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ART 15195 YK 338.242.2

Beneuykut Makcum [xamanydouHosuY,

KaHOudam 3KOHOMUYECKUX HayK, cmapwuu riperiodasamersib Kagheopbl MapKe-
MmuHea, 3KOHOMUKU U couyuonoauu mpyda OY Bl1O «Poccutickuli eocydap-
cmeeHHbIU coyuaribHbIl yHUsepcumemby, 2. Mockea

supermax83@bk.ru

OcHOBHbIe HanpaBneHusi No o6ecne4eHN0 KOHKYPEeHTOCNOCOOBHOCTHU YChyr,
OKa3sblBaeMbIX NpeanpuaTUAMU PO3HUYHON TOproBnu r. MockBbl

AHHOMauyusi. Cmambsi rnocesiuieHa aHarsnu3y 803MOXHbIX HarpaseHul rno obecrne4eHuro KOH-
KypeHmocrnocobHocmu  ycriye, oKa3bl8aeMbIX rpednpusmusiMu  PO3HUYHOU mop20enu
2. Mockebl. Ha ocHoge ucronb308aHUsi 8mMopuYHoOU UHGbopMayuu u pesyribmarmos aMmrupuye-
CKUX uccriedogaHul oripederieHbl 2rasHble HarpasrieHusi, obecriequsaroujue KOHKYpeHMmo-
crocobHocmb ycriye, OkasbligaeMbiX cybbekmamu poO3HUYHOU mop206siu Mezarionuca.
Krnroyeenble crioea: KOHKYPEHMOCnocobHOCMb ycrlye PO3HUYHOU mopa0oeriu, PO3HUYHas mop-
208/151, Ka4ecmeo XU3HU, JT0SINIbHOCMb rnompebumered, cmpameau4yeckoe rnnaHuposaHue.
Pa3den: (04) akoHOMUKa.

CVHTE3MpYS OMbIT, HAKOMMEHHbIM NpeaCcTaBUTENAMN MUPOBOIO Hay4YHOro coobulecTtsa B
obnactn MapkeTuHra, MeHePKMEHTa, KOMMEPLUMA, N aHann3 CUTyaumu, CrIOKUBLLENCS B HACTO-
silLiee BpeMS B CEKTOPE PO3HMYHOM TOProenu r. MockBbl, MOXXHO BbIABUHYTb PSiZ peKOMeHAaLNN,
HanpaBfeHHbIX Ha NOBbILLEHWE KOHKYPEHTOCMNOCOBHOCTM YCIyr PO3HUYHOW TOPrOBIW.

1. OpueHmauyusi Ha momarnbHOe Ka4ecmeo

Mepen Boweawnm B TpeTbe ThiCAYENeTUE YEeNoBEeYECTBOM B KayeCTBE HacCyLLHOW
HeobX0AUMOCTM BbICTYNaeT NOUCK NapagurmM passuTus LMBUNN3aLMN.

Hanbonee nonHO BO3HUKLWIMM B peanusix COBPEMEHHOCTU TpeboBaHWUsIM COOTBET-
CTBYET KaTEropmst «ka4eCTBO XKU3HUY.

KauecTBO XU3HWM paccmaTpuBaeTCca MexXayHapogHbIM COOBLLECTBOM Kak OA4MH U3 OC-
HOBHbIX KPUTEPUEB, XapaKTepusyrLmx passutme ctpaH. Tak, Hanpumep, KOHECKO gnsa
onpegeneHns penTuHra CTpaH NCNonb3yeT MMEHHO AaHHbIV nokasaTternb.

B ycnoBmnax pbIHOYHOM 3KOHOMUKM pa3BUTbIE CTPaHbl MMpa BOCMPUHMMAKOT BbICOKOE
KayecTBO KaK CTpaTerMyeckun mmnepatvB M Hambonee 3HauYMMbIA UCTOYHUK BoraTcTea
Hauumn, No3ToMy npobrnema HeobXoAMMOCTM MOBbILLEHWS KAaYecTBa BO Bcex cepax ges-
TENbHOCTN B COBPEMEHHbIX YCMNOBUAX Npuobpena xapakrep npobriemMbl BbXKMBaHMUS.

BbIxoa 13 coCToAHNA Kpuanca BO MHOMX CTpaHax HaynHancs MMeHHO C MOBbILIEHUS
BHMMaHWA K Ka4eCTBY.

[aHHasa TeHAeHUnsa He JOMMKHA CTaTb UCKITYEHMEM U NO OTHOLWEHUIO K Poccuu.

B kauyecTBe OCHOBHbIX 9KOHOMUYECKMX MEpP MO MOBbILLIEHWIO KOHKYPEHTOCNOCOBHOCTHU
yCrnyr pO3HUYHOM TOProBM BbICTYNAKT CrieayrLlme: CHKEHNEe U3OepXKeEK U NoBblLeHMEe
poxogHocTn. O6e M3 AaHHbIX MEP HaNPSAMY CBA3aHbl C obecrneyeHmem KavyecTea.

ANOHCKMI ONbIT CBUAETENLCTBYET: MCXOAHBIM MYHKTOM LEeATEeNbHOCTU, HanpaBneH-
HOW Ha COBEpPLUEHCTBOBaHME, sBnseTcs 6opbba ¢ OCHOBHbIMU BparaMu: NoTepPAMU, HECO-
OTBETCTBUSIMW, HEpALMOHaNbHbIMKU AeNcTBUAMNU. «[lenan npaBunbHO C NEpPBOro pasay» —
OCHOBHOW MOCTYyNaT KOMMaHWn, OPUEHTUPOBAHHbLIX Ha NMOCTOSIHHOE MOBbILLEHWE KayecTBa
CBOEN AeATENbHOCTU, @ COOTBETCTBEHHO, U ee pe3ynbTaToB. OCyLEeCTBNEHHbIN B COOTBET-
cTBUM C TpeboBaHMsiMM Mnpouecc 06xoauTCs OpraHM3auuu CyLeCTBEHHO AelleBre, Mo-
CKONbKY B JAaHHOM Criydae nocnegHss He obpemeHeHa 3atpatamMu Ha ucnpasneHue gony-
LEHHbIX OLLIMNOOK.
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lMoBblWEHME YPOBHA KadecTBa MPOM3BOAMMbIX TOBAapOB M OKa3blBa€MbIX YCNYr He
TONbKO Ao6aBNAeT UM LIEeHHOCTb U YBENUYMBAET KOHKYPEHTOCNOCOBHOCTb, HO U BbICTyNnaeT
haKToOpOM, OKa3bIBalOLLMM BAUSIHUE HA COXPaHEHME IKOMOrMn, NPMpPOAHbIX BoraTcTs.

BbllweykasaHHble NONOXeHNsa NoaATBepPXAaeT BbiCka3blBaHWe, NpuHaanexatlee J. [e-
MUHry, KOTopoe Grnarogapsi CBOen TOYHOCTU M NTAKOHUYHOCTM nNpmnobpeno cratyc obliens-
BECTHOro adgpopmama: «4em BblLLe Ka4yeCTBO TOro, YTO Bbl AenaeTe, TeM Aellesne 310 06-
XoamTcsa obLLecTBy».

Kaxkabin 13 4neHoB TPYyAOBOro KOMMEKTMBa, NpruodLLasck Kk unocodum kayectsa, 4on-
)KEH OCO3HaBaTb BO3faraeMyto Ha Hero OTBETCTBEHHOCTb, NaMATYA: «BbICOKOe Ka4yecTBO CO-
3[aeTcs MoAbMU BbICOKMX KayeCcTB», COOTBETCTBEHHO, (hOpMMpPOBaHME KayecTBa HeObXo-
AVMO HauMHaTb NpeXxae BCero C NoBblWeHWs nnaHku TpeboBaHuin k camomy cebe.

2. ObecrnieyeHue HernpepbIBHOCMU cmpameaudyecKko20 MeHedXXMmeHma

HecmoTps Ha HeonpeaeneHHoCTb ByayLWnx M3MeHeHn, cybbekTam, OCyLLECTBSIO-
LM TOProBo-nNpeanpuHUMaTEnbCKyo OeATeNbHOCTb, LenecoobpasHo onvpaTbcsa Ha nna-
HUPOBaHME, a He Ha UMNPOBU3ALINIO.

[aHHoe nonoxeHne 060CHOBAHO HEOHXOAMMOCTLIO NOBbILLIEHNSA CKOPOCTM aganTaumm
K nepemMeHaMm, 4YTO NMpeacTaBnsieTCs BO3MOXHbIM NULb Npy cobniogeHun ycrnoBus Tula-
TeNbHOW NOArOTOBKU K HUM.

Ha nosiBneHve BO3MOXHOCTEN WNKN Yyrpo3 OpraHu3auus oTBevaeT UCMNOoNb30BaHWEM
ONTUMarbHOrO BapuaHTa U3 3apaHee NpeayCMOTPEHHbIX, MPU 3TOM B KayecTBe CpeacTBa
ansa obecneveHnst 4aHHOW BO3MOXHOCTM BbICTYNaeT NPOrHO3MpPOBaHME.

AHTaroHMCTOM JaHHOW KOHUENUUKN BbICTyNaeT KOHUENUNSA peakTUBHOIO BO34ENCTBUA
Ha BO3HUKAIOLLME NePEMEHbBI, HE MMEIOLLIEro NoAAEPXKKN B BUAE NpeaBapuTensHo paspabo-
TaHHbIX NPOrpamMm CTpaTernyeckon HanpaBieHHOCTH.

