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MeTtoagonoruyeckue noaxoabl K oueHkKe pe3ynbTaTUBHOCTHU
ynpaBneHnsa gOWKOJIbHbIM 06pa3OBaHMeM

AHHOmMauyus. B cmamse knaccuguyuposaHbl nodxo0bl K OUEHKe Kadyecmea OOWKOSIbHbIX
obpasosameribHbIX yCrly2, 4mo, 8 C80K 04epelb, 10380IiEM B8bISIBUMb OCHOBHbIE CI1O0-
cobbl oueHKUu Kadyecmea obpa3oesaHusi Kak rnpodykma mpyda rnedaz2o2udecko2o pabom-
HUKa, a 3Ha4yum, u pe3yrbmamugHocmu yrnpasreHusi O0WKObHbIM obpa3osaHueM. [1peo-
cmaerieHHas Knaccugukayus ¢ rnocnedyrowum onucaHuem modesnel (nodxodos) seris-
emcsi aesmopckou paspabomkod.

Knroyeeble cnosa: dowkoribHOe obpa3osaHue, oueHKa kadecmea ycriye, Modesnu u rnoo-
X00bl K OUEHKe, pe3yfibmamueHOCMb YrpaeieHusl.

Pa3den: (04) sakoHOMUKa.

B Teopun 1 npakTnke MeHe>KMeHTa CyLLeCTBYOT CTaH4apTHble 6a3oBble Mogenu aAns
OLEHKMN KavecTBa NpefocTaBngeMblX YCryr Ha TOM UM UHOM pbiHKe. B gaHHOM criyyae
cthbepa obpasoBaHus He aBnseTca ucknoveHnem. Kadectso obpasoBaTenibHON yCnyrn Kak
npoaykta Tpyaa negarorn4yeckoro paboTHuMKa BbICTynaeT PyHKUMOHANbHbIM Ha3Ha4YeHneMm
ynpaBneH4yeckon geatenbHoCT B cdhepe obpas3oBaHnd, KOTopoe onpenenseT COCTOsHUE U
pe3ynbTaTMBHOCTbL 0Opa3oBaTensHOro npouecca. TpyaHOCTU NPU OLEHKe pe3yribTaTUBHO-
CTW ynpaBrieHUs1 BO3HMKAIOT Ha4YMHasa C NepBOro ypoBHS cucteMbl obpasoBaHus [1].

B cootBeTCcTBUMN C PefepanbHbIM rocygapCTBEHHbIM 06pa3oBaTefibHbIM CTaH4aPTOM
AOLWKONbHOro 0bpas3oBaHNA «CUCTEMHbIE OCODEHHOCTM [OOLUKOSNbHOrO obpasoBaHusl, a
MMEHHO HeobA3aTeNbHOCTL YPOBHS OOLLKONbHOrO obpasoBaHus B Poccuinckon Pegepauunm
N OTCYTCTBME BO3MOXHOCTU BMEHEHUsI pebeHKy Kakon-nmbo OTBETCTBEHHOCTU 3a pe3yrib-
TaT», He NO3BONAKT TpeboBaTb OT HEFO KOHKPETHbLIX 3HAHUIA, YMEHU N HaBbLIKOB [2]. B pe-
3ynbTaTe OLEHUTb B MOMHOM Mepe KayeCTBO NpeaocTaBnseMbiX LOLIKOMbHbIX 0bpa3oBa-
TenbHbIX YCIyr, a Takke pe3ynbTaTUBHOCTb yNpaBrieHUs OOLKOSbHbLIM 0bpa3oBaHMeEM B
pamMkax ctaHgapTa (Tak HasbiBaemon mogenu FOCT) goCcTaTOYHO COXHO.

C uenbto pelleHnsa gaHHon npobnembl Hamy 0600LLEHBI 1 NPOaHaNM3npPoBaHbl HEKO-
Topble 6a3oBble MOAENW OLEHKN (MNK NOAXO0Abl K OLEHKe) KayecTBa B cdpepe ycnyr, KoTo-
pble MOXXHO aganTupoBaTb K cdpepe OOLLKONbHOro obpasoBaHus. [JaHHbIN aHanM3 no3eo-
NSET BbISABUTb OCHOBHbIE CNOCOOLI OLIEHKN KavYecTBa 0bpa3oBaHus, a 3HauuT, U pesynbTa-
TMBHOCTW yNpaBneHnsa AOLWKONbHbIM 06pa3oBaHMEM.

