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YIIPABJIEHUE

VK 004.8

A.B. Kpowwunun, C.B. Kpowununa, A.H. ITeinokun

PET'YJIMPOBAHUE MATEPHUAJIBHBIX IOTOKOB
B UHTEJ/UIEKTYAJIBHBIX CUCTEMAX YIIPABJIEHUSA

Ilpeonosicen cnocob nocmpoenusi cucmem nOOOEPHCKU RPUHSIMUSL PeuleHull,
onpeodenenbl Memoobl UHMENLEKMYATbHO20 YNPAGIEHUs. MAMEPUATbHLIM HOMOKOM
C UCNOTB30BAHUEM UEPAPXULECKO20 MHOSOMAKMOPHO20 KOZHUMUBHO20 AHANU3A,
npeocmasiien aneopumm nOCMpOeHUs HeYemKUX KOSHUMUGHBIX Kapm 07 Onuca-
HUSl MHO2O(AKMOPHBIX UHPOPMAYUOHHBIX CUCTeM Yiemda MAmepudaibHbIX HOmo-
K08. Paccmompen npumep npoexmupoganus u peanuzayuu CUCMEMbl UHMELIEK-
MYanrbHO20 YNPAGNIeHUs MAMEPUATbHLIMU NOMOKAMU HA OCHO8E HEYEemK020 KO2-

HUMUBHO20 AHAIU3A.

Knwuesvie cnosa: xocnHumusHvle Kapmovl, MamMepuaibibill NOMOK, CUCEMbL
N000epPIAHCKU NPUHAMUS PeUUeHUl, HeYemKasl T02UKd.

Beenenne. DddexTrBHOE yrpaBieHHEe BCeMH
pecypcaMH OpraHM3allMK SBJISACTCSA IENbI0 (PYyHK-
LIMOHMPOBAHUS 000 CHCTEeMBbI yrpapieHus. bes-
YCIIOBHO, TaKO€ YIPaBJICHNUE HAMPSAMYIO 3aBHCHUT OT
HUMEIOIIUXCS 3HAHUN U TPUMEHSAEMbBIX TEXHOJIOTHU.
BenenctBue 3Toro cymiectByeT psia mpoOieM, CBs-
3aHHBIX C NMPUMEHEHUEM MH()OPMAIMOHHBIX TEXHO-
JIOTHH JIJIs1 OCYIIECTBJICHUSI 00pabOTKU OOJBIINX
00bEMOB JaHHBIX M M3BJICUCHUS HOBBIX 3HAHUU I10-
CPEICTBOM BBIYUCIIUTEILHOM TEXHUKH, YTO BJICUET
3a co0oil HeoOXOAWMOCTh B pa3pabOTKE METOIO0B
aHaJIM3a ToKa3aTesiei paboThl opraHU3alvy, T03BO-
JISIOIIMX OIICHUBATh HEOIPEICICHHOCTh CUTYAIlNH C
TpeOyeMOl TOYHOCTBHIO. Pa3BUTHE METOI0JOTHH
MPOCKTUPOBAHUS SKCIIEPTHBIX CUCTEM [UIsS OCYIIe-
CTBJICHUS aHAJIM3a IOKa3aTeliel ACeATEIbHOCTH Op-
raHW3all|K SBJISICTCS OJHUM M3 HalpaBJICHHUH periie-
HUS BO3HUKAIOIIMX TIpodieM [1].

JUIs OIICHKHM JAEATCIBHOCTH TNPEIIPHITHS HC-
MOJIb3YIOTCS MHOTOYHMCIICHHBIC aHATMTHYECKUE CHC-
TEMBI, aHAJIU3 KOTOPBIX IIO3BOJIMII PAHKUPOBATH MX
TakMM 00pa3oM: CHUCTEMBI OIEPATHBHOIO ydera C
WHTCTPUPOBAHHBIM aHAJIM30M; CHUCTEMbI, OCHOBaH-
HbIC Ha 3JICKTPOHHBIX TaOJIMIIAX; IKCIICPTHHIC CHUC-
TeMbl. J{71s1 BBIIOJTHEHUS 00BEMHBIX, TPYAHOGOpMa-
JIU3yeMBIX 3aJla4 B Pa3JIMYHBIX MPEIMETHBIX o0Jac-
TAX I[IUPOKO MPHMEHSIOTCS CHCTEMBI MOIICPIKKH
MPUHATHS PEIICHUH, XapaKTePHU3YIOIIUECs YacTo
OTCYTCTBHUEM HIIH CJIOXHOCTBIO (hOpMasbHBIX ajiro-
PUTMOB PEIICHMS, CJI0XKHOCTHIO HAXOXKICHHS KOM-

MIPOMHUCCHOI'O pEelIeHHs B CIy4ae Hepa3pelrMOCTH
HCXOOHOM 3aJauM, HEUETKOCThIO M HEMOIHOTOM HC-
XO/HOW WMH(]OpMAIMK, HEYETKOCTHIO JTOCTHUTAEMbIX
enei [2].

ToproBele mpeanpusiTHs B CBOeH paboTe wc-
MOJIB3YIOT XPAaHWJIMINA JAaHHBIX, MMO3BOJISIONINE Ha-
KaruimBaTh MH(OPMAIMIO O MPOHM3BEACHHBIX MPO-
Jakax, 3aKyIlKax, CXeMaX B3aWMOJEHCTBHUS C KOH-
TpareHTaMH, 00 OCOOEHHOCTSIX IMOCTaBOK TOBAPHO-
MaTepuaIbHBIX IIEHHOCTEH, CE30HHBIX MHANKATOPaX
MPOAAX IO OINpPENENIeHHBIM TOPTOBBIM MO3UIUSAM H
MHoroe apyroe. Takas uHpOpMAUs C YCHEXOM
MOXeET OBITh MCIIOJIB30BaHA JUTS M3BJICUEHHUS HOBBIX
3HaHUH, HEOOXOAUMBIX JUIsl 3PPEKTUBHOTO YIPaB-
JICHUSI MaTepPUaJIbHBIMU TIOTOKAMHU.

IMocranoBka 3amauyu. B HacTodiiee Bpems
pa3paboTKa MHOTOKOHTYPHOW HHTEIICKTYaIbHOM
cucteMbl noanepxku npunatusa pemenuit (CIIIIP)
METOJI0OB aBTOMAaTHYECKOI'0 MOMCKAa HOBBIX 3aKOHO-
MEpHOCTEeH TNpH aHaIW3e MaTepPUAIBHBIX IOTOKOB
SIBJIACTCS] IPUOPUTETHBIM U aKTyaJbHBIM HarpaBiie-
HUEM Pa3BUTUA TEOPUU MIPUHSTHUS PEIICHUH.

BaxHeHWIuM MpoueccoMm yIpaBiIeHUs MaTepH-
AIBHBIM TTOTOKOM SIBJISIETCS BBIPa0OTKa YIpaBIIeH-
YECKUX PEIICHUH, TaK KaK OHH ONPEACNIAIOT H (-
(DEeKTHBHOCTh TpoIlecca YIpPaBICHUS, M BO3MOXK-
HOCTh YCTOHYMBOI'O COBEpIICHCTBOBAHUS VIIPaB-
JIIEMON CHUCTEMBI, CTAOMIIBHOCTD €€ ()YHKIIHOHUPO-
BaHUA B JUHAMHUYECKH M3MEHSIOIIENHCs IKOHOMMYe-
CKOM cHUTYyallM Ha pbIHKe. Pa3paboTka cucreM mon-
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JIeP)KKH TIPUHSITUSL PEIICHUI YIpaBleHUs MaTepH-
aJbHBIMH TOTOKaMHU COTpPSDKEHA C PAJIOM CIOKHO-
CTEH, CBSI3aHHBIX C TPYIHOMOPMAITU3YEMOCTHIO
OoNbIIMHCTBA e 3TanoB. D()(EKTHBHBIM pelICHUEM
YKa3aHHBIX MPOOJIEM SIBJISIETCS HCIOJIb30BaHUE WH-
TYMIIMM U 3HaHWH JMLA, TPUHUMAIOIIETO peIIeHue,
MHEHHSI aHAJIUTUKOB M DKCIEPTOB B COYETAHHH C
MIpUMEHEHNEM TEOpHUH HEYETKUX MHOXECTB, Ha KO-
TOPBIX OCHOBAHBI COBPEMEHHBIE TEXHOJOTHH HH-
TEJUICKTYaJIbHOM IOAJIEPKKU TNPUHATUS PELICHUI.
OTO TO3BOJSET CUCTEMAaTHU3UPOBATH M CTPYKTYpH-
pOBaTh UMEIOIIMECS JaHHBIE, HA OCHOBE KOTOPBIX
MOTY4aloT MH(QOPMAIHIO, UCIIONL3YEMYIO Ui HC-
CIIe/IOBaHMs albTEpPHATHB PEHICHWH M BBHIOOpA U3
HUX ONTHUMaJbHBIX. [Ipomecc MpuHATHS yIpaBlieH-
YeCKHX pEUICHHH MO PeryIupoBaHUIO MaTepHualb-
HOTO MOTOKa YKPYIMHEHO COCTOUT M3 IIECTH 3TaIoB
[3]: aHamu3 MaTepHaIBPHOTO MOTOKA (ACCOPTUMEHT,
KOJIMYECTBEHHBI OCTATOK, 00BEMBI 3aKYIIOK U T.11.);
¢dbopmynupoBka 3a7ad W 1enedl (ocylecTBICHUE
3aKyTOK, COKpaIl[eHUEe acCCOPTUMEHTA | T.JI.); BBIOOP
KpUTEpUEB TPUHATHS PEIICHHS W OIeHKa uX 3¢-
(eKTHBHOCTH (BEIMYMHA MAaTEPUANBHOIO ITOTOKA,
CTOMMOCTh M T.II.); TE€HEpalHsl MHOXKECTBA ajbTep-
HaTUB (aJbTEpHATHBBI MPUITHUA PEUICHMI); aHAIN3
anpTepHaTUB; (POpMHUPOBAHUE YNPABISIFOMIETO BO3-
JEICTBUS.

B ocnoBe uccnenoanus 3ama4 3hHeKTHBHOTO
yIpaBieHHUs] MaTepHalIbHBIMA ITOTOKAMU — METO0-
JIOTUS] KOTHUTUBHOTO aHaJH3a, P KOTOPOM OIITH-
MaJbHBIM WHCTPYMEHTOM SIBJISIIOTCSI HEUETKHUE KOT-
HUTUBHBIC KapThl, C YCIIEXOM NIPUMEHsSEeMbIe B 3a/1a-
YaxX aHaju3a CTPYKTYPbl MOJEIH CHCTEMBbI y4era
TOBapHO-MaTepuaIbHBIX IEHHOCTeW W TeHepalus
MPOrHO30B €€ pa3BUTHA C Y4YETOM MHOXECTBa
YIPAaBISAIONIMX BO3ACUCTBUIN € LENbIO 3P PEKTHBHOM
CTpaTEeruu yIrpaBlIeHHS.

OO0mas cxemMa opraHu3aluu yyeTa TOBapHO-
ro 3amaca. Mojienb TOBapHOI'O OCTaTKa PO3HUYHBIX
ceTel cTpoutcs Mo cieaymomel cxeme. B cucreme
XpaHATCS: CTATUCTHKA MPOJIaXK, TaHHBIE O TOBAPHBIX
OCTaTKax Ha TEKYyIIyl0 Aary. JTO JaeT BO3MOX-
HOCTh aBTOMaTH4eCKH c(popMHpOBATh MOTPEOHOCTH
B TOBAapHBIX MMO3WIHUSAX W paccuuTaTh €€ Ha He-
CKOJIbKO JHel Brepea. PaccumTanHas moTpeOHOCTH
ohopmisieTcss B BUJIE DIIEKTPOHHOTO JTOKYMEHTa W
MOXKET ObITh OTKOppekTupoBaHa. CocTaBiieHHAs
3asiBKa OTIPABIISIETCS B OTJEN MapKeTHHTa WIH He-
MOCPEICTBEHHO TOCTABIIMKY. 3asBKH XpaHITCA B
XpaHWIHILE JAHHBIX U OTCIEKHUBAIOTCS 10 MEpe X
YIOBJIETBOPEHUS.

dopmupoBaHre MoTpeOHOCTEH B TOBapax ocy-
HIECTBISETCA B HECKOJIBKO 3TAIOB.

