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COBPEMEHHbBIE MOAEJU YMNPABJIEHUA BNEYATIIEHUAMU KITUEHTOB

CraTbsa nocesilieHa npobnemMam cosgaHust adeKTUBHBIX MOZENe ynpaBrneHnsl BrevaTrieHUsIMI KITMEHTOB Kak KItoueBbIX dhak-
TOpOB, KOTOpble cnocobCTByOT pa3BuTUio BusHeca B cdepe, Npexae Bcero, ycnyr. [prBoanTCs 3BOMIOLMS MAPKETUHIOBbLIX NMOAXOA0B,
KOTOpble paccMaTpUBatOTCS C TOYKW 3PEHUSI OPUEHTALIMM Ha knneHTa. OnpeaeneHo, YTo SBMSETCS NPUOPUTETHLIM A1 KaXAO0ro Noaxo-
[a. BbinornHeH cpaBHUTENbHbINA aHaNM3 Modenen ynpasreHnst BeYaTneHNsiMU KIMEHTOB.
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MNeTtpuyenko M.A. CYSACHI MOAENI YNPABJIHHA BPAXXEHHAMMW KNIEHTIB

CratTs npucBsideHa npobnemMam CTBOPEHHS! eheKTUBHWUX MOAENEN YnpaBniHHS BPAXXEHHSMU KNIEHTIB SIK KMOYOBMX DaKTOpIB, siki
cnpusitoTb PO3BUTKY BisHecy B cdpepi, Hacamnepes, nocnyr. HaBoauTbCs eBOSIOLIS MapKETUHIOBMX NiAXOAiB, Ski pO3rnsiAatoTbes 3 TOUKM
30py opieHTaUii Ha knieHTa. BuaHayeHo, LWo € NPiopUTETHUM AN KOXHOTO Migxoay. BukoHaHo NopiBHANBHWIA aHania modenen ynpaeniH-

HS BPaXXEHHSIMW KIiEHTIB.
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Petrychenko P.A. CONTEMPORARY MODELS OF CUSTOMER EXPERIENCE MANAGEMENT

Article is devoted to the creation of effective management models impressions customers as the key factors that contribute to the
development of business in the area, especially services. We present the evolution of marketing approaches, which considered from
the perspective of customer orientation. Determined that a priority for each approach. A comparative analysis of management models

impressions customers.
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ITocranoBka npo6semsbl. COryIacCHO MHOTOUYNCJIEHHBIM
HCCJIeOBAHUAM OCHOBHBIM MIPEMIATCTBUEM [JIA JOCTUIKE-
HUA OU3HEC-Pe3yJIbTaTOB OOJIBIIMHCTBA TYPUCTUUECKUX
KOMIIaHUY sABJseTCA OTCYyTCTBUE 5(MGEKTUBHBIX MOIe-
Jieli ympaBJieHUs BIeUATJIEHUAMH KJIUEeHTOB. Komdoprt-
HOe B3aMMOJENCTBUE C TYPUCTHUYECKUMM KOMIIAHUAMH
dopMupyeT y KJIMEHTOB IO3UTHBHOE IIOBEJEHUE, T. €.
JKeJlaHWe OCTaBaThCA JIOAJIbHBIM, MIPOAOJIKATEH ITOKYIATh
ee TOBaphl U YCJIYTU U PEKOMEHIOBATH €€ 3HAKOMBIM.
IIyTrerecTBeHHUKY BCE UYallle CTAHOBUTCA CTOPOHHUKOM
ciorana: «Mwup mesuTcsa Ha TYPUCTOB U Te€X, KTO HA HUX
pa6oraer». AhHeKTUBHBIE PYKOBOAUTEJIU WCIOJIb3YIOT
COBpE€MeHHbIe TEeXHOJIOTHU [JI YJYYIleHUs BIedaTJie-
HUH KJWEHTOB W CUMUTAIOT MX KJOUEBBIMHU (haKTOpaMu,
KOTOpBIE CIIOCOOCTBYIOT Pa3BUTHUIO OU3HecA.

AHanmu3 mocHegHUX HCCIACTOBAHUN U ITyOJMKAIIMIA.
B macTosIiee BpeMs MOSBJISAETCS Bce OOJIbIlTe paboT yue-
HBIX U CIEIUAJINCTOB, H3YyUYAIOIIUX IIPOOJIEMBI MeHEe[-
JKMEHTa BIEYaTJIEHUN MPeNIpUATUN chepbl yCayr, yie-
JIAIOT BHUMAaHME TMOBBIIMIEHUIO IIEHHOCTH YCJIYT U TOBApOB
g kaveHTta. Cpequ HUX CJIeLyeT OTMETUTH PaspaboOTKU
JI. Taucku [1], @. Kornepa [2], K. IIpaxanana, B. Pamac-
Bamu [3-4], K. Bpormoca, . Pomxepca, B. IlImiara [5],
JI. Xancetikep [6] u gpyrux. Tak, JI. 'arcku cuuraer,
uTo J06asd KOMMepUeCKasl MesiTeJIbHOCTh ITOCTPOeHa Ha
miatdopme coBMecTHOI mearenbHocTu. K. Ilpaxaman u
B. PamacBamMu msyuanm mogxoabl K (hOpPMHPOBAHUIO CHU-
Tyamuu, B KOTOPOU IIOJIyYalOT OIBIT, IIO3BOJIAIONIEH (up-
Me TIPEeZoCTaBIATh MUJIJIMOHAM KJINEHTOB HA BBIOOD MHO-
"KEeCTBO PAa3JINYHBIX BUJOB BIIEYATJIEHUN OT COBMECTHOTO
cospanusa menHoctu. K. Bpomoc, B. IIImiaT mpeniosxuin
IEJIOCTHBINT MapKEeTWHTOBBIH TOAXOA: OT (YHKIIMOHAJb-
HBIX OCOOEHHOCTEIl 1 JOCTOMHCTB ToBapa — K auddepeH-
muaruu 6penga. @. Korsep pasBuBaeT maero UCIIOJIb30Ba-
HUSA KOMIAHUAMY KOHIIETIUIO BIIeYATJIEeHU KJINEHTOB.

IlocranoBka 3amaum. llesb craThbu 3akJouaeTcd B
BBISIBJIEHUY HOBOUM MapKeTUHTOBOM ITapaJurMbl — YIPaB-
JIEHUs BIEYATICHUAMHU KJIUEHTOB, CHCTEMATU3AIUU OC-
HOBHBIX MapKETMHIOBBIX IOAXOLOB U MOZeJIell yIpaBJe-
HUS BIIEYATJIEHUSIMU.

HN3n10KeHne OCHOBHOIO MAaTepHaJia HCCIeTOBAHMSA.
B 1990-x romax IMIpPOIILIOrO CTOJETUS PYKOBOIUTEN
MHOTUX TYPUCTHUUYECKUX KOMITAHUU OCO3HAJU, HACKOJIb-
KO Ba’sKHO AJIA HUX CMECTHUTH AaKIeHTHl U BHUMAHUE C
OPOJaXKM TIPOAYKTOB M YCJIAYr Ha KJIWEHTOB U PBHIHOK.
Takyio MapKeTHHTOBYIO KOHIIEIIIMIO YeTKO CHOpMYJIu-
poBan @ununu Kornep: «KiaoduomM K TOCTUIKEHUIO Op-
TaHU3aIMOHHBIX IIeJieil ABJSAEeTCs YCTaHOBJIEHUE MOTPes-
HOCTEeH W JKeJaHUU IIeJIEBBIX PBIHKOB M IIPENOCTABJIEHUE
uM KeJsiaeMoro s@eKTuBHee, UeM 3TO [AeJal0T KOHKY-
peHTHI» [2].