Takne wuccneposatenun, kak Konnus-MonTromepun, [oHabeamaH, 3. [[amMeccCoH,
K. 'peHpooc, H. KaHo, A. MNapacypamaH, B. 3antxemn, J1. beppu, Xensyg-®apmep, ®. KoT-
nep n gpyrue, BHECNM 3HAYUTENbHbIN BKNag B pa3paboTKy Moaenen OLEHKM KadecTBa
npegoctasnsemMblx ycnyr. MIx paboTbl nexaT B OCHOBE pa3paboTaHHOMW Hamu Kraccudumka-
uuun mogenen (tabn. 1).
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B pesynbTate aHanmsa BbISIBIIEHO, YTO CaMbiMW BOCTPEBOBaHHBIMU MOAENSMUN SBIIS-
IOTCS Te, KOTOpble CBsi3aHbl C JIMMHOCTbIK Meaarora, NOCKOSbKY MOBbILLEHWE KadecTBa
npegocTaBnsieMblX YCryr BO MHOIOM 3aBUCUT OT €ro Tpyda M MoTMBauumn K pabote. Mo-
3TOMYy paccMoTpuM nogpobHee AaHHbIE MOAENN.
Tabnuya 1
Mopaenu n noaxoabl K OLleHKe KayecTBa AOLWKONbHbIX O6pa3oBaTeNbHbIX YCNyr
(aBTOpPCKan paspaboTka)

KnaccugpukayuoHHbIl Npu3HakK HaumeHoeaHue modenu (nodxoda)
Mo pocTmxeHnto yTBEPXXAEHHbIX Noka3a- | Mogens TOCT
Tenen

SWOT-aHannsa
Mogenb Konnnsa — MoHTromepu
VRIO
AKCHOJTOrMyecknum nogxon
Mopenb [oHabeanaHa
Mogenb 'peHpooca
Mopenb KaHo
Mo cTteneHun yaoesneTBopeHHOCTU NoTpe- | Mogenb pa3pbiBoB kayecTBa (GAP)
ouTenen ATpnbyt-mogenb Xeneya-Papmepa
EPSI
Mogenb KoTnepa (nepBoe 3BEHO)
Mo moTmBaumn negarora n B3aumogen- | Mogenb Kotnepa (BTopoe n TpeTbe 3BEHO)
CTBUIO Negarora 1 notpeburens
Mo o6bekTMBHLIM TpeboBaHusAM pa3su- | CouMOKyNbTYPHbIA Noaxoq
TMs oblecTea KoMneTeHTHOCTHO OPMEHTUPOBAHHBIV NOAX0A

Mo pecypcHomy noTeHuuany (LeHHo-
CTsIM, CMOCOBHOCTAM) yupexxaeHus

Mo cTeneHn yaoBNeTBOPEHHOCTM NoTpebuTenen KavyecTBO AOLLKOSbHbIX 0bpa3oBa-
TenbHbIX YCNyr MOXeT ObITb onpeaesieHoO C NOMOLLBIO CrieayrLWwmnx Moaenen.

1. Mogenb 'peHpooca

B 1984 r. npeactasutensamu CeBepHON LWKOMbI MapKeTuHra boina paspaboTtaHa AByx-
dakTopHas Moaenb kayectBa ycnyr. Jlngepbl gaHHom wkonbl 3. MammeccoH n K. M'peHpooc
000CHOBasnu, YTO Ka4eCTBO YCNyrn MOXeT BbITb OLLEHEHO MyTEM COMNOCTaBMEHNSA OXNOAHUS
notpebutenen ¢ daktmyeckn nonyyvyeHHom ycnyron. OTyacTu 3Ta MOAENb HANOMWHAET
ABYX(pakTOpHyt0 Mogens motuBauumn tpyda ®. Nepubepra, OCHOBaHHYK Ha pasgeneHun
(hakTOpOB HA MOTMBATOPbI U TUrMeHnyeckne dpaktopsol [3].

AHanornyHo, no mHeHuto K. 'peHpooca [4], noTpebuTento ycnyrn BakHO, Ymo MMEHHO
OH Nnony4vaeT U Kak OH 3To nony4vaeT. [oaTomy BbIgENATCA cnegylowme ase rpynnbl ak-
TOPOB KayecTBa ycnyru (tabn. 2).