I atan. ITo nponannomy ToBapy. st ¢popmu-
pOBaHUs IOTPEOHOCTH B TOBAPHOM MO3HMIIUH yKa3bl-
BalOTCS: KOJIMYECTBO AHEN N, Ha KOTOpOe Jienaercs

3asBKa, M YMCio JHed M [ aHanmm3a mpoJiax:
— *
K=K_/M*N-K_ (1)

npon
rae K — KOJIMYEeCTBO TOBAapHOW MO3UIIMH, KOTOPOE
HEOOXOAMMO 3aKa3aTb, Kyp,, — KOIMYECTBO TOBap-
HOM MO3ULIMHU, NpoAaHHoe 32 M nHel, Ky — Konu-
YECTBO TOBApPHOM MO3ULMHU, KOTOPOE €CTh Ha OCTaT-
Ke€.

II 3tan. [lo kxputnueckomy ocratky. Kpurnde-
CKHM OCTAaTOK — KOJMYECTBO TOBAPHOM IIO3HILIHH,
KOTOpO€ JIOJDKHO HMMEThCS ITOCTOSHHO B KOHKpET-
HOM TOProBOW TOYKE. JTO KOJIWYECTBO YCTAHABIIH-
BAaeT YNPABISIIOIIMA WM JIMLO, OTBETCTBEHHOE 3a
¢dbopMupoBaHUE MOTPEOHOCTH,

K=K, Ko 2)

Kp.oCcT

[Ipu dopMupoBaHUM 3aSBKH YUUTHIBAIOTCS OC-
TaTOK TOBapHOM MO3UIUU Kooy U KPUTUUECKHH OCTa-
TOK, YKa3aHHBIN I KOHKPETHON MO3ZUIIMH K ocr

III 3tan. Ilo akunonHoW matpuue. B akiuon-
HYH0 MaTpHIly BXOIAT MO3UIIMH, BBIOpaHHBIC OT]IE-
JIOM MapKEeTHHTa, YKa3aHO KOHKPETHOE KOJIUYECTBO
K, KOTOpOE HEOOXOIMMO UMETh B TOBAPHBIX OC-
TaTKax. JTU MO3UIIMHA MOTYT ObITh IIEPECMOTPEHBI U
HU3MEHEHbI TOJIbKO OT/IEJIOM MAapKETHUHTa:

K = Kch - KOCT * (3)

[Ipu popMupoBaHUM 3a5BKH yUUTHIBAIOTCS OC-
TaTOK TOBAPHOW MO3ULUHN Koy M KOJIUYECTBO, IpeE-
JIyCMOTpEHHOE MaTpuleh K,p.

IV 3ran. IToBTOp «cTapoi» 3asBku. Eciu 3aka-
3aHHas TOBAapHasd MO3UIMA He nmocTynana K., JIHeH
(3HaueHue 3amaeTcs YNpaBISAIONIMM), TO 3asBKa Ha
3Ty TOBAapHYIO MO3ULMIO MOBTOPAETCA. Kjeq — NpPH-
HHUMaeT 3Ha4YeHHE, KaK MpaBWiIo, OT 3 70 5 JHEH, B
3aBHCHUMOCTH OT creunuduku padorel (pabora ¢
xypHaioMm [ledekTypsr).

3agaum uccaenoBanud. [IpoBenenue cucrem-
Horo aHanmza npeamerHoi obmactu CIIIP ympas-
JIHWsI TOBApPHBIMH 3allacaMy U OIpeJleIeHne METOo-
JIOB MHTEJUIEKTYaIbHOTO YIPaBJIEHHS, B OCHOBE KO-
TOPOTO JIGKHT HEPAPXUUECKH MHOTO(paKTOPHBIH
KOTHUTHBHBIA aHanmu3. Pa3paboTka anropuTMoB H
METOJIOB TOCTPOCHHUS HEUETKUX KOTHUTHBHBIX KapT
(HKK), omuceBatommx MHOroakTOpHbIE HWHTEIN-
JeKTyallbHble MH()OPMAIMOHHBIC CHUCTEMBI y4era
MaTepuaIbHBIX TOTOKOB.

Metoab! uccaenoBanus. B padore ucmonb3o-
BaHbI METOABI JINHEHHOTr0 MPOrpaMMHUPOBAHUS, TEO-
pUM HEYETKUX MHOXKECTB, TEOPUU CHUCTEM, MaTeMa-
TUYECKOT'0 MOJEINPOBAaHUSA, TEOPUH KOTHUTHBHOIO
aHaJIM3a, UMUTAIIIOHHOTO MOAETHPOBAHUS, TEOPUU
rpa¢)oB, CHCTEMHOTO aHaJIN3a, METO/bI TPYIIIOBOTO
[IPUHATUS PELLICHUI.

[Ipu pa3paboTke Momenel MOMACPKKH TPUHS-
THA PEUIeHUH MO YIPaBICHUIO TOBAPHBIMH TOTOKA-
MU B CHUCTeMax TOJEPKKA TPHUHITHS pelIeHH
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MPUXOMUTCS  pelaTh  CIad0CTPYKTYpPHPOBAHHBIC
3amaun. lMccnemoBaHue TakWX CHCTEM MOKa3allo,
YTO MaTeMaTHYCCKUH ammapaTr HeYeTKUX KOTHUTHB-
HBIX KapT sBiseTcS 3(P(EKTUBHBIM MMOAXOIOM IS
HX MPOCKTUPOBaHUS. B crucTeMax moIep:KKH MpH-
HATUS pEIIeHUH HEOOXOIUMO OCYIIECTBIATH MOJI-
JIEPIKKY BCEX YKa3aHHBIX JTAIlOB Ipolecca paspa-
OOTKH pelleHHH, MOITOMY €€ CTPYKTypa JOJDKHA
COZIEpPKATh TOJCUCTEMY JJIsl aBTOMATHU3AIMH Pelie-
HUSl cIabOCTPYKTYPHUPOBAHHBIX 3a/1a4 C HCIIONB30-
BaHHWEM KOTHUTHBHOI'O aHaJIN3a.

KornuTtBHas kapTa mpencrapisier coboi 00-
JaCTh 3HAHWM (B HalleM ciy4dae — MaTepHabHBIN
MOTOK), KOTOPYIO MOXKHO IPEJICTABUTh KaK MPUYHH-
HO-CIICJICTBEHHYIO CETh [4]:

B=(E,U), 4)

rne E = {el, ez,...,en} — MHOYECTBO, BKIIIOYAIOIIIEe
B ce0s OOBEKThI MOJACIM MaTepPHAJIbHOI'O IOTOKA,
OWHapHOE OTHOIIEHHE Ha MHOKECTBe E IpeacTaB-
neHo kak otHomreHwe: Y = {1,0}, 3amaromiee cBs3u
MexIy o0bekTaMu. OOBEeKTHI e; U €; CAUTAIOTCsS CBs-
3aHHBIMHU OTHOIIICHHEM Y W TIPEICTaBIICHbI B BUJIE:

e,e; €Y ume Ge,, (5)

€cIIi U3MEeHEHHE 00BbEeKTa e; (MPUUYMHBI) TPUBOIUT K
U3MEHEHHIO 00BbEKTa ¢; (crencTBus). B aToM ciydae
TOBOPAT, YTO OOBEKT ¢; OKa3bIBaeT BIIMSHUEC Ha
€j — COrIaCHO TEPMHMHOJIOTMY KOTHUTHBHOIO aHaJIH-
3a. [Ipu 3TOM eciiu yMeHbIIIeHH e 3HaYeHUsT 00beKTa-
MPUYMHBI PUBOIUT K YBEIWYCHHUIO 3HAYCHUS O0b-
€KTa-CJICICTBHS, TO BIWSHUE CUUTAETCS TIOJOXKH-
TEIBHBIM, CCJIH K€ 3HAUCHUE YMEHBITIAETCS — OTPH-
narenbHbIM. [To3TOMy OOBbeIMHEHME NBYX Herepe-
CEKAOIIUXCS MOAMHOXKECTB Y MOXHO TPEICTaBUTH
CIIEIYIOIIMM CITOCOOO0M:

Y=Y et , (6)
IJIc MHOXKECTBO CBsI3¢H Y, — MOJNIOKHUTEIbHEBIEC, a
Y — orpunarenbubie. CaMu 00BEKTHI TIPU STOM MO-
TyT 3a/laBaTh KaK OTHOCUTEIBHBIC MOKa3aTeld, Ta-
KHe KaK peKIaMHpyeMbie TOBaphl, CE30HHBIC TOBA-
PBI | T.J., TAK U a0COTIOTHBIC — CTOMMOCTb, KOJIHYe-
CTBO TIPOJAHHBIX TOBAPHBIX ITO3MIMKA, KOTUYIECT-
BEHHBII ocTaToK U T.. Ilpu 3TOM Ha OCHOBaHHUH
CyOBEKTHBHBIX MPEICTABICHUIN IKCIIEPTOB O CHTYya-
IIMM CTPOUTCA KOTHUTHBHAsA Kapta. B pesymbrarte
aHaJM3a ObUIO BBIJIEIICHO HECKOJIbKO BUIOB KOT'HH-
TUBHBIX KapT, U3 KOTOPBIX JUIS MOIEITHPOBAHMS
YIpaBJICHUS TOBapHBIMU 3aracaMy ObLIN BBHIOpaHbBI
HEYETKHE KOTHUTHUBHBIC KapThl, KOTOpBIC 3(deK-
THUBHO TMPUMEHSIOTCSI B aHAM3¢ U KCCICIOBAHUM
CITabOCTPYKTYPUPOBAHHBIX 3a7ad. MeTonbl JrHa-
MHYECKOTO M CTATUYECKOTO MOJCIUPOBAHUSI TTO3BO-
JISTIOT COBEPIIICHCTBOBATH ATOT MEXaHW3M. B dact-
HOCTH, C TIOMOIIBIO TIOKa3aTelss HHTCHCHUBHOCTU
BIIMSHHUS OIHOTrO OOBbekTa (IPUYUHBI) HA JIPYroi

00BEKT (CIICACTBHE) OCYIICCTBIISCTCS Iepexoa K
HEYETKOMY OTHOUIEHHUIO Y, 3JIEMEHTHI ); KOTOPOro
XapaKTepu3yloT CTENeHb WHTEHCUBHOCTU (Bec)
BJIIMAHUA MCKIY O6’beKTaMI/I e Hn ej " HaIllpaBJICHHUE
(«—»H «+») OT KIaCCHYECKOT0 OTHOIIICHHS:

yij:y(ei’ej)a (7
rae yj MoKa3aTellb MHTEHCUBHOCTH BIMSIHUA
(HOpMHPOBaHHBIN), MPEACTABIAIONIMNA CcOOOH Xa-
PaKTEPHCTHYECKYIO (YHKIIUIO OTHOIICHHS Y.

B3BelieHHbI OPUEHTHPOBAHHBIM Tpad xapak-
Tepu3yeTcss BepIIMHAMH W JAyraMd W HarJIAJHO
MPECTABIIAET HEYEeTKHEe KOTHUTHBHBIE KapThl.
Bepmmnbl rpada cooTBETCTBYIOT 00BEKTaM MHOXKE-
crBa E, nyru rpada — HEHYJEBBIM DIIEMEHTaM OT-
HOILIEHHSI MHO)KeCTBa Y (MPHUYMHHO-CIIEACTBEHHBIM
cBs3saM). Jlyru aToro rpada MMErT Beca, 3allaBae-
MBIE COOTBETCTBYIOIUM 3HAYEHHUEM V.

B KOrHMTHMBHON Matpuue, paccMaTpUBaeMOMR
KaK MaTpuIja CMeKHOCTH JaHHOTO rpada, oTHOIIe-
HUE Y mpencraBisieTcss B BUJE MaTPHUIIbl, UMEIOIIEN
pasMepHOCTh 7 X 1 (TAe n — YHCI0 OOBEKTOB CHUC-
Tembl). CTPYKTYpHBIM aHaIN3 3aa4d ONTHMAIbHO-
IO peryliupoBaHHA MaTE€pPUAIBHBIX TOTOKOB, BBI-
IIOJIHEHHBIN C Y4ETOM ONMCAHHOW MOJEIH, & TAKXKE
C HCIOJb30BaHUEM OOOOIIEHHOTO aJIropuTMa pas-
paboTKK ympaBiIeHYECKUX pemieHui [5, 6], BBIABUI
HECKOJIbKO 3aKOHOMEPHOCTEH.

