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PEBOJTHOUMA YCIYT B MNPOBOVI SKOHOMWKE

YETbIPE XO3AVICTBEHHbIE «PEBOFOLIN» YENTOBEYECTBA

YenoBe4veCcTBO Nepexmnio HECKOIbKO XO3ANCTBEHHbIX «peBoniouni». CyutaeTcs, 4To nep-
Bble paguKarbHble U3MEHEHNS B NPO3BOANTESNbHbIX CUNax NPOU3OLLINW B HEONUTUYECKUIA
nepuop 1 Ob1nn cBs3aHbl C U306peTeHneM fyka 1 ¢ TeM, YTO YenoBeK Hay4Mrcsi MOCTOSIHHO
noaaepXuneaTb OroHb B JoMallHeM oyare. C nocTeneHHbIM yBenMyeHneM ninoTHOCTM Hace-
NeHnsi, yMeHbLUEeHNneM CBOBOAHbIX apearnoB 0XOTbl, a Takke C OA4OMALLHVBAHNEM XXUBOTHbIX
4YenoBevyeCTBO Havarno oceAatb B Hanbonee 6naronpuATHLIX KNMMaTUYeCcKux 3oHax 1 obec-
neynBaTb cebs NVLen 3a CYeT CernbCKOro Xo3ancTea. 3T0 Obina BTOpast XO3sAMCTBEHHAs
pesoniounst — arpapHasi. CenbCKkoX03aMCTBEHHOE NMPON3BOACTBO ObINO AOMUHUPYIOLWLMM
00 anoxu PeHeccaHca. OTa anoxa He TOMbKO Mopoania MaccoBOe peMecrneHHoe Npouns-
BOACTBO C BbICOKON J0OOaBNEHHOW CTOMMOCTbIO, HO M HOBbIV B3rNsig HA MUP Kak npegMer,
COBEpPLUEHCTBOBAHME KOTOPOro BO3MOXHO HE TOSbKO BOXbMM NMPOMBICIIOM, HO M cunamm
yenoBeka. Bce 370, NOMHOXEHHOE Ha 3HAYUTENbHbIN KanuTar, HAKOMNMEHHbIW B TOProene,
NPUBENO K TPETbEN XO35NCTBEHHOW PEBOMOLMN — UHOYCTPUAnbHON.

MHaycTpransHasa peBonioumns 3a CHET HOBbIX TEXHOMOMMIN, MalnH 1 opraHnM3aumu Tpyaa
cmorna obecnevnTb HEBEPOATHBIN POCT NPOU3BOAMTENBHOCTU TpyAa. Jluaep nHaycrpuans-
HoW peBonoumm — bpuTaHma — Ha ABa Beka ctana camon MOryLecTBEHHOW AepXaBou
B MMUpe, CMOrfa co3faTb KOMOHWM Ha BCEX M3BECTHbIX B TO BPEMS KOHTMHEHTax, CTaTb
KpYMHEeWLWnM rocyaapcTBOM, KOHTPONMPOBAaBLUUM OKOO Y4 3€MHOM CYLUW C YNCTIEHHOCTbIO
HaceneHuns B 500 mnH yenosek. Mpumep xutenen TymaHHoro AnbbuoHa HarnsaHo nokasarn,
4YTO YernoBeYecKku NoTeHuman MOXeT TpaTuTbes Kyaa bonee adheKkTMBHO: OHWM BCTanm
K CTaHkaM, a 3emrefenue okasarnocb B «BedeHUU» MUMMMOHOB HeOBpa3oBaHHbIX XuUTe-
new konoHun c 6onee GnaronpusaTHbIM KnumaTom. BputaHckun paboynii npomssogun
3a TO Xe camoe BpeMs NpoAdyKuuMu Ha nopsaok bornblue, Yem pemecreHHUK, U Ha ABa
nopsiaka 6onblue, Yem OEPEBEHCKUN XUTeNb. VMIHOyCcTpuanbHaa peBonwounda, BBeas
MaLLMHbI B MPOLECC NPOM3BOACTBA M CKOHLEHTPUPOBAB €ro Ha 3aBOAax B rOPOACKMX pario-
Hax, BbICTPO YHUUYTOXMMNA «CamMOCHabXeHney» B AepeBHe: UcYesnu JoMmallHee TKalkoe
N rOHYapHOe NPOU3BOACTBO, NNETEHNE KOP3UH, U3rOTOBIEHME Tener n KapeT, MeNbHUYHOe
4eno, nMBoBapeHue, Bblgenka koxu n 1.4.%. [epeBHs npespatunacb B UCKIYUTENBHO
CerbCKOXO03ANCTBEHHOE 3BEHO 9KOHOMMKM.

[MocTosHHOE coBepLLUEHCTBOBaHME NPOU3BOACTBEHHOIO LKA, HOBbIE
WHXeHepHble pelueHns n amurpauns B Hosbi CBeT npusenu
WHAOYCTPUanbHY PEBOSIOLMIO K HOBOMY B3METY YXKe B OPYron
Yactu mupa, B CLUA. B noBbiweHne ahhekTMBHOCTH Npo-
n3soactea B CLUA 3HaunmTenbHbIN BKNag BHECNU UAOEN
onTuMmmnsaumm pecypcoB ®peaepurka Tennopa (1865—
1915) n nepexon Kk KOHBeWepHON cHOpKe, KOTOPYHO
BHeapun B [etponte NeHpun Popa (1863—1947).

Bnarogapsi KoHBeviepy cTano AOCTYMNHO MPOn3Bo- B1947T.

AOUNTb KayeCTBEHHbIN NPOAYKT C HACTOJ1bKO HU3KUMU B CLLIA HA CEKTOP
LleHaMW, YTO, HanpuMep, PAA0BOI COOPLLVK 3aBOAA YCIYT NPNXOANIOCh
doppaa mor noseonutb cebe aBTOMOGUIb. TOIbKO 20% BBIT,

B 2008 . —78,6%
B pesynbTaTe 3a CcYeT HaKOMMEHWI, NOMyYEHHbIX

OT BbICOKOM MPOV3BOAUTENBHOCTU TPy Aa rMaBbl CEMbMU,
CO CTOPOHbI AOMOXO3SWCTB CTan CTPEMUTENbHO
pacTtu noTpebutensckmii cnpoc. JononHUTENBHO ero
noacrernBanu n Takme akTopbl, Kak OCBOEHNE HOBbIX
TEPPUTOPUIA N MacliTabHoe CTPOMTENBCTBO O6LLIECTBEH-

* http://eur-lang.narod.ru/histart/xix/industrial.html




PEBOJTHOUMA YCIYT B MNPOBOVI SKOHOMWKE

HOW MH(ppacTpyKTyphbl, a Takke BoMHbl XX B. [locne Brtopown muposon BorHbl B CLUA 1
EBpone npon3BoACTBO MOTPEOUTENBCKMX TOBApOB CTano ewle adpdekTneHee. YpPoBeEHb
«OCHALLLEHHOCTU» JOMOXO03ANCTB BbIPOC, BEAEHNE OMALLHEro X03591MCTBa cTano TpebosaTb
CYLLIECTBEHHO MEeHbLUNX 3aTpaT BpeMeHn 1 cun. Y XeHwuH ctano 6onblie cBob6oaHOro
BpEMEHU.

Ewe B cepeamHe XX B. gaxe B caMblX MPOMbILLIIEHHO Pa3BUTbIX CTpaHax Bce (PYHKUMM
noagepxaHusi JOMOX035NCTBa OCTaBanncb BHYTPU ceMbu. HO NOCTOsIHHOE CoBepLUEHC-
TBOBaHME TEXHONOMMYECKMNX NPOLIECCOB, MOMHOXEHHOE Ha pacTyLLyto 3apaboTHyto nnaTy
rnaBbl CEMbW, MPUBENM K TOMY, YTO 4YacTb AOMalLHMX obA3aHHOCTen ObIno Jdellesne
NopyyYnTb BHELLHUM NoapsigvmkaM. Tak, MOroHs 3a pocTomM ahheKTUBHOCTM NMPOU3BOACTBA
N Hanuyue cbepexeHun NpuBENU K YBENMYEHUD BO3MOXHOCTeEN noTpebrneHus,
4YTO BbI3Baro B3pbIBHOW POCT CEKTOPa YCNyr, B NEPBYIO odepeib B aMepPUKaHCKON SKOHO-
MUKe (Hayano KoToporo oTHocaT k 60-biM . XX B., korga gons ycnyr 8 BBl CLUA BrnepBble
npesbIiCyna Ao NPON3BOACTBEHHOMO CEKTopa) 1 Aanee BO BCEM MUpe.

34ecb Mbl 0c060 OTMETUM, YTO CEKTOP YCMyr He ucdepnbiBaeTcs ycrnyramv anst AOMOXO-
391CTB, JaXe B UCTOpMYECKOM acnekTte. ctopust MHpopMaLUMOHHbIX yCryr, Hanpumep,
yxoauT B rnybuHy BeKkoB (NepBasi peknama nosiunach eule B [ipesHem Pume, a nepsas
exxefHeBHas raseTa, nNnog NPOMbILLIIEHHON peBontouun, Beiwna B 1785 r. B bputanun).
ToproBnsi Kak ycnyra n (oMHaHCOBbIE YCNyrn, BEPOATHO, U TOro ctapwe. Ho Ao Toro kak
06paTUTbCA K MaccoBOMy NoTpebuTento, KOTOPbIM ABMASIOTCA AOMOXO3SMNCTBA, YCNyru
HUKorga He 6bIny KNoYeBbIM 31IEMEHTOM 3KOHOMMUKM.

Cnpoc Ha ycnyrv gnst JOMOX03SMNCTB aBTOMaTUYECKN PaCLLUMPUIT CMIMCOK BakaHCUI B yChy-
roBblX KOMMaHusaX. M 3T BakaHCMM aKTMBHO Hayanu 3aHMMaTtb OblBLUME AOMOXO3ANKM,
KOTOPbIM Hanu4ne 6bITOBbIX MPMOOPOB (OT CTMPAanbHbIX MaLlIMH 40 KYXOHHbIX KOMOanHOB)
N pasBuTasa MHpacTpykTypa (OT rasoBbix neden 40 acdanbTOBbIX JOPOr K MarasuHam)
no3BonuM Nony4nTb cBobogHoe Anst paboTbl Bpemsa. Hago nmeTs B BUAY, YTO B 3TOT
nepuoa, nepuoa csoero GypHOro pasBuUTUSA, CEKTOP PO3HUYHBIX YCIyr cam no cebe
He OblnT 0COBEHHO «TEXHOMOrMYHbLIMY. HanpoTue, OH paclumMpsncs SKCTeHCUBHO, TPebys
BCe Bonbllero konuyectsa nepcoHana. OTo nerko 06bACHUMO, NOCKOMbKY, B OTAMYMNE
OT «(PM3MYECKNX» TOBAPOB, YCNyrM HecTabunbHbl MO Ka4ecTBY: «KayecTBO» YCnyrm —
BELLb BO MHOFOM CyOBHEKTMBHASA, 3aBUCUT HE OT TOr0 UMM MHOrO CTaHAapTa, a OT OLEHKM
KITMEHTOM COOTBETCTBUA YCIyrn ero nHamMeBuayansHomMy 3anpocy. A aTto TpebyeT 3Haun-
TENbHOro YeroBEeYECKOro KOHTPOMA U MOCTOSIHHOM KOPPEKTUPOBKM NO4 3anpocChl KNMEHTOB
(37O M OO cux Nop Tak).

Mocnepytowee 6e30CTaHOBOYHOE MOBbILLIEHNE NPON3BOAUTENBHOCTM TPYAa B MPON3BOAC-
TBE U CHWXKEHME N3AEPXKEK, MOMHOXEHHOE Ha aKTMBHOE BHEAPEHNE aBTOMATU3NPOBAHHBIX
TEXHONOrMIN NPON3BOACTBA, NMPUBESIO K YMEHbLLUEHMIO BakaHCUI yxxe B cchepe ranieckoro
NpoMmbILLIEHHOro Tpyaa. OgHako yBOSbHSAEMbIE N0AN HE UCTIbITbIBANU Npobnem ¢ Tpyao-
YCTPONCTBOM: PbIHOK PO3HUYHbIX YCMyr Obll HACTONbKO HEHACbILLEH, YTO Nornowan Bce
N3NULKK paboyen cunebi.

B3pbIBHOWM pPOCT cekTopa Mopoausi TEHOAEHUMIO Moucka HOBbIX BO3MOXHOCTEN B cdepe
oKasaHusl ycrnyr B MOSIHOM COOTBETCTBMMU C BO3HUKLLUMM Ha 3aBepluatoliem 3dTare npo-
MbILLSTIEHHOW PEeBOMOUMM NpearnpuHMMaTeNbCKUM NMPUHLMIOM «Hanan noTpebHOCTb U
yAOBReTBOpY ee». Ecnu paHbLue 3TOT NPUHLMN OTHOCUIICS NPEeUMyLLECTBEHHO K TOBapam
1 03Ha4an nouck cdep, rae NPOMbILLNEHHBIA NMOAXOA MOT Obl BLITECHUTL PYYHOW TPYA,
TO B OTHOLUEHMU YCMyr 3TOT MPUHLMM MOMy4usi HoBoe passuTue. Npruyem He TOmnbKo B
cdhepe ycnyr posHUYHbIX, HO 1 YCnyr Ans GusHeca. B anoxy npoMbILLIeHHON peBosoLmUm
npeanpuHMMaTesnb npuberan K ycnyram, yaAoBNeTBOPSOWMUM BHELLHME NOTPeGHOCTY ero
GusHeca (TpaHCMopTMPOBKa MPOAYKLMU, UHGOPMUPOBaHME O MPOAYKLMW, topuanveckas
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nogaepxka, kpeauT v T.0.). B nepuog «Byma ycnyr» akTMBHOE pa3BuTUeE MONYyYnm «BHYT-
pYNPON3BOACTBEHHbIEY YCIYrM OT NOCTAHOBKM aBTOMaTU3UPOBAHHOW CUCTEMBI yrpaBrne-
HMS HA XMMWYECKOM 3aBOJE W HAaCTPOKKM pobOTOB Ha aBTOMOBUIBLHOM NPEeANPUATMMN [0
OpraHM3auMoHHOro M (UHAHCOBOrO KOHCANTWHra. MIX KOHKYPEHTHbIM MPEUMYLLECTBOM
cTanu cokpalleHune n3aepxXek (BbINomnHsAs 3Ty paboTy B (hopMe CTOPOHHEN yCrnyru, npea-
npuHMMaTenb He coaepXuT cobCTBEHHOro WTaTa) u 6onee BbICOKMIA NPodeCccMoHann3m
NCMOSHUTENS!, KOTOPbIN NOCTOSHHO HakannMBaeT OMbIT PELLEHUst ONpeaeseHHON 3a4a4un 1
COOTBETCTBYIOLLYIO KBANMUKaLMIO.

«ByM ycnyr» okasancs ceBoero poga camonoggepXxveatoLmmes npoueccoM. Poct nponsso-
ONTENbHOCTN TPYAa B MPOMBILLNEHHOCTU CO3/1arn OrPOMHOE KONMYECTBO TOBAPOB U NPOAYK-
TOB CO 3HAYMTENbHbIM XU3HEHHbIM LMKIoM. [NpeacTraBbTe Tenepb, CKONbKO pa3HoobpasHbIX
ycnyr TpebyeTtcs Ansg obCcnyXnBaHUS MUIIIMOHOB BbIMYLLEHHbIX MaluuH, TeNeBn3opos,
NMOCTPOEHHbIX 34aHUI, [OPOr, CAaMOSIETOB 1 NPeAnpuUATUN.

