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KJIMEHTOOPUEHTUPOBAHHOCTD KOMITAHUI HA POCCUVICKOM
PBIHKE: JEK/TAPALIVIA NIV PEAJIBHOCTDb?

HanmonanbHbIl nccnenoBaTeNnbCKuil yHUMBepCcUTeT «BpIcimas 1kona sKOHOMMKI», Poccuiickas Penepa-
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B crarbe Ha 6a3e SMIMPUYECKOIT IPOBEPKY HATIMUMsI OCHOBHBIX OM3HEC-IIPOLIeCCOB KN~
€HTOOPMEHTUPOBAHHOCTH BBIAB/IAETCA XapaKTep OpMEHTAlVM Ha K/IMeHTAa KOMIIAHUIA, OTlepu-
PYIOIIUX Ha poccuiickoM pbiHKe. C 9TOM IeNblo UeHTUUIMPOBAHbI Befyliye 6M3Hec-1po-
LIeCChI KNMEHTOOPVMEHTNPOBAHHOCTY KOMITAHMM U IIPOBeieHa IIPOBepKa UX HalIN4YMsA WU OT-
CYTCTBUA B 61 KOMIIAaHNY, ONIEPUPYIOIIEl Ha pOCCUIICKOM pbIHKe. [loyyeHHbIe JaHHBIE CBUJIE-
TE/IbCTBYIOT O TOM, YTO Ha POCCUIICKOM PBIHKE KJIMEHTOOPUEHTUPOBAHHOCTD HOCUT IIPENMYIIle-
CTBEHHO JIEK/IapUPYEMBIl XapaKTeP, KOI/Ia KOMIIAHMI JIUIIb JEAi0T 3asAB/I€HNA O BAXXHOCTYU I
HeOoOXOIMMOCTY KIIMEHTOOPUEHTUPOBAHHOCTH, HO He BCerfa BHEAPSIOT OM3HeC-TIPOLIECCHI s
ee HacCTosAILeN peannsanuin.

Kntouesvie cnosa: KIMeHTOOPMEHTHPOBAHHOCTD, OM3HEC-TIPOIIECCHI, KAYeCTBEHHbIE METO-
Ibl MICCTIEOBAHNA, pa3ByBaloliyecs pbHKY, Poccns.

IS CUSTOMER ORIENTATION OF COMPANIES IN THE RUSSIAN MARKET
REAL OR DECLARED?

O. V. Gulakova, V. A. Rebiazina
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Myasnitskaya ul.

Customer orientation in the emerging markets and its specifics represent a separate field within
the marketing research. The purpose of this paper is to explore the real or declared nature of
customer orientation of companies operating in the Russian market as an example of the emerg-
ing economy. The paper introduces the customer oriented business process original framework,
developed on the basis of existing research analyses. The objective of this research is met by
conducting empirical test of existence or absence of customer oriented business processes within
companies. To reveal the existence or absence of customer oriented business processes, 61 in-
depth interviews with representatives of the companies operating in the Russian market have
been conducted. The interviews have been analyzed applying a content analysis, which allows
systematic study of the semantic data received from in-depth interviews.

VccnenoBaHme OCyleCTBIEHO B paMKax IIporpamMmbl nccienoBanmit haxynbreTa OMsHeca i MEHeIK-
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A mixed-method approach is applied to investigate in detail the specifics of customer ori-
entation of Russian companies. The findings indicate the declared nature of customer ori-
entation in the Russian market as the customer orientation values are often just declared by
companies, but still there is a lack of customer oriented business processes needed for its real
implementation. Research limitations include the limitations of the qualitative method ap-
proach. The sample of 61 companies cannot be representative for the whole general popula-
tion of Russian companies. The paper provides researchers and practitioners with the insights
into customer orientation specifics existing in the Russian market. This paper sheds the light
on the specifics characteristics of customer orientation in the Russian market named de-
clared customer orientation. This notion is helpful for foreign companies entering the Rus-
sian market.

The previous research has shown that the customer orientation concept is not well-studied in
the context of the emerging Russian market. This analysis proves that the declared but not the
real nature of customer orientation exists in the Russian market.

Keywords: customer orientation, business processes, qualitative research, emerging markets,
Russia.

BBEJEHNE

KnmuenroopuentupoBanuocts (KO) — 0jHO 13 OCHOBHBIX HaIllpaBIeHUI UCCTIE0-
BaHII B MapKeTVHTe, KOTOPOe pa3BUBaeTcs 1 3apybexxHbIMI (cM., Hamp.: [Saxe, Weitz,
1982; Kohli, Jaworski, 1990; Narver, Slater, MacLachlan, 2004; Roersen, Kraaijenbrink,
Groen, 2013]), u poccuitckumn aBropamu (cM., Hamp.: [FOnpamesa, lupimosa, 2013;
[llepenteBa, Kocransn, 2015; Rozhkov, Smirnova, Rebyazina, 2015]). Panune xoHmern-
v KO Hocmnm o61imit XapakTep M MPUMEHSUINCD [JIs BCeX PHIHKOB, OTPAc/Iell I KOM-
nanmit [Kohli, Jaworski, 1990; Narver, Slater, 1990; Deshpande, Farley, Webster, 1993].
C nosiBneHNeM Iy6mMKanmit 06 OTIMYUTETbHBIX 0COOEHHOCTSX Pa3BMUBAIOLIVIXCS PBIH-
KoB [Burgess, Steenkamp, 2006; Sheth, 2011] K11eHTOOPMEHTNPOBAHHOCTH KOMITAHMUIA,
OIIEpUPYIOLIVX HA 9TUX PbIHKAX, BBIEIMIACH B CAMOCTOSTENbHYI0 00IaCTh aHa/mm3a
[Akimova, 2000; Sin et al., 2005; Chuang, Lin, 2013; Protcko, Dornberger, 2014], mpuyem
cpeny paboT BCTpevyaroTCs HEMHOTOYMC/IEHHBIe McCefoBanus 1o Poccun (cM. Hamp.:
[IynakoBa, Pe6siznna, CMmupHOBa, 2015; Smirnova et al., 2011; Roersen, Kraaijenbrink,
Groen, 2013]).

B cBsasu ¢ ¢pparmentapHocThio usydeHuss KO Ha poccuiickoM pbIHKe aMIMpuye-
CKIe MICCTIeJOBAHNUs YacTO MOKa3bIBAIOT POTMBOPEYMBbIE Pe3y/IbTAThI 110 OLIEHKE ee
ypoBHs B kommaHusx [[ymakosa, ITanun, Pe6ssuna, 2016; Kraaijenbrink, Roersen,
Groen, 2009; Smirnova et al., 2011; Protcko, Dornberger, 2014]. Bmecte ¢ TeM B Hux
Hof{4epKMBaeTCs Ham4ane crenyduyeckux ocobenHocteit KO Ha poccniickoM pbIHKe,
OfIHa 13 KOTOPBIX — ee leKapupyembiii xapaktep [Cemenos, Ky6axos, Mankosa, 2009;
I'ynakoBa, Pe6ssuna, CmmupHoBa, 2015; Roersen, Kraaijenbrink, Groen, 2013], xorzma
KOMITIaHMsI TMIIb BOCIIPOM3BOAVUT HEKOTOpPbIEe BHEIIHVE IPOSIBICHUs OPMEHTALNN Ha
kmeHTa [Ilomos, TpeTbsk, 2014]. Komnanus ¢ gexnapupyemoit KO He cTaBuT Bo I1a-
BY CBO€J1 IesITeNIbHOCTY YIOB/IETBOPEHNe MOTPeOHOCTEN K/IMEeHTa U APYTue LeHHOCTI
KO, a nmuiupb konupyer oT/jeNbHbIE 97IeMEHTHI ITOBeAEHsI KOMIIAHUI C KJIIEHTOOPYIEH-
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TUPOBAaHHBIM noaxoznoM. Hanpumep, ona moxxeT BHenpsaTh CRM-cuctemy (Customer
Relationship Management), HO He UCIIONIb30BATh JAaHHBIE J/IA YIYYIIEHNUA IPOJYKTOB 1
CepBICOB.

MccnepoBanme Ha poCCUIICKOM pbIHKE, B KOTOPOM IIPUHAMN y4acTue 419 KoMIia-
Huit n3 39 permonos Poccun, BBIABUIIO IMICCOHAHC MEXNY 3asABJIEHHBIMU 1J€HHOCTAMU
U peasbHbIMU 6M3Hec—npoueccaMM [PoxxkoB, Pebssuna, CMupHoOBa, 2014]. Cormacso
VICCIEJOBAHMIO, KOTOPOE 0XBaTWIO 313 KOMIaHMIA, CTAaI0 OYEBUHO, YTO MEHEI KEPBI
OXOTHO JIeKJTapUpPYIOT IVTABEHCTBO MHTEPECOB K/IMEHTOB, HO He COBEPINAIOT HMKAKMX
JIeiCTBUIL, YTOOBI OL[EHNUTH UX YAOBIETBOPEeHHOCTD [[ynakoBa, Pebsisuna, CMupHOBa,
2015].

besycnoBHO, Ha gaHHOM stane KO He ABAeTca KIo4yeBbIM (aKTOPOM pocTa Ha
Pa3BMBAIOMINXCA PBIHKAX, HO B YCIOBMAX PACTYyIell KOHKYPEHUMM Ha POCCHUIICKOM
PBIHKe KOMITAHMY BCe Yallle OCO3HAIOT HeOOXOAMMOCTD y4eTa MHTepecoB KineHTa [He-
nsakuH, 2017]. B TaHHOM KOHTEKCTe OffHa 113 OCHOBHBIX IPO0/IeM 3aK/T0YaeTcsi B TOM,
KaK OT/INYUTB JleKnapupyemyto KO ot peanbHOIL.

Henp HacTosAmleil CTaTbyl — OTBETUTDH Ha BOIPOC O TOM, KAKOB XapaKTep OpMEH-
TalMy Ha KJIMEHTa KOMIIAaHNI, OIIePUPYIOIINX Ha POCCUIICKOM PbIHKE: JIeK/TapUPyeMbIii
VN peajibHblil. [I/11 9TOro He0OXOAMMO BBIABUTH HajaM4ye 61M3HeC-IpoIeccoB, KOTO-
pble OIPENENAT PeabHYI0 KIMEHTOOPUEHTHPOBaHHOCTD. IIpoBepKa Hanm4msa cooT-
BETCTBYIOLIVNX OM3HeC-IIPOIeCCOB IIPOBOAMIACH C IOMOIIbIO KOHTEHT-aHaan3a. [laH-
HBIi1 IOIXOf, /1 BbIABNeHusA XapakTepa KO mpuMeHseTcs BliepBbIe.

B xope M3ydyeHMs] OCHOBHBIX IYOMMKALMII POCCUIICKMX U 3apyOeXXHBIX aBTOPOB
ObUIM BBIJIE/IEHBl M IIPOAHAIM3UPOBAHbI OM3HecC-Tpolecchl, obecneunBaromue KO.
B pamkax sMIMpr4ecKoro 1cciefoBanusa ObUI0 IPOBefeHO 61 ITyOMHHOe NHTEPBBIO C
IpefICTaBUTE/IIMY KOMIIAHMI, OTIepUPYIOIINX Ha POCCUIICKOM pbIHKe. BbibopKa BKIIO-
yaeT pecroHJeHToB B2B- n B2C-komMmnanmit, Ipous3BOgALMX TOBAPHI U YCIYTH, C POC-
CUJICKUM ¥ MIHOCTPaHHBIM KallUTa/IOM, a TAK)KE€ COBMECTHbIE TPeJIPUATHUA.

