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BBenenue
HucunminHa «CepBUCHAsE JEATENBHOCTB) COJIEPKUT 3HAHHUS [JIsl  YCIEIIHOTO

OCYIIECTBIICHUS JESITEIbHOCTU B c(epe YCIyr, MPU3BAHHON YIOBIETBOPUTH MOTPEOHOCTU
TOTO WJIM MHOTO KJIMEHTAa, BBOAMUT CTyJIEHTa B OOLIMPHBIN Kpyr mpobiem cepBuca. lLlenbio
U3YYEHUSl JAaHHOW JHMCLMIUIMHBI 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€TWHW, MPOBEACHMS aHaldu3a W MPOrHO3a pPa3BUTHS
CEPBHUCHOM JIEATENBHOCTH, KOTOPBIA 3aBUCUT OT CUTyallUd B SKOHOMHKE, B MOJIUTHYECKOM
cpene, OT KyJIbTYPHBIX TpPAIUIMM, TCUXOJOTUM ToTpedbutens u T.1.  I[loHnmanue
TEOPETUYECKHX OCHOB CEpPBHUCHOM JEATEIIBHOCTU SBISETCS HEoOXoAuMoW O0a3zoil i
KBAJIM()ULIMPOBAHHOTO PELICHUs €€ KOHKPETHBIX MPAKTUUECKUX 3a7a4, KOTOPbIE U3y4aroTCs
B JPYIUX MPUKIAIHBIX Y4EOHBIX Kypcax.

Lenp IIPOBEJCHMSI NPAKTUYECKUX 3aHATHM 1o jgucnuimimHe «CepBHCHas
NEeATEIbHOCThY — 3aKPENUTh TEOPETUYECKHE 3HAHUSA M NPUBUTh NMPAKTUUYECKHUE HABBIKH,
HEOOXOAMMBIE JUIsI OpTaHM3aluu M yIpaBieHHUs B cdepe cepBHca: BHIOOpP KOHKYPEHTHOMN
CTpaTeruu, pa3paboTka HOBOM WM YCOBEPILIEHCTBOBAHHOW YCIYrd, INPUBUTUE 3TUKO-
NICUXOJIOTUYECKUX HABBIKOB OOCIY)KMBaHUS KIMEHTOB. MeTonu4ecKkue yKazaHus K
OPAKTUUECKUM  3aHATUSAM  COCTOAT M3  y4dyeOHBIX 33JaHUd 1O  KaxJod Teme,
c(OpMYJIMPOBAHHBIX B BHUJE BOIIPOCOB, KOTOPBIMU 33JAlOTCS HEOOXOJHMMBIE AacTEKTbhl
U3YYEHHUs TEMbI, TeM pedepaToB sl CTYIAEHTOB BceX (QopM OOy4YEeHUs; MPUMEPHBIX
TECTOBBIX 3a/IaHHUM, BBIJJABAEMBIX IIPENOIABATEIIEM Ha 3aHATHUSAX.

Ha mnpakThueckux 3aHATUSAX CTYIEHTHl OTBEYAIOT HA BOIMPOCHI MPENOAaBaTENs IO
PAacCMOTPEHHBIM TE€MaM, 3aCIyIIMBaIOTCS IOJATOTOBJIEHHbIE CTyIeHTaMu pedepaThl. B koH1Ee
3aHATUS ~ [PENOJABaTENb  MPOBOAUT  TECTUPOBAHME WM  OINPOC,  MO3BOJISIIOLIUE
POKOHTPOJIMPOBATH YPOBEHb OCBOEHUS TEMBI CTYACHTaMHU.

IToaroToBKa CTYJEHTOB K MPAKTHUYECKHM 3aHATHSAM OCYIIECTBIISIETCS C MOMOUIBIO
gexkumii. Kpome Toro, cTyaeHTaM pEKOMEHIYeTCsl TOJb30BaThCsl  JIMTEPATYpOH,

nepedncieHHoi B «Crucke peKOMEH1yeMO JIUTepaTyph».



IIpakTuka 1. Bonpocsl ncropuu passutus cepsuca B Poccun
1.1 UcTopuyeckue nNpeanocblJIKU BOSBHUKHOBEHHSI CEPBHUCHOI JesiTeJIbHOCTH B Poccnu
DKOHOMHYECKasi UCTOPHS OOIIEeCTBa B HAIICH CTpaHe B JOOKTSIOPHCKUN MEPUOJ] paciagacTcsl Ha JIBE

3M0XH, COOTBETCTBYIOIIME (EOJATBHOMY U KalUTAIMCTUUECKOMY crlocoOaM rpou3BojacTBa. Kaxxaol n3 Hux
NPUCYIIH CBOM YEPThI U OCOOCHHOCTH B YIOBJIETBOPEHHUU OBITOBBIX MOTpeOHOCTEW HaceneHus. OmHAKO,
HECMOTpSl Ha 3TH Pa3NUuus, /Uil OBITOBOrO OOCTYyXHMBaHUS U (eomaabHOH, U Oyp>Kya3HOH COLMAIbHO-
HSKOHOMHYECKUX (QopManuii ObUIM XapaKTEepHbl TaKHe OOIIME 3aKOHOMEPHOCTH, KaK Y3KHH KpyT
OKa3bIBAEMBIX HACEJICHUIO OBITOBBIX YCIYr W IMPUCHOCOOIEHHE OBITOBOTO OOCITY)XHMBaHUS K 3ampocam
TFOCMOJCTBYIOIIUX KJIAacCOB PoccuM — MOMENIMKOB U KalUTAIUCTOB [3].

B ycnoBusix, korgja B 3KOHOMMKE TIOCIOJACTBOBAJIM HaTypajlbHbleé OTHOUICHUS, U JBOPSHE H
KPECTbsIHE YJIOBJIETBOPSJIM CBOU OBITOBBIE HYXKbl IOYTH MCKIFOUUTENIBHO 3a CUET JOMAIIHEro XO3sHCTBa.
JIBOpSIHCKOMY KJIacCy OKa3bIBalM TaKXKe CBOM YCIYTM M CBOOOJHBIC, BOJBbHOHAEMHbIC CIEL[HAUCTHI B
o0acTi OBITOBOTO OOCITY)KMBaHHS (TTApUKMaxepbl, MOAMCTKH, FOBETHUPBHI M T. [.), 3HAYUTEIbHYIO 4acTb
KOTOPBIX COCTABIISITM HHOCTPAHIIBL.

[ToctenenHo B Henpax HaTypajlbHOrO (EOJATBHOTO XO3AHCTBA CTA0 PAa3BHBATHCA PEMECIO Kak

! Dror mpomecc ocobeHHO ycHmMICAd B ITIEPUON

«IIPOU3BOJICTBO M3JCJIUN IO 3aKazy MOTPeOUTENs»
neHTpanu3anuu rocynapctsa u B XVIII — neppoii nonoBune XIX Beka. Pazputue pemecia npuBOoAuT K €ro
OTJICJICHUIO OT CEJIbCKOIO XO3AHWCTBA U OOPa30BaHUIO OCOOOW KATerOpuu HACEIeHHUS — PEMECICHHUKOB,
U3TOTOBJISIONINX (M3 CBOErO WJIM YYXOT0 MaTepuana) MpeiMeThl, KaKk MPaBuiIo, MO 3aKa3y OMpeeIeHHbIX
JUII 32 JIEHE)KHOE WM HATypajbHOE BO3HArpaxaeHue. Poct peMecieHHOro mpou3BOJCTBA, T. €. pabOoThl Ha
3aKa3, 03HayvaJl PacUIMPEHHE TPAaHHIl OBITOBOTO OOCTY)KMBAaHUs HACETICHHUS B YCIOBUX (heonanu3ma.

Ha py6exe XIX m XX BekoB kamurtanmu3Mm B Poccum mepepoc B MMIEpHAIM3M — CTaAUIO, IS
KOTOPOM XapaKTEPHO IOCIIOICTBO MOHOIOINI B 00JaCTH YIKOHOMHUKU. 3HAYUTEIIbHAS YacTh CBEPXIIPUOBLICH,
[IOJIyYa€MBIX MOHOINOJIMCTUYECKUMHU OOBEIUHEHUSIMH, CTajla pacxoAOBaThCsi Ha YyJIOBIETBOPEHUE
pa3IUYHOTO poja MOTpeOHOCTEHN BiIa/IeNbIIEB KapTeael u cuHauKaToB. B Hayame XX Beka BBIPOC CIIPOC Ha
OBITOBBIE YCIYTHM M CO CTOPOHBI CEJIbCKOTO 3a)KHUTOYHOT'O HACEICHHs, CYIIECTBEHHO YKPEMHBIIETO CBOU
HO3MIIMYU B pe3yJIbTaTe MPOBEICHHs CTOJIBITUHCKON arpapHoi peopMBbl.

Hakanyne IlepBoif MHpOBOI BOIHBI MHUHUCTEPCTBOM BHYTPEHHHMX Jien Ijapckoil Poccum Oblio
IPOBEIEHO 00CIeI0BaHUE PEMECICHHOTO NMpPOou3BOJCTBa 214 ropo/oB cTpaHbl. BblIO YCTaHOBIEHO, YTO
OOJIBIIMHCTBO TOPOJICKMX PEMECIIEHHUKOB, 3aHUMAaroIIMXcsi 00pabOTKOW JepeBa, HU3TOTOBICHHEM
MPEAMETOB OCKIbI U MeOenu, 00paboTKONW MUHEPATHHBIX BEIIECTB U CTPOUTEIHHBIM JIEJIOM, paboTalu Ha
3aKa3, T. €. (PAKTUYECKH OCYILIECTBIISIIM OBITOBOE OOCITY)KMBAaHUE HACEJIEHUS. YBEIUYEHHUE T'OPOJCKOTO
HaceneHusi Poccuiickoit umnepun ¢ 20,1 miH. yenosek B 1897 roay no 30,6 miH. yenosek B 1913 roay
SBUJIOCh MaTepUalbHOM MPennochUIKoil Toro, 4ro B Hadaie XX Beka B pslie IOPOJOB CTPaHbl BBIPOCIIO
KOJINYECTBO OBITOBBIX MACTEPCKUX, YJOBJIETBOPSIOIIMX IMOBBICUBLIMICSA CHPOC Ha OBITOBBIE YCIYTH CO
CTOPOHBI MOHOTIOJINCTHYECKON OypKya3uu U pa3IMYHbIX KaTeropui sKuTeNei ropoja u A1epeBHH.

B XX Beke B Poccuiickoil umnepun pa3BuTHe OBITOBOTO 0OCITYKMBAaHUS HACEJIEHUS MOJIYYWIIO elle
Oosee OecriOpsiIOUHBIN U BMeCTe C TeM rumnepTpodupoBaHHbId xapakTep. Ecin o0bemMbl OBITOBBIX YCIYT,
nOTpeOIIEMBIX BBICUIMMH KJIACCAMH CTPaHbI, CTUXUMHO POCIH, IPUUEM B Psi/I€ CIIydaeB JOBOJIBHO OBICTPO,
TO OBITOBOE 0OCITYKUBAHUE HIUPOKUX TPYAAIIMXCS Macc B CHIIY X HU3KOW MOKYMAaTeIbHOW CIIOCOOHOCTH U
PEaKIMOHHON COIUAIBbHO-3KOHOMUYECKON MOJIUTUKH LAPCKOTO MPABUTEIHCTBA HAXOJWJIOCH B 3aCTOMHOM,
0€ICTBEHHOM COCTOSTHHH. PacXobl ToCyJapCTBEHHOTO OI0/IXKETa, CBA3aHHBIE C YJIOBIETBOPEHUEM OBITOBBIX
HYXJ TPYJIAIIUXCS, ObUIM HUYTOXKHO Manbl. HeMHOrouncieHHble 001eCTBEHHbBIE ObITOBBIE MPEANIPUATHS U
opranu3zaiuy, (MHaHCUpYyEeMble rOCYIapCTBEHHON Ka3HOM, BIAUMIIN )KaJIKOE CYIIIECTBOBaHHE

Wtak, aHamu3 COCTOSHUS OBITOBOrO OOCTY)KMBAaHHS HAaceJeHUs B Hamledl cTpaHe B
JIOPEBOJIIOLIMOHHBIA NIEPUOJ CBUAETEIBCTBYET O TOM, YTO OHO HaXOJWJIOCh HAa KpailHE HU3KOM YpPOBHE U
SIBJISIOCH PE3YJIBTATOM 001 SKOHOMUYECKON U COMMAIbHON OTcTasiocTu Poccum [1].
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Ilepeuiii 3Tan pa3BUTUS OBITOBOIO OOCITYKHBaHMs HacEJICHMs B MEPHOJ] COLMAIM3Ma Hadaucs cpasy
nociie Bemukoit OKTAOPHCKOW  COIMAMCTHYECKOW pEBOMIONMU. [lepBooYepenHBIM  MEPONPUATHEM
COBETCKOW BJacTH B oOJacTu OBITOBOTO OOCTY)KMBaHWs OblIa HalMOHANU3ANUSA (TPEUMYIECTBEHHO
MYHUIUNaTbHAsA) HanOosee KPYIHBIX OBITOBBIX MPEANPHUITUN HAXOAMBIIUXCS B YACTHOM COOCTBEHHOCTH H
UCIIOJIb30BABIIMX HAeMHYI0 pabouyio cuily. Bbuin HanMoHaIM3UpOBaHBI HEKOTOpBIE OaHU, NpaydeydHbIe,
NapuKMaxepcKue, IIBEHHbIE aTenbe, Qororpaduu W Apyrue MNPEANnpHUsITHS OBITOBOrO 0OCTYKHBAaHUS,
NPUHAAJISKABIIME, TJaBHBIM 00pa30M, MHOCTPAaHHBIM KalUTAJUCTaM. OTHUM ObUIO IOJIOXKEHO Hayalo
0000111€CTBIEHHOMY CEKTOPY B KOMMYHaJIbHO-OBITOBOM XO35IHICTBE CTpaHBbI.

HauaBmasica nerom 1918 roma nHOCTpaHHass BOGHHasi MHTEPBEHUMS U BCHOBIXHYBIIAS ['paxaaHckas
BOIHA NPUBEIN K YPE3BBIYAHBIM YKOHOMUYECKUM TPYIHOCTAM B cTpaHe. ONHON U3 IIaBHBIX TPYJHOCTEN
BOCHHOTO XO3SIICTBEHHOTO CHaOKeHUST B roabl ['pakgaHckold BOWHBI Oblla OCTpas HeXBaTKa
0OMyHIMpoBaHus (IIMHENEH, THMHACTEPOK, camor U T. 1.). B CBsI3u ¢ 3TUM OCOOEHHO aKTyaJIbHBIM CTaj
BOIIPOC O PECTaBPALUHU U U3TOTOBICHUH OOMYHMPOBAHUS U IPYTUX OBITOBBIX U XO3SHCTBEHHBIX MPEIMETOB
s 6oioB Kpacnoit apmumn.

K BBINIOJHEHUIO PEMOHTHO-IIOYMHHBIX PaOOT U MPOU3BOACTBY PA3IMUHBIX BELIEH Ul HYX A QpOHTa
ObUIO MPHBIIEYEHO OOJIBIIOE KOJMYECTBO KycTapel-peMEcCIeHHHMKOB M MHOTOYHUCIICHHBIC YUPEKICHUS U
opraHusaii. B rogpl rpakaaHCKOM BOHHBI pEeMECICHHMKH-KYCTapH, CTapasch M30aBUTbCS OT
9KCIUTyaTalliy BJIaJIeNbLIEB YACTHBIX OBITOBBIX MPEANPUATHH M yIy4IIUTh YCIOBHUS CBOEH paloThl, cTalu
cOo3/1aBaTh OOIIECTBEHHbIE MacCTepCKUE. 3HAUUTENbHOE YUCIIO TAKUX MAacCTEPCKUX OBLJIO CO3/1aHO, HAIIpUMED,
B IIOPTHOBCKUX IPOMBICIaX ApPXaHIEIbCKOM U psAjia IApyrux ryoepHuil crpansl. MiMes B BuAy yka3zaHHOE
oOcrositenscTBO, LleHTpanbHblil coBeT Bceepoccuiickoro coros3a mnoptHbix B 1918 rogy paspaboran u
pasociall Ha MeCTa HWHCTPYKIHIO 00 OpraHu3alui OOLIECTBEHHBIX MACTEPCKUX, BO3TJIABISIEMBIX
IpeACTaBUTENAMU paboyunX.

C BBezeHUEM HAIIA KOMMYHaJIbHbIE U OBITOBBIC YCIYTH CTalM IUIaTHbIMU. HoBas skoHOMuYeckas
HOJIMTHKA, 3aMEHHUBIIAsE COOOH MOJIUTUKY «BOCHHOI'O KOMMYHH3May, IIPU3HABalla CyIIECTBOBAHUE B CTpaHe
Pa3INYHBIX COLUAIBHO-I)KOHOMHUYECKUX YKJIAJ0B M BPEMEHHO JIONyCKaJla YaCTHOCOOCTBEHHUYECKUE U
YaCTHOKAMUTAINCTHYECKUE 3JIEMEHThl B HAPOJAHOM XO3AHCTBE. DTO OOBEKTUBHO HE MOIJIO HE NMPHUBECTH K
POCTY YaCTHOTO CEKTOPA B cHCTEME OBITOBOTO OOCTYKHUBAaHUS HACEJICHUS.

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

ConuanucTu4ecknii ceKTop B 00acTu OBITOBOrO OOCTYXMBAHUS IOCIIE BBEIECHUS B CTpaHE HOBOM
SKOHOMMYECKON IOJUTHUKN YKPENWICA HE TOJBKO IIyTEM CO3JaHMs KOONEpaTHMBOB, HO M 3a CYET
pacUIMpeHust CeTH roCy1apCTBEHHBIX OBITOBBIX MPEANPUATHHA.

C mepexo/1oM K MUPHOI )KM3HH B CTpaHe Bce OOJIbIlE CTAJIO CTPOUTHCS OaHb M MPadyedHbIX. TOJIBKO
3a 1921-1922 roasl 6su10 noctpoeHo 30 rocynapcTBeHHbIX (KOMMYyHanbHbIX) Oanb. C 1923 roga Hauanoch
COOPY)KEHHE M KOMMYHAJIbHBIX TIpadeuHbiX. K koHIy 1927 roga 9,7% o61iero unciia npayedyHblX COCTaBHIIN
npayeyHble, nocTpoeHHsble B 1923-1927 ropax.

Takum oO0Opa3oMm, HayalbHBIA NEPUOJA pa3BUTHA OBITOBOTO OOCITY)XMBaHHS B Halled cTpaHe,
oXxBaThIBarOIui BpeMsi oT Bennkoit OKTSI0pbCKOM COMMAIIMCTUYECKON PEeBOJIONHH 710 KOoHIa 1920-X ro/oB,
XapaKTepU30BaJICS MPEXKAE BCErO0 T€M, YTO B 3TO BpeMs BO3HHUK OOOOIIECTBIEHHBIH CEKTOp B 00JIACTH
YJIOBJIETBOPEHHSI OBITOBBIX HYX/ TPYISALIMXCS.

OnHako Ha mepBoM 3Tame pa3BuTus ciayx0bl ObiTa B CCCP nomMuHUpYOIIYyIO pOJb B OKa3zaHUU
OBITOBBIX YCIYI' HACEIECHHIO WUTPAIU BCE )K€ YAaCTHOCOOCTBEHHHUYECKHE M MEJIKOTOBapHBIE MPEINPUSATHS.
OKOHOMMYECKasi pa3pyxa, BO3HHMKIIAs B pe3yaprare llepBoil mupoBoi u ['paxkgaHckold BOHH, ocTpas
HEXBaTKa MaTepHAJbHBIX U JIEHEKHBIX CPEJICTB HE Jalld BO3MOXHOCTH TOCYJapCTBY B IEpPBbIE TOIbI
COBETCKOW BJAcTH HajaJuTh OOOOIIECTBIEHHOE OBITOBOE OOCITY)KMBAHHWE HAacCeleHUsT B KPYIHBIX
Mmaciuradax.



Bmopoiui nepuon pa3Butus ciy:kObl ObITa MOXHO YCJIOBHO OIPEAETUTh BPEMEHEM JOBOEHHBIX
MATUJIETOK, WHIyCTpUamu3anuu. Torga HEoOXOAMMO OBLIO HATaJAUTh OOCTY)KHBAaHHE OBITOBBIX HYXKII
TOPOACKOTO HaceNleHHs, B TEpPBYIO oOdepenb pabouuMx U CIyXKallUX HHIYCTPUAIbHBIX HOBOCTPOCK.
[IepecTpoiika CEIbCKOro XO34KMCTBA, €ro KOJUIEKTMBHM3alUs M MaccoBas OpraHu3alus CTPOMUTENIbCTBA
COBXO030B TaK)Xe MPEAbSBWIN MOBBIIICHHbIE TPeOOBaHUS K OBITOBOMY OOCITY>KUBAaHHIO. 3a/1a4H, BCTABIIHNE
nepes cinyx00ii ObITa, He MOTJIM OBITH PELICHBI HA OCHOBE KYCTapHOTO U MEJIKOTO NMPOU3BOJCTBA TOBAPOB H
yciryr. HeoGxomumo Obl10o 0000IIECTBUTH OBIT B IMIMPOKMX MaciiTabax, co34aTh IIHPOKYH CETh
OpeInpUATHI 00CTYKUBAHUS HACEIICHUS.

B roapsl [0BOEHHBIX MATUIIETOK MEPEYCTPOIMCTBO ObITa MPOBOAWIOCH, IJIABHBIM 00pa3oM, Ha
KOOIMEepaTUBHBIX Hauanax. HauOomnee cymiecTBEHHYIO pojib B OBITOBOM OOCITY)KMBAaHWUU CTaja WrpaTh
IPOMBICIIOBAsi KOONEpaIus, BoOpaBiias B ce0s OCHOBHYIO MacCy OBITOBBIX KOOIIEPATUBHBIX NPEANPHUATHIA B
crpane. Eme B Hagane 1920-x rogoB Obu1 oprann3oBan Beepoccuiickuii cor03 MPOMBICIOBOM KOOTIEpaiuy —
Bcekonpomcoro3, onHa W3 (QYHKUMH KOTOPOTrO 3aKiIioYalach B CO3JaHUU apTeliei, 3aHMMaBIIMMUCS
ObITOBBIM oOciykuBaHueM. Paborta, mponenanHas BcekornmpoMcoro30M, M CBSI3M, YCTaHOBIIEHHBIE MM C
COIO3HBIMH pECITyOJIMKaMH, Jajld BO3MOXKHOCTh B 1928 romy co3maTe Bcecoro3HbBIN COBET MPOMBICIOBOM
KOOTIepaIii — TJIaBHBII PYKOBOJSIINI OpraH CUCTEMbl IPOMKOOIEpAIMY, B TOM YHCIIE U KOOIEPATUBHBIX
OPEeanpusITHii 0 OBITOBOMY OOCIYXHBaHHIO. BBITOBbIE MPEANPHUSATHS U TMPOMBICIOBBIE KOOIMEpaIud B
OCHOBHOM CTaJIi CHEIHATU3UPOBATHCS Ha BBHIOJTHEHUH PEMOHTHO-TIOYMHOYHBIX Pa0OT M WHIAMBUAYAIbHBIX
3aKka30B HaceneHus. K BhIMOTHEHHIO pabOT OBITOBOTO XapakTepa ObLTH MpHBIEYEHBI Takke Bcecoro3Hsblit
COBET JIECOXMMHYECKOW U JepeBooOpabaThIBaIONIell IMPOMBICIOBOM Koomepauuu U Bcepoccuiickuii
METAJUIMYECKUN COI03 MPOMBICIOBON Koomneparuu. O0cay)kuBaHuEM OBITOBBIX HYXJ B JIOBOCHHBIN MEPHOA
3aHUMAasach U MOTpeOUTENbCKast Kooneparus [1].