MosKHO BBIIEJUTH CJIENYIOIe COBPeMeHHbIe MapKe-
TUHTOBBIE TTOAXOAbI [7-8]:

1. ITogxon, cBA3AaHHBIN ¢ (DOPMUPOBAHUEM JIOAIBHO-
CTU KJHUEHTOB.

2. Ilogxon ¥ puddepeHIIHAIIIN TOBAPOB U YCJIYT.

3. ITogxon, cBA3AHHBIN C yIIPpABJI€HUEM BIleUATJICHU-
AMU KJIAEHTAa.

ITepBHIit U3 TOAXOIOB, IEeKJIAPUPYIOIIUNA OPUEHTAIIUIO
Ha KJWEHTa, Ha3bIBAeTCS <«YIOBJETBOPEHHOCTH KJIMEH-
ta» (Customer Satisfaction), xoropasa cmocobecTByeT 1m0-
SABJIEHUIO JosaabHOCTU. [[esb TaKOro mogxoma — AJOCTUYD
TAKOro pes3yJibTaTa, 4YTOObI IOKYIATeJb WJIU KJIUEHT
yIIIeJ M3 TOCTHUHHUIIBI, pecTopana, (GUPMbBI U T.HA. IIOJHO-
CTHIO YIOBJIETBOPEHHBIM. {151 MOCTUIKEHUS 9TOH Ilesiu
XapaKTEePUCTUKU MPOAYKTA MJIU KAueCTBO YCJIYT MOJIMK-
HBI COOTBETCTBOBATH OKUAAHUAM KJIUEHTA, T.€. IPUOPHU-
TEeTHBIM OKa3bIBaeTcA IPOAYKT, yCJyra, a He KJIUEHT.
OgHAKO COBEPIIIEHO He YUUTHIBAETCA TO, KAK UYBCTBYET
cebs MIOKyIIaTe b, UCIOJbB3ys IPUOOPETeHHBIN IPOAYKT,
KaKye accolMaluy WUJIU SMOIMU BBISHIBAIOT Yy HEro II0-
KyIKa WIM MpeajaraeMblii cepBuc. IIpu Takom moaxo-
Jle MOJeJIb YAOBJIETBOPEHHOCTU KJIMEHTA COCPENOTOUYEeHA,
mpeXkje Bcero, Ha (hyHKIIMOHAIHHOCTH IIPOAYKIINH, a He
Ha IepeKUBaHUAX IMOKYyIIaTessd.

ITogxon ¥ mudepeHIUaIy UCIOJIb3YeT MAPKETUHIO-
Byio ugeto mox HasBanmem CRM (Customer Relationship
Management) — ynpaBiieHUEe OTHOIIIEHUAMHU C KJINEHTaAMU,
TaKJKe IOKA3BbIBAIOIIYIO CBOI0 HAIIPABJIEHHOCTb HA KJIVEH-
ta. CyTh mogxoma coctoutr B ToM B ToM, uTo CRM cocpe-



Cepisi EKOHOMIYHI HaykK

IOTOUMBAaeTCA Ha MHMOPMAIIUY O IIOCTIEI0BATEIBHOCTU CO-
BepIIIEeHUA IOKYIIOK, KOTOPas BasKHA AJIA TYPUCTUIECKOTO
MPeINpPUATAA U oMoraer c)OpMUPOBATL MOJIEIb IIOBee-
HUS MOKyIaTesd. OTOT IIOAXOJ B OCHOBHOM CKOHIIEHTDH-
poBaH Ha (PYHKIIMOHAJBHBIX ITOTPEOHOCTAX KJueHTa. [Ilpu
TAKOM IIOAXOJle ITPOM3BOAUTCS IMPOCTA PETUCTPAIIUSA IaH-
HBIX, & IIPUOPUTETHBIM SABJISIOTCA MOTPEOHOCTU KJIMEHTA.

HoBrblit moaxon mexkJapupyeT cepbe3Hoe OTHOIIIe-
HUe K KJIWEeHTY, YUUTHIBAeT He TOJbKO (PYHKIIMOHAL-
HOCTBH IIPOAYKTA, HO W BCE TO, UTO HOOABJISAET I€HHOCTH
BO BpeMdA IPUHATHUA PEIIeHUs KJINEHTOM, IIPoIlecca Co-
BepIIeHus MOKYIKNA U HeIOCPe[CTBEHHO MCI0JIb30BAHUSA
MPUOOPETEHHOTO MIPOAYKTA WUJIU YCIAYTy. ITOT IIOAXO[
Ha3bIBAETCA «YyIIPABJIEHUE BIEUATIEHUAMU KJIUEHTa» —
CEM (Customer experience management). IIpuopurer-
HBIM [JIA JaHHOTO IMOAXOJa ABJAIOTCS MHEHUA U BIIe-
YaTJIeHUsA KJIUEeHTOB. IloTpeOuTenbCKUHA KpPaymCOPCUHT
U cOTBOPUECTBO (co-creation) — 9TO TEHOEHIIUU IIOCJIE[I-
HEero BpeMeHHU U OCHOBa HOBOTO moxxona [4].

TeopeTuuecKn KOHIEIMIINIO YIIPABJICHUSA BIleUaT-
ngeauamu kameuta (CEM - Customer Experience
Management niau CX — Customer Experience) oGocuo-
Banu K. IIpaxanan u B. PamacBamu [3-4]. OHu usyunan
MoAX0abl K (hOPMUPOBAHUIO CUTYAIINU, B KOTOPOIT TOJIY-
YaIOT OMBIT, CIIOCOOBI CO3MAHUSA CTPYKTYDPHI, ITO3BOJIAIO-
meit (upMe TpemoCTaBIATH KJWUEHTOB HA BBIOOP MHO-
JKeCTBO PA3JIMYHBIX BUIOB BIEUATJEHUH OT COBMECTHOTO
CO3JaHUs IMEHHOCTH. B UX TPyAax oTMeYayoch, UTO AJIs
(opMUpOBAaHUA HOBOI'O OIBITA HEOOXOJUMO CO3LaBaTh
cuTyanuu, obecreunBaiolire HaKOIJIeHe BlleYaTJIeHud
KJINEHTOB, PAa3INYAIOMINXCSI MOTPEOHOCTAMH U YCJIOBU-
AMU JKUB3HU, a TaKiKe o0ecIeuuTh PasHOOOpPAa3HBIE CIIO-
Cco0BbI B3aMMOJENCTBUS KJIMEHTOB € (PUPMOIi, BKJIOUAS
OTPeOUTEeIbCKIE COOOIIIECTRA.

BosbmInHECTBO MapKeTOJIOTOB OIIPENeNsaioT yIIpaB-
JleHre BIIEUATJIEHUSAMHU WA SMOIMOHAJIBHBIM OIIBITOM
KJANEHTOB KaK peakInio Ha KPUTHUKY, WHOOPMAIUIO,
PKaJIOOBI U IIPEAJIOKEHUSA II0 YJIYUIIEeHUIO BIeYaTIeHN,
MIPOM3BOAMMOTO TOBApaMy W YCJAYTraMu, MMOCTyIaroInas
HEIIOCPECTBEHHO OT KJIMWEHTOB. JII0AM TOTOBHI IJIATUTH
00JIbIIle 3a YHUKAJBLHBIE BIEUYATIEHUS, IEPEKUBAHUA U
9MOIMU. PYyKOBOAAIMWH HPUHIIUII COBPEMEHHBIX TYpPHU-
CTUUYECKUX KOMIIAHUI — He MPOCTO YAOBJIETBOPATH KJIU-
€HTOB, HO BOCXWUINATH uX. MEBICIM, YyBCTBA, HYMKIBl U
KJIMEHTCKUH OMBIT a00OHEHTOB JOJI’KHBI CTATh ApaiiBepoM
TYPUCTUUECKUX KOMIIAHUI.

