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PO3BUTOK KAAPOBOI'O NMOTEHUIANY NIANPUEMCTBA
AK PAKTOP AKICHOIO TOPINrOBEJIbHOIO OBCJTYITOBYBAHHA

Y/]JK331.1

rapmioep 1. 4.

O6rpyHTOBaHO HEOBXIAHICTL AKICHWMX 3MiH Y cdepi HagaHHa ToproeenbHMX nocnyr. MNogaHo
pPeTpOCNEKTUBHNIA aHari3 BU3HA4YeHb MOHATTS "AKiCTb" i HaBedeHO aHani3 BU3HaYeHHSI MOHATTS
"ToprosernbHe obcnyrosyBaHHS". OBrpyHTOBaHO po3pobky MoAderni ynpaBniHHS PO3BUTKOM KagpoBOro
noTeHuiany nignpuemMcTaa Ha OCHOBI B3aEMOii BCiX 3auiKaBNEeHNX CTOPIH MOro po3BUTKY 3 METOHO
3abe3neyeHHs SKICHOro TOpProBernbHOro obcnyroByBaHHS. OnucaHo KOMMMeKC 36amnaHcoBaHWX
B3aEMHUX Nnepesar 3auikaBreHnx CTOPiH NpoLecy po3BUTKY KaapoBOro noTeHuiany. 3anponoHoBaHO
CXeMmy ynpasriiHHA NPOLEeCcOM PO3BUTKY KadpoBOro NoTeHuiany nignpuemMcTasa 3 meToto 3abeane-
YeHHS SIKICHOro TOProBeribHOro 06cNyroByBaHHS.

Knrouosi criosa: KagpoBWI NOTEHLian, SKiCTb, TOproBernibHe 06CnyroByBaHHS, ynpaBniHHS,

PO3BUTOK.
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PA3SBUTUE KAOPOBOI'O MOTEHUUANA NPEONPUATUA KAK PAKTOP
KAYECTBEHHOIO TOPIroOBOIO O6CIY>XKUBAHUA

YK 331.1

rapmudep J1. 4.

Ob6ocHoBaHa HeobXOOMMOCTb KayeCTBEHHbIX M3MEHEHMI B obractu npenocTaBlieHus
TOoprosbIx ycnyr. [peactaBneH peTpoCneKkTUBHbLIN aHanu3 onpegeneHnin NoHATUS "kadecTso” n
NpVYBEAEH aHarnm3 onpeaerneHrs NoHsTUs "Toproeoe obcnyxveaHme". ObocHoBaHa paspaboTka Mogenm
YMpaBneHnst PasBUTUEM KagpoBOro MoTeHUMana npegnpudTst Ha OCHOBE B3aUMOLEVICTBUSA BCEX 3aVHTe-
PECOBaHHbIX CTOPOH €ro pasBuUTUS C Lenblo 0b6ecnevYeHnss KadeCTBEHHOIO0 TOProBOro OOCIyXK-
BaHus. OnmcaH komnnekc cbanaHCMpOBaHHbIX B3aVMHbIX MPEUMYLLECTB 3aUHTEPECOBAHHbLIX CTOPOH Mpo-
Liecca pa3BuTUSA KagpoBOro noteHumana. NpeanoxeHa cxema ynpasneHns npoLeccoM pasBUTUS
KaapoBOro noTeHumana NpeanpusTis ¢ Lenbio obecnedeHns Ka4eCTBEHHOrO TOProBOro 0BCyX1BaHuUs.

Krrodesnie criosa: kaapoBbIi NOTEHLIMAN, KaYECTBO, TOProBoe OBCyK1BaHWE, YTPaBIeH/e, PasBUTHE.
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THE DEVELOPMENT OF STAFF POTENTIAL OF AN ENTERPRISE AS A FACTOR
OF QUALIFIED COMMERCIAL SERVICES

UbDC 331.1

L. Garmider

In the article, the necessity of qualitative changes in the field of providing commercial
services is discussed. The retrospective analysis of the definition of "quality” is submitted and the
analysis of the definition of the "commercial services" concept is given. The creation of a model
for managing the development of staff potential of an enterprise based on cooperation between
the concerned parties of its development for ensuring qualified commercial services is substantiated.
The complex of balanced mutual benefits of the interested parties in the process of the
development of staff potential is described. The scheme for managing the development of staff
potential for ensuring the qualified commercial services is offered.

