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Mo MucHmo aBTOpa, HAHEOACC KPHTHNCCKIMH MPOB/ICMAMH, BEXOAAUMMI M3 STHX ILIOCKOCTCH,
AmAsIOTCR CAEAYIOMIE:

1) Opeanusayuonnsie mpemsmemeus, Taxne Kax OTCYTCTBME HEOGXOMMMOTO KOTIHCCTEA
COTPYHHKOB, @ TaKJe TO, *TO Y HIX OTCYTCTBYeT Tpebyemas KIaCCHHKALUS, 4TOGE OCYIIECTBIATS,
yHpaBIenue TPOrpaMMOit IOLTEHOCTH;

2)  Omcymemayiom mexnuueckue, a maxsce npozpaymsie cpedcmaa, oGk peaTIIORaTS
IIPOTPAMMY NORTBHOCTH, & TAICKE OTCYTCTRYIOT CPEACTRA, “ITOGS! IPHHMMATS PELICHNS B COOTRCTCTBHI
¢ TIPOrPaMMOi IOALTHHOCTH, OTHETHOCTS H IPOBOIHTS AHATHTHKY;

3)  [Ipozpamma u umudnc opaamusauuu mue coomeemcmeyiom Opyz Opyzy, WL
1IPE/ICTABIEHHEIX KOMIIaHHeii IPOYKTOB, HEKOPPEKTHAs MEXAHHKA PaGOTHI MPOIPAMMBI JIOIBHOCTH,
‘HCNABIILHAS KOHEIILUAA TPOTPAMMEL

KpuTirbie 9TH POOIEMB, NOTOMY TO NPH YCHOBMH X HATHWMA, (yYHKUMOHHPOBaHHE
IPOTPaMMBI JIOSIBHOCTH i IOCTIIKEHHE LEJIeli, KOTOPhie Ha HEE MOCTAB/ICHEL, MOKET GHITh NOCTABIEHO
nox sopoc.

KoMIAMMN HACTO COBCPUAIOT CaMbie Pa3HOOGPAIHBIC OWMGKH NPH PEATHIAMH MPOTPAMME
RoRBHOCTH MOTPEGHTEeH. Yallle BCEr0, KOMIAHMMH 01y CKAIOTCS TAKKE OIMOKH, KaK HEAOCTATOMHaS.
MHQOPMHPOBANHOCTE YHACTHHKOR O NPOIPAMME JOATGHOCTH, HEAOCTATONHAS KOMMYHMKALX C
KIMCHTAMH, 8 TAIGKE HECOOTRETCTEME NPOTPAMMBI JIOISHOCTH MMILDKY OPFAHH3ALUN, CIOKHOCT
Mexaudxi  paboTH  paipabOTAHHOH  NPOIPAMMB JOWISHOCTH, M GN  HCAOCTATOMHAN
HihOPMUPOBAKHOCTE MOTEHIIMATHHEIX YHACTHHKOR NPOTAMMbI O HENIOCEACTREHHO nporpasye [6].

Oao, MOTYT GhITh 1 oWMOKH ¢ ToKI 3peri dKoHOMHKH. ] 9T0 — CaMbie onacisie 1s MmoGoro
Gieca ommGr. HeNpapiisio NPOIYMAHHIA 1 BHCTPOGHHAR IKOHOMIHECKAA IIATHOPMA MOKET
IPHBECTH, KAK MUHHMYM, K HETIOTYHCHHIO OHJAEMOTO KOHMECTBA JOXOfia OT BHEJPEHHS 5TOi
POrPAMMEL a TaKIKe AGKE TPHHECTH YGLITKH OPraHIAL.

‘B 9KOHOMIHECKOIi CPEe, 10 MHEHHIO ABTOPA, HAlIlE BCETO MOKHO BCTPETHTS CIIE/AYIOILHe OMUGKY:

~ Llem mpOrpamyBl 1 SKOHOMIYECKAS ILTAT(OPMA HE OCTATOHO HETKO C(HOPMYTHPORAHL;

~ 3a pasBTHEM IOTPAMMSI He Be/IETCA HAGIOEHIE B TPERIAX M IIOKAIATEIAX;

~  Tlporpawa He COOTBETCTBYET OAUMAQHHEM LeTeRON ayJHTODHH, TO €CTh GUIH AOMYIIEHS!
Cymecraenmbe OmMGKH, KOTAa (OPMMYETCS CAMA MPOTPAMM, HENOCTATONHO CTHMYTHPYIOUUEX
aKTOPOB 15 TOTO, HTOGH! NIOTPEOHTE I IPHHHMA YHACTHE B TIPOrPAMME OLTBHOCTA.

