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QCOBEHHOCTYH YITPABNEHUA CEPBHCHOHN JEATEJNLHOCTLIO B COBPEMEHHBIX YCHOBHWAX
(c yueTom wenoBevecikoro gaxropa)

L.A. Donskova
FEATURES OF MANAGEMENT OF SERVICE ACTIVITY IN MODERN CONDITIONS
(taking into account the human factor)

The concepfion of service activity governing which includes the integration of factors, processes, relationship
activities is created in response to peculiarities of service activity and systematized point of view. A special accent is
done on using the methods of governing both on the client and the staff. This fact requires creating the principles of
complex theory and specific governing.

Cdepa yeayr sBisercs WKPOKOH M Bog Mponpeccupytoieil 00NacTrio NplMeHeHns 0BLIECTBEHHO HEODXOAHMOrD
TpyAa, oTiocpeAoBaHHON HeMAMH M 33a49aMH CTPONTENBCTRA AEMOKPATAYecKOTO FoCyIapeTBa ¢ pasBHTol HHdpacTpyk-
TYpoif B YCHOBHSX PBIHOUHbLIX OTHOLICHWA. PriHOYHBIe npeobpasosanus B Poccus paavikanbHo HOBAHSIY # Ha chepy
yenyr. CTatAcTuMeckne JaHHBIe OTPAXaIoT, 410 Aond yeuyt B BBIL pospocna cyulecTBEHHO # B HACTOALUEE BPEMS OHA
cocraenna 51,9%. Taloke IPOHCXOOMT YBRIHMUEHUE 3aHATOCTH R obciyxuBaroweil chepe. Floa Bo3aeiicTBHEM TparHc-
dopMaumit & Poccuu TPOM30LLIY HE TONRKO KOMHUECTREHHBIE, HO 1 KaUECTBEHHDBIE NIMEHEHHA B ee cTpyKType. [Tossua-
€A CEKTOP MNATHBLIX YCITYT, ABASFOLEMXCA 00DEKTOM KYNNIH-NPOAANH, CPE KOTOPEIX 32 NOCICAHEE NOLbI MOIYIHIH pas-
BUTHE TPAHCTIOPTHEIE YCAYTH, CBA3H, 00pazoBaTeALHbBIS, METUIHHCKHE, TYPHCTHRECKHE, TOCTHHHUHEIE, PEKITAMHLIE Y-
ayrv v ap. HoBble BUAB! YCIyT CEroMHA OXBATHIBAKT MOGYI0 OH3HEC-EATENBHOCTE: ASAOBbIE, MAPKETHHIOBLIE, KOHCAN-
THHIOBLIC, TH3HTOBLIC, DYXranTepekie, ayMTOPCKHe OTepaLHy, KpeAHTHO-QHHALCOBKIE, CTPAXOBLIE H JIpP. 10 CBAe-
TEeNLCTBYST O BOBHHKHOBEHHU KORKYPERUMH B cepe YCnyT.

ORuOBPEMEHHO IPOUCXOIAT WIMEHCHUS B CaMOI CepBHCHOMH JEATEABHOCTH, 00YCHORNCHHLIE CHENYIOHMY 00b-
CKTHBHBIMH NpHiuHaMK. C 0ZHOM CTOPOHEL, 0011ad IKOHOMHUECKAT | COLIMANBHAS HECTAOMNBHOCTL B CTPAHE CIIOCOGCT-
BOBANA TOMY, 4T cepa cepBrca NEpexkuna HECKONBKS ITANOR XAaTH3ALMY, C JPYToil — COUMANLHO-KYIETYPHLIE TPAHC-
$opMaumn B 0blIEeCTBe 0DYCIOBIMBAIOT WHAHBHLY AM3AILI0 H MHOTOOGpasue xizneHHbIX cTunell. IMox enusunem yro-
T0 YCUIMBAETCA WHIHRUAYATU3ALMS U NepcoHndykaliig B CCPRECHOM JEATERBHOCTH, a TAKOKE NOBLIIACTCH Tpebosanms
OTHOCHTENEHO KauyecTBa, YPOBHA CepBHCA, KYALTYpsl obCTykuBaHus, B obcnyxusarouieli resTenbHoCTH HeabXoauMo
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JLA. tonckora. QcofieHHOCTY yTIpaBReHUA CePBACHON ASATENRHOCTHIO B COBPEMEHHBIX YCIOBHAX (C YHETOM HeNO0-
Begeckoro daxropa)

pacuMpATE Habop YCIYr, COBEPIMEHCTROBATE KAYECTBO, CHILKATE LIEHE], GOJEe MONHO yYUTBIBATS 381POCH KIMEHTYPh! 1
HHIVBHAYANHIHPORATE OOCAYKUBANME, T.€. HCMOTB30BATE CEPBHCHLIN NOMIXOA.

