Hayka

. D, suTurALd
S@eHJHAS S5t GRS,
HisYjisls SO jHis™

(o8 i {e (X0}

d QelsdStedidhdsj
s @k jtdie nqfav 13 L
endiz@sse 2 tadethdls jls
tied Iedlsjt-hlse]
TEhIMEE2 AJHjs@ydde.
RBjjls 30-tjlstd?

syrls YjH@ B NS
HJWIs jidshisd.

JCskyde HeSIstt@blskztlz
NQkhsotses
Eddojehdlsjls@

Polstts BisbscECrdd

tfis flsteAs jecunSsdsiz
et jhdE=

@S jlsdibetse T dsof
Glsdo@Bd

d zyjBizses shsedw

s QzlsdSedLdidsdst
rte@eitdts, JzeedSCyd?
9 tehfj2MSdm o LaEEZB > & A
dLH@dwn. fhbsedT j
@t ikd™ difikjHso@zd2:
fiste@s jecun<d
QzlsdSedidher2
B> B3 jls,
flstAs jedy ihSd?
B@Clsdie, By jetoO

d ke jdkd]

QS jlsdietse ™ dsof
lsde@Bd SuitfQdd,
sYJESOd ktfe @i jkd i
flsddgshls = BdLdin@

E-mail: ksu_54@mail.ru

86

q)OZqu’Qted Lod0w gOteS jlscftzcso0W fistels joow Wdteds ™™ tts jHils0odz jd0

9 odHJ MisteOls jedy iS22 COtels™ f) da Stz Cdsd ztetsodzdzd Wisteds0zgLOydef
(MisteOls jedyinSsJ Yz0dkdtesa0dd,, G0tS sdtese0w fistdisdSo o k0ot jkdd
diehisdydwasd d 0SIscfo0dsd, dzhistelzds jdis ™ OdzsdStedLdhdzsets dG0teS jisddc0,
0teC jisddctso 2 BALd:ji-dds jddz jSls, tstecOhoLOYdsttzts . tishistets jdadj) HiwW
ffnls jdstztsets of COMCOHME oshtftedWisd™ jJ zulhiskdSodd. oS jisddcsa0w
tisizlsfSO G0 olststetsts ztetsotsj SOsT GOtedat k0 GO tojShjstzCydEs
MisOts ™~ d/dizd YtedsBte jls jd ] o™ @30S jsdtesor - 0Skdotse:

GOteS sdtzeser n difitiHse0k jzhSdn 0Skdetss, Bts jiH-COtfdlsOk0,

vz dshisd gisiste jBdls jizj2, fists0ls jedy jiSdm fotelsdz jtefhiso

9 Isso0tetsHO> Jedd, HEW Astsets diftfisdz- LizEslshw AWW jClsdodz T j

&GOS jisdtzeso ™ j dize jhisdydd o tisistejBdls jkzj? (M jkjSydv, LORa0k,
IzHjtex106dd, Zodedykdd udieo Ykt isdlizi?).

RAIONEBNE C/LEE

QIS EALAEOY BAS jsdkeso0Y fist@sjcd, o ieCoidoQd),
QS st T j CElsdo ™, @S jisditese ™ i jfisdydd,
RS jisctzeso T2 AL ji)-clis jirz jSls, asenizistot @Y

flsts@s jecu iSO CQEsQ tstec@idL Qydfistds ™2 fcfdzs.

AHTUKpPU3NCHasd
MapPKETUHIOBaAs

cTparerns

KaK CTpartermyeckKas Kapta KoOMrnaHnm

BeeneHwue

A tfshisotzHizisted0z- dizes Atfisnlz sy ot fosj-
tsBteOLG 2 StedLd sistedd d the0SdSd djdzjH> B d-
0. uteOHYdfstats ™ j MistelzCstztetz ™ j diylssydacSof SsClz-
teddlstr m edidizi jfise sdyo ¢jsctoWdyintdn did
te okt dielzesPdn BOE jtese, ACEHsRAS GohNIsOBO fis-
CeoP O, [ jeoydistir 4 Mistsoljedd ASsisBdd
dLHjendS o sl sedffjude0tst efij Bjgthizes
tejdisOB jrdztstyis. M tesy i YisdhCo dsorn Odlsd-
CodLdi e dissykdSse BzOestsEZYY BE4N i
L0y jdedj thacfHOjistw Histzashtetsyd T ds diso0ydvds
. icBOls jtedfOiz i 0Ckscfo0ds o W its0r YteisdLotsHise0,
Wdk0dhse, GOtS jlsdie, COHtstse.

10 Y040H] hWisteddftetso0ddi! Hoj Steztf ™ j M Cis-
&r MisteOls jedunSisets djdjHdsjdls0: odizists jdaiavw of
ol jhaw. RfssiecuinSd NbBOYOEO fizsMdkon+ §jts-

o0w Nest0.  doflsswh jj otejdw Hoj Mesir fizh j-
fisolztsls &0 0ol . S oulzlste jdadzj? NEBt Vel ls
ACsasddhis T, gt gkidds Ssbsssrn fistolsjed™ tisjH-
gredwisdw shdso ™00 jlsiv 0 adlzlstejdlkdn teinizish0r,
Csyjorna SeBYsidydin. Gt HOadR Mizs>daho-
wiw PGsg0. s ol jhi? MOt sl ACsHIsBd-
fisse, EHiEvEshdn ehdi0kd) o Shbsodsd osLEoh-
s0Eh jdtz d tis jsBEOHOEM jklz LEOyikdEs odjhddn
HEW Wdteg ™ filsJ? tedfztefise HEW fsLHOGW CtClz-
tejdisdz YteiddslzP jiyise. LOLOdszdor j BidiH> T
Csdst0id? dsBdidLzel okjPadd tinkehr s0Sdn
fdlsd? HEW HEhisd>dddw fistosicdyinSdn ydzi?. A
Ass? et §isS0 Hsddhftslztsls HOO SO Sisdsh J-
&d2: Holzhsttetded, Sisish jddw sdto fistlsicdy-
fSdm Ok i did fiseddhse n tejntfsdisd2 o
ofy Jhisstetstadzd]j sistsh jlsdW d3>HEz ofjasdf tftejHfted-
Wiscdzef o disd.



201

wydlso s, ylsts tfte jHtftegwlsd ditsetzls fsLHOsOI
fisteOls jedt %0 shdse ] Pizbs? 1chtzz0s0ydd hesdn
Cadyibikyd? d 0Skdete, dsBdEdLtats to izt
Hislzedr SEBHOGd2-H0t6isE ke HEW tis jHSNis0ot jddw
gibtejdlsjivds Bt j2 yjhbshisd. Tonsjls tisdd-
B0k stsets, s o Hj2flsads itz dishisd ASshsdsofyj-
i BEOestszzyd thejHtftedWisd fowL0uts f) stfisd-
G500 ™ ds sy jlsOdcfjds Helzm SstzyJtfyd2.

S0S BisHJEA, GOtfeOatjhd HIVsJ+dGishisd, BAL-
G df-fisteOls e WoWjishv dajsisd jlsujdsrds Az joz ja-
Istsc fycfinls joBtsets HfsHABHO € tfte0od jddts tits jHtftec-
sl g i ¢*Bis2 Az jos jais fofhls o5+~ HfisHo jtecO Jisf™
stsLAd, bsts WOScu S ofsLaqSO jls sisSst jddj sis
wOnidisOhds?2 fistolsjedd d tsBRBHI®S ©OLE0B0-
lsTo0ls+ OiscfStecfLcfidlzts fisteOls jedts.

usctOnGs 60Bs0R s fistsOlsicdyifCsdklz -
G H B b, E0Le0BEEO sBF J2 HEW it jHiftecWisdw
fisteOls jedd tsLdzOYO jls, s Jets telzCsetsHisets Yisdddz0-
Jks, €0S Hishisdetizis? tfislsOatzjhd~ fistsOsjedyincdn
Ydd2: orojhisd fejrtftedsdj di Stecfieft0, Hisaofls-
fiiw ACsEERqUINSses Zhjr0. AtgOzdLsa0nkEzEs,
dLirsy it &0 Bzd06] o odH]j etHBaRES Bisyjlko
0Sydstzite0 o &0 MO Sstfokdd o Rdsjtedls
fiste0ls joo[= HiststdVsls dsotshstis? dawstkoydy2,
BesH ste0kd,  adH jsti0ls jtefOOdkd], Istejdcfdzctsor-
&d ©BLOLEa0 T G Gd tesctokkokd 1 ofd Ass
BEXGs Y jHshisOodis LOds s inse0dke & 2dyods
9 Bothkis? dewstkoydd, Bt BE0R, BJyon tkz-
CosHdlsjizj?, odH S0k jed0zon. IeOadids Wists-
GOzdLse0GE0Y d tfisjHisOodikdkow dhejhisste0l d
ZOfsidSods tts jHftedwisdw (s ids, et &OLYo0Hsls
stakeholders: fsBhiso ikdkdCod, MEistezHEdCOR, -
GG jdistz, CtejHdflsste0ds, tfsistejBdsjids o tfts.)
fisteOs jedw o jkdyde0ils Heejtedd, tifzsoyds o
ydotatshis+ e jHtftscWis™.

