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Heab. AHaNM3 CynecTBYIONMX METOA0B OLIEHKH JIOSUIbHOCTH ITOTPEOHTENEH B IEISIX CUCTEMaTH3alMy U allTOPUTMH-
3allUH TIPOLIECCOB YCTAHOBJICHHS CBSI3U «IIOCTABIIHMK — MOTPeOUTENbY. JlaHHOe ncciejoBaHne HEOOX0ANMO B CHITY BBISIB-
JICHHBIX B XOJI¢ UCCIIEJOBAHHUN CBSI3U MEXKAY JIOAIBHOCTHIO TOTPEOUTES, YAOBIETBOPEHUEM €0 MOTPEOHOCTEH U MpH-
OBUTBIO KOMITAHUH.

MeTtoapbl. VMcrnonb3yroTcs METObl KIIaCCU(HUKAIINHT, TUIIOIOTU3allMH, CPAaBHUTEILHOTO aHaAIN3a, CONIOCTABICHUS,
MOJIEIIMPOBAHUS U CUCTEMATH3ALIUH.

Hayunast HoBU3HA U pe3yJbTarbl. Ha ocHOBe pa3pabOTaHHBIX paHEe METOJOB OLIEHKH JIOSIIBHOCTH TIOTPEONTENS
aBTOPaMH PEIIOKEH AJITOPUTM (OPMUPOBAHNUS U Pa3BUTHS MOTPEOUTEIHCKON JIOSITBHOCTH, KOTOPBIH HOCUT YHHUBEp-
CaJIbHBII XapaKTep 1 MOXKET ObITh aIalITUPOBAH C YYETOM CIeH(DHUKN OpraHU3aI|HK K JTF000H KOMITaHHH, [IOCTABIISFOLICH
TOBapbI, paOOTHI HITH yCITyTH.

Kniouesvie cnosa: morpeOUTENbCKAsI JTOSUTBHOCTD, OLICHKA, aJITOPUTM, MAPKETHHT.
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Purpose. To analyze the current methods of customer loyalty assessment with the aim of systematization and algo-
rithmization of the “supplier — customer” connection establishment process. The research is important due to the identi-
fied in the course of the research interconnection of customer loyalty, their needs satisfaction and company profit.

Methods. The methods of classification, typology, comparative analysis, matching, modeling and systematization
are used in the research.
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Scientific novelty and results. Based on the previously developed methods of customer loyalty assessment the
authors introduce an algorithm for designing and development of customer loyalty, which is of universal character and
can be adapted considering the specifics of the organization to any company supplying goods, works or services.

Key words: customer loyalty, assessment, algorithm, marketing.

Hasune nosiibHOCTH SIBIISIETCSI OCHOBOM ISt CTaOMIIb-
HOTO 00beMa IPOAIAX, YTO B CBOIO OYEPE/Ib SIBISIETCS CTpa-
TErHYECKUM I10Ka3aTejIeM yCIEIIHOCTH KOMMaHuu. J{is
TOTO0, YTOOBI KOMITAHUH JOOUTHCS BBICKOKHX ITOKa3aTeeit:
HSKOHOMHYECKHX, MaPKETHHIOBBIX, KOMMYHHKAI[HOHHBIX,
HE0OXOAMMO BBICTPaMBaTh MOJIUTHKY MO IPUBJICUEHUIO
1 yAEPKaHHIO KJIIMEHTOB, OLICHUBAsi MOTHBBI, HAMEPEHHS
Y OTHOIIICHUS 1IEIEBON ayTUTOPUU K TIOTPeOIsIeMOMy Mpo-
IYKTY WJIH yCIIyTe, TO €CTh OCYIIECTBIATH (hopMupoBaHme
1 pa3BUTHE MOTPEOUTENBCKON JIOSUTBHOCTH [1, p. 298-299].

[To naHHBIM POBENICHHBIX UCCIIEAOBAHUNA MOXKHO CJie-
JaTh BBIBOJ, YTO MMeEs JOSUIBHBIX KIMEHTOB, KOMIAHHU
CHIDKAIOT CBOM M3/IEPKKU M YBEJIIMUUBAIOT CBOIO MIPHUOBLIH:
COKpalleHHe Ha 5% KormyecTBa JOsUIbHBIX KIIMEHTOB MpPH-
BOJIUT K CHIDKEHHUIO TIpHOBbLTIH (prpMbl Ha 50 MPOLIEHTOB HIIH
Gornee, a OBBIICHNE YHCIIA JIOSUTBHBIX KIMEHTOB B O0IIEH
Macce norpeoureneii Ha 5 % — K HOBBIIICHHIO TPUOBLTH OT
25 no 75% [2]. CnenoBarenbHO, COOTHOIIEHUE MEXTY YBeE-
JIMYCHNUEM YHUCIIa TIOCTOSHHBIX KIMEHTOB U 00BEMOM IIPO-
JlaXK, BBIPQ)KEHHOM B JICHE)KHOM SKBUBAJICHTE, MOXKET OBITH
WCIOJIB30BAaHO B KAaueCTBE MHAMKATOPA 3(PPEKTHBHOCTH
JIeSITeNIbHOCTH OPraHM3alliy U €€ peHTa0eIbHOCTH.