Keywords: staff potential, quality, commercial services, management, development.
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Cy4yacHuii po3BWUTOK po3apibHoi Toprieni B YKpaiHi Bu3-
HaYyaeTbCA, Nepenycim, YA0CKOHarEHHAM opraHisaLlii ToproBensbHO-
TEXHOMOTYHUX MPOLIECIB, MOABOK HOBUX, €PEKTUBHUX (POPM i
MeToZiB NpoAaxy TOBapiB, akTUBHWUM 3pOCTaHHSIM TOProBerb-
HWX NNoLL, (hOPMYBaHHSIM | PO3BUTKOM BEMUKNX TOPrOBEMbHUX
Mepex, WO HeMuHyde MpuBOauUTb A0 SKICHUX 3MiH y cdepi
HapaHHA ToproBenbHUX nocnyr. MpoTe Ansa GinbLIOCTi cyyac-
HWX TOProBenbHWX MiANPUEMCTB PO3ApPIOHOI TOpriBMi Xapak-
TEepHUI MiHiManbHUiA 06nik nobaxaHb CrMoXuMBaYiB i 3acTOCy-
BaHHSA CTaHOapTHOro piBHS obcnyroByBaHHs. Mpobnema dop-
MYBaHHSs SIKOCTi NOCIYr Y CUCTeMi po3apibHOI Topriemi akTyarnb-
Ha i sk Hikonn 3aTpebyBaHa B cy4acHOMy cycninbcTBi. Ha
Cy4acHOMy eTani po3BUTKY eKOHOMikM came "cepsic", "AKiCTb
TOProBeribHNX NMOCnyr" € HarBINbLL CKNAAHNMM | MaroAOCTIHKEHUMM
erieMeHTamMn rocrnoAapcbKoi  AisiNbHOCTI  TOProBenbHUX Mig-
NPVEMCTB, LLIO MOB’'S3aHO 3 AESKVMK OCOBNMBOCTAMM TOPrOBENBHOI
LiSANbHOCTi: MAeTbCA Ha yBasi OQHOYACHMI NPOAaX TOBAapIB i
napanenbHe HagaHHA nocnyr. Kno4voBy ponb y OpMyBaHHI
AKOCTi TOProBenbHOro OOCIYroBYBaHHS BWKOHYE KaapOBWN
noTeHuian nignpuemcTea, Skui € 6esnocepenHiM y4acHUKOM
npoLecy HafaHHs crnoXuBavam SKICHUX NOChyr y npoueci
peanisauii ToBapiB. Y 3B’A3Ky 3 UMM BMHUKae notpeba B
po3pobLi HOBOro nigxody 4O PO3BUTKY KaapoBOro noteHuiany,
3aCHOBAHOro Ha 3abe3neYeHHi SKICHOro TOproBenbHOro 0bCyroBy-
BaHHS | MOEAHYOYOro B cobi 6GanaHc iHTepecis i Bignosigans-
HOCTI MigNpYeEMCTBa, CniBpobITHMKIB Ta CNOXMBaiB.

MerToto cTaTTi € po3pobka Moaeni ynpaeniHHA PO3BUTKOM
KaApOBOro noTeHuiany nignpMeMcTBa Ha OCHOBI B3aemMofii BCiX
3alikaBneHnx CTOpiH MOro po3BuTKY 3 MeTol 3abesneyeHHs
AKICHOrO TOProBenbLHOro 06CNyroByBaHHs.

[na rpyHTOBHOrO AOCHIMKEHHA CYTHOCTI npouecy
PO3BUTKY KaApOBOro MOTEeHLjany TOProBenbHOro nignpuemcraa
3 MeTolo 3abe3neyeHHs SKOCTi TOProBenbHOro 06CnyroByBaHHs
[OUNbHO HaaaTW TPaKTyBaHHS Kateropivi "aKkicTb', SIKOro A0OepKyeEThCA
aBTop. YABMEHHAM aBToOpa MpPO SKICTb BiAHOCHO npouecy
PO3BMTKY KagpOBOrO MOTEHLiarny TOProBesbHOro NianpueMCTBa,
MOXHa BM3HATU Taki (hOpMYIoBaHHSA: "AKICTb — NOPIBHANBHUIA
piBEHb 3310BONEHOCT] CyD'eKTa BCTAHOBIEHOIO Ta BTINEHOH rpaaaLlieto
(copTt, knac, karteropisi) BnactuBocten ob’ekta (um cyb’ekra)"
Ta "AKiCTb — MeTa AinbHOCTI 3i cTaHgapTu3aauii i cepTudikauii™ [1].

