ISSN 2226-3780

EXHOJIOTHYECKTH AV

I/I PE3EPBLI HPOI/BBOJICTBQ

-

©
©
©
©
©
©
©
©
©
©
©
©®

Ne1/5 (21), K .

2015 00000000{06600@0000966006000
H 2 5
. % ’




EXHOJIOTHYECKHH AYIHAT
‘A PE3EPBbBI IIPOHU3BOACTBA

Ne 1/5(21), 2015

B

Peaaxusonnan KORROPMR

| ¥ % J D TEXHN
HAmsrrpunos Bunpnii l!nmmm, 3 THE,
Harw rocyRap arpap
T - op no
lhaucumn Banspwit Axosmenwy, 1. 3. ¥, npa!}eccop,
Horrancaan 1 £ AIPAPHAN BER

Memrm TARBHOrS PEXRKTORR
, % W, npogieccep,

Hosranceas rucvgapcma-sxaa ATPEPHAH ARRAGMMR

Ornercrrenustit cexpeTaps
Eenonop Anexcunuppa Msayuoswa, 8.7 . 20487,
Honraecxag mcv,uspcmmsas ArpapHas amapgm i

S

Teaxmeancie HAyKX - * .
A fner Biwropesuw, A T R, 7pod., Hmmm TBXHUNBCEMH YA~
BEPCHTET «XapbRDRCKIE ROMITEXHMSECRUIL WEETHIVTY, ‘Bogmutown Loproi Aun-
TEALMBMY, [, T B, UpOH., Iannposrial MCyARDLTOEHNIR WEMERODHAR: SRAHOMME,
I'npsxh wieeit Brapoomponey, 1. 7 8, mpob., Homestian rocyisprraeiyes arpepias
A xp Brapoaponwy, 7208 mod Henuonamewt
mxﬁmemm'a yanmpmr‘]upam <HBuencrik nomirexaseipaot ienmyTs; Rymnoms
Hrops Avarareemies, €. 7. 5., AR, Flonmascean rocyneprmeinan arpapRan axagemms;
Kacuanos Bramoongs Anexcanapnesws, %8, whot:, Haiuoransiid sauniioussi
y , Buen; Kuspp rynm.musummq,g T i tpod.; Banuoran: g
ABBI am«muxxuﬁ p Kxen; Hyy i3 AMaToraeEny, 1.7 H,

npodeccop,
BERZOMMA

npsd, Lt Xapeanuckul HOnMTEXHUEECERE
WHCTHTYI, Manuam Mupmmu I:unmum, & T, upot}; Henwosansemit %
il flep I |
npod,, HampoHanssnit rexuadectul yEMBepeuTer «Xapbnosum‘a nommcm wn
cruryTs; Nery lﬂpuuk. poEs, A T B, pod., H 7 ¢
urer Vi # PUAMTEXHHNECEAR FHLTETYD; bun{nm Broggeow

A Snsxnauﬂ, S r B, Apot., Hauponanssmnit TEXHWOCKHY YHUBEPCKTRT «Xsphxnacauﬁ
NOTKTEXHIEECRER BHCTHTYD; Cxmabunexudt Bresonoy Hspmanuw, 1 ¥
Cymeruit roryreporsemgit yausepewrer; Guopzon Rugpek Auapeemncs o %
npog., Nonrasckas rocypepereesnuen arpapiss asasprous; Tinodhaes Windr B
Topesuy, A 2 4., apod., Hayxowensmaf texswsecemil yeupepouraT «Xaperopauli
ROTKTeXHMMECE KHETETYT; Ppones Exrmnde Augpewsws, 178, wpod. Horms-
CcHuil BapoRansasl Taxneckuit yausepewrey . Kpur Boraperses; S Oxes
Muxaiinonwy, £ T 1, upod., Hanuouansusi tesmqeckict yaupepoirrar: «Kubrcrwd
| DooITeXHUdeckul MHCTRTYT; Janusz Magierd; Profesior nsttute ni Chemiral and
&~ Process Engineering, Cracow Hniversity of Technolagy, Poland |

InosomuuBEHRE xaymx

i Api é B M , 5. 3., apod, I
5. ar Kam ; 3axap Tamma Muposusseua, 7. 3. ¥, npuﬁx Hammsams-
HEE ¥ I : Hoeaums Mumanait AnsxcanapoRux,

A 3. n npnén Hayuso-urenasgonarenseusi uamrp MHYYCTPUAZLHEY DpofiieM pas-
surnst HAH Yxpamu Xaprsng; Hmmmm I 3. 4., npod,
Hamu Tey apmyrecizies; Aesoicnan Tamapa M-
KONABENE, &, H. mc vup npoh., Hommiseran FocyRapCIBENHAR BTPRPHAS. AXANEMUE,
Maxapeuxo Rerp Hy %, 8. 3. 0, upod,; [lonTanexan rocVABpCTRERGR ATpapHaN
axaﬁemm, Mamygn Xaunap Baibmnmm A = 5, npod, Tlovmasesan rogyasp:
Cuernana fevpomna, 5 9. 8., 0pod,
Dnecm«ﬁ uammxanm-mﬁ MOpCEOH YHUBSDEHTET, fispepmn forp W,A By
nipod., Houpomameni Texeideckyil yausepouter «Xaphopokyi Runwmeanesciss wi-
crwryn Tiueapense Bramang Bukeopomes 5,3 1, Aok Hovacean vobyaep-
T cYBeHHan arpspHan exagemus; Tlywmaps Axexmlm lhmnu, X 30 H, mpod.,
% . XapusoBcruil HAUMOHSIRNLD! IBOHOMIMBCEMH yausepcurer M. Demena Kyswena;
Pavuk Dlga, Associate Professor Balie International Aczdemy Latvia, Waldemar
" lzdehskd, Professon Univarsity of Warsaw, Paland; Rab Nawazx Lodhd, PhD), COMBATS
Institute of Information Technology Sabiwal Campus, Pakistan

. MemayRapoaMan nPEALTABREHHOCTD o KHABKCAUMR MypHANA:
B ¥ Index Dopernicus,

. v Uirich's Perindicals Diveciory.

- v DRIVER.

v Bielefeld Academic Search Engine (BASEL
+ v Pocomierwit wiaese uaysnoro nursporasus (PRELL
e v HesearchBib.

" Directory of Bpen Access Journals (DDA}

v’ WorldCai.
i« EBSED.
Yupepurenu
Tonrascras ToCyAapeTsensan arjapian aKanesus
Yl «Taxgonarwecxuk Lpnrps

Bepnﬂta. T. E. fepruensn

Arvecresans no
[Tpwromenus n & npnxasy MSH Vrpaus: 28; 12&1’ Ml

Vapism T ;
= Hnmaﬂcxnﬁ TOLYARPUTEBHNCH AIPAPHON SEEAEMUM
= Tiporoson Ne 7 or 27.01.2015
E Cerperemucrso o ro HRHDE Hypeana

-~ Cepus BB No 18228-7026P
= Azpec PEAAMUMK ¥ IAITEARCTER
=2 Vupamns, 61145, r. Xaprxes, yn. Warynosa gess, 4, Texsonorwaecxuit Uentp
Ten.: +38 (057} 750-88-80. E-meil: iarp.oauka@gmail.com
htip://tarp.netns/, hitp://journals.uran.us/tarp/
Hognwcano » newars 29.01.2015, Qopuar B0xB4 1/8
Henn porvosopran. Tupam 380 sua
Tapmuexa

nt}:apwxsa'ms uspes pa):axmm

5

I:IJAEP}I{AHME
£ m

4 PexoHCTpYKNMAR GM3HEC-TPOIECCOB B LENM MOCTaBOK
B KDHTEKCTE AyTCOPCUHTa
A A Al

9 Hccnepopanue yAOBARTBODEHHOCTH M JIDANEHOCTY KJIMEHTOR
B TIPOEKTAX MMHM-TOCTHHUL
Nesutuuu B. M., Aason B, B.

Hcenepopanue feATENBHOCTH UHCTUTYLMOHABHBIX
WHBECTOPOB B KOHTEKCTE t]mnam:nanrn MapEeTHHra
Hosommncxan A. B.

30 Mopens thopMUpOBRHUMA PAUUDHANBHOrD NACCAMKPONOTOKR

Mananr A. 10.

34 KoxsuenTyaiusauus Mogeneil yOpaBneHUR M3MEHEHUAMM
B COBPBME@HHBIX YC/IOBMAX U3MEHYMEOH EpPEABI

Tpumsxo T. B, Peusnaumunu T. 3.

41 Hrcnepopaeue BAMAHMA Ka4yecTBa KPRAMTHOIQ nmopTdens
Ha 3heKTHBHOCTb KPEAUTHOA ABATRALHOCTY GAHKA KBK
COCTABNAWLAR MOHUTOPUHIE KPENUTHOrD PUCKA

Pay 0. H.

46 Ilpofnemune acmerTs! hOPMUPDBAHUA Y4ETHON MOMUTHEM
cy6beKTA rOCYASPCTBEHHOND CEKTOpa
NMucapwyx 0. B., ¥ 0. K, Tw B.B.

51 OpraHu3auuOHHLIE NDAXOAR! B VIPABASHKID 3aTPATAMY
(eppoCnNaBHEIX TPEANpUATHIH
Konecxux B. H.

55 OcofieRHocT OLEHKM CTOMMOCTYM M UCNOJIL30BAHMA OpEHADR
TYPUCTUHECKUX NPEATNPUATHA
Anpan O. T

B0 CxcreMuas uAeHTH(GHMRAUMA MHHOBAUKK B COBPEMEHHOM
(opMare ux KiaccKbUKaLMK
Ayxbauenxo 0. A.

B4 DprauuszanmosHD-3XKDROMU4ECKDe 0becneYeHue
3KOHOMUYECKOH Ge30NAacHOCTU NPEANpUHUMATENLCTRA
B ArpONpOMBILIIEHHOM KOMIUIEKCE
Kapneiwo 0. B.

B8 dopMupoBaHue CHCTEME! YIPABNEHUA 38TPRTAMY
NPeANPUATUR PECTDPAHHOrD XD3AKCTBA
Anpmowmenno K. C.

72 Pasputue 6104HO-MEPAPXMYECKOTD NOAXOAA K
OCYWECTB/IBHMID NPONECca TEXKUYECKOrD NepeBOUPYMEHUA
MPOMBLILIEHHKIX NPEATPUATHI
Ustbynnxo A M., Papryumax 0. B,

7B  Ocofiennocrs dopmupoBaHus cOOPHEIX NOCTAEOK B LEMAX
noCTABOK
Panosuu B. A,

85 ComeplupHCTEOBAHME PASBUTUA EDHKYPEHTOCNOCOGHOCTH

BKOHUMMHKY H8 URHDBAaUHOHHO-MHBECTHLUOKHOA OCHOBE
Wrans T. B., Araux A. €.

JPRSBWTHEINEOM3BOWTENBHBIX
SYIRECHOHATTEHAAFIHOHOMMHKA
80 Ilpeanccsutky GOpMUpOBRHKA YCTOMUMBOTD PASBUTHA

rPaMAAHCKOrD COWECTER
Muxainmoso . T

94

MapxeTunrosbie UCCARANBAHME DR3BUTHUA NPOAYKTOBBIX
PO3HKYHEIX ceTell B Ykpause
Mupownux M. B, Kurnenxo E. H., Bacuneyosa C. A

EXHI]]IDI‘M B KIJHIJMHI{

89 Hcenepoearue nepCUeRTMB BHEAPEHMA INMEKTPOHNOM
TOProB/YM B YOIOBUAX MACONEpepadarbiBaiOILerc NpejnpUBETHA
Drapuenxs A. H, Crogaps E. B, Coxonona E. B.

102 Abstracts and Beferences



IS5N 2226-3780

3KOHOMMKA M YNIPABNEHUE NMPEANPHATHEM D

12. Trocki, M. Outsourcing. Metoda restrukturyzacji dziatalnosci
gospodarczej [Text] / M. Trocki. — Warszawa: PWE, 2001, —
228 p.

13. Szymonik, A. Logistyka i zarzadzanie fancuchem dostaw.
Cze$é 2 [Text] / Andrzej Szymonik. — Warszawa: Difin,
2010. — 206 p.

14. Jypuna, A. C. JlorueTuuecxass MHTeTpaIMS KakK (hakTop no-
BHIHEHNA KOHKYPEHTOCTIOCOBHOCTH OTEYECTBEHHBIX aBUAKOM-
nanuit [Texer] / A, C. Typuna // 1lpobacmu niasumeniis
cdpexrusriocti ingpacTpykrypu. — Kuis: HAY, 2003. — Bun. 10. —
C. 100-108.

PEKOHCTPYKUMA BM3HEC-POUECCOB B LENK NMOETABOK
B KOHTEKCTE AYTCOPCHHTA

Hceaenoranbl yenorysi BpUHSITHS IIPOM3BOJACTREHHBIM IPEATIPHSI-
TUCM PEITICHUA O TICPEIAte UMEHHO KINOYERBIX 30H IEATETLHOCTY Ha
ayTCoOpeuMnT ¥ 0b1apyxKClo, TO UMCIIIO B PAMKaX HCITH NOCTABOK,
KOI/Ia NPCANPUSTUC-aY TCOPCEP HBJSETCS €10 YHACTHUKOM, Takoe
penicnue Oynet uenecooGpasubiM, Wnterpanus npeanpusTHit Ha

Nesrtkun B. M.,
HNasox B. B.

HPHHUMNAX IAPTHEPCTBA H COBMECTHOH CTPATEFHH, COIJIACOBAIIHON
C CTPATETMSMM YYACTHUKOB 1CUM 1LIOCTABOK, NIO3BOIUT 1ONYUNTh
cuiepreriueckuil 3G@QeKT, HOBBICUT KONKYPEHTOCHOCOGHOCT
¥ o6ecne UT HOBbIM YPOBeHb YAOBACTBOPEHUs NOTpednocTeit no-
Tpeburened.

Kmiouesnte croBa: GUIHEC-1IPOTIECCH), AYTCOPCURT, teNb 110~
CTABOK, KJOYEBBIE CGepbl ACATCABHOCTH.

Sxumuwun Jinia Spocnasiena, xanoudam exonominuux uayk,
Joyenm, xapedpa npoMucro8ozo mapkemuizy, Tepuoninvcoxuil na-
yionanvuuil mexuiunui ynigepcumem im. lsana lynwws, Ypaina,
e-mail: jakumushun@ukr.net.

Hrxumuwun JTunun Apocaasoena, Kandudam sKOHOMUNECKUX HAYK,
Jdoyenm, kadedpa npomviurennozo Mapkemunza, TepHonoavexkul na-
YUOHANLHLIT MexHuecKull ynusepcumem um. Heana Hyniws, Yepauna.
Yakymyshyn Liliya, Ternopil Iran Pulyj National Technical Uni-
versity, Ukraine, e-mail: jakumushun@ukr.net

YIIK 658.012.32
DOI: 10.15587/2312-8372.2015.36333

MCCNAEAOBAHME YAOBNETBOPEHHOCTH
K NOANBHOCTHU KNUEHTOB B MPOEKTAX

MUHHU-TOCTHHHLY

Cmamovst packpuisaem nowamus YoosaemseopeHHocmu nompebumeneii u 10sivHocmu nompebumene

Munu-zocmunuy. Cxemamuvecku npedcmasienvi COKPAUEHHAsL U PACUUPEHHAS UENOYKU COOMHOUEHUS.
nompebnocmeti nompebumenei u NPUbHLLIEH Munu-20cmunuy,. Onucanvt n0OX00bl OHCUBLEHUS U NOBBIULE -
HUSI KaMecmea 20CMUHUMHBLX YCY2 ONst NOAYHeHUsl yOosemsopennocmy nompebumeneii. Mapxemunzosas
xonyenuyus 4P 6vina pacuupena 0o gpopmyast IP. Chopmynuposarnvt ymeeprcoenus «Yoosremeopenust

nompebrocmen nompebumens» u «3010mvle NPABULA Ycnexas ONs COOCMBEHHUKOB 20CTNUHUY,.
Kmouennie cnosa: nompebumenscxas yoo8IemeopeHHoOCmb, NOMpPedUmenrsCKast L0SIbHOCMb, Ynpas-
Jelie npoexmom, nompednocmu nompebumenst, NPUOHIIU MUNU-20CTAUNUYDL.

