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AHAJINA3, HCCIEJTOBAHUE H PASBHTUHE KOHKYPEHTOCIIOCOFHOCTH
MHUHH-TOCTHHML r. KUEBA

© B. M. JleBbixkuH, B. B. I>BoH

B cmamve paccmompenvr xauecmeennvie Xapaxmepucmuxu KOHKYPEHMHO20 NpeuMyujecmsd MUHU-20CMUHUY
(KTIM) 2. Kueea, nepcnexmusa coxpanenus u pazeumusi KOHKYDEHMOCNOCOGHBIX RO3UYUIL HQ PBIHKE 20CMeNpUUM-
cmea (PI) Yxpaune. [an ananus PI” u mypucmuueckozo petnka Ykpauwel, 0eicmayoujezo yKpauHcKo2o 3aK0oHo-
damenvcmea (V3). Cucmemamusupoeanvt HAyuuble HOOX00bl K ONPEOeIeHUI0 NOHAMUA «(KAHeCMBO 20CMUHUYHBIX
yeayen (KI'Y). Ilposeoeno anxemuposanue 6 70 munu-cocmunuyax (mM-2)

Knrouessie cnosa: xavecmso yciyz, KOHKypeHmMHOe NPeuMYUeCmeo, MUHU-20CMUHUYbI, KIACCUDUKAYUsI 20CMUHUY,
Kamez20pusi 20CMuHUY, npoexm

This study deals with Kiev mini-hotels competitive advantage (MCA) quality characteristics, overview of competitive
positions on the Ukrainian hospitality market (HM) savings and development. The HM and Ukrainian tourist market
have been analyzed, as well as the current Ukrainian Law (UL). Scientific approaches have been systemized for
determination of the “hotel services quality” (HSQ) concept. Questionnaires have been held in 70 mini-hotels
Keywords: service quality, competitive advantage, mini-hotels, hotels classification, hotels category, project

1. Benenne

PI" — onna u3 rnaBHeHIUNX HULD MHAYCTPUH TYpPH3-
Ma. M-r HrpaoT KIIOUYEBYIO pOJib B CTPATErHYECKOM NO3H-
LMOHUPOBaHUHM TypusMa r. Kuesa. Kaxxnas Typucriueckas
(Typ.) noesnka cBa3aHa C OOECNEYCHUEM TYPUCTOB MECT
2N BPEMEHHOIO MPOXKUBAHUS, B HE3ABUCUMOCTH OT YPOB-
Hf opraHusyemoro orabixa. Ceroanss MM nomkHsl npu-
HUMAaTh BO BHUMaHHE XeJlaHHe KIIMeHTOB, CUMTAThCs ¢ HX
TpeboRaHHAMH, BHUMATENBHO OTHOCHTRCA K NpockBam u
NpEAJIOKEHHAM KIUEHTOB, o0pallaTe BHHMaHHE Ha BKYCHI
CBOUX MOCETUTECH, UX NPUBLIYKH, HAUMOHANLHBIE (HAll.)
TOHKOCTH, YYHTBIBaTh MX XOO6H U MHTEpECH MPH OpraHd-
3auumn aocyra. Havwano 2015 r., HecMoTps Ha HeoJTHO3HAY-
HOE NOJIMTHYECKOE (10A.) NoNIokKeHHe B YKpauHe, IeBaib-
BALMIO HAll. BAMIOTHI U OOLMIT SKOHOMUYECKUI (3K.) CTiaf,
TeM He MEHEe, XapaKTepPU3yeTcs NMONOKUTENLHON UHAMU-
KOH YBEJMUEHMs KOJMMYECTBA M-T U Pa3BHTHEM HMIIH Ma-
noro roctunuuHoro 6usHeca (I'B). Jra Tennenuus — ped-
JIEKTOPHOCTL OOIIEMMPOBBIX 3aKOHOMepHocTelt Ha PI'.
OueBHAHO, YTO MOCTOSHHBIE BOJIHEHMS M €XKCIHEBHBIE
H3MeHeHHUs B cdepe NESTENBHOCTH M-T, HOLIEPKUBAEMble
COUMAIBHbIMM (COLL.), 3K., NOJ., PLIHOYHBIMM, H IPYFHMU
(ap.) M3MEHEHNAMH, ENAOT HEOOXOAUMBbIM BO3BENIEHUE MX
KI1 Ha Gonee BbICOKMI ypOBeHb Kak Ha YPOBHE Typ. Ha-
NpaBjieHust, TaK U HA YPOBHE ynpasneHus cyObekToB. Un-
HoBauuu B obnact KI'Y M-r u MapkeTHHra M-r — rias-
He#lme ¢aKkTopbl, BIMAIOIME HA YBENUYEHHE KOHKYpeH-
TocnocobnocTu M-r (KM) n yeunusaronye Ux no3uluy Ha
PI'. CeropHs MM inyuumle npumepxuBaThCs CTpaTeriu
CTOKOHCTBUS ¥ CTaGUIBLHOCTH, yNy4liaTh CBOH CEPBHC M
OrITh 10OPOKENATENLHBIME M OTKPBITHIMH 110 OTHOLLCHHIO
K KinenTaM. KpusucHble BpeMena 3aKOHYATCH U M-T, A0C-
TOWHO ¢ HMUMH CNPaBUBLIMECA, 3aCNYKAT YBAKUTENBHOE H
JOBEPUTENBHOE OTHOLIEHHME k cebe, M-r urparoT kmouve-
BYIO POJIb B CTPATETHYECKOM NMO3ULIMOHHPOBAHHH TypU3Ma
r. Kuesa.

B craTbe NpOROAUTCS NeTANBLHBIN AHATH3 YIIpaB/ie-
Hug npoekToB M-I (YIIM) ¢ Touku 3penus KI'V B KoHTek-
CTE HORO#M MOJ. U 3K. 06CTAHOBKH, OCODEHHO 3TO KacaeTcs
YCTaHOBAEHUS TpeGOBaHUI B YCJIOBHAX OTKPBITOCTH
ynpasnerus u KM. 3anaua menemxepos M-r (MM) — ye-

TNCUTHO PYKOBOAMTH U3MEHEHHUAMH H MOCTPOCHHUE B3aHMO-
OTHOIIEHHH, NAIOINX BO3MOXHOCTH MapKETHHTOBBIX TNe-
pepbiBOB B YClOBHsAX Gonee TpeGoBaTenbHbIX PbIHKOB. B
CTaThe OCHOBHOE BHMMaHue Oyaer yaensrecs KI'Y — kak
ocHorel KM. B 6utBe 3a nupupyroume nozuuuu Ha PI,
’®enas ObITh YCNEIIHbBIMA U KOHKYpeHTocnocobHeIMn MM
r. Kuepa He npekpalilalor HaxoXIeHUe HOBbIX, NEHCTBEH-
HBIX CTIOCOOOB Pa3BUTHS M CTaHOBJIeHUS. Kak mokazpiBaeT
NPaKTUKA, CaMbIM HAJICKHBIM M BBIMIPHIIIHBIM CNIOCOGOM
OpraHM3auMOHHOIC pa3BUTHA Ha ykpauHckoM (ykp.) PI'
(YPI') ceronns ects noBeimienue KI'Y, urpatouiee kioue-
Byto pons B YIIM. OueHp BaXXHO rpaMOTHO MOCTPOHTH U
pE3yNLTATUBHO peanu3oBats B M-I cuctemy KI'V, kak Ha-
JEKHOTO M CHILHOIO MHCTPYMEHTa yBenuueHus shek-
THBHOCTH AEATENILHOCTH M-T, BiAMsiowlero Ha poct KM,
CHIKEHHE CeOECTOMMOCTH M BO3MOXHOCTH TOHWXEHUS
L€H Ha oKa3blBaeMble rocTMHHYHbIE yenyru (I'Y), yto, B
CBOIO Ouepeflb, ONarOTBOPHO CKAaXKETCS HAa YKPYITHEHMH
npubbineil M-r. IpaBUILHOE KOHCTPYMPOBAHHE M HEMpe-
puiBHOe ynyuiuenue KI'Y — rnaBneitiee KIIM, 6naronaps
KOTOpOMY OHa NnpHoOpeTaeT ycnex U 3aBOEBbIBAET peHyTa-
UMIO, 3aHMMAET BbLIFOAHBLIC HHIUM HA PbIHKE, YKPyNHas
cBoM MaciuTalbl B pa3BUBas CBOM MOLUHOCTH, YTO Hemnpe-
MEHHO CKaXeTCs Ha TNOBBIUEHHH ONarococTosHus He
Tonbko MM, HO M mepcoHana, GyHKLMOHUPOBAHKE W pas-
BUTHE, 4TO 00€CNEYNT yBepeHHOCTL B Oyayliem, cTabuib-
HOCTb M mpouBeTaHHe. OKa3blBas YHMKaJbHbIE BBICOKO-
knacchbie I'Y, mose3ylolmecs NOBBILIEHHBIM CIPOCOM Y
YKp. ¥ MHOCTpaHHbIX TypuctoB (UT), M-r npuHOCUT NoJb-
3y OOLIECTRY M PKOHOMHKE CTPaHbl, NOKa3bIBAaET COLL. OT-
BETCTBEHHOCTh Manoro 6usneca, CneaoBaTENRHO, opratp-
30BaHHas B M-T Ha BeicuieM ypoeHe cucrema KI'Y Hecer
Onaryio coil. GYHKUHIO KaK IS CBOHX COTPYAHUKOB M
KIIMEHTOB, TaK W JUI TOCYAApCTBEHHOTO (rOC.) cexTopa
3KOHOMUKH cTpaHbl. TI03TOMYy ceroaHd Tak akTyanbHa
npobneMa pa3paboTk¥l OpraHU3aLUMOHHBIX (Opr.) U3MEHe-
Huit ynpasnenus KI'V, KI'V — ocHoBa yBeMu€HUs KOHKY-
peHTOcnocobHocTH M-I (YKM). KadyecTBO M- BKJIFOYaeT
«Hamnydilue BO3MOXHbIe» 'Y, NpeRblLIAIOIIME OXNAAHUSL
kiuentoB. Takoil noaxon k KI'Y — Baxueiwnil daktop
ang noctuxenns KIIM. C kaxaepiM rogoM notok MT B
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YkpanHe Bo3pacTaeT. 3a nocnegHMii rox YkpanHa noka-
3bIBAET CEPLE3HBIA NOABEM BO BCEX MMPOBBIX PEeHTHHrax
Kak Typ. crpaHa. HecMOTpa Ha HectabunbHoe MOJ, MoOJio-
XEHHE, MONYNSPHOCTh NMpHOOpeTeHa Gnaromaps HECKOIb-
KMM MEPOTIPHATHAM MEXAYHAPOIHOro (MEXI). XapaKTepa,
NPOXOIAHMBIUMM H IIAHHPYIOIUHMCA K NpoBeneHHio B VK-
panHe. 310 neceHHbI koHKypc "Erposunenue"”, ¢hyréonn-
HbIll yemnmonar Erpo-2012. Ha nporsxkenun 6nmxaimmx
JIET YKpauHe yAacTcs OKOHYATEbHO NPEoNOIETh CKENTH-
un3M u onacenus UT. B 2015-2016 rr. xonuuectso UT,
BBHE3KAIOIIMX B YKpauHy, YBeNWYUTCH B 2—3 pa3sa, uemy
nocnoco6eTryeT U cepbesnblii orrok UT uz Poccun. Chu-
’KeHue Typ. nortoka u3 Eespocorosa u ClIIA B Poccuro co-
cTasuiio oT 40 % no 60 %. Tax, notok u3 Mcnanuu cokpa-
TUncs Ha 90 %, n3 Utanuu — Ha 60 %, w3 'epManuu — Ha
40 %. Tlo MHeHMIO yyacTHUKOB PI', 3T0 cBA3aHO € BOIiHOM
B YkpauHe, B Aekabpe 2014 r. Bbe3gHON TYpIOTOK COKpa-
Tuiica euwe Ha 60 %. Bnanenbisl oTenel KOHCTATUPYIOT,
4To B 2014 r. 3arpy3ka roctuHul B Mockee ynana Ha 4 %,
10 59 %, B Cankr-Tletepbypre — Ha 3 %, 10 53 %. Ykpau-
HA JI0JDKHa pealM30BaTh CROH Typ. MOTEHLMAI, NPH obec-
neucHun UT Gesonacubimu KI'V U He MOCIHEAHIOW POIb
3J1ECh CHIFPAIOT M-I, Nosb3ytouuecs cnpocoM y UT. Akrty-
anbHOCTL 3TOro hakTa 3akmovaercs B cnocobHocTH MM,
6bICTPO anaNTHPOBATBCH K W3MEHYUHBHIM YKpP. PEanusaM,
NIPHCIIOCOOUTECS K €XEYaCHO MEHSIOIMMCSH YCloBUaM PI,
OCTaBUThL BECOMBLIN BKJIAJ B PErMOHANBHOE Pa3BHUTHE, He
605TCA TeXHUYECKUX (TeX.) B OPr. HOBOBENECHWIA, MHHOBA-
LMH, COBEpLICHCTBOBAHMA. B pasrutun cheprl I'Y Manblii
6u3HEC UrpaeT BeCOMOE 3HAYEHHE — HTO HHAMKATOP OLICH-
KM YPOBHS Pa3sBUTUS DKOHOMHKH YKpauHbl, 6a3a cTabunb-
HOTO pa3BuTHA YKpauHbl U YK yKkp. 5KOHOMHKH.

OCHOBHOE BHUMaHHE B CTAaThe YAC/AECTCA M3yue-
HHUO Koppensaunu goctmkedns KIIM ¢ no3uimii nopriue-
Hus KT'Y nytem yBenuueHus kareropuu Ha 1%,

2. Anaau3 V3, QUTEepaTYpHBIX HCTOYHMKOB W
IIOCTaHOBKA NMPo6aeMsbl

Huwa T'Y Ha PTI" — 3T0 akTHBHO pasBMBAOIMIICS
CEKTOP 3KOHOMMKM YKpauHbl. M-I ceroans UMEIOT BesH-
KOJIENHBIH 1aHC HE TONBKO cTarh 4acThio YPIT HO u yge-
JMunThk ceoe BnusiHue B I'B. Heo6xoauMo npasuiabHO npo-
aHAIM3UPOBATh PLIHOYHYIO (PBIH.) CHTYALIMIO, T.K. OT 3TOro
Oyner 3aBuceTh B OyaynieM cocTaB urpokoe Ha YPI', B
Kuepe nabmonaercd TCHACHLMS 3alOMHEHMA PbIH, HMII
MHOCTPaHHBIMH (MK.) TOCTHHMYHBLIMU onepartopamu (I'O).
Ha ceronns B Ykpanne (GyHKUUOHMPYET €IHHCTBEHHBI
HauuoHansHblii 'O — Premier-Hotels, B ero cocrase 6 roc-
THHUL. 31O 06bequHeHHe aBCOMOTHO Pa3IMYHBIX MO KOH-
uenuuu M HaGopy I'Y rocTMHUU B KpynHbIX AENOBBIX U
Typ. ueHTpax YkpauHsl. Bnaronapa ocoGeHHOCTAM Kax a0
OTIENbHO B3ATOI IOCTHHMLBL, CETb FOCTUHHUL HE 3aHMMa-
€TC1 BOMPOCAaMH, KAaCAIOLUMHCA YHU(UIHPOBAHHOCTH
roctuHdHoro npoaykra (I'TI), kpome 3Toro, 3T0 Jaer
BO3MOXHOCTb YJIBOUTb KOHKYPEHTHOE NPEUMYLIECTBO
(KI1), cBa3aHHOE ¢ no3uLMoHUpoBaHUeM Ha PI” u y3HaBae-
MOCThIO 6penpa. Bce TOCTHHHUBI TPHMEHAIOT EAMHYIO
cHCTeMY OpoHUpOBaHMA. XOTH, TPYIOHO ONPENCINUTh
Premier-Hotels nonnouenssiM I'O, T. K. TOCTMHHLB 3TO#
CEeTH NpPEICTaBJIEHbl B Pa3HbIX CErMEHTaX H NOJ Pa3HBIMH
TOProBeiMU MapkamHu. ToaeneHue takoro I'O o6bacHaeTcs
NOCTENIEHHBIM HacblllenueM PI” rocTHHUIL BBICLIErO Kiac-
ca M TIPUXOAOM BIUATENbHBIX 3apybexubix IO,
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YTO CO3JAJI0 YCNOBHS, B KOTOPbIX OTHAE/NBHBIE OPraHU3aluu
BBIHYKJIEHbl KOONEPUPOBATb U NPUAEPKUBATLCA E€AUHON
O6uszHec—cTparerud. TeM He MeHee, 3BOMOLUSA — 3aKOHO-
MEpHBIH BapHaHT Pa3BUTHSA, — paclIUpeHHe BIUsHusA Ha PT
yXke (yHKUHOHUpYIOlIeH opraHu3auuu. Tak, BeIX0l Ha
peiikd Kuesa u Slatel 'O, B aKTHBE KOTOPOTO yKe Haxo-
muThes 5* nonenkas rocrunuua «Jlonbacc-Tlanacy — ap-
KUl IpUMep TEHJEHLUMH POCTa U PacLIMPEHHUS YKpP. KOMNa-
Huit Ha peiike I'Y (PI'Y). B ucropuu ykp. I'b roctnnuua
«Jlonbacc Tlanac» mneppoii Bowna B accounauuio The
Leading Hotels of the World. B nos6pe 2005 r. roctHuna
nobenuna B NpecTHXHEHIIEM KOHKypce Typ. 6u3Heca —
World Travel Awards — u 6buta HazBana Beayiuum otenem
VkpauHel, a B 2006 r. 6bu1a npusHana Benyuwwm Otenem
Vxpannsl ¥ Benymum busnec Orenem. Onepatop 3aHUMa-
eTCs CTPOMTENhCTROM 5* TOCTHMHHUIL B KPYIMHBIX HEHTpax
Vpauusl 1 3apybexxoM non 6penaom «IT». Uro kacaercs
TOCTUHHLL Kiacca «Je-JIIOKC», OH 3a/laeT M OnpeAenser
BBICOKYIO IMHaMuKy ¥ ypoeenb PI'. Cnipoc Ha ycnyry skc-
Tpa-KJlacca eXerojHo pacter Gnarojgaps nepepacripeneie-
HMIO KanuTana B YKpaMHe M PE3KOro YBENHYEHUs MOToKa
UT. I'O moxer BbIOpaTh peajin3alyio. CTPOUTENbHbBIX Npo-
€KTOR WIIN NPHODOpETATh YKe CYLIeCTBYIOLME TOCTUHNLbI ¢
JanbHelmel pekoHCTpykumweR. B ycoBumax ykp. peanuit
6onee npuemnemoil u paboraioluell sBnseTcsA CTparerus
ykpynHenus Ha PI'Y ypoBna 1-3*, 1. k. 3Ta HUlIA He Ha-
TNIOJIHEHA, & UMEIOIHECS MUHU-TOCTUHMIIN 1-3% ¢ HU3KUM
ypoBHeM oBcnyxHBaHMs U HeBonbuM Habopom T'Y. Lle-
NeBOM CErMEHT MMHHU-TOCTMHHL — YKP. TYPHUCTHI (OTAbI-
xatolue 1 6uzHec-TypucThl). M3-3a OTCYTCTBHS MM HEBbI-
cokoii KM He oOpamator BHUMaHua Ha T[T B BBHICOKOM
ypoeHe I'Y. CoznaHue eauHON CETH TOCTHHML C YHUBEp-
CalbHbIM, eauHbIM HabopoM I'V u Bricokum KI'Y nocpen-
CTBOM TOKYTIKM M PEKOHCTPYKLMHM CYLIECTBYIOINETO TOC-
THHHYHOTO (oHNa MAIOH H CcpenHel xaTeropuii AacT roc-
THHHLE cTaTyc Hau. ['O u npeuMyluecTBa NOMUHUPOBaHHA
Ha PI'. CeroaHs B 3TOM CEKTOpe aKTHBHOCTb YKp. KOMHa-
HUI HU3KA, 3 3TO MOXET NMPUBECTU K HanosiHeHuio PT” uH.
T'O. BeiroaneiiiuMm W npubsibHEIM ocTaetcs PT skcTpa-
KJacca M OH NpubIaMXKaeTcs K HaChILIEHHIO, HO3TOMY OYEHb
ckopo GonsmuncTBo 'O 3aiiMyTCS PBLIHKOM CpelHNX H
MaJIbIX TOCTHMHML C YMepeHHbIM HaGopom I'Y. Oceoenue
PETHOHOB — CTAHET raaBHoi nensio ykp. 'O, Knerckuii PI°
NEePEeHAChILIeH B ceKTope rocTuHun 4-5*%, ceroqus B Kuere
cTposTcs okosio 10 rocTuHML Knacca oKC U Bhixod Ha PI
OyIeT BO3MOXKEH NMlUIL NMYTEM CIMSHUA W TIOrNOLIEHHH.
Huia rocTHHHIL CPpEHETO KNIACCa TaKKe HANOHAETCS, T.K.
MM nposBAsIOT aKTUBHOCTh U APUBOAAT COCTaB Mpenoc-
taBngeMbix I'Y ¥ ypoBeHb 00CITyKMBaHUS B COOTBETCTBHE
¢ eBponeiickuMM cTaHaapTamu. HeHacbllieHHBIMM OCTa-
I0TCSl PbIHKH PETUOHOB, TIE JPYrue NoKasaTeln Cnpoca.
FocTHHHLB KJ1acca JIIOKC MOJIB3YIOTCA CIPOCOM B KPYIHBIX
roponax W KypoOpTHbIX LEHTpax, a B perHOHaX — M-T U OTe-
JI CPeHEro YPORHS, YTO NPOAMKTOBAHO AMdQepeHLUa-
uMell 1OXOHOB B MaleHbKUX ropopax. CeroaHs, npucno-
cabnuBasich K HOBbIM MIpaBuinam urpel Ha PI', MM npu-
3paHHble ob6ecneunBaTs KI'Y, 3aHUMAIOTCS WX PAa3BHTHEM.
Ytobsl n06uThbcs MaxkcumanbHolt 3ddexTBHOCTH MM
Heobxonumo 6azuposath YIIM Ha cTpareruuyeckoM Buie-
HUW ¥ TIpeIBUIICHHH, Ha 6aze KOTOPOro CTPOUTb MOJIUTUKY
TOCTHHMLBI, NPEACTABISIOIYIO O0LIMe HENH B HOPMBI OT-
HOLUEHHii, obecneunBaloIUe JKUIHECTIOCOOHOCTL M pa3BHU-
THe CTPYKTYpbl. MM jomkeH obecrneduTs 4YeTKYIO Opr.
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CTPYKTYDY, a paboTa B Hell JomkHa GbiTh paszfieneHa Mex-
Iy BCEM INEpCOHAJOM Ha OCHOBe mpocdeccCHOHanu3Ma, ¢
NPHUBIEYEHUEM CTOPOHHUX CHELMAIUCTOB JNs 3(QeKTun-
HOro npeobpa3oBaHug KMOYEBbLIX (yHKUMI pabGOTHHKOB,
onpeacneHns UX NOAOTYETHOCTH, pa3paboTKH cTpareruu
pa3sBUTHA CETEI.