AHanmu3 MHTEPBbIO IPOBOAIMJICA C TOMOIbI0 KOHTEHT-aHaIN3a 110 MeTOfIMKeE, II0-
3BOJIAIOIIEl CHCTEMAaTHYeCK U3YINTh cCeMaHTU4eckyo nHpopmanmio [Krippendorff,
2004]. B aT0It MeTOAMKe YIMTBIBAETCA YaCTOTA YIOMUHAHUA Ppas, KOTOpPbIE Ornye-
CKM CBA3aHBI ¢ paKTOpaMy aHATUTUYECKON MOfenu. B pesy/brare, MCIIONB3ys INIIb
KaueCTBEHHbIe IaHHbIE, MOXKHO OIIpefle/INTh He TOJIbKO Ha/mn4dye OM3HeC-IIpoLeccoB, HO
U CBA3M MEXJY HUMMU. JlaHHBI OXOM MO3BOJIVI OCYLECTBUTD O0/Iee 0O BEKTYBHBII
anamu3 KO, Tak Kak BOIIPOCHI 0 6M3Hec-TIpoleccax B ITyOMHHOM MHTEPBBIO He 3aja-
BaJINCDh HANIPAMYIO.

Crarbs MMeeT CIeAyIOLIYI0 CTPYKTYpY. IlepBbiit paspen mocBslleH BbIJjeJIEHNI0
OCHOBHBIX OM3HeC-IIPOIeCCOB K/IMEHTOOPUEHTUPOBAHHOCTH, BO BTOPOM — Ha OCHOBE
HIOJTY4eHHBIX Pe3y/IbTaToB C(OpMMPOBaHA KOHIENITYa/IbHAS MOJE/b MCCIeOBAHMI; B
TpeTbeM pasfiesie IPUBeAEHbI METOMOIOTNA SMIIMPUYECKOTO MICCTIENOBAHNA M XapaKTe-
pucTyka Bbi6opku. Jlasee ImpefcTaB/IeHbl pe3yIbTaThl SMIMPUYECKOTO MCCIefOBaHNA
VI OCHOBHBIE BBIBOJIBI.
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BU3HEC-ITPOLIECCBI KIIMEHTOOPMEHTVIPOBAHHOCTV KOMITAHWMN:
OB30P OCHOBHBIX ITOAXOJOB

HecMmoTpst Ha BO3pOCILINIT MCCTIEHOBATENIbCKUI MHTEPEC K IpoOIeMaTKe KIMeH-
TOOPMEHTUPOBAHHOCTH, aKTMBHO pas3BuBamolniicsa ¢ KoHna XX B., ee OJJHO3HAYHOTO
OIpefe/ieHNs B JIMTepaType He INPefCTaB/lIeHO0. Pasnmnmumsa HauMHAIOTCA C MOHATHII-
HOTO alfapara: OJHU JICCIeOoBaTeIN UCIONb3YI0T TEPMUH «OPMEHTAIVA Ha K/IMeH-
ta» [Deshpande, Farley, Webster, 1993], npyrue — «psiHouHas opueHTauus» [Kohli,
Jaworski, 1990]. HekoTopble aBTOPbI pasrpaHNYMBAIOT IOHATHS «OPYEHTALNs Ha KN~
eHTa» U «pbIHOYHas opueHTanysi» [Narver, Slater, 1990]. Kpome Toro, BeienseTcs 1o-
HATVE «<MapKeTUHIOBas opyeHTanusa komnanum» [fOnpamesa, [llnpmrosa, 2013].

AHanus ompefie/leHMil KIMEHTOOPUEHTHPOBAHHOCTY IIOKA3bIBaeT, YTO aBTOPBI
VICIIOJIb3YIOT Pa3/IMYHbIe XapaKTEePUCTUKY JJIA OLpefie/ieHNsA ee CYLHOCTH, TaKye KakK
IIeHHOCTb, TIOBefieHNe, Impolecc u cTparerns. Kpome Toro, paspaboTaHbl pasmiyHble
mKanbl 41 u3Meperns yposas KO B kommnanunm: MARKOR [Kohli, Jaworski, 1990],
MKTOR [Narver, Slater, 1990], SOCO [Ruekert, 1992], 9-daxropnas mkana [Desh-
pande, Farley, Webster, 1993], mpoakTuBHast  peaKTMBHasi PHIHOYHAs OpMEHTALs
[Narver, Slater, MacLachlan, 2004]. OgHako Bce OHUM OXBaThIBAIOT OO/IbIIIe XapaKTepu-
CTHUK ¥ IO COofiepKaHmIo mpe, 4yeMm onpenenenns KO (puc. 1).

OCHOBHbIE TeOpeTIYeCKIe MOAXO0IbI K U3YYeHUI0
KIMEeHTOOPUEHTUPOBAHHOCTH
XapakTepucTuka
KIMEHTOOPUMEHTUPOBAHHOCTI [Kohli, [Narver, [Deshpande, [Narver, Slater,
. [Ruekert, Farley,
Jaworski, Slater, 1992] Webster. MacLachlan,
1990] 1990] 1993] 2004]
Lennoctp H S O H K O
: ; 1 I__i : 1 r
Honeenne CO o 0 T My
e
1 1
HPOHCCC \\__zl \s__/l m \\ __/l ELJE
Crpaterus U '\\ . ,/'
IIpoakTnBHas
IlTkama MARKOR | MKTOR | soco |°-$axtopuaz| u peaxtusas
[IKasa PBIHOYHAs
OpMeHTALNS

T S
’ \
Q — onpepenenne KO; | | — napnkarops! mkansl KO
\ 7
Sa——

Puc. 1. CooTHOLIEH)IE OCHOBHBIX TEOPETUYECKMX KOHIENINIL 110 U3y YEHIIO
K/IMEHTOOPMEHTUPOBAaHHOCTHU

M ctouHuk: [Rozhkov, Smirnova, Rebyazina, 2015, p. 178].
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Kax BupHO u3 puc. 1, Hanbojee 4acTO BCTPEYAETCs MPOIeCCHAs XapaKTePUCTUKA
KO, xotopas nsmepsieTcs Bo Bcex MKajax. [IporeccHblll TOAXOM MOipasyMeBaeT, YTO
3a KO xoMmaHuu cToAT onpefiesieHHble 6113HeC-TIPOL[ecChbl — COBOKYITHOCTb MEpPOIpH-
}ITI/II/UI, Hal'IpaB)'IeHHbIX Ha BBINIOJTHEHVIE KOMITaHEel ITIOCTaBIeHHbBIX 3agad.

Takum 06pa3oMm, BHe 3aBUCUMOCTH OT BBIOPAHHOTO MOAXO/a K/IMEHTOOPUEHTUPO-
BaHHOCTH IIPEeAIoIaraeT HajaM4le COOTBETCTBYIOWIMX Om3Hec-mporueccos. B ITpuo-
»keHnu 1 mpepcrasieHsl ocHOBHbIE mopxons! K KO ¢ mosuiun 6usHec-npoieccos. Ha
OCHOBe aHaJI13a PACCMOTPEHHBIX paboT ObI/IN BbIfIe/IEHbI OCHOBHbIE OM3HEC-TIPOL[ECCHI
K/IMeHTOOPMEHTNPOBAaHHOCTY, KOTOPbIEe B HUX YIIOMUHAIOTCA (TabI. 1).

Ta6/luuu 1. EI/ISHCC-HPOHCCCI)I KINEHTOOPMEHTVPOBAHHOCTU KOMIIAHVIN:
OCHOBHBIC UCCIENJOBAHUA

Busnec-nponecc ITy6nuxamnun

[JTamb6en, 2007; Oituep, JlaTsimresa, 2009; FOngaruesa,
IIInpmosa, 2013; Iynakosa, Pe6sasnuna, CMupHoBa, 2015;
Kohli, Jaworski, 1990; Narver, Slater, 1990; Ruekert,
1992; Deshpande, Farley, Webster, 1993; Narver, Slater,
MacLachlan, 2004; Roersen, Kraaijenbrink, Groen, 2013;
American Marketing Association Dictionary, 2015]

C6op nnpopmarun
0 K/IVeHTax

[JTomkos, 2008; Oituep, Jlarsimesa, 2009; Iynakosa,
Pe6si3una, CmupHOBa, 2015; Ruekert, 1992; Roersen,
Kraaijenbrink, Groen, 2013]

Amnanus cobpaHHOI
uHdopManun

Pacmipocrpanenne nadopmanum
BHYTPU KOMIIAHUY

[Oitnep, Jlarbiuresa, 2009; Cemenos, Kybaxos, Mankosa,
2009; Kohli, Jaworski, 1990]

PaspaboTKa HOBBIX TOBapoB/
YCIIyTr/CepBUCOB Ha OCHOBE
cobpaHHOI MHPOpMALIU

[Oitnep, Jlarbiuresa, 2009; Cemenos, Ky6axos, Mankosa,
2009; Pe3nuk, fmmna, 2013; FOnpamesa, Hupuiosa, 2013;
Narver, Slater, 1990; Narver, Slater, MacLachlan, 2004]

CoseplieHCTBOBaHNUE
HOPOJYKTOB/yCITyT/CepBUCOB Ha
OCHOBe COOpaHHOI MHPOPMALIIN

[Oituep, Jlarbiuresa, 2009; Cemenos, Kybaxos, Mankosa,
2009; Narver, Slater, 1990]

Pabora c mepcoHanom: obydeHne
IIepCOHAIIA, TIOBbIIIEHNE ero
OpUEHTAIMN Ha KIHeHTa

[[Iepemesa, Kocransn, 2015; Saxe, Weitz, 1982]

Pa3Butue oTHOIIEHMIT
C K/IMEHTOM

[PspxkoBckuit, 2005; Bycapkuna, 2007; Pycanosa, 2008;
IOnpauresa, npinosa, 2013; ynakosa, Pe6ssuHa,
CmupHoBa, 2015]

VccnenoBareny UCIONb3YIOT pasnudHble GOPMYINPOBKY /IS ONMMCAHMsI OU3Hec-
nporeccos 1 onpepnenerns KO, oqHaKO MOXXHO BBIJE/UTb HECKOIBKO (POPMYINPOBOK
¢ HamOorblIelt YacToTON yrnoMuHauus. HampuMep, MHOrMe 3apy6e)xHble, a BCIel 3a
HUMM ¥ POCCUIICKME aBTOPBI NIPY ONMCAHUU KIMEHTOOPUEHTHMPOBAHHON KOMIIAHUM
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00513aTe/IbHO OTMEYAIOT ee paboTy ¢ MHpopMalueil 0 HoTpeduTesie — cOOp, aHANMU3 U
pacupoctpanenue (cm., Hanp.: [Orinep, JlaTbiuieBa, 2009; I'ynakosa, Pe6ssuna, Cmup-
HOBa, 2015; Kohli, Jaworski, 1990; Narver, Slater, 1990; Ruekert, 1992]). Ognako He BO
BCeX MCCIEOBAHNX, I/ie pedub upeT 0 cbope MHPOPMALNM KAaK O IIePBOCTEIIEHHOM
IpM3HaKe KOMIIAaHNY, OPVMEHTMPOBAHHOI Ha K/IVIEHTA, YIIOMIHAIOTCS aHa/M3 MHPOP-
MaIy U ee pacIpocTpaHeHue. B HacTosimeit cratbe cOOp, aHAIN3 1 PACIPOCTPAHEHe
MHGOpMALNY O K/IMeHTaX BbIAe/IeHbl B OT/Je/IbHbIe OM3HeC-TIPOLIeCChL.

CylecTByeT psf HaIllpaB/IeHWII MCCIEHOBAHMIL, B KOTOPBIX M3Y4aeTcsl KIMEHTO-
OPMEHTVPOBAHHOCTb Ha yPOBHE IlepcoHaa KoMmaHunu (cm., Hamp.: [Illepemesa, Ko-
crausH, 2015; Saxe, Weitz, 1982; Thomas, Soutar, Ryan, 2001]), a Takxe CBs3b KIu-
€HTOOPMEHTNPOBAHHOCT U VIHHOBALMOHHOM [esTeMbHOCTY KOMIIAaHNY, Tfie 0coboe
BHJMaHI€e VAe/sieTcss pa3paboTKe 1M COBEPLICHCTBOBAHMIO NMPOAYKTOB (CM., HAmp.:
[Deshpande, Farley, Webster, 1993; Han, Kim, Srivastava, 1998]). Hecmotps Ha cpaBHK-
TEJIPHO PeKOe YIIOMIHAHNE STUX OM3HeC-TIIPOLIeCCOB B M3YYEHHBIX paboTax, B HACTO-
sAIeM UCCTIEOBAHNUM B CIIUCOK OM3HeC-TIPOLIeccoB, xapakTepusyomyx KO kommanu,
BK/IIo4eHbl «PaboTa ¢ mepcoHanoM: 0OydeHNe MepcoHala, IOBBIIIEHNE eT0 OpJeHTa-
MM Ha KyeHTa» U «CoBeplIeHCTBOBaHMe IIPOAYKTOB/YCITyTr/CepPBUCOB Ha OCHOBE CO-
6pannoit nudpopmanyn». Takum o6pasom, yposenb KO B KoMITaHWM OIIPeie/ISIOT CEMb
OCHOBHBIX OV3HeC-TIPOLIECCOB.

