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BBenenue

Axmyanonocms memvi. B COBpeMEHHOW MHPOBOM PKOHOMHKE, OCOOEHHO B
Pa3BUTHIX CTpaHaX, MOCTOSIHHO YBEIUYUBACTCS 710 yCiyr B obOmem oobeme BBIIT
(B MIPOMBINIUIEHHO Pa3BUTHIX cTpaHax aoiis cdepsl ycayr B BBII B Hacrosiiee
BpeMsi paBHa npuOnu3uTenbHo 63%, a B pazBuBatouuxcs — 49%) u B 3aHATOCTH
Hacenenus [5,c.8-9].Takum 00pa3om, MPOUCXOIUT NEPEOPUEHTALMS TPOU3BOCTBA
C TPOCTOTO CO3JaHUS MaTEepPUAIBHBIX OJlar Ha MPEJOCTABICHHE YCIYr, U ITOT
npoLecc HOCUT (PyHIAaMEHTANbHBIA XapakTep B Mpoliecce Mmepexojia o0IecTBa ot
WHyCTPUAIBHOTO K IMOCTUHIYCTpUAIBLHOMY YypoBHIO pa3Butus. Kak mnucan /.
benn "nepBoii u mpocTeiiie XxapaKTepUCTUKON MOCTHHAYCTPUATIBHOTO 00IIeCTBa
ABIIAETCS TO, YTO OOJbIIas 4YacTh paboyell CUily YK€ 3aHsATa HE B CEJIbCKOM
X03MCTBE M 00pabaThIBarOIEH MPOMBIIIUICHHOCTH, a COCpeloTO4YeHa B cdepe
yCIIyT, K KOTOPOH OTHOCATCS TOPTOBIIs, (DMHAHCHI, TPAHCIIOPT, 3APaBOOXPAHEHUE,
UHAYCTpUA pa3BICUYCHUH, a TakkKe chepbl HAyKH, 00pa30BaHuUs U yIpaBiIeHUs" .

CeromHst ypoBEHb Pa3BUTHS PA3IUYHBIX chep OOCTyKUBAHUS SBISACTCS
OJIHUM M3 OCHOBHBIX KPUTEPUEB OLEHKU MOTEHIMalla OTJEIbHOIO rocyJapcTBa
WIN TPYNIbl CTpaH B MUPOBOM skoHOMHKE. [lo MHOrooOpasuio ¢opM U BUIOB
HPKOHOMHMYECKUX OTHOILIEHUN cdepe yCIyr HeT paBHBIX, a IO XapakTepy
IPOTEKAIOIIMX B HEM MPOLECCOB OHA SABISETCA CaMOW JIWHAMUYHOW. YiKe
HEBO3MOKHO MPEJACTABUTh COBPEMEHHBIN PBIHOK, COCTOAILIMA TOJIBKO M3 JIBYX
IPYII YYaCTHUKOB — MPOU3BOAUTENEH U noTpeduTeneil. Tpedyercs oOsa3aTebHOE
HaJu4Yue CTPYKTYp, CHOCOOHBIX  YJIOBJIETBOPUTH  MOJSIPHBIE  HMHTEPECHI
TOBAapOINpPOU3BOIUTENCH M moTpedureneid. IDTU  CTPYKTYphl  SIBISIOTCA
IPOU3BOAMUTENSIMU TOBapa 0cCo0Oro poja, OHM MPOU3BOJAT YCIAYTu: s
NPEANPUATAA U OpraHu3aluil — JeJoBbIe, ISl (U3HYECKUX JIUIl JEJIOBBIE U
NOTpeOUTENbCKHUE.

llenu u 3a0auu uccneoosanus. llenpio HUIITOMHOW pPaOOTHI SABISETCS
TEOpeTUYECKoe O0O000IIeHNEe CYIIECTBYIOMUX CHEMU(DUUECKHX XapaKTEPUCTHK
yciayr ¥ (GOpMHUpOBaHHME HaA DJTOM OCHOBE METOJUYECKUX IMOJOXKEHUN MO

pa3paboTKe Mojesield  OTCTPOMKM  B3aUMOOTHOIIEHUN  IMOCTaBIIMK-KIIUEHT,



OpPUEHTHPOBAHHBIX HA PEATH3AIUIO TOJITOCPOYHBIX MAPKETUHTOBBIX MPOrpaMM IO
MPOJBIKEHUIO YCIYTH U aJIeKBATHBIX CYHIECTBYIOLIEMY B Poccun peIiHKY cObITA.
Jliss TOCTHKEHUST ATOW LM B XOJE HMCCIIEOBAHHMS HEOOXOAMMO PEIIUTh
CJIETyIOIINE 3aJauHu:

® [POBECTH AHAIN3 TEKyUIEH CUTyallUd B MHUPOBOM 3KOHOMHKE C
NO3UIIMK  TOBCEMECTHOM  riofaiu3anuu  ACSITENbHOCTH,  Kak
OTJENBHOTO NPEINPUATHSA, TaK U OTACIBHBIX CTPaH B IEJIOM;

® OMNpeAenuTh Cieu(pUUEecKue XapaKTePUCTUKHU YCIIYT;

® BBISIBUTH pOJIb U 3HAUYCHUE JAaHHBIX XApPAKTEPUCTUK B MPOIECCE
KOMMYHHUKAIIMA MEXAY IPOU3BOAUTEIEM U MOTPEOUTENEM YCIYTH;

® TIPOAHAIU3UPOBATH OIBIT POCCUUCKHUX TMOCTABUIMKOB YCIYT;

® OMNpeAeNuTh KOHIENTyalbHble AKOHOMUYECKHE U MaPKETHUHIOBBIC
pa3iuuus ycIyT ¥ TOBAapOB;

® TPEMIOKUTH CUCTEMY Mep 10 3(P(PEeKTHUBHOMY HCIOIB30BaHUIO
MOJIyYEHHBIX B pe3yJIbTaTe UCCIIEIOBAaHUS 3HAHUI.

Obvexm u npeomem UCC1e008AHUSL.

OO0BbeKTOM HccIeI0OBaHUS BBHICTYNAIOT MAPKETUHIOBAsI OJUTHKA YCIYyTOBOM
bupmbl, BiMstonas Ha (OPMHUPOBAHUE KOHKYPEHTOCIOCOOHOCTH B YCIOBHUSX
riodanu3anuu.

[Ipenmerom uccieOBaHUS SIBISIOTCS YKOHOMHUYECKHE M MapKETHHIOBBIE
cnenupuyecKre XapakTepUCTUKH YCIYT, BOSHUKAIOIIKE B MPOIECCe MPOU3BOICTBA
U TIpeNoCTaBlIeHUs1 ToBapa mnorpebutento. B pabore o0606maercs unmerommumecs
HapaOOTKU B O0JACTH yMPAaBICHUS POCCUUCKUMHU M 3apyOEKHBIMU KOMIIAHUSIMHU,
NpeIOCTaBIAOMUE YCIyrd. Mcmonp3yeTcss WX OMBIT YMPaBICHUS CBS3SIMH C
OOIIIECTBEHHOCThIO, @ TaKKe CIOCOOBbl TMOBBIMICHUS KAyecTBa YCIyr U
sbdexTuBHOCTH  paboTel  mpennpusatus. OOHapyKEHHbIE 3aKOHOMEPHOCTH
UCTIONB3YIOTCSl TIPU MOJICTMPOBAHUH CHUCTEMBI MEP CIMOCOOCTBYIOIIEH, YUUTHIBAsS
BCE XapaKTEPUCTHKU YCIYT, TOBBIIIEHUIO KOHKYPEHTHOTO MpEeuMyIecTBa

CEPBUCHBIX (HUPM.



Memoodonoecuueckass  6aza  ucciedosanus.  MeETONONOTUYECKYI0 |

TCOPCTUUCCKYIO OCHOBY JHUIINIOMA COCTAaBJISACT 06111a;1 TCOpUSA MAPKCTHUHTA U

YIPABJICHUS CBA3SIMU C OOUIECTBEHHOCTHIO, B KOTOPYIO COCTAaBHOM YaCThIO BXOJIUT

KOHIIETIIUA TOCTPOCHUN OTHOIICHUN C MOTPEOUTENSIMU, BHYTPUKOPIOPATHBHBIC

OTHOIIIEHUS U oTHOIIeHUA B2B.

I[I/IHJ'IOMHBIG HCCIICAOBaHNA OCHOBBIBAKOTCA Ha IPHMCHCHUHW CHCTCMHOIO

moaxoaa, CO4CTaromero MeToabl:

Makpo- U MHKPOIKOHOMHUYECKOTO aHajgu3a — pPacCMOTPEHHE
SKOHOMMYECKOHN COCTAaBJIAIOLIEN yCIIyTOBOM bupmsI, ee
OTJIMYUTEIbHBIE YEePThl M BO3MOXHBIE CIIOCOOBI crenuduKanuu
MOJIy4eHHBIX ()aKTOB B X0/JI€ JlaJbHEUIIIeH padoThI;

oOlMi aHamM3 — pPACCMOTPEHUE OTACNIbHBIX CTOPOH, CBOMCTB,
COCTAaBHBIX 4YacT€dl M IIOMCK NPHYMHHO-CIECJICTBEHHBIX CBA3E€H B
MapKETUHIOBOM JEATEIbHOCTH KOMMaHUM cdepbl yclyr u oOien
cneuu(UKU CyIIECTBYIOMIMX MOJENEH yIpaBIeHUs B3aUMOECHCTBUEM
MEX1y MOTpeOUTEIeM U MPOAABIIOM;

KOHTEHT-aHAJIM3 Pa3IUYHbIX MyOJUKalMi 1o mnpoliemMaTuke Hu
HOHSTHUSAM JUIUIOMHOM paOOTHI;

CUCTEMHBIN aHallu3 — pacujeHeHne 00beKTa (YCIyru) Ha JIEMEHTHI U
€ro pacCMOTPEHHUE KaK SKOHOMUYECKOTO U MAapKETHUHTOBOT'O SIBJICHUS
C O0IIMMU KayecTBaMH U CIIeU(UIECKUMH YepPTaMH;

OLICHKa  KA4YeCTBEHHBIX  HUCCIENOBaHUM  —  (opMHUpOBaHHE
MapKETUHT OBOM OLICHKH CYLIECTBYIOLLIEH yCIIyTOBOM
NEUCTBUTENBHOCTH (MH(GOPMALMM O HAKIOHHOCTSIX, MOTHBALUSX,
LEHHOCTSX, HACTPOCHHUSIX NOTpeOuTeNeil) C MOMOUIbI0 aHalu3a
CTaTUCTUYECKUX U IpaUUeCKUX CBUIECTEIbCTB;

CPaBHUTENbHBIA aHalu3 -  MO3BOJISIET PACCMOTPETh CXOJACTBA H

pas3indusad U3y4acMbIX O6T>€KTOB;



e 0000menne — (GOpPMUPOBAHUE MPEAJOKEHUN IO YBEIUUYECHUIO
3 PeKTUBHOCTH PaOOTHl MEHEKEPOB U CIICIIUATMCTOB-MapPKETOJIOTOB

B YCIIOBUSX OYpHOTO pocTa nomyssipHocTu chepsl yciayr B Poccum.
0630p ucmounuxos u rumepamypul. Pa3BuTie HaydHOTO MHTEpeca K cdepe
yCIIyT, HECMOTPS. Ha POCT MOMYJSPHOCTH CaMoOro CEpBHUCA, OBLI JOCTATOYHO
MeJJIeHHbIM. BrioTe 10 BTOpo# mojioBMHBI 20 BeKka HE CYIIECTBOBAJIO HAy4HO
NPaKTUYECKUX 3HAHUI B O0JACTM MapKeTHMHTa U MEHEIKMEHTAa YCIIyT, a TaK e
CUMTAJIOCh, YTO YCIyrW He 0Oojiee 4YeM TMOMOIIHUKA B MPOU3BOJCTBE U
IPOJBMKEHNN TOBapoOB. llepenomuslii atan Hactynui B 70-x rogax, Korga Craiu
NOSIBJIATHCSL NIEPBBIE AMCCEPTAllMU, Hay4HbIe CTaTb M KHUTH. HcciemoBarenu
chepbl ychayr, TPEUMYIIECTBEHHO MAapKETOJOTH, ObUIM B3BOJHOBAaHBI OJIHOM
obmieir npobieMol. Yciayrd NOpOJAWIM 3HAYUTEIbHBIE MEHEIKEepUATIbHbIC
npo0iemMbl, KOTOpbIE HEBO3MOXHO OBUIO PEIIUTh C TMOMOUIBI0 3acTapesbixX
METOJIOB U TEXHOJOTHM, Oa3upyIOLIUXCd Ha YYEHUSIX 00 yHOpaBiIeHUU
MPOU3BOJCTBOM WJIM CEIbCKUM XO3AMCTBOM, 4Yel (UBUYECKUH MTPOIYKT

npeAcTaBiseT co00i HeuTo UMeHyemoe "ToBap".

Ha npoTsskeHuu MHOTMX JIeT JIOMUHHMPYIOIIAsh MapKeTHUHIOBasi TEOpus
OCHOBBIBAJIACh HA OTHOMIEHHSX business-to-consumer (B2C), oTHocsmmxcs K
oOMeHy ToBapamu, Wi business-to-business (B2B) B oTHomieHuu yciyr, XOTs
JAHHBIA CErMEHT MPEACTaBIs Malyr AO0JI0 pbiHKA. CaMo MOHSTHE CepBHUCa
pPEAKO BKJIIOYAIM B PHIHOYHBIA MEXaHU3M, 32 MCKIIOUEHHEM TEeX CIydyaeB, KOrna
OBLJI0 HEOOXOJMMO OCYIIECTBUTH TPAHCIOPTHUPOBKY TOBApOB, OTPEMOHTHUPOBATH
wi obecnieunTh oOciaykuBanue TexuHuku (LalLonde and Zinszer 1976; Rakowski
1982).

MHorue yueHble, HHTEPECYIOUIMECS BOIPOCAMU TOr0, Kak YCIYyru
CO3/al0TCsA, MPOJBUTAIOTCS U TMOKYNAIOTCA, OOHAPYX WM, YTO CKOJIbKO-HUOYIh
Ba)KHAs W 3HAUMMas MHGOpMaLUs 0 MAPKETUHTE YCIYyT TPAaKTUUECKU OTCYTCTBYET.
Takum 006pa3omM, HE YIUBUTEIHHO, YTO MHOTHE YEPHBIC MIATHA U HESICHOCTH OBLIN
3a4acTyl0 HE€ TPOSCHEHHBIMH, WIM 0a3upoOBaJIMCh Ha  OMNBITE CaMHX

HCCHGHOBaTCHCﬁ Kak HOKynaTeneﬁ ycClIyr aBHaKOMHaHI/Iﬁ, IFOCTUHHUYHBIX HJIHN



O6ankoBckux ycayr u T.4. Kak ormewator Fisk, Brown, and Bitner (1993), numb
Majoe YMCIO MPAKTUYECKUX HMCCIENOBAaHUN B cdepe yclyr ObUIo OmyOJIMKOBaHO
Ha mpoTsikeHuu 70-X rofoB, B TO BpeMsl KaK OCHOBHbBIC CUJIbI ObLIM OpOIIICHBI Ha
MOMCKH KOHUENTYaJu3allui MAPKETUHTOBBIX MOHSTHI.

3a UCKIIOYEHUEM pAHHHUX [JHUCKYCCUHM, KacalollUXCA MpeIOCTaBICHUS
po(PEeCCHOHANBHBIX YCIYT MEXKIY KOMITAHUSIMH, W HECKOJIBKUX HATJISTHBIX
npumepoB Takux ¢upm kak Federal Express, manas yacTe BHUMaHUS yAEISIaCh
npoueccam B2B.

OnHuM U3 TOBOPOTHBIX 3TANOB Pa3BUTUS MAapKETHUHIA YCIYT CUMTAETCs
nepuoa 1980-1985 rr., korga BHepBble ObUIM OMHMCAHBI XapPaKTEPUCTUKU YCIYT,
pa3paboTaHa KOHUENTYyallbHasi MOJIENb MOHUMAaHUs KayecTBa CEPBHCA, BbIIEICHBI
KOMIIOHEHTBI U 4epTbl cepBuca. OCHOBHBIMHM HCCIIEIOBATEISIMU 3TOr0O MEPHOJIA
cuntatorcs JlaBnok, CosiomoHn, Ilapacypaman u beppu. B cooTBercTBUM € HX
YYCHHUSIMH OBLTM BBIABUHYTBI W OOOOIEHBI TJIABHBIC ITOJIOKEHHUS IMapaUTMbl
MapKETUHIOBOTO 3HAHUSA B cpepe yCiyT:

» VYcIyrm HeocsizZaeMbl — B OTJIMYHE OT TOBAapOB WX HEBO3MOXKHO
NOTPOraTh;
» Ycayru  pa3HOOOpa3sHbl W PasHOPOAHBI —  HEBO3MOXKHO
CTaHJaPTU3UPOBATh U CPABHUBAThH Pa3HbIC YCIYTH;
» [Ipou3BoJCTBO ¥ MOTPEOJICHNUE YCIYT HE OTACIMMBI BO BDEMCHH,
» HecoxpansemocTh yciayr — HE BO3MOXKHO OTJIOXKHTH HCIIOJIb30BAaHUE
yCIIyTH Ha Oymy1iee.
Kpome TOro, mmMeHHO B 3TOT MNEPHOA YAAIOCHh JIOCTUTHYTh KOHCEHCyca IO
OCHOBHBIM TMOJIOKEHUSIM TEOPUU MapKETHUHra YCIyr: a) YCIyIM — B HIUPOKOM
CMBICJIE TOHUMAaEMble KaK ACHCTBHS M TIOCTYIIKM — HMEIOT OTJIMYUTEIIbHbIC
XapaKTePUCTUKHU OT TOBAPOB — OIPEAEIIIEMbIX KaK MaTepualbl, 0ObEKTHI, BelIn; 0)
ATUX XAPAKTEPUCTUKHU TMOPOXKIAIOT CIOPHBIE MOMEHTBHI B MAapKETHUHTH, KOTOPBIX
HET y TOBAapOB; B) pa3paboTKa MapKETHUHTOBBIX CTPATErHil CHOCOOHBIX OTBETUTH HA
OTU CIOPHBIE MOMEHTHI OCHOBBIBAETCS Ha 3HAHUSAX AaKKyMYJIHPYEMbIX U3

MapKCTHHI'a TOBAPOB, YTO 3a4daCTYIO ABJISACTCA HGB(i)CI)CKTI/IBHI)IM N HCTIOAXOAAIINM.



HacTosmuii nepuoj sBIsSETCS BPEMEHEM pOCTa KaK TEOPETUYECKUX, TaK U
IpaKTHUeCKUX 3HaHUU. bonee 720 craTeil M KHUT OBLIO U3aHO 3a NEPUOJ] BILJIOThH
no 2005 roma. Eciu pasbllie OblT MHTEPECEH M 3HAYMM BOIPOC CErperauuu
pa3iauuuil MeXAy CEpBUCHBIMU MU TOBapHbBIMU (UpMamMH, TO Ha CErOJHSIIHEM
3Tane BaXKHbIM CTAHOBUTCS ONPEICIIEHUE POJIM MAPKETHHIAa U MEHEKMEHTa B
chepe yciayr. 3mech HEOOXOAUMO TPOJLIATh €IIe O4YeHb MHOTO PadOTHI IO
pa3pabOTKy NOHUMaHUs B3aUMOJIEHCTBHS U B3aMMO3aBUCUMOCTH MEX 1y TOBapaMu
U YCIIyTaMH.

Hayunas noeusna u npakmuueckas 3nauumocms. Bce Oonblie poccHilcKux
MEHEPKEPOB MPUXOAAT K MOHUMAHUIO TOro (pakTa, 4TO TEXHOJIOTUU YIPABICHUS
MPOU3BOJICTBOM U TMPOABIKEHHEM MPOAYKTOB B 3HAYUTEIHLHOW Mepe OTIMYAIOTCS
OT YNpaBJICHUECKUX TEXHOJOTWH CO3JaHus U IpenocTaBiieHus yciayr. Hecmotps
Ha BaXXHOCTh OTpACiM YCIYyr, TEOpeTHuYecKas KOHLenuus yciayr B Poccum He
MOJTyYnJIa CBOETO Pa3BUTUS W paclpocTpaHeHHs. B 3Toil CBsI3uM NpOABMKEHHE
yCIyr, MpPHU3BaHHBIX 10 CBOEH CYTH OOCIY)XHBAaThb YHUKAJIBHOTO KJIUEHTA,
YIOBJETBOPSSl €r0 HACYIIHBIE JIMYHBIE WJIA KOPIOPATUBHBIE MOTPEOHOCTH,
OCHOBBIBJIOCH HAa TOPrOBOM MAapKeTHUHIe U IMPUBOAMIO €CIM HE K OTTOKY
KJIMEHTOB, TO, IO KpailHel mepe, K ci1adoil 3aMHTEPECOBAaHHOCTU MOTPEOUTENS B
MOKYTIKE YCIYT B CHJIY HECIIOCOOHOCTH UACHTU(DUIIMPOBATH CPEAH MOXOKUX PUPM
C MOXO0XXUMH YCIyraMH CBOIO KOHKPETHYIO.

B nanHoii pabote paccMaTpuBaeTcs TEOPETUUYECKHUE U METOJO0JIOTMUECKHE
OCHOBBI CEpPBUCHOM TMOJUTUKH (UPMBI, €€ OCOOEHHOCTH B3aUMOJICHCTBUS C
notpedurensiMu. Bpiienss cpean MHOrooOpasus XapakTEpPUCTUK TIJIaBHBIE, Mbl
JaeM TOHUMaHUE MEHeKEpaM O TOM, KaK YIPaBJIATh KadyeCTBOM NPUHATHUSA
pelieHni W TMOBeACHMEM  MoTpeduTened, oOecrneyuBaTb  BHYTPEHHIOO
KOOpAMHALIMIO NE€PCOHANa U HAXOAWTh HOBBIE CTPATErMUECKUE IPUEMBI, U T.J.
PackpeiBaeTcs CyIIHOCTHBIE Pa3iIUyusi yCIyr W TOBAPOB (MX KOHIENTYaJIbHYIO
HEMOXO0KECTh), Mbl BBIXOJAMM HAa HOBBII YpOBEHb NOHHMAHHUS CYIIECTBYIOLIMX
yIpaBieHYeCKUX MnpobsieM cdepbl ycnyr. Takum oOpa3oMm, U3 pa3pO3HEHHBIX U

3a49aCTyr0 MIPOTUBOPCUNUBLIX CBGI[eHI/Iﬁ CO3acTCd IIJIaCT HAYYHOI'O 3HAHUA



CIIOCOOHBIN yKa3aTh HANPAaBJICHUE JAIBHEHIIEr0 Pa3BUTUS U COBEPIICHCTBOBAHUS
cdepsnl ycnyr, kak B Poccun, Tak u B mupe. Taxke paboTa npeacraBiser coOoi
KOMILUIEKC TEOPETHUUYECKUX 3HAHUU M MPAKTUYECKUX MPUMEPOB, MO3BOJISIONMIUX

YBUJETh IUIFOCBI U MUHYCbl MapKETUHIOBOW IOJUTHUKA KOHKPETHOM YCIyTrOBOU

(bupMBI.
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OnpenesieHne MOHATHI

Ilepen W3710)KEHMEM TEOPETUYECKUX U MPAKTUYECKUX PE3YJIbTATOB
UCCJIEIOBAHUSI MAPKETUHIA yCIIyT, HEOOXOIMMO ONPEEIUTh UCIIOIb3yEMbIE 1ajiee
TEPMUHBI U TTOHATHSL.

Maprxemune (no [[picepomy Maxkapmu) — BBIIIOTHEHUE TEUCTBUNA, KOTOPHIE
HAalpaBJICHbl HAa JIOCTHXKEHUE LEJIeW OpraHu3allM, IMOCPEICTBOM MPEABUICHUSA
noTpeOHOCTE MOKyIaTejael WIM KIMEHTOB W HANpPaBJICHHS MOTOKAa TOBAapOB U
YCIYT, yAOBJIETBOPSIONIUX ATH MOTPEOHOCTH, OT MPOUZBOAUTENS K MOKYHATEIIO
WJIV KJIUEHTY

Maprxemunz omuowieHuti - MapKETUHI, B OCHOBE KOTOPOrO JIEKHUT
MIOCTPOEHHUE JIOJTOCPOYHBIX B3aWUMOBBITOJIHBIX OTHOLICHHH C  KJIIOYEBBIMHU
napTHEpaMu: TMOTPEOUTENSIMU, TIOCTABIIMKAMHU, ONTOBHIMU U PO3HHUYHBIMU
Topropuamu. L{esbr0 MApKETUHT OTHOIIEHUH SBISETCA MAKCUMU3ALUs KOHEYHBIX
pE3yJIbTAaTOB CBOEU JMIESITEIBHOCTH 3a BECh IEPUOJ KOHTAKTOB C KIFOUYEBBIMHU
KJINEHTaMH.

Toeap — TPOAYKT TpyAa, NPOU3BEAEHHBIM 1Ji1 OOMEHA M CIIOCOOHBIM
yIOBIIETBOPUTH YETIOBEYECKUE TOTPEOHOCTH.

Yenyea — 310 NEeUCTBUME WM MPOLECC, MPEIIaraéMbld OJHOW CTOPOHOM
apyroi. XoTs B XOJ€ A3TOro MpoIecca HEPEAKO HCHOIB3YIOTCS (U3nuecKue
00BEKTHl (TOBaphl), BBIMOIHEHUE JEUCTBUS, MO CYTH, HOCHUT HEOCS3aeMbIA
XapakTep W, KaKk MpaBujo, HE MPUBOJUT K MOJYUYEHUIO MpaBa COOCTBEHHOCTH Ha
YTO-J1100.

Ilompebumensy - TpaxJIaHWH, WMEIOIUK HaMepeHue mpuodpecTu Iubo
NpUOOPETAONIUN WM WCIOIB3YIONIUN TOBaphl, pabOThl, YCIYTH HCKIIOUUTEIBHO
JUTS TIAYHBIX 1EJ1eH, He CBSI3aHHBIX C U3BJICYCHUEM MPUOBLIH.

llokynamens - 1opuaudeckue W (GU3HUECKUE JIMIA, HCIOIb3YIOIIHE,
pUOOpETArONINE, 3aKa3bIBAIONINE JIHOO WMEIOIINE HAMEpPEHUE MPUOOPECTH WU

3aKa3aTh TOBAPHI U YCIYyTU
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busnec ona 6usneca (B2B) - CeKTOp pbIHKA, OPUEHTUPOBAHHBIA Ha
OpraHHU3alHI0 B3aUMOJEHCTBUS MEXKIYy KOMIIAHUSIMU B MPOLIECCE MPOU3BOACTBA U
IPOJIAaXKH TOBAPOB WIIH YCIYT.

busnec ons nompebumens (B2C) - ceKTOp pBIHKA, OPUEHTUPOBAHHBIN Ha
paboTy C KOHEUHBIMU (PU3UYECKUMHU MOTPEOUTENSIMU TOBAPOB HIIU YCIIYT.

Bepmukanvnas unwmecpayus Ousneca — TIPOU3BOJACTBEHHAS KOOIEPALIUS
NPEeANPUATANA  OJHOW OTpaciM WM ONU3KUX 10 XapakTepy oTpacien
IPOMBIIIEHHOCTH,  CBSA3aHHBIX  MOCJIEIOBATEIbHOCTBIO  TEXHOJIOTHYECKOTO
nporlecca Mpou3BOACTBA TOTOBOTO IPOIYKTA.

l'opuzonmanvuas  ummeepayusi  OuzHeca —  OTPACIEBOE  €IUHCTBO
NPEeANpUATANA, TPOU3BOJACTBO KOTOPBIX XapaKTEPHU3YeTCs] TEXHOJOTMYECKON
OOITHOCTBIO U OJTHOPOJHOCTBIO BBIITYCKAaEMOM MPOTyKIUH.

Ilpaso  cobcmeenHocmu -  COBOKYIHOCTh  IOPHJIUYECKHX  HOPM,
3aKpEIUIAIOIMX M OXPaHSIOIUX  MNPUHAJIEKHOCTh  (IPUCBOEHHOCTBH)
MaTepHAIbHBIX OJlar OMNpeACNICHHBIM (U3UYECKUM U IOPUIUYECKUM JIUIAM,
IpeIyCMaTPUBAIOIIUX O0bEM U COAEp)KAHUE NMpPaB COOCTBEHHHKA B OTHOLIEHUU
IPUHAJUIEKAIIETO €My HMYILIECTBA, CIOCOObI W MPEesibl OCYIIECTBICHUS ITHX
pas.

Cebecmoumocms - JEHEKHOE BBIpAXEHHE 3aTpaT Ha MPOU3BOACTBO H
pean3alMI0 €AUHULBI NPOAYKIMU. BhICTyIIaeT KaueCTBEHHON XapaKTEPUCTUKOU
NEeSATENbHOCTH MPOU3BOAUTENIS, T0KA3aTEIEM KOHKYPEHTOCIIOCOOHOCTH.
CebecTouMOCTb BKIIIOUAET B CEO:

- 3aTpaThl HA MaTEpPHUAaJIbI;
- IpsIMBIE 3aTpaThl HA PabOYyIO CHUITY;

- IEPEMEHHBIE U3JIEPKKU: MaTepUaJIbHbIE 3aTPAThl, aAMOPTU3ALIMS, 3apILIATA.

12



TeopeaneCKaﬂ 4acTb

1.1 3HaunMocTb M pocT cepsl yCayr

Ha ceronnsminuii 1eHb HEBEPOATHBIN POCT cPephl yCIyT 3aMETEH HE TOJIBKO
U HE CTOJBKO B 3KOHOMHUeckux nokazarensix CIIA u Kananel, Ha 700 KOTOPBIX
npuxonurcst okoiao 73 u 67 % pocTta BaJOBOrO BHYTPEHHETO MPOJIYKTa
COOTBETCTBEHHO, HO ¥ BO BCEX MPOMBIIUIEHHO Pa3BUTHIX CTpaHaxX. YkKe ceildac BO
BceM Mupe cdepa ycayr NOpeaoCTaBiIsieT MOTPEOUTENsIM  HEBEPOSTHOE
pazHooOpaszue (GopM KOHEYHOTO MPOAYKTAa, W BKIOYAET B ce0s KOMITAaHWH,
KOTOpbIE TPOJAIOT CBOU YCIYTM HE TOJBKO OTACIbHBIM MOTPEOUTENSIM U
OpraHu3alusM, HO M TPaBUTEIbCTBEHHBIM YUPEKICHUSIM U HEKOMMEPUYECKUM
oprannzauusimM. Ha puc. 1.1 Ilpunoxenus 1 ™Mbl MOXEeM BHUAETh, UYTO IO
CPaBHEHUI0O C MaTepUaJIbHBIM  IPOU3BOACTBOM, JACSATEIBHOCTH KOTOPOTO
IpeCTaBICHA B OCHOBHOM oOpabaTeIBaroIIe u JI0OBIBAIOIIEH
MIPOMBIIINIEHHOCTRI0 posib cdepsl yeiyr B CIIIA mo-nacrosmemy Benuka. Jloms
YCIIYTOBOI'O CEKTOpa HEYKJIOHHO PacTeT, B TO BPEMsl KaK MPOU3BOJCTBO TOBAPOB
MPEICTaBIAET CO00M MEJIEHHO OTMHUparoiero nuuo3aspa (taou. 1.1 I[punoxenue
2).

AOcCTparupoBaBIIUCh OT SKOHOMHUKU CeBEepOaMEPUKAHCKOTO KOHTUHEHTA U
MOCMOTPEB Ha MPUBBIYHYIO sl Hac EBpomy (tabm. 1.2 Ilpunoxkenue 3) Mbl
yBUIUM, 4TO 3a mnocieaHue 30 yer (a 3TO MO MepKaM HMCTOPUM HEBEPOSTHO
MaJCeHbKUA BPEMEHHOM IMEpUOJ]) NPOU3OIUIA 3HAYUTEIbHBIE HW3MEHEHHS B
CTPYKTYypax Hal[MOHAJIbHBIX YKOHOMHK €BpONeicKkux crpaH. Ha Bcex KOHTMHEHTax
YCIIYroBasi COCTaBJISIIOIIAS TMOCTOSIHHO JBOJIOLUMOHUPYET. JlaHHbIE W3MEHEHUS
MOPOKICHBI KaK OYpHBIM YKOHOMHUYECKUM POCTOM (TTprdeM OOJIbIasi 4acTh HOBOU
N00aBIIEHHONM CTOMMOCTH TOCTyIMaeT W3 cdepbl ycnyr), TaKk ¥, B HEKOTOPBIX
Cly4asiX, PE3KHMM CIaJIOM SKOHOMHYECKOW aKTUBHOCTU B TaKUX OTPACISIX, Kak
CEJIBCKOE XO3SIMCTBO, TOOBIBAIOIIAs U 00padaTHIBAIOIIAsI TPOMBIITUICHHOCTb.