CnoxHeIM OcTaeTcs B3aUMOJEHCTBUE C KOHTPOIM-
pytomumu roc. opranaMu (KI'O): npouecc perucrpauuu
M-T, OTBOA 3€MENbHOI0 YYacTKa NoJA CTPOUTEIBLCTRO, Mpo-
XOXKACHHUC 0043aTENBHBIX npoueayp B BEAOMCTBAX IOXKap-
HOH OXpaHBI H CaH3MHIEMHONIOTHYECKOTO KOHTPOISA, 1O-
nyuyeHHe HeoOXONMMBIX pa3spelleHuii ¥ cepTHPUKATOR M
T. & Cranpaprusauus I'Y rtakke npobiacmarddHa H3-3a
HECOOTBETCTBUS YKP. U €BPONEHCKOH CHCTEM CTaHOapTH-
3alMU, YTO YCNOXKHAET U 3aMEISeT NedTeNbHOCTh FOCTH-
HHLBI, XOT4 37ech Hal. 'O MOXeT peanu3oBaTh NpeHMy-
IIECTBO OCBEJOMJIEHHOCTH O MOAOGHBIX BOMpOCaxX M 3Ha-
HUS TOHKOCTEH M “noaBoaHbiX KamHeir” Y3. Cucremaru-
3auusa cpeacTs pasmeiieHus (CP) B YkpauHe npon3BOaMT-
Cd COrJIAaCHO TAKUM HOPMATHUBHO-TNIPABOBbLIM JOKYMCHTaM:
«Hpam«ma NONB30OBAHUA TOCTUHHLIAMH H AHANTOTHYHBLIMY
CP u npenocrasnenus I'V» (2004 r.), «Ilopsaox npenoc-
TAB/EHKA YCIYT MO BPEMEHHOMY pasMEILEHHIO (NIpoXKUBa-
nuo)» (2006 r.), «I1paBuna o6s3arenpHoOl ceprudUKALKH
(OC) ycnyr mo BpeMEHHOMY pa3sMELICHUIO (NPOXKHEBaA-
nmo)» (Tpasuna) (2007 r.) u Ha ocHOBaHMH 3 HALl. CTaH-
naptos — JICTY 4268:2003 «Vcenyru typuctudeckue. CP.
O6wmue TpeGosanusy, JACTY 4269:2003 «Ycnyru Typu-
crueckne. Kinaccudukauus rocruauny, JICTY 4527:2006
«Ycayru typucrudeckne. CP. TepMuHb! H onpeneyieHusy,

Ilpasuna OC TV 1o BpeMeHHOMY pa3MeleHHIo,
nelicTBoBaBlIMe AN rocTUHHL ¢ 07.05.1999 r., 3akpenns-
o Heobxoaumocts nporenenus OC I'Y OTHOCHTENLHO
6e30MacHOCTH 1A KM3HH H 3J0POBbA NIOIEH, 3aIUTH UX
HUMYLIECTBA ¥ OXpaHbl OKPYKaIOIIe cpeabl U MpeAycMar-
PHBANM NPOUEAYPY OLEHKN COOTBETCTBUSI TOCTHHML, Tpe-
GopanusamM onpeneneHHol kareropuu. C 01.10.1999r.TY B
Vkpanne nognexar OC Ha 6e30nacHOCTh, KOTOPas MPOBO-
JUTCA MO COOTBETCTRYIOLIUM NpaBUilaM B TOC. CHCTEME
VkpCEIIPO ¢ uenbio ycraHoBiienus cootBeTcTBHs 'Y
obs3aTenbHbIM TpeGOBaHUAM HOPMATHBHBIX JOKYMEHTOB
Vkpaunsl. O6bekTsl OC — 310 I'V, okasbiBaeMble B KOJI-
JIEKTUBHBIX U HHANBHAYanbHLIX CP, K KOTOPBLIM OTHOCATCS
m-r. TIpuka3s MuHUCTEepCTBa 3XKOHOMUYECKOTO Pa3BUTHS M
TOproenn Yxpaunbl, BcTynuBwuii B cuny ¢ 08.10.2012 r.,
UCKIIIOYW U3 TIEpEUHS NPOIYKUMH, KOTOpas MNOAJEKMT
OC, TV n ycnyru nuTaHHs, NpejoCTABISEMbIE TOCTHHH-
namu, ¥ Been nobposoasHyio ceprupuxammo (J1C) TV u
OLIEHKY COOTBETCTBHSA FOCTHHUI] TpeGOBAHUAM OMpe/cTeH-
HOW KaTE€ropMM Ha OCHOBE AOTOBOpa MEXIY OPraHOM Mo
cepruduxanuy u BraaensueM. IlpucsoeHne «3Be3m» roc-
THHMLAM CTaJl0 BO3MOXHbLIM 1o pesynstatam JIC u 6puia
orMeneHa cepTidukaiing I'Y oTHocuTenbHO 6€30MacHOCTH
AAS JKU3HU H 3ROPOBLS JIOZEH, a 3T pematouiee Tpebosa-
nue nna paborsl roctunul. Ilpunumas BO BHUMaHME TO,
uto UT 0CTOpOKHO OTHOCATCA K TypaM Ha YKpauHy, 3TOT
(akT MOT ChIrpaTh HEFATUBHYIO POJib B Pa3BUTHH YKP. Ty-
pusma. AHHYJIMPOBaHHE €IHHON CHCTEMBI cepTHUKALUM
6e3 BHEAPEHMS HOBOI CHUCTEMBb! ABJSETCA HENOTHUHBIM,
Gonee npasunbHOM Obina Obl pa3paGoTKa HOBOTO, COBpe-
MEHHOTO MEXAHH3Ma KOHTPOJIA, HUBEJIMPYIOLLETO BO3MOXK-
Hbie pUCKH. EBponeiickue rocynapctea, OTKa3aBWIHECS OT
OC, NpuHANY eQUHBle CTAHIAAPTH KNacCH(UKALUK TOCTH-

nu HOTREC, ytBepxaennele EBponeiickoil rocTHHUYHO-
pecropaHHoll koHbenepauned. JIna YKM, eeponelickune
TOCTHHHLb] MOBCEMECTHO TNPUHAIUCH TIPUMEHSThL HOBbIE
CTaHJapThl NS MOATBEPIKAEHHS CBoei kareropuu. B cno-
JKUBLIMXCS HOBBIX YCIIOBUSX, NMONb3ysack npobenamu B Y3,
YKp. M-T Hauyanu camM NPUCBauBaTh cebe HYyKHOE UM KO-
JIMYECTBO 3Be3[, 6€3 NOMONHUTENLHBIX XJIONOT M JTMLIHUX
3aTpar, 4To NpPHBENO K yTpaTe OOJILIIMHCTBA KIIHEHTOB,
yOBITKH TNOHECHM U TypONEpaTOpLl, MOCENUBLUINE CBOMX
rocreil B orelie ¢ HeOULUHATBHBIMU «3BE3A0YKaMU». DT
3aMeyuiIo poct I'B, noBMMsIO0 Ha ynajok Typ. peHTHHra
Vkpaunsl. TKO cramu ropopurs 0 HeobxoaumMocT obs3a-
TenbHoli Kareropusauud rocruuuy (KI') kak o BakHOM
H1are Ha NyTH K ynopsinounBanuto PI'Y. Tpebosanoch me-
HATb YCTOSBIUWECS KPUTEPHU KNacCHUKALMH FTOCTHHUL U
TIPUBOJINTh UX B COOTBETCTRUE C €BpONEHCKMMH CTaHzaap-
TaMu ¥ B 2003 r. MUHMCTEPCTBO KypOpPTOB U TYpU3Ma aR-
ToHoMHOH pecnybnuku KpeiM (APK) npunsano «Ilonoxe-
HHe O MalBIX FOCTHHMLAX, MOTENAX, MAHCHOHATAax», BRO-
JUBLIEE NOHSATHE AaHHBIX (OpM NpennpusTHil ¢ OrpaHu-
HYEeHHEM MX BMECTHTENBHOCTH OT 5 HomepoB no 100 mect
[1]. HeyperynporaHHOCTb 3TOrO HOPMATHBHO-TIPABOBOFO
akTa c obueroc. Y3 3akmoyanack B TOM, YTO IJiA CPEACTB
pasMElIeHUss B TO  BpeMsl  JeliCTBOBAall  MEXFOC,
I'OCT 28681.4-95 «TypHCTCKO-3KCKYpCHOHHOE 0bCITyHKH-
Banue. Knaccudukalus rocTHHUL», NpUMEHEHHbIH B Yk-
pavHe B KadecTBe HauuoHannHoro craupaprta (HC), co-
IJJACHO KOTOPOMY KOJMYECTBO HOMEPOB B CPEIACTBE pas-
MELIEHNs VIS OTHECEHHs ero K THNY «TOCTHHHLIBD) JOJK-
HO ObU10 6BITH Ha yporHe 10 (ACTY 4269:2003). ACTY B
Cucreme VYkpCEITPO npoM3BOAUTCH Ha COOTBETCTBHE
TpeGoBaHMAM, KOTOPblE HE OTHECEHbI HOPMATHBHBIMH JIO-
KYyMEHTaMH K KaTeropuu obs3artesbhsix, B cBa3u ¢ ueM KI©
1o «3pe3aam» (ot 1 no 5) peanusyercs HCKIIIOYHTENIBHO 1O
JKeNlaHNIo 3asBUTENsA, HO Ha OCHOBRaHMM Tpeboanuii HC
ACTY 4269:2003 «Yenyrn 1yp. Knaccudukauns roctu-
HuLy. Tlpu aTOoM cepTHMKALMS Ha COOTBETCTBUE BCEM
obs3aTeNnbHBIM TPEGOBAHHUAM HOPMATHBHBIX HOKYMEHTOB
JIOJKHA BBITIOJIHATLCS B JitoboM cnydae [2]. HoBwlli nops-
aox KI" 6611 paspaboTaH roc, areHCTBOM YKpaHHbI N0 Ty-
pHU3MY M KypopTaM. YiydllleHHas CHCTeMa HalpaBieHa Ha
obecnieueHne Gonee NpPOCTOi M Mpo3payHol NpouUEAyph!
KT, uro nomkno YK He TONBKO YKp. rOCTUHUL, HO W Hall,
I'TT 8 uenoMm. o cocrosHuio Ha 15.03.2013 r. u3 Gonee
yeM 3,7 ThIC. YKp. TOCTUHMLBI Juib yyTh Gonee 200 umenu
opuunansHyto kareroputo. CyTb GanbHOM cHUCTeMbl 3a-
KIIOYAeTCAd B TOM, YTO €CJIM y TOCTMHHLBI OTCYTCTBYIOT
kaxkue-ubo yenosud, 11bo I'Y, oHa CMOXXET KOMIOEHCHPO-
Bath ux Apyrumu I'Y. Tlpu atom KI' B moboM ciydae
JIOMKHa ocTaraThes foOpoBoneHON. Jlo 09.11.2013 r. ans
rOCTUHHI He Gbulo 00s3aTenbHBIM COOTBETCTBHE TpebORa-
HusaM, npenycMorpeHuniM B JICTY 4269 «Ycnyru Typ.
Knaccuduxaums rocTHHHL» B CBS3M C 3aKOHOAATENLHO
ycradoeieHHol [IC. 09.11.2013 r. Bctynun B cuny 3aKoH
Ykpantbl (3Y) «O6 0coOEHHOCTAX OCYLIECTBIEHHS UHBE-
CTHLMOHHON JesTeNbHOCTH Ha Tepputopun APK», BBeB-
wii npouenypy obasarensHoil KI'. 3akntountenshsle 1o-
noxenns 3V BHocsT uaMeHeHns B 3Y «O Typusme» M cTa-
HOBSTCS KPaeyrosibHbiM xamHeM ans PT'Y, peryaupys nes-
TEMBHOCTh BCEX YKP. FOCTHHML, YCTAHABNMBAcT AIS HHX
HOBBI¢ TpeGoBanus. EcTh HecooTBeTcTBHE V3 — cepTHdhn-
Kauus FOCTHHHL TNO-NPEXHEMY OCTaeTcs NOGPOBOJBHOM,
T. e. obszatensnas KI' ocyllecTBAsSeTCS MO pe3yNbTaTaMm
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JC. MNopsnox npoenenus OC BKIOYAET 7 OCHOBHBIX 3Ta-
noe, a CP uMmeer npaso ceptudpuunposars I'Y Ha onpene-
JIeHHYI0 Kateropuio. JLis mpoBepkH coOMIOxeHUs TOCTH-
HULeH TpeboBaHMi Kk ONPEACICHHOMY pa3psay KOMMCCMS
IIOTDKHA CAeNaTh OLEHKY KauecTBa (haKTHHUECKOTO COCTOs-
HUS OTACALHBIX NEMEHTOB TOCTUHUIB HA QCHOBAHUM Bbi-
6opouHoro obcienoBanus HoMepHoro ¢oHma (He MeHee
4yeM 30 % HOMEPOB M3 KaXIOH LIEHOBOM KaTeropyu) U Jp.
MIOMELNEHHH W CHenarb 3aKIIOYEHHE O NMPUCBOEHHHU OIpe-
JIEIEHHOTO KOJINYECTBA «3Be3I» HIH «ypoBHeit», Cywect-
BYIOT PHCKH, BO3MOXHbIE IPHU paboTe M-T, ¢ OXHOBPEMEH-
HBIM NPOXOXACHHEM MNpedycMOTpeHHOH Y3 npouenypsi
KI'. B coorserctBuu co cr. 91 I'paxnanckoro Koaexca
Vkpauns (I'KY), ropuandeckoe (10p.) JULO MOXET OCyILe-
CTBIISTH OTACNbHbIC BUALI ACATCILHOCTH, NEPeUYeHs KOTO-
peIX ycTaHaBnuBactcs 3V, mociie mOJy4YEHUS MM CIeLu-
ansHoro paspemienus (CP) (ynuensun). Cornacuo cr. 227
I'KY, BO3MOXHOCTE NPHU3HAHUA CYJIOM HeAeHCTBUTEIRHON
CHENKY 10p. JMLA, CoOBepUIEHHOro UM 6¢e3 muuensuu. B V3
HeT eaunoro noHaTns “CP”, nosToMy OIHO3HaYHO YTBEp-
3KJaTh, YTO CBUACTENLCTBO M ecTh CP HeT ocHoraHwii. Ilo-
CKONbKY corlacHo 4. 1 c1. 19 3V o TypusMe, uensio npu-
CBOEHUA 00bEKTaM Typ. HH(GPACTPYKTYphl KATEropHU Ka-
4YecTBa M ypoBHs OOCNyXMBaHMA ecTh NoBbimeHne KTV,
coneiictBue norpebuTensM B co3HaTesibHOM BriGope I'Y,
obecrieueHne paBHBIX BO3MOXKHOCTEH CYyOBEKTaM TrocTH-
HUYHOH AEATCIBHOCTH Ha pbiHke I'Y, obecneveHue 3aiuu-
Tbl IPAB M 3aKOHHBIX HHTEPECOB, HU3HH, 3LOPOBLA H UMY-
IIEeCTBA TIpaXAaH, MOBLILIEHHE YPOBHA DKOJOTHYECKOI
6e3onacnocti. FlpucBoenue cpuaetenseTBy craryca CP
MOXeET ObITh YCTaHORJIEHO CyneGHOM NpakTHKoi. B TakoMm
C/lyuac HaJIOrOBbIE OpPraHbl, NONL3YSICH NPABOM Ha (HakTH-
ueckyio nposepky (m. 75.1.3. c¢1.75 Hanorosoro Kozekca
Vkpannst (HKVY)), MOryT Ha4aTh MOBCEMECTHO NPOBEPATH
HallMuue CBUIAETENLCTR. [lajiee, MyTeM NMona4y¥ MCKOR Ha-
JIOTOBBIMWU OpraHaMH JIOroOBOpa, 3aK/IKOYEHHbIE T'OCTHHH-
LAMH, He UMEIOLIUMH CRUETENBCTB, OYAYT NPUIHAHBI He-
JIEHCTBUTENBHBIMU € COOTBETCTBYIOLIEH KOPPEKTHPORKOIM
HANIOTOBBIX pacxofoB u jgoxonos (1m.140.2 c¢1.140 HKY),
HAJIOTOBOTO KPENWUTa M HANOTOBOTO O0OfA3aTeNnCcTBA 1O
HJAC (ct.197 HKY). Bo3M0XHO HanoroBkle OpraHnl NOIEI-
TAXOTCA NPUBNEYL JODKHOCTHBIX JIML FOCTHHHLbE K aOMH-
HUCTPATUBHON  OTBETCTBEHHOCTH,  MPEJyCMOTPEHHOMH
cratbeii 164 Konekca YkpauHsl 06 aIMUHMCTPaTHBHBIX
npaBoHapywenusax (KoAll) 3a ocymectsienne Xossiicr-
BEHHOM NEeaTeNbHOCTH He3 MOJyUueHNs pa3pelieHus, MHOTo
JIOKYMEHTa pa3pelINTENLHOrO XapakTepa, €CiH ero NnoJy-
yeHue npenycMmotpeno 3Y. He crout HCKIoYaTh M NONbIT-
KH HAJIOTOBHKOB OOpaTHTBCS B CyH O B3bICKAHHU B 1OXOH
rocyaapctea aoxona ot I'Y, mpenoctaBieHHuX Ge3 npH-
CBOEHMS TOCTHHHLE KATErOPUM, B CBA3M C TEM, YTO Takas
cZleNIKa 3aKnoueHa ¢ HecoOmoneHneM «TpeboBaHUs O co-
OTBETCTRHHU C/ACIKH HHTEpecaM rocyaapcrsa M obluecTsa,
€ro MOpalbHbIM NPUHLUNAMY H 6bi1a 3aKNMOUEHa «C ne-
NbIO, 3aBEIOMO NpPOTUBOpEYAllleli HHTEpecaM rocyaapcTBa
n obmecTBa» cornacHo 4. 3 cT. 228 TKY.

Co3znanve M GYHKLIHOHMpOBaHME M-T UMEET pAn
CYIIECTBEHHBIX TIpEUMYLIECTB mnepen Oosiee KPyNMHBIMM
rocTuHunamy. Tak, peann3auus NpoeKTOB M-T NIPH CKPOM-
HBIX HMHBECTHUMAX TPHHOCHT 3HAYMTENBHbIE NPUOBUIH.
HoBble M-T yxe B nepBbie TOJbl paboThl UMEIOT Gonee BhI-
cokuii KO3(pPULUEHT 3arpy3ku HoMepHOro ¢oHaa, a ux
peHTabenbHOCTh okono 18 %, B TO BpeMs Kak aHANOTHY-
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HBI MoKasatens ans OONBIIMX OTelned HaXoAMTCS Ha
ypoBHe 8 — 10 %. Cpok oxynaeMocTi M-T 3—5 JieT, y 6onb-
wux roctiHUL 7 ner, OfHa U3 NPHUYUH, MO KOTOPO# M-T
OTKPBIBAIOTCA M YCHEUIHO (PYHKLIHOHUPYIOT, 5TO BO3MOXK-~
HOCTB OOycTpolictea M-I B «crapom» donze, Gnaronaps
uyeMy HeT HaJlOOHOCTH CTPOMTL HOBOE 371aHUE, UTO OUEHL
BOXHO NpH JepUUNATE MECT NOA 3acTPOilKy M HEXBATKe
cpeacte. OcHoBHas crienMduyeckas OTIMUUTENIBHAS YepTa
M-T' OT KpYNHbIX FOCTHHI — NepcoHuuKarms obcnyxupa-
Hus. HeGonblnoe KonH4IeCTBO HOMEPOB JAeT BO3MOXKHOCTD
VAENAThH BHUMaHKHEe KaKIOMY rocito MHAMBHAYanbHO. EcTh
YyBCTBO TEMNA W aTMochepbl JOMaIIHEro YIOTa, BCEX KIH-
€HTOB 3HAIOT U NOMHAT B JHLO, MoOble TpeGoBaHud, No-
XenaHus M NMpockObl BRMIOMHSAIOTCA. VIP mepcoHbl npen-
NIOUHTAIOT CeNNThCs B Manbix roctununax [3]. Onnaxo,
HECMOTPA Ha BCe MPEHMYIIECTBA CO3NAHUS M-T, B YKpauHe
CYHIECTBYET PSR NpEensTCTBHH, KOTOpBbIE TOPMO3AT Pa3By-
THe naHHoro npouecca. Ilpexxae Bcero — 310 OTCyTCTBHE
3aKoHOAaTeNbHOH 6a3nl B OOGNACTH CPEINCTB pa3MEILCHHS
Manbix GopM, H3-3a 4ero HabmogaeTcs OrpaHHUEHHE POCTa
M-T, BO3HMKaeT mpofneMa Hx B3anMooTHouenmit ¢ KI'O,
OTCYTCTBYET CHCTEMA KaTerOpH3aLiH M-T, He obnanaroimx
MHHHMalIbHO JONMYCTHMBIM HOMepHBIM donaoM. OTcyTcT-
BHE CUCTEMBI OOYuYeHMs W TOBbINEHNA KBaTRpHKALNAN
Kanpoe B obnactu VIIM - ellie OIMH HETOTHBHbIN (aKT.
HecosepLueHCTBO HOPMATHRHO-NPABOBOH 6a3bl NPUBOLMT
K TOMY, 4TO MHOI'HE Majlo()OPMaTHbIE TOCTUHULBI, 00s13aH-
Hble MPOXOAUTH Tipoueaypy ceprudukauuu I'Y pasMene-
HHs, He CHOCOOHBI 3TO CAENaThb M3-32 HE COOTBETCTBUS
HOpMaM M TpaBHiaM, ycTaHOBneHHbIM B HC uckmoun-
TENBHO JUIS CPEJIHIX U KPYITHBIX CPEACTB Pa3sMELLEHNs, YTO
NPUBOAUT K noTepe Gonbuiell 1oy nocrymieHuii B Groa-
HKET, & M-T He UMEIOT BO3MOXXHOCTH HOPMAILHO (GYHKLHO-
HHpoBats. B Ykpauwne HeT M Henoporoil sdpexTHRHOI
CHCTEMBI ABTOMATH3MPOBAHHOTO YINPABJIEHMs; HET BO3-
MOXHOCTH NOIKJIIOYEHUA M-I K cucteMe online 6ponupo-
Banus. HesHumanue co croponsl KI'O, OTRETCTBEHHBIX 32
pa3BuTHE Typ. Ou3Heca B YKpauHe, OCIIOKHMIIO Pa3BHTHE
M-T, TIONYYMBLIMX OONbLIOE PAcHpOCTPAHEHHE BO BCEM
mupe. XOT4 roc. METOAIbl M HE CTUMYJIUpPYIOT pa3sutue I'b
B YkpauHe, TeM He MeHee MM caMOCTOSTeIbHO TpUBIIE-
kator UT B Ykpauny, npenocrapnss kadecTBeHHble I'Y H,
cobmronasi NMpaBUia Urphl, YCTAHORJIEHHBIE FOCYNApCTROM,
CBOEBPEMEHHO HATOJIHAA OIOIKET.