Koneunoe MHOXECTBO 0OBEKTOB U CBSI3eH MEXK-
Ny HUMH OIKCHIBAET MOJENb ONTHMATbHOTO Mate-
PpHATBHOTO MOTOKA.

B paccmatpuBaemoii Momenau OOBEKTOM SIBJISI-
ercd XapakTepHCTHKa MapaMmeTpa ydera, 3Hadumas
JUIsl YIIpaBJICHUST MaTepUabHBIMU MoTOKaMu. OO0b-
eKThl JIENIATCSA Ha LeNeBble, YIpaBliieMble, MpoMe-
KYTOYHBIC U BHEIIHUE. MeXay 00beKTaMH CYIIIECT-
BYIOT TPUYMHHO-CJICICTBCHHBIE CBS3H (IyrH), KO-
TOpBIE MOT'YT Pa3iu4aThCs MO CUIIe U OBITh OTpHUIIa-
TENbHBIMH WU TTON0KUTETbHBIMHU.

HayanpHoe cocTosiHME CHCTEMBI 3a/1a€T BEKTOP
HayaJlbHBIX 3HAaueHHM 00BeKTOB. BekTopom 3Haue-
HUH LENEeBBIX 00BEKTOB 3aJaeTcs 1eneBast (yHKIUS
COCTOSIHMSI MOJIETIM MaTepHalbHBIX MOTOKOB. Y4H-
THIBasi BBISIBJICHHBIC 3aKOHOMEPHOCTH, OOIIYIO0 Me-
TOJIOJIOTHIO pa3pabOTKU CUCTEM TOJIEPKKH TPUHS-
THA YIPaBJIEHYECKUX PEUICHUH, a TaK)Ke MPUHIUIIBI
CHUCTEMHOTr0 MOAX0ja, pa3paboTaHa MOIU(UIIUPO-
BaHHasi MHQOPMAIIMOHHAS MOJIENb PeryIUpOBaHUS
MaTepuaIbHBIX TOTOKOB, KOTOpas OMKCHIBAETCA B
BUJIC YHUBEPCAILHOM anreOpsl A:

A=(M,D,CK.HG,O,V,PZR), (3

I/ie TIPEeJCTaBJIEHbl CIEeIyIOIe MHOXECTBA: Mate-
MaTHYEeCKOTO OMHCAHMS MaTepUaIbHOTO IMOTOKA —
M, onpeneneHuid ToBapHOro 3amnaca — D, onpenene-
HUHA Tenell ToBapHoro 3amaca — C, KpUTEpUEB IS
olleHKH 3((deKTHBHOCTH TOBapHOro 3amaca — K,
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mKan wu3MepeHuid kputepueB K — H, cnocoOoB
WCCIIeZIOBaHMS TOBapHOro 3amnaca — (G, ambTepHaATHB
— O, oToOpaKeHWH aNbTEepHATHB HA MHOXKECTBE
KputepueB K — V, NpeanodTeHuil IoJIb30BaTeNs
cucTteMoi — P, 1iefieBbIX (YHKIUH — Z, pelalonmx
npaBuin — R. Merononornueckoi OCHOBOM Jid
obecriedeHysl aBTOMAaTH3UPOBAHHOW  TOAJEPIKKH

MpoIecca PEryJIMpPOBaHKUs MaTEPHAbHOTO IOTOKA
SIBJISFOTCSL METOJIbI, OCHOBAHHBIC HA MCIIOJIb30BAHUHU
KOTHUTHBHBIX KapT.

C yu€roM MeETOMOB HEYETKOr0 KOIHMTHBHOTO
aHaJIM3a W BBIOpaHHOW WH()OPMAIMOHHON MOIENH
pa3paboTaH  yCOBEPIICHCTBOBAHHBIA  aJITOPUTM
YIIpaBJICHH MaTepUATBLHBIM IOTOKOM (pHCYHKE 1).

BekTop MakcuMaabHOTO
NpUOTMKEHNS 3HAYCHHUH
COTJIaCHO 11eJIeBOM (pyHKIUN
Okcnept N v
Heyerkas BekTop Bo3nelicTBuii Ha
¢— BbIOpaHHBIE O0OBEKTHI TOBAPHOTO
Uurepdeiic nis KOTrHUTUBHAaA 3amaca
dbopMupoBaHusa QyHKINU
MPUHAJUIEKHOCTH Yepes KapTa 4 —
KOTHHTHBHBIE 0Gpassl |4 — [TnanupoBaHue coCTOAHUI
v 00BEKTOB TOBapHOIO 3amaca B
JMCKPETHBIE MOMEHTHI BPEMEHH
MHO0%ecTBO 00BEKTOB l
11 aHaJIn3a 4
¥ Bri6op ITpoBepka Ha OCHOBE
JUHAMUYECKOI'0 MOJIEIUPOBAHUS
OBHA
KornutnpHas Matpuna ZPCSa E HMIYJIbCHOTO U3MEHECHUS
(MHOKECTBO pemaromux p COCTOSIHHSI TOBApHOIO 3amaca
IPaBUIL U;;) ¥ 7'y
v [Tokazatenu ToBapHOTO I'enepanust cocTOSIHUS TOBAPHOTO
TpansuTuBHO 3aMKHYTas |y|  3amaca HEYETKMX || OCTaTKa AJIA MOKa3aTeNel ¢ yueToM
KoruuTuBHas Marpuna C KOTHUTUBHBIX KapT cpesa E

PﬂcyHOK 1- YCOBepIHeHCTBOBaHHin;I AJITOPUTM YIIPpaBJCHUA MATEPUATBHBIM IOTOKOM

AHanu3 MaTeMaTUYeCKUX METOAOB YIPaBIICHH
Ha OCHOBE HEYETKUX KOTHUTHUBHBIX KapT Cuiosa [7]
MO3BOJIMJ CHENaTh BBIBOA O PalMOHAJIBHOCTU HC-
MOJb30BaHUSI MX B PEHICHUHW 33/1a4 d(PPEKTUBHOTO
yIpaBieHHs] TPHHATHEM pEIICHHsS, YTO OTPaKEHO
Ha pUCYHKe 2.

[ 1. OnpeneneHue yenu

¥
2. MNocTpoeHune HeYeTKoM ™
KOTHUTUBHOWN KapTbl
- Cnucok ofbekToe Ana Mpo
- OnpegeneHue BNUAHKE MLy Napoi ofbekTos
- OB03HaYe HUE 3HAKA «+» WIN «<—» BO BIMAHUM
- OUEHKA CUNbI B NIUAHKA
- HauaneHoe cocToAHWe ofibekTos
- BHeWHUe BNNAHUA Ha 00 bekT

¥ 3

3. Cratu4eckoe Moaenup oBaHue Tloctpoeser
MOTETE CHOTEMEL

(BbluMCNEHUE U aHaNK3 NokasaTeneit HKK)
CLeHapHIt PAIEHTH CHTYAL(HE

AT XASKAOTO 3TATR € YHETOM
EHRLUFIC EMIEGG

5. YnpaeneHue stanamm h

NPUHATUA peLl eHun
(Mogene nepegaeTca MNP gna
obpafoTku)

¥
[ 4. IMHaMu4eckoe Mofe nMpoBaHUue
(

RN

M aTemaTiJ eckui annapaT UMAYALCHbBIX NPOLECCoB)

Pucynok 2 — Ilpumenenne HKK
B 3aJa4e yIpPaBJIeHHUA NPUHATHEM pelleHUs

IIpu mocTpoeHNM KOrHUTHUBHOW MOJIENW Mpead-
METHOHW 00JIACTH HEOOXOAMMO OINPENEITUTh CIHCOK
00BEKTOB, KOTOPBIH 3a7aeTcs SKCIIepTaMu U 00cIe-

AYCTCA I YCTpaHCHHA ITPOTUBOPEYMBOCTHU, [BY-
CMBICIIEHHOCTH M TIOBTOpeHui. Cremyromum 3Ta-
IIOM 3KCIIEPTHI YCTaHABJIMBAIOT MCKIY 00beKTaMHu
MIPUYUHHO-CJIICACTBEHHBIC CBA3HU, OTpaXaromiuye Cu-
JIy KaXXIO0ro BJIWAHHUA U IJIA KEDK}Z[Of/i CBsA3U YKa3bI-
BalOT 3HAK «-» (ocmabmisromas) wim «+» (ycuim-
Baromias). [lng HazHaueHUS BECOB, UTO SBISETCA
Haunbonee cioxxHol 3anadeit mpu nocrpoeann HKK,
BO3MOXXHO TIOCTpOeHHE (PYHKIIMH MPUHAIICHKHOCTH
HEYCTKUX MHOXECTB.

Y4uThiBas M3NOKEHHYIO TECOPHIO, pa3paboTaH-
HBIC aJITOPUTMbI 1 METO/IbI HHTeHHeKTyaHBHOﬁ nona-
JIEP’KKH TIPUHSATHS PellieHui, ObUT CIPOSKTUPOBAH H
peanuzoBaH nporpaMMHubiid komiiekce (I1K) unTen-
JIEKTYyaJIbHOT'O YIIpaBJICHUSA MaTE€pHUaJIbHBIMU IIOTO-
KaMu C HUCITIOJIB30BAHUEM HCYCTKOI'O KOT'HHTHBHOI'O
anamm3a (HKA) «Alf-Zdr. ToBapusiit 3anac» [8]. B
mporecce paspaborku [IK Obuim ompeneneHsl |
(hopMaM30BaHbl OCHOBHBIC IOHSTHS MPEIMETHOU
obnmactn «ToBapHBIH 3amac», CBS3aHHBIC C TIpel-
CTaBJICHUEM CTPYKTYPbl JAaHHBIX W OTHOUICHHUAMHU
Mexkay HuMu. Ocoboe BHUMaHHE OBUIO yJENEeHO
IIOCTPOEHUIO HEYETKONH KOTHUTHBHOM KapThl, OIU-
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CBIBAIOILICH MOJIENb MPEAMETHON O0JIACTH U CUTYya-
LIUH, XapaKTEPU3YIOIUE €€.

UcnonszoBanue paspabdorannoii HKK mo3so-
JUJIO BBIPa0OTaTh OCHOBHBIE MOJXOJNBI K IMPOBEIe-
HHIO TMHAMHYECKOTO U CTaTUYECKOI'0 MOJAEIUPOBA-
HUs, TeHepaliy albTepHATUB (CIIeHapHeB Pa3BUTH
CHUTyalluil M0 y4eTy MaTepHajJbHOro IMOTOKa) C HC-
[IOJIB30BAHUEM PE3yJbTAaTOB aHAINW3a CTaTHCTHYE-
CKHMX JaHHBIX, XpaHsumxcs B b/l komriekca, U BbI-
00p HAMIYYINMX CIIEHAPUEB PAa3BUTHUS C MOCIEAYIO-
muM (HopMHUpPOBaHUEM KIACTEPU30BAHHOTO MACCHBa
pEeKOMEHauui Ui NPUHATUS PELICHUM I10JIb30Ba-
teneM. [Iporpammuslii komrieke «Alf-Zdr»y B cBoeit
CTPYKTYpE HMEET MATh MOACUCTEM, KOTOpPbIE MPEea-
CTaBJIEHBI HA PUCYHKeE 3.

[Moncucrema «CraTHueckoe MOJEIHPOBAHHE):
ompesesieHne B3aUMHOTO BiMsHUS 00bekToB [IpO
Jpyr Ha Jpyra, pacdeT CHUCTEMHBIX IIOKa3aTelew,
prusiaue [IpO Ha KakIplii 00BEKT, BHENIHEE BIIHSI-
Hue Ha o0bekThl [1pO, m3menenne HKK B cootBer-
CTBHH C BBIPAOOTaHHBIMH PEKOMEHIAIIHSIMHU.

IToncucrema «JluHamMu4eckoe MOJEIMPOBa-
HHUE»: IPOCKTHPOBAHUE CLICHAPUEB pa3BUTHUS CH-
Tyaluii, BHECEHUE MOIb30BATEISIMU KOPPEKTUPOBOK
B CLICHApUHU, MOJIECIMPOBAHHUE CLIEHAPUEB Pa3BUTUS
coOBITHH, KIaccu(uKalus CleHapueB, Bbljaya pe-
KOMEHJAIMWA [J1 MPUHATUS PELICHUI I0JIb30BaTe-
JIeM.

