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ABTOMAaATI3AIINA WIN

Camoob6cnyxkuBauue 2.0

ABTOMATU3AUNMA HA MPOMbILLTIEHHOM MPOU3BOACTBE
HAC HE YOMBJ/IAET. Mbl YHE MPUBLIK/IA K TOMY, 4TO, HAMNPUMEP,
ABTOMOBWJIb HA 95% COBWPAKOT ABTOMATbI, A KJIOMETPOBbBIM

KOHBEWEPOM YMPABJIAET BCEFO JECATOK MHKEHEPOB. 10 HEJABHEIO
BPEMEHMW, B OTJIMYME OT NMPON3BOACTBA, CEKTOP YCNYI BblT KYOA
BOJIEE «4EJIOBEYECKNM», HO CEFOZIHA ABTOMATU3ALIMA BCE BOJIEE

AKTMBHO MPOHNKAET B YCJTIYTOBbIE KOMIMAHUW U 3ACTABJIAET KX
PAOVKAJIBHO MEHATDL BU3HEC-MPOLIECCHI. 1 ECJTN MPON3BOACTBO

MEPEK/TAZILIBAET TPY[ HA POBOTA, TO YC/TYIOBbIV CEKTOP - HA IPYIOrO
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YE/IOBEKA. CAMOI'O KIMEHTA. KOMMNAHUN-NTMOEPLI CEKTOPA PO3HNYHbIX

YCJIYT BCE YALLIE 3AYMbBIBAKOTCA OB MHBECTULIMAX HE TONIbKO B NOAMOTOBKY MEPCOHANA,

HO 1 B OBYYEHWME KJIMEHTOB PABOTE C ABTOMATU3MPOBAHHBIMWN CUCTEMAMW NMPEJOCTABJIEHWA
YCJIVT. K/IMEHTBI, B CBOK OYEPE/]b, FOTOBbI NMEPENAT HA CAMOOBC/TYKMBAHME B OBMEH

HA BOJIEE HN3KYIO LIEHY ABTOMATW3MPOBAHHOW YCIYTU. B 3TOW CTATBE, MPOAO/IMKAIOLLENA LMK
NYBJIMKALIMA HA TEMY PA3JTUYMIA MEOY NPON3BOACTBEHHLIM 1 YCJIYTOBbLIM CEKTOPAMY,

Mbl 1 TOrOBOPUM O POJIN HOBbIX TEXHOJIOT UM B PA3/IMYHbIX BUAAX YCJIVT.

oTs cdepa yeIyT TpagUIHOH-
HO CYUTAETCs HAMHOTO 6osee
TPYAHOH /I aBTOMAaTHU3alNH,
YeM IIPOU3BOACTBO, TEM He
MeHee 3TOT mpoliecc B chepe
yeIyT uziét Bce Gosiee akTHBHO. [10CKOMBb-
Ky B CEKTOPE YCJIYT CEPBUCHBIN MEPCOHAT
UTpaeT KJI0YEBYIO POJib, 371Ch, KK HUT/E
6osiee, BEIMKO 3HAYeHHE UENOBEYECKOTO
dakTopa, a 3HAUWMT, aBTOMATH3ALUS XOTh
U TIPOXOJUT TPYAHEe, 3aT0 AaéT Haubomee
BIIEUAT/ISIONIYE PE3Y/IbTATEL.

CHWXast POJIb YeTOBEYECKOro (BaKTopa,
TEXHOJIOTU3AIUA OJHOBPEMEHHO CHIDKAET
BEPOATHOCTh OIMMOOK ¥ TIOBHINIAET Kave-
ctBO yoiyr. Tak, HAMpUMep, IIPOTHO3UPY-
eTcs, 9To 6aHK 6yzyiiero 6yzeT MoJHOCThIO
aBTOMATHU3MPOBAHHOM CHUCTEMOM. YXKe ce-
rofHs GAaHKOMATBl YMEIOT JIe/IaTh [IOYTH TO
JKe caMoe, 4TO ¥ COTPYAHUK 6aHKa, 06CIy-
JKUBAIOIIMI YaCTHBIX KJIMEHTOB: BBIaBaTh

HaJIMYHble, TPUHUMATh BKJIAJbl, IUIATy 3a
KOMMYHa/IbHEIe yoIyrd.  [IpousBoguTe-
1 060PYZOBAaHUA YXKe ceifdac CTaparoTcs
IIpeBpaTUTh OAaHKOMAT U3 YCTPOMCTBA, CO-
BepIIaloIIero TPaH3aKUUY, B UHCTPYMEHT

€HTY MPECTABUT YCIOBUS TI0 KPeAUTaM Ha
aBTOMOOWIM TPEMUYM-MapOK, BKJIaIYUKY
C HCTEKAMONIMM CPOKOM [IETIO3UTA BOBpE-
M TIOZICKa)KET HOBBIE YCJIOBUA BKIazal. B
2008-2009 rT. 6aHKK COKPATIJIN TIEPCOHAI,

CHIDKas poJjib YeJioBedecKoro pakropa,
mexHoai02u3auusi 0OHO8PEMEHHO
CHUICaem 8eposiMHOCb OWUOOK

U noevluLdem Kauecmaeo yciuye.

YHTEPAKTUBHOTO OOIIEHUA C KJIMEHTOM U
HOJy4eHUs JONOJHUTENbHON IPUOBUIH.
BaHKOMAaT MOXeT HCIIONb30BATh JAHHbIE
BiIajieblia GAHKOBCKOM KapTHI — IIOJ, BO3-
pacT, ceMeifHOe IONOXKeHHUe, PUHAHCOBYIO
HCTOPHIO, — YTOOBI OIIEPAaTHBHO MPeOCTaB-
JATb UHGOPMALUIO, UHTEPECHYIO I HETO.
CryzeHTy 6aHKOMAT PacCKaKeT O KpeAUTax
Ha oIUIaTy 00y4eHNs, COCTOATENIbHOMY K-

HO, HECMOTPA Ha KPU3UC, IPOJOIIKIUIN 3a-
Kynath 6aHKoMaThl. ByactHoCTH, COepbaHK
coxpatun 6osee 6,5 ThiC. pabouMx MeCT B
otaeneHusx Mocksbl u CaHKT-IleTepGypra
Y OJHOBPEMEHHO IIPOBEN TEHJEp Ha IMo-
KyIIKy HOBBIX OaHKOMaToB, a K 2014 T.

1 Opnosa H. MawwvHa ans obuexnsa / SmartMoney. —
2009. - 23 mapTa. — N210 (148).

IUTAaHUPYET 3aKyMUTh 27 ThIC. GAHKOMATOB,
npraéM 60% U3 HUX OyAyT YMETh MPHHU-
MaTh HauyHble. A 6aHk «TuHbKOGG. Kpe-
JIUTHBIE CUCTEMBI» y)Ke BOCIIPOM3BE B Ha-
el cTpaHe OM3HEC-MOZeNb BUPTYaIbHOTIO
6aHKa': OH He UMeeT 0HCOB U OTAEIEHNUIH,
BCE 00l1eHNe ¢ KJIMEHTaMU TPOUCXOAUT TI0
THIepemnucKe U Yepe3 BeO-CaliT.

[Toka MHTepHeT-IUIATeXXU U yAaIEHHBIe
TepMHHAJIbl OIUIATEl  IIOCTIE0BATENBHO
YIPa3fHAOT KacCHPOB U YMEHBIIAIOT 3a-
TpaThl GAHKOB Ha cofiep)kaHue MepCoHaJIa,
SJIEKTPOHHbIE aBUAOWIETH  U30aBJSIOT
MWUTHOHHI JIFOZIEN OT odyepeZied M 3a CUET
OZHUX TOJBKO OJIaHKOB SKOHOMAT TPaHC-
MIOPTHUKAM MIWUIMOHBI py6reii. Ha odepe-
Ju 06pa3oBaHue ¢ TpUMEHEHHEM 3aTIHCaH-
HOTO W MHOTOKPaTHO OTKONMPOBAHHOTO
JJIEKTPOHHOTO KOHTEHTa, MHGOpMAIMOH-
HOe 06CTy:KuBaHUe Ha 6ase TIepCOHANTU3Y-
POBAHHOTO 3aIIpOCa, & TAKXKE TeIeBUeHYE,
OCHOBAaHHOE Ha MH/VBU/YaJIbHOM KOHCTDY-
MpOBaHUU 3QUPHOH CeTKU, ¥ MH. .