Beuay Toro uto nobas n3 BO3HMKAKLLNX CUTYaLMUA Tak Unu nHade TpebyeT Kak MUHU-
MYM BPEMEHHbIX 3aTpaT Ha OCMbICIIeHME nepen NPUHATUEM PELLUEHUN U BHELPEHMEM KOH-
KpeTHbIX Mep, B 6onee BbIUIPBLILUHOM MOMIOXEHWUM OKa3blBalOTCA TOProBble OpraHm3auuu,
paspaboTaBLune BapMaHTbl afekBaTHOrO OTBETA HA U3MEHEHNE BHELLHEN cpefbl C y4eTOM
BO3MOXHOMO pasBuUTUSA COObITUN.

CTtpartermyeckoe nnaHMpoBaHMEe He rapaHTUpyeT ycnexoB, HO CnocobCTBYeT yBeNu-
YEHUI0 BEPOATHOCTU UX LOCTUXKEHUS.

CoBpeMeHHOe pbIHOYHOE NNaHNpOBaHWE ONMPAETCA Ha pearnbHble U NOTEeHLManbHble
BO3MOXHOCTW KOMMNaHUW 1 NpeacTaBnseT cobon Henpekpallaowmincs Nouck Tak HasblBae-
MbIX «CTpaTEermM4eckmx OKOH», a Takke AMHAMUYHOE N aKTMBHOE MCMNOSfIb30BaHME BO3MOX-
HOCTEN, KOTOPbl€ OHU OTKPbIBAIOT.

YcnewHowm cTpaTernm npucyLiia CoBOKYMHOCTb HUXKECNEAYHLMNX XapaKTepPUCTUK.

— AdekeamHoCmb 8HeWwHel U 8HympeHHel cpede opeaHu3ayuu

3anorom pa3paboTku ycnewHon cTpaTernm A0SMKeH CTaTb He TONbKO aHanm3 CoCcTos-
HUA BHELLHEN cpeapl, Tasdwen B cebe BO3MOXHOCTU M yrpo3bl, HO U CUNbHBLIX N cnabblx
CTOPOH CaMOW OpraHu3auuu.

— CrnocobHocmb obecriedums ycmou4ueoe KOHKYpeHmMHoe rpeumyuecmaeo

Crtpaterua gomkHa ObiTb HanpaBneHa Ha obecnevyeHne npeanaraemoro noTpebure-
NsIM NPOAYKTa CBOMCTBAMU U XapaKTepPUCTUKaMM, COBOKYNMHOCTb KOTOPbIX NO3BONUT npesa-
noYyecTb ero Npoaykram, npegfaraeMbiM KOHKypPEeHTaMM.

— [ubkocmsb (aBanmueHocma)

Crpaterns He npeacTaBnseT cobor cTaTuyHyo kateropumto. OHa BbIXOAMT 3a paMKm TLia-
TenNbHO NPOAYMAHHOIO N METOAMYHO peanua3yemoro niaHa, NoCKOsbKY B Ka4ecTBe HEOTbEM-
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SAEKTPOHHbBIZ XKYPHaA
NEeMOro YCroBMS BbICTYNaeT HEOOXOAMMOCTb KOPPEKTUPOBKN B OTBET Ha MpoucxogsLLme n npo-
rHO3NpyeMble BHELUHME U BHYTPEHHME U3MeHEeHNs (NoSIBNEHNe NHHOBALMOHHbBIX TEXHOMOMI,
dhopMMpoBaHNE HOBbIX NOTPEBUTENBCKUX NPEeNOYTEHUN, UBMEHEHMS 3aKOHOB U MPOY.).

[aHHoe 06CcToATENbCTBO, KaK NpaBuIio, onpeaenseT OTCYTCTBUE paBeHCTBA Mexay U3-
HayarnbHO oopMUPYyEMOK cTpaTerMen n ctparternen, Haxoaswen npakTnyeckoe nNpUMeHeHme.

—  PesynbmamueHocmb

YcnewHaa cTtpaTernss obecneumBaeT pesynbTaTMBHOCTb (CTENEHb peanusaumm 3a-
NNaHNPOBaHHOW AEATENbHOCTN N OOCTMXKEHUS 3anfiaHNPOBaHHbLIX pe3ynbTaToB).

- OgppekmusHocmb

YcnewHas ctpaterns eTepMUHMpYeT MNoBbIWeHNe CTeneHn 3aPdeKTUBHOCTU Aes-
TEeNbHOCTN CYOBHEKTOB PO3HUYHOW TOProBnun (onpeaensercsa kak oTHOLWeHWe pesynbTtaTta K
3aTpaTam Ha ero JOCTUXKEHME).

3. ®opmuposaHue curnbHoU U adarnmugHoU KopropamueHOU Kyribmyphbl

KopnopatueHas kynbTypa 6asupyetca Ha ¢unocoum opraHusaumm (LEeHHOCTSIX,
ybexaeHusax, onpegensiowmx npuopnTeTel opraHn3auun), ee Tpagmumsax, TMYECKUX CTaH-
AapTax, Ha KOTopble OnMpaeTcs BbiCLLIee PYKOBOACTBO OpraHu3aLmm npu paspaboTtke npuH-
LUMNOB U MeTOO0B BefeHns BuaHeca, a Takke Npu ero oCyLLeCTBNEHNN.

[MoaovepkHeM, YTO cUCTEMa LIEHHOCTEN M 3TUYEeCKMe CTaHgapTbl AOSDKHbI ObiTb He
TONbKO (popmansHO onpefeneHbl U A0BeAeHbl OO CBEeAEHUS 3aUHTEPeCOBaHHbIX CTOPOH,
T. €. NPOAEKNapUPOBaHbI, HO N BbICTyNaTb B KA4eCTBE HEOTbEMSIEMbIX ANIEMEHTOB CyLle-
CTBYHOLLEN KOPOPaTUBHOM KyIbTYypbl.

Mwudbl, ICTOPUKN O KOMNAHUM N pUTYasibl TaKKe SABNAKTCHA YaCTbio KyNbTypbl PO3HUY-
HoOW Toprosow koMnaHun. OHKW BHOCAT BKMaz B NponaraHgy LeHHOCTeN KOMNaHuK, ycTaHaB-
nmBas pamku oopmMasnibHOro NoBeaeHUs U BbINOSTHAS BOCIUTATENbHYH OYHKLINIO.

Ponb puTyanoB kak COBOKYMHOCTU COBEpLUAaeMbIX CUMBOSTMYECKNX OENCTBUN 3aKMto-
YaeTcsl B OCHOBHOM B (DOPMUPOBaHMM CONNOAPHOCTU, CNSIOMEHUM YNIEHOB TPYOOBOro KOf-
neKkTuBa PO3HUYHOM TOProBOM KOMMaHUN.

KoppekTHO paspaboTaHHas v nogaepxvmBaemasa abCcontoTHbIM 6OMbLUMHCTBOM YSIEHOB
TPYOOBOroO KONMMeKTMBa KoprnopaTueBHas KynbTypa MobunmayeT COTpYAHMKOB TOProBOW OpraHu-
3auun, nogaepXmBaeT dHTy3na3M B Bonee adeKTMBHOM peLleHn NoCTaBfeHHbIX nepes
HMMUK 3aad, obecneunBaeT yCrnoBus AN NOBbLILLEHWS YPOBHS NpodeccroHanusma n yaosre-
TBOPEHHOCTU KaK caMuUM MPOoLECCOM, Tak 1 pesyrbTataMmu TPYAOBOW AeSATENbHOCTW.

KopnopaTtusHasa KynbTypa onpefensieT He TONbKO XapakTep B3aMMOOTHOLLEHWI, CKna-
AbIBaOLLMXCA MeXOy YfieHamMu TpygoBOro KOMSeKTUBa, MOparibHO-3TUYECKUIA, NCUXonornye-
CKMM KNMMaT BHYTPU TOProBOW OpraHmnsauumn, HO 1 cneundmnky OTHOLLEHUA C OPYIMMUN 3aUHTe-
pecoBaHHbIMW CTOPOHaMU: NOTpebuTensMu, NocTaBLLUKaMmn TOBAPOB, UCMONHUTENSIMA YCIyT,
npeacTaBUTENS MU roCy4apCTBEHHbIX CTPYKTYP, OOLLECTBEHHLIMU OpraHU3aumsiMi 1 Npov.