B. IIMmuTT npuzep:xuBaeTca TaKOU TOUKU 3PEHU,
ytro CEM — 9T0 KOHIleNNusA KJINEHTOOPMEHTHUPOBAHHOTO
MeHeIKMeHTa, a He MapKeTHHTa, uAes YIOBJIETBOPEH-
HOCTH OT IIpoliecca, a He TOJbKO oT peayabrara [5]. Ilo
ero MHEHUI0, yIpaBJeHWe SMOIUAMHU KJINEHTOB IIpej-
CcTaBJIAET cO00I HOBYIO MapagurMy, HeMOHCTPUPYIOITYIO
pPaguKaJbHBINA [TepeioM B MAPKETUHIOBBIX U YIIPaBJIEH-
YeCKUX IOAXO0MJaX, MPeAJaramoIlyio aHAJIUTUUYECKUN u
TBOPYECKUI B3IJIAJ HAa MUDP MOTPEOUTENsA, CTpaTermde-
CKMe WHCTPYMEHTHI IJisI (DOPMUPOBAHUS ITOr0 MUPaA U
MeXaHU3MbI, KOTOpPbIe IIOMOTal0T KOMIIAHUAM YBEJU-
YUTH IIEHHOCTh AJIs CBOUX KJIMEHTOB.

@. Koruep B cBoeil kKHure «300 KJIIOYEBBIX BOIIPO-
COB MapKeTHHTa» IPUBOJUT MHOI'O IPUMEPOB TOTO, KaK
KOMIIAaHUY HCIOJb3YIOT BIleUaTaeHuA KaueHToB [2]. Ho-
6aBum erme oxus npumep. B 2014 r. B U6une orrpeuicsa
caMbIfi OOPOroii B MWUpPE PecTopaH, II0J Ha3BaHUEM
«Cublimotion». Y:xun B 3aBefleHUU 3aAyMaH KaK CIEK-
TakJgb. Bce 3akasaHHBIe GJI0Za IOAIIBIBAIOT K T'OCTAM
M0 BO3AYXY W OCTAHABJIMBAIOTCS TOUHO HaJ CEePeIuHOI
crosna. Ilomaua O6JIOK COIPOBOMKIAETCA apOMATUUYECKU-
MU KOMIIO3UIIUAMH, a OQUIIMAHTHI IepeogeBaiorca 20
pas 3a Beuep. IIpogosikaeTcsa TakoM racTPOHOMUYECKUIA
nepdomanc 2,5 gaca.

B macrosiiiee BpeMs CyIIleCTBYIOT MHOKECTBO MOIese
GopMUPOBAHUSA U YIIPABJIEHUS BIIEUATICHUAMU, KOTOPHIE
MOJUEePKUBAIOT POJIb 00PA3I[OB MOBEIEeHMs, MpearoJara-
IOT, YTO KOT/Ia CO3MAETCS CYKIEeHUA O IPYTUX JIOAAX, TO
GUKCUPYIOTCA NPUMEPhl UX IOBEAEHUs, a CYKIEHUA U
BIT€UATJIEHUS OCHOBBIBAIOTCSA Ha HUX. XapaKTep BIeYar-
JIEHUS MOYKeT MEHSTbCH, €CJIM HaKaIlJIUBaeTCs O00JIbIIe
uHoOpMaIMKU O KJueHTe. IlepBoe BrieuaT/ieHHEe CKJIaIbI-
BaeTcs IIePBOHAYAJIbHO HA OCHOBE KOHKPETHBIX 00pasI[oB
HOBeIeHNs; IMO03:Ke, KOTJa HAKAIJIMBAETCA OIBIT O0IIe-
HUA ¢ KJIUEHTOM, TO BIIeUATJI€HUE COCTOUT yiKe OOJIbIIe
YaCThIO M3 MEHTAJbHBIX a0CTPaKIlNii, MOJYUYeHHBIX B pe-
3yJabTaTe HaOJIIOMEHUs 3a ero MmoBeJeHneM.

B KauecTBe MHHOBAIIMOHHBIX ITOAXOIOB K OOCIIYKU-
Baunuio KiauentoB O.E. Huxouosa u JI.3. AnuakbepoBa
mpeJJiaraloT Takue Mojesu, Kak [9]:

1. O6paboTKu xajob.

2. BoccraHOBIeHUSA CepBHUCA.

Mopgenb «00paboTKM Kajmo0» IpenycMaTpUBaeT, 4To
IpU IOCTYILJIEHUU OIpeAesIeHHOM »KajJo0bl IpobiieMa
KJWEHTa pellaeTcsi, HO W3 JTOTO Ipollecca He WU3BJIe-
KaeTcs HUKAKOTO ypPOKa, B pe3yjbTaTe Uero Takue Ke
npobseMbl IOABJSAIOTCS CHOBA M CHOBa. Mopesb «Boc-
CTAHOBJIEHUS CEPBUCA» XapaKTepHAa AJs KJINEHTOOPUEH-
TUPOBAHHBIX OPraHMU3AIlWil, B paMKaX KOTOPOH 3BOHOK
KJNEHTA SIBJISAETCS IIOBOJOM IIOBBICUTH €ro YIOBJIETBO-
PEHHOCTDH, a TaKiKe MPUBHECTH M3MEHEHUs B IIPOILECCHI
KOMITAaHUU, YTOOBI U30€eKaTh IIOBTOPEHUA CUTYAI[UHU.

B. IIMmuaT npesioKuil Mojgeab yIIpaBIeHUs BIedaT-
JIEHUSAMU KJIMEHTOB, BKJIOYAIOIIYIO 5 I1aroB:

— aHaJIn3 YMOI[MOHAJIHLHOI'0 MUPa KJINEHTAa;

— IIOCTPOEHUE SMIIUPUUECKON MIaThOPMBbI;

— (hopMUpOBaHUE BIEUYATJEHUH OT OpeHaa;

— paspaboTka mHTepdeiica KINEeHTOB;

— IIOCTOSTHHBbIE MHHOBAIIUU.

Ha mam B3ryian, mpuMeHeHUWe MOAENMW YIPaBJIEHUS
BIEYATJIEHUAMU KJINEHTOB, npeaaxenHon B. lllmurrom,
MOKEeT IIOMOUYb IIPH PEIIeHUM CAMbBIX Pa3HBIX MpobJem
TYPUCTUUYECKUX KOMIIAHUI, KaK CBA3AHHBIX C KJAMEHTAa-
MW, TaK W, Ha IIEPBBII B3IJIAL, He HUMEIONUX C HUMU
HHUUYEero o0IIero.