IMoncucrema «COop, KOPPEKTHPOBKA W BbIJaua
nHpopMaIum»: cOOp JaHHBIX OT AHATMTUKOB M DKC-
nepToB, (popMaIu3anus MOTyYeHHBIX AHHBIX, BbI-
SIBJIGHUE U YCTpaHEHHE CIIOPHOM, a Takke MPOTHBO-
peUMBOM HMH(pOPMAIMK, TEeHepalus PEKOMEHIAIUi
O PELICHHIO BBISBJICHHBIX MTPOOIEM.

IMoncucrema «IlpeoOpazoBanne wuHGMOpMAIUU
BBOJIa-BBIBO/Ia»: HWHTEPAKTUBHBIA BBOJ JIaHHBIX;

WHTECPAKTUBHBIA BBIBOJI JIAHHBIX, INPEICTABIICHUE
nHpopMaIuK B yI0OHOM W TIOHSTHOM JUISL MOJB30-
Barensi rpadueckoM BUE, B TOM YHCIe Tpaduye-
ckoe npencrasienue HKK.

B ocHoBe paspaboTaHHOro KoMILiekca — 0Oa3za
3nanuil (b3), conepxamas HKK onucanus moxenu
[IpO, xotopas mo3Boiser pacnapaieTuTb MPOIEcC
COTJIACOBaHMUS JKCIEpPTaMU OIEHOK CHUTyalludl B
eIMHOM WH(OPMAIIMOHHOM TPOCTPAHCTBE KOTHU-
TUBHOM Mojenu. B To xe Bpems 3Ta mnojcucreMa
SIBIISIETCSL OCHOBOM UTSL MOJICITUPOBAHUS M BBIPAOOT-
KM peKOMEHAAIMI JUTS MTOJIb30BaTeNeH 10 pa3BUTHIO
MPOoOJIEMHON CHUTYaIHH.

3akaouenue. VcciaenoBanus 1oKazaid, YTO
MPHHATAsT apXUTEKTypa CTaHAAPTHBIX WH(pOpMAIH-
OHHBIX CHCTEM YIpaBJeHHs MaTepUaIbHBIM IMOTO-
KoM Hed(pPeKTHBHA B 3a7a9aX ¢ OONBIIUM 00BEMOM
CTaTHCTUYECKUX JaHHBIX. Jloka3aHo, 4To 3(dek-
THBHOE peIIeHnEe 3a/ad TaKoro poja BO3MOXHO B
CIIIIP ¢ ncnonn3oBannem HKA.

IIpencraBieHa MeTonrKa NOCTPOECHUS MOAENEH
MaTepuaIbHBIX TOTOKOB C HCIOIH30BAHHMEM alllia-
paTa HEYETKHX KOTHUTHBHBIX KapT, KOTOPBIH IO-
3BOJISIET OIKCHIBATh CIOXKHBIE WHTEIUIEKTYalIbHbBIE
MHOTOKPUTEpUABHBIE CHCTEMBI MOJJICPKKH TIPH-
HATHSI PELICHUAMN.

IIpennokeH HOBBIM MOJAXOJ K TOCTPOEHUIO
HKK na ocHOBe (yHKIMH NPHHAAIEKHOCTU JTUC-
KpETHBIX HEYETKUX MHOKecTB. HoBBIM moaxon mo-
3BOJISIET TMOBBICUTH KadecTBO IIOCTPOEHUS KOTHU-
THUBHBIX MOZENel 3a cUeT aHaiu3a CYKIACHUN He-
CKOJIBKMX JKCIEepTOB. MeTonbl AUHAMUYECKOTO HU
CTaTHYECKOT'0 MOJIEIMPOBAHUS C HCIOJIb30BaHUEM
HKK c ykazanuem HampaBieHUs CBs3€il U CTeneHeil
3aBHCUMOCTH MEXIy OOBEKTaMH IMPEIMETHOH 00-
JIACTH afanTupoBaHbl sl mpuMmenenus B CIIIIP.
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Pucynok 3 - CTpykTypHasi cxeMa NporpaMMHOIo KoOMILJIeKca
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Y coBepIIeHCTBOBAH alrOPUTM yIIpaBJiIeHUs Ma-
TepUATbHBIM TOTOKOM ¢ Hcmonb3oBanueM HKA, B
OCHOBE KOTOpPOrO MpHUMeHsieTcss GYHKIUS MPHHA-
JISKHOCTH JJIsl OTNpENeNeHnuss BEeCOB MPUYNHHO-
CIIEJICTBEHHBIX CBSI3EH.

Pa3paboraHHblii pOrpaMMHBIN KOMITJIEKC TO-
3BoJIsIeT A (EKTUBHO peliaTh MPOOJIEMbl, BO3HH-
KaloIlle B Mpollecce MPUHATHS PEIIeHUH MMob30Ba-
teneM. Kpome Toro, ycrpaHseT CIOXKHOCTU TIpH
(dhopmanm3anuy 3HaHUH SKCIEPTOB B 3a/1a4ax HHXKe-
HepuM 3HaHui. [IpemocraBisier pe3ynbTaTel paboTHI
CHCTEMBI TIO0JIb30BaTeNi0 B (hopMme, TOHSATHOH ISt
MIPUHSTHA YIIPaBICHYECKUX PEIIeHUH.
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OILEHKA EMKOCTH PBIHKA TYPUCTUYECKHUX YCJIYT
KAK UTHCTPYMEHT YIIPABJIEHUSA PABBUTUEM TEPPUTOPUN

Pazeumue pvinounvix omuowenuil 6 Poccuu cmumynupyem pazgumue cghepoi
Mypusma, Kax OOHO020 U3 GACHEUUUX CEKMOPO8 IKOHOMUKU, NOIONCUMETHHO
BAUSAIOWUX HA COYUATLHO-IKOHOMUYECKYI0 cumyayuio 6 cmpane. OOHUM U3 0CHO6-
HBIX UHCTHPYMEHMO8 YAPAGLEHUs PA3GUmue;M meppumopuu seisemcsi Oyenka em-
KOCMU PbIHKA MYPUCHUYECKUX YCTYye, KOMOPAs NO360sIem KOTUYeCMBEHHO Ompa-
3Umb 8o3pacmarouue 00xX00bl MEPPUMOPUL OM MYPUIMA U ee NOMEHYUATbHbIE
603modicHocmu. Pocm 0oxo0oe npu epamomnom ynpaenenuu meppumopueti ¢ yye-
MOM OYEHKU eMKOCIU PbIHKA MYPUCTIUYECKUX YCIye HA NpUMepe MYHUYUNATbHO2O0
oopazosanuss (MO) e. Cronun u MO Cronunckuil paiion yeeauwumcsi 6 15,7 pas

u cocmasum 534 mulcsiuu pyonei 8 200.

Kntouesvie cnosa: mypusm, eHympeHHUN mypusm, OYeHKa eMKOCMU PbiHKd,
mypucmuieckue yciyau, ynpagieHue passumuem meppumopuu.

Beenenue. TypusMm — KpynHEWIIUi, BBICOKO-
JOXOJHBIA W HanOoyee TUHAMHYHO Pa3BUBAIOIIMM-
Csl CEKTOpP DKOHOMMKH, ABIISIOUINIICS aKTUBHBIM HC-
TOYHHUKOM TIOCTYIUJICHUH BalfOTHI, OKAa3bIBAIOIINM
BIIMSIHME Ha TUIATeKHBIA OanmaHc crpanbl. B 2011 T.
B Poccum noxonpl or typusma B BBII crtpansl 3a-
HHUMaIHU Bcero 6,5 % [2], 1, 10 MHEHHUIO DKCIIEPTOB,
cocTaBisatoT npuMepHo 20 % TypuCTCKO-peKpealu-

OHHOTO IMOTEHIMAIA, YTO 00BsICHIET 00jiee HU3KUIH
BKJIaJ] Typu3Ma B DKOHOMHKY CTpaHbl IO CpaBHeE-
HHUIO C Pa3BUTHIMU CTpaHaMmu mupa [3].

Ha cerognsmHuil AeHb TYpHU3M CILY>)KUT HHTE-
pecaM Kak OTJIIENIbHOTO YelOBeKa, TaK M 00IIecTBa B
LIEJIOM M SIBJIACTCS HCTOYHUKOM JIOXOJIOB Ha MHKPO
— ¥ MaKpO3KOHOMHUYECKOM YPOBHSIX.

Bmecte ¢ Tem, 00BbeMBbI BBE3IHOTO TypH3Ma B
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Poccun gBHO HE COOTBETCTBYIOT HH HMMEIOLIHMCS
PECYPCHBIM BO3MOXKHOCTSIM, HU HAIIMOHAJIBHBIM CO-
COIMATbHO-3KOHOMUYECKIM MHTEpEcaMm.

Ha coBpeMeHHOM 3Tare 0cOOEHHO aKTyalbHO
pa3BHUTHE BHYTpEHHET0 Typu3Ma. OTpoMHBIE TeppH-
TOpHalIbHBIE MacIITa0Obl, pa3HO00pa3ne MPUPOIHBIX
naHamadToB, HCTOPUKO-3THOIpAQUIECKHE U COIH-
AIBHO-KYJBTYPHBIC Pa3liNuusi HEU30SKHO OyIayT M
Janplie MpoaoKaTh TMOAJIEPKUBATh BBICOKUN HH-
Tepec K MyTeHlecTBUSIM I10 cBoeil cTpane [1].

Typusm mpu3BaH 00ECHEUUTh YCTOHYUBOE CO-
[UATbHO-3KOHOMHUYECKOE pa3BUTHE PETHOHA, BBI-
CTYIHUTh KaTalu3aTOpOM pa3BUTHA IEIOr0o Kpyra
oTpacyell SKOHOMHUKH U COLMANBHON c(hephl, BOBIIE-
YEHHBIX B CO3/[aHHE KOMILJIEKCHOTO TYPHUCTCKOTO
MPOAYKTa TEPPUTOPHUH.

CoBpeMeHHBIE MPOIIECCH PErHOHANN3AIUN 00-
HIECTBA CIIOCOOCTBYIOT (POPMHPOBAHUIO YCTOHYHBO-
ro MHTEpeca K SKOHOMHYECKHM acleKTaM Typu3Mma
HA YpOBHE KaK OTIENBHBIX CYOBEKTOB (eleparum,
TaKk U MyHHIMTAIBHBIX oOpa3oBaHuid. Bcnencreue
HEHCIIONIb30BAHHOTO TYPHUCTUYECKOr0 IOTEHIIHalia
TEPPUTOPHSL, PETHOH W CTpaHa TEPSIOT 3HAUUTENb-
HBIE CPENICTBA, KOTOPBIE MOTJI ObI OBITH MCIIONB30-
BaHBI JUIS JabHEHIIero pa3BUTHs.

Heap padothl. OlieHKa eMKOCTH pPBIHKA TYpH-
ctuaeckux ycayr MO 1. Cxkommma 1 MO CkonuH-
CKHI paiioH, TIOJlyYeHHasl Pa3IMYHBIMKI CIIOCOOAMH,
KOTOpasi TO3BOJSIET KOMWYECTBEHHO OTPa3HUTh pe-
aJbHbIE JOXO/bl TEPPUTOPUM OT TypHU3Ma U ee Io-
TEHI[HAIbHbIE BO3MOXXKHOCTH JUISI Pa3BUTHS HCCIIe-
nyeMoii cepsl.

Teopernyeckue ucciaenoBanusi. B Hacrosmee
BPEMSI BaXXHO KOHIICHTPUPOBATH YCHIIWS M HaIpaB-
JIATh WX Ha JIOCTHKEHHE BBICOKHX IOKa3aTenen pas-
BUTHUS TyprusMa. OcoOyr0 3HAaYNMOCTh 3TO MPHOOpE-
TaeT JUIsl MaJIbIX TePPUTOPUM, TJI€ UMEeeTCsl TeH/IeH-
LM HEMOJHOT0 PACKPBITUA UX TYPUCTUYECKOTO I10-
TEHI[MaNa, IPUMEPOM YeMY MOXKET CIY>KUTb HCCIIe-
nyemas teppuropusi: MO r. Ckonun u MO Cko-
NUHCKHUM paiioH.