Y cucTemi ToproBenbHOro 06crnyroByBaHHsi HaceneHHs
B po3apibHin TopriBni BaXMBe MicLe Mocigae OuiHKa SIKOCTi
06cnyroByBaHHs!, Ha OCHOBI SIKOi KEPIBHUKN TOProBeSbHUX Mia-
NPUEMCTB MOBWHHI NMPUIAMATK PileHHs NPO ii MOKpaLLEeHHs 3a
paxyHOK pO3BUTKY KagpoBoro noTeHuiany. ig skicTio Topro-
BenbHOro o6cnyroByBaHHsl BinbLUIiCTb HAyKOBLIB PO3yMitOTb
"...CTBOPEHHSI Ha KOHKPETHOMY TOProBeribHOMYy MignpueMCTBI
HanbiNbL CNPUSTIMBMX YMOB ANsi BUOOPY i KyniBni HaceneHHsm
noTpibHMX ToBapiB | HagaHHs nepeabaveHunx nocnyr" [2].

AHania BU3Ha4YeHHA TepMiHiB "cucTema ynpasniHHA
SKICTIO TOproBernbHOro obcnyroByBaHHS" Ta "sKICTb TOProBeSbHOro
ob6cnyroByBaHHA" HaBegeHO B Tabnui.

Tabnuvus
Mepenik BU3Ha4YeHb TepMiHiB "cuctema ynpasniHHA

AKiCTIO TOproBenbHOro o6¢cnyroByBaHHA" Ta "AKiCTb
TOproBesibHOro o6¢cnyroByBaHHA" [3]

ABTOpU | BuaHaueHHs

"Cuctema yrnpaBsniHHS SKiCTIO TOProBenbHOro obcnyrosyBaHHs"

MopryH A. ®. [4] | HaykoBe 3abe3neyeHHsi KOMMMEKCHOTO BMNBY
Ha dhakTopw, L0 BU3HAYaoTb SKICTb (PYHKLIOHY-
BaHHS1 TOProBerbHWX OpraHidaLivi i nignpuemcTs

lonowy6o- uinicHa egHiCTb B3aEMOMNOB’A3aHNX eNnemMeH-

Ba H. O. [5] TiB, L0 3abe3neyytoTb 3AiICHEHHS TOProBerb-
HOro 06cnyroByBaHHs B 06’ekTax Toprieni

Kypak C. B. [6] MeXxaHi3M ynpaBMiHHS, CNpsAMOBaHWN Ha

onTUManbHy po3pobKy i peanisauiio B3ae-
MOMMOB’AA3aHOrO,  MOTOAXEHOro  KOMMMNeKCy
3axopfis, Wo 3abe3nevyoTb HeobxigHe no-
NiNWeHHs AKOCTI HaJaHUX HaceneHH Top-
roBeflbHUX MOCAYr i3 3a40BONEHHS MOMUTY
Ha TOBapy HapOAHOrO CNOXWBAHHS

Man4yeHko B. A. | BiOHOCHO CaMOCTIliHI Ta B3aeMO3anexHi Tex-
[3] HIKO-TEXHOMOTiYHi, CoLjiarnbHO-NCUXOMONiYHI Ta
iHbopMaLiiHi enemMeHTU Uinoro, siki 3a paxy-
HOK YNpOBagXXEHHs1 Ta MOCTINHOrO BAOCKO-
HareHHs1 opraHi3aLiiHO-eKOHOMIYHUX 3axozaiB
CNpSIMOBYHOTBCS CY0’€KTOM ynpaBniHHSA TOpro-
BEMbHUM OGCNYroBYBaHHSM Ha OOCATHEHHSI
MeTn cucTeMu 4yepes cneumndivHi ocobnm-
BOCTI, LLIO NPUTaMaHHi KOXHiv i3 nigcucrem

"AKiCTb TOProBesribHOro o6cnyroByBaHHsA"

CamcoHoB J1. A. | Takvin oro piBeHb, Skuii 3abesnedye "noBHy
[6] BiAnNoBigHiCTb noTpebam B HbOMY HacerneH-
Hs"; CYKYMHICTb TaKMX KOMMOHEHTIB, SIK SIKICTb
TOBapiB i MOCIyYr; aCOPTMMEHT ToBapiB i noc-
1yr; cUCTemMa HaaHHs CNOXMBYMX Nocnyr