Bce 311 dhakTopbl B UTOre NPUBENN K YETBEPTOM XO3SNCTBEHHOW PEBOSIOLNN, PEBOSTHOLMN
YCIyr — CTPYKTypa 3KOHOMMKUN KapauHanbHO nameHunace. Ecnv B 1947 r. Ha cekTop ycnyr
npuxoaunock Tonbko 20% BBI1 CLA, To B 2008 r. — 78,6% (Npon3BOACTBO CO34aET TONbKO
20,4%, a Ha cenbckoe x03ancTBo npuxogutes 0,9% BBI)*.

POJ1b CEKTOPA YCJI1VYIr B MMPOBOW 3KOHOMIVKE

Bbicokas Jons ycriyroBoro Cektopa — 3TO MPU3HaK BbICOKOTO YPOBHS pa3BuTMs obLie-
CTBa, MpoLleaLlero MHAyCcTpranm3awumio, NocTPomBLLErO KaYeCTBEHHYIO HaLMOHAaIbHY
MHpacTpykTypy. Tak, cpegHuin nokasaTenb Bknaga cektopa ycnyr B BBl B EBpocotose
n B AnoHnn konebnetcs ot 70 oo 75%. B Poccun ycnyroBbin CeKTop Takke npeobnagaet
(58,2% BBI1), npombILNeHHOCTb (B OCHOBHOM A00bIYa MONE3HbIX MCKOMaeMbIX) AaeT TONbKO
36,6%, a Ha cenbckoe X03anCcTBO npuxoautes 5,3% BBIT**.

KpynHasa gons uHAyCcTpuanbHOro CEKTopa BbICOKOro nepe-
nena npucytcteyeT Tonbko B Knutae (48,1% — npousBoac-
TBO, 40,0% — ycnyrm 1 11,9% — cenbckoe X035IMCTBO).
B ocTanbHbIX criydyasx BbICOKUI nokasaTenb BAVSHUSA
npou3sofcTea Ha BBIT dmkernpyeTcs Tonbko B CTpaHax-
3KcrnopTepax NPUPOAHbIX pecypcoB (0T BeHecyanbl o
KaTapa). Huskme nokasartenu npon3BoLCTBEHHOIO U
YCIyroBoro cektopa B Haydarne XXI B. oukcupytotcs
TONbKO y OegHenwmnx cTpaH, Haxoaswmxes nmbo

B COCTOSIHUM BOWMHbI, 60 BOOGLLE Ha 0b6oYMHE

pa3suTus umsmnnmaaumm (Jinbepusa, Comanm, KoHro,

LIAP, Bupma, AdraHucTaH u gp.). 3Tu cTpaHbl 3aHK-

MatoTCs, KaK M COTHU NET Ha3agd, 3eMreaenmem.

BbICOKASA
[0rs YCIYroBoro
CEKTOPA — OTO MPU3HAK
BbICOKOIO YPOBHA PA3BUTIAS
OBLLIECTBA. IONSI CEKTOPA
YCIVI B BBIM EBPOCOIO3A
N ANOHM KOSEBSIETCS

B PAVIOHE 70—75%.
B POCCUN — 58,2%,
B KUTAE — 40%,

A B COMAN —
25% BBIN.

Takum 0Bpa3om, MOXHO YBEPEHHO yTBEpXOaTb, YTO
OCHOBHOW My Tb Pa3BUTUA MUPOBOW 3KOHOMUKM COCTOUT B
COBEPLLEHCTBOBaHWN CEKTOPA YCIYT U MOBbILLEHWN MPOU3-
BOAMTENBHOCTM MIMEHHO B 9TOM CekTope. B ropasgo meHbLuen
CTeMneHN OH CBSI3aH C pa3BUTUEM NMPOMBbILLIIEHHOCTU UMK Cenb-
CKOrO XO35IMCTBA, KOTOPbIE 3a CHET POOOTOTEXHMKM, aBTOMAaTU3aLmK
N COBPEMEHHOMN arpOTEXHUKM N Tak OYEHb BbICOKO MPOU3BOAUTESBHbI.

* http://www.nationmaster.com/graph/eco_gdp_com_by_sec_ser-economy-gdp-composition-sector-services
** http://www.nationmaster.com/graph/eco_gdp_com_by_sec_ser-economy-gdp-composition-sector-services
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[NocToAAHHaAs NMOroHsA 3a CHWXKEHUEM n3gepxek n 3a onmmmsaumeﬁ npon3BoOACTBEHHOIO
LUMKna npueena TpaHCHaunoHalribHble KOMNaHUn K NpoCToOMY NOHMMaHUKO, YTO B Pa3BUTbIX
CTpaHax U3aepXkKn Ha Nnpon3BoaCTBO O4YEHb BEJTUKW. HOSTOMy €ero aktTmuBHO Ha4varnu BbIHO-
CUTb B pa3BMBatoLLMECs CTPaHbI C MOCMeayoLLMM PEIKCTIOPTOM NPOU3BEAEHHON NPOAYKLMN.
KoHeuHo e npoussogutb kpoccoBkn Nike 6onee acbdekTnBHO Bo BbeTHame ¢ cebecto-
umoctbio $2, yem B CLUA c cebectonmocTbto He MeHee $100. MNepeHoc npoussoacTBa
M3 pa3BUTbIX CTPaH MPOCTO BbIHY>XOaeT MUIJTMOHbI BbICBO60.ElI/IBUJI/IXCF| ruo,qe|7| yxXoaunTb
B YCIYroBbI CEKTOP. Taknm ob6pas3om, B3PbIBHOM POCT YCIYrOBOrO CEKTOPA U COKpaLleHune
CeKTopa NPON3BOACTBEHHOMO ABMAOTCS B3aMMOOOYCNOBNEHHbIMU.

Ho B TOM-TO 1 «CeKpeT» yCnyr, YTO OHM NoKarbHbl, MOKa MI0X0 3KCMOPTUPYHOTCA 1 MOTYT
CyLLLeCTBOBaTb TOMbKO NPV pPasBUTON MPOMbILLIIEHHOCTN UMW 3HAYUTENbHBIX NPUPOOHbLIX
nckonaemblx, AOXOAbl OT 3KCMNOPTa KOTOPbIX YXOASAT Ha MOBbIWEHWE NOKynaTenbHOM
CMOCOBHOCTM XUTenen cTpaHbl MyTeM pasBUTUS BCE HOBbIX YCMyr U NnpuobpeTeHns noT-
pebutenbcknx ToBapoB. OTpbIBasiCb OT «pearnbHO», OCHOBAHHOW Ha MaTepuanbHOM
NPOM3BOACTBE IKOHOMMKN, JOMUHUPOBAHME YCNyr CO34aeT CBOEro pofa «HemaTepuarnb-
HYI0» 9KOHOMMUKY, MULIEHHYIO yHOAMEHTarnbHbIX CTOMMOCTHBIX OPUEHTUPOB U MPUBOAUT
K rmnepTpodupoBaHHOMY pOCTy dhnHaHcoBOro cektopa. Ecnm B 60—x rr. Ha 6aHKOBCKytO,
BpOKEPCKyI0 M CTPaxoByl AeATenbHOCTb B BOMbLUMHCTBE Pa3BUTLIX CTPaH NPUXogunoch
okono 10% kopnopatusHbIx Npubebinen, To B 2005 r. B CLUA 1 BputaHuu, aByx ctpaHax,
rAe pacrorioXeHbl KpynHeNLWne MUpOBble (MHaHCOBbIE LieHTPbl — Hbto-Mopk 1 JloHaoH,
aTa undppa gocturna yxe 35%*.

B CLUA yxxe ¢ 90-x . npoLunoro Beka 6bino CyLecTBEHHO MeHee NpUObINTbHO NPON3BOAUTL
4YTO-NMBO «MaTepuranbHoe», Y4eM MHBECTUPOBATL KanuTan B OUHaHCOBbIE YCyri. XOpoLumi
ToMy npumMmep — komnaHus General Electric. B npoLunom ncknountensHO Npon3BoaCcTBEH-
Hasi, OOUH N3 UCTOPUYECKNX «CTOMMOB» MHOYyCTpuanbHow pesontoummn B CLUA, B 90-e .
XX B. OHa cMeHuna nonuTuUKy MHBECTUPOBaHWS. BMeCTO HOBbIX BbICOKOTEXHOMOMMYHbIX
Npon3BoACTB cpeacTBa bbinm BNoxeHbl B hrHaHcoBble kopnopauun GE Money, (noTpebu-
Tenbckoe un unoteyHoe kpegutosaHme) n GE Commercial Finance (kpeantoBaHue, onepa-
LMOHHBIV NN3WHT, pasnuyHble NporpaMmmbl (oMHaAHCMPOBaHUS, KOMMEPYECKOE CTpaxoBaHme
n 1.4.). BnoxeHbl ¢ paamaxom — 06e komnaHum paboTtatoT 6onee yem B 50 cTpaHax mupa.
Tenepb npesngeHT bapak Obama BbIHYy>XAeH NpU3HaTh, YTO CTpaHa, koTopasl n3obpena
BETPSHbIE AMeKTporeHepaTopbl, BbiHyXAeHa 3akynaTb ux B KOxHon Kopee, a Hekorga nyd-
LuMe TexHomnormyeckme pelleHns B obnactu conHeyvHbIx 6atapen, npugymanHsie B CLUA,
Bbonee adhdekTMBHO peannsoBaHbl B [epMaHun 1 AnoHUM M MMNOPTUPYOTCA OTTyAa.
Ho npobnema He TOMbKO B «MpoBariax» no KOHKPETHbIM MPOM3BOACTBEHHbIM NporpamMmmam,
a B TOM, 4YTO B pe3ynbTaTe BblITECHEHMS NPOU3BOACTBEHHOIO CEKTOPa YMEHbLUAETCS KONu-
4YeCTBO pearnbHbIX AEHer, Co34aHHbIX B NPOM3BOACTBE, HapyLllaeTcs Toprosbin 6anaHc,
CTpaHa BbIHyXAeHa neyatatb HeobecnevYeHHble AeHbrn, YTO NPMBOOUT K CNEeKynaumsam
Ha pblHKax KanuTanos, OONMM AOMOXO3SNCTB pacTyT W... BoT Bam ona Havana kpuauc
B CEKTOpE KpeaMTOBaHWS HEABMXXMMOCTH, B pedynbTate — obLee CHKeHne noTpeduterns-
CKOro cnpoca U, Kak crnefcTteve, MMpOBOWN 3KOHOMUYECKUI KPU3NC.

HavaBwunca B 2008 r. kpusmc nmeeT gonrosyo npupody. Honrn kopnopauun n gomMo-
X034MCTB 0Opa3oBanvcb U3-3a YMEHbLUEHUS KONMYecTBa maTepuaribHOW CTOMMOCTU,
CO3[aHHOM B pa3BuTbIX CTpaHax. HoBas maTepuarnbHas CTOMMOCTb, camo cobon, co3gaeTcs
B NepBYylo oyepeab B NPOM3BOACTBEHHOM, @ HE B YCIyroBOoM cektope. VIMnopT passutbiMu
cTpaHamu noTpebuTenbCkux TOBApOB M MOME3HbIX MCKOMaeMbIX HE MOT ObiTb KOMMEH-
CMpPOBaH 3KCMOPTOM yCryr. YCRyrn-To He 3KCMOPTUMPYIOTCS MO CaMOW CBOEW MpUpOAE:
OHW OKa3bIBalOTCA NOTPebuTento TONbKO MO MECTy ero, notpeburtens, npebbiBaHus. He
nepecensTb e NonoBuHy amepukaHues B Kutan! B pesynbTaTte 3anagHble cTpaHbl NoOmy-

* KokwapoB A. OT «cemepku» K «aBaguatke» // Qkcnept. — 2008. — 24 Hosi6. — Ne46 (635)
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YU MaccoBbI AenUnT NnaTtexHoro 6anaHca. A pas Henb3s BbIPOBHATb 3TOT GanaHc
HW Yepes ycrnyru, HU Yepes Nnoapl Tpyaa Ha CerogHaLHEM NPon3BOACTBE (NPOU3BOACTBO-
TO BbIHECEHO), TO rMaBHbIN M1poBon noTpebutens — CLLUA — Hayan obmeHnBaTb TOBapbI
Ha BanoTy. A BanoTa, AeHbrn BooodLe, ecTb He 6onee yem obszatenscTea. AMEepUKaHcKoe
npaBuTENbCTBO, CEMbM U KOpnopauun 3agormkanu okono 50 TpnH gonn.*. apaHTuamu
3TV gonram BbICTynaeT Tpya 6ydywux NoKoNeHn amepukaHLeB. Ho npu cyliecTsyoLLemn
cTpyktype BBIT 1 npoussoacTtBa ctpaHa Bpsa nu obecneunT BbinnaTty B3ATbIX Ha cebsa
obsizaTenbcTB. [1na aToro TpebyeTcs kapAauHanbHbIA PbIBOK B TEXHOMOMMAX (M3MEHUTb
CTPYKTYpYy NMpOM3BOACTBA, Co34aTh BOCTPEOOBaHHbIN MUPOM HOBLIN TUM MaTepuarbHbIX
NPOAYKTOB), MOMHOXEHHbIA Ha BbICOKUA YPOBEHb NOE0NOMMYECKON Mobunmsauumn Haumm
(nepecMoOTpeTb OTHOLWIEHUE K ycrnyram, BBECTU «KOHCIOMEPM3M» B pa3yMHble PaMKu).
Hwn TOro HM Apyroro y HbIHELLUHUX MUPOBBLIX NMMAEPOB He BUAHO. Bce ykasbiBaeT Ha To, YTO
CLUA HaxopgaTtca B hase ctarHaumm 1 gONroCpoYHOro kpusmca.

Ha cueHy BbIXoanT HoBast MMpoBas AepxxaBa — Kntai, KOTOpbIA aKTUBHO NOOLLPSET POCT
BHYTPEHHUX NOTPEOUTENBCKMX PACXOAOB HA MPOAYKLMIO KUTANCKNX 3KCMOPTHOOPUEHTUPO-
BaHHbIX habpuK 1 NepeopueHTaLmio CBOEN SKOHOMUKA Ha HEHACbIWEHHbIA BHYTPEHHWI
pblHOK. KuTar n ctpaHbl BocTouHOM A31K B LIENOM 3TO HOBbIE PbIHKK, KOTOPbIE ByayT pactu
deHoMeHanbHbIMM TeMMNaMu: BeAb MUNNMapabl YENOBEK B 3TUX CTPaHaX XOTAT YCTPOUTb
CBOH0 XM3Hb KOM(POPTHO, MO aMePUKAHCKOMY U 3anagHoeBponenckoMy obpasuam. CHavana
OHW HACbITAT PbIHOK 1 AOMOX03ANCTBA HEOOX0ANMON A1 KOMOPTHOM XXU3HU TEXHUKOW,
nocne 4yero nocrneayeT B3pbIBHOW POCT YCIyroBOro cektopa. YBenuyeHne YnCcreHHoCTH
MMWPOBOrO CPEAHEro Krnacca oXxuaaeTcs UMeHHO 3a cyeT BocTouHom Asnm. 3a 3T1M 3KOHO-
MWUYECKUM POCTOM NPOU3BOACTBEHHOIO CEKTOPa Ha4YHETCH HOBbIM BUTOK pOCTa CTOMMOCTH
nonesHbIX UCKoNaeMmblX, M3 KOTOpbIX ByayT nponsBeaeHbl TOBapbl 4151 KUTaNCKOro cpegHero
Knacca v aHeprusi 4ns asTomobunen n nHPPacTPyKTypb.

