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VYBakaeMbIil unTaTEIn!

Kuwura, koTopyro BBl AepXHUTE B pyKaxX, CBOUM IOSIBICHHEM COBEPIIMJIA PEBOJIOLHUIO B 00jacTu
crparerudeckoro ympasiaeHus. M xots npouuto 6onee 10 ner ¢ MmomeHTa co3nanus meroquku Balanced
Scorecard u 6osiee 6 ner co aHs BeIXoja B cBeT kHuru «Balanced Scorecard» B u3narensctee Harvard
Business School Press, Beimyck pycCKOro M31aHusi, HECOMHEHHO, OKa)XET CEphe3HOE BIMSHUC Ha Jallb-
HellIee pa3BUTHE POCCUICKOTO OU3HECa.

VYenex Balanced Scorecard BmonHe 3akoHOMepeH. Bbicokass HHPOPMHUPOBAHHOCTD PYKOBOAUTEIS
CTaHOBUTCS CETOJHS JOTOJHHUTEIBHBIM KOHKYPEHTHBIM TpenmMyiecTBoM. IIpemnoxennas Hoptonom u
KarmianoM meronnka IMO3BOJISIET YHPaBICHIAM HCIOJIB30BaTh B KAa4eCTBE OPUEHTHUPOB VIS PA3BUTHSA
KOMIIaHUU HE TOJBKO KIJIACCHYECKHE (PMHAHCOBBIC MMOKA3aTeNM, HO W TaKHE BaXHEHIINE KOMIIOHEHTHI
moboro Ou3Heca, Kak HeMaTeprualbHbIC aKTUBBI. IEPCOHaN, OM3HEC-MPOLECChl, OTHOMIEHUS C KIMEHTaMHU.
Crparerus m000#1 KOMIIAaHUH TIPEBpaALIAETCs, TAKUM 00pa3oM, B CUCTEMAaTU3UPOBAHHYIO, a [JIABHOE, TO-
HATHYIO BCEM IOCJEIOBAaTENFHOCTh IIAroB W IO3BOJSIET KOHTPOJIMPOBATH WX BBHIMOJHEHHE HA Pa3HBIX
YPOBHSIX yIpPaBIICHHUS.

Merononorus BSC momorna Ham caMuM TPOUTH Cepbe3HBINA MyTh OT (HOPMYIUPOBAHUS BUACHUS
Haleld KOMIIaHWHU 10 KOHTPOJIA 3a pealn3alyell CTpATEeruu yepe3 u3MepseMble nokazarenu. 1 g yBepeH,
y10 Cucrema cOanaHCHPOBAHHBIX IOKA3aTeNle MpUHECeT Halleld KOMITAHUH JIOTIOJTHUTEIbHBIE TPEHMY-
IECTBA B YIIPABJICHUH.

Haneroch, 9Ta KHATa MOMOYKET M BaM JTOCTUYb CAMBIX CMEJIBIX LEJICH U B3STh HOBYIO BEICOTY!

I'enepanpubiii qupexTop |IBS
Cepreit Maronkwuit



NMPEOUCITOBUE K PYCCKOMY U3OAHUIO

[Tepen Bamu o/HA W3 TEX KHUT, KOTOPHIE MEHSIOT 3HAKOMBIN HaM MHUP M KaTaIU3UPYIOT MPOIIECC
npeoOpa3oBaHnii OM3Heca U oOmiecTBa B 1enoM. JlelictButensHo, 3a 10 jer, mpomreammx ¢ MOMEHTa
omybnrkoBaHusl TiepBoi crarbu PobOepra Kamnmana u JleiiBuna Hoprona Ha sty temy, uaes Balanced
Scorecard cranma 0IHOW M3 CaMbIX MOMYJSIPHBIX B TEXHOJIOTHH YIPABJICHUSA. 32 OYCHb KOPOTKUN CPOK
ATOT HOBBIU TOJXOJ] K U3MEPEHUIO Pealr3allid KOPIOPATUBHON CTPATETWH MPOJIETAT ITyTh OT aKaJAeMu-
YECKOTO MCCIIEAOBAHMS K MIMPOKOMY BHEJIPEHUIO B KPYITHEHIITNX MUPOBBIX KOMIaHUAX. O MOMyIIpHOCTH
KOHIICTIITUN CBHJICTEIILCTBYET M TMOSBICHUE B MOCJCIHES BPEMs CHCIHMATU3UPOBAHHBIX HH(POPMAIMOH-
HBIX MMPOJYKTOB, MO3BOJIIIONIMX aBTOMATH3UPOBATh MPOLEAYpPhI co3aanus U padoTel ¢ Balanced Score-
card.

UYro ke TpeIOKIII MUPY JIBa rapBapIckux npogeccopa? Heyxenn B Tako# TIaTeIbHO MCCIEI0-
BaHHOW 00JaCTH, KaK W3MEPEHUE PE3yJIbTaTOB AESTEIBHOCTH KoMmaHuii (corporate performance mess-
urement), k kouiy XX Beka OCTaIHMCh cepbe3Hble Oenbie maTHA? Benp Kakmas qoiaro paborarorias Ha
PBIHKE KOMIIAHUS YCTEITHO PEMIAeT BOIPOCHI M3MEPEHUS CBOMX PE3YNIbTAaTOB, MHAYE OHA HE MOTJIa OBl
cymectBoBaTh. O pa3sMMYHBIX METOJAaX aHAM3a HAMWCAHBI TOMAa, U OHU M3y4aloTCid B KaXKIoW OW3HecC-
mkose. Bee kimrodeBbie mapaMeTphl KOMITAHWH CHCTEMAaTH3UPYIOTCS M OOCY)KIArOTCS yIpaBlCHIIAMUA U
uuBecropamu. Tem He MeHee, uiest Balanced Scorecard ouenb ObICTPO HalILIa TOHUMAHKE U IPU3HAHUC B
CpeJe BBICIIEr0 KOPIIOPATUBHOTO MEHEKMEHTA, KOTOpask OTIIMYACTCS CBOESH KOHCEPBATHBHOCTHIO.

OTBeT, HAa MO B3TJISIJI, COCTOUT B TOM, uTo B mocieanue 10 et knaccuueckas TpakToBka OM3Heca
KaK MEeXaHW3Ma Jis1 3apabaThIBaHUs JICHET MpeTepresia cepbe3Hbie n3MeHeHus1. COBPEMEHHBIA TIOIXO]T
paccMarpuBaeT OM3HEC KaKk CUCTEMY B3aMMOOTHOIIICHUN MEXIY aKI[MoHepaMu, pabOTHUKaMU, MOTpeou-
TEJSIMA, TOCYAAPCTBOM M JPYTUMHU 3aMHTEPECOBAHHBIMH CTOpOHaMH. M3 »Toro crieayer, 94To Kiaccude-
CKHI{ almapar OICHKH JIEITeTbHOCTH KOMIIAHMH CTaJl BCE MEHBIIIE YIOBJICTBOPATH PACTYIIHE MOTPEOHO-
CTH, TIOCKOJIBKY 0a3MpOBAaJICSl B OCHOBHOM Ha (DMHAHCOBBIX HHIUKATOPAX, HE OTPAKAIOIINX MHOTUX BaXK-
HBIX JIJISI MEHEDKMEHTA U aKIIMOHEepoB (akTopoB. [Ipu 3TOM Ha CTOMMOCTh OWM3HECA CTATU CYIIESCTBEHHO
BJIUATHh HEMAaTepHUAILHBIC aKTHUBHI, TAKHE KaK CHJIbHBIC OPAH/IBI, 3HAHUS U OTIBIT KIIFOUEBBIX COTPYIHHUKOB,
obraganme IpOIBUHYTHIMHU TEXHOJIOTHSIMU U IPYTHE.

Hpyras BakHast mpoOiema, JIUTETFHOE BpeMs HE HaXOWBINAS PEIICHUS, COCTOSUIA B TPYAHOCTH
MOHHUTOPHHTA JIOJTOCPOTHOTO Pa3BUTHS KOMIIAHUH, TO €CTh B OTCYTCTBUU aJICKBATHOTO MEeXaHWU3Ma KOH-
TPOJISI BBITIOJHEHUS CTPATETHYECKOTO TUIAHA. | O-MEeHEKEPHI OOJIBITUHCTBA KOMIIAHUHN TBITAIOTCS TIPE-
BHJIETh CHUTYallMI0 Ha HECKOJBHKO XOJOB BIIEPE, OHH IPEACTABISIOT LIETHM Pa3BUTHUS CBOEro OW3Heca B
JIOJITOCPOYHON TIEPCIIEKTUBE W CTPATETHIO WX JocTrkeHus. [Ipobnema, omHaKO, COCTOUT B OTCYTCTBHU
WHCTPYMEHTA, TO3BOJIIIOIIETO OTCICKHWBATh BBHITOJHEHUE CTPATETHH BO Bceil ee momHoTe. [loaTomy K
CTpAaTErMYCCKUM IIaHaM, Ha (OPMYJIMPOBAHUE KOTOPHIX 3aTpavycHbl HEMaJIbIe YCWIHS, B KOMIAHHUIX
YaCTO OTHOCSITCS HEAOCTATOYHO CEPHE3HO.

Unes Kammana u HoproHa nMEHHO MOTOMY CMOTJIa OY€HB OBICTPO 3aBOEBAThH PACIIONIOKECHHE O13-
HEC-COOOIIECTBA, UTO Tpeiiaraia pemeHne 00enx MPUBEIESHHEBIX BhITIE MpobieM. Bo-mepBbIX, KOHIIE-
s BSC paccmatpuBaeT puHAHCOBBIC MOKAa3aTEIH KOMIIAHHUH KaK BCETO JIMIIb OJHY W3 YEThIPEX 3HAYU-
MBIX TPYIII, OT/IaBas JOJDKHOE IPYIUM PHIHOYHBIM (haKTOpaM — YeJI0BEYECKOMY MOTEHITUATY KOMITAaHUH,
oTieparuoHHO M 3(h(h)EKTUBHOCTH U B3aUMOOTHOIICHUSAM € TIOTpeOUTEIIMU. BO-BTOPBIX, Biepe] BHIXOIST
HE 3HAYCHWs OTACIHFHBIX IMOKa3aTelield, a MX B3aMMOJECUCTBHE W COATAaHCUPOBAHHOCTh. JTO ITO3BOJISET
OTIcHUBATh () PEKTUBHOCTL PA3BUTHS KOMIIAHWH YW BBISIBJIATH BO3MOYHBIE OTKIIOHCHMSI. IMEHHO TakuMu
Ka4eCcTBaMM JOJDKEH 00J1alaTh WHCTPYMEHT ISl MOHUTOPWHTA UCIIOMHEHUSI KOPIIOPATUBHON CTPATErHH.
[MpuanMn c6anaHCHPOBAHHOCTH HE JOMYCTUT BO3MOKHOCTH MaHHITYIMPOBaHUS OJTHON TPYIIION MOKa3a-
TeNel 3a cueT APYruX, HApUMep KPaTKOCPOUHOTO YIY4IICHHS (PHHAHCOBBIX PE3yJIbTATOB 3a CUET IKO-
HOMUH Ha Pa3BUTHUH PHIHKA U MIEPCOHAIA.

Crnenyer OTMETUTh, YTO TIPH BCEH Kaymieics mpocrote s BHenpeHus cucreMbl BSC B mosce-
JTHEBHYIO TTPAKTUKy KOMITAHUH TPeOYEeTCs Moiras U CliakeHHas paboTa BRICIIETO MEHEKMEHTA U TPYI-



Bl pa3pabOTYUKOB, COCTOSAIICH U3 COTPYIHUKOB OpPTaHU3AIMY WM BHEIIHUX KOHCYIBTaHTOB. TpedyroT-
Csl OIIpeNeIeHUE U COTJlacOBaHME OCHOBHBIX IieNieil OM3Heca, BO3MOXKHBIX PUCKOB H, UTO CaMO€ TJIaBHOE,
B3aMMOCBSI3€ MEXIY KIFOUEeBBIMH (pakTopaMu. Bce 3TO MOMMKHO MPOUCXOIUTH B X0/A€ OOCYKICHHU C
00s3aTeNbHBIM YJaCTHEM TOI-MEHEIXepoB. [[03TOMY MOKHO C YBEPEHHOCTBIO CKa3aTh, YTO KOMIIAHHUSA,
MOJTy9HBIIAst OMBIT pa3paboTku cucrembl BSC, BbIula Ha HOBBIM YpPOBEHb MOHUMaHUS CBOETO OW3HEca 1
ero Oyaymero paszsutus. U cranoBurcs sicHo, uro Kamman m HopTon mpunymanu sierantHyo Gopmy,
HAITOJHEHUE KOTOPOH COJIEpKaHUEM OCTAETCS 32 KOMITAHHUEH.

MoOHO 3a1aTh U TaKOW BOIIPOC: HACKOJIBKO BCE 3TO aKTYaJIbHO JIJII poccuiickoro Ou3Heca? Benp B
Haleil cTpaHe HalAeTCs HEMHOTO KOMIAHWH ¢ (OPMATM30BAHHOW CTpaTerwell pa3BUTH, M 3a4acTyIO
COOCTBEHHUKU OM3HECA U MEHEIKEPbl CUUTAIOT, YTO KOPIIOpAaTHBHAs MUCCHS HAYMHACTCA M 3aKaHYMBa-
eTcs 3apabaTeiBaHreM JeHer. KTo Oyaer TpaTuTh 3HaYUTENbHBIE CHIIBI M PECYPChI Ha CUCTEMY, OTJada OT
KOTOPOH, Ha MEpBBIN B3I, HE oueBHAHA? Ha 3TOT BOMpOC, KOHEYHO, OTBETHUT BPEeMsI, HO XOUYEeTCS MPH-
BECTH cieqymoliee cooOpaxkenue. JlecaTb—aBeHaAlaTh JI€T Ha3al €AUNHCTBEHHON paboTaromel CTPyKTY-
poii HOBO¥ 3K0HOMHKH B Poccru OBLT ONTOBO-PO3HUYHBIN «IHKUW» PBHIHOK, U JFOACH, 3HAIOIIUX 9TO-TO O
LMBUIIM30BaHHOM OW3HECE, MOXHO ObUIO MepecuyuTaTh MO HajbllaM. 3a 3TO BpeMsl BONPEKH MpPauHbIM
MPOTHO3aM B Halleil cTpaHe 3apaboTaiu BCce OCHOBHBIE MEXaHM3Mbl LIMBUIM30BAHHOIO PHIHKA W OBLIH
CO37]aHbl KOMIIaHWH, KalTUTAIN3alns KOTOPBIX HCUUCIAETCS AECATKAMU MIUJUIMApA0B 1osutapoB. [ToaTomy
€CTh BCE OCHOBAHUS CUMTATh, UYTO POCCHIICKHE OM3HECMEHBI ydaTcs ObICTPO U yIPaBJIEHYECKHE TEXHOJIO-
run, Takue kak BSC, ycremHo anpoOupoBaHHBIE B KPYITHBIX MHPOBBIX KOMITAHUSX, HE OCTaHyTcs 0Oe3
BHUMAaHUS.

He comueBaroch, 4TO UT€HHE TOCTAaBUT BaM yAOBOJbCcTBHE. KHMra Hammcana npocThIM SI3bIKOM, CO-
JEp>KUT MHOTO NIPUMEPOB U KpaiHe MOJIEe3HBIX Iuarpamm, NpOsICHSAIOMINX HJIEM aBTOPOB. A MOCIE Mpo-
YTEHHUS BaC HE OCTABISIET OUIYIIEHHE, YTO KoHueno BSC MOXHO NpUMEHSTh HE TOJIBKO K OM3HECY, HO
U K IPYTUM CJIOXHBIM CHCTEMaM, — BEIb OHA TaK kK€ MpocTa 1Mo (opMe U CIIOKHA TI0 COJEPKAHUIO, KaK
caMa XHU3Hb.

[IpusitHOTO BaM uTeHUs!

JupexTop mo koHcantunry |BS
I'eopruit Ukapeym



NMPEOUCINOBUE

CBoumu uctokamu 3ta kaura yxoaut B 1990 roj, xoraa Mucrutyr Honana Hoprouna (Nolan Nor-
ton Ingtitute), nayuanoe noapasaenearne KPMG', mpeaoxkun IpoBecTr HCccienoBanue 1o teme «Ilokasa-
TENM NEATENbHOCTH OpraHu3auuu Oyaymiero». ljisi 3TOro OH BBIAEIHI CPENCTBa, paboTa JOJDKHA Oblia
BECTHCH B TeueHHE roga. HeoOXoaquMocTh Takoro McciueoBaHus Ha3pesa MOTOMY, YTO CYIIECTBYIOIIHE
MOJIXObI K OLIEHKE ACATEIbHOCTH MPEIIPHUSATHS, OMUPAIOIINAECs B MIEPBYIO O4Yepenb Ha (PMHAHCOBBIE I10-
KaszaTesy, Hen30eKHO ycTapeBalld. YUYAaCTHUKU HCCIEAOBAaHUA IOJIArajM, YTO 3TH METOAbl TOPMO3UJIH
passurue opranuzauuit. Jeiisug Hopron, nupekrop Mucturyra Homana HopTona, Op11 pykoBOAUTEIEM
npoekta, PoGepr Kamman — HaydHbIM KOHCYIbTAaHTOM. IIpe/ICTABHTENN ECATKA KOMIAHMHAT — MPOu3-
BOJICTBEHHBIX U CEPBUCHBIX, TSDKEJIOW MHAYCTPUU U BBICOKUX TEXHOJIOTHI — BCTpPEUYaIUCh €KEMECIYHO B
teuenue 1990 roma, /uis TOro 4TOOBI COBMECTHO BBIPA0OTAaTh HOBYIO MOJICIb OICHKH JIESTEIBHOCTH
MPEATPHUSATHS.

Ha nauansHOM 3Tarie mpoeKTa Mbl U3y4HJIM HECKOJIBKO MHHOBAIIMOHHBIX CHCTEM OLIEHKU ACSTENb-
HocTH. B 0CHOBY 0/1HO# 13 HUX — cucTeMbl komnanuu Analog Devices” — GBUTH 3aI0KEeHBI TOKA3aTeIH
W3MEHEHHI NPH MOCTOSIHHOM COBEPLICHCTBOBAaHMHM BCEX CTOPOH AENOBOM akTuBHOCTH. HoBasi kopmopa-
THUBHAsl CUCTEMA B JIOTIOJIHEHHE K TPATIUIIMOHHBIM (PMHAHCOBBIM XapaKTEPHCTUKAM BKIIOYaja B ceOs 1o-
Ka3aTell CBOEBPEMEHHOM IOCTABKH TOBapa WJIM YCIYrd KJIWEHTY, KaueCTBa MPOAYKIUU U BPEMEHHBIX
[IUKJIOB TTPOU3BOJICTBEHHBIX TPOIIECCOB, a Takke APPEKTUBHOCTH pa3pabdOTKN HOBBIX POayKTOB. Ha ox-
HOU u3 Berpeu npucyrctBoBan Aprt Llueiinepman, une-npesuaeHt Analog Devices, koTopslil oaemi-
Csl OIIBITOM HCTIOJIb30BAaHUSI HOBOM crcTeMbl. Ha mepBbIX CcTagusx MccieqoBaHus ObLIM BBIABHHYTHI pa3-
HOOOpa3HbI€ UM, B TOM YUCIE MPEAJIOKEHO BKIIOUCHHE OKa3aTeNe Co3/1aHns CTOMMOCTH IS aKLIHO-
HEPOB, MPOU3BOAUTEIBHOCTH U Ka4eCTBa, OJHAKO OYEHb CKOPO BCE MPHIIM K BHIBOAY, YTO CAMOU ONTH-
MaJIBHOW SBJISIETCSI MHOTO(QYHKIIMOHAIBHASI CUCTEMA OLIEHKH JIESTEITbHOCTH.

CoBMmecTHBIE 00CYKACHHS B pe3y/bTaTe BBUIMJIMCH B TO, YTO Mbl HazBamu «(COanaHCHpOBaHHAA
cucrema nokasatenei» (CCII), mocTpouB ee Ha OCHOBE YEThIPEX TJIaBHBIX COCTABISIOIINX: (PHHAHCOBOMH,
KJIMEHTCKOW, BHYTPEHHEH, a TaKKe COCTABILIOIIEH 00ydeHus U pa3BuTus. HazpaHue cuctemsbl oTpaxkaer
TO paBHOBECHE, KOTOPOE OBUIO COXPAHEHO MEXTY KPAaTKOCPOUYHBIMH U JIOJTOBPEMEHHBIMH HEISIMH, (H-
HAHCOBBIMU U He(h)MHAHCOBBIMU TMOKA3aTEISIMU, OCHOBHBIMH M BCIIOMOTATEJIbHBIMU ITapaMeTpaMu, a TaK-
K€ BHCITHIMH M BHYTPEHHUMH (haKTOpamu IeATeTbHOCTH. HEeCKOIbKO YydacTHHKOB TUCKYCCHIA peam3o-
BaJIM MWIOTHBIE MpoeKThl 1o co3ganuio CCII B cBOMX KOMITaHUSX, a 3aT€M PAacCKa3ajid O pe3yibTaTax
skcriepumenta. B nexadbpe 1990 roga paboTa 3aBepmmiiack U OBUIO CAETAaHO 3aKIrodeHue 00 d(PPeKTHB-
HOCTH IIPUMEHEHHUSI COATaAHCUPOBAHHON CHCTEMBI ITOKa3aTeIel Il OLCHKHU AEATEIbHOCTH MPEANPHUITHSL.

Pesynbrarhl Hareit pa0boTbl ObLIH U3JI0KeHBI B cTaThe «T he Balanced Scorecard — Measures That
Drive Performance», onyomkosannoii B «Harvard Business Review» (1992, January/February). Torma
e K HaM 00paTHIMCh PYKOBOAMTEIN HECKOJBKHUX OPraHM3alMi ¢ MPOChOOH MOMOYb BHEAPHUTH HOBYIO
CHUCTEMY IOKa3zarejeld. JTO MOCTYXHJIO TOTYKOM K CIeaylleMy 3tany uccienoBanus. Hopman Yam-
Oep3, B TO BpeMs oauH W3 pykoBoauteneir Rockwater, u Jlappu Bpeiinu, vcrnogHWTETbHBIA BHUIlC-
npesuaeHT kommnanun FMC Corporation, KoTopslii BIIOCISICTBUM ObUT Ha3HAYEH €€ MPE3UJACHTOM, 0CO-
O6enno aktuBHO npuHsUMCch BBoAUTH CCII B cBoMX opraHm3auusix, IpuueM oda paccMaTpUBaIM €€ Kak
HeyTo OoJjbliee, ueM cucrema nokasarenein. O6a crpemuuch ¢ nomombio CCII ncnonp3oBathk crpare-
TUIO JJI Pa3BUTHS KOMIIAHMH, MpeaJjiaras OpUEHTHPOBAHHBIE HA MOTPEOUTENS TOBAphl M YCIYTU BBICO-
YalIIero KayecTsa 1Mo COOTBETCTBYIOIIMM LI€HaM, a He JJIsI JOCTUKEHHS KPaTKOCPOUHBIX IeJIel CHIKe-
HUsI c€0ECTOMMOCTH U KOHKYPEHITMM Ha OCHOBE HHM3KWX IeH. Hama coBmecTHas pabora ¢ Uambepzom u
Bpeiinu BeicBeTHIIAa BA)KHOCTH B3aUMOCBSI3H MMOKa3aTelel MpeIo)kKeHHONH CUCTEMBI OTICHKH Y QEKTUBHO-
CTH U cTpareruu. HecMOTpsl Ha KaXXyIIyIOCs OYEBHUIHOCTH 3TOTO HAOJIIOACHHUS, MHOTHE OpraHU3alliH,
JaXe Te, YTO MPUMEHSIIA HOBbIE CUCTEMbI OLIEHKH ACSITEIbHOCTH, HE CBIA3bIBAJIM KOHKPETHBIEC MMOKA3aTEIN

" Kleiveld Peat Marwick Goerdeler— ojaa u3 KpyIHEHIINX B MUPE ayTUTOPCKHX (GupM. — [IpuMed. mepeBoIunKa.
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CO CBOMMHU CTPaTETHsIMHU.

BONBIIMHCTBO KOMITaHHI TBITATNACH YAYIIIUTH 2P PEKTUBHOCTD CBOCH pabOTHI, CHIDKAsI U3IACPIKKH,
3aHMMAsCh KaueCTBOM, COKpallas CPOKH BBINOJHEHHS 3aKa30B, HO HE BBLACISUIM HPU 3TOM HOJJIMHHO
CTpaTErnyecKre MpPOLECChl, KOTOPhIE W JOJKHBI BBIMOJIHITHCS UCKIIOUUTEIBHO XOPOIIO VI YCTICIIHOM
peanu3anuy opraHu3aluoHHON crpareruu. OO 3TOM MBI HAlIMCAJIM BO BTOPOI Hallel cTarbe, Hare4yaraH-
Hoii B «Harvard Business Review» o nassanuem «Putting the Balanced Scorecard to Work» (1993).

K cepenune 1993 roga Hopron cran aupekropom HOBOM opranu3anuu Renaissance Solutions, Inc.
(RSI), onHoit U3 (yHKIMI KOTOPOU OBLIO KOHCYJIBTHPOBAHKE TI0 BOMPOCaM cTpaTeruu. B kauecTBe cpe-
CTBa peanu3anuu 3Toi crparernu ucnob3oBanack CCII. Coro3 mexay Renaissance u Gemini Consulting
OTKPBLI HOBBIE BO3MOXKHOCTH IS ieMoHcTparin Toro, kak CCII, nmetontas 20—25 nokasareneii B kax-
JIOH W3 YETHIPEX CBOMX B3aUMOCBSI3aHHBIX COCTAaBIIIOIIMX, TOMOTAeT pealn3oBaTh crpaTeruto. Coanan-
CHUpOBaHHAasl CUCTEMa IIOKa3aTeNel, CBI3aHHbIX 110 MPHHLHUITY «IIPUYNHA—CIICACTBUE», ONKCHIBAET Tpa-
EKTOPHIO CTPAaTETHH KOMITAHUU: KaKUM 00pa30M WHBECTHUIIMH B NepeoOydeHne mepcoHaa, HHpopMaIm-
OHHBIEC TEXHOJIOTUH, HMHHOBAL[MOHHBIE MPOAYKTHI U YCIYIU CIOCOOCTBYIOT KapAMHAIBHOMY YIyYIIECHHIO
ee (PMHAHCOBOM JIEATEIILHOCTH.

Oneir kommnanuii, npumenuBmmx CCII, mokazan, yTo OHA MOJKET MCIOJb30BAThCS HE TOJBKO AJIS
TOTO, 4TOOBI C(HOPMYIMPOBATH CTPATETHIO, HO U JIJIA YIPABJICHHUS MPOIECCOM €€ peanm3anuu. B momo-
HEHHE K YK€ IepeUnCIICHHBIM KOMITAHUSIM MBI HaOmoanu aeiictBue cucremsl B Brown & Root Energy
Services (MmarepuHcKas KoMmmanus o otHoineHuto k Rockwater), Metro Bank, National Insurance, Ken-
yon Stores u Pioneer Petroleum (Ha3BaHusI H3MEHEHBI B LEJISX COXPAHCHUSI KOHPHICHIIMAILHOCTH). Py-
KOBOJUTENM 3THX KOMITAHUH CeiYac UCIOJB3YIOT €€ KaK OCHOBHOM MHCTPYMEHT MEHEKMEHTA. 1IX OonbIT
MbI 00001MIM B Hateit TpeTheii cratbe «Using The Balanced Scorecard as a Strategic Management Sys-
tem», onyonkoBanHoii B «Harvard Business Review» (1996, January/February).

Brictpoe pazsurue CCII B cucreMy CTpaTernieckoro MEHeKMEHTA MIPUBEJIO HAC K MBICIH, YTO MBI
MO>KEM TOAETHTHCS 3HAUUTEIHHO OoJbIel nHpopMareid, ueM mo3Boiser Gopmar cratei. K Tomy ke K
HaM TIOCTYITaJli MHOTOYHUCIICHHBIE TTPOCKOBI, cBsi3aHHBIE C (popmupoBanreM U BHenpenuem CCII. Bee ato
SIBWJIOCh MPUYUHON HATMCAHUS TaHHOW KHUTH.

Crapasicb caenath 3Ty KHUTY MTOJIHOM U BCEOOBEMITIONIEH, B TEUEHHUE MOCICTHUX TPEX JIET MBI TEM
HE MEHEE CTalll CBUJETEJISIMU MIMPOKOTO PACIpOCTpaHEHHs COATaHCUPOBAHHON CHUCTEMBI MMOKAa3aTelnen u
TOr0, KaK KOMIIAaHUH, OTIMYAOLINECS WHHOBALIMOHHBIM MOJXOI0M, PACIIUPSIIOT CTPYKTYPY CHCTEMBI U
obnactu ee mpuMeHeHHs. BO3MOXKHO, uepe3 HECKOJIbKO JIeT YyuTaTesi yBUIAT KHUTY «Balanced Score-
card: The Sequel» («CoanancupoBaHHasi cuctemMa Tokasaresieit agpdexkruBHoctu npeanpustus: [Ipomon-
KEHHEY).

Mpb1 00s13aHBI MHOTHM JIFOASIM U OPTaHU3aLKsIM, OKa3aBIIMM HaM MOMOIIb B 3TOM HWHTEJUIEKTYaJlb-
HOM MYTEIIECTBUU. DTO PYKOBOAUTEIM U Junepbl npoektoB kommnanuii FMC (Jlappu Bpeitnu u Pon
Mawmb6y), Rockwater (Hopman Yambep3 u Cesr Jlnoitn Pus) u Analog Devices (Peii Crara, Dxeppu
®umman u Apt Hlneiinepman). Ham oueHb X0Tenock Obl ¢ 0JIaroJapHOCTBIO HA3BaTh UMEHA PYKOBOIU-
teneii kommanuii Metro Bank, National, Kenyon Stores, Pioneer Petroleum 1 HeKOTOpBIX IPYrUX, 0JHAKO
MBI HE MOKEM 3TO C/IeNaTh U3 cooOpaxeHuii konpuaeHuuansHocTH. briaromaps nx yemmsm CCII crana
KpaeyroJbHbIM KAMHEM CHCTEMbl MEHEI)KMEHTa STUX KOMIIaHHUM.

Mpe1 uckpeHHe npusHarenbHbl npodeccnonataMm u3 RSl Mukasne Konrpana u Pebekke Creiin-
¢bopT, KoTOpBIe 0000 OTBIT TPUMEHEeHuUs cuctembl, Jlope Jlayaunr u Mapucce XeHIPHUKCOH, KOTO-
phIe mokasaiu, Kak cieayer ucrnonb3oBate CCII B HekomMepueckux opranm3aiusax Massachusetts Spe-
cial Olympics. Coyupenurtenu RS| T'appu Jlackep u [eiiBua Jlyoun nomoriu B padote Haj riaBoit 11,
Il OMMCHIBAIOTCS CTpaTeruueckas oOpaTHas CBA3b M OoOydaromue cuctembl. HeoueHunmas momorp B
JaJIbHEHIIIEM paclIMPEeHUN KOHIENIIMKI CUCTEMbl B KOMIUIEKCHBIH Mpo1iecc Mpeodpa3oBaHuii Oblja oKasa-
Ha ®poucuc [Nyammap u3 Gemini Consulting.

MHorue o1 ChIrpain OOJBIIYI0 POJb B MOAroToBKe KHUrH. Kapon ®panko, nupekrop Harvard
Business School Press, ¢ sHTy31a3MoM o/ jiepKruBajia Hac ¥ OKa3biBajia PeAaKTOPCKYIO MOMOIIIb Ha Mpo-
TSDKEHUHM BCETO MpoeKTa. Xoyumce XenmOayd, Hall peaakTop, JaBal OECICHHbIE YKa3aHHUs W COBETHI IO
conepxanuto u oopmirenuro kauru. [Ipodeccrnonanpapie kommenTapuu Tena @pankasiibs, Toma Ba-
nepuo u npodeccopoB Yuibsima bpynsa, Pooepra Caiimon3za u Poouna Kymepa mo3Boyimim HaM cienarth
Ba)KHbIC U3MEHEHHUS B OKOHYATEJIbHOM BAPUAHTE PYKOIIHCH.
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Haramu ['punGepr, kak 0OBIYHO, OYECHB TIIATENHFHO KOPPEKTHPOBAIa PYKOIUCH M, IIOMUMO IICHHBIX
3aMEYaHu#, clienuia 3a TeM, 4TOObI M30ekKaTh MOBTOPOB, YTO TaK CBOWCTBEHHO aBTOPaM 3TOW KHHTH.
Bbapbapa Por moctostHHO KOHTpoJimpoBaia rpapuk padoT, F3PGEeKTHBHO YHPaBIsAs MPOU3BOJICTBEHHBIM
MPOIIECCOM, a €€ 3aMedaTeNbHbIE COBETHl OTHOCHUTEIBHO PEIAaKTHPOBAHUS U XYI0KECTBEHHOTO 0(OpM-
JICHUsI KHUTH ObLIM moucTHHE OeciieHHbl. Poy3 @urnnatpuk u3 Renaissance Solution nomormna pa3oopatsb
3amucu U UUQPbl YSPHOBUKOB, HAIKCAHHBIC YXKACHBIM MOYEPKOM, M <IICPEBECTH» MX HAa HOPMAJbHBIN
S3BIK B OKOHUYATEIbHOI Bepcuu pykomucH. [loncTiHe ee TepneHne CIy)KHJIO HaM WCTOYHHKOM CHIIBI U
BJJOXHOBEHUS. BceM 3TUM JFOIIM MBI TOBOPHM CHIAcH00.

Po6ept C. Karmmman u Jleitsun I1. Hopton bocton u JIunkomsn, Maccauycerc, gpeBpans 1996 roxga.

IIpumeuanns:

1 Advanced Micro Devices, American Standard, Apple Computer, Bell South, CIGNA, Conner Peripherals, Cray Research,
DuPont, Electronic DataSystems, Genera Electric, Hewlett-Packard u Shell Canada.
2R. S. Kaplan. Analog Devices: The Half-Life Metric // Harvard Business School Case#9-190-061, 1990.



MABA 1. KPUTEPUMN OLIEHOK U YNNPABNEHWE B UH®OPMALIU-
OHHbIUN BEK

[MpencraBbTe cebst B KaOWHE COBPEMEHHOTO PEAKTUBHOTO CaMOJIETa, B KOTOPOil Ha mpuOOpHOit 10C-
K€ OJIMH-CAMHCTBEHHBIM AAaTYUK. 3aXOTUTE JIM Bbl OTHPABUTHCS HA TAKOM CaMOJIETE B MOJIET Ja eule Mo-
CJI€ CJIEAYIOIIETO Pa3roBOpa C MIOTOM:
- Kak xe BeI yrpasiseTe camosnerom? Benp Ha mpuOOpHOH TOCKE BCETO OJMH JaTUHK.
- Ja, OH H3MepsIeT CKOPOCTh, U CETONHAIIHUN IOJIET S BBIIOJHSIO TOJIBKO IO 3TOMY

yKa3aTelo.

- CxopocTb — 3T0, KOHEYHO, 3710p0BO. Ho, MOXET, 1 moKa3aTenb BBICOTHI TOKE OBLT OBI
MOJIe3eH?

- 4 ero yxe oTpaboTain B IPOLUIBIA pa3, a TENepb TPEHUPYIO MOJET TOJBKO MO JAaTIYUKY
CKOPOCTH.

- Ho y Bac Her naxxe maaukaropa torumsal

- Koneuno, Beap 51 e HE MOTY BBINIOJHATH OJHOBPEMEHHO HECKOJIbKO omeparuii! Kak
TOJIBKO OTPabOoTar0 CKOPOCTh TaK € XOPOLIO, KaK BBICOTY, HEIIPEMEHHO 3aiiMych Tpe-
HHUPOBKOM MOJIETOB 10 MHIWKATOPY TOILIMBA.

[Tonararo, mocne 3Toi Oecenpbl BBl HU 3a YTO HE MOJIETUTE C TAKUM MHIOTOM. Jlaxke eciiu OH | J0c-
THT COBEPIICHCTBA MOJIETa M0 JAaTYUKY CKOPOCTH, CTOJIKHOBEHHE C TOpaMH, HAallpuMep, WM MaJcHue U3-
3a HEJ0CTaTKa Toprodero Bam odecrneueHo. KoHeuHo, motoOHbIN Tuaior — BCEro JIMIb (aHTasus, Hoo
HU OAHOMY JIETUYMKY HE MPUAET B FOJIOBY UES YIPABIATH CIOKHEHIINM PEaKTUBHBIM JIaiiHEpOM B Iepe-
MOJIHEHHOM BO3AYIIHOM MPOCTPAHCTBE C IOMOLIBIO €IMHCTBEHHOTO yKa3arelsi. B peiice onbITHBIE THIIO-
THI 0€3 TpyZa CUUTHIBAIOT HHPOPMALIHIO C OTPOMHOTO KOJIMYECTBA TATINKOB Ha MPUOOPHON MaHETH CBO-
el kaOuHBI. PyKOBOICTBO COBpEMEHHOU CIOXKHOW OpraHM3alued B YCJIOBHSIX KECTKOW KOHKYpEHIHH
CPOIHH YIPABICHUIO PEAKTUBHBIM camoJieToM. U He ciegyeT AymaTh, 4TO AJIsl 3TOTO TJIaBe MPEaNpUITHS
TpebyeTcs MeHee CIOXHBIM HA0Op HHCTPYMEHTOB, YeM KOMAaHIUPY BO3AYIIHOTO Kopalms. s noctuxke-
HUSA BBIJAIOIIMXCS PE3YAbTATOB MEHEIKEPHI, MOJ00HO MUJIOTaM, AOJDKHBI UMETh BCE HEOOXOUMbIE IaT-
YuKH, 00ecleunBaroIie UX Pa3HOOOpPa3HBIMHU IMOKA3aTEIIMH O COCTOSHUU «OKPYKAIOWIEH Cpenbl» H
«XO0/J1€ BBIMIOJHEHHUSI TTOJIETa.

C6anancuposannas cucmema noxasameneti s¢ppexmusnocmu (CCIT) TpenoCcTaBIseT MEHEKEpY
WHCTPYMEHT JJIS1 MOJIY4EHHS KEJIAEMbIX PE3YJAbTaTOB B CIOKHBIX YCJIOBUAX JKECTKOH KOHKYPEHLHUH —
YCJIOBUSIX, B KOTOPBIX CErOHSA pabOTalT BCce KOMINAaHUU. VIMEHHO O3TOMY 4eTKOE OHMMAaHUE Lelel U
3a/1a4, a TaKkKe METOJIOB MX JOCTIXKEHUS M PELICHUs SBISIETCSA KU3HEHHO HeoOxoaumbiM. COanancupo-
BaHHAsl CUCTeMa IOKa3aTelieil, WM KPUTEpUEB, pacCMaTpUBAET LEIH M CTPATEIWI0 KOMIIAHWU CKBO3b
MPU3MY HEKOW BCEOOBEMITIONIECH CHCTEMBI OIICHKH €€ JEATEILHOCTH, 00ecIieurnBasl ONpeIeNICHHON METo-
JUKOM AJIl CO3AAHUSI CUCTEMbl CTPaTErMYeCKUX KPUTEPHUEB U cUCTeMBbl yrpapieHus. OCHOBHOM ynop B
CCII mo-mipesxHeMY JesiaeTcsi Ha OLEHKY JOCTHKEHUSI (PMHAHCOBBIX PE3YNIBTaTOB, KOTOPAs TOTIOHACTCS
(MHAHCOBBIMU TMOKA3aTEISIMU JIEATEIBHOCTH HerocpeacTBeHHbIX nenoiaauteneii. CCII onenuBaer pabo-
Ty KOMITAaHHH Ha OCHOBE YeThIpeX cOaJaHCHPOBAaHHBIX MapaMeTpOB: ()MHAHCHI, B3aMMOOTHOIICHHUS C KITH-
SHTaMH, BHYTpEHHHE OM3HEC-TIPOIECCH], a TaKKe 00yICHHE U MOBBINIEHUE KBatMpukauu nepconana. C
nomo1bio CCIT MOXHO HE TOJIBKO aHAM3UPOBATH (PMHAHCOBBIC PE3YJBTATHl, HO OJHOBPEMEHHO y4acT-
BOBATbh B CO3JITaHMH HOBBIX BO3MOXXHOCTEH M PETYIHPOBATH NPHOOPETEHIE HEMAaTepUAIBHBIX AKTUBOB JIJIS
JIaTbHEUILIETO POCTA.

" B poccuiickoii HTepaType BCTPEUAIOTCs pasIHuHbIe BAPHAHTHI IepeBoaa Tepmuna balanced scorecard: c6amancupo-
BaHHas CHCTEMa IOKa3aTeliel, cucTeMa cOalaHCHUPOBAaHHBIX IOKa3areneil, cOalaHCupOBaHHAs OLIEHOYHAsl BEIOMOCTb, KapTa
OaJUIbHBIX OLIEHOK, COANaHCUPOBAHHBIE CUCTHBIE KapThl, CUCTEMa B3aMMOCBSA3aHHBIX IOKa3aTejel, cOallaHCUPOBaHHbIN cyeT
oukoB (1) u maxxe kapTa BKI1agoB. — [Ipumed. pen.
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KOHKYPEHUUA B 3anNoXy MH®OPMALIUU

CeroHsi IPEANPHUITUSI HAXOSTCS B SMUIICHTPE PEBOJIIOIIMOHHBIX ITpeoOpa3oBanwmii. Ha cMeny amo-
X€ MPOMBIIUICHHONW KOHKYPCHIIMH UET 3M0Xa KOHKYPECHIIMH NH()OPMAIIMOHHON. B HHIYCTpHATBHYIO 3Dy
(1850—1975) 3anorom ycrexa KOMIIQHUHU SIBISUIOCH YMEHUE W3BJICYbh MAaKCUMYM HPUOBLIH, YKOHOMHO
HICIIONB3ys MacIITalbl ¥ 0OBEMBI IIPOM3BOACTBA . ECTECTBEHHO, HOBBIC TEXHOJOTHH MMEITH OMpE/ICTCH-
HOE 3HAYEHHUE, HO B UTOTE YCIEX COMYTCTBOBAI TOMY, KTO CyMeJ UX BHEIPUTHh B MIPOU3BOJICTBO, ITO3BO-
JISIBIIIEE OCYIIECTBISITh MaCCOBBIN BBIITYCK TOBAPOB LIMPOKOTO HOTPEOICHHS.

B srot mepuon ¢ nensro 6osee 3pPEeKTHBHOTO M KOHTPOJIMPYEMOTO pa3MelIeHus] (PMHAHCOBBIX U
OCHOBHEIX AKTHBOB® psil KoMmaHwmii, B gactHoctn General Motors, DuPont, Matsushita u General
Electric, paspaborami cucremsl (puHAHCOBOTO KOHTpOJsi. Takoit cymmapHbIii pUHAHCOBBIN MOKAa3aTelb,
KaK JTOXOJHOCTh HCIOJIb3yeMOro, WK 3aHsITOT0, Kanurana (return-on-capital-employed, ROCE), nanpu-
Mep, TO3BOJIMJ, C OAHOI CTOPOHBI, HAMIYYIIUM 00pa30M HUCIOJIb30BaTh BHYTpeHHU# karmutan (internal
capital) mpeanpusTys, a ¢ APYroil — KOHTPOJIUPOBATH ONTUMATIBHOE HCIIOIB30BAHUE TTOIPA3ICIICHUSIMH
KOMITaHHU OCHOBHBIX M ()MHAHCOBBIX AKTUBOB C LIEJIBIO CO3/IaHUsI CTOMMOCTH JJIsl aKI[HOHEPOB.

WudopmanmoHHast 31moxa, 03HAMEHOBABIIIAs CBOMM BO3HHKHOBCHUEM TMOCICIHHE AecaTHiaeTHs: XX
BeKa, MPHUBEJIa K TOMY, YTO MHOTHE (DyHIaMEHTAIbHbIC TOCTYIAThI IIPOMBIIIICHHONW KOHKYPCHIIUU yCTa-
penn. 3aBOeBaTh YCTOWYHMBOE MPEUMYIIECTBO B YCIOBHSIX PBIHKA MPOCTBIM, XOTS M OBICTPBIM BHEIPEHH-
€M HOBBIX TEXHOJIOTHI B MPOU3BOJCTBO (MaTepHAIbHbIC aKTHBbI) HJIM OTJIMYHBIM yIIpaBlicHHEM (QUHAH-
COBBIMHU aKTUBAMH M TIACCHBAMH CTaJI0 HEBO3MOXKHO.

[Tpou3BOACTBEHHBIC TMPEANPHUITHS UCIBITATN BIMSHHE HHOOPMAIMOHHON AMOXU B rOPa3a0 MCHb-
IeH CTEMEeHHU, YeM KOMITAaHUH MO0 OKa3aHuio yciyr. Kommanuwu, 3aHsTeie B cepe TpaHCIOpTa, KOMMY-
HAJIBHOTO OOCIY)KMBaHHUsI, OKA3aHUsI YCIYT CBSI3H, a TAKKE MPEANPHUATHS MEIUIMHCKON MPOMBIIUICHHO-
CTU JECATHICTUSMU CYLIECTBOBAIM B KOM(OPTHBIX YCIOBHUSX MpPU OTCYTCTBHU KakoW Obl TO HH OBLIO
KOHKypeHIuH. X cB00OOAa B (POPMUPOBAHKH LIEH WM PACIIMPEHUU OHM3HEca Oblia CHIIBHO OTPaHUYCHA.
B3amen rocyapcTBo MpeoCTaBiIsiIo UM JICTAbHYIO 3alIUTY OT MOTCHIIHAIBHBIX KOHKYPEHTOB — 0oJiee
3 ()EeKTUBHBIX U HOBATOPCKMX — W YCTAHABIMBAJO IEHBI, KOTOPbIE O0CCIICUNBAIM HEIIOXYIO pEHTa-
O€JIbHOCTh MHBECTUIIMI U COKpaIlai u3epkku. HpopMallMOHHBIE TEXHOJIOTUH TOCESIIN «CeMEHa pas-
PYIICHHS» B TaKOE SIBJICHUE MPOMBIIUICHHOW 3MOXH, KaK FOCYJapCTBEHHO PEryIUpyeMbIe CEpBUCHBIC
kommanud. B pesynbrare 3a npoiearme 20 JIeT MOSBUIKCH CEPhE3HBIC TTI00aTbHBIC HHUIIMATHBEI, CBS-
3aHHbBIC C TPUBATU3AIMCH KOMIAHHUI Cepbl YCIyr U HE BIUCHIBAIOIIUECS B PaMKH KaKUX-JIHOO perja-
MEHTUPYIOLIMX MPABHUIL.

JInst TOCTIDKEHUS ycrieXxa B HOBOM MH(OPMAIIMOHHOW cpelie HEOOXOUMbI U HOBBIC BO3MOXKHOCTH
— 9TO CIPAaBEIMBO 0 OTHOIICHUIO KaK K MPOM3BOACTBEHHBIM MPEANPUSITHIM, TAK U K KOMIAHUSIM IO
okazanuro yciayr. CriocoOHOCTh MOOMIIN30BATh U B MOJHON MEpe UCIOJIb30BaTh CBOM HEMAaTEpUAIIbHbIC
AKTHBBI IPHOGPENa GoJlee PElIafolee 3HAYCHIE, YeM HHBECTHIMA 1 YIPABICHHE PEaTbHEIMI aKTHBAMI".
HemaTtepuasbHbie aKTUBBI 1aIOT BO3MOXKHOCTb!

pa3BHBaTh OTHOUICHHS C KJIMEHTAMHU TaKHMM 00pa3oM, YTOOBI COXPAHUTh MX JIOSIIb-
HOCTB U YK€ UMEIOLTYIOCS TIOTPEOUTEIBCKYI0 0a3y, ¢ OJJHOH CTOPOHBI, U C HAHBbIC-
et 3EKTUBHOCTHIO OOCTY)KUBATh HOBBIX KIMCHTOB M HOBBIM CEIMEHT PhIHKA —
C ApYToH;

BHEJPSATh HOBBIC MPOJYKTHI U BHJBI YCIYT, HMEIOIINE CIIPOC Y LEJICBOrO CErMEHTa
PBIHKA;

MPOU3BOIUTH MPOAYKIIMIO U YCIYT' BHICOKOTO Ka4eCTBA 110 HU3KOM LIEHE U B KpaT-
YalIIne CPOKH JOCTABISITh UX TOTPEOUTEINIO;

MOOMIM30BaTh COTPYAHUKOB B MOTUBUPOBATH UX VISl IOCTOSTHHOTO COBEPILCHCTBO-
BaHHUsI CBOMX YMEHHI M HABBIKOB, KQYECTBA BBIMOJHICMOW pabOThI, a TAKKE Yayd-
IICHHUSI OTBETHOM PEaKIUM JUIsl PEIICHHUS TOCTABJICHHBIX 337134,

BHEIPATH HHPOPMAIIMOHHBIC TEXHOJIOTUHU U CUCTEMbI, CO3/1aBaTh 0a3bl JTaHHBIX.

[JeATenbHOCTb KOMNaHMN B HOBbIX ycnoBuax

Kommanuu vHGOPMAIIMOHHON 3MOXH CTPYKTYpUPOBaHbI (OpraHW30BaHbl) HA OCHOBE HOBBIX KOH-
LENTYaJbHBIX PEIICHUN.



Kpurepuu onieHOK ¥ ypasiacHUs B ”HGOPMAIIMOHHBINA BEK 15
HNHTerpanus 0u3Hec-npoueccos

KoMmaHuu MHAYCTPUAIBHOMN STMOXU BBIICPIKUBAINA PHIHOYHYIO KOHKYPEHIIMIO Oyaronaps pasziese-
HUIO JICSITEIIBHOCTH Ha MPOU3BOACTBO, 3aKYNKH (CHa0EeHHE), TPOJakH (COBIT), MAPKETHHT U TEXHOJIOTH-
YyecKHi mporece. Takoe 4eTKoe pa3rpaHudeHHE HAPaBICHAUW ACSITENFHOCTH MPUHOCWIO MOHAYAIy XO-
POLINI KypOKaii», 0OTHAKO CO BPEMEHEM YBJICUSHHE T10J00HBIM MOIXO00M MPUBEIO K HEIDPEKTUBHOCTH,
HapYIICHHIO B3aUMO/ICHCTBUS MOPA3ICICHII U MEITTUTSILHOCTH TIPH MPUHSTUU PCIICHHIA.

Kommanuu uWHPOPMAIMOHHOW JMOXM ACHCTBYIOT B YCIOBHUSX HMHTETPUPOBAHHBIX OHU3HEC-
MPOIIECCOB, KOHIENTYAJIbHO OTIMYAIOUIMXCS OT JESITENbHOCTH Ha OCHOBE MPUHIIMIA (YHKIHOHAIBHON
CTICIHATH3AIIH ", YCIICITHO COYETast BRICOKHH MPO(ECCHOHANM3M Y3KHX CIICIHAINCTOB, C OIHOM CTOPO-
HBI, OTICPATUBHOCTD, YPPEKTUBHOCTD M KaYE€CTBO, OTINYAIOLINE HHTETPUPOBAHHBII OM3HEC-TIPOLIECcC, — C

JPYTOH.

B3aHMOI[eﬁCTBHe C KIIMCHTAMH 1 NMOCTAaBIIUKAaMH

B3anMooTHOIIEHNS KOMIIAHUHN ¢ KJIMEHTAMH W IMOCTaBIMKAMH B HHAYCTPUAIBHYIO 3IIOXY HE OTJIU-
YaJIMCh 0COOCHHOMN OMEepPaTUBHOCTHIO, TOT/A KaK CEroHs HH(POPMAITMOHHBIC TEXHOJOTHH MO3BOJISIOT UH-
TETPUPOBATh MPOLIECCHl MTOCTABOK ChIPbsl M YIIAKOBKHU, MPOHU3BOJICTBA U JIOCTABKA FOTOBOM MPOIYKLIHU
TakuM 00pa3oM, UTO IMMYCKOBBIM MEXaHM3MOM Hadajia MPOU3BOJICTBA CIYXHUT pa3MEIICHHUE KINCHTOM 3a-
Ka3a, a HEe MPOU3BOJCTBECHHBIN ILJIaH, KOTOPBIA YCIOXKHIET TEXHOJIOTUYECKUI NPOLIECC, YBEIUYUBAET Ce-
0ecTOMMOCTh M CPOKH MCIIOJHEHHS 3aKa3a. VHTerpupoBaHHas cucreMa (OT MOMEHTA Pa3MEICHUS KJIH-
CHTOM 3aKasza JI0 €ro MOCTABKU) MO3BOJISICT KAXKIOMY IOIPA3ICIICHHI0O CTOMMOCTHOW I[EMOYKH B 3HAYHM-
TEJIBHOM CTENEHU YCOBEPIICHCTBOBATh KAUECTBO T'OTOBOM MPOJYKLHUHU, CHU3UTh €€ CTOUMOCTh, a TaKXKe
COKPATUTh CPOKH BBITIOJHECHHUS 3aKa3a.

PLIHOK, OpI/IeHTI/lpOBaHHLIﬁ Ha moKymnarteJist

KomMnanuu naaycTpranbHON SMO0XHM MPOLBETANN 32 CUET NPEAOCTaBICHUS CTaHJAPTHBIX TOBApOB U
YCJIYT 110 HU3KKMM 1ieHaM. Benomaure adopusm [enpu @opaa: «Mbl MOKeM MpoJaTh BaM aBTOMOOUJIb
0000 1BETa IMpPU YCIOBUH, YTO 3TOT LBET YepHbI». Ho Kak TOJIBKO MOKymarens MojJy4aeT caMoe He-
00X0UMOE: CTaHIAPTHBIE OJIEKNY, )KUJIBE, €Ay, aBTOMOOUTIb, Y HETO BO3HUKAET MOTPEOHOCTD MOTYIUTh
TO € CaMoe€, HO B COOTBETCTBHH CO CBOMMH JINYHBIMH BKycamu. KoMmanuu nH(OPMAIIMOHHOTO BEeKa
JOJDKHBI Hay4dWTBCSI BBINOJHATh MHAMBUAYAJIbHBIE 3aKa3bl MOKYyMAreseu, mpeiiaras pazHooOpasHbIe
MPOIYKTHI U YCIYTH TO TEM K€ LIEHaM, YTO U CTaHJAPTHHIE, HE3aBUCUMO OT MaJIbiX 00bEMOB MPOU3BOI-
CTBa” WJIHM YHUKAJIIBHOCTH 3aKa3a.

I'1002a0BbHOCTHL MACIIITA00B

I'panuner Oosblile HE SIBISIIOTCS HEMPEOAOTIUMBIM IPEMATCTBUEM JUISI MHOCTPAHHBIX KOMITAHUM-
KOHKYPEHTOB, aKTHBHO pa0OTAlOIINX HA PHIHKE M COMEPHUYAIOUINX C JIYIIIMMU MUPOBBIMU (PHpPMaMH.
HoBble BHIBI IPOIYKTOB U YCIyT TPEOYIOT OOJBIINX WHBECTHIIUH, YCIOBUEM JOXOJHOCTH KOTOPBIX SIB-
JSIeTCSl 3aBOCBAHUE MHUPOBOTO PBIHKA. [IJi1 TOTO 4TOOBI BRIIEPKATH KOHKYPEHIIHIO B HH(POPMAIIMOHHYIO
AMOXY, KOMITAHUSAM HEOOXOIMMO JeHCTBOBATh BO BCEX CTpaHax Mupa 3()p(HEeKTUBHO U SHEPTHIHO, YIHUTHI-
Bas IPHU 3TOM CHenM(PUIECKUe MHTEPECHl OKYIaTeNlei IOKATBHBIX PHIHKOB.

NHHoBanuu

IIpoAOmKUTENBHOCTE CPOKA JKU3HU TOTO MM WHOTO TNPOJYKTa MOCTOSTHHO COKpamaerca. Ero yc-
MEHIHOE MPOJIBUKEHUE Ha PIHKE CErOJHS OTHIOAb HE 1AaeT HUKAKUX rapaHTUN KOHKYPEHTOCIOCOOHOCTH
3TOTO MPOAYKTA B CIEIYIOLIEM nokoneruu®. Kommannu, COIEPHHUYAIOIINE HA PHIHKE OBICTPO Pa3BHBaIO-
LIMXCS MHHOBAIIMOHHBIX TEXHOJIOTUH, JOJDKHBI B COBEPILEHCTBE Pa3BUTh CIIOCOOHOCTh IMPEIBOCXHILIATH
Oyayiiue MpeArnoYTeHUsI U MOTPEOHOCTH KIMEHTa, IpeJjaras IUPOKUKA BEIOOp HOBBIX MPOAYKTOB H yC-
JIYT, BO-TIEPBBIX, U ONIEPATHUBHO BHEAPSA HOBBIE TEXHOJIOTHMHU B ITPOU3BOACTBO M MPOLECC IPEIOCTABICHUS
YCIYr N0 JOCTaBKE — BO-BTOPBIX. IIOCTOSIHHOE COBEPIIEHCTBOBAHME KAYECTBEHHBIX XapaKTEPHUCTHK
MPOAYKTA M TEXHOJIOTHH €r0 MPOU3BOJICTBA SBISCTCS PEMIAONINM B JOCTHKEHUH JOJITOCPOYHOTO yCIiexa
JaXe Il TAKUX KOMITAHWH, MPOLYKIHSI KOTOPBIX MMEET OTHOCHTEJIBHO JOJTHH KU3HEHHBIM LUKJI.
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Pa0oTHMKM HHTEJIEKTYaJIbHOIO TPYAA

Komnanuu nHaycTpHanbHON 3M0XH OTIAMYAINCH PE3KUM pPa3[eIeHUEM CBOETO LITaTra Ha ABE Ipyl-
nbl. [lepBas — 3TO MHTEIUICKTyaJbHAs 3JIMTA — YIPABICHIbI (MEHEIKEPHI, PYKOBOIUTEIH), KOTOPHIE,
WCIIOJIb3YSl CBOM aHAJMTUYECKUE CIIOCOOHOCTH, pa3palbaThIiBaii HOBBIE NMPOAYKTHI M TEXHOJOTHYECKHE
MPOLIECCHI, BHIOMPAIHN KIMEHTOB U PabOTaM ¢ HUMH, OCYLIECTBIBIIM PYKOBOJICTBO OIEPAIMOHHOM Jesi-
TETBHOCTHI0 KOMIAHUU. BTOpyIO rpynmy cOCTaBIsUIM JIIOAM, KOTOpbI€ OBLUTH 3aHSTHI HEMOCPEACTBEHHO
MIPOU3BOJICTBOM U TIPEJOCTABICHUEM yCIyr. Jta pabodas cuiia SBISIaCh OCHOBHBIM (DaKTOPOM MpPOU3-
BOJICTBA B KOMIIAHHUSAX MPOMBIIIICHHON 3MOXH, IIPHYEM HCIOIB30BATUCH TOJIBKO (PH3MUECKUE, HO HE MH-
TEJUIEKTYyaJIbHbIE CIIOCOOHOCTH 3TUX JroAeld. OHHM BBINOIHSIM 3aJaHMs MOJ IPAMBIM PYKOBOACTBOM H
KOHTpOJIeM «OeJbIX BOPOTHHUYKOB» — HWHXEHEPOB M MeHeIkepoB. B xonme XX cTojerust aBroMarusa-
LM TPOU3BOJCTBA, & CIEAOBATEIBHO, BBICOKAS IPOU3BOIUTENILHOCTD MPUBEIH K COKPALICHUIO PabouHnX,
HEIMOCPEACTBEHHO 3aHATHIX B Mpou3BojcTBE. OIHOBPEMEHHO MOTPEOHOCTH PhIHKA YBEIMYWIM CIPOC Ha
JFO/IECH, BHITTOJHSIONINX aHAJIMTHYECKHE (PYHKIUN, — WHXEHEPOB, MAapKETOJIOTOB, MEHEIKEPOB U a/IMHU-
HucTparopoB. Temeps Aaxe mpocToil pabouuii, COCOOHBIN NPEIIOXKHUTh, KaK YIy4IIHTh KadecTBo,
YMEHBIINTD 3aTPaThl U COKPATUTh MPOM3BOACTBEHHBIN LUK, MproOpeTan OONbIIyI0 EHHOCTh B Iia3ax
kommanuu. [1o cioBam JUpEKTOpa 3aBOja MO PEMOHTY JABHraTelieii aBTOMOOMIeH KoHlepHa Ford, «ma-
IIWHA CYIIECTBYET JJISI TOTO, YTOOBI paboTaTh aBTOMATUYECKH. 3aava JI0AeH — He MpocTo HalIIo1aTh,
Kak OHa ()YHKIHOHHPYET, a IyMaTh, pelIaTh MpoOJieMbl, 00eCIeunBaTh Ka4eCTBO, U B 3TOM CMBICIE UX
HEJB35 OTHECTH K ITIEDEMCHHBIM H3/ePIKKaM»’ .

CerogHsi KaXXIbplii COTPYIHUK JOJDKEH BHOCUTH BKJIAJ B IIPOLIECC CO3AAHMSI CTOUMOCTH, HCTIONb3YS
CBOM 3HAHUS ¥ UMEIOIIYIOCs HHpopMmarmio. s kommanuii HHGOpMaIMOHHOM 3MOXH penralonmmMu (ak-
TOpaMHU MpHU JOCTUKEHHUU YCIeXa CTald YIPaBJICHUE, HHBECTUPOBAHUE B MHTEIUICKTyalbHBIN TOTEHLINAT
CBOMX paOOTHHUKOB U €T0 MCIOJIb30BaAHUE.

Crpemsich BBIWTH moOenuTesieM B KOHKYPEHTHOW OOpb0Oe, KOMIIAHWU MBITAIOTCS PEOPraHU30BaTh
CBOIO ICATEIBHOCTH C MOMOILBIO CIECAYIOIUX PA3HOOOPa3HBIX MHULIMATUB YCOBEPIICHCTBOBAHUSI:

YIpaBJIEHUE Ka4eCTBOM;

MPOM3BOJICTBO U PACIPEACICHHE B COOTBETCTBUU C KOHIICHIMEH «TOYHO B cpok» (just-in-
time, JT);

«COPEBHOBAaHUE Ha BPEMS»;

HKOHOMHOE MPOM3BOICTBO/IKOHOMHAsI KOMITAHUS;

OpPHEHTHPOBAaHHOCTDH HA MOTPEOUTEIS,;

yIpaBiieHUE OIlEPallMOHHBIMU 3aTpaTaMH,

JIeJIETUPOBaHUE MOJTHOMOYUN pabOTHUKAM,

BHYTPEHHSISI PEKOHCTPYKIHs Ou3Heca (PECHHKUHUPHHT, TIEPECTPOUKa).

Kaxayto u3 3THX mporpamm MOKHO NPOHJUTIOCTPUPOBATH IPUMEPAMH, CBUJIETEILCTBYIOIIUMU 00
ycmexe, pacckazaMu O MoOeAMTeNsaX, HACTaBHUKAX M coBeTYMKaxX. OHU KOHKYPUPYIOT MEXAY cOOOM C
TOYKH 3pEHUS 3aTpaT BPEMEHH, YJHEPTHH U PecypcoB pykooauTesns. [Ipu aTom Kaxnas U3 HUX oOeaer
BBIJAIOIINECS PE3YJABTAThI U MOBBILIEHHE 0JaroCOCTOSIHUSI MHOTHX, €CJIM HE BCEX, YUaCTHUKOB. aKIIMOHE-
POB, KJIMEHTOB, IOCTABLIMKOB, pA0OTHUKOB KOMITaHUH. L{efb Takux mporpaMM — HE B IIOCTOSIHHOM yCO-
BEPIICHCTBOBAHMH WJIM BbDKMBaHWU. X 11esib — B HENPEPBIBHOCTH M MPEEMCTBEHHOCTH JESATEIIbHOCTH
KOMIIaHWH, PE3yIbTaTOM KOTOPOH Oy/leT ycreX B HOBOM MH(POPMAITMOHHOM BEKE.

OpHako BHEOPEHHWE MHOTHX MOJOOHBIX IPOrpaMM M0 YCOBEPLICHCTBOBAHUIO MPUBOJIUT K ILIAYEB-
HOMY UTOTY. YacTo OHHM HOCAT (hparMeHTapHBIH xapakTep. VX Henmp3s MpuBsA3aTh K OOIIEH CTpaTernu
KOMIIaHWH, PaBHO KaK M MPHUCIOCOOUTH NI NOCTHXKEHUS crienn(puieckuX (pMHAHCOBBIX M AKOHOMHYE-
CKUX pe3ynbTaroB. sl KapAWHAJIBHOTO MPOPBIBA TPEOYIOTCS H3MEHEHUS TJIABHOTO B IEATEIBHOCTH KOM-
MaHuH, 3 IMEHHO U3MEHCHHUS €€ CUCTEM OLICHKH U YNpaBieHHs. YCIEIHOe ABHKECHNE BIIepe] K KoMIla-
HUU BBICOKOTEXHOJOTHMYHOM, aKTUBHOM, CIIOCOOHOM BBIAEP)KAaTh KOHKYPEHLHUIO Ha PBIHKE, HEBO3MOXKHO
MIPH YCIOBUH KOHTPOJIS M aHAJIN3a TOJIBKO (PMHAHCOBBIX IMTOKA3aTeNeH.

TPAOULUNOHHAA PUHAHCOBAA MOEJIb BYXIAIITEPCKOIO YYETA

B mHpOpManmoHHYIO 310Xy BCE HOBBIE MPOTPaMMBbl, HHUIIMATHBEI 1 H3MEHEHUS MpoIecca ypas-
JICHUSI B KOMITAHUSX TPOUCXOAST B YCIOBHIX JCHCTBHS CHCTEMBI KBapTaIbHON M TOJ0BOW (PMHAHCOBOM
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oTaeTHOCTU. OHA TT0 CeHl IeHb OCTAeTCA B TUCKAX MOEIN OYyXTalITepCKOro y4deTa, pa3paboTaHHOU crole-
THA Ha3aJl AJIs1 OCYLECTBICHUS JOJITOCPOUHBIX CACNIOK MEXIY HE3aBUCUMBIMHU CYObE€KTaMHU. JTH IPEBHUE
MoJenu Oyxydera 10 CHX IMOp HCIOJB3YIOTCS KOMITAHUSIMH WH(POPMAIIMOHHOM 3TIOXH, KOT/Ia OHH TBITa-
10TCSl chOPMHUPOBATh BHYTPCHHUE aKTHBHI M PEATN30BATh HEHMCIIOJIB30BAHHBIE BO3MOXKHOCTH, a TaKKe
YKPEMHTh CBSA3HM U CO3[aTh CTPATETHUYECKUE COIO3BI C napTHepaMns.

B nneane takyro ¢puHaHCOBYIO MOJENb OYXTaJTEpPCKOTO ydeTa CIeJ0Bajio OBl paclpOCTPAHUTH HA
€AMHYI0 CUCTEMY OIICHKH TaKHMX KOPHOPATUBHBIX HEMATEPUAIbHBIX U WHTEIUICKTYaJbHBIX aKTUBOB, KaK
MPOJYKTHI H YCIYTH BRICOKOTO Ka4eCTBa, 3aMHTEPECOBaHHbBIC (MOTHBUPOBAHHBIC) M OTIBITHBIC PAOOTHUKH,
MpencKa3yemMsble, a 3HaYUT, YIPaBIsieMble BHYTPEHHHE IPOLIECCHI, @ TAKXKE HA JIOSJIBHBIX KIHEHTOB, KOTO-
pbI€ YIOBJIETBOPEHBI COTPYITHUYECTBOM.

[Togo6Has oLeHKa HeMaTepHaIbHBIX AKTUBOB M HEMCIIOJIb30BAHHBIX BO3MOXKHOCTEH MPEACTABIISICT-
csi 0cOOEHHO TOJIE3HOH, TIOCKOJIBKY B MH(POPMAIMOHHBIA BEeK OHH 3HAYUTEIHHO BaKHEE I ycIiexa KOM-
MaHUH, YeM TPaAULMOHHbIE MaTepHAIbHBIE aKTUBHI. IMes: BO3MOXKHOCTh y4ecTh HeMaTepHallbHbIE aKTH-
BBl U TIOTEHIMAIFHBIE BOBMOKHOCTH B paMKax (PMHAHCOBOW OyXraiarepcKod CHCTeMbl, KOMITaHUS, KOTO-
past paboTaer HaJ UX YBEIMYCHHUEM, MOXKET HH)OPMHUPOBATH O COOTBETCTBYIOUINX YCOBEPIICHCTBOBAHU-
SIX CBOMX pabOTHHUKOB, aKIIMOHEPOB, KPEAUTOPOB U cooluiecTBo. M HaoOOpoT, ecim OHa HE MOMOJHSAET
CBOI1 3amac HeMaTepUAIbHBIX aKTUBOB U HE PacIIUpsET MOTCHLUUAIbHbIE BO3MOXHOCTH, OTpULATEIIbHbIC
pe3yNbTaThl HE 3aMEJIAIT CKA3aThCs Ha 10XO0JE KOMIIAaHUH.

OnHako Ha camMoM JeJie TPYAHOCTH, CBSI3aHHBIE C TOYHOW M JTOCTOBEPHOW (pMHAHCOBOW OIICHKOMN
TaKMX HEMaTEepPUAIbHBIX aKTHBOB, KaK MPOJIBUKEHHE HA PHIHOK HOBOTO MPOAYKTA, OTEHIUAIBHBIE BO3-
MOYHOCTH, OTIBIT, 3AUHTEPECOBAHHOCTh U THOKOCTh PAOOTHUKOB, JIOSIIBHOCTh KJIIMEHTOB, CHCTEMBI U Oa3bl
JAHHBIX, IPUBOJAAT K TOMY, UTO OHHU BpsiJ JIM HAMIYT CBOE OTpakeHue B Oyxranrepckom Oanance. Tem He
MEHee W CeroiHs, U B OyAylleM MMEHHO 3TH aKTHBbI M MOTEHIMAJIbHBIC BO3MOKHOCTU SIBJISIFOTCS pe-
LIAIOIIMMH [T ycIieXa JII00OM KOMITaHUH B YCJIOBUSIX KECTKOM KOHKYPEHLIUH.

CBAJIAHCUPOBAHHAA CUCTEMA NOKA3ATENEWN

[IpoTuBOpeune MexXny HEMPEOAOJIMMON CUJION, HANPABICHHOM HA CO3JaHUE IIUPOKUX KOHKYPEHT-
HBIX BO3MOYKHOCTEH, M HETIOBOPOTIMBOM MOJAETBIO (PMHAHCOBON OYXIranTepCKOi OTYETHOCTH ITOCITYKUIIO
MPUYMHON CO3[JaHUsI HEKOETO CHHTE3MPOBAHHOTO SIBJICHUS. COAJIAHCUPOBAHHOM CHCTEMBI MOKa3aTenen
3pPEKTHBHOCTH. DTa CHCTEMA COXPAHSET TPAaJUINOHHBIC (PHAHCOBBIE TTApaMETPhI, KOTOPHIE OTPAKAIOT
HMCTOPUYECKHM aCIeKT yXe CBEPLIMBIIMXCS COOBITHI. DTO HECOMHEHHO Ba)KHO LIS MPEANPHUSATHH IpPO-
MBIIUIEHHOW 3TOXH, Il KOTOPBIX MHBECTULMHN B JOJITOCPOYHBIE TOTEHIIMAIBHBIE BO3MOKHOCTH U B3au-
MOOTHOIIIEHUS C KIIMEHTAMH He ObUIM OIpPENeAoIMMU C TOUYKM 3pEHHUsS AOCTHXKEeHUs ycrnexa. OqHako
Takue (UHAHCOBBIC KPUTEPUHU HE TOIATCS IS YIIPABJICHHUS M OLEHKH ESTeIbHOCTH KOMIAHUN B BEK WH-
¢dopmanmi, KOTOpasi HalpaBieHa HA CO3/JaHUE CTOMMOCTH MOCPEICTBOM HWHBECTHPOBAHHS B KIIMEHTOB,
MOCTABILMKOB, pa0OTHUKOB, IPOU3BOICTBO, TEXHOJIOTHUIO U MHHOBAIIHOHHBIE IIPOEKTHI.

ChanancupoBaHHasl CUCTeMa IOKa3aTeNel OTMOJHIET CHUCTeMY (HHAHCOBBIX MapaMETPOB YKe
CBEpIIMBIIETOCS MPOILIOTO CUCTEMOM OIEHOK mepcrekTuB. Llenm u mokazaTenu qaHHON cucTeMsl ¢op-
MHPYIOTCSI B 3aBUCHMOCTH OT MHUPOBO33PEHUS M CTPATErMHU KaXXAO0W KOHKPETHOW KOMITaHMHM M paccMaT-
PHUBAIOT €€ JESTENbHOCTh 10 YETHIpeM KpHUTepHsM: (UHAHCOBOMY, B3aMMOOTHOIICHHUSM C KIIMEHTaMH,
BHYTPEHHUM OU3HEC-TPOIIECCaM, a TAK)Ke 00yUICHHIO U pa3BUTHUIO nepcoHana (cM. puc. 1.1).

COanancupoBaHHas CHCTEMa MOKa3aTeNeld pa3BUTaeT TOPU3OHT IeJie KaXKIOW KOMITAaHUU TaJIEKO
3a paMKH (PMHAHCOBBIX NOKa3areneil. Tenepb pyKOBOAUTENb NMEET BO3ZMOKHOCTh OIIPEICINTh, Kak opra-
HU3auus paboTaeT Haj CO3AaHUEM CTOMMOCTH I CErOAHSAIIHMX U OyIyIIMX KJIMEHTOB, C OJHOW CTOPO-
HBI, U 4TO CJIeYyeT MPEANPHUHSATE, Uil TOTO YTOOBl PaCIIMPUTh BHYTPEHHUE BO3MOXXHOCTH U YBEJIUYHUTD
WHBECTUIMHU B MEPCOHAJ, OM3HEC-CUCTEMBI U MPOLEIYPHI C LEJIbI0 COBEPILICHCTBOBAHUSA CBOCH JESITEINb-
HocTH B Oyaymem, — c apyroil. CCII coderaer B cebe OLCHOUHYIO XapaKTEPUCTHUKY IESTECIbHOCTH
OTIBITHBIX M 3aMHTEPECOBAHHBIX YYAaCTHUKOB TIPOIECCa CO3/IaHMsI CTOMMOCTH C (PMHAHCOBBIMH TIEPCIICK-
THBaMHU KaK KPAaTKOCPOYHBIX NMPOEKTOB, TaK W YCIENIHON JOJITOBPEMEHHON IEATEIBHOCTH B YCIOBHUSX
JKECTOYANIIEH KOHKYPEHIIHH.
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Hcrounuk: R.S. Kaplan, D.P. Norton. Using the Balanced Scorecard as a Strategic M anagement System // Harvard Business Review, 1996, January/February,
p.76. [lepeneuaTano ¢ pa3pemeHus.
Pucynok 1.1. CoanancupoBaHHasi cucTeMa nokasareJieil 3¢ peKTHBHOCTH NPeJOCTABJIsAET cXeMy VISl lepeBoJa 0011Ieil cTpaTeruu KOMIIAHUY B TEPMHUHBI
OIEPAalMOHHOTIO IMpoiecca.
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C6aﬂaHCMpOBaHHaﬂ cucTemMa nokasarenem Kak cuctema ynpaBneHus

MHorre KOMIIaHWU y)Ke BBEJIM CHCTEMY OIICHKH (h(HEKTHBHOCTH NEATEIHLHOCTH, COYETAIONTYIO (u-
HAHCOBBIC ¥ HE(MHAHCOBBIEC MOKa3aTenu. UTo jke HOBOTO B TaKOM «cOanancupoBanHOM» noaxoxae? [lo-
yeMy (paKTHUYECKH BCE TMEPEIUI Ha TY CHCTEMY, & MHOTHE CTaJIM MCIOJIb30BaTh HE(pUHAHCOBBIC MTOKa3a-
TEJM [JIs1 COBEPIICHCTBOBAHUS CBOCH JEATEIIbHOCTH Ha «IIepeHeM Kpae» paboTsl ¢ kimeHTamu. CoBo-
KyITHbIe ()MHAHCOBBIE MOKA3aTEeNH MPUMEHSIOTCS CTApIIUMH MEHEIKepaMH HEKOTOPHIX KOMIAHHN IS
OLICHKU PE3yJbTAaTOB JCATEILHOCTH CBOUX MOJYMHEHHBIX, CIOBHO 3TH MOKa3aTeId MOTYT NMPEACTaBUTh
aJIeKBaTHYIO KapTHHY. Takie KOMITaHUH HCHOJB3YIOT (PHHAHCOBBIE M HE()MHAHCOBBIE MIOKA3ATEIH TOJIBKO
JUI PELICHUSI TAKTUUECKUX 331a4 U KOHTPOJISI KPAaTKOCPOUHBIX OTIepaliuid.

Onnanm n3 npuanunoB CCII sBisercs ycnoBue WH(GOPMAIMOHHON JOCTYIMHOCTH JUIS paOOTHUKOB
KOMIIaHWU BCEX ypoBHeH. CiyxKallue «rmepenHero Kpas» JODKHBl TOHUMATh, KAaKOBBI (DMHAHCOBBIE I10-
CIICACTBHS MX PELICHUW M NEUCTBUH; TOM-MEHEIKEPbl 00s3aHbl MOJHOCTHIO OCO3HABATh, YTO MPUBEACT
KOMIIaHUIO K JIOJITOBPEMEHHOMY (hMHAaHCOBOMY ycmexy. Llemm m mokasarenn WX BBIOJHEHHS Ui cOa-
JAHCUPOBAHHOM CHCTEMBI — HEYTO OOJIbINee, YeM CHIOMUHYTHBIA Ha0Op (pUHAHCOBBIX H HE()UHAHCOBBIX
MapaMeTpoB; OHM BO3HUKIIM KaK PE3YyJIbTaT UEPAPXUUECKOTO IPOLECCa, ONPEALIIIEMOTO CTpaTeruen Kom-
narnu B 1enoM. 3agada CCII cocrout B ToM, 9T00BI TpaHC(HOPMUPOBATH MUCCHIO KOMITAHUHU B KOHKPET-
HbIE, BIIOJIHE OCS3aeMble 3aJadyd M MOKa3aTesd. DTH MOKa3aTesM MPEACTABISIIOT co00i OajmaHc MExXITy
BHEUIHUMH OTYETHBIMU JAaHHBIMH 17151 aKIIUOHEPOB M KJIMEHTOB U BHYTPEHHUMH XapaKTepHCTUKaMU Hau-
0oJiee 3HAUMMBIX OM3HEC-TIPOLIECCOB, NHHOBAMH, 00y4eHHs M pocTa. ITO paBHOBECHE MEXIy IOKa3aTe-
JISIMU PE3YNbTAaTOB MPOIUION AeATeNbHOCTH U Oyayiero pocta. Cama cucreMa NpeacTaBisieT co0oi co-
YyeTaHue OObEKTUBHBIX, JIETKO MOAJAIOLINXCS KOJTUYECTBEHHOMY Y4ETY Pe3yJAbTaTOB U CYOBEKTUBHBIX, B
HEKOTOPOH CTENeHH MPOU3BOJIBHBIX TApaMeTPOB OyAyIIEro pocra.

COanancupoBaHHas cUCTEMa MOKa3aTelell — 3TO HE TOJIBKO TAKTUYECKasl WM OTepaloOHHas o1le-
HOYHAs cucTema. /{11 HHHOBAIIMOHHBIX KOMIIAHUI OHA CIIY>KUT CPEACTBOM CTPATETHUECKOTO YIIPABICHUS
Ha J0JrocpouHoit ocHoBe (cM. puc. 1.1). Onenounas cocrasisitommas CCII ucrons3yercs At pemeHus
NPUHIUIHMATIBHBIX 3a7ad Mpolecca yIpaBieHdusa. BoT mpumepHas MmocieaoBaTeNbHOCTh COCTABICHHUS
MIJIaHa MEHEIKMEHTA MPEANPHUSITHUSI.

1. Yerko chopMymHpoOBaTh CTPATETHIO U NIEPEBECTH €€ B ITUIOCKOCTh KOHKPETHBIX CTPATEeTH-
YECKHUX 3a]a4.

2. YCTaHOBHTH COOTBETCTBHE MEKIY CTPATETHUECKHUMH LEJISIMU U MOKA3aTeIIMUA MX JTOCTH-
KEHUS ¥ TPOUH(POPMHUPOBATH 00 ITOM BCe TOpa3AeICHUs KOMITaHUH.

3. [lmanmpoBaTh, ONPENENATH LENU U CTPATETUIECKAE HHUIIATHBEI.

4. PacmmpsTh CTpAaTETHUECKYI0 00OpaTHYIO CBS3b M HH()OPMUPOBAHHOCTb.

Yertko C(l)OpMy.]'ll/IPOBaTb CTPpAaTerui0 KOMIMaHMM U NMEPEBECTH €€ B IJOCKOCTDL
KOHKPETHBIX CTPATErNYECCKUX 3a1a4

Pabora mo cOamancupoBaHHOW CHCTEME KPUTEPUEB OLIEHKM HA4YMHAETCS C OOCYKICHHS TOMN-
MEHeIKepaMH Mpo0JIeMbl ONPEEIEeHUsI KOHKPETHBIX CTPATErHYECKUX 3a7ad Ha OCHOBE MPHUHITON cTpa-
terud. J{nst Toro 9To0BI MOCTaBUTH (PHAHCOBBIC 33a49H, HEOOXOIUMO BBIOPATh, HA YTO CIIEAYET CAENaTh
yrnop: 1100 Ha yBeIMYEHHUE JOXOJHOCTH M 3aBOCBAHUE PBIHKA, JIMOO HA TEHEPUPOBAHHUE MOTOKA HAINY-
HocTH. Ho 4TO 0COGEHHO Ba)KHO C TOYKU 3PEHHUSI MOTPEOHUTENEH, PYKOBOJICTBO JOJDKHO YETKO 0003Ha-
YUTh TOT CEIMEHT PbIHKA, B KOTOPOM OHO HaMmepeBaeTcs BECTH KOHKYpPEHTHYI0 O00opnOy 3a kimenrta. Ha-
npuMep, 25 TON-MeHeKePOB OAHOM U3 (PMHAHCOBBIX KOMITAHUH, Ka3aJI0Ch, IPUILIA K €IUHOMY MHEHHIO
0 CTpaTerny KOMIAHUU: [IPEAOCTABISATh YCIYTH BBICLIETO KadecTBa LeNieBoil rpymie notpedureneit. Ox-
Hako npu popmymuposanuu 3amad 1yt CCII BRISICHIIOCH, YTO KaXIIbIid M3 MEHEKEPOB UMEI CBOE CO0-
CTBEHHOE MPEACTaBICHUE O TOM, YTO TAaKOE€ YCIYI'M BBICHIETO Ka4ecTBAa M KTO OTHOCHUTCS K LIEJIEBOU
rpynmne kiMeHToB. M Tonpko B mpolecce pa3pabdOTKH OMNEpaTHBHBIX MOKa3zaTened cOalaHCHPOBaHHOM
CHUCTEMBI yAAJIOCh JOCTHYb COIJIACHS MEXIY PYKOBOAUTEISIMHU IO BCEM CIIOPHBIM BOMPOCAM: YTO HpeEd-
CTaBJseT cOOO LIEJICBOM CErMEHT PhIHKA M KAKOBBI JOJDKHBI OBITh YCITYTH, MpeiaraeéMble OaHKOM.

Kak Tospko ycTaHOBIEHB! (PMHAHCOBBIC M KIMEHTCKHE €)M, KOMITaHUS pa3pabaThIBaeT 3a1aud U
MOKAa3aTeNN AJIs1 CBOEr0 BHYTPEHHEro OM3Hec-Tpoliecca, YTO SBIAETCS OJHUM U3 MPUHIUIHAIBHBIX HOB-
mecTB U oueBUAHBIM npenmyiecTBoM noaxona CCIIL. TpaguimoHHbIe CUCTEMBI OLEHKH ACSTEIbHOCTH,
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Jake Te, YTO MPUMEHSIOT HeHMHAHCOBBIE MOKa3areny, (JOKYyCHpYIOT BHUMaHUE HAa CHI)KEHUH CTOMMO-
CTH, yITYy4IICHUHU Ka4ecTBa U COKpPALICHUH BPEMEHHOTIO IIMKIA YKe cymecTBytomux npoueccos. CCII xe
BBICBEUMBAET T€ M3 HHUX, KOTOpBIE SIBISIIOTCS HamOojee 3HAYMMBIMU JJIs1 MOJIy4EHUS! BBLAAIOIIKXCS pe-
3yJAbTATOB C TOYKH 3PEHUS MOTPEOWTENeH M aKIMOHEPOB. 3a4acTyl0 TaKMM 00pa3oM ymaercs oOHapy-
XHUTh a0COIIOTHO HOBBIE BHYTPEHHHE MPOIECCHI, KOTOPbIE PYKOBOJICTBO JIOJDKHO JIOBECTH J0 COBEpLICH-
CTBa, C TeM 4TOOBI PEAJIOKEHHAs CTpaTeTHs IpUBETa K yCIexy.

Urto ke kxacaercs nociennero kommnonenta CCII, a uMeHHO 0OydeHHs U pa3BUTHS IEpCcOHaia, TO,
HECOMHEHHO, CEephe3HbIC HMHBECTHUIINH B MEPETIOrOTOBKY, HH(POPMAIMOHHBIC TEXHOJIOTUN U CHCTEMBI, a
TaKKe B YCOBEPIICHCTBOBAHWE OPTaHU3ALMOHHBIX MPOLEAYP KU3HEHHO HEOOXOIUMBI. DTH MHBECTULIUU
B JIIOJIEH, CUCTEMBl M HPOLEAYPHl CTAaHYT T'eHeparopaMu OOJNBIIMX MHHOBAUMN W MOACPHU3ALUU BHYT-
PEHHUX OM3HEC-TIPOLIECCOB Ha MOJIb3Y KJIMEHTAaM U B KOHEUHOM CUETE aKIIMOHEpPaM.

Cam mporuecc cocTaBiieHHs! cOaTaHCUPOBAHHON CHCTEMBI MOKa3aTeNlel MpOsICHSIET CTpaTerniecKue
LEIU U ONpeaessieT KPUTHUYECKHE MapaMeTphl UX NOCTIKeHUs. Kak cBUAETEIbCTBYET HAll OIBIT B CO-
CTaBJICHUU TAKWX CHUCTEM, HH OJlHA KOMaHAa MEHEIXEePOB HE JOCTUTaeT Cpa3y XOTsl Obl OTHOCUTEIBHOTO
coryacusi pU ONPEAENICHNH BaXKHBIX CTpaTernueckux 3anad. [IpuumHa 3TOr0 Kpoercs, Kak MpaBwio, B
(GYHKIMOHATHHON MUCTOPHH M KOPTIOPATUBHON KyJIbTYpe KOMIAHHHU. Yalme BCEro MEHEIKEp CTPEMHTCS
CTPOHTH CBOIO Kapbepy B paMKaxX KaKOW-T100 OTHOW M3 HECKOJIBKUX (DYHKIHIA, OOBIYHO TIPEBAJIMP YIOLIHX
B oOmeli Om3Hec-cucreme. Tak, HampuMep, B HEQTIHBIX KOMIAHUAX TEXHHUECKOE W (PMHAHCOBOE Ha-
MPaBJICHUS CUCTEM OYUCTKH WM MEPErOHKH He)TH JOMUHUPYIOT HaJl MApKETHHIOM, TOTJa KaK B KOMITaHH-
sIX, OPUEHTHPOBAHHBIX Ha ToBapbl Lllupokoro notpebieHus, Hal TEXHOJOTUEH U MHHOBALMSIMH [JIaBEH-
CTBYIOT MAapKeTUHI W npoaaxu. KomnaHuil "BbICOKMX TEXHOJIOTWH MMEIOT BBICOKOPA3BUTYIO MHXKEHEp-
HYIO M TEXHOJIOTUYECKYIO KYJIbTYPY, IPU 3TOM NPOU3BOACTBY OTBOAMUTCA POJib ackiHKa. [loaToMy Koraa
PYKOBOJIUTENM PA3NMYHBIX MMOAPaA3/I€IeHNH, 0OCOOEHHO B KOMIIAHUAX C CUJIBHBIMU TPAJULHUSIMH YETKOTO
(YHKIMOHATBHOTO pa3/eNieHns, IBITAIOTCA padoTaTh B OJHON KOMaH/Ie, HEMUHYEMO BBISBIISIIOTCS ITPO0Oe-
JIbl B 3HAHUAX KaXIOTO U3 <UTPOKOB», UTO MPUBOAUT K HEMOHUMAHUIO 001X On3HEec-3aad4, a cjie10Ba-
TEJIbHO, U TOH POJIM, KOTOpasi OTBOJUTCS KQKIOMY KOHKPETHOMY MOJIPa3AeieHUIO B MX PELICHUH.

BrisiBnsist aTotr Henocratok, CCII ogHOBpeMEHHO Mpenaraer peumeHue npoodiemsl. PazpaboTannas
TPYIION CTapIIUX MEHEIKEPOB, cOAlaHCUPOBaHHAs CHCTEMa IOKa3aTeliell mpeacTaBisieT coO00M HEKYIO
o01yro Mozens Ou3Heca, B CO3/TaHNEe KOTOPOHW KKl BHEC CBOW BKiIajn. Takum oOpa3oM, OTBETCTBEH-
HOCTb 32 MTOCTaBJICHHBIE 1IEJI Pa3JeisiioT Bee WwieHbl komaHsl, a cama CCII u, cneposarensHo, paboTa B
KOMaH/Ie CTaHOBSITCSI HEKOEH OpraHW3allMOHHOW OCHOBOM yIpaBJICHUS IUPOKUM CHEKTPOM BaXKHBIX OH3-
Hec-TiporieccoB. B pesynbrare Bce crapiie MEeHeAKepbl — YYACTHUKH KOMAaH[Ibl MPUXOAAT K €AUHOMY
MHEHHUIO HE3aBHCHMO OT CBOETO IMPEIBIAYILIETO OIBITAa WM HACTOALICH CIIeUaTN3alHH.

YcraHaBiauBaTh COOTBETCTBHE MEKAY CTPATCIrMYE€CKMMHU LECNSIMU H IMMOKa3aTe-
JAAMH UX JOCTHKCHUSA U I/IH(l)OpMI/II)OBaTb 00 > TOM BCe nmoapasacjicHusi KOMIIaHUN

Crparernueckue 3aaddl KOMIIAHWM WM IMOKA3aTENd UX BBIIOJHEHHMsI, ONpeesieHHbIe cOaTaHcupo-
BaHHOW CHCTEMOM, JOBOJATCS JO CBEIEHUS BCEX COTPYIHMUKOB KOMIIAHWUH C TIOMOIIBI0O HH()OPMAIMOH-
HBIX IIHUCeM M OroiuieTeHel, OOBsABICHNUN, BUACO U DJICKTPOHHOU MOYTHL. B maHHOM ciydae KOMMYyHHKa-
THBHAas LIE€JIb HAIPABJICHA HA OCO3HAHHE MIEPCOHAIIOM TOTO, YTO JAJI YCIENIHOTO OCYIIECTBIICHUS CTpare-
MU KOMIIAaHUM HEOOXOJUMO PELINTh 3a/1a4i, KOTOPBIE Ha CETOAHALIHUI ACHb SBJIAIOTCS ONPEeIiOIu-
Mu. HekoTopble KOMIAaHWU MBITAIOTCS MPOELUPOBAaTh HA ONEPALMOHHBIA YPOBEHBb O0IIME cTparernye-
ckue nokaszaremu CCII, pazpaGoTaHHbIe IS BHICIIErO PYKOBOJCTBA, B BHJIE OTACIBHBIX CHEH(PUISCKHX
nokaszareneil. Hampumep, cBoeBpeMeHHas JocTaBKa Kak 3ajaada, chopMyIHpoBaHHas B cOalaHCUPOBaH-
HOH cucTeMe AJis1 Bced KOMIIaHUM, MOXKET OBbITh MHTEPIPETHPOBAaHA KaK COKPAIICHHWE CPOKa YCTaHOBKH
000pyIOBaHUsl WM YCKOPEHHUE Mepeadn 3aKa3oB OT mpoiecca K mpoueccy. Takum oOpa3zom, KOHKpeT-
HBIC YCUJIMS Ha OMEPAIIOHHOM YPOBHE CTAaHOBSTCSA (PAKTOPOM ycrexa MpeAnpHsaThs B 1eaoM. Kak Toib-
KO BCE COTPYIHHMKH MOUMYT, B YEM COCTOST OOIIME CTpaTerMyecKue 3aadd U MOKa3aTeiad, OHU CMOTYT
CaMOCTOSITENTBHO (DOPMYIHMPOBATH 33/1a4¥ Ha CBOEM YPOBHE, BHOCS TaKMM OOpa3oM JMYHBIA BKJIaI B
OCYIIECTBIICHHE TI00ATBHBIX eICH CBOCH (hPUPMBI.

CCII taxxe mpeacrapisieT co00i OCHOBY JJIsl PaclpOCTPaHEHHs CTPATeTHH KOMIIAHWU U MpU3Ha-
HUA €€ PYKOBOJMTESIMU KOPIIOPATUBHOTO YPOBHS U COBETOM AUPEKTOPOB. CHcTeMa CriocoOCTBYET qua-
JIOTY MEXAY HUMH U TIEPCOHATIOM HE IMPOCTO O KPAaTKOCPOUHBIX (PMHAHCOBBIX 3a7a4ax, HO O COCTaBICHUH
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Y IPETBOPECHUY B )XKU3HB CTPATETUH JJIS TOCTHXKCHHUSI BBIIAIOIINXCS PE3YJIHTATOB B Oy YIIIEM.

3aBepimas 3TOT pa3zels, HeOOXOAMMO TOTYEPKHYTH, YTO BCe paOOTHUKHA KOMITAHUH JOJHKHBI TIOHU-
MaTh U JOJITOCPOUHBIC IEJM, B CIOCOOBI UX nocthuxkeHus. CHopMyaHpoBaB Ha CBOEM YPOBHE 33jady W
METOJBI €€ PEeIIeHUs, KaKIblil, TaKUM 00pa3oM, BHECET BKJIAJA B JOCTHIKEHHE OONWX IIeNIed Tpeanpu-
siTusi. COBEPIICHCTBOBAHUS M MOJISpHHU3AIUS OYAyT OCYIIECTBIATHCS COBMECTHBIMU YCHIIMSMH U Ha OC-
HOBE 001X WHUIIUATHUB.

H.]'laHI/II)OBaTb, onpeaejasiTb HeJId U CTPATCIrHYE€CKUE NHUIIUATUBLI

COanancupoBaHHas cUCTEMa MOKa3areiell UIpaeT OrPOMHYIO POJIb IIPU OPTaHU3ALMOHHBIX H3Me-
HEHUsX. PyKOBOJACTBO KOMIAHUM AOJDKHO OMPENENATh e TakKhuM 00pa3oM, 4TOObI uepe3 TpU—IISTh
net (mpu ycJoBUHM HocTrkeHus tux Lleneit) komnanus tpancdopmupoBanack. [Ipu 3ToM mpeeMcTBeH-
HOCTb HE coxpansgercs. Eciu 1o Obuia myOaMyHas KOMIIAHUS, TO €€ LENbl0 JOJDKHO CTaTh YBEIMYCHHE
IIEHBI 32 aKIHIO HEe MEeHee 4eM B 2 pa3a. OpraHu3annoHHble (UHAHCOBBIE 33/1a4H BKIFOUAIM ObI yIIBOCHHE
JIOXOAHOCTH MHBecTHINH mim 150-niporieHTHOE yBenmueHne o0beMa MpoIaK B TCUCHNE CICAYIONINX TIsi-
tn ner. KoMmaHus mo mpojaske 3J1eKTPOHUKH YCTaHOBHJIA II€JTb. TEMIIBI (PMHAHCOBOTO POCTA JIOJDKHBI
BJIBOE MPEBBIIIATEH 0KUIAEMBIH POCT KOJIMYECTBA MOKYIaTeIeH.

JUst TOCTHMIKEHUSI TaKUX aMOWIIMO3HBIX (DMHAHCOBBIX MapaMeTPOB MEHEHKEPHI JOJDKHBI ONpeie-
JIUTH MEPCIIEKTUBHbBIE MIMPOKOMACIITAOHBIE NOJTOBPEMEHHBIE LENM KIMEHTOB BO BCEM MX MHOroo0Opa-
3UH, BHYTPEHHUE OM3HEC-TIPOLIECCH, & TAKXKE CTaBUTH 3aJauu 00ydeHus u pa3Butus. CpeacTa JOCTHKe-
HUA 3TOTO MOTYT OBITh pa3Hble. B naeane motpeOUTENbCKUE LETH ONPEACISIOTC YCIOBHEM YIOBIETBO-
pEHUSl WK MPEeIBOCXULICHUS OXHUIAHUW KIMEHTOB. sl ompeneneHus] OXHUAaeMbIX BBIAIOLIUXCA pe-
3yJbTAaTOB JOJDKHBI OBITh U3y4YEHbI M HACTOALINE, M IOTEHUMANbHbIE MPEANOYTeHHUs NoKynaTeneil. Mox-
HO IPOBECTH 3TAJTOHHOE TECTUPOBAHKE, YTOOBI UCIIOIB30BATH JYUIIUH OIBIT U OLEHUTD, HE SABJISIIOTCS JIH
BHYTPEHHHUE IIEJW TOPA3ICICHHI CACP KUBAIOIIUM (PaKTOPOM CTPATErHYeCKOTO Pa3BUTHS BCEH KoMma-
HUU.

Kak Tonpko onpezeneHs! nean KIMEHTOB, eI BHYTPEHHETO OM3HEC-TIpOoLecca, a TakKe 00ydeHus
U KapbepHOTO pOCTa, MEHEIKEp HadYMHAET pa3pabarhiBaTh M MPHUBOJUTH B COOTBETCTBUE C HUMH CBOH
CTpaTEernyecKre MHULMATUBBI, KACAIOIIMECs] KauyeCTBa, CPOKOB HMCIIONHEHUA U npeoOpazoBaHuil. Takum
obpaszom, CCII npenocTasnseT nepBoHadyagbHOE 000CHOBaHME M OOIIYI0O KOHLEILHUIO IPOrpaMM Herpe-
PBIBHOTO COBEpLICHCTBOBAHUS M MPEOOpa30BaHus. YCUIMA MEHEIKepa HaIlpaBJIeHbl HA YIy4IIEHUE H
MEPECTPOMKY MPOLIECCOB, 0COOCHHO 3HAYMMBIX JJISI JOCTHKEHHS CTPATErMIeCKUX LieJieil KOMITaHUH, a He
Ha IpUCHOCco0IeHNE BUJOM3MEHEHHOTO (DYyHIaMEHTAIBHOTO MpoIiecca K KakoMy ObI TO HU OBLIO JIOKAJIh-
HOMY JIEUCTBHIO JUI JOCTHXKCHUS JIETKOW, HO CHIOMUHYTHOW BBITOAEI. [Ipy 3TOM, B OTIMUYME OT Tpaau-
LHUOHHBIX TpeoOpa3zoBaTeNbHBIX MPOrPaMM, HAMPaBJICHHBIX HA PE3KOE CHHXKEHUE PAcX0JI0B, HET HEOOXO-
JTUMOCTH OIICHWBAaTh 3a1aud, chopmynmupoBanHbie Ha ocHOBe CCII, TONBKO ¢ TOYKH 3pEHHS SKOHOMHUH
3arpar. Llenu crparernueckux MHULIMATUB 00OCHOBAHBI TAKUMH MOKA3aTEIBIMUA CUCTEMBbI, KaK pe3Koe co-
KpalleHHe CPOKOB BBINOJIHEHUS 3aKa30B, YCKOPEHUE POABIXKEHUS HOBBIX MIPOJYKTOB Ha PHIHOK, a TAKKe
pacmmpeHue Bo3MOKHOCTed paboTHIKOB. HecoMHEeHHO, cCOKpallieHe CPOKOB U PacIIiPEHrE BO3MOKHO-
CTeH MMEIOT HE IIEPBOCTENCHHOE 3HaueHue. [locpencTBOM MPUUNHHO-CIEACTBEHHBIX CBSI3€H — MPUHIINII,
Ha KoTopoM ocHoBbiBaeTcst CCII, — 3Tu mapaMeTpsl B KOHEYHOM UTOTE TPaHC(HOPMUPYIOTCS B HAMITY4-
e (PMHAHCOBBIE PE3YIbTATHI.

[Tomumo npouero, CCII no3BosisieT KOMIAaHUKA OOBEIUHUTD MPOLIECCHl CTPATErHYECKOTO IIAHUPO-
BaHUS M CO3JAaHMS TOA0BOTO Oro/pkera. OJHOBPEMEHHO C ONPEACTICHUEM TTIaBHBIX 1IEJIEBBIX CTpaTernye-
CKUX IMOKa3aTesiel, pacCUNTaHHBIX HA TPU—IISATh JIET, MEHEKEP AAeT MPOTHO3 AJIsl KaXKA0ro Iapamerpa
Ha CIIENYIOIUI (PMHAHCOBBIN TOI, MBITAsICh OTBETUTh HAa BOMPOC, KaK JTaleKO BIEPE] CMOKET MPOIBH-
HYTBCS KOMIaHUA 32 12 MecseB. DTH roJJ0BbIe MPOTHO3bI TAIOT BO3MOXXHOCTH OIICHUThH POTPECC B pas-
BUTHUH Ha OMvKalmmii mepuoa Ha (oHE JOITOBPEMEHHOW CTPATerHYecKON TPaeKTOPUU JBIKEHUS KOM-
MaHuH.
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[TnanupoBaHue U onpeAeicHNE [ieel B 00IeM MpoIiecce YITPaBICHUS TTO03BOJISICT NP EANPUITHIO:
MOJIY4UTh KOJIMYSCTBEHHOE BRIPAKECHUE PE3YIBTATOB, K KOTOPHIM OHO CTPEMHUTCS;
OTIPEICITUTh MEXaHU3M U 00CCIICUUTh PECYPCaMH IS JJOCTUKCHHS STUX PE3yIIbTATOB,;

YCTaHOBUThL KPATKOCPOUYHBIC BEXU-TIPOTHO3HI MO (PUHAHCOBBIM M HE(MHAHCOBBIM MOKa3aTe-
jsim B CCII.

PaCIJ.lI/IpﬂTb CTPATErHI€CKYIO OﬁpaTHle CBHA3b U I/IH(l)OpMI/II)OBaHHOCTb

[locnenneil cocraBmsiromIeld mpolecca ynpaBlIeHUs SIBJIAETCS cTpaTerudeckas oOpaTHasi CBs3b, TO
ecTb MHPOPMHPOBAaHUE, WM KOMMYHHUKAIHA. ABTOPBI pacCMaTPUBAIOT €€ KaK CaMblii HOBATOPCKUH U
HanOoJiee BaXKHBIM acreKT cOalaHCHPOBAHHOW CHUCTEMBI MOKa3aTesiell B MeHemkMenTe. OH npenocTaBiis-
€T BO3MOYKHOCTh KOMMYHHUKAIIMU HA YPOBHE TOI-MEHEIXKEpOB (pykoBoauTeneii). CeroaHs KOMIAaHUH HE
UMEIOT pa3pabOTaHHOI MPOLEAYPHI MOTyIeHNS HHPOPMAIIMU O CTPATETUH U IMPOBEPKE THUIOTE3, Ha KOTO-
pBIX cTpouTcs 3Ta cTparerus. CucreMa Mo3BOJISIET KOHTPOJIUPOBATH MPOLECC UCIIOIHEHUS U KOPPEKTH-
pOBaTh €ro, a B cllydac HEOOXOAMMOCTH JeJIaTh CEPbE3HbIC U3MEHEHHS CAMOW KOHUEIINHN CTPATETHH.

Nwmes xkpaTkocpodHBIE NPOTHO3bI BCEX MOKa3aTesel cOalaHCUPOBAHHON CHUCTEMBI, HA €KEMecsy-
HBIX ¥ KBapTaJIbHBIX COBEHIAHUSIX MEHEIKEPHl MOTYT HE TOJIKO CPAaBHUTH (PMHAHCOBBIC PE3YIBTATHI C
MPOTHO30M, HO H, YTO 0OJjiee Ba)KHO, MPOAHAIM3UPOBATh, HACKOJIBKO KOMIIAHHUS OJIM3KAa K JOCTHKEHHUIO
LeJel KJIMEeHTOB, MHHOBALMH, BHYTPEHHUX OM3HEC-TIPOLIECCOB, K PELICHUIO 33]a4, IIOCTABJICHHBIX TEpes
MEPCOHAIOM B 00JIaCTH CO3AAaHUS CHUCTEM U MpoLeAyp. MeHemxepsl 00CYKAal0T HE TOJIBKO TO, KaK OHH
OBLIM TOCTUTHYTHI, HO M HACKOJBKO TOYHO MX COOCTBEHHBIC OKMAAHUSA U MPOTHO3bI Ha Oyayllee cooT-
BETCTBYIOT PEATbHOCTH.

[Mpouecc crparernyeckoro u3ydeHus (mosydeHust HHGOPMAIUK) HAYMHACTCS ¢ YTOYHEHHS 00IIEero
BujieHUs (KOHIICTIIIMK) TOTO, YTO KOMIAHUS HamepeBaercst AocTH4b (cM. puc. 1.2, BepxHH KBajpaT).
Ucnonp3oBaHue cucTeMbl MOKa3aTeNeil B KaueCTBE sA3bIKA OOILEHHUS MOMOTAET IEPEBECTH CIIOKHBIE H
94acTO pacIIbIBYaThIC MOHATHS B Ooyiee TOYHYIO ()OpMy, YTO B KOHEYHOM HTOTE IIOMOXKET TOII-
MEHE/KepaM MPUITH K eMHOMY MHEHHIO. [Ipoliecc KOMMYHHUKALIUKM U YTOUHEHHsI CTpaTernu (CM. pHc.
1.2, neBblit KBagpaT) MOOMIIM3YET BCEX MPUCYTCTBYIOIIUX K JCHCTBUSIM, HAIPABJICHHBIM Ha TOCTHIKCHUE
KOPIOPAaTUBHBIX LIeJied. AKIIEHT Ha MPUYUHHO-CIIECACTBEHHbBIE CBSI3U MPH COCTABJIECHUHM COaJaHCHPOBAH-
HOH Ta0JMIIbI MOKa3aTesei ClocoOCTBYET TOMY, YTO KaXKAbIA COTPYAHUK KOMIAHUHM HaYMHAET IOHUMATh,
KaK OTHEJbHbIE YJaCTKH ACATEIbHOCTH CTAHOBSTCS €IMHBIM 1IeJIbIM, KaK X COOCTBEHHAs MMO3ULIMS BIIUS-
€T Ha KOJUIET U B KOHEYHOM CYETE Ha BCKO KOMITAHHUIO.

[Mpouecc miaHupoBaHus, GOPMYIUPOBAHUS 337384 M CTPATErMYECKHX HHUIMATHB (cM. puc. 1.2,
HWDKHHI KBaJpar) ompeaersier crenuduyeckue KOJIMUeCTBEHHbIC OKa3aTeld KOMIAHUU Yepe3 cOasaH-
CHpPOBAHHBIA HAOOp pe3yibTaTOB M (PaKTOPOB, MPUBEAIINX K STUM pe3ynbraTaM. CpaBHEHHUE KeTaeMbIX
UTOTOB C UMEIOIIMMHUCA AEMOHCTpUpPYET NpoOen, sl JIMKBUIALUN KOTOPOro HEOOXOJUMBI CTpaTernye-
CKME€ MHHIMATUBBI. TakuM oOpa3oM, cOalaHCHPOBAaHHAs CHCTEMa SIBIIETCS HE TOJIbKO HabopoMm mapa-
METPOB U3MEHEHUH, HO M HX IIYCKOBBIM MEXaHHU3MOM.
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¥TOo4YHeHMe BUARHMA
H NepeBoq ero B cTpaTervk

# Pa3zpaboTka BUOEHHA
# NocTHKeHHe KOHCeHCyCa

KOMMYHMKALIMA W CEA%L I CrpaTervyeckan obpatHan
CBA3b W 0Dy4eHne

# WHipopuaunna u obyveHune

#« MNocTraHoeKka uenei — ccn —
# CBA3b NOOWPEHU C

AOCTHIHYTBIMH NOKa3aTENAMH

# QDopHUpoBaHue 0DWETD BUAEHHUSA
= HanamuneaHnue cTparerMyeckoi
oDpaTHON CBA3M
I = [lepecHoTp CTpATErHH H
odyyeHne

MnaHupoBaHUe K
NOCTaHCBKA Lienei

# [locTaHoBKa Uenei

# B3aMMOCBAZL CTPATEIMYECKMX
MHULMATHE

= PacnpegeneHue pecypcos

# Pacnpepenenue obazaHHoCTER

Hcrounuk: R. S. Kaplan, D. P. Norton. Using the Balanced Scorecard as a Strategic Management System
// Harvard Business Review, 1996, January/February, p. 76. [lepeneuarano ¢ pa3pemieHus.
Pucynok 1.2. CoanancupoBaHHasi cucTeMa nokasareJieil 3peKTHBHOCTH KaK cTpaTernyeckast
cxeMma JeiicTBuil

ITepBbic TpH BasKHBIX Mpoliecca yrpasieHus (cM. puc. 1.2) )Ku3HEHHO HEOOXOIUMBI ISl OCYIIECTB-
JICHVsI HaMeUeHHO# cTparernn. OqHako camu 1o cebe oHu He 3((ekTuBHEI. B Mupe MeHee CloKHOM —
MoxkeT O0bITh. Ho He ceromns. TeopeTnueckoe 000CHOBaHME NEPAPXUISCKON KOMaHTHOM MOJienH Ou3Heca
COCTOHUT B TOM, YTO «KAIMTaH KOpaOJsi» (reHepaabHbIi TUPEKTOP) OMpPEIC/IACT HAITPaBICHUE U CKOPOCTh
JBIDKCHUS «kopabisi» (kommanuu). «Marpoch» (MEHEDKEPhl U UCTIOJHUTEIH) BBIMOIHSIOT TPUKA3hl U
wiaH KoMaHaupa. CHCTEMBI OTIEPAaTUBHOTO W YIIPABJIEHYECKOTO KOHTPOJII 00ECIIEUNBAIOT COOTBETCTBUE
JIEHCTBUII MEHEIKEPOB U HCIOJHUTENEH CTpaTeTHYECKOMY TUIaHY, HAYEPTAaHHOMY TOT-MEHEIKEpPaMHu.
Taxoii TMHEHHBIN MPOLIECC, COCTOSIINN U3 ONPEICICHIUs KOHIIENIMK (BUACHUS) M CTPATETUH, TOBEICHHS
WX JIO CBEACHUS BCeX pabOTHUKOB KOMITAHHUH, YIACTUS KOKIOTO MOAPA3CICHHS B €€ pealn3aluu U T0-
CTPOCHUS OPTAaHWU3AIIMOHHOW CXEMBI, HANPABIEHHOW HAa MOCTH)KCHHUE CTPATETHUECKUX I[CIEH, SBIISACTCS
IpUMEpPOM OOpATHOM CBSI3M C «OJIHOM meTiei» (CBsA3b B OJHOM HampaBiieHuH). [Ipu Takoit cxeme moity-
YeHUs1 HHPOPMAIIUH [IeIh OCTACTCS HEU3MEHHOM. B cirydae ecitu pe3ysibTaThl OTIHYAIOTCS OT 3arIaHUpPO-
BaHHBIX, Y JIOJIEH HE BOZHHUKAET BOIIPOCA, a HY)KHO JIA POAOIHKATh K HUIM CTPEMHUTHCS, PABHO KaK U CO-
MHEHHUI B aJeKBaTHOCTH METOJIOB JOCTIXCHHS TaKUX Pe3yabTaToB. OTKIOHEHUS OT 3aIlJIaHMPOBAaHHOMN
TPAeKTOPUHU paccMaTpuBaroTcs Kak jgedext (Opak), Ipu HCHPaBICHHH KOTOPOTO COOTBETCTBYHOIIUMH
CpeICTBaMU KOMIIaHUS BEPHETCS HA M3HAYAIFHO HAYEPTAHHBINA MTYTh.

OpxHako B MH(POPMAIIMOHHBIM BEK MOJ00HAs CTPATEerusl KOMMYHHUKAIIMM HE TOJUTCS — OHA HE MO-
KeT OBITh TaKO# MPSAMOJMHEWHOW M HerrnOKo¥. CeroHs KOMITAHUH JEHCTBYIOT B 00Jiee JUHAMUYIHBIX
YCIOBHSX, W TOII-MEHEKEepaM HEOOXOUMO UMETh OOpPaTHYIO CBSA3b AJISI TOJYICHHS TEKYIIUX JaHHBIX.
Crparerusi, paspaboTaHHas ¢ HAMITyIIIIMMH OOYKICHUSMU Ha OCHOBE TOYHEHINCH MH(MOpPMAIUU U -
poYalIMX 3HAHWUU, MOXKET OBICTPO yCTapeTh B COBPEMEHHBIX YCIOBUSX. DTO CPOJHU peraTe, B KOTOPOH
YY9aCTBYIOT CHUJIBHEHIIME COTIEPHUKYU TPU MOCTOSHHO MEHSFOIIUXCS MOT0/Ie W MOpe. A KTO-TO HE TOPO-
IISICh TIJTBIBET B OJIArOTPUSATHBIX YCIOBHUSIX K MECTy Ha3HadueHUs. ECTeCTBeHHO, U4TO KamuTaH CymHa, yda-
CTBYIOIIIETO B TOHKE, IMEET B CBOEM PACIIOPSIKCHHH OIPEACICHHbIN HabOp KOMaH/, 0JTHAKO 3TOTO HEeI0C-
TarogHO. OH TIOCTOSIHHO KOHTPOJIMPYET CUTYAITHI0, OBICTPO pearnpyer Ha MajelInre N3MEHEHUS B TTOBE-
JICHUW COTICPHUKA, KOPPEKTUPYET TaKTUKY M CTPATETHI0, MCIOJB3yS BO3MOKHOCTH CBOMX MAaTpoOCOB U
Cy[lHa, HapaBJICHUE U CIIIY BETPa, CKOPOCTh TeueHus. Kanurad JOmKEeH MoJydaTh CBEACHUS U3 MHOXeE-
CTBA MCTOYHHKOB. DTO MOTYT OBITh JJMUHBIC HAOIOICHUS, TIOKa3aHUsI OOPTOBBIX MPHUOOPOB M OCOOCHHO
PEKOMEHIAINY TaKTUKOB, IPUCYTCTBYIOMUX Ha O0pTy. UIMEHHO OHU, aHAIM3UPYS CUTYaIlHI0, MOTYT TIO-
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COBETOBATh, KAK C HAMOOJBIINMH MPEUMYIIECTBAMHU UCII0JIb30BaTh U3MEHEHHUE 00CTOSTENLCTB, WK MPO-
CYMTATh Ha HECKOJIBKO IIArOB BIEPE MOBEACHUE COTIEPHUKA.

B Taknx HecTaOMIIBHBIX YCJIOBUAX CTPATErHsi MOXKET KOPPEKTUPOBATHCS 32 CUET MCIIOJIb30BaHUS
MOCTOSTHHO BO3HUKAIOMIMX BO3MOJKHOCTEH WIIM TIOSIBIICHUS YTPOKAIOIINX (PaKTOPOB, KOTOPHIE HE MOTIIH
OBITh TIPETYCMOTPEHBI Ha HAYaJbHOM JTalle pa3pabOTKH CTPATErHm4ecKOTo IUIaHAa. 3a4acTyio UACH WC-
TI0JTB30BAHMS HOBBIX PEAlHil HCXOIAT OT MEHEKEPOB HU3IIErO YPoBHs . OIHAKO TPAXHIIHOHHBIC YIIPaB-
JICHYECKHE CUCTEMBbI HE MOOLIPSIOT CO3/AaHKEe, BHEAPEHUE U anpoOafio CTpaTeruy, yIUThIBAIOUIEH M0-
CTOSTHHO MEHSIOIINECS YCIOBUS.

Kommanuu HyX[IaroTcs B IMOJY4CHUH WH(POpMAIMKM HAa OCHOBE «IBOWHOW merim» (oOparHas
cBs135) ™%, DTO BO3MOKHO B TOM CiTydae, KOT/Ia MCHEKEPHI TOABEPTAI0T COMHEHHIO H [IEPECMOTPY MOCTY-
JaThl CBOEH TEOPHH, C TeM UYTOOBI MOHATH, HACKOJIBKO OHA COCTOSITENbHA B CYIIECTBYIOIIUX YCJIOBHUSIX.
EcrecTBEHHO, MM HYXKHBI CBEIEHUS O TOM, OCYILECTBIIIETCA I UX CTPATETUSA B COOTBETCTBHUH C IUIAHOM,
TO ecTh He0OXoMMa WH(GOPMAMOHHAS CBS3b 10 MPUHIIUITY «0HOW rmeTm». Ho eme Oomee BakHOil sB-
JsieTcst oOpaTHast CBsi3b, — YTOOBI OTCIIEKHUBATH, HACKOJBKO pa3paboTaHHAs CTPATETUs MPOIOJKAET OC-
TaBaThCS JKM3HECIOCOOHOW M yCHEUIHOM (CBS3b IO MPUHIUITY «IBOWHON meTim»). MeHemKephbl HyXIa-
I0TCA B TAKUX JIaHHBIX, YTOObI MOHATH, HE MOTEPsIa JIM aKTyaJdbHOCTh CTPaTErus C MOMEHTA Hadajla ee
peann3anyH.

[MpaBunbHO cocTaBieHHas cOaTaHCUPOBAaHHAS CHCTEMa MOKa3aTesieil popMymupyeT Teopuio Ou3He-
ca. Ona go/mxHa OBITh OCHOBAHA HA MIPUYMHHO-CIEICTBEHHBIX OTHOLICHUSX, BRITCKAIOIINX U3 CTPATEIUH
Y YYUTHIBAIOMINX BPEMEHHOH (DaKTOp B MPUHATUH PEIICHUI M TIPOTOPLIHUOHANBHYIO 3aBHCUMOCTD MEXKITY
napamerpamu. Hanpumep, kakoBa CBA3b MEXIY yJIy4IIEHHEM KaueCTBa MPOAYKTa U CPOKOM €ro J0CTaB-
KH, C OJTHOH CTOPOHBI, U CPOKAMHU MOJy4IeHUsI TPpUObLU — ¢ Apyroii? Hackonpko xopomm OynyT pe3yinb-
TaThl? 3Has MPOIMOPIUOHAIBHBIE COOTHOIICHUS TIOKa3aTese cOaaHCHPOBAHHOW CHCTEMBI, MOXKHO HC-
MOJIb30BATh MEPUOJUUECKUM aHAIM3 U KOHTPOJIb PE3YIbTATOB JIJIsl TECTUPOBAHMSI PA3JIMYHBIX TUIIOTE3 Ha
XKHU3HECIIOCOOHOCTB.

YacTo paOOTHUKH W MEHEIKEPhl KOMITAHUH B CBOCH MEATEIBHOCTH, ONMHUPAsCh HA Takue (PakTOpHI,
KaK IeperoAroToBKa ImepcoHaa, T0CTYTHOCTh HH(POPMAMOHHBIX CUCTEM, CO3/IaHHE HOBBIX BHUJIOB TOBA-
POB U YCIJIYT, TEPIIAT HEYIauy B JTOCTH)KCHHU OKHIAEMBIX PE3yJIbTaToB (HApUMep, B YBEIUYCHUH 00be-
MOB MPOJIAXK UM PACHIMPEHHH aCCOPTHUMEHTA). DTO 03HAYAET, YTO TCOPETUUCCKUE MPEAMOCHUIKH, Ha OC-
HOBAHHMHU KOTOPBIX ObUIa pa3zpaboTaHa CTpATETHsi, HECOCTOSTENbHBI, UTO TPEOYeT Cephe3HOTO0 BHUMAHUS.
Menemxepsl TOJKHBI OOCYIUTh CUTYaLMIO Ha PBIHKE, OLIEHUTh CBOM MPEJIOXKEHHUSI, ClIEIaHHbIE [EJIEBO-
MY KJIMEHTY, TAKTUKY KOHKYPEHTOB U BHYTPEHHHE pe3epBbl. ITOroM MOXeT cTaTh MOATBEpPKACHUE Aeil-
CTBYIOLIEN CTPATErHH, HO C YCJIOBHEM MEPECMOTPA KOJIMYECTBEHHBIX COOTHOIIEHNN MEXIY MTOKA3aTENs-
MH cOaJaHCHPOBAHHOM cucTeMbl. i, HA00OpOT, aKTHBHBIN MEPECMOTP MPEKHHUX IJIAHOB MOKET BbI-
SIBUTh HEOOXOJIUMOCTh CO3AaHUS a0COJIOTHO HOBOM CTpaTErMu — PE3yNbTaT MPUHLHUIA «IBOWHOM MeT-
J» — B CBETE HOBOM MH(OpMAIK O pHIHOYHBIX YCIOBUSAX U BHYTPEHHUX BO3MOKHOCTSX. B TOM U npy-
rOM cCiydae BHeApeHre cOalaHCHPOBAHHOM CHCTEMBI MOKa3aTesed CTaHEeT AJiSl TONM-MEHEIKEPOB CTUMY-
JIOM K Pa3MBILUICHUIO O COCTOSATEILHOCTH M >KU3HECIIOCOOHOCTH AeHcTBYOMEH cTparernn. Onupasch Ha
COOCTBEHHBIN OIIBIT, MOXKEM CKa3aTh, YTO Mpolecc cOopa AaHHBIX, NPOBEPKA THIOTE3, Pa3MBIIIIICHUS,
aHaJIM3 MPEAJIaraéMoi CTpaTeruy W ajanTauys ee K HOBBIM YCJIOBUSAM SIBJITIOTCSl PEILAIOLIUMH JJISL yC-
MELIHOTO BOIUIOIIEHUS CTpaTernu busHeca.

Crpaternueckasi oOpaTHas CBS3b ¥ 00yUCHHE JOTIOMHSIIOT NeTo Ha pucyHke 1.2. Iponecc crpare-
THYECKOMN CBSI3U SIBIAETCS] CBOCOOPA3HBIM «UCTOYHHKOM IMUTAHUSI» I CICIYIOLIETo 3Tana, Ha KOTOPOM
MOCTaBJICHHBIE LIEJIM aHAIM3UPYIOTCS, IIEPECMATPUBAIOTCS C TOUYKH 3PEHHSI PAa3JIMUHbBIX IEPCIIEKTUB U 3a-
MEHSIOTCS B COOTBETCTBUH C PEAIbHBIMU PE3yAbTaTaMH U OYAYIIMUMHU MTOTPEOHOCTIMHU.

3AKINKOYEHUE

B undopmanmonHyo 31moxy ycrnex KOMIAHUU 3aBUCUT OT €€ MHBECTHPOBAHUS B CBOM MHTEIUICKTY-
aJbHbIC aKTUBBI U yIpaBieHUs] UMHU. DyHKIIMOHAIbHAS CHEUaTN3alusl J0JKHA HHTETPUPOBAThCA ¢ Ou3-
HEC-TIPOLIECCOM, OPUEHTHPOBAHHBIM Ha MOTpeOuTeNs. MaccoBoe Mpon3BOJICTBO CTAHAAPTHBIX TOBAPOB H
YCJIYT AOJDKHO OBITh 3aMEHEHO TMOKWM, PEaKTUBHBIM M BBICOKOKAYECTBEHHBIM IPEAJIOKEHHEM HOBBIX
MPOAYKTOB, pa3pabOTaHHBIX IS KAKI0TO MHAWBUIYaJIbHOIO LIEJIEBOTO CErMEHTa pbIHKA. MIHHOBanuu u
COBEpLICHCTBOBAHME TOBAPOB, YCIYT U MPOLECCOB OCYLIECTBIAIOTCS pAa0OTHUKAMHM, MPOIIEIIINMH TIepe-
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MOJITOTOBKY, C IOMOIIbI0 HOBEHIIMX WH(OPMAIIMOHHBIX TEXHOJOTHA M CTPYKTYPHPOBAHHBIX OHM3HEC-
mpoueayp.

Ecnu xoMIaHusi MHBECTHPYET B HOBBIC MEPCICKTUBBI, e ycrex (WM Heyxaua) HE MOXET ObITh
OIICHEH B TEYCHHE KPATKOCPOUHOTO MEPHOAA MPH MTOMOIIN TPAJUIIMOHHOW (PMHAHCOBOW MOMenn Oyxrai-
TEPCKOHM OTYETHOCTH. DTa (prHAHCOBAS MOJEIb, pa3paboTaHHAas I TOPTOBBIX KOMITAHUH M KOPTIOPAITHiA
WHIYCTPUAIBHOM 3MOXH, OLIEHUBAET COOBITHSI NPOIJIOr0, HO HE PE3YyNbTaThl BJIOXKCHUNA B BO3MOXHOCTH,
KOTOpBIE CO3JalyT CTOMMOCTh B OynyIeM.

ChOanancupoBaHHas cucTeMa Moka3areneid 3(pQeKTHBHOCTH SBISETCS HOBOM CXEMOM, KOTopas
BKJTIOYAET B OTYETHOCTP IMOKA3ATENN CTPATETHYECKOTO pa3BUTHsI KoMiaHuu. CoxpaHss npexHue GuHaH-
coBble mapametpbl, CCII BBOIUT HOBBIE OIICHOYHBIE XapaKTEPUCTUKU Oynymeil (PMHAHCOBOW JesITENbHO-
cTH. Pe3ynbrarsl AesTenbHOCTH, KIMEHTHl, BHYTPEHHUM OM3HEC-Tpoliecc, KOMMYHUKALUU U 00ydeHrne —
BCE 3TH MOHSTUS SBIAIOTCA PE3YIbTaTOM YETKOTO MEPEBOJia CTPATErnu KOMIIAHUU B IJIOCKOCTh Peajb-
HBIX 33724 U KPUTEPUEB UX PELICHUS.

COanancupoBaHHas CUCTeMa, TEM HE MEHEe, — He4TO OoJiblliee, YeM HOBBIH MOJXOA K OIICHKE.
VHHOBanMOHHBIE KOMIIAHWM HCTIOJB3YIOT €€ KaK LEHTPAJbHYI0 OPraHU3alMOHHYIO CXEMY IPOLECCOB
yrpasieHus. [lepBoHadanbHO KOMITAHHUS MOKET pa3padoTaTh CBOIO CHCTEMY C TOBOJBHO y3KUM HA00pOM
3a1a4: c(hOpMYIMPOBATH SICHYIO KOHIEMIIMIO CTPATETuH, MPUITH K SAMHOMY MHEHHIO O criocofax ee pea-
JU3al1U U JOBECTU €€ O CBEIEHHUS BCEX COTPYAHMKOB KoMIaHuu. Ho ucTHHHAs 3HAYUMOCTD cOalaHCH-
POBAHHOM CHCTEMBI IOKA3aTeNICH MPOSIBISETCS TOT/IA, KOTIa TIPOUCXOIUT €€ TPaHC(POPMALIUS U3 CUCTEMBI
OIIEHOK B cHUCTeMYy yrpaBiernus. Bce Oonpire kommannii padoraroT ¢ CCII n moHIMAlOT, 9TO €€ MOXHO
HCI0JIb30BaTh AJISl TOTO, YTOOBI:

YEeTKO CPOPMYIHPOBATH CTPATETHIO W IPUHTH K €ANHOMY MHEHHIO;

JOBECTU CTPATETHIO JI0 CBEJICHUS BCEX paOOTHUKOB KOMIIAHUH;

COIIacoBaTh LENU U 3aJa4i MOJpa3/ieieHNUs U KaXI0ro pabOTHHUKA CO CTpaTeruel Komma-
HUU,

COIIacoBaTh CTPATETHUECKHE 3a/1a4H C JOJITOCPOYHBIMH LEISIMU M TOJOBBIMHU OIOJKETAMH;
UICHTU(HUIMPOBATh U CHCTEMATU3UPOBATh CTPATETUICCKUE HHULINATHBEI;

MEPUOJUYECKH U CUCTEMATUYECKH MPOBOJUTH 0030pbl JOCTUTHYTBIX CTPATETHUYECKHX pe-
3yJbTaTOB,;

co3maTh OOpaTHYIO CBS3b Ul MOJYYCHUsS WH(POPMAIMU M CBOCBPEMEHHOTO H3MEHCHHS
CTpaTeruu B caydae HEOOXOIUMOCTH.

ChanancupoBaHHas cucTeMa nokasaresneit 9(h()eKTUBHOCTH 3aIOIHSACT TOT MPOoOes, KOTOPBIH cyIe-
CTBYET B OOJBIIMHCTBE YIPABJICHYECKHX CHCTEM, — OTCYTCTBHE OOpaTHOM CBSA3M IO BOMIPOCaM CTpare-
ruy KoMnaHuu. MeHemkMeHT, nocraBuBiinii Bo riaBy yraa CCII, mpegocraBiseT KOMIIAHUK BO3MOXK-
HOCTbh CUCTEMAaTU3UPOBAaTh U KOHIICHTPUPOBATH CBOM YCHJIMS Ha BBIMOJHEHUU JOJTOCPOYHON CTPATErHH.
[Ipu ycnoBuu MMEHHO TakOro MPUMEHEHUs CUCTEMa CTAHOBHUTCS OCHOBOW YIPABJICHMS MPEATIPUSTHIMHU
WH(POPMALMOHHOM ATIOXH.
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MABA 2. Ans Yero HEObXOAUMA CBANTAHCUPOBAHHASA
CUCTEMA MNOKASATEJIEN 3PPEKTUBHOCTHU

«HeBO3MOKHO yIpaBIATh TEM, YTO HENb3sl U3MEPUTH». DTO OCHOBHOM MPUHIUI JIIOOOH CHCTEMBI
OLICHOYHBIX KPUTEPUEB, KOTOPasi OKAa3bIBa€T CHJIbHOE BIMSHUE HA MOBEJICHHUE JIOACH KaK B camMOil op-
raHW3aluy, Tak U BHE ee. Eciy KoMImaHus X04eT He TOJIbKO BBDKHTH, HO U MPEYCHeTh B MH(POPMAIHOH-
HYIO 3TI0XY, TO €€ CHCTEMbI OLICHKH M YIPaBJICHUS JOJDKHBI CTPOUTHCS MUCXOMS M3 CTPATErHuecKUX 3a-
nad 1 Bo3MokHocTed. K coskaneHuto, mpu cO34aHMU CTpaTerdu MHOTHE KOMIIAHUHM, OPUEHTUPYSICh Ha
B3aMMOOTHOILIEHUS C KIIMEHTAMH, KJII0UEBble KOHKYPEHTHbBIE HAIPaBJICHUs U COOCTBEHHBIE PECYPCHI, MO-
TUBUPYIOT COTPYAHHKOB W OLIEHUBAIOT PE3yNbTaThl TOJBKO MO ()MHAHCOBBIM TOKa3zaressiM. Coxpassis
(PMHAHCOBYIO COCTABISIONIYIO B Ka4eCTBE OCHOBHOTO IMapamMeTpa YIpaBiIeHUYECKOTO W OM3HEC-Tpolecca,
CCII onHOBpEMEHHO NpUAaeT 0oJbIIOe 3HaYEeHHE 0000IEHHOMY HHTEIPUPOBAHHOMY KOMIUIEKCY KpUTe-
pHEB, CBA3BIBAIOIINX JOJITOCPOYHBIN (PMHAHCOBBINA yCIIEX ¢ TAKMMH ITOKa3aTeNsIMH, KaK KIMEHTCKas 0asa,
BHYTPEHHHUE NPOIIECCHI, IEPCOHAT U CHCTEMAaTHYecKasi paboTa KOMIIAaHUH B LIEJIOM.

OPUHAHCOBAA OLUIEHKA

HcTopudeckn CIIOKUIIOCH TaK, YTO KPUTEPHUIMHU JIFO00H JesaTensHOCTH ObUM (PMHAHCOBBIE TIOKA3a-
Tem. B camom nene, OyXranTepCcKuii ydeT Ha3bIBaM <«SI3bIKOM OmsHeca». byxranrepckue 3anvcu GpuHaH-
COBBIX CHIEJIOK BEJIMCH THICSIYM JIET Ha3aJl, HapuMep erunTsIHaMu, (UHUKAHAIaMH U mrymepamu. [1o3xe
JEeSITENIbHOCTD III00ANBHBIX TOPTOBBIX OPTaHU3aMK OLICHUBAIM U KOHTPOJIMPOBAIM C TIOMOIIBIO CUCTEMBI
NBOMHOM Oyxranrepckoi 3anucu. [IpombinuieHHas peBomonus XX Beka mopoauia THTAaHTCKUE Kee3-
HOJIOPOXHbBIE, CTAJICIUTEHHbIE, MAITMHOCTPOUTENIbHBIE U TOPTOBble KOMIAHUH. [y ux ycnemHoro pas-
BHTHSI KI3HEHHO BAKHOI CTAala MOJEPHHM3AINS CHCTEMBI OLCHKH (DHHAHCOBOH IEATEIBHOCTH . A TaKHe
(uHaHCOBBIC MHHOBAIIMHU, KaK peHTa0OenbHOCTh MHBecTUIMH (return-on-investment, ROI), a taxxe ore-
paLMOHHBIE U KacCOBble OIOMKEThI, ObUIM PELIAOIIMMU B JOCTHKEHUHU OTPOMHOrO ycrnexa B Hayane XX
Beka kommanusmu DuPont u General Motors’. ITepuon nocne BTopoit MUpPOBOI BOMHBI OXapaKTEPHU30-
BaJICs TCHICHIMEW K TUBEpCU(UKAINN eI TETbHOCTH NPEANPUSTHNA. DTO BBI3BAJIO OOJBIION BHYTPUKOP-
MOPATHUBHBIM CHPOC HA CUCTEMbI OTYETHOCTH U OLCHKH JEATEIIbHOCTH OM3HEC-€AMHUL — MPAKTHUKA, [IH-
POKO HCIoJIb3yeMast Takoi MHoronpoduibHON KommaHuel, kak General Electric, u craBimas o4eHs mo-
MYJSPHOM OJlaroapst CKpyIyJne3HbIM OT4eTaM U MeTojaM KoHTpoJisi Xapoiga [xenuna uz IT&T.

Urak, x xoHmy XX cronetusi cucteMa (\MHAHCOBBIX KPUTEPUEB OLECHKH JIEATSIHHOCTH KOMIIAHUU
BBICOKO pa3BuTa. OIHAKO MHOTHE aBTOPbI MOJABEPrajd KPUTHKE LIMPOKOE, €CIM HE CKa3aThb MCKIIOYH-
TeNBHOE, MCIOTB30BaHNe (PMHAHCOBBIX TOKasaTereil B OusHece™. 10 CyTH, Ype3sMepHbIH aKLEeHT Ha J0C-
THKEHUE M COXPaHEHHE KPATKOCPOUHBIX (PMHAHCOBBIX PE3YJIBTATOB MOXKET MPUBECTH K W3JHITHIM WHBE-
CTULHSIM B KPaTKOCPOYHbIE M HEAOCTATOYHBIM — B JOJTOCPOYHbIE POEKTHL. Peub uaer o Hemarepuaib-
HBIX HHTEJUIEKTYaIbHbIX aKTUBAX, KOTOPBIE U ABJSIOTCS MPEANOChUIKaMU OyAyIIero pocTa.

B kauectBe koHKpeTHOTO npuMepa moxkHo npuBectu FMC Corporation, kotopas B 1970—1980-¢
TOJbl BXOJWJIA B YUCIIO KPYMHEWIIMX aMEPHKAHCKUAX KOPIIOpAIWid, IEMOHCTPUPOBABIIUX Jydmne (u-
HaHCOBBIE pe3ynbTarbl. OnHako B 1992 roxy HOBasi KOMaHa MEHEHKEPOB KOMITAHUH MTPOaHATIH3HPOBaa
€e CTpaTeruio, ¢ TeM YTOObI ONPEACTUTh OYNYIINA KypC HA MAKCUMH3AIUI0 CTOUMOCTH JJIsl aKIIHOHEPOB.
AHam3 moKasail, uTo, XoTs 3pPEeKTUBHAS KPAaTKOCPOUHAS OTIEPAIIHOHHAS IEATEIILBHOCTh HMEJa OTPOMHOE
3HaYeHHE, KOMITaHHsI OCTPO HYXKJIalnachk B pa3padoTke crparernu pocta. Jlappu bpetinu, npesunenr FMC
Corporation, BcioMuHaeT:
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Jlnst Hac kax 0151 MHOCONPODUILHOU KOMINAHUU NOKA3AMeNb 00XO0OHOCMU
sansamoeo kanumana (ROCE) 6wvin ocobenno sadxcen. B konye 2o0a mul
NPeMUPOBANU MeHe0HCepos, KOMopbie CMO2IU NPABUILHO CHPOSHO3UPO-
samo Qunancogvle pesyromamol. B meuenue nocneonux 20 nem mul ycneus-
HO NPOBOOUNU NOTUMUKY dHCeCmKo20 ynpasneHus. Ho nocmenenno cmaro-
BUNIOCH 6Ce MeHee NOHAMHO, YUMo NpuHecem pocm 8 6yoyujem u Kaxkou npo-
Pblé 6 Hosble chepbl credyem ocyujecmeums Komnanuu. Mol 0oounucs vl-
COKOU 00XOOHOCMU UHBECTMUYULL, OOHAKO NOMEPSIU KAKUE-NO BO3MONCHO-
cmu oanvHeuueeo pocma. Illomumo npoueeo, Hawu QuHAHCOBble Omuembl
He 0asanu ACHOU KApMuUHbl M0O20, HACKOAbKO Mbl NPOOSUHYIUCL 8Nneped 8
OCyWecmene L Cmpame2uieckux UHUYUAmus" .

Korma Menemxepbsl HaXxoAsATCS IMOA IMOCTOSHHBIM IIPECCHHIOM, CTPEMSCh MPOAEMOHCTPHUPOBATH
CTaOMIIbHBIE BBICOKHE KPaTKOCPOUYHBbIC (PMHAHCOBBIC PE3YyNBTaThl, OHH HEM30EKHO BBIHYKICHBI UATH Ha
KOMIIPOMHCCHI, OTPAaHUYMBAIOIINE UX B TOMCKE HOBBIX BO3MOXXHOCTEH TSI MHBECTULIMI. XYK€ BCEro, 4TO
TaKOW MPECCUHT MOXKET SIBUTHCSI MPUYMHON COKpAILIEHUs 3aTpar Ha pa3paboTKy HOBOTO MPOIYKTa, MPO-
[IECCOB MOJICPHU3ALINH, PA3BUTHE YEIOBEUECKUX PECYpPCOB, MHPOPMAITMOHHBIX TEXHOJIOTHH, 0a3 JaHHBIX
M CHCTEM, a TaKkKe pa3BUTHE KIMEHTCKOW 0a3bl M phIHKA, B KOHEYHOM mTOTe Takas (puHAHCOBas MOJEIb
OyXraiaTepcKoro ydera OTPa)kaeT B OTYETE 3TU COKPAILICHHS KaK YBEJIMYCHHE JOXOJOB, AaXKE €CIU OHU
(coxpareHus) Ha caMOM Jiejie MPUBOAAT K (PaKTHUECKOMY YMEHBIIICHHUIO 3allacOB aKTUBOB M BO3MOYKHO-
cTell co3manus Oyayiiell SKOHOMHUYECKoW ctoumoctu (economic value). Wmu, Hanpumep, KOMIaHUS MO-
KET MaKCHMHU3UPOBaTh KPaTKOCPOUYHbIE (PMHAHCOBBIC PE3YIBTATHI, MOBBIIIAS IEHBl M yXYALIas KaueCTBO
cepBuca. B KOHILIE KOHIIOB 3TO YBEJIMYHUT OTYETHYIO HPUOBLIb, OJHAKO CHHMXKEHHE YPOBHS JIOSUIBHOCTH
KJIMEHTOB U WX HEYJOBJIETBOPEHHOCTH CAENAl0T KOMIIAHUIO 0COOEHHO YSI3BUMOM Mepea KOHKYPEHTaMHU.

Eme npumep: kommanuss XeroX B cepenune 1970-x romoB sSBIAIaCh MOHOTIOJIHCTOM B KOIIMPOBA-
HUAW Ha TPOCTON mucuerd Oymare. X€roX HE mpojaBaja CBOM alapaThl, a NPEAOCTaBisAa UX B JIM3UHT,
MoJTydast TAKUM 00pa3oM JIOXOJ OT KaKAOW caenaHHoi komuu. [Iponaxu u mpuObUM OT IM3UHTA, a TaK-
e OT MPEAOCTaBJICHUS ClIEUANbHON OyMaru U TOHEPOB ObLIM HE IPOCTO BBICOKUMHU — OHU pocnu. Of-
HaKO MOKYIATEeIN IOMUMO BBICOKMX LIEH Ha KOMMPOBAaHUE ObUIM OY€Hb HEJOBOJIBbHBI YaCTHIMU HEUCIIPaB-
HOCTSMH H TTOJOMKaMH MAIIHH . BMECTO TOro 4To0BI HANPABHUTH YCHIINS HA COBEPIICHCTBOBAHHE alllia-
paToOB M COKpAIlEHHE 10 MUHUMYMa YHCIa M0JOMOK, MEHE)KMEHT KOMIIaHUU YBUJEN APYTYIO BO3MOXK-
HOCTb yIy4IIeHus (PMHAHCOBBIX PE3yAbTATOB: OBLIO PEIICHO HAYaTh MPSMBIC MPOIAXKH armapaToB X erox
U OPTaHU30BaTh PAa3BETBICHHYIO CETh MX OOCIYKHMBaHUA MPSMO HAa MECTE y MOKYIATENs, CO3JaB TaKUM
00pa3oM OTAENBHBIA LEHTP MOoJydyeHUs: IpuObU. EcTecTBEHHO, CIPOC HA TaKWe YCIyrd ObLT BBICOK, H
BCKOpE JTaHHOE TOJpa3/elieHHe CTajl0 MPUHOCUTH CYILECTBEHHYIO MPpHUOBLIL Komnanuu. bosee toro, mo-
CKOJIbKY B 0’KHJ@HUH NPEACTABUTENSI CEPBUCHOTO LICHTPA JIe1aTh KOMUHU ObLIO HEBO3MOKHO, MOKYMATENN
mpuoOpeTany 3amacHble KONMUPOBAJIbHBIEC ammaparhl. [Ipomaxu pocnu, a BMecTe ¢ HUMH pOcia U MpH-
Obuth. MTak, Bce (pMHAHCOBBIEC MOKA3aTENM, @ MMEHHO TPOIaXKH, IPUOBLUTH M JOXOJIHOCTh WHBECTUIIUH,
CBHUJIETEIILCTBOBAIN O BEICOK02(h(heKTUBHOM CTpaTeruu.

OpHako MoKyInaTelIu He UCIBITHIBAJIM 10 3TOMY [TIOBOAY HUKAKoro Bocropra. bonee Toro, onu Obuin
O4Y€Hb HElOBOJIbHBL. VIM He Hy)XHa Oblila JOTOJIHUTEbHAS YCIIyra, IyCTh AaXKe OTIMYHOTO KadecTBa. OHH
XOTEIM MUMETh HaJeXHble MalIMHBI 3a pa3yMHYIO LeHy. M mo3ToMy, Koraa SIMOHCKME U aMEpHUKAHCKHE
KOMIIaHUU-KOHKYPEHTBI CMOTJIM TIPEIJIOKUTH MAIIMHBI TAKOTO K€, & MOKET OBITh, Jajke JyYIIero Kade-
CTBa, KOTOpbIC HE JOMAaJIWCh M CTOWIM ropa3lo MEHbIIE, OHU OYKBaJbHO MOMAIM B OOBATHS OBIBLIMX
pa3oyapoBaHHBIX KIMEHTOB XE'OX. XeroX, oxHa mu3 Hambomnee ycrmemHbix kommanuii CHIA ¢ 1955 mo
1975 rox, mpakTudyecku pasopmiack. M TONBKO MO pYKOBOJCTBOM HOBOTO TPE3WIIEHTA, KOTOPBIA Mpo-
BO3IJIACKJI CTPATETHIO, HANPABICHHYIO HAa BBICOKOE KaueCTBO TOBApPOB U CEPBHCA, KOMIIAHUHU YAAJIOCh B
1980-¢ rop! COBEPIINTH PEUIAIOUIHIA TTOBOPOT.

B koHKypeHTHO# cpene (UHAHCOBBIC MOKA3aTeIH HE SBIAIOTCS aJeKBATHBIMU KPUTEPHUSIMHU IS
OLICHKM W HAIIPaBJICHUSI CTPATETMUYECKOTO ABMKEHHUS KoMIaHui. OHU JNEHCTBYIOT ¢ OTCTaBaHHUEM U HE
CTIOCOOHBI BOBPEMS OILCHHUTH MPHOBUIb MJIM YPOH, HAaHECEHHBIN NEATEIBHOCTHI0 MEHEIKepa B JaHHBIN
¢uHaHCOBBIN mepro1. PUHAHCOBBIE KPUTEPUH PACCKA3bIBAIOT TOJHKO YacTh UCTOPHUH O MPOLIE/IIEM Te-
pHOZE U HE Jal0T IPEICTABICHUS O TOM, KaKue AeWCTBUA HEOOXOIUMO NPEANpPUHATH 3aBTPa, MOCIe3aB-
Tpa, B Oyayiiem; AJisi TOro 4YToObl CO3/1aBaTh CTOUMOCTb.
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CBAJIAHCUPOBAHHAA CUCTEMA NOKA3ATENEWN

COanancupoBaHHas CUCTEMa MOKa3areyel 00ecreynBacT MEHEIKMEHT YHUBEPCAIbHBIM MEXaHU3-
MOM, KOTOPBIM MHTEPIPETUPYET MUPOBO33PEHUE U CTPATETHIO KOMIAHUM 4epe3 Habop B3anMO3aBHUCH-
MBIX MoKa3aresnel. Bece paboOTHHKN JOKHBI 3HATH CHCTEMY KOPIIOPATUBHBIX LIEHHOCTEW U MPHUHLIMIIOB.
Jn1st 5TOr0 MHOTHE TPEANPHUATHS pa3pabaThIBAIOT CTPATErHYECKHEe MEMOPAHIYMbI, B KOTOPBIX TaKkKe OT-
PEAeIIOTCS. CTPATErnYeCKUe PhIHKU U KIIFOUEBbIE IPOIYKThI, HanmpuMmep: «bbITh caMOll yCIEIIHOM KOM-
naHuel B aBuabm3Hece» WM «BBITh JIydIIMM (PUHAHCOBBIM HWHCTHTYTOM, TPEIJIArarolIuM HIHPOKHUIA
CIIEKTpP YCIIYT B BHIOPaHHOM CEIMEHTE PBHIHKa».

Takue MeMOpaHIyMbl JOJDKHBI BIOXHOBJISATH, OHH JIOJDKHBI HECTH B ce0€ dHEPreTHYeCKU 3apsii U
MOTHBAIIUIO 17151 Bcel KoMmaHuu . OJHAKO MPOCTO BIOXHOBIISIOIIMX MEMOPAHIYMOB WM JIO3YHTOB He-
nocrarouHo. Ilo cnoBam Ilutepa Cenre, «vHOTHE pYKOBOAWTENHM, 00safgas cOOCTBEHHBIM BHJIEHUEM
CTpaTeruu, He PacCHpPOCTPAHSIOT €0 Ha CBOMX IMOJYMHEHHBIX, XOTS 3TO TOJIBKO BOMPOC OTBETCTBEHHOCTH
— JIMYHOE BUJICHHE, KOTOPOE CTAHOBHTCS OOIIIAM, JACT HOBBIH MMITYIIBC PA3BUTHIO KOMIIAHHI' .

B kauectBe nmpumepa moxHo npusBectu Hopmana YamOep3a, reHepanbHOro YIpPaBISIOLIEro KoMIa-
Hueir Rockwater, 3aHuMaroleiicss CTpOUTENBCTBOM Ha MOABOAHOM Iienbde. OH MPOBEN JBYXMECIUHOEC
HCCIE0BaHUE CPEIN TON-MEHEMIKEPOB U MEHEIKEPOB MPOEKTOB, C TEM 4TOOBI pa3paboTarh MOAPOOHBIM
MEMOPaHIyM O CTpaTeruu KOMIIaHUHU. Bckope mocie 03HaKOMIIEHUS ¢ TOKYMEHTOM €My MO3BOHWII OJUH
13 MEHE/KEepOB mpoekTa ¢ OypoBoit miatgopmsl B CeBepHOM Mope: «Hopwm, st xouy, uToObl Bl 3HAMM: 51
MOJIHOCTBIO COIJIACEH C T€M, YTO HAIlMCaHO B MEMOpPaHAyME, U XO4uy paboTaTh B COOTBETCTBHUHU C HUM.
Ceituac 3necp — moii kmmeHT. Kak mue ceds Bectu? M BooO1IIe, YTO HYXKHO JI€aTh, ST IMEIO B BUIY KaXK-
IBIA T€Hb, YTOOBI HAIllA CTPATErus OCyHiecTBIIIACh?». Y UaMOep3 MOoHsII, 4TO MEKIY MEMOPAHIyMOM O
CTPaTErnuy U NPAKTUKOW CYIIECTBYET TUCTAaHIIUS OTPOMHOIO pa3Mepa.

CbanancupoBaHHas cucTeMa TpaHC(HOPMHUPYET CTPATETHIO B 33/1a49H M IOKA3aTENN, CTPYIITUPOBAH-
HBIE TI0 YETHIPEM pPa3IMYHBIM HANpaBICHHUAM, TaKUM Kak (DMHAHCHI, KIMEHTHI, BHYTPEHHHI OW3HEC-
mporecc, oOydeHre U noBbleHHe KBanupukamuu. OHa MPeroCTaBIsieT MEXaHW3M, SI3BIK I Paclpo-
CTpaHEHHUS CTPATErH, C IOMOIIBIO CUCTEMBI OIIEHOYHBIX KPUTEPHEB OHA HHOOPMHUPYET COTPYIHUKOB O
IBIDKYIINX (haKTOpax HacTOSIIEro u Oyaymiero ycrexa. @opmMynupys KOHEUHBIE pe3YIbTaThl H (PaKTOPHI
WX JOCTI)KEHUSI, TOTI-MEHEKEPhI CTPEMSITCS HAIPABUTh YHEPTHUIO, CIIOCOOHOCTH H PO (ecCHOHAIbHEIC
3HaHMs pA0OTHUKOB B PYCJIO JOCTUKECHHS JOJITOCPOUHBIX LENEH.

MHorue cunuTalT CUCTEMY KPUTEPUEB MHCTPYMEHTOM KOHTPOJISI IOBEAEHUS, C OJHOM CTOPOHBI, U
CPEIICTBOM OLICHKH PE3YJIbTaTOB AesTeNbHOCTH — ¢ Apyroil. Kak yxe OblJI0 OTMEUEHO B MEpBOil TIaBe,
nokazaremn CCII crnemyer HCMoONB30BaTh MO-APYroMY, TO €CTh KaK CpeACTBO (OPMYIMPOBAaHUS M pac-
MpoCTpaHeHnuss OM3HEC-CTPATETMH M KaK IOMOLIb B CO3/IaHMHU B3aMMOCBSI3U MEXKAY WHAUBUAYATbHBIMHU,
BHYTPUKOPIIOPAaTUBHBIMU M MEXBEIOMCTBCHHBIMH MHHMLIMATUBAMH JJISI JOCTHXKEHHS oOmeil uem. O1o
BOBCE HE O3HAYaeT, 4TO JAaHHAs CHCTEMa CTPEMUTCS yAEp>KaTh KOMIIAHHUIO B JKECTKHX paMKax yTBeEp-
XKJICHHOTO IlJIaHa, BBIMOJHSIS TakuM 0Opa3oM pojb TPaJWLMOHHOW KOHTPOJMPYIOIIEH CHCTEMBI. JTO
KOMMYHHUKATHBHAs, THPOpMAIIMOHHAst 1 00yJaromiasi, HO HA B KOEM Clly4ae He KOHTPOJHMPYIOIIas CUCTe-
Ma.

UYersipe coctapmsitounx CCII mo3BoisitoT 10CTHYD OalaHca MEXIY AOJTOBPEMEHHBIMU M KPAaTKO-
CPOYHBIMH IIENISIMH, MEXKIY JKeJIAeMBIMH pPe3yJIbTaTaMi M (aKTOpaMu UX JAOCTIDKCHHS, a TaKKe MEKIY
XKECTKUMH OOBEKTUBHBIMU KPUTEPUAMHU U 00Jiee MITKMMH CYOBEKTUBHBIMH MOKa3areisiMu. Ha mepBsiii
B3IJIS, MHOTOIIJIAHOBAs COATaHCUPOBAHHASI CUCTEMa MOKET MOKA3aThCs TOBOJIHO CIIOKHOM U 3aIyTaH-
HOM, OJJHAKO HA CaMOM JieJie, PAaBUJIbHO COCTAaBJICHHAs!, OHA OTPa)KaeT OOLIHOCTH LeNeH, TOCKOJIbKY BCe
MapaMeTpsl HalpaBJIeHbl HA BHIMOJHEHUE €IUHOM CTPATErvH.
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PuHaHCcOBas cocTaBnsioLwas

®unancoble nokazarenu coxpaHeHbl B CCII, MOCKOJbKY OHM OLIEHMBAIOT SKOHOMHYECKHE TO-
CIIEACTBHS NPEANPHUHSTHIX IEHCTBUM U SBJIAIOTCS MHAMKATOPAMH COOTBETCTBHS CTPATErH KOMITAHUH, €€
OCYIIECTBJICHUS 1 BOIUIOIIECHUS OOIIEMY IIJIaHy YCOBEPILIEHCTBOBaHUS Ipennpustus B nenom. Kak mpa-
BWJIO, (PMHAHCOBBIE IIETH OTHOCSTCS K MPUOBLIBHOCTH M U3MEPSIOTCSI, HalpUMep, OTepaiOHHON TPUObI-
JIBIO, TOXOAHOCTBIO 3aHITOrO KalmuTalla WiH, Kak 3TO ObUIO 0 HEAABHETrO0 BPEMEHH, J00aBICHHOW CTOU-
MOCTBIO. AJIFTepHATHBHBIMU (DMHAHCOBBIMHU LIEIIMH MOTYT OBITH OBICTPBIN POCT 00BEMa MPOJAK HIIH
TeHEepHUPOBaHUE TIOTOKAa HATMYHOCTH. B rimaBe 3 MbI OoJiee moApoOHO 0OCYANM B3aMMOCBSI3b MEXKIY OU3-
HEC-CTpaTeTueH, ee 3ajauaMy 1 TIOKa3aTeNsiMU (PMHAHCOBOM COCTABIISIOLICH.

