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byxapopa  I./1., CrapukoBa  JIJI.

«MapkeTHHT B 00pa30BaHUMN
OOpa3oBareipHasl yciayra — 3TO CHCTEMa 3HaHHMU,
MH(pOpMallMd, YMEHUHA H  HABBIKOB, KOTOpPHIC
HCIIOJIb3YIOTCA B HCJIAX YAOBJICTBOPCHHA

OTPEOHOCTEN YEJIOBEKa, OOIIECTBA U TOCYIapCTRa.



BaHnbkuHa n.B., Eropuiva AL
«MapkeTHHT B 00pa30BaHUN

OOpa3oBaTelbHbIE YCIYTH YIAOBJICTBOPSIOT JIAYHBIC
(KOHEUYHBIN) TOTPEOUTENb, TPYIINOBBIC (IPEANPHUITHS
— pabortomareian) M OOIIECTBEHHbIC (IOCYIapCTBO)
norpeoHoctn. Mcxoms u3 sroro, B.b. banciora
npeiaracT onpeacacHue o0pa3oBaTeIbHOM YCIYIH,
YUUTBIBAIOIIME TPU aCIEKTa.



AcneKTbl

1) C mo3unuy JUYHOCTH — 3TO IIPOIECC Iepeaauu
NOTPEOUTENI0  3HAHWMKW, YMEHUMHA W  HaBBIKOB
00111€00pa30BaTeIbHOTO W NPO(ECCUOHATBHOIO
Xapakrepa, HEOOXOAUMBIX ISl YIOBJIETBOPEHUS €rO
JTUYHBIX TTOTPEOHOCTEN B NPHOOPETCHUM TTPOPECCHH,
CaMOpa3BUTUH W CAMOYTBEPKJACHUH B TECHOM
KOHTAKTE€ C IIOTPEOUTENEM 10 YCTAHOBJICHHOU (popMe
U IIpOorpaMMme.



ACIEKTBI

2) C mno3uuuyd MOTPEeOUTEIT — OTO MPOLECC
npo(PeCcCHOHAILHON  IOATOTOBKM  (IIOBBIIICHUS
KBaJIM(PUKALIUU, IIEePEIIOATOTOBKH ) KagpoB,
HEOOXOAUMOM 1S o0ecrneueHUs €ro
pabOTOCIOCOOHOCTH, noAACpKaHUs

KOHKYPEHTOCIIOCOOHOCTH W Pa3BUTHSA B IIOCTOSHHO
M3MEHSIIOIINXCS PHIHOYHBIX YCIIOBUSIX.



ACIIEKTBI

3) C mno3unum rocymapcrtBa — OTO  HPOIECC,
00€CIeUMBaIOIINN  PACIIMPEHHOE BOCIIPOU3BOACTBO
COBOKYIIHOIO  JIMYHOIO M  HHTEJIECKTYaJbHOTO
OTEHIIMana oOIIeCTRa.



Banbkuna U.B., Eropmmn A.IL
«MapkeTHHT B 00pa30BaHUN

Ycayru, B TOM 4uMCIIE M 00pa3oBaTelIbHbIC, 001a1at0T
ISIThbI0 OCHOBHBIMHM XapaKTEPUCTHUKAMHU, KOTOPHIE B
3HAYUTEIBHOM CTEINEHM BIMSAIOT Ha pa3padoTKy
MApPKETUHIOBBIX ITPOTPaMM



B kumre Banbkunou W.B.,Eropmmna A.Il.
«MapKeTHHT B 00pa30BaHUM» BBIACIISCTCS
5 XapakTepuCTUK 00pa30BaTCILHON CIIYTH