Opeanusayuu donycxaiom  cedywowue  naubonee pacmpocmpanennsie owubKu, Kozda
opmupyiomes npozpasmy rostbnocmu:

1. Mnanuposanue ocyujecmarsemes nosepxnocmo

JleiicTBIS PACIUIAHHPOBAHB! HEJOCTATOMHO JETAIBHO H HENOCTEAOBaTenbHO. ONACHOCTS TaKOi
OmmMOKH 3aKII04AETCA B TOM, 4TO /IS TAKOH NPOTPAMMBI JIOSIBHOCTH HE XapAKTEPHO BEICTYIIAT B
Kauectse ONrOCPOuHOl meperexTuseL ECIM OTCYTCTBYIOT NPOJyMAHHBIE LIATH B COOTBETCTBHH C
OITOCpOUHOi NIEPCIeKTHBO, OCYINECTBIAETCS TYGUTENbHOI BOIAEHCTBHE TAKOH CHTYalMH Ha Bech
Gusmec B nenom.

3auacTylo A1% GIOXACT NPOTPAMMEI JIOWTHOCTH e XapAKTEPHO AOCTHKGHHE TPeGyeMoro
nereoro cermenta. IIpn STOM CTOMT OTMETHTS, 4TO /Ul OPFAHM3ALMH B HEKOTOPHX MOMEHTAX
XAPAKTEpHO ABCOTIOTHOE HTHOPHPOBHIE BCEFO PAHOOBPA3IA MCTOTOR, B COOTRCTCTRHN C KOTOPHIMI
OHa MOJKET BIaHMOJICH{CTBOBATS C LeNeBOii Ay MTOPHEii, HAPHMEP — KOTa NOTPEGHTENh He MOXET
YCTaHOBHTS HaAeKHbl, CTAGWIbHbI H YI0GHEIi KOHTAKT, 4TOGE MPHOGPECTH TOT Wik HO/ TOBap,
BCTYINTS B Ty WM MHYIO IPOIPAMMY NOSNBHOCTH. B P3yIBTATE TAKITX OUIMGOK HE OCYINECTBISETCH
RoCTIReHIE TAaBHBIX Henei [3].

Tlpw >TOM TAKKe CTOT OTMETHT, YTO MPEAIDHATHA B OGAIATENHHOM NOPEAKE JOMKHS!
OCYILeCTBIATE WeTKoe OmpexerneHHe (AKTOPOB NMPOIPAMMEI JIOMIBHOCTE — LEIEBO ayJMTOPHH,
‘BBITOJHEIX YCIIOBH], KAHATIOB B3AUMO/EHCTBIA, 1E/b, Ha KOTOPYIO HACTPOGHA TIPOTPAMMA M GIO/DKET
nporpasmst sosssocTs [4].

2. Hepenmabensnocms

BepOATHOCTS Oy HTS TOT Wil Hi0fi TOBp, TGO YCIYTY, B IOXAPOK — OZiA H3 BOIMOKHEX BAIFOX
U1 NOTPEGHTEIS, YHACTBYIONETO B MPOTPAMME JOSITSHOCTH, “TO TAKKE BHICOAHO i VIS OPrAHHIALIH,
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Ho comi MOCMOTPCTS Ha GOTBUNIHCTBO NPOTPAMM, B KOTOPHIX YMACTHNKH COGHPAIOT HCKHC
GaI/GoRYCH, TO MOKHO OGHADYAMTS, 4IO B MIOTe B HATpaly 3a ANMTEIbHB cGop 1
KOJUIEKIHOHHPOBAHHE ITOi HCKIIOMHTENBHO BHPTYAIBHOM BATIOTEL, TOTPEGHTEI: HMEET BOIMOKHOCTE
NOAYIHTA B 0ZAPOK TOBAP, KOTOPi CTONT GyKBamsHo 50100 py6aci. ECTecTaeHHO, KIMEHTY HABA
1 Gy e MpisTeH Takoif MTOT ATHTELHBIX HAKOMIERH, YToGH! WiGEKaTh HEroAOBaNHe NOTPEGHTEIS ¢
HOCACAIOUIHM CHIDKeHHEM NPHOBUIH OT HEro, HEOOXOTHMO CHETATh CTOHMOCTS BOMATPAAICHHS,
KOTOpOE KJIHEHT MONY42eT 31 NPEAAHHOCTh OPrAHWIALMI/TOBAPY NPONOPUMOHATBHON CpeHeit
CTOMMOCTH NOTPEGCHHbIX NOTPEGHTE e YCTYT LI UCHHOCTH NPHOOPCTCHHAX MM TOB3POR.