KyHaeB O. I. [7] | cyKynHIiCTb TakmMx YMHHUKIB, SIK SIKICTb TOBapIB;
paLioHanbHICTb TOProBeNbHO-TEXHOMONYHOro
npotecy; SiKicTb MaTepianbHO-TeXHiYHoI ba-
31 TOPriBNi; SKICTb TPYAOBOI AiANbHOCTI TOp-
roBenbHUX NpauiBHUKIB i YMOBWU TOProBenb-
HOro 06cnyroByBaHHs

Hikonaesa T. I. | ... CTBOpEHHS Ha KOHKPETHOMY TOProBerlb-
[2] HOMY NiANPUEMCTBI HaWBINbLL CNPUATAMBUX
yMOB Ainst BUOOPY i KymiBni HaceneHHsM noTpio-
HUX TOBaPpIB | HaAAHHS NepeabaYeHUx Nocnyr
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Ak BMAHO 3 Tabnuui, cy4acHUMM eKOHOMICTaMm Tak i He
OyB BUPOONEHN €QVMHWIA NiAXi4 OO0 BU3HAYEHHS CyTi couianbHo-
€KOHOMIYHOI KaTeropii "AkicTb ToproBenbHoro obcnyroByBaHHs".
Mpy ubOMy GinNbLIICTL aBTOPIB 4acTO OTOTOXHIOKTb SKICTb
TOProBenbHOro 06CNyroByBaHHA 3 KynbTypOIO TOPriBAi, piBHEM
TOProBenbHOro 06CNyroByBaHHS i AEAKUMM iHLLMMM, 30BHi CXO-
XM, SBULLLAMU.

MigBogsum nonepepHi NiaCyMku, MOXHa 3pobuTn Taki
BMCHOBKM:

OiNbLUICTb BYEHMX, BU3HAYaro4umM npobnemy sikocTi Topro-
BENbHOro 06CNyroByBaHHs, B OCHOBHOMY HaMararoTbCs BUCBIT-
nmTK il Yepe3 nepenik NeBHUX, 6arato B YOMY iOEHTUYHUX
YMHHWKIB, SiKi B CyKYMHOCTi BM3Ha4aloTb CTYNiHb 3a40BOMEHHS
MOKyNUiB Bif 3AINCHEHHs KyniBni ToBapiB abo nocnyr po3apibHoi
TOpriBni;

TEpMiHM "KynbTypa TOProBeribHOro obcnyroByBaHHS",
"kynbTypa Toprini", "AKiCTb TOproBenbHOro obcnyroByBaHHA" i
TOMYy MOAIOHE BUKOPUCTOBYIOTECHA  BIMbLUICTIO  Cy4aCHWUX
BITYN3HAHUX EKOHOMICTIB, SiK NPaBUO, B AOBINIbHOMY 3HAYEHHI
no3a 3B’AA3KOM 3i 3MICTOM LIMX NMOHATb, L0 iCTOPUYHO CKINaBCs;

noaibHi "po3bixkHocTi B nornsigax” BaXkKko BMPILUUTA B
npoLeci HaykoBOi AUCKYCii, OCKiNbKA OinbliCTb BYEHUX-
€KOHOMICTIB abo B Ti X caMi MOHATTA AOBINbHO BKMagalTb
pi3HWI 3micT, abo, 3HOBY-Takn AOBINbHO, OOHE W Te X KOno
ABULL, BU3HAYAIOTb Pi3HUMU MOHATTAMM.

Takvum YnHOM, TpaguLinHe BU3HAYEHHS NOHATTS "SKiCTb
TOpProBenbHOro 06cnyroByBaHHs" onepye TepMiHOM "KiHLEBUIA
cnoxwviBay". Y ToM xe yac akt npuabaHHs ToBapy Lie He
CBigUMTb MNPO HaMipy NIOAMHM CMOXUTU KOro 0cobucTo,
Hanpuknag, npuv Kynieni nogapyHka nepecnigyeTbest iHwa mMeTa, i
B LbOMY BUNaaKy NokyneLb (opManbHO He € KIHLEBUM CrOXu-
BayeM. 3 Takoi TOYKM 30py, SK "KiHLEeBa MeTa TOProBeNbHOro
obcnyroByBaHHSA", MOXHa po3rnNsgaTti cam npouec HagaHHs
nocnyru, a He 3aAoBOMEHHSA NoTpeb nokynus.

