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PEQEPAT
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KAYECTBO, KOHKYPEHTOCIIOCOBHOCTh, MEPOITPUATUSA T10
YJIVUILIEHHIO, SQOPEKTHUBHOCTHD, AEPEBO PELIIEHUI,
3®OEKTHBHOCTL MEPOITPUATHUIAL

Llens paGOTH! - H3Y4YHTb CHCTEMY OLIEHKM Ka4ecTBa | KOHKYPEHTOCIIOCOGHOCTH
yenyr Ha mnpumepe OOO "HMudoxom" u paspaloTaTe MepONpHATHS [0 HX
YIIy4dIIeHUIO,

MeTton uccneoBaHNd — aHAIUTUYECKHH, OMBITHO-CTATHCTHYECKHH METOMBI,
METOJ] CPaBHEH¥A.

[Iposenen aHamM3 KkadecTBa M KOHKYPEHTOCTIOCOGHOCTH YCIYTH "IUIATHBIE
napkoBku”,  okasmBaeMo OO0  "Vimdoxom", pgaHa  OpraHu3alMOHHO-
OKOHOMMYECKA XapaKTEPUCTHKA GOBEKTY HCCIeNOBaHUsA, PACCMOTPEHE! NPOOIIeME]
KayecTBa M KOHKYPEHTOCIIOCOOHOCTH YCAYTH, NPEANOKEeHbl MEpONpHATHS Mo

YCTpaHEHHIO BBIABJIEHHBIX NpobIeM,
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BBEJIEHUE

3anoroM ycnewHoro (GyHKUHOHHPOBaHWA H pa3BHTHA JHOOOH OpraHu3aluu
ABISETCA  BBICOKAs  CTENEHb  Ka4yecTBA  OKA3biBAEMBIX €K YCIYr H
KOHKYPEHTOCIIOCOOHOCTE MOCIeTHUX.

B cnyuae HeHagnexauiero KayecTsa yciayrv norpeburtens OTKaXeTcss OT HX
nprobpeTeHus, M OpraHu3alnus moHeceT YOBITKH. [IpM CHIDKEHMH CTeneHd
KOHKYPEHTOCIIOCOOHOCTH peaNu3yeMBIX TNPOAYKTOB OpraHusallids IOTepAeT CBOH
MTO3HIMH Ha PHIHKE, 4TO HEMHHYEMO NPUBEIET K yORITKAaM, a, BOSMOXKHO, B KOHEYHOM
UTOIE H K pa3opeHHIo.

Ha coBpeMeHHOM 3Talle pa3BHTHs 00LIECTBA CYILECTBYET MHOXKECTBO CIIOCO00B
OLIEHKM Ka4yecTBa U KOHKYPEHTOCNOCOOHOCTH YCIYr, OKa3blBAEMBIX OpraHH3allHeH.
Onnako, ciegyeT OTMETUTB, YTO N0 Mepe PYHKLMOHUPOBAHUS H Pa3BUTHA PHIHOYHOH
9KOHOMHMKH 3TH CIIOCOOBI IoNiaraeTcs pacCMaTpHBaTh BpeMEHaMHM B [IPHHLIMIIHATLHO
HOBOM KOHTEKCTE HJIM ¥ BOBCE pa3pabarblBaThk HOBBIE, OTBEYAOLIHE COBPEMEHHBIM
¢baxTopaM BHellIHeli ¥ BHYTPeHHEeH cpelibl opranu3anyy. [ToaTtoMy H3yueHHe CHCTEMBI
OLEHKH Ka4eCTBa M KOHKYPEHTOCHOCOOHOCTH YCIYT, OKa3bIBAEMBIX OpraHH3allMei,
ABNIAETCS BAXHOW MNpoONeMOif Ha COBpEMEHHOM 3Tane (YHKLMOHMPOBaHHA ¥
pa3BUTHA SKOHOMHKH. ITUM U 00yCIIOBIEHa aKTYalbHOCTh HCCIIEYEMOM TEMBI,

Ilene BHIMYyCKHOH KBanH(PUKaNHOHHOM pabOTHI: H3YYHTH CHCTEMY OLICHKH
Ka4eCcTBa M KOHKYpeHTOoCocoOHocTH yenyrd Ha npuMepe OO0 "Hudokom”

JIng nocTHXeHus NOCTaBICHHOM LelTH HeoOX0AHUMO PELLXTh PAX 3a1a4:

- PACKPBITh NOHATHE H H3YYHTh CYIIHOCTb Ka4ueCTBa H KOHKYPEHTOCHOCOOHOCTH
YyCIyrH

- MIpOaHAIKU3HPOBaTh daxTopsl, BIIMSAIOLIHE Ha Ka4vecTBO U
KOHKYPEHTOCIIOCOOHOCTh YCIIYTH

- PACCMOTPETEL METOABI OLIEHKH KauecTBa ¥ KOHKYPEHTOCTIOCOGHOCTH YCIIyrH

- IaTh OPraHU3aLHOHHO- YKOHOMHU4ECKYIO XapakTepucTuky OO0 "HUndoxom"

- NIPOAHAIM3HPOBATh KAYECTBO M KOHKYPEHTOCHOCOOHOCTH YC/yru "INaTHbIe

napkoBkH", okazsBaeMoit OO0 "Unpoxom"
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- BBIABUTH INPOOJIEMB! Ka4e€CTBA H KOHKYPEHTOCIIOCOOHOCTH YCIYTH "IIaTHBIE
napkoBkH", okaseiBaeMoit OO0 "HMudokom"

- paspaboTaTth MEpOIPUATHS no YIIYYIIEHHUIO Ka4ecTBa u
KOHKypeHTocnocobHocTH yenyrn "mnatHele napkoBkd" B 000 "Uudokom "

- OLCHHUTH 3(DEKTHBHOCTh MPEJIOKEHHBIX MEPONPUATHH M0 YIYHIIEHHIO
KauecTBa U KOHKypeHTocmocoOHocTH ycnyru "mimatheie napkoBku" B Q0O
"UHdoxom ".

OO6BeKTOM HCCNIEIOBAHHS BBITYCKHOW KBATHGUMKALIMOHHOH paboTHl ABiIAETCA
000 "HUudoxom ".

[IpenMeToM HcclefoBaHMsS BBICTYNae€T CHUCTEMa OLEHKHM KayecTsa U
KOHKYPEHTOCIIOCOOHOCTH yCIIyTrH "naTHele NapKoBKU'", OKa3bIBaeMoH opraHu3alde

IpakTHyeckas 3HaUHMOCTh IPOBOAUMOTO UCCIIEJOBAaHUS COCTOUT B M3yHeHHH
CHCTEMBl KauecTBa H KOHKYPEHTOCMOCOOHOCTH YCnyr, okasbiBaeMeix B 00O

"

"MHGOKOM " W BBIABICHHH €€ HEIOCTAaTKOB, YTO BIOCIEACTBHHM IIOMOXET AaHHOH
OpraHU3aLUH YCIEIHO (YHKIIHOHHPOBATh U Pa3BHBATHC.

Meromonorus HCCAeOOBAaHHS OCHOBAaHA HA peaNM3alldd COBOKYIHOCTH
NPHHLKIIOB, TPHEMOB U cnocoboB m3ydeHHs o6beKTa HCCIENOBAHUA BhIMYCKHOM
paboThI, TAKMX KaK:

- QHAJIU3 K CHHTE3

- MHAYKUHUA U AeTyKUUs

- CpaBHeHHe

- abcTparupoBanue

- 06o01IIeHHe

- KOHCTPYHPOBaHHE ¥ IIp.



1 TEOPETMYECKHME ACIIEKTBI OIEHKHM KAYECTBA U
KOHKYPEHTOCIIOCOBHOCTU YCAYTU

1.1 IlonsATHE ¥ CYIHOCTE K449€CTBA M KOHKYPEHTOCIIOCOGHOCTH yCIIyTH

Kateropus kauecTBa sBNsS€TCd OOHHM M3 BaXHEHIIHX 3KOHOMHYECKHX
noHaTud. MmeHHo kadecTBo B Oonblielf crerneHH 00YCIABIMBAET KOJHYECTBO
peanu3yeMbIX YCIYyr, a4 3H44YHT, ¥ CIYXXHT 3aJIO0TOM YCIIeLIHOrO0 pa3sBUTHA H
(GYHKIMOHHUPOBAaHHA OPraHH3aLIHH.

B HacToflliee Bpems CyILECTBYeT 4 ypOBHS pa3BHUTHA kauectsa [18,c.35] (cM.

puc. 1.1)

CoorBercTBHE CTanaapry

Co0TBeTCTBHE HCIIONB30BAHHIO

CooteercTBHE QaKTHIECKUM TPeOOBAHIAM

CooTBeTcTBHE ATEHTHBIM NOTPeBHOCTAM

B, [ i [

~— ./

Puc. 1.1 - 4 ypoBHa pa3BuTHs KauecTBa

CooTBeTcTBHE CTAaHIAPTY MpeAcTaBiIdeT coboi COOTBETCTBHE KAYeCTBA TOBapa

ONPCACIICHHBIM HOPMaM, IPOTTHCAHHLIM B COOTBETCTBYIOIIEM NOKYMEHTE (craHnapTe

Ka4ecTBa, A0roBope, TEXHUYECKHM TpeOOBaHHAM H 1p.)

CooTBeTCTBHE UCITONB30BAHHIO MOAPa3yMeBaeT COOTBETCTBHE IIPOAYKTa He



TOJMBKO CTaHJAPTaM, HO H 3JKCIUIyaTaLHOHHBIM TpeGOBAHWAM, YTO MO3BOJIHT MY
MONB30BATHLCA CIIPOCOM Ha PHIHKE.

CoorBercTBHE (aKTHYECKMM TpeOOBAHUAM MOAPA3YMEBAET BBINOIHEHHE
noTpeSHOCTH NOTpeGUTENs B BHICOKOM Ka4eCTBE MPOAYKTAa H HH3KOM LIEHE Ha HEro.

CooTBeTcTBHE NAaTEHTHERIM (CKPHITBIM) MOTPeOHOCTAM MpeaoiaraeT HaTuaue y
TOBapa CKpPBITBIX XapaKTEePUCTHK, CHOCOOHBIX YNOBIETBOPATh  (HESBHBIE
notpebHOCTH noTpebuTens (Hanpumep, Lyba He TONBKO MpeJOXpaHseT OT XOJOAa,
OHa €1le K KpacHBas)

KauecTso yciyri — BceBO3IMOXHEIE XapaKTePUCTHKHU YCIIYTH, KOTOpPbIe AAIOT e

BO3MOXHOCTH B IIOJHOH Mepe yAOBIAETBOPATh NOTpeOHOCTH noTpeburtens (cM. pHc.
1.2) [22,c.111].

HoBeputenbH TIoCTyTHOCTS
OCTh

Ipeaynpeaut KommyHukar
€JIBHOCTh HUBHOCTH

XapakTePUCTHKH
YCIIYTH, KOTOpBIE
JaroT e
BO3MOXHOCTb B
[IOJIHO# Mepe
YIOBJIETBOPATE
noTpebHOCTH
noTpebHTeNns

/'
BHuMarennH
oe
OTHOILIEHHE

.

Hanexuocts >

Puc. 1.2 - XapakTepuCTUKH YCIYTrd, KOTOPBIE AAIOT € BO3MOXHOCTh B MOJHOM

Mepe yIOBIETBOPATH MOTPEOGHOCTH MOTpeOuTENS

Ha,I[EDKHOCTB YCIYIY I[IpEATIONAracT, YTO Opraiusana nNpeaoCcTaBUT B TOYHOCTH

UMEHHO Ty YCIOyry, KOTOpPYH 3apaHee 3apeKoMeHaoBana. HaneXHOCTh YCIyrd



OMpPENENAETCA KAYECTBOM CEPBHCHOTO OOCTY)XMBaHMA H IpodheCCHOHATbHOH
KOMIIETEHTHOCTBIO NIEPCOHANA, pabOTAIOIIETO B OPraHu3alkiH.

IpeynpeIMTEABHOCTE 3aKII04aeTCs B CIOCOOHOCTH MEPCOHANA OpraHHU3alHH
pewate $Gopc — MaXOpHbIE CUTYalUHH M NPHHUMATH KPeaTHBHBIE, HEOPAHUHAPHEIE
BMECTe C TeM 3(QEeKTHBHBIE peIlleHHs, NOMOTaKINHe H30eXKaTh KOHQIHMKTOB C
KJIHEHTaMH.

JlOBEPHTENBLHOCTS -~ 3aKITIOYAETCA B YMEHHH MePCOHAIa OpPraHU3allui BEI3bIBATh
NOBEpHE y NOTpebuTeNs, YTO ABNACTCA OOHHM M3 (PAaXTOPOB rapaHTHH TOrO, YTO
HMEHHO Ha 3TOM KOHKPETHOM IIpPEINpUSATHH OH INpHoOpeTeT HeOOXONUMYH eMy
yeayry.

HocTyliHOCTh mpennonaraeT OeclpendTCTBEHHOE MONy4YeHHE 3asBIeHHOM
paHee H ONJIauYeHHOH YyCIyTrd B MaKCHMaJIbHO KOPOTKHU EPHO BPEMEHH.

KoMMyHHKaTUBHOCTE NoipazyMeBaeT 0OMeH nHbopMaliHeil Mexay MpoAaBLOM
U TIoTpeOUTeNneM Ha TaKOM YPOBHE, YTO H30eXaTh ee aCHMMETPHH (CHTYAIlHH, KOTIa
KTO-TO H3 YYACTHHMKOB CAENKH KyIUIH — [IPOJAaXKH BlafeeT HHPopManuel He B IOJTHOM
o0Beme).

BHuMaTenpHOEe OTHOIICHWE MOAPAa3yMEBAaeT HHAMBHIYAIbHBIM MHOIXON K
KaX10My NOTpebUTeNIO, ¢ YIETOM IICHXOJIOTHYEeCKUX 0cOGeHHOCTel MOCIeaHETO.

CymecTByeT psax mnoKaszarelel KadecTBa YCJIYTH, KOTOPBIE MOXHO
K1acCH(UIIMPORATD 1O IpyINaMm:

1) mokasaTenu HazHaYyeHHA

2) nokasateny 6e301acHOCTH

3) nokasaTesnH HafeXHOCTH

4) nokaszatenu npo¢)eCCHOHANBHOTO YPOBHS TiepcoHana u ap. [15,c.161].

ITokasarenn Ha3HayeHHS XapaKTEePU3YIOT, HACKOIBKO XOpOIIO yCiIyra
BBINOJIHAST T€ ()YHKIUH, IS KOTOPBIX NpeAaHa3HavyeHa. VX MOxHO pasgenuTts Ha 4
noarpynmnsi (cM. puc. 1.3).

IToxa3zaTtenu 6e30MaCHOCTH MPEANONaratoT, YTO NPOIECC MONb3OBAHUSA YCIIYTOH
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* XapaKTepH3YIOT CBOHCTRA YCIIYTH, ONPEAEISIONIHE
ToKa3aTesH IDHMeHEHHS OCHOBHBIE QYHKIHMH, A BEITOJTHEHAS KOTOPEIX OHA
P npeaHasHa4eHa, u 06ycnoBinBaoT 061acTs ee pac-
IIPOCTPAHEHHUS.
\ / /
’ |
+ XapakTepH3yIT COBMECTUMOCTE ITpoliecca
[Toxazaremn cOBMECTHMOCTH NPEeAOCTABICHHA JaHHOH YCIIYTH C ApYro#i ycinyroH.
\_ S
. \ R
+ XapakTepH3yIOT €r0 OCHOBHBIE BO3MOXHOCTH IIQ
TNoka3sarensm kagecTsa MPeSOCTABACHHIO YCIYIH: MATEPHATIBHO-
npennpuATHs chepel yeayr TeXHHYecKas Da3za MpeanpHATHA, 3THKA ODIIEHAA C
MOTpeOUTENAMH H Jp.
N v P P -
4 ~
+ XapakTepu3yloT 0cO0eHHOCTH KOHKPETHOTO BHAA
Crnenuduyeckne nokasarenu YCIIyTH
vy
\

Puc. 1.3 - Buasl nokasarteineii HasHauYeHUA

He TMpHHECeT Bpeda HH JNULY, pealu3yeMOMy YCIyry, HH IIOTpeOUTeNmo, HH
oKkpyxawmell cpene. B kxadecTBe NmpHMepa TakuxX IoOKazaTeNiell MOXHO IPHBECTH
3MEKTPO- U N0XAp06e30MacHOCTh, paJHalHOHHYIO 6€30MacHOCTD U Ap.

Tlokasatenn  HageKHOCTH  YCIYT  XapakKTepH3YIOTCA  CIIOCOOHOCTBIO
OpraHH3allMH, peaJd30BaBIICH YCIYTy HE TONBKO BBINOJIHUTE €€, HO U rapaHTHPOBAaTh
COXpaHEHHe pe3yJibTaTa JaHHOH! YCIYTH.

[Tokazatenu mnpodecCHOHAJEHOIO YpPOBHS IepCOHANIa BKIIOYMAIOT TPH
noarpynms [31,¢.340]:

- YpOBeHb NpodeccHOHANBHON NOATOTOBKH U KBANU(HKAIIMH, B TOM YHUCIE
TEOpETHYECKHE 3HAaHUA U YMEHHUS NPUMEHATh HX Ha IpaKTHKe,;

- CIOCOOHOCTE K pPYKOBOZACTBY (711 pYKOBOAUTENEH NpeNpHUATHI, MEHeKEpOB
U Ip.);

- 3HaHUe U cobmoaeHue IpodecCHOHANBHOR 3THKH NOBEICHUA.

ITox KOHKYPeHTOCOCOGHOCTRIO YCIYrH MOAPa3yMEBAlOT COBOKYITHOCTB
NIpUCYIMX € XapaKTepHCTHK M KauyecTB, KOTOPHIE BBIFOAHO OTJIHYAIOT €€ oT

AHANOTHYHBIX YCIYT- KOHKYPEHTOB Ha AeHCTBYIONIEM pPBIHKE.
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KoHKypeHTHEIE TPEHMYIIECTBa YCITYTrd MOXKHO YCTIOBHO Pa3/eNINTh Ha BHEIITHHE
Y BHYTpPEHHHE.

BHelllHHE KOHKYPCHTHBIE INIpeHMyIlecTBa OepyTcs M3 TeX CrelM(UUHBIX
KaYeCTB M CBOMCTB YCIIyTH, KOTOpble MENAaloT ee LEHHOH H 3HayuMoi s
norpebutens. K 3THM npeMMyLUecTBaM MOXHO OTHECTH LEHY YC/IYTH, €€ Ka4ecTso,
CepBHCHOE 00CTy)XHBaHHE OpraHH3alliy, pealnsyomlei fauHyo yenyry [17,¢.200].