MpuumHa kpuanca B akoHoMmuke CLUA kpoeTcd B gucbanaHcax 3KOHOMMWKW, KOTOpbIe Mpu-
BENW K runepTponpoBaHHOMY POCTY YCIyroBOro cekropa, npu cnaboctu NponM3BoACTBEH-
HOro, MOMHOXEHHbIX Ha 6e30TBETCTBEHHYIO (PUHAHCOBYIO MOMUTUKY. OTO 3aKOHOMEPHO.
C atMmMu npobrnemMamu CTankvMBaltTCH pasBUTbie CTPaHbl, KOTOPblE NMOCTPOUMAM HaLMO-
HanbHY UHMPACTPYKTYPY U HACLITUMW BHYTPEHHNE NOTpebunTenbHbIE TOBapHbIE PbIHKN,
a NnoTOM CKOHLEHTPUPOBANMCh B CBOEM Pa3BUTUM Ha BbICOKOMPUBbINbHBIX CMEKYNATUBHbIX
onepauusx n Ha n3bbITO4HOM NOTpebneHun. POCT yCrnyroBoro cektopa — 3TO NOTMYHBIN
npoLecc pa3BuUTUSA NOCTUHAYCTPUanbHOro obuiectsa. MMaBHOe NpyY 3TOM — BHUMAaTENBHO
CcneguTb 3a CTPYKTYPOU CBOEN 3KOHOMMKM 1 HE AOMycKaTb MEPEeKoCcoB B TOProBom GanaHce.

* http://www.financialsense.com/editorials/hodges/2007/0315.html



PEBOJTHOLUMA YCIYT B MNPOBOWVI SKOHOMWKE

MEPCIMNEKTVBbI PA3BUTUNA
YCI1VYI B YCJ10BNAX SKOHOMUMNYECKOI'O KPN3NCA

Pa3Butble cTpaHbl

OTcTpoeHHass MHPPaCTPYKTypa U 3KOHOMUKA, HACbIWEHHbIE PbIHKM, MHOMONETHASA
«paccnabneHHas» Xu3Hb «B AOMM» N cepbe3Hble NPobrnemMbl B counanbHOM YCTPONCTBE
pasBuUTbIX CTpaH (0T Npobrnembl CTapeHus HaceneHus 40 paspyLUeHUs MHCTUTYTa CeMbM)
npvBeadyT K criegyrolmMm NoCneacTBUSAM AN YCAYroBOro CekTtopa 3KOHOMWKM Pas3BUTbIX
CTpaH:

* CLWLIA n HekoTopble cTpaHbl EBponbl, ckopee BCero, oxugaet AONTOCPOYHbIN TPEHA
ymeHbLleHus pasmepoB BBI1 n cHuxeHne ypoBHA Xn3HWU. OTCTPOEHHOW 9KOHOMUKE
C MOHWXEHHbIM MOKynaTenbHbIM CPOCOM U OTpULIATENBHON POXAAEMOCTBIO HE HYXXHO
Takoe Konm4yectBo pyk. [1oaTtoMy maccoBas 6e3paboTmua n HEBO3MOXHOCTb Ha NPOTS-
XXEHUN MHOTUX NET HaNTU XOTb KaKyo-TO paboTy BbIHYAWT XEHLUMH, MOMOAEXb, CTapLlee
NMOKOMeHMe He BbIXOAUTb Ha PbIHOK Tpyda. MexayHapoaHas opraHusaums tpyga (MOT)
KOHCTaTMPYET, YTO XKEHLLMH B MUPE YBOMbHAOT Yalle My>4mH: B 2009 r. SKOHOMUYECKUIA
Kp13uc npueer K pocTy 6e3paboTuLbl Cpeamn KEeHLWUH Ha 22 MIH YernoBek™.

* OXunpaetcs, YTO YreHbl CeMbU, ¥ KOTOPbIX HET paboTbl BHE JOMOXO3ANCTBA, OyayT BbINOS-
HATb AOMAaLLHKWe ycryroBble paboThbl, YTOObI HE OTAaBaTb MX Ha ayTCOPCUHT: NPUIroTOBIe-
HVe eapbl, PEMOHT NOMELLEHWNI Y TEXHUKM, YX0[4 3a ETbMM, ONONHUTENbHOE 0bpasoBaHue
AeTel, CTipKa, napukmMaxepckue ycrnyru, CropTUBHbIE 3aHATUM U caMorneyeHne, BbiIbop
MECT M OpraHu3aumm eXxerogHoro oTnycka u T.n.

* HacToswwmi 6ym 6yaeT HabntogatbCcsa B TENEKOMMYHUKALMAX Y UHOPMALIMOHHBIX peLue-
HMAX. Hannune BbICOKOCKOPOCTHOTO VIHTEPHETA 1 OTCYTCTBME BaKaHCUIA MOMHOMo paboyero
AHS co3aanyT MUNMMOHBI yaaneHHbIX pabodmx MecCT, KoTopble 3aiMyT nogu, paboTaroLime
goma. Npn atom, ckopee Bcero, noan ByayT MMeTb OQHOBPEMEHHO HECKONbKO pabo-
YMX MECT MPU HEMOSTHOWN 3aHATOCTU. Takke CTOUT oxmaaTb rnmobansHOro pocta mManoro
YacTHoOro GuaHeca, KOTOPbIN TBOPYECKU FreHepupyeT AenoBble pelleHus «M3 Jomay,
1 cpefHero buaHeca, KOTopbI 3a cHeT paboTbl yaaneHHbIX COTPYAHMKOB MOXET COCTaB-
NATb KOHKYPEHLUMIO Knaccuyeckum BuaHec-mogensM. B kpynHenwmnx aKOHOMUYECKUX
LleHTpax, Takux, Kak Hbro-l7lop|<, JloHgoH u Mapwx, ctonmocTs 1 kB. M B cpeaHeM odumce
coctaensiet $250—500. MuHMMansHo Ha 1 COTpyAHMKa NPUXOAUTLCS 5—6 KB. M, MO3TOMY,
YTOObI OCTaBaTLCA NPUOLINBbHLIMUY, ManeHbK1e 1 cpegHue kKoMmnaHum 6yayT CHUXaTb nsne-
PXKKW, B TOM YMCIe Ha apeHHble pacxodbl, KOTOPbIE Ha KaXX4oro paboTHMKa COCTaBnsoT
okono ot $1500 go $3000 B roa.

* ®aKTOp CHWXEHUS MOTMBAaLMK NepcoHana npu oTCyTCTBUKM eguHoro oduca byaner ony-
weH. bonee BaxxHoOM MoTMBaLMelN ByaeT ABNATLCS HaNMune Ang YernoBeka XoTb Kakon-To
paboTbl, U 30ech yXXe He A0 Kanpun3os. Pacxoabl Ha MHPACTPYKTYPY 1 TpaHcnopT byayT
cokpalaTbCcsi.

* PbiHOK BusHec-ycnyr takke nocregyer TeHAEHUMU K BHELHEMY yaarneHHOMY Hanmy
BPEMEHHbIX COTPYAHWNKOB, MPUBIIEKaeMbIX Ha MPOEKT Mo onpeaeneHHbIv BlompkeT, 3akna-
OblBaeMblil B CTOMMOCTb MpOeKTa.

» CTOUT OXMnAaaTh, YTO NMOCTOSAHHbIV MOUCK «BOHOAXKETHBIX» PELLUEHNA N3MEHUT NPEeLCTaBNeHne
0 Knaccumyecknx busHec-mogensax B pPO3HUYHOM TOProBrne, kotopasa byaeT BblHYXAeHa
n36aBnsaTbLCA OT AOpOrocTosLlen MHPPACTPYKTYpbl U nepcoHana. OxugaeTca peskuin
B31ET 3NIEKTPOHHbBIX NOKYMNOK Yepes VIHTepHEeT Co 3HaunTeNbHbLIM yaeLleBneHeM 4OCTaBKN
nokynok. ObecnevyeHne 3KOHOMHOIO M paLMOHanNbHOrO NoTpebneHns — aT1o Gyayulee
PO3HUYHOW TOProBMW.

* Ycnyrn obLwecTBEHHOro NuTaHust (B OCHOBHOM pecTopaHbl, HO He dacT-dya) byayT
BbIHY>XOEHbl KOHKYPUPOBaTb C AOMALLHEN eoNn.

» KoHKypeHLUMs B TPAHCMOPTHOM CekTope eLle bonee Bo3pacTeT 3a CHET TOTarnbHOro nepe-

* ManbIxuH M. llaTnHoamepukaHLbl, Herpbl 1 XXeHLLMHbI TepstoT paboTy vate // Begomoctn. — 2009. — 24 mapr.
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Xo4a KoMnaHui B 610pKeETHbIE CerMeHTbl, KOTOPbIE NoKasanu 3a nocrneaHne ecaTuneTus,
YTO AOMNONHUTENbHbIE YCIYTY, 32 UCKIIOYEHNEM CamMOl NEPEBO3KM, Maso UHTEPECYHOT 3KO-
HOMHbIX noTpeduTenen. OnbIT BI0OKETHBIX aBMAKOMMaHWU NoKasar, YTO MOXHO yaepXu-
BaTb LieHy B 3 pa3a Hvbxe CpefHen Mo pbiHKY 1 3a CHET ONTMMMU3MPOBaHHOW Bru3dHec-mMogenmu
nony4arb NpubbINK Bbille, YEM TPAOULMOHHbBIE NepeBO34MKN. JToam B pa3BUTbIX CTpaHax
OyoyT MeHblue neTaTtbh: Bedb 3NEKTPOHHble CnocoObl 0OLEeHNss CHU3AT noTpebHoCcTH
B noesakax 1 xmeom obLeHnn. OxngaeTca pocT cnpoca Ha OTAbIX B Mpedenax JlokanbHom
AOCTYMHOCTU 1 B Npegenax CoO6CTBEHHOW CTPaHbl.

* Tem He MeHee pacxofbl HaceneHns Ha pasBriedyeHns U OTAbIX B LENOM YMeHbLuaTcs,
YTO NPUBELET K eLle 6onbLuemMy KOHKYPEHTHOMY HaMpsHKEHUIO B 3TUX CEKTOPAXxX U 3Haun-
TENbHOW «3ANeKTpoHM3aLmmny» 1 nepesogy B VIHTepHeT BonbLUMHCTBA pasBrekaTenbHbIX
peLleHunn.

» BospacTeT cnpoc Ha «knaccuyeckne» uHaHcoBble yenyrn. KnveHTbl BygyT ncnonb3o-
BaTb CpeacTBa kpaviHe pauntenbHo, bonbLue He NogaaBasick Ha cobriasHbl MOKYNOK He Mo
KapmaHy. Begpb cenvac cpegHecTaTCTUYECKMn amepukaHeL, nuib Ha 55% pacnnartuncs
3a cBor goM. OcTanbHble 45% OH elle AoMKeH 3annatnTb®. Ho 310 KacaeTcs He TOMNbKO
OOMOB, HO 1 ApYrX KPYMHbIX MOKYMOK B KpeauT. CTpaxoBaHue 6yaeT nonb3oBaThCsi MOBbI-
LUEeHHbIM CNPOCOM — MoTpebuTenn B ycrnoBmsx HeonpegeneHHocTn ByaoyLmnx Aoxonos
NPEAnoYTYT XeAXNPOBaTb PUCKM ONNATON HEGOMNbLLMX CTPAXOBbIX MPEMUN, HEXENU HECTU
MOMHY0 CTOMMOCTb Yyllepba B criydae HacTynneHms pucka.

* Hacrtoswaa pesontoumns oxungaerca B obnactn obpasoBaHus. 1o cyTu, Hy>KHO co3gaBaTb
HOBYIO 0BOpasoBaTernbHYy0 CUCTEMY MOA HOBblE peanuu XnsHu. MoLLHbIM POCT oXxnaaet
PbIHOK AOMNONHUTENBHOIO 0BpasoBaHKs Yepes TEXHONOrMN ANEKTPOHHOIO 0byyYeHus BBUAY
OY€Hb KOPOTKOr0 CpOKa >KM3HEHHOrO LUKMa ycryr U NpoayKToB, YTO TpebyeT OT CoTpya-
HWKOB ©E30CTaHOBOYHOIO OByYeHUs. YUnTenamm cTaHyT U MUMMMOHbI NPOCTLIX Moaen,
KoTopble ByayT BHYTPM AOMOXO3ANCTB obecnevmBaTtb AOMNOMHUTENbHOE obpasoBaHue
CBOWX AeTeln He TOmbKo B 0bracTu Knaccmyeckux npegmeToB, HO 1 B CMOPTE, HaBblKax
OOMOXO034MCTBa U 06CIYXXMBAHUSA TEXHUKN.

* MeaumuuHa B CBOEM HbIHELLHEM KOMMEPYECKOM BMAE, CKOpee BCEro, NepecTaHeT cyLlec-
TBOBaThb. CerogHst 6onee 50% amepukaHLUEB HE MOryT NMO3BONUTL cebe MEeANLIMHCKYHO
CTpaxoBKy, U Aanblle 3TOT NpoueHT byaeT Bce BpeMs yBENUUMBATLCS B BUOY CHUKEHUS
YPOBHS 40X000B. Bo3amoxxHa HaumoHanu3aums oTaernbHbIX oTpacnen MeguumHbl. Kavec-
TBO obCcnyuBaHWsi ynageT, BHeOPEHWE HOBbIX TEXHOMNOMMWA 3aMeasInTCs, HO Mpu 3TOM
MeayuMHa cTaHeT Gonee 4OCTYNHOMN.

* Ycnyru rocygapCTBEHHOrO ynpasneHusi ByayT odeHb BocTpeboBaHbl, U B 4EMOKPaTUHECKNX
CTpaHax rpoMo3aKkme n 6ropokpaTuyeckne CUCTEMbI, He yAOBNETBOPSAOLLNE HaceneHve,
OyayT nogBep>KeHbl OBLLEeCTBEHHOMY MPECCUHTY.

» BO3MOXHO, CHIDKEHME (PM3NYeCcKoro nepemMeLLeHns MUIIIMOHOB NI0AEeN B KaXA0OHEBHbIX
noesgkax Ha paboTy M No MarasvHam U yMeHbLUeHWe BPegHOro NpOM3BOACTBEHHOIO
cekTopa npvBeAeT pasBuTble CTPaHbl K JONTOXOAHHOMY CHVXXEHWUIO Harpysku Ha OKpy-
XatoLlyto cpeay.

» HakoHeu, 3a Bce, 4T0 ByAeT NponcxoauTb B pa3BUTbIX CTpaHax, npuaercs nnatutb. C 1957 .
HaumoHanbHbIn Aoxod CLUA Bbipoc npumepHo B 3,6 pasa, a cymmapHbin gonr — B 11 pas**.
Hu ogHa Hauus 3a Bce BpeMmsi CyLLeCTBOBaHWS YenoBeyecTBa He cMorna 6e3 Tspkenou
1 Kponotnmeon paboTtbl obecneunte cebe JONrocpoyHoe passutme. KoHeuHo, nctopus
3HaeT NpUMepbl BbIXOA4A U3 KPU3KCca 3a CHET BOVHbI, B pe3ynbraTe KOTOPOW NPUXOAMIoCh
pacnnadmBaTbCa OOHOMN TONbKO MpourpasLleri CTOpoHe. Ho Hu3kas «naccuoHapHOCTbY
Haumi 3anaga He NO3BOMSET paccMaTpuBaTh BCEPLES3 TAKOM KpaiHe HEraTMBHbIN BapUaHT,
KaK HOBbIV Nepeaen mupa.