[ns bopmmpoBaHMs KOPNOPaTUBHOW KyNbTypbl pEKOMEHAYeTCH UCNONb30BaTh COBO-
KYMHOCTb CneayoLmMx OCHOBHbIX Mep:

— paspaboTka CUCTEeMbI LLIEHHOCTEN, 3TUYECKMUX NPUHLUNOB U METOAUK, UCNONb30Ba-
HMe KOTOpbIX obecneyvmBaeT GraronpusaTHbIe YCNoBUSA NS YAOBNETBOPEHMUS KIOYEBBIX
napTHepoB — NoTpebuTenen, YeHoB TPYAOBOroO KONNEKTUBA, akLMOHEPOB, NOCTaBLUNKOB —
N OCTUXEHUSI OpraHmn3aumnen crtpaTernyeckux Lenen;

—  MOJSIHOLEHHOE pPacKpbiTME KOPMOPATUBHBIX LLEHHOCTEN U 3TUYECKUX MPUHLUMOB
KOMMaHuu nepea YneHamu TpyAoBOro KonnekTuea, TpeboBaHne HEYKOCHUTESbHOMO creno-
BaHWA 3TUM NpUHLMNamMm;

—  OKasaHue NpuUcTanbHOro BHUMaHUA LLEHHOCTHBIM OPUEHTUPaM U 3TUYECKUM NPUHLIK-
nam KaHOuOaToB Ha 3aMeLLeHe BakaHTHbIX JOMMKHOCTEN N OTKa3 OT B3aMOOENCTBUS C TEMMU,
KTO HE CMOXET B JOSPKHON Mepe pas3fesinTb KOHLEMNUUIO KOpnopaTUBHOW KyNbTypbl KOMMAHWW;
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—  BKIOYEHNE (POPMYNIMPOBKN KOPNOPATUBHBIX LLEHHOCTEN N KOoAEKCa 3TUKU B MNPO-
rpaMmmbl 06y4YeHMs1 U NePenoaroTOBKN KaapoB.;

— yyacTuMe MeHeXepoB BCEX YPOBHEWN B BOCNUTaHMM KOPNOPaTUBHOM KynbTypbl (B
TOM Yucre NocpeacTBOM OKa3aHUs NIMYHOro Npumepa v npou.).

B ycnoBusix AMHaMNYHO MEHSIOLLIENCS BHELLHEN Cpeabl B KAYECTBE ONTUMAarbHOMo Ba-
punaHTa HeobxogMMo paccmaTpuBaTb pa3paboTKy M BHeApeHMEe adanTUBHOW KynbTypbl,
cnocobHom cTaTb 6raronpuATHOM NOYBOW AN1S Pa3BUTUSI TBOPYECKOro NoTeHumMana YseHoB
TPYAOBOro KONMEKTUBA, CO3A4aHNSA U BHEOPEHNSA MHHOBALMI, No3BonsaoLwmx 6onee acdgek-
TMBHbLIM CNOCOB6OM A0BUTLCS YCTAHOBIEHHbIX LENen.

4. [losbliweHue ypoeHsi ydoeriemeopeHHOCMU rnepcoHarna

Cpenam BHYTPEHHMX NEPEMEHHbIX OpraHM3aLnn Kak coumarnbHO-TEXHUYECKON CUCTEMDI
Hanbonee 3Ha4YMMbIM SABMSAETCS COLManbHbIN KOMNOHEHT (hakTop) — nepcoHan.

lMepcoHan BbICTynaeT UCTOYHUKOM 3HaHUI, HAaBbLIKOB U OMNbITa, KOTOPbIE B COBOKYMHO-
CTW COCTaBNAT «NOPTAENbY» KIMHOYEBbLIX BO3MOXHOCTEN OpraHM3aumun.

YpoBeHb NpodeccnoHanmama coTpyaHMKOB OpraHmM3aumm npy co3gaHmm énaronpusaT-
HbIX YCIOBUI NOBbLILWAETCS, YTO NO3BONAET paccMaTpmBaTb NepcoHan B KadecTse cTpaTe-
rMYeCKN 3HAYMMOrO aKTMBa KOMMaHUK C BO3pacTaroLwen CTOUMOCTbIO.

lMpodeccmnoHanbHble cNOCOBHOCTU NepcoHana, no3sonswme obecnednBaTb KOHKY-
PEHTHbIE NPEUMYLLECTBA, COCTaBMSAT OCHOBY KIHOYEBbLIX KOMMNETEHLMIA KOHKYPEHTOCMO-
COBHbIX opraHnsaumin.

Ocobyto pornb B CO34aHUN LLENOYKM LLEHHOCTU UrpaeT TOProBbIN NepPCcoHarn, NoCKOsbKY
OT XapakTepa B3auMOAencTBMS C HUM BO MHOIOM 3aBUCUT Ka4e€CTBO BOCNPUHMMAEMOW MNo-
Tpebutenem ycnyru: COTPYAHWK KOMMAHUW ycTaHaBnuBaeT NoTpebHOCTM noTpebutens;
npegnaraeT onTUManbHble peleHna Ons X yooBfeTBOPEHUs, a Takke nonyvaeTt oT no-
Tpebutens cBeaeHus o CTENEHN Ero YAOBNETBOPEHHOCTM COBEPLUAEMbIMU CAESTKAMW.

BbicLee pykoBo4CTBO AOMKHO MOTUBMPOBATL NepcoHan — nobyxaaTh K BbIMOHEHNIO
PYHKUMA MaKcuMarnbHO 3(PEKTUBHBIM CNOCOOOM, MCNOSb3Yst COBOKYNMHOCTb OOCTYMNHOMO
MOTMBALMOHHOIMO MHCTPYMEHTapUsi HA OCHOBE HEMNPEeMEHHOro yyeTa JIMYHOCTHBIX U Npo-
dreccrnoHarnbHbIX KA4ECTB KOHKPETHOIO COTpYyAHUKA. Heobxoammo oco3HaBaTb, UTO YNEHDI
TPYOOBOro KOSINEKTMBA MMEKT NOoTPeBHOCTbL He TOMbKO B CnpaBennMBon onnaTe 3a CBOM
Tpya. PMHaHCOBOE BO3HArpaXkaeHme 3a BbiNonHsAeMyto paboTy B HacTosiLee BpeMs HE MO-
XeT paccMaTpmBaTbCA B Ka4yecTBe MOTUBALMOHHOIO MUHMMYMA.

KauyecTBO OCyLLECTBNSAEMbIX MPOLECCOB M UX PE3YNbTAaTOB HAaNpPsMyto 3aBUCUT HE TOSLKO
OT JINYHbIX Ka4yecTB COTPYOHMKA OpraHuM3aumnn, YPoBHS €ro Keanudukaumm, 3HaHui, HaBbIKOB,
OnbIiTa, HO M OT CTENEHN YOOBNETBOPEHHOCTUN YCIOBUSIMU PaboTbl B KOHKPETHOW OpraHu3aumn.

CTpemMneHue K yaooBneTBOPEHUO NOoTpebHOCTeN nepcoHana B pa3BuUTUK, yBaKeHUMU,
NPU3HaAHUN OOCTMXXEHUIN, NOAOEPXKKE NPOSABASIEMON MHALMATUBDI, NONTyYEHUN COLMarbHbIX
rapaHTuUM 1 NPOY. JOMMKHO YYNTLIBATLCA PYKOBOACTBOM OpraHu3aumm npu paspaboTke KOM-
nnekca mep, HanpasrfeHHbIX Ha NOBbILLEHNE YPOBHS YAOBNETBOPEHHOCTN NepcoHana.

[MpaKTnyeckn Kaxxgomy pyKoBOAUTENO UM COTPYAHUKY KagpoBOW CryxObl n3BecTeH ado-
puaMm: «[pexae 4em cTaTb XOpOoLUMM MECTOM J1A MOKYMOK, Mara3viH A0IPKEH CTaTb XOPOLUMM Me-
CTOM Ansi paboTbl», OAHAKO Ha NPaKTUKE HE MHOMME OpraHn3aumm criegytoT JaHHOMY MPUHLMMY.

[MoaToMy cepbe3Hble onaceHusl Bbi3blBalOT OTAESNbHbIE acnekTbl B KagpOBOW MONu-
TUKE, peann3yemMon HEKOTOPbIMU PO3HUYHBIMW TOProBbIMW MpeanpuATUAMKU . Mocksbl,
UMELLNMU CETEBYIO CTPYKTYpPY ynpasrieHus. [pumeHsemMasl B HacTosiLee BpeMs nopoy-
Has NpakTuKa OTHOLLEHUS K TOProBOMY MepcoHary Kak K «pacxogHOMy maTepuany» umeet
BeCbMa HeraTuBHble MOCMEeACTBMSA ANA BCEX 3aUHTEpPEeCOBaHHbIX CTOPOH (noTpebutenen,
nepcoHana, Brnagenbues KOMnaHuMu, NOCTaBLLMKOB, obLwecTBa) U B NepByro oyvepeab ANs
camMmx opraHusauun.
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lMepcoHan, He Nony4YatoLWwmnn OXXMAAEMON OLLEHKN CBOUX YCUITMI CO CTOPOHBI PYKOBOA-
CTBa opraHusauuu, Kak npasuio, CHUWXaeT ypoBeHb KayecTBa BbINONHAeMoOn paboTbl, a
TaKke NePEeHOCUT HAKOMUBLLMICS HEraTUB Ha B3aMMOOTHOLLEHNS C NoTpebutensmu.

MocnencTema AaHHOrO B3anMMOAEWCTBUS MNpeackasyeMbl: noTpedbuTens, Ans KOTOporo
obCnyxmBaroLmii NepcoHan NpeacTaBnseT «MUo» TOProBon KoMnaHum, 06MaHyTbIA B CBOMX
OXunaaHusax, Nponasa Yepes TepPHUM KOHAITUKTHOM CUTYaLIMK, NNLLIAETCH AOBEPUS K MOCTaBLUUKY
ycnyr, obpalwasacek onsa yaoBneTBOpeHnsa NOTPeOBHOCTEN K ero KOHKYPEHTY, npeanaratoLiemy
NONOXUTENbHO KOHTPACTUPYHOLLYIO B OTHOLLEHUW KayecTBa anbTepHaTuBy.

