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YnpaBneHue c6bITOM B AeATEeNLHOCTU NpeaAnpuaTUi ccepbl yenyr

AHHOmMauyus. B cmambe paccmampusaromcs rnpobrnembl cbbimogol desmernibHocmu
npednpusimuli, OKa3bl8atoUwUX ycriyeu HacesieHuto. Aemop paccmampueaem OCObEeHHO-
cmu ycrye u opa2aHusayuto ux cbbima. Yoernss eHumaHue rnpobrnemam yrpasrneHusi cbbi-
mom ycriye, asmop akyeHmupyem eHUMaHue Ha posnu ux npodsuxeHusi. Paccmampuea-
emcsi KOMIIeKc rnpooO8UXXeHUSs yCrly2 U poslb €20 0mOAesibHbIX COCMAaBISIoWUX. PeKambl,
umudxa, nabnuk punetwuH3. AKUeHmupyemcsi BHUMaHue Ha posiu repcoHarsna e obecrie-
YeHUU MoebIWeHUsT KOHKYPeHmMocrnocobHocmu rpednazaemMsbix ycriyea.

Knroyeenle cnoea: ycnyaa, nonumuka cbbima, npeodnpusmue, peknama, UMUuoxX rpeo-
npusimus.

Pa3den: (04) akoHOMUKa.

B nepuog kpusnca oCcob6eHHO BaKHbIM U OAHOBPEMEHHO NPOBEMHbIM CTaHOBUTCH
Aana npegnpusatia cobiT. MHorve npegnpuaTusa, HeAOOLEHMBAsi BaXXHOCTb MPaBUIIbHOMO
nogxoda K cucteme cbbita. TEPSAIOT HA 3TOM OrPOMHYIO 4O NpubbINN, B TO BPEMSA Kak
rPamMOTHbIV MOAXO0A K OpraHM3aumm 1 ynpaBneHuio cObITOBOM AEATENbHOCTbIO Npeanpus-
TUs CNOCOBEH MakCMManbHO aKTMBM3MPOBaTb CObIT M 0BGEeCcnevYnTb KOHKYPEHTOCNOCOO-
HoCTb npeanpuatna [1].

MaBHas uenb cObiTa — 9TO peanu3aums SKOHOMUYECKOro MHTepeca Npou3BOAUTENS
(nonyyeHvne npegnpuvHMMaTEnbCKOM NPuUbbLINM) Ha OCHOBE YO4OBNETBOPEHUsI NraTexecrno-
cobHoro cnpoca noTtpebutenen. CobIT HeceT B cebe PyHKUMM NO ONpPeAENneHnto OKOH4Ya-
TEeNbHOro pesynbrata AesaTeNbHOCTM NPeanpusaTUa U NOBbILLEHMIO KOHKYPEHTOCNOCOBHOCTH
AAHHOro NPOn3BOACTBA NMPW XOPOLLO OpraHn3oBaHHOM cbbiTe. B camon ocHoBe adhdpekTmB-
HOro pacnpegeneHus ycnyr NexuT OpuMeHTaumsl Ha yOoBreTBOpEeHME pa3HoObpasHbIX 3a-
NMPOCOB KOHEYHbIX NOTpebuTenen, a Takke NOCTPOEHNE CUCTEMbI pacnpeneneHns, Kotopas
Oblnia Obl apbekTUBHA KakK Ansi camMoro NpeanpuaTus, Tak u Ans ero KnueHTos. [Npu atom
crnocob cyLecTBOBaHUS JaHHOW 3(hbheKkTUBHOM CUCTEMBI pacnpeneneHus dyaget paccmart-
pYBaTbCH Kak COBOKYMHOCTb AENCTBUIA MO MaKCUMasribHOMY NPUBNMKEHUIO YCRyr K Leneson
rpynne notpebutenen, NM6o HAOBOPOT, NPUBIEYEHNIO NOTpebuTenen K MecTy NpounsBoa-
cTBa ycnyr. Belbop opueHTauum n cnocoba yooBnEeTBOPEHUS 3anpocoB noTpedutenen u
COCTaBNSAET CyTb (PMPMEHHOWN «MOMUTUKMY» NPEANPUATUS, KOTopasi ABMSETCA BaXKHEWLLMM
acnekTom B obnactu cbbiTa ycnyr, asnswoowmxcs ocobbiv BMOoM ToBapa. Ycnyra — ntoboe
MeponpuaTUE UK Bbiroga, KOTopble 0AHa CTOPOHA MOXET NPeanoXnTb APYron U KoTopble
B OCHOBHOM HEOCS3aeMbl HE NPUBOAAT K 3aBnageHuto yem-nmbo [2]. CornacHo aToro onpe-
AeneHus, NPoON3BoaNUMbIE YCIYr MOryT OblTb NPeACcTaBMneHbl Kak NU3MEHEHMS B MaTepuarnb-
Hbix obbekTax. MatepuanbHbie OOBLEKTbI UMM HE MMETb MaTepuanbHOro BOMMOLLEHUS.
OcobeHHOCTK ycnyr kak ToBap NPOSBAAIOTCA U B CObITOBOWN NOMUTUKE.

