boHOapeHKo B. A., ['y3eHKo H. B. OpueHmayua Ha nompebumerns 8 paMKax ocy-

wecmesneHus noeucmudeckoeo cepsuca // Konyenm. — 2015. — No 06 (utoHs). —
ART 15174. — 0,5 n. n. — URL: http.//e-koncept.ru/2015/15174.htm. — ISSN 2304-
120X.

HaYYHO-METOANHEeCKIIA
SAEKTPOHHBIA >KyPH3A

ART 15174 YOK 338.46

1L,

BoHOapeHko Bukmopusi AHOpeegHa, [=
OOKMOop 3KOHOMUYECKUX Hayk, npogheccop Kaghedpbl MapkemuHaa U peKnambl |
@Ore0Y BlO «PocmoscKkuli 20cydapCmeeHHbIl 3KOHOMUYECKUU yHUBEepCuU-
memy, 2. Pocmos-Ha-/[JoHy

bl4v@yandex.ru

Of=%

ly3eHko Hamanbsi BnadumupoeHa,

KaHOudam 3KOHOMUYECKUX HayK, OoueHm Kaghedpbl Kommepuyuu u noaucmuku @r60OY BIN1O
«Pocmoeckuti 2ocydapcmeeHHbIlU 3KOHOMUYecKuU yHusepcumemy, 2. Pocmoe-Ha-L[JoHy
musamav@mail.ru

OpVIEHTaLIVIH Ha HOTpGﬁMTeﬂﬂ B paMKaX ocyLiecTBJieHUA JIormctu4ecKoro cepeuca

AHHOmMauyus. B cmamee paccmampugaromcsi cep8ucHasl KOHUENuUUs JI0eUCmuKuU U pa3eu-
mue 5102ucmuU4YecKo20 cepeuca 8 COBPEMEHHOU 3KOHOMUKE 8 paMKax HauerleHHOCmu Ha
rnosbiweHuUe kayecmea obcrnyxusaHusi nompebumernedl. Jloeucmudeckul cepsuc rpeo-
cmaernisemcsi hakmopoM MOBbILEHUS yCcriewHoOcmMuU upMbl Ha PbIHKE U MPOSI8NIEHUEM
opueHmauyuu Ha nompebumernsi 8 paMmkax ebicmpausaHusi 00S1I20CPOYHbLIX MaPMHEPCKUX
OMHOWEHUU ¢ KrnueHmamu.

Knroyeenble croea: nocucmuyeckul cepsuc, nompebumersb, obcnyxueaHue, yoosrnemeo-
peHuUe, UHCmpyMeHmapud rio2ucmuKku, MapkemuHaoeasi 0esimesibHoCcmb, 00/120CPOYHOE
compydOHU4ecmso.

Pa3den: (04) skoHOMUKa.

MpobriemHoe none BONpOCOB COBEPLUEHCTBOBAHUA U pa3BUTUSA JTOTUCTUYECKOTO cep-
BMCa HENOCPEACTBEHHO CBA3AHO C COBPEMEHHbBIMU TEHOEHUMAMM, XapaKTepusyoLwmMMmmn Mn-
POBYIO N HALMOHANbHYK 3KOHOMUKY. K HUM cnpaBegnmBo MOXHO OTHECTU OTYETIMBO Mpo-
ABUBLUYIOCA B AEeATENIbHOCTU KOMMNaHMUI OpUEHTaLMIO Ha NOKynaTensa Hapsgy co cTpemre-
HUEeM K apeKkTn3aumnmn Xo3siIMCTBEHHbIX NPOLLECCOB 3a CYET pauUMOHanNbHOro0 MCMonb30Ba-
HWSA OrpaHMYEHHbIX PeCypCOB KOMMaHUW.

B naHHOM acnekTe npocnexvBaeTcs onpeferieHHas CBs3b OpUeHTauumn Ha yaoBneTBo-
peHVe HyXO M 3anpocoB MOKynaTenen, xapakrepHasi Ans MapKeTUHrOBOW AeATENbHOCTU, U
pasBuUTUE ONTUMU3ALNOHHOIO NHCTPYMEHTAPUS JIOTMCTUKM AN 9KOHOMUU U paLmoHanmM3aumum
NCMONb30BaHUSA PECYPCOB KOMMaHUM 6e3 notepu BPEMEHHbIX Y KaYeCTBEHHbIX NMapamMeTpoB,
3Ha4YMMbIX 418 NoTpedbuTenen, YTo NpeacTaBnseTcs xenaTenbHbiM 1 He0BX0AMMbIM A1 4O-
CTWXKEHMS yCrexa B YCNOBUAX BbICOKOKOHKYPEHTHON PbIHOYHOW 9KOHOMUKN.

