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JI1o0b1ii A.B.
Kauouoam 3KOHOMUYECKUX HAVK,

UCNOJTHUMENbHBIU OUPEKMOPp,
YII «AJIBTAUP-TI/TIOCy

CHPABEJJIUBASI, TIPO3PAYHASI CUCTEMA BO3HATPAXKJIEHUM —
UHCTPYMEHT JOCTHXKEHUSI CTPATETHYECKHX
IEJEA KOMIIAHUA

[IpoOnema omiatel Tpyaa — 0JIHA U3 KIKOYEBBIX B 9KOHOMUKE. OT €€ yCIEIIHOro
pelieHus BO MHOTOM 3aBUCUT KaK MOBBIIEHHE Y(h()EKTUBHOCTH MPOU3BOJICTBA, TaK
U PpOCT OJarocoCTosHUS JIOJAE€H. OTO 3HAYUT, YTO YEM BBIINIE CTENCHb
OTBETCTBEHHOCTH  pabOTHUKA,  IMHUpPEe  Kpyr  OOsA3aHHOCTEW,  HaBBIKH,
COOTBETCTBYIOIIIEE 00pa30BaHUE — 3HAYUT, OH MOXET, U JIOJDKEH, MoJIydaTh OoJiee
BBICOKYIO 0a30BYIO 3apILIaTy.

o oxta0ps 2005 roma Ha, Torma eme, OAO «MK «A30BCTAJIb»
CyIlIECTBOBaJia CUCTEMa OILIAThl TpyJa, padpaboranHas u npuHsaras ocosee 30 ner
Ha3aJ COBETCKMMH YUYEHbIMH. B CBSI3M C TeM, UTO 3a 3TO MPOJOJIKUTEIIBHOE BPEMsI
MPOU30LUIN 3HAYUTEIbHBIE U3MEHEHUS YPOBHS TEXHOJIOTHMHU, MPOU3BOIUTEIBHBIX
CUJ W TMPOU3BOJACTBEHHBIX OTHOLIEHWW, CYIIECTBYIOIIAs CUCTEMA OIUIAThl TpyAa
yTpatuiia 00beKTUBHOCTH U BbI3bIBajia HA TOT MOMEHT MHOXKECTBO MTPOTUBOPEUHI U
HEJIOBOJIbCTB.

PykoBoacTBOM KOMOMHATa OBLIO MPHUHSATO pelieHue OOpPaTUTHCSA K JIyUIUM
IpuMepaM MO BO3HATPAXKIEHUIO CBOUX COTPYAHHUKOB, CYIIECTBYIOLIUX B MHUPOBOI
MPAKTUKE U MPUMEHSIEMBIX Ha CAMBIX U3BECTHBIX MPEINPUATHSIX.

B pazpaboTke u BHEAPEHUH HOBOW CHCTEMBI OIUIAThl TPYJ/a, OCHOBAHHOM Ha
MPUHILINAINE OMUCAHUS JIOJDKHOCTEH, MPUHUMAIM aKTUBHOE ydacTHe paOOTHUKH
MK «A30BCTAJIb» (oT I'eHepaibHOTO AMPEKTOPa 0 CHEHHAIUCTOB), KOTOPHIE
OB 00YUYEHBI CIIEIMAIBHON METOJIMKE OIEHKE JOJIKHOCTEH.

B mae 2009 rona Ha ypoBHe MeTuHBecT XOJIAUHTa OBUIO MPUHATO PELIEHUE O
Hayasie npoekra «llocTpoeHne MHTErpupOBaHHOM CHUCTEMBI BO3HATPAXKICHUMN IS
npennpustui ['pynmner MetunsecT.

[IpoekT OJHOBPEMEHHO MNPOXOAWJI HA TMSITH NPEAUPUSATUSIX XOJIAUHTa U B
Vopasmsitomeid komnanuu (OAO «AKX3», OAO «KAY», OAO «EM3, OAO
«XT3» u YK). B 2010 roxy B peanuzaruio 1aHHOTO TipoekTa Ob11 BoBiiedueH u MK
«A30BCTAJIb» ¢ 1e/bl0 HHTErPALIMU CUCTEMBI OIUIaThl TPY/a B €IUHYIO CUCTEMY
BO3HarpaxaeHuu s [ pynner MetunsecT.

JlaHHas cucrema moJpa3yMeBaeT:

— €IMHOE MOHUMaHue TPEOOBAaHUMN K TOJKHOCTH;

— €IMHOE MOHUMAaHUE IEHHOCTH JI0JKHOCTH;

—obmme W TOpo3payHble  NPUHUUIBL  (OPMUPOBAHUS  MOJUTHUKU
BO3HAIrPaXJICHUU.
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YTo 1an mpoeKT COTpyHUKaM ?