Moa cObITOBOM MOMUTUKOM OpraHM3auuun, B LUMPOKOM CMbICRe, crneayeT noHumaTb
BblOpaHHble ee pPyKOBOACTBOM COBOKYMHOCTb CObLITOBbIX CTpaTerni MapkeTuHra U Kom-
nnekc MeponpuaTnin No opMMPOBaHMIO aCCOPTUMEHTa OKa3blBaeMbIX YCNyr, LeHoobpa-
30BaHM0, OPMMPOBAHNIO CMpoca U CTUMYIMPOBaHUIO cobiTa. FoBOpPsi 0O CObLITOBOM NONM-
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TUKE NpeanpusaTUS-NpoM3BOAMTENS YCNYr, creayeT paccmaTpuBaTth ee, Kak LeneHanpas-
NEHHYI0 OeATeNbHOCTb, MPUHLMMNbI U METOAbI OCYLLLECTBIIEHNSA KOTOPOW Npu3BaHbl OpraHu-
30BbIBaTb NOCTaBKy YCrnyr KOHeYHOMY noTpebutento. Ee ocHoBHON 3agayen siBnseTcs co-
34aHne ycrnoBui Ons npesBpalleHust noTpebHocTen NoTeHunanbHOro nokynatens B pe-
anbHbIA CNPOC Ha KOHKPETHbIE ycnyrin. HeT cCoMHeHMI B TOM, 4TO addhekTMBHasA cOblToBast
noniMTMKa AofmkHa ObiTb HanpaBrieHa Ha MOCTOSAHHOe OBHOBEHME acCOPTUMEHTa M Mo-
BblLUEHME KayeCcTBa npeanaraembixX KNMeHTam ycnyr.

C6biToBasd nonuTrKa NpeanpusaTus A0SMKHA OPUEHTUPOBATLCS:

1) Ha nonyyeHwe npeanpuvHMMAaTENbCKOM NPUObLINK B TEKyLLeM nepuoae, a Takke
obecne4veHne rapaHTun ee NonyyYeHus B byaywem;

2) MakcMmanbHOe yAOBMneTBOpeHMe niaTexxecnocobHOoro cnpoca notpeburenen;

3) [AONTOBPEMEHHYKD PbIHOYHYIO YCTOMYMBOCTb OpraHM3auumn KOHKYPEHTOCNOCO6-
HOCTb €€ NMPOAYKUNY;

4) co3gaHne NOSIOXKUTENBHOINO UMMUOKa Ha PbiHKE M NMPU3HAHME CO CTOPOHbI ObLLe-
CTBEHHOCTW.

PaspabaTtbiBaTb CObITOBYIHO MOMUTUKY LENIeCoobpas3HO MeHeakepam, OTBeYarLmm
3a cObIT M MapkeTuHr. OHa AOoMMKHA 3aKpennATbCs JOKYMEHTanbHO B TekcTe «[lMonoxeHuns
0 CObITOBOWM MOSIMTMKE» M COMNacoBbIBaTbCA C APYTMMU PYKOBOAUTENSMU OpraHu3auumu.
CtaHoBUTCS O4eBMOHBbIM TOT pakT, YTO CObITOBAA NONUTUKE CHOPMYNMPOBaAHHAsA Ha OC-
HOBe Lenen n 3agad cbbiTa, 4OMKHA COOTBETCTBOBATbL OM3HEC-KOHLIENUMN OpraHM3aumm,
a TakkKe NPUHATOMY Kypcy AenctBuin. HeymeHue ynpaBnsaTb CObITOM B COBPEMEHHbIX
YCNOBUSIX XO3ANCTBOBaAHUS HEMMHYEMO NPUBOAUT K HEMNMATEXam, OTCYTCTBUIO OOOPOTHLIX
CPEACTB Ha 3aKynky HeobxoaumbIX MaTepuarnbHbiX W, B KOHEYHOM uTore, 6aHKpoTCTBY
npeanpuatus. B 1o xxe Bpemsa getanbHO npopaboTaHHas M LOKYMEHTarbHO O0OpMIeH-
Has, cObITOBas NONMTMKa CTAaHOBUTCA 3(PPEKTUBHBIM MHCTPYMEHTOM OpraHm3aumm u KOH-
Tponsa Hag CObITOBOM AEATENbHOCTLIO OpraHmn3auum 1 ee nonoXxeHnem Ha pbiHke. O6oc-
HOBaHHOe (hopmupoBaHME N IPPEKTUBHBIA KOHTPOSb COLITOBON MOMUTUKN PYKOBOACTBOM
opraHusauum obecnevmBaloT €e KOHKYPEHTOCNOCOBHOCTb, a, criegoBaTeNbHO, U CaMo ee
CYLLECTBOBAHME B COBPEMEHHbIX XXECTKMUX YCNOBUAX KOHKYPEHTHOMN 6OPLOLI.

