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BBenenue
HucuuminHa «CepBUCHAs JEATENBHOCTB) COJIEPAKUT 3HAHHUS [JIsl  YCIEIIHOTO

OCYIIECTBIICHUS JESITETbHOCTU B c(epe yCIyr, MPU3BaHHON YIOBIETBOPUTH MOTPEOHOCTU
TOTO WJIM MHOTO KJIMEHTAa, BBOAMUT CTyJIEHTa B OOLIMPHBIN Kpyr mpobiem cepBuca. lLlenbio
U3YYEHUS] JAaHHOW JHMCLUMIUIMHBI SIBJISIETCS O3HAKOMJIEHHE CTYAEHTOB C MPEANOCHUIKAMHU
pa3BUTHS CEPBUCHOM JEATEIBHOCTU M TE€X OOIIECTBEHHBIX YCIOBUM, KOTOPBIE CIENAU €€
OJIHUM U3 BEAYUIUX CEKTOPOB COBPEMEHHOW MUPOBOM S3KOHOMHUKHU U OBJIAJICHUE CTYJIEHTAMU
3HAHMSIMU JUIsl BBIpAOOTKHM CTpPATE€TWH, IPOBEACHMS aHajiu3a M NPOrHo3a pa3BUTHS
CEPBHUCHOM JIEATENBHOCTH, KOTOPBIA 3aBUCUT OT CUTyallUd B SKOHOMHKE, B MOJIUTHYECKOM
cpene, OT KyJIbTYpHBIX TpAJULUNA, IICHUXOJOTMM TmoTpedurens u T.n.  [loHumanue
TEOPETUYECKNX OCHOB CEPBUCHOM JEATEIBHOCTH SBISETCS HEOOXOIMMOW 0Oazoil  mis
KBAJIM()ULIUPOBAHHOTO PEIICHUS €€ KOHKPETHBIX MPAKTUUECKUX 3a7a4, KOTOPbIE U3y4aroTCs
B JPYIUX MPUKIAIHBIX Y4EOHBIX Kypcax.

Lenp IIPOBEJCHMSI NPAKTUYECKUX 3aHATHM 1o jgucnuimimHe «CepBHCHas
NEeATEIbHOCThY — 3aKPENUTh TEOPETUYECKHE 3HAHUSA M NPUBUTH MPAKTUYECKUE HABBIKH,
HEOOXOAMMBbIE ISl OPTaHM3aluu M yIpaBieHus B cdepe cepBHca: BHIOOpP KOHKYPEHTHOMN
CTpaTeruu, pa3paboTka HOBOM WM YCOBEPILIEHCTBOBAHHOW YCIYrd, NPUBUTUE 3THUKO-
NICUXOJIOTUYECKUX HABBIKOB OOCIY)KMBaHUS KIMEHTOB. MeToINYecKue YyKa3zaHHus K
OPAKTUUECKUM  3aHATUSIM  COCTOAT U3  y4uyeOHBIX 3aJaHUA 1O  KaxJAoH TeMe,
c(OpMYJIMPOBAHHBIX B BHUJE BOIIPOCOB, KOTOPBIMU 33JAlOTCS HEOOXOJHMMBIE AacTEKTbhl
U3Y4YeHHUs TEMbI, TeM pedepaToB sl CTYIAEHTOB BceX (QopM OOy4YEeHUs; MPUMEPHBIX
TECTOBBIX 3a/IaHHUM, BBIJJABAEMBIX IIPENOIABATEIIEM Ha 3aHATHUSAX.

Ha mnpakThueckux 3aHATUSAX CTYIEHTHl OTBEYAIOT HA BOIPOCHI MPENoAaBaTeNs MO
PAacCMOTPEHHBIM T€MaM, 3aCJIyIIMBAIOTCS IOATOTOBJIEHHBIE CTyIeHTaMu pedepaThl. B koHIe
3aHATUS  [PENoJaBaTeNlb  MPOBOAUT  TECTUPOBAHME WM  ONPOC,  MO3BOJISIIOLIUE
POKOHTPOJIMPOBATH YPOBEHb OCBOEHUS TEMBI CTYACHTaMHU.

IToaroToBKa CTYJEHTOB K MPAKTHUYECKHM 3aHSATUSAM OCYIIECTBIISIETCS C IMOMOUIBIO
gexkuuii. Kpome Toro, cTyaeHTaM pEKOMEHIYeTCsl TI0JIb30BaThCsl  JIMTEPATYpPOH,

nepedncieHHoi B «Crucke peKOMEH1yeMO JIUTepaTyph».



IIpakTuka 1. Bonpocsl ucropuu passurus cepsuca B Poccun
1.1 UcTopuyeckue npeanocblJIKU BOSBHUKHOBEHHSI CEPBHUCHOII JesiTeJibHOCTH B Poccnu
DKOHOMHYECKasi UCTOPHS OOIIEeCTBa B HAIICH CTpaHEe B JOOKTSIOPHCKUN MEPUOJ paclagacTcsl Ha IBE

3MOXH, COOTBETCTBYIOIIUE (He01aIbHOMY U KallUTAIUCTUYECKOMY criocobam mpou3BoacTBa. Kaxmoit u3 HuX
IPUCYIIH CBOM YEPThI U OCOOCHHOCTH B YIOBJIETBOPEHHUHU OBITOBBIX MOTpeOHOCTEW HaceneHus. OmHAKO,
HECMOTpSL Ha 3TH Pa3Nuuusi, /Ui OBITOBOrO OOCTYyXHMBaHUS U (eomanbHOH, U Oyp>Kya3HOH COLMAIBbHO-
HSKOHOMHYECKUX (QopManuii ObUIM XapaKTEepHbl TaKHe OOIIME 3aKOHOMEPHOCTH, KaK Y3KHH KpyT
OKa3bIBAEMbIX HACEJIECHHUIO OBITOBBIX YCIYI U HPUCIOCOOIEHHE OBITOBOIO OOCIY)XMBaHMS K 3alpocam
TFOCMOJCTBYIOIIUX KJIAacCOB PoccuM — MOMENIMKOB U KaUTAIUCTOB [3].

B ycnoBusix, kKorma B 3KOHOMHUKE TOCHOJICTBOBAJIM HAaTypallbHble OTHOLICHHS, W JABOPSHE H
KPECThSIHE YJIOBIIETBOPSIIM CBOM OBITOBBIC HYXbI MMOYTH MCKIIOYUTENHHO 32 CUET JIOMAIIHEro XO3SHCTBA.
JIBOpsSIHCKOMY KJIacCy OKa3blBaJld TaKXKE CBOMU YCIYT'M U CBOOOJHBIC, BOJILHOHAEMHbIC CIEIMAIUCTHI B
00acT OBITOBOTO OOCITY)KMBaHHS (TTApHUKMaxepbl, MOAMCTKU, IOBEJHPBHI U T. [I.), 3HAYUTEIBHYIO 4acTb
KOTOPBIX COCTaBJISUIM HHOCTPAHIIBL.

[loctenenHO B Hempax HaTypalbHOTO (EOJATFHOTO XO3SHCTBA CTAJl0 Pa3BHBATHCSA PEMECTIO Kak
«IIPOM3BOJICTBO M3JCIHI [0 3aKady MOTPEOHTENs» . DTOT MPOLECC OCOOCHHO YCHIHICS B ICPHOL
neHTpanu3anuu rocynapctsa u B XVIII — neppoii nonoBune XIX Beka. Pazputue pemecia npuBOoAHT K €ro
OTJICJICHUIO OT CEJIbCKOTO XO3AHWCTBA U OOPa30BaHUIO OCOOOW KATErOpUU HACEICHHUS — PEMECICHHUKOB,
U3TOTOBJISIONINX (M3 CBOErO WJIM YYXOT0 MaTepuania) MpeiMeThl, KaKk MpaBuio, MO 3aKa3y OMpeeIeHHbIX
JMII 3a JIEHE)KHOE WM HATypajbHOE BO3HArpaxaeHue. Poct peMecieHHOro mpou3BOJCTBA, T. €. pabOThl Ha
3aKa3, 03HayvaJl PacUIMPEHHE TPAaHHIl OBITOBOTO OOCTY)KMBAaHUs HACETICHHUS B YCIOBUX (heonanu3ma.

Ha py6exxe XIX n XX BekoB kamutanusMm B Poccum mepepoc B MMIIEpHAIM3M — CTaAUIO, IS
KOTOPOM XapaKTEPHO TOCIIOICTBO MOHOIIOINI B 00JIaCTH IKOHOMHUKU. 3HAYUTENIbHASI 4aCTh CBEPXIIPUOBLICH,
[IOJIyYa€MBIX MOHOINOJIMCTUYECKUMHU OOBEIUHEHHUSIMH, CTajla pacxoAOBaThCsi Ha YyIOBIETBOPEHUE
pa3IUYHOTO poja MOTPeOHOCTEN BiIa/IeNbIIEB KapTeael u cuHaukaToB. B Hayame XX Beka BBIPOC CIIPOC Ha
OBITOBBIE YCIIYTH U CO CTOPOHBI CEJIbCKOTO 3a)KMTOYHOTO HACEJIEHUS, CYIIECTBEHHO YKPEIUBIIETO CBOM
HO3MIIMYU B pe3yJIbTaTe MPOBEICHHs CTOJIBITUHCKON arpapHoi pe)opMBbl.

Hakanyne IlepBoif MHpOBOI BOIHBI MHUHUCTEPCTBOM BHYTPEHHMX Jiesl Ijapckoil Poccum Oblio
IPOBEIEHO 00CIeI0BaHUE PEMECICHHOTO NMpPOu3BOJCTBa 214 ropo/oB cTpaHbl. BbUIO YCTaHOBIEHO, YTO
OOJBIIMHCTBO TOPOJICKMX PEMECIIEHHUKOB, 3aHUMAlOIIMXCi 0O0pabOTKOW JepeBa, HU3TOTOBICHHEM
peIMETOB OACKIbl U MeOenu, 00paboTKON MUHEpabHBIX BEIIECTB U CTPOUTEILHBIM JEJIOM, paboTanu Ha
3aKa3, T. €. (PAKTUYECKH OCYILIECTBIISIM OBITOBOE OOCITY)KMBAaHUE HACEJIEHUS. YBEIUYEHHE TI'OPOJCKOTO
HaceneHus: Poccuiickoit umnepun ¢ 20,1 miaH. yenoBek B 1897 rogy mo 30,6 muH. yenosek B 1913 roay
SBUJIOCh MaTepUalbHOM MPennochUIKoi Toro, uro B Hadaie XX Beka B pslie FOPOJOB CTPaHbl BBIPOCIIO
KOJINYECTBO OBITOBBIX MACTEPCKUX, YJOBJIETBOPSIOIIMX IMOBBICUBLIMICSA CIPOC Ha OBITOBBIE YCIYTH CO
CTOPOHBI MOHOTIOJIUCTHYECKON OypKya3uu U pa3IMYHbIX KaTeropui KuTenei ropoja u A1epeBHH.

B XX Beke B Poccuiickoii umnepun pa3BuTHe OBITOBOTO OOCITYKMBAaHUSI HACEJIEHUS MOJIYYWIIO elle
Oosee OecriOpsiIOUHBIN U BMeCTE C TeM runepTpodupoBaHHbIN XapakTep. Eciu o0bemMbl OBITOBBIX YCIYT,
nOTpeOIIEMbIX BBICHIMMH KJIACCAMH CTPAHbI, CTUXUWHO POCIH, IPUUYEM B Psi/Ie CIIydaeB JOBOJIBHO OBICTPO,
TO OBITOBOE 0OCITYKUBAHUE HIUPOKUX TPYAALIMXCS Macc B CHILY X HU3KOHW MOKYMATeIbHOW CIIOCOOHOCTH U
pPEaKIMOHHON COIUAIbHO-3KOHOMHUYECKON MOJIUTUKH HAPCKOTO MPAaBUTEIHCTBA HAXOJWIOCH B 3aCTOMHOM,
0€JICTBEHHOM COCTOSTHHH. Pacxopl TOCyJapCTBEHHOTO OI0/IXKETa, CBA3aHHBIE C YIOBIETBOPEHUEM OBITOBBIX
HYXJ TPYJIAIIUXCS, ObUIM HUYTOKHO Manbl. HeMHOrouncieHHble 001eCTBEeHHbIE ObITOBBIE MPEANIPUIATHS U
opraHu3zaiuu, (MHaHCHpYEeMble TOCYAapCTBEHHOM Ka3HOM, BIAUMIIN )KaJIKOE CYIIIECTBOBaHNE

Wtak, aHamu3 COCTOSHUS OBITOBOrO OOCTY)KMBAaHHS HAceJEHUS B Hamlell cTpaHe B
JIOPEBOJIIOLIMOHHBINA NIEPUOJ CBUIETEIBCTBYET O TOM, YTO OHO HaXOAWJIOCh Ha KpailHE HU3KOM YpPOBHE U
SIBJISIIOCH PE3YJIbTAaTOM 001Iel SKOHOMUUYECKON U COMMAIbHON oTcTasiocTu Poccum [1].
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Ilepewiti 3Tan pa3BUTHS OBITOBOTO OOCITYKMBAHUS HACEJIEHUS B MIEPUOJ COLIMAU3Ma Haydajcs cpasy
nociie Bemukoit OKTAOPHCKOW COIMAMCTHYECKOW pPEBOMIONUU. [lepBooYepeHBIM  MEPONPUATHEM
COBETCKOW BJacTH B oOJacTu OBITOBOrO OOCTY)KMBaHUs OblIa HAIMOHANU3AlUs (MPEUMYIIECTBEHHO
MYHUIUNaIbHAsA) HanOosee KPYIHBIX OBITOBBIX MPEANPHUITUN HAXOAMBIIUXCS B YACTHOM COOCTBEHHOCTH H
UCIIOJIb30BABIINX HAeMHYI0 pabouyio cuily. Bbuin HanMoHaIM3UpPOBaHBI HEKOTOpBIE OaHU, NpaydedHbIe,
NapuKMaxepcKue, IMIBEHHbIE arenbe, Qororpaduu W Apyrue MNPeAnpHUsITHS OBITOBOrO OOCTYKMBAaHUS,
MPUHAJJICKABIINE, TJIaBHBIM OOpa30M, HMHOCTPAHHBIM KalUTAIUCTaM. OTUM ObUIO TOJOKEHO Haydajo
000011IECTBIEHHOMY CEKTOPY B KOMMYHAIbHO-OBITOBOM XO3SIICTBE CTPaHBbI.

HauaBmasica nerom 1918 romga nHOCTpaHHasi BOGHHAsi MHTEPBEHUMS U BCHOBIXHYBIIAS ['paxaaHckas
BOMHA NPUBEIN K YPE3BbIUANHBIM 3KOHOMUYECKUM TPYIJHOCTSM B cTpaHe. OJHON U3 IVIaBHBIX TPYAHOCTEU
BOCHHOTO XO3SIICTBEHHOTO CHa0)KeHUsT B roabl ['pakgaHckod BOWHBI OblIla  OCTpas HeXBaTKa
0OMyHIMpoBaHus (IIMHENEH, THMHACTEPOK, calor U T. 1.). B CBsI3u ¢ 3TUM OCOOEHHO aKTyaJbHBIM CTajl
BOIIPOC O PECTaBPALMHU U U3TOTOBICHHH OOMYHIMPOBAHUS U IPYTUX OBITOBBIX U XO3SHCTBEHHBIX MPEIMETOB
1uist 6oiiioB KpacHoit apmuu.

K BBINOJIHEHHIO PEMOHTHO-TIOYMHHBIX Pa0OT U MPOU3BOJICTBY PA3IMYHBIX BelleH Uil HYX1 QpoHTa
OBLJIO TPUBIIEYCHO OOJBIIOE KOJIMYECTBO KYyCTapel-peMECIIEHHUKOB U MHOTOYHCIIEHHBIC YUPEKICHUS U
opranmzani. B ToAbl TpakIaHCKONW BOMHBI pEMECICHHUKU-KYCTapu, CTapasch HW30aBUTbCA OT
9KCILTyaTalluu BIIAJICNIbLIEB YACTHBIX OBITOBBIX MPEINPHUATHA U YIYYIIUTH YCJIOBUS CBOEH palbOThHI, CTalu
CO3/1aBaTh OOIIECTBEHHbIC MACTEPCKUE. 3HAUUTEIBHOE YMCIIO TAKMX MAaCTEPCKUX OBLIO CO3/1aHO, HAIPUMED,
B IIOPTHOBCKHUX IpOMBICIaX ApPXaHIEIbCKON U psAjia IpYyrux ryoepHuil crpansl. MiMes B BuAy ykasaHHOE
oOcrositenbcTBO, LleHTpanbHbll coBeT Bceepoccuiickoro coros3a mnoptHbix B 1918 roxy paspaboran u
pasociall Ha MeCTa HWHCTPYKIHMIO 00 OpraHu3alui OOLIECTBEHHBIX MACTEPCKUX, BO3TJIABIISIEMBIX
MpeCTaBUTENAMU PaboyunX.

C BBelneHHEM HAMAa KOMMYHaJIbHbIE U OBITOBBIE YCIYrH CTajM IUIaTHBIMUA. HoBas sKkoHOMHUEcCKas
HOJIMTHKA, 3aMEHHUBIIAsE COOOM MOJIUTUKY «BOCHHOTO KOMMYHH3May, IIPU3HABalla CYIIECTBOBAHUE B CTpaHe
Pa3INYHBIX COLUAIBHO-I)KOHOMHUYECKUX YKIJIAJ0B M BPEMEHHO JIONyCKalla YaCTHOCOOCTBEHHUYECKHE U
YaCTHOKAMUTAINCTUYECKUE 3JIEMEHThl B HAPOJAHOM XO3AHCTBE. DTO OOBEKTUBHO HE MOIJIO HE NMPHUBECTU K
POCTY YaCTHOTO CEKTOPA B CUCTEME ObITOBOTO OOCITYKHUBAaHUS HACEJIEHUSI.

Bcero B CCCP, nmo nanneiM Bcecoro3noit mnepenuicu Hacenenuss 17 pexabpst 1926 rona,
HacYUTHIBAJICS | MITH. 866 THIC. UETIOBEK, 3aHATHIX B MEJIKOM U PEMECIICHHON KYCTapHOM MPOMBIIIJIEHHOCTH.

ConuanucTu4eckuii cCeKTop B 00acTu OBITOBOTO OOCITYXMBAHUS IOCIIE BBEJIEHUSI B CTpaHE HOBOM
SKOHOMMYECKON NOJUTHUKN YKPENWICA HE TOJBKO IYTEM CO3JAaHMsI KOOIEpPaTHMBOB, HO M 3a CYET
pacUIMpeHus CeTH roCy1apCTBEHHBIX OBITOBBIX MPEANPUATHHA.

C mepexo/1oM K MUPHOI )KM3HH B CTpaHe Bce OOJIbILE CTAJIO CTPOUTHCS OaHb M MpayeuHbIX. TOJIBKO
3a 1921-1922 roast 6su10 noctpoeHo 30 rocynapcTBeHHbIX (KOMMYyHanbHbIX) 0anb. C 1923 roga Havanoch
COOPY)KEHHE 1 KOMMYHAIBHBIX TTpadeuHbiX. K koHIy 1927 roga 9,7% o61miero urcia mpayedyHbX COCTaBHIIN
IIpavyeyHsble, MOCTpoeHHbIE B 1923-1927 ronax.

Takum oOpa3oMm, HayanbHBIA NEPUOJA pa3BUTHUA OBITOBOTO OOCITYXMBaHHS B Hallel cTpaHe,
oXBaThIBarOIUi BpeMs oT Bennkoit OKTSI0pbCKOM COMMAIIMCTUYECKON PEeBOJIONHH 710 KOHIa 1920-X ro/moB,
XapaKTepU30BAJICS MPEXKAE BCErO0 TE€M, YTO B 3TO BpEeMs BO3HHUK OOOOIIECTBIEHHBIH CEKTOp B 00JIACTH
YJIOBJIETBOPEHHSI OBITOBBIX HYX/I TPYISALIMXCS.

OnHako Ha mepBoM 3Tame pa3BuTus ciayx0bl ObiTa B CCCP nomMuHUpYOIIYyIO pOsib B OKa3aHUU
OBITOBBIX YCIYI' HACEIECHHIO UTPAIM BCE )K€ YAaCTHOCOOCTBEHHHUYECKHE M MEJIKOTOBapHBIE MPEAIPUSATHS.
OKOHOMMYECKasi pa3pyxa, BO3HHMKIIAs B pe3yaprare llepBoil mMumpoBod u ['paxkmaHckol BOWH, ocTpas
HEXBaTKa MaTE€pUaIbHBIX M JEHEXKHBIX CpPEJICTB HE Nl BO3MOXXHOCTH TOCYJAPCTBY B IEPBBIE TObI
COBETCKOM BJIACTH HaJaAWTh OOOOIIECTBICHHOE OBITOBOE OOCITYy)KMBAaHHWE HACEICHUS B KPYIHBIX
MmaciTadax.



Bmopoui nepuon pa3Butus ciy>kObl ObITa MOXHO YCJIOBHO OIPEAETUTh BPEMEHEM JTOBOEHHBIX
MATUJIETOK, WHIyCTpUaau3amuu. Torma HEoOXoAuMO OBLJIO HANTaJUTh OOCTY)KMBAHHE OBITOBBIX HYXKI
TOPOACKOTO HaceleHHs, B TEpPBYIO oOdepenb pabouuMx U CIyXKallUX HHIYCTPUAIbHBIX HOBOCTPOCK.
[IepecTpoiika CEIbCKOrO XO3AKMCTBA, €ro KOJUIEKTMBU3AalUs M MaccoBas OpraHu3alus CTPOMUTENIbCTBA
COBXO030B TaK)K€ MPEAbSBUIN MOBBIIICHHbIE TPEOOBaHUS K OBITOBOMY OOCIY>KMBAHHIO. 3a/1a4H, BCTABIIHNE
nepen ciyx00ii ObITa, He MOTJIM OBITH PELICHBI HA OCHOBE KYCTapHOTO U MEJIKOTO NMPOU3BOJCTBA TOBAPOB U
yciryr. HeoGxomumo Obl10 0000IIECTBUTH OBIT B IMMPOKHUX MacmTabax, co3daTh IIHPOKYHO CETh
OpeInpUATHI 00CTYKUBAHUS HACEIICHUS.

B roapsl [0BOEHHBIX MATUIIETOK MEPEYCTPOIMCTBO ObITa MPOBOIWIOCH, TJIABHBIM 00pa3oM, Ha
KOOIEepaTUBHBIX Hauanax. Hawmbomnee cymiecTBeHHYIO pojib B OBITOBOM OOCTYXMBAaHUU CTalla UIpPaTh
IPOMBICIIOBAsi KOOEpaIusi, BOOpaBiiast B c€0s OCHOBHYIO MacCy OBITOBBIX KOOIIEPATUBHBIX NPEANPHUATHIA B
crpane. Eme B Hagane 1920-x rogoB Obu1 oprann3oBan Beepoccuiickuii o3 MPOMBICIOBOM KOOTIEpaiuy —
Bceekonpomcoro3, onHa W3 (QYHKUMH KOTOPOTrO 3aKIio4yanach B CO3JaHMM apTeliei, 3aHMMaBIIMMUCS
OBITOBBIM OOCTykuBaHueM. Paborta, mponenanHas BcexompoMcoro30M, M CBSI3M, YCTaHOBIICHHBIE MM C
COIO3HBIMH peCcHyOIMKamMH, Jalu BO3MOXHOCTH B 1928 roay co3mate Bceecoro3Hblit coBeT MPOMBICTIOBOM
KOOTIepaIii — TJIaBHBII PYKOBOJSIINI OpraH CUCTEMbl IPOMKOOIEpPAIIUU, B TOM YHCIIE U KOOIEPATUBHBIX
OPEeanpusITHii 0 OBITOBOMY OOCIYXHBaHHIO. BBITOBbIE MPEANPHUATHS U TMPOMBICIOBBIE KOOIMEpaIui B
OCHOBHOM CTaJId CHEIHATU3UPOBATHCA Ha BHIITOJTHEHUH PEMOHTHO-TIOYMHOYHBIX PA0OT M WHIAMBUAYAIbHBIX
3aKa30B HaceneHus. K BhIMOMHEHHIO pabOT OBITOBOTO XapakTepa ObLTH MpHBIEYEHBI Takke Bcecoro3Hbit
COBET JIECOXMMHYECKOW U JepeBooOpabaThIBaIONICll IMPOMBICIOBOM Koomepauuu U Bcepoccuiickuii
METAJIIMYECKUI CO03 IPOMBICIOBON Koomnepanuu. O0cnyKuBaHUEM OBITOBBIX HYXK] B JIOBOCHHbBIN MEPUOJT
3aHUMAaJach U OTpeOUTENbCKas Koomnepamwus [1].

Tpemuii mepuoJ CBsA3aH C 3MOX0M pa3BuToro conuanusma (1951-1956 ronern).

B 1950-e roapl, koraa BbIpOC KU3HEHHBIN YpOBEHb HAcENEHUs, BO3POCIU U MOTPEOHOCTH JItO/IeH, B
TOM 4HcJie OBITOBBIE 3aPOCHL. ITO 00YCIOBUIIO HEOOXOAUMOCTh O0JIee TIOITHOTO UX YAOBJIETBOPEHUs, Oojiee
OBICTPOTO ¥ TAPMOHUYHOTO, YEM PaHbIIIe, PA3BUTHSI CITY>KOBI OBITA.

Ha pyGexe 1940-1950-x romoB B ObiToBoM oOciyxuBanuu Hacenenus CCCP, kak u B
IPEIIIECTBYIOUIUI TEePUOJ, TJIABHYIO pOJIb WIpajld KOONEPATHBHBIE OpraHU3alMd U, MPEXIE BCEro,
MIPOMBICIIOBAsT KOOTEpaIys, KOTOpas OKa3bIBaja OOJBIIYyI0 4acTh OBITOBBIX yciyr. B 1950 romy Obuta
OCYIIECTBJIEHA TepecTpoiika KoomepaTuBHOU cucTembl cTpasbl. [Ipu Coere munucTpoB CCCP Obun
opranu3oBaHbl lleHTpaneHbiit  coro3 morpebutensckux o6mectB CCCP  u  lleHTpanbHBI  COBET
IIPOMBICIIOBON KOOIIEPALUH.

B 1950-e roapl 3HaYUTENBHOE MECTO B OBITOBOM OOCTY)KMBAaHWUU 3aHMMANU TaKXKe MPEANPUITHUS U
OpraHM3allMil  TOCYJapCTBEHHOW  MECTHOW  TMPOMBIIUIEHHOCTH W  KOMMYHAQJIBHOTO  XO3SHCTBA.
[IpenocraBnenue HaceIeHHIO OBITOBBIX YCIYr OCYIIECTBISIIM B TOM WJIM MHOM Mepe W MHOTHE Apyrue
BEJIOMCTBA U YUPEKICHHUSI.

B 1960 romy B o6iactu OBITOBOrO OOCIIY)XKMBaHHSI HAacCeJE€HUsS IPOU3OIUIN CYIIECTBEHHBIE
OpraHM3al[MOHHbIE CABHUTU: CHCTEMa IPOMBICIOBOMl KOOmepaluu, urpaelmas B ciyx0Oe ObITa
JTOMHUHUPYIOIIYIO poJib, Obla ynpaszaHeHa. [lpeanpustus ObITOBOrO 0OCTYKHMBaHWS, HAXOAMBIIUECS B
cUCTEeME IMPOMKOOIEPALH, ObUIM TepelaHbl TOCYAapCTBEHHOH MPOMBIIUIEHHOCTH — NPEUMYILECTBEHHO
yIpaBIEHUSAM MECTHOW MpPOMBINUIEHHOCTH COBETOB MHHHCTPOB aBTOHOMHBIX PECHYOJIMK, MCTOJIKOMOB
KpaeBbIX U 00acTHBIX COBETOB JEMYTATOB TPYISIIUXCS.

Mecthpie CoBeTbl Jydllle 3HAJM 3alpOChl HAcelleHWs B ycioyrax OBITOBOTO XapakTepa, Oojee
KOMIUIEKCHO ¥ 3()QEKTUBHO MOIJM HCIOIb30BaTh MECTHbIE BO3MOKHOCTH [UIsl YIyYLIEHHS PabOThI
OpeanpusATHii ciTy>k0b1 ObITa. OJTHAKO U MOCIE Nepeaayu OOJIbIIMHCTBA MPOMKOOIIEPATUBHBIX MPEAIPUITUN
OBITOBOIO HA3HAYEHHS] TOCYJapCTBEHHOW MPOMBIIUICHHOCTH BEIOMCTBEHHAs! «PACIbUIEHHOCTH) CIY>KOBI
ObiTa He OblIa ycTpaneHa. B 1960 romy, Hampumep, OBITOBBIC NPEANPHUATHS PA3TUYHBIX BEIOMCTB U
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OpraHu3aIvi, He MOJYMHEHHBIX MECTHBIM CoBeTaM, OKa3aJik yCclIyr HaceleHuto Pocculickoit @enepanuu Ha
cymMmy B 225,6 MiH. pyOneil, uto coctaBuio okoio 30% ot ofmero o0bema OBITOBBIX YCIYT,
MPEIOCTaBIICHHBIX HacelneHuto pecrnyonuku. CoBHApX03bl, OpraHu3oBaHHbe B 1957 romy, umenu
IPEIIPHUATHS TI0 UHIUBUAYATHPHOMY TIOIIUBY 00YBH, TPUKOTAXKHBIX m3aenuil u np. [Ipeanpusitus ObITOBOTO
00CITy’)KUBaHUSI MUHUCTEPCTB CBSI3M OCYIIECTBIISIIM PEMOHT PaJMONPUEMHUKOB U TelaeBH30pOB. CTaHLIUU
TEXHUYECKOTO OOCIIYy)KUBAaHUSI MHHHCTEPCTB AaBTOMOOWJIBHOTO TPAHCIOPTAa MPOU3BOAWIM PEMOHTHBIE U
npodusakTuyeckue padoTel aBBTOMOOMIICH JTMYHOTO MOJIb30BaAHUS.

