Tema 4. JOTUCTUUYECKUM CEPBUC KAK OCHOBA
IPPEKTUBHOCTU U KOHKYPEHTOCIHHOCOBHOCTH
HNPEAIIPUATHUS.

Jlexknus 4.1. Cepsuc B jgoructuke. KiilneHT-OpHeHTHPOBAHHBIN MEHEI:KMEHT.

Ilaan:

1. Onpenenenune TepMuHOB. CEpBUC C TOYKM 3PEHUS KOMIIAHMU M C TOYKH
3penus kiaueHTta. KauecTBo cepBuca.

2. llenmn wm 3agaun oOcnyxuBaHusi noTpeOuteneil. Ponb noructuku B
YCTAHOBJICHUH LIEJIEN U 3a71a4 00CITyKUBAaHUS TOTPEOUTENIEH.

3. BeipaboTtka nporpamMm B 00J1acT¥ IOTPEOUTENBCKOIO CEPBUCA.

4. YnpapieHue KaueCTBOM NOTPEOUTENBCKOTO CEPBHUCA.

Omnpenenenue TEPMHHOB.

B ycnoBusix «pbplHKAa TMOKyHarteis» MPOJABEL] BBIHYXIEH CTPOUTH CBOIO
NEATENIbHOCTh HMCXOAS M3 IOKYIATelbCcKoro cmpoca. Ilpum 3toM copoc He
OTPAaHUYMBAETCA CIIPOCOM Ha ToBap. llokymaTtenb JUKTYET CBOM YCIIOBHUS TAKKE U B
00JIaCTH COCTaBa U KauecTBa YCIYT, OKa3bIBAEMbIX €My B MPOIIECCE MOCTAaBKU 3TOT0O
TOBapa.

IToroBopuM o cepBuce npoaax B 1eoM. CepBHC ¢ TOYKH 3peHHs] KOMIIAHUH
— 3TO JOOBIE METOJIbI, TEXHHKH, TEXHOJOTHU B3aWMOJCUCTBUS KOMIAHUU C
KIIMEHTOM JjIsi OO€CTICUCHHUsS] HEMPEPHIBHON CBS3M MEXKIAYy MOMEHTOM 3aKa3a |
MOJIYYeHHs] TMPOAYKTa C LEJIbI0 JOJITOCPOYHOIO YIOBJIETBOPEHHUS NOTpeOHOCTEH
KJINEHTA.

[lepedpazupyst 0lHOTO U3 TPy MEHEIHKMEHTa, MOKHO CKa3aTh, YTO KA4ECTBO
cepBHCa — 3TO IMYTEUIECTBHE, a HE NMYyHKT Ha3HadeHus. O4EBHUIHO, YTO BO BpeMs
ATOTO «IYTEMIECTBUS» BO3HUKAIOT HECOOTBETCTBUS MEXKIY >KEJIaeMbIM YPOBHEM
cepBHcCa JJIs KJIIMEHTa U CEPBUCOM, MPOMAraHAUPYEMbIM U OKa3bIBAEMbIM KOMIIAHUEH
B JICUCTBUTEIHLHOCTU. MHOTrME KOMMAHUU HMMEIOT (hOpMaJbHBIA MOAXOJ] K CEPBUCY
KaK K JII00€3HOMY M BEXKJIHMBOMY OTHOIICHHIO ¢ KiIMeHTaMHu. [IponaBiiel, Hampumep,
HE YMEIOT «YUTAaTh» COCTOSIHME KIMEHTAa M €ro OTHOILICHHWE K MpoaaxkaM IO
OCOOEHHOCTSIM €ro TMOBEJEHUS, a COOTBETCTBEHHO HE JENAIOT PA3IUYUNA MEXKIY
peaTbHBIMU TPEOOBAHUSIMHU PA3IUYHBIX THUIIOB KJIMEHTOB. DTO BEAET K TOMY, UTO
KJIIMEHTaM TpejJiaraetcst JInbo Ype3MepHO MHOTO BHUMAaHUA (YTO YacTO MPOBOLUPYET
HETaTUBHYIO pEaKIMi0, BOCHPUHUMAETCS KaK HaBS3UMBOCTh M Yy HauOosee
MOJO3PUTENILHBIX KIUEHTOB BBI3BIBAET COMHEHHMS B KadecTBE ToBapa), JHOO
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HCOIIPpABAAHHO MAJIO BHUMAHUS WJIN HUKAKOI'O BHHUMAHHA BOO6H_IC (B TaKOM ClIy4ac
KIIMCHT IIPOCTO YXOOUT HU C YCM U BO3MOKHOCTb CACIIKU yHyLueHa).

CepBuc CTOYKH 3PpCHUSA KIIMEHTA — 3TO KOM6I/IHaLII/I$I IISTH Q)aKTOpOB.

HapexxHocTh — CIIOCOOHOCTH BBIIIOJHATH O6CH.I€1HHBII>1 CCPBUC IIPABUIIBHO H
AKKYpPATHO B TCUCHUC KAKOI'0-TO IICPHUOJa BPCMCHU.

OT3BIBUNBOCTH — HCHOJHUTEIBHOCTh ¥ TOTOBHOCTH IIOMOYb KJIIMCHTAM.

VBEpEHHOCTh — 3HaAHUS BMECTE C BEXKJIMBOCTBIO U O6XOJII/IT6JIBHOCTBIO
COTPYAHUKOB, UX CIIOCOOHOCTD BHYIIATb JOBECPUC.

OMnaTtus — 3a00TINBBIN I/IHIII/IBHIIyaHBHblﬁ II0AX0d K KIIMCHTaM.

CTpyKTYpHBIl cepBUC — (U3NYECKOE IPEACTABICHUE CEPBUCA, HECYILEE KaK
(GyHKUMOHANBHOE, TaK M CHUMBOJIMYECKOE 3HadeHHe (OCHALIEHHOCTh M AW3aiH
TOProBOT0 3ajia, BHEIIHUI BU MpoAaBLa U T.J.).