H. Eakypy u H. Mat ormeuarot, 4To co3aHue npod-
HOW CBSI3M C KJIIMEHTaMHM B IEINSX MOBBIIICHUS JIOSIIBHO-
CTH KIIMEHTOB SIBJISICTCSI OCHOBHBIM IPUOPUTETOM JUJIS
O6onpmHCTBA (hupM [3]. @. Paiikxenbn u T. Tun npunep-
JKMBAIOTCS 3TOW TOUKU 3pEHUS, aKIICHTUPYsSI BHUMAHUE Ha
TOM, 4TO BBICOKOE KaueCTBO TOBapa U 00cy>KuBaHust hop-
MUPYET JIOSUILHOCTh K TOBapy KOMIIAHHUHU 4epe3 COLUallb-
HBIC CBSI3M U 33 CYET TEKTOHMYECKOTO dPPeKTa MPHUBOAUT
K TTOBBIIICHUIO KOJMYECTBA KIMEHTOB, 0OpaIlaloINXCs
K KOMIIaHHH 3a TOBAPOM HJIU yCﬂyFOﬁ, 4YTO, B KOHCUHOM
WTOTe, COCOOCTBYET yBenudeHuto npuositn [4]. Kpome
TOTO, MHOTHE HCCIIEIOBATENIN BBISIBIIIN POJIb JIOSUTBHOCTH
KJIMEHTOB B KaUECTBE OCHOBHOTO MMITYJIbCA OpTaHU3alH-
onHoro ycrexa P. Jlam u C. bepron [5].

JIosiTPHOCTD — 3TO yAOBIETBOPEHHOCTh KINEHTOB
TOBAapOM, OKa3aHHMEM YCIYT, IlepepacTaroiiee B IpuBep-
JKEHHOCTh K JIaHHOH Mapke, 0€3yCJIOBHOE pasJielieHHe
LIEHHOCTEH 1 TOTOBHOCTH OKa3aThb MOJJEPKKY K OOBEKTY
JOSUTBHOCTH. JIOSITBHOCTD — KQ4eCTBO COLMAIIbHOE, BO3HU-
Kaloliee NMpH COLMAJIbHBIX B3aMMOJCHCTBUSX (IIPHU HAJIH-
YuM U CyObeKTa, U 00beKTa OOIEHHS), BKIIOUAIOIICEe
B ce0s TpHU KITFOYEBHIX (haKkTOpa:

 JIOBEpHE;

e TMPUBCPKEHHOCTH LICHHOCTAM;

* JIONTOBpEMEHHBIC OTHOIICHHUS [6, c. 73].

Bocnpunnmaemas IeHHOCTh TOBapa, pabOTHI WM
ycinyru o0OecrieunBaeT B3aWMOCBSI3b KIMEHTa ¢ KOMIa-
Huei. P. Pact, B. Laittamin u K. JIeMOH akUeHTUPYIOT BHU-
MaHHe Ha TOM, YTO IICHHOCTb JJIsl TOTPEOUTENs onpese-
JISIeTCs TpeMsl MapaMeTpaMM: KauecTBO, LieHa U yI00CTBO.
[TockosnbKy IEHHOCTH TOBapa WIIM yCIYT'H BOCHPHUHUMA-
eTCsl KaXKJIbIM ITOTPEOHUTENIEM HHANBUIyalbHO, BOSHUKAET
HEOOXOAMMOCTh OIPECIUTh YPOBEHb OCBEIOMICHHOCTH,
OXXHIAHUH M BOCIPHUATHS CBOMX KIMEHTOB 10 OTHOIICHHIO
K TOBapy WJIM YCITYTH JUIS IPUHATHS JaJIbHEHIINX YIIpaB-
JIeHUecKux pemenui [1, p. 299].

MBI MOXEM MPEATIOKUTH CISTYIOINN anropuT™ (Hop-
MHUPOBAHMSI ¥ PAa3BUTHUS MTOTPEOUTEIHCKOHN JIOSIIBHOCTH
B KOMMEPUECKOI OpraHu3altu.

[TepBblit 5Tan GopMUPOBAHUS U PA3BUTHS JIOSIBHO-
CTH MpEeIoaraeT AMarHOCTHKY (aKTHYECKOTO U BOC-
MIPUHUMAEMOT0 KadecTBa oOciyxuBaHuu. [Ipu 3TOM MBI
IpeasaraéM BOCIMOIb30BaThCA Mozenbo Gap (0T aHIII.
gap — pa3peIB), pa3paboranHag B 1985 rogy amepukan-
ckumu yuéHeimMu A. Ilapamypamanom, B. [aiitamnom
u JI. Beppu. Cneactue mpUMeHEHHUs 3TOT0 METO/a SIBJIS-
ercsi GOpMYITMPOBKA ¥ KOHKPETH3ALMs MPOOIEMbl CHH-
KEHUS JTOSUTBHOCTH MTOTpEeOHTENeH, a TaKXKEe AUArHOCTHKA
npuyuH (pa3pbiBoB) [7].

BTopoil sTan mpenmaraemMoro aiaropurma Mpearo-
JlaraeT U3MEpEeHHE U OLIEHKY TEKYyIEro yPOBHS JIOSAIb-
HOCTH (puc. 2). DTOT 3Tan 0e3 MpeyBEINICHUS MOKHO
Ha3BaTh CaMbIM 3HAUMMBIM B XOJI€ YIIPABJICHUS JIOSIIEHO-
CTBIO MoTpedureneii, bonee Toro, OT BEIOOpa MapaMeTpoB
OLICHKH ¥ U3MEPEHUS 3aBUCHT JaJbHEHIINI (POKyC BHUMA-
HUSI I YTIPABJICHUIO JIOSUTBHOCTBIO TIOTpeOUTENEH.