OOcnyxuBaHUEeM KHUTeNel ropoaoB (0COOEHHO MO UWHAMBUAYAIBHOMY IOIIMBY  OJIXK/IbI)
3aHUMAJUCh OBITOBBIE NPEANPUITUS TOPTYIOIIUX OpPraHU3alMii MHUHHUCTEPCTB TOPrOBJIM COKO3HBIX
pecryonuk. JKuTensMm cena oka3bplBalld YCIYTU 110 PEMOHTY U MHAWBHIyallbHOMY IOIIKBY OJEXKAbl U 00YBU
pEANpUSATHS OBITOBOTO 00CTYXKHBAHUS OTPEOUTETHCKONW KOOTIEPAITUH.

Yemeepmoiii TIEPUOJT PA3BUTHS CTPYKTYpPhI OBITOBOTO OOCTYXMUBAHUS HACEICHHS MPUXOJUTCS HA
Hauano 1960-x romoB. B 3TO BpeMsi MpaBUTENBCTBO CTABUT OYEPEAHYIO 337ady HO pe(opMUPOBAHUIO H
COBEPILICHCTBOBAHHUIO OBITOBOTO OOCITY)KMBaHUSI W NMPUHUMAET PEUICHHWE O MPEBpAICHUH CIY>KObI ObITa B
CaMOCTOSITENILHYIO OTPaciib HAPOIHOTO X03sIIICTBA U COBEPUICHCTBOBAHUU €€ OPTaHU3allMOHHON CTPYKTYPHI.

B 1960-e ronmpl okoHuaTenbHO cdopMUpOBarIach M ONPEAETWIach TIJIaBHAs COLMAIbHO-
SKOHOMMYECKass (QYHKIMS CIYyKObl ObITa — OKa3aHUE YCIYT, YAOBIETBOPSIOIIUX CEMEWHO-OBITOBBIE
noTpeOHOCTH. B 3TO BpeMs CyIECTBEHHO MOBBICKIIACH POJIb CHEHUATU3UPOBAHHBIX KPYMHBIX OBITOBBIX
NpeInpusITHiA. BbUTH CO3MaHbl HEOOXOIUMBIC KaIphl CIYKOBI ObITa W anpoOUpOBaHBI HOBBIC (OPMBI U
METO/TbI YIIPABICHUS MPEIIPUITUSIMHA OBITOBOTO 00CITYKUBAHUS HACCIICHUS.

Bce Gonee HacymHON cTaHOBWIACh M TIpoOJieMa YIpa3gHCHHsI BEIOMCTBEHHOW Pa30pPOCAHHOCTH
ObITOBBIX mpenmnpuatuii. CyiiecTBoBaHHE OOJIBIIOrO KOJIMYECTBA PA3IMYHBIX BEIOMCTB, OpPTaHU3AIMA |
YUPEXKJEHUMN, MPUYACTHBIX K OOCIHY>KMBAHHIO OBITOBBIX HYXKJ HAceJIeHHs, HE MOIJO CIOCOOCTBOBATH
[EJICHAIIPABICHHOMY Pa3BUTHIO OBITOBOro cepBuca. OTCYTCTBHE €IUHBIX, LEHTPATM30BAaHHBIX OPraHOB
PYKOBOJACTBA MPEANPUITUSIMH OBITOBBIX YyCAYr OOJIE3HEHHO CKa3bIBaJOCh HAa PAa3BUTHUH OBITOBOTO
oOcinyxuBaHusi. Bpixon ObUT OJWH — OpPraHU3allMOHHO TIPEBpPATHTh CHyxk0y ObITa B EIUHYIO
CaMOCTOSITENILHYIO OTPaciib YKOHOMHUKH.

PagukansHoe 3HaueHue s oopmileHHs CIIyKObl ObITa B CaMOCTOSATEIbHYIO OTpPacib HMEJO
nocta”osyienne [[K KIICC u Cosera munnctpoB CCCP ot 10 aBrycra 1962 roga, B KOTOpOM FOBOPUIIOCH O
HEOOXOMMOCTH PACCMOTPEHUSI BOTPOca 00 OpraHW3aly CUCTEMBI OBITOBOTO OOCITY>KUBAHHS B COFO3HBIX
pecnybonukax. OTO MO3BOJMJIO CO3/1aTh BO BCEX COIO3HBIX DECIYyOJIMKaX CaMOCTOSATEIbHBIE OTPACIU
ObITOBOTO 0OCTYy>)KUBaHus [3].

B unHTepecax olecrmeueHuss Hay4YHO-TEXHHYECKOTO Mporpecca Ha MpeAnpHUsATHSX CIy>KObl ObITa U
NOBBIIIEHUST  d(PPEKTUBHOCTH TPOU3BOACTBA M  pealM3allud HACEeNeHWI0 ycIoyr ObUla Hayara
UCCIIeIOBATEeNIbCKas U KOHCTPYKTOpcKas paboTel. Tak, mpu MuHHCTEpcTBE OBITOBOTO OOCTY>KHMBaHUS
HaceneHuss PCOCP 6p11 o6pa3zoBan HaywHo-nccnenoBaTelbCKUi TEXHOXUMHYECKUH WHCTUTYT OBITOBOTO
00cTyXKMBaHUS Ha MPaBax I'OJOBHOTO HAyYHO-UCCIIEIOBATENbCKOIO MHCTUTYTA B 00JacTH ciyKObl ObITa B
nenmoM 1o crpaHe. IloMumo Toro, B cocTaBe 3TOro MMUHHUCTEPCTBA CTamd (QYHKIIMOHUPOBATH
['ocymapcTBEHHBIH WHCTHTYT TIO NMPOCKTHPOBAHHUIO TPEANPHUATHI OBITOBOTO OOCTYKHBAaHUS HACCIICHUS,
LlenTpanpHasi OMBITHO-TEXHHWYECKas MIBeWHas maboparopus, PecrnyOnukaHCKuWii LEHTp TO Hay4HOM
OpraHu3aliy TpyJa M yNpaBlIeHUs MMPOU3BOACTBOM U opraHuzoBaHHoe B 1966 rony LlentpansHoe Oropo
HAyYHO-TEXHUYECKOH HH(pOpMaIH.

UroObpl o0ecneunTh TOATOTOBKY  KBAIM(UIIMPOBAHHBIX  KaIpOB  WHKEHEPHO-TEXHHUUYECKHUX
pabOTHUKOB U SKOHOMHUYECKOTO MEPCOHAJIAa B CUCTEME CIY:KOBI ObITa CTpaHbl, OBbLIT OTKPHIT Pl TEXHUKYMOB
U OCHOBaH MOCKOBCKUH TEXHOJOTMYECKHH MHCTUTYT OBITOBOTO OOCTYXMBaHUS HaceleHus (B
nocJeyrone roapl OblTM ocHOBaHbI Takke lllaxTtuHckuit, BranuBocrokckuit, XmenbHUIKUNA U OMCKHI
TEXHOJIOTHYECKUH MHCTUTYTHI OBITOBOTO OOCTY>KMBaHUS HACETICHUS).

8



Takum oOpazom, k cepeauHe 1960-x TomOoB B Hamiei cTpaHe CcHOpPMHPOBAJACh €IIe OJHa
CaMOCTOSITeNIbHAsL OTPACIb HAPOJHOTO XO35HCTBA — OBITOBOE 00CTYKUBAaHUE HACETICHUSI.

B nocneayromme rojpl Bo3pocaa poib CIENUATU3UPOBAHHBIX NPEANPUATHNH U ITPOU3BOJICTBEHHBIX
00BEIMHECHUN, TPEBPATHBIIUXCS B BEAYIIEe CTPYKTYPHOE 3BEHO CIYKOBI ObITa. DTO OBLIT 3aKOHOMEPHBIN
IIPOLIECC, TTOCKOJIBKY CO3JjaHUE KPYIHBIX CIIELUAIN3UPOBAHHBIX OBITOBBIX NPEANPUATUN HE TOJIBKO BEJIO K
CYIIECTBEHHOMY pocTy 3((eKTHUBHOCTH MPOM3BOACTBA, HO M CO3JaBaJIO OJArONPHITHBIC YCIOBHS JUIS
paloHaIbHONW OpraHU3ali OKa3aHHUsI MHOTOYHCIECHHBIX OBITOBBIX YCIIYT, COCPEIOTOUYEHUS MPOU3BOACTBA
U peanu3anuy OJM3KUX TPYII OBITOBBIX YCIYT Ha OHOTHITHBIX MPEANPUATHIX

B »T0 ke Bpemst 6oJbpIIoe pacpoCTpaHeHHEe MOIYYHIIN A0Ma OBITOBBIX yciayr. OcoOeHHO MHOTO HUX
OBLIIO BO3BEJICHO B PAllOHHBIX LIEHTpax cTpaHbl. Oco00ii HYX/Ibl B TAKOM KOJIMYECTBE IOMOB ObITa CTpaHa HE
UCIBITHIBAJIA, O YEM CBUAETEILCTBYET CTATUCTHUKA TEX JIET. BONBIIMHCTBO U3 HUX HE PAcIlOarajliy B MOJIHOM
00beME MPOU3BOACTBEHHBIMU MOIIHOCTSIMH, HO PELIEHMs MAPTHUU U NPABUTEIBCTBA ObUIM IIPEBBILIE BCETO.
Ha 1 suBaps 1981 ronma Tonpko Ha Tepputopun Poccuiickoit @enepanun ¢pynkunonuposaio 5017 gomos
OBITOBBIX YCIIYT.

Bmecte ¢ TeM Takue BBICOKME TEMIIbI Pa3BUTHUSL OBITOBOrO OOCTYKMBaHUS, CIEUUANU3alUsi U
KOHIIEHTpallMsi TPOU3BOACTBA B OTPACiId OBITOBOTO OOCTY>KMBAaHWS HACENEHUs BBI3BAIM K JKU3HU
MIPOU3BOJICTBEHHYIO KOOTIEPAIHIO.

VYrny0OneHue crnenuanu3aldd B OTpacid M TIOCTOSIHHO BO3pACTAIONIM CIIPOC HA caMble
pazHoOOpa3HbIe OBITOBBIC YCIYyTrd TOTPEOOBAIM W3MEHEHHH B OpraHHU3allMd MPUEMa W H3TOTOBICHUS
3aKa30B Ui HACEJIEHMsI, OCOOEHHO JUIsl JKUTEIeH cenbcKoil MmecTHOCTH. K 3TOMy BpeMeHu B ciyx0Oe ObITa
CJIOKWJIOCH JIBA TOJAXOJa K OpTaHU3allH MPOU3BOJCTBA YCIYr W OOCTyKMBaHHs norpedutencit. [lepnoiii
MOJXOJ — KOIJa IPOU3BOJCTBEHHAs EATENbHOCTh IO OKAa3aHUI0 OJHHUX U TEX K€ YCIYI HAaCEJIEHUIO
OCYIIECTBIISIETCS OJHOBPEMEHHO KakK pailObITKOMOMHATaMH, TaK U CHEIUAIU3HUPOBAHHBIMU OBITOBBIMU
OPENNpUATHSIMH;, BTOPOM — KOTJa TMOYTH BCE IMPOU3BOJICTBO OBITOBBIX YCIYT COCPEIOTOYEHO Ha
CHELHUATU3UPOBAHHBIX MPEANPUATUSAX U B 00bETUHEHHUSX.

B pesynbrare anpoOupoBaHMs 3TUX ABYX MOAXO0J0B OBLJIO YCTAHOBJIEHO, YTO BTOPOM sABIseTCs Oosee
3¢ (EeKTUBHBIM U NEPCIEKTUBHBIM, TaK KakK Ja)ke caMble OOJIbIINE U JIyYLIEe MHOTOOTPAC/IeBble KOMOMHATHI
OBITOBOTO OOCITY’KMBaHMUsI, IPU3BAHHBIE YJIOBJIETBOPSATH B IIEPBYIO OUepeab OBITOBBIE HYK/IbI JKUTENEH cena,
HE B COCTOSIHMM OBLIIM 00eCcIeuynTh HEOOXOAUMBIN YPOBEHb UCIIOJIHEHUSI MHOTHUX BUJIOB YCIIYT.

B cBs3u ¢ atum B ciyxOe ObITa cTalM aKTHMBHO Pa3BUBATHCS IMPOLECCHl Pa3AeiaeHUs (YHKIMM
obcimyxuBaHus (MPUEM | BbIIaua 3aKa30B) U MPOU3BOACTBA yciayr. KoMOMHATHI OBITOBOTO OOCTY:KMBAHUS B
OoNbIICH CTEMEeHU CTajdM 3aHMMAaThCs OpraHM3alueill 0OCIyXMBaHUS HACEJEeHHUs, a CHEelHaTU3UPOBaHHbIE
OBITOBBIC NPEANPUATHS CTald MCIOJIb30BaTh CBOM MPOHM3BOJCTBEHHbIE MOILIHOCTH Ui BBITOJHEHHS
3aKa30B. JTO U CO3J1aJI0 OOBbEKTUBHBIE MIPEANOCHUIKH JUISl PA3BUTHUS B OTPACIIU OBITOBOTO 0OCITYKUBAHUS TaK
Ha3bIBAEMOT'0 BHYTPUCHCTEMHOI'O KOOIEPUPOBAHUS, KOT/la MPEANPHUITHS, OPTaHU3YIOIUE O0CTyKUBaHHUE
HaCeJIeHUsl, KOOIMEPUPYIOTCS C IPYTMMH POJICTBEHHBIMHU MPEANPHUATHSIMH M PACIIUPSIOT acCOPTHUMEHT
OBITOBBIX YCITYT.

OpHolt M3 0COOEHHOCTEH BHYTPUCHCTEMHOTO KOOMEPUPOBAHHS SIBUJIOCH TO, YTO KOOIEpPAaTUBBI
pacrnojaraimT JIpyruM BUIOM COOCTBEHHOCTH M CaMHM pPa0OTHUKHM OCO3HAIOT 3TO. UneHbl KoomepaTHBa —
CaMH X035€Ba CBOETO NMPEATPUSATHUS.

Pa3zButue HOBOW KOONEPAaTHMBHOM COOCTBEHHOCTH OBLIO CBSI3aHO C Pa3BUTHEM TOBAPHO-IIEHEKHBIX
OTHOILIEHHH, C yyacTueM pabOTHHUKOB B yNpaBiIeHUH npennpustueM. KoonepaTuBHOE BUKEHUE MTOBIEKIIO
3a co0oi pa3BUTHE MPEANPUHUMATEILCKON NEsATEIHHOCTH, B TOM 4YHCle U B ciayxOe Obita JlanmbHeiimee
paszButue cdepbl ObITOBOro oOCITyX HBaHUS B Poccuu oOmnpenensioch COLUUANIbHO-DKOHOMHUYECKUMHU U
noymtruaeckumMu pedopmamu pyoexa 1980-90 romos. B mpouecce pedopm u GpopMupoBaHUS PHIHOYHOTO
MEeXaHHM3Ma XO3SMCTBOBAHUSA MPOUCXOAMIIA IEpPECTpOKa yYMHpaBiICHUS M OpPraHU3alMM TPEIIpUITAN
OBITOBOTO OOCITYXMBaHUsA [3].



1.2 KooneparusHoe nsnxenne 1980-x ronos kak ¢popma pasBUTHSA CJIYxKObI ObITa
Hauano cepbe3HOro OTHOIIEHUS K BOMpOCAaM pPAa3BUTHUA CIyXObl OblTa B Hamleld crpaHe ObUIO

MOJIOKEHO B COBETCKOE BpeMs, KOTJa MapTHIHOE PYKOBOJCTBO CTPaHbI MPHHSIIO PEIIEHUE MPEBPATUTH
ciyx0y ObITa B KPYIHYI0 MEXaHU3HPOBAaHHYIO 00JIaCTh HAPOAHOIO XO3siicTBa. DTO AUPEKTHUBHOE 33/1aHUE
BBIPAXKaJI0 HACYIIHYIO SKOHOMHYECKYI0 HEOOXOJIMMOCTh, BOHUKIIYIO B XOJI€ OCYILECTBICHHS MPOTrpamMMbl
pocTa MaTepuaIbHOTO OJIarococTosTHUS Hapoaa [1].

[IpeBparenue ciryx0bl ObITa B CAaMOCTOSATEIBHYIO OTPAcib HAPOJHOTO X03HUCTBA MPEICTABIISIOCH B
TO BpeMsl KaK OOBEKTUBHBIN TPOIECC, 00YCIOBICHHBIN Pa3BUBAIOIIUMCS Pa3/ICJICHHEM TPY/a, BBIICICHHEM
OTIpE/ICIEHHOW YacTH OOIIECTBEHHOTO TPY/AA, KOTOPBIA pealn3yeTcss B BHUJE YCIYT M UMEET IMepel coOou
HETMIOCPE/ICTBCHHYIO 1IeIb — YAOBIETBOPATh HYKIbI HACETCHHS, a Takke (OPMHUPOBATH OMPEICIICHHBIC
COLIMANbHBIC OTHOUICHHS, CBS3aHHBIE C OOECIeYeHHWEM JIIOJIeH JKU3HEHHBIMH cpeacTtBamu. Jliis
OCYIIIECTBIICHUS TAKOTO MPOEKTA MPEANOIaraioch:

- CO3/1aTh JIOCTaTOYHYI0 MaTepHaIbHO-TEXHUYECKYI0 0a3y IJs HOPMaJbHOM >KU3HENEATeIbHOCTH,
yIIOBJIETBOPEHUS MOTPEOHOCTEN YEeTIOBEKa;

- YMEJIO UCHOJIB30BaTh OMPEIEICHHOE KOJMYECTBO KU3HEHHBIX CPEACTB AJIs 0OeCeueHus! pa3BUTUS
CIIOCOOHOCTEN YeJIOBEKA;

- pacmmpuTh cdepy OOIIEHUS JIFOJeH HE TOJBKO B MPOIECCe MPOM3BOJCTBA, HO W B TPOIECCe
YIIOBJICTBOPEHUS CBOUX MOTpeOHOCTEH, oOecneunBasi pOpMHUpPOBAHUE BKYCOB U 3aIIPOCOB;

[TocraBrneHHBIC 3a/la4ll OKA3aIMCh B OOJBIICH CTEMEHW ACKIAPUPOBAHHBIMH, HEXKEIHW PEaTbHO
BBIMIOJTHEHHBIMU, OJTHAKO B I€JIOM ObITOBas cepa KU3HEACATEIILHOCTH YeIOBeKa 00pera caMOCTOATEIbHBIN
UHCTHUTYT — «CITY>K0Y ObITay, 11eIb KOTOPOTr0 CBOJAUJIACH K YOBJIETBOPEHHUIO MOTPEOHOCTEH YeTOBEKa.

B cepenune 80-x rogoB XX Beka B ObITOBOH cdepe, B ciiyx0e ObITa, CIOXKHIIACH MapaJloKcanbHast
CUTYaIUsi: CYIIECTBEHHO BO3pPOCIIa MOTPEOHOCTh B OBITOBBIX yCIyraxX, HO IPU 3TOM CHU3HIICS CIIPOC HA HUX.
Bo3nuk o6orofHbll cTpax moTpeOuteneid u paboTHUKOB ceprl ycayr. IloTpeOutenu, 3HaAs «IEHY»
00CITyKUBaHUS, ICXOJISI U3 CBOETO MIPEKHETO OIBITA, CTATH PeXKe MPUOEraTh K €ro TOMOIIIH, TPOU3BOTUTEIIN
e, TTIOHUMAsI, YTO TIOJTHOCTBIO YAOBIETBOPUTH TPEOOBAHUS 3aKA3YMKOB HE HMEIOT BO3MOXKHOCTH, HEOXOTHO
OUTM HAa KOHTAKT ¢ moTpeOuTensmu. Takas mMmapajokcaabHas CUTyamuss OOBSACHSIACH TPEKIEC BCETrO
HEXBATKOW MAaTepuajoB, HECOBEPIICHCTBOM YPOBHS TEXHUYECKOTO OOCITY)XMBaHHUS Ha TPEIITPHUSITHIX
CIIy’XObI OBITa U PAIOM IPYTHX OOBEKTUBHBIX MPUUHUH. CTaI0 OYEBUIHBIM, YTO €CJIM HE MOBBLICHTH KAYECTBO
paboT W He YIYYIIUTh KYJIbTYpPY OOCIYXMBaHHS, TO MHOTHE OBITOBBIE yCIyrd He OyAyT MOJB30BaThCS
cnpocoM y HaceneHus. JlioasMm yxxe He HykHa mpocto ycimyra. OHH XOTST, 4TOOBI ciyx0a ObiTa ObLIa
BBICOKOT'O Ka4ecTBa, YTOOBI OHA JEHCTBUTENHHO cOeperaia ux BpeMs M MPUHOCHIA UM yJIoBIeTBOpeHue. 1
KOOTIEPATUBBI OKA3aJUCh IMEPBBIMH B PEIICHUU MPOOJIEM MEPECTPONKH CUCTEMBI OBITOBOTO OOCITYKUBAHUSI.
Hacenenne mposSBWIO TOBBIIIEHHBIM WHTEpEC K KOOMepaTMBAaM W K  OTJACIBHBIM  MEIKHM
MPEIIPUHAMATEISAM, 3aHUMAIONIUMCS WHIWBHIYALHOW TPYIOBOW JIEATEIBLHOCTBIO, ITOCKOJIBKY 3/1eCh
3aKa3YMKH OBIITM OKPY)KEHBI OOJIBIIIMM BHUMAaHUEM U 3a00TOH, HEXKETH Ha TOCYJapCTBEHHBIX MPEAPUATHIX
CITyOBbI OBbITa, XOTS Ka4€CTBO PabOT U YCIYT OBLIO MOYTH OJJUHAKOBBIM.

Buenpenue koonepaTuBHOM (OpMBI 00CTYKUBAaHUS HACEICHUS MPEANOIATaio PeUICHUE CIETYOIINX
3amad [3]:

® 3HAYMTEIBPHOE  pACIIMPEHHE TPOU3BOJACTBA TOBAPOB M  yCIyr 03  CYIIEeCTBEHHBIX
KaIlUTaTOBIOKEHU;

® IMIMPOKOE HWCIIOIH30BAHUE HEOONBIINX MECTHBIX HCTOYHHUKOB CBHIPhSI W OTXOJOB KPYITHOTO
TIPOM3BO/ICTRA;

¢ BRIPAaBHUBAHUE YPOBHEW OOCTY)KUBAHUS B Pa3HBIX PETHOHAX W HACEJIICHHBIX ITyHKTAX;

® BOBJICUCHHE B TPYAOBYIO NEATEIHHOCTh TEHCHOHEPOB, yYalllUXCs, JOMOXO3S€K, MHBAIUIOB, a
TaK)Ke BCEX KENAIIIUX «0padoTaTh» B CBOOOIHOE BpPEMHI.
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Hakomner, koonepaTuBbl MOMOTJIH CO3/1aTh JOMOJIHUTEIbHBIE paboure MecTa JIsl BBICBOOOIMBIIUXCS
pabOTHUKOB TOCYJAapCTBEHHOIO CEKTOpa MpOM3BOACTBa B KoomepaTWBHOM opraHuzaluu, IO CYTH,
mpeoaoJICBAlOTCA HACMHBIC OTHOUICHUA, YCTPAHACTCA HaeMHBIN Tpyd, a BMCCTC C HUM U OTUYKIACHHUC
pabOTHHKA OT KOHEYHOTO, UM >K€ CO3JaHHOTO HPOAYKTa. TeM caMblM B KOOIEPATUBHBIX OPraHU3aIMiX
ucye3aeT U IOJIMTOKOHOMMYECKAs Kareropus 3apIulaThl, COIYTCTBYIOLIAs HaeMHoOMy Tpyay. [
KOOIIEPATUBHOTO MPEANPUATHS XapaKTEPHbI CAMOOKYIIAEMOCTh U CAaMO(UHAHCUPOBAHHE, T. €. PACIIUPEHHOE
BOCIIPOM3BOACTBO 3a CYET COOCTBEHHBIX CpelICcTB. EcTecTBEHHBI U JEMOKPAaTUYECKUE MPUHIUIIBI
yIpaBiICHUS: KOOMNEpPAaTUBHBIE pEHICHHs O IUIaHAX IMPOU3BOACTBA, PACHPEICIICHUN J10X0/a, BBIOOPHI
pyKoBoAsIIUX opraHoB. Ha 3Toii ocHOBe popmupoBasics M HOBBIM THUN PaOOTHHKA U HETOCPEICTBEHHOTO
PYKOBOAMTENS: HEPABHOAYUIHOTO K i€y, MHUIMATHUBHOIO, MPEINPUUMYUBOTO M 3aUHTEPECOBAHHOTO B
KOHEYHOM pe3yJIbTaTe MPOU3BOICTBA, HACTOSIIETO paOOTHHKA-X O35 HHA.

Y  rocymapCTBEHHBIX NPEANPUATHNA IIOSBUIUCH COIEPHHUKH, KOHKYPEHTBI, 4YTO OKa3allo
MOJIOKHUTEIBbHOE BIMSIHUE Ha c(depy YCIyr B YCIOBUSAX PHIHOYHOH HSKOHOMHKH, IOCKOJBKY HOJOOHAS
COCTSI3aTENIFHOCTh CTUMYJIMPYET Pa3BUTHE CEPBHUCA, CIIOCOOCTBYET PACIIMPEHUIO aCCOPTHUMEHTa YCIyT,
MOBBIIICHUIO UX KadecTBa. [Ipu 3TOM HeNb3si HE OTMETUTh TOT (PAKT, UTO KOHKYPEHTHBIE CIIOCOOHOCTH
rOCY/IapCTBEHHBIX OBITOBBIX MPEANPUATANA M KOONEPATHUBOB OBLIM OTHIOAb HE OJMHAKOBBL. YacTHO-
KOOTIEpaTUBHBIC MPEANPHUATHS MOIJIM BBHIOMpATh BUJ JIEATEIBHOCTH, ONEPATUBHO MEHSITh aCCOPTUMEHT B
3aBUCHUMOCTH OT CIIPOca, MpUOOpeTaTh MaTepuabl 32 HAIMYHBINA pacueT, MOBIIIATh WM CHUXKATh 1IEHBI U T.
1. B 10 5xe Bpems 10100HbIe rOCy1apCTBEHHBIE IPEANPUITHS ObLIN JIMIIEHBI TAKUX CBOOOHBIX IIPAB.

C npyroil CTOPOHBI, y TOCYJAapCTBEHHBIX MPEANPUITHI ObUIM W CBOM mNpeumyilnecTBa. Ecnu
KOOIICPpATUBHLIC MNPCANPUATHA CaMH OCHAalaJIn 060py)1013aHHeM CBOM IMPOU3BOACTBCHHBIC ILJIOIIAAN U
OCBanBaJIM HOBBIC TCXHOJIOTHH, TO I'OCYHApPCTBCHHBLIC NPCAIIPUATHA (1)I/IHaHCI/Ip0BaJII/ICI) B COOTBCTCTBUHU C
1aHoM. B mepBbie Tobl CBOOOTHOTO PhIHKA FOCYAapCTBEHHBIC MPEANPUATUS CHA0XKATUCh 000pyA0BaHUEM
U CBIPhEM B COOTBETCTBHHM C CYIIECTBYIOIIMMHU JOTOBOPHBIMU O0s3aT€IbCTBAMH, B TO BpEMs Kak
MPEINPUATHS KOOTIEpaTUBHBIE MOTIU MOJYYUTh 000PYJIOBaHUE MO MPHUHIMITY «HA TeOe, 00XkKe, YTO HaM He
roxey». B Takol cuTyaluu KOOMEpaTHBBI, YTOOBI HAJAAUTh MPOU3BOJICTBO, BHIHYKAECHBI OBUIH MOMOIHSTH
WM OOHOBJISATH MPOU3BOICTBEHHBIN MapK CBOMMHU CHUJIAMH.