BriBOARI;

— HaNIOTOBbIC OPraHbl HE WUMEIOT TpaBa NPOBEPSTH
HaJM4ue CBUAETENLCTBA, T. K. OHO HE ABISETCA HU JIMHEH-
3ueil, HH TOProBuIM maTeHToM, HU CP B NOHMMAaHUK Acii-
cTBytOLIEro 3V,

— WcYepnbIBalOUA nepeueHb 3Y, npeaycMmarpH-
Baloiinx HeobxomumocTts nonyueHus CP, np. nokymenra
paspewmTensHoro xapakrepa (JIPX) ycranosnen B 3Y
«O nepeune JIPX B cepe X03aHCTBEHHOH ACATC/IBHOCTHY.
3V «O typuame», 3V «O6 0cobeHHOCTAX OCYIMECTBIACHUS
HHBECTHLIHOHHON HeATeNbHOCTH Ha Tepputopun APK»
OTCYTCTBYIOT B BBHILIEYKA3AHHOM IEPEYHE.

TaxkuM obpazom, MM 3a oTCyTCTBUE CBUAETEILCT-
Ba He MOTYT OBbITb NPUBNEYEHB! K aAMHHUCTPATHBHON OT-
BETCTBEHHOCTH, TIpeaycMoTpenHoii cT. 164 KoAll; 3V o
TYpH3Me He YCTaHaBNUBAeT KakWX-nMOO nocnencTBUi Bbl-
ssnenus I'Y npu oTcyTcTBUM ee cepTUdukaumn, Ecny Ha-
JIOTOBBIE OpraHbl oOpaTaTCa B CyJ O NPU3HAHUM HENeHCT-
RUTENBHBIM JOTOROpA O nipeaocTarienun I'Y, uM npupercs
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JIOKa3aTh, YTO TaKas CHEJIKa 3aK/IIoUeHa ¢ HecoOmoneHueM
«TpeboBaHKUs O COOTBEICTBUM CHAENKHM UHTEpECaM rocyaap-
cTBa U 06LIeCTBa, €r0 MOPANbHBIM NIPUHLUNAM» H OHA Obl-
J1a 3aKJIIOYEHA «C LieJIbIO, 3aBEIOMO MpPOTHBOpeyalleil uH-
TepecaM rocyaapcTea W obliectBa». B 3aBHCHMOCTH OT
NPUBEICHHBIX AOKa3aTenscTB, MM M npeacTonT opmu-
pPOBaTh CBOM BO3pakeHHs [4].

B cexrope I'Y cpeaHero kjacca NosBleHHE Hall.
'O (HI'O) nanbonee BepoATHO, T. K. STOT CErMEHT HEHa-
chilteH M nepcnextuBeH. Ckopee Bcero, OCTHHHYHBIE
obbekTbl OynyT pacnoyiaraThcs B peruoHax U oObeNeHEHb]
eaunolt konuenuuei. Pazpurue HI'O — 310 nepexon Ha
IPHHLUMANATBHO HOBbI YpoBeHb B paMKaX yuyacTHsA Ha
MHUPOBOM pbiHke I'Y — ecniu paHblie YkpanHa pencTaBns-
na coBoif TONBKO HORBIE eMKHE PHIHKH, TO CO3AaHHE Ha-
HUOHANLHOM CEeTH MOXXeT 0003HAYHTH HOBOTO PaBHOIPAB-
HOTO MIpoKa.

Kauectro I'Tl unu I'Y — 310 BOCTIpHATHE NOTPECH-
TeneM crenenu coorseTcTeud I'T1 wnu I'Y ero oxkupanusm.
llens obnacty ynpasneHus kadectBoM mnpoekra (KIT) —
rapaHTHpPOBaTb, YTO TPOEKT YJOBJIETBOPAET LENAM, panu
KOTOpbIX Obisl MpeanpHHAT (COOTBETCTBHE TPeOOBaHUAM).
KIT BxntouaeT Bce AESATENLHOCTH MpPoeKTa, obecrneunBaio-
LIME COOTBETCTBHE RNPOEKTA LEJISM, Paad KOTOPBIX OH
npeanpuHsaT. Ilostomy ynpasnenue KIT npumeHnMo kak
IIPOEKTY, Tak K K ero npoaykry. KIT kputuueckn BaxHO,
NOCKONIbKY O3BYYUBACT U (DUKCHUpPYET LielM, IENAeT uxX 3a-
JNOKYMEHTHPOBaHHbIMU. B ycnoBuaX pblHKa M KOHKYpPEH-
UMM pa3BUTble CTPaHbl MUpa BOCHPHHHMAKT Bhicokoe KIT
KaK CTparertueckuii KOMMEPUECKUI UMNeEpaTHB U caMbiif
3HaYMMBbIA McTOUHUK Hal. 6oratctea. KIT Bo MHOrOM on-
penesieT OpecTHX TOCYAapcTBa, SBNACTCA BaKHeHIne
cocTapngoulel KoHkypeHTocnocobHocTH. Tonbko Ha ero
OCHOBE M-T MOXET BLDKHTL B YCJIOBHSIX KOHKYPEHLMH M
nosy4aTh HeOOXOAUMYIO NPUOLUTL, TO3TOMY AEATEIBLHOCTh
1o nosbieHHIo H obecneuenuto KI'V B yCAOBHSX pBIHOY-
HBIX OTHOlleHMH JoMmkHa ObiTh MpuopHuteTHOM [S]. Obec-
NevyeHHe KauecTBEHHOTO o6CmyXHBaHUS TypUucToB Ha PI —
OIHMH u3 BaxHeilmux ¢axtopoB YK. B phIH. 3KOHOMHKE,
npobtneMa KI'V — HauGonee BaxHBIH (HakTop B YIyYIIEHWH
YPOBHS XM3HH, 3K., COL. B SKOJIOrHYecKo# 6e30MacHOCTH.
VKM, npenocrapnarommx I'Y nnsa yxp. u UT, cnocobetry-
€T TOT (haKT, YTO OJHUM M3 CAMBIX BAXHBIX (haKTOPOB SB-
JiseTcs ypoBeHb xoHKypeHTocnocobHocTH KI'YV. B cBasu ¢
5TUM npobneMa ouenku KI'V notpebuteneii npuobperaer
ocobyto BaxkHoCcTb. B anrape 1990 r. roctunnua Hampton
Inns crana pexnamuposats rapantuio KI'V. Knuenry, ne
yaoBneTBopeHHOMY ypoeHeM KI'Y, npeanaranocs Boobiue
HE IJATUTh 3a NPOXHBaHHE. BONBLIIMHCTBO MEHEIKEPOB
BO3paXXaIM NPOTUB TAKOrO pOAA rapaHTHil, npeanonaras,
4YTO NPUAETCS CAABaThb HOMEPA M HEYECCTHLIM KIIMEHTaM,
KOTOpble MOTYT YTBEPXKNaTh, YTO He YIOBIETBOPEHBI 06-
CNyXMBAHHEM TOJIBKO JUiS TOrO, 4TOOB! HE NNATUTh JCHET,
Muenus MEHEKEPOB rOCTUHULBI Pa3OLIIUCh. Ho komna-
HMsl BEpWIa B YECTHOCTb CBOMX MOCTOSJIBLEE U B CHOCOD-
HOCTH NEPCOHANla OPraHM30BaTh OOC/YXMBaHUE HA CAMOM
BRICOKOM ypOBHe. bnaronaps TakoMy AOBEPHIO K TOCTAM U
Clyall¥M KOMNAHUS 3aBOEBAa NPEUMYLIECTBO B KOHKY-
penThoii Gopnrbe na PI'. Msyuenue MHEHHS KIHEHTYpbl
roctiaull Hampton Inns noka3ano, uro 6onsine 85 % roc-
teil counu rapaituy KI'V B rocTuHMLie NPUBJIEKATEILHEI-
MH, 2 99 % rocreil, ROCMONBL3OBABLIMXCS TaKOH rapaHTHeH,
CKazalld, YTO OHYN BEPHYTCSA B 3TY FOCTHHHLY, YTOOBI HaTh

el eme oaud wanc. Ilocnenyromuii oneiT nokasan, 4ToO
nouty 40 % U3 HUX BepHyJAHCh B roctyHuly Hampton Inns
oueHb cKopo. OIHAKO eclH PYKOBOLCTBO INOHMMAET, YTO
TOCTh NOJIL3YETCS TaKOH rapaHTHel B CBOIO Monb3y 6e3
DNOCTATOYHBIX H2 TO OCHOBAHWIA, TO €ro MMs 3aHOCHTCS B
6ank nanHbIX rocTHUIEI Hampton Inns. Korna rakue roc-
TH B JanbHeHHIeM 3BOHAT, YTOOBI 3aKka3aTh HOMEp, TO Olle-
paTop OTBEYAacT UM, YTO OHM OblnU Obl paabl NPHHATH 3a-
Ka3, HO rapaHTUM UM Tenepb NPENOCTaBleHbl He OynyT.
TakuM o6pazoM, Manoe YUCAO TAKUX MOCTOAbHEB CMOXKET
BOCTIONL30BAThCA 3TOH cucTeMol, U To Bcero 1-2 pasa, a
3aTeM OHa Ha HUX yxe He Oyner pacnpoctpansTecs. I'oc-
THHHUa Hampton Inns noacunTana neHy cBoux rapaHTHii.
Okazanoch, YyTo u3-3a rapaHtuii B 1990 r. B rocTunuue
ocTaHaBnuBanoch 2 % Takux rocteit (1. €. 157 000 nome-
POR B CYTKH). DTH TOCTH Aaly AOXOA B 7 MIH. JOMI., a
TIOCTOSU/ILLBI, KOTOPBIE, OJHAXIbI BOCTONB3OBABIINCH Ia-
paHTHel, ellle pa3 BEpHYJHCh B TOCTHHHULLY, no6aBUIH eLie
1 man. 3a ron Hampton Inns Bemmnatuna 350 Teic. monu.
KJIMEHTaM, KOTOpble BOCNONL3OBANUCEL rapanTHel, 6yayuu
HEyJOBJIETROPECHHBIMM  KayeCTBOM  obciyxkuBaHus. B
1991 r. Hampton Inns OT KIXEHTOB, NPHBJISYEHHBIX 00b-
SBNICHHOH rapaHTueil, nonyuuna 18 Mnu. nosu., B TO BpeMs
KaK yPOBEHb PAacXOZIOB B CBSI3M C BHIIIATAMHU NO I'apaHTUH
ocrapaJicsl NocTossHHbLIM. OflHa M3 NPUYHH yCNieXa CHCTEMbI
rapantuii KI'Y Hampton Inns cocTout B TOM, 4TO KOMMa-
HHUS perynspHo npoBoAauT KoHTposib KI'Y. B roctunuue
NOHMMAIOT, YTO FapaHTHH MOTYT NPUBECTH K (PUHAHCOBO-
My Kpaxy KOMMNaHHH, €CIH He NpeNOCTaB/ATb FOCTAM
yaosineteopsroux ux I'Y. IlostoMy npenycMOTpeHb
TIPOBEPKU JAelCTBUH CiyXkalMX B CIy4yasX, KOTAA rOCTH
npuberaloT K MCNONb30BaHHIO rapaHTHH. A ciyxkaiune
HabNIoNaloT, Kak rocTHHHMA pelnaeT fpobneMy rocrs,
4T06bl 6BITE YBEPEHHEIMH B TOM, UTO BCE B MOPAJKE H TOT
ocrancs nososieH. CHcTeMa rapaHTHii BIMSET Takke M Ha
nepcoHan roctuHuubl. Korna y cnyxaiinx cnpaluMbaioT
MHeHHe 06 ux padote, T0 nouTH 50 % OTBEUAIOT, YTO CHC-
TeMa rapaHTHil BBICOKOTO YPOBHS 0OOCHyKMBaHMS YCIOX-
HSET WX JEATe/bHOCTh, HO JAeT UM YBEPEHHOCTh B BO3-
MOXKHOCTH YperyimpoBats TpoGieMbl KJIHEHTOB cobcT-
BEHHBIMH CHJIaMH, He IOXKMIasch 0100peHHs MeHemxepa.
PyKOROJACTBO YTBEPXKIACT, YTO CHCTEMA FapaHTHH AeyaeT
roctuHuly Hampton Inns ayuwnmM MectoM paGoTsl ¥ yk-
penngeT TPYIOBYIO MOpaik COTPYIHHUKOB. I"apaHTHs BbICO-
KOTO YPOBHS OGCIYKHBAaHHS — NPUMEP TOTo, Kakoe 6olib-
oe BHHMaHUe koMmnaHuu Ha PI' ynenstor BompocaM no-
BeitieHuss KI'V. Y coBeplueHHO OYEBHIHO, YTO TEPCOHAN
npeanounTaeT paboTaTh B XOMNAHMH, KOTOpas NOMOraer
UM OKa3blBaTh kauyecTBeHHble I'Y, ynoBieTBOpAIOUIME HMX
KnueHToB. MccnenoBaHue nokasano, YTO Ha KAXKIYK He-
nobpocosecTHyto xanoby npuxoaurcs 19 cnpasennuBbIx.
Onacnocts npu npenoctasnenuy rapautuii KI'Y cocrout
B TOM, KOIJla TapaHTHs NPEAIaracres, a OpraHM3auus He
UMEET BO3MOXHOCTH NPEIIOKUTL KJIHEHTaM YIOBJICTBO-
psrownil ux yporeds KI'V [6]. U3yuenne 50 kpynueimunx
¢upm CHIA xomnanmeii Price Waterhouse nokasano, uro
KauecTBO TOBApoB W oOCNyXWBaHMe noTpebutencii ans
3THX ¢upm 6bno BeiciinM npuoputeroM. KI'V — BaxHas
obnactb nesarenbHOCTH rocTHHUL. B koHite 1980-x rr. pes-
KO YyBENUUWIOCH KonudecTBo mnybnukaumii o KI'V. B
1992 r. roctununa Ritz-Carlton nepeoit Obina HarpaxaeHa
Hau. npusom kauyecrBa Malcolm Baldrige, yupexacHHbIM
Konrpeccom CILA B 1987 r. n npucyXIaeMbIM €XETOHO
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KOMITaHHMsM, NOCTHTIINM HAHWBBICHIMX Pe3yNIbTaTOB B pea-
Jnzaumn  nporpamm  nosbilueHus KI'V. Venex Ritz-
Carlton's B 60opsbe 3a npu3 Baldrige yckopun Bo3pactanue
unrepeca ¢dupMm I'b k¥ KI'Y. dunun Kpocbu 3asenser B
Quality is Free, yro KIT — at0o cooTBeTcTBHe crielMbuKa-
UMM, 3TO AEHCTBHE, KOHTponaupyeMmoe ¢upmoii. pyrue
UccneoBaTenu BO3paxaloT, yTeepxkaas, uyro KIT onpene-
natoT notpebutenn. ItH uccnenosarenu onpeaensior KIT
KaKk CTOCOOHOCTh YIOBJICTBOPHTL WIH MPEBLICUTE OXUAA-
HHUA KiaMeHTa. HekoTopble HecaenoBaTeNd pacCMaTpUBalOT
yiyuwenne KI'V kak nepexon ot craHAapTHBIX 2* M-I K
4* m-r.

Onpenenum tenepbs noustue KI'V, paccMorpum
ero Monenu, Halaem cBa3p mexay KIT u mapkeTHHrowm,
obbachuM, noueMy KI'V BaxkHO, U paccMOTPHM, KaK M-T
moryT ynyyuiutbe KI'V. KI'V pesko otnnuaercs ot KIT Ha
npou3BoAcTBEHHBIX ¢upMax (T1D). IIpoaykr koMmaHuu,
3aHsTo#i Ha PI', nponssoautcs W notpebnaerca onHoBpe-
MEHHO, B TO BpeMsl Kak NPOM3BOACTBO M NOTpebnenue
npoaykror Il® pasnencHo BO BpeMEHH M MPOCTPaHCTBE.
310 naet IO BpeMsi, IPOBEPUTD U CHATE HedEeKTHBIE H3lie-
Jms, npexae deM norpebureny nonyuyar ux. JedektHoie
H3/leNHa CTOSAT PUpPMeE ZIEHET, HO He TaK MHOTO, KaK K-
€HT, OTKA3bIBAIOLMICA KYNWTbL 3TO W3IENHE WIM BO3Bpa-
THBWHHA ero. B xomnanusax PI" B nepuonbl NOBBILIEHHOTO
cnpoca Ha I'Y cnoxHo obecneunts koHTposne KII. T. o.,
noctmkenue KI'Y B ciepe o6cnyxuBaHus — BakHas 3a1a-
4a, pelueHue koTopoit obecneunsaer ycnex. HesrensHocTs
Ha PI' nmpeanonaraet BHICOKYIO CTeNeHb KOHTAKTa U KOOp-
JUHALMM MEXNY CYXKalMMK K rocTaMu. CTpemieHde K
KauecTBY — 6ECKOHEUHbIH npolece, HO CeTONHA TO BpeMs,
KOrJa UM JOJDKHBI 3aHUMAaThCs BCe KOoMManuu Ha PI'. Ue-
pe3 Bceobbemmowune nporpammbl KI'Y MM crpemsrcs

n3bexarb Heylad U TMOBBICHTb BOCIPHUATHE KIIMEHTaMU
KI'V. KoMmnanuu, He cnocobHble 0o0ecnedMTh BHICOKOE
kauectBO I'T1 u I'Y, MoryT HecTH cepbe3Hble U3AEPKKH, 11O
pAdy NPUYHH:

Bo-nepBrIx, kauecTBO — 3TO CBOMCTBA KW XapakKTep-
Hble OCOOEHHOCTH TOBapa, KOTOPbi€ BBI3LIBAIOT YJIOBNE-
TBOpeHHe notpeburens (YII), OTCyTCTBHE HENOCTATKOB,
ycunupatouiee yysctBo YII. Tlepeoifi TR kadecTBa — oco-
6enHocti M cBoiictBa I'Tl — yBenuuHBaeT €ro W3AEpPHKKH.
TNorpebureny nonxkHel ObiTh COIJIACHBI OILIATUTHL MOBBI-
IIEHHBIE 3aTpaThl Ha RONOJHHUTENbHBIE OCOGEHHOCTH M
CBOHCTBA TOBapa MM 3TH OCOOEHHOCTH NOMKHBI NEnaTh
notpedureneil 6osnee NOATLHBIMU U PACMONOKEHHBIMH K
ero npuobperenuio. Bo-BTOPEIX, kauecTBO OBIBAET TEXHH-
yeckoe (TK) u pyHkuuonansHoe (PK). TK —- 310 TO, C UeM
OCTAJICS KJIMEHT TNOCJEe B3aHUMONEHCTBUS CO CHYKALUUM.
Hanpumep, TK — 310 HOMepa B M-T 6Gitofa B pecTopaHe,
AaBTOMOOMNB OT areHTCTBA MO apeHne aBToMobuneit. ®K —
3TO npolecc NpenocTapineHus Torapa wnu I'Y. B Tedenue
3TOTO mpolecca NOTPedUTENH NPOXOAIT MHOTO 3TaroB B
HUX B3aHMOJEHCTBHUM C mepcoHanoM M-r. Hanpumep, xnn-
€HT pPE3EPBUPYET HOMEp, NMOoayHaeT NPHUBETCTBME OT Je-
JKYPHOTO Y IBEpH, CONPOBOXIAETCS NOCHUIbHBIM K CTOJNY
PErMCTPALMH, POU3BOAUT PETUCTPALIHIO Y KJlepKa Mo pe-
THCTpALUU ¥ COTIPOBOXKAAETCS B CBOIM HOoMep. OnbiT 3ae31a
B M-I — 3710 npuMep DK. Ilperocxonnoe PK moxer ynyu-
UIWTh BREYATNEHHE OT HOMEpa, He BIOJIHE ONpaBHbIBAIO-
11er0 03KMAAHMA KiMeHTa, HO ecnu PK nnoxoe, To paxe
JIy4lliuid HOMEpP HE CMOXET MCIPABHTh BOZHUKLIEE Y KIIH-
€HTa 4YyBCTBO HEyHOBAETBOpEHHOCTH. Ha puc. 1 npueo-
qurcs monens KI'Y, ucnonssyromas TK u @K kak 3asu-
CHMble BeJIMUHHBI OT NOJIHOIO KaYeCTBa.