BHyTpeHHKe KOHKYPEHTHBIE IPEHMYIIECTBA OCHOBBIBAKOTCS Ha MPEBOCXO/ICTBE
B psAle 3KOHOMHYECKHX IIOKa3atesieidl OpraHW3aldH, peanusyIouledl yCIyrd mnepen
JAPYTHMH aHAJIOTHYHBIMH OpraHM3alUsAMH Ha peIHKE. K 3THM mokasaTeniM MOXHO
OTHECTH: Oollee HU3KHE M3JIEPXKHU M, KaK CJIeICTBHE, CHIXEHHasd ceDecTOMMOCTh
YCIIYTH, 9KOHOMUYECKH TOTeHI[Hal, (UHAHCOBOE MOJIOXKEHHE,

BHemmee u BHYTpeHHee KOHKYPEHTHOE IMPEHMYILECTBO YCIYr HaXOAATCSA B
TeCHOH B3auMOCBA3H (cM. puc. 1.4) [17,¢.207]

Kak yxe rosopunoce paHee. ansg Toro. 4robel ycmyra ObLia
KOHKYPEHTOCIOCOOHA, OHA JODKHa COOTBETCTBOBATh PAMY NTapaMeTpOB.

Knaccudukanus 3Tux napaMeTpoB NpuBeleHa Ha pucyHke 1.5 [31,¢.402].

AHanu3upys 3TOT PUCYHOK HENb3sd HE 3aMeTUTh, YTO NapaMeTphl KadyecTBa
YCIYTH W IapaMeTpbl KOHKYPEHTOCIIOCOOHOCTH YCIYTH HMEIOT CXOXeCTh, a B
HEKOTOpPBIX MecTax JaxXe COBMajarT. 2Ta 0Co0eHHOCTh O0yClOBNEHA TEM, YTO
HEKa4YeCTBEHHas yCIyra 10 ONpeAesieHHI0 He MOXeT OBITh KOHKYpPeHTOCIOCOOHOIA.
IloTpebutens monpocTy cMoXKeT HalTH Ha pBIHKE OpraHM3alldio, KoTopas Oyaer
NpefOCTaBAATh YCIYrH Oojiee BBICOKOTO KayecTBa IO OFHOMY MM HECKOJIHKHM
rapaMeTpaM | OTHACT eii MpeAnOYTeHHE.

IlapameTpel HasHa49eHHS MalOT XapakTepHCTHKY To# obisacTH NpHMeHEeHHs
YCIyTH, B KOTOpOH OHa MaKCHMAJbHO YJOBJIECTBOPHT NMOTPeOHOCTH mMoTpebuTens.
HIMeHHO 3TH KpUTEpHH JalOT BO3MOXKHOCTH OLIEHHTE 3¢ QeKT oT penocTaBieHHOH
YCIYTH B KOHKPETHBIX YCIOBHAX €€ OTpedaeHHU .

JproHoMHYecKue napaMeTpsl Jal0T BO3MOXKHOCTh PACCMOTPETH YCIYTY ¢ TOUKH
3peHHsl €€ COOTBETCTBUS CBOHMCTBaAM M crelUHKe YeNOBEHECKOro opraHusma. B

JaHHOM CIIyHac TIOHHUMACTCA ITPOABJICHHE TAKHX CBOHCTB, KakK qmanonomqecxne,



KOoHKypeHTHBIE TPEeUMYILECTBA YCITYTH

Buewmnue

KauecTtBo
YCIIYVTH

Ilena

YCIIYTH

BHyTpeHHHe

CruxenHas
ceDecTOUMOCTD

CepBucHoe
obcyXuBauue

DKOHOMHYECK
HH MoTeHIHaI

f 3

duHancosoe
MOJIOXKEeHHEe

Puc. 1.4 - KoukypeHTHbIE IPeUMYIEeCTBA YCJIYTH

[TapaMeTps! KOHKYpPEHTOCIOCOOHOCTH

h

Texuuyeckue DKOHOMHYECKHE
1
.
Y
Hasznauenus
Y EnuHOBpeMeHHEIE
DproHoMHYecKHe
h 4 :
DCTeTHYeCKUe Texymme
v
HopmaTtuBHBIE
A
Knaccndukaumonusie be3onacHocTH
y \ 4
D¢ dexTHBHOCTH TTaTeHTHOH YHCTOTEI
-
KoucTpykrHBHBIE DKOJIOrHYECKHe

F 3

Puc. 1.5 -IlapameTps! KOHKYPEHTOCIIOCOOHOCTH YCIIyrH
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TMIHMeHHUYeCcKHUe. ICHXOJIOTHYEeCKHE U JIp.

DcTeTHYECKHE TapaMeTPH! B IEPBYIO O4epeib HalpaBjieHsl Ha MOJETHPOBAHHE
B BOCIIPHATHH NOTpeOHUTENA U OKPYXKAIOUIMX TOJONKHUTENBHEIX SMOLUMH U ABISIOTCH
OTPaXEHHEM BHELIHUX CBOMCTB OKA3bIBAEMOM YCIIYTH.

HopmatuBHple  mapaMeTpsl  HOApa3yMeBalOT  COOTBETCTBHE  YC/IYTH
OTNpeJeIeHHBIM HOpMaM, CTaHapTaM, 3aKOHOAATeNIbCTRY.

K rpynne 3xoHOMHYeCKMX mapaMeTpOB OTHOCATCS IIOJIHBIE 3aTpathl
norpebutens (ueHa notpebieHHs) 1O NPUOOPETEHHIO H MOTpeONEHHIO YCAYTH, a
TaKXe YCIOBUAMHU ee MpHobpeTeH s 1 UCNOIb30BaHHA HA KOHKPETHOM pBIHKE [33,¢.8]

Henb3s He OTMETHTB, YTO CYHIECTBYIOT TAKXKe OPraHU3aLHOHHEIE ITapaMeTpsl.
K HUM oTHOCATCH:

- ObecrieyeHHe MaKCHMAIbHO BO3MOXHOTO NPHOIMKEHHS IPOJABIOB
YCIYTH K IOKyNaTelsM, BIHSIOIIErO Ha CHIDKEHHE H3fiepKeK obpallleHHs |, 3Ha4MT,
Ha YPOBEHb €€ LIEHBI;

- PacopeHue nocnenpoaaXXHOTO CEpBHCA, 0KA3bIBAEMOTO NOTPEOUTENAM C
rapaHTUIHEIM U [TOCNerapaHTHIHEIM 00CTyKHBaHUEM.

B HacTos1Iee BpeMs OKyNaTeNb NPpeabiBIieT NPoAaBLy YCIyrd obs3aTensHoe
TpeOOBaHUE: CEPBHC JOJDKEH O0ECIIEHHTh WUCTIONB30BaHHE YCIYTH B TE€UEHHE BCETOo
cpoka rapanTud. ITposmaBel co cBoeit CTOPOHBI BCeMEPHO CIIOCOOCTBYET TOMY, HTOOBI
OKHJAaHWUs NOKYNAaTeNls ONpaBIaJICh, H MO3TOMY OpPraHH3alUusd CHIBHOW CEPBHCHON
cy X651 ¥ ee 3 PekTHBHOE PYHKLUMOHHPOBAaHHE ABIAETCA NMepBooUYepeaHoii 3aboToii
mo60it NPOMBINLIEHHOH (HPMBIL, JKeNaoLIel yCIeHO BEICTYIIUTE Ha PhIHKE.

OpraHuzanus cepBHca JODKHA CIe0BaTh OCHOBHBIM IIpaBHiIaM 3P QeKTHBHOTO
obcnyxuBanus norpedureneil. J{na storo Heo6xoauMsI:

1) Xopomo NOATOTOBNEHHad CTpaTerus, oOnpegensomas Haubonee
ONTHMAJBHEIN YPOBEHB CEPBHCA JUIA KaXKIOT0 CerMEHTa PhIHKA;

2) yMenoe MCHONB30BaHHME peKiIaMbl, OOHOCALIEH MO0 TIOKyraTens Bee
NMPEeUMYILEeCTBa CEpBHCa K TapaHTHPYIOIIEH IPOYHYIO CBA3b KIHEHTA C TOKYNaTeneM;

3) cucTeMa MpaBU BEI30Ba COTPYSHUKOB CEPBUCHOM CITy’)XOBI K KITHEHTY;
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4) ofyueHue mepcoHalla, CBA3aHHOE ¢ JOBEICHHEM JO KaMHOro HCIIOTHHTES
CTaHAapTOB o0CyxuBaHus [18,c.94].

[ToxBoas HTOr BRIIEU3IOXKEHHOMY MOXKHO CIEJIaTh BEIBOJ O TOM, YTO KAUEeCTBO
H KOHKYPEHTOCIMOCOOHOCTE YCIYTH €CTh [IBa B3aHMOCBA32HHBIX H B3aHMMO3aBHCHMBIX
NOHATUA, KOTOpele B Oonpiue#t cremeHH W 00eClEeYMBAIOT  YCHEIIHOE
({OYHKITHOHHPOBaHHE H pa3BUTHE OpraHM3aL}H. [MTpuuem TOHATHE
KOHKYPEHTOCIIOCOOHOCTH Topa3fio IIHMpe MO CBOEMY OXBaTy H IOJpasyMeBaer
HAINYHE Y YCIYTH KauyeCTBEHHBIX XapakTepucTHK. (OnOHAKO, NpH TNOCTOSHHO
HU3MEHAIOLUXCA YCIOBHUAX BHEIIHEH M BHYTPeHHEW cpelbl He0OXOAUMO YYHTHIBATH

(aKTOphl, KOTOpEIE OKa3BIBAIOT BIMSHHE Ha KaueCTBO M KOHKYPEHTOCTIOCOOHOCTB

YCIIYT.
1.2 dakTOpPHI, BINAIONIME HA KAYECTBO M KOHKYPEHTOCIOCOOHOCTD YCIYTH

Ha coBpeMeHHOM 3Tane pa3BHUTUA 00LeCcTBa YKOHOMUCTEI T'OBOPAT O TOM, YTO
yciIyra ABJIsieTCA CreUHIYHBIM TOBApOM Ha pEIHKE. JTOT GaKT 0OBbACHAETCH TEM, YTO
ee HeJlb3d HH YBUJETh, HH MOTPOTaTh, HH MONpoboBaTh Ha BKYC, HO IIPH 3TOM OHA
JOKHA B TIONHOM CTeleHM YAOBJIECTBOPATH IOCTOSHHO pacTyllde NoTpebHOCTH
noTpebureneii. B cBA3M ¢ 3TUM BBIASIAIOT PAA CHEUUGHYHBIX CBOWCTB yCIyrsl Kak
toBapa (cM. puc. 1.6) [13,¢.100]. Mx cnexyer paccMOTpeTh, MOCKOJIBEKY HMEHHO OHU
JIeXAT B OCHOBE (haKTOPOB, BIMSIOLIMX Ha KaYeCTBO H KOHKYPEHTOCIIOCOOHOCTE YCIIyT.

HeB03MOXKHOCTE BIIAICHHA - OKa3aHHYIO YCIIYTy Helb3s HH MEpenpoaaTh, HHU
MIOJapHTh, HH CAENATh CBOel cOGCTBEHHOCTHIO
HeoTaeniMocTh OT WCTOYHHMKA - HENb3sA OKaszaTh ycayry 6e3 sMia, KOTOpBIH ee
OKa3bIBAeT H U4, KOTOPOMY OHA OKa3biBaeTCs (TIOTpeOHTENs yCIyTH).

HenocToAHCTBO Ka4eCcTBa MoApa3syMeBaeT oA coboi MONHY0 3aBHCHMOCTE ero
OT YCJIOBHH. B KOTOPBIX yCIIyra okassiBaercs. K 3THM yCIIOBUAM MOXHO OTHECTH TaKue
KaK, HampuMmep, [ICHXONOTHYECKHE COCTOSHME JIHMIA, OKAa3bIBAIOIIEro YCIYTY,
TIOTOHBIE YCIIOBUS H IP.

HecoxpaHAeMOoCTh YCIYT IPEATIONaraeT, YTo He OKa3aHHYIO YCIyry B OTJIHYHH
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Heotrnenum
OCTb OT
HCTOUHHKA

HeBo3Mm
OXXHOCTD
BlIaJIcHH
4

Henocto
AHCTBO
KavyecTsa

@ 0
o

Hecoxpa
HAEMOCT
b

Heocsza
€MOCThb

Puc. 1.6 - CBolicTBa ycIyru Kak ToBapa

OT HepeaJIM30BaHHOIO TOBapa Hellb3s OTIIPABUTH Ha CKJIaJ MY B XOJIOAWIBHUK. Eciu
OpraHu3allMa 3aHUMAeTCs OKa3aHHeM YCIyT, TO BCe Te yCIyTH, YTO OHa He oKa3aja
€CTh HEBOCIIOJIHUMBIE I Hee HOTEPH, KOTOphle B KOHEYHOM HTOre MOIYT CTaTh
yOBITKaMH.

HeocsizaeMocTh yCJIyTH, Kak YK€ TOBOPWJIOCH paHee, FOBOPHUT O TOM, YTO €€
HEJIB3A HH NOTPOraTh, HH NONPoOOBaThL Ha BKYC, HH YBHAETD.

KonuuecTBo (aKTopoB, BIHAKOIMX HAa KaYeCTBO OKa3bIBAEMBIX YCIIYI OYEHL
BesTuKO. s ynobcrBa ux xnaccudUIMpOBAIN B 1B OOMBILNE FPYTINBL:

2) BHelnue GaxTopsl.

3) BHytpeHHue dakTopsl.

Cneayer oTMeTHTb, 4YTO 00e Trpynnsl (akTopoB HaXoAATCA B TECHOH
B3aHMOCBA3H H B32HMO3aBHCUMOCTH H C OXHHAKOBOMH CTEeIIEeHBI0 BIUAIOT Ha Ka4€CTBO
NPEfOCTABIAEMBIX OPraHM3aLUAMM YCIYT.

ITepedyeHs BHELMIHMX (AKTOPOB, BIMSIONIMX HA Ka4€CTBO OKa3bIBAEMBIX YCIYT
npeacTaBlieH Ha pucyHke 1.7 [17,c.64].

Kak YK€ rOBOPHNIOCEH paHeEE, BMECTE € BHCITHHMH (baKTopaMI/I Ha Ka4yeCTBO
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[ Ilepeuens BHEHHUX (HaKTOPOB, BIHAIONIUX HA KAY€CTBO OKa3bIBAEMBIX YCIYT ’

—[TpeﬁoBaHna pHIHKa (MMeIoTCs B BUAY MOTpeduTenn) ’

Hamnune  JOKyMEHTallMH,  peniaMeHTHpYHoUleH Ka4ecTBO
[ IPelOCTaBIAEMBIX YCIYT

Hannune xoHKypupyomux upm

4[CJI0)KHBIIIHFIC$I HMHIX OpraHH3allii

\
‘“‘[COCTOHHHB SKOHOMHKH B [ICIIOM

Puc. 1.7 - TlepeuyeHs BHEIIHAX (GAKTOPOB, BIMAIOMMX Ha KAYECTBO

OKa3bIBaEMBIX YCIIYT

YCIYT BIHAIOT U BHYTpeHHHE (GaxKTophl. DTOT BHJ (PaKTOPOB HANPAMYHO 3aBUCHT OT
JAEATeNBHOCTH OpraHM3alliH, KOTOpas oKasbiBaeT yciyrd. BHyTpenHue dakTopsl,
BIMSIOLIME HA KAYECTBO YCIYTH NpeJcTaBieHbl B Tabaune 1.1

CnenyeT OTMETHTh, YTO B 3aBUCHMOCTH OT TOrO, Ha KaKOM 3Talle CBOEro
KU3HEHHOTO IHMK/IA HaXOAMTCH OpPraHM3alHd, CTeNeHb BIHAHUSA BHEIDHMX H
BHYTPEHHHX (paKTOPOB He ABNAETCA UACHTUIHON. B CBA3H € 3THM COOTBETCTBYIOIIHE
ciryxOb1 OpraHH3aliK JOKHBI PAaH)XHPOBATh UX MO CTENEHH BIUAHMA, JlenaeTcs aTo
IS TOTO, YTOOBI OTAATH peAnoYTeHHe Haudonee 3HaUMMBIM COKOHOMHUTE JCHEKHBIE
cpexcrsa u Bpems [20,¢.64].

Kak yxe rosopuiock pamee, qofas yciyra HMeeT MHOXECTBO PasIMHOro
poia XapaKTepHCTHK: ¥ (PU3MHYECKHMX, M IICHXOJOTHYECKHX, H JKOHOMHMYECKUX, M
3cTeTHYeCKHX H T.4. OT COBOKYITHOCTH 3THX XapaKTEPHCTHK 3aBHCHT IOTHOTAa MEpEI
YOOBJICTBOPESHH NOTpeOHOCTElH noTpebuTens 3Tol ycayroii.

U3 onpenenenns KOHKYPEHTOCNMOCOOHOCTH YCIYTHM MOXHO CHAeNarbk pan

BBIBOIOB!
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1. Yenyra obnagaer panoM crnenndUYIHBIX eif CBOWCTB, KOTOPEIE BIHAIOT HA
pelieHye MOKYNaTens OTHOCHUTENIBHO ITOKYIIKH 3TO# YCITyTH

2. Ceundu4nsie cBOHCTBa TOH YCIYTH B CBO€H COBOKYIHOCTH ABJISIOTCA 1A

notpebuTens Gonee 3HAYUMBIMYK, YeM CIeUU(HIHBIE CBOWCTBA TaKOH JKe YCIYTH Y

OpraHU3allii — KOHKYPeHTa.

Tabnuna 1.1

BHyTpeHHHe (aKTOPEI, BIUAIOIINE Ha KAYECTBO YCIYTH

Haumerosanue daxtopa CymHocTs dakropa

Texuuueckue GaxTops! BHenpenue HOBOH TEXHHUKH M TEXHONIOTHH, IPUMEHEHHE HOBRIX

MaTEpHAIOB, folee KaUeCTBEHHOTO ChIPBA

OpranusaiHoHHsle GpakTopsl | COBEpIIEHCTBOBaHHE  OpraHM3alMH  TpyAa, YIy4lIeHHe
TPYAOBOH NUCHHIUIHHEL, TOBEHILICHHE YPOBHA KBATHGWKAIHH

COTPYIHHKOB, ACIICTHPOBAHHE HM MOJTHOMOYHHA

SKoHOMUYEeCKHE (HaKTOPHI lMonuTHka  UeHOOOpasoBaHMA  OpraHM3amuy,  BeJIMYHHA

H3JIEpXKEK, OT KOTOPHIX HANpAMYIO 3aBHCHT ceGecToHMOCTb

YCAYIH,  CHCTEMa  3KOHOMHYECKOTO  CTHMYJIHpPOBaHHUA
pabOTHHKOB

CounansHo - | Coznanue GnaronpuUATHOrO MUKPOKJIHMATa, HEIKOHOMHYECKOE

ncuxonoruueckue hakTopsl CTHMYITHPOBaHHE, YIy4IleHAE YCIoBHH Tpyaa

Ha ocHoOBe BEINIEH3NOXKEHHBIX JOBONOB, MOXXHO BBIBECTH YTBEPXKICHHUE O TOM,
4TO OAMH M3 (PaKTOPOB KOHKYPEHTOCIIOCOOHOCTH YCIIYTH €CTh HOTPeOHTENHCKOE

NMNOBEIOCHHE.