Hecmotpst Ha 0co0y10 3HAYMMOCTh 3TOM UTEpaLHy, a,
BO3MOXHO, OT YaCTH U Oiarozapsi 3ToMy, Ha CerOAHAIIHIN
MOMEHT B CPEZI€ YUEHBIX OTCYTCTBYET EIMHCTBO B OTHOIIIE-
HUHM NIPEIaraéMoro HHCTPYMEHTAPHUs, UTO CBSI3aHO C 0CO-
OEHHOCTSMH MOCTAHOBKH MPOOJIEMBI JIOSUTBHOCTH JIJIsl KOH-
KPETHOW CHUTYaIllH, a TAKKe (PaKTOpaMu U IapaMeTpamH,
TIOJIOKCHHBIMH B OCHOBY TIPE/UIaraeMbIX aBTOPCKUX MOJIE-
neii. PenieHunto 3a1auu OLEHKH JIOSUILHOCTH MOTpeduTeNen
MOCBSIICHBI PabOTH TAKUX y4YeHBIX, Kak JIk. Sxobu [9],
A. IMapamypaman, JI. beppu, B. Haitamin [7], d. Aakep
[10], @. Paiixenbp [2], P. Mepron, P. Kenpgamnn, JI.II. I'ecr,
J. Kynaunxawm, E. ITeccemup, T. Ixoncon, A. Iapm,
C. Xoyke, M. Iukcon, K. Xammonn, M. lanenbepr,
b. lapn, Ix. Xodmeep, b. Paiic, XK. XK. JlamGen [11]
u 1p. Beneactue Toro, 4To MOHATHE JIOSUIBHOCTH SIBJIS-
©TCsl MHOTOMEPHBIM M KOMIUIEKCHBIM, B HCCIIEOBAaHHIX
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( [TpoGiemMa CHIXEHUSI TOTPEOUTENTLCKOM JTOSITBHOCTH )
( Br160p nonmrona ncciexoBaHus )
> H3mepenne T0sIIbHOCTH e
( IloBeneHueckas w ( OMOLUMOHAIbHAS w
Kommuectsennast onenka — KagecTBeHHas oneHka —
Meton SERVQUAL Merton ®okyc-Tpymmst
( Br16op cTpareruu mporpaMmel JTOSITEHOCTH )
y
( DopmupoBaHKE MPOrPaMMBbI JOSIIBHOCTH )
( CucrteMa HHCTpYMEHTapust )
dopmupoBaHue CxeMa MoompeHust Kommynukarmm JloxymeHTamus
6a3bl JAHHBIX KJIMEHTOB C KIIMEHTaMU MIPeANPHUATHS
( 3amycK mporpaMMsl JIOSIIBHOCTH )
Y
( Aynmut nporpaMmbl )
( Merog SERVQUAL ) ( Mertog ®okyc-rpynmsl )
Hem Hem
coomeemcmeyen
( [Iponomxenue nporpaMmmbl )

Puc. 1. Anroputm GopMHPOBaHUS U PA3BUTHS JOSJIHOCTH KJIHEHTOB
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BripaskeHHOCTH OTHOIICHHUS (TTOBEICHUS )
M0 OTHOIIICHHIO K TOBAPY

Puc. 2. YpoBHU JIOSUILHOCTH KJIHEHTOB MO OTHOLIEHHUIO
K NPOAYKIMH KOMIAHUM M KOMIAHUM B 1ejoM [8, p. 8]

MoxHO cpaelaThb

Tabnuya 1. OueHka JIOSUILHOCTH MOTPeduTe el ¢ TOUKHU 3peHus oKyca JOSIILHOCTH

3aKJIIO9arTCA B TOM,

MpeaACTaBJICHO MHOXCCTBO CJIOXKHBIX, 3a4aCTylO0 NPOTHU-
BOPE€YUBBIX, ITOAXOA0B WJIHN K€, HAIIPOTUB, IPUMEHAIOTCS
YHOPOLICHHBIC METOAbI UCCIICAOBAHNA, OCHOBAHHBIC NCKIIIO-
YUTCJIbHO HAa OAHOM MapaMeTpe, HAIIPUMCP Ha aHAJIU3C

YuuteiBas crienuPuKy OIEHKH JIOSUTBHOCTH IOTpe-
OuTelnel, mpeaaraeMple JaHHBIMUA aBTOPAMH METOIHKHU
MOYKHO KJTaCCH(UIMPOBATH 110 PA3IMYHBIM HPU3HAKAM.

1. C toukm 3peHus Gpokyca JosupHOCTH (Tabmd. 1).

2. C TOYKM 3peHHUS AUCHHUILIMHAPHOW o00iacTu,
HCCIICIOBABIIICH JIOSUTBHOCTH (Ta0lI. 2).

3. C TOuYKHM 3peHUs WHIUBHAyaJU3aIuy Mpolecca
(hopmupoBaHUs TOITBHOCTH (Ta0IMI. 3).

Bbicokune
T IToreHuMaILHO AKTHBHOE
3 JIOSLIbHOE JIOSUIbHOE
5 noBeeHHe IOBeeHHEe MOBEICHYECKUX ACIIEKTOB.
Q
=
L
<
(a2}
=
8 IaccuBHOe
o HenosabHoe
JI0SLIbHOE
noBeeHHe
noBeaeHNe
Huskue

BBIBOJI, UTO PAa3IUYUsI METOAMK
KaKoil MMEHHO (hakTop sBiIAETCS

DoKyC OLEHKH

IIpuMepbI MeTOAUK

IlpenmyuiecTBa

Henocrarkn

 pEJIEBAHTHBIN KPUTEPHUIl — TOKYIIKHY;

* HE pPacCMaTpUBAIOTCS MPUYMHBI

» moaxon J1. JI. Aakepa.