* HEOCS3AEMOCTD

* HEOTACIMMOCTD

* HECOXPAHSAEMOCTD

* HEOJITOBEYHOCTh

* OTCYTCTBHE BIAJACHUSA



Heocsa3aeMocCTh

Heocs3aeMOCTh  yCIIyTM  O3HAQ4aeT, 4YTO €€ HEeIb3s
IPOJEMOHCTPUPOBATh, TO €CTh A0 MPHUOOPETECHUS

yCIYyTy HEBO3MOXXHO YBUJAETh, IIONPOOOBATh HA BKYC,

OTPOraTh, YCIbIATh WM OIIYTUTH €€ 3amax. YToOmI

€¢ BhIOpaTh, MOKYIIATEIN UINYT «CUTHAJBDY KauyeCTBa
yciyru. B oOpa3oBaHun 53TO 00pa30BaTClIbHBIC
CTaHJApThl, Yy4eOHbIE IUIAaHbI W  IIPOTrPaMMBbl,
uHpoOpMasl O MeTodax, ¢opMax H YCIOBHIX
OKa3aHUs YCIyI, JOKyYMEHTBI 00 0Opa3oBaHUH
(cepTu(HKaThl, JIMLICH3UH, aTTECTAThI, TUILJIOMBI).



HeoTneaumocTs

HeoTneanMoCcTh yCIyrd O3HAYaAET, 4YTO €€ HEJIb3s
OTACINTh OT HMCTOYHHWKA, HE3aBUCHMO OT TOrO,
MPEAOCTABIIAECTCA YCIIyTra YEJIOBEKOM WA MAIMHOMW.
IIpenmomaBarenp HE MOXET IMPEIOCTABUTH YCIYTY,
€CJIM B KJIaCCE HET YUYCHUKOB. Bcliencrsue Toro, 4ro
IIpY OPOMU3BOACTBE YCIYIM BCErga IPUCYTCTBYET €€
IOTPEOUTENIb, B3aUMOACHCTBUE C MOCTaBIIHUKOM
(mpenogaBaTeyieM) SBISIETCI  OCOOBIM  ACIIEKTOM
MapkeThHra yciayr. CoocoOHOCTh IIpEoJaaBaTes
OOCTUYh B3aMMOIIOHMMAaHHUS C YYCHUKAMH BIHSET Ha
ITOKA3aTEJIM UX YCIIEBAEMOCTH.



HecoxpaHaeMOoCTh

OOpa3oBaTebHYI0 YCIYTy HEIb3SI HAKOIIUTh.



HemmocTossHCTBO KauecTBa

HenocTodHCTBO KadecTBa YCIYIru O3HA4acCT, 494TO €€ KadCCTBO
MOXKCT O4YCHb CHJIBHO HU3MCHATHCA B 3dBHUCHUMOCTHU OT TOIO,
KTO, KOI'’ZId, I’1IC U KaK €€ IIPCIOCTABJIACT.

KadecTtBO yciayru, Tem 0osiee 00pa3oBaTeIbHOM, OYEHb TPYIHO
MOITACTCSI KOHTPOJIIO.

Ycayra, peocTaBIsIeMas OJIHUM IIpenoaBaTeieM,
KaueCTBEHHO BapbUPYETCS B 3aBUCUMOCTH OT €ro (pU3UUECKOMN
(bOpMBI U HACTPOCHHS BO BpeMs OOIICHMSA C YyYalluMcs.
AIMMHHUCTpaLMs OOpa30BaTEIbHOIO YUYPEXKICHUS IOJDKHA
IIOCTOSSHHO  MOPOBEPATh  CTENEHb  YAOBIETBOPECHHOCTHU
yYalllMxcs  KadyeCcTBOM  Yy4€OHOro  mpoliecca  MyTeMm
AHKCTUPOBAHUS  ydYalllUXCsl W  MOHUTOPHUHIA  YPOBHS
yCIIEBAEMOCTH.



HenoJroBeyHoCTh YCIIyTH

HengonroBedHoCTh yCIYTH O3HA4aeT, 4TO €€ Helb3s
XpaHUTh C MEIbI0 MNOCICAYIOMECH MOPOAAXKH WU
ucnoab3oBaHus. Jiss  0Opa3oBaTelIbHBIX  YCIYT
XapaKTEPHO, YTO yueOHass MH(pOpMaIYs MOXET OBITh
NOAIOTOBJICHA M  COXpaHEHAa B  pa3aaTOYHBIX
Marepuajgax, KHUrax, Ha auckax. OmHako CiaemyeT
OAYEPKHYTh, UTO 3HAHUS OBICTPO YCTAPEBAOT.