dopmManusauus ctparermm

SOC HEEXBO o ewH s fistsOlsjedw? s dOfissw-
P ikt etejkjtd &d o tshfidd, ad o ddte & ted-
s Wisteds0wGj MisOkHOET. . ©shhd2nes2 d
LOtZzB M EB2 ddsitObiztsj HisjHiisOatzjddw & fist0-
lsjedd motHWishw o shlsedsd ¢ tBsB jiadt o j0ts-
aduinCdn ok j? JJ ©0Le0BBSd d tej0zdLoydd
9 LOoddasshisd sl otejdidkd, MWt shizP jhsetd-
Gov, gtoetjdujnidn dinsteizdjdsts, Stsyjora
diHdCokstse, Misifidd HisOZdLOydd d k. H. pdwv
zlso jtoxjH jhadW (G0ttedds jts, o ety jHizts0n BOGStEs!s-
fise® ©0 MsBEORdd StiHdltise) OdisdStedLdhdizs
fistsOs jedts Histhisdds tejnnisOadikst o tsOLzdyh A
Wisteds0r: s Bls BYls4 BALE&IN)-k0h Wdk0dhs-
otels SLHBEBat kY, 0k ek ind s LYtookjddw,
fistels jedyinCow COtls0 (as) d His. M dzdfsjteOlsizts i s
fisteOls jeduinSediz Yuzokdese0nds d kttoetjkds=
e jntfledvsdjds YledojHihr o0MET ] kztetsond HlejH-
flsOatziddw fistels jedd, &otfteddsjts:

A Wistectzircftetso0dad]j isteOls jedd &0 ztetsods j fists0-
lSéGt;fd (@lind™ d eqHJddd SshyoRdd, yiid, fistelsj-
Gaqv);

A YxOtdtetso0tkdj t6j0kdioydd fistOsjcdd &0
ftesodzj SOSAC (YstdisdSo, Ykonr, fisctokd:!r,
BEHMJT);

A joedLoydv fistlisjedd GO ktssot] kiSzdn
Y te0yd? (esynizisr, gesydimr) [2, c. 47].

A &d kit Ghscszistodiord tisjHhisOak -
v flsteOls jedd], fistsOls jecfu ifiSsets eOLadisdw BdLd im0
Wisteds0edLBs00G ™ ¢4 bz fikse ihbs, Gotedd it o
BALAGJ)-tz0tj dizd o Ssiydtlsd, B d Hrjdsolsdudbs.

s 50Sdd3 90ted0dzis0c it jHisOatz jdadW Sisttshwishw:

A fste0ls jecfunSoj SOl

A 5Ot isizist j COtglsT;

A 1sOBEAYT;

A fsteOls jecfunSow fists j&z0;

A istscdstshistzow gorzisco;

A fistscdstshistzow f jis+ fy edidv@d BoLbghno;

K istscfdsishis0™ fjis+ 1) yifsuSodd BdLene;

A fissqdsshist j CONCOHT;

A jls joOw fymjds0 f te0Le jlsatz jdits (3] lzL O]

A feOoddlsji e  fisteOsjeduinSdj thesWeld
) dfLdzsds0cas ™ o] decfdacfvesel;

A 1 jdis0cts0ct ™ o BseskzesEGdCd i BsE P dd
Cstdyifsesds Zetse;

A Cdisizter;

A dtsHizizdl;

A dstsetsds jiate ™ Mgt

A Holzads jtots ™ StststeHofd0lsd ™ j SOtels T

A SBduinSdj 0L LY

A CotelsO Cdtitss jdbstse;

A 60BSd kztfs0at jisdv.

YedojHids ROwOSkjtelr§ tedd e Wisteds0dd-
Loydd wlsHizAGra Ot jSsse  BALdih-fistsOls jedd.
WOtfleq jts, SO0 St jdsse ShEsa0E0 GO Cods-
Hikizydwn Wdtdsr, Sslssterj it jHlsOadzvesls fisBs2
tec0hALOYdhEE-COHEso T2 o jtkdCOZ- G 2 s L
us:

stftejHjkjer 517 StedlsdyifSdr Sl id-
yd2;

A Ssdstfilsitrydd steOdmediszesksiw 507 80 iy jyd-
OzefLdftets000z0: d3 Sis3Htstz jdasOds;

A CodstisdjdisT fisHHjieydo0ls 1501 300 Sted-
baudhSdn BdLej-flesydhfse.

s jiZ0 Management Framework stfdhra0ls
tiB0tC jisdizeseor J BESC d d30tC.isdhesor j AdkdkdY-
fyr s fiste jzCOdd oLOddshoWL? & i>iHE BT jCls0dsd
tfic0otz jldw: 0Ckdor + COHEY = okihdd] fblts]-
Bdfsdezd, tfshis0ePdSd = Wduodh™ (o ksd udhnid
YCoL0s jtd tojdsOBizGshisd d dAu-Sohsdie) =
tsstejelsjid d EtfeOenjidd sishsh jadvad f dddd
Z fsteOsjedv = as d hdhls ik MBOEOGIdtsa0hd: A
YsCOL0s k2 d s. .

A 0otz iddd deWsERoydsnas? fdhsiks2
d3selzls BYIsA 9V HjZjdY 50Sd ] Eesadkd:

87



Hayka

88

A duWsteoydsneoy  idsik0  tzCsasHds jiv
e Jtflodisd;

A Colsizts™  wsedijsoSd, Wk, tfssdLotsH-
fise0, ztfiedatzjded tfjiehisd0disds, oLOddsEisdks jad?
f) Sz jdaisOddl;

A dstsHizizd] otlzisted Stsdabsizistse);

A BdLtzdf-tetsynir etizlsted BHEE 2.

u0Ss tfeiHiisOodidkd] Ettadki?, Syjd o0Mdks]
HEW jot tisi-Lse0jiz? o Mogs2 Wdkdd d s fisststs-
%Y, Blste0X0ls WisteBOtzofL 5ot J Lt0dd ] 5 fisteOls jedof
0Bfste0SIsdzs o SstSte s, © s8F jds d o yOnisdshisd.

A g jHizdd Hihwsdizilsd) 0Skz0zdGs tis jHijsoo-
titkdj BdL@if-isteosicdd o odHi Miste@sicdyinSs2
CQAlsr (bs) %0 St ©0LE0BEIES O jtedCodncd=
ACEsRANsss T sOfEOR0 d 1. W bebs®0. us sYdhr-
00 jls Stsdzis iShls Moflsjdz™ MBOEOENdEse0dkE - HsCoL0-
lsjizj? tstftsjHjdjkdks? HjWs b dshsd Sskyokd?. us
s8I jHoBjls tw0LtesLabh LOHOYD d ydid Modss2
Csdzfoidd. Adndhd] d fistsOls jedw Wefted3 ™ ts0mCso0-
sisiw i) gsLdyd? udsTtedn sy iisdo: Wdkodhses?2,
GO isdheses?, thesdLotHise jhds? o COHtsos-tte-
c0dLOYdbhkEE2. dv SOMHE2 tjthtfjSsdor stftsjHd-
g yjid, gsSoLosjid, didydoisdfor HiW fsLHOMGAW
OCydistzdtetis? hissdasshisd. 0sjds SY-d3diH> s
teOntfsshisonvjls fisisOisjedt &0 BSEiJ GALSd, HJ-
Y jdste0kdLso0hkE | ktesodnd oo jhdv. JB ubs ¢
s tfediz0s0 v istsddsshisez@Y yJtsusQ BizOGBHOBLY
Cislststets? fistscfdstshistow Ssirytiudv eesHdlsh™ o fists0ls -
GPudnS a2 dsOttelzls HisilsoM Joscl™ iz e jrtftecf s
f) zyjlssds Wokowhses2 fshisOagvesh j2 T GoShddsd-
LOydd missddshisd BALdzmd. A tejLizs0ls] fisteOls jedE
B>l Wistedz0izdLsas! dd ssi1Ss COS us, bt d SOS
fste0s jecfy Szt G0t istzistizes Cotdslz (e fS).

WOYdsiotdGis] ez ikd] e=¢ tis 0ssi0e-
sS4 o diffiziHse0hdts SahdsdulhSies fishiste0dnised
(NASA) tfiejHz0c0jls Mot stfteiHjzikd] ufs: At
CoeHdhdteso0k0Y d ofjhisseshd ™ tfiesHESEGow
fisteOlsjedw f) dHiEsSWdydisse0ia d Sesyiordd
HEshsd Jidvasd, oBLBsMEshisvEd o BiED, SEySoRd
Hrodiisdw i jhd?2, Selsterj Wethdiztls shiselz
HEY Hegeshesyt - fedstedsjste d diejfisdyd2.
JHEsote jgiddks NASA stfisjHidvils ginss 4fs o
YdtsuSd cydd 1 s T OtendjChizted T tes ST
d ftset0nB e, stebid s, s0hts ra0slshw Ros0s-
bdtedisdCd v gCs: yjid d edistedsjsT, oLdETEJ
tzsdf d issuSd tfteclivisd 5 Jid?2, ote i jdkov dd-
14260, BYJdCo tedhSse, Hiz0d LOEO, htfshssishisd of
oLOBEHJ2MsadW, fsHABHT € odkdHtsiddts, tfesHad-
S Jtd Bdhndd 40 o isSsds Zissod .