Oprannsaums, pykoBoACTBO KOTOPbIX NpeHebperaeT BbiNONHEHUEM (DYHKUMIA NOEHTU-
doukaumm noTpebHoCTEN NnepcoHana, pa3paboTkon MepONpPUSATUIA, CNOCOBCTBYIOLLMX UX MO-
HOLIEHHOMY YAOBIIETBOPEHUIO M NNAHOMEPHON OLIEHKE YPOBHS Y4OBNETBOPEHHOCTM NEPCO-
Hana ycrnosusiM1 paboTbl, 0bpedeHa Ha HeCceHne CyLLeCTBEHHbIX U3OepXKeK, CBA3aHHbIX: C
noabopom nepcoHana un ero NoAroTOBKOW; C NpMBIieYEHNEM HOBbIX NoTpebuTenen; ¢ Heao-
nony4yeHnem goxoaa, ob6ycrnoBEHHOro CHUXEHNEM KOHKYPEHTOCNOCOBHOCTM NpeanaraemMblxX
YCNYT; C HEraTMBHLIMU M3MEHEHNSIMW BOCTIPMHMMaeMoro obpasa KomnaHuu.

3HaunmMon YyacTblo 6a30BOr0 CTUMYIALMOHHOIO KOMMNIIEKCa KOMMaHUN, CTPEMSLLMXCS
obGecneunTb NOBbLILWEHWE YPOBHS yOOBNETBOPEHHOCTM NepcoHana u, Kak criefcreve, Oo-
BUTbCA NOBbILLEHNSA 3P EKTUBHOCTM OCYLLECTBNAEMON AEATENBHOCTU B AOITOCPOYHOM Ne-
puoae, OOMKHbI CTaTb HUXKeCNeayLmne Mepbl:

—  ocyLlecTBreHne nogbopa nepcoHarna, MMEHLLEro NPOdeccnoHarbHyH NoAroTOBKY U CO-
OTBETCTBYIOLLEINO KBanmKaLmOoHHbIM TpeboBaHUSIM, YCTaHOBEHHbIM 151 AaHHOM npodheccnu;

—  KOHKpeTu3aumsi HeobXoanMbIX AN BbIMNOMHEHMSA 3a4ay U POnn COTPYAHMKA B AO-
CTUMXeHUM obLLen Lenu opraHmsaumu,

— obpalleHne BHUMaHMsa TOProBoro nepcoHasna Ha Kr4yeByro posb B hopMupoBa-
HUAW UMUK OpraHmM3auumn n BOCNPUHMMAEMON LLEHHOCTM NPeaoCTaBnsieMon yCnyru;

— obecneyeHune ycrnoBuin (COCTOAHUA MaTepmanbHO-TEXHUYECKOW Basbl, NCNOMb3y-
€MbIX TEXHOSOMMI, 3KONTOrMYECKOM cpeapbl, NCUXONOrMYeckoro Knumara 1 npou.), cnocob-
CTBYHOLLUNX 3P EKTUBHOMY OCYLLECTBIEHMIO NPOGECCUOHANbHbBIX (OYHKLMN;

—  OCyLLeCTBNEHNEe nepuoamyeckon atrectaumm nepcoHana Ans oueHKM NoTeHuu-
ana (B TOM 4Yncne TBOPYECKOro) 1 BbIIBIIEHMS HE0OX0AUMOCTMN NPOECCUOHANBbHOMO POCTa;

— paspaboTka U BHegpeHWe NraHoBbIX MEPONPUATUA, HanNpaBneHHbIX Ha Npuobpe-
TEeHWe NepcoHanoM HOBbIX 3HAHUK, OnbITa (B TOM Y1Cre NocpeaAcTBOM 0bMeHa OnbITOM Kak
MeXay COTpyaHMKamu opraHumsaumu, Tak U COTpyAHMKaMM opraHuM3aumi-napTHEPOB), CO-
BEPLUEHCTBOBAHME YMEHWUIN, HABbIKOB;

— npegocTaBreHne BO3MOXHOCTU ANA KapbepHOro pocTa;

— paspaboTka U BHeApEHNE CUCTEMbI MPU3HAHMSA 1 NOOLLPEHU nepcoHana (nbon
NO3UTUBHbLIN BKNag paboTHUKa, 0COGEHHO CBA3aHHLIN C pa3paboTKo MHHOBALMA U NOBbI-
LLEHMEM KayecTBa, J0SMKEH OblTb aA€KBATHO OLIEHEH).

PykoBOACTBO JOSMKHO pa3BMBaTh TBOPHECKYIO MHULIMATUBY NepCcoHana, KoTopbi AOIMKEH
HaxoAMTbCS B MOCTOSIHHOM MOUCKE MHHOBALMOHHBIX PELUEHUI N NOOLWPATL Ntobble NONoXu-
TenbHble pe3ynbTaTbl AEATENBHOCTH, OCYLLECTBIISEMON B JAHHOM HarnpaBneHuu.

5. YcmaHoeneHue napmHepckux 83aUMOOMHOWEHUl ¢ nocmasuukamu

XapakTepuCTUKM BBOAMMbIX PECYPCOB M CMOCOBHOCTb MOCTaBLUMKOB ObecneynBaTb MX
MOCTaBKYy «TOYHO B CPOK» SIBNSAKTCA 3HAYMMbIMM AETEPMUHAHTAMM KayeCcTBa npoLecca npe-
obpa3oBaHNs 1 NpegoCTaBSEMOro noTpeduTensmM npogykra — cumbrnosa ToBapa u ycnyr pos-
HUYHOWM ToproBnu. MNocTaBLLMKN pacCMaTPMBAOTCA Kak BHELUHEE MO OTHOLLEHWIO K OpraHm3a-
UMM 3BEHO LIENOYKM CO34aHUS LIEHHOCTM, NO3TOMY YCTAHOBSIEHME NAPTHEPCKUX OTHOLLEHWI C
NoCTaBLUMKaMM HAMW pacCMaTpMBaETCs B KAYECTBE 3afauM CTPaTEerm4yeckoro 3HaueHumsl.
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Mpwu onpegeneHnn Kpyra NOCTaBLUMKOB HEOBXOAMMO yAENsATb BHAMAHNE HKecneay-
oMM acnekTam.

B ocHoBe BbI6Opa NOCTaBLLMKOB JOSTKHA NeXaTb OLEHKa MX BO3MOXXHOCTM MOCTaBNATb
ToBapbl (NMpefocTaBnATb YCNyrn, BbiMOMAHATE paboTbl) B COOTBETCTBUM C TpeboBaHNAMMU
CyO6bEeKTOB PO3HMYHOW TOProBMnu, BBMAY Yero Heobxoammo ocylectBnaTb cbop 1 aHanma
0O BEKTMBHbLIX CBUAETENLCTB, NOATBEPXAAIOLLMX BO3MOXHOCTb MOTEHUMarbHbIX NOCTaBLUK-
KOB NpefoCTaBnaTb NPOAYKTbI, COOTBETCTBYIOLLME YKA3aHHOMY KPUTEPUIO.

BHeapsemas nocrasLmKkom cepTuuumpoBaHHasa cucteMa kadectsa npeacraBnseT ang
CyOBHEKTOB PO3HUYHOW TOProBNM 3HAYUMbIV (haKTOP NpY BbIBOPE MCTOYHUKA PECYPCOB.

K uncny o6beKTUBHbBIX CBMAETENBCTB MOXHO OTHECTU Takke pesynbTaTbl OLEHKN 06-
pasuoB TOBApPOB; AaHHble O MOCTaBKax APYrMM XO3SNCTBYHOLMUM CyObekTam; LOKYMEH-
TanbHO NOATBEPXAEHHbIE pe3yrnbTaTbl y4acTUs B KOHKYpcaX; JaHHble ayanTa CUCTEM Kaye-
CTBa NOCTaBLLMKA M NPOM.

Mpn BbIGOpE NOCTaBLUMKOB HEOOXOAMMO YUYMTbIBATb TakkKe Takue LOMOSTHUTENbHbIe
daKTophbl, Kak AenoBas penyTaumsi NoCTaBLUMKa Ha pbiHKE (HaNpuMep, Ha OCHOBE aHanm3a:
OnbITa B3aUMOAENCTBMSA NOCTaBLUMKa C APYIMMU 3aKa3ynkaMm; ypoBHS cCoLManbHON OTBET-
CTBEHHOCTU NOCTaBLUMKA); PMHAHCOBOE NONOXEHME NOCTaBLUMKA; CTpaTerus; kKopnopaTme-
Hasa KynbTypa v Npou.

PelueHune BbilleykasaHHbIX 3a4adq BbICTynaeT B Ka4ecTBe 3HaYMMOn pyHKUMK, npea-
BapsoLen yCTaHOBNEHNE AeNOBbIX OTHOLEHUA C NocTaBLLMKaMu, BBUAY HEOOBXOAMMOCTH
noaTBEPXXAEHNSA TOr0, YTO KOHKPETHbIV NOTEHLManbHbI NOCTaBLUMK U B NepcnekTnee byaeT
cnocobeH yaoBneTBopaTb TpeboBaHUsA cybbekTa pO3HUYHOM TOProBn, a COOTBETCTBEHHO,
BHOCWUTb 3HA4YMMbI BKNag B (hOpMUpPOBaHME U NOBbILEHNE KOHKYPEHTOCNOCOBHOCTM Npo-
AYKTOB, NpefoCTaBnsieMblX KOHEYHbIM NOTPEOUTENAM.