CepBHCHBIA MOJXOA PACCMATPUBACT CEPBHC KakK CHCTEMY MHAMBHIYANLHOTO OOCNY)KHBAHUA, INaBHBIM NPHHLINOM
yHKIHMOHHPOBaHIA KOTOpOl sBasieTca obecrederue Mydunx ycnoedil ang notpebutens. Crepiens TakoH CHCTEMBI —
TepexXoA OT W3MuIUHeH LEHTpamu3aiiy K caMOyNparneHnto. B cepBUCHOR AEATENLHOCTH 3T0 HE TOMBKO CAMOCTORTEHb-
HOCTh, CBOOOAA NEHCTRHH, HO NPeXe BCETD 3AMHTEPECOBARROCTD B KAYECTBEHHOM NPEIOCTARIEHUM YCHIYT, BBICOKAN (VFBET-
CTBEHHOCTD YUPABNCHYCCKHX M HCNONHWTRACKUX KAApOB. JUA NPUHATHA pelicHUH 10 YIPaBNeHo CEPBUCHON AeTeNE-
HOCTRED LienecooOpasHo paspabaTelBaTh YAPARACHUECKUE PeIieHUs, HANPABJICHHbIE HA BBISBICHHE BOIMOKHOCTEN YenoBe-
YECKHX PECYPCOB, YMeITYlo MOTHBALIMIO TPYAa, HPaBCTBEHHYIO CYLIHOCTh M BHYTPEHHION KyNLTYpY padoTHHK.

OGBEeKTOM YNpaBieHa ABA’ETCA CEPBHCHAN OPraHU3aIis, KOTOPYK) MOXHO pacCMaTpHBAThL KaK CHCTEMY Biau-
MOZeHCTBYIOWIMX vacTed, (yHKIMORHPYIOUIMX A1 AOCTHREHUS Heniell BeeH opraHH3alMu, T.e. ApeAOCTABISHHE YCIyT
CBOHM ROTpeOHTEIAM.

[Tporiecc ynpasiieHus CepBHCHOR OpraHuzaniei HMeeT MHOXKECTBO OOMIHX XapaKTepHCTHK ¢ YIPABIEHHEM -
Goli opranmzaLmu, ZEHCTBYROWIEH B CENbCKOXO3ANCTBEHHOM NI HHAYCTPUANIBHOM CEKTOPE, T.€. CROCOOCTBYET A0CTINKe-
HUIO KOHKYPEHTOCNHOCOOHOCTH YCITyr, HX npabsiibtocTd ¥ ap. (1, 2). Bumecte © Tem ynpasneHWe B CepBUCHON JeqTeslh-
HOCTH FPHODPETALT SIPKO BEIpAKEeHkbIE OCODEHHOCTH, 00YCIOBCRELIC celnpUKol CepBUCca, CEPBICHOIM ASSTENBHOCTH:

® HanuuMe nNOTpeduTCAT INpHM NPOM3ROOCTBE M NOTpebieHHm ycmyr (opMHpYET TIPOH3BOACTBEHHO-
obciTy:KHBAIOLINIA TTPOIEcC, NO3TOMY B HPOLECCE TEHEPHPOBAHNA YCITYTH TIPOHCXOOUT COBMELLEHHE TPOU3BOSCTBEHHBIX,
0bCIy>KHBAKOLINX # TOPTOBBIX ONEPaLMii B Oprasi3atiui (POH3BOACTBO-NOTpelieHHe—Peany3alius);

¢ GAMHBNT Ripoltece NpOU3BOACTBA M NoTpebneHns GOPMUPYET HEPABHOMEPHOCTD (CE30HHOCTR) MOTpebrexns,
T.€. TIOJHYIO 3aBUCHMOCTE OT CTIPOCA HA MPEATAraeMele YCITYTH H MX Ce30HHBIH XapakTep (HepaBHOMEPHAR 3arpy3ka op-
TAHY3AIH );

¢ NOTpeGHTENEM SBANESTCA YENOBEK, KOTOPHIH XapaKTEPHIYETCH HE TONBKO I'IDTpGGHOCTﬁMH HO H LIEHHOCTHBIMH
OpHEHTALHSIMH, T.€. UMEET MECTO HCIIONL30BAHNE TORAPHEIX UeHACCTEH HaceneHns;

¢ HemaTepHaibHbll, HeocAsaeMblll XapakTep ycmyr oGycnoBnnBaeT ponk H 3HaueHve HrdopMatu, ocobeHHo
Ha CTAHHM MOUCKA U 3aKa3a YCIIyry;

¢ B [POLECCE NPOUIBOACTRA YCIIYTH, KPOME IKOHOMUYECKOIQ B3auMoielcTBud, BOHHKAST COLMANIbHOE B3aH-
MOZIEHCTBHE, T.€. OPUEHTALMA Ba NCHXOIOTO-COMHONOrHYECKYI0 kKRankdukauo o0cnyKMBAIOLIETO TlepcoHana (Hapsay
¢ Y3Ko#i crielManmsalmeil B obnacTy npodeccuu);

s COLMANbHAR CPElA BKIOUACT COBJANHE TAKMX YCNoBMi coBmecTHOH AeaTenbHocTh (coBpeMeHHoe palouce
MECTO, OnaroKeNaTeNbHbIH KIMMaT, JCTCTUECKOS OOPMIICHHE NOMEIIEHAS 1 Ip.), l(OTO‘pre ABJAIOTCA HEDOXOARMBIM
KOMIOHEHTOM (YHKLIMOHUPORAHIA OpraHH3aINMY;