3. Heopuzunaeuocms

Jly6iupoBanue KOHKYPEHTCKO POTPAMMBI JOSIBHOCTH — OUCH HACTHi MyTh OIPOMHOFO
KomIecTBa opranu3awii. OprauH3aIMK COBEPUIAIOT TAKYIO OLIMGKY, TIOTOMY HTO 3T0 caMbiii Jerkiit
IIyTs, H 5T0 MeHEE JATPATHO MO CPABHEHMIO C PAIPAOOTKO MPOTPAMMEI C HYI, WIM XOTS Ont
«I07OTHATE MOX OPrAHHIAIIO Yie TOTOBH WAGION NPOTaMMBI MoRTbHOCTH. TIpHMEpOM MoryT
CIYHTS ABTOIANPABOHBIC CTHLUN — MOKHO IOCMOTPETS HA NPOIPAMMBI KPYNHbIX cereii A3C, 1
3AMETHTS, %10 MPOIPAMMEL OIS HOCTH Tam IPAKTHHECKH HE OTMYAIOTCS APYT O APYTa, H AKE CTI0C00
4X TPEATOKEHNS — TIO CYTH, OJUNAKOB Y BCEX KPYIHBIX HTPOKOR PhikKa. Hmenio notowy, BsiGop
KMeHTA TOif WIM MHOH OPrAMM3AMN 3ABHCHT HCKTIOMMTENSHO OT CIydad, WIH KAKHX-THGO
CyGLEKTUBNEIX KPHTCPHC, *ITO, N0 CYTH, JGTAET MPOTPAMMY JORTBHOCTH Gecnoneamoii. Moo ©
YBEPEHHOCTEIO CKA3ATS, YTO BHE/IPEHHE KAKOH-THOO YHHKATHHOF IPOrPAMMBI JIORTHOCTH PASHTENEHO
OTIHHT OjIHY OPrAHWIALUIO OT APYTOM.

4. Hedocmamounas nodzomoska

MHOrHe KOMIAHMH 9ACTO HEJOOUEHMBAIOT HEOGXOJMMOE KONHYECTBO PAIHEIX PECYpCos,
HEOGXOMMMEIX /U1 (hyHKIMOHHPOBAHIS. IPOrPaMM IOSTsHOCTH. MOKHO IONPOCTY OIYCTOWIHTS CKIaZ
0/IapOUHBIX TOBAPOB, ECIU HEJIOOLCHHTH KOMYECTBO NOMB30BATEIIEH, KOTOPHIE GY/IyT MOTH30BATECH
cuctemoit nosbHOCTH, TakoKe, MOTYT BOJHHKHYT: HOBbIe OPrAHM3AUHOHHbIE PACXOXICHHS, @ TAIKE
MOFYT BOMMKHYTh PAuTIHbC PODIEMH, CRAIANHEIC ¢ OOCAYAHBINHEM PEIKO BOIPOCLIETO THCTA
HOBAIX KneHTOB. OPrAHIAIMI HEOBXOMMMO EIie A0 JANYCKA MPOTPAMMEL IOISHOCTH TOCTAPATHCS
NIPOTHOIMPORATE BOIMOAHHIC HCNOTATKH B PAGOTC MPOFPAMMBL, 3 TAKKE NOCTAPATHCA HIOEKATH
BOIMOKHEIX PALIHHHBIX HEFATHBHBIX CHTYALIHi.

5. Hoowpenue ne mex zpynn nompeGumeneii

'V CTAORKA MOMTHBHEIX ¢ HAMGOICE (TPHBICKATEIHEIMID) C TOMKH JPEHILA 3KOHOMUKH IPYIIIAMH
noTpeGuTe eli — raBHas nes MOGOH MPOrpaMMEL MOSTsHOCTH [7). OHAKO, MHOTHE OprAH3ALUAH TP
PeAIH3AIMM PA3THIHEIX TPOTPAMM MAPKETHIFA COBEPIIAOT TAKYI0 OLIGKY — OHI He OPHEHTHPYIOTCS B
COOTBETCTBHH C I{/ICBBIM CETMEHTOB ay MTOpHH. JUIs TAKHX OPraHWIAILMIT XaPAKTEPHO OCYIIECTRIATE
(hOPMIPOBAHHE OHOI IPOrPAMMEI JIOSIBHOCTH, IIe OTMEHAI0TCS OIMHAKOBEIE YCIIOBHS B COOTRETCTBHH
0 BCeMH NOTPEGHTE MM B3 MPOTHO3A TOFo, HTO KIACHTS! MOTYT GHITh ¢ PA3HBIMH IOTPEGHOCTAM.