Sz s0ydishiow W0 Service Excellence
Research Group tfts jH&z0c0 jls yjlstej 9dHO 3OtsMtsizls-
G Cotels (ILS) tted tOLIE0BEIS) Hs HEW HESMISA> J-
v gt iHYteddidB0lk jehSEes ZhtfjR0:

A wfs, cHj YishizjHso0sjedgs stdhoe koEh-
telzls: flsOtels (yddzd T LOtOsSY, IsteOdmW jtels ™ L0k
tslstejcflsjids, dizedhisciydd) Y fisteOsjeddf (teghizte-

v, otejd) d dibtedSd HodMJad"Y diffisijtdd
flste@ls jedd.

A S et ia2: histsjasoyd gssic ads)-
42 Y tfts jHirsyjded ] yjdbshisd Y tOLEOBSISSO Ssd-
s jHsO Y s jtoW j2, ZzHSBG: 2 Hiv ttsists jB s jaw.

A Is didsjejod2: stejuitied yie2 d fiseo-
sdedd Y dsdscshiseshi vy syjhso sk isds-
2 Y tyjeSd Entfjro o Hjws ik ashsd Y syjeso
coStzOHOe WOCktststse kzitf jR0.

A s fesrod>1 jadv.

WO& tte jHns0adw jishw, ysts . fs WolW jlshw yo-
fls1es as, teduid vfs HEEZE0 Bist0>0s+ -
daiszh inso ikt  sBPEES st jedy Sz &o-
0ot jbshist, 0 ws T thedudds-fizjHiise jdkdr j
oLOdisHIMsodw B idHE Adz iz jdis0dd st jedd.
e jdgizh jisos s GOH Mo jhhkrds stdhodd.jd
flsteOs jedd LOSEEYO v o dLisBe®> dkdd ke, $0S
COMHY 2 Az jd3jdils HJWIs jaAdashisef adshdls Mots? oSEOH
o 58N 2 i n fistOlsjedd, tishtsjHiisotsds dlacfucd-
-z jHhlso jddz " fiowLJ?.

bGORdL fisotidjhks? LOYOHEER ddisitOktztsr
fLotkvjls o Hjddls+ Hiszed ] 90X &Y thsBiddeshisd
fsLHOGAY bs:

A %0 us gy dLEBEOLlS! odjhdEsts (Csh-
Clztg jalstaiz s, YoM oteOMHIBREE HEW CedLdhdses
ttejHtftsowisd™) fite iz, © Isisds itz LOS jtejftse0d-
A 9 HWs jdAdshisd e jHtedWisdw ddy, WoSkstsr,
sy

A tfed fishisOotjkdd ws GsBRsHANS Zyifs
fisteOsecuSdd udd, OmhsOadis! Ydstdlsils™,
qttseHO Bl 0w tlsH jdAdB Y j yjtd);

A tesyihr o 0Ckder dsids dLdjivist o Ssgs-
BJtzdts500is-;

A dtsxis st st e j disedfiscfydd
tfied BisChshjddwn istsolsjedyncs2 kste0JSisstedd HEw
SstetejSudd dd flesroad>ded € yjad d tts.

WitBRsHgEMs o OdsdCdLdibs? st jedd
otsLdS0dls tfted WOSkdifSed sShsdiddd fistso-
sjedd Wdtsds™ s LOYZOGASa0hkEs6E d0tMiElzlso ¢
flstes jedufSs? yded (yikvds). A t0BSon hdistzo-
Ydsttses fsHAsHO C Ztfte0ot jkdts OdlsdStedLofidow
fisteOls jedw t60L10BOIS 00 lshw %0 Shdse HAOEESs]-
Cd CtedLdiO HEW Cstete jClscftesoSd filstsls jedyifSisets
#OtficOadz jdcv.

CTpaTernyeckas kapTa
aHTMKPUW3UCHOW cTpaTternm

I ejHz0c0j  Weted0ddLse0st  OdisdCed-
Lofaslzts fisteOlsjed= stec0kdLOydd o hodssd sBF jd3
adHd, €0C us, Mshsswhizs dL GjhSseCdn shbse-
& A ktesodi? tOLOBSS o tj0kdLoydd histsols jedd.
OS] s jHnisOotzjddd 90Xt HEW dhojhisststse, Cted-
HASSEs9, tRlsdiese R 06 dgishise. Jis dssxdls ¢0d-
BB j OHJSo0lds Bist0Ldls+ ofj tedfiSd tfied tsjOdzd[LO-
ydd OdscStecf Lo fiststlsjedd.



201

oz ¢ j2how 0LeOBEkS0 Asdn bitsodj? ds
(o BhksoksR HEW odkists jthkics ditfseLso0hkdw)
e jHtfsz0c0 s tistizyjidj o EsdCOmGrs o ested-
LEESOE G R fjise, ovifistijhdj SOZLOGAGSES
CONSOHCese0Bdw o HjkOLALOYAd otfisls! Hs -
flsj2Ndn Ssdtistjtisse SYjeododses Lot jkd"
CisiSte jistis? tecOBALOYA2. i itz yjtjos?
#Ote0oiz jhshisd obLdGt G HEYEhGikd) © odHJ
G0t Mslzistas? COtels™ Had-
St Weftels*™ & 4ishisOe-

HEBdS W f)BOZOGNdftsso0dkdshisd  HiskeshEyG = d
CteOlsCishtetsyds A Yk j? Woftedz .

Ie0odizdts BOLLOBSISOREOY d  tjOtzoLsa0tkdEOw
BLd jf-fiste0ls jodW tisLosd jis fiBOEOGNdtssa0is! tOL-
& J tfts LsOydasishisd yJad BoLdno. JhisOish &0 tis-
oJMisCd HaW SHAW oL WizdHOMjisOz & = otsttstshise
Etfe0ot ity inCs? kistedd d te0SsdCd: O tosd
fieOadi1dr2 BOLOGN B> HE kiSzhj2 dtdBrdts

wSols O s | dytaseisizissots jots . e s Ot QblsdStedLais? Hlstds jodd COF fistk@s jedufss Sals T

Y@

7 jdats " 0f3 Y Jorels 0 teOLd ™

ktosodi HS. Utssd ji-!
Ajtej2Hid ¢ Wistedz0-

&dLoydd SOMHBER  zteso- 1

& 58P J2 us. iv Asses

10112080k T80 jisiv of WistadsOzefLlz is OdascfStacfLcfiyz0w fsteOls jocf &0 tsfydaise j OOascfu NS lisstoizes jdstso
lsteObs jecfu Ot Yiodctese0ka (PEST, MOST, SWOT-00tdL  k.H.), WedwesProwiw ot jird jSls0tts2
fytsBfse Jashls e Wefteds ™

dingsztLizdds  ofilsdier2 2
tfisHASH € Efis0otjGdts &

AStediftetz s of ShzP o jish OtsdStedLofizo™ BoLtjf)-YistdisdCo o Shisot ™ fWjs0n Hjw jt sk
ChoGAd: BOES jisdie WolkoshT, fesdLotHises, SEe0GLOYAY, SOHET

ysisesds d kusids o 3
Col)  iste@jecfu Sz

DSt j i jtestisdwis, CodYORAd, dicydosdr (SOS Hisdsdis, SOsSsitEsyE ™ j) Sz jijsoveskhw
o 110052 SsaOGAd, LOSEOCCE0HSls BOLEGT § WL jj Hils je disfsq

issddshistlzts yJgsyl:
gaid™ d edujkd] Y 4
MsteOsjeduinSdd yded Y

AdfL ol jetz s e jrtflacfisc oS0 s o fijB" OtOEiCt of Y0t tficat b i GOBSESH G SERsHIE R
HEEY b is0, O0RALO, Csles o Sitets jChfiesosS st jeddf Sty o YsCOLOk 2 Hjvs je dishisd ¢ BOL]
fisole jd3 s I T-00esASef, SO ClsptOuEs2e oyl jidis? fiisjr, Web 2.0

fisteOlsjedw Y dtefisd-

ydd Y 0Skder Y tsteco- e

DUSAStEALATEO™ fiste0kjed (1) o distefsdSO (2), diestisdisd, diisisbas T (3), Sy jorj dHACOsEr
H s j s (4) LOLEOBESOGT HEW COMHIS2 fistsals jecfufSs? BdLtjf)-jHAkdy ™ (4 ) SsBYoGdd.
U0Ss2 ts0LoBtEsl &S M0d s B Blste0>0ls odizistedWdtsd ihdklzs stec0hdLOydBtdzE HilkoddLOoydE

GqLoyd™ Y 50SsdyinSdj
Ydtd Y LOsteOsT d 5. H.
wdhls jih 2 d WedSydstod ¢ 2 fsHasHY € Etts0s-
tikdts dhfstzskhv hestij o MistsOsjcdyintsd
Bl e, 0 Yesydhier? d fozoydisker2
YBHABHY T o Stjoydshisd koot jkdd. wdfisi-
&z fisteOls jedyihSses o st jteolsdotses Lttoad jddw
Byt tis jHisOadls* d Bt HlsOd- s

dHste@s jeduinSd? ktese jit oSt=y04ls o fjsw:

A sdifds, adHiddd, ydid;

A Qlastztelz CsdstfOddd;

A flsteOls jedss o Hzoh";

A defijsciydd, 0ksder, sz *;

A ftfshseshsd d Sodstjisjgydd, s0k0dEsT, sis-
cOhdLOydts (SO0dtse, tesisSst, AdjddlsT, fistsd-
lsji1dr j BiEC, HOLO2M);

A Sasyjorj tisedlsdSd d fie0SsdSd, fistsolsjcd-
unCdd didsidddadv, fsthdbe dideiad™ (Yodje
Etfic0atz iddw, Sy ior J YsCOLOLjizd H Wi jddshsd|,
B jtuds0teCofdze).