OCHOBHDBIE BU3HEC-ITPOIECCBI KIMEHTOOPUMEHTNPOBAHHOCTU:
KOHIEIITYA/IbHAA MOJEJIb

BolsiB/IeHHBIe B pe3ybraTe 0030pa IUTEPAaTYpbl OM3HEC-NIPOLECChl ONMUCHIBAIOT
JOCTATOYHO IMIMPOKME OOIaCTU [IeATeIbHOCTY KOMIIAaHMN. [l M3y4eHMs: He TONbKO
Ha/IM41sI CAaMUX OM3HeC-TIPOLIeCCOB, HO U MX B3aMMOCBS3M, KOTOpast OTPaXKaeT peasb-
HBIIL, @ He JleKapupyeMblii ypoBeHb KO koMIaHMi, He0OXOAIMO BBIJIEIUTD B KQX/JOM
Ou3Hec-Tpoliecce KOHKPETHbIE COCTABIIAIONINE.

Céop ungopmanuu o knuenmax, cornmacHo konuenuuu A. Komnu b. SIsopcku [Kohli,
Jaworski, 1990], oma 13 ocHoBHBIX 91eMeHTOB KO. ITpn paspa6orke mkanst MARKOR
aBTOPBI pasnoxunu coop nudopmaiuu Ha oTaenbHble cocTasistomue [Kohli, Jaworski,
Kumar, 1993]. lllecTp MHAMKATOPOB AAHHOM LIKaJIbI, OTHOCAIMEC K cOOpy nHpopMa-
1y, OBUIN arpernpoBaHbl B IBe cocTapiAomye — «IlorydeHne BropudHoi nHpOp-
Manym» u «ArperupoBanue MH(GpOpManuy, IOTYIeHHOI B IMYHBIX KOMMYHVKALMAX C
KeHTOM». IToCKONbKY JlaHHas IIKana ObUla paspaboraHa 6ojee IBYX HECATKOB JIET
Ha3aJl, OHa He BK/II0YAeT TaKOM BaXKHBIN JI1 COBPEMEHHOI KIMEHTOOPUEHTUPOBAHHOI
KOMIIAHIY KOMITOHEHT, Kak «Hamrane CRM-cucremsl» [Chuang, Lin, 2013].

Ananu3 cobpanHoti uHgopmayuu SBISETCS TOTMYHBIM IPOJO/DKeHMeM ee cOopa
[Ortnep, JlaTbimiesa, 2009; Ruekert, 1992], ogHako yacToTa aHa/MM3a U VCHONTb30BaHNe
MOTYYEHHBIX NAHHBIX AJA YNPaBIeHUYECKUX PEIIeHUII OTPa)KaloT YPOBEHb JAaHHOTO
6usHec-mporecca. [I71s1 TOro 4To6bl AaTh eMy OOBEKTUBHYIO OL[EHKY, OBV BbI€/IEHBI
Tpu cocTapnaomme — «/HpopManysa aHaMN3NPYeTCs HAa CUCTEMAaTIYeCKOl OCHOBE»,
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«VIHpopManys aHAIM3UPYeTCs MO 3aIIPOCY/HeOOXOAUMOCTI» U «YIIpaBIeHYecK1e pe-
IIeHV A IPYHIMAIOTCA Ha OCHOBE IOJTY4eHHOI MHPOPMaIN».

Pacnpocmpanerue ungdopmayuu enympu komnanuu. B psape mxan no onexke KO
KOMITaHMM MMEIOTCA VH[MKATOPbl, KOTOPblE ONMCHIBAIOT CBOOOJHBIN HOCTYI M pac-
npoctpanenre nHdpopmanuu Mexnay orgenamu [Narver, Slater, 1990; Kohli, Jaworski,
Kumar, 1993; Narver, Slater, MacLachlan, 2004]. Ha ux ocroBe cdopmupoBaHsl Be co-
cTaBjsoNye O13Hec-mponeccoB — «VHpopMarysa Ha CBOOOTHOI OCHOBE PacIpoCTpa-
HAETCS MeX/y OTHenamMu» u «Bce ypoBHNM yrpaBieHns (OT TOI-MeHeIKMEHTA [0 CIe-
LIVIQ/IICTOB) MMEIOT CBOOOAHBIN JOCTYH K MHpopManym». OfHaKO CBOOOIHBII TOCTYII
He O3HAYaeT, YTO BCe OTHE/IbI IIOHMMAIOT, KaKOJl IMEHHO MHQOpMalieil OHM JO/DKHBI
BafeThb. IlockombKy omHolt 13 ocobeHHOCTell KO sABsAeTcs ee pacnpocTpaHeHue Ha
BCEX YPOBHX U BO BCEX IOAPa3/e/eHNAX KOMIIAHUY, JO/DKHA OCYLIECTBIIATHCS LieHTpa-
JIM30BAaHHAsA PACCBUIKA C Le/IbI0 0OPaTUTh BHUMAHNE KaXX/JOTO COTPYAHUKA Ha JAaHHYIO
nHpopmanyio. Takum o6pasom, B omycaHme 613Hec-mpolecca fobaBieHa TPeThs CO-
crasstomias — «CylecTBYeT LieHTPaN30BaHHAsl PACChUIKA KITI04eBOiT MHGOpMaLmm».

Paspabomxa HO6bIX U COBEPUIEHCINBOBAHUE CYULECTNBYIOUAUX MO06AapOos/ycye/cep-
BUC06 HA OCHOBE COOPAHHOL UHMOPMALUU BBIJIETIEHbl B [BA PAa3/IMYHbIX OM3HeC-TIpo-
1jecca, MOCKO/IbKY pa3paboTka KOMIIaHMell HOBBIX TOBApOB OTHIOAb He O3HAYaeT, YTO
JUIA YBEeINYEHMs YHOBJIETBOPEHHOCTU KIVIEHTOB OHA OTOBA MHBECTUPOBATH B yXKe
cymecTBytomye. OTHAKO IO CBOEMY COIEPKaHUIO STU OU3HeC-IIPOLIeCCH JOCTATOUHO
CXOXU, ITI09TOMY VX COCTABJIAIOIE YaCTUIHO AyOnupytorcs. B mepsyto ouepenp mo-
JINTYKA KOMIIAHMM B OTHOLIEHNM BaKHOCTH Y/{OBIETBOPEHHOCTY K/IMEHTa IIPOLYKTOM
OTpa)kaeTcsl B TOTOBHOCTM BBIJE/IATh HEOOXOAMMBIe pecypchl — «KoMmaHus Beigensaer
pecypchl Ha pa3pabOTKy HOBBIX TOBapOB/yC/Iyr/cepBUcOB», «KoMmIaHusa BoifiensgeT pe-
CYPCBI Ha MOAVIPUKAIINIO CYLIeCTBYIOIINX TOBAPOB/yCIyT/cepBIUCOB». BMecTe ¢ TeM aTO
He 03HaYaeT MX IIPaBIIbHOE UCIIONb30BaHNE, IOITOMY O4eHb BaXKHO, YTOOBI B KOMIIa-
HUMY Te OM3HeC-IPOLIeCChl, KOTOPbIe 00eCcrednBaT paspaboTKy HOBBIX IPOAYKTOB MU
MOZMUKAIINIO CYIIeCTBYOINX, 3aKPENMINCh KaK OffHA U3 IIA0/IOHHBIX o6/macTeil ee
IleATeTIbHOCTI. B 9T0i1 cBA3Y B 06a 6U3Hec-IIpoliecca BKIIOYEHbI TaKye COCTABIIAOLINE,
Kak: «<EcTb ycTaHOB/IeHHBIE OVMI3HEC-IIPOLIECCH 0 pa3pabOTKe HOBBIX TOBAPOB/YCITyT/
CepBICOB», «ECTh ycTaHOB/IEHHbIE GM3HEC-IIPOLIECCHI TI0 MOAM(IKALIN TOBAPOB/yC-
JIyT/CepBIUCOB».

[TonyueHue oOpaTHOI CBA3M OT KIMEHTa — HEOTbeM/IeMas YacTb JeATeTbHOCTI
K/IMeHTOOPYIEHTMPOBAHHOI KOMIIAHUY, HO MOTy4YeH1e 0OpaTHO CBA3Y I pa3pabor-
K/ HOBOTO IIPOIYKTa U HENOCPENCTBEHHOE MCIIONb30BaHMe 9TONM MHGOPMALUM /1A
MoAVIpUKAIMN yKe CYIeCTBYONX He0OX0AMMO BBIIEIATD KaK OTAE/IbHYI0 COCTABIIA-
IOIIY0, IOCKO/IBKY JAHHBIEe 61I3HeC-IPOL[eCChl HEPEAKO MPOVICXOAAT B Pa3HBIX OTAEIaX
kommanuu. Cocrassiomas «[lorydenne o6paTHON CBsI3M OT KiMeHTa U MopmduKa-
IUs1», KOTOpasi HEOJHOKPATHO YIOMUHaeTCsl B pasnmumyubix mkanax [Kohli, Jaworski,
Kumar, 1993; Narver, Slater, MacLachlan, 2004], 6b11a BbiienieHa yisi 6M3Hec-Iporiec-
ca pa3paboTKu HOBOro mpoaykra. IIpy paboTte ¢ yKe CyIIeCTBYIOIMMM IPOSYKTaMU
0c00YI0 3HAYMMOCTD NPHOOpeTaeT He CTONBKO MONTydeHue 0OPaTHON CBS3Y, CKOTIBKO

64 Becmuux CII6I'Y. Menednmernm. 2017. T. 16. Boin. 3



Knuenmoopuenmuposannocmo KOMRIAHUIL HA POCCUTICKOM PblHKe: 0eKIaPAUUS UNU PeanvHOCHb?

HOHMMaHMe TeKyIell IIeHHOCTY IIPOAYKTA /ISt K/IMEeHTa, IO3TOMY ObLIa BbIfie/IeHa ellje
omHa cocrapiAomas — «[lepromyeckas omeHKa IEHHOCTH /I KJIMEHTOB TOBApOB/
yCIIyT/CepBUCOB».