Apannruxku kKommnamuu Forrester Research, Inc.,
IPOBOAUBIINE OIIPOC 25-T KPymHeNmuX (GUpM, BKJIIO-
uyassi Microsoft, Royal Bank of Canada, Umpqua Bank,
United Airlines, Wells Fargo mo mpob6iemam yIpasJe-
HUAS OIBITOM KJHMEHTOB. paspaboranu momeab nudde-
peunuanuu, ocHoBaHHOM Ha ombiTe (Experience-Based
Differentiation — EBD) [10]. Mogmenb omnuckiBaeT 5
YPOBHEHN PasBUTUS KOMIIAHUM B IIPOIlecce YIIPaBJICHUS
OITBITOM CBOWX KJIMEHTOB:

1 — OIBIT KJMEHTOB SABJSAETCS BAXKHBIM JJIS KOMIIA-
HAU, HO PYKOBOACTBO KOMIIAHWU BBIJEJISET He3HAUU-
TeJbHbIe WHBECTUIIUY AJIsI YIIPABIEHUS UM;

2 — ONBIT KJIWEHTOB IIPU3HAETCSA OUYEeHb BAXKHBIM U
paspabaThIBAIOTCS COOTBETCTBYIOI[ME IIPOrPAMMBI €ro
HAKOILIEHUS;

3 — ONIBIT KJUEHTOB SABJIAETCS KPUTUYECKU 3HAUU-
MBIM, U MeHeIKephbl aKTUBHO 3aHUMAIOTCA IIPeodpaso-
BaHMEM KOMIIAHUU;

4 — ONBIT KJINEHTOB ABJISAETCS KJIOUEBBIM MOMEHTOM
cTpaTeruu KOMIIaHWUU;

5 — OIBIT KJIVEHTOB SBJISAETCA OCHOBOU eATEJbHOCTHU
U HEOThEeMJIEeMbIM 3JIEMEHTOM OPraHM3aIluyi B3aUMOOT-
HOIIIEHUIT KOMITaHUU co cBouMu Kjauentamu [10].

s Toro, 4TOOBI BIEUYATIEHUS KJNEHTa MPUHOCUIN
¢dupmMe SKOHOMUYECKHH pes3yJbTaT, M0 MHeHUI0 JIuHH
Xanceiikep (Lynn Hunsaker), nmpu cosganunm momenu He-
00X0MMO YyUYUTHIBaTh caexpyioiee [10]:

1. Tak Kak DOXOAbl MPEeAIPUATUA (POPMUPYIOTCI OT
KJIMEHTOB, TO HEOOXOAUMO YUYUTHLIBATH MHEHUE KJINEHTA,
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KakK OJUH U3 IEePBBIX OJOKOB MOJEJNU YIPAaBJIEHUS BIIe-
YaTJIEHUAMU KJINEHTOB, KOTOPBI MOYKHO HAa3BaTh «I'0JIOC
I MHeHue KjueHTa». COBpeMeHHBIN KJIMEHT BOCIIPU-
HUMaeT CBOWCTBAa U IIPEUMMYIIECTBA, KAUECTBO IIPOAYK-
Ta ¥ IIOSUTHUBHBIN UMUK NPESUPUATUA KaK JOJKHOE.
Yero oH MefICTBUTENIBHO OXKUIAET, TAK HTO TOTO, UTOOBI
yCyru, KOMMYHUKAIIUU U TIPEAIPUATAA BOJHOBAIU €T0
YyBCTBA, Tporajgu Aymry. KimeHT oKupaeT TaKUX IIPO-
IYKTOB, KOTOPbIe XapaKTepru30BaIu Obl ero MTO3UTUBHO U
«BIUCBIBAJINACH» B €r0 CTUJIb KU3HU. CIIOCOOHOCTD IIPe/I-
IPUATHUSA BHI3BATH B UYEJIOBEKE JKeJlaeMble BIIeYATIIEHUA
OIpeiesiATh ee yciexX Ha I100aJbHOM PBIHKE.

2. COop u MHTepIpeTanusa JaHHBIX CTAHOBUTCA IIEH-
HBIM DPECYpPCOM, U €CJIM KOJIMYECTBEHHO OI€HUTH 3HAUe-
HUe 9TUX OTHOIIEHWH, TO KOMIAHWS OyJeT OCHAIIeHO
HeoOXOOUMBIMY 3HAHUAMHU U MOTHBAIUel, YTOOBI OTpe-
TyJIVPOBATh IOBEJEHUE C KJIMEHTAMU [IJIf NOCTHUIKEHUA
ycuexa. ITosToMmy BTOPOiT GJIOK MOEJHM MOYKHO HA3BaTb
«MHTEJIJIEKT KJINEHTOB U UX JKU3HEHHBIH IMUKJI». ccie-
IOBAHUSA MOKA3aJM, YTO OJHA M3 CAMBIX OOJIBIIUX IIPO-
6sieM, KoTopasi 6/im3Ka OOJIBIIMHCTBY KJIHEHTOB, — 9TO
OTPeOHOCTh B CAMOBBIPAYKEHUU, CAMOYTBEPIKIEHUU, TO
eCTh Ka’KABbIH XoueT OBITH 3HAUMMBIM. Ilpu co3gaHuu
OpEeH/IOB cerofHs KpaliHe HeoO0OXOAWMO YUYUTHIBATDH JKe-
JIaHUe TIOTPebuTeseil BEIpa3uUTh CBOM 9MOIIMM, OBITH 3HA-
YMMBIMHU B IJIa3axX APYrUX. BpeH[ MPOM3BOAUT HA OKPY-
JKAOIUX CUJIbHOE BIeUaT/ieHHe, OH BbIBBLIBAET Yy HUX
9MOIIMU, IOKYyIaTeJb INOTPebseT OpeH[, IIOKasbIBas
OKPYIKAIOIIUM, UTO pas3feseT Te dMOIMU U BIIedaTJie-
HUsSA, KOTOphIEe mepemaeT 9TOT Opeuj. VHbIMU cioBaMu,
Heo0X0QUMO CO3JaBaTh OpPEHIBI, KOTOPHIE CTAHOBATCA
yacTeio livestyle moTpebureseit 1 moMoramT UM CaMOYT-
BEPAUTHCA B IJiadax APYyrux. [IprBep:KeHHOCTh W TBOP-
YEeCTBO KJIMEHTOB IIO3BOJIUT KOMIAHUU PEeaIn30BaTh MH-
HOBAIINU [JIS JOCTUKEHUS KOJIIEKTHUBHOI'O yCIieXa, UTO
mMO3BOIUT chOPMHUPOBATEH OJIOK «yCOBEPIIIEHCTBOBAHUE U
VHHOBAIIUMT» .

3. llna coxpaHeHUA GJIATOIOJNIYYUS KOMIIAHUU HeoO-
XOJUMO YUUTHIBATH MOTPEOHOCTU KJIUEHTOB U MIPOBOIUTH
CBOEBPEMEHHbIe U3MEHEHUA B HY)KHOM MeCTe B HYKHOE
BpeMs, UTOOBI MIPENOCTABUTh IJIS HUX JIYUITHE BO3SMOIK-
HOCTH. ITOT GJIOK Ha3bIBAeTCA «KJIMEHTOOPUEHTUPOBAH-
HOCTB».

4. IlesecooOpasHO COCPEJOTOUUTHCS Ha CO3TAHUU
COOTBETCTBYIOIIINX KOMAaH[A B KOMIAHUU W aKTUBHO KO-
OPAWHUPOBATHL WX Pa0OTy [JIA MOCTMIKEHUA JIYUIIUX
pe3yabTaToB. 9TO cdopMupyer OJIOK IIOJA Ha3BaHUEM
«BHYTPEHHUMN OPEHIUHT» .