Pa3Butne cucteMbl BO3HArpaXaAeHUs caenano e€ 6ojaee MOHATHOM, MPo3padyHoOi
U CIpaBeUIMBOM MMl KaXJOTO paOOTHUKA MPEANpHUsITHS. JTO 3HAUUT, YTO, BO-
MEPBBIX, MOSBUJIUCH €IUHBIE IS BCEX KPUTEPHH, KOTOPbIE BIUSAIOT HAa pa3Mep
3apaboTHOW TUIaThl. BO-BTOPBIX, W3MEHEHHE CHUCTEMBI OOECHEUMIIO KaXAOMY
pabOTHUKY TOHUMaHHE TOTO, KAKUM 00pa30M MO>KHO MOBBICUTH CBOIO 3apabOTHYIO
IJIaTy IyTEM IMOBBIIIEHUS LEHHOCTH CBOE€H JOuKHOCTH. Yepe3 omucaHue
JOJDKHOCTEM KaXKJIOTO COTPYIHHMKA NPEANPUSATUS CUCTEMa 3apabOTHOM TIUIAThI
NO3BOJIIET YYWTHIBATh BKJIAJ KaXJAOW JOKHOCTH B KOHEYHBIM pe3yJbTaT
npeanpustus (CTPYKTYpPHOTO MOAPA3ACNICHUs ), CTUMYJIUPOBATh €r0 K MOBBIIICHUIO
podeCcCUOHANIbHOMN KBAM(PUKAIIMN U PA3BUTHUIO.

[{leHHOCTh JOHKHOCTU KaXKJIOTO paOOTHUKA MPEANPUATHS, B3BEUIUBACTCA C
TOYKH 3PEHUS CIEAYIOINX KPUTEPHUEB:

1. OTBETCTBEHHOCTh — JIOJDKHOCTU CYHIECTBYIOT IJIsi TOrO, YTOOBI JAOCTUTaTh
ONpEJEIECHHBIX PE3YyJIbTATOB.

2. Permaembie Bompocsl — 17151 JOCTHKEHUS PE3yNIbTaTOB, JIOAN Ha JODKHOCTSIX
JOJDKHBI peniaTh 3a7a4i, CO3/1aBaTh, aHAJTU3UPOBATh, 1€JIaTh BHIBOBIL.

3.3HaHuA U YMEHHs — TakuM o0pa3oMm, U JIOJEH Ha pa3HBIX JOJDKHOCTSIX
TpeOyeTcs pa3Hblii YpOBEHb 3HAHWW MU ONBITA, COOTBETCTBYIOLIErO MacliTadam u
CJIOKHOCTH TPEOYEMBIX pe3yJIbTaTOB.

[IpyHIMO ~ CHpPaBEMJIMBOCTH OSTOM CHUCTEMBI JIEKUT B OCHOBE OLIEHKHU
JOJDKHOCTEM — YYUTBHIBAET OCOOCHHOCTHM Tipodeccuii, HaOOp HX peaTbHBIX
OTBETCTBEHHOCTEH, TpeOOBaHMS K OOpa30BaHUIO U OMBITY PaOOThI, CIOXKHOCTH
perraemMbIx po0sieM, yrpaBieHHe JIIOAbMH U T. 1.

Onucanue pyKOBOISAIIMX JIOJDKHOCTEH A0  BO3MOXXHOCTB  IPOSICHUTH
OTBETCTBEHHOCTH CBSI3aHHBIE C JIOJDKHOCTBIO, KOTOpPYIO 3aHMMaeT pPaOOTHUK,
MOHSATh, KaKUX PE3yJIbTAaTOB OKMIAET OT Hero kommnaHus. OnucaHue JOJIKHOCTH
ABJISIETCSL JOKYMEHTOM, T[O3BOJIAIOIIMM KOMIIAHUM SICHO TI0Ka3aTh, YCIEIIHOE
JOCTH)KEHHUE KAKUX PE3YJIbTATOB SIBJISAETCS FapaHTHEN TOTO, YTO JAHHBIM paOOTHUK
OyJleT BOCIPUHUMATHCS KaK IIEHHBIA COTPY/THUK.

Onucanue JOJDKHOCTEH paboumX, CIEHHATMCTOB IOKA3bIBAET pPealIbHbIE
KapbepHbI€ JIECTHHULIBI, KOTOPBIE TMO3BOJIAIOT pPaOOTHUKY YBEJIWYUBATH CBOE
BO3HArpakJIeHUe B pe3yJbTaTe COOCTBEHHOTO Pa3BUTHSA, TO €CTh MOBBIIIEHUE CBOUX
YMEHUH, TPUOOPETCHUS JOMOJHUTEIILHOTO ONBITa U KBaTU(UKAINK, TTOBBITICHUE
ah(PEeKTUBHOCTH Tpyna, M B pe3yibTaTe BO3JIOKEHUS Ha ce0s Oombleit
OTBETCTBEHHOCTH.

