
nOllJJbHOCTblO c nOMOJ..O.blO cpopMHp0BaJU111 nporpaMMbl JlOJIJlhHOCTH, KOTO
pi.IB BKJJIO\{aeT c11e,1zy10m11.e :nam.1: 

I. <I>opMynHpOBKa ueneH nporpaMMh[ J[OJIJlbHOCTH noTpe6HTeJieH; 
2. AHa.IJH3 co6cTBeHHhJX B03MO)!(HOCTeH no noBhlllleHJUO JIOJIJrhHOCTH 

norpe6Jneneif; 
3. AHaJIH3 B03MO)!(HOCTeH KOHKypeHTOB no nOBblllJeHHIO JIO.!IJlbHOCTH 

norpefoneneli; 
4. Pa3pa60TKa nporpaMMhl JIOJIJrhHOCTH no rpynnaM no-rpe60reneH; 
5. Onpe,neneH11.e 610,LOKeTa nporpaMMhl JIOJIJibHOCTH; 
6. Pa3pa6oTKa cueHapHH pea.rnt3a.QHH nporpaMMhI JrOJIJibHOCTH; 
7. KoHTpo!lb nonyl.JeHHhlX pe3ynhTaTOB no nos1>1meHmo JIOMhHOCTH 

norpefoneneH; 
8. KoppeKTHpDBKa MexaHH3MOB ynpasnemu1 noanhHOCTl>IO no-rpe6wreneu. 
HcnoJib30BaHHe ape,1J.11araeMoro no,nxo,na B MapKeTHHroson )J.eJITeJibHO

CTH npeJJ,nplUITHJI n03BOJIHT MapKeTOJioraM nnaHOMepHO <t>opMHpOBaTb JIO
llJihHOCTb noTpe6HTeJieH, CBOeBpeMeHHO KORTpOnHpoBaTb H KOppeKTHpo
BaTb nonyqaeMbie pe3yJIE.TaTb1. 

YnpasneHHe noTpe6HTenbcKoH noJ1JihHOCTb10 cnoco6cTByeT ycTaHoB
neHlfJO B3aHMOBblrQ)J.HbIX, )J.OJirocpol.JHblX OTHOlIIeHJfH c noTpe6ineneM, 
yaerrlf'!eHHIO cpHHaHCOBbJX pe3yJJbTaTOB npe)J.npHJITHJI H nonyqemuo KOH
JcypeHTHblX npeHMymecTB. 

flHTeparypa: 
L AaKep, ,[(. A. Co3)J.attue CHJJhHbIX 6peHJJ.OB I ,[(.A. AaKep. - MocKBa: 

H3.11.arenbCKHH ,[(OM rpe6eHH.HKOBa, 2003. -340 c. 
2. Griffin, Jill. Customer Loyalty: How to Earn It, How Jo Keep It I Jill Grif

fin. - Seattle, Washington, United States, by Jossey-Bass Inc., 2002. - 272 c. 

A. c CMOJUIZQ 

YO «EeRopyccKuu 20cyoapcmeeHHbZU 3KOHOMu'leCKuu yHueepcumem» 

(Pecny6J1uKa Se!lapycb, MuHcK) 

OD;EHKA IIPD6hIJlhHOCTH 3BEHhEB U:EIIH IIOCT ABOK 
CTPODTEJILHhIX MA TEPHAJIOB, OCYmECTBIDIIOinHX 

JIOrHCTH11ECKHH CEPBHC 

KoMnneKcHoe o6cny)!(HBaHHe yqacTHHKOB norncTH'-1ecKoro npou.ecca 
npe;zycMaTpHBaeT CHCTeMY ynpasneHHJI B3aHMOOTHOlIIeHHJIMH c l<JIHeHTaMH 
(oKa3aHHe )J.H3aHHepCKHX ycnyr, npHeM H cpopMHpOBaHHe 3aKa30B, CHCTeMy 
MeponpHSITHH no y,nep)!(aHHlO KJlHeHTOB H IlOJI)'l.feHHIO HOBblX 3aKa30B), 
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conpOBO)f()l.emu1 npOA}'KQl•UI ( <t>opMHpoaairn:e nOCTaBff'IHbIX 11 TeXHOJIOrH

