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XoTs B HAacToslllee BpeMsl CyIIECTBYET OOJIbIIOE KOJUYECTBO Kilaccugu-
Kallui yeryr (MX mofpoOHbIe ONMCaHNs NpeiokeHbl B padoTax [1, c. 30-38; 2,
c.426-428] u ocobeHHO [3]), OMHAKO 3HAYNTEIbHAS YaCTh UX IOCTPOCHA IO KPH-
TepusiM, OTPaKAIOIIIM BHEIIHNE, a HE CYITHOCTHbIE NIPU3HAKH (IpIMEpaMu Ta-
KHX IIOBEPXHOCTHBIX KPUTEPUEB MOTYT CIIy>KUTh OTpaciieBasi IPUHAJIEXKHOCTD
U KaIUTaJIOEMKOCTh yciayrn). Takue kinaccuukaniy He O3BOJISIOT YyCTAaHOBUTD
rI1yOUHHbIE OTINYUS PA3JINYHbIX BUIOB YCIIYT U HE NOAXOMAST JJIsl LieJIell cofiep-
>KaTEeJIbHOTO aHaINu3a. ITO O3HAYAET, YTO CYILIECTBYET NOTPEOHOCTD B BbIsBIIE-
HUHM CYIIIHOCTHBIX IIPU3HAKOB YCJIYT U B pa3pa00TKe HOBbIX Kilaccuukanuii Ha
UX OCHOBE.

ITox cymHOCTHBIMM IpU3HAKAMU YCIYI'M Mbl UMEEM B BUY T€ €€ XapakTe-
PUCTHKHU, KOTOPbIE BIUSIOT Ha IPUPOY OTHOLIEHNH, BO3HUKAIOLINX B IIpoliecce
ee OKa3aHus 1 NOTPeOJIeHN)s, T. €. CBI3aHHbIE C IIEHHOCTBIO YCIIYTH IS HOTpeOu-
tenst. OTcrofa co Bcell OUEBUHOCTBIO CIEAYET, YTO 3a/ladya NOCTPOEHUs] TaKuX
KJIacCU(pUKAIUI UMEET HE TOJIBKO TEOPETHUYECKOE, HO U IPAaKTHYECKOe 3Haye-
HUE, TOCKOJIBKY UTOI'OM €€ PelIeHHs] CTaHeT IIOHUMaHUe MEXaHN3Ma YI0BIIETBO-
peHus NOTpeGHOCTEN YYaCTHUKOB Ipoliecca OKa3aHus YCIIyT 3a CUeT NPeoCcTaB-
JieHUs ¥ NOTpeOJIeHNs YCIIyT OIPEEeI€HHOTO BIjla U KaK CIIeCTBHE pa3paboTKa
CTpaTeruyl CO3[[aHusl, OKa3aHUs ¥ IPOJIBUKEHUS 3THX YCIYTL.

Pa3zymeeTcsi, Ha CerofiHSIIHNY JJEHb CYLIECTBYIOT KilacCU(PUKaLUK YCIyT, 110~
CTPOEHHBIE 110 COiep>XKaTEJIbHbIM IIPU3HAKaM, HallpUMED, 110 XapaKTepy OTHO-
IIeHUI ¢ moTpebuTesnem ycayru [2, c. 33]. Tem He MeHee, MO HaIlleMy MHEHHIO,
11e51ec000pa3HO BBECTU HOBBIE COJIEpKATEIbHbIE KPUTEPUH U IOCTPOUTH Ha UX
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OCHOBE HOBBIE KJIacCH(PUKAUN YCIYT, YTOObI YIIIyOUTh TEOPETUUECKOE MOHU-
MaHUE MEXaHU3MOB (POPMHUPOBAHUSI LIEHHOCTH JJIsl MOTPEOUTENs U MpeocTa-
BUTb IPOBANJI€paM YCIIYT JOIOJHUTEIbHbIE HHCTPYMEHTBI I YIIPaBJICHUS B3a-
UMOJICICTBUEM CO CBOMMHU KIIMEHTaMH.

SIBHBIA XapaKkTep yclIyru

B kauecTBe nepBoro npu3Haka Mbl CUUTAEM BO3MOXKHBIM IPEJJIOXKUTD Ha-
JIMYUe y YCIYru sIBHOTO XapakTepa, Wi, Haye ToBOpsl, TO, COBHA/IAIOT JIU pe-
rJIaMEHTUPOBAaHHbIE KOHTPAKTOM U OIUIaYMBaeMble KIMEHTOM CBOMCTBA YCIIyTU
C TEMH €€ CBOMCTBAMU, KOTOPbIE OH HAa CAMOM JIeJI€ XOYET MOJYYUTh. YTOUHUM,
YTO B BUIy IMEETCS HE IPOCTO ONPEETICHHOE 3HAUEHUE XapaKTEPUCTUK YCIIYTH,
a Ha0Op 3TUX XapaKTEePUCTHUK, COBOKYITHOCTh 00513aTeILCTB IPOBaljiepa yciayru
nepep norpeodureneM. Eciay Takoe coBnajieHue MMEET MECTO, TO YCIIyra MOXKET
ObITh Ha3BaHa SIBHOU, a OTHOLLIEHUS] MEXKJly €€ IPOBAIEPOM U NIOTPeOUTENIEM —
MIPO3payHbIMU, IOCKOJIBKY OHU OJMHAKOBO BOCHPUHMMAIOT LEHHOCTH YCIYIH.
IIpu oTCyTCTBUM 3TOr0O COBNAJIEHUs ycayra JOJDKHA ObITh KiaccuguiyupoBaHa
KaK HesIBHAsl, a OTHOLIEHHS MEX/y NOCTAaBIIMKOM M NOTPEOUTEIEM YCIYI'H He-
IIPO3payHbl, IOCKOJIbKY (DPOPMAJIbHO TAPAHTUPOBAHHBINA COCTaB U IieHa YCIyru
HE TMPUBSI3aHbI K €€ IIEHHOCTH J7Is1 oTpeOuTess. PakT TOro, 9To SIBHBIN Xapak-
Tep ycayru odecneynBaeT rapaHTUPOBAHHOE COOTBETCTBUE JIESITEILHOCTH IIPO-
Baljiepa OXKUIAHUSAM KIIMEHTA, CIIYXKUT MOATBEPXKIAECHUEM CYLIIHOCTHOTO XapakK-
Tepa JaHHOTO NTPU3HAKA.