* www.pmoney.ru/frm_one.asp?fid=1&tid=245
** http://www.financialsense.com/editorials/hodges/2007/0315.html
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AdheKkTMBHbIE pa3BUBaloLWMECs CTPaHbI

YcuneHHasn paboTa no co3gaHuio KOMOPTHOM HauMoHanbHOM MHAPPaCTPYKTYpbl U HaCkI-
LLleHMe PbIHKOB Y COTEH MUIIIMOHOB MoTpebuTenei ToBapamu npueeayT 3EKTUBHbIE
pasBuBaloLLMECS CTPaHbl K PE3KOMY POCTY YCIyroBOro cektopa. 3HaunTenbHbIe JOX0Ab,
MoJlyYeHHbIe B MPOMbILLIEHHOCTH, OyayT yXOAUTb B LOMOXO3SIACTBA, YTO BbI3OBET BCMIIECK
NpeanoXeHns pas3nnyHbIX YCIyr, MpUYeM YCryroBblii CEKTOP NPOMAET B CBOEM pasBUTU
BCe hasbl KM3HEHHOrO LiMKIa aHanorMyHo pa3BuUTbLIM CTpaHaM.

MwnnuoHel notpebutenen B bpasunuu, NWHoum, Kntae n gpyrux ctpaHax, OTHOCUMbIX
K 9TOM rpynne, eLie He UMEIOT OMbiTa NoMb30BaHWs CoBpeMeHHon cuctemon ycnyr. OHu
He roToBbl 3akasbiBaTb MPOAYKTbl U ToBapbl Yepe3 VIHTepHeT, He mpuBbIKNK cBOBOAHO
Nnonb30BaTbCs NIIACTUKOBLIMU KApPTOYKaMM M HAHKOBCKUM CEPBUCOM MITN CaMOCTOATENbHO
MoKynaTb 3MNeKTPOHHbIEe BUneTbl M OTeNW AN CBOEro oTAbIXa, Kak 3TO CTano 06blAeHHbIM B
Espone n CLLUA. Ho ¢ nprnobpeTeHnem Takoro onbiTa NOTpebnTenu B 3TUX CTpaHax Hay4aTcs
KOMOBMHUpOBaTb BapuaHThI.

Mo>xHO ¢ 60MbLLON BEPOSTHOCTHIO NPEANONOXMTb, YTO YCINYrOBbI CEKTOP B Pa3BMBaOLLNXCH

CcTpaHax nonget no cnegytowemy nyTu:

* [lpon3BoaMTENBLHOCTL TPyAa B MPOM3BOACTBE MO3BONMUT BbiMyCKaTb OYE€Hb AOCTYMHbIE
TOBapbl N0 NpuemMnemMbiM LeHam. B coyetaHmm ¢ mepamum No CTUMYNMPOBaHWIO rocygapc-
TBOM MOKyMaTernbHON CMOCOBHOCTY HAaceneHns n BoBreyeHnem cbepexxeHnin HaceneHms
(OTNOXeHHBI CNpoC) 3TO MPUBEAET K POCTY BHYTPEHHero cnpoca. Mbl yxe Habntogaem, kak
BbI3BaHHOE KPM3NCOM CHIXKEHME Cnpoca Ha NpodyKumio n3 Kutas Ha BHELLHEM PbIHKE KOM-
NeHCMpyeTCcs POCTOM Crpoca Ha BHYTPEHHEM PbIHKE 3TOW CTpaHbl. IHBECTULMM B 9KOHO-
MUKy CTpaHbl 3a sHBapb—adeBparnb 2009 r. Bbipocnu Ha 26,5%, npoaxu asTomobunen —
Ha 25%. 3710 ogHO M3 cnefcTBMn 0gobpeHHbIX B HoA6pe 2008 r. cTumynupyowmx mep
B 4 TpnH toaHen ($585 mnpa) v orpoMHOro OTHOXEHHOro cnpoca*. Mpu Takon AMHaMuKe
BHYTPEHHErO pbIHKa A5 CEKTOPa PO3HUYHBIX YCIYT OTKPbIBAKOTCA Camble LUMPOKME nep-
CMEKTMBBI.

» Takum obpasom, BCS NMHeNKa ycnyr B NepefoBbIX Pa3BmBatoLLMXCS CTpaHax ByaeT akTMBHO
pacTtu. OTOT pocT ByaeT NOBTOPATb NyThb pa3BuTusa cektopa ycnyr B CLUA n B 3anagHon
EBpone. B cxoaHbIx ha3ax XM3HEHHOTO LMKNIa PbIHKOB MPUMEHSIIOTCH CXOOHbIE 9KOHO-
MUYECKMe peLleHns, C HEKOTOPbIM AobaBneHneM HauMoHanbHOW crneundumkn, npexae
BCero 0bycrnoBneHHow 6onee BbICOKMMU TeMnamu (a aTn Temnbl 6yayT BbiLLEe, NOCKOMbKY
pasBuTME NOMAET NO NPOTOPEHHON AOPOre) HachILLEHNST PbIHKOB, KOTOpble ByayT noTpeo-
NSATb «BCE M MBOro KayecTsay.

* HuskokBannmumpoBaHHbIA Py4HON Tpya Ha NPOM3BOACTBE OCTAHETCS MPENMYLLECTBOM
C TOYKM 3peHUs rnobanbHOM KOHKYpPEeHLMN, HO He ByaeT rmaBHbIM ABuratenem pocta BBI
pa3BUBAIOLLIMXCS CTPaH.

* MnnnvoHbl Nogen n3 gepeBHU BCTaHYT He TOMbKO (M He CTOMbKO) 3a CTaHKWU, HO 1 3a
CTOWKWN PO3HWNYHBIX CEPBUCHBIX KOMMAHWI OT MarasuHoB A0 aBranuHuin. K Tomy xe cenvac
NPOV3BOAUTENBHOCTb TPyAa B BbICOKOTEXHONOMMYECKOM NPOMBILLIEHHOM CEKTOPE Aaxe
pasBUBALLNXCA CTPaH TaKOBa, YTO MHOMME KOMMaHWW UMEIOT CXOXYH C Pas3BUTbIMU
CTpaHaMy NPoM3BOAUTENBHOCTL TPyAa, HO C BonbLuer HOPMOW NPUBBLINN U3-38 HU3KNX
N3gepKeK B pa3BrBaloLLUXcs cTpaHax.

* Bbicokoobpa3oBaHHbIe MOMoAble MM ynayT B UHXeHepHoe, |IT n 6usHec-mogenumpo-
BaHWe, Befb CMNpoc Ha OM3Hec-ycnyrm aBToMaTUYeCKn reHepupyeTcs 3KOHOMUYECKUM
pocToMm. VIMeHHO aTun ntogm byayT reHepupoBaTh obwuii pocTt BBIT pa3suBatomxcs cTpaH
KaK 3a c4eT HOBbIX 9KCMOPTHbLIX MPOAYKTOB M YCIYT, Tak U 3@ CHET HACbILWEHWS OFPOMHOrIO
HaLMOHaNbHOTO pbIHKA.

* Wnurens M. Magenwve canbgo // Bepomoctn. — 2009. — 12 mapt. — Ne43 (2313)
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NMPUHUNTTMATTBHBIE PASITNYHNA B YITPABITEHA
NMPOMN3BOOCTBOM TOBAPOB W NMPEOOCTABJIIEHVEM YCIVIT

K ycrnyram MOXHO OTHECTU crieaytoLme Buabl AeATeNbHOCTY:

Ycnyrn ans 4yacTHbIX noTpeburtenen Yecnyru ans KopnopaTtuBHbIX
(Ycnyrn-B2C) notpebutenen (Ycnyrn-B2B)
* TenekoMMyHUKaLn * Kpegut, domMHaHCbl, NHBECTOAHKMHT
* \HTepHeT-3KOHOMUKA N CTpaxoBaHue, COENKN C HEO4BMXMMOC-
* KpeauT, domHaHChl 1 cTpaxoBaHue TbtO
* [Maccaxupckme nepeBo3kn (KenesHo- » KoHcanTuHr (ot ayguta oo oprmogenu-
OOPOXHbIN, aBMaLMOHHbLIV TPAHCNOPT, poBaHus)
aBTOTPaHCMNOpPT 1 Nnp.) * KOpnanyeckue ycnyru
* Ycnyrn no o6eny>KMBaHuO JOMAaLLHEro * Mop6op nepcoHana
XO3ANCTBA N TEXHUKN (PEMOHT XKUITbA, » CepBucHoe obecnyxusaHue (ot IT go
NpOn3BOACTBEHHO-ObITOBbIE, KOMMY- peMOHTa M 3KCchnyaTaumm 30aHun)
HanbHbIE YCIyrn, aBTOCEPBUCHI) » OnToBas TOproens
* Ycnyrm no obecnevyeHnto NuTaHns um * TpaHcnopT, noructuka (ycnyru no
NPOXUBaHNS (TOCTUHWLbI, CTPYKTYPbI CHabXeHMI, 3aroTOBKaM M XpaHEHUIo
00LLEeCTBEHHOIO NUTaHUS) MaTepuanbHO-TEXHUYECKNX PECYPCOB)
» ObpasoBaHue, KynsTypa u NCKYCCTBO * Ycnyru rocygapCTBEHHOIO ynpaBneHns
* MeguumHa * Hayka n Hay4yHoe obcnyxnBaHune
» PasBneyeHuns
+ CMA
» COoenkn ¢ HeaABUXNMOCTbIO
» dusunyeckas KynsTypa u cnopt
* Ycnyrm NnYHOro xapakrepa (napvkma-
Xepckue, yxoq 3a AeTbMu, opuanyec-
KM€ KOHCynbTaumm, puTyarnbHble YCnyriu,
oxpaHa)
* Ycnyr rocygapCTBEHHOTO yrpaBrieHus

Tabnuua 1—1. [1Ba Buaa ycnyrosoro 6usHeca

Komnanun, nponseoasiine ToBapbl, U KOMNaHUKU, NpeaocTaBnstowme ycnyru, pasgenset
nponactb. Ho aaxe B y4ebOHUKaX N0 MEHEMKMEHTY U MapKEeTUHIY MHOre npodeccuoHanbl
He OensT ynpaeBrieH4Yeckme pelleHnst B 3aBUCMMOCTU OT NPUMEHUMOCTM AN NPou3BoaC-
TBEHHOro UNKn ycrnyroBoro 6usHeca. M HanpacHo. ECTb MHOXeECTBO MpUHLUMNUanbHbIX
CBOWCTB, OTNMYatoLLMX YCryri oT TOBaApOB M BIUSOLNX Ha BU3HeC-Mogensb.

1. MamepuarbHbIl xapakmep mogapos U HeMamepuaribHbIl xapakmep ycrya. XoTs Oka-
3aHve 6onMbLUMHCTBA YCMyr CONPOBOXAAETCS BMNOMHE 0Cs3aeMbiMM BellaMmu (Hanpumep,
PEMOHT aBTOMOBUIIA OCYLLECTBNAETCH NPY NOMOLLM 3anacHbIX YacTen, NpucnocobneHnn,
Kntoyewn, B cneumanbHO 060pyJ0BaHHOM MOMELLEHMU), CaMy YCNYT NPaKTUYECKN HeoCs -
3aembl. Y ycnyr HeT ¢opMbl, LBeTa, 3anaxa, ynakoBku. [otpebutens no-HactosLwemy
CMocobBeH OLEeHNTb Ka4eCTBO YCNYrn TOSNbKO NOCre ee NonyyYeHus.

2. Ycnyau npodaromcsi psiMo KOHKpemHoMy rnompebumerto. 3T0 OTNNYaeT ux oT maTtepu-
anbHOW NpoayKLMW, KOTopasi BbIMyCKaeTCsl, Kak NPaBuio, OPUEHTUPYSCH HE Ha KOHKPETHOTO
notpebuTens, a Ha o6LLMIA CNPOC Ha pbiHKe. PaspaboTka ycnyru 1 ee peanvsaumnd He «CTa-
TWYHbIY: B MPOLLECC OKa3aHus 3aknagblBaeTcsl BO3MOXHOCTbL MoanduKaLmMmn 1 agantawmm
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yCnyr Nof pasnuyHble TpeboBaHus. YCnyrM MOXHO OKa3blBaTb TOSIbKO TOrAa, Koraa nocTy-
natoT 3aKasbl OT KOHKPETHbIX KITMEHTOB. B CBSI3M C 9TUM «MPOM3BOACTBO» YCIyr U Npoaaxa
yCcnyr He MoryT 6bITb pasgeneHbl. A KOMOGUMHALMIA BO3MOXHBIX PELUEHWUI — MUISIUOHDI.

3. Macwmabupyemocms Konudecmea npedocmassieMbiX yciye fpu cCoXpaHeHuu MUHU-
MasnbHoOU onepayuoHHoU 6e3ybbimoyHocmu. OTOro CBOMCTBA HET y TOBapa, Ha MacLuTabu-
PYEMOCTb KOTOPOro HaknaAblBaeT orpaHNYeHns CcbipbeBas coctasnsoLas. CebectoumocTb
eAnHNLbI TOBapa npu paBHbIX NPOM3BOACTBEHHbLIX YCIOBUAX OANHAKOBA, a cebecToMMoCTb
edVHULbl YCNyrn CHuM>xaetca C pOCTOM KoJin4yecTBa nonb3oBaTenemn (I'Ipl/l MOCTOAHHbIX
onepauunoHHbIX nagepxkax). Npu npon3BoacTee nNpoaykumm B coctaBe cebecTommMocTu
KakOow LWTYKM ToBapa OyayT NpuCyTCTBOBATbL OAHW M T€ e 3aTpaTbl Ha CbiPpbe N HOPMO-
Yyacbl NPON3BOACTBEHHOrO NepcoHana. A B ycrnyrax HaobopoT. 3aTpaTbl Ha CTPOUTENBCTBO
n OGCJ'Iy)KI/IBaHVIe CEeTN CBA3N KOHEYHbI, HO Ha NepBbIX Nopax OHU 6y,D,yT AennTbCA Ha COTHU
aboHEHTOB (Npy COOTBETCTBEHHO «3a06nayHoONy LieHe ycnyru), a BnocneacTBum — Ha Muri-
NMOHBI (4TO cOEeNnaeT LieHy YCNyr Ha Nopsaky Hke). MOoXXHO npounTaTh NeKuuto B ayantopum
and 20 4yerioBekK, HO NoCTaBbTe KaMepy — U No TeneBnaeHnto ee yBUNaAT TbiCAYN xutenen
CTpaHbl (a BbINoXnTe 3anmcb Ha YouTube — Tak 1 COTHM ThICSY MOAEN 13 ApYrux CTpaH).
Ho B Npon3BOACTBEHHOM CEKTOpE Takas MoAesNb HEBO3MOXHA.