5. Heobxommmo BHeApATH (uaocoduio, UYTO BCS
KOMIIAHUSA — 5TO eAUHCTBEHHBIA «OTHEJ MAPKETUHIA».
He pasgenss paGOTHUKOB Ha «MapKETOJIOTOB» U «He-
MapKeTOJIOTUB», HAJZO B TO Ke BPeMd AyMaTh O TaKUX
BelllaX, KaK IJI00ajJbHOE eIUHCTBO U HEIEeJIUMOCTh KOM-
nanuu. OpraHmsanusa B wupeae IOOJKHA [IeifiCTBOBATH
KaK eIWHBI OpraHmsM, He TOJbKO OOJIBIIION «eIUHBIN
oTHeJl MapKeTHWHIa», HO U «(PUHAHCOBBIM OTHEN» WU
«OTHeJ KOHTPOJS KauecTBa» W T.A. Kcau COTPYAHUK
BBINIOJIHAET TOJBKO CBOUM HEIOCDPEACTBEHHBIE O0O0A3aH-
HOCTHU, OH yiKe He SIBJSEeTCA KOHKYPEHTOCIIOCOOHBIM B
IITPOKOM CMBICJIe 3TOTO ciaoBa. KoMuauHus HoJKHA BHE-
ApUTH (huiocoduro, YTO OHA — €JUHCTBEHHAad, KOTopasd
yMeeT co3gaBaTh BIeUaTJieHue, CJIeIUThL 3a 3aTpaTaMu
UM KauyecTBOM MPOoAyKImu. ToJabKO Torga GpeHp OymeT
He IPOCTO OOBEKTOM, 3aHHMAIOIee OIIPeJeIEHHOEe Me-
CTO Ha IOJIKe KOMIIaHWU. BpeHn MO/IKeH 3aHATH MECTO
B MoO3rax IOTpeduTeseil, KOTOpble OYAYT C TOPIAOCTHIO
TOBODPUTH, YTO OHU 3AILJIATUJIN 34 3TOT TOBAP WUJIU YCJIIY-
ry HemaJjble AeHbIu. [lJig aTOro OpeH[ IOJIXKeH He IIPOo-
CTO TPEeACTaBJIATH ToBap. OH MOJI'KeH YAUBJIATH U IOpa-
JKaTh, KOHEYHO, ITOSUTUBHO.

6. HeoOxogumo mpoayMaTh MOJUTUKY KOMMYHHUKA-
Ui, YTOOLI OIIOBECTUTH 3AaMHTEPECOBAHHBLIE CTOPOHBI O
BOBMOJKHOCTAX KOMIIAHUM U O Te€X TOBapaxX M yCJIyrax,
KOTOpPBIE HAMEPEHBI IIPEeIOCTABUTh KJINEHTaM. JTOT 0JIOK
Ha3bIBaeTCA «OPEHIUHT».

ViMenHO TakKas TIOCJIEIOBATEJIbHOCTL MHEHCTBUII B
MOJEeJId TO3BOJUT TYPUCTUYECKON KOMIIAHUU IOCTUUD
YCTOMUYMBOrO IIOJIO}KEHUS Ha DHIHKE U 3aBOEBaThb JIO-
AJBHOCTH KJANeHTOB. CieyerT MOAUYEPKHYTh TaKiKe, UTO
yCTOMYMBEIE Pe3yJIbTAThl MOMKHO OYKUAATH IPU IIepMa-
HEHTHOM WCIIOJIb30BaHUU MOJesu. Kpome TOro, momsIT-
KU UTHOPWPOBATH JII000HM 13 GJIOKOB MOKET IIPUBECTH
K Hed(p(PeKTHBHOMY HCIIOJIB30BAHUIO PECypCOB, HeJOBe-
PUI0 KJNEHTOB, HEONTHUMAJbHON pPeHTa0eJbHOCTH U, B
JIy4IlIeM cJIydyae, KPaTKOBPEMEHHOMY POCTY BBIDYUKH.

Takum oOpasom, IJid MOJYUEHUSA YIOBJIETBOPUTEIb-
HBIX OuW3Hec-pe3yJbTaTOB HeEOOXOAMMO paspaboTarhb
crpareruio CEM ¢ ocHOBHbIMU GJIOKaMuU:

1. T'onoc KIMEHTOB.

2. PasBenka KJIWEHTOB U OIpe[esieHNe 3HAUEHUS
JKU3HEHHOTO IIUKJIA KJINEHTOB.

3. YayuiieHue oOCITy;KUBaHUA KJIUEHTOB ¥ MHHOBA-
.

4. KineHT-0preHTUPOBaHHASA JOPOKHASA KapTa.

5. BHyTpeHHUI GpeHAVHT.

6. BHerrnuit OpeHIUHT.

Ilepeunciennbie 6 (GaKTOPOB ycliexa MMEIOT CYIIe-
CTBEHHBIE CBA3U C (DUHAHCOBBIMU PE3yJbTAaTAMMU U OIIBI-
TOM ympaBiieHHs KJimeHTaMu. OHH IpeJIoJiararwT ciie-
oyroIee:

1. OcyIecTBIATh KOOPAUHALIAA MEXKAY PYKOBOIUTE-
JIAMU pa3IuYHBIX ypoBHeit CEM.

2. ¥Yayumats CEM Kak meTepMUHAHTY KOPIIOPATUB-
HOI CTpaTeruu.

3. 3HaKOMUTH BceM PabOTHUKAM ¢ mH(popManuei mo
CEM.

4. PaccunraTh 3HaUe€HUE KU3HEHHOTO ITMKJA KJINEH-
TOB.

5. IToompare mexdyurinonaabnoe CEM coTpyauu-
YEeCTBO.

JI. Tancku mpemosxuaa mesh-momens, To ecTh ceTh,
yIpaBAAIAd TPAH3aKIUAMUA COBMECTHOTO II0JIb30-
BaHUA, KOTOpasd II03BOJIAET PACIIMPUTL BO3MOKHOCTH
pocTa IO CpPaBHEHUIO C TeMU KOMIIAHUSIMU, KOTOPBIE
IPOJAIOT IPOMBBOAUMBIN MPOAYKT OAWH pPas OLHOMY
nmokymnarenaoo. BiarozapAa IpUMeHEHUIO IEePEeJOBHIX WH-
(opMaIOHHBIX CHUCTEM MEII-MOJeJb IT03BOJIsIeT (ojee
9(h(HeKTUBHO MCIOJIb30BaTh U (PU3UUECKUe aKTUBBI. Vc-
OJIb30BaHUE TAKOIl MOAEJU IOJOKUTEIHLHO OTPAYKAETCS
Ha npubbLiax. [loTpebuTenn MOKMHAIOT IJIOABI B BUIE
3aMeTHOT0 YJYUIIeHUs cepBuca, 0ojiee IITUPOKOTO BbI-
6opa IPOAYKTOB U YCJIYT U 00Jiee HUBKUX M3aepKeK [1].