JiteQydftstadz 2 btotso jdz tstfie jHjdw jis:

A s0Csdyingdj yied;

A L0t

A stfjteoydd (sjrtsisedd, tesyghhr, beodLog-
ydd, glediydy™ HALO240);

A st jteOydistbizes Sz lsiztelz, Wefteds jdada ™2 fiscliz4

WO MsteOls jedyinSady Etssodkzj ©OLEEOBEKEO ws
gesdhnsHds o tesyihid fistolsjcdyihSses Htodd-
tetso0hkdw. AtehdezEkiv ddiidy d edHjhdj BdL-
&0 1) YsLdydd jots islstsjBdls je4Ss2 Y jduishistis?
sted jdalsOydd. LM G0 HOGESN Lissod] Sy jé! 00>t

d Hiszeshesyds? fistsdhshists BdLbjho? rhed Ssdk-
Yoddw detstedislzils did &4 Yskddsodls Jets, SisHOJls
tfedtedisjls yjowd o CteolSehssyes? 4 jeht jSsde,
s tedosHdls € Issdilz, st HisdinsHWs zeizdudJd
fCOGHOE Y, OLSBEOYjhkdw SstetfisteOsdodis? i ifisizt-
tshisd, MCEOHY 00 jlsiiw YilzsnOw Cllstztsd o jdzjH-
Gids0 d StetfstOsdodses Yt jddv. tihds
1stsls MdetkiejgifMzhd? ostissh HeE G ¢J sz s
COMHI telCrotHdkji! Saiyokdd, ds d COMHI2
dizadhissts, oCtOH 00Ehd2 o ¢ij fosd Mt jHfse0.
0 10H0H, d o tshidd fiksy i tie0SsdSo, SseHO
BdddH> B idls Lonkts GokdYedEzjls CeolSsiesydr -
&d YeoLOsjivdd YshizjHies sisydlhses fitdsHO
HEY 99 jHjhkdW o LOBEEZMHjhA] ddscsydidjddera
diadhisstse. uiSzhdi StbdieseSd 0Syd2 tsofsiz,
0 GjdJHXB s tesHOjis fotsd 0Sydd, L&Ow, st o
HEzeshesyks? djehtjSsded fissddshist BdLkinh
decf>0 s

RGoMsBte T Aslsjkd BT LGOS & Issiz+Ss Ste0lsSis-
ey j Wakoshser j d B jor J tisC0L0s jizd, &
d WoSkoujnSdy koS jsdieserj isCOLOsjed tfejH-
Ets> jdrdw HszeshtetyR A e dsyk ykdshsi? tis-
Iste jBfls jizvas, sls Clststern LOadiwls Hizdfls jizdz 2 tsto-
60hduinSd? s Seitohdd d Jd hissddshis.

Sthhzzs0ydsheow Wdttd® McKinsey it jHEz0-
60 ls &j tOLct0kdydedst, 0 diCols+ BOLOE:N didHE
CtoOsChtesylrgd YsCOLOls jevdd Hjwsje dshisd o
HisEashtesyGr&d yjevdad LHisesew s jHftsgwisdv,
0 dozjtdzts ztfte0otz ity inSd2 BOEOG BjMHE Ndkd>d-
&djds bjSzPdr Lot HEW totshisO ydhlstsets HESREHO

89




Hayka

90

BALE&NO 8 5jSzFd2 dsisds jdzls d 00 cfoldacfjds flste0-
bdedunSda diagfisdyd? o dOkjed0r Gy d -
00 jtedOEAd T j 0Skscfor BALdiMO HEW HiHH jts>|0dsdw
teshis0 o BzHEZ j.

d ddtesos? ie0SsdSd HE fidn st SsHOjishw
Yo jntfisysjhdj StolsCsitesydds tsCoLolsjkvd yd-
fiss2 tedrzd LO BYjjHEE? SoOklsOd. i of-
fisels GikiH e teiHtsydisOtsls osLH jex] dolls2iiw
sls dizafisdyd? i orisSdhd HCoLo jkvdd teidisO-
BJAdishisd, Jhizd std kdsjd4P0Esls HOGE Y tis Codte-
SOEAdds HERBHOR. Jizd MsSeoNosls dhedhisdydd
oW RJST q B0ECIsdte Mot Siyordd, jhkd &j
HEhisdetzis Codtls0tdr j yitjord tsCoLokidd. J
eJLz@0sd dLBddkdhdvy 0oty inSses BOEOG-
10 BEMds o jhdydis! SteolCrhtetydblzts tfedsr i LO
fyyls MisSte0F jaadw LOtE0ls &0 iz jriztsPrdj tofmsHE Y §
fisOls1d:

A d50t6S jiscftze (tfesaimsHfls zds jd4 b jaadj d0tsS -
lsdzese = dize jiisdyd? o ftedsetsjlsjidl d zHjtex0-
G4 telsteisdisiizd? d Msr0kdhdd HiGiM &~ tislss-
Cs9 9 BIZHEZP jB);

A otLGOCEOMH B 1fjiist0t0 (kdsjd hOLskiw
LOS®EOS™ %0 tiedfisBisjlsjizdd d ZHitX0kd] yjbkr
COHtetso 0 Is jyidd] fiesHEE disjEdses 4 jtdBHO);

A stz dodndj OSydsbjese (MBSO OEsS-
i dsodhisdydd o Histeshtesybsd edsstjsiedd o
ZHjtex0kd) dhoihisstse G0 Hitlswyidkdd HEEes6s
otsidsitzd; JOHO jls Clzteh) 0Cyd2 SsdzOdkdd).

kv lsses ysssr otshfisodsadls+ BOZOwH, fisto-
bdedudiSsy tedetjedj Hizeshtssyl B yievdd
e jHtfiedvis HisEYds dd3dlst e jddsizM gfise0, yjd-
&rj HEY wOLadsdw o BlzHEZP j&i: dGserj yitsySd
Ydbdshisi?, Gorj fesHizCsr did hbked, dsorj
eV &Cd, dsor j ey, rdv Sttt LO tdhCisd
HEYizhisddB0  fisteOls Jecfu o™ HdedehdWdLoyd™ yj-
tJ2. Ishvishks SOSM, Uss st jcdyintd? d so¢-
sy ifSd?2 BOGOGH T Asts sHisddsdLOydsdd0w LOHOYE.
gz jHzjls G02sd Etfe0atzjiryinSd? sOEOG o BJ>HE
t6J0Ssdod &3 OdsdSedLdhdrds Zfe0otdhdid o yd-
@vn ordedkd™ HisjHtfiedhisd d o jdisdotrd
OdlsdStedLoizrds EttcOoizikdid HEY HEhiso>Jidw
BEzOGS sy

Irujed® sted OdisdStedididrd fstOsjedd &O
jtconsds Ltssodj, Solsstej ditselzls BYisH diytftsiz-Lso0-
& HEW BOS jlsdde0:

A i0sdj o filzy0,j ciizeisSres Stedidho (Odlsd-
CodLdhde fsCte0nigdi SOYdsOEidrn dLHitex iS¢
HEW toshlsO AWW jClsdodistisd], stflsdsdLoydd teiflzte-
fise; dLBOatz jdd] Bls Oy jied - isists jBdls iz j?);

A BOLOGNdtetso0tkdj (Hese0ddr zHjex0hkdy o
sz datstylsd);

A eshls (fedetuitdd, brjex0ed] d o jedyj-
&dd Sy jhise0 EewE1dr A fibktiBdlsizi?).