Tpemuii meproJ CBsA3aH C 3MOX0M pa3BuToro couuanusma (1951-1956 ronern).

B 1950-e roapl, koraa BbIpOC KU3HEHHBIN YpOBEHb HAcENEHUs, BO3POCIU U MOTPeOHOCTH JIIO/IEH, B
TOM YHUCIIe OBITOBBIE 3aMPOCHl. ITO 00YCIOBUIIO HEOOXOIMMOCTh 00JIee TIOJTHOTO UX YIOBIETBOpEHUs, Oojee
OBICTPOrO ¥ TAPMOHUYHOTO, YEM PaHbIIIE, PA3BUTHSI CITY>KOBI ObITA.

Ha pyGexe 1940-1950-x romoB B ObiToBoM oOciyxuBanuu Hacenenus CCCP, kak u B
IPEIIECTBYIOIUI [EepPHOJ, TJIABHYIO pOJIb WMIpajld KOONEPATHBHbIE OpPraHU3alMd U, MPEXIE BCEro,
MPOMBICTIOBAsT KOOTEpaIus, KOTOpas OKa3bIBaja OOJBIIYI0 YacTh OBITOBBIX yciyr. B 1950 romy Obuta
OCYIIECTBJIEHA IEpecTpoiika KoorepaTuBHOU cucTembl cTpabl. [Ipu CoBere munuctpoB CCCP Obutn
opranu3oBaHbl lleHTpaneHbiii  coro3 morpebutensckux o6mectB CCCP  u  lleHTpanbHBI  COBET
IIPOMBICIIOBON KOOIIEPALUH.

B 1950-¢ roapl 3HaUnUTENIEHOE MECTO B OBITOBOM OOCITY)KMBAaHUU 3aHUMAIHM TaKKe MPEIIPUATHS U
OpraHu3allii  TOCYAApCTBEHHOM  MECTHOW  INPOMBIIUIEHHOCTH W KOMMYHQJIBHOTO  XO3SHCTBA.
[IpenocTaBneHre HaceleHHUIO OBITOBBIX YCIYI OCYIIECTBIISUIM B TOW HWJIM WHOW Mepe M MHOTHE JApYyrue
BEJIOMCTBA U YUPEKICHUS.

B 1960 romy B o6iactu OBITOBOrO OOCIY)KMBAaHMSI HACEJIEHUS MPOU3OILIN CYIECTBEHHBIE
OpraHM3al[OHHbIE CABHUTU: CHCTEMa IPOMBICIOBOIl KOOMepaluu, uWrpaBlmas B ciyx0Oe ObITa
JOMHUHUPYIOIIYIO poJib, Oblia ynpaszaHeHa. [lpeanpustus ObITOBOrO 0OCTYKHMBaHHUS, HAXOAMBIIUECS B
cUCTeME IMPOMKOOIEpaLnH, ObUIM TepelaHbl TOCYAapCTBEHHON MPOMBIIUIEHHOCTH — NPEUMYILECTBEHHO
yIPaBJIEHUSIM MECTHOW NPOMBINUIEHHOCTH COBETOB MHHHCTPOB AaBTOHOMHBIX PECIYOJIHK, HCIIOJIKOMOB
KpaeBbIX U 00s1acTHBIX COBETOB JIEMyTaTOB TPYISALIUXCS.

Mectupie CoBeTbl Jydllle 3HAJM 3alpOChl HAcelleHHs B yciyraXx OBITOBOTO XapakTepa, Oojee
KOMIUIEKCHO ¥ 3()QEKTUBHO MOIJM HCIOIb30BaTh MECTHbIE BO3MOKHOCTH JUIsl YIYyYLIEHUS pPabOThI
IpeanpusITHil ciTy>k0b1 ObITa. OJTHAKO U MOCIIE Nepeaayu OOIbIIMHCTBA MPOMKOOIIEPATUBHBIX MPEAIPUITUN
OBITOBOIO HA3HAYEHHS] TOCYJApCTBEHHOW MPOMBIIUIEHHOCTH BEIOMCTBEHHAs! «pPacCIbUIEHHOCTHY CIYKOBI
ObiTa He ObuTa ycTpaneHa. B 1960 roxy, Hampumep, ObITOBbIE HPENNPHUITHS Pa3IUYHBIX BEAOMCTB U
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OpraHu3aIvi, He MOJYMHEHHBIX MECTHBIM CoBeTaM, OKa3aJil yClIyr HaceleHuto Pocculickoit @enepanuu Ha
cymMmy B 225,6 MiH. pyOneit, uto cocraBuiio okoiao 30% ot olmero o0bema OBITOBBIX YCIYT,
NpPEOCTaBICHHBIX HaceneHuto pecnyOnuku. CoBHapxo3bl, OpraHu3zoBaHHble B 1957 romy, HuMenH
MPEIIPHUATHS TI0 UHIUBUAYATHPHOMY TIOIIUBY 00YBH, TPUKOTAXKHBIX u3aenuil u np. [Ipeanpustus OpITOBOTO
00CIyXKMBaHUSI MUHHUCTEPCTB CBSI3M OCYLIECTBIISJIN PEMOHT PAAUONPUEMHHUKOB U TejaeBU30poB. CTaHIUU
TEXHUYECKOTO OOCIIYy)KMBAaHUSI MHHHCTEPCTB AaBTOMOOWJIBHOTO TPAHCIOPTA MPOU3BOAWIM PEMOHTHBIE U
npoduaakTuyeckue padoTel aBBTOMOOMIIEH JTMYHOTO MOJIb30BaAHUS.

OOcnyxuBaHUEM KHUTeNed TropoaoB (0COOEHHO 1O UWHAMBUAYAIbHOMY IIOIIMBY  OJIXK/IbI)
3aHUMAJHUCh OBITOBBIE NPEANPUITUS TOPTYIOIIUX OpPraHU3alMii MHUHHUCTEPCTB TOPTOBJIM COKO3HBIX
pecryonuk. JKutensiMm cena oka3bplBalld YCIYTU 110 PEMOHTY M MHAWBHIyallbHOMY IMOIIKUBY OJEXKAbl U 00YBU
OpeANpUSTHS OBITOBOTO 00CTYKHBAaHUS OTPEOUTEIHCKON KOOTIEpALIH.

Yemeepmoiii TIEPUOJT PA3BUTHS CTPYKTYpPHI OBITOBOTO OOCTYXKWUBAHUS HACEICHHS MPUXOJUTCS HA
Hauano 1960-x romoB. B 3TO BpeMsi MpaBUTENBCTBO CTABUT OYEPEAHYIO 33hady IO pe(opMUpOBaHUIO U
COBEPILICHCTBOBAHHUIO OBITOBOTO OOCITY)KMBaHUSI W NMPUHUMAET PEUICHHWE O MPEBpAIlEHUH CIy>KObI ObITa B
CaMOCTOSITENIbHYIO OTPaciib HAPOJHOTO X035IIICTBA U COBEPUICHCTBOBAHUU €€ OPTaHU3allMOHHONU CTPYKTYPHI.

B 1960-e ronmpl okoHuaTenbHO cdopMUpOBaiIach M ONPEAETWIach TIJIaBHAs COLMAIbHO-
SKOHOMMYECKass (QYHKIMS CIYyKObl ObITa — OKa3aHUE YCIYT, YAOBIETBOPSIOIIUX CEMEWHO-OBITOBBIE
noTpeOHOCTH. B 3TO BpeMs CyIECTBEHHO MOBBICKIIACH POJb CIEHUATM3UPOBAHHBIX KPYMHBIX OBITOBBIX
npeanpusTHid. beuin co3maHbl HEOOXOOMMBIE Kaapbl CIY)XObl ObITa M anmpoOMpPOBaHBI HOBBIE (HOPMBI H
METO/IbI YIPABJICHUS NPEANPUATHIMA OBITOBOTO OOCITY’)KHUBAHUS HACEICHUSI.

Bce Gonee HacymHON cTaHOBWIIACh M TpoOJieMa YIpa3gHCHHs] BEIOMCTBEHHOW pPa30pPOCAHHOCTH
ObITOBBIX NpeanpusTuil. CyliecTBoBaHUE OOJBUIOIO KOJIMYECTBA PA3IMUHBIX BEJIOMCTB, OpraHU3aluil U
YUPEXKJIEHUHN, MPUYACTHBIX K OOCIHY>KMBAHHIO OBITOBBIX HYXKI HAceJeHHs, HE MOTIJO CIOCOOCTBOBATH
[EJICHAIIPABICHHOMY Pa3BUTHIO OBITOBOro cepBuca. OTCYTCTBHE €IUHBIX, LEHTPATN30BAHHBIX OPraHOB
PYKOBOACTBA NPEIIPUITUSIMH OBITOBBIX YyCIOyr OOJIE3HEHHO CKAa3bIBaJOCh HAa pPAa3BUTHUU OBITOBOTO
oOcinyxuBaHusi. Bpixon ObUT OJMH — OpPraHU3allMOHHO TPEBPATUTh CHyxk0y ObITa B EIUHYIO
CaMOCTOSITENIbHYIO OTPaciib 3KOHOMHUKH.

PagukansHoe 3HaueHue s oopmileHHs CIIyKObl ObITa B CaMOCTOSTEIbHYIO OTpacib HMEIO
noctanosyienne L[K KIICC u Cosera munnctpoB CCCP ot 10 aBrycta 1962 roga, B KOTOpOM rOBOPUIIOCH O
HEO0OXOJUMOCTH PAacCMOTPEHMsI Bompoca 00 OpraHM3alliy CUCTEMBI OBITOBOIO OOCIIY>KMBAHMSI B COIO3HBIX
pecnybnukax. OTO MO3BOJMJIO CO3/1aTh BO BCEX COIO3HBIX PECIYOJIMKAaX CaMOCTOSATEIbHBIE OTPACIU
ObITOBOTO 0OCTYy>)KUBaHus [3].

B uHTepecax obecredyeHus HaAy4HO-TEXHHUYECKOTO IMporpecca Ha MPEeANpHUSTUSAX CIYKObl ObITa U
NOBbILIEHUS  3((EKTUBHOCTH MPOM3BOJACTBA U peIM3alUM  HACEeJIeHMI0 yciayr Obula Hauata
UCclieoBaTeNabCckas M KOHCTpyKTOpckass paboTsl. Tak, mpu MuHHcTepcTBE OBITOBOTO 0OOCITY>KUBAHHS
HaceneHusi PCOCP Op11 oOpa3zoBan HayuHo-nccnenoBaTeNnbCKUi TEXHOXUMHYECKUH WHCTUTYT OBITOBOTO
00cCyXKMBaHUS Ha MpPaBax I'OJOBHOI'O HAYyYHO-MCCIIEIOBATENbCKOIO MHCTUTYTA B 00JaCTH CIyKObI ObITa B
nenoM 1o crpade. IloMmumMo Toro, B coctaBe ATOro MuHHCTEpCTBa CTald (YHKIIMOHUPOBATH
['ocymapCTBeHHBII WHCTHTYT MO TNPOCKTUPOBAHHIO TPEANPHUITANH OBITOBOTO OOCTY)KMBAaHUS HACETICHHUS,
LlenTpanpHasi OMBITHO-TEXHWYECKas MIBeWHas maboparopus, PecrnyOnukaHCKuWii LEHTp TO Hay4HOM
OpraHu3aliy TpyJla M yNpaBlIEeHUs NMPOU3BOACTBOM U opraHu3oBaHHoe B 1966 rony LlentpansHoe 6ropo
HAY4YHO-TEXHUYECKON MH(OpMAIIH.

UroObl  o0ecreunTh TMOATOTOBKY  KBaIM(PHUIMPOBAHHBIX  KaJpOB  HH)KEHEPHO-TEXHUYECKHX
PabOTHUKOB U SKOHOMHUYECKOTO MEPCOHAJIAa B CUCTEME CITY:KObI ObITa CTpaHbl, OBbLI OTKPHIT PSAJ] TEXHUKYMOB
U OCHOBaH MOCKOBCKUN TEXHOJIOTMUYECKMH MHCTUTYT OBITOBOTO OOCTYXHBaHUS HaceleHus (B
nocJeyronue roasl ObuT ocHOBaHbI Takke IllaxTtunckuii, BranuBoctokckuit, XmenpbHUIIKUNA U OMCKHI
TE€XHOJOTMYECKUI MHCTUTYThI OBITOBOTO 0OCTY>KUBAaHUS HACEJICHNUS).
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Takum oOpazom, k cepeauHe 1960-x TomoB B Hamiei cTpaHe chOpPMHPOBATIACh €IIe OJHa
CaMOCTOSITeNIbHAsL OTPACIb HAPOJHOTO X035HCTBA — OBITOBOE 00CTYKUBAaHUE HACETICHUSI.

B nocnenyromme rojpl Bo3pocaa poib CHENHUAIU3UPOBAHHBIX NPEANPUATHNH U ITPOU3BOJICTBEHHBIX
00BEIMHECHUH, TPEBPATHBIIUXCS B BEAYIIEe CTPYKTYPHOE 3BEHO CIYKOBI ObITa. DTO OBLI 3aKOHOMEPHBIN
IIPOLIECC, TTOCKOJIBKY CO3JjaHUE KPYIHBIX CIIELUAIM3UPOBAHHBIX OBITOBBIX NPEANPUATHN HE TOJIBKO BEJIO K
CYIIECTBEHHOMY pocTy 3((eKTHBHOCTH MPOM3BOACTBA, HO M CO3JaBaJIO OJArONPHITHBIC YCIOBHS JUIS
paloHaIbHONW OpraHU3ali OKa3aHUsI MHOTOYHCICHHBIX OBITOBBIX YCIYT, COCPEIOTOUYEHUS MPOU3BOACTBA
U peanu3anuy OJM3KUX TPYII OBITOBBIX YCIYT Ha OHOTHITHBIX MPEANPUATHIX

B 570 ke Bpemst 6oJbpII0e pacpOCTpaHEeHHE MOIYYHIN A0Ma OBITOBBIX yciayr. OcoOOEHHO MHOTO UX
OBLIIO BO3BEJICHO B PallOHHBIX LEHTpax cTpaHbl. Oco00ii HYX/Ibl B TAKOM KOJIMYECTBE IOMOB ObITa CTpaHa HE
UCIBITHIBAJIA, O YEM CBUAETEIBCTBYET CTATUCTHKA TEX JIET. BONBIIMHCTBO U3 HUX HE paclojiaraiy B IOJIHOM
00beME NMPOU3BOACTBEHHBIMU MOIIHOCTSIMHU, HO PELIEHMs MAPTHU U NPABUTEIBCTBA ObUIM MPEBBILIE BCETO.
Ha 1 suBaps 1981 ronma Tonbpko Ha Tepputopun Poccuiickoit @enepannn ¢pynkunonuposaio 5017 gomos
OBITOBBIX YCIYT.

Bmecrte ¢ TeM Takue BBICOKME TEMIIbl Pa3BUTHUSL OBITOBOIO OOCITYKMBAaHUS, CIEHMATU3alUsi U
KOHIIEHTpAallMsi TPOU3BOACTBA B OTpPAcid OBITOBOTO OOCTY>KMBAaHWS HACENEHUs BBI3BATH K JKU3HU
MPOU3BOJICTBEHHYIO KOOTIEPAIHIO.

VYraoy6nenue crenuanu3alMd B OTPacid M IOCTOSHHO BO3pAcTalOlIMi CIpOC Ha camble
pazHoOOpa3HbIe OBITOBBIC YCIYyTrd TOTPEOOBAIM HM3MEHEHHH B OpraHM3alMH MPUEMa W H3TOTOBICHUS
3aKa30B I HACEJIEHMsI, OCOOEHHO JUIsl JKUTEIeH cenbckoil MmecTHOCTH. K 3TOMy BpeMeHu B ciyx0Oe ObITa
CJIOKHJIOCH JIBa MOJXOJa K OpraHu3alluy MPOU3BOJACTBA YCIyr M 00ciykuBaHus norpedurtencil. [lepsoiit
MOJXO0J — KOIJa IPOU3BOJCTBEHHAs JIESATENbHOCTh IO OKAa3aHUI0 OJHHUX U TEX K€ YCIYI HAaCEJIEHUIO
OCYIIECTBIISIETCS OJHOBPEMEHHO KakK paiObITKOMOMHATaMH, TaK WU CHEIUAIU3HUPOBAHHBIMU OBITOBBIMU
OPENNpUATHSIMH;, BTOPOM — KOTJa TMOYTH BCE IMPOU3BOJICTBO OBITOBBIX YCIYT COCPEIOTOYEHO Ha
CHEIUAM3UPOBAHHBIX MPEANPUATUAX U B 00bETUHEHUSIX.

B pesynbrare anpobupoBaHus 3THX ABYX MOIXO0J0B ObLIO YCTAaHOBIIEHO, YTO BTOPOU sIBIIsIETCS Oojee
3¢ (EeKTUBHBIM U NEPCIEKTUBHBIM, TaK KaK Ja)ke caMble OOJIbIINE U JIyYlIe MHOTOOTPAciIeBble KOMOMHATHI
OBITOBOTO 0OCITY’)KMBaHMUsI, IPU3BAHHBIE YJOBJIETBOPATH B IIEPBYIO OU€pe/Ib OBITOBBIE HYK/IbI JKUTENEH cena,
HE B COCTOSIHMM OBLIIM 00EeCTIeYnTh HEOOXOAUMBIN YPOBEHb UCIIOJIHEHUSI MHOTUX BHUJIOB YCIIYT.

B cBs3u ¢ atuMm B ciyxkOe ObITa cTalnM aKTHUBHO DPa3BUBATHCSA MPOLECCHl pa3/ieieHUs] (QYHKIMM
obcmyxuBaHus (MPUEM | BbIjIaua 3aKa30B) U MPOU3BOACTBA yciayr. KomOuHATHI OBITOBOTO OOCITY:KMBAHUS B
OONbIICH CTEMEeHU CTadM 3aHMMAaThCsl OpraHM3alueill 0OCIyKMBaHUS HaceJeHUs, a CIelHaTU3UpOBaHHbIE
OBITOBBIC NPEANPUATHS CTald MCIOJIb30BaThb CBOM MPOM3BOJCTBEHHBIE MOIIHOCTH JUIS BBITOJHEHHS
3aKa30B. JTO U CO3/1aJI0 OOBbEKTUBHBIE MPEANOCHUIKY JJIsl PA3BUTHUS B OTPACIIU OBITOBOTO 0OCITYKHBAHUS TaK
Ha3bIBAEMOT0 BHYTPUCHCTEMHOI'O KOOIEPUPOBAHUS, KOI/la MPEANPHUATHS, OPTaHU3YIOIUE O0CTyXUBaHHUE
HaCeJIeHUs, KOOIMEPUPYIOTCS C IPYTMMH POJCTBEHHBIMM MPEANPHUATHSAMH M PACIIUPSIOT acCOPTHUMEHT
OBITOBBIX YCITYT.

OpHolt M3 0COOEHHOCTEH BHYTPUCHCTEMHOTO KOOMEPUPOBAHUS SIBIJIOCH TO, YTO KOOIEpPAaTUBBI
pacrnojaraimT JIpyruM BUIOM COOCTBEHHOCTH M CaMHM Pa0OTHUKHM OCO3HAIOT 3TO. UneHbl KoomepaTHBa —
CaMH X035€Ba CBOETO NMPEATPUSATHUS.

Pa3zButue HOBOW KOONEPAaTHMBHOM COOCTBEHHOCTH OBLIO CBSI3aHO C Pa3BUTHEM TOBAPHO-IIEHEKHBIX
OTHOILIEHHH, C yyacTueM pabOTHHUKOB B yNpaBieHUH npennpustueM. KoonepaTuBHOE BUKEHUE MOBJIEKIIO
3a co0oi pa3BUTHE MPEANPUHUMATEIILCKON NEsATEIHbHOCTH, B TOM 4YMClIe U B ciayxOe Obita JlanmpHeiiee
paszButue cdepbl ObITOBOro oOCITyX HBaHUS B Poccun omnpenensnaoch COLUUAIbHO-DKOHOMUYECKUMHU U
noauTudeckumMu pegopmamu pyoexxa 1980-90 romos. B mponecce pegopm u GpopmMupoBaHus phIHOYHOIO
MEXaHHM3Ma XO35ICTBOBAHMSA MPOUCXOAMIIA IEPECTpOoiKa YMHpaBiIeHUS M OpPraHU3alMM TPEeIIpUITUN
OBITOBOTO OOCITYXHBaHUsA [3].



1.2 KooneparusHoe nsuskenne 1980-x ronos kak ¢popma pasBUTHSA CJIYxKObI ObITa
Hauano cepbe3HOro OTHOIIEHUS K BONpOCaM pPAa3BUTHUA CIyXObl OblTa B Hamiel crpaHe ObLIO

MOJIOKEHO B COBETCKOE BpEMs, KOTJa MapTHIHOE PYKOBOJCTBO CTPaHBbI MPHHSIIO PEIICHUE MPEBPATUTH
ciyx0y ObITa B KPYIHYI0 MEXaHU3HPOBAaHHYIO 00JIaCTh HAPOAHOIO XO3siiCTBa. DTO AUPEKTHBHOE 33/aHUE
BBIPAXKaJI0 HACYIIHYIO SKOHOMHYECKYI0 HEOOXOJIMMOCTh, BOSHUKIIYIO B XOJI€ OCYILECTBICHHS MPOTrpaMMbl
pOCTa MaTepuaIbHOTO 0JIarococTosTHUsS Hapoaa [1].

[IpeBparenue ciryx0bl ObITa B CAaMOCTOSATEIBHYIO OTPAcib HAPOJHOTO X03HCTBA MPEICTABIISIOCH B
TO BpeMsl KaK OOBEKTUBHBIN TIPOIECC, 00YCIOBICHHBIN Pa3BUBAIOIIUMCS Pa3/ICJICHHEM TPY/Aa, BbIICICHHEM
OTIpE/ICIIEHHOW YacTH OOIIECTBEHHOTO TPY/Aa, KOTOPHIHA pealin3yeTcs B BUJIEC YCIYT M UMEET Mepen coOoi
HETMIOCPE/ICTBCHHYIO 1IeIh — YAOBIETBOPATh HYKIbI HACEIEHUS, a TaKke (POPMUPOBATH OMPEICIICHHBIC
COLIMANIbHBIC OTHOUICHMS, CBS3aHHBIE C OOECIeUeHHWEM JIIOJIed IJKU3HEHHBIMH cpeacTtBamu. Jlis
OCYIIIECTBIICHUS TAKOTO MPOEKTA MPEANOIaraioch:

- CO3/1aTh JIOCTaTOYHYI0 MaTepHabHO-TEXHUYECKYI0 0a3y IJsi HOPMaJbHOM >KU3HENEATEIbHOCTH,
yIIOBJIETBOPEHUS MOTPEOHOCTEN YeTOBEKa;

- YMEJIO UCHOJIB30BaTh OMPEIEICHHOE KOJUYECTBO KU3HEHHBIX CPEACTB IJIs OOECeueHusl pa3BUTUS
CIIOCOOHOCTEH YeJIOBEKa;

- pacmmpuTh cepy OOIEHUs JIFOJeH HE TOJBKO B MPOIECCe MPOM3BOJCTBA, HO W B TIPOIECCE
YIIOBJICTBOPEHUS CBOUX MOTpeOHOCTEH, oOecneunBasi pOopMHpPOBAHUE BKYCOB U 3aIIPOCOB;

[TocraBrneHHBIC 3a/la4ll OKA3aJIMCh B OOJBIICH CTEMEHW ACKIAPUPOBAHHBIMH, HEXKEIH PEabHO
BBIMIOJTHEHHBIMU, OJTHAKO B I€JIOM ObITOBas cepa KU3HEACATSIILHOCTH YeIOBeKa 00pesa caMOCTOATEIbHbIN
UHCTHUTYT — «CITY>K0Y ObITay, 11eIb KOTOPOTr'0 CBOJAUIIACH K YOBJIETBOPEHHUIO MOTPEOHOCTEH YeTTOBEKA.