B cootBerctBuu ¢ Tabnunei 1.2 Ipunoxenus 3, Mbl MOKEM OTMETUTb, YTO

camblil 3aMETHBIM POCT yNEIBHOTO Beca A00ABICHHON CTOMMOCTU cepbl yCIyT B
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obmem oonreme BBII nabmiogaercs B Upnanguu. 910 00YyCIOBIEHO BBICOKUMHU
TEMIAMH 3KOHOMHYECKOr0 pocTa, Oyiarojapsi KOTOPbIM 3HAYUTEIBHO BO3pPOCIHA
NOKyNaTelibHasi CIIOCOOHOCTh HACEJEHMs; AaKTUBHBIM pPAa3BUTHEM TypuU3Ma
(oxBaThIBAIOLIEr0 LENBIA psiA  oTpacieil  cdepbl yciyr); MpUBJICYCHUEM
MHOCTPAaHHOI'O KalluTajJla B TaKUE HANpaBieHUs, KaK (PUHAHCOBBIE YCIYTH,
TEJIEKOMMYHHUKAIIMU U LIEHTPBI 00CTYKUBAHUS KJIMEHTOB.

[IpenmnocbuikKaMyd MOIHOTO Pa3BUTHUSL c(epbl YCIyr SIBISETCSA HE TOJBKO
SKOHOMHUYECKMH chaj Jpyrux oOTpacied, HO M pa3BUTUE MHOTUX HOBBIX
npodeccuii, KOTopbie TOABIINCH B Tocieanee BpeMs. Jlaxke Ha nmpumepe Poccun
BUJHO, 4TO ceiyac B BVY3ax mnomynspHOCTh NpHOOpETArOT HAayKH HamNpsSMYIO
CBsI3aHHBIE C OKA3aHUEM, IIPOJAXKEH WIM IOKYIIKOU yCiayr. Bce MeHbIe U MEHBIIIE
JqIOACH CTpEeMUTCS MPUOOPECTH HABBIKM METAUTypruueckoro Jena MWid
CEJIEKIIMOHHOTO MCKYCCTBa, U Bce OoJiblIe M OOJIblIE MOSBIAETCS JIaHAMA(THBIX
JA3aMHEPOB M YNPAaBIAIOIIUX MNpoeKTOM. [lo Mepe pa3BUTHA HAMOHAIBHOMN
DKOHOMHMKH COOTHOILIEHHE IOKa3aTejaedl 3aHATOCTH B CEJIbCKOM XO3SHICTBE,
MPOMBIILJIEHHOCTH (BKIIFOUAS 00pabaThIBAIOIIY IO u JI0OBIBAIOIITY O
IPOMBILIUIEHHOCTh) U B cpepe yCIyr MOCTOSHHO U CYyIIEeCTBEHHO MeHserca. Ha
puc. 1.2 Ilpunoxenue 4 mokazaHo, Kak C TEUYEHHEM BPEMEHH, [0 MEPE pocTa
J0X0Aa  Ha  JIylly  HAcelleHWs, cpead  padoTarouuMx  IPOUCXOJUT
nepepacnpeziesieHue B M0oJb3y Cepbl YCIyT.

B xoze 00BEKTUBHBIX MCTOPUYECKUX IMPOLIECCOB PA3BUTHUSI U CTAHOBIICHUS
oOmiecTBa, 4YemOBeK Bce ObICTpee M OBICTpEEe pPa3BUBAET M COBEPIICHCTBYET
IPOLECCH MTPOU3BOIUTENIBHOCTH Tpynaa. IIpoucxoaut BbICBOOOXKAECHUE "IHUIITHUX
pyk", KOTOpbIE B CBOIO O4YEpe/lb OPraHU30BBIBAIOT (UPMBI MO OOECHEYEHUIO
3aHATHIX HEOOXOIMMBIM KOJMYECTBOM yciyr. Takum oOpa3om, 4ellOBEK yKe He
3aHUMAETCSl caM CBOMM OOCIy>)KMBaHMEM, a OTJAeT 3TO INPaBO B PYKH JIOACH,
KOTOpBIE MOTJIK ObI C/eNIaTh 3TO KaueCTBEHHEe U ObICTpee, MPHU ITOM €ro padouee
BpeMsl OCTaercs HETPOHYTbIM. CTOUT OTMETUTb, 4YTO HE MAalyK poOJib B
CTAQHOBJICHMM PBIHKA YCIYTr CBhIFPaJ0 M YBEJIMYEHHUE 3apIulaThl paOOTHHUKAM

TOBAPOBBIX IIPOU3BOJCTB. Hemanswie ACHCIKHBIC BJIMAHUSA ITPOJICTAPHUECB IMO3BOJJININA
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cdepe ycayr mpuBiedb OONBIIOE KOJIWYECTBO PaOOTHHUKOB, a, CIEIOBATEIbHO, U
BBIPACTU U3 HE3HAYUTEIHHOU B MOUTHYIO OTPACIIb SKOHOMHUKH.

PasButre cdepbl yciayr MpOUCXOIUT HE TOJNBKO B MPECIOBYTHIX Pa3BHUTHIX
CTpaHax, HO W B TaK Ha3bIBaeMbIX pa3BuBatomuxcs. [lo cratuctuke MupoBoro
0aHka, cdepa yciayr IpeBBIIAET MOJOBHHY BaJOBOr0 HAIIMOHAJIBLHOTO MPOJIYKTa
(BHIT) wmuorux ctpan Jlatmackoit Awmepukun u Kapubckoro Oacceiina u
3a/ICIICTBOBAHO B HEHM CBBIIIE MOJIOBUHBI UX TPYHOBBIX pecypcoB [6,c.37]. Ilpu
3TOM MBI JOJKHBI UIMETh B BHY, YTO B OOJIBIITMHCTBE ATUX CTpPaH OYEHb PA3BHUTA
TEHEBasi YKOHOMUKA, JAEATEILHOCTh KOTOPOW B O(PHUIIMATBLHON CTAaTUCTHKE HHUKAaK
He oTpaxkaercs. Tak, Mo olleHKaM crenuanucToB, B Mekcuke 40% KoMMepyecKux
omepanuii  HOCUT HeOo(PUIUANBbHBIA, «HePOopMallbHBIINY Xxapaktep [6,c.37].
3HAUUTETBHYIO JIOJII0 00IIero o0beMa yCIyT 3/1eCh COCTaBisAeT He oopMiIeHHAs
JOKYMEHTAJIBHO TIOMOILb MO BEJACHHUIO JIOMAIHEro XO3sHUcTBa (Hampumep,
MOBapOB, TOPHUYHBIX WM CaJOBHUKOB) W YCIYTH, MPEIOCTABISEMBIC MaJIBIMU
MPEANPUATASIMH, PA0OTAIONTUMH 32 HATMYHBIA PACUET: CEMEHHBIMH PECTOPAaHAMM,
NpayevyHbIMH, TAHCMOHAMH, TaKcoMapkaMu u T.1. [[ogo0Hy0 cuTyanuio B pa3HoOU
CTENIEHU MOXHO HAO0JIIOIaTh BO MHOTHX a3MaTCKUX M €BPOMEHCKUX CTpaHaX, XOT,
KaK MPaBWIO, M HE B TAKKUX MacIlTadax.

Bo Bcem mupe pa3mepsl CEpBUCHBIX OPTaHU3AlMNA CHIIBHO BapbUPYIOTCS: OT
OTPOMHBIX MEXTyHApOIHBIX KOPIOPAINil, TAKMX KaK aBHAKOMIAHUU, OAHKOBCKHE
KOHTJIOMEpaThl, CTPaXOBbIE U TEICKOMMYHHKAIIMOHHBIC KOMIIAHUHU, CETH TOCTUHUII
W TPAaHCHOPTHbIE  (UPMBI, O  MHOXKECTBA  MAajblX  HPEANPHUATHH,
(GYyHKUMOHUPYIOIIMX Ha JIOKAJIbHOM YpPOBHE, TaKWX KaK PECTOpPAHbI, MpayeyHbIE,
HEOOIbIINEe TaKCOMOTOPHBIE MapKH W KOMITAHWU, TMPEAOCTABISIONINE JIETIOBBIC
yCIYyTH KOPHOpPAaTUBHBIM KiueHTaMm. [Ipeanpusarus, paboTaroniue Ha OCHOBE
¢dbpaHyaii3uHra — OT PECTOPAHOB OBICTPOTO OOCITYKMBAHUS JI0 Ay AUTOPCKUX (HUPM,
— 00peauHSIOT B ce0e MapKEeTUHTOBbIE XapaKTEPUCTUKH KPYMHOH CeTH,
Ipeajararonieil cTaHIapTU3UPOBAHHBIE TOBAphl, M MaJOTO OW3HECAa, B KOTOPOM
BJAQJICHWE ¥ YyMOpPaBIE€HUE OTACTbHBIMA TPOU3BOJCTBEHHBIMH MOILTHOCTSMU

OCYILIECTBIISIETCS HA JIOKaJlbHOM ypoBHE [6,c.38]. HekoTopeie GupMbl, KOTOpbIE
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UMEIOT JIEJI0 CO «CKOPOMOPTSIIUMUCS) MaTEPUATbHBIMU IIEHHOCTSMHU, HalpUMEP
aTenbe, nevararonme dororpadun uiau odbpadaTeIBaroIe (OTOIICHKY, CETOaHS
TOXKE MNPUUUCISIOT ce0s K cdepe YCIyr, MOCKOJbKY 3HAuWTENbHAs 4YacTh HX
n00aBIIEHHOW  CTOMMOCTH  CO3JaeTcsi  Onarojapsi  BBICOKOM  CKOPOCTH
o0CIyKMBaHUS, YJIOBJIETBOPEHHUIO CHENU(DUUECKUX TOTPEOHOCTEH KIMEHTOB U
yaoOHOMYy pacnonoxenuto npennpustuii. Kak ormerun Pumxuc Mak-Kenna,
«Kommanuu, skenaromue NpOAOIKUTH padoTry B XX Beke, JOJDKHBI
paccMaTpuBaTh WHBECTUIIMA B CHUCTEMBbI, MO3BOJSIONIME paboTaTh B PEKUME
peajbHOrO BpPEMEHHU, KaK HEOO0XOJMMOE YCIOBHUE [IJIi COXPAHEHUs CBOMX
KOHKYPEHTHBIX MPEUMYIIECTB U yAEpKaHUs KIUEHTOB» [29,c.11].

CepBucHble (UPMBI TOCTENEHHO 3aTParuBalOT W MPABUTEIHCTBEHHYIO
dbopMy NEATENTbHOCTH, a TaKXKE IEATEIHbHOCTh HEKOMMEPYECKUX OpTraHHU3aIui.
OpHako B BUAY pa3iiMyuil TOCyJapCTBEHHOTO YCTpPOMCTBA, a TaK € CTENEHU
CaMOCTOSITEILHOCTU 3THUX OOBEIMHEHUW CTENEeHb BOBJIEUEHUS B IMPOIECC
MPEIOCTaBICHUsI yCIyr OyAeT pa3iuyHbIM. Tak, BO MHOTHX CTpaHax y4eOHbIe
3aBeJieHUs, OOJBHUIIBI U MY3€H OCTalOTCS COOCTBEHHOCTHIO TOCYAapCTBa JUOO
paboTa0T Ha HEKOMMEPUYECKOW OCHOBE, OJJHAKO KOMMEPUYECKHE BEPCUU KaXKIOTO
THUIIA ATUX MPEANPUSITHI BCE K€ CYIIECTBYIOT.

He crout 3a0biBaTh M O TakoM, Ka3aloCh Obl, HE3HAYUTEIHLHOM CEKTOpE
CEpPBUCHBIX YCIYT - BHYTPEHHUX yciayrax. OHHU BCTpedaroTcs (M 3TO MOATBEPKIAET
HEBEPOATHYIO MPOHHUIIAEMOCTh YCIyT B OKOHOMHKE) BO MHOTHUX KPYHHBIX
KOPTOpaIusax, KOTOpbIE IO KaKuM JHOO0 KPHUTEPUSIM CTPOTO OTHECEHBI K
noObIBarolel, 00pabdaThIBatOLIEH MPOMBIIUIEHHOCTH UITU K CEJIbCKOMY XO3SMCTBY.
BHyTpeHHHE yCIyrM OXBaThIBAIOT IIMPOKUN CHEKTP ACSATEILHOCTH, BKIIHOYAs
non0op TeEepcoHana, W3JaHUEe CIPABOYHO-UH(POPMAIMOHHBIX  MAaTEPHUAJIOB,
IOPUIMYECKUE U OyXTalTepCKue YCIyrd, yOOpKY MOMEIIEHUNH M 00CITyKHMBaHUE
MpUJIETAIOIEN TEPPUTOPUH, TIEPEBO3KY IPYy30B U MHOXECTBO ApPyrux pador. Bee
OoJbIIee PACTIPOCTPAHEHHUE TOJIYYAaeT MPAKTHUKA, KOTJA OpPraHu3alliu IMepeaaroT
MpaBO Ha BBINOJHEHHE BHYTPEHHUX pabOT TpPEeThed CTOPOHE, TOCKOIBKY

CHEIMATN3UPOBAHHBIE CYONOAPATUMKN BBITIOMHAIOT MX HAMHOTO 3(QQeKTUBHEES
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[6,c.39-40]. Ho maxe ecnu mogoOHBIE paOOTHI BBIMOIHSIIOTCS 0€3 MPHUBJICUCHUS
CyOIOAPSTYUKOB, PYKOBOJUTEIHN OTACIIOB KOPIOpAIUii, KOTOPIC WX BBITOIHSIOT,
TaKXKE€ CTPEMATCS OO0ecreYrBaTh BBICOKOE KaueCcTBO OOCTY)KMBaHHUS CBOMX

BHYTPCHHHX KJIMCHTOB.

1. 2 MapKeTHHT yCJIyT ¥ TOBApOB

W3 mpeapiaymero maparpada siCHO, YTO Pa3BUTHE yCIyroBOW cdepbl UACT
OBICTPBIMU TEMIIAMU, IPU 3TOM MHOTHUE CEPBUCHBIE (PUPMBI, a KPYITHbIE KOMIIAaHUU
TeM Oolee Bce CWIbHEE ONIYNIAIOT HEXBATKy WHTCIUICKTyJIbHBIX U
WHHOBAIMOHHBIX PECYpPCOB Ui JaibHelero pasutus. Jlanueii (dakTop
00BsICHSIETCST TE€(PUIIUTOM peaJbHO PabOTAOIIUX MAPKETHUHTOBBIX MHCTPYMEHTOB
CEpBUCHOM  oOpraHu3auuu. BcemencrBue 3TOro  NPOUCXOAUT  MOCTOSIHHOE
3aMMCTBOBAaHME TEXHOJIOTMHA W CTPATErMil U3 MapKETHMHIra TOBAapoOB. 3a4acTylo
TaKW€ 3aUMCTBOBAHHUS MTPUBOJIAT K HOBBIM IPOBaaM, YBEJIMUMBACTCS YHACIIO 33124,
peLICHUE KOTOPBIX KU3HEHHO BAXKHO, OJHAKO HA CErOAHSIIHUMN JIEHb HEBO3MOXKHO
M3-32 HEIOHUMAaHUS Pa3Inuuii MEXy yCIyraMu U TOBapamu.

MapketuHr Bcerga MHOTOJHMK. Ero MOXHO paccmarpuBaTh M Kak
CTpaTeruio, pa3pabaThiBAEMYyI0 BBICIIMM PYKOBOJCTBOM KOMIIAaHMM, U Kak
KOMIUIEKC (YHKIIMOHAJIBHBIX PEIICHWNH JHHEHHBIX MEHEIKEPOB (TOBapHas
MOJINTHKA, TIOJUTUKA  IIEHOOOpa30BaHUsS, METOABl  PACHpPOCTPAHEHHUS U
KOMMYHHUKAIIMM C TOTPEOUTENsIMU) JIMOO KaK OPUEHTAIMI0 BCEM KOMIIAHWU B
IIEJIOM Ha YAOBIETBOpPEHHWE HYX7 morpeourteneir [6,c.40]. Ilpm sTomM crout
IIOMHHUTH O TOM, YTO 3aJa4M, PEIIAEMbIE B MAPKETUHI€ YCIyT, HAMHOT'O LIUPE, YEM
3a71a4¥ TPAJULIIMOHHOTO MapKETUHTa TOBAPOB.

Sl HUYYTh HE yMOJISAIO JOCTOMHCTB 3((HEKTUBHOTO MEHEIKMEHTa CO BCEM
€ro YEeTKOM M CKPYIyJIE3HOW OpraHu3aluell MpoOLECCOB, OAHAKO CETOJHS ATOTO
Mmano. CepBuCHAs KOMIAHUS HE MOXET ObITh dKOHOMUYECKH JI(P(HEKTUBHOU H
YCHEIHOM B  YCIOBHUSIX, KOIZla COTPYAHUKHM HE OPUEHTUPOBAaHbl Ha
YAOBJIETBOPEHUSI TOTpedUTeNe. Yceiayra — 3To MeuTa, 3a peaan3aiueii KOTopou B

CepBUCHYIO (pupMy o0OpamarTcs KIWEHTHl. JTO MeuTa JOJDKHA BBIMOTHATHCS,
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UMETh  PECAIMCTUYHYIO LIEHYy, TMpeajaraTtbCsi uepe3  yAoOHble  KaHabl
pacnpeneneHus. B 3moxy MHIMBHUIyalbHO OPUEHTUPOBAHHOM CTpaTErMu MHOTHE
KOMITAaHUH, BBIXOJSIINE HA PHIHOK CEPBUCA, MO3UIIMOHUPYIOT CBOU YCIYTH TaKUM
oOpa3oM, 4YTOObI TPHUBJICYb BHUMAHHUE KOHKPETHBIX PBIHOYHBIX CETMEHTOB,
IPOBOJIE  COOTBETCTBYIOUIYI0 HH(MDOPMAIMOHHYIO TOJUTUKY M  MOJUTUKY
1IeH000pa30BaHus U TIpeocTaBieHus ycryr. OHU y)Ke He CTaparoTcs JenaTh BCe U
JUIS1 BCEX, @ CTAaparoTCsl CAENaTh YTO-TO JIs1 Y3KO CErMEHTUPOBAHHOMW IPYIIIHI.

Kaxaplii mpoIyKT HeceT B ceO€ Te WJIM UHBIE BBITObI U MPEUMYILECTBA JJIs
notpebuteneir. ToBapbl MOKHO ONPENETUTh Kak (HU3UIECKHUE OOBEKTHI, a YCIYTH
NPEACTaBISAIOT Cco00M ompeneneHubie aeiictBus [21,c.12]. ILlenp panHuX
ucciaeoBaHuil chepbl 0OCTyKMBaHUS 3aKIIOYAIaCh B TOM, UTOOBI pa3rpaHUYUTh
YCIIYTH U TOBaphl, OCHOBBIBASICH IIPU 3TOM Ha YETHIPEX OCHOBHBIX OTIUYUTEIBHBIX
XapaKTePUCTUKAX YCIyTU: HEOCI3a€MOCTh, HEOJHOPOIHOCTh (MJIM U3MEHUYHUBOCTB),
HEJIOJITOBEYHOCTh, a TAaKXE OJHOBPEMEHHOCTH TPOW3BOJICTBA W TMOTPEOICHUS
[6,c.41]. Ha ceromssmHMii I€Hb CYHIECTBYET OOJee pa3BEpHYTHIA B3IJIAN Ha
peanbHBIi MUp MapKeTHWHra yciyr, B yactHoctu Kpucrode JlaBnok mpesiaraer
TaOJNMIy, B KOTOPOW TMEPEUYHCICHBI JIEBSITh OCHOBHBIX OTJIWYUH, KOTOPBIC
pasrpaHUYMBAIOT 33/1a4M, CBSI3aHHBIE C MAPKETUHIOM U MEHEKMEHTOM YCIyT, U
3aJ1a4Ml YIpaBJIEHUs U MapKeTUHra ToBapoB (cM. Tadi. 1.2 [lpunoxenue 5).

Baxxno oOpatuth Barie BHUMaHHE Ha TO, YTO, TOBOPS 00 ITHX pa3IUYUsX,
MBI OTISITh YK€ UMEEM JIEJI0 ¢ 000OIIEHUSIMU, KOTOPBIE JAJIEKO HE B pPaBHOU CTENEHU

IMPUMCHHUMBI KO BCCM BUJIdAM YCIIYT.

OTcyrcTBHE IPaBa COOCTBEHHOCTH HA NNPUOOPETEHHYIO YCayry
Caoro knaccuukanuio s xorenaa Obl HaYaTh UMEHHO C OTCYTCTBHUS IpaBa
COOCTBEHHOCTH, YTO, IO MOEMY MHEHMIO, ABJIIETCS €CJIM HE MEPBOCTENEHHOM, TO,
10 KpailHel Mepe, TJIaBHOM OTJIMYMTENbHO yepToi ycayru. IIpuobOperasa yciyry,
HallpuMep aBua IEpeJieT Mbl HE I0JIy4YaeM HHUKAKOIO0 MaTepHaIbHOIO
NOATBEPKIAIOLIET0 3JIEMEHTa 3TON yCiIyrd (Mbl HE CTAHOBUMCS BIaJi€ibLAMU

Kpeclia B caMmoJIeTeé WM CaMoro CcamMoJjeTa), KOTOPbIM Mbl MOIJIM  Obl
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pacnopsKaTbCs IO CBOEMY YCMOTpeHHIo. i, Hampumep, NpU MOCELEHUU
TeaTpa, KJIUEHT MCIIOJIBb3YET TO MPaBO ObITh B YUCIE 3pUTEEH B ONpEEIICHHBIN
JI€Hb W BpEeMs, HO Bbl HE CMOXETE MOCMOTPETh WIOY €IlI€ pa3, MOKa HE KYIHTE
npyroit  Ouner. Takum o0Opa3om, pe3yiabTaT NPHOOPETEHHS YCIyTH HE
[oJIpa3yMeBaeT IMpaBO COOCTBEHHOCTHM Ha Hee, a MPUOOpPETEHHE TOBapa TaKoe
npaBo coOcTBeHHOCTH aaeT. [IpuobOpeTast makeT coka, Mbl mpuoOpeTaeM IMmpasa Ha
UCIIOJIb30BAaHUSl 3TOrO MakeTa M TOro, YTO BHYTPH: Mbl MOKEM €ro BbIOPOCHUTH,
N0/IapUTh, IEPENPOAATH, BHITUTH WU BBUIUTH COACPKUMOE U T.I.

Koneuno, B cdepe yciayr CymecTBYIOT M HUCKIIOYEHHsS. MBI moJydaem
COOCTBEHHOCTh IPU IOCEUIEHUMH MECT OOILLECTBEHHOTO MUTAHUS WM YCTAaHOBKE
3aMacHbIX JIeTaled MpU PEMOHTE U TEXHUYECKOM OOCTYKMBAHUM MaTe€pUaIbHBIX
o0bekTOB. BO MHOrmx ciayyasx KOMIIAHUHM, TMPEAOCTABISIIONINE YCIYTH,
o0ecneunBaOT MOTPEeOUTENEH BO3MOXKHOCTBIO apEeH/0BaTh M HUCIOJb30BaTh
MaTepUaJIbHbIE O0BEKT (Hampumep, aBTOMOOWJIb WJIM HOMEP B FOCTHHHMIIE) JTHOO
UCIIOJb30BaTh KAakK0oe-TO BpeMs TpyJA, CHELHaIbHbIE 3HAHUA U  HaBBIKU
IpeiCTaBUTENIed pa3IuYHbIX HpodeccHil, KOTOphlE MOrYT BapbHUpPOBAaTHCA OT
YMEHUS MPOBECTU CIOKHEHIIYI0 XUPYPTHUYECKYIO OIEpaLMI0 10 3HAHUM O TOM,
Kak ObicTpee M 3¢ (eKTUBHEE NMPOBECTH YOOPKY B BallleM JIOME WJIM Ha KaKHX
YCIIOBUSX JIYYIII€ BCETO B3SITh 3a€M.

JlanHass ~ OCOOEHHOCTh  yCIyrM  HanpsAMyI0 BIUSET Ha  IpoLecc
neHooOpazoBanusa. dupma, craronias B apeHy cBoU (PU3MUECKUE, YETIOBEUECKUE
WIM HEMaTepualbHbIE aKTUBBI, JUUISl ONpPENEECHUs LEHBI MOJIb3YETCs BaKHEUIIUM
KpUTEpPUEM - 3aTpauyeHHbIM BpeMeHeM. He Hajo ObITh dKCepTOM, YTOOBI MOHSATH,
4YTO MAapKETUHIOBas IMOJMTHKA YyCIyrd "apeHaa aBToMoOWiss" M ToBapa
"aBTOMOOMIIL" OyleT pa3nuyuaThCs TJIABHBIM 00pa3oM MO BpEeMEHHOMY (aKkTopy
noJjip30BaHus. YenoBek npuoOperaeT MalluHy, [0 MEHbIIEH Mmepe, Ha 3-5 jeT, B
OTJIMYME OT 3TOTO aBTOMOOMIIb HA MPOKaT Oepercs Ha cpok oT 1 mo 14 gueit, npu
YCIOBHUHM HaxXxOXACHUS JaJIeKo OT CcBoero Jnoma. Ecim B mnepBoM ciydae
onpenensomuMu pakropamu OyAyT SBISATHCA MapKa U MOZENIb aBTOMOOMJISA, TO B

cily4dac apCeHAbl 3TO, KaK IIPaBWJIO, TUIIA WM KJIACC MallWHBI. HpI/I 9TOM

19



MOTPEOUTENSI COBCEM HE HMHTEPECYeT I[BET MAIWHBI WA OOWBKH CajloHA, OHU
cKopee 03a00YCHBI PACIIOIOKCHUEM DJIEMEHTOB YIIPABJICHUS, TEM, HACKOJIBKO
yAOOHBI Yackl pPabOTHI TMPOKATHOTO AareHTCTBA; YCIOBUSMH CTPAaXOBKH; TEM,
HACKOJIBKO XOPOIIIO BBIMBITA MAaIllMHA W KaKOBO €€ TEXHHYECKOE COCTOSHUE; OHU
IyMalwT O TOM, TpeJlaraeT JId areHTCTBO KJIMEHTaM OCCIUIaTHYIO JOCTaBKY W3
a’pOTOpTa; MOXKHO JIU JIeJaTh 3aKa3 KPYTJIIOCYTOYHO M HACKOJIHKO KAaYECTBEHHOE
oOcnmyxuBaHuWEe  OOeCcHeuMBalOT  COTPYJHHUKH  KOMIMaHWHM,  paboTaromiue

HCTIOCPCACTBCHHO C KIIMCHTAMMU.

HeocsizaemocTs yciyr

ToBap sBIsIETCA MaTEpUATBHBIM IIPEIMETOM; 10 HETO MOKHO JOTPOHYTHCH,
OIIyTUTh, MHOTJIA TIOUYBCTBOBATH 3arax, a €CJIM 3TO CheAOOHBIN MPOMYKT, TO €T0O
MOXXHO TONpOoOOBaTh Ha BKyC. bousblllasg 4yacTh yciyr Heocsizaema. YCIyTrd He
SIBJISIFOTCST MaTEpUATbHBIMU OOBEKTaMU: UX MOKHO MCIOJIb30BATh UJIM BOIUIONIATH
B MaTepHalbHbIC MPEAMEThl, HO CaMU IO ceOe YCIyTH HE SIBISIOTCS TaKOBBIMHU.
Hamnpumep, miporiecc 00CIyKUBaHUSI YaCTO BKJIIOYACT MaTEpPUATIbHBIE DJIEMEHThI —
HallpUMEpP, CHSAB HOMEP B TOCTHHUIE, IIOCTOSUIELl CIMT Ha KpOBaTW; B
TPEHAKEPHOM 3ajie¢ KJIMEHT TOJb3YeTCs pa3iu4yHbiM O000pYyIOBaHUEM; IpHU
PEMOHTE MOBPEKICHHOM anmnaparypbl IPOBOAUTCS 3aMEHA €€ OTICIbHBIX YacTeM,
— OKa3aHHE YCIIYTH camo Io cebe HOCUT HEMaTePUAIbHBIN XapaKTep.

bonpmIMHCTBO  yCIIyr  SBIAIOTCA  JACHMCTBUSMM. Takas yciyra, Kak
IOpUANYECcKass  KOHCYJbTalus, OOBIYHO  TOJApa3yMeBaeT  MPEIOCTaBICHUE
IOpUANYEecKOo MHGOpPMAIMK M TPEICTaBlICHUE KIMEHTa B Cyjae. Y TakKuxX YCIyr
OOBIYHO HET OCA3a€MOr0 BBIXOJHOrO MpojaykTa. Ocs3aeMbli MPOAYKT MOMKET
BO3HUKHYTHb TOJIBKO KaK IIOCPEIHUK, Yepe3 KOTOPOro yciayra AOCTaBISAECTCA K
norpebutento. Hampumep, oTder, B KOTOPOM Npeljiaraercs peuieHue IelI0BON
npoOiemMbl  KIMEHTa, HE  SBISACTCS  PEAThbHBIM  KOHEYHBIM  MPOJYKTOM
KOHCAJITUHIOBOW YCIIyI'M; pPEalbHbIM KOHEYHBIM MPOAYKTOM SIBIIAETCA WJeEs,
OIMCaHHAasA B 3TOM OTYeTe. J[pyrue yciayru COYETarOT HEOCA3aEMbId KOHEUHBIN

INPpOAYKT € MATCpHAJIbHBIM IIPOAYKTOM, KaK B CJly4da€c C peCTOpaHaMH WJIA
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opopmieHueM uHTepbepa. OJHAKO HEOCA3aEMOCTh ONMUCHIBAET YHUKAJIBHOCTH
yciyr 0oJiee cKato, 4eM J00bIe IpYTrue XapaKTepUCTUKH.

[IpeumyiecTBa yciiyr OCHOBaHbl Ha HPHUPOAE HUX OKa3aHUs, KOTOpas
IOPEIbSIBISIET COBEPILIEHHO HHbIE TPeOOBaHUS K OpraHU3allid MapKeTHMHIOBOU
NESTENBHOCTH 10 CPaBHEHHUIO C MAapKETUHIOM B IIPOM3BOJICTBEHHOW cepe.
JlocTaTOYHO  yNOMSIHYTh, HampuMep, O HEOOXOJUMOCTH  005S3aTeIBHOrO
UCIIOJIb30BAaHUSl «MaTEpUAJIbHBIX» JOKa3aTeNbCTB, OTOOPaXKAIOIIUX YpPOBEHb
KOMIIETEHTHOCTH CEPBUCHOM KOMIAHUM M JAEMOHCTPUPYIOIIMX MNPEUMYLIECTBA,
KOTOpbIE 00ECIIEYMBAET KJIMEHTY MOJYyUYEHUE ITUX YCIYT.

HarnsinHo nmponeMOHCTpUpOBaTh pPa3HUILy MEXIy TOBapaMH U yCIyramu
MO>KHO, PA3MECTUB UX Ha IIKaJe B MOPSAIKE YObIBAHUS TAKOW XapaKTEPUCTUKH, KaK
ocsizaemocTh (puc. 1.4 Ilpunoxenue 6). @umunn Kotiep ¢ ywyerom 3Toi
OCOOEHHOCTH  BBIJEISET TMSTh KATErOpUH  MApKETHUHTOBBIX  MPEIIOKEHUN
[21,c.467].

e «HucTelil» ocs3aeMblid TOBap (HaIpUMEp, MbLJIO UJTU COJIb).

e Ocs3aeMblil TOBap C COMYTCTBYIOLIMMH YyCIyraMH (Harpumep,
aBTOMOOMJIN WJIM KOMITBIOTEPHI).

e ['uOpun (Harpumep, pecTopaH), COUETAOIINI MPUOIU3UTENBHO
B PaBHOI CTENEHU XapaKTEPUCTUKHA TOBAPOB U YCIYT.

e VYciyra, MpeI0CTaBICHUE KOTOpOM npernoiaraet
WCIIOJIb30BAHUE OIPEACICHHbIX (U3MUYECKUX OOBEKTOB U OKa3aHUE
JIOTIOJIHUTEINIBHBIX YCIYT (HAlpuMep, aBUANEPEIIET).

o «Hucras» yciyra (Hampumep, yXoJ 3a MaJICHbKUMHU J€TbMHU
WJIU TICUXOTepanusl).

B. Caccep, P. Onp3en u JI. Baiikodhd mnpemaraior TeCT Ha MPOBEPKY
COOTHOIIIEHUS] TOBap/yciyra B MapKETUHIOBOM MPEJIOKEHUH, NPU3BAHHBIN
ONpENENINThb, YTO OOJIbIIE IMOJOBHUHBI LEHHOCTH IMPOAYKTa OOECHEUYHBAETCS €ro
CEepBUCHBIMM dJieMeHTamu [36,c.44-45]. B pecrtopane, Hanmpumep, CTOMMOCTH
CaMHX MPOAYKTOB IuTaHus coctasiseT Bcero 20-30% oOT cyMMBbl, yKa3aHHON B

cyere, a OCTAaBIIASACS YaCTh NMPUXOAUTCSA HA 3aKYNKY IPOAYKTOB, IPUTOTOBJICHUE
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6JHOI[, CCPBUPOBKY CTOJIA, 4 TAKIKC TAKUC BO3MOKHBIC JTOIMOJHUTCIIBHBIC PACXOAbI,

KaK MapKoBKa, rap/iepo0, TyajieT U HHTEPbEep CaMOT0 PecTopaHa.