Emkocteio peiaKa Typuctudeckux yeiyr (TY)
HA3bIBAIOT TOTCHIIMAILHO BO3MOXKHBIH 00BEM pea-
JU3yeMbIX Ha HEM TYPUCTCKHX YCIYT B TE€UEHHE OIl-
PENENIeHHOr0 MPOMEXyTKa BpeMeHH (Kak IpaBUIIo,
3a ron). EMKOCTh pBIHKa paccUMTHIBaE€TCS OOBIYHO
KaK B HATypaJbHOM (KOJIMYECTBO TYPUCTOB), TaK U B
CTOMMOCTHOM BBHIpaKEHHH (00BEM IOCTYIJICHUN B
JIEHSKHBIX CIMHUIIAX ).

Typuctuueckue mnoroku (TII) mpencraBusior
co00i TIOTOKH TYPHCTOB, PacCUUTAHHBIC B KOJINYe-
CTBE TYPHUCTOB, NoceTUBIMX Tepputoputo. TII mo-
T'YT OBITh NMPSAMBIMU ¥ OTBIcYeHHBIMU. [Ipsimbie TIT
— 3TO TOTOKH TYpPUCTOB, MOCEMIAIOUINX TOJBKO 3a-
MJIaHUpOBaHHbIE B Type Mecta. OTBinedennbie TII —
3TO MOTOKH TYPUCTOB, KOTOPBIE MOTYT OTOWTH OT

BBIOPaHHOTO MapIIPyTa U JOMOTHUTEIEHO TOCETHTh
JpYyTHe TYPUCTHUECKHE 00BhEKThI TEPPUTOPHH.

N3BecTHO HECKOIBKO METOJOB pacyera eMKO-
CTH pBIHKA:

— Ha OCHOBE CTPYKTYPHBIX XapaKTepUCTHK;

— HA OCHOBE HOPM TOTPEOJICHHS;

— Ha OCHOBE YaCTOTHI MOKYIOK U CTaHJIAPTHBIX
HOpPM PacXOI0BaHUs TOBAPA;

— Ha OCHOBE KOX(PHUIIMEHTOB MPUBEACHHS 00b-
€MOB ITPOJAK.

VY Bcex yka3zaHHBIX METOJIOB MMEIOTCA T€ WU
VHbIe HEJOCTAaTKHW B MPUMEHEHHH Ui pacdeTa eM-
KOCTH PBIHKA TYPUCTHUECKUX YCIYT.

O1eHKy eMKOCTH PBIHKAa TYPUCTUYECKUX YCITYT
tepputopun MO 1. CkomuH 1 MO CKOIMUHCKHIA
paiion OyaeM IpOBOANTH HECKOJIBKUMHE CIIOCOOAMMU:

— 10 NOTEHUHaNbHOMY oOTBiedeHHoMy TII wn3
cena KoncrantunoBo (mocemaeMoctsh 10 200 ThIC.
TYpUCTOB B rof [4]);

— TI0 JEWCTBYIOIIEMY Ha TEPPUTOPUU CIIPOCY U
MIPeUIOKEHNI0 HA OCHOBE MMEIOIIEICSl CTaTHCTHYe-
ckoli mHpopmanmu;

—Ha OCHOBE CTAaTHCTHYECKHUX JaHHBIX aHallo-
TUYHON TEPPUTOPHHU-KOHKYPEHTA.

Takum 00pa3oM, €MKOCTh PBIHKA TypHCTHYE-
ckux ycayr MO 1. CxonuH 1 MO CkKOnuHCKUIN
paiioH cuuTaeTcs Kak:

Peanpuprit  TII=IIpsimort  TII+OtBieueHHBIN
TII, npu 3TOM NpSIMOI M OTBJICYEHHBIN IIOTOKH pac-
CUMTHIBAIOTCS KakK IO JACHCTBYIOLIEMY MpeIoxKe-
HUIO TYpPYCIYT, CIPOCY Ha HHUX, TaK U MO MOTEHIHU-
aTbHOMY IPEITIOKEHUIO TYPYCIYT U CIIPOCY Ha HUX.

IIpennaraemplii HaMH aJITOPUTM pacyera Nnpea-
CTaBJIEH Ha pUCyHKe 1.

3Has eMKOCTh pPbIHKA HCCIIEAyeMOW TeppHuTO-
PUU U TEHACHIIMW U3MEHEHHS, BO3HHWKAeT BO3MOXK-
HOCTb OLIEHHWBATh MEPCHEKTUBHOCTH TOI'O MJIM HHOTO
PBIHKA JIUIsI BIIACTH M OM3HECA TEPPUTOPHH.

JKcnepUMeHTANbHbIE  HccIeloBaHus. B
Mporiecce OIEHKH E€MKOCTH PhIHKA OBbUT MPOBEACH
pSAA MCClenoBaHuil, TOKa3aBIINX, YTO TEPPUTOPHS
o0nasaeT JOCTaTOYHBIM TOTCHIIMAIOM ISl Pa3BH-
THS TYPUCTHYECKOH c(hepbl, YTO MOITBEpPKIACTCS
CIICYIOMMMH (paKTaMH:

— HaOJII0MaeTCsl 3aMHTEPECOBAHHOCTh MECTHBIX
Biacreil B pasputum cdepbl Typuzma Ha CKONMUH-
CKOH 3eMmIc;

—ucropuss CKONMHCKOrO Kpasi Oorara coObI-
THUAMH, KOTOpbIE COXpPAaHWJIM CBOM CIEABl B BHJE
OOJBIIIOTO KOTMYECTBA MAMSTHHKOB apXUTEKTYPhI U
TIPUPOIBI;

— TOHYApHBIN TMPOMBICET M €ro TPaauIIUH, CO-
XpaHMBIIHUECS C IATIEKUX BPEMEH, TIpOBeieHUE (ec-
TUBAJIEH SIBJIAIOTCS YHUKAJIBHBIMH U HHTEPECHBIMH,
MO3BOJISIOLIMME 3aUHTEPECOBATh TYPHUCTOB Pa3HBIX
BO3pAcTOB;
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— DKOJIOTMYHOCTh TEPPUTOPUH.

| CGop CTaTHCTHYECKHX JaHHBIX |

[

Anam3 1 o6paboTka
CTATHCTHYECKHX JaHHBIX

Pacuet emxocTn

Tlo nefictByromemy Ha
HcCIely eMOoH TepPHTOPHH
CIIpOCy M MPeUI0KEHHIO

Tlo oTBIEYeHHOMY
TypHCTHYECKOMY
TIOTOKY

TTo noTeHuManBHOMY
CrpoCy M NpPeVIoKEHUIO B
CpPaBHeHHH ¢
aHasor MHOH

l TeppHTOpHEH

Jloxoms! oT
NPOKHBAHHA U
MIHTaHUA TyPHCTOB

Jloxon ¢ omHOro l
TypHCTa Jloxon ¢ omHOrO
TypuCcTa
_.| OcTanbHEIe 10X OMIBI *
O6mas cymma ‘
JIOXOIOB

Jloxon ¢ omHOro
g TypHCTa

O6mas cymma
JA0XO0I0B

OGmas cymma
4
> ZIOXOZIOB

Pucynok 1 - Anroputm pacuera eMKOCTH pbiHKa TY
MO r. Cxonun u MO CkonMHCKUIi p-H

IIpoBeneHHBI  KOHKYPEHTHBI  aHallu3 |
SWOT-ananu3 mokaszamm, 49ro Tteppuropus MO
r. Ckommma 1 MO CxonuMHCKHI paliOH OTCTaeT OT
OCHOBHBIX KOHKYPEHTOB IO OIICHHMBAEMBIM ITOKa3a-
TensiM, Kpome Tepputopun . Topxkok TBepckoit
o0JyiactTu, KOTOpasi MpH OIEHKE IOKa3aja OJWHAKO-
BBII C UCCIIEAyEMBIM 00BbEKTOM Oall.

ITo ocTasbHBIM TOKA3aTENsIM, TAKHM Kak: JOC-
TYIHOCTh TYPUCTHYECKOTO TMPEMIOKECHHS, DKOJIO-
THYHOCTh TEPPHUTOPUH, HAIUYME OOBEKTOB KYyJlb-
TYPHOT'O HacIeAus HCCIeayeMasi TEPPUTOPHS TTOKa-
3ajla HEe CaMbIM XYIIIHM pe3yIbTarT.

Ananuz PESTE-dakTopoB TeppuTOpHH II03BO-
JISIET CIIeNaTh BBHIBOA O TOM, YTO B IICJIOM BIIMSIHHE
(haKTOpOB BHEIIHEH Cpelbl KOCBEHHOI'0 BO3JCHCT-
BHsI HOCHT JIOBOJIbHO OJIArONPHUATHBIA XapakTep, a
HauOOJNBIIYI0 YIPo3y HPEACTaBISAIOT TEXHOJIOIHYe-
ckre (haKTOPBEL.

SWOT-aHanmu3 TeppUTOpPUHU II0Ka3ajl, YTO Ha-
pPSAY C JOCTATOYHO BBICOKUMHU BO3MOXKHOCTSIMH H
MMOTEHI[HAJIOM, CYIIECTBYIOT CIEP)KUBAIOIIUE (hak-
TOpPBI Pa3BUTH, KOTOPHIE HE IMO3BOJISIOT TEPPUTO-
PHUH TOJTHOCTBIO PACKPHITH CBOM TMOTEHITUAI: HEIOC-
TaTOYHOE PA3BUTHE TYPUCTHYECKON MHDPACTPyKTy-
pBl U MHAYCTPHH, a TAKKe cliabasi U3BECTHOCTh TY-
PHUCTHYECKOTO MPEUIOKCHUS TEPPUTOPHH.

st pacyera €MKOCTH PBIHKA TYPUCTHYECKHUX
yeayr MO 1. CxonuH 1 MO CKONUMHCKUN pPaiioH
HCCIIENOBANINCh CICHYIONNE KOHKYPEHTHBIC TYpPH-
CTHYECKUE ITOTOKH (3KOTYpH3M, IAJIOMHHYCCKHIA,
KYJIbTYpPHO-ITO3HABATEIbHBIN, CEIbCKUM, COOBITHIA-
HBIW, 03/T0POBUTENBHBIN, CIIOPTUBHO-030POBUTENb-
HBIM TypU3M):

IIpamoit mypucmuueckuii nomok:

—Tyna — 3amoBemuuk «Kamyxckue 3aceku»
(Kamyxckast 001acTh);

—Tyna — Hammonanepupii mapk «Yrpa» (Ka-
JIy’KCKas 00JIacTh);

— MockBa — MeiikuH (SIpociaBckast 001acTh);

— MockBa — Yriny — Spocnasis — Mypom (ro-
pona «3omororo Konbimay);

— MockBa — Tsepckas obOmacts (Bexerkuit
Bepx, Pycckas Benenusa, Benukoe Tpoerpajibe,
Kemuyxnas Hute);

—MockBa — My3eil-3anoBEeAHUK «XMETUTa»
(CmoneHckas 00J1acTh);

— Ps3anp — Kogomua (MockoBcKast 001aCTh);

— MockBa — Enudans, Kpacueiii Xoam, Mona-
creipimHa («KynnkoBo none» Tyibckas 00J1acTb).

Omeneuennblii mypucmuuecKuii NOMok:

— Typ mo ropogam «3omoToro Koiwiia» Poccnuu
(Bximrouast MmapmpyT Koinomnaa — Pszans — Koncran-
THHOBO) — CxonuH, CKONUHCKUH palioH;

— «KymnukoBo mone» Tynbckast oomacts — Cko-
ruH, CKOMMHCKUHN paiioH.