B cepenune 80-x rogoB XX Beka B ObITOBOH cdepe, B ciiyx0e ObITa, CIOXKHIIACH MapaJloKcanbHast
CUTYaIUsi: CYIIECTBEHHO BO3POCIIa MOTPEOHOCTh B OBITOBBIX YCIyrax, HO PU TOM CHU3HWICA CIIPOC HA HUX.
Bo3uuk o06oroaHbIl cTpax moTpeOuteneid u paboTHUKOB cdeprl ycayr. llorpeOurtenu, 3HAs «IeHY»
00CITYKUBAHUS, ICXOJISI U3 CBOETO MIPEIKHETO OIBITA, CTAH PEXE MPUOEraTh K €ro OMOIIIH, TPOU3BOTUTEIIN
e, TIOHUMAsI, YTO TIOJTHOCTBIO YAOBIETBOPUTH TPEOOBAHUS 3aKA3UYUKOB HE HMEIOT BO3MOKHOCTH, HEOXOTHO
OUTM HAa KOHTAKT ¢ moTpeOuTensiMu. Takas mapajokcaabHas CUTyalnus OOBSACHSAIACH TPEKIEC BCETrO
HEXBATKOW MAaTepUajoB, HECOBEPIICHCTBOM YPOBHS TEXHHUYECKOTO OOCTYXMBAaHUS HA TPEIITPHUATHIX
CIIy’kObI ObITa M PAIOM JIPYTHX OOBEKTUBHBIX MPUUHUH. CTano OYEBUAHBIM, YTO €CJIM HE TOBBICUTH KAUYECTBO
paboT W He YIYYIIUTh KYJIbTYpPY OOCIYXMBaHHs, TO MHOTHE OBITOBBIE yCIyTH He OyAyT MOJIB30BaThCA
cnpocoM y HaceneHus. JlioasMm yxe He HykHa mpocto ycimyra. OHU XOTST, 4TOOBI ciyx0a ObiTa ObLIa
BBICOKOT'O Ka4eCcTBa, YTOOBI OHA JEHCTBUTENHHO cOeperaia ux BpeMs U MPUHOCHIA UM yJIOBIeTBOpeHue. 1
KOOTIEPATUBBI OKA3aJUCh IMEPBBIMH B PEIICHUU MPOOIIEM MEPECTPONKH CUCTEMBI OBITOBOTO OOCITYKUBAHUSI.
Hacenenne mposSBWIO TOBBIIIEHHBIM WHTEpEC K KOOMepaTWBAaM W K  OTACIBHBIM  MEIKHM
NPEIIPUHAMATEIISM, 3aHUMAIONIUMCS WHIWBUIYALHON TPYIOBOW JIESITEIBHOCTBIO, TOCKOJBKY 3/eCh
3aKa3YMKN OBLIM OKPYKEHBI OOJBIIIMM BHUMAaHHUEM U 3a00TOH, HEXKETH Ha TOCYJapCTBEHHBIX MPEAPUATHIX
CIIyOBbI OBbITa, XOTS Ka4eCTBO PabOT U YCIYT OBLIO MOYTH OJTUHAKOBBIM.

Buenpenue koonepaTuBHOM (GOpMBI 00CTYKUBAaHUS HACEICHUS MPEATNOIATaio PeIIeHUE CIETYOIINX
3amad [3]:

® 3HAUMTEJIBHOE  paCIIMpPeHHEe  TPOW3BOACTBA TOBAPOB MW yCcIyr 0e3  CYIIECTBEHHBIX
KaIlUTaIOBIOKEHU;

® IMMPOKOE HWCIIOIH30BAHUE HEOONBIINX MECTHBIX HCTOYHHUKOB CHIPbSI W OTXOJOB KPYITHOTO
TIPOU3BO/ICTRA;

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

® BOBIICUCHHE B TPYAOBYIO NEATEIHHOCTh TMEHCHOHEPOB, y4allUXCs, JOMOXO3S€K, MHBAIUIOB, a
TaK)Ke BCEX KENAIOIIUX «0ApadoTaTh» B CBOOOTHOE BpPEMHI.
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Hakowner, koonepaTuBbl MOMOTJIH CO3/1aTh JOMOJIHUTEIbHBIE pabourie MecTa JIjIsl BHICBOOOIMBIIUXCS
pabOTHUKOB TOCYIAapCTBEHHOIO CEKTOpa NpOM3BOACTBa B KoomepaTuBHOI oOpraHuzanuu, IO CYTH,
IIPEO0JIEBAIOTCS HAEMHBIE OTHOLIEHMSI, YCTPAHSETCS HAEMHBIA TpPyA, a BMECTE C HUM U OTUYXACHHE
pabOTHUKA OT KOHEYHOI'O, UM € CO3/JaHHOIO IPOAYKTAa. TeM caMblM B KOOIEPAaTUBHBIX OPraHU3aLUsAX
UCYe3aeT U TOJUTIKOHOMHUYECKAs KaTeropus 3apIulaThl, CONYTCTBYIOIIAs HaeMHOMY Tpyay. s
KOOIIEPATUBHOTO MPEANPHUATHS XapaKTEPHbI CAMOOKYIIAEMOCTh U CaMO(UHAHCUPOBAHHE, T. €. PACIIUPEHHOE
BOCIIPOM3BOJACTBO 3a CYET COOCTBEHHBIX CpelncTB. EcCTecTBEHHbI M JE€MOKPATUYECKUE MPUHIHUIIBI
yIpaBiIeHUS: KOOMNEpPAaTUBHBIE pEHICHHs O IUIaHAX IMPOU3BOACTBA, PACHPENCICHUU JI0X0/a, BBIOOPHI
pyKoBoAsIIUX opraHoB. Ha 3Toii ocHOBe popmupoBasics M HOBBIM THI PaOOTHHKA U HETOCPEICTBEHHOTO
PYKOBOAMTENS: HEPABHOAYUIHOTO K €1y, WHUIMATHUBHOIO, MPEINPUUMYUBOTO M 3aUHTEPECOBAHHOTO B
KOHEYHOM pe3yJbTaTe IPOU3BOJICTBA, HACTOSILIEr0 PAa0OTHUKA-X03HUHA.

Y rocynapCTBEHHBIX MNPEANPUATHN TMOSBUIUCH CONEPHUKHM, KOHKYPEHTBI, YTO OKa3ajo
MOJIOKHUTEIPHOE BIMSIHUE Ha c(epy YCIyr B YCIOBUSAX PHIHOYHOH HSKOHOMHKH, TOCKOJBKY MOJOOHAs
COCTSI3aTEeNILHOCTh CTUMYJIMPYET Pa3BUTHE CEPBHUCA, CIIOCOOCTBYET PACIIMPEHUIO aCCOPTHUMEHTAa YCIYT,
MOBBIIICHUIO UX KadecTBa. [Ipu 3TOM HeNnb3si HE OTMETUTH TOT (PAKT, YTO KOHKYPEHTHBIE CIIOCOOHOCTHU
rOCY/IapCTBEHHBIX OBITOBBIX MPEANPUATANA M KOOMEPATHBOB OBLIM OTHIOAL HE OJMHAKOBBL. YacTHO-
KOOTIEPAaTUBHBIEC MPEANPHUATHS MOIJIM BBHIOMpATh BUJ JIEATEIHHOCTH, ONEPATUBHO MEHSITh aCCOPTHUMEHT B
3aBUCHUMOCTH OT CIIPOCa, MPUOOpeTaTh MaTepUabl 32 HAIMYHBINA pacueT, MOBBIIIATh UM CHUXKATh IIEHBI U T.
1. B To xe Bpemst moioOHbIe TOCYAapCTBEHHBIC TPEANPUATHS OBLIH JUIIECHBI TAKKMX CBOOOHBIX IPAaB.

C npyroil CTOpPOHBI, y TOCYIapCTBEHHBIX MPEANPHUATHI ObUIM M cBoM mpeumyilecTBa. Ecnu
KOOIIEpaTUBHBIE NPEINPUATHS CaMH OCHAIlalM OOOpYAOBAHHWEM CBOM IPOU3BOJCTBEHHBIE IUIOIIAIU U
OCBaWBAIM HOBBIE TEXHOJOTHH, TO TOCYAapCTBEHHBIC MPEANPHUITUS (PUHAHCUPOBAIUCH B COOTBETCTBHHU C
1aHoM. B mepBbie Tobpl CBOOOTHOTO PhIHKA FOCYAapCTBEHHBIC MPEANPUATUS CHA0XKATUCh 000pyA0BaHUEM
U CBIPhEM B COOTBETCTBHHM C CYIIECTBYIOIIMMHU JOTOBOPHBIMU 00s3aT€NbCTBAMHU, B TO BpeMsl Kak
OPEINPUATHS] KOOTIEpAaTUBHBIE MOTIIU MOJYYUTh 000PYJOBaHUE MO MPUHIMITY «HA Tebe, 00XkKe, YTO HaM He
roxe». B Takoll cuTyaluu KOOMEpaTHBBI, YTOOBI HAJAAUTh MPOU3BOJCTBO, BBIHYXICHBI OBbLIM MOIMOIHSITH
WA OOHOBJIATH MPOU3BOICTBEHHBIH MapK CBOUMH CHUIIAMHU.

KoonepatusHoe nmpeanpusTie pacrosarajio NpUMUTUBHBIM 000PYJIOBAaHHEM U BBIOJIHSAJIO 3aKa3bl C
00JBIIMMU TPYAHOCTSIMU, @ PAJIOM C HUM TOCYJapCTBEHHOE MpEANpUATHE, HAIPUMED, IO PEMOHTY 00YBH,
OCHAIIIEHHOE M0 TMOCJIEIHEMY CJOBY TEXHHMKH, IPOCTAMBajIO IO MPUYMHE OTCYTCTBUS 3aKa3uMKa —
noTpeduTenst yciyr. 3apaboTHasi Tuiata B KoomepaThBax Obula Topa3fo BBINIE, YeM Ha MPEAMPHUSTHUSIX
rOCylapCTBEHHOTO  CEKTOpa, 4YTO, €CTECTBEHHO, CO3JaBajl0 IIOCTOSHHYK TEKY4Ky KaJgpoB Ha
TOCHPEANPUATHSIX.

Kpome Toro, cymecTByromas npaBoBas CUCTEMa TOrO BPEMEHM I103BOJIsUIa CaMUM KOOIIEpaTHBaM
HaXOJUTh BCAKOIO poJia Ja3eHKku [uid MOodydeHus noxoja 0e3 ocoObix ycuinui. ITockonbky OKa3bIBaTh
yCIYyTU MHAMBUAYAIbHBIM 3aKa3uMKaM — JEJI0 XJOMOTHOE, HEKOTOPhIE KOONEPATUBHI 3aKJII0Yalld JOroBOpa
Ha oOciyxuBaHUEe NpeanpusTuil. B pe3ynbrare KoomepaTUBHI MOJYYMJIM BO3MOXKHOCTb IPU HHU3KOM
KayecTBe pabOThI NMOJIy4aTh BaJIOBYIO MPUOBUIH OT MPEANPUATUH.

KoonepatuBbl okazanuce pacropomnHee rocrnpeanpusituii. He ciaywaitHo cpoku oOcimykuBaHUs B
KOOIEpaTUBaX OKa3aJHCh TIJIaBHON NPUTATATENbHOM CHIION A HaceleHMs. 3aKa3yhMK SKOHOMHI CBOE
BpeMs, a 3HAYUT U JICHbI'H, JBAXJIbI: BO-TIEPBBIX, HE 3aHUMAsCh OBITOBBIM «CaMOOOCITYXHBAaHHEM», BO-
BTOPBIX, HE BHICTANBAasl OYEPEN U HE TOMACH B OXKHJIAHUH BBIMOJIHEHUS 3aKa3a Ha TOCTIPEANIPHUITHH.

KoormepaTtuBsl 3amoyHsiM MycThle «HUIIN» CIPOCa HAa Pa3HOOOpPA3HbIE YCIYTH B COOTBETCTBUH C
UHAMBHUAYaJIbHBIM 3aKa3oM. B pesynbrare yAOBIETBOPSIUCH MOTPEOHOCTH B OBITOBOM OOCITYKHMBaHUHU
(conmanbHas QyHKIMSA) U yBETHUIUBAICS (HOH JIMIHOTO TOTPEOJICHHS], yUacCTUsI B CO3JJaHUU COBOKYITHOTO
00LIECTBEHHOT'O MPOAYKTA, YACTUYHOI'O O37J0POBIICHUS PIHKA (3KOHOMUYECKAst (PYHKIIMS).
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K monoxurenbHbIM (dakTopaM ACSITEIBPHOCTH KOOMEPAaTHBOB TOTO BPEMEHHM MOXKHO OTHECTH H
IIUPOKHUI CIIEKTP HOBBIX YCIyT. Psiji KOOmepaTHBOB BBEIHW B MEPEUYEHBb YCIYT IJIsi HaceaeHus: GOTOYCIyrd B
mupke, (poTtockeMKH B CTWJIE PETPO, TMPOTYIKH ¢ OKCKYpCHU Ha CTApUHHBIX aBTOMOOMIISX,
pecTaBpaloOHHbIC Pa0OTHI U JIp.

B TO e BpeMs ypoBeHb pa3BUTHS OBITOBOTO OOCIY)KHBAaHHS CYIIECTBEHHO OTCTaBal OT
noTpeOHOCTEN HaceneHus. Jlaxe pa3BUBaOIIMECs KOONEPATHUBbI HE MOIJIM YJOBJIETBOPUTH BECH CIIPOC Ha
yciryrd. JlaHHBIE COIMOJIOTMYECKMX HWCCIASAOBAaHUN TOKAa3bIBAJM, YTO CHPOC HA YCIYTH OBITOBOTO
00CcITy>)KMBaHUS yIOBJIETBOPSIICS B 11€JI0M IO cTpaHe B KoHIe 1980-x romoB Bcero Ha 30-40%.

OTBeTHl Ha MOCJIEAYIONIUE BOMPOCHI BBICBETHJIM MPOOJIEMbI HM3KOTO KayecTBa OOCITYKHMBaHUS Tia
NPEANPUITHIX CITYX)O0bl ObiTa. KauecTBOM peMOHTa OBITOBOM TEXHHKH OKa3aJdMCh HEIOBOIBHBI 47%, 00yBHU
— 65, gacoB — 60, paboTON XMMYHUCTKU — 63, KOCMETOJIOTOB (TTApUKMaXepCcKue U APYrue CalloHbl) — 73,
doroatenne — 80% OMpOIIEHHBIX.

[IpyduHBI CTOJIb HU3KOTO YPOBHSI KYJIBTYPhl M KauecTBa OOCITYKMBaHUS 3aKIIOUYAINCh B CaMOWM
CTPYKType KooreparuBoB. [loMHMO NEHCTBUTENBHBIX HEJOCTATKOB M BHYTPEHHHUX IMPOOJIEM pa3BHTHE
KOOIIEPATHBHOTO JIBMKCHHUS TOPMO3UJIOCH HEIOBEPYHMBBIM OTHOIICHHEM KaK CO CTOPOHBI MOTPEOUTENCH
(4uenoBeKy CBOMCTBEHHO CUUTATh UY)KHE JIEHBI'H), TAK U CO CTOPOHBI PAOOTHUKOB PA3UYHBIX BEIOMCTB U
ynpasneHuii. Ilpuyem, ecnmu B mepBOM ciydae HEIOBEpPHE MOXKHO ObUIO OOBSCHUTH TpPaAULIUIMU,
CIIOXKHBIIMMHUCA B OOLIECTBE, TO BO BTOPOM — OIOpOKpaTHYecKoil cucteMoil yrpasienus. KoonepatuBHas
¢dbopma COOCTBEHHOCTH CYIIECTBEHHO OTINYAETCS OT TOCYAapCTBEHHOM OOJIBIIEH CTENEHBI0 S KOHOMUYECKON
cBOOOIBI. Bropokparnueckas rocyaapCTBEHHAs MalllMHA BOCIPHUHUMAJIA 3TO KaK TOINPaHHE OCHOB CBOCH
BJIACTH, KaK Hemomyctumoe 370. OnHako, Kak Obl HM OBbUT BEIHMK COOJIa3H OTACIBHBIX YHHOBHUKOB
npuOErHyTh K 3amperaM, KOOTepalus Chirpajia CBOIO POJib B Pa3BUTHH cephbl YCIYTH Ha 3ape COBETCKOM
BJIACTH U Ha ee 3akare [3].

1.3 Oco0eHHOCTH CepBUCHON AeATEJbLHOCTH B coBpeMeHHOol Poccum.
Ecnu paccMOTpeTh OCHOBHbBIE CTAaTHCTHUECKHE MTOKa3aTeNnn pa3BUTUs yciayr B Poccun 3a mocnennee

NECSATUIIETUE, TO MOXHO YBHJAETh, 4TO B 1993 r. BajioBOM BHYTpPEHHUH NPOAYKT B SKOHOMUYECKOM
UCYMCIICHUH pe3Ko ymai 1o oTHouieHuto K 1990 r. Ho yxe B 1996 r. no otHomenuto k 1990 r. oH BbIpoC €
23 1o 53%, a o01ast YMCICHHOCTh 3aHATHIX B cepe cepBuca Bozpocina ¢ 37 mo 50% [2].

Ho Bpsa nu mpaBOMEpHO CUYMTaTh, YTO JAHHBIM poOCT oToOpaxaeT 3(PQPEKTUBHOE BKIIOUEHHUE
OTEYECTBEHHOM c(epbl ycIayr B MUPOBBIE MPOLECCH, CB3aHHBIE C CepBU3AIMEel KOHOMUKU. B Gonbieit
CTETIEHU OH CBUJETEIbCTBYET O KpH3HUCE cdepbl MaTepHalbHOIO MPOM3BOACTBA. K TOMy ke yBenuueHue
JIOJIM CepBHCa B BaJOBOM BHYTPEHHEM IpOAYyKTe Poccuu compoBOXKAaaoCh PEe3KUM CIafoM MPOM3BOJICTBA
CONMAJIBHBIX U KYJIBTYPHO-3CTCTUYCCKUX YCIIYI: 6I)ITOBI)IX, MCIUIHMHCKHUX, CAHATOPHO-03A0POBUTCIILHBIX,
CHOPTUBHO-TYPUCTCKUX YCIyr, a TakXe YyCcIyr B c@epe HCKycCTBa, My3eHHOro M OHOIMOTEYHOIO
o0cIyXUBaHUS U JIp.

MHorue HOBbIE BUJIBI CEPBHCA TEHEPUPYIOT YCIYTH BBICOKOJIOXOIHOTO XapaKTepa, T. €. HalleIeHHbIE
PEUMYIIECTBEHHO Ha HEOOJBIIYI0 YacTh OOECIEYeHHBIX U CBepXxoOecneueHHbIX Jojeil. B 1o ke Bpems
YaCTHBIM KaluTall HE CKJIOHEH OCBAaWBaTh MaJIOpeHTaOeNlbHbIE CEPBHCHbBIE MPOM3BOJCTBA, HEOOXOIMMBbIE
00I1eCTBY U pEerMOHaM CTPAHBI.

C npyroit ctoponsl, 3a mociegHue 10—15 ser OTeuecTBEHHBIH CEPBUC OCBOMJI MHOXKECTBO
Pa3HOBHIHOCTEH YCIYr, C KOTOPHIMH OOIIECTBO COBETCKOTO IIEPHOJAa BIPSAMYIO HE CTalKWBaIOCh:
KOHCAJITHUHT, WHXXUHUPHHT, JIN3HUHT, IICUXOJIOTHYECKOEC n ceMeliHoe KOHCYJIbTUPOBAHHE,
KYJBTYPHOBAJICOJIOTHIECKHE YCITYTH, HTPOBOM U IIOY-OW3HEC U Ip.

CBoeoOpa3HBIM UMITYJIBCOM B JI€JI€ OCBOSHUS CEPBUCHBIX WHHOBAIIMI OKa3aJcsi MHAHCOBBIN KPU3HC
1998 r. B HeOnaronpusTHBIX IKOHOMUUYECKHX YCIOBUSAX MHOTHE MPEINPUSATHS CEpBHCA BBIHYKIACHbBI OBLIH
OpPOSIBUTH TOBBIIICHHBIM JAMHAMH3M W THOKOCTh, OBICTPO pearupys Ha TpeOOBaHHUS CTPEMHTEIBHO
MEHSIIOIIEHCS] KOHBIOHKTYPBI U IIOTPeOUTEIhCKOTO crpoca. B atot nepuox [2]:
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o [UI0 WHTEHCHBHOE COBEPIICHCTBOBAHME IMPEKHUX BHUAOB M HANPABJICHUN CEPBUCHOU
JeATEIbHOCTH;

o HOSBIISUTMCH HOBBIE I POCCUHCKOTO 0OIIeCcTBA BUAbI U HAIPABJICHUS YCIIYT;

o pa3palaThIBaJINCh OPUTMHAIIBHBIE CEPBUCHBIE IPOILYKTHI.

[IpumeuaTesnbHO, YTO B MEHSIOIIEHCS CUTyallud MHOTME CEPBHUCHBIE OPraHU3alluU U YUYPEXKICHUS
COLIMOKYJIIBTYPHOTO  Tpoduisi, Mpoaoibkas  pabotaTh Ha  0a3e  OHOKETHO-TOCYAAPCTBEHHOTO
(buHaHCUPOBaHUS, BBIHYKJICHBI ObLIIM aKTUBHO OCBAaMBaTh HOBBIE BUBI U (hopMbl 00CTy)uBaHUS. OCOOEHHO
[IPUMEYaTENIbHO B 3TOM OTHOIICHUU YTy4IllleHHe OMOIMOTEYHOr0 U MY3€HHOT0 00CITYKIUBaHUSI.

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

OcHOBHOE KHUTOXpaHMJIMILE cTpaHbl — Poccuiickast rocyapcTBeHHast OMOIMOTEKA — MEPEeXOAUT Ha
o0ciyKMBaHUE 3aKa30B YMTATEJIeH MMOCPEICTBOM TaK HA3bIBAEMON CUCTEMbI AJIEKTPOHHOU LUPKyJsuuu. B
9TOM CIy4yae BCE YMTATENH CHAOKEHbI TUIACTUKOBBIMH OuiieTamu ¢ 0apkooM u ¢ororpadueil Biaaenbla.
[TooOHBIN YNTATENBLCKUI AIEKTPOHHBIN OUJIET MO3BOJIAET CBECTH K MUHUMYMY BpeMsl 3aKa3za M OXKHIaHUs
KHUTH W3 XpaHWIHINA, YCKOPUTH Apyrue (GopMbl OOCIYKHBaHHS MOCETUTENEH, a TakkKe MPeIOCTaBIATh
MHO’KECTBO YCIIYT, CBA3aHHBIX C BBIXOJOM YMTaTeNs K 0a3aM JaHHBIX pa3iudHbIX OMOIMOTEUHBIX LIEHTPOB
CTpaHbl U MUpa.

