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Ycnyra

HeMaTepuaIbHa

«MPOMBILUIEHHWK POCCUWN» MPOOOTHHAET CEPUIKO
NYBIMKALIMN, MOCBALLEEHHBIX SERVICE SCIENCE - HAYKE

OBb YCNYTAX. OENOBOE YMNPABJIEHVE KAK HAYKA BO3HWK/IO

B 1920-1950 NOAAX HA OCHOBE MNPARTVK MPOMbBILLTEHHOIO
CEKTOPA. HAYKA OB YCJTYTAX YTBEPHOAET, UTO CEKTOP YCJIVI,
KOTOPbI/ ®EHOMEHAJIbHO BbIPOC 3A NMOC/IEQHWE 20-30 JIET
N CTAJT JOKOMOTWMBOM 3KOHOMWYECKOIO PA3BUTUA HE
TOJIbKO POCCUWN, HO N OECATKOB PA3BUTbLIX CTPAH, ABJTIAETCA
0COBOV CHEPOI SKOHOMMUKN. OH NMPUHLIMMUASIBHO
OT/IMYAETCA OT NMPOMBILLUJTIEHHOIO NMPON3BOACTBA

NN CENbCKOIO XO3ANCTBA U TPEBYET CMELIMOUYECKUX
METOOOB AHAJIN3A 1 YNPABJIEHNA BU3HECOM

CeM HaM 3HAKOMO BBIpaxKe-

HHUE «II0Ka3aThb TOBap JIU-

IOM». A CJIBINIATH JIA BB

KOrZa-HUOyAb, YTOOBI <«JIH-

IIOM» TIOKa3bIBalu He TOBap,
a ycryry? U 3TO He JUHTBHCTHYECKUN
Kasyc. Ha camom fere o4ty BCe TOBaphl
00671a/]al0T MHOXKECTBOM TaK Ha3bIBAEMBIX
TIOUCKOBBIX XapaKTePHCTUK, KOTOPHIE I10-
TpebuTeNnb MOXET HAMEeTUTh i cebs
mepeZ MOKymkodl. Hampumep, umu Mo-
TyT OBITH I[BET, CTWIb, GpopMa, GYHKIUH,
IleHa, IPOYHOCTb, 3amax, pasMep U T.J.
ODTH XapaKTEpPUCTUKU 00bEKTUBHEI. ToBap
MOXXHO CHATb C HOJIKY, I/le OH BBICTaB/IeH
«IMIIOM», TIOBEPTETh B pPyKax, MMOYUTATh
HAJIVCY HA YIIAKOBKE U, ECJIM HE MOAXO-
[T, TIOJIOKUTH 06PATHO.

C yoryramu cutyauus zgpyras. XoTs
OKazaHHe OOJIBIIMHCTBA M3 HUX COIPO-
BOXKZAEeTCs BIIOJIHE OCA3a€MBIMHU Bellia-
MU (HapuMep, PEMOHT AaBTOMOOHIA
OCYILIECTBJISETCSA [P TMOMOIIN 3aIaCHbIX
YacTeli, IPUCIIOCOOTIEHU, KITIOUel, B cIie-
[MaIbHO OBGOPYZOBAHHOM IIOMEIEHUH),
caMU YCUIyTY IPaKTHIeCKU HEeOCsI3aeMbl. Y

HUX HeT GQOPMBL, IIBETA, 3a11axa, yIaKOBKH.
[TorpebuTens MO-HACTOALIEMY CIHOCOOEH
OLIEHUTh KaYecTBO YCJIYTH TOJBKO IIOCIe
eé mnomnydyeHud. Kax usMeputp Hazéx-
HOCTb 0aHKa, KaK yJOCTOBEPUTBCA B He-
U3MEHHOM KadyeCTBe CBSI3H B JIFOOO0I TOUKe
pervoHa, Kak TOYHO OIIEHUTh KauecTBO
00pa30BaTeNbHEIX, MEAULINHCKUX, IOpU-
JU9eCKUX ¥ MPOYMX yoIyr? VIHEIME cJio-
BaMH, YCIyTU 00/1a/laloT CyObeKTHBHBIMU
XapaKTepUCTUKaMU, GOPMUPYEMBIMHU TI0-
CJIe WIN B TIPOIIecce MOTpebieHus.