# KOHEYHBIM PE3yAbTaTOM BIAMMOACHCTBHA B CCPBUCE ABMACTCA YAORIETROpEHHE NOTpeOHOCTEH YenoBeka, Ko-
Topoe XapaKTepHusyeTcs nofesHnM 3¢idertoM. Tak Kak «nosesHsie CBOCTEA) BIMIOYAIOT MATEPUANBHDIE 1 HEMATEDH-
AbHBIE [IEHHOCTH, B CBA3H ¢ 3TUM OTHOLICHHUA MEXAY TIPOHIBOAUTEVIEM H NOTPEOHTENEM KOHUEHTPUPYIOTCS BOKDYT He
TOJILKO MaTepUanibHLIX BCLISH H npeaMeTos caMux noe cefie, a ux GPyHKUMOHANEHOTO XapaKTepa M ONpeNeneHHOra Kaie-
CTBA, B KOTOPAIX 33HHTEPECOBAH NOTpeduUTEh. B CBAIM C TeM, YTO KRBT HE/OBEK XapaKTEPH3YETCR HH/IHBHIYANLHEIM
X3PAKTEPOM, MOTHBOM, HACTPOSHUEM, ROTPEOHOCTAMM U HHTEpECaMH, HPOLLILIM ONBITOM, BHEIMHAMH KOMMYHAKaLMA-
MW, TO PE3yIILTATOM TOTO NpoLiecca GyNeT Bbicokas cyObLeKTHBHAY OUSHKA,  TAKKE HETIOCTOAHCTRO ¥ M3MEHYHBOCTD.

311 ocobeHHOCTR B TOI WNK MHOM CTENEHH NPUCYInK BCEM CEPBUCHBIM OPraHU3aLlMaM, XOTS MOTYT IDOABNATLCA
B pasHYHEIX dopMax, MO3TOMY B NIPOLECCE YIPABRIEHHU HEODXOAMMO YUECTE CISAYIOILHE ACTIEKThL.

& Posib H 3paueHre uHdOpManMK ocsaeMolt (peknama, Gpoltopsl, kaTanory, OyKneTsl, GUILMBL, caifThl B Hn-
TEPHETE M T.0.) H HEOCA3aeMOM (MMHIK (DHPMBL, PacCTIPOCTPAHEHUE NIONOKMTENLHOH HEGOPMaLINY, NOAYCPKUBAHNHE 3Ha-
TUMOCTH YCHYTH, NPUBNEYCHHE KaKoH-HibyAb 3HAMEHUTOCTH [T PEKTaMbl CBOEH YCmyry # T.1.), uto 6yaet cnacobeT-
BOBATH YKPETLICHHIO JIOBSPHA KIHEHTOB K CEPBHCHOH opraxH3anu.

+ [Nupe KenmonE0BaTE MEPONPIITHS, SKTIONAOLINE CHCTeMb] TUGBMEDEHIMPORAHHLIX NEH (CKHMAOK), NPEABAPH-
TeibHbIX 3AKA30B Ha YCAYDH ¥ MHLIE CTHMYNb (FKOHOMHUESCKUE H CONMANBHOTCHXOROTUNECKME), MO3BOARDIIAE PaBHO-
MEPHO PACTIPENENATH CAPOC BO BPEMERH U CTIIANNTL HEPABHOMEPHOCTh 3arpyIKit.

¢ ChopMHpOBaTh NOREJEHME INepconama, O0OLEAMHUTL €ro  NPOGECCHOHANGHBI  ONBIT,  COLHANLHO-
ICHXQJIOFUEECKYHO TIOATOTOBKY H YMEHHS B NPOLECce B3aUMOAEHCTBUS, YUT0 BLLIBHT BEPOSTHOCTh Y/IOBIETBOPEHHR N0~
Tpe(uTena it €ro NOBTOPHOTo 0BpalLleHHA. '

e Kauectno yoiIyr oNpeACseTed, ¢ OAHOH CTOPOHbL, YPOBHEM NMPO(ECCHOHANIAMA, KOMIIETEHTHOCThIO, KOMMYHH~
KATMBHOCTLE) TIEPCOHANE; ¢ MPYTOHl — HHOHBHAYANTBHBIMK TPEBOBAHMAME U OLCHKON KavecTBa 00CNyMUBANKR KDKAOMO
noxynaresin. B ynpasnenun, Bo-nepssix, BakHo cHOPMUPOBATE CTAHAAPTH 00ChYKMBAHUA W paspaloTaTh COBCTREHHYIO
HONMTHKY KOHTPOSIA 38 KadecTBOoM 00CHyKHBatva noTpebuTeneH, BO-BTOPBIX, B TIpoLEcce 0OCIYKUBAHHA HEOOXOAMMO
NPEABHIETL TOBEJIEHKE H PEaKUHIO NOTpedHUTeNs, ¥r0 06YCNOBNSHO HHIHBIAYANEHEIMU K2ECTRAMM KNNEHTA (COMNAL-
HbIMH, CHXOQH3HUECKIMH, TICAXOTOIMUECKIMH, HPABCTBCHHBIMH).
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¢ B cBA3M ¢ 3THM BO3PACTAET 3HAYCHHE KOCBESHHBIX MIEMEHTOB, HAaYHHAA OT pa3paboTku ¢upMeHHOTo cThis (Ha-
3BAHME OPraHH3aluK, € TOBAPHLIA 3HAK, GUPMEHHBIH LUBET, TOTOTHN), NOABEPAAHIA UMHEKA (UPMBl M KOHYAA YMEHM-
€M PacnpOCTPaHATh GIATONPUATHYIO MHPOPMAMIO O BLINOMHEHHBIX 3ANPOCax M3BECTHBLIX KINEHTOB. JTO JIO3BONAET
OUEHHTE NIOTEHLHANEHOS Ka4eCcTBO COCY KUBaHIA.