IHLWWIA MOMEHT, Ha KM BapTO 3BEPHYTKM yBary, nonsdrae
B TOMy, LIO MpoAax ToBapy B po3apiOHiN TopriBni € uinum
KOMMEKCOM onepadin, Sk He 3aBXAu 3aBepLlyeTbCA came
HagaHHaM nocnyrn. Agxe B GiNbLIOCTI BUNaakiB npofaBeLb —
cyO’exT npaui — peanisye CBivi NOTeHLian SK HAMHATUIA POBITHUK,
LLIO NPOMOHYE CBOI MOCMYru MpaueaaBLeBi — Cy0 eKTOBI BMACHOCTI.
Mpyn ubOMy paKTUYHO 3AIMCHIETBCA OOMIH KkBanidikauii i
poboyoro yacy npauiBHuka Ha 3apo0biTHy nnaTy i NpubyTOK.

Ha pgymky aBTopa, y 6inbLuocTi nigxoaiB 4O BU3HAYEHHS
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noTpebu CroXuBavis, WO # CTBOPIOE NEBHY He3alikaBleHiCTb
Y NPOLIECi PO3BUTKY iHLLMX YHaCHUWKIB MPOLIECY PO3BUTKY KaapOBOro
noTeHuiany. Y cBoeMy OOCHIKEHHI aBTOp BUXOAWUTL 3 MOSo-
XKEHHS Mpo Te, WO SAKICTb NOCMYyr HeBi4'€MHa Big SKOCTI
noctavanbHuka nocnyr (Big CniBpOBITHWKIB TOProBeribHOro
nignpvemctaa). OgHoYacHo CniBpPOGITHUKM PO3rNA4aTbCs AK
cnoxwvBadi cneumdiyHoi nocnyrn (poboTun), oTKe, NignPUEMCTBO
MOBMHHE 3acTOCOBYBaTW BIOMOBIAHI IHCTPYMEHTU pO3BUTKY
KafpoBOro MoTeHLjany BigHOCHO Uiei nocnyru (po6otu) ans
3a[10BOMEHHS ii BHYTPILLHIX CoXuBaYiB (cniBpobiTHMKIB). OCHOBOIO
LbOro Miaxody € 3anexHiCTb AKOCTi NOChyr, WO HagatTbes, i
3a[l0BONIEHHS  30BHIlLHIX KMiEHTIB Big sKocTi  poboTu i
3a[,0BONEHHSA CNiBPOBITHMKIB, LLIO Ha4alTb Li nocnyru [8].

ABTOp BBaxae, WO BCynepey cTanin Tpaguuii, B
AaHOMy HaykoBOMY AOCHiMKEHHI He cnig npuainatn barato
yBary nogibHoro pody AUCKYCiSIM Npo 3MICT Toro abo iHLWoro
MOHATTA B AOCMiAXYBaHin aBTOpPOM cdepi TOProBeribHoro
MeHeKMeHTY. [1parmaTuyHiuMM BapiaHTOM € npocTe hopmy-
NIOBAHHA CEHCY i 3MICTY KOXHOrO TepMiHa, B KOHTEKCTi SIKOro
BOHW i BUKOPUCTOBYBaTUMYTLCA Aani B poboTi. OCHOBHUM MOHSIT-
TAM TyT € "AKiCTb TOProBenbHOro 0BCnyroByBaHHS HaceneHHs
(nokynuiB)", nig SKMM aBTOP PO3yMi€ BIAMOBIAHICTb PIBHS CEPBICY
30BHIWHIM ab0 BHYTPIlIHIM CcTaHgapTam o6cCnyroByBaHHS
TOProBenbsHOro nignpuemctea. Npu LUpOMY 30BHILLHI CTaHAapTw
obcnyroByBaHHA (POPMYKOTBCA CMINbHUMM  3yCUNSIMU - BCiX
CyO’eKTIB CNOXMBYOTO PUHKY | KOPUIYHOTBCSA AEP>KaBHUMM OpraHamm
N opraHizauismm Ta € 00OB’SI3KOBMMW [0 BWKOHAHHSI BCiMa
cyb’ektammn po3gpibHOI TOproBenbHOI AisANbHOCTI. BHyTpiLWHI
CTaHAapTU BCTaHOBIIOTLCH KEPIBHUKAMM TOProBernbHOI dipmum
(nignpuemcTBa) 3 ypaxyBaHHAM HasiBHUX 30BHILLHIX | € 3a3-
BUYal 3HAYHO BULLIMMMW Bif, HUX.