HpI/IpOIIa JIOTUCTUYECKOM ACATCIIBHOCTHU npearojaaracTt BO3MOXHOCTBH
OKa3aHUuA HOTpe6I/ITeJIIO MAaTCpUAJIBHOI'O IIOTOKa paSHOO6pa?>HBIX JJOTUCTUYCCKHUX
YCIIYT. Jlorucrudeckui CCPBUC HCPA3PBIBHO CBA3aH C IMPOLCCCOM paACIPCACIICHUA U
NpeaACTaBJsACT c000M KOMILJIEKC YCIIYI, OKa3bIBACMBbIX B IIPOUCCCC IMOCTABKHU TOBAPOB.
KadgecTBO JIOTrHCTHYECKOTO CCpBUCA OOJKHO OCHOBBIBATBCA Ha KPUTCPUAX,
HCIIOJIB3YCMBIX IMMOKYIIATCIIAIMHU JIOTHCTHYCCKHUX YCIIYT.

Takumu kputepusiMu (mapamMeTpaMmu) U3MEPEHHs KaUeCcTBa CEpPBHUCA SBISIOTCS:

- 0CHA3aeMOCTh — Ta (1)PI31/I‘I€CK2UI cpcaa, B KOTOpOﬁ MMpEeaOCTABIIACTCA
CCPBUC, YIIO6CTBO, OPrTCXHHUKA, O60pYIIOBaHPIe, BU/J IICpCOHAJIA U T.II.;

- HA/IeJKHOCTh — HCIIOJHEHHE 3aKa3a «TOYHO B Cpok». HanexHocTs
MHOOPMAIIMOHHBIX U (UHAHCOBBIX MPOLEAYP, COMPOBOKIAAIOUIUX
JorucTudeckrue GyHKIMKU PU3NYECKOro pacipeieseHus;

- OTBETCTBCHHOCTDb - JKCJIAaHUC IIOMOYb IIOKYHIATCIIIO, TapaHTHH
CO6JIIOI[CHI/IH CTaHAapTOB JIOTUCTUYCCKOI'O CCPBHUCA,

- 3AKOHYC€HHOCTDb — HAJIMYUC H€O6XO)II/IMBIX HaBBbIKOB, KOMIICTCHTHOCTH
W 3HAHUM I TIPpEAOCTABICHUS YCIIYT,

- AOCTYNHOCTb — MPOCTOTA YCTAHOBJIICHUS KOHTAKTOB C MOCTaBIIUKAMHU
yCIyr, yAOOHOE Jisi TMOKyHaTessl BpeMsi OKa3aHHs JIOTUCTHYECKUX

ycuayr,
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- 0ezomacHocTh — cBoOOJa OT OMNACHOCTH, pPHUCKA, HEIOBEPHUS.
Coxpa"HHOCTB Tpy3a NpH PU3UIECKOM pacIpeeICHUN;

- BCRKIIMBOCThL — TIOBCACHHUC IIOCTABIIMKA YCIYI, KOPPEKTHOCTD,
BCIKIIMBOCTD IICPCOHAJIA,

- KOMMyHHKaﬁeHbHOCTB — CIOCOOHOCTH pasroBapuBaTb Ha A3BIKC,
IMIOHATHOM ITOKYHATCIIIO,

- B3aHMMONOHMMAaHHE ¢ TMOKyNaTejeM — WCKPEHHUH WHTEpeC K
MOKYTATEI0, YMEHUE TIEPCOHAIa BOMTH B POJIb IMOKYIATEISA M ITOHSATH
ero TpeboBaHuUsI.

BbIBOIBI K€ B OTHOIIICHUHU KaueCcTBa CepBUCA OTPEOUTENh CTPOUT Ha OCHOBE:

- peYeBbIX KOMMYHHKAIUH, T.e. HHPOpMaIHUHU (CIYyXOB), KOTOPYIO
MOKyMNaTeln Yy3HAIOT OT JPYyrux IMOKYyIMareaed o JOrMCTHYECKOM
CepBUCE, KOTOPBIN OHU COOMparOTCs MPUOOPECTH;

- JUYHBIX moTpeOHOcTell. J[aHHBINH (akTOp OTHOCHUTCA K 3ampocam
IIOKYIIATelsA, €ro MPEeACTaBICHUI0 O KAayeCTBE YCIYyr, MCXOId U3 €ro
XapakTepa, MOJUTUYECKUX, PEIUTHO3HBIX, OOIIECTBEHHBIX M JIPYTUX
IIPEICTABIICHUN;

- Npouuvioro omnbiTa HCIIOJB30BAHHUA TAKOro XCE HWIH HOIIO6HOI‘O
CCpBUCA,

- BHEIIHUX COO0meHud (KOMMyHUKalMi) — wuwHQOpMAUU O
MOCTABIIMKE JIOTUCTUYECKOTO CEepBHCAa IO Pajauo, TEIEBUACHUIO, IO
COOOIIEHUSIM TIpecchl (peKiiaMa B CpeICTBaX MaccoBOM MH(MOpMAIIUN).

Jl1s ynpaBieHus: JIOTUCTHYCCKUMU (DYHKIIUSIMU B TUCTPUOBIOIIUA HEOOXOIUMO
HAay4YUTbCA HU3MEPSATh KauyeCcTBO JIOTHCTHYECKOro cepuca. C 3TOH  LEIBIO
onpenensoTcs (KpUTepUH) MapaMeTphbl KayecTBa CEpBUCA W CTPOUTCS YIpPaBICHUE
ATUMU TapaMeTpaMH TaKUM OOpa3oM, YTOOBI CBECTH K MHUHUMYMY PACXOXKICHHUS
MEXIYy OXUJaeMbiM W  (aKTUYECKHUM YPOBHSMH BBIOpDAHHBIX  KPUTEPHUEB
(mapametpoB). st 3TOro IMPUMEHSIIOTCS Pa3IMYHBIE METOJbl OILICHOK: aHKETHBIC
ONpPOCHl TOKYyMNaTeNIel, HSKCHEPTHBIE OIEHKH, CTATUCTUYECKHUE METOAbl W T.I.
CnoXHOCTh 3aKJIOYaeTCs B TOM, UYTO OOJIBIIMHCTBO MAapaMeTPOB KayecTBa CEpBUCA
HEJb3s1 U3MEPUTH KOJIMYECTBEHHO, T.€. TOJY4YUTh (hOpMaTU30BaHHYIO OIleHKY. Yaiie
BCETO MPUXOJUTCS MOJIb30BATHCA KAYECTBEHHBIMU OMMCAHUAMU THUIA: JIYYIIIE — XYXKE,
0oJee JOCTYIMHO — MEHEe JIOCTYMHO U T.II.