[na obecnevyeHns M MOBbIWEHUS Pe3ynNbTaTUBHOCTU N 3PEEKTUBHOCTU B3auMoaen-
CTBMS C NOCTaBLUMKOM MOXET ObITb pEKOMEHAOBAH TaKkKe psg Mep CneayoLLero xapakrepa:

—  ONTUMM3auMsi 3BEHHOCTU TOBAPOABMKEHNS, BbICTYNaoLLas B Ka4eCTBE 3Ha4YMMOro
npuyHUMna, cnegoBaHMe KOTOPOMY MO3BOMUT CHU3UTb M3LAEPXKM B cdepe obpaleHus, B
TOM YmMChe CBA3aHHbIe C NOTEPEN KayecTBa;

— yCTaHOBMeHue ABYCTOPOHHEN 0OpaTHOM CBA3W;

— onpegeneHve YpOBHEW B3aMMOAEWCTBUSA, Nopsigka pelleHnsa 3apad, OTHOCH-
LLIMXCA K TEKYLLMM 1 BHEOYEPEOHbIM (NPOBGNEMHbIM);

— [OOCTWXEeHWe C NocCTaBLUMKaMM COrnacoBaHHOro noaxoda Kk obecneyeHuto Kade-
CTBa NOCTaBMSEMbIX NPOOYKTOB;

— YCTaHOBMEHWE W OTpaxeHue B OOKyMeHTax TpeboBaHui cybbekta pO3HUYHOM
TOProBNN K Ka4eCTBY NOCTaBNSAEMbIX NPOOYKTOB;

— MnaHMpOBaHWE W perynupoBaHvne OeATeNbHOCTU NO 3aKynkam ToBapoB (Npeao-
CTaBIIEHUIO YCNYT, BbINOMHEHMIO paboT) Ha OCHOBE AOKYMEHTUPOBAHHbIX NpoLeayp;

— Bblbop onTumManbHOro o6bema BXOAHOIO KOHTPOMS Ha OCHOBE yyeTa obwwmx 3a-
TpaT (U3OEPXKN, CBA3AHHbIE C NPOBEAEHNEM BXOAHOrO KOHTPOMS, AOSMKHbI KOMMNEHCUMpPO-
BaTb BO3HMKAOLLNE B CBA3M C HEAOCTATOYHOCTbIO KOHTPOMS U3LAEPXKKN);

— BHegpeHue cornacoBaHHbIX METOAOB NPOBEPKM KadecTBa NPOAYKTOB U npouenyp
BXOOHOMO KOHTPONS;

—  YTOYHEHWe CpPeAcCTB, UCMOMb3YEMbIX A5 OCYLLECTBNEHNS BXOAHOIO KOHTPONS;

—  peructpaumsi OaHHbIX, XapakKTepu3ylLnX KayecTBO BXOASALLMX NPOOYKTOB, MC-
Nnonb30BaHNEe KOTOPbIX KpamHe HeobXoaNMMO ANsi OLEHKN TEHAEHUWUA B OEeATEeNbHOCTU MNo-
CTaBLLMKOB;
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— obbegmHeHne obLwmx yeunuin ons paspaboTkm U BHEAPEHUS NporpamMmm, Hanpas-
NEHHbIX Ha yny4lleHne OeATeNbHOCTH;

—  CTUMYyNSUMS NOCTaBLUMKOB K y4acTUIO B peanusaumy nporpamMmm fosfibHOCTU Mo-
Tpebutenen;

—  OueHKa npeanpvHUMaeMbIX Mep Ha pe3ynbTaTUBHOCTb U 3(PEKTUBHOCTb;

— Heobxoanmoe KoppeKTupytoLee BO3oencTame.

CybBbeKTbl PO3HUYHOM TOProBNN JOIMKHbLI YETKO OCO3HaBaTb, YTO Npy (POPMUPOBaAHUN
B3aMMOBbIrOA4HbIX OTHOLLUEHUI C NOCTaBLMKaMK YBENNYMBAETCS CNOCOOHOCTb KaXaoro 13
Y4aCTHMKOB B3aMMOAENCTBUS CO3aBaTb LEHHOCTH.

6. ObecneyeHue nosinbHocmu nompebumeneu

HacTtosuyo anoxy He 6e3 oCHOBaHWA Ha3bIBalOT «3pOW NOTpebutensa», NOCKOSbKY
UMEeHHO BbIGOp NoTpebuTens B KOHEYHOM cyeTe onpefensieT LenecoobpasHoCTb PyHKLM-
OHMPOBaHUS KOHKPETHbIX (hnpM B cchepe PO3HUYHOW TOProBIiu.

OT TOro, HaCKombKO AOCTOBEPHO pUTENIEP YCTAHOBUT 3arnpockl NOTPeduTeNa n B Kakom
Mepe aganTupyeT K HUIM PO3HUYHOE TOProBOE NPeanoXeHne, 3aBUCUT ero yCrnex Ha pbiHKe.

[MoaToMy AN xapakTepuCTUKU COBPEMEHHOIO MOMOXEHUS, 3aHMMaeMoro notpebute-
nemM cpean OCHOBHbIX 3MEMEHTOB cpefbl NPSIMOro BO3AENCTBUS, YMECTHO MUCMNOMb30BaTb
N3BeCTHbIN acdopnam «loTpedbutenb — KOPoIby.

[aHHbIN noaxod oTpaXkaeT CYWHOCTb MapKeTMHrOBOW KOHUenuun kak dounocodum
Ou3Heca, B MOAeNiM KOTOPOro LeHTpanbHOe MeCcTo 3aHUMaeT noTpedbutens.

McxogHbIM NYHKTOM ABMXEHUS K YAOBMETBOPEHMIO CYLLLECTBYIOLLMX UNKW Npegnonara-
eMblX NOTPeBHOCTEN KOHEYHbIX NOTpebuTenen AaBnaeTca naeHTMduKaunsa gaHHbIX NoTpeb-
HOCTEN, a Takke 0COBeHHOCTEN NOTPEeOUTENLCKOro NoBeAeHUS N (PakTOPOB, OKa3bIBAKOLLNX
Ha Hero BrvsiHue.

OCHOBHbIM UCTOYHWKOM AAHHOW CTpaTernyeckn saHa4mmomn nHopmaLmm Takke aBns-
eTca notpebutens.

[Mpn okaszaHun ycnyr po3HUYHOW TOProBnNu notpebutens B3anMoaencTByeT C UX UC-
nonHUTENeM, a crneaoBaTeribHO, MOXET OOBEKTMBHO BMUSATbL HA XapakTepUCTMKU npoLiecca
obcnyxusaHusa un pesynbtat ycnyrn. HeobxogmMmo yumtbiBaTbh Takke CyOBHEKTUBHOCTb UX
BOCMNPUATUS NOTpebuTenem, YTo MOXeT UMETb ANS puTennepa cneacTene kak B Buae no-
NOXUTENbHOro, Tak U oTpuuaTenbHoro adpdekta.

Mpn COOTBETCTBUN OXMAAHUSIM U UX NPEBbILLEHWUM NOKyNaTenb NHpopMUpyeT O Nosio-
XUTENbHOM OMbITE CBOE OKPY)XXEHNEe, CTAHOBSICb CaMblM aKTUBHbBIM «PEKNaMHbIM areHTOM»
putennepa, B NPOTUBHOM Cllydae MHTEHCMBHO OPraHN30BbIBaET M BOMNMOLWAET B XU3Hb «aH-
TUPEKNAMHYI0 KaMMaHWio», HanpaBneHHY NPOTMB PO3HUYHOrO TOProBOro NpeanpusiTus,
TEM CaMbIM 3HAYMTENbHO YMEHbLLUAS LWaHChl HAa NPUBEYeHNe HOBbIX NOKynaTenen n yaep-
XXaHue CyLecTBYIOLWMNX, eLle He NpnobpeTLLnX NoANbHOCTMU.

3HauynMbIM 3Tanom npouecca PopMMPOBaHNA NOSANBHOCTM NOTpebuTenemn BoicTynaeT
OLlEHKa YPOBHS UX YOOBMETBOPEHHOCTU, KOPPEKTHOE UCMOSb30BaHNE Pe3ynbTaToB KOTOPOW
CcnocobHO NpeaoTBpaTUTL BbIlLEYKa3aHHYK HEraTUBHYIO peakuuto notpeburtens.

OcyuwiectBneHne @QyHKUUM OLIEHKM YPOBHS YOOBIETBOPEHHOCTU MNoTpedbutenen
AOIMKHO HOCUTb HEnpepbiBHbIA (Kak, Hanpumep, 3TO AerlaeTcs B CyrnepmapketTax ceTu
«KBapTtany), a He Nnepnognyeckuin xapakrep.