[ToMUMO BIUSHUA Ha Ka4eCTBO YCJIYT,
C KaXZABIM TOZOM pacUIUpAETCA TaKKe
CITUCOK OTpaciell, B KOTODEIX HOBBIE TEX-
HOJIOTUU TIO3BOJIAIOT IIPEOZONETh Tep-
pUTOpUAIbHBIE OTPAHUYEHUS, KOTOpHIE
paHee OBUIM B L[EJIOM XapaKTepHBI [JIst
YCIYT KaK OTpaciy. YCIYTH, KOTOpHIE
paHbllle CYUTAIUCh B IpPUHIUIE «He-
9KCIOPTUPYEMbIMU» U MOITIA OBITH OKa-
3aHBl TOJBKO IIPU «OYHOM» B3auMOZei-
CTBUM C KJIHeHTOM (4To Tpe6oBaso A
3TOTO Pa3BEPTHIBAHUSA COOTBETCTBYIOIIEH
UHOPACTPYKTYPHI), CETOAHS IIPEOsoIeBa-
10T reorpaduieckue 6Gapbepbl. Biarozaa-
pA BUZIeOKOHMEPEHIMAM IIpenosaBaTeIn
yke MOTYT IPOBOZUTH YPOKH B J00OOH
TOYKe MUpa. Bpauu B pa3BUTHIX CTpaHax
yKe OLIYIIAI0T KOHKYPEHLUIO C OKasbl-
BAaIOIIVMU OHJIAMH-KOHCY/IBTAllUN MeHee
JOPOTOCTOSIIIMMY, HO He MeHee KOMIIe-
TEHTHBIMU CIIe[UANINCTaMY, JKUBYIIVMU
B CTpaHax TpeTbero Mupa. HoBsle Mozenn
ayTCOpCHUHra YCJIyT, CO3JaHHble Oaro-
Zlapsi HOBBIM TEXHOJIOTHAM, YXKe cAeaiu
TUNWYHON INIPAaKTUKy pasMemienus call-
[IeHTPOB, OOCTY)XUBAIOIIUX IIPOXKUBAIO-
mux B CIIA v B BeuKko6puUTaHUU MO-
Tpebutenedt, rae-Hubyap B Mymbae umu
Banrainope. Bcé aTo HoagepxkuBaeTcs co-

1 Oner TuHbKoB: HuTb No cpencTeam // CBoit GusHec. —
2009. - 6 mapTa.

Co6epbaHk coxkpaTui 6osiee 6,5 ThIC.
PaboOYHX MECT B OTJEJIEHUSIX
Mockssl u CaukT-IleTepOypra

U 00HOBPEeMEHHO NPOBEN meHOep

HA NOKYNKY HOBbLX OAHKOMAMOos,

a k 2014 2. nraHupyem 3aKynumas
27 mulc. 6aHkomamos.
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Puc. 1. I3mMeHeHue cTeneHn BANAHUA YeNoBeKA U TEXHONOMUKU Ha pa3nunyHblie BUAbl PO3HUYHbIX yCnyr
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MeOULIMHCKME yCnyru .

obpasoBaHue .

BPEMEHHON  CHUCTeMOM  6e3HaTUYHBIX
pacuéroB. B Hamiell cTpaHe, Hampumep,
TaKOW KauyeCTBEHHBIM CKAaY0K HEJaBHO
nepexxuia YyKoTKa, re ObLTH ITHUPOKO (U
OTYaCTH IPUHYAUTENHHO) BHEAPEHHI IIIa-
CTHUKOBBIE KapTOuku. HeoCTymHbIE U3-3a
reorpa¢uyuecKoil yAANEHHOCTH YCIYTH
CTaqyu AOCTYIIHBI JKUTEISAM OTAANTEHHBIX
MOCEKOB, HE TOBOPA YKE O TOM, YTO U3-
JEP’KKY Ha IOCTaBKY HAJIMYHOCTH «B TYH-
JpY Ha BepTOJETe» CHU3WIUCDH B JIECATKU
pas. B ob1em, 6arogapsi BHeAPEHHUIO HO-

BnusiHue YenoBeka Ha 6Gu3Hec-npoLecc NpefocTaBAeHUs yCnyru

BBIX TEXHOJIOTUH BCE YCIYTH, CBA3aHHbIE C
nepezaveii napopmanyy, a He ¢ pusmnde-
CKUMH paboTaMHy, MOTEHIUAIbHO MOTYT
OBITH SKCIIOPTHO NPUTOAHBIMU.
ABTOMaTM3anuAa YCIyT IpPUBEET K
KapAUHAIbHOMY U3MeHeHHI0 Ou3Hec-
Moziesield BO MHOTHX YCJIYTOBBIX OTPACifX,
YTO 3HAYUTENBHO TIOBJMAET HA KIFOYeBbIE
baKTOpEl cepBHCAa U KadecTBa OOCIYKU-
BaHUA KJIWEHTOB. MBI JBIDKeMcS K BCE
60JIbIIEMY BIUSHUIO UHPOPMALUOHHOM U
TeXHU4YecKol MHQPaCTPYKTypHl U 3aMeT-

HOMY CHIDKEHMIO BIMSHUA IlepcOHaIa Ha
Ou3HeC-TpollecC OKa3aHusA yCIyT. Bmecto
COTPYZHUKOB MHOT¥E OIepanuu ¢ uHop-
MAaIMOHHOHN CHCTeMOU GyAyT AenaTh mpo-
[BUHYTHIE II0Ib30BATENH, KOTOPbIE TOTOBEI
IIOBBIIIATE COOCTBEHHbIE HABBIKU B 0OMEH
Ha CHIDKEHHe CTOMMOCTH YCIIyT.

Hmkxe MBI pacCMOTPHM, KaK IO Mepe
aBTOMATH3alUK BUAOM3MEHATC KITIOYe-
Bele (AKTODHI, BAMAIOLIME HA CEPBUC U
KauecTBO OOCTYKMBAHUA B PA3HBIX THUIAX
ycIIyroBoro 6usHeca.

KapTouHbie nnaré;xHbie
CMC'I:.EMbI n Tepmuyanbl
npuemMa njnaTexxemum

KimroueBsble $paKkTOphI Ka4ecTBa ITOTO Cep-
BHCA BKJIIOYAKOT: Oecriepe6oitHy0 paboTy
BCell CHMCTEMBl B MOMEHT OIIaThl CYETa
(6e3 paspelBa TpaH3aKUUN U 3a€PKKU
IwiaTexeil) ¥ 6e30IaCHOCTb PACKPHITHUA
MmepcoHaNbHOU

uHpopMaLuKu
nepes IUIAaTEX-
HOW cUCTeMOH
(a1 oHnadH-
IUIaTeXXel depe3
IeOUTHBIE 70058
KpeAWUTHBIE  Kap-
TOYKH), BO3MOX-
HOCTh OBICTPO HC-
IPaBUTh OIIUOKM
OpU HEBEPHO IIpoO-
U3BEJEHHON  oOIUIaTe
U «IIaroByl0 JOCTYII-
HOCTb»  TEPMUHAJIOB.
Cepbé3HBIMU  yTPO3aMHU
Pa3BUTHIO ITO-

ro OusHeca

ABIATCA

6pemu B Tex-
HUYECKOM  3aluTe
TepCOHANBHBIX  JAHHBIX
IUIATENbIINKOB, IIHPOKOMAC-
mTabHEIE CIyYar MOLIEHHUYeCTBA
OTCYTCTBYE IIOMOIIY B ONIEPATHBHOM HUC-
TpaBjieHnuH OmMMUOOK. B GyAyieM TOUKO
OTIpaBKU IUIATEXel CTaHyT MOOGHIBbHBII
TeehOH M KOMIBIOTED MOJb30BATENA.
O6BEM HATUYHOCTU B 060POTE CHUBUTCA
(3TO B TOM 4YHMCJIe TIOBIUAET HA YKpeIe-
Hue (QUHAHCOBOM M HAJIOTOBOM JMCIHU-
IUIMHBI No/b30BaTesel). Takue cepBUCH],
kak Google Wallet, mo3Bossionue ora-
YMBATh IOKYIKY B Mara3uHe 4yepe3 CMapT-
boH, ABIAIOTCA EPBEIMU IIATaMU B 3TOM
HaINpaBJIeHNHU.

MHTepHeT-MaraBHHbI

M 6U3HeChI C BbICOKOM
AONeN OHNAUH-NpoAaXK

B 3TOM CeKTOpe KJIIOYEBBIM (GaKTOpOM
KaueCTBEHHOTO CepBHCa fABISETCA cama
OW3HEC-MOJIeNb YCIYTOBOM KOMITaHUH.
OHa Zio/kHa OBITh BHICTPOEHA TAK, YTOOBI
10 BCe 1[eNoYKe He ObII0 cO60eB: HU3Kast
IeHa, TWwioc 3QdeKTUBHAA JOTMCTHKA,
IUTIOC TaPAaHTUH KayecTBa (4TO HEIPOCTO

[IpY HU3KUX [leHax), IUII0C TUOKIEe Bapu-
aHThI JOCTABKU, yAOOHbIE TOTPEBUTENIO.
JlocTaToYHO OZHOMY 2JIEMEHTY STOM Ije-
IIOYKM OKa3aThCsl HeaJleKBaTHBIM, U II0-
TpeOUTEeNU IepecTaHyT oOpaIlaTbCs K
KoMIaHuH. B 6yaymem atoT 6usHec 6yzer
doKycHpoBaThCA Ha IPeOCTaBIEHUH KaK
MOXHO 00jiee HIMPOKOTO acCOPTHMEHTA