O4eBHUAHO, YTO IETAIBHO PErIaMEHTHPOBATh BCE CBOWCTBA YCIYTU U OCO-
OEHHO Y4ecCTh UX B MEXaHM3MeE OILIaThl KpaiiHe 3aTpyAHuTenbHO. Kpome Toro,
NOTPEOUTEIIb MOXKET HE OCO3HABATh B SIBHOI (DOpME CBOU OKMJIaHUS, U IOTOMY
He OyzieT TpeboBaTh UX yyeTa B KOHTPAKTe HA OKazaHme yciyr (Ipu 9ToM, Ofi-
HaKO, OH IIOJICO3HATENIBHO XK/ET HAJINYNS Y YCIYI'H COOTBETCTBYIOIIMX CBONCTB,
CUMTAs MX CaMO cOOO Pa3yMEIOIIMMHUCS, U NX OTCYTCTBHE BHI3OBET Y HETO HEY-
NIOBJIETBOpeHKE). B COBOKyNHOCTH 3TH (paKTOPHI MPENSTCTBYIOT MPEIIOKEHUIO
yucTon sSIBHOM ycayru. CTOJb Ke OYeBHHO, YTO NMPOBANIEp, periIaMeHTUPYIO-
LIUI TOJBKO T€ CBOWCTBA CBOEH YCIYTH, KOTOpbIE HE MPEJCTABISIOT IIEHHOCTU
ISl IOTPEOUTENIS], JOJITO Ha PhIHKE CYLIECTBOBATH HE CMOXET — MOTPEeOUTENN
HE MOXEeJal0T ¢ HUM COTPYAHUYATD, IOCKOJIbKY Y HUX OyJeT OTCYTCTBOBATH Ia-
PAHTHS MOJIYYEHUS TE€X ACIIEKTOB YCIYTH, KOTOPbIE 71 HUX HauboJiee 3HaYuMbl
(cmemoBaTenbHO, UMCTAsl HEsSIBHASI ycayra Takxke oTcyTcTByeT). [lo aToit mpu-
YUHE B ycayre oObIYHO MpeJCTaBlIeHa KaK sIBHAsl, TAK U HESIBHASI COCTABIISIIO-
masi (WM, TOYHee, IEHHOCTh YCIYTH BBICTYNAeT KakK B SIBHOM, TaK U B HESIBHOM
Buyie). [IpumepoM MOXKET CITy>KUTh yCIIyra apeH/bl III0IaAell B TOProBOM IIEeH-
Tpe. SIBHO periiaMeHTHPYIOTCS B KOHTPaKTe (M OIUIAYMBAIOTCS) TOJIBKO pa3mep
apeHyeMoil IJIOMAIN U TEXHUUYECKNE XapaKTePUCTUKN OMEIEeHUs (M 3TO SIB-
Hasl COCTABIISIIONIAsT YCIAYTH apeH/sl). [Ipn aTOM apeHaaTOp 3aMHTEPECOBaH HE
TOJIBKO B IUIOIIAJSIX /ISl CBOEH TOProBOM TOYKHM, HO M B CTAaOMIILHOM IIOTOKE
MOTEHIMATBHBIX MOKYNATEJIEH U OXHUJAET, YTO TOPTOBBIN LEHTP CMOXET 3TOT
IIOTOK 00ecnevynThb. DTU OXHUJAHUS apeHJaTopa HUKaK He perjaMeHTHPYIOTCs
B KOHTPAaKTEe W HUKAK OT/EILHO B SIBHOU (pOpMe HE OIUIauMBaIOTCS (T.€. BBICTY-
MAlOT B KAUYeCTBE HESIBHOW COCTABIISIIOIIEH YCIIYTH apeH/Ibl) — OAHAKO HECIoco0-
HOCTb apeH/0flaTeJIsl YAOBIETBOPUTD 3TH OKHUIAHUSI MOXKET MPUBECTU K OTTOKY
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apeHaTOpOB. DTO MOJATBEPKAAETCS OTEUECTBEHHON NTPAKTUKON — yCTapeBIIne
TOProBbI€ LEHTPbI O€3 SIBHO BbIPAXKEHHOM ClIelluaIn3alli, T.e. FOTOBbIE ClaBaTh
CBOU IUIOLIAJIY BCEM, CHOCOOHBIM OIJIAYMBATh YCTAHOBIIEHHYIO CTaBKY apeH/IbI,
U C HU3KUM yYpOBHEM KoM@oOpTa JIsl NOKyNnaTesenl MOCTEIEHHO TEPSIIOT CBOE
noJyioxkeHne Ha pbIHKe. [ToKynmaTean MpeAnovyuTaroT MOoCellaTh COBPEMEHHbIE
TOProBble IIEHTPBI, NPUBIIEKAIOLUE TOCETUTEEN BLICOKUM KOM(MOPTOM 1 BO3-
MOXHOCTBIO HE TOJILKO COBEpIIATh MOKYIIKH, HO ¥ IPOBOUTH JOCYT: M1 MMeHHO
Ha 3TH TOPrOBbIE IIEHTPBI EPEKITIOYAIOTCS IIaTEXECIIOCOOHbIE APEHIATOPBI.

Hexxenanue onepatopoB TOProBbIX LIEHTPOB PETJIAMEHTUPOBATH CBOU 00sI-
3aTeNbCTBA 10 00ECNEeUYEeHUIO KIMEHTCKOrO MOTOKa JIETKO OOBSCHUTbh — B yC-
JOBUSIX ie(puIMTa KaUYEeCTBEHHBIX TOPrOBBIX IIONIAJEl UM HE UMEET CMbIcia
IIPUHUMATH Ha ce0sl JOMOJIHUTENIbHbIE 00513aTENIbCTBA, KOTOPbIE K TOMY K€ CpaB-
HUTEJIBHO TPYAHO (pOPMaIN30BaTh, U PUCKOBATH HEIOMOIYYUTh JOXO/ B ClIy4yae
ux HeBbINnOMHeHUs. ONHAKO HexkejaHue OpaTh Ha cels opmaibHble 00s3a-
TEJICTBA HE MEIIaeT TOProBbIM LIEHTPaM Jie (pakTo MpuiaraTh 3HaUUTEIbHbIE
ycuiusi i1l OKa3aHUsl CBOMM apeHflaTopaM HESIBHOW YCIYTH IO NPUBJICUYEHUIO
nokymnaresnei (Kak st yaep>kaHust HanOoJiee MPUBIEKATEIbHBIX apeHJaTOPOB,
TaK ¥ 711 0OOCHOBAHUS BHICOKOM CTOMMOCTH apeH/bl). Takol mopxoy onepa-
TOPOB TOPrOBBIX LIEHTPOB MOXET paccMaTPUBAaThC KAK YACTUYHBIN, CKPBITBIN
nepexoj] OT HeperjaMeHTHPOBAHHON HESIBHONM YCIYIHM K pPeriiaMeHTUPOBAHHOM
SIBHOIL: Y OLIEPaTOPOB €CTh IOHNMAaHUE TOT0, KaKKe (paKTOphbI NpejijiaraeMoi yc-
JYyId UMEIOT HauOoJIblllee 3HAaUYE€HUE ISl apEH/IaTOpPOB, a YCWIIUS ONepaTopOB
10 00ECNeYeHnIo 3TUX (PaKTOPOB KOCBEHHO OTPaK€HbI B MOBBIIIEHHON CTaBKE
apeH/bI (XOTs HU 00s13aTeIbCTBa ONEepaTOpOB (hOPMUPOBATH 3TH (PAKTOPHI, HA
MeXaHHU3M HX ydeTa B apeH[HON CTaBKe B KOHTPAKTE HUKAK HE ONMCHIBAIOTCH).
Mo>HO Ha3BaTh 3Ty MOJIEJIb KOCBEHHOI perjiaMeHTaluen.