Tabnuya 2
CyuwHocTb chakTopoB KayecTBa ycryru no mogenu NpeHpooca

dakmop lMpumeHeHue 8 chepe dowikosibHO20 obpa3osaHust

TexHnyeckoe Ka4vecTBO | VMIHHOBaUMOHHAs OeATenbHOCTb B AOLIKONbHOM 0Opa3oBaHuM U ynpaBneHuu,
(4TO NoNyyaeT BoCNUTaH- | MCNONb3oBaHNe MHPOPMALMOHHO-KOMMYHUKALMOHHBIX TEXHOMOIMNA, TEXHWYe-
HVK, pOOUTENN W 3aKOH- | CKUX peLleHun, a Takke aBTOMaTU3MPOBaHHbIX CUCTEM OBy4eHUs, pas3nnyHbIX
Hble NpeacTaBuTeNnm) Hoy-xay

®yHKUMOHanbHoe Kade- | MNMpodeccnoHanbHas KOMMETEHTHOCTb MeAarormyeckoro nepcoHana, Ccouu-
CTBO (KakMmy  CMoco- | anbHO-MCUMXOMNOrMYECKUn KNMMaT unm atMocdepa B AOLUKONbHOM obpasosa-
famu nonyyaet TexHu- | TerbHOM ydpexaeHun (QOY), npaBunbHO ChOpMynMPOBaHHbIE U peannayemMble
YyecKoe KayecTBO BOCMW- | Ha NpaKTUKe LLeHHOCTU yYpexaeHus, B3anMoaencTBe ¢ notTpebutensiMm ycnyr
TaHHUK, poauTenu 1 3a- | (BOCMUTaHHWKaMM1, poauTensamu (3aKoHHbIMY NpeacTaBUTeENsiMm))

KOHHble NpeAcTaBuTenu)
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Mpn atom oba acnekTta (U TEXHUYECKOE, U (PYHKLUMOHANbHOE Ka4yeCTBO) OOMKHbI OEN-
CTBOBaTb OAHOBPEMEHHO.
K HegocTaTkam Moaenu oTHocAT criaboe packpbiTue NpoLEeCcCHOro noaxoaa K ycnyre,
B pes3ynbTaTe 4Yero npeaocTaBneHne LOLWKOoNbHON obpa3oBaTenibHOM YCyrn He BbIrNaauT
Kak OMHaMU4eCcKkumn npoLecc.
2. Mogenb KaHo
B 1984 r. anoHcknm yvyeHbiMm H. KaHo 6bina npeanoxeHa MoAenb OLEHKU KavecTBa
yCnyr, OCHOBaHHas Ha Mepe BOCNPUHUMAEMOro noTpebutenemM pasnuunsa Mexay xapakre-
puctnkammn (napametpamn) ycnyri [5]. Mogenb notpebutenbckon yaoBNEeTBOPEHHOCTU

npencraesneHa Ha puc. 1.
User’s Perceptbn

“hsufficent” Indi

[ Must-Be |

One-D in enspal

“dissatbfied”

Puc. 1. Modenb oueHku kayecmea KaHo

Boonb ropnsoHTanbHON ocu oTpaxaeTtcs omanyeckoe coctoaHne (Physical State) Ha
ABYX YPOBHSIX: BbINONHEHME OXmnaaHuni notpebutensa (sufficient) nnn nx HeBbINONHEHME
(insufficient). Boonb BepTukanbHOM OCU Ha rpaduke oTpaxkaeTcsa BocnpudaTne notpebutens
(User's Perception) Ha Tpex YypOBHsIX: YyAOBNETBOPEHHOCTb (Satisfied), HenTpanbHOCTb
(indifferent) unn HeynoeneTBopeHHOCTL (dissatisfied).

XapakTepucTukmn ycnyrm MoryT ObiTb pasgesieHbl Ha rpynnbl B 3aBUCUMOCTU OT BNNS-
HUA OXnaaHun NnoTpedbnTens Ha ypoBEHb Y40BIETBOPEHHOCTN YCMYrOWn.