OTMedenHBIE 0COOERHOCTH FAKOT BOIMOXHOCTb BbIACIHTE MABHBIE NEPEMEHHBIC BHYTPEHHEH Cpellbl CepBUCHOI

' OpraHH3andi, 3 IMEHHO: IPOLIECE HPeoOpasoBaHKua, MapKETHAT i KOMMYHHKALIHH, CBA3H, HR(OPMALUEA, TEPCOHAN, KY.1b-
Typa (3). [maBHLIM 3BEHOM ABNAETCA MPOLECC MPeodpaloraHis (O0CITYKHBAHHUS), KOTOPBIH BKMOYAET IKOHOMHYECKOE H
coLManeLRoe B3auMoaeiicTene. B mpolecce B3aMMOneicTBHA HENOCPEOCTBEHHBIH KOHTAKT HPOM3BOJNTENA H NoTpebuTe-
117 COMPOBMEAAETCR 0OMEHOM HH(opMatHeH, KOTOpYH MOKHO VHTEPIPETHPOBATE KAK 00paTHYK) CBA3b {T.¢. «BHYTPEH-
HSIA FOPU3OKTAILHAMY CB3b). BAKHO OMEPATHUBHO PEArUPOBATL HA PEAKIHE) KIMEHTA, €0 3aMEHaHHA, OXKEIaHNS, ITo-
My cnocolcTByeT (JopMHpOBAHUE CTAHIAPTOB OOCTYKHBAHHA, OIHAKO Ype3MepHasd CTAHOAPTU3ALNA YCAYD HE JODKHE
CHIDKATE YYeT HHAMBHIYATBHBIX 3aNpOcos, NoTpeSHOCTEH U LIeHHOCTed KHeHToB. YpoBeHs Npe/IOCTABIAEMOTO CepBUCA
JOJDKEH COOTRETCTBOBATE KAUESCTRY U LIGHE, TIPH 3TOM OC/I0XKHEHMSA, KOH(INKTH, XKanoOk Ha 0DCIyKHBaHRE 00YCIORIY-
BAIOT NpofiNneMbl KayecTBa. AHANK3 MUTEPAaTYpLl NMOKa3al, YT0 NMPUYHHAMM HH3KOrO Ka4yecTBA, 8, CAENOBATEALHO, He-
YAOBNETBOPEHHOCTH NOTpeGUTens MOTYT GbITh:

®  HEPABHOMEPHOE NIPENOCTABREHNE YCIYT, KOrAa 0GCHYKHBAHHE TIPEOCTaBAACTCA I0-PasHOMY;

s genderTMBHLIE CBAH MEXULY TIEPCOHATOM, KITHSHTOM H COTPYAHHKOM, a TAIoKe NTOAPA3IeNeHMAM,

¢ cna0ad MNK HeJIOCTATOMHA OLIEHKa MePCoHana, OTCYTCTBUE MooIpenni 3a Xopoiyto paboTy;

®  HEHALTCKAMNA KOHTPOIL (MM €70 OTCYTCTBHE) KadecTea OOCNY)KHRAHMH (KOHTPONL 3a NOJJCPKAHHUEM
CTauAapToB 00CAYRUBAHNA TaloKe ABRAETCA 0DAACTRIO YIPABIeHHA, KoTOpaR penko Goiact sthdexTBHOH) (4).