Ectb npumeps! TpancopMalii HeSIBHbIX YCIYT B SIBHbIE, HAIIPUMEP, B a3PO-
nopty «IlynkoBo» (Caskt-IleTepOypr), TakKe CAaloleM 4acTh MOMEIIECHUM
B apeH/ly TOPrOBbIM TOYKaM JJIsl HOBBIIIEHUST KOM(OpTa Maccaskupos, IJIaTa
C apeHJaTOPOB B3MMAaeTCsl He B Bujie (PMKCUPOBAHHOW CTAaBKU 3a KBaJ[PaTHbIN
METp, a B (popMe KOHIIECCHOHHBIX OTUUCIEHUH (K COXAJICHUIO, HE YTOUHSIETCS,
OT 060pOTa WM OT MPUOLLTH apeHaaTopa) [4]. PakKTUUECKH 3TO SIBISICTCS IPH-
BSI3KOU apEH/IHOM IIJIaThl K BEJINYMHE KIMEHTCKOIO MOTOKA, U a3pOHOPT MOIY-
yaeT (pMHAHCOBBIA CTUMYJI K €ro HapaluBaHHIO. biarogaps Takomy mopxony
adpONOPT NOJIYYaAET Psifi BHITOJ:

— BO3MOXKHOCTb YBEJIMUECHHUS JOXO/ja 32 CUET y4acTHs B CBEPX/I0XOJaX CBOUX
apeH/1aTOpOB;

— BO3MOKHOCTb c(pOPMUPOBATH I1yJ1 ApEH/IaTOPOB, UbU TOBAPBI U YCIIYTU HAK-
GoJiee pUBJIEKATEIBHBI IS HACCAKUPOB (TIOCKOIBKY UMEHHO 3TH apeHAaTOPbI
OyayT TeHepupoBaTh HanboJIee BLICOKHIT 00 beM KOHIIECCHOHHBIX OTYNCIICHUN );

— Kak CJIe/ICTBHE, CO3/1aTh Hanbojee MHTEPECHOE JJIsl NAaCCaXKMUPOB IPeJJIo-
>KEHUE TOBApOB U YCIIYT, YTO OJAronpHusITHO CKaxeTcsl Ha 0Opas3e aapornopra.

Hanuune Mopfenn KOCBEHHO! perjaMeHTaluy U IpuMepa TpanchopManuu
HESIBHOI YCIIYTH B SIBHYIO ITO3BOJISIET TOBOPUTH O TOM, UTO ISl pPbIHKA YCIIYT B Iie-
JIOM XapaKTEpPHO HapallliBaHUE PETrJIaMEHTAll OKA3bIBAEMBbIX YCIIYT, yCUIICHHE
B HUX SIBHOU COCTaBJISIIOIIEN. DTO CBSI3aHO C HEOOXOIUMOCTBIO FapaHTUPOBATh
HOTPEOHUTEIIO MTOTyYeHUE UM OKUIAeMOM IIEHHOCTH OT ycIIyrH (6e3 mpsMoil nim
KOCBEHHO# perjlaMeHTAl Takas rapaHTHs OTCYTCTBYET), HOTUYEPKHYTh CBOE
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KOHKYpPEHTHOE NPEUMYIIECTBO M MaKCHMU3MPOBATh CBOIO NMPHOBUIb (32 cUET
TOTOBHOCTH MOTPEOUTES MIIATUTH 32 MPEAOCTaBISIEMYIO IIeHHOCTD). TakuM 00-
pa3oM, MOXKHO YTBEpXKJaTh, YTO perjaMeHTalys yCIyTrd, coueTaollei B cede
SIBHBIC U HCSABHBIC XapaKTCPUCTUKU, IPOXOOUT B TpHU dTalla:

¢ PerslaMeHTUPYETCsSl TOJIBKO Ta COCTABJISIONIAs YCIYTH, KOTOPYIO HpOIIe
Bcero (hopMaan30BaTh M B3UMATh IUIATy 32 KOTOPYIO JIErKO (B HAIIeM HpuMe-
pe ¢ TOPTOBBIMH IIEHTPaMH — pa3Mep ClaBaeMoro B apeHy noMenienus ). Takast
MOJieJIb MUHUMU3UPYET yIIpaBIE€HYECKUE 3aTpaThl U PUCKH IpoBaifepa. Cnenu-
AJIBbHBIX YCHIIUI 7151 0OeceuyeHusl HeperiiaMeHTUpYeMoll (HesIBHOM) COCTaBIIs-
IOIIEeN YCIIyTH MMPOBakjiep He MpeipuHIMAaeT. ITOT YPOBEHb OKa3aHUsI HeSIBHOI
COCTABJISIIOIEH YCIYTY BOCHPUHUMAETCS] KIMEHTaMH KaK JOJKHBIN, 1 OHU He
TpeOyIoT OT MpoBalifiepa JOMOJHUTEIbHBIX ICHCTBUI MO €ro HapaIIUBAHMIO.
BeposiTHO, Ha 9TOM 3Tare MOKHO FTOBOPUTH, YTO KJIMEHT MOJIy4aeT HesIBHYIO CO-
CTaBJISIIOLIYIO YCIIYTH, HO HE OCO3HAET 9TOr0, a COCPEOTOUNBAETCS JIUIIb HA SIB-
HOW COCTaBIISIIONIEH. DTOT 3TAl MPOAOIIKAETCS A0 TeX NOp, TOKA PHIHOYHAS Cpe-
la cama 1o cebe obecrneunBaeT AIsl KIMEHTOB NIPHEMIIEMbINl YPOBEHb HESIBHOM
COCTABJISIFOIIEH YCIYIH Y AAaHHOTO TpoBaijiepa (HampuMep, B CHIIy OTCYTCTBHS
KOHKYPEHIIUU ME3Kly IPOBaiiiepaMu WU B CUJTY UX OJMHAKOBOTO OTHOIIIEHUS K
00ecreueHNIO HesIBHOM COCTABIISIIOIIEH ) M/MITN TOKA KIIMEHTHI HE OCO3HAOT I0-
TPeOGHOCTH B MOJIYYEHUH HESIBHON COCTaBJISIONIEN (13-3a pocTa X TpeOOBaHUM
K IOCTABIIUKY YCIYTH).

e [IpoBaiiiep npeANpUHIMAET CHelMalbHbIe YCUIIHS A 0OecneyeHus pu-
E€MJIEMOTO JIJISl KITMEHTOB YPOBHSI HESIBHOM COCTaBJISIIOINICH CBOeH yciyru (u3-3a
pocTa ee IIEHHOCTH IS TOTpeOuTeNell 1 BO3MOXKHOCTH 3a CUET MOBBIIICHHS €€
YPOBHSI HAPACTHUTh CBOIO KOHKYPEHTOCHOCOOHOCTH). POpMalibHbIE 00s3aTeIh-
CTBa IpoBaiifiepa nepey KIueHTaMH [0 3TON COCTABISIONIECH YCIYTU OTCYTCTBY-
IOT, OJIHAKO €r0 YCUJIMS 3aMETHBI JJIs1 KIIMEHTOB M HAXO/SIT OTPakeHHUE B MOBBI-
IIEHUN CTOMMOCTH YCIIYT.

e [TpoBaiifiep perjiaMeHTUPYeT YacTh HESIBHOM COCTABIISIONIEH CBOEH yCIyTu
(TY, KOTOPYIO OCO3HAET OH CaM M €ro KIIMEHTHI, U 0 KOTOPOW OH T'OTOB 0Oectie-
YUTh TPEOYEMBbIil YPOBEHb KAUeCTBA OOCITYKUBaHMS ), YTOOBI MAKCHMU3UPOBATh
CBOI JJOXOJ ¥ aTh KJIMEHTAM FapaHTHIO MTOJIyYEHUs OKUIaeMON IEHHOCTH.

OTH 3Tanbl OTPAXKAalOT HapacTaHue TpeOOBaHWU NMOTpeOuTeNed K MOCTaB-
IIMKY YCIyTU (WM, YTO BO MHOTOM PaBHO3HAYHO, CTENIEHb 00s13aTEIbHOCTH Ha-
JNYUSl B CEPBUCHOM NPOAYKTE 3TON HESIBHOH COCTABISIONICH — BIUIOTH /IO €€
TpaHcOpMaIHH B SIBHYIO ). ITO TaKKe MOXKHO TPAKTOBATh KaK yriyOIeHHe T10-
HUMAaHUS TOTPEOUTENeM IPUPOJBI U COCTaBA MPEOCTABISIEMON eMY YCIYTH.