Paboma ¢ nepconanom (00yuerue nepcoHana, nosviuieHue ezo OpueHMauuu Ha
knuenma). CormacHo pesynbratam uccrnenosanuit [Kohli, Jaworski, 1990], ogaym us
($akTOpOB PasBUTHUSA KIVEHTOOPUEHTUPOBAHHOCTY B KOMIIAHWUM SB/IACTCS IPUHATHE
ee IIeHHOCTell Ha YPOBHE TOII-MeHePKMeHTa ¥ KOMMYHMKAIVA HYDKeCTOAIINM COTPYA-
HUKaM. [IaHHBII IIPOIlecC C/IefyeT BBIAEMUTb KaK OfHY M3 COCTABJAIIINX pabOThI C
nepcoHanoM 1o nponsipkeHnio KO B xomnanmym — «KMeHTOOPMEHTHPOBAaHHOCTD
CIIYCKAeTCs KaK LIeHHOCTb OT MEHeI)KMEeHTa K COTPYAHMKAaM KoMIaHum». OZHUM U3
C11oc060B KOMMYHMKALIMV PYKOBOJICTBA U COTPYAHVKOB SABJIAIOTCA TPEHUHIM, IPUYeM
pasBuTKe HaBbIKOB U LeHHoCTell KO y coTpyIHMKOB KOMIIAHNM BefleT K IIOBBIIIEHNIO
00111eT0 YPOBHS ee K/IMEeHTOOPUEHTUPOBAaHHOCTY [Saxe, Weitz, 1982]. Takum obpasom,
B KauecTBe CaMOCTOATE/NIbHON COCTABILAIOIIENl MOXKHO Bble/NTb «lIpoBefeHne Tpe-
HVHTOB JUIA NepcoHanar. Kiouesble nokaszarenu ap¢dextnHocTr (Key Performance
Indicators — KPI) koMmauum u ee COTpYJFHMKOB CTPOSATCS COIVIACHO CHCTEMe ee IIeHHO-
creit. KoMIIaHNIO He/lb3s Ha3BaTh K/IMEHTOOPMEHTIPOBAHHOI, €C/IN B ee LeJIAX He 3Ha-
yarcs KaodeBble oKasaTea KO — JI0s/IBHOCTD, YHOB/IETBOPEHHOCTD 1 fip. OgHaKo
He TonbKo KPI xoMImaHuM JO/DKHBI OTpakaThb cBA3b ¢ KO, HO U COTPYIHUKM HOJDKHBI
OBITP MOTMBUPOBAHBI Ha MX yIydlleHue. [I09TOMy OffHa U3 COCTaBIAIOMINX PabOTHI C
nepcoHanoM — «KPI cOTpyIHMKOB MMEIOT CBA3D C OpMEHTALMEN Ha KIMEHTOBY.

Paszsumue omnowenuii ¢ knuenmom. Kax oTMedanoch, Ipy HOCTAHOBKe CBOUX Iie-
Jiejl KTMeHTOOPMEeHTHPOBAHHASA KOMIIAHM JO/KHA OIIpele/lNTh II0Ka3aTe/In o n3Me-
PEHUIO YAOBIETBOPEHHOCTH, TOS/IbHOCTY U Ap. (cM.: [Narver, Slater, 1990; Deshpande,
Farley, Wedster, 1993; Narver, Slater, MacLachlan, 2004]). 9ta cocraBnsomas cdop-
MynupoBaHa Tak: «CylecTByeT CUCTeMa OLeHKY PAa3BUTHUA OTHOLIEHMII C KIMEHTOM».
OnHolt 13 0COOEHHOCTEN! KIMEeHTOOPUEHTUPOBAHHOTO MTOIXO/A SAB/IACTCS JOITOCPOY-
Has opuenTtauus [Onpamesa, [llnpmosa, 2013; I'ynakoa, Pe6s3una, CMupHOBa, 20155
Deshpande, Farley, Webster, 1993], koTopasi 6b11a BbIfje/leHa B Ka4eCTBE COCTABIAIOLIe
6usHec-miporiecca — «ITaH MO pasBUTHIO KIMEHTA B JOITOCPOYHON IEPCIEKTUBE».
PasButue oTHOIIEHNIT — 9TO BCerfia BYXCTOPOHHEE B3aMMOJEIICTBME, IO9TOMY M/
6os1ee TIOJTHOTO OIMCAHMs pacCMaTpPUBaeMOro OusHec-mpolecca Opta fobasaeHa co-
crapsmonas — «[lomydeHne o6paTHOl CBA3M OT KIMEHTa».

Ha puc. 2 orobpaskeHbl 613HeC-TIPOL[eCChl KIMEHTOOPMEHTUPOBAHHOCTI KOMITA-
HVM U UX cocTapsonye. [IockombKy 6M3Hec-IIpoIiecchl TECHO KOPPETUPYIOTC MEX/TY
c000i1, B&)XKHO IIOHMMATh UX MOC/IE[OBATEIbBHOCTD U B3aMMOCBSA3N. /IS MOMTHOTHI X
OIMICAaHMsI yKa3aHBbl OT/e/bl, KOTOpble MIPUHMMAIOT B HUX y4dacTie. Takum obpasom,
criennpuKaLUA COCTABIAIIINX OM3HEC-IIPOLIECCOB TO3BOIAET OLIEHUTD UX (HOpMab-
HOe Ha/IM4uye B KOMIIAHUY ¥ TIOHATb, HACKO/IBKO YCIEIIHO OHM (PYHKIVMOHMPYIOT. Vc-
CIefOBaHMe Ha YPOBHe OM3HEC-IIPOLIECCOB U X COCTAB/IAIONINX IIPEIOCTaB/IAET BO3-
MO>KHOCTb OOBEKTUBHO OLIEHUTD, YTO CTOUT 32 9P PEKTHBIMM C/IOBAMIU KOMITaHWIT 00
X BBICOKOJ K/IMEHTOOPMEHTUPOBAHHOCTH.
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METOIOJIOI'NA MCCIEJOBAHNA

Husaiin uccnedosanus. [1na 6omee rmy6oKOro MOHMMAHNSA CYLITHOCTM M B3aVIMO-
CBSA3Y OM3HEeC-IIPOIeCCOB Y VIX COCTABIIAIOIINX Ha SMIIVPUYECKOM 9Talle UCC/IeOBAHN
OBIT MCIIONBb30BAH Ka4eCTBEHHBINI METOJ] I/TYOMHHBIX MHTEPBBIO C IPeCTABUTEIIMNU
xoMnaHmit. ITocKO/IbKY Ha pOCCUIICKOM pBIHKe BCTpedaeTcs pekmapupyemas KO [Iy-
nakoBa, Pe6sasuna, CmupHOBa, 2015], 6610 pelIeHO IPOBECTH MOMYCTPYKTYPUPOBAH-
Hble MHTEPBbIO, He Ha3bIBas PeCIOHAeHTaM OmsHec-mponecchl, npucymue KO. Tarig
rny6uHHOro MHTepBblo (IIprnoskenne 2) O6bUI COCTaBIeH TaK, YTOOBI MaKCUMalbHO
BBIBECTV PECIIOHJEHTa Ha 00Cy>XeHNe KIMEeHTOOPUEHTUPOBAaHHOCTU M CBA3AHHBIX C
Hell Ou3Hec-TIpoIeccoB. BMecTe ¢ TeM MHTEpBbIOEp He HaBasl «IOJCKA3Ky» PECIIOH/eH-
TaM, KOTOpbIe MOI/IN OBITh 6€30CHOBATEILHO YBEPEHbI B K/IMEHTOOPUEHTPOBAHHOCTH
CBOell KoMITaHVM. JJaHHBI MeTOJ, TO3BO/IMI IIOTYYUTH 60/Iee 0O BEKTUBHBIE TaHHBIE I
136eXaTh 3aBBILIEHVS PECIIOHJCHTAMI OLIEHOK, YTO 3a4acTy0 IPUCYTCTBYeT B KO/MNU-
4eCTBEHHBIX MeTO/jaX IIPY JCIIO0/Ib30BaHNM IIKasbl JIaiikepra.

VHTepBbIO OBUIN IPOAHAIN3NPOBAHBI C MCIIO/Ib30BAHVEM KOHTEHT-aHa/IN3a, Ipo-
BE[ICHHOTO II0 MeTOAMKe, NO3BOJIAIOIIE)l OCYIIEeCTBUTDh CUCTEMAaTH4YecKoe M3ydeHue
cemanTuyeckoit nHpopmanuu [Krippendorff, 2004]. B koHTeHT-aHanMM3e yunTHIBAET-
Cs 4acTOTA YIIOMMHAHMA Ppas, KOTOpbIe TOTMYECKU CBA3aHBI C (PaKTOPaMM VCXOHON
Mogpenu. IIpyu TakoM MeTofe, ICIIONb3Ys /NIIb Ka4eCTBEHHbIE JaHHbIE, MOXKHO OIIpe-
[e/UTb Hamm4uye 6M3HeC-IpOLecCOB M BBIABUTD NPU3HAKM NPUYMHHO-CIEACTBEHHO
CBSA3Y MEXY HUMIL.

Matepnanbl MHTEPBbIO ObUIN pacinpPOBAHBI, CKAThl ¥ 3aKOMPOBAHBI C IOMO-
b0 GOpPMBI /I KOAMPOBaHMUA, pa3pabOTaHHON Ha OcHOBe OusHec-mpouecco KO.
EnvHuneit aHamu3a B paMKaxX KOHTEHT-aHa/IN3a SABJIAINCh KOHKPETHbIE BBICKa3bIBAHNA
0 6usHec-nporeccax (KOHCTPYKTBI) 1 00 MX COCTaB/IAMINX (TOTKOHCTPYKTHI). Janee
OBUIVM OIIpefie/IeHbl TaKye XapaKTepPUCTUKY KOHTEHT-aHaIM3a, KakK dMUYecKas JOCTO-
BepHOCTD (emic validity) n K0aduiymeHT cormacus Mexay Kopuposiukamm. Kaxmoe
VHTEPBbIO OBIIO 3aKOAVPOBAHO TpeMs KOAMPOBIIMKAMY, KOTOpble He IPMHUMAIN
y4dacTus B cOOpe TaHHBIX ITyOMHHBIX NHTepBbI0. Koaduument cormacusa mexay Ko-
OMPOBIIMKAMIU MMeeT CpefHee 3HaueHue 72% (mquamason ot 57 no 89%), koTopoe co-
OTBETCTBYeT 3HAYEeHVAM KO3(PPUINEHTOB COI/IacusA B KaueCTBEHHbIX MCCIeSOBaHMAX
[Krippendorft, 2004]. ITocme o6cyxueHns MMeBIINXCA PasHOIIACUIT OBUI JOCTUTHYT
KOHCEHCYC 10 BCEM BOIIPOCAM.

KoHTeHT-aHa/mm3 — Ka4eCTBEHHO-KO/IMYEeCTBEHHBIN MeTOJl, 0COO@HHOCTb KOTOPO-
TO COCTOUT B TOM, YTO COOP JaHHBIX U X KONMYIECTBEHHas: 00paboTKa MPOUCXOMAT IIy-
TeM KOAMPOBAHMA (CXKATVA) TEKCTA, T. €. OTBETOB PECIIOH/IEHTOB. B paMkax HacTosIIero
VICCTIelOBaHNs COOP HAaHHBIX IPOBOAWUICS B GOpMe ITyOMHHBIX MHTEPBBIO ¥ BOIIPOC O
CTATUCTUYECKON pemnpeseHTaTMBHOCTY He cTaBmicsa. CormacHo [Krippendorft, 2004],
IJ1A aHa/IN3a, KaK IPaBIIO, MOKHO orpaHN4nTbcA 30 MHTepBbI0. OCHOBHON KpUTepuit
JOCTAaTOYHOCTU IPOBENEHNs ITyOMHHBIX IHTEPBbIO — 3TO IIOBTOPAEMOCTb OTBETOB,
KOI7ZIa B XOfie IIOC/Ie[YIOLIIX NHTEPBbIO HOBbIE IIOKOHCTPYKTHI He BBLAB/IAIOTCSA [Pebs-
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3MHa U Jp., 2011]. [JaHHbIIT KpUTEpUit OBUT BHITIONHEH B PaMKaXx MCCIeNoBaHMs Ha 50 MH-
TePBBIO, HO JI7Is1 OOJIbIIIElT TOCTOBEPHOCTH BhIOOPKA OblTa paciiupeHa 1o 61 MHTEPBbIO.

Onucanue vi60pku. JI7st TeCTUPOBaHNS OCHOBHBIX OM3HeC-IIPOLIECCOB, XapaKTep-
HBIX JI/Is1 KTMEHTOOPUEHTUPOBAHHOCTH, B TedeHe 2015 T. ObITN TPOBefIeHbl MHTEPBHIO
¢ MeHemKepamu 61 komnanuu. [ 6onee rry6oKoro n3ydeHns 6M3Hec-IpOLeCCcOB MH-
TepPBbIOVPOBA/INICh PYKOBOAMUTE/NIN OT/E/I0B MAPKETUHTA, IIPOAXK MM TOII-MEHEeIXKMEHT
KOMITaHUM. B BBIOGOPKY BOLIIM KOMIIAHMY, ONEPUPYIOLVe HA POCCUIICKOM PBIHKE, C
PpasnMYHOI IPUHAJIEKHOCTHIO KAlIUTaNa: POCCUNCKMM, MHOCTPAHHDBIM U CMEIIaHHBIM
KaruTtanoM (tabm. 2). OfHako 60MBIIMHCTBO PECTIOH/IEHTOB (66%) ABIAMNUCH TIPECTA-
BUTEIAMY KOMIIAHUI C POCCUIICKUM KallMTaTOM.