« RFM ananus; * OTHOCHTEIIbHAS IPOCTOTA cOOpa MHGPOP- | U MOTHBBI OKYIIATEIILCKOTO TTOBE-
* METOJ] Pa3/IeNICHUS Malliy; JICHUS;
IMoBenenueckas | mOTpeOHOCTEH; * OLIEHKA MPOIILIOTO OMbITA; * OTCYTCTBYET pa3TpaHUYCHHE
JIOSUIBHOCTD » AC Nielsen’s I-Scan * BOBMOXKHOCTH AJISI CETMEHTALMU IOTPe- | MEXAY JIOSUIBHOCTbIO U MHBIMH
Loyalty & Repeat bureneii; (hopMaMu MOBTOPHBIX IIOKYIIOK;
product. * OCHOBA JJISI AaHAIH3A KI[EHHOCT» KIIMEHTA | » He ABIICTCS HAaIeKHBIM Mpe/cKa-
JUTS. KOMIIaHHN. 3aTeneM OymyIIero IMoBeACHUS.
* CIIOKHO M3MEPUTH U UHTEPIIPETHU-
* OLEHKA MPUYHH MOBE/CHHS, BHYTPEHHUX |
* JIOJISI IPEATIOYTEHUS MOTHBOB; p ’
* OTCYTCTBHE YETKUX KOITUYECTBEH-
1 JI0JIsl OTBEPIKCHUS; » OCHOBA JUISl IPOTHO3a OyIIyILEro HoBezie-
JloStIBHOCTD, HBIX JIAHHBIX;
« Brand Keys Customer | Hus norpedutens;
CBSI3aHHAS * U3MEpEHHE TOJIBKO B OIIpeeiIeH-
Loyalty Engagement |+ BO3MOXXHOCTh HCIIOJIb30BaHUS TaHHBIX .
C OTHOIIICHHEM . HBI MOMEHT BPEMEHU;
Index; JUTSL MHBIX IIeTe MapKeTHHTa, HallpaBIIeH-

HBIX Ha COBEPIICHCTBOBAHUE MPOIYKTa/
YCIIyTH, B3aUMOACUCTBHS U T.11.

* OTCYTCTBHE LI€JIOCTHOIO BUJICHUS;
* OTCYTCTBUE IIPSIMOH B3aUMOCBSI3U
¢ OyayLIMMU [IOKYTIKAMH.

o MeToauka @. D. Paii-
XEJbJa;
* TPAJAULIMOHHBIN O~

« YIPOIEHHE MPOLEcCa HCCICTOBAHUS
Y MHTEPIIPETALHUS MOTYyYCHHBIX JaHHBIX;
* HOCUT BIIOJIHE OOBEKTHUBHBIN 110 OTHOLIE-

* BbICOKass CTCICHb HaMCpCHUA
MOXET OBITh CBSI3aHA HE C JIOSJIb-
HOCTBIO, @ C OTCYTCTBUECM IIPUCM-

* OIICHKA OOIETO YPOBHS
JIOSUTBHOCTH;
» moziesib SERVQUAL.

Hawmepenus XOTI; HUIO K PealbHOM PHIHOYHOMN Cpesie Xapak-
JIEMBIX QJITEPHATHB;
« mozenis RAPID; Tep (y4eT KOHKYPEHTHBIX aJbTEPHATUB); .
* OITACHOCTb UCKAXKEHUS PEATIbHOI
» Mozienb Dokyc- * CBSA3b C BO3MOXHBIM HOTPEOUTENHCKUM
KapTHHbI, [IOBEPXHOCTHAS OLCHKA.
TPYIIIIBL. HOBEJICHUEM.
« QoJiee 1eJIOCTHAS KapTUHA, BIICYATICHUS
» Mozensb Ipsos Loyalty 0 B3aIMOOTHOIIEHHSAX U NOKYIaTeIbCKOM
C3; IOBEIEHUN;
* CIIOKHOCTh HMHTEpIpETalnu
« MeTox KoHBEpCHOHHAS |« IO3BONISIET paccCMaTpUBaTh JOSIBHOCTD B —
MOJIEJIb; KaK KOHTHHYYM, ’
KommexcHble * CIIOXKHOCTb cOOpa JaHHBIX;
« Secure Customer * [103BOJISIET MACHTU(YUIUPOBATH CBA3b
METOZbI OLEHKH * He00XOJUMOCTb BCECTOPOHHETO
Index; MEXIY KIIOYEBBIMH COCTABISIONIUMHU

JIOSTBHOCTH U (pakTopamu (opMUpOBa-
HUS JIOAJIbHOCTH,

* BOBMO)KHOCTH CEIMEHTAIIMU MOTpeOuTe-
JIeH.