My3eliHble LEHTPHl CTPAaHbl TAK)KE 3aHATHI TOMCKOM HOBBIX ()OpM OOCITY)KMBaHUS, CIIOCOOHBIX
NpUBJIeYs B HUX MHOTOYHMCICHHBIX MOCeTHTENel. Pedb mper He TONBKO 00 OOHOBJICHHWH JKCIO3UIUH,
pa3paboTKe HOBBIX IKCKYPCHOHHO-TEMAaTHYECKHX HAaINpaBieHH paboThl. B 3TOM miaHe mpuMeudaTelbHbI
Oojiee TeCHBbIE CBSI3U My3e€eB ¢ 00pa3oBaTeNbHBIMH LIEHTPaMU, TYpOU3HECOM, a TaKXkKe MpelOoCTaBIICHUE
MOCEeTUTENsIM 0oJiee HIMPOKOro JAMana3oHa JOMOJIHUTEIbHBIX YCIyr (MpoAa)ka MeyaTHOW, CYBEHHUPHOMU
OPOIYKIMHU U T. I1.) COBPEMEHHOT'0 TUTIA.

B cBsI3u ¢ 3TUM pacCMOTPHUM IIArv, KOTOPbIE NMPEANPUHUMAET IIUPOKO U3BECTHBIM MEMOPHAIBHBIN
locynapcTBeHHBI HCTOPUKO-TUTEPATypHBIH W NpUpOIHO-TaHAAPTHBIA My3ei-3anoBegHuk A. C.
[Iymkuna «Muxaiinoekoe». PaboTHUKN My3esi, HCXO0/1 U3 TOHUMaHUSI MUPOBOTO M POCCUMCKOTO 3HAaYEHUSI
3TOr0 MEMOPHUAIBHOIO IIEHTPa, PACCMAaTPUBAIOT MEPCIEKTUBBI €r0 Pa3BUTHS B paMKax COXPAaHEHHs €ro Kak
YKUBOTO CBHJIETENIHCTBA KU3HU HAIIMOHAJIBHOIO MO3Ta, KAK MEXaHW3M MOJJIEP)KaHUs Halled HCTOPUYECKOU
namsiatd. IloaToMy OHM cuuTalOT nepBeiiiell cBoell 3amauell Oepe’XHO COETUHHMTH MaTepHaIbHbIE
(mannmadt, mDOCTpOiiKM, My3elHble OKCIOHAThl) M JYXOBHbIe (CTHXM TI09Ta, BOCIHOMHHAHHUS
COBPEMEHHUKOB) CBUJIETEIbCTBA MPOILIOrO C COBPEMEHHBIM 00pa3oM JKU3HH M MOTPEOHOCTAMU
MIOCETUTENEH, KOTOPBIE IIPUE3KAIOT B 3aTIOBETHUK KAK TYPUCTHI [2].

C npyroiif CTOpOHBI, Ha TEPPUTOPUN HEBO3MOMHO TMOJHOCTHIO OTKA3aThCsl OT «HOBOJIENA», MOCTPOEK
TEXHUYECKOTO HAa3HAUYCHMsI, YOOPOUHBIX MAIIMH Ha JIOPOXKKax mapka u ap. Ocoboe HampaBlieHHE B paboTe
My3esl yAeNnsercs COBpPEMEHHBIM (opMaM TMpomaraHjbl MYIMIKMHCKOTO IO3TUYECKOTO Hacienaus u
0o0CTyXMBaHUSI TYPHUCTOB: MpPOJaXe CYBEHUPOB, IE€YATHOW MPOIYKIMH, MPOBEIECHUIO CHEeIHaTIbHbIX
MNYIKAHCKUX MEPONPUATUM U T. 11

B kauecTBe HOBOro CerMeHTa OTEYECTBEHHOW cepbl ycnyr, pOKIEHHOTO HOBBIMH YCIIOBHSIMH
KHU3HEIEATEIbHOCTH OOILECTBa, BBICTYNAIOT WHTEPHET-YCIYrH, MpHOoOpeTaonme Uil MoTpeduTenei
KOMILIEKCHBIN XapakTep (MH(pOpMAIMOHHbIE, KOMMYHHUKAIIMOHHbIE, XY/I0’KECTBEHHO-3CTETUYECKHE U T. II.
YCIIYTH).

WHTepakTHUBHBIE MYJIbTUMEINNHBIE HHTEPHET-YCIYTH cTapToBaiu B Poccun yxe uepes 5 yier mocie
ux mosiBiieHuss Ha 3amane. OAHAKO B HACTOAIIEE BpPEeMs TEMIBI MPUPOCTA TOKaszaTelied POCCHUUCKOTO
CerMeHTa BhIlIE MUPOBBIX. Poccuiickue KOMMaHWU, MPEAOCTABISIIONIME YCIYTH MPOBailIMHIa U XOCTHUHTA
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(pa3MerieHusl KJIMEHTCKUX WeD-caiiToB), OIEHMBAIOT CBOM PBIHOK ONTHMHUCTHYHO: TOJOBOH poOCT
KIIMEHTCKOM 0a3bl mpexnoiaraercs Ha ypoBHe 150%, cKOpoCcTh 1OCTymHa, MO MPOrHO3aM, BO3pacTeT BIBOE.
3toT mporecc OyIeT CONPOBOXKAATHCS CHUKEHUEM TapudoB B cpenneM Ha 20—25%.

[ToBbiieHHast TOTPEOHOCTh OTEYECTBEHHOI'O CEpBHCAa B HMHHOBAIMAX OCOOCHHO OCTPO CTAaBHT
npo0JieMy OCBOCHHSI POCCHHUCKUMHU TPEANPHUITUSIMU c(epbl yCIyr WHHOBAIMH B OpPraHU3alldd yCIyr H
dbopMmax oOCITyKUBaHUS TOTPEOUTENEH, UIYITUX K HAM U3 MUPOBOM TIPAKTHKH.

PaccMoTpuM TpyZHOCTHM BHEIpEHHs] HOBBIX HANpaBiICHUM OOCIy)XMBaHHS Ha MpPUMEpPE TaKOro
CJIO)KHOT'O CerMEHTa yCIyr B paMKaX KOHCAITHHIa, Kak BEHUYPHbIN OM3HEC, T. €. OM3HeC, IPOABUTAIOIINN B
MIPOU3BOJICTBO PUCKOBaHHbIE Hay4HbIE pa3paboTku. B ToM ciiydae, Kkorja BHeApeHHE HAy4yHOU pa3paboTKu
OKa3bIBACTCS YAAUHBIM, SKOHOMHYECKUN 3P(EeKT HAMHOTO MEePEKPHIBAET BCE MPEABAPUTEIHHBIC PACXOIBI.

BenuypHblii OM3HEC BBHICTYMAET OAHUM M3 MPAPOJUTENCH HBIHEIIHETO 3Tara HAayYHO-TEXHUYECKOM
PEBOJIIOINH, KOTOPBIM cMeNo MpoABHUraeT 3p(GeKTUBHBIC HAYUHBIE pa3paboTKH B J0OYI0 cepy NpaKTUKH.
Kazanocs, uro B Poccun, y xoropoit nocne pacnaga CCCP octanach OCHOBHasi 4aCTh Hay4HO-TIPOEKTHOM
AJIUTHI, 3TOT BUJ CEPBUCA MOKET HAUTU IIUPOKOE IPUMEHEHUE

Ceronns B crpaHe 3apeructpupoBano 40 ThIC. MAJIBIX IPEANPUITHH (C 001IeH YrciieHHOCThIO B 200
TBIC. YEJIOBEK), Y KOTOPBIX B YCTaBe MPOMUCAH BUJ JCATEIbHOCTU: «HAYKOEMKas MPOAyKIus». [ mepBoro
JTana pa3BUTHS BEHYYPHOro OM3HEca 3TO Hermaoxoe Havano. OAHAKO B TOJ HOBOM MPOIYKIIMH 3TH (PUPMBI
MPOU3BOIAT Bcero juiib Ha 30 mupa. pyOrneil, 4TO HUYTOKHO Majo B 00beMe IMPOU3BOJCTBA CEPBUCHOU
NeSITEIbHOCTH M COBEPIICHHO HEIOCTAaTOYHO JJIsi BeHUypHOro OmsHeca. Bmecre ¢ Tem k »THM (upmam
MPOSIBJISIIOT HEMAJIbI WMHTEPEC WHOCTPAHHBIC IOKYIMATEIH, TOTOBbIE CKYNMUTh (M CKYIAIOIIME) HOBBIC
TeXHOJNIOTUH. Jla W y OTEYEeCTBEHHOrO IPOM3BOJCTBEHHOrO0 OW3HEca KamuTanbl uMmeroTcs. OnHako
POCCHICKHI BEHUYPHBI OU3HEC pa3BUBACTCS MEIJICHHO.

Bo-niepBbIX, HUKTO U3 OTEUECTBEHHBIX OW3HECMEHOB HE CIEIIUT WHBECTUPOBATh HAYYHO-
TeXHUUYECKUU mporpecc. [Icuxonorus coBpeMEHHOT0 OTEYECTBEHHOTO MpeaIpUHUMATENs chopMUpOBaAIaCh
MOJl BIIMSHUEM HeycToMuMBOW oOcTaHOBKM B Poccuu, korga Hajo ObLJIO B MAaKCHMAIbHO KOPOTKHE CPOKHU
BEpPHYTh KamHTal ¢ HauOombliel mpuObUibio. [Ipu 3TOM kadecTBO M BHJ OW3HECa HE MPUHUMAIUCH BO
BHUMaHue. VIHHOBallMOHHBIE K€ MPOEKTHl TPeOYyIOT THIATENbHON HAy4YHOH OJKCHEPTU3BI, CEPhE3HOT0
HCCIENOBAHUSA X KOMMEPUYECKNAX MEPCIIEKTHB.

Bo-BTOpBIX, BBICTYMAaeT Ha MEPBBIA IUIaH BTOPOW THIl MPEMATCTBUH ISl BEHUYPHOro OHM3HEca: OTCYTCTBHE
PBIHOYHOM 0a3pl ero pasButus. B crpaHe HEOOXOOUMO € HyJsl CO3/4aBaTh HPOBOSIIYIO CETh (DMHAHCOBBIX
MOCPETHUKOB, TOTOBUTH MPO(ECCHOHATIBHBIX MEHEKEPOB B 3TOMH cdepe, pa3BUBATh aJIEKBATHO KAITMTAIN3UPOBAHHBIN
(OHIOBBI PBIHOK, MO3BOJISIONINI KOHBEPTHPOBATH Pe3yJbTaThl NPEANPHHUMATENEH B JPYrue BBHICOKOJOXOHBIC
aKTUBBI, U T. . Ho B Poccun 3T KOMIIOHEHTHI pIHOYHOM HHPPACTPYKTYPHI IIOKA HE CIIOKHIINCH.

Tenepp paccMOTPUM PaCHpPOCTPAHEHHOCTh Pa3HBIX THIIOB OPTaHU3AIMOHHBIX CTPYKTYp B OTEYECTBEHHOM
cepBUCE B 3aBUCHMOCTH OT MAaclITaO0OB JESATEIbHOCTH M uncia padorarommx. CHayala OCTaHOBHMCSI Ha KPYITHOM
6usHece.

[IpuMepomM MOTYT CIy’)KUTh Te€ KpYNHBIE CTPYKTyphl OHM3HECa M CHCTEMHO-OTpAClieBbIe OpraHH3aluu
(mpuHaUIEeKaIME TOCYAApCTBY, HETOCYJapCTBEHHBIE M CMEIIAHHBIE), KOTOPBHIE COXPAaHWINCHh B Hallled CTpaHe OT
MIPEIBIIYIETO dTana €€ pa3BUTHA. YKaKeM Ha KpYIHbIe OaHKOBCKHE CTPYKTypbhl (COepOaHk, BHemmKoHOMOaHK H
Ip.), KpYIHBIE KOMITaHUU TepeBo3unKoB (A3poduiot, MIIC u ap.), Toproseie opranuzanuu (pupma «leTckuii Mup» u
Iip.), opranusaruu cBs3u («KocMmudeckast cBsi3by, «CBsizbuHBecT») U Maccmeana (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
amromuami», ADOK «Cuctemay u psn apyrux [2].

Tak, B paMkax Takux TpyNH ACHCTBYET aKIUOHEPHBI KOMMEpYecKMHd OaHK (MJIM HECKOJIBKO OaHKOB),
BBICTYIAIOMIMK B KauecTBe COOCTBEHHOW KPEIUTHOH OpraHM3alliM, PacueTHOro (pMHAHCOBOTO LIEHTPA, JETIO3UTAPUS
XpaHeHus1 IeHHBIX Oymar u ap. Kpome Toro, naHHbIe TPYNIBI pa3BUBAIOT CBOM (WIMANBI JAMICPOB ISl cOBITA
NPOAYKIMU B CTpaHe U 3a PyOEKOM, CIIOCOOHBI OKa3bIBaTh OMPIKEBBIC, TOPrOBbIE, JIN3UHTOBBIC, HHBECTULIMOHHBIE U
npyrue yciyrd. [IoMHMO 3TOTO B KaXIOW W3 TPYNI HMEETCs IMUPOKUI CIEKTP BHYTPEHHETrO OOCITY>KUBAHUS:
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MEIWIIMHCKAE W O3[OPOBHUTEIBbHBIE OpPraHM3AllMH, CTPaxOBble KOMMAaHWW W 7Ap. [IpumeuaTensHO, YTO WMEHHO
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 nmpaktuka UBI" cBUIETENbCTBYET O TOM, UTO KaXK/Aasi TPyIa CTPEMUTCS KOMIIEHCUPOBATh
cnalylo0 pHIHOYHYIO HH(PACTPYKTYpy B OTEUECTBEHHOH IPAKTUKE XO3SMCTBOBAHUS M HECOBEPIICHHBIA CEpBHC
BHEIIHEW WHCTHTYIHMOHAIBHOW Cpelbl MPH PEIIeHWH CBOMX BHYTpeHHHX mpobiem. IIpupoma momoOHBIX Tpymm He
CBsA3aHA C CO3/IaHWEM TPEANPUHUMATEIBCKUX CETeH, HO TATOTEeT K Ooyiee KECTKOH CTPYKType OpraHH3alliH
xoJiauHrosoro tuna. OgHaKo B MepexoAHBIX ycnoBusix aaHHble MBI okazamuch Oonee yCTOHYMBBIME K BHEIITHUM
HeOIaronoIyYHBIM BO3ICHCTBUAM [2].

VYkakeM Ha elie OJHO HallpaBJeHHE, MOPOAMBIIEE B OTEUECTBEHHOW MPAKTUKE IMOCIECIHETO NECSATUICTUS
KpYITHEHIIINEe CEPBUCHBIE OpTaHU3AINH, — PEKJIaMHBIN On3Hec. B coBpemenHoi Poccnn fneiicTByeT MHOKECTBO Pa3HBIX
PEKJIaMHBIX areHTCTB, BBIMOJIHSIONINX MOCpenIHUYecKne (DYHKIUH MEXAY PEKIaMOoJaTels MU, C OJHOW 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 CepBHuC ¢ y4eTOM HAIIMOHAJIbHBIX, IPUPOTHO-KJIUMATHYECKHUX U JIPYTHX 0COOEHHOCTEMH

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

POCCHICKOr0 CepBHCa, KOTOpask yriyOuiaach CPaBHUTEIBHO C COBETCKHUM IIEPUOJIOM U B HACTOSIIIEE BPEMsI BBIpayKCHa
HaAMHOro Oosiee penbeHO, YeM B JIOOOW APYroi CTpaHe MHpa. DTO OOBACHASTCS HE TOJBKO €CTECTBEHHBIM
TATOTEHUEM CEpBHCAa K KPYINHBIM M CPEIHUM THIAM IIOCEJICHUH (KaK 3TO HMEeT MECTO, HalmpuMmep, B IUIOTHO
3acenieHHON 3amagHoii EBpome m B mpyrux perumoHax mupa). K sTomy mobaBnsiercss 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
KOMMEpPYECKOH JAEeSITETbHOCTH U Jp.

OCOOCHHOCTH PErHOHANBHOTO Pa3BUTHS OTEUECTBEHHOW OSKOHOMHMKH CEPbE3HO TOPMO3ST Ppa3BUTHE
KOMMEPUECKOTo ceKkTopa yciyr. CepBUCHBIN OM3HEC B HACTOSIIEE BPEMs TATOTEET B OCHOBHOM K CTOJIMLAM U K DALY
KPYITHBIX MTPOMBIIIJICHHBIX IEHTPOB, KpaiiHe MeUIeHHO (0COOCHHO ATO KacaeTcsl MaJloro OM3Heca) MPOHUKast 3a Ypad,
Ha [lansauii BocTok, Ha ceBepHBIE TEPPUTOPUH CTPAHBI.

B paccmarpuBaemblii TIeproa B OTEUECTBEHHYIO Cepy cepBHCa CTad HIMPOKO BHEIPATHCS 3apyOeKHbIC
NPOM3BOAMTENN YCIyr. B cBA3M Cc 3TUM clienyeT OTMETUTh IMPOHMKHOBEHHE Ha HAall PBIHOK YCIYTr KPYIHBIX
3apyOeKHBIX (PUPM—IIPOU3BOIUTEIICH BBICOKOTEXHOJIOTHYHON MPOAYKLUH, IPEKAE BCEro 31eKTpoHHOH. Inpokomy
Kpyry moTpeOuTeNeid KpYIMHBIX TOpPOJOB MOA00HBIE (UPMBI HW3BECTHBI CBOMM TJIOOANBHBIM CEPBHCHBIM
obciyxuBaHueM ObITOBOM u oducHOM 3iekTponuku (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. DKOHOMHYECKAs KOHBIOHKTYpa, KOTOpasi CKJIaJbIBaeTCs BO MHOTHUX
cocennux ¢ Poccuelt ctpaHax, CTUMYIMpPYET TPEANPUAMYNBBIX JIFOAEeH U3 OJIM)KHErO 3apyOebsi MPHe3KaTh B HAITY
CTpaHy, I'Zie, 10 UX NPEACTaBICHHUSM, NPEIOCTABIISIETCA HEIIoXas BO3MOXKHOCTh 3apaboTaTh. B KpymHBIX M cpeaHux
ropoJiax CTPaHbl CETOHS AEUCTBYIOT racTapOaiiTepsl, a Tak)Ke TPYIIIBI IPeANpUHUMATENeN U3 YKpauHbl, 3aKkaBKa3bs,
Kuras, BoeTHama u Apyrux cTpaH.

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

Kuraiickasg numacmopa (kKoTopas B 3HAYMTENBHOW YacTH COCTOWT W3 HEJETANIbHBIX MUTPAHTOB) YBEPEHHO
OCBOWJIA YETHOYHYIO TOPTOBIIO MIMPHIOTPEOOM, a B pAAE POCCHIICKMX TOPOJIOB JAEPKUT B CBOMX PYKaX 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 JAeTeJbHOCTH
Mmuorue roabl 5 KOHOMHUCTBI U3YyYAalOT MPUYIUHBI pOCTa YCIIYT. HepBBIfI BKJIaJ B 3TOM HaNpaBJICHUU CHCJIA

O®.I'.b. Guiiep, KOTOPHIA MPEACTABUI KOHUEHIIMIO MEPBUYHBIX, BTOPUYHBIX M TPETUUYHBIX OTpaciel skoHOMHKU. K
IEePBUYHBIM OTHOCSATCS TaKHE OTPACiIU, KaK CEeIbCKOE XO3SIHCTBO, XKMBOTHOBOJCTBO, PHIOOJIOBCTBO, JICCHUYECTBO,
0XOTa W TOpPHAs MPOMBIIIIEHHOCTh. BTOpHyHbIe BKIIOYAOT B ce0sl mepepadaThIBAIONINE OTPACIH U CTPOHTEIBCTBO.
Hakonen, TpeTHYHBIC OTPACcIM OXBATHIBAIOT TPAHCIIOPT, CPEICTBA CBSI3M, TOPrOBIIIO, MPABHTEIBCTBO U JIMYHBIC
yciryru. Ouiep mpeuIokKuI XapakTepr30BaTh 3KOHOMHKY B 3aBHCUMOCTH OT IIPOIIOPLUH TPYAOBBIX 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 .Conmosor
Jpauen bam onrcan pa3BUTHE YEI0BEUYECKOTO 00IIEeCTBAa TPEMS OCHOBHBIMHU CTaIUSIMH [6].

JounaycrpuanbHoe 00mecTBo. JoMUHUpPYIONIEH XapaKTEPUCTUKOM JEIO0BOM AaKTUBHOCTH B
JIOMHTyCTPHAJIbHOM OOIIECTBE SBJIAETCA oObIBaromias orpacip (T.e. XUBOTHOBOJCTBO, PBIOOJIOBCTBO,
JIECHUYECTBO, 0X0Ta). V3HauanbHO JKU3Hb — 3TO UTPa MPOTUB MPUPObI. YPOBEHb TEXHOJOTUN HU3KUHN WUITN
BOOOIIIE HHUKAKOH; MPOIYKTUBHOCTh 3aBHCHT OT TaKHUX JJIEMEHTOB, KaK BpeMs roja, HOXIb, MOYBa U
dusnyeckoil cunbl uyenoBeka. CoumanbHas XH3Hb OPraHU30BaHA BOKPYI CEMbH M JOMAIIHEH pabOTHI.
CnenctBueM HU3KOM NMPOIYKTUBHOCTU M OOJBIION UMCIEHHOCTU HACEJEHUS SBJISETCS BBICOKUH YPOBEHb
0e3paboTHIIBI M B CEITLCKOXO35HCTBEHHOM CEKTOpE, M B CEKTOPE MECTHOTO 00CITy>KuBaHus. TakuM o0paszom,
BO3HHUKAET OOJBIIOE KOJIWYECTBO JIOACH, padOTAIOMINX WM MPUTOJHBIX Uil pPa0OTHI B 00IACTH JTUYHBIX H
JIOMAIIHUX YCIIYT.

HuaycrpuanbHoe o0mecTBo. J[oMuHUpYOIIEH XapaKTEepUCTUKOW [J€JI0BOM AKTUBHOCTU B
UHAYCTPUAJIHLHOM OOIIECTBE SBISIETCS MPOU3BOACTBO TOBAapoB. JKW3Hb CTAaHOBUTCS HIPOW C HPUPOJIOH.
DKOHOMHUYECKas U coluajibHas >KU3Hb MeXaHu3upoBaHa M Oojee 3¢pdexkTnBHA. MalMHBI U HEPrus,
KOTOpas UX MUTAET, JOMUHUPYET B IIPOU3BOJICTBE: OHU 3aMEHWIM MYCKYJIbHYIO cuiy. [Ipou3BoauTebHOCTh
HEBEPOSATHO BO3pOCia; LEHUTCS UCKYCCTBO JieiaTh OOJbIIE MPU MEHBIINX YCUIUSAX. JTO OCHOBAaHHBIM Ha
OIOpOKpAaTUN W HMEpPApXUW MHUDP IUIAHUPOBAHHUS M COCTABJICHUS TPa(UKOB, B KOTOPHIX KOMITOHEHTBHI IS
IIPOU3BOJICTBA COOpaHbl BMECTE B HYXKHOE BpPEMS U B IIPABWIBHBIX MPOMOPLUMSIX AJIS TOTO, YTOOBI YCKOPUTH
NOTOK TOBapoB. MH1uKaTopoMm o0Opasa KU3HU SBIISIETCS KOJIMYECTBO TOBAPOB, KOTOPBHIM 00J1a/1a€T YETIOBEK.