[TonmydeHHsle pe3yNbTaThl OICHKH EMKOCTH
pBIHKA TYPUCTHYECKHX YCIYT HCCIETyeMOH TeppH-
TOpHH, a TaKXKE pacCUYMTaHHAs €MKOCTh IO TOTEH-
HAIEHOMY CIPOCY W TPEMIOKEHUIO BCIEICTBUE
YBEIMYCHHS TTOTOKA TYPUCTOB U Pa3BUTHUS TYPUCTH-
4yeckol MH(PaCTPYKTyphl CBeEHBI B TA0IMIBI 1 1 2
Y TIPOMJUTIOCTPUPOBAHBI HA PUCYHKE 2.

i \

i \
+ = f ™, : D
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Pucynoxk 2 - Cxema ¢popmMupoBaHusi NOTEHIHATBHOM
€éMKOCTH PHIHKA TYPHCTHYECKHX YCJIYT TEPPUTOPUH
MO r. Cxonun u MO CkonuHcKuHii paiion

Ta6auua 1 - EMkocTh ppinka TypucTHdeckux yeayr MO r. Ckonun 1 MO CkonuHcekuHii paiion,
paccUyMTAHHAS HA OCHOBE CTATUCTUYECKHUX NaHHBIX 2011 roxa (4esoBek)

Buabl TypucTHYeCKHX NOTOKOB Ce3on* | He ce3on* | HTor
PeanbHbIl NOTOK TYpUCTOB 11431 8 165 19 596
IToreHnuaabHBIA OTBJIEUEHHBIN TOTOK TYPUCTOB U3 ¢. KOHCTaHTHHOBO 14 910 5325 20 235
[ToTeHIMAaIBHBIN TOTOK TYPUCTOB B CPABHECHUHU C aHAJIOTMYHOM TEPPUTOPHUCH- 101 500 72 500 174 000
KOHKYPEHTOM

* - Ce30H — ¢ Mast 110 CeHTsI0pb. He ce30H — ¢ OKT0ps 1Mo amnpessb.
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Ta6anua 2 - EMkocTh ppiHka TypucTH4eckuX yeayr MO r. Ckonun 1 MO CkonuHcekuHii paiion,
paccyuTAHHAS HA OCHOBE CTATHCTHYECKHUX TaHHBIX 2011 roxa (Thics4 pyoJieil)

MeToasl pacuera Ce3on He ce3o0n Hror
Ha ocHoBe felicTByIOIIEro Ha TEPPUTOPUH clipoca U mpetokeHus (1) 21 685 15 365,6 37 050,6
Ha ocHoBe nmoTeHImanbpHOro crnpoca mno orsiaedeHHomy TII u3 cena 29 879,7 9971,6 39 851,3
KoHcTaHTHHOBO U JIelicTBYIOIIETr0 NpeanoxeHus (2)
Ha ocHoBe nmoTeHImanbpHOro cnpoca mo orsieueHnomy TII u neict- 23 853,5 16 902,2 40 755,7
BYIOLIETO MPEIOKEHHUS BCIEACTBUE PEATN3AIMH HHBECTHIIMOHHOTO
rpoekTta B Pszanckom paiione (3)
Ha ocHOBe moTeHIIManbHOro Crpoca 1Mo CTATUCTUYECKUM JaHHBIM aHa- 192 525,5 124 062 316 587,5
JIOTHYHON TePPUTOPUU-KOHKYPEHTA U JEHCTBYIOLIETO MpeIoKeHus (4)
Ha ocHOBe noTeHInanbHOro NpeAIoKeHHs U MOTEHIIUAIBHOTO CIpoca 323 988 210 105 534 093
10 CTATUCTHYECKUM JITAHHBIM aHAJIOTHYHOH TEPPUTOPHH-KOHKYpEHTY (5)

[TosichuM npuBenéHHbIC B TaOAMIEC 2 M PUCYH-
Ke 2 pe3ynbTaThl. B Hacrosiiee BpeMs €MKOCTh
pBIHKa TypUCTHYECKUX yciyr Tepputopur MO T.
CxonuH 1 MO CkonuHCKHHA palioH TPHU CIOXKHB-
neMcsi ypoBHE HHOPACTPYKTYpPhI H CIIPOCa COCTAB-
JSIeT TIOpsiIKa COpOKAa MUJUTMOHOB PYOJNied B TOJX
[6mok (1) B Tabmuie 2 u pucynke 2]. [Ipu coorser-
cTBytomied PR-xkamMmaHuy TypHCTHUYECKOTO IIpen-
JIOKEHUSI BO3MOXKHO YBEIHMYUTH JIOTIONHUTENbHBIH
MOTOK TYPUCTOB Ha TEPPUTOPHIO, KOTBICUCHHBIX) C
JPYTUX TYPUCTUYECKUX OOBEKTOB M MOIYYHUTH JIO-
MOJTHHUTENBHBIE JIOXOJBl OT TypU3Ma OT COpOKa [0
BOCBMHJICCATH MHJUIMOHOB pyOieli B rox [0oku (2)
u (3) B Tabmune 2 u pucynke 2]. [lpu axtuBHOM
Pa3BUTHH JIaHHOTO HATpPaBJICHHS U COXPaHEHUU TY-
PUCTHYECKOT'0 TPEATIOKEHUSI TEPPUTOPUS MOXKET
MOJy4aTh JOXONBI TOPSJKA TPEXCOT MHUILIHOHOB
pyOneii B rox [6mok (4) B Tabnuie 2 u pucyHke 2].
Ho B Hacrosimee Bpems NaHHBIM ITOKa3aTeab J0XO-
JIOB SIBJISICTCS. HEIIOCTIDKUMBIM JIJISI MCCIIEyeMOH
TEPPUTOPHH, TAK KaK MMEIOIIUICS YPOBEHb TYpH-
CTHYECKOM HMHOPACTPYKTYphl U TIPEIUIOKEHHUS HE
MO3BOJISIET TPUHHMATh W OOCIYKMBaTh OOJBIION
MOTOK TYpUCTOB. MOXKHO TPENION0KUTh, YTO YBE-
JIMYEHHE TTOCTYIJICHUH TOXO/IO0B OT OKa3aHUs TYypH-
CTHYECKUX YCIYr OyIeT CONpPOBOXKIATHCS IMpPUBIIE-
YCHUEM WHBECTHIIMN B Pa3BUTHE MHIYCTPUU U TO-
raa MO r. Cxommma 1 MO CronuHCKHH palioH CMO-
KET PacCUMTHIBATH Ha POCT JIOXOJOB TOPSAIKA [0
MATHCOT MHJUTMOHOB PyOJei B rox [0mok (5) B Tad-
JIe 2 U pUCYHKE 2], 9TO TIO3BOIUT CHOPMUPOBATH

HOBBIM TypHCTHUECKHH Kiactep PszaHckolr 00-
JIACTH.

BuiBoabl. Cdepa Typu3ma Ha CKOIMUHCKOM
3emiie o0aaeT HeMallbiM MOTECHIIMAJIOM U ee pas-
BHUTHE MO3BOJUT YBEIUYUThH MOTOK TYPUCTOB (TIpH-
MepHO ¢ 20 10 174 ThICSY YENOBEK B I'OJ — CM. Tal-
nuiy 1).

Takum 00pa3om, IBIMKEHHE K €M MPH BBI-
CTPOCHHOM TOJNIUTHKE OpEHAWPOBAHMS M Pa3BUTHH
Typu3Ma TO3BOJISIET PACCYUTHIBATh Ha MHBECTHULIUU
CO CTOPOHBI OM3HECA C TIOCTEICHHBIM YBEITHYCHUEM
JI0XO0JIOB TeppUTOpUHU B cdepe Typusma B 15,7 pa3
(mpumepHo ¢ 37 10 534 Thics4 pyOIei B rog — CM.
Tabnuiy 2).
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PA3BPABOTKA IIOKA3ATEJEW OHEHKH KAYECTBA B IIEJISIX
COBEPIIEHCTBOBAHMUSA YIIPABJIEHUSI COTOBOM CBA3BIO

Paccmampusaromes gonpocwl popmuposanus cucmemvl noxazameineti OYeHKu
Kauecmea 8 yejsax CO8epuIeHCMBO8AHUs YNpAasleHus comogol cea3vio. Ilpoananu-
3UPOBAHBI OCODEHHOCMU OYeHKU Kayecmea OanHou cghepwl yeaye. Cihopmynuposa-
Hbl (hakmopul, oKazvlearowue GIUSHUE HA CMPYKMYpYy NOKa3amenel Kaiecmed.
Ilpeonooicena cmpykmypa nokazamerneti, Xapakmepusylouwjux dmansvl OKA3aHUs yc-

jaye COMOBOLL CB53M.

Knwueevie cnosa ynpaejnerue, comoeas Ce:A3b, cucmema nokaszameneu Ka-

uecmea.

BBenenue. B Hacrosiee BpemMsi BO BCEM MHPE
TpeOOBaHUs MOTPEOUTENEH K KauecTBY YCIyTr COTO-
BOi CBsI3M cranu Oonee au¢dhepeHInpOBaHHBIMEI H
JKECTKUMH, YTO SIBJISICTCS BAXXHBIM C TOYKH 3PCHUS
obecriedeHust 3PEKTUBHOCTH U PE3YIbTATHBHOCTH
JeSITeTFHOCTH OIEpaToOpOB CBS3U. B cBs3u ¢ 3THM
BOMPOCHI 00ECIeUeHHsT KayecTBa COTOBOHM CBSI3H
SIBJIAFOTCSL aKkTyallbHbIMA U Juisi Poccuiickoit dexe-
pauuu (P®). Ilpomomxkaroreecss pa3BUTHE Teme-
KOMMYHHUKAIIMOHHOT'O PbIHKA, O0OCTPEHHE KOHKY-
PEHITNH MEXKITy OIepaTopaMH CBSI3M Ha TEPPUTOPHUH
P®, nepexon 3Toil KOHKYPEHIIMH W3 1IEHOBOM ILJIOC-
KOCTH B IUIOCKOCTh YCIYI' — BC€ 3TH (pakTophl 00Y-
CIIOBJIMBAIOT yBEeTHYEHHWE BHUMAaHHUA, KOTOPOE YIe-
JIsieTcsl BOIPOCAaM YIpaBJIeHHsI M oOecriedeHus Ka-
YecTBa YCIYT CBSI3U. 3aMHTEPECOBAHHBIMHU JIMIIAMHU
SBIISIIOTCS  TIOTPEOMTENHN, OIEpaTOphbl, TOCYIapCT-
BEHHBIE PETyIUPYIOIINE U KOHTPOIUPYIOLINE Opra-
HBI, 00IIECTBEHHEIE O0OBEIMHEHNS, 3aHUMAIOIIECS
3alIUTOM WHTEPECOB MOTpeOUTENEeH yCIyr CBS3H.
Co3ganne enuHOW CHCTEMBI TIOKa3aTelel KauecTBa
Y HOPMHUPOBAHUS SIBJISETCS BaXKHEHILEH 3a1ayel Ha
MyTd (OPMHPOBAHMS IIETIOCTHONH CHCTEMbI B3aMMO-
JIEWCTBHS OIEpaTOPOB ceTeil COTOBOH CBs3H, abo-
HEHTOB M KOHTPOJIUPYIOIINX OpTraHU3aIIHH.

Heasto padoTsl siBisieTcs pa3paboTka cucTe-
MBI TIOKa3aTeell OLIEHKU KayecTBa B LIENAX COBeEp-
IICHCTBOBaHMsI pabOTHI ONepaTopa COTOBOW CBSI3U

O0ocHoBaHMEe HEOOXOAMMOCTH OLIEHKM MPO-
necca OKa3aHusi yeayr cotoBoii ces3m. [Iporecc
OKa3aHUs YCIYyT COTOBOW CBA3HM MOXKET BKIIIOYATH B
ce0sl CIeMyOIIHe ATAIbI )KHU3HEHHOTO [IUKJIA:

— IIPEAOCTABIEHHUE TOCTYTIA K YCIIYTE;

— cOOCTBEHHO OKa3aHHE YCIIYTH;

— pacyeThl 3a OKa3aHHbIE YCIYTH;

— obcimyxuBaHue  oOpalIeHui
(aboHeHTA);

— TEXHUYECKas MoIepkKa yciayru [1].

Kaxnaprit aTanm xapakTepusyercsl psaoM IoTpe-
OMTENBCKUX CBOMCTB, JUIS OLIEHKUA KOTOPBIX UCIIOJIb-

MOTpEeOUTEIS

3YIOTCS TIOKa3aTelld KauecTBa.