1. Beegenuue

Bustiec-TYpHCTbl M NYTEMIECTBEHHUKY OUY€Hb TPe6o-
BATCHBULL M 1PU BhIOOPE MUHU-FOCTMHHUL (M-T) OTAAIOT
HPEALOUTEHNE TOH, KOTOpast 00eCeYNT HAMBBICIIYIO LEH-
HOCTB 32 UX AeHbTH. KOHKYpeH1IMS 32 npHo6peTeHHE HOBBIX
KJIUEHTOB CPEAX M-T YKPAauHB M II0 BCEMY MHDY B UH-
qyetpun roctenpunMcTea (MTI') ocraeTtcs ouens BbicOKO#H
¥ BO3RPATHBINHICS KJIMENT B TOCTUHHIHOM 6usHece (I'B) —
rjaBlias safada McHemkepos M-r (MM). Ceroaus motpe6-
Hocru norpebureneit (1111), yaornersopeHtocts norpebu-
reaed (Y11) n nosnprocts norpebureneit (JI1I) Ha poinke
rocTenpuumMceTsa (PI) — xIo4eBnie napaMeTphl yCIIEUIHOTO
I'B. KnveHTH akTHBHO WCTOIB3YIOT MHTEPHET JUIS TIOWC-
Ka JIYYNIHX TIPEJUTOXKEHMH, JUIS CpaBHeHUs IeH, npeja-
racMLIX YCJOBHUH M KauccTBa rocTHHHUHBIX yciayr (I'Y)
u rocrunnunblx upoayxros (1), osnakamnusartcs ¢ doto-
rajepeeil M OT3bIBAMU KJIMEHTOB, CJEIST 33 PeHTUMIaMy,
coobuernamy Ha dopyMax. Eciu motpedutens PT (ITPT) —
nons3oBatens 1Phone wiu IPad, To Bpems Ha M3yveHue
PA3JTUYHBIX TIPEAJIOKEHHR yBEJUYHMBAETCSA, YTO O3HA4aeT
HOPMUPOBAITHC MICIHS O M-T 337I0JITO 10 TOTO MOMCHTA,

KOT/I2 OH TepecTynuT ee nopor. Her comuennii, aro UT
TTPOJ/IOJIKAET PA3BUBATHCA, B YCIOBUSX YKPAMHCKUX pea-
aut MM pomxnst obecrieunts YII u cosaars JII, ans
nmoJjyuelust Koukypentuoro npeumyuiecrsa (K1) w yse-
auuenus gonu P B jaHHOR craTbe aBTOPhl PACKPbIBAIOT
nousirie YII u JIII, foxa3sBaloT CynIeCTBOBAHWE CBS3H
MEXY HUMH, CXEMATHYECKH NTPEJCTABISIIOT COKPATIEHHYIO
W PACIIMPEHHYIO Ilenodku coorHonmenus [T u mpubsnined
M-T, OITMICHIBAIOT MOJAXOIB! OXHBJICHUS W MOBLIMECIWA Ka-
uvecTBa rocrunndnsix yeayr (KI'Y) mna noayuenust V11,
B 3aMellleHue KJaccuueckolt dopmynm 4P, pacnmmpaior
ee 10 Gopmyabl 9P, GopMyaupyloT yTBepKAEHUE <«YNOB-
nersoperns I1II» u «3os0Thie MpaBUIa ycnexas s OT-
eNhEPOB M, HA OCHOBAHWM TPOBENIEHHBIX MCCIENOBaAHWUM,
JIeNAI0T BBIBOJIBI, KOTOPHIE TIOMOTYT oTenbepamM — MM,
unu cety M-T, yaosaersoputs [1PT u nobeaurs 8 6opnde
3a enopTopsiowuiicsay Gusuec. PesyasraThl uccaciosa-
Huit aBTOpOB uOMOrYyT MM peanuzosarb 1porpaMmbl,
0feCcIeynBAONINE PEATBHYI0 CTOMMOCTB, IOBLIIAIONIHE
KI'Y, n npespamarmue HOBBIX TOCTeH B ITOCTOAHHBIX
xkauentoB (ITK), nesas I'B ycnenubsim, NpUOBIIBHBIM W KOH-
KYPCHTOCNOCOBHBIM,
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2. AManus RMTEPATYPHEIX MCTDYHUKOB
M MOCTaHOBKAa npofneMel

Pacemotpum nonsitua YI1 w JITI, npoananusuporan
JIUTCPATYPHbIe MCTOTHUKH, BKJIIOUAs MaTepHATBl CcraTed
Jxo3zeda llaiina, Jlona Henuepca u Mapret Ponxepe |14,
Tomaca Jlxxonca n Ipaa Caccepa [2] u Dpenepuxa Peiiu-
xesapaa {3].

CymecTByoT caeayionye GpopMyIupOBKH MOHATHS YII.
VI — cy6bexTuBHAsS (TIO3UTHRHAS) OIEHKA OKDPYXKAIOIIEH
NEeUCTBUTETBHOCTU: JIOAEH, YCAOBUN XW3HW, JIUWUYHBIX OT-
HOILICHUH, JocTikeHui U T. A. YII — aTo aMouuonantsHoe
COCTOSIHHME UCJIOBCKA UOCAE HOCTIDKEHHsT COOCTBEHHON Ue-
an [4]. Y1l — 310 uyBCTBO, HCIBITBIBAEMOE JULIb 110CJ]IE
nokynku v ucnonbsoBanusg 1l wau I'Y. Ilpu arom TH
BOCNIPUHNMAIOT He M30JMPOBAHHO, 3 B CPABHEHMH C Peasb-
HeIM uan BoobpaxaembiM [TI/TY, KOTOPHIMU WX MOXKHO
3aMmenuth. Kouncernnus opuenrtammy va [IPT — coorser-
CTBHC WJIM IIPCBBIIICHUC HX OXUAALMH, 8 OKUABHHA 3aBUCAT
or upeanaraemoro Ha Pl smGopa. llpesbicus oxunanus
norpebuTesiell B LeHe M KauecTBE, MOXHO DPACCUMTHIBATD,
uro IIPT OyayTt BosBpamatscs B M-r [5]. «/[Buxenue
B Haposns», yueT ocobennocteit ITPI Ha Bcex aramax mpo-
W3BOACTBA W DeajM3aliuyl TOBapa — AKTyaJbHAs MUPOBas
TEIACHIMS Pa3sBUTHsA Mapketunra. Ilomobnoe usMmencHue
OPUCHTUPOB CILYXKUT JOKA3ATCIbCTBOM LOBBILCHUS KYJIbTY-
pbl B3aMMOOTHOWEHUHA ipogaBua U nokyuareis [6]. YII —
aTo ocHOBa cymiectsoBanus M-r Ha PI. a JITI — 3anor eé
ycrexa. MiMenno onM, coxpausiione npUBEPXEHHOCTh M-T,
obecrednBaroT el AOKHBIE yposenb npubbiin. YT kax
0606TICHTIAS XAPAKTCPUCTHKA OTHOLICHHS K MHPY M CTO
06BCKTAM U SBACHHSIM — KOMIUIEKCHAsl, CHCTEMHAs Xa-
PaxTePUCTHKA B3AUMOOTHOLIEHUI YeJ0BEK — OKPYXKAIIIM
mup. B conuanbhbix uccaenoanusx Y1l — nokasarens
YCHENTHOCTH W aZlalTHPOBAHHOCTU 4€JIOBEKA B KOHKPETHBIX
YCJIOBUSIX. «YAOBJIETBOPEHHE —3MOIMOHAIBHOE COCTOSIHHE,
BO3HUKAIOIEe B CAECTBHE peasu3alnuy MoThHBa. JIpyroe
neno — YII, — oTHoUeHMe K BRINOJHACMONR JICITEABHOCTH,
o6pasy xusnu. Y1l BbIIOAHSET AONTOCPOUHYIO OLCHOY-
HYI0 QYHKIHIO, NO3TOMY 3TO IOJOXHTENBHOE OLICHOYHOE
OTHOIIEHME, a HEeYOBJETBOPEHHOCTh — OTPHUIATENbHOE,
B mapketunre u uccaenosanusx nosegenus I1PI — VIT —
pesyasrar norpebrenus TTI uim TY. «VT1 — nonoxurenshas
OlleHKa BhIGPaHHO# ansrepHaTusbl; cyxnenve ITPT o toM,
uro Kymaennoii uM I'Tl cooTBeTCTBYET OXMAAHUSIM HIM
upesocxout ux. Apyrumu caosamu, I'll wiau I'Y nonxhb
ObITh TAKMMU, KaK Bbl U paccuuTsiBaiu. Lipotusononoxustii
pe3ynbTaT IPUBOAMT K HeyAOBJEeTBODeHHOCTH» [7]. Jns
obbsicHeHus: YII MCIONB3YIOTCS Pa3jM4HBIE IICHXOJIOTH-
yeckue Mojiesd. HanpuMep, TpHM HCCJIeOBaHWH, aBTOPHI
HCTONB30BAIM Teopuio oxumaanuil P. Onwsepa M Teopuio
NpHHATHS pemienuil. MoTupaiueil k NOKynke U noTpebie-
HUIO CAYXUT yaoBiaeTBopenue 1111 Peanusanusa konuenuuu
MapKeTHHIa — BhllyCcK yAoBJerBopsoowux 11PI roBapos —
JIOJIKHA HAuMHAThesl ¢ moHuManus Gasuchbix ITIT. TTIT —
OCHOBHBIE JKeJIaHUsl, CO3/IAI0NINE KeTaHue YTo-Tu6o feats,
Kaxpiit yesoBek wMeer yHUKaasHbIH HaGop TTTT (puc. 1).

IlckoTOpBIC W3 HHUX BPOXACHHbIE, APYrHC — IpUob-
percunsie. Bpoxanennsie 111 — ato ¢usuonoruyeckue,
BKJAOHAIOLIME LOTPEGHOCTL B €l€, BOAE, BO3AYXE, T. K.
ynosnerBopenye Takux [T HeobxoanMo )15 IOAREPKAHUSA
KU3HYN, — 310 nepBuunble I1II. Ynosnerropenue dusu-
yeckux TITT, TITT B GesonacHocTH, 3/J0pOBBE W T. /. 0be-
CNeUNBACT BBDKWBAHUC YEJIOBEKA.

f
"'Ll'immue HOTpeOHOCTH I

1 H
abCOMoTHBIE r i x OTHOCHTEJIBHBIE I

BeACTBHTENbHbIS

nAATEKeCnocOOHbIe

Puc. 1. Cucrema meuneix [111 (7]

[Ipuo6perennne IIIT — ato te, Kotopric MbI DOp-
MUPYEM, UCXOJ/I U3 HauleH KYJBTYpbl WJM OKPYKCHHSL.
Onu moryr sxkmwouarts 111l B yBaxkenum, npecrvke u Ap.
T. x. mpuobperentsie INI1 He ABATIOTCH HEOGXOIUMBIMU
JUIsL BBLKUBAHKS, TO OHY Ha3bIBAIOTCA BTOpHuHbIMHU. IIpu
3TOM, PEKJIAMOJIATENIH CTAPAIOTCS ONeHUTh BaxHeimue TTT]
B fannoc Bpems. Hu omira xarcropus 1T ne mmMeer mo-
CTOSIIINMOTO MPUOPHTCTA HAX APYTrUMH. MOTUBamMA MOXCT
ObITh BhI3BaHA Kak Kakol-to oaunoi 1111, Tax n xenanuem
YAOBIETBOPUTh couetanue HeckKosibkux 1111 Ilonnmanne
ITT1 nossossier MM #CIOMB30BaTh Pa3jIMUHBIE BO3IMOX-
HOoCTM TIpuBJedeHus u coxpanenus JII. Jlas onpenenenns
nousaTust «YIl» ¥ paccmorpenus ee BsauMocssizau ¢ [11]
C. B. Maryu ucnoasszosan ¢opmyny Y. [Ixemca [8]:

Camoysaxenue = Yenex/Ilputssanms.

C. B. MaryH smecT0 caMoyBaXeHWsT (KaK HacTHOTO
suma Y1T) noncrasasct obobmennyio YTI, na Mmecto npurs-
3anuii — cuay coorsereryomett I111, a na MecTo yenexa —
00beM peaslbHO TNoTyvaemoro GJara.

O6o6mennas Y1l =
= O6beM peaspHO NoayueHHoro Gaara/Cuma III.

Bocitonb3yeMes naiiibiM HOAXOA0M, 4TOBBL BBLICAWTD
dakTopsl, oupejensionue Y1, a 3aTeM 11poaHanuszupyem
JAHHYIO (PYHKITUIO C MOMOIIBIO METOA UCCTACOBAHUS (QyHK-
nuy. Bo3pMeM 01HO M3 3HAYeHUN 3a KOHCTaHTY, APYrHe
6yneM yCTPeMJISITh K HYJI0 WM GECKOHEUHOCTH, M Ornpe-
JIEJIUM TIOREJIEHHE TPeTHheTO 3HAYEHHA, PEHOMEHONOTHYECKH
OCHOBBIBasCh Ha H3BecTHEIX (akTax. IlocTosmioil Besu-
uuHoi Gaar u mewstiomeiica cunoil 11 Ecan cuia 1111
yBeaMuuBaercs, 10 Y11 ymenbuaercs, B upesene — GyleM
CUHTATh <KaAaBpP». VI ¢ Apyro# CTOPOHDL IPH YMEHDIIEHUH
cunast ITTT pacrer VII. [Ipu nesnauurensson I1I1 VII mo-
XeT 6BITh TIONHOH, HO HUKOT/IA He Oy/IeT o9eHb 6omabInoi,
Kak ¥ HeynoBjetsopennocts. [la puc. 2 mpexpcrasmicna
3aBucHMOCT ypoBis YII oT cuiasl noTpeGHOCTM npy TMO-
cTosHHOM 00beMe nosyuaemoro Gaara [9].

B atoM cayuae HyxHO paszanuath YII — cocrosnue
¥ YAOBOJbCTBHEe — mepexuBanue. YII, mau tounee —
y/IOBOJILCTBHE KaK INepexXHBaHHE — T0 3MOIHOHANBHOMY
Haxany jeiicTBuTenbHo Oyner HebonbnM, a YT kak co-
crostiuce 6yact pocratouno nosanoi. Us atoro cacayer,
4TO CYIECTBYIOT 2 napamcrpa ouenku Y1

— 1IOJIHOTA YAOBJIETBODEHUS;

— CWjIa NEpPeXUBaHUS YAOBJIETBOPEHUS.

VII xak ycrodumpoe W 00OGIIEHHOE OIEHOYHOE OT-
HOIleHUe OJIMXe K TIepBOH XapaKTepUCTHKE — TONHO-
TC YMOBJCTBOPCUHUS, B TO BPEMS KaK YAOBOJLCTBHC Kak

10
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AKOHOMMKA ¥ YAPABNEHKE NPENNPRATHEM —)

nepexusanue Osmxe KO BTOPOM XapakTepUCTHKe — CHJe
HEPEXXUBAHUS YAOBAETBOPeHUA. Toraa MOXXHO IIPENnoJio-
KUTh, uTo Y11 nH3MepsieTcss B OTHOCHTENLHBIX BEJTHYMHAX
W 3aBUCUT, TIPEXJIE BCETO, OT COOTHOIIEHWS BEJTWHUH XKe-
JIACMOTO ¥ MMEEMOTO. YNIOBOJBCTBYE XKe U3MepseTcs B ab-
comoTnbxX Beauuunax (kKak cuia sMmouuu) ¥ B Gonpmedi
crenenn oupeaensiercs cunofi 1111, Cnenyer pasrpanuun-
BaTh Tpu noraTtus: YII, ynosnersopenue, yAOBONbLCTBHE.
CooTtHecenue 3TUX MOHATHH NpezncTaBiaeHo B Taba. 1.
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Puc. 2. 38BMCHMOCTL YPOBHA YAOBNETBOPEBHOCTH OT CHLL NOTPeGHOCTH
npK NOCTCAHKOM OfkeMe MonyuaeMoro Gnara

Tabnuya 1
CooTHecenue NOHATHH «YAOBOALCTEUE -— yaDEneTeopexue — VI
Newxonoruye-
i Vi e | Yaos BUE
CHRUE TIOHATHA BOENETBOPRHY mOBOLCT!
Veroitausocte | Yerosuueoe co- 3ran/anement Axryansuoe
BO BPEMEHH CTDAHKE nponecca, IMOUUOHANEHOE
PE3YNLTET HA- nepemuBaAHUE
cugenua I111
Ochoenas xa- | llonkora MpomemyTounoe | Cuna
PAKTEDUCTHES TOJIOKEHME
Dt yero sa- Japucur or cooT- [IpomesyTounce | 3amucur ot
BUCHT? HOIIRHMR BE/HMUH | MONIOMKEHME cwet [I1
MeIaeMorD ¥ MMee-
Morn finara
€ vem cerza- | & nbofmensoi [ MRt € aMonuein
HHI? OLEHKO NPoUUIBFO
¥ Gyaywero

CyliecTBYeT 3aBUCUMOCTb MeX)Iy 1OCTOSHHOR Beauuu-
Holt I1IT u usmenenuem pasmepa Gaara (PB) u cuns HIL
Ipu ymenbuienun PB VII cawxaercsa. Ilpu yBeauueHun
PB YII cHadana MOBBINAETCS, HO HE TPOMOPHMOHANBHO.
3necw moMOWACT 3aKOH TIPENCAbHON NOAE3HOCTH. 3aTeM,
JOCTMTHYB KaKo#-TO mpeneabnoil Toukn, xoraa Giara go-
craTouHo A8 yaosiersopenus II1, xapaxrepuctuka Y11
lepecTaeT 3aBMceTh 0T NpUpocTa PB u BauuHaeT onpe-
ACATHCA KaKUMH-TO HHBIMH dJaKTOpaMH, YTO OTPaXeHO
Ha puc. 3 [9].