'ieCKHX KOMnJieKTOB, C03AaHHe cneQHailbHbIX KOHTeHHepoa " nOMOHOB, 

nOCTaBKa MaTepHa.rIOB B CTporoif YBR3Ke c TeXHOJJOrHeH ClpOHTeJibHO

MOHTrut<HbIX pa6oT, aBTOMaTIBaQHH CHCTeMbl J<OMnneKTaQHH rpy30B, o6ec

neqeHH$1 MOHTIDI<a c KOJiec), cpHHaHCOBO-Kpe).J.H'THblM 06cJiy:>i01Bam1eM (on

THMH3ai.tmr <f>opM onnaTbl H Kpe,nHTOBaHH$1, anam1poaaH11e Tap11<f>os Ha no
rHCTH'ieCKHe ycnyrn (JIY) , ynnaTa c6opoB, nownHH, TaMO)KeHHbIX cpop

Ma.ribHOCTeii, perymtpoBaHHe CHCTeMbl paC'leTOB c npoeaii.n.epaMH JIY) . 
.lVtJI onpe)J.eJieHm! BJIIDIHHR norHCTH'leCKoro cepBHCa (JlC) Ha 06'beM 

npH6bIJIH OT pea.nH3aQHH CTpOHTeJibHb!X MaTepHanOB npoae.n.eM ;J.eTaJibHYIO 

OQeHJ<y o6~eH npH6bUJbHOCTH peaJ!Jf3aQHH CTpOHTeJJbHbfX MaTepHanOB B 

pa3pe3e J<aHaJIOB pacnpe)J.eJieHJ.rn fl p ean (1 ), B OT)J.e,'lbHOM KaHaJie pacnpe.Qe-

JieHWI fl "P (2), a pa3pe3e KnHeHTOB II "11 (3), KOHKpeTHoro 3a.Ka3a II 10 ,, (4). 

fl pean =II "Pi + IIKP! + ... + IIKP.' (1) 

r.u.e n "P1 ' II !<p, ' ••• , n xp. - npH6bIJLb, norry'-leHHM OT peanH3aQl!H CTpo

MTeJlbHbIX MaTepManOB B 1, 2, . .. , n KaHane. 

n ,.p =fl""' +fl.,, , + ... +II Kn,., (2) 

r;J.e fl . , fl , .. ., fl - np!i6h1Jlb, nony'leHHM OT peaJIH3aUHH CTp0-
"'71 K112 K.11 n 

HTeJibHbfX MaTepHaJIOB OT 1, 2, . . ., n KnHeHTa. 

fl 1<1 = fl •a•·, + fl 101( , + ... + n •a><. ' (3) 

r.n.e II ,o .. , ' n Jo•·, , ... , fl ,o··· - np116bIJLb, nony'-!eHHM OT BbffiOJIHeHJUI 1, 

2, ... , D 3aKa3a. 

fl 'a" = fl c. .. + II_,y ' (4) 

r.n.e II c.,, - np116b1J1 b, nonyt1ettHM OT pean113aQMH CTpOMTeJibHbIX MaTe-

PHaJIOB; II - np116r,rnb, nony'leHHM OT 0Ka3amu1 JlY. 
·'Y 

Bcne.n.cTBHe oco6eHHOCTeii oT,neno'IHbrx H o6nHQOBO'-IHblX MaTepwaJioB, 

OOCTaBKa ocy~eCTBJISleTCSl npeMM~eCTBeHHO MaJlblMH na]YfmlMl1 V1;~
0

" 

w1-1p0Koro accopT11MeHTa, '-ITO tterannrno anm1eT tta ypoaeHh 3anacoa ro

Toaoi1 npo.n.yKQ1-n1 B <f>aKTM'-leCKHX oTnycKHbIX ueHax (a 2012 r . Ha 

OAO <<l>epe3acTpoiiMaTep1-rnnhI» cocrna1111 92,4 .nHeH, Ha OAO <<l<epaMHH» 

- 116,6 )J.H$1 npoTHB 56, 1 .ntteit Ha npe.11.npwsiT11six M11ttcTpoi1apxmeKrypE>1}. 

Ope,nnaraeTCSI npoBeCTH rpa)J.aQHfO napTHi1 B 3aBHCHMOCTH OT 06beMa 3a-

Ka33 CTpOMTeJlhHbrX MaTepHaJIOB: npH <f>aKTHCJecKOM 33Ka3e V,!:""' B pa3-
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t.tepe, npeabrwaiomeM ycTattoaneHHhrH o6beM napTHH npe.nocTaBJUlTF> no

tpe6HTenllM onpe.D.eneHHhIB nepet.teHb JIY 3a C'IeT npoH3BO.D.HTemr, a npH 

3al<a3C B o6beMe MeHbllleM ycTaHOBneHHOR napTHH v,::u JIY 6y.D.yr npe

)lOCTaBlllr bcl! no )l(eJiaHJno 1<m1eHTa 3a caol1 ct.teT. Pact.teT <l>aKTHtJec1<oit 