IocTunaycTpuagbHoe 00mecTBO. /[oMMHMpYIOIIEH XapaKTEpUCTHUKOM [EJI0BON AaKTHBHOCTH B
HOCTUH/IYCTPUAJIBHOM OOLIECTBE SIBJISETCS MPOM3BOJACTBO yciuyr. JKu3Hp Termepb MOXHO Ha3BaTh WUIPOM
MEXIY JIOAbMH. 3HAYeHHE HMEIT HE MYCKYJIbl WJIM MOIIHOCTh MAIIMHBI, a WH(OpMAalusg U 3HAHUE.
TpeboBaHMe pacHIMPEHHBIX CHEUUATbHBIX 3HAHUW W HABBIKOB Ha paboyeM MecTe JellaeT BhICIIee
oOpa3oBaHue HEOOXOIUMOW MPEANOCHUIKON JJIsi TOTO, YTOOBl BOMTH B NMOCTHUHAYCTPHUAIBLHOE OOLIECTBO U
xopolyio xu3Hb. MHIuKaTOpoM 00pa3a KU3HU SIBISIETCS KOJUYECTBO M KaYECTBO YCIYT, KOTOPbIE YEIOBEK
MOJKeT ce0e O3BOJIUTb.

HeKOTOpBIe IMPOMEKYTOYHBIC CTa U MOT'YT OBITh OTHECEHEI K NEPEXOJHOMY NIEpHUOAY OT UHAYCTPUATIBHOI'O K
HOCTHHTyCTPHAJIBHOMY 00IIeCcTBY. Bo-TiepBBIX, pacmMpeHue yCIIyT, TaKMX KaK TPAaHCHOPTHPOBKA M TOCYIapCTBEHHbIE
KOMMYHaJIbHbIE YCIyTH, HEOOXOJMMO JUIi Pa3BUTHSA IPOMBIIUICHHOCTH M pPa3MEIleHHs TOBapoB. Bo-BTOpHIX,
MaccoBO€ MOTPeOJICHHE TOBAPOB U POCT HACEJCHHS TPEOYIOT PaCUIMPEHHUs] ONTOBOH M PO3HMYHON TOPTOBIIH, PABHO
KaK ¥ TaKuX YCIyr, KaKk ()MHAHCOBBIC, ONEPALH 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. JlanpHelimue yBeNMUYEGHWS JOXOJAa pPACXOAYIOTCS Ha O0Opa3oBaHWE, 3APABOOXPAHEHHE, OTIIYCK,
MMyTEECTBYA, PECTOPAHbI, Pa3BJICYCHUA W CIIOPT. Ota TCHACHIINA B HOTpe6I/ITe.HBCKOM MMOBECACHUN BCACT K POCTY
HOBBIX IIPEANPHUATHI CEPBHCA, KOTOPBIE CTPEMSITCS YAOBIETBOPUTH CIIPOC IPaX/JaH Ha OOJIbIIIEe KOIHMYECTBO 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 maxe 3a 3T0 BpeMst OpraHn3aIys MOKET
MPOM3BECTH XOpolliee BIeyaTicHne Ha mokynatens. OIHaKO CYIIECTBYET TaKKe BO3MOKHOCTh COBEPIINTH OLIMOKY H
noTepsTh KneHTa. [loatomy [t cBoero ycrexa, cepBUCHAsI KOMIIAHUS JOJDKHA BECbMa TIIATEIBHO MPOSKTUPOBATH U
YIPaBIATh NPOLECCOM OKa3aHus ycuyr. IIporecc oka3aHus yCIyr COCTOUT U3 B3aUMOJEIHCTBUS YEThIPEX HIIEMEHTOB:
NOKynarens, pabOTHUKA CEPBUCHON (PUPMBI, CHCTEMBI JOCTABKH U (PU3MUECKOT0 OKPYKEeHU [6].

1. Hoxynarens. [lokymarens sBiseTcss HanOOIee BAXHBIM JIIEMEHTOM B 3TOM B3amMOneHcTBUH. OKOHYATEIBHOM
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 yCIyru B CHCTEMBI €€ JJOCTAaBKHU JIOJDKHBI OBITh
OPraHU30BaHbI TaK, 4TOOBI CYILIECTBOBAlAa BO3MOXKHOCTh B HauOoinee 3ddekTuBHON (DopMe 3HAKOMHTHCS C TIOTPEOHOCTHIO
niokymaresst. [IoHATHO, 9TO MOKymaTesnb - Ipeske Beero yenoBek. OH OKUIAeT, 9To ¢ HUM OyIyT OOXOIUTECS TaK JKE€ BEKIMBO,
KaK C JAPYrMMHU IMOKYyTaTeIsIMU, U eMy OyZeT NpeoCTaBlIeHa TaKas e KaueCTBEHHas YCIyra, Kak JApyruM KIMeHTaM. JTo
OCHOBHOW MUHUMYM TpeOOBaHMI IPH OKa3aHIH YCITYT, 0€30THOCHTEEHO UX TIPUPOIBL.

Omrako, 9T00bI JOOWTHCA yCIiexa, OpraHM3al|sl JIOJDKHA WATH JANBIIe 3TOr0 MHHUMYyMa, OCOOEHHO €CIH YCIyra
COCTOMT M3 OCSI3aEMBIX JICHCTBHIA, 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
HaOJIFOJaTh 3a UCMONHEHNEM YCIYTH M CyAUTh O ee KadecTBe. ClieoBaTeNbHO, KoM(OpPT MOKynartess, ero 0e30MacHOCTb U
o0Imee CaMOYyBCTBHE JOJDKHBI OBITh TTIABHOW 3a00TOH cepBHCHOHM CiyxObl. Ecim ycmyra cBs3aHa ¢ HMYIIECTBOM
THOKYTIATeNs U €ro MPUCYTCTBUE BO BpeMsl OOCITY>KMBAaHUs HE TpeOyeTCs, OCHOBHBIC YCHJINSI CEPBUCHOM OpraHus3aluy OymyT
HarpaBlieHbl Ha 3()EKTHBHBIC ONepalyy, MUHUMH3HPYIOIIME BpeMsl M YCWIWS, KOTOpBIE KIHMEHT NOJDKEH TpaTHTh Ha
NpHOOPETEHUE YCITYTH.

2.CepBucHblii cayxammii. CepBUCHBIN CITy)KaIllUid SBJISAETCS BTOPHIM BOKHBIM YYACTHHUKOM TPOIEcca OKa3aHHsI
yciyr. Kak denoBek OH HajeeTcss Ha YYTHBOCTH TIOKYIATeleH M CBOErO PYKOBOJCTBA M OXKMIAET OT HHX BBIPAKCHHS
071arolapHOCTH 3a BBINOJIHEHHYIO PabOTy, UIs 3TOTO Y HETo eCTh HeOOXOIMMBIE 3HAHHS U clieLaIbHOe 00pasoBaHue. OIHaKo
3TOrO He BCEr/ia I0CTaTOYHO TS YCIICITHOTO Pe3yJIbTaTa P OKa3aH|H! YCITYT.

CepBuCHBIM ciyxamuid  siBisgercss aunoM Qupmel. Ero cinoBa M JedcTBUS  BOCIPUHHUMAIOTCS
MOKYTAaTeJIeM Kak peanu3anusi MOJUTUKH opraHu3anud. OJHOBPEMEHHO MPEAIOaraeTcsi, 4To OH JOJIKEH
JeCcTBOBaTh OT MMEHU TOKYMNaTels U B €ro MHTEepecax, MOTOMY YTO MOKYIMaTelb BBEPUI CeOS WM CBOIO
COOCTBEHHOCTh €T0 TOIMEYEeHHUI0. {15l CepBUCHOTO CITY)KaIlero 3TO JABONCTBEHHOE IMOJIOKEHHE MOXKET CTaTh
npobeMoii, 0COOEHHO KOTJia OH CBSI3aH CTPOTUMH MPABUJIAMH OTPAHHUYEHUSI CBOUX MOJTHOMOYHM WIIM KOT/a
OCHOBHOM MHTEpEC TOKYIATeNsl HE COBIA/IAeT C MOAUTUKON KommaHuy. CiyKaluid, TaK e Kak U MOKyIaTellb,
MOKET MONa/IaTh B CTPECCOBBIE CUTYyallMu. Hampumep, Korja B caMOi yCiyre MpUCyTCTBYET HEKOTOPBI PUCK
JUId TIOKymatens (Kak 3TO MPOMCXOAUT MPU XUPYPrHMUECKOH OMepanuu) WIA JUIs €ro COOCTBEHHOCTH (B
Clly4ae XUMUHMCTKH), CIYyXKallluil JTOJKEH MpPOJIEMOHCTPUPOBATh HEYTO OOJbllee, HEKENMU TEXHHUUYECKYIO
KOMITETEHTHOCTh, — Y HEr0 JOJDKHBI ObITh HABBIKU U CIIOCOOHOCTH YMEHBIIUTH OECHOKOHWCTBO MOKYIATENS
OTHOCHUTEIBHO MPOUCXOIAIIET0. ITO 3HAYUT, YTO Y HETO JIOJKHBI OBITh HABBIKA MEXJIMYHOCTHOTO OOIIEHUS
[6].

CrenyronyM Ba)KHBIM MOMEHTOM, KOTOPBIH HEOOXOIMMO 3allOMHHTb, SIBJISIETCS TO, YTO IS IIOKYNATENs JaHHOE
OKa3aHUE YCIIyT'H MOXKET OBITh MEPBbIM WM OJHAM W3 HEMHOIMX, B TO BPEMsI KaK ISl CIIY)Xalllero — 3T0 OIHO U3 COTEH
B3aMMOJICHCTBHM, IPOUCXOISIIMX B TCUCHUE KaXXI0ro padouero jaHs. ['0/1bl HCIIOJIHEHHS OJHUX U TEX )K€ 3aJaHuil MOT'YT
NOOYIUTh CIY)XKaIMX CMOTPETh Ha OKA3aHUE YCIYTH HCKIIOYUTENBHO KaK Ha TNPOAYKT WX KBAIM(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, OIACeHUS WU
0EeCIOKONCTBO OTHOCUTENBHO YCIYTH U B KAKOM-TO MOMEHT MPOSIBUTH COYYBCTBHE. MHOIIa Ciry>kaliyie T0IKHBI TOJaBIATh
CBOM YYyBCTBa U B3aPIMO)IeI>iCTBOBaTB C MOKyHnaTeJsIMH, AyMas HCKIIOYUTCIBHO O LEIAX OpraHu3al W HHTEpECaX
nokymnarensi. Kopoue roBopsi, cepBUCHBIE CITyXKalllie JOKHBI yMETh CMOTPETh Ha MPOLEcC OKa3aHMs YCIyT C MO3UIMI
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nokynarens. [loaTromy cirykamiuii TOmKeH yUUTHCS pa3BUBaTh B ce0e HABBIKH TaKOTo moBeAeHHs. O4YeBHIHO, YTO 3TO HE
TaK TPOCTO M CaMOCTOSITEIbHOE OOydeHHEe He TrapaHTUPYeT JKelaeMoro pesyibraTa. Pa3BuTHe HaBBIKOB
MEKIMYHOCTHOTO OOIICHHUS, MOAPAa3yMEBAIOIINX JPYXKeTI00Hue, CepAeYHOCTh, 3aMHTEPECOBAHHOCTh U COIIEPEKUBAHHE,
SBTSIETCS. B 3HAYMTENLHOM CTENCHH OOS3aHHOCTBIO pYyKOBOJCTBa. [Ipum BBIOOpE CHyKammX, KOTOpbIE OyIyT
B3aMMOJICHCTBOBATh C IOKYNATEIAMH, 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 npocraBku. CucreMa JIOCTaBKM MOKET PACCMATPUBATHCS B BHJAE JBYX COCTaBISIIOIIMX — OCHOBHOE
MIPOCTPAHCTBO U TOICOOHOE MPOCTPAHCTRBO.

OCHOBHOE TIPOCTPAHCTBO SIBJISIETCSI BUANMOM sl TIOKYTIATENS YaCThIO CUCTEMBI IOCTaBKH. B 3Tol YacTH mokymaresb
B3aMMOZICHCTBYET ¢ pPabOTHUKAMH CEPBHCHOM OpraHWM3allid W BCTYIAeT B KOHTAKT CO CPENCTBAMU OOCIY)KUBAHUSA H
TEXHOJIOTHUECKUMH Tiporieccamu. [lozcoOHoe, mimm 3aKkyrCcHOE, MPOCTPAHCTBO SIBIISETCS HEBUAWMBIM ISl TIOKYTIATeNsd U
NPEACTABISIET CO0O BeCh MEPCOHAN, CPeICTBa OOCITYKHBaHHs1, 000PYIOBAHKE U MPOLIECCHI, KOTOPbIE MOAACPKUBAIOT padoTy
TIepCOHaJIa M TPOIIECCHI, OCYIIECTBISIEMbIE B OCHOBHOM TPOCTPAHCTBE. 10, ITO POUCXOMUT B TIONCOOHOM MPOCTPAHCTBE, HE
MMeeT OTHOLICHUS K TOKYIMATeN0, OTHAKO OIIMOKU B 3TOM YacTH CHCTEMBI JIOCTABKU MOTYT CEPbE3HO BO3ACHCTBOBATH Ha
JESTENTbHOCTH OCHOBHOTO TIPOCTPAHCTBA U YAOBJIETBOPEHNE MMOTPEOHOCTH MOKYTIATESI.

[osToMy Tpy TIPOEKTHPOBAaHWH YCIYIW JOJDKHOE BHFMAHHE JIOJDKHO YAEISTHECS TPOIEccaM, TPOHUCXOISIIM B 30HE
BH/IIMOCTH, TO €CTh B TOM YacTW CHCTEMBI JIOCTaBKH, C KOTOPOH MOTPEOMTENM BCTYMAIOT B MPSMON 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 TIOKYTIATes, eCI OpraHM3allis ToTeprieyia Heyady B KmoueBoi ycmyre. [loatoMy cucteMy 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. Gru3deckoe OKPyKeHHe BKITIOYAET BCE OCSI3aeMBbIe aCTIeKThI MOKYTIATENHECKOr0 TIO3HAHMS
YCITyTH WK CEPBUCHON OpraHHU3allK. 3aKyJIHMCHBIC, WM PACITIONOXKEHHBIC BHE 30HbI BUIMMOCTH, CPEIICTBA OOCITYKUBAHHS
HE CUMTAIOTCS 3HAYMMON YacThIO (PH3UYECKOTO OKPYKEHIIsSI, IOTOMY YTO OHM HAIPSIMYIO HE MO3HAFOTCS MoKymnaTenieM. To ecTb
(hm3mdIecKoe OKpyXKEHHE 3TO OKPYKEHHE, B KOTOPOM YCITyTa JA0CTaBiseTcs U nmotpedsercs. Harmpumep, nHTEphEp 3MaHVIS, B
KOTOPOM pa3MelliaeTcsi CepBUCHAsT OpraHW3allvsl, MapKoBKa aBTOMOOWIEH, JaHmmadT, 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 OOCTaHOBKH OOCITYkMBaHUsL. Ecin mpeaMeToM ocsi3aeMbIX IEWCTBUIA SBISIETCS
TENo 4YenoBeka, KoM(opT u Oe30macHOCTh KIMEHTa JOJDKHBI OBITh TJIABHBIMU TIPU TIPOEKTHPOBAHUH  (HU3UUECKOTO
oKkpyxeHusa. Kak mpaBuito, 4em JIONbINe MOKyIaTesb JOJDKEH HaXOIUTHhCS B MECTE TPEIOCTABICHUS YCIIYT, TeM OOJIBIITYIO
B&KHOCTh TIpHOOpeTaeT (u3nueckoe OKpykeHne. K ToMy e OHO MOXKET BIMATh Ha TIOBEJICHWE Kak TOKyIaTeleH, Tak u
ciykammx. MecnenoBanre notpedieHus MoKa3aso, YTo 00CTaHOBKa 00CITY’KUBAaHHSI MOYKET BIIMSITH Ha MOBEJICHUE TIOKYTIATes
M €ro pelieHne o Mokyrke. CepBUCHBIE CITY)KaIIlke TIPOBOST OOJBIIYIO YacTh CBOETO pabOYero BpeMeHH! B TEX ITOMEIICHUSX,
IJie TPOU3BOMUTCS OOCITY)KHBAHKE, CIIEIOBATEIFHO, HA MX YIOBIETBOPEHHE PabOTOM, MOTHBAIIMIO M UCIIONHEHHE TAKXKe
MOXKET BO3/IEWCTBOBATH (hr3nUecKoe OKpykeHre. OOCTaHOBKa OOCTyKMBaHUS JOJDKHA MPOSKTUPOBATHCS TaK, YTOOBI [IOMOYb
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 OOJBbHHUIIA, a3POHOPT, METPOIIOIMTEH WIIK MapK pa3BICYEHHH, TOMOKET COKPATHTD YHCIIO JIe30pPHEHTUPOBAHHBIX
JIFO7IeH, M30eKaTh MEepPerpy>KEHHOCTH M OCBOOOJIUTE CEPBUCHBIX CIY)KAllIMX 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 CUMTAeT HaumboJiee BaXHBIMU M CTPEMUTCS YIOBJIETBOPUTH B TMEPBYIO OYEpElb.
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, PEJUTHIO,
HCKYCCTBO, Yy HEro MOSBISIOTCS BBICHIME 4YelloBeueckue motpedHocTu. [lpu satom Dpeiin cuuran, 4to
MEXIy CO3HAHMEM U TOJICO3HAHUEM BCETJa COXPAHSAETCS HEYCTPAHUMBIN KOH(MIUKT — OMOIOTHYECKOE
(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-O0YCIOBICHHBIE MOTPEOHOCTH, U MOTPEOHOCTH
COIMAJIbHBIC, BO3HUKAIOIINE TOJIBKO B obOmiectBe. OJHAKO MEXKIY ATUMH TUIAMHU MOTPEOHOCTEH CYIIECTBYET
riryOoKasi B3aUMOCBSI3b. B KaXAylo 3MOXYy OHOJOTHYEcKHe MOTPEOHOCTH YAOBIETBOPSIOTCS MO-Pa3HOMY, — OHHU
NPUHUMAIOT Pa3IMYHBIE COYUanbHo-00ycroeiennvle GopMbl. OOmECTBO BbIpabaThIBaeT MPHEMBI, TPAIULIUN U
npaBwia ux ynosinerBopeHus. K. Mapkce mucan mo 3tomy moBony: «['ojog ecTh Tofiofd, OQHAKO TOJI0J, KOTOPHIMA
YTOJIIETCSI BAaPEHBIM MSCOM, ITOEJaeMbIM C TIOMOIIBIO HOXKa M BWJIKH, 9TO MHOW TOJIOJ, YeM TOT, IPU KOTOPOM
IPOTJIATHIBAIOT CHIPOE MSCO C MOMOLIBIO PYK, HOrTed M 3yGoB»'. I109TOMY CEpBUCHBIE YCIIYIH, CBS3aHHBIE C
YVAOBJICTBOPCHHEM  0a30BbIX, B OCHOBHOM  OHOJIOTMYECKHMX  IOTPEOHOCTEH, HEU30EKHO  JIOJDKHBI
IBOJIIOIMOHUPOBATH, pearupys Ha H3MEHEHUS COLMOKYIbTYPHON CUTYalHH.

Kpome moTrpeOGHOCTEN OHMONIOTHMYECKUX CYHIECTBYIOT MU COOCTBEHHO COI[MAIbHBIC 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
Ouonorumyeckux. B o000l conmanbHON MOTPEOHOCTH CONCPKHUTCA BKIIOYCHHBIH B Hee Ouorouueckuil
KOMNOHenm, KOTOPBIH HEOOXOIMMO 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
BOCIIPUHMMATh TakoW e o00beM HH(POpMamHuH, KakK B3pPOCIHbIA, — 3TO YHCTO OWOJIIOTHYECKas OCOOEHHOCTH
YeIoBeKa, HUKAK HE 3aBUCAIIAS OT 00IEeCTBEHHOTO cTpos [3].

HecmoTps Ha mmpokoe mpu3HaHWe, Teopruu Macioy HEeZOCTaTOYHO JUIS TOTO, YTOOBI OOBSCHHUTH MOBEICHUE
COBPEMEHHBIX MOTpeduTenei Bo BpeMs MOKynky. CoOBpeMeHHbIe 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
JKM3HU, BKYCBI, OXHJIaHUSI M TPeOOBaHMS — TOCTOSIHHO MEHSIOTCS M Pa3HOCTOPOHHE Pa3BHBAIOTCS. OTH (HaKTOPHI
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
HHUX — MOJCIb XOYKI/IHca becra un KOHI/I, OCHOBaHHasA Ha MOJCIN PCHICHUA HOTpeGI/ITe.HH B 3aBHUCHMOCTH OT
NPUHAUICKHOCTH K POXy. ODTO ommcarenbHas MOAENb, KOTOopass H300pakaeT MPUHATHE PpELICHHs Kak IpoLecc
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YIOBJICTBOPEHUS Pa3UYHBIX MOTPEOHOCTEH, KOTOpbIC BBIICISIOTCS M3 00pa3a J>KM3HM MoTpeduTens. Mopenb
npe/icTaBlIeHa Ha pucyHke 3 [6].
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Pucynok 3 - Mojens noBeieHust TOTpeOUTeIs.

O06pa3 *KHU3HU UI'PaeT TIaBHYIO PoJib B (popMUpOBaHUM OTpeOHOCTEH 1 OTHOLIEHHHA. O0pa3 ®KHU3HHU — 3TO TO, KaK
yenoBek jkuBeT. Cro/ia BXOJIAT TOBAPHI U YCIYTH, KOTOPBIE MOTPEOHUTEND TTOKYIIAET, a TAKXKE TO, KAK OH UX OIICHUBAET U KaK
OH BUIHUT camoro ce0si. OOpa3 >KW3HM YeJIOBEKA WM CEMBH SIBIISIETCS] PE3YJIbTaTOM MHOTHX BIMSHHH, KaK IMOKa3aHO Ha
pUCYHKe. DTH BIMSHHUSA MOTYT OBITh ONMCAHBI B BUJIE ABYX MOATPYIII: BHEIIHUE ¥ BHYTPEHHHE BIMSIHUS

BHenIHMe BJIMSIHUS. BHemHuMy SBISIOTCH CHIIBI BHE cdepbl BIUSHUS WHIWBUAYyMa, YTO, TEM HE

MeHee, (OpMHUpYeT BHEIIHIOI Cpedy, B KOTOpOM oH »wuBeT. ClieoBaTelbHO, 3TH CHIIbI BJIMSIOT HA TO, KaK YKHBET
WHIVMBUIYYM, BOCIIPUHUMAET OKPYKAIOIINI €T0 MUp, TyMaeT U NPUHUMAET PELICHHMS, BKIIIOYasl PEILICHHUS O TIOKYIIKE.