®akTopsl KOHKYPEHTOCITOCOOHOCTH YCIYTH NpelacTaBleHbl Ha pHCyHKe 1.8
[16,c.28].
IMpuobperas onpeneneHHble YCNyrd, NoTpeGUTENb OLEHHBAET X TaK, Kak OH

BHaUT camoro cebsa. Ha nmoeeaeHue denoseka BAUAOT MuOrHe (akropsl. Mx MoxHO

pa3fenuThb Ha paKTopBI:
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- NOCTYTArIIHE H3 BHE, KOTOPBIC (bOpMHp}II'OTCSI OKPYXaKIIHM YCJIOBCKA

o0IIecTBOM

- JIMYHOCTHBIE OCOOEHHOCTH YeJIOBeKa Kak HHOHWBHAZ, KOTOPEIE 3aJIOXKECHBI

MIPUPOJOH

DAKTOPL, MTHTIOUINE Ha KOHKYPEHTOCTIOCOGROCTE YOTYTH

L Ym@&uls norpeSuocrn |

Cranzaprss notpelicrens |

Copunporainme Kpatxocpousuie |
suemuell cpefoll

CTETHCTHYECKHE NOKAATENN
Huux npoinacanTens
HManenenne MoIw

Vpoberh BPECTHAHOCTH

JONToBpeM et

KyThTYypuhle, MOPANLHLIE, PEANTHOIHME IEHROCTH
CotHanuiioe ROFOREHHE

Temma HTTL

TedaeutH PAIRHTHE WOHOMUKA

Chopumponannie

ICHXONOTHYCCKUMH
OCOBCHEOCTEMH AMMHOCTH

| COOTRETCTRHG CTANJAPTAM KatUecTSA
TloKkazaTenH K2vecTa benacuocTi

HocacnapoIaaHOS CePAHCHE OBCTYKHSANIE
DROAOTHHCCEHE

ererwieckmil sy

MOHOMKHECKHE
NOKNISTETH Liens yenyrn

Cucresma ciotox

TPAHCTIOPTULC PACXORL

Hanorn, raMosesnnie oopa

Tlpeanpopaxsoe ofchyxrsanne

Pacxomanl B 0GCTYRKNBAINE, JOMOIHHT. YCAYTH

- - - -

Puc. 1.8. - ®axkTopbl KOHKYPEHTOCIIOCOOHOCTH YCITYTH

@akTophl BHEMHEH CpeAbl BNMAIOT Ha Bce Cdepsl KU3IHEAEATEIBHOCTH
NOTPEOHUTENA M BJIMAIOT Ha TO, KAK OH BOCIPHHHMAET MHUP, NPUHHMAET pelleHHs,
aymaeT. ®@akropsl, chOpMHPOBaHHBIE BHEMIHENH MOXXHO KJIacCHQHUIMpOBaTh Ha JBE

rpynns! (cM. puc. 1.8) [16,¢.28]:



17

- KpaTKOCPOYHEIE

- IOJITOBpEMEHHEIe

I'oBops 0 KpaTKOCPOYHBEIX (paKkTopax, HEOOXOAUMO OTMETHTh, YTO IIOJ
HMUDKEM OpraHM3al[MM IMOApasyMeBaeTcd MHeHHe THoTpeOuTenedt o6 oToi
opranuzauuy. CrnefyeT OTMETHTh, YTO HMHIDK COCTOHT M3 pAAa XapaKTepHCTHK,

OTMEUYEHHBIX Ha pHc. 1.9

AGCOMOTHOE

KauectBO
Llena ycmyru CEpBHCHOTO

ofcmyXuBaHHS

Umnox
OpraHH3aIHH c
HCTEM
ocgg::;ﬁﬁu CKNAABIBACTCA M3 cxgll,:oxa
P PENCTABNEHHS

noTpeduTens o:

Puc. 1.9 — Cocrasnstonye AIMHIKA OpraHu3alHi

Moja TaxKe OKa3bIBaeT BIIMAHUE HA CIIPOC HAa YCIyrd. YYHTHIBadA, YTO OHA
BieYeT 33 co0oif HEMpPOAOKUTENBHOE M TOBEPXHOCTHOS H3MECHEHHWE B CO3HAHMH
noTpeGuTeNs, OHa coco0Ha OKa3bIBaTh BITHAHUE Ha KonebaHue CrIpoca Ha YCIYTH.

IMpecTux TOM THIM WHOM YCIYrH INpHpaBHMBaeTcA B OOLIECTBE K ee
BOCTPeOOBAHHOCTH, KauyeCTBEHHOCTH M CONMANLHOH 3HAUYMMOCTH. JTO HMeEeT
GONBINOE 3HAYCHHE I PA3THYHEIX COUHANBHBIX IPYII, KoTophle 6y ayT npuobpeTarh
ATy yCIyry.

CTtaTHCTHUECKHE TI0KA3aTENH, TAKUE KaK IOJ, BO3pacT, obpasopaHHe, JOXOL.
KBanudukanMoHHBIE KauecTBa, TAKXKE OKA3bIBAIOT 3HAYUTENBHOE BIIHSHME Ha
KOHKYPEHTOCTIOCOOHOCTE YCIIYTH.

K Z01rocpo4HEIM ¢axTopaM KOHKYPEHTOCIIOCOOHOCTH YCNIYT MOXKHO OTHECTH

KYJIBTYPHbIE, MOPJIbHBIE H PETUTHO3HbIC IIEHHOCTH.
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LleHHOCTH ABNAIOTCA YACTBIO KyIBTYpPHI, KOTOPAs MONy4YeHa KaK U3 CEMbH, TaK
H M3 OKPYXaloLLEero 4yenoseKa obiecTsa H MUpa B LenoM. Micxoas us 3Toro
OIlpeJIeNIeHNs, IEHHOCTH MOT'YT OBITh:

- CaMOOPHEHTHPOBAaHHBEIMHM (KacaloTci CTPOr0 MHAMBHAYYMa, SBIIAIOTCH
OTPaXEHHEM €ro oO0ILero MoIXoAa K XKU3HH U LeNei)

- OpHeHTHPOBaHHBIMH JPYTHMH (KacarOTCA OTHOLIEHHH WHAHBHAYYMA C TEMH

JMIOABMH Y COIMAJIBHBIMH I'PYNIIaMH, KOTOPHIE €r0 OKPYXarOT H OTPaXAK0T XelaHHsA

MOCJIC/THHX )

- OPHEHTHPOBAaHHBIMHM OKpYyKalouleH cpenaod (xacaroTcs TIpeAcTaBICHHH
o0ImecTBa 00 OTHOIIEHHIX HHAMBUYYMA C IPHPOIHON cpenoii) [22,¢.103]

CounanbHOe NMOJOKEHHE NOTPeOUTENA TaKXKe ABIACTCS OOHMM H3 (PakTOpOB
KOHKYPEHTOCIIOCOOHOCTH YCIYTH, pealnu3yeMoil opraHu3alyeld. YUeHBIMU JOKa3aHo,
YTO JMIOAM € OJMHAKOBBIM COLMAJBHBEIM MOJOXKEHHEM MOXHO OOBEIWHHTHL B
NOATPYINE], AfA KOTOPHIX OpTaHH3aIlUA MOXeT pa3pabaTeiBaTh ONpenelneHHBIHA
CHEKTP YCIYT W T€M CaMbIM MMETh KOHKYPEHTHOE NpPENMYIIESCTBO Mepel ApYTHMH
OpraHu3alHgMH.

Taxum 0o0pa3oM, Ha OCHOBE BEILIEH3TI0KEHHOTO MOXKHO CEJIaTh BEIBOA O TOM, |
YTO CYLIECTBYET MHOXECTBO (paKTOPOB, OKa3bIBAIOIIMX BJIHAHHWE HA KadeCcTBO H
KOHKYPEHTOCMOCOOHOCTh yCayr. akTopbl 3TH NOAPA3JENAIOTCA Ha BHEIIHHE U
BHYTPEHHHE, HAXOMATCA B TECHOH B3aWMOCBA3H W B OJAMHAKOBOH CTElleHH CHIIBHO

BO3JEACTBYIOT Ha KAYECTBO H KOHKYPEHTOCTIOCOOGHOCTD YCIYT.
1.3 MeToa5B!I OLIEHKH KauyeCcTBa H KOHKYPEHTOCNOCOOHOCTH YCIYTH

Meroguku OLEHKH KadecTBa YCJIYr OTIHYAIOTCH MHOrooGpasueM H
XapaKTEPHU3YIOTCA HaJTHYHEM JIBYX NMapaMeTpoOB: KONHYESCTBEHHBIX H Ka4eCTBEHHBIX.

KonnuecTBeHHBIE TTapaMeTpPhl OTpPaXkalOT CTATHCTHYeCKHH ydeT oOBeMa
peaM30BaHHBIX yenyr., KadecTBeHHEBIE MapaMeTphl HalleJeHbl Ha TO, YTOObI OLIEHHTh

HE TONBKO TOT 3¢ deKT, KOTOPLIi MpHHECa pealH30BaHHas yCiIyra, HO M caM MpoLece

OKa3aHWs YCIIYTH,
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OcHoBHEIE MCTOAWKH OLICHKH Ka4e€CTBa YCIIYT:

1) SERVQUAL no3Bosser pacCMOTPETh BOCHIPUATHE MOTpeGHTENEM YCIyTH

norpebuTenem no 22 KpUTEpUAM, o6 beIMHEHHEIM B IATE rpynn (cM. puc. 1.10)

* BO3MOXHOCTB YBHJIETh QH3UIECKUE, OCA3aEMEIE XaPaKTEPHCTHKH
Matepn|  yenyru (o6opynoBanue, HHTEphep OMEILEHUH, BHELIHMI BUA

a“i’;“ COTPYEHHUKOB M pEKIAMHbIE MATEPHAIBI)
H\/ * cNOCOGHOCT OPraHu3alHK BOBPEMS H B IIOTHOM 00beMe
alexX|  okasmIBaThH YCI
HOCTE YTy

"\

Oritiey| * TOTOBHOCTH MOMOYb KJIHEHTY U BHINOJHUTE HHANBUAYaIbHEIE TPeCOBAHUA
HBOCTD S

* KOMIIETCHTHOCTh NEPCOHAIA, BEXKIUBOCTE H ,ILPY)KEHIO6HC, CIIOCOOHOCTD

Yoekne  pr3Barh y KJIHEHTa JOBepys K KOMITAHHH
HHOCTE, W

N
Conepe| * 3ab0Ta MepcoHaNa 0 CBOMX KIIHEHTaX, CTPEMIIEHHE K Y€TKOMY TIOHHMAHHIO
cBann|  MX HHTEPECOB, CIIOCOOHOCTD MOACTPOUTECS K KITHEHTY

J

Puc. 1.10 - Kputepuu xavectsa ycnyru mo meroguke SERVQUAL.

TIpoBouTCS NaHHBI METO OLIEHKH KayecTBa YCIyT B 2 3Tana:

I. PecioRIeHTOB NpPOCAT OLEHHMTh KavecTBO TOHW HJIM MHOH YCIYyTH IO
NPHUBEACHHBIM BEIIIE KPUTEPHAM € TOUKH 3PEHHS €€ HACANbHOCTH 10 MATHOANIBHOM
mkane. PesynsThpyrommm nokazateneM Oyaer mnokasarens E ~ «OxkunmaHue,
paccYMTaHHBIA Kak Cpe/iHee 3HAUECHHE 10 BCEM KPUTEPHAM

II. Ha BropoM 3Tane peCNOHACHTOB NPOCAT OLEHUTH IO IpeAaracMbiM
KPUTEpUAM KayecTBO KOHKPETHOM OKa3aHHOM YCIyrd Mo NATHOAINBHOH IKae.
PesyneTHpyrommiM mokasareneM OyneT nokasarense P -  «Bocmpusartue»,
pPacCUMTaHHLIHN KaK cpeAHee 3HaUYeHHE 10 BCEM KPHUTepHAM

III. CnenyromuM 3TanoM HAeT pacydet KO3 dHuLMeHTa KayecTBa yCITyTH:

SQ=P-E (1.1)
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I'me SQ — koaduiyeHT KavecTBa yciyru

P — nmnoxazarens, XapakTepH3yIOLIUH OUEHKY YCIYr'H, KOTOpyH e jan
noTpebuTens

E — nokasarens, XapakTepH3yHOLMH OXHIAHHUA NOTpeOUTENA OT AaHHOM
YCIIyTH.

2) Customer satisfaction index, CSI - wuHAeKC YAOBNETBOPEHHOCTH
notrpeburens. 3TOT MOKa3aTeNb ABIACTCA XapPAKTEPUCTHKOH TOro, Kak HAaCcKOJBKO
yCTEIIHa OPraHM3allisa B OKa3aHHWH COOTBETCTBYIOIIMX YCIYT Ha PBIHKE,

ObecnieyeHne YIOBIETBOPEHHOCTHIO YCIYTOH YXKE HMEIOLIHUXCH Y OpraHH3aluy
KITHEHTOB OOXOWTCA ropasfo AeuleBiie, YeéM NMOUCK HOBBIX. K ToMy ke, moMHMO
SKOHOMHH JIEHEXKHBIX CPe[ICTB MMEET MECTO 3KOHOMHS BPEMEHH, YTO YXK€ BIIONIHE
peHTabensHO Ams moboi opraHu3aLuu

Ananoruuno merony SERVQUAL, npu npumenenuu CSI Taroke npoBoauTes
ONPOC PECNOHAEHTOB Ha NpeAMET HMX YAOBJIETBOPEHHOCTH YCIYro#, KOTOpYIO
OKa3plBaeT OpraHM3anus no naTubamnbHOM mkane, rae «0» -  BechbMa He
yOOBIETBOpEH, «5» - oOueHb yaoBnerBopeH. [lanee paccunthiBaeTca CSI,
IpeACTaBIAOINH co00# cpefHUI MoKa3aTeNs MEXAY BCEMH MapaMeTpaMH YCIIyTH,
KOTOPHIE MPHHOCAT MOTPeOHTENIO YAOBIEeTBOpeHME. Mojens H3MepeHHs HHAeKca
YAOBJIETBOPEHHOCTH NTOTpeOuTE NS NpecTaBieHa Ha pucyHKe 1.11.

Takum obpasom, M3 pucyHka 1.11 BHAHO, YTO MOCAE HCUHCIIEHHS HHAEKCA
yIOBIETBOPEHHOCTH MOTPEOUTEN KIMEHTHl paclpe/ieliloTcs Ha 2 IPYMLL T€, KTO
KAIyeTCsl Ha KaueCTBO YCIYTH M Te, KTO JIOANBHO OTHECCA K HEH. B 3aBHCHMOCTH OT
TOTO, KaKOil MPOLEHT KAHEHTOB GOJbILe, OMpeNeNnAercs, HacKOILKO MOTPeOHTENH
yIOBIETBOPEHEI OKa3aHHOH yciyroii [15,¢.200].

Cpenu MeTOAOB OLIEHKM Ka4ecTBa yCIYT TaKXe MOXKHO BBIIEIHUTb!

1)  HuddepeHumansHbI MeTOA 3aKiioyaeTcs B TOM, 4TO 3HAYCHHA
noxazaTeneil OUCHMBAEMOM YCIyrM CpaBHHBAlOTCA C IIOKasaTeNnsaMmud 6asoBoro
obpaszua. IlpH HCHOAB30BaHHH  OHPOEPEHIMANLHOTO MeTola JAOCTATOYHO

QHKCHpOBaTh pE3YNETAT COMOCTABJICHHA MO KaXJAOMy i-My MOKaszaTemo B
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Ka4eCTBEHHBIH (popme: ycnmyra no i-My MoKa3aTelo NpeBOCXOOuT 0a30Bhiit obpasel,
COOTBETCTBYET WIIH YCTYIAET EMY.

2)  KommnexcHslff MeTon TpeamojaraeT HCIOIB30BAHHE  IJ1aBHOTO
IT0KAa3aTells, XOTA OBl YaCTHYHO OXBATHIBAIOINETr0 BCe CIEKTPHI 3D (hEKTa OT OKAZAHHOM
YCIIYTH, T.€. TOKa3aTes, KOTOPbIA MOKET, 10 MHEHHIO IKCIIEPTOB, 0XapaKTePH30BaTh
Ka4eCTBO TOCeIHEN,

3) MHcuncnenne cpemHEB3BEUIEHHOTO IIOKazaTeNsd - CTPOHTCA  Kak

3aBHCHMOCTb, apT'YMEHTaMH KOTOPO# ABJIAIOTCA IMOKa3aTeNl Ka4ecTBa M rapaMeTpsl

HX BCCOMOCTH

Q=P(myq;),i=1 (1.2)

rae [1— cymma, npousBenenue Uy apyras QyHKIHS apryMEHTOB ¢ HOMepaMH
i-1,2, ...n;
qi — 3HAYEHHUE I-TO [I0KA3aTeNs Ka4ecTBa;

m; — 3Ha4YeHHe BECOMOCTH (3HAYMMOCTH ) i-T0 MMOKa3aTes KayecTsa.

BocnpraamaemMo IpomneHT *xanob

€ KJIHEHTOM ~», — KIIMEHTA
Hunexc

Ka4ecTBo 3nauenne e
BOCIPHHHUMAEMO p2it p
' HOCTH
ro KJIMEHTOM
KavecTBa noTpebuTeNns

T~ IIpouent
NOANBHOCTH
K/IHeHTa

Oxupanus
KIIHEHTa

Puc. 1.11 - Mogesnb u3sMepeHus NHAEKCA yA0BISTBOPEHHOCTH NOTpeduTeNs

4)  HurerpanbHbBli METOA MPHMEHSETCA IpPH YCIOBHH 0043aTENBHOrO
WCUMCIIEHHA HHTErPAIbHOTO [TOKa3aTeNsl Ka4ecTBa YCIYTH, B OCHOBE KOTOPOTO JISKHUT
COMOCTABIEHHE CYMMapHOro mose3Horo 3¢¢exkra OT MNPEeOCTABICHHS YCIYTH M

CYMMapHRIX 3aTpaT Ha IIPOEKTHPOBAaHUE U YIPEAOCTABICHHE YCIYTH:
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J=3:3=3:(3c + 3) (1.3)

I'me: 3 - cyMmapHBbIit mone3sHsI 3Q{exT 3a Bech CpOk NPeOCTABIEHHS YCIIYTH,
BBIpa)KeHHBIN B HATYpaJIBbHOM HITH NEeHEXHOH (hopMe;

3 - cyMMapHsI€e 3aTpaThl, BRIPaXEHHBIE B IEHEKHOH (opMme;

3c - KanUTaJbHBIE 32TPaTHl HA CO3AAaHUE YCIIYTH;

33 - cyMMa TeKyIUMX 3aTpaT Ha IpeJoCTaBIeHHA YCIYTd 3a BeChb CPOK ee
IIPEZIOCTABIECHHA.