B TeopuH 1 NpaKTHKe ypaBICHHA LIHPOKOS PACHPOCTPAHEHUE TIOMYYHIT CUCTEMHBIN IIOJX0/, KOTOPLLE! HHTErpH-
pyeT B €AHHOS UCTIOe PAAMUABIE HANIPABIICHUS H NOAXGILI HAYUHOH yiTpasiieHYecKoi MEICIH {MPOLeCCHbIR, CUTYALKOH-
Hetif). C wagana 1980-x rr. k npofaeme ynpaeneHUA PasTHUHEIMH ACTIEKTAMH JEATENLHOCTH B CEpRUCE 3apyOerkHhbivH
clielHanycTamMy pazpaboTad cOBEPUIEHHO HOBBI TOAXOA, KOTOPBIE 3ATI0KHI OCHOBBI TOTo, 4TO owke P. Hopmauh na-
3BaN CEpPBUCHBIM MEHeDKMEHTOM (3, 6). [ToHATHe «cepBUCHBIH MEHEeMKMEHT», K TIpuMepy, A. AnvOpexT Tak Xapakrtepu-
3YeT, YTC ITO TOTAIBHBI OpraHU3aLMOHHBIR TOAXOJ, KOTODPHIA JeNacT Ka4ecTBO CEPBHCA, BOCTIPHHHMACMOC KITHEHTOM,
riapHoll ABtkyueR cunoi Su3Hec-AeqTenbHOCTH (5). M3 BhIICHINIONKEHHONO CIeIYET, YTO MABHbLIM (PAKTOPOM, 00Y-
CROBIMBAIONIKMM YCIEX CEPBUCHOH OPTAHNIALEH, SBIACTCA CNMOCOOHOCTh YAOBAETBOPATE 3aNpochl kiveHta, IloaTomy
CHCTEMa YTpaBACHHA ACMEKHA OBbITh OPUEHTHPORAHA HA NOTPESRTENA, YUUTEIBAA €10 TIOTPEGHOCTH, NPEANOYTEHHA, CO3-
Aasag hepcoaudHLMPoBaHHYIO cpeny obcny:xuBaHus. [Tpy stoM KavecTBe OBCTYKHBAHNS HEOGXOHUMO CHHTATH TIaB-
HO# cocTasnaoLIei meboll AeATenbHOCTIL

PaccmaTpuBan CEpBHCHYIO OPTAHH3ALMIO KAk CHCTEMY, HADANY ¢ BHYTDEHHUMM NEPeMEHHBIME (CTPYKTYpa, Tex-
HOMOTHH, NEPCoHAT, OpraHusalMeHHas KyNsTypa, HHgopMalyia), KOTOphIe B3AHMOCBA3AHbL MEeX Ty colol, Heobxoaumo
BBIZIENNTE HeopManbHble pabotUe rPyInbl, HEOCA3aEMBIE PECYPCh], OKPYAIOLTYIO 00CTAHOBKY U OTACILHYIO JIMUHOCTL
(7). DyHKIMOHMpOBaKHE CEPBUCHON OPraHH3allHH B OKPYKEHUH CUCTEM — SKOHOMIUECKOH, TonuTIYecKoH, cOLNansHOH,
KYJETYpHOMU, ApHpoaroit. B pesynrtate GOpMIPYIOTCA Takue CHCTEMHBIE KAUSCTBE, KAK H3MEHUMBOCTD, JHHAMUYHOCTS,
HEYCTOHYHROCTE, PearvpoBanie OCYIHECTBAAETCA 3a CHeT obpaTHOH CBA3M, NPH DTOM CRSOYET YAEAITh GOMLInde BHAMA-
HHE CpeACTRaM BI3AUMOCRA3W H KOODIMHAIENA THX PAINHYHAIX JIEMEHTOR U NoAcHcTeM. MaTterpaius qacteii cuctemst:
CPefCTB NPOM3BOACTBA, paboveH Cubl, MHGOPMALIHOHHBIX PECYPCOR, HEOCH3AEMEIX HACTel — NPOUCKOAHT ¢ TTOMOLIBIO
CeTH MHGOpMALIMI ¥ CBA3H, CHCTEMB! TPHHEATUA PEIleHRR H PeryNHpYIOIEHX MEXaHH3MOB,

C yd4eToM BIHEHITOKEHHOTO ME! TIpEoNaracM paspadoTaHHy0 HAMHE KOHIGHLHIO MEHEDKMEHTA! YNPABICHHE
cepBHcHOR opraimauuell otpaxacT dutocodiio obcayKNBAHNA, KOTOPAA HHTCIPHPYET €8 COBMECTHYH ASATENLHOCTL
((pakTOpBI, MpOLECCL], OTHOWEHHSA) AN MAKCHMANLHOTO YAOBNETBOPEHHA NOTPeGHOCTEH KOHKPETHOTO KIIMEHTA, €re
HY:KI, NPSANOYTEHNE ¥ NOBbILIeHHS ek THBHOCTH (GYHKIHOHUPOBAHHS OPTAHI3ALINY, |

TNpouecc ynpapneHus CepBUCHOH OPFAHK3ALMER BITIOIACT ONpEHeNneHHYIO COBOKYTTHOCTE YIIPABNEHISCKUX Heil-
CTBUH, KOTOPhIE JIOTHYHO CRA3LIBAKITCA JAPYT ¢ APYTOM K 00LCTIEUUBAT AOCTHXEHHES OCTABNEHHLIX LiEneii.