MpuaaB TOproBoMy NpeanoXeHnto CBOMCTBa, Heobxoammble Ansg 6Gonee NosHOro yao-
BNeTBOpeHns NOTpebHOCTEN LeneBoro cerMeHTa, no CpaBHEHUIO C anbTepHaTUBHLIMW Ba-
puaHTamu, NpeacTaBreHHbIMU Ha pbiHKE, puTennep yaoctamBaeTcs BHUMaHUA NoTpebu-
Tend, 3aBOeBbIBAET €ro JOBEPME U NPU BbICTPANBAHUN OCHOBAHHbLIX HA B3aMMOBbLIFO4HOM
AONTOCPOYHOM COTPYOHUYECTBE OTHOLIEHMW NpuobpeTaeT 3Ha4YUMbIN HeMaTepuarnbHbIn

7


http://e-koncept.ru/2015/
http://e-koncept.ru/2015/

beneykuli M. []. OcHosHble HanpasneHus o obecre4eHuto KOHKYpeHmMocnocob-

Hocmu ycrye, OKasbieaemblx Mpednpuamuamu po3HUYHoU mop20osnu 2. MocKes!
// KoHuenm. — 2015. — Ne 06 (utoHb). — ART 15195. — 0,8 1. n1. — URL: http://e-kon-
cept.ru/2015/15195.htm. — ISSN 2304-120X.

H3Y4HO-METOANHECKUIA

SAEKTPOHHbBIA XXYPH3A
aKTMB B BMAE NosnbHoOCcTM notpebutenen, obmeascb NPUBEPKEHHOCTN PO3HUYHOMY TOpP-
roBOMy NpeanpusaTuIO.

Moateepxaas npuHumn MNapeTo, 20% nosinbHbIX NOTPebuTenen NPUHOCAT Npeanpus-
1o 80% npmbbinw.

MoaTomy anga Toro, 4Tobbl rapaHTUpoBaTh NpMbbINb B 4ONTOCPOYHOM nepuoae, cyob-
€KT PO3HWYHOWN TOProBIM AOSMKEH NOOLLPATL NPUBEPXKEHHOCTL NOTPebuTenen K npeanpus-
TUIO, yBENMYMBaTbL UX PSabl N CTeNEHb YAOBNETBOPEHHOCTN.

JlosinbHOCTb NoTpebuTenen umeet onst cydbbekta PO3HUYHOW TOProBNu crTpaTernde-
CKYI0 3HA4YMMOCTb, NOCKOSbKY HagenseT paaoM CyLeCTBEHHbIX MPenMyLLEeCcTB, K KOTOPbIM
MOXHO OTHECTWN: 3KOHOMUIO CPEACTB Ha NpuBeYeHne HOBbIX NoTpebutenen; ysenmyeHue
aoxona (nosneHble noTpebutenu, kKak npasuno, genarT 6onbLUe NOKYNoK, MeHee YyBCTBU-
TenbHbl K MOBbLIWEHMWIO LIEeH); YMEHbLUEHUEe Yncra KOHPUKTHBIX CUTyauuin, 4To obycrnos-
NEHO TEPNMMOCTbBIO NOSANBbHbLIX NOTPebuTenen Npu CTankMBaHUM ¢ OTAENbHLIMW HeAOCTaT-
KaMu, He OTHOCALLMMUCSA K paspsaay KpUTUYECKUX 1 NPOoM.

YTOYHUM, YTO HE BCEX NOCTOSAHHbIX MOTPebUTENen MOXXHO OTHECTU K pa3psaay NOSNbHbIX,
MOCKOSbKY B KayecTBe AEeTEPMUMHAHTOB MOCTOSIHCTBA MOXET BbICTYyMNaTb, Hanpumep: OTCyT-
CTBME anbTepHaTUBbI; HEeXeNaHne HECTU U3OEPXKKU NepekntioveHns (BpeMeHHbIEe, KOrHUTUB-
Hble, CBA3aHHbIE C aganTaumen K HOBbIM YCITOBUSIM; MCUXO3IMOLMOHanbHbIE, CBA3aHHbIE C BO3-
MOXXHbIMW pUCKaMn NpuobpeTeHns ToBapa U/unu ycnyrn HeHaanexatlero kadecrtsa v npou.).

Kak ogHy 13 appekTuBHbIX Mep ans obecneveHns, nogaepxaHusa 1 yBennyeHus cre-
NeHn NPUBEPXXEHHOCTU NOTPEOUTENS K PO3HUYHOMY TOProBOMY NpeanpuaTUIO Mbl paccmarT-
puBaeM BHeApeHUe nporpaMmm nosansHocTtu (ganee — MJ1).

Mcnonb3oBaHue N1 gaet notpebutenam oLylleHe NpuHagneXxHoCTU K onpeaeneHHou
coumanbHou rpynne, a Takke psg Bbiro 9KOHOMUYECKOTO U HE3KOHOMMUYECKOIO XapakTepa.

B HacTosiwee BpeMsi Hapsady C OUCKOHTHbIMU nporpaMmmamMy fosnbHOCTU LUIMPOKoe
pacnpocTpaHeHne uMetoT BOHYCHble, NpeanararLmne B OTNNYME OT CKUAOK B pexume pe-
arbHOro BpeMeHW OTCPOYEHHYIO BbIroAy B BUAE NOSTyYEeHUSA NaTexHoro cpeacrasa unm no-
AapkoB B 0O6MeH Ha HakorneHHble 6oHychl (bannbl).

Po3HnyHoe ToproBoe npeanpustue Kpome ykasaHHbIX BbIlle SKOHOMUYECKUX BbIrOA,
CBSI3aHHbIX C NpuobpeTeHnem NosiNbHOCTUN NoTpebuTenen, odhopmnss KapTbl KNMEHTa, co-
3[4aeT nepcoHMULMPOBaHHYO KNMEHTCKyto 6a3dy. Ee ncnonb3oBaHme No3BonsdeT: 3HaYu-
TeNbHO CAKOHOMUTb Ha pacxoax, CBSA3aHHbIX C MAPKETUHIOBLIMU UCCNeSOBaHUSIMU; Ha OC-
HOBE pe3ynbTaToB aHann3a oCyLeCcTBSEMbIX MOKYNOK U NPOBOANMbIX ONPOCOB BbISBNATb
NOTPEOHOCTN KOHKPETHbIX MoKynaTtenen (AOMaLHUX XO3SWUCTB); NMPUHUMATbL CBOEBPEMEH-
Hble Mepbl MO NOBbILLEHNIO LLEHHOCTW NpeafiaraemMoro npoaykra.

7. [losbiweHue yposHs coyuasibHoOU omeemcmeeHHoCcmu

C TeyeHnem BpeMeHN oxungaHusa obuiectsa B OTHOLLEHUN PUTENNEPOB nNpeTepnenm
CYLLECTBEHHbIE UBMEHEHUS.

ATpnbYyTOM NPOrpeccmMBHbLIX KOMMAaHUN, CTPEMSLLMXCA K yCTaHOBNeHuo GanaHca B
yOoBeTBopeHnn noTpebHoCcTen BCex 3anHTepecoBaHHbIX CTOPOH, CTAHOBUTCS He TOSbKO
OTBETCTBEHHOCTb MO OCYLLECTBMEHN0 OeATeNbHOCTM B COOTBETCTBMU C 3aKOHOAATESbHO
YCTaHOBMEHHBIMW HOPMaMu 1 NpaBusiaMn, HO U couunanbHasi OTBETCTBEHHOCTb, BbIXOAs-
LWas 3a paMKkun gaHHbix TpeboBaHui, B Buae OOPOBOSbHOW peakumMm Ha CyLlecTByroLmne
npobnembl obuiecTsa.

Tak, Hanpumep, B runepMapkeTax cetu «ALllaH» LUMPOKO UCMONb3yeTCs, B TOM Ynucne
npu paboTe Ha KaccoBbIX TEpMUHANax, Tpya nepcoHana, MMerLwero orpaHnyeHHble ousun-
Yeckne BO3MOXXHOCTU, YTO BbICTYMNaeT B KayeCTBe 3HA4YMMOro BKNaga B ero couuarnbHYyHo
aganTtauumio.
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H3Y4HO-METOANHECKA
SAEKTPOHHbBIZ XKYPHaA

TeHpgeHums k 6ypHomy pocTy HTT1, ncnonb3oBaHmne pe3ynbTaToB KOTOPOro NO3BONSET
CHMXaTb cebeCToMMOCTb NPOAYKUMM 3a CYET 3aMelleHns Bonee JOPOroCcToAWMX KOMMO-
HEeHTOB MeHee 3aTpaTHbIMU, HO 3a4acTyl0 OOBLEKTUBHO CHUXAaKLWMMK ee NONe3HOoCTb Ang
notpebutens, a Takke opMeHTauusa Ha KHeUCKYLLEHHOCTb» NOTpebutensa B BOCNPUATUM Ka-
YeCTBEHHbIX XapaKTepUCTUK NMPOAYKTOB HE MOTYT HE OKa3blBaTb OTPULATESTbHOIO BINAHUS
Ha COCTOsIHMe 300POBbS HaceneHusi CTpaHbl.

Tak, Hanpumep, npuobpeTtast TOPTbl UMM MOSOYHbIE NMPOAYKTbI, UMEKLWME ANUTeNb-
Hble CPOKWN XpaHeHWs1, NOTpebunTenb MOXET HE OCO3HaBaTb, YTO AaHHbIN NOKa3aTeNb 4OCTU-
raeTcsa nocpeacTBOM YBeNUYeHUs OO KOHCEPBAHTOB B COCTaBe NpoayKTa.