Kynemypa siBnsiercst BaxHeHIIeH XxapakTepHUCTHKON 00IIecTBa, M MO 3TOW NPUYMHE OHA BIMSET IOYTH HA BCE,
YTO MBI JI€JIacM WJIN KaK MBI JyMacM. KyJH)Typa Mn3y4acTCd U HE ABJIACTCA YEM-TO CTAaTUYHBLIM; C TCHCHUEM BPEMCHH OHA
MeHseTCsl, OOBIMHO OueHb MeasieHHO. OAHAKo KyJbTypa He sBIseTcs HaOOpOM MpaBHil IOBEACHHS; CKOpee OHa
OTIpEeIETISIET TPAHUIIBI, BHYTPH KOTOPBIX OOJIBITWHCTBO JIFOJICH TyMaeT U JEHCTBYET.

ScHo, YTO KynbTypa pyKOBOJWT M HAIPABIIIET HAIlle MBIIUICHUE W TIOBEJICHHE, U TO3TOMY OHA MMEET 3HAUMTEIbHOE
BIIMSIHUE HA HAIIM PELICHHS O MOTPEOICHNH.

Llennocmu — 310 4YacTh KyNBTYpBI, IONydaeMmas OT POIWTENeH, CEMBbH, PEMTMO3HBIX OpraHu3aI|i, IIKOIbI U
OKpykatorieii cpensl. KyabTypHbIe LIEHHOCTH — 3TO IIMPOKO MOJUIEPKUBaeMble YOSKIEHNS], ONPECIISIIOIIHE, UTO KENaTeNIbHO 1
4to BepHO. LIeHHOCTH MOryT OBbITh CAaMOOPHEHTHPOBAHHBIMU, OPUEHTHPYEMBIMU JAPYTHMU HITH OPHEHTHPYEMBIME OKPY>KaroIIeH
cpenoii. CaMOOpHEHTHPOBAHHBIE IIEHHOCTH KACAFOTCS WHIMBHIYyMa, OHH OTPaKAIOT €ro el W OOIIMH MOIXOA K KHM3HU.
Llennocty, opueHTHpYEMBIE IPYTHMH, OTPKALOT JKeJIaHHs1 00IECTBA, KACAIOLIMECs: B3AMMOOTHOLICHIH MEXTy HHANBUILYYMOM
u Tpymamy. LleHHOCTH, OpHEeHTHpyeMBble OKpY)KaroIlel Cpefol, BOIUIOMIAIOT IpPECTABICHHS OOIIECTBA O YKENaTeJbHBIX
B3aMMOOTHOILICHUSIX MHUBUIYYMA C €r0 SKOHOMHYECKOH 1 IPUPOTHOHN Cpeaoil.
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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
onpe/IeNIeHs] TEHICHITNH N3MEHEHHS BAXKHBIX XapaKTEPUCTUK HACEIICHHSL.

CoyuanvHoltl cmamyc — 3TO TIOJOKEHWE WHAMBUIYyMa OTHOCHTENIBHO OCTaJbHBIX WICHOB OOIIECTBA B
TEPMHHOJIOTAH HEKOTOPBIX M3BMEPUMbIX JIEMOTPadHUECKIX XapaKTePUCTHK, TAKHX Kak oOpa3oBaHHe, TpodeccHs U TOXOI.
NuauBumyyMbl ¢ OMMHAKOBBIM WM TIOX0XKHM CTaTyCOM HICHTHOHIMPYIOTCS KaK COIMANbHBIN 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 MEXITY COIUaTbHBIMU
KJIacCaMK TIOMOTaIOT KOMITAHUSIM pa3padaThIBaTh pa3HbIC YCIYTU JJIsl TOTO, YTOOBI BBITIOJHATE Pa3IHYHbIC MOTPEOHOCTH
mofe B Kaxaol rpymme. Hampumep, OaHKM pasHbIM KIMEHTaM MPEAJIaraloT pa3Hble YPOBHH OOCTYKUBAHUSL,
3aBUCSAIIINE OT OJIArOCOCTOSIHUSI KITUCHTA.

Pegpepernmnuas epynna. I'pynma — 3T0 COBOKYIHOCTB JIFOJIeH, OOBEAMHEHHBIX OOLIMMH HMHTepecaMu. | pymmsi
(hopMUPYIOTCS, TIOTOMY 4YTO JIIOJM C aHAJIOTHYHBIMH HWHTEPECAMH, IESMH, IIEHHOCTSIMH HIH YOCKICHUSIMHU XOTST
o0ImaThes APYr ¢ IpyroM, oOMeHHBaThcs MH(oOpMarmeil win paboTaTh Ha OOIIHME TEH. [ pyIIibl, KOTOPbIE OKa3bIBAIOT
BIMSHUEC TIa TOKYIATeIhCKUE PEIICHUsS JIIOCH, Has3bIBalOTCA pedepeHTHhIMU TpymmaMu. CeMbs, TPYIIBI JpY3ei,
(hopMasTbHBIEC CONMATEHBIC TPYIITIBI U paboure TPYIITHI SBISIOTCS NMpUMepaMu pe)epeHTHBIX TPyl PekiaMHble KOMIaHUH,
00palasch K OMPEACIICHHOMN TPYIIIe, MPU3bIBAIOT €€ WICHOB JIEaTh MOKYIIKH IS TOTO, YTOOBI COOTBETCTBOBATh HOPMaM U
HEHHOCTSIM TPYIIIIBL.

Jlomawmee xossiicmgo ¢ OByMsl WM Ooliee JIFOIbMH SIBISIETCS, C OJJHOW CTOpPOHBI, peepeHTHON TPpyMIoH, a ¢
JPYTOi CTOPOHBI — MOTPEOUTENBCKOM eMHUIICH. Y CIIyTH, Takue Kak Tele(oH, KaOeIbHOE TEICBUCHHUE, DIEKTPHUECTBO,
BBIBO3 Mycopa, 0€30MacHOCTh, TIOJUIIUS U TIOXKApHAsT OXpaHa, PE/IaraloTes IOMAITHAM XO03SHCTBAM; TOTOMY TIEPEMEHBI
B JieMorpa(uu TOMAIIIHEro X03s4HCTBa U 00pa3iax NoTpeOIeHHs SIBISIOTCS O0BIYHO 00JI€e BaKHBIMU, YEM IEPEMCHBI B
OO0IIMX XapaKTePUCTUKAX HACEIICHHS JIJTS IPEIOKEHHUS STUX YCIYT.

Mapremuneosvie 6030eticmeus (HOKYCUPYIOTCS Ha BBICTPAMBAaHHMH M YKPEIJICHUM B3aWMOOTHOIIICHHUH C
KJIMCHTAMH, YTO HPUHOCUT BBITOAY 00cuM cTopoHaM. OHHM B3aMMOJICHCTBYIOT U C BHEIIHUMH, U C BHYTPCHHUMHU
(bakTopaMu. Y MapKeTOJIOrOB JIOJDKHO OBITh TAaKXKe XOpolliee MOHMMAaHWE BHYTPEHHUX (DaKTOPOB, KOTOPHIC HIPAIOT
3HAYUTEIILHYIO POJIb B MPUHATUM KJIMEHTOM pellicHHs MOKynaTh. CepBUCHBIC OpraHU3alMyi 00paIaroTcs K HEKOTOPBIM
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 BIUSHUAMU. [IOHSATHO, YTO OHM MOTYT BO3HHKATh B pe3yJbTaTe BIMAHHUS OKPY)KAIOIIEH CpEeIbl, OJJHAKO
SIBTISIFOTCS. YHUKAIBGHBIME JUISL KXOTO WHIMBHIYYyMa; 3TO 3HAYHUT, YTO OJHH M Te K& COOBITHS OYIyT BBI3BIBATH
Pa3MYHYIO PEAKLIUIO PA3HBIX UHIUBUIYYMOB.

Omoyuu — 3TO CUIBHBIE W HEKOHTPOJHMPYEMbIE UyBCTBAa, KOTOPHIE B OCHOBHOM BBI3BIBAIOTCS BHEIIHUMH
coObITEsiMU. CTpax, THEB, pafocTh, TMe4allb, OTBPAIICHUE, OKUIaHHE W yIUBICHHE CUUTAIOTCS OCHOBHBIMH SMOIUSIMH.
[cuxonornyeckre MepeMeHbl, TaKWe Kak ydYallleHHOEe CepAlcOMeHHe, YCHICHHOE BBIJCIICHHWE IM0Ta M TPEPhIBUCTOC
JIBIXaHUe, TMPUHUMAIOTCS 32 TPOSBICHHWE SMONWH. OMOIMH MOTYT OBITH TOJIOXKHUTEIFHBIMH M OTPUIATEILHBIMHU.
Haubonee yacto moTpeOUTENH UIMYT MPOAYKTHI M YCIYTH, KOTOPBIE MPUBOIAT K MPOOYKISHHUIO MTO3UTHBHBIX 3MOIIHH.
OnmHako KHHOMWIBM WM KHUTA, KOTOpbIE JIENAIOT HAC MCYATIbHBIMH, COBCEM HeE OOS3aTelbHO CUMTAIOTCH TUIOXHM
NOTPEOUTENBCKUM OIBITOM. [lakeT NpHKIIOYEeHYECKUX IMyTEeHIeCTBUM, KMHO, KHUTH, MY3bIKa, — COOCTBEHHO, BCE THIIBI
pa3BIIEKaTENBHBIX YCIYT 00PAIIAFOTCS K AMOLSIM.

JIuurocmb — 3TO TIETIBIA HA0OP TICMXOJIOTHIECKUX XapaKTEPUCTHK, KOTOPHIE CBOMCTBEHHBI MHIMBITYYMY. VI3BeCTHO, UTO
JIMYHOCTh UIPaeT BOKHYIO POJib B PEILICHHM MHAMBHIYYMa IOKYIAThb M B CHOCOOE, KOTOPHIM OH OTKIIMKAETCS HAa PEKiIaMHbIC
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 BAKHO TIOHMMAaTh MOTHBBI POCTa TOTPEOJICHUSI CBOMX
TOBapoB | yciyr. Hanpumep, yBeinueHre KOIMYecTBa KPak MOXKET MOBBICUTH OTPEOHOCTh MHAMBHAYATIEHON Oe301aCHOCTH,
KOTOpast MOTHUBHPYET MOKYTIKY JIOMa C CHCTEMO OXpaHBbI WITH MPHOOPETEHNE COOTBETCTBYIOIIEH 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 MOMyYaroT 3HAHUS, MPUBOIAIME K M3MEHEHHSIM B JIOJTOCPOYHOM
nmamsATi. Mpl yauMmcs B TOT MOMEHT, KOrja TofydeHHas MH(OpMalMs CTAaHOBHTCS YACTHIO HAILleH JIOTOCPOYHOM MaMsITHL.
BOoMBIIMHCTBO HAMX [IEHHOCTEH, YCTAHOBOK, TIPSATIOUTCHIH, BKYCOB M HAIIIe TIOBEICHHC M3yJAIOTCS. 3HAHHME TOBAPOB 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
MHpOPMAIIN 151 IOTPEONTENBECKIX TIeIeld MHOTO, I OHH BKITFOYAFOT CEMBIO, JPy3ei, CpeicTBa MaccoBOi MH(MOPMAITIH, PEKIaMmy,
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 TOKYIKE, 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 npencrapiser CTib KU3HI
noTpeOuTeNs Kak (yHKIMIO BHYTPEHHMX M BHEUIHUX BIMSHUA. B cBOIO ovepenp, 0Opa3 >KM3HH MOTPEOUTENSI OKa3bIBACT
BIIMSTHHE Ha OTHOIICHHS U MIOTPEOHOCTH, KOTOPBIe (POPMUPYIOT MPOIIECC MPUHSATHS PEIISHNs, TOKa3aHHbIH Ha PUCYHKE 3.
PaccMoTpum Gostee oApoOHO AJIEMEHTHI JAHHOTO Tpoliecca.

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 nadpopmanuo. HyxHsl 1Ba THIIa HHGOpMany; HHOOPMAIUS s pa3BUTHS KpUTEpHs 3 (HEKTUBHOTO
petieHus 1 MHGOPMAIIHS O CYHICCTBYIOIINX MapKax. Bpems, motpaueHHOE OTPEOHUTENIeM Ha 3TOM CTa Iy, BAPbUPYETCSI U
3aBHUCHT OT TPUPOBI 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 wWHGpOpMaIWO. PesynmpTpyronmii Ha0Op albTepHATHB WA MapOK W3BECTEH KaK IIOJHBIA HaOop.
Pa3paboTanublii KpuTepuid IUIs BeIOOpa TOBapa WM YCIYI'M Ha3bIBa€TCs OLCHOYHBIM KpuTepueM. HekoropbiMu
MpUMEpPaMU KPUTEPUEB, WCIOJIB3YyEMBIX IMPH BHIOOpPE YCIYT, SBISIOTCS IIEHA, 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 UTPAIOT BAXXHYIO POJIb IIPU IIPUHATHHA JAHHOI'O PEILICHUS.

Peaxyua na nokynky. llocne npenocraBlieHHs YCIYyTH BOZMOXKEH OJMH W3 CIEAYIONINX BAPHAHTOB €€ OIEHKH: 1)
BBITIOJTHEHHE PabOTHl OMpPABIBIBACT OXKUJAAHUS TOTPEOUTENs, TPUBOAS K HEWTPaIbHOMY UYBCTBY YIOBJIETBOPEHUS; 2)
BBITIOJTHEHHE pabOThI MPEBOCXOANUT OXKUIAHUS, U MOTPEOUTENTh BOCXHIIICH, YTO M3BECTHO KaK IMO3UTUBHOE OTHONICHUE; 3)
BBIITOJIHCHUEC paGOTbI HEC OIpaBAbIBACT OXWIaHUA, U HOTpeGI/ITeJ'H) HE YIOBJICTBOPCH, YTO M3BECTHO KAaK HCTATHBHOC
OTHOIIICHUC. HOBTOpHaSI IMOKYIIKa HaI/I6OJ'Iee BEpOATHA TOrAa, Koraa pe€3yjabTaTOM ABIACTCA NO3UTHBHOC OTHOUICHUE UJIN
HelTpabHOe 4yBCTBO. OIBIT U BIIEYATIICHHE IMOTPEOUTENsT OTHOCUTEIHHO TOBapa WM YCIYTH CTAHOBSTCS BXOTHBIMHU
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, U3BECTHOM KaK MOJIENb «PACXOKACHU». DTa MOJIETh JaeT 0o0IIee MpeICTaBIeHne KauecTBa YCIyTH
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 MCCIIEOBAaHMS, HEaJeKBaTHOE OTHOIICHUE K Pe3yJIbTaTaM MCCIEIOBaHNN 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
crnenuuKauiIM H3-32 HECIOCOOHOCTH WMJIM HEXXENaHHs CIYKallUX BBIIONHUTH YCIYTy Kak Hago. IIpuunHbl 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 pacxoxIeHue Hanbojee BaXXHO, MO0, €CIM KIMEHT CUUTAET, YTO OH IOJYyYHJ MEHbLIE, YeM OXKHIal, OH OyIeT
CHJIHO Pa304apOoBaH.

IIpakTuka 6. LlenHocTs yciayru

BricTymuienus ¢ JokIagamu.
BriBoggr.

Huckyccus.
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IIpakTuka 7. KOHKYpeHTOCIIOCOOHOCTH yCayr

KoHKypeHTOCIOCOOHOCTh  yCIAyr — 3TO BEJIMYMHA JOBOJBHO 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, OOOCHOBBIBAIOILE COOTBETCTBUE YCIYIM HOpMaM, CTaHIapTaM H
IIpaBUJIaM;

- OPraHU3alMOHHBIC, XaPAKTCPHU3YIOIUC YCIOBI IIPCAOCTABIICHUSA YCIIYT,

- KJIacCU(UKAIIMOHHBIE, BhIpAXKAIOIIME PUHAICKHOCTD K OMPEICICHHOMY BUTY (KJ1accy)
YCIIYT;

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

- OProHOMHYCCKHEC, OTpakKarolmue COOTBCTCTBUC YCIIYI'd CBOMCTBAM 4YEJIOBEUYCCKOTO
OopranmnsmMa v IICUXUKH,

- 3CTETUYECKHE, XApPaKTEPU3YIOLIHE CIOCOOHOCTh YCIYTM BBI3bIBaTh IOJIOKHUTEIBHBIC
AOMOLIMH NP 3PUTEIIEHOM BOCIPUSATHH YCIIOBUM ITPEIOCTABICHUS 3TON YCIIYTH;

- COIUAJIBHBIC, C IIOMOIIBIO KOTOPBIX OTPAKACTCA COOTBCTCTBUC YCIIYTH 0COOEHHOCTSIM
JIMYHOCTH, OHpe,Z[eJIGHHOﬁ COI.IHEU'IBHOﬁ I'PYIIIIBI X1 BCECT'O O6HIGCTBEL

JlampHelImass MeToJMKa OILICHKH KOHKYPEHTOCIIOCOOHOCTH 3aKIIIOYaeTcss B TMpHAayue
Ka4eCTBEHHBIM XapaKTEPUCTUKAM KOJMYECTBEHHOU (POPMBI BBIPAKEHUS ITyTEM HCITOJIb30BAaHUS
OaTBHBIX OIIEHOK, MOJTyYEeHHBIX KCHEPTHBIM ITyTeM. CyTh METO/Ia COCTOUT B pa3pabOTKE CIHCKA
TJIAaBHBIX OIEHOYHBIX ITOKa3aTeliel, TO €CTh B OCHOBY OEpYTCS TOJBKO T€ CBOMCTBA, K KOTOPHIM
NPOSIBISIIOT MHTEPEC TOTPEOMTENH. 3aTeM NPUCTYMAIOT K PAHKUPOBAHHWIO ITOKa3aTeleit
UCKITIOYMTEIBHO C TOYKH 3pPEHHS TOTPEOUTEICH IO CTENeHW 3HAYMMOCTH (OMpEaeisOTCS
K03(h(DUIIMEHTBI 3HAYMMOCTH TIOKa3aTeNeH a; ).

CnenyronmM  JeMCTBUEM SIBIISIETCSl OalibHAs OIIGHKA BBIOpaHHBIX —TOKa3aTesIeH.
OcCymIecTBIsICTCS OHA OTICNIBHO JJISi KaXXJI0ro paccMaTpyUBaeMOro MOKa3aTensl MO KaKIOW U3

KOHKYPHPYIOIHX YCIIyT (onpenensitorcst K; ).

CoBokymnHass OanmbHast oueHka K, I KaKAOM M3 KOHKYPUPYIOUIMX — YCIyT
i=n
paccunThsIBaetcs 1o gopmyie K, = Y a; x K; . Hanbonee KOHKypeHTOCTIOCOOHO# ycimyre Oyaer
i=l
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 CBsSI3b OCHOBHBIX
MAapKETUHTOBBIX TIOCIIAHUH C LIEJIEBBIMU ayTUTOPUSIMU [4].

VYcnemHas pabota MapKeTHHra 3aBUCUT HE TOJBKO OT HYKHOIO HPOAYKTa XOPOLIEro KauecTsa,
OPUEHTUPOBAHHOTO HA PBIHOK, IICHOBOM IMOJUTUKH, HaJeKHOW M 3(P(EeKTHUBHONU ceTu AUCTPUOBIOTOPOB.
HeoOxonuma Takke cucrematndeckas U 3()QexTuBHAS CBSI3b C MOTEHUUAIbHBIM KIMEHTOM U TOPTrOBBIMU
MOCPEAHUKAMH, YTO COKpAILlaeT Pa3pbIB MEX1y IIPOU3BOUTENIEM YCIYTU U ee noTpeduteneM. [ maBHas 1enb
9TOM CBSI3M — OKazaHWE BIMSHHUS Ha LiejeByro rpymmy. HeoOxonnMo BHYIIUTH Takoe IMpelcTaBiIeHHE 00
yciyre, KOTOpOe M3MEHMIIO ObI CYIIECTBOBABIINE J0 3TOTO B3TJIS/AbI U TIOBIHSUIIO HA Oyylee MoBeieHUE.

Cy1ecTByeT yuemsipe cnocoba npoosudiceHus ycuye.

- pekiama (advertising)

- nepcoHanbHas npoaaxa (personal sell)

- crumysupoBaHue cobiTa (sales promotion)

- CBs3U ¢ obmecTBeHHOCTRIO (public relations)

HeBO3MOKHO ~ JIOCTHYB ~ JKEIAaeMOro  pe3yibTara, eCIM  KCHOJB30BaTh  TOJBKO  OJHH
KOMMYHHUKAIIMOHHBIA KaHaj. B mporpaMme MpOABHKEHHS IOJDKHBI OBITH CKOMOMHHPOBAHBI pPa3IMYHbIE
Metoasl. 1o CylmecTBy BakeH IOTEHIMAI KaKIOTO W3 METOJOB IPOJBMIKEHHS M WX IOTEHIMAT II0
B3aMMOIIOJJICPIKKE.

1) Pexaama mnpencraBiasier co0oi HETUYHbIE (OPMBI KOMMYHHUKAIMH, OCYIICCTBIIICMBIC
MOCPEACTBOM IIIATHBIX CPEICTB paclpocTpaHeHUs WHOOpPMANWU, C YETKO YKa3aHHBIM HCTOYHHKOM
¢dbunancupoBanus. Pexinama — popMa, KoTopast HCHIOIB3YeTCs [Tl TIOCTHXKEHUS MHOXKECTBA IeNei, a UMEHHO
JUIsL pacrpocTpaHeHusi WH(GOpMalMd O HOBOHM yciyre, Uisi 0ObsABIEHUS 00 W3MEHEHHUU IICHBI, CKHUIKAX,
JaproTax, GOpMUPOBAHUS UMUIKA CEPBUCHON (DUPMBI U T.11.

Llenp pekiamMbl — IMPpUBJICYb BHUMAHUC, BO36y,[[I/IT]':> HHTCPEC, NCPCaaThb I/IH(i)OpMaLII/IIO, MOJIC3HYIO JJIA

MNOTCHIIMAJIBHOT'O l'IOTpe6I/ITCJ'I$I, U 3aCTaBUTh ACUCTBOBATh €ro OIMPCACIICHHBIM 06pa30M, HaIlrpumep,
IIOCCTUTD (I)I/ITHeC'KJ'Iy6 u T.0. Peknama — 310 (1)opMa MacCOBOM CBA3U, NPpCAHA3HAYCHHAA IJI1 OOJIBIIIOTO
qucia Jaei OIHOBPEMCHHO.

B cdepe yernyr npuMeHSIIOTCS TPAKTHUECKU BCE PeKiaMHble CPeOCmBa:

a) Pexnama 6 cpeocmeax maccogoti ungopmayuu: TeNeBUICHUE, paaAuo0, Ta3eThl, )KypHAJIbL.
Ee rnaBHas xapakTepuUCTHKa — BO3MOXHOCTh COOOLIATh PEKJIaMHYI0 MH(oOpMaIuio OOJbIION ayJuTOpUu.
CrouMOCTh TakOM peKiIaMbl 3aBUCHUT OT MHOXXECTBa (DaKTOPOB: CTpaHbl, BHIOPAHHOTO CpeACTBa (caMoii
JIOpOTOi1 SIBJIETCS TEIEBU3NOHHASA), IPOJLOJKUTEIBHOCTH U T. 1.