KOOHGpaTI/IBHOC OpeaAnpuUATUE paciiojiarajio MpuMUTUBHBIM O6OI)YI[OBaHI/I€M U BBIIIOJIHAJIO 3aKa3bl C
00JBIIMMH TPYAHOCTSIMH, @ PAJIOM C HUM TOCYJapCTBEHHOE MpEANpUATHE, HAIPUMED, IO PEMOHTY 00YBH,
OCHAIIEHHOE TI0 TIOCJIETHEMY CJIOBY TEXHHKH, NpPOCTaWBAIO IO TPUYMHE OTCYTCTBHS 3aKa3unmka —
noTpeduTenst yciuyr. 3apaboTHas TulaTa B KOoMepaTWBax ObUIa Topa3fo BBIIIE, YeM Ha MPEANPUSTHUSNX
TrOCYyJapCTBEHHOTO  CEKTOpa, 4YTO, €CTEeCTBEHHO, CO3/JaBajlo IOCTOSHHYI TEKy4YyKy KaJpoB Ha
TOCTIPEATIPUSATHSX.

Kpome Toro, cymectByromasi mpaBoBasi CUCTEMa TOrO BPEMEHHM IO3BOJsIa CaMUM KOOIEepaThBaM
HAXOJHUTh BCSIKOTO poOJia Ja3eWKH JUIsl MOJIyudeHHUs Aoxoja 0e3 ocoObix ycuiuid. [TockonbKy OKa3bIBaTh
YCIYTH WHAWBHUIYaJTbHBIM 3aKa34MKaM — JIEJIO XJIOMOTHOE, HEKOTOPBIE KOOTIEPAaTHBHI 3aKITF0YaIH J0rOBOpa
Ha OOCIyXHUBaHUE TPENNpusiTHid. B pe3ynbprate KOOMEpaTWBBI MOJYYMIIA BO3MOXXHOCTH TPU HHU3KOM
KayecTBe pabOThI MOJIy4aTh BaJOBYIO MPUOBUIb OT MPEATPUATHH.

KoonepatuBbl okazanuce pacropornHee rocmnpeanpusituii. He ciaywaiiHo cpoku oOcnmykuBaHus B
KOOTepaTHUBaxX OKAa3alKCh TJIABHOM MPUTITATENIbHON CHIIOW Ui HaceleHHUs. 3aKa3uuK IKOHOMHII CBOE
BpeMsi, a 3HaYUT U JCHBTH, JBAXKIBI: BO-TIEPBHIX, HE 3aHUMAsICh OBITOBBIM «CaMOOOCITYKHBaHHUEM», BO-
BTOPBIX, HE BBICTAUBAsl OUEPEIU U HE TOMSCH B OKUJIAHUU BHITIOJTHEHHS 3aKa3a Ha TOCTIPEITPUSITHH.

KoomnepaTuBbl 3amofHsUIM MYCThIE «HHIIN» CIPOCA HA Pa3HOOOpa3HbIE YCIYTU B COOTBETCTBHH C
UHAMBHUAYaJIbHBIM 3aKa3oM. B pesynbrare yAOBIETBOPSIUCH MOTPEOHOCTH B OBITOBOM OOCITYKHMBaHUHU
(connanbHas QYHKIMSA) U yBETHUYUBAICS (OH JIMIHOTO MOTPEOJICHHS], YUaCTUsI B CO3JJaHUU COBOKYITHOTO
00IIIeCTBEHHOTO MPOAYKTA, YACTUYHOTO O3I0POBJICHHSI PhIHKA (SKOHOMHUYECKast (DYHKITH).
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K monoxurensHbIM (dakTopam ACSITEIBPHOCTH KOOMEPATHBOB TOTO BPEMEHH MOXKHO OTHECTH H
IIUPOKHUI CIIEKTP HOBBIX YCIyT. Psiji KOOTepaTHBOB BBEIW B MEPEUYEHB YCIYT IJIsi HacelaeHus: GOTOYCIyrd B
mupke, (poTtockeMKH B CTWJIE€ PETPO, MPOTYIKH M OKCKYpCHU Ha CTAPUHHBIX aBTOMOOMIISX,
pecTaBpalioOHHBIC pa0OTHI U JIp.

B TO e BpeMs ypoBeHb pa3BUTHS OBITOBOTO OOCIY)XKHBAaHHS CYIIECTBEHHO OTCTaBal OT
noTpebHOCTe HaceneHus. Jlake pa3BUBAIOIIMECS KOOIMEPATUBBI HE MOTIHU YIOBICTBOPUTH BECh CIIPOC HA
yciryrd. JlaHHBIE COIMOJIOTMYECKMX HWCCIASAOBAaHUN TOKAa3bIBAJM, YTO CHPOC HA YCIYTH OBITOBOTO
00CITy>)KMBaHUS yIOBJIETBOPSUIICS B IIEJIOM IO cTpaHe B KoHIe 1980-x romoB Bcero Ha 30-40%.

OTBeTHl Ha MOCJIEAYIONIUE BOMPOCHI BHICBETHIIM MPOOJIEMbl HM3KOTO KayecTBa OOCIYKHMBaHUS TIa
NPEANPUITHIX CITYX)O0bl ObiTa. KauecTBOM peMOHTa OBITOBOM TEXHMKH OKa3aJIMCh HEINOBOIBHBI 47%, 00yBHU
— 65, gacoB — 60, paboTOl XUMUYUCTKH — 63, KOCMETOJOrOB (MApHUKMaxepcKue M APyrue CajioHbl) — 73,
doroatenne — 80% OMpOIIEHHBIX.

[IpyduHBI CTOJIb HU3KOTO YPOBHSI KYJIBTYPhl M KauecTBa OOCITYKMBaHUS 3aKIIOYAINCh B CaMOWM
CTPYKType KoomeparuBoB. [loMHMO IEHCTBUTENBHBIX HEJOCTATKOB M BHYTPEHHHUX IMPOOJIEM pa3BHTHE
KOOIIEPAaTUBHOTO JBHKCHHUS TOPMO3UJIOCH HEIOBEPYHMBBIM OTHOIICHHEM KaK CO CTOPOHBI MOTPEOUTENICH
(4uenoBeKy CBOMCTBEHHO CUUTATh UY)KHE JIEHBI'H), TAK U CO CTOPOHBI PAOOTHUKOB PA3IUYHBIX BEIOMCTB U
ynpasneHuii. Ilpuyem, ecnmu B mepBOM ciydae HEIOBEpPHE MOXKHO ObUIO OOBSCHUTH TPATUIUAMU,
CIIOKHMBIIMMHUCA B OOLIECTBE, TO BO BTOPOM — OIOPOKpaTHYECcKOoi cucTeMoil ympasienus. KooneparuBHas
¢dbopma COOCTBEHHOCTH CYIIECTBEHHO OTIMYAETCS OT TOCYAapCTBEHHOM OOJIBIICH CTENEHBI0 SKOHOMUYECKON
cBOOOIBI. Bropokparnueckas rocyaapCTBEHHAsh MalllHA BOCIPHUHUMAJIA 3TO KaK TONPAHHE OCHOB CBOCH
BJIACTH, KaK Hemomyctumoe 370. OnHako, Kak Obl HM OBUT BEIHMK COOJIa3H OTACIBHBIX YHHOBHUKOB
npuOErHyTh K 3amperaM, KOOTepalusl Chirpajia CBOI pPOJib B Pa3BUTHH C(epbl YCIYrH Ha 3ape COBETCKOU
BJIACTH U Ha ee 3akare [3].

1.3 Oco0eHHOCTH CepBUCHON 1eATEJBLHOCTH B coBpeMeHHOol Poccum.
Ecnu paccMOTpeTs OCHOBHBIE CTaTHCTHUYECKHE MTOKa3aTenu pa3BuTus yciayr B Poccun 3a mocnenHee

NeCATUIIETHE, TO MOXHO YBUAETh, uTo B 1993 T. BayoBOW BHYTPEHHHUI MPOAYKT B SKOHOMHYECKOM
UCYMCIICHUH Pe3KOo ymai 1no oTHouieHuto kK 1990 r. Ho yxe B 1996 r. no otHomenuto k 1990 r. oH BbIpoC €
23 o 53%, a o01ast YMCICHHOCTD 3aHATHIX B chepe cepBuca Bozpocina ¢ 37 mo 50% [2].

Ho Bpsa nu mpaBOMEpHO CUYMTaTh, YTO JAaHHBIM POCT OTOOpaxaeT >(PQPEKTUBHOE BKIIOUEHHE
OTEYECTBEHHOHN c(epbl ycayr B MUPOBBIE MPOIECCHI, CBSI3aHHBIE C CepBU3AIMEN KOHOMUKU. B Gonbieit
CTETIEHU OH CBUJETENbCTBYET O KpH3HCE Cdepbl MaTepHaIbHOro Mpou3BojcTBa. K Tomy ke yBennueHue
JIOJIM CepBHCa B BaJOBOM BHYTPEHHEM IpOAYyKTe Poccuu cOmpoBOXKAaaoCh PE3KUM CIaJoM MPOM3BOJICTBA
COLMAIBHBIX M KYJIBTYPHO-ICTETUYECKUX YCIIYT: OBITOBBIX, MEIUIIMHCKHX, CAHATOPHO-03/I0POBUTEIBHBIX,
CHOPTUBHO-TYPUCTCKUX YCIYyr, a TakXe YycIyr B c@epe HCKycCTBa, My3eHHOro u OHOIMOTEYHOIO
o0cCIyXUBaHUS U JIp.

MHorue HOBBIE BUIIBI CEPBHCA TEHEPUPYIOT YCIYTH BBICOKOJIOXOHOTO XapaKTepa, T. €. HallelIeHHbIE
PEUMYIIECTBEHHO Ha HEOOJBIIYI0 YacTh OOECIEUeHHBIX U CBepXoOecneueHHbIX Jojeil. B To xe Bpems
YaCTHBIM KaluTall HE CKJIOHEH OCBAaWBaTh MaJIOpEeHTAaOENbHbIE CEPBHCHbIE MPOMU3BOJCTBA, HEOOXOAMMBIE
00I1eCTBY U perMoOHaM CTPAaHHBI.

C npyroii cropoHbl, 3a mnociaeaHue 10—15 neT oTeyecTBEHHBIH CEPBUC OCBOMJI MHOKECTBO
Pa3HOBHIHOCTEH YCIYr, C KOTOPHIMH OOIIECTBO COBETCKOTO IIEPHOJa BIPSIMYIO HE CTaJKHWBAIOCH:
KOHCAJITHHT,  WHXWHHUPHHT,  JIM3WHT,  IICUXOJIOTHYECKOE M  CEeMeHHOe  KOHCYJIbTHPOBAHHE,
KYJBTYPHOBAJICOJIOTHIECKHE YCITYTH, HTPOBOH U II0Y-OW3HEC H Ip.

CBoeoOpa3HBIM UMITYJIBCOM B JI€JI€ OCBOSHUS CEPBUCHBIX WHHOBAIIMI OKa3aJcsi MHAHCOBBIN KPU3HC
1998 r. B HeOGnaronpusTHBIX SKOHOMUUYECKHX YCIOBUSAX MHOTHE MPEINPUSATHS CEpPBHCA BBIHYKACHBI OBLIH
NPOSIBUTH TIOBBIIICHHBIM JAMHAMH3M W THOKOCTb, OBICTPO pearupys Ha TpeOOBaHUS CTPEMHTEIHHO
MEHSIIOLICHCS] KOHBIOHKTYPBI U IIOTPeOUTEIhCKOTO crpoca. B atot nepuox [2]:
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o [UI0 WHTEHCHBHOE COBEPIICHCTBOBAHUE IIPEKHUX BHUAOB M HANPABJICHHUN CEPBUCHOU
JIeATEIbHOCTH;

o HOSBIISUTUCH HOBBIE /IS POCCUHCKOT0 001IecTBa BUABI M HAIIPABJICHUS YCIIYT;

o pa3palaThIBaINCh OPUTMHAIIBHBIE CEPBUCHBIE IPOILYKTHI.

[IpumeuaTesbHO, YTO B MEHSIOIIEHCS CUTyallud MHOTHE CEPBHUCHBIE OpPraHU3allud U YUYpPEXKICHUS
COLIMOKYJIIBTYPHOTO  Tpoduisi, Mpojgoibkas  pabotaTh Ha  0a3ze  OHOKETHO-TOCYAAPCTBEHHOTO
(buHaHCUPOBaHUS, BBIHYKICHBI ObLII aKTUBHO OCBAaMBaTh HOBBIC BUBI U (hopMbI 00cTy)uBaHus. OCOOEHHO
[IPUMEYaTeNIbHO B 3TOM OTHOIIECHUU YTy4llleHne OMOIMOTEYHOr0 U MY3€HHOT0 OOCTYKIBaHHUSI.

Ceronns KpynHble OMOMHOTEKHM CTpaHbl paboraroT mHauve, Hexenu 10—I15 ner Hazan. Bce oHum
AKTUBHO OCBaMBAIOT MPHUHIMIIBI padOThl KHUTOXPAHWIHUI B YCIOBUSX HH(DOPMALMOHHON KYJIbTYpHL. ITO
CBSI3aHO C OCBOCHHMEM TEXHOJIOTMH paboThl B paMKax MacIITaOHbIX HH(GOPMAIIMOHHBIX CETeH,
KOMITBIOTEPHON TEXHUKHU B JIeJ€ CO3JaHus, cOopa, oOpabOTKH, XpaHEHHs, PAaCIpOCTPAHEHUS M IMOUCKA
UH(OPMALINH, a TAK)KE HOBBIX BUAOB OOCITY>KUBAHUS TOCETUTENEH.

OcCHOBHOE KHUTOXpaHHJIMIIE CTpaHbl — Poccuiickast rocyapcTBeHHast OMOIMOTEKA — MEPEXOAUT Ha
o0ciyKMBaHUE 3aKa30B UMTATENIeH MOCPEICTBOM TaK HA3bIBAEMOM CHUCTEMbI AJIEKTPOHHOW LUPKYyIAuuu. B
9TOM CIy4yae BCE YMTATENIH CHA0KEHbI TUIACTUKOBBIMH Oujetamu ¢ 0apkoaoMm u ¢ororpadueii Biaaenpia.
[TooOHBIN YNTATENBCKUIA AJIEKTPOHHBIN OWJIET MO3BOJIAET CBECTH K MUHUMYMY BpeMs 3aKa3a M OXKHJIaHUs
KHUTH W3 XpaHWIHINA, YCKOPUTH Apyrue (Gopmbl OOCIYXHBaHHS IMOCETUTENEH, a TakkKe MpPeJoCTaBIsATh
MHO’KECTBO YCIJIYT, CBA3aHHBIX C BBIXOJOM 4YMTaTeNsd K 0a3aM JaHHBIX Pa3iIMYHbIX OMOJIMOTEUHBIX LIEHTPOB
CTpaHbl U MUpa.

My3eliHble LEHTpPHI CTPaHbl TAK)XE 3aHATHl MOMCKOM HOBBIX ()OpM OOCITYXHMBaHUS, CIIOCOOHBIX
NpUBJIeYs B HUX MHOTOYMCICHHBIX IOCeTHTENed. Peub maeT He TONBKO 00 OOHOBJICHWH SKCIIO3WIHUH,
pa3paboTKe HOBBIX IKCKYPCHOHHO-TEMAaTHYECKHX HaINpaBieHHH paboThl. B 3TOM miaHe mpuMeudaTelbHbI
Oojiee TeCHBbIE CBSI3M My3e€eB ¢ 00pa30oBaTEeNbHBIMH LIEHTpaMH, TypOU3HECOM, a TaKXe IMPEeIOCTaBICHUE
HOCeTUTENSIM OoJiee IIUPOKOro AMana3oHa JOMOJHUTENBHBIX ycayr (mpojaxa Me4yaTHOHM, CyBEHUpPHOM
HOPOAYKIMH U T. I.) COBPEMEHHOT'O THUIIA.

B c¢Bs13u ¢ 3TUM pacCMOTPHUM ILIArv, KOTOPbIE NMPEANPUHUMAET IUPOKO M3BECTHBII MEMOPHAIIBHBIN
locynapcTBeHHBI HCTOPUKO-TUTEPATypHBIH W NpUpOJHO-TaHAAPTHBIA My3ei-3anoBegHuk A. C.
[Iymkuna «Muxaiinoekoe». PaboTHUKN My3esi, HCX0/1 U3 TOHUMaHUSI MUPOBOTO M POCCUICKOTO 3HAUCHUS
3TOr0 MEMOPHUAIBHOIO IIEHTPa, PACCMAaTPUBAIOT MEPCIEKTUBBI €r0 Pa3BUTHS B paMKax COXPAHEHMs €ro Kak
YKUBOTO CBHJIETENIHCTBA KU3HU HAIIMOHAJIBHOIO MO3TAa, KAK MEXaHW3M IMOJJIep)KaHUs Halled NCTOPUYECKON
namsiaTtd. [loaToMy OHM cuuTalOT nepBeiiiell cBoeil 3amauell Oepe’KHO COETUHHUTH MaTepHaIbHbIE
(mannmadt, mNOCTpOiKM, My3elHble OKCIOHAThl) M JYXOBHbIE (CTHXM TI09Ta, BOCIOMHHAHHUS
COBPEMEHHUKOB) CBUJETEIbCTBA MPOILIOIO C COBPEMEHHBIM 00pa3oM JKU3HU M MOTPEOHOCTIMU
IIOCETUTENEN, KOTOPBIE IIPUE3KAIOT B 3alIOBETHUK KaK TYpUCTHI [2].

C npyroii CTOpOHBI, Ha TEPPUTOPUN HEBO3MOMKHO TMOJHOCTHIO OTKA3aThCsl OT «HOBOJIENA», MOCTPOEK
TEXHUUYECKOT0 Ha3HaueHHUs, yOOPOUHBbIX MAIIMH Ha AOpOXKKax mapka u aAp. Ocoboe HampaBiieHue B pabote
My3esl yAeNnsercs COBpEMEHHBIM (opMaM MpomaraHjbl MYIIKMHCKOTO MO3TUYECKOTO Hacienaus u
00CTyXMBaHUSI TYPHUCTOB: MpPOJaXe CYBEHUPOB, I[E€YATHOW MPOIYKIMH, MPOBEIECHUIO CIEIHaTIbHbIX
IMYIIKUHCKUX MEPOIPUSITUN U T. II.

B kauecTBe HOBOro CEerMeHTa OTEYECTBEHHOW cepbl ychyr, pOKIEHHOTO HOBBIMH YCIOBHSIMH
KHU3HEIEATEILHOCTH OOIECTBa, BBICTYNAIOT HWHTEPHET-YCIYrH, MpHOoOpeTaonme Juis MoTpeduTeneit
KOMILIEKCHBIN XapakTep (MH(pOpMaIMOHHbIE, KOMMYHHUKAIIMOHHbIE, XY/I0’KECTBEHHO-3CTETUYECKHE U T. II.
YCIIYTH).

HNHTepakTHUBHBIE MYJIbTUMEINIMHBIE HHTEPHET-YCIYTH CTapTOBaiu B Poccum yxe yepes 5 Jiet nociue
X TosiBJiecHHs Ha 3amaae. OIHAKO B HACTOAILEE BpPEMs TEMIIbl MPUPOCTA TOKa3aTeIed POCCUHUCKOTO
CEerMEHTa BBIIIE MUPOBBIX. POoccUilCKMEe KOMITAHMM, MPEAOCTABIISAIONIME YCIYTd MPOBAWIWHIA M XOCTUHIA
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(pa3MereHusl KJIMEHTCKUX WeD-caiiToB), OICHMBAIOT CBOM PBIHOK ONTHMUCTHYHO: TOJOBOH pOCT
KIIMEHTCKOM 0a3bl mpexnonaraercs Ha ypoBHe 150%, cKOpOCTh OCTyNa, MO MPOrHO3aM, BO3pacTeT BIBOE.
3toT mporecc OyIeT COMPOBOXKAATHCS CHUKEHUEM TapudoB B cpenHeM Ha 20—25%.

[ToBblieHHast TMOTPEOHOCTh OTEYECTBEHHOI'O CEPBHCAa B HHHOBAIMSAX OCOOCHHO OCTPO CTaBHUT
npo0JieMy OCBOCHHSI POCCHHUCKUMHU TPEANPHUITUAMU ChEphbl yCIyr HWHHOBAIMH B OpPTraHU3AlUU YCIYT H
dbopMmax oOCITyKUBaHUS TOTPEOUTENEH, UIYITUX K HAM U3 MUPOBOM MPAKTHKH.

PaccmMoTpuM TpyZHOCTHM BHEIPEHMsS] HOBBIX HAaNpaBiIeHH OOCIy)XMBaHHS Ha MpUMEpPE TaKOro
CJIO)KHOT'O CerMEHTa yCIyTr B paMKaxX KOHCAITHHIa, KaK BEHUYPHbIH OM3HEC, T. €. OM3HEeC, IPOABUTAIOIINN B
IIPOU3BOJICTBO PUCKOBaHHbIE HAy4HbIE pa3paboTku. B ToM ciiydae, korja BHeApeHHE HAy4yHOU pa3paboTKu
OKa3bIBACTCSl YAAUHBIM, SKOHOMHYECKUN 3((EeKT HAMHOTO MEePEKPHIBAET BCE MPEABAPUTEIHHBIC PACXOJIBI.

BenuypHblii OM3HEC BBHICTYMAET OAHUM M3 MPAPOIUTENICH HBIHEIIHETO 3Tara HAayYHO-TEXHUYECKOM
PEBOJIIOINH, KOTOPBIM cMeNo MpoABHUraeT 3(GeKTUBHBIE HAYUHBIE pa3paboTKH B JIH00YI0 cepy MpaKkTUKH.
Kazanocs, uro B Poccun, y koropoit nocne pacnaga CCCP octaiach OCHOBHasi 4aCTh Hay4HO-TIPOECKTHOM
AIUTHI, 3TOT BUJ CEPBUCA MOKET HAUTU IIUPOKOE MPUMEHEHUE

Ceronns B cTrpaHe 3apeructpupoBano 40 ThIC. MAJIBIX IPEANPUITHIA (C 00IIel YrcIieHHOCThI0 B 200
TBIC. YEJIOBEK), Y KOTOPBIX B YCTaBe MPOMHUCAH BUJ IEATEIbHOCTU: «HAYKOEMKas MPOIyKIusy». [ mepBoro
JTamna pa3BUTHSA BEHUYPHOro OM3HEcCa 3TO Herioxoe Havano. OAHAKO B TOJ HOBOM MPOIYKIIMH 3TU (UPMBI
MPOU3BOJAT Bcero jauiib Ha 30 mupa. pyOieil, 4TO HUUTOKHO Majo B 00beMe IMPOU3BOJICTBA CEPBUCHOMN
NeSITEIbHOCTH M COBEPIICHHO HEJOCTAaTOYHO JJIsi BeHUypHOro OmsHeca. Bmecre ¢ Tem Kk »TM (pupmam
MPOSIBJISIIOT HEMAJIbI WMHTEPEC WHOCTPAHHBIC IOKYIATEIH, TOTOBbIE CKYNUTh (M CKYIAIOIIME) HOBBIC
TEeXHONIOTUH. Jla W y OTEYeCTBEHHOTO IPOU3BOJCTBEHHOr0 OM3HEca KamuTaibl uMeroTca. OnHako
POCCHICKHI BEHUYPHBI OU3HEC pa3BUBACTCS MEIJICHHO.

Bo-niepBbIX, HUKTO U3 OTEUECTBEHHBIX OW3HECMEHOB HE CIEIIUT HWHBECTUPOBAThH HAYYHO-
TeXHUUYECKUU mporpecc. [Icuxonorus coBpeMEHHOTr0 OT€YECTBEHHOTO MpeapUHUMATENs chopMUpOBaIaCcCh
MO/l BIIMSIHUEM HEyCcTON4MBOW 00cTaHOBKM B Poccum, korga Hafo ObLJIO B MAaKCHMAIbHO KOPOTKHE CPOKHU
BEpPHYTh KamHTal ¢ HauOomblield mpuObUibio. [Ipu 3TOM KauecTBO W BHJ OW3HECa HE MPUHUMAIUCH BO
BHUMaHue. VHHOBallMOHHBIE K€ MPOEKThl TPeOYIOT TIATENbHON HAyYHOHW OJKCHEPTU3BI, CEPbE3HOI0
HCCIENOBAHUSA X KOMMEPUYECKNAX MEPCIIEKTHB.

Bo-BTOpBIX, BBICTYMAaeT Ha MEPBBIA IUIaH BTOPOW THII MPEMATCTBUI ISl BEHUYpPHOro OHM3HEca: OTCYTCTBHE
PBIHOYHOM 0a3bl ero pasBuTHsA. B cTpaHe HEOOXOAMMO C HYyNIS CO3/1aBaTh MHPOBOMSIIYIO CETh (PMHAHCOBBIX
MOCPETHUKOB, TOTOBUTH MPO(ECCHOHATIBHBIX MEHEKEPOB B 3TOMH cdepe, pa3BUBATh aJIEKBATHO KAITMTAIN3UPOBAHHBIN
(hOHIOBBI PBIHOK, MO3BOJISIONINI KOHBEPTHPOBATH PE3YNbTaThl MpeINpUHUMATENEH B JPyrde BHICOKOJOXOJHBIC
aKTHBBL " T. 1. Ho B Poccuu 3TH KOMIOHEHTBI PHIHOYHOI HH(PACTPYKTYPHI TOKA HE CIIOKHIIHCH.

Tenepb paccMOTpUM PacCHpPOCTPAHEHHOCTh Pa3HbIX TUIIOB OPraHU3AIMOHHBIX CTPYKTYpP B OTEUECTBEHHOM
cepBUCE B 3aBHUCHMOCTH OT MAaclITa0OB JESATEIBHOCTH M yncia padorarommx. CHayala OCTaHOBHMCSI Ha KPYITHOM
OusHece.

[IpumepoM MOTYT CIyXHUTh T€ KpPYHHBIE CTPYKTYpHl OH3HECAa W CHCTEMHO-OTpAcieBbIE OpraHU3aINH
(mpuHaUIeKaIMe TOCYAapCTBY, HETOCYJapCTBEHHBIE M CMEIIAaHHBIE), KOTOpbIE COXPAaHWIMCHh B Hallled cTpaHe OT
MPEIBIIYIIETO dTana €€ pa3BUTHA. YKaKeM Ha KpYIHbIe OaHKOBCKHE CTPYKTypbhl (COepOank, BHemmKoHOMOAHK H
Ip.), KpYIHBIE KOMITaHUU TepeBo3unKoB (A3poduiot, MIIC u ap.), Toproseie opranuzanuu (pupma «leTckuii Mup» u
Ip.), opranu3aruu cBs3u («KocMmudeckas cBsi3by, «CBsizbuHBecT») 11 MaccMenna (BI'TPK u np.) [2].

BTopoil Tl KpynHBIX CEpPBUCHBIX OpraHU3alldi B IOCIEIHEE HECATWIETHE 3apOAWICS U Pa3BUBAECTCS B
paMKax Tak Ha3bIBaeMbIX HHTerpupoBaHHbIX Ou3Hec-rpynm (UBIY) — «JIYKoitny, «HOkocy, «MaTeppocy, «Cubupckuit
amomunuiy, ADK «Cucremay u psia apyrux [2].

Tak, B paMkax Takux TpyNH ACHCTBYET aKIUOHEPHBI KOMMEpYecKMHd OaHK (MJIM HECKOJIBKO OaHKOB),
BBICTYIAIOMIMK B KauecTBe COOCTBEHHOW KPEIUTHOH OpraHM3alliM, PacueTHOro (pMHAHCOBOTO LIEHTPA, JETIO3UTAPUS
XpaHeHHs LEeHHbIX Oymar u nap. Kpome Toro, maHHBIE Tpynmbl pa3BHBAIOT CBOM (HMIMANIBI AWJICPOB A COBITA
NPOAYKIMU B CTpaHe U 3a PyOEKOM, CIIOCOOHBI OKa3bIBaTh OMPIKEBBIC, TOPrOBbIE, JIU3WHTOBBIC, NHBECTUIIMOHHBIE U
apyrue yciyru. [ToMuMo 3TOro B KaXIOH M3 TPyNI MMEETCs IMIMPOKHH CHEKTP BHYTPEHHETO OOCITYKHBAHUS:
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MEIWIIMHCKAE W O3[OPOBHUTENBbHBIE OpPraHMU3AllU{, CTPaxOBble KOMMAaHWW W Ap. [lpumedaTensHO, YTO HWMEHHO
CTPaxOBBIM KOMIIAaHHMSAM B pAJe cly4aeB ynaercs BeIUTH M3 cBoeid M BI' W cTaTh caMOCTOSITENbHBIM areéHTOM Ha
0TEYeCTBEHHOM cTpaxoBoM priHKe (hupmbel «POCHOw, «Ilporpecc 'apanTy).

B nenom ykazannas npaktuka MBI cBUAETEIBCTBYET O TOM, YTO Ka)KIasi Ipylna CTPEMHUTCS] KOMIIEHCUPOBATh
cnalylo0 pHIHOYHYIO HH(PACTPYKTYpy B OTEUECTBEHHOH IPAKTUKE XO3SMCTBOBAHUS M HECOBEPIICHHBIA CEpBHC
BHEIIHEeW WHCTHTYIMOHAIBHOW Cpelbl NMPH PEIIeHWH CBOMX BHYTpeHHHX mpobiem. IIpupoma momoOHBIX Trpymim He
CBsA3aHA C CO3JaHUEM TPEANPUHIUMATEIBCKUX CETe, HO TATOTEeT K Ooyiee >KECTKOW CTPYKType OpraHH3alliH
xoJiauHrosoro tuna. OgHaKo B MepexoAHBIX ycnoBusix aaHHble MBI okazamuch Oonee yCTOHYMBBIME K BHEIITHUM
HeOIaronoIyYHBIM BO3ICHCTBUAM [2].