KnueHTCcKkasa coctaBnsawowas

Knuentckas cocrapmsitomas B ceere CCII paccmarpuBaercs MeHeKepaMu Kak MOTPEOUTEIbCKas
0a3a U CerMEHT PBIHKA, B KOTOPBIX KOHKYPHPYET JaHHOE MPEANpPHUITHE, & TAKXKe KaK MOKa3aTelHn Pe3yb-
TaTOB €ro JICATEIIFHOCTH B LIEJIEBOM CETMEHTE phIHKa. Kak mpaBmiio, 3Ta COCTaBIAIOMAs BKIFOUAET B Ce0s
HECKOJIbKO OCHOBHBIX, HJIM 0a30BbIX, MOKA3aTeIe PE3yabTaTOB YCICIIHOTO MPETBOPEHUS B KU3HB Ipa-
BIWJIBHO C(HOPMYIMPOBAHHOW M XOPOIIO BBINOJHSAEMON crparernu. Croma BXOIAT YIOBICTBOPEHHE IIO-
TpeOHOCTEN KIMEHTOB, COXpaHEHHE MOTPEOUTEIbCKOW 0a3bl, MPUBJICUYCHUE HOBBIX KJIMEHTOB, JOXOM-
HOCTb, a TaKke 00beM U JI0JIS L[EJIEBOTO CerMeHTa pbiHKA. OIHAKO KJIMEHTCKas COCTaBJIAIOMIAs JOJDKHA
TaKkkKe BKIIOYATh CTIEIU(HUECKIE TIOKAa3aTeNM EHHOCTH MPEIIOKEHHIA, OydaeMbIX IOTpeOUTENeM Iie-
JIEBOTO CErMEHTa OT JAaHHOW KoMmaHwu. Peur mumer o Tex ¢axropax, KOTOpHIE SBISIOTCS BaKHEHIIUMU
IUTSl TIOTPEOHTENS B BOIIPOCE COXpaHEHHS JOsUIbHOCTH. Hampumep, U1 Hero 4pe3BblYailHO BayKHBI (ak-
TOPBI CBOEBPEMEHHOM JOCTaBKU WJIM JOCTaBKU B KOPOTKHE CPOKH; MOCTOSHHOTO MOTOKAa HOBBIX BUIOB
MPOAYKTOB HJIM YCIYT; CIOCOOHOCTH MOCTABILMKA HE TOJBKO NPEABOCXHUILATH HOBBIE MOTPEOHOCTH KIIH-
€HTa, HO M BO3MOXHOCTH YOOBJETBOPHUTHh MX. KIMEHTCKas cOCTaBIsOIas MO3BOJIIET MEHEIKepam
copMyIMpOBaTh CTPATETUIO, OPUCHTUPOBAHHYIO HA MOTPEOUTENS U 1IEJIEBO CETMEHT PhIHKA, TAKUM 00-
pa3oM, 4yToOBI B OyaylieM oHa oOecreynia NCKIIUUTENbHYIO JOXOJHOCTh. YeTBepTas riaBa noapoOHO
MO3HAKOMUT HAC C LEJISIMU U MOKa3aTesiMu KimeHTcko# coctasisitonieit CCII.

CocTaBnsiowas BHyTpPeHHUX 6U3Hec-npoueccoB

JanHast cocTaBisifoILIasl ONpeaesieT Te IIaBHeHIIne BHYTpEeHHHE OHW3HEC-TPOLECChl, KOTOpbIE He-

00X0IMMO JJOBECTHU A0 COBEPIICHCTBA. JTO MO3BOJIUT KOMIIAHUH:
pa3paboTaTh Takue OM3HEC-NPEeaJIOKEHUs] OTPEOUTENSIM, KOTOPbIE TIOMOTYT CO3/1aTh U CO-
XpaHUTh KIMEHTCKYIO 0a3y B LIEJIEBOM CEIMEHTE PhIHKA,
YIIOBJIETBOPUTH OKUIAHUS AKIIMOHEPOB OTHOCUTEIBHO BBICOKOH (PHHAHCOBOM JOXOIHOCTH.

[loka3zarenn naHHOrO HANMpPAaBJICHUSI COCPEAOTOUYEHBI HAa OLICHKE BHYTPEHHHX IPOLECCOB, OT KOTO-
PBIX B OTPOMHOM CTETIEHH 3aBHCHUT YIOBJIETBOPEHHE NMOTPEOHOCTEH KIMEHTOB U JOCTHKEHUE (PHHAHCO-
BBIX 3a[1a4 KOMITAHUH B IIEJIOM.

Cocrassromniasi BHyTPEHHUX OW3HEC-TIPOIIECCOB BBISIBIIIET /1Ba (DyHIaMEHTAIBHBIX Pa3IndHsi MEK-
ny TpaguinuoHHeiM noaxoaoM u CCII B onieHke AesTensHOCTH KOMIIaHuu. [Ipu TpaguliMOHHOM HOIXO0Je
JIeJIaeTCsl TOMbITKAa KOHTPOJIMPOBATh U COBEPIICHCTBOBATH CYLIECTBYIOIINE MIPOLIECCHI, MPUYEM 3TOT HOA-
XOJI MOXET JIa)ke BKJIIOUaTh KaueCTBEHHbIE M BpEMEHHbIE KpuTepuu. I TeM He MeHee KOHLENIuUs Tpaau-
LHOHHOTO MOAXO0Ja 3aKII0YAeTCsl MMEHHO B YIYYIICHHU YK€ CYIIECTBYIOIIETo Ou3Hec-mpouecca. Cuc-
TeMa, KaK IpaBuiIo, GOpMyIHpyeT aOCOIIOTHO HOBBIE MPOIIECCHI, C TIOMOMIBIO KOTOPBIX KOMITAHUS JI0JDK-
Ha JOCTHYb COBEPILICHCTBA, pemias ((MHAHCOBBIC 3a7]a4i U BBITIOJHSS TTOXKeTaHus norpeduteneii. Hanpu-
Mep, HeKast pupMa BAPYT OCO3HAET, YTO IS MPEABOCXHUINEHHS OyIyImMX MOTPEOHOCTEH KIMEHTOB WIIH
IUIA Pa3BUTHS HOBOTO HampaBiieHHWs] 0OCIYXKMBaHUS LEIEBBIX MOTpeOUTENel HeoOXoaumMo pa3paboTaTh
HOBBIN On3HEc-Tponecc. CoOanaHcupoBaHHAsT CUCTEMa IOKa3aTeNiell BRICBEUYHUBAET TE€ MPOLIECCH, KOTOPHIE
SIBJIAIOTCS PEIIAIOIIUMHE ISl YCIEIIHOTO BBIMOJHEHUS CTPATErny, MPUYEM 4acTh U3 HUX MOTYT BOOOIIE
HE UCIOJIb30BaThCs B JAHHBIA MOMEHT.

Bropoe otimuue cocrout B ToM, uro CCII paccmaTrpuBaeT HHHOBALMOHHBIE MIPOLIECCH KAK HEOTh-
eMJIEMYIO YacTh BHYTPEHHHX Ou3Hec-mporeccoB (cMm. puc. 2.1). XapakrepHoi 4epToil TpaJHUIHOHHOTO
MOAX0/1a SIBJIAETCS] MPEAOCTaBICHUE MMEIOIIMXCS MPOAYKTOB M YCIYr MMeroleMycs: kiueHty. Hamuro
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MONBITKA KOHTPOJMPOBATh M COBEPIICHCTBOBATH CYIICCTBYIONIUE OIEPAINH, CO3AIOIINE KOPOTKYIO
CTOMMOCTHYIO IIETIOYKY, KOTOpas HAYWHACTCS B MOMCHT IMOJTYdCHUS 3aKa3a OT CYIICCTBYIOIIECTO KIMCHTA
Ha CYIIECTBYIOMIMH MPOAYKT (YCIIyry) U 3aKaHYMBACTCS TOCTABKOW eMy 3TOro mpoaykra. Kommnanus cos-
JaeT CTOMMOCTH (IPOM3BOICTBO, IOCTABKa U OOCITy)KMBaHKE) 3a [IEHYy 00Jiee BHICOKYIO, Y€M IMOJIydaeT OT
MPOJIAK.

HHHOBALMHK Onepaumu
! 1
5 b
ane,ueneuu% Pazpa- y Pazeu- Mpons- YaosneTsopenne
noTpedHoCTEN GoTka ) THe ) PriHoK CepeMc noTpeoHoCTH
KNHEHTa / BDAUBD, KIHEHTA
| ! 1 ! 1|

CpoKM nocTynneHuA
Ha PbIHOK

Cucrena nocTaBoK (LENL NOCTaBOK)

busnec-ipounecc

MHHOBaLMOHHBIN DpoLiece
Pa3pabotka mpoxykra
PasButne nponykra

OrneparnOHHBIN MPOTIECC
IIpounsBoacTBo
MapkeTrHr

[TocnenpojaxHbIN cEPBUC
Pucynok 2.1. BHyTpeHnuii 6usHec-npouecc. Ilemouka co3gaHusi CTOUMOCTH.

Onnako ABmKymmMe (HaKTOPHI TOJTOBPEMEHHOTO (PMHAHCOBOTO YCIIEXa MOTYT CTaTh YCIOBHEM CO3-
JAHUSI COBEPLICHHO HOBBIX MPOAYKTOB M YCIYT, KOTOPbIE YAOBJIETBOPST BO3HUKAIOLIME MOTPEOHOCTH Ha-
CTOSIIIMX U OyaynmX KJIMEHTOB. IHHOBallMOHHBIE MPOLIECCH U JUIMHHAS LENOYKa CO3/1aHUS CTOMMOCTH
SIBIITIOTCS JJIS MHOTUX KOMITaHUH 00Jiee MOIIHBIMU CTUMYJIAMH ISl TOCTHIKEHUSI (PMHAHCOBOTO ycIexa,
YeM KPaTKOCPOYHBIN ONEpalMOHHBINA UMK [ TakuxX mpeanpusTHi COCOOHOCTh YCIICIIHO YIIPABIAThH
MIpOIIECCAMH Pa3BUTHUS HOBBIX NMPOJIYKTOB B TEUEHHE NMYCTh AAKE HECKOIBKUX JIET WM Pa3BUBATh BO3-
MOYHOCTH 3aBOCBAHMS HOBBIX KaTErOpUil KIMEHTOB MOXET OKa3aTbCsi 3HAUYUTENBbHO Oosiee BayKHOM IJIs
Oynymero ycrexa, 4eM 3pQeKTHBHOE YIIpaBJICHHE HACTOSIIUM ONEePAIIHOHHBIM MIPOIIECCOM.

Ho menemxepsl HEe CTOAT mepen BHIOOPOM MEXIY 3TUMHU JIBYMsSI BHYTPEHHHMH IMPOLIECCAMH, II0-
ckonbky CCII paccmarpuBaer 3afaud U KPUTEPUU KX BBIIOJIHEHUS KaK JJI1 MHHOBALIMOHHOTO IMKJA C
JIMHHOW MEeTOYKOH, TaK W JJIS IIUKIIAa ¢ KOPOTKOHM OIeparuoHHON 1emoykoi. ['maBa 5 cogepkutT MHOTO
MPUMEPOB TOTO, KaK KOMIAHUK (GOPMYIHUPYIOT 3aJa4d W OINPENEISIOT KPUTEPUH COCTABIAIONICH BHYT-
PEHHUX OM3HEC-TIPOLIECCOB.

CocTtaBnsilowan obyyeHUs U pasBUTUS NepcoHana

Yerepras cocTaBisionas cOaIaHCHPOBAHHOW CHCTEMbI TIOKa3zarteneil apdekTnBHOCTH onpenensieT
HHPPACTPYKTYPY, KOTOPYIO HAIJIEKHUT CO31aTh, YTOOBI 00ECIICUHTH JOJITOBPEMEHHBIE POCT U COBEPILCH-
cTBOBaHMeE. /[Be IpepIAyIIe COCTABISIONINE CUCTEMBI (JOpMYIMpOoBain (pakTopbl, HanboIee 3HaYNMBbIC
IUTA HacTosiero u oynymero OusHec-npoueccos. [Ipeanpusitiue Bpsaa in cyMeeT A0CTUYb JOJITOCPOYHBIX
Leel, MOJB3YICh TEXHOJOTHYECKUMH BO3MOXHOCTSIMH CETOTHSIIHErO JHS. ArpeccuBHas IioOanbHas
KOHKYpEHLUsI TpeOyeT OT KOMIIAHUK MOCTOSIHHOTO COBEPIICHCTBOBAHUS MPU CO3JAHUH CTOMMOCTH JJIA
KJIMEHTOB 1 aKLIHOHEPOB.

OpranuzanroHHoe o0ydyeHue U KapbepHbIA POCT UMEIOT TP TNIABHBIX UCTOYHHUKA: JIFOJU, CUCTEMBI
W OpraHM3alMOHHBIEC Tpouenypsl. [lepBbie Tpu cocTapistonIe cOATaHCUPOBAHHOM CUCTEMbI OOHAPYXKH-
BarOT OOJBIION pa3phiB MEXAY CYIIECTBYIOIIMMU BO3MOXKHOCTSIMH JIFOACH, CUCTEM U MPOLEAYp U TEMH,
KOTOpble TpeOYyIOTCS Al MPOphIBAa B AEIATEIbHOCTH. [ TOro 4toObl JTUKBUAMPOBATH 3TOT Hpobed,
MpEaNpUsATHE TOJDKHO WHBECTHPOBATh B IMEPEOOYUYCHUE TEPCOHANA, YCOBEPIICHCTBOBAHUE MH(OPMAIIH-
OHHBIX TEXHOJIOTUI U CHCTEM, CO3/aHME B3aMMOCBSI3H MEXY OPraHW3alMOHHBIMU MPOLEAYypaMH U eXe-
JTHEBHBIMH OTIepanusaMu. DTH 1enu popmyupyrorcs: cocrapistronieir CCII, koTtopas HazpiBaeTcs 00yde-
HUe U pa3BuTHe nepconana. [lomoOHO mapamerpaM KIMEHTCKOM COCTABIIAIOLIEH, MOKa3aTeld pas3zaeia
o0yueHHsI ¥ Pa3BUTHsI NPEICTABISIOT COOOW KOMILIEKC oOmmx KpurepueB (YIOBICTBOpEHHE PabOTOMH,
TEKy4eCTh MepcoHala, 00ydeHne, MOBhIIICHUE KBaM(UKaum) u crieinduueckux (HakTopoB, TAKUX KaK
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moApoOHBIN XapaKTepHBIN ISl JAaHHOW AESATEIbHOCTH HA0Op HABBIKOB U YMEHUN, HEOOXOIUMBIX B HOBOU
KOHKYpPEHTHOM oOctaHOBKe. [lokazaTeneM BO3MOXHOCTEH MH()OPMAIIMOHHBIX CUCTEM CIYXXHUT HATHIUE
CBOEBPEMEHHBIX TOUHBIX OLICHOYHBIX CBEJEHUI O KJIMEHTE U O BHYTPEHHUX OM3HEC-TPoLeccax, BaKHbIX
IUI1 TeX pabOTHHUKOB, KOTOPBIE YIIOJIHOMOYEHbI MPUHUMATh petieHrs. C MOMOIIBI0 OpraHU3alMOHHBIX
MPOLEAYP MOXHO NPOAHATU3UPOBATH, HACKOJIBKO MOTHUBALMS KAXJIOTO COTPYAHUKA KOMIIAHUH COTJIACY-
eTcsa ¢ o0Imei cucreMoil (hakTopoB, HANpaBJICHHBIX HA AOCTIKeHHE ycnexa. [logpoOHee moroBopum 06
3TOM B ri1aBe 6.

B memom CCII nepeBoauT 001I€e BUICHUE U CTPATETHUIO KOMIAHUH B I U 33/1a4d C TTOMOIIHIO
cbamaHcupoBaHHOTO Habopa cocrapisomux. CoanancupoBaHHAs CUCTEMa MTOKa3aTeneld — 3TO mapamer-
PBI TOCTHXEHHSI JKENAEMBIX PE3Yy/IbTaTOB U MPOLIECCOB, KOTOPbIE MPUBOIST K TUM PE3yJbTaTaM.

B3AMMOCBS3b NOKA3ATEJNIEU CCN C EQUHON CTPATEIMEN

MHorre KOMIaHu1, BO3MOKHO, YXKe MOJIB3YIOTCS Ha0OpOM (DMHAHCOBBIX M HE(HMHAHCOBBIX ITOKA3a-
TeJen At OOILIEHHs C COBETOM JUPEKTOPOB U B OTYETaX PYKOBOJACTBY. Y CHJICHHOE, OCOOEHHO B MOCIE-
HUE TOJbI, POKyCHPOBaHHE Ha WHTEPECax KIMEHTA W KadeCTBe OM3HEC-TPOIIECCOB NMPUBEIO K TOMY, YTO
PYKOBOJCTBO CTajO OTCJIC)KMBATh I1OKA3aTEM, KacalolIMecs YPOBHS YIOBJICTBOPEHHUS HYXKJA KIHMEHTA,
MpeTeH3ui, MpoleHTa Opaka MPOAYKIIHH, KOJINYeCTBA HECBOEBPEMEHHBIX IMOCTABOK, U MH(POPMUPOBATH
nepcoHan o HuX. Hexoropeie (panirysckue ¢upMel, Harpumep, papadbotamu u yxe 6onee 20 ner uc-
MOJIB3YIOT CIICIUAIBHYIO BEIOMOCTh OCHOBHBIX ITOKa3aTenei 23 PEeKTUBHOCTH KOMITAHUH, TIOMOTAIOITYIO
MEPCOHATY <IIMJIOTHPOBATHY» MPEATIPUATHE, OTPEACTAs KIF0UeBble (PaKTOpPHI ycriexa, B 0COOEHHOCTH T€,
KOTOPBIE MOYKHO OLIEHUTH KaK (pru3muecKkue mepeMeHHbe . MOKeT JIn ToJ00Hast BEAOMOCTh (PMHAHCOBBIX
1 He()MHAHCOBBIX IMapaMeTpoB OBITh HcTOYHUKOM co3nanus CCII?

Ham omeit cBugerensctByet, uto CCII — 3T0 HeuTo Gosbluee, 4eM NPOCTON HAOOp BaKHEULIMX
MoKa3aTeield Win OCHOBHBIX (DakTOpOB ycriexa. MHOTOIUIAaHOBBIE WHAWKATOPHI B TIPABUIILHO ITOCTPOCH-
HOH crcTeMe JIOJDKHBI COCTOSITh U3 B3AaUMOCBSI3aHHBIX I€JIeH M OLIEHOYHBIX KPUTEPUEB MX IOCTHXKEHUS,
MOCJICAOBATENbHBIX U JONOJHIOMUX Apyr apyra. O6pazno rosopsi, CCII — 310 TpeHaxep camosera, a
He mpocTto mpubopHas nocka. [logoOHO STOMy TpeHaxkepy, CHUCTeMa IOCTpOeHa Ha TNPUYUHHO-
CIICZICTBEHHBIX CBA3SIX MEXIY TAKUMH BaKHEHIIMMH MEPEMEHHBIMH, KaK JBHUKEHHE, OTCTAaBaHUE, METJIN
o0OpaTHOHM CBSI3M, KOTOPBIE XapaKTEpPHU3YyIOT IUIAH IOJIeTa, TpaekTopuio crparernu. COagaHCHpOBaHHAsS
crcreMa mokaszareneil 3PEeKTHBHOCTH — 3TO B3aUMO3aBUCHMOCTh IMPUYHHHO-CIICICTBEHHBIX CBS3EH C
KPUTEPHUSAMH OLIEHKH PE3yAbTaTOB U (JaKTOPOB UX JOCTHKCHUS.

anI‘-IVIHHO-C.He,D,CTBEHHbIe cBA3N

Crparerust — 310 HAOOp HEKHX TUIOTE3 O MPUYUHAX U CIeACcTBUAX. CHCTEeMa OIEHKH JOJDKHA YeT-
KO U SICHO MPEJICTaBUTh COOTHOUICHHS (TMIIOTE3bI) MEXKIY IEISIMUA U KPUTEPUSMH UX TOCTIIKCHUS B pa3-
JMYHBIX HAMpPaBICHHUAX, YTOOBI OHU OBUTH pEeATbHBIMUA U UMHU MOXHO OBUTO ynpaBisTh. Llenms mpuanHHO-
CJICZICTBEHHBIX CBA3EH, SBISISICH OCHOBHBIM npuHImNoM nocrpoenus: CCII, npoHn3bIBaeT Bce ee cocTaB-
nsromue. Hampumep, 70XOMHOCTH OCHOBHOTO KanuTalla MOXKET OBITh OJHHUM M3 TOKa3aTenei gpuHaHco-
BoH cocraBisiomed. GakTopoM AEATEeIbHOCTH, OLICHUBAIOIIUM 3TOT MOKAa3aTelb, MOKET ObITh IIOCTOSH-
HBI WIN YBETMYUBAIOIINNCSH 00BbEM MPOJaX KIMEHTaM, CBUACTENBCTBYIONMA O BBICOKOM MHJIEKCE I10-
Tpedurenbckoro aoBepusi. Takum oOpa3oM, JIOSUTBHOCTh KJIMEHTOB — 3TO TOT MOKa3aTeslb KJIMEHTCKOM
COCTaBIISIONIEH, KOTOPBIH Oka3biBaeT cuibHoe BiausHue Ha ROCE. OqHako kakumu cpeicTBaMu KOMIa-
HUSI IOCTUTACT JIOSUTBHOCTH KIMEHTOB? OKa3bIBaeTCsl, JaKTOpP CBOCBPEMEHHOM JI0CTaBKH 3akasa (On-time-
delivery, OTD) siBisieTcst OTHMM M3 OCHOBHBIX MPEANOYTECHUI OTpeOuTes. Mtak, J0sIIbHOCTh KIIMCHTOB
— 9TO PE3yNbTaT MOCTOSTHHOTO coBepmeHcTBoBanust OTD, 4T0, B CBOO 0uepens, BiIeUYeT 3a coboit Ooree
BBICOKHE (PMHAHCOBBIE pe3ynbTarhl. CiienoBaTebHo, 00a MoKa3aTens — U JOSIIBHOCTD MOTpeduTeneit, u
OTD — B3aumocBsizanbl B KimeHTCKO# coctaisromeir CCII.

Hanee. Kakue BHYTpeHHHE MPOLECCH HEOOXOAMMO YIYUYIIHTh, YTOOBI AOCTHYb BBICOYANIIETO
ypoBHst OTD? [Ins 3TOT0, BO3MOXHO, MMOTPEOYETCS COKpAIICHHE BPEMEHHBIX ITUKIOB B OMEPAlMOHHBIX
mporeccax M BHICOKOE Ka4eCTBO BHYTPEHHHUX IPOLECCOB, TpudeM 00a (hakTopa MOTYT OBITh IMOKa3aTes-
MH COCTaBJISIIOLICH BHYTpEHHHUX Ou3Hec-mpoueccoB. Kakum ke 00pa3oM KOMITaHUS BBIIOJIHHUT 3TH Tpe-
6oBanus? OOyuast M COBEpPIICHCTBYS HABBIKUA M YMEHUS PAOOTHUKOB, TO €CTh CTaBS I1€JIb, KOTOPAs MOXKET
OBITh 3a()MKCHPOBAHA B COCTABIIIONICH 00yJeHUS W pa3BUTHs MepcoHana. Mbl BHIUM, KaK BCS IIEMTOYKa
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MPUYUHHO-CIIEACTBEHHBIX CBS3€H B BHUJIE BEPTHKAIHHOTO BEKTOpPA OTPAKEHA BO BCEX YETHIPEX COCTAaB-
sitrorux CCIT:
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AHanornyHas cxema LEMOYKH KyCIyru—IpHObUIE>» ObliIa OonKcaHa B OAHOW U3 paboT, rae 0cobo
MOAYEPKUBAIOTCS] MIPUYUHHO-CIEACTBEHHBIE CBS3M MEXIY YIOBJIECTBOPEHHOCTHIO PAOOTHHKA, KIMEHTA,
JNOSUTBHOCTBIO KIMEHTA, 0JIei PEIHKA i, HAKOHEI, (PMHAHCOBBIMHU PE3y/IbTaTaMIL" .

Wrak, npaBunbHo paspaboranHas CCII momkHa MpencTaBisTh IENOCTHOE HM3JIOKEHHE CTPAaTeruu
KOMITaHUHU U YETKO ONPEAENSTh NOCIEA0BATEIbHOCTh THIIOTETHUYECKUX TPUUUHHO-CIIEICTBEHHBIX CBA3CH
MEXIy KPHTEpUSMHU PE3yNbTaTOB M JIBWKYMHUMHU (hakTopamMu MX HOcTHKeHUs. Kaxmplii moxasarenb,
BrimoueHHBIN B CCII, gomkeH ObITh 3B€HOM B LIETIH NPUYMHHO-CIEACTBEHHBIX CBS3€H, KOTOpas JOBOIUT
JI0 CBEJEHUS BCeX paOOTHUKOB KOMIIAHUH CMBICII €€ CTPaTeTHH.

CbaKTOpbl AOCTUXeHUuA pe3ynbTaTtoB

[IpaBunbHO cocTaBneHHas cOallaHCUPOBAaHHAS CHCTEMA JIOJDKHA OBITh HEKMM KOMILJIEKCOM IOKa3a-
TeNell pe3ynpTaToB M (PaKTOpOB, COCOOCTBYIOMIMX UX JOCTHKEHHUIO. be3 ykazaHus 3tux (akTopoB He-
BO3MOYHO TOHSTb, Kakue ObLIM JOCTUTHYTHI UTOrH. Kpome Toro, ¢ moMouisio TONBKO MOKa3zaTenel He-
BO3MOYKHO OLICHUTh Ha PAaHHMX 3Tallax, HACKOJIBKO YCIEIIHO OCYIIECTBISIETCA cTparerusi kommnanuu. 1
HA000pOT, Takue (PaKTOPHI, KaK MPOJIODKATEIBHOCTh BPEMEHHOTO [IUKJIA HJIM IPOLCHT Opaka (Jucio je-
(eKTOB HAa MWUIMOH H3/eNuil), 6e3 mokasareiell pe3yJbTaTOB MOTYT CHOCOOCTBOBATH OCTHIKCHUIO
KpaTKOBPEMEHHBIX ONEPALMOHHBIX YIYYLICHUH, HO HE OTPA)KAIOT UX BJIMSHUE HA COCTOSIHUE KIMEHTCKOU
0a3bl M, COOTBETCTBEHHO, HAa (prHAHCOBBIE pe3ynbTarhl. Xopomo paspadotannas CCII momknaa BKIIOYATh
cOaJIaHCUPOBAHHBIN KOMILICKC PE3yJbTaToOB (MHIMKATOPBI YK€ CICIAHHOTO) U (PaKTOPOB TOCTHIKCHUSI
Oyaymux pe3ynbTatoB (MIOKa3aTeNu TOro, 4To OYAET CACIAHO).

I'maBa 7 paszBuBaer temy ¢ Toi ToukH 3peHus, uto CCII — 3T0 He MpocTO HeKast KOJUIeKus (u-
HAHCOBBIX W He()MHAHCOBBIX Moka3zareiel. OHa MOJDKHA TPaHC(HOPMHUPOBATH CTPATETHUI0 KOMIIAHHH BO
B3aMMOCBSI3aHHBIA HA0Op MOKa3aTejel, KOTOPhIE OMPEACISIOT KaK JA0JITOCPOUYHBIC e, TaK U MEXaHH3-
MBI HX JIOCTHXKEHHUSI.

CNEAYET NN UCKNIOYNTb PUHAHCOBBbLIE NOKA3ATEJIN U3 CCIN?

B camom nn nene guHaHCOBasS KOMIIOHEHTa COATaHCHPOBAHHOW CHCTEMBI TIOKa3aTeNle Tak Cylie-
CTBEHHA [T JOCTIIKEHHSI JOJITOCPOYHBIX pe3ynbTaroB? Kak yke oTMeuanoch, HEKOTOPBIE KPUTHKH YC-
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MaTpPUBAIOT NMPUYNHY KPATKOCPOUYHOW OPUEHTALMH MHOTUX MEHEKEPOB B CTPEMJICHHH JOCTUYh TaKUX
(MHAHCOBBIX IENIeH, KaK TOXOTHOCTh OCHOBHOTO KaluTasia, IpUObUIb HAa aKIUIO WK TaKe TEKyIIast IeHa
akun. HekoTopple KPUTHKH BBICTYMAIOT 32 MOJHOE UCKIIOYCHNE (PMHAHCOBBIX MOKa3aTeNel Kak KpuTe-
pust 3dpdexTuBHOCTH KOMIaHuu. VX apryMEHT COCTOMT B CIEIYIOMIEM: CETOJHS B YCIOBHIX BBICOKOpA3-
BUTBIX TEXHOJIOTUH W KECTOYaWIIell KOHKypeHIUH (PMHAHCOBBIC MOKA3aTeM HE MOTYT B IOJHOW Mepe
CIIY)KHUTh Hampasisifomeld ycrexa. OHM JMIIb MOOYKIAI0T MEHEIKEPOB CKOHIICHTPUPOBATh YCHIINS Ha
MOBBIIICHUN YPOBHSI OOCTYKUBaHHS MMOTpEOUTENeH, KauecTBE, BDEMEHHOM LIMKIIE, a TaKXKe KBaTH(HKa-
MU ¥ MOTHBAIIMH TIEpCOHaNa. B cOOTBETCTBUU C 3TO TeOpHel, CTOUT TOIBKO KOMIIAHUU TPOBECTH (QyH-
JaMEHTaJIbHBIE YCOBEPIICHCTBOBAHMUS, 1 (PMHAHCOBBIE TIOKA3aTENN YITYdIIIaTCsl CaMU 110 cee.

He Bcem ymaeTcs mepeBecTH COBEPIICHCTBOBAaHHE KadyecTBa M pabOTHI C KIMEHTaMHU B TUIOCKOCTh
KOHEUHBIX (PMHAHCOBBIX PE3yAbTaTOB. PaccMOTpUM mpuMep OIHOW AIIEKTPOHHOW KOMITAaHWHU, KOTOpasi ¢
1987 mo 1990 roj moCTHIIA BICUATIISIONIUX PE3YyIbTaTOB B MOBHIIIICHUN KaYeCTBA M B 00JIACTH CBOEBpe-
MeHHOH nocraBku. Ilokazarens Opaka cHusmics no 10%, BeIpydka yaBOHIIAch, a MPOLEHT HECBOEBpE-
MeHHo# nocrasku ynai ¢ 30 1o 4%. OmHaKo 3TOT MPOPHIB B 00J1aCTH Ka4ecTBa, MIPOU3BOAUTEIHLHOCTH H
cepBHUCa HE MMPUHEC HUKaKUX ()MHAHCOBBIX BBITOJ. bosiee TOro, B TEUSHHE TOTO K€ TPEXJIETHETO MepHoIa
KOMIIaHUs, KOTOpasi paHee CUMTANACch MPOIBETAONICH, HE TOJBKO HE ymydlmia (PUHAHCOBBIE IMOKa3aTe-
JM, HO Y TIPUHECA pa30v4apoBaHie akKMoHepaM, 00HAp Y)KUBIIKAM, YTO IIeHbI Ha akiuu ynami Ha 70%.

Kak morno mpownsoiitTu Takoe aHoManbHOE siBJIeHHE? OTPOMHBIN MOJIOKUTENBHBIH (P dekT oT MHO-
THX MPOEKTOB MO YIYYIICHHIO KAa4eCTBAa W TOBBIIICHUIO MPOW3BOAMTEIFHOCTH PACHPOCTpaHSACTCS Ha
MpeanpusTHe B 1eJoM. Ecim Takne KoMIaHny, Kak 3Ta JIEKTPOHHAs!, ONMMCAHHAs B HAIlleM IpuUMepe, co-
BEPIICHCTBYIOT Ka4€CTBO U CBOCBPEMEHHOCTH IOCTABKH, OHH SKOHOMSIT Ha JOTIOJHUTEIBHBIX U3JIEPKKAX
MTOBTOPHOTO KOHTPOJISI KA4eCTBa | nepepaboTKu OpakoBaHHOM MPOIYKINH, a TakKe Ha pacxo/ax Ha Cre-
[UAIBHBIN TIEPCOHAN, KOTOPBIA MEepeIUIaHupyeT W OCYIIECTBISET TOCTAaBKY MPOCPOUYEHHBIX 3aka3oB. B
[eJIOM, KaK TOJBKO KOMIIAHHS JIMKBUAMPYET JUIIHUE 3aTPaThl U Opak, mepecraer nepepadaTeiBaTh Je-
(eKTHYIO TPONYKINIO, 3aHIMAThCS MEPEIUIAaHUPOBAHUEM M MEPENPOCKTHPOBAHUEM W HaYMHAET obectie-
YUBaTh OOJIBIIYIO WHTETPALUIO0 MEXKIy IMOCTABIIUKAMH, BHYTPEHHUMH OTEpAIMsIMA M KIMEHTaMH, OHA
CTaHOBHUTCS CIOCOOHOHN IMOJyJaTh TE K€ PE3yNbTaThl ¢ HAMMEHBIIMMU 3aTpaTaMmu pecypcoB. OHAKO B
KPaTKOCPOYHOM M CPETHECPOYHOM MEPHOJIaX Y)Ke 3aIUNIAHMPOBAHO 00s3aTeNIbHOE ydacTre OOJIbIINHCTBA
aKTHBOB KOMITAaHUH. DTO IMOJIOKEHHUE YacTO 0003HAYAIOT TEPMUHOM WIOCTOSHHBIE 3aTpaThl». TakuMm 00-
pa3oM, CHIDKEHHE BHYTPEHHETO CIpOca Ha PECypChl CO3/1aeT HEUCIOIb30BaHHBIE MOITHOCTH, HO CYIIECT-
BEHHOTO COKpAIICHHUS PACX0/I0B HE MPEATIOIATacT.

A Kak HacyeT COBEPIICHCTBOBAHMS CEPBHCA, HAIPUMEP BBITIOJHEHUS 3aKa30B MPH MOJIHOM OTCYT-
cTBHUH Opaka M TOYHO B cpok? Ecr 00'beM Mpojjak HEBEIMK HIIM YMEHBIIAETCS, TO KOMITaHHSI HE CMOKET
BO3HArpaguTh CBOMX JIyYIIUX MEHEIHKEPOB, PACIIMPSS COBMECTHBIH OM3HEC. DIIEKTpOHHAs KOMITaHUS,
yIoMUHaeMasi BbIlle, ObUIa MOCTABIIMKOM HOMEP OJUH JUII MHOTHX CBOUX KJIIMEHTOB, KOTOPBIE 3a4aCTyIO
CTPEMSATCS UMETh OJHOTO JIM JIBYX 3allacHBIX IMOCTABIIMKOB, YTOOBI HE CTABHUTH C€0Sl B 3aBHCHMOE I1O-
JIOKEHUE OT €AWHCTBEHHOTO MapTHepa. Ecim KimeHTH He MOTYT MJIM HEe XOTST PacIIipsATh CBOM OM3HEC ¢
TEM WJIM MHBIM MOCTABIIMKOM, a OH, B CBOKO OUepellb, HE HAMEPEH COKPAIIATh YKCIO pAOOTHUKOB (YTO Ha
caMoM Jiesie He JIMIICHO CMBICHA, MOCKOJIbKY OHHM OBUIM MCTOYHHKOM YIydIICHHS KauecTBa, MOBBIIICHHUS
MPOM3BOIUTENIBHOCTH M COBEPIICHCTBOBAHHS OOCITY)KHBaHHsI KIIMEHTOB), TO ONEPAIMOHHBIC YCOBEPIICH-
CTBOBaHUS HE TaK JIETKO TEPEBECTH B IUIOCKOCTh YBEJIWYCHHS JOXOTHOCTH. YIydIIeHHbIE (PUHAHCOBBIC
MOKa3aTeld — 3TO HE aBTOMATUYECKUH Pe3yJbTaT MpOrpamMM OIEPalMOHHBIX NpeoOpa3oBaHMiA, HaIle-
JICHHBIX HA TIOBBIIIEHUE KAYECTBA M YMEHBIIICHHE BPEMEHHOTO [IUKJIA.

Perynspusie (mHAHCOBBIC OTYETH M (PMHAHCOBBIE TIOKA3aTENN JOJDKHBI ITO-TIPEKHEMY UTPaTh 3HA-
YUTEIBHYIO POJib, HAIOMUHAS PYKOBOJACTBY KOMITAaHUH, YTO YITY4IICHHBIE KaUe€CTBO, CPOKHU BBITIOTHEHHS
3aKa30B, MPOM3BOIUTEIHHOCTh U PA3BUTHE HOBBIX MPOIYKTOB SBISIIOTCS CPEICTBOM JOCTHKEHHS II0-
CTaBIICHHOU II€JIM, HO HE CaMOH IIebi0. Takue yCOBEPIICHCTBOBAHMS MPUHOCIT KOMIIAHUU BBITOAY TOJIb-
KO TOTJa, KOTJa MePEHOCATCS B TUIOCKOCTh YBEIMYEHHUSI 0ObEMOB MPOJIaXK, COKPAIICHHUS OTEPalluOHHBIX
pacxomoB wiH Oosiee 3()(HEeKTUBHOTO HCIOJIB30BaHUS aKTHBOB. He Bce MONTOCPOYHBIE CTpATErHy SBIIS-
totcst npubbUTbHBIME. B 1980-x ronax kopnopaiu |BM, Digital Equipment Corporation u General Mo-
tOrs He UCTIBITHIBAII HEJOCTATKA B JOJITOCPOYHBIX CTPATETHSIX. DTH KOMIIAHUA MHOTO MHBECTUPOBAIH B
MPOJABHHYTHIEC TIPOU3BOJICTBEHHBIC TEXHOJIOTHH, Ka4eCTBO, a TAK)KE HAyJIHBIC MCCICIOBAHUS U Pa3BUTHE.
OnHako uX MOJenh OU3Heca M BHIICHHUE ITyTeH TOCTIKECHHUS yCIeXa OTIMYAIUCH OT COBPEMEHHBIX Tpebo-
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BaHUU PHIHKA. DT KOMITAHWK CBOCBPEMEHHO HE PAClO3HAM, YTO HEaJCKBATHOCTh OIICHKM WHBECTHUIIU-
OHHOM CTPATETWH ¢ MOMOIIKI0 (DMHAHCOBBIX IMOKa3aTelie €CTh MOIHBIA CUTHAJI K HEOOXOIMMOCTH TIepe-
CMOTpa OCHOBHBIX CTpPaTeTHYECKHX IMOJIOXeHHM. HeynauHas MOmbITKA KOHBEPTHUPOBAThH YIYUIICHHYIO
OTICPAITUOHHYIO JICATEIBHOCTh B YIYYIICHHbIC (DMHAHCOBBIC PE3YJIBTAaThl JIOJDKHA 3aCTaBUTH TOT-
MEHE/PKMEHT TIEPECTPOUTh CTPATETHIO KOMITAaHWU WU TIJIaH e¢ pean3allii.

[MpennpusTs, cephbe3HO YCOBEPIICHCTBOBABIINE CBOIO OMEPAIMOHHYIO JIEATEIBHOCTD, JTOJKHBI
OTIPE/ICITUTh, KaK YBEIUYUTh 00HEM MPOJK WUMECIONIUMCS KIUCHTaM, KaK MO3WIIMOHUPOBATh Ha PHIHKE
HOBBIC BUJIBI TIPOJYKTOB M KaK MPEJCTaBUTHh CBOM NMPOAYKTHI M YCIYTH HOBBIM KJIMEHTaM W CEIrMECHTaM
pBIHKA. DTH HOBBIC CETMCHTHI PHIHKA, PAHEE HEIOCTYITHBIC JIT KOMIIAHHH, MOTYT TIPEIOCTABUTh IIEHHBIX
KIMEHTOB, TIOCKOJIbKY OHA JIOCTHTJIA BBIAAIOIINXCS PE3YAbTATOB B CHYDKCHUH IICHBI, YAYYIIICHUN KadecT-
Ba, COKpAIICHUH CPOKOB JIOCTABKU W TPEJOCTABICHUH YCITYT KITHCHTAM.

BcecTtoponHss cucTeMa OIISHKH M yIIPaBJICHUS JODKHA YETKO YKa3bIBaTh, KAK COBEPIICHCTBOBAHHE
OTICPAITUOHHOUN JEATENLHOCTH, OOCITY)KHUBAaHUS KJIMCHTOB W CO3JIaHUS HOBBIX MPOJYKTOB CBSI3aHO C
yJIydieHueM (HHAHCOBOM ACATEIBHOCTH TOCPEJACTBOM POCTa 00bheMa MPOJIaXK, OTIEPAIMOHHON NPUOBI-
JIM, YCKOPEHHSI 000paunBacMOCTH KaluTaa, COKpaleHUs OTICpallMOHHbIX pacxooB. CoaancupoBaHHAs
CUCTEeMa IoKa3zarejeld JOJDKHA COXPAaHUTh aKICHT Ha (DMHAHCOBBIX pe3ylibTaTaX. B HWTOre MPHUYUHHO-
CJICZICTBCHHBIC CBSI3M BCEX €€ IMOKa3zareled JOJDKHBI ObITh MPUBS3aHbI K (PMHAHCOBBIM IeisM. CrcteMa
COXpaHSET BCe MPEUMYIIECTBA, OCTABIIASA (DUHAHCOBBIC MOKA3aTEIM KaK KOHEUHBIC PE3YJIBTAThI, OJHAKO
0e3 Tex MpeyBeNMUCHUH M MCKaXCHHH, KOTOPBhIe HEM30EKHO BO3HUKAIOT, KOTJa UCKIFOYHTEIBHBIA YIOP
JIeNaeTCs Ha YIydIIeHUEe KPAaTKOCPOYHBIX (PMHAHCOBBIX MOKa3aTeleH.

YETbIPE COCTABNAOLWUNE: NOCTATOYHO JIK 3TOr0?

UYersipe coctassitouie CCII Obun pazpaboTanbl TakuM 00pa3zoM, YTOOBI YIOBIETBOPUTH TPeOO-
BaHHUSI CaMbIX Pa3HOOOPa3HBIX KOMIIAHUH M OTpaciiell MpOMBILUIEHHOCTH. OAHAKO 3TH COCTAaBIISIOLINE
SIBJIAIOTCA 00pa3uom, a He 1orMoil. He cyiecTByeT Takoii MaTeMaTHYeCKON TEOpPEMbI, KOTOpasi Moriia Obl
noKa3aTh, 4To 4eThipe cocrapisitomre CCII Heobxoaumel u 1octaTouHbl. JJo cuX mOp BCTpeUyaroTcs: KOM-
MaHUH, KOTOPBIE UCIIOJB3YIOT B CBOEH OTYETHOCTH MEHbILE YETHIPEX HAIpaBJICHUH MM, HA000POT, B 3a-
BHCHMOCTH OT BUJA JCATEIBHOCTH M CTPATErMH KOMIIAHUH, HYKJAIOTCS B JOMOJHUTEIBHBIX COCTaBIISIIO-
mmx. Hampumep, ecTb MHEHHE, 9YTO, HECMOTPS Ha TO 4TO cOANaHCHpPOBAaHHAsI CHCTEMa MoKa3aTenei Gop-
MaJbHO NPU3HAET MHTEPECHl aKIMOHEPOB M KIMEHTOB, MHTEPECHl APYIHMX HEMAaJIOBAKHBIX JAeprKaTenen
aKUWH, TAKUX KaK COTPYAHMKH KOMIIAHUM, MOCTABIIMKA M COOOILIECTBO B IIEJIOM, B HEE HE BKIIIOUEHBI.
Beccniopno, unTepecsl pabOTHUKOB KOMIAHUM YYUTHIBAIOTCS B TAKOW COCTABILIOLICH, KaKk 00ydeHHE U
pa3BUTHE TepcoHala. AHAJOTHYHO, €CIM TMPOYHBIE OTHOUICHHSI C MOCTABIIMKAMH SBISIIOTCA YacThIO
CTpaTernu, HalpaBJICHHON Ha MPOPHIB B TOCTIKCHUN (PMHAHCOBBIX PE3YIHTATOB U B pabOTe C KIMEHTa-
MU, COOTBETCTBYIOLIME IOKa3aTelid HEOOXOOUMO BKIIOUHUTH B COCTABISIIOLIYI0 BHYTPEHHUX OHU3HEcC-
npoueccoB. ONHAKO Mbl HE CUMTAEM, YTO BCE [TOKA3aTENH, CBSI3aHHBIE C IEP)KATEIAMU aKI1il, aBTOMAaTH-
gyecku crnenyet Bkmodate B CCII. Ee mokaszateny MODKHBI OIICHUBATh T€ (DaKTOPBI, KOTOPHIE SBISIOTCS
3aJI0TOM KOHKYPEHTHOTO IIPEUMYIIECTBA U IPOPHIBA KOMIIAHHH.

JaBaiiTe pacCMOTpPUM 3TO Ha MPUMEPE HEKOEr0 XUMUYECKOTO NPEANPUATHS, KOTOPOE PEILUIO BBE-
cti B CCII HOBYIO COCTaBJISIIONIYIO, OTPAXKAIOIIYI0 TPO0JIEMy OXpaHbl OKpYyXaroliel cpeasl. Mbl Bo3pa-
3WIIH:

Daxkmop coxpaneHus oKpyxcaroweu cpedvl OueHb eadiceH. Komnanuu
00JICHBL COOI00AMb COOMBEMCMEYIOWUE 3AKOHbL U NPABUTA, HO MO He
ABNAECMCST HEOCNOPUMBIM O CHOBAHUEM OJisL CO30AHUSA KOHKYPEHMHO20 npe-
umMyujecmaa.

N nonydnnn HEMEIIEHHBIN OTBET OT IUPEKTOPA U CTAPIINX MEHEKEPOB:

Mpui He coenacuvi. Hawa dmpma HAXo00UmMcsi 0O NOCMOSHHbIM HCeCKUM
oasnenuem 06W€Cﬂ16€HH00mu mex pecuoHoe, 6 Konopbuvlx Mbvl 6edem busHec.
Hawa cmpamecusl cocmoum He 6 nmom, umobvl npocmo cob00amp 3aKo-
Hbl U npasujia ujiu ebl2A0emb 3AKOHONO CYWHbIMU 2paofcdanamu, a 6 mom,
umobwl Hac 60CNpUHUMAIU NPOCMO KAK YlEeH06 0006%;6011’1661, Komopble
cozoaiom Xopouio oniadueaembvle HaoedcHble pa6014ue Mecma u 3ab6omsam-
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cs 0 cocmosiHuu oKpyscaiowell cpedvl. Eciu npasuna yycecmouamcsi, He-
KOmopble Hauu KOHKYPEeHMbl, CKopee 8ce20, NOMEPsIiom Ce0ll busnec, a Mol
C NOJHBIM NPABOM MONCEM HAOESIMbCSL HA NPOOOJINCEHUE ONePayUil 8 IMoM
peauone.

OHu HacTauBaJiM HA TOM, YTO JOCTH)KEHUE BBICOKHUX PE3y/IbTATOB B OXPAaHE OKPYXKAIOLIeH cpeabl U
B3aHMMO/JICHCTBUH C COOOILECTBOM COCTAaBJIAET IJIABHOE HAaIpaBJICHUE CTPAaTErnyd KOMIIAHWU H, CJIEI0Ba-
TEJIbHO, JOJDKHO OBITh HEOTheMiieMol yacTbio CCII.

Urak, Bce MHTEpECH AeprKaTeNel aKIMid, €CJIM OHU UMEIOT KU3HEHHO Ba)KHOE 3HAUCHHUE AJIS ycrexa
6uzHeca, Moryt O0bITh BKIOUeHBI B CCII. OnHako OHU IOJKHBI OBITH HEKMM CaMOCTOSITENIbHBIM MPHUIIO-
XKEHHEM CHCTEMbI, KOTOPOE€ HAXOAUTCS «I10J KOHTPOJIEM>» MEHEIKePOB. Jpyrue cuctemMsl OLEHKU U KOH-
TPOJSL MOTYT cHOPMYIHPOBATh AWArHOCTUYECKHE MMapaMeTpbl ropasno Oonee 3¢dexkrusno, yem CCII,
MOKa3aTelu KOTOPOW NTOJDKHBI ObITh HEOTHEMJIEMBIM 3BEHOM B LIETIM NMPUYMHHO-CIICICTBEHHBIX CBA3EH,
OTPEACISIONMX OU3HEC-CTPATETHIO U BBISBISIONIMX €€ B3aMMOCBA3b C YK€ JOCTUTHYTBIMU pe3ylibTaTa-
MU.

OPrAHU3ALUMNOHHAA EOUHULA ONA CCn

HekoTtopbie xommanuu BeAyT OW3HEC B Mpenenax OJHOW OTpaciy MPOMBIIIICHHOCTH. JleicTBu-
TEJILHO, TEPBbIC CHCTEMBbI MoKa3arenel d3pPeKTUBHOCTH phlIM pa3paboTaHbl s Takux (upM, kak Ad-
vanced Micro Devices (AMD) u Analog Devices, paboTaronmx B CeHU(PUISCKUX HUIIAX MOTYIPOBOJI-
HUKOBOW WHIYCTPUHU WK 0COOOM CErMEHTE KOMIIBIOTEpHO# oTpaciu, Hampumep Apple Computer. Dtu
KOMITaHUH pa3paboTany cOalaHCHPOBAaHHBIE CUCTEMBI MOKa3aTeleil, KOTOpble Ha3bIBAJIUCH KOPIIOPATUB-
HbIMU (TepMuH, npemioxenHsiii Analog Devices). OnHako OONBIIMHCTBO MPEANPHSITHIA SBISIFOTCS MHO-
rOOTpacieBbIMH, U MO3TOMY co3aanue koprnoparuBHoi CCII nmpencrasisieTcst 1OBOJBHO CIOKHOM 3ana-
yeil. Takue cHUCTEMBI JTydIe BCero GOpMYIUPYIOTCS UIS CTPATErHYECKUX XO03IHCTBEHHBIX ennHull. Me-
QIBHOM Ui CUCTEMBI CTPATErM4YecKOrd OM3HEec-eqUHUIICH SBISETCS KOMIAHUS, ACATENBHOCTh KOTOPOM
OXBAaTBHIBAET BCIO LIETIOYKY CO3JAaHUSI CTOMMOCTH: WHHOBAIMH, ONEpPallid, MapKETUHT, pacupeaciicHue,
MpoJaxu, cepBUc. Takas X03HUCTBEHHAs] €IMHULA UMEET CBOM NMPOIAYKTHI M KIMEHTOB, CIyXk0y Mapke-
THUHTA U KaHaJbl pacrpeieneHus], a TakXKe MPOU3BOACTBO U, YTO CaMO€ BAXXHOE, YETKO C(HOPMYIMPOBaH-
HYIO CTpPaTeTHIo.

Kak Tosieko CCII myst OusHec-eIMHUITBI pa3paboTaHa, OHA CTAHOBUTCS OCHOBOM cO37aHMsI cOanaH-
CHPOBAHHOM CHCTEMBI INMOKa3aTesel Il NmoApasaeneHuil npeanpusatus. Llems u cTpaTterus Kakaoro H3
HUX OTIpeNeNsieTCs B paMKax CHCTEMBbI TIoKa3areneil 3(h(eKTHBHOCTH X03IHCTBEHHOW eNnHUIbI. MeHen-
XKEPHI OTACNOB pazpadbaTeiBatoT codcTBeHHbIe CCII, MOMHOCTEI0O COOTBETCTBYIONINE TIEISIM M CTPATETHH
Bcell kommanuu. Takum oOpa3oM, cOamaHCHpOBaHHAs cHCTeMa TMoKa3aTeiell d3PPEeKTUBHOCTH CTpaTerH-
4ecKoil Or3Hec-eAMHULBI IPOEIUPYETCS Ha BCE JIOKAJIbHBIE LIEHTPHI OTBETCTBEHHOCTH BHYTPH HEE, YTO
MO3BOJISIET UM pabOTaTh B COOTBETCTBUU € 001el cTpareruei. OTBET Ha CYLIECTBEHHBIH BOIPOC, HYKHO
JU KaXXIOMy OTAENy WJM noApasaeieHrnio uMetb cBoio CCII, mojgoxXuTeneH B TOM Ciydae, €clid OTHENT
WM TIOJPa3/IeiCHUe UMEET LIeJb, CTPATETUI0, KIMEHTOB (BHYTPEHHHX WM BHEUIHUX), @ TAKIKES BHYTPCH-
HUN OM3HEC-TIPOLIECC, KOTOPHIE MO3BOJISIIOT JOCTUTATh 3TH LIEIW U IPETBOPSTH CTPATETHIO B )KU3Hb.

Ecnu opranuzanuoHHas equHHIA ONPEAEIeHa Yepecuyp MIMPOKO, HallpUMeEp IIUpE, YeM CTpaTeru-
YyecKasi X03sIMCTBeHHas! EAMHUIIA, TO OBIBAET TOBOJIFHO TPYAHO pa3padoTaTh COOTBETCTBYIOLIYIO LETBHYIO
crpateruro. Bmecto hopmynmpoBanus menel u mokaszaresei Ae0 MOXKET 3aKOHIUTHCS CO3TaHuEM Tpo-
cToro HaOopa pa3nmuuHbIX crpateruil. Hanmpumep, B Havyane Hamiel AesTEIBHOCTH Mbl IOMOTANM OJHOU
ra3oBOM KOMIIAHMH CO3JaTh CHCTEMY IOKa3aTeliell. Bckope cTano MOHATHO, YTO HA NPEANPUSTUH €CTh
TPH OTACIBHBIX (PYHKIMOHATIBHBIX HAIPABICHUS, KAKI0E U3 KOTOPHIX MMEET YHUKAJIBHBIN pacrpeaeiu-
TETbHBIA KaHaJ, ¢ a0COJIOTHO Pa3IMYHBIMHU CTpaTerusMu M kinmeHTamu. OKas3aloch, YTO pa3paboTaTh
CHUCTEMY KPUTEPHEB OLIEHKU AJIsl KaXKIOT0 HallpaBJICHUS B OTIACIbHOCTH 3HAYMTEIBHO MPOILIE, YEM I
BCell KOMITAaHUH B ICJIOM.

3aydacTyio, OJJHAKO, NPEANPHUATHS, COCTOSIIINE U3 HECKOJBKUX B OIPENIECICHHON CTEIIeHH HE3aBUCH-
MbIX Ou3Hec-eAuHUL, HauYnHaIOT paspadarsiBate CCII Ha xopropatuBHOM ypoBHe. Takas cucrema ycta-
HaBJIMBAaeT OOIIYI0 CXEMY, a TaKke oOpasern oOIero BUACHUS IIeJiell U CTpaTeruu KOMIIAHUHM, KOTOPbIE
JOJKHBI OBITh OTPaXEHBI B COOTBETCTBYIOIIMX CHCTEMAaX Ka)KIOW OTHEIbHOM OuzHec-eauHHLbI. Kopmo-
paTuBHAs CHUCTEMa IOKa3aTeNied TakKe OIMpeAessieT, KaKk KOMIIaHUS MPOMU3BOAUT J00AaBICHHYIO CTOM-
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MOCTB CBEPX TOH, KOTOpask CO3/1AETCS XO3SMCTBEHHBIMHU EIMHUIIAMH, OTIEPHPYIOIIMMHU KaK HE3aBUCHMBIC
MoJIpa3ieieHus. JTa poJib KOPHOpalKH B CO3/IAHMH CTOMMOCTH HasHIBACTCH I'ynmom m ero xoiseramMu
«OTI[OBCKOE MPEMMYIIecTBOY» . B riiaBe 8 MbI Gostee moapo6HO paccMoTpuM mporece uaterpamun CCIT
OW3HEC-eIMHUIIBI B KOPIIOPATUBHYIO CXEMY.

CTPATEM'M4YECKOE NO3NLUMOHUPOBAHUE NN KITIOYEBbLIE CPEPDI
KOMNETEHTHOCTWU/CNMOCOBHOCTWN?

B 3T0i#i kHMre MBI paccMaTpuBaeM CTPATErHIO C TOYKH 3PEHHS BbIOOpa MOTPEOUTEIBCKOTO U PhI-
HOYHOTO CETMEHTOB, TJ€ KOMIIaHUsl HamepeBaeTcs paboTarh, ONpenessisi T€ KPUTHUECKUE BHYTPEHHHE
OM3HEC-TIPOLIECCHI, KOTOPBIE CIEAYET JOBECTH IO COBEPIICHCTBA, YTOOB! BHIIBUIaTh LEHHBIE MIPEIIONKE-
HUSA LIEJICBOMY KJIMEHTY, U OTOMpasi MHANBUAYAJIbHbBIE U OPTaHU3ALMOHHbBIE BO3MOXHOCTH, HEOOX0AUMBIE
IUTSL TOCTHIKEHHS BHYTPEHHUX, KIIMEHTCKUX U (PMHAHCOBBIX Iieneld. Takoil moaxo ] MmoHOCTRIO0 COOTBET-
cTByeT paboram Maiikna [loprepa mo kKopmopaTUBHOW CTpaTEruu, KOTOPblE UMEIOT MOCienoBaTeNel u
TOIB3YIOTCS OOJNBIION TOMyIAPHOCTHIO . ABTOPBI HAGTIOZAMN YCICIIHOE IPUMEHEHHE STOTO MOAX0/a
Ha MPaKTHUKE 1eCATKAMU KOMIIaHUNA. DTO MbI cCOOMpaeMcsi MPOUIUTIOCTPUPOBATH B CICAYIOLINX TJIaBaX.

C npyroit CTOpOHBI, HEKOTOPbIE MPEAPHUATHS KOHKZypI/IpyIOT Ha PBIHKE, UCIIOJIB3YSl CBOU YHUKAJIb-
HBIE JTOCTHKEHHS, PECYpPCHl M KIIOUEBbIC KOMIETCHIMH . TaK, HampuMep, 9To0bl 3aHATh W COXPAHHUTH
CBOM CerMeHT pbIHKa, HONnda mpuMeHsieT Kak KOHKYpEHTHOE MPEUMYIIECTBO CBOM JTOCTHXKCHHUS B pa3pa-
00TKE U MPOU3BOJACTBE JBUraTelNeil BBICIIETO Ka4ecTBa AJsI MOTOLMKIIOB, aBTOMOOMIIEH, ra30HOKOCHIIOK
U Tpoyux mpucnocoOneHuii, a Canon — CBOM BO3MOXKHOCTH B OOJACTH ONTHKH W MHHHUATIOPU3AINN
(mepBoHaUaNBHO AJis POTOKAMEp) ISl KOMMPOBAIBHBIX MAIIMH U PUHTEpoB. KoMnaHuu, KOTopbie CTpo-
AT CBOIO CTPATErHI0 Ha OCHOBE KIIFOYEBBIX C(ep KOMIETCHTHOCTH WJIHM YHHUKAJIBHBIX JOCTH)KEHHH, BO3-
MO’KHO, 3aXOTAT Ha4aTh €¢ (POPMHUPOBAHUE C UX OMPEICIICHNS ISl COCTaBIIONIECH BHYTPEHHUX OM3HEC-
MIPOLIECCOB, a YK€ MOTOM JJIsl KIIMEHTCKOM COCTaBISIOMIEH, BRIOUpas MOKYMAaTessl ¥ TOT CETMEHT PhIHKA, B
KOTOPOM 3TH KOMIIETEHIMHU U JOCTUKEHUS SABISIOTCS PEIIAIOLIMH.

CbanancupoBaHHas cucTeMa Mokasareneil 2 PEeKTHBHOCTH — 3TO MPEXIE BCEr0 MEXaHU3M pealu-
3aIUN CTPATErHH, a He ee (popMyIMpOBaHms . CHCTEMa MOXKET BBIPAKATH PA3NAIHBIC OAXOIBI K CTPa-
Teruu OM3Heca, 0a3up yroIuecss Ha OCHOBE THO0 KIIMEHTCKOW COCTAaBISIIONICH, MO0 COCTAaBISIONICH BHYT-
peHHux OusHec-mpoueccoB. M6o, kakoil Obl moaxon HU ObLT BbIOpaH pykoBoiacTBoM kKommanuu, CCII
penocTaBisieT OeCHEHHBIM HHCTPYMEHT IEPeBOAa CTPATEIHH B MJIOCKOCTh KOHKPETHBIX LIEeH, IoKa3a-
TeJel U 3a]1ad, a TaK)Ke MEXaHU3M IOCIIEA0BaTEeIbHOTO KOHTPOJISA HaJ pealn3alrell CTpaTeruu.

NMPUNOXEHUE. OTPAHUYEHUA ®UHAHCOBbLIX MOKA3ATENEN
OLIEHKU PE3YJIbTATOB BU3HECA

ABTOpBI psjia paboOT BBIPAXKAOT 03a00YCHHOCTH MO MOBOJY M3JIMIITHETO akKileHTa Ha (PMHAHCOBBIC
MOKa3aTeH TpHU OIICHKE pe3yapTaToB OmsHeca. B mpoekre CoBera KoHKypeHTOCTOCOOHOCTH [apBapn-
ckoit OusHec-mkonbl (The Harvard Business School Council on Competitiveness) Obuti ompeeneHsl
CHUCTEMHBIE Pa3IMYMsl MEXAY XapakTepoOM HHBECTULUH, clenaHHbiX kKopmopauusmu CIIA, Anonun u
I'epmanum.

AMepuKaHCKasi CUCTeMa MEHEEe OPHUEHTHUPOBaHA Ha JIOJITOCPOYHBbIE KOPIOPATUBHBIC MHBE-
CTHIIMH, TIOCKOJIbKY KOHIEHTPUPYETCS Ha KPATKOCPOYHBIX JOXOJAX, BIMAIOIIMX HA TEKY-
Y0 CTOUMOCTb aKIUH.

AMepHKaHCKasi CHCTeMa OTAaeT MPEearnodYTeHue TeM (opMaM HHBECTHULUH, MPHU KOTOPBIX
MOYHO pEalbHO OLICHUTH J0XOJ, YTO IPUBOJAUT K HE AJOMHBECTUPOBAHHUIO B HEMATEPHUAIIb-
HBIC aKTUBbI — WHHOBALMOHHBIE MPOIECCHI, KBATM(UKAIIMIO COTPYIHUKOB, OOCITy)KIBaHHE
KJIMEHTOB, JIOXO0J] OT KOTOPBIX 00Jiee CIIOKEH B U3MEPECHHUH.

AMepuKaHCKasi CUCTeMa NPUBOAUT K U30bITKY MHBECTHLIMIA B aKTHBbBI, KOTOPBIE JIETKO Olle-
HUTH (HampuMmep, CIMSHUE M NMPHOOPETCHHE), U HE JOMHBECTHPOBAHHIO BO BHYTPCHHUE
MPOCKTHI, CBSI3aHHBIE C Pa3BUTUEM, PEHTA0EIBHOCTh KOTOPBIX 3HAUYUTEIBHO CJIOKHEE MOJ-
JaeTcs OLCHKE.
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AMepHKaHCKasi CUCTeMa MPUBOAHT K TOMY, YTO JIESATEIBHOCTD MPEANPHUITHN C 04€Hb CHITh-
HOU 0a30#1 MaTepHalIbHBIX aKTHBOB (KOMIIaHHH, TOOBIBAIOIIME TPUPOIHBIE PECYPCHI, MPO-
W3BOJIAIIME TOBAPHI MOTPEOJICHUSI C CUIIBHBIMH OpIH/IaMH, KHHO- U TEJICKOMIIAHUHU) OKa3bl-
Baerca HedpdekruBHOU. [Ipym 3TOM TE aKTHUBBI, KOTOPHIE HE MMEIM COOTBETCTBYIOIICH H
JOJDKHOW OLIEHKH, HE HAXOIAT TOJIHOTO MPUMEHEHHs, TOTJa KaK KPaTKOCPOYHas MPHUOBLIb
MOJTydaeT HY)KHYIO OIIeHKY. lJist TOTO 4TOOBI H3MEPUTH PEaTbHYIO0 CTOMMOCTh aKTHBOB 3THX
KOMIIaHWH, TOTPEOOBAINCH JOPOTOCTOS e (PHHAHCOBBIC MHHOBAIIMH, TAKHE KaK Bpaxeo-
HBIC TCHIEPHBIC TPEIJIOKEHHS, BBIKYIIBI C MMOMOIIBIO 3aiiMOB, BBIITYCK «MYCOPHBIX» 00IH-
1"aL[I/II7I14
Eme omHO CBHIETENBCTBO 03a00UEHHOCTH 3TOH MPo0IeMOil — HEIOBOJBCTBO, BEIpaKaeMOE MHBE-
CTOpaMH, B pacHOPsKEHUH KOTOPBIX OKa3bIBAIOTCS (DMHAHCOBBIE OTYETHI O MPOILION ACATEIFHOCTH KOM-
naHud. OHU XOTAT UMETh UH(POPMAIUIO, KOTOpas IIOMOXET UM MPOTHO3MPOBATh OyIyIIHE PEe3yTbTaThl
JeSTEIbHOCTU TOI KOMITAHUH, B KOTOPYIO OHH C/EJNAId WHBECTUIMH (MM HAMEPEBAIOTCS UX CHENATh).
Hamnpuwmep, [Mutep JlunkoneH, Bune-npesuaentr US Steel & Carnegy Pension Fond, yreepskmaer: «He-
(uHAHCOBBIE TIOKA3ATEIH, TAKHE KaK YPOBEHb OOCITY)KHBAHHS KIIMEHTOB M CKOPOCTH MPOIBIKEHHS HO-
BBIX MPOIYKTOB, ObUIH ObI OYEHH IOJIE3HBI MHBECTOpPAM M aHAJIHTUKaM. J[Jsi TOro 4ToOBI MpeacTaBUTh
TIOJTHYIO KAPTHHY CBOMX OIEPALMi, KOMITAHHH J0JDKHBI BKIIOYATh B OTIETHI M TAKYI0 HH(MOPMAIIHIO .
O0ecnoKOEHHOCTh MPEYBETMYEHHBIM 3HaYEHUEM, TPHIaBAEMbIM (PMHAHCOBBIM MOKA3aTENsIM, OBJIA-
nena naxe Benymeit B CILIA acconmanmeit ayqutopoB. CriennanbHbIii KOMATET 10 (PUHAHCOBBIM OTYETaM
AMEpUKaHCKOTO MHCTUTYTA TUINIOMUPOBaHHBIX OyxrantepoB (American Institute of Certified Public Ac-
countants, AICPA) oco6o noguepkuBaet: «beccrnopHo, HHGOPMALUS O MPOILIOM SIBISICTCS] BAXKHBIM TI0-
KazaresneM OyaylmuX pe3ylbTaToB, MO3TOMY CETOJHS OTYETHl KOHIEHTPUPYIOTCS Ha MPOIUIOM, OIHAKO
MPAaKTHKA HYXKIAIOTCA B MPOTHO3aX Ha Oymymee». KoMmuTeT mpu3HaM BaKHOCTh OTYETOB O CO3/IAHHUH
KOMIIaHuel Oymymieil CTOMMOCTH U PEKOMEHIOBAJl YyCTAHOBUTH B3aMMOCBSI3b MEXKY OTYETOM O JICATEIIh-
HOCTH KOMITAHUH U CTPATErHYECKUM BUIEHHEM: «MHOTHE HHBECTOPHI XOTAT BUIETh KOMITAHUIO TJIa3aMH
MEHEIDKMEHTA, C TEM YTOOBI IIOHATH MEPCIEKTHBH KOMITAHUHU U CIIPOTHO3MPOBATH €€ JabHEHIIIee Pa3BH-
tue». bonee Toro, HeUHAHCOBBIE MTOKA3ATENH JOJDKHBI HTPATh KIFOUYEBYIO POJb. «MeHemKephl 00sI3aHbI
JI€MOHCTPHPOBATh (PMHAHCOBBIC M HE(YUHAHCOBBIE MOKA3aTENN, KOTOPHIMU OHH TIOJIK3YIOTCS B OM3HECE U
KOTOPBIE OLIEHHBAIOT €TI0 PE3yJIBTAT» .
B 3akmioueHne KOMUTET peKOMEHIOBal KOMIAHUSAM Oojiee «cOalaHCHPOBAaHHBIN» M OPHEHTHPO-
BaHHBIA HA Oy/yIIEe MOIXO!
s mozo umobvl NoIHOCMbIO YOO0BIEMEOPAMb MPEOOBAHUAM UHBECHOPOE8, OU3Hec-omyem O00-
JHCEH:

codepacamsv 60abUe UHDOPMAYULU O NIAHAX, BOZMONCHOCIAX, PUCKAX, HEONPeOeIeHHOCMU;
denamv 6OnbLWUL AKYEHM HA GAKMOopbl, KOMopbvle co30aiom npubblib 8 meyeHue Oaumeinb-
HO20 Nepuood, 8 Mom Yucie Ha He(UHAHCOBble NOKA3AMeNU KI04e8blx OUHeC-npoyeccos;
V63b16AMb  GHYMPEHHIO U BHEUHION UHGOPMAYUI0, NPedOoCmABIaemMylo 8biCuleMy Me-
HeOddcMeHm) OJisl YNPAGIeHUs 6usnecom’.

Mp1 06cyuM Bo3MoxkHOCTH ucrob3oBanus CCII st co3naHusi BHEITHUX OTYETOB B IiaBe 9.
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YACTb NEPBASA. OLULEHUBAA CTPATEI IO BU3HECA

[epen xoMmaHUsIMHU, KOTOPBIE MOCTABIUIN COATaHCHPOBAHHYIO CUCTEMY IOKazaTelnei 3(h(eKTHBHO-
CTH B LIEHTP CBOETO CTpaTernieckoro ynpasienus, CTOST ABe 3afa4u: epBas — CO34aTh CaMy CUCTEMY
U BTOpasi — WCIOJb30BaTh ee¢. [10 3Toi aHAIOruK Mbl M MOCTPOWIN Hally KHUTY. YacTh mepBas (Ti1aBbl
3—8) omuckiBaeT CTPyKTYpy cuUCTeMbl KpurepueB. Yacte Bropas (rmaBel 9—12) WILIFOCTpUPYET, Kak
KOMITaHUH HCTIONB3YIOT €€ B Ka4€CTBE MHTETPUPOBAHHON CHCTEMbI CTPATETUUECKOIO YIIPABJICHHUS.

EctectBenno, o6e 3agaun B3aumocBsizanbl. [1o mepe ncnonszoBanus CCII qist ynpasieHus Kioue-
BBIMH TIPOIECCAMU CTAHOBUTCS SICHO, KAKHME MMOKA3aTeNN CUCTEMBI He HH(POPMATUBHBI, KaKUe HYKIAFOTCS
B 0paboTKe, a TakKe KaKhe HOBBIC KPUTEPUH OICHKH CTPATEIrMYECKOTO yCIeXa CIEAyeT B Hee BKIIIO-
YUTh.

B rmaBax 3—6 paccMaTpuBaOTCS OCHOBBI OTNPEACNICHUS 33/1ad W TOKa3zaTeNeld Ml YEThIpeX CO-
crapisromx CCIL: ¢uHAHCOBOM, KIMEHTCKOW, BHYTPEHHUX OHM3HEC-TIPOLIECCOB, a TaKke OOy4eHHS U
pa3BuTHs nepcoHana. B kaxmoil riaBe Mbl MpeAcTaBisieM OOIIHME MOKa3aTelM, XapaKTepHble 1 00Jib-
IIMHCTBAa KOMIIaHUI:

CocTaBasomas Oouuii mokaszareib

dunHaHCOBas PentabensHOCTh MHBECTUIIHMI U JOOABIIEHHAS CTOUMOCTD

Kmuentckas YnoBnerBopeHrne TOTPEeOHOCTEW KIMEHTa, COXpaHEHUE KIIMEHT-
CKO 0a3bl M JOJIM PhIHKA

Bayrpennue KauecTBO, CpOKHM UCTIONHEHHS 3aKa3a, CTOMMOCTh, pa3paboTka HO-

OHM3HEC-TIPOLIECCHI BBIX MIPOJIYKTOB

OO6yuenue u VY 10BJIETBOPEHHOCTh TMEPCOHANA W HANIW4YHe WH()OPMAIMOHHBIX

pa3BUTHE TIEpCOHAA CHCTEM

OpnHako aBTOpPHI 0c000 MOTYEPKUBAIOT BAXKHOCTH CHENU(UIESCKUX MOKa3aTelel, KOTopeie (hopMmy-
JUPYIOTCS UCXO/As U3 KOPIIOPATUBHOM CTPATETryu, YTO OyAeT MPOUIUTFOCTPUPOBAHO IPUMEPAMH.

I'maBa 7 paccmaTpuBaeT B3aUMOCBSI3b MEXKAY LEIAMH U MOKa3aTEISIMU YETHIPEX COCTABISIOLINX, C
OJIHOHM CTOPOHBI, © MacIITAOHBIMU CTPATErMUECKUMU HAIIPABICHUSIMU JIEATEILHOCTH — C Ipyroi. Bau-
MO3aBHCHMOCTb IOKa3aTeNel BCeX YeThIpex cocTaBiisitomux cauaerenserByet, uro CCII He ecTh cnernu-
aNbHBIN HA0OP HECKOJBKUX AECATKOB MapaMeTPOB, KOTOPHIMU MEHEIKEPbl MaHHUITYJIUPYIOT I 1OCTH-
XKeHHs Kakux-1moo ueneit. Haoboport, xoporas cucreMa qomKHa WITFOCTPUPOBATh HEMHOTHE OCHOBHBIE
CTpaTernyecKre HalpaBieHUs, TAKHE KaK pa3BUTHE OM3HECA, COKpAILlEHUE PUCKOB WIN YBEJIMYCHHE TIPO-
M3BOJMUTENHFHOCTH. B riaBe 7 cTpaTernueckue moKas3areny, pa3paboTaHHbIE B IlaBaX 3—6, CKOMIIOHOBA-
HBI KaK IPUMeEp XOpoIuei cOanaHCUPOBaHHON CHCTEMBI.

B rmaBax 3—7 onucana CCII anst ogHO# cTparerndeckoit Onznec-equHuIbl. [ aBa 8 npeacrasmser
pacIIMPEHHYI0 KOHIIETIIHIO CO3/IaHNs CUCTEMbI OLIEHOUHBIX KPUTEPUEB JJIs1 KOPHOPALMH WIN €€ OTACIb-
HbIX OM3Hec-moApa3AencHuii. Mbl NOMBITaTMCh TPUMEHHUTD MOHATUE «CTPATETUsl KOPIIOPATUBHOTO YPOB-
HS» K OTPENICNICHUIO TE€X HANPAaBJICHHI, KOTOPBIE CIENAOT 1ejioe (Koproparuo) 6ojee 3HAYUMBbIM, YeM
mpocrasi CyMMa ero yacteil (ormepanioHHbIX mojapasaencHuii). Kpome toro, Mbl copmynupoBamu e mo-
noxxeHus: crparernd kopnopatuBHoit CCII, KkoTopble TPUMEHHUMBI K ACUEHTPATN30BAaHHBIM OTIEPAIIUOH-
HBIM eIMHUIIaM ¥ (QYHKIHOHAJIBHEIM MOJpa3neneHusiM. B nanHoil rmaBe takxe paccmarpuBarorcs CCIT
JUI IPABUTENILCTBEHHBIX K HEKOMMEPUYECKUX OpraHu3aui.

KOMMAHWW, rOE OEUCTBYET CBANTAHCUPOBAHHAA CUCTEMA NO-
KA3ATEJNEU

WnnoBanmonnsblil onbiT ucnoib3oBanus CCII uimoctpupyercsi B JAHHOW KHUATE NMPUMEPaMHU Jesi-
TEIBHOCTH MHOTUX Hpeanpustuil. OqHako ee BceoObEMITIONIEEe MPUMEHEHHE pacCMaTpuBaeTcs Ha Mpu-
Mepe MIATH KOMITaHUH, AEATEIbHOCTh KOTOPBIX ObUIa MOJ HAlIUM MPUCTAILHBIM BHUMAaHHUEM B TCUCHHE



nocieanux Tpex jet: Rockwater, Metro Bank, Pioneer Petroleum, Nationa Insurance u Kenyon Stores.

Rockwater — 310 koMmanusi, 3aHUMAIOIIAsICS TOABOAHBIM CTPOUTEIILCTBOM, C KarutaioM 700 MIIH.
J0J1., B YUCIIO KJIMEHTOB KOTOPOW BXOIST KpYNHBIE He(TsHBIC, Ta30Bbie W paboTaronme Ha mieibde
cTpouTenbHbie KomMmanuu. Rockwater, mrab-kBapTupa KoTopoit Haxonutcs B Aoepaune, [lloTnanmus, —
oTepaIMoHHOe MojpasaeneHue kopnopauu Brown & Root Energy Services, ssisitoreiics, B CBO oue-
penb, yacteto Halliburton Corporation (TpancHaimoHaibHAsE CTPOUTEIbHAST KOMIIAHUS), CTOMMOCThIO 4
MJIpJI. JOJ., cO mrtad-kBapTupoit B damnace, mrar Texac. Rockwater Oputa oopasosana B 1989 roay my-
TEM CIHUSHUS JBYX paHee HE3aBUCUMBIX KOMIIaHUH, MpuHaajexkaBmmx BenmukoOpuranuu u Januu. Ilep-
BeIii nipe3uaeHT Rockwater Hopman Yambeps wavan npumensts CCIT B 1992 rony ¢ nenbsio o0beauHe-
HUSI KOPIIOPATHBHON KynbTYphl U (unocoduu stux npeanpusitaii. Ero 3amaueit Obu10 cuenaTs HOBYIO
KOMIIaHWIO0 KOHKYPEHTOCIOCOOHO! HE 3a CYeT MOHW)KEHUS IICHBI, a Ha OCHOBE KadecTBa, 0€30MacHOCTH
Tpyaa u co3manusi nodasneHHoi cronmoct. B 1994 rony Hopman YamOeps, monydynB Ha3HaYeHHE Ha
noct npe3ugenra Brown & Root Energy Services, no-npexuemy npoaosmkaet npumensts CCII kak cuc-
TEMY CTPAaTErn4ecKoro YIpaBJICHHs, HO YK€ Ha KOPIIOPATHBHOM YPOBHE U B Ka)KIOH KOMIAHUU OTIEITh-
HO.

Metro Bank — 310 oTaeneHue oHON U3 KPYIMHEHIIMX OAaHKOBCKHX KOPIIOPAIMid, BO3HUKIILIEH B pe-
3yJbTaTe CIUSHUS JIBYX OOJBIINX KOHKYPEHTOCTOCOOHBIX O0aHkoB. OHOo HacumthiBaeT 8000 ciyxaimux,
J0JIsI CPOYHBIX BKIAZ0B cocTaBisieT 30% Bcero peIHOYHOTO 00bheMa, a TOA0BOW goxon — 1 mupa. mod.
[MIpencenarens Metro Bank wauan ucronszoBats CCIT ¢ 1993 roaa, aist TOro 4To0bI pacnpoCTPaHUTh Ha
BIIMBIINMCA OaHK, 00CTYKMBAIOUIMI MEJIKYIO KIMEHTYPY, HOBYIO CTPATeruio, aKIeHT KOTOPOU nepemec-
THJICSI C OKA3aHUA YCJIYT, OPUEHTHPOBAHHBIX Ha MPOBEJICHUE CACIOK, Ha MPEAJIOKEHHUE TIOJHOIO CIIEKTpa
(MHAHCOBBIX MPOJYKTOB U YCIIYT IEJIEBOMY CETMEHTY MOTPEOUTEILCKOTO PhIHKA.

Pioneer Petroleum — 310 MapkeTnHroBoe M HedrenepepabaThIBarOIIee MOAPA3ICICHUE TPAHCHA-
UOHANEHOW HedTsHOM KoMnanuu, pacnonokeHHoe B CIIIA. Ero renepansubiii qupextop Been CCII B
1993 roxy ¢ menbro 3aMEHBI TPOMO3/IKON CHCTEMbI (PMHAHCOBOTO aHAIM3a W KOHTPOJIS HAJl HOBBIM IIPO-
I[ECCOM CTpaTeruuecKoro ympasieHus. beuia pazpaboTana cucremMa KpUTEpUEB, OTPEIEIUBIIAs IETEBON
CETMEHT PBIHKA W OCHOBHBIC HAINPABIICHUS ACATEIFHOCTH M TOCIY)KHUBIIIAsl BIIOCIEACTBUN OCHOBOM aHa-
JIOTUYHBIX CUCTEM BO BCeX OM3HEC- U cepBuc-eauHuIax Pioneer Petroleum.

National Insurance — 3To mojapaszeneHne CTPaXOBaHUS OT HECUACTHBIX CIY4acB M CTPaXOBaHUS
UMYyIIecTBa OAHON M3 KpynHeWmmx crpaxoBbix kommanuii CIIIA. Korma B 1993 romy Oputa mpuHsTa
CCII, xommanus HacuuThiBaa 6500 ciyxamux u umena 4 Mipz. 0. TogoBoro moxozxa. OmHako pe-
3YJIBTAThl €€ OTNEePAIMOHHON JEATEIFHOCTH OBUIM HACTOJHKO HE3HAYUTEIBHBI MpU Y OBITKAX, H3MEpSB-
LIMXCSl COTHSIMH MHJUIMOHOB J0JUJIAPOB, YTO PYKOBOJACTBO BCEPHE3 PACCMATPHUBAIIO BOMPOC O 3aKPHITHH
KOMIIaHWHU U TIOJTHOM BbIxoJie M3 OM3Heca cTpaxoBaHMS OT HECYACTHBIX CIIydaeB M CTPAXOBAHUS WMYIIIE-
cTBa. Mcnonp3ys MOCIEIHIO MONBITKY CIACTH MOAPAa3IeiICHNE, COBET TUPEKTOPOB MPUTIIACHII CO CTOPO-
HBI HOBYIO YIIPABJICHYECKYI0 KOMaHy, TPHHSBIIYIO PEIICHNE N3MEHUTh CTPATETHIO0 KOMIIAHUH C TaK Ha-
3BIBAEMOM «00IIEH», MPU KOTOPOH Jenajach MOMbITKA MPEAOCTABIATh BCE CTPAXOBbIE YCIYTH BCEM KJIU-
€HTaM ¥ BCEM CETMEHTaM PBIHKA, Ha CTPATETHIO CIICUATM3NPOBAHHYIO. /711 TOTO YTOOBI pa3bsiICHUTH HO-
BYIO CTPATETHIO M BHEIPUTH COOTBETCTBYIOIINE pa3zpadoTaHHble porpammbl, Obuta BBenena CCII. B xo-
Jie BBITIOJIHEHHSI 3TOT0 IPOEKTa ObUla co3JaHa HOBasi CUCTEMa CTPATErMYecKOTo YIpaBlieHHs], Oiarogaps
kotopoii National Insurance ¢ ycexom npeBpaTuiach B IOXOIHYIO CTPAXOBYIO KOMITAHHIO.

Kenyon Stores — o5T10 kpymHeimas aMepuKaHCKash KOMITaHHS 10 PO3HUYHON TPOJaKe OJEXKIIbI,
koTopas B 10 He3aBUCHUMBIX OrnepanroHHbIX noapasaeneHusx nmeer 4000 mMarasmHOB ¢ OOIIMM €XKeroI-
HBIM 00beMOM TIpoAak 8 Mupa. 107 TpaauIOHHO CIIOKMIIOCH TaK, YTO KaKI0E IMOIpa3/ieieHue IeHCT-
BOBAJIO HE3aBUCUMO — 0€3 KOHTPOJIS U KOOPIUHAIIMY WM MHTErpanud. [ eHepanbHbIii JUPEKTOp KOMIa-
Huu npuMmenn CCII kak yacTb cBoell HOBOW CcTpaTeruu Ajsi cOalaHCHPOBaHHOTO MCIOJIb30BAaHUS OCHOB-
HBIX PECYpCOB KOMITAHUH U paj aMOMIIMO3HOH 1enm yBenmdeHus: o0beMoB npoaax k 2000 roxy mo 20
MJIpJ. JOJI. TIIaBHBIM 00pa3oM 3a cYeT BHYTPEHHET O pOCTa.

B kadecTBe mprMepa Mbl TaK)Ke MCIIOJIB30BAJIM B HaIlleH KHHUTe onbIT koMnanuii Analog Devices u
FMC Corporation, kotopsie OblH 0HIEMH 13 TiepBbix npuMeHuBirx CCIT Ha npakTuke.
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CbOanancupoBaHHasi cucTeMa Mokas3aTenell d(PPEKTUBHOCTH MOOYKTaeT KOMITAHUIO YCTAaHOBUTH
B3aMMOCBSI3b MEX/y KOPIIOPATUBHOW cTpaTerneii 1 puHAHCOBBIMU LIEISMHU, KOTOPBIE SBISIOTCS CBOEOO-
Pa3HBIMU OPUEHTHPAaMH TNPHU ONPEACNCHUH 3a4ad U MapaMeTpoB APYrUX cOocTaBisiromux. Kaxnaplil BbI-
OpaHHBI TMOKa3aTeldb JOJDKEH MPEACTABIATH COOOHM 3BEHO B LIEMH NPUYMHHO-CIEICTBEHHBIX CBS3El
(B3aMMOOTHOIIICHHMIA), HAILIEJICHHBIX B UTOTE Ha COBEPIIIEHCTBOBaHUE (huHaHCOBOM aesTenpHocTH. CCIT —
3TO CBOETO POJia MUCTOPUS CTPATEIHH, HAYMHAIOIIASCS C TOCTAHOBKH JIOJITOCPOYHBIX (PMHAHCOBBIX IIETICH,
B pe3yJbTaTe YE€ro BO3HUKACT HEKas IOCIC0BATEIbHOCTh NCUCTBUN (MEPONPHSATHIL), KOTOPbIE HEOOXO-
MO BBITIOJIHUTH B PAMKaX BCEX YETBHIPEX COCTABISIOLINX CUCTEMBI JIJISI 1OCTHKEHHUS JKEJIaeMOoTo JOJTo-
CPOYHOTO PKOHOMHYECKOTO pe3ynbrara. [yt OOJpIIMHCTBA KOMIAHUK (PMHAHCOBBIEC MOKA3aTeIH POCTa
JI0X0/a, CHI)KEHHUSI Ce0ECTOMMOCTH W MOBBIIICHUS! IPOU3BOJUTEIBHOCTH, ONITUMAIBHOTO HCTIOIB30BaHHS
OCHOBHBIX CPEJICTB U COKPAIICHHS PUCKOB SIBISIIOTCS €AMHBIM BEKTOPOM BCEX YETBIPEX COCTABISIOLINX
CCIL

MHorre KOMIaHWM, TeM HE MEHee, MCIOJb3YIOT WICHTUYHBIC (PUHAHCOBBIE OPUEHTHUPHI I BCEX
CBOMX NOJpa3jieneHuil. B yacTHOCTH, KaXXIOMY M3 HHUX MOXET ObITh ONpeAeNieHa 3aj1ada JOCTHUKECHUS
peHTadeNbHOCTH 3aHATOTO KanuTana 16%, ananornunas oOei memm Beeit koproparun. Wi, Hanpumep,
eCII KOPIOPALHS UCTIONB3yeT SKOHOMHUYECKHIT [OKa3aTe/lb JOOABICHHON CTOMMOCTH, KaX/I0€ MOApa3-
JIeNIeHre MOJKET TIOJy4UTh 3a/laHie TOCTOSHHO €ro MakCHMMHU3UpoBaTh. beccmopHo, Takoil yauduumpo-
BaHHBIM MMOAXOJ SBJISIETCS 00OCHOBAaHHBIM, IIOCIEIOBATEIBHBIM U B HEKOTOPOM CMBICIIE CIIPABEAIUBBIM,
MOCKOJIBKY OLIEHKA AESTebHOCTH MEHEIKEPOB BCEX MOAPA3CICHUH 1aeTCsl B COOTBETCTBUU C €IUHBIM
cranzapToM. U Bce xe Takoi MOAX0 HE YUUTHIBACT, UTO Pa3InIHbIC OM3HEC-€IUHUIIBI MOTYT CII€I0BaTh
pasHBIMH CTpaTeruueckuMu Kypcamu. COOTBETCTBEHHO, Bpsi i oOIIMii pUHAHCOBBIN MoKa3arels U (B
0COOCHHOCTH) SIMHCTBEHHAS LeJb, XapaKTepu3yeMasi 3THM HapaMmeTpoM, OyAyT OJMHAKOBO a/ICKBATHBI
JUIA LIMPOKOTO CIIEKTpa HAIpaBJICHUH NEATENbHOCTH Becel Kommnanuu. Takum oOpazoM, B Hadalie paspa-
6oTku punancoBoii cocraBisronieit CCIT HeoOXOAMMO OTIpeIeTUTh COOTBETCTBYIONIHE (PMHAHCOBHIEC Ma-
paMeTpsl a7 cBoeil crpareruu. GUHAHCOBBIE LENM M MOKa3aTeNl JA0JKHBI UTPATh ABOWHYIO POJib. OHU
OTIpEeNeNSIOT (PMHAHCOBBIC PE3YNBTATHI, OKHIAEMbIE OT MPOBENCHUS B )KU3HD CTPATETUH, C OJHON CTOPO-
HBI, ¥ SIBJISIFOTCS 0a30BBIMU MPU ONPEJEIICHUH LeNIel U MmoKa3zaresnen octanbHbiX cocrapistomux CCIT —
C ApYTOH.

B3AMMOCBS3b ®UHAHCOBbIX LIEJIEU CO CTPATEITMEU KOMIMAHUU

@UHAHCOBBIE I[ETN MOTYT CEPbE3HO OTJIMYATHCS APYr OT APyra B 3aBUCHMOCTH OT TOTO WM MHOTO
sTana Ou3Hec-uMKiIa. Teopus OM3HEC-CTpATEeTrHy MpEAaraeT HECKOJIbKO Pa3IMYHBIX BUAOB CTpareruye-
CKOTO Pa3BUTHS — OT arpeCCUBHOTO POCTA JIOJIH TAaHHOTO OM3HECa HA PHIHKE 0 KOHCOJMIAINH, YXO0/a C
pBIHKA U J'II/IKBI/IZ[&L[I/II/IZ. B nensx ynpoumeHust Mbl BBLACISIEM TPU CTa):[I/II/I3:

pocT;
YCTOMYHUBOE COCTOSIHUE;
cOOp «ypoxKas».

Poct — »310 cTaaus, KOTOPYIO IMPEANPUATHE TPOXOAUT B CaMOM Ha4daJIC CBOCIO JXU3HCHHOT'O UKJIA.
[IpoayKTHl ¥ yCIIyTH 3TOTO 3Tara 00JaJal0T CYIIECTBEHHBIM OTSHIIHAIOM pocTa. JIJis TOro 94To0k! Kamu-
TAJIM3UPOBATH OTOT IMOTCHIOHA, HCO6XOI[I/IMO MPUBJICYb 3HAYUTCIBHBIC PECYPCBI C LECJIBIO pa3BUTUA U
IIPOJABMIKEHHUS HOBBIX IPOAYKTOB M YCJIYT;, HOCTPOUTh M PACIIMPUTH IIPOU3BOJACTBEHHBIC MOIIHOCTH, UH-
BECTHPOBATh B CHCTEMbI, HHPPACTPYKTYPY U paclpeleUMTeNbHYIO CETh; CO3/IaTh M Pa3BUTh KIMEHTCKYIO
0a3y. Ha sToM aTtare pa3BUTHS IEHEKHBIN MMOTOK MOXKET UMETh OTPUIIATEeIHHBIC 3HAYEHHUS, a peHTa0CIh-
HOCTbh MHBECTHUIIMI — OBITh HU3KOH (cpezcTBa MO0 MAYT Ha WHBECTHPOBAHHE B HEMATCPHAIbHBIC aKTHU-
BbI, JIN0O KAIMTAM3UPYIOTCS Uil BHYTPEHHUX Leneii). MHBecTuiuu B Oyaylee pa3BUTHE MOTYT Ipe-
BBIIIATH T€ JA0XO[bl, KOTOPbIE OM3HEC MOIY4aeT OT OTPaHUYEHHON MOKa 0a3bl CYHIECTBYIOIIMX MPOIYK-
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TOB, ycIyr u KimeHtoB. OOmias ¢uHaHCOBas IeJIb HA DTOM CTaguM Pa3BUTHS OM3HECA COCTOUT B MPO-
LIEHTHOM POCTE 10X0/a U 00BEMOB MPOAAXK B LIEJIEBOM CETMEHTE.

Cragusi yCTOMYHMBOTO COCTOSIHUSI — 3TO 3Tall, Ha KOTOPOM 0O0JIbIlasi 4acTh OM3HEC-eIUHUL] BCE eIl
HY)KIAeTcsi B MHBECTUPOBAHWM M PEHMHBECTHMPOBAHHMM, HO 00s3aHa JAEMOHCTPHPOBATH IMPEBOCXOIHYIO
penTabenbHOCTh MHBeCTULIMH. [Ipeanonaraercs, 4To KOMIIAHUSI HE TOJIBKO COXPAHSET CYIIECTBYIOLIYIO
pOJIIO PBIHKA, HO C KaXIbIM FOJOM YBEIHUYHUBACT €€. MIHBECTUIIMOHHBIE NPOEKTH B OTJIMYME OT JOJITO-
CPOYHBIX BJIOXCHHH Ha NEPBOM CTaJuu pa3BUTHUs OM3HeEca Mo OOJbIIeH YacTH HAlpaBlieHbl HA JIUKBUAA-
LM Y3KUX MECT, paclIMpEeHUEe MOLIHOCTEH U MOCTOSHHOE COBEPIICHCTBOBaHUE On3Heca. bonbIIMHCTBO
KOMIIaHWH Ha 9TOM JTale Pa3BUTHS CTaBST Iepen co0oil (MHAHCOBBIE IIENH, CBSI3aHHBIE C MPHOBLUIEHO-
CThIO OM3Heca, TaKue Kak J0-pPOA OT OCHOBHOM JI€ATENbHOCTH U BaJjloBasi MPUOBLIb.

OTH MOKa3aTeNn 3aCTaBIAIOT CTPEMUTHCS K MOTyYEHUIO MAaKCUMAJIbHOM JOXOIHOCTH WHBECTHPO-
BaHHOTO Kamnutana. [lepen apyrumu, 60o1ee aBTOHOMHBIMU KOMIIAHUSMUA MOTYT CTaBUTHCS 3aJ1a4Ml yIIpaB-
JICHUsI HE TOJIBKO JO0XO0JaMH, HO U 00beMaMu KamuTaljla, MHBECTUPOBaHHOTO B Ou3Hec. [lokazaTenu nas
KOMITaHUH TaKOTO POAa COOTHOCST MOJIydCHHBIH JOXOJI ¢ 00beMaMHu KamuTaja, BIOKEHHOTO B OW3HEC.
Hanpumep, nokaszarenu peHTabeIbHOCTH MHBECTULIMH, JOXOAHOCTH OCHOBHOTO KaluTala U 100aBICHHOM
CTOMMOCTH SIBJISIIOTCSl KPHUTEPUSMH OLEHKU JEATENbHOCTH Takux KommaHuid. Hekoropeie OusHec-
CAMHMIIBI YK€ AOCTUIIIN 3PEJIOCTH M HaXOASTCS Ha TOM JTale CBOEro pa3BUTHS, KOTJa Mopa coOuparb
«ypO’Kai», MOIYIdEHHBIA OT MHBECTUITUH, KOTOPBIC OBUIM CAEIaHbl Ha ABYX MPEABIAYITUX cTanusix. Takoit
Ou3Hec yxe He TpeOyeT KakuX-1M00 3HAUYUTEIBHBIX BJIOKEHHI — MOKET OBITh, TOJBKO JUIS SKCIITyaTa-
uru 000pyIOBaHUS U MOAJIEP>KAaHUS CYLIECTBYIOIIMX MOIHOCTEH, HO HE JJIsl CTPOUTENBCTBA HOBBIX U UX
pacmmpenusi. JIio60l HHBECTUIIMOHHBIN IPOEKT HA 3TOM 3Tarle MOKET UMETh ONPEACIICHHBIA U KOPOTKHUM
CpOK Bo3BpaTa uHBecTHLM. OCHOBHAS LEeJb — JOOUTHCS MAaKCUMAILHOTO BO3BpAaTa JEHEKHOTO MOTOKA
B KOprnopanuio. [ TaBHbIe (PMHAHCOBBIC 3a/1a4M IS CTAAHH cOOpa «yposKasi» — JICHEKHBIH MOTOK OT OC-
HOBHO JIeATENbHOCTH (0 MOMEHTa aMOPTHU3alLlMH) U CHIDKCHUE MOTPEOHOCTEH B 00OPOTHOM KaIuTale.

CnenoBarenbHO, (hMHAHCOBBIE SN HA KAXKIOM M3 9TUX ATANoOB pa3anyHbl. Ha mepBoM — 3T0 pocT
o0bemMa IpoAaK HOBBIX MPOAYKTOB M YCIYT HA HOBBIX PhIHKaX M HOBBIM KJIMEHTaM IPU COXpaHEHHUH aje-
KBaTHOTO YPOBHS 3aTpaT Ha MPOU3BOJCTBO NMPOAYKTA U €r0 pa3BUTHE, CUCTEMBI, IEPCOHAT U HA OpTaHU-
3aI[MI0 HOBBIX CETMEHTOB PBIHKA, a TAK)KE KaHAJOB MPOJaX M pacnpenencHus. Ha Bropom srame — 310
TpaguIoOHHbIe (PMHAHCOBBIE MoKa3arend, Takue kak ROCE, moxox oT OCHOBHO# EATENTFHOCTH U BaJio-
Bas NpUOBLIb. MIHBECTULIMOHHBIE TPOEKTHI OLICHUBAIOTCS CTAHAAPTHO: MOKA3aTeIeM AMCKOHTUPOBAHHOTO
JICHEKHOTO TIOTOKA W aHAIM30M KalUTaIbHOTO OfokeTa. HekoTopeie KOMIaHUN PUMEHSIOT HOBBIC (H-
HaHCOBBIC IAapaMeTpbl, HApUMEp co3daHue [100aBICHHOW CTOMMOCTH M CTOMMOCTH AJISI aKUHOHEPOB.
DTO KpHUTEPHU OLEHKH JOCTIKCHHS KIACCHUECKOW (DMHAHCOBOM LENM — MaKCHMAaJIbHON TOXOIHOCTH
HWHBECTUPOBAHHOTO B On3Hec KanuTana. GuHaHcoBas 1eb TPETheH CTaguu — JACHEXKHBIN MoToK. Jltoboe
BJIO’KEHHE KalluTala JOJDKHO MMETh BO3MOXKHO OBICTPYIO M KOHKpeTHyI0 oTaauy. [lokaszarenu, cBs3aH-
HBIC C OyXTalITepCKUM y4eToM (peHTaOeIbHOCTh MHBECTUIIHMMN, T00ABICHHAS CTOMMOCTh U JI0XOJ OT OC-
HOBHOM JIESITEIBHOCTH), HE CTOJIb CYIICCTBEHHBI JJIsl KPYITHBIX WHBECTHUIIMN, Y)KE CICIAaHHBIX B JaHHBIN
ouzHec. Llenb cocTouT HE B MaKCHUMHU3ALMK PEHTA0EIbHOCTH NHBECTULIMH, YTO B ICHCTBUTEIBHOCTH MO-
XKET BIOXHOBUTH MEHEIKEPOB Ha MOUCKH HOBBIX MHBECTHIIMOHHBIX UCTOYHUKOB C OynylIen NepcreKTH-
BOM Bo3Bpara BioxeHuid. Ckopee, 3Ta Ielb 3aKII0YaeTcsl B TOM, YTOOB MAaKCMMHU3HPOBATH BO3BpaT B
KOMIIQHUIO JEHEXHBIX MIOTOKOB OT BCEX CPENCTB, HHBECTUPOBAHHBIX B HEE B MPONUIOM. TpeThs cTaaus
— 9TO IOBOJBHO KOPOTKHI MEPHOJ B )KU3HU KOMITAHHWH, NTOTOMY O 3aTpaTax Ha HCCIEIOBAaHHE, PA3BU-
THE WJIM HapalllUBaHUE MOIIHOCTEW pedb HE UIIET.

Taxum oOpazom, paspabotka CCII HaunHaeTcs ¢ AManora MEXIy MUCIOJIHUTEIBEHBIM JHPEKTOPOM
Ou3Hec-eqUHUIBI 1 (PUHAHCOBBIM JUPEKTOPOM KOPHOPALMH O KOHKPETHO! (PMHAHCOBOM KaTErOpHUH U Iie-
JISIX 9TOW XO3SIMCTBEHHOW €AMHMIBI. [luanor moJnKeH ONpeleNuTh poJib, OTBEACHHYIO NaHHON Ou3Hec-
enuHUIE B 001meM noptdene kopropamuu. EcTecTBeHHO, 94TO MPpH 3TOM HEOOXOIMMO HMETh YeTKYI0 (hu-
HAHCOBYIO CTPATErHIo U KaKA0H OM3HEC-SIUHUIIBI, TTOJIOKEHHE KOTOPOH B TOW WJIM WHOUW (PUHAHCOBOU
KaTeroOpuu He sBIAETCS Hem3MeHHbIM. HopmanbHOE pazBuTue, JUBIIeecs NECITKH JIET, IPUBOINUT K TOMY,
9TO KOMIIAHHS TUTAHOMEPHO JBHKETCS OT OHOM CTamuy K APYroi U B Pe3y/IbTaTe yXOMUT ¢ phiHKa’. O-
HAaKO TIOPO# 3pelblii OM3HEeC, HaXOISIIUNACS, Ka3aJI0Ch Obl, Ha CTaanu cOopa «ypoxasi», BAPYT 0OHApYKH-
BaeT ceds B KaTteropuu pocta. HeoxunaHHoe TEXHOJIOTHUECKOE, PHIHOYHOE MM 3aKOHOAATEIIbHOE H3Me-
HEHHE MOJKET MPEBPATHTh PAa3BUTHIM MPOAYKT WJH YCIYry, 3aHUMAIOIIME CTaOMIFHOE MOJIOKEHHE Ha
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PBIHKE, B TOBAp BCETO JHINb ¢ OOJBITUMH MOTCHIIMATHLHBIMUA BO3MOXKHOCTAMU pocra. [TomoOHoe mpeBpa-
MICHUE TTOJIHOCThIO MEHSIET (DMHAHCOBBIC M MHBECTUIIMOHHBIC IIETTH OU3HEC-¢AUHUIIBI. IMEHHO MO3TOMY
(hMHAHCOBBIC TENM IS BCEX XO3SHCTBCHHBIX SIMHMII JODKHBI TIEPUOANUCCKH, HAPUMED pa3 B TOJ, Tie-
pecMaTpUBaThLCs, YTOOBI MOATBEPAUTE HITH CKOPPEKTUPOBATh (DMHAHCOBYIO CTPATETHIO.

YHpaBneHMe pUcKkamum

D¢ dexTrBHBIN (UHAHCOBBI MEHEPKMEHT JOJDKCH YIPABISATh PHCKAMHU TaK XKe, KaK M JOXOIaMH.
Lenu, oTHOCALIMECS K POCTY, MPUOBIIBHOCTH U 00bEMY JEHEKHBIX TOTOKOB, NOJYEPKUBAIOT BaKHOCTD
MOBBIIICHUSI PEHTA0EIbHOCTH MHBeCTULMNA. OJHAKO HEOOXOAMMO YPaBHOBEIIMBATH PACUYET OXKUIAEMOI
MpUOBUIH C yIPaBIEHUEM PUCKAMU M KOHTPOJIEM 32 HUMH. VIMEHHO MO3TOMY MHOTHE KOMITAHUH BKJIIO-
9aroT B (JMHAHCOBYIO COCTABJITIONIYIO MOKAa3aTeIH OLEHKU PHCKa CTPAaTeTruH, HAIpUMep IUBEpCU(pHKa-
MU HAaNpaBJeHWH OW3HEca, MCTOYHUKOB J0XOMa, 0a3bl KIMEHTOB WM PACHIMPEHUS TreorpaduaecKkoro
pa3mMenieHus. B menom ynpapneHne puckamu MpeacTaBiIsieT co00M JOMONMHUTENbHBIN TOKa3aTelb, KOTO-
PbIif HEOOXOIMMO YYUTHIBATh MPH pa3paboTKe 1000 cTpareruu Ou3Heca.

CTtpaTternyeckue HanpaBneHus oMHaHCOBOW COCTaBNAOLEN

Jis Kaknoil M3 Tpex CTaaui CTpaTerud — POCTa, YCTOWYMBOTO COCTOSIHHS, cOOpa «ypoKas» —
MBI BBLACISIEM TPU (DUHAHCOBBIX CTPATETHUECKMX HampapieHus (LIen), KOTOpbIe BEAyT K peaau3ainuu
Ou3Hec-cTpaTeruu.

pOCT JOX0Ja ¥ PacIIupeHue CTPYKTYpPbI AeSITEIbHOCTH;
COKpALICHHUE U3EP>KEK U YBEJIMUYECHNE MPOU3BOAUTEIBHOCTH;
HCI0JIb30BaHNE aKTUBOB U MHBECTUIIMOHHAS CTPATETHSI.

PocTt noxomoB u pacmupeHue CTpyKTypbl I€ATEIbHOCTH JTOCTHTAIOTCS MPU YCIOBUSIX YBEIUUCHUS
YUCIa MPEJIOKEHUH TPOAYKTOB U yCIYr, 3aBOEBaHUS HOBBIX KJIMEHTOB M PHIHKOB, Pa3BUTHUS TOBapOB H
YCJIYT B CTOPOHY co3aaHusi 0ojiee BBICOKOW 100aBICHHOW CTOMMOCTH, COOTBETCTBYIOLIETO MEPECMOTpa
ueH. CokpallleHue M3AEPKEK U yBEIHMUECHUE POU3BOJUTENBHOCTH AOCTUTAIOTCS CHUKEHHUEM MPSIMBIX H
KOCBEHHBIX H3/I€P>KEK U COBMECTHBIM HCIIOJIb30BaHUEM PECYPCOB C APYTrUMH OU3HEC-eAMHULIAMU. TpeTse
HallpaBJIEHUE XapaKTepU3yeTcsl CTPEMJICHUEM COKPaTUTh OOOPOTHBIN KamuTall, HEOOXOAUMBIN sl TIOA-
JepkaHusi 00beMa M pacllUpeHrs HamnpapieHWH Ou3Heca, a TAaKKe ONTUMAIBHOTO HCIOJIB30BaHUS OC-
HOBHBIX CPEJICTB 32 CUET aKTUBU3AIMU paHee He3aJeWCTBOBAHHBIX PECYPCOB IS Pa3BUTHS HOBBHIX cep
JEeATEIbHOCTH U JIMKBUJIALUHU TEX aKTUBOB, KOTOPBIE HE OIMPABABIBAIOT CBOIO PHIHOYHYIO CTOMMOCTh. Bee
9TH MEPOTIPHATHUS CHOCOOCTBYIOT YBEIMUYEHHIO JOXOJIOB, TIOTY4aeMbIX 3a cueT 0ojee d3(PEeKTUBHOTO HC-
MOJIL30BaHUS (PMHAHCOBBIX M MaTEPUAIBHBIX aKTHBOB.

B tabmune 3.1 mpencraBnena matpuna 3X3 Tpex CTaiauii OM3HEC-CTpaTeTHH M TpeX (UHAHCOBBIX
HanpaBJIeHUI BO B3aUMOCBS3H C (paKTOpamMu JOCTIKCHHSI HAMEUCHHBIX (PHHAHCOBBIX PE3YIIbTAaTOB.

Poct A0X0A0B U pPAaCIIMPCHHUE CTPYKTYPLbI A€ATCJIbHOCTHU

Haubonee obmmii mokazarenb pocTa I0XOAOB W AJIl IEPBOM, U I TPEThE CTaIUil cTpaTernye-
CKOTO Pa3BUTHS — 3TO POCT 00beMa MPOJAXK U yBEIMUEHHUE JOJIH B LIEJIEBOM CETMEHTE PhIHKA.

Hoegvie npoodyxmut

JInst craguu pocTa, Kak MpaBHIIo, XapaKTepHBI JalbHEHIIee pacuIMpPeHUE U MPOABHKCHUE CYIIECT-
BYIOLIMX JIMHUI TPOTYKTOB WIIH MPEJIOKEHUE a0COIIOTHO HOBBIX BUOB TOBAPOB U yciayr. O0muii noka-
3aTelb JOCTHKCHHUS 3TOM LIEJIM — MPOLEHT J0X0/1a, MOJYY4SCHHOTO OT BHEPEHHS HOBBIX TOBAPOB U YCIyT
B TEUCHHE OMPE/CICHHOTO MEPUO0/Ia, HATpUMep 3a JABa-TPH roja. DTOT MOKa3aTesb MIHPOKO UCIIOIb3YeT-
Csl FHHOBAI[MOHHBIMU KOMIaHUsIMH, Takumu kak Hewlett-Packard (HP) u 3M Corporation. EcrectBenHo,
Kak JIF000# XOpOIInii METOI, OH MOYET ObITh IPUMEHEH 0oJice Uiu MeHee yaadHo. [l 3aBOeBaHUS HO-
BBIX KIIMEHTOB M PHIHKOB MPH MPOJBUKCHHH HOBBIX MPOJYKTOB HPEANOYTUTEIBHEES PE3KOE YIIyUIICHUE
yKe CYIIECTBYIOLIETO MPEITI0KEHH S, a He MPOCTOE BBITECHEHUE UMeromerocs npoaykra. Ho ecim cnui-
KOM MHOTO BHHMAaHUs YIESTh TOJIBKO 3ToMY moka3zarento (B qanHoMm ciydae CCIT moxeT o0e30macuTh
CHUTYAIIHI0), KOMIIAHUS B COCTOSIHMH JIOCTUYb ONPEICICHHBIX YCIEX0B, MOCTOSIHHO paboTas Hal IOCTe-
MICHHBIM BBITECHEHHEM CYIIECTBYIOLIETO MPOAYKTa. OHAKO TOT/Ia KJIMEHTHI HE 3aMETST SIBHBIX MPEHMY-
IIECTB HOBOTO BHJA TOBapa. Mim apyras KpaitHOCTb (HO, K CYACThIO, MEHEE BEpPOSITHAs), KOT/1a KOMIIAHUS
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MIPOCTO MpEKpaNacT MPONAXKY YXKE CYIIECTBYIOIIETO MPOABUHYTOTO MPOAYKTA, 32 CUET YETO YBEIMUYUBAECT
o0beM mpojaaxx HOBOTO. [ TOro 4TOOBI HOBBIM MPOAYKT WM yCIyra CTajld MPUOBLIBHBIMU, MHOTHE
KoMIaHuu (POKYCHpPYIOT BHUIMaHHUE Ha IIeHaX W BaJOBOM MPHUOBLIM OT MPOAaXH, Mpeanoiaras, 4To mpe-
JIOKEHHUSI TOBAPOB U YCIIYT C OOJIbIIEH (yHKIIMOHATEHOCTHIO H MMOTPEOUTEILCKOW CTOUMOCTBIO SIBHO TIPH-
HEeCYT OOJIBITYIO TPUOBLTH, YEM YiKE CYIIECTBYIOIINE TTPOYKTHI.

Tadauna 3.1. Iloka3aTeau crpaTernyecKux GUHAHCOBBIX HANPaBJIeHHI

Cragus CTparernyeckue HanpapJeHHs

PocT noxoaa u pacmmpenue
CTPYKTYPbI AeSITeJILHOCTH

CokpalneHue u3iepKeK U yBe-
JINYeHHe MPOU3BOAUTEILHO-
cTH

Hcnogb30BaHne aKTUBOB

ITokazatels pocta 0ObeMa Ipo-
JIK B CETMEHTE PhIHKA

ITponeHT 10X0/a OT PO HOBO-
O IPOJYKTA WM YCIIYT! HO-
BBIM KJIHEHTaM

Joxomsi/[Tepconan

HWuBecTriym (POLEHT IPOIAK)
Hcenenosanust u pasutue (po-
TIEHT TTPOJIAXK)

VYcroiiunBoe coctosi- |COop «yporkas

HHC

J10714 11eeBBIX KIMEHTOB

ITepexpecTHBIE TPOIAKH

ITporeHT K0X0a OT HOBOIO HC-
TOJIb30BAHHUS YK€ CYyIIEeCT-
BYIOIIIEr O IPOITYKTa

ITpHOBLIBHOCTS IPOXYKTA U KIIU-
eHTa

CoGCTBEHHBIC H3JEPKKHU IIPOTHB
U3/IEPIKEK KOHKYPEHTOB

CoKpall[eHHE H3IePKEK

KocBeHHbIE M3EPXKKH (IIPOLIEHT
TPOJIAK)

Koaddunment mkBraHoCTH
060poTHOro KanuTaia (Je-
HEKHBI [AKIT)

ROCE 110 0CHOBHBIM KaTeropusimM
aKTHBOB

KoaddunmeHr ucnomnp3oBaHust
aKTHBOB

ITpHOBLIBHOCTS IPOLYKTA U KIIU-
eHTa

Ce0ecToMMOCTb €THHUITBI (ETH-

Oxynaemocts [IpousBoauTenns-
HOCTb

HHLBI IPOM3BOJICTBA, C/ICIIKH)
ITporeHT HenpHObUIHHBIX KIIEH-
TOB

Pocr

Hoeoe npumeHerue

Pa3paborka aOCOMIOTHO HOBOTO MPOAYKTAa MOXET MOTpeOOBaTh OOJIBIIMX MaTepUaNbHBIX U Bpe-
MEHHBIX 3aTpaT. OTO B 0COOCHHOCTH OTHOCHUTCS K (hapMaleBTUYECKIM U arpOXUMHYECKIM TP eANPHUSATH-
SIM, Ybsl MIPOJAYKLUMS UMEET JOJTUN LUK pa3pabOTKH M Pa3BUTHsI, C OAHON CTOPOHBI, U JOJDKHA 00s3a-
TEJBHO MPOWTH CTAAMIO COTIACOBAHUS M OJOOPEHHUS TOCYAapCTBEHHBIX OpraHoB — ¢ Apyroil. Ha srame
YCTOWYMBOTO COCTOSIHAS HOBOE NPUMEHEHHE YK€ MMEIOIIErocsi MpOJayKTa, HalpPUMEpP HCIOJIb30BaHHE
MEIUUMHCKUX MPEnapaToB AJIs1 JICYCHHSI HOBBIX BUJOB 3a00JI€BaHNN MM XUMHUKATOB KaK CPeICTBa 3alllu-
THI APYIUX BHJOB CEMBCKOXO3SIHCTBEHHON MPOMAYKIMH, MOKET OKa3aThcs Oosee d(PEKTHBHBIM IJIS yBe-
JTMYEHUs TOXOJI0B KOMIaHuu. EcTecTBeHHO, Takoil moaxo TpeOyeT cBUAETeNbCTB 3()(HEKTHUBHOCTH HO-
BOTO NMPUMEHEHHsI, OTHAKO HET HEOOXOIMMOCTH pa3padaThiBaTh HOBYIO XHMHUYECKYIO (JOpMYITy, JOKa3bI-
BaTh 0€30MaCHOCTh MPOAYKTA, a U IPOU3BOJACTBEHHBIN MpoLecc yXe HanaxeH. Eciu menpio KoMnaHuu
SIBJIIETCS HOBOE MPUMEHEHHE MPOAYKTA, TO MPOLEHT MPOAAXK 3TOTO MPOAYKTA MOXKET ObITh COOTBETCT-
ByromuM mokazarenem CCIIL.

Hoevle knuenmor U pblHKU

IIpennosxkenne yxe MMEIOIUXCS MPOAYKTOB M YCIIyT HOBBIM KJIMEHTAM M CETMEHTaM PBIHKA MOYKET
OKa3aTbCsl 0THUM 13 Y(Q(HEKTUBHBIX ITyTel pocTa 1oxX0a0B. [lokazarens mpoIeHTa J0X0I0B, MOTyIeHHBIX
OT HOBBIX KJIIMEHTOB, CETMEHTOB PBIHKA M PETHOHOB, CBUIETENBCTBYET O BaXXHOCTH M3YyYEHHUS dTOTO HC-
TOYHHKA TOBBIMIEHUA TOXOAOB. IIpenmpuarnsa MHOTHMX OTpacied NMPOMBIIUICHHOCTH BIAACIOT IOJHON
nHpopManueit o pa3Mepax peIHKA U JI0JIe Y4aCTHs B HEM KOHKYPEHTOB. YBEIMYEHHUE J0JIM KOMITAaHUHM Ha
PBIHKE YaCTO HCTIOJB3YETCs KaK IMOKa3aTeNb €€ NeATENIbHOCTH, KOTOPBI, KpOME TOTO, IO3BOJISIET OLIEHUTh
NIPUYUHBI POCTa JOJNH MPEANPUATHAS HA PHIHKE — YCOBEPIIECHCTBOBAHNE KOHKYPEHTHBIX IPEIIOKEHUI
UM OO POCT CaMOTO PhIHKA. YBEJIWYEHHE IPOJaXK MPU OJHOBPEMEHHOM MOTEPE JOJM PHIHKA MOXKET
CIIY’)KUTb CUTHAJIOM O HAJIMYHH NPOOJieM B CTPATErMM KOMIAHUM WM CBUIETEIBCTBOBATH O MPHUBIEKA-
TEJILHOCTH €€ MPOJAYKTOB U YCIIYT.



46 Yactps niepsas. [1aBa 3

Hoevle e3aumoomuouenus

HekoTopbiMu KOMIaHUSIMU MPEATNPUHUMAIINCE TONBITKH OOBEANHATD YCUIIMS PA3IMYHBIX OU3HEC-
eIMHUI I OCYIIECTBIICHHUS OJHOM 3a/auu, HapuMep pa3paOdOTKU M Pa3BUTHS HOBBIX MPOMYKTOB WA
MPOJAXH KIMEHTaM KaKHX-THOO MPOEKTOB. B 3aBUCHMMOCTH OT CTparteruu KommaHuu (paciimpeHue u
pacnpocTpaHeHue TEXHOJIOTHH CPEeIu CBOMX IMOAPAa3JesICHUI WK yBeIUYeHUE 00beMa NpoaaK WHIUBU-
JyaJIbHBIM KJIMEHTaM MHOTOUYHMCIICHHBIX OM3HEC-CAMHUI] BHYTPU KOMIIAHHMH) MOKA3aTellb MOXET OBITh
BBIPA)KEH Pa3MEPOM JIOXOJIOB, MOJIYYEHHBIX B Pe3yIbTaTe UX COTPYIHUUIECTBA.

Hampumep, Rockwater 6bi1a o1HIM U3 IIECTH HHKSHEPHBIX opasneneHuii Brown & Root Energy
Services, KOTopbie MPEIOCTABIIIN ONPEICICHHBIC YCIYrH Uil OOJNBIINX HE(PTSHBIX U Ta30BBIX KOMIIA-
HUIi: MH)KCHEPHBIE MIPOEKTHI, COOpKa M yCTaHOBKa TpyoompoBoaoB (Rockwater), a Takke UX TeXHHYECKOE
oOcnyxuBanue. McTopuiuecku CIOXKUIIOCH TaK, YTO BCE MOAPA3AEICHUS JEHCTBOBAIM HE3aBUCHUMO JPYT
ot npyra. Korna Hopman Yambep3, npe3ugent Rockwater, moryuns noBbllieHHe U ObLT Ha3HAUEH Tpe-
sugentoM Brown & Root Energy Services, on 00bsiBUII, YTO (PMHAHCOBOM LIENBIO KaXOTO OTAEILHOTO
Mo/Apa3IeNeHusl KOPIOPaLKH JOJDKHO CTaTh YBEJIMUEHUE €r0 JOJIU B OM3HECE 3a CUET COTPYIHUYECTBA CO
BceMHU ocTayibHBIMU. Ero nosrocpounas menp 3akjitoyanach B TOM, YTOOBI IPEIOCTABISITh KJIMEHTaM BECh
KOMIUJIEKC YCIIYT: OT Ha4aJIbHOM CTaauu pa3pabOTKH MPOEKTA A0 AOJITOCPOUYHBIX MPOEKTOB TEXHUYECKOTO
o0cayXKUBaHUS.

OTH pUMEpBI OTPAXKAIOT CTPEMIICHHE HEKOTOPHIX KOMITAaHUH MepelTH OT HenupdepeHIIMPOBaHHO-
ro MoAXoJa K Mpojaa)kaM, OCHOBAaHHOTO TIIABHBIM 00pa3oM Ha LIEHOBOM IOKa3aTelse, K MPEIJIOKEHUIO
KJIMEHTY MPOIYKTOB M YCJIYT, OTBEYAIOMIMX €r0 MoTpeOHOCTsAM. KoMmanuss MOXeT yTBEp>KAaTh, UTO €€
cTpaTerust — 3To JBWkeHue K auddepenuupoBanHomy noaxony. OnHako, ecinu (GUHAHCOBBIMU MOKa3a-
TEJSIMU SIBIITIOTCSL TOJIBKO 00mHii 00beM mpoxax, npuosiis 1 ROCE, ona Moxer moctuab KpaTkocpod-
HBIX (PMHAHCOBBIX ILIEJIeH, HO TIOTEPIETh HeyAady B peaan3anuu ctparernu. Heobxoammo deTko ompene-
JIUTh, KAKOBO COOTHOILICHHE MEXIYy 00beMaMH MPOJAX TOBAPOB IO IIEHAM, YCTAHOBJICHHBIM Ha KOHKY-
PEHTHOM OCHOBE, NMPOJAXK C [IEHOBOW MTPEMHUEN U IO JOJITOCPOYHBIM JOTOBOPAM.

Hoeas cmpykmypa npeonosicenus moeapos u yciye

Jlnst yBenmmueHus TOXOJ0B MOXKHO M3MEHUTHh CTPYKTYPY CBOETO TMPEAJIOXKEHUS Ha peiHKe. Hampu-
Mep, €ClId B HEKOEM CETMEHTE PBIHKA KOMIAHUS UMEET CEPhEe3HOE MPEUMYIIECTBO I10 I[eHEe, TO OHAa MO-
JKET BBIMTPaTh, MPE/JIOKUB I[EHY 3HAYUTENBHO OoJiee HU3KYI, YeM KOHKYpeHTHI. [lokazaremem Takoi
CTpaTeruy HU3KOW IEHBI CITYXKUT POCT 00beMa MpoJax B IEJIEBBIX CErMEHTax pblHKa. M Ha060poT, MOX-
HO TIPEIIOKUTH Oosiee nuddepeHIIMPOBAHHYIO CTPATETHIO, OTKA3aBIIMCh OT Kypca Ha MOHKEHHUE IICHBHI,
Y TIOTIBITATRCS TIEPEBECTU TPOIYKT WM YCIYTY B paszpsi ((HpeMI/IyM))*. U Torna mokazarenem Oymer ciy-
KHUTh POCT 00BEMa MPOAAXK M MPOILEHT MPOJIAXK ¢ MpeMueit ot obiero oovema npogax. Metro Bank, na-
npuMep, pazpaboTan CTpaTeTHio yBEIIMYEHUS YHCIa KOMUCCHOHHBIX CHENIOK, a TIOKa3aTeleM ee ycliexa
OTIPENIETIFUT POCT IOXOJIOB OT COBEPIICHHBIX MPOIaK TOBAPOB H YCIIYT.

Hoeas yernoeas cmpamecus

Ha tpetbeit cramuum — B 0OCOOCHHOCTH 3TO OTHOCHUTCS K Pa3BUTHIM 3pEJIBIM KOMIIAHUSM — POCT
JIOXOZ0B MOET OBITh JOCTUTHYT 3a CUYET MOBBIMICHUS 1EH HA TMPOAYKTHI, YCIYTH U OOCTYXKHUBAaHHUE OT-
JIETHHBIX KIIMEHTOB, €CITN U3ACPKKH MPEBBIMAIOT A0X0abl. [10100HbIE CUTYyaIuK TOCTATOYHO JIETKO TIPO-
THO3UPOBATh B TOM CIIy4ae, €CJIM MPEANPUATHS OPUMEHSIIOT CUCTEMY aHAlIW3a XO3SIICTBCHHOUN ACATENb-
HOCTH, PacCMaTpPUBAIOT U3MIEPKKHU, IPUOBLIL U JaXe UCIIOIb3yeMbIe aKTUBBI BO B3aWMOCBSI3U C KAKIBIM
KOHKPETHBIM TIPOJYKTOM, YCIYTOH M KIMEHTOM. HekoToprle KOMIaHWU OOHApYKWMJIM — B YaCTHOCTH,
3TO KacaeTcs CrenupUISCKUX MPOTYKTOB HITH CITUIITIKOM TPEOOBATEIbHBIX KIIMEHTOB, — YTO MOXHO yBE-
JIUYUTH TICHBI WA UCKITIOYUTE OOJIBINE CKUJIKH, YTOOBI TIOKPBITH M3/ICPIKKH CO3TaHUS HETPUOBUILHBIX B
HACTOSIIANA MOMEHT MPOJYKTOB WJIM TPUOOPETEHUSI HOBBIX KIIMEHTOB, HE TIOTEPSB TIPH 3TOM CBOEH J0JH
pbiHKa. [IprOBUTEHOCTE TOBapa, YCIYTH U KIUCHTA WM, HA000pOT, POICHT HENPUOBLTLHOTO MIPOAYKTA,
YCIYTH WK KJIHMEHTa CHTHATU3UPYeT (M He TOJBKO) O BO3MOYKHOCTH MEPECMOTpa IeH, a Takxke 00 yc-
MEIHON WM HEYJaYHOU [IEHOBOM CTpaTEruu B mpouuioM. JJist 0 JTHOPOIHBIX TPOIYKTOB U YCIYT IPOCTOM

[IpeMuyM-IPOAYKT — 3TO TOBAp, OOIATAONIMI YIyUIIEHHBIMH Ka4eCTBaMH, 32 KOTOPBIH MOTPEOUTENN TOTOBBI I1j1a-
TUTH OOJIBIIYIO LIEHY NPU HAJIMYMK Ha PHIHKE TIOXOXKUX NMPOAYKTOB — [Ipumeu. nepegoduuxa
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IIEHOBOW MHECKC, HAPUMEpP YUCTHIA JOXO0J Ha TOHHY, I[€HAa 3a TIOCTABKY WJIHM IIEHA 3a CAUHUILY TIPOIYK-
nue, OyJIET CITYKUTH TTOKa3aTelieM TeHSHITNI IIEHOBOW CTpaTErny KOMITAHUH U OTPACIH B IIETIOM.

COKpameHne HU3IEPKEK U YBECJINYCHUEC NTPOU3BOIUTEIBLHOCTH

ITomMuMoO 1enel NOBBIIEHNS JOXOAHOCTH U PACIIMPEHUS CTPYKTYPHI ACSITEIBHOCTH MOTYT CTaBUTh-
s 3a1a4M COKPAILECHUS H3AEPKEK U YBEIMUECHUS POU3BOIUTEIBHOCTH.

Tosvluenue np0u3600umeﬂbnocmu

Ha mepBoit ctagnu pocra OW3HEC-eNUHUIIBI, KaK MPAaBUJIO, HE CIAMINIKOM MHOTO BHUMAHUS yACISIOT
COKpAILICHUIO U3JepKeK. [IoNbITKA COKpaleHusl U3AEPKEK 32 CUET aBTOMATHU3ALMU U CTaHIApTHU3ALUU
MIPOTIECCOB MOTYT OTPAaHWYUTh THOKOCTH, HEOOXOAUMYIO IS MIPOJABUKEHHUSI HOBBIX TOBAapOB M YCIYT Ha
HOBBIE PIHKHU. CleI0BaTeNbHO, 33/1a4a TOBBIICHUS IPOU3BOIUTEIHFHOCTH Ha CTAJAUH POCTA JOJDKHA pac-
CMaTPHUBATHCA Y€pPe3 MPU3MY MOBBIIIEHUS TOXOTHOCTH, CKaXEM, Ha OJHOTO pabOTAaIOIIEro, ¢ MeIbI0 yBe-
JIUYCHHS TOOABICHHOW CTOMMOCTH TOBApOB M YCIIYT, a TAK)KE WHTEHCHU(UKAIIUU UCTIOJL30BAHUS MATEPH-
AJIbHBIX U YEJIIOBEUYECKUX PECYPCOB KOMITAHUU.

CHuoiceHue yOenbHbIX U30epIHCeK

Ha craguu ycTOWYMBOTO COCTOSIHUSI CHMXKEHUE M3AEPHKEK CIIOCOOCTBYET MOJYyYCHHUIO 00Jiee BBICO-
KOU MpUOBUIN U TOBBIIICHUIO PEHTA0EIbHOCTH WHBECTHLINHI. BepoATHO, caMblil IpOCTON MyTh yMEHbIIIe-
HUA ce0ECTOMMOCTH — 3TO COKpAICHHUE ONEpalMOHHBIX U3AepskeK. i koMnanuii, npou3BOAAIIUX OA-
HOPOJIHYIO MPOAYKIIUIO, IOCTATOYHO MOCTABUTh 33/1a4y CHI)KCHHSI YICIbHBIX U3/IepkKeK (H3AEPIKEK Mpo-
M3BOJICTBA CIUHMIIBI MPOAYKIMK). XUMHYECKasT KOMIIAHUS, HAIIPUMEP, MOXET JOOMBATBHCS CHUKCHUS
ce0ECTOMMOCTH JINTPA WM KWJIOTpaMMa MPOyKTa; OaHK, paboTArOIIMi ¢ MEIKUMHU KIMEHTaMH, — CHH-
KEHHsI 3aTpaT Ha OJHY TPAHCAKIHUIO (HAIIpUMEp, Ha OMEPAIUIO TT0 00CTY)KUBAHHUIO JICTIO3UTOB) U YMCHB-
LICHHUS] CTOMMOCTH OOCITYy’KUBaHUS CUETOB KIIMEHTOB; a CTPax0OBasi KOMIIAHUS MOXET OLIEHUBATh CBOU H3-
JEPAKKH TI0 CTPAXOBBIM IMPEMUSAM WIH BO3MEIICHHAM IO HCKaM. [IOCKONIBKY H3AEPKKU ONEPALMOHHON
JEATEIBbHOCTH MOTYT CKJIAJIBIBATECS B PE3YIbTATE MCIOJB30BAHUS PECYPCOB PA3NNUYHBIX MOAPaA3IEICHUN
KOMITaHWH, CHCTEMa OLIEHKH XO3SIIICTBEHHOH NEATEIbHOCTH HE0OX0auMa Kak TOYHBIM MoKaszarenb cede-
CTOMMOCTH €IWHHILIBI PO IYKIIUH.

CoeepmeHcmeoeaHue CUcmembvl Kanaioe

HekoTtoprie kommanuu 00Jagal0T MHOTOUYMCICHHBIMU KaHAJIAMU B3aMMOJCHCTBHS C KIMEHTAMH.
Hanpumep, gacTHbIE JMIIa MOTYT COBEpIIATh CACIKH ¢ OaHKaMu 4epe3 OaHKOMAThI, ¢ MOMOIIBIO Tesedo-
Ha 1 KoMIiptotepa. U3nepxku 6aHka B 3aBUCMMOCTH OT BHJa TaKOrO KaHala pa3nuuHbl. s npoussoa-
CTBEHHOW KOMIIAaHMH 3aKa3 Ha MOCTaBKY MAaTepHaOB MOXKET AeNaThCid TPAAULMOHHBIM CIIOCOOOM, TO
€CTh COTPYAHHK OTJENA 3aKYIOK 00CYXIaeT C MOCTABIIMKOM Ka4eCTBO, LIEHY U YCJIOBHUS JOCTaBKH HEOO-
XOJUMOTO CBIPbSI MJIM yMAKOBKH. M1 Ha060pOT, NPOM3BOAMUTENb YCTAHABIMBAET AOJITOCPOYHbIE OTHOILIE-
HUA C O0JOOpPEHHBIM KOPMOPATHBHBIM IOCTABIIMKOM 4epe3 3JEKTPOHHYIO CHCTeMY OOMEHa IaHHBIMH
(electronic data interchange, EDI) mexny npou3BOACTBOM M MOCTABIIMKOM, UCIOJB3YSl KOTOPYIO IIO-
CJIEAHUI UMEET BO3MOKHOCTh OCYILECTBIISITH IOCTAaBKH TOYHO B CPOK M HEMOCPEACTBEHHO HA MPOU3BOI-
CTBO, MPUHUMAs Ha ce0sI OTBETCTBEHHOCTH 33 MOCTOSIHHOE HAIMYHE MaTepralioB. M3aepkku conepxanus
EDI 3nauuTensHO HUKE, YEM 3aTpaThl HA TPAIULMOHHBIA METO/] OpraHn3auuy 3aKynok. CiemnoBaTenbHo,
Hanbosiee 3(h(HeKTUBHBIN CIOCOO CHIDKEHHSI 3aTpaT — 3TO MEPEXO/ C TPATUIIMOHHO BBICOKO3AaTPAaTHBIX
KaHaJIOB B3aMMOJICHCTBUS C MOCTABIIMKAMHU U KJIMEHTaMH Ha OoJiee AemeBble eKTpoHHble. Ecim kom-
MaHus pa3pabaThIBaeT CBOIO CTPATETHIO0 CHIKCHUS M3JIEPKEK HA TAKOW OCHOBE, TO MOKazaTeneM Y dek-
TUBHOCTH OYZET CIYXHUTh MPOLEHT CAENOK, COBEPUICHHBIX ¢ momomisio EDI, a nenxsio — nepexox ot ao-
porux k Oojee AeUIeBBIM KaHalaM B3aUMOJACWUCTBHUS C MOCTABIIMKAMH, YTO YBEIMYUT MPOU3BOIUTEIb-
HOCTb U CHU3HUT 3aTPAaThI.

Cokpawenue mexkywux pacxo0os

MHorue KOMIaHuU aKTHBHO CTPEMATCA K CHUXKCHUIO TOPTOBBIX, 06]]_II/IX u aIMUHUCTPATUBHBIX U3~
I[Gp)KGKS. Ilokazarenem YCIIEMIHOCTH O3TUX HeﬁCTBHﬁ CIIYXKUT a0COJIFOTHOE 3HAUECHUE DTHUX pacxoaoB UK
HUX MPOLCHTHOC COOTHOUICHUE K O6H_II/IM 3aTparaM WM JOXOOdaM. Haan/IMep, €CJIM TaKUE 3aTpaThl CIWII-
KOM BBICOKH I10 CPaBHCHUIO 00 ¢ aHATOTHYHEIMHA pacxonaMu KOHKYPEHTOB, mbo ¢ A0XodaMu OT IIpPoO-
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JlaX, TO Tepel] KOMITAaHUEH CTOUT 3a/iada CHIKEHHUS TOPTOBBIX U aJIMIHUCTPATHBHBIX W3JCPKEK. JTa 3a-
nada moJpkHa ObITh cOamancuposana B CCII Takmmu mokazaTensiMu, Kak MOTPEOUTENBCKIM CIIpOC, Kade-
CTBO, IOCTM)XCHUS KOMIIAHWH, C TEM YTOOBI 00IIee CHIKEHUE 3aTpaT HE 0Ka3aJI0 HETATUBHOTO BIIMSTHIS
Ha BHYTpPEHHUE OM3HEC-TIPOIIECCH U MPUBIICUYCHIE BAXKHBIX KIHEHTOB.

ABTOpHI HE MOTYT B MIOJTHOM Mepe MPUHATH TOUKY 3PESHHSI, UTO TAKUE PACXOJIBI SABIISIOTCS OpeMEeHEM
TSI KOMTIAHWW, KOTOPOE CO BpeMEHEeM HeoOXOauMO yCTpaHuTh. MmeanmpHBIN BapwaHT — MOCTaparhbCs
OIIEHUTh PE3YNBTATHI, MOJIYICHHBIC C MCIOJF30BaHUEM KOCBEHHBIX M BCIIOMOTATENIbHEIX pecypcoB. He-
00X0JIMMO HE MPOCTO CHU3WTH 3aTPaThl HA X HUCIIOJIB30BAHNE, a TTOBBICHTH MX d(PPEKTUBHOCTD: paciiu-
PHUTHh KIMEHTCKYIO 0a3y, YBENWYUTh 00BEM TNPOAAK M KOJIMYECTBO TMPOBEICHHBIX CHEIIOK, WHTEHCHBHO
pa3pabaThiBaTh U Pa3BUBaTh HOBBIC MPOJYKTHI, YIYUIIATh TEXHOJOTUICCKHIE MPOIIECCHI, & TAKKE OICHUTH
3¢ (EeKTUBHOCTh TPHUBIICUCHHS 3TUX pecypcoB. C MOMOIIBIO 3TUX MOKa3aTeNiell KOMIAHUs J0DKHA TIPo-
BECTH aHAJIM3 M MOCTAPaThCA AaTh KOJMYCCTBEHHYIO M KAYECTBEHHYIO OIEHKY NEATEIIbHOCTH, CBSI3aHHON
C MCIIOJH30BAaHUEM KOCBEHHBIX W BCIIOMOTATEIBHBIX PECYPCOB. AHANM3 U3ACPKEK XO3IHUCTBEHHOU jes-
TEIFHOCTH JIA€T BO3MOXKHOCTH CBSI3aTh 3aTPaThl HA KOCBEHHBIC, BCIIOMOTATEIIbHBIE U aIMUHUCTPATHBHBIC
PECYPCHI, C OJTHOW CTOPOHBI, U PE3YNIBTATHI IEATETFHOCTH, TIOJyd€HHBIE OT MPUBJICUCHUS ITHX PECYPCOB,
— ¢ npyroii. B 3ToM cMEBICIIe TOCTaTOYHO MCKYCCTBEHHOE Pa3JieleHUE MPSMbIX U KOCBEHHBIX H3JIEPKEK,
MPUHATOE BO MHOTUX KOMIIAHUSIX, MOXXHO HCKJIFOUUTH.

Hcnoab30BaHue AKTUBOB U HHBECTHIIMOHHASN cTpaTerus

JlocTrkeHHE TaKMX IieJied, KaK JOXOIHOCTh 3aHATOTO KaluTalia, PeHTA0eIbHOCTh WHBECTULIUH H
CO37IaHME IPKOHOMHUYECKOH Jo0aBieHHoM croumoctu (economic value-added, EVA), ouenuBaercsi Bce-
OOIIMMH MOKa3aTesIMU ycriexa (PMHAHCOBOW CTPATETHH, @ MMEHHO YBEJIHMYCHUEM JJOXOJHOCTH, COKpAIlle-
HUEM HU3JICPKEK M PACHIMPCHUEM HCIOJIb30BaHUs aKTUBOB. HEKOTOpBIE KOMITAHUM MOTYT MPUMEHSThH
cnenupuaeckre GaKTopbl HHTCHCU(YUKAIIIH UCTIOJIb30BAaHHS aKTHBOB.

JlenedicHolil yukn

OOOpoTHBINM KanuTall, B OCOOCHHOCTH ACOMTOPCKUE M KPEOUTOPCKME CYETa, a TaKKe TOBAPHO-
MaTepHalbHbBIC 3aIlachl, SBJSCTCS BaXKHEHICH YacThlO0 KaluTaja MPOU3BOJICTBEHHBIX, TOPTOBBIX (ONT U
PO3HUIIA) U PACHPEACIUTENbHBIX (IUCTPUOYTUBHBIX) KoMIaHuit. OuH U3 nokasateneit apdexTuBHOCTH
yIpaBiIeHUsI 000POTHBIM KalUTaJIOM — JCHEKHBIN IIMKJI — PAaCCUMUTBHIBACTCS 1O cleayromeil hopmyie:
MepHOJ], B TEYCHHE KOTOPOTO KAIMUTAaJ CBA3aH B TOBAPHO-MAaTEpPUAIBHBIX 3aracax, IUII0C BpeMsl, 3a KOTo-
poe IEHEeKHBIE CPEACTBA OT MPOJAKU MOCTYNAIOT HAa NeOUTOPCKUE CUeTa, MHHYC CPOK, B TEUCHHE KOTO-
pPOTO MPOHMCXOIUT OIjlaTa MaTEPHUaIOB MOCTABIIMKA IO KPEAUTOPCKUM cueTaM. Teopus pacdera mpocra
(cM. puc. 3.1). Kommanus mokymaeT MaTepHalibl WA OPOAYKTHI (2 KOMIIAHUH-TIPOU3BOIUTENN OIUIAYH-
BaIOT TaKXe TPyJ paOOTHUKOB M HECYT MHBIE 3aTpaThl, CBSI3aHHBIE C MPOU3BOICTBOM TOTOBOTO MPOAYK-
ta). [IpoaomKUTETBHOCTE BPEMEHH OT MOMEHTA MOKYIKA MAaTepPHAaIOB 10 MOMEHTA MPOJaXXH FOTOBOTO
MPOJIYKTa — 3TO MEPUOJ, B TEUCHHUE KOTOPOTO KalUTall CBsI3aH B BUAE TOBAapPHO-MATEPHAIIBHBIX LICHHO-
cTeil.

Mokynka ceipbs Mponaxka
¥ NoCTaBWMKa npoaykTa

Topapo-MaTepuankHeIe 3aNackl (GHM) JeduTopckMe cyeTa (AHMW)
Py -

L s o L N d
Kpeautopckue cueta (aHm) DNeHexHbId LUKN
Onnara MonyueHue
CBIpBA ABHEMHLIX CPpeACTE
NOCTAEWMKY OT KNHEHTa

Pucynok 3.1. /leHeKHbII HUKJI

W3 310l BENMYMHBI HY)KHO BBIUECTh CPOK OIUIATHI MOKYHMKH (MIEPHOJ OIUIATHI MO KPEAUTOPCKUM
cueram). [Teproa MOCTYIICHUS] CPEICTB OT MPOJAKHU HA JCOMTOPCKHE CUETa U3MEPSIETCSl OT MOMEHTA CO-
BEPIICHUS CAENKHA O TOJIY4EHUs ACHEKHBIX CPEICTB OT KIMEHTa. TakuM 00pa3oM, EHEXKHBIH LHKI
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MpeacTasBisier co0oi Bpemsi, HEOOX0IMMO€E KOMITaHUU JJIsl TOTO, YTOOBI BO3MECTUTH JIEHEKHbBIE CPEICTBA,
HCTpayeHHbIC Ha MOKYIKY MaTEepHaJIOB, ACHEKHBIMH CPEACTBaMH, BBIPYYEHHBIMH OT mpojax. Hekoro-
pble IpeanpusTus paboTalT ¢ OTPULATEIbHBIM JEHEKHBIM LIUKIJIOM, OIJIayMBasi YCIyTd MOCTaBIIMKOB
MOCJIe OIUIaThl CUETOB KIMEHTaMH. B pe3ynbrare, onepatuBHO coOMpas BBIPYYKY OT MPOJAX U AOTOBO-
PHUBILIUCH O BBITOJHBIX YCJIOBUSX C IIOCTABIIMKAMHU, OHHU MOJYYarOT, @ HE U3bIMAIOT KalUTall U3 €KeIHEB-
HOTO TIPOM3BOACTBEHHOTO HUKJIA. M XOTS 11 MHOTHX KOMITAaHUH OYEHb CJI0XKHO, €CIIH BOOOIIE BO3MOXK-
HO, paboTaTh C HYJIEBBIM WJIM OTPULATEIHLHBIM JACHEKHBIM LIUKJIOM, €r0 COKpAalllEeHHE MOKET OBITh OT-
JMYHOU HEINbI0 T yBeTndeHus 3() QeKTUBHOCTH 00OPOTHOTO KamuTama.

Kommanuu ¢ J0JITUM OmnepanuoHHBIM (MPOM3BOJACTBEHHBIM) LUKIOM, HAIPUMEp CTPOUTEIBHBIC,
TaKKe NPUIAlT OOJBIIOE 3HAYCHHUE YIPABICHUIO 000OPOTHBIM KanmuTasoM. OHU CUMTAIOT HEOOXOIAUMOM
CXeMy OIUIaThl 1O Mepe BbimojHeHHs pabor. Hampumep, kommanus Rockwater, 3aHsTasi 1moaBOJHBIM
CTPOUTEIILCTBOM, CTAJIKMBAETCS C MPOOJIEMOIl MOMydeHHs! JEHEKHBIX CPEACTB OT KIMEHTOB. 3a4acTylo
OKOHYATENbHAS OTUIaTa MpoekTa npoucxonut 6onee yem yepe3 100 nueit. OxHa U3 TIaBHBIX (HMHAHCOBBIX
neneit kommannu Rockwater coctosiia B TOM, 4TOOBI 3HAUUTEIBHO COKPATHUTh TOT IMKI. B ciydae ee
TOCTIKEHHS TIPOM30MIET CePhe3HOEe YIIydIlIeHHe APYroro (GrHAHCOBOTO TOKAa3aTellsl — PeHTA0EIbHOCTH
3aHATOrO KanuTama’.

On MUumMU3ayusl UCnoab306aHUA AKMUB06

Jpyrue noxkasareny UCHOJIb30BaHUA aKTHBOB OPHUEHTHUPYIOTCS HA PAallMOHAJIbHOE WHBECTHUPOBAHME
C LEJIBIO MOBBIMIEHUS TOXOJHOCTH KalUTAJIOBIOKEHNH U YCKOPEHUS IMpoLecca BO3BpaTa HHBECTULIMH H,
KaK pe3ysbTar, Ha COKPAIICHHUE IEHEKHOTO ITUKJIA.

MHorue pecypchl KOMIIAHUN HalpaBJIeHbl Ha BBIIIOJHEHUE BCEH LEMOUYKH OU3HEC-TIpoLecca: MPOeK-
THPOBaHME, MMPOU3BOICTBO, MPOJIAKa U TepepadboTKa. DTH Pecypchl MOTYT MOTPEOOBATh BHYIIUTEILHBIX
KaIlTUTaJIOBIOKEeHN . VIHBECTUIINH, €CTECTBEHHO, BKIIIOYAIOT B ce0s (hM3NUECKHE aKTHUBBI, B YaCTHOCTH
WH(POPMAIMOHHBIE CHCTEMBI, CIIEUAIFHOE 000pYAOBaHKE, 31aHMU U COOPYKEHHS], HO HE TOJBKO — 3TO
ellle WHTEIUICKTYaIbHBI W YEIOBEUSCKH KamuTal, HAlpuMep KBaIU(UIIMPOBAHHBIA ONBITHBIN IEpCO-
Haul, 0a3pl HaHHBIX. KoMmaHus MOXeT cOalaHCHpOBAaTh WHBECTHLUU B MH(PACTPYKTYPY, pa3ieiMB UX
MEXIy BCEMH CBOMMHU OM3HEC-TIOJpa3/eieHIsIMA. B pe3ynbraTe COBMECTHOE HCIIOIB30BaHUE WH(OpMa-
UM U KIMCHTCKOW 0a3bl 000pavyMBacTCsl YBEIMUCHUEM OXOJOB, OJHAKO MMPOCTOE KOMUpOBaHUE (THUpa-
’KUPOBAHUE) OJHUX U TEX € BHJOB (PU3MYCCKUX U HUHTEIUICKTYaJbHBIX aKTUBOB M3 MOJAPA3/ICICHUS B
Mo/pa3eNieHue HE MOMOKET COKPaTUTh M3AEpPKKU. CleloBaTeIbHO, KOMIIAHUS, CTPEMSIILAsICSI JOCTUYb
HSKOHOMHH 32 CYET MAcIITa0OB U AUBEPCU(PHUKAINI HHBECTUPOBAHUS B (PH3MUECKUE U MHTEIUICKTyaTbHBIC
aKTUBBI, JOJDKHA IMOCTAaBUTH IMepes co00M LEeb YBEJIMYUTh MIPOLEHT CUCTEMHBIX PECYPCOB, KOTOPBIE CO-
BMECTHO HCIIOJB3 YIOTCS HECKOJIBKAMH MOIPa3CICHUSIMU.

OcoO0BbIi aKIEHT JIeaeTCs Ha UCTIOIB30BaHUH PEIKUAX U JOPOTOCTOSIINX pecypcoB. Bo3Bpamasics k
npumepy Komranuu Rockwater, 3amerim, 94To pyKOBOJACTBOM OblLiIa TIOCTABJICHA 1I€Ib YBEIUYHUTh BPEMs
paboThl YHUKAJIBHOTO Cy[IHA MPU CTPOUTENBCTBE MOJABOIHBIX 00bekTOB. OHA M3 KpyMHEHIUX HeTs-
HBIX KOMITAHUH PYKOBOJICTBOBAJIACH TEM K€ TIOJX0J0M IPU BHIOOpE B KaUECTBE IMOKA3ATENS JOCTIKCHHS
CBOMX (DMHAHCOBBIX IIEJICH ONTHMAaJIBHOTO MCHOJIb30BAHUS OUMCTHON YCTAaHOBKH.

PentabenpHOCTh MHBECTUIMI B MHTEIUICKTYaJbHbIE AKTUBbI, HAI[PUMEP B HAy4YHBIEC MCCIICAOBAHUS
W pa3BUTHE, TMEPCOHAT U MH(POPMAIMOHHBIE CHCTEMBI, TAKXKE CIOCOOCTBYET YBEJIMYCHHIO COBOKYITHOU
JOXOIHOCTH MHBECTHUIINI KOMITaHUH. boJiee mospoOHO MBI pacCMOTPHM ATy TEMY B I1aBax S u 6.

Llenn n nokasaTtenu ynpaBrieHnsa puckamm

MBI yxe 0TMeUalH, 4TO B IOIMOJHEHHE K 3a/1ad€ YBEITUYEHHUSA JOXOAHOCTH IMOCPENACTBOM POCTa, CO-
KpauieHus ce0ecTOMMOCTH, MOBBILLIEHHS TPOU3BOJUTEIILHOCTH M UCIIOJIb30BAHUSI AKTHBOB OOJIBIIMHCTBO
KOMITaHUH OJHUM U3 0053aTEIbHBIX MOKA3aTeNIel CUUTAIOT YIPABICHUE PUCKAMH H, €CJIM 3TO CTpaTeru-
YECKH OTIPaBIAaHHO, BKIIOYAIOT €r0 B ()MHAHCOBYIO COCTABIIIIONIYIO CBOEH COAIAaHCHPOBAHHOW CHCTEMBI
nokazareneii. Tak, Metro Bank, Hanpumep, onpeaenun ogHO# u3 1eseil GUHAHCOBOW COCTaBISIONICH
CHCTEMBI POCT MPHUOBLIH 33 CUET YBEINYCHUSI KOMACCHOHHBIX TUIATEXKEH 3a YCIyry HE TOJIBKO KakK Crlocod
MOTEHIUAIBHOTO MOBBIIIEHUS JOXOAHOCTH, HO W KaK CPENCTBO YMEHBIIEHUS 3aBUCUMOCTH OT JEMO3UT-
HBIX M MPOYHX CIeNOK. Takoil 10X0a moJaBepKeH KoieOaHusIM B 3aBUCHMOCTH OT MPOIEHTHOW CTAaBKH.
[To Mepe yBenuueHust MPUOBLIM OT KOMHUCCHOHHBIX IJIATE€KEH JOXOIHOCTbh, 0 MHEHHIO 0aHKa, rof OT
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roja OyzmeT cTaHOBUTHCS Oojee cTabmibHON. Takum 00pa3oM, pacuImpeHne NCTOYHHKOB J0XO/I0B SBIIS-
eTcs IoKasareneM U pocTa, U 3Q(HEeKTHUBHOCTH YIIpaBJICHUS pUCKAMHU.

Puck — HeoTheMIIEMBIil BJIEMEHT CTpaxoBoii nestenbHoCTH. MiMenno nostomy National Insurance,
OJIHAa U3 KPYIMHENIINX CTPAXOBBIX KOMITAHUM, MPUMEHSET MMOKa3aTelNb MUHUMH3ALUHA PUCKOB U TOCTaTOY-
HOCTH Pe3epBHBIX (POHJOB KaK CPEJCTBO MPOTUB BCEX BO3MOKHBIX PHCKOB. PyKOBOANTENHM KanmUTaIoeM-
KHUX MPEIIPUATANA CYUTAIOT, YTO ACHEKHBIN MTOTOK, 3aJI0’KEHHBIA B OCHOBY SKOHOMHYECKOTO ITMKJIa, BCe-
TZla TIOKPBIBACT PACXObl Ha MojanepKaHue (PU3MIecKnX aKTHBOB, a TaK)Ke Ha COBEPIICHCTBOBAHHE MPO-
M3BOJICTBA M Pa3pabOTKy MPOIYKTA.

HexoTopble KOMIaHUM MPU3HAOT OTCYTCTBUE JOCTATOYHOTO ONBITA B MIPOTHO3UPOBAHUY PE3YIIbTa-
TOB CBO€H nearenbHOCTH. Heynaunblie mporHo3sl, 0COOCHHO B TOM CIIydae, €CJIM Pe3yabTaThl OKa3bIBaIOT-
Cs XyX€ 0’KMJIa€MBIX, IPUBOAAT K HEONPABAAHHBIM 3aliMaM, a CJIEJOBATENIbHO, K BEICOKHUM pUCKaM. Ta-
KM€ KOMITaHUM JJIs 3aIMThl OT PUCKOB BBIOMPAIOT B KAUE€CTBE MOKA3aTeJsl MPOLEHT OTKIOHEHUS Peajlb-
HBIX PE3YJBTaTOB OT IUIaHUPYyeMBbIX. EcTecTBEHHO, ecnu Obl 3T0 ObUIO €IMHCTBEHHO BO3MOKHBIM CPEICT-
BOM, TO Y MHOTHUX MEHEIKEPOB MOSBUJIICS Obl COOJIA3H COCTABIATH AOCTATOYHO <INAISIINE», JIETKO BbI-
MOJIHUMBIE TIPOTHO3bI. OTHAKO, TOCKOJIBKY pyrue nein ¢uaancoBoit cocrapistomeit CCII 3axmouaroT-
Csl B pOCTE IOXOJHOCTH M PEHTA0EIBbHOCTH, TIOKa3aTelb aJeKBaTHOCTHA IMPOTHO30B COAIaHCUPOBaH Mapa-
MeTpaMu pocta W npuObUbHOCTU. OnHA W3 KOMIAHUHM OINpenenuia CPeACTBOM YIPaBICHUS PHUCKAMHU
yBeIrueHUuEe 00bEMOB 3aKa30B U MPOJAX, MoJiaras, YT0 TaKOoil CBOETO poJia 3arac MOBBIIIAECT HAaJE)KHOCTD
MIPOTHO3UPOBAHHUS POCTA JOXOJHOCTH.