Tabnuya 2. Onncanue BbIOOPKM, O, %

Tun ppinka
B2B B2C B2B u B2C
39 36 25
Bupbl ppIHOYHOTO IPE/IOKEHN

ToBapsr Yenyrn Tosape! 1 ycnyru

49 46 5

TepputopuanbHoe pacnpeneneHne KOMIaHmi

Mocksa Cankr-IletepOypr Jpyrue peruonml

75 18 7

Hpnnannexmocrb Kanurajaa KOMIIaHUn

COBMECTHBIIT pOCCUIICKIIT
Y MHOCTPAHHBIII

66 26 8

Poccuitckmit MHocTpaHHbIN

Kakx BupHO 13 Tab/1. 2, B BBIOOpKe NPUCYTCTBYIOT KOMIIAHNY, IPeACTaB/IAIOLe
pasmuunble poraky (B2B, B2C n coBmemennsie — B2B 1 B2C) u pa3naHble pplHOYHbIE
IpeIoKeHnA (TOBaphl, YCIYTY U COBMeIlleHHble — TOBapbl 1 ycryrn). leorpadus Bbl-
OOpKM He TaK pa3sHOOOpa3Ha, IIOCKOIBKY PECIIOH/ICHTHI YKa3bIBa/IM TOPOJ, B KOTOPOM
pacrnosaraeTcs LeHTPalIbHBIN oQuC.

TECTMPOBAHME HAJINYMA OCHOBHBIX BU3HEC-TIPOLIECCOB
KJIMEHTOOPUMEHTUPOBAHHOCTV KOMIIAHUI HA POCCUICKOM PBIHKE

KoHTeHT-aHa/M3 10 OCHOBHBIM O13HeC-IIpolieccaM OKa3ajl JOCTATOYHO BBICOKYIO
YaCcTOTY YHOMMHAHUA pecrioHfieHTaMy (6omee 45%) kaxoro u3 Hux (tabm. 3). Kak n
B TeOpeTUYeCcKux paborax, Hanmbomee YacTo yKa3bIBa/lIUCh OM3HEC-TIPOLIECCHI, OMChI-
Barolue co6op mHbopManuy o KameHTax (93,4%), aHamu3 coOpaHHON MHPOpMAIVN
(75,4%) n pacnpocTpaHeHue nHGopManuy BHyTpu Kommanun (83,6%). Bmecre ¢ Tem
He BCe PeCIIOH/IeHTbI, KOTOpble oTMevasy Hamndue «Coopa mHbOpMaLny O K/IMeHTax»,
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roBopuu o «PacripocTpanennu nHGOpMaVy BHYTPY KOMIIAHUY» 1 ellle peXke Ha3bl-
Ba/u «AHamm3 cobpaHHoIT MHPopMaryy». CaMblil HU3KIIL TPOLIEHT YIIOMIHAHWIT — Y
OusHec-mporiecca o pabore ¢ mepcoHanoM (45,9%), XOTs UMEHHO IePCOHAN KOMIIa-
HUM ABJAETCA CBASYIOIIVMM 3BEHOM MEXIYy KOMIIaHMEN M KIMEHTOM, a CTaHOBJIEHNE
KOHIIEIIMI K/IMEeHTOOPUEeHTUPOBAaHHOCTY CBsA3aHo uMeHHO ¢ KO nepconaa.

Jlanee ObUmM paccuMTaHbl HemapaMeTpudeckyue KoapQPUIMEHTb KOpperalun

Cnmpwmena (ps) (puc. 3).
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e | EF| x| gES| 859 | g 5E| 58
o <5 | Az A28 OoOR8 | &5 &2
C6op midopmarnu 1,000 | 0,310° | 0,419 | 0,146 0,183 0,244 | 0,204
O K/ZIMEHTax
Aaus cobpasnoit 0,310° | 1,000 | 0364” | 0,142 0,298 0,220 | 0,027
nHbopManun
Pacnpocrpanenue
uHpOpPMALNY BHYTPU 0,419™ | 0,364™ 1,000 | -0,067 0,081 -0,036 | 0,021
KOMIIaHUN
PaspaboTka HOBBIX
TOBAPOB/YCHYT/CEPBUCOB | 46 | 147 | _0067 | 1,000 | 0475 0,086 | 0,072
Ha OCHOBE¢ CO6paHHOI/I
nHbopManuu
CoBeplIeHCTBOBaHME
TOBApOB/YCHYT/CEPBUCOB | 1a3 | (298" | 0081 | 0,475 1,000 0,166 | 0,177
Ha OCHOBE C06paHHOI/I
undopManum
Pab6ota ¢ mepcoHanrom
(6yene mepconara, 0,244 | 0,220 | -0,036 | 0,086 0,166 1,000 | 0,309"
IIOBBIIIIEHNE €T0
OpMEHTalVn Ha KTII/ICHTa)
Pagpurrite oTROMERMI 0204 | 0,027 | 0021 | 0072 0,177 | 0,309" | 1,000
C KIIMEHTOM

Puc. 3. KoppenAnnoHHas MaTpuiia 6M3HeC-IIPOLeCCOB KIMEHTOOPYEHTUPOBAHHOCTH
B KOMITaHVAX BBIOOPKY
IIpuMeuaHus: 1)* — koppenAuus 3HaunMa Ha yposHe 0,05 (IBYXCTOpOHH:AA); ** — Kopperanya
3HayMMa Ha ypoBHe 0,01 (ZByXCTOPOHH:AA); 2) MOMYXMPHBIM HIPUGTOM BbIfieIeHbl KO3 PUIMEHTBI KOpP-
penALuM, HpeBbllIaolye BBIOpaHHOE IOPOroBOE 3HAYEHE.
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Jnsa mpusHaHMA CBSA3M MeX[y OM3Hec-IpoleccaMyl 3Ha4MMON KoadduumeHt
KOppe/ALNM [O/DKEH NPEeBbIIaTh IOporosoe 3HadeHne, papHoe 0,40. Koppenaunon-
HBIJI aHA/IN3 [I0Ka3aJl HaIM4Me CBA3Y MeXy TaKuMM O6M3Hec-Iporeccamy, Kak «Coop
uHdopMaLuu o K1meHTax» u «PacrpocTpaHeHne MHGOpMaNy BHYTPU KOMITaHWUI»
(ps = 0,41), a TakKxe Mexxay «Pa3paboTKoil HOBBIX TOBapOB/ycnyr/cepucos» u «Cosep-
IIEHCTBOBAHMEM TOBapOB/yCyT/CepBUCOB Ha OCHOBE COOpaHHOI MHOopManm» (ps =
=0,47). Mexxay ocTanbHBIMY OM3HEC-IIPOIleccaMyl KOPPeJIALVM He 3HAYMMBI — CTIefio-
BaTe/IbHO, B KOMIIAHUAX PECIIOH/IEHTOB JaHHbIe OM3HEC-IIPOIeCChl He CBS3aHBbI.

AHanu3 4acTOTHl YIOMUHAHMA OM3HeC-IPOLEeccOoB (KOHCTPYKTOB) IPOAEMOH-
CTPMPOBAJI JOCTATOYHO BBICOKVE Pe3y/IbTaThbl, OHAKO COCTAaB/IAKIINE (TIOAKOHCTPYK-
THI), KOTOpBbIe ObIIV BbIJIE/IEHBI 110 KaXK/[OMy OM3HeC-IIPOIlecCy, YIOMIHAINCH TOPa3o
pexe (tabn. 3). Hanpumep, o «Coope nHdpopmanym o kameHTax» ropopumn 93,4% pe-
CIIOHJIEHTOB, HO cocTaBjsomas «[lomydyenne BTopiyHON MHPOpMAII» YIIOMUHAIACh
BfiBOe pexe (42,6%), aHanmu3 coOpaHHOI MHPOpMauUu OTMeTUIN 75,4% pecroH/eH-
TOB, HO TONbKO 49,2% VCIIONb3YIOT €€ I IPUHATHA YIIPABI€HYECKNX pEeUIeHNI.

Tabnuya 3. YacToTa yIMOMUHAHUIL PeCIOHAEHTAMN GM3HEC-IPOLIECCOB
K/IMEHTOOPUEHTIPOBAHHOCTH 11 X COCTaB/IAIONIMX

busnec-npoueccel KIMEHTOOPNEHTUPOBAHHOCTH I Yacrora IIpouent
MX COCTaB/IAIONIIE YUOMUHAHMA | YIHOMUHAHIA
1 2 3
C60p nHpopmMaIum o KIneHTax 57 93,4
ITonydenue BropyyHOi MHGOPMALIUI 26 42,6
Arperuposanue nHGOpManuy, HOTy4EHHON B TMYHBIX 40 65.6
KOMMYHUKAIVAX C KTMEHTOM ’
Hamuane CRM-cucrembr 30 49,2
Ananmum3s cobpaHHOIT nHGOpMaLUK 46 75,4
Mudopmaius aHamM3UPyeTCs Ha CUCTEMATHYeCKOil OCHOBE 30 49,2
Nudopmaius aHaIM3MPyeTCs 110 3aIpoCy/He06X0MMOCTI 22 36,1
YnpapneHveckue pelieHus MPUHUMATCA Ha OCHOBE 30 492
HOJTy4eHHOI NHbOpMAaLN ’
PacripocTpanenne nHboOpMaIy BHyTpY KOMIIAaHUU 51 83,6
Vndopmanus Ha CBOOOJHOI OCHOBE PACIIPOCTPAHACTCA 34 557
MEeX]Ty OTfelaMu ’
Bce ypoBHM yripaBnieHns (OT TOII-MeHEPKMEHTA JI0 2 36.1
CIEIMAICTOB) MMEIT CBOOOJHBIN JOCTYI K MHGOPMAIINN ’
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Oxonuanue mabn. 3

1 2 3
Cyl1ecTByeT IIeHTPaIM30BaHHAsl PACChIIKA KITI04eBOil 9 148
unbOpMaLUK ’
Pa3paboTKa HOBBIX TOBApOB/yC/Iyr/CepBUCOB HA OCHOBE 3 525
cobpaHHOII MHGOpMALVN ’
KoMranns BbIzessieT pecypcbl Ha pa3paboTKy HOBBIX 10 164
TOBapOB/yCITyT/CepBICOB ’
Ectb ycTaHOBIEHHBIE OM3HEC-TIPOLIECCH TI0 paspaboTke 8 131
HOBBIX TOBapOB/yCIyT/CEPBUCOB ’
C60p 00paTHOII CBSI3U OT K/IMEHTA U MOJ(UKALIVST 41 67,2
CoBeplIeHCTBOBaHE TOBAPOB/yC/IyT/CepBUCOB HAa OCHOBE 36 59.0
cobpaHHOII MHPOpMALN ’
KoMranns BbizensieT pecypcbl Ha MOANGUKALINIO 16 262
CYILECTBYIOLUIMX TOBAPOB/YCIyT/CEpBICOB ’
EcTb ycTaHOBIIEHHBIE OM3HEC-IIPOLIECCHI 10 MOAM(UKALINN - 115
TOBApOB/YCIIyT/CepPBICOB ’
ITpoBoanTCs MepuopuIecKas oljeHKa IleHHOCTU TOBapoOB/ 71 34.4
YCIIyT/CcepBIUCOB /IS K/IMEHTOB ’
Pa6ora ¢ epconanom (o6ydeHne nepcoHaa, MOBbIIIEHNE )8 45.9
€r0 OPMEHTAINY Ha K/INEHTA) ’
KimmeHTOOpueHTVPOBaHHOCTD CIYCKaeTCA KaK [eHHOCTD OT 2% 426
MeHeKMeHTa K COTPYIHMKAM KOMITaHWM ’
JIns mepcoHasa MpoBOAATCA TPEHUHTU 13 21,3
KPI coTpynHMKOB MMEIOT CBA3h C OpMEHTALVEN Ha KIMEHTOB 24 39,3
Pasputne oTHOIIEHMII C KTMEHTOM 38 62,3
[Tony4eHue 06paTHOI CBA3M OT K/IMEHTA 51 83,6
[Tnan o pasBUTUIO KIMEHTA B IOITOCPOYHOII NepCIeKTUBe 18 29,5
Cy1ecTByeT cucTeMa OLleHK!) pa3BUTVA OTHOLIEHNI] 10 164
C K/INEHTOM ’

KoHTeHT-aHamm3 6113HeC-IIPOLICCOB M MX COCTAB/IAIONINX ITOKa3a/l 3HAUNTETbHYI0
BapMalMIo IO YacTOTe ynoMuHaHmit: oT 11,5 mo 93,4%. JJaHHbIe pe3ynbTaThl CBUfE-
TE/IbCTBYIOT O TOM, YTO B OO/IBIIMHCTBE KOMIIAHMII IIPUCYTCTBYET JINIIb HAMEHOBaHNe
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6usHec-mporiecca, HanpuMep, «PacipocTpaHeHye NHPOPMAIMU BHYTPY KOMIIAHNUN»,
HO KOHKPETHBIX JISVICTBUII 32 9TUM HeT: CBOOOHBII JOCTYI K MHPOPMALIUU Y COTPYA-
HUKOB OTCYTCTBYeT, pacChlIKa K/II04eBOi MH(POpMaLNM He HaCTPOEHa.