BO?)BpaH_IaSICB K OIIPCACIICHUAM

Texnosiorum cepBHCa — TPHHIUOB, TPOLUEAYpPHl W CTaHAAPTHI
B3aMMOJICUCTBUS C KIUCHTAMH, TPUHATHIE B KOHKPETHOW OpraHW3aldd WM
onpenesieHHon cdepe OuzHeca.

Kanentamm kaxoil-nn6o ¢pupmMbl 0OBIYHO CUMTAIOT BHEIIHUX (110 OTHOIIEHUIO
K (QupMe) OTAENbHBIX JIIOJEH WIM OpraHu3alud, KOTOpble TMOKYIMAT WIH
UCIIOJIb3YIOT NPOJYKTHI UM YCIYTH TAHHON (PUPMBI.

TCpMI/IH (KJIMCHT» HWHOTAAa HCIIOJIB3YCTCA IIPHU OIIPCACIICHUU BHYTPCHHUX
B3aMMOOTHOIICHUM OpraHU3alMOHHBIX HOIIpaBIIeJICHI/Iﬁ Apyr € OApyrom. Torna OHH
Ha3bIBAIOTCS IO OTHOMWICHUIO APYT K APYI'Y «BHYTPCHHUMH KIIUCHTAMU)).

BHyTpeHHMI cepBHC — OTHOILIECHHE K IPYroMy MOAPa3AeICHUI0 KOMIIAHHHU
KaK K CBOEMY KIIUEHTY.

BaxxuplMM  TepMHMHamMM JUII  OLEHKM  KayecTBa CEpBHUCA  SABISIIOTCS
YIOBJIETBOPEHHE U JIOSJIBHOCTD KIUEHTA.

Y oBAETBOPEHUE KIMEHTAa — 3TO HE TO K€ CaMoO€, 4YTO JIOSJIBHOCTH II0
OTHOIICHHIO K pupme.

JIoSlIBHOCTB — MOJIOKUTEIBHOE OTHOLIEHUE TIOKYyMAaTeNs K OpeHay, TOproBoi
Mapke MpOAYKTa WM YCIYyTrH, JUOO B LEJIOM K KOMIAHUHU, KOTOPOE SIBISIETCS HE
TOJILKO  CIEACTBUEM  pPAIIMOHANbHBIX  (PAKTOpPOB, HO  ICHUXOJIOTMYECKHX
Oecco3HaTeIbHO BOCIIPUHUMAEMBIX (haKTOPOB.

YaoBiieTBOpeHue MOSBISAETCS, KOTa TOKYNaTelb JOBOJIEH KaueCTBOM TOBapa
U YpPOBHEM CEpBHUCA MpPH COBEPILICHUM KOHKPETHOW NOKYNKU. YOBIETBOPEHHUE
NOKyIaTenss — Heo0X0uMOe, HO HEJIOCTATOYHOE YCJIOBHUE JOAIBHOCTU. JIOAIbHBIN
MOKyMaTellb — 3TO BCErja YJOBJIETBOPEHHBIN MOKyMNaTellb, HO YAOBIETBOPEHHBIN
IOKyIaTeNlb HE BCErjaa JIOsUIeH. 3aHMMAasChb MCCIEIOBAHUEM CBOUX KIIHEHTOB,
KOMIIAHUM 4YacTO ObIBAalOT BBEJIEHBI B 3a0Jy)KJE€HUE IMOBEICHHEM MOTpeOuTenei,
HPOSIBISIONINX «IOKHYIO» JIOAJIBHOCTb. M3-3a MCKa)KEHHOTO NPEJICTaBICHUS O
JIOSUIBHOCTU CBOMX KJIMEHTOB CIEUUATUCThl KOMIAHUN 3a4acTyl0 HE MOTYT HAWTH
NPUYMH YyXO0Ja, Ka3aJlloCh Obl, JOMJbHBIX NoTpeOuTenei. JloxkHas JOSIIBHOCTD
MO/Ipa3yMeBaeT OTCYTCTBHE BOBJIEUYEHHOCTH M HSMOLMUOHAIBHOM NPUBA3aHHOCTH
noTpeOuTeNsl MO OTHOUIEHUI0O K KOMIAHUU WU OpeHAy; MOTpeOUTeNn B HTOU
CUTyallUl PETYJIIPHO COBEPLIAIOT MOKYIKU JaHHOTO TOBapa, 3aKIH0YAIOT CIHEJIKH C
KOMIIaHUEW, HO TIPH ATOM C JIETKOCTBHIO MEPEKIII0YAI0TCS Ha IPOIYKLMIO WU CEPBUC
apyroi GupMel.

Yame Bcero mnoTpeduTeNn NpUOOPETAaOT TOBAap, HO MPU 3TOM OCTAKOTCA
0e3pa3Tu4HbIMU K OpeHAY U KOMIIAHUU-TTPOU3BOAUTENIO 110 CIEAYIOUUM MPUUYUHAM:
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- HET JOCTOMHOM ajdbTEepHATHBBI — MOTPeOUTENb OyAeT oOpamaThCsi B
JaHHYI0 KOMIIaHMIO, MPHOOpeTaTh MPOAYKIMIO JaHHOM TOProBOM
MapKH, IOKa HE MOSBUTHCS YTO-TO JYUIIEE;

- HET CYIIECTBEHHOM pa3HULbI MEXY KOHKYPUPYIOLIMMH TOBAPAMH WIIU
KOMIIAHUSMH — TOTPEOUTENI0 HET CMbIC/Ia MepeKtovaTbes Ha
MPOAYKIMIO JPYrod KOMIIAHWMM, HO IIPpU BBIACIEHUM OJHOIO W3
KOHKYPEHTOB U3 0011Iel Macchl MOTPEOUTENb MEPENAET HA €ro TOBAPHI
WJIU YCIIYTU;

- 0OsI3Hb «pPHCKAa W3MEHEHWiI» - TOTpeOUTeNIb HE HU3MEHSET BBIOOD
KOMIIAaHUU M HE TEPEeKIoYaeTcss Ha APYroil OpeHj u3 cTpaxa uTo
HOBBII TOBap OKAXETCS XyXkKe MPUBBIYHOTO;

- Jaydiine (UHAHCOBBIE YCIOBHUS NMOKYNKH — IPHU U3MEHEHUU LEHOBOU
MOJINTUKU KOMIIAHUW MOTpeOUTeNb BHIOMpaeT Haubosee BBITOJHOE C
(bMHAHCOBOI TOYKHU 3pEHUS MPEIIOKEHHUE.