OnHa U3 METOAUK OLEHKH KOHKYPEHTOCIOCOOHOCTH YCIYTH BKIIIOYaeT B cebs 8
3TAIoB:

I.Heo6xomumo chopMynuposate TpeboBalius, KOTOphle MOTPECHTENH
TPeqbABIAIOT K YCIyre, peanusyeMOH opraHu3alMed, M OINpPENelHUTh KPUTEPHH
(mokaszaren), 1O KOTOpeIM Oymer TNpPOBOOWTECA oOLeHKa ee  (YCnyru)
KOHKYPEHTOCIOCOOHOCTH.

II. HeoGxomuMO OLEHHTH BOXHOCTH (3HAYEHHE, BECOMOCTH) KaXJOTO H3

chOpPMYTHPOBAHHEIX B MEPBOM IYHKTE NOKas3aTelseH, No LIKane, NpeACTaBlIeHHON B

Tabnuue 1.2
Tabnuua 1.2
IlIkana OLIEHKH 3HAYMMOCTH MoKa3zaTeleH
Bennuunua 6anna 3Ha4yeHue
5 HcKIIIOUHTENEHO BAXHO
4 OueHp BAXHO
3 JIoBOTBHO BaXKHO
2 He oueHp BaXKHO
1 AOGCOTIOTHO HEe UMeeT 3Ha4YeHHA

Yrto6s! nepeiiTi oT GaJlIOB K K03 (PHLMEHTaM BECOMOCTH, HCTIONB3YIOT

chepyiowyio popmyny:
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a

i

n
>q

i=1

q; = (1.4)
I'me, q; - k03bOuUIMEHT BECOMOCTH i-T0 MOKa3aTes;

a; - OannbHas OLIEHKa i-ro IIOKa3aTeNs;

N - KOJIMYECTBO IOKA3aTeIeH, MOMIeKAaIIMX OLEHKE.

Cnenyer OTMETHTB, YTO CyMMa BeeX IOKazaTeneil pasHa 1:
n

Zqi =1

i=l

II. Heobxoxumo olieHUTH BEIOPaHHbBIE MapaMeTPhl KOHKYPEHTOCIIOCOOHOCTH
YCIIYT KakK CBOSH OpraHU3alMY, TaK U OpraHU3alMii — KOHKYPEHTOB, HCIIOJIB3YS LKAy
NoTpeOUTENECKON YHOBIETBOpeHHOCTH (cM. Tabn. 1.3). [Ipuuem, cieqyeT oTMETUTS,
4YTO KONHMYECTBO Ipajauuii B Hell o0sA3aTeNIbHO JOKHO COBMAJaTh ¢ KOJIHYECTBOM

rpajaluii B HIKaIe OLEHKH 3HAYHMOCTH MMOKa3areneili KOHKYPEHTOCIOCOOHOCTH (CM.
tabm 1.2).

Tabnuua 1.3

[IIxana noTpeOHUTENBCKOM YAOBIETBOPEHHOCTH

BenuunHa 6anna 3HauyeHHe
5 AGconoTHO ycTpanBaeT
4 YcrpauBaet
3 He mory cxaszaTe
2 He yctpanuBaer
1 AGconoTHO He ycTpauBaeT

IV. HeoOxomumo BeIOpaTh ©a30BBIf nOKa3aTenb H YCTAHOBHUTH €ro

napameTrpel. MM GyneT sSBIATBCA TOT, y KOTOpOro BBICIIHH 6amn no Iikane

NOTPeOHUTENBCKOH YAOBIETBOPEHHOCTH
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V. HeobxoauMo comocTaBUTh MOKA3aTENH OLEHHBAeMBIX YCIYT (IpHYeM, H
CBOMX, H OpraHH3alliif — KOHKYPEHTOB) C LEeNbI0 BEIACHEHHS, HACKOJIBKO KaXKABIH K3
paccMaTpHBaeMEBIX NMapaMeTpoB O1u30K K napaMerpy nortpebHoctH. MToroM storo
3Talna cy>aT eJUHUYHbIE [T0Ka3aTeNy (MHAEKChl) KOHKYPEHTOCIOCOOHOCTH, KOTOpHIE

HCYHCIIAIOTCS 1O hopMyIie:

¢, =— (1.5)

re. C¢i- eIWHWYHBIA IOKa3aTenb KOHKypeHTocnmocoGHocTH i-ro mapaMmerpa
YCIIyTH;
P; - creneHs ynoBiieTBOPeHHOCTH 1-M MOKa3aTeneM ycnyru (B 6annax);
Pe; - BenuuuHa i-ro noxasaress "stagoHa" (B 6annax).
VI. Onpenensirorcs OTHOCUTENBHBIE TIOKa3aTeM KOHKYPEHTOCIIOCOGHOCTH
IpH [OMOILH MONapHOTO CPaBHEHU €AWHHYHBIX [TOKA3aTeNel OLICHHBAaeMOH YCITYTH

H YCIYT KOHKYPEHTOB. 3TO OCYILLECTBIAETCSA NOCPEACTBOM NPHMEHEHH GOPMYIIBL:
C,=—" (1.6)

I'ne: C; - OTHOCHTENBHBIH MOKa3aTeNb KOHKYPEHTOCTIOCOBHOCTH 1-ro TapaMmeTpa
HCCNeAYEMO yCITyTH;

Ci -~ €AMHHYHBIH TOKA3aTelb KOHKYPEHTOCIIOCOOHOCTH 1-ro MapaMerpa YCIyrH
KOHKYPEHTa,;

Coi - CAMHHMYHBIH II0Ka3aTenb KOHKYPEHTOCNOCOOHOCTH i-ro mapaMeTpa
COOCTBEHHOH YCIYTH.

VII. Onpenensercs oGoSmaoumii nokasarenb KOHKYPEHTOCIOCOGHOCTH [0

KaKJI0H M3 KOHKYPHPYIOLUMX YCIYT 1o dhopMyIe:

C=3C xq, (1.7)
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Fne: C - ofobmaromuii  (MHTerpalibHBIH) TMoOKa3aTenb  (MHOEKC)
KOHKYPEHTOCTIOCOOHOCTH;

n -  KOJHYECTBO  IIOKasaTeNed,  YYMTHIBAEMBIX  INIPH  OLEHKe

KOHKYPEHTOCMOCOOHOCTH;

Ci - OTHOCHTENBHBIM MOKa3aTelb KOHKYPEHTOCHOCOOHOCTH i-ro rnapamerpa
HCClIeyeMOit yCITyTH;

gi - K03 GHLUHEEHT BECOMOCTH i-T'0 IIapamMeTpa yCJIyrH.

JlaHHEI METO NO3BONAET PEUIMTE MHOXKECTBO 3aJ1a4 B cdepe yCIIyT, a HMEHHO!

- CPaBHHBATH YPOBEHb KaYeCTBA YCIYT Y KOHKYPHPYIOLUX OpraHH3alui

- Jaer BO3MOXHOCTh NOTpeOuTeNmo BHIOpaTh HaMIy4lIMH BapHaHT H3
MMPENNOXKCHHBIX

- TO3BOJIAET OPraHKU3alUsIM COBEPIIEHCTBOBATLCA H MOBBIIIATE KAYECTBO CBOMX
YCIyr, CpaBHUBas UX ¢ KOHKypeHTaMHu [22,¢.202].

Ha oCHOBe BBIIIIEH3JIOKEHHOTO MOXHO CJENaTh BEIBOA O TOM, YTO KayeCTBO
YCAYTH M €€ KOHKYPEHTOCMOCODHOCTR ABJSAIOTCA MABYMS B3aMMOCBA3AHHBIMM H
B3aMMO3aBHCHMEIMH OHATHAMM. [IpUdeM TIOHATHE KOHKYPEHTOCHOCOCHOCTH .
OXBaThIBACT ropazzio GONBIIMI KPYT XapaKTEPUCTHK U YXKe BKIIFOYAeT B ce0sl NOHATHE
kagecTBa. DakTOpbl, KOTOPBIE BIUSIOT Ha Ka4eCTBO M KOHKYPEHTOCHOCOOGHOCTH
YCIYTH B LIEJIOM OYeHB TTOXO0XKH. JTO CBA3aHO ¢ TEM, YTO 3TH JBa ITOHATHA MO CBOCH
CYILHOCTH MMEIOT NIoAA coboli ogHy ocHOBY - moTpeGHOCTH noTtpebuTenei. Ilostomy
JUIsl YAOBJIETBOPEHHS MOCTIEHNX U OIS YCTEIIHOTO PasBUTHR ¥ PYHKIIHOHUPOBAHHS
opraHu3anMy,  HeoOXOAMMO  3HaTb  METOABRl  OLEHKM  KadecTBa  H

KOHKYPEHTOCIIOCOOHOCTH yCIYT.



2 OLEHKA KAYECTBA W KOHKYPEHTOCIIOCOBHOCTH VCIIYIH
"IUVIATHBIE [TAPKOBKH" B OO0 "MHP®OKOM "

2.1 OpranusauHoHHO- 3KOHOMHYecKas xapakTepyuctaka OO0 "MHpokoM"

O6mectBo ¢ OrpanuveHHol oTBercTBeHHOCTHIO "HMH(oKOM", coKpalleHHOE
dupmennoe Haspamne OOQ "HiHpoxom". OpraHusauMs HaxXOZUTCA MO aapecy:
660049, r. Kpacnoapck, yn. Jlenuna, n. 74, crp. 2. Jara peructpauuu OOO
"Urdokom" 09.10.2010.

OCHOBHEIMH BHIaMH A€ATEIBEHOCTH 00IecTBa ABIAIOTCA:

- OKa3aHHe YCNIYT 3NIeKTPHYEeCKOH CBA3H B COOTBETCTBHH C IONYYEHHBIMH B
YCTaHOBJIEHHOM MOPAAKE JTHLUEHIUAMH

- pa3zpaboTka HPOrpaMMHOro ofOecrevyeHWs H KOHCYILTHDOBaHHE B 3TOM
obnacTu

JIoNOMHHTENEHEIMU BUIAMH J€STENBHOCTH 00IIeCTBa ABIAIOTCS:

- OKa3zaHHE YCIYr TeJIeBUSHOHHOTO K paJvOBellaHHs B COOTBETCTBHH C
MOMYYEHHBIMH B YCTAHOBICHHOM MOPAIKE THLEH3UAMHU |

- CO3daHHe, pa3sBUTHE H DOKCIUTyaTallUsA CeTeH DIEKTPOCBA3M M CHCTEM
pazHOBEMaHUA

- OCYLUECTBJCHHE 3allUThI TOCYJAPCTBEHHOH TaiiHBI B COOTBETCTBHH C
3aKOHOAATeILCTBOM Poccuiickol denepanyn

-  JeATENBHOCTh II0 CO3JaHMKO M HUCNOJB30BaHMIO 6a3 JaHHBIX H
HHPOPMaALHOHHBIX PeCypcoB

-  MpoeKTHpOBaHHe M  paspaboTka  mnporpaMMHOro  ofecreyeHus
BBIYHCIHTENHHON TEXHUKN ¥ HHPOPMALMOHHBIX CHCTEM

~ TEXHHYECKOe 0OCTYKHBaHNE H PEMOHT O(HCHBIX MAIUHH ¥ BEIYHCIHTEIBHOM!
TEXHHUKH

- OCYIIECTBJEHHE HHBIX paboT M OKa3zaHMe MHEIX YCJIYT, HE 3aNpELICHHbIX

3aKoHO/aTenscTBOM Poccuiickoii ¢penepammu [35,¢.12].
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BeicumiM opraHoM ynparneHHs B opraHusalMu seiadgercda Obimiee coOpanue
YYaCTHHMKOB OOLIECTBA C OrpaHHYEHHON OTBETCTBEHHOCTHIO. PYKOBOACTBO TEKYILEH
JAEATEIBHOCTRIO OCYIIECTBIACT AUPEKTOP, KOTOpHIi nogotyeten Obiwemy cobpanuio
¥ u3bupaerca UM Ha Cpok 3 rofa.

HupexTop, cornacHo Ycrapy OOO "HHdpokoM", uMeeT npaso:

- Je¥icTBOBaTh O3 NOBEPEHHOCTH OT HMEHH OpPraHH3aluH

- MpeICTaBNATh MHTEPECHl OPraHU3allii B POCCHHCKUX H MEXIYHapOIHBIX
KOMITaHAAX

- COBEpIIATh CAEIKHU H 3aK/II0YaTh JOroBoOpa

- BEIAABaTh JOBEPEHHOCTH Ha npaBo npencrasutenseTsa OO0 "Undokom™

- pacmopsXaThcsd MMYILECTBOM M JACHEXHBIMH CPEIACTBAMH OpPraHM3aliid B
npefenax, NpeayCMOTPeHHBIX B YCTaBe U JOMyCTHMBIX COINIacHO 3aKOHOMATENbCTBY
Poccuiickoit denepaiiuy.

- YTBepX[aTh NpaBUla, NpPOLCAYPHl, perJaMeHThl W MHBIE JOKYMEHTEI,
Kacaloluecs AeATeIbHOCTH OpraHi3alii

- TIOOILPATE COTPYAHUKOB

- yCTaHABJHBAaTh Tapu(bl, pacleHKH K BO3HArPaXkJACHHA IO 3aKIHOYEHHBIM
JIOTOBOPaM

- OCYIIECTBIIATH HHYIO JEATENbHOCTh B PAMKax CBOEH JOMKHOCTH B MHTEpECcax
OpraHH3aLHH,

Omnata Tpyda paOOTHHKOB INPEeINNpUSTHS NPOU3IBOAMTCS C HOPMaMH,
NpeLyCMOTPEHHBIMH TPYAOBEIM 3aKOHOAATENbCTBOM H KOJUICKTHBHBIM JOTOBOPOM.
Pyxosoautenem npeanpuatius Q00 «MupokxoM» ocymecTBIsAETCA MaTepHAIBHOE K
MODAJILHOE CTHMYJTHpOBaHHe pabovero mepcoHasia, MPH 3TOM UM GOpMHpPYIOTCA
Haubosee OGnaronpuATHEIE YCHOBHS JJA TpPOSBIEHUs HX crocobHocTed H
npodeccroHanbHOro pocta [35,¢.18].

JuHaMHKa OCHOBHHIX TMoKasareneil mnpeampuatus OO0  «HMudokom»

npeacrasieHa B Tabmuue 2.1.



Tabnuua 2.1

JvHaMuka ocHOBHBIX nokaszateneid OO0 «HMHpokoM»

OTKIIOHEHH A, ThIC.

Temm npupocra,

0,
2014 | 2015 | 2016 pyo. %
INokazarens
T. T. T 2015 x | 2016k | 2015 x | 2016 x
2014 2015 2014 2015
Belpydyka oT peaid3anuH,
22156 | 22171 | 19007 15 -3164 0,6 - 14,3
THIC. PYO.
Banosas npuGeuis,
3030 | 2849 | 2538 -181 - 311 -6 -11
THIC. pYO.
Ce6ecTOMMOCTD NPOAYKIIHH,
19126 | 19322 | 16469 196 -2853 1 14,8
TBIC. PYO.
VYposeHs cebecTonmoctH, % 86,3 87.1 86,6 0,8 -0,5 - -
KommMmepueckue Pacxofsl,
752 779 636 27 - 143 3,5 - 18,3
TEIC. py0.
YposeHb KOMMEPUYECKHX
3.4 3,5 3,3 0,1 -0,2 - -
pacxoaoB B BLIpyUKe, %o
YHapaBlieH4YeCKHEe  pacXosl,
1820 | 1763 | 1687 - 57 - 76 -3,1 -4,3
THIC. PY0.
YpoBeHE aBJIEHUYECKHX
P YIp 82 7.9 8.9 -0,3 1 - -
PacxoJ0B B BEIpYUKE, %o
IlpuGrine OT mpojax, THIC,
458 307 215 - 151 -92 -33.0 | -30.0
py6.
Hons npubeUTH B BRIpyuke, % | 2,1 1,3 1,2
Yucras npubeute, THC. pyo. 451 301 254 - 150 -47 -333 | -15.6
Cpeansas YHCJIEHHOCTh | 124 124 123 - -1 - -
paboTaroImnx, 1e7.
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ITo pesynrTaTam aHanu3a BUAHO, 4TO B 2015 roay no cpaBHEHHIO C 2014
TOAOM BHIpPYYKa OT pealr3allii HE3HAUYHTENLHO Bblpocnia Ha 15 Thic. p., a B 2016 rony
ynana Ha 14,3 %.

B 000 «HMudoxom» opranusanueil MapkeTHHI'a 3aHHMAETCS MeEHeIXep Mo
MapKEeTHHTY I10J] PyKOBOJCTBOM KOMMEPUYECKOr0 AUPEKTOpa (cM. puc. 2.1),

Ha nacrogmmii MomenT BpemMeHd OOO "Hudoxom" peanusyeT ropoackoit
npoekt mo oprapusamuy (1 500) mapkoBOYHBIX MeECT B LEHTPANBHON YacTH
Kpacrospcka, 3aKka3iHKoM KOTOpOro ABaAeTcs JlenapTaMeHT ropoicKoro Xo3sicTea
aaMUHHCTpanuu ropona KpacHospcka

Kontpakr ¢ OO0 «HMudoxom» Ok moanucax B kouue 2014 roga. Komnanus
B3sna Ha cebsa obsg3aTenncTBO 3a coOCTBEeHHBIe cpeAcTBa OGOpPYAOBaThH IIATHBIE
aBTOCTOAHKH Ha 1,5 TeIC. MecT W mepedyucnsTs B ropoiackoit Gromker 13% or
MOJly4eHHbIX foxoaoB. OO0mas CTOMMOCTh HHBECTHLHOHHOro npoekta 330 MmuH
pybneii — mpH 3TOM agMHHUCTpALUA rOpoJa NOTPATHIIA HA ero PeajM3alMIO BCEro

14,9 miH py6ine#t — B OCHOBHOM Ha JINKBHAALKIO NAPKOBOYHBIX KAPMAHOB.

Jupektop

HavansHuK KOMMCPYCCKOTO
OTAcIa

i ] 1
Menemxep otnena i Menemxep nmo

Memneasxep no cObITY ;

IpOAaXK | | MapKETHHTY .

i | ;
' |
PaGOTHHKH cKfama, | Toproso-onepaTHBHEIM |
BONMTENU-TPY3UHKH nepcoHa }
j ;

Puc. 2.1 — CrpyxTypa xommepueckoro otgena OO0 «HMHpokom»
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IeH BHINOJHEHHS ITPOEKTA:

- YBEJIMYECHHE MPOIYCKHOM cnocoGHOCTH foporT;

- COKpallleHHe TPAHCIIOPTHOIC IIOTOKA B IICHTPaNbHYIO 4acTh ropoaa;

- CHMXXCHHME KOJHYECTBA HapyLICHHH NPpaBUI OCTAHOBKH (CTOAHKH)
TPAHCTIOPTHBIX CPEACTB;

- YBENIMYCHHE CpeIHEN CKOPOCTH ABHXKEHHA TPAaHCIIOPTHOIO IOTOKA,

Pexcum pabotel napkosok B pabouue xuu ¢ 8:00 mo 18:00.