[na poCCUMICKMX OpraHM3aumni B CIIOXHbIX YCNOBUSIX COBPEMEHHOIO Kpuauca ynpas-
neHne cObITOM OCOBEHHO akTyarbHO, — M3MEHEHMEe CUTyauuu B CTpaHe, NOCTENeHHOoe
OCBOEHME HOBOrO0 3KOHOMWYECKOro MOpsiAka BblHYXXAaeT Gonbllee 4ncno npeanpuHuma-
Tenemn n MeHeoXepoB 0CO3HaBaTb HEOOXOANMOCTb AOCTMXKEHUSA HE TOSTbKO CUIOMUHYTHbBIX
(HemeaneHHoe nonyveHne npubdbinn), HO M gonroBpemMeHHblX uenen [3]. bonee Toro,
ONbIT YCNEewHO YHKUMOHNPYOLWMX Npeanpusatuin yoeauTenbHO CBUOETENbCTBYET, YTO
cObIT yCcnyr JOMMKEH pacCcMaTpuBaTbCs HE Kak pa3oBOoe MEeponpusaTve, a C dfemMeHTamu
TWaTenbHO NPOoAYMAaHHOM OO0NrOCPOYHON cTpaTtermn MapketuHra. lMog cbbitoBon aes-
TENbHOCTbLIO CnegyeT NoHMMaTh NPOLECC NPOABMXEHUSI YCRYr Ha PbIHOK U OpraHu3aumm
TOBapHOro obmMeHa C Uenbio M3BMeYeHNs npeanpMHMMmaTenbckon npubbinn. 3aecb nog
roToBOM MpOoAyKUMEN nogpasymeBaeTCcsl 3aKOHYEeHHble MPOM3BOACTBOM Ha JaHHOM npepg-
NpPUATUN M3genus, paboTbl U yCNyrn, KOTOpbIE MOTYT ObITb NPEeAOXEHbI PbIHKY.

Mpoaykums GonblUMHCTBA Npou3BoauTenen oObl4HO nonagaeT KOHEYHbIM NoTpebu-
Tendam no KaHanam pacnpegeneHuvsi, NpeacTaBNeHHbIM KOMMEPYECKMMUN NOCPEAHNKaMM,
ABNSAOLLMMUCS YH4aCTHMKAMM KaHANoB U BbINOMHAOLWMMN BCEBO3MOXHbIE (byHKLMM [6]. B
LUMPOKOM CMbICNe, Nog KaHanom pacnpeneneHnsi NoOHMMaeTCs psia opraHu3auui nunm ot-
AENbHbIX NNL, BKITHOYEHHbIX B NPOLECcC, Aenarwmnin NpoaykTbl UM yCrnyrin OOCTYMHbIMU
ana notpebutenen. Ponb KaHana pacnpeneneHnst 3akno4vyaeTcs B NepemMeLleHnn Toea-
poOB OT Npou3BoanTeENen k notTpebutenam. bnarogaps kaHany yCTpaHsIlOTCS pa3pbiBbl BO
BPEMEHN, MECTE U NpaBe COOCTBEHHOCTU, OTAENAKOLWME TOBAPbI U YCyrn OT TeX, KTO XO-
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Ten 6bl UMK Bocnonb3oBaTbcA. KaHan BkoyaeT B cebs NOTOKM PU3NYECKMX NPOAYKTOB,
COBCTBEHHOCTU Ha HUX, NNaTexen, MHPOPMaUMM 1 NMPOABMXKEHUA NPOAYKTa.

B kaHane cdepbl ycnyr UMpKyNupYKOT HeMatepuanbHble NpoaykTel (YCryru, naew,
3HaHus). ObpalleHne K nocpeaHnkam obbACHAETCS UX HENpPeB3OMAEHHON 3PEKTUBHO-
CTbi0O B AOBeAeHMM ToBapa A0 LeNneBbiX PbiHKOB. bnarogapsi CBOMM KOHTaKTam, OMbITy,
crneuvanmsaumm n pasmaxy OesaTerlbHOCTU NnocpefHuKN obblYHO npeanaratoT NpousBoaun-
Tento 6onbLyo NPUOLINbL, YEM OHU CMOCOBHbLI NONYYUTb CaMOCTOATENbHO. OCOBEHHOCTBIO
yCnyr siIBMseTCs MCNOMNb30BaHWE HYNeBOro KaHana cbbita, TO eCTb YCrnyru npegocTtaBng-
I0TCA HenocpeacTBeHHO notpebutento. MNepcoHan NpeanpusaTus, 3aHMMaloLWMIACA oKasa-
HWeM ycnyr, Kak NpaBuno, NMIMYHO KOHTaKTUPYeT C KMUMEHTOM U CTeneHb 3TOro B3auMoaemn-
CTBUSA BNUSAET HA MHEHWE KNneHTa o kadvectse obcnyxusaHus. OT npeacTaBneHnsa o Ka-
YyecTBa NpefocTaBnsieMblX YCMyr, YTO OKa3blBaeT BO3OENCTBUE Ha CTeNeHb NpUBEPXKeEH-
HOCTW KITMEHTOB AaHHOMY NPeANnpUSTUIO U aKTUBHO cnocobCcTByeT CObITY yCnyr.

Ha ycnewHocTb cbbiTa 6onbluoe BNUSHWE OKasblBaeT OpraHu3auus npoaBuKeHUs
yCnyr Ha pblHOK. [peanpuatns pasnuyHoro poda AesATEeNbHOCTU, OT MESNKUX PO3HUYHbIX
TOProBUEB [0 KPYMHbIX TOBaApOMNpOU3BOAUTENEN, BCE LUMPE WUCMOMb3YHT NPOABUMXEHME
NpoayKuun Anst AOCTUXKEHUA MapKETUHIOBbIX Lenen. [Ana npoaBMXeHUss UCNONb3YHoT Lie-
Nbl apceHan pasHoobpasHbIX CPpeacTB: peknamy, CTUMynupoBaHue cbbiTa, nepcoHarib-
Hble npogaxw [4].

[MepcoHanbHble NPOAAXM — HEMOCPEACTBEHHLIN KOHTAKT NpeacTaBuTenst npeanpus-
TS C OAHMM WM HECKOSTIbKMMW MOTeHUManbHbIMW MoKynaTensamMu ¢ Lenbko npeacraerne-
HWSA TYPUCTCKOrO NpoayKTa N COBEPLUEHUSA NPOAAXKN.