'HeRO3MOAHO Y 10BIIETBOPHTS TIOTPEGHOCTH OHOBPEMEHHO CPazy BCeX HOTpEGHTe el OHIM 1 TeM
e C1I0COGOM TIOOIIPERIS, TI0ITOMY, MOKHO CKA3Th, 4TO IPOrPAMMA NOSTSHOCTH, HANIC/IEHHAS CPaZy
Ha BCe FPYIITE! KITHEHTOB, Ha Z€fIe He HALerieHa it Ka Koro. [lepe, BBe/IeHHeM NPOTPAMMEI MORIEHOCTH,
notpeGuTeneii B AeiicTBie, HEOGXOMMMO HETKO H ACTANBHO W3YHHTh NPEANOMTEHHE KIHEHTOB HX
/B0l TPYNNBI, NPEABAPHTENLHO OMEPTHB STy CaMyio LEIEByio IPMIy, Kotopas Gyaer uis
oprammsaun HauGonee NPHGRUTBHON M JOXOZHON, 9TOGH Aamseliie CrocoGhl mOOMpeHHA W
IIpELIOAEHIS COOTRETCTRORATH PEATSHBIM TIOTPEOHOCTAM MOTPEBHTEACH KOMIAHIH,

6. Hecoomaememaue usudoncy koxmanuu

Eme ommHOli BO3MOXHOH OUMOKOH ABIAETCA YCTAHOBKA mOOWpeHHil [IA  HOTpeGuTENeH,
YHACTBYIOUX B MPOIPAMME JIOATSHOCTH, KOTOPHIC He COOTRGTCTRYIOT MMHIKY Opramams. Omn
OIKHbL GHITS CTPOrO B3AMMOCBA3AL, IOTOMY {TO BHI0Z, OTyAEMas HOTPEGHTEIIEM, JOIIKHA YETKO
accoUHMpORATECA ¢ GPEHIOM, B IPOTPAMME IOSTSHOCTH KOTOPOTO 0K COCTONT. Heilkast pH noKymke 5
MarasHiie 340pOBOTO IMTAHHA AQHTH MOTPEGHTEINIO KYIIOH Ha CKIAKY B, HAIDHMEP, IHLIIEPHIO.

7. Hedocmamorusie xomynuxayuu

ECIN MMCCTCS BOIMOWHOCTS GECHPEIATCTRCHHO NOTSOBATRCS PAMINHBIMH  KAHATAMM
KOMMYHHKALIH ¢ ayAHTOpHeli, TO T TIO3BOHT YCIIEIIHO KORTAKTHPOBATS C MoTpeGHTE M. CpesCTEa
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MaccoBoft imdopmatn, r106anbHAz coTh MHTCPHCT H TCCOHIS — BCC 5TO BHICTYIACT B KA4CCTRC HIID
HECKOJIbKIX HHCTPYMEHTOB, B COOTBETCTRMI C KOTOPEIMH OCYIIECTBIISETCS IHPOKAS KOMMYHHKALIAS ¢
1eneBoit ayUTOpUEi, B Pe3y/ILTATE Hero MOLICPKHBACTCH CTAGWIbHAN CBA3b KIHEHT-KoMManuA. Ipn
9TOM B PE3YIITATE CKAIAHHOTO BB CTONT OTMETHTS, HTO KOMIQHHS GJET BIAZETh MAKCHMATHO
A TATIBHEIMi CBEZIEHHAMSH O HOTPEGHTEIIE, B Pe3y/ISTaTe Hero IPABHIIHO BHACHAETCS IOTPEGHOCTS, 410
ONIOKHTEII5HO CKA3IBAETCA HA €€ Y IOBTETBOPEHIIH i IPHOLLIH B IETOM.

Blarofaps NOJOGHEM [ONOTHMTENSHEM YCTHAM W 3ATPATAM, KAK CO3MQHHE M BHEIDEHHE
HPOrPAMMEI TOSITSHOCTH, MOTYT NPHHECTH TAKHE OLIYTHMbIE i NPHATHEIE, 4 YACTO i HEOOXOZMMSIE,
hheKThl, KK YBeIeHHe KOTHHECTRO PO H NPHTOK HOBBIX MOSTLHAIX NOTpeGHTe e, ITporpasyist
JIOSILHOCTH KIMEHTOB CTOMT CO3MQBATH KAK MMHMMYM W3-3a TOTO, TO 3aBIIEHeHHE OZHOTO HOBOFO
IOTPEGHTE!I5 Gy IeT HAHTENLHO 0POKE, M X0 YACPKAHHE B PAIAX KIHEHTOB KOMIAHHH.
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Annotation: This article explores the modern aspects of consumer loyalty and the formation of
organizations' loyalty programs in modern conditions; the levels of consumer loyalty, the main goals of
launching a consumer loyalty program, the classification of loyalty programs on the basis of customer
rewards are given, as well as the main problems that arise in the implementation of the loyalty program
and the most common mistakes in the formation of loyalty programs are identified and given.
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B HaCTOSIice BpeMS TOPTOBIA PACIIMPACTCA H MEXAY NPETPHATHAMA YRCTHWHRACTCA YPOBCHS
KOHKYpEHIM.  VBENWICHHC  KOHKYPEHTOCHOCOGHOCTH  NPOMCXOMT  GIATOJAPA  BEACHMIO
IPEAPUATHAMH YMe/I0i MApKETHHTOBOH TIOTHTHKH.