YNPaBsneune BOCHPHRTUEM KaUecTea 0BCnymrEaHun

Tpannuuony
MAPKCTHHPORRE ACHCTRHR
(PERAAME, HCPCOHBAMHME

Bocnpssroe KanecTee
OBCTYAHBAHMR

nposaos, nabinx
mmemum,nmom
OSHTHKR) ¥ BoancicTaue
BHEHER opeme
{TPANMITHNK, MACOTTOTHR M
RIBKOERS OCOBCHHOCTH)

Texunvecsos
perrenue

Texymeckoe
M

Yro?

Bueurnmil

Kax?

Puc. 1. YnpagneHue BOCNIpHATHEM KauecTBa 00CTyKHBaHHS [6]

Elle 0MH THII KauecTBa — cOLMaNbHOE (3THUECKOE)
kauectro (CK). D10 xauecTBo yOexkIeHHA, KOTOpOE He
MOXET OBITh OLICHEHO NMOTpeOUTENeM mepel MOKYIKOH, U
YACTO €ro HEBO3MOXXHO OLCHUTE U IIOCIE HpHO6peTCHHﬂ
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I’ nau TV, O61muii MUK M-T BO3AEHCTBYET Ha BOCIIPH-
arue knueHTaMu KI'V. KnueHTbl M-T, ¢ XOpOLUUM HMHA-
KEM, MOTYT He OOparuTh BHUMaHHA Ha He3HAYHTENbHble
OrpexH, TOCYHTAR MX HETHITHUHBIMH. TIpenocrariieHHoe
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KI'V Bbilile y M-T ¢ XOpOWWM HMHIXEM H, Ha060pOT, HU-
xe y M- ¢ nnoxuM umumkeM. CK cazeiBaet pazpabotky
6e30nacHOro TOBapa U NPeNOCTABICHHE ero NoTpebuTENnIM
n obmecTBy. M-I HeceT OTBETCTBEHHOCTb Niepen oOLIecT-
BOM IIpH obecrieueHHH OOIECTBEHHO MONE3HOTO KAYeCTBA.
310 npuaaet xopoumii STHUHbIA 06k I'TI ¥ M-r U B KO-
HEYHOM CUETE TNOJIOKHTENBHO BIUAeT Ha passutue I'B.
HTak, KauecTBO CKIIALIBACTCA U3 TeX., (BYHKUHOHANBHOIO
H coll. KOMIOHEHTOB. MM no/KeH NOMHMTH, YTO BOCHPH-
ATHE NPEJOCTABICHHOr0 Ka4deCTBa KIMEHTOM — 3TO CaMoe
rnaBHoe. KjIMeHTHl OLIeHHBAIOT NPENOCTABICHHBIE TOBAPHI
u I'Y ucxons n3 ceoux oxunanuii. Ecnu pocnpusatue KI'Y
OTBEYACT OXKUAAHUAM, TO OHU PACCMATPUBAOT OOCIYNU-
BaHHe Kak kayecTBeHHoe. Ecnu xe Bocnpustne KI'V ne
OTIPaBJBIBAET HX OXKHMAAHHA, OHH PacCMATPHBAIOT O6CIy-
AKVBaHUE Kak nnoxoe. Oxuaanus norpeburens hopMHpy-
I0TCS B pe3ylbTaTe €ro IMpeJLIecTBYIOLIErO ONbiT2 MoA
BNHUSHUEM OOILECTBEHHOTO MHEHHUA, a TAKXKe BHEUIHHX
cBazeit dupMel U ee nabnucuty [6]. CyLiecTByrolue CTau-
JapThl TIpeRnUchIBalOT obecnedenne kavecrsa I'Tl u I'Y
B M-T. llens onpenenenus u onenku KI'V 3akmouaecTs B
peiiTuHre kadecTBa. PaccMaTphBas KaueCTBO Ha NEPBOM
miaHe, kak ocHoBy KIIM, uMeeTcs BO3MOXHOCTB NepeiTu
K TIporpeccy M NPOLBETAHHIO M K YBEIMUYEHHIO KAaueCTna,
4TO MPHUBOJMT K MOBbIieHHIO 3¢dexTnBHocTy I'b, KITM
CJly’KaT NPEANOChUIKOM YIIyULIEH!s CBOETO NOJIOKEHHS MO
CPaBHEHMIO C KOHKYpeHTamu B Oyaywem. Ilpu 3tom, uc-
touHuKH KIIM — obbenutenue u cobmonenne otpaboran-
HbIX TOAAMH HaBLIKOB, TPaiMUMH, a TaKKe pa3sBHTHE
HMEIOLIMXCA Y MHHH-FOCTHHKLBI PECYPCOB, CO3aBast LeH-
HOCTh /13 KJIIHeHTOR, Pecypchl moryT 6miTh xiaccuduuu-
poBaHbl Kak MaTepuanbHble (MP) uinn HemaTepuanbHbie
(HP) [7]. OHM nO3BONSAIOT FOCTHHMLE OCYLUECTBIATH BCE
CBOU MeponpusaTHa. MP: akuyu, mMatepuansHpie MEXaHH3-
MBI, 3/1aHU3, YeJloBeyeckHe pecypcnl U ¢uHancel. HP: na-
BbIKM, 3HaHWs, TOBApHBIE 3HAKM, aBTOPCKHE M NAaTEHTHBIE
npaea [8]. Takxke MoryT OBITH BKIIIOUeHH «bBecnnarHele
pecypcbl» (BP) B kOHTekcTe rocrenpuuMcTBa. basa typus-
Ma M rOCTeNPHHMCTBA 3aKJIIOUAETCA B COYETAHMH «CBO-
60HBIX pecypcoB» (T.e. BO3OOHOBIAEMBIX PeCYpcoOB) C
pecypcaMu U3 4acTHOro M roc. cextopos [9]. BP B couera-
HMM C PEAKMMM peECypcaMU COCTABNAIOT TO, YTO GONbIUHH-
CTBO TYPHUCTOB NMOHUMaIOT, kKak «I'TI». MM crankupatorcs
¢ ocobbiMu MpoGreMaMu:

— HEMOABUKHOCThL PECYPCOB;

— 3aME€Ha PECYPCOB;

— KOHQUINKT pecypcoB ¥ KOHKYPEHTOCHOCOBHOCTH;

— npapo COOCTBEHHOCTH U YNIPABIECHUS PECYPCAMM;

— CE30HHOCTb;

— HHU3KHE NpHObLUIY;

— OrpaHHuYEHHs O MOILHOCTH;

— spems {10].

B nutepatype no cTpaTterMy U TypH3My HacTO Mc-
NONB3YIOT TEPMHMH «NOMEPAHAHUE, COXPAHEHHEY, CBS3aH-
Heli ¢ ugeeli KIIM, xotopoe mocturaercs ang TeX, KTO B
6onee BLIFOOHOM TNOJIOKEHHH AePKAT CBOM MO3ULUMH, He-
cmoTpa Ha koHkypenuuto (TToprep, 1980) [11]. Hpyrumu
CNOBaMH, Ui TOro, utobBl AOCTHYDL KOHEYHOM UenM co-
xpa"eHus no3uumit B KIIM, koMOaHus He ROMHKHA KOMM-
poBaTh MM UMHTHpOBaTh 1p. komnaHuw [12]. B cBoeii
pabote o KITM, asrnmiickuii yduenmii Maiikn FOmxun
TopTtep (1985), npu3HanHEI cneuHaniucT B obnacTy uzy-
YEeHUd 3K. KOHKYPEHUMH, B TOM YHCIe KOHKYPEHUHH Ha

MEXI. pbIHKaX, KOHKYPEHLMH MEXAY CTpaHaMH M peruo-
Hamy, 3aaBui, 4yTo KI1IM BO3HMKAET U3 LEHHOCTH TOTO, YTO
KOMIaHHUs CrocoOHa CO37aBarh ANS CBOMX NoTpebureneil,
YTO MPEBOCXOINT pacxonsl ero coznanus [13]. Konnenuus
KayecTBa mpUOOpeTaeT BaXXHOCTb TOJLKO B Cly4dae, €Cilu
I'Tl unu I'V oTBeyaroT TpeGOBAaHUAM M OXKMAAHHAM rocTeil.
JeficTBUTENBHO, 3TO U SIBASAETCA NPUYMHOMN, UTO BCe CTpa-
TETMH OCHOBBIBAIOTCA Ha CTAaHJApTaX KauecTBa, BHITEKAIO-
LIMX K3 UCKIIOYUTENLHOTO 3HAHUS FOCTA M ero norpebHo-
creil. KI'Y — oOLEHKa KIWEHTOM MacTepCTBa, BhICOKOIO
KadecTBa WM npepocxojictsa I'Y [14]. Onpenenstolne
taxropsl KT'Y: marepHalibHble LEHHOCTH, HAIEKHOCTD,
OTBETCTBEHHOCTb U rapantus [15]. KauecTBo — 3710, npex-
Jie BCEro, BreuaTieHHe KiIHeHTa 00 OTHOCHTENBHOM mpe-
BOCXOACTBE TOCTHHHUBI H 'Y, 4TO cyHTacTCs ONHMM M3
Haubonee KOHKYPEHTOCTIOCOOHBIX TNPUOPUTETOB MEHEIK-
MEHTa U MPEANOCHUIKON AN Xu3HeobecreyeHus U pocTa
[16]. Kzect 3a ynyuwennem KI'V cTan BLICOKO KenaHHOM
LENbIO B CETOJHSIIIHUX MHTEHCHBHBIX KOHKYPEHTHBbIX PI'.
Xotsa oueBuaHo, uto onpeaeneHue KI'V — 3T0 cioxkHO-
KOMIIIEKCHBIE TIPOLECCH], KOTOPblE MOTYT NPOUCXOANTH Ha
HECKONBLKUX YPOBHAX abcTpakuun, OCHOBBIBAsCh Ha LIMTH-
PYEMOM ONpesieIeHUH KaueCTBa, MHOTHE aBTOPbl CYUMTAIOT,
YTO yxKe He AOCTATOYHO TONEKO BLINOJHATL NPOCHOBI KU~
€HTOB; CKOopee HeoOXoAuMee BOCXHILATH M BOCTOPraTh
KIHMEHTOB. T.0., K IpUMEpPY, KAYECTBO — «3TO CIIOCOOHOCTD
I'TI nnn T'Y GecnpectaHHO BBITOMHATL WM, Jaxe, o6ro-
HATEH U TPEBOCXOAHTL OXHIaHUA KINeHTOB» [17]. Kauect-
BO O3HAYAET “BBIIOJIHEHUE MU NPEBOCXOACTBO OXUAAHMI
KJIMEHTOB B Hacrodiuee Bpems U B Gymywem™ [18]. Dmnn-
puueckue uccneposanus (OM) nokaszanu, YTO BOCHIPHHH-
Maemoe KI'Y nOMKHO CYMTATBCA OLEHKOH KOHKpETHOM
I'V, a He npobesioM Mexay NMPOU3IBOAMTENBHOCTBIO M-T U
KaKHMHU-TO HOPMaMH M OXXHAAHWAMH KiueHTOB. Hebonb-
as IYMCKYCCUS BO3HUKJIA MO TMOBOIY HETaTHBHBIX acmek-
TOB KauyecTBa (T.e. HEYAOBNETBOPEHHOCTH, OMCCOHAHCA,
ONpOBEPKEHH U HeAOBONbCTBA). Kak Takomras, 3Ta cHcTe-
Ma MOXKeT OBITh MCTONB30BaHA I JYYHIEro NOHUMAHUS
OTHOLIEHHH MexIy DPazTMYHBIMM NOAXOIAMH, NPUMEHsE-
MbiMM 171t obecrnieueHUsl OpraHu3auuii ¢ oOpaTHOM CBA3BIO
Ha BocnipusaTHe kiueHToB NXx KI'V, Takux, kak npoueayps!
PaccMOTPEHHMs KajoB, KHUTr xanob ¥ npenaokeHui, do-
KyC-IpyMNbl, NPeACTaBIEHHS W KOHCynbTanuu [19, 20].
CornacHo aMepuKaHCKMM yveHwiM Bpanu u Kponun [20],
Ka4yeCTBEHHOE HCCIEN0BaHHE HCNOJbL3YETCS ANA BbISBIE-
HHS MHEHHS K/IHEHTOB NPH OHEHKE KauecTBa B3aHMOACH-
cTBUS, (HU3MYECKON Cpelbl U UTOTOBBIX Pa3MEPOR ONbITA
obcnyxuBaHud. TlonyueHHble JaHHBIE TOKa3bIBAlOT, YTO
BAICHTHOCTL Ucxona I'Y MoxeT NnoBausThL Ha 00KMe npen-
crasnenus 0 KI'Y u ykazare, 4T0 B2XHOCTb MX PasMeEpoB
MOXeET BapbMpPOBAaThbCH B 3aBUCUMOCTM OT OTPACIEBbIX
ocobennocreif. CormacHo XopBaTckoil yueHOH ABeNUHH
Xorpesak, HC onpenensior KaTeropuio oTens, U Kax/bii
roCTh JIOJXKeH ObITh cHabXeH BceM TE€M, YTO NoJpasymMena-
eT MHauBMAyanbHas kareropus, KI'Y orpaxaerca B xax-
N0 HeTany, B TOM YMClie MyTeM yKpallenus u oGopynosa-
HHA 0ObeKTa, ONBITA NEPCOHANa, U UX OTHOUICHHS K roc-
M [21]. Bee 3tn aetany nomkHsel GOPMUPOBATH €AMHOE
Lesoe, YTO MPEACTABISETCS TOCTAM, KaK NMOSHBIA CHEKTp
I'V, npu atom KI'V — 310 "rpo3ap BHHOrpana ortens», co-
CTOSILAas M3 BCEX MHAMBHAyansHHIX I'Y roctunuusl {22].
Kpome TOro, CylmecTByIOT pasauyHble MOAXOAbI B OTHO-
LIEHKH 31eMeHToB, cocTarnsommx KI'V, xotopoe cocrout
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U3 MarepuaibHLIX MPOAYKTOB (Hampumep, B 6onee y3kom
CMbICHIE, TIPOXHMBAHNE), NOBEAECHHE TIEpCOHaNa U ero oT-
Howenue K paboTe K okpyxarowasn cpeaa (Hanpumep, 3xa-
Hust, obopyaosanue) [23]. B ap. noaxonax, anementsl I'Y
JensST Ha npsMblie (HanpuMep, BbE3I U BRIE3J rocTs), Koc-
BeHHble (HAanpUMeEp, MapKOBKa) M KAIOUEBbiE (Hampumep,
NPOAYKTHI MUTAHHUS U HAIIUTKU B PECTOPAHE) U BTOPUYHBIE
(nanpumep, I'Y, cpena). Tem He MeHee, HEKOTOPEIE CUM-
TaKT, uTo XapakTepucruku KI'Y cneuuduuHsr; Takum 06-
pazoM, I'Y e MOryT GbITh YHUBEpCANBHO KiacCHbHIMPO-
BaHbl C TIOMOLIBIO KOHKPETHBIX 3JIEMEHTOB. OJTO TaKKE
NOATBEPKAACTCA PAIMYHBIMU HCcNeoBaHUAMU. Tak, uc-
cnenopanve HIKONbl rOCTMHUYHOTO AAMHUHHUCTPUPOBAHUSA
VHuBepcutreta KopHesn nokaszano, 4To CYIIECTBYeT He-
CKONbKO COCTaBNAIOMX KauyecTBa BiausioT Ha KI'Y. Hau-
6onee BaxKHBIM acfeKkT - nOoOpOTa NepcoHana, 3aTeM 1o
BAXHOCTH CAENYET KaueCTBO €b} ¥ HAaNUTKOB, COCTOSHHE
TOCTUHMYHBIX HOMEDPOB, HX Pa3Mep, BHEWIHHH BUJ M KOM-
¢$opT, YUCTOTA, ONEpaTHBHOCTL 'Y, MecTononoxkeHue M
BHELUHMI BUA OTENs U ap. [24].

0603HaYUM 5 OCHOBHBIX NOAXOJIOB K ONPEAENEHHIO
kareropud «KI'¥». C onHoli CTOPOHBI — 3BOMIOLUMOHHBIR
XapaKTep pa3BUTHS NOHUMAHUS JAHHOW KaTEerOpHH, C npy-
roii — copMUpOBaBIIMECS NMOAXOABI HE 3aMELIAIOT OPYr
Jpyra, HO NpPOAOJIKAIOT Pa3BUBATLCA, B3aUMHO OGoraiia-
schb. [TapannensHo paspuBatotcs cMexHble ¢ KI'Y konuen-
uuu: VI1, oxuaaHuil noTpebUTeENs, OnbiTa U IEHHOCTH AJis
norpeburens.

TepBbiif NOAXOH COOTBETCTBYET ONPEAENEHHIO Ka-
yecTBa Kak abcomoTHOH oueHxd. OnHO M3 NMEpBhHIX Onpe-

TorpeSuocts
MapKeTHHIOBBIE KOMMYHHKALHH
MHeHHe Ipyrax mogaedt
Hocrynnocts

;

CpaBHHTD IOTPEOHOCTE
¢ BOCAPHHHMAEMBIM
npeanoKerHeM

y
4—-{ ﬂepsou avanbHLIE OXMIAHUA ]

OxNAGHNA l

nenenuit KI'Y 6bi0 npemioxeHo B. Leditamuem B 1988 r.:
«KT'Y — 3T10 cy)aeHue noTpeburesns o COBEPIIEHCTBE WIN
npesocxoacree I'V» [25]. Hecmorps Ha npeobnananue
uaeu o ToM, 4to cocrapnsomue KI'V anstotes ¢akropa-
MH, BIUSIOUIMMH Ha ¢dopMHpoBaHMe MHEHMA 06 ob6iueM
KI'V, cymectByer u aAp. Touka 3peHus: KI'V — daxrop
BHICLIETO TOPSAJKA, BJAMAIOIIMA Ha TO, KaKk OLEHMBAET MO-
TpebGuTENL €ro OTACIbHBIE COCTaBigiolHe. Jloka HenocTa-
TOYHO UCCIEAOBaHMH, MTO3BONSIOLMX YOSIUTENLHO CYIUTD
O TOM, YTO ABJISETCH MPUUHWHOM, a uTO cliencTBHeM — 06-
miee KI'Y unn otnensuele ero cocrapnsiomue, b, Hlne-
IOEp CUMTAET, YTO 3TH COCTARNAIOUIME NOICO3ZHATENLHO
BIMIOT Ha (opMupoBaHue npencrapaenus o KI'Y, T. k.
IUIS 3TOro Heo0XoauM XOTA 6bl KaKoH-TO OMNBIT €€ UCNO/Ib~
30BaHUA.

Bropo#i noaxon pacnpocTpaHeH, CEroJAHs COXpaHs-
€T CBOE 3HaueHue B Hayke ¥ npaxrtuke. KI'V — coorHouie-
HHe oxuaaHuil u pocnpuaTus I'Y motpebuteneM, koraa
TV pomxHa oTBeuaTh ero TpeGoBaHUAM (NPENCTABUTENH:
K. I'pénpooc, A. Ilapacypman, B. Leititamnb u J1. Beppu,
3, TI'ymmeccoH, k. XeiiByna-®apmep, A. T'obaanan,
C. Cnennep, M. xonc n ap.) T.x. npeacraenenue o KI'Y
dbopMupyeTcs y KIIMEHTA IYyTEM CONOCTARJIEHUS OXKHIAAHWH
U (haKTHHECKOTO OINBITA €€ MOJyYeHHs, yueHble oOpaTuiIn
BHUMAaHME Ha TO, Kak (DOPMHPYIOTCA €ro OXKHIaHUs.
K. Ham npeaioxun MOZENb, OCHOBAHHYIO Ha HJge «cep-
BucHoro nyrewecteus» (CIT): nonyuyeHHslil Ha npeawecT-
BYIOLIEH cTamuu npouecca npuodperenus I'Y, dopmupyer
O’KHAaHUs OTHOCUTENBHO caenyloulero arana (puc. 2) [26].
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Puc. 2. Monens «CII» K. Hawa [26]