4. OmHoweHus cybbekma (cepgucHas KoMmnaHusi) u obbekma (nompebumerns ycryau)
npsimbie. OmHoweHusi cybbekma (rpou3eodcmeeHHass KoMmnaHusi) u obbekma (nompe-
bumenib moeapa) ebicmpausaromcsi Yyepe3 mosap. BocnpuaTne nokynatenem kadecrtsa
yCnyru, ero nofHoe yA0BNeTBOPEHNE YCIYron 1 peLleHne NoBTOPUTL MOKYMNKY — BCe 3TO
B 3HAUMTENbHOM CTEMNEHM 3aBUCUT OT €ro BOCMPUSTUSA NpoLiecca okadanus ycnyr. [Npu npe-
OocTtaBleHNU MHOIMX ycnyr c BbICOKOW CTEMEHbIO B3aI/IMOp,eI7ICTBI/IF| I'IOTp66VITeJ'II/I BXOOAT B
HeI'IOCpeﬂCTBeHHbIVI KOHTaKT C nNepcoHanioM KOMMNaHuu. CnoBau p,eI7ICTBI/IF| npegcrasutena
KOMMaHUn BOCMPUHNMAIOTCA NoKynaTesieM Kak peann3auma NorMTUuKMU opraHnsauunn. ﬂ,]‘lﬂ
nokynarens B3aI/IMO,D,eI7ICTBVIe C nNepcoHalom ABndeTcd YHUKarbHbIM COGI:ITI/IeM, B TO BpeM4A
Kak Ans crnyxallero — 3TO OA4HO M3 COTEH B3aMMOLENCTBUI, NPOMCXOOSALUNX B TEYEHME
Kakgoro paboyero aHs. [ogbl MICNOMHEHMS OOHUX U TEX XXe 3aAaHui MoryT nobyanTb cry-
Xalwunx CMOTPETb Ha OKa3aHue yCryrm UCKIMr4YnNTENbHO Kak Ha NPOoAYKT UX KBaJ'IVI(*)I/IKaLI,I/II/I
n adPeKTBHOCTY, He obpallas BHMMaHUSA Ha Uenblin psg BneyaTneHun, KoTopble npu
3TOM nony4aeT nokynatenb. CepBUCHbIE CryXKaLlMe OOIMKHbI yMEeTb CMOTPETb Ha NpoLece
oKasaHus ycnyr ¢ no3uuum nokynatens. [1oaTomy criyxallumii AOIMKEH y4YUTbCS pa3BmBaThb
B cebe HaBblkM Takoro nosegeHus. Bort no4vyemy Krnro4veesaa ayaunTopua Ona BbPKMBaAHUA
yCrnyroBoro 6usHeca — 370 NepcoHarn.

Hanpumep, ToproBas ceTb «3Onbgopago» AONroe Bpems yaensna BHUMaHUE KONUYecT-
BEHHOMY, @ HE Ka4eCTBEHHOMY pa3BuUTUIO. KoMnaHuto cnpaBeanneBo 06BUHANM B TOM, YTO
OHa paboTaeT No NPUHLMMY «CepBuca He OIMKHO ObITbY», OPUEHTUPYSACH HA MOTpebuTenen,
KOTOPbIM HM3Kas LeHa BaxHee camoyBaXkeHWsi. KomnaHusi npuHsna cooTBETCTBYHOLLME
Mepbl, Bblgenve $10 MIH Ha NporpaMMbl COKpaLLEeHUs1 TEKYYECTU KafapoB, TPEHUHIU U
pacluMpeHue LwTaTta noKynaTenen-koHTponepoB. VIHBecTUUMmu B 06y4YeHNE TOProBbIX KOH-
CYNbTaHTOB BbIPOCNMX B TpX pasa.

[MoHMMaHMe Toro, YTO Ha HaCbILEHHOM PbIHKE OOMblUEe HEBO3MOXHO JOOUTLCA Mpenmy-
LLleCTBa 3a CYET LeHbl UM KayecTBa NpoayKTa, MPMBENO OCHOBATENs kKoMnaHun «Ponbg»
Cepresi NeTpoBa K NOCTPOEHNIO NEPEOBOW 1 TPYAHOW ANs KONMPOBaHNA busHec-moaenu
Ha OCHOBE BbICOKON KynbTypbl 06cnyxunBanus. 3a nepuog ¢ 2005 r. no 2009 r. kKomnaHus
accurHoana $75 MnH Ha ycnyrv KOHCYNbTaHTOB U 06y4YeHMe NepcoHana, BkroYas cosga-
Hue cobCTBEHHOro y4ebHoro LeHTpa B NoagmockoBbe™.

* Bepwmackuii 1., Kamexckuin A. B oxuaanum towmx net // Smart Money. — 2006. — 13 mapt. — Ne1 (1)
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MHBecTMuMmM B «NoneBony» nepcoHan — eAMHCTBEHHas BO3MOXHOCTb OCTaBaTbCsl KOH-
KYPEHTOCMOCOBHbIM Ha pbIHKE PO3HMYHBLIX ycnyr. [ogobHbIx npobnem HeT ¢ ToBapamu.
[MokynaTtento Bce paBHO, KTO 1 rAae ero caenar, nuilb 6bl ero Ka4ecTBO COOTBETCTBOBAIIO
oXxugaHuam notpebuTtens. A npomM3BOAMTENO TOBapa BCe paBHO, rae u Kak ToBap byget
NpoAaH: XOTb B CTONIMYHOM CyrnepMapkeTe, XO0Tb B nanatke Ha MbifibHOW Tpacce Hepiok-
rpu-AKyTCK.

5. Tosapbl MObUIbHBI. Ycriyeu 8 60rbuWUHCMEe c80eM UMMOBUITbHBbI — MPUBSI3aHbl K IMOYKe
cbbima ycnyau. ToBapbl MOryT NPOU3BOANTLCHA B OAHOM MECTE, CKIagupoBaThCH B APYroOM,
a npogaBaTbcs B TpeTbeM. Kutanckme cbopLumkm yxxe otobpany paboTy y MUNMOHOB ame-
pUKaHLEB, €EBPONENLEB M AMNOHLEB, 3aHATLIX B Npon3BoacTee. Ho utobbl oToGpaTh paboyuve
MecTa B ccpepe ycnyr, kutavilam Hago NnyHo nprexaTb B AMepuky v EBpony. 3geck oHu yxxe
He cmoryT paboTtaTb no 15 Y. B CyTku nNory4as npu 3TOM B A€CATb Pa3 MeHbLLYH0 3apaboTHyo
nnaTy — vHaye B cTpaHe npebbiBaHWs OHU He BbKUBYT. Pranyeckoe NpucyTcTBME YernoBeka
B ycnyrax genaeT pbiHKM YCNyr 3alyULLeHHbIMU OT KOHKYPEHLMM C MMMNOPTOM.

BoT novemy ¢ kaxabiM roqom B pa3BuTbIX CTpaHax Bce 6onbLumn npoueHT BBl obpasyetcs
B yCnyrax, akTMBHOE HacereHne 1 KoMnaHum nepecTpavBaoTcs Nod npeaocTaBneHne yenyr,
He BblAepXUBast KOHKYpeHL MK B npon3soacTee. CornacHo cTaTUCTUKE cenvac Ha Kaxable
3 ponn. akcnopTa TOBapoB npuxoantcs Tonbko 1 gonn. ycnyr B ToproBom 6anaHce CLUA.
B 1960-x rogax aTo COOTHOLLEHNe Obino 5:1, HO NPUHLMNNANbHO COOTHOLLEHME HUKOrAa
He BbIXOOMIO Ha NapUTETHbIN YPOBEHb. B HOMUHANbLHOM BblpaXeHun rnobarnbHbIi 3KCNopT
ToBapoB B 2008 r. Bbipoc Ha 15% go $15,8 TpnH, ycnyr — Ha 11% go $3,7 TpnH (cooTHoLe-
HVe NpubnunanTensHo 4:1)*. BonbLUy0 YacTb YCNyr HEBO3MOXHO 3KCMOPTUPOBAaTL U3 CTPaHbI
1 3aMeHUTb nX MnopTom. Bot nodemy 20% BBI1 CLUA, oTHOCSLLMECS K NPOMBILLIIEHHOCTY,
n 78% BBI1, oTHOCALWMECS K yCriyraM, He MOTyT YPOBHSITb ToproBbin 6anaHc CLUA. CtpaHa
MUMMOPTMPYET TOBAPbI U3 Pa3BMBAIOLLMXCSA CTPAH, HO B3AMEH HE MOXET NPeAnoXnTb Napu-
TETHbIV SKCMOPT YCNYr U3-3a X UMMOBUINBHOCTH.

6. BHedpeHue mexHosoauli U 8bIMeCHEHUE Yerioeeyeckoao mpyda u3 ycrye nosbiwiaem
cmabunbHoCcmb Kadyecmsa rpedocmassieHusi ycilyeu, a makxe rnosbiuaem umMmoburib-
Hocmb ycriye. YAaneHHble TepMuHarnbl onnaTbl CHETOB 32 MOOUIbHYIO CBA3b «yBONUINY»
OECATKN TbICAY KaCCUPOB. MHTepHeT—I'IJ'IaTe)KI/I CMOIrmMn yMeHbLWUTb 3aTpaThbl 0aHKoB Ha
cofepkaHue nepcoHana. OneKTpoHHbIN duneT n3basmun MUNNNOHBLI NIOAEN OT odepeaen
B adponopTax M CIKOHOMWI MUMnMapabl ToNbko Ha GnaHkax aBuabuneTtoB. Ho camoe
Ba)XHOE, YTO TEXHOJIOrM3aLMs Takoro poJa YCryr, CHbKasi porb YeroBeyeckoro akropa,
TEeM CaMbIM CHWXaeT BEPOATHOCTb oLIMBOK 1 noBbILLIAeT KayecTBo. Mbl OBmxemcd K eLle
BonbLluen aBToMaT13auum ycryroBoro cektopa. Ha oyepeam obpasoBaHuve ¢ npuMeHeHnem
3annMcaHHOro 1 MHOrokpaTHO OTKOMMPOBAHHOIO 3J1IEKTPOHHOIO KOHTEHTAa, MHd)OpMaLLMOHHoe
obcnyxuBaHue 3a cHeT NePCoHanM3MpPOBaHHOIO 3amnpoca, a Takke pas3BreyeHns ¢ 6onbLIMM
KPEHOM B 3J1EKTPOHHbIE BUPTYaribHbIE UTPbI.

MporHo3upyeTcs, 4YTo 6aHK ByayLlero — 3To MOMIHOCTbI aBTOMATU3MPOBAHHAsS CUCTEMA.
BaHkomaT yxxe cerogHst ymeeT fienatb NoYvTH TO e caMoe, YTO U COTpyAHMK BaHka, obcny-
KMBAIOLLMIA YACTHbIX KIMEHTOB: BblAaBaTb HaNMYHble, NPUHUMAaTL BKNadbl, MraTy 3a KOMMY-
HanbHble ycnyrn. B nepuop kpuanca MHorve 6aHKkM COKpaTuim nepcoHar, HoO NPOAOIKUIM
3akynatb 6aHkomaTbl. [laxe B Poccun CbepbaHk, 3apnnarta onepauMoHUCTOK KOTOPOro He
Tak Bblcoka, cokpaTun 6onee 4000 coTpyaHukoB B otaeneHusax Mocksebl un ewe 2500 —
B CaHkT-lleTepbypre n ogHOBPEMEHHO NPOBeN TeHAEep Ha MOKYMNKY HOBbIX GaHKOMAaToB.
K 2014 r. 6aHkom byaet 3akynneHo 27 000 6aHkomaTos, npudem 60% M3 HUX JOMKHbI KyMETb»
NpYHUMaTb HannyHble. MponssoanTeny GaHKOMATOB YXXe ceivac CTapatoTCcs NPEBPATUTL MX 13
YCTPOWCTBA, CoBepLUatoLLIEero GaHKOBCKME TPaH3aKLUMN, B UHCTPYMEHT MHTEPAKTUBHOIO 0bLLe-
HUSI C KITMEHTOM U MOMyYeHUst SONONHUTENBbHON NpubbIny. BaHkoMaT MOXeT UCNoNb30BaTh AaH-

*Yeuensb A., lnurens M. Toproens sctana// Begomoctn. — 2009. — 25 mapt. — Ne52 (2322)
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Hble BnagenbLia 6aHKOBCKON KapThbl (MOJs1, BO3pacT, CEMEVHOE MOSIOKEHME), YTOObI onepaTUBHO
npefocTaBNsATe MHOPMaLMIO, MHTEpPeCHyo And Hero. CTyaeHTy 6aHKoMaT paccKaxeT O Kpe-
auTax Ha onnarty obyyeHus, Ton-MeHempKepy COoBLLUT YCIOBMS NO KpeauTam Ha aBToMoOumnm
npemMnym-mapok, Bknag4mky ¢ nctekarwmm CpoKkoM Aeno3nTa BoBpeMA NoACKaXXeT HOBble
ycnoBus Bknaga.” « TuHbkodhd. KpegnTHble cucTeMbI» yke MonbITancs peanusoBatb busHec-
MoZAenb BUpPTyarnbHOro 6aHka (6aHka, KOTopbI He UMeeT 0PUCOB M OTAENEHNI, BCe 0bLLeHNe
C KNMEHTaMMN NPOUCXOAMT NO Nepenncke n yepes Beb-canT).**

HoBble mogenu ayTcopcuHra ycnyr, Co3fjaHHble C MOMOLLbIO TEXHOMOMMIN, NO3BOMSAOLLMX
0o6paszoBaHHbIM U HeTpeboBaTenbHbIM NtoAaM rae-Hnbyae B Mymbae n baHranope oTse-
YyaTb Ha 3BOHkM call-ueHTpoB ans notpebutenen CLUA n BennkobputaHum, mognuumpyrot
Te3anc 06 nmmobunbHocTn ycnyr. IMeHHO HoBeWllne TEeXHOMOrMM NO3BOMSAT caenatb
yCcnyru akcnopTupyemMbimMu. [loka hakTop YenoBeka npesanupyeT B yCryrax, HO C KaXablm
roAoM MOXHO XOaTb paclUMpeHusl cnvcka oTpacrnewn, rae bnarogaps TEXHOMOMNSM CHAT
Bapbep Ha reorpaduyeckoe pacnpoctpaHeHue ycnyr 6e3 cTpouTenscTsa COOTBETCTBYHO-
Len MHdpacTpyKkTypbl. MOXHO OXxungaTh, YTO CKOPO NpenogaBaTeny aHrUNCKOro A3blka,
He ABMsoLLMECH HOCUTENAMMN A3blKa, B CBOeW cTpaHe ByayT KOHKYpUpOBaTb C HOCUTENSAMU
A3blka, KoTopble bnarogapsi BUAEOKOH(epeHUMSM MOryT MPOBOAUTL YPOKM B 060N ToYke
Mupa. Takas xe y4yacTb XOeT OOKTOPOB U3 pasBUTbIX CTPaH, KOHKYPUPYHLWMX C MEHee
OOPOrIMU, HO HE MEHee KOMMETEHTHLIMW Komnneramu n3 passutbix ctpaH. Korga Ha YykoTke
ObINN LWMPOKO (M, MOXHO CKasaTb, MPUHYAMTENbHO) BHEAPEHbI NNACTUKOBbIE KapTOYKM,
HeOCTYyMHbIe 13-3a reorpadnyeckon yaaneHHoOCTM yCnyri cTany AOCTYMNHbI XXKUTENAM oTAa-
MNEHHBIX NOCENKOB, a U3AEPXKKN Ha AOCTaBKY HaNMMYHOCTW B TYHAPY Ha BEPTONeTe CHU3UNNCh
B gecaTku pas. B obwewm, Bce ycnyrn, KOTopble CBSA3aHbl C nepegayen nHgopmaumu,
a He ¢ usmyeckumMm pabotamu, NOTEHLMANbHO MOryT BbITb 9KCMOPTHONPUIOAHBLIMYK, Bria-
rogapsi BHeOPEHMIO HOBbIX TEXHOMOMMI UX OKa3aHusl.