U istejlsduifcow o YtoCisdynSow o0 dshis teOL-
£0BESST  OsASLaLAitGs?  dOtS jisdtases?  fstso-
lsicdd LOSEEsYQ s o bisds, Usts Stedid) &0 tfiedH-

gieoisd Goudhoisiw, CO¢ HiOodis, o tejLizes0s]
Gift0odiis?  ds0Cilsdiesat?  HIWSjdAdishisd.
OdalsdStedLoffis? Isgstedd dBXdEs o Hiddls? s sf)-
tsotr - AsOttse.

O tfjeosd Us@fj otLhdcojls Sedidh tejodkd-
LOYdd ovteOBEOGHS? fistellsjedd. RBIGES o Assls
dEBJhls GG SBHOEEZMASY LOBHEIRd) tEhiso
dizd HOXJ MiSe0P jhdj sO0SHR Erasyer - isCoLo-
jkj?, COS B jd ietHOY o dGOSktOEdkisd d/dkd
istscfesshissds o 6O jadd, die M jad] dedsred
d tejdis0B - dishisd GiesHON. A e jLizzs0lsj 2314 -
Gdz0e j2MW djtficOadziis? ds0tC jisoizetos? Hw-
s jz-dshisd GOBEZEHOEIHW tiej>HJ ofies fhd>Jed
CtzCizts jdisshtfshsBhshisd, sty Cshllzts jdisen
geiddizh jiise. istOHOJ d SOvifksets d0ES jlsddes-
orn 0Ckdatse, € Slsste "z Blstshwishw LE0GRd ] 67 &S0,
Iststeesa0v fdiz0 (SoYdiso) Bl jiHEe, EEVEAGEM di-
steiBdls iz j2, MisteOls jedyifSsd Yotz itshisots o kssod-
tesHadMJidd. A tojLizizs0lsj tejOrAdzOW Iste0jChststedw
ACBHEBAYINCE?  HjWsjeGishisd  fejHtfisdvisdw  ofs
otejBJdd BisCazshwjkshw sls hfzokdtso0nts? Hifs.
R IS+ St otsots jdi3w tfieddmis™J OmsdStedLdid J ddte™
o sBEOfisd BOECsdie-BiddH BJHs0 tis jHikot0POo-
sl HOEA 2 Jd tOLeddi Stedididks? fdikzoydd.
ASe0lsyj  Hfitejudhizdd tshiintsetls kit  Hiekzed
AsOYf ™™ kzatzH N jaad sz JoaW flejntftecis.

W Oolssesl3 UsAfj StedLdy tfistsWokv jishv o Atsts-
Gy S oshtfiesdLosHisej s issydshisd. stdidh
tejs0B iz dshisd MewL0G o shdsensd ) SedLdhsd: o
0ot jizdd ftesdLosHsosd. 30 Hitos2 MsOHI] o
tejLizts0s § ZRzH jadw tieseizjd tj0kdLoydd tiss-
HEZSYdd HOHOJ tiedB - d teids0BJE A dishis. HdidLiz
40 Asd isCOL0sjkd ¢HOoWse LOIStOsT. wrdd>0Eslshw
fCoL0 jid sBBEOYde0jhshisd sitzhdn 0Skdatse.
ik 4 jtejrsHO ssySd B Lz rissydastysd tiswedw jis-
i s jSzA R ZBr S, O Lok st RtestdyfiCd ofsh)-
HesdLosHdishw. ajHE 2 d Efsoejodshd?2 Ohistelsd-
GJdals GesHzCydd wedw jisiiv iz jHiised i Sishizishisadw
dhzse0yd?, ddis it iSkz0z g fisshisedddshisd,
AW jSsdodr A LOts0l %0 ZRAST SOONsEEWd-
YinSd Egjgrhojshw fissdishise czHodieo, sisto-
MOW 0Ltz joodfJ te jtizlsOydd tte jHtftecwisdw o zdz0m
yofsidSse d, tteixH] ofjes, tev G~ gkt iBd-
bizj?, dhejfsstese, NdesSs? BN jhise jddishisd.
sttetfsteoydy 4t ifsodl o fzoydedst HdadHJGHT .
aCOPOsIW L jtat T WiskH Y fjHtdwsdw.

W Olstejls4 jdg Us@fj Wistedsdftlzjlsh Wdz0dhso0w
tJizhiss2ydoshist (SedLdh Wdkowhses? Ehiss2yders-
fiscf). 35 G3jte] Hesele e jds foHjd fis-
HOY d ovelzySd Bsls tei0kdLOydd tesHizSydd b iLss
isCEOPOLsY GOduGY j fitsjHise0. YORSS tekSts-
osHisos Hris0jishw hSteris+ Asts LO fjy,jls teOLHEZzoOGAW
HJBSBENCE2  LOHBEJRuEhsd, SOyihkes Csistiss?
& izShshhs foH0jk. tohdls Heshtetyikdaow d BiLdo-
HIXB0W HjBdsBENSOW LOHBEM Jadshis-. onGgs] We-
tjkdj hstiesotyHOjshv LOsso0kda0dkd jd fiSEOHEe



201

éslssots? tfesHEzSyd 2. IsCOL0s jkd Hjdsos? 0Ssdo-
tshisd tesHsdE>01ls ZRkzHNOls4 v, tizCsotsHisets tied-
BJ60Jls & d2istf0oH0hGE ™ d3 LOddNisese0mdwds o Yiets-
HO>J tesHESlsdodtses ddskz jiyse0, st kdsjd Mo jls
5Bl j&3 " tfietsdLotHi)se0. sOYdsOtGY j oty jidv o
te jotstils, oshtftssdLotsHisos d 0N dtsjidj WishHise
shszistysolztsls. Ied Astsds fsCe0P Ok COHtY, o
Y iteolzs By jteH+ dBOESjisdhese  fiklzys, LS @0
fesdLotHijsej. d BEEAN 2 Bt Yok jisiiv G-
WizdClsizsiist d djHsejted] btelzHsetses Sstd jSsdod
s shstsh jhd= € wlzCsotHhisolz

WOlsa telstsd UsAfj osLkdSojls Stedidh ddS-
odHGshisd, ST sBEEOYde0 s b ishis-
bdeashists. Fohjaas] feHilse  gejHtedvisdg
Yiteihis0ls gzOlscfst s Mesdd Hste0d. IHeshtesySo
YO j>J? 0Lt ds StejHdsie0ds tisjorNols Isted
B 4N"0. ABtedictelz jish dsOmfsats GjHiseed] StejHd-
ststetse, CHslststets B3> jls BYIsA oV 160> itz lzBlzdyds,
9 MejHNso0~ GOMhses? dewstedoydd. steHdksteT
sBEOP 0= o OBt d& Y2 fiizH f) dhsohd & ofL-
ots0ls | HEEEse. RifyYitstf0o ofj obLdsM & T j fits jHise0
HEZW oLotOsO Hiskese, Sttt (did Hisk>BdS)
tsHOEls © OteBdflste0M &2 fizH LOWek jidj 5 tiedLd0-
&dd HEE&ACO BOGS .

OISl UsAfj k1 bsts jBlzjish™ OteBflsts0>dats
tfeOotitdj o HtesyiHizton, thedBidwjdyn o Hjkj
ts BOGStstsishiso HESEX &S0, J tojLizg2s0s ] tstsy jHlzts
BOGSteslshiso0 dasxls Yesdissd adSodHoydY dizd
SLHBsatjdid] e jHtfiedwisdw.

AHTUKpPU3NCHaA MapKeTUHrosas
CTparternd

Uit S0 jds, SOC Wsteds0talL 500 OtisqSd-
Lyt TsteOs jede &0 ofyjr kicsom™s s GO fisd-
(e oSHEy k™ OBsqCEdLAfis? d0LS jsdhesos?
lste0ks jedldl s ZCOLOBISE WHtad0ko.

O 1fjicotsts ietsedsj Oddiezishv OmsdSdLd-
(GO dg0teC jisclizeso0™ fsteOls jedw, v jirf SskiEs2 i o7 -
ofsH e jHtftedisdf i Lt StedlLaO, tetsfys Heds i
o isscdsshisg BALGNO, ohsOdset it /St jtfi-
Gdj SsishjGd? Heejed o EEVEAdshsd djyHE
ofddsd yoniskdCosd Ssiyoedd d skkshjgd? f)
tfislste jBofis javasd. JoscljdaisOydw O tfislsts jBofls jdv ts0f-
Pfiewjis stee0zALOVdsGRT j cte0ddyr s jHtftedisc
GORSEEASs, GONCEEICE S obLamYGS fed fzP j-
lsolzesF ji§ zttsots . dswidishisq) S jastse. A isfs-
qEHENSEAORIGES ARl dsh0jkrj c0kdyr
tlc jHtfiedwisq 0LHECEOMSSIW GORSSEAGS, s SRe0-
5ro0sls fisydod- Gl fisilChlzsl 58P jiso0, tisjH-
flsOadls jE"sq CHbsEE? WodWskiW GEMEAGY ] -
btedBdfsjtd. 4Oy tedHtftediso sYlejHj@Eslsiw
L%y jClscfods s sLHOGA s d3OtES jlscltctsats? s
flsqf cfieef fisste jBdfls jizhSets COlsdO o zftedod jtd-
i g UYSBVGLZSS | 60Nt G} ce0kdy ho"L0Gs
i AWWCdoi i d0ES sdheserdd tinzEnodd,

BEOGBHOLW  jdsz disesd SOy jfses tiedsaiejlsOtsls ofdz-
ojflsdydd, 0Skdor, ftfshsedshisd, Skt idiser j
e jdasizh Jfise0 fsets jdsjdbs? Wdtd. 3O kot
ztesod] YhisswihkT§ ydkkshsd hsaeokweshv Co¢
HBEEsEEYEOY yizjedw fistdsjedy, 0 &0 el
tesodzj d &> shizh iflsedw jlsiiv ztficOat jddj Y-
ists s o] cficsdde e lsd].