CtumynupoBaHue cbbiTa — KpaTKOBPEMEHHbIE NOBYANTENbHbIE MEPLI NpMobpeTeHus
ycnyrn. MoxHo paccmaTpuBatb CTUMynNMpoBaHue cbbiTa b6ornee getanbHO, UMed B BUAY
CTMMYIMpOBaHME BCEX YYaCTHWKOB npouecca npeaoctaBneHust ycnyr. B atom cnyyae
CTUMYIMpOBaHWe cObITa BKIIOYaeT B CBOW COCTaB:

1) CtumynupoBaHue notpebutenen. Hambonee wmMpoko ncnonb3yoTcs cnegyowmne
MeToAbl:

—  MCNONb30BaHWE pasnu4yHbix cepTudukaToB. CepTudukar, JaeT NpaBo KMeHTam
npuobpeTtatb onpeaeneHHble COCTaBnaLWmMe yCryrm no fnbroTHbIM LeHam. CepTudukaThbl
NPUMEHSAOTCA ANS CTUMYNMPOBAHUA KenaHus NofyYnuTb OOMOMHUTENbHbIE UM HOBbIE
yCrnyru, yBenmyeHus 4actoTbl NPUobpeTeHna ycnyr, CNpoc Ha KOTopble Havan nagarhb;

— MakeTHble NPOOAXM MO CHWKEHHbIM LieHaM NpeAcTaBnsaloT noTpedbuTtensm BoO3-
MOXXHOCTb NpuobpeTaTb YCNyru no LeHam HKe perynsapHbix.

2) CtumynupoBaHMe nepcoHana npegnpuaTtus, okasbiBawowero ycnyrn. CywHOCTb
CTMMYIMPOBaHNA NepcoHana 3akn4yaeTcs B CreayoLeMm:

—  CTUMYNMpPOBaHWE BbICOKMX TPYAOBbIX NOKa3aTenen;

— ¢opMMpOBaHNE ONpeaerieHHoONn IMHUMKM TPYAOBOro noBeAeHns paboTHUKA,
HanpaBfeHHOW Ha NPoLBETaHMe opraHn3auum;

— nobyxaeHne paboTHMKa K Hanbonee NOMHOMY MCMNOMb30BAHNIO CBOEro hmamnye-
CKOr0 M YMCTBEHHOro noTeHumMana B Npouecce OCYLLECTBEHUS BO3JIOXEHHbIX Ha HEero
00s13aHHOCTEMN.

Onnata Tpyaa — OCHOBHOW MOTUB TPYOOBOW AEATENbHOCTU U AEHEXHbIA U3Mepu-
Tenb cToMmMocTn paboyen cunbl; obecnevmBaeT CBsA3b Mexay pesynbTatamu Tpyaa, ero
npoLeccoMm, oTpaxkaeT KONIMYECTBO M COXHOCTb Tpyaa paboTHMKOB pa3nMyHoOn KBanudpm-
Kauumn. YcTaHaBnuBasi AOSMKHOCTHbIE OKNaabl ANs CryXalmx u TapudHble CTaBku Ons
pabo4nx, pyKOBOACTBO NpeanpuaTus onpenenser HopMaTUBHYO CTOMMOCTb paboyen cu-
Nbl C Y4€TOM CpeAHuX 3aTpaTt Tpyda nNpu ero HOpMaTUBHOW NPOAOIKMTENbHOCTU. CucTe-
Ma onnaTbl NepcoHana gormkHa 6a3npoBaTbCA HA HECKONbKMX OCHOBAHUSX: YPOBHE MpO-
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deccrnoHanbHoOn KBanudukaumm, Boicnyre net, oobeme BbINOSHAEMbIX paboT, CIOXHOCTU
YHKUUIA N Mepe OTBETCTBEHHOCTWU, BPEMEHU BbIMOMHEHUS paboThbl, NPOOOIHKUTENBHOCTH
onepauun n ap. OgHako nobas cumcTtema Bo3HaArpaXxaeHusa OOMmKHa co3faBaTb Yy Nepco-
Hana yBepeHHOCTb M YyBCTBO 3alUuLLEHHOCTU. Heobxogmmo, 4Tobbl paboTHUKN cocpeno-
TaymBarnucCb Ha BbIMOMHEHUN CTOSALUMX Nepen HUMU 3a4ad, He OTBIIEKasCb Ha TO, KakK npo-
KOPMUTb M 0OeTb CeMbto, 06ecneynTb KpbIly HaZ ronoBon. AT 3aayun OOIKHa pellaTb
rapaHTMpoBaHHasa YacTb 3apaboTHoM nnaTbl. B TO e Bpemsa AononHUTEnNbHbIE CpeacTea
CTUMYJIMPOBAHNA U MOTUBALMM NPU3BaHbl aKTUBHO BO34ENCTBOBATb Ha NOBbIWEHNE 3h-
PEKTMBHOCTM BLINOMIHEHNA paboTbl, NPUBOAUTL K YBENMYEHUO obbema peannsyemon
npoayKkuun n cnocobcTBoOBaTb MOMYYEHUIO MakCcMManbHOM NpuobbIn. K 4ononHUTENbHbIM
MeTogaM CTUMYNUPOBAHUS MOXHO OTHECTU, LEeHHble Nofapku, MopasibHble MOOLLPEHNS,
OTrynbl, JONOMHUTENbHBIE OTMNyCcKa, AONEeBOe yyacTue nepcoHana B npubbiniuv, npogaxa
akuum komnaHun. Hapsgy ¢ ONONHUTENBbHBIMU MeTO4aMU CTUMYNMPOBAHUSA POCCUIACKME
npeycnesaroLLMe KOMNaHMM B Ka4yecTBe MeToAda CTUMYNMPOBaHUSA Tpyda CBOMX paboTHU-
KOB MCMNONb3YIOT pasfiMyHble NbroTbl, TakMe Kak: onnata >XuMbsl, OpraHusauus oTabixa,
NbroTHbIW Npoe3a, onnata 6eH3nHa, obydeHne 3a c4eT KOMMNaHuu, CTpaxoBaHue, Npeao-
cTaBneHue ccya.