MakcHManbHOEe KOJIMYECTBO YaCOB OIUIATHI - 10.

B BEIXOZHEIE H NTPa3HUYHBIE AHH OIJIATa HE B3UMAETCA.

CrouMocTs 1 yaca napkoBkd = 30 pybGaei

HetictByror 5 cnocoboB omnatel npu 0% KOMHMCCHHM, NPEACTAaBIEHHBIX Ha

pUCYHKe 2.2:

baukosc
Kas

C
TIOMOTIb
IO
TIPHIIOK
eHH

OIlJIaThI
MMapKOBO

C

C MOMOILIb
IIOMOLLb 10
10 SMS napkoma

Ta

Puc. 2.2 - CnocoOk! onnarsl NapKOBOYHBIX MECT

OGopynoBaHHe H SKCIUTyaTalMs TMapKOBOYHEIX MECT, PaclOIOKEHHBIX Ha
aBTOMOOHNBHBIX Joporax oO0mero [oJb30BaHWA MECTHOIC 3HAYCHHA TIopoAa

KpacHosipcka pa3spabaTeiBaeTci CTPOFO B COOTBETCTBHH C  AEHCTBYIOIIHM
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3aKOHOJATENIbLCTBOM Poccuiickoit Qenepaumn H Ha OCHOBaHWH
CIENYIOIIMX HOPMATHBHO-NIPABOBBIX TOKYMEHTOB!

- [TocTanoBnenue agMuHUCTpalUnK ropoaa Kpacuospeka or 20.05.2014 Ne
281 «O6 ytBepxcmeHMM METOMHKH pacyueTa pasMepa IUIaThl 3a MONIL30BaHHE Ha
IJIATHOH OCHOBE IApKOBKaMH (ITADKOBOYHBIMH MeECTaMH), pPaclONOXEHHBIMH Ha
aBTOMOOMIIBHBIX JOoporax oOLIero IOJNB30BAHHS MECTHOTO 3HAYEHHA ropoja
Kpacrosipcka, onpefieneHus ee MAKCUMANBHOTO pa3sMepay;

- [NocraHoBneHue agMuHKMCTpauuu ropoaa Kpacrospeka ot 03.06.2014 No
320 «O6 yrBepxnenuu [Topsaka co3gaHUs H KCIIOIB30BaHUSA, B TOM YHCJIE HA IJIATHOMH
OCHOBe, NAapKOBOK (MapKOBOYHBEIX MECT), PAcCMOJIOXKEHHBIX Ha aBTOMOOMIBLHBIX
Joporax ofIIero nois30BaHUs MECTHOIO 3HaueHus ropoja Kpacrospckay;

- ITocTanoBnenue anMuHHCTpauMH ropoaa KpacHospcka ot 15.09.2014 Ne
577 «O co3aaHuH MIATHEIX NAPKOBOK, PaclloOKEeHHBIX Ha aBTOMOOUIIBHBIX Joporax
o6111ero nop30BaHKMsA MECTHOIO 3HauUeHHs ropoaa KpacHospckay;

- DenepanbHblil 3akoH oT 27.07.2006 roga Ne 149-03 «O6 undopmanmy,
MHPOPMALHOHHBIX TEXHONOTHAX U O 3alllUTe HHQOPMaLUH;

- ®enepansHbii 3akoH oT 27.07.2006 roaa Ne 152-03 «O nepcoHanbHBIX
JaHHBIX»;

- ®enepanbHelit 3akoH o1 06.04.2011 roma. Ne 63-®3 «O6 snexTpoHHOH
HOJIIHACH

- Vka3 Ilpesunenta P® ot 23.09.2005 roma Nel1lll «O BHeceHum
H3MEHEHHS B NepeyeHb CBeAeHHH KOH(PUIEeHNUANLHOrO Xapakrepa, YTBepXICHHbBIH
Vka3om Ipesunenta Poccuiickoit @epeparuu ot 06.031997 r. Ne 188»;

- [ocranosnenue IlpasurensctBa Poccutickoit ®eaepauuu ot 15.09.2008
romza Ne 687 «00 yreepxaeHun [lomoxeHus o6 ocobenHocTax oO6paboTkH
HEPCOHAIBHBIX  JAHHBIX, OCYLIeCTBIsAeMOl 0e3  HCNONB30BaHMA  CPEACTB
aBTOMAaTH3ALHHY,

- IMoctanosnenue IlpaButenseTBa Poccuiickoit ®enepauuu ot 17.11.2007

roga Ne 781 «O6 yreepxkacHun Ilonmoxenus o6 obecnegeHun O6e€30MacHOCTH



32

MEPCOHANBHEIX JAHHBIX INpH HMX o00paboTke B WHQOPMALHOHHBIX CHCTEMAx
TIEpPCOHANBHBIX JAHHBIXY,

- Tlpukaz @CTIK Poccun, ®Cb Poccuu Munundopmceazn Poccun ot
13.02.2008 roma Ne55/86/20 «O6 yreepkaennu Ilopsaaka npoBeneHus
KnaccupuKay HHOOPMALIMOHHBIX CHCTEM MEPCOHANBHBIX JaHHBIXY;

- IMTpukas @CTOK Poccun ot 05.02.2010 roga Ne 58 «O0 ytBepkaeHun
Tlonoxenus o Meromax M crocofax 3alMThl HHQOpMAUWM B HHPOPMALHOHHBIX

CHUCTEMAX NCPCOHAIIBHBIX JAaHHBIX» H AP,

2.2 Aranu3 xauyecTBa H KOHKYPEHTOCIIOCOOHOCTH YCIyrH "IaTHas mapKoBKa",

okassiBaeMor OO0 "Hudokom”

3anaueii nnaHUpOBaHHA KauyeCTBa U KOHKYPEHTOCTIOCOOHOCTH YCITYTH "NnaTHas
NapKOBKa" sIBNAETCH INOBBIMICEHHE KaueCcTBA PEMOHTA, KayeCTBO IOIMOJHHMTEIBHBIX
IUIATHBIX M OeCmnaTHeIX YCIyr, KYABTYphl OOC/IYKHBaHHH, palHOHAIBLHOE
HCIIONB30BAHHE OCHOBHBIX (POHIOB, MAaTEpHANbHBIX, TPYAOBBIX H (MHAHCOBBIX
pecypcoB; OTCYTCTBHE ka100 CO CTOPOHBI KIIMEHTOB.

[TnaHupoBaHUe OCYLIECTBISETCS Ha OCHOBE H3y4YeHHs INOKa3aTelled KayecTBa
SKCILTyaTaUHOHHO#H neateasHocTH OO0 «MudokoM», NOCTHTHYTHIX 3a MPEIBITY IHH
rof, ¥ aHaJTH3a COCTOSAHHA pabOTHI 110 MOBHIIIEHHIO KaYeCTBa.

ITnan NOBBIIIEHHSA KadecTBa  OKCIUIyaTalMOHHOH  JeATEJIBHOCTH
paspabaTelBaeTcs €XErofHO M OTPaKAeTcss B  COOTBETCTBYIOIIEM pa3szene
TEXNPOM(UHILIaHa.

OCHOBOH ILIAHMPOBAHHS MOBBILICHHA Ka4decTBa H KOHKYPEHTOCIIOCOOHOCTH
ycIyrd "IUlaTHas TMapKoOBKA" Ha NpPEANPHATHH ABIAETCS CTaHIAPT MNPEANPHATHA
"KoMIuieKcHas CHCTEMa yIpaBJIeHHs KaveCTBOM yciyr. IliaHupoBaHHEe MOBBIIICHHUA

KadecTBa yCayr".
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Hns obecnedeHHs BBICOKOIO Ka4yecTBA YCIYT H KOHKYPEHTOCHOCOOHOCTH
YCIIyTH "I1aTHAs IAapKOBKa" HEOOX0ANMO BBIITOJIIHEHHE KOMILIEKCA MEPOTIPUATHH (CM.
puc. 2.3)

Ounenxa xauectBa yciyrd “"minaTHas napkoska” B 000 "Hudoxom”
npopoaunacs no Meroguke SERVQUAL nyrem ompoca 120 4denoBek, KOTOpEIE
oTBeTHIH Ha 10 Bonpocos (cM. mpunoxeHue 1)

Kak yxe rosopunoce paHee, Ha IIEpBOM 3Talle HCCIEIOBaHUA NOTpeOHTEneH
NPOCAT OTBETUTH Ha IpeJiaraeMble BOIPOCHL ¢ TOUKH 3pEHHS HICANBHOCTH YCIYTH
"ITaTHasA Mapkoeka" mo naTudannpHOH mKkane (cM. Tabmn.2.2).

BrionmHe NOrM4HO, YTO Ha MCXOA€ MEpBOro 3Tala HUCCIeR0BaHUA

pesyNsTHPYIOWHKI NoKasaTens E, HocTpupylomuit oxuganus norpeburenei

» Paspabotka ynoOHBIX rpaduKoB paGoTEI
* BrenpeHue HayyHOH OpraHu3auMu Tpyna

Oprauu3salnoHRbIe MEPOTIPUATHA
» KoHTpONE 32 KauecTBOM 0OCITyKHBAHHA

e TlonBop U paccTaHOBKA KapOB
» O0y4yeHHe KaJpoB
+ [ToaroToRka ¥ NepenoAroTOBKa KaapoB M Ip.

Meponpusrtus no
npopeCCHOHATBHOR
MOATOTOBICHHOCTH

ColHATEHO — JKOHOMHYECKHE CTHMYNHPOBAHUA TIEpCOHATA
MEpPOTPHATHS * Beibop KpuTepHeEB, ONpeacIAIOMHKX 00A3aHHOCTH
KaJapoB

NANV AN

» OCHaIIEHHOCTD CTIELUHANBHEIM 000pyIOBaHHEM

TexHHYECKHE MEPOTIPHATHS * MexaHH3allig 1 aBTOMAaTH3aLHs MpOonECCOR H IP.

N

N

¢ Co3naHue GnarompUATHOTO MHKPOKIHMMATa
CaHHTApHO — THIHEHH4ECKHE » TIOBBIIEHHE KYNLTYPEI OOCTYKHBAHHUA M OXpaHSBI !

MEPOIIPHATHA Ap.
A

{ e Paspabotxa cHCTEMBI MaTEPHATTBHOTO MOPAIEHOTO

N

Puc. 2.3 - KoMmiexc MeponipusaTHH, HeOOXOAUMEIH JJIs TOBBILICHUA KayecTBa U

KOHKYpeHTOCIIocobHoCTH yeryru "mnatHas napkoBka” 8 OO0 "Hudoxom”
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Tabnuua 2.2

IIIkana 6amtoB OTBETOB NOTpebHTENEH

Bennuuna Oanna 3HaueHHe
5 HUneansHo
4 Xopo1o
3 He mory cxazate
2 ITnoxo
1 OueHb MI0X0

OKa3ajici paBeH 5, MOCKOJIBKY Bee 120 yesioBek O CBOMX 0XUJAHUAX Ha IpeaiaracMble
BOIIPOCHI OTBETHIH 5 OALIOB, TO €CTh HACaNbHO. PacueT nokasarens MpOU3BOIMICA
CIeAyIOMUM 00pa3oM:

CpenHee 3HaueHHe MokasaTelss E = KOMHYECTBO YEIOBEK X KOJIUUECTBO
BOIIPOCOB X KONMHYecTBO Oannos / konudecTro Bonpocos = 120 x5 x 10/ 10 =600

3TOT nokasareslb FTOBOPHUT O TOM, UYTO MAKCHMAllbHOEe YHCNIO GalioB OLEHKH
notpeburTeneif, koropble MoxeT HalpaTh ycnyra "nnatHas mapkoska" QOO
"UHdoxom" pasHo 600.

Ha BTOpOM »3Tanme pecrnoHAEHTOB IMpPOCAT OLEHHUTh [0 MpeJIaracMuiM
KPMTEPHAM KauecTBO YCIyrd "IuiaTHas mapkoBka', okaseiBaemoit OOQO "Uudokom”
no naTHOaILHOM Imikaje. Pesynbrarsl onpoca npeacTapieHs! B Tabauue 2.3.

Takum  ofOpasoM, WTOroM BTOpPOro 3Tara HUCCISAOBAHHA  CIYXKHT
Pe3yNBTHPYIOUMI Mmokasatens P — «Bocmpustue», paccyMTaHHBIH Kak CpepHee
3HAaYEHHUE 110 BCEM KPHTEPHAM:

P=(592x5+184x4+350x3+60x2+14x%x1)/10=488

Hanee paccunThiBaeTcs Ko PUIMEHT KadecTBa YCIYTH, HCIONb3ys QOpMyITy
(1.1).

SQ=488-600~=-112
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Tabnuma 2.3
PesynsTate! onpoca norpeGureneit o6 ycnyre "nnatHasg mapkoska',
okazeiBaemoit OO0 "Uudokom"
Ne KosuuecTBO pecnoHAEHTOB 110
e Bompoc KaXJIOMY NPOCTaBACHHOMY Oaylty
5 4 3 2 1
1. CoBpemenHo i obopynopaHue? 7 3 23 13 )
2. [IpusnekaTensHbI M BU3YANBHO (QU3HYECKHE
06BeKTH? 35 > 80 - i
3. [IpuBeTnuB KM nepcoran, OCyIECTRISIOIHH
ofcnyKuBaHKe TapKOBKH? 69 20 1 18 2
4. [IpuBnexaTe/IbHEI 1M BH3yalbHO 34 12 74 - -
HH(pOPMALHOHHBIE MaTEPHANE] {OpOIIIOpPS],
Beh-caliTel 1 ap.)?
5. Conep>xXuTcs I B YHCTOTE H MOPALKE 22 20 54 14 10
napKoBKa?
6. Y nobHO JH pacmonokeHa NapKoBKa? 92 12 15 1 -
7. JlocTaTouHas niomais Ui apKoBKH 79 25 16 - -
aBTOMOOHNEH?
8. Kak Jerxo HaHTH TapKOBOYHOE MECTO? 63 16 32 8 1
9. JlocTynHas ¥ ACHA MM HHGOPMAIHA O 58 22 36 3 1
apKoBKe?
10. | IToHATHa 7M CHCTeMa OIUIATHI HApKOBKH? 68 39 10 3 -
11. | Hroro 592 184 350 60 14

JanHsl KO3GQHUUMEHT TOBOPHT O TOM, YTO B INPOIEHTHOM COOTHOIICHHH

peanbHOE Ka4eCTBO YCIyry "IuaTras napkoska”, npefoctasnsemoit 000 "Hrdoxom”

cocrapnier 81,33% or oxuaaemoro, "MACANBHOro" IO MHEHHIO MOTpeduTenei

Ka4deCTBa,
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JUta onpefeneHrs KOHKYpPEHTOCMOCOOHOCTH YCiyrH 'MiaaTHas mMapKoBKa"
HCTIOJIB30BANICA HHIEKCHBIH METOJ.

Ilocne mnpoBemeHWs oOMpoca M BCEX pacdyeToB OBIIM MONYYEHBl JaHHEIE

IpeAcTaBlieHHsIe B Tabnuue 2.4,

Tabnuua 2.4
JaHHbIe 0 1A pacyeTa HHACKCA KOHKYPEHTOCHOCOOHOCTH YCIyrd "MaTHas

napkoBka", okassiBaemoii OO0 "Undorom”

BaBemieHHas oLieHKa MOKa3aTene
[Nokazatens Bec (3maunmocTs KOHKYPEHTOCIOCODHOCTH YCIyTH
KOHKYPEHTOCTIOCOGHOCTH [IOKa3aTels) notpebuTensMu B 6ammax
000 "Undokom" KoHkypeHT
Hosepue 0,1 5(0,5) 4 (0,4)
BezonacHocTh 0,12 5(0,6) 5 (0,6)
HocTynHocTh 0,08 5(0,4) 4 (0,32)
KomMMyHHKATHBHBIE acTIEKTHI 0,12 5(0,6) 5(0,6)
Hounumanue npobaeM
0,08 6 (0,48) 5(0,4)
KJIMEeHTa
Oca3aeMBIe XapaKTEPUCTHKH 0,12 5 (0,6) 4 (0,48)
Hanexwocts 0,08 6(0,48) 6 (0,48)
CKkopocTh peakiun 0,12 5 (0,6) 4 (0,48)
KoMnereHnTHOCTE 0,08 6 (0,48) 5(0,4)
BexnuBocTh 0,1 5(0,5) 5(0,5)
Hroro 1 5,24 4,66

Hcnone3ys NaHHBIH METOX pe3yNbTHPYIOLMH HHAEKC KOHKYPEHTOCIIOCOGHOCTH

paBeH:
K=5,24/4,66=1,12
DKOHOMHYECKAs HHTEPIpPETAlldsA JaHHOTO IOKa3aTead FOBOPHT O TOM, YTO B

cnyuae, eciu oH Gonasure 1 (K > 1), To yenyra sSBnsfeTcs KOHKYpPEeHTOCIIOCOGHOH,
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TaxuMm obpasoM, noABOAS HTOr MPOM3BENEHHOMY 4HATH3Y Ka4yecTBa H
KOHKYPEHTOCIIOCOOHOCTH ycnyrd "mimatHas mapkoska", peanusyemoin OO0
"MudoxoM" MOXHO cIENaTh BBIBOA O TOM, YTO AAHHAs YCIyra SIBASETCA YCIyroi
BRICOKOIO KauecTBa H KOHKypeHTocrocoGHoH. OnHako, B xoje HCClaeZoBaHus ObLT
BBISBJICH psJ HENOCTaTKOB, B Clydae HEYCTpPaHEHHS KOTOPBIX BEIlIEyKa3aHHas

OpraHH3allis IOHECeT YOBITKM U yTPaTUT CBOH MO3HIIHH Ha PBIHKeE.

2.3 BroiaBneHHblE NpOONEMBI KAauyecTBAa H KOHKYPEHTOCHOCOGHOCTH YCIyTH

"mnatHas napkoeka", okaseiBaeMoit OO0 "UndokoM"

Hecmotps Ha TO, 4TO KayecTBO M KOHKYPEHTOCTIOCOOHOCTB YCIYTH "InaTHas
napxoBka", peanmnzyemoii OOO "HHbpoxoMm" Haxoadrcs Ha JOCTATOYHO BBICOKOM
YpOBHe, OBLI BBIABNEH psid NpoGIEMHBIX ACHEKTOB, KOTOPEIE BIOCIEACTBHH MOIYT
HETaTHBHO OTPa3UThCA Ha JEATENbHOCTH OpraHU3alHH.