Kak n 14 6u3Hec-1porieccos, 1A CucKa OM3HeC-IIPOIecCOB U MX COCTABIIAIONINX
ObIIV paccUMTaHbI HellapaMeTpudeckye KoapduuyeHTsl koppemnsanyy CrnupMena (ps).
IToporoBoe 3HaueHre K03 duieHTa KOppeAIN /I IPU3HAHNS CBA3Y YCTAHOBJIE-
HO Takoke Ha ypoBHe 0,4. Ha puc. 4 npeacraBieHa cxema KoppenAluil 61sHec-Ipoliec-
COB (KOHCTPYKTOB) KJIMEHTOOPUEHTVPOBAHHOCTY U UX COCTABIIAIONINX (IIOJKOHCTPYK-
TOB), UMEIOIUX OOJIee OHON CBA3ML.

ArperupoBaHue [Tomy4yenue oOpaTHOI
uHGOPMAITHIH, 0,52 CBSI3U OT KJIMCHTA 0.48
MOJyYE€HHOU B JINUHBIX ’
0,44 KOMMYHHKAIUSIX
C KJIMEHTOM 0,54 Pa3Butue
OTHOLIEeHU
0,54
’ € KJINEHTOM
YmpapieH4ecKue
pelieHus
MPUHUMAIOTCS Ha N
p 3 C60p obparHoit 07 CoBepilIeHCTBOBaHHE
HOBC IMOJTyYCHHON >
OCHOBC TOJYHCHHO CBSI3M OT KJIUCHTA MpOayKTOB/ycayr/
uHpOpMaIH
dopmart 04l ¥ MoaMpUKALIS CEePBHCOB HA OCHOBE
’ coOpaHHO#
0,49 nHpopManun
0,45
Nudopmanus K
AHaau3 bopmar
. aHAJIM3UPYETCS Ha
coOpaHHO# N
CHCTEeMAaTHIeCKOI
unpopmanun | 0,56 0,48
OCHOBE

Pa3paboTka HOBBIX
TOBApoOB/ycJyr/cepBUCOB
HA OCHOBe COOpaHHOM
HHpopManuu

0,49

[TonyuyeHnue BTOpU4UHON

nHpOpPMAIH U
UCCIICOBaHUIA PhIHKA

Puc. 4. Cxema KoppenAnnit 613Hec-IpoLecCOB KINEHTOOPUEHTVPOBAHHOCTI 1 MX COCTABIIAIONINX

ITpuMedaHue: IBETOM BbIJje/leHbI OM3HEC-TIPOL[ECCHI.
HOHKOHCTPYKT <<HO}IY‘~I€HI/I€ 06paTHOf/1 CBA3NM OT KJIMEHTa» MMeEET Koppemm}/m C

YeTBIPbMA APYTUMU U ABJIAETCA LeHTPA/NbHONM IIepeMEeHHON B YCTaHOBJIEHHBIX B3au-
MocBs3aX. OfUH U3 KOHCTPYKTOB, C KOTOPBIMM OH KOppeIupyeT, — 3T0 OM3HeC-IIpo-
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necc «PasBuTne oTHOMEHNI ¢ KiMeHTOM» (ps = 0,48). [lonyueHne obparHoI CBA3Y OT
KIMeHTa — ocHoBa s passutusa KO u ee 6a3oBas cocTapsAonias, KOTopasi JO/DKHA
OBITB CBsI3aHa CO BCceMM OM3Hec-TpolieccamMyt B KoMmanuu. OcoOblil MHTepec BbI3bIBaeT
CBSI3b IIOJIKOHCTPYKTOB «ATpernpoBanue MHGOPMALNH, ITIOTYIeHHON B IMYHBIX KOM-
MYHUKaLMAX C KJIMEHTOM» U «YIIpaB/ieHYeCKIe PellleH) A IPVHMMAIOTCA Ha OCHOBE I10-
nydeHHoV HpopMarym» (ps = 0,44), KOTOpasi IOKa3bIBAET, YTO OCHOBOJ /IS IPUHATHS
pelleHuit ABAeTCs He BTOpUYHas MH(OpMaIys, a MMeHHO MH(OpMAIVs OT KJIMeHTa.
Kpome Toro, Ba)kKHO OTMETUTDb IPAKTUYeCKOe OTCYTCTBME KOppesaluil 61sHec-1po-
IIeCCOB C MX cOocTap/AomyMu. Hanbosbiee KommiecTBO KOPPEALNIL CO CBOUMU CO-
CTaBJIAIOLIVMY MMeeT OM3Hec-TIpolecc «AHanmm3 coOpaHHO MHPOPMALMI», KOTOPDII
KOppeNMpyerT ¢ HOAKOHCTPYKTOM «VIH(popManys aHamM3UpyeTcsl Ha CUCTeMaTN4eCcKoil
ocHoBe» (ps = 0,56), «YIIpaB/eHYecKye pellleHNs IPYHUMAIOTCS Ha OCHOBE ITOJTy4eH-
HOMI I/IH(l)OpMaIH/H/I» (pS =0,49), a TakxKe ¢ IIOIKOHCTPYKTOM PYrOro 6m3Hec-TpoIiec-
ca — «[lomy4yenue Bropumunoi nuadopmanum» (ps = 0,49). IlogkoncTpykThl «VHDOP-
MalysA aHAIM3UPYETCA Ha CUCTEMATUYECKON OCHOBE» U «YIpaBJI€HYECKME PelleHNs
HIPUHUMAIOTCA Ha OCHOBE IIOJTY4eHHON MHQOpMAILUu» TakKe KOPPEIUPYIOT MEeXAY
co6oit (ps = 0,41). JlaHHBIe B3aMMOCBS3M ITOKAa3bIBAIOT, YTO OM3HEC-TIPOLiecC aHAIN3a
MHpOpMALMY B KOMITAHUAX PECIIOH/IEHTOB JIeJICTBUTE/IBHO MMEETCS Y JOCTATOYHO XO-
potuo otnakeH. OHAKO IO OCTA/TbHBIM IIeCT OM3Hec-IpoleccaM KINeHTOOPUeHTH -
POBAHHOCTY TaKMX BBIBOJOB CIENaTh HEb3A.

IIpoBeneHHbIN aHAIN3 TIOKA3a/l HaIMdye KOppeAnuil MeX/1y HeCKO/IbKMMM I1apa-
MM HOKOHCTPYKTOB, HAalIpMep BbIJielIeHNeM PeCypcoB Ha pa3pabOTKy HOBBIX TOBa-
POB U BBbIJIe/IEH)EM PecypcoB Ha MOAM(UKALMIO CYIIeCTBYOIX ToBapoB (ps = 0,54),
Ha/I4meM OM3Hec-TIPOLIeCCOB II0 pa3paboTKe HOBBIX TOBAPOB U OM3HEC-TIPOLIECCOB 10
MopuduKanyy ToBapos (ps = 0,77). Koppensuys MeXXgy HUMM 0ObSCHACTCA TEM, UTO
3a pa3pabOTKy HOBOTO ¥ MOAM(MUKAIVIO CYLIECTBYIOIIETO Yallle BCero OTBEYAIOT OHN
VI Te 5Ke OTZEJIBI ¥ TaM, IJie OT/IaKeH OAMH OM3HeC-TIPOoLecc, IPUCYTCTBYET U IPYTOIL.

TaxuM 06pa3oM, KOppeIALMOHHBII aHA/IN3 IT0Ka3a/l OTCYTCTBYE CBsA3€N KaK MeX-
Iy HEKOTOPBIMU OM3HeC-TIpoLleccaMM, TaK ¥ MEX/y COCTABISIOIMMY BHYTpU O13HeC-
mporiecca. ITo CBU/IETE/IbCTBYET O HEIIOTTHOLIEHHOM (PyHKIIMOHMPOBAaHUY OU3HeC-TIpo-
11€CCOB KIMEHTOOPVEHTUPOBAHHOCTU B PACCMOTPEHHbIX KOMITAHMAX.

3AK/IIOYEHIUE

OcHoBHa 3ajjaya HACTOSIIETO MCCIENOBAHMSA COCTOSI/IA B BBISICHEHUN TOTO, KAKOB
XapaKTep KJIMEHTOOPMEHTMPOBAHHOCTM KOMIIAHMIL, ONEPUPYIOLINX HAa POCCUIICKOM
pbiHKe. PesynbTaTbl KOHTEHT-aHa/IN3a NHTEPBBIO C IPefiCTaBUTENAMY KOMIIAaHUII I1Of-
TBepAWIN CriennuIecKnit XapakTep KIMEeHTOOPUEHTUPOBAHHOCTY Ha POCCUIICKOM
PBIHKE U BBIABVJIM HEKOTOPbIE IIPUMYNHBI €€ OT/INYMA OT KIMEeHTOOPMEeHTUPOBAHHOCTH
Ha 3apyOeXHBIX PbIHKaX. B mepByIo ouepesb aHaIN3 OATBEPAIII HAJIMYNE IeK/IApUPY-
emoit KO Ha poccuiickom poike [ITonos, TpeTbsk, 2014; I'ynakosa, Pe6ssuna, Cymup-
HOBa, 2015; Roersen, Kraaijenbrink, Groen, 2013]. Pasnnune B yactore YIIOMUHAHWI
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pecroH/ileHTaMy OM3HeC-IIPOLIeCCOB M MIX COCTABIIAIONINX AeMOHCTPUPYET, YTO HEKO-
TOpble KOMIIAaHUY JIUIIb CO3/IAI0T BUJMMOCTb OpMEHTalMu Ha KmeHTa. OTCYTCTBUE
KOppe/sumii MeXx/1y OusHec-IpoleccaMit, a Takke MeXAy OM3Hec-IIporieccaMul M ux
COCTABJISIOUIVIMY CBUAETEILCTBYET O TOM, YTO B HEKOTOPbIX KoMmaHuax KO He ABA-
eTcsl eVHON cTpaTeruei uiv Gpuaocodueit 1 pacIpoCcTpaHsaeTCs TONBKO Ha OT/ie/IbHbIE
aCIIeKTHI ee JesATeTbHOCTU. Mex 1y OM3Hec-IpolieccaMit, KOTOPbIe TO/DKHBI JOIOMHATD
APYT pyra 11 BbITEKaTb OAVH U3 [PYTOro, eCTb Pa3pbIBbL.