1. CoBmecTHad AeATENBHOCTL O3HAYACT, YTO padoTa JAoMKHA KCOPAWHHPOBATHCA, & 3T0 TpedyeT ONnpeencHHbX
ynpaeneHueckux Meponpusatuil. ChnefosartensHo, yNpaBlneHYeckas ACATENEHOCTE COCTOMT W3 KOOPAMHALIMK JeHCTRRIA
HHIUBHJIOB, CPYTIIT M Opravu3auuil IOCPeACTBOM OCYLICCTBIICHIS YIPABICHYECKHX (DYHKUMIL: [NaRAPOBAHUA, OPraHu3a-
LK, PYKOBOACTEA, MOTHBALIMH H KOHTPOIA, C ICMOILILID KOTOPBIX NOCTHracTea SGpeKTHBHOCTL cepBucHOil opratusa-
M. OTHOCHTENBHAS 3HAYMMOCTE OAHOH QYHKUMY IO CPABHSHHUIO C APYTOH 3ABUCHT OT MECTA MEHEKepa B OpraHusa-
UMK { pelaeMex um npobneM. OnHake criocofHOCT OLEHHBATE CPABHUTENBHYIO 3HAYMMOCTS ITHX GyHKIME oTimyaer
3dheKTHBHBIX MEHETKEPOB OT HeIPCKTHBHBLX,

2. Lenu opraHusaluy HENOCPEACTREHHO CBR3AHEI C 33AayaMu, T.e. MPEAnHCanHoi paﬁm*oﬁ KOTOPas JIOMKHA
OLITE BLIONBSHE, 3a0a4 B3aMMOCBA3aHbl ¢ TEXHOIOTHAMH KAk cpelcTBOM NpeodpasoBaHns pecypcos B yonyry. B cep-
BHCHOW OpraHH3all R3aUMOCBA3b TEXHONOTHIl U CTPYKTYPhI YIPaBieHAa KMeeT CBoH ocobewHocT, K mipumMepy, no
Mepe YCIOKHEHUA 3aflavh {TeXHOIOTHH) BO3PACTAET 3arpyska ofc/(y>kHBAOUIEro NepcoHana, YMEHBILAETCA YiC/I0 -
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ACH, MOAHHHAIOLUXCR ICHEPANBHOMY JHPEKTOPY, @ 00Nee CROKHBIMY APOLICCCAMU YIPABIIIOT COTPYAHVKM Gonee Hus-
XOTO YpOBHA, WHPE UCNONL3YIOTCA MOPU3OHTANBHBIE ([IAOCKME) YPOBHH, YTO YCKOPSIET DRICTPOTY pettueHnii (akTupuas
obpaTnas CBA3L).

3. Tpolecchl, oTpaxaioLe HHTErpatMIc (ByHKLIHOHANLHBIX TIOACHCTEM B CEPBHCHONA OpraHH3aumy (MapkeTwura,
YUPaRIEHUA ONEpalUAMA, YIIPABACHNS YENOBEUYECKHMH PeCcypeaMi, (PUHAHCAME, MHHOBALMAME), MO3BOASHOT YBA3ATEH
cHCTeMY YFPaRTIEHHA C MEXAHN3IMOM ¥ HapaMeTpaMH HPaKTHUeCKoil peammsaiii. YapasneHde QyHKUMORATLELIMA 104-
CHCTEMAME! BRAIFOYEST HE TOUIBKO PYRKUHOHATRHEE OOM2AHHOCTH, HO ff HATAXHABAHAE CREZEH ¢ JPYTHMH NOApainene-
HusgMH N0 BOTIPOCAM: LEHOOGPA3OBAHMS, IPOBEAEHHA MAPKETHHIORBIX HCCNGAOBAHUIT KITUEHTOR, KQHKYPEHTOB, OGHOR-
MeHWs MATEPHANILHO-TEXHUYeckof Gaskl, pa3paboTKi HOBBIX YCIYT, MOBHIIEHHA KBAMU(GMKAIMY NepCoHana, OtigHke ux
TPY/@, aTTeCTAIIMH W MHOTOe zpyroe. ONepaTHBHOE COBMECTHOR COTPYAHHUYECTBO IOIBOIHT HHTEMPHPORATEL UX COBMECT-
HYIO A8STeBHOCTD, YCUNHTL CBA3H Ha N'OPH3OHTAILHOM YpoBHE ¥ Oonee YCNEUHO PEIIAThL 3334l CEPBHCHOIM oprakuia-
LM B (RNOM. :

4. Pabora & CepBUCHOl Oprani3aiiiit ABNIETCA CNCLMANMIMPOBAHHON 1 OCYLICCTBIACTES ABYMA WK Gosee nuya-
MU, MEF/Y KOTOPbIME BOIHUKAIOT MEXUINIHOCTHLIE OTHOLICHNA. [ToaToMy pazpaloTaHias HaMK KOHLIENUNS YNPaBIeHus
COCTOMT HE TONBKO B KOOPIHHALMH, HO ¥ H3YEHHM M JMHAMUKE MEIUTUMHOCTHLIX OTHOIIeHHH. Bee dopMbl Mexnkurg-
CTHLIX OTHOIUCHHH OTIpEACnAIOT (PeKTHBHOCTL YIPARICHHS YENOBEUSCKHMH PECYPCAaMH, NPOHIKAS B APYFYIO KyfL-
TYPHYIO cpefly. HanpasfeHHOCTD Ha NPaKTHHECKOS HCTNIONBE30BAHUE JESIAET AKLIEHT HA TAKHX O0NacTaAX, KaK OpPraHuiaip-
OHHAd KYAETYPa, MOCTAHOBKA UE/eH, HAaBBIKH BEAECHUA MEPEroBOPOR, POPMUPOBAHME KOMAHA, CTHIM AMAEPCTBA, KOpno-
paTHBHaf KYIbTYPA, OPrasi3alMOHHOE PAIBUTHE W METO/E] PHHATHA peLUCHUIR,