ydera ceu(pHUKA OTPACIH U KOM-
MaHMH.
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Tabnuya 2. OueHKa JOSUIbHOCTH MOTPeduTelIeil ¢ TOYKH 3peHHs] TUCUUIIHHAPHON 00,1aCTH, HCCJIe10BaBLIeH JOSIILHOCTD
Ilonxon IIpumepsl metoguk | [IpenmymecTBa Henocrarkn
o METOJI Pa3elICHHs
N * CJIO)KHOCTb B BBIJICJICHHUE U3 OOILETO KOJIU-
noTpedHOCTeiH;
YecTBa MOKYINOK MMEHHO T€, KOTOphIE
* METOJI OIpeiene- N
. . | mpocrora cObopa HHGOPMAIHH; OBLITU COBEPIICHBI UCXOS U3 UCTUHHOU
Maremarudeckuit HUSI OTHOCHTEJIbHON . .
HOSIBHOCTI: o KPUTEPHIii OLICHKH — MOKYIIKH. JIOSUTBHOCTH K TOBapy WJIH OpeHy;
i * BBICOKas IOI'PEIIHOCTL B OIPEAEIIEHUH
* METOJI OLIEHKH OTHO-
o JIOSUTBHOCTH.
LICHU.
* CJIOXKHOCTh TIOCTPOCHUSI MOJIEIIN, B CBS3H
* BO3MOXXHOCTh MPOTHO3UPOBATH
N C MHAMBUAYAILHOCTBIO KaXI0TO KIIMEHTA;
* OLICHKA JIOSTIBHOCTH JANIbHEHITY10 padoTy; N
. « MOZIETTb HOCUT O0OOINAIOIINIT XapaKTep -
DKOHOMHUYECKUI K. K. JlamGeHa; * BOBMOXXHOCTh HAIVISIZIHO HAOJF0-
HE MOXET OTBEYaTh Ha BOMPOC 00 YpPOBHE
» moaxon JI. /1. Aakepa.| marb, Kak JOSUTBHOCTH U3MEHSITCS
JIOSUTHOCTH Ka)KJJOTO KOHKPETHOT'O MOTpe-
C TCYCHUEM BPEMCHHU.
ourerns.
* BO3MO)KHOCTh M3BJICUCHHSI BaXK- |+ BOBMOXKHOCTh HE y4eTa Ba)KHOW MH(DOP-
HOH WHpOpPMAIMU HENOCpe-| Maluy,
CTBEHHO OT KJIMEHTOB; * IOTEHIMAJIBHBIA PUCK HE y4eTa OCHOBHOM
MeTon * BBICOKAsI CTETICHB OICHKH 3(P(eK- | TPYIIIBI LEJICBOI ayTUTOPHUH;
.
Co1MoIorHyecKuit P TUBHOCTH OTHOILCHHS MOTPEOH- | » CYOBEKTUBHOCTH MPEIOCTABISEMBIX JaH-
yerpy ’ TeJs K MPOIYKIMH/YCITyTe; HBIX
» OOJIBIION 00BEM NOJYy4YEHHOH | » BO3BMOXKHOCTH TOMHUHUPOBAHUS OIpeEe-
HH(POPMAIIMK — HIUPOKHUIT BEIOOP | JICHHOH TOYKH 3PCHHS,
MHTEPIPETAIUH IAHHBIX. * OTPOC IO EIMHOM CXeMeE.
* BO3SMOXXHOCTb OTCIIEKHMBATB |+ HE TIPEIyCMaTPUBAET B3BEIINBAaHUE IIepe-
MOZETE COCTOSIHHUE HEY/IOBJICTBOPCHHO- | MEHHBIX, KOTOPhIC UMCIOT Pa3HYIO BakK-
.
. CTH TIOTPEOUTEIS; HOCTB JIJIsl TOTPEeOUTENCH;
YnpasneH4yeckui SERVQUAL,; p ’ 8 P ’
« Mozes NPS * BO3MOXKHOCTbH IOJTyUEHUS Kade- |« MPUMEHUMBI HE JIT BCEX YCIIYI, COCTaB
’ CTBEHHOH OIICHKH MPOMYKIUH/ | KaXJIOTO0 U3MEPEHHs CHUIIHHO 3aBHCHUT OT
YCITYT. cnieniu(UKU OTPACIIH.

OOJBLIMHCTBA KOMIUICKCHBIX METOAUK OLICHKH JIS)KAT MOKa-
3aTeJH JOSUIBHOCTH, CBA3aHHOH ¢ oTHOIeHueM. [loatomy
JaHHBIC KJ'IaCCI/I(l)I/IKaHI/II/I MOXHO MPCACTAaBUTH B BUJIC
[Ty3BIppKOBO# AUArpamMmsl (puc. 3).

[Ipoananu3upoBaB NpPEACTABICHHBIE METOANKH
OLICHKH JIOSTIBHOCTH KJIMEHTOB, aBTOP MOXET CJIeIaTh Clie-
JYIOIHE BBIBOBIL:

1) Ha CEerogHSAIIHMA MOMEHT OTCYTCTBYET €IU-
Hasi KOHLENIHS TOTPEOUTENbCKON JIOSIBLHOCTH, YTO CBSI-

KJII0YeBbIM. B OOJbIIMHCTBE paccMaTpruBaACMBbIX MO/JC-
JIeil OH OLCHUBACTCA MOCPCACTBOM HCCKOJBKHX ITOKa-
3aresiel. OTHOCUTEIBHO KOMILICKCHBIX OLICHOK MOXHO
3aMETUTH, YTO MapaMeETPhl OLCHKHU B LEJIOM CXO0XH, pas-
JIMYHUE 3aKJIF0UaeTCs B CIIOCO0E NX KOM6I/IHaL[I/II/I. B ocnHoBe