[Ipu 3TOM ciiemyeT 3aMeTUTh, YTO JI0 HEIaBHErO
BpEMEHH Ka4eCTBO YCIIYT CBSI3U MPHHATO OBUIO Xa-
pakTepu30BaTh TEM, HACKOJILKO olepaTop obecre-
YMBACT BBHINOJHEHUE TPEOOBAaHUI CYIIECTBYIOIINX
JUAPEKTUBHBIX JOKYMEHTOB, COAEPKAIIUX B OCHOB-
HOM HOPMBI Ha TEXHHUYCCKUE MapaMETPhI I€peaadn
uHpOpMaIUK TIO ceTsM cBsizu. Ho momb3oBatens
YCIYT COBEPUICHHO HE WHTEPECYeT, KaKOBBI Xapak-
TEpUCTUKU ceTH. ETo MHTEpec COCTOMT B KOHEUHOM
pe3ynbTaTe, a MMEHHO, B KaKOH CTEIEeHU Y/IOBIe-
TBOPEHBI €r0 TPEOOBAHUS K KAUECTBY YCIYT.

C ydJeroM BBINIECKA3aHHOTO MOXHO YTBEp-
KJIaTh, YTO TEHJCHINH MOCIEAHUX JIET Bce OOMbIe
3aCTaBISIOT KPYIHEHWINHE OpraHHu3allii CMENaTh
aKIEHT C TEXHOJOTMYECKOrO COBEPIICHCTBOBAHUS
MpeAyaraeMelX yCIyr Ha HYXIbl a0OHEHTOB - pe-
albHBIX MOTPEOHTENEH, MPUHOCAIINX TOXO0J, U BCE
0oJiee MPUCITYIINBATLCA K UX TpeboBaHusaM. Ciemno-
BaHUE JaHHOW CTPATErHu IMO3BOJSET CYIIECTBEHHO
CHU3UTH OTTOK KJIIMEHTOB M NPOAOIKAThH YBCIUYN-
BaTh a0OHEHTCKYIO 0a3y 3a CYET MOBBIIICHUS KOH-
KYpEHTOCIIOCOOHOCTH OKa3biBaeMbIX yciyr. [lpu
3TOM OTCICKUBAHHE YPOBHS YIOBJIETBOPEHHOCTH
aO0OHEHTOB Ka4eCTBOM OKa3aHHBIX YCIYyT Mpuobpe-
TaeT BeChbMa BaYKHOE 3HAYCHHE.

OCo0eHHOCTH OLEHKH KayecTBa YCJIYI CBfl-
3u. TpaIULIMOHHO N7 OLEHKU KayecTBa TOBAPOB U
YCIYT UCIIONIb30BAUCH TIOKA3aTeN (DYHKIIMOHUPO-
BaHUS TEXHUYECKUX CPEICTB, UX JIEMEHTOB, 00hEK-
TOB W Jip. Bonbiiast 4acTh 3TUX TOKa3aTenei peria-
MEHTUpOBaHa. B OTHOIIEHNH ke MmoKa3aTesel Kkade-
CTBa YCIIYT CHUTYallus MeHee OJIaronpusiTHAS.

Ecnu m1s oTAenbHBIX IMOKa3aTeleld KaudecTBa
yeuyr (Tpymn mokas3aTeneil) UMEIOTCsl perjiaMeHTH-
pylolme HCTOYHUKH (HOPMAaTHUBHBIE JOKYMEHTHI),
TO CHCTEMa TOKa3aTelNed KauecTBa yCIyT ¢ TIO3UIHH
MOTPEOUTENII HE MMEET OOILICIPU3HAHHOTO YTBEp-
JKJIEHHOTO MpaBoBoro mnois. I[lpum pemieHun KoH-
KpETHOM 3aJa4uy KaKJbI pa3 cucrema rnokasareren
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(dbopmupyercs 3aHoBO. [lo3TOMYy BO3HUKaeT HEOO-
XOIMMOCTh Pa3pabOTKH CHUCTEMBI TOKa3aTeNed Ka-
YeCcTBa YCIYyT ¢ MO3UIMHU MOTpeduTeNs, He Tpedyio-
masi MpoBeACHUS TII00ANBHBIX U3MEHEHUH TpU pe-
IICHUW MHOXKECTBA CTOSIIMX TepeNl OrepaTopamu
3aa4 00ecneyeHrs KauecTBa.

Cucrema mokazaTenell KayecTBa YCIYT MOXET
OBITh MCIIOJIb30BaHA OIEPATOPOM:

— TIPY MIPEICTABJICHUH YCITyTH Ha PBIHKE,

— OLIEHKE COOTBETCTBHUS YCIyTH (KaK BHYTpEH-
HEH, TaK U BHEIITHEH OICHKE),

— peryJIvpOBaHUU OTHOIICHHH MEXIY OpraHH-
3alMeN 1 KIMEHTaMU,

— BHYTPEHHEM KOHTpOJIE KadecTBa pabOThI
CITy0 OpraHU3aIHH 0 MPETOCTABICHHIO YCIYT,

— B3aUMOJICHCTBUM OpraHu3aluii, COBMECTHO
MPEAOCTABIISIONINX YCIYTH TIONB30BATENSIM U JIP.

[lpu QopMupoBaHHM CHUCTEMBI TOKa3aTeneH
KayecTBa YCIYr Iepesl OpraHHu3alueil BCTAeT BOII-
POC: TIO KAKUM KPHUTEPHUSIM CIIElyeT BBIOHpATh IOKa-
3arenu?

B yacTHOCTH, MOXHO BBIJCIHThH TPYIIIBI TIOKa-
3aTeneil KavecTBa, XapaKTepHU3YIOIIUE CIEAyIoIIre
HaTpaBJICHHsI YCIYT COTOBOH CBS3H:

—aHanmM3 W YAOBJICTBOPEHUE TMOTpeOHOCTEH
Bcex morpeduTeneil (MpennpusTHil U HaceleHHs) B
ycIyrax CBSI3u;

— THOKOCTh B OKa3aHUU YCIIYT;

— ynoOHBIH pexuM paboThl 0(UCOB TPOJIAK,
obcmyxwuBanus, call-nienTpa;

— ONEepPaTUBHOCTH OOCITY>KUBAHMS,

— KOMMYHHKa0eIIbHOCTh ITepCOHaa.

B 1eicTBUTENBHOCTH YCIYTH MOXKHO OLIEHU-
BaTh OOJNBIIMM KOJMYECTBOM IIOKa3aTelneH, Xapak-
TEpU3YIOIINX KauyecTBO YCIYTrd, HO HE BCE OHH
OUIYIIAIOTCS TMoJb3oBatensmu. [lo psamy yeiyr cy-
HIECTBYET JOCTATOYHO OONBIION HA0Op YTBEPIKICH-
HBIX Ha pa3HBIX YPOBHSAX MOKa3aTeleH, ompeieieHbl
METO/IMKU UX OICHKH.

JlaHHBIE TIOKA3aTeNnd OPHUEHTHPOBAaHBI HA WC-
MOJb30BAaHUE BHYTPH OPTaHU3AIMH, CPOPMYIHPO-
BaHbl B TEPMHHOJIOTHH, TIOHITHOW TOIBKO CIIeIra-
JUCTaM B KOHKPETHOH 00JacTH, 1 B OCHOBHOM OIle-
HUBAIOT TEXHOJOTHMUYECKYIO CTOPOHY Ka4yecTBa yciy-
TH ¥ HE OTPa)kafoT JIPyTUe acleKThl KauecTBa YCIy-
ru [2].

[MosTOMy HEOOXOAMMO BBIIETUTh W3 HMEIO-
IIMXCS TOKa3aTenell MMEHHO Te, KOTOphIe XapaKTe-
PHU3YIOT BaKHEHINE MOTPEOUTENbCKHE CBOMCTBA
YCIYTH, W OMKHCAaTh UX B TEPMUHAX, OHSATHBIX Kak
OpraHMU3allvy, TaK U MOTPEOUTEITI0, BEIb UMEHHO OH
Oy/leT TpenocTaBisITh WMCXOMHBIE JaHHBIC IS MX
oneHku. [lo HeoxBayeHHBIM acleKTaM KayecTBa
YCIYrd HYXKHO JONOJHUTENBHO pa3padoTaTh MmoKa-
3aTeNd C yYETOM CIEAYIOMUX (HaKTOPOB.

1. B xauecTBe OCHOBHI KlaccH(UKAIMH TTOKA3a-

Telel KauecTBa yCIIyr COTOBOM CBSI3U MOXKHO Npea-
JIOXKHUTh TOTPEOUTEILCKUE CBOWCTBA YCIYT, B TOM
qHCcIe:

— JIOCTYITHOCTb:

— OBICTpOJICHCTBHE:

— OecriepeOOoHOCTS;

— Ka4ecTBO Iepeaadn (BOCIIPOU3BEIECHHS):

— TOTOBHOCTH (HaJI€KHOCTD);

— Ka4ecTBO 00cHyuBaHUs (U B3aUMOJIEHCT-
BHH ¢ TiepcoHanom) [3].

2. Bce motpebuTenbCckie cBOMCTBA YCIyr OI-
pEenensoTCs IpyaMu NEPBUYHBIX U MIPOU3BOIHBIX
roKasaresnei.

3. Cucrema moka3zaTesnieil KauecTBa yCiayT CBA3H
JOJDKHA BKJIIOYATh XapaKTEPUCTHKH KadecTBa 00-
CIy)KMBAHHUS M XapaKTEPUCTHKH KadyecTBa pPabOTHI
CeTH.

4. KonmdecTBO mokasaTelield KauecTBa, UCIIOb-
3yeMbIX 11 (pOpMUPOBAaHUS CHCTEMBI ITOKa3aTesekt
YCIYT CBSI3U, JODKHO OBITH JOCTaTOYHBIM ISt
O €HKH BCEX OCHOBHBIX HOTpe6I/ITeJIBCKI/IX CBOMCTB
YCIIYTH.

5. IlokaszaTenu KadecTBa yciyr, BKIIOYAaeMbIE B
CHCTEMY IOKa3aTeNneH, JOKHBI ObITh H3MEPUMBIMHU
NI OLICHUBACMbIMU.

6. [Ipu ¢opMHpPOBaHUM CHCTEMBI TOKa3aTeneH
HCOGXOIII/IMO YUUTBIBATE HE TOJBKO I10Ka3aTelu,
YCTaHaBJIMBACMbBI€C HOPMAaTUBHBIMHU JOKYMCHTAaMHU,
HO U paHee He HCIIONb3yeMble MOoKa3aTelH, CBA3aH-
HBIE C MOSIBJIEHUEM HOBBLIX TEXHOJIOTHWH WIIH yciayr,
100 HOBBIX IIeJIeH OIEHKH KauecTBa YCIYT CBSI3H.

Takum 00pa3om, cOCTaB W HOPMAaTHUBHbBIC 3HA-
YeHHs TOKa3aTeliell KayecTBa YCIYr OpraHU3aIluH
ONPENENSIIOTC  MCXOAS U3 MOTPEOUTENHCKHX
CBOMCTB YCIYI'M, YCTAaHOBJICHHBIX WM IIpEIIoiia-
raeMbIX OTPEOHOCTEH KITMEHTOB, a TAKXKE C YIeTOM
00s13aTeNbHBIX TPEOOBAaHW HOPMATHUBHBIX JIOKY-
MeHTOB. C TOMOIIbI0 CHCTEMBI TOKa3aTeneil Kade-
CTBa YCIyr oOlleHuBaeTcsi (DaKTUYECKH YpOBEHBb
KadyecTBa COCTABIIIONIMX DIIEMEHTOB OHM3HEC-TIPO-
[[ECCOB M MX OPTraHU3alMOHHOTO B3aUMOJICHCTBHSL, a
TaKXKe OIMPEENSIOTCS BO3MOXKHBICTYTH d((HEKTHB-
HOTO COBEpIIIEHCTBOBaHMUS IPOIECCOB MPEAOCTAB-
JICHUS YCIIYT.

dopmMupoBaHue CHCTEMBI  TOKa3aTeJeil
OlleHKHM KadecTBa ycJayr cBs3u. Ha ocHoBe omu-
CaHHBIX BBIIE (AKTOPOB pa3paboTaeM Ipymiy Mo-
KaszaTenel Ui OLIEHKH KadecTBa YCIYyT CBS3U (CM.
PHUCYHOK).