Meroponorus uccnefoBaHys N03BommiIa 6onee 0ObEKTVBHO OLEHUTDh XapaKTep
U YPOBEeHb KIMEHTOOPMEHTMPOBAHHOCTY. Bompocsl o 6u3Hec-mporeccax He 3ajaBa-
JIMCh PECIIOH/IEHTaM HAIPsIMYIO0. DTO II03BOJIMIIO M30€)XXaTh 3aBbIILICHNS PECIIOH/ICHTa-
mu oneHkn KO cBoeit KOMIIaHMM, YTO HEOJHOKPATHO HAO/IOAIOCh B MCC/IEOBAHMAX
Ha poccuiickoM poiHke [Kraaijenbrink, Roersen, Groen, 2009; Roersen, Kraaijenbrink,
Groen, 2013].

BusHec-nporeccel, BbIfie/IeHHbIE B pe3y/IbTaTe TeOpeTU4eckoro 063opa 6a3oBbIX
konnenuuit KO, mo3sonmmin Ha pakTuke nposeputhb ypoBeHb KO koMmmaHmit Ha poc-
CUJICKOM pBbIHKe. [I/11 KOMITaHMil, BHEPSIOUIVX M Pa3BUBAIOIUX KINEHTOOPUEHTH-
POBaHHBIN MOXOJ, KpaliHe BaKHO MMeTb He TO/NbKO obujee mpezncTasnenue o KO Ha
ypOBHe cTparernu u ¢punocopui, Ho ¥ IOHMMATD ee CYIIHOCTb Ha YPOBHe OM3HeC-TIpo-
neccoB. Kak mokasanm pes3ybraThl UCCIEOBAHNS, OTCYTCTBME CBA3Y U HEOOXOAMMONI
HOC/IeJOBaTe/IbHOCTH B OM3HEC-TIPoLieccax /I KOMIIAHUY MOXKET CITYXKUTb CUTHAJIOM K
HepecMOTPY CBOMX jieiicTBuii 1o pasBuTnio KO. AHanu3 Ha ypoBHe 6M3HeC-IIPOI[eCCOB
MOXKeT IIOMOYb HalIT! K/II0UeBbIe Pas3pbIBbl B Pea3aluy KIMeHTOOPYEHTPOBAHHOTO
nopxopa. OgHa 13 peKOMeHAALI A1 KOMIIAHUIT — pery/IApHOe IpoBefieHNe BCTped
MEXIY Pa3INIHBIMY OT/Ie/IaMI, YTO II03BO/INAT YIYYIINUTD OFHY M3 OCHOBHBIX COCTABIIA-
IOLIVX KJIMEHTOOPUEHTUPOBAHHOCTU — MeXX(YHKLMOHaNbHYI0 KoopanHaumio [Kohli,
Jaworski, 1990].

ITpoBeneHHOE MCCTIENOBaHME NMeeT psif, orpaHmdennit. [Ipexze Bcero oHuM Kaca-
I0TCA MeTOfia ¥icclefoBanys. KauecTBeHHBINI MeTOf| II03BOJIET BBIABUTD HECOOTBET-
CTBMS B HAIMYMM CaMUX OM3HEC-IIPOIIECCOB U VX COCTABJIAIOIINX, HO He 1aeT BO3MOX-
HOCTM CJeNaTb BBIBOALI O CTATMCTUYECKON 3HAYMMOCTM IIOTYYEHHBIX Pe3y/IbTaToB.
ITosToMy K 4MciTy NepCIeKTVBHBIX HAIIPAaBIeHMII JaTbHENIINX MCC/IeSOBAHMI MOYKHO
OTHECTU IpOBeJjeHMe KOIMYeCTBEHHOTO VICC/IeOBaHMs Ha OOsbliell BHIOOpKe KOM-
HaHMIL, @ TAKKe PACCMOTPeHNe CrielnUKM pasINYHbIX OTPac/IeBbIX peIHKOB. Kpome
TOTO, IAaHHOE JICC/IeJOBaHNe NTOJHIMAeT BOIPOC O BO3MOXKHOCTH JCIIONb30BAHMS Ha
POCCHIICKOM PBIHKE IIKaJI IJIs OL|eHK) OPMeHTAIVM Ha K/IMeHTa, pa3pabOTaHHbIX I
pasBUTHIX pbIHKOB. CyljecTBYIOIIME LIKa/Ibl He O3BO/MAIOT NIPOAHAMIN3UPOBATb O13-
HeC-IIPOL[eCChl KIVIEHTOOPYEHTPOBAHHOCTH U CBA3Y MEXAY HUMU B KOMIIAHNIL.

Bompoc o ToM, Io4eMy KJIMEHTOOPUEHTUPOBAHHOCTb HOCUT JeK/IapUpyeMblil Xa-
paKkTep M ¢ KaKOJl IIe/Ibl0 KOMITAHUN ee JeMOHCTPUPYIOT, TAK)Ke BeCbMa aKTyasleH i
pOCCcHiicKoro phIHKa. [l OTBeTa Ha HEro HeoOXOAMMO ITTyOOKOe M3yYeHMe MOTIBOB
nexnapupyemoit KO. C ogHOIT CTOPOHBI, OCHOBHOI pU4MHOI1 fieknapupyemoit KO sB-
JIsIeTCSI HECOOTBETCTBYIOIee Ka4eCTBO YIIPABJIEHN A, TaK KaK OBIIO BBIABJIEHO, YTO POC-
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CUIICKEe MeHe[KePhl He BCerzia MMEI0T HeoOXOMble 3HaHMs B 00/1aCTH MapKeTMHTa
[Kraaijenbrink, Roersen, Groen, 2009; Roersen, Kraaijenbrink, Groen, 2013]. C gpyroit
CTOPOHBI, JieK/Iapanysi KIVMeHTOOPMEHTUPOBAHHOCTU MOXXET HOCUTD PeKIaMHBI Xa-
PaxTep U CIY>KUTD IJIS IPUBJIeYeHN K/IMEeHTOB. MHOrMe KOMIIAHN B OTY€THOCTH /IS
IPO mmm pa’ke Ha CTPAaHUIAX CBONX CAlTOB B CIMCKEe KOHKYPEHTHBIX IPENMYIeCTB
UICTIONb3YIOT TePMUH «K/IMEHTOOPMEHTVPOBAHHOCTD», OFHAKO BOIIPOC O TOM, 4TO e
OHM IIOHMMAIOT IO} HUM, OCTAeTCsI OTKPBITHIM.

brarogaprocTn

ABTOpr BbIpa’karwT 6}IaI‘OJIapHOCTb PYKOBOOAUTENAM KOMHaHI/If/Jl, IIpMHABIINM Yy4a-
CTHNe B MCCIENOBAaHNY, a TaKXXE PELIE€H3C€HTAM, PENAKTOPY U pe}IaKuI/IOHHOﬁ KO/m1erumn
JKypHa/ia 3a II€eHHbI€ 3aM€4YaHNs IIPpU IIOATOTOBKE CTAaTbMU.
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Hpunoscerue 1

OCHOBHBIE ITIOJXOAbI K KIMEHTOOPUMEHTMPOBAHHOCTU
C IIO3MLMUN BUSHEC-TIPOITECCOB

busHec-nponeccor
ABTOpBI Onpenenenne/Ilopxopn KIVMEHTOOPMEHTUPOBAHHOCTH B
KOMIIAaHUM

YpoBeHb OpueHTaLMy IEPCOHA/IA HA
K/IMEHTa OTPa)KaeTcsA B CTpeM/IEeHUN
IIOMOYb K/IMEHTY Ce/laThb IOKYIIKY,

[Saxe, Weitz, KOTOpas yOBNIETBOPUT €T0 HOTPeOHOCTH.
1982] KnneHTOOpMEHTVPOBaHHbI

NIepCOHAJI Halle/leH Ha yBenudyeHue
YIOBJIETBOPEHHOCTH K/IMIEHTA B
TOJITOCPOYHOII MepCHeKTUBe

[Mosbrenne KO nepconana
[ToBpimenne
YHOBIETBOPEHHOCTY K/IMEHTA

BrisBenne noTpebHOCTEI

K/IMEeHTOB
JleATenbHOCTD 10 U3YYEHUIO TEKYLIMX BroraBneHne GpakTopos,
1 OYIyIIMX HOTPeOHOCTEl KIMeHTOB B/IMAIOLIIVX Ha TOTPeOHOCTI
[Kohli, u $aKTOpOB, BIVIOLINX Ha HUX, K/IMEeHTOB
Jaworski, 1990] PacnpOCTpaHeHe IOy IeHHBIX PacmipocTpanenne
3HAHMIT BHYTPY KOMIIAHUY U yYacTHe uHGOPMALINM O KIMEHTaX
COTPYAHMKOB BCeX OT/eI0B KOMIIAHUY B Bosneuenne B mporjecc
YIOB/IETBOPEHMY HYXX]] HOTpebuTenel YZIOBTIETBOPEHMA

HOTPe6HOCTeI7[ K/JIMEHTOB BCEX
OTHOE/T0OB KOMITAaHUN

IlocTaToyHOE TOHMMaHME 1[eJIeBbIX

. BrisiBnenne notpebHOCTEI
morpebuTesneit, ;s TOro YTOObI

[Narver, Slater, K/IMIEHTOB
CO3/aBaTh JIsl HUX JOOABOYHYIO
1990] CospaHne LeHHOCTH IS
IIEHHOCTDb B T€UYCHUE HPOHOTI)KI/ITCHI)HOI‘O
K/IMEHTOB
Heprosa BpeMeH!
VpoBeHb PIHOYHOI OPMEHTAL[U B C6op undopmanum o
KOMITaHUM — 3TO CTEIeHb TOT0, KaK K/IMEeHTax
KOMITaHMA: Vicnonb3oBanune nHGpoOpManu
HOJTy9aeT M UCIONb3yeT NHGOPMALINIO OT | O K/IMEHTaX
K/IVIEHTOB; PaspaboTka cTpaTerumu
[Ruekert, 1992] ’ p p )
paspabaTbiBaeT CTPATErNIO, KOTOPast C y4eToM noTpe6HOCTEl
OyzmeT oTBeYaTb MOTPEGHOCTAM K/IMEHTOB
K/IMIEHTOB; Peanusarnus crpareruu
peanusyeT 9Ty CTPATErnIo, OTBEYast C y4eToM noTpebHOCTe
Hy)K,T_[aM n HOTpe6HOCTHM KJINNIEHTOB KJIIMIEHTOB
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Habop y0OexeHnit, KOTopble
CTaBAT MHTEPeChl IOTpeduTeeit