T. 0., MOXHO YTBEpPX/aTh, UTO YT 3aBUCHT OT BETUYUHBI
KCIACMOro M UMmeeMoro 6inara, Ho B COOTHOIICHUH C CH-
a0 111 ¥ oupenessiThesl KAKMMR-TO MHBIMH (HaKTOPaMH.

lipn nocrosnnoii senuuune Y11 ¢ ysennuenuem Pb
aomxxa pacru u I1II. Oto creayer u3 (GopMybl, Ipeano-
xennol C. B. Marynom. Anamusupys dopmyny C. B. Ma-
ryHa (2), cielyeT Beroab3oBaTh OHSTHE Y/IOBAETBODEHHUE,
a ne YIL E. I1. Mapun nenacT cnpaBeiuBoe 3aMeuaHue,

uyro y C. B. Marysa npoucxoaut cMewene Y11 u yaos-
nersopenus. «C. B. Maryn no/xeH 651 TOBOPHTh MMEHHO
06 ynosiersopenuu, a He o6 YII, ubo mocnenHss ecTh
BHIpaskeHHe TOJOXHUTENTBHOTO OTHONIEHUS K KaKOMy-JiH-
60 daxTopy xu3nu, paboThl B Pe3yabTaTe HCOAHOKPAT-
HO WCHBITHIBACMOI'O YHOBOJLCTBUS ¥ TapaHTHPOBANNOrO,
€ TOYKY 3peHNn cy(ObeKTa, 110AYUEHUs 3TOI0 YIA0BONbCTEHA
u srpens» [10]. YaoBneTBopeHNE MCOLITBIBAETCS KaXIbIi
pas, xorna [IIT nonHoCTHIO YAOBJIETBOpSETCA, 3TO BbIPA-
KaeTcsl B NEPEXUBAHUY YROBOJBCTBUsA, obneruenus. Jins
aHanu3sa daxTopos, onpenensionwmx Y1, MOXHO BOCTIOND-
3oBaTbcs u ananusoM YII, npeanomnaras, 4TO MCEXAHU3MBI
dbopMuUpOBaHUs UPUMEPHO OAMKM W Te e, 3uauut, Y1
3aBucuT OoT cuabl 1111, HO oTHOweHUs He oBpaThbie, Kak
3To oTpaxeHOo B mpexcTaBaeHHoll dopmyie (2), a fomee
CJIOXKHBIE.
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Pue. 3. 3aBuCUMOCTL YPOBHA MarepuanbHOro (Mar) yADRIETBOpeHUs
oT ofkeMa noay4aeMaro finara npu NOCTOAKHOHA cune noTpefHOCTH

Teopus pacimpennoro socnpouasoacrsa (PB) [T rax-
e TOBOPHT O TOM, YTO TIpE LOCTOSHHON Benuuune YII
¢ yeenmnuenneM PB nomkna pactu u TT1 Ecan pacemar-
PHBaTh TPOIlECe PACIIHpEnHoro Bocnpoussosieria 1111 no
WaraM, TO CHAYaJa YAOBJACTBOPSICTCA aKTValblbill ypo-
Benb 1111, zatem atu 1111 pacmupsiores (xoderces Goapue),
a, 3HAYUT, U pacTeT HeOoOXOAUMBIR 00beM MaTepuasbHBIX
Gaar. C. JI. Py6unmreiin cuntaer: «HampaBnennas Ha
ynossierBoperue wanuunnix [T neatennnocTts, Mpousso-
NI HOBBIE TIPEJIMETH JUIA UX YJOBJIETBOPEHUS, TTOPOX/AeT
u HoBele IIIL. TII1 oTuionr ¥ie OrpaHuvYMBAIOTCS TCMU, KO-
TOPBIE HEHOCPEACTBCHHO CBI3aHbl ¢ OPIALUMCCKOM KU3NbIO.
B npouecce ucropuuecxoro passurua He rosapko atu 1111
PasBUBAIOTCS, YTOUHSACh M IUGDEPEHIUPYICh, HO U T0-
ABJSAIOTCSA HOBblE, HE CBSA3aHHbIE C yXKe mMeromuMuca. Tax
V 4eJIOBEKa BO3HMKAET MOTPEGHOCTH B YTEHNH, B TOCETEHUN
TeaTpa, B CAYMANWM MY3BIKM M T. I Tlopoxnask Mioront-
pasue cepsl KyJIbTYPHI, UCIOBCUICCKAsS NCATCIABIIOCTD TMO-
POXKAAET M COOTBETCTBYoWMe HOTpebnOoCTH. B pesysbrate
HoTpeOHOCTY Ye/IOBEKA AATIEKO BLIXOAAT 32 Y3KHE PAMKH €10
OpraHuyecKol xuaui, otpaxas B cele nce Muoroofpasue
M 60raTCTBO MCTOPHYECKH PasBHBAIONNEHCS IeATEABHOCTH,
Bce BoraTtcTBO co3naBaeMol kyJastyphl. Ilopoxaas cooT-
BETCTBYIOIUIME NOTPCOHOCTH, KYJABTYPA CTAlIOBUTCA IIpH-
pogoi uenosexar [11]. 1la sTo ¢ obpawacT BHUMALMC
u C. B. Maryn: «B aefictButensnoctu xe nemuvoe PbB
H3MEHSAETCS, U 3TO MOXET IPUBECTH K NPAMON 3aBUCH-
MoctH Mexay cuaoid IIIT u ee YII, 1. e. uem Gonbie
VII, tem cumbhee IT1, u HaoGopoOT, ueM CUJIbHEE BhIpA-
xena TIT1, Tem Gomapime crenens Y11 (CYID). T. o, 1Y
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siusier Ha 1111 aBosko: no mMepe pocra YII 1111 B coorser-
cTByOIIEM 61aTe MOXET KaK ociabeBaTth, Tak U YCHUJIMBATHCA.
Iepsoe, cornmacHo npeicTaBieHusM A. Macioy, xapakTepHo
JUIST «MOTWBATIVH JIe(UIUTa», BTOPOE — JUIST «MOTHBAIIUHN
poctas [12]. T. o., ITY 3aBucuTt ot cuaw I, oT Besuumn
JKENAACMOTO U MMeeMoro Guiara. DTO COOTBETCTBYET HPEi-
soxennoi C. B. MarynoMm ¢opmysie, HO OTHOWIEHUs He
OJHO3HAYHBIE, KaK 3TO INpeAcTaBieHo B dopmyle, a Gosee
cnoxsste. Kpome toro, VII 3aBuCHT OT IOMOTHUTENBHBIX
daxropos. BoaMoxHo, 4To aTHMU dakTopamu 6yAyT cheph
ITY, onwit ynosaersoperus I111, KOHKpeTHBIE O6CTOSATENb-
crpa. Tak, B MaTepuaibHol YII x HUM OTHOCSITCSI Hanpas-
JICHHOCTL M MHTCPCCHL NMUHOCTH, ONLIT YAOBJICTBOPCHUS
Marepuasibublx (Mat.) 111l u onenka BepoATHOCTH yJOB-
nersopennst Mar. 1111 B Gyaymem. [lockoabky <cTparerus
ynepxkanus IIPI ocHoBaHa Ha BHePeHUH CPEACTB U3Mepe-
HMS ¥ OIleHKM KauvecTBa B3aumojeicreust (KB) koMmnmanuu
¢ notpebuTensmu» [13], neo6xoauMo, BO-TIEPBHIX, HANTH
TC ICPEMCHIIBLIE, KOTOPbIC MOTYT BBICTYIIUTH B POJIH IIO-
xasareseil KB npoaasuos u nokynateneii I'Y. Bo-BTopsix,
HEOOXOAUMO BbIOPATh METOABl M3MEDEHUSI 3THUX lE€PeMeH-
HbIX. Kak 3ameuaer Banna Bapxastux «JIII noapasyMesaeT
R3aUMO/IEHCTBHE — JIOJITOCPOYHBIE OTHONIEHUsI NOTpebuTe-
as ¢ M-T» [14]. C mHe#t cornmacunl Jloyac, Cratinc «..JITI
— LCHTPAJLIOC YCJOBUC YCHEIINOro yACpXaHus..» [15].
pyruc aBTopbl TakXkKe FOBOPAT 0 HEOGXOMMMOCTH yACPKa-
Hug upusepxennblX JI1I, T. e. yaepxkanue CyLIeCTBYIOLIUX
HPI' — coszanne u nossiumenue JiIT.

Ha ocHoBanuM 3THUX YTBEPKAEHWH, NPEACTABHM CXe-
MaTHYECKHW COKPAINEHHYIO W PACIIMPEHHYIO TIENIOYKU CO-
ornourenwst 1111w npubeiner M-r (puc. 4).

17 m N\
N[l

Puc. 4. Coxpamensan yenovxa coorscwenua {111 u npubrineit m-r

IIT1 IpuOpimu

VuureiBasi BCe OCOOEHHOCTH M TOHKOCTH 3TMX OTHO-
IIeHHH U B3aUMOCBsA3el, MOJYIUM PACIIMPEHHYIO HENOYKY
cootrotrrenust TITT w npuGrineit M-r (puc. 5).

Jeqaer BbIGOD B 1OJb3Y TOM niau unHol M- llpeonoqers
YKa3aHHBIA HEAOCTATOK NONBITAINCH ABTOPHI, MPEIOKUBIITE
BTOPO# noxaxoj, corjacHo kortopoMy JIIT — npeanourexue
ITPT, dopmupytonleecss B peaysbrate OOOOIIEHUST YYBCTB,
IMONMH, MHENUH oTnocutesnsno I'Y (MaM ec nocraBmy-
ka) [18-21]. Dror tuu JI11 unorna paccMarpusacrcest Kak
Gosee 3HAUMMbIH, T. K. C4MTAETCS], UTO OH 110Ka3blBAET CKOpee
6ynyumee noseaenue IIPI, yeM OTpaXkaeT €ro NPOLIIbIH
onsiT. OZIHAKO NAHHBIN TOAXOZ, BO-TIEPBLIX, OTAABAS IIPeEl-
TIoUTeHHe Cy6’BeKTHBHBIM MHEHHUAM Kak OIPpeResaioIinM
daxropam JITI, He noxaswiBaeT MX BJMSIHUA Ha TIOKYTIKY.
Bo-BTOPBIX, BO3IHUKAIOT TPOOICMBI M3MCPCIIHS TAKOTO TUIIA
JIII. T. o., paccmorpenue JIII Ttoasko B oaloM pakypee
BEJET K BOSHUKHOBEHUIO 11pobseM 1ulo ee HopMupoBaHusl,
6o uaMmepernst. I10sToMy aBTOPBI COIJIACHBI ¢ MHEHMEM
Iluka w DBa3y, npexnosoxusmumy, uto JIII onpexensier-
Cs1 COYETAHUEM <«TIOBEJIEHYECKUX» W <«BOCTIPUHUMAEMBIX»
xapakrepuctuk [22]. TloaToMy JIOSATBHBIMM SIBJISIOTCS TC
IIPI, xoTOpBIC MOMOKUTCIBHO OTIHOCSTCS K JCSITCJABIIOCTH
M-I, 1pessaraeMbiM e U1l u T'Y, ee nepconany u 1. 1. 9o
[IOJIOKUTENBHOE OTHOILEHUE BhIDAKAETCS LPEAIIOUTEHUEM,
oraasaembiM 'l naHHON M-T B CpaBHEHMH C KOHKYPEHTaMMU,
MPWYeM 3TO MPEANoUTeHHe YCTONYHBO BO BPEMEHU U Xapak-
tepusyercs coepimenvem ITITI. Onnako B moboMm coydae
npocroro omnpeneiaeius JII nexocrarouno. Ilcobxoaumo
IIPUMCHEHNME KOHKDPETIBIX M3MCPUMbIX uuauxaropos Jill
«lloBenenuecxass Jl11, kax Oblj10 OTMEYEHO BBLE, OLPELE-
nsietes noseaenueM [IPI mpu nokynke. K cocrasastonium
noseaenveckoi JIII otHocATCS: nepexpecTHaa Npogaxa, yBe-
smuenue nokynok, ITTIT], noxnepxanue HPY gnocturayroro
YPOBHS B3aUMOICHCTBUS ¢ M-T. OCHORITBIMH KOMITOHEHTAMY
«BocnpuiMaeMoii» JII1, popMupyemas IpeAnoUTeHUSAME U
muenusimu 11PY asnaiores: Y11 — ongymenue noBoJibCcTBa,
BosHuKamouee y 11PI koTopsiit conlocTaBisieT 1peBapUTeb-
HBle OXHMIAHMS M PeasbHBlE KadecTBa nprobperentoro I
OCBEOMJIEHHOCTh — CTelleHb H3BECTHOCTH JesiTeTbHOCTH
M-r Ha neneBoM PI' [14]. /lonToe BpeMs cumuTanock, uYTo
JITT onpenensiercst uckmountensino Y. Onmnako uceneno-
BaHust nokasaiu, uro Y11 ncobssarennno piecuer 3a coboit
11H1] n ysennuenne npopax. bonee Toro, no Mmenblueil
Mepe nonoBuHa YII Mensior noctaBomkos I'Y. dror pas-
puiB Mexay JIIT u VII ykaspiBaeT Ha BO3MOXKHOE HAIMYHe
JAPYrUX KOMIIOHEHT, BAMSIIONMX Ha (opMuposanme JITI.

Hute JII
pec IIoka
I T /1 \ c Iipenx Bm Iloxynka Iloms3o 3aTenn Ipu T
, \ TIPOC w11 03ce™ P 60p™P TTUTY ~® panne yenem ™% 6y
HHC HOCTH nu
Kena \ f M-T

HHUC

YII

Puc. 5. Pacumpennagr nenousa cootaomenna [T u opubuinest m-r

Buigoo: Yem sorme I, Tem Bbiure mpuOBLIM M-T)

B suteparype 1o MapKeTWHTY MOXKHO BBIIETUTD 2 TOJI-
xona kK onpejnenenuto JIII. TlepBbifi OCHOBBIBaETCsS Ha
pacemorpenuu JIIT xax ompenesennoro TUIA NOBEACHHUS
HPI, Bbipaxamomerocs B AAUTEAbHOM B3AHUMONCHCTBHH
C M-I' U COBEDLICHMM NOBTOPHBIX IIOKYIIOK NOTpebure-
neit (ITIITL) [16, 17]. Hecmorps Ha jserkocts ouerku JIII,
ompeaeageMoi T. 0., 3TOT NOAXOZ, OXHAKO, VIMEET SIBHBIM
He/IOCTATOK: OH YYHWTHIBAET TOJNBKO pPe3yJIbTaThI TOBeje-
nmst (TITIT), 1o nie packpbiBaeT npuyIunL, Mo KoTopsiM ITPT

Pazymunsle uccaegosanus (cornacio OQuusep, Murran
u Jlazap, [puddun un ap.) seiseman, uro YIT — HeoOxo-
nuMoe yeioBwe Ut opmuposanus JITI, ognako no mepe
paseutua JIIl ona yrpauMBacT cBOC NMEPBOCTCICIHOC 311a-
yenue W B ZeUCTBHC BCTyHAIoT Ap. daxtopsl. B wacrnocty,
60/1b110E BHUMAHVE B UCCIIE/I0BAHUAX YICISETCs COLUA/b-
HoMy oKkpyxeHuio IIPI. HeognokpaTtHo oTMewasnoch, 4TO
coBpeMeHHBIe ucchenoBanus kadectBa I'Y u YVII umeror
PSNl OTPAHWYEHHUH, W3 KOTOPHIX OCHOBHBIM SIBJASIETCST TO,
4T0 B cymecTByomux monenax ITPT pacemarpumaercest kak

C
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H30JIMPOBAHHDBIA UHAMBUA, UCKIIOUEHHBIA B3 COLUAIBLHOTO
koHTekcTa. OHako U3 Haauuus pa3peiBa Mexay JIIT u YII
aBTOPH [eJ1aI0T NPSIMO TPOTHBOIIOJOXKHBIE BRIBOJAH. Tak,
Outeep roBOPUT, 4TO «ToTbKO Y11, He JITI, MoxeT BeICTYNATH
KaK JIOCTHKUMAST 11eJ1b /UIs KoMnanumy. [puddun, naobopor,
oTMcuact, uto <J111, a ne Y11, goskna ObITh A€HCTBUTCIBHOM
uestbiv kKomMuanuu», CBoe MHeHue nepssifl 060CHOBBIBAET
HEBO3MOKHOCTBIO YETKOro onpenesenus napamerpos JIII,
Torja Kak J1s1 uaMepenua YII cymecTByioT oTpaboTanusie
MeTOMKH. BTOpo# ykassiBaeT, 4To, NockoAbKy YII paneko
He Bceria BauseT Ha BosHukHoreHue ITTII1, ncnonnsoBanue
Cro B KauecTBC OCHOBHOTO wHAMKaropa ommbouno. Ilo
MUCHMIO aBTOPOB CTATbH, MOCJACAHee MHeHHe Gonee ap-
rymenTuposanHo. OCHOBBIBasICh Ha BblJeJIEHHBIX acleKTax
JIT1, paccMOTPHM ee COCTABJISIOIINE, KOTOPbIE MOTYT ObITH
UCIIONb30BaHbl B kavyecTBe unpukaropos JIII. Haubonee
MTPOCTHIMU JIIS1 M3MEPEHUS SIBJISIIOTCS KOMIIOHEHTHI <IIOBe-
aciueckoit» JIII, 3HaUeHMsT KOTOPBIX MOTYT OBITH TONYUEHDI
u3 B/l no [IPI. Ouu onpeaessaiorcs caenyiomuM o6pa3om:
— 11epeKPeCTHAasi 1poJaxa — KOJAUYECTBO MOIOJHHU-
reabnblx Ul kyunennsix 11PI" B oupenenennmit upo-
MEXYTOK BPEMEHH;
~ YBeAWYeHMe JIOKYIIOK — CYMMa MU A0S YBeIH-
YeHUs pa3Mepa NMOKYNKY ofHoro w toro xe Il 3a
ONpEACTICHHBIH TPOMEXYTOK BPEMEHH;
— 1OBTOPHBIC 1IOKYIKM — KOJMYECTBO NOBTOPHBIX
1IOKY110K;
— mnoaaepxanue IIPT gocrurnyroro yposust B3aHMo-
AEUCTBUS € M-T — OTHOCHUTEJIBHOE IOCTOSTHCTBO CYMMBI
TOKYNKM ojiHoro W Toro xe I'T] 3a onpenenennsiit mpo-
MCXYTOK BpeMen . COCTABISIONINE «BOCTIPHHUMAEMOMH»
JITT usMepuTs coxiee, MOCKOABKY 3716Ch aBTOPHI HMEIOT
AeJI0 ¢ HPeANOYTEHHSIMY U MHEHHAMH NoTpebuTtenci.
B saHHOM cilyuae OCHOBHBIM CIIOCOGOM HOJIy4eHUs! HH-
cdopmanu 6yayT onpocsl noTpebuTeNed W 3KCIEPTOB.
B kauectse unpuxaropos JIII GynyT BICTynars:
— OCBEJIOMJEHHOCTb,
— CTCHENb U3BECTIIOCTH NIEITEJBHOCTH M-T HA I1eJIEBOM
PI' 1 MoxeT GbiTh H3MepeHa KaK KOJAMUECTBO PCKOMEH-
jauuil eymecersylomux 1P, Beaymux k npusiedeHuio
Hosux IIPT;
— V¥YII — u3 Bcex IepeyUCIEHHBIX BbIlle (GAKTOPOB
VIT — naubonee caoxkuwiit. Uayuenwe JIIT u onenka
e€é BIWSTHWS HA OCHOBHbIC ONEPANMOHHBIE TTOKA3aTeaq
M-T — KJIOUCBOI acHeKT GOMBIIMIICTBA HCCICAOBAHUM
V11123, 24). CnoBo «11peJaHHOCTb», KaK IIPaBUaO, Ipea-
110J1araeT OJHYIO BOBJAeY€HHOCTh. [loaToMy HyXHO BCé
BpeMs ctapathes 3acTasuth [IPT nosepuTs, uro 3a CBO0O
TIPENAHHOCTb OH TIOJy4aeT BO3HarpaxjeHue B opme
6onee NPOYHBIX B3AWMOOTHONIEHHH, YTO, BOAMOXHO, by-
JICT IPOSTBASITLCA B BHJle Gosiee 6osiee BHICOKOTO YPOBHS
obenyxusanug [TPT [25, 26]. JlosrocpouHBIC OTHOLIEHUS
M- ¢ 11Pl} yaepxanue cBOMX KJIMEHTOB, yBelMYEHHe
aoiu 11K noapasymeBaior co3fanue u nossiienue JII1
Kommanus «Qynxu-Kcepokcer, HeeTenysa B3anMOCBA3b
Mmexny CYIT u JITI, Buinenser 3 sousr JIIT (puc. 6):
— TnJoxas 30Ha HeY/OBJETBOPEHHBIX KIHEHTOB, e
OPHUCYTCTBYIOT HETATHRIO HACTPOCHHBIE NMOTPEOUTENH-
TCPPOPHCTDL;
— (e3yuacTHas 30Ha HeOUPeAeNUBIINXCs noTpebuTenel;
— OGnaronpusitias 30Ha 11K, B ToM uucie norpebu-
TeseH-NIPONOBEITHHKOB.
Poct uncna TTK — crpareruseckas sanaua I'B. Bops6a
3a TTIK npespnonaract yBeawicHue CreneHd moTpeOHTEb-