Paccmorpum CTpyKTypy AAaHHBIX I'pyIIl IOKa-
3aTenei:

a) npeodsapumensvroe 00CIyHCUBAHUe OIpee-

nserca Gynxumeit [10= f(t, . II, ), B cocraB
KOTOPO BXOJAT CIICIYIOIINE TTOKA3ATENIN, XapaKTe-

pusyronme o0CIy)KUBaHHE KJIMEHTa B oduce mpo-
JaK TIPH 3aKITIOUEHUH KOHTPAKTa:
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[Tokazarenn kayecTBa yciayr COTOBOM CBSI3H
v v v
OO6cnyKuBaHue
IIpenBapurensHoe N Pacuersl 3a
o0CyKUBaHUE obpawenuii YCIyTH
aboHEHTOB
Y Y Y 4
IT
PeAOCTABIICHHE Okasare ycryrn Texunueckas Y 10BNETBOPEHHOCTH
J0CTYyIIa K B IITaTHOM “
NOoAACPpIKKa HOTpeGI/ITeJ]CH
yeayre pexumMe

I'pynnbl noka3areneii OeHKH Ka4yecTBa YCJIYT COTOBOM CBA3HM

— cpenHee BpeMsl OKUAAHHUS ouepeau Ha 00-
Cay)KuBaHUE [ ;

ooic.ou. 2

— JI0JIsL TTIOTpeOUTeNel, 3aKIIOUYUBILIHNX JIOTOBOP
OT o01ero yncnia ooparusmmxcs 1/

doe. ?

0) npedocmasnenue docmyna K yciyee onpeie-
nsercs Gynkumett [ = f(t,,., 11, ), B cocras

KOTOPOW BXOJAT TII0Ka3aTelH, XapaKTePU3YIOLIHe
oOecrieueHre MPEIOCTaBICHHUS ITOTPEOUTEII0 BO3-
MOKHOCTH HCIOJIb30BaHMS 3aKa3aHHBIX (OIJIA4YeH-
HBIX) HOBBIX YCIIYT CBA3H:

— cpenHee BpeMs OXHUIaHHUS OTPeOUTEIeM
MPEIOCTaBICHMsI JOCTYIA K YCIyre ¢ MOMEHTa 3a-
KIIIOYCHHSI JIOTOBOpa (JIOMOJHUTEIBHOrO Ccorjalie-

HUst) ¥ (MIIM) TIOCTYIUICHUS OTUIAThI £, ;

— 10N 3asBOK Ha MOAKIIOYeHHE (OTKIIOYEHHE)
yCIIyTH, 0OCITyKEHHBIX B IpEAeNax yCTaHOBICHHOI

HOpMBbI ]

HOpM. 5
B) OKA3aHUe YCay2u 6 WMAmHOM Pexcume Oll-
penensercs Gynxumeit OV = f(K, /[ ), B cocras

KOTOpPOW BXOJAT TOKa3aTelnH, XapaKTepU3YIOLIHe
HEIOCPEICTBEHHOE HCIONIb30BAHUE MOTPEOUTENEM
3aKa3aHHBIX (OIJIAYEHHBIX) YCIYT CBS3U:

— Ka4ecTBO OOCTYXKMBaHHUsSI BHI30BOB H Iepesia-
4y coobmennit K,

* IOTEPH BHI30BOB 10 HATIPABJICHHUSM;

* JIOJIsl HEYCIICUIHBIX BBI30BOB IIPH YCTAHOB-
JICHUY COEIUHCHMUI;

* IOJIsI CIy4aeB HEKOPPEKTHOW paboThl yc-
TyTH,

* YUCIIO IPETEH3UH Ha OJJHOTO a0OHEHTA;

* KauecTBO peyH;

* cpellHEEe BpEMsi YCTAaHOBJICHUSI COCIUHE-
HUS;

* KOOQQUIMEHT YCIENIHO TepPeJaHHbIX CO-
o01Ienwii;

* cpeqHee BpeMsl IOCTaBKU COOOIICHUSI.

2. loctynnocts yenyru /]

T) obcayscueanue obpauyenuil abOHeHmo8 Oll-
penensercs ¢ynkumeirs OA= f(/[. C ., K, ), B
COCTaB KOTOPOH BXOAAT TIOKA3aTeNH, XapaKTepu-

3YIOIIME OKa3aHWEe MOTPEOUTENIO TOAJICPKKH B BO-
Mpocax HUCMOIb30BaHUS YCIIYT CBS3U:

— JIOCTYITHOCTB CITyObI oriepaTopa /[ :

¢ 10JId YCIICHIHBIX BEI3OBOB CJ'Iy)KGBI;
— CBOGBPEMEHHOCTb M CKOPOCTH OOCITy)KHBa-

Hus C

* ToJ1st oOpalieHuid, 00CITy)KEHHBIX B IIpesie-
Jax HOPM BpeMeHHW JeHcTBUH cimyx0 (Imo
BHJ]aM OOpalIeHH );

* cpeliHee BpeMsi OXKHJAHHsI OTBETa Orepa-
TOpa CITY>KOBI;

— Ka4yecTBo JeicTBuil ciyx0 K

o.cn. *
* ToJ1st oOpalieHuid, 00CTy)KEHHBIX B IIpesie-
JlaxX yCTaHOBJICHHBIX (OPM;
* YpOBEHb KOMIIETEHTHOCTU PaOOTHHKA;
* JIOJIsl IOBTOPHBIX OOpalleHuid moTpeduTe-
JIsl B CITY)KOBI oIleparopa;
* YIOBJIETBOPEHHOCTh O0BEMOM TPEIOCTaB-
JIEHHOW MH(OPMAIHH;
1) pacuemsl 3a ycayeu ONPenestoTcs GpyHKIIH-
et PV =f41,, O,,.11,,), B cocras KoTopoii

BXOIAT IIOKa3aTeld KAavdecTBa, XapaKTepH3YIOIIHe
NpPaBUJIBHOCTh CIHCAHMS CPEICTB 3a OKa3aHUE ycC-
JYT CBSI3U, MOMOJHEHUE CYeTa WM TMPEIOCTaBICHHE
OTYETHOCTH TI0 CIMCAHHUAM U OKa3aHHIO YCIyT CBS-
3u:

— IeTaju3upPOBaHHOCTD; /[

— IPO3PaYyHOCTh PACUYCTOB Hp' ;
— OIEPaTHBHOCTH NpoBesieHus pacyeros O,

— IIPaBUJIBHOCTH pacyeros 7, :

* IOJIsI HETPaBHIBHO TapU(DUIMPOBAHHBIX
COCTUHCHUH;

* ToJi1 OOOCHOBAHHBIX IPETCH3UH, CBs3aH-
HBIX C pacueTaMM 3a YCIyrd B OOILIEM KO-
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JINYECTBE O0OOCHOBAHHBIX MPETCH3MH a0o-
HEHTOB;
€) MexHuuecKass NnoooepICKa

dynxumeit TII= f(C ;11

yemp.

onpeaeNnsercs
), B COCTaB KOTO-

pOM BXOJAT TIOKa3aTeNld, XapaKTepU3YIOUIHe MO-
JepkaHue B pabo4eM COCTOSHUHM MCIOJIB3yEeMOro
o0opyoBaHHs U o0ecIeueHre ero KpyriaocyTouHo-
ro QYHKIIMOHHUPOBAHUSI:

— CBOEBPEMEHHOCTh U (WJIM) CKOPOCThH BBIMOJ-

nenust pador C;

— o7 paboT MO YCTPaHEHUIO HEUCIPABHOCTEH,
BBITIOJIHEHHBIX B TIpeleiax YCTaHOBJICHHBIX CPOKOB

yemp. 5
K) cmenensb Y008IemEoOpeHHOCHU nompebume-

neu orpenensercs ¢dbyHKIHEH
vii :f(Hno ’HHY’HBO’HLIY’HOO’HPY’HTH) > B

COCTaB KOTOPOH BXOJAT MOKa3aTeIH KayecTBa yCIIy-
', IPEeIHA3HAYCHHBIC JIJIS OLICHKH OOIIEH NesITeib-
HOCTH OIlepaTopa:

— oA MOTpeOHTENE, HEeyIOBIETBOPEHHBIX
KaueCTBOM  IIPEABAPUTEIBLHOTO  OOCIYKHBaHUS
1, ;

— o MOTpeOMTENE, HEeyIOBIETBOPEHHBIX

npoueccom aoctyna K yenyram 11, ;

— qonst  moTpebuTenel, HEyAOBIETBOPEHHBIX
30HOH 00CTyXMBaHUSA ceTu onepartopa [/, ;

— qonst  moTpebuTenel, HEyAOBIETBOPEHHBIX
KayeCTBOM OOCITY)KHBaHUSI TP OOpAIeHUH K OIe-
patopy I1,,;

— onst  moTpebuTenel, HEyAOBIETBOPEHHBIX
pacderamH 3a oKa3aHue yciuyr cBsisu [, ;

— onst  moTpebuTenel, HEyAOBIETBOPEHHBIX
KaueCTBOM TEXHHYECKOH mouepxkku 11, .

Ha ocHoBe npeanoXeHHOW CUCTEMBI MOKa3aTe-
JICH TPOUCXOAMT BBHISBJICHUE Oo0Jiee 3HAYMMBIX 00-
JacTel OpraHM3alMOHHON JIESITENbHOCTH, BIUSIO-
IIMX HA KA4YeCTBEHHBIH YPOBEHb MPEIOCTABIICHHS
YCIyT, YTO TMO3BOJNSET aKIEHTUPOBATh BHUMaHHE
PYKOBOJICTBA, HANPABJISITh YCHIMS PaOOTHUKOB Ha

COOTBETCTBYIOIIUC YYACTKH ACATCIBHOCTU I HX
JabHEHIIEro IMOCTOSHHOTO COBEPIICHCTBOBAHMSL
[MosTOMY Anst coBepIlIEHCTBOBaHUS PAOOTHI orepa-
TOpa COTOBOW CBSI3W HA OCHOBE JAaHHOW CHCTEMBI
nokasarelneii Heo0XoIuMO:

— OTCIICKUBATh HE TOJIBKO TEXHHYECKUE IMOKa-
3aTeny paboOThl CEeTH, HO W TIOKa3aTell KadecTBa
o0CImyXvBaHHUs KIMEHTOB 4Yepe3 3allJlaHUpOBAaHHBIC
HHTEpPBabl BPEMCHHU;

— WCIIONIb30BaTh PA3NHYHbIE METOJbl cOopa
aHan3a HHPOPMAIHH;

— OMpeACJIATL MEXaHM3M HHTCrpalvu IoJIy-
YCHHBIX PEIYJIbTAaTOB B CHUCTEMY CTPATCTHYCCKOIO
IJTaHUPOBAHUA JCATCIbHOCTH.

3akimouenune. [Ipumenenune paspaboTaHHOI
CHCTEMBI TMOKa3aTelell MO3BOJSET CO31aTh CHUCTEM-
HOCTH B yHpaBJICHHUU KauCCTBOM, KOTOpas HaudnlHa-
€Tcsl C BBIIBUKCHUS TIOTPEOUTENSIMH TpEOOBaHUH K
OCYILECTBIISIEMON  OpraHu3aledl  JesTeIbHOCTH.
HaHHBIe Tpe6OBaHI/I$I SABJIAIOTCA BXOAHBIMU JJaHHBI-
MU TIpollecca TUIAHMPOBAaHUS M MpeoOpasyroTcs B
OpraHU3alMOHHBIC TIEJM KauyecTBa, KOTOPhIE TPaHC-
(GhopMUPYIOTCS B OpraHU3allMOHHBIC HOPMATHBBI,
peanu3yIonecss B MpoIecce MpeAOCTaBICHUS YC-
JYT CBSI3W MOTPEOHTENIO C TIOCTOSIHHBIM o0ecreue-
HUEM BBICOKOI'O €ro KadecTBa, MPEAroaralonium
HEMpephIBHOE COBEPIICHCTBOBAHUE JAHHOTO MPO-
1lecca Ha OCHOBE MOCTOSIHHOM OLIEHKH JOCTUTHYTBIX
PE3YNIBTATOB OTIENBHBIX JTAllOB CEPBUCHOTO MPO-
mecca, TaKKE IMpuHUuMast BO BHUMAaHUEC TEXHUYCCKHUEC
nokazarenu. B pesynbrare obecrieunBaercs IIHK-
JUYHOCTH TpoIlecca YIPaBIeHUS! KaueCTBOM OKa3bl-
BAEMBIX YCIYyT CBS3HU.
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