rrp1t6b1.JHI OT peaJIH3filJ,HH KpYilHOH napTHH C'IpOHTeJibHblX MaTepHaJIOB 

ocymecTBJJlleTC.ll no <t>opM)'ne (5). 
ll't;""' = n:; * v;!:';·'", (5) 

n 1.e nt.:•·m - <t>a1<n1.t.tec1<rui npH6hmh OT peanH3filJ.HH 1<pynHoR napnm 

crpo11Ten bHbIX MaTep11anoa; V;!;;""' - cpaKTR'Iec1mJ,J o6'beM 3aKa3a KmreHTa. 

,l.(rrll cpe.D.HHX H KpynHblX 3aKa3tfHKOB npoH3BO.D.HTem, npe.D.OCTaBHT JIY 
33 C'leT CH11)1(eHH.ll <t>aKTH'IeCKOH npH6bJJIH OT peanH3aI(HH C'IpOHTeJibHblX 

MaTepllanOB c }"JeTOM JlY n "'""" (6), TeM Ca.MhlM, CHH)l(aR peHra6eJihHOCTb ,,. .. 
IlpO)laJK CTp011Te,1bHblX MaTepHanOB c y1.1eTOM 0Ka3bIBaeMblX JIY. 3KOHO

MR'ICCKHH Jcf><t>eKT B .naHHOM CJI}"Jae .D.OCTHraeTC.ll 3a C'IeT yaenlft{eHHJI K0-

3!\xtlHUHeHTa 06 opaq11aaeMOCTH o6opOTHbIX cpe.D.CTB npe.D.IlpIDITHJI M<. H, 

k8K cne)l.CTBHe, B03pocweli C)'MMapHOH npH6bJJIH npe.D.£TPHllTH.ll OT peaJTH

~lilf KpynHblX 3al<a30BW,.,, (7). 

[[ ""'""' n ""'""' c pttvt = CM - ~ ' (6) 

r.ne c - ce6eCTOHMOCTb OKa3bIBaeMblX JIY. 
·'Y 

'f,fl = fl "'°""'* M - fl "'"" 
1\1' f'Ut.l O pcru ' 

(7) 

r.ne K'!,1-' - cj>aKTHqecKH.H K03<l>cpHUHeHT o6opa'IHBaeMocrn;_ K~aK"' -
nnaHOBblH KOJcpct>HUHeHT o6opa'IHBaeMOCTH. 

tJ.nll Memrnx 3aKa3'1HK-OB (KaK npaBHJIO, He60JibillHe CTpOl,lTeJibHble Ma

!'ll311Hb1 H cpH3H'leCKHe Jrnua) npOH3BO.D.HTeJlb npe.D.OCTaBJUleT JIY Ha nnaT

HOif OCHOBe, TeM caMbfM, yaeJUf'iHBal! peHTa6eJibHOCTb npO.ZJ.a)f( Memrnx 

napndi C'IpOJ.tTeJlbHbIX MaTepHaJJOB c yqeTOM OKa3b1.BaeMblX JIY, 3a Ct.teT 

nonyi1eKHH )l.OilOJIHHTeJibHOH rrpHfa,IJIH OT peaJJH3aU11H JIY fl ny (PeHTa-

6eJn.HOCTb OKa3blBaeMbIX JIY, Ka.I< npaBHJIO, Bb!We peHTa6eJibHOCTH npo

,113.lK CTpOHTeJibHblX MaTepHanoa) H yaeJIH'HIBal! cyMMapHylO npH6blJIH 

npe,llTlpl1JITl1ll OT peaJJH3filJ,Hlf MeJIKHX 3aKa30B 'f.[l ""' (8) . 

r.n.w. = fl •• + fl _.,.. . (8) 

06a no.D.xo.na HanpaaneH&l Ha noB&ll!IeH11e o6meli np116bIID1 npe.D.np11:

aTHJ1 n o11., (9). 