CrnepoBaTenbHO, HAJIMYUE B YCIyre HESIBHON COCTaBISIONIEH caMo Mo cebe
yrpo3bl 7S MpoBaijiepa YCIAyrd He CO3[1aeT — BaXKHO, YTOOBI Y KIIMEeHTa Oblia
rapaHTHs [OJIyYEHUs 3TOI HEeBHON cocTaBistomieil. B Tom ciyyae, ecnu takas
rapaHTHs ecTh (B CUIIy CIIOKUBIIENCS penyTaliy IpoBaijiepa 1/ uin ero sBHbBIX
YCHIIWI TTO 0OECIIeUYeHUIO HESIBHON COCTABIISIIOIIEN ), KIIMEHTBI OYyIyT IpruoGpe-
TaTh yciyry. OQHaKo eclny Takasi rapaHTHsl OTCYTCTBYET, TO IIPU HAJIU4YUU KOH-
KYPEHTHOT'O IPENIOKEHUS TOTPEOUTENN NPEANOUYTYT NEPEHTH K APYromy Ipo-
Bauyepy.

3apiaua nposaijiepa yciayr COCTOUT B COOTHECEHUH PETIIaMEHTHPYEMBbIX (5B-
HBIX) CBOWICTB CBOETO CEPBHCHOT'O MPOAYKTA C TOW IIEHHOCTHIO, KOTOPYIO XOUYEeT
HOJIyYUTh MOTPEOUTEND, U B 00ECIeUEHNH TapAHTHHU OJyUYEHUS 3TON [IEHHOCTH.
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[Ipu HapacTaHWM POJIM HESIBHOW COCTaBJISIONMEN (OOYCIOBICHHON KOHKYpEH-
[Uell, U3MEHEHNEM TPEANOYTeHU NOTpeOuTesel, Korja perjiaMeHTupyeMble
XapaKTEePUCTHKH YTPATHIN CBOKO MU (epeHIUPYIONYIO IIEHHOCTh W T.J[.) WH-
CTPYMEHTOM OOecredyeHNs TAKOW FapaHTUU MOKET ObITh KOCBEHHAsI, @ BIOCIIE/I-
CTBHU — ¥ MpsIMasi perjliaMeHTalus.

ITpoBaiiiep MOXKeT MOWUTH U 1O [PYroMy IyTH — BbISIBUB IPEIIOYTEHUS CBO-
UX KJIMEHTOB, JJONOJIHUTh CBOW CEPBUCHBIN MPOAYKT HESIBHOM COCTABIISIIOLICH.
DTO MO3BOJIAT €MY, C OTHOH CTOPOHBI, 3(p(PEKTUBHEE YIOBIETBOPSITH 3aMPOCHI
noTpeduTesnei (MmyTeM MpeIoCTaBICHNS UM JJOTIOJIHUTEIIBHON HEPETJIaMEHTHPO-
BAHHOW IIECHHOCTH), a C APYTroi — n30eKaTh IPUHSTHS Ha ceOst IBHBIX (popMalTh-
HBIX 00513aTEIILCTB.

BeposiTHO, MOKHO TOBOPUTH O TIOCTETIEHHOM MEPEXOfie HESIBHBIX CBOICTB YC-
JIyTU B SIBHbIE.

MecTo yciiyru B cepBHCHOM KOMILJIEKCE MAPKETHHI A

BTopbiM KiaccupuKamOHHBIM KPUTEPUEM MOXKET CIYKUTh MECTO YCIYI'H
B KOMIUJIEKCE MAapKETUHTa. YTOUYHMM, YTO Halle paccyxkKjaeHue OyleT BECTHUCH B
paMKax He KJIaCCHIECKOro (BKITIOYAIOIIETO B ce0sT TOJIBKO YEThIPE TIEPEMEHHBIX
4P: Product — nponaykr, Price — nena, Place — mecto, Promotion — npoasuxke-
HUE), a CEPBUCHOTO KOMILJIEKCa MapKETUHTA, B COCTaB KOTOPOT'O BXOJSIT CEMb
nepeMeHHbIX (Kitaccmueckue 4P u Tpu mononHuTe BHBIX: Personnel — nepconait,
Physical Evidence — nmogTBepsKieHue, Mojg KOTOPbIM NOHUMAaeTcsl 0hopMIIeHIE
U OpraHu3anusi TOproBoro MpocTpaHcTBa, u Processes — mpolieccsl, T.e. OpraHu-
3aIysl MPETOCTABIICHHS YCIYTH ).

TpaguuuoHHO yciayra paccMaTpuBaeTcs JIMOO KakK COOCTBEHHO MPOAYKT
(B ciyyae CepBUCHBIX KOMIAHUIT), MO0 KaK KOMIIOHEHT MPOJYKTa, MPUJIar0-
LI €My JOTOJIHUTEJIbHYIO IEHHOCTh U MOBBIIIAONINI KOM(MOPT NOTPEOUTENS
(peds uAeT O ToBape Wi yCIyTe C COMPOBOKACHUEM — 9TO MPUMEHNUMO KaK JIJIst
KOMIIAHUH, TOPTYIOLIUX OCSI3a€MbIM TOBAPOM, TaK U [Jisi pUpM, pabOTAIOLIUX B
cekTope yciyr). IHpIME clioBamMy, B 000UX CITyYasix yCIIyra OTHOCHTCS K Tepe-
MeHHoM «ITponykT» KoMIuiekca MmapkeTunra. OfpHako, o HaleMy MHEHHUIO, Ta-
KOH IOAXOJ] HECKOJIBKO ynpolleH. Eciau B ciiydae yciayru Kak OCHOBHOIO IPO-
NYKTa pa3HOTJIaCHil IEICTBUTEIHLHO ObITh HE MOXKET, OHA BXO/IUT B IEPEMEHHYIO
«[TpopykT», TO yciyra, co3pnaromas Ajsi TOTPEOUTENsT JOMOJIHUTEbHYIO IEH-
HOCTbh, HE 00513aTeJIbHO OTHOCUTCS K MPOJIYKTY B y3KOM CMbICIe ciioBa. Takue
YCIIyTU BIIOJIHE MOTYT ObITh NpeHa3HAYEHBI 7151 TOBBIIIEHUST 9(PPEKTUBHOCTHU
APYrux NepeMeHHbIX Komiyiekca MapkeTuHra. CyTh UX COCTOUT BO BPEMEHHOM
MPEAOCTaBICHUH NOTPEOUTETIO KAKMUX-JIMOO PECYPCOB, KOTOPbIE MO3BOJISIIOT
eMy JIOTIOJIHUTEJIbHYIO IEHHOCTh OT TOTO WJIM MHOTO 3JIeMEHTa KOMILIeKca Map-
KETHUHTrAa.

[TponnnrocTpupyeM 3TO ClIeAYOMUMEA TpUMEpPaMu. Y CIIyrd, OPUEHTUPOBAH-
HbIE HA MPOAYKT, IPU3BAHBI:

— mOOYANTH MOTPeOUTeNsT MPUOOPECTH JAaHHBI TOBAp WIIU YCIYyry (TecT-
[paiiB Mpu NOKYIKEe aBTOMOOMJIIS WJIM MPOOHBINA YPOK Ha Kypcax MHOCTPAHHOTO
sI3bIKA, HAJIMYHE TIPUMEPOYHBIX KAOMHOK B Mara3mHax OIeK/bl U T. 11.);

— YTIpocTuTh NOTPEOUTEITIO TIOJIB30BAHUE TOBAPOM (MHCTPYKTAK MO IPUME-
HEHHIO TOBapa, ero cOOpKa U MOHTAK Ha KBAPTUPE KIIMEHTA);
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— TIOBBICHTH IIEHHOCTh TOBapa (HampHuMep, MOMECTUTh €ro B MOJaPOYHYIO
YIIAKOBKY);

— CO3JIaTh YCIOBHS IS MOTPeOIeHnsT yciyru (MpeIoCcTaBIeHne CMEHHON
00yBU B OOJILHUIIEC WY MOJIOTEHIIA B OacceiHe ).