«CIT» HauuHaeTcd C MOTpPeOHOCTH NOTpeOHTENS
(TIIT). TloTpebUTENL NPUMET pellieHHe O NPHOGPETECHUM
I'V, ecnu npepnoxenue Oyner coorsercrosarh I1I1. Tou-
Hble KOMMYHHKALIMH U PENYTALUs M-T' — KJIIOYEBbIe (PaKTO-
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pbl, BIusOIME Ha BbIOOp NOTpeOUTENIEM TOCTHHMLEL
BaxueiM 3neMeHTOM K onpenenenmto KI'V sBnsercs koH-
LENUMS OMbITA PACCMATPUBACMBIN UCCHENOBATENAMH C 2-X
NPUHLUUITHATBHO pasHbIX no3uuuii. Ilepras ocHoBana Ha
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TMOHMMAaHUH ONBITA ¢ r1o6anbHONH TOUKH 3peHUs — KaK Beel
COBOKYMHOCTH 3HAHMIi, NpeACTaBIeHMH U NOBEIEHYECKUX
wabnoHOB HaKoMJIEHHbIH yenoBekoM. CTOPOHHNKAMMY Ha-
IIPABNEHUS ABJIAIOTCS CHELKATHCTHI IO U3YYEHHIO OBEe-
Hug notpebureneii n yuensie-neuxonoru (E. Kau, JI. Ban
Jep Baren, x. Bnaiit, ILM. YucHon n ap.). Bropoii no-
3ULUM TIPUAEPKHBAIOTCA Y4eHble B O6JIacTH ynpaBlieHus
KaueCTBOM M MapKETHHIra, pacCMATPHBAIOIME OMEIT Kax
KOHKPETHbIN akT B3auMOACHCTBUSA C CEPBUCHOMN OopraHu-
3auueit, kak oneit npuobperenus I'Y. C. I'ynra u M. Ba-
XVK TOBOPSAT, YTO OMBIT BO3HMKAET TOIrIa, KOTAA noTpedu-
TeNlb UCMBITHIBAET HEKOTOPBIE OLIYLHEHUA WaK npuobpera-
eT 3HaHus Onaromaps B3auMOAEHCTBHIO C PAIMYHBIMH
cocraBnsroMMH 'Y, coznaHHbIMM CEPBUCHOM opraHusa-
uueit [27]. J1. J1. Bepu ¢ coaBTOpaMK YTBEPHKIAFOT: OMBIT —
aTo ¥ ecth caMa I'Y; Xopowmii onsiT ucnonb3oBanus I'Y —
3TO Xopomas ycnyra [28]. O6iueit yeproii 06eux mo3uLmii
SIBJSAETCS PACCMOTPEHHE ONBITA EO B3aUMOCBS3H ¢ KOHLIEN-
ueli obyuenus. C. Ounkeuct v Ix. Jx. o [29] onpene-
s ofyueHHe KaK M3MEHEHME IOBEICHHS, MPOMUCXOMs-
mee 6maronaps U3MEHEHHIO BHEIUHUX YCJIOBHHA W CTHMY-
508, T.0., onbIT — akTop GOPMUPOBAHUS HE TOJNBKO OXKM-
nanuii, Ho U Bocrpustua I'Y norpeburtenem. OnHako OH
OKa3biBAET BIMAHHE OMOCPENOBAHHO — 4Yepe3 obyueHue
noTpeburens, T. €. uepes crnocoGHOCTL BOCTIPMHUMATDL Oll-
penesieHHbie NOBENCHYECKHE 1NA0NoHbl, U3MEHATh yOex-
JleHNst U OTHOLUEHME K okpyxkatouieii cpene. JI. JI. Bepu ¢
coasTopamy, JI. I1. Kap6ou u C. Xekanp, M. E. ITynman u
M. A. I'pocc usyuaroT 3HaueHHe PU3NIECKOTO OKPYKEHHUS,
pasrpaHuyvBas MaTEPUAIBHBII KOHTEKCT (MEXaHHYECKHE I
¢dynkunonaneHbie daxtopst) I'V M OTHOWeEHYECKHH KOH-
TeKCT (YenoBeuecknil daktop). MyHKLUMHOHANLHEIE (haxKTo-
pbl COOTBETCTBYIOT TakoMy 3neMeHTy KI'Y, kak TexHu4e-
ckoe xauecTBo (B TepMuHoniornn K. I'péupooca). Mexanu-
yeckre (HaKTOPhI ABJIAIOTCA CEHCOpHOM uacThio I'Y, Brimto-
yalolled BHEIIHWIA BMJ, 3amaxM, 3BYKH, BKYC M IpyTrHe
OLLLYTHMBIE 3JIEMEHTBI ONbiTa HCMOAb30BaHua I'Y. Uenose-
yeckuii hakTOp OTpaXKaeT BHEIHUI BUI U MOBEAEHHE CEpP-
BHCHBIX CIYXAUIMX U COOTBETCTBYET (hyHKLHOHATLHOMY
anementy KI'Y B tepmunonorun K. I'pénpooca. Cymma
Bcex (haKTOpPOB cocCTapisieT NOTpeOHTENBCKUEE  OMMIT,
JI. J1. Bepu cuutaet, uyto PpyHKUMOHANbHBEIE (BaKTOPhLI AB-
JISIIOTCSI OCHOBOH KOTHUTHBHOTO Bocnpusatua I'Y, B TO
BpeMst KaK MeXaHHYeCkue M YesJoReveckuii (akTopsl sB-
AFI0TCS OCHOBOMH 3MounoHanbHoro Bocnpustya [30]. Co-
rnacHo MHeHuio A. A, Bporoeuu, JI. M. Jlenen n
J. M. JInut, pacxoxieHue Mexay OXMAAHHUEM M BOCIPH-
SATHEM MOXET BO3HMKHYTb, €CNIUM NOTpedUTENL naxe He
uMen onbiTa ipuobGperenns I'Y B roCTHHMIIE, a NoJarajics
Ha CYXJIE€HHS 3HaKOMBIX W POAHBIX, peKNaMHble obelIanus
[31]. IToaToMy Hapsny c daxTHueckum BocnpuarueM KI'V
Heo0XOMMO YUHTHIBATH NOTCHUMAIBHOE BocnpusaThe [32].
T. o., BTOpOit noaxon paccMarpupaeT KI'Y kak BHEIUHHH
no orHowenuto k I'Y arpubyr, kak mHenue o I'Y, cdop-
MMPOBAHHOE B CO3HAHUW MOTPeOUTENN HAa OCHOBE CpaBHe-
HUA ero oxuaanmii orvocutensHo 'V u ¢akrudeckoro
BOCIIpUATHA B Tpoliecce U mocie ee npuobpeTeHns. 31o
nuHamMuueckuid uuxn KI'Y, rae OCHOBHBIM  OOBEKTOM
ynpaBlieHHUs BbICTYNAIOT ¢aM NOTPeOHTENb U Ero BHYTPEH-
HUH MHp — OMBIT, 3HAaHUS, SMOLMWH, OXMAAHHWE, BOCIPH-
ATHE, @ MATEPUATILHBIE U HEMATEPUAJILHBIE XapaKTePUCTH-
k1 'V, — 370 (akTOp, MHCTPYMEHT BO3JIEHCTBUS Ha MHe-
HUE noTpebuTens. »

TpeTuii NOAXOA K ONMpPEAETEHUIO CONEPHAHUA KaTe-
ropuun «KI'V», pa3BuTHE KOTOPOTO TECHO CBA33HO CO BTO-
PbIM, OCHOBaH Ha NPEARNOJIOKEHHH, YTO MEXIIMYHOCTHbIE
OTHOLUEHUS OKa3bIBAIOT KPUTUYECKH BAXHOE BO3IEHCTBUE
Ha KauecTBO, Kak pe3yibTaTa, Tak U npoliecca o6cmyxupa-~
HuAa, KMo4YeBoH taxTop GopMUPOBaHHS OXHIAHMI NOTpe-
6ureneii. bonee 20 ner Hazan K.®. CypnpeHauT ¢ coaBToO-
paMH yTBepxkaall, 4To oO0CNnyXMBaHWe eCTb B3aUMOAEHCT-
sus mogaeii [33]. K'Y B npouecce takoro B3auMoneicTBHS
Haxo[UTCA MOJ BNUSHUEM TOYEK 3peHus U notpeburens u
ucnosHutens I'Y. HlpencraBnenHas Ha puc. 3 Moxens cep-
BHCHOIO ycnexa, paspaboranHas I1. Beamoys, C. I'ynny-
dopn, M. Haiitr 1 M. Connepc, akueHTHpYeT BHUMaHHE Ha
BAXHOCTH TOBENEHYECKUX coobpaxeHuii. Oanum M3 Be-
ayumx ¢akropor obecrieyeHus Beicokoro KI'Y npuznaHo
JOCTHXEHHE OanaHca Mexay OXHIaHMSMH KIHEHTOB H
OXHIAHUAMHK cOTpyIHUKOB. OlHa U3 ONACHOCTEMN, ¢ KOTO-
PBIMH CTANKHWBAIOTCA TOCTUHULEBL, 3TO pasnyThie YCUITHIMH
MapKeTHHIOBBI KOMMYHHKALMH OXUIaHUSA KJIMEHTOB, HE
COOTBETCTBYIOIIHE YPOBHIO Pa3BUTHA TOCTHHUULI W €€
nepcoHana, B cOOTBETCTBUM € JaHHON MOAENBIO BaKHEH-
wuit paxrop, BosaeiicTyrownii Ha KI'Y, peneBaHTHOCTL U
a¢pdexTHBHOCTL cUcTeMb! OKazaHus I'Y. Mopaensb noseons-
€T OMNpPEIENIUTh, TIOYEMY BO3ZHUKAIOT npobiieMsl ¢ KT'Y, HO
He [aeT NpencTaBieHus o npupozae npobieM M cnocobax
Sopu0Obl ¢ HUMH. ARANOTHYHOE 3aKMOUEHWE Crenan
Jbk. A. Hanen: uccnenoBanue KI'Y nomxso 6uiTh 0CHOBa-
HO Ha MHeHUW U norpedutena W ucnonuurens I'Y [34].
Mpuorue uccnenorarenu (A. Jleneke, I'. Crenccon, K. Yoy-
Yya u JIp.) OCHOBLIBAJIMCH Ha H3YYEHHH ABYX TOYEK 3PEHUS
M paccMaTpHBal MHTepaKTHBHbIE croiicTsa I'V B npouec-
ce ofcnyKuBaHus.

Ha puc. 3 nokasaHa Mozenb CEPBHUCHOrO ycne-
xa [35].

B. DnmapnccoH, pa3epuBas NaHHOe HampasieHWe,
roeopui, 4to npu onpénenennu KI'Y cnenyer yunThIBaTh
oxunanng u TpeGopanus nepcoHana ¥ MM. Tlo ero MHe-
HHIO, 5TO HE CHWXKAET 3HaYMMOCTH TpeboBaHMil notpebu-
Tensa, oAHako ans obecneuenus sreicokoro KI'V neobxo-
IuMo cbanancuposaHno noaxoaMts K Y11, ux vacro npo-
TUBOPEYHBLIX MNOTpeOGHOCTE BceX 3aWHTEPECOBAHHBIX
cropoH [36].

HoBuill Bknan B pa3BHTHE NaHHOTO NOAXOAA BHEC
miBeAcKuit yuenslii I'. CBeHCCOH, IPEANOXUBIINE Moaens
untepaktueHoro KI'Y [37]. ToTpebutens n ucnonHuTens
I'V m3aumopelicTeyioT B mpolecce oO0cnyxXuBaHus;, BO-
BTOPHIX, OXMAaHHS ucnonHuTend I'Y U oxunanus norpe-
ourens I'Y B3aMMO3aBUCHMMBI; B-TPETbHX, B3aWMO3aBHCH-
MBIMH TaKOKe ABAAIOTCS BocnipuatHe I'Y co cTOpoHbl no-
Tpebutens n ucnonunrens. CnenoBatenbHO, nukapl I'Y
COCTOAT U3 CHEAYHIIHMX 4 KOMIOHEHTOB: OXMAAHUM HC-
noauutens 'Y, Bocnpudrus ucnonHurens I'Y, oxunanuii
norpeontena I'Y, pocnpustus I'Y norpeburenes. Jlannbie
xoMrioHenTsl uuiior I'Y onpepensior nosenenne 4 no-
TEHLMANLHBIX PACXOXKICHUMR:

1) Mexay OXUAAHMSIMH W BOCIIPHATHEM UCMOJTHU-
Tena 'Y,

2) Mexay OXHIAHUAMHM W BOCTIpUATHEM NOTpeOH-
Tena I'Y;

3) MexIy OXMIAHUAMMU NOTPEOUTENS N OKUNAHUS -
MU ucnonnurens I'Y;

4) Mexnay rocnpustHeM notpeburens u Bocnpu-
saTHeM ucronHuTensa I'Y.
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Puc. 3. Moaens cepaucHoro ycnexa [35]

Hutepaxktusnoe KI'V — y0BI€TBOPUTENBHOE, ECIN
cornacoeaHs! uHKisel I'Y norpeurens v HCIOIHMUTENS B
npouecce obcayxuBanusa. OTCYTCTBHE pacXOXJEHHUH He
CBMICTENbCTBYET 06 HaeansHON curyauun. XKenarensHo,
4TO6BI CYIIECTBOBAN JMCCOHAHC, YKa3BbIBAIOWINI HA TO, YTO
LUK TOTPeOHTENS TOJOKHTENBHO HPEBOCXOANT LUK
ucnonuutend. B 2004 r. I'. CBeHCCOH NPOAOIKUI UCClie-
J0BaHUs MHTepaKTHBHOI cywHocTd KI'Y, CornacHo koTo-
pomy, KI'V — pesynbTar cepud MOC/enOBaTENBHBIX MPO-
LIECCOB B3aMMOJIEHCTBUS NOTpeOHTENa U ucnonnutens I'Y
[38]. Taxoft nonxon BO MHOrOM COOTBETCTBYET KOHLIEMUMH
«CEPBUCHONO NYTEIUECTBUS», KOT/a ONBIT, PUOOPETEHHRII
noTpebuTeNeM Ha NpeubIAYLUEM 3Tane CEepPBHCHOTO Mpo-
necca, BIUAET Ha GOPMUPOBAHHE OKMIAHMH OTHOCHUTEND-
HO cnenyrowero srana. T.e. TpeTHHl noaxoA K onpenese-
HUo KI'Y — nponomkeHue BTOporo, T.K. OH TaAKXKe OCHOBaH
HA COTIOCTABJICHHM OXHIAHWN W BOCHPUSATHSA; B KAaueCTBe
K04eBoro ¢axkropa, BIMAIOUIEr0 Ha UX (GOpMHpPOBaHME,
paccMaTpHBaeTcs OMBIT, B paMKaxX JaHHOro Nojaxona npu-
JEPKUBAIOTCA IUHAMMYECKOro B3riisAaa Ha (opMUPOBaHME
KI'V. Xors npu onpeaenenud KI'Y yunTHIBaIOTCA 0XHIa-
Hus M BoCnpuATHE noTpebureneil ¥ nepcoHana U UX B3a-
HMHOE BIIMSIHHE.

YerrepThlil noAxoa ¢HOPMHPOBAH HA OCHOBE KpH-
THUECKOrO aHallu3a Broporo. Ero nepBLIMHM NpeacTaBuTe-
nsmMu MoxxHo npusHaTh k. Kponuna u C. Teiinopa, koto-
pble B 1992 r. B Xoe AMUTENbLHBIX UCCIENOBaHHI NPULILIN
K 3antouenuto, uto KI'Y ssnsercs dopmoit notpeburens-
CKOTO OTHOLIECHUA K HEll, N MOITOMY OHO AOJNKHO OLEHU-
BaThCS MCKIIOYMTEILHO NYTEM M3MEPEHHUS BOCNPUSATHS
kamneHToM I'Y ¥ ee oTaensHbIX cBOHCTB. OHY CUHTANIH, YTO
Npe/ICTaRUTENH TIEPROrO HampasneHud nytaoT YII u or-
HOLIEHME, W TIpedaoxuan onpenensts KI'Y kak Bocnpu-
atie I'Y norpebuTeneM u oTHOLLEHHE K Heil. JIaHHYIO TOY-
Ky 3peHus nomuaepxusanu I1. A. dabxonkap, C. . Hle-
depn, [. Y. Topn [39]. Ha ocHore DU OHM BBISCHHIH, YTO
pe3ynbTarsl oueHkd KI'V To/mpko Ha OCHOBE BOCHIPHATHS
noka3anu Gosiee BBICOKHE, CO CTATUCTHYECKON TOUKM 3pe-
HMSl, HAIE)KHOCTh M IOCTOBEPHOCTH M JTYU1lIyIO NPOrHOCTH-
YeCKYyI0 CrnocoBHOCTE. XOTS WHMPOKOrO NPU3HAHMS IaH-
Hbli MOAXOJA HE MONYYWI, €r0 NPUMEHEHUE CBOAMTCA K
ucnoaszosanuio B KI'V ocnoewl monenu S8EAVPEKE, Ha-

46

npasJjieHHoH Ha oueHKy KI'V myrem M3mepeHus Bocrpu-
atua I'Y norpebureneM.

Isreiii noaxon copmymmposan Lk, Kpowun u C.
Tefinop B Hauane 1990-x rr.. KNWeHT He Beerna npuobpe-
TaeT I'Y Haunyuuiero xKayecrsa, a MPHHUMAET peLUEHHE O
TIOKYNKE Ha OCHOBE TPENCTaBIeHus O LieHHocTH I'Y, 06b-
€KTa HU3YYeHHS HOBOIO HampaBneHud. I[lepBOHadanBHO
neHHocTh I'Y paccMaTpuBanach Kak pe3ylbTaT CpaBHEHHA
TEX BLITOJ M TOJIOKHUTENBHOTO ONBITA, KOTOphie NpHOGpen
KIIMEHT, M 3aTpaT, KOTOpble MY NPHLULIOCK NOHECTH. Jlpo-
roro B3rngna npuaepxusanuck B. Llefiramns, P. Xakce-
Bep, k. Cyunny, I'. Ox, k. C. Cynnny, I'. H. Coyrap,
JL 'V Jlxoncon. CyLIECTBYIOT [iBE aNbTEPHATUBHBIE TOYKH
3peHMs OTHOCHTENbHO cooTHoweHus KI'Y v ueHHocTH.
CornacHo nepeoii, KI'Y — oiluH U3 KOMNOHEHTOB LIEHHO-
cTH Jad xideHTa. Tak, B COOTBETCTBUM C MNOIXOIOM
B. Lleii-tamns Monenb neHHOCTH I'Y BKIIIOYAET BOCTIPUHU-
maemoe KI'Y, BHyTpeHHWe npu3Haku (BBIrOAbI, KOTOpPLIE
NPENOCTARNAIOTCS KIIMEHTY), BHEIIHHE BBITOABI (HMHIK M-T),
JIEHEXHYIO UEHY U HEJlEHeXHbIe 3aTpaThl Ha npHoOpeTeHue
I'V. K. Xaxcerep, b. Pennep, P Paccen, P. Mepauk pac-
LIMPUIIN JAHHYIO MOJZENb, 106aBHB BpeMs Kak 6-10 KOMIO-
HeHTy [40]. Bropas Touka 3peHua npeanonaraet, yto KI'V
BIMSET Ha BocrpustHe norpebureneM ueHsoctd ['Y. Ta-
KO# NMOAXOA COOTBETCTBYET MOJENH «UEHHOCTb 33 A€Hb-
ri»: Hapsaay ¢ KI'Y u uenoii Bocnipuathe tex. KI'Y na-
npsMylo BAMSET Ha BOCHPUATHe noTpebureneM LEHHOCTU
T'Y. Ipu s10M BocnpusTHe dyHKUMOHanbHOro KI'Y Heno-
CPEACTBEHHO BO3NEHCTBYeT HAa HaMmepeHue motpeburens
npuodpectu I'Y u Ha BocnipusTtie tex. KI'Y u onocpeno-
BaHHO — Ha Bocnpugrue obwero KI'Y. UHoli B3rnaa Ha
(OpMHpPOBaHUE LEHHOCTH NPEANAraeT KaHajJckuh yuyeHbiH
JIK, M3TTCCOH, KOTOpPBIA CHMTAET, YTO TPEACTABACHHE O
uennoctd 'Y cknapsiBaercs y noTpeGHTens Ha OCHOBe
cpaBHeHUs (pakTHYecKOro onbita npHobperenus I'Y M He-
KOTOpPOTO MIE€anbHOrO CTaHAapTa, CYIMECTBYIOLIEro Ha
NI0ZICO3HATENILHOM yposHe [41]. IoaToMy pa3BHTHE TaHHO-
IO HalNpPaBIECHUS CBA3aHO ¢ M3YYEHHMEM «IIOKYNATENbCKOTO
ONBbITa» Kak OCHOBHOTO akTopa, Bauslolmero Ha GpopmMu-
POBaHHE LIEHHOCTH, & TaKXKE C NEPEXOAOM OT KOHLUENLUUN
«L€HHOCTH 33 IEHbIU» K KOHUENUHH «LEHHOCTH B UCMOJb-
30BaHMKY, NpeafoxeHHol B 2004 r. aMepUKaHCKUMM yue-
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HeiMu C. Bapro n P. Jlamem, koTopas TOKa3sbiBaeT, YTO
npeacrarienue o LeHHocTR I'Y cyry60 HHAMBHAYanbHO
JU1A KQXIOTO KJIMEHTa u GopMupyeTcsa B mpolecce ee 1o-
SIYYEHWS MAM MCHONbL30BaHMA. DTO O3HauaeT Heobxoau-
MOCTh NPU3HAHUA KJIMEHTA CONMPOW3BOAMTENEM LEHHOCTH
n ee OCHOBHbIM cynpeit [42]. C.JI. Bapro n P®. Jlam ak-
LEHTHPYIOT BHUMAHHE HA KIIOYEBOH PoJiM noTpeburens B
mporecce cosznaHus ueHHocTH. Co3naBaTh LEHHOCTb —
B3aMMOREHCTBOBAaTE C MOTpPeOUTENIEM W YUHMTBCS y HEro
ajanTHpPOBaTLC K HMHIAUBHAYAIbHbIM U MOCTOAHHO Me-
Hstoummes T, M-r MoXeT TONIBKO CO3AaTh LIEHHOCTHOE
npemnoxenne (UII), a notpeburens NoMKeH ONpeNeTHTh
LICHHOCTh W Y4YaCTBOBaTb B €€ CO3JaHHUM uepe3 Mpouecc
notpebnenus. lleHHocTs He OyneT peanu3oBaHa, Noka Io-
TpeGuTEeNb He NMPUMET Y4YacTHs B NEHCTBHUAX, COCTaBNSIO-
umx I'Y, u noka oH He Bocnosaksyercs I'Y. B pesynwrare
M-r Oonble He MOTYT AEHCTBOBaTh aBTOHOMHO, paspaba-
TeiBag I'Y Ge3 yuactus norpeburens. HNotpeburenu pomx-
Hbl ObITb aKTHBHBIMH YYacTHMKaMHM CO3JaHUSt LICHHOCTH,

BOBJICYUEHB! B NPOLECCHI ONPeNeNcHUs U CO3aHUs LEHHO-
cti. Co3nanHblil ¢ yyacTueM NoOTpeOuTENns ONbIT MCMONb-
30BaHua I'V cranoBurcs ocHOBOM uLeHHoctu [43]. Llen-
HocTb I'Y yHMKankHa 108 K&KAOrO OTIENnbHOro norpedu-
TENA, 3TO Pe3yaAbTaT TOTo, Kakoi onsIT ucnonb3osanug I'Y
nonyuyaer knueHT. Corsacho C. Bapro u P. Jlaw: onwbir
ucnonb3oBadusd ['Y He cyluecTByeT, noka KIMEHT HE Hc-
nbiTaeT ero. IIo3ToMy M-T He MOXeET 3apaHee co37aTh HU
onsIT, HU L1, a nuLIL NPEANOXKUTL KIMEHTAM YCIIOBUS JUls
NOJIyYeHus onbiTa U GopMupoBaHus UeHHocTH, — LII1. OT-
Ka3 OT NMPU3HAHUS B3aUMOCBA3M cTouMmocTH 'Y U ee Len-
HOCTH NIPHUBENH K TOMY, YTO MOCJECAHAR CBOIMTCS K BOC-
npuATHIo T'Y KNHEHTOM, 4TO COBNANAET ¢ OnpeleNcHHEM
KTY k. Kpouun u C. Teitnop B pamkax 4-ro noaxo-
Ia. PaccMOTpeHHble MOAXOAR!I CHCTCMATH3UPORAHbI ABTO-
paMU C TOUKH 3peHHUs 0ObeKTa, 110 OTHOMIEHHIO K KOTOPO-
My bopMmupyeTca cyxaeHHe cyObeKTa, W KIOueBbIX (ax-
TOPOB, RIUSIOLUMX HA JAHHOE CYXIeHue (puc. 4).