B HacTos1iee BpeMs ITOHATHO, YTO KA4eCTBO H KOHKYPEHTOCIIOCOOHOCTD YCITyT
BO MHOI'OM 3aBHCHT OT IepcoHaja opraHusauuu. iMeHHo mostoMy "mpobGrnemusie”
YYacCTKH CHCTEMB! Ka4eCTBa ¥ KOHKYPEHTOCIOCOOHOCTH yCNyT CHa4alla BEISBIIHCE
Ip¥ NOMOILH onpoca aioaei, paboratomux B OO0 "HUudokom”.

Tak, npu uccienoBaHHH, HAa BOIPOC, «KAaKHe HEJOCTATKH, Ha Baiu B3z
npeobIafaloT B CHCTEME YIIPABIEHHUS KaueCTBOM B IEJIOM Ha MPOHU3BOACTBEHHBIX
TPEANPUATHAX U Ha JaHHOM MpednpHATHH» GONBIIMHCTBO - 50% OTBeTHIIO: HU3Kas
oILiara TpyJa nepcoHana (OTCYTCTBHE MaTepUanbHOM 3aHHTEPECOBAHHOCTH).

OtcyTcTBHE  KBATMQUIIMPOBAHHBIX KQApPOB U  MOpAlbHO  yCTapeBllee
o0opynoBaHue BeIcKasasio 35% onpomeHHsix (cM. puc. 2.4).

Takxe oTMeueHB! TaKHe MPUYIUHBI, KaK HEBBIIIOJTHEHHE HAMEUYESHHBIX ITpOrpamMm
(13%), orcyrerBre MOArOTOBKH cnenuanuctos (8%), orcyrerBie koHTpoas (5%), u

Ha rnocjeaHeM MeCTe OMpoca - HEXBATKa BPEMEHHU HAa U3YYCHHE CUCTEMBI YIIPABJICHHUA

Ka4yecTBOM (CM. puc. 2.5).
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Puc. 2.4 - HepoctaTkd B ccTeMe ynpasieHus kadecTBoM (%o)

HexeaTka BpemeHW Ha U3y4YeHUe CUCTEMBI, A
QTcyTCTEne NOArOTOBKK CNeUWanncTos

Huakana xpanuchukayma MeHeaxepos

OrcyTcreve pecypcos

30

T T T T

0 10 20 30 40
%

Puc. 2.5 - [lpydyHHBI HECOBEPIIEHCTBA B CHCTEME YIIpaBieHus KauecTBoM (%)

Takum 06pazoM, MOABOAS HTOT BBILIEH3NOXKEHHOMY, lIepedeHb NpobiieM, Ha
KOTOphIE CileAyeT oOpaTHTh BHHMaHue Mo MHeHHI0 nepcoxama OO0 "HHdokom"
MOHO OTPEJENTHTh CICAYIOIINM 00pa3oMm:

- SKOHOMHYECKH HecTabuabHas obcTaHOBKa B CTpaHe

- OTCYTCTBHE KBAJIHQHUMPOBAHHOTO NEPCOHANIa

- MOpaJIbHO yCTapeBllee 0GopyIoBaHHE

- OTCYTCTBHME MaTepHAJIbLHOH 3aHHTEPECOBAHHOCTH NMepcoHana
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- OTCYTCTBHE 00y4eHHs TIepcoHana a3aM OOIIeHus ¢ KITHEHTaMH

- OTCYTCTBHE CHCTEMBI HHOOPMHPOBAHHOCTH INEPCOHANA O COBPEMEHHBIX
CTaHJApTaX Ka4yecTBa

- 3¢ ekt acummeTpun HHGOPMAIMH O KOHKYPEHTaxX

- HefocTaTo4Hoe ()HHAHCHPOBaHHE NpPOEKTa N0 OpPraHU3alMU NapKOBOYHBIX
MeCT

- TIJIOX0€ Ka4eCTBO AOPOMHOTO TIOKPEITHA H Ap.

Cpend  ONpOIIEHHBIX  PECHOHLEHTOB  CaMbIMH  pacnpoCcTpPaHEHHBIMH
TIpoOIeMaMH IIATHBIX ITaPKOBOK OKAa3aJIKCh:

- HECOBEpIICHHAsA CHCTEMA OIJIATH] TapKOBOK

- HU3KasA KBaIH(UKaI¥a NepcoHana

- HU3KHH ypOoBeHb 00CITYKHBAHHA

- MajIeHbKO€ KOJIMYECTBO MMAapKOBOYHBIX MECT

- BRICOKMH CTeNeHb 3arpA3HEHHOCTH IapKOBOK (CM. pHc. 2.6)

OxanyM U3 caMbIX IMIaBHBIX HEJOCTATKOB YCIYT IUIATHBIX ITAPKOBOK 110 MHEHHUIO
notpebureneil crano HECOBEPLIEHCTBO CHCTEMBI OIUIATHL. BEUIO ompoineHo 120
4eJI0BEK, KOTOPbI€ Ha3BalM Pa3IMYHOro poja (akTopsl, MOBIUSRIIME HAa 3TOT (PakKT
{cM. puc. 2.7)

HeHCTBUTENEHO, HCCNEAOBAHHS IOATBEPAHNIH, UYTO HECMOTPA Ha BIIOJHE
MHGOPMATHBHBIH CaliT U HHCTPYKIHIO BO3JIe KAXKIAOr0 M3 MAPKOMATOB, MOTpeGuTenn
(B ocobeHHOCTH, HHOTOPONHME) HCIBITHIBAIOT 3aTPYAHEHHE IIpA  OILIATe
MapKOBOYHOr0 MECTa, IOCKOJIBKY HE MOTYT IOHATH, KaK 3TO CHENaTh.

K Ttomy xe, cnexyer ormeruts, 4to KpacHOApCK SABJIAEeTCS OOHHM U3
KpYNHeHlux roponoB Poccuu, KyJabTYpHEIM, 3KOHOMHYECKHM, MPOMBILIJIEHHBIM H
obpa3zoBaTensHbEIM LeHTpoM LlenTpanbhoit U Boctounoit Cubupy H ABngercH
NpPUBJEKaTeNbHEIM JUIi HHOCTPAHHEIX TYPHCTOB. B CBA3M ¢ 3THM, OTCYTCTBUE

HHCTPYKIHH IO OIVIATE Ha QHITTUHCKOM A3EIKE ABJIAETCA CYIIECTBEHHLBIM HEAOCTATKOM

BCEeH CUCTEME! B LIETIOM,
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Mpo6nembt NNATHLIX NAPKOBOK NO MHEHUIO NnoTpebuTteneii

BBLICOKAA CTENEHb 3arpASHEHHOCTU NAPKOBOK
MANeHbKOE KONNYECTBO NAPKOBOUHBIX MECT

HW3KWH ypoBeHb 0BCAyKUBaHUA

HW3KaA KBaJ’IHd)HKaLI,Mﬂ nepcoHana

HECOBEPUIEHHAR CUCTEMA ONNATHI NAPKOBOK

e

0,00% 5,00% 10,00%15,00%20,00%25,00%30,00%35,00%40,00%

Puc. 2.6 - IIpobneMb! NnaTHBIX NapKOBOK 10 MHEHHIO MoTpebuTenei

cDaKTOpr, noBaAnABLWINE Ha HECOBEPLWEeHCTBO CUCTEMDI
onnaTtel N2pKOBOK

& He pabotaer napromat
22,30%

® HepocTatoHHO
MHPOPMALIMHK O TOM, KaK

nnatuth 31,40%
B HeNnoHATHLIA A3bIK

W3NOMEHUA MHOpMaLUm

28,90%
W OTCYTCTBHE FOTOBHOCTH

nepcoHana 8 NOMOLWK NC

onnate 11,20%
m [lpyroe 6,20%

Puc. 2.7 - Qaxkrtopsl, NIOBIHABLIME HA HECOBEPLIEHCTBO CHCTEMBI OILJIATHI

MapKOBOK

OnpHoit u3 mpoOneM IUIATHBIX NApKOBOK crana IpofieMa MOpPaTbHO
ycrapeBiiero o0opynoBaHus. Tak, ¢ MPUXOJO0M 3UMHHX XOJIOJOB H BOBpEMs PEIKHX
cOosX B 37eKTponoade mapkoMaThl JHOO repecTaBaid GyHKLIHOHHPOBATh BOOGIIE,
nn6o paboTanu ¢ nepeGoIMH, YTO, HECOMHEHHO, TOBOPHT O HEOCTATOYHOM KadeCTBE

OKa3aHHOM YCIIyTH.
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K Tomy xe ropoxxaHe otMe4anu, 4To HabJromaeTcs oteps 1IEHTpa ropona Kak
HEKOero KynbTypHOTO M COLMAJIHOTO SBIIEHHMSA M NpeBpallleHHe €ro B TpaH3UTHBIHA
paiioH, KOTOPEIK aBTOMOOWNM IMPOCTO MpONETAOT. TepAs LEHTP, OZHOBPEMEHHO
TEPSAETCA OrPOMHOE KONMYECTBO MEJAKHUX W CpeJHHX INPeANpHATHH, KOTOpPbIe
Oa3upyrOTCA B LEHTPE.

CnegyeTr OTMETHTh, 4YTO NpoOMEeMBbl NPOEKTa MO OPraHW3aLUM MIATHBIX
MapKOBOYHBIX MECT OBLIM BBIABIEHBI M aIMUHHCTPALHeH roposa.

Tak, ogus u3 menyraroB 3akoHoAaTensHOro codpanus KpacHospckoro Kpas
TOBOPHI O TOM, YTO M3HAYaIBHO COTVIAIIEHUEM MEXIY JeNnapTaMeHTOM rOpOJCKOro
xo3saiictea u 000 «Mudpoxom» Obua npegycMorpeHa pabora 10 napkoHOB
(aBTOMOOMJIEH, KOTOpBIE KYPCHPOBAIH IO ropoay) — (pakTHYeCKH UX OBIIO TONBKO
Tpd. W He MOTOMY, YTO MHBECTOp OTKa3blBAICA HX MOKymare. I[IpocTo
aJMHHHCTPaTHBHBIE KOMHUCCHM HE CIPaBIANHCE U C TEMH MaTepralaMHu, KOTOPBIE OT
3THX TpeX aBToMOOHNei noctynanu. Tak, elle B KOHIE HIOHA 3TOTO rojia NpoKypaTypa
Kpas 3aBepiiwiia NpPOBEpPKY HAEATENbHOCTH  aAMHHHUCTPAaTHBHBIX KOMHCCHH
LIEHTPaIbHEIX paliOoHOB ropoaa. YCTaHOBNEHO, 4YTO Tonsko 3a 2016 ron 6es
paccMoTpeHHns ocTaBleHo Ooee 6500 MaTepuanoB, NpY 3TOM CPOK JABHOCTH I10 HUM
yKe HCTeK. 3a mepBrle 6 Mecs1eB 3Toro roja 6e3 paccMoTpeHHs ocranuch 6onee 1200
MaTepuanoB. Yxe Toraa [Ipokyparypa xpas ykasbpiBajia, YTO IPHUHHAMH CHTYAallMH
ABJAETCA «HENOCTAaTOUHOe (prHAHCHpOBaHUEe pabOT KOMHCCHI, HEXBAaTKa CPeCTB Ha
OILIaTy YyCIyT IO OTIIpaBKe MOYTOBON KOPPECTIORIEHIMH, HEJOCTATOHHOE KOITHIECTBO
JOJDKHOCTHBIX JIML, KOTOPBIE OCYIIECTBIAIOT PacCCMOTPEHHE MaTEPHAJIOB.

B koneunoM uTore agMuHHcTpaumeit ropoza KpacHospcka Owln onpeneneH
CIEKTp MpobneM pealr30BaHHOTO IPOEKTa:

- HeCOBepHIEHHAd CHCTeMa KOHTPOJi 3a HapyUIMTEIAMH MpPaBuil [IaTHOH
NAapPKOBKH

- OTCYTCTBHE MPEAENbHOTO TapH(pa Ha TapKOBKY

- HH3Kasg cobmpaeMoCTh MITpadoB 3a HE3aKOHHYIO CTOSHKY. 3Iech CIexyeT

OTMETHTH, YTO B GlomXeT ropona moctynaer jubib 10% OeHEXKHEIX CPeACTB OT
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NPEANoNaraeMoro H3Ha4yanbHo 00beMa. HCXOls U3 3TOT0 MOXKHO TOBOPHUTE O KpaiHe
HH3KOH CTENeHH OKYNaeMOCTH JAHHOTO WHBECTHIIOHHOTO IIPOEKTA.

- rnoGanbHBI PEMOHT AOPOT B LIEHTPE TOpoAa, He MO3BOJIAIOLIMIA HCITONB30BATh
NapKOBOYHbIE MECTa B IOJIHOM Mepe

- HEBBINIOJIHEHUE TOAPANYMKOM B [IOJIHOM Mepe cBOUX 00s13aHHOCTEH 110 MOBOY
OpraHHU3aIH NapKOBOK B LIEHTPe ropoja

- MOpAJIBHO yCTapeBllee o0OpYyAOBaHHE ¢ HU3KOH CTENEHBbK HAIEeXKHOCTH H
BLICOKOH BEPOATHOCTEHIO IOJOMKH

- KpaiiHe HH3Kasd JOXOAHOCTh MPOEKTa (10 CTATHCTHKE, TONBKO Kaxzanld 10
rOpOXaHWH OIlIaYMBaeT NApKOBOYHOE MECTO, OCTAAbHBEIE e MPEAIOYHTAIOT
HaXOOHUTh APYTHe BRIXOXE! U3 nonoxeHus. [To nannoMy Bonpocy 6b110 ompoieno 200

4esioBeK. Pe3ynbTaThl ompoca NpecTaBleHbl Ha pucyHKe 2.8

lNMoKa3atenu onnaTel rOpoXMaHamMmu NAPKOBOYHbIX MECT

B fnauy 33 NapKoBOYHOE
MEeCTO MCNpasHo 33%

H He npavy 3a mecto,
NAPKYKICh BO ABOPaX
42,20%

B He nnadvy 3a mecTo,
ABAAIOCH "Napro3akiuem”
22,60%

W E3xy B LEHTP Ha
obwecTBeHHOM
TpaHcnopTe 2,20%

Puc. 2.8 - [loxasarenu onnaTel ropoKaHaMH NapKOBOYHBIX MECT

- HeJOCTAaTO4HOE KOJMYECTBO BHACOKaMep Ha 060pyAOBaHHBIX MAPKOBKaxX s
BBIsIBNICHHA "mapxo3aitiies” u Hapymwuenei I ap.

Takum 06pa30M. noaBoOaA UTOT BREIIECKAa3zaHHOMY MOXKHO CACIATE BRIBOI O TOM,
YTO NPOEKT IO OpraHH3aliii IIATHBIX NMapKOBOYHBIX MECT B LEHTPAJbHOM 4acTu

Kpacnoapcxa HMeEeT MHOXKECTBO 3aMedyaHHidl Kak co CTOPOHEI II€epCOoHAala,
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pabotaromero B OO0 "HHdoxom", Tak U co cTOpoHEI motpebGuTeneil ycmyru
(aBromobHTenel) U aAMHHUCTPAlLMK ropoza. U3 - 3a yGBITOYHOCTH NpoOEKTa €ro
HeoOX0aMMO NIepecMaTpriBaTh. ECNM BBIABICHHBIE HEIOCTATKH HE YCTPAHHUTD, IPOEKT
3aKpOIOT MJIH NepeAanyT A peanusaldu apyromy uHBectopy, H OO0 "Undokom"
OyAyT xnmath yOBITKM, YTO BIOCIEACTBHM HEraTHMBHO OTPa3sHUTCA HA PasBUTHH H

(YHKLMOHHPOBAaHHH BCETrO NPEANIPHATHS B LIETIOM.




3 PA3PABOTKA MEPOITPUATUHN I10 YJIVUIIEHMIO KAYECTBA U
KOHKYPEHTOCITIOCOBHOCTH YCJIVTU "TUIATHBIE TTAPKOBKH" B 000
"MHPOKOM "

3.1 MeponpHsATHSA [0 yIy4IIEHHIO Ka4eCTBa ¥ KOHKYPEeHTOCIOCOOHOCTH YCIIYTH

"IInatHble napxosku" B OO0 "Undoxom "

Ha ocHOBe npoBeieHHOTO aHaNM3a cilelyeT OTMETUTh, YTO CHCTeMa KadecTBa
YCIYr «IJaTHBIE MApKOBKH» H HMX KOHKYPEHTOCMOCOOHOCTh HYXAAIOTCA B
ycoBepieHcTBOBaHHU. [loaToMy nenecooOpa3Ho IPOBECTH PAA MEPONIPHATHH:

1) TloBeicHT YpOBeHb KBanW(pHKalUH mepcoHana opranusauun Q0O
«HUudokom», [ng 3TOTO MOXHO HCIONB30BaTh KaK NOBBIIIEHHE KBaIH(HKAUHMH B
paMKax OpraHM3aLMy, TaK H 3a e¢ MpeAeIaMH.

Bo3MOKHbIE METO/b! TIOBBIIEHHS KBAIH(pUKAUHK nepcoHana B pamkax 000
«MHdoxoM» npeacTaBieHbl Ha pUCYHKe 3.1.

MeTonsl MOBBIIIEHHA KBaJH(QHKALWH COTPYJHHKOB, KOTOPBIE HCIIONIL3YCTCH
BHe opranu3anud 000 «HMHpokom»

- KoHepeHLHH, BCTPEUH, CUMITO3UYMBI. AKTHBHAA MeTOAMKa o0yueHuH,
KOTOpas CTUMYJIHPYeT pa3BHTHEe KOMMYHUKATUBHBIX HABBIKOB, Pa3BHBAECT JIOIMYECKOE
MBILLIEHHE, 00y4yaeT crieuudrKke MyOIHIHBIX BRICTYILIEHUHR;

- Jexuuu. Camas TpaaHUMOHHasA MeETOAMKAa. Marepyansl 37€Ch
YCBaHBAIOTCA MACCHBHO U 3TOT METOJ| cefi¥ac He CHHUTAIOT ONTHMAIIBHEIM, JOTIOMHSIOT
ero ApyruMH.

- Tpennnr. B npouecce o6yyeHus TpeHep JaeT ONpeiesieHHBIE
HHCTPYKLIHH M NPOBEPSAET, HACKOJIBKO YCBOCHBI 3HaHHMA B TEYEHHE OMpPENe/IEHHOTO
NepuoJa BpeMEHH.