IedojHjds Hedijte HEW tf jcoset iesoky ds.
A HjtdE GoES jsdiesor J yied BdLdin0 o 280> Jd
CotCtedlsizrj oL0gikster, tsLostwvshd] sy idkds
tojLizizAIs0s T

At jrizs>jkdj yddashisd gl idsjevd: LO-
~o0ls (LOstsQls™ &0 1 Isrf). fesiytf jClstse, LotstCd o fid-
fisdsd. ztfteOed ja sistsh jeadadf fy Yfsste jBllsjz-
& (CRM)), zn jtsx10ecfj (LOYBBAGOR] tojCtOdE" R
Yishiohd?, keso it toiSsditHOYdR), keojddyidd.
sCOLOk jizj2 tis offj2 yjsuSj toSisied (HesdL-
osHisets d sseltsstitssotsH, sy dLdidkdow hissddsshs-
tsiste jBcfls j& HEW BALEjMO);

A Witehdteso0hdj dswidshisd  tisists jBdlsjij2
(o jtdyitdi udhiddshisd dsveidrn tkeisdisd-
2, sHfteshr gt tisosHlz ZHsow ot jhkdkshisd);

A HoOPjtedj € yjive titetsHizClsseses @oH 0
(HBEY e dC0, tfiesHOMd, artokzySo &l toj0kdLoydd),
dGststiskdhiso o &dhj (SBLStT Bt jtzHO, ksoltsstitsts-
osHO);

A sezyitd) dejddzninse g fisCEon jade
LOte0ls (ZHjEAd T j LOt0s T d yid0, te jdzsOB iz datshls
diedhisdyd? o dOteC.ilsdtc).

J0uC jlsdiesor j yikd HsE>G BY IS4 fissisdjf j-
&Y f) Wkodhse r&d yjewid, S Stlststerds sisdsiwishw
HSHSEhAls TG § HSRSHY, HjBJMEGTj tiskssd s
tsora d 314 iz ifselzeshdn Yilsts iBdls jdi?, dsOte-
Cilsdhzesor? oCkOH o fissddshis+ of et BALEjMO.

W Oolsttesds Ztesodj s Wistsdslztdtelz ilsiw 30tS -
sqtzcso0v fistdlsdQ hotte0ot jhkow GO to jSdhstelzS-
ydes, teje0e0ydts nisosrn didkd thedtatelsjdd
tso T~ d0teS jisddzcso rr 0Sksdotse, o dn ydis onsHWs
GOLCibdheser dhfikiHse0kdw, COYdisOt BtejdkHO,
tewEAdshis fistisdlit?, fistosjedyinSsd Yot-
st jtemisets o IssodtEsHO M jisdd. LSOLOBG T j HJ2MisodwW
sz iflsodwesksiv  tfisfite jHlsotsdz  AWW jSIsfodz
30t Jlszesora  dizodhisdyd?, ortox0=hday o
fdedSydd, LoRe0lsd, Hitex0kdd d Zedtdyikdd Cs-
tcfu iflse0 Yisists jBfls jizi2.

s fifzlsd], oS jisddzeserJ dieinisdydd wedwesls-
fijw 902 fistedsicdyifSs? WedSydi? dsotsde-
tises 0SsdStedLofiibses tfteOotjkdw tits jHtftsdWisdjds.
a dr tgsh1s gidot S0l dsorn tktjsdlitzi?
d hsneddvesks 23 fiizh ifsezshdn tizsid Wistedd-
teso0hdW dn Eewi- dshisd € Wdtsdzj o fisoBdizdLdftsz=ls
YesHON ] o HEsteshtsyEs? YithtiCsded, nad>ow
582 tdfiS Csdiz0ndd, kdjdghosls fiistetlz Hdfh-
Cotsdfteso0izdw d tser ok flssddshist BALEifo.
IouCjkdiesory dhedhsdydd dhtszLzesl d HEw
ssets, UssBY GOtfteOadls! e fizteh)r GO Hishse>jdd

91



Hayka

92

ROS jscltzesor R yjt2. Jis fisteosjcduinSd oS-
sdzesor~ dizeihsdyd? o terdasydksy L0k , o s
iz & d0tSjisclzesolzes df sBPIzEs BolLds -tk j-
cq+=, Loadhdls duijdiidd tfejHisyided™ yjkdshisd,
s yjtjossl kst jdsjtts. J0sjsdadser
dioghisdydd  sBjfifjude0tsls  HOWWjtejdydoyd
tiesHizSs0, 0Ckdote, O it SOyfses, ZHoSsett,
BisjiH, Efdlzed, ts0Lado0wsls CudCizts jhlshr j teiddlz-
F jlse0 Wetsts ™. RA dstsydis t0MHts jHjddls i jHizts-
s sBtOLBA:

A d50teS jlscftzctso . offfiz jHS90M%0W HEZW 0L 0BIS,-
¢ d01eS jiscitzesets? flste0ls jedd d iz Sydd tisists jad-
Isjzj? GO tfjicotsts issonj HsS;

A o ds0C jlsdtesor j 0Csdor GO olsistd st

k doCjisdtesorj SOkHORAd, tesiSsr, did-
ydosdor, dustelzasjdisT, ©0BESOS P ted dotd-
ydq Sz dn oS jisdtesern Lok, GO Ists i j
iesodz.

I dfijRsHA dL SSE, Uists g jd0ls jtsd0EdG T j 06-
sdfor o ygjdists s fistedls jecfuifCddkd OSsco0dsd
ferttedwisgw. A &dn estfizsPo jishw fistsOlsjedyinSsd
LE0hdj 5 sk, SO orkd di StedfLefif® df Hisscfy
ZhYJr0. chid ddil Le0hgd?, o kisd udhtd o ds0ts]-
sqtcy, S dadls ydhdshisd d fssdashisd & a0k td-
01~ 0Csdose. _JOEE jsdheser i dhadnlsdydd o
WRLST Wslhdezsls koS jsdkesekts st jcdts
COC 0Ckdo. T hsyBOv st jod Hen oo ) sBF j2
30tCJlsdzesot? Yt T zHBakjkostedlsd Gz HYT
yjzjos? cekfyr st isdsiti?. Islsshl syt
003|tts Wiststzoftstso0tdlj d tfte0et jtid]j tsWiAdishis e
tsste jBfsjzj? SOC Srsyjords OCkdesd Shdjdiss-
sted] jlscieso0tses e jHtfiedisdw. sl jedw k0S-
314 StftsjHjEw s BlejiHT SOS &0t jiscltzesor 2 0o,
sjfls MewLOhGT 2 f) dswEdshsis it jBds it 2.
Steist j stscts, 40 BOL sse0testiissoHvh j2 yjtd -
1ls W Btsdcsse0sH i fistsols jecfynssj oS jisdies-
otsj 0telsdzjtehisots o IstsoOtesHOM jdadd], Sslststets j Istsy].j
te0fcROsteo0 s COC otS jisdhese 2 0Skde.

WOIstajls ik bietsets iz jisoevjisiw s jSzF jj
Eztfte0ot jlrdj G0BSted: BOES jsdtesor n dihistotzds jd-
istse, B3jiestleq s o £OKSOR cAte: fsH KOS GO-
Lo0kd ids HOGGY 2 it judd! oCksy itk o ksoltsdhzts
(product), yJdselzes (price), prissozes (place) -
edsaSz d stdlsdS fiesHad>Mjddw (promotion).
OBt OdsqStsdLair s BOLS jsdtesera difstelz-
R jdlstse i Asts fsosClzyshis SOSsAunSdn daistetz-
i jdalstse, o jtestitecfisd2, GO0t jltr n GO tydotj-
&dd d zodkdyidd kiSzPdr tesHO> SediLdhdsets
e jHtftedisd s joliz jise jdtts o SteOCSTEEYRIs2
ey jsde].