Mabnuk punenwHs — padota No cBA3sIM C 06LWEeCTBEHHOCTLIO, HanpaBneHHasa Ha co-
34aHne u nopaepxaHve gobpoxenaTesibHbIX OTHOLWEHUA U B3aMMOMOHUMAHUA Mexay
Hen n dupmon. MaeHas uenb Nabnuk punenLLIH3 3akmnyaeTcd B TOM, YTobbl NOOyauTb
nogen Beputb B AoOponopsigoyvHble Lenu opraHvsaumm, rnokasaTb, YTO OpraHu3auus
ULeT JOBEPUSA N AOBEPUTESbHBIX OTHOLEHMI C 00LWEeCTBEHHOCTLI0. [NaBHbIMK 3agadamu
nobon nporpamm Nabvk punNenLlH3 SBsTCAa yrydlleHne KaHanoB obLeHns, paspaboT-
Ka HoBbIX cnocoboB KOMMYHMKaLmMK. Belbupasa onpegeneHHble BapnaHTbl OCYLLLECTBNEHMUS
KOMMYHUMKaLMN, Kak cnocoba npoaBMXKEeHUs CBOEro toBapa, Npeanpusituio Heobxoaumo
yunTbIBaTb, Npexae BCEro, COOTHOLIEHNE CBOMUX Lienen u Bo3MoxHocTen. Cesasb ¢ obLue-
CTBEHHOCTbIO BOMIOWAeTCcs B BUAe pasHOOOpasHbIX BbICTABOK BCEX BUAOB, KOHBIOHKTYpP-
HbIX COBeLlaHun, Npecc-KoHMEepPEeHUNN, NOKYNaTenbCkuX KOHMEPEHLM, ONTOBLIX sSpMma-
POK, a Takke B BUAEe pPacCblfikv NPOCMNEKTOB, KaTanoros, nepenucke ¢ nokynarensamu. Kpo-
Me TOro, OHa BKItOYaeT B cebs PUPMEHHbIN CTUNb NpeanpusaTusi, COOTBETCTBYIOLLNA Ou-
3aiH PUpMeHHbIX BnaHKoB, cnyxebHbIx nomeweHn u T. N. Bce aTto cnocobeTByeT co3aa-
HUIO onpeaeneHHoOro MMnaXxa, YTo HenoCpeaCTBEHHbIM 0B6pa3oM OTpaxxaeTcs Ha KoMMep-
YeCcKnx ycrnexax NnpeanpuaTus.

Peknama — 310 onnaveHHaa dopMa HENMMYHOCTHOrO MNpeacTaBfeHns NPOAYKTOB U
dhopMMpOBaHNS CNPOCa Ha HEro, a Takke Co3daHus umuaxa npeanpuatnd. Peknama mo-
XeT OCyLLeCTBNATLCA Kak Yepe3 cpencTBa MacCoBOW MHopmauuu, Tak M B MecTax
npegoctasneHnsa ycnyr. C noMoLLbio peknambl NoBbILAeTCa MH(POPMUPOBAHHOCTL Ha-
ceneHusi, yBennumBaeTCcs YnUCro MOKYMOK, YCUINMBAETCS ee BO3dencTBne Ha hopMmnpoBa-
Hue noTtpebHocTen n crnpoca. HeobxoanmbI 3NEMEHT peKraMHON OeATENbHOCTU — CBA3b
C NPeccomn, Lernbio KOTOPOU SABASIOTCA COOBLLEHNS B NepUoamMyecKon nevaTtu, B nepegadax
no paguo, TeNneBMAEHMIO O TOBapax, UX NOTPEOBUTENBCKNX XapakTepuctmkax, o npeanpus-
TMAX, UX BbiNycKawowWmMx M T. N. Ona aTnx uenen npegnpusatus OpraHu3yrT npokaT pe-
KNamHbIX PONMKOB, TenedunbMoB, B KOTOPbIX peanusyloTcs MHGOpMaTMBHAA U npona-
raHgucTckas yHKUMN pekrnambl. B ycrnoBusx pbIHOYHOM KOHKYpeHUMn B 6o5iee CroXHOM
MONOXXEHUN OKa3blBalOTCA cpefHue npeanpuatus (CTaHuMm TeXHMYECKoro obcnyxmnsaHus
aBTOMOGUIEN), KOTOpble HE MOryT cebe NO3BONUTL Pacxo4oBaTh Ha peknamMy 3HayuTenb-
Hble CpeacTBa, Kak 3TO AenatoT KpynHble Npeanpuatms (Typuctmdeckne pupmel).