4yepe3 eMHYI0 OH-

IPOAYKIMIO, KOTOpEEe Amazon Ipezsa-
raeT IOKyIaTeasaM, HIKe, 4eM Ha odu-
L[MATbHBIX CaliTax e€ IOCTaBIIUKOB.
OxHoBpeMeHHO Haubonee 3¢pdeKTHB-
HBEle KOMIIAaHUY HAYMHAIOT CTPOUTH CH-
CTeMBI aHaJIM3a IOKYIOK U IIPOCMOTPA
web-cTpanu1 kn1ueHTaMu, GopMuUpys A4
HUX IIepCOHaJIbHBIE IIpeAsoxeHuda. Hu
OZHA KJIaccUYecKass PO3HUYHAsA CETh He
UMeeT TaKMX BO3MOXXHOCTEH IJIS «Ilep-
COHUGUKAIUM» CBOETO IPeIOKeHs,
KaK OHJIAaMH-MarasuHel, obJajamomue
TIOJTHOM CTATUCTUKOM MOTPEOUTETHCKOTO
TIOBeZIeHNs U CIOCOOHBIE UHAUBUIYaIb-
HO «HACTPOUTh» IPeJIOKEHNE IO Hau-
6oJiee MHTEPECYIONINM KJINEHTa TOBA-
paMm. Ha ToBape-Mapkepsl (Te, 4TO
yacTo GUTypHpPYIOT B 3aKade KJH-
eHTa) OHJIAMHOBHI MarasuH Mo-
JKET JaTh KJIMEeHTY IePCOHAIBHYIO
CKUJKY, KOTOpas HOATBEPIMT,
YTO NOJb30BAHUE 3TUM CEpPBU-
COM MPOZOJKAET OCTABATHCA
[ KiIMeHTa Haubosee BHI-

HekoTopsble OHIaliHOBbIE MarasuHbI,
II0JIb3YACh T€M, UTO IIPU YAAJIEHHOU
MOKYIKe «IIOLIyNaTh» TOBap HeJb34,
UCKYCCMBEHHO c030arom

Yy nokynameaseii 3a8blULEHHbLE
npedcmasneHus o kauecmae.

JIAHOBYIO ILTOLIAJKY. DKCKIIO3UBHOCTD
OTHOIIEHUH C TIOTpebUTENEM MO3BOMAET
YCIyrOBOM KOMITAHUM TIOJIy4YaTb CKUAKU
OT JpPYrUX IOCTAaBIIVKOB M CYIIEeCTBEH-
HO YCKODSET I NOTPebuTesIs BCIO Ipo-
Ieaypy 3akasa. Ye CerofHA HeKorZa
KHWKHBIM OHJIafH-MarasuH Amazon B
CIIIA npozaét npogykiuio 6oiee ueMm 80
TOBApHBIX IPYII, IPH 3TOM IIO3BOJAET
HCIIO/Ib30BaTh CBOM MHTepdeiic ansd mo-
HCKA BCEBO3MOXKHBIX TOBApOB Y APYT'HX
IOCTaBIUKOB. LleHBl Ha «CTOPOHHIONIO»

rogublM. Takylo CHCTeMy, HampumMmep,
COBCEM HeZIaBHO BHeJAPWI KpyMHeWmui
B MHUpe OHJIaMH-TIpo/iaBel] aBUabUIEeTOB
Expedia. OHa ympaBifeT MHAWBUAYalb-
HBEIMH JUCKOHTaMU ¥ ”HGOPMHUPYET KIIH-
€HTa O JIbIOTaxX Ha aBUaOWIETHI 110 MapI-
pyTaMm, KOTOPBIMU TOT UHTEPECOBAJICA.
[IpenATcTBUEM JJII PAa3BUTUSA CEPBUCOB
OHJIAIHOBO¥ TOPTOBJIY OBBIYHO CTAHOBUT-
¢ pacmpocTpaHEHHas MPAKTUKA «BEP-
THUKaJbHOU» OTBETCTBEHHOCTH BHYTPHU
KOMITaHUH 33 BeCh Mporiecc 06paboTKU U
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06CTy)KMBaHUS KJINEHTOB BMECTO TOPH-
30HTAJIBHOM, «KPOCC-QYHKIMOHATbHON»
IIepCOHAIbHOM OTBETCTBEHHOCTH 3a Kaye-
CTBEHHOE BBHINIOJIHEHHE KaXXJOro 3akasa.
VIMeHHO 3TO IUIOAUT HETOYHOCTb KOM-
IUIeKTaIluH, OMUOOYHEIE PACUETHI BpeMe-
HU ZIOCTaBKU 3aKa3a, c60M B JIOTHCTUKE.
Kpome Toro, HeKOTOpEIE OHIAWHOBLIE Ma-
rasuHbl, II0Mb3YACh TEM, YTO IIPH yAAIEH-
HOI TOKYTIKE «IIOIyIaTh» TOBAp Hesb3d,
UCKYCCTBEHHO CO3[al0T y IOKylarenei
3aBHILIEHHBIE TIPEJCTABIEHNA O KAYeCTBe.
Jlna Hamre#l cTpaHbl XapaKTepHAa M TakKas
npobiemMa, KaK HeBO3MOXXHOCTb BEPHYTb
HeNOHPAaBUBIIKICA HNOTPEOUTENIO TOBAp
B TEeYEHUE OINpeZeN€HHBIX 3aKOHOM 14
JHel: Kypbepckas ciIyxba HHTepHeT-
MarasvuHa He Bble3)KaeT K pasTHEBaHHOMY
KJIMEHTY, a UHOTZA CKPBIBAETCA U CaMo
MECTOHAXOX/JeHHue MarasuHa. Bcé aTo
TpebyeT CylleCTBEHHOI0 U3MeHEeHU HOp-
MaTHBHOM 6a3bl OHJIAITHOBOM TOPTOBJIHU.

Mo6unbHan cBA3b

MU MHTEpHEeT-npoBalaepbl
KoMnauuio cBA3M HOTpeOUTENH LEeHAT
B IIepByl0 ouepesb 32 KadeCTBEHHYIO
CBA3b B JI06OI reorpaduyueckoit Touke,
KOTOpasg yKa3aHa Kak 30Ha YBEPEHHOTO
npuéMma, 3a YETKO pabOTAIOIIYIO CUCTEMY
OGWLTHHTa, KOTOpas He A0IyCKaeT 06Ccué-
Ta I0TpebuTeNel, MUPOKYIO IMHEHKY Ta-
pudHBIX IVIAHOB ¥ BO3MOXXHOCTb BEIOPATh
TOJ CBOM IOTPEGHOCTH ONTHMAJbHYIO
KOMOMHAIWIO yCIyr. B GyAymem oljeHKa
KayecTBa paboTH KOMIIaHUU OYAET OCHO-
BEIBAThCA Ha yA0OCTBE IpeloCTaBIeHUs
KJIMEHTY KOHBEPIeHTHON YCIyTH CBA3U
(TenedoHHass MecTHasg CBA3b, AaNbHAA
CBAA3b, BUAEOKOHOepeHIUH, VIHTepHerT,
TeneBuzieHre, VoD u T.1.) depe3 oguH
CYET U TEXHOJOTUYECKYIO0 IIAaTGOpMy C
BO3MOXKHOCTBIO YaJIEHHOTO YIPaBIeHNA
BCEMH CBOMMHU yciayramu. Cerogns 6yp-
HOe pa3BUTHE TEXHOJOTMH CBA3U 4acTO
coba3HAET ONEePaTOPOB BBOAUTD Te K
VHble TeXHUYeCKUe HOBUHKHU HeJOCTa-
TOYHO OT/IA)XEHHBIMH, YTO BBI3BIBAET pa-
304apoBaHKe KJINeHTOB. C HaKOIIEHHEM
TaKUX pa3odapoBaHUH U ¢ yCIOXHEHUEM
aJITOPUTMOB MOJIb30BaHUA KOMIAHUIAM
CBA3M CTAHOBUTCS BCE TpyAHee yOex-
JaTh KJIMEHTOB BOCIOJNB30BATbCA TOU
WM WHOW HOBOM yCIyrol, M 3a4acTyio
eJUHCTBEHHEIM apT'yMeHTOM CTaHOBUTCA

KoMmmaHu1Io CBSI3U MOTpeOUTEU
IIEHAT B IIEPBYIO o4Yepeb

3a KauecmeeHHY10 €853b 8 110001l
zeozpaguueckoil mouke.

6ecriepCreKTUBHBIN C TOUKY 3peHUs OuU3-
Heca AeMIUHT. [Toka B Hauleil cTpaHe He
peasn3oBaHa BO3MOXXHOCTb COXpaHEHUs
HOMepa IIpU CMeHe OomepaTopa, MHOTHE
KOMIIAaHUM CBSI3U MPOAOJDKAIOT JAaBaThb
cebe o61a’KKy, OCHOBAaHHYIO Ha TOM, UTO
6OJBIIMHCTBO A60OHEHTOB He W3MEHAT
CBOI HOMED ¥ OCTaHyTCA UX KINEHTaMHy,
HECMOTpsA Ha HeJOCTAaTKU O6CIyXUBa-
Hus. TeM BpeMeHeM PUCK CHIDKEHUS OKY-
[IAeMOCTH BJIOKEHUH B TEXHOIOTUIECKOE
pa3BUTHE CeTell POAOIKAET PACTH.