MoTpeba y cTaHgoapTM3aUii SK LiANbHOCTI BUHMKAE B
pasi HeobXigHOCTi ONTUMAanbHOrO YNOPSIAKYBAHHS BUMOT, KOTpI
OpMYyIOTCS Y MPOLIeCi PO3BUTKY KaApOBOro noTeHuiany Topro-
BEIbHOro MiANPUEMCTBA MiXK NiONPUEMCTBOM, KeEpiBHUKaMMU,
CniBpOBITHMKaMM, KNiEHTaMWU Nig BMAIMBOM TaKUX YMHHUKIB, SIK
HayKOBO-TEXHIYHWUIA nporpec, 6esneka, 3axuCT MpaB CroXu-
BauiB, rmobanisavjs pyHKy, MixHapoaHe CriBpoGITHULTBO, HabyTui
poceig Ttowo (puc. 1). CouianbHo BignosigansHa nosefiHka
nianpvemMcTB TopriBni nepegbavae 4OTPUMAaHHS CNeKTpa npas
CNOXMBaYiB, a TaKOX HU3KW NMPaB BNacHWKIB MalriHa Ta nepcoHarny.
MoxnuBicTb peanisauii uux npaes mae 6yTn 3asganerigb 3akna-
[JeHa y npoLec po3BUTKY kagpoBOro noTeHujiany nianpuemcraa

AKOCTI TOpProBesyibHOro O6CJ‘IyFOByBaHHF| BpaxoBaHI nuuie yepes p03po6Ky | BNIpOBaMXEeHHA CTaHO4apTIB LbOro npowecy.
KepiBHuKM
| BUMOTN |
CTaHAapT sik AOKYMEHT, BUMOIY SIKOTO 3a/0BOJIbHSAIOTL YCi CTOPOHM (KOHCEHCYC), y TOMY YMCHii:
ons nidnpuemcmea:
® noninweHHsA giHaHCOBKX NOKa3HWKIB, 3pOCTaHHSA NPOAYKTUBHOCTI NpaLi i KOHKYPEHTOCNPOMOXKHOCTi 6i3HECY, 3HUXKEHHS BU-
TpaT i BTpAT, NiABULLEHHS PiBHS SIKOCTi CepBiCy ANS KMIEHTIB;
® 3MEeHLLEHHS NNWHHOCTI KaapiB, CTBOPEHHS ePeKTUBHOI CUCTEMW MOTVBALIT NepcoHany, CUCTEMU HaBYaHHS i PO3BUTKY nep-
COHarny, CnpsIMOBaHOi Ha JOCSATHEHHS! Liinei opraHisauii;
® rpomafcbke BU3HAHHSA KOMNaHii, NONiMNLIEHHA KOPNOPaTUBHOTO iMIZXY;
Onsi KepigHUKig:
® edpekTVBHA MOAENb YNpaBniHHS;
2 ® CUCTEMHICTb y NpoLecax HaBYaHHS, PO3BUTKY i OLLIHKW nepcoHany; 4
- . L. o
g ® edeKkTBHa B3aeMozisi MEHEKepiB i nepcoHany; BUMOMM s
= Bumoru An1s1 crigpobimHukie: o
=
o . . . o
E ® edheKTVBHA CUCTEMa BHYTPILLHIX KOMYHiKaLIilt; o
c ® BU3HAHHS i CNpaBeAnvBa OLiHKa AiANbHOCTI;
® MiABYILLIEHHS MOTUBALIiT | CTBOPEHHS MepCreKTV B Anst MPOeCiiHOTO 1 0COBUCTICHOMO 3pOCTaHHS;
OnA croxusavuis:
® yrneBHeHICTb Yy NpaBUNbHOCTI BUGOPY napTHepa;
® CrpuATNMBUWIA KNiMaT ANs cniBnpali i B3aeMOBWrigHI NEPCnekTUBY;
® BiAMiHHUI cepBiC

| BUMOrU

| CniBpoGiTHUKMN |

Puc. 1. Komnnekc B3aeMHMX nepeBar 3auikaBleHnX CTOpiH cTaHAapTu3auii npouecy po3BUTKY KagpoBOro norteHuiany
nignpuemcTBa (po3pobrieHo aBTopom 3a pobotamu [1; 3; 6; 9 —12])
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Takum 4YMHOM, BUCOKUIN piBEHb PO3BUTKY KaapOBOro
noTeHuiany Moxe 6yTn AOCArHYTUIM nulie B pe3ynbTarti TiCHOT
B3aeMoAii BCiX 3auikaBneHWx CTOPiH PO3BUTKY KaapoOBOro
noTeHLjiany TOproBesbHOro NianpMeEMCTBa.