ckoil josaapHoctu (11J1), kak npasusio, 3a cueT IPylliibl
neonpepenuBumxcs [IPIL 3anaya M-r — nmprBieys KIVEHTOB
¥ YAEPXKATH UX, T. €. CTUMYJIMPOBaTh IIOBTOPHBIH 3aka3 I'V.
ITo atomy nosony nokrop Y. D. JleMHHT NMUBTET B KHuU-
re «Beixon u3 xpuancas: «IlamM copepricHiio nejaocraTou-
HO HMeTb 10TPeGUTEs, KOTOPbI 1IPOCTO YAOBACTBOPCHL.
HeyaoiaeTBOpeHHbiE NOTpeOUTENDb, KOHEUHO, YHAET OT
Hac. Ho, K cOXajleHUIO, y/0BNETBOPEHHBINH TOTpebUTeNb
Takxe MoxeT yidTH. Ilpubniip B GusHece NPUXOAUT OT
TTK, koTOpHBIe XBACTAIOTCS BAIlTUM TIPOJIYKTOM WJIM YCIYTON
W KOTOpPbIE IPUBO/AAT Apyaeii» [27, 28]. JIIT — Takoe 06-
pa3Ho HonaoxuTeaApHoe orHomenue I1PT B otHomenny seero,
4YTO Kacaercs gesteasHoctu M-T, I'll u I'Y, uponssosumblx,
NPOAABAEMBIM UJIM OKA3BIBAEMBIM M-T, €€ 11€PCOHAJLY, UMUWJL-
3y, TOPTOBBIM MapKaM, JIOTOTHIY U T. A. VIMenHo Hannyue
atoit JITI, T. e. GnaronpustHoro orHomenus I1PI x nannoi
M-T, I'T] — ocHoBa mist ctabwibHOTO O6BEMA MPOMIAXK, UTO,
B CBOIO OYEPEJIh, ABJSCTCS CTPATErMICCKUM TIOKA3aTCICM
yenemnocTd M-T. JIIT — Te, KOTOpBIE AOCTATOUHO AOATO (HO
CpaBHeHHUIO €O cpokoM (ynkunonuposanuns I'Y) ocrawres
€ M- M COBEDILAIT HOBTOPHblE LOKYLKMU.

Qfmnuaemnﬂ(
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Puc. 6. Tpu sousr JIIT

Onua u3 ocuos JITT — mosurusneiii omwrr T1PT B 11po-
1ecce nokynkn/norpebaenus nannoro ITT wan TY. JIT (7. c.
konnuectBo 11K cpeayu Beero xoanuecTBa KJIWCUTOB M-1)
OKa3bIBAET BJAUsHUE Ha upubbb M-I, 11K 3T0 B OCHOBHOM
te, k10 coepuaor III1 B oaHol m Tol xe M-r. Mnorue
CIEIMAIKCTHL paccMaTphBaioT dakrop cosepiuenus [111 xax
KJTIO9eBOH B PasBUTUHM U (DYHKIMOHUPOBAHMM M-T. UeM
noneine ITPT o6riaercs ¢ M-1, TeM 6osee OH s Hee TICTIeH
B (pUHAHCOBOM cMbicie. D10 — ponrocpounisie 1TPT Omum
nokyuaior Gossuwe, Menblie TpeGyioT K cebe BHMManMs
B ILlaHE CEPBHCA W BPeMeHM 0OCYKUBAIOLIEro 11€PCOHANA,
MeHee YYBCTBUTE/BHBI K H3MEHEHUIO LieH U CIOCOOCTBYIOT
npuBaedernio HOBLIX IIPY, xapakTepusyioTcs OTCYTCTBHEM
CTAPTOBHKIX PacxofioB Ha szasoepanue JITI. Jlonrocpounne
TIOTPEOUTENH 1ACTOJIBKO TICHITBI, UTO B IICKOTOPBIX cdiepax
6usHeca YBEJMUCHHC MHCIA AOATOCPOUHBIX noTpebureicit
Bcero Ha 5 % B o0uMeH CTPYKTYVPE KJIMEHTOB NPHBOAUT
K yBennuenuio upubObiaei na 100 %.

ITockoapky M-T ZOMKHA H3y4aTh aMHamuxy Y11, 1o
UCCTe/IoBaHMe TTocJe/iHell Hajlo NMPOBOJINTH PETYAspHO,
KaKk MUHUMYM exerogHo. Kpome rtoro, s onenxn JITI
HEoGXOMIMO CPaBUCHUC CC MOBEACHYECKUX M BOCHPHIIU-
MaeMbIX 11apaMeTPOB. 3Uauelusl COCTABISIOWUX HOBCACI-
ueckoit JIII (1J111), MoxHO 1nosyuuth u3 Gassl JAHHLIX.
dakTudeckn no KaxAoMy norpeburenio B Jiioboe BpeMsl.
Oxanaxo uaMepats BocupunuMaemyo JII1 (BJIIT) xaxaoro
TTPT, npuueM peryaspHo, HeBo3MOxHO. [TosTomy nesrecoot-
pasHo mposoanTs orienky u TUJITI, w BJITI no cermenTho.
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B 3aBHCHMOCTH OT MX YPOBHS MOKHO BbLJEJIUTD PAa3IUYHBLE
tunel JII (puc. 7) [22]

"IopegeRvecKin” JoAILHOCTSL

Kepbl KOMNAHMM KcepoKe, Kak U aBTOPbl CTaTbu, pasie-
AsyiM oflIKe B3TJISAAB Ha CAEAYIOIHE MOMEHTHL BBICOKO
KauecTBEHHAA IPOAYKIUS U CONYTCTBYIOLINE
yCayTH, co3nanHsie Ha ocHose ITTI, Gyayr
c1IocoGCTRORATL 6OJICE BHICOKOMY YPOBIIO

Beicoxan Husxan VI1I. Boicokuit yposcns Y11 6yaer cuoco6-
Buicoxas AGcomoTHas Cxpuitas CTBOBATHb 1l0BbILIEHKIO yposHs JI1L JI1I —
"BocnprEBEMaeMmag” HCO HOSNBHOCTD
-‘IJOIWOCTB o KJII0UeBas OIpeAessiomas J0JroCpoYHOro
JIOSLALHOCTH CYT
Huaxas ORHiAR CTEMe dunancororo ycnexa M-T. 1o TaHHBIM KOM-
HOANBHOCTH NOANBHOCTH

Puc. 7. Knaccudusanua JI1 (22)

Abcomorias JI11 — curyauus, upu KOTOpOM BBICOKO-
My yposrio 11JI11 coorsetcrByer BblcOKUiT ypoBens BJIII,
KoTOpas sBisteTcsi Hanbosee GuaronpustHoi ang M-T. [TPT
¢ abeomiornoit JIIT nerde Beero yaepxars. [Tpugem mus sToro
MOXKET OBITh I0CTATOYHO HOJUIEPKUBATHCS CYIIECTBYIOMMX
cranmaproB kauecTBa. Cxpwitast JIII o3nauaer, uTo BhICO-
xuit yposcub BJII ne nozkpersercs nosexcnuem IIPT,
T. €. OH BbljeJIMeT JaHHYI0 M-T U3 YHCJIA KOHKYDEHTOB, HO
HOJIb3YETCA €€ YCJYyI'aMU HE€ TaK 4YaCTO WJIIM HeE B TaKOM
KosmvecTBe, kKak abconoTHo jgosasubie IIPIL TIpuunnamu
3TOTO SIBJISTIOTCS, TIPEXK/Ie BCETO, BHElTHUE (haKTOPHI, HAPH-
Mep HeJIOCTAaTOYHBIM ypOBeHb noxonaa. B rtakoit curyanuu
M-T HCOOXOAUMO YKPEILUISITh ZOCTUTHYTOE TIOJOKEHHE Iy TEM
paspuTus noseacnueckoid JI11. Jias sToro MOryT ucioab3o-
BaTbhCsl, K IPUMEPY, LeHOBbIe cTUMYJbL JloxkHaa JI11 nMmeet
MeCTO B TOM cayd4ae, korza ILJIII coorBercTByeT HU3KHI
yposenb BJIIL Dra curyauus sBjasercs yrpoxaiouel, T. K.
TTPT He mpwBsisaH K M-T. Ero NOKYIKM MOTYT SIBJASITBCS
CACACTBUCM OTPaHMUeHHOro MpEIoKeHust, npussruck (I'Y
TPaZMUMONIIIO TIONb3YIOTCS APYTHMHU WICHAMU CEMBH), IO-
3ToMy Kax Toabko 1IPIl' Halizer M-r, yaoBaeTBOpsionyo
ero B GosbLIell CTElleHU, OH OTKaXeTca oT 06cilyKuBaHus.
Hns ynepxanus IIPT, neMonctpupyromux takoi tun JIII,
Heob6xoanMo obssatensHoe ycuaenue BJITI. Hakowen, oT-
cytctaue JIIT npeaocrapasier MUHUMANbHBIE BOZMOXHOCTH
JUIs yacpxanua. M-t crenyer mibo 0TKasaThes OT ymep-
sxkanus sroit vactu HPI — Beirogubix ans wee, — aubo
LIPMHMMATh CllelUalbHble MePBI JUIsl IIOBBLLEHUS IIPEXae
Bcero BJIIL. Urak, JIII — ocHoBHOI ImoKasaTens YPOBHS
B3aumMozeiicTBust IIPI ¥ M-T, ipiyeM MOXHO BHIIENUTH 2 ee
CTOPOHBI: «TIOBEZIEHYECKYIO» U «BOCTIPUHUMAEMYIO». Obe OHU
BKJTIOUAIOT B ce6sF PsIZl KOMITOHEHT, KOTOPBIE MOTYT MCIOJIB30-
Batbes 1uist uaMepenust JIT1. Ilanbonee snaunTebHBIN BRIIAK
B hopmuposanue J111 puocur Y11, npuuem st yaepxanus
1IP]" HEOGXOAMMO AOCTVKEHHE MAKCUMalbHOTO yposHs Y11
Onnako s onpezieNeHus Bo3MOXHOCTeH nosbinedus JITI
HYKHO OLIeHUTb coyeTaHue yposHs kak BJIII, tak u ILJIIL
MaxrcHMaTbHBIe BO3MOXHOCTH JUIS1 Y/IEPXKAHUS PEOCTABIS-
et abcomornas JITI, Heckobko MeHbine — ckphitas JITT,
OTPalIMUCIIHBl BO3MOKIIOCTH yJAepXKaHus B ciIydac JIOXKHOI
JUI n ux upaxtuuecku Het npu orcyrcrsuu JlIL

Mexay yposaeMm Y11 u JIII cymecrsyer TecHast cBs3b,
x0T U He npsmas. llpeanonoxuM, Y1I onenusaercs no
mkane or 1 mo 5. Tpu ovenp Huskowt CYII (1) TIPT
HaBEePHsKa OTKaxyTtcss or I'Y u yxk TouHO He OyayT pe-
KOMCHJO0BaTh €€ CBOMM 3HAaKOMBIM. IIpH ImpoMeEXyTOUHOH
CVY1I (2-4) 11PI' Bechbma AOBOJBLIBL M-T, 110 B TO K¢ BPCM3L
CKJIOHHB! K 60M1€€ 1IPUBIEKATEIbHBIM KOHKYDEHTHBIM 11pe/i-
noxenusM. Ilpu seiciweit CYIT (5) Benuxm wance 11
¥ XOpOIIMX OT3BIBOB 0 M-T. Bricokas CYII unu Bocxue-
HHJE M-T CO3/1af0T He IIPOCTO pallMOHANBHOe TIpenoYTeHue,
a OMOIMOHATBHYIO CBS3b C M-T WM ee GpannoM. Mewnesn-

naruy Xerox, ee <IOJHOCTHIO YAOBIETBO-
peHHBIH» MOKYNATe b B TeUEHHE MOCTeNYI0-
mux 18 Mmecsuer uMecer B 6 pas Gossmic
naiicos copepunth 1111, ueM <«ouenb yAOBACTBOPECHLbE».
AHaJIOrMYHO, UCCeJ0BaHUEe OAHOH M3 KaTeropuil cJaox-
HOM GBITOBOI TEXHMKHU MOKa3aJo, 4To 44 % nortpeburesnei,
YAOBJETBOPEHHBIX NPOAYKTOM, B fajibHelillieM OTAaBaldu
MpeAnoYTEHHE JPYTHM TOPTOBHIM MapkKam. B To Bpems
Kak Te, KTO GBI TOJHOCTBIO Y/IOBJETBOPCH KAUCCTBOM
H CTOMMOCTBIO TOBapa, B OCHOBHOM COXPAISIH JOSJIb-
HOCTb U3GpanHoii Toprosoit Mapke [29]. Brisox 6bL1 Toxe
LPOCT: ¥ IPOCTO YAOBJIETBOPEHHBIX 110TPeGuTENEH OCcTaeT-
cs1 BBIGOpP, TO eCTh KOTZA NOTPeGHTENb NPOCTO YAOBJIET-
BOPEH — 3TOr0 HEJOCTATOYHO [T TOTO, 4TOOBI OH CTas
JII1. Tlonyuaercs, yto mo-wacrosmemy JIII MoxHo nHa-
3BATh TOJIBKO IIOJIIOCTHIO YAOBJICTBOPCIHBIX TOTPEOUTCIICH.
A uccnepoBanue Murrana u Jlaccapa uoxasano, uro Ylli,
HeCOMHenHo, Bauser Ha JIll, Ho HeupsMo: HeyZoBiAETBO-
PEHHOCTb TapaHTHUPYeT HeJOSJIBHOCTb, TOTZa kKak YII me
rapantupyet JIII, ¥ Tombko MakcuManbHas Y11 obecnewn-
Baet ee [30]). Baxnyio ponbs B mpoiecce GopMHPOBaHUS
oxunanus [IPI wrparor npeastynuii onslT MHANBMA
B COBCPIUICHHHU IOKYIMOK, COBCTBLI APY3eH U COCJIY)XHBIICB,
undopMalMst, 1IOJYYEHHAA OT axKTUBHbIX cyGbekToB Pl
KOHKYDEHTOB W OLleHKa llepcllekTuBbl. Ecnu undopmauus
KOMMNaHUIi-[I0CTaBIIMKOB BeleT K 3aBBIIEHHBIM OXHIAHUIM,
HaufoJiee BEPOATHO, YTO NPEIbCTUBINMMCS pexkaamolt ITPT
6yner pasouyapopan. HanpuMep, HeCKONBKO JIeT Ha3an ceTh
roctuunil Holiday Inn mposoanna xkammanuio mos na3sa-
HueM <«bea ciopnpusos». OaHako KoJIM4eCTBO 1POGICM,
€ KOTOPBbIMU CTaJIKMBaJMCh €€ KJIMEHTbl, He YMEHDbUIWIOCh,
U MEHeJKMEHT 0TKasaacs oT 3ToH uaen. Ecam xe M-
YCTaHABJIMBAaeT CHUIIKOM HU3KHH YPOBEHb OXXUAAHUH, eii He
Y/ACTCSI TPUBJIEYD JOCTATOUHOTO YHCHa KITHEHTOR (HECMOTPS
ra 1o, yTo peanshoe KI'Y mnpessoiiner oxkunanus T1PT).
Ceroxitss YEKOTOPBIM M3 HanboIcC YCIENHO AcHCTRYIOIMX
M-I' yJ2eTcs 110BbllaTh ypoBeHb oxunauunit 11PI° u onno-
BpeMeHHO ofecueuusats Bbicokoe kadectso I'll u 1Y, Ux
nens — nonHoe YII. Tak, komnanua Xerox aaeT rapaHTUH
<«noanoro YIl» u B Teuenme 3 JeT NOCKe COBEPIIEHUS
NOKYNKY OHa 3a CROH CYET TIPOU3BOJUT 3aMeHY JIOHOTO
o60pyIOBaHUs, KOTOPOC HC yeTpauBaeT kianenrta. Pexnama
kommanuu Cigna yreepxaacT: « MBI e ycnokouMcs, noka
Bbl He Oyaere abcodlOTHO yAOBAETBOpeHbl», 2 Honda 3a-
sapaser: «OaHa U3 NPUYUH TOIO, YTO HAWl HOTPeOUTEDb
BCerjaa AOBOJIEH, — Halla HEYAOBJICTBODPEHHOCTDHY. Kowm-
nanus Nissan NMpUIIamaeT NOTEHI[MAThHBIX MOKyTaTeen
aBTomoOmIs Monenn <«Infinitis 3arnanyTe k ee simaepam
IUIsl «TOCTCBOH IOE3AKH», TOCKOJBKY SITICHCKOC CJIOBO,
yIOTPCOISACMOC 110 OTUOLICHHMIO K LIOTPCOUTENIO, 3BYUUT
KaK <«yBakaeMblil 1ocTb». OTCIOZA MOXHO CAenaTh 2 Bax-
HBIX BBIBOZA: BO-HEPBHIX, noaHas YII — Gonee 3HaynMsrii
daxTop npu cozpanuu JII, uem mpocToe ynoBaeTBopeHue,
BO-BTOPBIX, HEOBXO/IMMO OTCAEXWBAHKE TPOTHROTIOIOKHOTO
Y/IORNETBOPCHITOCTH COCTOSTHUA ~— HECYOBICTBOPCHHOCTH.