ABnaxkoMnaHum

[naBHeNmuil KpUTepuil KadecTBa pa-
60TBl A1 0001 aBUaKOMIIAHUU — 3TO
6e3omacHOCTb oyeTOB. Ilo MmokasaTenio
aBuanpouciecTBUH Ha 1 MJIH TepeBe3éH-

HBIX IIacCaXMPOB pOCCHUiicKad aBUaIUA
HaxOJIUTCA Ha YPOBHe cTpaH AQpUKH.
XoTs cerofHs MHOTO rOBOPAT 06 ycTape-
BAaHUU aBUALIMOHHOTO IIapKa CTPaHbL, 32
noziaBAoniee OOIBIINHCTBO aBUAIPOXIC-
mecTBUH B PoccHM OTBETCTBEHHBI JTIOAY,
a He TeXHUWKAa. 3HAYUTEJNbHYI0 4YacTb
PHUCKOB MOXXHO IIPEeJOTBPATUTH 3a CYET
VHBECTULIUN B IIOATOTOBKY JIETHOTO CO-
cTaBa ¥ KBaTUGUIMPOBAHHBIX MH)XXEHe-
POB, CHIDKEHUA Harpy3Ky Ha SKUIIAXKU U
obecrieyeHUsA HOPMaIbHONW HHPPACTPYK-
TYPBI AT HUX.

CerogHs nIpy BEIOOPE aBUATIEPEBO3YH-
Ka [MOTpeOUTeIAMY YIUTHIBAIOTCA TaKUe
bakKTOpBl, KaK OTCYTCTBHE CHCTEMHBIX
3aZiepKeK peiicoB, dKCIUIyaTanus yzob-
HBIX /Il TACCAXXUPa BO3ZAYLIHBIX CYZOB,

KOHKYPEHTOCIIOCOOHBIE I[€HBI, OTKa3 OT
WX 3aBBHILEHHUA Ha MOHOIOJBHO 06CTy-
KUBaeMbIX Mapupyrax (0co6eHHO Ha
JanpHem Bocroke, B Cubupu u Ha Kpaii-
HeM CeBepe, IZle HET aJbTePHATUBHBIX
BUJIOB COO0IeHuUs), yA0OHAaA opraHu3a-
U IEPEBO3KYU MacCaKUpoB (perucrpa-
Vs, B3aUMOZEHCTBUE C TaMOXEHHOM
Y MOTPaHUYHOU ciyx60#, ciyx60# 0-
cMoTpa, (GUPMEHHBIH a3pPOMOPTOBBII
cepBHC, IIOCaZiKa U BbICafKa, NUTaHUe,
y6opka cyzaHa U Ap.), Ipojaxa 6uieToB
Yepe3 pasIUYHBIX IPOBaHIepoB, obecte-
YUBalOWas KJIMEeHTY BO3MOXXHOCTb yZ006-
HOro BEI6ODA (OT IOKYIKH JIeKTPOHHO-
ro Omwrera 4yepe3 VIHTepHET ¢ OILIATOH
II0 KpeAUTHOW KapTe A0 OOBIYHOM BHI-
MUCKM 6uieTa B Kacce aBUAKOMIIAHUM
WIN areHTCTBa), IIHUpOKas reorpadusd
nonéToB M yAOoGHOE paclucaHue BbLie-
TOB, IPUOBITHI U CTHIKOBOK, 3pHEKTHUB-
HBEIH KOHTDOJIb HaJ ABIKEHNEM Oaraxa.
B Gyaymem 6yayT BaKHBI HECKONBKO
apyrve GakTOPH: yMeHHE COXPaHHUTb
mapaMeTphsl 6e30MacHOCTH IOJETOB U
IpUEMJIEMOTO KadecTBa OOCIYXUBaHUA
IIPU TOTAJbHOU IIeHOBOM KOHKYPeHINU
(zaBneHue low-cost mepeBO3YMKOB) 3a
cuéT 3QdeKTUBHON SKCILIyaTaluu BO3-
JVIIHBIX CYZOB U TIPOTPaMM CHIDKEHUS
U3JepXKeK, OCHOBAHHBIX HA YMeHbIIEHUN
KOJIMYECTBA COTPYAHUKOB, TOTOBSIIIX
IOJIET BO3AYLIHOTO CyZHA, IPYU BEICOKOH
JacToTe II0JETOB; YMeHHEe Ha JeMIIMH-
TOBOM pBIHKE COXPaHUTh KaveCTBeH-
HBIN CEPBUC TIPU JOCTYMHBIX IleHax (Kak
ceiiyac 3To yzaéresa Singapore Airline,
Emirates, Qatar Airways, Virgin) u BHU-
MaTeJbHOE ¥ OllepaTHUBHOE HCIIONHEHUE
IIepCOHAIbHBIX 3aIIPOCOB I1ACCAKUPOB.

YTo6BI JOOUTHCI ITOT0, OTEYECTBEHHBIM
aBHAKOMIIAaHUAM IIOTPeOyeTCs BHITPABUTh
TaKyl0 IPaKTHKY, KaK 3aZiepXkka peiicoB
U 3aMeHa 60pTOB 6e3 0OBABIEHNUS Bpasy-
MUTETbHBIX IPUYKH, OTCYTCTBUE 3a60THI O
HaccaXXyupe B CIy4asx HPOLOKUTENBHBIX
3aJlepiKeK, HaIUleBaTelbCKOe OTHOIIEHHUE
K IponaxkaM Oaraxka, mpogaxka OWIeToB B
KOJIM4YecTBe, IIpeBbIAoeM KOIUYeCTBO
MECT B CaMOJIETe, UTHOPHPOBAHHE OCOOBIX
HYX[, OTZENbHBIX KaTeropuii Iaccakupos,
Y, HaKOHell, CKBEPHOE B3aUMOZEHCTBUE
Mexzay coboii, BEITEKaloIllee 13 KaTeropy-
JeCcKOro He)XelaHUs llepeZlaBaTh IIacCaKu-
POB KOHKYPEHTaM.

AsponopTbi

KitoueBbM  paKTOPOM KadecTBa YCIyT
a’poIopTa CErofHA fBJAETCI COBPEMEH-
HBIH YPOBEHD PA3BUTHUA €TI0 HHPPACTPYKTY-
pbl. Criricok 6eckoHeueH: TapKOBKY MaIlIMH
Ha TIPOZIOJDKUTENBHOE BpeMs, yI06CTBO pe-
TUCTpALNH, MPOXOXKAeHHe OQUIMaTbHBIX
HPOLIEAYP, TOPTOBLIE YCIYTH U TUTAHUE IS
MACCAKUPA, TyasIeThl, KOMHATHl I Kype-
HUf, CHCTeMa MHAVKAIWHY, TT0Ca/iKa/BEICa-
Ka 4epe3 TeIeCKOIIIIeCKHH Tpall, IIpOU3BO-
JUTeNbHAs CHCTEMA 3arpy3Ku/BBITPY3KU
6araxxa, TapKOBKa /i1 BCTPEYAIOLINX, pas-
Hoobpa3sue myTell MHoAbe3sa/oTbe3a B/
13 asporopTa (Ha MamrHe 6e3 Mpo6oK, Ha
aBToOyce OT OMVDKaWIeld CTaHIMU METpPO
WIK 3eKTPUYKY, Ha >KeIe3HOZOPOXKHOM
9KCIIpecce, Ha TaKCH, Ha apeHZOBaHHOM
MarivHe, Ha VIP-MoOTOLMK/Ie B 06X07 Mpo-
60K U T.[.), KauecTBeHHasa U Gecriepe6oii-
Hasg pabora MHQPOPMAIMIOHHOM CHUCTEMBI,
addekTrBHAsA cucTeMa 6e30MACHOCTH U
T.J. BaxkHBI Takke Apyxenobue u mpodec-
CHOHATU3M IIepCOHANA, KOTOPHI TOTOB
TIOMOYb TTaCCAKUPY PELIUTh IPOOIEMBI U
OKa3aTh MOCIIBHYIO IOMOIIb.

Jlo Toro MOMeHTa, KOrza IIacCaKup
CAZIeT B KpecIo caMoniéra, OH obliaercs
C TpeACTaBUTENSIMHU CIYKOB YIaKOBKH
Garaka, pervcTpalyii, TaMOXHH, IIOTpa-
HUYHOM Cy:KOBI, GE30MacHOCTH, IMOCa-
KU, a TaKke C mepcoHaioM kade, 6apa,
MarasyHa OecIONUIMHHOM TOProBIY U T.J.
[IprreTeBIINi TACCAKUP TaKXKe 0bIIaeTcsa
1 co cIy»k06011 BBIZIaYM U TIOKMCKa, TIPeACTa-
BUTEJIMH TPaHCIOPTHHIX CIyk6 (Takcy,
apeHZBl aBTOMOOWIe) U Ap. XOTs He Bech
3TOT [IepCOHAJ OTHOCUTCS K YIPABIAIOLIEH
a3pOINOPTOM KOMIIAHWH, OHa, 6e3yCI0BHO,
ZIOJDKHA BMEIUBAThC B ONTHMH3AILHUIO
ero paboThl B MHTEPECAX MacCaKMPOB.