[Ipu BEIOOpE MOCTABUIMKA YCIYTU MO-
Tpe6GUTENN CTAJIKUBAIOTCA C MPO6IEMOM
COIIOCTABJIEHNsA: OHU He MOLYT CDAaBHUTD
YCIyTU IO TeM IlapaMeTpaM, KOTOPBIMU
MOJIB3YIOTCS TP CPAaBHEHMU TOBAPOB.
CpaBHEHHe YCIyr OCYyLIECTBIAETCA Ha
OCHOBE aCCOL[IaTUBHEIX KATETOPUIL: NHTe-
PECOB, IleJleif, OXXUAAHUN, BOZMOXHOCTEH,
obelaHuli, BHEIIHETO NPeACTaBIeHUA U
T.75. LleHBI He MOTYT 3apaHee aThb IIOJIHOT'O
Y OZHO3HAYHOTO MpeJCTaBIeHUsI 06 3THUX
XapaKTepUCTHKAX.

Takum o6pa3oM, npu BEIGOpe TOBapOB
IOKyTIaTelb OPUEHTHUPYETCA Ha CONIOCTaB-
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JleHne OOBEKTUBHBIX XapaKTEPUCTHK, a
IIpU BHIOGOpE YCIYT — HA acCOL[MAaTHUBHBIE
XapaKTepUCTUKY U BIleYaT/IeHUe OT 06CIIy-
YKUBaHUA [IPU NIPEAOCTABIEHUH YCIYTH.
Kommanuu, npogaromue yciyry, cTpe-
MATCS TIOMOYb ITOTPEOUTEIIAM IIPEOJOIIETh
HeyZoOCTBa, KOTOPBIE TE€ WCIBITHBAIOT
IIpY TIPUHATHY PEeIIeHUA O COBEPUIEHUH
MOKYTKY. J/Is1 5TOTr0 KOMIIaHUY UHGOPMHU-
PYIOT IOTpe6UTeNeH O TOM, YTO OHU MOTYT
WCIIBITaTh BO BpeMsA WIH IIOC/Ie OKa3aHUs
yeaIyTH, mozabupasn A1s KakAoro KIWeHTa
TaKue YCJIOBUA, KOTOPbIE Y/OBIETBOPHIN
OBl €ro MHAWBUZAYaIbHBIE TOTPEeOHOCTH.
[TocKonbKy MHOTHE YCIIyTH II0 CYyTH CBOEH
Heocs3aeMbl, 4aCTO UX TPYZAHO OLIeHUTb.
OTO IPUBOAUT K TOMY, YTO KJIMEHTHI He-
PeZKO HUIYT Kakue-THOo MaTephaibHBIE
«TIO/ICKAa3KW», TI03BOJIAIOINE OIPEJEUTh,
HACKOJIBKO 3G PEKTUBHO MPEOCTABIAETCI
Ta WIK WHas yCJIyra TOM WINM WHOU cep-
BUCHOI opraHusaruei. Ho 06bIYHO 3TOT
IIOMCK IIPOUCXOJUT CTUXUHHO, a He II0
TUIIOBBIM ITOMCKOBBIM IlapaMeTpaM, Kak
pu BEIGOpe ToBapa. OTpOMHYIO POJIb IPH
TIOKYTIKE YCITIyT UTPAEeT OIIBIT JPYTUX ITOKY-
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maTesieif, KOTOPHEIY C paclpocTpaHeHueM
VHTepHeTa cTajl IIMPOKOZOCTYIIHBIM dYe-
pe3 bopymsl 1 6710TH.