Tabnuya 3. OneHka J0osIILHOCTH NMOTpedHTeJ el ¢ TOUKH
3peHHUs1 HHAMBUAYATH3AIMH poLecca (JopMHPOBAHUS

J0SLILHOCTH 3aHO C COYETAHHEM YIIPaBJIEHUYECKOH, TIOUTOIOIMYECKOI,
COIIMOJIOTHYIECKOH 1 MICUXOJIOTUYECKOH mapagurM QpyHKIH-
Toaxon Hpumeps1 meToank OHHUPOBAHUS IIPENNIPUATHS,
« TOSUTBHOCTD, CBSI3aHHAS C BPEMCHEM 2) BCe MIPEIJIOKCHHBIC METOJUKH MOTYT OBITh
KonkpeTHsie noTpeOneHus; M3MEPEHBI U OLEHEHBI B TPEX METOJOJOTHYECKUX III0-
norpeduTeny * JIOSUIbHOCTb, CBsI3aHHas! C LICHOM Iepe- CKOCTSX aHanu3a (IpenMeTHas — «(hOKyC aHaIu3a, 00b-
xona

€KTHas — «METOJlbl UHIUBUIyaTU3allun», HHCTPYMEH-
TallbHAS — «IUCUMIUIMHAPHASA TPUHAICKHOCTEY). ITH
MIJIOCKOCTH MTO3BOJIIOT ONMCATh BCE METOAUKH C TOUKH
3peHUs TPHABI KOOBEKT — MPEIMET — HHCTPYMEHT», 4TO
JIae€T BO3MOXXHOCTb BBISIBUTH MPOOEIbI aBTOPCKUX IMOJI-
XOJI0B.

* KOHBEPCHUOHHAsA MOAECJIb;

PEIHOK B 11€710M
OK B LEJIO « Mozenb NPS.

D¢ dexTuBHOCTH
KOMITaHHU

* MOJIeNIb (POKYC-IPYIIIIBL;
» meton SERVQUAL.
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3) peanm3anya KOMIDIEKCHOTO IPOTPaMMHO-OPHUECHTH-
POBAaHHOTO LIENIEBOTO YIIPABICHUS IIOTPEONTEINHECKON JIOSITb-
HOCTBIO BO3MO)KHO TOJIBKO IIPH YCJIOBUH COYETAHHUS KITIOUe-
BBIX METOAMK JIUATHOCTUKH U YIIPABICHHS JIOSUIbHOCTHIO.

4) n3y4YUB MEpPEUCHb METOMK, AaBTOP BBIJCISACT HAU-
0ojiee IPUMEHUMBIE B NMPAKTUKE KPYMHBIX IPEAIPHUs-
tuii: Meronuka SERVQUAL, meton NPS, meton ®okyc
rpyImbl. B KauecTBe KIFOUEBBIX METOUK U3MEPEHUS aBTO-
pom Obutn ompenenensl SERVQUAL u meron doxyc-
rpynnsl. Meton NPS, ucxoast u3 my3sIpbKOBOM MaTpUIIbI
TaKXKe SIBJIETCS] KOMIUIEKCHBIM, HO COYETaeT B cebe ae-
meHTbl MeToauku SERVQUAL u HanpaBieH Ha pbIHOK
B 1esiom, uro ommmyaercs or SERVQUAL, kotopast 6onee
KOMILJIEKCHO OXBaThIBaeT 3P (PEKTUBHOCTh BCEW KOMIIAHUH.

Tpetuil aTan npeanonaraeT OCyIIeCTBICHUE IPOLELYD
ITOCTAaHOBKM CTPATErN4YE€CKUX U TAKTUYECKHUX LieNeH yrnpas-
JIEHUS MOTPEOUTETHCKON JIOSUIBHOCTHIO HAa OCHOBAaHHUH

OLICHKH CYIIECTBYOIIETO YPOBHS JIOSIIbHOCTH. [Ipu 3TOM
CTPaTETHYCCKUMHU MEISIMH MOTYT OBITB:

l. cTuMynupoBaHHE IPOAAXK U YIydIIEHHE OCHOB-
HBIX TIOKa3aresnei (10Xo/, IpUObLIb, 10JI PHIHKA):

o TOBBIIICHHE YACTOTHI MOKYMOK (HAPUMED, KITUSHT
MPUXOUT B Mara3uH TPH pa3a B HEICITI BMECTO OIHOTO);

e yBEJIMYCHHUE pa3Mepa CPeAHeH MOKYIKHU;

e KpOCC-TIPOJIAYKHU U peai3aius 0osiee J0pOorux ToBa-
poB/yciyT;

e IIPUBJICYECHUC HOBLIX KJIMCHTOB, YBECINYCHUC 6331)1
JIAaHHBIX KJIMEHTOB;

2. yIydIICHUE XapaKTePUCTUK OpeHa (YIydiieHue
OTHONICHUS K KOMITAHUH, OpeHTy):