B GyzayiieM ypoBeHb pa3BUTHA WHpa-
CTDYKTYPBl a3pOHOPTOB IIOBCEMECTHO IIO-
BhIcUTCA. CerofiHa poCCUICKYIE adPOIIOPTHI
paccMaTpUBAIOT B KAYECTBE CBOETO [MIABHO-
T'0 KJIEHTa aBUAKOMITAHUU U C 3TOM TOUKH
3pEeHUsI MOT'YT TI0JIaraTh, YTO UMEIOT JIeNI0 C
MaCCAKUPAMHU JIMIIb ONOCPEAOBAHHO, IO-
CKOJIBKY KJIMEHTHI BHIOUPAIOT HE a3pOIIopT,
a aBUAKOMIIaHHUIO. JTO, OZHAKO, He MelllaeT
aspoIopTaM yCTaHABIUBATH CTABKy a3po-
TIOPTOBBIX C60POB, MHOTZA TPEBHIIAOINIYIO
nieHy aBuabwieta. TakuM 06pa3oM, OCHOB-
HBIM (aKTOpOM CepBHCa IS adPOIOPTOB
Oyzer sABaATbC 3(QPEKTUBHOE B3aUMO-
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BaxxHbI TaKxe
pyxentooue

U npodecCuOHAIN3M
IepcoHaIa,

KOmopbulil 20moe
NnoMoub naccaxicupy
pewums npobaembl

U 0Ka3ams NOCUNbHYIO
nomousp.
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KiroueBsIM pakTOpOM KauecTBa
YCJIYyT a3PONOPTa CETOAHS SABJISETCA
COBpeMeHHbI! YypPOBEHb Pa3BUTHUS
ero uHQPacTPyKTyphl.

B mom uucne pasHoobpasue nymeil
nodse3da/omse3da 8/u3 aaponopma
(nanpumep Ha VIP-momouuxne

8 06x00 npo6oK).

JIeMCTBIE ¢ aBUaKOMIIAHUEH-KINEHTOM II0
COBMECTHOMY KauyeCTBEHHOMY OOCITyKU-
BaHUIO maccaxupoB. CaMocTosITeNTbHas
PerucTparys Ha peichl TaccakupoB Yepes3
TepMUHaJIbl 6e3 obpalleHus Ha Kiaccuye-
CKU€ CTOWKU PErMCTPALMH TTO3BOJIAET CHU-
3UTh PacXOfBl a3pONOPTOB HA IIEPCOHAJ,
a TaKkKe YBEJIUYUTH TPOIMYCKHYIO CII0CO6-
HOCTb «BO3ZIYIITHBIX BOPOT». B aTHX mporiec-
cax HauboJIee MpeyCney ATIOHIbI K aMEPH-
KaHIIbl, 3aMEHUB THICTYH COTPYAHUKOB Ha
cToMKax perucrpanuy. B finonuu mocagka
TIACCKMPOB BOOOIIE POUCXOAUT 6e3 y4a-
CTHUA TIepCOHAIa — OHU CAMU TIPOKaThIBAIOT
Yepe3 TYPHUKETHI [I0CA[0YHbIE TATOHBI, KaK
Ha IUIaTHOM aBTOCTOSIHKE.

ABTO3anpaBKu

KavecTBo TorUMBa B PoccHUM HEOAHOPO/-
HO, TO3TOMY OHO OCTa€TCA KJIIOUEBBIM
daxTopom koHKypeHiuu A3C. [ToTpebu-
TeJM CTApalOTCs He MEHATh 3alpaBKy,
€CcIM KayeCcTBO TOIUIMBA Ha IIOCTOSHHO
mocemaeMoil A3C ocTaeTcs CTaOWIbHBIM.

JlononHuTeNbHbIe yeIyTy (MarasuH, oIia-
Ta KapTOUKOH, 3amlpaBIUKH, TyaieT) He
HMEIOT 3HauyeHUs, eCld Y BOAUTENA eCcThb
COMHeHUsI B KayecTBe ToIUuBa. OIeHKa
yeayr Ha A3C, TakuM 06pa3oM, OKasbl-
BaeTcsi OOYCJIOBIEHHON CyObeKTUBHBIMHU
OIIYIIeHUsAMYU BOAUTENIA OT Pa3rOHHOM /u-
HaMUKH aBTOMOOIA TTOCIe 3alpaBKH. JTO
OYeHb OTIMYAeTcA OT MOJEIM KOHKYypeH-
LMY Ha 3anaze, Ije JOCTUTHYTO PAaBHOBHI-
COKOe KauecTBO ToIuinBa. Tam A3C KOHKY-
PUPYIOT 32 CYéT KadecTBa OOCIyKUBAHUA,
cepBrcoB Ha A3C U crieliMaabHbIX LIeH A
IIOCTOSTHHBIX OTpebuTeNel.

I[TosTOMYy CerofiHA KpUTeprueM KadyecTBa
yoIyT Ha oTedecTBeHHBIX A3C ABisieTca Ha-
JIMYMe B aCCOPTHMEHTe TOIUINBA [Iyb6oKOH
niepepabotku. COOTBETCTBEHHO, HoJee IIu-
POKHII acCOPTUMEHT IpezrosaraeT OoJb-
IIee KOJIUYECTBO Pe3epByapoB U KOJIOHOK.
ABTOMOOWIHCTHI OLIEHUBAIOT 3TO KaK IOA-
TBEP)KZIEHHe TOTOBHOCTM KOMIIAHUH Je-
JaTh 6osiee cepbE3Hble KAUTAIOBIOKEHNA
¥ pa3BuBath HHPpacTpykTypy A3C. B 6yxy-

II[eM FOCPEeTYINPOBaHIE OTPACIH 6YET BO3-
pacTaTh, HHBECTULINY B HedTenepepaboTKy
C KaXJbIM TOZOM OYAyT yBEIUYHBAThCA,
IapK WMHOCTPAHHBIX aBTOMOOWIEH, dYyB-
CTBUTEJBHBIX K KAYECTBY TOPIOYETO, TAKXKE
OyZeT pacTH, II03TOMY IIOCTEIIEHHO Kaue-
CTBO TOIUIMBA B OOJIBIIMHCTBE ceTeil 6yzeT
BhIpaBHUBAThCA. CeTH 6yAyT KOHKYPHPO-
BaTb NEPCOHANBHOM IeHON AJIA JOAIbHBIX
ToTpebuTeNel (CKUAKY 3a YaCTOTY ¥ 06bEM
3aIpaBoK), KaueCTBEHHBIM GUPMEHHBIM TO-
IUIVBOM U OOIIMPHBIMH I0TIOTHUTEIbHBIMHU
yeayramu. KOHKYpeHTHBIi PIHOK TOTUTHBA
Xopolero KayecTa B OyAyIeM MOBIEYET
LIeHOBYI0 60pBOY, uTO 3acTaBUT ceTH A3C
PEIbHO CHIDKATh U3JEPXKKU. YKe ceiyac
B CIIIA u EBpore cymiecTByeT OrpOMHOE KO-
JIMYECTBO 3aIIPaBOK, KOTOPBIE ZiepyKaT [ieHb
Ha TOIUIMBO HWKe KOHKYPEHTOB, HO TPH
3TOM He UMeIOT HU MOMellleHus /11 KacCkl,
HU 0OCTY>KMBAIOIIETO TIEPCOHANA: B 0OMeH
Ha HU3KYIO LieHy KJIWEHT JOJDKeH 3alUTh
TOIUIBO CAMOCTOSATENBHO U OIUIATHUTH ero
KapTOYKOH WIN HAIMYHBIMU Yepe3 TepMu-
HaJl TpUéMa IUIaTexet.

Pasymeetcs, Ipy IepeHOCe aKLEHTOB C
accopTHIMEHTA Ha Ka4eCTBO OOCTy)KMBAHUA
Takve omvoku cepeuca A3C, Kak HEJONUB
TOIUINBA, /UIUTENbHblE IIeDECMEHKU IIpH
cmvBe 6GeH30BO3a, OYepesy B Kaccy, Ipo-
CpOUYeHHbIe IPOAYKTHI B MarasuHe npu A3C,
TIOZICOBBIBAEMEIE CIIEIIAIEMY TTOKYTIATEIo,
¥ TOAOOHBIE Orpexu OyAyT YCTPaHATHCA.
Kpowme Toro, muorue A3C, BeposATHO, IpU-
JleTcsl CephE3HO PEKOHCTPYMPOBATh, Jenast
6otee yI0OHYIO IUTAHUPOBKY U HOZBE3HbIE
TIyTH paZiyl yCTPaHeH!s odepesieit.

baHKu

KitoueBble (aKTOPBl KAayeCTBEHHOIO Cep-
BHICA B 3TOI OTpaciu — GasaHC HaLEKHBIX
TEXHOJIOTHH, KBaTU(HULIPOBAHHOTO 0BCIy-
JKUBAIOLIEr0 IIepCOHANa M MeHe[KMEHTa,
KOTODBIIf OTBETCTBEHHO IMOAXOAWUT K WHBeE-
CTHPOBAHUIO CPEJCTB, CTaBf BO IVIABY yIia
rapaHTiy BO3BPATHOCTA WHBECTULMU U
CPEJHIOI0 HOPMY [O0XOZd Ha BJIOMKEHHBIN
karnuTan. OTHOLIEHHe TOTpebuTeNel K 6aH-
KaM B Poccuu moxoxke Ha OTHOIIEHHE K BbI-
60py aBTO3aTpaBOK. JIyis1 GOBITMHCTBA BaX-
HO yOeauThCs, YTO OaHK HaIEXKeH, a TaKue
KPUTEPHH, KaK JOXOZHOCTb, pasHooOpasue
[POZYKTOB, PUBJIEKATe/bHEIE YCIOBHA, Ka-
YeCcTBO M pa3HOOOpasue cepBuca, yA0OCTBO
MHPPACTPYKTYPhI, — BTOPUYHBL. TakK Kak C