VYkakeM Ha elie OJHO HallpaBJieHHWE, MOPOAMBIIEE B OTEUECTBEHHOW MPAKTUKE IMOCIEIHEr0 NECSTHIICTHS
KpYITHEHIIINEe CEPBUCHBIE OpTaHU3AINH, — PEKJIaMHBIN On3Hec. B coBpemenHoi Poccnn fneiicTByeT MHOKECTBO Pa3HBIX
PEKJIaMHBIX areHTCTB, BBIMOJIHSIONINX MOCpenIHUYecKne (DYHKIUN MEXAY PEKIaMOoJaTels MU, C OAHOW CTOPOHBI, a
TaKKe KaHalaMW PacHpOCTpaHEHHs pPeKJIaMbl U MOTpeOHTENsIMH, ¢ apyroil. Hanbonee KpymHble U3 TaKUX arceHTCTB
TPYNIHPYIOTCS BOKPYT BEAYIIMX POCCHMCKHX TENEKAaHAIOB, XOTS MPH 3TOM 3aHITHl MPOHU3BOJICTBOM HE TOJBKO
TeJIepeKIIaMbl.

1.4 CepBHC ¢ y4eTOM HAIIHOHAJIBbHBIX, IPHUPOJHO-KIMMATHYECKHX U IPYTHUX 0COOEHHOCTEN

00CTy:KUBAHUS
CraTucruka CBHUACTCILCTBYET TaKXE O meppumopuaﬂbHozZ ceemenmayuu  pa3HblIX BHAOB W THUIIOB

POCCHICKOT0 CepBHCa, KOTOpask yriIyOoniack CpaBHUTENBHO C COBETCKUM IIEPUOJOM U B HACTOALIECE BPEMsI BBIpAKEHA
HaAMHOro Oosiee penbeHO, YeM B JIOOOW APYroi CTpaHe Mupa. DTO OOBACHAETCS HE TOJBKO €CTECTBEHHBIM
TATOTEHUEM CEpBHCAa K KPYINHBIM M CPEIHUM THIAM IIOCEJICHUH (KaK 3TO HMEeT MECTO, HalmpuMmep, B IUIOTHO
3acenieHHoN 3amagHoii EBpome m B mpyrux permoHax mupa). K sTomy mobamnsiercss Hanuuue B HAlled CTpaHe
MaJIOOCBOCHHBIX TEPPUTOPHH, a TaKke MHOKECTBA IIOCEJICHUH, KOTOPbIC JHIICHBI PHIHOYHON HHQPPACTPYKTYpHI:
yIOOHBIX JIOPOT, CPEACTB CBSI3U, LEHTPOB WHBECTHPOBAaHMs, (OHOOB COLMAIBHOW NOINEPKKHA M 3aLIUTHI
KOMMEPUYECKOU IEATETLHOCTH U JIP.

OCOOCHHOCTH PErHOHANBHOTO Pa3sBUTHS OTEUECTBEHHOW OSKOHOMHMKH CEPbE3HO TOPMO3ST Ppa3BUTHE
KOMMEPUECKOTo cekTopa yciryr. CepBUCHBIN OM3HEC B HACTOSIIEE BPEMs TATOTEET B OCHOBHOM K CTOJIMLAM U K DALY
KPYITHBIX MTPOMBIIIJICHHBIX IEHTPOB, KpaifHe MeUIeHHO (0OCOOCHHO ATO KacaeTcsi MaJloro OM3Heca) MPOHUKast 3a Y pad,
Ha [lansauii BocTok, Ha ceBepHBIE TEPPUTOPUH CTPAHBI.

B paccmarpuBaemblii TIeproa B OTEUECTBEHHYIO Cepy cepBHCa CTad HIMPOKO BHEIPATHCS 3apyOeKHbIC
NPOM3BOAMTENN YCIyr. B CBf3M ¢ 3TUM crlexyeT OTMETUTh NPOHMKHOBEHHWE HA HaIl PHIHOK YCIYr KPYMHBIX
3apyOeKHBIX (PUPM—IIPOU3BOIUTEIICH BBICOKOTEXHOJIOTHYHON MPOAYKLUH, IPEKAE BCEro 31eKTpoHHOH. Inpokomy
Kpyry moTpeOuTeNeid KpYIMHBIX TOpPOJOB MOA00HBIE (UPMBI HW3BECTHBI CBOMM TJIOOANBHBIM CEPBHCHBIM
obciyxuBaHueM ObITOBOM u oducHOM 3ekTponuku (Sony, Panasonic, Philips, Samsung, Xerox, LG u ap.),
nporpamMmHuoro obecrieuerus (Microsoft, Symantec u ap.) u 1. 1. [2].

OteyecTBEHHBIM NPEANPUHUMATENSAM B cepe OM3Heca MPUIIIOCH CTOIKHYTHCS HE TOJNBKO C MPOABUHYTHIMU
MHUPOBBIMH 00pa3liaMH CEPBUCHBIX MPOAYKTOB. DKOHOMHYECKAsi KOHBIOHKTYpa, KOTOpasi CKJIaJbIBAETCS BO MHOTHUX
cocennux ¢ Poccuelt crpaHax, CTUMYIMpPYET TPEANPHAMYNBBIX JIFOIel M3 OJIMKHETO 3apyOeKbsi MpHe3kKaTh B HAILY
CTpaHy, I'Zie, 10 UX NPEACTaBICHHUSM, MPEIOCTaBIIIETCA HEIIoXas BO3MOXKHOCTh 3apaboTaTh. B KpymHBIX M cpeaHnx
ropoJiaXx CTPaHbI CETOHS AEUCTBYIOT racTapOaiiTepsl, a TaK)Ke TPYIIIHI MPEATNPUHUMATENEH U3 Y KpauHbl, 3aKaBKa3bs,
Kuras, BoeTHama u Apyrux cTpaH.

[IpennpuanmaTenu u3 3akaBKa3bs pabOTalOT B apTensx (cOOp yposkasi, IPOHU3BOJACTBEHHOE M SKUJIMIIHOE
CTPOUTENILCTBO, JIOPOKHO-PEMOHTHBIE PabOThI U JIp.), B OOIIECTBEHHOM IUTAHWHU, B PHIHOYHOW TOProie (Ipojaxa
LBETOB, OBOLIEH, PPYKTOB, a TAKKE JCIICBON OAEKIBI U 1Ip.).

Kuraiickas amacniopa (koTopas B 3HAQUMUTENBHONW YacTH COCTOUT W3 HeEJNETAIbHBIX MHTPAHTOB) YBEPEHHO
OCBOMJIa YEIHOYHYIO TOPTOBIIO HIMPIOTPEOOM, a B psJi€ POCCHICKHX TOPOJIOB JIEPKHUT B CBOHMX PYyKax TOYKH
JIeIIEBOr0 OOIIECTBEHHOrO nuTanus. Ee mpenctaButeny 3aHUMAlOTCA Pa3BEJCHUEM M TOPrOBJIEH OBOIIAMH, a TAKXKe
OepyTcs 3a HEeKBATU(HUIIMPOBAHHYIO padoTy [2].
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IpakTuka 2. CounanbHble NPeANOCHIIKNA BOSHUKHOBEHHUS M PA3BUTHUS

CEPBUCHOM JAeATEeJbHOCTH
Mmuorue roabl 3KOHOMHUCTBI U3YYarOT IMPUYHUHBI POCTAa YCIIYT. HepBBIfI BKJIaZA B 3TOM HaAMpPaBJICHHUU CHCIaT

O®.I'.b. Guiiep, KOTOPHIA MPEACTABUI KOHUEHIIMIO MEPBUYHBIX, BTOPUYHBIX M TPETUUYHBIX OTpaciel skoHOMHKU. K
IEePBUYHBIM OTHOCSATCS TaKHEe OTPACiIU, KaK CEeIbCKOE XO3SIHCTBO, )KMBOTHOBOJCTBO, PHIOOJIOBCTBO, JICCHUYECTBO,
0XOTa W TOpPHAs MPOMBIIIIEHHOCTh. BTOpHyHbIe BKIIOYAOT B ce0sl mepepadaThIBAIONINE OTPACIH U CTPOHTEIBCTBO.
Hakonen, TpeTHYHBIC OTPAcIM OXBATHIBAIOT TPAHCIOPT, CPEICTBA CBSI3M, TOPrOBIIO, MPABHTEIBCTBO U JIMYHBIC
yciyru. Ouiep npeuIokul XapakTepr30BaTh 3KOHOMHKY B 3aBHCUMOCTH OT IIPOIIOPIUH TPYIOBBIX CHJI, 3aHATHIX B
9THX cekropax. OH TakkKe apryMEHTHPOBAJ TaKyI0 MBICIB: IO MEpEe TOro, KaK PacTyT JOXOAbI OOIIECTBA, OCHOBHOM
00BeM Crpoca NEePEeHOCUTCS C NMEPBUYHOTO K BTOPHYHBIM, & 3aTE€M K TPETHYHBIM CEKTOpaM 3koHoMHKH .Coumonor
Jpauen bam onrcan pa3BUTHE YEI0BEUYECKOTO 00IIEeCTBAa TPEMS OCHOBHBIMHU CTaIUSIMH [6].

JounaycrpuanbHoe 00mecTBo. JoMUHUpYIONIEH XapaKTEPUCTUKOM JEJIOBOM AaKTUBHOCTH B
JOMHTyCTPHAJIbHOM OOIIECTBE SBJIAETCA NOOBIBaromias orpacip (T.e. XUBOTHOBOJCTBO, PBIOOJIOBCTBO,
JIECHUYECTBO, 0X0Ta). VI3HauanbHO JKU3Hb — 3TO UTpa MPOTUB IPUPOJIbI. Y POBEHb TEXHOJIOTHI HUZKUI MU
BOOOIIIE HHUKAKOH; MPOIYKTUBHOCTh 3aBHUCHT OT TaKHUX JJIEMEHTOB, KakK BpeMs Troja, MOXIb, IOYBa U
dusnyeckoil cunbl uyenoBeka. CoumanbHas *KU3Hb OpraHU30BaHA BOKPYT CEMbH M JOMAIIHEH pabOTHI.
CrnencTBueM HU3KOH NMPOIYKTUBHOCTH M OOJBIIONW YHCICHHOCTH HACEJICHHS SIBISIETCS BBICOKMI YPOBEHb
0e3paboTHIIBI M B CEITLCKOXO35HCTBEHHOM CEKTOpPE, M B CEKTOPE MECTHOTO OOCITy)KUBaHHs. Takum o0pazom,
BO3HHUKAET OOJBIIOE KOJIMYECTBO JIIOACH, padOTAOIINX WM MPHUTOJHBIX Uil pPa0OTHI B 00IACTH JTUYHBIX H
JIOMAIIHUX YCIIYT.

HuaycrpuanbHoe o0mecTBo. J[oMuHUpYOIIEH XapaKTEepUCTUKOW [J€JI0BOM AKTUBHOCTU B
UHAYCTPUAJIHLHOM OOIIECTBE SBISIETCS MPOU3BOACTBO TOBAapOB. JKW3Hb CTAHOBUTCS HMIPOW C HPUPOJIOM.
DKOHOMHUYECKasi U coluajbHas >KU3Hb MeXaHu3upoBaHa u Oojee 3¢pdexkTnBHA. MamMHBI U IHEPrus,
KOTOpas UX MUTAET, JOMUHUPYET B POU3BOJCTBE: OHU 3aMEHWIM MYCKYJIbHYIO cuily. [Ipou3BoanuTeIbHOCTL
HEBEPOSATHO BO3pOCia; HEHUTCS MCKYCCTBO JieJaTh OOJbIIE MPU MEHBIIUX YCHIUSAX. JTO OCHOBAaHHBIM Ha
OIOpPOKpaTUM U HMEpapXWu MHP IUIAHUPOBAHUSA M COCTABJIEHUS TPapUKOB, B KOTOPHIX KOMIIOHEHTHI AJIs
IIPOU3BOJICTBA COOpaHbl BMECTE B HYKHOE BpPEMS U B IPABWJIBHBIX MPOMOPLUMSIX JIJIs TOTO, YTOOBI YCKOPUTH
NOTOK TOBapoB. MHIMKaTopoM o0Opasa KU3HHU SBIISIETCS KOJIMYECTBO TOBAPOB, KOTOPBHIM 00J1a/1a€T YETIOBEK.

IocTunaycTpuasbHOe 00mecTBO. /[oMMHMpYIOIIEH XapaKTEpUCTHUKOM [EJI0BON AaKTHUBHOCTH B
HOCTUH/IYCTPUAJIbHOM OOLIECTBE SIBJISETCS MPOM3BOJICTBO Yciyr. JKu3Hp Temepb MOXHO Ha3BaTh UIPOH
MEXIy JIOAbMH. 3HAYeHHE HMEIT HE MYCKYJIbl MM MOIIHOCTh MAIIWHBI, a WH(OpMauus U 3HaHUE.
TpeboBaHMe pacHIMPEHHBIX CIEUUATbHBIX 3HAHUW W HABBIKOB Ha paboyeM MecTe JeNlaeT BhICIIee
oOpa3oBaHue HEOOXOIUMOW MPEANOCHUIKON JJIsi TOTO, YTOOBl BOMTH B MOCTHUHAYCTPHUAIBHOE OOLIECTBO U
xopolyio xu3Hb. MHIuKaTOpoM 00pa3a *KU3HU SIBISETCS KOJUYECTBO U KaYECTBO YCIYT, KOTOPbIE YEIOBEK
MOJKeT ce0e O3BOJIUTb.

HeKOTOpBIe IMPOMEXKYTOYHBIC CTa Il MOT'YT OBITh OTHECEHEI K MEPEXOJHOMY NIEpHUOAY OT UHAYCTPUATIBHOI'O K
HOCTHHIYCTPHAIBHOMY OOLIECTBY. Bo-niepBhIX, pacimpeHne yciryr, TAKUX KaKk TPAHCIIOPTHPOBKA U FOCYJapCTBEHHBIE
KOMMYHaJIbHbIE YCIYTH, HEOOXOJMMO JUIi Pa3BUTHSA IPOMBIIUICHHOCTH M pPa3MEIIeHHsS TOBapoB. Bo-BTOpHIX,
MaccoBO€ MOTPeOJICHHE TOBAPOB U POCT HACEJCHHS TPEOYIOT PaCUIMPEHHUs] ONTOBOH M PO3HMYHON TOPTOBIIH, PABHO
KaK ¥ TaKuX YCJIyr, KaKk ()MHAHCOBBIC, ONEPALMH C HEIBIKMMOCTHIO M CTpaxoBaHHE. B KOHIIE KOHIIOB, TaK Kak
JIOXOJIbI JIIOICH PacTyT, MPOLEHT JEHET, KOTOPbIE PacXOYIOTCSl Ha MPOJOBOJIBCTBHE CHIKaeTcs. [Ipupoct 10xo10B
TPAaTHUTCA B NEPBYIO OYEPEAb Ha TOBAPbI JJIIUTCIIBHOI'O ITOJIB30BaHUsA, TAaKHUC KaK JKUJIBC, aBTOMOOMIIM W OBITOBEIE
npubopsl. JlanpHelmue yBeNWUYEGHUs [OXOJAa pPACXOAYIOTCS Ha O00pa3oBaHUE, 3APABOOXPAHEHHE, OTIIYCK,
MMyTEIECTBYA, PECTOPAHBbI, Pa3BJICYCHUA U CIIOPT. Ora TEHACHIUS B HOTpe6I/ITe.]'H)CKOM MOBEACHUN BEACT K POCTY
HOBBIX IIPEANPHUATHI CEPBHCA, KOTOPBIE CTPEMSITCS YAOBIETBOPUTH CIIPOC IPAX/JaH Ha OOJIbIIIEe KOIMYECTBO YCIIYT.
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IMpakTuka3. Pa3HOBUAHOCTD YCJAYT H MX XaPAKTEPUCTUKA. JJIeMEHThI OKa3aHUA

yeayr

BonbmmHCTBO JrO/IEli BCIIOMHHAIOT O CEPBHCHOW OpraHU3allMd TOJBKO TOTAA, KOTJa MM HEOOXOIUMBI ee
YCIIyTH, U KOHTaKT C CEpBUCHON (DUPMOH JUINTCSA, KaK MPaBHiIo, Heponro. Ho make 3a 9T0 BpeMs OpraHn3aiys MOXKET
IPOU3BECTU XOpolllee BIeYaTIeHUe Ha nokynartens. OQHAKO CyHIeCTBYET TaKKe BO3MOXKHOCTb COBEPUIUTH OIIUOKY U
noTepsTh KneHTa. [loatomy [t cBoero ycrexa, cepBUCHAsI KOMIIAHUS JOJDKHA BECbMa TIIATEIBHO MPOSKTUPOBATH U
YIPaBIATh NPOLECCOM OKa3aHus ycuyr. IIporecc oka3aHHs yCIyr COCTOUT U3 B3aUMOJAEIHCTBUS YEThIPEX JJIEMEHTOB:
HOKyTaTens, pabOTHUKA CEPBUCHON (HPMBI, CUCTEMBI JOCTABKU U (PU3HUECKOT0 OKpYKeHHUs [6].

1. Hoxynarens. [lokymarens sBiseTcss HanOOIee BAXHBIM JIIEMEHTOM B 3TOM B3amMoneHcTBUH. OKOHYATEIHHOM
LeIbI0 MPOLIECCa OKA3aHUsl YCIyrM JODKHO ObITh YIOBJIETBOPEHHE MOTPEeOHOCTH MOKymaTens. Bocmpusithe nokymarenem
Ka4ecTBa YCIIYTH, €ro TIOIHOE YOBIETBOPEHHE YCIYTOH M pelieHHe TIOBTOPHUTH TTOKYTIKY, — BCE 3TO B 3HAUUTEIBHOW CTETCHH
3aBHCHT OT €ro BOCTIPHSITHS TIpoIiecca OKasaHus yciyr. [1oatoMy pa3paboTka yCIyry H CHCTEMBI €€ JJOCTAaBKU JIOJDKHBI OBITh
OPraHU30BaHbI TaK, 4TOOBI CYILIECTBOBAlAa BO3MOXKHOCTh B HauOoinee 3ddekTuBHON (DopMe 3HAKOMHTHCS C TIOTPEOHOCTHIO
niokymaresst. [IoHATHO, 9TO MOKymaTeNnb - IpeskIe Beero denoBek. OH OKHUIAeT, 9To ¢ HUM OyIyT OOXOUTECS TaK JK€ BEKIMBO,
KaK C JAPYTMMHU INOKYyIaTesMU, U eMy OyZeT NpeoCTaBleHa Takas e KaueCTBEHHas YCiIyra, Kak ApyruM KIHeHTaM. JTo
OCHOBHOIM MUHMMYM TpeOOBaHHMI1 IPH OKa3aHHUH YCIIyT, OE30THOCHTEIFHO X TIPHPOJIBL.

Omrako, 9T00bI MOOWTECA yCIiexa, OpraHu3alysl JIOJDKHA HIATH Jalbllie 3TOr0 MUHHMMYMa, OCOOEHHO €CIH YCIyra
COCTOMT U3 OCSI3aEMBIX JCHCTBHIA, CBSI3AHHBIX C (PM3MUECKUM COCTOSHHEM desoBeka. HeoOxoammo MpoeKTHpoBaTh MpoLece
OKa3aHMS TaKMX YCIYT ¥ YIPABIATh MM C IPEIEIbHBIM BHIMAHHEM, TJIABHBIM 00pa3oM IOTOMY, YTO TIOKYTIATeNb (DH3MUECKH
HPUCYTCTBYET NPU OKAa3aHWM YCIyTH, BO3MOXHO, B TEUEHUE MPOJODKUTEILHOIO BPEMEHM, M 3TO JAeT €My BO3MOKHOCTb
HaOJIFOJ1aTh 3a UCTONHEHNEM YCIYTH M CyIuTh O ee KadecTBe. ClieoBaTeNibHO, KoM(OPT MOKynartens, ero 0e30MacHOCTb U
o0Imee CaMOYyBCTBHE JOJDKHBI OBITh TJIABHOW 3a00TOM cepBHCHOHM CiyxObl. Ecim ycmyra cBsBaHa ¢ HMYIIECTBOM
THOKYTIATeNs U €ro MPUCYTCTBUE BO BpeMsl OOCITY>KMBAaHUs HE TpeOyeTCs, OCHOBHBIC YCHJINSI CEPBUCHOM OpraHus3aluy OymyT
HarpaBlieHbl Ha 3()EKTHBHBIC ONepalyy, MUHUMH3HUPYIOIINE BpeMsl M YCWIWs, KOTOpBIE KIMEHT NOJDKEH TpaTHTh Ha
NpHOOPETEHUE YCITYTH.

2.CepBucHblii cayxammii. CepBUCHBIN CITy)KaIllUid SBJISETCS BTOPHIM BKHBIM YYaCTHHUKOM MpOIecca OKa3aHUsI
yciyr. Kak yenoBek OH HajeeTcss Ha YYTHBOCTH TIOKYIATelIed M CBOErO0 PYKOBOJCTBA M OXKUIAET OT HHX BBIPAKCHHS
071arolapHOCTH 3a BBIIOJHEHHYIO PabOTy, UIs 3TOTO Y HETO €CTh HeOOXOIMMBIE 3HAHHS U CHelaIbHOe 00pasoBanue. OHAKO
3TOrO He BCEr/ia I0CTaTOYHO TS YCICITHOTO Pe3yJIbTaTa P OKa3aH|HU YCITYT.

CepBHCHBIM ciyKamuid  sBisieTcss JUoM ¢upMmbl. Ero cimoBa W JeiicTBUS  BOCIPUHHUMAIOTCS
MOKYTaTeJIeM KaK peanu3alus MOJUTUKH opraHuzanuu. OJHOBPEMEHHO MPEAIOoaraeTcs, 4To OH JIOJKEH
JeCcTBOBaTh OT MMEHU TOKYMHaTels U B €ro MHTEepecax, MOTOMY YTO MOKYIMaTelb BBEPUI ceOS WU CBOIO
COOCTBEHHOCTh €r0 IMOoMe4YeHHto. {151 CEpBUCHOIO CITyXallero 3TO JBOWCTBEHHOE MOJIOKEHHE MOXET CTaTh
npobeMoii, 0COOEHHO KOTJia OH CBSI3aH CTPOTUMH MPABUJIAMH OTPAHHUYEHUSI CBOUX MOJHOMOYHM WITM KOT/a
OCHOBHOM MHTEpEC TOKYIATeNsl HE COBIA/IAeT C MOAUTUKON KommaHuy. CiyKaluid, TaK e Kak U MOKyIaTellb,
MOJKET IONaIaTh B CTPECCOBBIE CUTyannu. Hanmpumep, korjaa B camMoi yciryre npuCyTCTBYET HEKOTOPBIM PUCK
JUId TIOKymatens (Kak 3TO MPOMCXOAUT MPU XUPYPrHMUECKON Omepanuu) WIA JUIsl ero cOOCTBEHHOCTH (B
Cllydae XUMUHMCTKH), CIyXalluil OJKEH MpPOJEMOHCTPUPOBATh HEYTO OoJjblliee, HEXKEIH TEXHHYECKYIO
KOMITETEHTHOCTh, — Yy HEr0 JOJDKHBI ObITh HABBIKU U CIIOCOOHOCTh YMEHBIIUTH OECHOKOHCTBO MOKYIATENS
OTHOCHUTEIBHO MPOUCXOISAIIET0. ITO 3HAYUT, YTO Y HEro JOJHKHBI OBITh HABBIKU MEXJIMIHOCTHOTO OOIIEHUS
[6].

CrnenyronM Ba)KHBIM MOMEHTOM, KOTOPBIH HEOOXOIMMO 3allOMHHTb, SIBJISIETCS TO, YTO IS IOKYNATENs JaHHOE
OKa3aHHE YCIyT'H MOXKET OBITh MEPBbIM WM OJHAM W3 HEMHOIMX, B TO BPEMsI KakK ISl CIIyXalllero — 3T0 OIHO U3 COTEH
B3aMMOJICHCTBHM, IPOUCXOISIIMX B TCUCHUE KaXXI0ro padouero jaHs. ['0/1bl HCIIOJIHEHHS OJHUX U TEX )K€ 3aJaHuil MOT'YT
NOOYIUTh CIYKalMX CMOTPETh Ha OKa3aHUE YCIYyTH HCKIIOYUTENHFHO KaK Ha TNPOAYKT WX KBAITM(PHKAIMH MU
a¢ddexkTrBHOCTH, HE OOpalas BHUMAaHHUA Ha LENbIH pA/l BlIEYaTICHUH, KOTOPBIE IPY 3TOM MOJTydaeT nokymnaTens. s
YIOBIETBOPEHUS] MOTPEOHOCTEH KIMEHTA CIIy)Kallud JOJDKEH YYHUTHIBATH €ro HEONBITHOCTh, OIACeHUSl WU
0ECIOKONCTBO OTHOCUTENHHO YCIYTH U B KAKOM-TO MOMEHT MPOSIBUTH COYYBCTBHE. MHOrIa ciy>kaliyie TOIKHBI TOJaBIIATh
CBOM UYYyBCTBA W B3aUMOZCIHCTBOBATH C IMOKYMATEISIMH, JyMas MCKIIOUUTENIBHO O IIEAX OpPraHM3ald W MHTEepecax
nokymnarensi. Kopode roBopsi, cepBUCHBIE CITyKallie JOKHBI yMETh CMOTPETh Ha MPOLEcC OKa3aHMs YCIyT C MO3UINU
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nokynarens. [loaTromy cirykamiuii TOmKeH yUUTHCS pa3BUBaTh B ce0e HABBIKH TaKOTo moBeAeHHs. O4YeBHIHO, YTO 3TO HE
TaK TMPOCTO M CaMOCTOSITEIbHOE OOydeHHEe He TrapaHTUPYeT JKelaeMoro pesyibraTa. Pa3BuTHe HaBBIKOB
MEKIMYHOCTHOTO OOIICHHUS, MOAPAa3yMEBAIOIINX JPYXKeTI00Hue, CepAeYHOCTh, 3aMHTEPECOBAHHOCTh U COIIEPEKUBAHHE,
SBNSETCSI B 3HAUMTENFHOW CTENeHH OOA3aHHOCTHIO pyKoBOACTBa. lIpm BeIOOpe ciyXKammx, KOTOpble OymyT
B3aMMO/JICHCTBOBATh C TIOKYNATEIAMH, PyKOBOACTBO JIOJKHO MPOSBISATH OCOOYIO TIATEIBHOCTb.

Hecmotpst Ha To 4TO ymOBIETBOpEeHHE OTPEOHOCTEN KIIMEHTOB — 3TO OCHOBHAS 33/1a9a CEPBUCHOM OpraHU3aIlim,
POICTBEHHBIM U OYE€Hb BaYKHBIM MOMEHTOM SIBJISIETCS YIOBIETBOPEHHUE MTOTPEOHOCTEH CEPBICHBIX CITyKAIIIHX.

3. Cucrema ngocraBku. CucreMa JIOCTaBKM MOKET PACCMATPUBATHCS B BHJE JBYX COCTAaBJISIIOIIMX — OCHOBHOE
MIPOCTPAHCTBO U TOICOOHOE MPOCTPAHCTRBO.

OCHOBHOE TIPOCTPAHCTBO SIBJISIETCS] BUANMOM sl TIOKYTIATENS YaCThIO CUCTEMBI IOCTaBKH. B 3Tol YacTH mokymaresb
B3aMMOJZICHCTBYEeT ¢ PabOTHUKAMH CEPBHCHOM OpraHM3allid W BCTYIAeT B KOHTAKT CO CPEACTBAMU OOCIY)KUBAHUA H
TEXHOJIOTHUECKUMH Tiporieccamu. [lozcoOHoe, mimm 3aKkyrCcHOE, MPOCTPAHCTBO SIBIISETCS HEBUAWMBIM ISl TIOKYTIATeNsd U
NPEACTABISIET CO00 BeCh MEPCOHAN, CPeICTBa OOCITYKHBaHHs1, 000PYIOBAHKE U MPOLIECCHI, KOTOPbIE MOAACPKUBAIOT padoTy
TIepCOHaNIa M TPOIIECCHI, OCYIIECTBISIEMbIE B OCHOBHOM TPOCTPAHCTBE. T0, ITO MPOMUCXOMUT B TIONCOOHOM MPOCTPAHCTBE, HE
MMeeT OTHOLICHUS K TOKYIMATeN0, OHAKO OIIMOKU B 3TOM YacTH CHCTEMBI IOCTABKU MOTYT CEPbE3HO BO3ACHCTBOBATH Ha
JeSTENTEHOCTH OCHOBHOTO TIPOCTPAHCTBA U YOBIETBOPEHUE MTOTPEOHOCTH MOKYTIATEIS.