YV mesh-xomnauuii Me0TCA Bce HEOOXOAUMBIE CPEJ-
CTBa [IJI TOTO, YTOOBI 00ECIIeYNTh BHICOKUM YPOBEHb WH-
OUBUOYAJBHOTO OOCHY;KUBaHUA y4acTHUKY mesh-ceru.
Ecau KimeHT HauMHAaeT MOJIb30BaThbCA ycayramu mesh-
KOMIIaHWUM, TO OH MPEeIOCTaBIAET MHMOPMAIIUIO O CBOUX
TOTPEOHOCTAX, OKUJAHUAX U JKEeJaHUAX W TAKYIO JKe
nH(GOPMAIIUIO 0 HEKOTOPBIX CBOUX APY3bAX M KOJIJIErax.
Mesh-KoMIaHUM WMCMOJB3YIOT OTH CBEJIEHUS [JS TOTO,
4yTo0bl O0ecHmeunBaTh JUYHBIE TPAH3AKIIUU, IIOPOIKIAT0-
e «4yBCTBO Ji06BU». OCHOBBIBAsSCH HA OTH NAHHBIX,
mesh-KoMmaHuu MOTyT (GOPMHPOBATE MUKPOOODPA3IIHI
OPEeJIOKeHUN [JIA OTAEJNbHBIX KJINEHTOB WU MEJIKUX
CerMEHTOB, KOTOpPbI€ IPAKTUYECKU He O0CIyKMBAIOTCS
apyrumu Komnauusmu. Ciaegyer oTMETUTb, UTO B YCJIO-
BUAX YCUJIUBAIOIIENCA KOHKYPEHIIUN OKUTAHUA KIUEH-
TOB PacTyT OBICTPBIMU TeMmnamMu. Ta mHGOpMAIUA, KO-
TOPYIO KJIMEHT MOKET MIPefoCTaBUTh mesh-KoMImaHuum, a
TaK’Ke ee CIIOCOOHOCTH BCTYHIATh B TAPTHEPCTBA C APYTHU-
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My pupMaMU IAIOT JIydlllee MOHUMAHUE TOTO, KTO SBJIA-
ercAd KJINEHTOM U YTO eMy HeoOXOJMMO.

Takum oOpasom, ycmemHas peanusanusa mesh-
MOJIEJI COCTOUT B TOM, UTO KJIMEHTHI 3HAIOT, YTO KOM-
MaHusa BHUMAaTEJNbHA K HUM U KaiKJoe B3auMOjelicTBUE
IIPEIOCTABISAET UM OUEPeJHOU IIaHC MOJYYUTH BEJIUKO-
JIETIHBIN CEePBUC U YKPemuTh goBepue K ¢dupme. Kinen-
TBhI, KOTOPBIE ITOJIATAIOTCS Ha YCJAYI'd KOMIAHUU, TOJIK-
HBI BHATh IVIABHOE — TO, UYTO KOMIIAHUSA BBIIIOJHUT CBOE
obemjanme. IlepBbIii, MUHUMAJbHBIN yPOBEHDL [AOBEPUS
CTPOUTCA HA HAJEeKHOCTH U YIOBJIETBOPEHUU OKUAA-
HUI, KaK ABHBIX, OCHOBAHHBIX Ha 0053aTEJIbCTBAX KOM-
MaHuM, TAK U CKPBITHIX.

Ins MHOrMX KJIHWEHTOB co3faHme aTMoc(epbl [I0-
Bepus HAUYMHAEeTCs C IepPBOTO ImpobHoro Imara. MHorzma
mpeaaokenne mesh-KoMIaHuil ABIAETCS YeM-TO He3Ha-
KOMBIM ¥ HEIPUBBIYHBIM. UTOOBI IIPEO0JIETh IOTEHIH-
aJIbHOEe HEePACIIOJIOKEeHNEe MU HerOTOBHOCTH KJIMEHTOB K
HOBOMY, KOMIIAHUU MOTYT IIPEIJIOKUTH IIPUBJIEKATEb-
HbIe BAPpUAHTHI TECTUPOBAHUS, YTO MOYKET CTATh II€PBLIM
1IaromM K 3aBOEBAHUIO HOBOTO KJueHTa. K mpumepy, ae-
rycranus HOBBIX IPOAYKTOB B MarasmHax, IPOBOIUTCS
C OIHOM IeJibI0 — yOeauTh CKenTuKOB. Hamo yuuTsiBaTh,
YTO KJIWEHTHI IOMPOOGYIOT BOCIOJIb30BATHCA YCAYTraMu
mesh-KoMmanuu TorAa, Korma uMm OymeT ymoOHO, a He B
YCJIOBUAX CPOYHOII HEOOXOJMMOCTH.

Crapass cTpaTerus, KOrja KOMIIAHWUHW TIATEJIbHO
MPOAYMBIBAJI CBOW OpPEHALI U IPEIJIOKEHUS U 3aTeM
BBIBOJMJIM WX Ha PBIHOK, OoJjbIlie He paboraer. [[oBe-
pue uMMeeT COIMAJbHYIO MPUPOLY, STO [AejaeT Ji06oii
OM3HEC COIMAJIBHBIM, II09TOMY mesh-KOMIIaHWU THUIEp-
conuagbHbl. Eci B OCHOBe Ou3Heca JIeXKUT COBMECTHOE
MOJIb30BaHMe, KOMIIAHUA JOJIKHA OBITh BHUMATEJbHA K
PasBUBAOIIUMCA IIOTPEOHOCTAM ¥ MPEAIIOUTEHUSIM OT-
IeJNbHBIX KJaueHTOB. [[ajKe mocje TOro, Kak JoBepue 3a-
BOEBaHO, mesh-KOMIaHUU TPU KayKIOM IIOCJIEIYIOIeM
B3aMMO/IeHICTBUHU JOJIMKHBI 3aBO€BBIBATD U IIOIIePIKUBATH
JIOSAJIBHOCTDh KJMeHTOB. Mesh-KoMIaHuu mOJKHBI cOOU-
paTh JaHHbIEe U3 BCEX JOCTYMHBIX MCTOUYHUKOB, HEOOXO-
IUMO, UTOOBI UX COTPYAHUKHU JepiKaju PYKY Ha IIyJabce
PBIHKA U ONEPAaTUBHO BBIABJANU JIIOObIe BO3MOMKHOCTU
UL TOTO, YTOOBI TIpejjiaraeMble UMY OPeH 1 IPOAYKTHI
0CTaBaJINCh aKTYyaJbHBIMU W BOCXUIAIUN KJIueHTOB. Ta-
KMe KOMIAHUU CO3Mal0T IIPOYHbIE CETU NOBEpPUA.

Cienyer yuecTh, UTO oOpaTHAas CBA3hL U pPeaJbHBIE
BIIEUATJICHUS ¥ WCTOPUM W3 KU3HU KJIUEHTOB OUYEHb
y0eiuTebHBI U PACIPOCTPAHAIOTCS HAJEKO U OBICTPO.
Onu ropaszgo sahdeKTHuBHEe, YUeM pacIpocTpaHsIeMble pe-
KJIAMHBIE CJIOTaHbl U JeHCTBUA KaMIAHUU II0 CBABAM C
00IIeCTBEHHOCTHIO. B ceromuAIIHeM MUPE TO, UTO JIIOAU
roBopAT 0 Gupme, ee IPOAYKTAX M ycCJIyrax, B IepMa-
HEHTHOM pelKHuMe IlepeolleHuBaoT OpeHn. HWMHTErpupo-
BaHHBIE PEIIeHUs ITO3BOJIAIOT ONITUMU3UPOBATH 3aTPATHI
Ha PYTUHHBIE AEUCTBUSA U IePeHaIpaBUTh OCBOOOAMB-
mirecs pecypchbl B MHHOBAIIMY U TeHepalliio HOBBIX WH-
TepPeCHBbIX HMAeH IO B3aMMOAEWCTBUIO C IIOTpPedUTeseM,
YTO, B CBOIO OYepedb, IMOSUTUBHO BJIUAET Ha (PUHAHCO-
Bble ITOKAas3aTeju, JOAJIbHOCTb U MPUOBIIb.

