
HHIO neperpy3KH MeHe.IVKepa .n:eTaJJ.!IMH H 06ecne"fKBaJOI11He ~UJHH ofoop 

npo6neMHOH o6nacrn . .neueJibHOCTb KOHl{eHTpHpyeTC.!I Ha peweHKH BaJfC

uelhuHX 3a;J.alf, B pe3yJlbTaTe nOJIBn.!leTC.!I B03MO)l(HOCTb a.eneHanpasneHHO

ro YMeHbllleHH.!I 3aTpaT Ha OCTaJThHbie ccpep1>1. 

llinepaTypa: 

1. 6y3yKoea, E.A.AHam13 accopn1MeHTa H cTa6HJlbHOCTH rrpo.n:aJfC c HC-

11onr,3oaaH11eM ABC-amurn3a u XYZ-aHanH3a I E.A. £YJy1<osa II [3neK
TJlOHHbIH pecypc]. - 2006. - Pe)l(HM .n:ocryna : http:/lwww.twirpx. 
com/file/598666. - ,naTa .n:ocTyna : 01.05.2013. 

A.B. ll/y6una 
KupoecKuu cjJWluall OAO «Pocme;zeKOM» 

(PoccuucKaJL <J>eoepatfUR, Kupoe) 

TEJIEMAPKETIIHI' - 3<1><1>EKTIIBHl>IH CIIOC0:6 IIPOMJKII 
TOBAPOB II YCJIYr 

E>KeJJ,HeBHO Ha qeJ'IOBetca o6pyumsaeTC.!I OrpOMHbIB OOTOK HHCpopMa

UllH, B np1rnne'4b BHHMaHHe noTeHUHa.JlbHOro noKynaTeJI.!1 OlJeHb nenpOCTO. 

CnaM, pe1CJ1aMH1>1e Mo.n:ynn s cpe.n:cTBax MaccosoH HH<t>opMaUHH, peKJiaMa 

no renes11.n:eHHIO H pa.n:Ho - Bee 3TO TOJTbKO ycJTO)l(ffj[eT Bbl60p TOBapa HJTH 

ycnyrn, oco6eHHO 3TO tcacaeTC.!I Dp0.ll.3)1(H TeXRH"fecKH-CJTO)KHbIX TeJieKOM

.!l.YJUlKaQHOHHbIX TOBapoB H ycnyr. 

<l>HKCHpOB<UiHaJI Ten e<t>OHHaJI CBJl3b, M06HJihHaJI CB.!13b, ycnyrn no .n:oc

ryny K CeTH HHTepHeT H TeJieBH)'.leHIDI .!IBJTRJOTC.!I OCHOBHblMH TOBapHbIMH 

COCTilBJISllOll(HMH phIHKa .. Te.'leKOMMYHHKal{HOHHbIX ycrryf: ycnyrn ITO 06.Me

ey HHcpOpMal.{ReH Ha pa<!'°CTOJIHHH c HCITOJTb30Ba.HHeM cpe.n:CTB 3JieKTpOCBj[Jff 

B .!IBYXCTOpOHHeM HJIH MHOrOCTOpOHHeM pe)f(HMe [1 ]. 
3cpcpeKTRBRblM MapKeTHHfOBbIM HHCTpyMeHTOM .n:JijJ cospeMeHHOH Te

neKOMM)'HlfKal{HOHHOH KOMnaHHH .!IBJUllOTC.!I npO.ll:aJfCH no rene<t>ORY HJIH 

reneMapKeTHHr, KOTOpbIH rrpecne.u.yeT cne.n:yJOll(He n:enH: 

- )'BeJJHl.JeHHe a6oneHTCKOH 6a3bl OJTeM OOHCKa HOBbIX KJIHeHTOB, 

- nOBbIUJeHHe JTO.llJTbHOCTH KJIHeHTOB (onpOCbl H autcen1posaHHe), 

- npe3eHTaQH.ll HOBblX TOBapoB H ycnyr. 

TeneMaptceruHr npHH.!!TO KJiaccmjnn.{Hpoean, Ha .n:sa 6om;umx cetcTopa: 

BXO,UlllUHH (naccHBHhIH) H HCXO)'.l.llll(HH {aKTHBHblH). 