OJ1HIM 13 BaKHBIX H OCHOBHBIX 4aCTeii MAPKETHHIOBOI TIOMHTHKH 1060} OPraHN3ALIH ABIAIOTCH
PAYIMUHBIC MPOrPAMMEL OTHHOCTH, OHH B HACTOSIIEE BPEMs ABISIOTCA HEOTHEMIEMOH HACTBIO B
opramaMM KoMMEpECKofi AcKTe s HOCTH oprasaiui [1].

3aKpeILICHIe I OCTITKEHHE TOATBHOCTH NOTPEBHTECH — I/IABHAL LES KOHLCILMN MAPKCTHHIA
OTHOMeHHI. 3HAMHTEIbHbIE MPEBOCXO/ICTBA N0 CPABHEHHIO C KOHKYPEHTHBIMH OPFAHH3AIMAMH, 110
II0BIM MHOTIX YHICHBIX, MOACT FapaHTHPOBATBCA TIDHCYTCTRHEM GOTBLIOD THCAA IIATEAECTIOCOBHBIX
1 JOATBHAIX 10 OTHOLICHHIO K KOMIAHIH KIHEHTOR [3].

IIpo2panma A0ATsHOCII — TO KOMILICKC MEP, IEIO KOTOPOrO SBIACTCA YBeIMHeHHE Npoa: [2].
HMenHo 67arofaps MM OprAMMIAIA PAIBMBACTCA, PACTCT BMPYIKH, TO MOIBOISCT IMATH
AMApyioIE No3MN B GophGE ¢ KORKYPERTANH. OUAKO, OPFAHM3ALU U G BIOTKCTY MOKHO 0rieH:
CUILHO HABDEIHTS, €CIH HE HMETh JOIDKHOH MOJTOTOBKH — HEOBXOMMOrO ONLITA H yMEHMi — npH
HCIO/I30BAHIH TAKOTO MAPKETHHTOBOTO HHCTPYMEHTA, KaK TIPOrPAMMA TOLTBHOCTA.

loRbmOCb — GIATOXETATE T HO IPEAANKOE OTHOIICHHE K KoMY/ieMy-1160. Jl0ATsHb ~ BepHsii,
[ ——

C10BO «IOATBHOCME HMEET KODHH Y GHIIHICKOTO CIIOBA, 03HAYAIONIEr0 BEPHOCT, TIPEIAHHOCTS,
nazexuocTs, 3mysamero xax «Loyaly [3]. JORBHOCTS MOTPEBHTENS — ST MOTOAITEIBHOE, 3 HACTO
IIpetaHOE, €ro OTHOWICHME K KOMIAHIH,

ECAM KIMCHT IPHXOZHT B O Ty € NPOTPAMMY 32 KAKIM-11150 TOBAPOM, I YCIYTOf, BHOBS
1 BHOBD, ZAe HE T4 HA BOIMOKHO GOICE BMTOIHMIC PEAIOACHHS KOHKYPEHTOR, TO 9T0 MOKHO
HAYATH NORTEHOCTIO CO CTOPOHS! NOTPEGHTEA, JIOAIBHOCTS — 5TO AMOLUA, M3-32 KOTOPOI O HE
YXOIT K KOHKYpERTaN.

JloATbHOCTS MOTPEGHTECH YCORHO JEITCA HA CIEAYIONHE YPOSHU:
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1. Irouuonansnstii. Torsxo Tex MOTPCOHTCICH, KOTOPHIC IMOLHOHATEHO NPHEA3AHBI K OAHOH
KOHKPETHOIi OPrAHW3ALUTH B ONIPE/IENIEHHOM Chepe, HCIBITHIBAIOT MOTOKHTE TBHEIE IMOLHH OT TIOKYIIKH
TOBapa/yCIyrH B AAHHOI OPraHH3ALINH, MOKHO CHHTATS 110-HACTOSIEMY JIOSIBHBIMH.

2. Payuonaronsuiz. Buiroms: or nproGpeTenMA MOTYT GhITs HaCTORIIMM, (hyHKUMORASHEINH,
ey HKIIORA B HBIN, TAK 1 BOBCE HAYMAHHBIMM,  HeRacTosuunyi. Ipi TIEPRO AK€ BOIMOAHOCTH
PALUIOATHBIE NOTPEGHTETH MOTYT IIePEITIO INTECA Ha YTIOTPEOEHHE APYFOrO NPOAYKTA/YCIyTH, 1l
e 0OPATATCA B ZPYTY0 OprAHIGALIIO 32 AHAIOTHIHAIM NpEAIOAeHHeM. K MpuMepy, 3a4acTyio A1
nOTPEBHTE eI XAPAKTEPHO COBCPUICHHE IOKYIIOK, ¢ GIDKE BCETO PACIIOTAIACTCA MAFaTMH.