[osToMy Tpy TIPOEKTHPOBAaHWH YCIYIW JOJDKHOE BHFMAHHE JIOJDKHO YAEISTHECS TPOIEccaM, TPOHUCXOISIIM B 30HE
BH/IMIMOCTH, TO €CTh B TOM YacTW CHCTEMBI JIOCTaBKH, C KOTOPOH MOTPEOMTENN BCTYMNAIOT B MPSMOK KOHTAaKT. JTa YacTh JOIDKHA
TIPOEKTHUPOBATHCS W JICHCTBOBATH COIVIACHO TOTPEOHOCTAM W JKEJAHMSM TOKynarersi. JIeHCTBUST THUTHHOTO, FUTM 3aKYJIFICHOTO,
MPOCTPAHCTBA JIOJDKHBI OBITH CLIPOSKTUPOBAHBI TaK, YTOOBI TOICPKHBATH TO, UTO IIPOUCXOIUT HaJl IMHUCH BUMMOCTH [6].

Jpyroii BaxHOH TeMOW B pa3pabOTKE CHUCTEMBI JOCTaBKH SIBISACTCS KIHOUEBas yciyra. MHOTHE YCIYTH COCTOST 3
KITFOYEBOM YCIIYTM WM HECKOJBKHX JIOTIONHUTENBHBIX YCIyr. HeoOXomMMbIM yCIioBHEM Il VIOBIETBOPEHHS TOTPEOHOCTH
TIOKYTIaTeNIs SIBJISIETCs Oe3ynpeyHast IOCTaBKa KIFO4eBOi yeoyru. [IpeocTarsiieHne Ka4eCTBeHHBIX JIOMOHUTENBHBIX YCIIYT He Oyer
WMETh 3HAYCHS! T TIOKYTIATels, eI OpraHu3allis ToTeprieyia Heyady B KimoueBoi yciyre. [lostomy cricteMy mocTaBku
HEOOXOIMMO TIPOEKTHUPOBATh, OPHEHTHPYSCH TIIABHBIM 00pa3oM Ha KIFOYeBYIO yciayry. K Hell MOryT OBITh MpPHIIOMKEHBI
JIOTIONTHUTEIBHBIE YCITyTH, YTOOBI MOIEPYKaTh U YKPACUTh KITIOUEBYIO.

4. duzuyeckoe okpy:keHne. Gu3yecKoe OKPyKeHHe BKITIOYAET BCE OCSA3aeMbIe aCTeKThI MOKYTATENHLCKOr0 TIO3HAHMS
YCITyTH W CEPBUCHON OpraHHM3aliK. 3aKyJIMCHBIE, WM PACTIONIOKEHHBIE BHE 30HbI BUIMMOCTH, CPEIICTBA OOCITYKHBAHHS
HE CUMTAIOTCS 3HAYMMON YacThIO (PH3UYECKOTO OKPYKEHIIsSI, IOTOMY YTO OHM HAIPSIMYIO HE MO3HAFOTCS MoKymnaTenieM. To ecTb
(hm3IdIecKoe OKpYyXKEHHE 3TO OKPYKEHHE, B KOTOPOM YCITyTa JAOCTaBIseTCs U motpedisiercs. Hampumep, naTEphEp 3MaHUS, B
KOTOPOM pa3MellaeTcsi CepBUCHAsT OpraHW3allvsl, MapKoBKa aBTOMOOWIEH, MaHmmadT, Medens U 000py/IOBaHUe, YKa3aTelu,
OCBEILICHHE, TeMIlepaTypa W YpPOBEHb IyMa B TIOMEIICHWH, OMPATHOCTh W YHCTOTA SIBIISIOTCS YacThO OOCTAHOBKH
o0cTyrkuBaHusl. PU3IYECKOE OKPYKESHHUE SBISICTCS BYKHBIM (DAKTOPOM JUIS YCIICIITHOM PaOOThI CEPBUCHBIX (PUPM, OCOOSHHO JIIst
TeX, KOTOpbIE OKa3bIBAIOT YCIIYTH, CBA3aHHBIE C BO3/ICHICTBMEM Ha Tello 4enoBeka. [loKymarensckoe yaoBIETBOPEHUE MOXKET
OBITh TIOBBIIIEHO WJIH TIOHIKEHO TIOCPEICTBOM OOCTAaHOBKH 0OCITYkKnBaHUsL. Ecin npeaMeToM ocsi3aeMbIX IEWCTBUIMA SBISIETCS
TENo 4YenoBeka, KoM(opT u Oe30macHOCTh KIMEHTa JOJDKHBI OBITh TVIABHBIMU TIPU TPOEKTHPOBAHUH  (HU3UIECKOTO
oKkpyxeHusa. Kak mpaBuito, 4em JIONbINe MOKyIaTesb JOJDKEH HaXOIUTHhCS B MECTE TPEIOCTABICHUS YCIIYT, TeM OOJIBIITYIO
BKHOCTh TIpHOOpeTaeT (u3nieckoe OKpykeHHe. K ToMy e OHO MOXKET BIMATH Ha TIOBEJICHHE KaK MOKyIareled, Tak 1
ciykamx. MecnenoBanue notpediieHus MoKasaso, YTo 00CTaHOBKA 00CITYKUBAHUSI MOYKET BIIHSITh HA TTOBEICHUE TIOKYIIATEIst
U €ro pereHne o MokKymke. CepBHUCHBIE CIyXKallle MPOBOST OOJBIIYIO YaCTh CBOETO pabovero BpeMeHH B TEX MOMEILCHHSX,
IJie TPOU3BOMUTCS OOCITY)KHBAHKE, CIIEIOBATEIFHO, HA MX YIOBIETBOPEHHE PabOTOM, MOTHBAIIMIO M UCIIONHEHHE TAKXKe
MO>XKET BO3/IEWCTBOBATH (hr3nUecKoe OKpykeHre. OOCTaHOBKa OOCTyKMBaHUS JOJDKHA MPOSKTUPOBATHCS TaK, YTOOBI IIOMOYb
CIIy)XXallluM HWCHOJIHATh 3aKa3bl C MHUHUMAJIbBHBIMHU TIOMEXaMH H CI10co0CTBOBATH IIPUTOKY HOKYHaTeHeﬁ u pa6OTBI,
MIPOXOJIAIICH Yepe3 ATy cucTeMy. Hampumep, COOTBETCTBYIOIIMNA YyKa3aTeldh ISl KPYIMHBIX CPEACTB O0CTYKWBaHWSI,
TaKuX Kak OOJbHHUIIA, a3POHOPT, METPOIIOIMTEH WIIK MapK pa3BIeYEHHH, TOMOXKET COKPATHTD YUCIIO JIe30PHEHTUPOBAHHBIX
JIFOZIeH, M30eKaTh MEepPerpy>KEHHOCTH M OCBOOOJIUTE CEPBUCHBIX CIYKAllIMX OT IMOTJIOMIAIOIINX BPEMsI OTBETOB IO YKA3aHHIO
TIPaBUITLHBIX HATIPABJICHUI.
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IIpakTuka 4. B3auMocBsi3b 0M0JIOTMYECKUX U CONMATBbHBIX MOTPEOHOCTEN YeI0BeKa.
MopeJb noBeeHus MOTpeOUTEICH

3HaueHue JJIs YeJIOBeKa TeX WJIM UHBIX BUJOB CEPBUCHOM JEATEIBHOCTH 3aBHCHUT OT TOTO, KaKHe
NOTPEOHOCTH OH CYHTAeT HaWOoJiee BAXKHBIMH W CTPEMUTCS YAOBIECTBOPHTH B TIEPBYIO OYEPEb.
Beinatommiics  aBcrpuiickuit  ncuxuatp 3urmyHa Opeiin  (1856-1939) cuumran, 49To TiaBHBIE
noOyAUTENbHbIE TMPUYMHBI YETOBEYECKUX JCUCTBUI — OWOJIOTMYECKHE WHCTUHKTHI, 3aKJIIOYEHHBIC B
MOJICO3HAHUHU, B O€CCO3HATENBHBIX CNOSAX MCUXUKHU. C ero TOYKU 3peHUs, IJIaBHBIN U3 TUX WHCTUHKTOB
— cekcyanpHoe BiedeHue. JKuBsg B oOliecTBe, YEJIOBEK HE MOXKET YAOBIETBOPSATH CBOM CEKCyalbHbIE
NOTPEOHOCTH TaK, KaKk €My XOYeTCs, — 3TOMY MEIIAl0T BO3HUKIIME CO BPEMEH TiyOOKOH ApeBHOCTH
3ampeTsl, TPAAUIIMU U MpaBUia MOBeleHUs. B pe3ynbTaTe cexcyanbHas 3HEprus cyOnuMmMupyercs, T. €.
nepeBOoAUTCS B JApyrue (Hopmbl MCUXUYECKON sHepruu. biaromaps mepeBoay cekcyalbHOM PHEPruu B
SHEPIrUK0 TBOPYECKOM JEATEIBHOCTH YEJIOBEK HAYMHAET CO3[aBaTh HAYKY, KYJIbTYPY, PEJIUTHIO,
HCKYCCTBO, Yy HEro MOSBISIOTCS BBICHIME 4YelloBeueckue motpedHocTu. [lpu satom Dpeiin cuuran, 4to
MEXIy CO3HAHWEM U TOJICO3HAHUEM BCETJa COXPAHSCTCS HEYCTPAHUMBIN KOH(MIUKT — OMOJIOTHYECKOE
(moico3HATENIbHOE) U COLMAIbHOE HAYaJIO0 B YEJIOBEKE HE CMOTYT TaApMOHUYHO B3aUMOJICHCTBOBATD.

Kpynsplii mar Bmepex B OOBSICHEHHH B3aMMOCBA3M OHOJIOTMYECKOTO M COLHUAIBHOTO KOMITOHEHTA
notpebHoCTeH ObLT caenmaH B paborax Kapiaa Mapkca (1818-1883) u ®dpuapuxa Dureabca (1820-1895).
UemoBex wumeeT 0a30Bble OWOIOTHYECKHE, MPHUPOIHO-OOYCIOBICHHBIE MOTPEOHOCTH, U MOTPEOHOCTH
CollMalbHbIe, BO3HHUKAIOIIUE TOJIHKO B obmiectBe. OAHAKO MEXIy 3TUMH THIIAMH IMOTPEOHOCTEH CYyIIECTBYET
riryOoKasi B3aUMOCBSI3b. B KaXAylo 310Xy OHOJOTHYecKHe MOTPEOHOCTH YAOBIETBOPSIOTCS TMO-Pa3HOMY, — OHHU
NPUHUMAIOT Pa3IMYHBIE COYuUanbHo-o0ycrosiennvle GopMbl. OOmMECTBO BbIpabaThIBaeT MPHEMBI, TPAIULIUN U
npaBwia ux ynosinerBopeHus. K. Mapkce mucan mo 3tomy moBony: «['ofog ecTh rojiof, 0AHAKO T'0JIOJ, KOTOPHIMA
YTOJIIETCSI BAaPEHBIM MSCOM, IMOEJAaeMbIM C TIOMOIIBI0 HOXKA M BWJIKH, 3TO MHOW TOJIOJ, YeM TOT, IPU KOTOPOM
IIPOTJIATBIBAIOT CHIPOE MSICO € IIOMOIIBI0 PYK, HOITEW U 3y6OB>>1. ITosTOMYy CEpBUCHBIE YCIYTH, CBSI3aHHBIE C
YAOBIETBOPEHHEM  0a30BBIX, B OCHOBHOM OHOJOTMYECKMX TOTpPeOHOCTEH, HEn30eXHO  JOJIKHEI
IBOJIIOIMOHUPOBATH, pearupys Ha U3MEHEHUS COLMOKYIbTYPHON CUTYaIlHH.

Kpome morpeOHOCTEH OHMOIOTHMYECKUX CYHIECTBYIOT M COOCTBEHHO COIMAJIbHBIE MOTPEOHOCTH — OHU
CBSI3aHBI C Pa3BUTHEM O0pa30BaHMs, KYJbTYpHI, IPOLECCOM TpPYyJa, MCIOJIb30BAaHHEM TEXHUYECKHUX YCTPOWCTB,
UCKYCCTBOM M BCEMH BHJIaMU TBOPYECKOH JEATEIBHOCTH 4YesloBeka. Kak Ouoiormyeckue mOTpeOHOCTH
MOJIBEPrafoTCss B OOIIECTBE CONMAIBLHOW KOPPEKTUPOBKE, TaK M COLMATIbHBIE OTPEOHOCTH HE M30JIUPOBAHBI OT
Ouonornyeckux. B o000l conmanbHON MOTPEOHOCTH CONCPKHUTCS BKIIOYCHHBIH B Hee Ouonouyeckuil
KOMNOHenm, KOTOPbId HEOOXOJMMO YYUTHIBATH MPHU OKa3aHUW YCIYT MO YAOBJICTBOPEHUIO JTAHHOW MOTPEOHOCTH.
Tak, mpu opraHuzanuu cepBuca B cdepe 00pa3oBaHUs, KyJIbTYpbl, TPAHCHOPTa, KOMIIBIOTEPHBIX TEXHOJIOTHUH
HEOOXOMMO COOII0AaTh O0IIee MPaBHIIO: MOJIb30BAHNE dTHMHU yCIyraMu HE JTOJDKHO MPEBBIATH AOIYCTUMOTO
YpOBHSI (DM3MYECKHX M TICHXMYECKHMX HArpy30K Ha dYeJoBedeckwid opraHu3M. JI 3TOT ypoBeHb 0OO0yCIOBJIEH B
OCHOBHOM OMOJIOTMYECKOW MPUPOIOH OpraHu3Ma M M3MEHSETCS ¢ BO3pacToM. PeOeHOK, HampuMmep, HE MOMKET
BOCIIPHHMMATh TakoW e o0beM HH(OpMAalHH, Kak B3pPOCIHbIA, — 3TO YHCTO OWOJIOTHYECKas OCOOEHHOCTH
YeIoBeKa, HUKAK HE 3aBUCAIIAS OT 00IMeCTBEHHOTO cTpos [3].

Hecmotpst Ha mmpokoe npu3HaHue, Teopud Maciaoy HEZOCTaTOYHO ISl TOTO, YTOObI OOBSICHUTH MOBEICHUE
COBPEMEHHBIX MOTpeduTenei Bo BpeMs MoKynky. CoBpeMeHHbIe TOTPEONUTENN OTINYHBI B CBOEM 00pa3e JKHU3HH, BKyCax,
OXHMIAaHUAX M TpeOOBaHMAX. HEBO3MOXKHO WX pa3OMTh Ha KAaTeropHH; Y HUX MOTYT OBITh HEKOTOpbIE OOIINe
XapaKTepUCTHKK, HO OHH TIPEJICTABISIIOT OIPOMHOE pa3HooOpasue. boiee Toro, xapakTepucTHKH MoTpeduTesst — oopas
JKHM3HU, BKYCHI, OXKHJaHUsI M TPEOOBaHMS — TOCTOSIHHO MEHSIOTCS M Pa3HOCTOPOHHE DPa3BHBAIOTCS. OTH (aKTOPHI
NPHUBEIU K HEOOXOIUMOCTH M3yUYEHHS TTOBE/ICHHS TOTPEOUTEISL.

UccnenoBarenn moBeieHUS TOTPEOUTENST aHAIM3UPYIOT TO, KaK WHIWBWIYYMBI TPUHAMAIOT pEIICHHE O
HOKYIIKE, YTO MOTPEOWTENM MOKYIAT, I0YeMy OHM 3TO IMOKYIAKT, KaK YacTo, TAe W Korja. Pesynbraramu
WCCIIEJIOBAaHUI SIBIIIKCH pa3pa0OTKU paslMuHBIX MOJIENIeH MPHHATHS pellieHusi noTpedureneM. PaccmorpuM onHy H3
HUX — Mozxenb XoykuHca becta m KoHu, OCHOBaHHasE Ha MOJIENHM PEIICHUS MNOTpPeOHTENs B 3aBHCUMOCTH OT
NPUHAUICKHOCTH K POLy. OJTO ommcarenbHas MOAENb, KOTOopas H300pakaeT MPUHATHE PpEIICHHS Kak Mpolecc
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YIOBJICTBOPEHUS Pa3UYHBIX MOTPEOHOCTEH, KOTOpbIC BBIICISIOTCS M3 00pa3a >KM3HM MOTpeduTens. Mopenb
npe/icTaBlIeHa Ha pucyHke 3 [6].

IIpouecc npunsaTHa
peLieHus norpeduTenem

OTHOLIEHHUS U

noTpedHOCTH '
»| IlpusHanue .
N %‘fff NoTpeOHOCTH !
A e, !
KO ]7‘ I
W& 4 !
I
Q}\a 344? C; [Touck -
2 o, % nHQopMan €=
g o K AN :
= [ ¥ % !
5 A % v !
I~ 3., |
g‘ A OGpas xusni | ¢ Ouenka L
o, \norpedutens § BAPHAHTOB
% < o ¢
<, S &
w5\ 7 § /&
% % s | Pemenne
A BocnpusiTie S 0 TIOKYTIKE
% @ NI
] E L
MapxkeTHHrOBBIE
BO3/IEHCTBHA Peakuus
Ha TIOKYTIKY
/\
OmpiT

Pucynok 3 - Mojens noBeieHust TOTpeOUTEIs.

O06pa3 *KHU3HU UI'PaeT TIaBHYIO PoJib B (popMUpOBaHUM OTpeOHOCTEH 1 OTHOLIEHHHA. O0pa3 ®KHU3HHU — 3TO TO, KaK
yenoBek jkuBeT. Cro/1a BXOJIAT TOBAPHI U YCIYTH, KOTOPBIE MMOTPEOHUTEND TTOKYIIAET, a TAKXKE TO, KAK OH UX OIICHUBAET U KaK
OH BUIHT camoro cebsi. OOpa3 >XKU3HM YeJIOBEKA WM CEMBH SIBIISIETCS] PE3YJIbTaTOM MHOTHX BIMSHHH, KaK IMOKa3aHO Ha
pUCYHKe. DTH BIMSHHUSA MOTYT OBITh ONMCAHBI B BUJIE ABYX MOATPYIII: BHEIIHUE ¥ BHYTPEHHHE BIMSHS

BHenIHMe BJIMSIHUSA. BHemHuMy SBISIOTCH CHIIBI BHE cdepbl BIUSIHUS WHAWBUIYYyMa, YTO, TEM HE
MeHee, (OpMHUpYeT BHEIIHIOI Cpedy, B KOTOpOM oH »wuBeT. ClieoBaTelbHO, 3TH CHIIbI BJIMSIOT HA TO, KaK YKHBET
WHIUBHYYM, BOCTIPUHIMAET OKPYKAFOIIMIA €T0 MUP, [yMaeT U MPHHUMAET PEIICHHS, BKIFOUas PEIIeHHs O TIOKYITKE.

Kynemypa siBnsiercst BaxHeHIed XapakTepHUCTUKON 00OIIecTBa, M MO 3TOW NPUYMHE OHA BIMSET MOYTH HA BCE,
YTO MBI JIeNlaeM WM Kak MBI TymMaeM. KynbTypa u3ydaercsa u He SBISAETCS YeM-TO CTaTHYHBIM; C TEUEHHEM BPEMEHHU OHA
MeHseTCsl, OOBIMHO OueHb MeasieHHO. OAHAKO KyJbTypa He SBIseTcs HaOOpOM MpaBHil IOBEACHHS; CKOpee OHa
OTIpeIeTISICT TPAHUIIBI, BHYTPH KOTOPBIX OOJBITHHCTBO JIFOJIEH TyMaeT U IeHCTBYET.

ScHo, 4TO KynbTypa pyKOBOJWT M HAIPABIIICT HAIlle MBIIUICHUE W TIOBEJICHHE, U MO3TOMY OHA MMEET 3HAUYUTEIbHOE
BIIMSIHUE HA HAIIM PELICHHS O MOTPEOICHNH.

Llennocmu — 9TO YacTh KyNBTYpBI, IONydaeMas OT POIWTENeH, CEMBbH, PEMTMO3HBIX OpraHU3aI|i, IIKOIbI U
OKpyxatorieii cpensl. KybTypHbIe LIEHHOCTH — 3TO IIMPOKO MOJUIEPKUBaeMble YOSKIEHNS], ONPECIISIIOIIME, UTO JKENIaTeNIbHO 1
4to BepHO. LIeHHOCTH MOryT OBbITh CAaMOOPHEHTUPOBAHHBIMU, OPUEHTHPYEMBIMU JAPYTHMHU HITH OPUEHTHPYEMBIMK OKPY>KaroIIeH
cpenoii. CaMOOpHEHTHPOBAHHBIE TIEHHOCTH KACAOTCS WHIMBHIYyMa, OHH OTPAKAIOT €ro el W OOIIMH MOIXOA K KHM3HU.
Llennocty, opueHTHpYEMBIE IPYTHMH, OTPKALOT JKeJIaHHs1 00IECTBA, KACAIOLIMECs: B3AMMOOTHOLICHIH MEXTy HHANBUILYYMOM
U rpymmamu. LIeHHOCTH, OpHEeHTHpYEeMbIe OKPY)KAIOIICH Cpeoi, BOIDIOMIAIOT MPEICTABICHHS OOIIEeCTBA O JKENIATCIIHHBIX
B3aMMOOTHOILICHUSIX MHAUBUIYYMA C €r0 SKOHOMHYECKOHN U IPUPOTHOMN Cpeaoi.
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Jlemoepagpus. CTaTUCTUYECKHE XapaKTEPHICTHKH, TaKHEe KaKk BO3pacT, I0J, OOpa3oBaHWE, J0XOM, Npodeccus u
TUIOTHOCTh HACEJICHHS, COCTaBISIIOT JeMorpaduto ooimecta. Jlemorpadudeckas WHGOpMAIWS IMPOKO HCIIOIB3YETCS
npod)ecCHOHATIAMH B 00J1aCTH MapKETHHIA M MEHEIDKEPAMH TS TIONTyYeHUSI OOBEKTUBHOM OICHKU MOTCHIIMATLHBIX KIIMEHTOB U
oTpe/IeNIeHYs TCHICHITMH M3MEHEHHS BAYKHBIX XapaKTEPUCTHK HACSTICHHSL.

CoyuanvHoltl cmamyc — 3TO TIOJOKEHWE WHAMBUIYyMa OTHOCHTENIBHO OCTaJbHBIX YIEHOB OOIIECTBA B
TEPMHHOJIOTAH HEKOTOPBIX MBMEPUMbIX JIEMOTPaHUECKIX XapaKTePUCTHK, TaKKX Kak oOpa3oBaHHe, TpodeccHs U JOXOI.
NuauBumyyMbl ¢ OMMHAKOBBIM WM TIOXO0XKHUM CTaTyCOM HICHTH(GHIMPYIOTCS KaK COIMAlbHBIN Kiacc. B ocHOBHOM
CUMTACTCS, YTO JIOAM OJHOTO COIMAIBHOI'O KJIacCa MMEIOT aHAJIOTHYHBIC IIEHHOCTH, YOCKIeHUs, 00pa3 >KHU3HH,
NPEINOYTCHUS M TMOKYIATENbCKHE TPUBBIUKKA. VIeHTH(UKANUS W TOHWMAaHHE PAa3IHYHid MEXKITYy COLUATbHBIMU
KJIacCaM¥ TIOMOTaIOT KOMITAHUSIM pa3padaThIBaTh pa3HbIC YCIYTU JJIsl TOTO, YTOOBI BBHITIOJIHATE Pa3IHYHbIC MOTPEOHOCTH
mofe B Kaxaol rpymme. Hampumep, OaHKM pa3HbIM KIMEHTaM MPEAJIaraloT pasHble YPOBHH OOCTYKUBAaHUSL,
3aBUCSAIIINE OT OJIArOCOCTOSIHUSI KITUCHTA.

Pegpepernmnuas epynna. I'pynma — 3T0 COBOKYIHOCTB JIFOJIeH, OOBEAMHEHHBIX OOLIMMH HMHTepecaMu. | pymmsi
(opMUPYIOTCS, TIOTOMY 4YTO JIIOJM C aHAJIOTHYHBIMH WHTEPECAMH, IESIMH, IIEHHOCTSIMH WIH YOCKICHUSIMHU XOTST
o0ImaThes APYr ¢ IpyroM, oOMeHHUBaThcs MH(OpMarmeil win paboTaTh Ha OOIIHE EH. [ pyIIibl, KOTOPbIE OKa3bIBAIOT
BIMSHUEC TIa TOKYIATeIbCKUE PEIICHHUs JIIOCH, Ha3bIBalOTCA pedepeHTHhIMU TpymmaMu. CeMbs, TPYIIBI JpY3ei,
(hopMasTbHBIEC CONUATFHBIC TPYIITIBI U paboure MPYIITHI SBISIOTCS MpUMepaMu pe)epeHTHBIX TPyl PekiaMHble KOMIaHUH,
00palasch K OMPEACIICHHOMN TPYIIIe, MPU3bIBAIOT €€ WICHOB JIEIaTh MOKYIKH IS TOTO, YTOOBI COOTBETCTBOBATh HOPMaM U
HEHHOCTSIM TPYIIIIBL.

Jlomawmnee xossiicmgo ¢ OByMsl WM Ooliee JIFOIbMH SIBISIETCS, C OJJHOW CTOpPOHBI, pepepeHTHON TpyMIoH, a ¢
JPYTOi CTOPOHBI — MOTPEOUTENBCKOM eMHUIICH. Y CIIyTH, Takue Kak Tele(oH, KadeIbHOE TEICBUICHHUE, DIEKTPHUUECTBO,
BBIBO3 Mycopa, 0€30MacHOCTh, TIOJUIIUS U OXKApHAsT OXpaHa, Mpe/IaraloTcs IOMAITHAM X03SHCTBAM; TOTOMY TIEPEMEHBI
B JieMorpa(uu TOMAIIIHEro X03s4HCTBa U 00pa3iax NOTPeOICHHS SIBISIOTCS O0BIYHO 00JI€e BaKHBIMU, YEM IEPEMCHBI B
OO0IIMX XapaKTePUCTUKAX HACEIICHHS JIJTS IPEIOKEHHUS STUX YCIYT.

Mapremuneosvie 6030eticmeus (HOKYCUPYIOTCS Ha BBICTPAMBAaHHMHM WM YKPEIJICHUH B3aWMOOTHOIICHHUH C
KJIMCHTAMH, YTO HPUHOCUT BBITOAY 00cuM cTopoHaM. OHHM B3aMMOJICHCTBYIOT U C BHEIIHUMH, U C BHYTPCHHUMHU
(hakTOopamMu. Y MapKeTONOTrOB JIOJDKHO OBITh TAaKXKE XOpOIlee MOHMMAaHUE BHYTPEHHHX (DaKTOPOB, KOTOPBIE WTPAIOT
3HAYUTEIILHYIO POJIb B IPUHITUU KIUSHTOM pEIIeHHUs NMOKynaTh. CepBHCHBIC OpPraHU3alliy 00PaIaloTCsl K HEKOTOPHIM
WIM KO BCEM BHYTPCHHHUM 3JIEMCHTaM, JieNas HEOCS3aeMbIH MPOAYKT OCSI3aeMbIM TOCPEICTBOM OOpAICHUIA THIIA:
«[IpoTsHUTE PYKY U JOTPOHBTECHY.

BHyTpeHHI/Ie BJIAUAHUA. Brusgaus, xoropble (GOPMUPYIOTCS B yMe HHIUBHIYYyMa, HAa3bIBAIOTCS
BHYTPEHHUMH BIUAHUSAMU. [IOHSATHO, YTO OHM MOTYT BO3HHKATh B pe3yJIbTaTe BIIMSHUS OKPYXKAIOIIEH Cpesl, 0THAKO
SIBTISIFOTCS. YHUKAIBGHBIME JUISL KXOTO WHIMBHIYYyMa; 3TO 3HAYHUT, YTO OJHH M Te K& COOBITHS OYIyT BBI3BIBATH
Pa3MYHYIO PEAKLIUIO PA3HBIX UHIUBUIYYMOB.

Omoyuu — 3TO CUIbHbIE W HEKOHTPOJHPYEMbIE YyBCTBA, KOTOPHIE B OCHOBHOM BBI3BIBAIOTCS BHEIIHUMHU
coObITEsiMU. CTpax, THEB, pafiocTh, e4allb, OTBPAIICHUE, OKUIaHNE W yIUBICHHE CUUTAIOTCS OCHOBHBIMH SMOIUSIMU.
[cuxonornyeckre MepeMeHbl, TaKWe Kak ydYallleHHOEe CepAlcOMeHHe, YCHICHHOE BBIJCIICHHWE IM0Ta M TPEPhIBUCTOC
JbIXaHHWE, MPUHAMAIOTCS 33 MPOSBICHHE AMOLMHA. OMOIMM MOTYT OBITh TMOJOKUTEIBHBIMH W OTPULATEIbHBIMH.
HawubGonee yacto morpedureny UIIyT NPOAYKTHI U YCIYTH, KOTOpbIe IPUBOASAT K MPOOYKAESHUIO MO3UTHBHBIX SMOILUH.
OnmHako KHHOMWIBM WIM KHUTA, KOTOpbIC JICNAIOT HAC TeYANbHBIMH, COBCEM HE O0S3aTebHO CUMTAIOTCH ILIOXHM
NOTPEOUTENBCKUM OIBITOM. [lakeT NpHKIIOYEeHYECKUX IMyTEeHIeCTBUM, KMHO, KHUTH, MY3bIKa, — COOCTBEHHO, BCE THIIBI
pa3BIIEKaTENBHBIX YCIYT 00PAIIAFOTCS K AMOLSIM.