5. CepBUCHaA OpraHy3auya — OTKPLITAA CHCTEMA, TIOITOMY MEHE/DKEPH! KOMKHB UMETh AEN0 OHOBPEMEHIO ¢
BHYTPEHHUMH ¥ BHENIHHMH acnekTaMUu OpraHN3alMOHHOTO TIORACHHA. 3TO TAKKE YCHITKBACTCA MPOLECCAMH H3MEHEHHS
BHELDHER Cpe/ibi, CBA3aHHON ¢ rnobasmizaivedi, HHDOPMALMOHHBIM B3PBIBOM H TOTANLHKIM KavecTBoM. Bee 310 npeano-
NAr4eT HCNOMA30BATE YHPABIICHNE HE TONBKO M3MEHEHHAMHU M OPraHU3alMOHHEIM PA3BUTHEM, HO ¥ Beelt cepbl Opranu-
JANHOHHOTO NOBEAEHHS, .

6. Poslb W 3HAYEHHE H(OPMALIH, Ce AHANIH3 BOKHBI HE TOMBKO B poLecce DYHKIMOHMPOBAHMA 1 B3aUMOJRIICT-
BH# ¢ BHELIBEeH cpetoif, HO i ¢ mocTynatomel 1o KaHanaM BHYTpeHHER o0paTHOM CRiIzn (MeXay NPOH3BOIUTENEM K [10-
tpeburenem). Takan uadopmauns oTpaxkaeT Muofooﬁpa:mme zampocsl M moTpebHocTH GOMLIMX rpyitn meofel, kon-
KPETHBEX WHIMBHAYYMOR, BCTYMAKUMX C TPOUIBOAHTENEM YCIYT B MPOLIECCH! PLIHOYHOTO obMeHa. CBoeBpeMEH e n
fbicTpOe pearupoBaHue Ha i H3MEeHeHHS obeceutT ToNbKe rufikas cueteMa ynpasnerus. Heo0XonumMo noadepryy s,
410 0GPATHAN CBA3L BAKHA ANA yAYYUIEHHA 00yYeHHA MIEPCONATA, A TAIOKE AUTT Pa3BUTHS HHANBHILYanbHOCTH, MPYNNoso-
TO NOBEIEHNA H nuyepetsa. [MonoxuTensHas obpaTtHas ceasn GyaeT cnocoOcTBOBATE YAORIETBOpEHHIO NOTpedHOCTE!,
HYWL KITUEHTA, YBEIMUUBATE MOMOKUTEbHBIE IMOLIMH, 4 3HAYUT, BEPOATHOCTEL MOBTOPHORO NOTpedieHH yCAYTH.

B urore cucTema YnipasaeHys (CM. pUc.) BIUIIOMAET He TONMBKO HERPEPBIBHBIA PocT U yrmyGneHue clelHann3amu
NPOHIBO/CTRA, KOHTPOAbL BeeX BHAOR AEATENBHOCTH, YETKOS BLIIOMHEHHE KagpaMy YIPABICHHS] yxasauiil cBepXy, HO H
CHCTEMY LEHHOCTEH 1 HOPM, KOPIOPATUBHYIO KYNLTYPY M (HPMEHHKIH CTHIb, GOPMUpOBaHIE H IPOIBHKEHHE PenyTa-
oMK HPMBE, €¢ NEPBLIX JIHY, YPOBEHDL PA3sBUTHA CHCTEM KOMMYHHKALWH, YMEHHE PACTIPOCTPAHATL ONAronpHATHY UH-
$opMaUMIO O BEINONHEHHBIX 3aNPOCaX U3BECTHIX ITHEHTOB,

OCHORY HOBOH KOHLEN KK YIPABACHHAS COCTABNIRET BO3PACTAIOAd POJIb JIHYHOCTH paboTHHKA, 311AHHE €F0 MOTH-
BALHOHHBIX YCTAHOBOK, YMeHUe HX (OpMHPOBATL M HANPABAATE B COOTBETCTBHMH C 3allaYaMK, CTOALLAMY 11SPCH CEPBHC-
HOH opraHdzauue. JelicTapamu monell Beerna ABWCYT NoTpeOHOCTH ¥ WHTEPECHI, BEAYHINMH H3 KOTOPBIX ABNMQTCH
IKOHOMHUECKHE H COUNANhHBIE, 4TO 0DYCNOBIEHO UX TIPUPOROI U OB B COLMATIbHO-IKOHOMUYECKOl CTRPYKTYPE M-
THBOB KU3HEACITCALHOCTH yenoBeKa.