Ycayru, OpueHTUPOBAHHbIE HAa MECTO, 3aKJII0YAIOTCS B CO3[aHUM MJIS 11O-
TpeOuTeIst yCI0BUI 11l COBEPILIEHUS IOKYIKHU B JaHHOW TOProBoi Touke. [Tpu-
MEpBI:

— pa3BoO3Ka /10 MarasuHa. 9Ta pa3Bo3Ka He 00s13aTelIbHO I0JIXKHA OBbITh Oec-
IUTATHOM (XOTS TaKO¥ BapHaHT, pa3yMeeTcs, Hanboee NMPUBIEKATENbHBIN IS
noTpeduTesnen), Ho Il TOro, YTOObI BXOAUTH B KOMIUIEKC MapKETHHTA TPOJIaB-
11a, OHa 00s13aTENIbHO JJOJKHA ObITh UM OPTraHU30BaHa;

— aBTOMAPKOBKA JIJIsI HOKyNaTeJen;

— IocTaBKa MPUOOPETEHHOTO TOBapa JJO MECTOHAXOXK/ECHUS IOKYIaTels;

— WrpoBasi JleTcKasi KOMHATa (TO3BOJISFOIIAS] CEMEMHBIM TOKYIATEIISIM Jie-
JaTh MOKYIKH, HE OTBJIEKAsICh Ha AETEN).

Jlerko yoeuThCs B TOM, YTO 3TU YCIYTH HE MOBBIIIAIOT HEHHOCTh OCHOBHOM
yCIIyTHU TpoBaijiepa HanpsiMyIo (YCIOBHO TOBOPS — KAYeCTBO paGOThI MapHKMa-
Xepa He 3aBUCHT OT TOTO, €CTh JIN Y TAaPUKMaXePCKON MAapKOBKA JIJIsl KIIMEHTOB).
Onu noBeIIAIOT 3¢ (HEKTUBHOCTH IEpeMeHHOI «MecTo» KOMIUIeKca MapKeTHH-
ra U y>kKe 4epe3 Hee OIOCPEOBAHHO BEYT K MOBBIIIEHUIO [IEHHOCTA OCHOBHOU
YCIIYTH.

Ycnyru, HalpaBJI€HHbIE Ha LIEHY, JAlOT KIUEHTY BO3MOXHOCTh IIPOU3BECTU
OIUIaTy YCTAHOBJIEHHON MPOJABIOM IIeHbl. K TakuM yciiyraMm MOXKHO OTHECTHU
IIPEe/IOCTaBIIEHNE KPEeuTa Ha MOKYIKY, a TaKyKe BO3MOXHOCTb UCIOJIb30BaHUS
Pa3HOOOpPAa3HbBIX IIATEKHBIX HHCTPYMEHTOB (TUIACTUKOBBIX KAPT, 9JIEKTPOHHBIX
JICHET U T.]I.).

[TpumepoM ycayr, CBsI3aHHBIX € MIEPCOHAIOM, MOXKET ObITh KHOIKA BbI30BA
IpofiaBIia B MarasuHe (T.e. MPeJOCTaBICHUE B PACIOPSIKEHNE MOCETUTEIIEH CIie-
[IIATBHOTO 000PYOBaHMSI, TO3BOJISIIOIIETO 0O0ECIEUYHTh JOCTYII K IEPCOHAIY ).

Ycnyru, cBsi3aHHbIE C MPOJIBIZKEHUEM, COCTOSIT B TOM, YTO KOMMYHUKAIH-
OHHBIN KOMIUIEKC (pUPMBI JOMOTHSIETCS MPEJOCTABISIEMON KIIMEHTY BO3MOKHO-
CTBIO UCIIOJIB30BaTh CIIEUAIBHO CO3IaHHbINA pecypc. DTOT pecypc CIyKUT Kak
Ul IPOABIKEHUS], TaK U JJIsl YAOBJIETBOPEHUSI KAKUX-TMOO JIMYHBIX NOTPeEO-
HOCTEN KJIMEHTOB | JIJIsl MOBbIIIeHUsI NX kKoMmpopTa. Hanpumep, nonynspaas B
Cankrt-IleTepOypre ceTh pecTOpaHOB MTalbsHCKOU KyxHM Mama Roma npu-
MEHSIET CIEIYIONIYIO MOJIENb: [IOCETUTEIISIM BbIJJA€TCS HAKONMUTEIbHAS JUCKOHT-
Hasl KapTa, I0JIb30BaThCsl KOTOPOH MOXKHO HayaTh, TOJIBKO aKTUBUPOBAB €€ Ha
caiite pecropanHoil ceTu. [Ipu 3TOM aKTUBaInuUs HE MPOCTO MOAKIIOYAET MOTpe-
O6uTens K CTaHAAPTHOMY KOMMYHUKAIIMOHHOMY Habopy (MOJyuyeHNe CKUAKH B
pecTopaHe, HaUnCIIeHne GaJlioB, ONOBEIIeHNe 00 aKIUsIX | T. /I.), HO TaKXKe I10-
3BOJISIET N1OJIb30BaThCsl UHTEPHET-(POPYMOM pecTopaHa 1Jist OOIIEeHHUsI C APYTUMU
MOCETUTEJISIMUA. Y CIYTY AOCTya K MHTEPHET-(POPYMy Mbl paccMaTpUBaeM Kak
JOIOJHUTEIBHYIO IO OTHOIIEHUIO K IIPOJIBIXKEHNUIO 1 IO3BOJISIONIYIO IOTPEOH-
TEJIIO MOJIYYUTh JOIOJHUTEIBbHYIO [IEHHOCTh OT BO3/ICUCTBUS HA Ce0s1 KOMMYHU-
KallMOHHOTO KOMILJIEKca (PUPMBI.

B cniyuae yciyr, HanpaBJI€HHBIX Ha IOATBEPKAEHIE, MOXKHO TOBOPUTH O TOM,
YTO BO BPEMEHHOE NOJIb30BAHME KIIMEHTA IMPEJOCTABISIIOTCS MaTEpUAIbHbIE
00'bEKThI, IPU3BAHHBIE CPOPMUPOBATH y KIMEHTA OLIYLIEHUE «OCS3aEMOCTH»
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(B pu3muecKOM, 9yBCTBEHHOM CMBICIIE) OCHOBHOI YCITYTH ¥ IOBBICUTH KOM(OPT
npu ee notpebiieHnn. [IpuMepoM Takux yciayr MOXKeT ObITh MPeJOCTaBICHUE
TelleXXeK U KOP3WHOK TOKYMATENsIM B cyriepMapkeTe. Y 100CTBO 3TUX TeJeXkKeK
BE€CbMa Ba>XHO [JIsA KIUECHTOB (HaHpI/IMep, HaJIn4ue B TECJIECXKKE NJETCKOI'O CTy.HI)-
YUKa) U NO3UTHUBHO BIIUSIET HA BOCHPUSATHE MMH OCHOBHOMW YCIYTU Cylepmap-
KETa, CO3JIacT €€ «OUyTUMOCTh» (T. €. COCOOCTBYET MOTBEPXKICHUIO), a cama
BbIJlaya TeJIEKEK, OUEBUJTHO, SIBISIETCS YCITYTOM.