Coobpas3Ho oTMeYeHHOMY crieayeT NPUBECTU B Ka4eCTBE NpuMepa TOYKY 3peHNs uc-
crnegoBaTtenen, UMEHYLMX Takoe B3aMMoaencTBne AByxX NOAXOA0B «JIOMMCTO-MapKeTUH-
rOM» U XapakTepu3syoLmnX ero Kak «AesiTenbHOCTb, HanpaBreHHY Ha AOCTUXEHUe xena-
€MOK pe3ynbTaTUBHOCTU U 3P EKTUBHOCTUN B NpOLECCe ynpaBrieHNs 3a cHeT MakCcumarnb-
HOrMO MCNOSIb30BaHUSA MOTEHUMana B3anMOAOMNOSHAKLWMX APYr Apyra NOrmMcTUYeckoro m
MapKeTMHroBoro nogxoaos» [1].

Hy>XHO NOSICHUTb, YTO OCYLLIECTBMBLLMICS Nepexon OT pbiHKa NPOAABLIOB K PbIHKY MOKY-
nartens, cnocobCTBOBaBLLMIN NPOSBIEHUIO NPAKTUYECKOrO MHTEpPeca K MHCTPYMEHTapuio Map-
KeTUHra v fiorucTukn, npegnosnaraeT LeneHanpasneHHOe ABWKEHNE K COBEPLLUEHCTBOBaHUIO
COBPEMEHHbIX BU3HEC-MPOLECCOB N NX «MMOKOCTUY» ANA COOTBETCTBUSA TpeboBaHMAM coBpe-
MEHHOIO PbIHKA, XapaKTepuayoLLerocsi BapnadenbHOCTbI NOTPeOUTENLCKUX NPenoYTEHNIA.
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Hanbonee ycnewHbiMn crniegyeT npuaHatb Te OuU3Hec-npouecchbl, KOTopbie MOryT
Hanbonee rmbko n HagexxHo obecnevnTb BbINONHEHUE TpeboBaHuin noTpedbutenen. IMeHHo
3TOT (pakTOp BbICTYyNaeT OCHOBOMW KOHKYPEHTOCNOCOBHOCTM CEPBUCHBLIX KOMMAaHUN.

B oTMeuyeHHON CBSA3M MOXXHO OCTAHOBUTLCS Ha M3BECTHOM OnpeaesieHUn NOrmcTUKN,
AaHHoMm CoBeToM noructmyeckoro meHegpxkmeHTta CLUA (1985 r.), cormacHo KoTopomy o-
rMcTUKa npeacrtaBngeT cobon npouecc NnaHMpoBaHUS, BbINOSTHEHUSA N KOHTPONS adddek-
TMBHOIO C TOYKM 3PEHUS CHMKEHMSA 3aTpaT NOTOKA 3anacoB Cbipbsi, MaTepuarnos, He3aBep-
LLIEHHOro NPOM3BOACTBA, FOTOBOW NPOAYKLUNN, CepBUCA U CBA3AHHOM MH(POpMaLUKN OT TOYKM
ero 3apoXaeHus 40 TOYKM noTpebneHns (Bkntovas MUMMNOpPT, 3KCNOPT, BHYTPEHHME U BHELU-
HUe nepemMeLLeHuns) 4ns NofHoro yaoBneTBOpeHnsa TpeboBaHu notpebutenen.

OTmMeTnM, 4YTO, NO HalIEMy MHEHUIO, CaMO CTpeMsieHne yOOBeTBOPATb B MaKCU-
ManbHO BO3MOXHO MOSIHOM ob6bemMe TpeboBaHust noTpebuTenen ob6OCHOBLIBAETCSA Hanu-
YMEM BbICOKOKOHKYPEHTHbIX PbIHKOB Y HEOOBXOANMOCTbLIO 60pbOLI 3a KNMEHTOB, BbICTPanBa-
HUA OONTOCPOYHbBIX MAPTHEPCKUX OTHOLLEHWA C HUMU, YTO, B CBOK oyepenb, JEMOHCTPU-
pyeT 3BOOLMNIO TEOPUM N NPAKTUKN MapKeTUHra OT eOUHUYHBIX OUCKPETHbIX NPOAaX K Map-
KETUHIy B3aMMOOTHOLUEHUA Ha OCHOBE [OBEPUTESbHbIX NMAPTHEPCKUX KOHTAKTOB MeEXAy
dupmon n ee KnmeHTamu [2].