- VHTepakTHBHBIE KYPCHl. 3HAHHA MONYYalOT, 3aKpPEIUIAIOT U TECTHPYIOT
TIpPH NTOMOIH 00yyYarollel MporpaMMEl;

- CamocTosTensHoe o0ydenue. CaMelii IpocToi BapHaHT, HO MPH 3TOM

TpeOYyIOIHA CaMOAUCUUILTHHEI H OTBETCTBEHHOCTH. JTOT METO/ ceiiyac pa3BHBAETCA
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Onarogaps BHEAPEHHIO pa3TUYHBIX OOYYaIOU[MX NPOrpaMM H IUCTAHIMOHHOTO

obydeHus;

backer — MeTON — OCHOBaH HA HMHTALIMH cm‘yaunﬁ, BCTpEHAlOUINXCA B

npouecce paboTel.

UréTpy
KTax.

. HpHMeHﬂeTCH B CIydac, KoTria HY)XKHO npnoﬁpeC‘m HaBBEIKH Ha HOBOM paﬁo'{eM MECTC

Koyuuyu

PoTtauu

TerdTOP
CTBO

Crpote
JUTHHI

Ianyn
HT

. HpH HCIIONMB30BAHHH 3TOTO METOOA TPCHED H 06y'1aeMble B3aHMOﬂeﬁCTBy10T, a TaxKxKe
HaJIQUKHBAKOT CBA3b MCKY YYaCTHHKAMH ITpOoLecCa MMpOoH3BOACTRA

» CoTpyIHMKa [IEPEBOAST BHYTPH KOMIaHKE B Apyro#t oraen. OdeHb NonynspHas B
HACTOALIEE BPEMA METONUKA.

* BUJ HaCTaBHUYECTBA. Benercs QHCKyccHs, B Ipoliecce KOTOpoi obyvaeMelii

AEMOHCTPHPYET NONYUeHHbIe 3HAHHS
vy

~\

* MOJIOJBIX COTPYIHHKOB 00y4alOT npagHaaM paboTEl, HCIIONB3YS HCTOPHIO OpraHH3alliK

vy

* CYTh METOZIa B TOM, YTO BeZeTca HaOMOACHHE 3a IporeccoM paboThl, KOTOpoe )

O3BOIISET BBIICHATE, KAKKE CTOPOHBI B [IPod). OATOTOBKE COTPYAHUKA cnabeie H
COCTABUTH ILIaH NOBBIIECHHSA KBATHGBHKALHY, YTOOR! UX YIAHTE. p.

Puc. 3.1 - Bo3MoXHBIE METOZBI IIOBBILICHHS KBANH(pHUKAIHH NIEPCOHANA B paMKax

2)

000 «HUndpoxom»

BBIENUTE JCHEXKHBIE CpCACTBa Ha OCHAUICHUE IJIATHBIX TIdpKOBOK

COBpPEMEHHBIM O0OpYHOBaHHEM C BBICOKOH CTENEHBIO HAAEXHOCTH M HHU3KOH

BCPOATHOCTEH) NOJIOMKH

- NapKOMaTaMH

- BUIEOKaMepaMH

- marbaymMaMH U Ip.

3) MareprankHO CTUMYJIMPOBATh COTPYIHMKOB Ka4eCTBEHHO BBIMOIHATL CBOM

JOMMKHOCTHEIC 00A3aHHOCTH. Ma'repnanbﬂaa 3aHHTCPECOBAHHOCTD paﬁOTHI/IKOB B
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BBICOKOM Ka4ecTBe yCIyr obecneyHBaeTcs, Mpekae BCEro, NpaBHIBHO BHIOpaHHOM
dopMoil 3apaboTHo#i muaThl. MaTepuanbHas 3aHHTEPECOBAHHOCTH Pa0OTHHKOB
JOJKHA BblpaxkaTbcs B ¢$opMe 3apaboTHOH IUIATHI M NIPEMHANBHONW CHUCTEMBl 3a
KAYECTBEHHEIE [TOKA3aTelH.

4) Beectu ans mnepconana QOO «Hudokom» oOsg3arensHOe H3YHUEHHUE
COBPEMEHHBIX CTaHAApPTOR KadecTBa yCJAYT U HH(POpPMHpOBaHHE © HOBOBBEACHHUSAX,
KOTOpBIe OYOyT NOABNATHCA C TEUSHHEM BpeMeHH

5) B nensax usberanus 3aMyCOPEHHOCTH ILTATHEIX NTAPKOBOK, YTO OTIYIUBAET H
PEaNBHBIX M MOTeHIUANBHBIX NToTpebuTeneli nanHo#i yciyru, Heo6X0AUMO BEIACIHTE
JE€HEXKHbIE CPeJICTBa JUIA:

- HaliMa JOMOJHUTENBHBIX COTPYAHUKOB, KOTOPEIE OyAyT 3aHMMAaThCs YOOpKOH
MapKOBOYHEIX MECT

- JUIA YCTAHOBKH JOTIONHUTENbHBIX KOHTeHepoB and cOopa Mycopa.

6) VYcoBeplIeHCTROBATE CHCTEMY KOHTPOJS 3a HApyWHTEIAMH TIPaBHI
napkoBkd 1 [1JJ]. Jng atoro Heo6xoaumo:

- YBEJTHYHTH KOJIM4YECTBO BUAEOKaMep

- 3aKYIHTH €11e HECKOJIBKO ITapKOHOB

7) YCTaHOBHTD IpenesibHbIA Tapu( 3a Kak0e H3 NapKOBOYHBIX MECT.

Peanu3anus npeiokeHHBIX MEPONIPUATHH MpeATIonaraeT B LieJIOM BHEAPEHHE
8 000 «Mudoxom» CHCTEMB! YNpaBJIeHHAA KadeCTBOM OKAa3bIBACMBIX OpraHu3allueH
yenyr. C Henbio y4eTa BO3MOXHEIX PUCKOB VIS pealns3alliy YKa3aHHBIX MEPONPHATHH
nenecoobpasHee BCero MOCTPOUTD «JIEPEBO PEMICHHHY.

Crnenyer OTMETHTB, YTO MOCTPOSHHE «JEpeBa pEIICHHI» IpeanoiaracT
Hanu4ue NpobieMsl BHEAPEHHS CHCTEMBI YIIPAaBICHHA Ka4eCTBOM, MPUYEM, pElICHKE
npobaeMbl MOApasyMeBaeT 2 acleKTa:

- n160 BHEAPUTE CUCTEMY YNPABICHHA Ka4eCTBOM

- 160 OCT4BUTH BCE KaK e€CThb, TO €CTh HE BHEIPATh CHCTEMY YINpaBICHHUSA
KayecTBOM

Ipu 3TOM, NpMMeHHB 06Ga BapHaHTa, MOXHO I POCTa MPUOLLIH YBEIHYHTD

KOJHYECTBO ITApKOBOYHBIX MCCT HNTH OCTaBHTh HX Ha ITPCIKHEM YPOBHE.
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Takum 06pasoM, nonydaeTcs 4eThIpe CTPATErHd Pa3BUTHA MpEApHATHA Ha

JAHHOM 3Tarne:

1.  BHeApeHHE CHUCTEMBl YIIPaBJICHMS Ka4eCTBOM C YBEIHUYEHHEM YHCIa
NapKOBOYHBIX MECT;

2.  BHeIpeHHe CHCTEMB! YIIpaBJIeHMS Ka4eCTBOM C OCTAaBIIEHHMEM YHCia
NapKOBOYHBIX MECT Ha OOEIMHOM ypOBHE;

3.  yBenMyeHHe 4UHCIAa MApPKOBOYHBIX MecT ©Oe3 BHEJPEHHS CHCTEMEI
yIpaBJIeHUA KauecTBOM;

4.  ocTaBieHHE 4HCIAa IIAPKOBOYHEIX MeCT Ha OOBIMHOM ypoBHe 0e€3
BHEIPEHUS CHCTEMBI YIIPaBIeHHA Ka4eCTBOM.

Takum o6pa3zom, aepeso pemenuit ana OO0 "HudokoMm" npexncrasieHo Ha
pHCYHKe 3.2.

BepwnHoit nepesa aABnseTcs npoOieMa BHEAPEHHA CHCTEMbl YIIPaBIEHHS
kagectioMm B QOO "Hudokom". PemieHusa osToif npobneMbl COOTBETCTBEHHO
pacripeIeNnsoTcs Ha 2 BETBU:

1) JIuGo BHeapATh cucTeMy ynpapieHus kadyecTeoM B OO0 "Hudokom"

2) JIubo He BHEAPATH CUCTEMY YpaBleHHs KauecTBoM B OO0 "HHdoxom"

Ecnu He BHeIpATH cHcTeMy KadecTBa B OO0 "MHdokom". To npeanonaraercs,
KaK y>k€ TOBOPHJIOCH BBILIE, 2 CTPATETHH:

1) He BHeapsATh CHCTEMY yNpaBiIEHHS Ka4yeCTBOM, IIPH 3TOM YBEIHUYHUB YHCJIO
MApKOBOYHBIX MECT.

2) He BHeApsATh CHCTEMY YIpPABJISHHS KayecTBOM, NPH ITOM OCTaBHB YHCIIO
NapKOBOYHBIX MECT Ha IPeXHEM YPOBHE.

Cnenys JOrMKe, MOJNydYaeTcs, YTO KaKyl Obl cTpaTermo He BhIOpana
OpraHu3alus, MoXeT ObITh 1Ba 3ddekTa:

- Mu00 NMOMOKUTENBHEIN

- 60 OTPHLATEBHBIMH.
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HyneBoit 3¢pekT B JaHHOM clTydae HCKITIOUAETCA, MOCKONbKY Ha pealH3alHlio
CTpaTeruH TpaTATCs ACHEXHBIE CpeAcTBa (cM. puc. 3.2).

Bropoe pemeHne npobneMel, Kak 0TME4aJIOCh paHee, COCTOUT BO BHEAPEHUHU
opranuzanueit OO0 "UHpokoM" cHCTEMBI YIIpaBiIeH!S KAYeCTBOM YCIIYTH "IUIATHEIE
TIApKOBKH".

B TakoMm ciydae, yCIeNIHOCTb JaHHOTO PelIeHHs HANPAMYO 3aBUCHT OT TOTO,
KakoBa (MONOXKHTENbHA WIM OTpPHUATENbHA) AMHAaMHKa CIpoca Ha IapKOBOYHEIE
MeCTa.

He 3aBHCHMO OT TOro, OnarompusTeH HJH HeT nporHo3 cmpoca, 00O
"UnpokoM" Bce paBHO npejiaraercs AUOO YBEJIHYHMTh YHCIO NAPKOBOYHBIX MECT,
160 OCTaBUTH €ro Ha NpeXHEM YPOBHE.

Taxum 06pazom, B JaHHOM ciydae (opMHpyeTcs 4 cTpaTeruu:

1) VBenuuenne uncna IIAPKOBOYHBIX MecT NpH ONaronpUATHOM MPOTHO3E
cnpoca

2) VBenudeHHe YUCNAa MApPKOBOYHBIX MECT NPH HEOJArolpHATHOM IMPOTHO3€
cipoca

3) OcTaBUTh HEM3MEHHBIM 4HCJIO NApKOBOYHBIX MECT NpH 61aronpusTHOM
IIPOTHO3€ cIpoca

4) OCTaBUTh HEH3MEHHBIM YHKCIIO MAPKOBOYHBIX MECT NpH HeGnaronpHATHOM
IIPOTHO3€ CIpoca.

[lpn aToM, Tak e Kak B BeIOOpE pellleHHs OTKa3za BHEAPHTb CHCTEMY
ynpasineHus kadectBoM ycinyrd B OO0 "HWHdokom", 3¢bdekT oT NpemnokeHHEIX
CTpaTeruii Takxke MOXeT ObITb JIHGO [MOJIOKUTENbHBIM, THO0 OTPHUIATENbHBIM,

Yto6sI BEIOPATH HYXKHYIO CTPATEIHIO, HEO0XO0IMMO pacCHHTaTh 3 (eKTHBHOCTD
TIpeUIOIKEHHBIX MEPONPHUATHIF ¥ BhIOpaTh Hanbolee NpHEMIIEMBIA W BBIFOJHBIN I

00O "WudoxoM" BapHaHT.

3.2 Ouenka 3(¢eKTHBHOCTH NPEJIOKEHHBIX MEPONPHUATHI MO YNy4YILIEHHUIO
KadecTBa H KOHKypeHTocmocoGHocTH ycnyrn "IlnatHele mnapkoBku" B OOO

"UHpoxom "




Jdns  pacuera oLeHKH

3(pGEeKTUBHOCTH NPEATOXKEHHBIX MEPONpPUATHI

MapketonoramMd Ipy aHamuse AoxoloB OO0 "HudokoM" OBTH npou3BeleHBI

IKCTPaNOJAHOHHBIE PACUECTEI. B T&GJ’II’II.IG 3.1 NMpEeACTaBJICHBl TOX0AblI OpraHH3allnnu

IIpA YBCJHYCHHH HIH OCTaBJICHHH KOJHYECTBA MapKOBOYHBIX MECT Ha OOBIYHOM

YPOBHE NPH NOJOXKHUTENEHOH H OTPHIATENIEHOR AHHAMIUKE CIIpOCa Ha PBIHKE,

Tabnuua 3.1

I[OXOI[BI OpraHu3alHy IIpH YBEIHYCHHU WIIH OCTABJIICHHH KOJIHYECTBA

MapKOBOYHBIX MECT Ha 0OBIYHOM YPOBHEe IIPH MONOKUTENBHON U O’I‘pHI.IaTeHbHOf‘I

AHHaMHKe CIIpOoCa Ha PEIHKE

I[OXOJI IIpH H3IMCHCHHH CIIpoca

NPEIKHEM YPOBHE

HefcTBHe
[TonoxurensHoe OrtpuuatensHoe
OpraHA3anHH
H3MeHeHHe Crpoca H3MEHEHHE CTIIpoca

YBEIHYHTE
KOJIMYECTBO  NapKOBOYHBIX 23 000 000 - 19 590 000
MecT

OcCTaBHTh KOJIHYECTBO
NapKOBOYHBIX MECT Ha 18 520 000 - 16 790 000

J1st Toro 4To6hl OLEHUTh BEPOATHOCTH YAAYHOrO MM HEYAAYHOro BHEAPEHMS

CHCTEMBI YIpaBleHHs KayecTBoM B gearenbHocTh OO0 "HMudokoMm” mapkeTomorom

Oblno MIpOBEACHO MNPOrHO3IMPOBAHHE CKA4YKOB CIIpoCa Ha MapKOBOYHBIC MeCTa H

TIOTyUeHHbIe JaHHble CBEICHB! B Tabnuiry 3.2.

Ha OoCHOBaHHMH aHaTH3a COCTOSHMS PHIHKA HA JAAaHHBIH MOMEHT BPEMEHH Ol

CACIIaH BBIBOJ, YTO.

1. yiaayHasg TeHACHUHA [IpoJax MapKOBOYHBIX MECT IIPH YBCJIHYCHHH HX

yucna BeposTHa Ha 0,55;
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2.  HeyHauHasd TeHAEHLMS [POJAaX NAPKOBOYHBIX MECT NPH YBEMHYEHHH HX
4yMcla BepoATHA Ha 0,45.

Tabnuna 3.2

CBO,E[H&SI TaﬁJlPll.Ia BEPOATHOCTH YAAYHOT'O HITK HEYJAYHOI'0 BHCAPDCHHUA

CHCTCMBI YIIPABACHHA Ka4€CTBOM B ACATCABHOCTE MPEAIIPHUATHA

BCpOHTHOCTB ycnexa BHeIpPCHHA CHCTEMEL

[TporHo3 BHEAPEHHS | yIpaBIeHUA Ka4eCTBOM

BnaronpusTHEI HebnaronpuaTHelf
brnaronpusatHbIi 0,78 0,22
Heb6naronpusTHeii 0,31 0,69

Jlns Toro, utobel MOHATH, Kakyio M3 crpateruii BeiOpate OO0 "HHdokoMm",
HeoOXOANMO JaTh KOKAOH H3 HUX 0KUAAEMYIO OLEHKY B ACHEXHBIX CPEACTBAX!

1) Ecnu npeanonoxuts, uro OO0" UHdokoM" BIGEpET HE BHEAPATE CHCTEMY
YIIpaBjieHHs KaueCTBOM M NPH 3TOM YBEJIMMHTE YHCIO IAPKOBOYHBEIX MeCT. B sTOM
ciydae, OXHaaeMas IeHeKHas olleHKa JaHHOH CTpaTerny paBHa:

0,5 x 23 000 000 + 0,5 x (- 19 590 000) =1 705 000 py6ne#

2) Ecnu npeanonoxuts, yro 000" Urdokom" BEIOEpET He BHEAPATH CHCTEMY
YIIPABJICHHA KauyeCTBOM, OCTABHB IIPH 3TOM YHCIIO NAPKOBOYHEIX MECT Ha MpEeXHEM
yposHe. B 3ToM ciyudae, oxufaeMas JeHe)XHas OLEHKa JaHHOM! CTpaTerty paBHa:

0,5 x 18 520 000 + 0,5x (— 16 790 000) = 865 000 py6neit

3) Ecnu npeanonoxuts, yto OOO" Huadoxom" BEIOepeT BHEAPHTH CHCTEMY
YIIpaBJICHU KauecTBoM. Torzaa npy 61arompHATHOM POTrHO3e CMpoca H yBEIHUSHUH
YHCIa TAPKOBOYHBIX MECT OJKHIaeMas JCHE)KHas OLIEHKA JaHHOM CTPAaTerHH paBHa:

0,78 x 23 000 000 + 0,22 x (— 19 590 000) =13 630 200 py6aei

4) Ecnu npeanonoxuts, uro OO0" MudokoM" BeibepeT BHEAPAUTH CHCTEMY

yIpaBIcHUs KayecTBOM. Torna npH 61aronpuATHOM MPOTHO3€ CNPOca, eC/Id OCTaBUTh
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YHCIO NApKOBOYMHBIX MECT Ha MPEXHECM YPOBHE, OXHOacMad OCHEXKHad OLIEHKa

JaHHOMW CTpaTervy paBHa:

0,78 x 18 520 000 + 0,22 x (— 16 790 000) = 10 751 800 py6nei;

5) Ecnu mpegnonoxuts, yto OOO" MHbokoM" BeiGepeT BHEAPUTH CHCTEMY
ynpaBleHHs KadecTBOM. Torga npu HeOGnarompuaTHOM NpPOTHO3e Chpoca U
YBEJIMYCHHH YHCIA MapKOBOYHBIX MeCT OXHIaeMasd OeHEe)KHAs OLEeHKa JaHHOMU
CTpaTeruH paBHa:

0,31 x 23 000 000 + 0,69 x (— 19 590 000) = - 6 387 100 pybneii;

6) Ecnu npennonoxuts, 9T0 000" MHpoxoM" BEIOepeT BHEAPHTH CHCTEMY
yInpaBleHHA KauyecTBOM. Torza npd HeOiaronpusTHOM MpPOrHO3€ CIpoca, €CiH
OCT@BHTH YHCJIO MAapKOBOYHEIX MECT Ha HNpPEeXHEM YPOBHE, OXHAacMas JEHEKHas
OLIeHKa JaHHOH CTpaTerHy paBHA:

0,31 x 18 520 000 + 0,69 x (— 16 790 000) =—5 843 900 pybnei.