Ka)K,Z[OC N3 PCKIAMHBIX CpPCIACTB B CMMU wmmeet cBou npenumMynecTBa 1 HEAOCTATKHU. HaHpI/IMCp,
pPCKiIaMa B XYpHaJIC CTOUT HOPOKE, UYCM B TI'a3€TC, HO €€ KauCCTBO Iopa3 0 BbIINIC U I/136I/IpaTCJ'IBHOCTL
AyAUTOPUN JOCTATOUYHO BBICOKA.

0) Kamanoau, 6pouiopsl, HcypHaiIbl COOCMBEHHO20 U30AHUSL, NPOCNEKMbL.

B xaramorax cozepxutcs moJsiesHas uH(pOpMaIUs i1 MOTCHIMAIBHBIX ToTpeduTeneit. OHu MOTyT
MCIIOJIb30BaThCA B KAaU€CTBE CIPABOYHUKOB U MPEAOCTABIIAIOT OMUCAHUS TOBAPOB U YCIYT, WUIIOCTPALIMH,
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IPOrPaMMbl, BUJIbI I€ATEILHOCTU CEPBUCHON (PUPMBI U T. . BpOIIIOpsI ¥ MPOCTIEKTHl MEHEE BMECTUTEIbHBI,
YeM KaTaJord, HO UX MPOU3BOJCTBO MEHEE TPYAOEMKO U ropasno aemenie. OObuHO Opolltopa WM
IPOCTIEKT TOCBSINAIOTCS TOJBKO OAHOMY BHIY YCIYT, MPEAOCTaBIss MpHU 3TOM Oojiee MOApPOOHOE HX
OIMCAHUE.

B) Vauunaa pexniama: cmayuonapnas u mpausumuas (TUIAKaTHl, LIUTHI, pekiamMa Ha
Tpancnopte). s cranMoHapHOW peKiIaMbl BaXHBIM  (akTopoM 3(ddexkTuBHOCTH —SBISETCA  ee
Mecropacrnojiokenue. [Ipudyem uHbOpMaLUsS HA MIUTE WIK TUIAKATE JODKHA OBITh KOPOTKOM M SICHOM, Tak
Kak 00BeM coo0mmaeMoil WHGOpMAIMK OTPaHWYEH HE TOJIBKO pa3MepamMH IIHTa, HO U CIIOCOOHOCTHIO
YeJI0BeKa BOCIIPHUHSATH e¢. boJblas 4acTh ee mepeacTcsi yepe3 CUMBOJIBI U KAPTHHKH. DTOT BUJ PEKJIAMbI
0OBIYHO MCIIOJIB3YIOT B KAUECTBE JOMOIHEHHS K pekiame B CMU.

r) Pexnama 6 nynkme okazanus yciye: pekjaMa W IJIaKaThl Ha CTeHaX oQuca CEepBUCHOMN
KoMrnaHuM. L[eHHOCTh JaHHOM pekiiamMbl 3aKJII0YaeTcsl B TOM, UYTO KIJIMEHT CTaJIKMBAaeTCs C HEll, Korja oH
HAXOJUTCS €lle B IMpolecce MPUHATHS pelIeHus. 3ajada Takol peKiaMbl — HAIOMHUTH KJIMEHTaM O TOM
pexIaMHON HHPOPMAIUH, C KOTOPOU OHH YK€ CTAIKUBAJINCh PAaHBIIIE B CPEJICTBAX MACCOBOM MH(OpMALIHUH.

2) CtumyupoBaHue cObITA BKIIIOUAET B ce0s psiji CPEACTB KOMMYHUKAIIMH JJISl CO3JJaHUs] YCIOBHMA
HEMEJJICHHOTO pocTa cObITa Ha OrPaHUYCHHBIN Mepuoja BpeMeHu. Cpenyd METOIOB MPOABMKEHHUS ITHPOKO
UCIIONIB3YIOTCSl Pa3NIMYHbIe CKUAKH, JIbIOThI, KOHKYPCHI, JTOTEPEU, UTPhI, a TaK K€ y4acTHE B BBHICTaBKaX.
Hampumep, B HHIyCTpUM TOCTENPUUMCTBA MPAKTUKYIOT MPEIJIOKEHHUS OECIJIaTHBIX HOYEBOK WIIH
OeCIUTaTHOM JIETyCTallui KPETKUX HAITUTKOB B PECTOPAaHAX B LIEJISX MOBBIIIEHUS CIIPOCa Ha UX MPOAYKIIHUIO B
onpeseNeHHbI neproyl. KoHeYHO, 3TH MEpOIpPHSTHS IMOBBIMIAIOT Ce0ECTOMMOCTh MPOIYKTa, MO3TOMY HX
MPUMEHSIOT B TEUCHHE HETIPOAOIKUTEIHLHOTO BPEMEHH.

Ocoboe MecTo cpead METOOUK MPOABIDKEHHS 3aHMMAIOT TaK Ha3blBAEMOE WHTEPAKTUBHOE
IPOJBUKEHHE, KOTOPOE BKJIOYAET IMPOrpaMMbl TEJIEMAapKETUHra U IPOJBUKEHHE HAa OCHOBE HMHTEPHET.
Opnaxo "knOepMapKeTHHT" BCE €1lle HAaXOJUTCS Ha CTaJUH SKCIIEpUMEHTA.

PexkniaMa u crumynupoBaHue cObITa CIIOCOOHBI paboOTaTh COBMECTHO, CO37aBasi CHHEPTU3M, B
KOTOPOM OJIMH THUII IIOOIIPEHUS CIIOCOOCTBYET MOBBIILIEHUIO A3((HEKTUBHOCTH JIPYTOro.

3) PR(public relations) — 3To ucnonp3oBanue nHGOPMAIMHK IS BIUSHHS Ha OOMIECTBCHHOE MHECHUE.
OTO 4YacTh KOMMYHHUKallMOHHOW paboTel ¢upmbl. WX menp — co3zmaHue Xxopouled penyrauuu (QUpMBI,
MOJAKPEIUICHHON (hakTaMu, Tak, YTOOBI (pupMa MOIJIa JOCTHYh CBOM II€JId B arMocdepe OIarompusiTHOro
MHEHHUS O cede.

OTnnyaroTcss OHM TeM, 4TO Mpu omiate mecra U BpemeHn B CMU He ykas3bIBaeTcss HMCTOYHUK
(uHaHCUPOBAaHUS U Ha MOJAEPKKY MPOAAX BIUSET KOCBEHHO. PR ciyxar mist 61aronpusiTHOro kKiumara,
JUIsL CTUMYJIMpOBaHUs cObiTa U pekiambl. Hbopmanus nepenaercs mpecc-peau30B UM PelIaKIIMOHHBIX
3aMEeTOK, a TaKkke ornpoBepxeHHil. UToObl NMpenoTBpaTUTh MOSBICHHE HEI0OpPOCOBECTHOW HHGpOpMaIuH,
KOMITAHUH YacTO YCTaHABIMBAIOT 3HAKOMCTBA C BIMUATEIbHBIMA HHPOPMALMOHHBIMU areHTaMHU.

4) IlepcoHanbHas mpoaaxka. ITOT METOJ BKJIIOYAE€T B OCHOBHOM OOILEHHE «T€T-a-TE€T» WIH IO
TenepOHy MEXIy NpOAAaBLOM M KIWEHTaMH. Ero 4acto NpUMEHSIOT, HalpUMeEp, MEHEIDKEpHl 110
OpraHu3aly KOH(GEPEeHIN KPYIMHBIX 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) 3nauumenvhvie HO8088edeHUsA. DTO YCIYTH, HOBBIE BO BCEM MHUPE», PHIHKA KOTOPHIX €Ile TOYHO He
OMpeACJICHBI U HE HMCIOT PasMEpOB. OHH BKIIIOYAIOT BBICOKYIO CTCIICHb HCOIPCACJICHHOCTH MW PHCKA. Hounas
JOCTaBKa HEOOJIBIINX IIOCBIJIOK, BBC€ACHHAas xommauuei Federal EXpreSS, CIIYKUT APKUM HOPUMCPOM 3TOro BHUJA
HOBOBBCICHHUS.

2) 3anyck  Hosbix 6u006 OesmenvHocmu. HeKoTOpble HOBBIE YCIyTH TMpepiaraloT HOBBIE U
WHHOBAIMOHHBIE PEMICHUS I OOBIYHBIX MOTpeOHOCTEH TOTpeOuTeNnel, KOTOphle HCIIONB3YIOT YXKE CYIIECTBYIOIIHNE
yCIIyTd. DTH HOBBIE YCIYTH MOTYT TPEAJIaraTbCs B BHIE MHHOBAIMOHHOTO HAOOpa y)Ke CYIIECTBYIOIIUX YCIYT,
IpejlaraéMblXx B OJHOM cucreMe. Hampumep, opraHusanuy 34paBOOXPaHEHHsS MOTYT Ipeaararb yciIyrd Bpaden
o011el mpakTUKH, ycIyru JabopaTopuil 1 KaOMHETOB PEHTTEHOBCKOTO aHAIIN3a, & HHOTJA YCIYTH alTeK IO OTHOU H
TOM Xe KprIHCﬁ, LITO6I:.I ManyEHTBI MOTJIX MMOJIYYUTh BCC HYXXHBIC YCIIYTM B OJHOM M TOM K€ MCCTE.

3) OcgoeHue H080U NPOOYKYUL 0I5 Yiice CYUWeCm8yroue20 polHKa yciye. ITa KaTeropusl BKIIFOYaeT HOBbIE
YCIIyTH JUIsl YK€ CYIIECTBYIOIIUX NOTpeOuTeNneld, KOTOphIe paHbIIe CEPBUCHOW (QHUPMOA HE Mpeiarajiuch.
[Tpumepamut MOTYT CITYKHUTh OaHKH, KOTOPBIE MPEJIaraloT YCIyTH CTPaxOBaHUsl, a TAKIKE My3€eH, KOTOPbIE OTKPHIBAIOT
IMOAapOYHbIE U CYBEHUPHBIC Mara3suHbl U pE€CTOPAaHbI IJIs1 CBOUX IMMOCTOAHHBIX KIIMECHTOB.

4) Pacwupenue nomenxramypor npodyxma. JloOaBlieHHS K CYIIECTBYIOIIEH JIMHUW OOCITYKHUBaHHS
YCIIyr, KOTOPBIC YBCIIMYMUBAIOT TCKYHICC MNPCAIOKCHUE, HA3BIBAIOTCA PACHIMPECHUAMU HOMCHKIIATYPbI MNPOAYKTA.
[IpumepamMu MOTYT CITy>KUTh YCIIYTH, TIpeIaraeMple TeJeOHHOM KOMITaHUEH, TaKue Kak UAeHTUUKaIus aboHeHTa U
MOBTOPHBIN Ha0Op HOMepa B cllydae, ecii HOMEp TpeOdyeMoro abOHEeHTa 3aHsT. B 3Ty KaTeropuio BXOIAT TaKkKe
HOBBIE MAPUIPYThl AaBUAJIMHUN WM HOBBIE KYpPCHI JICKIIUI B YHUBEPCUTETE.

5) Yayuwenue npodykma. Y nydmieHue IpoayKTa COCTOUT U3 M3MEHEHHUS OMPEACIICHHBIX XapaKTEPUCTHK
yCiayru ajs Toro, YTOOBI OGCCHC‘II/ITL HOTpe6I/ITeHHM JIydee KadeCTBO WJIM YBCIMYCHHYIO IICHHOCTL YCJIYT'H. 3910
MOJKET OBITH clieJaHo B (hopMe Oosiee OBICTPOTO OOCITYKMBaHUS WM MPUYKPAIIMBAHUSA, T.€. TOOABICHHS PA3INIHBIX
CBOWCTB, YJIy4YIIAaOIMX BHENIHWH BHJ yciayru. Hampumep, MHOrHe OaHKOMATBI pacliedyaThIBAIOT OCTATOK Ha cyeTe
IIOCJIC KAXKA0I'0 BJIOXKCHUA UJIW CHATHUA JCHCT. I[perﬁ mpumcep, OecrutaTHasg MoMKa MallnHbI, KOTOPYIO 00ecIeYnBarT
HEKOTOPbIC aBTOCCPBUCHBIC MACTCPCKUC ITPU BBIIIOJTHCHUHN OOBIYHBIX YCiyr, HallpumMep, 3aMCHbI MAIIIMHHOTO MaciJia.

6) Uszmenenuss cmuns npodykma. I1o 00Jiee CKPOMHOE CPEJCTBO, YeM BbICOKOHATIISIIHOE YIIYUIIICHHE
IpoAyKTa, U 3Ta KAaTCropusd BKIIHOYACT OOHOBJIEHNE W BOCCTAHOBJICHHE 3JaHug WM IIOMCIICHUSA, I'AC OKa3bIBACTCs
ycIyra, a Tak’Ke HOBYIO YHH(OPMY ISt COTPYTHUKOB WITH HOBBII JIOTOTHIT KOMITAHWU U T.JI.

IIprunHBI pa3padoTKHU U CO3AAHUS HOBBIX YCJIYT

I'maBHast mpuuyuHA A1 pa3paOOTKH M CO3AAHUS HOBOW YCIYTH — 3TO CTPEMIIEHHE YIOBIIETBOPHUTH
HOBBIE WM HW3MEHSIONIMECS TOTpeOHOCTH moTpeduTeneil. Ho cymecTByloT Takke W JIpyrue TpPUYHHEI,
KOTOpBIE TTOOYKTAI0T OpraHU3AIMIO K pa3padoTKe M CO3AaHUI0 HOBOHM YCIyTH, TaKHe Kak [6]:

@duHaHCcOBBIC 1enH. PyKOBOACTBO MHOTHX CEpPBUCHBIX (UPM HaxXOIWTCS TIOX TOCTOSTHHBIM

naBieHHeM (DMHAHCOBBIX IIeNied, KacalolIuXcs MPHUOBUIM, JAONHM pPhIHKA M J0XO0Ja. JTH IeId MOTYT OBITh
JMOCTUTHYTHI TIOCPEACTBOM  yIYUIICHHsS KauyecTBa M IMOTPEOUTENbCKONW  YIOBIETBOPEHHOCTH  JUIS
CYIIECTBYIOIUX YCIyT. [pyro#t cnmocod — 3T0 BBEJICHHE HOBBIX yCIYT.

JeiicTBus KOHKYpeHTOB. OpHa M3 CaMblX CHJIBHBIX MOTHBALIMM [Ji1 CO3/1aHUS HOBOM YCIYTH

BO3HHUKACT, KOT'Ia HOBBIC YCIIYT'M BBOJAT KOHKYPCHTEI. HpOCTaI/IBaHI/Ie n 6e3ﬂeﬁCTBHe BC€ACT K YMCHBUICHUIO
pBIHO'—IHOI‘/'I JOJIN 1 HpI/I6BIJ'II/I. CHC}IOB&TCJ’IBHO, BBCICHHEC HOBBIX YCIIYI' aKTUBHU3UPYIOT TAKHUC XKE )ICfICTBI/ISI
CO CTOPOHBI KOHKYPCHTOB.
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[nobammsanusa. PocT rmoGanbHOW TOPTrOBAM W TPSIMBIX HHOCTPAHHBIX WHBECTHIMH, CO3/IaHUE
EBporneiickoro Coro3a, a Takxe kpax Coperckoro Coro3a c031ajid HOBBIE DPBIHKH OTKPBUIM HOBBIE
BO3MOXXHOCTH JIJIsl CEpPBUCHBIX (PHPM, UTO CO37aeT HEOOXOAMMOCTh pa3pabOTKH M CO3JaHHs HOBBIX YCIYT
WM MOJM(UKALNU YK€ CYIIECTBYIOIUX IJISi TOTO, YTOOBI YIOBIECTBOPUTH NOTPEOHOCTH PAa3IMYHBIX CTPaH
U KYJBTYP.

TexHonorusg. Hapsiny ¢ HOBBIMM NpPOAYKTaMH M BO3MOKHOCTSIMM TEXHOJIOTHS CO3JAcT HOBBIC
noTpeOHOCTH, KOTOPBIE, B CBOIO OYepelb TPEOYIOT co3/jaHus HOBBIX yciyr. Cro/la MOXKHO OTHECTH:

- HoBble norpeOuTensckue ToBaphl, Takue Kak BUIEOMArHUTO(OHbBI U MEPCOHAIBHBIE KOMIIBIOTEPHI.
Hx nosBineHue coznaer NOTPeOHOCTh B CBA3aHHBIX C HUMHU YCIIyrax, HalpuMmep B IIPOKaTe BHUJEOKACCET,
TEXHUYECKOM OOCIIYy)KHBaHUM MAarHuTO(GOHOB M KOMIBIOTEPOB M OOY4YalOLMX YCJIyrax JAjs BHOBb
pa3paboTaHHBIX TPOTPAMM.

- HoBoe obGopynoBanme. IIporpecc B MHKEHEPHBIX TEXHOJOTHAX IIOMOTACT IMPOU3BOIUTEISIM H
CEpBUCHBIM (HpMaM BBOJUTH HOBOE OOOPYIOBAHHE M YCOBEPIICHCTBOBATH YK€ CYIIECTBYOIIEe. JTO, B
CBOIO OYepe/Ib BeIET K Oosiee ObICTPHIM IMMOCTABKaM CYIIECTBYIOUIMX YCIIYT, PABHO KaK M K BBEJCHHIO HOBBIX
ycayr. Hampumep, Gonee OblcTpble KOMIBIOTEPHI YBEIMYMBAIOT BO3MOXHOCTH XPAaHEHUs [AHHBIX U
CKOPOCTb BBIUMCIICHUS /711 BCEX BUJIOB 00paOOTKH IaHHBIX, CIIEJOBATENIBHO, JEJIAI0T BO3MOXHBIM CO3/IaHUE
HOBOT'O U CJIOKHOTO IporpaMMHoro obecnedenusi. M3o0perenne 6ankomara cienano OaHKOBCKUE YCIYTH
JOCTYIHBIMU KPYTJIOCYTOYHO.

- DnekTpoHHble ceTH, Takue kak MutepHer u Bcemupnas [layruna WWW, snektpoHHble OaHKH
JAHHBIX W  OHJAWHOBBIE HMH(DOPMAIMOHHBIE CHCTEMBI, HAaXOIATCS CpeAu HambOoiee BaKHBIX
TEXHOJIOTHYECKUX DPa3paboTok KoHma XX B., OHM CHENadd BO3MOXKHBIM CO3JaHHE M JIOCTaBKy MHOTHX
HOBBIX YCIIYT.

YBenuyeHue/cokpaieHne oobemMa BMENIaTeNnbcTBa TOCYAAPCTBA B SKOHOMUKY. HekoTopele BaxkHbIe
orpacau Poccuu omryniaroT 3Ha4MTENbHOE COKpALICHHWE BIMSHUSA CO CTOPOHBI IPAaBUTENLCTBA B TEUEHHE

IOCIIEAHETO JIEeCATUIIETHs, BKJIIOYas TaKHE OTpacid, Kak aBHAJMHUM, IIEPEBO3KH aBTOTPAHCIOPTOM,
TEJIEKOMMYHHUKAIMH, OAaHKOBCKME U (PMHAHCOBBIE YCIYTH. DTO MO3BOJIMIO MHOTMM KOMITAHUSIM BBIHTH Ha
PBIHKH, KOTOpbIE paHbllle OBLIM Ui HUX 3aKPBIThl, M MNPEUIOKUTh HOBBIE YCIYTH HJIM HMHHOBAIUH,
CBSI3aHHBIE C YK€ CYLIECTBYIOIIMMHU yciayramu. B To Bpems kak ais oJHUX oOjacTeil 3aKOoHOAaTeIbHbIE
OrpaHMuYeHusi ObUIM CHATB, B JAPYrUX O00JAcTAX OHM  CO3JaBalMCh, HPUMEPOM  SBISETCS
IPUPOJOOXPAHUTEILHOE 3aKOHOIATENILCTBO M 3aKOH O 3alllUTe MpaB noTpeduTeneid. Takue 3aKOHbI OOBIYHO
CO3/1aI0T MOTPEOHOCTH B YJIYUIIEHUH MOTPEOUTENHCKUX TOBAPOB U NMPOU3BOJICTBEHHOTO 000PYA0BaHUS WU
Jla’ke MOTPEOHOCTh B CO3JAaHUU HOBOI'O TOBapa MM 000pynoBaHMsA. Takke OHM CO3JAlOT MOTPEOHOCTH B
HOBBIX yCIyrax, HalpuUMeEp, B HOPHUIANYECKUX, HHKEHEPHBIX U KOHCYJIbTAllMOHHBIX YCIIyTax,
CHEeLHATU3UPYIOLINXCS Ha BOIPOCAX OXPaHbl OKPYKAOLIEH Cpebl U MpaB MoTpeduTenei.

bananc cnpoca u npeanoxenus. MHOTUE cepBUCHBIE (PUPMBI OpaHUUYEHBl B 00BEME JIEATEIbHOCTH,

HO CTaJIKMBAIOTCA MpPU ITOM CO 3HAUYMUTEIbHBIMU KosieOaHMSIMHU cripoca Ha cBou yciayru. Korga cmpoc
IPEBBIIIAET BOZMOXKHbBIE 00BEMBI ACSITETLHOCTH (PUPMBL, JIMOO YMEHBIIAET KOJIMUECTBO MOTpeOUTENEH, 1100
CHI)KAeT YpOBEHb MOTPEOUTENTHCKOI YIOBIETBOPEHHOCTH M3-3a 4pe3MepHbIX ouepenei. OpHako koraa
CIPOC HIKE MPEATIOKEHHUs, JOPOroe 000pyAOBaHNE U MTEPCOHAN MpocTanBatoT 0e3 padboTsl. [IpousBoauTenu
MOTYT CIIPaBJIATHCS C 3TOW MPoOJIEeMOil 3a cUeT COo3/aHus 3alacoB, KOTJa CIPOC HIKE MPEATIOKEHHUS, U
MCIIOJIb30BaHUs 3alacoB, KOIJa CIPOC MPEBBIIIACT MPEIJIOKEHHE. TeM He MEeHee, BPEMEHHBIM XapakTep
OOJIBIIMHCTBA YCIAYr MCKIIIOYAeT HCIOJIb30BAHWE TaKOW BO3MOXKHOCTH JJIsi CepBUCHBIX (upM. boiee
peaibHas aJbTE€pPHATHBA - IPEAJAraTb YCIyrd, KOTOpPbIE HMMEIOT MPOTHBOIOJIOKHYIO IUKIMYHOCTH IIO
CPaBHEHHUIO C CYHIECTBYIOIIMM HaOOpOM yCiIyr. JIpyrumu ciioBaMu, CEpBUCHbIE (PUPMBI, CTAIKHUBAIOIIHECS C
KoJIe0aHUSIMU CIPOCa, MOTYT MOMBITaThCsA pa3padoTaTh HOBBIE YCIYTU, HA KOTOpbIE OyaeT Oojee BBICOKUMN
CIIpPOC, KOT/Ia CIPOC Ha CYIIECTBYIONINE YCIYTH OyAeT HU3KUM, H HA000poT [6].
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IIpakTuka 10. 7Kan0061 1 KOHQPJIMKTHI IPH 00CTYKMBAHUM KJINEHTOB

OCHOBHBIE IPUYMHBI KAI0O KIIMEHTOB — HECOOIIIO/IEHNE CPOKOB BBITTOJTHEHHS 3aKa3a, HU3KOE
Ka4ecTBO €ro BBIINOJIHEHMs, I'pyOOCTh OOCIy)XMBaroUlero mnepcoHansa. 2Kamodbl — 3TO Bceraa
paspbIBbl HOPMAJIbHBIX OpPraHUYHBIX CBSI3€M MEXIYy MOACUCTEMAMH (acleKTaMu) KyJbTYpbl
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 pa3peuMTh XajolOy (MPEeTeH3UI0) IMOCTaBUTh 00 3TOM B
U3BECTHOCTh CTAPIIErO MO JOHKHOCTH.