K&KZBIM TOAOM KOMIIBIOTEDHAS IPaMOT-
HOCTb POCCHSH TIOBBILIAETCS, 3HAYUTETbHAST
YacTh ZIOXOZOB BHIIUIAYMBAETCS B Brjle O€3-
HAIMYHBIX CPEZCTB MOCJIE TIOJIHOTO HA/IOro-
006JIO}KeHVIAA, TI03TOMY TIOTPEOUTENN TOTOBBI
He TPaTUTh BPeMs 1 HEPBHI Ha IOCEIIeHIEe
6aHKa ¥ TIPEATNIOYUTAIOT YIIPABIATH CBOMMU
¢duHaHCAMU Yepe3 YIAIEHHBIE TEPMUHAIBL.
TlockonbKy (usndeckoe mocelieHrue OaH-
Ka Hen30eKHO CBSI3aHO C TeM, YTO KJIMEHT
TepsieT BpeMs (a o4epeisM CIOCOOGCTBYIOT
HECOOTBETCTBYIOIIAsA KOJINIECTBY KJINEHTOB
MHOPACTPYKTypa, HEPasBUTOCTh, C1abOCTh
Y HU3Kas [POM3BOAUTENBHOCTh ABTOMATHU-
3UPOBAHHbBIX CHCTEM, HU3Kas KBaTH(UKa-
st OOC/IY)KUBAIOIIETO MEPCOHAJIA, OIPOM-
HOE KOJIMYECTBO MHCTPYKLHI U TIPOLIECCOB,
Tpe6YIONMX COMIACOBaHUA), MaciITabHas
aBTOMATH3ALMs KJIMEHTCKOTO CEpPBHCa — 3TO
o0IeMrpoBasi  TeHAeHIWsA. UHCIIEHHOCTh
«II0JIEBOr0» OOCIY’KUBAIOIIETO MEPCOHAIA
YMEHBIIAETCA, OCTAIOTCS TONBKO KBamidu-
IIMPOBAHHEIE COTPYAHUKY, KOTOPHIE MOTYT
BPYYHYIO TIPOBECTH CIOXKHYIO OTeEpALHo, 1
Ta YacTb ONEPAIMOHKCTOB, KOTOpas Heob-
XOZIMMa, 9TO0BI pabOTaTh C KOHCEPBATHBHbI-
MU T0JIb30BATE/SIMY, IIPEATOYATAIOIIIMU
JIMYHOE OOCIy)KUBaHUe. [[OMONTHUTENbHEIE
BO3MOXXHOCTH 711 Pa3BUTHA OU3Heca JaéT
TapreTUpOBaHKe TIPEJIOKEHNI Ha OCHOBE
aBTOMATHUYECKOTO aHA/IM3a IUIATEXeH K-
€HTa U MEPCOHATBHOTO XapaKTepa MOMb30-
BaHW OT/AE/TbHBIMH BIZIAMU YCIIyT OaHKa.

MpoaykToBblie
cynepMapKeTbl

M rMnepMapKeTbl

[aBHEIIM KpUTepUE BEIGOpa MarasyuHa — Me-
cTo ero pacronoxenus. [lorpe6urenn pery-
JistpHO (70 10 pas B MecsIn) MoceIaoT 6/1m3-
KO pacIo/oXKEeHHbIe MarasyHbl, HO 3TO He
3HA4UT, YTO OHU HellpeMeHHO NPUBA3aHbI K
0ZIHOM ToproBoii Touke. [TokymaTen MoryT
JIETKO CPAaBHUTB LIeHbI Ha TOBaphl-MapKephI'.
HacpleHre phlHKA U OTHOCUTEIbHAA MO-
OWIbHOCTD MOKYTIaTeNel IIPUBOJAT K OLieH-
Ke CeTH IO LieHe. B pesysbrare nokynarenu
PaHXUPYIOT MarasyHbl Ha «MHTerpaJbHOM»
OCHOBe, OlleHVBas He TOJbKO ZIOCTYITHOCTb
U LieHbl, HO U aCCOPTUMEHT U rapaHTuM Ka-

1 Tak Ha3biBaeMble KVI (Known Value Items) - no-
nynApHble TOBapbl C W3BECTHOW LWMPOKOMY Kpyry
noxynaresnei LieHoi. 4acTo pasnnyaloT WUPOKUIA n
y3Kui cnuckm KVI.

YecTBa INIPOAYKTOB, 4Yackl paboThl, BpeMs
Ha CoBeplleHHe IMOKYIIKY, IPUBETIUBOCTD
U PacTOPOIHOCTb IlepcoHana. Hampsamyio
C TOKYyIaTeAMH OOIIAeTcAd TOJMBKO 4acTb
COTPYAHMKOB MarasuHoB. Kak IIpaBuio,
«LITAaTHOTO» BBIMIOJIHEHUA UX QYHKUMH 70-
CTaTOYHO, YTOOHI He TOPHIBATD JIOSIIBHOCTD
THOKymaTesieit. B Gosblirel cTeleHy OHa 3aBU-
CHT OT pellleHUH MeHe/DKMeHTa KOMITAHUH B
OTHOIIEHNN OU3Hec-TIPOLIeccoB, KOTODBIE
TIO3BOJIAIOT CHIDKATh M3ZIEPKKU U JlepiKaTh
HU3KMe LIeHBl, a Takke OT HIDKHEro yIpas-
JIeHYeCKOT0 TlepcoHasia, OTBETCTBEHHOTO 3a
cobmofieHre YCIIOBUE XpaHeHus, BEIKIAJKY,
TOJIUTUKY B OTHOIIEHHN HEKOHJUIVOHHOTO
TOBapa M 3a pellleHre pobieM IOKyIaTe-
Jneit. B OyzyliieM IIOCTOAHHAA KOHKyPeHTHasA

JloTIoJIHUTEeIbHbIE
yciayru (MarasuH,
oImiaTa KapTO4YKOM,
3alpaBILUKU, TyajaeT)
He UMEeIOT 3Ha4YeHU,
ecnu y gooumens ecCms
COMHEHUS 8 Kauecmaee
monauaa.
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6opnba 3a CHIDKEHYe U3/iepXKeK IPUBEZET K
emé 6ombliell aBromarusanyy. CHIDKEHUE
croumoctt RFID-mMeTOK (pagpodacToTHas
WeHTUQUKALMA TOBApOB) MOXKET TIOJTHO-
CTBIO U3MEHUTD JIOTUKY 3aKYIIOK CEeTH, JIOTU-
CTUKY IBVKEHHUA TOBAPa U OIUIATHI TOKYTIKY.
RFID-MeTKa MO3BOJISET IMOMHOCTBIO OTCIIE-
JUTh JIOTUKY TOKYIIOK MWLUIMOHOB IIOTpe-
6uTesneli, aBTOMATHUYECKU CIeIaTh 3ampoc
Ha IOCTaBKy IPOJAHHOrO TOBapa B CETU U
B IO/ CEKYH/, [TOZICYUTATh CYMMy IIOKYIIKH,
NIPEAJIOKUB €€ OIUIATUTh aBTOMATUYECKH,
CIIVICAB CPEZCTBA C 3apErMCTPUPOBAHHON B
CeTH KapThl OKymnartesisa. CHU3ATCA U3LepxK-
KU Ha KacCUpOB, Ha YCIYTY UHKACCAllUY, Ha
COTPYAHUKOB OTZesia 3aKylIKU U Mep4YeH-
Jlaii3epoB, KOTOPHIM CHCTEMa cama Oyzer
YKasblBaTb, I7le HY)KHO IIONOJHUTH IIOJKU
win y6paTh MpOCpOUYeHHbIH ToBap. Hammure
CTOJIb COBEPIIEHHBIX aBTOMATHU3UPOBAHHBIX
CHCTeM TIpUBEJET KOMIIAHMM K BBIXOZY B
OHJIAMH ¥ JJOCTaBKe MPOZYKTOB ITUTAHUA Ha
JIOM, KOTOpas IIOKa BOCIPUHMMAETCA KakK
5K30THKA.