IIpu popMupoBaHUU MOJeU YIIPABJICHUS BIleUaTJie-
HUSAMHU KJIUEHTOB HEOOXOJAMWMO YUUTHIBATH TaKUe IeJu,
KakK yaepsKaHUe KJINEeHTOB, (DOPMUPOBAHUE UX JIOSAJIbHO-
CTH, IOBBINIEHNE KauecTBa 00cayKuBaHUA u quddepeH-
nuanusa B OOCHY:KMBAHUSA KJINEHTOB. PaccMoTpuM mpu-
poxy stux IeJsei [11].

VYioep:xanue mnorpedureneidr  (IPOIOIKUTEIHLHOCTH
OTHOIIEHU) U JOAJBHOCTH (IOJiA OIOAKeTa, PEKOMEH-
mamuu) SBJISIOTCS pe3yJabTaTaMH, KOTOpPble He MOTYT
BOSHUKATH 0€3 COOTBETCTBYIOIIVX MapKETUHIOBBIX JIeii-
CTBUIi, KPOMEe KaK C KPATKOCPOYHBIMU BCILJIECKAMU.

Xopolirero o6cayKUBaHUA Jierde JOOUThCS, €CJIU IPO-

meaypa ycTpaHeHWs HeIOCTATKOB BHEIIHE W BHYTPEHHE
OblIa OBl YCOBEPIIIEHCTBOBAHA, IO3BOJIAA COTPYIHUKAM
IepBOM JIMHUU COCPEIOTOUNTHCA HAa BO3MOYKHOCTHU H00a-
BUTH CTOMMOCTh, & HE PEIeHUI0 BO3HUKIINUX TEKYIIUX
mpobJiieM.

OuddepeHnuanus Ipu O0OCIYKUBAHUU KJINEHTOB
Obliia OBl peaJyibHOM, ecau OBl ObLIa paspaboTaHa MeTO-
IOJIOTUA yJeTa MHEHUU KJIUEHTOB C IIeJbI0 IPOBEJEHUS
HeoOXOAMMBIX ITpeoOpasoBanuil B upMme.

WHTeNNeKT KJIUNEeHTOB [TOJIXKeH ObITh MHTEerPUPOBAH
BO BC€ MCTOYHUKYU AAHHBIX IJIs (DOPMUPOBAHUSA I[E€JIOCT-
HOM KapTuHBI HOoTpebHOCTell KJameHTOB. Kaxkmoil ¢up-
Me [IOJIKHA OBITh IPHUCYIa TEHAEHIUA K HAKOIJIEHUIO
3HAHUI O KJIMEHTaX W CTPeMJIeHVe K MHHOBAIIMOHHOMY
KauecTBY UX OOCHY:KUBAHUS.

BeIBOABI M3 IPOBEIEHHOr0 HCCaAeaoBaHHA. Taxkum
o0pasoM, HCIIOJIb30BaHUE BIIEYATICHUHA KJIUEHTOB IIO-
3BOJISIET CO3IATh CIAEAYIOIIYIO IEMOUYKY TpaHcopMaIimii:
MEePBOHAYAJBHO y KJMEHTA IMOABIAITCA HEKOTODHIE
OXKUIAHUA, KOTOPBLIE IIPUBOAAT B COOTBETCTBYIOIIUM
BreuyaTaeHusM. Ha OocCHOBaAHWM BIEUYATJIEHUHN CTPOUTCS
epCOHANbLHBIN 9MOIIMOHAJLHBIN KOHTAKT MEHeIKepa ¢
KameHTOM. Ha OCHOBaHMM SMOIIMOHAJIBHOI'O KOHTAKTA
BOBHUKAET J0Bepue MEXKAY MeHEeIKepoM U KJINEeHTOM U
COOCTBEHHO HaJIMUMe STOT0 JOBEPUs MPUBOAUT K YCIIEXY
Ha QupMme.

IIo mHamemy MHEHWIO, COBEPIIIEHCTBOBAHUE YIIPaB-
JIeHNeM TYPUCTUYECKUM TIPOAYKTOM U YCJIYTOi TOJIMKHO
VUUTBHIBATH MEHTAJBHOCTH OTEUYECTBEHHBLIX IIOTPebuTe-
Jeii m 6asupoBaThCA HA KOHIIENIIUW YIIPABIEHUS BIIe-
YyaTJIeHUAMU KJIMEHTa, OXBATBIBAIOINUN KaK (DYHKI[HO-
HAJILHOCTDb IIPOAYKTA, TAK U NOIOJHUTEIbHBIE I[€HHOCTHU
HeMaTepraJbHOTO XapakTepa. YIpaBieHWe SMOIUAMU
KJIMEHTOB JOJI)KHO CTaTh KPEaTHWBHOU NIapagurMoii, Ko-
TOpasi MPEeICTABJSET PASUKAJIbHBIN I[EPeJoM B yIpaB-
JIeHUeCKUX TIOAXO0JaxX, Mpeajarasd aHAJIUTUUYECKUH U
TBOPUYECKUI B3IJIAJ Ha MUPOBO33PEHUE KJINEHTAa, CTpa-
TernyecKre MHCTPYMEHTHI M (GOPMUPOBAHUS TYPUCTHU-
YEeCKOTro MPOAYKTa B HAIIPABJICHUM YBEJIUUYEHUS €To IeH-
HOCTHU /I KJIMEHTOB.
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EBOJIOLINHO-IHHOBALIMHUA XAPAKTEP PO3BUTKY CINIbCbKUX TEPUTOPIN

CraTTs npy3HayYeHa BU3HA4YEHHIO OCHOBHMX OpraHi3auiiHo-eKOHOMIYHUX 3acag, (DOpPMYBaHHS €BOMHOLIMHO-IHHOBALIMHOMO XapakTepy
CinbCbKOro po3BuTKy B YKpaiHi. ABTOPOM ifeHTMDIKOBAHO MPUYMHU BifCTaBaHHS PO3BUTKY CinbCbKnX noceneHb. CTaTTs onucye BUSBMEHI
HanpsMK1 onTUMi3aLlii perioHanbHOI MiATPUMKY CiflbCbKOrocnogapchbKoi koonepawil i iHTerpadii y cycninbHO-eKOHOMIYHY CUCTEeMY.
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MnotHukosa M.®. 9BONMIOLIMOHHO-UHHOBALIMOHHLIN XAPAKTEP PA3BUTUA CENbCKUX TEPPUTOPUIA

Cratbsa

nocedulieHa onpegeneHnto OCHOBHbLIX  OpraHuU3alMOHHO-3KOHOMWUYECKMX OCHOB CbOpMVIpOBaHVIH 9BOJTHOLUMOHHO-

MHHOBALIMOHHOIO XapakTepa CenbCKoro passuTusi B YkpanmHe. ABTOPOM MAEHTUULMPOBAHbI NMPUUMHBI OTCTaBaHUS Pa3BUTMSI CEMbCKUX
no ceneHuit. CTaTbsi ONUCHIBAET BbISIBNIEHHbIE HANPaBMEHNs ONTUMMU3aLMN PermoHanbHOM NoaAepXKKN CenbCKOXO3SIMCTBEHHO Koone-

pauun 1 UHTerpauum B 06LLECTBEHHO-9KOHOMUYECKYIO CUCTEMY.

KnioueBble cnoBa: opraHmnyeckoe npous3BoACTBO, PbIHOK, pasBuTue, CenbCKkoe passutue, 3Hepr0069perarou.w|e TEXHOJornu.