BocmpuATHe NokymaTeneM KadecTBa
YCIIYTH, €ro IOJHOE YAOBJIETBOPEHNUE €10
U pelleHUe IIOBTOPUTH IOKYIKY — BCé
3TO B 3HAUUTENbHOM CTEIeHU 3aBUCUT
OT €ero BOCIDHATHUA CaMOTO IIpoliecca
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SHUTTERSTOCK

KTo unu uto ans KAneHTa ABnAeTca
0/IMLETBOPEHNEM KayecTBa paboTbl
KOCMeTU4ecKoro canoHa? B nepsyio ouepeab
3TO BbICOKOK/IACCHbIE KOCMETOJIONH, a Ve
noToM yao6CcTBO Nogbesaa, MecTomnosioxeHue,
KayecTBeHHbI PEMOHT 34aHuA

M OCHALLEHHOCTb ero o6opyaoBaHueM
|

IIpu BbIOOpE TOBAPOB ITOKYIIATEh
OpHeHTHpYeTCs Ha COIOoCTaB/IeHe
00BEKTUBHBIX XapPAKTEPUCTHUK,

a npu 8vlb0Ope ycty2 — HA ACCOUUAMUBHbBLE
Xapakmepucmuxu u enedamieHue

OKasaHus ycayr. IIpu mpegocTaBieHUU
MHOTHUX YCIyr C BBICOKOHM CTeleHbIO
B3aUMOJIEMCTBUA MOTPEOUTENTN BXOIAT
B HEIOCPEACTBEHHBIM KOHTAKT C MEPCO-
HajioM kKommnauuu. CioBa W JiedcTBUA
TIpeACTaBUTENA KOMITAHUHU BOCTIPUHUMA-
I0TCS TIOKyTIaTeleM KaK peaau3alus Imo-
JIUTUKW OpraHuzanuu. KTo wiu 410 ansa
KJIMEHTA fABJISETCSA OJMUIETBOPEHUEM Ka-
YyecTBa paboThl OOJBbHUILIBI, YHUBEPCHUTE-
Ta, 6aHKa UM KOCMETHYECKOTO cajoHa?
B mepByto ouepesb 3TO BHICOKOKIACCHBIE
Bpauw, mpernojgaBaTeiu, MeHeKephl 110
06CyKUBaHUIO KINEHTOB U KOCMETOJIO-
T, a yKe TIOTOM yZ06CTBO MoAbe37a, Me-
CTOIOJIOKEHUE, KAYECTBEHHBI PEMOHT
34aHWIM ¥ OCHAMIEHHOCTh WX 060pyZO-
BaHWeM. ECiIM y yCIyroBoil KOMITaHUHU
HEBaXHO OOCTOAT Jesa C MpUBIEYEHU-
€M BHIZAIONIUXCA COTPYAHUKOB, TO BCE
OCTaJIbHOE He 00€eCIeunT eé CTabUIbHO-
ro pasButusa. I HA060poT. Bce MbI roTo-

BBHI €XaTh XOTb Ha Kpail 3eMJu 3a rapas-
TUPOBAHHBIM JieYeHUEM, BO3UTb JeTeit
3a MHOT'O KHJIOMETPOB OT JOMa B IIKOJIBI
C BBIJAIONUIVMUCS HPENOZABaTENAMU U
BBIGMpATH OAHKY, I7le HAM He HaXaMAT U
6BICTPO 0OCITyXKAT.

BoT moyeMy KIf0YeBBIM YCIOBHEM IS
BBDKUBAHUS YCIYTOBOTO OM3Heca SBJIAET-
s IPaBUWIBHEIH MTOA60D MepcoHaa.

MHorue poccuiickve KoMIaHuH (po3-
HUYHbBlE CeTH, MOOWIbHEIE OIIePaTOPH,
0aHKM) 0/Iroe BpeMs yZessld BHUMaHHe
KOJIMYECTBEHHOMY, a HE KayeCTBEHHOMY
pa3BuTHiO. Ha HEHAaCBHI[EHHOM pbIHKE
ceTd pOCIU OBICTPO, UX 3afadell ObLIO
VZOBIETBOPUTh 3aMPOCHl THICAY KJIFEH-
TOB, KOTOpEIe OBUIM TOTOBBI IIOKYIATh II0
Kakol yrogHo IieHe. BcoMHUM odepesu
B aBTOCAJIOHAX U JaBKY IIPU PacIpoAakax
B MarasuHax OBITOBOI TexHuku. Komma-
HUY CIIPABEZINBO OOBUHAIA B TOM, YTO
OHU PaAbOTAOT MO NPUHIWIY «CEePBHCA