BosJjieueHue norpeduTesisi B Npouecc 00Cay;KuBaHUSA

IIpousBoacTBo M morpelieHHe OOJBIIMHCTBA YCIYT HEpa3JAeIUMbl: OHHU
MOTYT HOTPEOJIATHCS TOJIBKO B XOJI€ M3roToBJIeHUA. [[1s1 OONBIIMHCTBA TOBAPOB
3TH JIBa Ipoliecca 0ObIYHO HE3aBUCHUMBI. TeneBU30p MOXKET ObITh M3rOTOBJIEH Ha
3aBOJIE, PACIOJIOKEHHOM Ha OIpPEACIICHHONW Teorpapuueckoil mupoTe, U aajee
TPaHCIOPTUPOBATHCS 110 BCEMY MUPY JUISl IPOJIayKK ONTOM M B po3HMILY. TOT, KTO
HOKYIIaeT TEJIEBU30p, HE 00s3aH cpa3zy XKe €ro MOJKIIIYaTh; TEIEBU30pP MOKET
OCTaBaThCsl B CBOEH KOpoOKe HeompeaeneHHoe BpeMms. OJHAKO COBET, KOTOPbIN
JIaeT Bpad MalUEHTY, 1aeTCs U BOCIIPUHUMAETCS OJTHOBPEMEHHO.

Bropoii ¢popmoil HEOTIEAMMOCTH OT UCTOYHHMKA SIBISIETCS HEOTAEIMMOCTD
NOKyHaTessl OT IpoLecca NpeJoCTaBlIeHus yeiayrd. pyrumu cioBamu, OoJibluas
4acTh YCIYr HE MOXXET XPaHUThCA JUIsl OyIyILIEero HCIOJIb30BAHUSA; MOKYIATENb
JOJKEH MPUCYTCTBOBATh MPU CO3JaHUM ycayru. IIpucyTcTBue mokymarens He
TpeOyeTcss B MOMEHT IPOHM3BOJCTBA TEJIEBU30pa, a BOT (PU3MUECKH OCMOTp B
KaOMHeTe Bpaua HE MOXKET OBbITh OCYILECTBJIEH B OTCYTCTBHME NAlMeHTa. Jlekuus B
ayauTopuH, (QyTOONmpHAsh Wrpa, KOHLEPT POK-MY3BIKM U TO€3[Ka B MOE3]e
SIBJISIFOTCS IONOJTHUTENIbHBIMU [IPUMEPaMH, B KOTOPBIX MpeACTaBlIeHbl 00€ (GOopMbI
HEOTIETUMOCTH; HUCIIOJIHEHHME M  TNOTpeOlieHHe JTHX  YCIYr  SBIIAIOTCS
OJIHOBPEMEHHBIMU M HEpa3JelbHbIMH, a MOKYINATEIU JIOJKHBI MPUCYTCTBOBATH,
4TOOBl HACJIaXAATbCAd UX pe3yibTaraMu. VCKIIOYEeHHE COCTaBIAIOT T€ YCIYTH,
NOCTABIIMKM KOTOPBIX BBINOJHIIOT HMX CaMOCTOSTENbHO: Hampumep, yOopka
0o(HCOB, MPOTHO3 MOTOAbI, PEMOHT aBTOMOOWJEH, CTpaXxOBaHWE >KU3HU M T.J.
BoBneuenune notpebuTens B MpoLECC CO3JaHMsl yCIyrd MOXKET IPUHUMATh (popmy
caMOoOOCIyKUBaHMS, KaK, HAIPUMEP, IPU UCIIOJIB30BAHUU CTUPAIbHON MalIMHBI B
IpayedyHol camMOOOCIyKMBaHUSA, MPHU TOJYYEHUH JEHEr B OaHKOMAaTre WU B
npolecce COBMECTHBIX JIEMCTBUM € OOCHY)XMBAIOIIMM  [EPCOHAIOM B

MApUKMAaxepCKO, TOCTHHHIIC, KOJUIC[DKE WId OoibHUIE. B  mOmMOOHBIX
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00CTOATENBCTBAX MOTPEOUTENN MOTYT B OIPEACIIEHHOM MEpe paccMaTpHUBAaThCS
KaK COTPY/IHUKH KOMIIAHUH, a CEPBUCHBIC KOMIIAHUU TOJydaT HEMAJYI0 MOJb3Y
Osarojiaps MOAroTOBKE U OOYUYEHHIO CBOUX MOTPEeOUTENEH, B pe3yabTaTe Yero OHU
CTaHOBSTCS 00JIee KOMIIETEHTHBIMU U PUHOCAT OoJbiie mpubbut [ 13, ¢.5-25].
CoBMecTHOE MOTpeOJIEHUE HEKOTOPBIX YCIyT SIBISETCS TpeTheil (opmoii
HEOTIETUMOCTH OT HWCTOYHHMKA. HekoTopble yciayru MNOpeaoCTaBISIIOTCA s
00JBIION TPYIIIBI OKymareneid. Hampumep, TearpanbHas IpOIyKIKs, KOHLIEPT U
KpyU3 Ha TEIUIOXOAE SBIISIIOTCS TEMHU YCIyraMu, KOTOpbIE MPOM3BOASTCS s

OOJIBIION IPYIIIBI JIFOIEH.

JIroam kak 4acTb NPOAYKTA

[Ipu npenocTaBIeHUA MHOTUX YCIYT C BBICOKOM CTENEHBIO B3aUMOICUCTBUS
HOTPEOUTENN HE TOJBKO BXOASAT B KOHTAKT C IEPCOHAJIOM KOMIIAHMM, HO W
OKa3bIBAIOTCSl «IUJICUOM K IUIedy» C JAPYTUMH moTpeOutensmu (TOopoid B
OyKBaJIbLHOM CMBICIIE, €CJIM, HAaIpUMEp, peub UAET O MOE3/KE B aBTOOyCEe WJIHU B
METPO B 4achl «muK»). M1 HA000POT, YCIyTU C HU3KOM CTETEHBIO B3aUMOJICUCTBUS
4aCcTO OKAa3bIBalOT «HA PACCTOSIHUMW», KOIJAa KOHTAKT MEXAY JIIOAbMHU
OTPAaHUYMUBAETCS PELIEHUEM KaKuX-IH00 NpoOiieM, BO3ZHUKAIOLIUX BPEMs OT
BpeMeHM. Pa3zHuna Mexay KadecTBOM YCIyTI OPraHM3allMil C BBICOKOW CTEIEHBIO
B3aUMOJCHUCTBUS C NOTPEOUTENSIMH, Kak MpaBUio, OOYCIIOBJIEHA MEPCOHAIIOM,
KOTOPBIM 3aHAT OOCIYyXMBaHMEM MOTpeduTeneld. YmpaBieHUE KOHMIUKTHBIMU
CUTyallusIMU MeXAy paOOTHHKaMH KOMIAHUM M  KIMEHTaMH, HEPEIKO
BO3HUKAIOIIMMHU B Ipolecce 0o0ciyXuBaHus, Ojaromaps yemy (QOpMHUPYIOTCS
XOpOLIME BIEYATJIECHUS, MOKET OKa3aTbCA HEJETKOM M OTBETCTBEHHOM 3alauci.
IlocMOTpEB Ha IOCTOSHHBIX KJIMEHTOB KOMIIAHMH, BCETJa MOXHO OIIPEIEIIUTh,
KaKoro ypoBHs OOCIy>KMBAaHMs OXUAATh OT 3ToW (pupmel. Hampumep, nocemas
CIIOPTHBHBIE MEPONPHSTHS, BBl 3HAETE, YTO €CJIM OOJIEBIIMKA aKTUBHO OOJICIOT 32
CBOM KOMAaHJbl, HO NPU 3TOM BeAyT ceOs MPUIMYHO, TO HAONII0JaTh 3a TaKou
Urpoll OyJIeT HaMHOIro MpusATHee U HHTepecHee. Ho eciam HekoTopble U3 HHX

CTAHOBATCA arpCCCUBHBIMH, HAYMHAIOT PYIraTbCA, 3TO OTBJICKACT OT caMou HUI'PpBI 1
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HNOPTUT HACTPOECHUE IPYTUM 3pUTENSIM Ha CTaAUOHE. TOYHO TakK K€ U BO MHOTHX
CIly4asiX Ipyrue NOoTpeOUTEN CTAaHOBATCS YACThIO (MO3UTUBHOM WIIM HETATUBHOM)
npruoOpeTaeMoil yCiIyru.

Komnanuu cdepbl ycayr OOMKHBI YAENISATh 0CO00€ BHHMAaHHUE OTOODY,
HOJrOTOBKE M MOTHUBALIUK COTPYIHHUKOB, KOTOpbIE HENOCPEACTBEHHO OYAyT
oOcnyxuBaTh norpedoutenei. KpoMe TeXHMYECKMX HABBIKOB, HEOOXOIUMBIX IS
paboThl,  Takue  COTPYIHUKH  JOJDKHBl ~ HMMETh  XOPOIIO  pa3BUTHIC
KOMMYHHUKAIIMOHHbIE HaBbIKUA. B TO ke Bpemsi ¢pupmaMm NpUXOAUTCS YNPABIATh U
KOPPEKTUPOBATh TOBEJICHUE MOTpeOuTeNneil, 4YToObl HEIOCTOWHOE MOBEACHUE
HEKOTOPBIX M3 HUX HE OKAa3aJl0 HEraTMBHOTO BJIMSHUS Ha ocTalbHbIX. [lopoit
CEPBUCHBIM KOMITAHHUSIM MPUXOJUTCA «CEMb pPa3 OTMEPUTHY», NPEKIE YeM
OIpeIeNUTh, HACKOJIBKO XOPOIIa ujesi 00beIUHEHUS HECKOJIBKIX 00CTyKHBAaEMbIX

CCI'MCHTOB «IT1OJ O,Z[HOﬁ KpBIm@ﬁ)).

HenocTosiHCTBO Ka4yecTBA MCIMOJIb3YEMBIX PECYPCOB M MOJTy4aeMBbIX
pe3yJIbTaTOB

[IpucyrcTBue mepcoHana W JAPYyrux MOTpeOUTeNneld HEmOCpPEICTBEHHO B
OTEPAIIMOHHON CHUCTEME 3aTpyIHsAET TPOIecC HE TOJBKO CTaHAApPTH3AIUU U
YIPABJICHHS] KAYECTBOM HCITOJIB3YEMBIX PECYPCOB, HO U OTIPECICHUS PE3yIHTaTOB
NESTETbHOCTH CEPBUCHBIX OpraHu3anuid. ToBapbl OOBIYHO TMPOU3BOIAT B
CTaHAAPTHBIX  YCJIOBHUSAX, CO3JaHHBIX JUIA  JOCTMDKCHHS  ONTHMAIbHOU
3¢ (HEKTUBHOCTH TMPOU3BOJCTBA W KadecTBa MPOAYKIIMH, a 3aTeM TIIATEIbHO
IIPOBEPSIOT HAa COOTBETCTBHE CTaHAAapTaM KauyecTBa 3aJ0JIT0 JO0 TOTO, KaK OHHU
nomaayT K motpeduteno. To ke camoe MOXXHO cKa3aTh 00 yciyrax, KOTOpbIe
OKa3bIBAIOTCS B OTCYTCTBHE NOTpeOuTENei, Hampumep o0paboTka OAHKOBCKHX
YEeKOB, PEMOHT aBTOMOOWIEH Wi HOYHAst yOoopka oduco. Ho ecnu peus uaer oo
yciIyrax, KOTOpble  MOTPEOJSIOTCS  OJHOBPEMEHHO C  MPOIECCOM — HX
MIPEIOCTABIICHUS, B TPOIECCE KOHEUHON «COOPKW» MOSBISETCS OOJBIIOE YHCIIO
OmMOOK W TPOSBICHUN HETOOPOCOBECTHOCTH TEPCOHANA, KOTOPHIE HAMHOTO

CJIOXKHEE CKPBITh.
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HermocTostHCTBO KadecTBa B UCMIOJIHEHUH PAaOOTHI JTIOJIbMHU, OKA3bIBAIOIIIUMH
YCIyTH, a TaKXKE pa3Iudus B BOCIPHUATHU MOKyHaTeNeHd CO3/al0T 3HAYUTEIhHBIC
npoOJieMbl I MEHEIPKEPOB, padoTarolux B cepe yciuyr. BakHbIM clieIcCTBUEM
ATOrO SIBJISIETCS TO, YTO OoJbIas dYacTh YCAYr HE TMOMJIAETCS TMOMBITKAM
CTaHIapTH3AIMK, TaK KaK HEBO3MOXXHO CTaHJApTHU3MPOBATh KOHEYHBIH MPOAYKT,
€CJIM KaXbl KIIMEHT OTJIMYAeTCS B CBOUX JKEJAHUAX, KaK 70 MPEIOCTABICHHUS
yCIIyTH, TaK U BO BpeMsl ee. Bo MHOTHX cliydasx MOPSAI0K MPEIOCTaBICHUS YCIyT
OTIpeIeNsIET TOT, KTO 3Ty YCIYTY BBIMOJHACT, HAlPUMEP KOHCYJIbTAHT, arcHT I10
HEJBMKUMOCTH WM Bpad. YelnoBEeK, OKa3bIBAIONINN WHIWBHUIyaIbHBIC YCIYTH,
JOJDKEH TIpU 3TOM OPHUEHTHUPOBATHCS HA TOTPEOHOCTH W JKENaHUSA KIIMCHTA.
HenocTrossHCTBO ~ KauecTBa  pe3yjbTaTOB  OKa3aHUS  yCIOyr  OCIOXKHSET
OCYIIECTBJICHUE KOHTPOJSI M TapaHTUi KadecTBa. HakoHel, HEMOCTOSHCTBO
KadecTBa TpeBpaliaeT HOPMHUPOBAHHWE IPOU3BOJUTEIBHOCTH B TPOOIEMy s

MEHEKEPOB CEPBUCHBIX OPTaHU3aLIAMN.

CJ10KHOCTD OlLIEHKH

IToutn Bce TOBaphl 00JIaIAIOT MHOXKECTBOM TaK HA3BIBAEMBIX HOUCKOBLIX
Xapaxkmepucmux, KOTOpPbIC MOTPEOUTETh MOXKET HaMETHTh I cels Mmepeln ux
nokynkoil. Takumu XapakTepuCTUKamMu OBIBAIOT IIBET, CTWUJb, (opma, IeHa,
MPOYHOCTh, 3amax, pasMep, OILIYIICHHWE OT IPUKOCHOBEHHS W T.1. HekoTopsie
TOBApbl U YCIYTd OOJIANAIOT OSMAUPUYECKUMU XAPAKMEPUCMUKAMYU, KOTOPBIC
MOHO OILEHUTh TOJILKO YK€ MOCJI€ PUOOPETEHUSI WIIM B IIPOLIECCE MOTPEOICHUS.
Takumu CcBOMCTBaMHM OBIBAIOT BKYC, yJA0OCTBO M IPOCTOTA HCIOJIb30BaHUSA,
WHJVBUAYyallbHbIC olnylieHus. W, HaKoOHel, CYIIECTBYIOT npeonoaazaemvle
(OosepumenbHble) XapakmepucmuKky — XapakKTePUCTUKH, KOTOPbIE TPYITHO OLIEHUTD
Jaxe TIocie TOTpeOJeHUs: 3TO, HAMpUMEp, IMOCIAEACTBUS XHUPYPIHUIECKOTO
BMEIIATEIHCTBA, MPOPECCHOHATBHBIE YCIYTH, KOTOPhIE MOXHO OIIEHUTH TOJBKO
CITyCTsI onpejieiieHHoe BpeMs [6,¢.48].

Komnanuu, mnpoparomue yciayru, CTPEeMsTCS IOMOYb MOTPEOUTENsIM

PeoA0aeTh HEYJ00CTBA, KOTOPHIE T€ WCIBITHIBAIOT MPU MPUHSATHU PEIICHUS O
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COBEPIICHUH MOKYMKHU. J[JI1 5TOro oHU WHDOPMUPYIOT TOTPEOUTENICH O TOM, YTO
OHM MOTYT HCIIBITaTh BO BpEMs WJIM TOCIE OKa3aHWs YCIyTH, MmoaOupas ais
KKJOTO M3 HUX TAaKHE YCIOBHUS, KOTOPBIC YIOBICTBOPUIN Obl WHIWUBUIYTbHBIC
NOTPEOHOCTH KaXIOro dyenoBeka. Kommanus, HOOMBIIAsiCS penmyTanuu (QUpMBI,
KOTOpash BHUMATEIBHO M ITUYHO OTHOCUTCS K TIOTPEOUTENSIM, UMEeT OOoJbIie
IIIAHCOB 3aBOEBAaTh JOBEPHE CBOMX HBIHCIIHUX MOTpeOuTeNei W mpuodpectr

HOBBIX KJIMCHTOB 6nar0z[ap$1 HUX PCKOMCHAAIINAM.

OTcyTcTBHE 32a112COB

[TockonbKy yciyra mpeicTaBisieT coOOM AecTBHME WM pe3yJbTaT, a He
MaTepUaJIbHbIA TPEeIMET, KOTOpbIA OyJIeT NpHHAAIeKaThb MNOTPEOUTEN0, OHa
CUMTAETCS «CKOPOMOPTSIIUMCS TOBAPOM» U HE MOXKET (PU3NYECKH XPAaHUTHCS Ha
CKJIajie s peasin3anuu B OyaymieM. OIHON U3 BAXKHEHUINNX 3a7]a4 MAPKETHHT OBOM
HNOJUTUKU B cepe yCIyr CTAHOBUTCS MOWMCK CPENCTB, MO3BOJISIONIMX YCTPAHUTh
HECOOTBETCTBHE MEXKIY CIIPOCOM U MAaKCHUMaJIbHOM IPOU3BOJUTEIBLHOCTHIO
OpeANnpUsATUS. ITOTO MOXHO JOOUTHCS C TMOMOIIBID XOPOIIO MPOTyMaHHON
LIEHOBOM MOJUTHKHU, METOAOB MPOJBMKEHHUS 1 MHOTMMH JPYTHMMHU Crioco0amu. DTy
e 3a/layy MOYKHO PEIIMTh, YBEJIIMYMBAs WJIM YMEHbINAs O00BbEM MPOU3BOIUMBIX
KOMIAaHHeH yciuyr (M3MEHsSs KOJUYECTBO COTPYIHHKOB WIU OOOpYIOBaHHS, a
TAaKXK€  pa3Mepbl  OOCIYyXHBa€MbIX  TEPPUTOPUIl) B  COOTBETCTBHUM  C
IPOrHO3UPYEMbIMU KOJIeOaHUSIMU cripoca. B 3ToM ciydae oueHb OO0JbIIOE
3HaYeHHE HUMEEeT TOYHOCTh mporHosa. Korma ¢upma, oxaspiBaromias yciyTH,
TOBOPUT O CBOUX MOBAPHO-MAMEPUATbHBIX 3anacax, OHa INOAPa3yMEBAECT CBOU
MOIIIHOCTH [JIsl TPOU3BOACTBA YyCIyr B OyAylleM, HampuMep, KOJIMYECTBO
TOCTUHUYHBIX HOMEPOB, €IlE€ HE 3apE3epPBUPOBAHHBIX HA CIEAYIOIIUMN BTOPHUK.
Ecnu xomnanusi cuuTaeT CBOEW OCHOBHOM LIEJbI0O MaKCHUMM3AIUIO MPUOBLINA, OHA
JOJDKHA TIATENIbHO BBIOMPATh IIETEBBIE CETMEHTHI Ui OOCIY)KMBaHHS HX B
HY’»KHOE€ BpEMs M IIpe[jiaraTb CBOM YCIYTM B IEPUOJ IOBBIIIEHHOIO CIpPOCa
UMEHHO B TE€X CErMEHTax, MOTPEOUTENU KOTOPHIX HAUMEHEE YYyBCTBHUTEJbHBI K

OCHC.
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BaxuHocTs BpeMeHHOT0 pakTopa

MHorue BUIBI YCIyT TMPEAOCTABISIFOTCS B pealbHOM Bpemenu. [Iporecc
MPEIOCTABICHUS YCIYT TaKMMH OpTaHU3alMsIMH, KaK aBHAJIWHWW, OOJILHHMIIBI,
MapUKMaxepcKue U pecTtopaHbl, TpeOyeT (U3MYEeCKOro MPUCYTCTBUS KIUEHTOB.
OOBIYHO ITFOJIM XOTAT TMPOBOJAUTH Ha «GhabpuKe yCIyr» KaK MOXKHO MEHBIIE
BpEMEHHU, OCOOCHHO €CIT ATOT MPOIECC BKIIOUYACT B Ce0S OXKHUIAHHWE B OYEPEIIH,
MOPTOMY YCIYTHM JOJDKHBI OKa3bIBaThCS C MPUEMIIEMOM [UIsi MOTpeduTenen
ckopocThio. [ToTpeOuTenn BBICOKO IIEHSAT CBOE BPEMS, M WHOTA OHU TOTOBBI
3aIIaTUTh OOJIBIIIE ICHET 3a TO, YTOOBI UX 0OCITY KWK ObICTpEe.

B npyrux ciydasx akieHT JeiaeTcss Ha BPeMEHHBIX 3arparax. Jlaxke eciu
MOTPEOUTENH 3aKa3bIBAIOT YCIYTH, KOTOPBhIE OYIyT OKa3bIBaThCS B X OTCYTCTBUE,
OHM HWMEIOT OIPEJCICHHBIC OXXHUJIAHUSA B OTHOIICHUM BPEMEHHU OKOHYAHUS
nporecca OOCTyXHUBaHUS — OyIb TO PEMOHT MAaIWHBI, MOJATOTOBKAa OTYETa O
MIPOBEICHHBIX MCCIICIOBAHUAX, YUCTKA KOCTIOMA WJIM MOJATOTOBKA FOPUIUIECKOTO
nokymMeHTa. B oOmieM, coBpeMeHHBbIE MOTpPEOUTETN CTAaHOBSTCS Bce Ooliee
YYBCTBUTEIBHBI K 3aTpaTaM CBOETO BPEMEHH, M CKOPOCTh YacTO CUYUTAETCS

00s13aTEIHbHBIM aTPUOYTOM XOPOIIEro 00CITyKIUBAHUS.

Pa3Hble kKaHaJIBI pacnpeneeHus

B ornuune oT mpousBoauTENeN, KOTOPBHIM JJIsi PaclpOCTPaHEHUsS TOBapOB
HY)KHBI ~ (U3MYECKHWE KaHalbl CcObITa, MHOTHE CEPBUCHBIC TMPEANPUATHS
UCTIOJB3YIOT AJMEKTPOHHBIC KaHAJBI (KaK MPH TPAHCISIIUKM Paguo- U Telernepeaad
VI TIPOBEJACHUM 3JIEKTPOHHBIX IJIATEXEH) 1100 00beAUHSIIOT B OJHOM MECTE BCE
oTepaly CEepBUCHON KOMMaHWM (MIPHEM 3aKa30B, WX BBIMOJHECHUE W «BBIJAYA»
3aka34uky). [Ipu 3TOM Bce 3T mopapas/eneHus NPUHUMAIOT ydyacTHE B BbIOOpe
MECTOPACIIONOKEHUSL TpEAnpusITHs, B pa3paboTKe MpoeKkTa 3JaHus U B
yOpaBICHUN TEPCOHATIOM, KOTOPBIH 00cmykuBaeT mnoTpedureneii. MuHoraa,
Hampumep, B OAHKOBCKOM Jefie, (PupMbl mpejiaraloT MmoTpeOuTe siM Ha BBIOOP
pasHble KaHaJbl MPEIOCTABICHUS CBOMX YCIyT. Tak, KIMeHT 0aHKa MOXKET JIMYHO

IMOCCTUTD €T0, 4 MOXKCT CBA3AaTbHCA C HUM 4YCPEC3 I/IHTepHCT.
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brnaromaps ~ OypHOMY  pPa3BUTHIO  KOMIIBIOTEPHOM  TEXHUKH  H
TEJIEeKOMMYHUKalUi, OCOOEHHO pocTy WHTepHeTa, JJIEKTPOHHBIE CHOCOOBI
NpEeAOCTaBICHUs YCIYr TMOJy4aloT Bce OoJiblliee W OOJIblliee PacrpoCTpaHEHUE.
JIto0oi1 B7MeMEeHT yCiIyrd, OCHOBAaHHBIH Ha WHGOpMAIMK, UMEET B MOTCHIHAIE
BO3MOXXHOCTh MTHOBEHHOM JIOCTaBKM B JIOOyI0 TOYKY MHUpPa, TJ€ €CTh
COOTBETCTBYIOIIEE OOOpYAOBAaHHE IS €ro MojydeHus. biaromaps 37IeKTpOHHOU
noure u Web-caiiTam jake oueHb HEOOJbIIME W HEOOraThle KOMIIAHUU HMEIOT
BO3MOKHOCTh, HE Hecsl OOJBIINX 3aTpaT, Mpejyiarath CBOU YCIyTM Ha OTPOMHOM
tepputopun. Oupma, KoTopas He BEDKIIIA ObI, 0OCTYKHBasi HEOOIBIION CETMEHT
PBIHKA HA OTPAaHUYEHHOM reorpauyeckoM y4acTKe, MOXKET B COTHH pa3 MOBBICUTH
CBOM MOTEHIMaJ, paboTas Ha TOM € CaMOM Y3KOM PBIHOYHOM CETrMEHTE, HO Ha

OO0JIBIIICH TEPPUTOPHUH.

Cucrema MapKeTHHIa YCJIYyT

EctecTBeHHO, CyIIECTBYIOT U JIpyrue (hakTopbl, KOTOpPbIE BIUSAIOT Ha 00IIee
BIIEYATJICHHE KiMeHTa 00 yciyre. Cpenu HUX CIENyeT YHOMSIHYTh JESITEeIbHOCTh
OTJIETIOB PEKJIaMBbI, M COBITA CEPBUCHON KOMITAHHUH, TeIe(OHHbIE 3BOHKU U MHChMa
00CITy’KUBAIOUIETO MepCcOoHaNa, MPOLEAYpbl BBICTABICHUS CUETOB 3a YCIYTH,
CIly4aliHble KOHTAKThl C COTPYJHMKAaMU KOMIIAHWM W IIOCEUIECHUs €€ 34aHul U
MOMEIIEHUH, OT3bIBBI MPECCHl O CEPBUCHON (upMe, MHEHHS, BbICKa3aHHbIC €€
HBIHEITHUMU WIM OBIBIIMMHU KJIMEHTAMU M Ja)Xe y4acTHE B MapKETHHTOBBIX
VCCIICJOBAHUSIX.

Bce BMmecTe nepedyucieHHbIE BbIIIE KOMIIOHEHTBI, a TaKXe pa3IMYHbIC
AJIIEMEHTBl  MOJACHCTEMbl MPEJAOCTABIEHUS YCIYr, OOBEAMHSIOTCA B  TakK
Ha3bIBAEMYIO cucmemy mapkemutea ycaye. 1o cytr, oHa BKItOYaeT aOCOJIOTHO
BCE HMCTOYHHUKHU, U3 KOTOPBHIX KIMEHT MOXET YTO-IH00 y3HaTh O TOM WJIM MHOU
cepBUCHON opraHuzauuu. IlockosibKy 0OCITy)KMBaHME HOCUT SMIIUPUUYECKUI
XapakTep, B KAXKJIOM U3 3THX BJIEMEHTOB COACPKUTCA Ta WUJIM MHAs «IIOJCKA3Ka» O
XapakTepe M KayeCTBE CEPBUCHOIO NPOAYKTa, a HEIMNOCIEA0BATEIbHOCTh H

HCCOOTBCTCTBHA MCKAY HUMHU HCPCAKO INPUBOJAT K IMAACHUIO YPOBHA JOBCPHA K
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KOMIIAaHUM CO CTOpOHBI KiaueHToB. Ha puc. 1.5 Ilpunoxenume 7 HarisiaHo
U300pakeHa CUCTEMa MAapKETHHIa YCIyr, Ul KOTOPBIX XapaKTepHa BBICOKAs
CTEIEHb B3aUMOJCUCTBUS MEXKIAY KIMEHTOM U KOMIIAHUEN.

PasmMep u cTpykTypa CHCTEMBI MAapKETHHIA YCIyI BapbUpPyeTCs B
3aBUCUMOCTH OT KOHKDPETHBIX XapaKTEPUCTUK KaXkKIOH CEPBUCHOM OpraHU3alldU.
Ha puc. 1.6 Ilpunoxenne 8 BUAHO, HACKOJIBKO M3MEHSETCS KAPTHHA, €CIU PEYb
uaeTr o0 yciyre ¢ HHU3KMM YPOBHEM B3aUMOIECHCTBHS MEXIY KIMEHTOM U
KOMIIAaHUEN, KakK, HampuMep, IMpU HCHOJB30BAHUM KPEIUTHOW KapTOUKHU.
BaxxnocTh 3TOr0 moaxona K BeIpAaOOTKE KOHIICTIIMUA CO3AAHMS U MPEIOCTABICHUS
yCIIyTH, B OTJIMYUE OT MOJX0Ja, KOTOPbI HOCUT XapaKTep BHYTPEHHETO aHAIU3a
CEpPBHUCHBIX OIEpPALMM, 3aKIIOYAETCS B TOM, YTO OH OCHOBAaH Ha TOYKE 3PEHUS

noTpeduTes.

MarepuajibHble CBUETENbCTBA

[TockonpKy MHOTHE YCIYyT'H MO CYTH CBOEHW HEOCSI3a€MBI, YaCTO HUX TPYIHO
OIIEHUTb. OJTO MNPUBOAUT K TOMY, YTO KIHMEHTHl HEPEAKO HIINYT KaKue-auoo
MaTepPHUATbHBIE «II0JICKa3KI», MTO3BOJISIONINE OMPEAEIUTh, HACKOIbKO 3(h(PEeKTUBHO
MPEAOCTABISAETCA Ta WIM WHASI yCIyra TOW WU UHOM CEpBUCHOUN OpraHu3aluei, u
3a4acTyl0 3TO ABJISETCS CKOPEE CIIyYalHBIM MPOLIECCOM, YEM 3aINIAHUPOBAHHBIM.
M3-3a TOrO, 4TO TMpPOLIECCH MPENOCTaBICHUS OOJBIIMHCTBA YCIYT HEOCSI3aeMBbl,
MaTepUalbHbIC CBUJETEIICTBA MO3BOJISIOT KJIMEHTAM IOJIYYHUTh OINPEACICHHOE
MIPEJICTABJIEHUE O KAYECTBE YCIYT U, B HEKOTOPBIX CIIy4YasiX, OU€Hb CHIIbHO BIIASIIOT
HA TO, Kak mnoTpedutenu (0COOEHHO HEONBITHBIE) OILIEHUBAIOT KaueCTBO
00CITyKUBaHUSI.

Camo co0oif pazymeeTcsi, KOJUYECTBO BUIUMBIX NJIsi KJIMEHTA JJIEMEHTOB
CEpPBUCHOI'0 MPOILIECCAa B 3HAYUTEIBHOW MEpPE 3aBUCUT OT TOTO, O KaKOH yciyre
UJIET pPeYb — C BBICOKOW WJIM HU3KOW CTEINEHBIO B3auMojaeucTBus. Eciu
B3aUMOJICCTBUE HE3HAYUTEIIBHO, KOMIIaHHS MOYKET HCIOJI30BaTh

AOIOJHHUTCIIBHBIC MATCPHAJIBbHBIC CBHUACTCIILCTBA, AKTHBHO PCEKIAMHPYsSa CBOU
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YCIIyT'M Ha TEJIEBUJEHUH, B WLIIOCTPUPOBAHHBIX )KypHAJIaX, ra3eTax U OpoIropax

v Ha Web-caiite koMIaHuu.

1.3 DjieMeHTBI OKA3aHUA YCJIYT

Boibupass  cTparerum = MapKeTMHra  TOBapOB, KOMIIAHMM  OOBIYHO
paccMaTpHUBAIOT YETHIPE OCHOBHBIX dJIeMeHTa: MpoaykT (product), mena (price),
mecto (place distribution) u mponaBmxkenue (promotion) - 4Ps MapkeTHHroBOTO
KOMILIEKca. DTa HauboJiee cTapas KOHIENIUS B MOCIEHEE BpeMs MOJABEPraeTcs
Bce OOJIbIIIeH KPUTUKE M3-3a U3JUIITHEH KOHIIGHTPAIMN Ha caMoil opranu3amuu. U
KaKk He TpyaHo yBuueth (cMm. Ttabn 1.4 Ilpunoxenue 9), 4P xoHuenuus ckopee
IpUMEHUMA K OCSI3a€MbIM TOBapaM, HEXEIH K HEeOoCA3aeMbIM yciyram. bypHbie
CIIOpPbl MO TOBOAY «3alMKIMBaHUs» KOHUenuuu 4P Ha onepanusix BHYTpU
OpraHu3aliid M €€ OrPAHMYEHUH B NIPUMEHEHHMM K CO3JaHHUI0 KOMILIEKCa
MapKeTUHTa JJisg YCIYr MpUBeEJia K PacIIUPEHUI0 MOJACIH C aJanTaiueidl UMEHHO
oA ycayru. OkazaHue yCiayr MPEIIoyiaraeT MosIBJICHUE HOBBIX CTPATErMUYECKUX
9JIEMEHTOB, TaKWX KaK y4yacTHUE MOKymnaTesdss U paOOTHUKA CEPBUCHOU (UPMBI B
POU3BOJICTBEHHOM IPOIECCE, TEXHOJIOIMH MPEIOCTABICHUS YCIYTH, (pu3nueckoe
OKpY>KEHUHU.