3. Hosedenecruir. B cryac mpossicans y NOTPEGHTEN TOSKO TAKOTO YPOBHS JIOTSHOCTH, OK
PEryIISpHO HOKYTIAeT ONpe/eIeHHELii NPOMTYKT, OIHAKO HE UYBCTBYET K HeMy NPHBS3AHHOCTH.

Ipozpanma nowmenocmu — 510 GusMeC-TPONECE, NOIBOITOUMA NOAICPAMBATE CBA C
NOTPEBHTEIAMH, ACPAATH MX (PAAOMY, STO JMAMTCIRHO NPOILE, HeM NATATHCA He AOMYCTHTH
KoHKypeiTOR Ha paikok [4]. BIarozaps IpOrpaMMaN JOSTEHOCTH, KIMEHTS! — A1G0 OTACTSHSE, TGO
LeTA% IPYINA KIMEHTOR — MOFYT BHIOPAT PAGOWHE M, TO BAAHO, NPHATHAIC MTOA PIBHTIA HX
B3aMMOOTHOmEHIA ¢ Oprammarei. OcOBEHHO BUAHO T0, HTO GIArOXP NPOIPAMMAM IONTBHOCTH Y
~KOMIAHIH TOSRITCA BOIMOAHOCTS COXPAHHTS HH(OPMALYIO 06 ITiX KiMEHTAX B G anmbix. [Ipeae
BCEro, flanHbii GU3HeC-IPOLECC HANPAB/EH HA BEIABICHHE, NOICPKARNE W YBEIHICHHE (OTAAMI
TIOCTOSHHEIX H AKTHBHBIX KTHEHTOB, M PA3BHTHE IMOUMOHATHHOf CBA3M NOTPeOHTENEH ¢ GH3HECOM —
CBOCOOPAINA BOIMOKHOCTE NOGHAIOTAPHTS KIMCHTA 32 BHOOP KOHKPETHOH OPraHMMALMN WM
npozykra. IIporpamma JIOTLHOCTH MOTpeGHMTENel — JUIMTENbHEI, OITOCPOMHEE mpomecc
~B3UMOBKINOHbIX OTHOIEHI: MEAAY Gi3HecOM 1 ero noTpeSuTen [8].

Crpateriieckas LETh TAKITX MPOTPAMM — MOBBIICHE NPHOBUTBHOCTH OT OCHOBHBIX CETMCHTOR
noTpeBHTe el 1 yBeeRHE X AIHEHKOTO KA [5].

VBellCHIE 20 PHIHKA, YCHICHHE KORKYPEHTOCTIOCOGHOCTH — YBEICHHE PAIpHIBA, YBETIICHHC
PAIMEPa BHPYSIKH, NOBMINCHHE NPHOSUISHOCTH OPFAHHIALMM — 9TO OCHOBHBIC LETH NPOTPAMMEI
noankHocTH moTpeGHTenci. HeoGxommvo AT COCOD AGTHTCA LEHHOCTAMH ¢ KIMGHTAMM
IPOTIOPIMOHAEHO LIEHHOCTAM, CO3JaHHEIM POTPAMMOi JIOSITBHOCTH UIS KOMITAHHH.

112050/ OraHH3ALIH HEOOXOAMNO MPOBCPATS Hp(beKTHBHOCTS PEKIAMHBIX KAMIIAHIH, TECTHPORATS
HOBMIE IPOZYKTHI, NPOBOZNT: MAPKCTHHFOBKIE HCCICAOBANI, BHARIATS MPOGICMSL H BOIMOXHOCTH
pasmiTHA, OBCYAIATS C NOTPEGHTENAMM YAE CYWICCTRYIOLME TPOTYKTEL — M [UIA 3TOTO MACATHHBM
HHCTDYMCHTOM ABIACTCA IPOTPAMMA MOATBHOCTA.

OBBIHO, OCHOGHSLNIL ERRMI JAMYCKA MPOZPAMMBI AORTBHOCTHM TIOTPEGHTE e IPHHATO CHTATS.
caeayome:

1) Vaemrmmactes yposeHs IPOXuK, B PE3yIsTATe Hero IOBAIIACTCH BPYIK;

2)  IlombmacTes IPHBALTSHOCTS OT NOKYNATEA € HOBIICHHEM A0TH KOMIESK;

3)  IloBsmacTes CpoK NEHHOCTH NETeROR ay HTOpHI;

4)  OprammsyeTca CTAGH.IbHAR CHCTEMA BIAMMOOTHOWICHITE IPOZARELI-TIOTPEOHTEI;

5)  MUBHMHIDYETCR “IyBCTBHTETBHOCTS IOTPEGHTE/A B COOTBCTCTRI C TeM, MTO PACTYT ICHH;

6)  Cmkenme menane noTPEOHTENCI PACCMATPHBATS KaKie-THOO IPEVIOACHIA CO CTOPOHBI
~KOHKYPEHTOR 1 CO37aHMe HEKie GaPhepi A3 BHXOAR;

7)  Ilooupenne NOCTORHHEIX KTHEHTOR — CROCOOPA3HOE (CHACHEO MM, € UEIISI0 IOBBIIICHIS 1X
NOKyNaTe LCKOf AKTHBHOCTH;

8)  cop MopMaN 0 KIMEHTAX 1 BHECCHHE ¢€ B a1y AQHHBIX.