3AKINKOYEHUE

DUHAHCOBBIE KPUTEPUU OTPAKAIOT JOJTOCPOUHBIC eI KOMITaHUH: 00€CIIeYUTh HanOOIBIIYIO J10-
XOJTHOCTD KaruTaja, BIOXKEHHOTo B Ou3Hec-eauHuily. COamaHCHpOBaHHAs CUCTeMa TokaszaTeneit dddek-
THBHOCTH HE TOJIEKO HE BCTYIMACT C HUMH B KOH(JIUKT, HO, HA000POT, CIIOCOOCTBYET UX YETKOMY (HhopMy-
JUPOBAHUIO U B3aMMOCBSI3M BO BCEX MOIpPA3ACIICHUAX HA Pa3IUYHbIX cranusx ousnec-nmkina. Bee CCII,
KOTOpBIC HaM MPHUXOJWIIOCH BHUJICTh, TPAJAUIIMOHHO BRIOUPAIOT B KauecTBE (PHHAHCOBBIX IEJCH BHITO-
HOCTB, BO3BPaTHOCTh, MMOBBIMIICHUE TOXOAHOCTH. Bee aTo cBuaerenpcTByeT 0 HepaspeiBHOU cBsizu CCII ¢
JIOJITOCPOYHBIMH 33/1a4aM{ KOMITAHWH.

U naxe B paMkax cBOci (PMHAHCOBOW COCTABIIAIOINICH CHCTEMA IMO3BOJISET HE TOIBKO CHOPMYITHPO-
BaTh KPUTEPHUHU BBHITIOJHEHUS JOJITOCPOUYHBIX TUTAHOB, HO YIECTh W OLICHUTH BCE TICPEMEHHBIC BEIMUHMHBI,
KOTOPBIC MOTYT BIUSThH Ha JOCTHXKCHHE JTOJITOBPEMEHHBIX 1elieid. [Ipu GpopmMupoBanuu GpakTopoB J0CTH-
XKCHHS (PMHAHCOBBIX PE3yJIbTATOB HEOOXOJVMO YYUTHIBAThH CHEIMU(UKY TMPOU3BOCTBA, KOHKYPEHTHYIO
Cpely ¥ CTPaTerruio KOMITaHUU. MBI MpejjiaraeM HEeKyro KiacCH(pUKaiuio neieil (pocT 10X0IHOCTH, yBe-
JUYEHUE TPOU3BOIUTEIBPHOCTH W COKPAIICHUE M3JIEPKEK, UCIOIH30BAHNE aKTUBOB M YIIPABICHUE PUC-
KaMH), B COOTBETCTBHH C KOTOPHIMU KOMIIAHHSI MOXET OTIPEICIIATh CBOU (PMHAHCOBBIC 3a/1a4H.

B xoHEUHOM HWTOTE BCE MENM U MTOKA3aTeNN APYTUX COCTABISIOMMNX JTOJKHBI OBITh B3aUMOCBS3aHBI
C OJHOW WJIM HECKOJBbKHUMHM IeIsIMH (PUHAHCOBO# cocTapjsiomei (0osice moapoOHO MbI TIOTOBOPHM Ha
3Ty TEMY B IJ1aBe 7). DTO CBUIACTEIBCTBO TOTO, YTO JOJTOCPOYHAs Ie]h OM3HECA COCTOUT B 00ECIICUCHUH
BO3BPATHOCTH WHBECTHUIIMN, a BCE CTPATETWH, MPOTPAMMBI M WHUIIMATHBHI TOJDKHBI CITIOCOOCTBOBATH €€
noctmkernto. Kaxnerii mokazarens CCII momkeH OBITh 3B€HOM MPUYHHHO-CIICICTBEHHBIX CBSI3EH, BEIy-
IIUX K JTOCTHKCHUIO (PMHAHCOBBIX IIENIeH, — caMOTO Ba)KHOTO HaIpaBlicHUsS Ow3Hec-cTpaTeruu. [loHu-
Maemasi UMEHHO TaK CHCTeMa — 3TO HE MPOCTO COBOKYITHOCTh M30JIMPOBAHHBIX, HE CBSI3aHHBIX MEKIY
co00l U MTOpOH Jake MPOTUBOPEYMBHIX 3a7a9. DTO CMBICT CTPATeTHH KOMITAHUHM OT MOMEHTA Ompeeie-
HUS J0JTOCPOYHBIX (PMHAHCOBBIX IIEJICH Yepe3 COOTBETCTBYIOIIYIO MOCCIOBATEIILHOCTD ACHCTBUN B Ka-
KIIOM HarpasieHuu (pUHAHCOBAs U KIMEHTCKAash COCTABJIAIONIME, a TAK)KEe BHYTPEHHUE OU3HEC-TTPOICCCHI
1 00ydeHHe ¥ Pa3BUTHE MEPCOHANA) J0 MOJTYICHHS JKEIAEMbIX IKOHOMHYECKHX Pe3yibTaToB. st 60J1b-
NIMHCTBA KOMIaHWKA (PMHAHCOBBIC HAMPAaBJICHUS JCATCIBHOCTH — YBEIMYCHHUE JOXOTHOCTH, YMCHBIIIC-
HHE U3/[EP>KEK U MOBBIIICHUE MPOU3BOIUTEIFHOCTH, PAIMOHAIBHOE HCIIOH30BAaHUE aKTUBOB U COKpaIIle-
HHE PUCKOB — 00ECTIEUMBAIOT B3aMMOCBS3h BceX 4eThipex cocrapistomux CCIL.
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31 neneit Bcex cocrapisitonmx CCIL



MABA 4. KIIMEHTCKAA COCTABIAIOLLASA

Knuenrtckas cocraBmstomas CCII ompeznenseT Kpyr KIMEHTOB M CETMEHTBI MOTPEOHUTENHCKOTO
pBIHKA, IZIe KOMIaHus codupaercs pabotaTh. BeiOpaHHbIe CeTMEHTBI PhIHKA U €CTh TOT HCTOYHHUK J0XO0-
7I0B, 33/1a4a MMOBBIIICHUS KOTOPBIX CTAaBUTCA B (PMHAHCOBOW COCTABIIIONIEH crcTeMBbl KpuTepues. Kiroue-
BbI€ MOKA3aTENN KJIMEHTCKOW COCTAaBIIAIOICH, a MMEHHO YAOBJIETBOPEHHE MOTPEOHOCTEH KIMEHTa, ero
JIOSITBHOCTB, MMPUOBUTBHOCTD, COXpAaHEHUE U PACHIMPEHNE KIMEHTCKOHW 0a3bl, TO3BOJISIOT COOTHECTH UX C
COCTOSTHHEM LIEJIEBBIX NOTPEOUTEIBCKUX TPYII U CETMEHTOB PBIHKA, a TAaKXKe ONPEACTUTh MOTPEOUTEb-
HYIO [IGHHOCTh Npeioxenuii (value propositions), KoTopble SBISIOTCS BKHEUIIMMU HHAUKATOPAMH [IPU
OIICHKE Pe3yJIbTaTOB PabOTHI C KIMEHTAMH.

Panbine, ynensisi OCHOBHOE BHUMaHUE MPOU3BOACTBY NPOAYKLUU U TEXHOJIOTHYECKUM HWHHOBAIUSIM
1 0c000 HE BHUKASI B TOTPEOHOCTH KIMEHTOB, HEKOTOPbIE KOMIIAHWH, K CBOEMY YAUBIICHUIO, BAPYT OOHa-
PYXHBAIHM, 9TO WX OOOUUTM KOHKYPEHTHI, Tpeasiaras TOBapbl M yCIYTH, OTBEUYAIOIINE MPEINOYTCHUSIM
nokymnaresjel. Ternepp Takue KOMIIAHUU CMECTHIJIM aKLUEHT CBOEH NEATEIbHOCTH Ha B3aMMOOTHOILCHUS C
KiIueHTaMu. Llenp Kakgoro mpearnpusaTHs MPOBO3INALLICHA B cledyromeM Jjo3yHre: «CtaTh IJsl CBOUX
KJIMEHTOB KOMIIAaHUEH-IIOCTABIIMKOM HOMEp oAuH». KOHEYHO, HEBO3MOYKHO CIIOPUTH C 3TUM BJIOXHOB-
JISTFOLIMM JIO3YHI'OM, KOTOPBIN IPU3BIBAET BCEX COTPYAHUKOB KOMIIAHWHM CKOHLIEHTPUPOBATH CBOU YCHIIHS
Ha yIOBJIETBOPEHUU 3arpocoB noTpeduTens. OueBUAHO, UTO €CH Iepen OM3Hec-eqUHHUIEeH mocTaBiIeHa
JIOJTOBPEMEHHAS ENTb JOCTUYD BBIJAIOIINXCS (PUMHAHCOBBIX PE3YJIBTATOB, TO B IIEPBYIO O4Yepeab HEOOXO-
JUMO CO3JaBaTh MIPOAYKTHI U YCIYTH, KOTOpbIE OYAYT MO JOCTOMHCTBY OLICHEHBI KJIMEHTAMHU.

[Tomumo 3TOTO, OOWIAS 1IENIb U CTPATETUsl KIMEHTCKOW COCTABIIAIONIEH JOJDKHBI OBITh HHTEPIIPETU-
POBaHBI JMHEHHBIME MEHEIDKEpaMH Kak crenn(puyeckue 3a1add, OpHEHTHPOBAHHBIC HA KOHKPETHBIC
CErMEHT pbIHKA M MOTpeOuTeNnbcKyto rpynmny. Komnanuu, KoTopbie IbITalOTCS OBITH BCEM I BCEX, 3a-
KaHYMBAIOT TEM, YTO CTAHOBSTCS MYCTHIM MeCTOM. [IpeanpusiTis JOJDKHBI ONpEenenuTh A7 ceds Te cer-
MEHTHI PBIHKA, B KOTOPBIX OHH COOMpPAIOTCsl KOHKYpUpoBarTh. [Ipennoxennst moTpeOUTeNbHON IEHHOCTH
[[EJIEBOH TPYIIIE KIUEHTOB SBIISTIOTCS KIFOUYEBBIM (PAaKTOPOM IPU OMPEACICHUH MEPCIIEKTUBHBIX IEeH
MoKasaTtenel JaHHoM cocraBisitomien. Takum oOpa3om, knuentckas cocrasisomas CCII nepeBoaut 06-
LIyI0 LEeJb U CTPATeTHI0 KOMIIAHUM B IUIOCKOCTh KOHKPETHBIX 337a4, OPUCHTHPOBAHHBIX Ha IICJICBbIC
CErMEHTHI MOTPEOUTENBCKOTO PhIHKA, KOTOPBIE JOBOASTCS IO CBEACHUS BCEX COTPYAHUKOB KOMITaHUH.

CErMEHTALUUA PbIHKA

B nenom coctaB y)xe MMEIOIIMXCA U MOTEHLUUATBHBIX KIIMEHTOB HEOJHOPOJAEH. Y KaXI0H UX rpymn-
bl €CTh CBOM MPEANOYTEHUs, U BCE OHHU MO-Pa3HOMY OLEHUBAIOT KauecTBa MPEAJIOKEHHOTO TOBapa WM
yeayru. [lpu dopmynrpoBanun crpareruu (€CTECTBEHHO, C YUYETOM PE3yNbTaTOB INTyOOKOTO MapKETHH-
TOBOTO UCCIICIOBAHMUs) HEOOXOMMO PACCMATPUBATh PA3IMYHbBIC TPYIIbI KIHEHTOB U CETMEHTHI PHIHKA, a
TaKkKe WX MPENNOYTeHUS Yepe3 MpU3MY Takux (pakTopoB, Kak IeHa, KadyeCTBO, PYHKIHOHAIBHOCTD, pe-
MyTauus, UMUK, B3AUMOOTHOIICHU U OOCTYy)KMBaHHE. DTa CTPATErusl ONpPEAesieTCs TEMU CErMEHTOM
PBIHKA M TPYNIOW KIMEHTOB, KOTOpbIe BhIOpaHbl Kak uenieBble. COamaHcHUpOBaHHAas cHUCTEMa IMOKasare-
JieH, SBJSSICh HEKUM ONHCAHMEM CTpaTerny KOMIIAHWH, JOJDKHA YCTAaHOBUTH MOTPEOUTENbCKHE LIeNH B
Ka)KZIOM BbIOpAaHHOM CETMEHTE.

HekoTopbie MeHeIKepbl BO3paXaroT MPOTUB MPUHIMIIA CETMEHTALIMH, TOCKOJIBKY UM 110 HPaBy BCE
KJIMEHTBl U OHU TOTOBBI YAOBJIETBOPHUTH 3aIPOCHl KAXKIOTo M3 HUX. OHAKO OMACHOCTH 3aKII0YaETCs B
CIEAYIOIIEM: Bce OYIET CAENaHO OJWHAKOBO IUIOXO AJISi KaKAoro motpedutens. CMBICH CTpaTeruu co-
CTOMT B OIPEIEICHHH HE TOIBKO TOT0, 4YTO HEOOXOIMMO JeNaTh, HO 1 YETrO Je/aTh HE CIEAYeT .

[Mpu cocrasnennu CCII komnanus Rockwater mpoBesa onpoc MHOKECTBA CBOMX HACTOSIINX U T10-
TEHUHAJbHBIX KIMEHTOB M OOHApYXWJja, YTO HEKOTOpPbIE€ M3 HUX XOTEIH Obl BECTH J€Ja MO-TPEKHEMY.
OTH KIMEHTHI TPEIBAPUTEIFHO pa3paboTali CrielUpHUKanuy Ha TOBAPHI, TIOATOTOBHIM MOIPOOHYIO T10-
KYMEHTALMIO 110 MPOBEIECHUIO TEHAEpa U BEIOpaIU cpeir OOJBIIOTO YHUCIa XOPOIINX [TOCTABIIMKOB TaKO-
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r0, KTO TPEJIONKHI CaMble HU3KHUE [IEHBI. BOT MHEHHE OIHOTO U3 KIMEHTOB.

Y Hac nem nu epemenu, Hu cpedcma 051 Mo2o, YMoObl KMUHOATLHULAMB C
nocmaswuxkamu. B nocieonue 200vl ¢ naoenuem yeH u CHUddCeHuem npuobbl-
JU KOHKYpeHmHas 6opboa 8 Haulem OU3Hece YoHcecmouunacy, U Mvl 8bIHYH*cOe-
Hbl COKpawjams 3ampamaul e30e, 20e MoA#CHO. Mol modicem no3eoaums cede
COMPYOHUYAMb MOJILKO C NOCMASUUKAMU, COTACHLIMU HA CaMble HU3KUE
YeHol.

TpaauIHOHHO CIOXHIOCH Tak, 4YT0 ROCKWater KOHKypUpyeT UMEHHO 10 TOMY IapameTpy, BbIOU-
pas MPEUIOKESHUS C CAMBIMHU HU3KUMU TleHaMu. OTHAKO U3 APYTUX OMPOCOB BEISICHUIIOCH, YTO HECKOJIBKO
KPYIHBIX ¥ BaXHBIX KiaueHToB, HarmpuMep Chevron, BP u Amerada Hess, oxumaroT OT CBOMX CaMbIX
IIEHHBIX TTOCTABITUKOB YCIIYT O MOABOJHOMY CTPOUTEIBCTBY OOJBIIET0, YEM IIPOCTO HU3KUE IICHBI.

Mut 6biHysHCOCHbI COKPAUAMD UZEPHCKU, 20€ BOZMOINCHO, U HAM HYICHbL
nOCMABUIUKU, KOMOPble MO2Ym NOMOYb 8 9mom. Eciu 0ns nux dewesne u
ahpexmueree 6bINOIHAMY 0151 HAC HEKOMOPbLE UHICEHEPHbLE PADOMbL, MO
Mbl CO2NACHbI COOMBENCMBEHHO COKPAMUMb CE0U UHNCEHEPHbIL Nepco-
Han. Haw npoguns — pazeeoka negpmsinwix u 2a308bIX  MeCmopoic-
OeHuil, ux paspabomka u npooaixca cvipovs. Ho mvl ne umeem 603modxc-
HOCMU CaMOCMOSIMENbHO OCYWEeCMEIsAmb N00800HOe CMPOUMEIbCneo U
xomum, ymobbl HAW NOCMABUUK MO2 NPEONONHCUMb HOBble NYyMu Gede-
HUus 6usHeca u paspabomamv UHHOBAYUOHHbLE MeXHOLo2uu. JIyuwue
NOCMABWUKU UHIICEHEPHBIX VCIIYe NPe08OCXUWAIOM HAWU NOMpeOHOCmu
u npeonazarom nymu ux yO0oGiemeopeHus ¢ ROMOWbIO HOBbIX MeXHOJI02UlL,
NPOeKmos u PUHAHCOBLIX MEMOO08.

BricTpo pa3BuBaromyecss TEXHOJOTUN U YCHIIMBAIOIIASCS KOHKYPEHIUSI Ha PBIHKE MMOCIYKUIH TO-
My, YTO MHOTME KOMIIAHUH CTaJi BBIOMPATH MOCTABIIMKOB, CIIOCOOHBIX MPEMJIOKUTH WHHOBAIL[MOHHBIE
MyTH CHIDKEHHSA n3lepkeK. HecOMHEHHO, IieHa OCcTaeTcs pemaromuM GakTOpoM MPH BEIOOPE MOCTABIIH-
Ka, OJJHAKO €r0 yMEHHE HAaWTH HOBBIE MOAXOMbl K CHHKEHUIO U3JIEPKEK KIMEHTa UTPAET HE MOCIETHIO
pOIIb.

Hamepesasch coxpanuthb 1010 OU3HECa C KIMEHTaMH, OPUCHTHPOBAHHBIMU HA MOJTYy4E€HUE HU3KOU
1eHbl, koMmnanus Rockwater ompenenuna cBoell cTparerueil yBelIMUEHHE JOJIM PBIHKA MOTpeOHTENeH,
CTPOSIIMX CBOW OTHOILLIEHUS C HEll HAa OCHOBE y4acTHs B CO3/1aHUU A00aBiIeHHON ctonmocTtu. COOTBETCT-
BEHHO, OCHOBHbBIE MOKA3aTeJIM KJIMEHTCKON COCTAaBISIOLICH, TO €CTh COXpAaHEHHE U PACIIMPEHHE MOTpe-
OuTenbckoil 0a3bl, a TAKXKE YIOBJICTBOPEHHE NPEANOYTEHUM MOKYMATENsl, OTPasKalOT OTHOLICHHUSI UMEHHO
C 3TO¥ IpyNIoi KIMeHToB. [l OIleHKH CBOMX pe3yiabraToB ROCKwater ncross3yeT 100 o0Iero 10xo-
712, MOJYYCHHOTO OT C/ICJIOK C TAKMMHU MOKYIaTe MU, AHaJIOTHYHBIM 00pa3om Metro Bank, koukypupys
Ha PBIHKE, TPAJUIIMOHHO MpeyIarain HU3KYy HeHY, 3()(EKTHBHBIE U BRICOKOKAYECTBCHHBIC YCIYTH BCEM
cBOMM KineHTaMm. CHI)KEHUE NMPHUOBLUIN, H3MEHEHNE TEXHOJIOTUH U PHIHOYHBIX YCJIOBHI 3aCTaBUIIN PYKO-
BOJACTBO OaHKa MEpecMOTPETh CBOIO crpaTervto. OHO MPUILIO K BBIBOAY, YTO HET CMBICIA MPHUBJIEKATDH
KJIMEHTOB TOJIbKO Ha OCHOBE MpPEIJIOKEHHUs] caMOld HU3KOHM LieHbl Ha phiHKe. HeoOxoaumo opueHTHpo-
BaThCs HA MOTPEOUTENeH, KOTOPHIX MPUBIICUET CIOCOOHOCTh O0aHKa OBITH KBAIM(UIIMPOBAHHBIM (pHHAH-
COBBIM MAapTHEPOM, OKa3bIBAIOIIMM IIMPOKUH CHEKTP YCIYr, H KOTOpble, HECOMHEHHO, BIPaBE 0XKUAAThH
pa3yMHbI€, HO HE00s3aTeNbHO CaMble HU3KKE LIEHbI 33 IPEJOCTABIIIEMbIE YCIYTH.

Jlpyroit nmpumep CErMEHTHPOBAHUS PhIHKA — 3TO MOAXOJ K pa3paboTke crpareruu Pioneer Petro-
leum, kpymueiitneit B CIIIA kommnanuu mo nepepaboTke HeYTH U MPOJAXKE FOPIOUYS-CMa309HBIX MaTepHa-
70B. B pe3ynbraTe MapKETHHTOBBIX UCCIEAOBAHNN OBLIM BBIACICHBI MSTh TPYI HOTpeOUTENCH.

1. «JloposxHbIe BOMHBDY. 16% mokymnareneci

MyX4uHBI CPETHETO BO3pacTa, KOTOPbIE UMEIOT BBICOKME JIOXOMBI U MPOE3kKAIOT B CBOUX
aBToMoOmsix 25 000—50 000 mMuib B TOJ, MOKYMAIOT «IIpEeMHYM»-O0€H3UH, paciiadynBa-
SICh KPEAUTHBIMU KapTaMH, MPHOOPETAIOT COHABHYHM W HAITUTKH B MUHH-MapKeTax ¥ WHO-
713 MOJIB3YIOTCS YCIyraMy MOUIIMKOB MallyH.
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2. Hctunnsie koncepBatopsl: 16% mokxynareneit
OOBIYHO — MYXUYHHBI M KEHIIWHBI CO CPEAHUMHU M BBICOKUMH J10XOJaMH, KOTOpPbIE Xpa-
HST BEPHOCTh OJIHOM TOPTOBOU MapKe, a HHOTA JaXe KOHKPETHOM 3allpaBOYHOMN CTaHIIUH,
4acTo MOKYNaloT OCH3UH IPYIIbl IPEMUYM>» U PACIUIAYMBAIOTCS HATMYHBIMH.
3. [Moxonenune F3: 27% moxynareneit
bensun. Ena. Ckopocts (ot anrn. — Fuel, Food, Fast). Ouenb MOOHIIbHBIC MY)XYHHBI U
KEHIIUHBI (MOJIOBUHA M3 HUX MOJIOXKE 25 JIeT), KOTOPbIC MOCTOSIHHO HAXOMISTCS B IYTH,
MPEANOYNTAsA TUTAThCA IPOIYKTAMHU U3 MUHU-MapPKETOB.
4, Jomocenpr: 21% nokymnarenei
OOBIYHO 3TO AOMOXO03UKH, KOTOPBIE B TEUEHUE JHSA KYPCUPYIOT MEXIY IOMOM, LIKOJION U
MarazuHaMH U HOJIb3YIOTCS O€H303anpaBKOM, pacloioKEHHOW B TOPOJE UM TI0 MYTH CJie-
JOBaHMUS.

5. «OxotHuKH 3a nemeu3Hoi (Price Shoppers): 20% nokynatenei
Kareropuss kimmeHTOB, KOTOpBIE WIIYT, rae mojemeniie. OOBIYHO HE COXPAHSIOT JOSIIb-
HOCTb HU MapKke OeH3WHa, HU OEH303aIpaBKe, PeIKO MOKYHAIOT «IIPeMUyM»-0€H3HH U 3a-
YacTYIO0 CTECHEHBI B CPECTBAX.

Kommnanus npuiia K BEIBOAY, YTO B TEYEHHE MHOTUX JIET O0OpOJIach UMEHHO 32 «OXOTHHUKOB 32 Jie-
meBn3HO». Ho oHm cocraBisitor Tonmbko 20% KIMEHTOB, MPUYEM TeX, KOTOPHIE Nal0T HAMMEHBIIYIO
npuObLTh. KoMImanus mepekirounia cBoe OCHOBHOE BHUMaHHUE Ha MEPBBIE TPH KaTeropuu, To ectb 59%
HanboJiee MPUOBUILHBIX KIIMEHTOB, M BBIIIA HA PBIHOK CO CIEIHAIbHBIMU MPEIIOKEHUSIMH, YTOOBI TIPH-
BJICYb U COXPAHUTD ATH IPYIIBI HOKYHATENEH.

Kak TopK0 KOMIIaHHsI OTIpeieNiiIa CBOH 1EIeBO CErMEHT PhIHKA, OHA (POPMYIIUPYET IS HEro I1e-
JU ¥ ToKa3aTesd. Mbl 00HapyXWIH, YTO JUIsl KIMEHTCKOM COCTaBIAIOIIEH 3TO, KaK MPAaBHIIO, [BA KOM-
IieKca XapakTepuctik. [IepBblit — 0o01me mokas3aTenn, KOTOPbIe HCHONB3YIOT Bee mpeanpustust (yaoB-
JIETBOPEHUE MOTPEOUTEIBCKOTO CIIPOCa, J0JISI PhIHKA M COXpaHEHHE KIMEHTCKOM 0a3bl). [Tockonbky oHM
npucyrctBytoT B CCII mpakTuuecku Kaxa0i KOMIIAHWH, Mbl BBIICIHIN UX B TPYIIY KIIOYEBBIX IOKa3a-
teneit. Bropoit — 310 (hakTopsl mocTHKEHUS pe3ynbTaToB. OHH OTBEYAIOT Ha BOTPOC «KaKUM 00pazom
KOMIIaHUS TOJDKHA JeHCTBOBATh, YTOOBI JOCTHYb BHICOHANUILIET0 YPOBHS YIOBJIETBOPEHUS MOTPEOHOCTEH
KIIMEHTA, yIep>KaTh H PAaCIINPUTh KIMEHTCKYIO 0a3y M, HAKOHEII, 3aBOEBATh CBOIO JIOJIFO phIHKA?». MIMeH-
HO CI0JIa OTHOCSITCSI PBIHOYHBIE TPEAJIOKEHUS OOJIbIIEH MOTPEOUTENFHOM IEHHOCTH, KOTOPbIE KOMIIAHU
BBIJIBUTAET CBOMM KIIMEHTaM U L[EJIEBBIM CETMEHTaM PBIHKA.

prnna Ko 4YeBbIX NoKa3aTterneun

Dta rpymma sSBISIETCS YHUBEPCATBHOM JIJIsl BCEX TUIOB opranm3aiuii. Cro/1a BXOIST!
JIOJISL PHIHKA,
COXpaHEHHE KIIMEHTCKOW 0a3HI;
pacumpeHue KIMeHTCKOM 0a3bl;
YIOBJIETBOPEHUE MOTPEOHOCTEN KIIMEHTA;
MPUOBLTEHOCTH KIMEHTA.
OTH KIFOYEBBIC MOKA3aTEeIN MOXKHO CTPYIIIAPOBATh B MEMOYKY MPHUYWHHO-CIICJCTBEHHBIX CBA3EH
(cm. puc. 4.1).
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Hona

/ - '\
Pacuupenue MouG CoxpaHeHue
KINHEHTCKOM PHOBINEHOCTL KNHWeHTCKOW

Dazbl KMHeHTa Da3bl
\ YnoeneTeopeHne
norTpedbHocTel
KNHEHTA
o peiHKa OtpakaeT J0JIFO MPEANPHUITHS HA TaHHOM PbIHKE (C TOYKH 3pEHUS KOJIUYESCTBA

KIIMCHTOB, 3aTPpa4€HHBIX JCHCKHBIX CPCIACTB UJIU o0BeMa IMPpOJaHHBIX TOBapOB)

Pacumpenune  knu-|{OneHuBaer B a0COMIOTHBIX MM OTHOCUTENBHBIX €AMHHIIAX MOKA3aTelb, 0Tpa-
EHTCKOM 0a3bl KAIOIMIWK paclIMpeHne KIMEHTCKON 06a3bl KOMIIaHUH, KOTOpas IPUBJIEKAET WU
3aBOEBBIBAECT KIHECHTOB

Coxpanenne  kiu-|OueHrBaeT B aOCOJIIOTHBIX MJIM OTHOCUTENIBHBIX €IMHUIIAX MOKa3aTenb, OTpa-

EHTCKOM 0a3bl KAIOIINKA COXpaHEHNE UMEIOIIEHCST KITMEHTCKON 0a3bl KOMITaHUH

Y noBneTBopeHue OueHuBaeT CTeneHb yAOBIETBOPEHHOCTH KIMEHTa B COOTBETCTBUU CO CIICLIU-
MOTPEOHOCTEN  KJIM-|aJIbHBIMHU KPUTEPUAMHU PE3YIbTATOB ACSTEIBHOCTH

€HTa

[TpubputbHOCTD KiK-|OLEHUBAET YHUCTYIO IPUOBUIL OT KJIMEHTA WMJIM CErMEHTa PhIHKA, [OCJIE TOTO
€HTa KaK OCYIIECTBJIECHBI HCKJIFOUUTEIBHBIE 3aTPaThl HA UX MOAACpKAHUE

PﬂcyHOK 4.1. KnuenTckas COCTaBJIAIIAA — KJIKYEBbIC NTOKAa3aTe/In

Kak mblI yxe ToBOpUiHM, MEpPEYUCICHHBIE MATh MOKa3aTeNeil SBIAI0TCS 00IKUMHU Ui 1I000T0 THIA
KOMIIaHW#, HO, jJKeJlas MOJydUTh MaKCHMAJIBHBIN pE3yNbTaT, MPEANPHUATHE NOJDKHO pAacCMAaTpUBaTh MX
JUIA KaKI0M KOHKPETHOW KJIMEHTCKOHM TPYIIIbI, OT KOTOPOH OHO 0KMIAET MOJIYYUTh HAaHOOJBIIYIO MPH-
OBLIE.

JloJ1s1 ppIHKA U 10151 IOTPeduTe 151

OueHuTh OO0 PBIHKA IPOLIE, €CIM ONPEIENICHBl LIeJeBas MOTPEOUTENIbCKAs ITPyNNa U CErMEHT
pbIHKA. [IpOMBIIIIIEHHBIE TPYNIIBI, TOPTOBBIE aCCOLMALIMHN, OPTaHbl TOCYAAPCTBEHHOW CTaTUCTUKH U JIPY-
rue OOIIeCTBEHHBIC OPTaHU3AIMH MOTYT MPEIO0CTaBUTh HH(POPMAIUIO 00 00IEeM COCTOSHHU U 00BeMe
phiHKa. XapaKTepUCTUKON PBIHOYHOM J0H it kKommanuu Rockwater sipnsiercst 4acTh Ou3Heca, KoTopas
MPUXOAUTCA Ha KIMEHTCKyto rpynmy Nel, To ecTh Ha TeX, ¢ KEM y Hee YCTaHOBJECHBI JOJITOCPOUYHBIC
MapTHEPCKUE OTHOLICHHUs. Takoi mokasarenb WUTIOCTPUPYET, KaK CJIEAYET IPUMEHSTh cOalaHCUPOBaH-
HYIO CHCTEMY MOKa3aTesiel JIsi MOTUBALMK U KOHTPOJISI HaJl cTparernei komnanuu. Onupasch TOJBKO Ha
¢unancoBble Kputepuu, Rockwater, Bo3MoxHO, U JocTHIIA OBl B JOCTATOYHO KOPOTKHE CPOKH POCTa
o0beMa Mpoaak, MPUOBUTLHOCTH M JOXOIHOCTH KalmuTaja, MCIOJB3ysSd MCKIIOYUTEIFHO (aKTOp KOHKY-
pEHTHOTO 1eHooOpa3oBaHus. B 3ToM ciydae XapaKTepUCTHKA PHIHOYHOM J0IM KIMEHTCKON rpynmbl Nel
CBHUJICTEIILCTBOBANA OBl O TOM, YTO KOMITaHHS Peajn3yeT CBOIO cTpareruto Hed(hPekTuBHO: OHA HE yBe-
JUYHUBAET JOJII0 OM3HEca, CBSI3aHHOTO C CO3JaHMEM MpeasioXeHHs NoTpeOuTenpHoi nenHocru. [lokasa-
TeJb PHIHOYHOH JTOJIH IIeJICBOTO KIMEHTA B TAHHOM CITydae YpaBHOBEUIMBACT YHCTO (pUHAHCOBBIE TOKa3a-
TEJN, CATHATU3UPYS O TOM, YTO CTPATETHIO CIENYET NMEPECMOTPETb.

OnpenenuB CBOErO LIEJIEBOrO MOTPEOUTENS UM CETMEHT PhIHKA, KOMIAHHUSI MOKET HMCIIOJb30BaTh
elle OAWH MOKa3aTelb PHIHOYHOM T0JIN: AOJI0 moTpeduTens. HekoTopbie HAa3pIBAIOT €ro J0JIEH «KOIIETb-
ka». [Toka3arenp ppIHOYHOHN NOJM TaKUX MPEANPUITUI 3aBHCHT OT YHCIA MPENTOKEHAN, MOCTYNUBIINX
OT HUX B JIaHHBIN KOHKpETHbIN nepuoA. MHbIMU cI0BaMu, PBIHOYHAS IO MOKET YMEHBLIUTHCSA B 3aBU-
CUMOCTH OT TOTO, CKOJBKO KOMITaHUI MPUXOJUTCSI Ha OJHOTO LENEBOro KireHTa. OLUEHUTh 3TO MOXKHO
0 YHCITy KIIMEHTOB, €CIT UX He Tak MHOro (ROCKwater), wiu 1mo 4nuciy CerMEeHTOB PhIHKA, €CJIU 3TO HPO-
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naxu B maccoBoM Maciurabe (Metro Bank wim Pioneer Petroleum). Takoii GpuHaHCOBBIA MHCTUTYT, KaKk
Metro Bank, Mosxer onpeaenuTs A0 KOLIEIbKa» CBOETO IEIEeBOr0 KIMEHTa JoJei (PUMHAHCOBBIX Clie-
JIOK C HUM OT OOLIEro YMClia CIENIOK; KOMIAHUS TI0 TPOJIaKe HAMUTKOB — OOLIMM 00bEMOM TPOJAaHHBIX
€My HAIIMUTKOB (OIS <OKEITyAKa»), KOMIAHUS MO MPOJaKe OJCXK/Ibl — KOJUYESCTBOM MPOJAAHHOMN OJICHK/IbI
(mons «mkada»), a CTpPOMTENbHAS KOMIIAHHUS — YHCIOM CTPOUTEIBHBIX MPOCKTOB, pa3pabOTaHHBIX IS
Hero. Takue KpUTEpHUU OLICHKH MOMOTAIOT KOMIIAHUH OMPEACIUTh OPUEHTUDP, KOTOPOMY HAJIO CIIENOBAThH
npu paboTe ¢ [EeIeBbIMU MOTPEOUTEIISIMH B IAHHOW KOHKPETHOM KaTErOPHU TOBAPOB M YCIIYT.

CoxpaHeHne KJIMEHTCKOM 0a3bl

EcrecTBeHHO, YTO COXpaHEHHE KIMEHTCKOW 0a3bl — 3TO HAWIYYLIAN MYTh JUI COXPaHCHUS WIIH
YBEIMYCHHsSI CBOECH J0JIM Ha phIHKE. MccnenoBanus nenoyku npuobUIbHOCTH yeuyr (Service profit chain)
KPaCHOPEYHMBO CBHJCTEILCTBYIOT O BaXHOCTH COXPaHEHHUsI MOTpeOUTENbCKoi 0a3bl”. Kommanuu, KoTO-
pBI€ 3HAIOT BCEX CBOUX KIIMCHTOB, HAPUMEP MPOMBIILUICHHbIC KOMIIAHUH, TUCTPUOBIOTOPBI U ONTOBUKH,
U3JAaTeNI MEPUOMYECKON JINTEpPaTyphl, KOMIIBIOTEPHBIC CEPBHUCHBIC CIIYXObI, OAHKH, KOMIIAHUH TeJe-
(OHHOM CBSI3H, JIETKO MOTYT CHUCTEMATHYECKU OIICHMBATh COCTOSHUE KIMEHTCKO# 0a3bl. [TomuMo 3TOTO,
MHOTHUE OIICHHBAIOT JIOSUITBHOCTh UMEIOLIMXCSI KIIMEHTOB TIPU MOMOIIM TAKOTO MOKA3aTels, KaK yBeJIHue-
HUE YHCIIa CACTIOK C HUMH.

Pacmmpenune KiMeHTCKOMH 0a3bl

B memom, koMnanuu, cTpeMsIIyecs K pacIMpeHHio Ou3Heca, ONpenessiioT ce0e e pacimpe-
HUE KJIMEHTCKOW 0a3bl B BRIOpAaHHOM cermMeHTe phiHKa. COOTBETCTBYIOLIMM MOKAa3aTeNlb B aOCOMIOTHBIX
WM OTHOCHUTENIBHBIX BEIMYMHAX OLEHUBACT, KAaK KOMIIAHWS NMPHUBJIEKAET U 3aBOCBBIBAECT HOBBIX KJIMEH-
ToB. Kputepuem cinyxut imb0 4MCI0 HOBBIX MOKyMNaTesei, 1o o0umit 00beM Mpo1axk HOBBIM MOKYyIIa-
TEJSIM B JAHHOM CETMEHTE phIHKA. [IpeanpusaTusM mo oO0CcayKHBaHUIO COTOBBIX TENE(OHOB, KOMITAHHSM,
OKa3bIBAIONIMM OaHKOBCKHE M (DMHAHCOBBIC YCIIyTH, KaOCIHbHOMY TEJIEBHUICHUIO TPHUBJICYCHUE HOBBIX
KJIMEHTOB 00X0AMTCA O4eHb 10poro. [lokasarenem pacmmpeHns KIMEHTCKOM 0a3bl 111 HUX CIIYKUT YHC-
JIO0 OTKIMKHYBIIMXCS HAa PEKJIaMHYI0O KaMITaHUIO WM CIIEHUATBbHBIA KOX(PQPHUIMEHT, MpeaCTaBISIONINI
c000il YHCIO pealbHbIX HOBBIX KIHEHTOB, JCICHHOE HA YHCIIO MOTEHIMAIBHBIX MOTpeduTenei (mo no-
pocaM, MPOBEICHHBIM MOCIEC PEKIAMHOW KammaHuu). M3Iep:KKU peKiIaMHON KaMIaHUM MOTYT OBITh
OILICHEHBI 10 KOJIMYECTBY HOBBIX KJIMEHTOB.

YnoBieTBopeHue norpedHoOCTel KIMEHTA

U coxpaneHne KIMEHTCKOM 0a3bl, U €€ pacIiupEeHHE BO3MOXKHBI TOJBKO MPHU YCIOBUHU YIOBIETBO-
peHus 3anpocoB noTpeduTenel. 3Ha4eHNE U BaXKHOCTb 3TOTO KPUTEPHSI 1€ATEIbHOCTH KOMIIAHUU TPYIHO
nepeoueHuTs. IlociaeqHue uccneaoBaHus CBUACTENbCTBYIOT, YTO IS AOCTHKEHHUS BHICOKON CTENEHH JIO-
SUTBHOCTH, YIEp>KaHUs U NPUOBUIBHOCTU KJIMEHTa HEAOCTATOYHO MPOCTO MOJIYYUTh OT HETO YIOBJIETBO-
pUTENBbHYIO OLICHKY. TOJBKO KOTrJa MOTPEeOMTENb B BBICIHICH CTENEHU IOBOJIEH KYIJICHHBIM TOBapoM,
MOYHO PAaCCUMTHIBAT HA TO, YTO OH COBEPIIUT IOBTOPHYIO C/ICIKY .

HekoTopbiM KOMITaHUSIM TIOBE3JI0 — KX KJIMEHTHI [0 COOCTBEHHON MHULIMATUBE MPEAOCTABIAIOT UM
peiitunru nmocrasumkoB. Hanpumep, Hewlett-Packard cocraBisier peiiTHHIH MOCTABIIMKOB B Pa3IMYHbBIX
kateropusix. Kommanus Ford yupenuna crienuanbHble Harpaabl i1 CBOUX JIYYIIHX MOCTABUIMKOB, a (u-
HAHCOBBIE OTAEIBl MHOTUX MEXKIYHAPOIHBIX KOMITAHUN 00eCIeunBarOT CBOM OaHKH NoApoOHON mH)Op-
Marueil 0 kayectBe paboThl X KOHKypeHToB. Kommanust Rockwater mosydaer He TOJBKO €KEeMECSIHbIC
OT3BIBBI OT KJIMEHTOB Tpynubl Nel o mponenanHoi paboTe, HO U PEABAPUTEIBHYIO HHPOPMALIUIO O TOM,
YTO, M0 UX MHEHUIO, TpeOyeT 0co000ro BHUMAaHMS B JAHHOM MTPOEKTE Ha TEKYIIUHA MOMEHT.

OpHako paccuuThIBaTh HA TO, YTO BCE IIEJIEBbIE KIMEHTHI IO COOCTBEHHON MHUIIMATUBE OyAYyT MOJ-
JepKUBaTh OOpaTHYIO CBSI3b OTHOCHUTENBHO KadyecTBa OOCIYKMBaHUS, HE CTOMUT. MHOrHe KOMIIaHWH, B
tom ymcie British Airways, Hewlett-Packard, Xerox, Procter & Gamble, Motorola, PepsCo, Boeing u
3M, cucreMaTH4ecKy MPOBOJAT OMPOCHI O CTEIEHU YAOBIETBOPEHHOCTH KJMeHTa oOciyxuBanueM. Co-
CTaBJICHUE TAKOTO BOMPOCHUKA MOKET MOKAa3aThCs IPOCTBHIM JI€JIOM, OJJHAKO MMOJydeHHe U 00paboTka oT-
BETOB PECIOHACHTOB TPeOyOT 0co060ro ombiTa. OOBMHO NPUMEHSETCS OJIHA U3 TPEX METOJHUK: OIMPOC IO
nouTte, 1o Tenedony u muuHas Oecena. M3mep KK onpocoB, paBHO Kak U EHHOCTH MOJTYyIeHHBIX OTBETOB,
BapBUPYIOT OT HU3KUX 10 BBICOKMX. [IpoBeneHMe mogoOHBIX MEPONPUATHI CTAJI0 BeCbMa MOMYJIAPHBIM
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TSI KOMTIaHUM, 3aHUMAIONINXCS MapKETHHTOBBIMHM HCCIEIOBaHUSAMHU. [[1 TIpemoCTaBiICHUS HCUEPIIBI-
BaroIel HHPOPMAIIMU O CTECIICHU YJIOBICTBOPCHHOCTH KIMECHTA UCIIOJIB3YIOT CHECIIMABHBIC METOBI TICH-
XOJIOTHH, MAPKETHHTOBBIX MCCICAOBAHUMN, CTATUCTUKYA, HOBEUIITNE TEXHOJOTUN MPOBEIACHUS ONPOCOB, a
TaKKe KBATH(QUIIMPOBAHHBIA MEPCOHAT U KOMITBIOTEPHBIC MOITHOCTH JIJISl MOJTYYCHUS M 00pa0OTKH J1aH-
HBIX.

[IpudbIILHOCTH KJINEHTA

VYcnex B JOCTHXKEHUH MEPBBIX YETHIPEX 1IeJiel], KOTOPBIE XapaKTEePHU3YIOTCS MOKa3aTeJsIMU PHIHOY-
HOHM J0JIM, COXpAHEHHsI M PACIIMPEHHs KIMEHTCKON 0a3bl, YJOBJIETBOPEHUS MOTPEOHOCTEH KIMEHTa, HE
rapaHTupyer NpUOBUIBHOCTH MOTpeduTens. OueBUIHO, YTO OJUH U3 CIIOCOO0B MaKCHMAaJIbHO YAOBIETBO-
pUTH KIMEHTOB (M, COOTBETCTBEHHO, Pa303JIUTh KOHKYPEHTOB) — 3TO MPOJABaTh TOBAphl U YCIYTH MO
HU3KUM LeHaM. [lockonbKy mMoKasaTenb yIOBIETBOPEHHOCTH W PBIHOYHAS JOJS caMHu IO cebe Bcero
JMIIB CPENCTBA JOCTHKEHUS BHICOKHX (DMHAHCOBBIX PE3yIbTaTOB, MHOTHE KOMITAHUH, BO3MOXHO, 3aX0-
TAT OLCHUTh HE TOJIBKO pa3Max AEJIOBBIX OTHOIIEHUH C TeM WM MHBIM KIHEHTOM, HO U €ro MpHObLIb-
HOCTb, B OCOOEHHOCTH B II€JIEBBIX CETMEHTAX MOTPEOUTENHCKOTO phiHKa. CucTema pacuera U3AepxKeK Mo
BUJIY XO3SIMCTBEHHOH nesitenbHOCTH (activity-based cost system) nosBossier onpenenuts Kak npuObLIb-
HOCTb OT/ICIBHO B3STOTO KIMEHTA, TAK ¥ COBOKYITHYIO MPUOBLIHOCTD TPYIIT KIHEHTOB". {1 KOMITAHHH
Ba)XCH HE TPOCTO JTOBOJIGHBIN MOKYNATelb, €l HYXKEH BBITOIHBIN NOKynaTenb. Takol (\MHAHCOBBIN MOKa-
3aresb, KaK MPUOBIIBHOCTh KIMEHTA, MMO3BOJSIET KOMIAHUH CTaTh OPUEHTUPOBAHHOW HA MOTpeOuTeNs, a
HE OJIEP’)KUMOH njieel MpHUBICYSHHS KaK MOKHO Ooubiiero ux gucna. He Bce TpeboBaHMs KIMEHTOB MO-
ryT OBITh YAOBJIETBOPEHBI CPENCTBAMH, BBITOJHBIMU JJis1 IpeanpusiTus. OCOOEHHO TPYIHOBBIIOJIHUMBIE
WM HE BBIIOJHUMBIE BOBCE 3alIPOCHl MOTYT OBITh JINOO OTKIOHEHBI, IMOO YIOBJIETBOPEHBI 3a CUET IO-
BBIIICHHUS IICHBI B KaU€CTBE KOMIICHCALIMY 32 MCIOJIb30BaHKE JOMOJIHUTENBHBIX pecypcoB. Ecin xxe cam
KJIMEHT WIM BBIIBUTAEMOE UM TpeOOBaHHUE OCOOCHHO Ba)KHBI JJI1 KOMIIAHWH, a MOBBILICHUE LIEHBI HEBO3-
MOHO, CHCTEMA aHaJIM3a XO3SIMCTBEHHOH NEATENbHOCTH TYT K€ CUTHAJIU3UPYET O BOSHUKHOBEHUH HEBBI-
TOHBIX B3aUMOOTHOIICHUH MEX Ty pupMoii 1 oTpeduTeneM. B 3ToM ciydae BO3HHKAEeT HEOOXOUMOCTh
MEPEeCMOTpa KIIFOYEBBIX MPOLIECCOB JOCTABKH TOBapa U yCiayrd (PEHHXHMHUPUHT, HIIH TEPEIPOCKTUPOBA-
HUE), YTOOBI BHIIIOJIHUTH TPEOOBAaHHE OKYHATEINS M MOTYIUTh PUOBLITH.

[Toxa3zarenb MpUOBUTLHOCTH KIMEHTa MOXKET CBHIETEIHLCTBOBATH O TOM, YTO HEKOTOPBIC IEIICBBIC
KIIMEHTBI ABJSIIOTCA YOBITOUHBIMH. OCOOCHHO 3TO XapaKTEpPHO AJIi HOBBIX KIHMEHTOB, KOT/Ia CEPbE3HbIC
yCHIHsI, 3aTpadyeHHbIe Ha WX 3aBOCBAaHUE, JOJDKHBI OBITh YPAaBHOBEUICHBI NMPHUOBLIBIO, MONYYCHHON OT
MPOJAXKH TOBAPOB M YCIYT 3TUM «HOBHYKaM». B Takmx cirydasx mpearnoiaraeMblii CpOK MpUOBUILHOCTH
CTaHOBHUTCS OCHOBAaHUEM JJIsl COXPAHEHUS! WIM OTCTaBKU JaHHOTO KimeHTa. HoBble moTpebuTenu, naxe
€CII OHH B JIaHHBI MOMEHT HETIPUOBUIbHBIC, BCE PABHO SBIISIOTCS IIEHHBIM MPUOOPETEHUEM, TTOCKOJIBKY
o0nasaloT MOTEHUHAIOM pocTa. UTo ke KacaeTcss HEBBITOAHBIX KIHMEHTOB, KOTOPBIE COTPYIHHUYAIOT C
KOMITaHHEH B TEYEHWE MHOTHUX JIET, TO B OTHOILLUCHUU WX, BO3MOXKHO, MPUAETCS MPEANPHUHSITH ONpeesicH-
HBIE JICUCTBHSI, YTOOBI IEPEBECTH MX B pa3psi MPUOBLILHBIX.

B tabmuue 4. 1 nokazana B3aMMOCBSI3b LIEJIEBOI'O CETMEHTA PhIHKA U MPUOBUILHOCTH KIIMEHTOB.

Bnonne ectecTBEHHO, YTO KOMMAHHS CTPEMHUTCS COXPaHUTh NMPUOBUIBHBIX KJIMEHTOB B LIEJIEBOM
CeTMEHTE PhIHKA, C OJHOM CTOPOHBI, M HE 3aMHTEPECOBAaHA B HEMPUOBUILHBIX, OTHOCSIINXCS K HE Ielie-
BOMY CETMEHTY pBIHKA, — C Apyroi. J{pyrue Tumsl noTpeOuTeneii, BKIIOYCHHBIC B TaOIUILY, IPEICTaB-
JSI0T cOOO0M MHTEPECHBIM Ciydail A7l MEHEIKEPOB. HEBBITOJIHbIE KIMEHTHI B L[EJIEBOM PBIHOYHOM CET-
MEHTE — 3TO BO3MOXXHOCTbH IIPH OMNPEIEIEHHBIX YCHJIUAX CO CTOPOHBI MEHEIKEpa MEePEeBeCcTH UX B pas-
psan npuObubHBIX. Kak yxe oTMedanoch paHee, B OTHOIIEHUH HOBBIX KJIMEHTOB OECCMBICIEHHO Mpen-
MPUHAMATH KaKue-Tn0O0 NEHCTBHUA, 32 MCKIIOUECHUEM HaOJONEeHUs 3a TeM, OyIeT Ju pacTyluil o0hemM
MPOJaXX CIOCOOCTBOBATh MEPEXOAY UX B KATErOPHUIO NMPUOBUIbHBIX. PaboTa ¢ yOBITOUHBIMU KITUEHTAMH C
«OOJIBLINM CTaKEM» MOXET OTpeboBaTh, HAIPUMED, NMEPECMOTPa LIECHOBOW MOJUTUKUA WM PEOpraHu3a-
[IUY TIPOU3BOJICTBA M JOCTaBKH TOBAPOB M yciyr. [IpnObuIbHBIC KIMEHTHI, (YHKIIMOHHUPYIOIINE B HE IIe-
JIEBOM CETMEHTE PBIHKA, MOTYT OBITH COXPaHEHBI, HO CIENYeT AEPKaTh UX MO MOCTOSHHBIM KOHTPOJIEM,
4TOOBI M30€XKaTh Mepexoa B paspsia HenpuObUIbHBIX. [lokazaTens mpuOBUIBHOCTH KJIMEHTa B CBSI3U C
CETMEHTOM PBIHKA OTpaxkaeT 3(p(HeKTUBHOCTH CTpaTernyl KOMIIAHHH IO CETMEHTAIIMH PHIHKA.
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Tab6auna 4.1. lleneBble cerMeHThI PbIHKA M NPUObLIBHOCTD KIHEHTOB

Knuentst [IpuObLibHBIE HenpuOsuibHbie
IleneBoit cerMeHT CoxpaHuThb TpanchopmupoBaTh
He ueneBoil cermMeHT KonTtpommpoBarh [IpekpaTuTh COTPYAHUYECTBO

MNMokasaTenb ﬂOTpeﬁlllTeﬂbHOﬁ LeHHOCTU npeanoxeHusA

[ToTpeOuTenpHas EHHOCTH MPEJIOKEHHUSI COCTOUT B XapaKTEPUCTHUKAX TOBAPOB M YCIYT, IMOCTAB-
JI5151 KOTOPBIE KOMITAHUS MO IEPKUBACT JIOSUIBHOCTD U YIOBIETBOPEHHOCTD KIMEHTOB LIEJIEBOTO CETMEHTA
pbiaka. [lotpeburenbHas LHEHHOCTh MPENJIOKEHUSI — OCHOBHOE KOHLENTYaJIBbHOE I0JIOKEHUE, HE00X0-
JUMO€ 17151 TOHUMaHHUs TaKuX I0Ka3aTesel, Kak yJOBJIETBOPEHUE NOTPeOHOCTEN KIMEHTa, COXpaHEHUE U
pacmmpeHue KIMEeHTCKOM 0a3bl, OISl phIHKA U JOJISI HOTPEOUTEIS.

Hecmotpst Ha 1O, 4TO MOKa3aTenu NOTPEOUTENBHON LEHHOCTH B PA3HBIX OTPACISIX M CErMEHTax
pbIHKa pasznuuHsl, npu coctaBieHun CCII Mbl 0OHAPYXHUIIM HEKOTOPBIE OOIIME YEePThl, KOTOPHIE MOXKHO
CTPYIIUPOBATH CleAYIOIMM 00pa3zoM (cM. puc. 4.2):

XapaKTEepUCTUKH TOBAPOB U YCIYT;
B3aMMOOTHOIIECHHS C KIIMEHTAMU;
UMUK B PETTyTaIusl.

XapakTepucTHKH TOBAPOB U yCJIYT

XapaKTepUCTUKA TOBAapOB M YCIIYT BKIIOYAIOT B ce0s ()YHKIMOHAIBHOCTD, IIEHY W KauecTBo. Ha-
npuMep, JBa CErMEHTa MOTPEOMTENBCKOTO PBIHKA, OMpEACTCHHBIX Uil cebs kommanuedn Rockwater,
MPEACTABISIIOT cO00M KIIACCMYECKUN MpUMEp BBIOOpA MEXAY KIMEHTOM, KOTOPBIH TpeOyeT HaAeKHOTO
MOCTABILMKA, MPEAOCTABIIIIONIETO IPOIYKIHIO 0 HU3KUM IIeHaM, U KIIMEHTOM, 3aMHTEPECOBAHHOM B Ta-
KOM TOCTAaBIIUKE, KOTOPBIN CIOCOOEH MPENJIOKUTh YHHKaJIbHbIE TOBaphl M yciuyru. I[loTpedurenbckas
rpymma Ne2, o knaccudukaiu kommnaninn Rockwater, He xenaeT HUKaKuX M3bICKOB U MHHOBaIHiA. Bee,
YTO OHU XOTST, — 3TO KYOHUTh MPOIAYKT Oe3 Opaka Mo camMOil HHU3KOW II€HE W MOJYyYUTh €TI0 BOBpEMSI.
Knuents! rpynmetr Nel, HanmpoTuB, rOTOBBI IUIATUTE 33 AOMOJHUTEIBHBIE KAUECTBEHHBIE XaPaKTEPUCTHKH
TOBapa WM YCIyI'd, KOTOPbIE B UX TOHUMAHHUH SBISTIOTCS IEHHBIM (PaKTOPOM B peaTM3alllH WX KOHKY-
peHTHO# cTpateruu. TouHo Tak sxe Metro Bank Beiesnmi HECKOIBKO PBIHOYHBIX CETMEHTOB B CBOCH KITH-
eHTCKOM 6a3e. OIUH CETMEHT — 3TO T€ MOTPEOUTENH, LENbI0 KOTOPBIX SIBJISIETCS MOJy4eHHE CTaHAApT-
HbIX OAHKOBCKHUX YCIyT, HAIPUMEDP BEJIEHHE CUETOB 32 BO3MOXHO Oosiee HM3KYIO LeHy. pyras rpymnma
KJIMEHTOB, 3aMHTEPECOBAaHHAs B MPEAOCTABICHUN BCEro CIEKTpa OAaHKOBCKUX YCIIYT, TOTOBA IUIATHTH 3a
HUX 0oJiee BEICOKYIO B pa3yMHBIX Ipeernax 1eny. OmHako o6e rpynmnsl TpeOyIoT BRICOKOTO KadecTBa 00-
CIIY’KUBaHHS.
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Obwag modens

| LI,eHHoch | = | Xapalcrepuc'rmm ToOBapa UMK YCNyru | + | Hmunm | + |Bsay||\.|oo'n-|o|,ue|-mﬁ

|(D\FHKLIMOHal1bHOCTb| |Ka-|ec'rso| | LeHa | | Cpoku |

fIpunsep: OanK 10 COCHYKUSANIUIO MEKUX KIEeHM06

I'Io'rpeswrenbuaﬂ UeHHOCTE NpeanokeHUMA

XapaKkTepUCTMKW TOBapa MW YCIyTu Mmuax B3aMmooTHOWEHNA
Cnexrp bezown- EBesynpeyHoe Kounerewr- | Nuunoe kon- BricTpoe
npeanoxedwid || bovHocTe Ka4ecTEo yonyr HOCTB LR CYNbTH] pearu

CTpaTermdeckme noKasarenu

» ¥onym + 3anpoc
Heynaua BoinonHeHue
Huapekc Cpoku

Kniwoueekie no‘rpeSuTenthue noKazatenu

& Onpoc notpeduTena & Nona # Pacwupenue » CoxpaHeHue
(ouenka "ovens Ha pLIHKE KITMEHTCKOM KNHEHTCKOR
xopowo®) bazbl 6a3sbl

Pucynok 4.2. IlorpeduTebHasi HEHHOCTH MpPeII0KeHHs

B3auMOOTHOILIEHUS ¢ KJIMEHTAMHA

OTOT mapameTp BKIIOYAET AOCTABKY TOBAPOB U YCIYI KJIMEHTY, B TOM YHCIIE CPOKM HCTIOJHECHHUS
3aKa3a W JOCTaBKH, a TaKXke CYObEKTHBHYIO OLEHKY MOTpeOuTeneM pe3yapTaroB caenku. Hampumep,
Metro Bank ompeneni Tpu KIFOUEBBIX 3JIEMEHTa, XapaKTePH3YIOIMX B3aHMOOTHOIICHUS ¢ KIMCHTAMU
KaK OTJIMYHBIE.

1. KBamudukamus mepconana: cnocoOHOCTh OMPENENUTh M TPEABOCXUTUTH MOTPEOHOCTH
KJIMEHTa U YMEHUE CBOEBPEMEHHO YIOBJIETBOPHUTH UX.

2. JIOCTYITHOCTB: KJIIMEHTHI UMEIOT KPYIJIOCYTOYHBIN JAOCTYN K WHGOpMAIMA U OaHKOBCKUM
yciyram.

3. BricTpoTa peakuuu: Bpemsi pearnpoBaHUs Ha 3apoChl KIMEHTA JOJHKHO ObITh MUHUMAJIb-

HBIM ¥ TIPEBBIIATh OKUAJAHUS KINCHTA.

CeTh MarasuHoB po3HUYHON Toprosiu NOrdstrom oco6oe 3HadeHre MpUIAET BHICOYAUIIIEMY YPOB-
HIO 00CITY)KMBaHUsI, KOTOPBII XapakTepu3yeT ero paboTHUKOB. Ycmex Intuit, oTHOCHTEIbHO HEOOIBIION
KOMITaHUHU IO NPOU3BOACTBY KOMIBIOTEPHBIX MPOTPaMM, JOMHUHHUPYIOIIEH B CBOEM CETMEHTE PBIHKA,
00BsICHsIETCS ee OBICTPOH peakiuell Ha jKellaHWe TOJIb30BaTeNie UMETh MPOCTYI0 B YIOTPEOICHUU TPO-
rpamMmy. [lapameTp B3aMOOTHOILIEHUH C KIMEHTAMH TaK)Ke BKJIIOUAET B ce0sl TOITOCPOUYHBIE 00sI3aTelb-
crBa. Hanpumep, KoMIaHus yCTaHABIMBAET CUCTEMY DJICSKTPOHHOTO 0oOMeHa WH(opMaIel ¢ KIMEeHTOM,
y4acTBys B OOIIMX TPOEKTaX, MPOIEccax COCTaBICHHS TpadUKOB MPOM3BOACTBA, O(GOpMIICHUS dIIeK-
TPOHHBIX 3aKa30B, BHICTABJICHUSI CUETOB, OJYYeHUs OTUIaThl. M BBOAUTCS Takoe MOHATHE, KaK «IIpe-
MOYTUTENBHBIM KIMEHT», KOTJa MOCTaBIsIeMble MaTepHalbl HAMPSMYIO OTIIPABISIIOTCS B MPOU3BOACTBO,
MUHYS CTAIUIO TPOBEPKH, 0OpabOTKM M XpaHeHHs. HekoTopbsle KOMITaHWU Naxe TOBEPHIIH (PYHKIIUH
CHa0XeHUS KBATM(HUIMPOBAHHBIM CIIEIHAIIIICTAM OT/AETA 3aKyIOK (PUPMBI-TIOCTABIINKA, TIPEIOCTaBUB UM
pabouee MecTo B odricax M CKIAJbl HA TEPPUTOPUHU TPOU3BOACTBA. TakuM 00pa3oM IMOCTABIIMK MOJIHO-
CTBIO KOHTPOJIMPYET MOCTAaBKY MaTepHalOB Ha MIPOU3BOICTBO B HY)KHOM KOJINYECTBE, ACCOPTUMEHTE U B
3aIUTaHUPOBAaHHBIE CPOKH. Takue B3aMMOOTHOIICHUSI — €Ie OJUH KPUTEPHUH BbIOOpa MOCTABIIMKA HA OC-
HOBE, OTJINYHOW OT LIEHOBOTO MapaMeTpa.
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Mvuk u penyranus

JlaHHBIE TTApaMeTPBl — ITO HEKUE «HEeMaTepHalIbHBIe» (DaKTOPHI, MPHUBIICKAIONINE KIMEHTa UMEHHO
K KOHKPETHOH KoMITaHuH. HeKOTOphIM ymaeTcst MoCpPEeICTBOM PEKIIaMbl M BRICOKOTO Ka4eCTBA TOBAPOB H
YCITyT 3aBOEBATh JIOSUITBHOCTH MIOTPEOUTEIS, TIPU 3TOM MaTepHalibHbIE (PAKTOPHI HTPAIOT BTOPOCTETICHHYIO
pouib. [lpennoutenust moTpeOUTENs, OKa3bIBa€MbIE ONPEACICHHBIM TOPTOBBIM MapKaM CIIOPTHBHOM 00y-
BHU, CTHJIBHOH 01eK /b1, pasBieuenuii (« uny B Jlucueinenn»), curaper («Kosooit Marlboro»), 6esamko-
rOJIbHBIX HaNUTKOB («a1okonienne Pepsi») u naxe upiuisit (Perdue), — pesyabraT co3MaHHBIX VIS HejIe-
BOTO CErMEHTa phIHKA UMHU/DKa U penyraiuu. Tak, Metro Bank neitancs coznate cebe penyTaiuio Kom-
METEHTHOTO, 00POKeIaTeIbHOTO (PUHAHCOBOTO KOHCYJIBTAHTA, MPEJIAraloiero BeCh CIEKTp OaHKOB-
ckux ycuyr. Pioneer Petroleum akTHBHO HCMOJIB30BaNa peKiIaMy Ui HHGOPMHUPOBaHHS MOTPEOUTENS O
TaKOM HESIBHOM KadecTBe OCH3HMHA, KaK €ro YHCTOTa, IIOMOTaonas n30exarb Harapa Ha JABHTAaTelIe U HE
3arps3HATH ero. HekoTopele MHBECTUIIMOHHBIE OaHKH SKCILTYaTHPYIOT 00pa3 KOMIETEHTHOTO (PHHAHCO-
BOTO KOHCQJITHHIOBOTO HHCTHTYTA, a «BOJIbIIast MeCTepKa» KPYIHEHINX ayTuTopcKux GpupM («Big 6»)°
MBITACTCS CO3aTh cebe penyTannio KOMIAHHUH, MPEIOCTABIISIOMNX BHICOKOKAYECTBEHHBIE KOMILJICKCHBIE
YCIYTH, 9YTO ¥ OTIMYACT UX OT MEIIKUX JIOKATBHBIX KOHKYPEHTOB.

Wmuk 1 penyraiusi mo3BOJISIFOT KOMITAHMHM aKTHBHO KOHKYPHPOBaTh Ha phiHKe. Rockwater, Ha-
npuMep, mpeanowia o0pas, pacripocTpaneHHblid B Hadane 1970-x rooB, Korjaa KOMITAHUH, 3aHATHIE MO~
BOJHBIM CTPOMTEIHCTBOM, NPEACTABIBLIINCH MOTPEOUTENIO KaK TPYIIa KPEeNKuX MapHed B TUAPOKOCTIO-
MaX C aKkBaJIaHTaMH M CBApOYHBIMH ammapaTaMmi, HeIpsomux ¢ 6apxx B CeBepHoe mope. Cozganmne CCII
U ompezesicHUe LeJeld, OpUEHTUPOBAHHBIX HA MOTPEOUTENs, a TaK)Ke YCTAaHOBICHHE OOpaTHOM CBS3H IO
MOBOAY MOTPEOUTENBPHON LEHHOCTH TNPENI0KEHUH, BBIIBUHYTHIX HA PBIHOK, OBUTM HaIpaBlIeHbl HA TO,
4TOOBI POJICMOHCTPUPOBATH HOBBI ypOBeHb MpodeccroHamm3Ma, TocTUrHyTeiii Rockwater. Tlorpebu-
Temm u3 rpynnel Nel 3Ha1OT, 4TO Tenepb OHU UMEIOT JIEJI0 C BHICOKOTEXHOJOTMYHON KOMITaHUEH — LIEH-
HBIM IIAPTHEPOM, KOTOPOMY MOXHO JOBEPATh U KOTOPBIH CIOCOOEH YCTAaHOBHUTD U MOAIEPKUBATEH AOJTO-
BPEMEHHBIE B3aUMOBBITOTHBIC OTHOIICHUSI.

Bonpiras cerp MarasmHOB pO3HUYHOW TOproBim onexiaon Kenyon Stores cozmana o0oOmeHHBII
o0pa3 CBOEro MmoKymnaress.

Kareropus: 20—40-eTHre KeHIIMHBI, YBepEeHHBIE B ceOe, 00anaromme XOpoIM JyBCT-
BOM IOMOpA, IIOCTOSIHHO B KypCce HOBBIX BESTHUH B MOJIE.

OO6pazoBanue: BEICIIIEE.

Pabora: mo3unus cpegHero ypoBHsI B KOMIIAHHUH, TIOJHBIA pabo4uuil IE€Hb.

3areM 3TOT 00pa3 ObLI pacCTHPAKUPOBAH PEKIAMHBIMU areéHTCTBAMH U B PA3JIMYHBIX aKIHSIX CAMHX
MarasuHOB.

Takum oOpa3om, pexnaMupysl CO3AaHHBIN €10 caMoil 00pa3, KoMnaHus yOexXIaeT CBOMX MOTEHLH-
QIBHBIX ¥ HBIHEIIHUX MOKYMATEIBHHUI] B TOM, YTO OHH ITOJIHOCTHIO COOTBETCTBYIOT UMUKY KIMEHTOK
Kenyon Stores, oqaoBpeMeHHO Tpeasiaras UM MOJTHYIO OISy 10 pa3yMHOH ieHe. Tak KOMIaHuH, ¢ 0/1-
HOM CTOPOHBI, CO3[al0T 00pa3 CBOEro WAeaJbHOro KJIMEHTA, a C APYTrol CTOPOHBI, C €0 MOMOIIBIO MbITa-
IOTCSI BIIUSITH Ha TIOTPEOUTEIBCKUE TIPEATIOYTCHHUS.

Hcnonp3ys onbiT kommanuii Kenyon, Rockwater u Pioneer Petroleum, npouumroctpupyem motpe-
OUTENbHYIO LIEHHOCTh MPEAJIOJKEHUSI C TOUKH 3PEHHSI XapaKTEPUCTUK TOBAPOB M YCIYI, B3aUMOOTHOILIE-
HUH C KIMEHTaMH U UMUK U PEITyTaIliH.

KENYON STORES: NMPAMbIE MPOOAXW MACCOBOMY NOTPEBUTE-
no

Komnanus Kenyon Stores nadana ¢ ompeneneHus meiell KIMEHTOB U pa3pabOTKA COOTBETCTBYIO-
IIEN CTPATETUN.
1 Kenyon noimkHa yBeTWIUTH CBOKO JIOJO B TapAepoOe MOTpeOnTeIs.
2. VYcioBueM MOCTHKEHHUS STOTO SBISETCS JIOSIIBHOCTh MOTpeOHUTENss. MBI XOTHM,
9TOOBI MOKYIATEIBHUIIBI 3aX0JMIIM K HAM B TE€UEHHE BCETO TroAa M IpuoOpeTanmm
MMEHHO y HacC BCE, 4YTO UM HEOOXOJMMO.

" Crona xomst Deloitte & Touche Tohmatsu Internationa, Ernst & Young, Arthur Andersen, PriceWaterhouse, Coo-
pers & Lybrand, KPM G — Ilpumeuanue nepesoouuxa.
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3. Jist pocTrKeHHs JOSITBHOCTH KIIMEHTOB HEO0X0AUMO:
OTZENy MPOAAXK ONPEAETUTH UX MOTPEOHOCTHU U KEJIAHUS,
COOTBETCTBHE TOProBoil Mapku (OpdHAA) MX BKycaM M XKH3HECHHBIM YCTpEMJIe-

HUSAM;
00CTyKMBaHHIO — OTBEYaTh BHICOYAMNILIEMY YPOBHIO.
4, MBI JOMKHBI YETKO OMpPENENUTh KPYTr HAaIMX KJIMEHTOK, UX MOKYIATEIbCKUE MPH-

BBIYKH U IIPUCTPACTHS.

i Toro 4To0Obl MPOaHAIM3UPOBATH MOKA3aTENN KIMEHTCKOW cocTaBiisiomei, Kenyon ucmnomib3o-
BaJla MHJEKC MOTPEOUTENbCKOTO JAOBEPHUS M JIOSUIBHOCTH, a TAaKXKe PE3YAbTaThl ONMPOCOB MOKYHAaTelNeH.
IMemn 1 moxa3areny KOMITAHWM TPEICTABICHBI B KAXKJIOM M3 3THUX TPEX JJIEMEHTOB, XapaKTEPU3YIOIINX
MOTPEOUTENBHYIO LIEHHOCTD MPEAJIOKEHHUS.

XapaKTepMCTMKM npoAaykKTa

Komnanus Kenyon BeiOpana B kKauecTBe LeJell TpH KITIOYEBBIE XapaKTEPUCTUKU TOBAPa, MPEICTaB-
JISFOTIHE MTOTPEONTENBHYIO IICHHOCTH: TICHY, MOy U KadecTBo. Llens «l{eHa» ompenensiachk ClaemIyrommM
obpazom:

Ilpeoocmasums makyro MOOHYIO U KAYECMBEHHYIO 00exHcOy, Ymobbl NOKYy-
namenu cyumanu ee 00po2oll, a YyeHvl CnpageduBbIMU.

ITokaszaTenu JOCTUXKEHHUS 3TOM eI — CPEIHSIS PO3HUYHAS 1IEHA, KOTOPOU MPUAECPKUBAIUCH IIPO-
naBIbl (CKUAKH HE OBUTH MPEAYCMOTPEHBI), U KOJIMUECTBO MPOIaXK HA OJMH Mara3uH.
Lems «Mopa u qu3aifn» 6bu1a chopMyIIpoBaHa Tak:

Ilpeonoscums MOOHYIO 00excdy, COOMBEMCMBYIOWYI0 MOP208OU MapKe
«Kenyon» u yooesremeopsowyto 8Kycam u 3anpocam noKynameinel.

EcrecTBEHHO, TaKkylO [ENIb BECHMA CII0KHO MEPEBECTH B TEPMUHBI KOHKPETHBIX ONEPAL[MOHHBIX I1O-
Kaszareneil. B kauecTBe KpUTEpus KOMIAHHA BbIOpajia CPEAHETOJIOBOM POCT MPOAAXK «CTPATETHMYECKUX
MOJEJIe», KOTOpble HAWITY4IINM CIIOCOOOM MpeacTaBisiin uMuk Kenyon. Bropoit nokasarens — 310
TaK Ha3bIBAEMBIN «COXpPAHEHHBINH YPOBEHBY», MM «ylep:KaHHas IuiaHka» (maintained mark-up), uro Ha
po(ecCHOHAIBHOM JKapTOHE PO3HUYHBIX TOPTOBIEB O3HAYACT PEAbHYIO MPHOBUIb, MOTY4EHHYIO OT
MPOJIaXK TOBAPOB C MOCTOSIHHOM HAIICHKOMH, TO €CTh 0€3 CKUJOK. YBEIHUCHUE TaKOW MpUOBLIM CTAHET WH-
JUKaTOPOM CIIOCOOHOCTH Mara3uHa MOCTOSIHHO MOJy4aTh BBICOKME TOXOABI OT MPOAAX XOPOILIO HMPUHS-
TOM KIMEHTaMH MOJTHOM W CTHIILHOM OJICKIBI.

O noctmwxkenuu nenu «KauectBo» ckazaHo:

Obecneuums nocmosHHOE HAAUYUE moeapoe ecex Kameeopuﬁ svlcouatiuLe-
20 Kadecmea u cmuJjis.

[TapameTpoM TOCTMKEHHS 3TOH LENU CITYKUT K0 (HUIIMEHT BO3BpaTa MpoIaHHOTO TOBapa KaK MH-
JIAKAaTOp yAOBJIETBOPEHHOCTH MOKYIATENSA €r0 Ka4eCTBOM M COOTBETCTBYIOIIEW pa3yMHOMN LIEHOM.

B3anmMooTHOLIEHUSA: YPOBEHb Oﬁcny)KVIBaHMFI

DTOT (aKTOp CYNUTAETCS MCKIIOUYUTEIBHO BAXKHBIM. ETO TNIaBHBIMU XapakTEPUCTUKAMHU SBILUTICH
00s3aTeNnbHOE HAIMYKE B MPOJAKE TOBAPOB MOCTOSHHOTO CIPOCAa M BBICOKWH YPOBEHb OOCTY>KMBaHHSI.
[Toxa3zareneM mepBO CITyXKHJIM OTBETHI MOKYMAaTeIel Ha BOMPOCH! aHKEThl «UTO BBI JymMaeTe?» OTHOCH-
TEJbHO UX YIOBJICTBOPEHHOCTH HAJMYHMEM OJAEKAbl HY)KHOTO pazMepa u 1Beta. Bropoi nmapamerp noi-
eH ObUI OTBEYaTh MIECTH TPEOOBAHUSAM «OTIMYHOTO YPOBHS OOCITYKUBAHUSI».

1. BemmkonenHsie coBpeMeHHO 0(OpMIICHHBIE BUTPUHBI, IPHJIABKA U TOPTOBBIE TIIO-
iayu Mara3uHa.
MonaHo oneTble, IPUBETIMBBIE, YABIOAIOIMECS TPOJABLIbI.
Yerkast ”HPOpMALIHUS O CHICIHATBHBIX aKIUIX (ITPOJAXKaX).
OTnuuHOE 3HaHME TOBapa MPOJaBLAMH.
Hannuue y npoaaBnos crequanbHbIX KAPTOYEK C UMEHAMH.

agkrown
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6. Hckpennsis 01aroapHOCTh 3a MOKYIKY U MPUTJIANICHUE BHOBb ITOCETHTh Mara3uH.
Iens cocrosiia B TOM, 4TOOBI BCE MIECTh TPEOOBAHUN HEM3MEHHO BBITTOJHSUTUCH MPU BCTPEUE Kak-
noro nokymnatesns. [IpoBepka, MpoBeIeHHAS «TAWHCTBEHHBIM MOKYIIATEIEM», TOJDKHA ObljIa OTPEIEIUTh,
HACKOJIBKO XOPOIIIO CIIPABISIETCS C THM KX bl Mara3uH KOPIOpaIim.

TOpFOBaﬂ MapKa n uMnax

Kak yxxe ormMeuasnocs Bbitre, Kenyon cospana cnenuduieckuii 00pas «uaeaqbHOT0 MOKYIIaTeNs», B
pe3ynbrare 4ero pabOTHUKM KOMIAHUM MOHSUIM OXuAaHUs nokynareneil. Llens co3manus Op3Haa Obuia
npoJekIapupoBaHa Kenyon cienyrommm oopazom:

Mui npespamum «Kenyon» 6 enaemwiii HayuoOHAIbHbIL OPIHO, 6e30UUOOYHO
onpeodenus 015 cebs HAWUX NOKynamenell u cOeids ceoell OMau4umenbHoll
uepmotl NOCMOSHHO e YO08Iemeop eHue UxX 3anpocos.

ITokazareneM yCnenrtHoro pa3BUTHS TAKOTO HMHUJIKA SIBUJIACH JOJIS KIIFOUEBBIX TOBAPOB, IPOJaHHBIX
0 1eHe ¢ mpeMued u oA opsunom «Kenyon». IlpusnekaTenbHOCT UMUIKA TOPTOBOM MapKu MO3BOJIU-
Jla MOAHSATH LEHBl Ha TOBAphl, MPOJAIOIIMECS B Mara3uHax KOMIaHuM He nox Opanmom «Kenyon», Ho
HMMEIOINE AaHATOTHYHBIE XapaKTEPUCTUKU U Ka4eCTBO.

MoTpebuUTenbHaA LeHHOCTb NPeAnoXeHUA

XapakTepuUCcTUKW TOBapa UKW yCnyru Mmuax B3avMOOTHOLWEHWA
LleHoBO® Mopa Kayecteo Mmuax Hanu4mne ¥poBeHb
nperMMyLlecTED H gusaﬁﬂ Spaﬂna B NpoAake oscnwuBaHuﬂ

CTpaTervyeckue nokasaTenu

« CpegHAan s¢MocToAHHan  « Koadypuuyment o Jona « OTeyTeTEBME o"Ta“HcTBeH:‘I'HH
pO3HWYHAA LeHa HaueHKa BO3Bpara Ha pbIHKe B NpoAame nokynarens
(knoveBoi  (kno4eBoi
ToBap) TOBap, %)
«Konuyecreo #PocT npogax » Mpemua ot npo-
NpoADK HA OAWH Lenesoro ALK TOBapa NoA
MarasuH ToBapa TOProBoid MapKoi
(6panaom)

Knwueeble noTpebuTenbcKne NoKasaTenm

¢ [loAneHoOCTE NOTpeGUTENA «¥noBNeTsopeHne 3anpocos
(exeroAHeIA pocT 06LemMa NpoaaH) KNWeHTOB {0T3kIBkI)

Pucynok 4.3. [lorpeduTe1bHasi HEHHOCTH MpeIJI0KeHHs1 — ceTh MarasunoB Kenyon

MpsI oapo6HO 00cyauM MexaHu3M (cM. puc. 4.3) TOCTHKCHHS TIeIeH, MOCTABICHHBIX KOMITAHUCH,
B CIIEAYIOIIIEH TTIaBe, TIOCBSIICHHOW BHYTPEHHUM OM3HEC-TIPOIIeccaM.

ROCKWATER: NPAMBIE NPOAAXU UHOUBUOYAJNIbHbIM KITUEHTAM

Kommnanus Rockwater mpumeHmia 1Ba KIFOYEBBIX MOKA3aTelsl KIMEHTCKOW COCTABISIONICH: T0J0-
BOI1 0030p «PEUTHHT TIOTPEOUTENEeH — KOHKYPEHIIHS», & TAK)KE JIOJIF0 PHIHKA U JOJIEO KIFOUCBBIX KIIMEH-
toB (rpynmna Nel). B pacuere Ha KIMEHTOB, OPUCHTHPOBAHHBIX Ha HHU3KHE LeHbI (rpymna Ne2), 6but pas-
paboTaH IIEHOBOM MHIIEKC JUIsi KOHKYPEHTHBIX cielok. Rockwater namepeBanach COXpaHUTh 4acTh OH3-
Heca, OPUCHTHPOBAHHYIO Ha moTpebuTenei rpymmbl No2, ¢ 1esbi0 00Jiee ONTUMATBHOTO HCIOIb30BaAHUS
MOIITHOCTEH M COKpAIllCHHs YUCIIa HEBBITIOJIHEHHBIX 3aKa30B, YTO, B CBOIO O0Yepellb, MPHUBEJIO Obl K 00JIb-
1Iel mpeacKa3yeMocTH (pUHAHCOBBIX PE3YJIbTATOB.

B kadecTBe mokasarelsi IEGHHOCTH MPEJI0KEHH S, BBIABUHYTOrO KineHTam rpymmsl Nel, Rockwater
paspaboTaia MHICKC YIOBJICTBOPEHUS MOTPEOUTEIBCKUX 3alPOCOB, KOTOPBIi OLIGHHUBAT HOBBIC TPE/IO-
’KEHHsI MPOAYKTOB U YCIIYT, & TaK)KE B3aMMOOTHOIICHUSI MPOEKTHOM rpymmbsl ROCKwater u KIMEeHTOB.
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Kommanus onpenenmia 16 xapakTepHbIX 3JeMEHTOB mpoekta (cM. puc. 4.4). Kaxplil kaueHT BeIOUpan
U3 HHUX CaMble, 10 €r0 MHECHHIO, B)KHBIC XapaKTEPUCTUKU JAHHOTO MPOCKTA. 3aTEM B CKEMECSIIHBIX OT-
3piBax Rockwater moydana oT CBOMX KIMEHTOB OLIGHKH KaKI0TO BbIOpaHHOTro mapametpa (ot 1 1o 10) u

TakuM 00pa3oM MOCTOSHHO coOHpaia HHPOPMAIMIO 00 MX MPUOPHUTETAX B KAKAOM MpoekTe (cM. Tadi.
4.2).

[TomBoAst MTOTH MO OT3BIBAM KaXIOTO KIMEHTa Tpynmibl Nel u moTyduB TakuM 00pa3oM CpemaHIO0
udpy mo Bcem 16 mokasaremsivm, Rockwater nenana BbiBox 00 00 YCIENIHOM BBITIOJHEHUH MPOEKTa,
00 0 HEYOBICTBOPEHHOCTH OKHIAHUN KIIMEHTOB.

XapakTepMCTMKM TOBApa UMK YCTYTH Mmugm B3aMmooTHOWeEHHA
NpodreccHoHanbHbIMA
OYHKUMOHANBHOCTE KavecteO LeHa Cpoku pod || BianmooTHOWEHHA
MEHeKHeHT
#« bezonacHoctb + MuHUMaNbHEIA & Paboyvue » BoinonHenune & YectHocTe

 HiskeHepHble nepecHoTp Yackl rpacduka W OTKPBLITOCTE
NpeAcTaBneH- nogpARYHKOE
ycnyru .
HEIX NPOEKTOB Lennocte s CeoeepeHeHHoe
3a AEHLIM npeacTagneHne « Mnikocts
# Kavecteo u # Hunopauun  MPOEKTOB # Boinonnenue
KOMne- ANA CHUHeE- YCROBHIA
TEHTHOCTH HUA H3gep- KOHTPaKTa
HeK
* Ddpazusl + Baaumononnmanne
npeAocTapnae- B KOMaHpe

Moro obopyno-

{vonnexkTHEee)

EaHHA
» KoMnetentHocts

nepcoHana

#» Kavecteo
NpoUZB0ACTES

PucyHok 4.4. TloTrpe6uTe/ibHasi HEHHOCTD NMpeI0KeHNs1 KoMnaHuu Rockwater (rpymnmna KJIHeHTOB
Nel)

PIONEER PETROLEUM: HEMNPAMBIE MPOAAXU MACCOBOMY NMOKY-
MATEJIO

Kommanus Pioneer Petroleum paspaboTana oueHb HHTEPECHYIO KIMEHTCKYI COCTABISIIONIYIO. DTO
OJlHa U3 MHOTOYHCIICHHBIX KOMIIAHUH, OCYILIECTBISIONIMX PO3HUYHbBIE, ONTOBBIE MPOAAXKH, a TAKXKE IPo-
naxu auctpuOpioTopaM. Kak mpaBuio, Takue mpennpusiTUs UMEIOT JABE Pa3IMuHbIC TPYIIIbl KIUEHTOB,
YbH 3alpOChl OHU JOJDKHBI YAOBIETBOPATH. IlepBas rpymma — 3T0 mOTpeOUTENH, KOTOPhIE MOKYMAIOT
TOBapbl WJIM YCJIYTH HANpsMYIO U MEPENnpoaloT UX CBOUM MapTHepaM. VIMEHHO KIMEHTBHI KIHEHTOB —
KOHEYHBIC KIMCHTBl — W MPEJCTABISIIOT BTOPYIO rpymnmy st Pioneer. J{is Takux opraHu3aiuii Mbl pe-
KOMEH/IYeM pPa3/eluTh KIMEHTCKYIO COCTABIIIONIYIO Ha JIBA CETMEHTA: HEMOCPEACTBEHHBIC (MPSIMBIE) MO-
Tpeburenn M KoHeyHble noTpeOutenu. [IponsBoauTenr TOBApOB IIMPOKOTO MOTPEOJICHUS, HAlpUMeEp
Procter & Gamble, Coca-Cola u Pillsbury, nomkHbl 0JJHHAKOBO XOPOIIO pabOTaTh U C POZHUYHOM, U C
OTITOBOHM TOpPTrOBJIEH, U ¢ AuCTpUObIoTOpamMu. OmHAKO MOJO00HBIE KOMITAHUU OO0JIBIIOE BHUMAHHE TaKKe
YAEISIIOT U3YIEHUIO BKYCOB M MPEANOYTECHUI KOHEYHOTO KIMEHTA, HETIOCPEACTBEHHOTO OTPEOUTEINS UX
nponykiun. Junepsr Pioneer (psivbie KinMeHThI) He ObUM paboTHUKaMU (GupMbl. OHU UMENTH CBOH (-
HAHCOBBIC IICJIH, IVIABHBIM 00pa3oM MpUOBUILHOCTH, M OOpaTHJIMCh K cBoeMy mocTaBiiuky (Pioneer) c
MpOCb0OM OPraHM30BaTh AJISl HUX TPEHUHTH MO OM3HEec-MeHeMKMEHTy. OHHM Takke XOTEH, YTOOBl KOM-
MaHusl MPeloCTaBUJIa UM BECh CHEKTP HOMOJHHUTEIBHBIX YCIYT, HE CBS3aHHBIX C MOKYNKOW OeH3MHA!
MOMKY MaIlHH, IOCTaBKY CMa304YHBIX MaTE€pHajOB U MHHHU-MapKeTbl. TakuM oOpa3oMm Obul ObI co3daH
CHJIbHBIN Op3HI, pE3KO BbIACISONMI PiOneer cpenu KOHKYpEHTOB.
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Tadmmua 4.2. Tloka3aTesib OTPeOUTEIbCKOI yI10oBIeTBOpeHHOCcTH — ROcCkwater

Kpurepuit [Hotpeburens Cpennuii 6amn
A B C D E F

1. bezomacHOCTh 9 8 8 10 8 8.6
2. Bemonnenue rpaduka 9 6 7 7.3
3. CootHomenne pabouero Bpemenu u| 9 5 4 6.0
MIPOCTOEB B PE3yIbTATE MOJIOMOK
4. CBoeBpeMeHHOE TmpexacraBieHue| 9 4 5 6.0
poeKTa
5. MunuMmaneHBIH TepecMoTp mpea-| 9 5 6 6.7
CTaBIJICHHBIX ITPOCKTOB
6. UeCTHOCTh W OTKPHITOCTH mojapsa-| 4 7 7 10 9 8.3
YHKOB
7. I'mbkocTh 9 4 7 9 7.3
8. BeimonHeHue yciaoBui KOHTpaKTa 8 5 7 6.7
9. UmxeHepHbIe yCIyru 8 7 7 7.3
10. KagecTBO ¥ KOMITIETEHTHOCTh 10 6 8 8 7 7.8
11. IlenHOCTH 3a ICHBTH 7 6 6 10 9 7 7.2
12. O6pa3usl mpenocrasisieMmoro o6o-| 9 7 7 8 7.8
pyIOBaHUS
13. KoMnieTeHTHOCTH TIepcoHaa 10 7 7 10 8 85
14. VnHoBauuu Al CHIDKEHUS M3Iep- 7 7.0
KEK
15. KauecTBO npou3BoaCTBa 10 10.0
16. BzanMonioHUMaHNE B KOJUICKTUBE 7 7.0
17. Unpekc ynoBjeTBOpeHHOCTH TO-| 8.8 59 66 100 84 7.6 7.9
TpebuTeNst

Pioneer ompenenuna clieayonme Helu A CBOCH KIMEHTCKOW COCTABISIFOLICH: YIOBICTBOPEHHE
3ampocoB AWIEpa, COXpPaHEHUE U PAaCHIMPEHUE KIMEHTCKOM 0a3bl, a TakKe MOKa3aTesi MOTPEeOUTEIbHOMI
LIEHHOCTH TPEAJIOKEHUS AJISi CBOMX LIEJIEBBIX AUJIEPOB. Tak, XapaKTepUCTUKU CYLIECTBYIOIIMX TOBAPOB U
YCIYT CIY)XKUJIM MOKA3aTeNsIMK IJIsl HOBBIX TOBapoB M ycuyr (pyHKIIMOHATBHOCTD) U MPUOBUIBHOCTH JTH-
nepa (LeHa, Ka4ecTBO, (PYHKIMOHAIBLHOCTD). [loka3aTenb B3aMMOOTHOLICHUH C KIMEHTOM CBHCTEIBCT-
BOBaJI 0 HaMepeHusX PiONeer momMoup AujepaM U UX COTPYIHHKAM B TOBBIIICHUH KBATH(DHUKALUH, a TIPO-
JBIDKCHUE OpAH/IA HA PHIHOK CIIOCOOCTBOBANIO CO3JJAHUI0 HMUJIKA U penyrauuu kommanun (cMm. puc. 4.5).
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Yactb
/ CermeHTa \

MoTpebuTenbHan
LeHHOCTb NpeanoXeHUA
{ueneBble CerMeHThI)

YaoeneTEOpeHUe YaoeneTeopeHue
3aNpocoB KNUeHTOB 3anpocoB AMNepos
* XapakTepUcTHKH *[IpUBLINBHOCTE AUNepa
npoAayKTalycnyru *¥Yny4weHune Ka4ecTea paboTbl Aunepa
YucroTa - GesonacHoCTb BelcokokBanugpMUMpOEaHHEIA Nepco-
Kad4ectBo NpogykTa Han gunepa
* Mmuax O&y4eHWe W B3aMMOCBASE
Ep3aHA ¢ BLICOKMM # MoBbIWeHWe LIEHHOCTH NMULEH3MPOBaHUA
WHAEKCOM AOBEPUA {franchise value)
* ¥poBeHb 06Ny KMBaHMA WHHOBaUMOHHBIE NPOAYKTLI
BelcTpoe obcMmypkMBaHHe MeToanKa ynpagneHuA
MpUEETNMBBIA YCMKMNMELIA NepcoHan 3anpaBoYHBIMKH CTAHLUHMAMMK
Mpu3sHaHMe NOANBHOCTH Peknama u npoaBMMeHHe
MokaszaTenu
« MlonA cermeHTa * [puBBINBHOCTE AHMNepa
# PeldTHHr No pesynsTaTam nNporpammsl (B cpaBHeHWe ¢ NoTeHUManom)
"TauHcTBEHHBIA NokynaTens" * YROoBNeTBOPeHHOCTE ANNepa (OTsbIBLI)

Pucynok 4.5. IlorpeduTenbHas IEHHOCTH NMpeLIo:keHnss — Pioneer Petroleum

[TpoBeast MapKETUHIOBOE HCCle0BaHKHe (0 KOTOPOM TOBOPHIIOCH B HAualle TJ1aBbl), KOMIIAHUS BbI-
SICHWJIA, YTO MOTPEOUTENH LIETIEBOr0 CETMEHTA PhIHKA MOKYIAIl OCH3UH TOJIBKO Y AUJIEPOB, pabOTaOIUX
C €e TOProBOIl MapKOH, MOCKOJIBbKY CUMTAJIH, YTO TAKHE CTAHIIUH 3alIPaBKU YUCTHI U 0€30I1aCHBI, a Mepco-
HaJl IPUBETINB U yCIyxiauB. st npyroil yactu norpeduresneld oueHb 0OJbIIOe 3HAYCHHE MMela CKO-
pocTh 00cTyKuBaHuUs. PiONeer oneHmIa cTeneHb NOTPEOUTENBCKOM YIOBICTBOPEHHOCTH (KITIOUEBOM T10-
Ka3aTelb) MOCPEACTBOM IporpaMmbl «TanHCTBEHHBIH MOKYMATEIb» MO MapaMeTpaM CTPATeruuecKoil 1e-
JIU <4HUCTO — 0€30MMacCHO — NPUBETIIHUBO - OBICTPO.

[Ipu BbIOOpE MOCTaBIIMKA CPEAM MHOKECTBA KOHKYPHUPYIOIIMX KOMIIAHUH KIMEHTHl HE HNPUOAIOT
OOJIBILIOTO 3HAYCHUS CHCHU(PUICCKUM XapaKTePHUCTUKAM MPOIyKTa Kommanuu Pioneer (OensuH), mo-
CKOJIBKY 3TO TOBAp IIUPOKOTO moTpediieHus. [Ipeanourenus mneneBoro norpedurens (yareM, 4To rpymnmna
KJIMEHTOB, OPUCHTUPOBAHHBIX HA HHU3KYIO IIEHY, UCKIIOYCHA M3 MCCIICJOBAHUS) CKOHIICHTPUPOBAHbI Ha
ypoBHe oOcnyxuBaHus. Tem He MeHee Pioneer mposena onpoc KIMEHTOB OTHOCUTEIBHO MX BOCIPHUSITHS
uMuKa OpIHIA, peryTalui KOMIIAHAK U KadecTBa Mpoaykra. [loTpeduTensHas HEHHOCTh TP E/I0KSHHS
KOMITaHWH MOKa3aHa Ha pucyHke 4. 5.

COanancupoBaHHasi CHCTeMa Tokaszarenei ¢ pexruBHOCTH Komnanuu Pioneer Petroleum ue Bxto-
YaeT MOTpeOUTENbCKUe (AMIIEPCKHUE) LENH, MOCKOJIbKY OHHM OBLIM OMPENENICHBI C MOMOIIBI 0OBIYHOTO
MapKeTHHTOBOTO HccienoBaHus. Ho cuctema mpenocTaBisieT MEXaHU3M JTOCTHKEHHS 3THUX LeJied U sB-
JsIeTCst OCHOBOW MH(pOPMAIMOHHOW mporpaMMsbl [t 6osee yem S000 coTpymHHKOB, KOTOpast MOMOTaeT
KaKIOMY U3 HUX HOHSTH CTPATErni0 KOMIIAHUU U OTIPEAEIUTh CBON JIMYHBINA BKJIAJ B €€ Pean3aluIio.

CPOKH, KAHECTBO U LUIEHA

Bce npumepsl, npuBenennsie Boiie (Kenyon Store, Rockwater u Pioneer Petroleum), mokassisator,
Kakue eI MOTYT ObITh C(OPMYIMPOBAHBI ISl MOTPEOUTENBCKOTO TPEIOKCHUS LEICBOMY KIHCHTY.
HecMmoTpst Ha TO YTO KaXkaasi KOMIIAHUS ONPEICISET CBOM creln(HUSCKUe 3a/1a4H, MbI BBIICIIIH 00IIHe
MOKAa3aTeNH, XapaKTepHbIE I KJIMEHTCKOW COCTABISIIOLICH B I[€7I0M, KOTOPBIC CBSI3aHBI CO CPOKAMHU J0C-
TaBKH, KAY€CTBOM TOBapOB U YCIYT, a TAKKe lleHaMU. MbI 00CY/IMM HX B TIPUJIOKCHUU K ITOM T1aBe.

3AKIIOYEHUE

ChopmynrpoBaB KIMEHTCKYIO COCTABISIONIYIO cOATAHCHPOBAHHOW CHCTEMBI MOKa3aTesel, MeHe -
Kepbl JOJDKHBI YETKO MPEACTaBIISATh CBOETO LIEJICBOr0 KIMEHTA M CETMEHT OM3Heca, a TakKe KOMIUIEKC
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KJTIOUEBBIX MMOKAa3aTeleH, PACCYMTAHHBIX HA HUX: JIOJIO PbIHKA, COXPAaHEHHE M PACIIMPEHUE KIIUCHTCKOM
0as3bl, yIOBJICTBOPEHUE 3aMPOCOB U MPHOBLIBHOCTD. JIOCTHIKEHHE 3THX TOKa3aTeNieii U SIBIISICTCS CTpaTe-
TMYECKOW 3a/a4eii PasIMyYHBIX MOIPa3Ie/ICHHI KOMITAHUK: OTAEIOB MapKETHHTa, MPOU3BOACTBEHHOTO,
JIOTHCTUKH, Pa3BUTHS HOBBIX TOBApOB U yciayr. OIHAKO 3TH MapaMeTphbl MMEIOT HEJIOCTATKH, CBOMCTBEH-
HBIE TPAIMITHOHHBIM (PHHAHCOBBIM MMOKa3aTesIM: pA0OTHUKH KOMITAHUH YacTO HE MMEIOT CBOEBPEMEHHOMN
uH(pOpPMAIIUK O TOM, HACKOJBKO (P (PEeKTHBHA HX IEATEIBHOCTH, HAIIPABJICHHAS HA JOCTH)KCHHE MOCTaB-
JICHHBIX IIeJIeH, a KOT/Ia MOJIydaroT €€, TO Y)KE MO3HO YTO-TH00 M3MeHHTh. KpoMe Toro, mokasaren He
JIAfOT YETKOTO MPEICTABICHUS O TOM, KaK JOOUTHCS KeJaeMbIX Pe3y/IbTaToB.
MenemKepbl JODKHBI TaKXkKe OMPEISUTh, YTO SIBISETCS HanOoJee [EHHBIM I KJIMEHTOB I[CJICBO-

IO CETMEHTA, ¥ B COOTBETCTBUH C 3THM pa3paboTarh i HUX CBOM MOTPEOUTEIbCKUE TP eAtoKeHus . OHM
MOTYT BbIOpATh IICJIM U MMOKA3aTeId, KOTOPBIC B CIy4ae BBIMOJHEHHUS TIOMOTYT KOMITAHUH COXPaHUTh W
PACIIUPUTH JICIOBBIC OTHOIICHHUS C ITUMHU KIMCHTAMHU:

XapaKTePUCTUKK TOBapa U YCIyr: (hyHKIIHOHAILHOCTh, KAY€CTBO U IICHA,

B3aMMOOTHOIICHHUS ¢ KJIIMEHTAMH: Ka4eCTBO 00CTy)KUBAHUS U JINYHBIC OTHOIICHHMS;

HMUJIK B PEIyTalust KOMIaHUH.

NMPUNOXEHUE. PAKTOPbI AOCTUXEHUA YOOBJIETBOPEHHOCTHU
KITMEHTA

Mp1 006CyanM mokaszareinu KJIMEHTCKON COCTaBJIIolIel cOalaHCUPOBAHHOM CHCTEMBI MOKa3aTenen
3¢ (EKTUBHOCTH, TAKUE KaK CPOKH, KQUECTBO U ICHA.

CPOKU OOCTABKU

CpoKku JOCTaBKH CTaJH TJIABHBIM OPYXHEM B KOHKYpPEeHTHOH 60prOe. CriocoOHOCTH ObICTpPO pearu-
pOBAaTh Ha 3aMpOCHl NOTPEOUTENEH 3a4acTyrO SBISETCS OCHOBHBIM (DAKTOPOM JIJIsl COXPAaHCHHS M PACIIIH-
penus Ouzneca. Hanpumep, komnanusi Hertz Bgena cneumnanbHylo cCUCTEMY 0OCITYKUBaHUA, KOTOPas 1MO-
3BOJISIJIa JOCTABUTH KJIMEHTA K MECTY CTOSIHKH apE€HJI0BaHHOTO aBTOMOOWJIS, T/I€ €r0 XAaJIM 3apaHee Mpu-
TOTOBJICHHBIE JOKYMEHTHI, MAIIMHA C BKJIIOYCHHBIM KOHIUIMOHEPOM U OTKPBITHIM OarakHukoMm. Kimen-
TY OCTaBaJIOCh TOJIbKO IPEIbSBUTH BOJAUTEIBCKME MpaBa M MOKHHYTHh CTOSHKY. baHku yckopuim pac-
CMOTpEHHE 3aABJICHUI Ha MOJyYCHHE KPEIUTOB, COKPATHUB CPOKH C HENENb 10 MUHYT. SINOHCKUM MpOU3-
BOJUTEIISIM aBTOMOOUIIe TpebyeTcss BCero oJHa HeJess Ha JOCTaBKy aBTOMOOMIIS 3aKa3uMKy, 4TO 3Ha-
YUTENBHO ObICTpEE, YeM MOJIyYCHHE pa3pelieHus] Ha MapKOBKY 3TOro xe aBromoomisi. Takum oOpazom,
OJIHUM M3 HaumboJiee BaKHBIX MMOKa3aTenell yAOBIETBOPEHUS OXKHUIAHUN MOTPEOUTENS SBISIETCS IOCTOSH-
HOE COKpallleHuEe CPOKOB JIOCTABKH.

HekoTopseie Gomnbiie 03a004eHbI HE COKpAIlleHUEM CPOKOB JOCTAaBKH, a HaJeKHOCThI0. Hanpumep,
MHOTHE TPAHCIOPTHBIE KOMIIAHUHU MO-MPEXKHEMY MPEANOYUTAIOT TPY30BbIE MEPEBO3KU KEIE3HOAOPOXK-
HOMY TPAHCHOPTY, U HE MOTOMY YTO OHH JIeLIeBie Ui ObicTpee. Jleno B TOM, 4TO JKeJIe3HbIe TOPOTU HE
MOT'YT 00€CIIeUYnTh CBOEBPEMEHHYIO JOCTaBKY M B 3TOM CMBICJIE HEHAJICKHBI, [I03TOMY IIEPEBO3UHKH U UX
KJIMEHTBHI BEIOUpAlOT 60j1ee JOPOroi U JOJITUi, HO JAIOIIMA rapaHTHIO CBOEBPEMEHHOM TOCTaBKH CIIOCO0.
Takas HaJeKHOCTh 0COOEHHO HEOOX0AMMa JJIsl TPOU3BOICTB, KOTOPBIE paboTarT 0e3 3armacoB MO IPHH-
LUITY «TOYHO B cpok». Kommanun Honda u Toyota npuMeHSIOT HIMEHHO STOT MPHUHIUI, U TOCTaBKa He-
00XOUMBIX KOMIUIEKTYIOLIMX MPOUCXOAUT B TeUEHHE yaca. [ py30BHKHM KIOYT 32 TEPPUTOPHEN 3aBOJA,
KOI'/1a MPOU3BOCTBO OY/IET TOTOBO NPUHSTH MaTepraibl. 3aepKKa MOCTABKU IPO3UT 3aKPhITHEM MPOU3-
BOJICTBY, paboTaromemy 0e3 3amacoB CbIpbsi U MarepuayioB. UTO ke KacaeTcsi CEpBUCHBIX KOMITaHUH,
TOJIBKO MPEACTaBbTE ceOe pa3oyapoBaHUE U pa3lpakeHUE YeJIOBEKa, KOTOPBIH OTHPOCHIICS C pabOThI J0-
MOH, KaK 0Ka3ajiock, AJisl TOTO, YTOObI OOHAPYKUTh, UTO €T0 3aKa3 HE MOYKET OBITh BHIIMOJHEH BOBpeMs. B
TOM citydae, eciii (haKTOp HaJAESKHOCTH M CBOE€ BPEMEHHOCTH JIOCTaBKU MMEET Pellaroniee 3Ha4eHUe JJIs
KJIMEHTa, KPUTEPUEM COXPAHEHUSI KIMEHTCKOW 0a3bl W YIOBJIETBOPEHUS 3alPOCOB MOTPEOUTENST MOKET
cyxuTh nokazarenb OTD, KoTopwlii OCHOBBIBaeTCS Ha OXUAaHUsIX moTpedutens. CooOIIeHne o ToMm,
YTO CPOK JOCTABKU CHIPbsI WJIM 3aIIACHBIX YaCTEeil aBTOMOOMIIBHBIM 3aB0OJIaM, Pa0OTAIOMIUM 10 IPUHLUITY
«TOYHO B CPOK», OyIeT UMETh NOrpemHocTh +1 1eHp, B TO BpeMs KaKk MaKCHUMaJlbHasi MOTPEIIHOCTh, KO-
TOPYIO MOXET IO3BOJIUTH ce0e 3aB0JI, cocTaBiieT +1 gac, Bps m Oymer crmocoOCTBOBATH PACIIHPEHUIO
Ou3Heca C STUMU KIIMEHTaMH.
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BonbHUIBI U MEOUIMHCKUE YIPEKACHUS, KOTOPbIE MPUOOPETAIOT JOPOTOCTOSIIES JAUArHOCTHYE-
ckoe o0opynoBaHue, TpeOyIOT OT HETO BBICOKYIO HAJICKHOCTh M IOCTATOUYHYIO MPOJOJDKUTEIBHOCTD Oec-
riepe0oitHoM paboTel. OOUH U3 MPOU3BOAUTENEH pa3padoTal sl MOMOOHBIX KIMEHTOB JBa 0a30BBIX IMO-
KazaTens: 7011 000pYAOBaHUS C MPOJAODKATEIFHBIM CPOKOM IKCILTyaTallid U CPEeTHEE BPEMS OT MOMEH-
Ta TIOJTy4eHUsI 3aKa3a Ha PEMOHT J0 €ro WUCIOoIHeHus. B pe3ynbTaTe Ha 000pyIOBaHWH OBLTN YCTaHOBJIE-
HBI TATYNKY, aBTOMATUIECKHA CUTHATM3UP VIOIINE CEPBUCHOMN CITy’k0€ 0 BO3MOXKHOU IMTOJIOMKE.

Cpoxu TOCTaBKHM BaXHBI HE TOJILKO JIJISI CYIIECTBYIONIUX TOBAPOB 1 yciayr. Hekotopsie motpedure-
T 0COOEHHO IEHAT T€ KOMITAHWH, KOTOPhIE MOTYT TIOCTOSIHHO TIpeJyIaraTh HOBYIO TIPOAYKITHIO. B Takmx
CerMeHTaX MOTPEOUTEITHCKOTO PhIHKA KOPOTKHE CPOKH JIOCTaBKH OYIyT Ba)KHBIM (DAKTOPOM YIOBJIETBO-
peHus 3anpocoB KiMeHTta. bosee mongpoOHO MBI 0OCYAMM MOKa3aTelb CBOEBPEMEHHOM JOCTAaBKH B IJIaBE
5, MOCBSIIEHHOM COCTABIAIOLIEH BHYTPEHHUX OW3HEC-TIPOLIECCOB.

KAYECTBO

KagectBo ObIO BakHEHIINM (HaKTOPOM KOHKYpEeHTHOU 00pbObl B 1980-¢ roasl m ocraercs Tako-
BBIM TI0 ceii ieHb. OnHako k cepenuae 1990-X rooB Ka4ecTBO MEPEMECTHIIOCh U3 KATErOPUH CTPATETH-
YECKOTO NMPEUMYLIECTBA B Pa3psil KOHKYPEHTHON HEOOXOAMMOCTH. MHOTHE KOMITAHUH, OKa3aBILINECs He-
CTIOCOOHBIMH TIOCTABIIATH 0e37e(PEeKTHYIO MPOTYKIINIO BEICOKOTO KauecTBa, MEPECTall ObITh CEpPbEe3HBIMU
KOHKypeHTamu. bmarogapst Tomy 4to B HOCIE€IHHE NECATHUIIETHS Ype3BbIYaiiHOe BHUMAaHHUE YAEISIIOCH
KauecTBY IOCTaBISIEMBIX TOBAPOB U YCJYT, B 3TOM 00JaCTH MPAKTUYECKH HE OCTAJOCh KAKUX-IMOO BO3-
MO>KHOCTEH JIJIs1 KOHKYPEHTHOTO TIperMyIecTBa. Bompoc kadecTBa cTai 4eM-To Bpojae (akTopa JINIHON
TUTUEHBl — KJIMEHTHI BOCIPUHUMAIOT KaK caMo co00M pa3zyMerolieecs TO, YTO WX MOCTABIIMKH IPOU3BO-
JST TPOJYKTHI M TIPEIOCTABISAIOT YCIYTH, TOYHO COOTBETCTBYIOIHUE crienupukanusiM. OgHaKo B HEKOTO-
PBIX OTPACISiX, PETHOHAX MJIM CETMEHTAaX PhIHKA OTIMYHOE KA4eCTBO CIIOCOOHO MOMOYb KOMIIAHUHU BbIJE-
JUTHCS U3 YHCIIa KOHKYPEHTOB. B 3TOM cMbIciie moka3aTellb KadyecTBa MOXKET OBbITh C YCIIEXOM BKJIIOUEH B
KJIMEHTCKYIO COCTABJIAIOIIYIO CHCTEMbI TIOKa3aTesei.

Mepoii kauecTBa TOBapa MOMKET CIYKHUTh YUCIIO Ne(EKTOB Ha MUJUIMOH €IHHUILl MPOU3BEICHHON
nponykiuu. Komnanus Motorola, Hanpumep, paspaboTaia creruaibHyto nporpammy «lllects curm ka-
9YecTBa», B COOTBETCTBUH C KOTOpoi Opak cokpatmics 1o 10 nedexro Ha MumoH enuaun. O4eHb dac-
TO OIICHKA KAaueCTBAa HE3aBUCHMOM TPEThe CTOPOHOH MpemocTaBiseT oOparHyo uH(popmaruio. Komma-
Husa J. D. Power uzydaer kauecTBO MPOM3BOJCTBA B aBTOMOOMIIBHON HMPOMBIIIJIEHHOCTH U YPOBEHb 00-
CIIY’)KUBAaHHS B aBUAKOMIIAaHUAX, B TOM UYUCJI€ HACKOJIBKO YacTO CIY4alOTCs 3aJeP>KKHU PECOB M MOTEpH
Oaraxa.

Hpyroit mokaszarenb KauecTBa — 3TO YMCIIO BO3BPATOB TOBAPA, MIPETEH3MM MO rapaHTusiM u odpa-
LUICHUH 0 rapaHTUHHOMY peMOHTy. KomMnaHuu, oKa3plBalOIIME YCIYrd, CTAIKUBAIOTCS ¢ IpolieMamu,
HE CBOMCTBEHHBIMH MpeINpUsITUAM-Ipon3BoauTesiM. Kak npaBuio, eciu npou3BeAeHHbBIN TOBap JioMa-
€TCsI MM [IEPECTAET YAOBIETBOPITH TPEOOBAHUSAM MOTPEOUTENS, MOCIEAHUH JIMOO BO3BpALIAET €ro, J1bo
TpebyeT pemoHTa. Ecnu ke mpenocrasieHa yciayra, TO B CIydae ee IUI0X0T0 KauecTBa MOTPEeOUTENIO He-
Yero BO3BpaIlaTh KOMIIAHUU U OOBIYHO HE K KOMY 0OpaTuThesa. KoHeuHo, B OynyiieM cepBUCHAsT KOMIIa-
HUS MOKET 3aMETUTh OTTOK KIIMEHTOB U COKpPALIEHHE CBOCH JOJIM PbIHKA, HO U3MEHUTH YTO-THO0 €l Bpsia
m ynacrtes. Kak npaBuio, ¢upma He 3HaeT KIMEHTOB, KOTOPHIE, OAHAXKIIBI BOCIIOIH30BABIIHICH €€ YCITy-
ramu, MOJIyYWJIM HEaJEeKBaTHOE OOCITY)KMBaHHE M PEIIMIA OOJbIlIe HUKOTJA K HEW He oOpalaThcs.
VIMEHHO TOSTOMY HEKOTOpHIC CEPBHCHbIC KOMIIAHWH NPEIIAraloT CBOM YCIYIH ¢ rapanTueii”. Takoe
MpEeaoKeHNEe HEMEIJICHHO KOMIICHCHPOBATh HE TOJBKO IIEHY, HO U OOBIYHO BBIILJIATUTH HEKYIO IPEMHIO
(HeycTO#iKY), MaeT MPEANPHUSATHIO HEKOTOPHIC [IEHHBIC MPEUMYIIECTBA. BO-MIEpBBIX, rapaHTUs MO3BOJISICT
COXPAaHHUTb KIIMEHTA, KOTOPHII B MPOTUBHOM CIIydae MOKET ObITh OTEPSIH HaBceraa. Bo-BTophix, kKomra-
HUSA, TOJYYUB CUTHAJ O IUIOXOM KauecTBE, MHULUHUPYET pa3pabOTKy MpOrpaMMbl COBEPIICHCTBOBAHUS
okazaHus ycayr. M HakoHel, HajdW4yue rapaHTuu SIBJAETCS CHJBHBIM CTHMYJIOM JJIsl IEPCOHAja CepBHUC-
HOHM KOMIaHUH paboTaTh TAKUM 00pa3oM, YTOOBI U30eraTh TEX MPOMax0B, KOTOPBIE BIIOCIEACTBUH CIIPO-
BOLIUPYIOT MIOBTOPHBIE OOpaIeHNs KIIMEHTOB 3a TapaHTUHHBIM 00cTyXuBaHueM. MTak, A1 KOMIIaHUH 110
OKa3aHHUIO YCIYT OJHUM U3 KPUTEPHEB B KIMEHTCKOM COCTABIISIOLICH CHCTEMBI IOKa3aTee Oyaer Kou-
4ecTBO OOpallleHUH 3a TapaHTUHHOM YCIIYTOM U €€ CTOUMOCTb.

Coueranue nokasaTesnieil KauecTBa U CBOEBPEMEHHOM JOCTAaBKH, KOTOPYIO Mbl 00CYXJaIH paHee, —
CBOEBPEMEHHAs JJOCTAaBKa BEICOKOKAYECTBEHHBIX TOBAPOB U YCIYT — SIBJISIETCS MHAUKATOPOM JIESTEIIbHO-
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CTH KOMITAHUH B LIEJIOM.

LEHA

Bo3Hukaer BOIpoOC: €CIM Tak Ba)KHbI Ka4eCTBO M CBOEBPEMEHHOE BBHIMTOJHEHHME 3aKa3a, TO KaKoe
3HAaYCHHE UMEET JUIsI KIIMeHTa 1ieHa? HecoMHeHHO, BHE 3aBHCHMOCTH OT TOT'O, OPUEHTHPOBAHA JI KOMIIa-
HUS TOJBKO HAa HU3KHUE IIEHBI WM Yy Hee AUQQepeHINpOBaHHBIN MOIXO0 K IICHOBOU MOJIMTHKE, TOTPeOu-
Temst Becerda OyneT HHTEpecoBaTh BONPOC, U3 YEro CKIIAAbIBAETCs 1IeHa Ha TOBAp WJIM YCIIYTY, KOTOPbIE OH
npuobperaeT. B Tex cermeHTax peIHKa, TZ€ IEHA SBISAETCS ONPEACISIONUM (HAKTOPOM ISl IPHHSATHUS
pelEeHus O MOKYNKE, MPEANPUITHE MOKET CPABHUTH CBOU LIEHBI C IEHAMH CONIEPHUKOB WM OTPEAEIUTS,
HACKOJIbKO OHH KOHKYPEHTOCIIOCOOHBI.

OpHako fake OpUEHTUPOBAHHBIE HA HU3KYIO LIEHY NOTPEOUTENHN MOTYT OTAATh MPEANOYTECHUE TEM
MOCTABILKKaM, KOTOPbIE MPEAAaraloT He HU3KYIO LIEHY, a HU3KUE U3AEP>KKU NPHUOOPETEHUs U UCIOIb30-
BaHUA MPOJAyKTa. Ha mepBreIii B3MIIs,A MOKET MIOKA3aThCs, YTO MBI UTPAEM B CEMAHTHUYECKYIO UTPY CO CJIO-
BaMH «aIeHa» (Price) u <a3nepxku» (COSt), 0JHAKO MEXIy HUMH MMEETCSl PEaIbHOE U CYIIECTBEHHOE
paznuune. Bo3bMeM, K npumepy, KOMIaHUIO-IIPOU3BOIUTEIS, KOTOPasi MMEET MOCTaBIIMKa CTpaTeruyie-
CKOro ChIpbs. [locTaBmuMK, TAarOMMM HU3KYIO [IEHY, HA CaMOM JIEJIE MOXKET 0Ka3aThbCs NapTHEPOM HCKIIIO-
YUTENBHO A0pOoruM. [Ipy HU3KUX IIEHaX Ha ChIPhE OH MOXKET MOCTABIISITh €r0 TOJIBKO B OOJIBILINX KOJIUYE-
CTBax, 4TO TpeOyeT HaMW4usl JONOJHUTENBHBIX IJIOLIAAEH AJI1 ero MOJIydeHHs, XpaHeHus, 00paboTKu
IJTIOC 3aTpaThl Ha 0OOPOTHBIA KamuTal, MpUOOpeTeHne ChIpbs U mpenomaty. Kpome Toro, Moxer oka-
3aThCsI, YTO TAKOW MOCTABIIMK HE TAPAHTUPYET Ka4eCTBO CBOCH MPOIYKIIMU B COOTBETCTBUU CO CIIEIU(H-
KalMsAMH KIMeHTa. B 3ToM ciydae moTpeOuTens JOMHKEH MPOBEPUTh KAU€CTBO MOCTYIIUBILETO ChIPbS, Op-
raHU30BaTh BO3BpaT Opaka M €ro 3aMeHy, KOTopas, B CBOIO O4Yepe/b, JOJHKHA IOABEPTHYTHCS MPOBEPKE.
[TocraBmuk, mpeIaralonii HU3KYIO IIeHY, MOKET OKa3aThCsi HE B COCTOSHUU COOJOAaTh rpaduk 1mo-
CTaBOK, @ 3TO NOTpeOyeT OT KIMEHTA, C OJJHOW CTOPOHBI, AeaTh 3aKa3 3aJ0Jro 10 TOTo, KaK ChIpbe MOHAa-
noOUTCSl B IPOM3BOJCTBE, a C IPYrold — XpaHWUTh MOCTOSIHHBIN PE3epBHBIN 3amac Ha cBoeM ckiazae. Bee
3TO BEJET K YBEIMUEHUIO 3aTPaT, CBA3AHHBIX C TOBTOPHBIM 3aKa30M M MEpEIJIaHUPOBAaHUEM ITPOU3BOACT-
Ba M3-3a OTCYTCTBHsI HEOOXOJUMBIX MaTepuaioB. M HaKOHEl, MOCTAaBUIMKK TAKOTO POJa MOTYT HE UMETh
AIIEKTPOHHOH CBSI3U C KIMEHTaMH, YBEJIMUNBAs TAKUM 00pa3oM pacxo.sl Ha 0(OpMIICHHE 3aKa3a U OIUIa-
TY TOBapoOB.

[TocraButukm, mpeIarawmue CBO ToBap Mo 60Jee BEICOKOH 1IeHe, TapaHTHP YIOT CBOCBPEMEHHYIO
JIOCTaBKY BBICOKOKaUYE€CTBEHHBIX MATEPHAIOB HEMIOCPEACTBEHHO HA MPOM3BOJICTBO, HIMEIOT BO3MOKHOCTh
MPUHUMATh 3aKa3bl U OIUIATy B RJIEKTPOHHOM BHE. [Ipu 3TOM KiMeHT u3baBisieTcst OT 3aTpaT Ha pa3Mme-
LICHHE 3aKa3a, MOJydeHHE, KOHTPOJb, 00pabOTKY, XpaHEHHE ChIPbS U MAaTEPHUAJIOB, a TAKXKE MeperuiaHu-
pOBaHMe MMPOU3BOJICTBA WU MepepaboTKy OpakOBaHHOM MPOAYKIHMH, a IOCTABLUIMK CTAHOBUTCS MapTHE-
POM C HM3KOH CTOMMOCTBIO. B 3TOM CMBICIIE KOHKYPEHLIHSI MEKIY MOCTaBIIMKAMM 3aKIIIOYAETCs HE B
MPEAOKEHNH HU3KOM LEHBl MM CKUJIOK, & B CTPEMJICHUH CHU3UTh U3JCPKKH KIMEHTA, YTO U SBISETCS
OJIHOM M3 LeTiel KIIMEHTCKOM COCTABIISIONIECH cOaTaHCHPOBAaHHON CHCTEMBI TTOKA3aTeNeH.

[Ipon3BoauTenn HEKOTOPBIX OTPACIEN MPOMBIIUIEHHOCTH UMEIOT BO3MOXHOCTD CTaTh JJIS KJIMEH-
TOB HE MPOCTO MOCTABIIMKAMH 10 HU3KOW CTOMMOCTH, HO MPEBPATUTHCS B CAMBIX NMPUOBUIbHBIX ITOCTaB-
LIMKOB. DTO Kacaercs TeX KOMIIAHWH, KOTOpPBIE MEPENpoAaoT TOBAPhl ONTOBUKAM, MPEANPHUITHIM PO3-
HAYHOW TOPTOBIM WK AuCTpuObioTOpaM. CHucrema aHanu3a XO3SWCTBEHHOM AESATEIbHOCTH MO3BOJISIET
CO3IaTh MOJIEIb, CIIOCOOHYIO TIOMOYb KIIMEHTY PaCCUHTHIBATH CBOIO MPUOBUIH OT KOOTIEPAIIMH C TEM WIIH
MHBIM MOCTaBUIMKOM (MPHOBLIBHOCTh MOCTaBIIMKa). Hanpumep, KoMmaHus 1O MPOU3BOACTBY 3aMOPO-
’KEHHBIX XJIe000ya0uHbIX u3aeamii Maplehurst, kimeHTaMu KOTOPO# SBISIOTCS MHUHHU-TIEKAPHHU B CyIep-
MapKeTax, paccunTalga JOXOJHOCTh KaXI0ro BHAA CBOEH MpoayKunHu. Ha ocHOBaHMHM 3TOTO €1 ynaiochk
yOenuTh moTpedureneld B TOM, 4TO €€ MPOAYKLUA camasi IpUObLUIbHAS 10 CPABHEHUIO C aHAJIOTaMH, Mpe-
CTaBJICHHBIMH Ha PBIHKE, @ 3TO HEM30€KHO MPUBEJIO K PaCIIMPEHHUIO OM3Heca KOMIIaHHH.

burBa HalMoHANBHBIX OpIHIOB Oe3ankoroybHbIX HanuTKoB Coca-Cola u Pepsi-Cola ¢ 6omee men-
KAMH YacTHhIMH KoMmanusmu tuna President's Choice Safeway Select Beaercst ¢ no3uiuii pac4eToB, 4To
0osiee MpUOBLIBHO: JOCTABISITh NPOAYKLUIO HAMPSMYIO B MarasuHbl U XpaHHUTh 3alac Ha IMOJIKAaX, Yero
TpeOYIOT OT CBOMX AUCTPUOBIOTOPOB KPYIHBIE HAIMOHAIBHBIE KOMIIAHUH, WM JEHCTBOBATH 10 CXEME
MEJIKUX MPOU3BOANTENIECH 0€3aJIKOTOJIHBIX HATUTKOB, TO €CTh AOCTABJIATH MPOAYKTHI HA CKJIa/Ibl, 3aCTaB-
TS COTPYAHHUKOB XpaHUTh, 00pabarbIBaTh, NEPEMELIATh UX, YTO HEN30EKHO NPUBOAUT K JOMOJHUTEIb-
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HbIM 3arparaM. Ho B TO ke BpeMs TOBaphl KpPYIHBIX IPOU3BOJUTENEH 3aHUMAaIOT CaMble BBITOJHBIE MecC-
Ta, TOr/Aa KaK MPOJAYKLUMS MEJIKUX MPOU3BOJAUTENEH BBICTABIsIETCA HA OOBIYHBIX MOJKax. MTak, nmpu BbI-
0ope mocTaBIIMKa HEOOXOJUMO NPHHHMATh BO BHUMAaHHE BCE BO3MOXKHBIE 3aTpaThl, CBSI3aHHBIC C IIO-
CTaBKaMH UM TOBapOB U yCIYT.

JJ1 IepBOKIIACCHOTO MOCTABIIMKA BBIT01a OT YMEHHS NapTHEPA PacCUYUTBIBATh CBOM NMPUOBLIN OT-
pOMHA. YBEIMYEHHE IOXOJHOCTH KIMEHTa CTapaHHUSIMH MOCTABIIMKA 00ECIEUMBACT €My JIOSUIbHOCTh H
COXpaHEHHE KIMEHTCKOW 0a3pl. OHAKO HE cieAyeT 3a0bIBaTh O COOCTBEHHBIX A0XOJaX. YBEIMYCHHE
npuOBLIeH KIMEHTA 3a CYET CHIKECHHUSI COOCTBEHHBIX CPOPMHUPYET M YKPEIHT TPYIITY YAOBICTBOPEHHBIX
U JIOAJIBHBIX MOTPEOUTENEH, HO HEe MpUHECET 0c000H PaOCTH aKIIMOHEPAM CaMOW KOMITaHUH.
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MABA 5. COCTABNAKOWAA BHYTPEHHUX BU3HEC-
NMPOLIECCOB

Cocrasmsronasi BHYTPEHHHX OW3HEC-TIPOLIECCOB OTpEIEIseT BUIBI ACSITEIFHOCTH, HanHOOIee Bax-
HbIE [ AOCTIKEHUs 1ieneil moTpeduTened u akunoHepoB. Llenmn u nmokazaremu nanHoro pasnena CCII,
KaK TpaBujo, GOpMYIHPYIOT MOcie pa3padoTKu (PUHAHCOBOW M KIMEHTCKOHM COCTaBISIOMUX. MIMeHHO
TaKas IMOCIIeNOBATEIBHOCTD TIO3BOJISIET MPEANPUATHSIM OPUSHTUPOBATH ITApaMETPhl BHYTPEHHHUX OM3HEC-
TIPOIIECCOB HA T€ U3 HUX, KOTOPHIEC MO3BOJAIOT PELIUTh 3a1aul KIHEHTOB U AKIIHOHEPOB .

BonpmmHCTBO OpraHu3anuii KOHIEHTPUPYIOT CBOM YCHJIMS HAa COBEPIICHCTBOBAHHWH CYIIECTBYIO-
[IMX OTepanruoHHbIX nporueccoB. s cozmanus CCI1 MBI peKOMEHIyeM OTIPENeUTh MOJTHYI CTOUMOCT-
HYIO ETIOYKY BHYTPEHHUX OM3HEC-TIPOIIECCOB. JTa MENoYKa HAYMHACTCS C MHHOBALMOHHBIX MPOIECCOB
— BBISIBIICHHS HACTOSAIIMX W OyIyIIUX MOTPeOHOCTEH KIMEHTOB M CHOCOOOB WX YHAOBICTBOPEHUS, MPO-
JI0OJDKAETCsl B OTEPAMOHHBIX TPOIIEccax — JOCTAaBKE TOBAPOB M YCIIYT CYIIECTBYIOUIMM KJIMEHTaM U 3a-
KaHIMBACTCSI TOCIICMPOAAKHBIM CEPBUCOM, TO €CTh MPEIJIOKEHHEM IMOCIETPOJaKHOTO 00CTy>KUBaHUS,
KOTOpOE YBEJIIMYMBAET CTOMMOCTH TOBAPOB H YCIYT, OJTY4EHHBIX OT MOCTABIIUKA.

[Mpomecc pa3paboTKy 1Leneit 1 moKa3aTeNeil CoCTaBIsIONIe BHYTPEHHUX OU3HEC-TIPOIIECCOB — SIp-
Kasl WuTiocTpaus kopernoro paszmaaus Mexny CCII 1 TpaauinoHHON CUCTEMO KPUTEPUEB IESTEIBHO-
cTH npeanpuaTus. TpaIuiMoHHAas CUCTeMa OCHOBHOE BHUMAHHUE yAEIsIeT KOHTPOJIIO U COBEPIICHCTBOBA-
HUIO CYMIECTBYIOIMX IIEHTPOB OTBETCTBEHHOCTH W TMopasieneHnidi. OrpaHndeHHOCTh TaKOTO MOAXO/a,
OpPUEHTUPOBAHHOTO Ha (PHAHCOBBIC MOKA3ATENN U SKEMECIIHBIE OTIETHI 00 OTKIIOHEHUSX OT IJIaHa, XO-
pomo m3BectHa’. K C4acTBIO, CEroHsS MHOTHE KOMIIAHWM BBINLTH 33 PAMKH CHCTEMBI HCIIOJIB30BAHHS
aHaJM3a OTKJIOHEHWH (PUHAHCOBBIX PE3YJIBTATOB KaK OCHOBHOTO METOJA OLEHKH M KOHTposss. OHH 10-
MOJHAIOT (PMHAHCOBBIE TTOKA3aTEeNH XapaKTEePUCTUKAMHU KadecTBa, MPOM3BOIUTEIBHOCTH, BPEMEHHOTO
wkia®. Takas KOMILISKCHAs CHCTEMa, eCTCCTBEHHO, G0JIee COBEPIICHHA 110 CPABHEHHIO C HCITOIB30BAHH-
€M TOJIBKO OTYETOB 00 OTKJIIOHEHUSX, OJTHAKO M OHA HAIpaBJeHA CKOpee Ha MOBHIMECHNE dYPPEKTHBHOCTH
JeSTeTbHOCTH OT/ACIBHBIX MOpa3/ieieHui, a He Ha YIy4IIeHHe HHTETPUPOBAHHBIX OM3HEC-TIPOLIECCOB B
1esnoM. B cooTBETCTBUY ¢ MOCTIETHUME TCHACHIUAMHE TPEATIPUATASIM PEKOMEHIYETCSl UCIOIb30BaTh Ta-
KHe TI0Ka3aTeny OU3HeC-TPOIECCOB, KaK BBHITIOJHEHUE 3aKa30B, CHAOKEHNE, TUIAHMPOBAHUE MTPOU3BOJICTBA
¥ KOHTPOJIb, U3AEPKKH, KA4ECTBO, TPOU3BOAUTEIHLHOCTD, BPEMEHHOH IIHKJI, KOTOPBIE OXBATHIBAIOT pado-
Ty HECKOJIBKUX TOJIPA3/eCHHH OTHOBPEMEHHO" .

CeroaHst it OOJIBIIMHCTBA KOMITAaHUIA HaIM4We MOKaszaTenei nepekpectHbix (Cross-functional) u
WHTETPUPOBAHHBIX OM3HEC-TIPOLIECCOB MPEACTABIAET CEPhe3HOE MPOIBMKEHUE BIIEPEN MO CPABHEHHIO C
CYIIECTBOBABIIMMH CHCTEMaMHU OLEHKH d(pdekTuBHOCTH nesTensHoCcTH. IMEeHHO 3T0 OBLIO Halei 3aa-
geif, korna B 1990 romy MBI COBMECTHO € AECATKOM KOMITAaHMH Hadalld TOMUYHBINA TpoekT «[lokazarenn
JeSTeTbHOCTH OpTaHM3aluu Oyaymero». Pe3ymbTaroM 3TOTO MPOEKTa, OCHOBOH KOTOPOTO MOCITYKHII
ombiT Analog Devices u HekoTOpbIX apyrux Kommanwuii, crano co3ganne CCII kak HOBOW KOPIIOPATUBHOM
CHCTEMBI KpUTEpPUEB (PPEKTUBHOCTH JCATEILHOCTH .

[Mocnemyromast pabota ¢ MHHOBAIIMOHHBIMH KOMIIAHUSIMU BBISIBIJIa OTPAHUYCHUS JaKe TaKHX YCO-
BEPIICHCTBOBAHHBIX CUCTEM OLEHKH d(PPEKTUBHOCTH. MBI TI0JIaraeM, 4To MpoCToe MpUMEHEHHe (uHaH-
COBBIX U He(PMHAHCOBBIX IMOKA3aTeNeH s CYIMIECTBYIOIINX ON3HEC-TIPOIIECCOB MOYKET MPUBECTH JIHIIH K
HE3HAYHTEIILHBIM JIOKAIEHBIM W3MEHEHHSIM, HO HE K KapIWHAIBHBIM YITYJIICHUSIM PE3YIbTATOB JIESTEIIb-
HOCTH.

CeromHs KaXkaasi KOMITAaHHUSI CTPEMUTCS YAYYIIUTh Ka4eCTBO, COKPATHTh IMPOU3BOICTBEHHBIH IHKI,
YBEJIMYHTD MMPOU3BOAUTEIFHOCTh M 00BEM BBIITYCKaeMOW MPOIYKIINH, a TakKe CHU3UTH 3aTparhl Ha On3-
Hec-miporecchl. CrienoBaTeiabHO, TOCTHKEHHUE XOPOIIMX PE3YyJIbTaToB MO JTHM IIOKA3aTeNsiM — BCETO
JHIIB CTIOCO0 BEDKMBAHMA U HE BENIET K CO3/IaHUIO YHHKAJIBHBIX c(hpep KOMITETEHTHOCTH. J{J1s TOTo 94TOObBI
JOCTUYB SIBHOTO YCTOWYMBOTO MPEUMYIIECTBA Tepel KOHKYPEHTaMH, HEOOXOIMMO «O000MTH» UX IO BCEM
STHM TIapaMeTpaM, IpraeM 110 5GHEKTHBHOCTH — 3HAYUTEIBHO®.,
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Llemm u moOKa3zaTenu COCTABIIONICH BHYTPEHHUX OM3HEC-TIPOIECCOB COPMYIMPOBAHBI B COOTBET-
CTBUH C YETKOM CTpaTerveil, HalpaBIeHHON Ha yIOBJIETBOPEHHUE OKWUAAHUN aKIMOHEPOB M KIMEHTOB.
Takoii mocienoBaTenbHbIi (0T 00IIET0 K YaCTHOMY, CBEpXY BHU3) MOJIXO0J OOBIYHO BBISBIISCT a0COIOTHO
HOBbIE OM3HEC-TIPOIIECCH], B KOTOPBIX OpPTaHM3allUs JODKHA JOCTHYb IPEBOCXOCTBA.

JIBa mpumepa u3 ombiTa KoMmmaHuu Rockwater spko WUTFOCTPHPYIOT HEOOXOAUMOCTH 3TOTO.
BcenomuuMm (rnaBa 3), 4To JOCaTHBIM OOCTOSTEIBCTBOM JUIS NPEANPUATHS SBJSUIACH 33[epKKa HEKOTO-
pPBIMHU TTAPTHEPAMH OKOHYATEIFHBIX MIJIATEKEH IO CTPOUTEIBHBIM ITpoeKkTaM Ha Oosiee yem 100 mgueit. D1o
MIPUBOJINIIO K HAZKOHM JOXOJHOCTH 3aHSATOTO KallWTajda W BRICOKOU AEOMTOPCKOH 3amoimKkeHHOCTH. Pyko-
BOJICTBO KOMIIAHHHM TIOCTAaBHJIO Tiepes co00W (PMHAHCOBYIO 3a/1a4y COKPAIICHHS TaKUX OTCPOYEK ILIaTe-
xeit ¢ nensto yBemmuenuss ROCE. Ilpu cocrasnennu CCII nenn ¢puHaAHCOBOHW COCTABIISIONIEH W COCTaB-
JISIOUIEH BHYTPEHHUX OM3HEC-TPOLECCOB ObUIM CBS3aHBI BOCAWHO, YCKOPHUTH MPOLIECC MOJTY4E€HUSI OKOH-
YaTeNbHBIX IUIATeKel 0T moTpeOuTeNs. bpll mpoBeAeH MPOCTON aHanu3 BO3HUKIIECH CUTYallMU U CIIEIaHbI
MIOTIBITKH OTIPENEUTE KPYr mpobieM, kotopsie puBoamm K 110-1HeBHOM 3amepikKKe OIUIaThl MpOU3Be-
JeHHBIX paboT. BBISICHUIOCH, UTO MPUYHMHA TOTO SBJICHUS COCTOUT BOBCE HE B Ka4eCTBE padOTHI U 100-
pPOCOBECTHOCTU OyXraiTepuu, a B TOM, UTO, [10 MHEHHUIO KIIMEHTOB, IPOEKT HE JOBEJEH 10 KOHIIA.

JIro6oii yenoBek, KOTOPOMY KOIrZa-mibo0 MPUXOAMIOCH UMETh €0 C MOAPSIAYMKAMH, HallpuMep
MIPH CTPOUTENBCTBE WM PEMOHTE, PEKPACHO 3HACT, YTO MHEHHSI 00X CTOPOH O 3aBEPUICHHOCTH pado-
ThI CYIIECTBEHHO pasnmyarorcs. CremoBaTenbHO, Aaxe ecim Rockwater, cienaB mocnenHuil cBapHOM
LIOB Ha MOCcTeIHeN TpyOe, yKe Iepeluia K APyromy mpoeKTy, KIMEHT MOXKET ObITh BOBCE HE YIOBJIETBO-
peH pesyabTaramu padoTel. OJHUM U3 HEMHOTHX CIIOCOOOB BBIPA3UTh CBOE HECOTJIACHE C TOUKOW 3pEHUs
mapTHepa U SIBIISIETCS 33/1epKKa OKOHYATENBHOTO IJIaTeXa 10 TeX IMOp, MOKa AOMOJHUTENbHbBIE Pa0OThI HE
OyAyT BBHIMOJHEHB! HOAPSIAYUKOM K 000I0JHOMY COTJIACHIO CTOPOH.

Pemenne npo6iembr ROCKWater cocTosuio He B JAOTIOJHHUTENBHBIX TPEHUHTaX, OOYICHUU WM pa3-
paboTKe HOBBIX TEXHOJOTHH It Oyxrantepun. OHO 3aKII0YaIoch B HEOOXOAUMOCTH YITYdILICHHUS B3au-
MOJEHCTBUSA MEHEMIKEPOB MPOEKTa C MpeACTaBUTENEM 3aKa3zunka. X perynsapHoe oOmeHue BOBpeMsi Bbl-
SIBIIIO ObI 03a004E€HHOCTH KIIMEHTA COCTOSIHUEM Jell. B upeane, ecinu 370 mMpoUCXOIUT PErYIIpHO Ha BCeX
CTaaMAX MPOEKTa U 3alpOChl KJIMEHTA CBOCBPEMEHHO YAOBIIETBOPSIOTCS, TO IUIATEXKHU MPOU3BOISTCS B
cpok. Takum obpaszom, Rockwater onpenenuia st ceOst COBEpPIIICHHO HOBBIN OM3HEC-TPOIeCC, B KOTO-
pOoM HEOOXOIMMO OBUIO JOCTHYH COBEPIICHCTBA: WH(MOPMHUPOBAHNE MEHEHKEPOM MPOEKTA MPEICTAaBHUTE-
JIs 3aKa34MKa O X0/€ paboT M HAIOMUHAHUE eMY O HEOOXOJAUMOCTH CBOEBPEMEHHOMN OILIATHl OUEPEIHOTO
3aBEPIICHHOTO JTara CTPOUTENHCTBA, B OCOOCHHOCTH €ro (MHANbHOM cranuu. KimoueBoil 1enpio 3TOoro
mpoluecca il MHXEHEPOB U MEHEDKEPOB MPOEKTa CTAHOBMIICA HE CTOJIBKO TEXHMYECKUHN, CKOJIBKO KOM-
Mepuecknii ycnex. @unancopas nenb — yBenmuenne ROCE — BrisiBuia He00X0IMMOCTh OpraHU3aIH
HOBOro OM3Hec-Tpolecca.

Bropoii npumep HOBOro OM3HEC-TIpoLecca, BO3HUKIIETO B PE3y/bTaTe PELICHUS 3aladud, MOCTaB-
JeHHOU KoMnaHuei Rockwater, — crarh moCTaBIIMKOM HOMEP OJIMH JJIst Kateropuu notpedutesnein Ne 1.
PykoBozncTBO KOMIIAaHMM MOHMMAJIO, YTO JAJISI 3TOr0 HEOOXOAMMO MHPEIJIOKHUTH LIEJIEBbIM KIMEHTaM Hau-
0oJiee BaXKHbIEC M LIEHHBIE A1 HUX yciyru. [IpoOnema 3akimodanack B TOM, KaK OMpPEAEIUTh, YTO 3TO 3a
yciyru. BMecto Toro 4To0bI MPOBOAUTH JOJITUNA 0OCTOSTENBLHBINA OIPOC NOTPEOUTENEH, KOMIIAHUS PELIn-
Jla 1aTh CBOMM MEHEIKEepaM 3a/laHue €KEJHEBHO, KaK 4acTh CBOCH pabOThl, BEISICHATH HanOoJIee BaXKHbIE
NOTPEOHOCTH KIMEHTa. YCIyrd, mpeaiaraembie ROCKwater, co cTosiii B MHHOBAI[HOHHBIX TEXHOJIOTHSIX
paboThl B CJIOKHOM TOABOIHOM OOCTaHOBKE, CO3AaHMM OE30MAaCHBIX YCIOBHH TpyHAa, HOBBIX METOAAX
MPOCKTHOTO (pUHAHCHUPOBAHMSI, YCOBEPIICHCTBOBAHHON METOOJIOTUH YIIpaBJIeHUs mpoekramu. Rockwar
ter ompexnenuia B KadecTBe OJHOM W3 LIEJICH COCTABIIOLIEH BHYTPEHHHX OM3HEC-IIPOLIECCOB CIOCOO-
HOCTb IPEABOCXHUIIATE OyaylIue NOTPEOHOCTH KIMEHTa U BIMATh HA HUX. sl KoMnaHuu 3710 ObL1 abco-
JIIOTHO HOBBIX mporiecc. PaHplie peakuus KOMIaHAN Ha HYKAbl 3aKa3unKa OblIa TaKoBa: JOKAAThCA 3a-
Mpoca Ha NPOBEACHHUE TEHAEPa, a 3aTeM MPUTOTOBUTH IUIaH paboT U NpeasiokeHue 1eHsl. Teneps oHa Oy-
JIeT CIIEAYIOIICH: aKTHBHO BIMATH HA (OPMHPOBAHUE ITHX MOTPEOHOCTEH, 3apaHee Mpearasi CBOM yCiry-
TH.

Taxum 00Opazom, oObenuHeHNE 1eiel (UHAHCOBOW M KIIMEHTCKOM COCTABISIIOIINX, C OJHOW CTOPO-
HBI, 1 BHYTPEHHUX OM3HEC-TIPOLIECCOB — C APYrOi, BBISIBUJIO IBE COBEPILIEHHO HOBBIE 3aa4u:
1. VYnpaeneHue OTHOLIEHUSMH C 3aKa3YMKOM B XOJ€ pea3alliy MPOCKTa C LEJbI0 COKpare-
HUS CPOKOB OKOHYATENIbHOW OIJIaThl PadoT.



72 Yactb nepBast. ['naBa 5
2. TlpenBocxumienne Oyaynmx MOTpeOHOCTEN KIMEHTa U BIUSHIE HA UX (QOpMUPOBaHHE.
[TocranoBka meneil U pa3paboTKa COOTBETCTBYIOLIMX IIOKa3aTeieil AAHHOW COCTaBILSIIOLICH BO3-
MOXHBI TOJIKO MPH UCHOJIB30BAHUH MOAX0/a «OT OOIIEro K YaCTHOMY, WJIM CBEPXY BHHU3», KOTODBI Te-
PEBOJIUT CTPATETHIO0 KOMIIAHUH B INIOCKOCTH OTEPAIlMOHHBIX 3aa4.

CTOMMOCTHAA LLENOYKA BHYTPEHHUX BU3HEC-NMPOLIECCOB

Kaxnoe mpenmnpusitue 061anaeT yHUKaJIbHBIM HaOOPOM MPOLIECCOB AJISL CO3/JaHUsI CTOMMOCTH JJIA
noTpeduTenei u JAOCTHKEHUS (PUHAHCOBBIX meield. OmHako Mbl OOHAPYKHIIM, YTO CYIIECTBYET HEKas
oOm1asi MOJeNb CO3JaHUsI CTOMMOCTHOM LIETIOUKH, KOTOPYIO KaK OCHOBY OPraHM3aldu MOTYT MCIOJIB30-
BaTh B COCTABIISIIOIICH BHYTPEHHUX Ou3Hec-TporieccoB (cM. puc. 5.1). Dta Moelb BKIIIOYAET TPH OCHOB-
HBIX OM3HEc-TIpolecca;

WHHOBAIINH;
omepanuy,
MOCIENPOAAKHOE 00CITyKUBAHHUE.

VHHOBaIMOHHBIN HPOLIECC COCTOUT B M3YYEHUH KOMITAHWEH BO3HUKAIOIIMX MM CKPBITHIX MOTPEO-
HOCTEH KIMEHTOB C TOCIEAYIOMIEH pa3paboTKON TaKUX MPOIYKTOB M YCIIYT, KOTOPHIE YIOBICTBOPUIIN ObI
3TH moTpebHOCcTH. OeparnoHHBIA TPOIECC, BTOPOH OCHOBHOM Tpoliecc B oOIIel MOjenn BHYTpEHHEH
CTOMMOCTHOM ILIETIOYKH, — 3TO MPOM3BOJACTBO U MOCTaBKa TOBAPOB M YCIYI 3aKa3zduKy. TpaguliuOHHO
3TOT MpOIecC paccMaTpUBAICAd Kak LEHTP CHCTEMBI IOKazaTelell naesTesisHOCTH mpeanpuarus. o cux
Mop BBICOKOA(D(HEKTHBHBIN OTEpPAIMOHHBINA MPOLECC U CHIKCHUE U3JIEPIKEK MPOM3BOJCTBA M ITOCTABKH
TOBApOB U YCIYT OCTAIOTCS BXKHBIMU IENSIMU 000N kommanwu. OgHaKo, Kak BUIHO M3 puUCyHKa 5.1,
3TOT (aKTOP TOJILKO OJHMH U, BOBMOKHO, HE CaMblil TJIABHBII BO BCEW BHYTPEHHEH CTOMMOCTHOM LEITOYKe
B JTOCTIXKCHUM (PMHAHCOBOW U KIIMEHTCKOM TIeIIeH .

HHHOBALMOHHBIA OnepauHOHHBIR Mocnenpogaskuoe
npouecc npouecc odcmykuBaHue
] - |
g CoznaHue n
Onpepenenne OI'IpE,!l,E—\ npegno- pomu3- Docraeka Obcny- ¥noeneTeopeHue
noTpedHocTER nenue HEHWA BD"]'CTB? > ToEapal JMBaHWe ) NOTpedHocTeR
KAMEeHTa PbIHKA ToBapal ToBapa yCymm KIMEeHTa KNMeHTa
/ yonyrm £
YCNyTH
I i i

Pucynok 5.1. CocTaBiasiiomiasi BHyTPeHHUX OM3Hec-TpoLeccoB — 001Iasi MO/ieJIb CTOMMOCTHOI 1e-
NOYKHU

TpeTnii KOMIIOHEHT — 0OCITYXKMBaHHE KJIMEHTA MOCJe MPOAaKh M MOCTaBKH TOBapa WJIM yCIYIH.
Hexotopeie npennpustus pa3padboTain YeTKYI0 CTPaTEeTHIO IO OKa3aHUIO TaKoTo poja yciyr. Hampumep,
KOMIIaHUH, MPOJAIOIINE CIOKHOE 000PYAOBaHHE, MOTYT MPEMAJIOKUTE ClIeHUalIbHbIE 00yJaromue mpo-
rpaMMBbI, 9TOOBI TOMOYB OTPEOUTEISIM HAYIUTHCS Ootee 2PPEeKTUBHO HCIIOIH30BATH BO3MOYKHOCTH ITO-
ro o0OpyAOBaHMS, UM IPOTPAMMy OIIEPaTUBHOTO pearupoBaHus Ha ero NoJoMkHu. OIHUH U3 IUCTPUOBIO-
TOPOB XMMHUYECKHX BEIIECTB pa3paboTai MoApOOHYI0 JOKYMEHTALHIO W MPOIEAYPY YHHUTOKCHHUS HC-
MOJIb30BaHHBIX XUMHUKATOB, U30aBUB TAKUM 00pa30M KIMEHTOB OT TPYAOEMKOH U JOPOTOCTOSIIEH 3a1a4u
yTHiIM3auud oTxon0B. [Ipobiema yruim3anny OTXOI0B HaKIaAblBaeT HA KOMIAHUH OCOOBIE 00s3aTemb-
CTBa M0 3aIIATE OKPYKAIOIIEH Cpelbl Mepen roCyAapCTBEHHBIMU OpraHU3alHsIMH, KOTOPBIE TIIATEIBHO
MPOBEPSIOT UX BBHIMOJHEHHE. Bee 3TH MeponpusaTHs MOBBIIIAIOT HEHHOCTh MPEJIOKEHHS TOBAPOB U YC-
JIYT LEJIEBOMY MOKYIATEITIO.

MHHOBaLMOHHbLIN Npouecc

HNHoraa mpomeccsl NCCIEN0BaHNS U Pa3BUTUS paCCMATPHUBAIOTCA KaK BTOPOCTEIICHHBIE DJIEMEHTHI
CO3/1aHMS CTOMMOCTHOM LIETIOYKH Ou3Hec-eAMHULIbI. DAKTUYECKH B CBOMX PaHHUX pabOTax MbI TOXE OT-
JeJJI1 MHHOBALMOHHBIN MPOLIECC OT COCTABIIOLICH BHYTPEHHUX Ou3Hec-mpolieccoB. OOHAKO B XOJ€
COTPYAHUYECTBA C PA3IMYHBIMH KOMIAHUSIMHU MBI MPUILIA K BBIBOY, YTO MHHOBAIIMOHHBIHN MPOLECC —
OJIMH M3 CaMbIX Ba)XHBIX BHYTPEHHHUX IporeccoB. (s Gonpmioro umcina KomMnanuid 3(QQEeKTHBHBIE H
CBOEBPEMEHHBIC HHHOBAIIMN BO MHOTO pa3 BaKHEE, YEM OTJIIMYHO OPTaHM30BAaHHBIN MMOBCEIHEBHBIN OTIIe-



Cocrapasolias BHyTPEHHUX OM3HEC-IPOLIECCOB 73
PaLMOHHBIN NPOLECC, KOTOPBIA B JIUTEpAType TPaAWLMOHHO CUYMTAJICA IEHTPaJIbHBIM BO BHYTpPEHHEH
CTOMMOCTHOHM 1eniouke. OTHOCHUTENBHOE MPEBOCXOACTBO MO 3HAYMMOCTH WHHOBALMH HaJ ONEpalysIMU
0COOEHHO 3aMETHO B KOMIAHMAX C JOJTUM LUKIOM pa3padOTKU W pa3BHUTHUs, HapuMep (apmarieBTHUe-
CKHX, DJIEKTPOHHBIX, MPEANPUATHIA XUMUYIECKON TPOMBIIUIEHHOCTH IS CEITLCKOTO X03siCTBA WM QUPM
— TOCTaBLIMKOB NporpaMMHOro obecredenus. Ho kak TOJIbKO MPOIYKT TOCTUTAET CTaIWH IPOMBILLICH-
HOTO MPOMW3BO/CTBA, BaJOBasi MPUOBLIL MOKET OKa3aThCS OUYEHBb BHICOKON. BO3M0OXXKHOCTH 3HAUUTEIILHOTO
CHIDKEHHUS 3aTpaT, KOTOphle B OCHOBHOM NPOU3BOJAATCS HA CTaJUH HMCCIEIOBAaHUS U Pa3BUTHS, MOTYT
OBITh OTpaHWYEHBl. Ba)XHOCTH MHHOBAIIMOHHOTO IIPOIECCa 3aCTaBUJa HAC OMPEICIUTH <«Treorpadpuro»
CCII Takum 00pa3omM, 4TO OH OKa3aicCs HEOTHEMIJIEMOW YacThIO COCTABJISIONIEH BHYTPEHHUX OM3HEC-
MIPOIIECCOB.

WVHHOBaIMOHHBIN IPOLECC MOYKHO MPEACTaBUTh KaK AJUHHYIO BOJHY CO3JaHUSI CTOMMOCTH, B KO-
TOPOM KOMIIaHHsI CHaYaja OMpeaeisieT U U3y4aeT HOBbIE PHIHKH, HOBBIX IIOTPEOUTENEH U X HACTOSIIUE U
CKpPBITBIE TIOTPEOHOCTH. 3aTeM HauMHAETCs pa3padOTKa W pa3BUTHE HOBBIX TOBAPOB M YCIIYT, KOTOpHIE
MO3BOJISIT 3aBOEBATH PHIHOK M KIIMEHTOB M YAOBJIETBOPHUTH UX MOTpeOHOCTH. OnepaliMOHHBIN e MPoLecc,
Hao0OpOT, NMpeACTaBIsIET cO00H KOPOTKYIO BOJHY CO3JIaHUS CTOMMOCTH, KOTAA KOMIAHUH HOCTaBIAIOT
YK€ CYLIECTBYIOIINN MPOIYKT WM YCIIYTy CYIIECTBYIOIIEMY KIJIMEHTY.

WuHoBanmoHHbIH nporece (cM. puc. 5.2) cocTout u3 IByX KOMIOHEHTOB. [lepBbIit — 3T0 ompee-
JICHHE pa3Mepa PhIHKA, TUIA TOTPEOUTENbCKUX NPEANOUYTEHHM, a TaK)Ke MPEIBAPUTENBHBIX LIEH HA HOBBIE
TOBapbl U yciayru. IIocKonIbKy KOMITIaHHUS OPraHU30BBIBAET CBOM BHYTPEHHUN OM3HEC-TIPOLIECC B COOTBET-
CTBHH C KOHKPETHBIMU HY)KIaMHU KIMEHTOB, TIOJIy4e€HHE a/IeKBaTHON M TOYHOH MH(pOpMAIIUK O pa3Mepax
PBIHKA U MPEANOYTEHUS X HOTpeOUTENs CTAHOBUTCS KU3HEHHO BaXXKHOM 3aaadeil. [Tomumo sToro ocoboe
3HauYeHUE NPUOOPETAET aHalU3 IMEPCIEKTUB U HOBBIX PHIHKOB JUII HOBBIX TOBAapOB U YCIYT, KOTOpPbIE
KOMITIaHUSl TOTOBA MOCTaBJIsAITh. Xamen U [Ipaxanan ompeaenuin 3TOT HpoLecC KaK MOMCK «OenbIX Isi-
TE€H», TO €CTh JOTMOJHUTEIBHO BO3HHUKAIOIIUX BO3MOXHOCTEH, KOTOPBIE CYILIECTBYIOT HapsiAy ¢ HUMEo-
LIMMUCS U UCIIOJIb3YEMBbIMU OTPACIECBBIMU MOIX0JaMH, OCHOBaHHBIMH Ha MPOU3BOJUMBIX MpoayKTax. [1o
HX MHEHHIO, KOMIIaHUS IOJKHA HE MPOCTO YAOBIETBOPSTH MOTPEOHOCTH, HO MPHUATHO YAUBIIATH KJIMEHTA,
MMesl TOTOBBIE OTBETHI Ha BOIPOCHI:

1. UYro Oymer mpencTaBisTh A KJIMEHTa HaHOOJIBIIYIO IIEHHOCTH 3aBTpa’?
2. Kakum 00pa3om, HCMONB3ys MHHOBAIMH, MOXHO OIEPEANTh KOHKYPEHTOB B MPEIOCTaBIIe-
HUH [OTPEOUTEITI0 TAKUX TOBAPOB U YCIyr?’