HHoxkynareisb

[Toxynatenr  siBisiercsi  Hawbonee  BaXKHBIM  DJIEMEHTOM B OTOM
B3auMoieicTBUM. Bocnpusthe nokymnaTeneM KadecTBa YCIYrH, €ro IOJHOE
YAOBJIETBOPEHUE YCIYrOM U pelIeHHE TMOBTOPUTH IMOKYIKYy, — BCE€ 3TO B
3HAYUTENBHON CTENEHH 3aBUCUT OT €ro BOCIHPUSATHS Mpoliecca OKa3aHUs YCIyT.
Komdopt nokynarens, ero 6€30mMacHOCTh U 00IIee CaMOYyBCTBUE JIOJKHBI OBITH
rJIaBHOW 3a00TOM cepBUCHOW CiyObl. Ecnmm yciyra cBs3zaHa ¢ HMMYIIECTBOM
MOKYyTaTelIsl U €ro MPUCYTCTBUE BO BpeMsi 00CITyKMBaHUSI HE TPeOyeTCsl, OCHOBHbIE
YCUJIUSI CEPBUCHOW OpraHU3allid JOJKHBI ObITh HalpaBlieHbl Ha 3((EKTUBHbBIC
onepanuu, MUHUMU3UPYIOIIUE BPEMS U YCUIIUS, KOTOPBIE KIIMEHT JIOJKEH TPATUTh

Ha IPUOOPETEHHUE YCIYTH.
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BknanpiBasg CcBOMl Tpyd B CEPBUCHYIO MNPOAYKIMIO, IOKyNaTelb, Kak
MPaBUJIO, OKUJAET MMOJYYUTh HEKOTOPYIO BBIFOAYy. B 3THX ciydasx cepBUCHas
OpraHu3anus J0JKHA 00eCeUUTh KIMEHTa YeTKMMHU MHCTPYKUUAMU U yOeTUThCs
B TOM, 4TO OOOpYyJIOBaHHE, KOTOPOE OH JOJKEH HCIOJb30BaTh, HAaXOIUTCS B
paboyeM COCTOSTHUU U SIBJSIETCS MPOCTBHIM B ympaBieHuu. Heynaya B mombITke
oOy4YuTh TOKyHaTejleld HaJJIeXalluM [pOLEeAypaM MOXXET MPUBECTH K
HEO(PPEKTUBHBIM JECUCTBUAM U HEYAOBJIETBOPUTEIBHOMY OKazaHuio yciayr. C
JIPYTrOM CTOPOHBI, MOKYNATENh TAKKE MOYKET OKa3bIBATh 3aMETHOE BO3JEHCTBHUE HA
UCXOJ OKa3aHWs YCIyr CBOMM MoBeAeHHeM. Eciu oH He crmocoOeH BOCHPUHSATH
HEOOXOAMMYI0 HH(OpPMAIMIO, CJIEI0BATh WHCTPYKIUSM WM COOTBETCTBOBATH
CBOEH NPEIIOIaracMoi poJii WK €CJIM Y KIIMEHTA, HAIlpUMeEp, TPYIHbINA XapakTep,
OH MOXET 3aMEeTHO YCJIOXHHUTb pabdOTy CEpBHCHOIO ciyxkaiero. Torga o0e
CTOPOHBI OYAYT HCIBITHIBATh HEYJIOBJIETBOPEHHE, KOTOPOE OUIYTAT MU JIpyrue

IMOKYIIaTCJINn.

CepBHCHBIN CayKaIMA

[IpenocTaBnenue yciyr TpeOyeT HEMOCPEACTBEHHOIO KOHTAKTa MEXIY
MepCOHAJIOM KOMIMAaHUW H ToTpedutensmMu. Tak, TPH TMOCEIICHHH J000ro
MIPEICTaBUTEIIbCTBA CEPBUCHOW KOMIIAHWM HA BIEYATICHHWE TIOTPEOUTENS OT
mpolecca MOJYy4YEHUs] YCIyTH, a TakKKe Ha CTENeHb €ro yJIO0BJIETBOPEHHOCTH
OKa3aHHBIMU YyCJIyTaMH W €ro >eJaHWe BEPHYTbCS B KOMIIAHMIO CHOBa B
3HAYUTEIHLHOW CTEMEHU BIUSIOT BEXKJIUBOCTh, KBadU(UKAIUS W TOTOBHOCTH
COTPYJIHUKOB KOMIIAaHUU — OT OXpaHHHUKA J0 MPO(HUIBHOTO CIEIUAINCTa — 0Ka3aTh
UM HEOOXOIUMYIO TOMOIIIb.

[IepBoouepeaHoOl 3a/1a4ell MEHEIPKMEHTA KOMIIAHUU SIBJISICTCA TIIATEJIbHBIN
OTOOp W TpeHUHTr (KenaTeIbHO C JJIEMEHTAaMHM KOYYHMHIA) BCEro IMepcoHala, a
TaKkk€ MOTHBALMS JIIOACH K TOMY, 4YTOObl OHHU BBIMOJHSIM CBOIO pPadoTy
HaJJICKAIMM 00pa3oM B COOTBETCTBUHU CO CTaHJAApTaMU KOMITAHUU U CTPEMUJIUCH
clenaTh BCE, 4TOObI MOTPEOUTENIM OCTAIUCH JOBOJIbHBI. JTO TeM Oo0jee BaKHO,

IMOCKOJIbKY, KaK IpaBUJIO, MCHC/IKMCHT HC B COCTOAHHH OTCJICAUTHb, HACKOJIBKO
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KQKJIbIH KOHKPETHBIM PAOOTHHUK CIIEyeT MNPUHSATHIM B KOMIAHUU CTaHJapTam
oOmieHus ¢ morpedbutenaMu. B Takux yclOBHSX yIpaBJICHHE YE€IOBEUYECKUMU
pecypcaMu CTaHOBUTCS CTPATErMUYECKOM 3a7ayeli KOMITaHUMU. ETo poJib COCTOUT B
CO37IaHUU OPTraHU3aAlMOHHOW KYJbTYpbl, OPUEHTUPOBAHHOW Ha moOTpebuTens. B
TOM  JIEATENbHOCTH  OpraHu3anus  palbOTbl, CHUCTEMbl  BBISBICHUS U
BO3HATrPaXXICHUsS JOCTHKECHHM, a TaKkKe padoTa ¢ xamodaMu moTpeduresneit urpaer
CYILIECTBEHHYIO POJIb.

TepMuH cepgucHbili cayxcawuii UCTIOIb3YETCS B MApPKETUHIE YCIyr IS
0003HaYEHUs JIEATEIIbHOCTH MO YIPABICHUIO KIIMEHTCKOW 0a3oil. Tak, MOCKOIbKY
b2c-ycnyru (MenunuHCKHE, (PUTHEC, MapuKMaxepCcKue M T. 1.) B OOJIBIIIMHCTBE
CIyyaeB OKa3bIBAIOTCS B KJIMHUKE, CaJOHE WIM 3ajle, Ha YJIOBJIETBOPEHUE
notpeouTens CEpbE3HOE BIIUSIHHE OKa3bIBAIOT Ipyrue KJIUEHTHI.
HeynopsioueHHOCTh MOTOKOB TMOCETUTENEH, ouepenu, rpydo Bemaymue ceds
KJIMEHTHI (BCTPEYAIOTCA U TAKUE) KOHTPACTHPYIOT C UMHJIKEM SJIUTHOW CEPBUCHOM
komnaHuu. [loaToMy MeHemKepbl AOKHBI YIAEIITh 0c000€ BHUMAHHE TOMY, KTO
OKpY’KaeT UX MNoTpeduTeneil, u 3a00TUTbCS 00 OJHOPOJHOCTH KIUEHTYPhI B
TEPMUHAX COLUAJIIBHOTO TOJIOKEHHUS, BO3PACTHOM TPYIIbI, TUIHUYHBIX MOJEIIEH
MOBEACHUS, 0KUAaHUM OT yciyrdl U T. A. C Apyroil cTOpoHbl, OBITOBBIE YCIYTH,
KOTOPBIE OKa3bIBAIOTCS 110 MECTY JKUTEIBCTBA NOTPEOUTEINS], — BOIPOC €elle Ooliee
JEIUKATHBIM, TaK KaK MPEICTABUTEIN KOMIIAHWM [JIs BBIIOJHEHHUS CBOMX
(GyHKIIUN BBIHY>KJEHBI BTOPraThCS B CBSITas CBSITBHIX — JKWIHILE MOTPEOUTEIIS.
CoOTBETCTBEHHO, BCE PEAKIIMU MOTPEOUTENS B ITOM ClIyyae 00OCTPSIOTCS, TaK KaK
IIPYU aHAIKM3E MOTPEOUTENHCKOTO MOBEACHUS HU B KOEM CIIy4ae Hejlb3s 3a0bIBaTh O
TOM, YTO YEJIOBEK, KaKUM Obl IIMBUJIM30BAHHBIM OH HU ObLI, HE MEpecTaeT ObITh
«4yTb-YyTh» KUBOTHBIM, JJISI KOTOPOTO WHCTHUHKT 3alllUThl KUIUIIA SBISETCA
OJIHUM U3 0a30BBIX.

MapxkeTtonoram, KoTopble (QOPMHUPYIOT YCIYTH, OKa3bIBa€MbIE IO MECTY
KUTEJIbCTBA, CJIEAYET YYUTHIBaTh, YTO Ha YJOBIETBOPEHHOCTU MOTpEOUTENS
(daTanbHBIM 00pa30M MOKET CKa3aThCs Ipsi3Has 00yBb MPEICTABUTENST KOMITAHUU

WIN Ta HENPUHYXACHHOCTb, C KOTOPOW OH, HE CIPOCHUB y XO3AWKH pa3pelicHus,
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IUTIOXHYJICA B JIOOMMOE Kpeciao ee KoTa.. Mbl He HmyTMM. Takux NpUMEpOB
MHO>KECTBO.

B o6nactu b2b, 0 koTopoii Kak-TO Bce 3a0bIBAIOT, HECMOTPSI HA TO YTO Kak
pa3 3/ech YCIYI'M — «BEIIb)» KpailHe paclpOoCTpaHEHHas, BOIPOC IMEPCOHAIHM
ABIgeTCS elme Oosiee BaxHBIM. [IpuMepoB paspyllieHUs OTHOIICHUH MEXIy
KOMIAHMSMH HW3-3a yXOJa OTHEIBHOTO MEHEIKepa — BEIUKOE MHOXECTBO.
MacmTabpl OencTBuii, CBS3aHHBIX (B OCOOCHHOCTHM 3TO Kacaercs KpYIHBIX
KOMIAHUA M CIOXKHBIX YCIyr) C Mepeaadell Aen OT OJHOTO CHelHalucTa K
IpyrOMy, 3a4acTyl0 TPyAHO InepeoucHuTb! TeM He MeHee, MOHMMaHUE ITOUN
npoOiemMbl HAaXOJUTCSA, KaK MPaBHIIO, 3a MpeleiaaMu o0JacTH MEePBOOYEPETHBIX

UHTEPECOB PYKOBOIUTEINIEH.

TexHoJI0ruM NpeIoCTABJICHUA YCIAYTH

[Tockosibky MOTpeOUTENM BOBJICUEHBI B MPOIECC OKa3aHUS YCIyTH, CaMo
BBITIOJIHEHUE 3TOTO MPOIECca UTpaeT OoJee BAXKHYIO poib B cepe yClIyr, HeXKeNnn
B cdepe MaTepuaIbHOrO TMPOM3BOJCTBA. MHOTHME CEpBUCHBIE OpraHu3aluu
noyaratot, 4to  3¢pGdeKTUBHbIE W KBaJIU(UIMPOBAHHBIE  JICHCTBUS,
COOTBETCTBYIOIIME YCTAHOBJICHHBIM NPHUHIMIIAM B COOTBETCTBYIOLIEH 00JacTH,
aBTOMAaTUYECKU TapaHTUPYIOT YJIOBJIETBOPEHHE NOTPEOHOCTEW MOKYyHaTelsl.
JleficTBUS  TBUIBHOTO, WM  3aKyJHCHOTO, MPOCTPAHCTBA JIOJDKHBI ~ OBITH
CIIPOEKTUPOBAHBI TaK, YTOOBI MOJAJACP)KUBATHL TO, YTO MPOUCXOAMUT HAJl JUHUEH
BUJIUMOCTH.

Hpyroii BaxHOW TeMOM B pa3pabOTKE CHCTEMBbI JOCTABKH SIBJISETCS
KiroueBas ycnyra. Kak ykaseiBaet JIaBiiok, MHOTHE YCIIyT'H COCTOAT U3 KIIFOYEBOU
YCIYTH M HECKOJIBKUX JIOMOJHHUTENbHBIX yciayr. HeoOxoauMpIM yCIOBHEM s
YAOBJIETBOPEHUS] TMOTPEOHOCTH TOKYyIaTessl sIBIsieTCs Oe3ylpedHas JOCTaBKa
KJIF0ueBou ycnyru. [IpemocraBineHre KauyeCTBEHHBIX JOMOJHUTEIBHBIX YCIYI HE
OyZeT UMeTh 3HAYEHUS IS TOKYTaTeNsl, €CIM OpraHu3aIus MoTepriesa Heyaady B
KiroueBor yciyre. IloatoMy cucremy A0CTaBKM HEOOXOIMMO MNPOEKTUPOBATH,

OpUEHTHPYSCh TJIaBHBIM 00pa3oM Ha KJIO4eBylo yciuyry. K Heil MoryT ObITh
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NPUIIOKEHBI  JIOTIOJIHUTENbHBIE YCIYTH, YTOOBl TOJACpXKAaTh W  YKPacUTh

KIIFOYCBY1O.

Du3nvecKoe OKpyKeHue

dusznyeckoe  OKPY)KEHHE  BKJIFOYACT  BCE  OCSA3aCMbIC  ACIICKThI
MOKYTATEeIbCKOTO TIO3HAHUST YCIYTH WM CEPBUCHOW OpraHU3alUd. 3aKyJIHCHBIE,
WIN PACHOJIOKCHHBIE HUXKE YEpPThl BUIUMOCTH, CPEACTBA OOCIYKHUBaHUS HE
CUMTAIOTCS 3HAYMMOW YacThi0 (U3MYECKOTO OKPYKEHHUS, TOTOMY UYTO OHHU
HAMPSMYI0 HE TMO3HAITCs TokymnaterneM. COKpameHHON Bepcued (HU3UIecKOTo
OKPY’)KEHHsI, Ha3bIBAaCMOW OOCTAHOBKOW OOCITY)KHUBaHHS, SABJISACTCA (PU3NUECKOE
OKpY)KE€HHEe, B KOTOPOM YyCiIyra JOCTaBisgeTcss W moTtpebisercs. Hampuwmep,
UHTEPHhEP 37aHUSI, B KOTOPOM pa3MeIaeTcs CEPBUCHAS OpTaHM3aIusi, MapKOBKa
aBTOMOOWJICH, nanmmadT, meOeabr W 00OpyJOBaHHE, YKa3aTeH, OCBCIICHUE,
TEeMIIepaTypa U ypOBEHb IIyMa B TMOMEIICHUU, OMPSATHOCTh U YHCTOTA SIBIISIOTCS
4acThI0 00CTAHOBKHU 00CTYKMBaHUSI.

dusnueckoe OKPYKCHHUE SBISCTCS BaXKHBIM (DAKTOpPOM ISl YCIIEITHOM
paboThl CEpBUCHBIX (GHUPM, OCOOCHHO /IS TE€X, KOTOpPHIE OKa3bIBAIOT YCIIYTH,
CBSI3aHHBIC C BO3CHCTBHMEM Ha TejI0 YesioBeka. [lokymaTenbcKoe yI0BICTBOPECHUE
MOXET OBITh  TOBBIIICHO WM  TOHWXEHO  TIOCPEICTBOM  OOCTaHOBKH

00CITyKUBaHUS.
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PE3IOME

Ha cerogusmnuii 1eHb COBpEMEHHAsI SKOHOMHMKA Pa3BUBAETCA B OCHOBHOM
Onmarojapss MNpeaupusITHsIM cpepbl OOCITYyKMBaHHS, KPYHHbIM W  MEJKHUM.
[TomaBnsiroriee GOMBITUHCTBO HOBBIX pa00OYMX MECT CO3AAaeTCsl 00CTYKMBAIOIUMU
NPEeANPUATUIMHA pa3HbIX cTpaH Mupa. OJIHAKO KakK BBIIIE YXE ObLJIO OTMEYEHO,
npeanpusiTus cQepbl YCIyr IO MHOTHM MOKa3aTeNsiM OTJINYAOTCSI OT TOBAapOBBIX
OpeanpusITUid U TpeOYIOT 0cO00ro MoAXoAa K MapKETUHTY U MEHEKMEHTY. YiKe
ceiiuac Juist 3((PEKTUBHOrO YMpaBlIE€HUS NPEANPUATHE CEPBUCHOU cdepbl He
JOCTAaTOYHO MOJararbCsi Ha METOAbl M KOHUENUMH, pa3padOTaHHbIE B
IIPOU3BOJICTBEHHO cekTope. ClenyeT MCKAaTh HOBBIE ITyTH MNPOJABHKEHHUE YCIYT,
KOTOpbI€ JO MOPHI JO BPEMEHU OCTABaJUCh B TEHU "YJIOOHBIX" TOBapOBBIX
CTpATEruu.

Crout Takke OTMETUTD, YTO IIPU U3YUYEHUHU ONMCAHHBIX BBILIE KOMIIOHEHTOB
OKa3aHMs YCIIyI CTAHOBHUTCS OYEBMJIHBIM, YTO MApPKETHHIOBas JE€ATEIbHOCTh HE
MO’KET OCYILECTBISATHCS HE3aBUCUMO OT JpYyrux (YyHKIUM MeHekMmeHTta. llpu
3¢ pexTUBHON pean3anuu NOTPEOHOCTEN KIMEHTOB OrPOMHYIO POJIb UTPAIOT BCE
TPU B3aMMOCBSI3aHHbIE (YHKIUU MEHEIKMEHTAa — MAapKEeTHHI, OIepaldOHHas
NESTENbHOCTh W YIpaBlieHHWe mepcoHa’ioM. UYToObl pazpabotaTh 3(PQeKTUBHBIC
CTpAaTEeruu yHPAaBICHUS, MEHEIKEPbl CEPBUCHBIX KOMIIAHUM JIOJKHBI YUHUTHIBATh
BJIUSHUE  BCEX  BBIIICNEPEUYMCICHHBIX  KOMIIOHEHTOB  MHTEIPUPOBAHHOTO

MEHEPKMEHTA YCIYT.
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IKOHOMHYECKAS COCTABJIAOIIAS PA3JIHYHIA YCJIYT M TOBAapoOB
2.1. MamepuanvHblit xapaxkmep moeapos u HeMamepuaIbHulil XapaxKmep
yenye

Bbonbmias gacte yciyr Heocsizaema. KITHEHT He MOXKET «IOAEpPKATh B PyKaX»
TO, YTO €My IMpeaJaraloT: y ycayr HeT ¢GOpMbl, IBETa, 3amaxa, YIaKOBKHU.
[ToTpeburens MO-HACTOSIIEMY CIIOCOOCH OIIGHUTh KAadeCTBO TOJIBKO IIOCIHE
noJiy4eHusl ycinyru. MHOrma OoH Jake 3TOTo CAellaTh He MOXKET, HampuMmep, B
Cly4yae TOJy4EeHHs ayJIMTOPCKUX YCIYT, KOT/Ia O KaueCTBE ayJIuTa OKOHYATEIHHO
MOKHO CYAWTh TOJBKO IIOCJI€ TPOBEJCHHS HAJOTOBOW TPOBEPKH. YCIyTH HE
SBJISIFOTCS.  MaTepUalbHBIMH OOBekTamMu. OHH MOTYT WCHOJB30BaTh WM
BOIUIONIATHCS B MaTepUalbHBIE MPEAMEThI, HO caMU 10 cebe He SBIAIOTCS
TakoBBIMU. Hampumep, mporpaMmMHoOe 00€CIICUCHHE COCTOMT W3 MHCTPYKIUNA. DTH
WHCTPYKIIMU OOBIYHO 3amuchiBaloTcs Ha CD wim moryT OBITH 3arpykeHbl Ha
kKecTkuil nuck w3 HWHrepHera. CrnemoBaTenbHO, YCiayra, IpeIOCTaBICHHAS
pa3pabOTYMKOM MPOTPAMMHOTO OOECIICUCHHUs, BOIUIONMICHA B MaTEPHATBHBIN
o0vektT (CD, KecTKui AWCK) W HE MOXET OBITh HCIOJb30BaHa 0€3 MOMOIIU

JPYroro MaTepuagibHOTO 00BEKTa (KOMIIBIOTEDPA).

Korpaa ycnyra nepeaaercst uepes UCHOJIHEHUE, TO 3TO, KaK IPABUIIO, CBSA3aHO
C HUCIIOJHUTEIbCKUM MacTEPCTBOM, HAIPUMED, AKTEPOB WK 3Be31 dcTpaabl. Korna
peub uaer o0 yciayre B BUIE YCWIMS, TO 3JE€Ch CYTh BBIIIOJHEHHS YCIYyTH
3aKJIIOYAETCsl B COBETAX, KakK [MPaBWIbHO MOCTYNUTh, CKOPPEKTUPOBATH
NoCJIeyIOIINE eUCTBUS U yOexaaTh JoOuBaThesl pe3yiapTaToB. [IpuMepom Takux
yCIyr sBiisieTca paboTa TpeHepa IO pa3iudyHbIM Buiam cropra. Hanpumep,
IPBITYH B BBICOTY Ha TPEHHPOBKE IOCTOSIHHO HAXOJUTCA IMOJ HaOIIOJCHUEM
TpeHepa, KOTOPbIA TpeOyeT OT COPTCMEHA MHOTOKPATHBIX MOBTOPEHUN TEXHUKU
NpPbDKKA JUISI €r0 3aKpEIUICHUS W aBTOMATUYECKOTO BBIMOJHEHUSA. DTO IMPUMEP
yciuyrd B QopMme ycuwiauil. Ycwids Kak yciyra 3akiioydaercs B JOCTHXKEHUU
ONPEJEICHHOTO COCTOSIHUS MOKYNATEeNIW MPU BO3JECUCTBUM HAa HEr0 MOCTABIIMKA

YCIIyTH.
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OnHako BbBIMOJHEHHE OOJBIIMHCTBA YCIAYT COMPOBOXKAAETCS BIIOJHE
ocsi3aeMbIMU  BemlaMu. Harmpumep, peMOHT aBTOMOOWJIM OCYIIECTBISETCA TpHU
MOMOIIM 3alacHbIX YacTed, MNPUCIOCOOJCHUM, KIIOYed, B ONPEACIICHHOM U
o0opynoBaHHOM MoOMeleHnd. Kpome TOro, peMOHT aBTOMOOWIM BKIIOYAET
OTpeIeCHHBIA MOPSAOK ACHCTBUM, TpeOyeMBbIX ISl ONPENSICHHOr0 PEMOHTa U
BBITIOJTHSIEMBIX MOATOTOBICHHBIMU M OOYYEHHBIMU JIFOJbMU. BOJBIIMHCTBO yCIyT
— D3TO KOMOWHAIMsI OCS3a€MBbIX M HEOCsA3aeMbIX 3JeMeHTOB. CyTh TOTO, YTO
MOKYIAETCSI — MOXET OBITh 0CSI3a€MbIM HJIM HEOCSI3a€MbIM.

Pectopan mnpuoOperaeT 3amachl MPOJAOBOJBCTBUS, HAMHUTKOB, HAa KyXHE
TOTOBAT pa3ivyYHble OJt0/1a, B 3ajaX CEPBUPYIOT CTOJBI, MPOU3BOAAT YOOPKY
MOMEUIECHU — BCE OTU JEUCTBUS ONHUX JIOAEH Juid Apyrux. I[loatomy pecropan
SBIIICTCS] OPTaHU3AIMN 00CITYy)KUBAHUs, XOTS 37I€Ch €CTh 3/IaHHEe, UHTEPhEP, KyXHS,

O60py,ZIOBaHI/I€ — BIIOJIHC OCA3aCMBIC ITPCAMCTHEI.

2.2. Ycnyza npeocmasnaem coooii 0elicmeus 6 uHmepecax u no 3aKazy
nompeoumens

OAHOBPEMEHHOCTh TMPOU3BOACTBA U MOTPEOJICHUS YCIYTM TO3BOJISET
yTBEPXKJaTh, UYTO CYIIECTBYET BO3MOXXHOCTh OOCHY>KMBAaHMS IO 3aKazy
nokymnarens. Bo3moxkHocTH 00CTmyKMBaHUs 1O TpPeOOBAaHUIO TOKyHaTess
OrpOMHBI. A B CHJIy TOro, YTO YCIyra HEOCSI3a€Ma, MApPKETHHI YCIYyT
IPEeIOCTaBISET HEBEPOSTHBIC BO3MOXHOCTH o UCIOJIb30BAHUIO
UH(GOPMAIIMOHHBIX COCTABIIAIOIINX YJauHOM pekiamMHoM unu PR kammanum.
CnenoBarenbHO, MOTPEOUTETh MOTYYaeT BO3MOXKHOCTH OCA3aTh HEOCsA3aeMoe, M
TaKUM 00pa3oM YCIyroBble (PMPMbI BHIMTPHIBAIOT B TOHKE 3a MOKYIATEIIS.

Croco60oB mpuBiIeYb KIWMEHTA Yy YCIYroBbIX (UPM HAMHOTO OOJBIIE H,
IPEXKJIe BCEro 3TO KOHEYHO CJEACTBHE 3aKa3HOTO Xapaktepa yciuyr. Hampumep,
eclii TOBOPUTh O OAHKOBCKOM CEKTOpe, TO cOop MH(popMamuu o mpodieMax u
CTENEHU YJIOBJIETBOPEHHOCTH KJIMEHTOB, MO3BOJIIET OPraHM3alud MNPEIIPUHATH

HOBBIE HEOOXOIUMbIE MTOTPEOUTENIO IIArK B 0OCITY>KUBaHUU.
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beppu B cBomx pabortax [14, 15] ymomuHaeT o TOM, 4TO (UHAHCOBHIC
WHCTUTYTHl OCYIECTBIISIIOT MPOrpaMMbl 00y4YeHUs], TOOYKIAIOIIHNE CIYKAIUX BO
BpeMsl CIEI0K 00paliaThCsi K KJIMEHTaM 1o uMeHaMm. [ JlaBHOE B 3TOM CTpPEMJICHUH,
SBIIICTCSI  OMNpPEICIICHHE  BO3MOXXHOCTH  YCIYTM  OBITh  BBIMTOJIHEHHOU
WHIMBUIYAIIbHO, 110 3aKa3y, HEKOTOpble OaHKH Jake CTaIM Ha3HAa4yaTh OTAEIIbHBIM
KJIIMEHTaM TEPCOHAIBHOTO OaHKUpa, KOTOPHIA BCErja MMEETCS B PacHopsHKEeHUU
KJIMEHTA U OKA3bIBAETCS MOJIE3HBIM, €CITU Y HETO BO3HUKAIOT MPOOJIEMBI.

C ToBapamu ke Topa3zo CIOKHEE YNPaBlATh MOTPEOHOCTSIMU U 3aIIPOCAMU
notpebuteneir. Bo-mepBbix, B cuiay OONBIIOrO KOJWYECTBA MPOW3BOICTBA
IPEIOCTaBICHUE YHUKAIBHBIX TOBAPOB SBJISETCS HAKIaAHBIM. BO-BTOpBIX, B CHITY
HaJU4Usl COBEPIICHHON KOHKYPEHIIMH B CO3JIaHUM WHJIUBUIYAIBHOTO MPOJIYKTa

HET HaJI0OHOCTH, MMOCKOJIBKY TaKOH TOBap MOKET OKa3aThCs MPOCTO YOBITOUHBIM.

2.3. Hanuuue 3nauumenbHbiX pe3epeos 014 CHUNICEHUA Ce0eCmoumocmu

CebecTouMOCTh TMPOMBIIUICHHOW MPOIYKIUU — 3TO TEKYIIHE 3aTpaThl
OPEeANpUsATAS Ha NPOU3BOACTBO U pPeAM3alMI0 MPOIYKLUHUH, BBIPAKEHHBIE B
JEHEXKHOU (popme. DIeMEHTHI 3aTpaT MOAPA3IETSIOTCS Ha 4 TPYTIIIB:

a) MaTepualbHbIE 3aTpaThl (CHIPhE W MaTepHasbl, MOKYIHBIC H3ICIUS U
noiry paOpHuKaThl, TOTJIUBO U YHEPTHS);

0) 3aTpaThl Ha OIUIATY TPY/A;

B) amopTtu3zaius OC;

I) OpoYyue 3arpaThl (M3HOC HEMaTEepHAIbHBIX AKTHBOB, apeH/Has IUIATa,
HAJIOTH, OTYUCIICHHS BO BHEOIO/DKETHBIE (DOHIBI U IP. ).

C BHeIpeHUEM HOBOM TEXHHUKM M COBEpPUICHCTBOBAHHMEM OpraHu3aluu
IIPOM3BOJICTBA YMEHBUIAETCS JOJIS 3aTpaT Ha OIUIATy TPyJa M BO3pacTaeT A0S
MaTepHAIbHBIX 3aTPaT U J0JI1 aMOPTU3AIMU. DTa J0JI 3aTpaT XapaKkTEepU3yeT Kak
HEOOXOJMMOCTBIO MPHUMEHSTh BCE 0OJiee TOPOTOCTOAILINE PECypChl MPHUEM B
OOJNBIIOM KOJMYECTBE, TaK M HEOOXOAMMOCTBIO TMOAJIEPKUBATH CIIOKHBIC

IMPONU3BOACTBCHHBLIC MAIITMHBI B XOpOIIEM COCTOSHUU.
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PaccmarpuBast ycayru ¢ Ipyroil CTOpOHBI, MBI MOKEM MPEANOJIOKUTH, YTO
MIOCKOJIBKY TPOM3BOJICTBO YCIYT HE COIPOBOXKIACTCS (32 PEIKUMH CIy4yasMHU)
NePEX0A0M MaTEepUaAIbHBIX AKTUBOB MPOU3BOJUTENS B COOCTBEHHOCTD MPOIABIIA, Y
GbupM OKa3BIBAIONINX PA3JIMYHBIE BUBI YCIYT HET TOCTOSHHOW MOTPEOHOCTH B
MIPOU3BOJICTBE JOPOTOCTOSIIIMX MaTepUANbHBIX OOBEKTOB. Y CIyroBasi KOMIIaHUs
TPaTUT CpEeACTBa Ha TMOKYyNKy oOOOpyAOBaHWS, HO TpPU OSTOM CaMoO 3TO
o0opy/sOBaHHWE WM TPOAYKT JIEATEIBHOCTH JTOr0 OOOPYJIOBaHHUS PEIKO
NepeXoAUT B MOJib30BaHUe MoTpedutens. M eciu ToBapoBas (upMa mpou3BOJIUT
JOPOTOCTOSIIIYI0 TEXHUKY W NpPOJAET €€ IOJb30Bareiito 0e3 BO3MOXHOCTHU
UCIIOJIb30BaTh €€ BTOPOM pa3, TO B yCIyrax MpoJaHHbIA TOBAP MOXKET ObITh 3aTEM
UCIIOJIb30BaH €lle HECKOJbKO pa3. KoHeuHOo cyliecTBYIOT Oouibllive 3aTpaThl Ha
aMOPTHU3AINIO, HAapUMEp B TPAHCHOPTHON cdepe, OAHAKO B BUAY OTCYTCTBHS
HEOOXOJMMOCTH  BBIIIYCKA  JIOPOTOCTOAIIMX  MAaTEPUAIbHBIX  CBUJIETEIHCTB
OKa3aHHOW YCIIyTH, yIpaBieHue (UHAHCAMH YCIYTOBOW KOMMIAHWUU OyIeT
3HAYUTETHHO OTINYATCS OT YNPABIECHUS MPOU3BOACTBEHHON (PUPMOIA.