Ycayru, cBsi3aHHBIE C TIPOIECCaMU, IPECIEAYIOT TeIb YIPOCTUTD BBITIOJTHE-
HUE ITUX TPOILECCOB ISl NOTPEOUTES, CAENATh UX OoJiee TOHSITHBIMU M HATJISII-
HBIMH ¥ TEM CaMbIM c(hOPMHUPOBATh y KIMEHTOB MPEJCTABICHNE O BELICOKOM Ka-
YyecTBEe OpraHu3aliy MPeaoCTaBIeHUs] OCHOBHOM yciyru. [Ipumepsr:

— KOMIIaHUH, PEAOCTABIISIONINAE YCIAYTH JOCTaBKY, JAIOT CBOMM KIIMEHTaM
BO3MOKHOCTh OTCJIEKMBATh MPOXOXKJEHNE Ipy3a MPU MOMOIIU CHENUATBHOTO
CepBHCa Ha CBOMX calTax (yciayra MHTepHET-TPEKUHTa; paHee CKPBITBIN OT KIIU-
€HTa MPOIIECC CTAHOBUTCS JIJISI HETO SIBHBIM);

— 9JIEKTPOHHBIE 04Yepey (KOMIIAHUS MTPEJOCTABISIET B PACIOPSIKEHHIE KITH-
€HTOB crenuaabHoe 000pyIoBaHKe, U30aBISAIONIEE UX OT HEOOXOAUMOCTH CaMO-
CTOSITEJIbHO YCTAHABIIMBATH MOPSOK MOJYYEHUS! YCIYTH U TEM CaMbIM CBOJISI-
ee K MUHUMYMY BO3MOKHbBIE KOH(IIMKTHI MEXK/Y TIOTPEOUTEIISIMHT ),

— YCTPOWCTBA JJIsi CAMOCTOSITEJIbHOTO CKaHWPOBAHUS I[EHHNKOB B PO3HUY-
HBIX MarasuHax (IMO3BOJISIONINE TOKYIaTe M N30e3KaTh OUepe/n Ha Kacce).

ITpoGnema pa3HeceHus: JOMOJHUTEIBHBIX YCIYT MO Pa3IMYHbIM 3JIEMEHTaM
KOMIIJIEKCAa MapKETUHTAa COCTOUT B TOM, UTO 9THU YCIYTH 9aCTO TPAKTYIOTCS KaK
cocTaBHas yacTh nepemeHHon «IIponeccer», T. €. mpefnoaaraeTcs, YTo OHU pefi-
CTaBISIOT cOOOM YacTh MpoIiecca OKa3aHsl OCHOBHOM yciyru. B cBoto ouepens,
B I1a3aX NOTPEOUTEIs Mpoliecc 00Cay>KUBaHNs HEPA3pbIBHO CBSI3aH C OCHOBHOM
yCIIYTOM, T.€. B KOHEUHOM CUYeTe BCE JJOTOIHUTEIbHBIE YCIYTH BOCIPUHIMAIOT-
Csl UM KaK €€ KOMIIOHEHTBI. Takoi yKpyImHEeHHbII NOAXO/, 10 HAllleMy MHEHHUIO,
npoTtuBopednB. C OJHON CTOPOHBI, OH MPOIIE 1 YETKO CBS3BIBAET BCE JOTOIHU-
TeJbHBbIC YCIYTH MpOBaiiepa ¢ €ro OCHOBHOM YCIIYTOM, T. €. OPUEHTUPYET €ro
MapKETHHTOBYIO TOJUTUKY HA MOBBIIIEHNE KauecTBa, 3h(HEKTUBHOCTHA U KOH-
KYPEHTOCIIOCOOHOCTH OCHOBHOM yciayru. C Ipyroi CTOPOHBI, KaK MbI TTOJIaraem,
OH MCKakaeT MeXaHM3M (POPMHUPOBAHUSI MOTPEOUTEIBCKON IEHHOCTH TPU UC-
MOJIb30BAHUH JIOTIOJIHATEJLHBIX YCIyL M ecnm moTpebuTento He 00s3aTeIbHO
TOYHO OCO3HABaTh ITOT MEXaHM3M, TO NMPOBAEp YCIYTU NOJKEH JOCTOBEPHO
MPENICTaBIISITh, KAKIM 00pa3oM (hopMHpYyeTCsl IEHHOCTh NMPEIOCTABISIEMON UM
OCHOBHOM yCJIYyTU M KaK [OMOJIHUTEJbHbIE YCIYTU BIHUSIOT Ha €ro MpHBJIEKa-
TEJIBHOCTb JIJISI HOTPEOUTENSI.

OTMeTUM, YTO JONOJIHUTEJIBHBIE YCIYIH, Pa3yMEETCs, MOTYT ObITb U KOM-
MJIEKCHBIMH, T. €. TO3BOJISIIOIIAMU MOBBICUTH 3(P(PEeKTUBHOCTH HE OHOTO, a He-
CKOJIBKHUX 9JICMCHTOB KOMIIJICKCa MapKeTI/IHFa.

J{0OpOBOJIBHOCTD NPUHATHS PeLICHUs 0 NPHOOPEeTeHNH YCIyrH

TpeTbuM KpUTEpUEM MOXET CIYKHUTh CTENEHb JOOPOBOJIBLHOCTH NPUOOpE-
TeHUs ycayru (Kak OyfieT sICHO M3 NPHUBEJACHHBIX HIXKE PaCCY>KACHUI, aHaJO-
ruYHas KiaccuuKays MOXeT ObITh HCIOIb30BaHa 1 [yl ToBapoB). [Ipu Beeit
NapajoKCaJbHOCTH JJAHHOTO KpHUTEpHs (HESIBHO NpEAIojaraercsi, 4To yciyra
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npuoOpeTaeTcss UCKIYUTEIbHO MO COOCTBEHHON WHUIMATUBE M SKEIAHWIO
KJINEHTA) CTEeNEeHb JOOPOBOIBHOCTH MOKYIKHU YCIYT MOXET CYIIECTBEHHO pas-
nnyathesi. [lonnManne ke creneHn JOOPOBOIBHOCTH MPUHSITUS PEIISHUS O TO-
KYIIKe MOXET IO3BOJIUTh IpoBaijiepy pazpaboTaTs 3(ppeKTUBHYIO CTPATETHUIO
cObITA yCIYL.

ITo kpuTepuio TOGPOBOIBLHOCTU MOKHO BBIJIENIUTD:

® lHUIMaTUBHbBIE YCIAYTH — YCIYTH, KOTOPbIe MPUOOPETAIOTCS KIMEHTOM JI0-
O6poBOJILHO. OHU MPEACTABISIOT IIEHHOCTH JIJIsl MOTPeOuTEIsl caMu 1o ceOe 1 He
BIIUSIFOT HA BO3MOXHOCTD ITOJIyYEHUs! JOCTYIA K JPYTMM TOBapaM WIH ycayram.
3apava nmpoBanjiepa B JaHHOM Cllydae CTaHfgapTHA — IPOJEMOHCTPUPOBATH KIIH-
€HTaM BbICOKOE KaueCTBO yCIYI'H U €€ COOTBETCTBHE LIEHHOCTHBIM OXHUJAHUSIM
noTpeduTesnen.

e HaBsi3piBaeMble YCIYTH — YCIYTU, KOTOPble OTPEOUTENb BBIHYK/IEH NPU-
o0peTaTh, YTOOBI MOJTYYUTH IPABO MPUOOPECTH KAaKOU-IMOO TOBAP WIH YCIYTy
(TIpu 3TOM He 06513aTeNIBHO, UTO UX MPEIOCTABIISIET OIUH ¥ TOT K€ MPOBaKfep) —
Oy/ieM Ha3bIBaTh 3TOT TOBAP WJIN yCIyry nepBudHbIME. [TloTpebuTrens camocTost-
TEJILHO ! JOOPOBOJILHO PUHUMAET PEIIEHNE O MOKYIIKE TaHHOMU YCIYT' U UMEET
paBo He MPUOOPETATh €€ — OTHAKO B 3TOM CIIydae eMy MPUIeTCsl OTKa3aThCs U
OT TIOKYIIKM CBSI3aHHOTO C Hell Oyiara. HaBsi3piBaemasi yciyra MOXeT ObITh IO-
TpeOiieHa KIMEHTOM, a MOXKET ObITh TOJIBKO OIIaueHa (eciiu KIMeHT npuodpe-
TaeT ee JIMIIb Pajid JOCTyIa K IPYroii, 6ojiee IEHHOU YCIIyTe).