» (QopMHpOBaHHE SMOIMOHAIBEHON MPUBA3aHHOCTH
K KOMIIAHUU WJIH MPOLYKTY;

e UH(QOPMHUPOBAHUE IICJCBOMN ayJUTOPUH, T'PYIII
BITUSTHUS;
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 yJIy4lleHHE MapKETHHIOBBIX KOMMYHUKAIMK (TIpsi-
MO€ OOIIeHHE BMECTO MoAelu «kommanusg — CMU —
KITUCHTY);

e MpUBJCYCHUE KIUEHTOB K (POPMHUPOBAHMIO IICH.
YpoBeHb BOCHPHUITHS CTOMMOCTH TOBapa KIHEHTaMHU
YBEIMYNBAETCS C TOBBIIICHHEM CTENEHH WX y4JacTus
B CO3JaHMHM CTOMMOCTH. B Xxome uccnenoBaHuil noka-
3aHO, YTO CTOMMOCTb TOBapa WM yCIyTrH, c(hOPMHUPOBAH-
Hasl B COTPYJHUYECTBE C KIIMEHTOM, — 3TO HE TOJIBKO «IIPO-
IYKT», CO3JaHHBIN yCHJIMSIMM KOMITAHWHM, HO OH TaKXe
BKJTIOYAET B ceOs OMBIT KJIMEHTA, YTO MOBBIIIAET YPOBEHb
YIOBJIETBOPEHUS NIPH MOKYINKE MPOAYKTa KOMIIAHUU WU
ycayru. [IpoBeseHHBIE HCCTeIOBaHUS TOATBEPKIAOT, YTO
y4acTHe KJIMEHTOB B IIPOLIECCE CO3AAHUS CTOUMOCTH SIBJISI-
€TCsl )KU3HEHHO B2YKHBIM DTAIlOM Pa3BHTHUSI HHHOBAIIMOH-
HOTO MPOIYKTa WIH YCIYTH, TIOCKOJIBKY TTO3BOJISIET YOB-
JIETBOPUTH MOTpeOHOCTH KimeHTa [12, p. 485].

3. yIOBJIETBOpPEHHE IPYTHX MOTPEOHOCTEN KOMITAHHH:

* T[OBBIIICHUE TPUBICKATEILHOCTH (BUPMBI IS I1ap-
THEPOB 110 OM3HECY: HaJaIuB NPSMOI KaHal KOMMYHHUKa-
MU C ayﬂHTOpHeﬁ, KOMITaHUS CMOXKET NMPEATIOXKUTL Iap-
THepaM 110 Ou3Hecy Oonblie, 4eM KOHKYPEHTHI,

e BO3MOYKHOCTH NPOBOJIUTH OBICTPHIE M HEIOpPOTHE
MapKETHHIOBBIE HCCIICIOBAHHS CPEITU ITOTPEOUTEIIEH.

UeTBepThlil 3Tall aJIropuTMa MPEANOJIAraeT paspa-
OOTKY TAaKTHYCCKUX ACIIEKTOB, TO €CTh BRIOOP HHCTPYMEH-
Tapus 1 GOPMHUPOBAHUE MPOrPaMMBbI JIosuTbHOCTH. [Tof
MpOrpaMMOM TOBBIIIEHUS JIOSJIBHOCTU KIMEHTOB MOJI-
pa3ymMmeBaeTcsi Habop IeHCTBUH, OPraHU30BaHHBIX TAKIM
00pa3oM, 4TOOBI CTUMYJIUPOBATH KJIMCHTOB M HAXOTUTHCS
B COOTBETCTBUU C UX TPEOOBAHUSAMH, a TAKXKE, YTOOBI CBE-
CTU K MUHUMYMY NOTEPHU, @ UMEHHO, ITIOTEPHU B KOJIMUECTBE
kimenToB [ 13, c. 52].

Ha TakTraeckom ypoBHE aBTOp MpejiaraeT BbIISIUTh
HaOOp MapaMeTpoB U CUCTEMY ICHCTBUH C pa3TUIHBIMHU
KaTeropusMu KiIueHToB. [Iporpamma nosiTIbHOCTH TOJKHA
OBITh IICJIOCTHOW U EAMHOMN, XOTh U CETMEHTHPOBAHHOM
10 TUIIaM KJIueHToB. [IporpamMmma nomxHa oTBE4YaTh Tpe-
0OBaHUSAM PETYISIPHOCTH PEANH3AINN U HENPEPHIBHOCTH
(hokyca BHUMaHUs. B 3aBUCIMOCTH OT CTaIMU 3HAKOMCTBA
C KOMIIAaHUEW U cTaTyca JIOSJIbHOCTH JAEHCTBUS [0 OTHO-
IICHUIO K KJIIMEHTaM JTOJDKHBI OBITh pa3HBIMH. BhinesneH-
HBIC B PE3yJIBTaTe OICHKHU YPOBHS JIOSUIBHOCTH (2 dTam)
KJIMEHTHI CTPYIIUPOBAHBI 10 YPOBHIO JOSUIBHOCTH, U AJIS
HUX JOJDKHBI OBITH pa3paboTaHbl HHAWBUIAYaJIbHBIE IIPO-
rpamMMbl. KOHEUHOH 1L1€TIbI0, SIBISETCS yCTAHOBIEHUE IMO-
LMOHAIBHOU CBSI3U MEXAY KOMIaHuel u kiaueHTom. [1po-
paboTKa Ka)KOT0 CErMEHTa KJIHMCHTOB MOXKET HOCHTH
KacKaJHbIH XapakTep, T.€. IPU B3SATUM Kypca Ha COBEp-
LIEHCTBOBAHUE MPOTPAMMBI JIOSJIBHOCTH, MOXXHO TO3-
TarmHO BHEAPSTH OpraHU3aIMOHHBIE HHHOBAIIMU B OTHO-
IICHUU KaKIO0H U3 TPy HOTpEeOnTEIeH.