129 



fl ullv/ = r.fl •• + r.fl Mn , (9} 
TIO pe3YJII>TaTaM paC'IeTOB peHTa6eJibHOCTb peami30BaHHOH npO.D,YKJ..IHH 

npe.nnpR.ATHH, He 0Ka3bIBaJOLUHX JlY, 3a aHaJIH3HpyeMblH nepHO.lt CIDl3H· 

JJaCb Ha 0,8- 7,4 npoueHTHhlX nym<Ta («KpaCHOCeJibCKCTpOHMarepHaJibD> Ha 

6,5 npoueHTtfbIX nyHKTa, PYTI «IienopyccKHH UeMeHTHbIH 3aso.n» Ha 0,8 
npoueHTHbrX nyttKTa, TIPYTI «KpH<1esueMeHTHOIUHcpep» Ha 7,4 npo11eHT· 

HbIX nyttKTa). OAO «.Genranc» B 2012 ro.ny y.nanocb H36e)f(aTb JHa1rnTeRh· 

Horo CHIDKeHH.A peHTa6e.IThHOCTH peaJIH30BaHHOH npO.IzyKUHH (Ha 0,8 npo

QeHTHblX nyHI<Ta) 3a C'leT BHe.npeHIDI OT.lteJ!bHbIX 3JieMeHTOB JlC, 0.JU!aJCO 

.ll:aHHblH flOKa3aTeJJh 51'BJUleTC.A OTPHUaTeJibHblM B CB.A3H c OTCYTCTBHeM OT· 

pa6oTaHHoro MeXaHH3Ma ynpasJieHHJI JlC. OAO «.6epe3aCTPOHMaTepHaJJbD> 

H OAO «KepaMHH» nepBbJMH scephe3 ornecJIHCb K Reo6xo,nHMOCTH <Pop
MHpoBaRHJI CHCTeMbl JlC H B Hog6pe 2008 ro.l(a np11crymu rn K BHe.l(peHHJO 

JlC, 'ITO Il03BOJJHJIO B 2010-2012 ro.u.ax IlOBhlCl-ITb peHTa6enbHOCTb peam!· 
30BaRHOH npo.nyKUHH Ha 2,3 H 7 ,5 npou;eHTHbIX nyHKTa COOTBeTCTBeRHO. 

TaKHM o6pa3oM, pa3pa6ornntta.A MeTO.IlHKa ouettKH npHQbtnbHOCTH 3ee
HbeB uenH llOCTilBOK CTpoHTeJlbHbIX MaTepHanoB, ocy1..11eci'BJI.AI01.IlHX JIC, 
ll03BOJl.AeT oueHHTb BJJHJIHHe KOJ111qecTsa llOBTOpHblX o6pameHHH MeJJKl!MH 

3aKa3\fHKaMH H pa3Mepa napTHH 3aKYTIOK cpe,Zl.HHX H KpynHblX KJlHeHTOB H8 

npH61>m1>nocTb opraHH38IllfH, npHHHMaTb onepaTHBHhie pewemu1 no ys~ . 

n0<1emno .non0 pbIHKa H Bb1pa60TKe CTPaTerlfH cosepweHCTBOBaHID! JIC a 
3BeHb.AX uenH llOCTaBOK, HanpaBJieHHOH Ha CHIDKeHHe OTIOKa norpe6itTe· 

JieH K KOHKypHpy10m11M npe.nnpmITHllM, npHBJie':leHHe HOBblX n oeymrre

neli, CHIDKeHHe ypOBHjl oospe)!(,neRHH, noTepb H XHl..lleHHH r py30B B npo

uecce TpaHCllOpTHpOBKH, OllTHMH3aU.HJO KaHaJIOB pacnpe,neJieHH.A H pa3pa-
60TKY COBpeMeHHOH MO)teJIH .l(HCTpH6yuHH. 

O.H. <l>ypc-1'uBu11cKtu 
COOO «Mup <fJumHeca» 

(Pecny6nuKa Eenapycb, Mu11e1c) 

IJ;EHOBMI IIOJIHTHKA KAK BA)KHEHIIIHH Cl>AKTOP 
KOHKYPEHTOCIIOC06HOCTH Cl>IITHEC KJIY60B 

Uetta .JIB)JjleTCg BIDKHelimRM <t>aKTopoM KOHKypeHTocnoco6Hocrn cpe,1{11 

$HTHeC KJiy6oB, TaK KaK OT CTOHMOCTH npe.n.ocTaBJJ.A.eMbIX OCHOBHbIX H JlO

nOJIHHTeJibHblX ycnyr 3aBHCHT KOJIH':leCTBO 1<1meHTOB. KpoMe :rroro, ue11a 
3TO nOKa3aTeJib, KOTOpbIM BJil1.AeT Ha BeJIH4HHY npH6bIJIH H peHra6enLRO

CTH, a TaK )f(e Ha 3<P<t>eKTHBHOCTb <t>HHaHCOBO-X03lliiCTBeHHOi1 )lenenbHO-

130 