Ilpw sxoJV1meM TeJJeMapKeTHHre noKynaTeJib caM 06pamaeTc.11 K npo.nas

ay. OcHOBHall 33.11:aqa BXO,WIUJ,ero reneMaptceTHHra - oKa3aHHe KoucymTa

TMBH1>1x ycnyr nOTeHQHaJibHblM H .n:eHCTB)'K>mHM a6oHeHTaM ( «rop.!!'llle JJ:H-
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HIDf») c B03MO)f(H0lf npo.u.IDKeH (Hml .u.onpo.nIDKeli) TOBapoB H ycnyr. 

3a,naqa HCXOJUIW.ero reneMapKeTRHra (aJ<THBHhIX rene<t>oHHbIX npO.U.aJK) 

- yBeJIH':iem1e ypOBHR npo.u.IDK '1epe3 npRMOH KOHTaKT c KnHeHTOM H nony

tfeIDte o6paTHOH CBH3H. 

AKTHBHbie Tene<t>oHHbJe npo.u.ru1rn HMeJOT pR.U. apeHMYW.eCTB: 

- u.eneHanpaeneuHoe o6pameHHe K noTem~HaJTl>HOMY 1<1rneHry (a He 

qepe3 CMH); 
- MOMeHTaJibHOe nonyqeHHe o6paTHOH CIHl3H H, KaK CJie)J.CTBHe, aHa

JTR3 cnpoca 11 npe,!J.JlO)f(eHHR; 

- MaKCHMaJibHO qeTJ<o onpe.u.eneHHrui l.lenesM ay.U.HTOpiu1 (6a3a AaH· 
HbIX), BCJle)J.CTBHe qero KOMnaHIDI nonyqaeT 60Jibllie 3aHHTepecoBaJUihlX 

KnHeHTOB; 

- 3KOHOMRR BpeMeHH H TpY.U.03aTpaT. 

~ cospeMeHHOH TeJTeKOMM)'lrnKal..{HOHHOH KOMilaHHH aKTHBHhlH Te
JieMapKeTHHr - 3TO HCilOJlb30BaHHe co6cTseHHb!X HHCTpyMeHTOB H pecyp

COB (call-u.euTp, o6yqeHH&Ie onepaTop&I, Hapa6oTaHHbie cu.eHapHH) .nm 

npo.u.IDKH CBOHX TOBapoB H ycnyr. 

B HeKorop&IX cnyqasix TeJiecpoHH1>1e 3BOHKH MOryT Bhl3BaTb HeraTHBHYJO pe
aK!UilO y IlOTeHnHaJTbHblX KJIHeHTOB, 003TOMY 6e3 KBaJill<l>HnHPOBaHHOT'O nep
COHana pe3YJihTaTbl TeJieMapKeTHHra MOryT He OllpaB.lJ.aTb O)f(H.lJ.aHHH. K co
TPY.mnn<aM, KOTOpb1e npHBJieKaIOTCR K TeneMapKerHHry, .ll.OJDKHhr npe.1tMIBJU1Tb· 

CR oco6b1e TpOOoeruIRR: OT YMefflijl eeCTH pa3rosop 11 BbUIBJU!Tb n0Tpe6HOC'Ill 

KJIHeHTOB, 3MOUHOHaJibHOCTH npH rrpe3eHTanHH, Be)f(JTHBOCTH H co6cmeHHoA' 

KOMileTe!ITHOCTH 3aBHCHT 3<U!HTepeCOBaHHOCTb KJTHeHTa B npe)J.JIO:lKemrn [2]. 
He.n.ocTaTKOM TeneMapKenrnra TaJOKe RBMeTCH TOT <f>aKT, tITO He scer.11a 

y.o.aeTcR .0.03BOHHT&C.si .n.o noTeHI~Ham,ttoro KnHeHTa. KpoMe Toro, npH Ta· 

KOM 811)1.e rrpO.!J.IDK yseJIHtfHBaeTC.s! sepORTHOCTb OTI<a3a OT npe,llJIO:lKeHHll. 

Ecnu roeop11Tb o rrpO,llIDKax TeJieKOMMYHHKau11ottHbIX ycnyr, TO cyme

CTBeHHl>IM He,ll.OCTaTKOM HCXO.!J.RUJ;ero TeJieMapKenrnra MO)f(HO Ct:IHTaTI. 