Takum obpazom, s pacdera >¢QeKTa OT OTKa3a BHEIPEHHUSA CHCTEMBI
ynpasnenus kadectBom QOO "UHdoxom" BeiGHpaeTcs Haubonbllee 3Ha4Y€HHE,
MONYYEHHOE OT YBEJIHYEHHs KOJIHYeCTBa MAapKOBOYHBIX MecT, paBHoe 1 705 000
pyone.

B ciyuae BHeApeHHS CHCTEMBI yrpasienus kadecteoM QOO "Mndoxom” npu
61aronpHATHOM IIPOTHO3€ CTIPOCca Ha MapKOBOYHBIE MECTa MAKCHMAaNbHAA OXHaaeMas
JeHeXHas oleHKa papHa 13 630 000 pybnei

B ciy4ae BHeApeHUA cUcTeMsl yrpaBrnenns kadyectsoM OO0 "Mudokom” mpu
He6IaroIpHATHOM MPOTHO3E CIIPOCa HA APKOBOYHBIE MECTa MAKCHMAJIBHEIE YOBITKY,
KOTOpHBIE TOHECET OpraHru3allis cocTaBsT pybnei 6 387 100 pyGuei.

CrenoBaTenpHo, LieNecoo0pa3Hee BCEro BHEJPHTH CHCTEMY YNPaBIIeHHS
KauecTBOM, IPH 3TOM He 3a0BIB NPOBECTH TILATEJBHOE KCCIEAOBAHHE CIpoca Ha
NapKOBOYHbIEe MecTa B HEHTpalIbHOH YacTy KpacHospcka.

Ec/IH MapKeTHHIOBOE HCCIIENOBaHHE YKaXeT Ha TO, 4TO TpPOrHo3 crpoca
HeO1aroONpHUATHEIH, TO BEIXOAOM CIXYXKHT OTKa3 OT BHEAPEHUS CHCTEMBI YIIpaBIeHHs

kayecteoM B OO0 "HHpoxom"
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O(GHEKTHBHOCTE OT APYTHX, MPENIOKEHHBIX PaHee MEpPONpPHATHH COHEPKUT
ClIeAyIOLIHE ACIIeKTHI:

1) INoBsimenue kBanUbUKALUN TEPCOHANA TO3BOJIKT:

- HAJI3INTh paboTy Becel opraHu3aliK B LIEIOM

- PUBJIEYb HOBBIX KJIIHEHTOB

- YIyYIIMTEL Ka49e€CTBO YCIYT, OKa3blBaeMBIX OpraHU3aIueii

- TMOBBICHT YPOBE€Hb KOHKYPEHTOCIIOCOOHOCTH YCIYT, OKa3bIBaeMBIX
OpraHu3aLueH

2) OcHailleHHe ITAaTHBIX [TAPKOBOK COBPEMEHHBIM 00OpPYAOBaHUEM ¢ BBICOKOM
CTENIEHbIO HAJIEXHOCTH H HU3KOH BEPOATHOCTHIO MOJIOMKH MO3BOJIKT:

- IPHBJIEYb HOBBIX KIIMEHTOB

- COKpPaTHTb YHCJIO "TIapKo3ailies”

- COKOHOMUTH JeHEXKHbIe CPEACTBA Ha peMOoHTe 060pyHOBaHUS.

3) MarepuanbHoe CTUMYJIHPOBaHUE COTPYAHHMKOB JacT BO3MOXKHOCTB:

- YBEIMYHMTh Ka4yeCTBO BGLINOIHEHUS COTPYAHHMKAaMH CBOMX AOKHOCTHBIX
obsa3aHHOCTEH,

- TNpOABNATE COTPYAHMKAM WHHIMATHBY, NpeaiaraTb HOBBIE HACH T10
COBEPLIEHCTBOBAHHIO KauecTBa YCIyT, npepoctaBiseMsx OO0 "Hadoxom"

- YBEJIMYHUTH [TOKA3aTeIH CBOeH paboThI

4) OO0s3aTenbHOE H3YUEHHE COBPEMEHHBIX CTaHAAapTOB KauecTBa YCIyr
MOJIOKHUTEIBHO OTPA3UTCA Ha ACATENLHOCTH OPTaHK3aLMH B LIE/IOM, TaK KaK:

- COTPYAHHKH OyZIyT KOMIIETEHTHBI BO BCEX BOINpPOCAX, KAaCAIOULIMXCH YCIIYT,
okassiBaeMbix OO0 "MHpokoM". YTO BBI3OBET AOBEpUe MOTpeOUTENEH H NIPHBIEYET
HOBBIX KITHEHTOB

~ YMEHBIIXTCA KOIMYECTBO KOH(IMKTHBIX CHTYaL## ¢ NOTpeOHTENAMHU

-  DOBBICHTCA  KauecTBO  YCIAyrH  "NnaTHele  NapkoBkH' H  ee

KOHKYPEHTOCIOCOOHOCTD
5) Ywucrora Ha mNapKOBKax TMPHBICYET HOBBIX KIHEHTOB H  YIy4IIMT

ACTETHYECKUH BUI LIEHTPAIBHON YaCTH TOpoJa.
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6) YCOBEepLIeHCTBOBAHME CUCTEMY KOHTpONd 3a HapyUIUTEIAMU IIpaBHII
napkoBku u ILJIJ[ o3sonur:

- IOBBICUTH PEeHTa0ENIBHOCTH NMPOEKTa, YBEAUYHB €F0 NMPHOLUIBHOCTD

- COXpaHATH TIOPANOK Ha IOporax

- npenoTBpamats HapyweHus [11J] u aBapuu

loBops 00 3(Q¢eKkTUBHOCTH MPEANTOKECHHEIX MEPOIPHATHA HENb3A HE
YIIOMSHYTB 00 UX CHHEpreTHYeCKOM ddeKTe.

Bce npemiokeHHBIE MEPONIPUATHSA MPHU BBEACHHH HX N0 OJIHOMY, HECOMHEHHO,
OKaXXYT TIONIOXKHTENbHOE BIHAHHE Ha (QyHKUHOHHpoBaHMe u passutHe 000
"UndokoM" , 4YTO B KOHEHHOM HTOTE MO3BOJIHT YIYYILIHTE IIOKA3aTeNIH ACATETbHOCTH
aToi opraHu3anyy. Ho mpu 3ToM, ciefyeT OTMETUTE, YTO HHTETPHPYS MpPe/UI0KESHHbIE
MeponpuaTus, 3pdexT o HUX GyaeT ropaszno G6o/blie, YEM OT KaXA0To, B3ATOTO 110
OTJCIBEHOCTH.

TakuM 06pa3soM, Henb3s He YHNOMSHYTb H 00 3MepIKEHTHOM 3(dekte OT
NpeJIOXEHHBIX MEPONPHUATHH, KOTOPHIM COCTOMT B TOM, YTO BCe MHOCIENCTBHA,
KOTOpEIE OHH 33 CODO# BIEKYyT B CyMME HE PaBHBI IOCIENCTBHAM, KOTOPEIE BI€UET
KaXJI0€ H3 MEPONPUATHH,

MHBIMH cJI0BaMH 4eM Gonbine MepornpusTHit peanmuzyer OO0 "Hudokom”, TeM
GoJbllle OHO YBENTHYHT KA4eCTBO H KOHKYPEHTOCHOCOOHOCTH YCIyrd "IUIATHBIE
NapKoBKH", a 3Ha4yuT, TeM Oonbile moTpeburenei Oyner MOJNb30BaTBCA €10, JTO
TIO3BOJINT YBENWYHTh NPUOGBUIP OPraHM3allMH, UYTO TMOJOXHTENBHO CKAXETCA Ha ce

(GYHKLIHOHHPOBAaHHH H JAJIbHEHILEM Pa3BUTHH.



SAKJTIOYEHHE

Kareropus kauecTBa SABIsSETCS ONHHM H3 BaXKHEHIINX 3KOHOMHYECKHX
noHaTHit. MeHHO kavecTBo B OGonblueit creneHH o0yclaBIHBaeT KOJIUYECTBO
pealu3yeMbIX YCAYI, a 3HAYUT, U  CIYXXHT 3aJJOTOM YCIEIUHOI® pas3sBUTHA H
GYHKIIMOHHPOBAHHA OpTaHHU3alMH.

[Tox KOHKYpPEHTOCHOCOOHOCTBIO YCIYTH MOIpPa3yMeBAalOT COBOKYITHOCTE
NpUCYIINX €H XapaKTepHCTHK M Ka4deCTB, KOTOphle BHITOJHO OTJIHYANOT €€ OT
AHANOTMYHEIX YCIyr- KOHKYPEHTOB Ha ACHCTBYIOIIEM PBIHKE.

Ka4ecTBO ¥ KOHKYPEHTOCIIOCOOHOCTH YCIYTH €CTh /IBa B3aHMOCBA3aHHBIX H
B3aMO3aBUCHMEBIX TIOHATHS, KOTOpele B Oosbpliel cremeHM M ofecreydBaioT
ycremHoe (YHKUMOHHPOBAaHME W pa3BHTHe oOpraHusauuu. IlpuueM mnoHsATHE
KOHKYPEHTOCIIOCOOHOCTH Topasfo ILIMpe IO CBOEMYy OXBaTy M TOJApa3yMeBaeT
HaJlHYHe Y YCIYrH KauecTBEHHBIX XapakTepucTHK. OnHako, NpPH MOCTOAHHO
M3MEHAIONIMXCS YCIOBUAX BHEIIHEH U BHYTPEHHEH cpenbl HEOOXOAMMO yYHMTHIBATh
aKTOphl, KOTOpPbi€ OKA3LIBAIOT BIMSHHE Ha KaueCTBO M KOHKYPEHTOCIOCOOHOCTH
YCIyT.

CymecTByeT MHOXeCTBO ()aKTOPOB, OKa3BIBAIOLIMX BIMSAHHE Ha KadyecTBO W
KOHKYPEHTOCIIOCOOHOCTh yciayr. (PakTOpel 3TH MOAPA3AENAIOTCA Ha BHEIIHHE H
BHYTpEHHHE, HaXOAATCA B TECHOH B3aHMOCBS3M M B OJUHAKOBOH CTEHNEHH CHIIBHO
BO3IEMCTBYIOT Ha 3TH ABa OHATHA.

IMogpITOXKKHB, MOXHO CKasaTb O TOM, YTO MOHATHSA Ka4decTBa H
KOHKYPEHTOCHIOCOOHOCTH YCIYTM [O CBOeH CYUIHOCTH HMEIOT 1Oj coGofl onHy
OCHOBY - notpeGHocTy notpeGuTeneit. IToatomy 1/ yAOBNETBOPEHUS MOCIEAHUX U
IS YCHEUIHOro pasBHTHA M (QyHKIHMOHHPOBAHHSA OpraHU3alluK, HEOGX0AMMO 3HATH
MeTOBI OLICHKH KayecTBa H KOHKYPEHTOCTIOCOOHOCTH yCIIyT.

O6BexToM HccnenoBanns npobaemsl Beictymio O6inectso ¢ OrpanudeHHOH
oTBeTcTBeHHOCTHIO "HHQoKOM", cokpaiiesHoe ¢upmenHoe Hassanne OOO
"Unpokom”. Opranusauys HaxoAuTCs MO ampecy: 660049, r. KpacHoapck, yiL.
Jleuuna, . 74, c1p. 2. Jlata peructpauun OO0 "Hupokom” 09.10.2010.
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OcHOBHEIMH BHUAAMH JeSTeNbHOCTH 0011ecTsa ABNAIOTCA:

- OKa3zaHHe YCIYT 3JIEKTpPHYECKOH CBA3M B COOTBETCTBHH C IMOMYYEHHBIMH B
YCTaHOBIIEHHOM IOPAAKE JTUIIEH3UAMH

- pa3paboTka TporpaMMHOro oO0ecnedeHHs H KOHCYJNBTHPOBaHHME B 3TOM
obnacTu.

IIponsBeeHHbI aHanM3 KadecTBa H KOHKYPEHTOCHOCOOHOCTH YCIyTH
"nnaTHas napkoska”, peanuzyemoit OO0 "MHdokoM" nokasan 4ro yciayra "nnaTHas
NapKoBKa" ABIAETCA YCIYToi BEICOKOIO KadecTBa H KOHKypeHTocnocoOHoH. OfHako,
B XOJ€ HCCIEAOBaHHA ObUI BBIABIIEH pAJl HEJOCTAaTKOB, B CIydae HEYCTPaHEHHS
KOTOPBIX BRIMIEYKA3aHHAS OPraHH3alis [IoHeceT YOBITKM H YTPaTHT CBOH IO3HLMHU
Ha pBIHKE.

B Xome aHaiH3a Ka4yeCcTBA M KOHKYPEHTOCHOCOGHOCTH YCIyrH "InarHas
napkoska” B ueHTpanbHOM uactH KpacHospcka ObIIO BBIABIEHO MHOXECTBO
3aMevYaHHH KaK co CTOPOHBI MepcoHana, pabortatomero B OO0 "HrdokoM”, Tak u co
CTOpOHEI oTpeduTeneif yeayru (aBromoOuTenel) ¥ aAMHHHCTPALMH TOpPOAa.

Jns ycTpaHeHHs BBIABIEHHBIX HEOCTATKOB ObIIM NPEIoKEHBI MEPONIPHATHS,
KOTOpBIE, €CJM NPOBECTH IO OJHOMY, HECOMHEHHO, OKa)XyT MOM0XHTENbHOE
BIHsHME Ha QyHKUHOHUpoBaHue U pa3sHTHe OO0 "HHdokoM" , YTO B KOHEHHOM
YITOTe MO3BOJHT YIy4IIHTh TOKa3aTeN LEATENBHOCTH 3To# opranu3anuu. Ho npu
3TOM, CII¢/lyeT OTMETHTD, YTO MHTETPUPYS NPEAIOKEHHBIE MEPOTIPUITHS, IPPEeKT 0T
uux Oyzaer ropa3szo Oomblue, 4eM OT KaX0r0, B3ATOrO N0 OTAENBHOCTH.

MubiMu clToBaMH deM Gonpie Meponpuatuil peanusyer OO0 "Hudoxom”,
TeM GONBIIE OHO YBEJHYHT Ka4eCTBO M KOHKYPEHTOCIIOCOGHOCTH yCHyrd "IuiaTHas
napkoBKa", a 3HAYHT, TeM Gonblie notpeduteneif OyaeT MonB30BaThCA EIO. Jt0
MO3BOJIMT YBEAWYHTH NMPUOBUIE OPraHM3alldH, YTO MONOXHTEIBHO CKAXETCA HA €

GYHXIHNOHHPOBAaHUH U JANbHEHIIEM Pa3BUTHH.
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HepequL BOIIPOCOB, 3a/1aBACMBIX KIIMCHTaM IIpH ONpelie/IeHHH Ka4yecTBa

yciyry "nnatHas napkoska" 8 OO0 "Hudokom”

Makcuma
Ne" JBHOE
Bomnpoc
n/n KOJIHYECT
BO 6annos
1. | CoBpeMeHHO 11 06opynoBaHue? 5
2. | IlpuBnexaTenbHsl 1M BU3YANbHO (PH3HYECKHE OOBEKTEI? 5
3. | IlpuBeTIIHB JIH TNEpPCOHA, OCYIIECTBIAIOUINI 00CTyKHBaHHE 5
apKOBKH?
4. | [lpuBnexaTenbHsl I BU3YaAbHO HHOOPMALHOHHEIE MATEPHANIE] 5
(6pouropsl, Beb-caliTl 1 Jp.)?
5. | ConepskHTCS 1M B YHCTOTE U OPAJKe NIapKOBKa? 5
6. | YnoOHo 11 pacmonokeHa napkoBka? 5
7. | HocTaTouHas nuiomans A MapKOBKH aBToMOoOuei? 5
8. | Kak nerko HaiiTu mapkoBO4YHOE MeCTO? 5
9. | HocTynHas ¥ AcHa TH HHGOPMALIKA O MApKOBKe? 5
10, IToHATHA 1 cHCTEMa OILTaTHl MAPKOBKH? 5
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AHTUNNATUAT

TBOPHTE COBCTBEHHDIM YMDM

YBAXAEMbBIIA NOMb3OBATEND!

O6paluaem BaLE BHUMAHMNE, YTO CUCTEMA «AHTUMFNATY OTBEYAET HA BOMPOC, ABARETCA /N TOT MAY MHOW GPArMEHT TEKCTE 32MMCTROBAHHBIM MY HeT.
OrBeT Ha BONPOC, ABNRETCA N 3AMMCTBOBAHHLH GPATMEHT VMEHHO NNArKaToM, a He 3aKOHHOWM UWTATOM, CUCTEMA OCTABNRET HA Ballle YEMOTpeHUe,
flaHHbIA OTHET HE NOAAEXNT KCNONB3OBAHMIO B KOMMEPHECKUX LIENAX,

OT4eT 0 NpoBepKe Ha 3auMCTBOBaHUA Nel

AsTop: NorvHosa AnéHa glena loginova@inhoxsy / 1D: 1455272
Npoeepatouynii: loruHosa Anéna (alena loginova@inbox.ru / 1D: 1455272}

OTueT NPEACITABNEH CEPBUCOM «AHTUMAATMAT»- h

NHGOPMALUA O AOKYMEHTE

he gokymeHTa: 12

Hauano sarpyakwn: 09.02.2018 08:35:28
AnuTeneHocTs 3arpyskd: 00:00:02

Wma ncxoaHoro gaina: BKP NorvHosa AB.

224-ym

Pazmep Tekcra: 1073 kb

Cumsonos B Tekcre; 79444

Cnos B TexcTe; 9019

Hueno npeanoxennii: 584

Aons

B OT4eTE
01  2.74%
[02] 0%
{03) 1,56%

Acna
B Texcre

2,74%
1,56%

1.56%

Wcrounnk

. iplagi

UHSOPMALINA OB OTHETE

MNocneaHnia rotoassi oTueT (pea.)
Hauano nposepkw: (9.02.2018 08:35:32
AnuTensHocTe npoeepru: 00:00:02
KoMMeHTapuw: He yKasaHo

Mogynn noucka:

3ANMCTYBOBAHVA LNTAPOBAHWA
11,26% & 0%
Cewinka

CopeplieHcTBOBaHue cucTed...  http/bibliofond.ru
QCOBEHHOCTH XOHKYPEHLMIA ... http/Aworks.doklad.ru

OcoBeHHoCTH KoHKYPeHUMK ... http/idipland.rg

OPATUHANBHOCLTS

88,76%

Ax yaneM Ha

07 Hen 2017

paHbwe 2071

22 Ane 2016

Moaynt nowcka
Mogyne honcka
WUHTepreT
Moaynb novcka
WHrepHer
Moayns nowcka
WHTepreT

Bnokos
B OT4ETE
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Enokos
B TEK(TE
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