Takke uenecoobpasHO MOSCHWUTb, YTO COBPEMEHHas 3KOHOMWYECKas Teopusi pac-
cMaTpmMBaEeT SKOHOMMKY Kak COBOKYNMHOCTb ABYX cdhep NPOU3BOACTBA: MaTepuarnbHOM U He-
MaTepuarnbHon. K MmaTepuanbHOMY NpOM3BOACTBY OTHOCAT CO34aHWe npoaykra B MaTepu-
anbHo-BellecTBeHHOM popme. K HemaTepuanbHOMY — cOo34aHne AyXOBHbIX U HPABCTBEH-
HbIX LeHHocTen. A. Mapwann [3] oTMevan, 4To «BcsAkoe BoraTCTBO COCTOMT U3 ABYX BELLEN,
KOTOpbI€ Mbl XXenaemM UMEeTb, TO €CTb U3 BELLIEW, KOTOPbIE NPAMO UM KOCBEHHO YO0BNETBO-
pAT NOTPebHOCTU YernoBeka... XKenaemble Hamu Belwm, unu 6nara, noapasgensalTcs Ha
MaTepuarnbHble, U NU4YHbIEe, U HeMaTtepuanbHblie». pu 3aTom, No MHeHuo A. Mapwanna,
HemaTepuarnbHble 6nara MOXXHO pasfenuTb Ha BHYTpeHHUe (npodeccrnoHanbHoe MacTep-
CTBO, [€eNnoBble CNOCOBHOCTU M Ap.) U BHELLHME (K KOTOPbIM OH OTHOCWUIT BCAIKOrO poaa Ao-
MaLUHWe ycryrin, TpyaoBble MOBUHHOCTM).

Mog 6naroMm NOHMMAaETCA «UCTOPUYECKN UCXOLHbINA, NOATBEPXKAAEMbIN XUTENCKUM
ONbITOM PaKkT y4OBMETBOPEHUSA U3BEYHbIX NOTPEOHOCTEN, OXMAAHUA U XenaHun nogen
Npw YCroBUM COEOMHEHUS NX CTPEMIMEHNA N yeunui» [4].

YcnoBHO MHoroobpasue 6nar MoxeT ObITb KnaccuguumpoBaHo Mo cnegyowmm npu-
3Hakam [5]:

— 1O BMAaM: eCTeCTBEHHbIE U UCKYCCTBEHHbIE bnara;

— B 3aBMCUMOCTM OT OrpaHN4YEHHOCTM Bnar no OTHOLUEHMUIO K NOTPEBHOCTAM: 9KOHO-
MUYECKNE N HEIKOHOMUYECKME;

— 1O OTHOLLEHMIO K CyBCTaHUMKN: MaTepuarnbHble U HeMmaTepuarnbHble bnara;

— B 3aBMCUMOCTM OT MeCTa B nepapxumu yaoBneTBopseMbiX NOTpebHOCTEN: NnepBuY-
Hble 1 BTOPU4YHbIE Gnara.

HemaTtepuanbHble 6nara unu ycnyriu no mepe passutus o0bLLEeCTBEHHbIX OTHOLUEHUI
CTaHOBUNUCb 06BHEKTOM 0OMeHa, a CnoCOBHOCTbL UX NPOM3BOAUTL — COLMAIbHO-9KOHOMMU-
YECKNUM PecypCoM.

B okasaHumn nornctmyeckoro cepemnca NposiBNseTCsl CoMeTaHne matepuarnbHbIX 1 HeMa-
TepuanbHbiX 6nar. BaxxHO OTMETUTb, YTO pasBUTUE NIOrMCTUYECKOro Noaxoaa, B TOM Yucre B
cdepe cepsuca, NOMHOCTLID COOTBETCTBYET 06LLEN TeHAeHUMN aTtMocdepbl A0NrOCPOYHbIX
AENOBbIX KOHTAKTOB MeXay (OUpMOK 1 ee KnneHTamn. Tak, 3TOMy e NPU3BaHO CNY>XUTb Bbl-
MonHeHne OCHOBHOro npasuna normctukn (7R), npegnonaratowee «obecnedeHne Hy>KHOro
npoaykTa B TpebyemMom KonnyecTse 1 3a4aHHOIo KayecTBa B HY>KHOM MeCTe B YCTaHOBMEHHOE
BpeMs Anst KOHKPETHOro NoTpebuTensa ¢ HaMMeHbLUMMK 3aTpaTtammy [6].
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COOTBETCTBEHHO, OCHOBHOE MpPaBUIIO JIOMMCTMKM NOAYEepKnBaeT HeobxoamMMocCTb
yyeTa TpeboBaHU KnNueHTa, paboTbl COrMacHO ero ycroBusM, a 3Ha4uT, NnpeaocTaBneHns
yCryr, KOTOpble MOXHO OrnpeaesniTb Kak MHaMBuayasbHble, MakCcMmaribHO yO0BeTBOPSto-
LLMe 3anpochbl N y4uTbiBaloLmMe 0COBEHHOCTN BU3HEC-NPOLECCOB TON UM MHOK cdhepsbl [7].
B noeane ycnyrm gomkHbl ObiTb paccunTaHbl Ha JONTOCPOYHbIV XapakTep noTpebnexus, B
pamMkKax KOTOporo pvpma v KNnMeHT CTaHOBATCA NapTHepamMu C BbICOKOM CTEMNEHbIO UHTerpa-
LM BONPOCOB peLLUEHNA 3KOHOMUYECKNX U UHBIX UHTEPECOB ApYr Apyra.