TlpeBocxonacisoe Cocramigiomue
OXKHABHHR BOCHPHATHE LEHHOCTD OFIbIT
YCAYTH Kauecrsa
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Puc. 4. Cucremarusauns noaxonos k onpeaeneHuio KI'Y no o6bexTy H koueBsIM pakropam GOpMUPOBaHUs CYIKIAECHNS
06 obbekre: 1 — o6bekT cyxkaenus o KI'Y, dopmupyromee cy6sekT OLEHKH; 2 — OCHOBHOH (hakTop, BIUSIOWNHA Ha
($hopMupOBaHME CYIKIECHUS

CornacHo puc. 4, NATHIA MOAX0A UHTETPHPYET BCE
KmoueBble koHuenuun onpeneneHus KI'V, a Bocnpusitue
notpebuTens — KItOUEBO KOMMNOHeEHT cyxaeHus o KI'V,
T. K. YYaCTBYET B €r0 CO31JaHUH C TIO3MLUM YeThIpeX Moj-
XOJI0B, UTO NOATBEPIKAACT CYOBLEKTUBHYIO U CUTYaTHBHYIO
npupony kareropu KI'V,

3. [leas ¥ 3aaa9M HCCIEOBAHUS

Llent w 3anaun uccnenoBaHWs — ONpeeuTE dak-
Toph! YKM.

Za noctikenns nocrasneHHol nenu HeobxoauMo
BBINOJIHHUTH CIIERYIOLLUE 33]a4H;

— paccMOTpeTh  KAYeCTBEHHbIC  XapaKTEPHCTHKH
KIMM r. Kunema, nepcnekTHBY COXpPaHEHHS M Ppa3BUTHS
KIIM na PT'Y;

— narb aHanu3 fAelictByromwero Y3, kacawoerocs
KT 1 xnaccudukalu, opr.-npaBoBeIX OCHOB CO3aHUS M-T
M, Ha OCHOBAHHM aHanu3a Y3, clenaTth BbIBOABI, KOTOPBIE
nomoryT MM pa3zo0parbcs B TOHKOCTSX HOPMAaTHBHOM

6a3bl 1 H36EXaTh BO3MOXHBIX TIPOOIEM € HANOTOBHIMU
opranamu, cynom u ap. KI'O;

— CHCTEMATH3NPOBATh HAYUYHbIE MOIXOIBI K OMNpe-
AeneHuto noHaTus «KI'Yy. Onpeaenuts OCHORHbIE NIOAXO-
nbl, BBISBHUTh MX CYTh, CXONCTBA M OTIMYMSA, MCCIIENOBATDH
cea3zanHble ¢ KI'YV MOHATUS: ONBIT, UEHHOCTb, OXXWUAAHME,
BOCTIpHATHE NoTpebuTens;

— packpaITh cymHocTs noHaThs KITM;

— MPOBECTU aHKETHPOBaAHHUE B 70 M-T;

— W3yMuTh Koppenaumio goctixenus KITM ¢ nosp-
il noswinenus KI'Y nyTtem ypenuuenns xareropum Ha 1%,

4. MaTepuanbl H MeTOAbI HCCTe10BAHRIA

OTa cTaThs MPEACTaBNIAET PE3yNbTaThl UCCNENORA-
Hui 06 ynpaenenuu M-r. MccnenoBaHus NpPOBOAMIHCH
aBTOpaMM HacTosillel CTaTbH, Ha Pa3OBOM, LEJCHANpPAB-
JeHHO M3bpanHoM ofpasue. lleneBsiMM Fpynnamu B AaH-
HOM HCCNenoBaHun aeagiorcs MM, Jlannble 6pu1n cobpa-
Hbl NIyTeM TpOBeNeHHA aHKeTHpoBaHua 70 MM c¢ nomo-
HIBIO CNELUANBHO CTPYKTYPUPOBAHHOM aHKETHI,
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Xopowio U3BECTHO, YTO pa3Mep 0ObekTa onpenens-
€TCs KOMMYECTBOM HOMEPOB, U3 KOTOPBIX OH COCTOMT. ['oc-
TuHMUbl B KnieBe HanGonee 4acTo kiacCHHUMPYIOTCS HA
3 rpynnbl: M-r (5—50 HomepoB), cpenHue rocTuHuiL! (51—
200 HoMepoR) u Gonsinre rocTUHLB (Gosiee 200 HOMepOR).
Hccnenyemble o6bekThl pasmerneHus obpasua BXOAsT B
KaTeropvio M-I, UMEIOIINX MeHee 50 XHUIIBIX HOMEpOB.

TIunoTt-uccnenoBanus GBUIN NMPEANPHHSTH IS TO-
ro, uroObl BeIGpaTe HalexHyi0 BbIGOpKY. UccnenoBanus,
OCHOBaHHbIE Ha TONYYEHHBIX PE3YNbTATaX, NOJIKHBI MO-
MOYb ONpEeAeSUTE CTaHzapTHoe otkiioHeHHe (CO) 'c’ u
OTHOCUTENBLHYIO norpewmHocTk (OIT) 'e' ucnonsdys cre-
Iyiollee ypaBHEHHE:

s=[r*a/e], 1)
rae s — Pazmep obpasua MuHH-roctHHHL (sample size); r —
Koaddpuument nagexuoctu (0.96) KI'V (reliability); ¢ —
CO KT'Y; e — OII (error).

Mbl MOXXEM ONpeNesuTh pazMep obpasua, KOTOphIi
nomkeH ObITh paccMoTpeH. OlieHka OyZeT NaHa ¢ Hajex-
HOCTBIO 95 %, 4TO O3HauaeT, YTO yKa3aHHas dopMyna uc-
nons3yeT 3HadeHue 0,96 wia xoadduuMenTa HaneKHOCTH
(0-1=0, 96).

3HaueHue 3 % OIl, kak npaBWiO, NEPEHOCUTCH B
ouenky. Ilockoneky CO He M3BECTHO, OHO TOXE JOJKHO
ObITh 3aMIaHUPOBAHO U OUEHEHO. TTOCKOMBLKY 3NIEMEHTHI
MOYTH KOKIOTO pacnpezesicHHs GblJi BKIIOUEHBI B AMana-
3oHe 6 CO, npeanonaraercs, 4yTo oueHkH CO MOryT ObITH
JNOCTUTHYTHI C TEM, YTOOBI MPUHATH PAN BO BHUMAHHE IUIA
YIOBNETBOPEHUA KPUTepHsM. -[jnanason Bapbupyercsa oT
0,23 (23 %) no 0,92 (92 %), uro menaer Meauany 0,69
(69 %). YkazaHHbie NaHHbIE ABNAIOTCA PE3YbTaTOM MC-
cnenoBaHui, nposeaeHHbIX B 70 M-r r. Kuesa. OHu noxa-
3BIBAIOT, YTO:

6=0,69/6=0,115. 2)

IoacTaBuB 3HaueHWs B BhIpaXeHHe 1, MOIyYMM

cHenyomui pe3ysbTar:
s=[0,96*0,115/0,03]=13,54. 3)

MunuManpHblii pazMep BeIGOPKM S (M-T) JOIKEH
ObITH PacCMOTPEH TNIPU OMPEAENEHHBIX YCJIOBUAX (Hanpu-
Mep, napameTpbl). B uccnenoBanwe ObM  BKIIOUEHBI
70 m-r (s=70), yTo Ha NOPAAOK BBILE, 4YeM Tpebyemoe
yucio (13,54); T. o., peaynpraThl NPOBEJEHHBIX UCCIENO-
BaHWii CYMTAIOTCH HaJeXXHRIMH. HauGosblllee KOMUUECTBO
MM nanuMatotr 10 20 uen. (86,7 %). Haunbonsinee rpynna
BHYTPH CTPYKTypbl BKItouaeT oT 10 go 19 uen. (38,3 %),
nainee cieayror MM, ¢ 6-9 gen. (31,7 %), n 1-5 yen.
(16,7 %). Hanbonbluce xonuuecTBo 4ei. B obpasue — 43.
Ipu cpaBHEHUH THNA U KATETOPUM TOCTHHHUL, MOXHO CHe-
JIaTh BbIBOA, YTO HaUOGOMbIIEE YHCIIO — 3TO HeOOMBLUME TOC-
iUl 3* (50 %). Bropoe Mecto — 4* (25 %) u 5* (25 %).

Metonbl uccnenoraHus Oa3uMpyloTcs Ha JBYX OC-
HOBHBbIX NPUHLHNAX, KOTOPBIE MONAraloTCs Ha MCMOJb30-
BaHHUE OINUCATEJILHOTO U JOTMYECKOro BbIBOJZ AHANM3A.
MeToabl MHOXECTBEHHOTO PErPECCHOHHOTO aHaN3a 6ruIH
UCNOMBL30BaHb!, YTOOB! NoKa3ark poab kadecrsa B YKM B
Kuese. SPSS Bepcus nakera 11,0 6bina ucnons3oBaH ans
aHanu3a naHHeIX [44]. HapexHOCTh OUEHMBaIM C MOMO-
b0 kodbduumnenta anspa Kponbaxa, koropwiii npen-
cTaBnsger coboil Mepy BHYTpeHHel cOrnacoBaHHOCTH.

6. Pe3yanTaThl Hec/IeAOBAHUI

CopTHpys BIMSAHHE WHIWBUAYAIBHBIX OCOOEHHO-
creii na KIIM, aBTOphbl hacTosAulel cTaTbM MCIIOJIB30OBATH
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CTATHCTHYECKMii moaxoa k o6paboTke AaHHBIX, OCHOBHAS
LeJlb KOTOPOro — YCTAHOBJIEHHE BO3MOXHOCTH Onpezene-
HHMS HaIEeXHOro nokasarens cobpanubix manHbix KITM u
YCTaHOBJEHUE COOTBETCTBYIONIEH POSM B NOBBIIEHUM Ka-
TErOPHH OTeJIs Ha ONHY 3Be3ly, KaK OJHOTO U3 MpelcKasa-
teneit KITM.

B 1994 r. T'oc. KomureTroM YKpauHb! MO TypU3MY
6b1n10 u3naHo «IlonokeHne o roc. aTTecTaluy ¥ Niepeperu-
CTpaLMM TOCTHHML, MOTENEH, KEMIIMHIOB, TypHUCTCkHX 0a3
M KOMIUIEKCOB, a TaKXkKe MNpPeANpHATHIl O6LIECTBEHHOro
AUTAHUS YKPauHEI, KOTOPBIE IPHHUMAIOT M 0OCITYKHBAIOT
TypucToB». B ocHOBe IlonoxeHus JexkuT eBponeiickas
cHcTeMa KnaccugMKauuu CHCTEMb! 3Be3ll, KOTOPOit cooT-
BETCTBYIOT  OFIpEHENICHHBIA  ypPOBEHb  MATEPHUANBHO-
TEeXHU4eCcKor 6a3nl, yporHA oOcnyxuBaHus U T.A. Beicwas
KaTeropus omnpeaensnack B «5*» (¥***¥)  pyzmas —
«1*» (*). B 1994 r. B Poccun 6win pazpaboran no Epo-
neiickoMy THny HoBeii 'OCT P50645-94 «Typucrcko-
3KCKypcuoHHoe obcnyxuBanue. Knaccndukauus roctu-
HULY. 25.04.1995 r. 10 unenamu Cosera no CMC, neiicr-
syrouiero B paMmkax CHI" aror 'OCT 6b1 npuHAT 1ns uc-
MoJib30BaHus B CBOHX cTpaHax. Ilpuka3om ['occranpapra
Vkpaunsl Ne 99 ot 04.03.1996 r. aror I'OCT 28681.4-95
«Typucrcko-3kcKypcHoHHOe obcnyxuBanne. Knaccudn-
Kauusi FOCTHHHULY» ObL1 BBENEH B AEHCTBHE B YKpauHe C
01.01.1997 r. TOCT ycranarnuBaer knaccudukauuo roc-
THHHML (MOTeNeil) pa3NUyHBIX OPr.-NPaBOBBIX GOPM EMe-
CTUMOCTbIO He MeHee 10 HomepoB. Knaccudukaums He
pacnpocTpaHseTcs Ha JoMa M NOMELICHHS, CIABAacMbie B
Haem 1u1s npoxusanus. B I'OCT conepkarcs obmme tpe-
60BaHMS K FOCTHHHLAM: KiaccuuKaLus TOCTHHHL OCY-
LIECTBIACTCH N0 KATErOPUSM M OCHOBAHA HA KOMILIEKCE
TpeboBaHuil k:

— Mar.-tex. obecneyenuio; -HoMeHknaType H KI'Y;

—ypoeHro I'Y. Kareropus o6o3HauaeTcs creuu-
aNbHBIM CUMBOJIOM — «*» (3Be31a).

Koanuectro 3BC3/1 YBEIITUYUBACTCA B COOTBETCTBHH
¢ nopbllienueM ypoHs KI'V. Toctunuusl knaccudbuuu-
PYIOT MO 5 KareropusM, Moteaun — no 4. Bruicuuyro karero-
pHIo 0003HAYAIOT «****%y; HU3IYI0 «*».

B VYkpaune ecth ueTkue TpeOoBaHMA, KOTOPBIM
JOJDKHBl COOTBETCTBOBaTb TOCTHHHUIBL, YCTAHOBJIEHHBIE
HC VYxpauns: TOCT ACTY 4269:2003 u Hotelstars Union.
TpeboBaHna 1ng FOCTHHMLL Karteropus 1-5* npuBeneHml
HUXKeE!

Tocmunuyer 1*:

— OTHeNIBHbIE BXOAB! [ OTAbIXAIOIIUX U I Nep-
COHaNa rOCTUHULIBI,

— MapKOBKa, ¢ KOJNMYECTBOM MecT, paBHoM 10 %
WIIY BBILLE OT KOJMYECTBA HOMEPOB;

— 371aHUAX BBICOTOM OoJsiee 3 3Taxeil H0MKeH OhITh
mudT;

— caHy3en (BaHHas/Iywl, TyaleT) — HE MEHEE YeM B
25 % or ofwero KonMUeCcTBa HOMEPOB;

— caHy3esl — Ha Ka)JOM 3TaX€ FOCTHHULbL;— KONH-
YeCTBO OJHOMECTHBIX W IBYXMECTHbIX HOMEPOB — HE Me-
Hee 60 % OT BCceX HOMEPOR;

— B IPUEMHOMH — 30HBI OTABIXA U OXKUAAHUS;

— TJIOINaAb OJHOMECTHBIX HOMEpPoB — 8 xB. M,
JIBYXMECTHBIX — 12 KB. M;

— KOMIUIEKT TIOCTENIHBIX Belled M TNOCTeNLHOro
6enbs: MaTpall ¥ HaMaTpalHHUK, 2 NMOAYLIKH, OAEANO0, AO0-
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MIOJIHUTENILHOE OJESUI0, OKPHIBAIO HA KPOBATh, NPOCThIH,
NONOAEANBHHK, HABONOYKH;

~ KOBpPHK BO3/1€ Kax a0 KpoBaTH (1o o6e cTOpoHbI)
B Cllyuae OTCYTCTBHS KOBPa MM KORPOBOTO MOKPLITHA Ha
nony;

~ Tym604Kka (CTOJIMK) BO3N€ KAKAOrO CAATBHOTO
MecTa;

— Bellanka AN BepxHel omexAb U TONOBHBIX
y6opos;

— CTy/nbA WK Ap. Mebellb 1 ciaeHus (110 OTHOMY
Ha KaXIOTO TOCTH, HO He MeHee 2 B HoOMepe);

— KOBPHK Ha TIOJ1y B CaHy3JIe;

— HE MeHee 2 NOJIOTEHEL Ha KaX0ro rocTs;

— CTaKaHbl LISl KAKIOro roCTH;

— CTON WJIY MACHMEHHRIH CTON;

— TeNEeBU30p 1o Tpebopanuio rocts. Obwue Tpedopa-
HH3 K KayecTBY 060pYROBaHHS W OCHALIEHUS TOCTHHHLL 1*.

IlNocTuHBLBl kKaTeropun 1* MOryT 6bITH NOCTPOEHBL
U3 HENOPOTUX CTPOMUTENBLHBIX MATEPHANIOB, HMeTh 06OpY-
JOBaHHe U Mebenb, BhIYINEHBIE CEPHITHO, HO Bca Mebens n
371eKTpoobOpYIOBaHHE NOMKHBI OBITH HMCMpaBHbI, (YHK-
uuonansHbl. IlocTensHoe Genbe U NONOTEHLA AOKHBI
ObITE KauecTBEHHbIE, Ge3 noppexeHuil. CaHy3/bl AOKHDI
6bITE 060PYIOBaHB! UCHIPABHBEIM 00OPYIOBAHHEM, CTEHBI U
10N TMOKPbITHl  BOJAOHENPOHHLAEMBIM  MATEPHANIOM.
(ACTY 4269:2003.) Kpurepuu Hotelstars Union: Hanuumne
BaHHbI/NylIeBOH KaOWHKHU U TyaJleTa BO BCEX HOMeEpaX.

locmunuyer 2* (MOMUMO BCeX BhIllEyYKA3aHHBIX
TpeboBaHNi TOIKHEI TAKKE NPUCYTCTBOBATD):

— pecTopaH Unu kKade (AN rocTUHHML ¢ KOJUYecT-
BOM HOMepoB Gonee 50);

— MHOTOKOMHATHEIC HOMEpa WIH BO3MOXHOCTb CO-
€AMHEHHA HECKOJBKMUX HOMEpOB NpH Tako#i Heobxo-
JUMOCTH;

— HalM4uHe CaHy37la, KaK MWUHHMYM, B TOJIOBHHE
HOMEpOB;

— KOJIMYECTBO OIlHO/LlByXMCCTHLlX HOMEpPOB — HE
Mene 80 % oT Bcero HoMepHoTo ¢oHAa.

O0bwpe TpebGoBanus K KauecTBY o0OpYNOBaHUS M
ocHallleHHsl TocTHHAL 2*: Bce 060pynoBaHHE MOCTHHHLB!
MOXeT OBbIThL Heoporoe, Ho (PYHKUMOHANBHOE, HCIIPABHOE,
B XOPOLIIEM TEXHUYECKOM cocTosHHH, [TocTentHoe Genbe B
XOpoleM COCTOAHHMH, HE W3HOWIEHHoe, Ge3 NOBpexXKICHUH,
U3 HATYPATBHBIX MM HATYpaJIbHO-HCKYCCTBEHHBIX TKaHeil:
MOXET ObITh OIHOTOHHOE WIH C PHCYHKOM, Oenoe wnu
LIBETHOE, KNETUaToE MK B NoNocKy. OcHalleHHe CaHy3NnoB
JBOMKHO UMETb 3CTETHHECKUH BHA, CTEHB! B MO NOKPHITHI
BOJIOHENPOHHUIIAEMbIM MaTepHAIOM U CHENaHbl KA4€CTBEH-
HO, 6e3 BuaAnMbIX Henoctatkor. (JICTY 4269:2003.) Kpu-
Tepuu Hotelstars Union: npeaocTarnenre rurueHUHECKNX
cpencts (3yOHas 1weTka, 3yGHas HUTh, HaGop i GpuThbs).

Tocmunuybpr 3* — aBRAOTCS rOCTMHULAMH HOBOTO
KaueCTBEHHOro ypoBHs. TloMumo ykazaHHoro Habopa yc-
Jyr OTeb JOMKEH NPETOKUTh:

— KOH(epeHL-3a1, 06opyaoBaHHbI HEOBX0AUMOIH
annaparypoit;

— MapKOBKY MJIM rapax, pacCUMTaHHble Ha KOITHYe-
CTBO MECT, cOCTaBNAcHIMX He MeHee 20 % OT HOMEpHOro
¢donna;

— NapHKMaxepeKyro;

— Gap/pectopaH;

— B FOCTMHHLIAX 3TOTO KJacca BCE HOMEPA JIOMKHBI
ObITH 060PY IOBAHBI CaAHY3/1aMH;

— BCE HOMEPA TOJBLKO OJHOMECTHbi¢ (IolAnhL
9 KB. M) WM IByXMecTHEIE (14 KB. M);

— He MeHee 3 MOJOTEHEL Ha KakI0ro rocts (kpoMe
otenel 4%, 5%);

— manoyka 6aHHas Ha KaXIOro rocTS;— LIBETHOI
TENEBU20P B KAKAOM HOMEpE.