;14

TEXHONROTHYECKHHA AYAMT M PE3EPBLI HPOM3BOACTBA — Ne 1/5(21), 2015



IS5N 2226-3780

3KOHOMHKKA M YITPABNEHME NPERANPHATHEM D

YTo KacaeTcsa MHTePHPeTally Pe3yILTATOB, HOJYyYeHHBIX
npu uaMmepenuu Y11, To 3nech BaXXHO OTMETUTB, UTO OHA
He ToMbKO cama no cebe spiasercs dynpamentom JIII, Ho
W onpejleieHNe BAVSHUS pa3audHbIx yposraeit Y11 na JITL

Kax ucnons3osaTh NOJyUeHHYIO OT ToTpebuTenei wH-
dopmanuio o crenenu CYII? Uudopmauus o CYI —
BaKHbil 110Ka3aTesib TOTO, HACKOJIBKO XOPOLIO WJIM IUIOXO
M-T yaosaeTsopset I1T1. 9710 TakXe MoXeT OKa3aTh TO, YTO
HYKHO YAYYINATh 47151 TOTO, YTOOH 60bIIMHCTBO KINEHTOB
CTasn MOTHOCTHIO Y/IOBTeTBOpeHHbIMU. [ToaToMy crpareri-
'TECKH BAXKHBIM SIBJISIETCS! TIPABHIIBHO IOHUMATE, YTO TOBOPSIT
pasusic ITPT. TlcpBrIM 11aroM MOXHO CHEJIATH KOHTPOJIb
nag yposueMm Y11 u JIII npuopureToM M yaoCTOBepUTCS,
4YTO STOT 1IPOLECC HNPOUCXOAUT HEIPERB3SITO, NOCAEL0BA-
TeNbHO ¥ IupokoMacwtabrHo. OueHb BaskeH NMOKA3aTeNb
cTeneHd cyOBEKTUBHOCTH, T. K. BCEINa BHYTPU M-T CyIIe-
CTBYIOT CWJIB! NHITAIONIHECS BO3/IEMCTROBATH HA KOHEYHBIN
peaysbTat. IocrenoBaTenbHOCTh O3BOJISIET NONYUATH HE
OTPBIBOMILIC IAHHBIC, & JOJTOCPOUHYIO CUTYALMIO ¥ CTPOUTH
rTenaennn. 1lupoko MacluTaGHOCTD 1103BOJIIET CPABHUBATD
3(hPeKTUBHOCTD UCIIONB3OBARUS OrPaHUYEHHBIX DECYPCUB
M-T B TOM WM KHOM perHOHe, ToapasgejeHuu wim ITL
CroenyoniuM maroM MoXeT GbITh CO3JaHNE CBOEH KPUBOH
Ha OCHORE MHMOPMAIUY TOTYy4YeHHOH oT konkpeTHbix TTPT.
ITocsie aTOTO 1YXHO TIOHSTH, KakHe (AKTOPHl BIMSIOT Ha
v3rnG xpusoll. TpeTbum mwaroM Oymer onpeaenenue Hau-
Gonee noaxoasweit crpateruu yseavuenus Y11, Huke npu-
BesleHb! OOIHE DEKOMEHJANMY KaCATeJbHO ONpeleseHus
cTpaternyeckux aeficTsuit (rabi. 2).

Tabnuua 2
D6wue pexoMmenfauuy No ORPEAENIEHMID CTPATETMYECKHX AeicTBHi
Curyaumuu Bombuwan wacrs Crparernyecrue AEACTBUR
vau DTBETOB TP AedcTs
Curyauun 1 | 2—3 (seyaosner- | Dbecneyenue 6a3opbx (DCHOBHBIX) cocTaB-
BOpeHHHE) nawomux [T, ¥ e. Toro, yro oxugaeTcs or
KamAoro Korkypexra B U
Curyauus 2 | 3-4 (meirpars- | Déecnedenue cooTBETCTEYEILErn YPORHA
HHle) conyrcreymuux 'Y, paspafoTka asTHEHOR
NOIKTHEY KOMNeHCauuy ywepa npu Bo3-
HUMEHOBERMYM npofieM
Curyauua 3 | 4-5 (yaoeneteo- | [loHMMaHKE U YAOBNETBOPEHHE ROHKPETHBIX
PEHHbIE) I 3HayuMbIx AnA HEro NMepCoOHANLHO

Bee 3 npuseacinbie Bbllle CUTYalMU MOTYT BbICTYHATD
B POJIM 1IOCIEI0BATEABHBIX 3TAIIOB 3aBOEBAHMS U YAEPXKAHUS
ITJ1. DToT TpexcTyneHYaThI NPolecc UMeeT Psii BaXKHBIX
saMeuannit. Bo-nepsrix, mia yseaudenus JIIT nesoro psaaa
T'TI ¢ pasHoit cnocoGHOCTLIO yoBAeTBOpATH [111 TpebyroTes
pazmuunbic feficTBug. Bo-BTOpPBIX, oYeHb BaXHO BBHINOJ-
1I5ITh 9TallLl B TOH XKC [OCJIEAOBATCILHOCTH, B KOTOPOH OHM
upUBeAeHbl Bplllie. KOHEYHO, MOXKHO COBEPIIMTb [IPODLIB
B TeXHON0rMR, u300pectn abcoatoTHo Hosbid Tl ycosep-
mencTBoBRath I'Y. Ho, kaK noxa3siBaeT NIPaKTHKA, OYEHb HE
MHOTHe M-T YCTIeTTHB! B TakUX mpopsisax. ITporpamma JITT —
3TO He NMPOCTO TIpe/iocTaBseHne Kakux-1nbo 6onycor 1TK.
IT0 RCABT CHEKTP XOMOJNHUTCABHEIX MCD, HATIPABJICHHBIX
na yseanucnye J1l, Boreuennocty u uednoctu I'Y, mpo-
AyKuMM uam camoit M-r B mnasax 1PN T. o., o6paumenne
3a nokynko# uau I'Y B Bamy M-T GyZeT IPOUCXOAHUTH
dale, a CTOMMOCTb IIePECTAaHeT HrpaTh AOMHHUPYIOIIYIO
poas B BeiGope TIPI. B 370l CBA3M BHIENAIOT 5 OCHOB-
HBIX acmekTon, 6e3 KoTopeix nporpamma JITI ne moxer

(byHK1IMOHUPOBaTh 3 thexTHBHO. Bo-116pBBIX, 3TO KauecTso
camoro I'TI/TY. Jlio6as nporpamMa JII1 uMeeT CMBICT TOMb-
ko npu YII Tl u KavdecTBoM OGCITYKUBAHUSA, BO-BTOPBIX,
HYXeH KBaJU(DUIIMPOBAHHBII Tepconas, BHICOKOKIACCHBIE
npoaasusl TY — 310 onuu w3 pematonux ¢daxropos, 6e3
KOTOPOTO BCE OCTAJbHBIE WHCTPYMECHTBI 1IPOCTO TEPAIOT
CBOIO peaibHyIo cuiy. B-TpeTbux — loHHMManHe neneli,
3aa4 BHeJApeHus nporpammsl. HyxHoO sSICHO IpencTaBisTh,
B KaKHe BO3MOXHBIE CPDOKM M KaKUX Pe3yJIbTAaTOB MOXHO
JIOCTHYB, & TAKXKe CO3NaTh 3DMEKTHRHBIH MEXaHH3M ONeHKH
STUX DE3yNBTATOR W YCMEMHOCTH caMoi nporpaMmsr JITI
B-1eTBEPTHIX — HTO TEXHUUECKAsH M TCXHOJOTHUecKast G6asbl.
Jlas HOpManbHOTO (YHKUHOHUPOBaHuWs 1porpaMmbl Jill
TpeOyioTes 060PYHOBAHHE U TEXHOJOTMU, MCIOAb30OBaHUE
KOTOPBIX 06ecteyusio 6p MaKCHMajibHOE YAOGCTBO NpPO-
rpammer st 11K, HeobxomuMo Tak:ke COOTBETCTBYMOIICE
MO u anmapaTHHIH KOMIJEKC JJIS BBO/IZ U TOCTEYIONEH
06paboTKY MAHHBIX, HYXHB ¥ CIEIMATUCTH, paboTalonue
¢ nonyucHnol undopManue. 5-% acnexT — OPaBUIBIOC
HKOHOMHUUecKoe 000CHOBanYe 1porpaMumbl J111. YeTkoe nonn-
MaHUE TOr'o, OTKY/A2 GEPYTCS U KAK HAKAILIMBAKTCS «0co0ble
npeuMyunlecTBa» JosibHOro ITPT, mo3BOMUT yBUAETH BbI-
TONbl TAKUX OTHONIEHKH 1o o6e CTOPOHH IOKYITKM B BUJE
1udp ¥ NMO3BOMUT TPAMOTHO TIPOCYUTATH XO/IbI Hamepe/l.
Wrak, ecnu M-T obpamaer Buumanve na JIII, 1o ato npu-
HOCUT el BechbMa Bllewar/siomue pesynasratsl. Jo6uTbes
0xuAaeMoro addexTa M-I O3BOJIUT TOJbKO KOMILIEKC Mep
o nepectpoiike Bcero I'B ¢ yuerom dmiiocodun «mobsu
K KJIMEeHTY», YMHOXEeHHOH Ha TeXHOJOTHYHBbIe DPellleHUs
u npodeccuoramaM koMaHasl. Tlpusepxennsiii ITPT ana-
YHUTETHHO Gostee npesickazyeM. OH TOTOB MPHIOXUTH YCUIIVA,
1TO6H! BOCTIOAB30BATECA ['Y HMEHHO 3TOH M-T, 3HATHTCIBHO
MATYe OTHOCHTCS K <IIpOMaxaM» CO CTOPOHbl M-T ¥ SBAs-
ercst GeciulaTHOM <«xonsuell pexaaMois. M3yuus MOTUBbI
KJIMEHTOB, BRIOHPAIOLIAX TOT MM UHOH TOCTHHMHBLT Gp3HL,
M-T MOXET [IOHATh, YEM MOXHO yJAeDPXaTbh yXe JIpeJaHHbIX
eit ITPT u npusneys voBwix [30, 311 P. Keiit nassan aror
C/IIBMI' B CTPATErMM 3aTa/IHBIX TOCTHHMI{ MAPKCTHITOBOM
peBoaonueit: «lloTpeburenn, a He M-T, 11aXOAHTCS B LICHTPe.
M-r BpauaTcs BOKPYT KJMEHTa, a He HaobopoTr» |32, 33).
IIPT — camsle xecTkMe J0AM Ha cBete. Ecau uM He no-
HPABSTCS NpeNTOXeHUsT TOCTHHUIBL H OTHOIIeHHE K HHM,
OHW MOTYT B OJIHOYAChe COKPATHTh JIaXe camyro GOTBNIyo
roctuHuiy [34, 35]. Yrobs moayuurts JTT u nobexuts
OPYTUX KOHKYPEHTOB, M-T HOKHA NOJXYUHTh BHICOKHH ypo-
Benb Y1l 3a oxaswsiBacmpie 1'Y. Beeru mouuropuur Y11
W TIOAKEPXUBATb €€ Ha COOTBETCTBYIOLEM YPOBHE MOX-
HO IIyTEM MapKeTHHTOBHIX HMcciegosaHuit (MU) — cBopa
¥ aHanu3a yHpopManuu o xemxenuM I'Y oT nocTaBinka
k TTPT. Ux ucnogb3yioT, KoT/la XOTAT OGecrneyuTsh TPo-
riecC TPMHATHS penienuil neobxomumoit undopmanmelt,
cuenaTth ero Gosiee aneKBaTHBIM CHTYallMH. Pe3yabraTel
uccaenosanuit pawT GaxTel, HeOOGXOAMMbIE JJli MapKe-
THHI'OBBIX DEIUEHUI ¥ O1IPEAE/IRIOT IPOCTPAHCTBO U MECTO-
naxoxzaenne PT konkpernoit T'Y. Bes TouHOTO HaMepeHns
VII MM ne moryt npurnuMaTh 3¢ deKTUBHbIE PENIERNs
0 TOM, YTO WMeHHO Tpebyercs yayuymwuth B I'TT u T'Y. 3a-
wactyio npeanourtenys HPT dopMupyioTes Ha OCHOBC HEKOETO
OTHOCUTCJIBHOTO HYJISl, CKJAAbIBAICIICIOCS U3 1PEJIOKCIRH
KOHKYpeHTOB. Jlannoe npeationoxenne 103soaser copmu-
POBaTh ONpees€HHOIO POAa MOAeNb BHYTPEHHUX OXKMIA-
uuu IIPT — momens 4P:

— TIPETIOXKEHVS] KOHKYPEHTOB — proposal of competitors;

— T 6bI10 06CIANO CpaBHUBACMON HDUPMON — promisc;
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— c6op aannbix U GOPMUPOBAHUE BBIBOAOB HA OCHO-

BaHUM IIpejBIZIYILIErO ONBITA — past experience;

— YDPOBeHb 3aTPadeHHBbIX YCUaui Ha npuobperenue I'T1

uin TY — power losses.

Bce aTH BHYTpCHHHE OXWJIAHHA HaXONST OTpaxXecHHe
B 3-X TaK 1a3plBacMbIX 110AypobHsaxX ¥Y1I: nosepuc k M-r/Gpen-
ay/T1, JI1 k rocTuaune/6penny/T'1l u daxropsl, Bausio-
mue Ha YII. OTu acnekTol — cocrasBisaioiue onesku ¥ I1.
/Jl. lllumMaHoB B cTaThe O TOHKOCTAX M3MepeHust YII pac-
MHGPORHIBAET 3TH ACHEKTH CIEAYIOMMM 06pazoM:

1. Jloepue k M-r/Gpenny/TTl. Crenens nomepus
K OpCH/LY OIpeesseTes 0 HECKOABKUM KPUTCPHSIM, SIBJIs-
101MMUCs ocoBou aas coBepuienus 1HIL B ux uncne —
OLLIT, UCTOPMS U UMMIUK OPEHAA, COOTBETCTBHE PeKAaMHOM
uHMOpMaIIK peaJbHOMY NOJOKEeHHUIO Ze B M- u Ap. Bee
3TH KPUTEPUH MMEIOT PasHbIi Bec B 0Biell OlIeHKE OBEPUS,
MO3TOMY HajiG OPHEHTHPOBATHCA HA CPEXHEB3BEIICHHOEC
3HaYCHUE, COOTHCCTYH €T0 C AaHAJIOTHYHBIMH TIOKa3aTeIsIMU
y Koukypcutos. Ofbruiio foBepue CKaaapBacTes nocie 1-ro
00pallleHns B M-T, OCHOBBIBaeTCs Ha 2—3 NOMUHUDYIGLIUX
daxTopax, oupepensiomux Beposthocth HIIIE TY.

2. JIN x m-r/6penny/TII. Crenens JIII — BeposTHOCTD,
¢ kotopoit TIPT roTos BpeMeHHO NpPUHSTL HeyNOBJETBO-
PAIOIME YCJIOBUS B3aUMOJAEHCTBUA ¢ M-T B CHAY NOJO-
KUTCABHOTO OTHOHICHHS K M-I, COXPaHHTb IIPUBCPXKCH-
nocrb. OGsruno J111 GopMupyeTcs B X0AC MHOrOICTHETO
corpyAnudecTsa ¢ M-I' uan norpebaenus I'll/I'Y, koraa
3TOT ONBIT CTAHOBUTCS 4YACTbIO 06pa3a KHU3HM U CIOXHO
MEHSTb CJIOXMBIINECS YCTOM.

3. axkropsl, sausiontie Ha YII. VIT o6ycnopnusaercs
TTATUTHCM KauecTBEHNBIX (PAKTOPOB, KOTAA ITOMHMO pele-
g npobaem IIPT mosyvyaeT n06aBouHYIO LEHHOCTH OT
B3auMoneHcTBUst ¢ M-r/1oab3oBanusa I'Y. Jlns Boiasinedus
$axTOPOB HAaAO COOTHECTH MexAy cofoil XapaKTepUCTUKM
I'll u I'Y, WupoTy OCHOBHOTO ACCOPTUMEHTa U AONOIJIHU-
teapHsle 'Y, ycaoBus 'Y, BpeMs u yao6CTBo oxumanus,
JIOCTYTIHOCTh MECTOTIONOXEHHS M-I, HEHBI, DelyTaluio
u 7. 1. U3 atoro mepeuns Buano, uto orenxa ITPT oanoro
llapaMeTPa BO MHOIOM 3aBUCHMT OT APYTMX MapaMeTpoB,
U TOJIbKO KOMILIEKCHOE u3Mepenune josepus, JIII u Bcex
cdaxTopoB Aaér mosnyno Kaptuny YII [36].

BoiBom: B Z07rOCPOYHOM ITIEPUOJIE BBIXUBAIT M NPO-
[IBETAIOT M-T, TIOCTOSHHO U TOCTE[OBATENBHO Y/EAAIONIHE
BHUManne 3apucuMocTu Mexay IIJI u ypoBuem VT, Ha
yposue xoukperioro IIPT, ouenuBas To Wiu wnoe nmox-
pasaeneunc u ocnosubnix urpokos 3 MIL Xoper llynby,
LIPE3WIEHT U IIpeJIcelaTelb COBETA AUPEKTOPOB CETY OTe/1eH
Putn (Ritz-Carlton Hotel Company) (kommanus-3aBoeBa-
teap Hanmonansuolt Ilpemuu no KauectBy ManskonbMma
Boanpunxa) ckaszan «/lo Tex nop, moka Bamiu norpebuTen
e ynoBeTsopensl Ha 100 %, 1 He POCTO YAOBAETBOPENDI,
a OPOCTO B BOCTOPTE OT TOTO, UTO BBI U NUX AesaeTe,
BAM €CTb K ueMy CTPeMMTbCs. U ecnu Bbl JOCTUINIM 3THX
100 % VY11, ynoctosepbTech, YTO Bbl BHUMATELHO CJEIUTE
32 BO3MOXHBIMH HaMeHeHuAMH atux 100 %, 4ro6si GeCTPO
HU3MEHAThCA BMecTe ¢ HUMH» [37].