1) BbasoBoe kadecTtBO (Must-Be) unm pyHgameHT BkntovaeT B ceb68 MMHUManbHbIE Xa-
PaKTEPUCTUKM, KOTOPbIMU, NO MHEHUIO NOTPebuTens, 06s3aTeNbHO AOMKHbI ObITb HaAENEHDI
ycnyrn. Takoe Ka4ecTBO He co3[aeT LEeHHOCTU YCryrh U He BeAeT K yAOBNEeTBOPEHHOCTH MO-
Tpebutens. OgHako oTcyTcTBME 6a30BOro Kayectsa UM MIOX0e MUCMOSNHEeHNe BedeT K He-
yAOBMETBOPEHHOCTU. Hanpumep, poanTtenu (3akoHHble NpeacTaBuTenn) pebeHka paccunTbl-
BalOT Ha TO, YTO B AOLLKONbHOM 00Opa3oBaTeNilbHOM YYPEXAEHUN BbINONTHAKOTCS OCHOBHbIE
TpeboBaHUA K OOLIKONbHOMY 06pa3oBaHuio, OTpaXeHHble B dheaepanibHOM CTaHaapTe.

2) Tpebyemoe kayeCTBO — 3TO COBOKYMHOCTb ONpeaenieHHbIX XapaKTepuUCTuK, oTpa-
XatoLmMX TEXHNYECKOE KaveCTBO yCrnyrn. Hanpsimyto BMSiET Ha LEHHOCTb YCyrv 1 Ha yao-
BNETBOPEHHOCTL NoTpebutensa. Hanpumep, pasamep nomeLleHnn n nx obopyaosaHue, KBa-
nudurkauma 1 negarorndeckoe MacTepCTBO BOCNUTATESNs, KONMMYECTBO AOMOMHUTENbHbIX
obpasoBaTenbHbIX YCIyr.

3) Xenaemoe ka4vecTBO (Attractive) BkniodaeTt B ceba HeoxmaaHHble Ans notpebu-
Tensi XxapakTepuUCTUKN YCIyrn n aBnsieTcsa cdpepon nHHoBaumn. VX oTcyTcTBuE He BNUSAET
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Ha yOoOBNEeTBOPEHHOCTb NOTpebuTens, HO UX NoABNeHNe MOXeT ObiTb OLleHeHOo noTpebuTte-
NeM O4eHb BbICOKO. 3a CHET XXenaemoro KayectTBa MOXHO NOy4YnTb AOMNONHUTENBHOE KOH-
KypeHTHoe npenmyLlecTso. Hanpumep, passutne n popmmpoBaHme MHTepeca y geTteun 3a
cYyeT BbICOKOM CTENeHn MacTepcTBa negarora.

Taknum obpasoM, 3a cHET BIIUSAHUS Ha 3TN TPU rPynnbl XapakTepUCTUK, KOTopble He SBMS-
OTCA CTabUNbHBIMW KaTEropusaMM 1 NOABEPXKEHbI BO3AENCTBUIO BHELLHUX CUI, MOXHO MEHSITb
yXXe «B3pOCIbI NPOAYKT (YCyry)», NoBbILIAs Ka4eCTBO M CTEMEHb YOOBNETBOPEHHOCTU NOTpe-
Butens, noaTomy moaens KaHo MOXHO cuntaTb MHCTPYMEHTOM YNpPaBrieHNss KA4EeCTBOM YCIyT.

3. Mogenb pa3pbiBoB kavecTBa (Mogens GAP). MeTtog Servqual

B 1985 r. amepukaHckumn ydyeHbiMn A. lNMapacypamaHowm, B. 3antxemn n J1. beppu
Oblna paspaboTaHa Mofernb pa3pbiBOB Ka4eCcTBa, OHa NpeAcTaBreHa Ha puc. 2 [6].
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Puc. 2. Molenb pa3pbieos Kka4ecmea

KauecTtBo ycnyrn B COOTBETCTBUM C NpeACcTaBNeHHON MOAENb0 NOTpebutenu oueHu-
BalOT NO NATU OCHOBHLIM MoKasatenam (Tadn. 3).