OTCyTCTBHE BJIAJICHUS

OTCyTCTBHUE BJIAJICHUS O3HAYaeT, YTO B OTIMYHE OT
(PU3UYECKUX TOBAPOB YCIYTM HE SBISIOTCS YbEi-
1100 COOCTBEHHOCTHIO. M3-3a OTCYTCTBHS BlIaJCHUS
yUpeXKJCHUs, Mpeiaramiue  oOpa3oBaTellbHbIC
yCAYyTH, JOJKHBI IIpujiaraTb OCOOBIC YCHIHS s
YKPEILJICHUS UMUJIKA 00pa30BaTEIBLHOTO
YUPEKICHUS.



OCOOEHHOCTSIMU, TPUCYILIUMHU TOJIBKO
00pa30BaTEIILHBIM YCIyraM, SIBJISIFOTCS:

— OTHOCHUTEJIbHAS AJIUTEIbHOCTD UCIIOJIHEHUS,
—  OTCPOYECHHOCTb  BBISBICHUS  PE3YJIbTAaTUBHOCTHU
OKa3aHHWs yCIIYT;

— 3aBUCHUMOCTB YCJIYI' OT MECTa MX OKa3aHWUS U MECTa
IPOKUBAHUS 00yYaFOIINXCHL.



3axapona 1.B. «MapkeTunr
00pa30BaTEIILHBIX OpraHu3aIuii

Tabauua |
OTnuYuTENbHBIC HEPTH 00PA30BATEIBHBIX YCIYT
OGpazoBaTenibHble YCIAYTH Husble yenyru

| | 3auHTEepecoBaHHOCTHL O0IECTBA B JIlnuHasi 3aMHTEPECOBAHHOCTD
pe3yabTaTax 00pa30BaTENbHBIX VCAYT | MOTPEOMTES B MOAYHEHHH YCAYTH

2 | OTnanéHHOCTH Pe3yJabTaTOB DddexT OT NoAyYEHHs YCAYTH BOZHHKAET
o0pa3oBaTesibHBIX YCAYT OT Mpouecca | yike B npouecce eé noJyyeHus WiM cpasy
MX MOJTYYEHHS MOCJIE HETO

3 | Cnpoc Ha HekoTOpbIe yeayrd 00pa3o- | Crnpoc CBA3aH ¢ aKTYanbHBIMH HY KIaMH
BaHMsl HE BCEra COBIAMAET C A0AT0- KOHEYHOro MoTpeduTeIsi U CTUMYJIUPYET
CPOMHBIMHM MOTPEOHOCTAMH 00IIECTBA | NMPELTIOKEHHE

4 | AKTHBHOCTB noTpeduTeNs [TaccuBHOCTBL NOTpEOUTENS NPH
00pa30BaTE/NbHBIX YCIVI 00s13aTelibHA | MOJIYYEHHH YCIyT
 sBAsieTCs (PaKTOPOM MX KadecTBa

5 | OGsA3aTenbHbIH rOCYIaPCTBEHHBIH KonTposib rocyaapcTsa 3a OKa3aHHEM
KOHTPOJIb OKa3aHUsi 00Pa30BaTENbHBIX | YCIYTI MHHHMAJIEH
yCIyT
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3.2, AKu3HeHHbII HHKJ 00pa30BaTeIbHOI YCJIYIH

3.2. 1. Xapaxmepucmura smanoe KI[T.

B pBIHOYHBIX YCIIOBHAX JIKOOOH TOBap MONAb3yeTcs CIIPOCOM W MNPHHOCHUT
npuOBLUTL TONIBKO B TEYCHHME OrPaHHYCHHOTO BPEMEHHM, a 3aTeM BBITECCHACTCH
HOBBIMH BMJAAaMH TOBAPHOI0 MNPEUIOKEHMs. TOBapHas MNOJMTHKA KOMITAHWM
CTPOUTCS, UCXO/S U3 IKU3HEHHOro uukia ee tosapos (OKLT) — 310 npomexyTok
BPEMEHH OT 3aMbiCJia U3/1€JIMA 10 CHATHA €ro ¢ MPOU3BOACTBA U MPOJAKH.

4 3peIocTh

Pazpaborxa

——

T — TIponaxu
-------- ITpuGeLnsb

Puc. 2 — XKusHeHHbIH MK TOBapa
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