Yto gan mpoeKT KOMITaHUU?

Hnsa I'pynmel MeTMHBECT MHTETpUPOBAHHAS CHUCTEMA OIUIATHI TpyAa CTalla
OJIHUM M3 CPEACTB IO JOCTHKEHHIO CBOEH CTPATErMYECKOW LIEJIM — MOCTPOECHUE
TOPHO-METAILTYPrU4eCKO KOMIaHUU MUPOBOIO KJIacca, JOCTHKEHUE TUANPYIOLINX
no3uuuii B EBpone u mupe. IlyreM yiny4dmeHuss MOTMBAaLlMM U BOBJICYEHHOCTH
pPabOTHUKOB, KOMITAHUS TaKXKe JOCTUTAET JIYUIIUX pPe3yIbTaTOB.

B Hacrosimiee Bpemsi mnpeanpusTHs ['pynmbl  HOAJAIOTCA  MacIITaOHBIM
npeoOpa3zoBaHUsAM B 001aCTH MOBBIIIEHUS TPOU3BOAUTENbHOCTH, BHEAPEHUSI HOBBIX
TEXHOJIOTUIA, CHUKEHHUSI SHEPrOEMKOCTH, TOBBIIICHUSI YMEHUN COTPYAHUKOB U T. II.
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B cBsi3u ¢ yem, Ha OPEINpPUATUU JOJDKHBI MOCTOSHHO IPHCYTCTBOBATH BO3MOX-
HOCTH, (PAKTOPBI ¥ MEXaHU3MBbl COBEPIICHCTBOBAHUS CHCTEMbI BO3HATPAXKICHMUS.
[Ipyuém cucTeMbl MOTHBALMU JOJDKHBI TaKXKe MOAJEPKUBATh HAadaTble U
IUIaHUPYEMBbIE U3MEHEHHS.

Pa3Butne cucTeMbl OIUIaThl TpyJAa JEJAeT NPEINpUsATHE KOHKYPEHTO-
CIOCOOHBIM Ha BHYTPEHHEM M BHEIIHEM pBIHKAX, MOCKOJbKY ITOBBIIIAETCS
IPO3PAYHOCTh M MPHUBJICKATENBHOCTh KOMIAHUM JJII UHBECTOPOB. JTO 3HAYMT, C
OJIHOM CTOpOHBI, Oojee cTaOuibHYIO PabOTy IS JIIOAEH, a C JAPYrod CTOPOHBI
MOJTYYEHHE BBITOJbI OT PA3BUTHUSI KOMIIAHUU.

Natorina A.O.
PhD (Economics),
Head of the Higher Education Statistics and Analysis Department,
SSI «Institute of Educational Analytics»

ASPECTS OF CUSTOMER SATISFACTION IN ONLINE RETAIL

Nowadays, market is changing dramatically. Competition is global, not local.
Technology is an integral part of every business and every customer’s daily life.
Mobile devices, the Internet of Things, cloud services, partner communities and the
demands of customers are putting tremendous pressure on online retailers’ activity.

Famous Ukrainian and foreign scientists and economists were engaged in
studying different ways of satisfying consumer needs in online retail, among whom:
Bojchuk I., Dergachova V., Zaplaty'ns'ky'j V., Kane G., Kiron D., Marchand D.,
Mizyuk B., Oklander M., Palmer D., Phillips A., Wade M. Further study of this
problem is relevant and important, because customers play a major role in the of
online retailers’ activity.

The purposes of the work are to investigate the features of customer satisfaction
in online retail and to formulate recommendations for online retailers regarding
their activities to meet the needs of customers.

By getting to know customers more deeply and engaging them with valuable,
their experience, there is great opportunity for online retailers to stand apart from
competition and secure a place in the new digital world. However, taking advantage
of this opportunity will require a lot of new thinking — and online retailers need to
be willing to explore Internet space.

According to SpencerStuart research [1], many online retailers are now focused
on creating truly seamless experiences for customers across all online channels and
brick-and-mortar locations, but «omnichannel» means different things to different
online retailers. Some think of it as just a fulfillment strategy, allowing the customer
to order products online and pick them up in store. At the other end of the spectrum,
some online retailers have installed a chief customer officer who is dedicated to
ensuring that all customer touch points deliver on the brand promise. Regardless of