CnefnyeT nNoHMMaTb, YTO JIOTMCTUYECKUIA CEPBUC HEpaspbiBHO CBA3aH C MPOLLECCOM
pacnpeneneHms ToBapHO-maTepuanbHbIX LEHHOCTENM W MpeacTtaBnsieT cobor KoMMnekc
0cobbIX yCrnyr, okasblBaeMblX B NpoLiecce NocTaBkM TOBApPOB [8], YTO MMeeT HeManoBax-
HYI0, @ 3a4acTyI0 1 peLuatoLLyo POofb B yOOBNETBOPEHUN KITMEHTOB PUPMBI.

OTnMYNTENBHBIMU XapaKTepUCTUKaMN yCryr, B TOM YUCIIE U NOrUCTUYECKUX, MPUHATO
cuutatb cneaywowue [9]:

— Ycnyrv Kak pesynbtaTt Tpyga, He3aBUCUMMO OT Hanuumnsa y Hero maTepuanbHO-Be-
LecTBeHHOM hopMbl, Bcerga npencraBnsatoT cobor MPUCBOEHHLIN CyObeKTOM HeBelle-
CTBEHHbIN NnonesHbln 3peKT Tpyaa.

— bes ocyuwectBneHus B3anmogencTeusa npoussoauTensd n notpebutensa (B Tom
4yucrne rnpu OTIOXKEHHOM KOHTaKTe) NpOn3BOACTBO, OOMeEH M noTpebneHue ycnyrn npaktum-
YecKne HeoCyLLeCTBUMBI.

— [Mpouecc okazaHusa ycnyr npeacrasnsaeT cobor Habop NOTPEBUTENBCKUX CBOMCTB, KOTO-
PbI MOXET ObITb peanunsoBaH Npy NpaBUIbHOM CyOBHLEKTUBHOM BOCTIPUSITUM €ro noTpebuTenem.

[aHHbIN hakTop 0COBEHHO HEOBXOANMO Y4MUTLIBaTL NPY ONpeaerieHNn KayeCTBEHHbIX
XapaKTepUCTUK YCryr U CEPBUCHON AEATENBLHOCTM.

Hapsay ¢ oTMeYeHHbIMY Bbille CBOMCTBaMW YCNyr, TPaAUUUOHHO BbIAENAT Takune
KaK HeoCA3aeMOCTb, reTeporeHHOCTb, HECOXPaHSAEMOCTb, OTCYTCTBME NpaBa cOOBCTBEHHO-
cTn Ha ycnyru [10-11].

Takoe Ka4eCcTBO yCnyru, kKak HeoCA3aeMoCTb, NMPOSIBASETCA B ee (popme CyLlecTBOBa-
HWA, YTO npegnosiaraeT HEBO3MOXHOCTb (PM3MYECKOrO KOHTakTa (nonpoboBaTtb M NOTPO-
ratb). B cBA3n c aTuM y npomnsBoguTend n notpedbutens ycrnyr MOryT BO3HUKHYTb Mpo-
6nembl: noTpebuTens BCNeacTBME OTCYTCTBUS OCA3aEMbIX XapakTEPUCTUK HE UMEET BO3-
MOXXHOCTU OLEHUTb ee Ka4eCTBO 40 MOMEHTA MOKYMNKN U NoTpebneHus, n3-3a Yyero Bo3pac-
TaeT HeyBepeHHOCTb nokynatens. Bo3aMoXXHOCTb COOTHECTM NoTpebutenbckne oxnaaHns
KayecTBa yCcnyrm ¢ ee oakTM4eCKMMUN NPOSIBNIEHUSIMN €CTb TOSIbKO B MOMEHT noTpebrieHuns
NN NO OKOHYaHUK NpoLiecca 0BCnyXMBaHUS.

CBOWCTBO reTepOreHHOCT yCryrn npeanonaraeT BbICOKYH CTeneHb U3MEHYNBOCTU UX
KauyeCTBEHHbIX XapakKTepUCTUK U coaepxaHus. oa Ka4ecTBOM NOHMMAaeTCs «ANHaMu4e-
CKasi COBOKYMHOCTb U OpraHnyeckoe eANHCTBO 0BLWKMX U cneundunyecknx CBOMCTB, Bblpaxa-
OLLMX LIeNOCTHOCTb, ONPEeaEeNieHHOCTb BeLLEN, ABNEHNA, NPOLECCOB Yepe3 eANHCTBO are-
MEHTOB U CTPYKTYpbl cucTembl» [12].