Hags3biBaeMble yCiIyru cieflyeT OTiIndaTh OT Habopa MHUIMATUBHBIX YCIIYL,
KOTOpbIE KIIMEHT TOKYIMaeT B KOMIUIEKCe, HAIPUMEDP, aBHalepeieT, TpaHcdep,
IIPOXXMBAHUE B TOCTUHUIIE U 3KCKYPCHOHHOE OOCIy>XXMBaHWE IpU IproOpeTe-
HUM TypryTeBKU. KimeHT coriaceH mpmoOpecTd BCe 3TH YCIYTH, TYpUCTHYE-
CKO€ areHTCTBO BCEro JIMIIb c)OPMUPOBAJIO U3 HUX YAO0OHBIN Habop. OnHaKko
eCIIi KJIMEHT He KellaeT MPUoOpeTaTh 3TOT HAaGOp MEJINKOM (CKasKeM, eCiii OH
OTKa3bIBaeTCs OT MOKYNKHU TpaHcgepa B CTpaHe Ha3HAUYEHUs!, IOCKOJIBKY €ro
TaM BCTPETST 3HAKOMBIE), a TypHUpMa OTKA3bIBAETCSI UCKIFOUUTH 3Ty YCIYTY
U3 CTOMMOCTH Habopa, TO TpaHC(ep CTAaHOBUTCS MJISI KJIMEHTa HaBsI3bIBAaEMOW
ycayroi. OTKa3aThbcs OT €€ MPUOOPETEHUSI OH MOXKET TOJBKO IIEHOH 0TKa3a OT
MOKYIKH BCEro Typa.

MexaHu3M «HaBSI3bIBAHUSI» YCIIYTU MOXKET ObITh KaK PbIHOYHBIM, TaK U afi-
MUHHUCTPATUBHBIM. B mepBoM cirydae HEOOXOIUMOCTh NPUOOPETEHNST HABSI3bI-
BAeMOH YyCIyru OOYCIIOBIMBAETCS KOMMEPUYECKOU IOJUTUKON IpojaBua. Bo
BTOPOM ClIy4ae peyb UIET O 3aKOHOJaTeILHOM TpeOOBaHNN MPHOOPECTH HaBSI-
3bIBAEMYIO YCIIYTY JIs TOJIYyYEHHs JOCTYyIA K IEPBUYHON YCIIyTe.

[Tpumepom ycnyru, HaBsI3bIBAEMOW aIMUHUCTPATHBHO, MOXKET OBITh TaKXkKe
oOydeHre B aBTOLIKOJIE /Ui MOJIYYEeHUs] BOAUTENbCKUX MpaB. Knuenrt 3aunre-
pEecoBaH B IOJyYEHUU TOCYCIIYTU BbIIa4M MPaB Ha BOXJEHUE aBTOMOOUIEM, a
IpoiTH 00y4YeHHe OH MOT Obl CAMOCTOSITEJIBHO Ha TpeHaXKepax WM HOJ PYKO-
BOJICTBOM OIBITHOTO BOJUTEJISI U3 YUCIIA CBOMX POJICTBEHHUKOB WIIH JIPYy3€l, Ofl-
HAKO 3TO 3aIpelieHo.

3apavya (upM, UCIOJIB3YIOIINUX HAaBA3bIBAEMbIE YCIYTH, COCTOUT B JIEMOH-
CTpaly UX [EHHOCTHU JIJIs MOTPeOuTENs U B YOEXKIEeHU! ero B TOM, UTO Oe3 Ha-
BS3bIBA€MOM YCIIYTU YIOOCTBO IOJIy4Y€HUs] HY>KHOU KJIMEHTY NIEPBUYHON YCIIyTU
OyneT cyiiecTBeHHO Hike. HaBsi3piBaemasi yciryra JOJKHa CTaTh B Ila3ax KiH-
€HTa Ba’KHbIM 2JIEMEHTOM IIEeHHOCTHU NlepBUYHOM ycayru. Llesns cTpaTeruu cobiTa
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TaKMX yCIYT — MUHIMH3UPOBATh €CTECTBEHHOE CONPOTUBIIEHUE KIIMEeHTa (PaKTy
HaBsI3bIBaHMS €MY ITOKYIIKH.

Ha nepBbIit B3TIISIj], TPOCTHIM W Y€CTHBIM IO OTHOIICHUIO K KIIMEHTY pellle-
HUEM MOT Obl cTaTh IepeBofi (PUPMOI CBOUX HABA3bIBAEMBIX YCIYI B MHUIMA-
THUBHBIE (T. €. IpeflocTaBlIeHNe KIIMEHTY BO3MOKHOCTH MPHOOPETATh IEPBUYHYIO
ycinyry 6e3 HOKYIIKH yCIIyTu HaBsi3biBaeMon ). OiHaKo mpoBaifiep He Bcerja Mo-
KET CAieslaTh 3TO M3-3a CHeIU(MUKH MpoIrecca OKa3aHus YCIYT, pUCKa MOTEePSITh
npuObLIb U T. 1. [TloaTOMY nepes HUM CTOUT 3ajiava cfiesiaTh Tak, YTOObI KIUEHT
BOCHPHHUMAJI HEOOXOAMMOCTh MPUOOPETEHNUS] HABSI3bIBAEMON YCIYTU Kak He-
YTO caMO cO00M pa3yMelollleecs 1 He CONPOTUBJISIICS aToMy. PazymeeTcs, peub
HE UJeT O IeJIeHANPAaBIEHHOM MaHUITYJINPOBAHNYU KIIMEHTOM — HY3KHO, KaK yXe
FOBOPUJIOCH BhIIIE, COOPMUPOBATH y MOTPEOUTENS NPEACTaBIECHUE O LIEHHOCTU
HaBSI3bIBAEMOU YCITYTH.