HHHOBALUWOHHBIA OnepauMoHHBLIA locnenpoaaxHoe
npouecc npouecc 00CMBKUBaHUE
] . |
Co3zpaHue n
Onpeaenenne UHPEJJ.E-\ npeano- HULES \ HNocTraBka Obcny- YnoeneteopeHue
noTpebHoOCTEN neHue WEHNA BD'”'CTB:;-' > Topapa/ WHBAHWE ) NOTpeOHOCTEN
KNHEHTa pbIHKa ToBapa/ L] YCIYTH KNUEHTa KNHEHTa
/ YCnyru
YCNyTH
I Fi ; {

Pucynok 5.2. CocraBiasiionmiasi BHyTpeHHHX OH3HeC-MPOLeccOB — HHHOBAIUH

EcrectBenno, pykoBoctBo Rockwater mo6yxnano cBoit mepcoHan 0osiblie 00IaThes ¢ KIUEHTa-
MU, YTOOBI BBISIBIISITE BHOBb BO3HHUKAIOLIHME 3aMIPOCHl M HAXOAUTH CIOCOOBI UX ynosieTBopeHus. [lokasa-
TEJSIMHU TaKOTO aHallu3a MOTYT OBITh YHCJIO Pa3padOTaHHBIX COBEPLUICHHO HOBBIX TOBAPOB U YCIIYT, yCIEX
B Pa3BUTHH CHENU(PUISCKUX TOBAPOB M YCIIYT JJIS LEJIEBBIX MOTPEOUTEIBCKUX TPYIIIT UITH TIPOCTO TTOATO-
TOBKa MapKETHUHIOBOTO MCCIEAOBaHU Oy YILUX PEANOYTEHUN KINEHTOB.
Wudopmanus o pelHKaX U MOTPEOUTENSAX MPEACTaBIsAeT cO00H OCHOBY IS pa3pabOTKU U Pa3BUTHS
MIPOEKTOB, TO €CTh JUIsl BTOPOTO 3TAara HHHOBAIIHOHHOTO npoueccas. Crenmanpnas rpymnmna no HUOKP
MPOBOJUT IIIYOOKOE HAydYHOE HCCIEJOBAaHHE COBEPILIEHHO HOBBIX TOBApOB M YCIYI, CO3-
JAIOMINX MOTPEOUTEIbHYIO [ICHHOCTb,
OCYIIECTBJISIET MPHUKIAJHOE HCCIECIOBAHUE BO3MOXKHOCTH NPHUMEHEHUS YK€ HMEIOLINXCS
TEXHOJIOTHYECKHUX MPOLIECCOB AJI1 MPOU3BOACTBA TO BapOB M YCIYI CIEAYIOIIETO MOKOJie-
HUS,
LIEeJICHAIIPaBJICHHO Pa3BUBAET HOBBIE TOBAPHI U YCIYTH JJI IPOJBUKEHUS UX Ha PHIHOK.
TpaaumuoHHO BOIIpOCaM CO3IaHMs IMoKa3aTesel, OICHUBAIOIINX MTPOLECCHl Pa3pabOTKH HOBBIX TO-
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BapoOB U YCIYT, YAEISUIOCh MaJI0O BHUMAaHUs. DTO MOIJIO OBITh BBI3BAHO HECKOJIBKMMH NMpUUHHAMU. JlecsT-
KM JIET Ha3aJ, KOIJa CO3AaHHE CHCTEM IOoKa3aTeNiell OLEeHKH JESTeNbHOCTH KOMIIAHUM TOJBKO HauWHa-
JIOCh, BC€ BHMMaHHE (DOKYCHPOBAIOCH Ha MPOW3BOJICTBEHHOM W OMNEPAIMOHHOM IIpolieccax, HO HE Ha
dTanax Hay4HO-HUCCIEI0BATEIbCKUX U OMBITHO-KOHCTpYKTOpCcKuX pador (HUOKP). U 310 Gbuto pazym-
HO, MOCKOJIBKY OCHOBHBIE 3aTPaThl OCYIIECTBISUINCh UMEHHO Ha IPOM3BOJCTBE H, CIEAOBATEIbHO, KO-
YoM K ycrexy OblIo 3((EKTHBHOE MPOU3BOACTBO OOJBIIMX 00HEeMOB MpOoayKiuu. CeroHsi CHTyaIlus
W3MEHWIACh, 1 MHOTHE KOMIIAHUM TOJY4aloT MPEUMYIIECTBO HaJl KOHKYPEHTaMH, pa3BUBasi HOBBIE IIPO-
IYKTH U ycryru. Takum oOpazom, mporecc HUOKP cran BakHBIM 5J€MEHTOM CTOWMOCTHOM IIETIOYKH
6uzHeca. CTeneHb yCHEIMIHOCTH 3TOrO MPOIIEcCa MOKHO CTUMYJIMPOBATh U OLICHUTHh KOHKPETHBIMU LIETIS-
MH U TIOKa3aTesIMHU.

Bce Bospacratomee 3Hauenne HWMOKP crano mast MHOTEX KOMIaHWH MOOYKIAomMM (akTopoM
IUI yBeNMUEHUS] (PUHAHCUPOBAHUS ITOTO BUAA NEATEIBHOCTH. DAKTUYECKH HEKOTOPBIC MPENIPUSTHUSL
TpaTAT Ha UCCIEIOBAHNUs, pa3pabOTKy M pa3BUTHE HOBBIX TOBAPOB U YCIYT OOJIbINIE, €M Ha IPOM3BOICT-
BO M OINEpaluoHHbIN npouecc. Hampumep, HEeKuil MOCTABIIMK KOMIUIEKTYIOIIMX JAJII aBTOMATHUYECKUX
YCTpPOWCTB OOHAPYXKWJ, UTO HA pa3paboTKy u pa3BuTHe OH TpaTUT 10% BKIIaBIBACMbIX CPEACTB, TOTIA
KaK pacxoJbl Ha TPyA pabounX, 3aHATHIX B IPOU3BOJICTBEHHOM IIPOIECcce, COCTABIUTN Tobko 9%. OnHa-
KO TIOCJIEHHE >KECTKO KOHTPOJIMPOBAIMCH HOPMATUBHBIMHU HM3JEPKKAMH U ITHCIIEPCHOHHBIM aHAIM30M
(cucremoil 0TYETOB IO OTKIOHEHHSIM OT IUIAHOBBIX TOKa3aTenei), B To BpeMs kak 3atparel Ha HUOKP
HE TOJBEPTANICh HUKAKOW OLIEHKE, a CHCTEMBI moka3aTeneid 3(ppeKTHBHOCTH 3THX 3a TpaT MpPOCTO HE
CyLIECTBOBaJIO. BO MHOTMX KOMIaHUSIX CUCTEMBI MTOKa3aTelel UxX AesTeIbHOCTH OPUEHTUPOBAHBI HA U3-
Mepenne 3(h(HEeKTHBHOCTH ONEPAIMOHHBIX TPOIECCOB, a HE HMCCIEAOBaHUN M pa3paboTku. beccrmopwo,
B3auMOCBs3b Mexy uzaepxkkamu HUOKP (3apriata, o0opynoBaHue, MaTepHalibl) U JOCTUTHYTHIMU pe-
3ynbTatamMu (HOSIBIICHHE HOBOTO MPOJAYKTA W YCJIYTH) BBIpa)KEHa HE TaK OTYCTIMBO, KaK, HApHMeEp, B
MIPOU3BOJICTBEHHOM IPOLIECCE, TAE OTHOCUTENBHO JIETKO YCTAHOBHUTH CTAHAAPTHI, B COOTBETCTBUH C KOTO-
pPBIMU TPYIOBBIE 3aTpaThl, MATEPUAIBHBIE U TEXHOJOTHYECKHE PECYPCHI «TPAaHCPOPMHUPYIOTCI» B TOTO-
BYIO MPOAYKUMIO. TUMHYHBINA Tpoliecc pa3pab0TKU HOBOTO MPOAYKTA B 3JIEKTPOHHOHN MPOMBIIIIJICHHOCTH
3aHMMaeT JBa T0Ja, a 3aTeM €IlE B TEUCHHUE IISITH JIET ATOT MPOAYKT nponaercs. Takum oOpa3oM, epBbIit
nnaukarop ycnexa HUOKP mosxeT mposiBUTECA He paHee deM depe3 Tpu roaa. [IpousBoacTso, BpeMeH-
HOH IIUKJ KOTOPOT0, HAIpUMEDP, [UIUTCSA OT HECKOJIBKUX MUHYT 0 HECKOJBKUX JHEH, 3HAUUTEIIBHO JIeT4e
MO/IIaeTCsl OLICHKE M KOHTPOJIFO C IOMOLIBIO OMPEAEICHHOI0 Habopa moKa3aTeeil IpOr3BOUTEIbHOCTH,
yeMm nporecc HUOKP. Oanako 310 He TODKHO MeLIaTh KOMIIAHUM B OTIPEEICHUH Leel U MoKa3aTesen
TaKoro BaXKHOTO OpTaHU3allMOHHOTO Ipouecca. Hu B koeM citydae Hellb3s OKa3aThCsl B IUICHY Y UIEH —
«eCH HE MOXKEIb OLIEHUTH TO, YTO XOYEIllb, JKEIail TO, YTO MOKEIIb OL[EHUTH.

IToxa3aTenn TCOPETUYECCKUX U NPHUKITATHBIX I/ICC.]'le)IOBaHI/Iﬁ

Benymmii npoussoaurens nonyrnpooanuko Advanced Micro Device (AMD) konkypupyer B
CBOEH OTpaciy NPOMBILUIEHHOCTH B ECTKHX YCIOBHUSIX CTPEMHUTEIBHOTO TEXHOJOTHYECKOTO Pa3BUTHSI.
B cBoeii cOanancupoBanHo#i cucreme nokasareneiit AMD paspaboTaia MHOTO XapaKTEPHCTHK AJIST OLIECH-
KM MIMEHHO HMHHOBAIITMOHHOTO MpoIiecca.

1. IIpoueHT npojax HOBOTO TOBapa OT 00IIEro o0beMa peaar3auu.

2. TIpoLeHT Npoak TOBAPOB, HA KOTOPHIEC KOMITAHHS HMEET [PaBa COOCTBEHHOCTH .

3. BBeznenune HOBOro TOBapa B MPOTHBOBEC KOHKYPHPYIOIIEMY HJIH MIJIAHOBOMY MPOIYKTY.

4. B0O3MOXXHOCTH TPOU3BOJCTBEHHOI0 Tmpoiecca (IUIOTHOCTh Pa3MEIICHHS MHKPOCXEM Ha
KPEMHHEBOM MaTpHIIE).

5. IlpomomkuTenbHOCTH pa3pabOTKH TOBapa HOBOTO IMOKOJICHHUS.

OTH MOKa3aTeId CBUICTEIBCTBYIOT O TOM 3HAYCHUH, KOTOPOE KOMIAHUs MpuaaBaia 3¢ (HeKTUBHO-
CTH MHHOBAIIMOHHBIX IPOLIECCOB.

Kommnanus Analog Device, Takxke npou3BOASIIAs TOTYIPOBOIHUKH, IPUMEHSET MOKa3aTeIb OKY-
aeMocTH cpencTs, BiokeHHbIX B HUOKP: oTHOImIEHHE onepaniMOHHON MPUOBLTH 10 BBIIJIATH HAJOTOB
3a IATH JIeT K OOIIMM H3epKKaM pa3padoTKU. DTOT mapaMeTp MOKET IPUMEHSTHCS MO0 IS COBOKYTI-
HOCTH BCEX HOBBIX TOBAapOB, OO AJIS KAKIOTO MPOAYKTa B OTAEIbHOCTU. OH CBUIETEIBCTBYET O TOM,
gt0 1ens HUOKP cocTouT He B cO31aHNM TEXHUIECKH CJIOKHBIX HOBBIX MIPUOOPOB, a B PA3BUTHH TAKOTO
0060pyI0BaHUs, KOTOpOE OyAET MMETh PHIHOYHBIA TOTSHITHAN U OKYITATCS ¢ OOJIBIION MPUOBUIBIO.
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Iloka3aTenu npouecca ONbITHON pa3padoTKu NPOAYKTA

Hecmotps Ha mpucyIIyto 3TOH 1eATEeNbHOCTH HEKOTOPYIO HEOMPEAELIICHHOCTh U HEYETKOCTh, CYLIe-
CTBYIOT OOIIME MOJEN, B paMKaX KOTOPBIX MOTYT OBITh CO3JaHBI NOKA3aTeNu JaHHOTO mpoiecca. Ha-
npuMep, pazpaboTka HOBOTO MPOAYKTa (hapMaIleBTUIECKON MPOMBIIUICHHOCTH TPEICTABISIET COOOH 10~
CJIE0OBATENIbHBIA MPOLECC U3YyUEHHSI U 0TOOpa OrpOMHOIO 4Kcia MHTPENIMEHTOB Mpernapara, Oosiee ae-
TaJIBHOTO WCCIENOBAHUS TEX, KOTOpPbIE, BO3MOYKHO, OyIyT HCIOJB30BAHbI, IPOBENCHHS JTa00paTOPHBIX
OTIBITOB, DKCIIEPHUMEHTOB Ha XKMBOTHBIX M, HAKOHEI, HA JIIOJIAX. 3aBEepIIaeTCs 3Ta HEMOoYKa CIOKHBIM CO-
TJIACOBAaHMEM C TOCYIapCTBEHHBIMU OpPTaHU3AIMSAMU M TIOJIY4CHHEM COOTBETCTBYIOIIUX CEPTH(PHUKATOB.
Kaxmast crajgust MOKeT ObITh OXapaKTepU30BaHA TAaKUMHU HapaMeTpaMH, KaK <«BbIXO/» (UHCIIO BEIECTB,
YCIICIITHO MPOIIEIIINX UCIBITAHHUS U OTOOPAaHHBIX JJIS CIIEYIOIIEH CeprH SKCIIEPUMEHTOB IO CPABHEHHUIO
C OOLIMM YKCJIOM HCIBITAHHBIX COCAMHEHHUIT), BDEMEHHOM UK (BpeMsi, B TEUEHHE KOTOPOTO BEIECTBO
«IIPOJIEPIKATIOCH» HA TAHHOW CTaJMU SKCICPUMEHTA) U M3IePXKKH (CPeICTBA, UCTPAYCHHBIC HA TOM HIIH
MHOM 9JTare). B 1aHHOM ciiydae e/sIMA MOTYT CJIYXKHTh YBEIMYCHUE «BBIX0J/1a» U COKPAILCHUE BPEMEH-
HOTO LIMKJIA ¥ 3aTpar Ha KaXKI0# cTajuu.

OnHa >IIeKTpOHHAS KOMITAHUS IPOAHAIN3UPOBAa IPUIHHEL, IO KOTOPBIM MPOIecC pa3padOTKu HO-
BBIX MPOJYKTOB UMEET TaKOH JOJTHI BpeMEHHOH UK U TpeOyeT Oompmmx 3arpar. Oka3ajaock, 4To Ipu-
YUHAMU OOJIBIION MPOIOIDKUTEIIEHOCTH BPEMEHHOTO IIUKJIA SBISIFOTCS MHOTOKPAaTHOE MEpenpOeKTHPOBa-
HUE TIEPBOHAYAILHOTO BapHaHTa MPOU3BOICTBA U MPOBEICHUE MOBTOPHBIX CEPUI UCTIHITAHUH, €CIN TPO-
IYKT HE IEMOHCTPUPOBAJ JKeJIaeMble KadecTBa. Takum o0pa3oM, COXpaHUB KaK OJMH U3 HanOoJee Bax-
HBIX ITOKa3aTele CKOPOCTh MPOABIKEHHS TOBapa Ha PHIHOK, KOMITaHHS T0OaBUIIA €1Ile OJH — IPOICHT
MPOAYKTOB, KOTOPBIE C TIEPBOTO pa3a OTBEYAIN 3alpocaM IMOTPeOUTeNs U He HYKIAIUCh B HEOJAHOKPAT-
HOM TIEPENPOEKTUPOBAHNE U TIOBTOPHBIX MCHBITAHUAX. J[pyruM (akTopoM IOCTHIKEHHS IOCTABICHHBIX
Pe3yabTaTOB CTATO YUCIO pabOoYMX BapHAHTOB MPOEKTA, pa3pabOTaHHBIX MPEXAE, YEM IPOIYKT OBLIT BHI-
MyIIeH Ha pbIHOK. [Ipu moacueTe OBIIO YCTAaHOBJIEHO, YTO KaXKIbI TAKOW BapHAHT OOXOIUIICS KOMITAHUH
B 185 Tric. moxn. IIpu aByx ommoOkax B cpeaHeM Ha mpoAykT 1 HO HOBBIX NMPOIYKTaX, BBITYCKAEMBIX
©KEro/IHO, CPEeIHss CyMMa, 3aTpadeHHas Ha WCIpaBJICHHE dTHX MOTPEIIHOCTEH, OblIa paBHA IPUMEPHO
40 mutH. 71011, 9TO cocTaBiisieT 6onee 5% moxona. K atomy cieayer 100aBUTh MOTEPH OT MPOJIAXK MPOJTYK-
TOB, MOCTYNUBIINX HA PHIHOK C OTIO37[aHUEM H3-3a UCTIPABICHHS HEIOYETOB MTEPBOHAYAITLHOTO TIPOEKTA.

Wmxenepsr Hewlett-Packard paspaboTanu noka3zarens amst orieHKH 3()(GEKTHBHOCTH LUKIIA pa3pa-
GOTKH MpoyKTa — reproy Gesydsiroanoctr, BET (Break-Even Time)™. Dto Bpems ot Hayana nporec-
ca pa3paboTKM HOBOTO MPOJYKTA JO MOMEHTA, KOrJa OH OBbLI MPEICTaBJICH Ha PHIHOK M TOJydeHa MpH-
ObUTb, TOCTAaTOYHAS U1 TOTO, YTOOBI BEPHYTh MHBECTHIIMH, CICTaHHBIC TMEPBOHAYAIBLHO B TPOEKT €ro
paspabotku (cm. puc. 5.3). JlaHHbIi MOKa3aTellb coYeTaeT B ceOe TPU AIIEMEHTa, XapaKTEePU3YIOMIUX -
(eKTHBHOCTH TpoIiecca pa3paboTKH HOBOTO TOBapa. Bo-mepBbIX, 11 TOTO YTOOBI JOOHUTHCS 6e3yOhITOU-
Hoctu HUOKP, koMnanus A0KHA OKYOUTh MHBECTULIMU B 3TY AEATEIBHOCTh. Takum oOpazom, B BET
COCIMHSIOTCS PEe3yIbTaThl MCCIICAOBAHUI M pa3spaboTKU M MpOoW3BeJeHHBIE 3aTparbl. OH MOOYXIaeT K
opranuzanuu 6osee >(hhexTHBHOrO mporecca paspadoTku. Bo-BTopeix, BET nomguepkuBaeTr 3HaueHne
¢axTopa mpuOBUTEHOCTH. MEHeIKephl MapKeTHHTa, MMPOU3BOACTBEHHBIN MEPCOHAN, TMPOEKTHAs TpyIa
WH)XEHEPOB TOOMIPSIFOTCS K COBMECTHOMY COTPYAHHUYECTBY B pa3pabOTKe HOBOTO MPOIyKTa, HAIIPABIICH-
HOTO Ha yIOBJETBOpPEHHE NMOTpeOHOCTEN KiIueHToB. KpoMe Toro, mpoaaka HOBOTO TOBapa JOJDKHA OCY-
MIECTBIATHCS 110 MPUBIICKATEIBHON IS OTpeduTeNs 1eHe depe3 d(PEeKTHUBHBIC KaHAJbI, B PEe3yibTare
Yero KOMITAHHsI CMOJKET IOIYIUTh MPUOBLIH, KOTOpasi 00ECIIEYUT OKYyNaeMOCTh HHBECTHIINH, CIIEIaHHBIX
B ero paszpaboTky. B-tperpux, enununa n3mepenuss BET — Bpems1, mosToMy naHHBIN ITOKa3aTelb CIIO-
cOOCTBYET YCKOPEHHIO Mpolecca pa3padoTKU HOBBIX MIPOJYKTOB IO CPAaBHEHMIO C KOHKYpPEHTaMH, odec-
MeYHBasi TEM CaMbIM 0OJiee BBICOKHE MPOJAXKH U OBICTPYIO OKYITaeMOCTh HHBECTHIIHA.
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Hcrounuk: C. H. House, R. L. Price. The Return Map: Tracking Product Teams// Harvard Business Re-
view, 1991, January/February, p. 95. [lepeneyarano ¢ pa3pelieHus.
Pucynok 5.3. Tloka3zarear BET

[Ipu Bceli cBoeit npusnekarenbHocTd BET, Tem He MeHee, OLleHMBAaeT HE OKOHYATENbHBIC PE3yJlb-
TaThl JEITEIbHOCTH, @ TAKTUKY KOHKPETHOTO 3Tama — Mmpouecca pa3padotku. OTIMYHbIE TMOKa3aTeIn
BET mocturarorcs B mpoekTax, HampaBJIeHHBIX HE Ha KaYECTBEHHBII MPOPHIB B Pa3BUTUU HOBBIX MPOIYK-
TOB, a CKOpee Ha PacIIMPEHHUE U YCOBEPLICHCTBOBAHUE YXKE CYIIECTBYIOIIMX IPOU3BOCTBEHHBIX JIUHUH.
K Tomy sxe mpu Hammuuu OOJBIIOTO YHCIIA HAYYHBIX pa3pabOTOK JOCTATOYHO CIIOKHO TOJYYHTH aIeK-
BaTHBIN CPEAHMI [TOKA3aTeNb: EAMHCTBEHHBIN POCKT ¢ O4eHb JIMHHBIM BET Moxer cyiiecTBeHHO ucka-
3uTh o0mIyro mudpy. M HakoHer, peanbHas 1ieaHocTh BET mposiBisercss TONBKO O OKOHYaHHH BCETO
nporecca paspadbotku. [lo cmoBam Moapu Ilartepcon, Buie-npesuaeHta kommnanuu Hewlett-Packard,
BET — 3ameuarensHBIN MOKa3aTenb TakTuku kommnanuu B nporecce HUOKP. bomnee Toro, kommanus
LIMPOKO MCIIOJB3YET €T0 AJISl OLICHKH JKU3HECTIOCOOHOCTH MPOEKTa, MPEXK/IE YeM IIPUHITh OKOHYATEIBHOE
pelieHue.

OmpbiT co3nanus u npumeHenus: BET kommanueii Hewlett-Packard yerko moka3ssiBaer, 4T0 yCHIIHS
[0 COKpAILEHUIO BPEMEHHOIO IIUKJIA U 3aTpar U 1o yBeanueHuto «Bbixoga» HUOKP nomxksb!l ObITh cOa-
JIAHCUPOBaHbI MOKA3aTeNsIMHU, OLEHUBAIOIIMMHA HHHOBALIMOHHOCTh CAMOT0 MPOAyKTa. B mporuBHOM City-
yae BO3HHKAET OMACHOCTh YBJICUbCS MOIU(PHUINPOBAHUEM U COBEPIICHCTBOBAHUEM YK€ CYIIECTBYIOIINX
TEXHOJIOTHH, 4TO JeNIaeTcs AOCTATOYHO JIETKO M OBICTPO U, caMoe IJIaBHOE, C MPEACKa3yeMbIM pe3yJbTa-
TOM, BMECTO PaJuKaIFHOTO MPOPHIBAa B pa3paboTKe HOBBIX MPOIYKTOB. Takol moka3aTelb, Kak BajJoBas
NpHUOBLIb, MOTYYEHHAs! OT MPOJAXKH HOBBIX IPOJIYKTOB, MTOMOXKET Pa3TpaHUYNTh HCTUHHO MHHOBAIIMOH-
HBIE MIPOEKTHI OT OOBIYHOTO PACIIMPEHHUSI MOILIHOCTEH MPOU3BOJACTBA YK€ UMEIOIIUXCS MPOAYKTOB. [py-
UM TI0Ka3aTelieM SIBJSIETCS BpEMEHHAs! XapaKTepPUCTUKA MPOJIaXK HOBBIX TOBapOB U yciyr. Eciu 3To npo-
JIYKTBl YCOBEPILICHCTBOBAHHON TEXHOJIOTMH, TO MX JKU3Hb HA PHIHKE OTPaHUYCHA HECKOJBKUMH TOJaMHU,
MPUYEM MPOJAXKH Ha MATOM rony OyIyT COCTaBISITh JMILb HEOOJBIIYIO YACTh IPOAAX MEPBOTO MM BTO-
poro rona. [loncTrHe MHHOBAIMOHHBIE TOBAPHI M YCIYTH UMEIOT JUIMTEIbHBIC KU3HEHHBIC IIUKIIBI, 8 KO-
3G GUIUEHT UX TMPOJAXK PACTET U3 TOJIa B TOJ.

OnepauunoHHbIN npouecc

OneparrioHsbIit iporiecc (cM. puc. 5.4) npeacrasiser coOoi caMyr0o KOPOTKYIO BOJIHY B CO3IaHUU
CTOMMOCTHOH 1eroyku. HaumHaeTcs OH ¢ oydeHus 3aKka3a OT KJIMEHTa Ha TOBAPHI M YCIIYTH U 3aKaH4IH-
BaeTcs MX JOCTaBKoi. [ maBHOE B 3TOM mporecce — dddekruBHas, OecriepeboiitHas U CBOEBpeMEHHasI
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JIOCTAaBKa UMEIOLIUXCA TOBAPOB U YCIIYT CYLIECTBYIOLIEMY KIIUEHTY.

TCHZ[CHL[I/ISI OHepaL[I/IOHHOFO npouecca K HOBTOpeHI/II-O TUIIA onepaunﬁ ACJIaCT BO3MOXHBIM HpI/IMe-
HCHHUC Hay‘IHBIX METO UK ynpaBneHI/m JJIA KOHTpOJ’ISI 158 COBepH_IeHCTBOBaHI/IS[ OTAIIOB HOJ'IyLIeHI/IH 3aKasa,
ero o6paboTKH, NPOU3BOACTBA U JOCTABKH TOBapa WM yCIyru notpeduremo. TpalullMOHHO ONepaiyoH-
HBIC npoueccm KOHTpOJ'II/IpOBaJ'H/ICI: q)HHaHCOBLIMI/I IIOoKa3aTreciIsaMU. HOpMaTI/IBHLIMI/I I/I3,E[ep)KKaMI/I, 6IO):[-
KECTOM U aHAJIIM30M OTKHOHGHHﬁ. O,I[HaKO cOo BpeMeHeM qpe3MepHHI71 AKIICHT HA TAaKUEC y3K0cneuHaanHe
(¢uHAHCOBBIE TTApaMeTPhl, Kak dPPEKTHBHOCTH MCIOIB30BaHMs paboueil cuiabl u 000pyIOBaHUS, OTKIIO-
HEHWsI 3aKyOYHBIX IIeH, PUBE, C OJJHOW CTOPOHKI, K TOMY, YTO ITOCTOSIHHAS 3arpy3Ka MallliH U pabouei
CWJIBI cOo3Jajia 3ariac FOTOBOI>’I HpOZ[YKL[I/II/I, KOTOpLIﬁ HHUKAK HE COOTBCTCTBOBAJI 3daKa3aM KJIMCHTOB, a C
Opyroii — K OECKOHEYHOH CMEHE MOCTaBUIMKOB B MOMCKax 0ojiee HU3KMX 3aKYMOYHBIX 1eH. [Ipu atom
UTHOPUPOBAIUCH Takue (HaKTOPHI, KaK U3ICPKKH BBHITIOJHEHUST OOJIBIINX 00BEMOB 3aKa30B, IIOX0E Kade-
CTBO, HEONPEJIEICHHBIC CPOKU JTIOCTABKH, Pa300IICHHOCTh MPOIECCOB O0QOPMIICHUS 3aKa3a, TOJYUICHUS,
BBICTABJICHUS CUCTOB U OIIIIATHI. CCFOI[HSI BCACTCSA HOJ'JHLII\/’I Z[OKYMCHTaJ'IBHHﬁ CTaTI/ICTI/ILIeCKI/Iﬁ yqu HC-
JIOCTAaTKOB, KOTOPbIE BO3HUKAIOT NIPU HCIIOJIb30BAHUHU TPAAUIMOHHBIX, 0a3UPYIOLINXCSA HA ydeTe HU3JAep-
KCK q)HHaHCOBBIX HOK&?)&TGJ'ICﬁ B KpaTKOCpO‘lHBIX OHepaLII/IOHHBIX OUKJIIaX B COBpeMeHHBIX pI:IHOLIHLIX
ycnolll?,nﬂx, OPHMEHTHUPOBAHHBIX Ha 3allpOChl MOTPEOUTENIEH U BBHICOKOE KaueCTBO MOCTABISIEMON MPOIYK-
Oua .

HHHOBAUWOHHBIA OnepauMoOHHLIA MocnenpopakHoe
npouecc npougecc oOCcmGKHBaHKWe
] |
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Pucynok 5.4. Cocrapisiomasi BHyTPeHHUX OU3Hec-NIPoLeccoB — ONepalliOHHBIH Mpoiecc

B nmocneanue roapl BO3poCiao BIAMSHHUE MPAKTUKU yIPaBJICHUS HA OCHOBE KauecTBa, MPUHATON Be-
OYLUIMMU SITOHCKMMH MPOU3BOIUTEISIMUA. DTO MPHUBENIO K 3aMEHE TPaJWLIMOHHBIX MOKa3aTesed JesTelb-
HOCTH MPEANPHATHN HA TaPaMETph, CBS3aHHBIC ¢ KAYECTBOM H BPEMEHHBIMH IIUKIAMH 2, OCOOEHHO HH-
TEHCHBHOE pa3BUTHE OHM MOJTydnyi B mocieaane 20 et U, Kak HanboJiee BasKHbIE, MOTYT OBITh BKITIOUE-
HBI B COCTaBJISIOIIYI0 BHYTPEHHUX OM3HEC-TIPOLIECCOB KaXI0H KoMnaHuu. Ho MOCKONbKY 3TH MmoKasare-
T UMEIOT 0000IIEHHOE 3HaUeHne U He ABISIOTCS cieactBueM uckmountensHo CCII, Mbl paccMoTpum
UX B IIPUJIOKEHUH K 3TOM IJIaBe.

B nononHeHne MOXHO paccMarpuBaTh UM APYrue XapaKTEPUCTHKH ONEPALMOHHOTO Mpollecca, Ha-
puMep THOKOCTh HIIH CIICIM(HIECKHe CBOMCTBA TOBapa MM YCIIYTH, CO3/AI0MINE TONOTHUTEIBHYIO T10-
TPEeOUTENBHYIO LIEHHOCTh. TakK, KOMIAHUsT MOXKET MPEII0KUTh YHUKAIbHBIN TPOAYKT WK YCIyry (moka-
3aTeNsIMU B ATOM CJIydae MOTYT ObITh TOUHOCTb, Pa3Mep, CKOPOCTh, SHEPTETUYECKas IIEHHOCTh), KOTOPbIC
MO3BOJISIT €i1 MOJIy4UTh OOJIBIIYIO TPUOBUIb B LIEJICBOM CETMEHTE phIHKA. Toraa mepeducieHHbIe 1OMmo-
HUTENbHBIE TOKa3aTeN C YCIEXOM MOTYT BOHTH B COCTAaBJBIIOLIYI0 BHYTPEHHUX OHM3HEC-TIPOLIECCOB
CCIL

MocnenpopaxHoe o6cnyxuBaHue

DTO MOCHEIHsISI CTaausl BHYTPEHHEH CTOMMOCTHOM 1ernouku (cM. puc. 5.5). OHa BKIIIOUaeT rapaH-
TUAHOE U PEMOHTHOE OOCTY)KMBaHHE, BO3BpaT, a TAKXKE IJIATEKHU MO KpeIuTHBIM KapraM. Kommanuwu,
MPOIAIOIIHE CII0KHOE 000pyaoBaHue WM cucreMsbl, Hanpumep Otis Elevator uim General Electric Medi-
cal Systems (mpou3BOAKUTEINH IEKTPOHHOTO MEIUIIMHCKOTO 000PYI0BaHUS: CKAHUPYIOUIUX TOMOrpados
U JIpyrux npuOopoB, pabOTAIONMX HA OCHOBE MAarHMUTHOTO PE30HAHCA), MPEKPACHO 3HAIOT, HACKOJIBKO
JIOPOTO OOXOIUTCS MPOCTON UX 00OPYAOBAHUS M KaK 3TO HEYA0O0HO KiaueHTy. O0e KOMIaHUHN YBEIHIMIIN
MOTPEOUTENBHYIO LIEHHOCTh CBOEH NMPOAYKIUH, IPEIJIOKUB OBICTpOE M HAJEKHOE OOCIY:KMBaHUE C Lie-
JIbI0 MUHUMHU3ALMK CPBIBOB B paboTe MpoJaHHOro 06opynoBanusa. OHU Aake BKJIIOYMIIM B KOMIUIEKT I10-
CTaBKM BCTPOCHHOE 3JIEKTPOHHOE YCTPOMCTBO, OMPEACIAIONIee BO3MOXKHOCTh OTKa3a mpubopa B Om-
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XKaiilee BpeMsi U CUTHAIM3UpYIoliee 00 3TOM 00CIyKMBAIOLIEMY MIEpCOHANTY. Takasi TEXHOJIOTHUS TT03BO-
JsieT 3a0JIarOBPEMEHHO MTPOBOIUTH NPOPIIIAKTHKY 000PYIOBaHMsI, YTO CHJIBHO YIWBISIET KIMEHTOB, KO-
TOpPbIE U HE TIOA03PEBAIOT O IPSAYIIMX HENpUITHOCTSIX. HenaBHO mosBUBIINECS HA PBIHKE KOMIAHUHA —
JUIIEPHI TI0 TIpoAaXke aBromoOmielr Acura m Saturn 3acity’Kujy perryTaliio B BBICIICH CTENICHHW HAIexK-
HBIX MapTHEPOB, MPEIJIOKUB CBOMM 3aKa3dMKaM HCKIIOYUTENHHO BBICOKMH YPOBEHBb TapaHTHHHOTO 00-
CITY)KHBaHHUS, TTEPUOINIECKOTO MPOBEACHUS MPOPHIAKTHUECKUX U CBOEBPEMEHHBIX PEMOHTHBIX padoT.
OCHOBHOH 3JIEMEHT B 3TOM MOTPEOUTEIBCKOM MPENJIOKEHIUH — CKOPOCTh OTBETHOM peakiuuu, 100posxke-
JIaTEeJIbHOCTh NEPCOHANA U HAZEeKHOCTh. MHOTHE 00JblIne Mara3uHbl, TOPTYIOIIME TOBAPAMHU IIUPOKOTO
MoTpeOyIeH s, IPEAJaraloT WEeAPbIe YCIOBHS, 10 KOTOPBIM MOKYIATEIX MOTYT OOMEHSTh WK BEPHYTH B
Mara3uH KyIJICHHBIH TOBap.

Kommnanuu, crpemsiiyecs B IOJHOW Mepe ONpaBAaTh OXHUIAHUS KIMEHTOB OTHOCHUTENBHO MOCe-
MPOJIAXKHOTO OOCITY)KUBaHHSI, MOTYT HCIIOJIb30BaTh TE€ XK€ MOKa3aTeiu (BpEeMEHHOW LUK, KaYeCTBO U 3a-
TparThl), YTO U JJIsl ONEPAIIMOHHOTO Mpolecca (CM. NPUIIOKEHUE K JaHHOU r1aBe). Tak, BpeMEHHOW UK
— OT MOMEHTA MOCTYIJICHUS 3a5IBKH JI0 MIOJHOTO YCTPAHEHHUS [TOJIOMKU — OLIEHHBAET CKOPOCTh PEaKIuu
Ha BO3HHKIIYIO mpoOiemy. [lokazaTens 3arpaT oTpaxkaeT 3PEeKTHBHOCTh — CTOMMOCTH PECYPCOB, HC-
MOJIb30BaHHBIX I OKa3aHUsl TOCIEPOAAKHBIX yciyr. M HakoHel, MPOLEHT BBIIOJHEHHBIX 110 IEPBOMY
TpeOOBaHUIO 3a9BOK OTHOCHTENBHO YHCJa MOBTOPHBIX BBI30BOB CBHJIETEIBCTBYET O Ka4eCTBE OOCITYKH-
BaHUSI.

HHHOBALUWOHHBIA OnepauMoHHBLIA locnenpoaaxHoe
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Pucynok 5.5. CocraBiasiionmasi BHyTpeHHHX OH3HeC-NPOLEcCOB — MOCAeNPOAaKHOE 00 CTyKUBaHUEe

Jpyroi acmekT mocienpogaXHOro OOCIyXHBaHUS — O3TO BBICTABJICHUE CUETOB U IOJydEHHUE IO
HuMm jaeHer. Komnanus Rockwater, moctaBuB CBOEH IENbIO COKpAIICHUE HHTEpBaia BPEMEHU MEXIy 3a-
BeplIeHHEM paboT W OKOHYATENFHOM OIJIATOM 3aKa3uWKoM, oOpaTuiia 0co00e BHHUMAHHUE Ha MOCIENpO-
naxHoe oocmyxuBanue. [IpennpusitusiM, paboTarOUIMM MO CXeMe MPOAAXKU B KPEAHUT, CKOPEE BCEro, Mo-
TpeOYIOTCs ClIEAYIOLIUe MOKa3aTeNl: 3aTPpaThl, KAYeCTBO U MPOAOJDKUTEIBHOCTh BPEMEHHOIO LIMKIA B
JOTIOJIHEHNE K CKOPOCTHU MPOLEAYP BBICTABJICHUS CUETOB, MOJTY4YE€HUS OKOHYATEIbHON OIUIATHI U pellie-
HUSA CIIOPHBIX BOTIPOCOB.

Kommnanuu, 3aHsThIe TPOU3BOJACTBOM M MPOJAKEH OMACHBIX XUMHUYECKHMX MAaTEpHAJIOB, MOTYT HC-
MOJIb30BATh [IOKA3aTENH, CBA3aHHBIEC C 0€30IaCHOCTHIO YHUUYTOKEHHUS OTXOJI0B U MOJTYIPOIYKTOB, COMYT-
CTBYIOIIMX IPOM3BOACTBY. [Ipr3HaBas, 4TO OTIIMYHBIE OTHOLUEHUS C COOOIIECTBOM — CTpaTeruyecKas
LeJb Ui TPOJOJDKEHHUS IEATENbHOCTH B IaHHOM PErnoHe, NPEANPUATHS MIPUMEHSIOT TaKOH MOKa3areib
MOCJIETPOJAKHOTO OOCIIY)KUBaHUSI, KaK 0€3yKOPU3HEHHOE BBINOJHEHUE BCEX MEp IO OXpaHe OKpYyKaro-
ey cpeapl. TO MOXKET 0Ka3aThCsl 3HAYUTENIBHO 00Jiee BasKHBIM, YeM HEOOJIbIIOE YBEIUUECHUE 3aTpaT Ha
MPOBEJIEHNUE COOTBETCTBYIOIINX MEPONPUSATHI.

CNELUDPUNYECKUNE KOMMOHEHTbI COCTABNAIOLWEWN BHYTPEHHUX
BU3HEC-MPOLIECCOB

Kenyon Stores

Kenyon Stores, o xoTopoii MBI TOBOPWJIM B MPEIBIAYIICH TJIaBe, — CETh Mara3uHOB PO3HUYHOU
TOPTOBJIM OACKAOW C MHOTOMMJUIMOHHBIM 000pOTOM. PyKOBOACTBO MOCTaBHJIO B BBICIICH CTEIICHH aMm-
OWIIMO3HYIO IIEJTh — B TCUCHHE TISITH JIET YBEIMUUTH 00beM npogax Ha 150%, ucmons3ys 1uist 3T0oT0:

MTEPBOKIIACCHBIN HAICKHBIA UMUK OpIH/A;
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MOJIHBIN TOBap BBICOKOT'O KaYeCTBa IO MPUBJICKATeILHOM IICHE,
OnIcTpoe Y3PPEKTUBHOE OOCTY)KHBAHKE U MTOCTOSHHOE HAIMYUE TOBapa Ha NPUJIaBKaX.

Kenyon chopmynupoBaiia KOHKPETHbIE KJIMEHTCKHE IEJM M COOTBETCTBYIOIIHME TOKazarenu (CM.
rinaBy 4) xapakTepUCTHK TOBApOB, B3aMMOOTHOIIEHHH ¢ TTOTPEOUTEISIMU, UMHIKA ¥ OpaHa. JIJist BBITO-
HEHUS TIOCTABJICHHBIX 3a/]1a4 OBLIIH ONPE/ICIICHBI IATh CAMBIX BAXKHBIX BHYTPEHHUX OHU3HEC-TPOIICCCOB!

1. ympaBnenue OpsHAOM,;

2. obecrieueHe TUIEPCTBA B MOJIC;
3. HMCTOYHHK JIJICPCTBA,

4. TOCTOSTHHO€ HaJMYHe TOBapa,

5. 3anoMmuHaroueecs: 00cIyKUBaHUE.

[Teprric aBa mpoliecca — ynpaBJieHUE OPIHIOM H 00CCIICUEHHE JINJSPCTBA B MOJIC — MOYXHO pac-
CMaTpHBaTh KaK 4acTh MHHOBAI[MOHHOTO Tipoliecca Kenyon: onpeneneHre moTpeOHOCTEH KIMEeHTa, BITUS-
HUC Ha HUX U pa3paboTKa HOBBIX MOJICNICH OJCIKIBI, OTBEUAIONICH 3THM 3anpocaM. Tpu Apyrue OTHOCAT-
sl K OTICpAIMOHHOMY TIpoIlecCy: 00ecneueHre MPaBHIILHOTO ACCOPTUMEHTA U TPEJ0CTABICHUE MTOTPEOH-
TEJIO YCIYr BRICOUANIIIETO Ka4eCTRa.

Ynpasiienue 0pIHAOM

B pamkax aroro npouecca Kenyon nocrasuia nepes co00i 4eThipe 3a1auu:
1. Onpenenenue koHUENUMH Op3HIA. CO3AaTh KOMIAaHMU KENYON MMHIK HAlHOHAIBHOTO
OpsHIA C OJHOBPEMEHHBIM YBEIMYEHHEM JIOJIM €T0 TOBApOB B IIKa(y LEJIEBHIX MOKYIIa-
TEJTbHUIL.
2. JloMuHHpYIOIIas KaTeropus: MPOJ0JDKAaTh pa3BUBaTh KaK JOMHHHPYIOIIAN TOBAap B accop-
TUMEHTE KOMIIAaHUU HE(POPMAIIbHYIO OKIY (IPKHHCHI U [IpoUee).
3. Crparerus mo3UIMOHUPOBAHUS. SBOJIONUS UMHKa KEnyon ot 4acTHOW TOPTOBOM MapKu
JI0 Pa3BUTOTO OP3H[A, JIETKO Y3HABAEMOT'O MOTPEOUTEIAMH.
4. OmpeneneHre KOHLENLHWNA Mara3uHa. yBeJIMYMBaTh aCCOPTUMEHT TOBapa U pa3BUBATh Map-
KETUHIOBBIE IPOTPaMMBI.
OTH 3amaun ObUTM HampaBlieHBl Ha (OPMHUPOBAHHE JIOSUIBHOCTH LieseBoro kimeHTa. Ilokaszaremm,
OTpaXkarolllue yCHEeIIHOCTh UX PEIICHUS:
JI0JIsl PBIHKA B OTpeEENieHHOW KaTeropuu (HeopMalibHasi OJIeKAa, HAIPUMED JKHH-
CBI);
npu3HaHue OpIHIA MOTPEOUTEISIMU (MAPKETHHTOBBIC UCCIICIOBAHMS);
YHCJI0 HOBBIX MOKYMaTenei (B roJ).
OTH mapaMeTpbl OTPaXaroT, HACKOJBKO YycrmemHo Kenyon peanm3yeT CTpaTeruio ynpaBiCHUS
Op3HAOM.

OobecneueHue JauaepcTBa B MOJ1€e

DTOT BHYTPEHHUI OM3HEC-TIPOIECC ONMPEALISIICA KaKk 00eCTIeueHNEe MOKYIaTe sl MeJIEBOT0 CETMEHTa
pPBIHKA TMUPOKAM aCCOPTUMEHTOM MOJHBIX TOBApPOB, KOTOPHIE, C OJTHOW CTOPOHBI, MOACPKUBAIIN OPIH]I,
a ¢ Ipyroil — (GopMUPOBAIA HOBBIC TOTPEONUTEIIBCKHE ITPUBBIUKH.

Ycwnns ObTH CKOHIICHTPUPOBAHBI Ha 3(()EKTHBHOM HCIOJIB30BAaHUH WH(POPMAIMHM O HOBBIX BEs-
HUSIX MOJIbI, KOTOPBIE CMOTIIM OBl YAOBJIETBOPUTH BKYCHI OTPEOUTENCH M HE OOMaHYTh WX OXKUJAHUA.
Heob6xommuMo 0060 mOMUepKHYTh BaXXHOCTH HanboJIee paHHETO ONPESIICHHs TeHACHII MOIBI JJIs OBI-
CTPOTO PACIIUPEHUS ACCOPTUMEHTA MAara3WHOB 3a CYET HOBBIX TOBAPOB JIO TOTO, KaK 3TO CAENIAI0T KOHKY-
penthl. [lokazaTeneMm B JaHHOM CiTydae SIBJSLIOCH YHICIIO KITFOUEBBIX TOBApPOB, ¢ KOTOpbiMU Kenyon mep-
BOM BBIIIUIA HA PBIHOK. BTOpOM MoKa3aTenb — 3TO NPOLEHT MPOIaXk HOBBIX MOJENEH, TPECTAaBICHHBIX B
marasuse. Clenyer 3aMeTUTh, YTO aCCOPTUMEHT HOBBIX MOJIEIEH MEHSIETCS OT To/ia K TOY.

Hcrounuk JuaepcTrea

bynyuau cerpio Mara3mHOB PO3HUYHOU TOPTOBIH, KENyon mpekpacHO MOHWMAJa, YTO PE3yIbTaThl
€€ IeITeIFHOCTU B PEIIAIONIEH CTEIICHN 3aBUCAT OT KITFOYEBBIX MOCTABIMUKOB. /(151 Toro ytoOs Kenyon
CMOTJIA IOCTUYh CBOMX aMOWITMO3HBIX IIEJIeH, €€ MOCTABIINKA JOJDKHBI TPOU3BOAUTE TOBAp OBICTPO, Ka-
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YECTBEHHO U MO HHU3KOH 1eHe. Mcrounnkom mumepcTBa st Kenyon sBisiiack TakTUKa CO3MaHus 0asbl
MTOCTaBIIIUKOB W YIPaBICHUS €0, C TeM 4TOOBI HEOOXOAMMBIE 00BEMBI MOJTHBIX TOBAPOB B HY)KHOM ac-
COPTHMEHTE ObUIM BOBpPEMS MPOW3BEIEHBI M OCTAaBJICHHI. [Ipw mpmeMke ToBapa MEpCOHAT Mara3mHOB
TIATEJILHO (PUKCUPOBAIT JIOJIO U3JICIHNA, KOTOPBIC HE MOTJIA OBITh MPEJIOKEHBI TOKYIATEIIM U3-3a He-
COOTBEeTCTBHUSI TpeOoBaHmsM KaudecTBa. COalaHCHpOBaHHAs CHCTEMa IOKa3aTesleil oIlleHWBaia oOIuit
MPOIICHT 3a0paKOBAaHHBIX H3JCIHUI, MPUYEM MOTJIA MPOCIEIUTh KOHKPETHOTO TMOCTABIIHMKA JIe(HEKTHOM
MPOYKITUU.

Bropem moxka3zarenem, XapaKkTepU3YIOIUM HUCTOYHHUK JIUIEPCTBA, SBISETCS CHUCTEMa OIICHKU TIO-
CTaBIIMKA T10 TTapaMeTpaM KadecTBa, IeHbI, CPOKA JOCTABKH U COOTBETCTBUS TCHACHIIMSM MOJIHI.

ITocTosiHHOE HAIMUHNE TOBapa

DTOT mpoliecc ONpEAeIsieT CBOCH LENbI0 «COBEPILICHHBIN 3a1acy», KOTOPbIM MOApPa3yMeBaeT yIOBJie-
TBOPEHHE 3aMPOCOB MOTPEOUTENS, pacmupeHrne oobemMa Mpoax, yBeJIMUeHUE BaIOBOW mpubsm. J[aH-
Has LeJb AOCTUTAeTCsl MPABMWIBHBIM IIAHUPOBAHUEM M NPEAOCTABICHUEM IOKYHATeNl0 HE0O0X0IUMOTO
KOJIMUECTBA TOBAPOB HYKHBIX Pa3MEPOB M PACLBETOK U CHAOKEHHEM Ka)KAOTO Mara3uHa CeTH acCOpTH-
MEHTOM, COOTBETCTBYIOLIMM BKYyCaM ILI€JIEBBIX IPYIIN KIUEHTOB. B 3TOM ciydae mokaszarenem Oe3ymnped-
HOH paboTHI OTAENA 3aKyMOK SIBJISETCS MPOLEHT OTCYTCTBUSI B aCCOPTUMEHTE KIIFOUeBOro Ttoapa. OmHo-
BpEMEHHO HeoOX0auMO pa3paboTaTh CleUAIBHBIN TapaMeTp, XapakTepHU3yOLIUi IPYry0 KpaHOCTh —
MEePEHACHIIIEHHOCTh CKJIa/1a TOBApaAMHU.

A moxazartens My IPaBUIIBHOTO PacIpe/ielieHrss TOBAPOB M0 Mara3uHaMm SBISIIOTCS, C OJHOM CTOPO-
HBI, 0011Iee KOJMUYECTBO <3aJieKajioro» ToBapa, a ¢ APYyroi CTOPOHBI, A0S U3AEIN, KOTOpbIE MPUXOAUT-
sl epepacnpeaessiTh MeKAy MarasuHaMH.

3anomuHamomeecsi 00cJay:KHBaHUe

[Tokazarenn 3TOrO Mpolecca — IIECTh TEMEHTOB OOCIY>KMBaHUSI BHICOYAHIIIETO KaYeCTBA — MBI
y>K€ OMUCHIBAIIM BBILIE. DTOT MapaMeTp OJUHAKOBO HCIOJIB3YETCs KaK B KIIMEHTCKOM COCTaBIIIONIEH, TaK
U B COCTaBJIONICH BHYTPEHHHX Om3Hec-mporeccoB. B nomomnenune Kenyon paspaboTana cuctemy 00-
paTHOM CBSI3H C MOTPEOUTEIEM: OIICHKa OOCTYy)KMBAHUs B Mara3uHax cetu B baymwiax (cm. puc. 5.6).

(PHHAHCOBAA cOCTABNAIKWAA

Poct
/' npUBLINKU ‘\
PacwupeHune [peneoan
NpPOHHUKHOBEHMA e
Ha pbIHOK
KnueHTcKaA cocTaBNAKILAA
XapakrepMcTMKKH NpoayKTa BianmMooTHOWeEHMA
EpsHg « Moga u uzaitn ¢ noTpebuTenem
* Hunmk 0panaa & Ka4yecTeo U COOTBETCTEHE « YpoBeHL 00CnyKuBanus
#* BuirogHbie weHbl « [locTosaHHoe Hanw4ne
ToBapa
& & i
CocTasnAlaA |BHYTPeHHWY BU3Hec-NpoLeccoB
Nuaepctes B Moge
 lleperie Ha poinke JanomMuHaroWweecA
¥npasneHue 6paHA oM @ Jloxoap! 0T HOBLIX HOAENei oBcMpKMBaHKe
« [lona peinka (ueneesie . + "TauHCTEEHHLIA NoKynaTens™
KaTeropuu notTpeduTene) METOUHWKM NUA epeTEa
w [lpUzHaHUe Opanna .
Hp = * Bozepar Heka4eCTBEHHOR MocToAHHOR HANKYKe TOBapA
« Hoeble knHenTeI NpoAyKUHK « lpouenT oTcyTeTBMA TOBapa
» QueHKa BeATENLHOCTH (onpenenexHLIe HopenH)
HOCIAE linka » OGHOBNEHKWE 3anacoe

Pucynok 5.6. B3aumocsssb cocrapasironmx CCIT — Kenyon Stores
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Metro Bank

Cocrassitonasi BHYTpeHHUX OH3Hec-mporieccoB kommannu Metro Bank criemyer Toit ke cxeme,
KoTopyro Mbl onucaiu Aysi Kenyon. Bo3mosknoct Metro Bank coctosiT B e HHHOBALIMOHHOM TpoIiecce,
KOTOPBIH 3aKIII0YaeTCA B BBIOOpE IIENIEBBIX CETMEHTOB PbIHKA M padOTe HA HUX, U OLICHUBAIOTCS IOKa3a-
TeJeM MPUOBUILHOCTH. DTOT IMOKa3aTelb «paboTaeT» Ha OCHOBE CHCTEMBI pacdeTra ce0SCTOMMOCTHU TI0
BUIY XO3SIICTBEHHOW AEATEIbHOCTH M OLCHUBACT €XEMECAYHBbIC MPHUOBUIM M YOBITKM MO KaXAOMY U3
TpeX MHIJUIMOHOB CUETOB OaHKa. BO3MOXHOCTH CO3/1aBaTh HOBBbIC (PMHAHCOBBIC MPOIAYKTHI IS IENIEBBIX
noTpeduTeneil onpeaensercs A0Jae 10X0Aa OT NPOJAXKH 3TUX IPOIYKTOB, a CHIOCOOHOCTH MOCTABIISATh UX
Yyepe3 ONTUMAIbHBIE KaHaJbl paclpeAesieHUs] — J0JIeH COBEPLICHHBIX ONEpaluil OT CACJIOK MO APYTUM
KaHaJaM.

OCHOBHOH 1eJIBI0 BHYTPEHHEH COCTABIISIONICH ObUTO yBenndeHrne d(PPEKTUBHOCTH 3a CUET YHUCIa
KJIMEHTOB LIEJIEBBIX CETMEHTOB PBIHKOB, C OJHOW CTOPOHBI, M YIJIyOJIEHUS CBS3el MexXny OaHKOM U €ero
KJIMeHTaMu — ¢ Jipyroii (cM. puc. 5.7). [locTaBka MpOAYKTOB M YCIYT MOTPEOUTEIO OLICHUBAIACH JIBYMSI
COBOKYITHBIMH WHJEKCaMHU:

«IyTh K HETOBOJBHOMY KineHTy» («Trailway to Trolls»);
YIOBJIETBOPEHHOCTh NOTPEOUTEIS.

CtoumocTHaA
Uenodka WHHOBALMOHHLIA OnepaunoHHeIi TMocnenpoaakHoe
npouece npouecc OSCHWHBaH“e
ek -l Byl o
| | | ]
| ¥npaeneHue BUsHecoM
OnpegeneHune c 2::5:' Onpeae-\\ p, Lok Pacnpe- } \ Bsaumo- \ ypapnereopenme
HOTPESHOCTEE 03aaHue neHue " JAeneHWe BLITDA- no-rpeﬁuocreﬁ
I pPeIHKa npo- KaHanoe — L obcny- HEIE OTHO-,
AYKTa cibITa poa MHUBAHME weHusA LR
¥YnpaeneHWe pUCKOM
2
CTpaTervyeckmne
HanpaeneHWA
Ll;nesble MoTpedutenn KadecteO MepekpecTHEIe
L bl M KaHankl ¢6kITa o6 CMPRMBaHUA np oA KM
CermMeHTbI
CTparernmyeckue
nokasaTenu
» KayectBo gonu # [poueHT goxopa + YAoBNeTBOpeHMe » Koacppuument
peIHKA (NPpUSbING- OT NP OA KM noeTpebHocTeR nepekpecTHbIX
HOCTb CErMeHTa) HOBBIX yCnyr KNKWeHTa cAenoK
« CTpyKTypa KaHanoe » 'TlyTb K HeaoBoNL- * Yucno caenok
cAenKH HOMY KnueHTy" Ha oaHoro
COTPYAHHKA
* Noxon oT enepaumni
Ha 0AHOro
COTPYAHMKA

Pucynok 5.7. CocraBasiioniasi BHyTpeHHHX Ou3Hec-nmpoueccoB — Metro Bank

ITepBorit mokasarens (trolls — BembubUMBBIC CBEpX TPeOOBATEIBHBIC MOTPEOUTENH, CM. TIPHUITIOKE-
HHUE K 3TOH I7IaBe) COCTOSIT M3 CTa BO3MOXKHBIX CIIy9aeB HEAICKBATHOTO OOCIY)KHBAHHS, KOTOPOE BbI3bI-
BaeT pazapaxeHue nmorpedurens. CMCOK ITUX MPUMEPOB OB PACTIPOCTPAHEH CPEIU MEePCOHANIA OT/E-
neHus 0aHKa, ¢ TeM 4TOOBI KaXKIBIH COTPYAHUK CTpeMmuicsa ux mizberats. HIEKC yIOBICTBOPESHHOCTH
MOTPEOUTENS OTPENETIICS €KEMECIIHBIM OTIPOCOM BRIOPAHHBIX HAyraJ MOCETHTECH.

B menom cocrapisitomias BHYTPEHHUX OHM3Hec-mporieccoB kommanuu Metro Bank orenuBana ee
CIOCOOHOCTH HaXOAUTh MPHUOBLTLHBIC CETMEHTHI PhIHKA, Pa3pabaThiBaTh HOBBIE MPOIYKTHI U YCIAYTH IS
HUX, POIABaTh yXe CYIIECTBYIOIINE MPOAYKTHI, a TAKKE OKa3bIBaTh YCIYTH CBOUM KJIFIEHTaM CBOEBpE-
MEHHO, 3()()EeKTHBHO M Ha BEICOKOM YPOBHE.
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Pioneer Petroleum

Ham Tperunii mpuMep HILUTIOCTPUPYET COCTABIAIONIYI0O BHYTPEHHHX OWM3HEC-TIPOLIECCOB, pa3zpado-
TaHHY!0 B KommaHuu Pioneer Petroleum. Kak mbl yxe rosopwiu B riase 4, Pioneer padoraer ¢ aByms
TUIAMHU MOTPEOUTEINCH: MPSAMBIC KIMEHTHI (MIEPh) M TOKYHNATENIU MPOIyKTOB KOMIAHUHU Ha 3ampaBoy-
HBIX cTaHIMsAX. YnomsHyTas cocraisomas CCII komnannu coueraer B ce0e LEIM U MOKa3aTean, KoTo-
pBIe OJDKHBI OTBEUATh OXKHIAHUAM M TeX, u aApyrux. s aunepoB Pioneer ycraHoBuiia B KauecTBe IO-
TPEOUTENBCKOM e YAOBJICTBOPEHHE 3ampocoB (cM. puc. 5.8, mpaByro konoHKY). Llens cocrapmstomieit
BHYTPEHHUX OM3HEC-TIPOIIECCOB BKIIIOYAET ABA KOMIIOHEHTA:

pa3paboTKa HOBBIX IPOJYKTOB U yCIIYT;
pa3BUTHE AUIEPCKON Oa3bl.

Pa3zpaboTka HOBBIX MMPOAYKTOB U YCIYT (DaKTUUECKH aHAIIOTUYHA YOBJIETBOPEHUIO 3aIIPOCOB JINJIC-
POB U KOHEYHBIX MOKymnarenei. Pioneer moxer crath 0oJice MPUBICKATESIBHBIM MOCTABIIMKOM JIJISI TAJIC-
POB, IPEAJIOKUB UM IHUPOKUIH aCCOPTUMEHT NPOAYKTOB M YCIYT U TEM CAMBIM IPEIOCTABUB UM BO3MOXK-
HOCTb KOHKYPHUPOBATh 32 MOKYIATEJ HE TOJIBKO IO IIEHOBOMY MapaMmeTpy. To ke camoe MOKHO CKa3aTh
¥ 0 BTOPOU Tpymre NoTpeduTenei mpoaykiuu kommnanun. [lokazarenemM JOCTIKEHUS 3TOHN EJH SIBIISTFOT-
Cs1 JOXOJIbI OT MPOAAKH COMYTCTBYIOIIUX TOBAPOB, HAIpUMeEpP MPOAYKLNN MUHA-MApKETOB, HA 3alpaBoy-
HBIX CTAHIMSX U OOCITYyKHUBAaHUS U MEJIKOTO PEMOHTa aBTOMOOHUJIeH. DTOT NOKa3aTellb CPaBHUBAJIM C 3Ta-
JIOHHBIMH PE3YJIbTaTaMH JIMIAECPOB UHAYCTPHUHU, IPUUEM YUUTHIBAIM OOIIMN 10XOA OT MPOJAXKU COIYTCT-
BYIOIIMX TOBAPOB, a TAKXKE OT NPOJAX HAa KBaIPaTHBIN METpP IUIOIIAAX TOPTOBOTO MIOMEIICHHUS.

PasButne nunepckoii 6a3pl XapakTepu3oBaiack AByMs nmokasarensimu. Kommanus Pioneer paszpabo-
Taja CHeHaIbHYI0 METOAUKY JJIsl CBOMX TOPTOBBIX MPEACTABUTENCH, KOTOpas B 3HAYUTENBHONU CTEIEHU
IIOMOTJIa UM OLICHUBATh ACATENBHOCTD JUIEPOB B COOTBETCTBUU CO CIEAYIOIIKMMHU ITapaMeTpaMu:

(MHAHCOBBIN MEHEIKMEHT;

o0cyXKMBaHHE U MEJIKHI PEMOHT aBTOMOOUIIEH;
YIpaBJiIeHUE NEPCOHATIOM;

MOMKa MaIliH;

MUHH-MapKeThI,

3amnpaBKa;

COBEPIIECHCTBOBAHMUE OMBITA 3AKYIOK.

Ota cucrteMa OLEHOK MO3BOJISIET AUJIepaM OLIEHUTh BO3MOXHOCTH caMocoBepiieHCTBOBaHUs. Kom-
MaHusl UCTIOJIb30BANA 3TY K€ CUCTEMY IOKa3aTeslel AesITeNbHOCTH, AJSl TOrO YTOObI HOHSTh, HACKOJIBKO
KauyeCTBEHHO PabOTalOT ee AHUJIephI, a apaMeTp COXpaHEHHs AUIEPCKOM 0a3bl CBUACTENBCTBOBAN O TOM,
HAaCKOJIbKO JIOSTTBHBI KOMIIAHUH KP YITHBIE TAPTHEPHI.
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MUHAHCOBBLIE NOKasaTenu
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Pucynok 5.8. Bzaumocssizb coctaBasiioummx CCII — Pioneer Petroleum

JIost IpyToii TPyIIBI CBOUX KJIMEHTOB (KOHEYHBIX MOTPEOUTENEi) B JOMOTHEHUE K 1IeIH pa3padoT-
KU HOBBIX MPOJIYKTOB U yciyr Pioneer ompezaenunia eie oaHy Ielib — MPOJIBIKCHUE UMUKa OpIH/a.
ITokazareneMm ee MOCTMKEHUS SABISAETCS JOJ KOMIAHWM Ha PBHIHKE B KIFOUEBBIX PETMOHAX B TpEX Liele-
BBIX CETMEHTaX MOTPEOUTENBCKOTO PBHIHKA: <IOPOKHbIE BOMHBI», KUCTHHHBIE KOHCEPBATOPHI», MOKOJIE-
uue F3 (cm. rnaBy 4). [[yist TOro 4ToObI OLICHUTH KQU€CTBO YCIYT, MPEI0CTABISIEMbIX JIMIIEH3UPOBAHHBIMU
aunepamu, Pioneer ucronp3oBana MeTOAMKY «TaMHCTBEHHBIN MoKymaTtenb». OHa 3aKiovaeTcs B clie-
JIYIOIIEM: TIPEACTABUTEND HE3aBUCHMOW TPETBEM CTOPOHBI NIENAECT €KEMECAYHBIE MOKYNKHA Ha KaXXIOW
3ampaBOYHOM CTaHIMK, IPUHAJICKAIeH Pioneer, a pa3 B 4eThipe Mecsilia — Y MECTHOTO KOHKYpPEHTa.
«TanHCTBEeHHBIN MOKYIIATENb» MPUOOpETaeT OEH3WH U €1y, MOCJIE YEro BBICTABIIACT OLEHKU B CIICLHATIb-
HOHM KapTe, KOTOPBIE 3aT€M CPaBHHUBAIOTCS ¢ OamiamMu KOHKypeHTa. OOBIYHO OLIEHKH BBICTABISIOTCS MO
IISITH IapaMeTpam:
BHEIIIHUH BU,
HACBIIIEHHOCTh PETHOHA 3allPaBOYHBIMY CTAHIMSMU,
30HA MPOJAK;
TIepCOHAI;
COCTOSIHUE TYaJIeTOB.
PelitnHr no cucreMe «TaMmHCTBEHHBIN MOKYNATeNb» MPEAOCTABISLII JHUIEH3UPOBAHHBIM AWIIEpaM
WH(POPMALIUIO C IETBI0 CO3TaHHUs HOBOTO TOTPEOUTEILCKOTO MPEIOKEHH S, KOTOPOE TPUBICUET KIMCH-
TOB U3 YKa3aHHBIX LEJEBBIX CETMEHTOB PBIHKA.

3AKIKOYEHUE

DopMynHpys COCTABISIONIYI0 BHYTPEHHUX OM3HEC-TIPOLIECCOB, MEHEIKEPHI ONPEACIISIIOT Hanbojee
Ba)KHBIC BUJIbI ACSITEIBHOCTH, KOTOPBbIE HEOOXOIMMO YCOBEPIIEHCTBOBATE, YTOOBI YOBIETBOPHUTD 3aIpo-
CBl M IOTPEOHOCTH aKLIMOHEPOB U KIMEHTOB LIEJIEBOIO CETMEHTA PhIHKA. |pagullMOHHAsl CHCTEMA OLICHKH
3P PEKTHBHOCTH MPEANPUATHS (POKYCHPYETCS TOJIBKO Ha KOHTPOJIE U YIYYIICHUH TaKUX MMapaMeTpoB, KaK
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U3EPKKH, KaueCTBO M MPONOJDKUTEIBHOCTh BPEMEHHOTO LMKJIA CYIIECTBYIOLIEro OW3HEC-Tpolecca.
CbamancupoBaHHasi CUCTeMa IMOKa3aresed, HapOTHB, TO3BOJIIET HACHTU(UIMPOBATh BHYTPEHHUE IIO-
TpeOHOCTH Ha OCHOBAaHMH OKHMJIaHUH, 3aIPOCOB U NOTPEOHOCTEN KIMEHTA.

Hanpumep, WMHHOBAIIMOHHBIM NPOLIECC CETOAHSI CUUTAETCS KU3HEHHO Ba)KHBIM KOMIIOHEHTOM CO-
CTaBIJIIOIIEH BHYTPEHHUX OU3HEC-TIPOLIECCOB, MMOCKOJIBKY OH, BO-TIEPBBIX, IOAUYEPKUBAET HEOOXOIUMOCTD
BBISICHEHUSI XapaKTEPUCTHUK IIEJICBBIX CEIMEHTOB PBIHKA, IJI€ KOMIAHHUS coOMpaeTcs MPEIIOXKHUTh CBOU
Oyayiue OpoAyKThl U YCIYTH, a BO-BTOPBIX, IT03BOJISIET M300peTaTh U pa3padaThiBaTh TaKWE HOBbIE IPO-
IOYKTBl U YCIYI'H, KOTOPBIE YAOBJIETBOPAT OyAyliue NOTPEOHOCTH KIMEHTOB M3 3THX CErMEHTOB. Takoit
MOAXO/1 MIO3BOJISIET KOMIIAHUH YACJIUTh 3HAUUTEIbHOEC BHUMAHUE HAYYHBIM HCCICIOBAHUIM, IPOEKTHPO-
BaHHUIO U pa3pabOTKe HOBBIX TOBAPOB, YCIYI U PHIHKOB.

OnepannoHHBIN MPOLIECC OCTACTCS CYIIECTBEHHOM COCTaBIIOLIEH 001Iero OusHec-mporecca, a mno-
CJIEIIPOIaXKHOE OOCITyKMUBAaHUE TO3BOJISIET KOMIIAHHUSIM ONpEACIUTh HanboJiee BaXKHBIE ACTIEKTHI YCIYT,
KOTOpbIe HEOOXOJUMBI IOTPEOUTEIIO MOCIE TOCTABKH 3aKa3a.

NMPUNOXEHUE. MOKASATEJIN ONEPALUUOHHOIO NPOLIECCA —
BPEMA, KAHECTBO U U3OEPXKU

NMokasaTenb «TexXHoONoru4yeckoe BpemMsa»

[ToTpeburenbHast HEHHOCTh MPEAJIOKEHHS LIETIEBOMY MOTPEOUTEN0 YacTO BKJFOYAET TAKOM Bax-
HEeHIMiA apaMeTp, Kak BpeMsi OTBETHOH peakiuu Ha 3ampoc (cM. raBy 4). MHOTUe KIMEHTHI BBICOKO
OLICHAT KOPOTKHE CPOKH JIOCTaBKH, U3MEpPsieMble MHTEPBAJIOM BPEMEHH C MOMEHTA Pa3MEIICHUs 3aKa3a
TO MOMEHT MOJy4€HHUs MPOJAYKTa MIM yciyrd. Ho HemanoBakHOe 3HAaUCHHE MMEET TakkKe HaleXKHOCTh
COOJIIOIEHHSI ATHX CPOKOB, OLlCHWBaeMas Tokaszarenem cBoeBpeMeHHOi noctaBku (OTD). IpousBonct-
BEHHbIE KOMIIAHUH, KaK TPABUJIO, HAYT IBYMSI IIYTSIMH, HpEAsaras KOpOTKUE U HAICKHBIE CPOKHU JAOCTaB-
ku. [lepBoiii — a¢ddexTuBHAS, Hage)KHAS, KAUECTBEHHAsI, KOPOTKAsl CXeMa BBITIOJHEHUS 3aKa3a, JAomias
BO3MOYHOCTB OBICTPO pearupoBaTh Ha JI000H 3ampoc notpedutens. BTopoit — npousBecTH U Aepxartb
Ha ckyajie OOJBIION 3amac BCEro acCCOPTUMEHTA TOBAPOB, C TEM YTOOBI 10 NMEPBOMY TPEOOBAHUIO MOTpE-
OuTens OTrpy3UTh HEOOXOAUMbIE KOJMYECTBA TOTOBOM MPOAYKUUU. [lepBblil MyTh MO3BOJISIET KOMIIAHUH
OBITH HEOPOTUM M HAJCKHBIM MOCTABIIMKOM. BTOpOoil 0OBIYHO MMeEET pe3yabTaToOM BBICOKHE H3IEPKKH
MPOU3BOJCTBA OOJBIINX 00BEMOB TOBAPOB, XPAHEHUS 3allacoB Ha CKIAJe, CIUCAHUS YCTapeBIIUX IpO-
IYKTOB, & TaKXe HECIIOCOOHOCTH OBICTPO pearnpoBath , Ha 3aKa3bl MPOAYKLUUU, KOTOPOH HET B HATUYUH
(moCKOJIBKY, KaK MPaBUIIO, MPOU3BOJICTBO CO3/ACT 3aMachl CTAHIAPTHOHN MPOAYKIMK). MHOTHE Npeanpu-
SITHSI TIBITAIOTCS TIEPEUTH Ha MEPBBIA MYTh BBHIMOJHEHHS 3aKa30B MOTPEOUTENS, TO €CTh Ha BBINOJHEHUE
HEOOJBIINX 3aKa30B «TOYHO B CPOK», IO3TOMY COKpAILICHHE TPOJODKUTEIBHOCTH BPEMEHHOTO, HIIH TeX-
HOJIOTMYECKOTO, LIMKJIA CTAHOBUTCS HaWBAXKHEHILEH LENbl0 BHYTPEHHHX OW3Hec-mporeccoB. JuTens-
HOCTb BPEMEHHOTO, WJIM IMPOU3BOACTBEHHOTO, IUKJIA MOKHO M3MEPUTh MHOTMMHU criocobamu. Haganom
LMKJIAa CYUTAIOT BpeMsl, KOTa!

MOJy9eH 3aKa3 OT MOTPEOUTENs,
3aKa3 Ha MPOM3BOACTBO JAHHOH MapTHUH BKIIFOYEH B Tpaduk;
3aKa3aHO ChIpbe JAJIS1 3TOr0 MPOU3BOICTBA,
MOJIY4EHO CBIPHE;
Ha4yaTo NPOU3BOACTBO 3aKa3a.
Konen nukina — 310 cpok:
3aBepIICHUSI POU3BOJICTBA 3aKa3a,
TOTOBHOCTHU K OTTPY3KE 3aKa3a MJIM IPOU3BEIECHHON NMapTUH TOBAPOB,;
OTIPY3KH 3aKasa,
MOJIY4EHUS 3aKa3a MOTpeOUuTeIeM.

Breibop Hauanma ¥ KOHLA LMKJA OMpEAessieTcs] JJIMHOM MPOU3BOACTBEHHOIO IPOIEcca, BO3MOXK-
HOCTb COKpAILIEHUsI KOTOPOTO BCEIla OCTAETCsl OJHOW M3 BaXKHBIX 33/1a4. B 6ojee mMpPOKOM CMBICIIE LTUKIT
BBITTOJIHEHUS 3aKa3a OTPEAEIIIOT KaK MHTEPBaJl BpEMEHU ¢ MOMEHTa 0(hOpMIIEHHS 3aKa3a MoTpeouTeIeM
JI0 TIOJTYYEHHS UM BBIIIOJIHEHHOTO 3aKa3a OT MMOCTaBIIUKa. B 6oJee y3KOM MOHMMAaHUN OH UCYHUCIISIETCS OT
HayaJia MPOU3BOICTBA 3aKa3aHHOW MAPTHH MPOAYKTA 0 3aBEPIICHUs 3TOro npou3Boactsa. Ho kakoe Obl
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oTpe/iesicHHe HU ObUTO MPUHSTO, KOMITAHUS MMOCTOSTHHO HINET MYTH COKPAIICHUS MPOJODKUTEILHOCTH
MPOU3BOJICTBEHHOTO ITUKJIA, CTaBs TAKYIO IEJh MEPE] BCEMU CBOUMHY PabOTHUKAMHU.

[Mokazaresnp, HCIOIB3YEeMbIi MHOTHMH TPEINPUATHSIMHU, MEPEXOANIMMA HA MPOU3BOJCTBO TIO
MPHUHIIMITY «TOYHO B CPOK», Ha3bIBacTCs <«A(h(HEKTHBHOCTh MPOM3BOACTBEHHOTO IuKIIa» (manufacturing
cycle effectiveness, MCE) u paccunthiBaercs o Gpopmyie:

BpemAa nponseoacTBa
MCE = P P

HPOHOHH{HTEHbHOCTh obwero NpoWUIBEOACTEEHHOM LHMKNA

[Momydaennusiii k03P HUIIMEHT MEHBIIIE eIUHUIIBI, IOCKOIBKY
[pogonxuTeiIbHOCTH 00111€T0 MPOU3BOACTBEHHOTO IMKJIA =

Bpems + Bpewms koHTpoas +  Bpems mepememe- + Bpems npocTosi/
NPOM3BOACTBA Ka4ecTBa HUSA XpaHeHus!
NPOAYKIUH

Jlis MHOTHX MpEeAnpusiTHl BpeMmsl, 3aTPauyeHHOE HEMOCPEACTBEHHO Ha MPOM3BOJACTBO, COCTABISIET
MeHee 5% 0T MPOJODKUTEIIBHOCTH OOIIEro MPOU3BOJCTBCHHOTO IUKIA. TakuM o0pa3oM, ecii OOITHit
MPOM3BOICTBEHHBIN IIMKII cOCTaBIsieT 1ecth Heaenb (30 pabounx jaHEit), TO Ha OCHOBHOE MPOM3BOJICTBO
noTpedyeTcst BCero OAMH-ABa AHs. B TeueHue ocTtanbHOTO BpeMEHH NPOAYKIHS MOABEPraeTcsi KOHTPOIIIO
KadecTBa, mepeMernaercs mo ¢Gpadpuke WM XpaHWUTCS Ha ckiane. [Ipw mmeansHOM mporecce «TOYHO B
CPOK» JIUTEJIbHOCTh OCHOBHOTO M O0ILEro MpOM3BOACTBEHHOTO HHUKIOB OguHaKoBa. COOTHOLIEHHE Me-
x1y aumu (MCE) paBHO 1 — 1eib, KOTOpast, Tak K¢ Kak U MPOU3BOJCTBO Oe3 Opaka, sBJsIeTCS HeIOCTH-
KUMOH, OJTHAKO CTOUT TOTO, YTOOBI K HEW CTPEMHUTHCSI.

Unes npumenennst MCE cocTouT B TOM, 4TO BCe BPEMEHHBIE 3aTPaThl 32 UCKIIOUYEHUEM H3JIEPIKEK
OCHOBHOTO IPOM3BO/ICTBA, @ MUMEHHO KOHTPOJISI Ka4ecTBa, NepepaboTku Opaka, MepeMeIeH s POIyKIINH
U €€ XpaHEHUs, ABJSIIOTCS MyCTHIMU BPEMEHHBIMH 3aTpaTaMi, HE y4acTBYIOIIMMH B CO3[aHUU A00aBIICH-
HoO# ctommocTH. [lo mepe mpubmmxenuss MCE k 1 cranoButcs siIcCHO, 94TO Hed(h(heKTUBHBIC BpEMEHHBIE
3aTpaThl COKPAIIAIOTCS, 8 BO3MOKHOCTH OBICTPOTO BBIIIOJIHEHUS 3aKa3a YBEINYUBACTCS .

NMPUMEHEHUE NMOKASATEJA BPEMEHU B COEPE YCIYT

[Mponeccrr «rouno B cpok» u kodpdummenT MCE Obin pa3paboTaHsl 1J1si TPOU3BOICTBA, OJHAKO
uX ¢ OOJIBIIUM YCIIEXOM TMPUMEHSIOT KOMIIaHHUH, 3aHAThIe B cepe yciyr. bonee Toro, muis HEX mokasa-
TeJb COKPAILICHHUS] BPEMEHHOTO LIMKJIA BayKHEe, YeM JUIsl TIPOM3BOJCTBA. KaXKIbI 3HAET, HACKOJIbKO He-
TEepIUMBI OBIBAIOT OTPEOUTENHN, TPATS APATOLEHHOE BPEMsI B 0KMIAHUH MTOTY4EHHUS YCIYTH.

Bossmewm, k npumepy, 6anku. MHOTHE 3HAKOMBI C MPOLEAYPON MOMYYCHHS KPEeAuTa il MOKYIKU
noma. CHavaia HY)KHO NMPHUUTH B OaHK, 3alOJHUTHh aHKETY C MHOTOYHCJICHHBIMH Bompocamu (padora,
3apIuiaTa, JOXO0/Ibl, UMCIOIINECs 00s3aTeNbCTBA 110 APYTUM KPEAUTaM) U YKa3aTh PHIHOYHYIO LICHY J0Ma,
KOTOpBI BBl cobupaerech KynuTbh. [locne 3toro Bac mobiaromapar 3a BRIOOp MMEHHO 3TOTO OaHKa H
MPEAJoKaT BEPHYThCA Uepe3 TPU-UEThIPE HEACIH, YTOOB Y3HATh PEIICHUE KPEAUTHOTO KOMUTETA.

Bune-npesuaent ogqHoro u3 0aHKOB, XOPOILO 3HAOIINK, YTO CTAaHJAPTHBIN BPEMEHHOW LIUKJ pac-
CMOTpEHUS MOJOOHBIX 3asBICHHUI cOcTaBisieT 26 qHEM, MOTPOCHII CBOUX COTPYIHHKOB COCTaBHUTH KapTy
BpEMEHHBIX 3aTpaT Ha KaKAbIH Tako# mpouecc. Okazaiock, yTo Ha paboTy, pe3yabTaTroM KOTOPOH SBIIS-
eTCsl OTBET KIMEHTY «aa/HeT», npuxoautcst 15 MunyT u3 26 nHeit u, cienoarensHo, kodpduipent MCE
cocrasnser 0, 0004. Bume-nipe3uieHT MoCTaBUII 33/1a4y MEPECMOTPETh MPOIECC TAKUM 00pa3oM, 4TOOBI
OTBET «Ia/HeT» KIMEHT mnoitydan yepe3 15 munyr nocne nogauu 3assieHus. MCE craHoBuiics paBHbIM 1.
[lepconan 6aHka g0DKEH OBUT MIPOJOJIKATH BBITIOJIHATE BCIO HEOOXOAUMYIO paboTy, CO34aI0IIYI0 100aB-
JICHHYI0O CTOMMOCTb, COKPaTUTh BCE OCTalbHBIE BpeMEHHbIC 3aTpaThl. [loHaYamy COTpYAHUKH 3asiBHIIH,
YTO 3TO MPaKTUUYECKH HEBO3MOXHO. Cpenu mpouyux npoueAyp Obuia, HampuMep, Takas, Kak HOJIydeHUue
BCEX HEOOXOIAMMBIX KPEIWTHBIX AAHHBIX, YTO 3aHMMAajO HM MHOTO HH Majlo Heaeno, a To u ase. Cre-
Iyromien craguel ObuTa oneHKa Beell mH(OopMaIuy, NoTydeHHONW OT KaKIOTO KIMEHTa, OOpaTHUBIIETOCs
3a kpeauToM. OHAKO, KaK 0Ka3alock, OOJblIas 4acTh aHATMTUUYECKONH pabOThl MOXKET OBITH aBTOMATH-
3WpOBaHa MPH MOMOIIM WH(OPMAIMOHHBIX TEXHOJOTHA. Teneps KIMEHTY TOCIe 3al0THEHUS 3asiBICHUS
Mpe/yIarajJoch NpouTH B Kaderepuii BEIMUTH Kode, a 3areM BepHyThCs B ouc. K aTomy BpemeHn oTser
6T TOTOB™. ECTECTBEHHO, GBICTPOTA PEIICHHS TPOGIEMbI OyISHHs KPSAUTa Ha TIOKYIIKY XKHIIbs OKa-



86 Yactb niepBast. [1aBa 5
3aJ1aCh OYEHb MPUBJICKATEIBHOMN JJI1 OTPOMHOIO YKCJIA HOBBIX KJIIMEHTOB.

AHaJIOTHYHBIM 00pa30M MOCTYNAIOT MHOTHE KOMITAHWH, CIAONIHE B POKAT aBTOMOOWIIH, U HEKO-
TOpBIE OOJBINKE MPEINPHUATHS TOCTUHIYIHOTO OM3HECa, KOTOPhIE aBTOMAaTHU3MPOBAIN, a CJIEOBATEIHHO,
HaMHOTO COKPATHIIN BPEMEHHOM ITUKII PETUCTPAIlUN U BRIMUCKU KIMEHTOB. TakuM o0pa3om, U IPOU3BOI-
CTBEHHBIE, W CEPBUCHBIC KOMITAHWH, OMPEACIMBINNE CBOCH IENbI0 yIOBICTBOPEHHE BHICOKHX TpeboBa-
HUW KJIMEHTA, BKIIOYAIOT B CBOM cOalaHCUPOBAaHHBIC CUCTEMBI Mokasatened kodhdunuent MCE, 3Haue-
HHE KOTOPOTO JOJHKHO MPUOIMKATECS K 1, 9TO CBUAETENBCTBYET O CYIIECTBEHHOM COKPAIIEHUU CPOKOB
WCITOJIHEHU S 3aKa30B MOTPEOUTEIIS.

NMOKA3ATEJIN KAHECTBA

CeromHs MOYTH KaXast KOMITAHUSI IMEET CBOM MPOTPAMMBI YITYJIIICHHS Ka9eCTBA MPOAYKTOB H yC-
JIYT, OCHOBHOM YaCThIO0 KOTOPBIX SBISIIOTCS CIICAYIONIME TTOKA3aTEId Ka4eCcTBa!
quCIo 1e(heKTOB HA MIJUTMOH H3ICITHIA;
BBIXO/I (OTHOIICHHE KOJMYECTBA KaueCTBEHHOW TOTOBOM MPOIYKIIUU K KOJUYECTBY KavuecT-
BEHHBIX MaTEPHAJIOB, U3 KOTOPBIX OHA MMPOU3BECHA);
OTXOJIBI;
HEITUKBHJIBI,
nepepaboTka Opaka;
BO3BpaT;
JIOJISI CTATUCTUYECKH KOHTPOJMPYEMBIX TPOU3BOICTBEHHBIX ITPOIIECCOB.

CepBHCHBIM KOMITAHHSIM 0CO00 CIIEAyeT ONPENEIUTh T¢ HEAOCTATKH B UX BHYTPEHHUX MPOIECCaX,
KOTOPBIE MOTYT OTPHUIATEIEHO TOBIUATH HA U3IEPKKH, OBICTPOTY PEaKkiiy Ha 3alpoC U yAOBIETBOPEH-
HOCTh IoTpeduTens. Metro Bank B kauecTBe 0IHOTO M3 TMOKa3aTeneil pa3paboTa y)Ke yHOMSHYThIH HH-
JIEKC TI0JT HA3BaHHUEM <I1YTh K HEJOBOJHHOMY KIIMCHTY» C IICJIbIO BBISBIICHUS JIe()EKTOB BO BHYTPECHHUX
mporieccax, KOTOpbIe IPUBOIAT K HEYTOBIETBOPEHHOCTH NOTpedbuTeNss. OTMETUM CIEMYIONTNE U3bSHBI:

JIOJITHI TIEPUO]T OKUJIAHUS;

HeTOYHas HHPOpMAIus,

nepuoandeckas HeJ0CTYITHOCTh HEOOXOAMMBIX YCIIYT,
HEBBITIOJTHEHUE 3aMpOca WU CIEIKH;

(bMHAHCOBBIC TIOTEPH KITUCHTA;

HEaJ[eKBATHOE OTHOIICHHE K KIUCHTY;,

HECBOCBPEMEHHOE W HEMOJHOE NPE0CTaBICHNE HHPOPMAITUH.

Oco0eHHO BaXHBINM MOKa3zarenb kKayecTBa, aHanoruuHbli MCE, — 3TO KOJIHYECTBO MPOJYKIIHH,
BBITYLIEHHOM Oe3 Opaka 1 mpomieAeil KOHTPOJIb KauecTBa ¢ nepBoro paza. Oba npumepa WILTIOCTPUPY-
FOT B&KHOCTh TAaKUX IOKa3aTeseit 1 HeoOxoauMocTh nx BKirodeHus B CCII.

National Motors

Heckonbko et Ha3aa OWH U3 aBTOPOB ATON KHHUTH MOCETHJI KPYIMHEHITYI0 aBTOMOOHMIIBHYIO KOM-
naHui, Ha3oBeM ee 31ech National Motors. HauansHuK cMEHBI BeJ TOCTS MO 3aBOJY, C TOPAOCTBIO pac-
CKa3bIBasi O TOM, UTO TMPEANPHUATHE TOJTHOCTHIO TEPenuio Ha pexkuM Oe3nedekTHol paboThl «TOYHO B
cpok». B xadecTBe JOKa3aTeNbCTBA OH MPOJEMOHCTPUPOBAT HH(POPMAITMOHHBINA CTEH I, HA KOTOPOM 3Ha-
YUIJIOCH, YTO MO0 UTOTaM TOCIIEAHEH MPOBEPKH 3aBOJI MOJIydMII BIcOUalmid Oamt 3a paboTy 6e3 Opaxa.
3aTeM yXxe M Tak NOPaKEHHBIN YBUICHHBIM MOCETUTENIh HAabII04al, Kak B 30HE MPOU3BOJICTBA pa3rpyxa-
€TCsl TPAHCIIOPT C CHIPbEM M MaTepuaiaMu, IpYrue pa3Bo3sT TOTOBYIO MPOAYKILHIO MPAMO MO 3aKa3am
kiueHToB. Ho B X0e 3KCKypCHH OH 3aMETHII MHOKECTBO CTeJIJIaXKei CO 3HAYUTEIbHBIMH 3al1acaMH FOTO-
BOo mponykuuu. Ha HauBHBINA BOTpOC, OTKyAa TaKO€ KOJMYECTBO TOBAPHBIX 3allacoB, €CIIM 3aBOA pabo-
TaeT MO MPUHLHITY KTOYHO B CPOK», ObLI MOJIyd€H CHUCXOAUTENBHBIA OTBET. «ITO 30HA NepepaboTKH
Opaka, a He 3amacer». OKazanoch, UTO BBICOKHMX MOKa3aresel KauecTBa NpeAnpusTue JOCTUIIIO Oiaroa-
PA KOHTPOJIIO KauecTBa MPOAYKIMH MOCIE KaKIOTO 3Tana TEXHOJOTMYECKOTO Mpollecca U OTOPAaKOBKE
neeKTHON MpoayKIUU. 3aBOJ] HEC OOJIBIINE 3aTPaThl HA WHCIEKIMIO Ka4eCTBa, BMECTO TOTO YTOOHI Iie-
pecMoTpeTh cooTBeTCTBYIOITHE TTokazarenu B CCII.
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National Electric

B nauasne 1980-x romoB oaHo u3 nmoapasaenenuii komnanuu National Electric, Beimyckaroriee 3Jiek-
TPOHHBIE YCTPONCTBA JJIsI MUHUCTEPCTBA 0OOPOHBI, CTOJNKHYJIOCH C CEphe3HOM NMpoOIeMOil KauecTBa 0/1-
HOTO U3 m3nenui. [pynma KOHCTPYKTOPOB OTIPABUIIACH HA aHAJIOTUYHOE MPEANpUsITHE B SMOHHIO, YTO-
OBl CPaBHUTH IPOM3BOJCTBEHHBIC MPOIecChl. Ha BONpOC SMOHCKUX KOJUIET, CKOJIBKO M3/ICIHN U3 TMapTHA
B 100 mTyK MONHOCTBIO MPOXOAST BECh MPOU3BOJACTBEHHBIN UK, PYKOBOJHTENb ITPYIIEl aMEPUKAHIICB
C BO3MYILEHHUEM OTBETHI. «AOCOJIOTHO BCE. DTH JETald CIMIIKOM IOPOTH, YTOOBI JOMYCKaTh MPOU3-
BOJICTBEHHBIE TMOTEpH». V3BUHUBIINCH 32 HETOYHOCTh MEPEBOJA, SIOHEI TOBTOPHJI CBOHM BOMPOC:
«CKOJBKO M3/IEIMH MPOXOIUT MPOU3BOICTBEHHBIN UK C IEPBOTO pas3a 0e3 Bo3Bpara Ha TOpabOTKy, UC-
npasieHue, usmMeneHne?. Koncrpykroper u3 National Electric BeiHYXIeHBI ObLIM MpPH3HATH, YTO HE
UMEIOT 00 3TOM HU MallelIero mpeacTaBieHus. J[emo B ToM, 4TO Takas CTaTHCTHKAa HE Belach, a BCE
ycunmsi ObUT HAIpaBIeHBl HA MUHUMHU3AIMIO 3aTpaT TpyJda U ONTUMHU3AINIO paboThl obopynosanus. Ha
y4eT APYrux IHokKaszareneil, 0coOeHHO HEeQpHUHAHCOBBIX, HE OCTABAIOCH BpeMeHU. Ha BcTpeuHsbIi BOIIpoC
ATIOHCKUM KOJUIETaM OHH MOJIYYWJIM OTBET: B HacTosimiee Bpemst 96% mpoayKuuu IpoXoauT IPOU3BOICT-
BEHHBIN LIUKJ MOJHOCTHIO 0€3 BO3Bpara Ha NOpabOTKY WM MCIIPaBICHUE, XOTS Bcero 12 mecsueB Ha3aja
sta mudpa cocrasisia 90%. Ceiivac crout 3anaua gosectu ee g0 100%.

ITo Bo3Bpariennu nomoi urxeHepsl National Electric 3aganu te jke BOmpocsl JUPEKTOPY 3aBOJA
HaYaJbHUKY OT/IeNa rapanTuu kadecTBa. OTBera He Obuto. [Tocie cOOTBETCTBYIOMIETO aHAN3A TTOTY IHIIH
muppy — 16%! Bce monumanu, 94T0 €CiM HAUYETo HE NMPEATPHUHSTH, TO UX AHU B OM3HEcCe COUYTEHHL. B
CIIENYIOMINE IIECTh MECAIEB OBbLI JOCTUTHYT Moka3atens 60%, oqHOBPEMEHHO MOSBUIIACH BO3MOKHOCTD
cokparuth uncio padbotaukos ¢ 400 no 300, To ects Ha 25%. dakrryecku 100 yenoBek 3aHUMANCH TEM,
YTO MPOU3BOANIM OpaKOBaHHYIO MPOAYKIIMIO, BRISIBIUIM €€, a 3aTeM HchpaBisui Opak. Kak Toipko 3a-
BOJI TIPUHSUT PEIIeHHE, YTO ITOT «OM3HEC» HE MMEET HUYEro OoOmIero ¢ MPOM3BOACTBOM KaueCTBEHHOU
npoaykiun, 100 genoBek cTau O0JbIe HE HYXHBEI.

OTH MpUMEPHI CBHIETEIHCTBYIOT O BaKHOCTH TAKOTO IMOKa3aTelsi KauecTBa, KaK MPUEMKa KadecT-
BEHHOM NMPOAYKIMH C MEPBOro pasza 0e3 Bo3BpaTa Ha A0paboTKy wiM ucrpasieHue. Heobxoaumo crpe-
MUTBCS K YMEHBIICHUIO JTOJIM MPOIYKTA HA KaKAOW CTaJNU MPOU3BOJACTBEHHOTO MpOIlecca, KOTOPhI He
COOTBETCTBYET crenu(uKauy 3aKas3a moTpeOuTes.

NMOKA3ATEIb U3OEPXEK

IIpn BceM TOM BHUMaHUH, KOTOPOE YAEIAETCS BPEMEHHOMY LIMKITY M Ka4€CTBY, MOXKET MOKa3aThCs,
YTO MOKAa3aTelb U3ACPKEK HE CTOJIb BAXKEH JJI TOCTHXKEHUS MOCTaBIEHHBIX 1enei. Tpaguuuonsslie Oyx-
TaJITePCKHE CUCTEMBI yUeTa OLCHUBAIOT 3aTPaThl U 3()(PEKTUBHOCT OTACTBHBIX MIPOEKTOB, OTIEPALIUi HIH
otznenoB. OIHAKO ¢ MX MOMOIIBIO HEBO3MOXXHO OLIEHUTH OOIIME M3IEP>KKU BCEro0 NMPOU3BOICTBEHHOTO
npouecca. OOBIYHO TakKe MPOLECCHl, KaK BHINIOJHEHHE 3aKa3a, 3aKylKa, MJaHUPOBAaHUE MPOU3BOICTBA
UM KOHTPOJIb, HCIIOJIB3YIOT PECYPCHI U AEATEIbHOCTh HECKOJIBKUX LIEHTPOB OTBETCTBEHHOCTH. OLIEHUTH
3aTpaThl Ha OM3HEC-TIPOIIECCHI CTAII0 BO3MOYHO JIMILIb TOTAA, KOTJA MOSIBUIMCH CUCTEMBI pacdera u3iep-
JKEK 10 BUTY XO3IMCTBEHHOMN JIeSTENBHOCTH .

Hanpuwmep, onanm u3 niepBbix B kKoHIEe 1980-x rogoB 3Ty cucTeMy MPUMEHHI MPOU3BOIUTEINH OJ1-
HOHM M3 TOPrOBBIX MAapOK CPEACTB JMYHON TMTMEHBl. AHAIN3 U3ACPIKEK MO BUAY ACATEIBHOCTH BBISBHI,
YTO OJHUM W3 TJIABHBIX ()aKTOPOB, YBEIMYHMBAIOUINX CEOECTOMMOCTB, OBUI BHIITYCK HOBOTO TOBapa He-
OonpmmMu mapTusiMi. [lo Mepe TOro Kak MOSIBISUIMCH HOBbIE BapUaHThI M3AENHS, MPOU3BOAMIMCE €TI0
HeOombIme MpoOHbIe mapTuH. st 3Toro TpeboBalMCh YacTble OCTAHOBKH OCHOBHOIO NMPOM3BOJCTBA H
nepeHanaaka o0opyaOBaHMs, a 3aTEM BO3BPALICHUE CO BCEMH COMYTCTBYIOLIUMHU 3TOMY MpoOJIeMaMH K
MPOU3BOJICTBY OOJBIINX 00BEMOB CTaHAAPTHOTO MpoxaykTa. [locie Toro kak HOBBIM MPOIYKT MPOXOINI
MPOBEPKY y MoTpeduTeneit u mocrynaia nHpopManus 00 WX MHEHUH, 9acTO TPUXOIUIOCH MEHSTH pe-
LENnTypy, HaIpuMep, U CHOBA MPOU3BOJAUTH elle OoJiee MEJKHE MapTUX HOBOIO MpOAyKTa. PaHblie Bce
3arpaTsl, cBsa3anHble ¢ nmpoueccamu HMOKP, paccmaTpuBanich Kak MpoOU3BOACTBEHHbBIE HAKIAIHbIE pac-
XOJZIbl M OTHOCWJIMCH HA CYET TOTOBOM CTaHAApTHOM npoaykuuu. Hamo ckas3aTs, 4TO MpUMEHSEMBIA NpH
3TOM MPUHIHUI PACIpPEnETICHUS H3AEPIKEK SABIAETCA TPAIULUOHHBIM U I0CTaTOYHO MPOU3BOJIBHBIM. [Ipn-
MEHEHHE aHaIN3a U3JEPKEK XO3SIMCTBEHHOMN IEATEIBHOCTH MO3BOJWIIO BCE MEPEUYNCICHHBIE BBILIE J10-
MTOJTHUTENBHBIE HAKJIAJHBIE PACXOAbI OTHECTH HA HOBBIM BUJ AEATENBHOCTH — 3aIIyCK HOBOTO MPOJIYKTa.
BrisicHuioces, 4To KOMHaHus TPATUT HA 3TOT MpoLecc OOJbIIe CPENCTB, YeM Ja)ke MpEeACTaBIisiia cede.
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Panbie 3arparsl Ha pa3pabOTKy HOBOTO MPOAYKTA YIUTHIBAIMCH KaK PAcXOJbl HA COJEPIKAHUE TTOAPa3-
JIeNeHns HaydHBIX MCCIICOBAHNH, HO HUKOMY HE MPHUXOIWIO B TOJIOBY ITOCUYUTATh, KAKOE YHCIO HOBBIX
TOBApOB pa3pabaTHIBACTCS M 3AITYCKAETCS B MPOM3BOACTBO, MIIM BKIIOUUTH B PACXO/IbI HAa 3TOT OTIEN Ta-
KH€ BBICOKHE 3aTPaThl HA U3TOTOBICHUE MAICHBKUX MTAPTHI HOBOTO MpoaykTa. C OMOIIBIO aHAIHM3a W3-
JIEPKEK 110 BUY NESTETbHOCTH MEHEIKEPhI MOHSIIH, KaKOBBI OOIIHE PacXoAbl Ha 3aITyCK HOBBIX TPOJIYK-
TOB ¥ BO3MOYKHBIE IPUOBUIN OT uX BHenpeHus. Heo6xoaumocts 6ompmieii a¢dexruBHoctn HUOKP cra-
J1a OYEBUIHOM.

[MToxa3zarenn ce6eCTOMMOCTH, Ka4eCTBa M MPOJIODKUTEIBHOCTH BPEMEHHOTO IUKJIIA SBISIFOTCS TPEMS
UCKITIOYUTENIHHO BaYKHBIMH MapaMeTpaMu Il OIIEHKH OCHOBHBIX BHYTPEHHUX Om3Hec-TpoueccoB. Hesa-
BHCHMO OT TOTO, TIPOBOJMUT KOMIAHHS YCOBEPIICHCTBOBAHHE BHYTPEHHUX OM3HEC-TIPOIIECCOB HA OCHOBE
MOCTOSIHHO JIEHCTBYIOIIUX MTPOTPAMM HIIH CIICIIUATBHBIX IPOEKTOB PEMHKUHUPHHTA, BCE TPU MOKA3aTEIs
MPEIOCTABAT aJCKBATHYIO HHPOPMAIIHIO O JOCTIDKCHUH TIENIeH, OTIPEICICHHBIX B 3TUX POTpaMMaXx.

NMPUMEYAHUA

! Komnaunuu, ubs cTparerusi OCHOBBIBAETCS Ha pecypcHoM mozaxoe (resource-based view, cum., nanpumep, D. Callis, C. Mont-
gomery. Competing on Resources: Strategy in the 1990s// Harvard Business Review, 1995, July/August, p. 118—128), moryt
IoXKeEJaTh ONPEACIIUTD LEINU U ITOKAa3aTCIN 1A COCTaBJ‘ISIIOI.IICfI BHYTPCHHUX 6I/I3HCC-Hp0HeCCOB Mpexac, 4€M JIJid KJIMEHTCKOM
WM Jaxe d)HHaHCOBOi/'I COCTaBJ'ISIIOH.Ief?I CCII. HOZ[XOZ[ K CTpaTeruu OM3HECa ¢ TOYKH 3p€HHA PECYPCOB — 3TO IIOIBITKA BOC-
TMOJIb30BAaTbCSA HEKOTOPHIMU KIIFOUEBBIMHU BO3MOXKHOCTIAMU (I/IJ'II/I C(i)epaMI/I KOMHCTCHTHOCTI/I) JJIA JOCTHIXKCHUA YCTOﬁHHBOFO
KOHKYPEHTHOT'O ITPEUMYIIIECTBA. 9ToT oAX04 MOXXHO NPUMEHUTD, NEPEBEAS BAXXHBIC KOMIIETCHIIUHU B IIJIOCKOCTH CHCIII/I(i)I/I‘Ie-
CKHX ueneﬁ M IIOKa3aTeJaeH JUIA OCHOBHBIX BHYTPCHHHUX IHPOLECCOB. 3arem BI:I6paHHLIe IOoKa3aTeJIini BHYTPEHHUX OusHeC-
poUEeCCOB MOXHO CBA3aTh C KJIMEHTCKOM COCTaBHSIIOHleﬁ, OIpEACIIMB LUCIIN JJIA HOTpe6I/ITeJ'IeI71 " CEIrMCHTOB pbIHKa U COOT-
BETCTBYIOIIUE NMapaMETPHI.
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Harvard Business School Press, 1990, p. 15—38.

% Nanni, J. Miller, T. Vollmann. What Shall We Account For? // Management Accounting,1988, January, p. 42—48; J.
Lessner. Performance Measurement in a Just-in-Time Environment: Can Traditional Performance Measurements Still Be
Used? // Journa of Cost Management, 1989, Fall, p. 22—28; K. Cross; R. Lynch. Accounting for Competitive Performance //
Journal of Cost Management, 1989, Spring, p. 20—28; A. Nanni, R. Dixon, T. Vollmann. Strategic Control and Performance
Measurement // Journa of Cost Management, 1990, Summer, p. 33—42.
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MABA 6. OBYYEHUE U PA3BBUTUE

YerBepTasi U MOCIEAHSS COCTABIAIOMAs cOATAaHCHPOBAHHON CUCTEMBI ()OPMYIMPYET IIeNH U TOKa-
3aTenu, CBsI3aHHbIe ¢ 00ydYEeHHUEM W pa3BUTHEM INEpcoHaia KoMmaHuu. Llenn mepBeIX Tpex KOMIIOHEHTOB
CCIl, oTtpaxaromux cocTosiHHue (pUHAHCOB, KIMEHTCKON 0a3bl M BHYTPEHHHX OHM3HEC-TIPOILIECCOB, Ha-
MpaBJieHbl HA KapJUHAJIbHOE YIY4YIICHHUE IEITeNbHOCTH KoMnanuu. CoCTaBIsiomas 0O0y4eHUs] U pa3BUTHS
o0ecnieunBaeT MPENPHUATHE COOTBETCTBYIOIIECH MH(PPACTPYKTYPOl [UTsl TOCTHIKEHUS dTHX neneid. Ctpareru-
geckue 3a1adu yerBeproro komnoneHTa CCII sBistoTest pakropamMyl BRIIOTHEHUS MJIAHOB, TTOCTABICHHBIX
MEPBBIMH TPEMS.

Menemxepsl MHOTHX KOMITAHUH 00paTHIM BHUMAaHHUE HA TO, YTO, €CIHM UX JEATEIbHOCTh OLIEHUBA-
JIach TOJBKO IO KPATKOCPOUHBIM (PHHAHCOBBIM MOKA3aTeIsIM, BCETia ObUIO TPYAHO JOOUTHCS KaKUX-TTHO0
WHBECTULMHI JJI1 PA3BUTUS CBOUX COTPYAHHMKOB, CHCTEM M OPTaHM3ALMOHHBIX MpoleccoB. TpagunuoH-
HOHM cHCTEeMOW OyXraJTepcKoTo ydeTa 3TH 3aTpaThl pACCMATPUBAIOTCS KaK M3AEPKKH OTUYETHOTO MEPHO-
11a, MO3TOMY COKpAallleHWE NHBECTULMHN B O0ydeHHE U Pa3BUTHUE JIETKO MPEICTABUTH KaK KPaTKOCPOUHYIO
npu6bUb. HebnaronpusiTHble MOCIEACTBUS TAKOTO MOAXO0/Aa, UMEIOLINE J0ITOCPOUHBIA XapakTep, Impo-
SIBSITCSI TOJIBKO B OyAyIIeM.

COanancupoBaHHas CUCTeMa MOKa3aTesell MOJ4epKUBaET BaXKHOCTh HHBECTUPOBAHUA HE TOJIBKO B
TpaauUHOHHBIE 00NacTu, Hanpumep B obopynoBanne 1 HUOKP. Ob6a 06bekTa HHBECTULIMK HECOMHEHHO
Ba)KHBI, HO OHU HE SIBJAIOTCS CaMOJOCTaro4HbIMU. KommaHus NOJDKHA BKJIaJbIBaTh B Pa3BUTHE CBOEH
UHPPACTPYKTYPHI — B JIFOJICH, CHCTEMBI, TIPOIIECCHI, - €CJIM OHA XOYeT JOCTUYb B BBICIICH CTEIIEHU aM-
OMIIMO3HBIX JIOITOCPOYHBIX (PHHAHCOBBIX IIEJIEH.

Hamr onbIT paGoThl ¢ MHOTOYHCIEHHBIMU MPOU3BOJCTBEHHBIMUA M CEPBHCHBIMH KOMIIAHHUSAMH IIO-
3BOJISIET OTIPENIEIUTh TPH MPUHLMINAAIBHBIE HAPABJICHUSI COCTABIIIOLICH 00ydeHNs U Pa3BUTHSL:

1. BO3MOXHOCTH PabOTHUKA;
2. BO3MO’KHOCTH WH(POPMAIMOHHBIX CUCTEM,
3. MoTuBamus, AeJICTHPOBAHNE TIOJIHOMOYNH, COOTBETCTBUE JIMYHBIX IENICH KOPTIOPATUBHBIM.

BO3MOXHOCTU PABOTHUKA

OnHUM U3 caMbBIX BaXHBIX M3MEHEHHH B MHPOBO33PEHUH ympasieHna 3a nocienaue 20 mer Obin
MEePECMOTp pOJM paOOTHHKA B AEATENbHOCTH mNpeanpustus. OakTuyeckn HAYTO HE MOKET CIYXKHUTb
JyYIIUM TIPUMEPOM PEBOJIIOIIMOHHBIX MPe00pa3oBaHnii HH(GOPMAIIMOHHOTO BEKa 10 CPABHEHUIO C WHAIY-
CTPUAILHOHN 3ITOXOM, YeM IMOSBICHHE HOBOW (puiocodun MEHEIKMEHTa OTHOCUTEIBHO BKIJIA/IA KaXI0TO
COTpYAHHUKA B pa3BuUTUE opraHu3anuu. Bo3HukHOBeHHe Oojee cra JeT Hasza] TMTaHTCKUX MPOMBIIIICH-
HBIX KOPIIOpAUi U BIMSHUE TEOPETHYECKOTO MOAX0/1a K YIPABICHUIO OCTaBHJIM CBOCOOpa3HOE Haclea-
CTBO: paOOuMX HAleNMBaIM Ha BBINOJHEHHUE Y3KOCHEIHAIBHBIX OIEpaliii, He BBIXOAALIMX 3a PAMKH
CTPOTO OINpPEAEIEHHOTO 33JJaHNs, IIOCTABJIEHHOIO TaK HAa3bIBAEMOM DJIMTON — WH)KEHEpPaMH M MEHEIKe-
pamu. [lomumo 3TOTO CylecTBOBajia cucTeMa KOHTPOJS 3a TeM, yTOObl pabOvMil BRIMOIHAT yKa3aHHOE
3aJJaHle TOYHO B COOTBETCTBUM cO cnenudukanueir. PaboTHUKOB HaHMMaH, 4T0OBl OHM paboTalH, Ay-
MaTh AOJDKHBI OBLTH IPYyTHE.

CeroHs MpakTUUECKU BECh MEXaHUUYECKUI PYTUHHBIA TPY/A aBTOMAaTHU3UPOBAH: KOMIIBIOTEPHI, KOH-
TPOJMPYIOIINE TPOU3BOJACTBEHHBIE IIPOLIECCHI, 3AMEHWIN PYYHOU TPYI; CEPBHCHBIE KOMIIAHWU MPEHOC-
TaBJISIOT CBOMM KJIMEHTaM JIOCTYN K HEOOXOIMMOM MH(pOpMaIuu yepe3 coOCTBEHHbIE MH(POPMAITHOHHBIE
cucrembl. Kpome TOro, BBIIIOJIHEHUE OJHOM U TOH K€ pabOoThI C MOCTOSIHHBIMHU MPOU3BOAUTENHHOCTBIO U
3pPEKTHBHOCTBIO y)K€ HE MOXET YIOBICTBOPHUTH KOMIIAHHIO — €l HEOOXOAMMO HEMpPEpPBIBHOE COBEP-
IMIEHCTBOBAaHUE U JBIKEHUE BIiepe. Mnen Takoro coBepuieHCTBOBAaHUS BOZHUKAIOT Y T€X, KTO HaXOIUTCS
«Ha TIepelHEM Kpae» OM3HEC-TPOLIECCOB, TO €CTh HEMOCPEACTBEHHO 00IIaloTcs ¢ KimeHTaMu. CTaHaapThl
MPOIIOTO SABJISAIOTCS TOM OTIPABHON TOYKOW, ¢ KOTOPON HAaUYMHAETCS MPOLECC UX HEMPEPBIBHOTO YIyd-
menusi. B HacTosmem u OyayiieM cTaHAapTHOTO MOX0a HE CYIIECTBYET.
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DTO KapAWHAIFHOE W3MEHEHHUE YIPABICHYECKOTO MHUPOBO33PEHUS TPEOYET TaKOTO MEepeodydeHus
pabOTHUKOB, YTOOBI WX TBOPYECKHE BO3MOXKHOCTH OBLIM MOOWIIM30BaHBI Ha JOCTHXKEHHUE CTpaTernye-
ckux 1eseit kommanuu. Hanpumep, Metro Bank B iporiiom okasbIBal JOBOJIBHO Y3KHI CIIEKTP YCJIYT O
00CITY’)KMUBaHUIO NIETIO3UTHBIX CYETOB CBOWX KIMEHTOB. Kak MBI yXe TOBOpWiIM B TiiaBe 4, pacuiupeHue
JMana3oHa MpeJiaraéMblX YCIIyr CTajlo OJHON W3 KIOYEBBIX (PMHAHCOBBIX Iiesiel. OHa M3 KIMEHTOK
0aHka, CMEHUB paboTY, 3ax0TeNa MoJIydaTh 3apIUiaTy MepeyrcieHueM Ha ee cueT B 3ToM Oanke. Ha Bo-
MPOC, 9TO HYXXHO CHENATh JJIS CHITHS JaHHOW CYyMMBI, paOOTHHK JJOOPOCOBECTHO OTBETHII €1, UTO HE0O0-
XOJIMMO TIPUHECTH CHEIUATBHYIO (GOpMY, MOANMMCAHHYIO HAYAIBHUKOM OT/ela MepcoHaia, KOTopas 1o-
3BOJISIET BBIJIaBaTh JICHBIW CO cueTa KiMeHTKH. KimeHTka mokwHyma OaHK, Ka3aloCh, OyAydd BIIOJIHE
YIOBJIETBOPEHHON TAaKUM OTBETOM.

OnHako mpu 3TOM 0aHK HE BOCIOJIE30BAJICS MPEIOCTABICHHON BO3MOKHOCTBIO PACIIUPUTH CBOE
COTpYIHUYECTBO ¢ KiaueHTOM. COoTpyaHHKY OaHKa ciemoBaio Obl MOIyduTh OoJice MOAPOOHYI MHQOP-
MaIio 0 (PMHAHCOBBIX MPEANOYTCHUSX KIMEHTA, B TOM YHCIIC TaKYIO:

HaXOJIUTCS JI €€ )KUIbE B COOCTBEHHOCTH WA B apeH/IC;

MMEET JIM OHa aBTOMOOWIIN, €CH /1, TO CKOJIBKO, KaKOTO TOJ[a BBIITYCKA;
€CTh JI Y Hee KPEAUTHBIE KapThl, CKOJIBKO HX;

KaKOB €€ TOJJOBOM TOXOJ;

KaKOBBI JIOMAIITHUE PACXOJIBI U JIOJTH,;

KaKue UMEIOTCS CTPaXOBKH;

€CTh JIA JIETH, CKOJIBKO, KAKOTO BO3pacTa.

Nwmes momoOHy0 nHMOpMAIHIO, CIIyXamui 0aHka Obl MOT TPENJIOKUTH Jame, KOTopas MpHILIa
JIUITH 3aT€M, YTOOBI TIOJIYIUTh 3apIuiaTy, 0oJiee MUPOKUN CIIEKTP YCIAyr — KPEAUTHYIO KapTy, HMEepco-
HATBHYIO CCYNy, CCYy Ha MOKYIKY JIoMa, y9acTHE BO B3aUMHOM (OHE, WHBECTHIIMOHHBIC BO3MOXKHO-
CTH, CTPaxoOBOH IMOJIKC, CCYAY IO HEBMKUMOCTh, BCEBO3MOKHBIE CCYABI HAa 00ydeHue u Tak gamee. Ox-
HAaKO JIJISl ’TOTO HEOOXOAMMO OBLIO MPEXKAE 00 YINUTh CIYKAIUX, HEMOCPEICTBEHHO OOIAINIUXCS C KITH-
€HTaMH, 9TOOBI OHM MOTJIM HE TPOCTO OTBEYATh HA BOMPOCH], HO aKTUBHO MpeJiaraTh HOBBIC YCIYTH H
JaBaTh KBAJTU(QUIIMPOBAHHBIC COBETHI.

KNIOYEBbIE NMOKASATEJIN CTATYCA NMEPCOHAIJIA

Hamre uccrnenoBanne nokasano, 4TO €CTh TPH OOLIMX MMOKA3aTelisi, KOTOPbIC OIICHUBAIOT KaJAPOBYIO
CHUTYaIH0 B KOMOauuu (cMm. puc. 6.1):
1. ynoBneTBOpPEHHOCTH paOOTHUKA,
2. CcoXpaHEHHE KaJpOoBOH 0a3bl;
3. addekTuBHOCTH paOOTHHUKA.
B a710it rpymme mokasartenb YIOBJICTBOPEHHOCTH pabOTHHKA cuuTaeTcs (haKTopoM, 00ecredrBaro-
MM JIBa IPYIHUX: COXPAHEHUE KaJApOB U 3P HEKTHBHOCTH PaOOTHHKA.

MNMokas3aTenb yAoBNneTBOPEHHOCTU pa60T|-| nKa

Hannuue takoro nokasarens B CCII cBuaeTensCTByeT 0 TOM, Kakoe OOJIbLIOE 3HaYeHHUE AJI KOM-
MAaHUH UMEET Y OBICTBOPEHHOCTh pAaOOTHHUKA CBOCH EATEIBHOCTHIO. Y IOBIETBOPEHHOCTh PAOOTHHKA —
3TO MPEANOCHUIKA MOBBILICHHUS TPOU3BOAUTEIBHOCTH, OTBETCTBEHHOCTH, KA4eCTBA U YPOBHS 00CTYyKHUBa-
Husl oTpebuTens. B komnanun Rockwater oTMeTniig, 4To COTPYAHUKH, AOBOJBHBIE CBOCH paboTOM, Kak
MPaBUIIO, OYEHb XOPOLIO OOCTY)KMBAIOT CBOMX KIMEHTOB. Takum oOpa3oM, AJsi JOCTUKEHHS BBICOKOTO
YPOBHS YIOBJIETBOPEHHS 3aIIPOCOB U MOTPEOHOCTEN KIMEHTA CIyXKalllie KOMIIaHUU JOJDKHBI OBITh YI0B-
JIETBOPEHBI CBOEH paboOTOM.
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CcHoBBIHE NoKasaTenm
PesyneTatkl
CoxpaHeHHne
K P oBOro DepheKTMBHOCTE
aap paboTHUKa
cocTasa
YAOBNeTBOpEeHHOCTh
paboTHMKa
Modykparowme hakTopbl
Cepephl i
TexHoNornyecKan BnaronpuATH14
KOMMETeHTHOCTH KAMMAaT
nepcoHana WHppACTRYKTYP2

Pucynok 6.1. Cxema coctaBJisiionieii 00y4eHust M pa3BUTHS

MopanbHoe cocTosHue padOTHUKA UMEET UCKIIOYUTEIBHO BaXKHOE 3HAUECHHE B CEPBUCHBIX KOMIIa-
HUSX, TJIe, KaKk MPaBUIIO, C IMOTPEOUTEISIMU OOIIAlOTCSl caMble HU3KOKBAIM (DPUITMPOBAHHBIE M HA3KOOTLIIA-
yuBaemMble paboTHUKH. OOBIYHO KOMITAaHWH OLIEHUBAIOT CTEIECHb YIOBJIETBOPEHHOCTH MEpCOHAAa Ha OC-
HOBE ©XKEroJHbIX ONpOcoB. MHOTIa Takue OMpOCHl MPOBOISTCS €KEMECSYHO, U YJaCTHE B HUX MPHUHUMA-
10T Hayraja BbIOpaHHbIE COTPYIHUKH. BOT BapuaHThl BOIPOCOB, KOTOPBIE JOJDKHBI OLIEHUTH PECIIOHEH-
THI:

ydacTue B IPUHATUU PELICHUIA;

MPU3HAHME KOMITaHUEH XOPOILIO BHITIOJHEHHOW PadoTHI;

JIOCTYyN K WH(OpMaIH, HEOOXOIUMOH IS BRIIOJHEHHUS PaOOTHl HA BBICOKOM IpodeccHo-
HaJIbHOM YPOBHE;

AKTUBHOE MOOIIPEHNE HHUIIMATHBBI U TBOPYECKOTO MOJX0/1a K BBITIOJIHSAEMON paboTe;
YpOBEHb IOMOIIH U NOJAEPKKH CO CTOPOHBI KOJUIET;

OTHOIICHHWE K KOMIIAHUH B LIEJIOM.

O1LIeHKH BBICTABIISIFOTCS peCcriOHIeHTaMu 1o 6amtbHO# cucteme (ot 1 1o 3 i ot 1 10 5), npu aTom
HU3IIAs OLIEHKA — <«IIOJIHOCTHIO HEYAOBJIETBOPEH», a BBICIIAS — <IIOJIHOCTBIO YAOBJIETBOpEeH». O0mmit
nokasarenb BHOcuTcst B CCII, 4yTo 1aeT BO3MOKHOCTD PYKOBOAUTEISIM OTIPEAETUTH OTHOLLIEHUE ITEPCOHA-
J1a K BBIIIOJIHSEMON paboTe M KOMIIAHUH B LIEJIOM I10 K&KIOMY MOJPAa3AeICHHIO, OTAEIY U CEKTOPY.

NMokasatenb coxpaHeHMA KagpoBoun 6asbl

DTOT moKa3aTenpb HalpasiieH Ha TO, YTOOBI COXPaHUTh PAaOOTHHUKOB, B MPO(eccCHOHAIN3ME KOTOPBIX
OpraHu3anus 3aMHTEPECOBaHa B BBICIIEH CTENEHH. /[ 5TOro KOMNaHWM JENaoT B HUX AOJTOCPOYHBIE
WHBECTUIINH, TIOCKOJIBKY HEXENATEJbHBIN YXOA NaXEe OJHOTO M3 TaKHX CIYXaIlMX YpEeBaT WHTEIUIEKTY-
NBHBIMU MOTEPSIMU AJis1 Bcero Om3Heca. COTpYAHHKH, JOSUIbHBIE KOMIAHWM M MPOopadoTaBIIME B HEH
JUIMTENBHOE BpEMsl, SBISIIOTCS HOCUTEJSIMU OOLMX LIEHHOCTEH, 3HaHUH OpPraHu3allOHHOTO Mpoliecca H,
HaJeeMcsl, IOHUMAIOT TOTPeOHOCTH KireHTa. OOBIYHO 3TOT MOKa3aTeab U3MEPSAETCS NPOLEHTOM TeKyde-
CTH KaJIpOB KIFOYEBOTO MTEPCOHATIA.

MNMokasaTtenb adhheKTMBHOCTM paboOTHUKA

D¢ heKTHBHOCTh — 3TO KOHEYHBIH MOKa3aTellb OOMIEro BIMSHUS TaKHX (aKTOPOB, KaK pa3BHTHE
pabOTHHKa W €ro MOpaJbHOE COCTOSHHE, WHHOBAIMH, COBEPIICHCTBOBAHWE BHYTPEHHHX OW3HEC-
MIPOIIECCOB U CTENEHb YIOBJICTBOPEHHOCTH KiMeHTa. [lepen opraHu3ammell CTOUT 3a1ada COOTHECCHHS
KOJINYECTBA TMPOU3BEICHHON MPOAYKIINH C YHCIOM paOOTHUKOB, 3aHATHIX B €€ M3roToBieHuu. Cymect-
BYET MHOKECTBO CITIOCOOOB OIIEHKH d(PPEKTUBHOCTH TIEpCOHAIA.
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CamMblil MPOCTON U3 HUX — 3TO MOKa3aTesb J0X0Ja Ha OAHOT0 PaboTaroIero, T0 eCTh KOJIUYECTBO
MPOAYKIIMH, KOTOpOe OH mpou3BoauT. [lo Mepe moBeimenns 3 hekTHBHOCTH MepcoHana U KOMITAaHUH B
1enoM (yBENMYEHHS MPOAaXK MPOJAYKTOB M YCIYT, HUMEIOIIUX BHICOKYIO T00ABICHHYIO CTOUMOCTb) J0XO0]
Ha Ka)X/10To pabOTHUKA JOJDKEH PacTu.

OpHaxo, SBJSSICH MPOCTHIM M MOHSATHBIM IOKa3aTeseM, J0X0A Ha OJHOro pabOTHHKA Kak MHAWKA-
TOp MepCOHATBbHON 3(D(EKTHBHOCTH HMEET HEKOTOPhIE HEAOCTATKH, 0COOEHHO €CITU TepCOHAI OCTABIICH
B HampsDKEHHBIC JKECTKUE YCJIOBHUS BBIMIOJHEHHUS aMOMIMO3HBIX 1esiell koMmnanuu. Hanmpumep, onHa u3
mpo0IeM COCTOUT B TOM, YTO 3aTparhbl, CBA3aHHBIC C MOJYyYCHHEM JO0XO0Ja, HE YUUTHIBAIOTCS. Takum 00-
pa3om, 0X0J Ha OJHOTO paOOTHHKA TOBBIIIACTCS, a MPUOBLIHL YMEHBIIACTCS B TOM CITydae, €Cii pa3BU-
BAIOTCS JIOMOJIHUTENbHBIE HampaBieHus OW3HEca, MPU STOM JOMOJHUTENbHbIE U3AEPKKU MPEI0CTaBIIE-
HHS TOBapOB M YCIYI IMOCTOSHHO BO3pacTaroT. Eciin e B kKauecTBe MOKa3arelsl UCIHOJBb3YETCs COOTHO-
LICHHE TapaMeTPOB, TO MOYKHO JBUTAThCS NBYMs MyTsMH. [lepBblil U, Kak mpaBuio, Hanbojee Ipeanoy-
TUTEJIbHBI — YBEJIMYUTh YHCIIUTEIb, B JAHHOM Cliydae 00beM MPOU3BOJACTBA (IOXOMbI), U OCTaBUThH
3HaMeHaTeNb (YHCIIO 3aHATHIX B MPOU3BOJCTBE PabOTHHKOB) 0e3 M3MEHeHui. BTopoii, 00bMHO MeHee
MPEANOYTUTENbHBIN, METOA— COKPAaTUTh NEPCOHAI, YTO MOXKET NPHUHECTH KPaTKOCPOUHbIE MPUOBLIH, HO
MIPH 3TOM KOMMAHHUS PUCKYET MOTEPSTh JOJITOBPEMEHHBIE BO3MOXKHOCTH. Emie ogHMM criocobom yBenm-
YEeHUS TIOKA3aTelsl JOX0/1a Ha OJJHOTO pabOTAIOIIEro 3a CYST YMEHBIICHUS 3HAMEHATENs (YKCia 3aHSAThIX
B [IPOM3BOICTBE PAOOTHHKOB) SIBISICTCS PUBJICUCHHE BPEMEHHOW pabodell CHiIbl. DTO MO3BOJISIET COXpa-
HUTh NOCTOSHHBIA YPOBEHb IMPOHM3BOACTBA (JI0X0a) C MECHBIIMMH BHYTPUKOPIIOPATUBHBIMH JIFOJICKMMHU
3arpatamu. Bompoc Mcnosbp30BaHNs BpEMEHHBIX PAOOTHUKOB MOKET 0Ka3aThCsl OUCHb BaXKHBIM AJISL JOJI-
TOCPOYHOM CTpaTEeruy KOMIIAHWHM, HO PACCMATPUBATh €r0 CIEAYET TOJIBKO B CPABHEHUH C TAKUMU IIOKa3a-
TEJSIMHM, KaK CTOMMOCTh, KaU€CTBO M CHOCOOHOCTH MOCTOSIHHOTO IIEpcoHalla KOMIAaHUHM PearupoBarh Ha
HOBBIE TPEOOBAHUS.

UrtoObI ynepkaTbCs OT UCKYIIEHHS HCIIOJIB30BATh BPEMEHHYIO pab0ouyro CHITY Ul JOCTH KEHUS 00-
Jiee BBICOKOTO TMOKa3aTeis J0X0Ja Ha OJHOro pabOTHHKA, CIEAYyeT OLEHUTH MOKa3areidb J00aBJICHHON
CTOMMOCTH Ha OAHOTrO paOOTHHMKA, MCKIIOYMB 3aTpaThl Ha MaTepuajbl U YCIYyrd U3 00beMa JOXOJOB
(3HameHaTeNss B JAHHOM COOTHOLICHHH). JIpyroii crmocod KOHTPOJIs 3a 370 ymOTpeOIeHHEeM MPUBIICYCHUSI
OoJiee nemeBOi BpEMEHHOHM pabodeil cuibl B3aMeH Ooiiee dPPEKTUBHBIX U BBICOKOOIUIAYMBACMBIX pa-
OOTHUKOB — 3TO HCIIOJIb30BAHME B KAYECTBE 3HAMEHATENS MOKa3aTelsl OIUIaThl TPyAa BMECTO YHca pa-
6oTHHKOB. COOTHOIIEHNE 00beMa IMPOU3BO/ICTBAa K CYMMapHO# 3apabOTHOM Iu1aTe pabOTHUKOB OIICHUBA-
€T «IIPOU3BOJUTEIILHOCTH» IEHEKHBIX CPEJICTB, 3aTPaYMBAEMbIX HA OIUIATY TPY/AA, HO HE PEHTA0EIbHOCTD
YUCJIEHHOCTH NIepCoHaIa.

Wrak, noxox Ha oHOTO pabOTHHKA, KaK W Ipyrue rmokazareinu 3pQPeKTUBHOCTH, — TIOJE3HBIA JH-
arHOCTUYECKUN WHAUKATOP, HO TOJBKO B TOM Cily4yae, Korga OM3HEC KOMIIAaHMM HE MPETepIieBacT paju-
KaJbHBIX M3MEHEHUH. VIcTonb3ys 9TOT mapamerp AUl MOTHBAauU 0oJiee BRICOKOHW 3(PPEKTUBHOCTH KOH-
KpETHOTO pabOTHHKA, MEHEIKEepPhl 00s3aHbl MOMHUTH O TOM, YTO OH JIOJDKEH OBITh COaJaHCHUPOBAH CO
BCEMU APYTUMH MOKa3aTESIMUA SKOHOMUYECKOTO Pa3BUTHSI.

CNEUMPUYECKUE PAKTOPbI OBYHEHUA U PA3BUTUA

Tenepb HEOOXOUMO OMPEACTUTH CHeUU(BHUECKHE YHUKATIbHBIC (DAKTOPBI OOYUCHUS U Pa3BUTHS B
JIaHHOU cocTaBsitomeii. Kak Mbl y)ke rOBOPHIIH, 3TO MEepeoOydeHUE MepCcoHaa, BO3MOXHOCTH HHPOP-
MAIIMOHHBIX CUCTEM, a TaK)Ke MOTHBAIHS, JSJICTHPOBAHIE TIOJHOMOYUN M COOTBETCTBUE JIMYHBIX LIENICH
paboTHHKA KOpTIOpaTUBHBIM (cM. Tabm. 6.1).
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Ta6auua 6.1. Cneuuduyeckue pakTopbl 00yuyeHHsA U Ppa3BUTHS

Cdepbl KOMIETEHTHOCTH TexHonoruveckast nugpa- KaumaTt B koMnaHuu
nepcoHaJja CTPYKTYypa
Crparernueckne cepsl koM- CTpaTermyecKre TeXHOJIOTHH Cxema NpUHATHUS KIIIOYEBBIX pelle-
MIETEHTHOCTHU HUI
VYpoBeHs 0OyueHus Crpaternueckue 6a3bl JaHHBIX Crparernueckuii pokyc
CpencrtBa goctnxenust kom-  [Ipunobperenue onsira Hapnenenune nepconasna nojaHomo-
METEHTHOCTH CooTBeTcTBYIOIIEE TPOrPAMMHOE YUAMU
oOecrnieueHue CoOTHECEHHOCTD JIMYHBIX LIETIEH C
[laTentsl, aBTOpCKHE MpaBa KOPIIOPaTUBHBIMHU

MopansHO€ COCTOSIHHE
YMenne paboTatb B KOMaHJIe

NMEPEOBYYEHUE NEPCOHAIJIA

CoszpaBast CCII, MHOTHE OpraHM3alUU PAAUKAIGHO BHUAOM3MEHSIOTCA. s TOro 4ToObl AOCTHYb
IIeJieH, MOCTABJICHHBIX B KIIMEHTCKOM COCTAaBISIONICH W COCTABIIONICH BHYTPEHHUX OM3HEC-TIPOIIECCOB,
KOMIIaHUS JOJDKHA 1aTh COBEPILIEHHO HOBBIE 0053aHHOCTH CBOUM paboTHuKaM. [Ipumep, mpuBeAeHHBIH B
HayaJie 3TOH IJ1aBbl, WJUTIOCTPUPYET HEOOXOJUMOCTh TaKOTO IMepepacnpeesieHus] 00s13aHHOCTeN sl pa-
ootaukoB Metro Bank, HenocpencTBenHO oOmarommxcs ¢ KimeHTaMu. [lepeoOyueHne HeoOX0MMO ISt
TOT0, YTOOBI COTPYIHHUK MOT HE MPOCTO OTPEarupoBarh Ha MPOCHOY MOTPEeOUTENs, a MPEJBOCXUTUTD €TO
BO3MOYKHBIE HYXKABI U IIPENJIOKUTh €My BECh COOTBETCTBYIOLIMN HAOOp yCiIyr, MpeAoCTaBiIsieMbIX OaH-
koM. Bce 310 mpennosnaraeT n3MeHEHHE PO U OTBETCTBEHHOCTH PaOOTHHKOB.

[MepeoOyuenne paccMaTpuBaeTcs C ABYX TOYEK 3pEHUS: TpeOyeMblii ypOBEHBb INepeoOydeHUs U
MPOLIEHT paOOTHUKOB, HY)KAAIOIIUXCS B HeM. Eciui TpeGyeMblid ypoBeHb HEBBICOK (CM. puc. 6.2, HIDKHSS
MOJIOBMHA), TO JIOCTATOYHO OOBIYHOM MpOrpaMmbl. B aToM ciydae GakTop nepeoOydeHus: He CTOJb MPH-
oputerer B CCII.

BepxHroro monoBuHYy Ha puCyHKe 6.2 3aHIMArOT Te KOMITaHHUH, JJIS1 KOTOPBIX Mepeo0yIeHne mepco-
HaJa SIBIIETCS OYCHb BAXKHBIM (DAKTOPOM JOCTIKECHHS ILIEJIeH, MOCTABICHHBIX B COCTABJISIOIIUX BHYT-
peHHHX OM3HEC-TIPOIECCOB, KIMEHTCKON M (UHAHCOBOM. MBI HMeeM MpUMepbl HECKOIBKUX OpTaHU3alnui
B Pa3JIMYHBIX OTPACISAX YKOHOMHKH, KOTOpPBIE pa3padoTaiy HOBBIM MOKa3aTellh — «KOod(pQUINEHT cTpa-
TErH4ecKOro Mepeo0ydeHus». DTOT KOIPPHUIMEHT OTpakaeT COOTHOIICHNE YHCiIa PaOOTHUKOB, TOATO-
TOBJICHHBIX JUI CHENU()UISCKON NEesITeTbHOCTH, COTPSDKEHHON CO CTPAaTeTMYECKHM Pa3BHTHEM KOMITa-
HUH, K 00mmeMy gncity TpeOyeMbIx crieruanicToB. KBann(ukamoHHbEI ypoBEeHb ONPEACTICH TaKUM 00-
pa3oMm, 4ToOBI MepeoOydeHHBII MepCOHAl MOT BBITIOJHITH OCHOBHBIC (DYHKIMH, CBSI3aHHBIE C JIOCTHIKE-
HHEM KOHKPETHBIX IIeJIel KITMEHTCKOW COCTaBISIONIEH W COCTaBIISIONICH BHYTPEHHUX OM3HEC-TIPOIIECCOB.
Ha pucynke 6.3 moka3ana mocie0BaTeIbHOCTh IAaroB pa3padboTku kod(duiimenTa ctpaTernieckoro me-
peoOydeHus.
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Huzkuia Belcokui
MpoueHT NnepcoHana

Cuenapuu nepeodydenusi (mpo- Crparernueckasi 3ajaya — MNOTPEOGHOCTH NMePe0dyUYHTH MEPCO-

rpaMMbl) HAJI WU YCOBEPIIEHCTBOBATH UMelolecs cepbl KOMIETEHT-
HOCTH LISl IOCTU KEHH Sl TIABHOM CTPaTernyecKoii mejim Komna-
HHUH

Crparernueckoe nepeodydeHue Lenesas rpynna pabOTHUKOB HYXIaeTcsl B 00yd€HUH HOBBIM CTpa-
TErn4ecKuM chepam KOMIETEHTHOCTH BEICOKOTO YPOBHS

MaccoBoe nepeoOyueHue Bonbas rpynna paboTHUKOB HY)KIAeTcs B MacCOBOM Iepeodyye-
HUU

CosepieHcTBOBaHUE chep koM-  Hekoropas 4acTb paboTHUKOB (0OJIbIIAs MM Masiast) HY)KIaeTcs B

METEHTHOCTH COBEPLICHCTBOBAHWU OCHOBHBIX HABBIKOB M YMEHHM

Pucynok 6.2. [Toka3atesib 00y4yeHHs1 U pa3BUTHSI — TepeodydyeHue

OOBYHO KOX(PPUIMEHT BBISBISIET CYIIECTBEHHBIH Pa3pblB MEXIY OyIYyIIMMHU TMOTPEOHOCTIMH U
MMEIOIIUMHUCS BO3MOKHOCTSIMH, TTOCKOJIBKY CKJIQJIBIBACTCSI M3 TaKUX MapaMeTpoB, Kak chepbl Komrie-
TEHTHOCTH (3HAHUS M YMEHHS) U MOAXOJbl. IMEHHO 3TOT pa3pbiB U MOTHUBHPYET pa3pabOTKy OTACIOM
MepCoHaa CTPATErMYECKUX NHULIMATUB, HATIPABJICHHBIX Ha JIMKBUJALMIO BBISIBICHHOTO HECOOTBETCTBHUS.

Jlnst Tex opraHu3anui, rue Tpedyercs MmaccoBoe nepeoOyueHue (cM. puc. 6.2, mpaBasi BEpXHSIs YeT-
BEPTh), TIOKA3aTEIEM MOKET CIYKUTh IEPUO]] BPEMEHHU, HEOOXOAMMBIH ISl 3TOTO.

BO3MOXHOCTU NH®OPMALIMOHHbLIX CUCTEM

MoTuBanus nmepcoHana U €ro KOMIETEHTHOCTh HEOOXOMUMBI I JOCTIKCHHSI TOJITOCPOYHBIX IIe-
JIeH KIMEHTCKOW COCTaBISIONMICH M COCTAaBISIONICH BHYTPEHHUX Om3Hec-TiporeccoB. OmHAKO 3TOTO HE-
nocratouHo. Ecimm paboTHHK Xo4yeT ObITh 3(()EKTHBHBIM B COBPEMEHHOM MHUPE KECTKOW KOHKYPEHIIHH,
eMy HeoOXoauMa ucuephbIBaronias WHGopManus o MOTPEeOUTENIX, BHYTPEHHHUX MPOIleccaxX, a TaKkKe O
(DPMHAHCOBBIX MOCIIEACTBHIX IPUHSITHIX UM PEIICHHMA.

[Tepconai, HEMOCPENCTBEHHO KOHTAKTUPYVIOMIMKA C KIIMEHTAMH, HYXIAETCS B TOYHBIX, MOJTHBIX H
CBOEBPEMEHHBIX JaHHBIX 00 MX B3auMojeicTBuU ¢ kommnanuei. Hanpumep, Metro Bank mosyuaer uH-
(hopManuro 0 NpUOBIIHLHOCTH KIMEHTOB Ha ocHoBe ABC-ananu3a. CoOTpyIHUKH JTOJDKHBI HE TOJBKO 3HATH
0 TOM, KAKOW CETMEHT PBIHKA B IAHHBIII MOMEHT 3aHUMAET KKl KOHKPETHBIA KIUEHT, HO U UIMETh J0-
TTOJTHUTENEHBIE CBEACHUS O HEM JJI IOHUMAHUS | TIPEABOCXUIIEHUS BOZHUKAIINX TOTPEOHOCTEH 3TOTO
YeJI0BeKa.
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1. I'naBHbIe HampaBieHUs] NEPEOOYUEHHSI MOKHO OMpene-
JIUTH C MMOMOILBI0 CTOUMOCTHOM LIETIOYKH

2. O0mas ctparerusi pa3BUTHS
pBIHKa ompenenser Trpapuk
noTpebHOCTEH B Tmepeodyde-
HUH

Mpouecc JeaTentHocTb Crpaternvyeckne
HanpaeBneHUA anA
nepeodyyeHun 1997 L
1996
Onpegenenue + OnpeaenexHue KoHcynbTaHT 1995
phIHKa CEIMEHTOB pbiHKa KINMEHTOB 1994
* DUEHKA IKOHOHMH- & Yuueepcan ﬁ
YECKOW CHTyauMK # Cneumanmuct
# YyeT noTpebHocTel
W NOXEeNnaHui
KIMEHTa '
CospaHue * PazpadoTka Obcnysueanune MokazaTens
NpeanokeHus npoaykra KITUEHTO R KoaddpuuuenT crpateruyeckoro
& Pecypcel ana 00y4EHHA (NPOLEHT BEINONHEHHA)
HOBOTO NPOAYKTa
» Pazputue
HOBOTO NPoAYKTa 1994 1995 1996 1997
Prinok ¢ [lpogenKeHHe Onepauuu Yposent | & Y sl W
W NpoAadu Ha pbIHOK * Ypoeens — 80 a0 30
» Pabota c knueHTammn Yposens l — _ 75 50
Ypoeeus IV

¥

3 Ka}i{,n,ue HanpaeneHWe WHeeT CEOH 00NacTH KOMNETEHTHOCTH

<

Obnacre KoHcyneTaHTt QbcnyKHBaHHe Onepaumuu
KOMNETEHTHOCTH KNUEHTOR KIHEHTOB
Vaueep. Cneupa. 5 CTpaTEn!ﬂ PazBUTHA 3HAHWIA
W YMEHHA OnpelenAeT Hanpae-
can nuct =
NeHUe pa3BUTHA Npodeccui
3naHuna
« OTpacne YpoeeHs | Junnowupoe aHHbIi
HIROHEIUNEHHOCIH b4 x (HaYanbHHK Lexa)
» Komnanuna
Ypoeens Il Crapwwui (keanudm-
8 QDuHaHChI * UMpOBAHHEIA
# Mpoayxr b4 X paboTHHK)
x
» Cucrenn: X Y¥poeeue Il (padouwii)
Yrenua
» x x ¥posens 1Y Mnaguwmii
- I'Ip_nn,n,amu (yeHm
* KoHcynerauum )‘1 x x ®
» PuHaHCOBAA
aHaNHWTHKa x x X '
+ YpoBeHb
o0CnyMBaHNA b4 * x
Opuentauua 4 CreneHs KEanuUUMPOBAHHOCTH
W CNOCOOHOCTE K NEepeodyveHHD
& Ctuns X OnpesenAlnTea No cneunansHoi
* KynuTypa ® OLEHOYHOH CXeMe
+ OnbIT B NpOWNOM * X

Pucynok 6.3. Koag¢umnueHT cTpaTernueckoro nepeodyueHusi — KOHIENIHUA OLEeHKH

i paOOTHUKOB, 3aHATHIX B ONEPAIMOHHOM Mpoliecce, Heo0xoauma ObICTpas U TouHasi oOpaTHast
CBSI3b 110 MTOBOJY IPOM3BEACHHON NPOAYKIIUHU WIIM OKa3aHHBIX yciyr. TOJIBKO B ciydae MOJydeHHs TaKou
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00paTHOM CBSI3U OHU CMOTYT IMOJAEPKUBATH MPOTPAMMBbl YCOBEPIICHCTBOBAHMS U CHCTEMAaTH4YeCcKu pado-
TaTh HaJl CHIYKEHUEM Ce0ECTOMMOCTH | MOBBIIICHHEM MPOU3BOIUTEIBHOCTH PEANPUAITHS. be3ynpednpie
WH(POPMAIMOHHBIE CHCTEMBI HEOOXOIUMBI JIJIsl TOCTOSTHHOTO YITY4YIIEHHUS BCEX MPOLECCOB OPTaHU3AIUH.
Hexotopeie kommanuu pazpadotani Kod(GHUIHEHT CTpaTerndecKoi HHGOPMHUPOBAHHOCTH, KOTOPBIN SIB-
JsieTcst aHanoroMm kodddunmenta crparernaeckoro nepeodydenus. OH OIEHWBACT JONI0 TOCTYITHOW HH-
(opmanum OTHOCUTENBHO OXHIaeMoil B Hell moTpeOHocTH. [Toka3arenemM MOCTYMHOCTH MOTYT CIYXXKHUTh
MPOIEHT HEOOXOAUMBIX JaHHBIX, MTOJyICHHBIX B PEKUME PEaTbHOTO BPEMEHH 10 00paTHOW CBSI3H, U J0-
751 COTPYIHUKOB, KOTOPbIE HETIOCPEICTBEHHO OOMIAIOTCS C KIMEHTAMH M KOMY JIOCTYITHA COOTBETCTBYIO-
m1as ”HPOpMaNUs B HHTEPAKTUBHOM PEXUME.

MOTUBALINA, MONMHOMOYUA N COOTHECEHME JINYHBIX LIENIEU CO
CTPATET'MEA KOMIMAHUU

Jaxe KBaM(UIMPOBAHHBINA MTePCOHAN, UMEIOIINI TOCTYIT KO BCel HEOOX0MuMOn HHPOpMAIH, He
CMOYET BHECTH ITOJIHOLICHHBIN BKJIAJ B YCIECIIHYIO ACATEIBHOCTh KOMITAHWH, ECIIN OTCYTCTBYET €0 MO-
TUBAIMSI U HE MPEIOCTaBIeHa cCB000 a B MPUHATHH PEUICHUH. JTO TpeTHH (aKTOp COCTABIIONIEH 00y-
YeHHS W Pa3BUTH CPOKYCHPOBAH Ha BHYTPEHHEM KJIMMATe OpTaHU3AIMH, CO3JAIOIIEM YCIOBHUS I MO-
TUBALMY U MTHULIMATUBHOCTH PAOOTHHUKOB.

MNMokasaTenb Yncna BblABUHYTbIX N BHeAPEeHHbIX ﬂpeAﬂO)I(eHMﬁ

JlJ11 OLICHKH PEe3yJIbTAaTOB JESTEIbHOCTH MOTHUBUPOBAHHBIX U HA/ACJICHHBIX MMOJHOMOYHUSAMHU padboT-
HUKOB CYILECTBYET HECKOJBKO croco0oB. Hanbosiee mpocToil U3 HUX U IIMPOKO NPHUMEHSEMbIH — 3TO
aHaJIM3 YHUCJIa MPEJIOKEHUH Ha OJHOTO COTpyAHHUKA. JlaHHBIM MOKa3aTelb MOOYXKIaeT BeCh MEPCOHAT
y4acTBOBAaTh B IOCTOSIHHOM IIPOLIECCE COBEPIICHCTBOBAHUS ACSITENBHOCTH KOMIAaHUU. OH MOXKET ObITh
JIOTIOJTHEH YKCJIOM BHEIPEHHBIX MM NPHUHSTHIX NPEIJIOKEHUN, KOTOPOE CBUIETENbCTBYET 00 MX KayecT-
B€, C OTHOW CTOPOHBI, U O TOM, YTO ATH NPEJIOKEHUS LEHIT U IPUHUMAIOT BCEPhE3, — C IPYTOil.

Hanpumep, pykoBOACTBO OAHON M3 KOMIIAHWM OBUIO HE YNOBJIETBOPEHO Y4acTHEM IEPCOHAja B
pa3paboTKe CUCTEMbI COBEPILIEHCTBOBAHUS EATEIIbHOCTH U BBICTYIIUJIIO CO CIEAYIOUIEH NMHULIUATUBOMN

OITyOJIMKOBAaTh YCTICITHBIE MPEITIOKEHUS C LEeNbi0 (GopMUpOBaHHS y paOOTHUKOB MMOHUMA-
HHSI B&KHOCTHU MPOUCXOISILETO MPOLECCa;

JEMOHCTPHUPOBATh T€ YCIIEXH M BBITOAbI, KOTOpPhIE OBUIM JOCTUTHYTHI OJjaronapsi BHEIpe-
HUIO TAKUX OPEAJIOKECHUM;

OIyOJIMKOBATh HOBYIO CXEMY BO3HArpakKACHUs 32 YCIICIIHO BHEAPEHHbIE NP EAI0KEHUS.

Pesynbprar He 3acTaBuII ce0s KAATh: PE3KO YBEIMUMIIOCH YUCIIO MOTAHHBIX PEIJIOKEHUN U X BHE-
TPEHUM.

Kommnanus Rockwater ucnosp3oBaia JaHHbI MOKa3areib B OJJHOM M3 CBOUX MEPBBIX OMBITOB CO3-
nanust CCII, onqHako ucneiTana pa3odapoBaHUe NpU OLeHKe UToroB. OKazanaock, YTO COTPYIHUKH HE BU-
JIeNW KOHKPETHBIX pe3yJbTaTOB CBOMX MHUIMATHUB. MeHeIKephl IPOEKTOB MOJYdHIIN 3aaHNE aHAJIH3HU-
pOBaTh BCe MOCTYMAIOMINE MPEIOKEHIS M MHPOPMUPOBATH aBTOPOB 00 WX JalbHEHIIEM pa3BUTHH. DTO
Cpa3y MpHUBEIO K PE3KOMY YBEIMYECHHIO YHMCIIA MPEMIOKEHHUM, YTO COKOHOMHIIO KOMITAHUH HECKOJBKO
COTEH THICAY J0JUIAPOB B TOJI.

MNMokas3aTenb coBepLUeHCTBOBaHUA

OmyrumMbIidl pe3yapTaT OT BHEAPEHHBIX NPEJIOKEHUH — 3TO HE TOJBKO IOJTY4CHHAs SKOHOMUSI.
[lepen komMmaHuei MOTYT CTOSITh 331a4l COBEPIICHCTBOBAHMS, CKa)KEM, KauecTBa, COKpAIIEHHs BpeMEH-
HOTO IUKJIA Ui Cienn(UIEeCKUX BHYTPEHHHUX W KIMEHTCKUX COCTaBisitonmXx. [lokazarens «moJoBHHA»
(half-life) (cm. puc. 6.4) 6bu1 pazpabotan Aptom LlIHelinepMaHoM B €ro OBITHOCTH BHIIE-TIPE3UICHTOM IO
kaugectBy Kommannn Analog Devices nst coxpaerns Ha 50% Mpon3BOACTBEHHOTO HHKIA™. JTOT MOKa-
3aresb MOYKET OBITh MCIOJB30BaH Ui OLEHKU JIFOOOTO JPYroro Mpolecca, HalpuMep COKpAIIeHUs H3-
JIepKEK WM BPEMEHHOTO IUKJIA, YAYYIIECHHS KaueCcTBa, B KOTOPOM IIENbI0 KOMIIAHUU SIBIISIETCS HYJICBOE
3HaYeHne mapamerpa. [lozqHee Ha OCHOBE IMOKa3aTeNs <«IIOJOBHHBI» ObUIM pa3paboTaHbl MOKa3aTeln
gucna JeeKTOB, OTXOJ0B U OTCYTCTBUSI COTPYAHHKOB Ha pabodmx Mectax. Ero MOKHO Takke mpuMe-
HUTH JUIS OLICHKU TIOTEPh BPEMEHHU B IIPOM3BOICTBEHHOM IIPOIECCe U MPpH pa3paboTKe HOBOTO MPOIYKTA.
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[Tokazareb «TOJOBHHBI» MPEIOAracT, YTO €CIIU MpoTrpaMma BCeoOIero yrnpaBieHUsI Ha OCHOBE
KauyecTBa MPHUMEHSETCS YCIISITHO, TO MPOIIECC CHIKEHUS Yncia eeKTOB JOHKEH MIPOI0JHKATHCS TTOCTO-
STHHO Y PaBHOMEPHO.
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Hanmpumep, komMnanus omnpeenia MPUHIAI CBOSBPEMEHHON MOCTaBKM KaK PEIIAroIIfii KOMIIO-
HEHT KJIIMEHTCKOH coCTaBisitonei. B Hacrosimee BpeMst 101 HECBOEBPEMEHHBIX TTOCTABOK COCTABIISIET
30% ot umcna Bcex 3aka30B. Ecim 1enbro SBIsIeTCSl COKpaIleHHe HeCBOEBPEMEHHBIX MOCTaBOK 10 1%, To
ecth 30-KpaTHOE COKpAIllCHUE 3a YeThipe roja (48 mecsieB), TO MyreM MOCTOSHHOTO COBEPIICHCTBOBA-
HUSI TIpoLiecca BBIMOJIHUTD (M Ja)Ke MEPEeBBINONHUTD) TOCTABICHHYIO 3a/1auy MOKHO, YMEHBIIAs YHCIIO
HECBOCBPEMEHHBIX MocTaBOK Ha 50% kaxkpie 9 MecsIieB:

Mecsn HecBoeBpemennas nmocraska (%)
0 30
9 15
18 75
27 38
36 19
45 1,0

YcTaHoBHB MOKa3aTelb, MPU KOTOPOM Opak OydeT JMKBUAMPOBAH BO BCEHl CHUCTEME, MEHEIKEPHI
MOT'YT OLEHHUTh, HACKOJBKO IPAaBUJIBHO U OBICTPO OHHU JABHUTAIOTCS 1O HaMeueHHOH Tpaekropuu. Kuraii-
CKasl ITOCJIOBHUIIA TJIACUT, YTO MYTh B THICSYY MIJIb HAYMHACTCS C OJHOTO Inara. Tak v Mmokas3areib IoCTo-
STHHOTO YIY4ILEHUs, HAIPUMEP «I0JIOBUHAY», OTPa)KaeT HalpaBjeHUE U CKOPOCTh JBMKEHHSI IIpU pabore
HaJ| IOCTaBJICHHBIMH aMOUIIMO3HBIMU 33/1a4aMH.

[Togo6HBIN mapaMeTp MOKHO MPUMEHHUTH Ui OLEHKU MPENIOXKEeHUH paOOTHUKOB KOMIIAHUU U UX
y4acTusi BO BCEOOIIEM IIPOLIECCE COBEPILICHCTBOBAHUS AESTENbHOCTH. sl 3TOr0 HE06X0AUMO!

OTPEACIUTH MOKa3aTeIN TOro Npoliecca, Iie TPeOyIOTCs yayqIIeHNs;
OLICHUTh 0’KHUAACMBbIE MIOKA3aTEIH <IIOJIOBUHBI
pa3paboTaTh UHACKC, OTPAXKAIOLIUI MPOLIECC YIYYIIEHUS C TOH CKOPOCThIO, KOTOpas orpe-
JIeJIeHa TIOKa3aTeJIsIMU <T10JIOBUHBI».
[lokazarenn uymcna BBIABHHYTBHIX M BHEIPEHHBIX NMPEJIOKECHUN, a TaKKE KauecTBA M CKOPOCTH
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YIIYYIIEHUH CBUJETECILCTBYIOT, HACKOJIBLKO aKTHMBHO PaOOTHUKH KOMIAHWH YJ4acTBYIOT B MpoIlecce CO-
BEPIIICHCTBOBAHUS €€ JICATCIILHOCTH.

lNMokasaTenu cooTBeTCTBUA NINMYHbLIX Lenen KopnopaTUBHbIM

OTH moKa3aTeNlu CBUAETENBCTBYIOT O TOM, HACKOJBKO LIETIH KaXXAOTO0 KOHKPETHOTO pabOTHHKA U
OTJeNla COTIACYIOTCS ¢ KOPIMOPATUBHBIMU LETSIMH | 3amadamu, chopmymupoBanaeiMu B CCIL. OmnHa u3
KOMITaHUH BBOJMJIA cOAJaHCUPOBAHHYIO CHCTEMY IOKa3aTesie Ha HIKHUE OPTaHW3alMOHHBIE YPOBHU B
MOJITHOM COOTBETCTBHUH € yxe paspaborannoii kopropatuBHoit CCII (cM. puc. 6.5). [lepen pykoBoacTBOM
CTOSUIH JIBE NIPUHILIMITAAJIbHBIC 3a1a4U:

1. cooTHeceHHME C KOPNOPATUBHBIMH LEIAMH WHAUBUAYAIbHBIX Iejiell paOOTHUKOB WU Lesei
OM3HEC-eqUHUIL], a TAKXKE CUCTEMbI BO3HAIPAXKICHHUS B KAXKIOM OAPa3CICHUH,
2. TpOBECHHE OLCHKHU JCATECIBHOCTH HAa OCHOBE pabOoThl B KOMaH/e (KOJUICKTHBE).