Kaxxgomy anemMeHTy KoMMnekca NpoaBMKeHUst NpucyLwm cneumdunyeckne npuemMsl u
meTtoabl. OOgHaKo, BCE OHW NpecneaylT Of4HY ueflb — COAeNCTBOBaTb YCMNELLUHOMY peLue-
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H3Y4HO-METOANHECKA

SAEKTPOHHbBIZ XKYPHaA
HUIO CTpaTerMyeckMx U TakKTUYEeCKMX 3agady peanusaumm nonutukm cobita. bnarogaps
NnpaBuUiibHOMY COYETaHWIO N MUCMNOSb30BaAHUIKD BCEX YETbIpeX COCTaBNAKLLMX 3N1EMEHTOB
Komnnekca n obecneunBaeTcs NpoABMKEHME Ha pbiHOK. HO 3agayn nonuTtuku cObiTa He
MOryT BbITb peanu3oBaHbl AhdeKTUBHO, ecnn npeanpuaTne dyaeT npeHebperatb Apyru-
MU COCTaBNAOLWUMN KOMMIIEKCA MapKeTUHra; a UMEHHO, ecrnin OTCYTCTBYIOT NpaBUSTbHbIN
Bbl6Op npoaykTa, LeHbl. KpoMme TOro, MpUMEHSIOT U Takme cneunduyecknx, CUHTeTMYe-
CKMUX CPeACTB U NpueMbl, Kak ydacTne (pmpMbl B BbiICTaBKax U sspMapkax, doopMmnpoBaHue
nMungxka v ap.

MUK — 9TO COBOKYMHOCTb CO3HATESIbHbIX UMM HEeCO3HaTesbHbIX NpeacTaBneHun,
00pa3oB, CYLLUECTBYIOLUMX Y KIMEHTOB M OBOLLECTBEHHOCTU O AAHHOM MNPEeanPUATUM UK
ycnyre.

[Mpn nocTpoeHnn nMuaka y4nTbIBalOTCA pearibHble OOCTOMHCTBA NpeanpusaTtud, a
TaKkKe MPUBHECEHHbIE KOMMYHUKAUMAMU XapaKTepuctuku. MNpuHUMNBLI NOCTPOEHUS Noso-
XUTENbHOIro Muaka unpmol.

1. dopmupyembii C NMOMOLLIO KOMMYHUKAUUA UMUK OOSHKEH OCHOBbLIBATbCHA Ha
peanbHbIX JOCTOMHCTBAX NPeanpuaTUs, a NpUBHECEHHbIE XapaKTEePUCTUKM LOSMKHbI BbiTe-
KaTb U3 pearibHbIX JOCTOMHCTB.

2. Mnpx pormkeH vMeTb TOYHLIM agpec, T. €. NpuBneKaTb OnpeferieHHyo uene-
BYHO ayauTOpPUIO.

3. mungx pomkeH 6biTb OpUrMHANbHBIM.

4. mngx gomkeH BbITb NPOCTbIM M MOHATHBIM, HE NeperpyXeHHbIM MHdopMaumnen,
4YTOObLI 06ECNEYNTb NErKOCTb 3aNOMMHAHUS N CBECTU K MMHUMYMY BO3MOXHOCTb MCKaXKEHUS.

5. Vmngx gormkeH 6biTb NnactuyHbiM. [MpoBoanMbIE MEPONPUATUSA, HaNpPaBEHHbIE
Ha cosfaHue npegnoyTeHnda y ayautopuun, B Criydae ycrnexa npoBOAAT K OCO3HaHMIO Mo-
TpebutensaMmmn pearbHbIX NPEMMYLLECTB NPeanpuaTUs 1M CyLeCTBEHHOro NpeBOCXOoACTBa
€ro ycnyr Hazi aHanormyHbIMn, npeanaraeMbiMyU KOHKypEeHTaMu.

B komnnekce yHKLMN MEHE)KMEHTA B CEPBUCHbLIX NPeanpuATUAX O4HO U3 BEOYLLNX
MEeCT 3aHMMaeT yrnpasreHne nNpoLeccoM obCnyXmBaHna nokynaTtenen. YnpasneHue npo-
ueccoMm obcnyxmBaHusl NokKynatenen paccMaTtpmBaeTCs Kak CIoXHasi COBOKYMHOCTb pe-
LWeHnn, BbipabaTbiBaeMbIX MeEHeKePaMM C Y4€TOM KOHKYPEHTHOW MO3ULUU CEPBUCHOIO
npeanpusaTMs Ha NOTpebuTenbLCKOM pbIHKE, CTaguMu €ro XM3HEHHOro LMKna, MMetoLLerocs
noTeHuMana TpygoBblX, MaTepuarnbHbIX U (PUHAHCOBBIX PECYPCOB. JTa COBOKYMHOCTb
ynpaBreHYeCKUX peLleHnn SBnaeTcsd OOAHUM M3 OCHOBHbIX MEXaHM3MOB OCBOEHUS npen-
npUATUEM, OKasblBalOLWUM YCryrn noTpedbutenam, n3bpaHHOW pbIHOYHOM HUWwK. Kpome
TOro, ynpaBneHMe MpOLECCOM OOCNyXnBaHUA MNOKynaTenen HepaspbiBHO CBA3AHO C
ynpaBneHneM BaXXHEMLLIMMUN SKOHOMWYECKMMMU MoKasaTensiMu OesTenbHOCTU npeanpus-
TWS, CYLLECTBEHHO BNUSKOWMMWN Ha ero pnHaHcoBoe COCTosiHME. QPEPEKTMBHOCTL 3TOrO
ynpaBneHus npsMo BfMSEeT Ha ob6beM npogaxu ycrnyr, CymMmy OOXO0A40B U npubbinu oT
OKasaHHbIX NpeanpuaTUemM ycnyr, a, crnefoBaTenbHO, U Ha BO3MOXHOCTU (PMHAHCOBOIO
obecne4veHnsa ero npeacrosiwero. Peanusauumn aton (pyHKUUKM OOIMKHO yaensTbes 60rb-
LLOE BHUMAHME B CUIY €€ BbICOKOM 3HAYMMOCTN B 0OecnevYeHnn pasBuTtus npeanpuaTns u
NnoBbILLEHNN IPPEKTUBHOCTU ero aesaTtenbHocTn [8]. Yem xe onpeaensieTcst ata BbiCOKast
3Ha4YMMOCTbL? Bbicokasi 3Ha4UMMOCTb (DYHKLMK ynpaBrieHnsi NpoueccoM obcnyXmBaHus no-
KynaTenenm BO3BOOAMT €€ B paHr cTpaTermyeckux YyHKUMW MeEHeKMeHTa CEPBUCHOro
npeanpusaTus, KoTopas AomKHa obecneunTb AOCTUXKEHNE CcTpaTerndyecknx uenen. MNpexae
Bcero, obecneyeHne BbICOKOrO YPOBHSA OBCNyXMBaHUSA MOKynaTenen ABnseTcs ogHoM u3
AENCTBEHHbIX (POPM yyacTuUs NpeanpusTMsa B KOHKYPEHUMN Ha pbiHKe ycnyr, doopMmpoBa-
HUS ero KOHKYPEHTHOro NpeumyLlecTBa. pa3sBuTtus. XoTs NOHATUE «ypOBeHb 0b6CnyxumBa-
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H3Y4HO-METOANHECKUIA