'Hanforiee BAHAIMI Y7IEMEHTAMH IPOTPAMMS IOAISHOCTH SRITIOTCS

~  HacwtujuKawiommbe fammMe, HEOGXOMMBE TN NOCTONHHOH KOMMYHHKAWMH C
menTaM;

~ IocTosnHas 1 pasHo0GPAIHAA CARS € KIMCHTOM C LEBIO €T Y ACPRAIS;

~ PaulMuHAE CTHMYIH € LETBIO NOYHEHILA KEAEMOrO OTIIKA OT KIHEHTa;

—  HeKas «MHTEUICKTYalbHAS MAIMHA», C TOMOMIIO KOTOOH MOXHO NPOHOIHDOBATH
6GyAyniee noBEACHHE KTHEHTa, 3 TAKGKE BOIMOKHOE €ro BIHSHIE HA H(pexTHBHOCTS Gineca.

Ilpozpasms: ORToHOCMI & KauECMIBe NOOWPENNE: KTNEUMO8 NOOPAIVERTIOMCR NG CAEDYIOUHE
kamezopuu:

na
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1. B coomeemcmsut ¢ mem, cxomsko opeanusayuii npunuMaom ywacmue & coomsemcmeuu ¢
npozpayoii aosnbHOCTIL:

T8 HEKOTOPBIX OPraHH3AIMIL, /UL KOTOPIX HE XPAKTEPHO BHICTYTIAT B KAYECTBE KOHKYPEHTOB,
O/IHAKO OHM HANABIIEHE! Ha TO, 4TOGH! MOBBICHTE JIOAILHOCTE OZHOI AYMTOPHH, XaPAKTEPHO B CBOIO
01epean ocymeCTRITS 3amyci OB TpOrpaMMBL MR sHOCTH — Koauyuonnoil nporpassi [4].

Tlpn paspaBoTke, HCTOSI0BANII 1 3ATYCKE NPOTPAMMEI JOSTBHOCT B COOTRTCTRHH ¢ OIHOF
OpramAMCi B NOTPEGHTE L, TO HANMEHOBAHHE TAKOF IPOrpaMMb — Hudusudyazsnas.

2. B coomaememeuu ¢ yeuosusn, no komopeis nompetumes scmynaem & npozpaxy.

~ Ec/M B KIMECTB YHACTHHA JOITYCKACTCS M0B0E AEIAUOIEE JHLO B OTCYTCTRHM BINIOTHERIS
ONpe/IeeHHEIX TPEGOBAHHIL H YCIOBHL, TO HAHMEHOBAHHE TAKOH IPOTPAMMBI — OMKPLIMAs.

~ B Tom cyuac, Koraa, ¥TOGH BCTYINTS B NPOTPAMMY JOSIBHOCTH, TpeOYCTCA BAINOTHHT
Onpejie/eHHbIe ASHCTBISA, HAMMEHOBAHHE TAKOH NPOrpaMMsl — 3akpeimas. B otom ciyuae s
NOTPEGHTEIIA B OBAIATEILHOM HIOPAAKE TPEBYETCA OCYUIECTRHTS BAITIOTHEHNE KOHKPETHbIX YC/IORMIE Htt
3a7jaHUi, KyIUTL TOBAPHI B COOTBETCTBHH ¢ KOHKDETHOI CyMMOH, BHECTH NepBEiii B3HOC, 3aIOHUTL
QHKTY, ©XKEHEICTBHO YILIAYHBATS WICHCKHUI BIHOC H TAK fanee.

3B coomsememauu c mew, Kax ausem cosepuienue MOKYNKu HA mo, Kax moowpaemcs
nompeGumezn.

~  [IpAMas mpozparma IOATSHOCT SAKIIOMAETCR B TOM, “TOGH OCYIIECTBHTE yBETICHHS
POJ@X, OCYUIECTBHTS (JOPMHPOBAHHE y LeIeBOii AyJHTOPHH TAKOTO OIIYIIEHWS, 9T0 HMEHHO 5Ta
OPFaHIIAII Y AORICTROPHT X TIOTPEGHOCTH B COOTRCTCTBHH ¢ IPHATHON CTOMMOCTEO.

~ Koceenas npozpasya s TsHOCTH 3AKTI0RACTCA B TOM, STOGH PEATII0BATS BHYIINTEI5HOS
KOIINECTRO BPeMCHH M ACTATIBHO TPOPABOTATS BIAMMOOTHOMICHHE C KTHCHTAMM — MHMBHAYATEHO
OBCIYKHTS KIIHEHT B COOTRETCTRAM C Cro NPEATOSTCHIAMI H OARIAHHMH.