pe3ynbTaToB cBoOel OEATC/IbHOCTU

[Deshpande,
Farle Ha IIepBO€ MeCTO, He VICK/TI0Yas Peanusaunsa crparerun
Webs}'lt,er VIHTepPeCHl BIaJie/IblieB KOMIIaHWM, C y4eToM moTpeOHOCTel!
1993] ’ MeHePKepOB U pabOTHIUKOB, /st K/IVIEHTOB
PpasBuUTYSA NPUOBUILHON KOMIIAHUY B
TONITOCPOYHOI NEPCIEKTUBE
PeaxTuBHas ppIHOYHASA OPMEHTAIA — BoLaBIeHMe TeKyIUX
9TO IIOIBITKA OM3HECA ITOHATD OTPeOHOCTEN KIMEHTOB
[Narver, U YIOB/IETBOPUTD BbIpasKeHHbIE YroBneTBopeHme TeKYIUX
Slater, K/IMIEeHTaMH ITOTPEeOHOCTI. OTPeOHOCTEN KIMEHTOB
MacLachlan, OpueHTanus Ha PbIHOK, KOTOpas BeJeT Cospmanne y KJIMEHTOB HOBBIX
2004] K/IMEHTOB, a He IIPOCTO pearnpyeT Ha orpebHOCTeN
HUX, Ha3bIBAeTCS aKTUBHON PHIHOYHOII BoLaB/IeHMe CKPBITBIX
opueHTanyen OTPe6HOCTEN KIMEHTOB
[PbiKKOBCKMIA, VHCTpyMeHT yripaB/ieHuA YipasieHyue OTHOLIEHUAMMA
2005] B3aIMOOTHOIIEHNSAMMN C KJIMEHTaMI C KJIMeHTOM
BrisiBieHne norpebHoOCTeI!
Vsy4enne noTpe6HOCTEN K/INMEHTOB, K/IVIEHTOB
[JTamben, CO3JIaHMe /IS HUX I[eHHOCTU U CospmaHue 1eHHOCTH JIJTS
2007] PpasBUTIME HABBIKOB IIPEyTa/IbIBATh KIEHTOB
HOBBIE TIOKYIIaTe/IbCKIe IPOOIeMbl BeisBnenne 6yaymmx
HOTPeOHOCTelT K/IMEHTOB
VIHCTpYMEHT IIAPTHEPCKOTO
[BycapkuHa, . YipasieHye OTHOLIEHUAMMA
B3aMMOJENCTBYA OpraHy3aluu 1
2007] C KJIIEHTOM
K/TMEHTa
IIpouecc, HanpaB/IeHHDIN Ha
[Pycanosa, yBenndeHye >KU3HEHHOTO LIMK/Ia YiipaBieHye OTHOLIEHUAMMA
2008] B3aMMOJIEICTBIISI KOMITAaHWN C C KJIMIEHTOM
K/TMEHTOM
Croco6HOCTb OpraHM3aluy N3BIEeKaTh
YrosneTBOpeHue
TOTIONHUTEIbHYIO IPUOBIIb 32 .
[JToukos, HOTPeOHOCTElT K/IMEHTOB
c4eT IIyOOKOro MOHMMAHVIS 1 .,
2008] ITonnmanue noTpe6HOCTEI!
3G PEKTUBHOTO YIOBIETBOPEHS
. K/IVIEHTOB
OTPeOHOCTEN KIMEHTOB
Busnec-KynbTypa, KOTOpas CospmaHue 1eHHOCTH /TSI
[Cemenos, [IpU3BaHa BOBJIEYb BCEX PAOOTHIKOB K/IVIEHTOB
Ky6axos, OpraHM3alNM B IPOIIeCC CO3aHNA BoBneuenne Bcex
Marnkosa, HaMBBICIIEN IOTPeOUTETBCKOI MoJipasfieNIeHNIi KOMITAaHUN
2009] LIEHHOCTY ¥ JOCTVKEHMA HaMTYYLIIX B IIPOLIECC CO3/TaHM

OEHHOCTU /1A KJIIM€EHTOB
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K MapKkeTMHIoBbIM IIpolieccam,
XapaKTepy3yIOIM PHIHOYHYIO
OPMEHTALNMI0 KOMIIAHWUH, CIIEf[yeT
OTHECTH TIPOLIECCHI U3YUEeHVsI TeKYIINX
u OyAyLIMX HOTPeOHOCTeI!, OTpeieeHIs
(aKTOpPOB, HA HYX BIIVSIONINX,
UCCTIe{OBAHMsI KOHKYpeHInH, pakTopoB

BelsiB/IeHMe TEKYILINX
OTPEOHOCTET KIMEHTOB
BeisaBneHne Oyaymumx
OTPe6HOCTEN KIMEHTOB
Broisasrenne ¢pakTopos,
B/IVSIONIVX Ha MOTPeOHOCTI
K/IMEHTOB

VsyueHne KOHKypeHTOB

[Oituep, . . VsyueHne GpakTOpOB BHEIIHEN
BHEIIIHel cpefbl. BaxHeilmmumu
Jlatbimesa, IIpoLIecCaMi, COITIACHO KOHIIETIIINU CPeRrt
2009 ’ O6Mmen nHpOpMaIVelt BHYTPU
] MARKOR, sBns1oTCcs nporieccst bopuan yIp
BHYTpU(UPMEHHOI KOOPAMHALINN 1 RoMHaRT
yTP P . P Bueppenne nomy4yeHHoin
obmena nHpopmareit u, HAKOHel,
nHpOpMALNY B AESTETBHOCTD
IIPOLIECChI, CBSI3AHHBIE C OTBETHBIMU
. KOMIIaHUY
[e/ICTBUAMY KOMIIAaHUM, T. €. BHEPEHVEM
. lI3meHeH1Ee 1IIEHHOCTHOTO
HIO/TyYeHHBIX 3HAHMIT M M3MEHEHUEeM
IpeIOKeHN s KOMITAaHUU
LIeHHOCTHOTO TIPEITOXKeH s KOMITaHUA .
C Y4eTOM IOTy4eHHOII
nHbopManu
[Pestmx Konnenuus 6usHeca, BKIIOYAOIast YnosreTBopeHe
q a ’ KOMIUIEKC MEPOIIPUATHIL, HAIPABIEHHBIX | IOTPeGHOCTEl KIIMEHTOB
HIVH .
2013 ’ Ha yZioB/IeTBOpeHue u GopMupoBaHue DopmMupoBaHue noTpedHOCTEI
HOTPeOHOCTelT KIMEeHTOB K/IMI€HTOB
B 1leHTpe BHUMaHMA CTAHOBUTCA
HOTpPeOUTENb, €TO KeNaHNA I
BsuiBnenne 6ymyrux
HOTPEOHOCTH, TPV STOM KOMITaHVSI )
IOTPeOHOCTET KIIMEeHTOB
[fOnpamuresa, IIBITAETCS IIPEJBOCXUTUTD IIOTPEOHOCTH
. Ynpasnenue cupocom B
IMMupiosa, HOTpeOUTENIeN U YIPABIATH CIIPOCOM .
. JOITOCPOYHOII IIEPCIEKTUBE
2013] B [JO/ITOCPOYHOI IEPCIIEKTHBE,
PaspaboTka HOBBIX TOBAPOB I
IpefIaras HoBble TOBAapHbI U YCIyTH v
(MHTepaKTVBHBII U IIPOAKTYBHBII yery
MapKeTVHT)
BeisiBnieHne notpebHoCTEI
K/IMIEHTOB
KoHueHTparus Ha TOTPeOHOCTSX
[Roersen, YnoBneTBopeHne
.. . U XKeJTAHUAX KIMEeHTa, 00paboTka .
Kraaijenbrink, . OTPeOHOCTel KIMEHTOB
nH(pOpPMaLNY [/1d BHYTPEHHEN 1
Groen, . Amnanmus nadopmanum o
BHEIIIHel KOOPANHAILIUY JIeATeTbHOCTI
2013] K/IMIEHTaX
110 YIIPAB/IEHNUIO PBIHKOM
VcnonpsoBanne nHpopmarn
0 KJIMeHTaxX
[American .
. BeoisgBreHMe TOTpebHOCTEI!
Marketing IToaxop K Mpofja’kaM, B KOTOPOM OTMEHTOR
Association HOTPeOHOCTU U MHTEPEeChl KIIMEeHTa
. YpoBneTBOpeHue
Dictionnary, UMEIOT epBOCTeNIeHHOe 3HaYeHNe .
2015] HOTPeOHOCTElT K/IMEHTOB
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O. B. I'ynakosa, B. A. Pebssuna

JlesTenbHOCTD KOMIIAHNY, HAlIpaB/IeHHAs
Ha OIpefe/IeH e L[eIeBbIX oTpebuTenei
U VX KJTIOYEBbIX IIOTPeGHOCTEI A7t

Omnpenenenne 1eneBbIX

[[ynakosa, co3aHNs fo6aBOYHOI I[EHHOCTH B moTpebuTeneit
Pebsi3nHa, TedeHye IMPOJJO/DKUTE/IbHOTO TIep1oyia BrisiBrieHne noTpebHOCTEI!
CMI1pHOBa, BpEMEHH, He UCK/TI0Yast MHTEePeChl K/IVIEHTOB
2015] BJIaJie/IbLIEB KOMIIAHUY, MEHEIDKEPOB Cospanne 506aBOYHOI
7 pabOTHMKOB, /15 TOBBIIICHNS LIEHHOCTY [/ K/IVIEHTOB
9KOHOMMYECKNX pe3ybTaTOB KOMIIaHUY
B JO/ITOCPOYHOII IIepCIIeKTUBE
KnneHTOOpMeHTHpOBaHHOCTD KaK OCHOBA
. YrosneTBOpeHuEe
IUIs1 YIOB/IETBOPEHMS OTPeOHOCTET, .
HOTPeOHOCTElT K/IMEHTOB
TIOBBIIIEHNA JIOSAIBHOCTH, IIPUBJICYEHNA
[ToBbIlIeHME TOSATBHOCTI
[[epemresa, U yAep>KaHM:A KJIMEHTOB I, KaK C/Ie[ICTBHE,
[TpuBnedenne K1MEeHTOB
Kocranss, YAY4LIeHNs pe3yNbTaToB JeATeTbHOCTI
YieprkaHue KIMEeHTOB
2015] 1 0011[ero ycIexa OpraHusalnm.

K}II/IEHTOOPI/ICHTI/IPOBaHHOCTb IepcoHama
ABNAETCA OJHUM U3 q)aKTOpOB
CTPAaTETMIECKOro ycrexa KOMIanHnmn

IloBblIeHIIE
K/IMEeHTOOPUEHTUPOBAHHOCTH
IepCcoHaa
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ITpunoscerue 2

TAJIJ IHTEPBBIO 1O BU3HEC-ITPOIIECCAM
KJIVEHTOOPUEHTVPOBAHHOCTN

BpeMsA MHTEPBBIO: ....oviviiiiiiins v
(mayaso) (xonerr)

Hara: ..................

HasBaHME KOMITAHIIML: . ..vvtitttt ettt ettt eeiee et eiee e eeeieeeeaaneeeeannnes
(OF: 174 1 ) Vi1 2:050./0 /AN
OTpacib, chepa TeATETBHOCTI KOMITAHIIL «..c..vuenerenenenenenennenanenenenenennnnes

ITpoucxoxpenne kanurana (Hy)KHOe OTYEPKHYTh): POCCUIICKNIL, MTHOCTPAHHBII,
CMelIaHHBIN

1. Kak Bbl moHrMaeTe MOHATIE «OpPUMEHTALNS HA KIIMEHTa»?

B dem BbIpaxkaeTcs opmeHTanysA Bameit koMmanuyu Ha KimeHTa? Kaxue yH-
CTPYMEHTBI OpMEHTALMY Ha K/IMEeHTa UCIIONb3yeT Ballla KOMIIaHUA (Halpumep,
1eny, 6M3Hec-IpoLecchl, MporpaMMHoe obecredenne, KPI)?

3. Kaxne 6m3Hec-TIpo1ecChl, CBA3aHHBIE C K/IMEHTOOPMEHTHPOBAHHOCTBIO, CYIIe-
CTBYIOT B Balllell KOMIIAHUM?

4. Kaxkue 3amauy, cToAIMe Iepel Ballell KOMIIAHNEN, MOXET PeIlIUTb KINEeHTO-
OPMEHTUPOBAHHBIN MOAXO/?

5. Kakme mopipaspeneHns OTBeTCTBEHHBI 3a COOp MHPOPMaIN O K/IMEHTaX B Ba-
HIeifi KoMIaHum?

6. Kax mponcxogut 613Hec-Ipolecc pacpocTpaHeHnsa MHGOPMALN O KIVMeH-
TaxX CpeJiyl Pa3HbIX IOApa3/ieNleHNiI KOMIIaHUN?

7. CylecTBYIOT /M paspbIBbI B OM3HeC-Tpolieccax: cOop MHPpOpManmy, pacnpo-
cTpaHeHMe MHGOPMALVM, aHA/MN3 MHPOPMAIVM, TIPUHATIE MapKeTUHIOBBIX
pelieHnit?

8. Kakum o6pazoM permaMeHTMpoBaH OM3Hec-mpolecc cbopa n obMeHa MHPOP-
Malyell 0 KIMeHTaX B Ballell KoMmaHuu? Ije u Kak XpaHuTcsa MHPOpMAIVA O
K/IMEHTax?

9. Cunraete 1mu Bol opreHTaIio Ha KIeHTa KOHKYPEHTHBIM IIPEMMYILEeCTBOM B
paMKax poccuiicKoro peHka? Ilogemy?

CHaCI/I6O 3a yJacTue B I/ICCTICHOBaHI/H/I!
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