UOCy SR yji+ e GrlsdCedLdhbs? Isto@shks?
tistdlsdCd o jisiiw o T Bt SHlsdB0k- st so0isls-
s ONtstalscids jerls Hazw otsflsOdssot jaacf CtCizts jasts-
itfishsaashisg SsH it Gr R fesHESsss, BOSHARALO-
Ydd thesHO, ttejsHisE jddw BT sCse d ko jkdyikdw
e jGs0B iz dshisd tesHO>. W OftedBdts, &0 MiSOHA]

fifOHO S dLdziddses ydSio kssodtd s dj d30teS.lsdt-
eV ydd 1 kd kAP jkd] OhRtHEe o SHGGt]-
B0t Nsn0Gad] Zistodw HBYO T HEEZ G BY -
fyssist i jdr 1) & itodd o ksadtehs? fiskdsdty, S tis-
fiz jHdad g Blstz iy dder:

A fsCe0P jidj ortzito tissHzCs0 HE sl
ztssodw, SsEHO A MisOkjls ASshsBdyintd ydtins-
SBEOLG Y 3;

A &dCodHOYd™ t&j tledtsivhrdn teds T d BOLsS
d GsHIE2;

k gstzyied) gshijnedn dedsrej? s fshed-
HtesHOY et f jtsodO df HfishisOetsS LOYOnG: R Yol j2.

I Gted orAsHO dL SedLd0 00X ds2 Yofls e
lsso0ths? fistdsjedd HEEZXEO fisOdsodisH i ddds-
o0ydsahon  fshisOemweshow,  Cskiste0w B it juds
fisrt0dkjhdj Skt jdsshyshsdshisd o BzHEM jd.
IstzdsdSo o sBEOMSH Gosos jHikd? hasHdkhw € dsfs-
HAWASOYdd dtesHizElso, didisoydd tesHEzSydd Ssd-
Clztg jdalstse, dladzse0ydd.

Ajso® fistdisdSO oSE=y0js o fjBw yjdis-
sBiEOLSo0Gdj o 60RCOn Msslhsh jhdw ctfted jddi-
dsd Coyifses T yjkoe d fidhsjdkz fiSqHES/E0SHHES f
e StejHdlszs? o Bt jHEeE2 YkdsdSd. ddlsd-
CtedLiz@Y B Isse@ YistdlsdSOHEEN RO Ztftes Mol
lsso0tssHadM ddd Bls Yt jHtfisdwisdw € Yisists jBdls jdzt
fied @Okdudd seokdujhka tjhizihse. LliOe-
tikdj fBYises? HjWsjEAdshs st jHtsiz0c0 s
0d0ddL yJgsuSd f yjits orwadls+ k0B J Lojdv,
syt AWW jSsdodshisd tts shisok d YsCoLok -
it ttejrtfiacl sl cfcfiee Hisite jHicfS0: 58 jas tles-
HO>, COyifsets HOtelst jtefiso0, Sidstestzdtelzidgow CO-
GO HsEY o 10, ks ji EsedisdyinSdn Lokstols
d b H. odlsdSedidht@ fistdlsdSO tesHad> Jadw
e jHisOad jls fisBE? 3 jtetstitedwisd™ HEW dlWistesd-
tes00hdv d Misdizzdsse0kd” ftlsisisdisitzd? fsots-
Qs+ isCCd. StedLofist YieHifiedsds i -
Jis ©60Lts0BISO+ sYlsdds0E1d 2 Hi0h Gitstisdisd?,
tflejrdedlst fledjdizjird Wistels* d dufistetze jopls ™
SodsBlzadSoyd2 f) yjtjordd etelztffodd skt jsdis-
tj2. A khisedvn ckzetsSet StedLdh® yjdinstBEoL-
B fevds? GoECjkdie Ysyissed™ tjSk0d0, YiLet-
tvshdj tied Nisoddlsji 1t Gz dn LOsE0s0R
HEShSzyOs W HE itz joses tislsts jBdlsiz, hisBjdds
o tsBofsd A2.1.

WOy lsatlstdg sson] us, o 80BL0R dsikdlks-
teqtc0 30t ilscizatsats? AWW jClsdfoditstyisd d Stsdistetsdw
3016 JIscftzc-BJdeJHX B JIs0, ts0LE0BOIS 00 jishW G0BtE
Csyjorn tsCOLOljzj? ds0tC jlshesat? HjWs ji1-
s (ST vizh jhselztsls teOLd ™ j sftedH itz jddw
BOLSJsdhesotet BALLN-qisjiziSso: o NdisSsd
stdds0tdd st dfdalsjiztz jSlsz0d¢ow fisshise jhdishst
00 ofyes ers (1 4-2 Zztsatzd), © SteOH Y dStis: 2L S T
Yok jt bttOotjhdy dOLCikdiesd f tsdshats
sIIr (42 ktsojit). ISCOLOsidd yilso,jtelstsets
Itetsodz itz Lizslsiw Haw dLds jts jdadf HisCOLOK jiz j2
HiszedR ktesakd? as (. tedikzdss).



201

Stsduisets tfsCOLOjizj2 60 Yodjize d30tSjlsd-
csotset tfisdotzjkdw Histizhisddis BeteOdkdudist HEw
AChtftejif-00edL0 dizd ejedydls!, Jhwd ftses-
Hdlsiw fdfls idszr2 0&0&dL COMHEEE kisadw. d ¢o-
fisswh j j ote jdsw d30eCjlsqizetso ™2 LU f-dils jordz jSls
fSLHOJISHW 0 Shsed hsetsjdJtdk ™ I T-sjrdstised.
u0S, 0G0Edisdunow HrosWisteds0 Web 2.0 ftiz>{dis
HEW tfie0atzjdow slstsh jhdvdsd fis of jdsd zyoistd-
CoBd, o bisds udiizg f Yisbtejedsjedd (CRM). J6-
woysry  orydhdied™
(cloud computing)
fLoEvsls HOMJ Gg-
BSEAPhlE  tfejHtfed-
wisgs ) sek0dkdyjh-

LOyds e+ § diediisdydd o YkOetjdyinSd] hd-
v o SHESD DY), GOfERiE o KOS sdhdsend
Iz tfteOotz jdlq G dishs s st jBsji?, Gj HOMl
e JHYTSEOCO JRCS (LIt 00 oL-LO G jHisfsOsEyd T T
CuChie Bk R fejdhPflse o MYshsabshsi?2 o
HiskzG R MW, J60R, d0tiedsjic o tietsclLatHfse  dizd fid-
hisdBd MzoBMJad™ d B0 d k. Y. iLdisietoyd™
fedo sy, jikd EifOetjtyr orihjos kissedw
Oy jdistecfielzsls Mo i o sHis [¥ ], ofj

Brts  IT-auHol s wlstels oW Shitsekr j WekSydd Aitfisdatsc0b je g j WekSydd
a’?_g(izj;mﬁsq Bang;éE: sifn s3I A N N
Cjlsoltze,. o _ _ o

WO ofjjn kissenva JBOsdf Hvs jez-datshisdf AqLEf-gesyf AqLEji-SHjeoydd
fSLHOjISw — OH_So0ls-
GOW ttsc0hALOYdshROW S1Irs S3IT; S3IT3

lstelzClsiztsd i jHtfted-
wisgw, ed tsOLLOBEISC] fistOlsjedd fEjHizls SBWLO-
s ts s YshisdHizstedOtdizes flediesHiz fis-
ot B itiis? ttecOBdLOydd, Bl jHAEWEM j2 tOLGT |
s COyjfyjsolz OSIscfotse df fisOHd3 Lt ydSo
war. st jeduifSss iistat jddd, stedjdsdiss-
000Gdsd &0 o jkduikd] fissddshisd BdLdino, oSEoH
o flstsqidgtsfls* BOLEJMNO NSEOHT 80 jsiw oL HiesclisLEsD
O] fissqgshise HOMSStisieso0tG TR HjGj>ET A
tisssCse ©ls St jteyfSs? Hjws jtdshisd sjSkPdn
gar 9 BEP02Nd] GihSsESs &k d shisOktyds?
issodsshisd, SHejHIEYjkE f Lyl osLdsyhks-
flls 2 tetshisO tse TR tha  df SiSBGEs bjn tar, Ssbis-
B j HISEYG T oBLGASHEZS! & BiHEP jdi. 1 tojLis0k
orte0BEICd fistsOs jedd HEW COMHE2 wa HieiHEOGO-
s s fste0ls jeduiNS AR yitj? o OkSOR fisteals j-
edd 0y dsdiz0edLoydd did tshiso:

L HjLdte hisdydd, czBseso Iiesy0ve (tsd ddS-
adHOYdd), fsrteOdjizd] tLdyd? &0 &Sy HEW fiz-
h jsez=Md= sa;

A ACEHBIYINC? tishis HEY G ™ A wa;

h teshdChsejidj ¢ traésS HEW aa g, ST j
fwewisiw o BIZHEZP jd3.