SAEKTPOHHbBIA XXYPH3A
HWA NoKynaTenen ycnyr» HOCUT 0DOOLLEHHbIN XapakTep, OHO onpeaenseTcs psgoM KOH-
KPEeTHbIX 3N1IEMEHTOB, KOTOPbIE UIPaIOT PasfnYHyIo porib B ob6ecnevyeHmnm 3Toro ypoBHS.

OcHOBHbIE aneMeHTbl, hopmupytoLne ypoBeHb 06CnyXnBaHus nNokynatenen n Bnu-
aroLwmne Ha o6bem Npoaaxn ycnyr:

1. Hanunume WMPOKOro M YCTOMYMBOrO accopTMMeEHTa ycnyr, obecnevyvBaroLlero
yaoBrneTBopeHne crnpoca obcrnyknBaemblx KOHTUHreHToOB nokynatenen. OCHOBHOe Hame-
peHne nokynatenen COCTOMT B YAOBMETBOPEHUM CMpOCA Ha YCryrn KOHKPETHbIX rpymnm,
onpegensemMblX paMKkaMy COOTBETCTBYKOLLEN OpMbl creunanusaumm npeanpuaTus.
Ob6ecneyeHune WMpoOKOro Bbibopa ycnyr, y4ntbiBalOWMX cneundguky notpebHocten obeny-
XMBaeMbIX KOHTUHIEHTOB MoKynaTernen, ABNAeTCA BaXHbIM yCroBMEM yOOBNETBOPEHUSA UX
crnpoca n paccmaTpuBaeTCs MU Kak OCHOBHOE YCIOBME BbICOKOIO YPOBHSA UX 06cnyxnBa-
HUA. Hanunyue ycToMumMBOro accopTMMeHTa YCnyr cnefyet paccMmatpuBaTb Kak npuopu-
TETHbIN 3NeMeHT obecnevyeHnst BbICOKOrO ypPOBHSI OBCNyXMBaHUSA CBOUX noTpebuTtenen u
ero BNuaHve Ha obbem Npoaaxu ycryr.

2. Bbicokas npodeccnoHanbHaa KBanudukauus nepcoHana, HemnocpencTBEHHO
OCYLLIeCTBNSAOLLEro npowuecc obcnyxmBaHna nokynatenen. lNpaktnyeckm HU ogHa ycnyra
He ocyulecTBnsieTcst 6e3 NocpeaACcTBEHHOIO KOHTAKTa NoKynaTtensa ¢ nepcoHanomM. Bbicokumn
npoceccrnoHanmamMm COTPYLAHMKOB NpeanpusaTmus cepbl yCrnyr, ero BHUMaTenbHoe U BEX-
nmBoe obpalleHre ¢ nokynaTensamm sSBfsTCS BaXXHbIM YCNOBUSIMW peanu3aumm Hamepe-
HWA nokynaTenen n cosgaHna 6naronpusaTHOrO NMCUXONOMMYECKOro Knumarta B npouecce
oKasaHusl YCIyr.

3. TlonHoe cobniogeHne yCTaHOBMEHHbIX MNpaBui peanusaumm M nopsgka ocy-
LwecTBneHnsa ycnyr. 3akoHogaTenbHO obecneunBaemas rocygapCTBoM 3alumTta npas Mo-
Kynatenen nonyyaeT CBOE OTpaXeHue B HOpMAaTUBHbIX TpeboBaHUAX, YTBEPXKOEHHbIX roc-
yAapCTBEHHbIMW OpraHaMm MnpaBun NpoAaXky TOBapOB W Nopsiaka OCYyLEeCTBNEeHUs aes-
TEeNbHOCTU MO oKasaHuto ycnyr. NonHoe cobntogeHne TpeboBaHUn 3TUX HOPMATUBHBIX A0-
KyMEHTOB (popMUpyeT rapaHTMpOBaHHO HEOBXOAMMBbIV YypPOBEHb OBCNYXMBaHMA MOKyna-
Tenewn, T. e. paccMaTpuBaeTCA Kak MUHUManbHbIN CTaHAapT 3Toro obcnyxmBaHus. Ha-
pyLUEHME YKa3aHHbIX HOpMaTUBHbIX TpeboBaHW HeJonyCcTMMO ANns npeanpusTtus, 3abo-
TALErocs 0 CBOEM UMUAXKE.