7. CKopocmb 0Ka3aHUsl ycrya U CKopocmae rpou3sodcmea mosapos. O4eHb MHOrmMe ycnyrm
NpegocTaBATCS «B peanbHOM BpeEMEHU» U TPeOylT NMUYHOro MPUCYTCTBUS KIMEHTA
(aBnanuHum, 6oMNbHULBI, NapMKMaxepckme, pectopaHbl, U T.1.). Ho obbl4HO Moau xoTaTt
NpoBOAUTb Ha «abpuke ycrnyr» Kak MOXHO MeHblUue BpeMeHU, 0OCOBEHHO ecnu 3ToT
npouecc Bko4YaeT B cebst oxunaaHne B odepean. MNoaTomy ycnyrm OOSmKHbI 0Ka3biBaTbCS
C npvemnemown Ans notpebutenen ckopocTblo. Jaxe ecnu noTpebutenu 3akasbiBatoT
yCnyru, KoTopble ByayT oka3biBaTbCA B X OTCYTCTBUE, OHM BCE PaBHO BOSTHYIOTCS MO MNOBOAY
BpeMeHU OKOH4YaHUA npouecca 06CJ‘Iy)KI/IBaHI/IF|, 6y,£l,b TO PEMOHT MalUnHbI N JoMa, YNCTKa
KOCTHOMa Ui noaroToBKa CripaBKun. I'I0Tpe6v|Tenv| Bceraa 4yBCTBUTESIbHbI K 3aTpaTtamM CBOEro
BPEMEHN, U CKOPOCTb CUYMTaeTCcs obA3aTeNbHbIM KpUTEPUEM XOPOLLErO OBCNY>KUBaHUS.
[axe 0o kpuanca «BGHOOXKETHbIE» POCCUSHE, KOTOPbLIM BaXKHa LieHa oTAblxa, roTOBbl Oblnn
nepennavneaTtb, yTOObl HE NeTeTb Ha KYpPOpPT Ha HEKOTOPbIX YapTepHbIX aBnanepeBo3-
yMKax, M3BECTHbIX 3aJepXKKamMu CBOUX peincoB. YTobbl 3acTpaxoBaTb cebsi OT 3aJepXKKu
BblneTa pevica, Sky Express npegnaraet naccaxupam ycnyry «Ckan rapaHT», KoMneHcaums
no kotopon B 2—3 pa3sa 6onblue, Yyem H6a3oBad uUeHa buneta. CkopocTb NPOM3BOACTBA
TOBapoOB, HANpPoOTMB, BOJTHYET TOJIbKO CaMOro npoun3soanTensa.

8. lpoussodcmeeHHbIlU YUK moeapa CKpbim U HeuHmepeceH nompebumento. Llukn
npedocmasrneHust ycryau nompebumers uHmepecyem. ToBapbl BHa4arne npon3BoasiTcs,
a 3atem npopgatTcs. YCnyru xe npogarTcs, NPoM3BoasaTcs 1 notpebnsiTcs ogHoBpe-
MeHHO. BoBnekasicb B MpoOu3BOACTBEHHbIN NPOLIECC 06Cny>XnBaHusi, NokynaTenb ycrnyru
«BUOUTY», KaK «M3rOTOBIISIETCA» ycryra. He cnyvanHo, Hanpumep, B ceTn kodeeH Starbucks
B CLUA ncnonbsyetca kodeMorka, kKoTopast OTAENbHO MeNeT 3epHO OIS KaXKA0M NopLmn
Kocbe, Tem cambiM 3hhEKTHO NoKasbiBasi BECb MPOLECC NOTPeOBUTENAM, KOTOPbIE 3aBOPO-
XXEHHO CMOTPST, KaK roTOBUTCH MX Kode.

* Opnosa H. MawwHa ansi o6wexus // SmartMoney. — 2009. — 23 mapt. — Ne10 (148)
** Oner TuHbkoB: XXuTtk no cpeacteam // Ceoii 6usHec. — 2009. — 6 mapT.
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Ecnu knueHTy He NoHpaBWTCS, Kak 4eNCTBYET NOCTaBLUUK YCIyr BO BPeMS MPon3BoAcTBa
YCNyru, TO KNUEHT 3adymMaeTcs O CMeHe nocTaBLmka. [laxke OTHOCUTENBbHO TaKUX CIIOXHbIX
YCNnyr, Kak coToBasi CBS3b UMW LUMPOKOMONOCHbIW AOCTYM, KIMEHTbI XXMBO MHTEPECYIOTCS
TexHonorven nx npegocTtasrnennsi. He roBops yxxe 0 TOM, HaCKOMNbKO BHUMAaTENbHO KIMEHT
OyaeT nsyyatb 4OroBop ¢ 6aHKOM unmn cTpaxosLumkoMm. [MponsBoacTea ToBapa notpedburens
He BUOWUT M He B COCTOSIHUM OnpeaenvTb, Ka4eCTBEHHbIN N 3TO TOBap UMK HET, MO ero
CKPbITbIM CBOMCTBaM (Hanpumep, HET Nu BpedHbIX Npumecen B matepuanax). BHesanHoe
OTKPbITME Yero-To NogobHOro CTaHOBUTCS OBLLIECTBEHHO 3HAYMMbIM Ype3BblYaliHbIM MPO-
NCLIEeCTBMEM, B TO BpPeEMS Kak B ccpepe ycryr HekadeCTBEHHbIV CEpBUC, ecny owmbka nnm
Bpak He HoCUNM MaccoBOrO XapakTepa, OCTaHeTCs NPeAMETOM YacTHOro pa3brpaTenscTBa
MeXOy NOCTaBLLMKOM W KITMEHTOM.

9. PasHbie cucmembl pacripedeneHus. B otnuume oT npovsBogutenen, KOTopbiM Ans
pacnpocTpaHeHnss TOBapoB HyxHa usnyeckas Lenodka cobita (AMcTpnbyTopsl, AUnepsl,
PO3HUYHas TOProBris U CBA3bIBaOLME UX TPAHCMOPTHbIE hOpBapAepbl), CEPBUCHbIE Npea-
NPUATUS, KOTOPbIE OKa3bIBaKOT CIIOXHOCTPYKTYPUPOBaHHbIE YCIyry (a AN yCnyr «peanbHOro
BPEeMEeHM» BOMpPOC pacnpeneneHns npocTo He CTOUT), MCNONb3YT NMBOo KaHarnbl CBA3W,
nnbo o6beuHSIIOT TOYKM MpUema 1M TOYKM Bblgaym 3akasa B ogHOM MecTe. Cuctema anek-
TPOHHbLIX TEPMMHANOB NPUHUMAET NNaTexun cpasy Ans MHOrMX onepatopos cBs3n. CeTb
XUMYMCTOK MOXET MOSfb30BaTbCsl OOWMM LieHTpoM 0b6paboTkm Bellen, HO NpUHUMaeT
1 Bbl4aeT 3akasbl Yepe3 MHOXECTBO MaKCMMaribHO NPUBAMKEHHbIX K NOTPebuTento Menkmx
otaeneHun. bnarogapsa 6ypHOMY pa3BUTUIO TENEKOMMYHUKaLUN, 0COBeHHO pocTy VHTep-
HeTa, 3NeKTPOHHbIE CNocobbI onnaThl yCnyr nony4vatoT Bce 6onbliee n 6onbliee pacnpo-
cTpaHeHue. JTlobon anemMeHT ycnyru, OCHOBaHHbIN Ha MHOPMaLWK, UMEET B NoTeHumane
BO3MOXHOCTb MMHOBEHHOWN [OCTaBKu B MOyt TOUKy Mupa, rAe ecTb COOTBETCTBYHOLLEE
obopynoBaHue ans ero nonyyveHunsi. bnarogapsi aneKTpoHHONM novTe, Be6-cantam u noruc-
TUYECKNM CEeTSM Aaxe o4eHb HebornbLume 1 HeboraTble KOMMNaHMN UMEKT BO3MOXHOCTb, He
Hecs BonbluMx 3aTparT, npeanaratb CBOU YCIyrn Ha OrpoMHon Tepputopun. drpma, kotTopas
He Bbhkuna Obl, 06¢nyxmnBas HeBOMbLLIOW CErMEHT PbliHKA Ha OrpaHNYEeHHOM reorpaduyec-
KOM y4acTKe, MOXET B COTHM pa3 NoBbICUTb CBOW NoTeHuman, pabotasd Ha TOM e caMOM
Y3KOM PbIHOYHOM CerMmeHTe, HO Ha bonbLuen Tepputopun. MNpumepsbl: KPYNHENLLIWIA B MUpe
canT no npogaxe aBnabunetoB — Expedia, ycnex ngen Amazon.com, kotopas «ybuna»
Knaccuyeckmne KHKHble MarasuHbl, katanoru ogexasl OTTO n QUELLE, nonHocTbio BUP-
TyanbHbI amepukaHcknin 6aHk Capital One, KOTOpbIA MMEET TONbKO Web-CanT 1 H1 OOHOro
oTaeneHus, gucrtaHunoHHoe obyyerve B Open University n ap.

10. Yenyau denumel (nod 3adayqu knueHma). Togapbl HeOennuMbl (CmaHOapmMHbIU «710mM»).
Mbl He mMoXeMm, nokynasi NPOAyKTbl NMTaHMsA, NoTpeboBaTb OT MarasvHa npogaTb Ham,
Hanpumep, naket coka 0,850 n. n ynakoeky norypta 135 r. Ecnu e roBoputb 06 ycnyrax,
Mbl COBEPLUEHHO TOYHO MOXeM caMu BblbpaTb M3 Bcero Habopa noaxoasiuyto ans cebs
kombuHaumo. Hapeska B cynepmapkeTe (a cynepMapKkeT — 3TO yCryroBasi KOMnaHus no
pacnpeaeneHunio TOBapoB) NpeaocTaBnseT ycnyry no AeneHuio noboro racTpoHOMUYECKOro
npoaykTta nog Tpebyembint nokynatenem obbem. Takke, Hanpumep, NPUHMMas peLueHne
06 oTAbIXe, U3 BCEro NepeyHs yCcnyr KNMeHT BbibrpaeT TONbKO NPOXMBaHME, OTKa3blBasiChb
OT 9KCKYpPCUI 1 CNOPTUBHBIX MeponpuaTuin. CnegoBaTternsHO, Nobon YenoBek MeeT BO3-
MOXHOCTM BblOpaTh, Kakne MMEHHO M3 OOMOSHUTENbHbIX UM OCHOBHbIX YCIYr OH XOo4eT
nony4nTb. B 3aBMCMMOCTM OT NpeanoyTeHMIN KNNEeHTa, KOMNaHUs MOXeT paclumpsaTb Cru-
COK NpefocTaBnsieMbIX YCMyr, YTO NO3BOMNUT en 3hdeKTUBHEE KOHKYPUPOBaTb Ha PbIHKE,
a Takke 3aHATb YHUKanbHYO HULWY B cpepe ycnyr. [lenante yHukanbHble KOMOMHaumm —
B 9TOM cuIia BbICOKO3(dEKTUBHBIX KOMNaHUi. Hanpmumep, KOHCTPYKTOP TapndoB, KOTOPbIV
nepebiM B Poccum onpoboBan «Mera®oH». MapkeTonoram ycnyr He Hy>HO UccrnenoBaTtb
npeanoyTeHNs U OTNYUSA ThiCAY CErMeHToB noTpebutenein. NMotpedbuTteny camu 3anpocsT
y HUX npuemnemyto KoHdwurypauuio. [ns ctabunsHon n npubbinbHONM paboTbl yCryroBon
hrpMbl HeO6XOAMMO CriedoBaTh NPaBuy MHBAPUAHTHOCTM YCNYT, X B3aMMO3aMEHSIEMOCTH
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1 B3aMMHOA AOMOSTHAEMOCTU. HeT cMbicna peknammpoBaTb JOCTOMHCTBA. Hago peknamumpo-
BaTb BO3MOXHOCTU. MpeanoxuTe KnmeHTam ruékue ycrnoeus, u 6narogaps «KOHCTPYKTOPY»
U3 YCryr Bbl NMOMYYNTE HOBbLIX KIMEHTOB U COXPAHUTE NOSNBHOCTL TEKYLLMX.

11. Kauecmeo ycriye HernocmosiHHO (60sIbLUUHCMEO YCIlye YHUKallbHbI Mpu KaxdoM 80Crpo-
ussedeHuu). Kauecmeo moegapoe nocmosiHHO (MpuU pasHbIX Mpou3800CMEEHHbIX YCI08USIX).
[Mpn Nnpon3BoACTBE TOBApOB pe3ynbTaT (cneuudurkaums) onpegensieT Bce 4eNCTBUS nep-
COHana, B ycnyrax — HaobopoT (AencTBus nepcoHarna onpegensitoT pesynbTaT npegocTas-
neHund ycnyrn). B oTnnymne ot ToBapoB ycnyry npeactasnsioT cobor He 06beKTbl, a ckopee
byHKUMM NN AENCTBUSA, NOSTOMY MX TOYHbIE MApaMeTpbl OTHOCUTENBHO eaNHO0Opa3HOro
MOHSITUS KAYeCTBa YCTaHABMUBAKOTCS JOBOMbHO peaKko. ToBapbl CEPTUAMLMNPYIOT, @ yCryru
NMUEH3NPYIOT. BOMNbLUMHCTBO YCIyr 0 MOMEHTa UX NPOAAXW He MOryT BbITb paccymTaHbl,
N3MepeHbl, UHBEHTAPU30BaHbl, ONPoO0OBaHbl U MPOBEPEHbI C LieNbio NOATBEPXKAEHUST UX
kayecTBa. Ycnyru, B 0COGEHHOCTM Te, KOTOPbIE COMPSKEHbI CO 3HAYUTENBHBLIMK 3aTpaTaMm
Tpyaa, ABNSATCS reTeporeHHbIMU: CePBUCHbIE OMPMbI NMPEeAOCTaBNSOT YCIyr, BO-NEPBbIX,
pasnuyHbIMU cnocobamm, BO-BTOPbIX, ANst Pa3fUYHbIX KIIMEHTOB U, B-TPETbUX, B pasHble
MOMEHTbI BpeMeHW. MocMoTpuTe, Kak pasnuyaeTcs KayecTBo, Hanpumep, obpa3oBaHus,
HOPUONYECKUX YCINYT HACENEHMIO, Ka4eCTBO 0OCNyXMBaHMS B OaHkax Unv marasuHax, Topry-
FOLLMX TEXHUKOW 1 @aBTOMOOMNAMM 1 T.4. KauecTBo ycnyr B 3HaYUTENbHON CTENEHWN 3aBUCUT
OT TOro, KTO Ux obecrneymBaeT, rae, Koraa v Kak oHU NpefocTaBnsoTcs. MNpy 3TOM BaXHYHO
porb B M3MEHUYMBOCTM YCIyr UrpaeT cam KnueHT. Kaxxabln noTpebutens SBnseTcs equHc-
TBEHHbIM B CBOEM pofe, a Kaxaas ycryra B 6omnblUei UM MeHbLUEN CTENEHN oTpaxaeT
Ht0aHCbI ero TpeboBaHun 1 xxenaHun. Kak Bac nogctpmyb? Yto Bbl OyaeTte ecTb 3a 06egom?
'Ae Bbl XOTUTE OTAOXHYTL? OTO AenaeT KpanHe TPyAOEeMKMM MacCcoBOe «MpPOU3BOLCTBO»
MHOIMX BUZOB yCnyr no «moaensmy». CkonvpoBaTb (OMPMEHHbIE KPOCCOBKM 1 BOCNPOU3-
BecTn ux B Kutae nerko, Ho nonpoByrite BOCNPOM3BECTM NPOLIECC NPeaoCTaBneHns ycnyr
McDonald’s BO MHOXecCTBe CTpaH OOQHOBPEMEHHO. VI3MeHYMBOCTb KadyecTBa OTKpbIBaeT
HOBbIE€ BO3MOXHOCTY AN 3h(PEKTUBHbIX YCYroBblX KOMNaHuin. OHW nerko MoryT obutbcs
NPenMyLLecTB Haf CBOMMMW KOHKypeHTamu. KnneHTbl xe, 3Has 06 M3MEeHYMBOCTM YChyr,
CTPEMATCS YMEHbLUUTb PUCK, NO3TOMY BCErfa npeanovntaroT Te CEPBUCHbIE KOMMaHUW,
KoTopble 06naaatoT penyTaumeit 1 yCryrn KOTOpbIX CYMTAOTCA Ka4eCTBEHHbIMU. Tak, MHO-
rme noTpebutenu nsbderaoT peMoHTa aBTOMOOUIEN B YACTHbIX MACTEPCKMX, a MpuesxarT
B Joporue, Ho npeackadyemble «Ponbd», Genser 1 Musa Motors. B nto6oii Touke passu-
BatoLerocs mmpa ot iuamm go bpasunum Bbl 3HaeTe, 4TO xaeT Bac B Starbucks, Bnnotb
[0 Toro, kakoro Bkyca 6yaet Baw nobumbii Caramel Coffee Macchiato.