Jsedj SshOedd GoSsyded ¢jcdsdonr? s
cOhdLOYdshk 2 fdish (silos) o Yt ikdd tisH-
teOLH I jld?, djHishisOksS  SdkdkddCoyd? &> HE
WaCydstot G i cLONss2Brgde  djkdEndad.
L60Ck NSO tsjOEdLOyd™ d0teS jisdieses?, Wkod-
fses2, tesdLosHiise jkhs2, COHEBoR? d His. tistdlkd-
Q tsis> 0 dL-LO WoSkdufcd fizF jijselzesF j2 40
GRS s jtftscvisoie H jLofidls jetsOydd ztftedet jdg
tesdLotHhsosd, Wdhowhohsd d hBYisd. |JdLdisd-
GOy SNGEG R [ ji 1w ji-dishisd s jHtfisdsgw
o4Hdls € dinBOEOGNdte0hkuEshsd SOyinised 0Skdose
q tfedetjhd i o COMHI HW .  tojLiziks0k,j

fstlzydid sl sz tesWdiz G sBEO-
Lso0hdj, dedsteaiszesls 6onszh jj Laoukdj Hizedn
Wte HjMs jtdstisd, ctfisHijselzesls diOH tezCotsHd-
s "Gz, OBISOE P Al © HiskzadR v je0n. AL
& d Ste02hd] teswolzjkdy HjLddsjceOydd, SEHO
oLGASOEst BisCis ST j SuuWadSh T dijsHlz cr0otkY -
G Wet0dafse T a3, (3OteC jiscitzetso a3, fesclLotsHise ji-
&3, SOHEBO T @3 d Hiszeddsd HtjSlssE0dd.

~WJHNOSA H Lt jetsOydd tftedat jddw diselzs
teswolVisAfw G0 yjlso jtelstse ztssodz] © odH] ditset-
ydizieh - &J oWk~ GiXHE hisas?2 Wdhkods-
orn, BoECisdiesorn, tiesdLotHnke jdkrn, SOHES-
ora SO0k 2, LOBteHEvEPGR 0ot jtdj.
chdizshbse secokdLsa0nk: M SohBYOkdYn, BisBjhits
0 5j7, 6HJ OSISClzistw IsteOuiW jlelstats j Y jtssBls0-
Ls90kd], BikdHMdE" & edidio=l BistdS, &)
hewLOwG A f) o HJWsJadshis e, Jid osLHadE0ls
BOG- Jts™ HEZW tssojHjddW disjeteOydistt = dLtd-
GjhdR. udusher Sskyoadd Hi2fseksl o fstss-
o shisodd f) WoshisWdj? HdhSts jistshisd, fisckomds
Crslststets? stee0RALOYAW i Asts fzeBB0 dBhBCR B jLo-
odhdds™ = YoHEOLHJZiGOR, tedyid SOMHBS T fifs
fesddd ajLoadiddsdd ~OEoCk jedisdCold d Y-
COLOK jidsd].

RBJENG] 8JN0sN) Le0yjed)  histosjed-
YiNSsd  ovtOohdolndj BeOkdLoydshtr = &i-
HEshsOsCse T Alsts Wisteds0 it jo jdzlsodisets  Ocalsdf-
Codidiises  beOszjady.  MdizisteoWolds jtts
stee0kdLOYdisthEs o T te0odfo0dd ] SLEOYOIS tisjsHEs-
tzjdadj H LA jeteOydd ztfte0at jhd™ tssdLotHiisotsds,
Wdlt0hnOBd d s ristses. IishSstSlz 583 jChise Ltjteds-
il HistisOssyGs ditscs, tejHtfiedvisdss djsaRs-
HABE Yehistwibs ortadkdolist BecOhdLOYdBhRIEE
(BSCSSBIEOLA, UsBY t fioisd ¢0 tjls s jofsiz j-

93

st=yjorj YsCQds jid BAESIsqtdses? Hjvs L Glsd HEY QhGLdLOAWW jClsdotshlsd QLR resotk)? EQEMEISSH
d tej QgL Qyqq QlsdCiedLfEs? GBS jlsdiases? fisias jidd. Lissetd JsCQ@ET ydWieakd



Hayka

Credomx
ATVl

filso0 o sHEE2 SBEONS] dL-LO BOZdyd™ ZLSdR & fils ©
tfeOotzjidd fds >t d3d 5B JCls0dd.

A fisslojshisodd f) PeesCdds StftejHizjnd s
GOLCilsdhe0 d dots testd o osftfesdLotHise jhdisd:
Yesyghing oojnjid Ssiyjtiydw disjstedistso0uhsets
BOLSIsdhe0 Shdjhssedjdisdibto0nns? siec0hdLo-
ydd. J s0BC0n Usts? Sty iy @O tf jtsod Zissad]
us K0S jlsdie LOHj2fsotsa0d o fisLHOGAD BLb -
fisteOlsjedd, sBBhGSeT a0l yitjorj Wdhkowmser |
YsCoL0 jid oV telzySd Bls te jOkdLOydd), tejHisOB jiz dis-
fisd. WO obsiesd Zissod, ¢HJ e0LEOBAS 90 jisiiw His-
EdlsdS0 © t60LG Y~ MW ite0n H W i dishyisd, d30teCilsdze
kzhis0t0etde0 jls:

A o Wi W RIST d dhtsse0isdSd:

0 GsoT j e disyd " § oLy Eishisd);

0 T dBYETj It jBso0ddw € fiesHizCkl, oCusyow
oSt o yjdissBiEOLSo0u0d;

o0 tBdfifjuitd] gtscte0dsd ™ LodiziCo tesHEzSydd.

A o W jtsj thetsdLotsHso0:

0 tfesedsLr fitftesho,

o fletsdLothiisojdird NYJydwdsoydd d ededd
tftesHizCls0;

0 SOy fisets, fitsadH bt iBso0dkdY;

A o Wt ttec0BdLOY A

0 &dSadHOYd® djtsOtencfyjfiStsets fcfisho.

R jetedietso0dd 2 60t jisdde stitshts jHiz jls @+-
BB aflzlst jditzd? Hiesyihf) o StecOkdLOydd HEw few-
Ld Jes i) otz fits HE2, PislstejBdls jkvdid. vOSEots
fitsote jd3 jhutztsj fisteOls ooy jfSsj GOLGOUjRd] kztfte0o-
(e z0teS dlscldctscs.

BbiBOAbI

J £0S0R 00t dLO Wiste0zdLoydd BALdif-fsts0-
lsjedd &3 tftsjHisOadizd OdisdSted Lzt B3OS jiscftz-
colzts MisteOls jodts Weftez™ o odHd as ) YilsrteAdgw
Iztetsodvdsd] WisteOzdLOYdd. W O jtsotsd ktstsotd Hiz0-
Gdftelz s OdasdCtedLaidizOw &S Jlsdicsa0w fistols -
edw, yjizd Culsstes? T ovotH s jHftedwisdw dL Lt
oL, tetsils e o issodshisd BALG RO,
osmisOdsotjkdi/EC itz iddd Skish jdgd? Hsojtedy
d esviGshisd 1) shisek ™ Gd HEY Wdhkonhseses o -
M de0ddw Ssiyodkdd LyohskdSodkd i skt isdlsidy-
Bd. wisteOsjeduiisd tejHis>jad] Ysstipdsje-
fes2 yjdhehsd ti0kdizils oSkOH dOtCildhke0 o
fissdatshis BALdiNO.

2O olsttely Iiesok] Hs BisBLEOMOSHY GOt-
Cildtesedw YidsdSo, GOYiOotjhnow GO tejSsi-
fstelzCydts fisdern didid Yedestisitdl dsorn
BOLCisdhesorn 0Ckdote (0 ilsdtkesorn dfid-
HEe0k jziSdR 0Sksdose, COds0t0 Bte jdzHO, disWd- dats-
fisd tfislsteiBdlsitzj?, fisteOlsjcdyinSses ot jtehisod
9 ssoltssHadMJizdd) tishieiHisosd; LW JSsdfod A
OtS dsdhesorn dize jfisdyd o Wistdidteso0ddj Stelz-
60 Y jdt T2 tfislste jBlls jizj.

W OIstejls4 jds tesodj shizh jisedw jishw s jSz jj
ztfte0atz jtdj GOBSted: B3OS jsdtkesor n distokzds jdz-
Istso, B jtetsytedwisd? o ts0kCOR cAte.

IsCOL0L jizd yilsedtlsses ssodw & o 20BO
OteC jlsdzesetsels  BALGf-dtls juk jSs0  didsitewesls
Hislzed j Etssodd us.

1. SQtGh T, WSt 1. eiseOs oy ifSdj Cows T ule0dhWisisd0yd™ dsjds0ls jiedOdsr R 0Skscorse o di0ls it d T to jLizz 0T /
6. f) 0Get. - 1L ¢ LEdBY-adLBine, 2005.
2. skidjyse u.25. dusqSEdLas, Ltdotjtd): stsh CiSyd2: LyjB.-GBlssH. Tish. 45 AdBOGHT d fistsdfisdo, 2010.
3. SkLbjyse oS, w0l jedu ifCs, et jddj 0tS jsdidse T B b id0k jed0it T B 0Ssde0Bd i jHtfisdisd™.

I AdBOCOH jzdw, 2008.

4. Sumit D., Sven S., Viguerie P. Drawing a new road map for growth // McKinseyquarterly. 2011. April. Mode of afjcess:
http://www.mckinseyquarterly.com/Strategy/Growth/Drawing_a_new_road_map_for_growth_2782.