[Moxazaremn >((GEKTHBHOCTH BBEIEHHS 3TOW CHCTEMBI BBISIBIIIUCH YK€ B XOJI€ CAMOTO TIPOIecca.
Ha nepBom stane crapmme MeHemkeps! onpenenwmm coaepxkanne u popmy CCIL. st 3TOoro Kaxasii u3
HUX JIOJDKeH OBbLT pa3paboTaTh CHCTEMY IOKasaTelneil B CBOei cdepe NesTeNbHOCTH | TUIAH €€ BHEIAPCHUS
Ha HIDKHHE YPOBHHM KOMITaHUU. MHIEKCOM 3aBeplIeHHs MEPBOTO 3Tara ObUI MPOLIEHT TOM-MEHEIKEPOB,
NpUHSABIIMX ydacTue B paspaborke u BHeapenuu CCII. [1o okoHuanuu mnepBoro 3Ttama cOaJaHCHUpPOBaH-
Hasl cucTeMa MoKa3aTeel B BUJE CIeHHabHBIX MJIaHOB ObLIa IOBEACHA A0 CBEACHHS BCEX IMOApasfelie-
HUN KOMIaHUH. MIHOeKCOM COOTBETCTBHUS B JaHHOM Ciydae ObLT IPOLEHT pabOTHUKOB, KOTOPBIE CTAH
yuactHukamu CCII. Ha Tperbem aTarne pykoBOACTBO JOJDKHO OBIJIO ONPEAETUTH KOHKPETHbIE 3a4a4H AJIS
JOCTIKEHHUST (PMHAHCOBBIX M He(uHaHCcoBBIX Nokazareneit CCII u BBeCTH HOBBIM HapamMeTp — IMPOLEHT
TOIN-MEHEHKEPOB, YbM JIMYHBIE LIEJM HAXOIATCS B IIOJIHOM COOTBETCTBUU C BHEApsieMoil cuctemoil. U Ha-
KOHEI, Ha MOCJEJHEM, YETBEPTOM JTale BCe COTPYAHUKU JOJDKHBI CKOOPAMHHUPOBATH CBOM IEPCOHAIb-
Hble M O0IIMEe KOPIOpaTUBHbIE LEeMu U 3aaadd. [lokazaTens cOOTBETCTBHUS Ha 3TOM CTalWU — IMPOLEHT
COTPYAHHUKOB, YbH JIMUHBIC LIEJIM U 33/1a4U OmNpeesieHbl Ha ocHOoBe koprnoparuBHoi CCII, u nporneHr co-
TPYOHUKOB, KOTOPBIE YK€ JOCTUIJIM CBOMX IEPCOHATIBHBIX LEJICH.

Jpyrasi KOMIaHus TMPOAHAIM3NPOBaNA, CKOJIBKO W3 20 OM3HEC-eAMHUI], HAXOIAMIMUXCA B MPSIMOM
MOAYMHEHUH y TOI-MEHEIXEPOB, ONPENEIHIn CBOU 1enau B nosHoM cootBerctBuu ¢ CCII. lns aroro
OBLIM 3aIVIAHUPOBAHBI BCTPEUH, LIEITBI0 KOTOPBIX CTAI0 OOCYKACHHE CIECAYIOIIUX BOTIPOCOB!

KakuM O0pa3oM OCHOBHAs IE€ATEIbHOCTh JAaHHOW OM3HEC-CAUHUIIBI CBSI3aHA C KOPIOPATHUB-
nou CCII,

paspaboTaHbl TN MOKa3aTean YPPEKTHBHOCTH ITOH e TEIHHOCTH;

KaK MEHE/Kephl TaHHOH OM3HecC-eIMHUIBI HH(OOPMHUPYIOT CBOUX ITOAYWHEHHBIX O KOPIIOpa-
tusHo# CCII,

KaK CBSI3aHBI LM KaXKA0ro KoHKpeTHoro padorauka ¢ CCII kopnopanuu.

[TokazareneM COOTBETCTBHS CIY>KWJI MPOLIEHT OM3HEC-CAUHMILI, YCIEIIHO 3aBEPIIMBLINX 3TOT MPO-
mecc.

MO’KHO OLIEHHBAaTh HE TOJIbKO KOHEUHBIH, HO U IPOMEXYTOUHBIA Pe3yabTaT AEATEIbHOCTH 1O MpH-
BEJICHUIO JIMYHBIX LEJIeH U 3a/1a4 B COOTBETCTBHUE € LessiMUA Komnanuu. OfHa opraHuzanus nepuoanye-
CK{ MPOBOAMIIA OMPOCHI AJIs1 OLIEHKH CTENEHU MOTHBALMHU M CTPEMJICHUS] paOOTHUKOB JOOUTHCS TaKOTO
cOOTBETCTBH. [lepBBIii mIar Ha ATOM MyTH — OMPEICIHTh, HACKOJIBKO CIyXKalinue WHPOPMHUPOBAHBI O
TOM, KaKOW BUIUT KOMIIaHHs CUCTEMY OLICHKM CBOEH JesTenpHOoCTH. HekoTopble mpenmnpusitusi, 0coOeH-
HO Ha paHHuX cranusax BHeapenus CCII, B kauecTBe mokazaTessi MCIIOJIb30BaJIN MPOLEHT PaOOTHUKOB,
MMOHUMAIOIIMX U 0JA00PSIOIIUX HOBYIO CUCTEMY.
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1. BHeapeHue cucTeMbl Ha HIJKHUE YPOBHU KOM-
MaHUH

PaccmarpuBate CCII kak cpeactBo HHQOp-
MHpPOBAHUS TEepCOHaNa 00 OOImMUX IMEeNmsiIX
3amaqax
Ho6usatscst nonnmanus u npusstust CCIL
[IpuBneur MeHemKEPOB K paboTe 1Mo ajganrta-
LMW TpeAsaraéMbiX MoKa3aTeled K UX Moj-
pazaeneHusM
[IpuBneur MeHEIKEPOB K OICHKE esATelIb-
HOCTH C LIeJIBIO MOJTy4eHHUsI OOpaTHOH CBsI3U
[IpuBneur MeHemKepOB K pa3pabOTKe U BbI-
MOJIHEHUIO IIJJaHa 10 PAacHpoCTPaHEHUIO
CCII B cBOUX MOAPA3ACIEHUAX

3. Tlnan monyuenus npuobuH/OnpeneneHue Ie-

INupekTopar

Ton-HeHeBKMeHT

MNepconan

2. WudopmupoBanue nepcoHaia

HNupopmuporars nepcoHan o0 upesx, crpa-
TETMY W WHHIMATHBAX, OMNpPEACICHHBIX B
CCII1

Buenputre CCIT — uyto 310 Takoe? Kak ee
ncnoJk30Bath? KakoB miaH BHeApeHus? UTto

e
Omnpenenenne (UHAHCOBBIX MENEH CBEPXY
BHU3
Omnpenenenne He()UHAHCOBBIX ITOKa3aTeNeit
CHH3Y BBEpX

nocTUTHYTO ? KakoBbI clieyronye maru?

4. CoortBercrBue nuHbIX 1eneii u CCII Cucrema nokasareiei

Kax1plii cOTpyAHHUK onpefenseT CBOK LEllb 1. TIpoueHT TOm-MEHEIKEPOB, BOBICUCHHBIX
B COOTBETCTBHH C OOIIEH cTpareruei, yka- B CCII

3bIBasi cepy CBOCH JIEATEIBHOCTH, 4TO B 2. TlporieHT paOOTHUKOB, BOBJCUYCHHBIX B
HUTOre OKAKET BIMSAHUE Ha IOKA3aTeId CHUC- CCII

TEMBI KOMIIAHUH 3. TIporeHT TOM-MEHEIKEPOB, YbH JINYHBIC

PaGoOTHHK ONpe/eNnseT CBOM eI COBMECTHO e caszanbl ¢ CCII

C PYKOBOJIUTENEM 4. TIpoueHT COTPYAHHUKOB, YbH JIMYHBIC LIEIN
W 3aJ]a9¥ OIpeJIeNIeHbl Ha OCHOBE KOPTIOpa-
tuBHON CCII, ¥ NPOUEHT COTPYIHUKOB,
KOTOpBIE YK€ TOCTUTIIH CBOMX IEpPCOHAb-
HBIX IeJIeH

Pucynok 6.5. CooTBeTcTBHE JIMYHBIX LeJIell c0aTaHCHPOBAHHOI cHCTeMe NMoKa3aTelieil — KOHIen-
M OLeHKH

OpnHa xopropauysi, IPOU3BOASILIAS TOBAphl IMPOKOTO MOTPEOIEHUSI U MCIOJb30BaBIIAs B CBOCH
JeSATEIbHOCTH TITYOOKHE MCCIEeIOBAHUS PBIHKA C LIETBIO MOJY4EHUSI OTKIMKOB HAa CBOM IPOIPamMMBbl IO
PEKIaMUPOBAHUIO, IPOABIKEHUIO U MPOJAXE MPOJYKTA, PEIInja MPUMEHUTh aHAJIOTHYHBIA METOA IS
noJrydeHus: nHpopMmauy 00 OTHOIIEHUH CBOMX COTPYIHHKOB K HOBOH CTpaTrernu Kopropamuu. Baempe-
Hue CCII paccmaTprBanoch Kak 3alycK HOBOI'O MPOJYKTA, a OMPOCHl COTPYIHUKOB, IPOBOJUMBIC KaxK-
JIbIE IECTh MECALIEB, TOMOTAIH OLICHUTH CTENEHb IPOHUKHOBEHHS 3TOTO «IIPOAYKTa» B PA3IMYHBIE MO~
paszeneHus: Kopropauuu. B pesynbraTe ObUIH MOTY4EHBI CIASAYIOMIME JaHHBIE, KOTOPHIE MOKHO KJIacCH-
(buIMpoOBaTh KaK YeTHIPE YPOBHS OCBEIOMIICHHOCTH IIEpCOHAA!
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YPpoBeHb 0CBEIOMIICHHOCTH Tunu4YHbIA 0TBET

OcBenomMieHHOCTh O  OpoHme A umo-mo caviwan o noeou cmpameauu u CCII, Ho mens smo noka
(ccr He 3aMmpoHYI0

OTHomIeHNE ¢ TO3UINH KIIMeHTa A menepsb pabomaio no-wogomy, 6 coomsemcmauu ¢ CCI1

[Mpenmourenus OpaHIa To Hogoe, umo s cmaparcy HPUMEeHUmMsb, 0aem pe3yabmamsl. Imo
nomoezaem MHe, HAWUM KIUEeHMAamM U KOMIAHUU 8 YETIOM.
JlosutbHOCTH Op3HTY A uz mex, kmo eepum. A yoescoen, umo Hosas cmpamecus HeoOX0-

ouma Komnavuu. S akmusHo npemeopsio ee 6 JHCU3Hb U CMaparch
npuenedb 0pyeux Ha Hauty Cmopomy.
310t ompoc (cM. puc. 6.6) MOMOT OLIEHUTH CTENICHb OCBEJIOMJICHHOCTH U MPHUBEPIKEHHOCTH paboT-
HukoB HoBoW CCII u onpenenuts Te 001aCTH, KOTOPBIE TPEOYIOT AOMOJHUTENBHBIX YCUIIUHA U O0oJiee mpu-
CTaJIbHOTO BHUMAHHSI.

CTeneHs NOHWHAHWA HOBOH KOPNOPaTHEHONH KyNbTYPLI

Leneean OceenoMneHHoOCTE | YdacTue MpegnoyreHus NoanbHocTe
ayauTopHA UYro-To cnbiwanu Monpoboeanu Nosepunn B yenex | Axtueno
nponaraHaupyloT

Hupexrop {20)
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iw n g b 5w P L
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l'pynna nepexogHoro
nepuoaa (30)
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NMuaeps (00 L
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WiraTt paboTHhkoe (3000) buzHec-eauHMUA

YIS
I T
PﬂcyHOK 66 KamMnanusa «HO[leJIPICL MHCHHUECM>» — MOKa3aTeJIu IOHUMAaHUA HOBOI'O BU/IEC-

HUsI/CTpaTernu

MNokasaTenu paboTbl B KOMaHae

CerogHsi MHOTHE KOMIIAHUH HMPUXOJAT K TAKOMY BBIBOAY, YTO AJISI JOCTHXKEHHSI aMOUIIMO3HBIX 11e-
nelt TpebyeTcst Oe3ynmpedHasi opraHu3amys BHYTpEHHUX Ou3Hec-mpoieccoB. Ho HU omgHa U3 ATUX menei
HE MOXXET OBITh JOCTUTHYTA B IOJHOU Mepe 0e3 KOJUIEKTUBHOIO Tpy/Aa BCel KOMaH ikl paOOTHUKOB, OyIb
TO pa3paboTKa HOBOTO MPOAYKTA, OOCITY)KMBaHUE KIMEHTA WJIM BHYTPEHHUE olepauuu. Takue npeanpu-
SITHSI IPUAYMBIBAIOT CIICHMATbHBIE TOKa3aTeld CO34aHUA KOMaHIbl U paboThl B koMaHzae. CrpaxoBas
kommanus National Insurance moctpowusa BCIO CBOO AEATEIHOCTh BOKPYI KOHICTIIIMK KOMaHIHON pado-
Tol. B cocTaBisitomieil 00ydyeHus u pa3BUTHs IepcoHala KOMIAHUH 3allMCaHbl CIEAYIOIINE MMOKa3aTeln
CO3/1aHMS KOMaHAbI U pabOThl B KOMaH/E:

1. BHyTpeHHH ONpOC: ONPOC COTPYAHUKOB O TOM, KakK, 10 UX MHEHHIO, Pa3IMYHbIE TTOApa3ze-
JICHUs] KOMIIAaHUHU TIOJIEPKUBAIOT APYT APYra;

2. ypOBeHb B3aUMOJICHCTBHUS. CTENICHb Pa3BUTHS CBSA3EU C JAPYTMMHU TOApa3AeICHUSMH, Opra-
HU3AIUSIMA, KITUECHTaMHU,

3. YHCIO COBMECTHBIX MPOEKTOB: YHCIIO MPOEKTOB, B OCYIIECTBICHHN KOTOPHIX MPHHUMAIOT
ydacTue pa3indHble OApa3AeIeHUs;

4. WCTOJB30BAHUE CHCTEMbI KOHTPOJIS 3 MOTEPSMU: MIPOLIEHT HOBBIX HAIIPABICHUH B MOJIUTHU-
Ke KOMITaHUH, CO3JaHHBIX C MCIOJB30BAHMEM CHCTEMbI KOHTPOJIS 3a MOTEPSIMU,;
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5. mporeHT OM3HEC-TUIAHOB, pa3pabOTaHHBIX KOMaHIAMH. MPOIEHT OM3HEC-eIUHHMII, pa3pabo-
TaBUIMX CBOM OM3HEC-TUIaHbI MPH MOAJEPIKKE IPYTUX PECYPCOB KOMITAHUH;
6. TPOIEHT KOMaHJ, MMEIOMHNX OOIIMe 3371a4i U MOOYIUTEIbHbIE MOTHUBBI: KOJMYECTBO KO-
MaHJ, YIEHbI KOTOPBIX UMEIOT OOIINE LN U CTUMYJIBI.

JlaHHBIE TTOKA3aTeIH Y€TKO (OPMYIUPYIOT IS KaXKIIOTO OTIACITBHOTO COTPYIHUKA KOPIIOPATHBHYIO
YCTaHOBKY pa0oTaTh B KOMaHZE, a AJIs KaXKI0W KOMaHIbl U3 Pa3IMYHbIX MOJpa3AeeHU — OKa3bIBaTh
MOAIEPKKY U IOMOTAaTh APYT IPYTY.

Konuenuust komanaHoil paboTel MOKET OBITH pacIIMpeHa IUIAHAMH B3aWMOJCHCTBUS KOMaH.
[Ipeanonaraercs, 4To MpU IOCTHKEHUH OOILEH LETH BO3HATPAKACHHUE PACIpeAessieTcsl MEXIY BCEeMH
ydyacTHUKaMu KoMmaHApl. OHA U3 KOMIAHWW MPEAJIOKUIA MPU OLEHKE TAKOTO BHJA JCSTEIBHOCTU HC-
MOJIb30BATh TPH MOKA3ATEIIs:

1. mpoueHT Bcex COBMECTHBIX MPOEKTOB C OOLIMMHU JOCTUXKCHHUSIMH;

2. TPOICHT MPOEKTOB, IPU BBHIMOJHEHUH KOTOPHIX OBUIM MCIOJB30BaHBI BCE MOTCHIIMAILHBIC
BO3MOYHOCTH,

3. TPOIEHT MPOEKTOB, B KOTOPBIX MHIWBUAYAJIbHBIE MOOYIUTEIbHBIE MOTUBBI YJICHOB KOMaH-
JTbI OBLTH HEPa3pPBIBHO CBA3aHBI C OOIIEH MENbI0 MPOEKTa.

HEAOCTATOYHOE PA3SBUTUE CUCTEMbI CNELIMPUHECKUX NOKA-
3ATENEWN ANA COCTABIAOLWEN OBYHEHUA U PA3BUTUA

K coxanenuto, B OTIMYUE OT MHOKECTBA MMPUMEPOB, HILTIOCTPUPYIOIIUX pa3pabOTKy MEPBBIX TPEX
COCTABISIOMINX — (PUHAHCOBOH, KIMEHTCKOW M BHYTPEHHHX OHM3HEC-TIPOIIECCOB, — pPa3pabOTaHHBIX B
KOMIIaHUSX, aHaloru4HbIX [IpumepoB it cocTaBiisitonieil 00ydeHnss U pa3BUTUSA MbI MIPUBECTU HE MO-
xeM. B cBoeMm mccienoBaHUM MBI OOHapYKWIJIM, YTO MHOTHE OpTraHW3aluH, pa3paboraB Oe3ympedHble
CUCTEMBI TMOKa3aTeNiel COCTaBISIONNX (PMHAHCOBOW, KIMEHTCKOW W BHYTPEHHUX OW3HEC-TNPOIIECCOB, HE
CUMTAIOT HYXXHBIM OLIEHUBATH Takue (PaKTOPHI, CBI3aHHBIE ¢ OOyUYECHHEM M Pa3BUTHEM IEepCOHaNA, Kak
nepeoOydeHne, T0CTymHOCTh HH(OPMAINH, SIMHCTBO LEeNei W 3a7a4 KaKI0TO KOHKPETHOTO pabOTHHKA
¥ KOMITAaHUH B IIETIOM. DTOT (aKT SBISIETCS YAPYYaAIOIIUM, MTOCKOJIBKY OJHA M3 TJIABHBIX IENICH BHEApe-
Husa u npumeHeHust CCII 3akimrodaercsi B pa3BUTHH BO3MOXHOCTEH Kax1oro padOTHHKA M BCETO Mpel-
MPUATHSL.

K sromy Bonpocy MbI BepHemcst B riaBe 10, a moka 3aMeTHM, 9TO OTCYTCTBHE TIOKa3aTeNeil ueTBep-
TOW COCTaBJISIFOIIEN CBUAETENBCTBYET O TOM, YTO KOMITAHUS PACCMATPUBAET CBOU CTPATETUYECKUE 3a1aun
B OTPBIBE OT TaKWX BAKHBIX (DAKTOPOB, KaK Pa3BUTHE MEPCOHANA U HH()OPMAIIMOHHBIX CHCTEM, OT HICH
KOMaHJHOW paboThl. 3a4acTyl0 CTOPOHHHUKH KOHLENIHH OOYy4eHUsl U Pa3BUTHS IEPCOHANA, €ro MOTHBA-
MU ¥ PaclIMpeHHs TOJHOMOYMH, a Tarke JlocTymHOCTH MH(POPMAIMOHHBIX CHCTEM HE MPUBS3BIBAIOT
COOTBETCTBYIOIIIUE MPOTrPaMMbl K KOHEUHBIM JIOJITOBPEMEHHBIM LesisiM Komnanuu. KoHeuHo, Ha ux pas-
paboTKy U peaM3alnio BBIACISIIOTCS ONpPEAeICHHBIE PECYPCHI, HO CaMU 110 cebe OHM HE PacLECHUBAIOTCS
KaK OJHO U3 CPEACTB pealM3aluy CTpaTeruu KommaHuu. Kak pe3ynprar — mosiHas HeyZOBJIETBOPEH-
HOCTb CO CTOPOHBI PYKOBOJICTBA, HEAOYMEBAOIIETO MO MOBOJY TOTO, KOTJA €, HAKOHEL, MOKHO Oyzaer
OLICHUTH C MOMOIIBIO OOBEKTUBHBIX MOKAa3aTeNIeH pe3ybTaThl CEPhe3HbIX HHBECTULIMH B epcoHai. Cro-
POHHUKHM Pa3BUTHS TMEPCOHANA U WH(MOPMAIMOHHBIX CHCTEM HETOAYIOT, YTO UX JESITEIbHOCTh paccMmar-
PHBAETCS KaK HEUYTO BTOPOCTENEHHOE, HE UMEIOIIEE TIPSIMOTO OTHOIIEHUS K CTPATETUH OpTraHU3alliH.

MBI HazeeMcsl, 9YTO TaKoOe TOJIOKEHHUE CBUIETENBCTBYET CKOPEE O 3aMEJIEHHOM Pa3BUTHH YETBEp-
TOW COCTaBJISIIOIICH B KOMITaHUsAX, a He 0 cnaboctu camoil konuenuuu CCII. ITo mepe Toro kak xKomma-
HUU HaYHYT BHEAPATH CUCTEMY MeHeMeHTa, ocHOBaHHYIO Ha CCII, OyayT nosBisIThCA MPUMEpPBI TBOP-
YecKu pa3pabOTaHHBIX IMOKa3aTeleld COCTaBILiOIIEeH 00ydeHus W pa3BuTus. B criepyromieil riaBe Mbl
MIPOEMOHCTPUPYEM, KaK B COOTBETCTBHM C NMPUHIMUIIOM NPHYNHHO-CIEACTBEHHBIX CBA3EH MOKa3aTeln
YETBEPTOI COCTABIIOLICH CIIOCOOCTBYIOT JOCTUKEHHIO LIEJIEH, TOCTABICHHBIX B IIEPBBIX TPEX.

Mpb1 npensioxxuiy, He T0KUJAsACh, TOKAa KOMIaHUK Pa3paboTaroT MOKa3aTesd COCTaBIAIomel 00y-
YEHUs U Pa3BUTHS, HCIIOJIB30BaTh OoJiee 00IINe XapaKTEpUCTUKA — CTpaTernyeckoe o0ydeHue, AOCTyI-
HOCTH UH(OPMAINH, TIPOLIEHT YCOBEPIICHCTBOBAHHBIX MPOIECCOB M MPOICHT TON-MEHEKEPOB, YbH IIEIIH
u 3anaun ckoopauHupoBanbsl ¢ CCII. Otu mapameTpsl, C OTHOM CTOPOHBI, BBISIBISIIOT Y3KHE MECTa B CHC-
TeMe, a C APYroil — Ciiy)KaT OpUEHTHUPaMH, TIOKa KOMIIaHHUs He pa3padoTaeT MOJIHOLEHHbIE KOHKPETHBIE
MOKAa3aTeN! JUIsl COCTABISIONICH 00ydeH s U Pa3BUTHSL.
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OPUEHTUPDI

OCHOBBIBasACh Ha CBOEM HCCJEJOBAaHUHM CTPATETHYECKOTO YIpaBieHHs nepcoHanom, Maiikn bup
MPEAJIOKUI E1le OJUH JOTOJIHUTEIbHBIN BapUaHT MOAX0Aa K Ipo0OJieMe. B TOM Cllydae, €Cid MOKa3aTeau
HE pa3paboTaHbl WU He):[OCTyrIHBIZ, MOYHO 3aMEHHUTh MX TaK Ha3bIBa€MbIMM OpHeHTHpaMH. [Ipeanoio-
XKHUM, YTO HEKash KOMIIaHWs CTaBUT Iepen co0oM Ienu mepeoOydeHus: mepcoHasia, YTOObl KaXKAbIA CO-
TpyAHUK Oo0Jiee OCO3HAHHO M MCKYCHO OCYIIECTBISUI CTpaTeruio KommaHnud. OJHAKO B HACTOSILIMHA MO-
MEHT HE COBCEM SICHO, KAaKUM 00pa3oM M € KaKOW TOYHOCThIO MOYKHO OLIEHUTH CTEIIEHb JOCTUXCHUS 3TOU
LIETIM — TOKa3aTelel He CylecTByeT. TeM He MeHee BCAKUI pa3, HallpuMep eXEKBapTalbHO, KOTa Ipo-
BOAUTCS OOCYXKICHHE CTPATErHYECKOTO MPOLecca Pa3BUTUS YEJIOBEUECKUX PECYPCOB KOMIIAHUM, MEHE -
KepaMm, 3aHAMAIOIIHAM KITF0UYEBBIE MO3UINH, PEIIAracTCsl HAMCaTh OAHO- WIH IBYXCTPAaHHYHBIN OTYET O
MPOJENaHHON paboTe, TOCTUTHYTHIX PE3yIbTaTax M MOTEHIUAIBHBIX BO3MOXKHOCTSIX NEpCOHAIa KOMIIa-
HUU. VIMEHHO 3TOT OTYET W 3aMEHsIET CBOJ IOKa3aTelel Kak 0a3uc i1 akTUBHOTO JUanora u obcyxnie-
HHSI JOCTUTHYTOTO. He ABJISACh HEKOEW JOJITOCPOYHON 3aMEHOM CHCTEMBI NMOKa3aTeNen, 3TOT OTYET, TEM
HE MEHEE, MOXET CIY)KHUThb OPUEHTHUPOM I MOCTAHOBKU M JOCTWXeHHs ueieid. OH HampaBisieT nes-
TEJIBHOCTB B HY)KHYIO CTOPOHY, MOCKOJIBKY MEHEIPKEPBI TOJDKHBI OTUUTHIBATHCSA O BBINOJHEHUN WHHUIIMA-
THUB U MIPOTPaMM, MU CAMHMH COCTaBICHHBIX. OJHOBPEMEHHO TaKOW OTYET CUTHAIM3UPYET O CYIIECTBO-
BaHMU 3HAYUTENBHOTO Ipoderna B cucreMe nokaszateneil. OH SBJIAEeTCS NOCTOSHHBIM HAIIOMUHAHUEM Me-
He/KepaM 0 HeOOXOIMMOCTH pa3pabOTKH CHCTEMBI mokaszareieil /s detBepToit cocramisttonieir CCII,
HaIpaBJIeHHOW Ha Pa3BUTHE BO3MOXKHOCTEH pabOTHUKOB, HH(POPMAIIMOHHBIX CUCTEM U OW3HEC-CAMHUI.

3AKIIOYEHUE

Taxum 006pa3oM, OCYIIECTBICHUE LIEIEH, IIOCTABICHHBIX B (PMHAHCOBOH, KIIMEHTCKOW M BHYTPEHHEH
COCTaBJISIFOIINX, 3aBUCUT OT BO3MOKHOCTEW KOMITaHUH, CBI3aHHBIX C 00y4€HHEM U Pa3BUTUEM IE€PCOHA-
na. Ctparerun, HarpaBJIEHHbIE HA JOCTHKEHHUE BHICOUANHIIIMX PE3yAbTATOB, MIPEAINOIaraloT MHBECTUPOBA-
HUE B NIEPCOHAJ, HH(POPMALMOHHBIE CHCTEMBI M MPOIECCH, KOTOPBIE U SBISIIOTCS MOTEHIIMAIOM KOMIIa-
Huu. CrefoBaTenbHO, COOTBETCTBYIOLIME LIETH W TMOKa3aTead JOJDKHBI CTaTh HEOTHEMIJIEMON YacTbhiO
CCII mro6oii komnanuu. O60011IeHHas TpyIIa MOKa3aTeneil, OpueHTUPOBAHHBIX Ha paOOTHUKOB KOMIIa-
HuH (YIOBICTBOPEHHOCTh, 3(P(HEKTUBHOCTh U COXPAHEHHE KaIPOBOIO COCTaBa), 1aeT BO3SMOXKHOCTD OIle-
HUTH PE3yJbTaThl MHBECTUPOBAHMS B pa3BUTHE MEpCOHaNa, WH(POPMAIMOHHBIX CHCTEM, a TaKkKe B MpO-
LIECCHI, CBA3aHHBIE C COOTHECEHWEM MHAMBHUIYaJbHBIX U KOPIMOPATUBHBIX LeJel u 3aaad. OmHAKO Kax-
J0H KOMITaHUU HEOOXOIMMO pa3padaThiBaTh M Pa3BHBAThH CIIEHU(PHUCCKUE TTOKA3ATEIH JJIsI COCTABIIIIO-
el oOydeHns ¥ pa3BUTHA B ITOJTHOM COOTBETCTBHH C OOIIEH CTpaTeruei.

NMPUMEYAHUA

! A. Schneideman. Setting Quality Goals / Quality Progress, 1988, April, p. 51—57; cm. takke R. Kaplan. Analog Devices,
Inc. The Half-Life System, 9-190-061. Boston: Harvard Business School, 1990.

2 M. Beer, R. Eisenstat, R. Biggadike. Developing an Organi zation Capable of Strategy |mplementation and Reformulation, in
Organizational Learning and Competitive Advantage / Ed. B. Moingon, A. Edmonson. London: Sage, 1996.



MABA 7. CEBANNAHCUPOBAHHAS CUCTEMA NMOKA3ATENEN U
CTPATEIMnA KOMMNAHUA

B mpenpinymux riaaBax Mbl pacckazaii 00 OCHOBAaxX CO3AaHHsA COAJAHCHPOBAHHOW CHCTEMBI MOKa-
3areneit, ONmIcaB MPUHIUT OTpeIeIeHUs] (PMHAHCOBBIX U HE(DMHAHCOBBIX MAPAMETPOB U CTPYIITHPOBAB UX
B UYETHIPE COCTABILIIOMMX. (PMHAHCOBYIO, KIMEHTCKYIO, BHYTPEHHUX OM3HEC-TIPOIECCOB, a TaKXke CO-
CTaBISIONIYIO 00ydeHus U pa3BuTHs. Uto ke sBrsiercs 3anorom ycremHoctu CCII? Mosxker ObITh, 10C-
TaTOYHO MMETh MPOCTO HAOOp (PUHAHCOBBIX M HE(HUHAHCOBBIX MOKa3aTeseH, YeTKO PACIPEIEICHHBIX IO
YETBIPEM KaTeroOpHsM ?

Lenp mo00# OLEHOYHOW CHUCTEMbl — HAaNpaBUTh BCEX PaOOTHMKOB Ha YCIEIIHYIO Peau3aluio
cTparernu Kkomnanud. OpraHu3anusM, CHOCOOHBIM NIEPEBECTH CBOIO CTPATErHIO B CUCTEMY ITOKa3aTeseH,
o0ecredeH ycnex B JOCTHXKEHUH CTPATETHIECKUX LEIel MOCKOJIBKY TaKUM CIIOCOOOM OHH JIOBOJAT UX A0
CBelIeHUs a0CONIIOTHO BCEX CBOMX COTPYAHHUKOB. DTa mH(pOpMarus GoxycHupyeT BHIMaHHE MEHEIKEPOB
U PSIOBBIX COTPYIHUKOB Ha HanOoJee BKHBIX (haKTOpax, MO3BOJSIONINX YBA3aTh MHBECTUIINH, HHUITHA-
THUBBI U MOBCEJHEBHYIO ACATEIBHOCTh COOOIIMM IUIaHOM pa3BuTus komnanuu. CnegosarensHo, CCIT —
9TO MHCTPYMEHT PaclpOCTPAHEHHS CTPATETHIECKOW MH(POPMAIIUU ITOCPEICTBOM MHTEIPUPOBAHHOTO Ha-
0opa (puHAHCOBBIX M HE(PUHAHCOBBIX TAPAMETPOB.

[Touemy Tak BaxxHa KOMMYHHKaTuBHas posib CCII?

COanancupoBaHHas cHcTeMa [MOKa3aTeNne J1eiaeT KOpIopaTUBHOE BUACHNE OyayIIero 10c-
TOSTHHEM BCEX COTPYIHHUKOB U CIIOCOOCTBYET YCTaHOBJICHHIO aTMOC(Hepbl €MHOMBICITHSI.
COanancupoBaHHas CHCTEMa IOKa3aTeeil Co3JaeT LEeJIOCTHYIO0 MOJENb CTPAaTEruu, 4To Mo-
3BOJISIET KKAOMY PabOOTHUKY ONPEAEIUTh CBOM BKJAJ B JOCTHXXEHHE yclexa KOMIAHUH.
be3 3ol CBsI3M MOXXHO ONTHUMHU3UPOBATH CBOIO ACATEIBHOCTh HA «IIEXOBOM>» YPOBHE, HO HE
Ha KOPIIOPATUBHOM.

COanancupoBaHHas CHCTEMa MOKa3aTelel MO3BOJISIET CKOHLIEHTPUPOBATh YCHIIUSA: €CIIH 1ie-
JIM 1 TIOKa3aTesid BhIOpaHbl MPAaBUIIBHO, YCIIEX O00ECleyeH, eClu HeT, TO BCe MHBECTULIUU U
WHULUATUBbI HALIPACHBI.

Hackonbko BepHo CCII otpaxkaeT crpareruto koMmrmannn? OTBET HAZ0 UCKaTh B TJIABHBIX CBOMCT-
BaX CHCTEMbl — €€ YYBCTBUTEJBHOCTH M MPO3padyHOCTH. BHUMarenbHbI Habmogatens, udyuus CCII
OpraHu3anuy, MOMMeT, Ha OCHOBE KaKOW CTpaTerny OHa MOCTPOCHA.

B kauecTBe mpumMepa npuBeAeM OTYET NPE3UIAECHTY KOMIAHUU PYKOBOJMTENS MOAPA3AEICHUS, KO-
TOPBIM BHENPHUI CBOKO MIEPBYIO CUCTEMY MOKa3aTeNeH:

Panvwe, nomepsii kmo-Hubyo» 6 camoneme OOKYMEHM, COOEPHCAUUL
cmpamezuyecKue niaHbl KOMNAHUU, U HALlOU e20 KOHKYpeHmubl, 5 0bl1 0bl 6
Apocmu, Xoms MO He O4eHb cepve3nas Geda. Mnu, nanpumep, eciu mou
MECAUHBIL OmYem no Oonepayusm noopasoeieHus OKA3aics Obl 8 pyKax
KOHKYDEHMO8, 5, KOHEYHO, paccmpouncs 0vl, HO, ONAMb Jice, 8ce He MAaK
cmpawro. Cbanancupoeannas cucmema nokasamene uzidazaem MO
cmpame2uro HACMONLKO YemKO U NOJHO, YMO KOHKYPeHMmbl, NOAVYU8 ee,
CMO2Ym J1e2Ko pa3pyuums 6ce MOU NIAHbL.

Ecnu CCII u B camoM [fiesie JOCTUTIIA TAaKOM CTETNIeHH MPO3PavyHOCTH, TO 3TO 3HAYMT, YTO MOKa3aTe-
JIM NEATENBHOCTH HaXOAATCS B IOJJTHOM COOTBETCTBUHU CO CTPAaTErueil OpraHu3arii.

B3AUMOCBA3b CBAHAHCI/IPOBAHHOI?I CUCTEMbI MOKA3ATEJEN
CO CTPATEr'MEn KOMNAHUAU

B riaBe 2 MBI Ha3BaIM TPH OCHOBHBIX NMPHHIHKMA, HA KOTOphIX cTpoutcs CCII, Hepa3phIBHO CBsI-
3aHHAasA ¢ oOwIel cTpaTernel KOMIAHUH!
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1. TPUYUHHO-CIIEJCTBCHHBIC CBS3H,
2. (haKTOpBI TOCTHKEHUS PE3yJIbTAaTOB;
3. B3aUMOCBSI3b C (PUHAHCOBBIMU PE3YyTbTATAMHU.
PaccMoTpuM Kaxablil U3 HUX B OTAEIbHOCTH.

anI‘-IVIHHO-C.He,D,CTBeHHbIe cBA3N

Crparterust — 310 Ha0Op HEKUX FMIIOTE3 O MPUYMHAX U CIEACTBUSAX. [[pUIMHHO-CIIeICTBEHHBIE CBS-
31 MOYHO BBIPAa3UTh MOCIEN0BATEIBHOCTBIO YTBEPIKIACHUN «ECIHH... TO». Hanpumep, cBiI3b MEXNy MOBBI-
[ICHHEM KBaJTM(PHUKAIIMA MEHEKEPOB IO MPOAaKaM U yBEIIMYEHHEM MPHUOBUIA MOKET OBITh YCTaHOBIICHA
TaKOH MOCIET0BATENEHOCTHIO TUIIOTES!

Ecnu mut yeenuuum yucio 3aHamutl no npoOyKmam, mo meHeoxicepvl omoe-
aa npooadxc cmanym 6onee 0C8e00MIEHHLIMU OMHOCUMENbHO aACCOPMU-
MeHma moseapos, Komopbwle OHU MO2Ym npooamby; eclu OHU cmaunym bOoJiee
0CBEOOMIEHHBIMU, MO 00bEM NPoOaxdc 8o3pacmem; eciu 00bem npooajic
8o3pacmem, mo u NPpUOLLIL YEEAUUUMCA.

[MpaBunsHo paspaboranHas CCII momkHa MPEnCTaBUTh CTPATETHI0O KOMIAHHH Yepe3 MOI00HYIO
MOCIIEIOBATEIFHOCTh IPUIMHHO-CIICICTBEHHBIX CBsA3el. CHCTeMa OICHOK JESTeIbHOCTH MOCTPOCHA Ta-
KAM 00pa3oM, 4To CBs3M (THIOTE3bI) MEXKIY LENsIMH (M MOKa3aTeIsIMHU) Pa3MYHBIX COCTABIIOIINX, a
TaKkKe MEXIy TMOKa3aTeNsIMU U (paKTOpaMu JIeATeIbHOCTH, HANPABICHHOW Ha JOCTH)KEHHE PE3YJbTaToB,
CTaHOBSITCS YCTKUMH U SPKO BBIPOKEHHBIMU. Kaoswcowlii napamemp, GKIIOUEHHb 8 COANAHCUPOBAHHYIO
cucmemy, 001CeH ObiMb dNEMEHMOM Yenu NPUHUHHO-CIeOCMBEHHbIX C6A3ell, NOCPeOCMBOM KOMOPOU
KOMNAHUSA NOIyHaem uHghopmayuio o cmpamezuu OusHec-e0uHuYybl.

CbaKTOpbl AOCTUXeHUuA pe3ynbTaTtoB

Kak MBI y)xe o06Ccyxnany B mpenplAylIuX TiaBax, Bce cOanaHCUPOBAHHBIE CHCTEMBI, BKIIIOYAIOT B
ceOs1 obmme mokazatenmu. OHU SBISIOTCS KITIOUEBBIMU TIOKA3aTEIIMU PE3YJAbTaTOB W XapaKTEPHBI IS
MHOTHX KOMIaHHI U oTpaciedl. OTu 0a30Bble MapaMeTpbl, HAPUMEP NPHUOBUILHOCTH, PHIHOYHAS JOJI,
CTENEHb yAOBJICTBOPECHHOCTH KJIMEHTA, COXpaHEHUE KIMEHTCKOM 0a3bl M 006JacTh KOMIIETEHTHOCTH Tep-
COHaJa, CIyXaT AJisl OTCPOYEHHOW OleHKH. DaKkTopbl TOCTHKEHUS PE3YJIbTATOB - 3TO YHUKAJIBHBIC JJIA
KKJI0W KOHKPETHOW OM3HEC-CMHMIIBI MOKa3aTeIu onepexaronieid oreHku. OHM 0Tpa)aroT CrerupuKy
ee cTparerud, Hampumep (GUHAHCOBBIE (AKTOPHI MPHOBLIBHOCTH, CETMEHTHI PBIHKA, B KOTOPBIX JTaHHAS
Ou3Hec-eqUHUIA KOHKYPUPYET, a TaK)Ke 0COObIE eI COCTABISIOUIMX BHYTPEHHUX OM3HEC-TIPOLIECCOB U
0o0yueHus U pa3BUTHSL.

[IpaBunbHo cocrasnennas CCII gomkHa nmpeacTaBIsTh cOO0 KOMILIEKC TTOKa3aTeNel pe3yabTaToB
1 (haKTOPOB NEATETBHOCTH. be3 mocneHuX HeBO3MOKHO TOHSTh, KaKk OBLIH TOCTUTHYTHI mepBbie. Kpome
TOTO0, C IOMOIIBIO TOJIBKO MOKAa3aTeliell HeJlb3sl HAa PaHHHUX ATarax OLEHUTh, HACKOJIBKO YCIICIIHO OCYIIe-
CTBIISIETCS cTpaTerusi KoMmnanuu. M Hao00poT, (HakTophl AEATEIFHOCTH, HAPUMEP BPEMEHHOM ITUKII WIH
noust Opaka (urcio ne)eKTOB Ha MWUIMOH U3ZCHi), 0€3 COOTBETCTBYIOIIUX IOKa3aTelIeld MOTYT CIIO-
cOOCTBOBAThH JIMIIb KPATKOCPOUHBIM YIYULICHUSM IPOU3BOJACTBEHHOIO MPOLIECCa, HO HE OTPAXKaloT HX
BIMSIHAE HAa COCTOSIHUE KIMEHTCKON 0as3bl W, ClIeJI0BATENbHO, HA (PMHAHCOBBIC PEe3yNbTaThl. [IpasuibHo
cocmasnennas CCII dondcna umems cOanaHcuposanHwiil KOMRIeKc pezynomamos (omcpoueHnHvie Xa-
pakmepucmuku) u Gaxmopos 00cmuicenus peyibmamos (onepexcaiowue nokazamen), Ymo A6IAemcs.
HeomveMaeMOoll Yacmuio odwjeli cmpame2uu OusHec-eOUHUYbL.
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B3aumocBsa3sb € (*)MHaHCOBbIMM pe3ynbTaTtamMu

[Ipu Bcem MHOTOOOpa3uu NMporpaMM M IUIAHOB COBEPIICHCTBOBAHMS, UMEIOLUIMXCS B KaXKIOW KOM-
MaHWH, IOCTATOYHO JIETKO YBJIEUbCS TAKUMHU BaXHBI MU MPOOJIEMaMH, Kak yaydllIeHUE MoKa3aTeneil Ka-
YeCTBa M YAOBJIETBOPEHHOCTH KIMEHTOB, NHHOBALMSIMH U JIEIETHPOBAHUEM MTOJHOMOYMI paOOTHUKAM B
KaXIIOM M3 THX HalpaBJICHWH BHE CBS3U C IEISIMHU U 3a7adaMu (HUHAHCOBOW cocCTaBisitomiei. B atom
ciIydae ycleuIHas peajam3aiusi oOlei KOPIOpaTUBHON CTpAaTErny CTAaHOBUTCSA MpoOieMaTuuHoi. duHaH-
COBBIE TIPOBIIEMBI, ¢ KOTOPBIMH TIPHIIIOCH CTONKHYTHCA JIAypeaTaM mpeMun Boiapumpka , CBUCTENbCT-
BYIOT O HEOOXOJUMOCTH MOCTOSIHHO COOTHOCHTH NMPOU3BOICTBEHHBIE YCOBEPILICHCTBOBAHUSA U IKOHOMHU-
YECKHUE PE3Y/bTaThI.

ChanancupoBaHHasl CHCTEMa MOKa3aTeled JOJDKHA JeNlaTh OCHOBHOM aKIEHT Ha (DMHAHCOBBIE pe-
3ynbTarel, Hanpumep nokazatean ROCE wim EVA. MHoTMM MeHemKepaM HE yaaeTcsl CBs3aTh TaKHe
MpPOrpaMMbl, KaKk yIpaBjieHHE Ha OCHOBE KauecTBa, COKPAILEHHE MPOAOKUTENIBHOCTH MPOU3BOICTBEH-
HOTO LMKJA, PEMH)XKMHUPUHT WA JENEeTUPOBaHUE IOJHOMOYMH, C IMOKA3aTENsIMU, HENOCPEACTBEHHO
BIIMSIFOIIIIMY Ha OTHOIICHUS C KIMEHTAaMH, a CIIEA0BATEIbHO, Ha (PMHAHCOBBIC pE3yNbTAThl. Takue mpo-
rpaMMBbl OMHMOOYHO TPAKTYIOTCS KaK KOHEYHbIE LeNd. B WTOre 3TO MPHBOAMT K TIIyOOKOMY paso-
4apOBaHUIO, TIOCKOJIBKY OTJaya OT HMX NpakThyecku Heoulyruma. Bce nokazamenu CCII uepes yens
NPUYUHHO-CTIEOCNBEHHBIX CB53ell O0NACHbI DbIMb CO2NACOBANbI C PUHAHCOBLIMU YETAMU.

MpI mokaxkeM 3T0 Ha mpumepe AByXx komnanuii — Metro Bank u National 1nsurance.

Metro Bank

Metro Bank croskayscst ¢ nBymsi ipoGiemamu: 1) upe3MepHBIil aklEHT HAa OJAWH BHJ yCIyr —
JICTIO3UTHBIE CUeTa U 2) CTPYKTYpa U3JCPKEK, KOTOpasi Jenayia HempuObUTbHBIM 00cnyxuBanue 80% xiu-
SHTOB TIPH CYIIECTBYIOUIMX MPOICHTHBIX CTaBKaX. baHK pa3zpaboTai CTpaTeruio, COCTOSIIYIO U3 IBYX Ha-
MIpaBIICHUM.

1. Poct noxonoB. CTabunu3upoBaTh MOCTYIJIEHUE JOXOAO0B 32 CUET PACHIMPEHUS HCTOUHUKOB
UX MMOJIY4EHHUs TOCPEACTBOM HPEJOCTABICHUS KIMEHTaM JIOTIOJIHUTEIbHBIX YCIIYT.

2. Ilpou3BomUTENHHOCTD. ¥YBeIMYUTHh 3(PPEKTUBHOCTH ONEpalyii 3a CYET IepeBOAa HETpH-
OBUTHHBIX KJIIMCHTOB Ha 00Jiee SIKOHOMHYHBIC (POPMBI 00CTYKUBaHUS (HalpUMep, HJIEKTPOH-
HYIO).

COanancupoBaHHas cUCTeMa IoKa3aTesneil Oanka Oblia pazpaboTaHa B COOTBETCTBHHU C 3TOM CTpa-
terueit. Ocoboe BHUMaHKE OBUIO YICNCHO W3YUEHUIO TeX MPUYNHHO-CICICTBEHHBIX CBS3€H, HA KOTOPHIX
OCHOBBIBAJIACH BCS cTpaTerusi. Pe3ynbraThl 3THX YCHIIMA B YIPOLICHHOM BHJE IMOKa3aHbl Ha pucyHke 7.1.
Yro kacaercsi pocta J0XOJIOB, TO (hMHAHCOBas Ieib OblIa sicHAa: TpeOyeTcs paclMpUTh UX CTPYKTYPY.
CrpaTernuecku 3T0 03Ha4ajlIo, 4TO OAHK, MPOAHATU3IUPOBAB CBOIO KJIMEHTCKYIO 0a3y, ONpEAETUT TeX, KTO
OyIeT MoJjabp30BaThCs HOBBIMH YCIYTaMu, a 3aT€M CTaHeT MPOIaBaTh HOBBIE YCIYr'H 3TOM LENEeBOM KaTero-
pun norpedureneit. OqHaKO MOCe aHaIu3a KIMEHTCKOW COCTABIISIONICH BBISICHHIIOCH, YTO LIEJIEBbIC KITU-
EHTBl HE paccMaTpuBaiM OaHK KaK MCTOYHHUK Oojiee IIMPOKOro cIekTpa yciayr. B uacTtHocTH, OoHU He
OKUTATN TIPEIOKCHUI y9acTBOBATh BO B3aUMHBIX (DOHIIAX, IMOJIB30BAThCA KPEIUTHBIMHU KapTaMu, Kpe-
IUTaM{d Ha HEIBM)KAMOCTh M (PMHAHCOBBIM KOHCYIBTHPOBAaHUEM. BBUIO NMPUHSATO pelieHre H3MEHUTDH
MpEACTaBICHNE KIMEHTOB 0 OaHKe Kak 00 omepaTope JEHO3UTHBIX CUETOB U CO3/1aTh €r0 HOBBIA UMHIIK
(MHAHCOBOTO KOHCYJBTAHTA.

Mankom Bommpumk (Malcolm Baldrige) — munuctp toprosimu CIHIA (1981—1987), ocoboe BHUMaHUE YIETST BO-
IpocaM KadecTBa BO BceX cepax XO3aHCTBEHHOH JEATEILHOCTH; B €r0 YeCTh Ha3BaHa MPEMUS, KOTOPYIO €XKErofHO BpydaeT
npesuaeHT CIIIA cambiM 3 (HEeKTUBHBIM NMPEINPUATHIM PAa3IMYHBIX oTpacieid. — [IpumMed. nepeBoa4uKa.
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Crparterus pocra goxoloE Crparerus athdhekTHEHOCTH
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Pucynok 7.1. Crparernss Metro Bank

[Tocne onpenenenns GprHAHCOBOM LENN — PACHIMPEHNUE UCTOYHIKOB I0XOJI0B — U (hOpMYyIHpOBa-
HUSI HOBOTO TPEUIOKEHHSI TIOTPEOUTEIECKOW CTOMMOCTH — CO3/IaHME aBTOPHUTETa HAZESKHOTO (PUHAHCO-
BOTO KOHCYJIbTaHTa — Hadajach paboTa HaJ COCTaBILIIONICH BHYTPEHHHX OM3HEC-TporeccoB. b BbI-
JIeTICHBI TPU MHOTO(YHKIIMOHAIIBHBIX Mpotiecca: 1) uzydeHune noTpeOHOCTelH KIneHTa, 2) pa3paboTKa HO-
BBIX MPOJYKTOB U YCIYr U 3) MEPEKPECTHBIC MPEIOCTABICHUS HOBBIX Yciyr. Kaxaplii U3 HUX JOJDKEH
OBUT BUIOM3MEHSTECS B 3aBUCUMOCTH OT HOBBIX TpeOoBaHmii crparernu. Hampumep, pexinama Tpaauim-
OHHO JOMHHHpPOBaJa HaJ MPOIECCOM OOCITYKMBaHUSA. XOpoIasi pekjaMa IUTF0C yJ00HOE pacTIoIOKEHHE
OaHKa MpUBJIEKAIN KIMEHTOB. [lepcoHan akTHBHO IMTOMOTal UM B OTKPBITHH CUETOB M MPEIOCTABISII BCE
comyrcTBytomme yciyri. KymbTypsl oOcinyknBanus y OaHKa HE CymECTBOBaT0. DakTHYECKH TOIBKO
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Cephe3HOE MCCIIeIOBaHNE MOKAa3alo, 4To Beero b 10% cBoero BpeMeH! COTPYIHUKH OT/AeNa 1Mo pado-
T€ C KJIMEHTaM{ TPaTWIM Ha HETOCPEICTBEHHOE 001eHne ¢ HuMu. bank paspaboran cnenuaibHy0 mpo-
rpaMmy IO MEePECTPOIKe Mpoliecca IpenocTaBieHus ycayr. HoBsli moaxon mpeanoaaral I3MEHEHUE Po-
M MEHeKepa OaHKa: Tenepb OH Hanemsuics (QYHKIUsIMH (pUHAHCOBOTO KOHCYNBTaHTa. B cOamancupo-
BaHHYIO CHCTEMYy OBUIM BKJIIOUEHBI JBa IMOKazarens 3Toro mpoiecca. KoadduuueHnt obcmykuBaHUs
(cpennee 4MCIO YCIyT, OKa3aHHBIX KIMEHTY, — OTCPOYCHHBIN MOKa3aTesb) OlleHHBaT Y()PEKTUBHOCTD
cepBuca. Bropoii mapamerp (KOJMYECTBO 4aCOB, IPOBEACHHBIX C KIIMCHTOM, — OIEPEKAIOIIUI MMOKa3a-
TEJb) CBUJICTEIBCTBOBAN O MPUHSATHUA HOBOM KYJIBTYPbl 0OCITY)XHBaHHs COTPYIHUKaMu OaHka. JlocTH4Yb
pPE3y/IbTaTOB, COOTBETCTBYIOIIUX HOBOM CTPATETMH, HEBO3MOXKHO 0€3 JMYHOro OOILICHHUS MEHEemKepa ¢
KIIUEHTOM.

Crnenyromiasi €CTECTBEHHAs! CTYIEHb — 3TO ONpeaeieHre (HaKkTOpoB, CIIOCOOCTBYIONIMX MOBBIIIIE-
HUI0 3(PEKTHUBHOCTH MEPCOHANA IS YCIICITHON peann3aliil CTpaTeruu pocta 10x0a0B. CocTaBistomas
obyuenus u pazsutusi CCII onpenenna HeoOXoaMMOCTh 1) Uit MEHEKEPOB OTAENA MO0 PadoTe ¢ K-
SHTaMU Pa3BUTh CBOM KOMIIETEHIIMU KaK (PMHAHCOBBIX KOHCYJIBTAHTOB C 00OJIee IMOJHBIM 3HAaHHEM HOBBIX
ycayr, 2) 0oJjiee COBEPUICHHOTO NOCTyna K MHGOopManuu (MHTErpUPOBAHHBIC TAHHBIC O KIUEHTaX) U 3)
MepPecMOTPa CHCTEMbI CTHMYJIMPOBAHHS TIEPCOHAA, HAJICIICHHOTO HOBBIMH (QYHKIMAMHU. OTCpPOUECHHBIMHU
MOKa3aTeIsIMH CIYXUIH 3()()EeKTUBHOCTB, CpeHEE YHCIO MPOAaXXK Ha OJHOTO MEHEIKepa, a TakkKe pe-
3yJbTaThl ONPOCOB MEPCOHANA, IPEIHA3HAYCHHBIX I ONPEeICHUsI CTEIICHH yIOBJIETBOPEHHOCTH CBOCH
JesATeNIbHOCTHI0. Onepeskarole HHAUKAaTOPhI MOKa3bIBAIOT OCHOBHBIE N3MEHEHUSI, KOTOPbIE HEOOXOIUMO
MPOBECTH B KaapoBoi cdepe: 1) noBbimieHue kBamudukauu u nepeodydaeHne — kodGuiueHT crpare-
THYECKOT0 MepeoOydeHus, 2) paCuIMpPeHUe A0CTYIa K CPeCTBaM HH(POPMAIIMOHHBIX TEXHOJIOTHI 1 0a3am
JTaHHBIX — KOA(PPUIUEHT JOCTYIMHOCTH CTpaTeruueckoil nadopmanuu u 3) NpUBEACHUE JTNUHBIX LIENCH
1 3a/1a4 pabOTHUKOB B COOTBETCTBUE CO CTpaTerueil OaHka.

Bce ati nokasarenn cocTaBWIIM OCHOBY AJIS CO3/IaHUSI COBEPLICHHO HOBOTO MpOIlecca YIpPaBICHUS.
Hampumep, paccMoTpuM Takod TOKa3arelb, Kak KOA(QQPHUIMEHT cTparermdeckoro nepeoOydenus. Jlns
peanmzaiu JF000W HOBO# cTpaTeruu, B ToM uucie u ctpaterun Metro Bank, neus6exno tpebyercs me-
peoOyuenue nepcoHana. COOTBETCTBYIOIIUE 3HAHMS M HAaBBIKM PAOOTHUKOB MOXKHO IPEICTAaBUThH JHOO
KaK aKTHBBI (€CIIM OHU UMEIOTCs), MO0 Kak maccuBbl (eciu ux Het). Pa3Butue oOyacteil KOMIETEHTHO-
CTH — OOBIYHO CaMblil JUIMTENbHBIM MPOLECC, OT KOTOPOTO BO MHOTOM 3aBHCHT ycmex crpareruu. Ha
HAIII B3I, Hanbosee 3¢ (eKTUBHBIN U, KCTaTH, 0OOMaHYMBBIA B CBOCH KaXKYIIEHCS MPOCTOTE MOKa3aTeib
HAJIMYHS CTPATETHIECKUX 3HAHUH M HaBBIKOB (POPMYIHpYyETCcs U3 000OMIEHHOTO OTBETa Ha BOIPOCHI: Ka-
Kre cepbl KOMIIETEHTHOCTH HeoOXoAnMbI? YeM MBI pacrojiaraeM B JaHHBIH MOMEHT? Hackosbko Benmmk
paspbIB MEXIY T€M, YTO €CTh, U TeM, 4To Tpedyercs? Koaddumuent crparernyeckoro nmepeodydeHus u
OTPEJETSAET ITOT CTPATETHYSCKUN MaccUB (BCIIOMHUTE pa3phiB, W300pakeHHbIH Ha pucyHke 6.4). Ilpu
TOM, YTO JAHHBIN MOKA3aTelb SBISIETCS OYEHb BAXKHBIM U OJJHOBPEMEHHO MPOCTHIM, HEMHOTHE OpraHu3a-
IIUU CIIOCOOHBI €r0 C(hOPMYINPOBATh, MOCKOJIBKY MX KaJPOBBIE CUCTEMBI H CHCTEMBI TUIAHUPOBAHHS HE
MOTYT J1aTh OTBETHI HA TPHU NPUBEICHHBIX BbIIIE Bompoca. Eciu xe 3TOT mokazaTellb OIpeeieH, TO HHO-
r71a IPUXOINUTCS TIOJTHOCTHIO IEPECMOTPETh TMPOIECC Pa3BUTH IEPCOHANIa KOMIaHuu. Pucynok 7.2 moka-
3BIBACT, KaKHME TOMBITKA OBLIM MPEAPHHSTHI, YTOOBI JMKBHIUPOBATH MPOOEIBI B CTPATETHIECKOM Tepe-
oOyuenuu. JIoruka onpeaeneHus CTpaTErnYecKUX MPUOPUTETOB U UX MOKa3aTeNel nprBesa K NepecMoT-
Py IPHUHLMUIIOB YPaBICHUs IPOLIECCOM peanu3aluu cTpateruu. Eciu Obl He cOanaHncupoBaHHAs cHUCTEMa
MoKa3aTelnel U JIOTMKa, Ha OCHOBE KOTOPOIl OHa CTPOMUTCS, MPEANPHUSITHS, CKOPEe BCETrO, HE CMOTIN OBl
TaK OTEPaTUBHO PeNIaTh MpoOIeMy HEXBATKH KBaIU(DUIIMPOBAHHOTO NIEPCOHAA.

B Tabmuie 7.1 cBeqeHbI BOCAMHO IETH M MoKa3aTenn (OTCPOYCHHBIC U OMEPEIKAIOIINE HHIMKATO-
pbI) cOanmancupoBaHHoi cuctembl Metro Bank. HeynuButenbHO, 4TO mapameTpbl (UHAHCOBON M KITHEHT-
CKOH COCTaBJIIOIIMX COAEPKAT HE TAK MHOTO OIEPEKAOINX HHAUKATOPOB, MIOCKOJIBKY OOJIBLIMHCTBO UX
cocpenoToueHsl B ABYX Apyrux cocrapisioumx CCII — BHYTpeHHHUX OM3HEC-TIPOLIECCOB U OOyUCHUS U
pasButust. Pucynok 7.1 u tabmuua 7.1 wumoctpupyior CCII, mocTpoeHHYI0 Ha OCHOBE HPUYMHHO-
CJICZICTBCHHBIX CBSI3¢H, KOHEUHOH IICJIbI0 KOTOPOH BCETIa SBISCTCS yaydlieHue GUHAHCOBOM JIEATEIILHO-
CTH MPEANPUSATHSI.
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CTpaTerMyeckas Uensb
Fazeumue cihep xompemenmuocmy, Heobxodunmbix ORa yonelwnozo0 obcnyuean R

CTpaTer“qecK“ﬁ CDalcrop AoCcTHHeHWA CTpaTErH"IECKa.H

noKasatTenk pesynbrara pe3ynbTaToE HHHUHMATHEA

(oTcpoUeHHBIH MHAMKATOP) {onepexarwuin nHanKaTop)

s [epecmoTp Npolecca

# NoxoA HA ogHoOro - KOS(*)C'DHL[HEHT pa3EMTHA NepcoHana
COTPYAHHKA CTpaTeri4ecKoro

# Yucno yenyr, okasaHHLIX nepeoby4eHun 1. OnpegeneHune cTpaTermye-
OAHWM MEHeAKepoM CKMX CMeLMankbHocTei
oTAenano paEOTE H 2. DHPEAEHEHHE
KNHEHTaMHK '« « HeobxoAMMBIX cBNacTel

KOMMETeHTHOCTH

3. OUueHKa ypoBHA HMeKo-
WerccA nepcoHana

4. CocTaBNeHWe NpoerHosa Tpe-
GyemMbIX cNeyHansHOCTEH

§. OnpeaeneHue "yikux mect"

6. CocTaBneHuWe nnaHa
pasBMTHA NepcoHana

Pucynok 7. 2. IloBbiienne 3¢ (peKTHBHOCTH MepcoHaIa

Komnanusa National Insurance (oTcpo4eHHble pe3ynbTaTbl)

BaXHOCTD B3aMMOCBSI3M MEXKIY MMOKa3aTeNsIMH Pe3yabTaTOB M (PAaKTOpaMH MX JOCTHIKEHUS, BEpO-
SITHO, HanboJiee SIPKO MOXKHO MPOJEMOHCTPUPOBATH HA MPUMEPE KOMIIAHUH, 3aHITHIX B CTPAXOBOM Ou3-
Hece. CrpaxoBaHue — 3TO MH(POPMALMOHHO HACHIIIEHHAs OTPACIb, XapaKTEPHON YepTOH KOTOpOW SB-
JISTFOTCS AJIMHHBIE BPEMEHHBIE Pa3phIBbl MEXAY NPUHATHEM PEILICHUS U COOTBETCTBYIOLIUM PE3YJIbTaTOM.
Hanpuwmep, 3¢ pekTHBHOCTE OCHOBHOTO JCHCTBHS CTPAXOBaHHUS — OICHKH PHCKA M Ha3HAYEHUSI CTOMMO-
CTH BO3MEIICHUS — HEU3BECTHA A0 TeX MOp, MOKa He OyAyT BBIIABUHYTHI M YPEr'yIHPOBaHBI COOT-
BETCTBYIOIIME MIPETeH3UH. Pelenre crpaxoBoro ciaydas MOKET 3aHUMAaTh OT JBYX A0 ISITH JIET, & B 0CO-
OBIX CydasX, HAIPUMEDP «acOECTOBBIE» TSHKOBI®, MOXKET TSHYTHCS NECATHICTUSAMU. B Takux curyamusax
JUIA MOTHBALlUM U OLIEHKM JEATEIbHOCTH OW3HEeC-€AMHMI] a0COJIIOTHO HEOOXOAMMO KOMILJIEKCHOE CO-
YeTaHue MMoKa3aresel pe3ynbTaToB U (PaKTOPOB UX JOCTHKEHHUS.

OnHa u3 KpynHernmx crpaxoBbix komnanuii, National Insurance B teuenne 1980—1990 roaos mo-
CTOSIHHO MMeJIa HEY/AOBJIECTBOPUTEIbHBIE PE3YNIbTAThl IeATeNbHOCTH. [ ucnpasneHus: cuTyanuu Oblia
MpUrjalieHa HoBasi KoMaHaa MeHekepoB. [IpensoxxenHass UMU CTpaTerus COCTOsIa B TOM, YTOOBI YHTH
0T obuiero moaxoa (MPeIOCTaBICHUE MOJHOTO MaKeTa YCIYr BCEM CEIMEHTaM PhIHKA) M MEePEOPUCHTH-
pOBaTh IEATENHLHOCTh Ha OoJiee crenupuveckoe, y3koe HampasieHue. i yCHemHoro oCyImecTBICHUs
CTpaTeruu ObUIH OTIPE/IENICHBI HECKOJIBKO KITFOYEBBIX (DaKTOPOB:

YIIYYIIUTh AEATEIbHOCTh 10 U3YUEHUIO LEIEBbIX CETMEHTOB PHIHKA,

YIIy4IIUTh 0TOOp, 00ydeHHEe M MOTHUBALIMIO CTPAXOBBIX areHTOB AJisi pa0OTHI B 3TUX CETMEH-
Tax;

YCOBEPIIEHCTBOBATh CTPAXOBOU MPOIECC KaK [IEHTPAIBHBIN ITYHKT HOBOU CTpaTEruy;
YIIy4IIATh cO0p HH(POPMAIHH O CTPAXOBBIX CITydasiX C IEJIbI0 CY)KEHHS PHIHKA.

* [lepBBIii mpoLEecCc MO MCKY MPOTUB MPOMU3BOMUTENIEH, MMOJIb30BATENE U paclpocTpaHUTENeH acOecToComepKalx
npoxyktoB Obu1 BeiUrpad B 1967 rogy B CILIA. — IIpumeu. nepeBoguuka.
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Tadoamua 7.1. CoanancupoBaHHas cucreMa nokasartesnei Metro Bank

CTpaTemquRne neJau

CTpaTernquKne NnoKasaTeJjm

OTcpoquHue HHAUKATOPbI

Onepemammne HHAUKATOPbI

duHaHCOBasI COCTABJSIONIAS
F1. YBenmuunth peHTabenbHOCTh
F2. Pactumputsb CTpyKTYpy A0-
XO/I0B

F3. Cokparuts u3nepxKu

ROI
Poct noxonos

U3menenune uzgepxex 00CIyxu-
BaHUs ACTIO3UTHBIX CUETOB

CtpykTypa 10X040B

Knuenrckas cocTaBigiomas
Cl. YBenu4uTh CTECIECHD YI0B-
JIETBOPEHHOCTH KIIUCHTOB 32
CYET PacIIUpEHUS aCCOPTHUMECH-
Ta YCIIYT ¥ MOBBIIICHUS YPOBHS
o0cayXKUBaHUs

C2. YBenu4uTh CTENCHb YI0B-
JIETBOPEHHOCTH KIIMECHTA MOCTIC
o0cayXKuBaHus

Jloig cerMeHTa phIHKA

CoxpaHeHre KIHEHTCKOM 0a3bl

KagecTBO B3aMOOTHOIIIEHUH C
KJIAEHTAMA

Onpocel KITUEHTOB

CocraBasiomas BHyTPeHHUX OM3HeC-TIPoLeccoB

I1. U3yuuTh HaIIero KiMeHTa
12. Co3gaBaTs HHHOBAIIMOHHEIE
yCIIyru

13. OcymecTBaAATh MepeKpecT-
HOE 00CITy)KUBaHUE

14. TlepeBecTu KJIIMEHTOB HA 0O-
Jiee 3KOHOMHUYHBIE CIIOCOOBI 00-
CITY)KHBaHHUS

|5. MuUHUMU3HPOBATH OTIEpaLu-

Hoxon oT mpegocTraBieHus HO-
BOU yCITyTH

Koaddumment nepexpectHoro
00CITyKUBaHUS

W3menenune cTpykTypsl popm
00CITyKUBaHUS

IToka3aTens KOMUECTBA OMINOOK

Hukn pa3paboTku yciayru

Hucno yacoB, MPOBEACHHBIX C
KJINEHTOM

OHHBIE IPOOTIEMBI MpH 00CITyKUBAHUU
16. I'mbkoe oOcmykuBaHuE Bpewmsi BeInoJIHEHHUS 3aIIPOCOB

CocraBisionmas o0y4eHus 1 pa3BUTHS
L1. Pa3zBuTHe cTparernueckux

oOrnacreil KOMIIETEHTHOCTH

L2. [Ilpenocrasnenue crpareru-

4ecKoi nH(pOopMaImn

L3. CooTHecenme TMYHBIX I1e-

neit ¢ uensiMu O0aHka

Koaddumment crparermaeckoro
nepeodydeHus
Koaddumuent ngoctynmaocTu crpa-
Tern4eckoi nHpopMam
CooTHeceHHe TUYHBIX LIENEH C 1ie-
nsimu Oanka (%)

VY 10BIETBOPEHHOCTH TIEpCOHAIIA

Jloxoa Ha OTHOTO COTPYAHUKA

B xadecTtBe OCHOBHOTO MHCTPYMEHTA OCYILIECTBICHHS 3TUX I1aHoB Obuta BeiOpana CCII, mockob-
Ky, IO MHEHHIO HOBOW KOMAaHJIbI YIIPaBJIIIONINX, OHA TIO3BOJIUT JOBECTH WH(POPMAIIUIO O HOBOW CcTpare-
UM 10 CBEJIEHUS BCEX COTPYIHHUKOB, C OJHOW CTOPOHBI, U CBOEBPEMEHHO IMOJYYUTH OOPATHYIO CBSI3b O
TOM, 4TO «KOpaOJb» Ha4aJl MEHATh Kypc, — ¢ apyroil. Ha mepBom 3Tare coctaBiieHusi cOanaHCUPOBaH-
HOW CHCTEMBI MoKa3areliell ObUIM OMpEIeNeHbI 1ed HOBO# cTparteruu (cM. Tabi. 7.2, JeBas KOJOHKA).
[Tokazarenn oTOHpanych Ha OCHOBAaHUH COTJIACOBAHHOTO OTBETA HA OYEHB MPOCTOH Bompoc: «Kak MOxHO
y3HaTh, YTO HENb JOCTUTHYTa?». OTBETHI Ha STOT BOMPOC Jajd MapamMeTphl, MOMEIIEHHBIE B KOJIOHKY
«KimroueBble TIOKa3aTem pe3ynbTaToB» Ta0misl 7.2. OHH MHAYe HA3bIBAIMCH CTPATEIrMYECKUMH MTOKa3a-
TEJSIMU Pe3yJbTaTOB, MOCKOJIBKY OTpaXkajd T€ 33Jadd, KOTOpPble HEOOXOOUMO OBLIO PELIMTh B KaXI0M
COCTABIISIFOLIEN HOBOW CTpaTeruu.

[Toxa3zarenn, pa3MelIeHHbIE B IEHTPATBHON KOJOHKE TAOJMIIBI 7.2, SBISIOTCS YHHBEPCAILHBIMU
JUIsl TF00OW KOMIIAHWH, 3aHATON B CTPaxOBOM OW3Hece (CTpaxOBaHHE MMYIIECTBA M CTPAXOBAHHE OT He-
cuactHbIX cinydaeB). Koneuno, CCII He Obuia Obl OJIHOM 0€3 TakuxX crenurUUecKuX mapaMeTpoB, OHa-
KO camu 1o cebe, 6e3 001X CTpaTernueckux noka3areisieil, OHu He MOT'YT CUTHAJIM3UPOBATh O AOCTHKE-
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HUW CTpaTerHYecKuX Ieneil kommnanun. Kpome Toro, Bce crienupuueckue mapaMmeTpsl SIBISIFOTCS OTCpPO-
YEHHBIMH, TO €CTh TOBOPST O TOM, YTO YK€ OblI0 caenano. Hanpumep, ecnu Oyner BBeeH HOBBIA KpUTe-
puii mporecca CTpaxoBaHuUs, PE3YJIbTATHI MOSBITCSA HE paHee YeM 4epe3 ToJ1, a KOd(PPHUIIUEHT MOTeph CTa-
HET U3BECTEH elle TO3XKe.

Crparernueckue mokazareian pe3yibTaToOB NPEACTABIIOT «cOaJaHCUPOBAHHBIN B3TJISIA HA OOIIYIO
CTpATerHi0, OTPAKAIOMINK B JOTOJHEHHE K TPAJAUIMOHHONW (PMHAHCOBOM COCTABIIOMICH KIMEHTCKYIO,
BHYTPEHHHUE OM3HEC-TIPOLIECCHI, a TAKXKE COCTABIISIONIYI0 O0y4YeHHs ¥ pa3BUTHs. TaKko# Moaxo/ Mmo3BoJis-
€T yXKe Ha pPaHHMX 3Talax OLEHWUTbh, HACKOJBKO YCIELIHA IEATEIbHOCTh KOMIAHUHU. DTO JaeT BO3MOXK-
HOCTb OTNIPEACTUTh MIPOTrpamMMy IEHCTBUI Ha KaXAbIA IEHb, C TEM YTOOBI B OynymieM A0OUThCS BbIIaro-
mmxcs pe3ynbraToB. CoderaHue crieu(pUUecKUX OTCPOUYCHHBIX W OOIIUX CTPATErHYECKHUX OIIEepekKaro-
LIMX MOKa3aTeyed HeoOX0IuMO JIF000M OpraHu3alru, HO 0COOEHHO OCTPO 3TO OLIYIIAETCS B TEX KOMIIa-
HUAX, KOTOPBIE 3aHATHI B CTPAaXOBOM OM3HECE.

PykoBoacreo National Insurance momoiHWIO KaKAbli CTpAaTerHUECKHil Mokas3arellb (hakTopamu
JTOCTHXKEHHSI pe3yIbTaroB (CM. Tali. 7.2, mpaBasi KOJIOHKA), KOTOPbIC B OOJIBIIMHCTBE CIIy4aeB FOBOPST O
TOM, KaKi€ HEMEJICHHbIC IIard HY)KHO MPEeANpPHUHSTH, YTOObl JOOUTHCS KEIAaeMbIX PE3y/IbTaTOB B TOM
umm uHOM OwusHec-mipouecce. Hampumep, crparernueckuMy nokasaTelsiMU JIJIsI CTPAaxOBaHUS SIBIAIOTCS
CIIeA yIoIIKe:

KO3((HUIIUEHT MOTEPH;
4acTOTa MPETECH3UN;
CEPBE3HOCTD IPETEH3U M.

D¢ GEeKTHBHOCTD ATHX IMapaMeTPOB 3aBUCHT OT Ka4ecTBA CaMOTO MpoIlecca 3aKIIOYeHHs JOTOBOpa
cTpaxoBaHud. beutn pazpaboTaHbl KPUTEPUH TOTO, YTO PYKOBOJCTBO KOMIIAHHUHM CUUTANIO XOPOIIMM IIpPO-
LIECCOM CTPaxOBaHHUsI, KOTOPBIE, B CBOIO OYEpeb, ONMPEACIAIN MEPOIPUATHS, HEOOXOIUMBIE I COBEp-
LIEHHs] HOBOM cenku crpaxoBaHus. [lepuoguuecku MpoOBOAMIICS ayIWT, BBISABIISIBILMI, HACKOJIBKO CTpa-
XOBBI€ IMOJIMCHI, BBIJAHHBIE COTPYIHUKAMH KOMIIAHHH, COOTBETCTBYIOT pa3paboTaHHBIM Kputepusim. B
pe3ynbpTaTe BO3HUK HEKUH OTEpeXalolInii WHANKATOP KAauyecTBa, WM (aKTOp TOCTHIKEHUS Pe3yabTaToOB
— ko3¢ dunmenTa norepp, 4aCTOTH U CEPHE3HOCTH PETEH3M, KOTOPHIC MPOSBATCS 3HAYUTEIHEHO MO3XKE.
B nomnonHeHue K ayquTy KadecTBa JOrOBOPOB CTpaxoBaHUs ObUIM pa3paboTaHbl aHAJOTHYHBIE MPOrpaM-
MBI U TIapaMeTphl 11 IPOLECCOB MEHEKMEHTA, PA3BUTUS HOBBIX YCIYT U YPEryJUPOBaHUS NPETEH3UH.
Tak BeITIIAEIA T HOBASI CHCTEMA ITOKa3aTeIe:

IMoka3aTenu pe3yabTaTOB DaKTOpPHI JOCTUKEHUS Pe3yIbTATOB
Coxpanenue/pacuiupenne 0a3bl KIFOUEBBIX CTpa- Pe3ynbTaThl CTPaxOBOM IESATEIBHOCTH IO CpaBHE-
XOBBIX ar¢HTOB HHUIO C TIAHOM

Coxpanenue/paciuiupeHne KIMeHTCKOW 0a3bl Ompoc CcTpaxoBBIX areHTOB OTHOCUTEIHHO HOBOI

CTPaxOBOU MOJIUTUKHU
Pacummpenue ctpyktypbl OusHeca (1o cermeHTam)  Pa3BuTHe CTpaxoBOil AEATEIBHOCTH MO CPABHEHUIO

C TIAHOM
YacToTa U Cepbe3HOCTh IPETEH3NH Ayaut KauecTBa CTpaxOBaHUs
Koaddumment 3arpar TexyuecTs KaApOB; KOCBEHHBIE PACXObI
D¢ eKTHBHOCTH MEepcoHaIa Pa3BuTHe mnepcoHana Mo CpaBHEHHUIO C IUIAHOM;

JOCTYITHOCTHh WH(OPMAIIHOHHBIX TEXHOJIOTUI

[TpaBas xomoHKa TaObIUIBI 7.2 PECTABIACT COOOH HOBBIM KOMIUIEKC OTIEPEKAIONINX HHINKATOPOB
— (aKkTOpOB HOCTHIKEHHS pe3ynbTaToB, BeiOpanHbix National Insurance.

Pucynok 7.3 nmpencraiser cOalaHCHPOBAaHHYIO CHCTEMY MoKa3aresiel rpaduyecku, HIUTIOCTPUpPYs
JIBE IIETIM TIPUYIMHHO-CIIEJACTBEHHBIX CBS3CH: OT Iieneld oOydeHHsI W pa3BUTHS W BHYTPEHHHX OW3HEC-
MPOIECCOB K KIIMEHTCKUM M (PMHAHCOBBIM LEJISIM; M OT Ka)KI0TO ITOKa3aTeNsl KIMEHTCKON COCTaBIISIONMIEH,
COCTaBIISIOMINX BHYTPEHHUX OM3HEC-TIPOIECCOB M OOy4eHHS M pa3BUTH K (pakropam AOCTHXKEHHS pe-
3yJIBTATOB.

[Tpumep National Insurance BHOBb JeMOHCTPUPYET, Kak mporecc co3nanust CCIT uzmenser crpare-
THIO U BEJIET K IOCTHKEHUIO JKEJIAeMBIX PE3yIIbTaTOB.
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Tagauua 7.2. CoanancupoBaHHasi cucTeMa noka3aTteseil komnanuu National I nsurance

CTpaTemquRne neJau

CTpaTernquKne NnoKasaTeJju

KiroueBnie OTCPOYCHHBIE I10-
Ka3aTeJau pe3yjbTaToB

(I)aKTOI)Ll AOCTUKCHUSA Oollepe-
KA IIMX pe3yabTaToOB

duHaHCOBasl COCTABJIAIOLIASA
F1. OnpaBnate oxumaHus aK-
LHOHEPOB

F2. YcoBepiieHcTBOBATH OT1€-
PALMOHHYIO IEATEIbHOCTh

F3. loctnup yBenndenus npu-
OBLTH

F4. YMeHbIUTh pUCK aKLIMOHE-
poB

Jl0XOMHOCTHh COOCTBEHHOTO Ka-
nUTana

KomOunmpoBaHHEI K03hGUIIH-
CHT

Pacmmpenne CTpykTyphI cTpa-
XOBaHUSA

Karacrpoduueckne morepu

Kauenrckasi cocraBiasiionast
C1. CoBepuieHCTBOBaHUE Jiesi-
TEIBHOCTH areHTCKOHN CITY>KOBI

C2. Y ioByieTBOpEHHUE TICIICBOTO
KJIMCHTA

CoxpaHeHue/paciupeHue K-
EHTCKOM 0a3bl MO0 CPABHEHUIO C
TUIAHOM
CoxpaHeHue/paciupeHue K-
SHTCKO# 0a3bl (10 cerMeHTam
PBIHKA)

JocTmwkenus areHToB (1o cpaBHe-
HUIO C TJITAHOM)

Onpocel KTHEHTOB 00 ypoBHE 00-
CIIY>)KHUBaHUSA

CocraBasiomas BHyTPeHHUX OM3Hec-TIPoLeccoB

I1. PazBuTHeE 11€/IEBBIX PHIHKOB

|2. [TpuOBIIIBHOCTE CTpaxoBa-
HUS

I3. CooTBeTcTBUE IpETEH3NI

OouzHeCy

|4. TloBbrmenue 3 GeKTuBHO-
CTH

CtpykTypa cTpaxoBOro Om3zHeca
(o cermeHTaM phIHKA)
Koadpunuent morepb

YacToTa npeTeH3nit
Cepbe3HOCTD MPETEH3UM
Koadunuent 3atpar

Pa3Burtne ctpaxoBoro 6usHeca 1o
CPaBHEHHIO C IJIAHOM

Aynut KayecTBa mpoliecca cTpaxo-
BaHU

Aynut KayecTBa MpeTeH3U

TekydecTs KagpoB
JlnHaMyKa ynpaBisieMbIX U31Ep-
KEK

CocraBisomas o0y4eHus 1 pa3BUTHS

L1. IoBbrmenne kBamuuka-
[IUY TIepcoHaa

L2. JlocTym K cTpaTerundaeckoi
uHpOpMan

OddexTuBHOCTE TIEpCOHATA

Pa3Butne nepconana no cpasHe-
HUIO C TUIAHOM

JIOCTYITHOCTB CTpaTErn4eCKuX UH-
(OpMaMOHHBIX CUCTEM TIO CpaB-
HEHUIO C IJIAHOM

HeranpHO pazpadborannsie mokazarenu CCII omuceiBarOT crpareruto kKommanuu. Llems npuanHHO-

CIICICTBEHHBIX CBSI3€H, MPEICTaBICHHAs HAa PUCYHKE 7.3, OTpa)kaeT TOYKY 3pEHHUsI PYKOBOJICTBA HA B3aH-
MOCBSI3b MEKAY OU3HEC-TIpOLIecCaMU M PEIICHUAMU, IPUHATBIMUA CETOAHS, U OyAyIIMMH PE3y/IbTaTaMu.
Cucrema AYOIUTOPCKUX IMPOBEPOK UMCECT LCIIbIO BBIABUTH «Y3KHUC MECTa>» MU OpPraHHU30BaTh aJC€KBATHOC
oOyuyeHue nepcoHana, Ho He YBOJIbHATHh NPOBUHUBIIMXCS. Takum oOpa3om, BIOpaHHBIE MMOKA3AaTEIH CIIy-
’KaT IUIg TOTO, YTOOBI JOBECTH IO CBEIECHUSA BCEU opranu3anuu cneumbnqecm/le 0COOEHHOCTH HOBBIX
OTIEpAllMOHHBIX MpoueccoB. OnpeneneHne CTPaTernueckKuX IPUOPUTETOB, CTPATETUYECKUX PE3YJIbTAaTOB
1 (PaKTOpOB WX JOCTHIKECHHUS MPUBENIO K TpaHC(HopMaImu CTpaxoBoil gesTenbHOCTH. DakTuuecku mpo-
L[ECC OLIEHKH — 3TO «XBOCT, KOTOPBIA BEPTUT COOAKOM».
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CTpaTerw-leclme uenu

CTparernyeckmne
NoKazaTenu pesyneLTaToB
{oTcpo4YeHHbIe MHAWMKATOPBI)

: PakTopbl

AOCTHHEHHUA pesyNbTaToB
| (onepexarcme MHANKATOPEI)

(PHHaHCcOBAA cocTaBNAKLWAA

F1. Onpaegarte oxuaaHKA
AKUMOHEpoB

F2. ¥coBepleHCTEBOBATL
onepauMoHHYK AeATeNbHOCTh

F3. ¥YBenu4ute Nnpubsine

F4. CHM3MTE PUCK aKUMOHEpPOB

KnueHTcKanA cocTaBnAKLWAA

C1. ¥nyqware geATensHocTb
CTPAXOBbLIX AreHTOB

C2.¥poBnersopeHHe 3anpocoB
UeneEklx KNMeHTOB

CocTaBNAKLWAA BHYTPpEeHHWX
EHSHEC-HPOLIECCOB

1. PaseMeaTe BM3HeC B LenNeBbIX
cerMmeHTax pbiHKa

12. ¥BenH4HBaTE NPHUBEINEHOCTE
CTpaxoEaHUA

13. CooTHOCHTE NPeTeH3MMK
c BM3HecoM

4. ¥senunumeare
thehpeKTHEHOCTE

CocraBnAroLan 0by4eHHA
H PasEMTHA

L1. MNoBklweHKMe KEanUdgMKaLMK
nepcoHana

L2. OB6neryeHWe gocTyna K
cTpaTtermyecked MHdg opmaummn

KonOuHMpoBaHHbIA Koathduuuent
JOX0AHOCTH COOCTEEHHOTD KanuTana

T

Pacwupenue Karacrpo-
CTPYKTYpEI —pe| huyeckue
ouzHec-noptdensa noTepu
CoxpaHeHne/pacuMpeHne JocTumenun
KAMEHTCKOA Da3bl (——| CTpaxoBbiX areHTOB
No CPaBHEHHUIO C NNAHOK i| no cpaeHenuo c nnanou
|
|
CoxpaHeHue/pacumpeHue | Onpoc knKeHToB
KNUEeHTCKON Dazbl po— 0 Ka4ecTBe
|:"D I:ETMEHTaM'_I | NONUTHKH KOMNaHWK
|
|
C : P
TPYKTYpa CTpaxoBaHuA A3BMTHE CTPAXOBAHWA
(no cerMeHTaM pbiHKa) i| ne cpaenennio c nnanon 4
|
1
Koadrubuument noteps -1—| AynuT KavecTea
<J_' npoUecca cTpaxoBaHUA m
YacTora npeteHzuin/ :
Cepbe3HOCTE NPETEHIHI Ayaut
¢ T KayecTea npeteHzui [N
|
|
t TekyyecTs Kappoe
|
Koaduunent zatpar ‘l Il ¥npaenaewsie zaTpathl
1
|
1
| Paseutue nepconana | |
j| mo cpaeHenuo c nnanon
JibperTHEHOCTE — |
nepcoHana 1
P pest—— | JocTynHocTe
. CTPaTErH4ecKuX |
| WH(POPHALMOHHBIX
I CHCTEH

1
Pucynok 7. 3. National | nsurance — npuuunno-ciaeacrsennnsie cBsizu CCII

OxonuatesnpHbIi yernex npumen k National Insurance nossxe (Ml moroBopuM 00 3TOM B riiaBe 12),
1, KOHeYHO, MHOTHE (akTopsl, momumo CCII, oka3anu BimsHUE Ha KOHEUHBIA pe3ynbrar. Ho pykoBo-
JCTBO CUMTAET, YTO COCTaBJICHHE COATaHCHPOBAHHOM CHCTEMbI NOKa3aTelieil ObLI0 BaXKHEHIIEH 4acThio
UX CTpaTEeruy, HAIpaBJICHHON Ha JOCTH)KCHHE ycrexa. JTa cucTema crana pykoBoacrsom National Insur-

ance B ec JABIKEHUH K OyaylieMy.

[Mpumepsr Metro Bank u National |nsurance niuirocTpupyroT Ipolece nepeBoja cTparerui OusHec-
eAMHUIEI B cucTteMy mokaszateneir. Ha camom nene CCII He siBIsIeTCSI MHCTPYMEHTOM CO3JIaHUS OM3HEC-
cTpaTteruv. MBI BHENPSUIA €€ B TeX OpraHU3aIusX, T/ yKe Oblia pa3padoTaHa CTpaTerus, HO 3a4acTyIO
TIEPEBOJ] CTPATETUH B TUIOCKOCTH MOKa3aTeNIel MPUBOIMI K HEOOXOUMOCTH €€ TIePEOCMBICICHUS U I0pa-
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0OTKH.

Co3naBasi cTpareruv, OCHOBaHHbIE Ha TMPUYMHHO-CIICACTBEHHBIX CBS3SX, TOT-MEHEKEPhl HMEIOT
BO3MOJKHOCTH TOJIYIUTh JOTIOJIHUTENbHBIE 3HaHUS 00 uX 3ddexrnBHOCTH. bonee moapodHO MBI pac-
CMOTpPHUM 3Ty TeMY B ri1aBe 12.

CTPATEN'MYECKUE N OWATHOCTUYECKUE MNOKA3ATEJIN: CKOJIbKO
NMOKA3ATEJIEW B CEAIIAHCUPOBAHHOWU CUCTEME?

Ecnu cuntars, 4TO Kakaas U3 COCTaBIIOMIMX cOaaHCUPOBAHHOW CHCTEMBI ITOKa3aTenell UMEET OT
YEeThIpEX 710 CEMH PA3IMYHBIX MTAPAMETPOB, TO OOBIYHO CHCTEMa KOMITAHUU COCTOMT B cpeiHeM u3 25 1o-
kaszareneil. He cmumkom mu 510 MHOTO? M1 MOKHO 7 C OJMHAKOBHIM BHHMAHHEM COCPEIOTOYUTHCS Ha
kaxa0M u3 Hux? Oteer Ha 00a Bonpoca oaud: HET! Eciiu CCIT pacematpuBats kak 25 (wnu 10) He3aBu-
CHUMBIX JIPYT OT Apyra mokasaresei, To paboTaTb C HUMH CIUIIKOM CJIOXHO AJis1 JTI000H OpraHu3aluu.

IIpennaraemasi cuctemMa IOJDKHA pacCMaTpHUBAaThCS KaK MHCTPYMEHTAapUU U1 €IMHOW CTPATErHH.
Ecnu 310 Tak, TO KOJIMYECTBO MOKa3aTeNiel He MMEET HUKAKOTO 3HaYEHUS, MOCKOJIBKY MEXIYy HUMH CYy-
LIECTBYIOT NPUYMHHO-CJICACTBEHHBIE CBSI3M M BCE OHU SBISIOTCS BBIPAXKEHHUEM CTpaTeruu Ou3Hec-eau-
Huibl. KoHeuHo, jerye ckasath, 4eM cieiath, Ho npumepbl Metro Bank u National Insurance, a taxke
HAIIl OTIBIT PabOTHI C IPYTUMH KOMIIAHUSIMUA CBUIETEILCTBYIOT O TOM, YTO OpPTraHU3aluu (OPMYIUPYIOT H
00CY)XIAaI0T CO CBOUMHU COTPYAHUKAMHU CTPATErHI0, OCHOBAHHYIO MPUOJIM3UTENBHO HA ABYX JECATKAX UH-
TETPUPOBAHHBIX MOKA3aTEIEH.

Onnako CCII, ¢ koTOpbIMH ceToHsI paboTaeT OONBIIMHCTBO OpPTaHU3AlWU, coaepkaT Oombie 25
nmokaszaresiel, 06e3 4ero, Mo YTBEP)KICHHIO MEHEIKEPOB, HEBO3MOYKHO (DYHKIMOHHPOBAHHE KOMITAHUI.
Criyxame ¢ HeJOBEpUEM OTHOCATCS K YTBEP)KICHHIO, uTO I d()()EKTUBHON OLIEHKH OTIEpPalMOHHON
JesATEIbHOCTA KOMIIAHWN BIOJHE JOCTAaTOYHO HE OoJiee ABYX JECITKOB MOKazarenel. B kakoM-To cMbic-
Jie OHH, MOXKET ObITh, U MPaBbl, HO MPOOJIEMa B TOM, YTO OHH HE JAETAIOT PA3TUUMs MEXIY IUarHOCTHYE-
CKHMH TTOKa3aTe/sIMH — TEMH, 10 KOTOPHIM MOXKHO CYINTh, HAXOMWUTCS JIM OM3HEC IO KOHTPOJIEM, H
KOTOpbI€ CUTHAIM3HPYIOT O HEOPIMHAPHBIX COOBITHSX, TPEOYIOUIMX HEMEIJIEHHOTO NPHUHATUS MEp, H
CTPaTErnyeCKUMH, ONPEEISIIOIIUMHU CTPATETHUIO JOCTHKEHHS COBEPILIEHCTBA B YCIOBHUSIX KOHKYPEHIIUU.

[IpocToit mpuMep MPOSCHSET 3Ty MBICTB. J{JI1 HOPMAIBHOTO (PYHKIMOHHPOBAHUS YEIIOBEYECKOTO
opraHu3Ma HeoO0XO0AMMO, YTOOBI MOKA3aTeIH €ro KU3HEAEATENIbHOCTH MEHSJIHMCHh B JOCTATOYHO Y3KHX
npeznenax. Ecim Temmeparypa Tena MOBBIIIACTCS WIM MOHMXKACTCS HA OJMH-JBa Tpaayca (HOpMAalbHON
cuutaetcs temrneparypa 98, 6°F, wiu 37°C), napieHue CIAUIIKOM MOHIKACTCS WK Yepecuyp MOBBIILIACT-
Cs1, 3TO MOJKET 03HA4aTh OJTHO — Y HAC cepbe3Hble MpobaemMbl. B Takux 00CTOATENBCTBAX BCE CUJIBI Opra-
Hu3Ma (Kak ¥ mpoQeccCHOHANIOB, TIOMOTAIOMIUX OOJIBHOMY BBIKApAOKAThCs) HAMpPAaBJICHBI HA TO, YTOOBI
HOpManM30BaTh 3TU Mokazarean. OnHako Mbl HE OpocaeM BCe pecypchl Ha CBOE «craceHue». B xoHue
KOHIIOB, najeHne temreparypsl Tena Ha 0, 01° He BiusieT HA TO, CTaHETE JIM BBl T€HEPATHHBIM JHPEKTO-
pPOM KOMITaHUH, CTapIIMM MapTHEPOM MEKIYHAPOIHON KOHCANTHHTOBOW (pupMbl mim mpodeccopom B
OJTHOM U3 CaMbIX MPECTHKHBIX YHUBEPCUTETOB. DTU (PaKTOPHI HE SBIAIOTCS CTPATETHYECKUMH; COBCEM
JpyTUe OMPENEISIOT, TOCTUTHEM JIM MBI CBOMX IPO(PECCHOHANBHBIX IIeJIel N HeT. Ba)kHbl 1 TemIiepa-
Typa Tena u nasienue? beccopro. CTOUT 3TUM MOKa3aTENsIM BBIMTH W3 HOPMBI, MBI TYT XK€ IMOJIydaeM
CHUTHaJI O TOM, YTO HEOOXOAMMO CPOYHO MPUHUMATH Mepbl. Ho sBIsIsICh, HECOMHEHHO, OU€Hb BaKHBIMH,
OHH HE JOCTATOYHBI AJISl peaTU3aliy HAIIMX JT0JITOCPOYHBIX IIeeH.

AHAaJOrMYHO KOPHOpAaly MOTYT UMETh COTHU M THICSYHM IMOKa3zareiel, KOTOpble KOHTPOJIUPYIOT
OM3HEC-TIPOLIECCHl U CUTHAIM3HUPYIOT O JII0OOM cOO€ B CHCTEME, HO HE OHHM SIBIITIOTCS PEIIAlONINMHA (haK-
TOpaMH TIOJTyICHHUS BBITAIOMINXCS Pe3yIbTaToB. Takue mapamMeTpsl MOXKHO pacCMaTpUBATh Kak «(PakTOPbI
THTHEHBI», TIOMOTA0IE KOMIAaHUU (YHKIIMOHHUPOBATH. DTO TUATHOCTUYECKUE MTOKA3ATEIIH.

[Toxazaremn pe3ynpTaroB U (hakTOpsl MX AOCTIKeHUS, n3noxenneie B CCII, HanpoTuB, DOKHBI
OBITH MpPEIMETOM AaKTHMBHOIO W LIMPOKOTO OOCYXKACHHS MEXKAY TOI-MEHEIKEpaMH U MEHEIKepaMmu
CPEIHETO YpOBHS NP OLEHKE CTPATETHH C UCIOJIB30BaHHEM HOBOM MH(OpPMAIUU O KOHKYPEHTAaX, KIIH-
eHTAX, PHIHKAX, TEXHOJOTHAX ¥ TOCTABIIMKAX~. I10 CITOBAM PYKOBOMTENS OHONH KOMITAHHH, 10 BBEC-
Husa CCII pykoBOACTBY MPUXOAWIOCH OLICHUBATh COTHU PA3JMYHBIX MMOKa3aTeie ONepaluoHHOMN nes-
tenpHOCTH. [IpH co3manum cOamaHCUPOBAaHHON CHCTEMBI OHHM BhIOpaimm 12 KITFOYEBBIX MMOKa3aTenel pea-
JIM3AIMHA CTPATETHH, CEMb U3 KOTOPBIX OBLIH aGCOMIOTHO HOBBIMH JUISl KOMITAHHN .

COanancupoBaHHas CHCTEMa IOKa3aTeel He 3aMEHSET CUCTEMY OLIEHKH NTOBCEIHEBHBIX IMapameT-
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OBUTO CKOHIIEHTPUPOBAHO HA TEX (PAKTOPAxX, KOTOPHIE MOTYT MPHUBECTH K KPYITHBIM JTOCTHKEHUSM B KOH-
KYPEHLIMU Ha PbIHKE.

KAK MO>XHO UCTOPTUTb XOPOLUUE NOKA3ATEJIN: UCNOJIb3OBA-
HUE ANATHOCTUYECKUX NMOKASATEJEN ANA YPABHOBELUUBAHUA
CTPATEMMYECKUX

Jaxxe camble 3aMevaTe’abHbIE LEIM MOTYT OBITh JOCTUTHYTHI HE CAMBIMH JydIIMMH myTsiMu. CoOa-
JAHCUPOBAHHAs CUCTEMa IOKa3aTeield MpeloCcTeperaeT OT YaCTHUHON «OIM30pYKOW» ONTUMHU3ALINH, KO-
TOpast CIydaercs TaM, Ie IJIsl MOTUBALlMU U OLIEHKH JEATEIbHOCTH OU3HEC-€AMHUILIBI HCTIONB3YETCSI OJUH
MoKasaresb, 0COOCHHO (prHAHCOBBINA. OTHAKO TAKOE MPOUCXOIAUT HE TOJBLKO ¢ 3TOW cocrapistomnieii. Ha-
MpUMep, MHOTHE NPEATIPUSATHS MPUMEHSIOT B CBOEH KJIMEHTCKOW COCTaBISIIOLICH MOKa3aTesb CBOEBpe-
menHoi noctaBku (OTD). OcoOyro BaXHOCTh OH MPUOOpPEN sl POU3BOJCTBEHHBIX KOMIAHUH, pabo-
TAFOIIHUX 10 IPHUHIAITY «TOYHO B CPOK» M XPaHAIIUX Yy ceOst HeOOJBIHE 3amackl ChIphs U MaTepuaioB. Ho
€CJIM 3TOT HapaMeTp ClelaTh €AMHCTBEHHBIM M LIEHTPaJbHBIM B OOLIEH cHCTEME IMOKa3aTened KIMEHT-
CKOM COCTABIIIOIICH, BO3HMKACT OMACHOCTh, YTO OYEHHb OBICTPO CTAaHYT MPHUMEHSTHCA AUCHYHKIIHNO-
HaJbHBIE METOJBI ero AocTibkeHusa. K mpumepy, MOXHO co3naTh OoJblLIME 3amachkl MaTepuana, Heo0xo-
JUMOTO KJIMEHTY, XpPaHUTh €r0 Ha CBOMX CKJIAACKMX IUIOMIAJSAX U JOCTABIATh IO Mepe HanoOHocTH. [is
KJIMEHTa — 3TO CAMbIM JIy4lIHil BApHUAHT, a AJI1 KOMIIAHUU-TIPOU3BOJUTENS — CaMbIi JOPOTOCTOSIIIHIA.
Benp B aTOM cnydae Oosbliue JACHEKHBIE CPEICTBA OKA3bIBAIOTCS 3aMOPOKCHHBIMH B CKJIAICKUX 3ara-
cax, KOMIIaHUS HECET 3aTpaThl HA UX XpaHeHue U 00padoTKy, a KpOME TOTO, CYIIECTBYET CEPbE3HbII PUCK
CIMCAaHMs 3a1aCOB M3-3a UX MOPYH UM CPOKOB TOJJHOCTH.

MoxHo mobutbesi Beicokoro nokaszarenst OTD, mpocro He mpuHUMas Ha cedst 00sA3aTeNbCTBA IO
KOPOTKHM CpOKaM JOCTaBKH, KOTOpbIe TpeOyeT KimeHT. Hampumep, /Ui kimeHTa onmTuManieH cpok 18
JHEH, OJTHAKO KOMIIaHUsI, 3Hasi BCE HEAOCTATKH CBOETO OIEPALMOHHOTO mpoiiecca (3aaepiKKu, MPOCTOH,
obmasi Hepasbepuxa), npemiaraet cBou ycioBusi: 30 aHeid. KiMeHT He UCHBITBIBAET MO 3TOMY MOBOAY
HHKAaKOT0 BOCTOPIa, HO JIEBaThCAd €MY HEKyJa: aJIbTepHATHBHOTO MOCTaBIIKMKa HET. OH BBIHYXAEH IpH-
HATH 9TH HEBBITOTHBIE ycloBus. JlocTaBka ToBapa mpoucxoaut Ha 30-ii neHs, nokazarens OTD Breicokwmii,
TOJIbKO KJIIMCHT OCTAJICSl HEJOBOJIEH TEM, 4TO ero ycioBus (Cpok moctaBku — 18 jHeit) He BBITIOHEHBI.

PaccmoTpuM Temepb Takoi 3aMevareNbHBIN MOKA3aTeNlb Uil MHHOBALMOHHOTO LUKJIA COCTaBIISIO-
el BHyTpEeHHUX OM3HEC-TPOLIECCOB, KaK CPOKHM MPOJBUKEHHS HA PHIHOK HOBOTO MPOJYKTa UIIH YCIYTH.
OpnuH U3 METOIOB COKPALICHHS] CPOKOB — COBEPIICHCTBOBaHHUE MpoLecca pa3paboTKH HOBOTO MPOAYKTa
1 YMEHbILIEHHE BPEMEHHOTO LIMKJIA 3TOro npouecca. Ho u 31ech cylecTByer OnmacHOCTh TOTO, YTO OyaeT
BBITYLIEH MPOIYKT, JUIIb HEMHOTHM OTJIMYAIOIIMUNCS OT YK€ CYLICCTBYIOLIErO, a HE NPHUHLUUIUAIBHO
HOBBIH, KOTOPBII MOTr OBl ONEpeauTh KOHKYPEHTOB IO pbIHKY. KOHEYHO, TOCTUTHYT XOpOWIMi MoKasa-
TeJb, HO OM3HEC B LIEJIOM PUCKYET OTCTATh.

COanancupoBaHHas CHCTEMa KOMIIAHUHU JOJDKHA MPEAOTBPATUTH BO3MOKHOCTh TaKOW <UDKEONTH-
MHU3aLUI» OJHOTO MOKAa3aTelisl WM OJHOM cocTaBisifouiei. it 3TOro u CymecTBYIOT THarHOCTUYECKHE
MOKa3aTeny, KOTOpble HAUMIy4YIIUM 00pa3oM ypaBHOBEIIMBAIOT cTparernyeckue. [Ipumepom Moxer ciy-
xuTh Kommanust Analog Devices'. TTociennsst Bo n36ekaHHe HCKYIICHHUS TIOTYIHTh BHICOKHH OKA3aTeNb
OTD mnocpencTBoM yBenUUEHHUS] CPOKOB MOCTABKU BBEJIA TUATHOCTUYECKHUN TTapaMeTp, YIUTHIBAIOMIAN
pPa3HULLY MEXAY HEOOXOIUMBIM KIMEHTY CPOKOM JJOCTABKH M CPOKOM JIOCTaBKH, KOTOPBII Moria obecre-
gtk Analog Devices. [Ipyroii mokasarens 3TOTO psijia — HPOLEHT CIIy4aeB, KOT/Ia KOMITAaHHSI HE CMOTJIa
BBINIOJIHUTH TPeOOBaHUA KiMeHTa. MOKHO, HallpuMep, UCIOJIb30BaTh U TAKOW JUarHOCTUYECKUH MoKa3a-
TeNb, Kak KOA(PHUIIMEHT ABMKCHUS CKIIAJICKUX 3aI1acoB, CIEIAHHBIX U TOTO, YTOOBI JOCTHYH BHICOKOTO
nokazarenss OTD. Bce atu mapaMeTpsl MOMOTYT MEHEIKepaM OIPEIeNIUTh, KaKUMH CTII0CO0aMH TIoJTyde-
HBI BBICOKHE TIOKa3aTENH.

3AKINKOYEHUE

ChanancupoBaHHas CHCTEMa IOKa3aresieil — 3To HedTo Ooibinee, yeM rnpoctoid Habop 15—25 du-
HAHCOBBIX W HE()MHAHCOBBIX ITOKa3aTeNel, CrpyNIHpPOBaHHBIX B cocTaBisiionme. OHa oTpakaeT crpare-
THIO OM3HEC-eMHUIBL. JTO CUCTEMa MOKa3aTeNlel pe3ynbTaToB U (PaKTOPOB MX JTOCTHIKCHUSI, B3AUMOCBSI-
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3aHHBIX Ha OCHOBE MPUYMHHO-CJIEICTBEHHBIX OTHOLICHUU. [lokazarenu pe3ynbTaroB — 3TO OTCPOUYEH-
HbIE MHIWKATOPbI, KOTOPbIE TOBOPSAT O KOHEYHBIX LIEISIX KOPHOPATHUBHOW CTPAaTErHMHd M O TOM, KaKHE U3
HUX YK€ NOCTUTHYTHI. PakTOphl JOCTMKEHUS DPE3YyNbTaTOB — 3TO ONEPEXKAIOIIUE WHIUKATOPHI, H3-
BELIAIOIINE COTPYIHUKOB KOMIIAHUU O TOM, YTO KaXIbIH M3 HUX JOJDKEH CHAEaTh Ui CO3JaHus Oymy-
et morpeduTenpHoM HenHocTu. Hannydmum o6paszom cocrasiennass CCII — 3To Takas cucrema, B KO-
TOPOY B3aMMOCBSI3aHHBIC LIEJIM U TIOKa3aTeNy NPEACTABISIOT CTPATErni0 KOMIIAHUH.

NMPUMEYAHUA

! Robert Simons. Levers of Control: How Managers Use Innovative Control Systems to Drive Strategic Renewal. Boston:
Harvard Business School Press, 1995. Chap. 4.

2 |bidem.

% |mplementing the Balanced Scorecard at FMC Corporation: An Interview with Larry D. Brady // Harvard Business Review,
1993, September/October, p. 143—147.

‘RS Kaplan. Anadog Devices, Inc.: The Half-Life System. 9-190-061. Boston: Harvard Business School Press, 1990; A.
Schneiderman. Metrics for the Order Fulfillment Process: Parts | and Il // Journal of Cost Management, 1996, Summer, Fall.



MABA 8. CTPYKTYPA KOMIMAHUU U CTPATEIUA

COanancupoBaHHas cucTeMa MOKa3aTeNiel JOJDKHA OTpa)kaTbh CTPYKTYPY MPEANpPHATHS, AT KOTO-
poro oHa (opmynHupyeT cTpareruio. JIo cux mop Bce MpUBEICHHBIE MPUMEPHI KaCaIHCh aBTOHOMHBIX On3-
Hec-enuHULl. Ho cuctema ¢ TakuM e yCIeXoM MPUMEHSAETCS I APYTUX OPTaHU3ALUOHHBIX CTPYKTYD.
B oTo0ii r1aBe MBI pacckaxkeM, kak paspadorars CCII s

KOPIOpAaIHii, COCTOSIINX U3 HECKOJIbKIX OM3HEC-eIUHUL,

COBMECTHBIX MIPEINPUITHH;

BCIIOMOTaTENIbHBIX MOpa3eJICHN KOPIOpaluii, a Takke APYrux Ou3Hec-eINHUL,
HEKOMMEpPUYECKUX U FOCYAAPCTBEHHBIX IPEINPHUITUH.

CTPATEr'n BU3HEC-EAUHULIBI U KOPINMOPALIUU

Kak mpaBuio, ctpareruu pa3pabaTbIBalOTCs B OpraHU3alMsIX, KOTOPbIE OTHOCSTCS K CTpareruye-
ckuM OusHec-equnuiaM. Hanpumep, Metro Bank — oHo U3 ornepaliMoHHBIX MOIpa3/esieH i 00IbIIOro
XOJIIMHTa, UMEIOIIET0 B CBOEM COCTaBE Takue OM3HEC-eIMHULIbI, KaK OTAEJICHHE IO OIepalusM C Kpe-
JUTHBIMU KapTaMy, KOMMEPUYECKUI 1 MHBECTUIIMOHHBIN OaHKH.

HekoTtoprie koMnaHuM 3aHATHI B OJHOM Y3KOH OTpacid, W B 3TOM ClIydae CTparerus Ou3Hec-
EIMHUIIBI COBMAZACT C KOPIIOPATHBHOW cTparerueii. B camom Havane Hamiel nesTebHOCTH cOamaHcupo-
BaHHBIC CHCTEMBI TOKa3aTelield pa3padaThIBajMCh IS MPEANPHATHN MOIYMPOBOJIHUKOBONH HHIYCTPUH,
nanpumep Advanced Micro Devices u Analog Devices. Dtu cuctembl mokaszareineil sBISUIMCh KOpHopa-
TUBHBIMHU (TEpMHUH, KOTOpPBIH ncnosb3oBaia Analog Devices). OqHako OOJBIIMHCTBO OW3HEC-CIUHHMIL, B
yactHoctu Metro Bank, siBisirotcst uienamu 6osiee MOIIHBIX KOPIOpaIuii. B 3Toi CBsI3M BO3HHKAET €CTe-
CTBEHHBI BOMPOC O KOPPEISIIUN MEXIY COaaHCUPOBAaHHBIMHM CHCTEMaMHM IOKa3areeld KOpPIOpauuu
€e Mopa3IeICHUN.

CuuTaercs, 4YTO OpraHu3alus, COCTOSIIAS M3 Pa3HBIX B3aMMOCBS3aHHBIX OM3Hec-enuHUL], Oojee
pPeKTHBHA U 3HAUYMMA, YeM MEXaHHYECKOe OOBeIMHEHHE TPYIIBI ToApasaeneHuid. Teopus xopropa-
THBHO# CTpaTeriy, NPEACTABIAIOMAS cO00H B HACTOSIIEE BPEMs IIHPOKOE MOJIe MCCICIOBAHMIA, MbITa-
eTCsl OTIPEICIUTh, KaK PYKOBOJICTBO KOPIOPAIIMU U KOPIIOpaTHBHAs CTpaTerus (B MPOTHBOBEC CTPATETUH
OM3HEC-ENUHUIIBI) MOTYT CO3/IaTh HEPA3PHIBHYIO CHHEPTHUYECKYIO CBS3b MEKAY CBOMMH OTEPAI[HOHHBIMU
enuauamMu. CymecTByrOT ABe kpaiiHoctu. OgHa — 310 Takas kopnopanus, kak FMC, cocrosimas u3 6o-
nee 20 He3aBUCUMBIX KOMIIAHWH C pasHOOOpa3sHEHIIMM CHEKTPOM HAampaBICHUH AEATEIBHOCTH — OT
KOMITaHUH 10 100bIYE 30J10Ta, XUMUYECKOMY IPOHU3BOJICTBY, MOCTaBKE 000OpYIOBaHUS Ui a3pOIOPTOB
0 TIOAPA3AENEHNH, KOTOPBIE 3aHUMAOTCSI MAIMHOCTPOEHUEM Il TTUIIEBOM M CEIBCKOXO35MCTBEHHON
MPOMBINIICHHOCTH. EcTecTBEHHO, 4TO TpW Takoil nuBepcudpukanmu aesrensHocTd 1o BBenaenus CCII
TJIABHOW EJBI0 BCEX KOMITAHMH OBLIO TOCTIKEHHE BBLIAIOUIMXCS (PHHAHCOBBIX PE3YNIBTATOB, KOTOPHIE
oneHnBanuch rogoBeiM mokasateneM ROCE. Ecim 3ammanmpoBaHHBIE (DHHAHCOBBIE MapaMeTphbl OBLIN
MOJIy4€HBI, PYKOBOACTBO HE BHUKAJIO B TO, KAKUMH CPEACTBAMHU 3TO CACIAHO.

Buenpenne CCII 060324110 HOBYIO POJIb KOPIIOPATUBHOTO MEHEIKMEHTAa — KOHTPOJIb M OLICHKY
peanm3anuu CTpaTeru Ko omsnec-enuaMIeH. COanmaHcupoBaHHAs CHCTEMa IMOKa3aTelel 03BOJIHIIA
BECTH aKTUBHBIN JHAIOT HE TOJBKO O KPAaTKOCPOUHBIX (PMHAHCOBBIX pe3yabTarax, HO M 0 TOM, KakoBa Oa-
3a JUIs pelIeHUs TOJTOBPEeMEHHBIX (DMHAHCOBBIX 3amad. Ha KopropaTuBHOM ypOBHE Takod AuBepcupu-
UPOBaHHOUW KoMmmanuu, kak FM C, nerde Bcero orneHuTh 00MyI0 GUHAHCOBYIO 3P PekTHBHOCTH. CTpare-
TUH, LEeTH U ToKa3aTesau ocTainbHbIX cocTaBipttomux CCII kaxmoro npeanpusTis KOPHopauuy CIULIIKOM
Pa3HOPOAHBI, YTOOBI MX MOKHO OBLIO TaK K€ JIETKO POaHAIM3UPOBATh B paMKax 00IIel KOpIIOpaTUBHOMN
CHUCTEMBI.

Hpyras kpailHOCTh — 3TO KOpHOpaius, cocTosimas U3 OW3HEC-elIWHHUL, KOTOpble O4YeHb TECHO
B3aHMOJIEHCTBYIOT Ipyr ¢ ApyroMm. OHM MOTyT UMETh AaKe OJHUX M TeX ke KiMeHToB. Hampumep, y
kommanuu Johnson & Johnson 6osiee 150 oTaeneHuii 0 BceMy MUPY, HO BCE OHU 3aHSTHI B OJIHOW OTpac-
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U — TPOU3BOACTBE MEAWLIMHCKHX NPENapaTtoB U CPEICTB MO YXOAY — U HUMEIOT OOIIMX KJIHEHTOB!
OOJBHMILIBI, MEAUIIMHCKUE LIEHTPBI, BpauH, alTeKH, CyNEPMapKeThl U APYrHe MPEANPHUSTHS POZHUYHOU
Toproeiu. B npyrux xopnopauusx Ou3Hec-eIUHHUIBI MOTYT MOJIb30BaTbCcsA OOIIMMHU TEXHOJIOTHIMH; TakK,
Xamen u Ilpaxanan npuBoast npumep, kak Honda, ucmosb3ys CBOM MCKIIOYUTEIILHBIC BO3MOXHOCTH B
pa3paboTke aBTOMOOHMIIBHBIX ABUTATEIeH, TPOU3BOJUT U MPOIACT MPOIYKTHI B IPYIUX CETMEHTAaX PhIHKA!
MOTOLIMKJIBI, TA30HOKOCHJIKH, aBTOMOOMIIH, reHepaTosz. Komnanus NEC ucnionb3yeT cBou 1OCTHKEHUS
B MHUKPORJIEKTPOHHUKE 1 MUHHATIOPU3ALMH, YTOOBI CTAaTh JIMAEPOM Ha PHIHKE TEIEBU30POB, KOMIIBIOTEPOB
U TENeKOMMYHUKAIMA. J{pyrie Koprmopamiuu MOTYT IIEHTPaJH30BaTh CBOM KIIIOUYEBBIC (YHKIIUH, HAPHU-
Mep 3aKynkd, (puHAHCHI, MH(POPMAIIMOHHBIE TEXHOJOTHH, C TEM YTOOBI OCTUYD JYYIINX PE3YIbTATOB,
4eM eciti Obl 9TH (QYHKIIMK CaMOCTOSITEIbHO BBHITIOJHSIA KaX/1asi OTAeNbHAs OM3HEeC-eINHHIIA.

Ho B mo6six o6crosarensctBax CCII gomkHa oTpaxarh KOPHOPATHBHYIO CTPATETWI0O U BUICHUE
oOmieit cTpykTypbl. CMBICII COCTOMT B TOM, YTO B3aHMOCBSI3aHHBIC OM3HEC-€AMHMILIBI, ACHCTBYIOIINE B
paMKax OHOM KOPHOpAalHH, NPEANOYTHTEIbHEE TPYIIIbl HE3aBUCUMBIX MOAPA3ACICHHM, UMEIOIIUX CO0-
CTBEHHBIC CTPYKTYPHI YIPaBICHHUSA U UCTOYHUKN (prHaHCcHpoBaHUs. COalaHCHpOBaHHAs CHCTEMa MOKa3a-
TeNeit He MPOCTO POPMHUPYET, a pa3bsICHACT U PACIPOCTPAHIET KOPIIOPATUBHYIO CTPATETHIO.

CeroHsi KOpPIIOpaTUBHBIE CHCTEMBI TTOKA3aTeNel Hax0aITCsl B CAaMOM Havasie cBoero passurus. [lo-
Ka OHU MOTYT Y€TKO Pa3bsACHUTH /IBA DJIEMEHTA KOPTIOPATUBHOM CTPATEIHH.

KopnoparusHast uaeonorus: [eHHOCTH, YOSXKIEHUS U MAECU KOMIIAHWU, KOTOPBIE JOJKHBI
pasnensiTh Bce Ou3Hec-eMHMIBI (Hanpumep, TexHuka OezomacHoctu B DuPont mim mHHO-
Baiuu B 3M).

KopnoparuBHast poiib: AeATE€IbHOCTh, HEOOXOAMMAs i1 CO3IAHHUS CHHEpTHU3Ma pPaboThI
OM3HEeC-eMHMII, COCTABISIONINX OpraHu3anuio (Ha mpuMep, oOLIMe KIMEHTbI, TEXHOJIOTHH,
LEHTPAJIM30BAHHBIC YCIYTH COBMECTHOTO MOJIb30BAHUS).

KOPMNMOPATUBHbLIE UOAEU N POJU

[Mpusenem B mpumep Kenyon Stores. Ona cocrout u3 10 oTneneHuil po3HUYHON TOPTOBIH, YbH
npoxaxu cocTaBnsaoT oT 500 mumH. 10 2 Mupa. non. Kaxmoe n3 HUX UMeeT CBOM MMUJIK U IENIEBOTO TI0-
Kymnarens. PykoBoacTBo kopmopamuu pa3padoTano crparermdeckuil miaH, coctosmmid u3 10 myHKTOB,
KOTOpBIE JOJDKHBI CTAaTh 3JIEMEHTaMU CTPATeTMu Ka)XI0To MmoApasieneHus. Bce onn Obun crpynnupoBsa-
HbI 110 ueTbipeM cocTraBisomum CCII.

DduHaHCOBasA

1. ArpeccuBHblii poCT

2. Coxpanenue o0uiel mpuObLII
Kanentckasn

1. JloAnbHOCTH KIHEHTOB

2. TlpemnoskeHre TOTHOTO aCCOPTHMEHTA TOBAPOB
BuyTpenHune 0M3Hec-npouecchl

1. Cosganue 6prHIa

2. JlunepcTBO B MO

3. KauecTtBo ToBapoB

4. Beicmuil ypoBeHb 00CTYKHBaHUS
OOyyeHue u pa3BuTHe

1. Crparernueckue 3HaHHS U HABBIKU

2. JluuHOe pa3BUTHE

JInst kakmoro aeMeHTa ObLT pa3paboTaH COOTBETCTBYIOLIMN HMPUHIMI (MPABHIIO) M KOPIIOPATHUB-
HBIH 1oKa3arenb. i1 arpeccCuBHOrO pocTa, HalpuMep, MPaBUiIo 3By4ajo Tak:

Kaoicoas busnec-eounuya 00adcHa cmpemumscsi K a2pecCu8Homy (uHan-
COBOMY pOCMY, KOMOPbIll OYEHUBAEMC A 8 3A8UCUMOCIU O PLIHOYHOU CU-
myayuu.

KopnoparuHbiM mokazarenem ObUIO €XeroiHOE yBenandeHHe obbeMa mpopax. s crpareruye-
CKOM 3a71a4u co31aHusi OpsHIIa ONpeAessuIoCh CaeAyIolIee MPaBuio:

Kaoicoas busnec-edunuya cozoaem ceotl 00 MUHUPYIOWUL OPIHO.
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KopnoparusHslii oka3aTesns — MPOLEHT OM3HEC-€ANHMII, CO3IABIIMX TAaKOW Op3HA B CBOEM Cer-
MEHTE PhIHKA.

Kopnoparusnas CCII cayxuia MOAENBIO A KaXKIOTO MOAPA3JEICHUs MIPU CO3IaHUU COOCTBEH-
Hoii ctpareruu (cMm. Tabin. 8.1). PaccMoTpuM, Hampumep, 1ieb arpECCHBHOTO POCTA MPH COXPAaHCHUH 00-
et npubsim. KoprnoparuBHas posib cOCTOsUIa B TOM, YTOOBI 0003HAUYMTH 3Ty CTPATErHMUYECKYIO LIENb B
obmeM nopTderne po3sHHIHON ToproBir. D10 mo3Boimio Kenyon Stores onpenenuts 6onee aMOUIINO3-
HbIE LEeNU U MOAPAa3AeiICHUN ¢ XOPOIIMM MOTEHLHAIOM pOcTa U 0oJjiee CKPOMHBIE AJISl TEX, KOTOphIE
paboTaloT B pa3BUTHIX M HACBHIIMIEHHBIX CErMEHTax pblHKAa. Kaknas Ou3Hec-enMHMIA, B CBOIO OUYEpElb,
cama periaia, KaKUM METOJ0M OyIyT JOCTUTaThCs CTpaTernyecKkue neau koprnopanuu. Hanpumep, Ous-
Hec-enuHma A (pactymuit 6usHec) chopMyarpoBaia CBOM 3alaud Kak pocT o0beMa Mpojaax B HOBOM
MarasuHe, a OuzHec-eauHuua B, 7aBHO paboTaroiiasi B HACHIILIEHHOM CErMEHTE PhIHKA, — KaK yBeJnye-
HUE NPOJAX B KXIOM CTapoM MarasuHe. B KOpropaTHBHOW LelM JOMHUHHUPYIOIIEro OpIHAa pa3BUBAIO-
mieecsi MoApaseNieHne A OLEHHBAJIO CBOM JAOCTIDKCHUS MO MPOICHTY MOJYICHHOH MPHUOBLIN B CpaBHE-
HUU C KJIFOYEBBIMH IUIAHOBBIMU TOKa3zarelsiMu. Kpurepuem noMuHupoBaHus Op3HIA «3pEoro» OTaele-
Hus B 6110 coxpaHeHue Iuaup yIOKX MO3UIHUA B CBOEM CETMEHTE PhIHKA.

Kenyon Stores — sto mimmrocTpanus Toro, Kak oJjHa KOMIIaHUS, IMesi B CBOEM COCTaBe OpTraHu3a-
LMOHHO HE3aBHCUMBIE, HO JEHCTBYIOIIME B paMKax oOIIel cTpaTeruu OM3HEeC-€AUHMIIBI, CMOTJIa pa3pa-
6ortarp Takyro CCII, xoTopas crama MOAEIEIO JIIsl CUCTEM OTAEIBHBIX Mmoapas3aeneHuii. Koneuno, kaxmas
W3 HUX UMEET OTIHMYHNS, HO BCE OHU OOBEAMHEHBI OOIIMMHU CTPATErHYECKUMU LIEISIMH, ONPEEICHHBIMH B
CCII kopnopanuu.

Kommnanus Hoechst Celanese paspaboraia nsiTh OCHOBHBIX MPUHIIUIIOB JESTEIBHOCTH PA0OTHUKOB
B COOTBETCTBHH C KOPIOPATUBHBIMHU LEJSIMU U 33a4aMH.

1. IlpuopureT KIMEHTCKON COCTABISIOLICH; MOKa3aTellb — CTENEHb YAOBJIECTBOPEHHOCTH
KJIMEHTA.

2. TlocTosIHHOE COBEPUICHCTBOBAHUE OPTAaHM3ALMOHHBIX MPOIECCOB JUIS JOCTHIKECHUS d(-
(eKTHBHOCTH, THOKOCTH B OTHOIICHHAX C MOTPEOUTEISIMHU, CO3JAHHS HOBBIX MPOTYKTOB,
o0ecreunBaroIMX MPOPHIB HA PHIHKE.

3. JlmgepctBo, Oasupylomeecss Ha KOPHNOPATUBHBIX IIEHHOCTSX, KOTJA KKl MMOHUMAET,
HAaCKOJIBKO OH COOTBETCTBYET CTpaTerMy KOMIIaHUH, €€ MHUPOBO33PEHHIO, LEJSIM M 3aa-
qaM.

4. [lenerupoBaHue NOJHOMOYUN COTPYOHUKAM, KOT/Ia PEIICHUSI IPUHUMAIOTCS] OTBETCTBEHHO
U Ha HaJJIeXKalluX YPOBHSX; KOIZla MPOSBISIIOTCS JIOSUIBHOCTD M MOJJIEp:KKa paOOTHUKOB,
BeyIIMeE K MOBBIICHUIO Y(PPEKTUBHOCTH U MPOU3BOIUTEITBHOCTH.

5. Bricokas 3¢ (GEeKTUBHOCTH IESATENbHOCTH, KOTOpas OICHHBACTCS CTEIEHBIO YIOBJIETBO-
PEHHOCTH MOTPEOUTENS; 3alUTa OKpYXKaroIIel cpebl, 6e30MacHOCTh TPYyAa; BbICOUYANILINE
(MHAHCOBBIE PE3YABTATHI.

Takue KOpIOpaTUBHBIC HIEH JIETKO MOYKHO NEPEBECTH B Crienn(UIECKre ONEepalloOHHBIC TT0Ka3a-
TemM Ui KaXa0i Om3Hec-equHUIBI. OpraHu3anus Onpeenser crenuuieckue GUHAHCOBBIC 3a1a4d U
MOKa3aTeNH I KaKIOTO IMOApa3AeieH s, HO OCTaBJSIET 3a HUM IIPaBO pa3padoTaTh COOCTBEHHYIO CTpa-
TETHIO IJIs1 IOCTHXKEHUS TOCTABICHHBIX LEJIEH.
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Tadoauna 8.1. Kopnoparunasi CCII onpenesier paMKH, BHYTPH KOTOPBIX OH3HeC-eIUHUIIBI pa3-
padaTbhIBalOT CBOU CHCTEMBI

KoprnopatuBHblii  IIpaBuia KopnopatusHass  bu3Hec-enmHuna  busHec-enmHuna
crpaternyeckuii  (MPUHIMIIBI) ccnl A (c morenmmua- B (pa3BuThblii u
IJIaH JIOM pocTa) HAaCbIIEHHBIH

CerMeHT PbIHKA)

duHaHCcOBasA COCTABJIAIOMIAS

1. ArpeccuBHBIi Kaxxnast Ouznec- Poct o6bema npo-  [Iponaxu HoBoro  I[lponmaxwu B cra-
poct eIMHMIA TOJDKHA  Jax (1o cpaBHe- MarasmHa PBIX Mara3uHax
CTPEMHUTECS K ar-  HUIO C TIPEIbIAY-
peccuBHOMY (hu- IIAM TOJIOM)
HaHCOBOMY pPOCTY,

B 3aBUCUMOCTH OT

PBIHOYHOM CHUTYya-

109301
2. CoxpaneHnmue XXXX XXXX XXXX XXXX
o01Iel MpUObLIH

KiaueHTckas cocTaBasomas

1. JlostmbHOCTB XXXX XXXX XXXX XXXX
KIIEHTA
2. Momnerii maker  XXXX XXXX XXXX XXXX
NPETI0KCHU I
CocraBasiomas BHyTPeHHUX OM3Hec-PoLeccoB
1. Coznanme Opar- Kaxmas 6usHec- [IpomnenT 6m3uec-  [lpoment moxoma ot peiHKa
na eIMHUIA CO3/1aeT  €IMHMII, CYMEB- OT KITFOUEBBIX

JOMUHHP yIOIIAN IIUX CO3AaTh JI0- MPOAYKTOB

OpaHA MUHUP IOIU I

OpaHI

2. JlugepctBo B XXXX XXXX XXXX XXXX
Moze
3. KauectBo ToBa-  XXXX XXXX XXXX XXXX
poB
4. Bricouammii XXXX XXXX XXXX XXXX
YpOBEHB 00CITy-
KU BAHHS
CocraBisomas o0y4eHus 1 pa3BUTHS
1. Crparermueckne XXXX XXXX XXXX XXXX
3HAHWSI U HABBIKU
2. Jlngnoe pa3Bu-  XXXX XXXX XXXX XXXX
THE

COBMECTHBIE NPEANPUATUA U OB BEOUHEHUA

JlocTrKeHHe CHHEepTru3Ma JesATeIbHOCTH OU3HEC-TIOAPA3/ICICHUI KOPIOpalui — BCE-TaKU CKOpee
Teopus, 4eM npakTuka. CnennpuueckumMu npruMepaMu OpraHU3alui, rjie CHHEPTH3M Ha CAMOM JIeNe SIB-
asieTcst yHIaMEHTAIBHBIM MOJIOKEHHEM, CIIY)KAaT COBMECTHBIC PEANPUSITHS WINA CTPATETHIECKHE 00be-
JTMHEHHS HE3aBUCUMbIX KOMIaHui. COBMECTHbBIC MPEANPHITUS 3aHUMAIOT BCe 0O0JIbIIIEe MECTO B OM3HEC-
nei3axe CEroJHsIIHEro JHs, OPOCHB BBI30B MHOTUM KOMIaHHsM. Kak cuMTaroT HaOJIFOAaTeNH, rIaBHOES
HPEISITCTBHE — 3TO OTPEICIICHUE TeX LElei, KOTOPBIX XOTAT I0CTHYbh 00€ CTOpOHBI mpeanpustus. Coa-
JIAHCHPOBAHHAsI CUCTEMa MOKa3aTesell MOMOT/Ia COCTaBUTh OOIINH TUIaH U MOKa3aTen JeSTEIbHOCTH, Ha
OCHOBaHHH KOTOPBIX COBMECTHOE TPEIIPHUSITUE MOKET (PYHKIIMOHUPOBATb.

Paccmorpum Qiltech, coBmecTHOoe mpennpusiTie HECKOJIBKUX MAapTHEPOB, OKA3BIBAIOIICE YCIIYTH
He(Te100BIBAIOIIUM KOMITAHUSIM. BooOIie 3Ta HHIYCTpHs MMeeT (pparMeHTapHbINA XapakTep ¢ OOJIbIIMM
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KOJIMYECTBOM MEJIKUX UTPOKOB Ha phIHKE (MPOSKTUPOBAHUE, CTPOUTEIHCTBO, JOTUCTUKA), KOTOPBIC 3a-
gyactyto ayonumpyroT apyr apyra. Kommanus Oiltech coGpana BMecTe HECKOJIBKO TaKUX MPEANPHITHI ¢
[ENIBI0 MOBBIMEHUS Y(H(HEKTHBHOCTH, JMKBUAANNU AYOJIMPOBAaHUS M Hepa3zOepHxH, CYIIECTBOBABIINX B
oTpacnu. Mnes 3akirodanack B TOM, YTO TOJIBKO COBMECTHBIMHU YCHIIMSIMUA MO>KHO NPEJOCTABUTh YCIYTU
BBICOYANIIIEro Kiacca (Jaxe «moJ KIHY») NMPUOBUIEHBIM KIMEHTAM — KPYITHBIM TPaHCHAIMOHAIBHBIM
HE(TSHBIM U Ta30BBIM KOMIAHUSAM — H, CJIEJ0BATEIBHO, MMOJYIUTh BBITOJIBI, KOTOPHIE HEBO3MOKHBI, €C-
JIM IECTBOBATh HE3aBUCUMO APYI OT Apyra.

dunancosas cocrapisitommas Oiltech moMumo HeckOMBKUX TPaIUIIMOHHBIX TOKA3aTeseH, HapuMep
JOXOJIHOCTH KaluTasia, JEHEKHOT0 MOTOKa U POCTa J0XOA0B, COAeprKajla HOBBII: CTPYKTYpPY A0X01a, TO
€CTh J0JII0 001ero 6rs3Heca, B KOTOPbIH ObUIM BOBJICYEHBI MHOTOYHCIICHHBIC ONEPALlMOHHBIE KOMITAaHUH,
Bxoasume B Oiltech. Dtor mokazarens oTpaxas 1enb — 3aBOCBaTh HOBYIO 00JIACTh PBIHKA, MPEIOCTAB-
15151 KIIMEHTaM HHTErPUPOBAHHBIC YCIYTH «IIOJ] KIHOU».

Beiroas! nmst notpebutens onpeaessuiuch OJHOM LENbI0 KIMEHTCKON COCTABISIONICH — CHUKCHH-
eM 1eHsl Oappens HedTH. JlaHHBIN TOKa3aTeb MOKHO OIIEHUTH KaK OTJIMYHBIH, TIOCKOJIBKY, C OJTHOH CTO-
POHBI, 3TO TO, K YeEMY CTPEMHTCS KaXKIblil KJIIMEHT, a C APYroid — C €ro MoMOIIbI0 MOKHO U3MEPHUThH yC-
MeX COBMECTHOTO MpeAnpusThs. beut cocraBiien rpaduk oTpacieBbix uzaepxek (cM. puc. 8.1), mo koto-
POMY MO>KHO CYOUTh O BKJIaJie KaKJOTO Y4aCTHUKA COBMECTHOTO MPEANPHUATHS B KOHEUHYIO CTOMMOCTD
npoaykra. Llens coctosna B TOM* 4TOOBI CHU3UTh KPUBYIO U3JEPIKEK 3 CUET CUHEPTHU3Ma ONEPALIMOHHOM
JesITeNbHOCTH moApasaenennii. Crnennpuaeckuii mokasarenab — JoJuiap Ha 6appens 100bIToi HeTH.

CTparterH4eckKue oTCpoYeHHBIe NOKasaTe Ny DakTopbl ACCTIHEHHA PesyNLTaTOB
pe3ynbTaToB (OTCPO'-IEHHbIe HHJJ,HKaTOPbI:I [onepemammue HHAHKB.TOPI:I}
Mpachux oGLyux ompacneesix usdepmex Cunepausm U KOHOMUR 38 CHEM MHO20-
{Ha edunuyy nocmasxu) hyHKULOHaNLHON deamensHocmuy
HezaBUCHMBIE onepaLuu - T -
- - Mokasatenw
- -
HMHTerpupoBaHHbIe . e # [IpoLeHT NpoA Ak KaK pesynbTaT MHO-
SMnepaLuM - ” Onepauun o rochyHKUMOHANBHON AeATe NEHOCTH
co. * [poUeHT onepauMid Kak pesyneTar
- MHOrogYHKUMOHANEHO W
MpodunakTuka
. pod AeATENBHOCTH
P M PEHOHT
“ # CoKpauweHue uzaepxeK - pesynbrar
o ¥YcTanoeka
- nepeKpecTHbIX HHMLWATUB
-
-

- lpouzeoncTeo

Mpoekr

Pucynok 8.1. CtpaTternueckasi neJjib. COKpalieHne u3aep:kex 100641 HeTH 32 cUeT HHTErpanuu
0TpPACJIeBOIl CTOMMOCTHOM LEMOYKH

[Mpu HanmM4MK 9eTKO 1EeNN KIMEHTCKON COCTABIIONICH HE COCTABMIIO TPY/a ONPEACTHUTH (haKTOPHI
JOCTHXECHHSI PE3YJAbTaTOB COCTABIIAIOMICH BHYTPEHHUX OM3HEC-TIPOLIECCOB. COBMECTHAsi paboTa B KOM-
TUIEKCHBIX OpHUTazax BCEX yYaCTHUKOB HPEATIPUATHS C LENBI0 COKpalieHus u3aepxkek. Kpurepuem -
(eKTHBHOCTH 3TOTO (paKkTOpa SABISETCS COKPALICHUE M3ICPIKEK 32 CUYET COBMECTHBIX MHHIIMATUB, KOTO-
pBIe TIOMOTAlOT C(HOKYCHPOBATH YCHIIUS paHee 000COOJIEHHBIX MPEANPUATHI HAa KOMaHIHOW paboTe U
CHIDKeHUU 3aTpat. Jpyrum noxkazatenem 31oil coctasipitomieil CCII, cBsi3aHHBIM C LIETBIO CO3JaHUS HO-
BBIX PBIHKOB, ObLI 00bEM MPOJAX MO KOHTPAKTaM Ha HOBBIE CEPBUCHBIE yCayru. JlaHHbIE yCIyrd BKIIO-
9aroT B ce0s1 MHHOBAIMOHHBIC (PMHAHCOBBIE MEXaHW3MBbI, TEXHOJIOTHH MEHEIKMEHTA TIPOCKTOB, a TaKkKe
MOCTaBKM KOMIUICKCHBIX BHJIOB YCIIYT JJisi IPOCKTOB Ha OCHOBE OIEpaIlMOHHBIX (Operating expense,
OPEX) u xanuranshbix (Capital expense, CAPEX) 3arpar. CocraBisitomasi 00OydeHus: ¥ pa3BUTHUS MO~
Jep>KMBajia 3TH WHULMATUBBI BBEACHHEM IOOIIPEHU 3a paboTy B KOMaHJ€, OBJIAJCHHUE IOMOJHUTEIb-
HBIMH TIPO(ECCUSIMHA U COOTHECEHNE CBOUX JIMYHBIX LIEJIeH CO CTpaTerhuel mp eATNPHTHS.

Buenpenne CCII B Oiltech yckopuio pa3sutue HOBOM MOJEN ACATEIBHOCTH MPEINPUATUAS — CO-
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BMECTHOH paboThl B koMaHje. CHucTeMa cTajna TEOPETHYSCKUM TMOATBEPKICHUEM TOTO, UYTO paHee pas-
PO3HEHHBIC M HE3aBHCHMbBIC KOMITAHUM B COCTaBE COBMECTHOTO TPEINPHITHS MOTYT CO3/1aBaTh YHU-
KaJIbHYIO U YCTOWYUBYIO CTOMMOCTB JIJISI KIIMEHTOB KaK CJICACTBUE KOMaHHOW pabOoTEHI.

®YHKUMNOHAIbHbBIE OTAEJbI: OBLLWMWE KOPINMOPATUBHbLIE PECYP-
Chl

B npenpinymieit rinaBe Mbl 00CyInIM, KaK KOPIOPaTUBHAS CTPATETUs CBSA3BIBACT BOSAMHO BCE OMU3-
HeC-eIMHUIbI, BXOSLIME B KOMIIAHUIO, U KakuM 0o0pa3oM ob1uue 1enu o0ecneurnBaloT CUHEPTU3M Jesi-
TEJIBHOCTH Pa3INYHBIX €€ MmoapasfeseHnid. Enie oqH0 KOpnopaTHBHOE NPENMYIECTBO, WM, KaK €ro Ha-
3BIBAIOT ['YII M KOJUIETH, «POIUTENBCKOE MPEUMYILECTBOY», — 3TO BO3MOXHOCTH MCIIOJIB30BaTh KOPIIO-
paTHUBHBIE pecypchl. B ciydae ecny oneparioHHbIE TOAPA3ACICHNS HE MOTYT MTOJIYYUTh, CKAKEM, CBIPhE
WJIM MaTepHalbl COOTBETCTBYIOIIETO KauyeCTBa M MO Pa3yMHBIM LIEHaM OT BHEIIHErO0 HE3aBHCHMOTO TIO-
CTaBILMKA, KOPIIOPALMS MOXKET MPENJIOKUTh CBOM BHYTpEHHHE pecypchl. s OusHec-eAMHUIBI 3TO YHU-
KaJibHasi BO3MOKHOCTb, C OJTHON CTOPOHBI, U 0OJIbIIOE KOHKYPEHTHOE MPEUMYLIECTBO — ¢ Apyroi. Ox-
HAKO 3a4acTyl0 Takue KOPIOPAaTHBHBIE PECYPCHI, KaKk MPO(PHUIAKTHKA U PEMOHT 000pYIOBaHHUS, 3aKYITKH,
KaJpoBas ciyx0a, HHQOpMAIMOHHBIE TEXHOJOTUU WM (PUHAHCHI, HE BBIICPKUBAIOT PHIHOYHON KOHKY-
PEHLMHU M CTAHOBSITCS HE KOHKYPEHTHBIM IPEUMYIIECTBOM, a CKOpee OOJbIIMM HemoctaTkoM. Jlappu
bpeiinu, npe3unent kopnopauu FMC Corporation, Tak mpoOKOMMEHTHPOBAJ 3TY CUTYALHUIO:

Koeoa mot npumenunu CCII ona nodpasoenenutl KOpnopayuu, y Hac C106HO
enasza omkpwiaucy. CoMHEBACy, YMo NPeodCcmasument MHOSUX KOMNAHULL
MO2ym HABCKUOKY omeéemumbs Ha éonpoc. «Kak vl coz0aeme KOHKYpeHm-
Hoe npeumyuecmeo?». QOHAKO Mbl edCeOHe8HO 3a0aeM €20 C80UM TUHEl-
HbIM onepamopam. Ml Hayanu paccnpawusams Kaopogvie CayicObl HAUUX
noopaszoeneHuti 0 MmoM, CHUNCAIOM U OHU U30EPHCKU UL NPEOIazalom HO-
svle yenyeu. Eciu smoeo Hem, 803MONCHO, HAM clledyem npuegieysb pecypcol
Opyeux omoenenutl KomMnauuu. B amoil obracmu 3an0%cen 601bWOU NO-
MEHYUAN OP2AHU3AYUOHHO20 PA3BUMUSL U COBEPULEHCINBOBAHUSL CIMPAmecu-
YeCKUX 803MONCHOCIEN .

WnmocTpanueil Cka3aHHOMY BBIIIE MOXET CIYXKHTb KOMIaHusi T€lCO, olHa M3 BEAYIIMX MHPOBBIX
TEJIEKOMMYHUKAIIMOHHBIX KOpIIOpanMi. B TedeHne MHOTUX NECATHIETHN OHA SBIANIACH PETYIUPYEMOMN
MOHOTIOJIMEH 1 ee OM3HEC-TIoIpa3IeIeH s TOJDKHBI ObLTH MOKYNaTh HH(POPMAIIMOHHBIE TEXHOJIOTHH U CO-
oTBeTcTBYIOIIME yciyru y Info Support — monpasaeneHuss HHGOPMALMOHHBIX CUCTEM, BXOJUBILETO B
coctaB camoit TelCO. B Takux MCKIIIOYMTENBHBIX YCIOBHSX, KOTJa O MOCTaBKaX CO CTOPOHBI HE MOTJIO
ObITh U peun, INfO Support nmena 3ameuarenbHble (PMHAHCOBBIC PE3YNTATHI U OYCHb HU3KHIl YPOBCHb
YIOBJICTBOPEHHOCTH BHYTpeHHHX KimeHToB. K Hauany 1990-x rogos y Info Support, kotopast npemiara-
Jla yCTapeBIINE TEXHOJIOTUU U a0COIIOTHO HE YUYUTHIBaJIA MOTPEOHOCTH BHYTPEHHUX KIMEHTOB, CIIOXKHI-
Cs CTOMKWW HEraTUBHBIA UMUK B KOPIIOPALUU.

B 1980-x rogax Oouibliiasi 4acTh AEATEIBHOCTH T€/CO mepecTana ObITh PEryIUPYEMOH U YCIOBHS
XKecTovaimend KOHKYpEHIIMN NPUBEIU K JeHeHTpamm3anun koprnopamun. O6pa3oBanuch HOBble OM3HEC-
€AMHHMIIBI, KOTOPbIE HYKJIATHCh B 00JIee COBEPIICHHBIX TEXHOJIOTUYECKUX BO3MOKHOCTAX U yciyrax. s
TOrO 4TOOBI MOJAJEPKATh arpeCCUBHYIO MOJUTHKY HOBBIX OIEPALMOHHBIX MOAPA3/EiICHUN, HaIllpaBJICH-
HYI0 Ha yBeJIM4YeHue nmpuObuLid, T€ElCO Hagenuna uX MOJHOMOYHMSMH MPHOOpETaTh TOBAPHI U YCIYTH Y
JY4IIMX TOCTAaBIIMKOB. INfO SUppOrt He ocraBaJOCh HUYEr0 HMHOTO, KaK MPENOCTAaBISITh KOHKYpEH-
TOCIIOCOOHYIO TIPOIYKITUIO FJIM HAOJFOAATh PYHHBI €€ COOCTBEHHOTO OM3HECa.

HoBslii renepanshblil aupekrop Info Support paspadoran CCII, asist TOro 4To0ObI IPEBPATHTH KOM-
MaHWIO B YCHEITHOTO, OPUEHTHPOBAHHOTO HA KJIMEHTAa KOHKYPEHTOCIMOCOOHOTO TIOCTaBIINKa. B cucreme
ObUM CHOPMYTHPOBAHBI CIICTYIOIIE 3aJauH:

pa3paboTaTh HOBYIO, OPHEHTUPOBAHHYIO HA KJIMEHTa CTPATErHIO;
00y4UTh COOTBETCTBYIOLIMM 00pa3oM IepCcoHal,
W3MEHUTH CBOIO JCSATEIbHOCTD TaK, YTOOBI Bce BHUMaHUE C(DOKYCHPOBATh Ha KIIMEHTE.

[Tonnmas, 9TO B TeUECHHUE ACCATHICTUN MpeHeOperan OTHONICHHEM KIHEHTa K ce0e Kak K IMOCTaB-
MKy, pykoBoauTean INfo Support ynenunu ocoboe BHUMaHKE pa3pabOTKe KIMEHTCKON COCTaBIISIONICH
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CCII. IIpoekT crapToBaji ¢ onpoca KIMCHTOB COTPYAHUKAMHU MOJpaszeeHuil TelCO, KOTOPbIi BBISBHI
J1Ba PBIHOYHBIX CETMEHTAa, COOTBETCTBYIOIIMX MOTPEOUTENBCKOW CTOMMOCTH npensioxxeHuil. [lepBerii cer-
MEHT, o100HbIH rpymme Ne2 kineHTOB Kommannu ROCKwater, ObLT OpUEeHTUPOBAH Ha OCHOBHBIC YCIYTH,
MaKCHMAJIbHO HAJICKHbIC U 10 MUHUMabHOU 1ieHe. [pyroit (aHamormunslit rpymnme Nel) — ctpemuics
MOJIy4aTh MPOAYKThl HHHOBALMOHHBIX TEXHOJOTHM M UMETh JOJTOCPOYHbIC APTHEPCKUE OTHOILIEHUS C
MOCTaBIIMKOM HH()OPMAIIMOHHBIX CHCTEM.

B xommnanuu Info Support 0butn pa3paboTansl crieluduyecKue MoKa3aTeau Al [BYX IPYII KIIHCH-
TOB (cM. puc. 8.2) — creneHb yI0BICTBOPEHHOCTH MOTPEOUTENBECKIM MPEUIOKCHUEM U KOJIMYECTBO HO-
BBIX KIMeHTOB (rpymma Nel); mokasaTenp «iieHa MPOTUB PIHOYHOI (rpymmna Ne2), — moadepKUBaBIIne
Ba)KHOCTb Pa3BUTHUSI HOBBIX TEXHOJIOTHH, pa3pabOTKH yCIAyr M paclIMpeHusl KIMEHTCKON 0a3bl, ¢ OJHOU
CTOPOHBI, U PEJOCTABICHUS TOBAPOB U YCIYT [0 KOHKYPEHTOCIOCOOHBIM IIEHaM — C IPYrOH.

Mpynna Ne1
(opu?u‘ruposaua Mpynna Ne2
Ha LieHY) {opHeHTMpOBaHa HA HHHOBAUWOHHEIE
TOBapbl U YCNyTrH)
1 1
| 1 |
BusHec-eguHMLA (KNKMeHT)

Hene A B c D E F
Huskaa ueHa A A
No6aBneHHaA cTOMMOCTE
{(MHHOBAaLUWOHHLIE TOEAPbI
W yChyru) N ¥ N 3
KavecteofoTcyTcTBME Bpaka +f Y o N 4
BzaumooTHoWeEHNA N N N
HHHOBaUWOHHBIE TEXHONOTHH . o N

Pucynok 8.2. Hean kanentckoi cocrapiasiromeii CCII A1 KoprnopaTHBHBIX OU3HeC-eIMHUILL

KonxkpeTnsie nemu, pazpadoTanubie i1 KimeHTcKoi cocrapistonieit CCII, mo3Boimmm onpeaenuTh
KpUTHYECKHE BHYTPEHHHUE MPOIIECCHI, KOTOPbIE HEOOXOIMMO OBLJIO YCOBEPIIEHCTBOBATH, YTOOBI JOOUTHCS
yenexa (cm. puc. 8.3). [ notpeduteneii u3 rpymisl Nel TpeOoBanoch pa3BHUBaTh HOBBIC BU/IbI TOBAPOB
u ycayr. IlokazaTessiMu CIy>KWM TPOLEHT AOX0Ja, MOJYYEHHBIA OT MPOJAXH MPOAYKLIHWHU HE cTaplie
JBYX JIET, U BPEMECHHOU IIMKII ee pa3paboTku. B omimume ot takux kommnanuii, kak Hewlett-Packard, 3M
u Analog Devices, nMeromumx OTIMYHO Pa3BUTYIO U paOOTAIOIIYI0 HHHOBALIMOHHYIO KOHIICIIIHIO, IS CO-
TpynHuKoB INfO SUppOrt pazpaboTka MepedrClICHHBIX BBIIIEC MOKA3aTeleil sIBUIACh pelIariuM (Gakro-
POM H3MEHEHHSI KOPIIOPATUBHON KYJIBTYPHI, IOCKOJIBKY, Oyy4d MOHOIOJIBHBIM [TOCTABIIMKOM B TEUCHUE
MHOTUX JIET, OHM HUKOT/Ia HE 33AyMBIBAJIUCH O BaXXHOCTH MHHOBALIMOHHBIX POEKTOB. B3anmooTHoMIE-
HUA ¢ KineHTaMmu rpymmbl Nel, cTpeMsImMMuUcs K T0JITOCPOYHBIM MapTHEPCKUM OTHOIICHUSM, OLICHUBA-
JMCh TIO pe3ysibTaTaM ayauTa, OTpakaromero 3(pdeKTHBHOCTS 0OMICHNS MEXTy MOCTAaBIIMKOM H TIOTpe-
ourenem. Ouenka ¢ukcupoBanack B CCII u Takum 00pa3oM CTaHOBHJIACh M3BECTHA BCEM COTPYIHUKAM
KOMITaHUH.

[Ipouecc cozmanus cOamaHCUPOBAHHON CHCTEMBI NTOKa3aTeNeH, U B YaCTHOCTU pa3paboTKa KIUEHT-
CKOW COCTaBJISIONIEH M COCTABJISIONIEH BHYTPEHHUX OM3HEC-TIPOIIECCOB, CHITPAN PEIIAIOIIYIO POJh B Ipe-
BpauieHun INfo Support B koMIaHuo0, OPUEHTUPOBAHHYIO HA KIHEHTA. Bo-mepBbIX, ObUTH OMpEIe/ICHbI
JIBA OCHOBHBIX CETMEHTa NOTPEOUTEIbCKOTO PhIHKA M MPEIIOKEHUS MOTPEOUTEIBHON LIEHHOCTH, C TEM
4TOOBI HOBAsl CTPATETHs yYUThIBAIA 002 OOBEKTa NESITEIPHOCTH KOMIIAHUH (MMEHOTCSI B BUAY TPYIIIbI
kmeHToB). Bo-Bropsix, CCII, 0 koTopoit Oblr nMpouH(GOPMHUPOBAHBI BCE COTPYAHUKH KOMIIAHHUH, CTala
YacThIO MPOLIEcca YNPABICHUS: BaKHEHIINE BHYTPEHHUE OU3HEC-TIPOLIECCH] ObLUIN MOCTOSIHHO HalpasJie-
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HBI Ha YJIOBJIETBOPCHHUE TOTPEOHOCTEH KITMCHTOB.

KnueHTckne Lenu

WMHHOBAUMOHHEIS Ho6agneHHanA
BzauwmooTHoWeHMA Ka4ecreo
TeXHOMNOrHK CTOMMOCTE LELELJCLLE
1\ ></ / [ 4 / A

CocTaBnAKWan

EHYTRPEHHWX

npoUeccoBe

Yrnyénenue CHUKEHME CPOKOB || popyrye Besynpeunoe Huskan
3HaHWHA © pbIHKe BHEAPEHUA HOBOTO || o ryetHOCTH NpeusBoOACTES CTOMMOCTE YCRyr
npoAyKTa {onepaunoHHBIW Npolece)

Mean Iloka3aTenu
I[TonumaHue peiHKa - IIpoueHT noxona OT TOBAPOB U YCIYI HE
JlocTiub TakOTO 3HAHUS PBIHKA, YTOOHI pa3pado- cTapiie 2 et
Tarh NEPCIECKTUBHBIC OPOAYKTHI U YCIYTH, a TaK-
K€ MPUBJICYb KJIMEHTOB, KOTOPBIX HA CErOHIII-
HUH MOMEHT Mbl HE UMEEM
Pa3pabotka mpoxykra - BpeMeHHOH MKII pa3BATHS IPOTYKTA
CoxpaTtuTh BpeMeHHON LUK pa3paboTKu Npo-
JTYKTa
PasBuTHe oTueTHOCTH + AyauTr B3auMOOTHOIIEHUH C KIMEHTOM
YTOYHUTH POJIb TPYIIIBI yU€Ta KaK [JIABHOTO HJie-
MEHTa JTIOCTaBKU JOOABIEHHOW CTOMMOCTH
besynpeunoe nponsBoacTBO - Hanmexxuocts (dnciio n1edeKToB Ha eAUHU-
OGecnieunTs 6€3/1ePeKTHOCTH MPOU3BOJICTBA T10 Iy IPOYKIHU/BPEMEHN)
KOHKYPEHTOCIIOCOOHBIM LICHAM - KauectBo ycayr (cpeaHee Bpemsi peMOHTA)
VYceayru o HU3KOU IeHe -+ MHaekc KOHKYpEHTHBIX LIEH
Crarp TuIepoM B OTPACITH TIO MTOKA3ATEI0 <«H3-
JICPIKKH MPOU3BOJICTBA €AMHHUIIBI TOBapa/ yCaIyru»

P](lcyHOK 8.3. HepeBou KJHEHTCKHUX Liejieid B NMPUOPUTETHBIC BHYTPCHHHUE MPOLECCHI

Omneit Info Support MosxeT OBITH MCHOJB30BAH MHOTUMH MOJPA3ACICHISIMU U TPYIIAMU Pa3iny-
HbIX Kopriopauuid. CeroAHsi mapTHEPCKUE M CTPATErMYECKUE COIO3bl C BHEIIHUMHU MOCTABLUIMKAMHU YCIYT
— OT MHPOPMAIMOHHBIX TEXHOJIOTHH, TEXHUIECKOTO OOCITY)XKHBaHHSA W YOOPKH TOMEIIEHHIA 0 pa3pa-
OOTKHM HOBBIX NMPOJYKTOB — IOJIyYHJIM IIHUPOKOE PACIpPOCTpaHEHHE. B 3THX yCIIOBUSX BHYTPHKOpIOpa-
TUBHBIE NMOCTAaBIIUKH JOJDKHBI CTaTh MCTOYHMUKOM KOHKYPEHTHOI'O NMPEUMYILECTBA JJIsI CBOMX BHYTpH-
KOPIIOPAaTHBHBIX KIMEHTOB. B MpoTHBHOM ciydae ux (pyHKIMH TpHAETCS NepelaBaTh BHEITHUM HaIexK-
HBIM KOHKYPEHTOCIIOCOOHBIM TOCTABIIIUKAM.

roCYoAPCTBEHHbIE K HEKOMEPYECKUE NMPEANPUATUA

Bo3moxkHOCTH cOanaHCHpOBAaHHOM CHCTEMBI INOKa3aTeNied AJii COBEPIICHCTBOBAHHS YIIPABICHUSA
rOCYJapCTBEHHBIMH U HEKOMMEPUYECKHMMH OPTaHU3aLMAMU elle 0oyiee HIMPOKH, YeM Ui MpEeAnpUsSTHIA
9acTHOTO cekTopa. [ mociaeqHux (UHAHCOBAs COCTABISIIOIIAS YETKO OIMPENESeT T0JITOCPOYHBIC TEIH,
a Ui TOCYAapCTBEHHBIX U HEKOMMEPYECKHX OpTaHM3aluid — HAo0O0pOT, OrpaHUYEHUs. DT NPEANpH-
SITHSI AOJDKHBI YETKO COM3MEPSITh CBOM 3aTpathl ¢ OromxeToM. Ho nx ycnex ompezaensieTcss BOBCE HE TeEM,
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HACKOJIbKO TOYHO OHU «yJIOXHJIHCH» B OIO/KET min cokoHommim. Pakt mepepacxona OFOIKETHBIX
cpenct Ha 0, 1% wumm, HaobopoT, skoHOMIH 10% HE MOKET CIY)KHTh IMOKa3aTeNIeM yCHEITHOW J1eATeIhb-
HOCTH.