12. Pasnu4usi 8 mouUcKosbIx xapakmepucmukax. 1oyt Bce ToBapbl 06M1agaoT MHOXECTBOM
TakK Ha3blBaeMbIX «MOUCKOBbIX» XapaKTepPUCTUK, KOTOpble NOTPednTenb MOXET HAaMETUTb
ans cebsi nepepn NoKynkon. TakMmm xapaktepuctvkamu ObiBatoT (pyHKLUMU, LBET, CTUMb,
dopma, LeHa, NPOYHOCTb, 3anax, pasMep 1 npovee. ATU XapaKTEPUCTUKN OOBEKTUBHBI.
Ycnyru xxe obnagatoT cyObekTUBHbIMU XapakTepucTukamm, hopMmmpyembiMn nocne nnm
B npouecce notpebnenus. Mpu BbIGope NocTaBLMKa ycryrm notpebutenn ctankmBaroTcs
C NpoGremor CONOCTaBMEHUS: OHM HE MOTYT CPaBHUTb YCIyr No TeM napameTpam, KOTo-
pbIMU NOSb3YHTCA NPY CpaBHEHUN TOBapoB. CpaBHEHME YCIyr OCYLLIECTBIISIETCHA HA OCHOBE
accounaTMBHBLIX KaTeropun: MHTEPEeCcOoB, Lienen, OXugaHunm, BO3MOXHOCTEN, obellaHuni,
BHELLUHEro npeacraBneHus u T.4. LleHbl He MoryT 3apaHee gaTtb NOMHOro U OAHO3HAYHOro
npeacrtaeneHns o6 aTnx xapakrepuctukax. KomnaHuu, npogatowme ycnyrm, CTpemMsaTcs
NnomoYb NOTpebuTenam NnpeooneTb HeyaobCTBa, KOTOPbIE TE€ UCMBITLIBAKT NPY NPUHSATUN
peLUeHns O COBEPLUEHUN MOKYMKW. [nsa 3Toro KomMmnaHmum uHpopmMmmpytoT notpebutenen o
TOM, YTO OHM MOTYT UCMbITaTb BO BPEMS UM NOCIE OKasaHus ycnyru, noabupast ons kax-
[0r0 13 HUX Takne YCINoBUsl, KOTOpblE yO0BNETBOPUM Obl MHAMBMAYaNbHbIE MOTPEBHOCTU
Ka)xoro YenoBeka. [1ockornbKy MHOrme ycryrm no CyT CBOEN HeoCA3aeMbl, YacTo UX TPYAHO
OLEHUTb. JTO NPUBOAUT K TOMY, YTO KITMEHTbI HEPELKO MLLYT Kakne-nmbo maTtepuanbHble
«noAckaskmy, NO3BONAKLLME ONPenenvTb, HACKONbKO 3p(PEKTUBHO NpedocTaBnseTca Ta
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WNN MHas ycryra TOM UM MHON CEPBUCHON OpraHun3auuen, n 06bIMHO 3TOT NOWUCK MPOUC-
XOAUT CTUXMINHO, @ He No napameTpam, kak Bbibop ToBapa. OrpomHyto pornb Npu MOKymMKe
yCnyr urpaeT onbIT APYrMx NokynaTenen, KOTopbin ¢ pacnpoctpaHeHnem NHTepHeTa ctan
LLUMPOKO JOCTYMHbIM Yepe3 opymbl 1 Broru.

Ycnyram gns KopnopaTuBHbIX MOTpebuTenel npucylla gononHuTenbHas cneumnduka.

13. Bbicokasi 3agucumocmeb 6u3Hec-ycy2 om obuweli SKOHOMUYECKOU KOHBHOHKMYpPbI. Ecrin
9KOHOMMKA UCMbITbIBAET BYPHbIN POCT, TO M KOMMAHMKU 3TOrO TUNa yCrneLHbl U NPUBbLINbHbI.
BbicokoadhhekTBHbIE MEHEAXEpPbI U CneunanucThbl, Xenawwne paboTtatb Ha cebs, a He
Ha Koprnopauuto, Co34atoT COBCTBEHHbIE KOMMaHUW, YTOObl 06CyXMBaTb Ha ayTCOPCUHIe
BTOpPOCTENEeHHbIE MPOLIECChl pacTyLmMx koprnopauun. Tak, poccunckmui cektop IT-ycnyr
cTtabunsHo poc ¢ 2000 r. (no 19—20% B rog) BMecTe C pOCTOM LieH Ha HeTb, NOCKOMbKY
nvaepamu Bo BHeapeHun I T-pelueHnii ABASnnCh CbipbeBble oTpacnu: HedTsHasi, rasoBas
NMHOYCTpUs, MeTannyprus. B po3HuyHoM Toproene BHegpeHue IT-cuctem cTumynmpoana
KOHKypeHLus, 6e3 Hux ceTn BoobLie He moryT paboTtatb. OrpoMHast YNCNEHHOCTb Kru-
EHTYpbl 3acTaBuna BHEAPATb U NMOCTOSIHHO COBEPLUEHCTBOBATL |T-peleHns n komnaHum
TenekoMMyHMKaLMOHHON oTpacnn. B KpusmcHble BpemeHa MMEHHO KOMMaHn1, OTHOCSALLMECS
K aToMy Tuny Bm3Heca, nepBbIMW YYBCTBYIOT Ha cebe BnusHMe HeraTMBHbIX MPOLECCOB.
Koraa pesko cokpallaroTcs n3gepxkm kopnopauuin, npoeccrmoHanbHble CepPBUCHbIE KOM-
naHuM nepebiMy ocTarTcsa 6e3 paboTbl. Yepe3 mexaHn3Mbl BbICBOOOXAEHMST KaapOBOro
noTeHumana n CHUWKEeHUs pbIHOYHON CTOMMOCTU KBanmMdULMPOBaHHbIX CNELManmcToB Kop-
nopaumn o6HOBMSAIOT CBOW yrpaBreHYeckue KoMmaHabl, BO3BpaLlas ObIBLLUMX MEHEOXKEPOB U3
«CBOBOAHBIX XyA0XXHMKOB»-KOHCYNbTAaHTOB 06paTHO B pearibHbIn cekTop. VIMeHHo 3a cyeT
nx KBanudukaumm B KOMNaHUSAX B MOCTKPU3UCHBIN Nepuog BoipabaTbiBaloTca apekTUBHbIE
peLueHns, MO3BONsOLLME NPeodoneTb PbIHOYHBIN chaj, U, Takum 06pasom, reHepupyeTcs
HOBbIV 3KOHOMUYECKUI NogbeM. Yepes HeKOTopoe BpeMs, Koraa AMHamuka aKOHOMUYec-
KOro pocta BOCCTaHOBMWTCS, OHU CHOBA BEPHYTCH B CEPBUCHbBIE KOMMaHWW, YTOObI CHOBA
nepefasaTb CBOW YHUKaIbHbIN ONbIT AeCATKaM APYrMX KOMMaHUN.

14. NpogpeccuoHanusm compyOHUKO8 U YHUKaIbHOCMb pelWeHUl — 2/1a8HOE KOHKYPEH-
mHoe npeumyujecmeo. Ons 6usHeca, npeacTtasnstowero cektop ycnyr B2B, kntouesas
ayautopus, obecneymBarollasi ero pasButne — nepcoHan komnaHun. Ho B otnuvuune
OT CeKTopa MaccOBbIX YCNyr, rae Ans nepcoHana rnaBHoe — OpUeHTauus Ha KNneHTa,
B BusHece ycnyr B2B ons nepcoHana rmaBHoe — nNpodeCcCMoHanmam 1 KBanvukauus.
MoxHO He JaBaTb HMKaKOW pekrambl, He pacckasblBaTb O KOMMNAaHWM, HO €CININ COTPYAHUKU
paspabaTtbiBalOT yHVKaNbHbIE PELLEeHNs OT HadEeXHOro NporpaMMHoOro obecrneyeHus ans
OYeHb CneLmngr4ecKmX 1 CROXHbBIX KITMEHTOB 40 PEBOMIOLIMOHHBIX apXUTEKTYPHbBIX PELLEHWN,
TO KMNWEHTbl caMn Bac HangyT, MOTOMY YTO PEBOMIOLMOHHBbIE NAEW, YHUKATbHbIA CEPBUC
n obecneyeHve heHomeHanbLHOro pesynbtTaTta — 3TO OYeHb LIEHHOE KOHKYPEHTHOe npe-
nmyLecTBo. MoTpebutenmn aTnx ycnyr orpaHnyeHbl 1—2 TbiC. MEHEKEPOB, NPUHMMAIOLLNX
pelleHus. Penytaumsa komMnaHnuyM AenoBbiX YCIyr OCHOBLIBAETCSA TONbKO Ha KBanuduvKaumm
ee BedyLmMx COTPyaHMKOB. [locMoTpute, CKONbKO OMpM B HOPUAMYECKON, KOHCANTUHIOBOW
n PR-npakTuke HOCAT nu4yHble uMeHa cBoux cosgatenen! [Npu aTom BHYyTpY KOMMaHWUu
CyllecTByeT y3kasi npodeccuoHanbHas cneumanusaums, genatolass BO3MOXHbIM ¢op-
MUPOBaHWEe KOMaHA 1 paboymx rpynmn, B KOTOPbIX OTAENbHbIMU (DYHKUMAMU «3aBeOyrT»
crneumanucTbl ropa3go 6oree BbICOKOrO YPOBHS, YEM B LENIOM B KOMMAHUWU-KITMEHTE
N B OTpacnun, KOTOPYHK 3TOT KMMEHT npeactasnset. PykoBoantenb KOMNaHWN-KIMEHTA,
Oyaydm cam ganeko He HOBMYKOM W B LEMNOM HermnynbiM YeroBekom, obpallaeTcsd B KOM-
MaHWIo Takoro Tvna B NEPBYIO o4epenb MMEHHO MOTOMY, YTO Yepe3 Hee OH MONy4uT 4OCTyn
K NyYLwmnm cneypanmctam Ha 6onee BbIrogHbIX YCoBUsiX (Hanpumep, Ha no4acoBOn OCHOBE),
yeM ecrnu 6bl OH NPUHMMAr UX Ha paboTy B CBOM COBCTBEHHbIN LUTAT. Kpome Toro, noBCeAHEBHO
CTarnkmBasiCb C 3aja4aMn MHOMOUYNCIIEHHBIX KITMEHTOB B CBOEW NpodeccroHansHom cdpepe, 3t
cneunanucTbl IprobpeTatoT Takon CPaBHUTESNBHBIV OMbIT, KAKUM HE MOXeT 06nagaTtb HU OaWH
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COTPYAHUK, paboTatoLLmMii B LUTATE KOMMaHUU-KNMeHTa. NoaTomMy npodeccroHanbHasi KoManaa
SABMSAETCSH OCHOBHOM LIEHHOCTBIO KOMMaHUW, OKa3bIBatoLLEN AernoBble yeryri. YTo roBopuT Bam
Ha3BaHue «BTBb-Kanutan»? Ecnn ocHoBbiBaThCa Ha penyTauum 6aHka BTE vnn, Toro xyxe,
Ha KnuMeHTCcKMx oT3biBax 0 BTB24, nerko npeactaBuTb HEMOBOPOTNMBYIO FOCCTPYKTYpY. HO
ecnu 3Hatb, 4To B «BTB-KanuTtan» pabotaeTt komaHaa OUHaAHCOBbIX KOHCYMbTAHTOB, PaHbLLe
cocTaBnsBLUas s4po MHBecTuuUmMoHHoro 6aHka Deutsche Bank Russia, a elue paHee rpynnbl
UFG, oTHoweHre ByaeT CoBCceM APYrm: 3TUM pebsiTam MOXHO JOBEPUTb Y MHOrOMWUINnapa-
Hoe IPO. Tak ke Marm4eckm Ha KnMeHToB AENCTBYET OMnbIT paboTbl KOHCYNbTaHTOB B McKinsey
unm B «PeHeccaHc Kanutany. 3HauuT, aTu nrogm Korga-To Obiny B iereHaapHbIX KOMaHaax.

15. [JoneocpoyHOCMb KOHMaKmMos ¢ KueHmamu u periymayusi Ha pbiHke. 13 ckazaHHOro
BblLLIE, OHAKO, cneagyert, 4To B ycnyrax B2B — cambiin BbicOkuiA npoueHT «Bpakax». MNoc-
KOnbKy CTaHAapTOB Ka4ecTBa B OTHOLLEHUW AeNOBOro pesynbraTa He CyLecTByeT, OanHa-
KOBbI€E YCIyru, KOTOPble CMOCOOCTBYIOT €ro JOCTUXKEHWMIO, MOTYT ObITb Kak NPUHATLI, TaK U He
NPUHATHI — B 3aBUCMMOCTM OT MHEHUSI UMW JaXe HAaCTPOeHNs 3aka3uvmka. NoaToMy B cek-
TOpe AenoBbIX YCNyr CTaBKa BCeraa AenaeTcs Ha nogaepXaHune JonrocpoYHbIX AenoBbIX,
a elLe nyyLle OpY)KEeCKUX OTHOLLEHWI ¢ knueHTamn. iHoraga asuratbest B Oyayliee pyka o6
PYKY C KMMEHTOM O0oNliee BaXKHO, YEM YCMELLHO PELUNTb A1 HEFO TY UIN MHYI0 KOHKPETHYHO
3aja4y: OLIMOKN BO3MOXHbI, HO B paMKax 4ONTOCPOYHbIX OTHOLLEHWUIA OHY MEHEE KPUTUYHBDI.
B ToBapax Bce Hao60poT: Ntobble OLIMBKN 1 MONTIOMKM Cpasy CHUKaKT BEPOATHOCTb HOBbIX
MOKYMOK NPOAYKUMMN N HEKAYECTBEHHOIO NPOU3BOAUTENS.