JIuurocmb — 3TO TIETIBIA HAa0Op TICHXOJIOTHIECKUX XapaKTEPUCTHK, KOTOPHIE CBOMCTBEHHBI MHIMBITYYMY. 13BecTHO, UTO
JIMYHOCTH UIPAaeT BOKHYIO POJib B PEILICHHM MHAMBHIYYMAa TOKYIATh M B CHOCOOE, KOTOPHIM OH OTKIIMKACTCS HAa PEK/IaMHbIC
COOOIIIEHMSI.

Momug — 3T0 BHYTpPEHHSSI CWJla, CO3JaHHas TMOTPEOHOCTBIO WM JKEJaHHEM, KOTOpas CTUMYJHMPYET M 3acCTaBiseT
YelioBeka JCHCTBOBATh. JTa BHYTPSHHSISI CHIa OOBIMHO TIPOSIBISIETCS B TIOBEJCHHMM, YTOOBI YMEHBIIHTH HAMPsHKCHUE,
CO3/1aBacMoe HEYJIOBJICTBOPEHHON TOTPeOHOCTHIO. JIJ1s1 MEHEHKEPOB BKHO TIOHMMATh MOTHBBI POCTa TOTPEOJICHUSI CBOMX
TOBapoB | yciyr. Hanpumep, yBeindeHre KOIMYecTBa KPak MOXKET MOBBICHTH OTPEOHOCTh HHANBHAYATIEHON Oe30acHOCTH,
KOTOpast MOTUBHPYET MOKYIIKY JJOMa C CHCTEMO OXpaHBbI WITH IPHOOPETEHNE COOTBETCTBYIOMIEH YCITYTH.
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Tosnanue. Jomy ydgarcs MHOTMM BEITIAM IS TOTO, YTOObI ONPEICITH CBOIO *KU3Hb U (QYHKIHIO B obiecTse. OOyueHue
MOXET OBITh OIpeZIeNieH0 Kak IpoLiece, Yepe3 KOTOPBIA JIOOW MOMy4YaroT 3HAaHUS, MPUBOIAIME K M3MEHEHHSIM B JIOITOCPOYHOM
nmamsATi. Mpl yauMmcs B TOT MOMEHT, KOrja ToNydeHHas MH(OpMalMsl CTAaHOBHTCS YACTHIO HAIlleH JIOTOCPOYHOM MaMsITHL.
BoNBIMACTBO HAIMX IIEHHOCTEH, YCTAHOBOK, MPEITOYTEHIH, BKYCOB M HAIIIE TTOBEICHHE M3YJaroTCs. 3HAHHE TOBAapOB U YCIIYT,
KOTOpbIE MOTYT YAOBJIETBOPUTH HAIlld TOTPEOHOCTH, TAKe AODKHO MpuoOperathesa. [loTpeOuren NOWKHBI YTO-TO 3HATH O
CYITIECTBYIOIMX IHTEPHATHBAX, [IEHAX, XapaKTePUCTHKAX W3IEINN, Ka9ecTBe, YTOOb! MPUHIMATH PelIeHHe TIOKYyNaTh. cTouHIKOB
MHpOPMAIA 15 IOTPEOUTENECKIX TIeJIeld MHOTO, M OHH BKITFOYAIOT CEMBIO, PY3eH, CPEeICTBAa MACCOBOH MH(OpMAIH, peKiiamy,
VHCTUTYTbI U JITYHBIN OIIBIT.

Bocnpusmue — 310 T0, Kak MBI TIOHIMAEM MFP BOKPYT HAaC. ITO TPOIIeCC, Yepe3 KOTOPBIi Mbl OTOMpaeM, OpraHH30BEIBAEM H
BOCHIPUHMMAEM CMBICJT HMMITYJIBCOB, TIONYYaeMbIX M3 OKpYKalomeH cpeapl. 3BYK, CBET, apoMar W T. . U SIBISIOTCS TEMH
WMITYJIbCaMH, KOTOpbIe BO3EIHCTBYIOT HAa HAIIM OpraHbl YyBCTB: IVIa3a, VIIM, HOC, POT, KOXy. Bocrmpustue sBrsieTcs
CyOBEKTHBHBIM: OJIMH W TOT k€ HAOOp WMITYJIbCOB MOXET OBITh TO-Pa3HOMY BOCIIPHHST pa3HBIMH JIFOIBMH. Tak Kak
NOTPeOUTENI TMPUHUMAIOT PEIIEHHE O TMOKYIKE, OCHOBBIBASICH Ha CBOEM BOCIPHSTHH, MapKETOJOTH YCEPIHO CTapatoTCs
CO3/1aBaTh MO3UTHBHOE BOCTIPHSITHE CBOMX TOBAPOB U YCIIYT B yMaX MOTpeOUTENEH.

IMpouecc npuHATHSA pemieHus norpedutesem. Monens Xoykurca, becta u Konu npenctapiser CTUiIb KU3HI
NOTpeOUTENsT Kak (DYHKIMIO BHYTPSHHUX M BHEUIHMX BIMSHUN. B CBOIO ouepespb, 00pa3 »HM3HHU MOTPEOUTENST OKa3hIBaCT
BIIMSTHHE Ha OTHOIICHHS U MIOTPEOHOCTH, KOTOPBIe (POPMUPYIOT MPOIIECC MPUHSATHS PEIISHNs, TOKa3aHHbIH Ha PUCYHKE 3.
PaccMoTpum Gostee oApoOHO AJIEMEHTHI JAHHOTO TpoIiecca.

Tlompebnocms npusnanus u nouck uugopmayuu. Korma moTpeOWUTeNs MMOHWMAET, 4YTO MOTPeOHOCTH
CYILIECTBYET, YIOBJIETBOPEHHE A3TOW MOTPEOHOCTH CTAaHOBUTCS €ro Ueiblo. Ecmu memb MoXeT ObITh JOCTHTHYTA C
MIOMOIIBIO TIOKYIIKM TOBAapa W/WIM YCIIyI'H, HAYMHAETCS TpOoLecc MPUHATUS pemeHus. Ha aToli craanu moTpedutensb
umieT ymecTHyto nadopmanuo. HyxHsl 1Ba TrHIIa HHGOpManwm; HHOOPMAIUS IS pa3BUTHS KpUTEpHs 3 (HEKTUBHOTO
petieHust 1 HHPOpMaIHs O CYIIECTBYIOIMX Mapkax. Bpems, moTpadeHHoe moTpeOuTeneM Ha 3TOH CTaanK, BAPbUPYETCS U
3aBHCHT OT PUPOIBI MOTPEOHOCTH.

Oyenka sapuanmos. [loTpeOuTensiM HyXeH KpUTEpHH U1 BHIOOpa TOBapa WM yCIyrd. MM Takke Hy)KHO
OIITUMABHO CY3UTh BBIOOP, IOTOMY UYTO OOJBIIMHCTBO MOTPEOUTENEH OrpaHUYEHO BO BPEMEHH, SHEPTHU U CIIOCOOHOCTH
oOpabateiBath wHGpOpMaIWO. Pe3ympTupyrommii Ha0Op albTepHATHB WA MapoOK W3BECTEH KaK IIOJHBIA HaOop.
PazpaboTannblii kpuTepuii Ui BBIOOpa TOBapa WIJIM YCIYTHM HAa3bIBAE€TCS OLGHOYHBIM KpuTepueMm. HexkoTopsiMu
MpUMEpPaMU KPUTEPUEB, WCIOJIB3YyEMBIX IPH BHIOOpPE YCIYT, SBISFOTCA IIEHAa, Ka4eCTBO, YIOOCTBO, JIETKHMA JOCTYII,
Jipy*X)eTro0ue 00CITyKMBAIOIIIETo TIepCoHala U PEIyTaIis KOMITAaHHH.

Bwibop eapuanma u npunamue peutenus o nokynke. Bo MHOTHMX ciydasx BbIOOp YCIYTH U OOCITY>KHBArOUIeH
OpraHu3alvyi BeAeTcs MapawierabHo. MHorma motpeOuTens NODKeH BBIOMPATh, TAE TOKYIATh YK€ BHIOPAHHYIO MapKy.
[oHsITHO, YTO TOTOBHOCTH KOMMEPYECKOIO MEPCOHaNa TIOMOYb C TIOKYIIKOMW, €T0 OTHOIIIEHUE, PACTIONIOKEHHE Mara3uHa 1
€ro MHTEPhEp UTPArOT BAXKHYIO POJIb TIPH IPHHSATHN JAHHOTO PEILICHUSL.

Peaxyua na nokynky. llocne npenocraBlieHHs YCIYyTH BOZMOXKEH OJMH W3 CIEAYIONINX BAPHAHTOB €€ OIEHKH: 1)
BBITIOJTHEHHE PabOTHl OMpPABIBIBACT OXKUAAHUS TOTPEOUTENs, TIPHBOAS K HEUTPaIbHOMY UYBCTBY YIOBJIETBOPEHHUS; 2)
BBITIOJTHEHHE pabOThI MPEBOCXOANUT OXKUIAHUS, U MOTPEOUTENTh BOCXHIIICH, YTO M3BECTHO KaK IMO3UTUBHOE OTHONICHUE; 3)
BBITIOJTHEHHE Pa0OThI HE OIpaB/bIBACT OXHIAHUS, U MOTPEOUTEh HE YIOBIETBOPEH, YTO M3BECTHO KaK HETaTHBHOE
otHomeHue. [ToBTOpHAs MOKyNKa HanboJee BeposTHA TOT/IA, KOT/Ia Pe3yJIbTaTOM SIBIISICTCS IO3UTUBHOE OTHOIICHHUE WITH
HelTpanbHOe 4yBCTBO. ONBIT M BIICUATICHUE MOTPEOUTENS] OTHOCUTEIBHO TOBApa WM YCIYTW CTaHOBATCS BXOIHBIMH
JTAHHBIMU JIJIST CTHJIS J)KU3HU M OyIyIIUX PEIIeHUH, Kak TIOKa3aHo Ha pucyHKe 3 [6].
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IIpakTuka 5. Moaejb pacxoKaIeHU Ka4ecTBa YCJIyI'd.
BrineneHapIe mITh KPUTEPUEB U3MEPEHUN KadecTBa YCIYTH TPUBEIH HCCIICIOBATEICH K pa3pabOTKe MOICIH

Ka4decTBa YCIIYTH, N3BECTHOW KaK MOJIENh «PAaCXOXKACHU». JTa MOJIENb NaeT o0IIee MpeICTaBIeHne KadyecTBa YCIIyTH
Ha OCHOBE Pa3IMUUN MEXKIY OXUIAHUSIMH KIMEHTOB M TEM, YTO OHHU, MO HMX MHEHUIO, MOMy4dwin. Pazmuuus
OIIEHWBAIOTCA TIO TISITH KPUTEPUSM W HA3bIBAIOTCA «pacxokneHusiMu». Ha pucynke 4 maHo rpadudaeckoe
npeCTaBICHUE MOJICITH PacxXoxaeHHi [6].
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Pacxoxxnenue 1. He3nanume oxxkupanuii kiameHToB. COIIacHO 3TOM MOIETH TIEPBOC PACXOXKICHHE
MPOUCXOANUT W3-32 PA3IHUUs MEKIY OXHIAHUSIMHU KIMCHTOB M TPEACTABICHUEM MEHEDKEPOB 00 MX OXUIAHHAX.
I'maBHBIE TPUYUHBI TAKOTO PACXOKACHHUS — HEJOCTATOYHO TIyOOKHE, TOBEPXHOCTHBIE  WJIM HEMPaBUIBHO
MIPOBEICHHBIE MAPKETHHTOBBIE NCCIIEOBaHNs, HeaJeKBaTHOE OTHOIICHUE K PEe3yIbTaTaM HUCCIIEIOBaHNN M OTCYTCTBHE
B3aMMOJICHCTBUS MEXKIY MEHEKEpaMU U KJIHMEeHTamH. Jlpyrue NpUYMHBI — UCKQKCHUE WH(POpPMAIMH HAa IyTH OT
TepcoHalia, KOTOPBIM OOIIaeTcs HETMOCPECTBEHHO C KIHMEHTaMH, K MEHEKepaM W CIHIIKOM MHOTO ypOBHEH
MEHEDKMEHTA, OTAEIISIONINX ATOT IIEPCOHAT OT PYKOBOAUTENEH (DHUPMEI.

Pacxo:xaenue 2. HenpaBu/ibHble CTAHAAPTHI KayecTBa yCJyr. MeHemKepsl MOTYT MPABHIBHO MOHIMATh
OKHJIaHUS KJIMEHTOB, HO IS MPEIOCTABISIEMBIX YCIYT OHH YCTAaHABIMBAIOT JPYTHE CTaHAAPTHL. DTO MPOUCXOIUT
MOTOMY, YTO MEHE/KEphl O00sTcs OpaTh BBICOKHE 00s3aTeIbCTBA, HEIOOIECHUBAIOT CBOM BO3MOXHOCTH I10
JIOCTHKEHHIO BHICOKOTO Ka4eCTBA yCIYT M MMO3TOMY 3aHI)KAIOT CTAHIAPTHI M HE CTABAT NMPaBHIIbHBIE TIEITH.

Pacxo:xxkaenue 3. Oxa3zaHHasi yciayra He COOTBETCTBYeT PadoyuM crenu(PUKANUAM, NMpPeAoKeHHbIM
PYKOBOACTBOM. DJTO pacxoxiIeHHe HalOiromaercs, Koraa (pakTHUecKasl ycllyra HE COOTBETCTBYET YCTaHOBIICHHBIM
crenuuKausIM U3-32 HECIOCOOHOCTH WMJIM HEXENIaHWs CIYKallUX BBIMIONHUTH YCIYyTy Kak Haxo. [IpuunHbl MOTYT
OBITh pa3IMYHBL: POJIEBOM KOH(QUIMKT, HECOOTBETCTBHE CIYXAIlEro 3aHMMAacMOMy KM paldoyeMy MecTy,
HeMmoAxoAsa1as TEXHOJIOrus, HECCOOTBETCTBYIOIUEC CUCTEMbBI KOHTPOJIA U OUCHU Tpyaa, OTCYTCTBUE KOMAaH/IbI.

Pacxo:xxnenue 4. OOenianusi He COOTBETCTBYIOT jeiicTBUTeNbHOCTH. Drpma obemraer ofgHO, a jaenaer
apyroe. DToMy cHOCOOCTBYIOT ABa (akTopa: 1) HempaBHIbHOE B3aHMOAEHCTBHE MEXIy HMPOLECCOM BBINOIHEHUS,
MapKETUHIOM H [IEPCOHAIOM, U 2) CKJIOHHOCTb K YPE3MEPHBIM OOCIIaHUSIM.

Pacxo:xknenue 5. Bocipusitue npeaoctraB/isieMoi NOTPeONTENISIM YCJIYTH He COOTBETCTBYET 0:KMIAHMAM
norpeduressi. [lepBrie yeTbpe pacxoKACHUS BEAyT K MATOMY: KJIMEHT KIET OIHOIO, a MOJIY4aeT, [0 €ro MHEHHMIO,
npyroe. Kak orMedeHo B MOJENH, MpPEJCTaBIEHHOW Ha PUCYHKE, HAa BOCHPUATHE MOKYIAaTesleld BIUAIOT MHOTHE
WCTOYHHUKH: BepOaibHOE OOIIEHHUE, JINYHBIE MOTPEOHOCTH, MPOLUIBIA OMBIT M caMa OOCTY)KMBAIOIIas OpraHU3aLMsL.
OTo0 pacxoxleHne Hanbojee BaXXHO, MO0, €ClIM KIMEHT CUUTAET, YTO OH IOJYyYHJI MEHbLIE, YeM OXKHIal, OH OyJeT
CHJIHO Pa304apoBaH.

IIpakTuka 6. LlenHocTs yciayru

BricTymuienus ¢ JokIagamu.
BriBoggr.

Juckyccus.
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IIpakTuka 7. KOHKYpeHTOCIIOCOOHOCTH yCayr

KoHKypeHTOCIOCOOHOCTh  yCIAYr — 3TO BEJIMYMHA JIOBOJBHO OTHOCHTENbHASA, U
OIPEJICNICHHBIN MOKA3aTeNlb 3TOW BAKHOW 3KOHOMHYECKOW KAaTErOPHUHM MOXKET OBITh BBISIBICH
TOJBKO TPH KCCIEIOBAaHUM KOHKYPHUPYIOHIHMX YCIyr. OIeHKa KOHKYPEHTOCIOCOOHOCTH YCITyT
CTPOMTCSl Ha aHanm3e MH(poOpMaluU 00 MX CBOMCTBAX M KA4eCTBAX M OMpEACIACTCS TaKUMU
KauecmeeHHbIMU NoKazamensamu, Kak [4]:

- 3KOHOMMYECKHE (CPaBHUBAIOTCS LIEHBI HA YCIIyTU-KOHKYPEHTHI);

- HOpMAaTHBHBIE, OOOCHOBBIBAIOILIE COOTBETCTBUE YCIYIM HOpMaM, CTaHIapTaM H
IIpaBUJIaM;

- OPraHU3alMOHHBIC, XaPAKTCPHU3YIOIUC YCIOBI IIPCAOCTABIICHUSA YCIIYT,

- K.TIaCCI/I(bI/IKaI_II/IOHHI)Ie, BBIPpAKAIOINC IIPUHAAJIC)KHOCTD K OIIPCACIICHHOMY BHUIY (KJI&CCY)
ycrmyr;

- KOHCTPYKTHBHBIE, JIEMOHCTPHUPYIOIIE TEXHOJIOIMYECKUE PEIICHUS, OTIMYAOLIUECS
OPUTHHAIBHOCTBIO U HOBU3HOM;

- OProHOMHYCCKHEC, OTpaKarolue COOTBCTCTBUC YCIIYI'U CBOMCTBaAM 4YEJIOBECUYCCKOIO
OopranmnsmMa v IICUXUKH,

- 3CTETUYECKHE, XapaKTEPU3YIOLIUE CHOCOOHOCTh YCIYTM BBI3bIBaTh MOJIOKHUTEIIbHBIC
AOMOLIMH NP 3PUTEIIEHOM BOCIPUSATHH YCIIOBUM ITPEIOCTABICHUS 3TON YCIIYTH;

- COIIMAIBHBIC, C TIOMOIIBIO KOTOPBIX OTPAXKACTCS COOTBETCTBHE YCIYTHM OCOOCHHOCTSIM
JMYHOCTH, ONPEACTICHHON COITMAIbHOM TPYIIITHI K BCETO OOIIECTBA.

JlampHelImass MeToJMKa OIIGHKH KOHKYPEHTOCTIOCOOHOCTH 3aKIIIOYaeTcss B MpHiaye
Ka4eCTBEHHBIM XapaKTEPUCTUKAM KOJMYECTBEHHOU (POPMBI BBIPAKEHUS ITyTEM HCITOJIb30BAaHUS
OaTBHBIX OLIEHOK, IMOTyYEeHHBIX KCIEPTHBIM ITyTeM. CyTh METOAAa COCTOUT B Pa3pabOTKe CITUCKA
TJIAaBHBIX OIEHOYHBIX ITOKa3aTeliel, TO €CTh B OCHOBY OEpYTCS TOJBKO T€ CBOMCTBA, K KOTOPHIM
NPOSIBISIIOT MHTEPEC TOTPEOMTENH. 3aTeM NPUCTYMAIOT K PAHKUPOBAHHWIO ITOKa3aTeleit
UCKITIOYUTEIBHO C TOYKH 3pPSHHS IMOTPEOUTEICH IO CTENEHW 3HAYUMOCTH (OMpENeisIOTCs
KO()(PUIMEHTHI 3HAYMMOCTH TOKa3aTenel a; ).

CnenyronmM  JCUCTBUEM SBISICTCSl OajibHAs OIIGHKA BBIOpaHHBIX —IOKa3aTesieH.
OcyIecTBIsICTCS OHA OTJCNIBHO ISl KKIOr0 paccMaTpUBaeMOro ToKazaTess MO KakKIou u3

KOHKYPHPYIOIHX YCIIyT (onpenenstorcs K ).

CoBokynHast OanbHasi oneHka K, I KaXIOH M3 KOHKYPUPYIOIIUX — YCIyT
i=n
paccunTbIBaetes 1o gopmyie K, = Y a; x K; . Hanbonee KOHKypeHTOCIIOCOOHO# yciyre Oyaer
i=l1
COOTBETCTBOBAaTh HAaMOOJIbIIAsi COBOKYITHAS OajibHAs OLICHKA.
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IMpakTuka 8. KommyHnkanuu poiaka ycayr (MeToabl CTUMYJIMPOBAHUA)

Mapkemuneosas kommynuxayus (IPOJBUKEHHE) - 3TO MEXAHU3M IE€pelayd MOKYNATENl0 CBOEH
uH(pOpMallMK, 3TO DSJIEMEHT MAapKETUHTOBOM CTPYKTYphl, KOTOPBIA 0OecreynBaeT CBsS3b OCHOBHBIX
MAapKETUHTOBBIX TIOCIIAHUH C LIEJIEBBIMU ayIUTOPUSIMU [4].

VYcnemHas pabora MapKeTHHra 3aBUCUT HE TOJBKO OT HYXKHOIO HPOAYKTa XOPOULIEro KauecTsa,
OPUEHTUPOBAHHOTO HA PBIHOK, IICHOBOM IMOJMUTUKH, HaJEXKHOU M d((eKTUBHONW ceTu AUCTPUOBIOTOPOB.
HeoOxonuma Takke cucrematnueckas U 3(pQexTuBHas CBsI3b C MOTCHLUATbHBIM KIMEHTOM U TOPTrOBBIMU
MOCPEAHUKAMH, YTO COKpAILlaeT pa3pbIB MEX]ly IIPOU3BOJUTENIEM YCIYTH U ee noTpeduTeneM. [ maBHas 1eib
9TOM CBSI3M — OKazaHWE BIMSHHUS Ha LiejeByro rpymmny. HeoOxonnMo BHYIIUTH Takoe IMpelcTaBiIeHHE 00
yciyre, KOTOpOe M3MEHMIIO Obl CYIIECTBOBABIINE J0 3TOTO B3TJISAbI U IOBIHSIIO HA Oyylee MoBeieHHE.

Cy1ecTByeT uemuipe cnocodoa npoosudtcenus yceuye.

- pekiama (advertising)

- nepcoHanbHas npoaaxa (personal sell)

- crumysupoBanue cobiTa (sales promotion)

- CBs3U ¢ obmecTBeHHOCTRIO (public relations)

HeBO3MOKHO ~ JIOCTHYB  JKEAeMOro  pe3yibTara, €CIIM  HCIOJNb30BaTh  TOJBKO  OJMH
KOMMYHHUKAIIMOHHBIA KaHaj. B mporpaMme MpOABHIKEHHS IOJDKHBI OBITH CKOMOMHHPOBAHBI pPa3IMYHbIE
Meronsl. 1o CylmecTBy BakeH IMOTEHIMAN KaKIOr0 W3 METOIOB IPOJABKMKEHHS W WX IOTEHIHAT II0
B3aMMOIIOJJICPIKKE.

1) Pexnama mnpencrtaBisier co0oil Henu4HbIE (OPMBI KOMMYHHMKAIIMU, OCYIIECTBIISIEMbIC
MOCPEJICTBOM TUIATHBIX CPEJACTB pacHpocTpaHeHUs HWH(GOpPMAIMU, C YETKO YKa3aHHBIM HCTOYHUKOM
¢dbunaHcupoBanus. Pexiaama — popMa, KOTopasi HCHIOIb3YeTCs ISl TOCTHXKEHUSI MHOKECTBA IeNiel, a UMEHHO
JUISL pacrpocTpaHeHuss WH(GOPMAalMd O HOBOHM yciyre, JUisi 0OBsABIEHUS 00 W3MEHEHUU IICHBI, CKHUIKAX,
JaproTax, GOPMUPOBAHUS UMHUIKA CEPBUCHON (DUPMBI U T.11.

Llenp pekiamMbl — IMPpUBJICYb BHUMAHUC, BO36y,[[I/ITB HHTCPEC, NCpCAaThb I/IHq)OpMaI_II/IIO, MOJIC3HYIO JJIA

MNOTCHIIMAJIBHOT'O l'IOTpe6I/ITeJ'I$I, U 3acCTaBUTh ACUCTBOBATh €ro OMMpCACIICHHBIM O6p330M, HaIlrpumep,
IIOCCTUTD (I)I/ITHGC'KJ'Iy6 u 1.0. Peknama — 310 (1)opMa MacCOBOM CBA3U, NPpCAHA3HAYCHHAA IJI1 OOJIBIIIOTO
qucia Jaei OIHOBPEMCHHO.

B cdepe ycrayr npuMeHSIOTCS IPaKTHUECKH BCE PeKIamMHble Cpeocmea:

a) Pexnama 6 cpeocmeax maccogoti ungopmayuu: TeneBUICHUE, paJuo, Ta3eThl, )KypHAJIbL.
Ee rmaBHas xapakTepuCTHKa — BO3MOXKHOCTh COOOINATh peKIaMHYI0 MH(OpMAIuio OONBIION ayTUTOPHUH.
CToMMOCTh TaKoOW pEKJIaMbl 3aBHCHT OT MHOXKECTBa (PAKTOpPOB: CTpaHbl, BBIOPAHHOTO cpeacTBa (camoit
JIOPOTOM SIBJISIETCS TEIIEBU3UOHHAS ), TIPOIOJKUTEILHOCTH U T.JI.

Ka)K,Z[OC N3 PCKIAMHBIX CpPCIACTB B CMMU wmmeet cBou npeumMynecTBa U HEAOCTATKH. Haan/IMep,
pPCKiIaMa B XYpHaJI€ CTOUT HOPOKE, UCM B Ia3€TC, HO €€ KauCCTBO ropa30 BBIIIC U I/I36I/IpaTCJ'ILHOCTL
AyAUTOPUN JOCTATOUYHO BBICOKA.

0) Kamanoau, 6pouiopsi, HCypHaIbl COOCMBEHHO20 U30AHUSL, NPOCNEKMbL.

B karanorax coxepxkutcs mose3Has nHGopManus Ul TOTEHUUANIbHBIX NoTpeduTenei. OHU MOTyT
UCIIOJIb30BaThCA B Kaue€CTBE CIPABOYHUKOB U MPEAOCTABIIAIOT OMUCAHUS TOBAPOB U YCIYT, WUIIOCTPALIUH,
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MPOTPaMMbI, BUJIbI I€ATEILHOCTH CEPBUCHOM (PUPMBI U T. M. BpOIIIOphI ¥ MPOCTIEKTHI MEHEE BMECTUTENbHBI,
YeM KaTaJord, HO UX MPOU3BOJCTBO MEHEe TPYAOEMKO U ropasno aemenie. OObuHO Opolltopa WM
IPOCITIEKT TOCBSINAIOTCS TOJBKO OAHOMY BHUIY YCIYT, MPEAOCTABISAs MpHU 3TOM Oojiee MOApPOOHOE HX
OIMCAHUE.

B) Vauunaa pexniama: cmayuonapnas u mpausumuas (TUIAKaTHl, LIATHI, pekjiamMa Ha
Tpancnopte). s cranMoHapHOW peKiIaMbl BaXHbIM  (akTopoM 3(ddeKkTuBHOCTH SABISETCA  ee
Mecropacnosioxenue. [lpudem uHbOpMaLUsS HA IUTE WIK TUIAKATE JOJDKHA OBITh KOPOTKOH M SICHOM, Tak
Kak 00BeM coo0mmaeMoil mHGOpMAIMK OTPAaHWYEH HE TOJIBKO pa3MepamMH IIHTa, HO U CIOCOOHOCTHIO
YeJI0BeKa BOCIIPHUHSATH e¢. boJblas 4acTh ee mepeiacTcsi yepe3 CUMBOJIBI U KAPTHHKHA. DTOT BHUJI PEKJIAMbI
0OBIYHO MCIIOJIB3YIOT B KAUECTBE JOMOMHEHHS K pekiame B CMU.

r) Pexnama 6 nynkme okazanus yciye: pekjaMa W IJIaKaThl Ha CTeHaX oduca CEepBUCHOMN
KoMrnaHuM. L[eHHOCTh JaHHOM pekiiamMbl 3aKJII0YaeTCcsl B TOM, UYTO KJIMEHT CTaJIKMBAeTCs C Hell, Korma oH
HAXOJHTCS €lle B Mpolecce MPUHATHS pelleHus. 3ajada Takol peKiIaMbl — HAIOMHUTH KJIMEHTaM O TOM
peKxiIaMHON HHPOPMAIUH, C KOTOPOM OHH YK€ CTATKUBAINCh PAaHbIIIE B CPEJICTBAX MACCOBOM MH(OPMALINH.