[Toxa3zarenp ycrexa rocy1apCTBEHHBIX M HEKOMMEPUYECKAX OpTaHU3aIHid — 3TO 3PPEKTUBHOCTD, C
KOTOPOW OHH JIEHCTBYIOT Ha CBOMX TEPPHUTOPHUSIX W B COOTBETCTBYIOUIMX Tpymmax HaceneHus. Llem B
3TOM CITydae JOJDKHBI IMETh PeabHbIN OUTYTHMBIA pe3yibTaT, TOTAA Kak (PMHAHCOBBIE COOOpaKEHUSI MO-
T'YT HOCHTH BCIIOMOTATEIbHBIA WJIM OTPAaHUYUTENHHBIN XapakTep, HO HH B KOEM CIy4ae HE SBISIOTCS
MPHOPUTETOM.

C HemaBHHX MOp B MUPE HAMETHJIACH TEHICHIHS, B COOTBETCTBUU C KOTOPOW NPaBUTEIHCTBEHHBIE
opraHuzau 00s3aHbI BCe O0Jiee CTPOTO OTYMUTHIBATHCS IEPEN HAIOTOIUIATENbIMKaMUA. MHOTHE TOCY-
JapCTBEHHBIC (QYHKIIMH TIepEeIaHbl YACTHBIM KOMITAHHSIM MUTM JIMKBHIUPOBAHBI BOBce. OHON M3 TEPBBIX
Ba)XHBIX MHUIMATUB aMHUHUCTpANNH npe3uneHra Knuarona, npumenmero k Biacta B 1993 roxy, 6su10
«IIePEOCMBICTCHHE PO TOCYapcTBa» . B pesysnbrare 9Toif MHHIMATHBBI, OCYLIECTBICHHE KOTOPOi
MIPOBOIMJIOCH TIOJT PYKOBOJICTBOM BHIle-Tipe3uaeHTa Ans0epTa ['opa, mosBHIICS JOKYMEHT 10/ Ha3BaHUEM
«National Performance Review» (NPR, «AHaIH3 roCyIapCTBEHHOMN AESTENBHOCTHY) , 0C000 MOIdePKH-
BAIONIMI BaKHOCTH OIICHKH JCATEIFHOCTH MPaBUTEIbCTBEHHBIX OpTaHU3AMK M UX OPHEHTUPOBAHHOCTH
Ha rpaxnaad. B ocrHoBHoi yactn NPR, mocBsillieHHON MOBBILMICHUIO POJIM PAOOTHUKOB C LIETBbIO MOJTyde-
HUS PE3yJIbTaTOB, PEACTABICHH HEKOTOPHIE PEKOMEH/IAIIUH TTPABUTEIHCTBEHHBIM OpPTaHU3aIHAM IO OTI-
peneneHuto TIoKa3aTeNei e TeTbHOCTH.

Bce opranmsanuu HODKHBI pa3paboTaTh W HCIOJIB30BATH CHCTEMY OIEHKH JCATEIFHOCTH U OT-
YETHOCTH.
YeTko pa3bsICHATH elH (peaepanbHbIX TPOTPaMM.
[Ipe3uneHTy u rIaBaM MHUHHCTEPCTB M BEIOMCTB ClieNyeT pa3paboTaTh COTJIAIIEHHs 00 MTOTrax
JEeSITETbHOCTH.

B noxymeHnTe nmpu3HaBaIoCh:

He kaosicoozo obpadyem oOannas unuyuamusa. BosHuxHym npoOnemvl ¢
paspabomkou kpumepues. Kax npasuno, eocyoapcmeennvie ciyscawue He
OpPUEHMUPOBAHBL HA UMOSU C80e20 mpyod. Bo-nepevix, 6 cuny croxcusuiux-
CA YCIOBULl OHU OYMAIOM O CaAMOM npoyecce, a He o pezyibmame. Bo-
émopulx, papabomra noxazamenei — He maxoe Jneckoe oeno. Cnedosa-
MeNbHO, HAUYO MEHOEHYUS OYeHUB8aAms 00beM pabomol, HO He ee pe3yilb-
mam. Cnyscawuii norazaem, Yymo eciu OH MHO20 pabomaem, mo Oenaem
6ce 6o3modicHoe. locyoapcmeennviv opeaHuzayuam nompedyemcs He-
CKOILKO Jlem... OJisl mo20 4mobbl paspabomams ONMUMALLHYIO CUCEMY
noKkasameneii u coomeemcmayIouyIo CUCMEMY OMmUemHoCmu’.

OnHo#t u3 nepBbIX npuMeHniIa pekomenaannun NPR rpymmna KOHTpoJist OleHKH faestenbHocta (Per-
formance Measurement Action Team, PMAT), co3nannas nox arunoit denepanbHON HCHOTHUTEIBHON
accoranuu 3akyrnok (Procurement Executive Association, PEA) auist olieHKH KauecTBa CHa0KEHUS B Ta-
KHX MPaBUTEIBCTBEHHBIX OpTaHU3AIMAX, KAK MHHUCTEPCTBAa ()MHAHCOB, TPAHCIIOPTA, TOPTOBIH, 3/IPAaBO-
OXpaHEHHMs], a TaKkKe YIpaBlieHHe CIYKO 00IIero Ha3HayeHWs] © MOHETHOTO ABopa. 3agada PMAT co-
CTOsJIa B TOM, YTOOBI «OILIEHUTH COCTOSIHUE CHCTEMBbl CHAOKEHHs M pa3padoTaTh CTPATETHIO0 U PEKOMEH-
JALKY TI0 OLEHKE 3aKYIOYHOMN NesSTeIbHOCTH JAHHBIX OpraHu3aruiiny’. s 5Toro GHUIH MPOBEICHH! OII-
POCHI TPaXKJaH U COTPYIHUKOB, COOpaHbl IIEHHbIE CTATUCTUYECKUE JaHHBIE IO CUCTEME 3aKyMOK B L[EJIOM,
PYKOBOJUTENH CIYXO0 3aKYIOK Jalli CAMOOLIEHKY CBOEH AesTeabHOCTH. OCHOBBIBAsICh HA 3TOM HCCIIEA0-
Banuu, PMAT paspa6orana CCII (cMm. puc. 8.4), conepkaBuIyro TpaauIMOHHBIC YEThIPE COCTABIISIONINE
U JIOTIOJHUTENBbHYIO TATYIO! «PACHIMPEHHUE MOJHOMOYHUM CIIyKalMX», YTO MOTYEPKUBAIO Ty OCOOYIO
POJIb, KOTOPYIO JOJDKHBI UTPaTh (eiepajbHbIe CIyXKallhue B HOBOW CHCTEME NMPaBUTEIbCTBEHHBIX Opra-
HU3aIUi, OPHEHTUPOBAHHBIX HA TPAYKIAH.



DuHaHcoBan COCTaBnNAHIWLAA
Uenn Mokasartenwu
MakcuMansHaA LEHHOCTL NPW HUHWKMANBHBIX 3aTpaTax Koadpcpuumenr zatpar
MakcuManbHaA IKOHOMUA JKOHOMMA KaK pe3yneTaT BLITDAHEIX SEK]fHDK_
CeoeepereHHan onnata HeonnayeHHsle wrpadiksl
MaKkcHManbHan NPOUIBOAWTENBHOCTE KD:!IIIJ[IJHI.I,HBHTI:I

t

KnueHTckan cocTaBnAwwan
CocCTaBnAwWAA pacuHpeHHa Cocraenaiowan
Lenn Mokasatenwu 1P p BHYTPEHHWX DM3HEC-NPOLECcCoB
NONHOKOYKI CIyKAWME
CBOEBpPEHEHHOCTE CeoEBpEHEHHAA Lenn MoKasaTenn Lenu MokazaTenu
nocTagka No TpedoBaHuio
KNMEHTa Ka4ectBo CamooueHKa NocrukeHue OueHka .
pabodeil cHnbl NPeBOCXOACTEA | BHYTPEHHEN
Kauecteo Kauecteo Toeapalycnym af— - el ——
E COOTEBTCTEMU CTpEﬁD— Ka4vecteo YCNOBHH OI.I,BHKEI Kavyecrtea Ka4yecTtea
BaHWAHN KNHEHTa padoTel YCnoBuil paboTbl
CaHUHK Chyskaluiu TouHelil, ceoes- | OueHka ynpaenesua
OBCNyBKHE AHUES OTeeTHan pekaumus PeHeHHbIN MHOPHALWOHHBIMA
NapTHepcTeO B CODTBETCTBMM C PykoeoacTeo Ouenka kavectea H athheKTHBHBIA | CHCTEHAMK
TpedoBaHHAKK W EANHCTEA PYKOBOACTEA ciop
KNMHEeHTa CaMMMK CNYKAWNHNA HHpOPHALHH
CocTaBnAwwan odyuyeHHA W pasBuTHA
LUenn MNokasatenu
OTBeYaTh HACTOAWMM LENAH OPraHu3aLun CaHOOUEHKA NOCTOAHHOID COBEPWEHCTEOBAHNA
OTEEYaTH OYAYIMH UENAK OpraHu3aumm CaM0OUEHKa CTPATErHYECKOI0/TAKTHYECKOI0 NNaHUPOBaHHUA

Hcrounnk: AnantupoBano u3: R.S. Kaplan, D.P. Norton. The Balanced Scorecard — Measures That Drive Performance // Harvard Business Review,
1992, January/February. p.76. [lepeneuaTaHo ¢ pa3pemieHus.

Pucynok 8.4. CoanancupoBaHHasi cMcTeMa MoKa3aTeJieil 1Js QeaepajbHOi cCUCTEMbI CHAGKEHHS.
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CrenunansHas rpynna PMAT pexomennoBaia cOagaHCHPOBaHHYIO CUCTEMY IOKa3aTeleil, IOTOMY

qToO.

... OHa onpedensiem 6vicOKOIGhpexkmueHvle noxazamenu, eeka U ONMu-
MAbHA 8 UCNONIL30BAHUU, COANAHCUPOBAHA U CPOKYCUPOBAHA Npedicoe 6ce-
20 Ha evlasneHuu Hedocmamkos. Cucmema OpUESHMUPOBAHA HA KIUEHMA U
MHO20 )VHKYUOHATIbHA, YMO pacuiupsem 603mMoxcHocmu Koumpoas. OHa
daem wianc nOOpa30eneHUsIM NO 3aKYNKAM CaMuM NPUHUMAMb DeuleHus u
COBEPUIEHCNBOBAMb CBOT0 0ESIMENLHOCMb, A He JHCOAMmb YKA3AHUL CEEpX).
Ona npedocmaensiem cnocod CpasHeHUsi Kayecmea OKA3bl8AeMblX YCIye 6
coomeemcmeuy ¢ 3a0a4eti Cmambs JyYUMU.

Ecmu roBopuTh 0 MyHUIIMTIATIBHBIX MTPAaBUTEIBCTBAX, CIENYET 3aMETUTh, YTO, HAIpUMEp, B TOPOJIe
Cannmuseitn, mrat Kamigopuus, yxe B Tedenue 20 JeT BBITyCKaeTcsi TOAOBOI OTYET, B KOTOPOM OTpa-
’KEHBI OCHOBHBIC IIEJIM W TIOKA3aTeNu JACATEIIFHOCTH B CPaBHEHUHU C OIOMKETHBIMH HOPMaMHU JJISI MY-
HUIUMAJIBHBIX CITyX0. [[s KaXkIoro aemapraMenTa Topoj onpeaessieT 3a1adn, KpUTepUr YPOBHS 00CITy-
KUBaHUSI HACCIICHHUS W TOJXydeHHUs MMM OJar, a Takke mapaMeTphl BBINIOJHEHUS MMOCTABICHHBIX 3a/1ad.
Ecmu mokaszarenm kadecTBa W MPOAYKTHBHOCTH NMPEBOCXOAT 3aIUIAHMPOBAHHBIC, TO PYKOBOJIUTENb I10-
nyqaer npemuro 10 10%. CpaaurensHbiii ananmms ntoroB 1990 roma mokasan, uro B cdepe ycemyr Can-
HuBeitna 3aaaTo Ha 35—40% nepcoHana MeHbIIIe, 4eM B TOPOax TaKoTo XKe pa3Mepa u THUIIa.

B cents6pe 1995 rona B ropone lapnort, mrar CeBepuas Kaponmna, ObUT OIy0IMKOBaH TOI0OBOM
oTueT no BeinosHeHuto MynuuunansHoi CCIIL. B mepBoii ero yacti roBopuiioch 0 Haubosee 3Ha4uMbIX
noctkeHnsx B 1995 ¢mraHcOBOM roy B STH OCHOBHBIX 00JIACTAX !

0€30MacHOCTh HACEIECHUS,

ropo/ B ropoje (1eseBbie MECTHbIC HHUIIMATHBEI);

peCTpYKTypH3aLus PaBUTENLCTBA (BBECHUE CHCTEMbI COPEBHOBAHUS U YIIPABJICHUS aKTH-
BaMH B TOPOJICKUX OpPTraHU3aIHsIX);

HSKOHOMHUYECKOE Pa3BHUTHE;

TPAHCIIOPT.

Bropas gacTtp oTdeTa MOABOMIIA UTOTH B COOTBETCTBHH C YETHIPHMS COCTABISIOMIMMU. KIIMCHT-
CKOM, (pMHAHCOBOM, BHyTpeHHEeH 2 dexrnBHOCTH, MHHOBaMi 1 00ydenus. Huke mpuBoauM 1nenu u 1mo-
Ka3aTelll 3TUX COCTABIISIOIHX.

Yenyeu: npeoocmaenams scumenam 2opooa Illapromm ycnyzu évicouainiuiezo kauecmea

Cocrosinue:

Y 10BIETBOPEHHOCTH MH(POPMALIMEH O HOBBIX YCIYTax Mo BEIBO3Y Mycopa- 89%.

JKurenu roposa ynosineTBopeHbl paboTOH MOKaPHBIX CIIYKO.

Peittunr nenapramenTa ranupoBanus cocrasisieT 95, 3% (pe3ynbrar paccMoTpeHus 6osiee
41 000 3ampocoB).

PyKkoBOACTBO a’poriopTa OpraHU30BaNIO CHEIHATBHOE O0YICHHE TI0 YIYYIICHUIO 00CITyXKH-
BaHU JUIS BOAUTENCH aBTOOYCOB-UETHOKOB JJISI TMIEPEBO3KH MACCAKUPOB; OMPOC MACCAKH-
POB CBUIETENBCTBOBAII 00 MX 0JIATOCKIOHHON PEaKITH.

JloXoibl OT TPAHCHOPTHBIX YCIYT (KOJMYECTBO MEPEBE3CHHBIX MACCAXKHUPOB B Yac) Ha 25—
35% GoJtbilie, €M B COMOCTABUMBIX TOPOJIAX.

13 36 000 3anpocoB B JeMapTaMeHT TPAHCIIOPTAa HE YAOBJIETBOpeHbI TONbKO 26 (Menee O,
01%); oHu OBUTK HAPABIICHBI B MIPUIO.

Dunancosas noOOMUEeMHOCY. IPPHEKMUBHO PACHOPANHCAMBCA OCHEHCHBIMU CPEOCHBEAMU 20-
pooa

Cocrosinue:

CucreMa BOJIOCHAOKEHHSI M KaHAJIM3AIMH TOPOJia 3aHUMAET YETBEPTOE MECTO MO CTOMMO-
ctu cpenu 13 comoctaBUMBIX TOpoaoB. ['ooBoe noBbimenne TapupoB — Ha 25% HUKe 3a-
TUTAHUPOBAHHOTO.

CTouMOCTh yCIIyT 10 cOOpY TBEPABIX OTXOJOB TOPOICKUMH CIY)KOaMH COIIOCTaBHMA C ca-
MOH HU3KOW CTOMMOCTBIO YCIYT YEThIpeX KPYMHEHIINX HAaUMOHANbHBIX Kommnanui. Komm-
YeCTBO MPOCTOEB MO MPHUYMHE HECYACTHBIX CIydaeB COKpaTuiioch a0 60%, 4To cocTaBHIiO
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sxoromuro 130 000 nod.
Wznepxku comepkaHus JenapTaMeHTa IUIaHUPOBAaHMS Ha JYITy HAceJeHHs ObLIM CaMBIMH
HU3KUMU B CPABHEHUH C MIECTHIO COTIOCTABUMBIMU TOPOIAMH.
CucreMa oKa3aHUs CTPAXOBOW MEIUIIMHCKOHN ITOMOIIH ObLIa yCOBEPIICHCTBOBAHA, YTO JaJI0
sxoromuro 238 000 nod.

Ihdhexmusnocms 6HympeHHUX NPOUECCO8. NPOOOJIHCAMDL COBEPULEHCMEOBAHUE CUCHEMbL 00-
CAYIHCUBAHUA 6 PAMKaAX O100rcema 3a cuen noGbluieHUs NPOU360OUMETbHOCIU

CocrosiHue:

[TocTostHHO yBeNnMUYMBaNIACh MPOU3BOAUTEIEHOCTh PA0OTHl KOMMYHAIIBHBIX CITYXKO.
Kanposas cimyx0a BBesla aBTOMaTH3MPOBAHHYIO CHCTEMY OIUIATHI TPYZa, COKPATHB KOJIHYe-
CTBO OIIMOOK M OIUIATY 3a MepepadOTKy; YIy4IIMIOCh KaueCTBO OTYETOB 00 OTCYTCTBUU
MepcoHaia Ha paboyeM MecTe, B TOM YHCTIE U MO OOJIe3HHU.

[MoBpicunachk 3(pGEeKTHBHOCTh paObOTHl TEXHUYECKOTO, TPAHCIOPTHOTO, aBHAIIMOHHOTO JIe-
MapTaMEeHTOB, a TakKe JIeNapTaMeHTa MMYIIECTBA M MepepadOTKU TBEPIBIX OTXOA0B. OBLIH
MPOBE/ICHBI COKPAIICHUE IITaTa, MEPEeCTPOKa HECKOJIBKUX KIFOYEBBIX MPOILECCOB U Mepe-
Jada MHOTUX (DYHKIIUH BHEITHUM HOJPSIIUKAM.

Hunoeayuu u odyuenue. uzyuams Hoevle HPOOYKMbL U NPOUECCHL C UENbI0 VIYUUIEHUA HAUlell
desamenvHoOCmU 8 OyOyulem

Cocrosinue:

OpraHu30BaH HOBBI OTAET WH()OPMAIIMOHHBIX TPAHCIOPTHBIX cucTeM (MHMOpMaLUs O
«poOKax», MEPEKPBITHIX YIHUIAX, CTATYCaX Pa3IMYHBIX IPOEKTOB, BAKAHCUAX, COCTOSHUH
TOPOJICKHX CITYKO).

BBenena cucrema aHaamM3a M OIEHKH XO3SMCTBEHHOM MEATEIbHOCTH (111 TOPOICKUX Jerap-
TaMEHTOB).

[Mponomkanock U3y4eHne HOBBIX HHUITMATHB TI0 PO(PHUIAKTUKE TPECTYITHOCTH.

Pa3paboTaH miaH MOBBIIIEHUS IPOU3BOIUTENHHOCTH MPH COKPAILICHHH padovei CHIIBL.

B pesymerare mpoBeneHus mepeoOydeHus MOBBIIICHHE YPOBHS KBaTH(PUKAIUN COCTaBHIIO
51%.

JI1st MHCTIEKTHPOBAHUS COCTOSIHUSL CHCTEM TPOTHUBOTIOKAPHOI 0€30MaCHOCTH U ITOPMOBBIX
MpeaynpexIeHIH ObUTH IPUOOPETEHBI 1BA JIEKTPUIECKUX TPAHCIOPTHBIX CPECTBA.

Jns monpasneneHus WHGOPMAIMOHHBIX TEXHOJOTHH ObT pa3paboTaH M BHEIpPEH IUIaH
KapbepHOTO POCTa.

CbanancupoBaHHasl CUCTEMa TOKa3aTellel Jajla MyHHIUIAIGHOMY MpaBHTENbCTBY ropoaa Illap-
JIOTT BO3MOXHOCTH OIICHHUBATh CBOIO JCATEIFHOCTh B COOTBETCTBHH C CHCTEMOU KPUTEPHEB, TOTAA KaK
paHbIlie eIMHCTBEHHBIM KpPHUTEpPHEM CIyXuia (akT mepepacxona Oromkera. [lo cioBam OZHOTO M3 MY-
HUIUIAJIBHBIX pYKOBOAMTENEH, BHeapUBIIero B cBoeM nemnapramenTe CCII, 0coOeHHO paayroT J0CTHKe-
HUSl B (DMHAHCOBOM OTYETHOCTH W MPOU3BOAUTENFHOCTH BHYTPEHHUX TporieccoB. «Takoi oTder neMoH-
CTpUpYET aTMocdepy ycrnexa, KOTopasi IapHuT B HAIICH OpTraHU3aIun.

HexomMepueckum opraHu3anysM, Ipexe BCEro TeM, KOTOPbIE B COOTBETCTBHU CO CBOMM YCTaBOM
JIOJDKHBI TIPEIOCTABIATh COIMANBHBIC YCIYTH HYKIAIOIIUMCSI, 0OCOOCHHO Ba)KHO OTPEIEIUTH CBOH IIEIH,
3aJaud M TOKa3aTeNy OLCHKHU JesTeNbHOCTH. [ NTaBHasg 3amada Ui HEKOMMEPYECKUX MPEANpUsITAR —
OKa3aHHe KOHKPETHBIX YCIIYT IIeJIEBBIM TpymnmaM HaceneHus. [10100H0 TocyapCTBEHHBIM OpTaHU3aIusIM,
(mHAHCOBAsI COCTABISIONIAS B TAHHOM CITydae SBISETCSA CKOpEe OTpaHUIEHUEM, YEM IIETIBIO.

Oxuoii u3 mepBbix npumennia CCIT Ha npaktike Massachusetts Special Olympics®. TIpuammmn 1o-
CTPOEHUS 3TOM cHCTEMBbI Ha caMOM Jefie Obul uaeHTndeH npunuuny nocrpoennst CCII Ouznec-eAMHUL.

OcCHOBHOH aKIEHT ()MHAHCOBOW COCTABJISIONICH NIeNajcs Ha OXHIAeMble MOCTYIUICHUS OT (hUHaH-
COBBIX JIOHOPOB. bbuTH BBIOpaHBI TPH TIIaBHBIC TICIIH

1. [TyonuyHOe mpu3HaHWe: yKkpenuTh nosuimioo Special Olympics kak momysasipHOW Giaro-
TBOPUTEIIFHOW OpPTaHU3aIlMK TOCPEICTBOM TUHAMUYHBIX CBS3€H C OOIIECTBEHHOCTHIO U
COOTBETCTBYIOIIENH MAPKETUHTOBOM MOJIMTUKH.

2. YyacTue B MPOEKTE HACENICHUS: CO3/1aTh HAMIYYIIINEe BOSMOXKHOCTH M YCIIOBUS IS KOPIIO-
PATHBHBIX M YACTHBIX JOOPOBOJIBIIEB.

3. YBenuueHue 4mcia COPTCMEHOB/PACIPOCTPAHEHHE CIIOPTUBHBIX MPOrPAMM: PACIIHPSTH
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Y pacTpOCTPAHITH CIIOPTUBHBIE MIPOTPAMMBI C IIETBI0 TPUBJICUYCHUS MTOTEHIIUATBHBIX yda-
CTHUKOB K COPEBHOBAHHUSIM.
[Toxazarensmu, BLIOpaHHBIMU IS ATUX IEJIeH, ObLIH
KOJINYECTBO HOBBIX IIPOTPAMM/CIIOPTCMEHOB,
HpUBJICYCHUE TOOPOBOJIBICB/COXpPaHCHUE KAAPOBOW 0a3bl;
HOBBIE CITIOHCOPBHI;
obparHas CBSI3b CO CTIOHCOpaMH,
YHCTIO CIIOPTCMEHOB — YYaCTHUKOB HOBBIX MTPOTPAMM.

B pomoyiHeHne MOXXKHO OTpeeiuTh (DMHAHCOBBIC MOKA3aTelH, 00Jee TPATUIMOHHBIC JIJISI HEKOM-
MEpYECKHX OpraHu3aluii, HampuMep cOOp CPeACTB, opraHu3anus (OHIOB W aJIMUHUCTPATUBHBIC W3-
JICPIKKH, CBA3AHHBIC C ITUM (0JIS1 OT OOIIeH CyMMBI COOPAHHBIX CPEJICTB).

B KIMEHTCKOHN COCTaBISIIOLIEH, aKIEHT KOTOPOM JENaJiCs Ha CIIOPTCMEHAX — LEJIEBOM CETMEHTE
Specid Olympics, — ObLTH OTpe/IeIeHbI YSThIPE IIEIH

1. TpeHUPOBKH M COPCBHOBAHUS: pa3padOTaTh Pa3BUTYIO HHPPACTPYKTYPY VIS BCEX BUIOB
CIIopTa ¢ 1Eebio o0ecredeHns yIo0HOTO BpEMEHU U MECTa TPEHUPOBOK.

2. KonTtpoiss HaJl pacxoaMu: MUHUMHU3UPOBATH B3HOCHI 32 YUACTHE JIJIST CIIOPTCMEHOB U UX
CEeMEH.

3. TIporpammsl Mo YIY4IIICHUIO KAa4eCTBA: YIydIaTh KAYeCTBO TPCHUPOBOK U COPEBHOBA-
HUM 00111ecTBa CITIOPTCMEHOB.

4. OOrmeHue CIopTCMEHOB: MOOMIPSTH CO3/IaHNE BO3MOXKHOCTEH COMMAIILHOTO B3aWMMOIEH-
CTBHUSA.

Ilokazaremm:

KOJIMYECTBO CIIOPTCMEHOB, KOTOPBIE HE CMOTJIM BOWTH B KOMAaH/IbI,
YHCIIO TOPOJIOB, B KOTOPBIX HE BEAETCS PETUCTPAIHS CIIOPTCMEHOB,
YBEJIMYCHUE Pa3MEPOB B3HOCOB,;
nH(pOpPMAIKS O CEMBE,
KOJINYECTBO MEPOTPHUATHI, IOMHMO COPEBHOBAHHM.
Cocrassromniasi BHYTPEHHHX OU3HEC-TIPOIIECCOB ONPEAEIsiIa CIeIYIOIIIE EH ISl CIIOPTCMEHOB U
(MHAHCOBBIX JOHOPOB:
1. OpraHu3anus u ynpasJieHHUE: JTOBECTH JIO0 CBEACHUS BCEX MECTHBIX MEHE)KEPOB TPEXTO-
JUYHBIN [IAH JIEITEIbHOCTH U KOOPAUHUPOBATH JCHCTBUS MOAPa3ICICHUMN.
2. CBs3b ¢ OOIIECTBEHHOCTHIO: TOCTOSIHHO TIOJIZICPXKUBATh YCHIIUS 1O COOPY CPEACTB H Op-
raHu3anuu GoHI0B, HHOOPMHUPYS OOIIECTBEHHOCTh O LENSIX U JAeATeIbHOCTH Special
Olympics.
3. TpeHupoBKHU: COXpaHATH 0a3y CIOPTUBHBIX TPEHEPOB; MOCTOSIHHO Pa3BUBATH €€.
4.  PacummpeHue IesTelIbHOCTH: PacUIMPHUTh 30HbI AestenbHocTr Special Olympics.
IToxazaremm:
MPOICHT PAaCIPOCTPAHECHHBIX TUIAHOB,
KOJIMYECTBO BCTpeu (COBEIIaHMii) MECTHBIX OpraHoB yrpasieHust Special Olympics;
coOpaHHBIE CPEJICTBA;
WH(POPMHUPOBAHHOCTH OOIIIECTBEHHOCTH;
KOJIMYECTBO JACHCTBYIOIINX CIIOPTUBHBIX CEKIUN;
YHUCII0 HAYMHAIOIINX CIIOPTCMEHOB.
Lemm cocTaBmsromeit 00ydeHus U pa3BUTHSI ONIPEACISUTCH CICTYIOIIM 00pa3oM:
1. MHndopmanus o Special Olympics: pacnpocTpaHeHHE HCYEPIBIBAIOIINX CBEICHHUN 00
OpTaHU3aIMH CPEAH YWICHOB CIIOPTUBHOTO KOMHTETA, TOOPOBOJIBIIEB U TPEHEPOB.
2. MeHemKMEHT.: YKOMIUJIGKTOBATh IITAT M OPTaHU30BaTh CHIIBHBIC PETHOHAIBHBIC YIpPaB-
JICHYECKHE KOMaHIbI.
3. baza manHbIX: moamepkuBath U 3((HEKTHBHO HCIOJB30BATh 0a3bl TaHHBIX O JTOHOPAX,
TpeHepax, T0OPOBOJIBITAX.
4. TlpusHaHHe: COOTBETCTBYIOIIUM 00pa3oM OLEHUBATh ACATEIBHOCTh JOOPOBOJIBLEB, TpE-
HEPOB U MEpCOHAA.
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ITokazaremm:

KOJIMYECTBO JJ0OPOBOJIBLEB, 00ydeHHbIX B Special Olympics;
BCTYNHUTEIbHBIE PETUCTPALIUOHHBIC 3aSBICHUS,
pacnpocTpaHeHue OpOLIIOp O CIIOPTUBHBIX IPOTrpamMmax;
YUCI0 JOOPOBOJIBIIEB B 0a3e TaHHBIX;

BCTPEUYH TPECHEPOB.

[MpuBenenusie Bbiie npumepbl DenepalbHOM acconuanuu 3akynok, ropoga llapmort u Special
Olympics — narnsaubie wntroctpaimu Toro, kak CCIT mepeBoAuT cTpaTerdio rocy1apCTBEHHBIX U He-
KOMMEPUECKUX OpraHu3aliil B peajbHbIC LN U MOKa3aTeal OLEHKHU AesiTeNbHOCTH. OHU OYeHb CXOXKH
C TEMH, KOTOPBIE MBI OTIPEACIIMIIN JJI1 KOMMEPUYECKUX OpraHu3aluii, 1 OTIINYAIOTCS JIMIIb OOJIBIINM YIO-
POM Ha 0co0YIO POJIb KIIMEHTCKOM COCTABIAIONICH, a TaKXKe 00y4eHHs U Pa3BUTHS IIEPCOHATIA.

3AKIIOYEHUE

B »310if rmaBe MBI paccMmoTpenu cOaTaHCHPOBAaHHBIE CHCTEMBI MOKa3aTeNed Il OpTaHW3aIluii,
CTPYKTYPHO OTJIMYAIOIINXCS OT CTpaTeTHUeCKUX OM3HEeC-eANHUI], KOTOPHIC 3aHNMAJI HAllle BHUMAaHWUE B
npenpinymux riaasax. Kopnoparusnas CCII oTpaxaer o0LIyr0 cTpaTeruio KOMIAHUH, ONPEACIIIONIYIO,
KakuM 00pa3oM co3faeTcsi no0aBIeHHas CTOMMOCTh BCEX €€ mojpasjencHuil. Mcrounukamu Kopropa-
THBHOUM TO0ABICHHOW CTOMMOCTH MOTYT CIYXXUTBH OOIIHE IEH, KOTOPhIE «IIPOHMU3BIBAIOT» BCE OM3HEC-
€VMHUIIBI, BHYTPEHHUE TIEPEKPECTHBIC YCIYrH, OCYIIECTBIEHNE KOOIEPAINH U CIEIOK MEXAY IMOoIpas3/e-
neHusiMA. Bee 3T0 co3/1aeT KOHKYPEHTHOE MPEUMYIIIECTBO HA PHIHKE U JOJDKHO OBITH YETKO OTIPEeIIeHO,
B3auMocCBs3aHo U pacnpoctpaneHo Ha CCII kaxmoit On3Hec-eAMHUITBI.

COanancupoBaHHasi CHUCTeMa MOJXKET TaKXKe CKOHIICHTPHPOBATh NEATEILHOCTH, MOTHBHUPOBATH U
00ecTeunTh MOAOTYETHOCTh TOCYAAPCTBEHHON MM HEKOMMEPYECKON OpTaHM3aIliH, JIOTHIECKH 000CHO-
BBIBas €€ CyIIeCTBOBaHUE (0OCTy)KMBaHNE TPAKIaH, a HE MPOCTOE MCIOIb30BaHNE OIOKETHBIX CPEICTB),
HHOOPMHUPYS HACEIICHUE M CIYXKAIIMX O MOKA3aTeNAX Pe3yabTaToB M (akTopax MX JAOCTHKCHHUS, C IO0-
MOIIBI0 KOTOPBIX YIAETCs pealn30BaTh CBOIO CTPATETHIO.
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YACTb BTOPAS. YIIPABNEHUE CTPATEMMEN BU3HECA

COanancupoBaHHas CHUCTEMa IOKa3aTeJed KOMIIAHUHM [OJDKHA CTaTb HEOThEMJIEMOM YacThiO €€
CHUCTEMBI yIIpaBiieHUs. Bo BTOpOH 4acT KHUTH MBI IOK&KEM, KAK HEKOTOPBIE KOMITAHUH MCIOJIB3YIOT €€
B KauecTBe 0a3bl CBOCH HOBOM CHCTEMbI CTPATETMYECKOTO0 MEHEIKMEHTa. MeHemkepbl 00Hap y>KUITH, YTO
CCII gaer BO3MOKHOCTB IPEOJI0JIETh Pa3phIB, CYIIECTBOBABIIMI paHee MEXKY ITPOLECCOM pa3paboTKu U
(opMyIHPOBaHUS CTPATETUU U MIPOIIECCOM €€ PeaTH3aInu.

Ha nytu mpeomonenus 3Toro paspbiBa CTOST Oapbephl, HOPOKAAEMbIE TPAIULMOHHONW CHCTEMOM
MEHEIKMEHTa, KOTopas MpeArosaraerT:

pa3paboTKy U paclpoCTpaHEHHUE CTPATErHH;

pacrpeneneHne pecypcos;

OIPEACICHUE UHIUBUAYANbHBIX LEJICH U LeJIeh MoApa3AcICHUM;
oOecrnieueHne oOpaTHOM CBSI3U.

Mps1 onpenenmin 4eTelpe cnenuduieckux Oapbepa, MpensTCTBYIOMUX () (HEeKTHBHON peann3anuu
crparerun (cm. puc. I1.1).

1 KoHnuenuus u ctparerusi KOMIIAaHUU HEBBITTOJIHUMBI.

2. Crparerust HUKaK He CBsi3aHa C UHAUBUAYAIbHBIMH 1EJSIMU U LIETSIMU MOAPA3IEICHUH.

3. Crparerusi HUKaK HE CBsi3aHA C JOJTOCPOYHBIM M KPAaTKOCPOUHBIM pPaCHpeleICHUEM
pecypcosB.

4, OOpatHas CcBsI3b: TAKTUUECKAasA, HO HE CTpaTernyeckasl.

Kaxxaplit u3 3Tux 6apbepoB MOxHO npeoosieTs myteM unaterpamuu CCII B HOByIO cucteMy cTpare-
THYECKOT0 MEHEeKMeHTa. JlaBaiiTe paccMOoTpuM 0oJiee MPUCTANBHO HEIOCTATKH CYIIECTBYIOIIMX CHCTEM
yIIpaBJIEHUS, KOTOPbIE B OOJBIIMHCTBE CBOEM OPHUEHTHUPYIOTCS HAa TPAJAUIIMOHHYIO (PMHAHCOBYIO MOJIEIb,
HAIleJICHHYIO Ha aHAM3 (PaKTUYECKUX M3JEPIKEK, YTO U MPUBOAUT K HECOOTBETCTBUIO MEXAY (HOpMyIIH-
pPOBaHMEM CTPATErHH U €€ peaTn3aliei.

He Tak naBHo coBMmectHO ¢ Business Intelligence, opranuszaropom koudepeniuii B Benmukoopura-
HUH, MBI TIPOBEJH OIpOC 1Mo TeMe «CUcTeMa OLEHKU eI TEIbHOCTH U CUCTeMa yNpaBleHHUs». Mbl XxoTenu
BBISICHUTH, KAKUM 00pa30M KOMIIAHUHM PEANM3YIOT YEThIPE OCHOBHBIX KOMIIOHEHTa CTPAaTETHYeCKOro Me-
HEJDKMEHTA. CIIeNaTh OOy KOHIICIHIO (BHICHUE) KOMITAHUU MOHSATHOW U PUHATON; MH()OPMUPOBATH
0 CTpaTeruu Bcex pabOTHUKOB KOMIIAHUU M YBA3aTh €€ C CUCTEMOM OLICHKH JESTEIbHOCTH; IIJIAHUPOBATh
W yCTAaHABIMBATh LIEJIM; OCYILIECTBISITH OOPaTHYIO CBSI3b M HMPOBOAUTH CUCTEMATHYECKUH aHAIU3 Jesi-
TEJBHOCTH IO peanu3auuu crparerud. Ham orBetmim Gosnee cra MeHexkepoB. X oTBeThI mpenocTaBuiu
KOJIMUECTBEHHBIC JOKA3aTEIbCTBA SIBJICHUM, KOTOPbIE Mbl HAOMIOAAIN B OTIACIbHBIX KOMITAHUSX U BKJIIO-
yanu B CCII kak cucreMy cTpaTern4eckoro MeHeKMEeHTa.

BAPbLEP 1: BAAEHUE U CTPATEI A HEBbINMOJIHUMbI

[TepBoe npensTCTBUE B peanu3aluy CTPAaTEruyu BO3HUKACT, KOT/Ia OPTaHU3alNs HE MOXKET MepeBec-
TH CBOIO KOHIIEHITUIO U CTPATETHIO B INIOCKOCTH MMOHATHBIX W BBITIOJHUMBIX 331a4. CIeACTBUSIMH TaKOH
CUTYyalli HEW30E€KHO CTAHOBSATCS PA3pPO3HEHHOCTHh W HEIMOJHAS ONTUMU3aIus ycuimi. ['eHepaibHOMY
JHUPEKTOPY U PYKOBOAUTENSAM HOJAPA3ACICHUN HE YAAETCS NPUUTU K €AMHOMY MHEHHIO O TOM, YTO Ha ca-
MOM JIeTie 0O3Ha4YaeT 00IIast KOHIENIUS U cTparerus Komnanuu. CienoBaTeNbHO, KaKIbI U3 HUX CTPOUT
TJIAHBI TIO PEATM3aIliN 3TOU CTPATErH B COOTBETCTBHH C COOCTBEHHBIM ITOHMMAaHHUEM, [TOATOMY UX YCH-
JIUST OKA3bIBAIOTCS HECOTIACOBAaHHBIMH. M3 0O0IIero 4vuciia OMPOINEHHBIX HamHu Toibko 59% Torm-
MEHEKEePOB, 7% MEHEHKEPOB CPEIHETO 3BCHA U CITY)KAlIWX, HEMOCPEICTBEHHO PabOTAIOIINX C KIIUEH-
TaM¥, CYMTAIOT, YTO MOHUMAIOT, KaK JIEWCTBOBaTh. DTHU JAaHHBIC MOATBEpXKIal0T HaOmoaeHus [lurepa
Cenre o TOM, 9TO 3a4acTyl0 PYKOBOJWTENh, UMES YETKOE MPEICTABICHHE O CTPATETHH KOMITaHWH, HE
BJIQJICET MEXaHU3MaMH MEPEBOIa €€ Ha SA3BIK IOHATHBIX U BBITIOJHUMEBIX 3a/1a4 JJII CBOUX COTPYTHUKOB.
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B mponecce coznanust CCII (cM. raBel 3—38) uetko GpopMyIUpyrOTCsl CTPATErH4ecKHe Hed U Oll-
penensroTcs OCHOBHBIE (DAKTOPHI JTOCTHIKEHHUS YCIIeXa, BO3HHUKAET COTIIACHE MEXIY TOI-MEHEIKEpaMu
HE3aBUCHMO OT WX MPEKHETO OMBITA MM MPOPeCcCHOHANBHBIX 00s13aHHOCTEl. CucTemMa TpaHchopMupyer
KOHIICTIIINIO KOMITAaHUM B OCHOBHBIC CTPATETHUECKHE HANPABICHUS PAa3BUTHSA, KOTOPBIC IOBOISATCS IO
CBEIIEHHSI BCEX COTPYIHUKOB.

BAPbLEP 2: CTPATEIMA HE CBA3AHA C UHOMBUAYAIIbHBIMU LIE-
namMmm m UENAMUM NoAPA3AENEHNA

Co BrOpbIM 0apbepOM KOMITAHUHM CTAJIKUBAIOTCS, KOTJA OTCYTCTBYET B3aUMOCBSI3b MEXY OOLIUMHU
CTPAaTErMYeCKUMH LEIAMH U LEIAMH MOAPA3ACICHUH, a TAKXKe 3aadaMu KaKA0TO OTIAECIBHOTO COTPYI-
HUKa. BMecTo 3TOro nesTenbHOCTh OM3HEC-eNMHHI] (OKYCHPYETCs, B COOTBETCTBHH C TPaTUIIMOHHOM
CHCTEMOI MEHEPKMEHTa, Ha BBINIOJHEHNN (HUHAHCOBOTO Oroykera. Llenn moapasnenennii M ux COTpy-
HUKOB CBSI3aHBI C PELICHHEM KPAaTKOCPOYHBIX TAKTHYECKHX 3a/1a4, IPU 3TOM IOJHOCTHIO MCKIIIOYACTCS
(opMupoBaHHE BO3MOXKHOCTEH, HAIPABICHHBIX HA JOCTH)KEHUE JOJITOBPEMEHHBIX CTPATETHMYECKUX IIe-
neil. Bo3amMoxHO, 3T0T 6appep — pe3ylbTaT HECIOCOOHOCTH OTHAEJIOB JIIOJCKUX PECYpPCOB CBOEBPEMEHHO
MPUBECTH B COOTBETCTBUE MHANBUIYaJIbHbIC LN U LIETH MOAPA3AEICHUN CO CTpaTerneld KOMIaHuM.

Ham onpoc BeisiBuI, 9TO 74% TON-MEHEIKEPOB CYUTAIOT, YTO OTUIATA UX TPYNa 3aBUCUT TOJIBKO OT
pELICHUSI TOIOBBIX, TO €CTh KPATKOCPOUHBIX, 33a4, U JIMIIb MEHEEe OJHOW TPETH PECIIOHCHTOB 3asBHUIIH,
YTO MX 3apIuiaTa HapsSMYIO CBS3aHa C pealu3alueil JoJroBpeMeHHbIX 1enei komnanuu. Ha 6omnee Hu3-
KOM OpTraHH3allMOHHOM YPOBHE pa3pbiB OKazajcs eme Oosee 3HaunTensHbIM. Menee 10% MeHemkepoB
CPEIIHEro 3BEHa U COTPYIHUKOB, pa0OTaIOMMX HEIOCPEACTBEHHO C KIMEHTAaMH, COOTHOCSIT CBOIO 3apIlia-
Ty ¢ peanu3anueil ctparernd komnanuu. CienoBaTenbHO, HET HUUEro YAUBUTEIBHOTO B TOM, YTO IMPE-
MOPUATHAM OBIBa€T JOCTATOYHO CIOXKHO HAleTUTh PAaOOTHUKA Ha BHINOJHEHHE JOJTOCPOYHBIX 3a7ad He-
3aBUCUMO OT TOTO, HACKOJIBKO XOpOIIo chopMyIMpoBaHa U MOHsATa cTparerus. CucreMa moompeHus, 3a-
BUCSIIIIETO OT KPAaTKOCPOUYHBIX (PMHAHCOBBIX MOKa3aTesei, CBUIETEIBCTBYET 00 ycTapeBIIeM IMOAXOAE K
BEJICHHIO JEIL.

B rmaBe 9 mpl pacckakem, kak CCII momoraeT nmpaBUiIbHO U AOCTYITHO ISt BCEX M3JI0KUTH CTpare-
TUI0 KOMIIAHUH, a 3aT€M MPUBECTH JIMYHbIE LENU U eI KaKAO0TO MOApPa3/IeieHUs B COOTBETCTBUE C HEH.
Hecmotps Ha TO 4TO MHOTHE PYKOBOAUTENN HE BUIST BBITOJl HETIOCPEACTBEHHOM CBSI3M OIUIATHI TPYAaA C
nokazarermsiMu CCII, oHM TeM He MeHee MPU3HAIOT, 9YTO HHPOPMAIIHS O CTPATETHH H OTIPEeeIeHUe meen
B 3HAYUTEJIPHON Mepe CIOCOOCTBYIOT Jy4llIeMY MOHUMAaHUIO U OJOOPEHHIO COTPYIHUKAMHU OOLIeH KOH-
LENUUU U CTPaTeruy KOMIIaHUH.

BAPbLEP 3: CTPATErnd HE CBA3AHA C PACNPEOENEHUEM PECYP-
coB

Tpetuii 6apbep — OTCYTCTBHE B3aMMOCBSI3M MEXKAY IJIAHAMH W Pa3MEIIEHUEM PECYPCOB, C OJHOU
CTOPOHBI, U JOJTOCPOYHBIMU CTPATETUUECKUMHU NpUOpUTEeTaMu — ¢ Apyroi. CerogHs 1y MHOTUX KOM-
MaHUuM NEePCIEKTUBHOE CTPATETHUECKOE TUIAHMPOBAHNE M COCTaBJICHUE TOAOBOr0 OI0OKeTa MpeCTaBIs-
10T coOOM J1Ba COBEPIICHHO HE3aBUCUMBIX Ipouecca. Kak cienctsue — pacnpezneneHue pecypcoB 3adac-
TYI0 HUKaKOTO0 OTHOLICHHS K CTPATETMYECKUM MpHOopUTeTaM He umeeT. OCHOBHbIE MHUIIMATHUBBI, HAIIPU-
Mep PEHMH)XMHHUPUHT, BBIABUTAIOTCS 0€3 ydeTa NPUOPUTETOB HJIM CTPATETMYECKOro BIMSHHS, a €xKe-
MECSYHBIA U €KEKBAPTAJIbHBIA aHAIN3 JEATEIbHOCTH NPEAIPUITHS CBOOUTCS K OOBSICHEHUIO OTKIOHE-
HUAN MEXIY TEKYIIUMHU U OIOJKETHBIMH TOKa3aTEIAMH XO3SHCTBEHHON EATENbHOCTH, @ HE K 00CyXe-
HUIO IPOMEKYTOUYHBIX PE3YJIbTATOB TOCTHXKEHUS CTPAaTernueckux 1eneil. OTBeTCTBEHHOCTD 3a 3TO HECYT
BUIIE-TIPE3UICHTHI TI0 CTPATErHYECKOMY TUTAHUPOBAHHIO M (PHHAHCAM, KOTOPBIE HE BUASAT ITyTe 00BeIu-
HEHUS CBOMX YCHJIMHU I pean3aluy O0IIMX LeJeil KOMITaHUH.

B rmaBe 10 MpI onmmieM HampaBiIeHHBI HAa MHTETPUPOBAHME IUIAHUPOBAHUS, PACTIPEICICHUS pe-
CYpPCOB M COCTaBJICHUs OIO/KeTa KOMIUJIEKCHBIN mpoiiece, ocHoBoi koToporo siBiusercs CCII. B gactHo-
CTH, MBI MIPEICTaBUM Ba)KHEHIIME 3JIEMEHThI IPOrPaMMBbI IIEPEBOJIa CTPATETHH B IJIOCKOCTh KOHKPETHBIX
MEPOTIPHUATHH, HAlleICHHBIX HA €€ Peaan3aluio.

OmnpeneneHue HOJATOCPOUYHBIX, MOAMAIOMIMXCS KOJIMYECTBEHHON OLEHKE Iieneil amsi cOanaH-
CHUPOBaHHOM CHCTEMBI IIOKa3aTelei, KOTOpbIe, 0 MHEHUIO MEHEIKEPOB 1 paOOTHUKOB, MO-
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T'yT OBITh JIOCTUTHYTHI.
BbiiBrkeHne MHUIUATHB (MHBECTHIIMK U TUIAHBI MEPOTIPHSTHI) U OMpPEICIICHUE PECYPCOB
ISl peanu3aluy STUX WHHUINATHB, KOTOPHIE TTOMOTYT JAOCTHYb JOJITOCPOYHBIX IENe, 3a-
¢ukcupoBannsix B CCII.
KoopauHariys iiaHoB ¥ MHUIIMATHB BCEX COOTBETCTBYIONUX OPTaHU3AIUOHHBIX CIMHHII.
YcranoBneHUE KPaTKOCPOYHBIX BEX, KOTOPHIE CBsDKYT monroBpeMenHbie memu CCII ¢ te-
KYIIAMY OFOJ[PKETHBIMH MTOKA3aTEIISIMH.

BAPbBEP 4: OBPATHAA CBA3b: TAKTUYECKAA, AHE CTPATEITNYE-
CKAA

[Tocnennuit Gapbep Ha MyTH peaAM3alUM CTPATErHU — OTCYTCTBHE OOpPaTHOM CBA3H IO MOBOIY
MPETBOPEHUS CTPATETHH B KU3HB U €€ «paboToCTIOCOOHOCTH». BOJIBIIIMHCTBO COBPEMEHHBIX CUCTEM Me-
HEDKMEHTa HCIIONIB3YIOT WH(POPMAIIHIO, TIOTYdeHHYIO 10 00paTHOM CBS3H, O KPATKOCPOUHBIX OTIEpaIu-
OHHBIX pe3yJbTaTax, CpaBHUBASA, KaK MPaBUIIO, pealbHble (PUHAHCOBBIC MTOKA3aTEIH C MECSIHBIM U KBap-
TaJIbHBIM OIO/KETaMU. AHAM3y WHAWKATOPOB PEATHM3AINU CTPATEIHU M (aKTOPOB YCIIeXa yIENSIeTCS
OYeHb MaJI0 BHUMaHUs, eci BooOIme yaemsiercsa. Ham ompoc mokasan, uto 45% kommaHuii BoBce HE
MPOBOJAT COBEIIAHUWN MO MOJBEACHHUIO MPOMEKYTOUYHBIX UTOTOB peaym3auuu crpareruu. OTBETCTBEH-
HOCTb 32 3TO HECYT BUIIS-TIPE3UICHTHI 110 HH()OPMALIMOHHBIM TEXHOJIOTHIM (HealeKBaTHas HH(GOPMAIIHs)
u (unancam (TUIoXas OpraHM3allysi COBELIaHWil). B pe3ynprare KOMmaHus He MMeEET HHKaKoW HHQOP-
Mal{U [0 3TOMY [IOBOZY.

B cootBercrBun ¢ CCII pykoBoaMTENN NPEANPUSITHS, IEHCTBYIOLIETO B paMKax CTPATEIHYECKOTO
MEHEI)KMEHTa, JOJDKHBI MPOBOAUTH CTPATETHUECKWE, a HE TAKTUYECKUE OIEpalMOHHBIC COBEILAHUSI.
Crparernueckast oOpaTHasi CBsI3b M Ipolecc uccienoBanus, ocHoBanHele Ha CCII, xapakrepusyrorcs
TpeMsi KIII0UEBBIMU KOMIIOHEHTaMH.

1. OOmas cTparernueckas KOHIIETIIUS, KOTOpPasi U3BECTHA BCEM COTPYIHHMKAM KOMIa-
HUU ¥ MO3BOJIIET KAXKAOMY U3 HUX OLIEHUTH CBOM BKJIaJl B PEATU3aLUIO CTPATEIUH.

2. [Mpomiecc oOpaTHOW CBS3W, HANMpaBICHHBIM Ha cOOp WH(OpMAIMH O peamu3aluu
CTpaTErvy U MPOBEPKY TMIIOTE3bI B3aUMOCBA3H CTPATETUUECKUX LIeJIel M MHULIUATHUB.

3. [Mpouecc pemeHus npodiaeM B KoMaHe (KOJUIEKTUBE) Ha OCHOBE aHAIM3a MOTY4CH-
HBIX JaHHBIX, KOTOPBIM MO3BOJIAET aJalTHPOBATh CTPATEIHIO K BHOBb BOZHHKAIOIIUM
00CTOATENBCTBAM.

I'maBa 11 nokassiBaeT, kKak MOHO ucnosb3oBaTh CCII ans pa3BuTHsA Takod cCTparernyeckoi oo-
paTHOI CBSI3M M Ipolecca morydeHus: nHpopmanuu. M3 Bcex yeTpipex KOMIIOHEHTOB MPOIIecca yIpaBiie-
HUA, O KOTOPBIX MBI OyeM TOBOPHUTH BO BTOPOW 4YacCTH, AAHHBIM SIBISIETCA HauMeHee pa3paboTaHHBIM.
Hackoibpko HaM MU3BECTHO, BCEIO HECKOJBKO KOMITAHUHN MPEYCIENN B 3TOM BOIPOCE, 0CO3HAB, KaK BaXKHO
MMETh aJIeKBaTHYIO MHPOPMAIIMIO O XOE PeaTn3alii CTPATEIuu.

CO30AHUE UHTETPUPOBAHHOWU CUCTEMbI MEHE)KMEHTA

[Tocnennsist ryiaBa KHUTH ONMCHIBACT 3BOJIIOIMOHHBIN MPOLIECC Pa3BUTHSA ABYX Kommanuid — Na-
tiona Insurance u Kenyon Stores, kotopbiM ynanoch 3a 24 mecsiiia co3/1aTh HOBYIO CUCTEMY CTpaTernyie-
ckoro MeHe/pkMenTa (cM. puc. I1.2). MbI pacckaxkeM O TeX CIOKHOCTSX, C KOTOPBIMU MPHIILIOCH CTOJIK-
HYTbca KomnanusMm npu paszpadorke CCII u BHeapeHHH ee Kak LEHTPaJIbHOIO 3JIEMEHTa HOBOM CHCTEMBI
MEHEDKMEHTa. B 3aBepiieHre KHUTH MBI TaiM PEKOMEHIAIMH 10 pa3padoTKe W pealn3alui pas3ind-
HbIX sTanoB npoekra CCII.
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MABA 9. CTPATET'M4YECKOE COOTBETCTBUE: CBEPXY OOHU3Y

Peanuzanus crparernun HaunHAeTCsl ¢ mpolecca obydeHus moaeil. HekoTopeie opranuzanuu aep-
JKaT ee B TallHe OT BCEX, KPOME ONPEAEIICHHON IPyIIBI TON-MEHEKEPOB. MIMEHHO 3Ta rpymnma BOIuIoma-
€T CTPaTerulio B KHU3Hb, OCYIIECTBIISIS LIEHTPAIN30BAHHOE PYKOBOACTBO M KOHTPOJIb. [10100HBINH OaX0A
OB pactipocTpaneH B XX CTOJIETHH, OJTHAKO CETOJIHSA B KOMIIAHUSAX, OPUEHTUPOBAHHBIX HAa KJIMEHTA U
HOBBIE TEXHOJIOTHH, IOHSIJIH, YTO HEBO3MOXHO OLIEHHBATH, MHPOPMHPOBATH M KOHTPOJMPOBATH BCE JACH-
CTBHSI, HaIllpaBJICHHbIC HA PEAIM3alMIO NEPCIEKTUBHBIX IIaHOB Kopropauuu. Kommnanus, kotopas crpe-
MHTCSL K TOMY, YTOOBI B OCYIIECTBICHIH CTPATErNU IPUHUMAII Y9acTHE BCE €€ COTPYIHUKH, HEPEMEH-
HO COOOIIMT UM OOLIYI0 KOHIICTILIHIO ¥ IPOTpaMMy, BBIpa0OTaHHbIE B paMKax cOalaHCUPOBAaHHOM cHCTe-
MBI TIOKa3aTeNeil, ¥ CTaHeT aKTUBHO MOOIIPSATh UX MHUIIMATHUBBI M NPEJIOKCHHS 10 PELICHUIO TOCTaB-
JICHHBIX LeJed u 3a7ad. Bee 3T0 menaer cOTpyIHMKOB KOMIIAHMHM YYAaCTHHKAMH IPOLIECCAa CO3MAHUS U
peanu3anuu CTpaTeru.

B npeanbHOM cuTyany Ka)ablil 4YeJIOBEK B OpraHU3allMd — OT NPECeaTellsl COBETa JTUPEKTOPOB
710 IBOPHHMKA — JIOJDKEH MOHMMATh CTPAaTErnio KOMIIAHUU U CBOE MECTO B «o01ei kaptuae». CoanaHcH-
poBaHHas cucTeMa IoKazaresel mpeBpaaer 3ToT uaean B peanbHocTh. Cocrapnennem CCII 3anumaercs
KOMaH/1a TOTI-MEeHEe/KepoB (CM. mpuiokeHue K kaure). OT TOro, Kak noo0paHa 3ta KOMaHaa U HaCKOJIb-
KO OHa 3(QeKTHBHA, BO MHOTOM 3aBHCHUT, TOJYIUT JIK Kopropanust Beiroasl ot npumenenus CCIL. Ho
9TO TOJIBKO TMEPBBIN mar. J{Jist moiydeHus: HanOoJbIIeH BBITOIBI TPYMIA pa3pabOTIMKOB CUCTEMBI JTOJDK-
Ha MOAENUTHCA CBOUMH MJIESIMHU O CTPATEruu CO BCEl OpraHM3alei U Jaxe ¢ HECKOJbKUMU OCHOBHBIMU
knueHTamu. Takum oOpaszom, ipu nomoru CCII B cpene Bcex cOTPYIHUKOB KOMIIAHUM CO3JAeTCsA aTMO-
cdepa B3aMMOTIOHIMAHUS M CTPEMJICHHE K KOHEUYHBIM IEPCIEKTUBHBIM IeJsIM. TOJIBKO TIOHSB JOJITOBpE-
MEHHBIE LEJIM U CIIOCOOBI UX JOCTH)KECHHUS, YEJIOBEK CMOJKET OLIEHHUTh CBOM BKJIAJ B OM3HEC-TIPOLIECC, a
KOJUICKTHB — HANPaBUTh BCEOOIINE YCHIIMS U HMHUIIMATHUBBI B equHOE pycio (cM. puc. 9.1).

[IpuBenenre MHANBHIYATBHBIX I[ETIEH U 3a/1a4 B COOTBETCTBUE C OOIIEeH KOHIIEMIIMEH U CTpaTernen
KOMITaHUU — TIPOIIECC UM TENILHBIN U CIIOKHBINA. ECTh opranmu3anuu, KOTOpble TPUBIEKAIOT K ATOH pado-
Te 6osiee 5000 cBOUX COTPYIHUKOB. DTO, €CTECTBEHHO, HEBO3MOXKHO OCYIIIECTBUTH B PaMKaxX OJHOU MPo-
rpaMMBbl, U TOTOMY Takue OOJbIINE OPraHU3alHMU HCIOJIb3YIOT HECKOIBKO B3aMMO3aBHUCHMBIX MEXaHM3-
MOB U1 iepeBoaa KopropatuBHoi nporpamMmbl U CCII B menu u mokazaTtesu 17l OTAENbHBIX oApa3e-
JICHUH U COTPYAHUKOB. Kak mpaBuiio, TaKHX MEXaHU3MOB TPH.

1. MudopmanmonHsie 1 00pa3oBaTenbHbIe TpoTrpaMmbl. [Ipearnocsuikoit peam3anun 1o00ro
MEPCHEKTUBHOTO IJIaHAa SIBJIAETCS IOHUMaHUE CTPATETUH U KOHKPETHBIX ITyTEeH €€ OCYLIECT-
BJICHUS] BCEMU COTPYIHHUKAMHM, PYKOBOJUTEIISIMU U YJICHAMH COBETa aupekTopos. [locieno-
BaTelbHAsE M TMOCTOSIHHO JCUCTBYIOIIAas OOpa3oBaTeibHAas Mporpamma, MH(POpMaIMOHHAS
MOAIEPKKa, 0OpaTHas CBsI3b MO0 MOBOAY BBIMIOJHEHUS MPOTPaMMBbl SBJSIOTCS OCHOBOW MpO-
[ecca OpTaHNU3aIlMOHHOTO COOTBETCTBHUS.

2. ITlporpammbl nocTaHoOBKH 1ieneil. [Ipu ycnoBuu, 4To Bce COTPYIHUKH OPTaHU3aldU 0CO3HA-
JIU CTPATEruio, MOKHO TEPEBECTH OOIIME MEPCIEKTUBHBIC LEIN KOMIIAHUH B KOHKPETHBIE
3a/a4 NOJpa3AeICHU U JIMYHbIC eI paOOTHUKOB. TpaaulMOHHBIE MPOrpaMMBbl yIpaB-
JICHHs Yepe3 MoCTaHoBKY 1eneit (Management-by-objectives, MBO), kotopsie ncnob3yior-
cs1 OOJIBIIMHCTBOM KOMIIAQHHH, JTOJDKHBI OBITH CBSI3aHBI C IENISIMU U TIOKa3aTensiMu, chopmy-
nmupoBanHbiMu B CCII.

3. BzauMocCBs3b CHCTEMBI BO3HArpaXKaeHus co cTparerueil kommnanuu. COOTBETCTBHE ITOCTaB-
JICHHBIX 337a4 CTPaTeruy B KOHEUHOM HTOT€ IOJDKHO CTUMYIMPOBATHCS CUCTEMOM MOOLIpe-
HUI U BO3HArpaxxJacHuil. BeeeHne 310l cCUCTEMBI B ACHCTBUE CAEAYET HAYMHAThH MOCIIE 3a-
mycka 00pa3oBaTeNbHBIX W WH(POPMAIMOHHBIX MporpaMMm. Hamo OTMETHTH, YTO MHOTHE
KOMIIaHWH, YBSI3aB CUCTEMY BO3HarpaxIcHHs u CC11, yKe 0Ty
YaloT BBITOLY.
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B 370l raBe MbI W3y4UM OTBIT HECKOJBKMX OPraHHM3aluii, MPUMEHUBIINX TPU MEPEUUCICHHBIX
MeXaHu3Ma. YCTaHOBJIEHHE CTPATETHYECKOTO COOTBETCTBHS JOJDKHO OCYIIECTBJIATHCS MO MHOTHM Ha-
npaBieHusM. HacyiHoi HEOOXOIUMOCTBIO SIBIIIETCS €r0 JIOCTH)KEHHE B HAIPABICHUH CBEPXY BHH3 —
JI0 CaMOT0 HI)KHETO0 OPTaHMU3AalMOHHOTO YPOBHS. DTOT MPOIIECC, HA3BIBAEMBIH «KAaCKaIOM>», SIBISICTCS
HauboJIee TPYIOEMKHM H3-3a OOJIBIIOTO YKMC/Ia YIaCTBYIONIUX B HEM JIFOJICH M JIOTHCTHYECKUX MPOOIIeM,
TOT/[a KaK YCTAHOBJICHHE CTPATETHYECKOTO COOTBETCTBHUS B HAINIPABJICHUH BBEPX — K 4YjIeHAM COBETa JH-
PEKTOPOB U aKIMOHEPaM — HEPEKO UTHOPUPYETCS WM HE0OIIeHUBaeTCs. U TO, M Ipyroe Mbl paccMOT-
puM Janee.

MHPOPMALIMOHHbLIE U OBPA3SOBATEDBIJIHbIE MPOIrPAMMbBI

WNudopmupoBanne pabOTHUKOB O KOHLENIIMYA OPTaHU3AIMK M €€ CTPATEerHy PacCMaTpPUBACTCS KaK
BHYTPEHHSsI MapKeTHUHroBas kamnanus. Ee nemu aHamormyHbl HEsIM TPaIWLIUOHHBIX MapKETHHTOBBIX
KaMIIaHUH: «IOCTy9aThCSI» 10 CO3HAHMS U MOBIUATH Ha moseneHune. Mudopmarmmsa o CCII momwkna crmo-
coOcTBOBaTh OoJee rTy0OKOMY HOHUMAHHUIO COTPYIHUKAMH KOPTIOPATHBHOM CTPATETUH U YCHIICHUIO MX
MOTHBALlMM Ha JOCTW)KEHHE CTpaTermueckux neneil. Ilo cmoBaM pykoBOIUTENSI OTHOM M3 OpTraHU3ALNM,
ee oOpas3oBaresipHas MPOrpaMMa — 3TO «KaMIIaHUS 1O 3aBOEBAHUIO CEpJIELl U YMOB COTPYIHUKOBY, YC-
mex KOTOpOH — OCHOBHOE ycioBHE 3((EKTUBHOW peanm3anuu crparerud. EQMHCTBO AeicTBuil Beex
MoApa3eNeHnii KOMIIAHUM 110 JOCTH)KEHUIO €€ CTPATerMYecKuX LeJiel W 3aJay HEBO3MOYKHO, €CJIH HET
MMOHUMAaHHUS 001LeH MporpamMMmsl.

busnec-enunnia, saeapsronias CCII, moxer cocrosts n3 10 000— 15 000 corpynnukoB. Peann-
3anust THPOPMALMOHHON MPOTPaMMBI JIJIsl TAKOTO KOJIMYECTBA JII0ACH TpeOyeT COCTaBICHUS pa3BEePHYTO-
ro TMocieAoBaTenbHOro Mmiuana. HekoTopeie opranmsanuu, oaHako, uHTepnperupyoT CCII kak emu-
HOBpeMeHHOE coObITHe. Tom-MeHeIKephl, 3aTpaTuB HECKOJIBKO MecsieB Ha mpouecc coctaieHuss CCII
U BbIpaOOTKY €JMHOTO MHEHHS, HEMEAJIICHHO HAYMHAIOT OMOBELIAaTh 00 3TOM OCTAJIbHBIX COTPYAHUKOB,
3a0bIBasi 0 HEOOXOIUMOCTH TPOCIEIAUTH 3a TOCIEACTBUSMHU TaKOro HH(OPMAIMOHHOTO BHIIIJIECKa. B
UTOTEe MepCcoHan paccMaTtpuBaeT oobsBiaerne o co3nannu CCII u HOBO cTpareruu Kak OgHy U3 ouepen-
HBIX ©KEMECSYHBIX MPOrpaMM, KOTOPbIE MOKHO OJIATOTIOTYYHO MOJIOXHUTh Ha TOJIKY U 3a0bITh.

WNudopmannonnsie 1 00pa3oBaTeIbHBIE TPOTPAMMBI JOJDKHBI OBITH HE TOJIBKO BCEOObEMITIOLIIMH,
HO W TEPUOJUYHBIMH. sl peanu3anuu 3THUX MPOrpaMM MOTYT OBITh HCIIOJNBb30BaHbI Pa3zHOOOpa3HbIE
KOMMYHUKAIIHOHHBIE CPEACTBA. OOBSABICHUS OT MMEHU PYKOBOJCTBA, BHICO(DHIBMBI, OpOIIIOpHI, WH-
(opManroHHbIe THCEMa. 32 YTUMH MEPBOHAYATBHBIME [IaraMy HEU30EKHO CIENYIOT TOCTOSIHHBIE OTYe-
Thl O TIOKa3aTeNsiX W Pe3yibTarax, KOTOpblEe MOMEIIAIOTCS Ha CIEUUAJbHBIX CTEHAAX, MYOJHKYIOTCS B
OIOJIETEHSIX U DJIEKTPOHHBIX CETSX.

Heckonpko KOMMaHui NOATOTOBHIIM AJISi CBOMX COTPYAHHMKOB CIIELHaIbHBIC OpOIIIOPHI, COAepKa-
e napopMaruio o ctpareruu. Hanpumep, Ha pucynke 9.2 MOKHO BHIETHh TaKyl OpOIIIOPY OTHOU H3
KpYIHEUIIUX €BPOINECUCKUX aBUAKOMIIaHWI. B Hell paccka3piBaeTcs O CEMH OCHOBHBIX HANPAaBICHUSAX
JeSTeTbHOCTH KOPIIOpAINH, pe3yabTraTax, KOTOpble OHa HaMepeHa OCTUYb, U (pakTopax WX JOCTHKEHUS.
Bmecto 0o0mmx pacruiblBUaThIX JeKJIapaluii 3[eCh OMHCAHbl KOHKPETHBIE IMOKAa3aTeNH, MpUMEHsEMbIe
KOMITaHMEH AJ1s1 KOHTPOJIS 33 IPOLIECCOM pear3aluu crpaTerui. bpoitopa nepuoanuecku 0OHOBIsIETCS,
U B HEW MyOJMKYIOTCS MHHUIIMATHBBI, KOTOPbIE MCHOJB3YIOTCS IJIsl AOCTHXKEHUS MOCTaBJICHHBIX L.
Mpb1 pekoMeH1yeM BCeM OpPTaHU3alUsAM U3JlaHue U PACIPOCTPaHEHUE TAKUX OPOILIOp, B KOTOPBIX paccKa-
3BIBACTCS O LIEJIX, NOKA3aTeNsIX M 3a/1adax, cOPMYIMPOBAaHHBIX B KOPIIOPATUBHOW COAIaHCHUPOBAHHOM
CHUCTEME MTOKa3aTelei.

MHoTHe OpraHu3alny UCIONb3YIOT MUCbMa, YTOOBI BKJIIOUNTH COANaHCHPOBAHHYIO CUCTEMY TMOKa-
3atenell B MHPOPMAIMOHHBIC TIPOTpaMMBbI Uit cOTpyaHuKoB. Tak, Pioneer Petroleum nocesimaer CCIT
HEeNBIA pa3fel B CBOMX €KEMECSYHBIX MHPOPMALMOHHBIX MHCbMaX. B Hadase peanm3amuy MmMporpamMMbl
3TOT pa3zes UCIOJIb30BaJICs Al 00ydeHus epcoHala. 3aTeM Kbl BBIITYCK paccKa3biBasl 00 0JHOM U3
cocrapsiroiux CCII, oOBsICHSISI ee BaXXHOCTh, ONMCHIBASI LEIH U MOKA3aTeNn, KOTOPhIE OyAyT CIYXHUTb
OCHOBaHMEM [IJIsI MOTHMBALlMU U OLIEHKH AESITEIbHOCTU mepcoHana. [locnenyronme BbIMTYyCKH OBLIM I1O-
CBSILIEHBI 0OpaTHOW CBSA3W. B HHUX coaepikanach MOAKpPEIUICHHAS MpUMepaMu MH(pOpMAIusa 0 ToKa3aTe-
JISIX Pe3yNbTaTOB, JOCTUTHYTHIX Ojarojaps IOEsITEIbHOCTH KOHKPETHBIX COTPYIHHUKOB M OTHENOB. ODTH
MPUMEPHI CIYKIWIN 00pa3LOM MOBEACHUS Ui APYTUX PaOOTHUKOB.

PyKkoBOACTBO HEKOTOPBIX KOMIAHMK HamMepeHHO He mHpopmupyer cBoux ciayxkanmx o CCII kak
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TaKOBOM, MOCKOJIbKY CUHTAET, 4TO 3a mocnenune 5— 10 et moei 3achlnaiy rpajoM pa3IiaHoro poJja
MpOrpaMM U CTPATETHYECKUX IUIaHOB. Bce yke MPUBBIKIM € OJIEH CKENTHIHM3Ma OTHOCUTBCA K TpH-
qygaM CBOMX 0OCCOB, BBICOKOTIAPHO JEKIAPUPYIOLIMX CKOPOE KapAUHAIBHOE M3MEHEHHUE KOMIIAHWHU H
Hen30exHbIH MpopbIB. s TOro yToOBl NPEOAONIETh TAKOE HEBOJIBHOE CONPOTUBIICHHE, OBLIO MPUHATO
pelIeHrne MCTOob30BaTh WH(GOPMAIIMOHHBIE MUChbMA ISl PACIPOCTPAHEHHS CBEICHUIN O HAIPaBICHUIX
JeSITeTbHOCTH M CTPAaTerniIecKuX 1esix, 3akperieHHpx B CCII, He Ha3pIBas MX HOBOM KOPIIOPATHBHOM
WHUIMATUBOW. HBIMH cloBamMH, pedb UAET O (POKYCHPOBAaHHHU JESTEIFHOCTH KOMITAHMH Ha WHTEpecax
MOTPeOUTENS, OTIPEIEIICHUH LIEIeBbIX CETMEHTOB PBIHKA, a TaKXkKe 00 UMHJIKE, Ka4eCTBE, CPOKaX, TOBapax
W ycllyrax, KOTOpble KOMITaHUSI HaMepeHa MPEeAOCTaBIATh CBOMM KIIOUEBBIM KIMEHTaM. SIpIBIKM THUTA
«roTpeOuTENbHAs HEHHOCTh MPENJIOKEHHsI TS LEJIeBbIX MOTpeOuTenei» oTcyTcTBy0T. Onpeaenus Ta-
KM 00pa3oM 3a7a4yu KIMEHTCKOM COCTaBILIOLIEH, MporpaMma cOO0IIaeT O HE0OXOAUMOCTH COBEpPILEH-
CTBOBAHMSI BHYTPEHHUX OM3HEC-TIPOLIECCOB C 1IEJIbI0 PELICHMs] TaKUX 33/1a4, KaK yA0BJIECTBOPEHHUE 3alpo-
COB KJIMEHTA, COXPAaHEHHE U PACIIMPEHUE KIUEHTCKOM 0a3bl.

Koraa bl cnipocuiu pykoBoauteseit Metro Bank, uzsectHO M MX COTpYyIHUKAM, OOCITyXHUBaro-
mmM O6ankomatsl, 0 CCII, TO BBISICHWIM, YTO OHHU IMOKAa HAYETO HE CIBIIAIM O HeH, HO 3HAIOT O HOBOM
cTpaTernu OaHKa, OPHEHTUPOBAHHON Ha KIIMEHTAa, H COOTBETCTBEHHO O CBOMX HOBBIX 3a/1a4aX.

DneKkTpoHHBIE MH(POPMALMOHHBIE porpamMMBbl, HanpuMmep Lotus Notes, mpenocraBisatoT AOMOTHA-
TeJbHBIE BO3MOKHOCTH I TOMYJIsIpU3aliy cOalaHCUPOBAaHHOM CUCTEMBI NIOKa3zaTeneil. B Oynymem Bcro
WH(POPMALIMIO TIO0 3TOMY ITOBOJY MOKHO OyIET MOJYIHTh U3 CIEIUATBHBIX IEKTPOHHBIX OIOJUICTEHEH.
Tekct OymeT MOIKpEIUICH BUACOKIMIIAMH O KIMEHTaX, BHYTPEHHUX OM3Hec-Tporeccax u paboTHHUKAX
KOMIIaHWH, a Pa3bsSCHEHHS TOI-MEHEIKEpaMU KOHKPETHBIX CTPATETHYECKUX IeIeld KOMITAaHUH MO>KHO
OyneT ycupIlIaTh B ayAHO3aMUCH. TeKyIHue pe3yabTaThl U TCHICHINN IESITEIBHOCTH M0 KaXXIOMY IOKa-
3arento CCII moxHO Oymer exeMecadHO OOHOBIISATH BO BHYTPEHHEW 3JIEKTPOHHOW CHUCTEME KOMIaHUH
(intranet). CrenmanbHbIe CTEH/IBI, MOCBSIICHHBIE KaxaoMy mokazarento CCII, mo3BoJAT BECTH TUCKYC-
CHH MEXIY BCEMH COTPYIHUKAaMU O MPUYMHAX OTCTABAHUS WM, HA000POT, 3PPEKTHBHOTO BHITIOTHEHHS
TOW WM MHOM 3aJIa4H.

Bpourtopsl, nHpOpMaIMOHHBIE THCEMa U ANIEKTPOHHBIE OIOJUICTEHH SBISAIOTCS HHCTPYMEHTAMH HH-
(dopManOHHBIX U 00ydatomux mporpamm. Ho mist Toro 9to0bl OBITh 3 (EKTHBHBIMH, 3TH TMPOTPAMMBI
JOJDKHBI OBITH TECHO B3aMMOCBSI3aHBI CO BCEOOIIMMHE YCIIIMSIMH, HAIPABICHHBIMH Ha JIOCTIKCHHE CTpa-
TErm4ecKOr0 COOTBETCTBHS L€ KOMIAHWH, TOJApa3leiCHN U paOOTHUKOB Ha JIOJTYIO MEPCHEKTHBY.
CocraBieHue Takoil MporpamMMbl JOJDKHO HAYWHATHCS C OTBETA HA HECKOJIBKO OCHOBHBIX BOIIPOCOB.

KakoBsI 11emm nH(pOpMaIMoHHON cTpaTrerun?

KakoBa neneBast aynuropus?

KakoBa ocHOBHas wjes Uil KaXXI0W ayIuTOpUu?

Kakne cpeactsa nHGpOpMaIy HAMTYyIITUM 00pa30M COOTBETCTBYIOT KayKIO0H ayIUTOPHH?
KakoBbI BpeMeHHBIE paMKH JIJI1 KXKI0TO dTara HHOOPMAIMOHHON CTpaTeruu?

KakoBbI HHANKATOPBHI TOCTHKEHUS HH(YOPMAITHOHHBIX TIeIIei ?

Tabmna 9.1 npencrasiser mpuMep MOTHOW HHPOPMALOHHOK porpammbl Kenyon Stores.

JpexkTop KOpHopanuu Mo CBSI3SIM M KOMMYHHKALUSM COBMECTHO C JUPEKTOPOM IO CTpaTeruye-
CKOMY TUTAHMPOBAHHUIO pa3padboTal mporpaMMy, YIOOHYIO I KaKIO0TO COTpyIHUKA KoMmaHuu. [1epBoiit
OTBeYasl 3a caM MH(OPMAIMOHHBIA MPOIECC, B TO BpeMs KaK BTOPOH MPENOCTaBISII COACpIKaHUE TPO-
TpaMMBI JJIsl Pa3THIHBIX TPYII COTPYIHUKOB. 3aTE€M C MMOMOIIBIO €KEKBAPTATBHBIX OMPOCOB PaOOTHUKOB
MIPOBOIMJICS KOHTPOJIB 32 3(h(HeKTHBHOCTHIO HH)OPMAITHOHHOH ITPOTPaMMEI.

BeccniopHo, nH(pOpMAIHS O CTPATETHYECKUX MPHOPUTETAX SIBISETCS MPEANOCHUTKON BBIIOIHEHUS
3aa4 KOMIIAHWHU, OJJHAKO HE CTOUT 3a0BIBaTh M O KOH(UICHIINAIBHOCTH. Kak MBI y)Ke TOBOPHJIHM B TJIaBe
7, XopoIasi CTpaTerusi — 3TO Ta CTpATerus, KOTOpas MOHATHA M KOHKPETHA. OHA JOJDKHA ONPEACIHTH
LENICBOM CErMEHT MOTPEOUTENILCKOTO PHIHKA KaK OOBEKT CBOCH arpecCUBHON (IMHAMUYHOW) ACATEIBHO-
CTH U CTICLUATbHBIE MEXaHU3MBI, KOTOPbIE TIOMOTYT O0OMTH KOHKYPEHTOB M 3aBOEBATH CBOIO JIOJIIO 3TOTO
pbiaKa. Ecnu Bce 3T0 HOHECTH BO BCeX MOAPOOHOCTSIX OO0 THICAY PAOOTHUKOB KOMIIAHWHU, TO CBEICHUS
HEn30€XKHO CTaHyT JOCTOSIHHEM COIEPHUKOB, U1 YEro CYIIECTBYET Macca KaHaJOB — HEJOSUIbHBIC
KOMIIaHUU COTPYIHUKHU, paOOTHHUKH, KOTOPBIX MEPEMaHIIN KOHKYPEHTHI, U Ja)Ke POCTO TOACTYIIaHHAs
Oecema. He 3ps BO BpeMeHa BOCHHBIX JAeHCTBUM ropopuii. «bosTyH — Haxomaka juis mmuoHa». [pexme-
BPEMEHHO PAaCKPBITh CTPATErnio — 3HAYUT JaTh BO3MOKHOCTh KOHKYPEHTAM JIMIITUTH KOMITAHUIO yCcTIexa.
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Hawe npen-
Ha3Ha4eHHe

JOCTHIHYTBIE pe3yNbTaTbl

1994 r.

Y10 o3HagaeT I
HAaIIHX.

AK1mmoHepoB

Kinenros

BayTrpennux npo-
LECCOB

PaboTHHUKOB

KopnopaTuBHble mesn
Be3onacHocTh 1 HA/1€KHOCTH

be3omacuas u HaaCXHass aBHAKOMITaHHA

DuHAHCOBAS CTA0MJILHOCTh

CraOuibHbIC U BHICOKHE (DMHAHCOBBIE PE3YITBTATHI

JIngep rio0ajbHOTO PbIHKA

CoxpaHeHue OCHOBHOM /101 aBHaOW3HECa B MUPE;
aKTHBHOE TPUCYTCTBUE HAa OCHOBHBIX PBIHKAX

Yciayru u neHsl

IIpenocraBneHre yciayr BbICOYAMIIIETO KAYECTBA U
COOTBETCTBYIOIIMX LEH B KaXXIOM IIEJICBOM CEr-
MEHTE PhIHKA

Opl/Iel-[TalIl/Iﬂ Ha KJIMECHTAa

[MpenBocxumeHre MOTPEOHOCTEH KIIMEHTA, OBICT-
past OTBETHAsI PEAKIHS HA €T0 3aIPOCHl U JICSTEIh-
HOCTh KOHKYPEHTOB

¢ exTUBHBII padoToaaTE b

[Momnepsxkanue Takoi paboueit atMochepsl, KOTO-
past IPHUBJIEKACT, YACPKUBAET U CIIOCOOCTBYET pa3-
BUTHIO JIOSUIBHBIX COTPYIHUKOB, CTPEMSAIIUXCA K
yCIeXy KOMIIaHUU

Xopoummuii cocen

3aboTta 06 OKpyKaroIen cpee 1 00IecTre

Pucynok 9.2.
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3agaun

NHUIMATHBBI

HNMuak Haje:XKHO aBHOKOMIIAHNH

Aynut 6e30macHOCTH BO BCEX CIIyK0ax
[locTosiHHOE COBEPILIEHCTBOBAHUE TOCTUTHYTO-
TO YPOBHS 0€30MMaCHOCTH

[TocTostHHOE COBEPUICHCTBOBAHUE pPAOOTHI ¢
MEPCOHAJIOM TI0 BOTIPOCaM 0€e30MacHOCTH

-

I[e]-le)l(ﬂblﬁ MOTOK KaK IMPOUEHT 10X0/a

[MocTosiHHOE COKpAIICHUE U3/ICPIKEK MMOApa3/e-
JICHAM

OntuMu3ai|s CTPYKTYPhl MapIIpyTOB IMOJIe-
TOB, MPOM3BOJAUTEIBHOCTH M JTOXO/IOB TPEThEl
CTOPOHBI (BHEIIHUX MAPTHEPOB)
COBepIICHCTBOBAHUE KCIIOJIb30BAHUS OCHOB-
HBIX CPEJICTB

IIpucyTrcTBHE HA MUPOBOM pPBIHKE

Meponpusarus M0 NPOHUKHOBEHUIO HA PBIHKH
CesepHoit Amepuku n A3znarcko-
THXO0KEaHCKOTO pernoHa

VYkpenneHue no3unnui Ha EBPOIEHCKOM PBIHKE
Pa3paboTka MexaHW3MOB 3aBOEBaHUS JIOSIIBHO-
CTH KJIMEHTAa HAa OCHOBHBIX PBIHKAX

JloCTUTHYTBIE CTAHAAPTHI (HOPMBbI)

Pacmmpenue gesrenbnoctu Kiy6a pykoBoau-
TEJeW C LEJbI0 BBISIBICHUS KIHOYEBBIX KIIMEH-
TOB U MapLIPYTOB UX IOJIETOB
[locTosiHHOE COBEPIICHCTBOBAHME TOYHOCTH
OIIEPAIIMOHHON e TeNbHOCTH

PexoMeHnaanum Apy3bam

[Ipu3nanue cayx00i NPEAOCTABICHUS YCIYT
wieHoB KiryOa pykoBogureneit

MexaHnu3Mbl MOANEPk AHUS WHHOBALTUOHHBIX
UJel mepcoHana u ObICTPON Peakuu Ha 3ampo-
CBI KJIINEHTOB

Y10B/1eTBOPEHHOCTH PA0OTHHKOB

50% mepcoHana y4acTBOBAJIM B NpPOTrpamMMme
«Bpurpeimn g kimenta»  («Winning  for
Customers»)

OueHka TPEHUHIOB U pa3paboTKa IporpaMM 1o
Ka4eCTBY

Pa3zpaboTka METOOB COBEPIIICHCTBOBAHUS JIEsI-
TEJIIFHOCTH M KaPhEPHOTO pOCTa

Mupexc coxpaneHus OKpy:Kaiouieii cpeabl (3Ko-

JIOTHYECKHIl MHIEKC)

OCHOBHBIE 33J]a9 KaK Pe3ylIbTaT BHYTPEHHETO
HKOJIOTUYECKOTO ayauTa

Pacmmpenune amanora ¢ cooOmecTBoM (MecT-
HBIM HaceJICHHEM)

Paciimpenne WHHIMATHB II0 00pa30BaHUIO,
SKOJIOTHH W B3aMMOJEHCTBHIO C MECTHBIM Ha-
ceJleHueM

Bpounopa no crparernu, 6asupyounieiics Ha cOAJTaHCHUPOBAHHOM cHcTeMe MOKa3aTeeil.
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Opraam3aius J0JDKHA OMPEISIUTh B KAXIAOM OTACITHHOM CIydae, HacKOJIbKO HEOOXOIMMO cOo00-
IaTh BCEM COTPYAHUKAM HEKOTOPHIE KOHKPETHBIE MOJOKEHUS CTPATeTHH, U OI[EHUTH BO3MOKHBIC TIOTE-
PY Y BBIUTPHITI B KOHKYPSHTHOM npeumyniectBe. OJUH U3 BbIXOJJ0B— 3TO HHPOPMUPOBATH MEPCOHAT 00
o0Imux mokasatenasx (01 pbIHKA, YIOBJICTBOPECHHOCTh MOTPEOUTENS, COXpPAHEHHE U PACIIUPEHUE KITH-
CHTCKOM 0a3bl) M 00IMX (hakTOpax MOCTHXKEHHs STHX IMOKa3areseil (KauecTBO, CPOKH BBITTOJHEHHUS, M3~
nepxku). MadopMaIuio xe o 1eIeBbIX KJIMEHTaX ¥ KOHKYPEHTaX CIIEAYeT OCTaBUTh KOH(DHICHIIHAIBLHOM.
BmecTo peanbHbIX ITU(GP MOXKHO UCTIOJIB30BATh WHCKCHI.

Ta6auna 9.1. Bceoomasi undopmannonnas nporpamma — Kenyon Stores

Henesas aynuto- CpenctBa undopmanuu (KOMMYHUKAIIAH)
pust
Crpateru- | [TonpoGHele exe- Anamutnaeckue | Ctapt/ Ilokasa- | Bugeo | [Tepuoanuecku 0OHOB-
YECKUHM | MecsauHbIE OTYETHI BCTpEUHN TEJIbHBIE CEMHU- JsieMble OpOILIIOPHI U
JUajor Hapbl uH(popManuoHHbIE
MUCbMa
Kopnoparus \Y% Kaxnpie nonroaa \Y% E>xexBapranbHO
Komanna munepos |Kaxsie \Y% Exxemecsunblie Crapr \Y% ExemecsuHO
Mo pa3ieleHUs NoJroza BCTPEYH, UTOrOBast
— B KOHIIE TOfia
JupexTopsl Kaxnpie \Y Exemecsunble Crapr s qu- |V ExemecsuHO
NoJroza BCTPEUH PEKTOPOB
Marasunsl ITo mepe HeoOxo- |ITo mepe HeoOxoau- |Crapt gt gu- [V Exemecsuno
JIUMOCTHU MOCTH PEKTOPOB; JH-

JIepbl TPyII

MIPOBOJAT IO-

Ka3aTeJIbHbIE

CEeMUHApPhI
Hentps! pacmpe- ITo mepe HeoOxo- |ITo mepe HeoOxoau- |V \Y ExemecsuHO
JIeNIeHust JIUMOCTHU MOCTH
I'pynms! mox- ITo mepe \Y \Y ITo mepe HeoOX0aUMO-
JIEPIKKH HeoOXou- CTH
* HenBmxuMocTs  |MOCTH \Y
* [ImanupoBanue \Y
» KiroueBsle no-
CTaBUIUKH

MHPOPMUPOBAHUE COBETA OUPEKTOPOB U BHELLUHUX AKUMOHE-
POB

Wudopmanus o cOaTaHCHPOBAHHON CHCTEME MOKaszaTelieil KaKk BOIUIONICHWM CTpaTernd Om3Hec-
€IVHULIBI TOBOJUTCA J0 CBEACHUS COTPYIHUKOB BBICIIETO YPOBHS KOpIIOpAallMM M COBETA AUPEKTOPOB.
TpanuLMOHHO CUUTAETCS, YTO OJHA U3 OCHOBHBIX 00s13aHHOCTEH COBETA AUPEKTOPOB 3aKIOYACTCS B TOM,
YTOOBI OCYLIECTBISITh KOHTPOJIb 33 UCIIOJHEHHEM cTpaTerud. Ha mpakTuke, 01HAKO, OHH YAEJSIOT 00JIb-
1e BHUMAHUS aHAIN3y KBapTaIbHBIX (DMHAHCOBBIX PE3yJIbTAaTOB, Y€M IEPCIEKTUBHBIM IiaHaMm. Ectect-
BEHHO, YTO, €CIIM TOI-MEHEIKepbl MHPOPMHUPYIOT BHEIIHUI COBET IMPEKTOPOB TOJBKO O TPOMEKY-
TOYHBIX (PMHAHCOBBIX PE3YNIbTaTax, HX COBEIIAHMU CPOKYCHPOBAHBI HA 00CYKIECHIH KPATKOCPOUHBIX pe-
3yJIBTAaTOB XO35MCTBEHHOM AEATEIFHOCTH, a HE CTPATETNYECKON NEATENbHOCTH KOMIIaHUH.

JIxeit Jlopmi, B 4Mciie MPOYNX ONIOHEHTOB TAKOTO MOJAX0AA, YTBEPIKIAET, YTO COBETHI TUPEKTOPOB
JOJKHBI O0JIbLIIE BHUMAHUS YACISTh KOPIIOPATUBHOM CTPATErnU U PE3yiIbTaTaM €€ pealn3alni.

...Buewnue oupexmopa 00ndxcHbl uMemv 603MONCHOCMb U CB0O0QY KOH-
MpoaUpo8ams O0esimeNbHOCHb MON-MEHEOHCEPOE KOMNAHUU, GIUSIMb HA
U3BMEHEeHUe Cmpamesuy KOMNAHUU 8 MOM Cayyde, eciu pe3yibmamvl ee
peanuzayuyu He OMEeUaom 0HCUOAHUSIM CO8EeMd, U 8 CAMbIX IKCHPEMAlb-
HbIX CHLYUAsiX MEHAMb PYKOBOOCME0 KOMHAHuuU... Ecau cosem oupexmopos
Xoyem NpaguibHO OYEHUBAMb OEAMENbHOCb 2eHEPALIbHO20 OUPEeKmopa u
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aghexmusHocms KOPROpamueHol cmpamezuu, emy Heobxo0uMo 61a0ems
uHgopmayuell He MOAbKO O (DUHAHCOBBIX pe3ylbmamax, Komopwvie s6isi-
OMCs UHOUKAMOPAMU NPOULIOL 0essmelbHOCMU, HO U 00 ycnexax KOMna-
HUU 8 peanusayuu ee cmpamezuu. Imo 03Hauaem HOHUMAHUE BANHCHOCMU
B8HEOPEHUsL HOBBIX MEXHON02UL, PA3BUMUSL HOBbIX MOBAPO8 U YClYe, 3d80e-
BAHUSL HOBbIX PBLIHKO8. DMO O3HAYAem NOHUMAHUE MO20, KaAK MEeHIIOmCs
mpebosanus KIUeHmos u umo npeonpunumaiom rkoukypeumsl. Credosa-
MEIbHO, HYICHA COOMBEMCMEYIowas uHpopmayus, Oaiowas 603MOHC-
HOCMb COCMABUmMb aA0eK8AMHOe NpedcCmasieHue 0 COCMOSHUU O0ell 8 KOM-
nanuu u 8 OnpedeneHHoM cmblcie chopmynuposams ceoii sapuanm CCIT .

COanancupoBaHHas CUCTEMa MOKa3arejaed MOXET W JOJDKHA OBITh TEM MEXaHHU3MOM, C MOMOIIBIO
KOTOPOTO PYKOBOJUTENN KOMIIAHWU JOBOJSAT A0 CBEIECHUSI COBETa AUPEKTOPOB KOPHOPATUBHYIO CTpare-
THIO U CTpPATETuio OU3HEC-MOAPa3AesIiCHUI U KOTOPBIM SBJSIETCS OCHOBOM JJISl OCYILECTBIICHUSI OOpaTHOM
CBSI3H U CO3/IaHMS CUCTEMbI OTYETHOCTH II€PEl COBETOM IUPEKTOPOB.

W nHakonen, Bo3HHKaeT Bompoc o Heobxoaumoctu nHpopmuposats o CCII akumonepos. Kak npa-
BUJIO, MTOJOOHBIE CBEACHUS HEOXOTHO IMPEAOCTABISIOTCS TEM, KTO HE BXOAUT B KPYI JIML, PErIaMEeHTH-
pPYEMBbIil BHYTpEHHUMH IIpaBuiiaMu KomnaHuu. [Ipuyaunsl aToro paznuunsl. Bo-nepBbiX, Tom-MeHemKepbl
CTpaBeUTMBO 03a00YCHBI TEM, UYTO Takas mH(opMmanus O0JbIIe Ha MOJH3y KOHKYPEHTaM, YeM aKIHOHe-
pam. B ocobennoctu ecmu CCII geTko ¢popmMymmpyeT KOPIOPaTUBHYIO CTPATErHio M CTPATEruio On3Hec-
MOJIpa3/ieieH, T0 ee OOHapOoJOBaHHE NACT BO3MOKHOCTH KOHKYPEHTaM YCIEITHO ca0OTHpPOBATH WX
peanuzanuio. Bo-Bropbix, 706poBosbHO packpeiBas coaepskanue CCII, pyKoBOACTBO KOMIIAHUU PUCKYET
B COBPEMEHHOM MHpE CyTSDKHHYECTBA OKa3aThCS BTIHYTHIM B CyIeOHBIC pa30MpaTeNbcTBa 1O TOBOIY
JMOOBIX MENBYAWIINX OTKJIOHEHWHM OT 3alUIAaHMPOBAHHBIX IOKa3aTeliel WM HECBOECBPEMEHHOTO BBbI-
MOJIHEHUS MOCTABJICHHBIX 3a/1a4. TpeThsi IPUYMHA KPOETCS B PAaBHOAYIIMU COOOIIECTBA HHBECTOPOB IO
MOBOJY KakuX Obl TO HH OBLIO TMOKA3aTelNie, CBSI3aHHBIX C JOJTOCPOYHBIMHU LEIIMH (a Ui MHOTHX BCE
TO, YTO UMEET MEPCIEKTUBY O0Jiee OTAANECHHYIO, YeM NMPUOBLIH CIEAYIOLUIEro KBapTania, sBISETCS JOJIr0-
CPOYHBIMHU LIENISIME), KpoMe (pruHaHCOBBIX. [Ipe3uaeHT 0JHO# KOMIIaHUH, KOTOpasi OblIa B YHCIIE IEPBBIX
npuMeHuBIMX Ha npaktuke CCII, Tak ONMCHIBAET ONBIT CBOETO OOMICHUS C (PMHAHCOBBIM aHATTUTUKOM:

A Oenan npezenmayuio epynne aHAIUMUKO8 KPYNHO2O 63AUMHO20 (DOHOA,
Komopwlil coemecmuo ¢ opyeumu gonoamu enaoen 40% nawux axyuii. Ilo-
Ka 5 paccKkasvlean 0 HAUUX QUHAHCOBBIX NIAHAX U NPOSHO3AX HA Ouddcall-
wuill nepuod, OHU JI0BUNU U AHATUSUPOBATU KANHCOOE MOe CIOB0 U HCUBO
peacuposanu Ha ycaviuianHoe. Kax monvko peus 3auuia o nawux npoepam-
MAax no COBEPUIEHCMBOBAHUIO KAYECMBA U CPOKO8 OOCIYHCUBAHUS KIUEH-
mos, 90% npucymemsyrowux noxunynu coopanue, 0Jis mo2o 4moowvl H0360-
HUMb.

Jlo Tex mop moka (UHAHCOBBIE AHATUTHKU OyAyT Oe3pa3luuHBbl K MOKA3aTeNIIM JIOJITOCPOYHOM
CTpAaTEerMH KOMITAHWHU, MBI C MEeCCUMU3MOM cMOoTpuM Ha BimoueHue CCII B WHpOpPMAIIMOHHYIO TPO-
rpaMmy ISl aKITMOHEPOB.

Tem He MeHee MBI TIoJlaraeM, 4TO HAWTydINasi MOJUTHKA (PUHAHCOBOW OTYCTHOCTH — 3TO TPOU3-
BOJTHASI OT BHYTPEHHEH MOTUTUKA OTYECTHOCTH. B HACTOSIINIT MOMEHT OOJIBIITUHCTBO KOMMAaHUH MPOI0JI-
KAIOT IKCIIEPUMEHTHUPOBaTh, mpuMeHsis 1yt 3Toro CCIIL. Kak Tonpko Tom-MeHeaKephl PHUOOPETYT COOT-
BETCTBYIOIIWHA OTBIT ¥ YBEPEHHOCTH B TOM, YTO HanboOJiee ONTUMAIBHBIM CPEICTBOM KOHTPOJIS peann3a-
UM CTpaTeruu W (UHAHCOBOTO MPOTHO3UPOBAHHMS SBISICTCS CHUCTEMa TOKa3aTeliel, HeCOMHEHHO, Haii-
JIETCS CIIOCO0 MPOMH(POPMUPOBATE O HEM HHBECTOPOB, HE PACKPBIBas WH(GOPMAITUIO, TPEACTABISIONYIO
HWHTEpEC JUII KOHKYPEHTOB.

Skandia: kak komnaHuss UHOpMUpPYeT CBOUX aKLUOHEpPOB O cbanaHcupo-
BaHHOW cUCTeMe nokasaTtenen

[IIBeackas crpaxoBas u ¢puHaHCOBas kKoMmanus Skandia geiictByet cneayromum odpasom. OHa u3-
JaeT TPWIOKEHHEe K CBOEMY €XEroJHOMY OTYeTy, HaszbiBaeMoe «busHec-HaBurarop» («Business
Navigator»), B KOTOPOM OIUCHIBACTCS KOPIOPATHBHASI CTPATETHsl, CTPATErHYSCKUE TTOKA3aTEeNH, IPUMe-
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HSIEMBbIE JJIsI KOMMYHUKAIIMW, MOTUBALMH U OLEHKH CTPATETHYECKON ACATEIBHOCTU 3a MPOLIEIIINIA TO/.
B npenucnoBuu kK 1anHOMY npuiioxkenunio 3a 1994 rox «MuTemiekTyanbHbli Kanutan Skandia» ckasaHo:

Kommepueckue npeonpusmus écecoa oyeHu8anucy no QUHAHCOBbIM aAKMU-
8aM U 00BeMaAM NPOOaA C, GLAOECHUI0 HEOBUNCUMOCMbIO UTU OPYSUMU Mame-
PUATBHBIMU AKMUBAMU. DMA MOYKA 3PEHUsL, XapaKmMepHas 01 UHOYCIMpu-
ANILHOLL DNOXU, U Ce200HSL OOMUHUPYEM 8 HAleM 80CNPUAMUY OPAHU3AYUU,
HeCMOmps HA MO YMO PeaibHOCMb HAYALA MEHAMbCA 0eCAmuiemus Ha3ao.
Ce2o0Ha UMeHHO ompacib 0OCAYHCUBAHUSA 0becneuusaem OUHAMUIM pas3-
BUMUA U UHHOBAYUOHHBIN nomeHyua... OOHako 4mo Kacaemcs mamepu-
ANIbHBIX AKMUB08, 30eChb UX He maxk MHozo. Kax onpedenums yeny meopue-
CMay, BbICOKUM CMAHOAPMAM OOCAYHCUBAHUSL UTU VHUKATbHbIM KOMNbIO-
mepHbiM cucmemam ? Ayoumopam, aHarumukam u dyxeaimepam 0a6Ho He
xeamaem UHCMPYMEHMO8 U OOWENPUHAMbIX HOPMAMUEO8 O MOYHOU

OYEHKU CEPBUCHbIX KOMRAHUL U UX KUHMENTEKMYANIbHO20 Kanumanua.

B mpunoxxennn mpencTaBieHbl OM3HEC-HABUTATOPHI MO0 BOCHMH OCHOBHBIM HAallpaBICHUSM OM3HE-
ca’. Ha pucyHke 9.3 moka3aH OJUH U3 HUX.

OueBuaHO, yto Skandia siBnsiercst epoM B JOOPOBOJIBHOM MPEIOCTABICHUH HHPOPMAIMU O CBO-
eit CCII, ee mensx u mokaszarensax (puHaHCOBOMY cooOmiecTBy. OHa aenmaer 3T0, 4ToObl IpUBJICYh NHBE-
CTHILIMU aKIIHOHEPOB B JOJTOCPOYHBIE MPOTpamMMbl. B 3TOM ciydae MHBECTOpPHI OKa3bIBatOTCs Ooiee 3a-
WHTEPECOBAaHHBIMH B TOM, KaK JCHCTBYET KOMITaHUS JJIsl TOCTHKEHHS JOJITOBPEMEHHBIX SKOHOMUYIECKUX
pe3ynabpTaToB. YK€ Ha HadyalbHOM JTalle JaHHbBIE MOKA3aTelHd OKAa3aJMCh BEChbMa MHOTO0OCHIAIONINMH,
MOCKOJIbKY TeTeph aHAJIN3 HHBECTUIMI KoMIanuu Scandia BkiroyaeTr He TOJIbKO (PUHAHCOBBIC TIPOTHO3HI,
HO ¥ 00CY)XJ€HUE YCIYT, TEXHOJIOTUH, KIIMEHTOB U BO3MOXHOCTEH MepcoHaa.

(PuHaHcoBORE
HanpaeneHue

1

|

HHOKP

Pucynok 9.3. buznec-naBuratop Skandia

B3AMMOCBA3b CEAITAHCUPOBAHHOW CUCTEMbI MOKA3ATENEN C
LENAMU KOJJTEKTUBA U MEPCOHAJIbHbIMU LIENTAMU

HNudpopmuposanue o mensx u nokazarensix CCII — 3To mepBblil miar K CO3MaHNI0 3aNHTEPECOBAH-

# PeHTabenbHOCTL AKTHEOR

* Pe3aynbTaTbl ONEPauHOHHON SEeATENLHOCTH
¢ llobaBneHHaA CTOMKMOCTb Ha KaXA0ro padoTHUKa

[« 1]

* Konnu4yecTeo KOHTPAKTOB
* KoadppMuumeHT oTkazoe
* MokazaTenn npoaax

Hanpaenenue
KnueHTcKoe - lepconan BHYTPBHHUX |I|
HanpaBnexne npoueccoe * KonTpakTel (Ha paboTHHKaE)

® ANMUHUCTPATHEHBIE pacXogbl/DpyTTO-CcTaBKa
w Pacxonbl Ha MHOPHAUMOHHBIE TEXHONOTHK/
AAHUHHUCTPATUEHLIE PacXoabl

» BoznarpaxpgeHue 3a BHEOPEHHE HOELIX NPOJYKTOE

@ Poct Hetro-cTaekn

# Pacxogbl Ha pazBHTHe OHIHECA/aBMMHUCTPATHEHbIE
pacxonbl

# Nlona 3aHATEIX paboTHUKOE
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HOCTH KaXJ0T0 pabOTHUKA B cTpaTeruu komnanuu. Ho cama no cebe 0cBeZOMIICHHOCTh HE MOXKET H3Me-
HUTH MOBEJCHHE YeoBeKa. B Kaxaoil opraHn3aumu JOJDKHBI CYIECTBOBATh HEKHE CIOCOOBI, MPH IOMO-
I KOTOPBIX CTPATEIMYECKHE LEIM W MOKa3aTelH, BEIpadOTaHHbBIE TOI-MEHEIKepaMu, TpaHCPOpMUpy-
I0TCS B KOHKPETHBIE JEHCTBUS Ka)XIOTO COTPYOHHKA, HAIpaBJeHHbIE HA JOCTIXEeHHE 3Tux 1eneil. Ha-
npuMmep, 1elb KIMEHTCKO# cocTapisiomieil — cBoeBpeMeHHas noctaBka (OTD) — moxer ObITh TpaHC-
(dopmMupoBaHa B 3aady COKpAIleHHS BPEMEHHU Ha OTJIAIKy OOOpYIOBAHUS HIIM YCKOPEHHUs 00paboTKH
3aka3a. Takum 00pa3oM, MEPONPUATHUSA MO YCOBEPILIEHCTBOBAHUIO KOHKPETHOTO MPOIIECcCa YBII3bIBAIOTCS C
O0IMU OpraHU3alMOHHBIMH (PaKTOpaMH ycIiexa.

OpHako A1 MHOTHX KOMIIaHUKA TepeBo OOLIMX KOPIOPATUBHBIX CTPATErHUECKUX MOKa3aTenen, B
0COOEHHOCTH HE(PHHAHCOBHIX, B KOHKPETHBIC OINEPAMOHHBIC ITapaMeTPhl NPEACTABISIET H3BECTHYIO
TpyAHOCTh. B mpomnuioM, Korga MEHEeIKephl MoJIarajiuch UCKIIOYUTEIBHO Ha HEPAPXUUYECKYIO CHCTEMY
(MHAHCOBOTO KOHTPOJS CBEPXY BHU3, OHH HCIOJB30BAJIM JOCTATOYHO YHIOOHBIM M MPOCTOH METOI
Tpanchopmaruu obiiero nmokasarens, Hanpumep ROCE nnm no0aBiieHHO# CTOMMOCTH, B YaCTHBIHN, Ha-
npuMep 000pavYnBaEMOCTh TOBAPHBIX 3aMacoB, THEBHBIC MPOAAXH B JCOMTOPCKHX CYETax, OIepa-
[IMOHHBIC M3JIEPKKH M BaJOBYIO NpHOBUIE. K cokanenuro, Takne He(MHAHCOBBIE TOKA3aTENH, KaK CTe-
MIeHb yIOBJIETBOPEHHOCTH KIIMEHTA U JOCTYITHOCTh WH(OPMAIIMOHHBIX CHCTEM, C TPYIOM MOAI0TCS T10-
noOHo¥ TpaHchopmaru. COalaHCHpOBaHHAs CHCTEMa IMOKa3aTelel SIBJISCTCS YHUKAIBHBIM TOJ-
CTIOpbEM, TTIOCKOJIbKY OCHOBBIBAETCS Ha MoJenu >QPEeKTUBHOCTH, KOTOpasi ONpenemseT (GakTopbl peam-
3allMM CTPaTerMu Ha CaMOM BBICOKOM ypoBHe. IlocTpoeHHas Ha MPUYMHHO-CIEACTBEHHBIX CBS3AX, OHA
MO3BOJISICT BHIOPATh TE€ LIENM M MOKa3aTesi Uil 0ojiee HU3KOTO OpPraHM3allMOHHOTO YpoBHs (mompas-
JIeTICHUE), KOTOpbie OYIyT COOTBETCTBOBATh CTPATErHH BHICOKOTO YpoBHs (koproparus). Kak BuaHO u3
pucyraka 9.4, Monens 3 (HEKTHBHOCTH Il KOPIIOPATUBHOTO YPOBHS CTAHOBHUTCS CTAPTOBBIM JIEMEHTOM
mpoliecca MepeBoia MoKa3aTeslell BRICOKOTO YPOBHS «KacKagom» Ha 0ojiee HU3KHE OpPTraHM3alMOHHBIE
ypoBHH. OCHOBHAS HJIesl COCTOUT B TOM, YTO MHTEIPUPOBAHHAS MOIEIb d(H(HEKTUBHOCTH, OTIPEACIIIONIast
(baxTOpHI peann3anuy CTpaTeruy, T0JDKHA CITY)KUTh OCHOBOM ISl TIOCTAHOBKH IIeNiel U 3a1a4 Ha BCEX Op-
raHu3aluoHHbIX YpoBHsX. Takum oOpazom, CCII OuszHec-noapasaeneHusi, B CBOIO O4epeab, MOKET ObITh
tpanchopmupoBana B cooTBercTBytonryto CCII otaenos, 6puran u kaxaoro padorHuka. [Ipusenem He-
CKOJIBKO MIPUMEPOB, HIUTIOCTPUPYIOIIMX PA3IMYHbIC MTOAXOAbI K pEaNr3alui JAaHHONW KOHIICTILHH.

B onHOIT KOMIIaHUM TPYIIa TON-MEHEIKEPOB OTPEICIHIa CTPATETHIO TOJBKO s (PMHAHCOBOW U
KJIMEHTCKOW COCTABIISIIOIIMX, B TOM YHCJE LIEJIEBBIE CETMEHTHl PBIHKA M LIEHHOCTH MOTPEOUTENHCKOTO
MpEeAoKeHHs, KOTopoe OyIAeT CAeNaHO KIMEHTaM. 3auHTEepeCOBaHHOE B TOM, YTOObI CBOW BKJaJ B pas3-
paboTKy CTpaTeruu BHECIM MEHEIXEPbI CIEAYIOIIEro, CPEAHET0 3BEHA, PYKOBOJACTBO MPEIIOKHUIO UM
pa3paboTaTh CTPATEruio Ui COCTABISAIOIINX BHYTPEHHUX OM3HEC-TIPOLIECCOB U O0YUEHHS U Pa3BUTHSA, C
TeM 4TOOBI HMETh HHCTPYMEHT TOCTHKEHUSI (PMHAHCOBBIX M KIIMEHTCKUX IIeIIeH.

[logpaznenenne HEOABMKUMOCTH OIHOM M3 KOMHIaHWW pacnpocTpanuino kopnopatuHyio CCII Ha
0oJiee HU3KHI OpPTaHU3AIMOHHBIA YPOBEHB MOApasaeneHnii 1 rpynn. Kak mokasano Ha pucyHke 9.5, kxa-
X710€e 13 HUX ucnojb3oBano oduryro CCII kak cipaBo4HMK AJist co3aanus cobctBenHoi. [Ipu BeiOope 1e-
Jieil OTIeNbl OPUEHTHPOBAIUCH Ha T€, KOTOPhIE OHU MOTYT BBIIOJHUTH C HAaMOOJbIIEH oTHauei. Takum
o0Opa3om, MeHeKepaMu cpenHero ypoBHsA Obuia pazpaborana CCII myisi kaxqoil KOHKPETHOHM TpYIIbI,
rre o0Imue KOPIOpaTHBHBIE CTPATETHYECKUE TIETH U 33a9d TpaHC(HOPMHUPOBAIMCH B KOHKPETHBIC HHU-
LMATUBBI U MOKA3aTeNu. JTH [Ba MPUMeEpa WLTIOCTPUPYIOT MOAX0AbI K PEIICHUIO MPoOIeMbl COOTBETCT-
BUS MHIMBUIYAJIbHBIX LEJeH M 3a1a4y Ou3Hec-eAMHUL OOIEH CTpaTernu KOMIAHUM, B KOTOPOM NPUHU-
MaJli y9acTHe MEHEIDKEpHl CPEIHEro 3BeHa. [Ipu ATOM OHHM HE MPOCTO MCIOJH30BAJIM CBOU CrenupuIe-
CKH€ 3HaHWs, HO CaMH CTAaHOBWJIMCH IIPUBEPKEHLAMH €€ yCIlelTHOU peanu3anuu. [lo crnoBam reHepanb-
HOTO JUPEKTOpa OJHOW KOMITAHMH, OH Kpemn4e CIUT, KOTa 3HAET, UTO LeJb pOCcTa NpUObLIN IepeBeieHa
B TaKHe KOHKPETHBIC OINEpaIlOHHbBIC JCHCTBUS, KaK «BBIOOP Kpacku U 000eB». FIMEHHO B 3TOM, TIO €ro
MHEHUIO, U COCTOUT CMBICII COOTBETCTBHUSI.
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Pucynok 9.4. «Kackaa» co0alaHCHPOBAHHOM CHCTeMBbI MOKa3aTeei




CrpaTernueckoe COOTBETCTBUE: CBEPXY JIOHU3Y

147

Dunancosasn CrpaTerdyeckan uen. Nokaszarens
COCTaBNAWWaA
# F2. KoHTpone wipepmer # Hapepaky no nogpazaeneHUAM
0DCMPKMBAHUA 00bLEKTOB {Ha kB.chyT)
Kontpone mzaepxer oDcnynKMEaHna [pynnoebie NnokazaTenu
obLekToB » 3anena TpagMUMOHHOMD HeToaa
& COKpalWeHne packofoe Ha Kpacky NOKPACcKH CTEH Ha TEKCTYPHPOBAHHLIN
& Pa3paboTKa NETKOYCTaHABNHEBAEHBIX # CTonnocTs pasbopHbIX
npucnocodneHmni npucnocobneHun
& CokpaweHue noTpedneHuA & CTOMHMOCTE KOMMYHANLHBIX
INEKTPOIHEPTHH yCnyr
Knuentckan CrpaTernqeckan uens Nokazarens
COCTaBNAWIWAA £ N
# C4, NapTHepcTBO # KonW4ecTteo COBMECTHbIX MEpPONPUATHR
MapTHepcTED [pynnoebie NnokazaTenu
¢ PazpaboTka COBMECTHLIX NporpaMu & "lllapAwme™ ueHsl
MRpETIEES MyL] # ODpaTHasA CEAZb C KNHEHTOH
& PacwupeHue 00WEHHA C KNHEHTAMHK w Yucno nocemeHun
no BONPOCaM CTPOUTENECTEA + Bce unensl rpynnel padotaior
a YEEenUYeHHe YWcna noceweHWd BHOBL Ha 00bekTe
OTKPLITLHIX 00bEKTOE
# Bece nepconan rpynnw pabotaer
Ha o0DbLEKTE
BuyTpennan CrpaTern4eckan Lenb MNokaszatens
COCTaBNAKIWAN
« 4. BoicoKoe ka4ecTBo CTPOMTENLCTEA # BbinonHATL 0DA3aTeNLCTBa NO CPOKaM,
Ka4ecTBY M HOPHMATUEHOW CTOMMOCTH
paboTt
Bricokoe KayecTEo CTpOMTENLCTEA pynnoeeie nokaszarenu
# CocTaEneHHe KOHTPaKToR » [paduk pador n nnau
) B BNE[E] & OTYETbI N0 JOCTHIHYTOH IKOHOHHK
Havyana CTpoMTeNLHBIX paboT
« OnpegeneHne NnapaMeTpoOE IKOHOMMHK
Cocraenatoumas CTpaTernyeckas uens MNokazatens
obyyeHuA
M pazenTHA # L4, OnTMHKU3aUMA KaJpPoOBLIX PECYPCOB # Jlona paboTHHKOB, DDYYEHHBIX

KNWOYeBEIM CNeUNaneEHOCTAH

¥

¥

CCINl onzHec-
nogpasaeneHus

D CCIl rpynnm

ONTHHMHFALMA KafpOELIX PECYPCOB

# PazeuTHe cUCTEMBI 3AHATHH
Nno OEMAaAEHWI0 CHMEXHBIMN
npoeccuAmu

¢ PaboTa Ha pa3snNM4HbIX DDBLEKTaX

[pynnoBbie NoKazaTenu
& Yucno 3aHATHRA

# Yucno BLINONHEHHbIX 3a0aHHIA
Ha pa3znU4HbIX 00bLEeKTaX

Pucynok 9.5. [lepeBoa ueeii moapasaeneHusi B KOHKpeTHbIE HeJId IPYNIbI METOI0M «KaCKaga»

B kauecTBe TpeThero mpuMmepa MPUBEIEM MOMCKOBO-PA3BEABIBATENIBHOE MOAPA3IAECICHHE KPYITHON
He(PTSHON KOMITaHUH, KOTOpPOE pa3paboTaio W MPUMEHWIO Ha MPAKTHKE HOBBIN MOXO/ MPUBEICHHS HH-
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OUBUYaJdbHBIX II€JIed B COOTBETCTBHE C OOMIMMHU 3amadaMu mojpaszfesieHus. PykoBonurenn naHHOU
OuzHec-enuHuUIBl pazpadotanu kapmanHyo CCII B Buge HeO0IbLION TaOMHULIBI 1)1 K&XKIO0TO KOHKPETHO-
ro pabotHuka (cM. puc. 9.6), KOTOPYIO MOKHO OBUIO HOCHTBH HPHU ceOe M MOCTOSIHHO CBEPSTh C HEil CBOU
neiictBus. Tabnuia umena Tpu ypoBHsI HHGOPMALIUK: TIEPBbIi (B JICBOIl ee 4acTH) CoaepKal JaHHbIC O
KOPIOPATUBHBIX EJSIX U MOKA3aTelsiX; BTOpoil (B cepeaiHe TabIUIbl) — O KOHKPETHBIX IIEJIAX OU3Hec-
MIOAPA3ENIECHHs], COCTABICHHBIX B COOTBETCTBUM C KOPIIOPAaTUBHOM CTpAaTErueil; TPEeTHil, 1 caMblil Bax-
HBIH, ompenensieMbli caMuM paOOTHUKOM M TPYIIIOH, CoepKall CBEACHUS O €ro LeisX, 3aJadax U TeX
miarax, KOTopble He0OOXOJUMO MPEANPHUHSTH, YTOOBI MX BBITOJIHUTH. Kaxplii pabOTHUK caM ONpeaessii
CBOM JIMYHBIC MMOKa3arenu (MPUMEPHO MATh MAPaMETPOB), a TAKXKE IEJM B COOTBETCTBHH CO CTpaTeruye-
CKMMH LEeIIMH Ou3Hec-ToApasnaeneHusa u koprnopauuu B ueioM. Jlnynas CCII mo3Bosuia caenate BCIO
HE00X0IMMYI0 HH()OPMAIMI0 — IeJM, MOKA3aTeNd U IYTH UX JOCTMKEHHS — TMOCTOSIHHO JOCTYITHOM
BCEM COTPYIHUKAM KOMIIaHHUH.

[Togo6Hble mporpaMMbl WHULMUPOBAHBI CO3JaHMEM COATaHCUPOBAHHOW CHCTEMbI MOKa3aTeleH.
OpHako MHOTHE KOMIIAHHH YK€ UMEIOT CBOM TaK Ha3bIBa€MbIE MPOTPAMMBbI YIIPABJICHUS C IOMOLIBIO 1ie-
Jied, KoTopbhle mpuHIUNuaIbHO He oTymyatorcs oT CCII. 3amaua cOCTOUT B TOM, YTOOBI MPUBECTH UX B
cootBercTBHe ¢ popmarom CCII.

KopnopaTtuBHsbie uean
- YIBOUTH CTOMMOCTB KOPIIOPAILIMH B TEUECHUE CEMHU JIET
YBeanuuth 10X0p1 B cpeaHeM 10 20% B rox
JlocTrub BHYTpEHHEH peHTa0eIbHOCTH 3aTpart Ha KanuTain 2%
B teuenne 10 sieT yBeqMUUTH MPOU3BOAUTENHFHOCTE B pe3epBbl Ha 20%

KopnopatuBusie | Iloka3zatean CCIL ean 0u3Hec- KomaHaHbIe/MHANBHIYAIbHbIE
neJan* eTMHUIIBI e 1 UHUIUATHBBI
1997 | 1998 | 1999 1997 | 1998 | 1999
@unancel | 160 | 180 | 250 | doxoap (MJIH.107.) 1
200 | 210 | 225 | YucThlii AEHEKHBIH
MOTOK
80 75 70 | Haknaguele u ome-
paIMOHHBIE pacXxo- >
JIBI
Onepauun 73 70 64 | [Ipou3BOACTBEHHBIE
3atpatel (Ha Oap-
peib)
93 90 82 | U3mepxku  paspa-
ootku (Ha Gappen) 3.
108 | 108 | 110 | OGmee roJI0BOE
MIPOU3BOJICTBO
KoMMaHaHbIe/MHIUBHIYAJIbHbIE IOKA3ATEIH Hean
1.
2. 4.
3.
4
5. 5.
Nwmst:
Mecto paboThI:

* Yposens 1995r. - 100

Hcrounuk: R.S. Kaplan, D. Norton. Using the Balanced Scorecard as a Strategic Management Sys-

tem// Harvard Business Review, 1996, January/February, p. 82. Ileuataercs ¢ paspemnieHusl.
Pucynok 9.6. JIluunasi coaiaHCHpPOBaHHAs cMCTeMa MOKa3aTeJiei
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B3AMMOCBSI3b C CUCTEMOW BO3HAIPAXAEHUA

Bonbuioit mpoOnemoii, ¢ KOTOPOH CTaTKMBAIOTCSI BCE OpraHU3aLiH, SIBISIETCS BIUSAHUE TTOKa3aTenen
CCII Ha GopmanbHYIO CUCTEMY BO3HArpaxkJaeHus paboTHUKOB. B HacTOSIMIT MOMEHT TPEANPHUSTHS T10-
CTEIICHHO HAYMHAIOT yCTaHABJIMBAaTh TaKyi0 B3aMMO3aBUCUMOCTb. B wrTore mssi Toro 4roObl M3MEHHUTH
CYLIECTBYIOLIYIO KOPIIOPATUBHYIO KYJIBTYPY, HEOOXOIMMO OIpeNeleHHbIM 00pa3oM CBA3aTb MOTHBHPO-
BaHHOE BO3HArpaKIeHUE TPyda C BbIIOJHEHHEM 3anad, nocrasieHHbix B CCIL. Bompoc He B ToM, cTrouT
JIM 3TO JIeJaTh, a B TOM, KOTJa U KakK.

[Tockonpky (uUHAHCOBOE BO3HATPAXKIECHUE SBISICTCS MOIIHBIM PBIYAroM, HEKOTOPHIE KOMIIAHUU
cTpeMsaTcs 0OBEIUHUTD CUCTEMY KOMIIEHCALIMM I TOM-MEHEIKEPOB C IMOKa3aTelsiMu cOaJaHCHpOBaH-
HOM CHCTEMBI KaK MOKHO ckopee. OgHa U3 opraHu3aluil pacCUMTHIBAET NPEMUU PYKOBOJAUTENCH UCXOMAS
u3 cuenyromei Gopmynsi: 50% 1o TOCTHKEHNH SKOHOMUYECKUX PE3yIbTaTOB B TEUEHUE TPEX JIET TUTIOC
50% B 3aBHCHMOCTH OT JOCTHKEHUS MoKa3zareneil HepuHancoBbix cocraBmstronmx CCIIL. Takas mommTa-
Ka JIEMOHCTPHUPYET SBHBIC MMPEUMYIIECTBA YBI3bIBaHUS (DUHAHCOBBIX HHTEPECOB TOI-MEHEHKEPOB C MPO-
JIBUKCHHEM UX OM3HEC-TIOpa3ieJICHUN K CTPaTeTHUYeCKUM LIEISM.

Hpyroii npumep: Pioneer Petroleum ucnons3yer mokasatean CCII kak €IMHCTBECHHBIH KpUTEpHI
JUIS OTIpE/ICNICHHS] KOMIICHCAIIMOHHBIX BBIIJIAT TOM-MeHekepaM. Kak mokazano B tabmmue 9.2, 60%
MPEMUH 3aBHCAT OT (PMHAHCOBBIX IOKa3aTelel, MPUUeM YYUTHIBACTCS HE OJWH, a cOalaHCHPOBaHHBIN
Habop msATH (HUHAHCOBBIX apaMeTpoB: onepannonHas mpuodsuh 1 ROCE mo cpaBHEHHIO C MOKa3aTeIsIMH
KOHKYPEHTOB; COKpaIlleHHE 3aTPaT MO CPABHEHHUIO C TUIAHOM M POCT JI0JIM CYLIECTBYIOIIUX U HOBBIX PBIH-
koB. OcraBmmecs 40% paccUUTHIBAIOTCS HA OCHOBAHUH TIOKA3aTENICH OCTAIBHBIX TPEX COCTABIISIONINX —
KJIMEHTCKOW, BHYTPEHHUX OW3HEC-MPOLECCOB W OOY4YCHHSI W PA3BUTHSA, B TOM YHUCIE TaKUX KIFOUEBBIX
WHINKATOPOB, KaK OTBETCTBEHHOCTH IEPE] COOOIIECTBOM 3a COXpaHEeHUe OKpykaromei cpeast. [lo cio-
BaM TeHEpaJbHOTO aupekTopa, Pioneer Petroleum nocrturna Beicmiel CTETIEHH COOTBETCTBUS IeNeH U 3a-
a4 OM3HeC-TIOAPAa3AeICHUN M KaXI0T0 pabOTHHKA CTPATErMH KOMIIAHWHM, YTO JACT 3aMedarelbHble pe-
3yJbTAaTHI.

OueBUAHO, YTO COCOO pacuyera KOMIEHCAIMOHHBIX BBIIJIAT B 3aBUCUMOCTH OT MOJy4CHHBIX MOKa-
3areneid CCII oueHp mpuBIEKATENCH, OJHAKO CYILIECTBYET ONPEAEICHHBIM PUCK:! HACKOJIBKO MPaBHJIBHO
BBIOpaHbI TOKa3aTeNnu?

Ta6auua 9.2. MoTHBHPOBaHHAS CHCTEMAa KOMIEHCAIIMOHHBIX BIIJIAT Ha ocHoBe CCII

Kareropus Toka3aTein Bec (%)

dunancosas (60%) [TpuOBLIB IO CPaBHEHUIO ¢ KOHKYPEHTAMU 18,0
ROCE 1o cpaBHeHHIO ¢ KOHKYpEHTaMU 18,0
CoxkpalieHue 3aTpart 1o CPaBHEHHUIO C IIJIaHOM 18,0
Poct nosm Ha HOBBIX pBIHKAX 3,0
PocT momm Ha cynecTBYIOMMX PhIHKaX 3,0

Kmuenrckast (10%) Jlons peIHKa 25
CrerneHb yJI0BICTBOPCHHOCTH KIMEHTOB (Ha OCHOBE OIIPOCOB) 25
CrerneHp yJI0BICTBOPCHHOCTH AWICPOB (Ha OCHOBE OTIPOCOB) 2,5
[TpuOBUTEHOCTE AMIIEPOB 25

Bayrpennux 6usnec- Hupnexe «oKoI0rus/o0mecTso» 10,0

npouecco (10%)

OOyuenus u pazBuTus  [ATMocdepa B KOJUICKTHBE (Ha OCHOBE OMPOCOB) 10,0

(20%) KoaddunueHt ctparernueckoro nepeodydaeHus 7,0
JlOCTYIHOCTB CTpaTerndeckoil HpOpMauu 3,0

HackoiapKko TOCTOBEpHBI JaHHBIE U1 pacueTa dTHX MapaMeTpoB? Bo3MOKHBI T HEOKHTaHHbBIE W
HeMpeACcKa3yeMble MOCIEACTBHS OT NMPUMEHEHHsI HEKOTOPBIX METOJIOB PEUICHHUs MMOCTABJICHHBIX 3a7a4?
Takoe ciydaercs, KOrAa W3HAYAIbHO BbIOpaHHBIC MOKA3aTe€lM HE OTPaKalOT BHINIOJHEHHUE CTpaTeruye-
CKUX IIeJIeH, a CpEJCTBAa JOCTHXKEHUS KPATKOCPOUHBIX PE3YJIBTATOB a0COIIOTHO HE TOAATCA I PEIICHUS
JIOJITOBPEMEHHBIX CTpAaTerM4ecKux 3anad. HekoTopbele KOMIaHUM, MOHAMas BCIO BaXKHOCTh 3THX BOIIPO-
COB M IIPHU3HABAs, YTO BO3HATPAXKIEHHUE CaMO IO ceOe SBJIIETCS MOIIHBIM CTUMYJIOM, HE CIEIaT CTABUTh
ero B 3aBUCUMOCTH OT BrepBble npuMeHeHHoW CCII. [{nga HUX OHa ABISIETCS ONBITHBIM OOpa3loM I
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bopmynupoBaHusi OM3HEC-CTPATETHN M TUIIOTE30M O MPUIMHHO-CIICACTBEHHBIX CBS3SX MEXKIY MOoKa3aTe-
JISIMH JTOCTHYKEHUS BBIIAIONIMXCS TOJTOCPOYHBIX (PUHAHCOBBIX PE3yabTaTOB. TpaHCHOPMHUPYS CTPATETHIO
B IMOKa3aTely U (GOpMYIHPYs MPENTOJIOKEHHS 00 UX B3aUMOCBS3H, TO-MEHEKEPhl HE BCET/Ia YBEPECHBI
B TOM, YTO BHIOpaiy NMpaBHJIBHBIC MapaMeTpbl, U, CICIOBATEIBbHO, YCHUIMS MHOTHX, MEHEIKepOB, Ha-
MpaBJCHHbIE HAa JOCTHMKEHHE ATHX PE3yJbTaTOB W IOJYyYCHHE BO3HATPAKACHHSA, MOTYT OKa3aThCsl Ha-
npacHeIMU. VIMEHHO TIOATOMY MHOTHE KOMIIAHWH TPUAEPKUBAIOTCS CTapoi (JOpMyYIbl pacyeTa KOMITCH-
CaIlMOHHBIX BBIIJIAT U OCTOPOKHUYAIOT MPH NEpeXojie Ha HOBYIO cuctemy, ocHoBaHHy0 Ha CCII. Tem ne
MeHee He0OXOIMMOCTh TAKOTO MEPEeX0/1a OUEBHUIHA, MTOCKOJIBKY MEHEIKEPHI BBIIIOIHSIOT OCTABICHHBIHN
nepea HUMHU cOaaHCHPOBAHHBIN KOMILIEKC CTPATETMIECKUX 3a[1a4, & BOZHArPaXXACHUE MOJIy4aloT TOJIBKO
3a JIOCTUTHYTHIE KpaTKOCpOUYHbIe (hHHAHCOBBIE pe3ynbTaThl. Emle 0MH BONPOC, KOTOPHIH BOJHYET PYKO-
BOJUTEINIEH NPEeANPUATHH MPU pacyeTe KOMIEHCAIMOHHBIX BBIILIAT TPAIULHUOHHBIM CIIOCOOOM: KAKHM 00-
pasoM y4HuThIBaTh OOJIBIIOE pa3HOOOpasue meneld u 3agad. Pioneer Petroleum, mampumep, omnpeaeniia
BEC KaKJOTO MOKa3aTelsl B 3aBUCUMOCTH OT €ro 3Ha4MMOCTH. Takol MoaXo. AesiaeT BO3MOKHBIM HaYHUC-
JICHHE MPEMUHN Jake B TE€X CIIydasix, €CIIM BBINOJHEHHE 3a/1a4 HE SIBJIAETCS COaIaHCUPOBAHHBIM . BBICOKHE
MOKa3aTelu B OJHOM HamNpaBiICHWU M HU3KHE — B ApyroM. COanaHCcHpOBaHHAs CHCTEMa IOKa3aTene
MpeajaraeT albTePHATUBHBIN MOIXO0/ K PELICHHUIO 1aHHOW MPOOJIEMbI: YCTAHOBUTH OMNPEIEICHHBIN MOpor
WM KPUTUYECKHH (MHHUMAJIBHBII) YPOBEHb CTPATETHUSCKUX MOKa3areleil. B COOTBETCTBUU € ITUM BO3-
HarpaxieHrue He MpelycMaTpUBAETCs, €CIIM MEHEDKEPHI, AaXKe MPH MEPEBBIOJIHEHUN OTACIbHBIX MOKa-
3aresiei, He TOCTUIIIM KPUTHYECKOTO YPOBHSA IPYrHX MapaMeTpoB. Takoe orpaHuYeHHe J0DKHO MOTHBH-
poBaTh COANIAHCHUPOBAHHOCTH PE3YABTATOB JAEATEIbHOCTH O BceM cocrasisitomum CCII, a takxke ypas-
HOBECUTH IMOKA3aTeNl KPATKOCPOYHBIX MUTOTOB M (DaKTOPOB TOCTH)KEHUS TEPCIIEKTUBHBIX SKOHOMHYE-
CKUX JIOJITOCPOYHBIX PE3ylbTaToB. B TOM ciiydae eciy MUHMMAaJbHBIA YPOBEHb JOCTUTHYT MO BCEM Ia-
pamMeTpaM, KOMIICHCALMOHHBIE BBIIJIATHI MOTYT OBITh B3aMMOCBS3aHbI C MEHBIIUM KOJMYECTBOM HamOo-
Jiee 3HaYUMBIX JJI1 TPEeONpHsITUs TOoKa3areield Bcex cocraBisitommx. HekoTtopele komMmnaHuu He BO3pa-
JKAIOT, KOT/Ia MEHEKEPhl OM3HEC-TIopa3ieieHus cTapiT ceou cooctBeHHbie 3amaun B CCIL. Ho B aToMm
ClIydae TOIN-MEHEIKephl OLCHUBAIOT UX CIOKHOCTh M BaXHOCTH I Bcell Kommanuu. OT 3TOT0 3aBUCHUT
pa3Mep BO3HArpa)kJeHHsl, BHIIIAYMBAEMOT0 110 JOCTHKEHHUH MTOCTABJICHHBIX LIEJICH.

Tako# cyObeKTUBHBIM MOAXO[ MOATBEPKAAECT MHEHHE O TOM, YTO PacueT MPEMUH MO pe3yabTataM
JeSTeTbHOCTH HE SBIISIETCS HAealbHON cxeMoid. Kpome Toro, MHOTHE (aKTOPBI, HE TOJKOHTPOJILHBIE Me-
HEDKEPY, MOTYT MOBJIHUSITH Ha UTOTH €T0 ACSITEIbHOCTH, & TAKHE-TO IEHCTBUS, IPUBOISLINE K CO3AAHUIO
(YHUYTOXKECHHUIO) TOOABICHHOW CTOMMOCTH, HE BCETJa MOXHO y4eCThb. BO3HarpaxaeHue mo uroram jes-
TEIBbHOCTH — HE CaMblil JIyYIINH MOJIXOA; WACaIbHBIA BApUAHT — 3TO BO3HArpakJICHUE MEHEIKEPOB 3a
UX CTIOCOOHOCTH, YCUJIMSI M PEILUCHHs], KOTOPble OHU MPUHUMAIOT, HO, KaK IPaBHUJIO, 3TH MapaMeTphl HE
YYUTBIBAIOTCS TPHU (POpMATEHOM MOIX0/IE, MOCKOIBKY MX TPYIHO U 3aMETHUTbh, H OTICHUTD.

WuTepecno, 410, B OTJIMYHME OT TPAAMIMOHHOTO (PMHAHCOBOTO MOJIXONa, aKTWBHOE MPHMEHEHHE
CCII npenocTaBisieT BO3MOXHOCTh YBHJIETh CIOCOOHOCTH PAa0OTHUKOB, YCHIIMSA U IPaBUJIBHOCTD MPHUHS-
THIX UMU pelieHuil. B Tex komnaHusx, rie XoTs Obl Ha BpeMsl OTKa3bIBAIOTCA OT TPAAUIIMOHHOM CHCTEMBI
MOOMIPeHUs, OOHaPYKUBACTCS, YTO JUATOT MEXAY PYKOBOAMTEIEM M MEHEIKEPOM O LEJsIX, IoKa3are-
JISIX, 3a/la4ax ¥ JOCTUTHYTBIX pe3yJbTaTax Mo3BOJsIeT OoJiee 4eTKO HaOMI0AaTh U COOTBETCTBEHHO OLICHU-
BaTh CIIOCOOHOCTH PabOTHHUKA.

Hpyroe cooOpakeHue, BbI3bIBAIOIIEE CEPbE3HbIE PAa3MBIIIJICHHs], COCTOMT B TOM, YTO ONpaBIaHHAas
KOMIICHCAIUs SBJISICTCSI MPUMEPOM BHELIHEH MOTHBALMHU: PAaOOTHHUK JEHCTBYET TaK WJIM MHA4YEe JUOO0 1o-
TOMY, YTO 3@ HETO 3TO PEIIWIH, MO0 MOTOMY, YTO YETKO C(HOPMYIMPOBAIM €My KaKyl-TO 3a/1ady, 3a
BBINIOJIHEHUE KOTOPOW OH MOJIyYUT BO3HArpakJaeHue. BHEIIHsAsS MOTHBaLMs Ba)KHA. BO3HATPAXKACHHUE H
MpU3HAaHUE JOJDKHBI OBITh B3aMMOCBSI3aHbI C JOCTHXKEHHEM CTpAaTeTMYecKuX Lenie komnanuu. OgHako
cama 1o cebe BHEIIHSS MOTHBALMS MOJYKET HETaTHBHO CKa3aThCsl HA TBOPYECKOM WHHOBAIIMOHHOM TIOJ-
X0/l K IPUHATHIO petieHni. MccnenoBanus noKa3any, YTo BHYTPEHHISI MOTHBALIMS, P KOTOPOH 4YeJo-
BEK JEHUCTBYET UCXOMS U3 CBOUX JIMYHBIX COOOpaKEHUN M MOOYKICHUM, CTOCOOCTBYET TBOPUECKOMY pe-
LICHUIO Mpo0sieM U 60jiee MUPOKOMY MPUMEHEHUIO0 HHHOBAMOHHBIX MeTo10B. B xontekcre CCII BHYT-
PEHHSI MOTHBALIMS BO3HUKAET TOTAA, KOI/Ia IMYHbIE eI U KOHKPETHBIC JeHCTBU paOOTHHKA HAXOIAT-
Csl B IOJIHOM COOTBETCTBHM C MOKAa3aTeJLIMU peaju3alud OOIIel CTparernu Kopropauud. BHyTrpeHHe
MOTHUBUPOBAaHHBIA PA0OOTHHUK TOTOB CTPEMHUTHCA K JOCTUKEHHUIO KOPIOPATHBHBIX CTPATETHUECKUX LIEIeH
JaXke TOTa, KOTJa OHM HaIlpsIMYIO HE CBSA3aHbl ¢ Bo3HarpaxaeHueM. [loompenus, 00ycioBIeHHbIE TOJIb-
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KO BHEIIHEW MOTHBALMEN, MOTYT 3HAUYNUTEIBHO YMEHBIINTH WIN BHITECHUTH BHYTPEHHIOK MOTHBALIHIO.

Uerkas nocranoBka neneit B CCII koMmanuu mo3BoJinia MHOTUM BIIEPBBIE YBUAETH B3aUMOCBSI3b
MEXIy TE€M, YTO OHU JENAIOT, U JOJITOCPOYHON MPOTpaMMON KOMIIaHMHU. Tenepsb KaXablid MOXKET CaMo-
CTOSITETIBHO ONPEIENUTh, YTO HEOOXOAMMO CeNaTh B IEPBYIO OYEPEb, A TOTO YTOOBI ClIOCOOCTBOBATH
BBITIOJIHEHUIO OOIIMX CTPAaTerH4eCKUX Lelneld KOMIanuu. IMEeHHO Takoi MOAX0A K eIy U CO3JaeT BHYT-
PEHHIOI0 MOTHBaIMIO. beccropHo, BHEIIHSAS MOTHBALHS OCTACTCS BAKHBIM (PaKTOPOM: €Cii pabOTHUKU
MPOSIBIIIM OOJIBILIOE yCepINE B PELICHUH CTPATErMUECKUX 3a7a4 KOMITAHUHM, OHO JOJKHO ObITh PHU3HAHO
U BOo3HarpaxeHo. PykoBojcTBo Pioneer Petroleum, nanpumep, B3aMOCBS3bIBACT BO3HATPAKICHUE ME-
HeIKepa ¢ TOCTIKEHUSIMHU €ro MOJpa3/ieieHus U Mojaraer, 4YTo TaKoW MOAX0J CIOCOOCTBYET CO3AaHHIO0
aTMocQepsl IPUBEPKEHHOCTH BBIPAOOTaHHOM CTPaTETHH.

[Tpu3biBas K OCTOPOKHOCTU TIpH Hcroyb3oBaHuu nokaszareneid CCII B TpaaumuoHHBIX (GopMais-
HBIX CXEMax pacdyera KOMIEHCAIMOHHBIX BBIIIJIAT HA OCHOBE BHEIIHEW MOTHBALIMM, MBI OTHIOb HE MpPH-
3BIBAEM OTKA3aThCsl OT 3TOM Koppemsiuuu. Posib cOanaHCMpOBaHHOM CHCTEMBI MOKa3aTeleld B 3TOM €IIe
npexncrout onpenenuts. Ho yxe celiuac coBepieHHO sicHO, 4To noOuthes npusHanus CCII Bcemu co-
TPYAHUKAaMU MOCPEACTBOM Pa3HOOOPA3HBIX OMEPEKAIOUINX U OTCPOUYEHHBIX MHIMKATOPOB OyaeT Jocra-
TOYHO TPYOHO, €CIIM CYIIECTBYIOIIAs CHCTEMa BO3HAIPAXKICHUN OCTAaHETCS MPUBSA3aHHOM K KpaTKOCpO4-
HBIM (PMHAHCOBBIM pe3yabraTaM. [1o kpaifHelt Mepe, He0OX0 MO XOTsI ObI CMECTHTh aKIICHTHI.

3AKIKIOYEHUE

B3anMocBs3p Mexky cTpaTerueii KoMImanuu, copMyarpoOBaHHON B cOaTaHCUPOBAHHOM CHCTEME, C
OJIHOHM CTOPOHBI, U €€ LENAMH U MOoKa3aTeNsiMU, — C IPYroi, 3TO TOJBKO MEPBBIM LIAr B UCIOJIb30BAHUU
CCII kak cucrembl MeHeKMeHTa. MHpopMaims o Hell 1o/pKHA JOUTH 10 BCEX OPraHU3alMOHHBIX YPOB-
HEl MpeanpusiTHs. COTPYIHUKOB, TO-MEHEIKEPOB U COBETa AMPEKTOPOB. Llenb 3TOro KOMMyHHUKATHB-
HOTO IPOLECCa COCTOUT B TOM, YTOOBI 3a1a4l KOKIOr0 pabOTHHKA U KaXKAOTO OM3HEM-TIOApa3ieneHus
HaxXOJWIKCh B TIOJJTHOM COOTBETCTBUH CO CTPATETUEH KOMITAHUU.

OpraHn3anoHHOE COOTBETCTBHE I M OTUYETHOCTD CTaHYT Oosiee d((EKTUBHBIMH, €CIH WHIH-
BUIYyaJIbHBIA BKJaJ B JOCTHXXCHHE IMOKAa3aTesei, ONpeneieHHbIX B cOalaHCUPOBAaHHOM cucTeme, Oyner
B3aMMOCBSI3aH C MPOrpaMMaMiy IPHU3HAHMS, TPOABIKEHUS U MOOoMIpeHus. Buapl 3Toil B3auMocBs3H, Oc-
HOBaHHOM 100 Ha TPAAUIMOHHOM MOAXOJe, MO0 Ha CyOBEKTHBHBIX CYXIEHHUSX, Oa3UpyrOIIMXCsS Ha
PacCMOTPEHHUH JIMYHBIX CUCTEM, 3aBUCST OT KOMIIaHUU.

NMPUMEYAHUA

13, W. Lorsch. Empowering the Board //Harvard Business Review, 1995, January/February, P-107, 115, 116.

2 Skandia HasbiBaeT CBOIO CHCTEMY OIMCAHHS 4EIIOBEYECKOro, CIPYKTYPHOIO M KIMEHTCKOro Karmurana «Skandia Navigators, Tax kak oma
HCIIOJIB3YETCs B KAUECTBE HCTPYMEHTA, KOTOPBIil IOMOXET ONpEAeIINTh ABIDKCHHE B Oy/ayIiee, a ClIeA0BaTeIbHO, CTUMYIMPOBATh OOHOB-
JICHUE U Pa3BUTHE».



MABA 10. NNAHbI, PACNPEAENEHUE PECYPCOB, UHULIULATU-
Bbl U BIOOXETbI

COanancupoBaHHas cUCTEMa MTOKa3aTelel UCIIONb3yeTCs Al OCYIIECTBICHHUS HHTETpaluy cTpaTe-
ruH 1 OropKeTa opranu3anun. B rimase 9 Mpl roBoprim 00 YCTaHOBICHUH COOTBETCTBHS MEXKIY YPOBHEM
JIIOJCKUX PECYpPCOB KOMITAHMU U ee crpaTerueil. OJHaKo TOJIbKO 3TOro HeaocratoyHo. B coorBercTBHE
CO CTpaTernel JOJDKHBI OBITh NMPUBEICHBI Takke (UHAHCOBBIC M (pU3MYECKHE PECypCHl MPEATIPHUSATHS.
Honrocpounsie OIOHKETHI KalUTATIOBIOXKCHUHM, CTPAaTETHYeCKNEe WHULMATUBBI U TOJOBBIC THCKPELIMOH-
HBIE 3aTpaThl AOJDKHBI OBITH HAMIPABJICHBI HA TOCTIKEeHHE Lener u nokazareneit CCII.

Mpb1 0OHAPYXHUIIM, YTO UHTETPUPOBAHHBIN MPOLECC AOITOCPOYHOTO IIAHUPOBAHUS U OIOIKETHPO-
BaHMS TEKYIIHX pacxoa0B ¢ ucnoib3oBanuem CCIIT umeet yetpipe komnoHenTa (cMm. puc. 10.1):

1. VYcranoBneHue HAIPSDKEHHBIX 3a7a4 M IUIAHOBBIX MOKa3arenel. Takue 10cTaTouyHO Tpya-
HBI€ IS BBITIOJTHEHHU I IIJIAHbI, ONPEeIEHHbIE MEHEIKEPaMH, 0053aTeNIbHO JOJDKHBI OBITH
MOHSTHI ¥ IPUHSATH BCEMHU PabOTHUKAMU KOMIIAHWHM, HHAYE BIOCIEICTBUU OYIET HEErKO
TOOUTHCS OT KAKIOTO U3 HUX OLIyTUMOU oTAauu. [[pMunHHO-CIeCTBEHHBIE OTHOILICHUS,
Ha KoTopsIx ocHoBaHa CCII, momMoraroT onpenenuTh caMble BaKHBIE (PaKTOPHI, TO3BO-
JSIFOTIME TOCTUYb BBIJIAIONINXCS TIOKa3aTelei, 0COOSHHO B (DMHAHCOBOMW M KIIMEHTCKOH cO-
CTaBJISAIOILINX.

2. Ompenenenue u onTUMU3aNus (paHoHAIN3AIKsI) HHUIUATHB. Pa3pbIBbl MEXIy rpaH/Iu-
O3HBIMH IUTAHAMH, OTPAKEHHBIMU B TIOKa3aTeNsAX cOaNaHCUPOBAHHOM CUCTEMBI, U TEKY-
UMMM [1apaMeTpaMH UX BBITIOJHEHUS O3BOJISIIOT MEHEXKEpaM YCTaHOBUTH TPUOPHUTETHI
JUIS KallTaJI0BJIOKEHUH U pa3paldaThiBaeMbIX IPOrpaMM ACHCTBUMN, HANPABJICHHBIX HA JIU-
KBHJIALIMIO ATUX Pa3pbIBOB. UHUIIMATUBEI, HE UMEIOLIME OOJBIIOTO 3HAYCHUS 1A LieIeh
CCII, nu00 oTKIabIBAIOTCS, TUOO HE MPUHUMAIOTCS BO BHUMaHUE.

3. OmnpezneneHre BaKHBIX MEX(YHKIIMOHAIFHBIX HMHUIIMATUB. MEeHeHKephl BHIOMPAIOT TE U3
HUX, KOTOpbIEe 00ecreyaT CHHEPTu3M YCHIMK pa3HbIX OM3HEC-TIOApa3AeICHUN Uil MaTe-
PUHCKOM KOMITAaHUH B BBIIIOJIHEHUH MTOCTABJICHHBIX MIEPCIEKTUBHBIX 3aad.

4. CornacoBaHUE CTPATETHUECKUX IJIAHOB C TOIOBBIM PaclpeesicHHEM PECYPCOB U OroIKe-
TOM. MeHeKephl YBSI3BIBAIOT A0JTOCPOYHBIC (HAa TPU—IISTH JIET) IJIaHbI C AUCKPEIHMOH-
HBIMH PacX0JaMi ¥ HHTEHCUBHOCTBIO OIOJKETa HACTYIAIOIIETo roa (Bexu). DTH BeXH
MO3BOJIAIOT OTCIIEKUBATH TPACKTOPHIO ABMXKEHUSI OM3HEC-TIOIpa3Ae/iCHHs B TEUEHUE
BCEro MyTEHIECTBUS K IOCTHKEHHUIO CTPATETUYECKUX LEJIEH.

COCTABJIEHUE HAMNPAXEHHbIX NNAHOB

CbanancupoBaHHas cUCTeMa ToKa3aTeneil Hanbosee 3 GeKTUBHA TPH MPOBEICHUH OPTaHU3aAIH-
OHHBIX H3MEeHEHHH. YTOOBI pacTipoCTpaHUTh Cpear PaOOTHUKOB MPEANPHUITHS YOSKICHNE B HEOTBPATH-
MOCTH TIpe0Opa30BaHUil, MEHEIKEPHI JOJDKHBI pa3padoTaTh IUIAHOBHIE IMOKA3aTed HAa TPU—IISATH JIET
BII€pE], KOTOPBIE B CIIy4ae UX BHIIOJHEHHS U3MEHST KOMIAHUIO. DTH 3a1a4H XapaKTepU3yIOT TUCKPET-
HOCTH (IIPEPBIBHOCTD) AESITEILHOCTH OU3HEC-eMUHUIBI. HarnpumMep, eciu X03siCTBeHHAs SIUHUIIA TIPE]T-
cTaBisieT co00i MyOIMYHYIO KOMIIAHHIO, TO IEPe HEll CTaBUTCS LEJb YABOCHHS HITH e1lle O0JIbILIero
YBEJIMYCHUS ICHBI akuuu. Tunnaaple GUHAHCOBBIE TAHOBBIE TIOKA3aTENIN — YABOCHUE TOXOTHOCTH UH-
BECTHPOBAHHOTO KaIllUTalla WK yBeJIWYeHHe o0beMa mpogax Ha 150% B TeueHHe CeAyIOmunX MATH JIET.
DneKkTpoHHas KOMIIaHUs BhIOpaja B KauecTBe (PMHAHCOBOM e pOCT 00beMa IMpoJak BABOE IO CpaBHE-
HUIO C O’KUJAEMbIM PACIIMPEHUEM CBOEH KIMEHTCKOM 0a3bl.
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B TO Bpems kak MeHemKepbl, COCTaBIAs HAPSKEHHBIE IJIaHbl, 0COOEHHO HE CKPOMHHUYAIOT, HETIO-
CpEIICTBEHHBIE MCIOJHUTENIH 3a4acTyl0 MOABEPraloT COMHEHHUIO UX BbinogHUMOcTh. CtuB Kepp, nupek-
Top 1eHTpa odpazoBanus General Electric, Tak 0ObsCHSIET MIPUUYNHY CIIOKHOCTEH, BO3HUKAIOMIUX TIPH T10-
CTaHOBKE MOA0OHBIX 3a7a4. «Cero/lHa OYeHb paclpOCTpaHeHa MPaKTHKa, KOrjla pabOTHUKAaM MOPYyYaloT,
HalpuMep, BABOE YBEIUYHUTH OOBEM NPOAAX HIIM BTPOE COKPATHTh CPOKH NMPOHUKHOBEHHUS HA HOBBIC
poiEKH. OHAKO TIPH 9TOM HET Hi HH(GOPMALINH, HA CIIOCOOOB PELICHHS STHX TPYIHBIX 3312 .,

OcnoBHast mpo0IiemMa 3aKITI0YaeTcsi B TOM, YTO OOBIYHO JIETAI0TCS (PparMEeHTapHBIC MOTIBITKH pa3pa-
00TaTh rpaHIMO3HBIC TUIAHBI ISl OTAEIBHO B3SITHIX M30JIMPOBAHHBIX MPOLECCOB MM KOHKPETHBIX MOKa-
3arteneid. Hamnmydmmm cuuTaeTcsl CIEAYIONIMN MOAXOA. M3YYHUTh ONBIT MOXOXHWX OpraHW3alui, Ipo-
AHAIM3UPOBATh MX MOKA3aTeIH, a 3aTeM B3STh JIyYIIHE 33 OTIPABHYIO TOUYKY MPU COCTABJICHUH COOCT-
BEHHBIX IJIAHOB U 3a1ad. [Ipu Bceill cBOeil pa3yMHOCTH W MPHUBJIEKATEIBHOCTH TakKas MPakTHKa, XOTS H
MPUBOAUT K IMOJYYCHUIO HEKOTOPBIX PE3YNIBTaTOB, HE MOXET O0ECIEUUTh KEJIAaeMOTo MpOophIBa B (u-
HaHCOBOU ACSITEIBHOCTH NPEANPUATHS.