Mara3uHbl No npoaa<e
6bITOBOM TEXHUKMU

DTOT CEKTOP PO3HUYHBIX YCIYT OTINYAETCA
Ype3BBIYAIHO BBHICOKOW KOHKYPEHI[HeN, HO
OHAa MMeeT pasHble «BOIUIOLIEHUA». Tam,
I7Zie PHIHKOM TOBAapOB YIIPABJIAET IIPOU3-
BOZIUTENb, TOBAPHOE IpeZOKeHWe Mara-
3MHOB Pa3NYHBIX CeTel coBmazaeT Gonee
yeMm Ha 80%. LleHBI TakKe GIUSKU 0 CO-
BrHazieHus. TakoN KOHKYPEHTHBIN PHIHOK
IIpeAbABIAET OYEHb BBICOKUE TpeOOBAHUA
K €r0 y4aCTHHUKAM II0 KaueCTBy OOCITyK1Ba-
HUA NOKYyTIaTeslell TOProOBBIM IIEPCOHAIOM.
3T0 3aKOHOMEPHO — BeZ[b KOT/Ia <y BCEX BCE
OIVIHAKOBO», €IWHCTBEHHBIM KOHKYDEHT-
HBEIM IIPEUMYIIECTBOM SIBJIAETCS YPOBEHb
obcmyxkvBanusa. Haubosblliee 3HaueHUe
3TOT aKTOp MPUOOPETAET /11 Maras¥HOB,
TOPTYIOLIKX CJI0XKHBIMU TeXHUYECKUMH TO-
BapaMu. JIMIHOE OTHOLIIEHHE K CBOUM TTOKY-
TIaTelsIM U TIepCOHaTbHBIE KOMMYHHUKAIU
C HUMU 3aCTaBJIAIOT KJIMEHTOB 9yBCTBOBATb,
9TO OHM Hebe3pasIUyHbl I KOMIIAHUH.
OnHa CTOpPOHA TaKod IlepCOHANU3ALUU —
3TO JINYHOE ObpaleHue K MOKYIIaTeio MU
COBEpLIEHU MM TOKYIIKH, Apyras — Iep-
COHAJIbHbIE TIPEAJIOKEHUs, KOTOpEIe (op-
MUPYIOTCSI HA OCHOBE aHajM3a IOKYIIOK
Y IpeANoYTeHUH KaKZOro KOHKPETHOTO
mokymnarens. A ycIelnlHoM peanusarnyuu
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3TO¥ Uzlen HeobXoAMMa IPON3BOAUTENbHAS
IT-cuctema. B GyayiieM Takue MarasuHbl
OXXUZjaeT TOTaJbHAA aBTOMAaTHU3alUA IIPO-
[JeCCOB C pasMblBAHUEM TI'DaHHUIbI MeXAY
TOProBJIel OHMalH u oduaiiH. Byzer mpo-
WICXOAUTh 3aMeHa IPOZABLOB U KOHCYIb-
TAHTOB 3JIEKTPOHHBIMU OeCIPOBOAHBIMU
TepMUHAJIaMH, [O3BOJIAIOMNIME BBIOUPATh
MHTepecyolllye MOKyTaTe/ TOBaphI IyTEM
CYUTHIBAHUA UX KOZOB C BUTPHUHEL, CPAaBHU-
BaTh UX U JieJIaTh ONTHMaIbHbII BEIOOD A7
MIOKyTaTe/ls Ha OCHOBE 3aJaHHBIX MOKyMa-
TeJIeM 1apaMeTpOB.

ABTOCANIOHDbI

B pasBUTHIX CTpaHaxX HOBbIE aBTOMOOWIIM
3aMeIlaloT CTaphle, a aBTOCAIOHE! 3apaba-
TBIBAIOT IPEUMYIIIECTBEHHO Ha CEPBUCHOM
06CTy’)KUBaHUY, a He Ha MPOAaKe MaIluH.
Jlna Hame# CTpaHbBl BONPOC OOHOBJIEHUS
napka (xots B Poccuu MosoBUHA aBTOMO-
6uneli crapure 10 JieT) CyIecTBEHHO Me-

Hee aKTyaseH, 4eM IIPOCToe yBeluueHue
KOJIM4YecTBa aBToMobmeil. [loatomy poc-
CUICKUN PBIHOK, HECMOTDSI Ha IajleHue

npoziax B kpusucHele 2008-2009 rIT., MOX-
HO OTHECTH K PACTYIIVIM.

[lposarka  aBTOMOOWIA — IIpeZrIonaraeT
ydJacTrie MHOTHX CIIEUaIICTOB — OT IIPOJAK
[0 JIOTHCTUKY, OT OT/€JIa JAOTOHUTENTHHOTO
060pyZOBaHUA 0 OTAeNa KPeAUTOBAHUA U
crpaxoBaHuA. Bcé aTo mogu. IloaToMy Ha
PpellleHNe TIOTpebuTes 0 BEIOOpe IpoAaBLa
ABTO U JIKE Ha PelleHre O BbIGOPe MapKu
aBTOMOOWWIS BIVSIET, KaK TOT WM UHOI ca-
JIOH TIOAXOZUT K HPOQECCHOHATBHOMN MOATO0-
TOBKE BCEro [IepCOHaa U KaKue OT3BIBbI OH
HMeeT OT APYTUX KJIMEHTOB. 1 XOTA 06BIYHO
YCJIOBHSL TAPAHTUM Ha ABTOMOOWIb TO3BO-
JSIIOT B JJIbHEHIeM OOCIy)KUBATh €ro y
7060r0 AVyepa, MOKyTaTeb, Kak IPaBIIIo,
TI0/Ib3YETCs YCIyTaMy TOTO JKe aBTOCAJIOHa,
r7ie oH 6bUT mprobpeTéH. [loaToMy B Gyay-
meM JApaiiBepaMy IPUOBUIM aBTOCAJIOHOB
HEU30EKHO CTaHYT MOCIENPOAAKHOE 00-
CTy)KMBAaHYE MAIIWH ¥ OTPOMHBIN BTOPUY-
HbIl pBIHOK. COBpeMeHHbIE aBTOMOGWIIV
CTaHOBATCS TEXHUYECKU CJIOKHBIMHU, YTO
YOIOXKHAET W Ipollecc OOCTyKUBAaHUA, U
peMoHTa. KOMIBIOTEpHAsA AMArHOCTHKA,

MIPO/IaBIa ABTO U JlajKe Ha pellleHne
0 BbIOOpE MapKH aBTOMOOWIA BIUAET,
KAaK Mom wiu UHoOil CaioH nooxooum

K npogeccuoHanbHoil nodzomoske

‘ Ha pemeHue norpe6uress o Bbioope

8cCez0 nepcoHanda.

TIOMHOXKeHHas1 Ha BRICOKYIO KBATUDUKALINIO
CEPBUCHBIX CTIELIATIICTOB, YCKOPHUT ITPOLIECC
0OCITYKUBAHUA U CBSDKET €T0 C aBTOMATH3H-
POBAHHBIMY MPOLIECCAMY 3aKa3a 3aIT9acTel,
CHCTEMaMH OHJIAMH-OTCIEKUBAHUS [I0CTA-
BOK ¥ T.II. Ha BTOPUYHOM PEIHKE OIPOMHYIO
pOJIb B KauyecTBe fipaiiBepa pasBUTHA OH3-
Heca MOIVIO OBI ChITpaTh CO3/laHKe B Hallleit
cTpaHe 6a3bl JAHHBIX IO BCEM TEXHUIECKUM
paboTram ¢ aBTOMOOIIIEM Ha BCEM MPOTSIKE-
HUH e€ JKU3HEHHOTO LIMKJIA, I0100HOI ame-
pukanckoii cucteme Carfax.

®dacr-dya

KauecTBeHHbBIE MPOAYKTHI, KOMILIEKCHAS
CaHUTapHas [OJUTHKA, IPHEMIEMBIE LIeHbl,
BBICOKAs CKOPOCTh 0OCTY)KMBaHUA, ITUPOTA
ceTy U yAOOHSIH rpaduk paboThl, yA0OHEIE
TIObE3/IBI ¥ TIAPKOBKA, PACIIOJIOXKEHUE TO-
YeK, YETKOCTb M HCIIOJIHUTEIBHOCTD Iep-
COHazla, BBICOKOIIPOM3BOAUTENBHOE 000~
pyZOBaHUe, eIuHasd aBTOMAaTH3MPOBaHHAA
crcTeMa OT 3aKasa JI0 BBIXOZA TPOAYKTA —
3TO OCHOBHBIE (GAKTOPHI KaYeCTBEHHOTO
cepBuca B HacTosiliee BpeMms. B Gyzymem
oXuziaeTcs emé Gosbluas aBTOMAaTHU3aLHsA
BCEX IIPOLIECCOB U IOBHIIIEHHE CKOPOCTU
00CTy)KMBaHUsA, TEpexXos K KPyIIOCyTOou-
HO¥t paboTe, He CBA3aHHBINA CO 3HAYUTENb-
HBIM POCTOM U3J€DIKEK, PA3BUTHE CHUCTEM
[OCTaBKY 3aKa30B II0 OGJMDKANIINM azpe-
caM, COBpeMEHHbIE TEXHOJIOTUM XPaHEHHs
IPOZYKTOB, PACIIMPSIONINAE aCCOPTUMEHT
TIPEZIOKEHNA TIO7 JtOOBIe TIPeAIOUTEHHS
KJIMEHTOB B OHOM MecTe (BereTapUaHIIBL,
JeTH, ANa0EeTHKY, PEIUTHO3HBIE TIOCTHl U
T.71.). Taroke MOXXHO O3KUATh OOJIBILIEH T'u0-
KOCTU B M3MeHEeHWH BBIXOZA TIPOAYKTA CO-
DJIACHO TIEPCOHATBHBIM 3aIpocaM KIMeHTa
(ec/ut 3TO He TIOBMHSET HA CKOPOCTh U Ka-
4eCTBO 0OCITY’KUBaHUs PYTUX KIUEHTOB) B
paMKax HEM3MEHHOM [IEHBI MEHIO.