BaxHO ykasaTb, YTO noTpebutenn onpenensioT Ka4ecTBO MCXOOs M3 CBOMX BKYCOB,
OXMOaHUKW, NPUBEPXKEHHOCTU HOBbLIM BESHUSM, NYTEM CYOBHEKTUBHOIO CpaBHEHUS C aHarno-
ramun. KavectBo ycnyr 6ygeT cuMtatbCs BbICOKMM B TOM Cryvae, ecnv 3akas3ymk OCO3HaeT
LEHHOCTb CBOEro NpuobpeTeHns, MOXeT COXPaHUTb NPUBEPXKEHHOCTb CBOMM MOKYMKaMm, pe-
KOMeHAyeT OaHHYI0 yCcnyry K npuobpeTeHuto Apyrummn noTpebutensamm n nepeHocut cBoe
OTHOLWEHME Ha apyrue ycnyrm (Buabl npoaykuuu). BeligensoT cnegytowme OCHOBHbIE
HanpaBIieHUs MO CHUXEHUIO OTpuuaTenbHOro adpdekra nameHumsoctu ycnyr [13]:

— 0byyeHre n mMoTMBauMa nepcoHana, CTUMYNMPOBaHUE K OOCTMXXEHMIO COOTBET-
CTBUSA yCrnyr ctaHaapTam obcnyxunBaHus n rmbkoCT pearMpoBaHus Ha HEOXMAAHHbIE 3a-
NPOCbl KIMEHTOB;
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— ontumusauma cepsuca. lNpumeHeHne coBpeMeHHbIX MHPOPMALIMOHHBLIX TEXHOO-
rMn ana asBTomaTusaumm npouecca npegocrasnenuns yenyr. [lpumepamv ontumMmnsagum cep-
BMCA MOXHO CYUTATb NMPUMEHEHME CUCTEM LUTPUX-KOOUPOBAHUS;

— vHAMBuMAyanusauusa obnyxuBaHus. PasHOPOAHOCTb YCRAyr MOXET CTaTb KOHKY-
PEHTHbLIM NPEenMyLLEeCcTBOM, ECMN CyLLEeCTBYeT BO3MOXHOCTb NpefoCTaBNeHns ycnyr B co-
OTBETCTBMU C UHAMBUAYaNbHLIMU 3anpocamMu KITMEHTOB.

HecoxpaHaeMOCTb yCryr Kak CBOMCTBO SIBMSAETCH CneAcTBUMEM UX Heocsi3aeMocTu. B
OTNn4yMe OT ToBapa, KOTOPbIM MOXHO HakannMeaTb Ha cKrnaje, a 3aTeM npeanaratb KrneH-
TaMm Npu Hanuyum KonebaHun crnpoca Ha pblHKe, YCyrn HakonneHuto He noanexart. [Mpu
cTabunbHOM cnpoce AaHHOE CBOMCTBO HE SBNAETCHA MCTOYHMKOM TPYAHOCTEW, MOCKOMbKY
TOorga 3agencTByeTcsl NMPUMEPHO MOCTOSIHHOE 4YMCO PabOTHUKOB M NPOU3BOACTBEHHbIX
MoLwHocTen. CnoxHee, Korga cnpoc MMeET BblpaXXeHHbIe KonebaHnsa — B TakOM criyyae ne-
puoa oXugaHusa npeaocTaBneHnsa ycryrm MoxeT 6biTb yBenuyeH nmbo U3MEHeHUo — B
OOnbLUY CTOPOHY — NOANEXUT CTOUMOCTb YCNYTW.

MMeHHO kntoveBble 0COBEHHOCTU yCnyr U onpeaenslT OCHOBHbIE 3a4ayn B cdepe
NOMMCTUYECKOro U1 MapKETUHIOBOIO MEHE)KMEHTA, Takne Kak yrnpasrieHne ka4ecTBoMm, npo-
N3BOOMTENBHOCTLIO, YeNoBe4YeCKUMU OTHOLLEHNAMU U AnddepeHLmpoBaHmeM.

B coBpemMeHHO 3KOHOMUYECKOW CUTYaLMN Ka4eCTBO C TOYKU 3PEHUS MapKETUHIOBOW
npueneKaTenbHOCTN U ONTUMU3ALMOHHBIX NapaMeTpPOB ABNAETCA onpeaensowmm gakro-
poM B 6opbbe kKoMnaHnM 3a KITMEHTOB, OCHOBHbLIM (0akTOpPOM 0becneyYeHns KOHKYPEeHTOCMo-
CcOBHOCTM TOBapOB M YChyr.

Bbicokui ypoBeHb kayecTBa ycnyr ABngeTcs 3anorom obecnevyeHns HagexHoro pac-
npegeneHna u BO MHOroM onpefenseT cTpaTternyeckne nepcnekTnBbl No 0XsBaTy PbIHOYHOM
A0SIM KOMMaHuu, ee NpUBbLINBHOCTL 1 BO3MOXHOCTb MOCTPOEHUS MapTHEPCKOro B3auMoaen-
CTBUS C KNWEHTaMu Ha JOBEPUTENbHOW U SONTOCPOYHOM OCHOBE.