2) CtumyupoBaHue cObITA BKIIIOUAET B ce0s psiji CPEACTB KOMMYHUKAIIMH ISl CO3JJaHMsl YCIOBHIA
HEMEJJICHHOTO pocTa cObITa Ha OrpaHUYCHHBIN Mepruoja BpeMeHu. Cpenyd METOJIOB MPOABMKEHHUS IIHPOKO
UCIIONIB3YIOTCSl Pa3NIMYHbIe CKUAKH, JIbIOThI, KOHKYPCHI, JIOTEPEU, UTPhI, a TaK KE y4acTHE B BBHICTaBKaX.
Hampumep, B HHAIyCTpUM TOCTENPUUMCTBA MPAKTUKYIOT TMPEIJIOKEHHUS OECIIaTHBIX HOYEBOK WM
OeCIUTaTHOM JIEryCTallui KPETKUX HAITUTKOB B PECTOPAHAX B LIETISAX MOBBIIIEHUS CIIPOCa HA UX MPOAYKIIHUIO B
omnpeneneHHbI nepuoj. KoHeuHo, 3TH MEpONpHUsATHS MOBBIIIAIOT CEOECTOMMOCTh MPOAYKTA, MOITOMY HX
MPUMEHSIOT B TEUCHHE HETIPOAOIKUTEIIHLHOTO BPEMEHH.

Ocoboe MecTo cpend METOAMK MPOJABMKEHMS 3aHMMAlOT TaK Ha3bIBAEMOE WHTEPAKTUBHOE
IPOJBMKEHHE, KOTOPOE BKJIOYAET IMPOrpPaMMbl TEJIEMapKETHHra U IMpPOJBUIKEHHE HAa OCHOBE HMHTEPHET.
Opnaxo "knOepMapKeTUHT" BCE €1lle HAaXOJUTCS Ha CTaIUH SKCIIEpUMEHTA.

Pexnama u crumynupoBaHue cOBITa CHOCOOHBI PabOTaTh COBMECTHO, CO3/1aBasi CUHEPTU3M, B
KOTOPOM OJIMH THUII MOOIIPEHHS CIIOCOOCTBYET MOBBILIEHUIO A3P(HEKTUBHOCTH JIPYTOro.

3) PR(public relations) — sTo ucnonb3oBanue nHGOPMAIMH I BIUSHHS Ha OOIIECTBEHHOE MHEHHE.
OTO 4YacTh KOMMYHHUKallMOHHOW paboTel ¢upmbl. WX menp — coszmaHue Xxopouled penyrauuu (QUpMBI,
MOJAKPETUICHHON (hakTaMu, Tak, YTOOBI (pupMa MOIJIa JTOCTHYh CBOM II€JM B arMocdepe OJaronpusTHOro
MHEHHUS O cede.

OTnu4yaroTcss OHM TeM, 4TO INpH omuiare Mecra U BpemeHM B CMU He yka3bIBaeTcsi MCTOYHHK
(buHaHCUPOBAHUS U HA MOJAECPKKY MPOAAX BIUSET KOCBEHHO. PR ciyxar mist 6maronpusTHOro Kiumara,
JUIsL CTUMYJIMpOBaHUsS cObiTa U pekiambl. Hbopmanus mnepenaercs mpecc-pelu30B WU PelaKIIMOHHBIX
3aMEeTOK, a TaKkke omnpoBepxeHuil. UToObl MpenoTBpaTUTh MOSBICHHE HEIO0OpPOCOBECTHOW HH(pOpMAaIH,
KOMITAHUH YacTO YCTaHABIMBAIOT 3HAKOMCTBA C BIUATEIbHBIMA HHPOPMALMOHHBIMU areHTaMU.

4) IlepcoHanbHas mpoaaxka. ITOT METOJ BKJIIOYAET B OCHOBHOM OOILEHHE «T€T-a-TE€T» WIH IO
TenepOHy MEXIy NpOAAaBLOM M KIWEHTaMH. Ero 4acto NpUMEHSIOT, HalpUMep, MEHEIDKEpHl 110
OpraHu3aly KOH(GEPEeHIH KPYITHBIX TOCTUHUYHBIX KOMIUIEKCOB.
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IIpakTuka 9. HoBble BUABI yCJOyT
Kak TOBOPWJIOCH BBIIIC, UBMCHCHUS B HO’I’pe6I/ITeHLCKI/IX BKYCaX U CTUJIAX KHU3HU JCJIAI0T HCKOTOPBIC YCIIYT'
HEAOCTATOYHO AaACKBATHBIMH, YTO IIPHUBOAUT K COKpAIICHUIO JKHW3HCHHOI'O MHKJIAa CepBHCHOﬁ yCIyru.
JKnzHecrnocoOHOCTh M KOHKYPEHTOCITOCOOHOCTh CEPBUCHOW KOMIIAHWM YacTO 3aBHCHT OT TOTO, HACKOJIBKO XOPOIIO
OHa YJIOBHJIa U3MCHCHHA B HOTpCGHOCTSIX 1 TIOSABJICHHC HOBBIX HOTpe6HTCHGﬁ. B sTrom CJIydya€ KOMIIaHUS MOXKET
HOMBITATHCS TPOIUTE KU3HEHHBIN UK, pa3paboTaB «yJIy4IICHHYIO» YCIyTy HIH CO3aTh HOBYIO [6].

PaCCMOTpI/IM BO3MOKHOCTH, KOTOpPBIC CYHICCTBYIOT Y OpI‘aHI/I3aHI/II\/'I I IIJIAHUPOBAHUA DaSDaGOTKI/I HOBBIX
YyCIYyT:.

1) 3nauumenvHule HO80686e0eHUs. ITO YCIYTH, KHOBBIE BO BCEM MHPE», PHIHKUA KOTOPBIX €Ile TOYHO HE
OIpe/ieieHbl ¥ HE HMMEIOT pa3MepoB. OHU BKIIOYAIOT BBICOKYIO CTCIICHb HEONPEICSICHHOCTH W pHcka. Hounas
J0CTaBKa HEOONBIINX MOCHUIOK, BBEACHHas kommanuedr Federal EXPress, Ciay:Xut spkuM MPEMEPOM 3TOTO BHAA
HOBOBBEICHHSI.

2) 3anyck  Hoswbix 6u006 OesmenvHocmu. HEKOTOpble HOBBIE YCIYIM TIPEAJIaraloT HOBBIC H
MHHOBALMOHHBIC PEILICHUs JJIs OOBIYHBIX MOTPEOHOCTEH MOTpeOuTeNeH, KOTOPBIE UCTIOIB3YIOT Y)KE CYIIECTBYIOLINE
yCIyrd. DTH HOBBIE YCIYTM MOTYT Hpe[JiarathCs B BHJC HWHHOBALHOHHOTO HAOOpa y»Ke CYIIECTBYIOIIMX YCIYT,
IpejlaraéMblXx B OJHOM cucreMe. Hampumep, opraHusanuy 34paBOOXPaHEHHsS MOTYT Ipeaararb yciIyrd Bpaden
o01Iell IPaKTHKHU, YCIIyrH JadopaTopuii 1 KaOMHETOB PEHTTCHOBCKOTO aHAIN3a, @ MHOTA YCIIYTH alTeK MO OTHOH 1
TOM Xe KprIHCﬁ, LITO6I:»I ManyEHTBI MOTJIX MMOJIYYUTh BCC HYXXHBIC YCIIYTM B OJHOM M TOM K€ MCCTE.

3) Ocgoenue HOB0I NPOOYKYUU OIS YIICe CYUECMEYIOme20 PbIHKA Yeye. ITa KaTeropusi BKII0YAeT HOBbIC
YCIYyrH A yXKe CYIIECTBYIOUIMX MNOTpeOHTese, KOTOphIe paHbIe CEPBHCHOW (HPMOW HE Npesiarainch.
[Tpumepamut MOTYT CITYKHUTh OaHKH, KOTOPBIE MTPEUIAraloT YCIYTH CTPaXxOBaHHSA, a TAKXKE My3€d, KOTOPBIE OTKPBIBAIOT
H0/IAPOYHBIC ¥ CYBCHUPHBIC Mara3suHbl U PECTOPAHBI ISl CBOMX MOCTOSIHHBIX KIIMCHTOB.

4) Pacwupenue nomenxnamypvl npooykma. JI00aBIeHUS K CYyLIECTBYIOIICH JIMHUM OOCITYXHMBaHUS
YCIIyr, KOTOPBIC YBCIIMYMUBAIOT TCKYHICC MNPCAIOKCHUE, HA3BIBAIOTCA PACHIMPECHUAMU HOMCHKIIATYPbI MNPOAYKTA.
IprMepaMu MOTYT CITY)KHTh YCIYTH, pe/iaraeMbie Teae(hOHHON KOMITAHUEH, TaKUe KaK uaeHTH( UKL a00OHEHTa 1
MOBTOPHBIN HAa0Op HOMEpa B cliydae, eciii HOMep TpeOdyeMoro a0OHeHTa 3aHsT. B 3Ty KaTeropuio BXOJAT TakkKe
HOBBIC MapLIPyThl aBUAIMHHUI WIIK HOBBIE KYPChI JICKIIUI B YHHBEPCHTETE.

5) Vayuwenue npooykma. YydiieHue NPOAYKTA COCTOUT M3 U3MEHEHUS OIPE/ICNICHHBIX XapaKTePUCTHUK
yCiayru ajs Toro, YTOOBI O6CCHC‘II/ITL HOTpe6I/ITeHﬂM JIydee KadeCTBO WJIM YBCIMYCHHYIO IICHHOCTL YCJIYT'H. 3910
MOJXKET OBITh czienaHo B popMme Gosee ObICTPOro 0OCTyKHBaHHS WM TPHYKPAIINBAHHS, T.€. JOOABICHHS PA3INYHBIX
CBOWCTB, YJIy4YIIAaOIMX BHENIHWH BHJ yciayru. Hampumep, MHOrHe OaHKOMATBI pacliedyaThIBAIOT OCTATOK Ha cyeTe
H0CJIe KayK/IOTO BJIOKSHUsSI WITH CHATHS JeHer. J{pyroit npuMep, OecriatHas MOWKa MalliHbl, KOTOPYIO 00eCeYnBaOT
HEKOTOPBIE aBTOCEPBUCHBIC MACTEPCKHE MPHU BBIOIHEHHH OOBIYHBIX YCIIYT, HAIIPUMED, 3aMEHbI MALIMHHOTO Maca.

6) Hsmenenus cmuns npodykma. IT0 0ojiee CKPOMHOE CPEJICTBO, Y€M BBICOKOHATTISHOE YIIy4IICHHE
HPOAYKTa, M 9Ta KATErops BKIIOYAeT OOHOBJICHHE M BOCCTAHOBJICHHE 3/IaHMS WIIH TIOMEILICHUsS, I/Ie OKa3bIBACTCS
ycIyra, a Tak)Ke HOBYIO YHH(OPMY ISt COTPYTHUKOB WITH HOBBIH JIOTOTHIT KOMITAHWH U T.JI.

IIprunHbI pa3padoTKH U CO3AAHUS HOBBIX YCJIYT

['maBHas mpuumMHa 1711 pa3paOOTKU W CO3JAaHUS HOBOM YCIYyTH — ATO CTPEMIICHHE YJOBJICTBOPUTH
HOBBIE W H3MEHSIONIMECs MOTpeOHOocTH moTpebuteneil. Ho cymecTBylOT Takke W Jpyrue MPUUIUHBI,
KOTOpBIE TTOOYKTAI0T OpraHU3AIMIO K pa3padOTKe M CO3AaHUI0 HOBOU YCIyTH, TaKue Kak [6]:

@duHaHCOBBIC 11edU. PyKOBOJACTBO MHOTHX CEPBHUCHBIX (UPM HAXOAUTCS IO TOCTOSHHBIM

naBieHHeM (DMHAHCOBBIX IIeNied, KacarolIuXcs MPHUOBUIM, JONHM pPhIHKA M J0XO0Ja. DTH 1M MOTYT OBITh
JMOCTUTHYTHI TIOCPEACTBOM  yIYUIICHHs] KauecTBa M MOTPEOUTENbCKONH  YIOBIETBOPEHHOCTH IS
CYIIECTBYIOIUX YCIyT. [[pyro#t cmocod — 3T0 BBEJICHHE HOBBIX yCIYT.

JeiicTBus KOHKYpeHTOB. OpHa M3 CaMblX CHJIBHBIX MOTHMBALIMM [J1 CO3/1aHUSI HOBOM YCIYTH

BO3HHUKAET, KOT/Ia HOBBIE YCIIYTHU BBOJSAT KOHKYPEHTHI. [IpocTanBanue u Oe31elicTBUE BEJET K YMEHbBILIEHUIO
PBIHOYHOM A07M U npuoObuH. ClieoBaTeIbHO, BBEIEHUE HOBBIX YCIYI aKTUBU3HUPYIOT TaKHe K€ AeHcTBUs
CO CTOPOHBI KOHKYPEHTOB.
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[nobammsanusa. PocT rmoGanbHOM TOPTrOBAM W NPSIMBIX HHOCTPAHHBIX WHBECTHIIMH, CO3JaHUE
EBpomneiickoro Coro3a, a Takxe kpax Coperckoro Coro3a cO31ajid HOBBIE PBIHKA OTKPBUIM HOBBIE
BO3MOXXHOCTH JIJIsl CEpPBUCHBIX (PHPM, UYTO CO37aeT HEOOXOAMMOCTh pa3pabOTKH M CO3JaHHs HOBBIX YCIYT
WM MOJM(UKALNU YK€ CYIIECTBYIOIUX IJISi TOTO, YTOOBI yOBIECTBOPUTH NOTPEOHOCTH PAa3JIMYHBIX CTPaH
U KYJBTYP.

TexHonorug. Hapsiny ¢ HOBBIMM NpPOAYKTaMH M BO3MOKHOCTSIMM TEXHOJIOTHS CO3JA€T HOBBIE
noTpeOHOCTH, KOTOPBIE, B CBOIO OYepeb TPEOYIOT co3/jaHus HOBBIX yciyr. Cro/la MO)KHO OTHECTH:

- HoBble notpeOuTenbckue ToBaphbl, Takue Kak BUIAEOMArHUTO(OHBI U NEPCOHAIBHBIE KOMIIBIOTEPHI.
Hx nosBieHue co3aer NOTpeOHOCTh B CBA3aHHBIX C HUMHU YCIIyrax, HalpuMmep B IPOKaTe BHJEOKACCET,
TEXHUYECKOM OOCIIYy)KUBaHUM MAarHuTO(OHOB M KOMIIBIOTEPOB M OOydYarOLIMX Yyclyrax /s BHOBb
pa3paboTaHHBIX TPOTPAMM.

- HoBoe obGopynoBanme. IIporpecc B MH)KEHEPHBIX TEXHOJOTHAX IOMOTAeT IMPOU3BOAMTENISAM HU
CEpBUCHBIM (HpMaM BBOJUTH HOBOE OOOPYIOBAaHUE M YCOBEPIICHCTBOBATH YK€ CYIIECTBYIOIIEe. JTO, B
CBOIO OuYepe/b BEJET K Oosiee OBICTPHIM IIOCTABKAM CYIIECTBYIOLIUX YCIYT, PABHO KaK U K BBEJIECHUIO HOBBIX
ycayr. Hampumep, Gonee OblcTpble KOMIBIOTEpPHI YBEIMYMBAIOT BO3MOXHOCTH XPaHEHUs JAHHBIX H
CKOPOCTb BBIUUCIICHUS /7151 BCEX BUJIOB 00paOOTKH JaHHBIX, CIIEJOBATEIIBHO, JEIAI0T BO3MOXHBIM CO3/IaHUE
HOBOT'O U CJIOKHOTO IporpaMMHoro obecnedenusi. M3o0perenne 6ankomara cienano OaHKOBCKUE YCIYTH
JOCTYIHBIMU KPYTJIOCYTOYHO.

- DnekTpoHHble ceTH, Takue kak MHtepHer m Bcemupnasa [layruna WWW, snektpoHHble OaHKH
JAHHBIX W OHJAWHOBBIE HMH()OPMAIIMOHHBIE CHCTEMBI, HAaXOIATCS CpeAu Hamboiee BaKHBIX
TEXHOJIOTHYECKUX Pa3paboTok KoHma XX B., OHM CHENadd BO3MOXHBIM CO3JaHHE M JIOCTaBKy MHOTHX
HOBBIX YCIIYT.

YBenuyeHue/cokpaieHne oobemMa BMENIaTeNnbCcTBA TOCYAAPCTBA B SKOHOMUKY. HekoTopelie BaxkHbIe
orpaciau Poccuu omryniaroT 3HaYMTENbHOE COKpAIICHUE BIMSHUSA CO CTOPOHBI MPABUTEILCTBA B TEUCHHE

NOCIIEAHETO JIeCATWIIETHS, BKJIIOYas TaKHE OTpPaciM, KaK aBHAJIMHHUM, IE€PEBO3KH aBTOTPAHCIOPTOM,
TEJIEKOMMYHHUKAIMH, OaHKOBCKME U (PMHAHCOBBIE YCIYTH. DTO MO3BOJIMJIO MHOTMM KOMITAaHUSM BBIWTH Ha
PBIHKH, KOTOpbIE paHbllle OBLIM Ui HUX 3aKPBIThl, M MPEUIOKUTh HOBBIE YCIYTH HJIM HMHHOBAIWH,
CBSI3aHHBIE C YK€ CYLIECTBYIOIIMMHU yciayramu. B To BpeMs kak 1 oJHUX oOjacTeil 3aKOHOAATeIbHbIE
OrpaHMuYeHusi ObUIM CHATB, B JAPYrUX O0O0JAcTAX OHM  CO3[aBalMCh, HNPUMEPOM  SBIISETCS
IPUPOJOOXPAHUTENBLHOE 3aKOHOIATENILCTBO M 3aKOH O 3alllUTe MpaB noTpedurenei. Takue 3aKOHbI OOBIYHO
CO3/1aI0T MOTPEOHOCTH B YIYUIIEHUH NOTPEOUTENHCKUX TOBAPOB U MPOU3BOJICTBEHHOTO 000PYAOBAHUS WIIH
Jla’ke MOTPEOHOCTh B CO3JaHHWU HOBOT'O TOBapa WM o0opynoBaHMs. Takke OHM CO3JAlOT MOTPEOHOCTH B
HOBBIX yCIyrax, HalpuUMeEp, B HOPHUIANYECKUX, HHKEHEPHBIX U KOHCYJIBTAllMOHHBIX YCIIyTax,
CHEeLHUATU3UPYIOLINXCS Ha BOIPOCAX OXPaHbl OKPYKAOLIEH cpebl U MpaB MoTpeduTene.

bananc crpoca u npeanoxenus. MHOTHE cepBUCHBIE (PUPMBI OTpaHUYEHBI B 00BEME JIEATEIbHOCTH,

HO CTaJIKMBAIOTCA MpPHU ATOM CO 3HAUUTEIBHBIMU KosieOaHMSIMHU cripoca Ha cBou yciayru. Korma cmpoc
IPEBBIIIAET BOZMOKHbBIE 00BEMBI ACSITETLHOCTH (GPUPMBL, JINOO YMEHBIIAET KOJIMUYECTBO MOTpedUTENneH, 1ubo
CHI)KAeT YpOBEHb MOTPEOUTENTHCKOM YIOBIETBOPEHHOCTH M3-3a 4pe3MepHbIX ouepeneid. OpHako Koraa
CIPOC HIKE MPEATIOKEHHUs, JOPOroe 000pyAOBaHNE U MTEPCOHAN NMpocTanBatoT 0e3 padboTsl. [IponsBoguTenu
MOTYT CIIPaBJIATHCS C 3TOW MPoOJIEeMOil 3a cyeT COo3/aHus 3aracoB, KOTrJa CIPOC HMXKE MPEATIOKEHHUs, U
UCIIOJIb30BAaHUS 3allacoB, KOTJA CIPOC MPEBBIIIAET MpeUIoKeHHe. TeM He MeHee, BPEMEHHBIH XapakTep
OOJIBIIMHCTBA YCIAYI MCKIIIOYaeT HCIOJIb30BAHWE TaKOW BO3MOMKHOCTH JJIsi CepBUCHBIX (upM. boiee
peanbHas ajJbTepHATHBA - NpPEIJIaraTh YCIYrd, KOTOpbIE HUMEIOT MPOTHUBOMOJOKHYI LUKIMYHOCTH IO
CPaBHEHHUIO C CYHIECTBYIOIIMM HaOOpoM yciyr. JIpyrumu ciioBamMu, CEpBUCHbIE (PUPMBI, CTAIKHUBAIOIIHECS C
KOJICOaHUSIMHU CIIPOCA, MOTYT MOMBITaThCS pPa3paboTaTh HOBBIE YCIYTd, HA KOTOPBIE OyneT 0oJjiee BHICOKUM
CITPOC, KOT/Ia CIPOC Ha CYMIECTBYIONINE YCIYTH OyAeT HU3KUM, K HA000poT [6].
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IIpakTuka 10. 7Kan0061 1 KOHQPJIMKTHI IPH 00CTYKMBAHUM KJINEHTOB

OCHOBHBIE IPUYMHBI KAI0O KIIMEHTOB — HECOOIIIO/IEHNE CPOKOB BBITTOJTHEHHS 3aKa3a, HU3KOE
Ka4eCcTBO €ro BBIINOJIHEHMs, I'pyOOCTh OOCIy)XKMBaIOLIero mnepcoHana. 7Kamodbl — 3TO Bceraa
paspbIBbl HOPMAJIbHBIX OpPraHUYHBIX CBSI3€d MEXKIYy IMOACHUCTEMaMH (AcleKTaMH) KyJIbTYpbl
oOcnyxuBaHus [2]. JlaHHbIe pa3pbIBbI BbI3BaHbI COOSIMHU, OpakoM B paboTe MpEeaNpHUsATUS CEPBHCA U
€ro NapTHEPOB-CMEKHUKOB.

CrnenoBaTenpHO, HapylIeHHE HOPMaJIbHOI'O peXuMa paboThl MarazuHa (arenbe) HEeM30eKHO
OTpa3uTCs Ha KynabType oOcimyxuBaHus. Pa3Oupass kajoObl M TNPETEH3UH KIUEHTOB, CIEAYET
NPUJIEPKUBATHCA CIEAYIOLUIUX PEKOMEHAAIIMIA:

IIOCTaBUTH ce0s1 B MOJI0KEHNUE 3asIBUTEIIS;

COXpaHATH CIIOKOWCTBUE;

0CTaBaThCSI BEXKIIUBBIM;

IpU HEBO3MOXHOCTH CaMOMY pa3pelIuTh *ajolOy (IIPEeTeH3HI0) IMOCTaBUTh 00 3TOM B
U3BECTHOCTH CTAPIIETrO MO JOHKHOCTH.

Hu onna xanoba He JOJKHA OCTaBaThCAd HEPACCMOTPEHHOM. 3aKOHHBIE KaIOObl KIIMEHTOB
JOJDKHBI  TIOJUIEXKATh O€3yCIIOBHOMY YIOBIETBOpeHHIo. M3yueHue »xamo0, muceM mOKynarenen
(3aKa34MKOB) TIO3BOJSIET KOHKPETHEE ONpEeleNuTh NyTH JHUKBUAALMU «y3KHX» MeECT B
00CIyXKUBaHUU, IOBBICUTH €TO KYJIBTYPY.

PaccMoTpenue xanod W 3adBIEHUN KIMEHTOB JOJIKHO OCYHIECTBIISITHCS B COOTBETCTBHH C
HOPMAaTHUBHBIMH JIOKyMEHTaMU (Harpumep, 3akoH PO «O 3amure npas notpedurens»). 1 koneuHo,
HECBOEBPEMEHHOE PACCMOTPEHHE Kajlo0, OTChUIKA 3asiBUTENIAM HAclleX U HEPSIIIUBO
COCTaBJIEHHBIX OTBETOB BBI30OBYT Y HUX JIMIIIb Pa3pa)K€HUE U HEJOBOIBCTBO.

Kou¢aukTt — 370 B3auMOIeCTBUE JIOJIeH, UMEIOITUX HECOBMECTUMBIC IIEJIM MJIM CIIOCOOBI
JOCTIDKEHUS 3THX Lenel [2]. B mepeBone ¢ JaTHHCKOTO «KOH(MIMKTY» O3HAYAET «IPOTUBOPEUHUEH.
Kongnukr xapakrepusyercs TeM, YTO B HEM JIIOJM TPOTUBOACHUCTBYIOT Ipyr Apyry. Yucio
YYaCTHUKOB KOH(DJIMKTA MOXKET ObITh pa3InyHbIM. TakuM 00pa3oM, KOH(QIUKT — 3TO MPOTUBOPEUHE,
BO3HHUKAIOIIEE MEXAY JIIOJbMU B PEIIEHUH TE€X WM HHBIX BOMpocoB. KoHeyHO, K KOH(DIUKTY
IPUBOJIUT JAJIEKO HE KaKJI0€ NMpoTHBOpeure. Tak, 3akazuulia U MPUEMINHIA MOTYT PAaCXOJUThCA
MEX]ly COOOW B OLICHKE T€X WJIM MHBIX HAlpaBIECHUN MOJbI, UMETh Pa3HbIE SCTETUYECKHE BKYCHI, HO,
TEM HE MeHee, 3aka3 Oyzaer ciaenaH. KOHQIMKT BbI3BIBACTCS TOJBKO TAKUMHU MPOTUBOPEUHUSIMU,
KOTOpBIE TITyOOKO 3aTparuBaroT MOTPEOHOCTH KIMEHTOB, UX YEJIOBEUYECKOE JIOCTOMHCTBO, MPECTHX
uT. I

OObIYHO KOHQIMKT MEXAY JIIOJIbMA HE BO3HHUKAEeT MPOU3BOJBHO. J[J11 KOHQIHUKTOB MEXIY
paboTHUKAMU CEepBUCA U KIMEHTAMH XapaKTePHBI CICAYIOIINE MPUIHUHBI [2]:

IIPOU3BOJICTBEHHBIE! HEO0ECIeYeHHOCTh MaTepHuaIaMu, 3aracHbIMHU 4acTIMH,
0o00pyZ0OBaHHEM; HEYAOOHBIH pexuM paboThl MPEANPHUSITHI; Malblii acCCOPTUMEHT YCIYT;
JUIUTEIILHOE BpeMsl 0KHMJIaHusl 00CTy>KMBAaHUS; HU3KOE KaueCTBO M3TOTOBISIEMBIX M3AeNuil (YCiyr);
HECBOEBPEMEHHOCTD BBIIIOJIHEHUS 3aKa30B;

JUYHOCTHBIE, CPEAU KOTOPBIX MOKHO BBLICIUTH B3aUMHBIE MPETEH3UU MEKIY PAOOTHUKOM U
kaueHToM. K mpumepy, KIMEHT HENpaBWIbHO MOHsUI NpHUeMIIMKa W obuzaencs. B orBer oH
NPOM3HOCHUT (pa3y, CoAepKallyro OecTakTHOCTh B ajgpec paboTHuka. Ilpmemmuk, 6o0sie3HEHHO
IpopearupoBaB Ha HEE, OTBEYAET HENPHUKPBITOM IpyOOCThIO, CUMTAs, YTO B IPOTUBHOM CIIydae
noTepsieT yBaXEHHE B TIJa3ax MpUCYTCTByroumX. [loaToMy «OOMKEHHBIH» NPUEMIIMK U
«BOCCTAaHABIIMBAET» CBOE JOCTOMHCTBO 3a CYET OTBETHOIO YHWKEHHS KIueHTa. Temepp yxe
OCKOPOJICHHBIM CTAaHOBUTCS KIMEHT, KOTOPBIN TaKKe HE OCTaeTcs B A0NTY. M HanpspKeHue cuTyariu
pazpacraeTcsi, Kak CHeXKHasl JIaBHHa;

IICUXOJIOTHUYECKas  HENEePEHOCUMOCTh  (HECOBMECTUMOCTb) — OHA  BbI3bIBaeTCA
npeyoeKIEHHbIM OTHOIIEHWEM K JIMYHOCTHBIM OCOOEHHOCTSIM JApyroro 4yeinoBeka. CyTb Takoro
IPEB3ATOr0 OTHOUIEHUS COCTOUT B OT'yJIbHOM IPUIIMCHIBAHUM OIPEJIEIEHHBIX HEAOCTATKOB BCEM
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NPEICTaBUTEISIM TOW WM MHOW mMpodeccuu, TOro WM MHOTO BO3pacTta M T. A. Tak, IpyObIid
MOCETUTETh U MANOKYJIbTYPHBIM PAaOOTHUK KOHTAKTHOW 30HBI OTHOCSITCS APYT K APYTY C TMO3UIUU
«BCE OHU TaKue».

Buowt kongauxkmoe. 1lo HanpaBIEHHOCTH BBIJICISIOT OJHOCTOPOHHUM (NMPETEH3UU K
pabOTHUKY TPEIBSABISET KIMEHT JUO0 HA00OpOT) M JBYCTOPOHHUH (IPETEH3UU OJHOBPEMEHHO
NPEIBSBISIOT IPYT IPYTy paOOTHUK U KJIMEHT) KOHPIUKTHI [2].