SHUTTERSTOCK

He Z0DKHO OBITh», OPUEHTUPYACH Ha YZAO-
BJIETBOpEHHUE crpoca Jitoboi 1ieHoi. Ho
C HACBHIIEHWEM DPHHKOB W CHIDKEHUEM
IIOKYTaTeNIbHOM CIIOCOOHOCTH  POCCUSAH
[IPUILLTO IIOHUMAaHUe TOTo, YTO HA TaKOM
phIHKe 6oJblile HEBO3MOXHO JOOUTHCA
TIPEVMYIIECTBA 3@ CUET L|eHBl ¥ LIUPOTH
acCOpTUMEHTA.

Ha nepBoii IU1aH BBIIUIM BOIIPOCHI CEP-
BHCA ¥ BBICOKOM KBalIUQUKAIUU COTPYA-
HHKOB. JTOMY eCTb II0 KpaiiHell Mepe /Ba
00bsAcHeHuUs. Bo-TiepBhIX, TI0 Mepe pa3Bu-
THUSA PBIHKA KauyeCTBO U CTOMMOCTDb YCIIYT
Ha DHIHKE BHIPABHUBAIOTCS U IIEPECTAIOT
OBITH OIPEENAIOMUMH (paKTOpaMH TI0-
TpeGUTENBCKOTO BEIOOPA. BBHIOOD U JIOSIB-
HOCTb ITOTpebuTeNell HAUMHAIOT 3aBUCETh
oT Apyrux GaKTOpOB: B TIEPBYIO OYepesb
OT YAOBJIETBOPEHHOCTH JUYHBIM KOHTaK-
TOM, OT XapakKTepa OTHOIIEHUN MEeXZY
KJIMEHTOM U IIOCTaBIIMKOM. U opueHTa-
1A TepcoHana Ha KJIMEHTA CTAaHOBUTCA
omnpezieNAOMUM  (aKTOpoM. Bo-BTOpHIX,
TOTPe6GUTENN TT0 Mepe Pa3BUTHS PHIHKOB
TpebyIoT BCcé 6Gosee MepCOHATU3UPOBAH-
HBIX KOHOUIypaUuil YCIyT, yAOBIETBO-
PAIONINX X YHUKAJbHbIE 3aIPOCH. ABTO-
MaTH3UPOBAHHAA KJIMEHTCKas CUCTEMa, B
KOTOPOI KOMOWHALIUK YCIyT M3HAYAIbHO
CTaHZAPTU3MPOBAHbl, HHAMBUAYAJIbHEIE
0COOEHHOCTH KJIMEHTA YYECTh B IMOJHOM
Mepe He MOXeT. DTO CIHOCOOeH cZenaTh
TOJIBKO YeJIOBeK.

[ToHMMaHUe 3THUX IIPOIleCCOB IIpUBe-
JIO, HampuMep, OCHOBATeNIsd KOMIIAHUU
«Ponbd» Cepres [leTpoBa K MOCTPOEHUIO
IepefioBOM U TPYAHOHN A KOIHMPOBA-
HUsA OU3HeC-MOZeN Ha OCHOBE BBICOKOH
KyJbTYpH oOcayxuBaHus. Jlo kpusnca
KOMIIaHUA 3aABANA, YTO IIAHUPYET I10-
TpatuTh $75 MJIH Ha YCIYTH KOHCYIbTaH-
TOB U OOydYeHUe IepcOoHasa, BKJIOYast
co3zaHue coOB6CTBEHHOrO y4eOHOTO IIeH-
Tpa B [logMOCKOBbE.

Jpyro#t nmpumep. Komnanusa Nissan
uMeeT B MoCKBe OOUIMPHYIO AUIEp-
CKYIO0 CEThb — OKOJIO JIeCATKa KOHKYpU-
pYIOIUX APYT C APYTOM aBTOAWIEDOB.
LleHBI BO BCeX CaJIOHAX AUIEPOB OJMHA-
KOBBIe, ZIMCKOHTHbIE IIPOI'PAMMEI TaKXKe
cTaHAapTHHL. Kakoil canoH BbOepeT Io-
Kkynatenb? MccrefoBanua KOMIIAHUU
[IOKAa3bIBAIOT: CHAayajga, BepOATHO, TOT,
KOTOpHIK yzZoOGHee pacmonoxeH. Ho,
W3y4MB OT3BbIBHI IOKyIaTesnel, o6CyauB