[Ipon3BOACTBO CBA3aHO C M3MEHEHHEM HMCXOJHBIX MATEPHUAIOB, B TO BPEMS
KaK B yCllyrax OHHU 4allle BCEro He MeHsATCs. Hanpumep, po3HUYHAs U OonToBas
TOPrOBJIsI OOBIYHO HE MPEANOJaraloT HUKAKMX H3MEHEHUH B (opMe TOBapOB.
@upmbl, CBS3aHHBIE C HEABUKUMBIM UMYIIECTBOM, IPUHUMAIOT COOCTBEHHOCTh B
TOM BHJI€, B KAKOM BIIAJICJIEL] MIPEIOCTABISAET €€ I Npoaaxku. Jlaxxe pecTopaHsl
MOJAI0T HEKOTOPBIE BUbI MPOAYKTOB B TOM BHJI€, B KaKOM MOKYyIarOT. baHkw,
MOHSTHO, Pa0OTAIOT C JE€HbraMM, TaK YTO MCXOJHBIA U BBIXOJHON MPOJIYKT 31€Ch
OJIVH U TOT XKe€.

HcxonHple MaTepuanbl 4acTO MPEACTABISIIOT COOOM MeENIKHE H3IEPKKU
OousHeca. J[ns MHOTMX yCIyr W3 MaTEPHAIBHBIX MPEIMETOB HYXHBI TOJIBKO
OyMaxkuble OjaHkHU. To €cThb 3aTpathl, CBSI3AHHBIE C MAaTEPUAJILHBIMU 3allacamu, —

JIMIIb HE3HAYUTCIIbHAA 9aCTh 3aTpaT Ha ITPOMU3BOACTBO YCIIYT.

Komnanus npouszeooumensv coxka saxnaovieaem 6 cebecmoumocms mosapa
He MOJibKo mpyo pabouux, amopmusayuu 060py008anus, HO U makue Kpumepuu

KaK: 3ampamul Ha KAPMOH, YepHUIA, NIACMMACCy, 800y, pasiuunvie 000asKu U
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KOHYyewmpam coka. B eudy yoopoowcanus npouzsoocmea, Hanpumep 3d cuem
oeuyuma 600bl, UIU NOBbIUEHUS YEH HA KOHYeHmpam COKd, KOMAAHUU-
nPoOU3BOOUMENI0 NPUXOOUMCS KOPPEKMUPOBAMb CeOecmoumMocms NpooyKyuu u

mem camblM KOPPEeKmuposams niax no NpUObLIU.

Yenyeoevim upmam 6 maxom cnyuae mne HydHCcHO 00AMbCs COKpaujeHus:
CbIPbeBLIX pecypcos. YeenuueHue yeHvl HA KOXMCY He OKadcem 6o30elicmeue Ha
cebecmoumocms yciye OaHmucma, NOCKOJbKY XOMb Mbl U CUOUM HA KOHCAHLIX
Kpeciax Mvl He nouyyaemM UX 6 Kayecmee Ceuoemenbcmea HnoceujeHus
ROMUKTUHUKY. Yeenuuenue cmoumocmu menegonHo2o Kabens He reuem 3a cobou
yeenuuenue cebecmoumMocmu meneghoHHbIX YCiye, d CMOUMOCHb HONCHUY HUKAK

He ompadicaemcs Ha yclyze napukmaxepa.

2.4. Cevecmoumocmp 1 eOunuyvl moesapa - 00UHAK08a, 4 CEDECMOUMOCHb
YCIy2u CHUNCACMCA C POCHIOM KOJIUYecmea noibvi3oeameseil

HezaBucumo OT TOro, KakuM BHJIOM JESTEIBHOCTH  3aHUMAETCS
OopraHu3anus, MPOU3BOJUT JU MPOAYKIMIO, BBINOJIHSAET PabOThl WJIM OKa3bIBAET
yCIIYTH, OHa HEU3MEHHO CTAJIKMBAETCS C TAaKUM TOKa3aTelieM Kak ce0eCTOMMOCTh
npoaykuuu (pabot, yciyr). B opraHuzanusx, 3aHUMaIOIIUXCS MPOU3BOJCTBOM
KaKOW-THO0 MPOAYKITNHU, 3HAYNTEIBHBIA YIETHHBIA BEC B COCTaBE CEOCCTONMMOCTH,
KaK MpaBuiIo, UMEIOT MaTepUaIbHBIC PACXOIbl. J{JIs1 yCiIyroBoil GupMbl, yACIbHbBIN
BEC MaTepHANIbHBIX PACXOJOB B COCTaBe CE0ECTOMMOCTHM 3aBUCHT OT BHJA
OKa3bIBa€MbIX yciuyr. JlJis HEKOTOPHIX BHJIOB YCIYT, HANpUMEpP, YCIYyTH MO
pPEMOHTY OBITOBOM TEXHHMKH, YCIyrd aBTOCEpPBUCA U TOMY MOAOOHOE,
MaTepualibHbIE PacXoJibl B COCTaBe CEOECTOMMOCTH MOTYT MMETh 3HAUUTEIIbHbBIC
nokKazarend, a JUisi TaKuX YCIOyr Kak ayJIUTOPCKHE, IOPHUIAHYECKHUE,
uH(OpPMAIIMOHHBIE - CE0eCTOMMOCTh OyJeT CKJIaAbIBaTbc B OCHOBHOM W3

3apa0OTHOM IUIATHl COTPYAHHUKOB.

OcTaHoBUMCSI CHauaja Ha BTOPOM THUIIE YCIYT, CE€OECTOMMOCTh KOTOPBIX B

0O0JIbIICH CTENEHU 3aBUCUT OT 3apIuiaThl pabOTHUKOB. [Ipu yBennueHUN KIMEHTOB
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MPOUCXOMUT TIPOU3BOACTBO YCIYr € OTAadeld oT MacmTaba. YBeIndeHue
notpeduTenei BiaeyeT 3a coOo (MpU MPOYMX PABHBIX) YBEIUYEHHE JOXOAHOCTU
opranuzanuu. Yem Oosbiie npuObLIL, TEM OOJIbIIE BO3MOXHOCTh TPAaTUTh
MOJIYYCHHBIC CPEJICTBA HE TOJBKO HA 3apabdOTHYIO IUIaTy, HO M Ha pa3BUTHE
OpraHu3alMy B 11eJI0M. MaciTabHOCTh, TAKUM 00pa30M, YBEJIMYUBAET MOTEHIIUAI
U KOHKYPEHTOCIOCOOHOCTh (PUpPMBI, CHIDKAas TIPH OTOM €€ TI0Ka3aTelu
ce0eCTOUMOCTH.

[lepBoiii Tun ¢upmbl B Oonbllieid Mepe 3aBHCHUT OT pacxoll0oB Ha
MaTepPHATbHYI0 cocTaBistonryto. OQHaKO W B JaHHOM cIliydae POJjb OTAAa4d OT
macmtaba Oyjaer cyumiecTBeHHOW. [l mpumepa MOXHO B3ATh  YCIYTH
aBrocepBuca. Cama paborta 1o 3aMeHe JeTajeil MalluHbl B aBTOCEPBUCE CTOUT HE
JIOpOTO, B CYHTHOCTH 3TO OIUIaTa YEJIOBEYECKOTO TpyJa 3a 8§ 4acoBOW pabouuii
neHb. bornblias ke 4YacTb PAcXOAOB JIOKUTCA Ha MOKYNKY M aMOPTHU3AIUIO
COOTBETCTBYIOIIETO OOOPY/IOBAaHUS: MOJABEMHHKH, TOMKPAThI, TaCUHBIC KITIOUH,
CrienuaibHble TEXHUYECKHE CPEICTBA AMATHOCTUKH U T.A. Eciu mpennonoxuTh
YTO B aBTOCEPBHUCE MPOU3OIILIO PE3KOE YBEINUYEHUE KJIMEHTOB, MPU 3TOM 3apIijiaTa
pabOTHHUKOB OCTallaCh HAa TMPEKHEM YPOBHE, TO, KaK CIIEJICTBUE MPEINPHUSITHE B
KOHIIE Mecsla MOJYYUT JOMOJHUTENbHYIO MPUObLIb, KOTOpas MOXET ObITh
WCIIOJIb30BaHA HA 3aMeHy 000pyI0BaHUS WK aMmopTu3anuio. [lomydaercs 4to yem
00JIbIIIe KIMEHTOB, TEM OOJIbIlle MPUOBLIb, TEM OOJBIIE BO3MOXKHOCTH CHU3HTH

MaTCPUAJIBHBIC 3aTPaThl, a CJICAOBATCIIBHO U ce0eCTOMMOCTh YCIIyTH.

2.5.1Ipou3eo0cmeeHnHblil YUK MOGAPA CKPbIM U HE UHMEPECeH nompedumeio

BpeMeHHble paMKHU BBINOJTHEHUS YCIYTHM M €€ MOTPeOJIeHHus COBNAAAloT, U
3TO SBIJIAETCA APYTUM BAXKHBIM CBOWCTBOM YCIIYI'HM, KOTOPOE HE XapaKTEpPHO JIA
ToBapa. OJHOBPEMEHHOCTh MPOU3BOJCTBA U MOTPEOJEHUSI O3HAYAET, YTO yCIyTra
IIPOU3BOJUTCS B YCJIOBHUSAX PEaJbHOIO BPEMEHM W, CIIEIOBATENIBHO, IOKYIATEIb
MPUCYTCTBYET (PU3UYECKH BO BpEMsS BBIOJHEHHUS YyCIyrd. ToBapbl MOTYT

H3TOTOBJIATHCA B OAHOM MECTC, CKIIAANPOBAHLI B APYI'OM, a ITPOJAHBI B TPETHEM.
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Ecnu paccMoTpeTh 3Tambl MPOIECCOB BBIMOTHEHUS YCIYTH U TIPEIITIOKCHHM
TOBapOB, TO MOXXHO BHJETh, YTO TOBaphl BHaJalle MPOU3BOJATCS, a 3aTeM
npoAaroTcs. YCIyrM K€ BHayaie MpoJaroTcs, a 3aTeM TMPOM3BOAATCA U
MOTPEOIISIFOTCS.

OAHOBPEMEHHOCTh TMPOW3BOJACTBA M TOTPEOJICHUS YCIYrd O3HAYaeT
MPUCYTCTBHE B OAHO M TO K€ BPEMS W MCIIOJHUTENS YCIYTH M TOKymHaTens. JTa
0COOEHHOCTh B OTHOIIEHWU TOBAPOB COCTOMT B TOM, YTO MOKYIATEIh HE BUIIUT,
KaK M3rOTaBIMBAIOT TOBaphl. BOBIEKasCh B TMPOU3BOJCTBEHHBIH TMPOIECC
o0OcIy)KMBaHUS, TIOKYIIATENh YCIYTH «BUIUTY» KaK «H3TOTOBISIETCS» yciayra. Ecmu
KJIMCHTY HE TOHPABUTCS, KakK BeAeT ce0s TOCTaBIIUK YCIYTH BO BpeMs
MIPOU3BOJICTBA YCIIYTH, TO B CICAYIONIMA pa3 KIMEHT HE BEPHETCS 3a YCIYrou K
ATOMY K€ MOCTaBIIMKY, YTO O3HAYAET /I OpTraHu3aIiyi MOTEPI0 JOXO0a.

[Tpon3BoacTBO TOBapa MBI HE BUIMM M 3a4acTyl0 HE BCErja 3HaeM,
HACKOJIBPKO KA4eCTBEHHO W3TOTABIMBACTCS MOTPEOsieMbli HaAaMU ToBap. Takum
00pa3zoM, MbI B CHIIy OOCTOSITENIbCTB HE B COCTOSTHUU CAMH ONPENETUThH MOIXOIUT
HaM ToBap WM HeT. CKPBITHIA TPOIIECC MPOU3BOJICTBA TAUT B CeOE €IIe U MPIMYIO
yIrpo3y TOTpeOJIeHHs] HEKaYeCTBEHHON MPOIYKIMU: OMPEAEIUTh MPOCPOYCH JIN
TOBAp WJIM HET JIM B HEM BPEAHBIX MPUMECEH IPOCTOMY MOKYIATEI0 MPAKTHUSCKH
HE BO3MOXXHO, BCJEACTBHE O3TOTO PHCK HAHECTH, JIOMYCTUM, BPEI CBOEMY
3I0POBBI0 HAMHOTO BBIIIIE MO CPABHEHUIO C TEM K€ PUCKOM TMpU MOTPeOIeHUU

OKAa3aHHOM YCIIyTH.

2.6. I'opuzonmanvnaa unmezpayusa 0u3neca 6 yciy2ax u 6epmMuUKaiIbHas

unmezpayun Ou3neca 6 moeapax

Ha ceropusimamii n1ens B Poccuu Bce CKOMBKO-HUOYIb KPYITHBIE YCIYTOBBIC
WIA TOBAPOBBIE (PUPMBI MIPENCTABISAIOT COOON XOJIIUHIOBBIE CTPYKTYpbI, KOTOpBIE
XapaKTEPHU3YIOTCS HAJIUYUEM PA3BETBICHHON CTPYKTYpPbl FOPUAWYECKHX JIHIL,
K2KJI0€ UX KOTOPBIX UMEET ONPEIEICHHBIN, KaK IPaBUIIO, HE MEPECEKAIOIUICS C
IpyrumMu Habop OusHec-QyHKiMi. [IlpuMepoM MOXET CIyXKUTbh XOJJAMHI TOPHO-

MGT&J’IJ’IprH‘ICCKOfI KOMIIaHUH, B COCTAB KOTOPOro BXOIAT I[O6BIBEIIOH.I3$I,
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niepepadaThIBaloNIas, MPOU3BOAIIAA, COBITOBAS KOMIIAHWHU, a TAaKKe KOMITAHUU,
o0ecreunBaroIINe pa3INdHbIe acTeKThl MPOo(uILHOro OU3HECca (OCYIIECTBIISIONINE
re0JIOro-pa3Be/IouHble  paboThl, OOECIEeYuBaAIOIIUME CHA0XEHUE MaTepHaIbHO-
TEXHUYECKUMU M WHBIMU pecypcamMu W T 1A). Hepeako B COCTaB XOJJIMHTOBBIX
CTPYKTYp BXOJAT TaKkKe MNPEANPHUATHS, BeAylue OW3HEC B HENPOQHIbHBIX
00J1acTsX.

PaccmarpuBas  OW3HEC-apXUTEKTYypy  XOJJAMHTOB, MOXKHO BBIJEIHTH  TaK
Ha3bIBaCMBbIC BEPTUKAIILHO-UHTETPUPOBAHHBIC u TOPU30HTAJILHO-

HHTCTPUPOBAHHBIC XOJIINHI'HU.

Beprukanbnas unTerpanus OuzHeca 00ycliaBlIMBAaeTCs] HAIMYMEM B paMKax
XOJIIUHTA €MHOM LEMOYKU MPEAIPUSITHI, KOTOPbIE MOCIEA0BATEIbHO YYaCTBYIOT
B CO3JaHMM KOHEYHOIO MpPOAYKTa B paMKax oOIpeaesieHHoM ortpaciau. K
BEPTUKAILHO MHTErpupoBaHHBIM KoMmaHusMm oTtHocsiTess HK  "Jlykoin", HK
"Pocuedts", "T'azmpom", THK-BP, "Pycckuii amomunuit”", PAO "Hopunbckuii

Huxens" u npyrue.

['Opu30HTaNbHO-UHTErPUPOBAHHBIE  XOJJUHTM  NPEJCTaBISAIOT  COOOM
OPEINPUITUS, POU3BOAAIINE UIMPOKUNA aCCOPTUMEHT MPOIYKIMH B KaKOM-JTHOO
OTpENICTICHHOM CEKTOpe, Hampumep, OaHKOBCKOe oOciyxuBaHue. B kadecTBe

npuMepa MOXHO MPUBECTH TaKylo opranu3aiuio kak Coepdank Poccum.

XOJNIUHTH TEpBOTO THUMa 00pasyrTcs nubo myTeMm (HOPMHUPOBAHUS
(mproOpereHus) CObITOBBIX W/WIN MPOU3BOJAIIMX KOMIIAHUNA (MHTErpanus BBEpX)
6o myTem GdopmupoBaHus (MPUOOpPETEHUsS) AOOBIBAIOMINX KOMITAHUNA W/WIIN
KOMITaHUK-TOCTaBUIMKOB (MHTErpaius BHU3). C Ipyroil CTOpOHBI TOPU30HTAIBHO-
UHTETPUPOBAHHBIC XOJIAUHTH (DOPMHUPYIOTCS 3a CYET TOKYIKH KOHKYPEHTOB B

oTpacisx npopuiILHOTO OU3HEca.

Takum 00pazom, kKak (GOpPMHUPOBAHME BEPTUKAIBHBIX MPEINPUSTUH, TaK U
CIOCOOBI CO37]aHUsl KOHEUHOI'0 MPOJYKTA SIBJISIOTCS TJIABHBIMU OTIUYUTEIbHBIMU
yepTamMu TOBapoBbIX (pupM. M3 dero MOXHO cienaTh BBIBOJ O TOM, YTO, B CHIY

Pa3HOIUIAHOBOCTH ~ BOCHPOU3BOAMMOW  LENOYKM  MPOAYKLHMH,  CIHOCOOBI
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HKOHOMHUYECKOTO YIpPABICHUS MNpeanpustueM chepbl yCIyr HUKaK HE MOXET

IMOBTOPATD 3TAIIbI PA3BUTUSA BCPTUKAJIbHO-UHTCIPUPOBAHHBIX KOMITaHMH.

2.7.Ycayeu «ummoounvuol», a moeapvl MoOUIbHbLL.

MoOUIBHOCT, TOBapOB — ATO BO3MOXKHOCTH HMIIOPTa M OIKCIOPTA.
DKOHOMUYECKHI CMBIC TIOHSATHUS MOOWJIBHOCTHM TOBAapOB 3aKJIOYAETCs B
clenyromeM: 00l MPOU3BEACHHBIM TOBAP MOXXHO MOTPEOUTH B JIFOOOW TOYKE
3emHoro mapa. I[lpousBenennbie B Kwurtae ToBappl MaccoBOro mnoTpeOaeHus,
HaIIpUMEP, OJEKAAa NOCTABISIETCS B PA3JIMYHBIE Mara3uHbl 10 BCEMY MUPY, TIE
yKe€ C IIOMOIIBI MPOJABLIOB OCYLIECTBIISIETCS HEMOCPEACTBEHHAs pPeav3alusl.
[lonyuaercs, 4TO HaM B JAaHHOM CJIydya€ COBEPIIEHHO HE Ba)XXHO TrJe ObLI
IIPOU3BEIECH TOBApP, ITOCKOJIBKY HU €r0 Ka4eCTBO, HU €ro HOTEHIMAIBHO I0JIE3HbIE
BO3MOXXHOCTH HUCKOJIBKO HE MEHSIOTCA. MOKHO TaK k€ OTMETUTh U TOT (PaKT, 4TO
TOBapbI MPAKTHYECKH HE TEPAIOT CBOEH LIEHHOCTHU BO BPEMEHM, YTO O3HAYAET UX
BPEMEHHYI0 MOOWJIBHOCTh. 3J€Ch CMBICI B TOM, YTO TMPU YCJIOBHH, YTO
MPOJYKTOBBIM TOBApP UMEET CBOM CPOK I'OJHOCTH, a BEIIM MOTYT BBIMTH U3 MOJIbI
WM U3HOCUTCS, TEM HE MEHEE, TOBAphl 00JIa/Iaf0T KaK 3a1iacoM BO BPEMEHU ISl KX

HCIIOJIB30BAHUA, TAK 1 BO3BMOKHOCTBIO IJIA UX ITIOBTOPHOI'O IIPUMCHCHMUA.

B »3TOi CBSI3M CTOUT OTMETHUTb, 4YTO YCIYTM HAa00OpOT SBISIOTCS
OJIHOPA30BbIMH, UMMOOWIBHBIMHU PE3yJIbTaTaMHU MPOM3BOACTBA. MBI COBEpIIEHHO
TOYHO HE MOXEM TPAHCHOPTUPOBATH IO BCEMY MHUPY KOHCAJITUHIOBBIE YCIYTH
IIPOCTO B CHJIy MEHTAJIBHBIX Pa3JIM4MM KaK JIIOAEW NPENOCTABISIIONINX, TaK U
JIFOJIEN TOJIB3YIOIINUXCS JAHHBIM BUJIOM YCIyId. MBI Tak € HE MOXKEM B IIOJHOMN
Mepe BOCHOJIB30BAaThCS YCIYyraMHM MECTHOTO COTOBOIO OIEPATOpa, HAXOIsACh B
POYMHHI€ — MBI BCE TaK K€ IIOJIB3YEMCsS YCIyramMu CBOErO omeparopa. Takum
00pa3zoM, MPOU3BOACTBO YCIYT TOJBKO B OINPEACICHHOM paJUyce CYIIECTBEHHO
Cy’KaeT BO3MOXHOCTH I PACIIMPEHHS IPOM3BOJACTBA, a, CIEAOBATEIBHO, W

BO3MOKHOCTH ITOJIYUYCHHA I[OHOJIHHTGHI)HOﬁ HpI/I6I)IJ'II/I.
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C npobiiemMoil MMMOOUIBHOCTH CBSI3aHO U €IIE OAHO JKOHOMHUYECKOE
MOCJICJICTBUE: €CJIM  MPOU3BOJICTBO TOBAPOB MOXKHO JIETKO PETyJIHPOBATh,
BCJICJICTBHE YEro MPAaKTUYECKU HE BO3MOXKHO IMEPENPOU3BOACTBO U IOTEPs Ha
ATOM JIEHET, TO B YCIyraX HE BO3MOXHO MPOM3BOAMUTH 3aIacChl, OCKOJIbKY J1aKe
IPOU3BOJACTBO OJHOM JIMIIHEH YCIyrM MOXET OKa3aThbCi HEHYXXHbIM U
JIOPOrOCTOSIIIUM TpolieccoM. Hampumep, BbINOTHEHUE YCIYTH TPAHCIIOPTUPOBKU
BO3MOXXHO JIMIIb MpPU YCIOBHM HAJIW4YMS KJIWMEHTa, HYXAAIOLIErocss B

TPaHCIIOPTUPOBKE.

2.8. Tosapwvt npooaromcesa cmanOapmHubIMU «1OMAMU)

Henenumocts TOBapa B MOTpeOJEHUU O3HAYAET, YTO WHAMBHUJ HE MOXKET
HEIIOCPEJACTBEHHO BBIOMpaTh 00beM moTpedieHus. Tak MBI HE MOXEM
BOCIIOJIb30BAaThCSl KJIABHATYPOM, €CIM y HAaC HET HU MOHMTOpA, HU MPOIECCOopa.
[Toxymnast o€’k Iy MBI allpUOPU HE MOXKEM TTOTPEeOOBATH OT MarasmHa MpojaTh HaM,
Hampumep, pyOamky HO 0e3 kapmaHa Wid 100Ky, HO Tokopode. be3ycioBHO
npujs, JOMOM MBI MOXEM IO CBOEMY >KEJaHUIO MpOoJAeNiaTh HEO0OXOIUMBbIe
MaHUMOYJALUU C KYIUIEHHBIM TOBAapOM, OJHAKO 3TO HE IOAPa3yMEBAET €ro
HECTaHAAPTHOCTh TpoJaxu. Takum oOpa3oM, MPOU3BOJUTENH, PYKOBOICTBYSICH
CBOEH BO3MOXHOW BBIFOJIOM, HABA3BIBAIOT HAM IMOKYIIKY HEHY>XHBIX (2 BO3MOYKHO
U HYXHBIX, HO JONOJHHUTEIbHBIX U IOPOroCcTOSIMX) npeameToB. CTOUT, OJHAKO,
NOAYEPKHYTh, YTO pe€Yb 3/IeChb HJAET O HEACIUMOCTH B TMOTPEOJCHUU U
NpEeAOCTaBICHUU, @ HE B MPOU3BOJICTBE MpoayKuuu. C Apyrod CTOpOHBI Takas
CTaHAApTU3alMsl  TMO3BOJIAET  MPOU3BOAMUTENSIM  KOHTPOJIUPOBATH  OOBEMBI
NPEAOCTABISIEMbIX U TOTPEOJIEMBIX TOBApPOB, UYTO IO CBOEH CYTH SIBJISIETCS
HABS3BIBAHUEM  ONpPENETICHHOM  CTaHJapTU3alMk  BO  BceX  cdepax
KU3HEJIEATETLHOCTH YEJIOBEKA.

Eciun xe roBopuTh 00 yciayrax Mbl COBEPUIEHHO TOYHO MOXEM CaMH
BBIOpaTh W3 Bcero Habopa mMoaxondilyro s cebs xomOunanmio. Hampumep,
nocelas CTOMAaToJIora M3 BCEro MEpeuHsl YCIYyTr, KIMEHT BBIOMPAET TOJIBKO

IUIOMOMPOBKY U OTKa3bIBaeTcsi OT aHecte3uu. CreoBaTeiabHO, JIIOOOM YeToBEeK
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MMEET BO3MOKHOCTH BhIOpATh, KAKME UMEHHO U3 JIOMOJIHUTEIBHBIX UJIM OCHOBHBIX
yCIyT OH XO4YeT MOJy4uTh. B 3aBHCHMMOCTH OT MpeAnoyYTEeHUM KIMeHTa, (pupma
MOXKET pacUIupsTh CHUCOK TMPEIOCTABISIEMBIX YCIyT, YTO TMO3BOJIUT e

s dekTuBHEE KOHKYpUPOBATh HA PHIHKE, a TAK)KE 3aHATh YHUKAIBHYIO HUIIY B

chepe ycuyr.

2.9. Kauecmeo moeapog nocmoanHo

Nunyctpus ycnyr o0nanaer o4eHb BaKHOH OCOOEHHOCTBIO M OTIMYAETCS OT
MIPOU3BOJACTBEHHOU oTpaciu HIUPOKUM MIPUMEHEHHEM Tr0Ien B
IIPOU3BOJICTBEHHOM IMpPOLECCE, TOrAa KAaK MPOMBIIUIEHHOCTh LIMPE HUCIOJIb3YET
MamuHbl.  [Ipou3BOACTBO aBTOMOOWJSL BKJIOYAaeT B ce0d MEXaHUYECKOe
BBITIOJIHEHUE JICUCTBUI 10 COOpKE Pa3ITUYHBIX YACTEH MAIIMHBI, TPUYEM OOJIbIIas
yacTb COOpPOYHOrO Mpolecca OTJaHa CIEeluaIbHBIM aBTOMaraMm, 3a paboToi
KOTOPBIX CIEAT paOOTHUKHU 3aBOJA U BMEIIMBAIOTCSA TOJBKO B CIy4ae MOJIOMKHU.
Koneuno, Mexanumdeckas cOOpKa TOXKE 3a4acTyl0 OBbIBA€T, HECOBEpIIECHHA U
IIEHUTCSI HAMHOTO HHKE, YEM py4Has, OJIHAKO CTOUT OTMETHUTh, UYTO MPH JOOOM
ITPOU3BOACTBE MTOJIYy4YaEMbIM TOBAP SBIIETCSA KOIMEW NPEAIIECTBYIOLIETO.

B ycinyrax Bce mo-gpyromy. Pe3ynbTar IEMCTBHM OJHUX JIFOACH IS
OPYyTUX MPUBOAUT K PA3JIMYHBIM pPE3yibTaTaM, HEOJUHAKOBBIM M HEMOXOKHM Ha
panee mnoisyuyeHHblM. [llupokoe mpuBIEUEHHME YEITOBEYECKOIO KOMIIOHEHTA
OKa3bpIBAa€T CWJIBHOE BJIMSHHUE HAa OJHOPOAHOCTh, CTAHAAPTU30BAHHOCTH YCIYT.
Yciyru MeHee OHOPOJIHBI U MEHEE CTaHAAPTU30BAHBI, UYTO O3HAYAET PE3YJIbTAThI
MOKYTIKU YCIYTH, MOTYT ObITh HeompeaeneHHbIMU. HeonpeneneHHocTy pe3yapTaTa
YCIYTM CO3JAa€T CUTyalHI0 TOTO, YTO IIOKYIAaTellb HE HMEET BO3MOYKHOCTHU
VIPaBJSITh U BIMATH Ha pe3ynbrar. lloaToMy, mokynas yciyry, MOKYyIaTellb
UCHIBITHIBAET 00JIee CUIIbHBIN PUCK, YEM IIPH MOKYIIKE TOBapa.

C npyroil CTOpOHBI, JaHHBIM, Ka3ajioch Obl, HEIOCTATOK MPOU3BOIUTEIU
YCIyT YMEJO IMpEeBpallaloT B JOCTOMHCTBO M TEM CAaMbIM KOHKYPUPYIOT C

IMOCTOAHHBIMHU TOBApaMMH.
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Boszbmem ona  mabmooenus  arobou  kocmemuueckuii  canon. Ilpu
UCNONIL3068AHUU NOCMOAHHO KAYeCMBEHHbIX NPOOYKMO8, MAKUux Kak Kpema, aaKu,
JIOCbOHBL, NYOpbl U Opyeue cpeocmed OeKOPpAmusHoU U JeyeOHOU KOCMEemuKu,
CAlOHbL yMeno obpawaom Henpeockaszyemvii pesyiomam 6 "mo, umo Haoo'.
Hanpumep, ucnonv3ys oOHy u my oice 0eKOpamuHyr0 KOCMEMUKY, BU3AHCUCTIbL
0J15L pA3HO20 MUNA KOJHCU NOOOUPAIOM PA3HOE KOIUYeCmB0 HAHOCUMO20 CpedCcmad,
U maxkum o0Opazom 0enar0 Kaxrcoo20 npuuleouie20 K HUM 4en08eKd He NOXONCUM.
Hcnonvzys 00un u mom dice HAOOp Y68emo8, CePEUCHDBIU CLYHCAWUL MeM CAMbIM
oeniaem axKyeHmvl 8 PA3HbIX MeCmax u 00oueaemcs UHOUBUOYANbHOCMU, KOMOPas
max yenumcs. Pazee mooxcem npouzeooumenv meHel, Hanpumep, 000UMbCS
UHOUBUOYATLHOCU  KAJXCO020 MOHA — Hem, a 60mM YeloseK, NPAGUILHO
UCNONL3YIOWULL  CMeCb MOHO8 000uU8aemcst Kajxcovlli pas HOB020 Oonee

COBEPUIEHHROCO0 pe3ylbmama.

2.10. Ilpouzeooumenvrocms mpyoa 4eio08eKa 8 ycay2ax, npu
UCNONb306AHUN COBPEMEHHBIX MEXHOI02UIL, He UMEEm CblPbEeBbIX
oZpanuyeHul

JIto6oe moBBIIIEHHE MPOU3BOAUTEILHOCTH TPYy/Aa YelIOBeKa B TOBapax IpH
UCIIOJIb30BAaHUM COBPEMEHHBIX TEXHOJIOTUM TMPOU3BOJICTBA HMMEET KpAaTHbIC
npenensl WM IPYTUMHU CIOBaMH ChIPhEBOE OTpaHUYEHUE. ITO OOBSCHAETCS, BO-
NEPBBIX, KOHEYHOCTBIO PECYPCOBON COCTABIIAIOIIECH MPOU3BOACTBA: TAK MPEIEIIbI
UCIIOJIb30BaHUsl MPECHON BOJBI JJISI MPOU3BOJCTBA OTPAaHUYEHBI 3amacamu 3TOU
BOJAbl Ha 3€Mile, a TaK K€ pAIOM 3aKOHOJATENIbHBIX AaKTOB [0 3allUTe
OKpY>XKarollel Cpelbl; BO-BTOPHIX, IMOBBIIIEHWE MPOU3BOJUTEIBLHOCTU TpyJa C
MOMOIIFI0  aBTOMATHU3AIlMU TIpoliecca, Hampumep, COOPKH aBTOMOOWIISI, WIU
BHEJIPEHUSI HOBBIX MEXAHU3MOB HMMEET CBOUM OrPAaHUYEHUS B BHJIE HEAOCTATKA
KBaMpUKaUA y pabodyux, MOJIOMKa WM CTapeHne o0opyaoBaHus. Tak xe pHucK
Opaka  ocTaercsi  CyIIECTBEHHbIM  (DaKTOpOM,  KOTOPBIH  CIEPKHBACT

0€3yObITOYHOCTh M 0€30TXOAHOCTh MPEANPUATUNA TPOMBILUIEHHOU c(ephl.
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['oBOpss 0 NpPOM3BOACTBE YCIYr, Mbl B 3HAUUTEJIIBHOW CTEIIEHH MOKEM
OIyCTUTb BO3MOKHOCTH IOJIOMKHM O0OOpYJIOBaHUS WJIH €r0 MOPAJIbHOIO CTapeHUus
IIOCKOJIbKY, TIPEAOCTaBIsAs YCIYyr'HM, MbI, IO CYTH, HCIOJIb3yE€M 3HAaHUS U
KBAJIM(UKALUIO COTPYJAHUKOB (UPMBI, HEXEIM JOCTHXKEHHUS TIporpecca.
be3yciioBHO, pa3BUTHE HOBBIX KOMMYHHUKAIIMOHHBIX CETEM MO3BOJIMIIO PACIIUPUTH
BO3MOXXHOCTH MPEIOCTaBIEHUSI YCIYyT, OJJHAKO HE CTOUT 3a0bIBaTh, YTO B CHILY
pPa3BUTHSl HOBBIX WU COBEPLICHHBIX TEXHOJOTMH KOMMYHHKALUU JESATEIbHOCTD
10001 TakoW KOMIIAHMM HE TOJIbKO MOBBIMAET 3(()EKTUBHOCTH pabOThl, HO U
NO3BOJISIET PACUIMPSTh CBOU COOCTBEHHBIE BO3MOXKHOCTH, 3aTpayvBas MEHbILIEE
KOJINYECTBO paboueil cuiibl Ha OOJIBIIYIO IO IPOU3BO/ICTBA.