BaxxHO noHUmMaTb, YTO HEOTAENMMOCTb YyCNyr OT npouecca notpebneHns o3Havaet
OLIeHKY Ka4yecTBa He TOSbKO C TOYKU 3peHus camoro pesynbtarta, HO U HenocpeacTBEHHO
npouecca obcnyXnBaHns KNMeHToB. Tak, ecrnv BOCNpUHUMaeMoe Ka4yeCTBO NPeBbICUITO UC-
XOAHble OXuaaHWs, To NoTpebuTens ByaeT AOBOMEH yCnyraMmn 1 MOXeT CTaTb NOANbHBIM K
AaHHon hupme. Ecnun pesynbTaTtbl 06CNyXMBaHUSA He onpaBhany ero nNpeacrtaBrieHnin u
N3HavarnbHbIX OXWOAHUN, TO KIMEHT OCTaHeTCA HeYyOBIEeTBOPEHHbLIM U, BO3MOXHO, B Cle-
AyLwmn pas He bygeT obpallaTbCs K ycrnyram 3TOM KOMNaHUu.

Mpn paccmoTpeHuMn Bomnpoca B3auMMOLEWCTBUSA C NoTpebutensmn nog Takmm npo-
OrnemMHbIM pakypCcoM CepBUCHAast NOMMCTUKa paccMaTpuBaeTcsl TPaguLMOHHO B ABYX acrek-
Tax: Kak TeopeTnveckas KoHLENuUMs obLLen Teopmm NIOrMCTUKN 1 Kak dopMa XO3ANCTBEHHOM
aeatenbHocTn [14]. CepBuCHasA NOrMcTuKa Kak dyHKLUMOHanbHaa obnacTtb JIOrMCTUKU UC-
crnefgyeT CYLWHOCTb yNpaBreHUs CEPBUCHbIMU MOTOKaMu, MHOroobpasne opm 1 3aKOHO-
MEpPHOCTM pa3BUTKS NIOMMCTUYECKOro cepBuca. Ee ocHOBHOM 3agaden MOXXHO cYMTaTb «CO-
34aHne TeopeTUKO-MEeTOAOSIOMMYECKMX OCHOB AN MPUHATUA ONTUManbHbIX peLleHun B
cthepe norucTudeckoro 06CnyKMBaHUS MNOCTaBLLMKOB, KOMMEPYECKNX NOCPEHMKOB U KO-
HeYHbIX NnoTpebutenen n paspaboTkn 3PPEKTUBHBIX TIOMMCTUYECKUX CTPATErMN pasBUTUS
Kak Ha MUKpPO-, Tak N HA MakpoypoBHe» [15].

B pamkax genoBon akTMBHOCTU CEPBUCHYIO JIOTMCTUKY OnpeaenstoT kak Habop 6us-
Hec-cTpaTernin, HaueNeHHbIX Ha POCT KavyecTBa 00nyXnBaHus NoTpebuTenen, a B KOHEYHOM
nTore — Ha noBbliweHne 3PPEKTUBHOCTU (PYHKLNOHNPOBAHUS KOMMAHUN, BbIPAXEHHbIX Ye-
pe3 pMHaHCOBbIE NoKa3aTesiv XO3ANCTBEHHOM AedATernbHOCTU. B ocHoBe cBoero oyHKUmno-
HUPOBaHUSA CepBUCHaA NOrMCTMKa ONMpaeTcy Ha cneuvanmn3npoBaHHy0 MaTepuarbHO-TeX-
Hu4eckyto 6aay.
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B cepBucHon nornctuke npouecc obecnyxmBaHms notpebutenen B pamkax noctpoe-
HWSA C HAMW JOMNTOCPOYHbIX MapTHEPCKMX B3aMMOOTHOLLEHNI pacCMaTpUBaeTCA B KOHTEKCTE
PYHKLUMOHNPOBAHUSA NOMMCTUYECKON CUCTEMBI U OMUCLIBAETCS LUKITOM OT MOMEHTA 3aKyrKu
MaTepuarbHbIX PeCypCoB 4O MOMEHTa JOCTaBKM TOBapoB. [pn 9TOM eQUHUYHBIN LMKIT 3a-
kasa bygeTt BknovaTb B ceba onepaumm ot onpegeneHnsa obbema BHYTPEHHUX Y BHELLHNX
notpebHoCTEN 1 NNaHMpPOBaHUA AOCTaBKM OO ONTUMU3AUUKN NOKa3aTernen obcny>xmBaHns u
KOHTPOSIS 3@ UX JOCTUXKEHMEM.