Plotnikova M.F. EVOLUTIONARILY-INNOVATIVE RURAL DEVELOPMENT

Article defines the basic organizational and economic basis for the formation of evolutionary and innovative of rural development
in Ukraine. It also identifies the reasons for the lag development of rural settlements and identifies directions for optimizing the regional
support agricultural cooperation and integration in the socio-economic system.
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ITocranoBka mpo6iaemu. 3pocTaioui moTpedu y mpo-
IOBOJIbUMX, BOAHUX, €HEPTETUUYHUX Ta iHIIUX pecypcax
BM3HAUAIOTh HAIPAM CTPYKTYPHHUX AedopMmarlliii Axk Ha
Iep;KaBHOMY, TaK i Ha perioHasbHOMY piBHi. BimHOCHMHU
Ha CLIIbCBKUX TEPUTOPifAX, B0KpeMa 3eMeJibHi, eHeprosa-
OesmeueHHsA, 0e3BiIXOMHOrO0 BUPOOHUIITBA, 0iOTEXHOJIO-
riif € BUBHAYAJBHUMU IJIA "KUTTS CYCIiJIbCTBA 1 mepeny-
MOBOIO T'eOIIOJIITUYHOI cTabiIbHOCTI B Iep:KaBi.

Bupob6uuiiTeo y cumenudivHUX TPUPOAHO-KJIiMaTHu-
HUX yMOBaX 3[iHCHIOETHCA HA (POHI HUBBKOTO PiBHA iH-
BECTUIIITHOI aKTHUBHOCTI Ha TEPUTOPiAX CiJIbCHKUX Ha-
CeJIeHUX NYHKTIB Ta CYMiKHUX CEKTOPiB €KOHOMIiKH,
(isuuHOrO TA MOPAJBHOIO CTApPiHHA iHMPACTPYKTYyDHU,
BTpaTaMM MaTepiaJbHUX Ta JIOACBKUX pecypciB. Ilo-
CUJIEHHS COIliaJIbHOI HANPYKEHOCTi 3aJIUINIAE TOTEHITia
CeKTOpy HepeaJsizoBaHuUM. IIpOAOBKEHHA €KOHOMIYHOTO
cIaJy B arpapHOMY CEKTOpPi CYIpPOBOAIKYETHCA IIpoIleca-
MU 3MEHIIEHHS YaCcTKU 0aHKiBCBKOTO KPENUTYBAHHA Y
BBII, mep:kaBHUX KamiTaJOBKJaJeHb, HAAXOIKEHDb Bif
MOJaTKiB, HAKONUYEHHA BHYTPIITHHOTO Ta 30BHIiIITHHOTO
6opry, 30iJbIlIeHHA 00CATIB HeIJIaTeKiB, PiBHA TiHBOBOL
eKOHOMiKM, IIPUXOBAHOrO 0e3po0iTTA, HEMOKJIUBICTIO
Iep:KaBU BUKOHYBATHU CBOI colliaibHi 3000B’s13aHH, Bij-
CYTHICTIO e()eKTHUBHUX IIPOIEAYP 3aXMUCTy IIPAB BJIACHU-
Ka, CJa0KOI0 OUCIUILIIHOI BUKOHAHHSA 3aKOHOJLABUUX
aKTiB, II[0 CIIOHYKAIOTh A0 BUXOAY 3 HAasBHOI cuTyalii.
Hepocrarniit piBenb inancyBaHHA (opMye TPASUIITTHO
CKJIQAHI yMOBU Po30yZOBM 3aKJaliB colliajbHOI iH(pa-
CTPYKTYPH Ta KYJbTYPHO-JO3BiJILHOIO KOMILIEKCY.

Amnaniz ocraHHiIX fgocaimkeHb i myoOJaikamiit. ¥V Bi-
TUMSHAHIN Ta 3apyOi'KHiINI eKOHOMiuHiN Hayni nmurTaH-
HSAM BUPIIIEHHSA COI[iaJbHO-eKOHOMIUHUX ITPOOJIEeM PO3-
BUTKY CiJIBCHbKUX TEePUTOPi, (JOPMYyBAHHIO HOBUX YMOB

rocuofapioBaHHA ¥ BiJpOMKEHHIO OKpeMux cdep Ta
rajyseii arpompoOMHCJIOBOTO CEKTOPY IIPUCBAYEHi po-
ooru B.I'. Auppifiuyka, O.M. Bopoxinoi, B.JI. Baien-
TuHOBa, T.0. 3inmuyk, M.B. 3y6ma, H.O. KyposcbKoi,
H.M.Kyumyc, M.M. Jlyx’anosoi, A.C. MaJIuHOBCHKOTO,
B.M. Muxkurioka, H.M. Mimenka, O.M. MoruiasHoTO,
M.K. Opmnaroro, O.JI. ITonosoi, I.B. IIpokonu, O.B. Pu-
KoBcbKkoi, B.II. Padokous, II.T. Cabayka, O.B. Ckuna-
Ha, 0.M. IlInouuyaka, B.B. IOpuumwuna, B.I. fposoro,
O.M. fuenko Ta immwux. IIpobiremu iHBecTHIIIITHOTO
PO3BUTKY arpoIIPOMIUCIOBOT0 CEKTOPY B KOHTEKCTi (op-
MYBaHHA CTIiMKMX TEHAEHI[IA OO0 3POCTAHHA €KOHOMiu-
HOTO m0o0po0OyTy B raiysi aHamisyloTh y CBOiX mpamax
1.0. Bnauxk, II.I. Tafigynskuii, M.I. Kiciae, M.}O. Ko-
neuchKka, I'.B. Kosauenko, O.B. Kpucransunii, T.B. Ma-
toposa, M.J1. Mauxik, A.C. Mysuuenbko, B.C. Yianuyxk,
B.T'. ®enopenko, A.B. Uepen Ta inmri. Bpaxosyouu He-
MOCTATHIO TEOPETUUYHY PO3POOKY 3a3HAUEHOI mpobieMu
Ta BiCyTHiCTH OpraHisaliiiHO-eKOHOMIiUHHX yMOB (hOp-
MyBaHHSA CLIBCBKUX TEPUTOPiNi Ha 3acamax CcoIliaJbHO-
€KOJIOTIUHOro iX BiIPpOMIKEeHHS Ta CUHEPreTUYHOTO PO3-
BUTKY, OOpaHO TeMYy JOOCIilIKeHHd.

ITocranoBka 3aBmaHHsA. MeTa cTaTTi pPOSKPUTU Ha-
OpAMHU Ta MePCHeKTUBU eHeprosbdepiraiouoi BUPOOHUUOT
Ta CYyCHiJIbHO-eKOHOMIiUHOI AifA/JbHOCTI HA CiIBCBKUX Te-
puUTOpiAX 3 MeToI oITmMisallii iX pos3BuTKy. Matepi-
anm JocJimKeHb c(OPMOBAHI Ha OCHOBI IpUNYIEHHSA
IIPO IOCTYIIOBE IIOJOJIAHHA HETaTUBHUX HACIIAKiB mepe-
XigHOI €eKOHOMIiKM uepe3 BUSABJIEHHSA HeoOXigHOCTI pos-
BUTKY COI[iaJIbHO-eKOHOMIUHMX CHUCTEM Ha HOBill MeTo-
moJioTiuHiil ocHOBi. [loCHimKeHHAMU BCTAHOBJIEHO, IO
0araToPyHKI[IOHAJIBHUN PO3BUTOK CiIBCHKUX TEPUTOPii
3HUIKYE €HEeProMiCTKiCTh BUPOOHUIITBA, COIiaIbHO-EKO-