B 3aBUCHMOCTH OT CpefcTR M XapaKTepa UCNONbIYSMBIX CTUMYTIOB (WM PhiUarcs) BbLIEIMIOTCA: OpraHi3allion-
HO-aIMUHUCTPATHBHEIE (B TOM YUC/IE IFPABOBLIC, HOPMATHBHAIE: TIPABOBEIE H 3AKCHOJATERLHBIC TPYAOBOMO Y X038HCT-
BEHHOTO 3aKOLIOAATETLCTBA), FKOHOMUYECKHE, COLMANLHO-TICHXoNorkyeckie (7). Tak kak norpebuteslb yHacTBYET B co-
NPOH3BOACTBE YCNYT, TO HEO0XOAMMO PacCMATPUBATL METOAR BO3ACHCTBIS U Ha KITHEHTA, U Ha TIEpcoHan.

K npumepy, MEeTOAR] BO3OEHCTAUS Ha RepeoMain: TpAMbIE afIMUHACTPATHBHLIE YKAlauus, NPaBHNE CTAMAAPTOB,
KOHTPONL B HAA3OP; 2KOHOMHYECKOe CTHMYAYPOBAHHE H IKOHOMUYECKHE CAHKIH, TIPDHMEHASMBIE K COTPYHHKAM; cTu-
MySHPOBAHHUE TBOPUECKOTO TPy, MOBBIILIEHUE YPOBHS CAMOCTOATENLHOCTH palOTHHKOB, BRICOKAS CTENeHh COLMANLHO
JAULMIEHHOCTH PA0OTHYKA, BOIMOXKIOCTE NIOBLICHTh KBAJTHGUKALIIO, [TonyueHne 00pazoraHus, IpHeNeyeHUe paboTHy-
XOB B COLMANBHOM YHPABICHUH; KOMILIEKTOBAHHE MANBIX [PyTit, noabop cOTPYAHKKOB, COOTBETCTBYIOLLHI THILY Xapak-
TEPOB, CHXUKH COTPYIHHKOB Y MX BOJIKHOCTH.

B pesynbTaTe MOAXHO ROGUTLCH JUCLIHITHHUPOBAHHOCTH, BHITTONHEHNRS JalaHHA B CPOK, CTadUNBHOCTH B paboTe,
fOBBILUEHIR OJIAFOCOCTOAHNA, YBEPEHHOCTH, YAOBNETBOPCHHS, 3aHHTEPECOBAHHOCTH B KA4eCTBEHHON pabore, YyBcrea
OTBETCTBEHHOCTH, YTO MPUBOAMT K YJOBJIETBOPEHHMIO W CTpeMncHuio myywe pabotats. B pesynwrtare BO3REHCTBHA Ha
KIIMEHTA ITUX METOOB BOIMOXKHKLI PEKOMEHAAITHH, NOXKEAAHUS, TPHHATHE PELLEHUS O NOKYITKe, NOBTOpHOE oOpallienue,
pacnipocTPaHeHHe MONOXMTeNsHOH WHGOPMAaLMH CpeliM HOCTOAHHBIX M IOTEHUMALHBIX KAMEHTOR, TIOBBILUCHHE [Ha-
CTPOEHNS, YAOBONLCTBHA H yiyyHIcHIE SMOLUCHANEHOTO HACTPOSHKA,
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Buewmnas cpeaa
Puc. 1. Mosent cucteMsl ynpaBneHHS CEpPBHUCHOMN OPraHAZaLMK

H3noxennoe rozsonseT chopMynHpoBaTh 21Ba NPUHLKNA ynpasneHud b obcny:xuparolieli aesrensHocTH. TTpun-
LI KOMAAEKCHOCHMY O3HAUAET HCTIONB30BAHHE STHX METOIOB B COBOKYNHOCTH, YT0 MO3BOMHT CBOEBPEMEHHO YMUTHIBATL
noTpebHOCTY 4e0BeKa (KMNEHTOB K PabOTHUKOR), MOTHBH HX JSATENLHOCTH 1 CHOPMUPOBATE CTHMYIHPYIOUIYIO CHC-
TeMy B uenoM. [pubuMn creytghuiHocmu TPEANOAAracT HCTIONb3OBATH 3TH METObE BOJAESHCTBAS H HA COTPYAHHKOB, H
Ha KITWEHTOR {TaK KaK KIMEHT B CCPBHCHOMH [IEATENRHOCTH Y4ACTBYET B COMPOH3ROACTRE, A TAIKE  TO, YTO KDKIOTO He-
/10BEKA OTNIHYAET MHIMBUIYAIbHLIH XapaKTep, ero cnocofHOCTH).

Taxnm ofpazom, T7IaBHAA L€k NPMMEHEHHS 3THX METOI0B — POPMHPOBAHHE B KOTUISKTHBE HONOKHTE/NBHOMO CO-
UHANBHO-NCHXOJIOTHYECKOTO KAMMATA, B1arcaaps deMy B 3HauMTeAbHOH Mepe OyayT pelaTeca BOCIUTATENbLHLIE, Opra-
HY3AUMOHHBIE H IKOHOMBYECKHE 3a1aun. IpyruMn cioBaMy, NOCTABNCHHBIE NEPel KONIEKTHBOM LeAu MoryT BLITs aoc-
THPHYTDI € TIOMOLILLKY ORHOTO W3 Bakreiitnx kputepres 3hQEKTBHROCTY W KatiecTsa paboTh! ~ 4e0BE4eCKOro (aktopa.
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