4. B coomaememeuu ¢ nonyuaemoii aviz0001i:

~  Vaeamsmmacres o6nheM IOAAK BEACACTBHE TOTO, “TO NOKYNATETh IOBTOPHO NPHOGPETaCT
s 1 70T ke Torap. Taas IPOTPAMMA NOATHOCTH OTHOCHTCA K L{en060il IPOTpAMME IOTSHOCTH,

~ Ilporpamssi, KOTOPsic HCOGXOMMMEI AUTH TOTO, “TOBH! COPMMPOBATS MHAMBHAYATSHELE,
YHUKAJIHEIE H IMOIMOHATLHBIE BBITOJIEI TIOCIIE TOTO, KAK KIHEHT BIaHMOJIGHCTBYET C IPEUIPHATHEM, B
Pe3YIILTATE HETO YCTAHABIMBAETCH AOCTATONHO JONFOCPOSHISE M MPOSHAS CBA3S C KIMCHTAME, 41O
HMenyeTCs B KauecTse Heyenogoil IpOrpaMMb! JIORITHOCTH.

LewoBie NPOTPAMMbI KIACCHGHIMPYIOTCS 1A MPOBEeHHe GOHYCHIX, AMCKOHTHBX, @ TAKKE
HAKOTHTE.TBHBIX IPOTPAMM TORTEHOCTH.

TIpoReeHIe ZCKOHTHBIX IPOTPAMM OCYUIECTRISETC 110, HAKOMHTEBHEIM CKIAKAM, KOTZA IpH
GOJILIIOM KOMIteCTse MPHOGPETEHHEIX TOBAPOB (OPMHPYETCA GOTBIIAR CKIIKA — TO ECTs, CKIAKA He
GYACT HIMEHATECA, OZHAKO, HATPHMEP, CKIIKA MOPKCT JABHCCTS OT CYMMbI ek, i GOHYCHBIE, KOTA
HOKyTIaTeNeM KOMHTCH HeKast BUPTYQIbHAS BAIOTA, KOTOPOi OH BIIOC/E/ICTBUH HMEET NPABO OILIATHTL
xaoit 1o ToRap, MGo HACTS ek,

Ojaxo, pyKOBOJHTE AM OpraH3aLii HEOGXOMHMO YIHTHIBATS, HTO YHHBEPCATHHOI TPOrPaMMEL
ORTEHOCTH, Kak H YHHBCPEATBHOTO CTI0C003, € HOMOILIIO KOTOPOTO MOAHO CPAZy BAIOPATS HYAHYIO
NIPABILILHYIO NPOTPAMMY NOSTEHOCTH NOTPEBHTeC/ — HE cymecTRyeT. I BRG0P HyAHOH NPOrAMMEL
TAKKE YCIOAHSCTCA el TeM, WO CYMCTEYCT OTPOMHOE KOMMMECTBO CAMBIX PA3HOOOPAIMX 1
NOTEHIHATEHO OTIHHAIOXCS APYT OT JPYFa MPOTPAMM MOSISHOCTH.

Urofhi MPABIIHO BHOPATH NPOPAMMY NOUIBHOCTH KIMEHTOR, HYAHO TIIITENRHO MIySHTH
0COGEHHOCTH OB eHHS NOTPEGHTeEH Ha STOM PHIHKE, H3YHHTs CaM PHIHOK, Ha KOTOPOM KOMIaHHS
BEAET CBOIO JI€ATEIBHOCTS, H HENIOCPE/CTBEHHO CaMy JESTEbHOCTS OPraHH3aIH.

Jlin moBoro Giineca NEPBOCTEIICHHO BAKHO CACAYIOIICE — NOKAIAMEIs OATHHOCMI KAUEUMOs.
CyUlECTRYET OPOMHOE KOIMCCTRO CAMBIX PATHOOOPAZHbIX TPOGIICM, CRABAHHEIX C NOTPEOHTETRCKON
IORTBHOCTS10. VIMEHHO H3-33 3TOTO 3HAUHTEIHHO BOIPOCIO KOMHHUECTBO PALIUUHEIX CTATEH, CeMHHAPOB,
NOCBANEHHAIX AHATH3Y Y/IOBIETBOPEHHOCTH KIHEHTOR, 4 TAKKE H3MEHEHHIO H HOBLILICHHIO €€ YPOBH.

B OCHORHOM, NpOGIEMS, €0IHUKAIOWUE NP PEATUIANUI NPOZPANMB TORTOHOCMY, AILE BCETO
BOSHHKAIOT B C/IEAYIOUINX OG/IACTAX — TEXHHHECKOH, METOOJIONHHECKOH, A TAGKe OPraHHIAHOHHOI.
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