31ech CTOMT Tak K€ OTMETHTb TOT (AaKT, YTO C YyBEJIHMYECHHUEM
IPOU3BOJAMTEIBHOCTH TpyAa B CHJYy  COBEpLICHCTBOBAaHUS  TEXHOJOTWM
IPEIOCTaBIEHUS YCIYT BHOCUT B 3Ty c(hepy BO3MOKHOCTh OBBILIEHUS KAUeCTBa U
CTAaOMJIBHOCTB MPEAOCTABICHUS YCIYT Pa3IuyHOro poaa. Tak KOMIbIOTEpU3aLUs U
aBTOMAaTHU3allMs CUCTEM MPEOCTaBICHHsSI OAHKOBCKUX YCIYT MO3BOJISIET HE TOJBKO
KJIMEHTaM ObITh YBEPEHHBIM B BO3MOKHOCTH TMOJYYEHUS] HAJTUYHBIX CPEICTB C
KPEAUTHOM KapThl B JIFOOOM TOUKM MHUPA, HO U OaHKY MPOBEPATH U MOAKPEIUIATH
CBOIO pabOTy CBOJHBIMU JIAHHBIMH, COOPAHHBIMHM C IOMOIIBIO KOMIbIOTEPA I10
Bcel cTpaHe win MuUpy. Bo03MOXKHOCTH co3gaHusi Oojiee COBEPIICHHOW U
3(p(PEeKTUBHON CHUCTEMBI IPEIOCTABICHUS YCIyI MOMOIraeT TeM CaMblM CHU3UTh
PUCKM HEKAaYeCTBEHHON paldoThl MepcoHalla: KOMIBIOTEPhl HE MOJBEPKEHBI
CTpeccy, B OTIMYME OT JIIOJAEH, a, CIIEJ0BaTEeNbHO, NPEIOCTABISAIOT 0Ooliee
KAaUECTBEHHYIO IIPOLYKLHUIO. YCIEIIHAsl aBTOMAaTHU3alus MPU 3TOM HHUCKOJIBKO He
BJIUSIET Ha YBEJIMYEHUE NPOU3BOACTBEHHBIX H3AECPKEK (PUPMBI, a HAMPOTUB
COKpaIllaeT UX 3a CYET YMEHBIICHUsI COTPYAHUKOB, a TAK € 3a CUET PACIINPEHUS

MacmTadboB JACATCIIBHOCTH.
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PE3IOME

[Tpon3BOACTBO YyCIyT, Kak ¥ TOBApOB, MPEACTABISACT COO0H AKOHOMUYECKU
BBITOIHBIN On3Hec. OTHAKO COBEPIICHHO OYEBUIHO, YTO TPU BCEX TEOPETUUECKHUX
U TPAKTUYECKUX Pa3INYUs MEXKIY JABYMsI TUIIAMH TPOU3BOJICTBA, HEOOXOIUMO
UCKaTh pa3IMdle W B CIOCOOE OCYIIECTBICHHUS WM YIPABICHUS MPOIECCOM
MPEIOCTaBICHUSI KOHEYHOro mMmpoaykra. [lo Mepe Toka kKak (UPMBI CTAaHOBSTCS
KpyIHEe, a UX OIepalMoOHHasl ACSATEIBHOCTh PACHpPOCTpaHSIETCs BCE JaNblle U
Janbliie, HACyIIHONH HEOOXOIUMOCTBI0O CTAHOBUTCS PaCIIMpPEHUE MTPOU3BOJICTBA, a,
CJIeIOBaTEIbHO, U YMEHHS YIPaBJIATh M MPOJBUTAaTh HE MAJIbHEKYIO GupMy, a
OOJIBIIION KOHIIEPH.

DKOHOMHUYECKHE OTJIMYHUS YCIyT U TOBAPOB MO3BOJISIOT HaM CHENIaTh BBIBOJ
0 Cc000Opa3HOCTH JAJbHEWINEro pa3MBIIUICHUS HAJ TEMOW MapKETUHIOBBIX
OTJIMYMN U B YACTHOCTH KaK YCIYTOBBIC (PUPMBI HCIIOIB3YIOT KOMMYHHUKAIIMOHHBIC

KaHaJIbl AJIs pa6OTBI C IIOTCHLMAJIbHBIMH KIIMCHTAMMU.
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MapkeTHHIOBasi COCTABJAIOIIASA PA3JIUNYMI YCJIYT M TOBAPOB

3.1. HemamepuanvHulii xapakmep yciye.

B npomecce BbIOOpa MOCTaBIIMKA YCIYTH WM MOJEIH IPEAJIOKECHUS
NOTPEOUTENHN CTANKUBAIOTCA € MpoOnemoil uaeHtugukauuu. OHU HE MOTYT
CPaBHUTHh MPOAYKUHUIO 1O TEM I[apaMeTpaM, KOTOpbIE HCHOJb3YIOTCS IMpHU
CpaBHEHUM MaTepHaIbHBIX TOBapoB. [Ipoliecchl cpaBHEHHS OCYIIECTBIAIOTCS Ha
OCHOBE  AaCCOLUMATUBHBIX  KAaTErOpUW:  HMHTEPECOB,  LEJIEH,  OXUIAHU,
BO3MOXHOCTEH, OOelIaHui, BHEIIHETO MpeACTaBlieHus U T.J. bojee KOHKpEeTHO
paccMmatpuBaroTcs 1eHbl. OJIHAKO U OHU HE MOTYT J1aTh MOJHOTO M OJTHO3HAYHOTO
NpeACTaBICHUS O MPOAYKIMU. TakuM 00pa3oM, CpaBHEHHUS OCIOKHSAIOTCS Jaxke B
T€X  chOydasx, Korma oOOBEeKTaMH  SIBJISIIOTCS ~ CXOJIHBIE  MPEIOKEHUS
KOHKypupyromux ¢upM. YToObl TOBBICUTH CTENEHb JOBEPHUS U YKPENUTH
JKEJTaHWE KIMEHTa, MEHEIKEPhl CEPBUCHBIX (PUPM BBIHYKIIEHBI MPUHUMATH Pl
COOTBETCTBYIOIIHUX MEP:

® [IOMBITATHCS MPEACTABUTH CBOKO YCIYTy B OCA3a€MOM BHJE, U, €CIU
3TO, BO3MO>HO, MAaKCHUMAaJbHO IIOBBICUTh BOCIPUSTHE KIHNEHTOM
0CSI3a€MOCTH
Abonenmuvl comosvix komnauuiu, maxkux kax MTC, Beimnenkom unu
Meeaghon, nonvsyromes yceayeamu menegponnou ceazu. Oovekmom
KOHMPAaKma mexHcoy noCmasWuKom u nompeoumenem yciyeu sesomcs
menegonuvie coedunenuss. C O0OHOU CMOPOHBI Mbl HE MOMNCEM
"nowyyname" Hawu pazeoeopul, ¢ Opy2ou KOMRAHUU NOCMABWUKU VCIIYe
npedoCmasiaiom G03MONCHOCHb V8UOEmb pPa32080pbl  NOCPEOCHEOM
neyamu 0emanu3upo8anHo20 cyema. M3 Komopozo MONCHO Y3HAMb O
NPOOONHNCUMENTLHOCMU COeOUHEHUSl, BbI36AHHLIX MeleOHHbIX HOMepax,
pacxode Ha Kaxcoolli 6vl306 u m.0. Taxum o00pazom, KOMNAHUU
NOCMABWUKU YCIIY2 MO2YIM MAMEPUATIbHO OMYUMAmMsCs, a nompeoumens

noiydyumaos OOKyMeHma]leOQ C8UOEmeNbCmeo COBEPULEHHbLX onepauuﬁ;
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® [OAYCPKHYTh 3HAYUMOCTh YCIAYTM B IICJIOM Kak IIOJIC3HOM
JESITENHPHOCTH MMEIOIIEH OCOOCHHYIO IEHHOCTh JJII KOHKPETHOTO
MOKyTaTest

Brnaouuxu 6anxos nonyuarom Heobx00umblii UHGOPMAYUOHHDBLL HOCHLI O

00CMOUHCMBAX pA3H020 6U0d B6KIA008, MAKUX 00pazom Kaxicoblil

nompebumenv OAHKOBCKOIU YCayeu 8bloupaem Hauboiee npuemaemvili 0

cebsi U0 YCy2U, OCHOBbLIBAACL HA CBEOCHUSAX O meX YEeHHOCMSX,

KOMopble OHA MOdcem emy 0amv,

® 330CTPUTh BHHMAaHHME Ha TPSIMBIX, M YTO HE MEHEE BaXHO, Ha
0OOYHBIX BRITOAAX OT MPETaraéMoro 00CITy >KHBaHUS

Knuenmul kKpynuvix Koncarmunzo8bix a2eHmcms, noayuas npsamvie yeiayeu

Qupmvl, Mmoeym npuobpecmu psao  CONYMCMBYIOWUX NPUBUTIESUL.

Hanpumep, ynomunanue o xomnanuu, npo8ooumvix O/ Hee aAKYUusix u

CAYYasx U3 NpaKmuku 6 KOPNopamueHOM JicypHale, OroJiemene,

bpowirope KOHCANMuH2080U pupmol;

® [pUBJCYHh K TMPOMAraHjge CBOCH MPOIYKIWU H3BECTHYIO JIMYHOCTD,
MaKCUMaJIbHO HCIIOJIB30BaTh OJIATONPHUATHYIO CHUTYyaIuio (COOBITHE)
WJIM IPUMEHHUTHh OPUTHHAILHBIEC METO Bl TIPOABUKECHUS U peaTU3aIiu

Hanpumep, xomnanus "Poceoccmpax" npuenexnia 0 pexiamHoul

Kamnanuu ceoeti npooykyuu cemvio Pedopa bowoapuyka. "Pocuo"

sviopana ceoum npedcmagumenem I ouy Kyyenxo.

3.2. Ycnyea npedocmasnsiemcs no 3akazy nompeoumens

YCJ'IYFH MpcaoCTaBJIAIOTCA II0 JKCIAHHUIO HOTpe6I/ITeJ'I$I N HCIIOCPCACTBCHHO

3aKa3yuKy. OTO OTJIMYaeT UX OT MaTepualbHOW MPOAYKIUH, KOTOpas

BBIIIYCKAETCs, KaK NMPAaBUJI0, OPUEHTUPYSCh HE HA KOHKPETHOTO NOTPEOUTEINS, a Ha

oOmuit peiHOK cropoca. Pa3paboTka ycnyru v ee peanu3alisi HE CTaTU4yHA, a

HCTOYHHK HEC )XCCTKO PCTIIAaMCHTHPOBAH. B IMpOHCCCEC BLINMOJIHCHUSA 3aKIaAbIBACTCA

BO3MOXHOCTb MOI[I/I(bI/IKaI_[I/II/I H agamnragui  yCiayru II0J pPasHOILNIaHOBOI'O

noTpeouTes.
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Yenyru MOXHO OKa3blBaTh TOJBKO TOTJA, KOTJa MOCTYMAarT 3aKas3bl OT
KOHKPETHBIX KJIMEHTOB. B CBsi3U ¢ ATUM NpPOU3BOJACTBO M TNOTpeOJICHHE YCIyT
TECHO B3aMMOCBSI3aHbI U HE MOTYT OBITh Pa30pBaHbI.

B T0 xe Bpems creneHp OJM30CTH MEX]Y MPOJABIIOM M KIMEHTOM MOXKET
ObITh pPA3MMYHOM. 3HAYUTENbHAs YaCThb YCIYI MOXET TNPEIOCTaBISAThCA C
ydqacTueM, HO 0€3 MPHUCYTCTBUS MOKyHaTeNs. DTO, HapUMep, MAPKETHHTOBIC U
OAaHKOBCKHE YCITyTH, IEPEBO3KH, CTPOUTEIHCTBO U T.1I. HEKOTOpBIE yCIyru MOXKHO
OKa3bIBaTh MOTPEOUTENIO C MOMOIIBI0 TEXHUYECKUX CPEACTB WJIH MOCPEACTBOM
MMCbMEHHBIX KOMMYHUKAIHMA. B Takux ciiy4asx mpsMble KOHTAKThI TTOCTABIIHUKA U
MOKYyTaTelsl YCIYTH CUIBHO OTPaHUYEHBI.

C ¢axTom 3aka3za nmorpedUTeNeM CBA3AHO U €lIe OJHO BAXKHOE JOMYIICHHE.
B ToBapoBoM mpousBoactBe [llpouzsoocmeo, Ilpoosudicenue, Peanuzayus u
Ilompebnenue pa3opBaHbl U MOPSAIOK OCYIIECTBICHHS MEPBBIX TPEX KOMIIOHEHTOB
HE BaXEH, HUX MOXKHO MEHSITh MecCTaMHU. B yCIyroBoM CEKTOpe MpOoLecChl
Ilpoussoocmeo w Ilompebrenue o00Opa3ylOT OIWH TIPOLIECC TMPOU3BOJCTBO-
nompebnenue. IlosToMy cHavyalla HEOOXOAMMO HAWTH MOTpPeOUTENs, 3aTeM
peanu3oBaTh YCIAYTd W JIMIIb, TOTOM HX TMPOU3BECTH. TakuM o0pa3om,
OPUHIIMIHAIBHO MEHSETCSl MOCIeA0BATeNIbHOCTh YKa3aHHBIX TmporeccoB. OHa
npuobpetaet Bun /lpoosuscenue — Peanuzayus — Ilpouzeoocmeo-nompebdiienue.

Hnmepnem nposaiioep "Cmupm" sensemcs yciyeo8oti KOMnanuel 8 4ucmom
suoe. /na npusneyerus KiueHmos KOMNAHUS 66e]d OONOJIHUMEIbHBIL U0 YCIYeU
"Cmum-TB". [lockonvky ycnyea Ho8as u Oaieko He 6cem NOHAMHASA, Oblid
npoeeoeHa  MACCUpPOBAHHASl  PEKIAMHASl  KAMNAHUs,  PACCKA3bIGAIOWds O
docmouncmea 0aHHo20 euda menesuoenus. Cnedyowum smanom  Ovlla
peanuzayusi 060pyoosanus 6 ogucax npooadic. Ilocne 3axnouenus ¢ Komnanuer
HeobXo0umMo20 002080pa U ONIAMbL yCiye, nompeoumenb HOAYYUL OOCMYN K
00vbeKkmy cOelKu, Mo ecmb K MeNeSUSUOHHOMY CUSHATY, KOMOpble 8 MOm dice

Camblil MOMeHm Haual nooasamuvcs 8 keapmupy abonenma "Cmum-TB".
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3.3. Mamepuanvhaa cocmagaaiouan ycay2u He A614emcsa npeomemom
npooascu

[ToTpeOuTenn UCHONB3YIOIIME MPUOOPETCHHYIO YCIYry HE TOJYyYaroT IPH
ATOM TpaBa COOCTBEHHOCTH Ha KaKOH-IMOO MaTepUabHBIA OOBEKT ATOW YCIyTH.
Oxazanue yciayrd OoJibllie HAlOMHUHAET Tepenadyy oOBbeKTa CHCNIKM B apeHnuy,
HEXEJ peaabHyo mpoaaxy. KonedHo, mo ycioBHsIM apeH 16l TOTPEOUTETh MOKET
110 CBOEMY YCMOTPEHHUIO HCTOIb30BaTh MaTePUATbHBIN 00BEKT, TOATBEPKAAOITUI
npenoctaBiaeHue yciayru. OJHaKO B OTJIMYHME OT IPHOOpEeTaeMoil COOCTBEHHOCTH
TOBapa, apeH/aa YCIyTW HajaraeT IEJbIid psij MPEnsSTCTBUNA 1O HCIOJIb30BAHUIO
"apeHJ0BAaHHOTO CBUJIETEILCTBA" .

3Has Takoe KauyeCTBO YCIYTH HETPYIHO JOTaJaThCsl, 9YTO MapKETUHTOBBIM
MEXaHU3M MPOJBIKEHHs OyJEeT CYIIECTBEHHO OTIMYaThcs. Tak aiis moTpeduTesns
y>Ke He TaK BaXKHO OyzeT ya00CTBO, HAIPUMEDP, Kpeciia B TeaTpe WU LIBET B3ATOTO
B apeHAy aBTOMOOWISI, IOCKOJBKY alPUOPHO JAaHHBIC XaPAKTEPUCTUKU SIBIISIFOTCS
ompenelieHHeM '"Ka3eHHbIX" Belleld. B Takom cilyyae BaKHBIMH B IpoOLECCE
KOMMYHUKAIMK OYIyT JTOMOJHUTEIbHBIE HEMaTePUAIbHBIC COCTABIISIONINE YCIYTH
(xopormasi aKyCTHKa 3ajia, BHITOJHBIC YCIIOBHUSI apeHIHOW MUIAThl U T.A.). MOXKHO
MPEANOI0KUTh, YTO B CIIydae MPOABUKEHUS YET0-TO HEMATEPHAIBHOIO HEMAIYIO
poiib OymyT WrpaTh MPABUIBLHO BBICTPOSHHBIC B3aMMOOTHOIICHUS ''TIPOJIaBeIl-
nokynatenp'". Tak, Xopomme OT3hIBBI KIMEHTOB O MapUKMaxepe CIOCOOCTBYIOT
MOBBIIMICHUIO TIOMYJSIPHOCTH €r0  yCIyTr, a MEIICHHOE U HEKYJbTypHOE
oOcmy’)XKMBaHWE B pECTOpaHE JIMIIUT TOTPEOUTENs JKENaHWs TPHUATA B 3TO
3aBeICHUE €Il Pa3 UJIM MTOCOBETOBATH €0 OKPY KAIOIIIM.

basupysace na smom npunyune, npouzgooumenu yciye ¢ 02pAHUYEHHbIMU
npasamu coOCmeeHHOCmu 0enarm YNop Ha pekiamy OblCmpomsl, Kauyecmea u
8bICOOHBIX  YCA0BUL  0OCHYdCUBanusi  Kiuenma. ITpancnopmuvlie KOMNAHUU
paspabamviéarom OOHYCHble cucmemvl OJis1 NACCAHNCUPO8, NO YCILOBUAM KOMOPbIX
MOJICHO npuobpecmu 1b2omubvlil uiu obecnaamuwviii ounem. llonyuas kpeoummuyro
Kapmy  Kakoz2o-mubo OawKka, KIUeHmMY  NpedoCmAasisemcs  603MONCHOCHb

cogepuiamv nokynku ¢ 5% ckuokou. Komnanuu, oxazviearowue mypucmuyeckue
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yciyeu epydaiom Cc60UM Kiluernmam cepmuqbukambl o noceuweHuu

OocmonpumeqameﬂbHocmezZ.

3.4. Macuumabupyemocmp Konuuecmea npedoCcmasiiemvlx yciye npu
COXPAHEHUU MUHUMATIbHOI ONEPAYUOHHOU De3Y0bImOUHOCMU.

B cdepe ycnyr penxo ucnonb3yercs cbiphe. KOHEUHO, NMpOU3BOIUTENU
UCIIOJIB3YIOT 000pYyJIOBaHME WM WHCTPYMEHTB, HO OHH COBEPIICHHO HE
oOs3aTenbHBl I OKa3aHUs yciyrd. B cuiny coBeil Heocsi3aeMOCTH U
HEBO3MOXXHOCTH MaTEPUATBHOTO MOATBEPKICHUS, YCIYTOBBIM (pUpMaM HE HYKHO
pazopsAThCs Ha Joporocrosiiee obopynoBaHue. be3ycioBHO, €ciM Mbl XOTUM
MOJIYYUTh TOATBEPKIACHUE OKA3aHHOM YCIyTH, Mbl TpeOyeM OT IMOCTaBIIHKa
pacrieyaTaHHbli Ha Oymare OT4eT U TakuM O0Opa3oM BCTyNaeM B KOHTaKT C
npuHTepoM, Oymaroii, yepHuiamu. Ho B oTiiMuue oT TOBApOBOrO MPOHU3BOICTBA
MBI MO>KEM JIETKO HE MOJIb30BaThCSI 3TUM CBhIPbEM, a Mepe/iaBaTh U MOIY4YaTh BCIO
uHpopmaIuio yctHo. Mcronb3ys yclyru aBuanepeBo3urKa, B MOATBEPKICHUE Mbl
MoJIyyaeM pacriedyaTaHHbI Ha IIBETHOM NpuHTepe Omier. Mbl He 3abupaem ¢
cobolf  Kpecio WiIM  KpbUIO camoiieta. TakuM  o0Opa3oM, KOMIIAHUU
aBUAIEpPEBO3YMKY, 3aTpayuBasi CPEACTBa OJMH pa3, HE MPUXOAUTCA BKJIAIbIBATH
CHOBa M CHOBA Ha JIOJEJIKY CaMOJIETA, €€ PACXO/bl COKPAILAIOTCS 10 PacXxo/i0B Ha
Oymary.

BricBoOouBIIIMECS pecypchbl YCIyroBas KoMIaHusi OyAeT TpaTUTh Ha
YAOBJIETBOPEHUE MOTPEOHOCTEN KIMUEHTOB, A00aBIsAsl NPUHIUIHKAIBHO HOBBIC
JOTIOJTHUTENbHBIC AJIEMEHTBI YCIIYT WK PacIIupsis U yCcuinBasi (PakTOpbl TUTHEHBI.

Manasa ceipvesas 3asucumocmev no3zeonsem OAHKAM — He MOJIbKO
VCUNUBAMBCA 8 Yoice 3AHAMbBIX YCIY208blX HUWAX, HO paspabamviéams U
npuMeHams Hosvle 6udbl ycaye. Obpawasicy K onvimy 3apyOedcHbiX CMpaH, Mbl
BUOUM, UMO PACNPOCMPAHEeHUe OAHKOBCKO20 O0OCHYHCUBAHUS NO menepoHny, uiu
Internet yciaye He mMONbKO NOGLICULO NPUBTEKAMENbHOCMU HOBUHOK, HO U
pacuupuno  803ModiCHocmu  camux  6anxkos. Cmupas  epanuyvl mMecma

npedocmasnenus yciyeu, oends ee, maKum 00pa3oM, YHUBEPCANbHOU, OAHKU He
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3ampaqueaom HNpu 3MOM USIUUWHUX CPeOCMm8. YCMAHOBKOU KOMHbIOMEPOS U
gvixooom 6 Internet 3anumaromcs nompebumenu, KOHEYHbI  NPOOYKM
8bIPANCACMC HEMAMEPUATILHO, eOUHCMBEHHOe, Ymo 00JICHA coelamb upma -

9MO c030amb HOBble paboyue mecma.

3.5. Hanuuue npamovlx OmHOUWEHUI MEHCOY CEPBUCHBIM CIYHCAUWUM U
nompeoumenem yciyzu.

Bocnpusitue nokynareneM kKauecTBa YCIyTH, €ro MOJHOE YJIOBIECTBOPEHUE
YCIYTrod W pelnieHue MOBTOPUTH MOKYMNKY, — BCE 3TO B 3HAYUTEIBHOW CTEMECHU
3aBHCUT OT €TI0 BOCIIPHUATHS TMpoliecca okaszaHus yciyr. HemanoBakHyro pojib B
ATOM TMPOLIECCE UTPAIOT CEPBUCHBIE CIIyXkallue, TO €CTh MPEICTABUTENN (PUPMBI.
CinoBa W JEWCTBUS TIPEJCTABUTENISI BOCHPUHUMAIOTCS IMOKyIaTesieM Kak
peanu3alus MOJIUTUKHU OpraHu3alyu. B TakoM ciydae Ka bl CITyKaluii T0JDKeH
00J1IalaTh HEOOXOJIMMBIMM HABBIKAMH MEXJIMYHOCTHOTO OOIIEHUSI, KOTOpbIC
MIO3BOJIAT €MY B JIFOOOW CUTyaIuu Aep>KaTh MapKy KOMITAaHUH.

CrnemyeT MOMHHTH, YTO JJii TOKYyMHaTedsh OKa3aHHWE YCIYTd MOXET ObITh
MEPBBIM WJIM OJTHUM M3 HEMHOTHX, B TO BpEeMs KaK JJIsSl CIYXKalllero — 3TO OJIHO U3
COTEH B3aMMOJICHCTBUM, TPOUCXOIAIINX B TEUCHUE Kaxa0ro padodero aHs. ['oabl
WCIIOJHEHUS OJIHUX M TEX k€ 3aJaHUl MOTYT MOOYAUThH CIyKallluX CMOTPETh Ha
OKa3aHWE YCIyrd HCKIIOYUTEIbHO KaK Ha TNPOAYKT HUX KBadu(HUKAIUK U
s pexkTuBHOCTH, HEe oOpaliasi BHUMaHUs Ha LEJbIA PsiJi BICYATICHUM, KOTOPHIC
IIPU 3TOM MOJy4YaeT MOKYNATEb.

Jlns  ynoBIEeTBOpEeHHS TOTPEOHOCTEM  KJIWMEHTa CIyXKalluid  JOJDKEH
YYUTBIBATh €r0 HEOMBITHOCTh, OMACEHUS WM OECITOKOMCTBO OTHOCUTENIBHO YCIYTH
M B KakOW-TO MOMEHT HpOSIBUTh couyBcTBHE. HMHoOTma ciyxkaiiyde IOJDKHBI
MOJABJISATh CBOM YYBCTBA M B3aUMOJCHCTBOBATH C MOKyHaTeIsIMH, JyMas
UCKIIIOYUTEIBHO O IENIIX OpraHu3alid M uHTepecax nokynartens. CepBUCHbBIC
CayKalye JOJDKHBI YMETh CMOTPETh Ha MPOLIECC OKa3aHUs YCIYr C IO3UIUU
nokymnaresnsa. [loaTomy ciyamuid JOJDKEH Y4YUThCS pa3BUBaTh B ce0€ HAaBBIKU

TaKOIro IIOBCACHMI. OI[HaKO Pa3BUTHUC HABBIKOB MCIKIIMYHOCTHOI'O O6I.[ICHI/I$I B
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3HAYUTEIHHOW CTETICHU JIOJIKHO SBISIETCS 00S3aHHOCTHIO PYKOBOJICTBA CEPBUCHOMN

KOMIIaHHH.

3.6. Ilompebumena unmepecyem npoyecc npedocmasieHus ycayu

OnHOBpEeMEHHOE MTPOU3BOJACTBO U MOTPEOIICHHE HEKOTOPBIX YCIYT, a TAKKe
Heocsi3aeMasi TMpUpoJia OOJBIMMHCTBA W3 HUX 3aTPYTHSIOT OCYIIECTBIICHUE
KOHTpoJisi kadectBa. (C  JOpyroil CTOPOHBI TMPUCYTCTBHE B  MPOIECCE
NPEIOCTaBICHUS YCIYTH YEeIOBEYECKOro (pakTopa JenaeT KOHEYHBIH pe3yibTar
MIPOU3BOJICTBA €CITM M HE MPEICKa3yeMbIM, TO, IO KpailHeW Mepe, HEOTMHAKOBBIM.
MpI1 He Bcerzia 3HaeM, 4TO MOJIyYUM Ha BBIXOE, Mbl MOXKEM TOJIBKO JIOTa]IbIBATHCS.
Jlist Toro 4ToOBl HAIKM JOTAAKU OBUIM YyJIOBJICTBOPHUTEIBHBIMHU, IMOTPEOUTEIIO
MPUXOAUTCS KOHTPOJIMPOBATH IMPOIECC MPOU3BOJCTBA YCIYTH, TaKUM 00pa3zoM,
orpaxkias cedsi OT ONACHOCTU TMOJYYUTh HEKAYeCTBEHHBIM NpPOAyKT. Takoi
KOHTPOJIb MOXET TPOSIBISITBCS B CIEMYIONIEM: MPEIOCTABICHUE OTUYETHOCTH B
mpoliecce OKa3aHUs aJIBOKATCKUX WM OaHKOBCKHUX YCIIYT; TMOATBEPKICHUE
Ka4yecTBa JICYCHUS pe3yIbTaTaMHi aHaTU30B | T.1.

Kakum ke o00pa3oM Takyr0 XapakTEepPHCTHKYy HCIOJb30BaTh MPH
POJBIKEHUU yciryru? J[ist 3T0oro ecth He0OXOUMMOCTh B pa3pabOTKe AEeTalbHON
CTpaTeTUH TIO PA3BUTHIO JIBYCTOPOHHUX KOHTAKTOB MEXIy TMPOJABIIOM U
MOKyTaTeJIeM: BECTH YUETHYIO 0a3y KIMEHTOB, MPOBOJIUTH PACCHUIKY MaTEPHAIOB-
OTUETOB; Ha CalWTaX KOMITAHMM MOXXHO CJIeJIaTh BUPTYaJIbHYIO SKCKYPCHIO II0
KKI0M yCIIyTre; peKiamMy B BUC POJIMKA-TIPOBOIHUKA.

Ilpumepom  ycryeoeou oesimenbHOCmu, NOOBEPICEHHOU  DPUCKY
HeKauecmeeHH020 npedoCmasienus yciyeu aeniemcs paboma napukmaxepa. Mol
HUkoeoa c¢ mounocmoto 0o 100% ne 3Haem npodykm Ha 6vixode OyOem,
COOMEemcmeo8ams HAWUM OHCUOAHUAM UAU Hem. {11 KOHmMpONs 3a CMoilb
BAJICHBIM NPOYECCOM NPEOOCMABIeHUs YCAYeU Mbl CAOUMCS neped 3epKaloM U
Habaodaem 3a pabomoi napukmaxepa. Cneoum 3a e20 MeXHUKOU, 3a mem
HACKONbKO KOPOMKO OH CMpudicem, COOMEEMCmayem Jju NpoMeHCYmouHblll

NPOOYKM 3AN0HCEHHBIM NPEOCMAasieHUsIM 0 KOHeuHoM npooykme u m.o. llonyuas c
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HOMOWbIO 3epKala HeobXooumyro ungopmayuio o npoyecce, nompebumens yciyeu
mem camviM ¢ Oonbulell 8ePOAMHOCIbIO Ol cebs 2apaHmupyem Kauecmeo

UCNOJIHeHUSL U A0eK8AMHOCb pesyibnamada.

3.7. I'opuzonmanvnas unmezpayus oOusneca

I'opu3oHTanbHas MHTErpanus MOAPA3yMEBAET HAIMYHUE B paMKaxX XOJIIUHIa
HECKOJIBKAX MPEANPUATHA M3 OJHOM OTpPaCiv, HUMEKIUX TEXHOJIOIHYECKYIO
OOILIHOCTh M MPEJOCTABISIOUIUX €IWHBIA CHEKTP YCIyTr B pa3HbIX pPETrHOHaXx.
Takum o00pa3oM, mnpojaBmwKeHHE OpdHIA HOCUT OOIMK XapakTep Kak Ha
dbenepanbHOM M Ha PErMOHAILHOM, TaK M HA MECTHOM YPOBHSX AUCTPUOBIOINU
(cm. Ilpunoxenue 10). CepBucHbIlE KOMIAHUU B OOJIBIIEH CTEIIEHU IMOBEPIKEHBI
NpUBS3KE K oaHoMy oOmemy OpsHay. C  ogHOM CTOPOHBI 3TO  Jaer
JOTIOJIHUTENIbHBIE TIPEUMYIIECTBA. TaK pernyTalud BCEl KOMIIAHMM B LIEJIOM, €€
UCTOpPHUS U KayeCTBO OOCIY>KMBAHUS SBIISIOTCS MPUCYIIMMH aTpHOyTaMu MEJTKHX
0(HUCOB ATOM KOMIIAHWU IO Bcei cTpane. Tak, mpuns B oTaenenue CoepOaHka B
Hopunbcke, KIMEHT pacCYUTHIBAET U YTO CAMOE BAXKHOE IMOJYYaET CXOXKEE I10
KayecTBy 0OCIy’KMBaHUeE, Harnpumep ¢ oTnaenaeHueMm Oanka B Huwxnem Hosropone
uin MockBe. OH TakXke IMOJIydaeT AOCTYNl KO BCEM BO3MOXKHBIM BUJAM YCIIVT,
npenoctanisieMbiM COepOaHKOM.