Hepapowm, Hanpumep, B pe3ynbTate gerycrtaumm nokynaTensaMu nuesbiX NpoayKToB
B TeneBu3NMOHHOWN nepepadve «KoHTpornbHasa 3akyrnka» ([lepBbin kKaHan) ux npeanodTeHus
3a4acTylo OTAAKTCH BKYCOBbIM Ka4yeCcTBaM 06beKTOB 3KCNepTU3bl, BNOCNEeACTBUM BblObIBa-
OLLMM M3 KOHKypCa M3-3a HEeCOOTBETCTBUSA MO Kakum-nnbo napameTpam TpeboBaHusM,
ycTaHoBrieHHbIM HI.

CyObeKTbl PO3HNYHOW TOProBNM AOSMKHLI aKTUBHEE NMPUHMMATL Ha cebs Takyro coumarnsHO
3HaYMMYIO OYHKLIMIO, KaK MOBbILLEHNE NOTPebUTENbCKOM OCBEAOMIIEHHOCTM NOKyNaTenen.

Kpome noBbIleHnst NoTpebuTensckon 0CBe4OMITEHHOCTU akTyarbHbIM SBSETCA Takke
npuobLieHne notTpebutenen Kk 3q0poBomMy 06paay ku3Hu. [laHHoe HanpaBneHe YCneLwHo Uc-
nonb3yeTcs TakumMu NpeanpusaTUAMn CETEBOW PO3HUYHOM TOProBnu, kak «CenbMOn KOHTU-
HEHT», B KaXOOM CyrnepmapKeTe KOTOPOro MMeTCa oTaenNbl «340poBoe NUTaHNe», a Takke
«[lepekpecTok», B KOTOPOM aKTUBHO peanunayeTcs cTpaTterys, MoTMBMpPYIoLas nokynatenen K
MOKyrKam NpPOAYKTOB, MOMOXUTENbHO BAUSIOLMX HA COCTOSHUE 340POBbS, NPeAOCTaBNSAITCA
pekomMeHgaummn no hopMmpoBaH1Io ONTUMAIbLHOTO paumoHa NUTaHUS Y NPOoM.

lMpMeHeHVe BbllLeyKka3aHHON KOHUENUUN OOSMKHO OKasaTb BIIUSIHWE HA U3MEHEeHue
CTPYKTYpPbI NpeanioxeHus (B Nosib3y ToBapoB, 0O0BHEKTUBHO Boriee nonesHblx A8 300pOBbS
rnokynaTtenemn), NOBbICUTb YPOBEHb Ka4yeCTBa XWU3HW LeNeBOoro cerMeHTa, yBenuinTb cre-
neHb goBepust notpebutenen K NpeanpuUATUIO PO3HUYHOW TOProBnW, oKasaTb Henocpea-
CTBEHHOE BNUSAHME Ha MOBbLILLEHNE UMUOXKA NPeanPUATUSA Kak NOCTOAHHO 3aboTsLerocs o
CBOWX KINMEHTAaXx 1, Kak cneacteue — BHECTW BKNa B obecnevyeHne KOHKYpPeHTOCNOCOBHOCTH
npegocTaBnseMbIX YCNyr, a COOTBETCTBEHHO, 1 CaMOro NpeanpusaTus.

Kak nporpeccuBHOe HanpaBneHve Mbl paccMaTpuBaemM oObeaUHEHNE YCUNUA CyOb-
€KTOB PO3HWYHOW TOProBNn C LereBbiMU NOTpedbuTensaMu Ans pelleHns cepbesHblX Coun-
anbHbIX Npobnem.

B kayecTBe npymepoB Takoro NapTHEPCTBa MOXHO MPUBECTU peanuayemyto B cynepmap-
keTax cetn «llepekpecTtok» nporpammy «llepekpecTok — LKonamy, Lesib KOTOPOW — MOMOLLb
obLeobpasoBaTenibHbIM yYpeXaeHusaMm, unu nporpammy «KenTbli NakeT nomoraet SeTamy,
HanpaeBneHHy Ha NpeJocTaBneHre NoMoLLM BonbHBIM AETSAM M 3almUTy OKpYXatoLLen cpeapl,
peanusyemMyro aBCTPUNCKON KoMnaHuen «brnnay» B ceTn 0qHOMMEHHbIX CyrnepMapKeToB.

Pesynbtatamn npuHATMA cybbekTaMym PO3HUYHOW TOProBNN OOMNONHUTENBHOW COUM-
arbHOW OTBETCTBEHHOCTW BbICTYMNAKT KPOME YXe YKa3aHHbIX Bbille crefytoLmne nornoxu-
TenbHble 3PAEKTDI:

— obpalleHne BHUMaHUA obLiecTBa Ha Hanvyue onpegeneHHon Nnpobnemsi;

— OKasaHwe agpecHOW NomoLLw;

—  MOBbILLEHWE YPOBHSA NOANBHOCTU MOKynaTernewu;

— dopMumpoBaHue 6r1aronpUATHOro MMMUIXKa opraHmsaumm u rnpou.

8. [lpumeHeHue beHYMapKuHzaa

B kauyecTBe 0gHOro U3 AenNCTBEHHbIX MHCTPYMEHTOB MO MOBLILLIEHWIO YPOBHSA KayecTea
N KOHKYPEHTOCMOCOOHOCTM yCryr PO3HUYHOW TOProBnuM BbICTyNnaet OGeHYMapKuHK
(Benchmarking) — cuctematunyeckoe nccrnegoBaHue, aHanms U UCNonb3oBaHWe Ny4yllero
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H3Y4HO-METOANHECKUIA

SAEKTPOHHbBIA XXYPH3A
OnbITa, MICTOYHMKOM KOTOPOro MOXeT ObITb Kak caMa opraHu3auus, Tak 1 gpyrme opraHusa-
uuKn, nobmBLIMECH yCnexoB Ha M3BPaHHOM MonpuLLE.

Ecnu B opraHnsaumm KynbTUBMpYyeTCS TBOPYECKUIN NOOXOA K eATENbHOCTU, HanaxeH
oOMeH 3HaHMAMM, HaBblkaMn, TO Ha nnatopme 3PPEKTUBHOIO COTPYAHMYECTBA MOXHO
chopMMpoOBaTb Takne KOHKYPEHTHbIE MPEMMYLLLECTBA, KOTOPbIE HE Bblnin Obl 4OCTYMHbI AN
CcO3[aHns OTAerNbHbIM YrieHaM TPYAOBOroO KOMMeKTMBa, nogpasgeneHuam npeanpuatung,
npeanpusTUsaM B COCTaBe OpraHn3auni.

B ueHTpe BHMMaHus gomkeH ObiTb Takke nepefoBON OMbIT KOHKYPEHTOB, NOEpPOB
oTpacnu, npeacTaBuTenen UHbIX oTpacnen 3KOHOMUKN C Y4ETOM BO3MOXHOCTU NepeHece-
HUS ONbITa NOCEOHMX HA «NOYBY» OpraHM3aumun.

Heobxoaumo ncnonb3oBaTb Knagesb Goratenwero onbita, HAKOMMNEHHOrO Kak 3apy-
GeXHbIMU puTennepamu, Tak n 0Te4eCTBEHHbIMU, OCOBEHHO MPMHMMAasi BO BHUMaHWE TOT
dakT, 4YTo HekoTopble n3 Hux (Hanpumep, OAO «CeabMON KOHTUHEHT») B onpeaeneHHbIX
npegenax NposiBAsSOT OTKPbITOCTb CBOEN OeATeNbHOCTU, MHAOPMUPYS OBLLEeCTBEHHOCTb
He TONMbKO O ee pesynbTaTax, HO 1 0 cnocobax, MCNOSTb30BaHHbIX AN UX AOCTMXKEHUS.

[Mounck nyTen HenpepbLIBHOrO COBEPLLUEHCTBOBAHUA AOMKEH CTaTb HEOTHEMIIEMOM Ya-
CTblO [OeATENbHOCTU PUTENNEPOB, CTPeMAWUXCs obecneynTb KOHKYPEeHTOCNOCOBOHOCTb
npegnaraemMbiX pbIHKY NPOLYKTOB.

3aBepLuas npegocTaBreHne oTAerbHbIX peKkoMeHaaL M Mo NOBbLILWEHUIO KOHKYPEHTO-
CNOCOBHOCTN YCIyr PO3HNUYHOM TOProBnu, No3BonMmM cebe, onupasicb Ha nnaTtgopmy Teo-
peTUYECKUX 3HAHUN U SMNUPUYECKUX JaHHbIX, CAeNaTb HUXeCneayoLWwmnn BbIBO,.

Ha notpebutensckom pbiHKe . MOCKBbI COXPaHAT CyLLeCTBYOLLME NO3MLUK U rosnydaT
AanbHewllee pasBUTUE Te KOMMNaHWW, KOTopble, CHOPMUPOBAB AMACTUYHYIO CTPaTErMUeckyto,
OpraHM3aLMOHHYH0, TEXHONOMMYECKYHO CTPYKTYpPbI, ByayT CTPEMUTLCS K AOCTUXEHNIO COBCTBEH-
HbIX Lierien nocpeacTBoM yOOBNeTBOPEeHNs NoTpebHOCTeN BCeX 3aMHTEPECOBaHHbIX CTOPOH.