B Takom npobnemMHOM pakypce CBA3M BaXXHO NMOHMMaTb, YTO 3HAYUTENbHYIO POSb B CO-
BPEMEHHOWN 3KOHOMUKE UrpaeT MMEHHO 0bnyXnBaHne notTpebutenemn, peanmsyemoe cornacHo
NPUHUMNaM MapKeTUHra, TO eCTb KIMEHTOOPUEHTUPOBAHHOE, HO OHOBPEMEHHO C cobrioge-
HUEeM NPUHLMIMOB JTIOMMCTUYECKON ONTUMM3aLMKN NPOLLECCOB. Takoe coveTaHne XapakTepHoO A1
3aBepLueHns (pasbl nepexona OT NPOMBbILLSIEHHOW K CEPBUCHON 3KOHOMUKE, YTO OTMEYEHO BO
MHOIMX Y4eBHbIX N Hay4HbIX UCTOYHMKax [16—18 n gp.]. CepBucHasa opueHTaumss 3KOHOMUKM
BblpaXaeTca B CTPEMMEHUN NOBbICUTb 3PPEKT MOME3HOCTN, KOTOPOE OTOXAECTBNAETCA CO
CTeneHblo COBEPLUEHCTBOBAHUS CUCTEM, OOBbEONHEHHBLIX MaTepuanbHbIM NPOAYKTOM U COOT-
BETCTBYHOLMMN YCryraMmu. IMeHHO Takas opueHTaums, no CBoen CyTu, npeacTaBnseT Hanpas-
NEHHOCTb Ha MOSTHOLEHHOE YOOBNETBOPEHNE KIMEHTCKNX 3aMpPOCOB HE TOSbKO B KPaTKOCPOY-
HOW, HO B U CPeAHECPOYHON 1 CTpaTErM4yeckon nepcrnexkTnee.

Takum ob6pasomM, 06 LEKTOM CEPBUCHON IKOHOMUKUN SIBASIETCA TOBap M CONPOBOXAato-
LM ero CepBUCHbIN NOTOK, obecneynBaoLLnin BO3MOXHOCTb MakCMMarbHO NOSTHOroO yao-
BNeTBOPEHMS 3anpocoB notpebutenen, To ecTb, No CyTU, KNMEHTOOPUEHTUPOBAHHOCTbL KO-
HOMUKN. OCHOBHbLIMU NPeANOChINIKaMN (POPMUPOBAHNA CUCTEMbI FTOTMCTUYECKOTO OBCIYXN-
BaHWSA MOXXHO CYMTaTb NOBbILLEHWNE PbIHOYHOW KOHKYPEHLUUW, POCT YPOBHSA MHTErpaunmn 6us-
Hec-eQUHWUL, N3MEeHEeHNe OTHOLLEHUN Mexay nNpousBoauTenem n notpebutensmn, BbICTy-
naroLwuMn ero 4oNrocpoYHbIMM NnapTHepamMmn. B HacTosLwee BpeMs BbIENAOT crnegyowme
OCHOBHbIE€ KOHLIEMUMN CEPBUCHON NOTMCTUKN: COBEPLLUEHHOIO OBCNYXMBAHUSA KITMEHTOB U
NoJsIHOro yaoBneTBopeHns notpebutenen [19].

KoHuenums coBepLUeHHOro oBCNyXMBaHWA KIMEHTOB npegnonaraeT HyneBon ypo-
BEHb OWNOOK, TO €CTb BCE onepauumn B cucteme obCcrnyxmBaHUs NOTpebUTenen OOMKHbI
BbIMOMHATLCA C MEPBOro pasa v nNpaBuiibHO. B aTOM crnyyae noructudeckue onepawmm no
obcnyxmBaHuo NOTpedbuTenen 4OMKHbl OblTb paLMOHanM3MpoBaHbl B TEYEHUE BCETO forn-
CTUYECKOro LMKNa 3akasa: OT ero nonyvyeHnsa o 3aBeplueHnsa obcnyxuBaHus notpedute-
newn. [loctmxkeHne nogobHoro pesynbTtaTta TpebyeT CTPOrom CUHXPOHM3aLUnK BCEX onepaumm
B npouecce obCcnyxmBaHusi, YTO BO3MOXHO NPU COBPEMEHHOM YPOBHE pa3BUTUSA TEXHOSO-
M, OAHAKO CTOMMOCTb YCyr NPy 3TOM 3aMeTHO BO3pacTaeT. OTO ABNAETCA OAHOW U3 Npu-
YWH TOrO, YTO HEMHOIME KOMMaHUM roToBbl paboTaTb Ha OCHOBE JaHHOW KOHLUENUMN, O4HaKO
CTOMT NOHUMATb, YTO NPUMEHEHNE AaHHOW Maen o3Ha4YaeT obecneyeHne BbICOKOrO YPOBHS
o0CnyXnBaHus, 4YTO NpMBrEKaeT NOCTOSAHHbIX KNWEHTOB AN paboTbl U CTUMYNMPYET Xena-
HWe NPOJSIOHMMPOBATb OTHOLIEHUS. VIHbIMKM cnoBamMu, No CyTW, BeOET K NOANbHOCTU KINEH-
TOB Ha paunoHanbHON OCHOBE.