Hu onna xanoba He JOJKHA OCTaBaThCAd HEPACCMOTPEHHOM. 3aKOHHBIE KaJIOObl KIIMEHTOB
JOJDKHBI TIOJUIEXKATh O€3yCIIOBHOMY YIOBJIETBOpeHHIo. M3yueHue jxamo0, 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 mepeBoje ¢ TaTHHCKOTO «KOH(MIMKTY» 03HAYAET «IIPOTUBOPEUUEH.
Kongaukr xapakrepusyercs TeM, YTO B HEM JIIOJM MPOTUBOACUCTBYIOT Ipyr Apyry. Yucio
YYaCTHUKOB KOH(JIMKTA MOXKET ObITh pa3InyHbIM. TakuM 00pa3oM, KOH(IUKT — 3TO POTUBOPEUHE,
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,
000pyZOBaHHEM; HEYAOOHBIH pexuM padoThl MNPEANPHUATHH; Malblii aCCOPTUMEHT YCIYT;
JUIUTEIBHOE BpEeMs 0KHMJIaHUs 00CTYKMBAaHHUS; HU3KOE KaueCTBO M3TOTOBIISIEMBIX 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 MPOTUBHOM CIIydae
noTepsieT yBaKeHHE B TIJa3ax MNpUcyTcTBytoumx. [loaTomMy «OOMKEHHBIH» NPUEMIIMK U
«BOCCTAaHABIIMBAET» CBOE JOCTOMHCTBO 3a CYET OTBETHOIO YHWKEHHS KIueHTa. Temepp yxe
OCKOPOJICHHBIM CTAaHOBHUTCS KIMEHT, KOTOPBIN TaKKe HE OCcTaeTcs B A0NTY. M HanpshKeHue cuTyaruu
pazpacraeTcsi, Kak CHeXKHasl JIaBHHa;

MICUXOJOTHYECKass  HENEPeHOCUMOCTh  (HECOBMECTHUMOCTb) — OHA  BBI3BIBAeTCS
npenyOeKICHHBIM OTHOIIEHUEM K JIMYHOCTHBIM OCOOCHHOCTSIM Jpyroro yenoBeka. CyTb Takoro
IPEB3ATOr0 OTHOUIEHUS COCTOUT B OT'yJIbHOM INPUIIMCHIBAHUM OIPEIEIEHHBIX HEAOCTATKOB BCEM
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NpEICTaBUTEISIM TOW WM MHOW mpodeccuu, TOro WiM MHOTO BO3pacta WM T. A. Tak, TpyObIid
MOCETUTETh U MANOKYJIbTYPHBIM PAaOOTHUK KOHTAKTHOW 30HBI OTHOCSITCS APYT K APYTY C TMO3UIUU
«BCE OHU TaKue».

Buowt kongauxkmoe. 1lo HanpaBIEeHHOCTH BBIJICISIOT OJHOCTOPOHHUM (TMPETEH3UU 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 HEJAOPAa3yMEHHIO; TAKHE CUTYallMH HEPEIKO
BCTPEYAIOTCS MIPU JCHEKHBIX pacyeTax.

BhiesstoT ciieiyronne BO3MOKHbBIE #CX00bl KOHPauxmos [2]:

llonnoe paspewenue konghnukma. B 3TOM ciaydae CHOp MOJHOCTBIO BBIMIPHIBAET OJWH M3
Y4acTHUKOB. Tak, KIMEHT MpHILEN B aTelbe C MPETEH3UEH Ha HEYJOBJIETBOPUTENIBHOE KaueCTBO
TOJIOBHOTO YOOpa uepes MoJITOpa Mecslia MocJie ero nojiydeHus. B cooTBEeTCTBUM ¢ NpaBUiIaMu

OBITOBOTO 0OCITY>KUBaHHS €TI0 MPETEH3HsI He Obljia YAOBIETBOPEHA, MOCKOJIbKY CPOK FrapaHTUU
IO CKPBITHIM Jie()eKTaM rOJIOBHBIX YOOPOB — OJMH MECHIL.

Yacmuunoe paspewenue kougaukma. Vimeer MecTo TpHU JOCTHKEHHH KOMIIPOMECCA MEXIY
MPOTHBOJEHCTBYIOIUMHU cTopoHaMu. K mpumepy, KIMEHT HACTOWYMBO MPOCUT CIENaTh MPUYECKY,
KOTOPYIO OH BHHEN B ypHaine. [lapukmaxep cuuTaer, 4To OHa emMy He mnouger. UepTsl nauua u
CTPYKTYypa BOJIOC TOCETHTENS MOJCKAa3bIBAlOT €My Apyroe peuieHue. ['oBOpuUTh KIMEHTY 00 3TOM
npsMO HE CJeIyeT, MOTOMY YTO OH BCE€ paBHO OyJeT HacTauBaTh Ha CBOeM. VM OMBITHBIA MacTep
corjamaeTrcss ¢ KJIMEHTOM, HO HCIIOABOJb B Mpoliecce paboThl BHOCHT B BHIOPAHHYIO KIIMEHTOM
MOJIeTIb HEOOXOJUMBbIE KOPPEKTHBBI, COBETYSCh NMpU 3TOM ¢ HHUM. Kak mpaBmiio, moceTuTenb
NPUHUMAET KBATU(PUITUPOBAHHBIE I0BOIBI paOOTHHKA.

Bosspam k ucxoonomy cocmosanuro. 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 Hpa3JHUYHBIN AeHb. [Ipuxona 3aBemyroliero mpepbiBaeT Ha HEKOTOPOE
BpeMsl BbISICHEHHE OTHOIIEHUH. [locie ero yxoaa cTpacTu BCIBIXMBAIOT BHOBb.

Bosznukaronme KOH(QIUKTH Ha MPEeNNpUATHAX CepBHCAa HEOOXOAWMO ONEPaTHMBHO U yMEIO
paspemarb, IpecekaTb UX B caMOM Hadaine. [[nsg 3Toro cienyer, Hpekae BCEro, yCTPAaHUTh
TICUXOJIOTHYECKUN Oaphep ¢ KOH(MIUKTYIONIUM IMOKYyIaTeaeM (3aKa3uukoM) U TEM CaMbIM JOCTHYb
B3auMornoHumanus. [lpu paspemieHnrn KOHQIMKTHOW CHUTyallud paOOTHUKY CJEAyeT HpPOSBIATH
rMOKOCTb B MOBEJICHUH U YUUTHIBATh CHIOMUHYTHOE COCTOsIHHE KineHTa. Kak npaBuiio, B KOHQIUKTE
4eJOBeK OOBIYHO HAaXOJUTCS B SMOIMOHAIBHOM BO30YKICHHH, 4YTO BBI3BIBAET OJHOOOKOE
BOCIPUSATHE CUTYyallMU. B TakoM COCTOSHUU 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 paszroBope ¢ Bo30yKI€HHBIM KJIIMEHTOM MPOAABIY (MPUEMILHUKY) HEOOXOUMO OBIThH
CAEp’KaHHBIM U TAKTUYHBIM, YTOOBI HE YCYT'YOJIATh CUTYaLIUIO.

TakTuuHocTh paOOTHMKA B KOH(DIMKTHON CHUTyallMd MPOSBISETCS B TOM, YTO OH HE
JIONTyCKaeT 3aHOCUMBBIX BBIpaKeHUH. B ero peunm He HOMKHO ObITh ¢pa3: «Bul Huyeco we
nonumaeme!», «Buvl cunono owubaemecs!y, «Bbi, 6uOHO, HOBUYOK U He 3Haeme Hawux npasui!y, «A He
xXouy ¢ eéamu pazeosapusams!y U T. . BMecTo 3TMX BhIpak€HHI HY)XHO MOJOHMpaTh CIOBa, HE
YHIDKAIOIIHAE YEJIOBEYECKOr0 JOCTOMHCTBA IOCETUTENS] M HE JEMOHCTPUPYIOIIUE IMPEBOCXOJICTBO
HaJl HUM. 3/1eCh ClIeIyeT YNOoTpeOIsiTh TaKue KOMIPOMHUCCHBIE BBIPAKEHUSI, KaK:
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«Bozmoorcro, s owubarocs, oasatime CNOKOUHO pazbepemcsy, «lasaiime nyuuie no2osopum o
MOM, KaKk 86am nomousy, «Ha smom cuem ecmv u unas mouxa 3peHusy.

Brei6op crnocoba pasperieHus KOHQIMKTA BO MHOIOM OIpenaessieTcs MnpodeccuoHalIbHbIM
MacTEpCTBOM M TpPeOOBATENbHOCTHIO K cebe paboTHHKa. OH 00s513aH HE JOMYCTUTHh pa3pacTaHus
KOH(JIMKTA, yMETh MOTAaCUTh €r0 B CaMOM Hauaje, He BCTYMaTh C MOKYyIaTejaeM (3aKa3uyuKkoM) B
nepeOpanky. PaGoTHUKY He clefyeT 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 paGOTHHKY KOHTAKTHOM 30HBI CJIEIyeT UMETh B CBOEM apCceHalleé HEUTPaTH3YIOIIYIO
dpa3y. Ota ppaza roBOpUT 0 TOM, UTO HET OCOOBIX MPUYMH AJi1 KOH(UKTA. Bear B HauaBiieiics
ccope OYeHb TPYAHO YTO-TO MPHUAYMaTh, MOJBICKATh MOAXONAIIME cioBa. [leno B Tom, 4TO B
KOH(JIMKTHOM CUTyallu U pabOTHUK, U KIHEHT, KaK MPaBUJIO, BBIXOASIT U3 COCTOSHUS TYIIEBHOTO
paBHOBECHUSI, TPU KOTOPOM MBIILICHHE ObIBAET OYEHb CKOBAHHBIM.

[IpumepoM MOXKET CIYyXUThb TakKOW ciydaid. 3aka3uuK, BbIpa)kas HEJOBOJIBCTBO
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 HE3aCHyXKEHHO oOmxaere MeHs». [Ipu TakoM OTBETE KIMEHT
3a4acTyIO0 YCTIOKaMBAECTCS M JIaK€ MOXKET MPUHECTH U3BUHEHHS 332 CBOIO TOpSAYHOCThH. Haspepmmii
KOH(DJIUKT racHEeT B CaMOM Hayaje

2.)CITOKOMICTBUE U CAMOOBJIAJIAHUE

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

Hampumep, B cajJoH XUMYHMCTKH BOETaeT pa3Apa)kKCHHBIN KIUEHT M €IIe ¢ Mopora HayMHaeT
kpuuaTh: «lloueMy Ha MOeM MUIKAKe MATHO OCTAJIOCH MOCie YUCTKU? S 3a 3TO JACHBIH TIaTH!
310 GpopMeHHBI 00MaH, a He xumuucTka! S xxanody Oyay nucats!»

OTU pe3KHe clioBa KIMEHTa, 0e3yCJIOBHO, BOJIHYIOT mpueMiuily. OHa 3HaeT, 4To >kajiola
OTPa3UTCS HA TPEMHUU COTPYIHUKOB XUMUYUCTKM. HO OHa He MMeeT mpaBa [aTh BOJIKO CBOUM
yyBcTBaM. [loaTomy eil ciemyer oOy3aaTh BCHBILIKY OTBETHOI'O pa3/ipa’keHuUs, MOJABUTH B cede
OTPHUIIATENIPHBIE DMOIIMM U BHHUMATEIHLHO OCMOTPETh NMUKAK. 3aT€M CIIOKOWHO OOBSICHUTH, OT
Yero MITHO OCTAJOCh. 3J€Ch BO3MOXEH TakoW OTBeT: «Buaute aM, MIATHO OYEHb CTapoe,
bpyKTOBOE, OHO OYE€HBb MPOYHO OKPACHIIO CTPYKTYpY TKaHH. Ero yke Helb3si BBIBECTH HUKAKUMH
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, 4TO 3/1eCh €T0 YIMYIIEHUE: CIUIIKOM MO3JHO MMPUHEC MUKAK B UUCTKY.

Takum oOGpazom, coOIIOEHNE TTOJIOKEHUN TPOPECCHOHAIBHON ITUKU, 3HAHWE TICUXOJIOTUU
3aKa34rMKa MOMOTJM TPUEMIINIIE YCTPAHUTh KOH(MIMKT B caMOM Hauaie. B mpoTuBHOM ciyuae
noTpeOoBaIoCh Obl TIIATEIBLHOE Pa3OoMpaTesbCTBO, MHOTOYMCIIEHHBIE TOKa3aTeIbCTBA C 00X
CTOPOH H T. [I.

3.) IIOCPEJJHUYECTBO TPETBEIO JINLIA

Ecnu xoHIMKTyONIME CTOPOHBI HE MOTYT JOTOBOPUTBHCS MEXAY COOOM, BMEIIATEIbCTBO
TPETHEro JIMIA 3a4acTyl0 MOXKET YCTPaHWUTh BO3HUKIIUE TPEHUs. YCHeX ACsTeNbHOCTH apOuTpa
(amMuHUuCTpaTOpa) OyneT BO MHOTOM 3aBUCETh OT TOTO, HACKOJIBKO OH CYMEET 3aBOEBaTh JTOBEpUE
KIIMEHTa, 4YTOOBI KOHTPOJHMPOBATh NpoTekaHue KoHpmukra. [Ipu HenpaBUIBHBIX JEHCTBHUIX
aIMUHUCTPATOp B TJla3aX IMIOCETUTENA TYT K€ CTAaHOBUTCS PSJAOBBIM YyYaCTHUKOM CIIOpa, a
KOH(JIMKTHBIC OTHOIIEHUSI CTAHOBSATCS elle Oojee HanpskeHHbIMU. [loaTOMy apOuTpy He ciemyeT
0€30roBOPOYHO 3alUINATh pa0OTHHKA, J1aXe €CIM OH BO MHOTOM mpaB. [IpomaBer (mpueMInuK)
JOJKEH TTOHMMATh TaKoe MOBEJICHUE a]IMUHUCTPATOPa U HE OOMXKATHCS HA HETO, €CJIM OH BCTAHET Ha
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CTOpOHY KIMeHTa. B »ToM cilydyae agMUHHUCTpATOpy Jerdye JOCTUYh B3aMMOIIOHUMAHHS C
MOKyTaTeseM (3aKa3uyuKoM), OBICTPO YCTPAHUTHh KOH(MIUKT.

4.)PA3BEIMHEHUE KOHOJIMKTYIOIIMX

OTOT Ccnoco® JEHCTBEHEH TMpU pa3pelieHHH CcIopa MeXAy JABYMsS MOKYyNaTeasiMu
(3akazuukamu). Ho ero mpumenenue TpeOyeT ydacTusi AByX paOOTHUKOB Mpeanpusatys. Kaxapiii u3
HUX HaYMHAEeT OeceloBaTh ¢ OJHUM M3 KOH(MIUKTYIOMUX KIUEHTOB, JUISI TOTO YTOOBI pa3bheIUHUTD,
YCIIOKOUTh UX U OBICTPO 00CIyXUTh. I10 BO3MOKHOCTHU Clle[yeT clienarh Bce HE0OX0AUMOE, YTOObI
XOTs GBI OJIMH U3 KOH(IMKTYIOLUIUX MOCKO! pee yIen u3 Marasua (aresne).

[Ipu koHAMKTE pabOTHUKA C KIMEHTOM HEOOXOJMMO 3TOro pabOTHHKA 3aMEHUTH JPYTHM.
HoBoMy cOTpyaHUKY cieayeT HEKOTOpO€ BpeMs IMMOHAOII0aTh 32 CTOJKHOBEHHEM CO CTOPOHHBI,
4yTOOBI BEIPA0OTATh YETKYIO MporpaMmy AeiicTBuit. Kpome Toro, He06x01uMo BIOpATh MOIXOSITUN
MOMEHT JIJIsl 3aMEHBI.

3aTeM HOBBIM pPaOOTHUK JOJKEH HAadaTh OOCIY)XKHMBaHHE OBICTPO, KOPPEKTHO MU Kak OBl
HeB3Hauail. KoneuHo, 3tu aeiicTBus HeoOXoauMoO 3apaHee oTpadoTaTh. [logMeHstonui OTChUIaeT
MoJi KakKUM-JIMOO OJIarOBUIHBIM MPEJIOTOM «IPOBATUBIIETOCS» paOOTHUKA, 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 JIPYT 3a
Apyra.

5) CIIOCOBCTBOBAHME CBOBO/IHOMY PA3BUTHIO KOH®JIMKTA

PaboTHUK maeT TMOCETUTENI0 BO3MOXKHOCTb TOJHOCTBIO BBITOBOPUTHCS, CIIOKOWHO
BBICJTYIIIMBAs JaKe€ HeCMpaBeaiuBbie ynpeku. KineHnra He crieayer nepeOuBarh, 1axke eClid CyTh €ro
NpeTeH3Ui JaBHO cTajia sicHoi. Kak Obl HM JOPOXKHIJI CBOMM BpPEMEHEM 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 HAJIAJAUTh MIPOAYKTUBHBINA KOHTAKT.

N HaobopoT, cTpemsach BO 4TO OBl TO HU CTaJO J0Ka3aTh BO30Y)KICHHOMY KIHMEHTY CBOIO
MIPaBOTY, pAOOTHUK BBI3BIBAET Y HETO JIMIIh YCHJICHUE OTPUIIATEIBHBIX IMOIMI. A 3TO HE MOXET HE
3aTPYJHUTH B3aHMOOTHOIIICHUS ¢ HUM. Pa3roBop ¢ Takum KJIMEHTOM JIOJKEH HATOMUHATh YJIUILY C
OJTHOCTOPOHHUM JIBM>KEHUEM. PaOOTHUK BBICTYIIAET 371eCh, B OCHOBHOM, B poJiu ciymatesns. OH JIHIb
u3peaKa 3aJaeT IOCETUTENI0 KOPOTKHE YTOUHSIIOUIME BONPOCHL. OTH BOMPOCHI TMEPEKIIOYAOT
BHUMaHUE KJIMEHTa Ha YaCTHOCTHU, CHIYKAs €r0 YMOIMOHABHYIO HAMPsHKEHHOCTh. B Takoe oOmieHue
HE PEKOMEHIYETCs] BMEILIMBATHCS APYTUM COTPYAHUKAM, MOCKOJIBKY Takas «IOMOUIb» HEPEaKO
MPUBOAUT K JAIbHEHIIUM OCIIOKHEHHUSIM.

6) OIIEPATMBHOE IIPECEYEHUE KOH®JIMKTA

B nmanHOM ciydae MOXHO MO3BOJIATH KJIMEHTY CBOOOIHO BBIpaXKaTh CBOE HEJIOBOJILCTBO JIUIITh
JI0 OIpPEAENICHHOr0 MIpejaesia — J0 TeX IMOp, MOKa €ro IMOBEJCHHWE HE MPOTUBOPEUYUT MpaBUIaM
OOIIECTBEHHOTO TMOpsIKA M HE HapyllaeT HOPMalIbHYIO paboTy Mpeanpusitus cepuca. B
MPOTUBHOM CIlydae HEOOXOJWMO TMPUOETHYTh K OINEPaTUBHOMY YCTPAHCHHIO KOH(IUKTA.
Hcnonb3oBanne »Toro crocoba Tpedyer OT 0OCTyKHMBAIONIETO IMEPCOHANa OPraHM30BAHHOCTU U
BBIZICPIKKH.

Kak moxasrpiBaer IMPAKTHKA, IIONBLITKHW IIPHU3BATh K IMOPAAKY C IIOMOIINBIO TOJIOCa, IMNEPEKPHUYATH
PAaCITyCTHBIIEr0Cs TIOCETUTENsI OOBIYHO HE TOJIBKO HE JIAIOT KEIAeMOro pe3yJbTara, a Ha000pOT, IPUBOIIT K
emie OoJybIIEMy HApacTaHUIO HAMPsHKEHHOCTH. J[eficTBUS paOOTHUKOB JOHKHBI OBITH CIIOKOMHBIMU, HO B TO
K€ BPEeMsl PEIIMTEIbHBIMU U TBEPIBIMH.

Oco060 momYepKHEM, UYTO, YCHEIIHO Pa3pelinB KOH(JIHUKT, MPOJAaBIly (MPUEMINUKY) HE CIIETyeT
TOp>KecTBoBaTh mobeny. LlermecooOpasHee MPOMOKUTH Pa3roBOp B JPyXKeCKOM ToHe. llocie Kakmoi
KOH(JIMKTHOW CUTyalluu pabOTHUKY HYXHO B35ITh 3@ MPABUJIIO MBICIEHHO MPOUTPATh 3TO CTOJIKHOBEHHE.
Takoe mpourpeiBanue OyJeT CIOCOOCTBOBATH OTPAOOTKE BO3MOXKHBIX BapHAHTOB CBOUX JCHCTBHI B
OyyIIeM, eCiii aHAJIOTUYHBIA ciTydaid moBTOpuTcs. Torma amst paboTHUKA HE Oy/IeT HeOKHIaHHBIX CUTYaITui
B 00CITY)KHBAaHUH, a B JaJbHEHIIIEM MOSBUTCS IPUBBIYKA BOOOIIE HE AOMYCKaTh KOH()IUKTOB.
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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. UTo W3 HWXKENEPEUHCICHHOTO0 HE OTHOCHUTCA K (PU3MOJIOTMYECKOW TOTPEOHOCTH COTJIACHO
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 YCIYr MOKyHaTellb HE MOXET OLICHUTb, JIaXe MOoCcJe MOKYIKU
YCIIYTH, HE UMes CIIEHMAIbHBIX 3HAHUIN?

a) U3y4yaeMble KauecTBa

0) SMIIUpHUYECKHUE KauecTBa

B) Ipe/roiaraeMble KauecTBa

6. K kakoit kaTeropuy HOBOH MPOIAYKIIMH OTHOCSITCS YCIYTH aliTeKH, OTKPHITON B IOJUKIMHUKE?
a) 3HAUUTEJIbHbIE HOBOBBEICHUS

0) pacuupeHre HOMEHKIIATypbl IPOAYKIIMH

B) 3aIlyCK HOBBIX BUJIOB J€SATEIBHOCTH

7. K xakoMmy H3 MepeyUCICHHBIX OJOKOB JIOMOJHHUTEIBHBIX YCIAyr (1Mo ompeaeneHuto JlaBmoka)
MOKHO OTHECTH oOecrieueHue OeccoseBOM AMEThl TeM MaccakupaM caMolieTa, KOTOphlE B 3TOM
HYXJ1at0Tcs?

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 Oapbep Ha BXOJAE Ha PHIHOK YCIYT, CBSI3aHHBIA C HEXKETaHHWEM IOKYyIaTenen
NEPEKIII0YATCS Ha HOBYIO KOMIIAHUIO M3-3a CBSI3AHHBIX C 9TUM 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) COIMAJIbHBIC

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) cTuMyIUpOBaHUE COBITA

B) MEHEPKMEHT

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) Kiaccuukaius JMYHOCTH 110 TUITY TeMIIepaMeHTa

0) mcuxoreoMeTpuIecKasi XapaKTepUCTHKA JIMUHOCTH

B) ponieBas Teopus J.bopHa

K104 0TBETOB K T€CTOBBIM 3aJaHUSIM
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