3a pesynbratamm HaBedeHOro JOCHiMKEHHS aBTOPOM
Oynn BU3Ha4YeHi Taki BUMOMW crioxueadie OO SIKOCTi nmocnyr 3
TOYKM 30py PO3BUTKY KagpoBOro mnoTeHuiany: LWBUAKICTb
HaJaHHSA MOCNyru; AKICTb MOCNyrn; piBeHb KOMyHikauii; 015
nidnpuemcmea: UiHHOCTi, OCOBUCTICHI SKOCTi, KNIEHTOOPIEHTO-

BaHa MoBeAdiHKa npauiBHWKIB; Os1 CrigpObIMHUKI8: 3HaHHS,
BMiHHS, HaBMYkM, MoTuBauia [9; 10].

BpaxoByoun oTpumaHi pe3ynbTatv  AOCHISKEeHHS
JouinbHO OBrpyHTYBaTM ynpaBniHHSA MPOLLECOM PO3BUTKY
KagpoBOro noTeHuiany nignpuMemMcTB TOpriBni, rpyHTY4YMCh
Ha HeobxigHOCTi 3abe3neyvyeHHs SKICHOro TOpProBenbHOro
06CcnyroByBaHHs Yepe3 po3pobneHy aBTOPOM CXemy ynpas-
NiHHA NpoLecoM PO3BUTKY KadpoOBOro noTeHuiany niagnpuem-
cTBa (puc. 2).

DakTopy 30BHILLHBOTO <

Cy6’ekT ynpaBniHHS

YnpaBniHCbKe pilleHHs

cepefoBuLla ;
axanis N CTOCOBHO CKIMaA0BuX
3BOPOTHNI 3B'A30K Ka[POBOro NOTEHLjarny
v v
XapakrepucTuka XapakrepucTuka XapaktepucTuka XapakrepucTuka
v KifIbKICHOTO CTaHy AKICHOro CTaHy ymoB peanisalii || BUKOpPUCTaHHS B
| Bxig |_> KaapoBOro KaZpOBOro MOTEH- hig KaZpOBOro MOTEHL- KagpoBOro > AL
¢ noTeHuiany uiany any noTeHuiany ¥
T
- | CknafoBi SIKOCTi TOProBemnbHOro 06CyroByBaHHS | KnienToopieHToBa-
Tpyoosi pe- M
T HWI nepcoHan
cypeu. _ v v
MatepianbHi - i,
becypcu. [ns cnoxmBaya Ons cy6_e|<'ra [ns o6’ekta ynpas-
binarcosi I yNpasIiHHsA TIHHA TNosnbHuiA
I I
ecypcu . - - - cnoxmead
pecyp AkicTb nocnyru. LliHHocTi. [BHaHHS, BMiHHS,
[LIsnakicTe HanaHhs|  [OcoBucrTicHi sikocTi. HaBNYKM. 5
nocnyru. L KnientoopieHtoBaHa| [Motusauis esynetar
PiBeHb KOMyHikaLji noseiHka
- - PeanisoBaHi |¢-
O6’eKT ynpaBniHHS ToBapu

Puc. 2. Cxema ynpaBniHHA NpoLecoM po3BUTKY KaapOBOro noTeHuiany nianpuemcrsa 3 MeTo 3abe3neyveHHs KicHoro
TOproBesibHOro o6cnyroByBaHHs (pPo3pobieHO aBTOPOM)

Cyb6’ekT ynpaBniHHa, abo Kepytoda nigcuctema, — ue
CYKYMHICTb CTPYKTYPHUX MigpO3A4iniB Ha BCIX PIBHAX YNpaBiHHs,
npauiBH/KM anapaty ynpasniHHA, SKi 30iMCHIOTL yrpaBniHCbKi
dyHKLUiT ona gocsarHeHHs cninbHoi MeTn. OG’eKT ynpaBniHHS,
abo kepoBaHa nigcucTtema, — Le KagpoBwui noTeHuian nig-
NPUEMCTBA, SKMM yMpaBnsie Kepytoda nigcucrema.