Bbibop n peanusaumsa ctpaTermm, OpueHTUpOBaHHOM Ha cobntogeHne GanaHca nHTepe-
COB: noTpebutenen, cyObEKTOB PO3HNUYHOW TOProBnv, ydpeauTernen, nepcoHana TOproBoro
npeanpuaTUsi, UHBECTOPOB, MOCTaBLLMKOB, FOCyJapcTBa 1 06LecTBa B LeSIoM, NpeacTaBnsioT,
Ha Hall B3rnsd, Hanbonee nepcrnekTMBHOE HanpaBneHue pasBUTUS PUTENNIEPOB B YCIOBUAX
dopmupoBaHusa 3pPEKTUBHON KOHKYPEHTHOW Cpeabl, CneaoBaHNe KOTOPOMY CMOCOOHO 3Ha-
YUTENbHO COKPaTUTb AUCTAHLMIO, OTAENSIOWYI0 NOTPEOUTENBCKUI PbIHOK . MOCKBBI B €ro
HaCTOSILLEM COCTOSIHUM OT UMBUIN30BaHHbLIX PbIHKOB EBponbI M Mypa.

CcCbINKM Ha UCTOYHUKU

1. Aakep [. CtpaTternyeckoe pbiIHOYHOE ynpasrneHune. 7-e uag. / nep. ¢ aHrn. nog pea. C. . boxyk. — CI16.:
Mutep, 2007. — 96 c.: un. — (Cepua «Teopuss MeHegKMEHTa»).

2. beneuknin M. 1. ObecneveHne NosNbLHOCTU NOTpedbuTenen — NPUOPUTET B pa3BUTUM chepbl PO3HUYHON
Toproenu // Bonpockbl 3koHoOMUYeckux Hayk. 2013. — Ne 2. — C. 8-9.

3. bBbeneukun M. [. HeobxogmmocTb oGecneyeHus HenpepbiBHOCTU CTPaTernMyeckoro MeHemKMeHTa B
chbepe po3HMYHON Toprosnu // Bonpockl 3kOHOMUYECKUX Hayk. — 2012. —Ne 6. — C. 7.

4. Beneukuin M. . YcTaHOBNEHNE NAPTHEPCKNX B3AaUMOOTHOLLEHWNIA CYyObEKTOB PO3HUYHOW TOProBMU C MO-
cTaslmkamu // Bonpocbl akoHOMUYeCckux Hayk. — 2013. — Ne 1. — C. 9-10.

5. bBeneukuit M. 1. MNoBbIlWeHMe YPOBHSA coLmManbHON OTBETCTBEHHOCTW Kak CTpaTernyeckoe HanpasneHvne
pasBUTMS COBPEMEHHbIX NPEeANpPUATUA PO3HUYHON TOpProenu // Bonpockl 3koHOMUYECKMX Hayk. — 2012. —
Ne 4. — C. 6-7.

6. bBbeneukun M. [1. OpraHnsaunoHHasa CTPyKTypa Kak 3Ha4YMMbI AETEPMUHAHT KOHKYPEHTOCNOCOBHOCTU
npeanpusTui // Bonpockl akoHOMU4Yecknx Hayk. — 2014, — Ne 3. — C. 13.

7. bBeneuknin M. [1. BnusHue ycnoBui TOProBoro o6CnyXnBaHus nokynaTtenemn Ha obecneyeHne KOHKypeH-
TocnocobHocTU npeanpusaTuin cdepbl yenyr // T'ymaHuTapHble Haykn B XXI Beke: matepuansl V Mexay-
Hap. Hay4.-npakT. KoH®. (30.11.2011). — M.: 3a-Bo «CnyTHUK+», 2011. — 422 c.

8. Beneukun M. 1. KopnopaTuBHas kynbTypa Kak 3Ha4UMbI AETEPMUHAHT KOHKYPEHTOCNOCOBHOCTM Npeanpu-
atus // l'ymaHutapHble Haykm B XXI Beke: maTepuans! || MexayHap. Hayd.-npakT. kKoHd. (15.05.2011). — M.:
M3g-Bo «CnyTHuK+», 2011. — C. 63-65.

10


http://e-koncept.ru/2015/
http://e-koncept.ru/2015/

beneykuli M. []. OcHosHble HanpasneHus o obecre4eHuto KOHKYpeHmMocnocob-

Hocmu ycrye, OKasbieaemblx Mpednpuamuamu po3HUYHoU mop20osnu 2. MocKes!
// KoHuenm. — 2015. — Ne 06 (utoHb). — ART 15195. — 0,8 1. n1. — URL: http://e-kon-
cept.ru/2015/15195.htm. — ISSN 2304-120X.

HaYYHO-METOANHEeCKIIA
SAEKTPOHHBIA >KyPH3A

9. bBonbluas skoHomuyeckas sHuuknoneams. — M.: Qkcmo, 2007. — 816 c.

10. MeHemxMeHT: KpaTkuin Kypc / aBT.-cocT. M. W. bacakoB. — 3-e 13g., ucnp. n gon. — M.: N3g.-Toproeas
kopnopauus «dawkos n K», 2008. — 148 c.

11. MeckoH M. X., AnbbepT M., Xepoypu ®. OCHOBbI MeHeIKMeHTa. 3-€ 1u3a.: nep. ¢ aHrn. — M.: OO0 «M.[.
Bunbamcy, 2008. — 672 c.: un.

Maxim Beletsky,

Candidate of Economic Sciences, Senior lecturer at the chair of Marketing, Economics and Labor Sociology,

Russian State Social University, Moscow

supermax83@bk.ru

Main directions for ensuring competitiveness of the services provided by retailers in Moscow

Abstract. The paper analyzes the possible directions of competitiveness of services provided by the retailers

in Moscow. Using secondary sources and empirical research, the author determines main directions for en-

suring competitiveness of services provided retailers of the metropolis.

Key words: competitiveness of retail services, customer loyalty, quality of life, retail, strategic planning.

References

1. Aaker, D. (2007) Strategicheskoe rynochnoe upravlenie. 7-e izd. / per. s angl. pod red. S. G. Bozhuk,
Piter, St. Petersburg, 96 p.: il, (Serija «Teorija menedzhmentay) (in Russian).

2. Beleckij, M. D. (2013) “Obespechenie lojal'nosti potrebitelej — prioritet v razvitii sfery roznichnoj torgovli”,
Voprosy jekonomicheskih nauk, Ne 2, pp. 8-9 (in Russian).

3. Beleckij, M. D. (2012) “Neobhodimost' obespechenija nepreryvnosti strategicheskogo menedzhmenta v
sfere roznichnoj torgovli”, Voprosy jekonomicheskih nauk, Ne 6, p. 7 (in Russian).

4. Beleckij, M. D. (2013) “Ustanovlenie partnerskih vzaimootnoshenij sub#ektov roznichnoj torgovli s post-
avshhikami”, Voprosy jekonomicheskih nauk, Ne 1, pp. 9-10 (in Russian).

5. Beleckij, M. D. (2012) “Povyshenie urovnja social'noj otvetstvennosti kak strategicheskoe napravienie razvitija
sovremennyh predprijatij roznichnoj torgovli”, Voprosy jekonomicheskih nauk, Ne 4, pp. 6—7 (in Russian).

6. Beleckij, M. D. (2014) “Organizacionnaja struktura kak znachimyj determinant konkurentosposobnosti
predprijatij”’, Voprosy jekonomicheskih nauk, Ne 3, p. 13 (in Russian).

7. Beleckij, M. D. (2011) “Vlijanie uslovij torgovogo obsluzhivanija pokupatelej na obespechenie konkuren-
tosposobnosti predprijatij sfery uslug”, Gumanitarnye nauki v XXI veke: materialy V Mezhdunar. nauch.-
prakt. konf. (30.11.2011), Moscow lzd-vo “Sputnik+”, 422 p. (in Russian).

8. Beleckij, M. D. (2011) “Korporativhaja kul'tura kak znachimyj determinant konkurentosposobnosti
predprijatija”, Gumanitarnye nauki v XXI veke: materialy 1| Mezhdunar. nauch.-prakt. konf. (15.05.2011),
Moscow Izd-vo “Sputnik+”, pp. 63—65 (in Russian).

9. (2007) Bol'shaja jekonomicheskaja jenciklopedija, Jeksmo, Moscow, 816 p. (in Russian).

10. Basakov, M. I. (2008) Menedzhment: kratkij kurs, 3-e izd., ispr. i dop., 1zd.-torgovaja korporacija “Dashkov
i K, Moscow, 148 p. (in Russian).

11. Meskon, M. H., Al'bert, M. & Hedouri, F. (2008) Osnovy menedzhmenta. 3-e izd.: per. s angl., OO0 “I.D.
Vil'jams”, Moscow, 672 p.: il. (in Russian).

304-120X
PekomeHdoeaHoO K nyb6nukauyuu:.

06
lopessim 1. M., kaHOuGamom rnedazoaudeckux Hayk,
enasHbIM pedakmopom XypHana «KoHuenmy

9

9liy723041112015

ﬂonynmna B pedakumio 03.06.15 I'Ionyqua MO/IOXKMUTE/IbHAA PeLieH3NA 05.06.15 www.e-koncept.ru
Received Received a positive review

MpuHATa K ny6avKauum Ony6avKoBaHa

Accepted for publication 05.06.15 Published 05.06.15

© KoHuenT, HAay4HO-MeTOoAMUYECKMA 3/IEKTPOHHDIN XypHan, 2015
© beneuxuii M. 4., 2015

11


http://e-koncept.ru/2015/
http://e-koncept.ru/2015/