Obmue TpeboBaHMs K kauecTBy OOOpYyHNOBaHHA H
OCHalleHHs rocTHHHL 3%: 31apue rOoCTHHMUB OKHO
OPraHM4YHO BIMCHIBATLCS B ApXMTEKTYpHbIH aHcam6nb
yauLsl (IUI0LAaN), MIaBHbIA acan 3aaHus OOHKEH COOT-
BETCTBOBATh OTIPEACNICHHOMY AapXUTEKTYPHOMY CTHIIO.
Ecnu 3maHde nocTpoeHo MO HeylNayHOMY NPOEKTY H OHO
HMeEET MeBBIpa3UTeNIbHbIN (hacan, AomKeH GbITh NpUMEHeH
LWIMPOKUI CNEKTP COBPEMEHHBIX CTPOMTENbHBIX TEXHONO-
THIf ¥ MaTepualoB, KOTOPbIe JAlOT BO3MOXHOCTb CAENATh
BHEUIHWH BUA NpHBJieKaTeNbHbIM. Mebens U oGopynosa-
HME MOryT ObITh U3 MATEPHANIOB CPEAHEHt CTOMMOCTH, HO
Xopouo o(popMIIEHB! U COOTRETCTBOBATh €IUHOMY CTHIIO.
Bce ofopynoBanue 1omxHO OBITh B XOpPOILEM TEXHHYE-
CKOM COCTOSIHMHM M cO31aBaTh Y1oT. HoMepa u obimecTBeH-
HBIE NOMENEHUS YKPALIAlOT JeKOPAaTHBHRIMH dIEMEHTaMH,
KapTMHAMHU HITH APYTUMH XYJAOXKECTBEHHBIMU TNPOM3BENe-
HuaMmu. TlocrenbHoe Genbe W3 HATYpanbHbLIX TKaHei, He
M3HOIUEHHOE, OJHOTOHHOE WIM C PHCYHKOM, Oenoe unu
LBETHOE, KIleTuaToe Wiy B nonocky. Canysnbl 0Gopynyor
KaueCTBEeHHbIM O00PYIOBaHHEM Cpe/IHeil CTOMMOCTH, CTe-
HBEl U TION TNOKPBITH BOJAOHENPOHUUAEMBIM MATEPUAIIOM,
cnenanb 6e3 HenocratkoB, (JICTY 4269:2003.) Kputepun
Hotelstars Union:— Tenedon B HoMepe;— UHTEPHET-AOCTYN
B HOMepe WY Ha Omuxaiiiueil kK HeMy TEpPUTOPUH;— ABY-
S3BIYHBIN TIepcOHAN (HEM. M aHIJI. 93bIKH);— ApUEMHas B
TOCTHHHUE OTKpbITa 14 yacoB, 24 yaca — AOCTynHa 1o Te-
negony.

B zocmunuyax 4* (B DONOJIHEHHE K NPEABIAYLINM
I'V nonxHbl 6bITS):

— cayHa; -

— KOcMeTHUeCKH kabuHeT;

— PECTOPAH C HECKONILKUMH 3aj1aMi;

— MIOaNb OJHOMECTHBIX HOMepoB 16 KB. M,
JABYXMECTHBIX — 20 KB. M;

— BayHa (He ayuieBas kKabMHKa) B cany3nax;

— KOBEP WJIN KOBPOBOE NMOKPLITHE NONA;

— Kpecno IS OTAbIXa (KaK MHHMMYM JIBa Ha HO-
Mep) I MSTKHH HBaH;

— He MeHee 4 NONOTEeHEL HA KaKAOro rocTs;

— (peH AN CYUIKH BOJIOC;

— Habop nocyasl Ang NMHTLEROH BOJbI, 4as U MHHH-
6apa;

— J)KYpHaNbHBIH CTOJMK;

— TMCBMEHHBIA CTON €O CTYJAOM MM pabounm
KPEeCIIoM.

Obuwme TpeOoBaHMs K kauecTBy oOOpYIOBAHUS M
OCHAUIEHUSA TOCTUHHL, 4*: 37aHue TOCTHHHUILBI JOIXHO
OpPraHH4YHO BIHCLIBATECA B apPXHTEKTYpHbI aHcambib
yaunet (nnowanu). Bee dacany 3nanus noyxHb! COOTBET-
CTBOBATbL ONPEAENEHHOMY, YETKO BbIPAXKEHHOMY apXuTeK-
TYPHOMY CTHIIIO; B CJIyuae PEKOHCTPYKLWH 3[JaHUS — UCTO-
PUUECKH-APXUTEKTYPHOTO NAaMATHHKA, HEOOXOAHUMO CO-
XpaHHTh HayalbHbli BHL Gacanos, ¢ppecok, BHTpaxeil.
Unrepsep 3naHus coznaeTcd B COOTBETCTBHM C €IUHBIM
JU3aHH-TIPOEKTOM, CTEHBI YKPAlIalOT XYAOXECTBEHHBIMH
NIPOU3BEACHUAMH, TapMOHUPYIOIUUMH C HHTEPhEPOM.
CrpoutensHele MaTepuaibl, Mebens u obopynoBaHue o6-
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HICCTBECHHBIX TOMEIICHU M HOMEPOB JOJKHBI ObITh U3
JOpOruX MaTepuanoB, KOMGOPTHbIE W B OYEHb OpPOLUEM
TEX. COCTOSAHUH, Bo Bcex moMeleHusx AOJKHEI ObITh KOB-
pBl UM KOBPOBLIE MOKPBLITHSA OTIMYHOrO kadectsa. ITo-
CTeNbHOE O€llbe W3 TOHKOTKAHHBIX HATYpaJIbHbIX TKaHEiA,
6enoe wnu uBetHoe. CaHy3nbl 06OpyNOBaHbI Ka4€CTBEH-
HBIM JOPOrHM OOOpPYHAOBaHMEM B OTIIHYHOM COCTOSHHH,
CTEHB! ¥ NOJ1 TOKPLITHl BOJOHENPOHHLAEMBIM MaTEPHAJIOM
He MEHee 4YeM Ha JABe TPEeTH MOBEPXHOCTH HO BBICOTE.
(ACTY 4269:2003.) Kpurepun Hotelstars Union:

— BeCTUDIONE C MECTAMY IUIS OTABIXA;

— MUHU-6ap;

— OanHbIlt XanaT/Tanoukd, pa3HOC HAIUTKOB IO
TpeboBaHmio;

— JOCTYT K HHTEPHET;

— npueMHas oTkpbiTa 18 vacoB, 24 waca nocTynHa
o tenedony.

Tocmunuyer 5* (nOMHMO Bcex NpeablayIiuX Tpe-
GoeaHuin):

— BacceliH ¢ cayHoii;

— MEANYHKT;

— HOuHOH Kny0;

— MIOILAAb ONHOMECTHBIX HOMEPOB — HE MeEHee
18 KB. M, IByXMECTHBLIX — OT 25 KB. M;

— OaHHBIH Xanar u GaHHBIE TANOUKH HA KAXIOTO
rocTs;

— MUHH-ceiid B KaXXA0M HOMepe.

OO6wne TpeboBaHUs K Ka4yeCTBY OOOPYNOBaHUS M
OCHalleHUs FOCTHHHML 5*: TpeGoBaHus K 3JAHHIO TaKHe

’&Ke, Kak K 'OCTHHMLAM Kateropuu 4*. MckmounTenbHbii
auzaitn untepeepa. Homepa, xonbl, BecTHOI0/b YKpaUieHb!
aBTOPCKUMM paboTaMH: KapTHHaMH, AEKOPATHBHbIMH YK-
palleHHsIMH, KepaMuKkoH, robeneHamyn U 1. n. Ilpeamersl
HHTepbepa M ohOpMIEHHE CO3JAlOT pecnekTabelbHyIo
armocepy. Obwee obopynosaHue, obopynoBanue obuie-
CTBEHHLIX TOMELIEHUH, KOMHAT M CaHy3j10B, Mebenab M
KOBpBI JOJDKHBI OBITB M3 CaMbIX IOPOTHX MaTepHanog,
UMeTh COOCTBEHHBIE HEMOBTOPUMbIE OCOOEHHOCTH U HAaXO-
IuThes B GesynpeunoM coctosHuM. Ilocyaa M CTONOBbIE
npu6opsl JOMKHBI OBITH OOHOIrO CTWIIS, FrapHUTYpHbie. TTo-
CTenbHOE GeNbe U3 TOHKOTKAHHBIX HATypalibHBIX TKaHeH ¢
BBILUMTONM MIM  BbITKAHHOM 3MONeMoil  rOCTHHULEL
(ACTY 4269:2003.) Kputepuu Hotelstars Union:

— NpUEMHas OTKphITa 24 yaca;

— MHOTOS3BIYHBIN NlepcoHan;

— YCNYFH KOHChEPKAa ¥ MApKOBKa aBTO CIyXKalluM
FOCTHHHLIBE,

— NPOCTOPHBIA X0/ ¢ MECTAMH Ui CUICHUS, cep-
BHCOM pa3HOCa HAIIUTKOR,

— MuHM-6ap, KOocTaBKa €11l U HAMUTKOB MO 3aKa3y
KPYTIJIOCYTOYHO,

— MPUBETCTBHE KaXAOI'O TOCT, CBEXHE LBE-
ThI/IOJAPOK B HOMEPE.

Tonbko NpU YAOBIETBOPEHHH BCeX TpeboBaHMi
BO3MOXHO  MPUCBOGHUWE  TOCTHHHLE  OMNpeneseHHOH
KaTeropHH.

Ha puc. 5 oro6paszum KIIM.,

Koskypestoctio Paspaotua
colitioe Hepeso nesch KPHTEPHCE Oax
pemyIECTBe OYPORTHOCTCOBHOT
- ROHKYPOHTHOTTTONH o
rocnom | 7] et
Henonwso Hax
DaHME coxpane
SHAHHE | RS
HABLIKOB, nosu
2 TaKEe auf,
PROBUTHE BOIAEPK HCTOMHHKI:
pEcypeoB ATHCR OT
{akrupos) Koifips
N / CPEIA
) Yuer: KOMITAHIESA
I?Oﬂ)‘g::c Coagnne -YHHKLTBHNY, 2018
;“’G:m COOCTREH MUHB-{OCTHHRUR
HEIX, YOIYE M ACHTCABHOCTH,
CTOIMOCTH yHIKAS ~VCAYE H JCRTEILHOCTI,
. \);::luu"u.k’ﬁ HEX KOTOPAC XOHRYPCHTAM,
otmone | | | ocobcmmor | ®™  guuypipyiomns na
Lot el MHEH- PHHEE
m:lx;{ufm FOCTHRIGE TOCTORPHINCTEE,
KINCHTOB ot
CKOIHPOBATH
orens.

Puc. 5. KonkxypeHnTHOE MpenMy1ecTRO MAHH-TOCTHHHL

KITIM ¢dopmupylotca Gnaroaaps AeSTENbHOCTH,
GYHKUMSM M KayecTBaM M-T, KOTOpBIE JIyullle, YeM Yy MX
KoHKypeHTOB. Co3nanue KTIM MOXHO onmpenesuTs TOIbKO
NO CPAaBHEHHUIO C KOHKYPEHTaMH, 3TO 3HAYHUT, YTO M-T He-
obxoauMo coznaTh GONbIIE LCHHOCTH, YEM Y KOHKYpPEH-
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— KOHKYPEHTaM CJIOXHO CKONHPOBATh HX. M-T,
noanepxusatowme KII, B nepByilo ouepens Te, KOTOpbie
061analoT NPOYHOCTLIO W BO3MOMXHOCTIMHM yis GLICTPOro
npeobpaszoBanus 'Y,

Knrou k ycnexy — obecneuenne VI 3a cyer pa3su-
THS HABBIKOR, 3HAHU} W NPOLIECCOB, JIEFKO aNalTHPYEMBbIX
K usMmenuuBbiM 1. CyuecTBYIOWAR KOHUENTYATH3ALHA
noustis KI'V nokasbiBaeT e CIOXHOCTh M AankHeiilliee
paseuTHe. Ha ocHOBaHMM paHee NPOBENEHHBIX HCCIIEAOBA-
HUii, aBTOPHI 3TOM CTaThbH YCTAHOBWIM ClieAyIOLHE YTBED-
xaenus: V1: KayectBo rocTHHUYHOrO ofciay)XUBaHUS Ha-
NpSIMyIO 3aBUCUT OT KauyecTBa OTHenbHeix I'Y. V2: Boc-
npuste KI'Y HanpsMylo cBS3aHO C BOCNpPUATHEM Kayect-
Ba obcnyxuranng. ¥V3: C noesitienueM KI'V, KIIM 6Gyaer
yBenuuuBateca. ¥4: VBenuuuBas KaTeropuio M-T Ha [ Ka-
teroputo (peitunr 3eesn), KIIM 6yner ysenuueno. dna
NPOBEPKH 3TUX YTBEPXKICHHUHA, aBTOPHl paccMOTPENH JO-
KYMEHTBI McceoBaHus (B paMKaX HCCIIENOBAHUS YPOBHA
W Ka4gecTBA) KauecTBa M-T CPEIHETO KIIACCca NO CPABHEHHUIO
co BceM xunbeM Kuepa u peanusauuio kadecTBa B FOCTH-
Huuax. Knaccudukauus M paHXHpPOBaHHe OTENBHOIO Ka-
4yecTBa OLEHMM HO wxane: or 3* o 5*, Kpurtepun nosny-
ICHHS CPEAHUX OLUCHOK FOCTUHHUL — UX UUCIIO U KaTeropus.

Kpome Toro, cyllecTByeT cheayiowas cpeauss
ouenka KI'V cpennux u KpynHbIX FOCTHHMI 1O CpPaBHe-
HMI0 ¢ 70 M-r, B3ATBIX B HECKOJILKHX opoaax YKpaumsl,
BrJitoyas r. Kues, naHHble npeacTaBneHs s tabn. 1.

Tabanua 1
Cpennsas ouenka K'Y cpeHNX ¥ KpYMHBIX FOCTHHULL IO
CpaBHEHHIO ¢ 70 M-T, B3ATHIX B HECKOJILKMX IOpOAAx
Ykpaunsbl, Bkmoyas r. Kues

T'ocTuHHLB! 3* 4* | 5* | Cpennss ouenka
T'ocTHHUIBI 315 142 23 3.14
BCEX KATEropui
M-r 30 25 15 3.75

Hemounuk — uccaredosanue asmopog

Ortciona cnenyet, yro KI'V M-r Bpiie no cpasme-
Huto ¢ KI'V cpenHux W KpynmHBIX TOCTHHMII, a, CleNOBa-
TEIbHO, HEOOX0OMMO pa3BMBaTk M-T M ynpollaTh 3aKOHO-
JaTeNbHBIC NIPOLELYPhl, Kacatolliecs Kiaccudukauun, KT,
OTKPBITHA M (YHKUHOHHUPOBAHUS M-T. CpefHHE OLEHKH
KT'Y Bcex xareropuii M-r, B COOTBETCTBMM C YKa3aHHBIM
cpaBHeHHeM, apnsercd 3,14 W SBASETCS OTHOCHMTENLHO
HU3KUM, NpuHuMas Bo BHumanue TII1. TIpumepwmr M-r ne-
MOHCTPHPYIOT, 4TO MX cpeauuil 6ann KI'V sbiwe no cpas-
HEHHIO CO cpenHel oueHkol OObMHBIX rocTiuuy (3,75).
3T0 CBA33HO C UHBECTHUMSMH B M-T' H yiydineHueM KI'V
Gnaromaps CTPOMTENBCTBY HOBBIX TOCTMHMU. Ilpu 3TOM,
HeoOXO0AUMO NPUHATL BO BHUMaHUE TOT ¢akt, MM 3a6o-
TATCA O UX KauecTBE CaMOCTOATENbHO (96,7 % unu 58), B
TO BpeMs Kak Tonbko 3,3 % MM ucnonssyror BHEmHHE
YCAYTH KOHCYJIBTAHTOB, CBA3BHHLIC C KayeCTBOM. Xota
MM oTMeuaeT, 4TO Ka4eCTBO — MX OCHORHAs CTpaTeruye-
cKas Ueb, MCCIENOBAHNS NOKA3ANH, YTO CTpATErus Kave-
CTBA TIPAKTMKYETCS TOJBKO HA JEKIAPATUBHOM YPOBHE.
T. 0., MM nMeeT NocTosHHYIO 33/1a4y BHeApPEHUS M CpaB-
Hewng Kavecrsa B Guswece. XOTR KATCrOpHA 3AAHHA M-
NpencTaBlfeT TEX. IEMEHThl M BKIIIOYAET CTATHYECKUI
SMEMEHT KA4YeCTBa, KaK HeoOXOANMBIN 3jieMEHT KauecTsa,
HO OPUEHTHPOBAHHBIC HA PHIHOK JUHAMHYECKHE 3TIEMEHTEI

KayecTea, ajantupoBanHbie kx I1I], noaBepkeHb! NOCTOAH-
HBIM U3MCHCHUSIM.

PasBUTHE COBPEMEHHBIX BUAOR TYpU3Ma, PUBOAUT
K NMOBLILIEHUIO pa3Hoobpa3us komnekturHbIX CP, npexne
BCEro, FTOCTHHUIL, UTO NMPHBOAUT K TOSABIICHUIO PA3IMYHBIX
NIOAXONOB K CTPYKTYpH3aUMy U CETMEHTALMM FTOCTHHUYHO-
ro X034iCTBa, COTIACHO KOTOPBIM BBIJACAAIOTCS Pas/iH4HbIE
rpynnel CP. Ha Vkpaune neiictyer «Ilopsnok npenoc-
TaBJIeHHA YCAyr MO BPEMEHHOMY pa3MelleHUIo (TIpoxUBa-
HHIO)», cornacHo xoropomy, Bce CP noapaznenstorcs Ha
xonnextTuBHble (KCP) (BMecTuMocThio cBbiitie 10 MecT) n
wamuBuayansieie (MCP) (10 9 MecT BKIIOUMTENLHO), B
pe3yJsibTaTe uero Ans Kaxaol u3 2 rpynn Beipaboran onpe-
JieIeHHBI MEXaHU3M perucTpauuu, ¢GyHKUHOHUPOBAHN,
BEACHUA HAJIOTOBOWM, CTATUCTHUECKOHW M Jp. BUIOB OTYET-
Hoctu [46] KCP:

1) rOCTUHUYHOrO THMNA: TOCTHHHLBI, MOTEJIM, NaH-
CUOHATHI, TUISHKHBIE POCTHHULBI, KNyOHBIE HOMEpa, rocre-
BbIE AOMA, JIp.;

2) cneuManH3upoOBaHHBIC: TOCTHHHLLI NpH Jieueb-
HBIX 3aBeJCHUAX, Jlareps TpyZAa ¥ OTAbIXA, TPAHCIOPTHLIE
CP, npuiOoTBI M XHXKHUHBI, KOHTPECC-LIEHTPEL, AP.;

3) mp: Typ. 6a3bl, XOCTENb], Typ. AEPEBHHA, KEMITWH-
ru, 6yurano, np. UCP:

4) yacTHble, YaCTHOE XKWIHLIE (KRapTHPbl, BHIbI,
KOTTEMXH), apeHIyeMble KOMHATHI B YAaCTHbIX JAOMax,
apeHAyeMble NOMELICHHUS Y YaCTHBIX areHTOB, pa3MelllcHUe
Y POACTBEHHUKOB H 3HAKOMLIX, Ap. [47].

Ha nonio Bcex rocruHun npuxoaurca ao 65 % auun,
3aHATHIX B TYp. cepe, H okoio 68 % Bcex NOCTYMIEHHUH
OT TypU3Ma. TTosiBNnedue HORBIX M-T' 3HAYMUTENLHO TIOBbIIA~
€T NPUBJIEKATENLHOCTh PETHOHA, YBETHUUBAs NOTOK TyPH-
croB. Ot KI'Y no pasMeilueHuIo 3aBUCAT TaKHe TICUXOJIOTH-
YECKHUC ACIEKThl TYPU3Ma, KaK BbICOKAas OLCHKaA opraHuia-
uun npebpieannsg UT n VII.

TocTunuubl  061a0al0T CBOMMM  XapaKTEPHBIMH
TIpU3HAKaAMHU;

— COCTOST U3 HOMEPOB, YHNCJIO KOTOPhIX NIPEBBILIACT
onpeneneHHbIH MHHUMYM (06bIYHO 5 M Bonee HOMEPOB),
HMEIOT eNUHOE PYKOBOJCTRO;

— NpenocTaBngoT pasHoobpasHeie I'Y, mnepeveHs
KOTOPbIX HEe OTpaHUUYHBAETCA €KEAHCBHOMN 3allpaBKOil 1o-
cteneli, ybopkoil HoMepa U caHy3/a;

— CTPYNNUPOBaHbl B KJNACCHI U KATErOpHH B COOT-
BETCTBMHM C NpenocrasiseMsiMu I'Y, uMerommes obopy-
JOBaHUEM H CTAHAAPTAMM CTPaHbI;

— HEe BXOIAT B KAaTEropuio CHEelMalTu3UpOBAHHBIX
3aBelleHU (Jlareps, MPUIOTH U T. A.) [48].

Cornacuo [ICTY 4268:2003 «Ycnyrn T1yp. CP.
O6mne TpeboBaHUSA» TOCTMHHMLA JOMXKHA UMETh BMECTH-
Moctb otT 7 u 6onee nomepor (JICTY 4268:2003), a B co-
otBercTBHH ¢ JICTY 4527:2006 «Ycenyru typ. CP. Tepmn-
Hbl M ONPERENCHUA» OBITH y3aKOHEHB! TAKHE THINbI TOCTH-
HHL, KaK, HAPUMED, «arporooTesby, «aKBaTe/Iby), «anapr-
oTenby, «60TENbY, «HNOTENBY, TOCTUHMUYHO-O(UCHKII
LEHTP», «KYpPOPTHas TOCTHHHLA), «MOTENbY, «OTE/b-
JIIOKC», «OTENb-PE3UACHIMSAY, «NANal-0TeNb», «KOHTpecc-
otenby, «xoctem» ¥ T.n., (JACTY 4527:2006) [49]. Onnako
TEPMHHA «MaJiasg TOCTUHULAY (MJIM «MaJiblif OTENbY, KM-T»)
B V3 He cyulecTByeT, Kak He CYLIECTBYeT TpebOBaHMH,
cobmonad koroprle MM nim apennatopsr Manogopmar-
HBIX CPENCTB Pa3MELUEHHs MOTJIM Obl BHECTH BECOMbIH
BKNaJ B pa3ButHe Typ. buzHeca Ykpaunsl. IlapannensHo ¢
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NOHSTHEM «TOCTHHULIA» BCE YAIIE MCMONBIYETCs TOHATHE
«OTENb», KOTOPRIM NPHUHATO HA3bIBaTh TFOCTHHMIY 6onee
BbICOKOTO YPOBHA C LUHPOKUM CIEKTPOM H BhIcOKMM KI'V,
CO3AAI0LIYIO NOBBILEHHBIH KOMPOPT U aTMOchepy rocre-
NPUHMCTBA.