Tabnuya 3
MokasaTenu ans oueHKM kavyecTtBa ycnyr no mogenu GAP
lNokasamensb CywHocmb nokasamernsi
MatepuanbHble HocuTenu (tangibles) OnucaHue BHELIHero Buaa MatepuansHou cpeabl
HapexHocTs (reliability) Coi<pau.|,eHv|e pas3nuuyHOro poaa pUCKOB AN noTpebuTe-
nen ycnyr
OnepaTUBHOGCTL (responsiveness) [OTOBHOCTb UCMONHUTENS (opraHmsau,MM: yypexaeHust) K
ObicTpoMy 06CnyXmMBaHuo NnoTpebutenen
MpodeccrnoHanmam, MacTepcTBO, 3HaHWS, YMEHUS U
KomneTeHTHOCTb (assurance)
HaBblKW, NMNYHbIE KAYeCTBa NepcoHana
Omnatng (empathy) MHavBmayanbHbIN NOAXOA K KaXO0MY noTpebutento
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MOXHO BbIAENUTb YETbIPE OCHOBHbIE NMPOBNEMHbIE 30HbI Y UCNoNHUTENS (Ha npumepe JOY).

MepBbI pa3pbiB BO3HMKAET MEXAY OXNOAHNAMM NOTPebUTensa AOWKONbHbIX 06pa3o-
BaTembHbIX YCNYr (BOCMUTAaHHUKOB, poauTesien U 3aKkOHHbIX NpeacTaBUTeNen) n X BOCnpu-
ATUEeM PYKOBOACTBOM AOLLKOSIbHOrO 06pa3oBaTeNbHOro y4pexaeHus.

BTopon pa3spbiB nosiBnaeTcs Mexay npeacrasneHnsamm pykosoactea 4OY o6 oxnaa-
HUAX BOCMUTAHHUKOB, POAUTESNEN U 3aKOHHbIX NpeacTaBuTenen u opMmpoBaHnemM cneum-
domkauunm ycnyru.

TpeTuin pa3pbiB CBA3aH CO crneundurkaumen goWwKobHbIX 06pa3oBaTenbHbIX YCAyr 1
haKTUYEeCKUM UX UCMIOSNTHEHNEM.

UeTBepThbl paspbliB BO3HMKAET MexXay pakTU4eCcKumM UCNOSTHEHWEM YCIyr1 negaroru-
Yyecknmun paboTHMKaMu n paboTHUKaMn BCoMoraTerbHbIX CNYX6 1 BHELLIHMMU KOMMYHUKa-
LUMAMM SOLIKONBbHOro 06pa3oBaTenbHOro y4pexXaeHus.

[aHHble pa3pbiBbl BbI3bIBAKOT MNOSIBIIEHUE elle OOHOro paspbiBa — paspbiBa KayecTsa,
KOTOpbIN BOCNPUHMMAET NOTpedbuTenb AOLWKOMNbHBIX 06pas3oBaTernbHbIX YCYT.

Moa kayecTBOM yCnyru NOHMMaeTCs paspbiB MEXAY OXuaaHUAMM noTpebuTtensa n ero
BOCNPUATMEM (PaKTUYECKOWN YCNyrn, MNOSABEHUKD KOTOPOro CrnocobCTBYOT MMelowmecs
BHYTPW OpraHvM3aumm paspbiBbl.

4.  Atpubyt-mopenb Xeunsya-dapmepa

[aHHaa mogenb nosnyduna Takoe HasBaHWe, MOCKOSbKY ee aBTop, Xenya-Papmep,
npu nccnefoBaHUM BNSHUA (PakTOPOB Ha yCnyru BbIsIBU TPU BaXXHENLUUX Npu3Haka (aT-
pubyTa) ycnyr: cTeneHb Kactomm3sauumn, CTeneHb KOHTakTa u/unu B3auMoaencTBmst Nepco-
Hara v KnneHToB, CTeneHb UHTEHCUBHOCTU TpyAa, YTO NpeacTaBneHo Ha puc. 3 [7].

Koxmaxmay &
gzauModelicmens <%

o+
& /
Cmenens %&'@&

Bricokas

Crenens
LHMERCUBHOCU MPyda

Hitakan o

Huakan Bricokas

Cmenets KOcmoMu3aqunn
Puc. 3. CepsucHbili Ky6 (mpexmepHasi Knaccughukayus ycrye)

Ob6pasoBaTenbHble yCryrin nNo gaHHOW Knaccudpukauum Xensya-dapmep knaccudu-
LUMpYeT KakK YCNyru ¢ BbICOKOW CTEMEHbIO KOHTaKTa 1 B3aUMOAENCTBUS, BbICOKOW CTEMNEHbIO
WHTEHCUBHOCTU Tpyda WU HU3KOMW CTEMNEHBIO KaCcTOMU3auun.