C npyroii cTOpOHBI TOPU30HTAIbHAS WHTErPALMs KOMIIAHUHA MOJITaIKABAET
KOMIIAHUU K KE€CTKOW PEryJiiliud HOPM IOBEJIECHUS BHYTPU KOMIIAHUH, a TAK ke
0co00Oro BHUMaHHA K MpoBeAeHUI0 aHTukpusucHoro PR. IlpuBeny mnpocroit
npumep. B ornenennn Coepbanka Poccun B ropose CypryT mpoBOpOBaiCs OJUH
U3 MEHEDKEPOB WIM OTKa3aJld MPEIOCTaBUTh KaKyrO-IHOO yciyry 0e3 BUIMMBIX
Ha To npuuuH. CkaHzan paspaswics CHayana Ha ypoBHe ropoja. Ilorom co
CKOPOCTBIO ~ CHEXHOro KomMa uH(popmamus O  MPOUCIIECTBUM  CTaja
pacmpoCTpaHsIThCS CHayalla Ha PEerHOHAJIbHOM YPOBHE, OTOM Ha (helepaabHOM.
Amnodeo3oM cTanm penopTax B LEHTpainbHOW raszere win Ha TB. Urto nanbiie?

PGHYTaHI/IH KOMIIaHWHU IOAIIOpYCHA, IMOAO3PCHHUC B HCI[O6pOCOB€CTHOCTI/I nmagact
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HE Ha KOHKPETHOrO 4YeJOBEKa, a Ha BCIO CTPYKTYphl B IieiaoM. MTorom Moxker
MOCITYKUTh 3aTSKHOW KPU3UC JIOBEPUS C MOTEPEN BKIATIMKOB.

CepBuCHBIE OpraHu3allMyd HaXOJATCS, TaKUM OO0pa3oM, B TOCTOSHHOM
HaAMPSHKEHUH, CTapasiCh MpPeayragaTh U MPEayNpeuTh BO3MOKHBIC TYOUTEIbHBIC
MOCJIEJICTBUSA KpU3KHCOB penyTtauuud. Komy-to 310 ymaercs, komy-to Hetr. Ho 6e3
BBICTPAWBAHUSI TPOYHBIX KOMMYHHUKAIIMI C OOIIECTBEHHOCTHIO TaKHE KPU3HCHI

IMpCOJ0JICTh HEJICTKO.

3.8. Ycnyeu neomoenumovt om ucmo4yHuKka

Ycayru HeOTAeNUMbl OT CBOETO UCTOYHUKA, Oyb TO YEIOBEK WJIM MAallhHA.
DTO 03HAYaeT, YTO UX HEJb3sl MPOU3BECTU BNPOK WM XPAHUTh, YTOOBI 3aTEM IpHU
HEOOXOIMMOCTH pealn3oBaTh. Takas dYepra YCIyr OrpaHUYMBACT Y4YacTHE
TOPrOBBIX IOCPEIHUKOB B TMPOLECCE KYIUIU-IIPOJIAXKHU. Peanuzanuss  u
IPOU3BOJICTBO B chepe 0OCTyKUBaHUS 0a3HPyETCs Ha MPSMBIX KOHTAKTaX MEXKIY
MPOU3BOJIUTEIISIMU U TTOTPEOUTEISIMHU.

Ecnu s mpoIBMKEHUS W pealiv3alldd yCIYr CYIIECTBYET BO3MOXKHOCTh
MPUBJICUCHUS TOPTOBBIX  TMOCPEAHUKOB, CEPBHUCHBIE (UPMBI  CTaparOTCs
MaKCHUMaJIbHO €€ HCIOoNb30BaTh. OJHAaKO OCHOBHas (QYHKUUS TOCPEAHUKOB
3aKJII0YAeTCsl B TOM, YTOOBI CBECTH MPOU3BOAUTEINS YCIAYTd U KineHTa. Jlaxe ecnu
TOPTOBBIM areHT BKIIFOYAETCS B MPOIECC KYIUTU-MPOAAKU, OH HE MPOAAET YCIYTy, a
JIMIIb peaInu3yeT NpaBo Ha €€ MOJIyYeHHeE.

Cemwv mazcasunos "Espocemsv” npedocmasnsiem ceoum nocemumensim npaso
npuobpecmu nakem yciye mou uau UHOU comosou xomnauuu. Ilpu smom cama
"Eepocemv" He Aensiemcs nocmasuukom yciye COMOBOU C8i3U, OHA S6JAemcs
MOP20BLIM A2EHMOM, COeOUHAIOWUM KIUeHma U npooasya npeoocmasisis Ceoe
nomeujeHue, mpyo paoouux, u nepevucisasi O0eHbU 3d COBEPULEHHYIO COEIKY
KOMNAHUU- 061a0amero YCiyeu.

Takum 00pa3oM, TPOM3BOAUTENH JEIOBBIX YCIYyr, KpPOME TOrO0 YTO
MPOU3BOJIAT WX, SBJISIIOTCS €IWHCTBEHHBIMU TMPOJABIIAMHU, a TOPTOBHIE areHTHI

BBICTYIIAKOT JIMIOb BCIIOMOTATCIIbHBIM 3BCHOM B IIPOLHCCCC IMPOABUIKCHUA u
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peanu3anuy yciayr. YHUKaIbHOCTh MOJOKEHUS (PUPMBI MPOU3BOAUTENS YCIyTH
3aKJIFOYAETCSl €Ul€ U B TOM, UYTO OHA HMMEET BO3MOYKHOCTH IMOJHOI'O KOHTPOJIS
IIPOLIECCOB MPOABMKEHUS, peaM3aliu, MPOU3BOJICTBA, MOTPEOIEHUs YCIyru. A
TAaKK€ MCIOJIb30BATh BCE MMEIOIIMECA B PACHOPSDKEHUHU PECypehl Ui ITHX

poleccoB (MaTepualibHbIC, ICHEKHbIE, TPYAOBBIC U T.J1.).

3.9. Yenyza moocem npooasamuvca HeCMAHOAPMHOIMU «TOMAMUY.

[ToBbIIICHHOE BHUMAaHHWE K YCIyraM CBS3aHHO HE TOJIBKO C HX
crenuUUeCKUMH  XapaKTEPUCTHKAMHA  YHHKAIBHOCTH W HECTAaHJAPTHOCTH
OTJIETIbHO B3ATOM YCIyTH, HO U C BO3MOXHOCTBHIO MPHUOOPECTH KETAEMYIO BEllb
BHE 3aBHCHMOCTH OT TOTO SIBJISIETCS JIM OHA COCTABIISIONICH IEJIOr0 KOMILIEKCa
WIN CaMOCTOSATEIbHBIM MPOAYKTOM moTpebsenus. OTcroga Takas BapuaTUBHOCTh
MPEIOCTaBICHUS U UCIIOJIb30BAHUS YCIYT.

B MapkeTHHTOoBOM KOHTEKCTE 3TO O3HAuUaeT CIEAYIOIIee: YIOBICTBOPEHUE
noTpeOHOCTeW KJIMEHTa HACTyMmaeT TOJIbKO B TOM CiIy4yae, €Clld €My
NPEAOCTABISIOT "KOHCTPYKTOP", TO €CTh HA0Op MENKHX JeTalieid, U3 KOTOPBIX
MOKHO CJieJlaTh KaK MAaIlIWHKY, TaK U MapoBO3UK. B cymHocTH, cdepa yciyr — 310
chepa UCHOJIHEHUS KEJAHUM, MOITOMY OCHOBHBIM IMPHUHIIUIIOM 3]I€Ch SBIISIETCS:
KITMEHT BCET/a MPaB.

Jlist cTaOmiibHON M TIPUOBLILHON paboOThl yCIIyroBol (upMbl HEOOXOIUMO
ClIeIOBaTh TPaBWIy WHBAPUAHTHOCTH YCIyT, WX B3aMMO3aMCHSIEMOCTH |
B3aMMOJIONIOJTHAEMOCTH. HeT cMmbIciia pekiaMupoBaTh JOCTOMHCTBA, €CTh CMBICI
PEKIIaMUPOBATh BOZMOXKHOCTH.

Boszvmem ona  npumepa cghepy ycaye Kpedumoeanus, Komopas Ha
Ce2OOHAWHUL O0eHb PaA3eusaemcss oueHsb oOvicmpuimu memnamu. Kaoxcowiii Oawk,
0e3yCN08HO, CMPeMUMbCS HOLYYUMb KAK MOJICHO 0016uyt0 npubsliv, U cnocob
MONILKO 00UH — npusiedv bonvuie kiueHmos. Ho kak 3amanums Heo008epuu802o
kauenma? Huskumu npoyenmuviMu cmagramu? Y0obHvim mecmononodceHuem?
Omeem 00 2eHUaIbHO20 NPOCM: HAOO NPEONIOACUMb eMy HeCmaHOapmHuble

yenosus. Ilpednosicums emy NOHpasusuwielcss KOHCMPYKMOP. 6HeCmu NOJIOBUHY
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cmoumocemu, @ ocmajlibHoe 4acmAmMU, He 6HOCUMb HUYe20, coCmasunisb CBOll NIaH

nozauienusi Kpeouma u m.o.

3.10. Kauecmeo yciyz HenoCmoAHHO: 6ce YCay2u YHUKATbHbL npU
Kajcoom 60cnpou3ee0eHuu

B otnuune ot TOBapoB yCIyru MpeACTaBISAIOT cO00i HE OOBEKTHI, a CKOpee
byHKMu MO0 ACUCTBUS, TOITOMY WX TOYHBIE MapaMEeTPbl OTHOCHUTEIHHO
€IMHOOOpa3HOr0 TMOHSATUS KayecTBa YCTAaHABIMBAIOTCS  JOBOJIBHO  PEJIKO.
BonbmIMHCTBO yCcayr 10 MOMEHTa MX MPOAAXH HE MOTYT OBITh pPacCUUTaHbI,
U3MEpEHbl, NHBEHTApPU30BaHbI, ONMPOOOBAaHbI HAa BKYC M MPOBEPEHBI HA BKYC C
LENbI0 TOJATBEPKACHUS HMX KayecTBa. YCIYyTH, B OCOOEHHOCTH T€, KOTOpPbIE
CONPSIKEHbI CO 3HAYMUTENbHBIMHU 3aTpaTamMu TpPyJa, SBISIOTCS TE€TePOrC€HHBIMU:
CEpBUCHBIE (PUPMBI MPEOCTABIISIOT YCIYTH BO-TIEPBHIX, PA3IUYHBIMU CIIOCOOAMHU,
BO-BTOPBIX, ISl pa3JIMYHBIX KIMEHTOB U B-TPEThUX, B Pa3HbIE MOMEHTHI BPEMEHHU.

KauecTBo yciiyr B 3HAQUUTENbHOM CTENEHU 3aBUCHUT OT TOrO, KTO HX
oOecrieynBaer, a TakK e TIJle Korja M Kak OHHM mpenoctapistorcs. llpu stom
BXHYIO POJIb B U3MEHUMBOCTU yCIIYT UTPAET caM KJIMEHT. Kaxplii moTpedurenn
SBIIIETCS €AMHCTBEHHBIM B CBOEM poOJE, a Kaxjas yciayra B OoJblled WId
MEHBIIIEH CTENEHN OTPa)kaeT HI0AHCHI TPEOOBAHUH U XKellaHui moTpedbureneit. ITo
JIeJaeT HEBO3MOXHBIM MAaCCOBOE IPOM3BOJICTBO MHOTHX BUJOB YCIYT U MOJEJIEH
IIPEII0KEHUM.

B 10 e BpeMsi M3BMEHUYMBOCTh KayeCTBAa OTKPHIBAET HOBBIE BO3MOXKHOCTHU
JUIsl mipou3BojuTeneil yciayr. OHU JIETKO MOTYT JOOUTBCS MPEUMYIIECTB HaJl
CBOMMHM KOHKypeHTaMu. KIIMeHTHI ke, 3Hass 00 M3MEHYUBOCTHU YCIYT, CTPEMSTCS
YMEHBIIIUTh PHUCK, MOATOMY BCErAa MNPEANOYUTAIOT T€ CEPBUCHBIE KOMIIAHWH,
KOTOpbIE 00J1a/1al0T peryTaluel U yCIyrd KOTOPbIX CUUTAIOT KAYeCTBEHHBIMH.

Federal Express (CIIIA) sensemcs audepom 6 obaacmu 6030VUIHbIX
nepeso3oK Noumoeou Koppecnonwoenyuu. Ee audepcmeo 6Oazupyemcsa Ha
VHUKAIbHOU — cucmeme  OOCMABKU € HOMOWbIO  COOCMBEHHO20  NApKa

MPAHCHOPMHBIX CPEOCME U HOB0U KOHYenyuu mapuwpymusayuu. B xomnanuu
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cyujecmeyem U cucmema KOHMPONs KAyecmed, KOmopas NOAYYUld HA38AHUE
"uepapxus yocacos". B ueti yuumvigaemcs 3ano30anas 00CmMasKa, HenpasuibHasl
BLINUCKA CONPOBOOUMENbHBIX OOKYMEHMO8, HANUYUe NOBPEHCOeHHBIX NAKEmO8 U

m.o.

3.11. /leiicmeusn nepconana onpeoenarom pe3yivmam npeooCcCmasieHus
yeayau

[Ipu mpenocTaBIeHUA MHOTUX YCIIYT C BBICOKOM CTEIIEHBIO B3aUMOIECUCTBUSA
NOTPEOUTENN BXOIAT B KOHTAaKT C IEPCOHAJIOM KOMIIAHWU. YCIYyrd C HHU3KOU
CTEIIEHBIO B3aUMOJCHUCTBUSA YACTO OKAa3bIBAIOT «HA PACCTOSHUM», KOTJa KOHTAKT
MEXIY JI0JIbMH OTPAaHUYMBAETCS PEIICHUEM KaKUX-TM00 Mpo0JieM, BO3HUKAIOIIHNX
BpeMsl OT BpeMeHHU. Pa3Huna Mexay KadeCTBOM YCIyr OpraHu3aluid C BBICOKOU
CTENEHbIO B3aUMOACHUCTBUS C MOTPEOUTENAMH, Kak IpaBWIO, OOYCIOBIIEHA
MIEPCOHATIOM, KOTOPBIA 3aHAT OOCTy)KMBaHWeM moTpeOutencii. Ha kauecTBo
IPOU3BOJICTBA, TAKUM 00pa3oM, BIUAIOT MpodeccuoHanbHas KOMIETEHTHOCTb, BO
MHOTOM ormpejensieMas oOy4eHHEM IEpCOHala, OMNBIT MPAKTUYECKOW paldoThl,
JIMYHBIE KaYECTBA U 3aNMHTEPECOBAHHOCTH B KOHEYHBIX PE3YJIbTaTaX.

JIeCTBUSL mepcoHala  OKa3blBAlOT IPSIMOE  BO3JCHCTBHE, Kak Ha
YAOBJIIETBOPEHHOCTh KIIMEHTA, TAK W HA IPOLECC IPENOCTABIEHUSA YCIyTH.
W3BecTHO, 4TO JIOAM, PEMOHTHUpYIOIIHE O0OpyJIoBaHHE, OOECIeunBaroe
uH(popmalmeil, KOHCYJbTUPYIOIIME KIUEHTa U JAp., 4acTO (DYHKIHOHUPYIOT HE
TOJIBKO KAaK IPOJABIBI U CIIELUAIMCTHI 110 OKAa3aHUIO KOHKPETHOW YCIYTH, HO H
KaKk CBOEro poja JOBEpeHHbIe Jula norpedurencii. Takum o0pa3oM, MOXKHO
OTMETUTh, YTO KAXKIBIW COTPYIHUK, BXOIAIIMN B TOPIOBBIM M HCIOJHUTEIbHBIN
NepcoHall YCIyroBOM (UPMBI, BBICTYHAa€T OJHOBPEMEHHO MAapKEeTOJIOrOM-
yHHUBEpcajaoM i cBoeil pupmMbl. CTOUT OTMETUTh, UTO MHOTHE TaK Ha3bIBa€Mble
nepenoBsle  (UpPMBI,  MOHUMAs, YTO B  BOMNpocax  NPODUIAKTUKU
HEYZOBJIIETBOPEHHOCTH KJIMEHTOB M YJEpXKaHUsS LIEHHOIO 3aKa3dyhKa MHOIOe
3aBUCHUT OT ucnojaHuTenei. [loaromy Bce Golibliie pyKOBOAUTENEH NENETUPYIOT UM

I[MpaBoO NPpUHHUMAThL PCIICHUC 110 ECJIOMY psAAY aCIICKTOB.
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Hanpumep, 6 ciyuae neyoosonbcmeus no Kakomy-mub6o nogooy (3adepicka 8
CPOKAX UCNOJIHEHUS, HEeBO3MONCHOCHb GbINOJIHUMb ONpedeNeHHble pabomvl U
onepayuu  bonree  KauecmeewHo U  MmM.0.) UCNOIHUMENb  UMeem  Npao
CAMOCMOAMENLHO  USMEHUMb YeHy (CHU3Umu 0a 3apanee YCMAaHOBIEeHHOU
2panuybl), NpeosoNCUmsb 3a My JHce UYEHY HECKOAbKO UHYIO (Iy4ulyio) 8epcuio
00CTYAHCUBAHUSL UNU COBEPULUMD YMO-TUOO OpY20e, Umo yoepicum nompeoumens u

npuejie4ent Ho6blxX KJiUEeHN086.

3.12. Buedpenue mexHon02uil u 6blMeCHEHUE Ue106e4eCK020 mpyoa u3
YCIIy2 nogvluiaent CmaduiabHOCHb ONPeoesleHH020 Kauecmea npedocmaesieHus
yeayau

OgHuM U3 CPENCTB TMOBBIIMICHUS TPOIYKTUBHOCTH PalbOTHI yCIYTOBOTO
nepcoHana SBJISETCS TaK Ha3blBaeMas aBTOMaTh3alus Mpojax. B pa3BuThIX
CTpaHax  MpPEACTAaBUTEIM  KOMIIAHMM  OOECIEeUYMBAIOTCS  IEPEHOCHBIMU
KOMITBIOTEpaMH, IPUHTEPOM, KCEPOKCOM, MOOUITEHBIM TeIe(OHOM, MPOTPAMMHBIM
obecnieueHueM U T.nm. ONBIT CBUAETEILCTBYET, YTO 3aTpaThl Ha TEXHUYECKOE
OCHAIIICHUE AaKTUBHOW 4YacTH KOMMEPYECKOTO ammapara OBbICTPO OKYHaroTCH.
Hamnpumep, komnanust Hewlett Packard npenocraBuna B pacniopsbxkeHue u o0yduiia
MOJIb30BAHUIO TMEPEUUCICHHBIMH CPEACTBAMHM 4YacTh CBOMX HIPEACTaBUTEIEH.
Bckope BBISICHUIIOCH, YTO MPOU3BOAMTENBHOCTh TpyAa Bbipocia Ha 30% mno
CPaBHEHMIO C TEMH areHTaMu, KOTOPbIE HE MOJb30BATUCH TAKUM 000PYJOBAHUEM.

ABTOMaTHU3aus MPOJAX BBITOJHA U C APYroM CTOpoHbI. Eciu B cpenHem
OJIUH MeHepKep KoHTpoaupyeT 10-12 TOProBbIX COTPYIHUKOB, TO Oiarojuaps
NOJIHOLEHHOMY TEXHHYECKOMY M MpOrpaMMHOMY oOecreueHuto '"moseBoit"
KaTeropuu YCIyrOBOTO TEpCOHaja KaKIbldH MEHemKep crnocobeH 3(h(exTuBHO
yopaBiiTh oT 25 10 40 BHEMIHMMH TPEACTABUTENIIMU KOMIIAHUU. DTO O3HAYAET,
YTO TOTPEOHOCTh B TaKMX HAYaJbHUKAX yMEHbBIMAeTcss B 2-3 pa3a co BCEMU

BBITCKAIOIIIMMH OTCrOAa IOCJICACTBUAMM.
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3.13. IlpouzeooumenvHocms mpyoa 4enoeexka 8 ycay2ax, npu

UCNOIb306AHUN COBPEMEHHBIX MEXHOIOCUIL, HEe UMEEH CbIPbEEHIX 0ZPAHUYCHUTL

B oTnnuue oT mpou3BoauTENE, KOTOPBHIM JUIsl paclpoCTpaHEHUsS TOBAPOB
HY)KHBl ~ (U3MUECKHEe KaHaibl CcObITa, MHOTHE CEpPBHUCHBIC TMPEINPHUSATHUS
UCIOJIb3YIOT AJIEKTPOHHBIE KaHabl (KaK MPU TPAHCISIIUKU PaJuo- U Telenepenay
WIN TIPOBEACHUH 3JIEKTPOHHBIX IUIAaTEXei) 00 00BeAUHAIOT B OJJHOM MECTE BCE
omnepanuu CepBUCHON KOMMAaHWU (IMPUEM 3aKa30B, UX BBIIOJIHEHUE U «BblAA4a»
3aka3zuuky). [Ipu 3TOM Bce 3TH mojpa3jeneHus NPUHUMAIOT y4acTHE B BbIOOpE
MECTOPACIIONOXKEHHUSI TPEANpUATUs, B pa3pabOTKe TMPOEKTa 3AaHUA U B
YOPaBJICHUH TIEPCOHATIOM, KOTOpBIM 00ciyxuBaeT mnorpedurenei. WHorna,
Hanpumep, B OAHKOBCKOM Jefie, pUpMbl mpejaraloT MoTpeOuTeasiM Ha BBIOOP
pa3Hble KaHAJbl MPEJOCTABICHHS CBOMX YCIyr. Tak, KIMEHT OaHKa MOXKET JTUYHO
IIOCETUTH €T0, a MOJKET CBA3aThCA C HUM uepe3 Internet.

bnarogapst  OypHOMYy  pa3BUTHIO  KOMIBIOTEPHOW  TEXHUKH U
TEJIEeKOMMYHHUKalui, oco0eHHO pocTy WHTepHeTa, 3JIEKTPOHHBIE CIOCOOBI
IPENIOCTABICHUSL YCIyT MOJIy4aroT Bce OoJjbliee U OoJbLIee paclpoCTpaHEHUE.
JIto0oi1 B7MeMEeHT yCiIyrd, OCHOBaHHBI Ha WHGOpMAIMK, UMEET B MOTCHIHAIEC
BO3MOXXHOCTh MTHOBEHHOM JIOCTaBKM B JIOOyI0 TOYKY MHUpPA, TJI€ €CTh
COOTBETCTBYIOIlEE OOOpyAOBaHUE Ui €ro mnoiydeHus. MapKeTuHroBas
3HaYUMOCTh HTepHeTa BbIpakaeTcsi B TOM, 4YTO OH MPEACTaBIsET COOOMU
YHUBEPCAIbHbBINA, 04€Hb 3(PPEKTUBHBIN KOMIUIEKC, CHOCOOCTBYIOIINI OpraHu3aluu
UHPOPMAITMOHHOTO 00eCNeUYeHNs, MPOBEICHUIO HCCIENOBAaHUN pHIHKA U €ro
KOMIIOHEHTOB, OKa3aHUK CUJIBHOIO U JIOJTOCPOYHOTO BO3JCUCTBUSA Ha
ayJIMTOpUI0, (POPMUPOBAHUIO, TMOIACPKAHUIO U YKPEIUICHUIO XO3WCTBEHHBIX
cBsazeil. MHTepHeT mnpeoOpa3oBbIBa€T KOHKYPEHLMIO BO BCEX €€ TpaHsiX u
cocTaBisifonMX. M, HaKOHEl, YTO OYE€Hb BAXHO, C €r0 PA3BUTHUEM MEHSIOTCSA
MOJIXO/IbI K YTPABICHUIO MAPKETUHTOM, MEHEKMEHTOM M BOOOIIE OM3HECOM Kak
TaKOBBIM.

Jlunepsl cepBUCHOU cdepbl HCMHOJB3YIOT TEXHOJOTMU KaK aKTUBHBIN

KOMIIOHEHT CBO€H cTparerud. Bo MHOrux ¢upmax CyIIECTBYIOT ClelHaIbHbIC
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OTZIETIBI, 3a/ladya KOTOPBIX 3aKIIOYAETCS B IMOWMCKE MaKCUMAaIbHO 3(P(HEKTHBHBIX
Croco0OB UCIOJIb30BAHUSI MHHOBALIUNA C TEM, YTOOBI OHU MTPUHOCHIIA HAUOOJIBIITYIO
MOJIb3y MOTPEOUTEIISIM U aKIIMOHEPaM; MOBBIIIAINA Ka4eCTBO U MPOJTYKTUBHOCTDH U
obecrieunBanyu pupMe KOHKYPEHTHOE MPEUMYIIIECTBO.

becnposoomnvie cemu noseonsrom upmam "nepenecmu’” nynkm onnamer k
nompebumernio, a He Haobopom. Tax 6 Eepone nHa mHo2ux npeonpusmusix no
npokamy asmomoounei oOCAYHCUBAIOWUL NEPCOHA NoJyuaem OAaHHble O
3AKIIOYEHHOM C KIUEHMOM KOHMPAKme, C8e0eHUsSX O pacxooe 20prue2o U O
npobeze MAuwiuHbl U C NOMOWbIO NEPEHOCHO20 YCMPOUCMEA NpAMO HA Mecme
pacneuyamviéaem cuem. Bo ¢panyyzckux pecmopamax, xocoa npuxooum 6pems
oniauueams cuem, OQUUUAHMBL NPUHOCUM YCMPOUCMBO OJisl  CHUMbBIBAHUS
uHgopmayuu ¢ KpeOUmHoOU KapmouKy NPSMO K CHOJIUKY.

Takue ycTpoiicTBa JKOHOMST BpeMs, Kak MoTpeOurenedt, TaKk W
MOCTaBIIMKOB YCIYr, a TaKXe OHU YMEHbIIAIOT OyMaxkHyro paboTy u
MUHUMU3UPYIOT BEPOSATHOCTH OIIMOOK, KOTOPBIE CIYYarOTCS TPH TEpPeHoce

JAHHBIX BPYUYHYIO.
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PE3IOME

C nosumuu  norpebuTens  BbHIOOP  HEOOXOIMMOM  eMy  YCIyru
oOycnaBnuBaeTcsi BIMSHUEM OoJiblliero Habopa (akTOpoB, 4YeM pelIeHUuE O
NOKYNIKE MaTepuaibHOro ToBapa. llosToMy OOJbIIyI0O BaXHOCTh 3J1€Ch
npUoOpeTaeT Tak HAa3bIBAEMbI MapKETUHI OTHOIICHWH. [J1aBHasg 1eap Takoro
MapKETUHIa — BCECTOPOHHSSI M IIOJHAs OPUEHTAIMSA HA KIMEHTA: MaKCUMAJIBHO
BO3MOKHOE YJIOBJIETBOPEHHE HHTEPECOB NOTPeOUTENEH U yAepKaHUE TOCTOSHHBIX
kiueHToB. Takum oOpa3zoM, TpyJHeHIIel 3aadyeil MapKeTHHIa YCIyT SIBISETCS
HOMBITKAa yOeTUTh MOTEHIUANBHBIX MOTpPEeOuTENeld B HEOOXOAMMOCTH UMETH TO,
4yero (u3M4yecku HET M He Oyaer, HO 0e3 4Yero HEBO3MOXKHa PealbHOCTh €ro
IIOBCETHEBHOM KU3HU. Bce 3TO MOKET 3HAUNUTENIBHO OCIOKHUTh MAPKETUHT YCIIYT,
OJIHAKO Kak Mbl BHUAMM, JeJlaeT €ro 0ojee KpeaTUBHBIE, TBOPUYECKUM,
JUHAMMYHBIM, UHTEPECHBIM M T'MOKUM IO CPaBHEHHUIO C MAapKETHMHIOM TOBAapOB.
ODKOHOMUYECKUE U MAPKETUHIOBBIE BO3MOXKHOCTH YCIYT ITO3BOJIAIOT YBEJIMYUBATh
npuObBLUTL NIPU 3TOM, HE CHHXKAsl KauecTBa TOBapa, MO3BOJISIIOT HAXOAUTh HOBBIE
0o0JaCTH  MPUMEHEHUsS  NPOJABMKEHHUS  YCIYrd, pacliupss TeM  CaMbIM
OrpaHUYEHHbIE BO3MOKHOCTH U MpEBpalllas CBOU K€ COOCTBEHHbIEC HEJIOCTATKH B

JOCTOHMHCTBA.
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3akJII04YeHue

Ha ceropnsiminuii 1eHh COBpEMEHHAsi 5)KOHOMHUKA Pa3BUBAETCS B OCHOBHOM
Onmaromapsi mpeanpusTUsSM chepsl  00CIyXMBaHHS, KPYINHBIM ¥ MEJIKUM.
[Tomasnsitonee GOJBIIMHCTBO HOBBIX pa0OUYMX MECT CO3AAaeTCsl 00CTyKMBAIOIIUMU
OpEeaNPUITUSAMHA Pa3HbIX cTpad mupa. OJHAKO peanbHOE yMpaBieHHE MPOIECCOM
IPEIOCTaBIECHUS YCIYT BCE €Ile OCTaeTcsl Ha OYeHb HU3KOM ypoBHE. M cBs3aHO
3TO MPEXkKIE BCEro ¢ TeM (PakTom, 4TO MpeAnpusTis chepsl yCIyr Mo MHOTUM
CBOMM TIIOKa3aTeNsiIM OTJIMYAIOTCSI OT TOBAPOBBIX, U B CBOIO O4Yepeab TPEOYIOT
0c000ro Mo/AX0/1a K MAPKETUHTY U MEHEIKMEHTY. Yike ceiyac 1 3p(PeKTUBHOTO
yOpaBIeHUS TPEINPHUITHE CEPBUCHOW cdepbl HE JOCTAaTOYHO TOJarathCs Ha
METOJbl U KOHILEMNIMH, pa3pabOTaHHbIE B NMPOU3BOACTBEHHO cekTope. Cienyer
UCKAaTh HOBBIE IyTH NPOJBUKEHUE YCIYr, KOTOpbIe [0 MOPHI JI0 BPEMEHU
OCTaBaJIUCh B TEHU "yJOOHBIX" TOBAPOBBIX CTPATETHl.

Crout Takxe OTMETUTh, YTO NMPHU U3yUYEHUU ONKCAHHBIX BbIIIE KOMIOHEHTOB
OKa3aHUsl yCIyT CTAaHOBHUTCS OYEBUIHBIM, YTO MApKETHHIOBAas JAEATECIHLHOCTH HE
MOJKET OCYILIECTBIISTHCS HE3aBUCHUMO OT APYrux (YyHKIUH MeHemkmeHta. [lpu
3¢ deKTUBHON peanu3aii NoTpeOHOCTEeN KIMEHTOB OIPOMHYIO POJIb UTPAIOT BCE
TPH B3aMMOCBSI3aHHBIE (YHKIUM MEHEIKMEHTAa — MAapKEeTHHT, OTepalMOHHAs
NESTENHHOCTh W YIpaBlieHWe mepcoHaioM. UYToOwl pazpabotaTh 3deKTuBHBIC
CTpaTeTuu YNPAaBICHUS, MEHEIKEPhl CEPBUCHBIX KOMIIAHUM JTOJKHBI YUHUTHIBATH
BIMSIHME  BCEX  BBIIICTIEPEUMCICHHBIX  KOMIIOHEHTOB  HMHTETPHUPOBAHHOTO
MEHEIKMEHTa YCIIyT.

[Tpon3BOACTBO yCIyT, Kak ¥ TOBApOB, MPEACTABISAET COO0H AKOHOMUYECKHU
BBITO/IHBIN On3Hec. OHAKO COBEPIIEHHO OYEBUIHO, UTO IMPH BCEX TEOPETUUECKHUX
U TPAKTUYECKUX Pa3IMyUsi MEXKAYy JABYMs TUIIAMH TMPOU3BOJCTBA, HEOOXOIUMO
UCKaTh pa3inyle U B CHOCOOE OCYIIECTBICHHUS WM YIPABICHUS MPOLECCOM
IpeJoCTaBlIeHUs] KOHeYHoro mpoaykra. Ilo mepe Toka kak (upMbl CTaHOBATCSA
KpylHEe, a WX OINEepalroOHHas NeATEIbHOCTh PACIpPOCTPAHIETCS BCE AANBIIC U

Janblile, HaCyIIHONH HEOOXOIMMOCTBIO CTAaHOBUTCS PACIIMpPEHUE TPOU3BOJACTBA, 4,
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CJIeIOBaTeIbHO, W YMEHHS YIPaBJIATh M TMPOJBHUTAaTh HE MAJBbHEKYIO GupMy, a
OOJIBIIION KOHIIEPH.

DKOHOMHUYECKHE OTJIMYHUS YCIyT U TOBAPOB MO3BOJISIOT HaM CHENIaTh BHIBOJ
0 CO0OOpa3HOCTH JaJbHEWINEro pa3MBIIUICHUS HAJ TEMOW MapKETUHIOBBIX
OTJIMYMN U B YACTHOCTH KaK YCIYTOBbIe (PUPMBI HCIIOIB3YIOT KOMMYHHUKAIIMOHHBIC
KaHAJBI 17151 PAOOTHI ¢ TOTCHITUATHHBIMHA KITHCHTAMH.