[TsaTeii 9Tan GopMHUpOBaHUS U Pa3BUTHS NOTPEOH-
TEIbCKON JOATBHOCTH MPEATIONaraeT ayJuT IporpaMm
nosmbHOCTH. [Ipy 3TOM aBTOPHI MOJIATAIOT, YTO METOO-
JIOTHSI ay/InTa J0JKHA CTPOUTHCS Ha TeX K€ MPHHLUIAX,
YTO U OIIEHKa HCXOAHOTO YPOBHSI JOSUIIBHOCTH. DTO MO3BO-
JUT JUArHOCTHPOBATh KaUeCTBEHHBIC U KOJIIMYECTBCHHBIE
MIPUPOCTHI 3HAYCHHUS JIOSUIBHOCTH. B ciyyae HecooTBeT-
CTBUSI OTHUX MPHUPOCTOB IEJIEBBIM pe3yJbTaraM, 0CTa-
HOBKa KOTOPBIX ObLIa OCYIIECTBICHA B PAMKAX TPETHETO
JTarna, CliefyeT NepPecCMOTPETh UCIIONb3yEeMbIe METOUKH,
CTapTOBBIC YCIIOBHSI, MPOOJIEMATHKY W IIEJIEBBIE OPHEH-
TUPBI KOMITAHUH.

Takum oOpa3zoMm, B paMKax pa3pabOTaHHOTO aBTO-
pamu anroputMa (OPMUPOBAHUS U Pa3BUTHUS JIOSUIEHOCTH
HOTpe6HTeJ’Ieﬁ MOXHO BBIJICJIUTHL HECKOJBLKO IMPUHIIUIIN-
QJIbHBIX MOMEHTOB OTHOCHTEJIBHO IPOLETYPHI:

1. mpouenypa 10KHA HOCHUTH IUKIMYECKUI Xapak-
Tep U OBITh B3aMMOCBSI3aHHOM C 00I1Iel CHCTEMOM cTpare-
THYECKOTO MAPKETHHIOBOTO YIPABICHUS B OPTaHU3ALIH;

2. mpouexypa ¢ TOUKH 3pEHUs CTPYKTYpBI IPEICTaB-
nsieT co00l COBOKYITHOCTH ATAIOB, ITPEAIIOIAraloInX Clie-
JIYIOIIYIO JIOTUKY: aHaJl3 —> CHHTE3 CTPaTeruuecKux mpo-
(UITBHBIX TIPHOPUTETOB —> JETANN3AIMS IPUOPUTETOB —>
MTOCTaHOBKA CPEAHECPOUHBIX TPHOPUTETOB U pazpaboTKa
MporpamMM peau3aiy —> MoJ00p MHCTPYMEHTApHS —>
3allyCK —> KOHTPOJIb M ayAWT. [laHHAs JIOTMKa HaWIyd-
UM 00pa3oM OTBEYAET LEJSIM Pa3pabOTKH cTpaTernde-
CKOT'O KOHTYpa JIOSUTBHOCTH M TO3BOJISIET HHTETPUPOBATH
BCE MPOLICAYPHI PabOTHI C MOTPEOUTEIIIMU B OOIINI KOH-
TEKCT JIESITEbHOCTH OPTaHU3AIIH;

3. anroput™m (OPMHPOBAHUS M Pa3BUTHS IOTPEOH-
TEJIbCKOH JIOSUTBHOCTH MOOCTPEHA Ha COYETaHUHU YIpaB-
JICHYECKON W TOJUTOJOTUYECKON MapagurM, CcyObek-
THO-OPHEHTHUPOBAHHOW M 00BEKTHO-OPHECHTHPOBAHHOMN
KOHIICTIIINH, YIUTHIBACT KOJIMUECTBEHHBIC U KaUeCTBCHHBIC
MCTOAUKHU, IMTOBCACHUYCCKHUEC U DMOIIMOHAJIbHBIC (I)aKTOpI)I.

®dopmupoBaHye U pa3BUTHE NOTPEONTEITHCKON JIOSITh-
HOCTHU B Cily4yae IPaBUIBHOCTH BbIOOpAa METOAMYECKOrO
obecrieueHns ¥ MPEEeMCTBEHHOCTH PeallM3alliii IPOLeayp
MOXET 00€CHEYHTh CISIYIOINE BBITOBI, MTO3BOJISIOIINE
B utore chopmMupoBaTh 3pPeKTUBHBIN OpeH KOMITaHUH
U €€ TOBapHBIX 3HAKOB / TOPrOBBIX MapOK:

 3aKperuieHHe 3a cOOOM MOCTOSIHHOTO KIIMEHTA;

* BO3MO)KHOCTH MaTepHaIbHOTO M TICHXOJIOTHYECKOTO
HOOLIPEHNUS KIIMEHTA B 3aBUCHMOCTH OT €T0 aKTHBHOCTH;

+ yBEIMYCHHE pa3Mepa IMOKYIKH MOCTOSHHBIX KIIHU-
CHTOB;

e COXpaHEHHE M yBeJIMYeHHE 00beMa IpojJaXK 3a cueT
MOCTOSIHHBIX KJIMEHTOB;

e BO3MOXHOCTH 3(PPEKTHBHON MPOmaXH IPYTUX
COIYTCTBYIOIINX TOBAapOB;

* BO3MOYKHOCTBH PaclpOCTPAHEHUS MOJIOKHUTEITBHBIX
OT3BIBOB O IIPOAYKTE C MIOMOIIBIO IIOCTOSHHBIX KJIMEHTOB.
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