KomnaHusa Nissan umeeT B MocKBe 06LIMPHYIO AUNEPCKYIO CETb — OKOMO JECATKA KOHKYPUPYIOLINX
Apyr c ApyroM asToaunepos. LieHbl Bo Bcex canoHax Aunepos oavHaKoOBble, ANCKOHTHbIE
nporpamMMmbl TaKKe cTaHfapTHbI. KaKoii canoH BbibepeT nokynartenb?
____________________________________________________________|

BBIOOD C APY3bAMHU, OH TIPEATIOYTET TOT,
y KOTOpOro GoJjiee BBICOKAs pemyTalius
aBTOCEepBHCa, OoJjiee MMOATOTOBIEHHbIHN
MepCOHA, B KOTOPOM YETKO BBHIIOTHAIOT
B3ATHle Ha cebd 006s3aTenbCcTBa, OTHO-
CATCS K KJIUEHTY MO-APYKeCKH, MOHU-
MaiOT TPYAHOCTH MPHUHATHUS peIIeHwUs,
CO3AI0T /I TIOKYIaTes MpasAHUIHYIO

OCTaBaThCsl KOHKYPEHTOCIOCOOHBIM Ha
PHIHKE PO3HUYHBIX YCIIYT.

[Tofo6HBIX TPO6IEM HET C TOBapaMH.
T[loKymaTeao Bcé PaBHO, KTO U TJE €ro
CcAena, Tumb OBl €r0 Ka4ecTBO U CIIELH-
duKanus COOTBETCTBOBAIM OXUAAHMAM
moTpeburens. [loTpeOGUTeNb CIIOKOHHO
OTHOCHUTCSA K TOMY, YTO, CKa)KeM, 5 JIeT Ha-

HNHBeCTHIINU B «II0JIEBOM»
IepCcoHaJ — eOUHCIMB8EeHHAA
B803MOXCHOCMb OCMABAMbCA
KOHKYPEeHMOCNOCOOHbIM HA PblHKeE
PO3HUYHBLX YCILy2

atMocdepy MOKYIKU U TAe TaKoe Xe OT-
HOIIEHHUE K KJIMEHTY COXPAHAETCS IoCie
obpameHus B aBTocepBucC. U 3a Bce aTH
baKTOpHI TOTPEeOUTENBCKOTO BEIOOPA OT-
BeYaeT He CHCTeMa IeHOO0Opa3oBaHUsd
¥ He Habop cepBUCHOTO 060PYAOBaHMS,
a KOHKDETHBbIE JIOAH. DTO CIpPaBeIUBO
A 0060 YCIYyroBOM KOMIAHUU — OT
call-1ieHTpOB KOMIIaHUH CBSA3U [I0 PECTO-
paHoB. VIMEHHO MEepCOHANT KOMIAHUU
ABJIseTCA TVIAaBHOW COCTaBIAIIEH, BIU-
sromlell Ha 6u3Hec B cdhepe PO3ZHUUHBIX
ycayr. VIHBeCTHLIUU B «IIOJIEBOM» TIep-
COHAJ - €JUHCTBEHHAas BO3MOXXHOCTb

3a7 oH mpuobpén Hoytbyk Toshiba, mpo-
W3BeZEHHBIN B fAMOHUM, a ceiffyac OH IIO-
kynaeT HoBhli Toshiba, HO caenaHHBIN B
Kutae. dto He BaxkHO, Toshiba orBeuaer
3a npoAyKT. [Ipu 3ToM eii Bcé paBHO, Tae
Y KaK OH OyZIeT IpOZiaH: XOTh B CTOJIMYHOM
cyTiepMapKeTe, XOTh CO CKJIaZia WIN Yepe3
VIHTEepHET, — BeZlb BCE YTO HY)KHO, YTOOBI
VAOBIETBOPUTb 3alpOCHl TOTPEOUTENA,
yIKe 3aJI0)KEHO TP ITPOU3BO/CTBE. ]
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