CeTeBble pecTopaHbl U Kade
OCHOBHBIE TIOCETUTENN CETEBBIX DECTO-
DaHOB — 3TO CPEJHUM KJIacC ¥ MOJIOAEXKD,
KOTOpble BBHIOMPAIOT MecTa Ui BCTped U
IIPUATHOTO BPeMANPOBOXKIeHUA. Kpusuc
IPaKTUYeCKH OTCEK IoTpebuTeneif, Ko-
TOpBlE DETYIAPHO MWCIIONb30BAIN TaKHe
pecTopaHbl BMECTO COOGCTBEHHOM KYXHH
(Temepp OHM IUTAIOTCA JOMa WIK B dact-
dyze). Tlocne Kpusuca Jaxe ceTeBOU pe-
CTOpaH — IpeX/ie BCero MecTo A BCTpey.
[maBHble GAKTOPBl KOHKYPEHTOCIOCOGHO-

CTH U1 3TON CHEepBI YCIyT — 3TO pa3yMHOe
MEHIO U ajIleKBaTHbIe LieHs!, AuddepeHiua-
1¥A TIPEZIOKEHUS TI0 BPEMEHH CYTOK, [IHC-
KOHTHBIE IIPOrPaMMbl MOCTOSIHHBIM IIOCE-
TUTEJISIM, OMHAKOBOE Ka9eCTBO IIPOJYKTOB
1 06CITyKUBAHMSA BO BCEX TOUKAX CETH, YHU-
BepcabHasA KyXHs, IPUATHBIN UHTEPhEP, B
KOTOPOM KOM(OPTHO MPOBECTH HECKOIBKO
YacoB, U HCIIOJHUTEIbHBIA MepcoHaT. B
OyaylieM pervioHajbHasA 3KCIIAHCHSA T10-
TpebyeT TmoAAep)KUBaTh eAUHBIM CTAaHAAPT
006CITyKMBaHHUS BO BCEX TOUKaX ceTH. [IpuH-
[UIHAAIBHO BXKHO, YTOOBI IOTEHIIUATBHEIE
KJIMEHTHI 3apaHee TIOHUMAJIH, YTO UX XKAET
B JII060# po3HUYHOM TouKe. [TofI06HEIE 3a-
Be/IEHUsI CTaHYT «MOOWIBHBIMU OQHCcaMU»
JUIs COTEH THICAY JIOZel, KOTOpble OYAyT
VMETh HECKOJIbKO MCTOYHUKOB JIOXOZIOB M
KOTOPBIM TEXHOJIOTUU OyZyT IIO3BOJIATH HE
TIPUCYTCTBOBaTh B oduce (BueoKoHbe-
PEHINH U BBICOKOCKOPOCTHOM VHTepHeT).
CrefoBaTesbHO, B HUX J0JDKHA OBITH COOT-
BETCTBYIOIAs TEXHUYECKAs TTOA/IEPIKKA.

MeauumHckue

M KOCMEeTUUHECKHe ycnyrm

B aT0i1 cdepe TMIMYHBI 0OpaleHus K Ipo-
BEPEHHBIM TIOCTaBIIUKAaM COOTBETCTBYIO-
meld yCIyTu 10 pPeKOMEHJAIUAM JPYTUX
KJINEeHTOB. TeXHONOTHY BaXHEI, HO 6osee
BaYKHBI CAMHY COTPYAHUKU-IPODECCHOHATEL.
KineHTEL, OJTyquBIIVe IpodecCHOHaNbHOe
obCTy:KBaHUe, KaK MPaBUIO, CTAHOBATCH
TIOCTOSTHHBIMU U JIOSUTbHBIMU, HO TIPHBS3a-
HBI He CTOJIbKO K KOMITAaHUH, CKOJIBKO K KOH-
KPETHBIM CIIe[IUaIKNCTaM, OyAb TO KapAuo-
Jior WM TapukMaxep. Kommanus JomkHa
Pa3BUBaTh TAKUX COTPYAHHUKOB, IIOCTOSHHO
TOBBINIATh WX KBalTUbUKAIUIO. BaKHEIM
bakTOpOM ABJIAETCSA U TO, B KAKOH Mepe 3TH
COTPYZHUKYM BO3HArPKAAIOTCA KOMIIAHU-
eif. Hy)KHO NOMHHTb, YTO TaKUM COTDPYZ-
HHKaM caMa KOMITaHUsA HyXKHa TOJIbKO KaK
«uHTepdeiic mpogax». [Ipy J0CTaTOYHOM
COOCTBEHHO KJIMEHTYPE TaKOU COTPYAHUK
JIETKO TIOKWHET KOMIIaHUI0. [103TOMy Baxk-
HO CO3JaBaTh AJI TAKOTO IIEPCOHAA CIIpa-
BEeJINBYIO CUCTEMY paclpefiesieHUs IpH-
6bUTH, BIUIOTB /10 TAPTHEPCTBA. B Oyayiem,
HECMOTpPs1 Ha TpUMeHeHHe COBPeMeHHBIX
TEXHOJIOTUH IUArHOCTUKH, aBTOMAaTH3UPO-
BaHHBIX CHICTEM KOHTPOJIS COCTOSHUS MaLH-
€HTOB U yZIalI€HHBIX OHJIAH-KOHCY/IBTAlNH,
dakTop mepcoHana B 3TOM TUIle 6GuU3Heca
6yZeT peBaNpoBaTh.

KauyecTBO 06pa3oBaTeIbHBIX YCIYT
onpedesnsemcsi mojbko
npogeccuoHaIU3mMom npenodasamernsi.

O6pasoBaHue

Bu3sHec-mipoliecc B 3TOW MOAOTPACIH YCIYT
OYeHb MPOCT: Tepezaya UHGOPMAIMU OT
HOCHTENS 3HAHWU K ciymartensm. Kave-
CTBO 06pa30BaTENbHBIX YCIYT ONpeAes-
€TCs TOIBKO MPOdeCCHOHATM3MOM MPENo-
JaBaTeJis. [I03ToMy KI0ueBBIM GpakTopoM
ABJIETCA TOMCK W yAep)KaHWe JYYLINX
npernojgaBaTeled-MpakTUKOB. Takue mpe-
mofiaBaTesIi caMu pa3paboTaroT MporpaMm-
My M OIpelessaT METOAUKY OOyueHwUs.
Jlydiue mpenofjaBaTe MPUTATUBAIOT U
JIYYIINX CTYZ€HTOB: HOBBIE CTYEHTHI UIYT
TyZa, e Jydinas cucteMa 06ydeHus, Co3-
JlaHHas pemnojaBaTeIIMU-3BE3[aMu. DTU
CTY/IEHTHI, B CBOIO OUEPEZIb, HECYT CBOUM
npodeccroHaIM3MoOM 3HaMs alma mater,
U uX JajnbHelllee TPYAOYyCTPONCTBO M
npodeccroHalbHas Kapbepa SABJIAKTCA
mpoeKuyei kayecTBa 006yuenus. Emé ogun
BaXKHBIN (aKTOp — COBpeMeHHask METOZ0-
Jiorus yyebHoro mpoiiecca. Peub uaét 06
060pyZ0BaHUY, TO3BOJIAIONIEM PeaH30-
BarTh yaléHHOe 00yYeHre, COBpeMEHHbIE
METOZBI OpraHu3aluK yuebHOTOo Tpollec-
ca (Takue Kak, Hanpumep, Living Cases).
CornacHo gaHHbeIM Garther Inc., 06BéM
MHUPOBOTO PhIHKA AWCTAHIIMOHHOTO 00Y-
uyeHudA npesbimaeT 80 mipz goul. Takxe
PEKODAHBIMU TeMIAMHM pAacTET YHUCIO

«B3pOCJBIX» y4amuxcsd. [lo MHEHUIO He-
KOTOPHIX aMEPUKAHCKUX CIIeI[UATICTOB, K
2025 r. moymoBrHA U3 HBIHEITHUX KOJUIEe-
J)Kell 3akpoeTcd, MOWAET Ha CIUAHUE CO
CBOMMHU KOHKYPEHTaMU WIM KapAWHaJb-
HO M3MEHHT CBOI0O MHCCHIO, 0ojiee TOro,
MOJIOBUHA BCEX BY30BCKUX IPOTpaMM
CIIA ckopo 6yZeT ZocTylHa B OHJIaliHe!.
CucteMbl yAanéHHOTO OOy4YeHHS uepes
BU/IEOKOH(EPEHIIMKM TO3BOMAT MHOXKe-
CTBY COTPYAHUKOB KOMIIAHUU ITPOXOJUTH
omepaTUBHOe oOyuYeHHe, He MOKUZAasA pa-
6overo mecra. Tak, HampuMep, 61arogaps
cucteMaM yzAanéHHoro obydeHus British
Telecom coxpaTui BpeMs Ha MOATOTOBKY
TIOJIEBOT'O TOPTOBOTO MpeJCTaBUTENA ¢ 15
[HEl 0 OZIHOTO JHS, a OHJIalH-06yYeHue
COTPYZHUKOB paboTe C TEM WU UHBIM HO-
BHIM TIPOZAYKTOM 3aHHUMaeT B KOMIIAHUHU
BCEro JeBATh AHel BMecTo 402, Korga Ie-
Jlasi apMus TPEHEPOB MOCAEe[0BATEIHHO
mocemana KaXAoe peruoHajgbHOE Ipej-
CTaBUTEJIbCTBO KOMIIAHUU. IpP

1 AbawkuH A. OHnaliHoBoe Oby4eHVe BbITECHAET BY-
30BCKMEe MporpamMbl. http://www.cnews.ru/reviews/
index.shtml?2003/09/22/148857

2 Brian Sutton, «e-Learning. An exploration of Myth
and Reality». www.orsoc.org.uk/region/study/infor/
BCS-March04.ppt
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