COanancupoBaHHas crcTeMa MOKa3aTelNeil JoKa3aia CBOIO COCTOSITEIbHOCTh KaK MOIIHOE CPEACTBO
BBITIOJIHEHUS CAMbBIX HAaIPSKEHHBIX IUIAHOB, MMOCKOJIBbKY TOCTPOCHA Ha B3AMMOCBSA3H LI€JICH U MapamMeTpoOB
Pa3IMYHBIX BUJOB AEATEIbHOCTH KOMIIAHUH, @ HE HA KOHLENIUH YIYYIICHNUS OTACIBHO B3SITHIX H30JIUPO-
BaHHBIX MTOKa3zaresel. PaccMOTprM 3Tam MOCTAaHOBKY 3ajad B OJHOUM KOMIIAHHUH, 3aHATON B chepe BBICO-
KHX TEXHOJIOTHH, KOTOpbIi mocnenoBan 3a coznanuem nepBoit CCII. [lpe3uaeHT kOMIaHUM MpHKa3al
KOMaHJIe MEHEHKEePOB pa3padoTaTh TAKOW JMHAMHYHBIN IJIaH PA3BUTHS, KOTOPBIH MPH YCIOBUU €O BbI-
MOJIHEHUS <3acTaBUT HAC TOPAMTHCS, a KOJUIETr 3aBUAO0BaTh». CHavana KOMaHa pa3felniach Ha YeThIpe
rpymmbl B cOOTBETCTBUU ¢ yuciaoM coctapitomux CCII. pynma pasButusi 6usHeca (KJIMEHTCKas Co-
CTaBJISAIONIAs) O] PYKOBOJCTBOM BHUIIS-TIPE3UICHTA N0 MAPKETUHTY BBIOpaia CICIYIOIINE LEH: CoXpa-
HEHUE MMEIOLIEHCsl KIMEHTCKON 0a3bl, ee paclIMpeHue U yBeandeHue oobema npojax. [lnan Obut equ-
HOAYIIHO 0J100pEH, MOCKOJIbKY HOBAasl CTpaTerusi KOMIaHUH OPUEHTHPOBATIACH HA CO3AaHHE MAPTHEPCKUX
OTHOIICHUH C KIIMeHTaMHu. ['pyIia 1mo npeaocTaBiIeHHI0 YCIYyr, KOTOPYIO BO3IJIABIISUT BULIE-TIPE3UACHT MO
omepanusM, pazpaboTaia BecbMa HAIPSIKCHHYIO NPOrpPaMMy CBOEBPEMEHHOTO BBIOJIHEHHUS 33aKa30B B
CTPOTOM COOTBETCTBUHU C 3alpocaMu MOTpeOuTelsl, COKpalleHns oobema nepepabotku Opaka u obecre-
YeHHs BBICOKOTO KauecTBa u O6e3omacHocTh. Bee 310 nmpeamonaraio cyecTBeHHOE yayqllIeHne Iporecca
ynpasneHus. ['pynmna o0ydeHus U pa3BuTHUs, JIUAEPOM KOTOPOUM ObLT BUIIE-TIPE3UACHT 10 MEPCOHATY, O-
CTaBWJIA TOCTaTOYHO aMOWIIMO3HBIC 3a/1a4M COKpAIICHUS CEOSCTOMMOCTH M aKTUBU3AIMU MHUIIMATHUB U
WHHOBAIIUi, TpeiaraeMbiX pa0OTHUKAMH KOMITAHWU M BO3HUKAIOIIMX Ha OCHOBE MapTHEPCTBA C KJIMEH-
Tamu. McTOuHMKaMu Takux MHHOBAallMH M MHULMATHUB JOJDKHO OBLJIO CTAaTh JEJIETUPOBAHHUE TMOJTHOMOYUN
COTpYIHUKAM, KOTOPOE, B CBOIO OUepe/Ib, ObIJIO 0OYCIOBICHO MOBHIIICHUEM KB (HUKAINH, ITepeoOyde-
HUEM TiepcoHana W Oojiee OTKPBHITHIM oOmieHneM. OmgHako (uHAHCOBas Tpymma, PyKOBOAMMAs BHUIlE-
Mpe3uIeHTOM 1Mo (prHaHCcaM, OblIa HE CTOJIb MpeanpuuMunBa. [1o ee TmpearnonoKeHusiM, TPUOBUTBHOCTh
KOMIIaHUU MOTJIa BbIpacTu Toibko Ha 20%. Bune-npe3uieHT Bo3paxkana MPOTHB BBICOKHUX IUIAHOBBIX I10-
Kaszareseil, 3a BBIMOJIHEHNE KOTOPBIX HY>KHO OYyAET MOPYYUTHCS MEPEA COBETOM AUPEKTOPOoB. Jlydie mo-
CTaBUTH 00Jiee CKPOMHBIE 3a/la4M M BBHIMOJHUTH UX, CYUTA] OH, YEM HE ONpaBAaTh OXKHUAAHUU PYKOBO-
JICTBA.

[locne nneHapHoOro 3acenaHus, Ha KOTOPOM TIPYIIbI NMPEACTABUIM pa3pabOTaHHBICE WUMHU IUIAHBI,
MPE3UIEHT 3asBIUI, YTO OTPAHNUCHHBIE LIEJIH, TOCTABJICHHBIE (PMHAHCUCTAMH, HEMpueMiieMbl. YieHs! oc-
TaJbHBIX KOMaHJ| corjacuyiuck ¢ HuUM. OO011ee MHEHHE BBIPa3HJI BULIE-TIPE3UACHT 1O onepanusim: «Ecim
MBI B COCTOSIHUM BBIIIOJHUTH T€ TPYAHBIE 3a7a4d, KOTOPbIE ONPEAEIUIN OCTalIbHBIE TPYIIBI B 00J1aCTH
MAapKETUHIa, MHHOBALMNA U O0CITyKUBAaHUS KIIMEHTOB, TO MPHUOBUIBHOCTh HEM30€KHO 1 3HAYUTEIILHO BO3-
pacreT. Mbl JODKHBI 00€CTIednTh 3T0. S IMYHO MPUHUMAI0 Ha ce0st 00513aTEIbCTBO YBEJINUUTH MPUOBLIH
B J1Ba pa3a». EquHOMYIIHO ObUI IPUHST JOCTaTOYHO HAIMPSHKEHHBIN IUIAH 10 POCTY MPUOBIIBHOCTH Hpea-
MPUATHS, KOTOPBIA MOT cleNaTh ero Juaepom orpaciu. [lpu BeiOope 310l nenu 6e3 yBsI3KH C OCTaIbHbI-
MH COCTABJITIOLMMH BPSIA JM YAAJIOCh Obl JOCTHYb TAaKOTo cornacusi. Ho B JaHHOM cUTyaluu peabHO
0003HaYMIMCH (HAaKTOPBI TOTY4CHHS OYNYIIUX BBHICOKUX (PMHAHCOBBIX PE3YJIBTATOB M BCS KOMaHIA MPH-
TOTOBUJIACH B3STh Ha ce0sl COOTBETCTBYIOIINE 00A3aTEIIbCTBA.

Brmouenne B CCII ¢akTopoB MOCTMKEHHS IeJeld W OMepeKalonX HHIUKATOPOB MOMOTAEeT Me-
HEJDKEepaM ONPENeNIUTh, KAKUE OTICPAIMOHHBIC HHCTPYMEHTHI (CTPaTerHyeckoe HHBECTHPOBAHKE, UCCIIC-
JIOBaHUE PbIHKA, NHHOBALIMOHHBIE TMPOIYKTHl M YCIYTH, MepeoOydeHre CIENUaICTOB U pa3BUThIC WH-
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(bopMaIMOHHbIE CUCTEMbI) HEOOXOMMO CO3/1aTh, YTOOBI KOMIIAHHS JOCTHIJIA BBIIAOIINXCS (DUHAHCOBBIX

pe3ynbraToB. [lo HameMy OmbITy, TON-MEHEIKEPHI, 3aHATHIC ONEPAUOHHON ACSITEIbHOCTHIO, YACTO CTa-
BAT Tiepell co0oil 3amaun Oojiee TpyAHbIE, YeM TpeOyeT OT HUX PYKOBOJICTBO, €CJIM YBEPEHBI B TOM, UTO
MOJIy4aT COOTBETCTBYIOLE HHBECTULIMH, PECYPCHI U BPEMSI.

PykoBomuTenn xoMmaHud MOTYT MOTHBHPOBATh COCTaBJIEHME HampspKeHHbIX miuaHoB anst CCII,
HaMEpPEHHO CO37aBas HEKUH Pa3pbiB MEXKIY TEKYIIUMH ITapaMeTpaMH U BaXHEHIIMMHU (PUHAHCOBBIMH I1e-
msivu. Pucynok 10.2 mnmocTpupyeT, Kak 0JHO U3 mmoapasaeneHuil Kenyon Stores ncmnons30Bano J0TUKY
cOaTaHCHPOBAHHOM CHCTEMBI MOKA3aTeNei, s TOr0 4TOOBI YIABOUTH NMPHUOBLTH B TCUCHHUE CIIETYIOIINX
IATH JIeT, — (AHTACTHUECKUI pe3yibTar 10 MPEKHUM MepKaM. Pa3pbiB MEXIy peallbHOCTBIO U TIJIAHOM
coctapisut 1 mupa. gon. [lonayanmy mMeHemKepsl MO onepanusaM pO3HUYHOM CETH IMOJaraji, 4To Ipeoo-
JIETh €r0 HeBO3MOXHO. OJHAKO NPE3UICHT KOMIAHUH HPEAJIOKUI KOMaHAEe MEHEIXEPOB METO]| CLIEHap-
HOTO IJIAHMPOBaHMS, 0A3MPYIONIMIICA HA MPUYUHHO-CIICACTBEHHBIX OTHOIIeHUsIX — ocHoBe CCII (cm.
rnaBy 7). Takoil moaxon MpeAoCTaBUII BO3MOXKHOCTh OMPOOOBATH HECKOJIBKO PA3JIMUHBIX CTPATErHH,
npeskae 4eM 000CHOBATh OKOHYATEIBHBIN BBIOOP. MeHeKephl MOCIIENOBAaTEIbHO pa3iarajin Ieib pocTa
JIOXOJI0B Ha KOHKPETHBIE MPOIIECChI, KOTOPHIE MOTJIM MPUBECTH K €€ JOCTUKECHHUIO!

* YBEJIMYEHHUE YHCIIA Mara3uHoB,;

* YBEJIMYEHHE KOJMYECTBA HOBBIX MOKYIATEeH;

* MPOLEHT CIydyalHBIX MOKYMaTeJIeH, CTABIIUX TOCTOSHHBIMU KIIUEHTAMH;

* COXpaHEHHUE CYIIECTBYIOIIEH KIMEHTCKOW 0a3bl;

* YBEJIMYEHHUE CPEIHETO KOJMYECTBA MPOAaK Ha OAHOTO MOKYMIaTes.

OueHke MOIBEPIINCH HECKOJBKO cueHapueB. OnWH M3 HHUX Hpearojarail COXpaHEHHE MNpeKHen
CTpaTEernuy pa3MEIEHUs: Mara3uHbl Paclojio’KeHbl B 3[aHMAX MO NpUHLHUIY rajeped. CoriacHo 3ToMy
CIICHAPHIO, ISl YIIBOCHHS NMPHUOBUIM 32 TSITUJIETHE MTOKa3aTeNb YHcia MpoJak Ha OIUH KB. (YT JTOIDKEH
Ha 50% mpeBBICUTH Y4 OTpacieBoi pe3ynbraT. HUKTo He ObUT TOTOB B3SITh Ha ceds Takue o0s3a-
TEJBCTBA, TIOATOMY TPEAIOKIIN ATBTEPHATUBHBIN CIIEHAPHIA, TT0 KOTOPOMY TPeOOBaIOCh CO3/1aTh HOBBIH
THIl Mara3uHOB, Pac MOJOKEHHBIX B HETPAIUIMOHHBIX MecTax. [locie cooTBeTcTBYIOIIEH OLIEHKH U 00-
CYXKIECHHH O0Ka3ajocCh, YTO MPOEKT OOOCHOBAaH M B CIIydae €ro pealM3aliy NOCTaBJICHHas 1eyb Oyaer
JOCTUTHYTA 32 cYeT yABOeHHUs (MM ele OOJBIIero yBeInueH s:) 00beMOB Mpoax. Bee 3To moBiekio 3a
co0oii mepecMoTp 00IIeH CTpaTeTn KOMITAaHHH.

[Ipouecc nnaHupoBaHusi, OCHOBAHHBIN Ha IPUYMHHO-CIICACTBEHHBIX CBA35X, MO3BOJIMI Pa3I0KHUTh
KaXXYIYIOCSI Ha TEepPBbIN B3IJISA HEBBIIOJHUMOM 3a7auy Ha 0oJyiee MEJIKUE COCTaBJIAIOIIME, PELUIeHHE KO-
TOPBIX MIPUBEIO K TJIABHOM 1€/ — yBEeIU4EeHUIO 10X0A0B. bosee Toro, CCII npenocraBuia HHCTPYMEHT
JUTA KOHTPOJIS 32 pealn3anueid CTpaTeruu.

ONMPEAENEHUE CTPATET'MYECKUX MHULIMATUB

Kax TonpKO TOCTaBIEHBI 3a/1a4d JJIST BCEX YETHIPEX COCTABJISIFOIINX COATaHCHPOBAHHOW CHUCTEMBI
ToKa3aTenel, MeHEDKEPHI TOJDKHBI OMPENEINTh, HACKOJIBKO HE0OXO0 MBI HOBBIE MHUIIMATUBBI K MOYKHO
JIW CIPABUTHCS C BHITIOJHEHWEM IIJIaHA MPU HAIMYWU UMEIOIMXCA pecypcoB. Kak mpasmiio, kaxmoe
MPEANPHUATHE UMEET MHOXECTBO TAKMX WHUIIMATHB, KOTOPHIE HAXOJATCS B MPOIECCE pean3aliii, Ha-
pyUMep yIpaBIeHHUE Ha OCHOBE Ka4ueCTBa, JSIETHPOBaHNE TIOTHOMOYHI MTEPCOHAITY, TpeoOpa3oBaHwUe.

K coxanenuto, 3T MHUIIMATHBBI 9aCTO HUKAK HE CBS3aHBI co crpaTerndeckumu nensmu CCII. Ta-
KM 00pa3oM, peann3arius uX IPOUCXOJUT HE3aBUCUMO APYT OT Npyra, MOAAEP KUBAIOTCS OHU Pa3nd-
HBIMH CTPYKTYpaMH, HEPEIKO KOHKYPUPYIOIIMMHU MEXKIy cCOOOU 3a CKYTHBIE PECYPCHI, CPEIU KOTOPBIX
camblii TeQUIMTHBI — BHUMAHUE U BpeMs TOM-MeHeKepoB. Eci jke B kKauecTBe KpacyrojabHOrO KaM-
HSI CHCTEMBI MeHeKMeHTa kKommanust ucronb3yeT CCII, pa3zHooOpa3Hble HHUITMATHBBI MOKHO C(OKYCH-
pOBaTh Ha OPTraHU3AMMOHHKIX [ETX, MTOKA3ATENAX U 33a/1a9axX.

dopMyIMpOBaHUE W MOOWIN3AINS WHUIIMATAB HA JOCTHIKEHUE CTPATETUICCKUX 3a7a4 — TBOpUE-
ckmif mporiecc. JIJis Toro 9To0B! YIOPSAAOYUTE €T0 W HAlpaBUTh B HYX)Hoe pycyo ¢ momotbio CCII, cy-
LIECTBYIOT TPH crocoba:

1) mporpaMma «HeI0CTArOIIEero MOKa3aTes;

2) mporpamMMbl MOCTOSIHHOTO COBEPIIICHCTBOBAHMS, OCHOBaHHBIC HA TEMITaX U3MCHCHUN;

3) mporpamMMbl CTPATErHYeCKUX HHUITMATUB, TAKUX KaK MEPECTPOUKa U PECTPYKTYpHU3aLUs, CBSI-

3aHHBIEC C PAIUKATIBHBIM YCOBEPIICHCTBOBAHUEM KITFOUYCBBIX (PAKTOPOB JIOCTHIKECHUS PE3yIbTa-
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Pucynok 10.2. CocTaB/ieHHe HANPSIZKEHHbIX MJIAHOB, 0CHOBAHHBIX HA MPHYMHHO-CJI€ICTBEHHbIX
cBm3sx B Kenyon Stores

Mporpamma «HegocTalowWwero nokasarens»

[TepBbic BO3MOXHOCTH COBEPIIICHCTBOBAHUS JICATEIBHOCTH BO3HUKAIOT Cpa3y ToOCie pa3pabOTKu
CCII, mockoJibKy, KaKk MpaBHJIO, HE XBaTaeT JAHHBIX MO MeHbinei mepe mist 20% mokasareneii. Berom-
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HUTE DIaBy 6, B KOTOPOH MBI O0CYX/Ia¥ CKYJAOCTh MApaMETPOB JIJIsl COCTABIISIONICH OOYUCHUS U Pa3BH-

THs TIepcoHaNa. B maHHOM ciydae OTCyTCTBHE IMOKas3areliel He 03HavYaeT HEeAOCTaTKa JAHHBIX. JTO MPO-
Oyiema MeHeKMeHTa: «He MoKellb OIeHUTh — HE CMOXKEIb YIpaBiATE». Eciau oTcyTcTBYyeT mHpOpMa-
[Hsl TI0 TOMY WJIM HHOMY TTOKa3aTeNio, YIIpaBiIeHUE MPOIIECCOM JOCTIKEHUS CTPATErMUECKON 1em 00
HeaJ[eKBaTHO, TNO0 HEBO3MOKHO BOBCE.

Hanpuwmep, mast National Insurance sto kacaercst mokasareseii 000CHOBAaHHOCTH 3asiBJICHHUN O BbI-
IJIaTe CTPaXxOBOTO BO3MEIIEHUS, YIOBICTBOPEHHOCTH aKIIMOHEPOB, YPOBHS KOMIIETEHTHOCTH CITYXKaIUX;
s Metro Bank — 310 u3ziepskku 00CTy)KHBaHUS JCTIO3UTHBIX CUETOB, J0JISI II€JIEBOI0 CETMEHTA PhIHKA,
MmoKaszaTesib ONIMOOK MPHU OKAa3aHWHU YCIIYT, a TaKKEe YPOBEHb KOMIICTEHTHOCTH IepcoHana; 1t Pioneer
Petroleum — coxpaHeHue KIMEHTCKOW 0a3bl, KaueCTBO PabOThI IUIIEPOB, KAUECTBO OOCITYKHUBaHUS U
TEXHUYECKass KOMIIETEHTHOCTh. JJI1 KaXKI0W U3 3TUX KOMIAHUN HATMYUE «HENOCTAIOIIUX NOKa3aTeei»
TakoW WHGpOPMAIUK 03HAYAJIO, YTO MEHEKEPBI HE CIPABJISIOTCS C YIMPaBJICHUEM O0YEHb BAXKHBIMH TPO-
1eccaMu, KOTOPBIC B HACTOSIIIMI MOMEHT SIBIITFOTCS PEIIAIOIINMH JIJIsI CTPATETHIECKOTO yCIexa.

Tak, HeciocooHocth Metro Bank ornieHUTh M31EPIKKH 00CTY)KHBAHUS JCTIO3UTHBIX CUETOB O3HAYa-
JIa, 9TO MEHEDKEPHI 10 MApKETUHTY HE MOTYT ONPEACIUTH, SIBISIOTCS JM TaKUe B3aWMOOTHOIICHUS C
KJIIMEHTaMU TPUOBUTHPHBIMHA JIJII KOMITAaHWH. Pa3zpaboTka 3TOro moxasarensi MpuBeiia K paclIiupeHuro 1c-
MTOJB30BaHUSI MOJIENH pacdera ce0SCTOMMOCTH MO BUAY XO3SHUCTBEHHON AESITENFHOCTH HE TOJBKO IS
OTIpEIETICHNUSI CTOMMOCTH YCIYTH, HO W JIJIsl OIICHKH MPUOBUIPHOCTH KIMEHTOB. JTa MHUIIMATHBA MO3BO-
mia Metro Bank mepecMoTperh CBOM MpEIOKEHHS [ICHBI U YCIYT IS 1IeJeBOTO cerMeHTa phiHka. He-
ymenne National Insurance mposepuTh cTerneHh 000CHOBAHHOCTH CTPAXOBBIX HCKOB OTPAXKAIO C1ab0CTh
MEHEIKMEHTa B KOHKPETHOW HuIie OW3HECa, a CIe0BATEIbHO, SBISIOCH MPENIATCTBUEM JJIsI OCYIIECTB-
JICHUS CTPATETUU KOMIAHUU B IEJIOM. J[7I1 TOTO 9TOOBI MCIPABUTH MOJIOKEHNE, OBLIO MIPUHSATO PEIICHUE
Pa3BUTH HOBBIN MOJIXO/ K MPOIIECCY YIPABICHUS KaKIbIM KOHKPETHBIM HampasieHrneM. Komnanus Pio-
neer Petroleum He Morjia U3MEpHTh CTEMEHb COXPAHCHUS KIIMEHTCKOM 0asbl, a 3TO yKa3bIBaJO Ha Hed(]-
(DEKTUBHOCTH YIPaBJICHUS CUTYyallUed B IIEJICBOM cerMeHTe pbiHKa. Co371aB COOTBETCTBYIOIIMIA MMOKa3a-
TeJb, MEHEKEPHI 110 MAPKETHHTY MOJYIMIIN MEXaHU3M cOOpa JaHHBIX U MOHHTOPHWHTA MPEANOYTSHUN
IIETIEBBIX KIINEHTOB.

B kaxnom nmpuBeneHHOM cllydae HEAOCTAIOMIMM MOKa3aTeNb SBJSIETCS JIMIIb BEPXYILKON aicoepra.
CocraBnenue nporpamm cbopa JaHHBIX, COOTBETCTBYIOIIMX TaKUM IOKa3aTessiM, BIEKJIO 3a coOoi pas-
pabOTKy CTpaTermuecKnX WHUIIMATHB, KOTOPHIE KO BCEMY MPOYEMY IMOMOTJIA YCOBEPIIIEHCTBOBATH MeE-
HEJDKMEHT OCHOBHBIX BHYTPEHHHX OW3HEC-TIPOIieccoB. Bee 310 sBisercss 0COOCHHO BaKHBIM JIIST JOCTHU-
xeHus 3OOEKTUBHOCTH ACITEIBHOCTH JIFOOOTO MPEATIPUATHS.

npOFpaMMbl NOCTOAHHOIO coBepLieHCTBOBaHUA, OCHOBaHHbIe Ha TeMnax Us-
MeéHeHUnun

Menemxepsl AOKHBI ONPEAETUTh, KAKUM 00pa3oM OHM OyIyT pemaTh CTpareruuyecKkue 3aJaud:
HEMPEPBIBHBIM COBEPIICHCTBOBAHUEM, MPUMEHSIS YIPaBJIEHUE HA OCHOBE KayecTBa, WJIM €IUHOBpPEMEH-
HOW MOJIEpHH3AaIMEl, HapUMep MEpPECTPONKON WM pecTpykTypusamnueil. IIporpamma ynpaBieHus Ha
OCHOBE KayecTBa JEHCTBYET B paMKax CYIIECTBYIOIIUX IPOLECCOB M MPEAINOJAraeT CUCTEMAaTHYECKOe
pemeHre npobaeM, CBSI3aHHBIX C YMEHBIICHHEM W B MTOTE C MOJHOW JIMKBUAANWEH Ne(EeKTOB U HEI0C-
TaTKOB, NPUCYIIMX 3THM IpolieccaM (HampuMmep, HECBOCBPEMEHHBIC MMOCTABKH, MPOCTOU, OpaK, OUIHOKH,
BO3HHKAIOIINE B CAMOM TIpOIIecce, HEKBAIM (PUIIMPOBAHHBIH TIepcoHat). ENMHOBpEMEHHBII MOIX0, WIIH
MepecTpoiiKa, MPEAroaracT pa3padoTKy U MPUMEHEHHE COBEPIIEHHO HOBOTO METOa Ul BHYTPEHHETO
ousHec-mporecca. CauTaeTcs, 9To CYIMIECTBYIOIIHI MPOIecc aOCOIOTHO HEMPUTOAEH U TPeOyeT MOITHOTO
repecMoTpa.

B toMm cnydae, koraa npuMeHsieTcsl HOAX0A MOCTOSIHHOTO COBEPILICHCTBOBAHUS, CJIEAYET UCIOIIB30-
BaTh METOJUKY OLICHKH TEMIIa U3MEHEHUW, KOTOPas MO3BOJSIET MPOCIEANTh MPAaBUIBHOCTh TPACKTOPUH
JIBUKCHHS TIPEONPUATUS K cTpaTerndeckuM HessiM. OIHUM U3 MPUMEPOB MOXKET CIYXHUTh MOKA3aTelb
«IOJIOBHHBI», pa3padotanublii B Analog Devices (cM. riaBy 6), ¢ MOMOIIBIO KOTOPOTO OMPEACISIOT Bpe-
MsI, HeoOxXomuMoe Jiisi cokparienns Opaka Ha 50%. DToT cnocob mpeamnonaraet, 4To NpU YCIOBHH YC-
MEIIHOTO YIIPaBJICHUS HA OCHOBE KauecTBa COKpalleHue Opaka OyneT mpOUCXOAUTh C MOCTOSTHHOM CKO-
pocTbio (st Kaxaoro SO-MPOIEHTHOTO COKpalieHus: Opaka TpeOyeTcss OHO U TO K€ YHCIIO MECSIIEB).
VYcraHoBUB KO((GHUIIMEHT CHIKCHUS, a 3aTEM U JIMKBUIAINH 1e(PEKTOB, MEHEHKEPHI TIOTYIHIA BO3MOXK-
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HOCTb YTBEP)KIaTh, YTO OHU HAXOMAATCSA HA IYTH IMOCTOSHHOTO COBEPIICHCTBOBAHHS, KOTOPBIN MPHUBEICT
K ITOCTABJICHHBIM II€JISIM 3a OTIPEIeICHHBIN TIEPUO BPEMEHH.

OnHa KOMIaHHUS — MPOU3BOAMTENL TOBAPOB MPOMBIIIIIEHHOTO MOTPEOICHUS UCIOb30Baa KOH-
HEMIHIO <AT0JIOBUHBI» [T pa3pabOTKU MOKa3aTes sl HHHOBAIIMOHHOCTH. MHIEKC MOCTOSIHHOTO COBEPIICH-
CTBOBaHUSI 3aBUCEJI OT CTPATETHYECKH BAKHBIX MOKa3aTesieii BHYTPEHHUX OM3HEC-TIPOIIECCOB, B TOM YHC-
JIe OT:

*  YacTOTHI MPETEH3UI KIIMEHTOB,;

*  [epuojia peleHus MpooIeM;

*  IOKa3aTeisl HeCYACTHBIX CITyJaeB;
* mpoueHTa Opaka,

*  KOJMYecTBa MPOCTOEB.

Jlnst Kaxmoro mapamerpa ObUT YCTaHOBJICH HENIeBON KOA(P(PHUIIMEHT COBEPIICHCTBOBAHUS, TIPU STOM
MCIOJIb30BAIA KOHIICTILINIO «ITOJIOBUHBI» U BBEJM B JCHCTBHE COOTBETCTBYIOIINE WHUIMATUBHL. MHIEKC
MTOCTOSTHHOTO COBEPIIEHCTBOBAHMSI OLCHUBAJ MPOLIEHT ITOKa3aTeNeil, KOTOPBIE JJOCTHUTAIIN MITH TIPEBhIIIa-
JIM YCTAHOBIICHHBIH JI1 HUX KO PUIHEHT.

CTpaTequecxue UWHUUMNaATUBbLI, HanpaBJieHHbleé Ha paguKaribHoe yny4dlleHue
dJaKTOPOB AOCTUXEeHUA pe3ynbTaToB

Hepenko menemxepsl NpUXOIAT K BBIBOY, YTO PELICHUE JIOKAIBHBIX MIPOOJIEM U MOCTOSIHHOE yCO-
BEPIICHCTBOBAHUE BHYTPEHHUX OM3HEC-NPOLIECCOB HE TOAATCS Ui BBIMOJHEHUS CTPATETHYECKUX IIa-
HOB, PAaCCUUTAHHBIX HA TPU-IIATH JIET. DTO O3HAYAET, YTO BO3ZHUKIA HEOOXOJUMOCTh pa3pabOTKU COBEp-
MIEHHO HOBBIX Iyrell peanm3aruu neneit. Tak, CCII craHOBHTCS OCHOBOH JJIsl IPUHSTHS PEIICHHUH O pas-
paboTKe U MPUMEHEHUH OPTaHU3allMOHHON MEPECTPONKN U PECTpyKTypu3anuu. MeHemkepsl Npearnoin-
TalT PaJUKAIbHBIN cI0co0 MpeoOpa30BaHUsd HEKOTOPBIX KIHOYEBBIX OW3HEC-TIPOLIECCOB, MMEIOIIUX pe-
mIaroIiee 3HadeHue I BBIIIOJHEHUS CTPATErHYeCKUX 3aad, 1Mo MporpaMMaM PEKOHCTPYKLUHU TeX Hpo-
LIECCOB, KOTOPBIE CYJAT HEMEAJCHHYIO Boirony. Ho B oTiinume ot TpaAMLIMOHHBIX IPOTPaMM MEepecTpoii-
KH, LIeJb KOTOPBIX — 3HAYUTEIBHOE COKPAIIEHUE U3ACPIKEK, PE3YAbTaThl «PaJUKaIbHBIX» IPOIPaMM HE
CIeAyeT U3MEPATh B COKOHOMJICHHBIX AoJulapax. LleasiMu Takux MpoeKTOB MOTYT OBITh 3HAYUTEIIBHOE
COKpAlICHHE BPEMEHHOTO LMKJIA BBITOJHEHUS 3aKa3a, ONTUMHU3ALMUS [IPOIBUKEHHSI HOBOTO MPOAYKTa Ha
PBIHOK ¥ TIOBBIIICHNE KBATM(UKANN NepcoHaa. DTH He(hPUHAHCOBBIC 3a/1a491 MOTYT OBITh HCIOJIB30Ba-
HBbI 111 OOOCHOBAaHUS M MOHUTOPHHIA CTpaTreruueckux MHUUuatus, nmockoibky CCII ycranaBmuBaer
B3aMMOCBSI3b JIaHHBIX TIOKa3aTeNeil ¢ KpymHBIMU (PMHAHCOBBIMHU yCTIEXaMH KOMIIAHUU B Oy/IyIIeM.

Ho 4to camoe BaxkHoe, ucnonb3ys cozunatensHyto cury CCII mis peanu3auuu nporpamm mnepe-
CTPOMKH M PECTPYKTYpHU3aLNH, OPTaHU3AIHS HMEET BO3MOKHOCTH C(POKYCHPOBATh CBOM YCHIIMS Ha 3aja-
yax, pelIeHrue KOTOPbIX HEM30EXKHO MPUBEAET K 00IIEMY POCTY M Pa3BUTHIO, @ HE TOJBKO K COKPAILICHUIO
pPacxoA0B M yBEIMYEHHUIO MPOU3BOAUTENBHOCTH. M CHOBa pemIalomMU I 3TOTO IpoLecca SBISIOTCS
BomomieHHbie B CCII mpuunHHO-ciencTBeHHbIe CBsi3u. Benomuute mpumep National Insurance (cm.
rnaBy 7), koTopas paspabdorana ceoro CCII, mocraBuB 1ellb — CTaTh JIYYIIHNM CIICIUAINCTOM B BOTIPOCAX
ctpaxoBanus. COanaHCHpOBaHHAs cUCTEMa IOKa3zaTeled craja OTHPAaBHOM TOYKOW ISl MEPECTPOMKH
MPOLIECCOB CTPaxOBaHUs, B PELICHUN CTPAXOBBIX CIIy4aeB U yIpaBJIeHUU OM3HEC-TIPOLIECCAMH .

Ha pucynke 10.3 npencrasieHo, kak cOaJaHCUpOBaHHAs CHCTEMa MoKas3arenel, paspaboTaHHas Ha
BBICIIIEM OPTraHU3AalMOHHOM YPOBHE, JETAIM3MPOBaHA B ONEPALMOHHYIO MOJENb MPOLECcCa CTPAXOBAHUS.
JlaHHas1 MOJIENb BBISBISIET T€ (PAaKTOPHI IpoIIecca CTPAXOBAHHSA, KOTOPBIE MOTYT CTaTh PEHIAFOIIMMHE JIJIs
JOCTIDKEHHS pe3ynbTaroB, oTpaxkeHHbIX B CCII. Hanpumep, oann u3 mokaszareneir CCIT — koaddumu-
eHT MOTEPh — JOCTHIACTCS TPEMs CIIOCO0aMK: BIOOPOM YYETHOM 3amucH (OTYETHOCTH), TOYHBIM LIEHO-
o0pa3oBaHMEM M COKPAIICHHEM KOJMYECTBA 3asBJICHUN O BBIIIATE CTPAXOBOTO BO3MEILICHHUS, KOTOPHIE, B
CBOIO OYepelb, ONPEICISIOTCS WH()OPMUPOBAHHOCTHIO KOMITAHUU O BO3MOKHBIX PUCKAaX M HEMPEIBUICH-
HbIX oOcrosATenscTBax. OnepandoHHAas MOJENb CTPaxOBaHUS TEHEPHUPOBaja CO3JAaHHE CHCTEMBI
«Desktop» (HacTosibHAs KOMITBIOTEPHAS! CUCTEMA MOACPIKKHU JAaHHBIX) JIJIsl IOMOIIM CTPAaXOBBIM areHTam
B cucremarusaiuu u oomeHe uHdopmanueii (cMm. puc. 10.4). Ipusszannas k CCII, oHa mo3Bosmiaa pas-
paboTars 1iaThopMy HHOOPMAIIMOHHBIX TEXHOJIOTHH, OPHEHTHPOBAHHYI0 HA pEANM3aIlUio0 CTpa-
TErMYECKON LIEJIM KOMIIAaHUM — COBEPLICHCTBOBAHME IPOLECCa CTPaxOBaHMs, KOTOpPas BIOCIEACTBUH
Jlana pyKOBOJCTBY OCHOBAHWE Ui WHBECTHPOBAHUS B JIOJITOBPEMEHHBIC ()aKTOpPHI, B TOM YHCIE B MH-
(bopMaroOHHbIE TEXHOJIOTHH, YTO B KOHIIE KOHIIOB HEM30EKHO MPUBEIET K (UHAHCOBBIM yCTIEXaM.
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CbanaHcMpoBaHHAA CUCTEMa NoKazaTenen
Crparternyeckue Crparerm4eckne CTpaTerHyecke nokKazaTenu
uenu WHULMATHEBI
OTcpoyeHHbIe HHOUKATOPSI Onepeskawummue HHOMKATOpPbGI
CrpaxopaHue Mogepumzaumn -« Koahhuument notepe « Kontpont 2a uenatu
A0MHHO npouecca
GbITE CTPax0BaHuA « Koadhpuument satpar LA USRS
N G NPoUEecca CTPaxoBaHHA
=]
]
g wUactora cTpaxoebix
= Cnyvyaee
=5
s
] a CepbeiHOCTL CTPAXOBLIX
X
2 Cnyvyaee
=
[1~]
F
= Mpeaynpexaenne BzauMoceAzb
I | noAaBneHuA 3aABNEHMH
E 3aABNEHUIA 0 CTPAX0BOM
' | o ctpaxoeon BOIHEWEHMH,
: BO3ZMeWeHHH KOHTpONA
S | u konTpOnE 3@ NoTepAMN,
2 | 32 HUHK BbICOKOKAYECT-
g BEHHOTO ayAaMTa
=]
E M CTPAX0BaHHUA
=
2
OnepauMoHHaA HOAENE CTPpaX0BaHHWA
o T N
JbdekTueHbIE JtpdexTueHOE
OTHOWEHHUA CTpaxoBaHue
C KNUEHTaMH

T !

i Cokpawenue CokpaweHue 3aTpar
Y¥eenu4enue obbema koadhuumenTa W PHCKOR KIHEHTOB
npoaai/koacduument’ noteps
npogax
&
] ]
Bpewua CokpaleHue
peakuMn Bribop Tounoe 4Yucna :asAeneHui Huopun-
CHCTEHLI ueHoobdpa- 0 CTPax0BOM poBaHue
yuera F0BAHNE BO3HEEHNH KNMEHTa

— ) p

JiexTueHOE
PYKOBOACTED

T

.HHIZIJDpMaI.I,I'lH 0 pUCKax
W HENPEABUABHHbIX
0OCTOATENLCTEAX

ObyyeHue
YNpaeneHno pUcKamm

Pucynok 10.3. [Toka3aTtenn aesitesibHocTH National Insurance, orpaskaromnme cJioKHbie 6a30BbIe
OM3Hec-nponecchl
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OnepauMoHHaA MOJENL CTPaxo0BaHUA
It ekTnBHBIR Ipdextuenoe
OTHOWEHUA CTpaxoBanue
C KNMHEHTaMK T
' Cokpamenne CokpaweHue zaTpart
YeenuyeHue obLewna ko3adpuumMenTa U PUCKOB KITWEHTOB
nposax/KodthdHUHeHT' noTepb
npoaax
P Y
T ] ]
Bpena CoxpameHnue
peakuun Beibop Tounoe 4MCNa 2aABNEHHI Hudpopun-
CHCTEMBI ueHoobpa- 0 CTPaXOBOM poBaHue
y4eTa 30DBaHKe BOIHMEMEHUH KNHEHTa
IddexTnBHOE O6yuenue
PYKOBOACTED YNPaEneHno pUCKamu
} 1
Huoprauma o puckax
W HENPEABHABHHBIX
0OCTOATENLCTBAX

Mpouecc nogaepHKKH

5. ObdMeH wHopraumen

4. HHdpoprauma (zHaHWA)

3. Keanudukauma

2. BozHarpaxaeHue

1. Npouecc

Pucynok 10.4.
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CbanaHcupoBaHHaA cUCTEMa NOKazaTenen

BEICOKDKa1ecCT-
BEHHOID aynuta
H CTpaxoBaHuA

Crpaternveckne Crpaternveckne CrpaTternvyeckne noka3aTenu
uenu WHHUMATHELI
OTCpoYeHHBIE HHAWKATOPBI Onepexanwme HHIWKATOPbI
CrpaxoBaHue MopepHuzauna -# KoadypuuneHt notepe 4 Kontpons 2a ueHamu
AOMHKHO npouecca
ObITE CTpaxoBaHuA « Koachduwuuent zatpar *0npoc o kavecTee
@ [npuGbimneHbm NpoUECCa CTPaxoBaHuA
8
2 #» YacToTa cTtpaxoBbix
= CNy4aes
=
s
e # Cepbe3HOCTL CTPAaX0BbIX
z CRy4aee
=
L=]
kg
£ | Mpeaynpexcaenve | Biaumocease
T | NoABneHuA 2afABNEHUN
E 3aABNEHWN 0 CTpaxXoBOM
£' | O CTPAxX0EDM BOIMEIEeHUN,
2 BOZHEWEHMUN KOHTpONA
g | W KOHTRORE 33 NOTEpPAMM,
2 | 3@ HumK
=
=
-]
=
5
=]
5]

\//

Crpykrypa cucrenbl "Desktop”

Cetb

baza naHHbIX

oDHeHa
uHhoprauuei

Pectpykrypusauust National Insurance

Pabouyui npouecc
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Koneuno, HeoOX0qUMO pPaccCMOTPETh BCE MMEIOIIMECS HHUIIMATUBBI M ONPEACIUTh, HACKOJIBKO OHH
OyayT crocoOCcTBOBaTh AOCTHXKEHUIO 1eneil, mocraBiaeHubix B CCII. Hampumep, Bckope nocie ciausiHus,
B pe3yabTaTe KoToporo odpaszoBaics Metro Bank, on 3amyctun B neiictBue 6omee 70 nporpamm, Harie-
JICHHBIX Ha co3/aHue 0oJiee KOMIIETEHTHOTO M YCIIENTHOTO (PJMHAHCOBOTO WHCTHUTYTA, OJHAKO HU OJHA M3
HUX HE OblIa MHTETpUpOBaHa B o0uIyt0 OusHec-cTpareruio. [Ipu paspaborke CCII pykoBoacTBo OGaHKa
nub0 oTBEprio, MO0 OOBEAMHUIO MHOTHE W3 3THX Hporpamm. B wacTHOCTH, Takas ydacTe MOCTHUIJIA
MPOrpaMMy MapKEeTHHTa, LEJbl0 KOTOPOi ObUIM KIMEHTHl C OY€Hb BBICOKMMH J0XOJAMHM, a TAKXKe Ipo-
rpamMMy TOBBIIICHHS KBaJH(PHUKAINN CIIEHAATUCTOB IO MPOJaXKaM, YPOBEHb KOTOPBIX OCTABISUI XKeJaTh
ny4mero. Bmecto Hee Obula BHeApeHa OoJiee mIMpOKas mporpaMma mo nepeoOydenuto. Ee crparernue-
CKO 3aadeii ObUIO MpeBpaIieHne CIEIHAINCTOB IO MPOakaM B KOMITETEHTHBIX (PMHAHCOBBIX KOHCYJIb-
TaHTOB, CIIOCOOHBIX MPOJ1aBATh INPOKUNA CHIEKTP HOBBIX YCIYT.

OueBuaHA TaKKe B3aUMOCBSI3b MEKAY MHBECTULIMOHHBIMU PELICHUSMH M CTPAaTErMYECKUMH ILjia-
HaMy KomrnaHuu. HecMoTpsi Ha 04EBHIHOCTh CKAa3aHHOTO, MHOTHE OPTaHHU3aIlMM Ha MPAKTUKE HUKAKAM
00pasoM HE COOTHOCST CBOM MHBECTHIIMM C JOITOCPOYHBIMH CTPATErMYECKHMH MPHOPHTETaMU>. Bob-
IIMHCTBO KaNHUTaJIbHBIX BIIOKCHHH OOOCHOBAHBI YACTHBIMH (PUHAHCOBBIMH ITOKA3aTENSIMH, HalpHMep
OKYIAa€MOCTbIO MHBECTHUIMI MM AUCKOHTUPOBAHHBIM JCHEXKHBIM IMIOTOKOM, KOTOpble 0OBIYHO HE BCernaa
COOTBETCTBYIOT CTPATETUYECKIM BO3MOKHOCTSIM HJIM AK€ TAKTUUECKUM 3a/ladaM yCOBEPIICHCTBOBAHUS
TaKkuX HE(UHAHCOBBIX ITAPaMETPOB, KAK Ka4eCTBO, CTETICHb YIOBJIECTBOPECHHOCTH KJIMEHTA, a TaKKe ypo-
BEHb PO(ECCHOHANN3MA PAOOTHHKOB®,

Kak mpaBuiio, Ton-MeHeKepsl OTPUIAIOT TOT (aKT, YTO MPHU MPUHSATHH PEIICHUH O KallUTalIOBIIO-
KEHHUSX PYKOBOJCTBYIOTCS TOJIBKO (PUHAHCOBBIMH ITOKA3aTEISIMH.

OHM MPU3HAIOT, 9TO (OPMATBHBIA aHAIN3 TUCKOHTHPOBAHHOTO JIEHEKHOTO TIOTOKA SIBISIETCS JIAIITH
4acThio O0Jiee CIOXKHOTO Mpolecca pacnpeneneHuss pecypcoB. OHHM BIOJHE OTAAIOT ce0e OTYET B TOM,
YTO WHBECTHIMHM MOTYT BJIUSATh HA KOHKYPEHTOB, KOMIIAHUIO U PBIHOK KalUTajla 3HAYUTEJbHO CHJIbHEE,
9eM pacdeTsl AMCKOHTHPOBAHHOTO JEHEKHOTO MOTOKA . M TeM He MeHee B GOJBIIMHCTBE CIIydacB Mpei-
MPUATHS TPOJIOJDKAIOT PACIPENESTh PECYPChl, UCIOIb3YsS COCTABICHUE TAKTUYECKHX OIOIKETOB Kamu-
TAJOBJIOKEHUI B COOTBETCTBHH C JIETKO MCYUCIIIEMBIMU (PMHAHCOBBIMH TOKA3aTEISIMU OMIKAWIIMX Jie-
HEXHBIX TOTOKOB. OHU HE BKJIIOYAIOT PAa3BUTHE JOJTOCPOYHBIX BO3MOKHOCTEW B MPOLIECC MPUHITHS pe-
LICHUH 1O paclpelienennto pecypcoB. COanaHCcHpoBaHHAs CHCTEMa IMOKa3aTeleld MOMOTaeT MPEeoaoieTh
3TOT Pa3pbIB 3a CUET UHTETPALMK CTPATErHYECKUX UEH U MpoLecca pa3MeIIeHUs PECYPCOB.

Hanpumep, oana u3 xommanuii ucnoib3yeT nokazaremn CCII nist oneHKH BO3IEHUCTBUS KaKIOM
noTeHuuanbHo i nuBectunmu (cm. puc. 10.5). Onpenenena mkana OTHOCUTEIBHOTO «BECa» ISl MapameT-
POB, KOTOpBIE OKa3bIBAIOT 3HAUYMTEIIFHOE BIUSHUE HA TaKWE TEKyIIne (pUHAHCOBBIC IMTOKA3aTeNH, Kak J0-
XOJHOCTh KaluTajla ¥ MPUOBUIBHOCTH, @ Takke (DAaKTOPBI MOJMydeHUsT Oynymux (UHAHCOBBIX PE3ylbTa-
TOB, HAIIpUMEP KaueCTBO, YPOBEHb OOCIYKUBAaHUSI U COXPaHEHHUE KIIMEHTCKOM 0a3bl. BeiOuparorcs: camblie
«TSKEJIbIE» WHBECTULIUH, KOTOPBIE HE BBIXOAT 332 PAMKH OI0OJ[)KETa KAITUTATIOBIOXKECHUMN.
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Mpoekr '| ®uHaHcoBaA Knuentcran Cocraensawwan CocraenAawwman MpoekTHLIE Bcero
COCTABNAWWAA  COCTABNAOWAA BHYTPEHHUX 00yYeHHA U MHEECTHLMH
OM3IHEC-NpOUECCoB pazeuTHA
20% 20%
XXX 82 XEX XXX
XXX 78 XXX ). 0.4
XXX 76 XXX XXx
XXX 59 XXX XXX
OrpaHH4eHHE HHEECTHUHA
X 48 Xxx 9.4 4
XXX 40 XXX XXX
XXX 32 .64 XXX
XXX 25 XKX XXX

Pucynok 10.5. IIpouecc cocTaBienns 010/1:keTa KaNMTAJI0BJI0KeHHI ¢ ucnoabs3oBannem CCIT

Kommnanus Chem-Pro, npousBoautens moaMMepHBIX U3ACIHN, UCIOJB30BaNA MOJOOHBIH MOIX0
JUTSL paIlMOHAIBHOTO CTPATErHIeCKOTO MHBECTUPOBaHMA. [10 MHEHHIO pyKOBOICTBA KOMITAHWUY, NHBECTH-
[IMOHHBIC BO3MOKHOCTH HE JIOJDKHBI OBITH CepHel HE3aBHCUMBIX OTAEIBHBIX IPOEKTOB, KOTOPBIE CIIEAYET
OIICHMBATh U 0OOCHOBBIBATH OJMH 3a JPYTUM IO TPAAULIMOHHOW (prHAHCOBOM cucTeme. [yt Toro 4To0sI
JOCTUYb TIOCTABJICHHBIX CTPATETMUYECKHUX IIeNield, HE0OX0IUMO pa3paboTaTh HECKOJIBKO MPOTpaMM, Ha-
MPaBJICHHBIX HA PELICHNE PAa3JIMYHBIX, HO B3aUMOCBSI3aHHBIX 3a71a4. [lo cOamaHcupoBaHHOM cHCTEME T0-
kazateneid MeHepkmMeHT Chem-Pro ompenenun msiTh CTPATErHYeCKUX WHHUIIMATUB, HEOOXOIUMBIX IS
peanu3aiiy CTpaTeru, U 4eTko chopMyIHpoBai crnocoObl ux BeimonHeHus (cMm. puc. 10.6). Kak mokasa-
HO Ha pucynke 10.7, oqHa cTpaTernueckas HHUIMATHBA — yBEIWYCHHE 00beMa MPOJaK W MOBHIIICHHE
3(pPEKTUBHOCTH MapKETHUHTa — COCTOUT W3 AEBSTH MPOTPaMM, KaXKias U3 KOTOPBIX OPUEHTUPOBAHA Ha
KOHKPETHBIN (haKTOp OCYIIECTBICHHS MTOCTAaBIeHHOU 1ien. [Tpu TpaAuimoHHOM MOIX0/1€ K COCTABICHHIO
OTo/KeTa KalMTaIOBIOKEHHI BCE TPOTPAMMBI OIIEHMBAIOTCSI B OTPBIBE APYT OT Apyra. Kpome Toro, MHO-
THe U3 HUX PacCMaTPHUBAIMCH ObI KaK MPOTPaMMBbl, CBSI3aHHBIC C TUCKPEIMOHHBIMU H3EP)KKaMH, KOTO-
pbie (PMHAHCUPYIOTCS W3 TEKYIIETO OTEPAIMOHHOTO OFO/KETa, a He M3 OI/pKeTa KamuTaJOBIIOXKECHUH,
HaIpaBJICHHOTO B TOM YHCJIE M Ha TOCTHIKEHUE JIOJITOCPOYHBIX CTpaTerndeckux nene. [Ipu Takom mox-
XOJI€ BPSII JIN MOKHO OOHAPYKUTH 00IIee BIMSHIE WHBECTUIMI B CTPATETUIECKAE HHUIMATUBEI, a Clie-
JI0BaTENIbHO, MHOTHE M3 HUX MPOCTO OKAXKYTCS HE3aMEUYEHHBIMHU B 00IIEM TpoIiecce CO3aHus TEKYIIETO
OroKeTa 1 OF0/KeTa KA TaJIOBIOKEHUH.
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C'rpareruqecxan KoHUuenuua

Mot noMmoNCEM HAUUM KIHEHIAM CHIAHTb JAYHHIHMI, BPEOOCIRAGTAR UM YCTy2i Muposozo kiaccd. Mot ucnonszyem

6ech ceoil npoq‘)eccuonmu3M, 406l 3A60C6aNTL PBIHOK.

Lenu cbMHAHCOBONM cocTaBRAOWEN

® ,Z[OCT[/DKGHI[/IG TTIOIONUTEIbHOT O YPOBHI
SKOHOMHYECK O 10 OaBIEHHON CTOMMOCTH

® Co37aHe CHHEPTHTECKOTO B3aHMOMeHCTBHL
MEXIY OM3HEC-SIMHHIIAMI

® [lopieHme IIPpEACKa3yeMOCTH PE3YILTATOB
JCATCIIbHOCTH

& JlobuTthca 6-8 IPOIEHTHOTO POCTa B CISAYIOMINE
TpH rojla

& CoKpallleHHe H3/1epkeK 1O MIPOBOrO YPOBHI

Llenu cocTtaBnfoLerd BHYTPEHHUX

6u3Hec-npoueccoB (MHHOBALMOHHBIW LMKN)

e Jlyumee MOHMMAHIE PRIHKA

® Cospmarme skcnepTHOH Ga3kl I TeXHOTOTHI
Gymyiero

® PaspaGoTica Hel g HOBBIX PHIEKOB

@ YyunieHe HMIITKa (MaKCHMAIbHOS
COXpaHeHHe KIMEHTCKOH Haskr)

Llenn KNMEHTCKOW COCTaBNAKLWEN

e Cosjanue MapTHePCKHX OTHOIIEHHI Ha OCHOBE
nobapneHHol crorMoctH ¢ 70-80% KIMEeHTOB

L] yﬂy‘IHIBHI/IB Ka1eCTBa U IIOBBIINEHNC YDOBHA
OGCJ'[y)IG/]BaH]/ISI JUIA TIOJIHOIO Y OBISTBOPEHITT
KIIMEHTOB HOJ'Iy‘IBHHOf/i IIeHHOCTBIO 3a JeHbI'H

e TlocTpoeHne CTHOIIGHNI Ha pasIHIHBIX
YPOBHAX

Llenu coctaBnArwLWEel BHYTPEHHUX
6u3Hec-npoueccoB (onepauMOoHHbIA LWUKN)

o YCOBBPHIBHCTBOBBHHG TIPOIIECCOB BBITOIHCHITA
3dKa30B ¥ BBICTABIICHHA CIETOB

® JlenernpoBaHne OIHOMOUIEL CIISIHAIIICTaM
o yHeTy (OTIeTHOCTH)
® JlocTiKerre Ge3yIpeuHOro IPOH3BOICTEa

® PacmmpeHne criekTpa YCIyT M ACGOPTHMEHTA
TOBAPOB 19 H3MEHEeHNI MMU[a KOMIIAHHH

Llenu cocTaBnAwuwein oby4yeHNA U pazBUTUA

® TlepeoOyueHne TiepcoHana

» Co3maHHe YCIIOBHIL JN19 aKTHBHOCTH PabOTHHUKOB

@ Y CTAHOBIIEGHHE 3aBUCHUMOCTH MY BO3HAIPAXKIGHISM
H pe3yIbTaTaMu AeATebHOCTH

® Pacripenyie HE(OPMAIEIOHHBIX aKTHBOB

Pucynox 10.6.
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CTpaTerM‘leCKME HWHULUHWATHUBbI

1. LlMkn pasBuTHA

YCOBEpLIEHCTBOBATL LMK PasBUTUA C LML
nonyyeHna 75% Haluux 4oXO40B OT NapTHEPCTRa,
OCHOBAHHOIo Ha A,0BaBNEHHOR CTOMMOCTU, U ACBUTLCS
15-npoueHTHOro pocTa Aoxofos K 1998 rogy

2. YnpaBneHune MeToaoM OLIeHKH
adhcpekTUBHOCTU/NPORAXK

BHauMTENLHO YCOBEPLLEHCTBOBATL NPOLECCH MPOLAM
W MapKeTWHra ¢ Lenbio AOCTUXEHNS pocTa obbema
NpoAasK C ONePEKEHNEM pocTa phiHKa Ha 2%

W YBENNYMTE NPWBDLINE Ha 5 NYHKTOB K 1998 rofy

3. BeinonHeHWe 3aKa30B W BbICTaBlieHWe CYETOB

PaspaboTaTth HageXHyto CUCTEMY BbIMONHEHWUS 3aKasoB
W BbICTABNEHWA CUETOB C L|eNb0 CHIBKEHUS NOTEPb

Ha 1%, cokpalleHne KoadduumneHTa ownbok 1o 1%,
L_| usnepxek BuiNonHeHus 3akasa Ha 50%, a Takke
3HAYUTENBHO NOBLICUTE CTEMEHB YL,OBNETBOPEHHOCTM
KnMeHTa

4. KoMneTeHTHOCTb NepcoHana

PasBuBaTh cepbl KOMNETEHTHOCTW NepcoHana, YTobbl
__1k 1998 rogy cTpaTerndyeckme noTpebHOCTH KOMNaHWUK

B KBANWULMpOBaHHLIX paboTHUKaX BLinm
YL,0BMETBOPEHBI NONHOCTLIO

5. UHchopMaLHOHHBIE aKTUBbI

Co3pgaTtb 6a3y faHHbIX O KNWeHTax K 6asy nokazaTeneil
3 HEKTUBHOCTN ANA NOAAEPKKA CTPATEMMI KOMMaHWM

Crpaternyeckue nHuuaTuBbl 1 CCII komnanuu Chem-Pro
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KoHuenuus ctpaTernieckoil MHAIMATUBBI, KOTOPYIO MCIOJb30Baiu pykoonutemn Chem-Pro, ra-
pPaHTHUPYET, YTO BeChb HAOOp MPOrpaMM JJisl peaan3aluy CTpaTeruy KOMIIaHUU ABJSieTCs afekBaTHbIM. Ha
MEepPBOH CTaguM Mpoliecca MIaHUPOBaHUs ObUTH pa3paboTaHbl IPOTPaMMbl COCTABIICHHS OIOIKETOB Kalu-
TaJIOBJIOKEHUN M AUCKPELHOHHBIX 3arpaT. OmobpeHue MoNydyusd TOJIBKO T€, KOTOphIE MOIAEPKHUBAIU
cTparernyeckre MHUIKUATUBbl. CHauaga MEHeIKepbl KOMIIAHUHU pa3padoTaan MHOXKECTBO BapHAHTOB UC-
MOJIb30BAaHUS CPENCTB, HE MMEIOUINX HUKAKOTO OTHOIIEHUS K JOCTHKEHHUIO CTpaTernyeckux uenei. Ilep-
BBII aTan otbopa orcesin 6onee 40% npemioxxennii. Bropoii stam, Ha KOTOPOM paccMaTpUBad, KakK 10-
BIIMSIFOT OCTAaBIIMECS BapUaHTHl HAa PEIICHHE CTPAaTermyeckux 3aaad, nckmoumn eme 10% mporpamm.
[Ipouecc oTOopa Taxke BBISIBUI T€ CIIydad, KOT1a AJisl peau3alui OYeHb BaXKHBIX LENeH, ONpeaeCHHBIX
¢ nomouipto CCII, He OpUIO BHIABUHYTO HM OJHOTO MHBECTULIMOHHOTO MpeJoKeHus. BolsiBieHune 3Tux
pa3phIBOB MPHUBEIO K pa3pabdOTKe HOBBIX MHUIIMATHB, KOTOPbIC MOJydnin ¢uHaHcupoBanue. Chem-Pro
ucnosb3oBaia cBoio CCII kak rIaBHYIO OTHPAaBHYIO TOUKY B MPUHSITHHU PELIEHUN O JUCKPEUIMOHHBIX 3a-
TpaTax ¥ KanUTAJIbHBIX HHBECTULIMAX.

Brnepseie HaOmomast 3Ty cucreMy B JEHCTBUM, OJUH TOM-MEHEKep cKa3all. «PaHbllie Mbl JeCTBO-
BaJI1 Pa3pO3HEHHO. JTO OBUIO CJIOBHO CBET OT ThICAY UCTOYHMKOB. KoHeuHo, Hama paboTa Bce paBHO
MPUHOCHUJIA PE3YNbTaThl, OJHAKO MHOTO YCUJIMI TpaTtuiioch BiycTyto. COanaHcupOBaHHAas CHCTEMa MOKa-
3arenei, CJIOBHO MpHU3Ma, KOTopas GOKYCHPYeT BCE HAIlM WHBECTUIMH. Tenepb BMECTO THICSY MCTOYHU-

KOB CBETAa Mbl UCHOJIb3YEM J1a3€p, HAMPABIAIOIIMN BCE HAIM YCWIHS HA PEUICHUE HECKOJbKUX BAXKHEH-
KX 3a7a49».

CTpaTerwquKaﬂ WHUULHaTUBa

3HauuTENbHO YCOBEPLIEHCTBOBATL ®UHAHCOBAS

npouecchl NpoaaX U MapKkeTuHra coCcTaBnaloLan MpPUBLINEHOCTbL

C LUenblo A0CTIKEHNUA pocTa obbema

NpoAa, onepexalolero pocT \

pbiHKa Ha 2%, ¥ yBeNUuUTL

npubbInb Ha 5 nyHkToB K 1998 roay. Poct Poct
obbema npogak npubbINK

AN d

KnueHTtckasn
cocTaBnsaowwan

LleHHoCTL

3a feHbru B3alMOOTHOLLEHWA
CocraBnaiouwias \ /
BHYTPEHHUX KoaddpmymeHT .
BU3Hec-NpoLeccoB "BbIMrpoIL/noTepy’” PoRaXM

A
z

[MoTok goxonos

Passutie
/v OT Npoaax
[epBble e N
KIMEHT! OPMpPU3bI Onpepenexne

CocTaBnawllas \
o6y4yeHus

M pasBUTHA HaBblKK Baza gaHHbIx
B MapKeTWHre O KNMEeHTax

Pucynox 10.7.
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OnpenemB B CCII cTpaTeruto U BBICTHB (PAKTOPBI JJOCTHIKCHHS PE3YIbTATOB, KOMIIAHUH CMOTYT:

BBIZIBUHYTH HOBBIE CTPATETNYECKIE HHULIMATUBBI;
CKOHIICHTPUPOBATh MHO>KECTBO HMHUIMATHB MO MOCTOSHHOMY COBEPILICHCTBOBAHMIO, IEpe-
CTPOMKE M pECTPYKTYPHU3ALINH;
MPUBECTH B COOTBETCTBUE MPOTPAMMbl HHBECTUPOBAHUS M IUCKPELHUOHHBIX 3aTpar.

Bce 9T0 HampaBieHO Ha JTMKBUIAIKMIO Pa3pbiBa MEXKIY CTPATETHYSCKUMU JIOJITOCPOYHBIMHE (paccyu-
TaHHBIMH Ha TPU—IIATH JIET) 33J]a4aMi U TEKYLIMMHU PEe3yIbTaTaMH JESITeIbHOCTH KOMIaHHU. VIMEHHO
3TOT MPOLIECC ¢ HAanOOJbIIEH HATJSAHOCTBIO JeMoHCTpHupyeT Bo3MmoskHoctu CCII anst mepexona ot crpa-
TETUH K KOHKPETHBIM JICHCTBHSM.

Heab

Iloka3areian

3agauya

ITporpamma aeilcTBUI

Onpenenutes poCT phIH-
Ka
Poct npubsuibHOCTH

Poct o6bema npomax

Poct npu6pum

Poct peKa +2%, pocT
npubsm +5% dyepes
TpH roaa

Omryrumas TIeHHOCTH 3a
JIEHBTH

OTHolIEHUS Ha pa3Iny-
HBIX YPOBHSIX

Ompoc kmeHTcKo# Oa-
3bI

Yuciao KOHTAKTOB C Iie-
JIEBBIMU CIIOHCOpaMU

JloBeCcTH YHCIO KIMEH-
ToB Tpymmbl Nel no
75%

100%

[Iporpamma paboTel C
IpYIIIaMH KIMEHTOB

IIporpamma  pacmmpe-
HHSI IOJOTYETHOCTH

MakcumansHOE coxpa-
HEHHE KJIMEHTCKOU
0a3bl

PasBuBare permoHaib-
HBIE PBHIHKH

Ompenemuts HOBBIE
MPUOBLUILHBIE PHIHKH

IloTeHmanpHBIE  HOXO-
JIbI OT OPOJAXK

Koapduiuenr  «BpIur-
phI/noTepu»

Konnuectso MIEPBBIX
KJIMEHTOB

Hucno «cropnpru3oB»

[perwimenue vHa 60% B
IENEeBBIX  CETMEHTax
pBIHKA

VYeenuuenue Ha 30%

YaBoeHne TeKymux Io-
Kazarenei uepes 2 ro-
na

Coxkpamienne Ha 50%
Jepes J1Ba rojia

BakHabie BO3MOKHOCTH
ITonnepxka nmpoaax

[Iporpamma cOsiTa mpo-
JYKITMH

IIporpammer o Mapke-
TUHTY U UMHJIKY

Lenesass mporpamma 1o
MapKETUHTY

Pa3Burne 3HaHuii U Ha-
BBIKOB B MApKETHUHIEC

Co3ganue 0a3pl TaHHBIX
0 KJIMEHTaX

IIponieHT  IOCTYIHBIX
CTpaTernyecKux 3Ha-
HHUU U HABBIKOB

IIpoueHT KIMEHTOB, O
KOTOPBIX HUMEETCsI He-
obxonumasi mHpOpMa-
s

Hogectn 10 100% yepes
IIBa TOza

Hosectn 1o 80% uyepes
JIBa TozIa

[Iporpammel
COBITY

o0yueHus

WNudopmannonnas mpo-
rpamMma g 0assl
JAHHBIX O KIMEHTaxX

CTpaTemquKaﬂ HHHUIIHATHBA KOMIIAHUH Chem-Pro B o6J1acTn YipaBJd€HUSA METOA0OM OLCHKHA 3(1)-

(dhexTHBHOCTH/TIPOIAK
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OnpeaeneHne BaXXHeMLWMUX NepeKkpecTHbIX UHULMATUB OU3Hec-eAUHUL U KOp-
nopauuvu

Cepbe3HOil yacTbiO Mpolecca MIAHUPOBAHUS SIBISIETCS ONPEAENICHUE CBA3EH CTpaTernyeckon Ous-
HEeC-eIMHULBI C APYTUMHU MOJApa3AeiiCHUsIMU KOPIIOPALN U ONpEEICHUE ee MEePEKPECTHON NeATeIbHO-
ctu. KonrakTsl Mexay Ou3Hec-eIMHULIAMH [IPEIOCTABIISIIOT UM BO3MOYKHOCTH AJIsl OObEIUHEHUS YCUIUA
n oOMeHa ombIToM. K TakuM BO3MOXHOCTSIM OTHOCSATCS TIOJTydeHHE M 0OMeH WH(popManuel o BakHEi-
[IMX TEXHOJIOTUSX U KIFOYEBBIX cepax KOMIIETCHTHOCTH, KOOPAHMHUPOBAHHE MApKETUHTOBOH JEATEIIh-
HOCTH, COBMECTHOE HCIIOJIb30BaHUE MTPOU3BOIMMON MPOIYKIIMH U CUCTEMBI paclpeaeNieHUs] PECYPCOB —
TaMm, rjie BO3MOXKHA YKOHOMHSA Ha MacinTabax. OnHa U3 BaKHEWITNX KOPIOPATUBHBIX (YHKIUN COCTOUT B
TOM, 4TOOBI 00ECNIEUNTh PAa3pPO3HEHHBIE OM3HEC-CAMHHIIBI MEXaHU3MaMU TAKOT0 COTpynHu4ecTBa. MmeH-
Ho ero npexocrapmset CCII.

PaccmoTpum mpumep, kak komnanus Kenyon Stores ncnomms3osana CCII mis koopauHanuu crpa-
TErMYeCKOro IUIAHMPOBAHHS M Pa3pabOTKH MpPOTpamMM JEHCTBHI KaKIOTO CBOETro MOApa3aeincHust (CM.
puc. 10.8). Kopnoparusaas CCII ycraHOBMIIA OOLIME CTPATETHYCCKUE MPUOPHUTETHI AJisl BCEX OHM3HEC-
eANHUL. 3aTeM Kaxkaoe moapaszaeneHue cozpaio ceou crpareruto U CCII, B KOTOpBIX KOpHOpaTHBHAA
KOHIICTITUS ObLTa MPHUCIOCco0ieHa K ero crenuduueckuM ocooeHHOCTsM. [anee, ocHoBwiBasch Ha CCII
KaKIOW KOHKPETHOM OM3HEC-eIMHUIIBI, IEHTPAIU30BAHHbBIE CIIYKObl 00eCIedeHns CTPOUIIM CBOU CTparte-
THYECKHE TIJIaHbl 1 MHULIMATUBEI, HAIlPpaBJIeHHbIE HA OOCITYy)KUBaHUE NIOAPA3AesICHIH, C OHON CTOPOHBI, U
JOCTHXEHHE SKOHOMHHM 3a CueT MaciuTaboB Onarofapsi LEHTPaTM30BaHHOMY HMCIIOIBb30BAHUIO PECYPCOB
— c apyroii. Tak, kopnopamus Kenyon oprann3oBajia HEHTPAIbHBIA AEMapTaMEHT MO HEIBHKUMOCTH,
KOTOPBI MOJHOCTBIO B3sUT HA ceOst 3a00THI TIO apeH/e MOMEMICHUH Ul KaKJI0ro MarasmHa B CTpaHe.
CBoii OnBIT JenapTaMEHT MCIIOJIb30Bajl B UHTEpECax U I HYXKJ KaXX10T0 IOAPa3AeiIeHHs KOPIOPaIHUH.

F======= == == Kopnopauus
1

1
1 I
Kopnopatuenas CCIl | Hanpaenenua dnsHeca || Cmyxbel n0ecnevenns |—
(00LeAMHEHHBIR CTPATErMYeCKUA NNaH) | | | |
HanpaeneHwWA Mokasarenu || CEE"| CBE*| CBE*|CBE™
ASATENEHOCTH A B C D
1. MHamu4ecKoe pasBUTMe X
2. NoAnbHOCTL KNHMeHTA X
3. Mnaepul B Moge XXX
4, OoMuHupoBaHue Spanga XX
5. YpoBeHe 0GCNyKUBAHMA XXX
6. HagexHbIe HCTOYHHMKH 1ZX | Hetounukm |—
7. ¥paqHoe pacnonoxeHue O || XX | A | XXX | XXX || Henpwwumocts H
8. AneKkBaTHaA KOMNeTeHTHoCTh NepcoHana XXX | Kagposbie pecypcbl I—
9. ApeKkEarHan MHd opMaumMA 8.8 4 | NudhopMauuonHeie yenyr |—
L Il ]
| |
s 6 Kaxdas Guznec-edunuua Kaxidoe nodpazdenenue
TRATErUHeckas DUZHEC-eAHILA paspabameolcaem donzo- crykbu obecrevelun
cpoynbiil rran u CCI pazpabambieaem ceoll RRan
& Coomeemcinelll! ¢ KOpRo- obrMena AYHINM ORLIMOM
pamueholl cmpamezyell ¢ denklo obecReNInG
CHRepalaM
compydnutecmesa

buznec-eduni

Pucynok 10.8. UcnoanzoBanue CCII 1Jisi 0CTHIKEHUsI CHHEPTU3MA MePeKPEeCTHOM 1eITeIbHOCTH
Ou3Hec-moapa3aejieHui



[InaHbl, pacupeneneHnue PecypcoB, HHULUATUBBI U OIOJIKEThI 169
[Mponecc KoopauHaNMM, OCHOBAHHBIM Ha 0OMeHe nH(popMarmeil yepe3 cOaTaHCUPOBAaHHBIE CHUCTE-

MBI TIOKa3aresieil KOpIopauuu B LEJI0M, OAPa3ACIeHUN U CIyX0 obecriedeHus, Mo3BOJUI IeNapTaMEHTy
HEABIMKMUMOCTH TEpepaclpenessiTh apeHJ0BaHHbIE IOJ Mara3uHbl IHOMELICHUS MEXAy OusHec-eau-
HULaMU. JJomycTHM, 4TO OAMH Mara3uH yXe apeHAyeT OMELICHHE, a APYroi, pacroI0KEeHHBIH B TOM XKe
paiioHe, aKTHBHO paciuupsieTcsi. TeopeTnyeckl W paHbllle B TaKUX CIY4asX MOXHO ObUIO COrjiacoBaTh
JeWCTBUS, HO TPAKTUUYECKH JIJISI TOTO HE XBAaTajo MOAPOOHON MH(OpPMAIMK O CTPATETHYECKUX IIaHax
noapazneneHuil. Yetko u geranpHo mocrasineHHble B CCII menu u MHULMATUBBI MO3BOJIMIM OTAEIAM
oOecnieueHust 6ojee KaueCTBEHHO 00CITYKUBaTh OM3HEC-EIMHULIBI KOPIIOPALIUH.

Hpyrue komnanuu Takxke ucmonb3yioT cBou CCII mns Gonee >pdekTHBHOrO B3amMOICHCTBUS
BCIIOMOTATENBHBIX CIYKO co Bcemu OmsHec-enuHunamMu. Kak mbl o0cyxnamu B rinase 8, Jlappu bpetiau
u3 FMC Corporation BHEMAaTEIbHO U3y4HMI MHEHHS MEPCOHANA MOApa3eNeHuil 00 ux crpareruu. Yto
3acTaBisieT OM3HEC-CIMHUIBI MOJB30BATHCA YCAyraMd BHYTPEHHEIO IOCTAaBIIMKA: HHU3Kas LIEHA, YHH-
KaJIbHOCTh MPEJOCTABISIEMBIX YCIIYT MJIM BBICOYAWIINK YPOBEHb OOCIIY)KMBaHUS 1O CPABHEHHIO C BHEIL-
HUMH TOcTaBIIuKamMu? Eciy meHTpaan30BaHHO OKa3bIBa€MbIE YCIYTH HE BBIICPKUBAIOT KOHKYPCHIIUH
10 3TUM IIapaMeTpaM, TO UAes LEHTPATN30BAaHHOTO KOPIOPATUBHOTO 00ecTIeyeHHs HEKU3HECTIOCOOHA.

Jlnst Toro 4To0Bl OCTHYL MEX(YHKIMOHAIBHOW UHTerpanuu, Pioneer Petroleum ucnone3oBana
AQHAJIOTUYHBIA CTPYKTYpPHBINA MoaxoA. PykoBoauTenn KOMIaHUM MOHSUIM, YTO MPHUAETCS JIOMAaTh UCTOPH-
YECKHU CIIOKMBIIYIOCS CHUTYalllio, KOTJa B TOM HJIM MHOM HalpaBieHHH OM3HECa JOMHUHHMPOBAJIO KOH-
KpeTHoe nojpaszzaenenue. C 1espio MoJIydeHUs: 3KOHOMHUH 3a CYET MacIiTaboB HEOOXOAMMO COBMECTHOE
PYKOBOJCTBO M OOecrieYeHHUE HEKOTOPBIX O0JIaCTell AESITEIbHOCTH, HAPUMEDP Pa3BUTHS JIMLEH3UMOHHON
JesITENIbHOCTH, PEKJIaMbl, 3aIllUTHl OKpYKalollel cpeapl U Oe3omacHOCTH Npou3BoacTBa. [Ipobnema 3a-
KJIIOYaJIach B TOM, YTO PaOOTHUKHA COOTBETCTBYIOLINX MOPA3ACICHUM MOTEPSUIN «OIIYIIEHUE» PBIHKA U
crany HeI(PPEKTUBHBIME U JIOPOTOCTOSIIUMHI. J[j1s TOTO 4TOOBI IEpeOpUeHTHPOBATh Ou3Hec, Pioneer mo-
TpeboBaa OT KaXKI0T0 KOPIIOPATUBHOTO JIeTIapTaMeHTa pa3padoTaTh «CEPBUCHOE COTJIALICHUE», KOTOPOE
omnpeaernsuio Obl B3aMMOOTHOLLIEHHUSI MEXKAY AeNapTaMEHTOM U MPOU3BOJCTBEHHON OM3Hec-equHuien. B
COTTAIICHUH NEPEYUCISUINCH BUIBI YCIYT, UX CTOUMOCTb, CPOKH UCHOJHEHHS M Ka4eCTBO. DTO COIJIalie-
Hue O0bu10 BKoueHo B CCII qaHHOTO KOpIOPAaTUBHOTO JIENapTaMEHTa.

COanancupoBaHHas cucTeMa MOKazaTelel MpeaoCTaBIsieT BO3MOKHOCTh KOPIIOPATUBHBIM BCIIOMO-
raTeJbHBIM MMOJPAa3AeJICHUSM OPTaHU30BaTh MPOLECC TUIAHUPOBAHUS U TIOHATH CTPATETHIO KOPIIOPALIUH B
LEJIOM U KaKA0W OM3HEC-eIMHUIBI B OTACIBHOCTH. JTO MO3BOJISIET UM Ka4ECTBEHHO OOCIYKMBAaTh CBOUX
KJIMEHTOB (MO/pa3aeneHus) 1 TAKUM 00pa3oM CIOCOOCTBOBATH JOCTHIKCHUIO KOPIIOPATUBHBIX CTPATEru-
YECKHX LETEH.

CBsA3b € rogoBbIM pacnpeaeneHneM pecypcoB 1 6rogxeTaMmu

CerogHsi B OOJNBIIMHCTBE OpPraHU3alMi CTPATETHUECKOE IMJIAHUPOBAHUE U COCTABJICHUE TEKYILETO
010/)KeTa — 3TO J1Ba HE CBA3AHHBIX IPYT C IPYrOM MpoLEecca, B KOTOPBIX YH4AaCTBYIOT TaKHE K€ U30JHUPO-
BaHHbIE OPTaHU3AMOHHBIE eAUHUIBL. CTpaTernieckoe IIAHUPOBaHUE, KOTOPOE OTpENessieT A0Ir0Cpoy-
HBIE 1IEJM, 3a/1a41 U CTPAaTEernYeCKue NHULIMNATUBBI, PACCMOTPEHHBIE HAMH B 3TOM IJ1aBe, UMEET rOJJOBYIO
MUKINYHOCTh. B cepennHe Kaxaoro (pMHAHCOBO ro rojia TON-MEHEIKepbl COOMparoTcs BHE oduca U B
TEYEHHE HECKOJBKMX AHEH aKTUBHO OOCYXKAAIOT HAKOMMBIIMECS BOIpPOCHL. Pe3ynmprarom 3T0r0 00-
CY)KICHUSI SIBIISICTCS] CTPATETHYCCKHUI TUIAH Pa3BUTHUS TPEINPHUATHS, KOTOPbI KOMIIAHUS HajxeeTcs (1 Mo-
autcst 00 ATOM) BBINOJHUTH 3a Ommkaiimme 10 ner. Kak npaBuiio, 3TOT JOKYMEHT 0JIaromojyqHoO MOKO-
WTCSI Ha MOJIKaX B KAOMHETaX PyKOBOJHUTENEH B TeUeHHE clenyonmx 12 mecses.

OnHOBpPEMEHHO TPOJOIDKACTCS CeTapaTHBIM MPOIECC COCTABICHUS OoKeTa: (PMHAHCOBBIA OTHEN
yCTaHAaBJIMBACT (PMHAHCOBBIC IETH JIJISI TOXOJOB, 3aTpaT, MPUOBUTM W WHBECTHIIMKA Ha CIENYIOmui (u-
HaHCOBBIA rof. Bce 3T0 3aBepiiaercs omoOpeHueM B OKTAOpe—HOSOpe TEKYIIEeTo roAa CIeNYIOIIEero
Oro/KeTa, KOTOPBIH, Kak MPaBUJIO, COCTOUT M3 (PMHAHCOBBIX MOKa3aresell, IMEIOMUX OTAAJICHHOE OTHO-
LICHHE K CTPATETUUECKOMY IIATUIIETHEMY IIJIaHy, CIOKOWHO «OTABIXAIOIIEMY» Ha MOJKaX.

Kakoii nokymMeHT o0cyxnaercsi B TeUeHHE CIEAYIOLIETo ToAa Ha eKEMECIYHBIX U KBapTaJIbHBIX CO-
BemaHusax? OOBIYHO TOT K€ CaMbI OFOJKET C TMOAPOOHBIMHU CPABHEHHSMH W TOCTATCHHBIM aHAIN30M
TeKyIIMX M IUIAHOBBIX Mokaszareneil. Korma oOcyxnmaercs ctparermueckuii mian? Bo3moxHo, Ha cre-

JYIOIIEM BBIC3THOM COBCIIAHWH Yepe3 IO, KOraa OyAeT COCTABIATHCS HOBBIN CTPATETHYECKUH IJIaH Ha
3,5, 10 ser.
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Crparernveckoe MIAHUPOBAHWE M COCTABIICHHWE OIEPAIMOHHOTO OOJKETA SIBIISIOTCS CIUIIKOM
BaXXHBIMU IPOIECCaMH, YTOOBI pacCMAaTPUBATh UX HE3aBUCUMO APYT OT Apyra. CTparerndeckoe IiaHu-
pOBaHUE JIOJDKHO OBITH HEPA3PBIBHO CBS3aHO ¢ pa3pabOTKOM OrOKETa, pa3 Mbl TOBOPHM O TOM, YTO KOH-
LIETIIHS BIIEYET 32 co00M neicTBus. Pecypchl M MHUIMATHBEI UCIIOJIB3YIOTCS JIJIS Hadana MyTelIeCTBHS K
JIOJITOCPOYHBIM TEJISIM, KOTOPBIE OTPEeeHBI Iia Kaxmaoi n3 derhipex cocrapistonux CCIL Omnako
MEHEI[KEPHI HE MOTYT JKJaTh B TEUCHHE TPEX WIIH IATHU JIET, YTOOBI OTPEACINTD, IPABUIILHO JIA PEaTu3y-
€TCS WX CTpaTerdsl M MOATBEPIKIACTCS JIU TeOpHusl BemeHus OmszHeca. iM HEOOXOAMMO TOCTOSIHHO KOH-
TPOJIMPOBATh 3TOT Tporecc. Crenuduueckue KpatkocpouHsle e, chopmymuposannbie B CCII, sBis-
FOTCS CPEICTBOM TaKOTO KOHTPOJIA.

Urak, crpaTernueckoe IJIaHUPOBAHWE W COCTaBIeHUE OFO/KETa — JIBa TECHO B3aWMOCBSI3aHHBIX
nporecca. TpauIMOHHO TIPH pa3paboTKe OFOKETa ONIPEICISIIOT KPATKOCPOYHBIE 1IENHU 1711 (PUHAHCOBBIX
MoKasareyiel, Takue Kak o0bheM MpOoJax, TEKYIIUE PacXoJibl, BaJoBas MPUOBLIb, OOIIUE M aIMHUHHUCT-
paTUBHBIE PACXOJIbI, OMEpPAIlMOHHAS W YUCTasi MPUOBLIb, ACHEXKHBINH MOTOK U PEHTA0EIFHOCTh WHBECTH-
Hii. YCTaHABIMBAIOTCS U YTBEPKAAIOTCSA 00BEMBI KalTUTaI0BIIOKeHNH, 3arpaTtshl Ha HUOKP, mapkeruHr
U TIpOJBMKEHHE ToBapa. [lomOOHBIN MeTaNM3UPOBAHHBIA KPaTKOCPOYHBINH (DMHAHCOBBIA IUIaH TIIO-
MIPEKHEMY OCTACTCsl BAXXHBIM JIJIS JIFOOOW OpraHW3alluy, HO B MPOIECCE CTAHOBIEHUS OIOIKETa CIEAyeT
TaKKe yIUTHIBAThH IEIM W ToKaszarenu ocTanbHbIX coctaBisiommx CCII. MebBIME cnoBamu, B pamkax
JIBYX WHTETPHPOBAHHEIX MPOIECCOB HEOOXOIUMO ONPENCINTh KPATKOCPOYHBIC TSN M MapaMeTphl IS
noTpeduTenei, MHHOBAIIMH, IPOM3BOJICTBA, & TAK)KE COOTBETCTBHUE IIEJIE Ha BCEX YPOBHSIX BBIpaOOTaH-
HOU CTpaTeruy.

Ecnu mponecc mOCTaHOBKU JOJTOBPEMEHHBIX 33/1a4 B MEPCIEKTUBHON MporpaMMe pa3BUTHS Opra-
HH3AIMW BEITIOJTHEH YIOBJIETBOPUTEIBHO, TO COCTABJICHHE KPATKOCPOUHOTO OIOKEeTa OyIeT 3aKIT09arh-
cs B TpaHchOopMaIliy TUIaHa MEePBOro Tojia MATHIICTKH B TEKYIIWA ONEPAMOHHBIN OFOIKET, TIOJTHOCTHIO
COOTBETCTBYIOIIHIA CTPATETHIECKUM IEJISIM | MOKa3aTessiM deThipex cocTtaisrorux CCII.

3AKIKOYEHUE

UeMm rpaHauoO3HEE CTpATErMUECKHE LETH, TEM Ba)KHEE IPOLECCH IUIAHUPOBAHUS, PACTIPEACICHUS
PECypCOB, BBIABMKECHHUSI CTPATETHUYECKUX MHULMATHUB U COCTABJICHHsI OI0/I)KeTa, ONMCAaHHbBIE B 3TOH IJIaBe.
s MHOTHX OpraHu3auuii cOaJaHCHpOBaHHAsI CHCTEMa IOKa3aTelied SBISIeTCSl OTHPaBHOM TOYKOW HO-
BOTO MEHEDKMEHTA. MTEPEBO KOHLETIINY KOMITAHUN U €€ CTPAaTErny B IUIOCKOCTh LIENIEH U IToKa3aTenei,
0 KOTOPBIX HHQOPMUPYIOTCSI BCE YIaCTHUKH TPOIIecca MPETBOPEHUS CTPATETHH B KU3HB. OTHAKO 710 TeX
op, MOKa Ha pean3aliio dTHX Leel He OyAyT HallpaBIeHbl JOCTATOYHBIE PECYPChI, OHU OCTAaHyTCs Ja-
JIEKOW HEOCYIIECTBUMOM MEUYTOMN. Y CTaHOBHUB JOJITOCPOYHBIE LIEJIM W MIOKA3aTeN!, HallpaBUB CTpaTernye-
CKHME MHULHMATHBBI U 3HAUMTEIBHBIE CPEACTBA HA MX JOCTW)KECHHE, ONPEACIMB KPAaTKOCPOUHBIE BEXH Ha
MYTH K CTPATETMYECKUM ILIeJIsiM, MEHE)KEePhl KOMIIaHUH IPUHUMAIOT Ha ceOsi OTBETCTBEHHOCTH 3a Oynmy-
mee KOMITaHHH.
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IMABA 11. OBPATHAA CBA3b U CTPATEM'MYECKUNA UHOOPMA-
LIWOHHbLIU NMPOLIECC

B mpensiaymmx rimaBax Mbl TOBOPHIIH O:

*  Ou3HEC-CTpaTerud, CHOPMYIHMPOBAHHOM B BUe Habopa TUMOTE3 O MPUINHHO-
CIICZICTBEHHBIX CBA3SX, KOTOphIe oTpaxkarorcs B mokasaressix CCII (rasa 7);

* QoJiee OJTHOW peann3aluy CTpaTeruy Ou3Heca Mpy YCJIOBUH, KOT/AA IEPCOHA TOHUMAET
CBOIO OTBETCTBEHHOCTh M KaKIbIi1 paOOTHUK COOTHOCUT COOCTBEHHBIE MHTEPECHI C OOIIN-
MU LelsiMu KoMnanuu (riasa 9);

*  B3aWMOCBSI3M KOPIIOPATHBHBIX CTPATEIrMYECKUX HHUIINATUB, (PMHAHCOBBIX U MaTEPHAIb-
HBIX PECYpPCOB co ctparerueil komnanuu (rnasa 10).

Bce 3T0 MOTHOCTBIO COOTBETCTBYET YETKO CHOPMYIHMPOBAHHOMN CTpATErWy M KOHKPETHBIM JIEHCT-
BUSM, HalpaBJICHHBIM Ha ee peanu3anuio. Ho ecTp emie oauH, MOCIeHUA KOMIOHEHT, KOTOPBINA JOMOJI-
HSET CHUCTEMY CTPATErHYeCcKOro MEHEIXMEHTa. MpoLecc O0paTHOM CBsI3M, aHaIN3a U KOHTPOJIS, B XOJ€
KOTOpPOTO NPOBEpSIeTCs aleKBATHOCTh CTPATETWU CYLIECTBYIOIIMM YCJIOBUSIM WU MPOUCXOIUT €€ ajarTa-
LM K BOBHUKAIOIIUM U3MEHEHUSIM.

OT KOMAHOHBIX METOAOB YNPABJIEHUA N KOHTPONA K NOJIYYE-
HUIO CTPATETMMECKOU UHOPOPMALINA

Bo MHOTHX KOMIAHUAX A0 CHUX IOP COXPAHWINCHh CUCTEMBI IIJIAHUPOBAaHUS U KOHTPOJIS, TIOCTPOEH-
HBIE TI0 HepapXUIECKOMY MPU3HAKY U XapaKTepHbIC IS WHAYCTPUAIBHOHN smoxu. Ctparerus GpopMmyiu-
pyeTcs Ha caMOM BBICOKOM OPTaHHM3AIlMOHHOM YPOBHE, IOCKOJIBKY HMEHHO PYKOBOAMTENN OIPEICISIIOT
JIOITOCPOUHBIE LETH M TOTMTHKY KOMIIAHHH, 4 TAKXKE Pa3MEIICHHE PECypCoB . 3aTeM MeHeKephl Cpe-
HETO 3B€HA U COTPYAHUKHM KOMITAaHHM MOJy4ar0T KOMaHy AEMCTBOBAaTh B COOTBETCTBUM C OTHMHM CTpare-
ru4eckuMH miaHamu. KoHTposib 3a npaBUIbHBIM MCIOJIB30BAHUEM PECYPCOB OCYIIECTBIISIOT C IIOMOIIBIO
cHenuaibHO cucTeMbl MeHemkMeHTa. Ha Gonee HU3KMX HepapXUUYEeCKUX YPOBHSX IPOBEPSIOT ONepalu-
OHHYIO JIeATENbHOCTD, HANIPABJIICHHYIO HA PEIICHNE KPAaTKOCPOYHBIX 3a1ad.

Hepapxuuaeckuii monxoa K GopMyIMpOBaHUIO CTpATErHy M IyTEH ee peanu3aliil XOpoll B TOM
cilydae, KOrzia pyKOBOJCTBO KOMIIAHUM MMEET YETKOE MPEACTABICHNE O KOHEUHBIX LEJSIX U coco0ax ux
noctwxenust. Takol mpoiecc, Korjaa 3a1adil y:Ke MOCTaBICHbl M MEHATHCS He OyayT, Ha3bIBaeTcs: obpat-
HOM CBSI3pI0 C OJHOM meTieil. OTKIOHEHHS OT 3aljlaHHPOBAHHBIX MTOKA3aTeNieil He BBI3BIBAIOT y COTPYA-
HHUKOB BOTIPOCA, HACKOJBKO OTH PE3yNbTAaThl aKTYaJIbHBI B HACTOSAIIMI MOMEHT. TOYHO Tak k€ UX HE WH-
TepeCyeT, MPaBUJIbHBI JIM METOABI MOTY4EHUSI YCTAHOBICHHBIX NTapaMeTpoB. OTKIOHEHUS OT BRIOPaHHOMN
TPACKTOPUH JBIDKCHHS PaCCMATPHUBAIOTCS KaK OOBIYHBIE 1e(DEKTHI, KOTOPHIE C TOMOIIBIO OTIPEIETCHHBIX
JIEHCTBUM MOYKHO MCTIPABUTh M BEPHYTh OPTaHU3ALMIO HAa IIPEKHUU MTYTh.

Crparernu npeAnpusITuii, 1eHCTBYIOINX B NH()OPMAIIHOHHYIO 31I0XY, HE MOTYT OBITh TAKUMU TIPSI-
MOJIMHEHHBIMH M CTaOMIIBHBIMHU. TOI-MEHEIKephl HYXKIAIOTCS B OOpAaTHOW CBSI3M ISl TTOJYYEHHS WH-
dopmanmm 0 TOM, YTO MPOUCXOTUT B OypHOM MHUpe KOHKypeHInH. CTpaTerusi, CIuIaHUPOBAaHHAS C HaH-
JTy4IIUMH TOOY)KISHUSIMA B Ha OCHOBE JIOCTOBEPHOU B TOT MOMEHT WH(POPMALINH, MOXKET OBICTPO yCTa-
PETH B HOBBIX YCJIOBHSIX.

Menemxepsl KOMIIAHUU JOJDKHBI UMETh BO3MOXKHOCTH MOJIb30BAThCS MMOCTOSTHHONW OOpaTHOW CBS-
3bI0 C JIBOMHOH TETJIeH, TO €CTh MOoJydaTh HH()OPMAIIIO O TOM, HACKOJBKO CO3JaHHAsS UMH TEOpHs, Ha
OCHOBaHUM KOTOPOW IEHCTBYET BCS OpPraHMW3alHs, COOTBETCTBYET HACTOSIIHMM, BO3MOXHO YXE W3-
MEHHBIIAMCS YCJ'IOBI/ISIMZ. B ciyyae HeoOXoAMMOCTH UM MPUAETCA CO3/4aTh HOBYIO CTPATETHIO, YTOOBI
W3BJICYb HaWOOJIBIIYIO BBITOAY M3 BOZHUKIIUX BO3MOXKHOCTEH MJIM, HA0OOPOT, y4ECTh BCE PHUCKH, KOTO-
pBIe Henmb3sl OBUIO MPEIYCMOTPETh Ha HAaYaIbHOW CTaauu pa3paboTKu ctpareruu. Hepemako maen o6 wc-
MOJIb30BaHUK HOBBIX BO3MOXHOCTEH MCXOIAT OT JMHEWHBIX MeHemxkepoB. I'enpu Muntindepr u Pobept
CaiiMOH3 ONpeAeTSIIOT KII0UEBbIE acleKThl TAKOTO M0AX0/1a K BOIPOCY O CTPATEruu .
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*  CTpaTeruu MOCTOSHHO Pa3BUBAIOTCS
*  3aIUIAHUPOBAHHBIC CTPATETMH MOTYT OBITH 3aMEHEHBI JIP YTUMU,
*  (opMyIHpOBaHUE U PeaTU3allis CTPATETHH — J[BA B3aUMOCBSI3aHHBIX MPOIIECCa,;
*  CTpaTeruyecKHe HJICHU MOTYT BOSHUKATh Ha JJFOOOM OpPTaHU3aIllMOHHOM YPOBHE;

CTpaTerust — 3TO MPOIIECC.

KoHeuHo, Ha TpakTHKe 00¢ TOYKU 3peHHS Ha GOPMYIHPOBAHUE M PEATHU3AIMIO CTPATETHH, OCHO-
BaHHBIC Ha MEPAPXUUCCKOM TMOJXOJIC M MPEANOIOKCHHH O TIOCTOSIHHOM pa3BUTHH, cocyriecTBytoT. Co-
TPYAHUKU OpPTaHHU3AIMK SXKETHEBHO PEIIAlOT paHee 3allIaHUpOBaHHBIC 3a1aun. OJTHAKO KaXIBIH ydacT-
HHUK 3TOTO TpoIecca JA0/DKSH BHUMATEIbHO OTHOCHTHCS K TEM HOBBIM YCIIOBHSIM M BO3MOKHOCTSIM (W3-
MEHECHHSI COCTaBa MOTPEOUTENCH, PbIHKA, TEXHOJIOTHHA M COCTOSIHHS COMEPHHKOB), YUHUTBIBAas KOTOPHIC
MOYHO MOJTyYUTh MPEUMYINECTBA B KOHKYPEHTHOHN TOHKE. YTIpaBJicHHEe, TOCTPOCHHOE Ha OCHOBE CTpare-
ruH, chopmymupoBanHoii B CCII, momkHO obecreynBaTh MOCTYIUICHHE WH(OPMAIMU TI0 TPHHIIUAITY
JBOWHOW TIeTM — cOOp JaHHBIX O BHEIPCHUH CTPATETHH, IPOBEPKA M aHAIU3 €€ KU3HECIIOCOOHOCTH, a
TaKKe BBIIBM)KCHUE HOBBIX HJICH Ha BCEX OPTaHU3AIIMOHHBIX YPOBHSIX O TOSBIISTIONTUXCS CTPATEIHUCCKUX
BO3MOIKHOCTSX U HAIPABJICHHUSIX JICITCIBHOCTH.

B HAMNPABJIEHUUN K CTPATETMMECKOMY UH®OPMALIMOHHOMY
NMPOLIECCY

CerogHss MHOTHE KOMIIAHMM TIOJBEPTaIOT NMpeoOpa3oBaHUAM CBOM HauOosiee BaKHbIE OW3HeEC-
npoueccel. X ycunusi, Kak npaBujo, HAIpaBieHbl HA YIy4IICHHE ONEPalMOHHBIX MPOLECCOB, TAKUX KaK
pa3paboTka HOBBIX NMPOAYKTOB, OOCTy)KMBaHHE KIMEHTOB, CBOCBPEMEHHas J0CTaBka ToBapa. IIpomecc
cbopa nH(opMaIMH, OCYIIECTBISIEMBII Ha ONMEPAIOHHOM YPOBHE, BKIIIOYAET KaXI0TO pabOTHUKA U Iie-
nible KoJuleKTUBbI . COBEpILICHCTBOBAHME TEKYLINX ONEPALMOHHBIX MPOLIECCOB C LIEBI0 PEIICHHUS OCTaB-
JICHHBIX CTPATETMYECKUX 3a7a4 — OTINYHBIN npuMep HHOOPMAIIMOHHOM CBSA3H ¢ 0JHOU neTieid. OgHako
BCE Yallle HAYMHAIOT MPUMEHSTH COATAHCUPOBAHHYIO CHCTEMY IMOKa3aTeseu, AJisl TOT0 YTOObl BKIIOYUTh
aHaJM3 TMPOM3BOJCTBA U MEHEIKMEHTA B CTPATETUUYECKUN IMPOIECC MONydeHUsT WHPOPMAIINH, TIOTyIUB
TakuM 00pa3oM 0OpaTHYIO CBsI3b C ABOMHON METNIEH Kak Ha KOPIOPAaTUBHOM YPOBHE, TaK M HA YPOBHE
nojpaszaerneHuii (cm. puc. 11.1).

D¢ dexTrBHBIN cTpaTerndeckuii WH(HOPMAIMOHHBINA MPOIECC COCTOUT M3 TPEX OCHOBHBIX KOMIIO-
HEHTOB!

1. OG6muas cTparernyeckas KOHUEHIIH, KOTOpas U3BECTHA BCEM COTPYAHUKAM, UYTO IO3BOJIIET KaXKAOMY
W3 HUX YBUJAETH CBOI NEPCOHATBHBIN BKJIAJ B PEaU3alluI0 CTPATEruu.

2. OO0parHas cBs3b, oOecneunBaromas coop HHPOPMAINH O XOJI€ Pean3alui CTPATETuU U MPOBEPKY
TUIIOTE3bI O B3aUMOCBSI3U CTPATErnYeCKUX Lelel U MHULMATHB.

3. KomnekruBHoe pemenne npobiaeM Ha OCHOBE aHAIN3a OJTY4eHHBIX JaHHBIX, KOTOPOE TTO3BOJISET
aJanTUPOBATh CTPATETHIO K BHOBb BOBHUKAIOIIUM O0CTOSTEIbCTBAM.




A - -
- -
. -
- -
~ o
L -
e, -~
~ -~
- Pt
- -~
- -
L -
Ty -
[y -
L -
-
™ PazbsacHeHne -
. W BHEAPEHWE DOWen -
o DHMIHEC-KOHLEMUMH
W CTpaTermu
KOMMaHuK
" Cucrera oDpaTHON CBA3M
MCNONL3YeTCA ANA NPOEEpPKU
@ THNOTE?, HA KOTOPBIX DazupyeTcA
HudopHauus CoanancupoeaHHan APEIENERIEER ) CTPaTerus KoMnaHuu
SR e cHcTeMa = obpaTHan ceAsk * KonnekrueHoe pewexne
W B3aWHOCBA3b : P
o W 00y4EeHHE a
nokazaTenei npoonemM
" PazpaboTka cTpaTerMm AeNAeTCA
~ HENPEepBIEHLIM W NOCTOAHHBIM
NpoLEeccom
lInaHupoeanue
- M NOCTaHOBEKa
e Tanay -
- h
- s
- had
- ~
- -
- S
- e
- -
= R
- b
-
- ~
- -
- ~
£ -
£ -
-~ - -~
- .
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OBLWENPU3HAHHAA CTPATETM4YECKAA KOHUEMUUA

COanancupoBaHHas CUCTeMa IOKa3aTened, Kak Mbl MOAYEPKUBAEM Ha NMPOTSKEHUHM BCEH KHUTH,
OTpaxkaeT OOIIENPHU3HAHHYIO OM3HEC-KOHILIETINI0 KOMIAaHUH. Llenn 1 moka3aTesiy CUCTEMBbl MPOSICHSIOT
CTpaTeruio U HHOPMHUPYIOT O Hell Bcex paboTHUKOB opranu3anmy. O01iee nmpu3HaHue KOHICTIITUH SBIIS-
eTca CTapTOM ISl CTPATErHYecKOro MHPOPMAIIMOHHOTO MPOIIEecca, MOCKOIBKY B HEH C(OpPMYIUpPOBaHBI
pe3ynbTaThl, K JOCTUXKEHHUIO KOTOPhIX cTpeMutcs: komnanus. [lomumo storo, CCII onpenensier o6uryro
MOJIENb TPOU3BOJCTBEHHOMN AESITENILHOCTH KOMIIAHUYU U NMPOBO3IVIAIIAET LEJOCTHBIM MOAXO0J K MPHUBEIE-
HUIO YCUJIMH KaXXI0ro KOHKPETHOTO Pa0OTHUKA B COOTBETCTBHUE C LENSIMHU OM3HEC-€AMHULIBI U KOPIIOpa-
OHMM B neyioM. lIpuHATEIE W NOHATBIE BCEMHM KOHIEMIMSA M MOJEIb NMPOU3BOJICTBEHHOW IEATENBHOCTH,
BcTpoeHHble B CCII, SBISIOTCS MEPBBIM 2IEMEHTOM CTPATErnIecKoro HH()OPMAITMOHHOTO MpoIecca.

CTPATEN'MYECKAA OBPATHAA CBA3b

Cucrema cTpaTterniueckoil 00paTHOW CBS3M JOJDKHA ObITh CO3JaHa JIJISl OLIEHKH >KM3HECIIO0COOHOCTH
U MOJEpPHM3AIMM THIOTE3, Ha 0a3e KOTOPBIX CTPOUTCA CTparerus OusHec-enWHUUbl. [IpuymHHO-
CJIEZICTBEHHBIE CBsI3H, Jexkamue B ocHoBe CCII, mo3BosII0T TON-MEHEAXKEpPaM MOCTaBUTh KPATKOCPOUHBIE
3a/1a4¥, KOTOPbIE HAWTYYIIMM 00pa3oM OTPaXaroT IPOTHOZUPYEMBIE TOCIIEICTBUS OT BO3MOKHBIX H3Me-
HEHHI MoKa3aresied u pakTopoB UX AOCTIKeHHs. Harpumep, cKobko BpeMeHH MoTpedyercs Ha TO, 4To-
OBl YCOBEPILICHCTBOBAHNE CYIIECTBYIOIIMX CHCTEM 00y4eHUsI M MH()OPMAIIMH PUBEIIO K BOSHUKHOBEHHUIO
y MepcoHasia yCTOWYMBBIX HABBIKOB MEPEKPECTHRIX MPOIaX HOBBIX MPOIYKTOB KiMeHTaM ? Kak moBiwsiio
Ha CTENEHb YIOBIETBOPEHHOCTH moTpeduTeneid 10-mpomeHTHOe COKpalieHHEe CPOKOB CBOEBPEMEHHOM
JOCTaBKHM MPOAYKTOB? KakoB BpeMeHHO! pa3phiB MEXIy YITydIICHHEM KadecTBa M peakiiel MoKymare-
JIs1, BEIP@XKEHHOW B paCIIMPEHUH KIIMEHTCKOM 0a3b1?

Koneuno, npoaexnapupoBaTh CKa3aHHOE BBIIIE 3HAYUTENBHO JIETYe, YeM OCYLIECTBUTh. M3Hauasb-
HO BJIMSIHHE KaKOT0-JIM0O (akTopa Ha KaKOH-TMOO0 MpoIece MOHKHO OBITh CYOBEKTUBHO W Ka4€CTBEHHO
onereno. Ho 3acraButh MEHEIKEpOB CUCTEMATHYECKH OyMaThb O CTPATErHMHM M XOJE €€ peaau3aluud —
3HAUUT YIYy4LIUTh CUCTEMY YIIPABJICHUS Ha YPOBHE OINEPAMOHHBIX MpoLeccoB. [i1a pa3BuTus crpareru-
94eCKOTr0 MH(POPMAITOHHOTO MPOIECCca MOYKHO HCIIOJB30BATh CICTYIOIINE METOIb.

KoppensunoHHbIN aHanus3

Bmecto HanmucaHus TpaguIIMOHHBIX 0TYETOB MO Kaxaomy napametpy CCII MeHemxepsl MOTYT MO-
MOYb B BBISIBIICHHH MPUYMHHO-CIECACTBEHHBIX CBSI3€H IIyTeM aHaIn3a TEKYILEro COOTHOLICHUS ABYX WJIH
Oonee mokazatenel. Takoi KOPPESILHUOHHBIA aHANM3 ABJSIETCS MOLIHBIM CPEACTBOM OLIEHKU CTPATErHH.
Ecnu B3auMOCBSI3b OTCYTCTBYET, 3HAYHUT, TEOPHsI CTpATETUH HE padoTaeT.

Paccmotpum onbiT kommanuu ECho Engineering (cm. puc. 11.2). MHorHe OpraHH3alui OLICHHUBAIOT
MOpPaJIBHOE COCTOSIHUE CBOMX PaOOTHHUKOB YacTO JIMIIb JJISl TOTO, YTOOBI BBHITJISIIETH MOJUTHYECKH KOP-
PEKTHOM KOMIAHWEN W MPOJEMOHCTPHPOBATh, KAaK JaK€ KPYINHBIE KOPHOpPALWU LEHAT CBOMX COTPYX-
HUKOB. [Ipn 3TOM HCTONB3yeTcss GOPMATTBLHBIN, «MSATKHI W IMYIIACTHIN» MToKa3aTeNb. Ho Jij1s TOro 4To0b
MPaBUIBHO JENaTh MHBECTUIIMU B NIEPCOHAJ, Pa3BUBATh €TI0 HABBIKA U YMEHHS, JOOMBATbCA COOTBETCT-
BUS MHTEPECOB Pa0OTHUKOB CTpAaTErMu KOMIIAHWHM, HEOOXOAUMO HEYTO 0ojiee KOHKPETHOE, YeM <«MSAT-
KOCTh U MyMmHUCTOCTH». [Ipu momormm koppensiuoHHoro aHanu3a Echo Engineering oOnapyxwuia, 4To
CaMbIMU JOBOJIBHBIMHU ObUIM T€ KJIMEHTHI, C KOTOPBIMH 3aHUMAINCh COTPYIHUKH, UMEIOLIUE CaMbIi BbI-
COKHMH 0aJu1 moKaszaresnsi MOpaIbHOTO COCTOSIHUSA. TakuM 00pa3oM, 3TOT MOKa3aTeslb — BaKHEUIINI KOM-
MOHEHT ycrnelnHo crpateruu ECho Engineering.

Ho xak Obl IMHUYHO 3TO HU 3BYYaJo, MOUMCK KOPPEISLUN MEXKAY MOPAIBHBIM COCTOSIHUEM padoT-
HUKA U YIOBJIETBOPEHHOCTBIO KIMEHTA 03HAYAET MOUCK CBSI3U MEXIY BHYTPEHHEH U BHEIIHEH <«MATKO-
CTBIO U MYIIKCTOCTHIO». Koprnopauuu, cuuTaroT MHOTHE, TOJDKHBI 3200TUTHCA O MPUOBUIA U TOXOAHOCTH
Kanurajia, a He O CUaCTIMBBIX PaOOTHUKAX M JOBOJBHBIX KIMEHTaX. B KOHIlE KOHIIOB, TOBOPST OHH, JIO-
SUTBHOCTH paOOTHHUKA MOKHO JOOWTHCS, BBIIJIAYMBAsL BHICOKYIO 3apIUIaTy, a YIOBJIETBOPEHHOCTH KIIMEH-
TOB — MPEUI0KEHNEM HU3KHX 11€H Ha TOBAPBI U YCIYTH.
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Hcrounuk: R.S. Kaplan, D.Norton. Using the Balanced Scorecard as a Strategic Management Sys-
tem // Harvard Business Review, 1996, January/February, p. 83. [leuataercs ¢ pa3pemieHus.
Pucynok 11.2. Echo Engineering — B3aumMocBs3b noka3aTteseii yeTbipex coctabisiommx CCII

CocTaensAwLlan
oByUYeHUA U palBUTHA

Mupanbuue COCTOAHMWE
nepcoHana

HMeHHO B 5TOM Citydae CTaHOBHTCSI OUE€BHUIHBIM, KaKyl pojib urpaet tpedoBanue CCII o B3anmo-
CBSI3M BCEX IOKa3aTenel ¢ (UMHAHCOBBIMHU pe3ynbratamu. PykoBomurenu Echo Engineering momuu
Jajblle. OHA YCTaHOBWIIM O0OpaTHYIO (MHBEPCHBHYIO) KOPPEISIIHIO MEKAY CTCIECHBIO YIOBICTBOPEHHO-
CTH KJIMEHTOB ¥ ITUKJIOM TIOTalIeHUs! AEOMTOPCKON 3a0DKEHHOCTH. J{OBOJNBHBIC KIMEHTHI OIUIAYHBAIIN
cuera B TeueHue 15 gaHeil, a HenoBonbHEIe — B Teuenne 120. Kommanus naxe oOHapyxuia BCIO TOCIe-
JI0BATEIBbHOCTH ATUX cBsi3el (cM. puc. 11.2):

Xopo1iee MOpaabHOE

COCTOSTHUE PAa0OTHHKOB  ->  TIOBHINICHHE CTEIICHH YIOBIETBOPEHHOCTH KIIMEHTOB
->  QoJyiee KOPOTKUHU ITUKIT OTUIATHI CIETOB
->  Oonee BeicokHi mokazareins ROCE.

Takum 00pa3oMm, BHUMaHHE K MOPAJIbHOMY COCTOSIHHIO COTPYOHHMKOB HE JOJDKHO PacleHUBATHCS
Kak OJlaropoAHas U OTe€4ecKas KOPIOpPATUBHAS LeNb. DTO HEOOXOOUMBIN RJIEMEHT JOCTHXEHHS BBIIAIO-
mmxcs (pUHAHCOBBIX pe3ynabTaToB B Oymymem. Koppemimus mokazateneir CCII mpomemMoHCTpHpoOBaia
«oxecTKyt0» Beirogy (ROCE), mosydeHHYIO B pe3ylbTaTe YAyYIICHUs «MITKAX» MoKa3aTenei (Mopaib-
HOE COCTOSIHUE PAaOOTHHUKOB M CTENCHb YIOBJICTBOPEHHOCTH KIMEHTOB). [10100HbBII aHaMM3 enaeT oue-
BUIHON HEOOXOIMMOCTh ydeTa TakuxX (HaKTOPOB IS peaTn3alii CTPATETUH U YIydIIeHUs] (GUHAHCOBBIX
HUTOTOB.



176 Yacts Bropad. ['aBa 11

B kaudectBe mpyroro mpumepa Koppemsiuuu nokazateneil yerbipex coctaBisiromux CCII moxHO
TIPUBECTH IETIOYKY MPHOBITEHOCTH YCIyr, PaspaboTaHHYIO TIOCITE CEPHE3HOTO MCCIEIOBAHMS (HAKTOPOB,
KOTOpBIE C/IeTali UCKIIOYUTEIBLHO YCICITHBIME CIEIYIOIINE CepBUCHBIC Kommanuu: Progressive Corpo-
ration (crpaxoBanue), Southwest Airlines, MCI u Taco Bell. Kak noka3ano na pucynke 11.3, nenouka
MpUOBUIBHOCTH MOXeT ObITh IpecTaBieHa kak 06o0mennas CCII. UeTko mpocinexuBaeTcsi B3aUMOCBSI3b
MEXIY MOKa3aTeIsIMH MOPAJILHOTO COCTOSHUS CIYXAIlMX U Ka4eCTBOM OOCIY>KHBaHUS, C OJHON CTOPO-
HBI, ¥ TIOKA3aTeIISIMH COCTOSIHUS pabOYMX M Ka4eCTBOM IPOU3BEICHHBIX HMU TOBAapOB M yCIyr (BHYTpEH-
HUE OM3HEC-TIPOLIECChI) — C APYroil. DTH mapaMeTpsl CIIOCOOCTBYIOT MOBBIMICHHIO YAOBJICTBOPCHHOCTH
KJIMEHTOB M YKPEIUICHUIO UX JIOSUTBHOCTHU. JIOBOJIBHBIE U JIOSUTbHBIE KJIMEHTHI, B CBOIO OY€pelb, — 3aJI0T
yay4qiieHus: (UHAHCOBBIX Pe3yNbTaToB (POCT JOXOIOB U MPUOBUIBHOCTH), YTO CIIOCOOCTBYET BO3HHKHO-
BEHUIO METIN 0OpPATHOW CBS3M VIS JAJbHEHIIIETO HHBECTUPOBAHUS B TIEPCOHAN M MH(POPMAITMOHHBIE CHC-
tembl. MccnenoBanus 3(h(EKTHBHBIX CEPBUCHBIX KOMIIAHMI BBISBHJIM MPOYHBIE, CTATHCTUYECKH 3HAUM-
MBbI€ KOPPEISIUN MEKAY JIEMEHTAMH LIETTOYKH NMPUOBUTBHOCTH YCIIYT':

PocT poxonoe MNpUBbBINBHOCTE
I }
e CoxpaHeHWe KNHeHTCKOW Gasbl
ML MoBTopHBIA DHU3HeC
L |
KNUeHTOE P
T « [ToBETORPHBIE 0DpaleHHMA
YA 0BNeTBOPeHHOCT « Ycnyru, paspaboTaHHbIe No 3anpocam
KNMEeHTOE LenesblX KNHeHTOB
BHeWwHASA « KoHUuenuMA npeocTaBNeHWA yenyr:
LeHHOCTD Yenyr peiynbTaTMEHOCTE ANA KNWMEHTOE
| |
CoxpaHeHHKe SchheKTHEHOCTE
KaapoBoW Gasbl nepcoHana
]
¥RoBNeTBOpeHHOCTE
nepcoHana
1 « Pabo4ee mecto
K e PaboTa
- auecrso «Moabop NnepcoHana U paseUTHe
EHYTRpeHHMX yenyr
» BosHarpakpaeHWe W NpU3HaHHe

= MeToAbl 0GCMPKUBAHNUA KNHEHTOB

Hcrounuk: J.L. Heskett, T.O. Jones, G.W. Loveman, W.E. Sasser, Jr., L.A. Schlesinger. Putting the
Service-Profit Chain to Work // Harvard Business Review, 1994, March/April p. 166. [Teyaraercs ¢ pas-
peleHus.

Pucynok 11.3. Ilenouka NnpuObLILHOCTH YCIYT
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VY 10BIETBOPEHHOCTH PaOOTHUKOB

Y UX CIIOCOOHOCTH <-> MIPEBOCXOIHBIC BHYTPEHHNE OM3HEC-TIPOTIECCHI
<->  YyIOBJICTBOPCHHBIC U JIOSUIbHBIC KIIMCHTEHI
-> Oostee BHICOKHE (DMHAHCOBBIE PE3yTBTATHI

YnpaBneH4Yyeckue uUrpbl/CueHapHbIN aHanu3

Ton-meHemxepbl OAHOKW KOMIIAaHUH MCIOJB30BAIN TUIIOTETHYECKUE CBs3u, oTpaxkeHHbie B CCII, B
KadecTBE HOBATOPCKOTO IMOAX0/a K JaJbHEHIIEMY Pa3BUTHIO CTPATErHYECKOr0 MH(POPMAIIHOHHOTO MpPO-
necca. B mepByio rogoBMHy NpUHATHS cOATaHCUPOBAHHOW CHCTEMBI MOKa3aTesieil OblJI0 OpraHU30BaHO
JIBYXJHEBHOE BbI€3JHOE COBELIaHNE, HA KOTOPOM MPOBEIH WUIPY, CO3AAHHYIO aHATMTUKAMH C MUCIOJIB30-
BaHueM mozenu B3auMHbIX cBsazeil CCII. Ee cmbicn 3akmouarncs B aHaIM3€ CTaTUCTHYECKUX JAHHBIX 3a
MPOIIEAINI IOl ¢ YIOPOM Ha KOPPEIALMH MEXAy BakHEHIMMHU napamerpamu. CHadana KoMaHAa Me-
HE/KEPOB TOMydMiIa 3a/laHie OLEHUTh CTPATETrHIO MPEIBIYIIEro rojia U BRISIBUTH ee ciadbie mecra. Ec-
mu pe3ynbratel, onpeneneHHbie B CCII, momyunTs HE ynaBajioch, TO CIEIOBAJIO Ha3BaTh BO3MOYKHBIE
npuurHbl. Hanmpumep, oTanuanack M cuTyauusi Ha peIHKE OT TOH, KOTOPYIO MPOTHO3UPOBAJIM MPH pa3pa-
6oTke crparernn? Kakue Bakabie ()akTOpBl OBUIM YIYIIEHBI? 3aT€M YJ4aCTHUKHU UTPHI JIOJDKHBI OBLITH, OC-
HOBBIBAsICh Ha MPOBEJCHHOM aHAIN3€, YCOBEPIIEHCTBOBATh cTpaTernto. CoagaHcupoBaHHAs CHCTEMA I1O0-
KaszareJeil CiyKuia UCXOAHOW MOCHUIKON NMPU MOAEIUPOBAHUHU CUTYALMH, KOTOPOE MPEAHA3HAUYCHO I
KOJIMUECTBEHHOW OLIEHKU CTpaTernvyecKux cueHapues. [locie 3Tux ynpaXHeHUH TOM-MEHEIKEPhl Coria-
CHJIICh C MHEHHEM, YTO UTpa MOMOrJia UM OoJiee aKTHBHO y4acTBOBATH B OMNpeJeNieHnH (HaKTOpPOB J10-
CTHXKEHUS CTPATErHIECKOro ycrexa.

OTyeTbl C NpUMepamMm

3adacTyo, 0COOCHHO B OOJIBIIMX OpPTaHU3ALMIX, IPOXOJUT HEMAJIO BPEMEHH, MPEXKIE YEM CTAHYT
JNOCTYIIHbl HAKOIUIEHHBIE CTAaTUCTHMYECKHM 3HAYUMBIC [JaHHbIE O KOPPEIALHUOHHBIX M MPUYUHHO-
CIICZICTBEHHBIX OTHOIICHHUsIX, 3anoxkeHHbIX B CCII. beccnopno, craTuctryeckas 3HAYUMOCTb M Ha/IEXK-
HOCTb OLIEHOK — 3TO Ba)KHAasl 1€Jb, HO, JJI1 TOTO YTOOBI OIICHUTh, HACKOJIBKO KM3HECHOCOOHA CTpaTerus
1 paboTaeT M OHa BOOOIIIE, cTparernyeckas HH)OPMAIIMOHHAS CHCTEMa JIOJDKHA MPEI0CTaBUTh COOTBET-
CTBYIOILIME MHAMKATOPHI YK€ Ha PAHHUX dTanax JIBHXEHHS K JOJTOBPEMEHHBIM LENsIM. [aKUMH WHIU-
KaTopaMH MOTYT CIYKUTb OTAENbHbIC IPUMEPHI ACSITEIbHOCTH OM3HEC-CAMHULIBI HIIH paOOTHHUKA.

Hampuwmep, pykoBoauremn Rockwater mpITanuch nepeopueHTHPOBaTh CBOKO MOJIMTHKY B 00JIACTH
MapKeTWHTa Ha KIMEHTOB rpynmbl Ne 1, Torma kak KiIMeHTH rpymibl Ne2, i1 KOTOPBIX OCHOBHBIM KpH-
TEepHUEM JACTOBBIX OTHOILIEHUH Oblila 1IeHa, MOTEPSIN NPUOPUTETHOCTE. MEHeKePhI MOCTOSIHHO MOAKPETI-
JISUTM CBOU CTaTUCTHYECKHE OTYETHI PACCKa3aMHU O B3aMMOOTHOILIEHUSAX C HOBBIMHU LIEJICBBIMU KJIMEHTAMHU
— KaK OHHU OBUIM YCTaHOBJICHBI M KaKUE YPOKM MOKHO M3 HHX H3Biieub. Kak Tompko Metro Bank mepe-
CTPOMJI CBOIO CTPATETHI0 MAapKETWHTa W HANpPaBWJI €€ Ha MEePEKPECTHBIC MPOAAKH HOBBIX (DMHAHCOBBIX
MPOAYKTOB IIEJIEBBIM KIMEHTaM, B €KEMECSIYHBIX WH()OPMAIIMOHHBIX MUChMAaX PYKOBOJCTBA CTAJM TIOSB-
JSITBCSL 00pa3Lbl YCIEUIHON AEATEIbHOCTH MEHEIKEPOB, B KOTOPBIX 0CO00€ BHUMAaHHUE yAENSAIOCh METO-
JlaM YCTAHOBJICHHSI HOBBIX OTHOIIEHHH C MOTpeOMTENEeM M JOCTUTHYTBHIM pe3ynbraTam. Kommanust Na-
tiona Insurance mocTosiHHO MOAKPEIUIsIa OTYEThI O PEe3yNIbTaTaxX ACATEIHOCTH MPUMEPAMU TOTO, KaK
CTPaxOBbI€ areHThl CTAHOBWJIMCH CIIELIMATIMCTAMU BBICOKOTO Kiacca. [1ogo0HbpIe mpuMepsl MPeaCTaBIsIOT
co0o#t HeopMaTbHYI0 00pPaTHYIO CBSA3b, CBUICTEIBCTBYIOT — B JIOTIOJIHEHHE K CTATUCTUYECKUM JTAaHHBIM
— 0 ’KU3HECTIOCOOHOCTH CTPATETHH KOMITAHUHM U WH(POPMHUPYIOT O HAMEPEHHUSIX M KOHKPETHBIX JETaNSX
CTPAaTErMyecKoro IuiaHa. Takum oOpa3oM KOMIIaHHWS, WCIOJIB3Ys HMPHUMEPHI MPOILIOTO, BIUSET Ha pe-
3yJAbTaThl OYAYIIEro.

AHanus nHuymnaTne

B rmaBe 10 Mb1 00cyaui Ba)KHOCTD BBISIBJICHUS H (PUHAHCHPOBAHUS HHAIIUATUB, KOTOPBIE TIOMOTYT
OpraHu3aIly PEUINTh HanpsbkeHHbIE 3a1aun, nmocraBiaeHHbie CCII. Crparernueckuii WH(GOPMAITMOHHBIH
MIpOIIECC MPEAIOIIAraeT NEPUOANYECKUM aHATN3 dTUX WHULMATHB U IpEIHa3HAuYE€H CBUJIETENBCTBOBATH O
TOM, YTO OHM MOCTOSIHHO TOJY4alOT COOTBETCTBYIOIIYIO OIICHKY. DTO IOMOTaeT KOMIAHUH CPOKYCHPO-
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BaTh CBOM YCHJIMSI HAa PEAM3alNH TeX MPEAJIOKEHUH, KOTOPbIE MPUBEAYT K JOCTHKEHHUIO MOCTABJICHHBIX
menei.

B tabmuue 11.1 npuBeneHb!l TUMMYHBIE MHULIUATUBBI M MOKA3aTelH, Ha YIY4LIEHHE KOTOPHIX OHH
HampaBlieHBl. BooO11ie, MpsMOTO COOTBETCTBUS «MHUIMATHBA—IIOKA3aTeNb» HE CYIIEeCTBYeT. B nelicTBu-
TEIBHOCTH, JJIsl TOTO YTOOBI MOJYYUTh KaKOW-1M00 mapameTp, HEOOXOAUM LBl KOMIUIEKC MPOrpaMM.
B nmanHOM mpumepe KOMOWHAIMS PEKIAMHON KaMIIaHWH, MPUBJICYCHUS HOBBIX IOJIB30BAaTEICH KpEIHT-
HBIMH KapTaMH U PACIINPEHHsI BO3MOKHOCTEH CaMHUX KPEIUTHBIX KapT MpUBENa K pealn3aiiy 3aruiaHu-
POBAHHBIX LIEJIEH: OTKPHITHIO HOBBIX CUETOB M YBEJIIMUYCHHUIO JIOJIM aKTHBHBIX CUETOB.

[Tpu oTOOpE MHUIMATUB MEHEIKEPHI PYKOBOJICTBYIOTCS MTPOTHO30M X 3(P(PEKTHBHOCTH B PELIICHUN
MOCTaBJICHHBIX 3a/1a4. Kak mpaBuiio, KOHKPETHBIE TIPUMEPHI SBIISTIOTCS TIEPBBIM CBUICTEIECTBOM PE3yJiIh-
TaTUBHOCTH MHBECTHLWH. [loCTOSHHAS OIleHKa BO3ICHCTBUS TEX WM WHBIX HHHUIMATHB Ha MOKa3aTeIH
CCII cmocobecrByer Oomnee TiyOOKOMY MOHMMAaHWIO MEHEKepaMH TPWIWHHO-CIICACTBEHHBIX CBS3EH
cTpareruu Ou3Heca.

Ta6auna 11. 1. HanpsiskeHHbIe 321244, HHUIUATUBBI U OTYETHOCTh

Crparernueckasi neab | Iloka3areanb 3agaua HNunnuatusa OTBeTCTBEeHHBIH
Co3panne UMUK OTKpbITHE 97—100 PexnaMuast kammiaHus B cpe- RMN
TpanchopmupoBats Har HOBBIX 98—115 CTBax MaccoBoi HH(opMa-

WMUIDK U3 YCIEIIHOTO CUETOB 99—150 LUHA
4acTHOTO OaHKa B pa3BH- Pacmmpenne BozMoXxHOCTEN DPK
TBIH Op3H]I, IETKO Y3Ha- KPEIUTHBIX KapT

BaeMbIH KJIIMEHTaMU

AKTUBHBIE 97—100 |IIporpamma HCHIOJB30BAHHS MSF
cuera (%) 98—105 KPEIUTHBIX KapT
99—115

OueHKa He3aBMCUMbIX CreLuanucToB

Hpyroii 5pdexkTuBHBIN HHCTPYMEHT WHPOPMAIMOHHOTO TPOIIecca — 3TO OLEHKAa CTPATETHH, TPO-
Be/ICHHAs1 He3aBUCHUMbIMHE dKcriepramu. Kommanust HI-Tek, mpou3Boasiias 3MeKTpOHHBIE KOMILICKTYIO-
e, npuMenuia CCII mist coBeplIeHCTBOBAaHUS MPOLIECCa YCTAHOBJIGHUSI COOTBETCTBUS LIEJICH KOM-
MaHuM BbIpabOTaHHOH cTpaTernu. Yepes roj moyioKeHUE BBIIPABUIIOCH, U exemecsuHblil aHanmu3 CCII
CTaJI 4YacThi0 OOBIYHOTO Tpoluecca yrnpasieHus. OAHAKO MPE3UACHT KOMITaHUU ObLI 03a004Y€H TeM, YTO
3TH COBEILAHUS MPEBPATUIINCH B PYTUHHOE OOCYXKICHHE ONEPATUBHBIX BOIIPOCOB U MOCTENIEHHO NOTEPSI-
JI1 CBOIO CTpaTEerMyuecKyio HampasiieHHOcTh. HeoOxommumo ObuI0 M3MEHUTH cuTyauuio. s 3Toro oH
MPUCIOCOOUIT MPOLECC OLECHKM HE3aBUCUMBIMH CIICHUANIKMCTAMH, KOTOPBIA M3HAYAIBHO ObUT 00s3aTelb-
HOH 4acThIO IpOLEAypbl HOMUHHPOBaHMs Ha pemMuto bonapumxa. Kaxnsle nonroga rpynmna, coctosmiast
U3 TPEeX—IISITH TON-MEHEDKEPOB Ipyrux mnojapasnencuuii, nposepsuia CCII komnanun HI-Tek: ananm3u-
POBAIMCH LEJIH U MOKa3aTeN, CTPaTernYeCKUe HMHULMATUBBI U CTPATErus B LEJOM. DKCIepThl OeceaoBa-
TM ¢ pabOTHUKAMH, BEIOPAHHBIMU Hayraj, 4YTOOBI OIPEACINTh YPOBEHb HH(POPMHUPOBAHHOCTH U TIOHMMA-
HUA CTpaTeTHYECKuX 3a1ad. B pe3ynbrare pyKOBOACTBO MOIYYHIIO HE3aBUCUMYIO M OOBEKTHBHYIO OLICH-
Ky CCII u mpou3BOICTBEHHOM AESITEIEHOCTH.

DTOT mpreM No3BoJHI Ton-MeHemkepaM HI-Tek B3risiHyTs Ha CBOIO pabOTy C TOUKH 3PSHUS CTpa-
TEruH IJIAHUPOBAHUS U CIIOCOOCTBOBAJI OOMEHY OIBITOM M MACAMHU MEXIy mojapasaeneHusimu. [Ipucyr-
CTBHE TIOCTOPOHHHX HKCTIEPTOB MPUBHECIIO MPOPECCHOHATN3M U atMochepy odunumansHocTH. KoHeuHo,
moJ00Has PaKTHKa TOAUTCS HE JUT BCeX KOMIaHui, HO nepBbiii onbiT HI-TeK man npekpacHbie pe3yib-
TaTHI.

Bce nepeuncnennble MEXaHU3Mbl — KOPPEIALMOHHBIA aHANN3, YIPABICHYECKHE UIPBl U CLEHap-
HBII aHamM3, OTYETHl C NMpUMEPaMHM, aHaJN3 CTPATETHUYECKUX WHULMATUB U OLIEHKa HE3aBUCHUMBIX CIIe-
LHAJIMCTOB — MOMOTAIOT NMPEANPUATHSAM PErysipHO aHAIU3UPOBATh U 00CYXAaTh CBOIO cTpareruto. Ha
MEPUOJNYECKUX COBEILIAHMSX TI0 BOMPOCAM YIPABICHUS MPECTAM PACCYXIaTh O NPOILIOM U CTal 3a-
[IsApIBaTh B Oyaymiee. OTKIOHEHUS OT 3aIUIaHUPOBAHHBIX PE3YJABTATOB MEPECTANN OBITH MTOBOJIOM K TI0-
HMCKY BUHOBHBIX M YKa3bIBaHUIO HAa HUX majblieM. VX Tenepb paccMaTpuBalOT KaKk BO3MOKHOCTD IMOJTy4e-
HUS IOTIOJTHUTEINBHOW MH(pOpMariu. HecooTBeTCTBHE MEXKy 3allJIaHUPOBAHHBIM U PEabHBIM 3aCTaBIIs-
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€T pYKOBOJUTENEH 3ayMaThcsi 00 aeKBaTHOCTHU cTpareruu. Ha camom nm fene npensoxeHne HOBOH 1o-
TpeOUTENbHON LIEHHOCTH, BBIABUHYTOE HA LIEJICBOW CETMEHT PBIHKA, MPUBEIET K BBICOKHUM IOKA3aTENsIM
KIIMEHTCKOW W (PMHAHCOBOW COCTaBISIOMKX ? JlocTaTouHO 7 OBICTPO TMPOUCXOAAT POLIECCH Pa3paboTKH
Y TIPOJBIDKEHUS HOBBIX MPOAYKTOB M YCIIYT, KOTOPBIE BHICOKO IICHSTCS IEJIeBBIMH KimeHTaMu? COanan-
CHpOBaHHAs CHCTEMa MoKa3arejell B OTIIMYUE OT APYIHX CUCTEM OIEHKH d(dekTuBHOCTH HOopMyTHpyeT
«TEOPUIO npez[npmrmﬂ»s. Hwmest B cBOEM pacmiopssKeHUH YETKYIO CUCTEMY B3aMMOCBS3aHHBIX MOKa3aTe-
JIeid, MEHEKEPHI MOTYT MPOBEPUTHh — €CIIM HE CTATUCTHYECKH, TO HE(HOPMAIEHO — CTPATETHUIO0 CBOETO
Ou3zHeca.

KOJNINEKTUBHOE PELUEHUE NMPOBJIEM

Tpernii KOMIOHEHT MH(POPMAIMOHHOTO Tpoliecca — 3TO d((PEKTHBHOE pelieHne mpoodiIeM B KO-
manzie’. [ToauepKHeM, 4TO YAapeHHe 3/eCh ACIAeTCs Ha CIOBE «KOMaHIa». MBI oTMedanu 0cobyio 3Ha-
YUMOCTH CO3/IaHUSI KOMaH/bI, KOT/Ia TOBOPWIIM O TOM, KaK KOMIIaHUS C HAMOOJBIINM YCIIEXOM MOYXKET J10-
CTHYbh B3aMMOIIOHMMAaHHS, HEOOXOIUMOTO TpHU pa3paboTKe CTpaTreruu M cOATaHCHPOBAHHOW CHUCTEMBI
nmokazareseil. DTOT e KOJUIEKTUBHBIA MOAXO0/ TOJDKEH OBITh MCIIOJIB30BAH U B MPOIECCe peasTH3aii U
OIICHKH CTPATETUHU.

MexdyHKUMOHaNbHbIe KOMaHAbl

MHOro Q) yHKIIMOHATBHOCTD SABISETCS BAKHEWIIMM KOMIIOHEHTOM HWH(MOPMAIMOHHOTO TpoIecca.
HeoOxonumo n3beraTs ecTecTBEHHOM CKIOHHOCTH K y3KO# cnenmanu3anuu. Hanpumep, MoxkeT Ka3aTbes
yIOoOHBIM BHIE-TIpE3HIEHTa N0 (PMHAHCAM CHENaTh OTBETCTBEHHBIM 3a BBINIOJHEHHE TTOKaszarene ¢u-
HaHCOBOW COCTAaBJLIIONICH, BHLE-NPE3UJEHTA [0 MAapKETUHTY M MNpOJakaM — 3a KJIUEHTCKYIO COCTaB-
nsrouyto, Bue-npesugeHta mo onepanusm, HUOKP u noructuke — 3a cOCTaBIAIOIIYI0 BHYTPEHHHX
OUM3HEC-TIPOLIECCOB, a BUIIE-TIPE3UICHTA IO TMIEPCOHANY U WH(POPMAIIMOHHBIM CHCTEMaM — 3a MoKa3aTein
cocTaBistoniel o0ydeHus u pocra. Takas GyHKIIMOHANIBHAS Pa3apoOIeHHOCTh HE UMEET HUYEro 00IIero
C TOJXOJOM KOJUJIEKTUBHON OTBETCTBEHHOCTH M KOJUIEKTHBHOIO pelIeHus npobiem. Bech MeHeKMEHT
KOMITaHUH JOJDKEH pa3eisiTh OTBETCTBEHHOCTH 3a IMOJIydeHHE HAMEUEHHBIX MOKa3aTelell u MoOuimsa-
LHI0 NHULUATHUB.

C moMoIIbI0 CTOMMOCTHOM LIEMOYKU BHYTPEHHEro OM3Hec-mpoliecca pykoBocTBo ECho Engineer-
ing chopMHUPOBAIO TATH MEK(PYHKIMOHATIBHBIX KOMaH[, KOTOPBIC OTBEUYAM 3a Pa3JIHMYHBIC ACHCKTHI
crparerun (cM. puc. 11.4). Komanna, B 3a7a4y KOTOPO#l BXO/IMIa THIMYHAS (YHKIUSI MapKeTHHra — OII-
peneneHne moTpedHOCTEN KIMEHTOB, COCTOSIA U3 MPEACTaBUTENEH OMEepallMOHHBIX MTOAPA3CIeHUHN, UH-
XKEHEPHOU ciryxObl ¥ OTJeNna KOHTPOJIs1 KadecTBa. Kakaplid 4ieH KoMaHAbl OLIEHUBAN MPO0JIEMY CO CBOECH
npodeccroHanbHO# ToukH 3peHust. CHHTE3 pa3pO3HEHHBIX 3HAHUH 3HAYUTEIFHO MOAHSIT 3((PEKTUBHOCTH
mpolecca.

CoBewaHue no obcyxaeHuUto ctpaternm

[lepnoguueckre cOBELIAHMS N0 aHATM3Y M MEPECMOTPY CTPATEry MUMEIOT Ba)KHEWIee 3HAYECHUE
JUISl CTpATeTHYecKoro MH(OpPMAIMOHHOTO mporecca. K coxaneHuto, OOJBIIMHCTBO TaKUX COBEIAHHIMA
OBIBacT MOCBALICHO OOCYXICHHIO ONEPAaTUBHBIX, & HE CTpaTermyeckux Bompocos. Hampumep, Tom-me-
nemkepel Kenyon Stores na EXXEMECSAYHBIX Betpeyax oOcyxnmami pe3yinbTaThl HCTEKIIEro MecsIa.
Takoe coBelanre Co3bIBAJIOCH B TOCIIEHEE BOCKPECEHBE, YTOOBI HUKTO HE MOT €T0 MPEPBaTh.

[loBecTka AHS cocTaBiIAach LEHTPaMU OTBETCTBEHHOCTH IOouepenHo. [ naBHbIM Oyxranrep-
KOHTpOJIEp pa3aaBajl MECSYHbIE OTYEThl HEMOCPEICTBEHHO Ha COBEIAHWH, TaK 4TO IpPEIBAapHUTEIbHAS
MOJITOTOBKA MCKIoYanack. OH HAYMHAT COBEIIAHUE C aHAIM3a (PMHAHCOBBIX PE3yJIbTATOB, 3aTEM CIIENIO-
BaJIM BBICTYIUICHHUS] TPEX MEHEIXEPOB U IUPEKTOpa MOAPA3JENICHUS] PO3HUYHBIX Ipogax. Kaxaeii u3
BBICTYIIABIIMX PACCKa3bIBaJl O IOCTUTHYTHIX yCII€XaX CBOEr0o OTJeNa Win moapasaencHus. Ha takoe on-
HOCTOpOHHEe obOmeHne yxoamio 1o 65% Bpemenn. Ocranpabie 35% 3aHUMAH TPYIIOBBIE 00CYXKICHUS.
HmenHo 3Ta 4acTh COBEILAHUS, IO MHEHHIO BCEX MEHEIKEPOB, U OblIa caMoil LieHHOHW. OgHAKO BO BpeMst
JUCKYCCUU OCHOBHOE BHUMAaHHE YAEJSIOCh ONEPAaTUBHBIM BOIIPOCAaM, KOTOPhIE BO3HUKAIN B PE3yJbTaTe
MPOCIYIIAHHBIX OTYETOB (HANpUMeEp, KaKk 00eCcneYnTh OOHOBJICHHE aCCOPTUMEHTA Ha MPHJIABKaX Marasu-
HOB WJIM KaKMM 00pa30M OpraHM30BaTh 0OJiee peryssipHyIo J0cTaBKy ToBapa). Tonpko 10% BpemeHu oT-
BOAWJIOCH Ha 0OCYXKIIEHHE JOITOCPOUYHBIX CTPAaTErMYECKUX BOIPOCOB, HAPUMEP TOTO, KaK CHENaTh CO-



180 Yacte BTOpad. 'masa 11
BEPIICHCTBOBAHUE KAYECTBA MMPUOPUTETOM JUIS BCEX COTPYAHMKOB KOMIAHWH. [10CKOIBKY TOBECTKA JTHS
COBCIIAHUS U3HAYAITBHO pacCMaTpHUBAJIACh KaK COANaHCUPOBAHHOE OOCYXICHUE PE3YJIbTATOB Pa3IMIHbBIX
HaITpaBJICHUH EATENbHOCTH, HA OJIMH U3 HE(MHAHCOBBIX TMOKa3aTelicll He 00CyXaancs Oojee MITH M-
HYT. 3aBepIajioch TaKOEe 3aceIaHuEe COCTABJICHUEM CITHUCKA M3 CEMH ITyHKTOB, KOTOPBIC UMEIH OTHOIIIE-
HUE K YAY4YIICHHIO KPATKOCPOYHBIX PE3YIbTATOB.

CToMMocTHAA Henodka Echo Engineering

Onpe- MoTpebHOCTH
JdnpefgeneHue Y BoiMrpars Moare- Brinon- 3aKpbITh KNMeHTa
notTpedHoCTer B} KOHKVBC TCEWTE HWTb npoekT
KNUeHTa WU Kyp npoekxT npoexT VAOENETEOREHbI
HOCTH
Komanabl
cTpaTerM4ecKoro
AeHcTENA
¢ MapKkeTHHr * * MpopaxM * * MHxeHepHaA * Onepayuu * » AQMMHMETpA-
* Onepauun * KoHTpakThl cmypkba = & MHxeHepHaA umnA

+ KavyecTBO

= IHXeHepHaA
chnypxba

» Onepauuu

+ MHxeHepHaA
cmywba

= JOnepauymm

« JlorvcTuka

+ Kommepyeckuid
oTAen

* MocTaBLWMKH

cmykba
* lMornectuka
* [NocTaBLMKN

¢ OnepayMm

* MHxeHepHanA
crywba

* MapkeTuHr

* [poaaku

* luaep komaHabl
Pucynok 11.4. Ucnionib30BaHue MeK(PYHKIMOHAIBHBIX KOMAH/ AJ5 pellieHUus1 NpoodjemM

ScHo, 4TO 3TO coBelaHue OBIJIO MOCBALICHO OMEPALMOHHBIM BOIIPOCAM MJIM B JIYYIIIEM CJIy4ae BO-
mpocaM KOHTpoJIsA. Ero 1enpio Ob110 BBISIBUTH COOTBETCTBHUE MOJYYSHHBIX PE3YJIbTATOB IUIAHY U HHULIUU-
poBaTh Mepbl UX yiydineHus. [lo TakuMm KpuTepusM coBellanue, 0e3ycioBHO, uMeno ycnex. OHO co-
31a10 aTMocdepy KOJJIEKTUBHOTO penieHus npooiaeM. MeHemkepaM MpHUIILIOCh 3aHATHCS CBOEOOPa3HBIM
COOCTBEHHBIM «TUKOE30M», MTOCKOJBKY B COOTBETCTBUU C KOHIICTIIIMEH MEX(PYHKIIMOHAIEHOCTH UM TIPH-
XOJUTCSl aHAIM3UPOBATh IUIAHBI M PE3YJbTaThl CBOMX KOJUIET M3 APYrux mnonpaszaeneHuii. Kpome toro,
JIB€ TPETH BPEMEHH COBELIaHUS OBUIN MOCBSIICHH He(pUHAHCOBBIM TeMaM. K cokaneHuio, MOXHO KOH-
CTaTUPOBAaTh, YTO OOJBIIYIO YACTh BPEMEHU YYAaCTHUKHU CIIYIIAIH, aKTUBHOMY OOCYXXIEHHIO MPOOieM U
WX PEICHNI0 OBUIO YIeNeHO Maiio BHUMaHMA. [loBecTka THS CTpOomiIach BOKPYT () YHKIMOHAIBHBIX 005-
3aHHOCTEH OTJENOB, a HE BOKPYI CTPATETMUYECKHUX BOIMPOCOB, PELICHHE KOTOPHIX TPEOOBaIO COBMECTHBIX
YCHUJIUA HECKOJBKUX NOAPA3ACICHUN.

HecomuenHo, 3T coBelaHus UMeIH OOJbIIOE 3HAYEHHUE JJIS1 OTIEPATUBHOTO M YIMPaBIEHYECKOTO
KOHTpoJs. Ho MOCKONBKY MX CoMepKaHne HEe MEHUIOCh, UM HE XBaTajo OJHOTO — WH(POPMAILUH O TOM,
HACKOJIBKO 3(PPEKTUBHO MPOUCXOUT Peal3anns CTPATETHH.

BonpmmHCTBO KOMITaHUI TPOIOJDKAIOT JIeicTBOBATh, mogoOHo Kenyon Stores. lo toro, xak CCIIT
Obula mpUHSITA B KauecTBe cucTeMbl MeHemkmenta B FMC Corporation, exekBapTaibHbIE COBELIAHUS
TON-MEHEHKEPOB U PYKOBOJHUTENEH Pa3IMIHBIX TOAPA3ACICHAN MOCBANIAINCH aHAIN3Y (PUHAHCOBBIX pe-
3yJbTAaTOB MPOMIEIIIEr0 Nepruoaa. JecsTKu JTMHEHHBIX MEHEIKEPOB U3 Pa3IMYHBIX OTACIOB CHIEIH IO
MEepUMETPy KOMHATHI COBEIIaHUM, TOTOBbIC, €CTM NMOTpedyeTcs, 0OBICHITh NPUYUHBI OTKJIIOHEHUSI COTHH
C JIMIIHUM TOoKa3aTesell KBapTaIbHOTO (PMHAHCOBOTO OTYeTa OT IutaHa. OOCYKIeHHE CBOAMIOCH K BBISIC-
HEHHIO, ToYeMy (pMHAHCOBBIE [EJIM HCTEKIIET0 KBapTaia TaK U OCTATNCH HE JTOCTHTHYTHIMH.

Urak, B 60JBIIMHCTBE OpraHU3aluil peryaspHble COBEIIAHUs 110 UTOTaM MEPUO/a MOCBSIIEHbI BbI-
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MOJIHEHUIO KPATKOCPOYHOTO OINEPALIMOHHOTO TJIaHa, OTPAXKEHHOTO B roloBoM Oromkere. Ha Hux oOcyx-
naroTcs mHQPB, KpaTKOCPOYHBIE TAaKTHYECKHE PEe3yNbTaThbl. BOMPOCH! JKM3HECTIOCOOHOCTH CTpPATEeTHH,
COOTBETCTBHUSI KOHKYPEHTHOM, PhIHOYHON M TEXHOJOTHYECKOW CPelbl CTPaTerHiueckoMy IJIaHy, a TakkKe
Mpo0IeMbl aIeKBATHOTO PACIIPEEICHNUS PECYPCOB MPOCTO HE BKIIOYAIOTCS B MOBECTKY. Mcxons u3 Ha-
IIETO OIBITa, MOXKEM CKa3aTh, YTO B OOJILITMHCTBE KOMITAHUH CTpaTerHdecKuii HH(GpOpMaIMOHHBIN TTPo-
LIECC OTCYTCTBYET.

HUcnonp3ys CCII kak cTepskeHb CUCTeMbl MeHekMeHTa, kommanus FMC Corporation noaHocThio
M3MEHMIIA XapaKTep MOAOOHBIX UTOTOBBIX COBEIIAaHUN. Buiie-npe3naeHThl KOMIIaHUH 3apaHee COOOIIal0T
TOT-MEHe/KepaM 00 OCHOBHBIX OTKJIOHEHHSX OT IJIAaHOBBIX (PMHAHCOBBIX TOKa3zareneil. OOBIHO Bce
CBSI3aHHBIE C 3TUM BOIIPOCHI PELIAIOTCA 10 COBELIaHMs. JIMIIOM K JMIly BCTPEYArOTCs TOJIBKO TP YeJIOBe-
Ka U3 KOPIOPATUBHOTO PYKOBOJACTBA U TPU-YETHIPE PYKOBOIUTEINS ONEPALMOHHON On3Hec-enuHubpl. OHH
paccMaTpUBaIOT CIAEAYIOIIME MPOOJIEMBl: JOCTUTACT JU KOMMAHUS ONMKaWIIuX 1esied, MOTYT i ObITh
peanrn30BaHbl JOJTOCPOUYHBIE [IEJIM M HACKOJIBKO HEOOXOIUM NIEPECMOTpP CTpAaTeruy KOMIIAHUHU B IIEJIOM.

Jlnst Toro 9To0BI COBEMIAHUS TI0 BOTIPOCAM cTpaTerud Obuth 3(eKTUBHBIMU, OHU HE JOJDKHBI 110
BpEMEHHU U MECTY MPOBEJCHHS COBIIaJaTh C COBEUIAHHMIMH IO ONEpPalMOHHBIM BorpocaM. Kpome Toro,
€CJIM OTIEPaTUBHBIE COBEIIAHUS MPOBOIATCS €KEMECSYHO, TO CTPATErnYeCcKue T0CTATOYHO MPOBOIUTE Pa3
B kBapTaisl. Takue Baxuelmme GpakTopsl, Kak JOJs PBIHKA, YAOBICTBOPEHHOCTH KIIMEHTa, pa3padoTKa HO-
BOTO MPOJYKTa U BO3MOKHOCTH IIEpCOHANa, HE UCIBITHIBAIOT 3HAYUTEIbHBIX H3MEHEHUH KaXIbIi MECSILI.
[ToxBapTanpHbIl TpaduK MPOBEACHUS UTOTOBBIX COBEIIAHHI MO3BOJISIET JIydIlle TOHATH TEHACHIIUH pas3-
BUTHS, (DAaKTOPBI JTOCTHIKEHHUSI CTPATETHYECKUX PE3YAbTaTOB M MX B3aMMOCBS3b. EjKeKBapTalbHBIE COBE-
IIaHUS JOJDKHBI (POKYCHPOBaTh BHUMaHKE Ha Ipo0iemMax, a He Ha pe3yibTaTax ACATeNbHOCTH (pyHKIIHO-
HaJIbHBIX MTOAPA3JCIICHUH, U CTABUTH LIEJIbI0 COBEPIICHCTBOBAHUE CTPATETUH U MPOLIECC €€ pealn3alu.

BrisiBnenue ctparernueckux BOIPOCOB, TPEOYIOMINX JAIBHEHIIIEr0 U3YY€HNUS U YTOUHEHUS, 3aMbl-
KaeT METJI0 CTPAaTeTHYecKoro MH(pOpMaIMoHHOTO Tporecca. KBapTanipHble cOBENIaHUs MO3BOJISIOT T0-
JTy9UTh HHPOPMAIUIO O KU3HECTIOCOOHOCTH cTpareruu u 3PpQeKkTuBHOCTH ee peanm3anun. Hanpumep, B
pe3ynbTare Takoro coseinanus B Metro Bank Obuio BBISICHEHO, YTO 3HAYHMTENILHO YBEIUYHIOCH YUCIIO
Xaso0 Ha KauecTBO oOcimyxuBaHusA. OTHAKO BHYTPCHHUE CTATUCTHYECKHE NAHHBIE 3TOT (PAaKT HE MOI-
TBepkaamm. beima copmupoBana HeOobIas MeXPyHKIMOHATIbHAS KOMaH/Ia, Ul TOTO YTOOBI MpoaHa-
JU3UPOBATh NPOOJIEMy U HATH cocob ee peuieHus. Takum oOpa3oM, cTparerus Oblia YaCTHYHO Tepe-
cMmoTpeHa. Kak mpaBmito, Ha TakMX COBEHIAHUSAX TON-MEHEIKEPHl MOIUPHIUPYIOT CTpaTeruto 6e3 Kap-
JTVUHAJBHBIX H3MEHEHUH.

O¢ddexTrBHOCTH HHPOPMAITMOHHOTO TPOIIECCa MOXKET CTaTh erie 0oJiee BRICOKOM, €CIM HAaJUTh
B3aMMOCBSI3b MEXIY ONEPALUOHHBIMU M CTPATETUYECKMMH COBelIaHuAMH. Kak moka3aHo Ha pHUCYHKe
11.5, Ha omepaITMOHHBIX COBEIIAHUSIX, HECMOTPS HA TO YTO O0BEKTaMU OOCYKIEHUS SBITIOTCS TEKYIIHE
MOKAa3aTeNy, 3a4acTyl0 NMPUHUMAIOTCS TaKHE PELICHUs, KOTOPble OKa3bIBAIOT BJIMSHHE Ha BBITIOJHECHUE
JOJTOCPOYHBIX 3a/1a4. Ha oHOM M3 omepannoHHBIX COoBelaHuii Kenyon Stores BeIsICHWIOCH, 9TO TpU
JUPEKTOpa MarasuHOB UMEIOT OJAMHAKOBbIE 3aTPYAHEHHs C HEHAJC)KHBIMH MOCTABLUIMKAMH, KaCAIOIHECs
KauecTBa mocraBisieMoi mpoaykuuu. [Ipobnema okazanace ropasfo mmpe, U ee 00CyKIeHHE CTalo Te-
MOW OJHOW W3 CTPATErHYECKHUX €)KEKBAPTAIBHBIX BCTPEU, IMOCKOJIBKY HEBO3MOXKHO OBLJIO MPHHATH d(-
(eKTHBHOE pEelICHHE B paMKaX OTIEPAlMOHHOTO COBEIIAHUS. AHATOTUYHBIM 00pa30M Ha CTPATETHYECKOM
COBEILIAHUU MOTYT BO3HUKHYTH TaKWE€ BOIPOCHI, KOTOPbIE€ HAWIYYIIUM OOpa3oM MOTYT OBITh PELICHBI
HMMEHHO Ha OIEpalMiOHHOM ypOBHE. B 3TOM ciydae OHM BKJIIOYAIOTCS B IOBECTKY JHSI OYEPEIHOTO COBE-
maaus. Takum 00pa3oM, OUeBHIHBI B3aMMOCBSI3H MEXIY CTPATErHYECKUM U OTIEPALMOHHBIM YPOBHSIMH,
U OHH JOJDKHBI OBITH MCIIOJIb30BAHbl HAWIYYIIUM O00pa3oM AJIsl PEeLICHHs CTPATErHuecKrX 3a/1ad KOMIIa-
HUH.
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Pucynok 11.5. OnepanmoHHBIM M CTPaTernyecKuii Mpouecchl ynpapJieHusl pa3iejieHbl, KO UMEIT
MHOI'0 0011[ero
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HenpepbiBHbIN MHHOPMALMOHHBLIU NPOLECC HAa OCHOBE ABOMHOW NeTNU

Beccriopno, BCTpeun JIMIIOM K JUIY HA CTPATETUUYECKUX COBELIAHUAX SIBISIOTCS BAXKHEUIINM YCIIO-
BHEM CO3]aHHsI KOMaH/bl U KOJUICKTUBHOTO PEIICHUA MPO0eM, TaK HEOOXOAMMOrO Ui CTPATErHYeCcKOTO
nH(POPMALMOHHOTO Tporiecca. Ho mpuMepHO B ceperHe THIMMYHOTO COBEIIAHMS TaKOTO pOJa OJHH W3
MPUCYTCTBYIONINX MOJABOANUT UTOTH U 00BsACHSET Iu(psl. HOBBIE TEXHOIOTHH TOMOTYT caenaTh HHPOp-
MAaIMOHHBIN mporiecc 6oee 3pHeKTUBHBIM, €cr MEPEeHTH OT JUCKPETHOW MH(pOpMAIMK Ha YPOBHE CO-
ObITUil (Ha KBapTAIBHBIX CTPATETHUECKUX COBEIIAHUSX) K HEMPEPHIBHOMY HH(POPMALUOHHOMY MTPOILIECCY.
[Iporpamma Lotus Notes no3BosisieT opranu30BaTh OJHOBPEMEHHYIO COBMECTHYIO padoTy JII0EH, MOCTO-
STHHO 3aHATBIX BOIIPOCAMU, NP EACTABISIOUIMME 00NN UHTEpEC U TPEOYIOIMMHU KOJUIEKTUBHOW OTBETCT-
BeHHOCTH. HekoToprie KOMIIaHUU YK€ HAaYMHAIOT MCIOJIb30BATh TAKOW TEXHOJOTHYHBIA MOIX0J K HpO-
neccy MeHemkMeHTa. COanmaHcupoBaHHas cHCTeMa IOKa3aTellell MpeJoCTaBIsieT OTIWYHYIO BO3MOXK-
HOCTb IPUMEHEHHS TaKoi TexHosoruu (cM. puc. 11.6).

[Tpu HempepsiBHOM HH()OPMAIIMOHHOM TPOILECCE OT OJHOCTOPOHHETO TPEACTABICHHS OTYETa U
o0BsicHeHNS (P MOKHO OTKa3aTbes. Bee 9TO MOMENeHo B KOMIBIOTEPHON CHCTEME M JIOCTYITHO Kax-
noMmy B Jt00oe ynoOGHoe anst Hero Bpems. Crcrema Mo3BOJIET BECTH MOCTOSHHBIA 3a0YHBIA AMAJIOT O
nudpax 1 uX 3HAYCHUSX, a BpeMs, OTBEICHHOE JUISI COBEIAHNH, HCIIOIB30BATh U PEIICHUS MPOOIeM.