JIeCTBUTENIBHO JOSIIbHBIN MOKYIIATENb:

- BCCTAa IIPOCTUT OTACIBHBIC IMOTPCIIHOCTU W HC3HAYUTCIBLHBIC
HCAOCTATKU B O6CJIY)KI/IBaHI/II/I, Ka4qCeCTBC TOBAapa, BPCMCHHBIC
HpO6JICMBI IIpU KOHTAKTax C KOMIIaHUEH U T.O.,

- AKTHBHO PCKOMCHAYCT KOMIIAHWUIO, IIPOAYKIIUIO HaHHOﬁ TOpI‘OBOﬁ
MapKu CBOUM JIPY3biAM, POACTBCHHUKAM, 3HAKOMBIM

- MaJIO Y9YBCTBHUTCJICH K CHMIKCHHUIO IICH W HWHBIM MCPOIPHUATUAM II0
CTUMYJIUPOBAHUIO C6BITa, IMPpOBOANWMBIM KOHKYPCHTAMMU.

Ilo mMHEHUIO piaga CCHUaJInCTOB, JIOAJIBHOCTD CIICAYCT PACCMATPHUBATL KaK
OTHOCUTCIIbHYIO, a4 HC a6COJIIOTHYIO BCIIMUYNHY, OTMCYAsA HN3MCHCHHUC BO BPCMCHHU
OTHOIIICHHUC HOKYHaTeHCﬁ K xomnanuu. O nporpaMmax pa3BuTHA JIOAJIBbHOCTH MBI
IIOTOBOPHUM IIO037KC.

Hean u 3amauym oOcay:kuBaHusi mnorpedurteseii. Poab Jiormctuku B
YCTAHOBJICHUH 11eJIel 1 3a/1a4 00C/TY;KUBAHUS MOTPedUuTeIeil.

KauectBo o00cnyxkuBanus mnoTpeOuTeneil cepbe3HO BIUAET Ha OOHIMH
KOMMEPUYECKUHU ycreX GUpMBbI, TIOATOMY OMpEAeIICHHE 1eJiel U 3a1a4 00CTyKHUBaHUSI
MOTpeOUTENICH ABISCTCS BaKHBIM PEIIEHUEM BBICIIETO PYKOBOACTBA. JIUCTpHOBIOLIHS
TOBapOB TECHO CBSI3aHA C MOTPEOUTETHCKUM CEPBUCOM, MO3TOMY OTIEN JOTUCTHKH
UTpacT BaXXHYIO POJIb B YCTAHOBJICHUH II€JIeH M 3a7a4 00CTyKMBaHMs MOKyMaTeseH,
hopMyIHpPYyEMBIX MAPKETUHTOBBIM OTJEJIOM (UPMBI.
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Kak nmnpaBunmo, pabora otTnena MapKeTHHra ONpEeiseT MOJIUTHKY
oOcnykuBaHus Tokynatened. OTAeNn JOTUCTUKH JIOJKEH BBICTYNATh CBOCOOPA3HBIM
«KOHCYJIBTAaHTOM» OTJeNa MapkeTuHra. Croenuanuctel B 00JacTH MapKEeTHHTa
MHOTJIa HE pa3IMyaloT pPa3HULl MEXIy YBEIUYEeHUEeM o0bemMa IMpoJax H
Makcumu3anuen npuObui. HekoTopble MapKeTosorH A0 CUX IMOp MOoJararT, YTO
HauOoJiee BakHas 3a7a4a (PUPMbI COCTOUT B TOM, YTOOBI YBEIUUYUTH 00BEM MPOJAK.
B pesynbrare nenu u 3amaud oOCHy)XMBaHUs TMOKyMHaTelled YyCTaHABIMBAIOTCA Ha
YpPE3MEPHO BHICOKOM YPOBHE, UTHOPUPYS CONMPSIKEHHBIC JIOTUCTUUYECKHUE 3aTPATHI.

OTnen JNOTHCTUKHA JOJKEH BBICTYNATh B POJIM «IIOCTOSHHOTO OIIOHEHTA»
OT/EJla MapKEeTWHra B OLEHKE JIOTUCTHYECKMX 3aTpaT Ha YCTAHOBJICHHBIN
MapKeTOJIOTOM YPOBEHb MOTPEeOUTENbCKOro cepBuca. Jlaxke He3HAYUTENbHOE
MOBBIILIEHWE OOIEero YpOoBHS OOCHY)KMBaHHUS MMOKyHaTele MOXET CYIIECTBEHHO
YBEJIMUUBATH JIOTUCTUYECKHUE 3aTPATHI.

Jloructuyeckuii TepcoHaN MOXET YKa3bIBaTh aJbTEPHATUBHBIC CIOCOOBI
JIOCTABKHA TOBApOB MOKYMATEIsM M PACCUUTHIBAThH 3aTPaThl IJIs Pa3jIUUYHBIX YPOBHEU
oOCIy>KMBaHMsI: pa3MEPOB 3alacoB, YHCIA TOYEK OTTPY3KHU, TpeOOBaHUN MO
00pabOTKH 3aKa30B, CKIAAUPOBAHUS U TPAHCIOPTUPOBKHU. OH JieNaeT BCe 3TO, HO HE
MOXeT (MM HE JOJDKEH) YCTaHaBIMBaTh (PAKTUUECKHE CTAaHAAPTHI OOCTYKHBAHMUSI
nokynarenei. 1o paboTa MeHeIKMeHTa (UPMBI, a TaKKe OTIe]a MpoJax Hu
MapKeTHHIa, KOTOPbIE ONPENENSIIOT YPOBEHb KayecTBa MOTPEOUTENHCKOTO CEepBHCa,
3a/1aBa€Mblii KOHKYPEHTHOW CUTYyalluel, U KOTOPBIH OyyT MO3BOJIATh MOJUTHKA IICH
Y 33/1a494 TIOCTHIKEHUS TPUOBLITLHOCTH.