C mo3umuu  motpeduTens  BbIOOP  HEOOXOIMMOW  eMy  YCIyTH
oOycnaBnuBaeTcsi BIMSHUEM OoJiblliero Habopa (akTOpoB, 4YeM pelIeHuEe O
NOKYNIKE MaTepuanibHOro ToBapa. IlosTomMy OOMNBIIyI0 BaXHOCTh 31€Ch
npuoOpeTaeT TaKk Ha3bIBAEMBbI MAapKETHHI OTHOIICHWW. [JlaBHas Ielb TaKoro
MapKETUHTa — BCECTOPOHHSS W TIOJHAs OPHEHTAIUS Ha KIMEHTA: MaKCHUMAaJIbHO
BO3MOYKHOE€ YJIOBJIETBOPEHHE UHTEPECOB NOTPEOUTENCH U YIEP>KaHUE MTOCTOSTHHBIX
KIUEHTOB. TakuMm o0pa3oM, TpymHEHIIeH 3amadeil MapKeTHHTa YCIIYT SIBIISETCS
MOTIBITKA yOCIUTh MOTEHIIMATBHBIX MOTpeOuTeNneii B HEOOXOIUMOCTH WMEThH TO,
yero (GU3MYECKH HET W He OyaeT, HO Oe3 Yero HEBO3MOXKHAa PEaIbHOCTh €ro
TTOBCEHEBHOM XKM3HU. BCe 3TO MOXKET 3HAYUTEIBHO OCIIOKHUTH MAPKETHUHT YCITYT,
OJIHAKO Kak Mbl BHJIHUM, JIeJla€T €ro 0Oojiee KpeaTuBHBIC, TBOPYECKUM,
JTUHAMHYHBIM, UHTEPECHBIM M THOKHMM IO CPaBHEHHUIO C MApKETHHIOM TOBAapOB.
DKOHOMUYECKHE U MAPKETHHTOBBIE BO3MOXKHOCTH YCIIYT MO3BOJISIOT YBEIHMUNBATH
npuObUTH TIPH 3TOM, HE CHUXAs KauecTBa TOBApa, MO3BOJSIOT HAXOJWTHh HOBBIC
0o0JacCTH  TPUMEHEHUS TPOIABWIKEHUS  YCIAYTd, paclimpsss TEM  CaMbIM
OTpaHWYCHHBIC BO3MOXKHOCTH W TIpEBpaliasi CBOM K€ COOCTBEHHBIC HEIOCTATKH B

JOCTOMHCTBA.

Ha ocHOBe BCero BBIIEH3JI0KEHHOTO MOXHO CJIEJaTh CIEAYIOIIME BBIBOJBI U
PEKOMEHIAINN:
1. HemarepuanbHOCTh YCIYT C OAHOM CTOPOHBI CO3/1a€T MPOOJIEMBI B OJICUETE
SKOHOMHUYECKON LIEHHOCTU MPEAOCTABIIIEMONM KOHEYHOW MPOIYKLHH, HO C
JIPYyTOl CTOPOHBI MPEAOCTABIAECT sl COTPYAHUKOB OTIETIa MAapKETUHTa

HCBCPOATHBIC BO3MOKHOCTHU I10 BHEIITHEH KOMMYHHKAIIUU U IIPOABUKCHUTO
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ToBapa. Takoro pazHooOpasusi GOpM M CPEICTB MPOMOYIIIeHa Kak B chepe
yCIIYT HET HU B OJHOM JPYroi 0OJIACTH: €CJIM y TOBapa COBEPIICHHO TOYHO
€CTh CBOS XapaKTepUCTHKA, TO y YCIYTd €€ HeT, a, CJISAOBaTelbHO,
m1abJIOHHBIE METOIBI TTPOJIBIKEHUS 3/IECh HE pa0O0TaIoT;

Crioco00B TIpHBIICYb KIWUEHTA y YCIYTOBBIX (DUPM HAMHOT'O OOJBIIC H,
MIPEXKJIe BCErO 3TO KOHEYHO CIICJICTBUE 3aKa3HOTO XapakTepa YCayr. 3aka3
MO3BOJISIET OOBIBATEIIO TTOUYBCTBOBATh CE0S1 YHUKAIBHBIM M €MHCTBEHHBIM
MOKyTIaTeJIeM, IIO3BOJIACT MPOSBUTh OPUTHHAIBHOCTh HJICH HE TOJBKO
KJIMEHTA, HO W TOCTABIIMKA YCIYTH, TEM CaMbIM IO3BOJISIET M B yCIIOBUSAX
rJ100aJIM3aIi 9yBCTBOBATh Ce0sl MHIUBHIYYMOM;

B cumiy coBell HeEOCA3a€MOCTH M HEBO3MOXXHOCTH MaTEPUAIIbHOTO
MOATBEPKACHUS, YCIYroBble (UPMBI 00JIaIal0T 3amacoM HEO0OXOIUMBIX
CPEIICTB, IO3BOJISIONIMX CHU3HTHh H3JCPKKH cebecTtouMocTH. Ilpm 3Tom
yCIIyroBasi KOMIIAHUS WMEET BO3MOXHOCTh TPATUTh BBICBOOOIMBIITHECS
pecypcsl Ha  yJOBJICTBOPEHHE IOTPEOHOCTEH  KIMEHTOB, J00aBIIsIsA
MPUHITMITHAIBHO HOBBIE JIOMTOJIHUTEILHBIE 3JIEMEHTHI YCIYT WIN PAacIIupss U
ycuiauBas (aKTOpbl TUTHCHBI,

HemanmoBakHyr0 pojb B O3TOM TIPOILIECCE OKa3aHUS YCIYTH WIParoT
CEPBUCHBIC CITyXaIlhe, TO €CTh MPeACTaBUTeIN (PupMbl. SBSsSCH C OTHOU
CTOPOHBI TPEJACTABUTEISIMA KOMIAHWUU, a C JPYyrod eIUHCTBEHHBIM
CBS3YIOIIIMM 3BEHOM C KIMEHTAaMH — KaXKIbli COTPYAHUK oOO0Jamaer
OTpeNeICHHBIM HA0Op KOMMYHUKATHBHBIX HABBIKOB, IO3BOJISIONAM
JOHECTH J0 TOTPEOUTENISI HEOOXOJAMMOE IIOCIaHWE CEPBUCHOU (DHUPMBI.
[IpenmMyIIecTBO TaKoro CBS3YIOIIETO AJIEMEHTa OYEBHJIHO - BO3MOXHOCTH
JUYHOTO OOIEeHUs KaK BapHaHT MPOJBIKCHHS HaMHOTO 3(pdexTuBHEE
paboTaer, HeKelln YucTas pekinama win PR;

OmHOBpEMEHHOE TTPOU3BOJICTBO U MOTPEOJICHNE HEKOTOPHIX YCIIYT, a TaKKe
Heocsi3aeMasi MpUpojia OOJBITMHCTBA U3 HUX 3aTPYAHSIOT OCYIIECTBIICHUE
KOHTpPOJISI KauecTBa. Mbl HE BCETJa 3HAaeM, YTO IMOJYYUM Ha BBIXOJE, MBI

MOXEM TOJIBKO J0raibIBaTbCs. I[JISI TOTr0 4YTOOBI HAIIN Joraakm ObLIH
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yIOBIICTBOPUTEIBHBIMU, TOTPEOUTENI0 TPHUXOAUTCS  KOHTPOIMPOBATH
npolecc MPOU3BOJACTBA YCIYrHM, TakuM o0Opa3oM, orpaxpaas ceds ot
OMAaCHOCTU TMOJYyYUTh HEKAYeCTBEHHbIM mpoaykT. OpHako JaHHAs
XapaKTEepUCTHUKA YCIYTH UMEET KaK CBOM MUHYCHI, TaK U IUIKOCHI, K KOTOPBIM
MOHO OTHECTH BO3MOXHOCTh BMEIIATEIBCTBA B MPOLECC, YTO IMO3BOJISIET
HE TOJIbKO MHPOKOHTPOJIUPOBATH ATalbl pabOThl, HO U CKOPPEKTUPOBATH
JaNbHEHNIINE ark Bo U30€KaHNUe MOTYUYEHUST HEXKENATeIIbHOTO PE3yIbTaTa;
CepBHUCHBIE KOMIIAaHMM B OOJIbIIEH CTENEHU TMOABEPKEHBI TMPUBSZKE K
onHoMmy obOmemy Opanay. C OgHON CTOPOHBI 3TO AAET JIONOJIHUTEIbHbIC
npeuMyniecTBa. Tak pemyTaluu BCEM KOMIIAHUM B IIEJIOM, €€ HUCTOpUS U
KaueCcTBO OOCIYXUBaHUS SIBJISIIOTCS TPUCYIIMMHU aTpUOyTaMu MEJIKUX
opucoB ITOW KOMmaHuu 1O Bcei crpane. C  apyroil CTOpPOHBI
TOPU30HTAbHAS HHTETpalMs KOMIIAHWM TNOATAJIKUBAET KOMIIAHMHM K
KECTKOU PETYISAIMU HOPM TTOBEJCHUSI BHYTPU KOMITAHHUH, a TaK K€ 0C000To
BHUMAaHMS K IPOBEJICHUIO aHTUKPU3UCHOTO PR;

Hanuuue wWMMOOWIBHOCTH  yCIYTM HAKJIAJbIBA€T Ha  MEHEIHKEPOB
ONpeieJICHHbIE TPYAHOCTH MO NPOJBHKEHUIO TOBAPOB B HECKOJIBKUX TOUKAX
npoaax. Bo-nepBbIX, HEMOCPEACTBEHHBI MPOU3BOAUTENL TOBApPA JIOJKEH
OPUCYTCTBOBATh MpPU MPOJIaKe, BO-BTOPbIX, B CHIY MEHTaJIbHbBIX
O0COOEHHOCTE ¥ HECTaHJAAPTU3MPOBAHHOCTH MPOIYKIHUUA CYIIECTBYET
CJIO’KHOCTbH B MTPOU3BOJICTBE U MPEIOCTABICHUH YCIYT B pa3HbIX CTpPaHAX U3
9ero BBITEKAeT mpodiemMa JTMTEIbHON afantanud GUpMbl HA HOBOM PBIHKE;
VY noBnerBopeHre nMoTpeOHOCTEH KIMEHTa HACTYIMAeT TOJILKO B TOM Cllydae,
€CJIM €My MPEAOCTaBIISIIOT "KOHCTPYKTOP'", TO €CTh HA0Op MEIKUX JeTajeH,
U3 KOTOPBIX MOHO CJIeJIaTh KaK MalIMHKY, TaKk U NapoBO3uK. B cyuiHocTy,
chepa ycnyr — 3T0 cdepa HUCIONHEHHS >KENAHUW, MOITOMY OCHOBHBIM
MPUHIIAIIOM 3/I€Ch SIBJISIETCS: KIIMEHT BCEra Ipas;

brnaromapss ~ OypHOMY  pa3BUTHIO  KOMIBIOTEPHOM  TEXHUKH U
TEeJIEKOMMYHUKAIMI, 0COOeHHO pocTy MHTEepHeTa, 3JIEKTPOHHBIE CIIOCOOBI

OpEeIOCTAaBICHUST  YCIyr  TMOJy4aloT Bce Oombinee W Ooubliee
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pacrpoctpaHeHue. MapkeTuHrosass 3Ha4uMOCTh VHTepHETa BbIpakaercs B
TOM, YTO OH IHPEJICTABISAECT COOON YHUBEPCAIBHBIM, O4EHb I(PPEKTUBHBIHI
KOMILJIEKC, CIIOCOOCTBYIOLIMI OpraHu3alun UH(OPMAIMOHHOTO
o0ecriedyeHusi, MPOBEACHUIO HCCIIEOBAaHUM phIHKA U €ro KOMIIOHEHTOB,
OKa3aHMIO CUJIBHOTO M JIOJITOCPOYHOTI'0 BO3ACICTBUSA HA Ay IUTOPUIO;

10. B oTiiume oT TOBapOB YCIYTH MPEACTABISIIOT OO0 HE OOBEKTHI, a CKOpee
GyHKIMM T100 NEHCTBUS, IO3TOMY MX TOUHBIE MapaMeTpbl OTHOCUTEIHHO
€AMHOOOPAa3HOr0 MOHATHS KAuyecTBA YCTAaHABJIMBAIOTCS JOBOJBHO PEIKO.
BoapIIMHCTBO yCIIyT 4O MOMEHTA UX IPOJAXKH HE MOT'YT ObITh paCCUUTAHBI,
U3MEpEHbl, MHBEHTAPU30BaHbl, ONPOOOBaHbl HA BKYC U IIPOBEPEHBI HA BKYC
C LIEJIBIO NTOATBEPIKICHUS UX Ka4eCTBA. Y CIIyT'H, B OCOOEHHOCTH T€, KOTOPBIE
CONPSDKEHbl  CO  3HAYMTEIBHBIMM  3aTparamMu  TPyZHa,  SBIAIOTCSA
reTepOreHHbIMU: CEPBUCHBIE (UPMBI IPEJOCTABISAIOT YCIYyTH BO-NEPBBIX,
pPa3IMYHBIMH CIIOCOOAMM, BO-BTOPBIX, JIs Pa3JUYHbIX KIMEHTOB M B-

TPCTbHX, B Pa3HbIC MOMCHTbLI BPCMCHH.
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Dpyrue orpacnu

TpaHcnopT v cesab,
KOMMYyHanbHoe
X03MUCTBO

DUHaHCH,
CTpaxoBaHue,
onepauuu

C HEBUXUMOCTbIO

Ontogas
1 PO3HMYHas
TOproens

1399
644
1286
1246 1370 864 512
Cdepa yenyr [ponssoacTeeHHas focyaapcTBeHHbIN Cenbckoe X039iCTBO,
. coepa ceKTop ropHogobbiBaiollast
(B OCHOBHOM oTpacns
opraHusaLmumu N CTPOMTENLCTBO
N y4pexaeHuna

T.e. cepa yenyr).

[Ipunoxenue 1

Puc. 1.1 Bknan cdepsl yeayr B skoHomuky CIIIA: nokazarenu BBII o pa3sueim otpaciisim 3a 1997 rox (B Miapa. 101 B

COMOCTAaBUMBIX I1eHaX 1992 rona)

HUcmounuk. U.S. Bureau of Economic Analysis, Survey of Current Business, September 1999, Table B3, p.D-28.



IIpunoxenue 2

Crtpana 1960 1979 1990 1999
CIIA 58 63 70 72
Awnrnus 53 62 63
@panuus 52 61 67 72
Wranms 46 50 63 67
benerus 53 61 68 71
Hunepnanbl 45 59 67
Janus 57 69
SIlnoHus 42 53 56 61
Hopgerus 58 58 66 66
ABcTpus 40 55 65

Tabnuna 1.1.Jons ycnyr B BBII npombinenHo pa3Buthix ctpad B 1960-1990 rr., %
Hcmounuk: World Bank. World Development Report 1981. p.139; World Development Report 200-2001. p.297
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IIpunoxenue 3

Taoauua 1.2. Poab cdepbl yeiayr B IKOHOMUKE HEKOTOPBIX €BPONEiiCKUX CTPaH

YaeabHbli BeC 100aBJIEHHON CTOMMOCTH c(epbl yCayr B 001meM 00beMe BAaJI0BOI0 BHYTPEHHEr 0 MPOAYKTAa

Crpanbl I'oann
1994 1980 1960
HNpnangus 83 JlaHHBIE OTCYTCTBYIOT 52
OpaHuus 70 62 50
Hunepmanast 70 JlaHHBIE OTCYTCTBYIOT 45
Janus 69 65 58
[Isenusa 68 62 53
Benmukobputanus 66 55 54
ABcTpus 64 56 42
Ounnguansg 63 51 48
Benrpus 60 JlaHHBIE OTCYTCTBYIOT JlaHHBIE OTCYTCTBYIOT
Uranus 60 55 47
Yeuickas Pecniybiuka 55 30%* JIaHHBIE OTCYTCTBYIOT

* CpaBHUBaThb M MHTEPHPETHPOBATH ATU JAHHBIE CIEIYyeT MpPENelIbHO AKKYpaTHO, MOCKOJIbKY OHHM OCHOBAaHbI Ha CTaTUCTMYECKHX JAHHBIX,
MIPEIOCTABJIEHHBIX pa3HbIMM rocyjaapcrsamMu. HeoOxonnMo yuuThIBaTh, YTO Mpoleaypa cOopa MHPOpMaluu U KIACCU(PUKALMOHHBIE KPUTEPUU B
pa3HBIX CTpPaHaX 4acTO HE COBMAJAIOT; O0Jiee TOr0, OHM 3HAYUTENIBHO OTJIMYAIOTCS B OHOM U TOM )K€ CTpaHe B Pa3HbIe EPUO/Ibl BPEMEHH.

** JlanHble 10 YexocaoBaKuM NPUBEIEHBI JI0 €€ pa3/ieIeHHUs.

Hcemounux. The Economist, Pocket Europe in Figures (London: Profile books, 1997)
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Ipunoxenue 4

Cenbckoe X03aicTBO

Coepa yenyr,

NpoussoacTsenHan chepa

YaenbHbilt BEC 3aHATLIX ———3=

Bpems, 10X0/, Ha AyLly HACENEHUS ———3—

Puc. 1.2. MI3mMeHeHue CTPYKTYphI 3aHATOCTHU 110 Mepe pa3BuTus s3koHomuku CIITA
Hcmounuk. International Monetary Fund, World Economic Outlook (Washington, DC: International Monetary Fund, May
1997).
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Hpuioxenue S

YeMm yCiayru OTIMYaKTCs OT TOBAPOB Kak 3T0 cka3pIBaeTCsl Ha NPAKTUKE MEHEDKMEHTA
[ToxynaTenu He CTaHOBSTCS IIponaxka yciyru OoJipllie HallOMHHAET NEepeady 4ero-iudo B apeHly, a HE PEAIbHYIO
BJIA/ICJIbLIAMH YCIYT IPOJAXKY.

CrnenyeTr HaUTHU ONTUMAIIBHBIA pa3MeEpP «APECHIHOW IIJIAThI.
Kputepun oneHKH apeHyeMoro oObeKkTa MOTPEeOUTEIeM OTIMYAIOTCS OT KPUTEPHEB,
JNEHCTBYIOLIUX MPHU BBIOOpPE 00BEKTA [Tl MOKYTIKU

VYceayru HeocsizaeMbl Heo0xoaumo nmpotymaTh, Kak MOBBICUTh OCSI3a€MOCTh YCIIYT.
Heobxoaumo onucaTh KaxAblid 3Tal MpoLEecca OKa3aHMs YCIYTd W YNPaBIATh KaXKIbIM
U3 HUX
bonpiias BOBIEUEHHOCTh [loBenenue M OMBIT MNOTPEOUTENE MOTYT CIOCOOCTBOBAaTH JMOO MPENSTCTBOBATH
noTpeOuTeNel B MPOU3BOJCTBEHHBI  CKOpPOCTH M 3((HEKTUBHOCTH Tpoliecca oOcaykuBanus. THorna HeoOX0AuMO YIpaBisTh
npouecc NOTPEeOUTENSIMU, CUYUTAass HUX BpPEMEHHbIMU COTpYJHUKaMu Kommnanuu, Cruemyet

paccMOTpeTh BO3MOXKHOCTh UCIIOIb30BaHUS IIPUHLIMIIA CAMOOOCITYKUBAHUS.
PacrnionoxxeHue u yackl pabOThI CEPBUCHBIX OpraHU3aLUil JOHKHBI ObITh YIOOHBIMU JIJIS
noTpeOuTeNeH.

WuTepbep KOMMaHUM, MPEIOCTABISAIONIEH YCIYTH, JOKEH OBITh MPHUBIIEKATEIHHBIM U
YAOOHBIM JIJIs1 HOTpEOUTENEH

Corpynnuku KomnaHum u apyrue HeoOxoaumo ympaBisiTh MOBEACHHEM COTPYIHHUKOB M MOTpPEOUTENEH, MOCKOJIbKY OHHU

NOTpEOUTENM  WHOTJA  CUMTAIOTCS BIUSAIOT HA YPOBEHb YJIOBIETBOPEHHOCTHU APYTHX MOTPEOUTENEH.

HEOTBEMJIEMOH YaCThIO YCIIYyTH Heo0xoauMo HaHMMAaTh COTPYAHUKOB, 00JIaJAI0MX KaK TEXHUUYECKUMU HAaBbIKAMHU, TaK
U HaBbIKaMU OOILIEHUS C JIOAbMU (WIM CHOCOOHBIX NPUOOpPECTH HMX B IpOLECCE
o0OyueHus1); He0OXOAMMO HOAEPKUBATH UX BBICOKYIO MOTHBALIMIO K TPYAY.

Hepenko Hepa3syMHO 00cCiyXMBaThb B OJHO M TO K€ BpeMs M Ha OJHOM M TOM ke
TEPPUTOPUH MPEACTABUTENECH pa3INUHBIX CETMEHTOB PhIHKA

HeBo3MoxHOCTH 0OecieunTh CroxHee OCyIIECTBIATh KOHTPOJIb KaUeCTBA, 0COOCHHO CUCTEMATUUYECKUH.

IOCTOSTHHOE KaYeCTBO UCIOJIb3yeMbIX  J|0OMThCS MPOrHO3UPYEMBIX PE3YJIbTaTOB MOKHO C IIOMOILBIO CTaHAAPTU3ALNUN YCIYT.

PECYPCOB U NOJIy4a€MBbIX pE3yJbTaTOB [3MEHUMBOCTH ~ MOXHO  CHM3WTh 32  CYET  3aMEIIEHHA  COTPYJIHHKOB

79




[ToTpebuTensiM CoKHO OLIEHUTh
Ka4€CTBO MHOTHUX YCIIYT

HeBo3M0KHOCTB CO31aBaTh 3allaChbl

Bpemennoii hakTop Oomee BaxeH

Cucremsl MpcaoCTaBJICHUA YCIIYT
MOI'yT BaﬂeﬁCTBOBaTL KakK
QJICKTPOHHBIC, TAK U (bHSH“IeCKI/Ie
KaHaJIbl

aBTOMAaTU3UPOBAHHBIMU CHCTEMaMH

HeoOxomumo cdopmupoBate armocdepy HOBEpHUS MEXIy CEpPBHUCHOW (QupMoil u
KJIMEHTOM.

[TocTOSIHHO MOBBIIIAST YPOBEHb UH()OPMUPOBAHHOCTH NOTPEOUTENEH, MOXKHO TOMOYb UM
JieNaTh MPaBUIbHBINA BBIOOD

OpnHaxpl IpelocTaBICHHAs yCIIyra OOBIYHO HE MOXKET XPAHUTHCS, TO3TOMY CEpPBUCHbBIE
(bupMBbI TOJKHBI pa3padaTeiBaTh 3P(HEKTUBHBIE CTPATErHH YIIPABICHUS CIIPOCOM.
Heob6xoaumo ynpaBiasTh NpOM3BOICTBEHHBIMU MOLTHOCTSIM, JIOOMBAsICh UX
MaKCHUMaJIbHOI'O COOTBETCTBUS IPOrHOZUPYEMBIM KOJIEOaHHIM CIIPOCa.

3adacTyto MpUOBLIL CEPBUCHBIX KOMITAHUM, PACTIONIATAIONINX OIrPaHUYEHHBIMU
IIPOU3BOJICTBEHHBIMM MOLIHOCTSIMH, HAPSAMYIO 3aBUCHUT OT UX YMEHUS IIPEII0KUTh
HY’KHBIE YCIIYTH B HY’KHOE BPEMsI U 110 MOAXOSIIEH LIEHE

Heo0xoaumMo MOMHUTH O BPEMEHHBIX OTPAaHUYCHUSAX U IPHOPUTETAX MOTPEOUTENIEH.
Heo0xoammo noHuMaTh, 4YTO 3HAUUTEIbHbIE BPEMEHHBIE 3aTPaThl HA MOJIYYEHUE YCIyTH
BOCIIPUHUMAIOTCS OTPEOUTEIIMU HETaTUBHO.

Heo0xoa1Mo paccMOTpeTh BO3MOKHOCTh KOHKYPEHIIMM Ha OCHOBE 0oJiee ObICTPOro
00Cy’)KUBaHUS; TOCTAPATHCA CBECTH MEPUO OXKUIAAHUS K MUHUMYMY; YBEJIHYUTD
pabouuii JeHb KOMIIAHUU (BpeMsi, B TEUEHHE KOTOPOTO OKA3bIBAIOTCA YCIYTH); OyMaTh
0 BO3MOYKHOCTH 00CITYy>KUBaHUsA 110 cxeme 24/7 (24 yaca B CyTKU 0€3 BBIXOHBIX )
Heob6xoammo paccMOTpeTh BO3MOKHOCTh JOCTABKH JIFOOBIX MH(GOPMAIIMOHHBIX
3JIEMEHTOB YCJIYTH AJIEKTPOHHBIM yTeM. HeoO6xoaumo nmogymaTs 0 BO3MOKHOCTSIX
OJIHOBPEMEHHOTI'O IIPEIOCTABIIEHUS YCIIYT 110 BCEMY MUDY.

Ecnu yenyru npenocraBistores o pu3nueckuM KaHajiaM, HE00X0AUMO MaKCUMaJIbHO
3¢ (HEKTUBHO UCIOIb30BATh COTPYAHUKOB CAMOI KOMIIAHUHU U €€ MOCPEIHUKOB

Tadimuna 1.3. BausiHue pasjn4uii Mexxay TOBApaAMHU M YCJIYTaMHM Ha IPAKTHKY MEHEIKMEeHTAa
Hcemounux: JlaBnok K. "MapkeTuHr ycnyr: nepcoHai, TexHosorus, crparerus”, 4-e¢ usa.: Ilep. ¢ anrn. - M.: U3n. nom

"Bunesamc", 2005
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Ipuioxenue 6

Beicokast
crenenb
Conb "
BesankoronbHele * &
HanUTKK
Bupeomarnutodon
TeHHucHan pakeTka
Hogeiit aBToMOGMNBL
B Moluws opexast
é M0 HANBUOYaNbHOMY 3aKasy
I} Mpokat Mebenu .
(¢]
2 PectopaH 6uicTporo o6cnyxvsaHus
=
2 € PemontBOSONpOROMA
o=
S €  Yxon 3arasoHom
@ 3amenamacna g asToMobUNe
€ VYoopranoma
€ Asvanepener
€ O6yyenne
€  YnpasneHne MHBECTMLIMMUA
Huskas cTeneHs Heocsizaemble aneMeHTH : Bhicokas

cTeneHb
Puc. 1.4. I[O63BJICHI/IC OCHHOCTHU 6Har0ﬂap$1 0CA3aCMbIM U HCOCA3ACMbIM 3JICMCHTAM TOBAPOB U YCIIYT

Hcemounux: Jlanok K. "MapkeTUHT ycCIyr: NepcoHall, TEXHOJIorus, ctparerus’, 4-e uza.: Ilep. ¢ anrm. - M.: U3,
oM "Bunesamc", 2005
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Cuctema npeaoctasneHna ycnyru

[pyrve Touku B3auMOpeicTBIR

OnepauuoHHas CepBUCHas cucTema

BHetwnni :
¥ BHYTPEHHWIA Bug,
CEPBNCHBIX
nomeileHriA

TexHonoruyeckoe '066pyRoBatine
anpo % .

O6cnykuBaHue
Mmonen- -
i - Bpyrue

Onepauuu, Onepauum,
HeBuaNMble BUAMMbIE
LN KnneHTa ON9 KNMeHTa

KMEHTBI -

Pexnama

TenedoHHsIe 380HKN Anst
NPOABUXERIS YCAYr

MCCHB,ELOBEHMI/I

BuicTaBneHue cyetan od)muuanbﬂaﬁ
OTYETHOCTE

BCeBO3MOXHLIE NOUTOBLIE
oTnpasnenun, TenedoHHbe 3BOHKM,
Pakchi U 7.11.

Cmyyaitibie KOHTaKTH

NPOUBBOACTBECHHLIMU MOLLHOGTIMIAW .

TPAHCNOPTHLIMK CPeaCTRaMU
CEepBUCHON opraHnsating
cepBMCHoﬁ ¢D‘EprI

-YCTHEIE omuBu W cyxJieHna upymx
mo,u.em

0O630ph! pe3ynibTaToR Mapxemnroaux i

- BO3MOXHBINA KOHTAKT ¢ COTPYAHUKOM

Hpuiaoxenue 7

Puc. 1.5. Cucrema MapkeTHHIa yCIyr ¢ BBICOKOW CTENEHBIO B3AMMOJCHUCTBUS MEXK]ly KIMEHTOM U KOMIIAaHUEH
Hcemounux: JIaBnok K. "MapkeTHHT yCIyr: epcoHal, TEXHOJIOTusl, cTtparerus’, 4-e usa.: Ilep. ¢ anri. - M.: U3n. nom

"Bunesamc", 2005
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OnepatinoHHas
CepBucHasi cucTeMa

CucTeMa NpeocTaBNeHUA yeyru

[Lipyrvie TouKkY B3aMMOLENCTRIA

OGopyuosatme

TexHonorueckoe (8 Ana
apo CaMOOBCIYXBaHS

TenedoH,
dake,
Web-caltr n1.n;

Onepatm Onepauuu,
HeBuUaUMblE BuanMblE
LA KNWeHTa N9 KNUeHTa

‘Penama

0630p6 peaynbTatos

‘MAPKETURIOBLIX uccieAoBaHuiA

: BhicTaBneHue.cueTa u

odmuMansHan oTYeTHOCTS

- Chyyaiible KOHTAKTSI ¢
. POM3BOACTBEHHbIMI
MOILIHOETAMU U TpﬂHCﬂOpTHbIMW :

€PEeaCTBAMMU CEPBUCHON

- Opranv3aumm

| YCTHbIE OT35IBLI N CYKIBHUS
- apyrvx niopent :

Ipuiaoxenue 8

Puc. 1.6. Cucrema MapKeTHHTa yCIYT C HU3KOM CTENIEHBIO B3AUMOJECHUCTBUS MEXKY KIIMEHTOM U KOMITAaHUEH
Hcemounux: JlaBnok K. "MapkeTHHT yCIlIyr: epcoHai, TEXHOJIOrusl, ctparerus’, 4-e usa.: Ilep. ¢ anri. - M.: U3n. nom

"Bunesamc", 2005
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Mopaean 4P

Ipunoxenue 9

4P

CMBbIC HACTPOHKH

Kputnka

[Iponyxkt (product) [ToTpeburens HE KYIUT NPOAYKT, €CIIA OH HE OnacHOCTh TTO3UIIUHA COCTOUT B BBICOKOM
COOTBETCTBYET €TI0 MOTPEOHOCTSIM BEPOATHOCTH MEPEOPUEHTALIMN Ha MPOIYKT (CM.
Bblle). Komnanuu npouie npuaymaTh, 4To Obl
XOTeN MOTPeOUTeNb, HEXKEIH Y3HATh, YEM KE OH
YIOBJICTBOPUTCS HA CAMOM JIeJIe
Lena (price) [TorpeOuTens He KyNHUT NPOAYKT, €CIIM Y Hero HeT |OrpaHuyuBaeT BO3MOXKHOCTH YIPABICHUS

CpEeACTB Ha ero mpuoOpeTeHue

CIIPOCOM 3a CYET LIeHbl. MOKeT BXOIUTh B
KOH(JIUKT C MPOAYKTOBON KOMIIOHEHTOU

Mecro/pacnpeneneuue (place/distribution)

[ToTpeburens He KYNIUT IPOAYKT, €CIIU HE CMOXKET
€ro HalTH WIK J0 Hero J00paThCs

[To cyTH, 31€Ch MBI IMEET KOHIICHTPAIIHIO Ha
BHYTPEHHUX IIPOLIECCAaX OpraHU3aluy (10CTaBKa,
pacrmpesiesieHne), a He Ha HHTepecax MoTpeOuTest

[IponBwmxenue (promotion)

[ToTpeburens HE KYIUT NPOAYKT, €CIIH HE Y3HACT O
€ro CyIleCTBOBAHUH

ITeccumucTryeckas Touka 3pCHUA, IPUBOJAIIAA K
MIEPEOIIEHKE OTBETCTBEHHOCTH OpPraHU3alluy U,
KakK CJIICOCTBHUC, I/I36I>ITO‘-IHLIM 3aTpaTraM Ha
NpoJIBIKEHHE. MHOTHE MPOOIIEMBI B ATOM
00J1aCTH YCHENIHO pelIeHbl 3a nocieanue 40 et

Taoauna 1.4

Hemounuk: Hukomnaituyk H. E. "Mapketunr u menexment yeayr. emnooit cepsuc.”" — CII6.: mputep, 2005
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Ipuioxenue 10

[IpencraBnenue
Opauna ['pynmbl

[IpencraBnenue 6prHaa XoaauHTa

[IpencraBiaenue OpsHIa OU3HEC-CAMHUITBI

Tun uaTerpavn

BEPTHKAJIbHBIN

TOPU30HTAJIbHBIN

BEPTUKAJIbHBIN

TOPU30HTAIIbHBIN

Mex1yHapoaHbIi
YPOBEHb

*

*

*

denepanbHbIi
YpPOBEHb

PernonanpHbIi
YPOBEHb

MyHuIMnIaIbHbIA
YPOBEHb

HpuHuunuaﬂbHaﬂ cxema nocmpoeHUusl cucmembsl KOMMyHuKauuZZ npu pasHsblx munax unmezpayuu
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Hemounux: moodens cozoana /1.B. Yeprosvim