[IpencraBum cebe, KakuM 00pa3oM BOMPOCH], 0OCY)KJaeMble Ha CTPATETHYECKUX COBEIIAHUSX, MO-
MOTAIOT aHAIM3UPOBATh U KOPPEKTUPOBATH CTPATErHI0 KoMIaHuu. Bozemem s mpumepa Metro Bank.
[Ipeanonoxum, Ha OAHOM W3 TAKUX COBEIIAHUH TOM-MEHEIKEPBl 3aMETUJIM, YTO POCT 00BEMa MPOJAK
(MHAHCOBBIX MPOAYKTOB M YCIyr MOTPEOUTENH0 (OCHOBHOW IMOKA3aTellb KIMEHTCKOW COCTABJISIOLICH)
HIKe 0xuaaeMoro. Mcnosnp3ys cxemy NpUYMHHO-CIIEICTBEHHBIX cBsi3eH, ykazanHbIX B CCII, meHemxepsl
MIPE’K/IE BCETO MOIBITAIOTCS BBISICHUTH, YIAJIOCh JIH PEHINTh OCTABICHHBIE 3a7a4ll ¢ TIOMOIIBIO BBIOpaH-
HBIX (DaKTOPOB, JOCTYITHBI JIN HOBBbIE (PMHAHCOBBIE MPOIYKTH M YCIyru norpeduremto? [Iponum mu pa-
00THUKM OaHKa COOTBETCTBYIOIIEE OOydeHHe, IJIsl TOro 4ToObl YCIEIIHO MPOJABUTAaTh UX HA PHIHOK H
MpOJIaBaTh?

JlocTynHb! 1 pabOTHHKaM HH()OPMAIIMOHHBIE CHCTEMBI, KOTOPBIE TIPEIOCTaBsAT UM BCE HEOOXOU-
MBIC JTaHHBIE O KIHEeHTax? B ToM ciydae, ecim OAMH MM HECKOJILKO ()aKTOpPOB HE cpaboTaim, TO He-
YIOBJIETBOPUTENBHBIC [TOKA3aTEIN — PE3yJbTaT IUI0OX0H paboThl KOMIIAHWHU O peaM3alliu CTPaTeTHu.
Jis TOoro yToOBl HCTIPABUTH MOJIOKEHUE, MOXKHO pa3paboTaTh COOTBETCTBYIOLIME TUIAHBI HAa OJMM>KaWIINi
Mepuo. DTO XOPOIIUi MpuMep HMHPOPMAIMOHHOTO Mpoliecca ¢ OJHOM meTield. MeHemKephl BBISBUIH
OTKJIOHEHHS] OT HAMEUEHHOTO IUIaHA U CKOPPEKTUPOBAJIM €T0, YTOObI BEPHYTh KOMITAHUIO HA TPAEKTOPHIO
MOCTYNATEJIbHOTO IBUKEHHUSI BIIEPE,.

Ho mpenmnomnoxuM, 94To Bce (hakToOphl cpaboTa XOpOomo — pabOTHUKK OBUTM 1epeo0ydeHbl, HH-
(opMaIMOHHBIE CUCTEMBI IOCTYITHBI, @ HOBbIE (PMHAHCOBBIC IPOIYKTHI M YCIIYTH pa3paboTaHbl U BHEApE-
HBI TOYHO B CPOK. B 3TOM ciiyyae HHM3KHE MPOJAKU CBUICTEIBCTBYIOT O TOM, 4TO ctpaTterus Metro Bank
HeXn3HecnocoOHa. HeoOXommmMo cpoyHO NpUHUMATH MEpPHI, H OJJHA U3 HUX — HWH(OPMAIIMOHHBIN MPO-
LIecC C IBOMHOM netiel. MeHemKephl JOJLKHBI CEPhe3HO 00CYANTh, HACKOJIBKO UX 0011Iee MPEACTaBICHHE
0 CHUTYallMu Ha PBIHKE, MOTPEOUTENBHON IEHHOCTH NPEUIOKEHUN KIHEHTaM, CTpaTeTui KOHKYPEHTOB H
BHYTPEHHUX BO3MOJKHOCTSIX COOTBETCTBYET ACUCTBUTEIBHOCTU. B pe3ynbrare cTaHer siCHO, CIENyeT JH
BHOCHUTBH U3MEHEHUS B CTPATETHIO B CBETE HOBBIX JAHHBIX O COCTOSIHMM PBHIHKA, MPEANIOYTCHUN KINEHTOB
U BHYTPEHHHUX pe€3epBax, U €clu Ja — To Kakue. [lo HameMy MHEHHIO, cOOp JaHHBIX, IPOBEPKA TUIIOTES,
aHaJM3, CTPaTerndecKuii MH(POPMAMOHHBIN MPOIECC U KOPPEKTHPOBKA CTPATETUIECKOTO Kypca SBIISIOT-
Csl OCHOBHBIMHU MPEINOCBUIKAMH YCIECIIHOTO BOIUIOLICHHS OW3HEC-cTpaTternu Kommnanuu. M B 3TOM
cmbicne CCII sBisiercs LeHTpalbHBIM 3BEHOM B CTPATETUYECKOM CUCTEME MEHEIKMEHTA.

HesaBucumMo ot TOro, Kakoe pemieHue Oyaer npuHaTo (MOATBEPUTh CTPATETHIO, BUOM3MECHUTD €€
WM TOJHOCThI0 00HOBUTH), CCII cTaHer MpeamochUIKOW YCHEHUIHOTO CTPaTermYeckoro (Ha OCHOBE
JBOMHOM TMeTyn) MHPOPMAIMOHHOTO Mpoliecca, Ha 0a3e KOTOPOTO TOM-MEHEKEPhl MOJIy4aT COOT-
BETCTBYIOIIYIO HH(MOPMAIHIO O KU3HECTIOCOOHOCTH U JIEHCTBEHHOCTH CTPAaTETUH KOMMaHWU. Bo3aMoskeH
1 00paTHBII WH(MDOPMAIMOHHBIN IIUKII, KOT/Ia MOJU(PHUINPOBAHHAS CTPATETHs MEPEBOIUTCS B TUNIOCKOCTh
oOHOBIeHHBIX 1enel u nokaszarenein CCII.
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Pucynoxk 11. 6. Ilpouecc anajin3a ctpaTernu 0yaymero
Bo3MOXHOCTE IMOJIy4CHUA I/IH(l)OpMaL[I/II/I Ha BBICIIEM OPraHU3allMOHHOM YPOBHE — TO, YTO MBI Ha-
3bIBACM ((I/IH(l)OpMaLII/IOHHLII\/‘I C’I‘paTeI‘I/IIIeCKI/Iﬁ pouecc», — ABJIACTCA CaMbIM MHHOBAIlMOHHBIM KOMIIO-

HEHTOM COaJTaHCHPOBAHHOM CHUCTEMBI NOKa3zareneil. OH MpeacTaBisieT OOJBIIYI0 IEHHOCTh IS T€X, KTO
paccmatpuBaer CCII kak cTpaTerHuecKyro cCHCTeMy MeHeKMeHTa. [Iporecc HaumHaeTcs ¢ yTOYHEHUS
00IIero BUIEHUS CTPATEruy, pa3aeisieMOTro BCeMH TOM-MeHekepaMu. CrcremMa moka3areneid Kak s3bIK
MTOMOTAET MEPEBOIY CIIOKHBIX, a 3a4aCTyIO PacIUIBIBYATHIX M TYMaHHBIX TOHSTHIA B YETKHE UAEH, KOTO-
pBI€ HAMPABISIOT BCEX HAa JOCTIDKEHHE TOCTABICHHBIX IENIei, TOMOTaeT KaKJAOMY TOHSTH €r0 polib B
3TOM TIPOIIECCE, OMPENeNUTh (PAKTOPHI MOyIEHUsT PE3YIbTaTOB M COOTBETCTBYIOIINE WHUIMATUBBL. U
nHakonen, CCII cnocoOcTByeT co3maHuI0O KOMaHIbl — OHAa (JOPMHUPYETCS U CIYXKHT JUII KOHTPOJISL BBI-
MOJTHEHHUS 33]1a4, IPOBEPKU TUTIOTE3 U TIOTyd eHUSI MHPOPMAIIUK Ha OCHOBE JIBOMHOM METIIM OJJHUM U TEM

e KOJUIGKTUBOM MEHEIKepOoB. MBI ImoJjlaraeM, 4To CTpaTerudecKuii nH(OPMAMOHHBIA MPOLIECC — 3TO
OJlIHa U3 OCHOBHBIX NPENOCHUIOK YCHEIIHON peanrn3aluy CTpaTernu Ou3Heca.
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MABA 12. BHEAPEHUE HOBOIO MEHEXKMEHTA, OCHOBAH-
HOIo HA CBANNAHCUPOBAHHOU CUCTEME NOKA3ATEIEWN

A nvimancs dokaszamv ceoemy Ooccy, 4mo cOANAHCUPOBAHHASL CUCMEMA
noxazameinetl OoabUe KAcaemces YnpaeieHus, a He NPOCMOol OYeHKU NoKa-
3ameneil 0esmenbHOCmu.

OTOT MEHEIXep MO MPOChOEe MPE3UIeHTa KOMIIAHUH AOJLKEH ObUT BO3IJIABUTH KOMAaHAY MO MOATO-
toBke CCII mma omHoro w3 moapasneneHuid. [IpequyBCTBUS TOBOpHIIM €My, YTO JeJI0 OO0pedeHo, Mo-
CKOJIBKY TIPE3HICHT PAacCMaTPHUBAI €€ pa3pab0TKy M BHEIPEHHE KaK €IIe OJMH CIOCO0 YIyqIIeHHs CHUC-
TEMBbI TIOKa3aTesiel OpraHru3alny, a He KaKk HOBBIM MOAXO/ K YIpPaBIeHUIO NpeanpustueM. Ham onsIT no-
Ka3bIBaeT, YTO 3THU onaceHus He HanpacHsbl. Llens coznanmus CCII cocTout He TONBKO B pa3paboTKe HOBO-
ro KOMILIeKca mokaszarenei. [lokasarenu, uim To, Kak Mbl CTaBUM LEJIM U PE3YIbTaThl, NEHCTBUTEIBHO
SIBJIAIOTCA MOLIHBIM MHCTPYMEHTOM MOTHBaLWU U oleHKH. Ho cTpykTypa cOamaHCHpOBaHHON CHCTEMBI
MoKa3aTesnen OoJKHA ObITh OCHOBOM JIJIsl CO34aHMSI HOBOM CHCTEMBI MEHEIXKMeHTa. Pa3nnune Mmexay Hu-
MH O4Y€Hb TOHKOE, HO pematoee. Cucrema rnokasareneil — 3TO TOJIKO CPEACTBO JUIsl CO3AaHMS TAaKOTO
KauecTBa YINPAaBJICHHS, KOTOPOE IOMOXET PYKOBOAUTENSIM KOMIIAHUH PEaTU30BbIBATh CTPATEINIO, AKTUB-
HO HCIIOJIBb3YSl MPUHIUI OOpaTHOM CBs3M. MBI 3HaeM MPHUMEPHI, KOTJA TOI-MEHEIKEPhl HCIIOJIb30BaIH
BCE MIPEUMYILIECTBA CUCTEMBbI TIOKa3aTeNei ISl KapAWHAIbHBIX OpPraHU3aMOHHBIX H3MEHEHHH.

[potecc u mporpamMMbl yIpaBiICHUsI CTPOSITCS Ha OMpeeNeHHbIX Moesax (cxemax). Tpanuiuon-
Has cHCcTeMa MCHEIDKMEHTa 0a3upoBayiach Ha (PMHAHCOBOM IOJIXOJIC; KaK MpaBuiio, — 3To Mojenb ROI,
MpUAYMaHHAs B Hadaje Mpouuioro crojetusi komnanued DUuPont. durancoBas MOJENb MOAXOAUT 10 TEX
1op, MoKa e MOKa3aTelId PealbHO OTPAKAIOT OCHOBHYIO JESTEIBHOCTh, CO3MAMONIYI0 (MM pa3pyliiaro-
IIyI0) CTOUMOCTh, B TCUCHHUE KBApTAJIBHOTO M TOJOBOTO IMEpuoa0B. Ho mocTeneHHo, ¢ BOBJICUCHHEM B
OM3HEC-TIPOLIECC TAKUX SIBJICHUN, KAK WHBECTHIIMH BO B3aMMOOTHOILIEHUS, TEXHOJOTUH U BO3MOXKHOCTH
KOMIIaHHH, KOTOPBIE HEJb351 OLEHUTH M0 U3AEPKKaM MPOLUIbIX MEPUOI0B, OHA YTPAYUBACT CBOIO 3HAUU-
MocTb. Opranuzaunu BHeApsitoT CCIl umMeHHO MOTOMY, YTO OHA, C OAHON CTOPOHBI, O-IIPEKHEMY OpH-
SHTUPYETCS Ha KPaTKOCPOUYHBIE (DMHAHCOBBIC PE3YNBTAThl, @ C APYroi — TOJUEPKUBAET OCOOYIO ICH-
HOCTb CO3JJaHHsI HEMaTEePHAJIbHBIX AKTUBOB U KOHKYPEHTHBIX BO3MO>KHOCTEH.

COanancupoBaHHas CUCTEMa MOKa3arejel MpeaoCTaBIsieT TOM-MEHEIKEpaM HOBYIO BO3MOKHOCTh
CKOHLEHTPUPOBATh YCUJIMSI TIOIpa3AeJICHUI KOMIIAHUU Ha BbIPaOOTKE CTpaTeruii, HalpaBlIeHHBIX Ha J10C-
THXKEHHUE JOJITOCPOUYHBIX PE3YJIbTaTOB, — HUCKIIOYUTEIBHO BaXKHAs 3a/1aya, pelIeHHe KOTOPOW IO Ha-
CTOSIILIEr0 MOMEHTa NPEACTABIIJIOCh MOYTH HEBO3MOKHBIM. Ompenenssi KJIoueBble e, TpeOyrouue
KOHLIEHTPALIMU BCETO BHUMAHUS U BCEX PECYPCOB MPEANIPHUSATH, OHA MPEIOCTABIISIET CXEMY IS CO3JaHM
CHCTEMBI CTPATErUUeCKOro MeHekMenTa (cM. puc. 12.1).

Kak mokazaHo BO BTOpOM 4acTH KHWUIH, KOKIbIH KOMIIOHEHT CUCTEMBl CTPATErMUYECKOTO MEHEXK-
MEHTa MOXHO CBSI3aTh CO CTpaTernyeckumu ueisiMu. Llenu Bcex dersipex cocrasisitomux CCII B3anmo-
CBSI3aHBI C JIOJTOCPOYHBIMU ()MHAHCOBBIMHU pe3yJabTaTaMH. 3a/1aud MOJpPa3ICICHIH, KOJUIEKTUBOB U pa-
OOTHUKOB COOTBETCTBYIOT CTPAaTErMUECKUM 3aJlauaM KOMIaHuH. Pacmpenenenue pecypcos, cTparernye-
CKM€ WHULMATUBBI U TOAOBBIE OIOKEThI MOJYMHEHBI CTPATETHH, & COBELIAHMS 10 MOJABEICHUIO UTOTOB
JAI0T BO3MOXXHOCTH YCT@HOBHTH OOpATHYIO CBSI3b M TOJYYWUTH TEKYIIyI0 MH(POpPMALHUI0 O XOAe pea-
nm3anuu cTpaterud. [IpeaaraeMplil B HallIel KHUTE TOAX0/] HE YMaJIeT poJi (PMHAHCOBBIX IMTOKa3aTeneit
B YNpaBJICHHUH, a JIMIIb MOMELIAET UX B OoJsice cOaNaHCHPOBAHHYIO CHCTEMY, KOTOpas YyCTaHABIHBAET
B3aMMOCBSI3b KPATKOCPOYHBIX ONEPATUBHBIX PE3YIbTATOB C IOJITOCPOYHBIMU CTPATETUYECKUMHU LETSIMHU.



)
b, " CTpaTerus - 0TNpaEHan To4YKa ANA ECEr0 NpoUecca HeHelKMeHTa
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Pucynok 12.1. CCII kak cTpaTerndeckasi MoJeJib MEHe:KMeHTA
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3AMNYCK CEAITAHCUPOBAHHOW CUCTEMbI MOKA3ATENEN

Kommnanuu BHenpsitotr CCII, uMest Ha TO pa3HOOOpa3Hbie IPHUUYUHBI (HEKOTOPBIC MPUMEPBI MBI MPHU-
BOJIUM B MPUJIOKCHUU K 3TOW KHUTE U Ha pucyHke 12.2). OOpature BHUMaHKE, YTO HU OJHA U3 Ha3BaH-
HBIX IPUYMH HE CBfA3aHA TOJIBKO C COBEPILIEHCTBOBAHMEM CHUCTEMBbI yueTa mokasareneil. Kaxmas u3 Hux
— 3TO YacTh OOJIBIION TOITOCPOUHON LIETH, KOTOpasi HallpaBJsAeT ACITEIbHOCTD BCEil OpraHnu3alnH.

JocTukenue obwero
» MNOHUKHAHKUA M COMMACHA
OTHOCHTENLHO CTPATETHH

L 4

KoHueHnTpauua
= yCunuis -
[ PazenuTne
nUAEPCTEA .
PacnpocrpaHenue
— CTPaTeErMH ’
Co3paHve HOBDH
C ccn -
03naHue = CHCTEMBI HEHEKHEHTa
. Oby4yeHue
o nepcoHana ’
[NocTaHoEKa
+ |

CTPpAaTEerH4ecKkus anaq

CooTHECEHHE NNAHOE
C MHBECTULMWAMM

Co3naHHe CHCTEMBI
obpaTHOi cBA3KW

e i

Pucynok 12.2. BojbmmHcTBO KoMnanuii HaunHaioT BHepeHue CCII ¢ KOHKpeTHOIi 1ebIo

W3 namero omnbiTa 3HaeM, 4TO PyKOBOAMTENN Komnanuii HaunHatoT npumensTs CCII B pacuere Ha
perreHne crenupUIecKux CTpaTerndeckux 3aaad. M B KaKIoM ciiydae CHCTeMa OTBEYaeT STHM HaMepe-
HuaM. OmHaKo, BHEOPHUB €€, KOMIIAHUM HE OCTaHABIMBAIOTCS HA JOCTUTHYTOM M MPOJOJDKAIOT HC-
MOJIb30BaTh €€ B CBOel nanbHeimen aearenbHocTd. [lonpobosas CCII kak MHCTPYMEHT Ui PEIICHUS
OTIPENETICHHON 3a/ayy, OpTraHn3alusd B TEUEHUE TOJla MEPEXOJNUT K €€ MCIOJIB30BAaHUIO B Ka4ECTBE OC-
HOBHOTO 3JIEMEHTA CUCTEMBI MEHEPKMEHTA.

ABUXYLLAA CUTTA: MOBUJTTU3ALIUA CUJT KOMINMAHUA

HoBas cucrema MEHEIXMEHTa HE BO3ZHUKAET IO MAaHOBEHUIO pyKU. Ee co3gaHue MpoucXoguT Io-
ATaNHO, U BCSAKUH pa3 MpHU MEPECTPONKE CTAPOTro MPOLIECCa WIH BBEACHUU HOBOTO PYKOBOJICTBO KOMIIa-
HHUH UMEET BO3MOXKHOCTb COOOITUTE 00 3TOM CBoeMy niepconainy. Eciu moaTamasie M3MEHEHUS CBS3aHBI C
ob1melt ujee, HampuMep ¢ pa3pabOTKOW HOBOW CTPATETHH, TO KaXXA0€ HOBIIIECTBO CTPOUTCS HA MPEIBI-
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nymeM. Korma nmeHTpaabHOW OpraHU3aMOHHON CXEMOH TIEPECTPONKHA CHCTEMbl MEHEKMEHTA SIBIISIETCS
CCII, Bce mepeMeHBI OyIyT MOCIEAOBATEIbHEI M B3aUMOCBSI3aHEI. Pe3ylbTaThl MOTYT OBITH BIEYATIISIO-
mmmu. [pumepom Tomy ciyxut kommanus National |nsurance.

Briepeoie MbI pacckazanu o National Insurance B riase 7. BcmoMHuTe, Kak HOBask KOMaHa, MpU-
IIeAIast K pyKOBOJICTBY KOMIIAaHUEH, YTOOBI M3MEHUTH €€ JKaJIKOe TTOJIOKEHUE, PEITnia, YTO OpTaHU3aIus
JIOJDKHA COCPENOTOYNUTh CBOM YCHUIMSI Ha T€X HAMPABICHUAX, B KOTOPHIX MIEPCOHAN OBLT HauboJee mpo-
(heCCHOHAIBHBIM U KOHKYPEHTOCITOCOOHBIM. OTHAKO TICPBBIC MOMBITKU JIOBECTH JIO CO3HAHMS PaOOTHH-
KOB HOBYIO CTPATErWi0 HE yYBEHYAINCH YCIIEXOM. BONBIIMHCTBO W3 HUX HE MOHWUMAJIM HOBOW OM3HEC-
KOHIICTIITUN — OHU CUUTAIH CeOsI BIIOJHE 3PEIBIMH CTieIIUaMcTaMi. IMEHHO B 3TOT MOMEHT HOBBIE TOTI-
menemkepel Nationa Insurance paspabdoranu u Baeapum CCII, uTo HEM30EKHO NPUBEIO K MOCIEA0BA-
TEIBHBIM JICHCTBHSM, YBEHUABIIMMCS YCIEIIHON TpaHchopMalueid KOMIIaHWN B MPUOBUTEHOTO CTpaxoBa-
tenst (cM. puc. 12.3).

B navane gesTenpHOCTH HOBOM KOMAaHIIBI MEHEKEPOB OBLIH TP SATIPUHSTHI ITEPBHIE HECKOIBKO II1a-

TOB:
* pa3biCHEHHE OM3HEC-KOHLEMIUH U CTPATeTnH KOMITaHUY,
* wuH(pOpMAIHA O KOPIIOPATUBHOW CTPATETHH;
* pa3paboTka 1 BHEJpEHHE MeK(YHKIIMOHAIBHBIX CTPAaTETNYECKUX NHUINATHB,
* pa3paboTKa KaXKaoW OM3HEC-eAMHMIICH CBOEH CTpaTeruu, COOTBETCTBYIOLIEH CTpaTerui KOMIIAHUH.

Kopnoparusnsii ananuz CCII 6u3Hec-equHNUL] BBIABUII HEKOTOPbIE HEOKUAAHHBIE MPEUMYIIECTBA
(cM. puc. 12.3, stan 5). Tlpu pa3paboTke cBoMX 3a/1a4 M MOKa3areliei mojpasieneHus chopMymmpoBam
HEKOTOpbIe MEX(PYHKIIMOHAIBHBIE BOIPOCHI, KOTOPBIE M3HAYAIBHO HE BXOoAWIM B Kopnoparusayro CCII.
Hanpumep, MHOTHE OCO3HANM: AJIs1 TOrO YTOOBI JIydIlle TOHUMATh HOTpeOUTENs, HEOOXOJUMO HAIAIUTh
MoJTydeHne MHPOPMALIUHU O CTETIEHH €TO YIOBJICTBOPSHHOCTHU IO MPUHIUITY 00paTHO# cBsi3u. [TocKoIbKy
00CIyXKMBaHUEM OJHOTO U TOTO K€ YEJIOBEKA MOIJIM 3aHUMATHCS HECKOJIBKO Pa3IMUHbIX OM3HEC-eAUHUILI,
OBLIO pelIeHo BrIpaboTaTh COBMECTHBIM OOIIMI MOAXO0M K NMPOAa)kaM YCIIYT LIEJIEBOMY KIHEHTY, TO €CTh
copMympoBaTh HOBBIN OM3HEC-TIPOLIECC. JTO 3aMeYaTebHBIA PUMEp 3apOKACHUS CTPATETUN BHYTPH
opraHm3aiy, B ee «Heapax» (Munrtioepr u Caiimons, rmaBa 11). PazpabGoTka cTpareruu CHH3Y BBEpX,
HayMHas C YPOBHS MOAPA3JEICHUSA B KOHTEKCTE OOIIEH KOHUENIMH KOMIIaHWM, CTana OCHOBOM cOBep-
LIEHHO HOBOTO MOAX0/a K peajn3aliyl CTpaTerun Onu3Hec-eAuHUIbI. AHAIOTUYHBIM CIIOCOOOM BBIIBHHY-
ThIE CTPATETUYECKHE HHULMATHBBI ObUIM BKIIOYEHBI B KOPIIOPATUBHYIO CTPATETHUIO.

Cpasy ke mocie yTBep>KIEHHUS CUCTEM MOKa3aTesel Mmoapa3esicHus] Hauaid MPOLEecC eKeMEeCIIHO-
IO aHaln3a Pe3yJAbTaToOB ACATENbHOCTH, AONOJHEHHBIA KBapTAILHBIMUA COBEIIAHUSAMU, HA KOTOPBIX pac-
CMAaTPUBAIIKCh BOMPOCKHI CTpaTernieckoro xapakrepa (cm. puc. 12.3, sran 8). CHauana ObUIM TOCTYITHBI
cBeieHus ik 0 2/3 mapamerpoB. OHAKO Ja)ke HEXBATKa JaHHBIX HE Mellaiia 00CYKICHUIO CEPhE3HBIX
npobneM. OTCYTCTBHE MOJHOW WHPOPMALIUU MOOYIMIO MEHEDKEPOB pa3padoTaTh IUIaH MOJIYdCHHS He-
JOCTAIOUINX NaHHbIX. Boobie roBops, 3TOT miaH mpeamnosarai Oosee riy0OKOe pPa3BUTHE CHCTEMBI
yIpaBieHUs, HOCKOJIbKY CUTYaLUs C OTCYTCTBYIOIIMMU CBEACHUSIMHU CBUIETEIbCTBOBAIA O HEAAEKBATHO-
CcTH MeHemKMenTa . Hamprmep, OTCYTCTBHE TTOKa3aTeNst KadecTBa CTPAXOBAHMS BEISBIJIO, UTO B KOMIIA-
HHAU HE CYHIECTBYET M METOJOB OMNpEIEICHUsI KPUTEPUEB OLEHKM M MPOBEPKM KauecTBa CTPAXOBAHUS.
Takum o6pazom, cocrapnenre CCII mosneksio 3a coboit pazpaboTKy u 60Jiee OTHOM CHCTEMBI MEHEIK-
MeHTa. B 0obIIMHCTBE CilydaeB 3aBEpILEHUE BCETO MPOIIECCa 3aHSUI0 MIECTh MECSIIEB.

Mo mpomectuu AByx jet CCII Obiia HHTErpUPOBAaHA B CTAHAAPTHBIN MK ynpasieHus B National
Insurance. Kommnanust qocturia cBoel KpaTKOCPOUHOH 1ed — OHa BbDkuiA. [loka3aTenu U mporecchbl
HOBOM CHCTEMbl MEHE)KMEHTa CIIOCOOCTBOBAJIM MOJHOMY M3MEHEHHIO KOPIIOPATUBHON KYIbTYPbl — OT
pacIuibIBYaTOl 001IeH CTpaTernu K eJIeBOM ClenualbHOM.

B nagane tperbero roaa npesunent National Insurance o0bsiBuII, YTO MEpBOHAYANBHAS CTPATETHS
JOCTHUIIIA KPATKOCPOUHBIX meneil. ToT dakr, 4ro KommaHus yuesiena, 0OJbIle COMHEHH HE BBI3BIBAII.
Teneps HEOOXOIUMO OBLIO MEPECMOTPETH U MOAUDUIIPOBATH CTPATETUIO TAKUM 00pa3oM, 4YTOOBI CKOH-
LEHTPUPOBATh CBOM YCHJIMS HAa BBIIIOJHEHUHW 3aJad JTUHAMHUYHOTO POCTa U NpuObUIBHOCTH. Pabouas
rpymnmna coctaBmuia cnucok n3 10 cTpaTermyeckux mpodiaeM, KOTopble ObUTH CHOPMYITMPOBAHBI B BUIE BO-
MPOCOB, HATIPUMEP, «KaK CO31aTh ONTHMAaJIbHBIC OTHOIICHHS CO CTPAXOBBIMHU areHTaMH 2.
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2B Paspabomxa CCII 6usnec-
eounuy. Kaxmoe mompaszaerne-
HHE, HCIOJB3YS KOPIOPATHB-
Hyto CCII kak mozens, paspa-
OaTpIBaeT COOCTBEHHYIO (Mecs-
bl 6— 9)

2A  Uugopmuposanue  me-
Heoxcepos CcpedHe20 36eHA.
Vmpapnsromue Tpex Bepx-
Hux ypoBHae#l (100 uenoBek)
Ha COBEIIAHWU 3HAKOMSITCS C
HOBOW OW3HeEc-cTpaTerueii u
obcyxnmator ee. Cpencro
kommynukarmu — CCIT (mecsi-
1161 4 1 5)

4 Ananuz CCII b6usnec-eounuy. Ipe3n-
JICHT KOMITAHUH U pabodasi TpyIIa aHa-
mzupyor CCII xaxgoro — moppasze-
nenust  (mecsipr 9—11)

Cpoku BLINONHEHWA (MECALLI)

MeponpuATHA

1 Pazvacuenue busnec- 3A Hckmouenue necmpameau-
Konyenyuu. Jlecatb UneHOB ueckux ungecmuyuii. Kopropa-
HOBOM KOMaH b1 ton- TtuBHas CCII comepxutr MHOTO

nporpaMM, KOTOpPBIE HE CIIO-
COOCTBYIOT peanm3arul CTpa-
teruu (Mecsi 6)

3B Bseoenue 6 Oeticmeue kop-
NOPAMUBHBIX NPOSPAMM  U3Me-
nenuu. Kopmoparusaas CCII

MEHE)KEPOB PadOTalOT BMECTE
B TEUEHHWE Tpex MecAnes. Mx
3agaya — cosmatb CCII mis
mepeBojia OOIMIel KOHIICTIITAN
Ou3Heca B CTpareruio, KOTO-

pyl0 HOWMYT M TPUMYT BCe

paboTHUKHU. DTOT TPOIIECC [T0- OMpeesIeT  HEOOXOAUMOCTh
MOraeT MpUATH K o0memMy pa3paboTku MEX-
MHEHHIO ¥ TOTOBHOCTH pea- (PYHKIMOHAJIBHBIX  IPOTpaMM

JIM30BBIBATH CTPATETHIO W3MEHEHUH, KOTOPBIE 3aITycKa-
IOTCS B TO BpeMs, Korma Oms-
HEC-€IUHUIILI TOTOBAT CBOU

CCII (mecsi 6)

5 Koppexmupoeka OusHec-Konyenyuu
xomnanuu. B CCII nogpaznenenuii on-
peneneHsl HEKOTOpbIe HOBBIE MEXK-
(byHKIMOHAIBHBIE TIPOOJIEMBI, paHee He
BKJIIOUeHHbIE B KoproparuBHyo CCII.
CootBercTByrOmas KOPPEKTHPOBKA
kopropatuBHoit CCIT (mecsr 12)

6A Ungopmuposanue sceti komnanuu o
CCII. B xoHLe TEpPBOro Ioja pacnpo-
crpanuth CCII Bo Bceii komnanuu (Me-
cst 12 u nasee)

Pucynok 12.3
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6B

Tlocmanoeéxka uHOUBUOYANBHBIX — 3a0a.

V-

9 [lposedenue exceco00nblx cosewanuii, NOCes-

PaBIHOIIUE TPEX BEPXHUX ypOBHefI ONPCACIIAIOT U/€HHbIX AHANIU3Y cmpamecuu. K Ha4dally TpETbEro

cBou 11emu B cootBercTBun ¢ CCIT (Mecsipt 13 u 14)

roja nmepBOHAYAJIbHBIC CTPATCIHYCCKUE LECIN OO0C-

TUTHYTHI U KOPIIOPAaTHBHAS CTPATETHs HYKIACTCS B
nepecmoTpe. Pabovas rpymma cocrapisier COHCOK
u3 10 crparernvecknx BompocoB. busHec-equHUIIBI
JOJDKHBI TPECTaBUTh CBOM OTBETHI HAa KaXIbI U3
HHUX, YTO CIIYXKHT MpEJIoaueil K mepecMoTpy cTpa-

Terun 1 CCI1

1 Koppexmuposka 0ozeocpourozo nia-
Ha u 6w00xcema. JlonrocpovHble LETU
Ha TISITUICTHHHA TIEPUOJT YCTAHABJIMBA-
0TCA JUIA Bcex mokasarenedt. Ompene-
JISIIOTCSL TOJOBOM OIOJIKET W HMHBECTHU-
1M1, KOTOpbIe HEOOXOIUMO  CIenarh,
4TOOBI peaTu30BaTh 3TH eI (MECSIIbI
15—17)

8 Ilposeodenue excemecsaunvix u
€JICeK8apmabHbIX cosewja-
nutl. Ilocne yrBepxxkaenus: CCIT
OM3HEC-€AMHUI]  HAYMHAIOTCA
©KEMECSIYHBIC COBCIIAHUS IS
MOJBEACHUS TPOMEXKYTOYHBIX
UTOTOB M EKEKBApPTAIbHBIE —
Uid OOCYKACHUSI CTpaTeruye-
CKHX BOmpocoB (Mmecsin 18 u
nanee)
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KOHUenuuu GuzHeca

10 Paspabomxa unOusuOy-
anvhvix CCII. Bee cotpynnu-
KA COCTaBJSIFOT CBOM COOCT-
Benusie CCII, B KOTOpBIX Om-
PEleNsoT CBOM LIEJIM W 3aja-
yn. KopnoparuBHasi cucrema
BO3HArpaXJEHUS M TOOIIpe-
uust 3aBUcUT 0T CCIT (Mecstiip
25 u 26)

Kummyuunauuﬂ H BE3aWUHOCBA3bL

ObpaTHas CEA2b W
WHthOpHALMOHHEIA NpoUECe
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Mpumeyanne: Itanel 7 - 10
BbINOMHAKTCA PETYNAPHO.
Tenepr CCIl cTana HeoTbEM-
NUHOR "PYTHHHOR" YacTbHO
npouecca HeHeaKHeHTa,

HUcrounuk: R. S. Kaplan, D. Norton. Using the Balanced Scorecard as a Strategic M anagement System //
Harvard Business Review, 1996, January/February, p. 78, 79. [lepene4yaraso ¢ pa3pericHus.

Hcnoab3oBaHue CUCTEMBI MEHEIKMEHTAa B YiupaB/JI€eHUU UBMCHCHUAMU
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['maBpl mojpa3neneHuii AOHKHBI ObUTH TOAPOOHO OTBETHUTh HA KAXKIBIM W3 3THX BOIPOCOB MPH
BCTpEUE C TOM-MEHEeKepaMu KOMITaHuH. Pe3ynpTaToM TakOTO HAMPSKEHHOTO OOCYKIICHUSI CTaTN JOJITO-
CPOYHBIIi TUIaH AeicTBHUil Ha cienytomue 3—D5 et u oonoBnenHas CCII (cm. puc. 12.3, atan 9).

IMocnenoparenpHoe pemenue Beex 10 3amau 3ansno 24 mecsana. B Teuenue sToro neproia Oblia He
TOJBKO pa3paboTaHa HOBas CTPATErHs, HO W TOJHOCTHIO TMEPECMOTpPEHA chcTeMa MeHekMeHTa. [1po-
1ecc, KOTOPHIA HAYalCAd C TOIBITKU JOCTHYh 0OJIE€e YETKOTO MOHWMAaHWS KOHIENIIMKA Ou3Heca, 3aBep-
ITUJICS TIOSIBIIGHUEM COBEPIIICHHO HOBOTO IOAXOJa K YIIPaBJICHHIO mpeanpustaeM. [Ipensuns pagukans-
HBIC U3MEHEHUS, MPE3UICHT KOMITAHUY B CBOEM MHUCHME TPEACTABIII HAMEYEHHYIO MPOTPaMMYy CIIEIYIO-
MM oOpaszom: «COaraHcupoBaHHAs CHCTEMa MoKaszarened u ee ¢uiuocodus — 3TO W30paHHBIA HAMH
cnoco0 BeeHus: bu3Heca».

B mponmiom mpu momeITKaX 9TO-THO0 U3MEHHUTH U MIPUHSATH HOBYIO CTPATETHIO OOJLITIMTHCTBO KOM-
MTaHWH JXJja1a Heyaada, MOCKOJIbKY He OBIIO 3B€HA, CBS3YIOMIETO UX CHCTEMY MEHEIKMEHTA W CTPATETHIO.
SBnssce TakuM cesizytonuM 3BeHOM, CCII cnyXuT HHCTPYMEHTOM YITpaBJICHUS, KOTOPBI MOOITM3YET 1
HampaBIsieT BCIO OPTaHMU3AIIUI0 HA PEaHM3aIldi0 HOBBIX CcTpaTermieckux ueneil. [lo HamemMy MHEHUIO,
Hanbosee BaxkHas poyib CCII cocTouT B TOM, 94TO OHA 3aMOJHSET TOT MPOOEN, KOTOPHINA BCEria CYyIIeCT-
BOBaJ B CHCTEMax MEHEIXMEHTa, — OTCYTCTBHE CHUCTEMHOTO MpoLEecca MPETBOPEHUSI CTPAaTErHH B
YKHU3Hb.

CO30ABAA UHTETPUPOBAHHYIO CUCTEMY MEHEOXMEHTA

MHorue opranu3sanuu, kotopeie, nogooHo National Insurance, seenu CCII, nmoHsim, 4TO €€ pojb B
mpolecce MEHEIKMEHTa 3HAYMTENIFHO IMPE, YeM 3TO MOXKET I0Ka3aThCsa Ha nepBblid B3risa. Coanancu-
pOBaHHasi CUCTEMa MOKa3arejiel TOoJKHA OBITh HEPa3pbIBHO CBSA3aHA C TAKUMH IPOLIECCAMH yIPaBIICHUS,
KaK COCTaBJICHHE OOJKETa, BHIIABMKEHUE CTPATETHUECKMX WHULMATUB M MOCTAHOBKA MHAWBH]YaJIbHBIX
3ama4. B npoTtrBHOM ciydae OHa HE MPUHECET OLIYTUMBIX TPEUMYILIECTB.

BonpminHCTBO KOMIAHWK MMEIOT CHEUUAIBHBIN KalleHIapb, B KOTOPOM OOO3HAu€Hbl pa3iMYHbIC
MPOIECChl MEHEKMEHTa U TpadMK COOTBETCTBYIOMIMX MeponpusaTuii. Kak mpaBuio, mpu cOoCTaBICHHH
KaJleHAapsl OMHUPAIOTCs HA PacliCaHUE COBELIAHWM MO0 aHAJINW3Y BBIMOJHEHUS OIO/KETa U ONEepaTUBHBIX
pesynbraToB. PazpaboTka cTparernu u ee oOCyxaeHHe OOBIYHO HUKAK HE CBA3AaHBI C TAKUM KaJICHAAPEM.
CCII npennaraer MHCTPYMEHT JJIsI BBEACHHUS CTPATETMUYE€CKOrO MBIIIJICHHS B IMOCTOSIHHBIN MpOIecC Me-
HEDKMEHTA, HO Takasi B3aMMOCBS3b JOJDKHA OBITh UETKOM U SICHO BBIPXKEHHOM.

Pucynok 12.4 mpezncraisier kKaneHAaps ymnpasiaeHus kommanuu Kenyon Stores. IlpesuaeHT kom-
MaHuu pazpadoran ero nocie uHterpamu B npouecc MmeHemxmenra CCII kak cocraBaoi ero yactu. Ka-
JICHAAPh BKIFOYAET B CEOS YETHIPE OCHOBHBIX KOMIIOHEHTA CUCTEMbI CTPATETHUYE€CKOTO MEHEKMEHTA!

. (hopmynmpoBaHHe CTpaTerny U KOPPEKTHPOBKA CTPATETUIECKUX 3a/1ad,

2. B3aUMOCBSI3b C UHIMBUIYAJIBHBIMH LEISIMU H BO3HATPAKICHHEM;

3. B3aUMOCBSI3b C IUIAHUPOBAHUEM, PACHIPEICIICHHEM PECYPCOB M TOJOBBIMU OFOKETaMH;

4. crparernueckuii MHPOPMAITHOHHBII MPOIECC, OCHOBAHHBIN HA TIPUHIIUIIE OOPATHOM CBS3H.

=

Co3paHue CTpaTerun n KOppeKTMpoBkKa cTpaTermieCkmx sagad

Pa3zpabotka crparerun 1 0OHOBJICHHE CTPATErMUECKUX NMPOOJIEM O3HAYaeT JUIsl [J1aB ONEPalMOHHBIX
Mo/pa3ieNieHuH elle 0OJANH Croco0 KOHTPOJsl cuTyauruu. B xoae aToro mporecca Ton-MeHeaKepbl MOTYT
uHUIMHPOBaTh paspadboTky CCII, mpuBSI3aHHON K TOJTOCPOYHOMY IUIAHY, JINOO €XKETOJHO TepecMarpu-
BaTh cTpareruto. [Ipesnnent Kenyon Stores B koHIie mepBoro KBapTaia cocraBisier cnucok u3 10 crpare-
THYECKHUX BOIIPOCOB, KOTOPBIE YACTUYHO BO3HUKIIM B pe3yibrare aHanu3a crparerndeckoit CCII, mpose-
JICHHOTO B KOHIIE MPEIBIAYIIETO ro/a, a YaCTUIHO ObUT c(HOPMYIHPOBAHBI PYKOBOAUTEIAMH (PYHKIIHO-
HaJIbHBIX NOJpa3AefieHN. DTH BOMPOCHI KACAIOTCS OOIIMX KOPIOPATUBHBIX HAIIPABICHUN AEATEIbHOCTH
u npuoputeToB. [lo mpockbe mpe3uneHTa KOMIaHUU PYKOBOAMTENN OW3HEC-CAMHMIL TOJDKHBI MIPEACTa-
BUTH IJIAaHBI PELICHUS UX MOPA3EICHUIMHA KOPIIOPATUBHBIX 3a[a4, IIEPEUHCICHHBIX B criucke. OHU H3-
JlaraloT CBOM COOOPaKEHMS B YETHIPEXUAacOBOM Oecene ¢ Mpe3naeHTOM, Ha3biBaeMol «CTpaTernyecKuil
nuanor». CoBenranue caMmo 1o cede HOCUT He(OpMaTbHBIN XapaKkTep, HO UMEeT KOHKPETHBIE, BIIOJHE pe-
aJbHBIC LEJIU: MPE3UACHT U PYKOBOAMUTENN OU3HEC-€ANHHULL JOJLKHBI BRIPA0OTaTh CTPATETUYECKHUE MTOAX0-
Ibl K BBIITOJIHEHUIO YKa3aHHBIX 3a7ad, HAOpHUMeEp, KaKUM 00pa3oM Mara3uHbl COOHPArOTCS COXPaHHUTh
CBOE JIUZICPCTBO B MOJIC MJIM KAaKOBBI TIAHBI OM3HEC-EIMHUI] 110 MTOJTOTOBKE KITFOUEBBIX CICIIHAIIICTOB?
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Pucynok 12.4. Kanennaps ynpasiienus komnanuu Kenyon Stores
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[Tocne crpaTerndeckoro Auanora pyKOBOIWTENM IMOAPA3AEICHUNA COBMECTHO CO CIEUUAIBHBIMU
rpYINIIaMH YIpaBJICHUEB IPUCTYNAIOT K padote Haj pnonrocpounsiMu mmanamu u CCII. Kak npasuiio, 310
MPOUCXOTUT B TEUEHUE BTOPOTO KBapTaja TEKyIIero GuHaHCOBOTO roja. BakHbIM JTOTIOTHEHHEM K TIPO-
LeCCy SIBSIETCSI YCTaHOBJIEHUE B3aMMO3aBUCHMOCTH MEXIY KOPIOPATUBHOM CTpaTerueid M crpareruei
OW3HEeC-eMMHUIIBI, C OJHOW CTOPOHBI, H CTpaTeTHsIMH (DYHKIMOHAIBHBIX OTIAEIOB — C Apyroi. Kak mbI
yke roBopmim B riaBax 8 u 10, Takue kopnopanuu, kak Kenyon Stores, sacto oprann3oBEIBalOT BCIIOMO-
rareibHbIe EHTPAIN30BaHHbIE (PYHKIIMOHAIBHBIC OTIENBI TSI OOCTY)KMBAHUSI OCTAIBHBIX TOJpa3/erne-
Huil. [Ipu cocraBieHnn AONMTOCPOUHBIX IJIaHOB u KopropartuBHON CCII nenu npeanpustus u OusHec-
€AMHHMI] HEMOCPEACTBEHHO YBSI3bIBAIOTCS C 331a4aMH BCIIOMOTATENIbHBIX CIIYXO.

Takxum 06pa3om, K cepearHe roga Mex(yHKIIMOHATbHbBIE OTAEIbl M ON3HEC-CAMHULIBI UMEIOT YETKO
copMympoBaHHBIE KOHKPETHBIE COBMECTHBIE IOJATOCPOYHBIE IIeTH U 3a1aun. KympMuHaIume mpomecca
SIBJIIETCS TIOCJIEAHEE COBEIIAHNE B KOHIIE BTOPOTO KBapTasa, HA KOTOPOM BCE OKOHYATENILHO COTJIACOBBI-
BAETCSl PYKOBOIUTEISIMU MOAPA3ACICHIH, BCHOMOTATENbHBIX CIYKO M MPE3UJeHTOM KOMIAHUHU U YTBEp-
MKIAeTCS MMOCICIHUM. 3aBepIieHne paboThl MO COCTaBICHUIO H0arocpodHbiX mianoB/CCII mo3Bossier mne-
PEKITIIOUUTHCS Ha MPOLECC ONEPALMOHHOTO MNIAHUPOBAHUS, 3aHUMAIOIIMI CJIEAYIOLIYIO IOJOBUHY TOJ1a.

B3aumocBsa3b € nHanBuayanbHbIMU UenaMmn n cucremou BO3HarpaxageHus

Korzaa xommanus HaYMHAET MPETBOPATH B KU3Hb HOBYIO CTPATErHIO, Pa3BUBAsl HOBBIE TEXHOJIOTHH,
CO3/1aBasi HOBbIE OTHOILLCHUS M 3aBOCBBIBAasE HOBBIC PHIHKH, MEHEIKEPaM MPUXOTUTCS MOCTOSIHHO PUCKO-
BaTh M SKCIIEPUMEHTHPOBaTh. TakuM 00pa3oM OHU 00ydaroTcs U pa3BUBAIOTCI. PykoBoauTenio ciemyer
BCAYECKHU MOOLIPSTH TAKOE WHUIIMATHBHOE MOBEACHNE CBOUX MOJUMHEHHBIX, pellasi 3TUM BTOPOM BOIPOC
HWHTErpaluy — B3aMMOCBS3b C MHAMBUAYAJIBbHBIMH LIEJSIMU U BO3Harpaxkaenuem. Ho 1o tex mop moxa
MIEPCOHAIBHBIC SN M BO3HATPAXK/ICHHUE 3aBUCST OT KPATKOCPOUHBIX, 0COOCHHO OT ()MHAHCOBBIX, MTOKa3a-
TeJIeH, YIPaBJIEHYECKOE MBIIUICHHE HE BBIXOAMT 32 PAMKH KPaTKOCPOUHOCTH, C OAHON CTOPOHBI, U CTpe-
MHTCSI BCEMH NPaBJaMH M HENpaBaaMu U30eraTb pucka — c Ipyroi. B maHHOM ciydae cJI0XHO OpUEHTH-
pOBaThbCs Ha JOJITOCPOYHBIE BOBMOXHOCTH U OTHOILICHHUSI.

Uerkast MOTUBHP YIOLIASl CUCTEMA KOMIICHCAITUH SIBJIAETCS OCHOBHBIM CTUMYJIOM JiesitenbHocTH. Ho,
KaK MBI YK€ TOBOPWJIM B TJIaBe 9, KOMIIAaHUM MOKET MOHa00uThes Oobmmii onbiT padotsr ¢ CCII, mpe-
KJIe YeM OIPEAETICHHO NPUBs3aTh K HEHl cucTeMy Bo3HarpaxkaeHus. OQHAKO 0 TeX HOp MOKa chcTema
MOOIIPEHHS U HAKAa3aHUsI HUKAK (SBHO WM CKPBITO) HE CBsI3aHa CO COATaHCHPOBAHHBIM KOMIUIEKCOM Ie-
JieH, 3ama4 U mokasareneit, ucnosb3opanne CCII xak MEHTpaTbHON CXEMBI MEHEIXKMEHTa HEBO3MOXKHO.
Ha mepBoii cranum BHenpenus Kenyon Stores ncnons3oBana CCII B kauecTBe MOTHBAIIMH TIPOIIECCa CO3-
naHusl OM3HeC-eIMHUIIAMU COOCTBEHHOW CTpaTeruy U aHajIu3a X0Ja ee pealn3allui, HO HE CBA3bIBAJIa ee
MOKAa3aTeNu ¢ CUCTEMOW BO3HarpaxaeHus. Y ToIpKo mocie roIudHOro MPUMEHEHHUs OBLIO PEelIeHo Io-
CTaBUTh KOMIIEHCAIMHN B 3aBUCUMOCTD OT BBINOJIHEHHS MMOKA3aTeNlel COCTaBILIIOMNX cOalaHCUPOBAHHOM
CHUCTEMBI.

B3aumocBaA3b € nnaHupoBaHWeM, pacnpegerieHMeM pPecypcoB M roaoBbIM
orooxeToM

TpeTuii mwar Ha MyTH UHTETPaLMUd — YCTAHOBJIEHUE B3aUMOCBSI3U C TOJ0BBIM OromxeroM — Ken-
yOn czenana BO BTOPOH MONIOBUHE To1a. OnepaoHHbIe Moapa3aeieHusi U (pUHAHCOBBIE IEMapTaMEHTHI
CKOOPAMHHUPOBAIIN CTPATErMuecKre IUIaHbl BTOPOrO KBapTaja ¢ OI0)KETHBIMH HapaMeTpaMu ClieAyloIe-
ro ¢uraHcoBoro roxa. Ecim crparerust chopmynupoBaHa JODKHBIM 00pa3oM M KOPPEKTUPYETCS B XOJ€
peanu3anuu, TO MPOLECC COCTAaBIeHUs OrokeTa OymeT 3aKiIouarhesl B MEPEeBOJE IJIaHa MEepBOTO roja
TpeX- WIK MATHUIETHEN MPOTrpaMMbl B ONlEPAIMOHHBINA OIOIKET.

OGpaTtHas cBsi3b U MHPOPMaALIMOHHBLIU Npouecc

[MocnemHMit KOMITOHEHT CHCTEMBI MEHEeKMeHTa Kenyon Stores — oOpatHasi ¢BS3b U CTpaTernye-
CKUil MH(POPMAITMOHHBIH MPOIIecC — OMKCcaHbl HaMu B raBe 11. DTOT mporecc CBA3BIBACT €KEMECSIHBIC
OIIEPATUBHBIE COBEIAHUS, HA KOTOPBIX MEHEIKEPBI AHATM3UPYIOT PE3YIIBTATHI AEATEIBHOCTH, CPaBHHUBAs
WTOTH MPOILEANIEro MepUoa ¢ IJIaHOBBIMH MOKA3aTeNsIMU FOJI0BOr0 OIOKETa, M KBapTaJlbHbIE COBEILa-
HUS, MOCBSIICHHBIE CTparermueckoMy aHanu3y noirocpounsix TeHneHuuid CCII m xoma peanuszanuu
CTpaTeruu.
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HHTEeTpupoBaB pasnmudHbIE YIIPaBICHYECKUE Mporecchl, moctpoeHnpie Bokpyr CCII, B enunbIii Ka-
JIHIaph MEHEPKMEHTA, MEHEIDKEPhl Bcex ypoBHer Kenyon Stores mepeneciu Gokyc CBOUX YCHIHHA C
TaKTHKH Ha CTPATETHIO, YTO MO3BOJMIIO 3PPEKTUBHO MEPEBECTH MOCICIHIOW B MIOCKOCTh KOHKPETHBIX
JICHCTBHH.

BHUMAHUE: BCE HE TAK MPOCTO, KAK KAXETCHA

MHorue npou3BOJCTBEHHBIE U CEPBHUCHBIE KOMIIAHWU MBITAINCH BHEAPHUTH CHCTEMY cOalaHCHpO-
BaHHBIX nokaszarenel. Ho ycnex oxunpan He kaxaoro. 1Io ciioBaM HEKOTOPBIX PYKOBOJIMUTENEH, «3TO HE
TaK MPOCTO, Kak KaxkeTcs». [IpoaHanmm3upoBaB WX MeYaIbHBIA OIBIT, MBI BBISIBHIH P (AaKTOPOB, KOTO-
pbie MOTYT OBITH TpHuUHOI Heynaunoro npuMmenerns CCIL: ctpykTypHbie nedeKkTsl n ommuOKH B BEIOOpE
MoKa3aTesel, a TakXkKe OpraHU3aMOHHbBIE TEPEKTHI MPOLIECCOB Pa3pabOTKN U MPUMEHEHHSI CHCTEMBI.

CTpyKTypHble aecdeKTbl

MHorue Torn-MeHemkepbl cuuTaT, uto BHeApmim CCII, nomonmHuB GuHAHCOBBIC TOKA3aTENN HE-
(MHAHCOBBIMH, HANIPUMEP YAOBICTBOPEHHOCTHIO OTPEOUTENSI U IoNiel peiHKa. OMHAKO 3TH HeHUHAHCO-
BBIC ITapaMETPHI MPOCTO-HAMPOCTO WINTIOCTPUPYIOT AePEKTHI TPAIUIUOHHON (UHAHCOBOI CHCTEMBI. JTO
OTCPOYEHHBIE MHIUKATOPHI, KOTOPBIE CBUAETEIBCTBYIOT O TOM, KaK PEAM30BBIBAIACH CTPATETUS KOMIIA-
HUU B npoenmuii nepuos. K romy e oHu oueHb o0mIMe: TyT KaKaasi KOMIIAHUs CTapaeTcs yCOBEpILEH-
CTBOBATh CUCTEMY, KOHKPETH3UP YA MoKazarenar. OHU XOpOLIM B KaUeCTBE OLIEHKH, HO HE UMEIOT HUKaKOU
WH(POPMAMOHHON EHHOCTH ISl pabOTHHKA, TIOCKOJIBKY HE XapaKTEePH3YIOT €ro MepCOHaIbHBIC ACHCT-
BHUS 110 BBITIOJIHEHUIO TUIAHOB MpeANpUATHs. Takue nmapamMeTpsl HE TOJIBKO HE YKa3bIBAIOT HAIPaBJICHUE K
OyayIHUM CTPaTErHuecKuM ycrexaM KOMIIAHWH, HO U HE MOTYT CIYKHUTh HaJEKHbBIM 000CHOBAHUEM 1A
pacnpeneneHus: pecypcoB, CTPaTerHueCKuX MHULIMATUB, a TAK)XKEe B3aUMOCBSI3U ITOJ0BOT0 OIOKETa C IUC-
KPELMOHHBIMHU PACXOAAMH.

K cuacTtblo, 3TH CTpYKTypHBIE Ae(DEKThI OTHOCHTENHHO JIETKO MCIPaBUTh. B rimaBe 7 Mbl pacckasa-
mu, kak noctpouts CCII, oTpaxaroulyio yHUKalbHbIE CTPAaTETHH, CIOCOOBI 3aBOCBAHMSI LIEJIEBBIX CETMEH-
TOB PBIHKA, a TAaK)Ke Ba)XHEWIIME BHyTpeHHHUE mpoiecchl. Cucrema, co3gaHHas Ha OCHOBE KOHKPETHBIX
CTpaTerHii, COJIEPKUT COANAHCHPOBAHHBIN KOMILJIEKC ITOKa3aTelNel, pe3yabTaThl H (PaKTOPHI MX JOCTHIKE-
HHUsI, OTCPOYEHHBIE U OINEPEXKAIOIINE NHANKATOPBI — BCE, YTO B KOHEYHOM MTOTE BEIET K MOJIYdEHHIO
BBIIAIOMINXCS JOJITOBPEMEHHBIX (PMHAHCOBBIX PE3yIbTATOB.

OpraHu3aumnoHHble aedeKTbl

Hpyrue npobiemsl Bo3HuKaT He B camoil CCII, a B KOHLIENTYaJbHOM MOAXOJIE K €€ BHEAPEHHIO.
Cample Xy/IIme Halld OKUAAHUS «MATEPHATN30BAINCEHY» B CICAYIOIIEM 3BOHKE:

Ilpusem, smo [owcon Cmum. S pabomaio menedacepom no Kawecmey 8
ACME Industries u pykosooicy epynnoii no yayuuwenuio nokasamesnei oesi-
menbHOCmU KoMnanuu. Ml nepeuumanu 2opy aumepamypsl, U HAC NPUBTEK
nooxo0, ocrosaunwvlli Ha sawei CCII. Xomenu npoKoOHCYIbMUPOBAMbCs C
samu, Kakue Ham 6blOpamv nokazamenu, U 80obOuje, Kakue noxazamenu
OKA3ANUCH CAMBIMU YCREUHbIMU 8 OPY2UX KOMNAHUSX.

OOBIYHO MBI OTBEYAEM Ha TaKUE 3BOHKH CIEAYIOIIUM 00pa3oM: Mbl eHuM Bail uarepec k CCII, Ho
CUMTAaeM, YTO Hallla BCTPEYa HE MOXKET ObITh MOJIe3HA HU OJHOW, HU APYroil CTOPOHE, MOCKOJIBKY CYyIIe-
CTBYET HECKOJIbKO mpolOsieM. Bo-miepBrix, paspabotka CCII siBisieTcss mpeporaTuBOi BBICIIIETO MEHEIK-
MEHTAa, 100, ISl TOTO YTOOBI OBITH (h(HEKTUBHOMN, OHA JIOJDKHA OTPaXkaTh OOIIYIO CTPATETHYECKYIO KOH-
uenuuio Komnanud. [Ipocroe «moacTeruBaHue» MOKa3aTeleld CYLIECTBYIOIIMX MPOLECCOB OEcCropHO
MPUBEACT K YaCTHBIM YIYYIICHUAM, HO HE K KapJMHAIbHOMY MPOPBIBY B AESTEIBHOCTH KOMIaHUU. Bo-
BTOPBIX, €CJIM TON-MEHEKEPBHl HE PYKOBOMST aHHBIM MPOLIECCOM, OHH BPSI JU CMOTYT HCIOJb30BaTh
CCII kak Ba)XHEWIIMH MPOLECC yIPABICHHs, O YeM Mbl TOBOPUJIM BO BTOPOM yacTu KHUTH. OHU OyayT
MPOI0JDKATH aHAM3UPOBATH ONEPATUBHBIC PE3YIBTATHI, (PAKTOPHI TOCTHXKEHHUS KPATKOCPOUHBIX (prHaH-
COBBIX IIEJICH, HITHOPHUPYSI, TAKUM 00pa3oM, OCHOBHYIO HJII0 COATaHCHPOBAHHOW CHCTEMBI TIOKa3aTeIeH.

Eme 6onee Baxuo T10, yTto CCII Henp3s cOCTaBIsATh MPOCTHIM KOMUPOBAaHMEM HAMITYUIIHX ITOKa3a-
Tenel nepenoBbiX KoMmaHnuid. Mbl yxe momuepkuBand, uro CCII siBisercss BOIUIOIIEHHWEM CTpAaTeTHH,
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HaIlpaBJIEHHOM Ha MOy4YeHHE BBIJAIOLIMXCS PE3YyIbTaTOB, IOATOMY HOKa3aTeNn, BHIOpaHHbIE OJHUM YC-
MEUIHBIM NPEANPUATHEM, BOBCE HE TOAATCS AJISl APYIUX, KOTOPbIE JEHCTBYIOT B Pa3IMUYHBIX KOHKYPEHT-
HBIX Cpelax Ha Pa3HbIX PHIHKAX U UCMOJb3YIOT MHbIE TEXHOJIOTUU U BO3MOXKHOCTH, YTO MOKET OKa3aThCs
petanmuM it uX yenexoB. Korna moau roBopsr: «29T0 He Tak IPOCTO, KaK KaKETCsS», Mbl TIOHUMAEM,
YTO peYb HJET O TSDKEIIOM MHTEHCHBHOM Tpyne, HeoOxommMoMm st paspabotku u BHeapenus CCII kak
HEOTBEMJIEMOW 4acTH NpoLecca MEHEIKMEHTA. Beap CymecTByeT COBCEM HEMHOTO IyTEH COCTaBICHUS
xu3Hecriocoonoit CCII.

Hpyras kpailHOCTb, KOTOpasi MokeT HaHecTu HenonpaBuMblil Bpen CCII, cocTouT B creayroniem.
HekoTopbie KOMITaHUU CIMIIKOM MHOTO BpeMeHH U Tpyna yuessitor co3fganuio CCIL. Ecimu um, nanpu-
Mep, HeIoCTyrmHa WH(POpMAKsi O KaKUX-TO BAYKHBIX IMOKA3aTeNsAX, OHH NBITAIOTCS YCTAaHOBHUTDH CIICIHU-
abHbIe WH(POPMAIIMOHHBIE CUCTEMBI IS €€ MOJIydeHHs. TakoW IMoAX0j HeM3MEHHO NMPHUBOAUT K OO0Jb-
muM 3agepsxkam Bo BHeapernu CCII u moTepe Temna u 3HTYy3ua3Ma. COanaHCHPOBaHHAS cHCTEMA MOKa-
3areiel — He J0rMa, a AUHAMHUYHAs, NOCTOSIHHO HM3MEHSIOIAsACA CHUCTEMa, KOTOPYI MEPHOINYECKH
MO/IBEPTalOT OLICHKE, IEPECMOTPY U KOPPEKTUPOBKE B COOTBETCTBUH C HOBBIMU KOHKYPEHTHBIMHU H TEX-
HOJIOTHYECKUMH YCIIOBHSIMH M PBIHKAMH. 3aTATMBasi ONMKMCAHHBIM 00pa30M BHEApPEHUE HAlllel CHUCTEMBI,
KOMIIaHUS TEPsIeT BOZMOKHOCTh TOIydaTh AOCTYIHYIO HH()OpMAIHIO Ha OCHOBE OOpaTHOM CBsI3M, a TaK-
xe, yTto Oosiee BaxxHo, ucnoib3oBaTh CCII kak siapo cucrembl MeHemkMeHTa. Ham coBer Tem, KTo OT-
knageiBaeT BHeApeHne CCII Topko MOTOMY, UTO HE XBaTaeT COOTBETCTBYIOIMIEH WH(POPMALUU HIH HET
YBEpEHHOCTH B MPaBHJIBHOCTH BbIOOpa mokazateneii: «[Ipocro caenaiite sTo». Haunure ¢ nadopmanm-
OHHOTO TIpoIlecca, y3HaHTe, KaK yIPaBJsITh C MOMOMIIBI0 COaTAaHCUPOBAHHOTO KOMILIEKca (aKTOPOB U MH-
JUKAaTOPOB TOIY4CHHUS PE3YIIbTATOB.

BHEAPEHMWE CTPATEMTMYECKON CUCTEMbI MEHEOXXMEHTA, OCHO-
BAHHOWU HA CBAJTAHCUPOBAHHOU CUCTEME NOKA3ATEJIEWN

Buenpenne HOBOW cucTeMbl MEHEIXMEHTa, octpoeHHol Ha ocHoBe CCII, momkHO mpeonoseTsh
HEKYI0 OpPTaHU3aLHOHHYI0 HHEPLUIO, KOTOpasi, Kak MpPaBUJiIO, CBSI3BIBACT 10 PyKaM M HOTaM JIH00YI0 mpo-
rpamMMmy, IperoIaralonyo n3MeHeHus. g ycnemHoro co3aanus u QyHKIMOHNPOBAHUS HOBOM CHCTe-
MBI TPEOYIOTCS IBa TUIIA MEHEIKEPOB. MEHEIKEPHI IIEPEXOAHOTO MEPHOoa, KOTOPbIE yIacTBYIOT B pa3-
pabotke CCII u cnocoOCTBYIOT €e BHEAPEHHIO B KAUeCTBE CHCTEMBI yIpaBieHusa. Bropoil tum — 3T0
MEHEIKEPhI, KOTOPBIE Ha OTIEPATUBHOM YPOBHE OYyIYT OCYILECTBIATH KOOPAUHALUIO HOBOW CUCTEMBI Me-
HemKkMeHTa. JlomonmHuTensHON TpynmHOCTRIO B mponecce BHenpenus CCII B cTparernueckyio cucTeMmy
MeHe/KMeHTa (ele OJJMH MYHKT CIUCKA T0J] Ha3BaHUEM «JTO HE TaK MPOCTO, KAK KAKETCSA») SBISCTCS
TO, YTO TOJDKHOCTH MEHEDKEPOB MEPEXOJHOTO MEPUOIa U MEHEIKEPA IO KOOPAMHALIMY MIPoLEcca HE YK-
JIAABIBAIOTCS B TPAAULIMOHHOE ITATHOE PACITUCAHNE KOMITAHHIM.

MeHegKMeHT nepexoaHoro nepuoga

Mg BBIIETISIEM TPH OCHOBHBIC (DYHKIIMH, WIIM POJIM, KOTOPbIE HEOOXOAMMBI B TIEPUOJ] BHEIPEHUS

CCII kak cTpaTern4ecKoi CUCTEMbI MEHEPKMEHTA!
1. apxutexTop;
2. areHT U3MCHEHUH;
3. pacnpoCTpaHUTEIb.

ApXHMTEKTOp HECET OTBETCTBEHHOCTH 3a Mpolecc co3faHusi nepBoHaudaipHoro Bapuanta CCII u
BHEJIPSIET €€ B CUCTEMY MEHEKMEHTa. [10CKOJIbKY BKIIIOUEHHE CUCTEMBI MOKa3aTeael NpeCcTaBIsieT Cco-
0ol panuKkaibHOE M3MEHEHUE B (PHUI0COPHM MEHEIKMEHTA, apXUTEKTOP JAOJDKEH XOPOIIO TTOHUMATh HO-
BBI MOAX0J K OW3HECY. OpHEHTAalUWsl Ha JOJTOCPOYHBIE CTPATErMYECKUE LEId. DTOT YENOBEK TaKxKe
JOJDKEH 00J1a1aTh ClIOCOOHOCTAMHM Pa3bsiCHATH PYKOBOJCTBY CJIOXHBIE MOMEHTHI M BO3IJIABUTH IIEPEBO
CTpaTernuy B KOHKPETHBIE eI U MOKa3aTell TaKuM 00pa3zoM, 4TOOBI 3TO HE BBI3BAJIO PEAKLIUU OTTOPKE-
HUsT.

Hns ycnexa nporpammbl BHeapeHus CCIT TpeOyetcs, 4ToObl pabodasi Tpymma TOM-MEHEIKEPOB
KOMITAaHMHU TIPOSIBIJIA BBICOYANIIYIO CTENEHb 3aMHTEPECOBAHHOCTH W YZAEJMJIa 3HAYUTEIBHOE BpEMs ee
MOATOTOBKE, MOCKOJIbKY CYUTACTCS, YTO Y apXUTEKTOPA €CTh BCETO JIMILb OJHA MOIMbBITKA Ha 3aIyCK Hpo-
rpamMmbl. Eciin oHa He ynanach, TO TOOHUTHCS! TIOBTOPHOM BCTPEUYH C TON-MEHEIKepamMu OyneT HEempocTo.
[To cBoemy OmBITY 3HaeM, YTO BHEIIHHE KOHCYJABTAHTHI U BHYTPCHHUE aBTOPUTETHBIE MPO(ECCHOHATBI
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MOTYT CBITPaTh pelariryio poib B 3anycke ycrnemHoi CCII. Kak npaBuio, Haumydimas Moaelinb — Co-
BMECTHasl pab0Ta 3THUX CHELHATMCTOB HaJ MUJIOTHBIM IPOEKTOM Ha YpOBHE OM3HEC-eIMHUIIBI, TJ1aBa KO-
TOPOH y’Ke 3HaKOM ¢ KOHUenuer. Takas MuaoTHas mporpaMmMa UMEET IBOSIKOE Ha3HaueHHE. BO-TIEPBBIX,
oHa nemoHctpupyeT 1eHHocTh CCII, BO-BTOPHIX, OHA 00eceYnBaeT KOMIIETEHTHOCTh IPYIIE BHYTPEH-
HUX KOHCYJIFTAHTOB, KOTOPBIE BIIOCIIEACTBUN CMOTYT Pa3bsICHUTH €€ BCEM pabOTHUKAaM KOMIIaHUH.

BHyTpeHHrE KOHCYIBTAaHTBI OKa3bIBAIOT MOJACPKKY areHTy u3MeHeHu#, BHeapsomemy CCII B
MIOCTOSIHHBIM YIPaBJIEHYECKUI MpoLecc. DTOT areHT JA0JDKEH HENOCPEACTBEHHO MOTIMHATHCS MPE3UIEH-
Ty KOMITAHUU WA PYKOBOJAUTEIO OM3HEC-€AMHUIIBI, TOCKOIBKY OH BBIMOIHSCT (HYHKIUU PYKOBOIUTEIIS
KOMAaH/bl, KOTOpas B TEUEHUE ABYX-TPEX JIET BBOJIUT B JEHCTBUE HOBYIO CHCTEMY MEHEIDKMEHTa, OCHO-
BanHylo Ha CCII. 3HaueHne areHTa N3MEHEHUH BETMKO, TaK Kak OH (PaKTHUIECKH BBITIOJHSET POJIb TIPe3u-
nenTa, GopMHUpYs TIOBCETHEBHBIN MPOIECC YIPABICHUS 1O HOBOH cucteMe. OH TakKe MOMOTAeT MEHE-
XKepaM MepecMOTPETh CBOH O0SI3aHHOCTH B COOTBETCTBUH C HOBBIMH YCIIOBHSIMH.

Pacnipoctpanutens oTBevaer 3a TO, YTOObI Bce PAOOTHHKH KOMIIAHUHM — OT MEHEIKEPOB Camoro
BBICOKOTO YPOBHSI [0 PSAOBBIX COTPYAHHUKOB — 3HAJIM, MOHUMAIM U MOIEPKUBAI HOBYIO KOHIECTILIHIO
¥ BHOCWJIM CBOW BKJIaJ B ee peanm3anuio. HoBas crparerus, chopmympoBannas Ha ocHoBe CCII, kak
MpaBuJjIo, TpeOyeT CO3MaHUsI HOBOW CHCTEMBI IIEHHOCTEH, C(OKYCHPOBAaHHOW Ha TaKUX Iapamerpax, Kak
OpHEHTALMs HAa KJIMEHTa U yIOBJIETBOPEHUE €ro MOTPEeOHOCTEH, Ka4eCTBO U CBOEBPEMEHHOCTh, HHHOBA-
WU U OOCITy>)KHBaHHE, TIOBBIIICHUE POJIM paOOTHUKOB M MH(POPMAIMOHHBIX CUCTeM. PacmipoctpaHuTensb
JOJDKEH MPOBOJIUTH STOT TPOLECC Kak MapKEeTHHTOBYIO KamraHuio. MHpopmammoHHas mporpamma
JOJDKHa MOTUBUPOBAThH BCEX COTPYIHUKOB HAa YCTAHOBJICHUE 0OpAaTHOW CBSI3M, B TOM YHCIIE C IOTpeOuTe-
JieM, KaK CpeJCTBa MOJIydeHHUs1 He0OXOIUMBIX JaHHBIX. Hamuume Takoil CBSI3U SIBISETCS CBUIETENHCTBOM
KHU3HECTTOCOOHOCTHU MPEUIOKEHHOHN cTpaTernn. B To BpeMs kKak HH()OPMAIMOHHBINA OT/IENI KOMITAHHH T10
TPaauIMKA OTBEYACT 3a MH(OPMAIMOHHBIE U 00pa3oBaTebHBIC TPOTPAMMBI, PACIIPOCTPAHUTEh PU aK-
TUBHOM TOJIEP’KKE 3TOTO OTAeNa PYKOBOIUT CTPATETHIECKOW MH(POPMAMOHHOW KaMIaHWEH W HeceT
OTBETCTBEHHOCTH 32 YPPEKTHBHYIO PEATH3aIHNI0 KOHIICTIINH 0 TE€X MOp, MOKa 33/Ja4d 03HAKOMJICHUS U
MpoTIaral/ibl €¢ Cpeau BCEX COTPYIHUKOB HE OyAYyT BBIIOJIHEHBI.

NMocToAHHbLIN npouecc cTpaTterm4eCKoro MeHea)xmMmeHTa

Kak TonpKO 3aKaHUMBAETCS MPOIECC pa3padOTKU U BHEAPEHUS HOBOTO CTPATEIHYECKOTO YIpaBiie-
Hust, ocHoBanHOTO Ha CCII (24—36 MmecsieB), nepea KOMIAHUEH BCTAaeT HOBAs 3a/1a4a; KaK MOJICPIKH-
BaTh 3Ty CUCTEMY B pabodeM coctosiHud. Prucynok 12. 5 nimmroctpupyeT BIMsSHUE pa3IMIHBIX KOMITIOHEH-
TOB CHUCTEMBl CTPAaTETMYECKOTO MEHEIXMEHTa Ha TpaJAWLHUOHHBIC OOS3aHHOCTH HEKOTOPBIX TOII-
MEHEeIKepOoB. MCTOPHUUECKH CIIOXKUIIOCh, YTO BHIIE-TIPE3UACHTHI 0 CTPATETHUYECKOMY ILJIAHUPOBAHUIO,
nepconany, puHancaMm U HHPOPMAITHOHHBIM CHCTEMAaM SIBISTIOTCS «X035I€BaMU» OTIPE/ICTICHHBIX Y4aCTKOB
mpolecca CTPaTernyeckoro MEHEHKMEHTa, OJHAKO HU OAMH U3 HUX HE HECET OTBETCTBEHHOCTHU 3a BCIO
CHUCTEMY B IIEJIOM.

ScHO, 4TO pyKOBOAWTENb OM3HEC-TIOAPA3/EICHU — EOUHCTBEHHBIM «XO3siMH mpouecca». Kak
TOJBKO pa3paboTaHa W BBEJEHA CHCTEMa, KOTOpas ONpenessieT Leid W 33Jadd BCed OpraHu3aluu, pac-
MpenesieHbl PeCypChl, HAaPaBJICHHBIE HA UX TOCTHXKEHHE, YCTAaHOBJIEH KOHTPOJb 32 XOJOM BBITIOJHEHUS
ITOCTaBJICHHBIX 33/1a4, a TaK)Ke JEHCTBYET CUCTEMAa HAKa3aHWW M MOOLIPEHHM, CTpaTerHyeckas cucTema
MEHEI)KMEHTa CTAaHOBUTCSl JIMYHOM OTBETCTBEHHOCTBHIO MPE3UICHTA U KOMaHABI Tom-MeHemkepoB. Ho
pabodee COCTOSIHME CHUCTEMbI B IIOCTOSIHHOM OIEPATHBHOM PEXHUME JOJDKHO MOJACPKHUBATHCS OTICIIb-
HBIM YeJIOBEKOM, MHau€ Hen30€KHO BO3SHUKHOBEHHE MIPOOEIOB MEXKAY MPOLIECCaMH OLICHKH, OTYETHOCTH
U KOHTPOJISL.

Kak moxa3zano Ha pucynke 12.5, oneparuBHas moagepIkka mporecca CTpaTernaeckoro MEHEHKMEH -
Ta omupaercs Ha MPo(ecCHOHATN3M, OMBIT U OTBETCTBEHHOCTh HECKOJBKUX TPATUIMOHHBIX (YHKIUI
MeHemkMeHTa. CTparernueckuii MEHEI)KMEHT HOBOro Tuma, ocHoBaHHbId Ha CCII, HeTpyaHO MOJOTHATH
MO/ )K€ CYLIECTBYIOIIYIO CXEMY, KOTJIa KaXX/10€ MoApa3elieHue UTPAET CBOIO MHIUBUIYAIbHYIO, TOJIBKO
eMy OTBeIeHHYIO posib. OZHAKO MBI moJjiaraeM, 4To 3¢ QeKTHBHAS ONEpaTUBHAs MOJIEPKKa Ipolecca
CTPaTErMyecKOTr0 MEHEIKMEHTAa HACTOJIBKO Ba)KHA, YTO MO aHAJOTHH C PACIIPOCTPAHUTENEM OHA JOJDKHA
OBITh B pyKaxX 0JHOTO KBATH(UIIUPOBAHHOTO CHEIHAINCTA.

B GonpmmHCTBE KOMIIAHUH 3Ta TOJDKHOCTh BaKaHTHA, MMOCKOJBKY HU OJHMH M3 PYKOBOAUTENEH Tpa-
JUIMOHHBIX OPTaHMU3alMi HE OTBEYACT 3a MOIEPKKY IPOLiecca CTPATETHYeCKOro MEHEI)KMEHTA, U He-
SICHO, KTO 3THUM OyIeT 3aHUMAaTbcs B Oy ymieMm.




N OupekTop No cTpaTerMyecKoOMy rniaHMpOBaHWIO?
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-
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AupekTop No nepcoHany?

Crpaternveckan
oOpaTHaA CBAZL
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Pucynok 12.5. K10 10/17k€H 0TBe4aTh 32 (PYHKIHOHHPOBAHHE CUCTEMbI CTPATErHY€CKOT0 MeHeKMeHTa ?
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JupexTop mo ¢puHaHCAM — OJMH U3 JIOTHYECKUX OMEKYHOB HOBOTO mporecca. OmxHako OONbIIMH-
CTBO M3 HUX, OCOOCHHO MPHUIIEAIINE U3 OyXraaTepuu, CHCTEMbl BHYTPEHHEro (PMHAHCOBOTO KOHTPOJIS
WM ayauTa, AOCTUIIIM CBOMX MO3MIMIA Ojaroaaps CHOCOOHOCTH YINPABJSTh YETKOW M YHOPSIOYECHHOM
¢uHaHCcOBOU cucremoii. Ho 3T0 He Te KayecTBa, KOTOpbIE HEOOXOIWUMBI JJISi OTIEPATUBHON IOIEPIKKA
LEJIOCTHOMY, MHHOBALIUOHHOMY, CYOBEKTUBHOMY, B OOJBIION CTEIIEHW OPHUEHTUPOBAHHOMY Ha 4eJiOBe-
YecKuid (pakTop CTpaTernyecKoMy MEHEKMEHTY, eI KOTOPOTO OTPEIEIICHBI B COCTABIISIONINX KIHEHT-
CKOM, BHYTPEHHHUX OM3HEC-TIPOIIECCOB, a TAK)KE PA3BUTHS MTEPCOHANA U HHOOPMAIIMOHHBIX CHCTEM.

AnbTepHATUBHBIM KaHIUJATOM MOT OBl CTaTh JUPEKTOP MO CTpaTerniecKkoMy IaHupoBaHuio. Ho
OH SIBIIIETCS KaK OBbI MPOTUBOIIOJIOKHOCTHIO (pMHaHCHCTA. McTOpHYecKkn CIIOKUIIOCH Tak, YTO CTPATETH-
YeCcKOe TUITAHUPOBAHNE — ITO YHUKAIBHOE COOBITHE, MPOUCXOIAIICE pa3 B TOAY, U C TOUKH 3peHUs QyHK-
[IUOHAIBFHOCTH TMPENCTABISAET CO00# (hOopMyIMpOBaHHE CTPATETHH, HO HE ee peanu3anuro. [upexTop mo
CTPaTErnyecKOMy IIAHUPOBAHUIO, €CIIM OH MPUMET Ha ce0sl poJib MOJAEpKaHUS CTPATETHYECKOro Me-
HE/KMEHTA, JTOJDKEH TOCTOSHHO, a HE OT Cliydas K CIydaro, JUCHUTUIMHUPOBAHHO, KaK ATO AeiaeT (u-
HAHCOBBIN AUPEKTOP, MPOBOJNUTH aHAIN3 CUCTEMBI U CIEIUTH 3a €€ )KU3HEAEATENBHOCTRI0. PyKoBOIUTEH
otaena nHHOPMAIIMOHHBIX CHCTEM, BO3MOKHO, MOT' OBI BHITIOJHATH (DYHKIIHIO OTIeKyHa Oiaromaps 0Jm30-
CTH K HH(OpMAINH U BIaICHUIO CHCTEMHBIM TI0JX0JI0M, OJJHAKO HEKOTOpPasi OTOPBAHHOCTH OT CTPATETHU
KOMIIaHUHU U HE CIMILKOM aKTUBHOE ydacTHe B paboTe KOMaHAbl TON-MEHEIKEPOB SIBISIOTCS MPEIATCT-
BHEM K 3TOMY.

HecMoTpst Ha TO 9TO B HACTOSIIMIA MOMEHT CHenn(UIECKUE 0COOSHHOCTH JUPEKTOpa 10 CTPaTeru-
YEeCKOMY MEHEI)KMEHTY HE COBCEM IOHATHBI MHOTMM OpPTaHU3aIUsAM, NOTYEPKHEM, YTO KOMITAHUS pHC-
KyeT OTEPATH BCE MIPEUMYILECTBA BHOBb CO3JaHHOW MHTETPUPOBAHHON CUCTEMBI, €CIIM HE BMEHHUT KOMY-
100 B 0053aHHOCTD 3Ty (YHKIUIO. Takas MO3UIMA UMEET BUANMYIO 3HAYMMOCTD JIJIsI KOMITAHUH, a JIJIs
paboTHUKA IPECTABIAET BOZMOKHOCTh TBOPUECKOM ACSITEIbHOCTH U EPCOHATBHOTO pa3BUTHA. B KoHLe
KOHILIOB, KTO-TO 3aiiMET 3Ty MO3ULHIO, a TIOKa areHT M3MeHEeHHH, KoTopbiii nmomoran BHeapsaTs CCII B
CHUCTEMY CTPaTernYeCKOr0 MEHEIKMEHTA, — caMas MOAXOIAIas KaHAUAaTypa A €€ MOAJEp/KaHus B
pabodeM COCTOSTHUH.

3AKNIOYEHUE: NEPEBOA CTPATEIMMU B KOHKPETHBLIE OENCTBUA

Cravana komnanuu BBoAAT CCII mo pa3HbIM HNpUYMHAM, B TOM YHCIE JUIsl JOCTUXKECHUS €IUHOTO
MHEHHUS O MPEeayioKEHHON CTpaTeruy, HOBATOPCKUX WHULIMATUBAX, PA3BUTHUU HABBIKOB CTPATErMyecKOro
PYKOBOJICTBA, a TaKXe H3-3a HEOOXOAMMOCTH KOOPIWHAIMK B PaMKaX MHOTO(YHKIMOHATBHOTO MOJ-
pasznenenus. BooOmie sTux menei MoXHO T0CcTH4b, pa3padoras nepsuunyro CCII, nanpHeiimee paBurne
KOTOpO#, 0COOEHHO Ha CaMOM BBICOKOM OPI'aHM3allMOHHOM YPOBHE, CBHUJIETENBCTBYET O BO3MOKHOCTH €€
Oostee MMPOKOTo U YPPEKTUBHOTO MCIIOIB30BAHMUS, YEM ITO MPEAIOIarajJoch n3HadaipHo. Coamancupo-
BaHHAsl CHCTEMa IOKa3aTeJiell MOXKET CIYKUTh OCHOBAaHHEM Ui OPTaHU3aLMOHHOW CHCTEMbI MEHEIK-
MEHTA, IOCKOJIbKY OHa 00BEAMHSIET U MOAAEPKUBAET KIFOUEBbIE MPOLECCHI, B TOM YHUCIIE!

* Da3bsCHSET U KOPPEKTUPYET CTPATETHUIO;

* uHOOPMHUPYET O HEH BCIO OPTaHU3AIHIO;

* TPUBOJMUT B COOTBETCTBHE CO CTpATETHEH 1IeNN U 3aa4H [IOAPA3ACICHUS U KaKI0ro paboTHUKA,

* ompejaessieT U HAPABJSIeT Ha PEIICHNE COOTBETCTBYIOIIMX 3a/1a4 CTPATErHYeCKNe HHUIIMATUBBI;

* YCTaHaBJMBAET B3aMMOCBSA3b MEXKAY CTPATErMYECKUMHU LEISIMH, JOJITOCPOUYHBIMH 3aJadyaMu U To-

JIOBBIMH OFOJIPKETAMU,

* YCTaHaBJMBAET B3aHMMO3aBHCUMOCTh MEXIY CTPATETUYECKUM U ONIEPALMOHHBIM aHAJIN30M;
* yCTaHaBJIMBAeT OOPATHYIO CBA3b IS TIOTydEHUS HH)OPMAIMH O )KU3HECTIOCOOHOCTH CTPATETHH.

Bonee toro, myrem nnrterpanun CCII B kaneHnapb MEHEI)XMEHTA MOYKHO MTPUBECTU B COOTBETCTBHE
BCE MPOIIECCHl MEHEPKMEHTA U C(OKYCHPOBATH YCHIIUS HA PealM3alyd JAO0ITOCPOYHON CTPAaTeTHH KOM-
TIAHWH.

HakormenHsslil B Teuenne nociaegqaux jet onbIT npuMmenenus CCII cBuaeTenscTByeT — U 3TO HAC
MPUSATHO YOUBUIIO, — YTO MOJXOJ, CTAPTOBABIINK KaK MOMBITKA YIYYILICHUS] CHCTEMBI TTOKa3aTese, mpe-
BPATHUIICS B CPEJICTBO PEIICHHsI 00Jiee CePhe3HBIX MPOoOIeM (Hampumep, Kak peain30BaTh CTPATErUi0, KO-
Topasi TpeOyeT pauKaIbHBIX U3MEHEeHHiT?). [1o MpoIIecTBUU BpEMEHH MBI SICHEE TIOHUMAEM, OYEMY ITO
tak BakHo. IIporiecc coszmanus xoporieir CCIT maetr kommnanuu (OOBIYHO BIIEPBBIC) YETKOE MPEACTaBIIC-
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HUe 0 Oyaymiem u nopore, Beaymel Tyna. B nomomHenne kK 3ToMy mpoiiece ee pa3padoTku Tpedyer ak-
TUBHOCTH W LEJCYCTPEMJICHHOCTH KOMaHbl TOI-MEHEIKepOoB. Bo3HMKaeT HEM30EXKHBII BONPOC. Kak
YIIOCTOBEPUTHCS B TOM, YTO MBI JIOCTUTIIH HAIIeH mnemm?

Korpa xomnanust coBepiiaer pemammuil nepexos ot o0mel KOHIENINHA K KOHKPETHBIM J1eHCTBH-
sIM, OYEHb YETKO NPOSBISIIOTCS NPEHMYILECTBa cOalaHCHPOBAHHOM cucTeMbl nokazatenei. [lepBona-
YaJbHBIM 3Tal ee pa3padOTKH BCErAa JOJDKEH IMPUBOIUTH K HEMPEPHIBHOW CEPUHU YINPABJICHUYECKUX IPO-
L[ECCOB, KOTOPHIEC B KOHEUHOM CUETE IEPEOPUEHTUPYIOT OPraHU3alMIO B HY)KHOM HarpasieHUU. Kaxaplii
npouecc MeHemxmenTa npussizad kK CCII, 4To BemeT K JOJTOCPOYHBIM CTPATETMYECKUM H3MEHEHHSIM
TaKTUKH OpPTaHU3ALUU.

PoGept Caitmon3 B cBOE# paboTe, MOCBSIIIEHHONW CO3MaHHUI0O CUCTEMBI MEHEKMEeHTa, rumeT: «Ka-
XKIBIHA 3HACT, YTO B JIIOOOI KOMIAHUU CYLIECTBYIOT MUPHAIbl CUCTEM KOHTPOJIS, OAHAKO TO, KaK MEHE-
JKEpBI HCIOIB3YIOT MX IS PEHICHMS TeX MM WHBIX 33/ad, HE 3HAeT HUKTOY . JIeiCTBHTENBHO, HA BCEM
JIOJITOM MYTH K «CHCTEMATHYECKOMY 3HAHUIO» Mbl MHOTOKPATHO 3TO HaOmoganu. [y BbIIOHEHUS CBO-
WX 33JaHAN pabOTHUKHU MCHOJIB3YIOT Pa3HOOOpasHble KOMIOHEHTHI CUCTEMBI MeHemxkMeHTa. Ho Tonbko
IIOCTPOUB HOBYIO CHCTEMY MEHEeIKMeHTa, ocHoBaHHYIO0 Ha CCII, MOXXHO MONYy4UTh TJIABHBIM pe3yabTar
— MEPEBECTH CTPATETHIO B KOHKPETHBIC ACHCTBHS.

NMPUMEYAHUA
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NMPUNOXEHUE. PASPABOTKA CEAHAHSII/IPOBAHHOVI CUCTEMbI
NMOKA3ATENEWN

Cozpnanue nepsoit B komnanuu CCII 3aBepiaercsi mpoueccoM MepeBoja CTPATeTHd KOMIIAHUHU B
OTIepaTUBHBIC LIENH M MOKa3zaTenu. s peanu3anuu mnpoekra Tpedyercs apXUTEKTOp, KOTOPBIA CyMeeT
CIUTAaHUPOBATH ATOT MPOIIECC U COOPATh COOTBETCTBYIOIIYIO MH(pOpManuio. OTHAKO CHCTEMa JI0JDKHA OT-
paxarb pe3yabrar pabOThl KOJUIGKTMBHOTO pa3yMa M 3HTY3HMa3M BCEX TOI-MEHEIKEPOB MpPEANpPHATHS.
Bpsin i1 MOXKHO paccUMTHIBAaTh HA XOpOoIIHid utor, eciii B coctapinennu CCII He npuHUMaeT ydacTust Bes
KoMaHza. be3 akTMBHOW MOINEPKKH CTapIIMX YHPAaBISIOUIMX JIYYIIE 3Ty AEATEIbHOCTh HE HAYUHATh.
TosbKO BOBJIEUEHHOCTH U LIENICYCTPEMIICHHOCTh PYKOBOJICTBA MIPUBEIYT KOMIIAHUIO K YCIIEXY.

Hawm u3BectHBI 1Ba nmpumepa, korna otimaabsie CCIT Obum pa3paboTaHsl B OMUHOUKY, 0€3 ydacTus
KOMAaH/Ibl YIIPABISIONMX. B 0JHOI KOMITaHMH CHCTEMY COCTaBWII TUPEKTOp Mo (ruHaHCcaM, a B Ipyroi —
BHILIE-TIPE3UICHT MO pa3BUTHIO Ou3Heca. U TOT, u Apyroil ObLIM BHICOKOIIOCTABIEHHBIMA MEHEIKEPAMH U
MPUHUMAIIM aKTUBHOE Y4acTHE B CO3[JaHUM CTpaTeruii CBOMUX Ipeanpusituidl. B cumy stux mpuunH 06e
CHCTEMBI MOKa3areiael moagpoOHO MPEACTaBIsAIM CTPATETHI0 U OCHOBHBIE BHYTPEHHUE OU3HEC-TIPOIIECCHI,
a Tak)Ke€ OPUEHTHPOBAIKMCH HA MOTPEOUTEN U BOCHIPUHUMAIHMCH KaK TOYHOE OTPAKEHUE TJIaBHBIX IIeel
u kpurepueB. Oagnako B 06oux cinyyasx CCII B utore He crana CTUMYJIOM K U3BMEHEHUSM M HEOTheMJIe-
MOM 4acThlO0 MeHeIkMeHTa. [lonaraem, 3TO MPOU30MLIO M3-32 HEXKEIAHUA Psiia TOI-MEHEIKEPOB BKJIIIO-
YUTHCS B KOJUIEKTUBHBIN mpouecc pa3padotku CCII, ¢ ogHON CTOPOHBI, M U3-3a OTCYTCTBHS €AUHOAYILIHUS
10 IOBOAY ee posin — ¢ apyroi. O6e komnanuu paccmatpusaiu CCII Tonbko Kak cpeacTBO yCOBEpPILEH-
CTBOBaHHSI CUCTEMBI IMOKa3aTeslel, a He Kak WHCTPYMEHT (DYHJaMEHTAIBHBIX OpPTaHH3aIIMOHHBIX MPe00-
pa3oBaHHil.

YCTAHOBJEHMUE LENEW ONA CBAHAI:ICI/IPOBAHHOIZ CUCTEMbI NO-
KA3ATEJEWU

[epBeM marom Ha mytu cos3nanus dpdexruBHoit CCII sBsercs moiydeHne Bceoomero onoope-
HUA W TOJJICPKKH TOM-MEHEIXEePOB npeanpusatusi. g MHorux KoHuentyaiasHble npeumyinecta CCII
oueBuaHBL. OHM BUAAT BCE HENOCTATKH OTPAaHWYCHHOW OIICHOYHOW CHCTEMBI, OCHOBAaHHOU Ha (pUHaH-
COBBIX IMOKA3aTeNAX, U HE HYKAAIOTCS B 0COOOW aruTaluu 3a pa3BUTHE Oojee cOaIaHCHPOBAHHOIO MOA-
xo01a. OnHaKo sSIBHbIE KOHLENTYaJbHBIE MPEUMYILECTBA HE MOTYT CTaTh JOCTATOUYHBIM OCHOBAaHHEM I
pazpadotku CCII. Jlyst 3Toro HEOOXOIUMO TIPUUTH K COTIIACHIO OTHOCHUTEIFHO OCHOBHBIX IIENICH €€ BHE-
JPEHHUs], KOTOPOE AODKHO TIOMOYb!
OIPEACINUTh CUCTEMY LIECJICH U MOKA3aTENeH;
NOOUTHCS €IMHOAYILUS CPEAN yIacTHUKOB mpoekTa co3nanus CCII,
YETKO M3JI0XKHUTHh CXEMYy Ipollecca pealu3aluy U yNpaBieHHs, KOTOPbIH MOCIEeayeT 3a CO-
craieHuem nepsuyHoit CCII.
[IpoummtocTpupyem 3T0 Ha IpUMEpax.

Jobuntbca noHMMaHunsa U BceobLero onoopeHus cTparterum

He Tak naBHO xommnanusi Chem-Pro, npousBoauTesp MOJIMMEPHBIX TOBAPOB, MPOBEJA pEOpraHn3a-
L{I0, LIETbI0 KOTOPOH OBLIO CTpEMIIEHUE CTaTh KOMITaHHEH, OPUEHTHPOBAHHOM Ha notpedutessi. Ha cme-
HY TPaIUIIMOHHOMY () YHKIIHOHAIEHOMY MPEANPHUATHIO TPUIIIO HOBOE, OCTPOCHHOE HAa HECKOJBKHUX Ha-
MpaBJICHUAX JEATENBHOCTH U Ou3Hec-poueccax. Kpome Toro, pykoBoACTBO KOMIIAHUU OTIPEAEIIHMIIO Ye-
THIpE TJIaBHBIX OHW3HEC-Tpolecca, TPeOYIOIUX YCOBEPIIEHCTBOBAHMS. pa3pabOTKa CHCTEMBI 3aKa3OB,
yIpaBiieHUE CO3JaHUEM NPOAYKTA, BHIMOJHEHUE 3aKa3a U Mpou3BoACTBO. Kaxknoe u3 natu HanpaBieHui
JesITENIbHOCTA MMEINO pa3finuHble TpeOOBaHUS K yKa3aHHbIM Ou3Hec-mpoueccam. Hanpumep, rpynna pa-
00ThI C KJIMEHTaMU pacnpezesisiia 0onplure 00beMbl CTaHAAPTHBIX MPOAYKTOB Yepe3 KaHAIbI POZHUYHON
TOPrOBJIM, B TO BpeMsl Kak Irpymnmna pa3paboTKh TOYHOTO 000pYIOBaHUSI COTPYAHUYANIA C HHXKEHEPHBIMU
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cy)kOaMu HEKOTOPBIX OYEHb KPYIMHBIX KOMITaHHMM, peliasi BOIMPOCHI COTJIACOBAHUS CIEHNU(PHUKAINN Ha
HOBbIE TNPOAYKTHl. OUEBHIHO, YTO KAKABIA M3 YETHIpEX BAXKHEHIIMX OM3HEC-TIPOLIECCOB JOJKEH OBITH
MPUCIOCOOJIEH MO MOTPEOHOCTH COOTBETCTBYIOILETO HANPABICHHUS.

Cosnanne CCII kommannu Chem-Pro HaunHanoch ¢ ompejeneHus CTaHIAPTHOW KOPIOPATHBHOM
MOJIeNH, KOTOpasi 4YeTKO CHOPMYIHpOBaA CTPATETHMYCCKHE MPHOPHUTETHI ISl BCEX HANpaBICHUN Iesi-
TEJIBbHOCTH HOBOM OpraHu3aluu. 3aTeM Uil KaXJO0Tro HalpaBieHHUS B COOTBETCTBHHM C 3TUMU IPUOPHU-
TeramMu ObLM pa3zpaboTaHbl KOHKPETHbIE cTpareruu. Ha 3ToM 3rame pykoBOOUTENM 4YeThlpex Ou3Hec-
MPOLIECCOB O3HAKOMMIIMCH C CUCTEMaMHU MOKa3aTellel BCEX HallpaBlIeHUH, 4TOObI COCTAaBUTh CBOU COOT-
BETCTBYIOIIME NMporpaMMsbl. [locienoBaTenbHbIN IPOLECC COCTOSIT U3!

OTIpENETICHNS 1ENIEH U TTOKa3aTeNel Ha KOPIIOPAaTUBHOM YPOBHE;

YCTaHOBJICHHsI B3aUMOCBSI3H KOPIOPATUBHBIX LIeJIed ¢ 3aladaMHi M NOKa3aTeJsIMH Halpas-
JICHUH JeSITEIbHOCTH,

BBISIBJICHHSI B3aMMO3aBHCHMOCTH IIeJiell U MoKa3aTesied HalpaBieHUU NEATENbHOCTH U OC-
HOBHBIX OM3HEC-TTPOLIECCOB.

Jauubrit moaxoa mo3Bosmin Chem-Pro mpoBecTH KOMILICKCHbIE OpraHU3alMOHHbIC U3MEHEHUsI (0T
(GYHKIIMOHATBHOW CIEIUATM3alUN 10 OPUCHTALMU HA MOTPEOUTENsT) TAKMM 00pa3oM, 4TO B 3TOM IPO-
1ecce ¢ HanboJbIleH OTAa4Yel IPUHSIIM y4acTHUE BCE COTPYIAHUKH KOMITAHUH.

COCpeAOTO‘-I UTbCHA Ha rmaBHOM

Metro Bank ununmuposan cozganue CCII kak cpeacTBa KOHICHTPALUU YCHIIUA U pecypcoB. Mbl
y>Ke TOBOPHJIM, YTO 3Ta KOMIIAHUS MOSBUJIACH B PE3Yy/IbTAaTe CIMAHUS JBYX KPYMHBIX OAaHKOB, ONEPUPO-
BaBILWX B OJHOM PETHOHE, YbH IJIaHbI HUKOTA HE COBIMAAaJM MIOJHOCTHIO. YIIPABISIOLINE IPUCTYIHIN K
pa3paboTKe | 3aMyCcKy BCeoObEeMITIONICH MpoTpaMMbl MPeoOpa30BaHUi ¢ Melbio co3aTh 0aHk XX| Beka,
XOTS B3aUMOTIOHUMAHHUSI 110 TIOBOJY CTHJIS IEATEIBHOCTH M CTPATETUH HOBOTO OaHKa JOCTUTHYTO €Lle HE
obu10. K coxkanenuro, peanu3aysi MporpaMMbl BBIIIUIA H3-T101 KOHTPOJIsI, 0CTaBUB Tocie cebs 70 pazpos-
HEHHBIX I[IJJAHOB MEPONPUATUH, KaXAbIi U3 KOTOPBIX TPeOOBaJl pECYpCOB U BPEMEHHU Ha U3y4EHHE PYKO-
BOJICTBOM.

[Ipesunent 6anka ycmorpen B CCII nnctpymeHT o0bequHenus opranuzanuu. Onpenenus cTpare-
TMYECKUE [eNM M Pelaroiue (pakTopsl mojydeHus pe3yapraroB, Metro Bank cMmor moctuds cornmacusi u
B3aMMOTIOHUMAaHHUSI Cpeld TOI-MEHEIKEPOB, HE3aBUCUMO OT TOTO, U3 KAaKOro 0aHKa OHU MPUILLIA UM Ka-
Koe (YHKIIMOHAIBbHOE MonpasneneHue npencrasnsum. bomnee Toro, CCII crmocobcTBoBanma BeIOOPY HpH-
OpHUTETOB, KOHCOJMUJIALMN U MHTETPaLlMi MHOTHX Pa3pO3HEHHBIX ACUCTBYIOIIMX MporpaMm. Kak pesynb-
TaT — CO3JaHNE KOMIIJIEKCA YNPaBISIEMbIX CTPATErHYECKUX MHUIMATHUB, HAPABICHHBIX Ha TOCTH)KEHUE
oOLIeNPU3HAHHBIX CTPATETNYECKUX LEJIEH.

D,eu,eHTpanwsauvm n passutne nuaepcTea

[pesunent Pioneer Petroleum rianupoBa NpoBECTH JSHEHTPATM3AIUI0 CBOCH KOMITAHUH U ydpe-
mun 14 HOBBIX CTpaTerHyecKux OM3HEC-€IUHUII, IEeNIh KOTOPBIX COCTOSUIA B OOJBIIICH OPUEHTHPOBAHHO-
CTH Ha KJIMEHTA U COKPAIICHWH, a CO BPEMEHEM IOJHOW JIMKBUJIALUN HU3JEPKEK, HE CBA3aHHBIX C CO-
3naHueM no0OapneHHOW cToumocTd. OIHAKO PYKOBOAMTENM HOBBIX MOAPA3JCICHUN MPUHAJICKATN K
CTapol «TBapIUM». OHU MPUBBIKIH BBITIOJIHATH MPUKA3bl 1 HE HMENIN HUKAKOTO OTIBITAa B pa3paboTke coo-
CTBEHHOW CTpaTErny W yIpaBieHuu ee peanuszauneid. [Ipesuaent Obu1 cepbe3HO 03a004eH TeM, YTO IH-
PEKTOpBI HOBBIX OM3HEC-TIOApa3AeCHII He ObLIM CTIOCOOHBI IPETBOPUTD B JKU3HB CTPATETHIO JICLIEHTPa-
JU3AIHH.

[lo ykazaHuio mnpe3upeHTa KOMIaHuUM Bce 14 HOBMYKOB OBUTM BKIIOYEHBI B KOMAaHAY TOM-
MeHepkepoB, paspadateiBaromux CCII, 4ToOBI pa3BUTh y HUX HAaBBIKK JuaepcTBa. Komana co3mana Mo-
nenb CCII, onpenenuBinyio CTparernieckue NPUOPUTETHI. JTa MOJETb U CTajla KOPHOpPaTUBHON cOanaH-
CHUPOBaHHOM cucTeMoi mokasareneil. Kaxnoe OnsHec-noapasnenaeHrne UCIoab30Ball0 €€ KaK OCHOBY JUIA
co3maHus COOCTBEHHOH cTparernu. Ha BBIE3THOM COBEUIaHMM KOMaHAA JUPEKTOPOB Ou3HEC-
MO/Ipa3eeHN YCTaHOBMJIA YETKYIO CTPATErHYecKyl0 LeJb, KOHIENINIO U CUCTEMY LEHHOCTEH HOBOM
OpraHu3aIiy. 3aTeM OHH pa3padoTalli CHCTEMY MOKa3aTeNel At OM3HeC-eIUHUIIBI, KOTOpas Moria ObITh
MOAKOPPEKTHPOBAaHA Ha KOPIMOPATHBHOM ypoBHE. Takas JesiTeNbHOCTh cruioTuia 14 nupekTopoB moA-
paszneneHuii U crocoOcTBoBana GpopMupoBaHuio KoMaHabl. Monens kopropatuBHoit CCIT momorna Ha-
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MPaBUTh B HY)KHOE PYCJIO XOJ MBICJIEH PYKOBOAMUTENEH U YMEHBIIUTD PUCK, CBA3aHHBINA C BO3MOKHOCTBIO
pa3paboTKy HE3aBUCHUMBIX IPYT OT Apyra crpaTeruii OnzHec-equHuL. TBOpUeCKHU MOAXOM U aKTUBHOCTh
YYaCTHHKOB CO3JIaHHSI CTPATETHH HAXOAWINCH B paMKax, ONPEACTICHHBIX KOPTIOPATHBHOMN CTpaTeruei.

KopnoparuBHslii aHanu3 crpaTeruyd NoJpasAeieHus 10 Havyajla pealn3alid OYeHb MOJie3eH, Io-
CKOJIbKY 00ECIieunBaeT ee COOTBETCTBUE OOIIMM LIEISIM M YTBEpPKAAaeTcsl Ha BhICLIEM ypoBHE. Bech mpo-
L[ecC Aajl BO3MOXXHOCTb PE3UIEHTY Pa3BUTh JHIEPCKUE KauecTBa Y PyKOBOAUTENEH OU3HEeC-eANHMII, He-
o0xoaumble Tipu pazpaboTke M yOpaBJICHUH peann3anuen cBoux crpareruil. Iloarotoska cOamancupo-
BaHHBIX CUCTEM IOKa3aTelel Ha BCeX ypOBHSX OblLiIa UCIOJIb30BaHa Mpe3ueHToM Pioneer Petroleum kak
MEPBBIN IIar B 1OJATOCPOYHOM IMPOLIECCE PA3BUTHS JIUIEPCTBA.

MHTepBeHLI,VIﬂ cTpaTtermm

Komnanus Kenyon Stores B otimune ot Pioneer Petroleum yxe 6bi1a nerientpamu3osana. Ee mos-
pazaeneHus Crequali3upOBAIMCH Ha MPOJaXe MOJHOM ONEKAbl LEJIEeBbIM IpylnaM KiIMeHToB. Kaxnoe
W3 HUX MPECIEA0BAIO0 CBOM CTPATETHUECKUE LI OTHOCUTENIHO HAPaBICHUH MOJbI, LIEJIEBBIX CErMEH-
TOB PBIHKAa U UCTOYHUKOB CHA0XEHHUS MOAHBIM ToBapoM. OnHaKo, o yOexaeHHIo mpesuaeHta Kenyon
Stores, cnumKoM CHITbHAs MEHEeHTPATH3aHs MPEMsTCTBOBANA JaTbHEHIIEMY Pa3sBUTHIO U POCTY IpH-
OpbHOCTH KoMmaHud. OHa yMecTHa B TOM Cydae, KOIr/la KOMIIaHUSI HEBEJIMKa M CTaBUT CBOEH IIEJIbIO
MTOCTOSIHHOE Y/IOBJIETBOPEHUE NOTPEOHOCTEN B MOAHBIX TOBApaX ONPEACICHHON LIE€JIeBON IPYIIbI KJIUEH-
TOB. BMmecTe ¢ Tem kaxkmoe oTaenbHOe moapaszaeneHue Kenyon Stores mo cBouMm pasmepam mpuOImka-
JIOCh K TOMY, 4eM Obljla BCSI KOPTIOpALKs BCErO JIMIIb MATh JIET Ha3al. Takue MaclITaObl PEIIUTENbHO U3-
MEHUJIM CTpaTerH4ecKue IIaHbl KOMIIAHUH, 3aCTaBUB JUPEKTOpa Ka)XJ0To MOJpa3/ieleHus cTaTh Ooliee
CTpaTeroM, Hexenn KoMMmepcanToM. [IoMoub B 3TOM 1 A0JpKHA OblTa cOalaHCUPOBaHHAs CUCTeMa MoKa-
3aTenen.

[Mpesunent Kenyon Stores npumennn CCII nist co3maHusi KOPIOPATUBHOTO CTPATETHYECKOTO IjIa-
Ha. COBMECTHO C IUPEKTOpaMu OU3HEC-SMHUII OH cOocTaBmI ciucok u3 10 Bompocos (cM. miaBsl 8 u 12),
M0 KOTOPBIM KaXJ0€ T0Apa3/ieleHue JOJDKHO ObUIO OMPENeNUTh Cenn(puIecKrue 3a1a4d U MEXaHU3MbI
TIOCTYDKECHMSI TIeNIel 1 Tokasareneii ceoux naauBuayatpbabix CCIL.

[Ipouecc roa0BOTO IIAHUPOBAHUS NPOBOAMIM Ha OCHOBE OOCYKICHHMS CIIMCKAa BOIIPOCOB M METO-
JIOB UX pelIeHHUsl. DTH AUCKYCCHH MO3BOJIMIM JUPEKTOpaM MOJIpa3AesieHN MOCTPOUTh CBOU J0JITOCPOU-
Hble IUIaHbl Ha 0Oa3e Mmokasarenel cOaJaHCUPOBAHHOW CHCTeMbl. Bce 3TO mpuBeno K CO3AaHUIO Me-
XaHW3Ma MHTETPALXU TUIAHOB OM3HEC-€AMHUI] B OOIYI0O KOPIIOPATUBHYIO CcTpareruto. baaromaps stomy
nporeccy npesuaeHT Kenyon Stores mosrydnst BO3MOKHOCTh HE MPOCTO aHAIM3UPOBAThH PE3YIbTATHI IM0-
clie CBepIIMBIIETOCS (haKTa, a MPUHUMATh aKTHBHOE yJacTHEe B (DOPMUPOBAHHU CTPATETHUH U, YTO EIIEe
BaXkHee, Ooyiee TECHO COTPYAHHMYATh C MPEXKAE aBTOHOMHBIMHU AWPEKTOpamMHu mnoapasneieHuil. OH uc-
MOJIB30BAJI 3TOT MPOLIECC AJISl pACIIUPEHUS UX 3HAHUH, MOTUBHUPOBAHUS U aKTUBH3ALMH.

B 3akmouenue ckaxeM, 4TO epBUYHBINA TOMUOK K co3aanuio CCII Bo3HUK U3 MOTpeOHOCTEI:

MOHSATH U COTIIACOBATh OOIIYI0 KOHIIEMIIMIO KOMIIAHUH U €€ CTPATeTHIO;
€03/1aTh KOMaHAY €IMHOMBILUIEHHUKOB,;

PacupoCTpaHUTh CTPATETHIO;

YCTaHOBUTH B3aMMO3aBHCUMOCTb BO3HATPAXACHUS U TOCTUTHYTHIX LIEJIEH;
OTPEAETUTh CTPATETUUECKUE 3a1a4H;

MPUBECTH B COOTBETCTBUE PECYPCHI U CTPATETNUECKUE NHULIUATUBBI;

MO IEP’KUBATh MHBECTULIMY B UHTEIUIEKTYaJIbHbIE U HEMAaTEepUAJIbHbIC aKTUBBI;
00€eCTIeYNTh OCHOBY CTPATErHIECKOTO HH(POPMAIIMOHHOTO TpoIiecca.

Bri6op neneit u 3agau nepBUUHOM cOaJaHCUPOBAHHON CHUCTEMBbI IIOKa3aTeNe He SIBIAETCS CACPKH-
BalOIIMM (hakTOpoM IIJI CO3aHus Moceayonmx. Booobie, kak yke TOBOPHIIOCh B TyiaBe 12, MbI cunTa-
em, uro poJsib CCII HeykioHHO pacteT. Ho HayanpHbIe LETH U 3a1a4u CIIyKaT AJIs1 MOTHBALIMK [IEPCOHAA
U PazbICHIIOT NPUYMHBI M30paHUs TOTO WM MHOTO IYTH, a TaKKe MOMOTAIOT MOAAEPKATh «HA IUIaBYy»
CTPaTErMyYeCcKyIo MporpaMMy B CIIydae yracaHusi HHTepeca K Hell M CHH)KEHUS! aKTUBHOCTH.

UIrPOKU

Kak Tosibko 1oCTUTHYTO cornacue o Leisx cOaJaHCHPOBAaHHOW CHCTEMBI IMOKa3aTeJield U ee POJiu B
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OyayiieM KOMIIaHMHM, HEOOXOAUMO Ha3HAUYWUTh apXUTEKTOpa, WM Juzaepa, npoekra no cozganuio CCII.
ApPXUTEKTOp — KOHCTPYKTOP MOJENH, GII0cOPHH U METOIOJIOTHH pa3paboTKu cucTeMbl. EcTecTBeHHO,
YTO K&KIBIM XOPOILIUH apXUTEKTOP HYXAAETCsl B KIIMEHTE, B KAYECTBE KOTOPOTO B HAILIEM CIIy4ae BBICTY-
MaeT KoMaH/a Ton-MeHexepoB. Kak 1 B 11000M CTPOUTENLHOM HPOEKTE, KIMEHT NPUHUMAET y4acTue B
€ro peann3aluu, MIOCKOJIbKY B UTOTE€ UMEHHO OH sIBJIsIeTCSl KOHeuHbIM noJb3oBarenem CCII, B cooTserct-
BHHU C KOTOPOH OyeT OCYIIECTBISITHCS MPOIECC MEHEIKMEHTA.

ApPXUTEKTOp HalpasIsieT IpoIiece, CICANT 3a COOM0IeHHeM TpaduKa BCTPEY U COBENIaHui, obec-
MIEYMBACT COOTBETCTBYIOUIYIO JTOKYMEHTAINIO, HH(OPMAIIHIO O COCTOSHUH PhIHKA W KOHKYPEHTHOM cpe-
ITbI, a TaKKe HAOJFOMIaeT 3a TeM, 9YTOOKI MPOIIECC e B COOTBETCTBHUY C IuiaHOM. Kpome Toro, B 00s13aH-
HOCTH apXHUTEKTOpPa BXOJUT aHAIMTHYECKass paboTa — mepeBo OOLIMX MOJOKEHUH CTpaTeTui U Hame-
pEeHUil KOMIIAaHUM B KOHKPETHBIC U IOHITHBIE BCEM LIETH U MOKA3aTeNl, — a TAK)Ke CO3JaHre KOMaHbl U
yperynmpoBaHue KOH(PIMKTHBIX CUTYalluH.

[To HameMy MHEHHUIO, apXUTEKTOPOM JOJDKEH OBITh OAMH U3 CTAPIIMX MEHEIXEPOB, KOTOPBIH 3a-
HHAMAaeT KII0YEBYIO TO3UIHIO B UEPAPXUHU OpPTaHU3ALUU!

BHILIE-TIPE3UACHT IO CTPATETNYECKOMY TUIAaHUPOBAHUIO WJIM PA3BUTHUIO OM3HECa,;
BHIIE-TIPE3HIEHT 110 06ECTICYCHMIO KA9eCTBa
BHIIE-TIPE3HICHT 110 (PHHAHCAM?.

HekoTtopbie komnanuu npuOeraroT K yCayraM BHEITHUX KOHCYJIbTaHTOB.

NMPOLUECC CO3AAHUA CBAHAHCI/!POBAHHOIZ CUCTEMBbI NOKA3A-
TENEN

Kaxxgast opranuzanusi yHuKaiabHa U MOKET JBUTAThCS CBOMM COOCTBEHHBIM MYTEM B CO3JaHUM cOa-
JAaHCUPOBAaHHOM cucTeMbl nokaszarened. [IpuBenem TunuyabId cucTteMHbli miaH pa3pabdorku CCII, koTo-
PBIN MBI IPUMEHSI B AECATKAaX KOMIAaHUN. B cilydae mpaBUIBHOTO MCIOJIB30BaHUSA 3TOT YETBHIPEX JTAIl-
HBIH IpoLecc, B pe3yIbTaTe KOTOPOro KOMMIaHus MoayduT «xopouryto» CCII, rapaHTupyer noHUMaHuE,
CoTJIacue U aKTUBHYIO paboTy MO ee peanu3alii MEHEKEPOB BBICILIEIO U CPEIHEr0 3BeHa, CIIOCOOHBIX C
ITOMOIIIBIO CO3JaHHOM CHCTEMBI JJOCTHYB 3aINIAHUPOBAHHBIX PE3YIBTATOB.

OnpenenuTb CTPYKTYpPYy Nokasateneun

3ananue 1. BoIOpaTh COOTBETCTBYIOIIYI0 OPTraHU3ALMOHHYI0 e¢IUHULLY

ApXHUTEKTOP, MPOKOHCYJIBTUPOBABILINCH C TOI-MEHEKEPaMH, IOJDKEH BBIOPATh TO MOApa3JieeHue,
IUI1 KOTOpOTo cOajaHCHpPOBAaHHAS CHCTEMa IOKa3aTesiell KOPIOPaTUBHOTO YPOBHs OyAET ONTHMAIbHOM.
Heno B TOM, 4T0 OOJILIIMHCTBO OPTaHU3alUN OTIMYAETCS MHOTO0Opa3ueM BUAOB ACSITEIbHOCTH, IO3TO-
My co3ganue nepBoil CCII Takoro ypoBHsSI MOKET OKa3aThCsl HENETKOU 3aaadeil. neanbHo ni1st 3THX 1e-
Jiell TOAXOIUT TO MOAPAa3AEICHNE, KOTOPOE YIaCTBYET B KaXK/IOM 3BEHE CTOMMOCTHOM LICTIOUKH. HHHOBA-
MM, OTIepaly, MapKETHHT, IPOAAXKHU U yciuyru. Takoe noapasaeneHie uMeeT COOCTBEHHbIE MPOAYKThI U
KIIMEHTCKYI0 0a3y, MapKETHHTOBYIO CIYXOY M CHCTEMY paclpelesieHus], a TaKk)Ke CBOM NPOU3BOJICTBEH-
HbIE MOLTHOCTH. JTO JOJDKHA OBbITh Takasg OM3HEC-eIMHHULA, ISl KOTOPOH OTHOCHUTEJBHO JIETKO MOCTPO-
UTh HTOTOBYIO CUCTEMY (PMHAHCOBBIX MOKa3aTenel 0e3 CII0KHOCTEH, CBSI3aHHBIX C PACTIPEIEICHUEM TIPsi-
MBIX 3aTpaT WK [IeHaMHl Ha TpaHC(epT MPOIYKTOB M YCIYT OT OJHOTO MOIPA3ACICHHS K IPYTOMY.

TunuuHas nepapxuyeckasi CTPyKTypa TpaHCHAIlMOHAJIBHOW KOMIIAHWM TMOKa3aHa Ha pucynke I1. 1.
C6anancupoBaHHas CUCTEMa MOKa3aTesiel 3aHUMaeT B Hell yposeHs | 1.

Ecnu opraHu3aioHHasi €IUHUIA ONPECICHa CIMIIKOM y3KO (CKaXeM, B Mpejeiax crparermye-
ckoi 6m3Hec-eaunmibl ypoBHs |1, cm. puc. I1.1), co3nanue BceoObeMITIOLICH caMOI0CTaATOYHON CcTparte-
THH MOJKET OKa3aThes 3aTpyaHutenbHbiM. Hanpumep, CCII mis oqHOTO (DYyHKIIMOHAIEHOTO OTAENA WITH
OJTHOW WHHIIMATHBBI MOXET IMOJYIUTHCS CIUIIKOM MEJKOH M0 CBOEMY MacmTady: HECKOJIBKUX KITFode-
BBIX IMOKa3arened Oyner ans Hee BnosHe aocrarouHo. Ho CCII npenHazHaueHa Ui KPYIHBIX OTHEJIOB
oOecrnevyeHnst, COBMECTHBIX MPEANPHUATHI 1 HEKOMMEPUECKHX opraHu3auuil. Bo3zHukaer Bompoc: umeer
nu (WM TO0JDKHA JIM UMETh) TaHHasi OM3HEC-CAMHUIIA CTPATETHIO, YTOOBI BBIIOJHUTE CBOIO MucCHIO? Ec-
JIU 712, TO OHa, 0e3yciIoBHO, AocToiHbI Kanauaat st CCIL.
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YpoEeHb |
Kopnopauua
YpoeeHs || | |
Nogpazpenenue A Moppazpenenue B MNoapaznenenue C
YpoeeHs lll | | | | | |
CEBE CbE CbE ChBE CBE ChE CbE CbE CEBE
el No2 No3 Hed No5 Noh He? Hed Heo

Pucynoxk I1.1. Beioop 0u3Hec-equHunbl ais co3ganus CCII

Mp1 paboTanu ¢ KpYIHON Ta30XMMHYECKOW Kopriopauued. Ee onepanoHHbIMU TOIpa3AeeHUSIMUA
OBLTH:
KOHTPOJIMP YEMbIIl MOHOIMOJIBbHBIHN MOCTABIIKMK MPUPOAHOTO I'a3a JOKAIBHBIM KIMEHTAM;
HEKOHTPOJHUPYEMbI KOHKYPEHT — MOCTABIIMK MIPUPOAHOTO Ta3a KPYMHBIM TOCYIapCTBEH-
HBIM KJIMEHTaM;
OCHOBHAsl XUMHYECKasi KOMIIaHHUS,
KOHCAJITUHTOBAst KOMIIAHUSI.
CHavana Hac IONPOCHIJIM TOMOYb B co3ganuu kKopropatuBHoil CCII. Ognako BCKOpe Mbl BBISICHH-
JIM, 4TO, HECMOTPSI HA COBMECTHOE MCIOJIb30BAHUE MHOTHUX PECYPCOB U YCIYT KOMITAHUHU €€ MOApaszelie-
HUSAMH, ONEpaLH JIFOO0r0 M3 HUX TaK 3HAYUTENBHO OTIMYAIUCH APYT OT Apyra, 4yto paszpadorka CCII
JUIA KaXXA0TO MOAPA3JCNICHUS! B OTACIBHOCTH MMena OOJbIIMN CMBICH, YeM COCTaBJIEHUE OOIIel KOpIo-
PaTHBHON CHCTEMBI.

3az[a1me 2. YCTaHOBHTH B3aHMOCBSA3hb MEKIY 6H3Hec-ennﬂnueﬁ H Kopnopauneﬁ

Kak Tonmbko mospasnienenue BEIOpaHo, apXUTEKTOPY MPEACTOUT Y3HATh HH(POPMALIUIO O B3aUMOCBSI-
351X IAaHHOTO MOJPAa3JeIeHUs C APYIUMH U JAHHOTO MOAPa3JEIeHUsl ¢ Kopropauueil. 3aTeM apXUTEKTOp
OTIpaIIMBAaET PYKOBOAUTENIEH KOPIIOpAaUUU U OM3HEC-€AMHULBI, YTOOBI MOJTY4UTh HEOOXOAUMBIE CBEJC-
HUSL.

DUHAHCOBBIE eI OH3HEC-EMHHIBT (POCT, IPUOBLIBHOCTD, ICHEKHBIE TOTOKH, TOXOIE)>.
Hanpasnenust 6uzHeca, KOTOPBIM TPaJULMOHHO YACNSETCS HE CIMIIKOM MHOTO BHHUMAaHMS
(3ammTa OKpyKarouiel cpeabl, 6€30MacHOCTh, KaJApOBas MOJUTHUKA, B3aHMOOTHOIICHHS C
HACEJICHUEM H BJIACTSIMH, Ka4eCTBO, KOHKYPEHTOCIOCOOHOCTD LICHBI, HHHOBAIUH).
B3aumocBs3pe ¢ apyruMu noapasaeneHus M (OOLHe KIUCHTBI, KIFOUYeBbIe Cepbl KOMIIe-
TEHTHOCTH, BOBMOXXHOCTH OOIIIEro Moxo0/a K MOTPEOUTEISIM U MOCTABIIUKAM).

OTH JaHHBIE UMEIOT pelIaroniee 3HaueHue JUisd KoopauHanuu nponecca paspadotku CCII. Torma
LEMH ¥ 337a4i OM3HEeC-eAMHNULIBI He Oy YT MPOTUBOPEUNUTh UM HAHOCHUTH BPE APYIUM HOJAPA3ACTICHHUSIM
WM KOPIIOpALKY B LEJIOM. Y CTaHOBJICHHE CBSI3€H C KOpIOpauueld U APYTUMH MOAPA3ICICHUSIMU BbICBE-
YUBAET T CAEp KUBarore (HaKTOPHl M OJHOBPEMEHHO BO3MOYKHOCTH, KOTOPBIE HE SBISIFOTCS OYCBHIHBI-
MU, €CII paccMaTpUBaTh TaKUE MOAPa3/IelICHNs KaK HE3aBUCUMbIE OPTaHU3allMOHHBIE CTPYKTYPHI.

[JocTnyb cornacma OTHOCUTESNIbHO CcTpaTermn4eCKux uenen

3aganue 3. [IpoBecTn nepBbIil TYp codeceoBaHMI

ApxuTEKTOp TOTOBUT Bech HeoOxonumblil marepuan aysi CCII, BHyTpeHHHE JOKYMEHTHI KOMIIAHUU
U TIOApa3IeleHnsl O KOHUENIUH, LesIX U cTpareruu. Bee 3To mpefocrasisieTcs: B pacnopsuKeHHE KaXa0-
r'o TON-MeHeKepa OU3HeC-eAMHUIIBI — O0BIMHO X 6—12 denoBek. KpoMe Toro, apXuTekrop cooupaet
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CBEJICHNA O JaHHOW OTpaciy MPOMBIIUIEHHOCTH M KOHKYPEHTHOW Cpelie, B TOM YHCIE O TEHACHIUAX
PBIHKA, MPEATIOKEHUSX KOHKYPEHTOB, IMIPEANOUYTEHUSIX KIIMEHTOB U TEXHOJIOTUYECKUX A0CTHKECHUSIX.

[Mocne n3ydenns nHGOpMaIK MEHEKEpaMH apXUTEKTOP MPOBOIUT ¢ KaXasiM 90-MUHYTHYIO Oe-
cely M BbICIyIIMBAaeT uaed mo BceM udeTblpeM cocraBisitomuM CCII. Mbl roBopuM «apXUTEKTOP» B
€IMHCTBEHHOM YHCJIE TIPOCTO UIsl yI0OCTBA U3JI0KEHUS, XOTS Ha CaMOM JIeJie HHTEPBBIO U cOop mHOP-
Mall{{ JydIle BCEro MPOBOJUTH CHJIAMHU JBYX-TPEX YEJOBEK. APXUTEKTOP, SBILSIICH JIMIACPOM IPOEKTa,
HaIlpaBJsIeT U KOOPAWHUPYET ACATEIBHOCTh 3TOM MalieHbKOH rpymmsl. HecMoTpst Ha To uto coOecenoBa-
HUE NPOXOAMUT B HENPUHYKACHHONW OOCTaHOBKE, JIydIlle COCTABUTH BOMPOCHUK C MPEATIOIaracMbIMU Ba-
pHaHTaMH OTBETOB.

NHTtepBbro mpecnenyer nse nenu. IlepBas — sBHasg — NpPENCTaBUTh CTAPIINM MEHEIKepaM KOH-
uenuuto CCII u y3HaTh X MHEHHE 0 Hel. BTopas — ckpbiTas — HampaBUTh XOJ MBICIEH OINpalivBae-
MBIX B CTOPOHY IIEpEBOJA CTPATETUN U IIeJIEH B KOHKPETHBIE MTOKA3aTeNH, y3HaTh, KAKAE BO3HUKAIOT CO-
mueHust otHocutenbHO CCII, a Taxke BBISIBUTH MOTEHIMATGHBIA KOH(GIMKT MEXITy TJIaBHBIMH y4acTHU-
KaMU 110 TIOBOJTy CTPATETHH U IIeJield KOMITAaHUH Ha TIEPCOHAIIBHOM HITH MEX(YHKIIMOHAIEHOM YPOBHE.

3ananue 4. UtoroBasi kondepenuus

Crnenyrommii atam — 00CyXIeHrne HHPOPMAINH, TIOTYdeHHON B Oeceax ¢ TOM-MEeHeIKepaMu, KO-
TOpPOE TPOBOJMUTCS HA CIIEUATBHON NTOrOBOM KoH(pepenuuu. [Ipeameramu TUCKYCCHUH CTaHOBSITCS Tak-
e BO3MOKHOE MEPCOHATBHOE U OPTaHM3alMOHHOE COMPOTUBIICHHNE BBEICHHUIO cOAlAHCUPOBAHHOM CHUC-
TEMBbI TIOKa3aTese U N3MEHEHHUE Mpoliecca MEHEKMEHTa, HEM30€KHO CIIeIYIOIIee 32 HUM.

B pesynbrare nosBiseTcss JOKYMEHT, B KOTOPOM HEPEYUCISIOTCS BCE MPEIOKEHUs (e sl de-
teipex coctapisitonux CCII), BeLABUHYTBIC BO BpeMsi HHTEPBbIO. OHU TOTOJHSIOTCS KOMMEHTapUsIMU
YYaCTHUKOB, MOSACHSAIOIIMMHE, [IOYEMY Ta WM WHAs eJIb BEIOpaHa B Ka4ecTBE MPUOPUTETHON. APXUTEK-
TOP ¥ €ro KOMaHJ1a JOJDKHBI [TOTNBITATHCS ONPEACINTh, HACKOJIBKO JTaHHBIM NPeABAPUTEIbHBIN JOKYMEHT
MOXET NPEACTABISITE COOOW MPOEKT CTparernd OW3HEC-€AMHHLBI U MPOCIECKUBAIOTCA JIU NPUYUHHO-
CJICZICTBEHHBIC CBS3M B KOMIUIEKCE LIEJICH IJIsl YEThIPEX COCTaBIIIOMMX. Bech 3TOT maTepuan MOXKeET
CILY’KUTb NIPEAMETOM 00CYKICHHS Ha CEMUHAPAax JJI BBICIIETO PYKOBOJACTBA.

3ananue 5. CeMuHap AJis1 TON-MeHeIKePOB: NepBbIi payH/I

ApXUTEKTOp OPraHNU30BHIBAET W MPOBOJIUT COBEIIAHUE C KOMAHIOW TOM-MEHEKEPOB ISl 00CYXK-
JICHUS ¥ BRIPAOOTKH €IMHOTO MHEHHUSI OTHOCUTEBHO COATAHCHPOBAHHOW CHCTEMBI TToKazarenei. [lebars
MIPOIOJDKAIOTCS IO TeX TOp, TOKa ayANTOPHUS HE MPHUJIET K COMIACHI0. 3aTeM MPHUCYTCTBYIONIUE TOKHBI
OTBETUTH Ha CIEAYIOIMHA Bompoc: «Ecim Mos cTpaTerus OKa)xercsl YCUENIHOW, OyIeT U 3TO BBITOJTHO
aKIuoHepaM, KIMEHTaM, MHE, 4TO U3MEHUTCS BO BHYTPEHHUX Om3Hec-Tiporieccax ?». [locnenoBarennHo
paccmatpuBaercs kaxas cocrapisitomas CCII.

ApPXHTEKTOP IEMOHCTPUpPYET 00pabOTaHHBI MaTepual MHTEPBBIO: MPEUIOKECHHBIC SN, HX pei-
THHT, KOMMeHTapuu (1uraThl U3 Oecem). MOXHO MOKa3aTh BHCO3AMMCH TUAIOTOB C aKIIMOHEpaMHU U
KJIIMEHTaMH — TaK CKa3aTh, B3TJH CO CTOPOHBI. OOBIYHO JUCKYCCHH BBIXOST 32 PAMKH OOCYKIICHHUS de-
TBIPEX-TIATH TTOKa3aTeNiel Il KXo U3 cocTapistomux. [lonpoOHO mccimenyroTes BCe eu, paccMar-
PUBAIOTCA WX CHEUpUIecKie 0COOCHHOCTH, CUJBHBIC M cladble CTOpOHBI. Ha 3To¥ cragmm cyxeHue
JHana3oHa LUeiel e HE OUYE€Hb BaKHO, XOTA MOJIE3HO TOJIOCOBAHUEM ONPEACIUTh MPUOPUTET TOTO WU
HWHOTO ITOKa3aTeIs.

[Tocne 3TOr0 KOMaHa MEHEDKEPOB BHIOUPAET MYTEM TOJOCOBAHMS TPU WU YETHIPE NMPHOPUTETA.
[IpuMeHSIOT caMble pa3HbIe CIIOCOOBI: 3aKPHITOE WM OTKPHITOE TOJIOCOBAaHNE, MOKHO Pa3/iaTh MO TPH 3€-
JICHBIX KPYKKa U MONPOCHUTHh YYAaCTHUKOB ITOMECTUTh UX HAMPOTUB TEX LEJECH, KOTOPBIC OHU CUUTAIOT Ca-
MBIMU BOKHBIMU. J[J1 TAKMX apXUTEKTOpP COCTAaBISIET KpaTKoe onucaHue. Ecim no3BossieT Bpemsi, IPOBO-
JIAT «MO3TOBOM IITYpM», YTOOBI pa3paboTaTh MOKA3aTENH IS TPUOPUTETHBIX ETICH.

Bce yyacTHHKY AenATCS HA YEThIPE MOATPYIIIbI, KAXKAAs U3 KOTOPBIX OTBEYAET 34 OJHY U3 COCTaB-
nsrommx. HazHavaercs muaep moarpynmbel. Kpome Toro, B KaXXAyr0 TOATPYIITY BKIFOUEHBI MEHEIKEPHI
Pa3HBIX YPOBHEM.

K ¢unany ceMuHapa HakoOHeEI OTIPEACISIOTCS TPU-YETHIPE MEH I KaXKI0M COCTABISIONICH, TPo-
M3BOJIUTCS TIOJIPOOHOE OMMCAaHUE BCEX BHIOPAHHBIX IIENIeH, a TAKXKe CITUCOK MOTCHIMAIBHBIX MTOKa3aTeneH
TS KQXKIOW U3 HUX. 3aTeM apXUTEKTOP TOTOBUT U PacCPOCTPAHSIET CIEIHUAILHBIN UTOTOBBIN TOKYMEHT.
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3aganue 6. CoBemanus nNoaArpyni

ApxuTekTop paboTaeT C MOATPYNIIAMH B TEYCHHWE HECKOJBKHX COBEIIAHUI, BO BpPEeMs KOTOPBIX
YYACTHUKH MBITAIOTCA JOCTHYD YETHIPEX OCHOBHBIX LETEH!
1. CormacoBaTs GOpMYIUPOBKU CTPATETHYECKHX IETIeH C pe3yabTaTaMH IEPBOTO CEMUHApa.
2. OnpenenuTs A K&KIOW HENH MmoKa3aTelb UK MOKa3aTelr, KOTOphIe HAaWTyqIIuM 00pa3oM
OTPAKAIOT UX CMBICIL.
3. Jnsg KaxIoro mpeuIosKEHHOTO IMOKas3aTels yCTAaHOBUTh MCTOYHHK HE 00Xomumoin mHOp-
MaI¥ ¥ MEPONPUATHS, KOTOPbIE MOTYT MIOHATOOUTHCS JJIS TOCTYIA K 3TOM WH(POpPMAaLUH.
4. BbISBUTH KIIIOUYEBBIE B3aMMOCBS3M MEXIY MOKa3aTesIMH OJHON COCTAaBIIOLICH, a TaKxke
Mexny pasabiMu coctapisirorumu CCII. TlonbiTarbes onpeaenuTs BAUSHUE MOKa3aTenen
ApYT Ha Apyra.
OnBITHBIN apXUTEKTOP B XOJI€ TAaKUX COBEIIAHMU moadeper cxemy yeTbipex coctasisitoumx CCII
(cM. vacTh | kHHUTH), OOHAPY)KUT CBSI3M MEKAY MOKA3aTEISIMU BHYTPH KaXKIOH COCTABISIIOLICH M MEXIY
HHUMH, KOTOPBIE COOTBETCTBYIOT PUYNHHO-CIIEACTBEHHBIM OTHOIIEHUSM, JIEXKAIIM B OCHOBE CTPATETHH.

HckycerBo BIOOpa 1 pa3padoTKu moKa3aTesei

Baxneiimas 3agaua npu BeIOOpEe KOHKPETHBIX MOKa3zareneld cOaJaHCupOBaHHON CHCTEMbl — OTpe-
JeJIUTh T€ U3 HUX, KOTOPbIE HAUTY4IIMM 00pa3oM BbIpaXkain Obl cTpaTeruto komnaHuu. [1ockoybKy Kax-
Jasi CTpaTervsi YHUKaJlbHA, TAKOW K€ HETIOBTOPUMOM JOJDKHA OBITH cHUCTeMa U ee mokaszaTtend. OgHako,
KaK Mbl YK€ TOBOPWIM B IJIaB€ /, €CTh HECKOJBKO KJIIOUEBBIX IOKa3aTelsieil, XapakTepHbIX AJIs JH000M
CCIL

Kmrouessle noka3arenu (GMHAHCOBOH COCTABIIONIEH
ROI/>xonomuueckas 100aBlicHHAs CTOUMOCTh
[IpubpuibHOCTH
Poct noxoma/ctpykrypa moxomna
O dHeKTHBHOCTD CHIKECHUS U3JICPIKEK

KrroueBbie moka3aTenn KIMEHTCKON COCTABIAIOIICH
Jond peiHKa
3aBocBaHHE KIMEHTOB
CoxpaHeHune KIMEHTCKOM 0a3bl
[TpuOBLTEHOCTH KITUEHTOB
Y 10BIETBOPEHHOCTh KIIMEHTA

KiroueBble moka3aTenu COCTAaBIAOMIENH 0O0yIeHUS U Pa3BUTHSA
VY 10BIETBOPEHHOCTH PAOOTHUKOB
Coxpanenue kaapoBoi 06a3bl
O¢ddexTrBHOCTH paOOTHUKOB
XoTst OOJBITUHCTBO COATAHCUPOBAHHBIX CHUCTEM OYIYT CTPOUTHCA Ha OCHOBE STUX KIIFOUEBBIX I1O-
Kazaresnei, HCKYCCTBO UX OMPEIEICHUS 3aBUCUT BO MHOTOM OT (DaKTOPOB JIOCTHOKEHUS PE3YJIBTATORB, TO
€CTh OT TEX CTUMYJIOB, KOTOPBIC JCNAIOT BO3MOXHBIM JOCTHKECHUE OCHOBHBIX MapameTpoB. ['maBel 3—7,
B TOM YHCJIE TIPUIOKEHUS K T1aBaM 4 u 5, MOMOTyT apXUTEKTOPY U MOATPyHIaM KOMaHIbl MEHEIKEPOB
YCTaHOBUTH (haKTOPBI TOCTHKEHHUS IMOKA3aTeIeH KaKIOW U3 YETBIPEX COCTABJISIONINX.
Htorom paboThl KakKIOW MOATPYIIIBI JOJDKHEI CTaTh CIEMYIONIME MaTephaibl, IMOJATOTOBICHHBIC
JUIST KOKIOM COCTABIISTIONICH:
criucok nenert cocrapistomert CCII ¢ moapoOHBIM OTTMCaHUEM KaXKIOM;
ONHCAaHNE MoKa3aTeIeH I KaKa0# e,
MPUMEPBI, WIUTIOCTPUPYIOLIKUE METOI KOJIMYECTBEHHON OLIEHKHU MTOKA3aTENEH
rpaduueckoe M300pakeHHUE B3aUMOCBSI3U TMOKa3aTeliel BHYTPU COCTABIIAIONICH, ¢ OJHOU
CTOPOHBI, U UX CBSI3U C MOKA3aTEISIMU OCTAIbHBIX COCTABJISIOIINX — C APYroOi.
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[Tocre 3TOro apXUTEKTOp MOKET 3aIIaHUPOBATh MPOBEJACHUE BTOPOTO CEMHHAPA JIJIT KOMAHJIBI Me-
HEJHKEPOB.

3ananue 7. CeMuHap AJisl TON-MeHe/KePOB. BTOPOil payH/

BTtopoiil ceMuHap ¢ ydacTHEM TON-MEHEIKEPOB, NX HEMOCPEACTBEHHBIX ITOJYHNHEHHBIX U MEHEDKE-
POB CpPEAHETrO 3BEHA IMOCBSIIEH O0CYXICHUI0 00LIe KOHLENUUN KOMIIAHUH, €€ CTpaTeTuu, a TakkKe Le-
neit n nokazareneit CCII. Pe3ynpratel paccMOTpEHUS THX BOIPOCOB B MOArPYyNIaxX JOJLKHBI OBITH Mpe-
CTaBJICHBl OCTAJIHBIM YYaCTHUKAM HE apXWTEKTOPOM HWJIM BHEIIHMM KOHCYJIBTAaHTOM, & JIMAEPOM MOJ-
rpynmsl. Takas nmpe3eHTanus MOMOKET ONPENEIUTh aBTOPOB 1€l U MoKa3aresnel, a KpoMe Toro, Oyner
croco0CcTBOBaTh BeceMy mponeccy pazpadorku CCII. YuacTHHKE KOMMEHTHPYIOT TPENJIOKECHHBIC UIEH, a
3aTEM IPHUCTYNAIOT K COCTABJICHUIO IUIAHA WX pealu3anuu. Eciu CymecTByeT BO3MOYKHOCTE BBIITYCTHUTh
[0 UTOraM paboThl CEMHHapa CHEHaIbHYI0 OPOLIIOPY, B KOTOPOI M3JararoTcsi HAMEPEHHUS 10 CO3AaHUI0
CCII u ee comepskanue, TO 3T0 OyneT o4eHb APYEKTUBHBIM U PE3yABTATUBHBIM CIIOCOOOM pacrpocTpa-
HEHHUS CTpaTeruu OM3HEC-SIUHUIIBI CPEIU ee COTPpYyAHUKOB. Erle oHa 3amaya cemunapa (He camasi TiaB-
Hasl, HO CYILIECTBEHHAas) — (OPMYIMPOBAHUE OTCPOUCHHBIX IIEJEH sl YCTaHOBJICHHBIX MOKa3areneH, B
TOM YHCJIE JUISl TEMITOB YITy4YIICHUS, TOCTH)KEHHE KOTOPBIX TUIAHUpYyeTCs depe3 3—5 rer.

CocTaBuTb NnaH peann3aumun

3ananue 8. Pa3padorath miaH peajau3auuu

HoBas xomaHga, HepeKko cocTosimas U3 JUAECPOB MOArPyMI, 0000MIaeT cTpaTerniecKkue 3a1auu u
COCTAaBJISIET IUIaH pealn3alry cOATaHCUPOBAHHOM CHCTEMBI MOKa3aTeneil. B HeM MO/KHBI HAWTH OTpa-
KEHHE B3aWMOCBS3b IOKa3aTeNleil ¢ TaHHBIMU WH()OPMAIIMOHHBIX CHCTEM, PaclpoCTpaHeHue MHQopmMa-
uuu o CCII o Bee#t opranusanuy, a TaKke HEOOXOIUMOCTh pa3pabOTKU MHAWKATOPOB BTOPOTO YPOBHS
IUTSL IIICHTPaIn30BaHHBIX OM3HEC-eMHUI. B pe3ynpTare BOSHUKAET COBEPIICHHO HOBas MH(POPMAIIUOH-
Hasg CUCTeMa, KOTOpas CBS3bIBa€T IIOKa3aTeld KOPIOPAaTUBHOTO YPOBHS C THapaMeTpaMu, pas-
paboTaHHBIMU HAa CaMbIX HU3IIMX OPTaHU3ALMOHHBIX YPOBHSX.

3aganue 9. CemuHap /151 TON-MeHeIKePOB. TPeTHii payH/

Ton-meHemkepbl BCTPEYAIOTCSl B TOM K€ COCTaBE B TPETUH pas3, IJIsl TOTO YTOOBI MPUITH K OKOHYA-
TEIBbHOMY COTJIAILICHUIO 110 MOBOAY KOHLEMIINH, IeJied U MoKa3arenel, pa3padoTaHHBIX Ha MEPBBIX ABYX
CEMHUHAapax, U yTBEPAUTh OTCPOUCHHBIC 3a1a4H, PEJI0KECHHbIE KOMaH0M, COCTABUBILEH IJIaH peann3a-
uun CCII. Ha atom cemuHape Takxe oOAyMbIBaeTCs MpeABapUTENbHAs MIpOoTpaMMa IEHCTBHUI, Hampas-
JICHHAas Ha peuleHne 3Tux 3agad. Kak nmpaBuiio, 1aHHBIN NpoLece 3aBepuIacTcsl IPUBEACHUEM HHULIUATUB
Ou3HEecC-eIMHUIIBI B COOTBETCTBUE C LEJIMH, MOKa3aTelsiMU U 3agauami. [lo 3aBepiieHnn ceMuHapa Tom-
MEHEIKEPHI TOJDKHBI 0JJOOPUTH TUIaH peaM3alliy MPOTPaMMBI TI0 HH()OPMHUPOBAHUIO COTPYAHHUKOB, WH-
terpupoBats CCII B 00mIyr0 KOHIETIHIO MEHEIKMEHTAa KOMITAHHUH U pa3padboTarts MH()OPMAITOHHYIO
cucremy 1t nogaepxku CCII.

3aganue 10. 3aBepuieHne MJIaHA peau3aluu

Jlis Toro 4toObl cOaJlaHCHpOBaHHAS CHUCTEMa TOKasaTelicll Hadala co3JaBaTh I[CHHOCTh, OHA
JIOJDKHA OBITh MHTETPUPOBAHA B CUCTEMY MEHEPKMECHTA OpTaHu3aiui. Mbl PEKOMEHYEM CJIENaTh 3TO B
teueHue 60 nuer. EcTecTBeHHO, HEOOXOAMMO pa3pabOTaTh COOTBETCTBYIOIIMM rpaduK, HO caMyrO IICH-
Hyr0 uHpopmanuo, coaepxaniyrocs B CCII, crieayeT ncmob30BaTh B MPOIECCe MEHEDKMEHTA He3aMe/ -
JTUTENbHO. B urore MH(OPMAIMOHHBIE CHCTEMBI TTIOMOTYT JIMKBHJIUPOBATh BO3MOYKHOE OTCTaBAHHE TPO-
mecca.

rPA®UK PEAITUSALNU NNAHA

Tunu4HBINA pa3BOPAYUBAIOIIMICS TPOSKT CO3IaHMs COATAHCHPOBAHHON CHCTEMBI MOKa3aTese (cM.
puc. [1.2) nmures 16 Henens. OueBumHO, 4TO HEe Bee Bpems 3ausaTo cocraBieruem CCII. I'padpuk B 60Jib-
LIOM CTENEHU 3aBUCHUT OT HAJIM4MsI CBOOOJIHOTO BPEMEHH Y TOII-MEHEIKEPOB ISl HHTEPBbIO, CEMHUHAPOB
U cOoBeUIaHWi moArpymi. B Tom ciydae, ecnu OHM JOCTYHHBI, YTO Yalle BCEr0 MPOCTO HEPEAJbHO, TO
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pacmcaHne MOXeT OBITh O4eHb CKaTbiM. [IpemmymecTBo 16-HenenbHOTO TMeproa BHITIOIHEHHS ATON
paboTHI 3aKITIOYACTCS B TOM, YTO MEXK/Y 3allJIaHUPOBAHHBIMH HHTEPBBIO, COBEIIAHUSAMH H CEMUHAPAMH Y
MEHEeIDKEepOB emie ocraercs Bpems Ha ooxymbiBanue CCII, crparernu, nHGOOPMAMOHHBIX CHCTEM H, UTO
camoe IJIaBHOE, Ha IMPOIIECC MEHEIKMEHTA.

Hegens 112 |3 (4|56 (7|8 (9 |10]21)12(13]|14| 15|14

MeponpuaTun

|. Mporparma coznanmnn
CMCTEHBI NOKazaTenei

1. BblOpaTh 0praHU3auuoHHY0 Mnau npoexra
eaUHULY

2. YCTAHOBWTL B3aWMOCEAL
Hexay buzHec-eJMHHLIEA
W Kopnopauuei

Il. OnpepeneHue CTpaTErMYECKH R

,, Hutepebio
uenen

3. MNepebiit Typ cobecenoBaHui Cewmunap Hoil
4. Hroroean koHepeHumua

5. CeruHap Ton-HeHemKepoB:
nepecid payHm,

lll. Beibop cTpaTeryyeckux
nokazarenei I'Iu,u,lrpynnlm

—*

6. CopewaHua noarpynn Cennnap He2

7. CeruHap Ton-HeHemKepoe:
BTOPON payHg

45U £ LN UL E T PaszsepTbiEaerblil nNaH
peanuzaumnu I i AP
8. PazpaboTka nnaHa Cemunap He3
peanHiauuH

9. CeruHap Ton-HeHeKepoB:
TPeTHR payHa

10. 3apepweHue nnaHa
peanuzaumm

pucyHok I1.2. Tunuunblii rpagux pazpadorku CCII

VYuactue apxuTekropa (MM BHEIIHEr0 KOHCYJIbTaHTa) OCOOCHHO aKTHBHO B TCUCHHE MEPBBIX LIEC-
TH HEeJeNb, 0COOEHHO KOTZa MPOBOAMUTCA MEPBBIM ceMuHap. Bo BTopoil mosoBuHE cpoka KOMaHIa TOM-
MEHeIKepoB paboTaeT Oojiee MHTEHCHBHO, W MOCTENCHHO OHU IOJHOCTHIO NMPUHUMAIOT Ha ceds OT-
BeTcTBEHHOCTH 3a pa3paboTky CCII u, cOOTBETCTBEHHO, CTpaTeTHH, a POJb APXUTEKTOpPa CTAaHOBHUTCS
BCIIOMOTaTENbHOM, OPTaHU3AUOHHOM.

OToT TpaduK MmpeanoaaraeT, 4To NoapaseieHne yxKe pa3padboTalio CTPAaTeruio U MPOBEI0 MapKe-
TUHTOBOE HCCIICOBAHKUE, KOTOPOE KapAWHAJIbHBIM 00pa3oM IMOBIMSET HA PEIICHUS O BHIOOpPE LIENEBBIX
CETMEHTOB PBIHKA U MPEAJIOKEHUN NOTpeOUTENbHON LeHHOCTU. Ecin e HeoOX0auMo MpoBeCTH cTpa-
TErMYECKUN aHaJM3 CBOEH OTPAaCiH, YTOOBI ClIEiaTh OKOHYATEIbHBIN BEIOOD PBIHKA, IPOAYKTOB U TEXHO-
JIOTUH, ¥ JOTIOJIHUTEIbHOE MAapKETUHIOBOE HCCIIEI0BAaHHE, TO MPOLIECC, PA3yMEETCs, 3aTIHETCS.

[Tpu cocraBnennu rpaduka MEHEIKEPHI BBICIIETO M CPETHETO 3BEHA BBIPAOATHIBAIOT 00IIee BUIE-
HHE U MOAXOJ K MEPEBOAY CTPAaTETnu B KOHKPETHbIE LEIH U 33Ja4H YETHIPEX COCTABIIIIOIINX, COTIACO-
BbiBalOT MaH BHeapeHus: CCII u noOuBaroTCsi MOHUMAHUS TOTO, YTO MPOLIECC MEHEIKMEHTA LETUKOM
HU3MEHUTCA.
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3AKIIOYEHUE

Hanr ombIT CBUACTENBCTBYET, UTO MEpBasi COATaHCHPOBAHHAS CHUCTEMA ITOKa3areed KOMIIaHUU MO-
XeT ObITh co3mana 3a 16 Hemenb. C 3TOr0 MOMEHTA OpTaHW3allMs HAYMHACT JIBUTAThCS K BHEIPCHUIO
CCII, xoTopasi cTaHET KpaeyroJbHEIM KaMHEM BCETO IPOIlecca MEHEIKMEHTa, YTO OMKMCAaHO BO BTOPOH
YaCTU KHHTH.

NMPUMEYAHUA

1 31i mocTHL B pa3sHBIX KOMIIAHHSX HA3BIBAKOTCS II0-PA3HOMY: HAIIPUMep, BHLE-IIPE3MLCHT [0 VIYYIICHHIO KauecTBa 1 3 dek-
TUBHOCTH, BHUIUE-TIPE3UJEHT MO TapaHTUU KayecTBa, BUIIE-TIPE3UJEHT MO HEMPEpPHIBHOMY COBEPIUICHCTBOBAHUIO, BHIlE-
MIPE3UICHT 0 NepecTPOoKe OU3HEC-TTPOLIECCOB U T. 1.

2B clierka ympoIeHHOM BHIE MbI MOXXEM TIPUBECTH IPUMEPHI JIBYX THIIOB (DMHAHCOBBIX JUPEKTOPOB: OIMH BUIUT CeOS areH-
TOM M3MEHEHUH B KoMIaHuu. OH MOHHUMAET, YTO B COBPEMEHHOW KOHKYPEHTHOH cpejie HEBO3MOXKHO YIIPABJIATh OpraHu3alu-
€ii, OCHOBBIBAsCh TOJBKO Ha ()MHAHCOBBIX MMOKA3aTEJIIX MPOIIEAIIEro nepuona. VIMEeHHO MOATOMY OHH CTPEMSITCS UCTIOJNb-
30BaTh BCE MMEIOIIMECS CPEICTBA — COOpP JAaHHBIX, HHOOPMAIMOHHBIC CHCTEMBI, ayTUT — JIJIs1 pa3pa0OTKU U BHEPESHUS HO-
BBIX CHCTEM MOKa3aTesel Ui OICHKH JESATEIbHOCTH, HOBBIX WH(GOPMAIMOHHBIX U KOHTPOIUPYIOUIMX cucTeM. DUHAHCOBBIM
JIUPEKTOP TAKOTO TUIIA MOXKET BBIMOJIHATH (PYHKIIUH apXUTEKTOpa. BTOpOi THUI (PMHAHCOBOTO TOM-MEHE/PKepa OYCHb PEBHUBO
XPaHWUT TPAJMIMUA M CUUTAET, YTO, €CITH K MPO3PAUYHON CHCTEME OTYETHOCTH, OCHOBaHHOW Ha 1udpax (00beKTHBHON HH(OP-
MaIuu), 100aBUTh «MSTKHE» He(hUHAHCOBBIE, 00Jce CyObEKTHBHBIE MOKA3ATEIH, 3TO IMOJOPBET NECATHICTUSIMU CKJIa bIBaB-
LIYIOCsl CUCTEMY (PUHAHCOBOT'O KOHTPOJS M oT4eTHOCTU. Kak mpaBuiio, GPUHAHCOBBIN JUPEKTOP TAKOT'O poja — JIMOO0 OBIBIIMIA
Oyxranrep, 6o ayautop. OUeBUIHO, YTO 3TO HEMOAXOsIIas KaHauaarypa 1 co3nanus u Buenpenus CCII u nanpHeliero
KOHTPOJIS 32 O0IIEH CUCTEeMON MEHEKMEHTA.

8 Ilnst monydenuss urpopMammu o pHHAHCOBBIX LEIX IAHHOTO GM3HEC-TIONPA3NCICHHS HEOOXOLMMO IPOBECTH HHTEPBBIO
TaKkKe ¢ QUHAHCOBBIM JTUPEKTOPOM U TUPEKTOPOM I10 OIEPAIIHSIM.
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