HekoTtopble KOMMaHWMM TpH YCTAHOBJICHUU CTaHIAPTOB OOCIYKUBaHUS
noTpeduTeNe pa3nuyaoT «Uuenu» U «3agaduy. Llenn npencraBisioT coOoit
000011IeHHOE OINUCAaHUE PE3YJIbTATOB, KOTOPBIX (pUpMa MBITAETCS NOCTUYb. 3aJayd,
ABIIAIOIIMECS CPEACTBAMU JOCTIKEeHUs 1esied. OOBIYHO KOMITAHHUS OIpeAeseT
MUHHMaJIbHBIN HaOoOp TpeOoBaHUU (CTaHAAPTOB OOCIYXUBaHUS), HEOOXOIUMBIX,
YTOOBI BHITIOJIHAT ONPEACICHHYIO 33/1a4y U 3aTEM IBITAThCs paboTaTh HAJl HEH.

K coxanenuto, HexoTopbie ¢GUPMBI (GOPMYIUPYIOT IEIU OOCTYKHUBaHHS
KJIMEHTOB 0€3 a/leKBaTHOM KOHKpETHU3aluu 3aJad, ONpPElENSIOlINX, KaK 3TU LENH
MOTYT OBITh JOCTUTHYTBI. DTO SIBISIETCS CEPbE3HON MPOOIEMOM, T.K. €CJAH 3aJa49U U
CTAaHAAPTHI O0CJY:KMBAHUS KJIHEHTOB He C(POPMYJHUPOBAHBI B KOHKPETHBIX
TEPMHMHAX M TNOKAa3aTejasiX, TO NMEPCOHAJ MOKET MX MITHOPUPOBAThb, WJIM OHH
CJUIIKOM HeoNpeaeJeHHbl JISi TOro, 4ro0bl MOKHO ObLIO ObI 00ecHeYuTh
peajibHOe PyKoOBOACTBO MMH. K TOMy ke ciy:k0a JOTHUCTUKH MOYKET CTaTh «KO3JI0M
OTOYIIEHUS» MJId OTHAela MapkeTuHra. Eciiv HOBBIM TOBAap TEpHUT HEyJady Ha
PBIHKE, TO OT/IeJI MAPKETHHTa MOXKET OOBUHUTD JIOTUCTOB B TOM, UTO €0 BHEAPECHHUE
MpPOBAIMIOCH H3-3a TOrO, YTO CTaHAAPThl JIOTUCTUYECKOrOo OOCIYKHBaHUS
notpeburteneid ObUIM OYeHb HUBKMMHU. be3 KOHKPETHBIX OpPUEHTHPOB M
NAapaMeTPOB OLCHKH IEePCOHAJ CJYKObI JOTHCTHKH HE MOKET J0Ka3aTh, YTO
00cJIy’)KUBaHUE KJINECHTOB MOJAEPKUBAJIOCH HA 10JI2KHOM YPOBHe.

B HekoTopplx ¢dupMax, cTaHIApTBHl OOCIYyXKUBaHUS CHOPMYITUPOBAHBI
KOHKpETHO, Hanpumep, «97% BceX 3aKa30B JIOJDKHBI OBITH BBIITOJIHEHBI MOJHOCTHIO,
0e3 omuOOK M OTHpaBIE€Hbl B TeueHHe 24 YacoB C MOMEHTa MOCTYIUICHHS.
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Boznarpaxxienue MeHEIKEpOB U PaOOTHUKOB HANPSIMYIO CBSI3aHO C JOCTHUXKEHHUEM
ITUX LIEJIEH.

OO6cnyxuBaHue MnoTpeduTeneit ABISETCS CPEACTBOM KOHKYPEHTHOW OOpbHOBI,
MO3TOMY TaKXe MOJIE3HO 3HaTh, YTO B 3TOM HAIpaBICHUHM MNPEINPUHUMAIOT BallH
KOHKYPEHTBHI.

BbipaGoTka nporpamMm norpeduTe1bCKOro cepBHca.

OCHOBHBIM 3JICMEHTOB BBIPAOOTKH II€JIeH W 3a7a4 B cepe OOCITYyKUBaHHUS
MOKyTaTeNIeH SIBISICTCS ONpEJIeJICHUE TOYKHM 3pEHUs mokymarenas. Jlis 3toro
MIPOBOIATCS OMPOCHI MMOKYIATENCH ¢ IEIbI0 BBIACHUTD, UTO OHU CUMTAIOT BaXKHBIM B
00CITy>KMBaHUH.

B Takme ompochl BKJIHOYAIOT BOIMPOCHI O JKEIATCIBHBIX JOMOTHUTEIBHBIX
DJIEMEHTaX JIOTUCTUYECKOro cepBuca. Kakume yciyrm B HacTosIlee BpeMsi HE
MPEIOCTABISIOTCS, HO UX XOTEJIO0Ch OBI MOMy4aTh MOKYIATEO?

BaxxHo ompenenuth, Kakue 3JIEMEHTBI MOTPEOUTEIBLCKOTO CEPBUCA SIBIISIOTCS
JUTSI TIOKyTIaTesIei Hanbosee 3HaYUMbIMH.

Od4eHb BaXHBIM SIBJISCTCS €IE¢ OJIMH acTCeKT: KaK KJIMCHT OIICHWBACT YPOBHHU
o0CIy)KMBaHMs KOHKYPHUPYIONUX GUpM. BbIsICHEHHWE 3TOro BoOmpoca SBISETCS
00s3aTCIBHBIM ~ YCJIIOBHEM  YCTAHOBJICHWS  HOBBIX  CTAaHJApTOB  KayecTBa
oocnyxuBanust  morpebuteneir. Korma Bes  undopmanus  codpaHa U
NMpPOaHAJIM3MPOBAHA, MEHEMKMEHT (GUPMBI MOXKET YCTAHABJIMBATL WEJIU U
3a1auM 00CTy:KMBaHUsI MOKyNaTe/eil HcXoas u3:

1. DxoHOMHKHU O0CTYKUBAHUS;
2. XapakTepa KOHKYPEHTHOTO OKPY>KEHUS;
3. Tuna npoxykuuu.

JKOHOMHYECKHE CO00paKeHUsl OTPAXKAIOT CTOMMOCTh OOCITYXUBaHUS
pa3IUYHbIX YpOBHEU mokymnarenei. iMeem i1 Mbl 1OCTaTOYHO JETAIU3UPOBAHHbBIE U
TOYHBIE 3aTPaThl ISl KaXKA0T0 BUAA IEATEIbHOCTH U KaX10W IPyIIbl MOKYyIaTenei?