Kareropuuecku HeOMyCTUMO MCKYCCTBEHHO BBIUJIEHSITh U3 €IMHOTO CEp-
BHCHOTO TIPOJIYKTA Psiji HAaBSI3bIBAEMBIX YCIYT W MPOAABATh UX KIMEHTY IO OT-
JeTTbHOCTH C LEJbI0 MaKCHUMHU3alui NpUObUIN MpoBaifiepa (MHBIMU CIOBaMH,
HaBsI3bIBaeMasl yciayra JOJKHA ObITh CAMOCTOSITEJILHON U HE SIBIISITHCS HEOT b-
eMJIEMOH YacCThIO TIEPBUYHON ycayru). [IpuMepoM Takoi HeToGpOCOBECTHOCTHI
MOXKET CIY>KUTh MOJUTHKA OAaHKOB MPH PO3HMYHOM KPEAWTOBAHWH, KOTNA 3
npoaykTa «Kpenur» BbIIeNsI0OTCS HaBsi3bIBaeMble YCIIyTH «Bblgaya HalumyHbIX
[ICHEeT» 1 «3aUYNCIICHNE TIIaTeXXel B CUeT MOTaIIeHIs] KPeIuTa», 3a KOTOPhIE B3U-
MaeTcs OT/iesIbHas Iu1aTa. Takue HaBs3bIBaeMble YCIYTH YXyAUIAIOT MOJ0XKEHUE
KJIMEHTA (T. €. IMEIOT OTPUIATEIbHYIO IEHHOCTh) U MPEJCTABIISIIOT COO0M 3I10-
ynorpeOseHus 0aHKOB.

e OO0si3aTeNbHbIE YCIYIH — YCIYI'H, KOTOpPble MOTPEOUTENIO OKa3bIBAIOTCS
HE3aBUCHMO OT €ro XeJIaHUsl U KOTOphIe OH 00s13aH omnaTuTh. CyTh TaKoH yCiIy-
TH COCTOUT B TOM, UTO €€ IpoBalijiep NPUHYAUTEIHLHO BBITIOIHSIET T€ JeNUCTBUS,
KOTOpbIE KJIIMEHT HE TOXKeall WIA HE CMOT COBEPLIUTh caMOCTOSITeNbHO. [Tpu-
Mep: 3BaKyalusi aBTOMOOWIISI Ha MTPA(CTOSIHKY B ClIydae ee MapKOBKHU B HEMO-
JIOXEHHOM MecTe. Boiutens, OcTaBUBIINI MaIlIMHY, HE CMOT WK HE 3aXOTeJ UC-
KaTh Pa3pelIeHHOe MECTO JIJIsl TAPKOBKY, 1 MyHUIIUTIATbHBIE CITY3KObI, KOTOPHIM
Iopy4eHa 3BaKyalusl, Ciesiali 3TO 32 HEro, 0OKa3aB TEM CaMbIM YCIIYTY, XOTs U
BOIIPEKHM KeJIaHUIO0 BoauTels. OUeBUHO, YTO NMPEJOCTABIEHNE 00I3aTEIbHBIX
yCIIYI BO3MOKHO TOJIBKO IPHM HAJIMYUM 3aKOHOJATENbHO YCTAHOBJIEHHOIO all-
naparta MpUHYXKJEeHHUsl y IpoBaijiepa, uX oKasbiBawouiero. LleHHocTh Takux yc-
JYI BOCHPUHUMAETCS NOTPEOUTENSIMU KaK OTpUILlaTeNIbHasl, a CONPOTUBIICHUE
UX OKa3aHWIO YPE3BBIYANHO BHICOKO. [10 3TON mpuymHe WX OKa3aHHUE JOIKHO
IIPOMCXOIUTH C MAaKCUMAJIbHBIM COOJIIOJIEHUEM UHTEPECOB NTOTpeOuTENEeN, 1adbl
COKpATHTh OTPULATENbHBIN 3 PeKT. [lanee, onepaTopbl, OKa3bIBAIOIINE TaKNE
YCIIYTH, TOJXKHBI IMPOXOAUTH OO0sI3aTENIbHOE JIMIEH3UPOBaHKUE, a UX JesATelb-
HOCTb JIOJIKHA HaXOAUTHCS MOJ] CTPOTUM KOHTPOJIEM TOCYIapcTBa M OOIIIEeCTBa.
ITonbITKM K€ HENMIEH3MPOBAHHBIX OpraHU3alMil OKa3blBaTh TaKHe YCIyru
JIOIIKHBI JKECTKO MPEeCceKaThCsl.

BoiBoapI

MpbI nonaraem, 4To IpeiIosKeHHbIe HaMH KpUTepuu (SIBHBIM XapakTep yc-
JIYTH, IPUBSI3Ka K ONPEJEICHHON IEpEMEHHON CEPBUCHOTO KOMIIJIEKca MapKe-
TUHTA U HOOPOBOJIBHOCTH MPUOOPETEHNMS) SIBISIOTCS HE BHEIIHNUMH, a COAEp-
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’KaTeJIbHBIMHU, T. €. CBSI3aHHBIMH C ME€XaHU3MOM (pOpPMUPOBaHUS EHHOCTH MJIs
NOTPEOUTEIA.

IToHumaHue TOro, Kak COYETalOTCs B YCIIyre siBHAasl U HEsIBHAsI COCTaBIISIIO-
11asi, MO3BOJIMT MPOBANEpy JydUllle YUNTHIBATH OKHIAHUS CBOMX KIMEHTOB W
HapalluBaTh CBOIO KOHKYPEHTOCIIOCOOHOCTh IyTeM obecreuyeHusl Tpedyemo-
ro YpOBHS HESBHOM cocTapistolleil. Kpome Toro, mpoBaiiiep MOXeT MPUHSITh
peleHne o 1eaecoo0pa3HOCTH PeriaMeHTAluy HEesIBHOM COCTaBIIsTIoOIei (T.e.
TpaHcopManuy ee B SIBHYIO) C LEJIbIO MPEAOCTaBICHUS] TapaHTHl IEHHOCTH
CBOUM KJIMEHTaM.

Cps3b yCIIyr ¢ 3j71€eMEHTaMH MapKETUHI-MUKC JaeT IpOBaiiepy BO3MOXK-
HOCTb HCIOJIb30BaTh JOIMOJHUTEJbHbIE YCIYTU AU MOBBIIIEHUS 3((PEeKTUB-
HOCTU NEPEMEHHBIX KOMIUIEKCA MAapKETHHra U IIOHMMATh MEXaHU3M BIIUSHUS
PA3IINYHBIX TONOJHUTEIBHBIX YCIYyT Ha IIEHHOCTh OCHOBHOW YCIYI'H U Ha HpH-
BJIEKATEJIbHOCTD NpOBaijiepa AJis KIUEeHTOB.

Haxkowner, BeIsIBIICHHE CTETIEHN JOOPOBOIBHOCTH NPUHSITUS PEIICHUS O PH-
00peTeHUN yCIyTr! MO3BOJISIET NOBLICUTH 3(p(PEKTUBHOCTH COBITOBOI MOJIUTUKH
npoBaiiiepa (myTeM BbI60pa COOTBETCTBYIOIIETO MHCTPYMEHTAPHUS BO3JCHCTBHS
Ha KJIMEHTA) U 00ECIeYNTD 3alIUTy MHTEPECOB MOTPEOUTENEH.

Takske OTMETHM, UYTO B HACTOSIIIEE BPEMsI CYIIECTBYET TEHACHIUS K TTOBbI-
LIEHUIO NPO3PAYHOCTH B OTHOILLIEHUSIX MEXKAY NPOBaliilepOM U KIMEHTOM. DTa
TEHJICHIIUSI UMEET JBOHOE BoruoleHne. C OfHON CTOPOHBI, TpOBaMep HAUN-
HaeT NpujaraTh YCUINS 110 OOECIIEUEHUIO HESIBHOM COCTABJISIIOIIEH CBOEH YCIIy-
I'M WIK JJa’Ke perjJaMeHTUpoBath ee. C Jpyroil CTOpOHbI, ONlepaToOp NOKa3bIBAET
KJIMEHTaM IpOoLecc OKa3aHusl yCIyru (Hampumep, BO3MOXKHOCTh HHTEPHET-Tpe-
KWMHTa y TPAHCIIOPTHBIX KoMmaHui). [IpoBaiiiep TakuM o6pa3oM HapamyBaeT
CBOIO KOHKYPEHTOCIIOCOOHOCTb, & KITHUEHT MOJy4YaeT GOBIIYIO IEHHOCTb.
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