3. D6nexT, uenn M 3agauM MCCNEANBAKNMA

OGbext uccneposanus — Y1 u JIL

Lenn 1 3agaun MCCAEAOBAHUSA — HPOBEJEHUE OLEHKH
VII u BoisABnenne (aKTOPOB, BIMSIOMMX HA €€ YPOBEHb,
Jl0Ka3aTeJbCTRBO NPIAMOH CBA3M MeXAY K03hdunnuen-
ToM yJosacteopenocTy rocts (KYT) u npubninpio M-T;

usyuenue otnowenus Mexay KUY, oxusnennem KIY, JILL
VII, BII gyis npoeepku caenyome runoresb:: OxusBienye
u ynyuiienne KI'Y okasbiBaeT NOJOXUTENBHOE BJIMSHHE
Ha YIH »n JITL

JI718 IOCTHXCHUS TIOCTABJEHHBIX I€ICH Heo6X0aUMO
pCaJIM30BaTh CAEAYIOIINE 3a7auM:

1. Paccemorpers nonsitus YII u JlIL

2. B paszene, OCBSIEHHOMY HCCJIeIOBAHUIO (PakTo-
pos, Bausomux Ha KI'Y, uccrenosarh ¥ npoaHaausupo-
BaTh oTHOUIeHUs Mexy ynagkom KI'Y, oxurnennem KTV,
vyl u JHL

3. IlpuBeCTH CTAaTHCTUMCCKUH allafii3 PCCIONICHTOB,
HPDMHMAMABIIMX YUAaCTME B anKCTUPUBANMM.

4, CaenaTb 3aK10U€BUS 10 Pe3yJbTaTaM NCCJIe0BaHUHA.

4. MccnepoBsanue hakToOpOB, BAKAIOLLNX
Ha KAYECTBO FOCTHMHUYHLIX YCAYT MUHK-
T'OCTHHHY

Ouenp BaXHO U1s1 M-I’ — yJepxKanue Kauenra. Boicokoe
KT'Y upusnexaer y M-r nocrosunniX, JII u upunocur ei
no6py1o cnaBy. ITO BaXHBIH (DAKTOP B PELICHHH KJIMEHTA
Bocnoab3oBaThesl ['Y. Wccnenoranus, onucaHHeie BHINE,
TOKA3any, 4TO TPHOGPECTH HOBOTG KJNWEHTA B 4—6 pas
TPpyAiee, YeM YAEpXKaTh yxe umciomerocst. Ecnau moren-
UaNbHOMY KJIMENTY HPABHTCS lannast M-T, TPyAHo yOcanTs
ero, 4TofObl OH CTajl OCTaHaB/JMBaTbLCS B Ap. Yacro paxe
CYIECTBEHHOE TOHMKEHUE 1IeHB KOHKYPEHTOM He 3aCTaBHT
KJIVeHTa NoMeHATh M-T. ChenuanucraM IO MapKeTHUHTY
¥ nponaxaM ['Y, BepPOSATHO, MPUAETCS XJATh, TTOKA M-T-
KOHKYPEHT He ONMYCTHUT OIMUBKY, UTOOH CTATO BOSMOXHBIM
y6enuTs Kiadenta Monpo6oBaTh OCTAHOBHTBLCS B MX M-T.
ITOT HLPOLECC MOXET 3aHIATh MeECHLbl WM Jaxe I0ibl.
B 310 BpeMs CLeHUATHCTb 110 MAPKETHHLIY U 1IPOLAKaM
T'Y menaioT TenecoHHBIE 3aTIPOCH], PACCHIIAIOT PEKJIAMHEIE
MaTepHasbl, MPUTJIAIAT MOTEHUUAJIBHBIX KJIUEHTOB Ha
3aBTPaK WM 06esl B M-T, TPATAT JIEHbTH Ha OPTaHM3aINIo
PERNAMHBIX KaMITainil, CBsA3W ¢ OBINCCTBCHHOCTHIO W pac-
CBLIKY PeKJAMHBIX MAaTE€PHaNOB KJMeHTaM 110 Loute. M-r
MOXET 110TPaTUTb HECKOJBKO ThICAY A0Japos, ybexnas
KJIMEHTa BOCHOJB30BaThCa ux I'Y. O1HaKO ecad NOTeHIH-
AJIbHBIA KJIUEHT MPOOYeT OCTAaHOBUTHCS B M-T U UYBCTBYET,
uro KTV B Helt xyxe, To OB (Wi OHA) yeseT, UTOOH
6osbiIie He RO3BPANIATHCS U €CJIH 3TO CAYYUIOCH, TO 3TO
3HATHT, YTO BCC YCUIIHSI MADKETHHTA 110 IPUBJICUCHHIO 3TOTO
KauvenTa GbiM 3aTPAuCHbl BIYCTYIO. YAOBJCTBODCHIDbIH
KJIMEHT TakKkKe CO37aeT XOpOolllee MHEHME Y OKPYXKalomuX
o KI'Y B nanno#t Mm-r. B cpenneM 1 nOBOJBHBIH TrOCTDb
coobuiaeT 5 APYrUM, B TO BpPeMsT KaK HEJOBOJBHBIN TOCTb
coobmaet o HejocraTkax 10 u Gonee soe. Ytobnr cBanan-
CHPOBATL MOJIGKUTENBHOE W OTPUTATETBHOE OBITIECTBCHIOC
MllenHe, 1e06X0ANMO, YTOOD] He Menee 2-X KJIUCHTOB Obiiu
YIOBJIETBOPEHb! YPOBHEM 00CHyKUBaHUs Ha KaXXJ0ro, KTO
ocTajcs uM HeloBosleH. Pl onenuBaer M-I, l0J/yuaionine
CMelllaHHbIe OT3BIBBI KJIHEHTOB, KaK IOCPEJCTBEHHBIE.

Ilenn uccrefioBaHUST — M3YYEHHE OTHOIIEHHS] MEXY
kauecTsoM TV, oxusiaenuem KTV, JITI, VII, socnpu-
nuMaeMmoil nennocteio (BII) mis mpoBCpKH THIOTE3DE:
Osxupienuce » yayumenie KI'Y oxasbiBaeT 1050XKUTCID-
Hoe BaugHue Ha Y1I, JILI. llepsuunble ganunsie coGpa-
HBl IIyTeM aHKeTHpoBaHus rocreit M-r. Mccienosanue
[IPEACTaBJEHO S5-10 JATEHTHBIMU NEePEeMEHHBIMU: BOCIPHU-
suMmaemeim KTV, oxwusnenmem KTV, BIl, ¥IT » JII,
npeJcTaBIennoM Ha puc. 8,

L1!:‘:
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JKOHOMNKA ¥ YNIPABAEHME NMPEANPHATHEM )

OxuplieHHe YCIYyT MEHHU-TOCTHHHIE

KauecTBO YCIyT MUHH-TOCTHHIIH!

BocnpuarMaemas nensocts

w——p Y TOBJETBOPEHHOCTS IOTPEOUTENA

JloanprOCTE NOTPEOUTENA

Puc. 8. B3auMOCBA3D NRPEMEHHBIX MCCBAORAHUA

Oxusnenne I'Y u xayecTBeHHoe O6C/LYXKHUBaHUE B Pa3bl
noswimaer JITI, Xopomee obcnyxuBanwe NOBBIIAET BOC-
PUTTUMACMYIo CTOUMOCTb MaT. unu uemat. I'TI/TY. Ecau
KJHCUT CUMTaeT, UTO cToMMOCTh ['Y BeIpocia 6€3 coot-
BETCTBYIOUETO 1OBbIenus nenn, JIII, o6beM u yacToTa
LOKYIIOK, KaK 1IPaBUJO, BO3PACTAOT. DTO NPOINMCHAS HC-
THa. OaHuM U3 BaxHelimux npeumyuiects KI'Y asasercs
JIT1, koTopast o4eHb BaxHa, T. K. 6onbmas yacTs I'B —
3To MORTOPHBIE ponaxu. JITT cradoswuTCs nperpanol, He 1mo-
3BOJSIIOLICH KOHKYPCHTaM PasMBIBATEH KIUEHTCKYIO 6a3y M-T.
«Y10 MOKCT OpITh BaxkHee OOCIY)XMBAHUSI KIAUEHTOB?» —
cupammsaer B, Boanxep, peaakrop xypnana Incentive.
«Pesxast M- MOXET HaAeATbCA Ha HEUCCAKAEMBIA I[IOTOK
HOBBIX KJIHEeHTOB. Pano My nosano, Ho 6O/bHIMHCTBY W3
HYX TIPUJIETCS CO3/1aBaTh KPYT MOCTOSHHBIX KJIHEHTOB. Uem
ayvmie ofcyRkuBanue, TeM mupe ator xpyr.» JITI, nposon-
JKaIoUIHC TOKYNaTh Y M-T CHOBA M CHOBa, CO3MAI0T OCHOBY
¢TabuJIBHOTO, AOJITOCPOYHOTO ychexa. IS M-I' HAMHOrO
BhIFO/HEee 3aKJ/IOYATh UOBTOPHBIE KOHTPAKThl € OIHHMMU
¥ TeMM Xe KJIHeHTaMM, yeM MATH Ha PI' u uckaTh HOBHIX
KIMEHTOB. Jopas/io pasyMHee U /iellieRle IOCTAPaThCs XOPOILO
OOCAYXUTE U, T. 0., YAEPXKATh OONBNTMHCTBO HMEOINXCS
KJMCHTOB, YeM TPATUTh HEMAJBIE CpeACTBa Ha TIpHobGpe-
reune nobplx xiMenTos. Hano olpamartses ¢ kauenramu
HO-YEOBEUECKH, M OHU HEUPeMeHHo BepryTes. Kak ko
K yAepXaHUI KIUCHTOB DACCMaTpUBAET CBOIO CTPATETHIO
cepeuca u Eastman Kodak Corp.: «Vnepxanue KiueHTOB
KU3HEHHO BaXKHO, €CIM BBl XOTHTE HATOJIOBY OTNEPEXATH
CBOWX KOHKYDEHTOB M OCTaBAThCs NPUOBLLILHON KOMIIA-
nucit». du Kapsacoll, 66IBIIME Npe3uieHT aBUAKOMIAHUY
Scandinavian Airlines System, Tax Hanucan B cBocH KHUTE
«MOMENTB! UCTUHBI>: « MBL HACTPOUIHCH HA TO, 4TOOBI CTATR
OPHEHTHPOBAHHOM HA KIYEHTOB KOMIaHUeH, KOTOpasi TOHU-
MAET, YTO €€ eIUHCTBEHHBIN HACTOSIMH AKTUB — JIOBOJIbHbLIE
KIVEHTHI, KAXJ(bIH U3 KOTOPHIX OXHU/aeT HHANBUIYATHHOTO
NOAXONA M, He c/icaail MBI 3TOTO, He BHIGEPET HAC CBOUM
anuancpesozuuxoM» [38]. ceacnosanys mokassisalor, 4T
M-I MoryT TepaTh A0 12 % rooBoro aoxona B pesyabra-
T€ TOI'D, YTO HeJOBOJIbHBIE KAMEHTHI IEPEKAIYaTCd Ha
apyrue M-T. Jlnst yCIeuIsoro oTesisepa, KaXAbli KJANEAT —
TTOTEHTMATBHBIH TTOXU3HEHHBI! TOKynaTes b, ero Mapke-
THHTOBBIH aKTUR. /lOBOJBHBIE KJIWEHTH HATIPABJSIOT HOBBIX
KJUCITOB, TO3TOMY TCPSST KIMCHTA, M-T IOXPHIBACT CBOM
puinok. 1lo ueM ZosibLic M-T YAEPKUBACT KIAMCHTR, TeM
Bblll€e 1EHHOCTbL 3TOrO0 MAPKETUHIOBOIO aKTUBAa. Ocoboe
BHUMAaHWE HajA0 YAEJNUTh HeocA3aeMbsiM depram I[TI/TV.
B nonrocpoyHodi nepcreKTUBE OTHOIIEHNS, OCHOBAHHBIE HA
BNEYATAEHUSX, (POPMUPOBABIINXCA B TeUEHHE JJIMTEIBHOTO
BPEMCITH, BaXkHee 0csi3aeMbIX xapakrepuctuk. Ho cepsuc —

3TO ropasfo Goibule, yeM yabbku. B uieane 3To OTHO-
NIeHVs W BCE, YTO C HMMN cBs3ano. JIpexojsmas npu-
pona JIII — peckas npuumna, 4ToOH NPEBPATUTH CECPBHC
B YCTOHYHBYI0 KOPIIOpaTHBHYIO cTparcriio. Ona Aommkia
MOAKPENNATHCS PETYHAPHBIM 00yHeHHEM COTPYAHMKOB U Bbl-
COKOH 11IPUBEPKEHHOCTbIO PYKOBOJCTBA, AeMOHCTPUPYEMO]
Ha paesne. Acconuanus Mmenempxkmenta CIIIA ycraHoBuMIa,
YTO yCHelTHbie KOMITAHWMM BKJAA/(BIBAOT B CBOM Tepcowar,
ero obyuenue, mpuMepHo Ha 20% Gombine cPENCTB, deMm
HCYCIICIIBIE KOMIIAIMY. DTH AAIHBIC BCPHDI JL/IsT KOMITATIN M
mobbix pasMepos, paGoTamiux Bo Beex otpacsix. JII sa-
IJlyIIaeT <lIeCHU CHPeH» — KOHKYPEHTOB, coO/asHA0ILNX
kanentoB HOBeIME I'T1 u T'Y. Uto6B yBeCTH HOCTOIHHOTO
KJIMEHTA, KOHKYPEHTAM IPHAETCS TOTPYAUTHCS OOJBLIE YeM,
€C/IA YeNOBEK MNOTePsisl JOSJIBHOCTh K M-T M3-33 €e HeHa-
AEXKHOCTH ¥ Bpax/ie6nocTH coTpyannkos. C Touxu 3penus
JIIT 6penay B uuTEpCCAX M-T BAMATL He TOJIBKO IIa TV
IPYIY KJMEHTOB, HAMEPMBAOLUIUXCA CMEHUTb OPEHL, HO
1 Ha BceX ocTanbHbiX. HeoBs13aTe/IbHO CHIKATD LieHbl, 4To0b]
nobutscs YIL Tpocto nano yayummrs KT'Y. O6cnysxusanue,
yytkoe K I1IT u 3anpocam xiueHTOB, — 3TO J06aBnenHas
cronmocts TI'Tl, pocraomasics M-r papoMm. OmepaTusaoe
obcmyxusaiiie u joctaska 'Y, TOMONTL KIMEHTY B periciny
npobaeM, MHAMBUAYAJBHLIA NOAXOA K KJAMCHTAM — YToObI
peanu30BaTh BCe 3TH HPUHLUILB], HYXHO HAUPABUTL YCRAMUSA
B BepHoe pycio. I103TOMY OHM TPaKTHYECKH OeCILIATHbI.
Xopouree obcayskusanue u nporpammst JIII He TombKO NOA-
nepxusator JIIT, onn ee BoccTanaBMBaeT (BOCCTAHABINBAIOT
JITIT 6penny, nosepue u rorosuoctk ¥ IHIT y xamenros,
CTOJIKHYBIIVXCS ¢ KaKUMHU-1ubH0 npobncMamMu). J1 BuuscT
W Ha npubblap M-1. llponssoauTtenn OblTOBOH TEX1MKH
cunrator, uyro JIIL Gpenay upuHoceut Gosee 2 Thic. A0JL
npubsLm B Teuenue 20 ner. B 6aHKOBCKOM Kese MPUOLLTH
OT 1 KiMeHTa cocTasaseT B cpexteM 80 aosuL. B T0A 1 6015
me. Bee ati imdpn pactyT no Mepe uHpasnmu. Wcene-
JIOBANINS B aBTOMOOGWIBHON TTPOMBITIIICHHOCTH TTOKA3AIH,
UTO BHIPYYKa JHJICPOB, MPOAAIOIIMX IIOBLIC ABTOMOOHIH,
ot JII1 cocrasnser He Menee 140 Thic. A0 32 BeCb le-
puoa coTpyAHuuecTBa ¢ HUM [39]. Drtu uamepenus Ownum
TTOABEPTHYTHI HCOBITAHUIO HAJICKHOCTH Y OKA3a/IMCh BEChMA
Ha/Ie>XXHBIMUA. HanexxHocTh nikas, UCTonb3yemMbiX B JIRHHOM
MCCNefloBanyy, Ghuta paccunTana Ha KoahhuiienT annda
Kpombaxa [40]. Koadbduument ansda Kpondaxa o (KaK)
1IOKa3bIBACT BHYTPCHHIOIO COIJIACOBAIIOCTD XapaKTCPUCTHK,
OUKCHIBAIOLIMX OZHH OOBEKT, HO He ABJIAETCS 1OKa3aTeleM
TOMOTeHHOCTM ofbekTta. KaK yacTo ucnoassyercs B obue-
CTBCHHBIX HAyKaX M IICHMXOJOTHY IIDH IIOCTPOEHUU TECTOR
¥ JUIS TIPOBEDKM WX Ha/leXHOCTH. CraHnapTU3UPOBaHHBIN
KaK a, semucasercs no dopmyne:
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Oxoxqanue Tabn. 4

N-r 1)
Oy = =
1+(N-1)-7 tbarop
) Korcrpyrnua/Daxrop/TipeamMer S—
KaK o = .
ric N SABJISETCS KONWUCCTBOM UCCHETYCMBIX KOMIIOHCH- Hamesue cucrem | 81
TOB, a 7 oupepeasier cpeanuit koadduuuent xoppeis- | He cospemennse Texnonornu 88
UMM MEXAY KOMIloHeHTaMU. Jluanasonsl szHauenuil KaK o Hepocrarouso GM3Heca B UHTEPHETE 85
npenctapiaeH B Tabm. 3.
Her cBA3KM C KNMEHTOM, YEXBBIUUM U3 M-T .88
Tabma 3 Dsmuenenue (Boccranoenenue) KTV (recovery service quality — Rec 5-DUAL)
—
3neuenne Kosdhunmenr aneda Kponbaxa o Orsernan peanuun (KaK o = .90)
o 3uauenue DBecnevenue yAOGHEIMY BSDPMAHTAMY MUILA .92
> 08 OueHB XDpoIIeE BHCTPHI# ¥ NOIUTUBHBIA DTBET Ha Manchy .88
I'Y saBucuMb .90
> 0,8 xopouee
Bl (KaK o = .94)
>07 AocTarovsoe
Lena .88
> 0,6 COMHUTEBHOR
Dfwan UEeHHDCTh 95
> 05 Tunoxog BocnpuHMMAEMEIA KOHTPOIS 92
<05 HepocTarnyHoe Bocnpusumaemoe yaoBcTso .94
YII (KaK o = .B8)

Anbda Kponbaxa MOXeT npuHMMATh 3Ha9eHUsA OT 1 10 |Hanbonee nocneasui onsrr .81
—oco, 110 UHTCPIIPCTALIMH NOANAIOTCS TOJIBKO IIOJOXHUTENb- S ——— a5
upie snaucnus. Ecan KaK npunumaer snauenue 1, To TecT
HONHOCTbIO HAaféxeH. Anbga-3Hauenus xoddduuuenra |CpasHenue c yaeansnum nef-cairam 78
HPEeBHINAIOT MUHUMATBHBI ypoBeHs 0,7 [41], obecneunBas JII (KaK o = .83}

XOpolIYe OLleHKY BHYTPeHHeH HANEXHOCTH KOHCUCTEHIIUMY, «Capadanuoe panuoh 89
Kax mokasano B taba. 4, KaK 3zayenus B nuanasoHe ot - a8
0,79 no 0,95 ans 8 pasmnunwix acnektos KI'Y, or 0,86 EHOMBHARLUH ApyruM i
no 0,91 nns 3 acnexTor BoccTaHORIEHUS (OXWBIEHUS) Bopaymesnenue Apyrux ucnoneaosars [V 82
KIY u ¢ 0,88 no 0,92 nna apyrux koHctpykuuil. Bee | Mepasit ssifiop na tyayues 78
KOHCTPYKIIMU HoJiydanu npuemiembiit yposedb KaK Bni-

Py - P yp [NonssoBanke T'Y B Gonswem ofieMe B Gygymem .82

me 0,70, ykaspiBaiollel Ha TO, YTO IIKAJAa, UCIOAb3YEeMas
B 3TOM HCCA€JOBAHHH, JOCTOBepHA. OILeHKH CTAHZAPTHHIX
(haKTOPHBIX HAIPY30K GBITY NCITONB3OBAHM IS OTIpEeie-
1Y JIOCTOBEPHOCTH INMKaAbl. MUHUManbHbIH k03D dDUITHERT
3arpysKu B NOATBepXAalonieM (akTopHOM aHaNM3e HJist
3/JEMEHTOB B 3TOM Mcclefiosanud 6w 0,79. Ilockodib-
Ky KaXxAbl (DakTop 3arpy3k¥ Ha KaxA0Hd KOHCTPYK-
uuu Gpu1 6ombiie, yem 0,50, KoHBepreHTHHE AeHCTBHA
JUIST KaskJI0H KOHCTPYKITMY B JTAHHOM MCCIE/JOBAHWY GbLITY
nojreepxkaensl [42]. B Tabu. 4 npencTasnena HaleXHOCTD
HIKAJIDI.