CJIO)f(HOCTb rrpe3eHTal.J.Hl1 ycnyr11, Koropy!O 'lenoseK He e11.o.en (s <JacrHo

cn1, UH<t>posoro HHTepaKTHBHoro TeJteBH.lJ.emu1). 

KaK MbI y:lKe rosopn:m1, ocHOBHa.si 3a,na"la, 1<0Topa.si pernaeTCJI nocpe.ncr

BOM reneMapKenrnra - ysem1qeHHe npo.u.IDK. Ha p11cytt1<e npe.u.craeneHbl 

.u.aHHbie no .n:one npo.u.IDK qepe3 KaHan TeneMapKeTHHra s K11poec1<0M q>H

JIHane OAO «PocTeneKOM» e 2012 ro.u.y. KaK BH.ll.HM 113 p11cyH1<a, fIJIT}'IO 

)J.OJIIO ecex npo.n:a>K COCTaBJI.s!eT aKTHBHbIH TeJieMapKeTHHf, 'ITO roBOpHr o6 
34><f>eKnlBHOCTH .u.aHHOro Kattana HapRAY c npO.lJ.IDKaMH qepe3 naCCHBHbIX 

npo.u.asu.oB B TO'IKax KOMnaHHH, aKTHBHb!X areHTOB " )J.HJiepos. 
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OC'TarbHb1e 
KaHalbl npOAaJK 

60% 

TeneMapKeTMHr 
20% 

C1'p}'KTypa KaHanoe npo.nIDK 

11raK, aKTHBHbIH TeneMap1<enrnr - JTO JtP<i>eKT1tBHbIH HHCTPYMeHT .n.rur 
yseirnqemur npo,n:Cl)l( H nonyqeHIDI eeo6xo.nHMof1 HH¢opMau1rn, OH no3Bo
JJRer 3KOHOMHTb spewi: H ,n:eHbrH. B HaCToHw.ee speMH pbIHOK TeneMapKe
nrnra B Pocc~rn: HaXO,IJ.HTc;SI Ha CTa,IJ.HH cpopMHpoBaHHH, Il03TOMY ,llaHHbIR 
KaHan npO,ll.IDK Heo6xo.n.HMO aKTHBHO pa.3BHB3Tb. 

Jhneparypa: 
1. flpoc1<ypa, )J,.B. Oco6eHHocTH cpopMHposaemr HH¢opMaQHOHHoro 

npocrpaHCTBa B pernoHax Pocclra qepe3 pacnpoC1'paHeHHe Tene1<0MMYffH
KaitHOHHhIX ycnyr I )J,.B. IlpocK)'pa // Teopasr 11 npaI<THI<a o6w.ecTBeHnoro 
pa3BHTl1SI . - 2012. - N!!5. 

2. OnepaTop call-ueHTpa: OT HaHMa .n.o ysoJibHeHHR [3neKTpoHHhlH pe
cypc]. - Pe)!{HM .n.oczyna: http://www.callcenter.telecontact.ru/. 

H.B. Ru,eou11 
YO «SenopyccKuu mopweo-3KOHOMu11ecKuii yuueepcumem 

nompe6umenbCKoii Koonepal,/UU>> 
(Pecny6RuKa Sellapycb, I'oMenb) 

CTPATErlJllECKOEIIJIAHHPOBAHHE 
HHTEPHAQHOHAJIH3~H B BLICillEM 06PA30BAHHH 

B HacTo.suuee speMJI HHTepHau,HoHaJIH3au,»oHHbte npoueccbr s ,neHTe11b
HOCT11 yqpe)l(.lleHHH Bb!Clllero o6pa.3oBaHHH HBJIHJOTCSI O,l\HHM H3 BIDKHblX 
npo.11eJJeHRH HX KOHI<ypeHTOCnoco6HOCTH. 3To o6ycJIOBJIHBaeTCH 6bICTpLIM 
pa3Bl1THeM rrp01-1ecca rno6an113au,Hlf H pacnpoc1'paHemteM ee BJIHJIHHH B 
TOM l!HCJJe 11 Ha ccjlepy BblCUiero o6pa30BaHH.11. 11HTepHaIJ.HOHaJIH3fill,IDO 
MOlKHO onpe.n.eJTHTb KaK opHeHTal.UilO yqpe)f(,D;eHHH BbICWero o6pa3oBaHHJI 
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