HcTopuueckn MoJenu cepBUCa BO3HUKIM KaK CTPAaTErMu B3aUMOJIEUCTBHS C
KJIMEHTAaMU pa3HbIX YpPOBHEW MAaTEepUATbHOTO OJIArOCOCTOSHUSA: HHAMBUAYAIbHO-
OpPMEHTUPOBAHHBIN CEPBHUC — KaK AJIUTHASI MOJENb CEPBHUCA; «CEPBUC MPUIIABKA» Kak
CEpBUC, IPEIHA3HAYEHHBIN AJI CPEIHEro Kiacca («MHUAJI-KIAcC CEPBUCY» MOJAEID);
MapKeT-CepBUC — KaK CEpBUC JUIsi  MaJoOOECIEUEHHBIX  IOKYIaTeleH,
NpUOOPETAIONINX TOBAap B JEUIEBBIX Mara3uHax caMooOCTy>XMBaHUsI 0€3 BCSIKOIO
BHUMAaHUS CO CTOPOHBI nepcoHana. Co BpeMEHEM Bce TPU MOJENH CEpBUCA yTPaTHIN
CBOIO OpPUEHTUPOBAHHOCTh HA KOHKPETHBIE COIMAIbHBIE TPYMIbL, HaIpUMeEp,
HOSIBWINCH JOPOTHE MarasuHbl, padoTalollue IO CHUCTEME MapKeT-CepBUCa, a B
Poccun B coBeTckoe BpeMsl «CEpBHUC NpPHIABKa» ObUI CEPBHCOM ISl BCEX TPYIII
HacesleHus, ocoOeHHO i Manoumynux. Ceifuac BpIOOp MOJENHM WIH MOJENEH



8

CcpBUCa OM3HECMEHBI ACIHIA0T HMHTYUTHBHO WJIHM OCO3HAHHO, OTTAJIKHUBAACH OT
CHeI_II/I(l)I/IKI/I pBIHO‘IHOﬁ HHUIONA U ITPOYUX PBIHOYHBIX (1)aKTOpOB.

JUist Kaxa0W rpymiibl NOTpeOuTeNed B 3aBUCUMOCTH OT HAYaJIbHOTO YPOBHS
JOSUIBHOCTU  JIOJDKHAa  ObITh  pa3paboTaHa CBOSL CHCTeMa CTUMYJIMPOBaHMS,
HaIlpaBJICHHAS HA IMOBBINIEHHE CTENEHU JIOSJIBHOCTU. Tak Kak METOAbl M LEIU
paboThl C KaxJ0M rpynmnoil morpedutesnel OyAyT pa3MyHBIMH, Ha MEPBOM HTarle
pa3paboTKu mporpaMMmbl (HOPMUPOBAHMS U PA3BUTUSA JIOSUIBHOCTH HEOOXOAUMO
MPOAaHATU3UPOBATh KIMEHTOB [JIs BbaeneHus rpynn. OanuMm U3  HauOolee
3G ()EKTUBHBIM METOAOM aHaju3a KIMEHTOB SBISIOTCS METOIbl HM3MEpEHUus
JOAJIBHOCTU NOTpeduTene, npennoxenHsie 1. Aakepom:

e HaOIIOJEHNE 32 MOJCISIMH TOKYMATEIbCKOTO TOBEASHUS (TOKa3aTeln
MOBTOPHBIX MOKYIOK, KOJTMYECTBO BRIOMPAEMBIX MTOTpeOUTENIEM OpEHIO0B
— CKOJIBKO TIoTpeduTeneit mokymarT 1 Opena, 2 OpeHaa onpeaeneHHOro
MPOAYKTa;

e aHaNM3 3aTpaT Ha MEPEKIIOYEHHEe TOTpeOWTeNnss Ha Jpyroil ToBap,
APYTYIO YCIyry;

® aHAJIW3 CTENEHU YJOBICTBOPEHHOCTH TOKyMHaTels MpH OOpaIlcHUH B
KOMTIaHHI0, MPUOOPETEHUN TOBApPa;

® aHaJIM3 OTHOIIEHUS K OpeHay (UMUK OpeH/a B Tla3ax MOTEHIUATBHBIX
MoKymartesnei);

® aHAJIN3 MIPUBEPKEHHOCTU MOTPEOUTEIEH OpEeHY.

[IporpamMmbl  pa3BUTHS JIOSUIBHOCTH KIMEHTOB — IIOCTPOEHUE CHCTEMBI
B3aUMOOTHOILICHUI C KIMEHTaMHU — OJHO U3 Haubojee MNOMYyJISPHBIX Ha
CErOJHSALIHUYN JIeHb HaNpaBlIeHUN MOBBIMIEHUSA 3P(HEKTUBHOCTH PabOThl KOMIIAHUH.
OTU nporpaMMbl — 1OCTATOYHO MACIITAOHBIN U TOATOCPOYHBIM MPOEKT, TPeOyomui
JETAIBbHOTO IPEABAPUTEIBHOIO HCCIEIOBAHUS M YETKOrO IJIAHUPOBAHUS, B TOXKE
BpeMsi pa3pabOTaHHble KOMMAHUEH NPOrpamMMbl JIOSUIBHOCTU JOJKHBI  OBITH
JO0CTaTOYHO THOKUMU JJI1 BOBMOKHOCTH MX KOPPEKTUPOBKHU MO MEpe peanu3aluu U
BBISIBJICHUSI HEJJOCTATKOB JJI1 TOCTHXKEHUSI MaKCUMaJIbHON 3((EKTUBHOCTH B UTOTE.
MOKHO BBIIETUTH CJEAYIOIIME OCHOBHBIE YCIOBUS pa3pabOTKH M pean3aluu
3¢ PeKTUBHOM TPOrpaMMBbl JOSIIBHOCTH:

® YEeTKOE OIpe/esieHue IeJIeBOM ayAuTOpuu  (BBISBJICHUE KaTEropui
noTpeduTeNnel MMEIOMNX MOTEHIMAI JUIsl YBEJIWYEHUS JIOSJIbHOCTH U
KOTOpbIE MOTYT MPUHECTU JOCTATOYHO MPUOBLIN);

e Tpu pa3pabOTKE MPOTrpamMMbl JIOSIBHOCTH HEOOXOJUMO YYUTHIBATH,
Kakoe IOBe/JCHUE IMOTpeduTesel KenaTeiabHoO, TO €CTh 32 YTO CTOUT
MOOMIPSATh KJIWEHTOB (TIOBTOPHBIEC TIOKYIKH, pPa30BbIE TOKYIKH Ha
OIIpPENCICHHYI0O CyMMy, TpUOOpeTeHHEe ONpeAeleHHOro Habopa
TOBapoOB);
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e BbIOpaTh W MNPUMEHHUTH HauOoliee NOAXONAIIME JJII KOHKPETHOU
LEJIeBOM ayJUTOPUU HWHCTPYMEHTHI BO3JEHUCTBUA (Hampumep, s
YBEJIMUEHUS JIOSUIBHOCTH  MOTpeOuTeneil MEeHCHOHHOTO — Bo3pacTa
HanOosee 3PGEeKTUBHBIMU OYIyT MPOrpaMMBbl JIOSUIBHOCTH Ha OCHOBE
MPEeIOCTaBICHUSI CKUIOK (Tak Kak JJisi 3TOW TpyNIbl LEHOBOM (hakTop
JOCTaTOYHO Ba)X€H), a A MOTpeOuTeNnel cpemHero kiacca Oosee
NpUBJIEKATEILHBIMU OoynyT POrpaMMBbl, MPEI0CTaBISIONINE
oTpejieieHHbIe OOHYCHI 32 TOBTOPHBIE MOKYIIKHU U T.11.);

® OTCIEOUTh pEaKIUI0 MOoTpeduTeNed Ha MNporpamMmy JOSJIBHOCTHU
(BBICTpOUTH OOpaTHYIO CBSI3b C IIEJIE€BOM ayAUTOPHUEH TporpaMMbl) U
orleHUTh d(PdeKT (M3MEeHEeHNEe YPOBHS JIOSUIBHOCTH) U DKOHOMUUYECKHUU
pe3yabTat (POCT MpoaaX, MPUOBUIM KOMIAHUM) TPUMEHEHUS TTPOrpaMm
JIOSUTBHOCTH;

L4 PaBpa6aTBIBaTB HOBBIC IIPOT'PAMMBI JIOAJIBHOCTH C YYCTOM PC3YJIbTATOB
YKC IMMPOBCACHHBIX aKHHﬁ.

Xapakrep KOHKYPEHTHOHM CpeAbl ONPEIEIAIOT ¢ MNPOMBIIUICHHBIE
ctanaaptel. WH}opmanus OTHOCHUTEIBHO OXHAAHMN KIMEHTa W ypOBHEHU
oOCNMy>KMBaHMSI TIOKyHaTeled y KOHKYPEHTOB BakHa TIPU  YCTaHOBJIEHUU
KOHKYPEHTHBIX CTaHAAapTOB. BO MHOrMX cUTyalusxX MOKyHaTeId TOTOBBI IUIATUTh
0o0Jb11Ie, YTOOBI MOTYYUTH 00JIee BHICOKUI YPOBEHB JOTUCTUYECKOTO 0OCITYKUBAHUS.
Pacummpenne rpy30BbIX aBUANEpEBO30K — BCETO JUIIb OJMH HPUMEP TAKOTO MOAX0/1a.

Tun npoaykumm TakXKe BO3ACHCTBYET Ha YPOBEHb MOTPEOUTENHCKOTO
cepBuca. 3Jech clelyeT NPUHUMATh BO BHUMAHHUE B3aUMO3aMEHSEMOCTh TOBAPOB B
ACCOPTUMEHTE W3JeNIUi, U3 KOTOpPOTo MOKyIMaTeau MOryT BbiOMparh. Ecnu dupma
MPAKTUYECKU SIBISETCS MOHOIOJMCTOM Ha KaKOW-HUOYIb BaXKHBI TOBap, TO OHA
MOXXET HE MPEIOCTaBISATh BBHICOKUMU YpOBEHb MOTPeOUTENbCKOTro cepBuca. OmHaxo,
€CJIM Ha PBIHKE MPEJACTABICHO MHOTO aHAJOTUYHBIX (B3aMMO3aMEHSEMbIX) U3CIINM,
TOTJa CTaHJIAPThl OOCIYXKMBAaHMS TOKyHaTeled CTaHyT Ba)XXHbIMH MapaMmeTpaMu
KOHKYpEeHTOCTIocOOHOCTH (upMbl Ha pbiHKe. HyXHO Takke Y4YUTBHIBaTH 3Tarl
’KU3HEHHOTO I[MKJIa ToBapa. ToBap, TOJBKO YTO BBINYILIEHHBIN HAa PHIHOK, TpeOyeT
0Cc000M TOJIEPKKU U OOCIY)KMBaHUS B OTJIMYUE OT TOBapa, KOTOPBIM HAXOAUTCS B
CTaJUU 3PEJIOCTU U PIHOYHOI'O CMaja.

VYcTaHoBeHHE MHHMMAJIBHOIO pa3Mepa 3akKaza — Bo3pacTaroujasi mpobiema
JUIS MEHEJIDKEPOB, OCYIIECTBISIONUX (U3NYECKOE paclpesielieHne, MOTOMY 4YTO
MHOTHE KJIMEHTBI, MPUIAEPKUBASICH (PUIOCOPUU «TOUYHO B CPOK», MPEANOYUTAIOT
3aKa3biBaTh HEOOJBIION 00bEM TOBApOB, HO JAenarth 3T0 4YacTo. CokpalleHue
pa3MepoB 3aKa3a MOXKET MPUBECTU K CHUKEHUIO nmpuObuin. HeoOxonumo neranbHO
AaHAJIM3UPOBATh KOHKPETHYIO PBIHOYHYIO CHUTYaIMIO, KAcalollylcs MPUYMH
pa3MeNIeHNsl MEJIKUX 3aKa30B.