Tafmaa 4
HapemuocTs wkans
Koucrpyruun/®axrop/Tipeamer Paxrop
3arpy3Ku
lpogan I'V

3dipextusnocTs (Boadibuunent nonesHoro geitcreur) (Kak o = 92)
MHue crnomHO MMETL AEnO cO CTOMEDH PerucTpaUUyu M-T .B7
I'V 8 aroft M-r He nofxoAaT ANA MeHA 81
Jra M-r He cnocobHa BHCTPO NPOBECTH TPAH3AKLKID .88
Undopmauun a I'Y nnoxo oprauusonana 84
Orcyrerayer BeicTpoe pearupoBanue Ha BPOGNEME! KAMEHTOB .80
Cnouo Haitu wngopmanuio o I'Y .86
CnomHo oBIATECA © 31O FOCTHHUIER 91
B 370it M-roBopynDBEaHME DPrakM3OBAHD KR HA JO/IMHOM YPOBHE BB

5. IMnupuueckue McCnBADBaHMA thakTopoR,
BNUAHILYKX HA KAYECTEBO I'OCTMHMYHEBIX
ycnyr

PecrnioHZEHTbI, IIPUHUMABIINE yYacTHE B aHKETHPOBa-
HUW — B OCHOBHOM WHOCTDAHHBIE TOCTH. PeCTOH/IEeHTH
siuoanu 61,9 % myxunn w 38,09 % xewnwH, BO3-
pactiioil auanason ot 18 mo 75 ner. Cpeanuil Bo3pacr
peciionzentos — 33 roga. U3 Beex pecuongenrosn, 6once
90 % uMmelor Bbicuiee oGpasosanue. Kpyusefuit rpyuua
«Gaxanaspsr» (38,09 %), manee CAEAYIOT TPYIIB! «MaruCT-
poi» (36,19 %). HauboJpliast rpymnma € rooBbIM JOXO-
JioM ceMbu cocTaBaser ot $ 60000 w $§ 74999 (33,33 %),
c 66,64 % ronmosoro aoxonma menee $ 75000 u 23,8 %,
¢ 6osee ueM $ 75000.

JIns OLEHKH OKOHYATENBbHBLIX MAHHBIX PECHOHACHTOB
LEJIEBOM I'PYILLBI HACEJIERUS U UX LIOCJENCTBUR A1 BHELI-
Hell BATUXHOCTH, OBIIO ITOACYMTAHA PA3HHNA B NIPONEHTAX
B 4 emorpaduyecKkux XapakTepucTuKax. JIjist xapakTepucTi-
KM MoJa, pa3Huna B nporentax — 23,81 %. /lna xapakTepn-
CTHKM BO3pacTa, pasHuIa B mpolentax — 19 % (pecnonzncu-
TOB 45 JIeT U cTapie). Jlis xapakTepucTuxy obpazosaius,
pasHuua B upollentax — 25,71 %. Jlusn xapakTepUCTHKU
JI0XONa CeMbH, pa3HWIa B mpouentax — 9 %. Pesynbra-
Thl IOKa3aJH, YTO XapPAKTEPUCTUKH KOHEYHBIX RAAHHBIX
B TEHJIEPHOM OTHOIIEHWH W OTHONTEHUH YPOBHS JIOXO/I0B
CEMBH UMECJIH XODOIIEe TIPCJICTABICHHNC, UCTO 1€ CKaXCh

1
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0 BospacTe M 06pa30oBaHUHN. PeaysbTaTbl OUEHKH FHIIO-
TETHYECKOH MOZeJH CTPYKTYPHI IMPUYMHHO-CJAEACTBEHHOM
CBSI3M NOKa3alH, YTO MOJeNb XOPOLIO JIOKUTCS Ha olpa-
seny (GFI1=0,92, TLI=0,94; NFI=0,95; CFI=0,96). Boas-
IMUIICTRBO MOITONKHK NTOKA3aTeNel ObIIN yAOBIETBOPEHBI UX
OTHOCHTC/ILIILIX PEKOMCHAOBAHHBIX OPOTOBLIX 3HAUEHMH.
llo cpasnenuio ¢ yuenusamu llapacypaman ap. [43], B uc-
cnenosannu 6uiio 6onee Hu3Koe 3Haueniie RMSEA — 0,07,
YeM TO, KOTOpPOe YIIOMHHAJIOCh B UX paboTe, T. €. B KaKuXx-
JM60 M3MEHeHUsX He GbLIO HeoBXOAUMOCTH.

Kpurepuii cornacus (KC) IMupcona [44], unu xpute-
puli cornacusa x? (Xu-xsagpat (X-K)) — naubonee uacro
YHOTPeGARCMbI KPUTEPHIT A1 NPOBEPKY FHMOTESH O IpHU-
HAAJIERROCTH HAG/NORAEMOM BHIGOPKY Xy, X9, ..., X, OOGBEMOM
7 HEKOTOPOMY TeOpeTH4eCKOMY 3aKOHY pachpejeieHus
F(x, 8). Crenenn co6oap! (CC): Konuuectso CC (KCC) —
KOJIMYECTBO 3HAYEHHI B UTOTOBOM BBIYMCJIEHUH CTATUCTHKY,
cnoco6nbix Bapsuposarbest. KCC nokassiBaeT pasMepHOCTh
BCKTOPA U3 CJY1IallIbIX BCJHYUH, KOJIUIECTBO «CBOGOIHEIX»
BEJIMULH, HeOOXOANUMBIX JUISl TOTO, YTOGB! OSHOCTBIO ONIpe-
Aeantb BeKTop. KCC MOXeT GbITh HE TONBKO HATYPabHbIM
uucacm (HY), Ho u 1065IM A€ HCTBUTETBHBIM YUCIOM, XOTS
CTaH/IAPTHhIE TabJIHIIB! PACCUHTHIBAIOT P-value Hanbonee pac-
TPOCTPAHEHHBIX pacnpesieseHui Tobko aust HY CC [45].
Muznexe Kpurtepus cornacus (GFI) — Mepa cooTBeTCTBHA
MCXY T'MHOTETHMCCKON MOAesblo ¥ HabGuaoaaeMoll KoBa-
puanmonHo#t Marpuneit. Peryaupyemas creneds corslacus
unnexca (AGFI) xoppextupyer GFI, zaBucamas ot xoau-
4JecTBa TOKasaTened KaxAo#l cxpeiToii mepemenHoi. GFI
u AGFI nuamazon mexjiy 0 U 1, co 3HaueHMEM OTCEYKH
0.9 B 1MCAOM yKasbIBACT HA TO, UTC MOAEAL MPHEMITEMO
nonxonut {46]. Cpeansis xBanpatuunas ommbka (KO) xa-
PAKTEPU3YET TOYHOCTb Pe3yJbTatoB Habaogenuit. Ecau
HalJIIOAEHUs! ClleNatbl HETOMHO, TO TIOJy4YeHHbIE SHAYCHUS
U3MEePAEMBIX BeJHYMH OYAYT DE3KO OT/IMYAThCA APYT OT
apyra n penuuuHa KO Gyaet Benuxa. Haobopor, ecan
Hab0/laTe b BHUMATENEH U CTPOro co6MIONATCA OJH-
HaKOBHC yCHOBHs paboThl, TO pe3ysibTaThl HabmoAeHUs
OyuyT 6amsku m KO Gyner nesennxa [47]. Cpeansia KO
annpoxcumanun (RMSEA), nossoaser usbexats npobiem
o6bemMa BHIGODKM IPH aHANH3E HECOOTBETCTBMS MEXILY
HPeANOJATAeMbIMY MOJEJSMM, N0 OLEHKAM, ONTHMAIBLHO
Nono6panHBIM TTapaMeTpaM, ¢ TIOMOIBIO KOBAPHAITMOHHOM
matpuithl. RMSEA B mmanasone ot 0 no 1, ¢ MeHbimuMu
sHaucnuaMu — Mozenb 6osec noaxoaut. 3uayenue 0,06 wan
MeHee — ona upuemaeMo noaxoaut [48). HopMmuposatHpiii
noaxoaamuit uuaexc (NFI) ananusupyer pacxoxiaeHus
Mexay cronMoctbio X-K ¢ mpexgnojiaraeMbiMu MOneSsiMH
u snavenueMm X-K ¢ nynemoit Mogmensio [49]. Oauaxo, NFI
UMeeT TeHIEHTIMIO TIO/IAYHN C OTPUTIATENTbHBIM cMelltenueM [50].
Henopmupyemsiit noaxorsunit unaexe (NNFI — unnexc
Takep-JInionca, nocxoAbKy OBLT HOCTPOCH 110 MHAEKCY
obpasosantoli Takep u Jlpoue, 8 1973 r. [51]) pemaer
HEKOTOPble M3 1IPoG/eM OTPULATENIBHOIO CMELIEHUS, XOTS
anavenus NNFI unoraa Buixonsr 3a nepgenn ot 0 mo 1
nnanasona [50]. 3navenus mis o6OMX MHAEKCOB MOJKHEI
6uith Mexay 0 u 1, ¢ ofpesannem 0,95 wim Bonnine, —
YKa3bIBACT HA XODPOWyI0 Mozeab [52]. CpaBHUTEIbHBIH
noaxoanwui uupeke (CF1) ananusupyer coorBercTBus
MOJEJY, PACCMATPHBaAs PacXOXACHUE MEXAY AaHHbIMH
W LIPEANONAraeMbIM MOJE/H, IPUCIOcabauBas pasMep Bbl-
6opku, npucymuir X-K Tecta Monesm [52], u nngexcy NFL
3wavenns CFI ® auanasone or 0 mo 1, npu Goaemux
31AYCHVAX, YKa3bIBaeT Ha JyUniee COOTBETCTBHE., 3HAye-

nHue CFI — 0,90 nnn Goablue, yxasbiBaeT Ha lpUeMiieMOe
COOTBETCTBHe MOXesNu. MTorm pe3ynsraToB HCCJeNOBaHMS
TIPEACTABJEHB B Tabm. 5.

Tabnuua S
Peayserathl uccnefopanua KpuTepUR cornacus [53)
Tpetyembri
IMATIA30H
Craructusa kputepun cornacus | Abpesua- | — aHAve-

(Goodness-of-fit) TYypa HUik IR

XOpowern

npUserasua

Abcomorsp nopxozamue mepr (Absolute fit measures)

KC X-K (Chi-square test) x? [piz[: 5| p>05
CC (Degrees of freedom) Di 3 >0
Comupe XA Shcves | g | 15 | s
HUngexc KC (Goodness-af-fit index) GFI 92 > .80
Cpezuas KBappaTMdeckas DuMOxa

annpokcumanuu (Root mean square | BMSEA .08 < .08

error of approximation)

Jlononsurensso noaxoaamue Meper {(Increments) fit measures)

Perynupyeman creneHb COIMACKR yH-

nexca (Adjusted good-oi-fit index) AGF1 42 >80
HexopmupoBanHmi noaxoAAIIMit MH-
nexc (Tucker-Lewis index) w 94 >.90
Hopmuposanusii nopxopaumi us-
nexc {(Normed fit index) NFl 95 >.80
CpaBHUTeNbHBIA ROAXOAAIMHA MH- CEl 98 > 85

nexc (Comparative fit index)

B Tabs. 6 1mokazaHa perpeccusi Beca MePeMEHHBIX HC-
CJIeJOBaHUs. -

Tabnuua B

Perpeccun Beca nepeMeHHLIX MCCHEADBaNAA (54)
Un standardi- Stir;?iagdi- .
OrxoweruA zegn?mr;::b- 5. E xosbiu- | enme

UMEHT
KEI'Y « Omusnenue K'Y 1.23 14 B2 B.63*
Bl « BI'Y .20 .03 .56 7.31*
VII « BO 43 .as .75 g11*
VII «— KTV -D03 .02 ~14 -1.33

VII ¢ Dmunnenne KI'Y -.03 .04 .07 -.80
JI « YII .25 a7 .23 3.82™
JIT ¢ Dmunnenue K[V .30 .03 .68 11.48"
Npumeuanwe: ** — p < 0,1

Kak 6o TIOKa3aHO paHee, PeTPeccys Beca KauecTsa
aktuBu3anmu yeayr x ¥YII (¢ = -.80, p > 0,05) u npo-
sBanpnoro KI'V k VII (¢ = -1,33; p > 0,05) ne 6wuan
3HAUUTCBIBIMM.

OcnosHasi uenb OpHeHTauUMM Ha HOTPeGuTens — Jo-
crixkenue YII M, kax ciexcraue, ero yiaepxanue. lipu
3TOM, Tpejaraercs onpexeauTh YII xax cooTHomenue
€TO OXMJAHUR M (PaKTUYECKOTO KauecTBa MPHOGpeTeHHON
um ITl wm TY:
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S=(Q/E)*100%, )

rre S — YIT (satisfaction); Q — (akTUUeCKOe KayeCTBO
mpuobperiioil uM TY (quality); E — oxuianus notpe-
fureasn (expectations).

T. 0. cuenaeM BbIBOA, 4TO, €cW BbIGOPOUHAA COBOKYII-
HoCTh (BBIOOPKA) U aHANMTHYECKHU ILIAH TOJKHBIM obpa-
30M npopaboranbl, To OYAYT HalileHb! YETKHE U CUJIbHBIE
B3aMMOCBA3U MeXy nokasareiasmMu Y11, pacxonamu rocrei
HAa flonoaHnTenbHble I'Y » 4acToTON MX BO3BpANIEHUS.

6. AHanu3 pE3YNLTATOE KCCAEKOBAHMA
thaxTopoB, BAMANIIMX HA KaYECTRO
FOCTHHMMHEIX YCIIYT MMHM-TOCTHHUILT

Wrax, perpeccust Beca KavecTBa akTuBu3aiuu I'Y x VI (¢=
= —.80, p > 0,05) u nposansuoro KI'Y x YVII (¢ = -1,33;
p > 0,05) HC ObIIM 3HAMMTENBHBIMU. T. 0., aHaJM3UpPys
pe3yJibTaThl HPOBEJEHHBIX HCCAELOBaHMM, MOXHO 3aKJI0-
YutTh, uTO 06a M BocupunumaeMmoe KI'Y u aktususanus
KTY He 0Ka3blBalOT CYIECTBEHHOrO NPSIMOIO BJAMSHUSI
Ha YTL Tem He MeHee, M3-3a MeHBIIEH CTaHJAPTH3AIAN
JIAHHBIX, GBIZIO TPYAHO MPOBECTH CPaBHEHUE 110 KAXKIOMY
addekry. Menonsaopanue craiapTH3HPOBAHHBIX JAllHBIX
LO3BOASICT JAlIIOMY UCCACROBAHUIO CPABHUTb OTHOCUTEIb-
HOE BJIMSHUE KAXKIOTO DK30TEHHOH CKPBITON llepeMeHHOM
¢ BHJOTEHHOH CKPHITOH NepeMeHHOH. AHAMU3 NpAMBIX,
KOCBEHHBIX M COBOKYNHBIX 3(dexToB (1abi. 7) Moxer
TTOMOYB TIOHSITh, KAK DK30TeHHBIE HEPEMEHHBIE BIUSIOT HA
ANIOTCHHEBIC TTePCMCITHBIC.

Tatnuua 7

Craupapruauposarusie [Ipamete [locneacreun, Henpamumie Nocnepcraus,
Uroroese [locneacreur Uccnepoeanuit [54)

K'Y, oxusneruem KI'Y 1 Jl11. Ha ocHOBaHMY De3y/ibTaToB
KC u pe3synsraToB aHanmu3a NPSIMBIX, KOCBEHHBIX U COBO-
KyIHbIX 3¢hGeKTOB, TUIIOTe3a UCCAEOBANHKS — TOANEePXKaHa.

Mapkerunrosas Teopusi (Marketing mix), ocHOBaH-
Has Ha 4-~X OCHOBHEBIX <«KOOPAMNATAX> MAapKETUITOROTO
(17IAHUPOBAHUS!