Mo MHeHuIo nccnegoBaTens, YToObl NOMAYYNTb «BLICOKOE Ka4yecTBO YCyr», opraHusa-
UuKn HeobxoaMMO YAOBMNETBOPATL HYXAbl U NOTPEOHOCTM NoTpebutenen aTux ycnyr, NOCTo-
SIHHO NOACTpPauMBasiCb NoA Kakme-nmbo nameHeHust NpeanoYTeEH N pearnpysi Ha Hux. lNep-
BbIM LUAroM Ha MyTW pasBUTUS KayecTBa AOLLKOSbHbIX 0Bpa3oBaTernbHbIX YCAyr AOSMKHO
cTaTb pasgenieHve ycnyr no TPeEM OCHOBHbLIM aTpubyTam:

1) umsmyeckne o6bEKTLI U NpoLecchbl (MeCTo, pa3MeLleHne, pasmep, passmBaroLlas

cpepna);
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2) noBedeHue nogen (CoBPEMEHHOCTb, CKOPOCTb KOMMYHUKaLNK);
3) npodheccmnoHanbHoe cyxgeHue (AnarHoCcTuka, KOMNeTEHTHOCTb, PYKOBOACTBO).
4) EPSI (EBponencknin HOEKC yOOBNETBOPEHHOCTM 3aUHTEPECOBAHHBIX CTOPOH).
WccneposaHue mexayHapoaHou komnadum EPSI 6asnpyeTtcs Ha Hay4yHO 060CHOBaH-
HOW 3KOHOMETPUYECKON Moernu, KoTopas No3BoSSeT U3YYUTb OCHOBHblE (haKTOpbl, BMUS-
toLLIMe Ha NOSANbHOCTb, @ TaKKe Ha yAOBMNETBOPEHHOCTb NoTpebutenen ycnyr [8].
Cpean chakTopoB, OKa3blBalLLMX Ha 3TO BUSIHME, MOXHO Ha3BaTb Takne napameTpsbl,
Kak UMUK KOMMNaHuUW, OXuaaHus notpebutenen, BocnpMHMMaemasa LEeHHOCTb NPOoayKuun
KOMMNaHWn, BOCNPUHUMaeMOe Ka4yeCcTBO NPoayKTa, BOCNPUHMMaeMOoe KayecTBo 0bcnyxunsa-
H1a noTpebuTtenen (cMm. puc. 4).
B pamkax mogenu EPSI moryT 6bITb BbISIBMEHbI CUSbHBIE M crnabble cTopoHbl AOY n
onpegerneHbl hakTopbl, BAUSIOLWME HA YAOBNETBOPEHHOCTb NOTpebuTenen.

EPS]
— Humme
CrpykTtypHaa Mogens EPSI CSI
(Customer Satisfaction Index)
L
| | Oenpanmua BocnpuHumaeman
NoTpeGuTenei UEBHHOCTE
a. &
L 4
BocnpuHHMasmMoe ¥ 0BNETEOPEHHDCTE DHHAHC OB LIS
™| ravecteo NpoayKTa Norpedurens# noEazaTena
k.
BocnpuHHMasmMoe
— EAYECTEO
ofcnysHBaHKA
PakTopkl YAOBNETEOPEHHOCTH WToroBsie MHOEKC K

Puc. 4. CmpykmypHas modesnb EPSI

6. Mogenb ®. Kotnepa

Ewe ogHon moaenbto oLEHKM KadecTBa ycnyr, obpasytowen 3aMKHYTbIA LMK, SBNs-
eTca mogenb ®. Kotnepa, KOTopyto MOXHO agantupoBaTb K cdhepe obpasoBanHus [9].

B34B 3a OCHOBY KOHLUENUUIO MapKETUHIra OTHOLLIEHWI, MOXHO BbiAENUTb TPWU B3aNMO-
CBsI3aHHbIX 3riemMeHTa B AaHHoW mogenu: pykosoacteo JOY, nepcoHan (negarormyeckue
paboOTHMKM y4dpexaeHusl) n noTpedutenn ycnyrm (BOCMUTAHHUKW, poauTENM (3aKOHHbIE
npegcrasutenn)).