T'b — oana u3 Haubonee 6bICTPO pasBUBaIOLIUXCA
OTpaciieH, Ha KOTOPYIO MPUXOIUTCH OKOJIO 6 % MUPOBOTO
BHIT u okono 5 % Bcex Hanoroeblx nocrymienuii. Ero
pa3sBUTHE CTUMYJIMPYET pa3BUTHE Jp. HanpasjieHHi:
TPaHCNOPTA, TOPrOBJIM, CTPOUTENABLCTBA, CENbCKOTO XO3sid-
CTBa, TPOW3BOACTBA TOBAPOB HAPOIHOTO MOTPEGIEHHA,
cepnl yenyr u T. 4. B cpenneM, Ha kaxapie 10 TypucToB,
NPOKUBAIOLIMX B FOCTUHHULE, NPUXOAMTCA okono 3 pabo-
4PX MECT HanpsMylo, U 2 pabouuX MecTa, KOCBEHHO CBSi-
3aHHBIX ¢ OOCIY)XKUBAHNEM (COTPYAHNKH TypdUpM, TpaHc-
TIOPTHBIX KOMNaHui ¥ T. 1.). O61eMHPOBOH roCTHHHYHBIH
doHa cocTapnAET oKoio 17—-18 MAH. MECT, H maHHBI MO-
KaszaTelb NMOCTOAHHO pacTer. I'B mpuBiekaer npennpuHu-
MaTtenedi MO MHOTMM NPHYHHAM: OTHOCHTENBHO HEGOJb-
Ii¥e CTAPTOBBIC MHBECTHUMHM, PACTYIUMH Chnpoc Ha Typ.
YCnyTH, BRICOKMI ypOBeHE peHTabeNbHOCTH M, COOTBETCT-
BEHHO, CPEIHUH CPOK OKYNAEMOCTH 3aTPaT. 3a NOCIeaHUE
3 r., 6narogapsa yBENMYMBAIOUIEMYCH TOTOKY TYPHCTOB,
MupoBoil I'b nepexxuBaeT HacTOAWME pocTr — 3arpyska
oTesieil 1 CTOMMOCTb Pa3sMELICHUA 3aMETHO BEIPOC/H, TOC-
THHHLB! PaCUIMPUAK CBOE NMPUCYTCTBHE IO BCEMY MMpY.
BeicrpeivMu TeMnamu pacTet # ykp. PI'. HauGonee soctpe-
GoBanHbIMI Ha YKpaNHe ABNAIOTCA TOCTHHHIL YPOBHS 3%,
TOCTHHULIBI 9KOHOM-KJlacca, OOLIEXUTUA M TOCTUHMILL,
NONABILUC B KAaTEropuIO Ap.; K KOTOPOH Takke OTHOCATCS
M-r. B cdepe Typusma Manmiii I'b Moxker yenewHo pazsu-
BaTbCs HeGOoNbWMMU NO eMkocTH CP. B cBA3M ¢ TeMm, yTo
FOCTMHHMLbI MOXKHO K/JIaCCH(QHUMPOBATL 110 TAKOMY KPHTE-
PHIO, KaK €AMHOpPa30Bas BMECTHMOCTD, CNELHANIHCTAMH B
chepe Typu3Ma BRIIENSIOTCA KPYIIHBIE, CPeJHHE M M-T.
Onnako B HOPMATHBHO-TIPABOBBIX AKTAX JIEHCTBYIOLIETO
V3 TepMHHA «M-T» He CYLIECTRBYET, XOTA B NPaKTHKE BeJe-
HuA oteuecTBEHHOro I'b oH Havan npUMeHseTCs HECKONb-
Ko net Hasall. UYTo kacaerca 3apyGexHOro OmnbiTa, TO TOC-
THHHIBL MATBIX GOPM MOMYYHAH LIMPOKOE PAcTpoOCTpaHe-
Hye BO BceM MHpe. B crpanax EBponsl M-r He TonmKO
NPOYHO 3aHAM CBOIO HUILY, HO U CTAIH OAHHM U3 KITIOYE-
BbIX aneMeHToB PI'. Opomonuns I'b B Crapom Ceete npu-
Befla K MOSIBJIEHUIO 3MITMpHYECKOH nponopuuu 3:2 B 06-
CNY)KUBAHHUM KJIHEHTOB KpynHbIMM B ManeiMu CP, T. e.
Gonbiyro uacTb (0kono 60 %) NOCTOANBUER O6CIYKHBAIOT
Gonblne rocTUHULb], a 40 % TYPHCTONOTOKA NMPUXOANTCA
Ha CpeACTBAa pa3MeleHus Manbix ¢opMm. B oTHOmIEHUM
cTpykTypbl CP IO KOJIMMECTBY FOCTHHHULL CUTyalMsl UHAs —
B cTpaHax EBpoOIkl 60NkHINE OTENH COCTABNAIOT NMIIB 15—
25 % oO0Iero KONUYECTBA FOCTHHUUHBIX TPEANPUSTHI, B
TO BpeMs Kak 75-85 % nNpHXOIMTCH HA Manpie MOTETH M
OTeNH CEMEHHOTO THIA,

JTANOHOM B CerMeHTe M-I CYMTaloTCs M-I (Ppan-
LU, K&KIA8 W3 KOTOPRIX 06NaaeT YIOTOM U yHUKAIbHO-
CTbIO B COHETAHMU C YMEPECHHBIMH LieHaMu. Bce rocTunu-
LIk} 3TOH CTpaHBl NIOApasfiendioTcs Ha 6 Kareropuii (ot 1 1o
4% «moKe» W HexkaTeropuiinbie). Ilpu 3ToM pasmep roctu-
HU1LBI TIPAKTUYECKH HE OKA3BIBACT BIAMAHUS Ha KATETOPMIO,
TaKk Kak NOTpeGHTENs NONYYaeT OTAENbHbIA HOMEp, M
TOJIEKO ero 060pyHOBaHHE W HAabOp YCIyr ABNAIOTCA KpH-
Tepuamu oueHkd (Cenun, 2005). HarnanueiM npumepom
TaKkkKe MOXET CHYKMTb ORHA W3 POIOHAYANLHMI FOCTH-
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uuuHoro GusHeca — llIBeitnapusa, nbBuUHAs [0Jg €€ TOCTU-
HMIL IPUXOAUTCS UIMEHHO Ha M-T, YTO CBS3aHO C UCTOpuUeii
CO3/laHysl FOCTHHHLL, B 3TOl cTpaHe U cneuudukoil Hauum,
yMewluel# XpaHUTb MHOroBeKoBbie Tpaauuuu [50]. Tlpu-
MeyaTenieh ONbIT BenukoOpHTaHuM, B KOTOPOH M-I — cy-
LICCTBEHHbI CTUMYJ AJIS Pa3BUTHA OTPAC/H H CO3JAHHS
JONOJIHUTENBHOTO KONM4YecTBa pabounx MecT. Cpenun Gpu-
tanckux CP cymectByer 601bUIONH NPOLEHT M-T, pacmo-
JIOXEHHBIX MO Bcell cTpaHe. Tak, rocresble, hepMepckue
IOMa ¥ MAJICHbKHE NPUAOPOXKHbIE oTenu (Inn) npenocras-
nsi0T I'Y, 06bEM KOTOPBIX COOTBETCTBYET YPOBHIO 1*, Emg
ONHUM TIPUMepOoM OYPHO DPA3BMBAIOILETOCHA M-T SBJIAETCS
Poccusi, B HEKOTOPBIX pETHOHaX KOTOPOit orMeudaroTcs
NpOrpecCUBHbIE TCHACHLUH YBEAMYEHHS MOLUHOCTH TOC-
TUHUYHOTO XO34}CTBA 32 CYET BOBJIEUEHHUS B AaHHYIO Cle-
py ManodopmarHeix CP. BezycnoBHEIMM THAEpaMu B Jiene
pa3eutHs M-r saBigiorcs KpacHomapeku#i kpaif U CaHKT-
Iletepbypr, B Ilutepe, no navHeiM llentpa paszpuTus Ma-
neix oreneit 3a 2007 r., pyHkumoHupyet Gonee 500 M-r ¢
YHCIIOM HOMEPOB OT 2 10 40 (ans cpaBHeHus: B MockBe Ha
CETONHSAIIHUA NeHb, NelcTBYIOT Tonbko 65 M-r). Cneayer
OTMETHTB, YTO B HOPMAaTHBHLIX HOKyMeHTax Poctypusma
MOKa HET CJIOBOCOYETAHMA «Majlas FOCTMHULA» WIH «Ma-
JIbI OTENBY», HO BBOJUTCS MOHATHE — KTOCTHHULIBI, MOTE/IH
U Mp. ¢ KOJMYECTBOM HOMepoB MeHee 50» [SO]. Ipu 3ToM
BHYTpHU pocchiickoro PI" ycnosHo cnoxunucek 2 onpeaene-
HUA: «Mallbli OTENbY», — rOCTUHKMLA, MMetowas a0 50 Ho-
MEpPOB, 1 KMUHW-OTENL» — N0 10 HOMEpOB (B TO Bpems, Kax
MO POCCHUICKOMY 3aKOHOAATENLCTBY B chepe rocTUHNYHO-
ro xo3ficTBa, K KaTeropud rocTHHHL oOTHocsatcs CP,
umeromide Gonee 10 Homepor). Ilo nanueiM  Praktis
Consulting&Brokerage, MHHH-TOCTUHHLbI CaHKT-
Ietepbypra yxe 3anumMaror nomo B 20 % B obuieM Ho-
MepHom ¢onne ropoaa, obcnyxusas 25-30 % Typucrono-
toka [51]. Uto kacaercsa r. Kuepa u YkpauHw B 1esioM, B
HACTOfLIicE BPEMS BO MHOTMX PEerMOHax YKpawuHbl MOSB-
JIFIOTCA M-T, YCTIELIHO KOHKypupylouue ¢ Gonvmumu CP,
T. K. MOTYT NPeIUIOXKNTE TYPpUCTaM Oonee KaueCTBEHHOE,
nepcoHuduLMpoBaHHOe ofcayxkuBaHue Ha d¢one Gonee
HU3KMX LeH. O pocTe NONyJAspHOCTH HE Y3aKOHEHHBIX Ha
othULMANEHOM YPOBHE M-T CBHAETENBCTBYET TOT (PAKT, YTO
HH. TYPUCTONOTOK B YKpPauHY Ha TNPOTSKEHUN NOCHEAHUX
JIET NOCTOAHHO YBEIHYUBAETCS —~ € 6,4 MIH. MpUGHITHI B
2000 r. no 23,1 max. B 2007 r., — a k03¢ pULHCHT 3arpy3Ku
CPeacTB pPa3MellleHHs, MO OMUUUALHBIM JAHHLIM, OC-
Taéres Ha ypoBHE — 29 % [52]. T.o., npeobnanatoiee uuc-
JI0 KaK MH., Tak U BHYTp. TYPUCTOR pPacCesseTCs B HaCTHOM
cextope, mpencrasaeiHoM MCP, unn Hesapeructpuponas-
HbiMu B kauectBe CIIJ] «ManodopMaTHLIMH» FOCTHHMLA-
My, paboTatoumx 6e3 odhopMieHUs pa3pelIuTeNbHBIX 10~
kyMentoB. Cnpoc Ha I'Y BepxHEro 1IEHOBOTO CErMEHTa
(4-5*) coctout u3 UT, nonst norpebnenns — 80 %.

7. ObcykneHue pesyiLraTos

B ceronnsiuneii Bce Gonee OTKpHITON W MHTErpH-
poBaHHOW# MHpOBO# 3kOHOMHMKe, KM HMeeT neHTpanbHoe
MECTO B 3K. MBILIIEHHH Kak B PAa3BUTBHIX CTPaHaX, Tak H B
CTpaHax C NepexoAHod 3xkoHoMuKoM. IIpeumymiecTa M-t
MHoroyucneHHel. C UX rHOKOCTBIO, KPEaTHBHOCTBIO M JIH-
HAMUKOHM, OHM 0DecneuHBaIOT OCHORY IS NOCTHXKECHHS
KIT. ManeHskue M-r cozpator J0OaBNEHHYIO CTOMMOCTD,
obecneunBas TeEM CaMBIM KOHKYPEHTOCHIOCOOHOCTh CBOei
cobeTeenHoOM no3uumu Ha PI'. Xopowo nsBecTHo, 4To M-r
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PI' — ocHOBa pa3BuTHS, SAPO VIS HOBOTO TPYIOYCTPOMHCT-
Ba, @ 3KCNOPT — 3TO MOLb CTPaHbl. M-I NOA4EPKUBAIOT UX
ananrtauyio 4 rudkoctb Ha PI' myteM co3maHHs npocTpan-
CTBa, B KOTOPOM HOBBIE PELICHHA MOTYT OBITh HaiileHHI,
4yTOOB1 JONONHHUTENLHO TIOBBICHTE KOHKYPEHTOCNOCOG-
HOCTb 3TOTO CEKTOpa.

Vayumenue KIIM moxer 6biTh 06ecrieyeHo, nyTeM
HENpephIBHOIO OTCHEKWBAHHA U ajanTandH K COBpEMEH-
ueiM 111 poinka. Tosbiwas KI'Y, M-r 6yayr HanpaMmylo
cnocoOcTBOBaTh NOBLILIEHHIO XauecTRa PI'. Heinewnuii
JEKIapaTHBHEI YpOBEHL KauyecTBa MNOJDKEH NOMIEPKH-
BaThCA Ha BhicOUalilieM YpOBHE Jyig TOTO, 4TOORL:

— ynyyunts KI'Y, yto6b1 rocTH NONY4WIM Hau-
605B1LYIO 1IEHHOCTS,;

— obecneYuTh KOHKYPEHTOCNOCOOHOCTE Ha PBIHKE
JYYIIMX TOCTHHMLL A8 CO3/aHMS BBICOKMX CTaHRApTOR
KayecTBa;

— UHTErpupoOBaTh pa3MEllIEHHE B CUCTEME KaueCTBA.

[IpoeenenHble aBTOpaMK NaHHOM CTAaTbM HCCIENO-
BaHHK, ONPEAEIHIM MHOTO BONPOCOB M STO TOJBKO Ma-
JIeHbKWl 1ar B CTOPOHY TOTO, YTO INpennaraercs, M, Kak
TaKOBbI€, MPEACTAB/AIOT OCHOBY )i OyAylHMX HCClenoBa-
nuit. T. o., MoxHO nopuepkHyTh HeoGxoaumocTb Gosee
HMHTEHCUBHLIX uccnenosanuii KI'Y M-r, a takxe VII B ka-
4eCTBE €AMHCTBEHHOrO HCTHHHOTO H3MEPEHUs KayecTBa.

CTaHzapThl M-F HrpaloT BAKHYIO POJib B JOCTHXKE-
wun KI'Y. Onu nomxusl onperenuts (1. €. NPEANHCATH)
KTV, a Taoke npeacraenats co6oii Mepy i1 BOCTHXEHUS
NPENUCAHHOrO KauecTBa. Pe3ynbraThl HCCIENOBaHUSA TO-
KasbiBaloT, uto KI'V, 6eccnopHo, HaXOAMTCA NOA BIMAHU-
em KTI'. PeliTHHr kauectBa (M leHBl) conepxurca B KI' u
o6o3nauaerca 4HcaoM 3Be3d. CaMbie BbICOKHE KATErOpPHH
(5*) umeror caMble BHICOKHE CTAHAAPTHI U oBecrmeynBaloT
naunyumee KI'Y u TTl, npenocraengior WHpoyaiiiumii
BbIGOp yN0OCTB 110 caMBIM BHICOKHM LieHaM. B 3TOM cMbic-
Je, MM D0nKHBl CReauTh 3a NOCTOAHHBIM COBEPILEHCTBO-
Bannem KI'V.

Kpome Ttoro, uccnemoranus mnokasanmu, uto MM
NPH3HAJl BaXHOCTb MNOBLILICHUA KATETOPUM TOCTHHMLbI,
CBUJETENLCTBYIOIUMA O 3HAYEHWHM BBICIIEH KaTeropuu
CpenHecTaTHCTHHECKOH M-I no cpaBHeHuio ¢ ap. I'Y. Oro
TpebyET MOCTOAHHOTO LENEHANPaBICHHOTO HHBECTHPOBA-
nus B ynyuinenue I'Tl n 'V B cMbicie yIpaBicHUYECKUX
HaBLIKOB, NI TIOCTOSHHOTO PA3BMTHA CHCTEMBI, FapaHTH-
pytowueit, HanpuMmep, wnterpauuio ¢ I1I1 B Haunyqiumx
CTaHAApTaX K NOKa3aTesAX.

T. 0., aTa crarbs nmeer aeno ¢ TK M-r, yto ccrna-
€TCS HAa KATeropHio M-T (T.€., OLLYTUMBIi acrexT obcnyxu-
BaHH#A) U, B TO k& BpeMs, 3aboTutcs o @K, xoropoe BKMO-
yaeT B cebs nopspox npenocraeneHus I'Y kak Heocs3ae-
MblA acnekT o6CcayKMBaHHA (OTHOLIEHHE K TOCTAM, ATMO-
cepa B oTene, BHEIHOCTh NNEPCOHANA).

8. BriBojnt

VYKkpanHa NOCTENEHHO 3aBOEBLIBAET CBOM MO3ULIMU
Ha MUpoBOoM Typ. PI'. B HacTosiiee BpeMs pa3BHUTHE Typ.
cthepsl B cTpaHe HOHKHO WATH B HanpaBJeHHH TOHCKA
CPEACTB NPEOJIONCHNS KPH3UCHBIX ABJICHHIA H HHTEHCH(U-
KalM¥ NPOU3BOJACTBA KAYECTBEHHOro Typ. Npoaykra. B
YCTIOBBSX Pe3KoH MepeopUeHTALHH Typ. NIOTOKOB ocoboe
BHUMAHHUE CNeAyeT yIAeNATh co3aanuio 3¢ dexTHBHBIX Op-
raHH3aUHOHHO-YIIPABICHYECKHX CTPYKTYp, peryiaupoBa-
HHI0 MEeXaHHU3MOB cTHMYyJinpoBauus PI', pa3paborke 3¢-

¢dbexTHBHOMN CcTpaTeruM pazBUTHS TYpH3Ma, KaK HAa PEruo-
HAJILHOM, TaK H Ha Hall, YPOBHSX, 3K. cBo6oAe Npon3BoaM-
teneii I'TL. 3to obecneunt PI" xauecreennusivu I'Y n 6yner
CHOCOBCTBOBATE COLUANBHO-3KOHOMHUYECKOMY Pa3sBUTHIO
CTpaHbl.

HccnenoBanue COCPEAOTOUEHO HA MOBLIIEHHU
KI'V, cBd3aHHOM ¢ yBenuueHHeM 00beKTa FOCTUHHYHOTO
xo3s7icTBa Ha 1 kateropuio (Hanpumep, 3Be3ay). B camom
zerie, KaK KauecTBO NpeAcTapiser "coBoKynHocTb I'T1 unu
T'V xapakTepucTHK, ONPEAESIOIHUX UX BO3ZMOXHOCTH WU
HX UCTOJIL30BAHUE", BOSMOXHBIE OTPAHUYEHUS OTPAXKEHBI
B BAKHOCTM KauyecTBa, YTO MNOsBsieTcs B TpeboBaHuaX
KknueHroB (Hanpumep, IlT1, nokenaHnsx M OXUZAHUAX).
Jr1o npeacrapiaenye oTHocutes k Y11, koToprie nHorna ne
CBA2aHHBI C KaTeropueil o6bekTa, B KOTOPOM OHH OCTaHO-
BWJIMChb, XOTS M CBA3aHBI ¢ PAROM APYTUX 3JEMEHTOB. I'oc-
TH 6ynyT ouenurats KI'V no oneHke U3 HeCKONBKUX dne-
MEHTOB (HampuMmep, u3Mepenune I'Y, takux kak aobpora
NepCOHaNa, KauecTRO e M NMUThS, pasMep, BHEWHMIA BUN
U KOM(OpPT HOMEPOB, YUCTOTA, NMOCJIENOBATENLHOCT Npe-
JOCTABJIEHHS YCJYr, MECTOMOJIOXKEHHE, BWI OTeNs, YHU-
BEPCAIbHOCTL BbIGOpa, 6G€30MacHOCTb, CTOMMOCTb HOMeE-
poB). I1o3TOMY HEKOTOpHIE aBTOPHl CUMTAIOT, UTO YXKE HE
JOCTaTOYHO NMPOCTO BBIMOJHUTL 3aNPOCkl TOCTEl, HO, 061-
3aTENbLHO HAZo paaoBaTh, a €lUE JyYlle BOCXHMILATH W NpH-
ATHO YIMBJIATh KIHEHTOB,

Ecnn xauyecTBO nojpasyMeBaeT BbLINOJIHEHME 3a-
NPOCOB KJIMEHTOR, C LENbIO BHEAPEHUS U MOIREPKAHUS
KOHKYPEHTHOTO KauecTBa Ba’KHO, YTOOBI MOCTOSHHO 03BY-
YMBAIUCh 3aNpPOChl TOCTel, ¢ OOHON CTOPOHBI, M, YTOOH
6bi10 HanKune yMeHus MM BBLIMOJIHUTE STH 3aANPOCHI, €
ap. cropoHsl. Tak, MOokHO Gbin0 6b1 06ecnieduTs peanusa-
LIMIO HEMPEPLIBHBIX YIY4lLIEHHI, B COOTBETCTBHH C 3anpo-
CaMH rocTei.

CnenoratenbHo, nanbHeiimue uccnenosanud Ky,
C YUETOM OXMAAHMH U MX BOCTIPUATHS TOro, uyTOGbl M3be-
JKaTh BO3MOXHBIX PACXOXAEHHH MEXAY pealbHLIMH OXH-
NaHHAMU rocTelt  BocnipusTHeM MM oxunanuii rocrefi.

BaarogapaocTn

ABTOpHl 3TOH CTaThM BBIPAXalOT ONarolapHoCTH
MM u nepconany 70 MuUHM-TOCTHHHL, MOOE3HO coria-
CHMBLUMXCS NPHUHATL YYacTHE B AaHKETUPORAHHM, OPTaHH30-
BaHHOM aBTOPaMMU.
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