— product — TOBap WM YCIAYra, ACCOPTUMEHT, Kaue-

CTBO, CBOMCTBA TOBapa, AM3allH U 3PrOHOMHUKA;

— price — 1eHa, HalleHKH, CKUIAKY;

— promotion — NPOJIBUXEHME, PEKIaMa, TiMap, CTU-

MYJIHpOBaHYe cObIT?;

— place — Mceropacnonoxenue M-1, mepconan M-r [55].

Jlns uepeopuentanuu OusHeca © yuéTOM NOXKCIAHMIM
totpebuTes, Ha Gase IIPOBEACHHBIX HCCAEJOBAHUIE, B 3a-
MenieHue Kiaccuyeckoh opmynst 4P 6rina pacmmpera o
dopmyasl 9P, Pasnuna 3axiodaeTcs B U3MeHEHUH aKLEHTa,
TIepeHoce IEHTPa TSKECTH BCEH MapKEeTWHTOBOH JieaTenb-
noctu M-t ¢ T'Tl na morpebutens. PacumdporsiBacres
9C xax: consumer (morpeburens), comfort (xomdopr),
convenience (yuo6crso), cost (ctomMocts), capability to
buy (cuocobHocTs Kyuurs), communication (KOMMYHHKa-
1Mu), cooperation (coTpynHKIecTBO), customer demand (no-
TpebuTeanckui cnpoc), customer satisfaction (Y11). O6mas
cxeMa Npeobpa3oBaHUs TIpeAiCTaBaeHa B Taba. 8.

Tabnwua 8
Komnnerc mapseruura 9P u 9C

gp | 8C

Product (npogysr) — Consumer (norpebutens)

Proposal (npegnomenue} — Comfort (kombopr)

Place {mecro) — Convenience (yaoBcrsn)

Price {nesa) — Cost (croumocTs)

Purpose {uens) — Capahility to buy (cnocofxocTs synuts)

Promation (mpoasusmesnue) — Communication (kommynusanusu)

Poll {onpoc-ronocosanue) — Cooperation (coTpyAuuyecTeo/soonepanys)

Prediction (npegsupenxe) — Customer demand (norpeBurensckuii cnpoc)

Hepeuenmﬂej Dusnenwne KI'Y KTy L Bl , yit

[pamuie flocnencrsxa

BRIy .523* — — —_

Bl — .560* — —

yn ~074 -.141 .750* —

it .683** — — 231*
Henpameie [locneacTeun

Bl 3B5* — — —

v 175* A3 - —

il .024 .064 172 —

HUrorossie Nocnepcreua Uccnenoranui

K'Y 831 — — —

BH 334* .560* —_ —_

yn .104 279 .750* —_

i 718* .063 172" 235"

Npumewanne: * — p< 05 ™ — p< .01

B tabn. 7 ykazano, UTO 2 OpIMBIX HOCNEACTBHSA HE
Obpl1d 3HAUYMMBIMH 110 OTHOUIEHMIO K OXxuBjaenuniw KIY
n YII (-.074) n KI'Y nposana VIl (-.141). 4 us 6 xoc-
BeHHBIX 3((eXTOB GBI 3HAYUTENBHBIMU: OXMBJICHMUE
KI'Y x BII (0,365), oxusnenue KI'Y x VII (0,175), KI'Y
k YII (0,431), u BIT x JIIT (0,024). PesynsraTsl nokazany,
uro BIL u VII onocpenosanu 0THOMIEHHS MEXKLY TIPOBATIOM

Perfect service quality (uaeansuoe gavectso yeayr) —
—» Customer satisfaction (YII)

Chopmynnpyem yTrepiceHHe «YnoraetropeHus T111s:
Ilens mo6oi TY — ynosaersopenue HTL
Ha ocnoBanuu npoBefeHHBIX UCCACAOBANINH 1 YTBEPXK-
Aenus copMyupycM «30/0TbiC 1IpaBuia yelexas Ajs
OTEJIbEPOB:
— TepBOE, YTO MOJIKHO OBITH NPHCYIEe YCIEIHOMY
oTesbepy — 3TO J06OBB X cBoell pabore, m060BBL
K TOCTSM, ITOCKOJBKY MOJIHOCTBIO Y/OBAETBOPEHHEIE
T'Y u JITI — 3anor ycnexa M-T;
— s navana cosznaiite kaucetsenubsii 'l u, rnasnoc,
moAAepKUBaliTe ero yposenb, paspabotaiite cuctemy
yupaBiaenuss KI'YV ¢ ucnosb3oBanueM caMOCTORTENbHO
pa3paboTaHHbiX (2 He XOPOUINX, HO YyXHX) CTAHAAD-
TOB O6GCHYKUBaHUS ¥ OOSI3ATENBHO — WHCTPYMEHTOB
orieHku ypoeus KIY;
— JUIST TOTO, ITOBB! B M-F OCTAHABJIMBATIOCH KAK MOXHO
Goabile A0AeH, HeOOXOAMMO 1IPCAOCTABIICIME BLICOKOT'O
KI'Y BHe 3aBHCHMOCTH OT KATEIOPUH M-I, 00beMa ee
HOMepHOTo oHaa, OTeNbep AOKEH YETKO 3HATh, UTO
XOYeT TOCTh, ¥ OMNEPEeXaTb €ro JKejJaHue, HWKOTAa He
FOBODUTH TOCTIO «HET», T. €. IPE/IaraTh Jlake TO, YETO
e mpenycMoTpeHo nepeutiem 'Y

2
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— caenalite tak, 4ToObl O Bac M BalleM CEPBUCE y3-
Ha/y, NpHYeM He Bce (3TO ZOpOro H 6ecCMBICIIEHHOD),
a BAIIM NOTEHIUANbHblE TOCTH, PEKIAMMPYHTECH C NO-
MOINBIO KPACHBHIX M «CHJIBHBIX» CJOB W 06pa3os, HO
obenaiiTe yyTh MEHbINE, YEM JIeJAETe Ha caMoM Jene,
jJapaiiTe roctaM Oonbiue, yeM obeliaeTe;

— ocobenno saborsrech o HI1 u 11K, T. k. ouenxa
oanoro u Toro ke I'll mpu NOBTOpDHOM MoOCeIIeHHUH
OAHO3HAYHO HUXE IIEPBOTO MO3UTHBHOTO BIIEYAT/ICHUS;
— YUUTECh WBYMJSATH, YAWBJIATH U NOPAXaTh rocrei
CROMM YPOBHEM: YPOBHEM CEPBHCA, YPOBHEM KYXHH,
YPOBIICM 1ICPCOHANA, YPOBHEM PYKOBOACTBA.

7. Buisopsr

Ha ocHOBaHWU TIPOBEAEHHBIX HCCJIEAOBAHUN, MOXHO
c/ienath BBIBOJIBE:

— V¥IT u JITT — 3to cekper yeuexa mobodt M-T ¥ vc-

TOUIIHK HCUCCAKAEMON TpUOLLIH, 3aJ0T MOBHINEHUS

KOHKYDPERTOCIOCOGHOCTH.

— Mexay Y11 u JIII ectp Tecnas cBsi3b, xots U He-

npsiMas.

— CymecTByrOT B3aUMOCBSI3H MEXTy Nokasatenamu VI,

pacxojlaM¥ rocTeldl Ha fiononHuTeabHble I'Y u yactoroi

MUX BO3BDALICHUS.

— Axtusuzauus KI'Y nMmeer npamoit apdexrt na JiII,

W KOCBEHHOE BJIMSIHUE Ha NOTPe(UTENbCKYI) HEHHOCTD

u YIIL

EcTp nBe TouKM 3peHust, OOBICHAIOIMX HeNpeaBUIeH-
HBIE Pe3yJbTaThl.

Bo-nepBuIx, KJIHENTHI HCMOCPC/CTBCHHO 3aBOEBBIBAIOT
JIII or axTtuBuzanuu (OXHUBJIECHUS) Tpolecca O6CayXH-
Banus. Korna oHM CTaJKMBAlOTICS € BLICOKMM YPOBHEM
oxusaenns KI'Y, sto npespawaer norpeGureneit B no-
craemuka I'Y (cpabaTtbiBaeT «capadaHHOE Paguo»).

Bo-BTOPBIX, KJIHEHTBI MOT'YT PACCUKTHIBATD HA TOJIyYe-
Hue 6osee KTY B caenyronuit pas. Korna oHM oXHIaIOT
JIYUTITCTO ONKITA OT OYEPCAHON CACAKU, OHU UMeloT HoJee
Bhicokyio CY11 u Gonee Boicokyio JIII. Ito mcenenosa-
HHue BbIABHHYJO runoTesy, yto Bl u Y1l — nocpeanux
B OoTHomeHUsx Mexay nposanoM KI'V, axtususanueii,
BI1 u JIIL

PesynpTatsl ananusa JAHHBIX NOKA3adW, 4To THITOTE-
3a 6nma nmojiTBepXkeHa. JIpyrumu cnosamu, nposan KI'Y
1 oxusiciue KI'Y Bansict na noBefcHUYECKHE HAMECPEHHS
tepes BH u Y11 3aknwouenus atoro ucciaenosanus noj-
TBEPXKAAIOT 3MIIMPUYecKue BbIBoAb Kponuna, Teitnop [56],
Na6xonkap, llenxepa, u Topn. Cornacno npeAbLAyIIUM UC-
CJle/JOBAHUSM, TUIIOTH3MPOBAHHAS MOJENs MOAUMDHUIIHPYET
MOJteJib, IPeJICTaBMeHHYIo Ha puc. 8. MonudunmpoBanHas
MOJICSTh YJIANSICT CTPCJKH, TPEACTABASIONIME OTHOIIEHHSA
Mexay oxubncuuem KI'Y, YII u Bocnpunumaemsim KI'Y
u Y11 [57]. BocupuHsartas Heyzaya o6cnyKHBaAHUs KIAUEH-
TOB MOXeT yJyuHIWTb BoccTaHOBJenue KIY Gnaropaps
HECKOJIBKMM H3MepPeHUsM: oTabiBumBocTH, BIl, u xoMm-
nencanuu. Xotsa BoccraHoBiaeHHe KT'Y He Moxer Hemo-
CPEACTBERHO BAMATH Ha Y11, 370 MOXET MMeTh KOCBEHHOE
smustiiue na Y11 nocpencrsom nposansioro KI'Y. Hanbonee
paxxnas crpartcerust coxpanenus JI1 — yayumenue KIY,
HanpuMep, ObICTpOro pearupoBaHus npu uposane 1.

— Ynosnerropenue ITIT uMmeer npsiMoe BiausAHME Ha

nosefeHveckue Hamepenus 1K,

— Ilens moboit T'Y — ynornersopenue TIT1.

— Yewm seime 171, Tem BBINE npuGHITH M-T.

Hacrosmee uccaeposanne 610 OrpaHRueHO U3YIEHUEM
NPUYMHHO-CIEACTBEHHBIX CBsi3ell Mexxy nposajgoM KTV,
BII, VII, JIII u oxusneaueMm KI'V. B 6ynymem nccrenosa-
HUH, IPYTHE BaXKHbIE (GakTOPHI, TAaKUE KaK WMH/DK M-T U TT0-
Be/IEHHE KJIHCHTA MOTYT OBITH /I06ABJICIBI B TUTTIOTETHICCKYIO
HPUYHHHO-CAEACTBCHHYIO CTPYKTYPHYIO Mozeab. Byayune
UCCAEJOBAHUS MOIYT ObiThb LIDOBEJEHbl C MC1IOJIb30BAHH-
eM MeTtoza oT6opa npob mias cbopa mawHbIX. Kpome Toro,
BHIGOD APYTHX MEPEMEHHBIX, TAKUX KAK BOCIPHUITHE Li€H,
KOPIOPATHBHBIH UMUK W APYyrux PakTOPOB, BIAHIIONAX
na JITI, crenan GBI Mosiens uccaeoBalus GoJiee Ha/EXHON
H HUNITEPCCHOMH.
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3KOHOMMKA M YIIPABNEHME NMPEINPHATHEM —)

AOCAIMKEHHA 3AACBDAEHHOCTI 1 AOANBHOCTI KAIEHTIR
B HPOEKTAX MIKI-TOTERNIB

CTaTrs PO3KPUBAE TIOHATTA 33/10BONEHOCTI CNOXUBAYIB i MO~
1HOCTI CHOKUBaNB Mini-roteais, CXeMaTHUNO NPCACTABACH CKOPO-
ucla i po3IUpena NaHIIOKKH CIIBBITHOWIEHHA NOTpeb cnoxnBayin
i npubyTKiB Mini-rotenis, Onucano MAXOAW NOKBABAEHHA 1 nij-
BUINCHHSA SKOCTI FOTCABHUX NOCAYT /M8 OTPUMAHHS 3a/I0BOJEHO-
cri cnokusavin, Mapketunrosa konneniist AP 6ysna posmmpena
10 popmyayn 9P, ChopmyaboBaHO TBEPLKEHHS <3aA0BOJIEHHS
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HCCNAEAOBAHME AEATENLHOCTH
HHCTHATYUUOHANBHBIX HHBECTOPOB
B KOHTEKCTE ®HHAHCOBOIQ

MAPKETHUHTA

Hccnedosanw: cogpemennvle menoenyuu passumus Quuancos8ozo puiHka 6 Konmexcme Gunamncosos

2A06aNU3AKUU, PUHAHCUATUSAUUU IKOHOMUKYU, UHCTIUMYUUOHATUIAUUY Ha PuHancosom poike. O060-
3nauena uenecoobpasnocms GopMuposanusi u UCNOALI0BAHUS PUNANCOB0Z0 MapKemuNnza 8 desmens-
HOCTU UHCMUMYUUOHANOHBIX UHBECTIOPOS 8 CEZMEHMAX UHBECUUUOHHBIX, CMPAXOBBIX U NEHCUOHHBIX
poinkos. Obocnosana meopemuueckas Mo0erb GuHaAHCO8020 MapKemunza — Kax HO8as Napaduzma

cmpamezudeckoi MapKxemunz080t 0essmeavHOCU UHCTMIUTYUUOHALLHDIX UHBECTHOPOS.
Kmouessie cnoma: Qunancoswvili puinoK, peueccusl, peanrvibill cexmop, UNCTMUMYUUOHATLHBIE UH-
8eCcmopvl, PUHAHCOBAS 2100ANUIAUUS, PEIYTLTAMUBHOCTD.

SN
1. Beemenue

CoBpCMCHHOE COCTOAHUE (PUHAHCOBOTO PhIHKA 06yC-
JIOBJICHO AMHAMHAYCCKUMH H3MCHEHUSIMH aKTOPUB CHpOCa
W LPeAJOXKeHNsT Ha (DMHAHCOBbIE YCAyrH U ociablieHnem
TOCY/IaPCTBEHHOTO BJIMSIHUS HA (hYHKIMOHUPOBaHue (hHHAH-
COBBIX WHCTUTYTOB, YTO 06BEKTHUBHO CIIOCOOCTBYET pUHAH-
crarv3arnymn 3KOHOMUHB — Da3phiBY MEXy Q)HHaHCOBbIM
¥ PCcasbibIM CCKTOPaMM.

PassutHIo huialcoBoi cHCTEMBI, XapaKkTePHB! KOPPeEs-
LMOHHbBIE CBA3YM MEX/AY Pa3JM4YHbIMU YYPeXACHUSMHU PhIHKA
KaK B MUPOBOM, TaK M HAllMOHANbHOM MaciuTabax. Muren-
CMBHO pa3BHBaeTCA ABJeHHe — (HHHAHCOBas Iobaau3anys
KaK MHOTOIOJNISIPHAS CHCTEMa, BKIOYAOINAs BAUATE/bHBIE
B MUPOBOM W3MepeHNH (huHaHcoBwe HeHTPsl. (DHHAHCOBAS
rA00aNU3aIMs OLECHMBACTCS CTAHNAPTH3ALMEH ¥ OHOPOI-
nocTbIo TpeboBauMi, UPCAbABASICMBIX XK PUHAHCOBBIM YCIY~
I'aM, KaK B HallMOHAJBHOM, TaK M B MUPOBOM Macumirabax.
PaspaboTaHHble eBPONEHCKHE CTAHAAPTHI AESTEJBHOCTH
(GUHAHCOBBIX KOMTAHUN CO3JAI0T ONDeAeeHHblEe PAMKM
Y HanparJeHus TpaHCcOpMaIHK TOTPeGUTENBCKOTO TIOBE~
JIeN¥sT B CCTMEHTAX HAIOHATBHBIX (DHAHCOBBIX PBINKOR,

HcTuea ¥ anosoreTHka moTPeGUTeNhCKOTO TTOBEIEHUST
XapaKTepPU3YeTCsT:

— MJI0XO OCO3NAHNOW B TEOPHH M IIPAKTHUKC MPOSB-

JICHUS CYWHOCTH UEJHOBCKA, CeMbH, 00UICCTBa;

— caMo 110 cebe 9TO uposBienue obanaeT CBORCTBAMU:

a) KOHEYHOCTH (3TO He MOXeT ObITh (GECKOHEUHBIM);

6) nuckpernocty (morpebieHuve Hexoroporo A orpa-

HUYMBAET WM MCKJIOUAET OJIHORPEMEHHOE noTpebne-

nne B, C, D..Z;

B) Mabuparcabnocts (cybbext S; e morpebiser To,

uto 1HoTpeGAsT cyGbexThl Sy, S3, ..., Sp);

I) 1IpaBOMePHOCTU (CO3HATesibHbIA KOHCEHCYC): <KTO

HE pa60TaeT, HEe H3AaeT, TOT HE €CT?» — HaJHYPE orpa-

HUYEHHOTO KOJWYECTBA NMpak Ha norpebieHne;

JI) KOHTPYMTHWBHOCTY (TIOTPEBAEHUS TOTO, HTO TPOTHBO-

PCUMT 30PABOMY CMBICAY: HC3MEPIbIIT ATKOTONb, BUPYCLI

W sapl).

O06nanasn o0beMOM HPaB WIN JaXKe BO3MOXKHOCTEd, Ha
noTpebieHne B pasMmepe HekoToporo Q (mycrts 3To Gyxer
1 maH. nosL) desnosek noTpebiseT TONBKO (GUHAHCOBBIE
akTUBH. [ToX0Xe Ha TO, 4TO Ha NJIAHETE KOJIUYECTBO TPAB
Ha MoTpefIeHne B COTIM pa3 TPEBBINACT KOJHIECTBO CAMUX
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