[aHHble 3nemMeHTbl, POPMUPYIOLLME YPOBEHb OBCNYXXMBaHUA MOKynaTenen ycnyr,
Takke Kak CTUmynupoBaHue cbbiTa, HanpaBneHbl Ha yBenuyeHne obbema Npoaaxu ycnyrm
pasBuUTNE NpeanpusaTUS-NnocTaBLLMKa YCIyr, NOBbILEHNE ero KOHKYPeHTOCnocobHOCTH [5].

Taknm 06pas3oM, Kaabl 3NeMEHT KOMMeKca NPOABMXKEHUSA OOSMKEH NPUMEHATLCS
CTPOro N0 Ha3Ha4YeHUo C Y4eTOM TeX OrpaHUYeHne KOoTopble OH caM Ha cebsa HaknagbiBa-
eT. Obuwee (BrogxeTHOE) ycnoBue 3(PPeKTUBHOCTN BCEX ANIEMEHTOB' KOMMNMeKca Npoasu-
XeHus: 3aTpaTbl Ha KOHKPETHbIN 3MEMEHT NMPOABUXKEHUSA OOSMKHbI ObITb MeHbLUe (1Mnu, no
KpanHen Mepe paBHbl) MPUPOCTY AOXOAOB, NOMYYEHHbIX B pe3yrnbTaTe u)! NCNofb30BaHUS.
Apyrue ycnosus 3EKTUBHOCTI 3aBUCAT OT Takmx pakTopoB, Kak 0COBEHHOCTN NpoaBU-
raemMoro npoaykta M CTagusi ero >XM3HEeHHOro LUMKNa, YPOBEHb KOHKYPEHLMUM Ha pbiHKe,
CTerneHb roOTOBHOCTM NOTEHUManNbHbIX NOTpebuTenen obpatuTbCs K ycrnyram npeanpusaTns,
a Takke KOHKPETHbIX YCMOBUI, CNIOXUBLLMXCA B AAHHBLIA MOMEHT Ha PbIHKE.

Ana peanusauun acdeKTMBHON CObITOBON MOMUTUKM BaXXHO pa3pabaTbiBaTb 6ioa-
KeT KoMnnekca NpoABWMXKEHUsT YCIyr, KOTOPbIA nNpeactaBnsieT coborm CymMmy acCUrHoBa-
HWA, UCNONb3YyEMbIX HA €ro OTAESbHbIE NIEMEHTbI.

PaspaboTaHHasi cObIToBas NoONUTMKa He JOCTUTHET CBOMX Lienen, ecnu He byaet co-
34aHa Hagnexawas cuctemMa aHanu3a ee pesynbTatoB. OHa pormkHa obecneudnmBathb
OLEHKYy OTBETHOM peakuuun LeneBbiX ayaAuTopuh Ha Meponpusitus no opMmpoBaHuIo
crnpoca 1 cTuMynupoBaHuio cbbiTa. OnepaTuBHbIA yYeT nocTynawowen nHgopmaumm ob

6


http://e-koncept.ru/2016/

Kosanesa H. B. YnpasneHue cbbimom 8 deamesnsbHocmu npednpusmuli cghepsi

yenye // HayyHo-memoduueckull snekmpoHHbll #ypHan «KoHuenmy». — 2016. —
No S6. —0,5 n. n. — URL: http.//e-koncept.ru/2016/76071.htm.

HaYYHO-METOANHEeCKIIA
SAEKTPOHHBIA >KyPH3A

OTHOLLEHUW KITMEHTOB K NPEANpPUSTUIO U OLEHKN UMK Ka4ecTBa OKasblBaeMblX YCIyr nos-
BONSIET YEeTKO pearnpoBaTb Ha HACTPOEHMS LENEBbIX ayaUTOPUIA M CBOEBPEMEHHO BHO-
CUTb HeobxoaMMmble MonpaBku B CObITOBYO NONUTUKY Npeanpusatus. Mcxoas us BbibpaH-
HOW cTpaTernu, OCyLLeCTBNSIETCA MOATrOTOBKA M MPOBEAEHME KOHKPETHbIX MepPONpUATUN
Kak Mo KaXxgoMy 13 COCTaBMSAOLLMX 3r1eMeHTOoB [7].

Xopowo paspaboTaHHas cuctema ynpabrieHusi CObITOM CTaHOBUTCS AENCTBEHHbLIM
hakTopoM B Aene AOCTMXKEHUS Liernen NnpeanpusTns No paclumpeHnto o6bemMoB okasbliBa-
€MbIX YCNyr U YBENUYEHUIO 0N pbiHKa
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Sales management in activity of the enterprises of sphere of services

Abstract. In article problems of marketing activity of the enterprises rendering services to the population are
considered. The author considers features of services and the organization of their sale. Paying attention to
problems of sales management of services, the author focuses attention to roles of advance them. The com-
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