16. LleHa peweHul u npodykmoes Y4acmo ornpedesisiemcsi ypo8HeEM KIIueHma, a He cebec-
moumocmabto pabom. Ha noTpebuTenbCkux pbiHKax ecTb NpoayKTbl-aHanoru, 6narogaps
KOTOpPbIM MOXHO CpaBHMBATb LieHy npoaykta. B npodeccroHanbHbIX ycnyrax LeHoob-
pa3oBaHVe Ha yHWKamnbHbIE PELUEHUS] OCHOBBLIBAETCS HA MNaTeXecrnoCoOHOCTU KIMEHTa.
Yewm Bonee yHuKanbHa ycnyra, Tem MeHee npeackadyemasi LleHa MOXeT ObITb BbiCTaBMneHa
KNneHTy. YToObl Kak-TO NOHMMaTb pearibHyt0 ce6eCTOMMOCTb, KITMEHTbI U KOMMaHUM 3TOro
Tuna 6m3Heca 4YacTo npuberatT K NpakTUKe NMoYacoBOW onnaTthl TPyaa BKIHOYEHHbIX B
NPOEKT CrneunanucToB.

17. JludHble KoMMyHuUKayuu. KomBuHaums pelleHunn npobnem KnmeHTa, Kotopasi poxgaeTcs
B royloBE COTPYAHMKA, 1 NPEONIOXKEHNS, 3ByYaLlue B NM4Hon 6ecene, — 3TO NyYLLMI KoY
K MpoAaxe ycnyru, 4eM pekriama 1 paccbifika CTaHAapTHbIX NpeanioxeHun. MybnmyHbie
BbICTYMNSIEHMS U KOMMEHTaPWK CNeLManmncToB KoMnaHum B npodpeccmoHasnbHbix CMU — nyu-
LMe MapKeTUHIroBble XOAbl Ha pbiHke GusHec-ycnyr. OgHUM 13 BaXXHENLLIMX MHCTPYMEHTOB
NPOABWXXEHMS CTAHOBATCA case-study — MCTOPUK YCNELLHbIX MPOEKTOB, COCTaBMEHHbIE MO
cxeme «3ajava—pelleHne—pesynbetaT». B ToBapax Bce HAa060pOT — peLLeHns NpuHKu-
MalTCsl HA OCHOBE CPaBHEHUSA MOXOXMX MO XapakTepUCTUKaM NPOAYKTOB, MHpopMaLumsi o
KOTOPbIX B35iTa@ M3 OTKPbITbIX MICTOYHUKOB.
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N3MEHEHWVE OOJ1TN YHACTUNA
N POJTN HEJTOBEKA B NMPOLECCE OKA3AHWA YCI1VI

WTak, ycnyrm 3HaumTenbHbIM 06pa3oM OTnMYalTcs OT npousBoAcTsa. [ns npounssoAc-
TBa rNMaBHOE — TOYHOCTb «KOMMPOBaHUS» BbIXOASALLMX C KOHBeEWepa NpoAyKTOB C Mak-
cvmanbHbIM cobniogeHnemM yHuMBepcanbHOro ctaHgapTa, OXBaTblBaloLWEro He TOMbKO
TEXHOMOrMI0, HO 1 NOTMCTUKY. HecMoTpsa Ha To, YTO cendac MHOrMe NpPon3BOACTBEHHbIE
KomnaHum moryt cobpatb, Hanpumep, Ao 40 000 komGuHaumm asToMobuNa nog MHAn-
BMAYyanbHbIN 3aKas, BCE PaBHO Yy KOMMAHMN €CTb TONbKO CTaHAAPTHbIN Habop peLLeHu.
Kak 6bl OH HU BbIN WKMPOK, OH Bcerga orpaHunyeH. B ycnyrax Bce HaobopoT: rmaBHoe —
BapnabenbHOCTb NOTPEOUTENBCKUX NPEANOYTEHMI, KOTOPYID MOXET obecneyvnTb TOMbKO
yenosek. VIMEHHO mepcoHan MoXeT NpefoCcTaBUTb MUNIMOH KOMBMHAaLMN BO3MOXHbIX
pelleHn B HacToswee BpeMs M BUOOU3MEHUTb MepBOHaYarnbHbIN 3aka3 40 Hey3HaBa-
eMocCTn, [obaBnasa nobble KOMNOHEHTLI. KauecTBo ob6cnyxmBaHust B 6GaHke 3aBUCUT OT
3HaHWI, CKOPOCTN, TOYHOCTU U BEXIMBOCTU OBbIYHBIX ONEPaLMOHNCTOB. YA0BNETBOPEHNE
OT NMOXOAa B CarloH KpacoTbl 3aBUCUT OT npodeccnoHannama mactepoB. Ytobbl npogaTb
MOBUIbHBIN TenedoH onpeaeneHHon MapKkn, COTPYAHWK canoHa «EBpoceTny» formkeH 6bin
OYeHb NOTPYAnNTLCS, yoexaas knueHTa, 4to TenedoHbl Nokia nnoxu, a Samsung — xopoLum
n yto cBa3b MTC nyuywe cBsAsm oT «BbimnenKoma» unu ot «Mera®oHa» (1 HaobopoT).
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BnusHue yenoseka Ha 6M3Hec-NpoLEecc NpefoCTaB/IeHus yCnyrm 100%

Puc 1—1. 'ameHeHne cTeneHn BANSHUA YernoBeka 1 TEXHONOrn
Ha pasnuyHble BMAbl PO3HUYHbIX YCMYT B MPOLIECCe UX Pa3BUTUS

Ewe 50—100 neT Ha3ag BCe yCrnyry NOSHOCTBIO OCYLLECTBASANUCH NPY MOMOLLIM YenoBeka.
TenedoHHbIN 3BOHOK TpeboBan py4YHOro nepekntoyeHns TenedoHNCTKON, NepeBo AEHer B
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©aHKe NpoBOAWICA Yepes 3anoSTHEHHbIV BPYYHYHO B6MaHK, 3aBepPEHHbI ONepaLMOHNUCTKON,
a ans nony4veHns 3apaboTHOW NMnaTbl COTHYU MUMTIMOHOB NOAEN NMPUXOANIN K Kaccam, rae
cneumanbHble COTPYAHMKN Byxrantepum npomsBoaunm ousndeckyto Bblgadvy geHer. Ho
©Onarogapsi Hay4YHO-TEXHUYECKOMY NMPOrpeccy 1 asToMaTn3aLmm MHOTMX
npoLeccoB cenyac psag ycnyr npegocraBngetca 6e3 yyactus
yenoseka. 3agaHHbIn (heHOMEHarbHbIN POCT aBTOMaTU3auum
1 Bce 6onbLuen rpamoTHOCTU NoTpebutenen B paboTe co
CINOXHbBIMW YCIYyroBbIMW CUCTEMAMUN NPUBEAET K OMU-
HMPOBaHWIO CTabunbHO paboTaLwmx TEXHONOMMIN Hag
HEMNOCTOSAHHbIM YeSIoBEYECKUM TPyAOM MO oKasa-
Huto ycnyr. CerogHsa gaxe camoneTbl MOryT neTaTb
0e3 yyactusa nunota. KomnbloTepHas guarHocTuka
NonoMoOK B aBTOMawuMHe 6e30Wwmnb0oYHO yKasbl-
BaeT NPUYMHY HeucnpaBHOCTU. MarasuHbl MoryT
oTkasaTtbcs OT kaccupos: RFID-meTkn 3a gonto

ELLIE 50—100
IET HA3A[ BCE

YCIYT/ MONTHOCTHIO
OCYLLIECTBANCH MPY

MOMOLLIN YETTOBEKA.
YEPE3 20—30 JIET YCITYrOBbIE
KOMMAHUU BYOYT

CeKyHObl «0bCcUMTalOT» Bally TEnexKy C npoayk- SHAAMTENBHO OTIIHATLCH
Tamu, KOTOpble AaXe He Ha/l0 BLIFPYXaTb Ha MEHTY. OT CErOAHALLUHWX.
CTpaxoBoK NomMc MOXHO OOHOBPEMEHHO OCHOPMUTL HA NMOPOTE

W OMnaTuTb Ha CalTe CTPaxOBOW KOMMaHUK B noboe OPA TOTATbHOW
BpeMs CyTOK. ABTOMATU3AUN
yCenvyr

Yepes 20—30 neT ycnyroBble kKOMMaHun OyayT 3Haum-
TerNbHO OTNMYaTbCS OT CErOAHSALLHNX. YCryroBas KOMnaHus
OyayLiero — 370 OYeHb KBanMdUUMPOBaHHbIM NOTpebuTens
ycnyr, Bnagewmnn HaBblikamn paboTbl CO CROXHbIMW MHOPMaLU-

OHHbIMMW CUCTEMaMU, KOTOPbIN FOTOB Pafyn CHXXEHUS CTOMMOCTM YCIyrn CamoCTOATENbHO
BbINOMHWTb YacTb (PYHKLMI NepcoHana n KOTopbIn, B CBOK o4yepedb, OyaeT B COOTBETC-
TBYHOLLIEM OObEME 3aMEHEH CIOXHON M MHOroe yMetoLen aBToMaTU3MpPOBaHHOM CUCTEMOW
06CnyXMBaHWS KMUEHTOB.

CkopocCTb M3MeHeHU konoccarnbHa. Ele HegaBHO KOMNaHMM TOMbKO MeYTany 3anosyynTb
10 MrH KNMeHToB, He roBops ke 0 100 mnH. Tenepb NyTb OT NEPBOr0 MUMIMOHA KITUEH-
TOB 0 COTHW MWMIMOHOB YCreLUHasi KOMMaHWs NPOXoAWT BCEro 3a NsTb neT. AToT pocT
obecneymBaeTCs NErkocTbo MacLLTabupoBaHUs yCryr 3a cHeT aBTOMaTU3aLMm NPOLLECCOB.
3a 10 neT KonM4ecTBO nonb3oBaTtenen MobubLHON CBA3MN yBenuuunocb B Poccun B 1000
pas. K MIHTepHeTy 3a 10 net nogkntoumnock 6onee 1,2 mnpa. noaen (20% Bcex XMBYLLUX
Ha nnaHete). M kaxablin pa3 pa3suTre JOXOAMT [0 KaKOro-ToO MOMEHTA, Koraa TeXHUYec-
Kasi HOBMHKA CTAHOBUTCS Y)KE€ HE POCKOLLIbIO 1 HE BOMPOCOM NpeanovTEHUI, a NpeaMeToM
abcontoTHOM HEOBXOAMMOCTU™ («sIKOpHAas ycnyray).

CepBucHble koMNaHum B BonbLUen YacTn CTaHyT aBTOMaTM3npoBaHHbIMK (6e3 noneBoro
nepcoHana) u TofbKO HEKOTOpblE CEKTOpa ToTanbHas aBToMaTu3auus 3ageHeT He3Hauu-
TenbHO. 3TO B NepByto ovepenb OyaeT KacaTbCs OBYX CaMbIX « MHOrO(aKTopbIX» OTpacneu:
06pa3oBaHMs 1 MegnUmMHbl. CNOXHOCTb OpraHn3Ma YeroBeKka U ero NCMXMKM Takosa, YTo
ansa obecneyeHms ahEKTUBHOMO NpoLecca NpeaoCcTaBneHns MeAMLMHCKMX YCIyT y4acTume
YeroBeKa C ero BbICOKOM KBanudukaumen n ymeHmeM npuHumaTth HeCTaH4apTHbIE peLUeHurs
HeobxoaMMo. XOTS Meaukun yxe cendac nonyynnu aBToMaTu3npoBaHHbIE NUHCTPYMEHTHI
AN 04eHb TOYHOM OMarHOCTUKM 3abonesaHui, npouecc Bblbopa NevyeHns KOHKPETHOro
nauneHTa He mMoxeT OblTb nogBedeH MOA4 OOMHAKOBbIN AN BCeX OOMbHbIX LWabmnoH.
W Tonbko OMbITHBIM Negaror MOXeT NOHATb, KaK fydlle Ans Knacca NpoBOAUTb KOHKPETHBbIN
YPOK M KaK MOTMBMPOBATb Kakgoro obyyaemoro atu no nytn obyveHunsi, npuemnemomy
TONbKO A9 3TOr0 y4YeHuKa.

* BoikoB M. Yxopute ckopee // Qkenept. — 2009. — 30 mapt. — Ne12 (651)
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[Mo3aTomMy mMaccoBble YCryrn CO 3HAYUTENbHbIM, HO OFPaHUYEHHbIM YNCIIOM BapuaH-
TOB pelueHui ByayT aBTOMaTU3MpOBaHbl, @ BapuaTuUBHbIE YCNyrn, KOMOUHaUMKO peLue-
HWU KOTOPbIX HEMb3sl (OYEHb CIIOXHO) 3apaHee npocyuTaTb, M Bnpedb OyayT 3aBuCETb
oT YyenoBeka. Kpome Toro, He cneagyeTt copacbiBaTb CO CHETOB U HEKOTOPbIE OCOBEHHOCTH
nogxona noTpeduTens K MofyyYeHUto YCryrn, O KOTOPbIX Mbl FOBOPUNW B NpeabiayLiem
pasgene: MHAMBMAYarnbHY OLEHKY NOTpebuTenem kayecTsa ycnyru, BHUMaH1e U UHTepec
K caMOMy «MpPOM3BOACTBEHHOMY LMKIY» €€ OKa3aHusl, cneunduky npsambiX OTHOLLIEHUNA
C NOCTaBLLUMKOM. 3TV aKTOpbl, BEPOATHO, 4O KOHLIA HAKOTAa HE UCHE3HYT, U3 YEro crieayer,
YTO Aaxe B aBTOMaTU3MPOBAHHOM BuAe ycryrn 6yayT HaxoauUTbCs NOA NOCTOSIHHBIM KOHT-
porem nocTaBsLLUyKa, FOTOBOro B Nt0O60N MOMEHT NPUITM HA MOMOLLb «aBTOMAaTy» U PeLUnTb
WHAMBMAYaNbHYO 3afa4y KIMeHTa B peXxnmMe «pyvHoro ynpaeneHusi». M naxe B «aBTromaTtu-
3MPOBaHHbIX» OTPACHAX ycnyr OyayT CyLecTBOBaTb OTAENbHbIE KOMMAHUN, KOHKYPEHTHBIM
NpPenMyLLEeCTBOM KOTOPbIX OyAeT NUYHbIA KOHTAKT NepcoHana ¢ knveHtamu. MNycTb aaxe
37O OyAeT ygoopoxaTtb yCnyry, BCE paBHO HalmOyTCs KIMEHTbl, rOTOBblE MepennayvnBaTtb
3a obcnyxmBaHue, koTopoe OyaeT 4ENCTBUTENBHO «NEPCOHarbHbIM» C 06enx CTOPOH.
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