KoHuenumsa nonHoro yaoBneTBopeHus notpebuTtenen nogpasymeBaeT n3dbuparenbHoe
obcnyxmBaHue ¢ fobaBneHHON CTOMMOCTLIO, MPY HEOBXOANMOCTM oBecneyeHns BbINoSHe-
HWS1 3aKa30B C HYNeBbIM YPOBHEM OLLUMOOK, Koraa CyLlecTByeT Takas HeobxoanmMocCTb, a ypo-
BeHb 0OcnyxnBaHus npeanonaraetcs 6osee BbLICOKMM MO OTHOLLEHUIO K 6azoBoMy. Kntove-
BOM naeemn KoHUeNnuumn cumTatoT HeobX0aUMOCTb OKa3aHUs KITMEHTaM JtoObIX BO3MOXHbIX K
OCYLLieCTBNEHMNIO TpebyeMbiX UM YCNyr, Npunaras Bce BO3MOXHbIE yeunus ans obecneveHms
rapaHTUPOBaHHOCTM obecneveHns 3a4aHHOro YpOBHSA 0BCNYXMBaHMS.

Takum oBpa3om, JaHHas KOHUEeNUUs 3anMCcTBYeT HEKOTOPbIE ANiEMEHTbI NpeablayLen
KOHLlenumu, ogHako oHa bonee rmbkasa B NpYMEHEHNN B COBPEMEHHbIX YCIOBUSX, @ MOTOMY
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cunTtaeTca Gonee peanu3yeMon B MNPaKTUYECKOW OEATENbHOCTM KOMNaHwui, obnagaet
HanboMbLUMM NOTEHUMANOM NPUObLINBHOCTH.

BaxxHO noHMmMaTb, 4TO B BOMpOCE OpueHTauum Ha notpebutenen cepsucHasi Nnorun-
CTUKa UMEeeT OrPOMHbIN MOTEHLMan UCnosib3oBaHMsl, 0COOEHHO B COBPEMEHHbLIX 3KOHOMMU-
yecknx peanusix. CoBpeMeHHasi KOHKypeHLmMsa npeanonaraeT He TONbKO npeanoXeHne To-
Bapa Haunyu4Lllero KayecTsa, HO 1 obecneyeHne KOMMNIIEKCHOMO COMPOBOXAEHMS MOMb30Ba-
HUA AaHHbIM TOBApOM KIMEHTaMM, a 3HAYUT, UCMOMb30BaHNS 3PEEKTUBHBIX MEXAaHU3MOB
dopMmnpoBaHnsa cTabunbHO paboTatoLwmx cucteM obenyxmBaHust NnoTpebuTenen.

MMEHHO n3MeHeHne aKOHOMMYECKOW OpraHm3aumm KOMMNaHui B CTOPOHY CEPBUCHOM
cocTaBnsLen obycnosnmMBaeT pa3BUTME TAaKOro HanpaBneHus, Kak CepBUCHast NIorucTurka,
W NpeanonaraeT Ucnonb3oBaHWe ee NoTeHUMana B ycrioBuMsx ObICTPOpa3BnBatoLLENCS KOH-
KypeHumun. Cepsuc ctaHoBUTCA 6a3mcom obecnevyeHns KOHKYpPEHTHOro NpenMMyLLecTBa TeM
cybbekTaM 3KOHOMUYECKON [OeATENbHOCTU, KOTOpble peanu3yloT NpaBuio  FOMMCTUKM
«TOYHO B cpok». CepBrCHas cocTaBnstoLas npuaaeT HOBbIN MMMYbC Pa3BUTUIO 3KOHOMMU-
YEeCKMX OTHOLLUEHWN, MOCKONbKY MO3BOMSET peanu3oBaTb NOTEHUManbHble BO3MOXHOCTU
NapTHEPCKMX OTHOLLEHWI B LONTOCPOYHbIX KOHTAKTaX (oMpMbl 1 KNMEHTA, AaloLWmnX HOBbIV
YPOBEHb YCTOMYNBOCTU B pa3BMBAEMOW PbIHOYHOW HULLE.
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Customer orientation as a part of logistics service

Abstract. The paper discusses service logistics concept and development of logistics services in the modern
economy in the framework of improving the quality of customer service. Logistics service is a factor of increas-
ing success of firms in the market and the customer orientation in building long-term partnerships with clients.

Key words: logistics service, consumer, service, satisfaction, logistics tools, marketing activities, long-term
cooperation.
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