Korpa undopmanus, kacaromascs MOTPeOUTENIbCKOr0 CEepBHUCA, TIIATEIbHO
MIPOAHATU3UPOBaHA U CHOPMYIUPOBAHBI LIEJU U 3a]1a4l OOCTY>KUBaHUS MOKyHaTesen
— CTaHJapThl OOCIY)KMBaHUSI TOKYIMaTeJaed TOJDKHBI BBIMOJIHATHCA Ha jAene. Jlns
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9TOI'O Tpe6yeTc51 CUCTEMaTUYCCKUM MOHHUTOPUHT U KOHTPOJIb IMAPAMETPOB KAa4CCTBA
CccpBUCA.

YrnpaBieHue Ka4eCTBOM MOTPEGUTETHCKOI0 CEpPBHCA.

YnpaBneHue KaueCTBOM JIOTHCTUYECKOTO CEPBHCA B TUCTPUOBIONNU MOXKHO
MPEJICTABUTH B BUJIE CXCMBI:

Ha cxeme moka3aHO HECKOJIBKO JTamoB (LIaroB) YMpaBJiCHUS KadyeCTBOM.
MeToasl ¥ TpOUEAYpPHl 3aBUCAT OT BBHIOPAHHBIX JIOTUCTHYECKUX KOHIEMIUN U
CTpaTeTWH yIpPaBICHUS KadyeCTBOM JIOTUCTHYECKOTO CEepBHCA C  TO3HUIUU
NOTpeOuTENEH.

Opranu3zaiusi JTOTUCTUYECKOTO MEHEIXKMEHTAa MpEeAIoiaraeT, 4YTo BBICIICE
PYKOBOACTBO (pMPMBI yCTaHABIMBAET COOTBETCTBYIOMINE MPOLEAYPHI YIPABICHUS H
KOHTPOJIS B 3aBUCUMOCTH OT BEIOPaHHOMW JTOTHCTUYECKOM CTPATEeTHH.

Ha TtpeTrpem 3Tame ompezensioTcss U 0OOCHOBBIBAIOTCS TpeOOBaHUS, KOTOpPbIE
OPEIBSABISIIOT ~ MOTPeOUTENM K  KOHKPETHBIM  JIOTUCTHYECKAM  (DYHKIHSAM.
BonbmmHCTBO KOMMaHu#i GOKyCHpYyeTCs Ha HYKJaX BHEITHUX MOTpeOUTENeH, HO s
pemieHusi mpoOieM KadecTBa OOCTY)KMBaHUS TakKe BaXKHBI W BHYTPCHHHE
noTpeOuTen,  T.€.  TIPOMU3BOACTBEHHBIE  MOJpPA3JENeHUs WU IEepCOHA,
3aJeCTBOBaHHBI B cdepax MapkeTWHra, (QuUHAHCOB © T.A. Ha »TOM »JTame
TpeOYIOTCSl TOCTOSTHHOE HAOMIOIEHUE U PEeTUCTpalis U3MEeHeHUI TpeOoBaHui. 31ech
HCTIONB3YIOTCSl TAKME METO/Bl KaK aHKeTHPOBAaHWE, HHTEPBbIO, (DOKYCHBIE TPYIIIBI U
T.JI.

C mpepIIymuM 3TaroM TECHO CBsI3aH JTall KOHTPOJS TEKYIIEro YpPOBHS
WCTIONHEHMsI TPUHUMAeMbIX peIIeHuH B O00JacTH yOpaBICHUS KadyeCTBOM
JOTUCTHYECKOTO CepBHCa. TaKMMHU WHCTPYMEHTAaMH KOHTPOIS SBISIOTCS OOBIYHO
OKCTMIEPTHBIN aHaTN3, aHKETHPOBAHUE, ONIPOCHI MOTPEOUTENCH H T.11.

CrnenyrommM TanoM sSBIISIETCS BBIMIOJTHEHUE MIPUHSITON CTpaTerny KayecTna.
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1. Beibop
JIOTUCTUYECKOM
cTpaTeruu (KOHIEIIH)

v
2. Opranuzarus

JIOTUCTUYIECKOTO
MEHEKMEHTa
v v
3. Onpenenenue .| 4. Texymue
TpeOoBaHuU U C o YPOBHU
| OxumaHuit MCTCMHBIN aHaJIN3 WCTIOJTHEHUS <
noTpeduTenei < (KOHTpOJIB)
» 5. CrpaTerus KauecTBa <
MapkeTHHTOBBIC l OmnepanrioHHBIE CTPATETHH
CTpaTeruu ,
6. Peanu3zanus ctpareruu
Ka4yecTBa
7. Ynyumenue

YIIPaBJICHUS] KAYECTBOM

CnoxHoCTh Mpoliecca BHEIPEHMs 3aKIIOYAeTCsl B MHOrooOpa3uu aclekTOB
KauecTBa CEpBHCA, CBI3AHHOM C MHOKECTBOM JIOTUCTUYECKHUX ONeparuil U (yHKIHM.
Jlisi coXpaHeHUs W PACIIUPEHUs CBOMX IMO3HMIMK Ha PBhIHKE OONBIIMHCTBO (pupM
CTPEMUTHCS MTOCTOSIHHO YJIY4YIlIaTh Ka4e€CTBO MPOAYKIIMHU U JIOTUCTUYECKOTO CEpBUCA,
MoJAJIepKUBasi U yCTaHaBNMBas Ooyiee BBICOKME CTaHAApThl KadectBa. [lomuThka
HEMPEPBIBHOTO  YJIYYIIEHUS KadecTBa  pealu3yeTcsl IyTeM  ONpPEAEIICHHOU
MPOLIEAYPHI, AITOPUTM KOTOPOW TaKkKe MPEACTABIEH HA CXEME.