OTn anemeHTbl 06pasytoT Tpu 3BeHa (pu. 5):

1) powkonbHoe obpasoBaTenbHOE ydpexaeHne — noTpebutens;

2) [powkonbHoe obpasoBaTenbHOE yypexaeHwe — nepcoHan (negarormyeckue pa-
OOTHUKN);

3) nepcoHan (negarornyeckme paboTHUKN) — noTpebuTens.

[na Toro 4tobbl OLEHUTL Pe3ynbTaTMBHOCTb YNpaBreHUs ydpexaeHnem, Heobxo-
Anmo paboTaTtb C 3TUMKU TPEMSA 3BEHBbAMM (CTaBUTb LIENn 1 3aga4um, onpeaendatb cTpaTermo
N TaKTUKY).
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B nepBom 3BeHe BO3MOXHO UCMOMNb30BaHWE d1eMeHTOB TpaaULMOHHOINO MapKeTUHra
(coBeplueHCcTBOBaHWE NpoAdykTa — obpasoBaTenbHOW YCryru, KOMMYHUKaUMOHHASA Nonu-
TUKa, KaHanbl).

Ha puc. 5 nokasaHo, 4TO B MHAYCTpuM 06CrnyxmBaHWs, B TOM Yucne B obpasoBaHuy,
Hapsdy C TpaguUMOHHBIM MapKeTUHroM ocoboe MecTO 3aHMMaeT BHYTPeHHWn (BTopoe
3BEHO) U MHTEePaKTUBHbLIN MapKeTUHT (TPeTbe 3BEHO).

BHYyTpeHHUIN MapKeTUHr 03Ha4vaeT, 4To pykoBoacteo JOY AOMKHO roTOBUTbL U MOTU-
BMpOBaTb negarornvyeckux paboTHUKOB, KOTOPblE MOCTOSIHHO B3aMMOOEWCTBYIOT C BOCMU-
TaHHUKaMU yupexaeHus, U paboTHUKOB BCnoMoraTesbHbIX CryX6 Ansa npegoctaBreHns oo-
pasoBaTerbHbIX yCcryr 6oree BbICOKOro KavyecTsa.

TpeTbe 3B€HO (MHTEPAKTMBHbLIA MapKETUHI) CBA3aHO C KOHTPOMEM KadecTBa B Mpo-
Lecce B3aMMOAENCTBUS negarora u BOCNUTaHHMKA.

Pykosogcteo JOY
TpaanLUMOHHBIN BHyTpeHHWI
MapKeTUHT a MapKeTUHT
MoTpebuTtenn MepcoHan (negaroru)

ooy

NHTepakTUBHbIN
MapKeTUHT

Puc. 5. Modenb ®. Komnepa

Takum obpas3om, pacCMOTPEHHbIE MOAENN U NOAXOAb! K OLEeHKe KadecTBa OOLUKOSIb-
HbIX 06pasoBaTenbHbIX YCNYr, fiexaline B OCHOBE aBTOPCKON Knaccudumkauum, no3sonsoT
chopmmpoBaTh MNOMHOLEHHYIO KapTUHY TEX MOKasaTeneun n hakTopos, KOTopble cBuaeTeNb-
CTBYIOT O pe3ynbTaTMBHOCTW yNpaBneHns OOLIKOMbHbIM obpa3oBaHneM. HecmMoTpsa Ha To
4YTO NPUMEHEHNE MoAeNeN He rapaHTUpyeT AOCTMXKEHUS CTOMPOLLEHTHOrO ycnexa B cdepe
yrnpaBrieHYeckon OeATenbHOCTN B 0Opa3oBaHuMM, MX 3HaAHWE Mo3BonsdeT cqopmMupoBaTb
TeopeTnyeckyto 6asy ans ganbHenWwmnx nccnegoBaHum, packpbiTb BO3SMOXHOCTU NPUMEHe-
H1a 6a30BbIX MOAenNen, aganTMpoBaHHbIX K chepe obpasoBaHnd, a TakkKe KOMMSEKCHO Mo-
AONTU K peLleHnto Bonpoca 06 OueHKe pe3ynbTaTMBHOCTU ynpaBrieHUsl AOWKOMbHbIM 06-
pasoBaHuem B Poccuu.
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