Mpouec ynpaBniHHSA PO3BMTKOM KaapOBOro MoTeHLujiany
MOBMHEH PO3noynHaTUCA 3 popMyBaHHA napameTpis "Buxoay"
(KnieHTOOpPIEHTOBAHMI NepPCoHan), siKMi, B CBOKO Yepry, NOBUHEH
3abe3neyyBaTy KOHKYPEHTOCMPOMOXHICTb mignpuemctea. Ha
HaCTyrnHOMy eTani 3a pe3dynbTataMmm 0B6CTEeXeHHS cucTemn Ta
napamMeTpiB 30BHILLUHbOrO CepeaoBuLLa AOLIMbHO BU3HAYUTU
napameTpu "Bxogy". 3BOPOTHWNI 3B’A30K € KOMYHiKaLiInHUM KaHa-
JI0M, Lo A03BOfIsE "BXOQY" CUCTEMU, CUCTEMI B LiiNIOMY pearyBaTu
Ha 3MiHW, SKi 3yMOBMIOIOTLCHA (haKTOpamy BHYTPILWWHLOMO Ta
30BHILUHLOIO CepefoBULLIA, i BHOCUTW BiAMOBIAHI KOPEKTUBM Y
napameTpu yHKLiOHyBaHHsA. [ns 3abe3neyeHHs BUCOKOT
AKocTi "Buxody" cucTeMn HeoOXxioHO 3abe3neyunmTy BMCOKY
AKiCTb "BXOAY", @ MOTIM BUCOKY SIKICTb MPOLECIB Y nigcuctemax
i BUCOKMI piBeHb YNpaBniHHA MOXIMBOCTAMW Ta 3arpo3amu
30BHILLHLOrO cepefoBMLLa.

Takum YMHOM, Yy AaHOMY AOCHiMKEHHI aBTOPOM 3anpo-
NOHOBaHWA MpoLuec ynpasniHHA PO3BUTKOM KITi€HTOOPIEHTO-
BaHOro KagpoBOro MoTeHuiany, skui nobygoBaHWA Ha
KOHUenuii couianbHOI BignoeigansHOCTI NigNpUeMcTB TopriBni
nepes crnoxueadamu Ta npauiBHMKamu, WO nepenbayae
pO3po6Ky MiANPUEMCTBAMM KOMMIEKCIB 3aXOAiB  CTOCOBHO
CTUMYIIOBaHHA nNpauiBHMKIB A0 coujanbHO BiAnoOBiAanbHOI
noBediHKN LWOAO MOKyMuiB TOBapiB Ta nocnyr. 3 MeTo
noKpaLLeHHs SKOCTi TOProBernbHOro 0BCyroByBaHHs, aBTOPOM
BWAINEHi il CKNaoBi 3 TOYKW 30py PO3BUTKY KaapOBOro noTeHLiany

OIS CNoXMBaYiB, NpauiBHUKIB, KEPIBHUKIB, NigNPUEMCTBA, LLO
HaJae MOXMUBICTb Npu pPo3pobLi CTaHdapTy PO3BUTKY Kaapo-
BOrO MOTeHLjany BpaxoByBaTU IHTEpPecHM BCiX Y4acCHWKIB
MpoLLecy PO3BUTKY KaApOBOro noTeHLjany B SKiCHOMY TOprosenb-
HOMy 06CryroByBaHHi.

Y paHin poboTi 3 MeTow noganbluMxX AOCHiAKeHb
NOCTaBMEHO 3aBAaHHA CTBOPEHHS METOAOMOri4YHOI OCHOBM
AOnst BNPOBaKEHHs1 HAa TOProBernbHOMY NiANPUEMCTBI CTaHaapTy
PO3BUTKY KagpoBOro NoTeHLiany 3 MeTo ONTUMAanbLHOro yno-
pPSiOKYBaHHA BUMOT, KOTPi (DOPMYIOTBCS Yy MPOLIECi PO3BUTKY
KagpoBOro mMoTeHuUiany TOProBenbHOro nignpuemMcTea Mix
NiANPUEMCTBOM, KepiBHUKaMW, CNiBpOBITHUKaMU, KrieHTamu, 3
PO3LUMPEHHSIM Mepeniky YMHHUKIB, L0 BU3HAYalTb edek-
TUBHICTb NpoLlecy PO3BUTKY KagpoBOro MoTeHLiany 3 MeTo
3abe3neyveHHs BUCOKOI SIKOCTi TOProBenbHOro 06CyroByBaHHsSI.
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