11o cooeporcanuro konghnuxkmuol ObIBAIOT:

UCTUHHBIE, NPU KOTOPBIX HMMEET MECTO B3aWMHOE YIIEMJIEHHME HHTEpecoB CcTOpoH. K
npuMepy, MoKymnaTedb (3aKa3umK) oOujescs Ha TpyOoocTh MpojaBma (TMpHEMINNKA) U JaellaeT 00
»TOM 3anuch B Kuury xaioo;

MPOUCXOJAIIME TPH B3aUMHOW OHIMOKE, IO HEAOPAa3yMEHHUIO; TAKHE CUTYallMH HEPEIKO
BCTPEYAIOTCS MIPU JCHEKHBIX pacyeTax.

BhiesistoT crieiyronne BO3MOKHbBIE #CX00bl KOHPauxmos [2]:

llonnoe paspewenue konghnukma. B 3TOM ciaydae CHOp MOJHOCTBIO BBIMIPHIBAET OJWH M3
y4acTHUKOB. Tak, KIMEHT MpHILIEeN B aTelibe C MPETeH3Ued Ha HEYJOBJIETBOPUTENIBHOE KaueCTBO
TOJIOBHOTO YOOpa uepes MoJITOpa Mecslia MocJie ero nojiydeHus. B cooTBEeTCTBUM ¢ NpaBUiIaMu

OBITOBOTO 0OCITY>KMBaHHUS €ro MPETEeH3HsI He Obljia YAOBIETBOPEHA, MOCKOJIbKY CPOK FrapaHTUU
IO CKPBITHIM Jie()eKTaM rOJIOBHBIX YOOPOB — OJMH MECHIL.

Yacmuunoe paspewenue kougaukma. Vimeer MecTo TpHU JOCTHKEHHH KOMIIPOMECCA MEXIY
MPOTHBOJEHCTBYIOIUMEU cTopoHaMu. K mpumepy, KIMEHT HACTOWYMBO MPOCUT CIENATh MPUYECKY,
KOTOPYIO OH BHIEN B XypHaine. [lapukmaxep cuuTaer, 4To OHa eMy He moiger. YUepTsl auna u
CTPYKTYypa BOJIOC TOCETHTENS MOJCKAa3bIBAlOT €My Apyroe peuieHue. ['oBOpuUTh KIMEHTY 00 3TOM
npsMO HE CJeIyeT, IOTOMY YTO OH BCE€ paBHO OyJeT HacTauBaTh Ha CBOeM. VM OMBITHBIA MacTep
corjamaeTrcss ¢ KJIMEHTOM, HO HCIIOABOJb B Mpoliecce paboThl BHOCHT B BHIOPAHHYIO KIIMEHTOM
MOJIeJIb HEOOXOJUMBbIE KOPPEKTHUBBI, COBETYsCh Npu 3TOM ¢ HUM. Kak mnpaBumio, mocerutenb
NPUHUMAET KBATH(PHUITUPOBAHHBIE I0BOIBI paOOTHHKA.

Boszepam k ucxoonomy cocmosnuro. K npumepy, kakoe-To cOObITHE Ha HEKOTOPOE BpeMs
IpeKpalaeT HayaBIIMICS KOH(QIMKT, HO ATO HHUYEro HE MEHSeT BO B3aMMOOTHOIIEHUSX
onmnoHeHToB. [lpu mepBoM ke ynoOHOM ciydae ccopa BO300HOBIsieTca. PaccMoTpuMm Takyro
curyanuio. /[Ba mpoaasua (mpueMiivka) KOHQIUKTYIOT MEXKAY COO0OM, Tak Kak HE MOTYT PELIHTb,
KOMY M3 HHMX paboTaTh B Hpa3AHUYHBIN AeHb. [Ipuxon 3aBemyroliero mpepbiBaeT Ha HEKOTOPOE
BpeMsl BbISICHEHHE OTHOIIEHUH. [locie ero yxoaa cTpacTu BCIBIXMBAIOT BHOBb.

Bosznukaronme KOH(QIUKTH Ha MPEeNNpUATHAX CepBHCAa HEOOXOAWMO ONEPaTHMBHO U yMEIO
paspemarb, Ipecekarb WX B caMOM Hadane. [[nsg 3Toro cienyer, Hpekae BCEro, yCTPAaHUTh
TICUXOJIOTHYECKUN Oaphep ¢ KOH(MIUKTYIONIUM IMOKYyIaTeaeM (3aKa3uukoM) U TEM CaMbIM JOCTHYb
B3auMornoHumanus. [lpu paspemieHnrn KOHQIMKTHOW CHUTyallud paOOTHUKY CJEAyeT NpOSBIATH
rHOKOCTb B MOBEICHUH M YUUTHIBATH CHIOMUHYTHOE COCTOsTHHE KineHTa. Kak nmpaBuio, B KOHQIUKTE
YeIoBeK OOBIYHO HAXOAWUTCS B OMOIMOHAIBHOM BO30YKICHHH, YTO BBI3BIBAET OIHOOOKOE
BOCHPUSATHE CUTYyalluU. B TakoM COCTOSIHMU Jla)ke OOBIYHO CIepKaHHbIE JIOAM MO3BOJISIIOT ceOe
HEJOCTOMHBIE BBINAABI B aJpec pPa0OTHUKOB, CTAparTCsd MX O4YepHUTh U T. A. llokymarens
(3aKa34yMK) IMepecTaeT 3amMedaTh 4YTO-TMO0 Xopolee B OOCIY)KHBAHWHU, CUUTas ceOs MpaBbIM U
oOmxeHHBIM. B pa3zroBope ¢ Bo30yKI€HHBIM KIIMEHTOM MPOAaBIY (MPUEMILUKY) HEOOXOIUMO OBIThH
CAEp’KaHHBIM U TAKTUYHBIM, YTOOBI HE YCYT'YOJIATh CUTYaLIUIO.

TakTuuHocTh paOOTHMKA B KOH(DIMKTHON CHUTyallMd MPOSBISETCS B TOM, YTO OH HE
JIONTyCKaeT 3aHOCUMBBIX BBIpaKeHWH. B ero peunm He HOMWKHO ObITh ¢pa3: «Bul Huyeco we
nonumaeme!», «Buvl cunono owubaemecs!y, «Bbi, 6u0HO, HOBUYOK U He 3Haeme Hawux npasui!y, «A He
xXouy ¢ eéamu pazeosapusams!y U T. . BMecTo 3TMX BhIpak€HHI HY)XHO MOJOHMpaTh CIOBa, HE
YHIDKAIOIIHME YEJIOBEYECKOr0 JOCTOMHCTBA IOCETUTENS] M HE JEMOHCTPUPYIOIIUE IMPEBOCXOJICTBO
HaJl HUM. 3/1eChb ClIeIyeT yoTpeOIsTh TaKUe KOMIPOMHUCCHBIE BBIPAKEHUS, KaK:
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«Bozmoorcno, s owubarocy, oasatime CHOKOUHO pazdepemcsy, «lasatime nyuuie no2o8opum o
MOM, KaKk 86am nomousy, «Ha smom cuem ecmv u unas mouxa 3peHusy.

Brei6op crnocoba pasperieHus KOHQIMKTA BO MHOIOM OIpenaessieTcs MnpodeccruoHalbHbIM
MacTEpCTBOM M TpPeOOBATENbHOCTHIO K cebe paboTHHKa. OH 00513aH HE JOMYCTUTH pa3pacTaHus
KOH(JIMKTA, yMETh MOTACUTh €r0 B CaMOM Hauaje, He BCTYNaTh C MOKYyIMarejaeM (3aKa3uuKoM) B
nepeOpanky. PaGoTHUKY He clefayeT HeIOCTaTOK JOBOJOB BOCIIONHSTH CHJIOM TOJOCOBBIX CBSI3OK.
Hy»xHo, 4T00BI B criope c10Ba ObLIA MATKHE, a I0BObI, (PAKTHI — TBEP/IbIE.

Beinernsitor cnenyromue cnocoovt ycmpanenus Kongauxkmos [2]:

1). ICIOJIb30BAHWE HEATPAJIM3YIOILEN dPA3BI

Kaxxnomy paGOTHUKY KOHTAKTHOW 30HBI CJIETyeT UMETh B CBOEM apCceHalle HEUTPaIU3yIOIIYIO
dpa3y. Ota ppaza roBOpUT 0 TOM, UTO HET OCOOBIX MPUYMH AJi1 KOH(UKTA. Bear B HauaBiieiics
ccope OYeHb TPYJHO 4YTO-TO MPUAYMaTh, MOJBICKATh MOAXOIALIME cioBa. [[eno B ToMm, 4To B
KOH(JIMKTHOM CUTyallu U pabOTHUK, U KIHEHT, KaK MPaBUJIO, BBIXOASIT U3 COCTOSHUS TYIIEBHOTO
paBHOBECHS, IPU KOTOPOM MBILIUIEHUE OBIBAET OUEHb CKOBAHHBIM.

[IpumepoM MOXKET CIyXKUTb TaKOW Ciydal. 3aKa3yuK, BbIpakasg HEIOBOJIBCTBO
o0CITy>)KMBaHMEM, HaYMHAET TOBBIIIATH TOJIOC, JAOMYCKaTh OECTaKTHbIE BbICKa3biBaHMs. [Ipuemimk
(MacTep, 3aKpOMIIMK) MOXXET MOCTAaBUTh €ro Ha MECTO, JPYKECKH MPOHM3HECS HEUTPAIU3YIOUIYIO
¢paszy: «Bot BBl He 3ameuaeTe, YTO HE3acIyKEHHO oOmxkaeTe MeHs». IIpu TakoMm OTBETE€ KIMEHT
3a4acTyIO0 YCTIOKaMBAECTCsS M JIa)K€ MOXKET MPUHECTH U3BUHEHHS 33 CBOIO TOpsSAYHOCTh. Hazpepmmii
KOH(DJIUKT racHEeT B CaMOM Hayaje

2.)CITOKOMICTBUE U CAMOOBJIAJIAHUE

OTOT crnoco0 MO3BOJISIET YCHEIIHO YCTPaHATh HANpPSKEHHOCTb NMPU OJHOCTOPOHHEM WU
B3aUMHOM 3a0JTyK/ICHHUH.

Hampumep, B cajJoH XUMYHMCTKH BOETaeT pa3lApa)KCHHBIN KIUEHT U €IIe C Mopora HayMHaeT
kpuuath: «llouemy Ha MoeM NuKake MATHO OCTANOCh MOcie YUCTKU? S 32 3TO JeHbrW ImiaTwi!
J10 GpopMeHHBIN 00MaH, a He xumuucTka! S xxanody Oyay nucats!»

OTH pe3KHe clIoBa KIMEHTa, 0€3yCIOBHO, BOJHYIOT mpuemmuily. OHa 3HaeT, 4To kajola
OTpa3uTCid Ha MPEMUU COTPYAHUKOB XUMUMCTKM. Ho OHa He umMeeT mpaBa JaTh BOJIIO CBOMM
yyBcTBaM. [loaTomy eil ciemyer oOy3aaTh BCHBILIKY OTBETHOIO pa3/ipa’k€HUs, MOJABUTH B cede
OTPHUIIATENIPHBIE DMOIIMM U BHHUMATEIHLHO OCMOTPETh NMUKAK. 3aT€M CIIOKOWHO OOBSICHUTH, OT
4Yero MATHO OCTajloCh. 3AE€Ch BO3MOXKEH TAaKOM OTBET: «BuauTte 1M, MATHO OYEHb CTapoe,
(GpyKTOBOE, OHO OYEHBb MPOYHO OKPACHIIO CTPYKTYpPY TKaHU. Ero yke Henb3si BHIBECTH HUKAKHMMHU
cpeacTBaMu. Mbl OU€Hb XOTEJIM BaM ITIOMOYb.

JpyXentoOHbIi, pacnofiararolifii TOH MPUEMIIUIBI U €€ TPaBAUBbIC CJIOBA, KaK MPABUIIO,
yOeXKIal0T 3aKa3yrka. Y HEro yxe He OyJIeT OCHOBaHMM JUIsl HAalMMCAHUS KaloObl, MOCKOJIBKY OH
MOMMET, YTO 3/1eCh €ro yMylleHHe: CIMIIKOM MO3/HO IPUHEC MUDKAK B YHCTKY.

Takum oOpazoM, coOroeHNE MONTOKEHNN MPO(HEeCCUOHATBHON ITUKH, 3HAHNUE TICUXOJIOTHU
3aKa34rMKa MOMOTJIM TPUEMIINIIE YCTPAHUTh KOH(MIMKT B caMOM Hadaie. B mpoTuBHOM ciyuae
noTpeboBaNoCch OBl TIIATENbHOE Pa30MpPaTEIbCTBO, MHOTOUHMCICHHBIE J10KA3aTelIbCTBA C 00EHX
CTOPOH H T. [I.

3.) IIOCPEJJHUYECTBO TPETBEIO JINLIA

Ecnu xoHIMKTyONIME CTOPOHBI HE MOTYT JOTOBOPUTBHCS MEXAY COOOM, BMEIIATEeNbCTBO
TPETHEro JIMIA 3a4acTyl0 MOXXET YCTPaHWUTh BO3HUKIIUE TPEHUs. YCHeX ACsTeNbHOCTH apOuTpa
(amMuHHCTpaTOpa) OyAET BO MHOTOM 3aBHCETh OT TOTO, HACKOJIBKO OH CyMEeT 3aBOEBATh JOBEpPHUE
KIIMEHTa, 4YTOOBI KOHTPOJHMPOBATh NpoTekaHue KoHpmukra. [Ipu HenpaBUIBHBIX JEHCTBHUIX
aJIMUHUCTPATOp B TIJIa3ax IIOCETUTENs TYT € CTAHOBUTCA PAJOBBIM YYaCTHHUKOM CIopa, a
KOH(JIMKTHBIE OTHOIICHUSI CTAHOBATCS elle Ooyiee HampspkeHHbIMU. [loaTOMy apOuTpy He cieayer
0€30roBOPOYHO 3alUIIATh pa0OTHHKA, J1aXke €ClIM OH BO MHOroM mpaB. I[IpogaBen (IpueMILUK)
JOJKEH TOHMMATh TaKO€ MOBE/IEHUE a]IMUHUCTPATOPA U HE OOMXKATHCS HA HETO, €CJIM OH BCTAHET Ha
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CTOPOHY KIMeHTa. B »ToM cilydyae agMUHHUCTPATOPYy Jerdye JOCTUYh B3aUMOIIOHUMAHHS C
MOKyTaTeseM (3aKa3uyuKoM), OBICTPO YCTPAHUTHh KOH(MIUKT.

4.)PA3BEIMHEHUE KOHOJIMKTYIOIIMX

OTOT Ccnoco® JEHCTBEHEH TMpU pa3pelieHHH CcIopa MeXAy JABYMsS MOKYyNaTeasiMu
(3aka3zuukamu). Ho ero mpumeHneHnue tpeOyeT ydacTus ABYX paOOTHUKOB Mpeanpusatys. Kaxapiii u3
HUX HaYMHAET OeceloBaTh ¢ OJHUM M3 KOH(MIUKTYIOUIUX KIMEHTOB, JUIsI TOTO YTOOBI pa3beIUHUTH,
YCIIOKOUTh UX U OBICTPO 00CIyXUTh. [10 BO3MOKHOCTHU Clle[lyeT clienarh Bce HEOOXO0AMMOE, YTOObI
XOTs1 GBI OJIMH W3 KOH(IMKTYIOMMX MOCKO' pee yIres u3 Marasuna (areibe).

[Ipu koHAMKTE pabOTHUKA C KIMEHTOM HEOOXOJMMO 3TOro pabOTHHKA 3aMEHUTH JPYTHM.
HoBoMy cOTpyaHUKY cieayeT HEKOTOpO€ BpeMs IMMOHAOII0aTh 32 CTOJKHOBEHHEM CO CTOPOHHBI,
4yTOOBI BEIPA0OTATh YETKYIO MporpaMmy AeiicTBuil. Kpome Toro, He06Xx01uMo BbIOpATh MOAXOISIITUN
MOMEHT JIJIsl 3aMEHBI.

3aTeM HOBBIM pPaOOTHUK JOJKEH HAadaTh OOCIY)XKHMBaHHE OBICTPO, KOPPEKTHO MU Kak OBl
HeB3Haual. KoHeuHo, 3Tu aeicTBUs HE0OX0auMO 3apaHee oTpadoTaTh. [logMeHsIOMuUNA OTChUIaeT
MoJ KakKUM-IUO00 OJIarOBUIHBIM MPEIJIOTOM «IPOBATUBIIETOCS» pabOTHHKA, a CaM BCTAaeT Ha €ro
Mecto. [Ipu 3TOM He ciieryeT 3a0CTpsATh BHUMAHKUE KJIMEHTA Ha TOM, YTO €ro MPETEH3MU OTHOCITCA K
Ipyromy paboTHUKY. HarmpoTus, eciiu KIMEHT caM 00 3TOM 3arOBOPHT, HYXKHO OTBETHTh, YTO BaXKCH
HE KOHKPETHBIH COTPYIHHUK, a CYIIHOCTh BOIPOCA, MOCKOJBKY BCE PAOOTHHKUA OTBEYAIOT NIPYT 3a
Apyra.

5) CIIOCOBCTBOBAHME CBOBO/IHOMY PA3BUTHIO KOH®JIMKTA

PaboTHUK maeT TMOCETUTENI0 BO3MOXKHOCTb TOJHOCTBIO BBITOBOPUTHCS, CIOKOWHO
BBICJTYIIIMBAs JaKe€ HeCMpaBeaiuBbie ynpeku. KineHnra He crieayer nepeOuBarh, 1axke eClid CyTh €ro
NIpPeTeH3UH JaBHO cTaia sicHoi. Kak Obl HU JOPOXXKHIJI CBOMM BpEMEHEM pPa0OTHHK, HO OH JOJKEH
YACIUTh HECKOJIbKO MUHYT Ha BBICIYIIMBAHUE Ja)K€ MOBTOPEHUU. 3aMETHUB TaKOE BHHUMATEILHOE,
3aMHTEPECOBAHHOE OTHOIIEHHE K ceOe, KIMEHT OOBIYHO OBICTPO ycCMOKamBaeTcs. A B TakoMm
COCTOSIHMM C HUM 3HAUUTEJIHHO JIETUE HAJIAJUTh MIPOAYKTUBHBINA KOHTAKT.

N HaobopoT, cTpemsch BO 4TO OBl TO HU CTaJO JOKa3aTh BO30Y)KJACHHOMY KIHMEHTY CBOIO
MIPaBOTY, pAOOTHUK BBI3BIBAET Y HETO JIMIIh YCUJICHUE OTPUIATEIBHBIX IMOIMI. A 3TO HE MOXET HE
3aTPYJHUTH B3aUMOOTHOIIICHUS ¢ HUM. Pa3roBop ¢ Takum KJIMEHTOM JIOJKEH HAIOMUHATh YIUILY C
OJTHOCTOPOHHUM JIBM>KEHHEM. PaOOTHUK BBICTYIIAET 371eCh, B OCHOBHOM, B poJiu ciymatesns. OH JIHIb
u3peaKa 3aJaeT IMOCETUTENI0 KOPOTKHE YTOUHSIOIIME BOMPOCHL. OTH BONPOCH MEPEKIHOYAIOT
BHMMaHUE KJIMEHTa Ha YaCTHOCTHU, CHIYKAs €T0 YMOIMOHAIBHYIO HAIMPsHKEHHOCTh. B Takoe oOmieHue
HE PEKOMEHIYETCS] BMEILIMBATHCS APYTUM COTPYAHMKAM, MOCKOJIBKY Takas «IOMOIIb» HEPEaKO
MPUBOJIUT K JATBLHEHIITUM OCI0KHECHUSM.

6) OIIEPATMBHOE IIPECEYEHUE KOH®JIMKTA

B nmanHOM ciydae MOXHO MO3BOJIATH KJIMEHTY CBOOOIHO BBIpaXKaTh CBOE HEJIOBOJILCTBO JIUIITh
JI0 OIpPEAETICHHOr0 Mpejaelia — J0 TeX IMOp, MOKa €ro MOBEJCHHUE HE MPOTUBOPEUYUT MpaBUIaM
OOIIIECTBEHHOTO TMOpSIKA W HE HapyllaeT HOPMalIbHYIO paboTy Mpeanpusitus cepuca. B
MPOTUBHOM CIlydae HEOOXOJWMO MPUOETHYTh K OINEpPaTUBHOMY YCTPAHCHHUIO KOH(IUKTA.
Hcnonb3oBanne »Toro crocodba Tpedyer OT 0OCHy>KHMBAIOIIETO IEPCOHANIA OPraHU30BAHHOCTU U
BBIZICPIKKH.

Kak moxasrpiBaer IMPAKTHKA, IIONBLITKHW IIPHU3BATH K IMOPAJKY C IIOMOIINBIO TIO0JIoCa, MNMEPEKPHUYATH
PAaCITyCTHBIIEr0Cs TIOCETUTENSI OOBIYHO HE TOJBKO HE JIAIOT XKEIAeMOro pe3yJbrara, a Hao00pOT, MPUBOIIT K
emie OoJybIIEMy HApacTaHUIO HAMPsHKEHHOCTH. J[eficTBUS paOOTHUKOB JOHKHBI OBITH CIIOKOMHBIMU, HO B TO
K€ BpeMs PEITUTEILHBIMU U TBEPIBIMU.

Oco060 momYepKHEM, YTO, YCHEIIHO Pa3pelinB KOH(JIHUKT, MPOJaBIly (MPUEMINUKY) HE CIIETyeT
TOp>KecTBoBaTh mobeny. LlerecooOpasHee MPOMOKUTH PasroBOP B JPYXKeCKOM ToHe. llocie Kakmoi
KOH(DJIMKTHOW CHUTyaluu pabOTHUKY HY)KHO B35Th 3a MPABHJIO MBICJICHHO MPOUTPATh 3TO CTOJKHOBEHHE.
Takoe mpourpeiBanue OyIeT CIOCOOCTBOBATH OTPAOOTKE BO3MOXKHBIX BapHAHTOB CBOMX JIEHCTBUU B
OyyIIeM, eCiii aHAJIOTUYHBIA ciTydaid MoBTOpUTCs. Torma nist paboTHHKA HE Oy/IeT HeOXKHIaHHBIX CUTYaITUi
B 06C.Hy}KI/IBaHI/II/I, aB HMBHGﬁmeM MOABUTCA IMPUBBIYKA BOOGH_IC HC IOMMYyCKAaThb KOH(l)HI/IKTOB.
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Ipuioxkenue A TecTroBble 3aJaHus NJIA 3aKPEIUVICHUS H3YYEHHOI0 MaTepHrasa
1.Ha kakoit cramuu pa3BUTHS OOIIECTBA MPOU3BOACTBO YCIYT SBJISIETCS JIOMUHUPYIOLIEH
XapaKTepUCTUKON?

a) IOMHyCTpHUAIBHOE 0OIIIECTBO
0) UHyCTpHAIBLHOE OOIIECTBO
B) OCTUHyCTPUATBHOE OOIIECTBO

2. B pesynbrare wero ckiaapiBaeTcs oOpa3 >KM3HU moTpedutens (coriacHo «Mojenn moBeaCHHS
norpedurens» XokuHca, becta u Koun)?

a) BpeMs MPEeAO0CTaBICHUS YCIyTH

0) ’KM3HEHHBIN LUK IPOYKTA

B) BHEITHUE W BHYTPEHHHE BIUSHUS

3. Uro M3 HMIKENEPEUUCICHHOIO0 HE OTHOCHUTCA K (PU3MOJIOTMYECKOW MOTPEOHOCTH COIJIACHO
uepapxuu norpedHocreit mo A. Macnoy

a) ena 0) KuJbe

B) 6€30MacCHOCTh T) ofeXKaa

4. Kakoil mpyHIMI MapKETUHTOBOM CTpPATETWU CIIEAYET MCHIOJIb30BaTh KOMIAHUH, IPOU3BOISAIIECH
TOBapbI?

a) CO37aHue OCsA3aeMbIX 00pa30B Ul BOCIPUSATHUS TPOLYKIIUH

0) co3gaHue HeocsA3aeMbIX 00pa30B sl BOCIPUATHUS POIYKIIUU

B) CMEIIaHHAs: MapKETUHIOBAasi CTpaTEr sl

5. Kakue kauecTBa IOpUIMYECKUX YCIAYr MOKyHaTellb HE MOXET OLIEHUTb, JlaXe MOocie MOKYIKU
YCIIYTH, HE UMes CIIeIMaJIbHBIX 3HAHUIN?

a) U3y4yaeMble KauecTBa

0) SMIIUpHUYECKHUE KauecTBa

B) Ipe/roiaraeMble KauecTBa

6. K kakoit kaTeropus HOBOH MPOAYKIIMH OTHOCSITCSI YCIYTH allTeKH, OTKPHITON B TIOJUKINHUKE?
a) 3HAUUTEJIbHbIE HOBOBBEICHUS

0) pacuupeHre HOMEHKIIATypbl IPOAYKIIMH

B) 3aIlyCK HOBBIX BUJIOB J€SATEIBHOCTH

7. K kakoMmy W3 NEepeyUCICHHbIX OJIOKOB AOIMOJHUTEIBHBIX YCIyr (mo ompenenenuto JlaBioka)
MOKHO OTHECTH obOecrieueHue OeccoseBOM AMEThl TeM MaccakupaM caMolieTa, KOTOphlE B 3TOM
HYy)KJaTcs?

a) MpUHSATHE 3aKa3a

0) UCKIIOUCHUS

B) TOCTENPUUMHOCTh

8. [Ilpomecc oOciyxkuBaHUS KaKOHW W3 NEPEUMCICHHBIX YCIYT JOOJKEH ObITh pa3paboTaH ¢
MO3ULIMH TIOTPEOUTENECH?
a) XUMYHUCTKA OJCHKIbI
0) pEMOHT 4acoB
B) KOHIIEPT
9. Kak na3piBaeTcs O6apbep Ha BXOJAE Ha PBIHOK YCIYT, CBSI3aHHBIA C HEXKEJTAHHEM IOKYyMaTesen
NEPEKIII0YATCS Ha HOBYIO KOMIIAHUIO M3-3a CBSI3AHHBIX C 3TUM 3aTpat?
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a) U3JIEPKKHU Mepexoia
0) MOTPeOHOCTH B KamuTasie
B) nuddepeHnmanus yciuyru

10. Kakoli KOHKYpPEHTHOH CTpaTerWu CIEAyeT CepBHCHAas (UpMa, €CIM OHAa CTPEMUTCS OBITh
YHHUKAQJILHOW B TOM, YTO IICHUTCS €€ MOKYyIaTeiaeM?

a) cTpaTeTus JUACPCTBA 32 CYET SKOHOMUH Ha M3JEPIKKAX

0) muddepennmanus

B) CIICIIUATA3AIINS

11. O xakMX Ka4eCTBEHHBIX IMOKA3aTEIIAX MPHU OIEHKE KOHKYPEHTOCIIOCOOHOCTH YCIyTH HIIET peyb,
KOTJIa OI[CHUBAIOTCS TEXHOJIOTHUYECKUE PEIICHHUS, OTIIMYAIOIINECS OPUTHHAIBHOCTHIO 1 HOBU3HOM?
a) KOHCTPYKTHBHbBIC

0) PProHOMUYECKHE

B) COITMAJIHHBIC

12.  Kako#t kpurepuil KkadecTBa ycInyrd 3eWlTamiisi  ONpeaensieTcss Kak 3a0ota U
nepcoHN(UIIUPOBAHHOE BHUMAaHUE, OKa3bIBAEMOE KIIUEHTaM?

a) B3aMMOIIOHUMAaHHE C TIOKYTaTeIeM

0) OYEBUIHOCTH

B) 0€30MacHOCTH

13. YTo U3 HUKENEPEUUCICHHOTO HE SBIISAETCS METOJOM CTUMYJIHPOBAHUS U MPOJBIKEHUS YCIYT
Ha phIHKE?

a) pexiama

0) cTUMyJTUpOBaHUE COBITA

B) MEHEJ[KMEHT

14. Kax paOOTHUK KOHTAKTHOM 30HBI IOJDKEH CTUMYJIHUPOBATh KIIUEHTA ClIeNaTh 3aKa3?

a) 000CHOBATH IIEHY YCIYTH, MOAYEPKHYTh KAYECTBO, OTMETUTHh COOTBETCTBHE TPEOOBAHUSIM MO/IbI
0) mroOBIMU crIOCO0aMU YOSIUTh KIIMEHTA KYIIUTh YCIYTY

B) CEpPBHCHBIM CIyXalluid HE JOJKEH CTUMYJIUPOBATh KIMEHTA, MPEAOCTaBISII BO3MOXXHOCTH
CaMOCTOSITEIHHO BHIOMPATH U IPUHUMATH PEIICHUS

15. Kakoi TUMONOTM3alUel JUYHOCTU TOJIb30BAJICS CEPBUCHBIA CIY)KAIWK, OMPEIEIUB, 4YTO
KIIMEHT — «POJUTEIIb»?

a) Kraccuukaus JMIHOCTH 110 TUITY TeMIIepaMeHTa

0) mcuxoreoMeTprUIeCcKasi XapaKTePUCTHKA JIMYHOCTH

B) poneBas Teopus D.bopHa

K104 0TBETOB K T€CTOBBIM 3aJaHUSIM
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