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UDC 330.322.1

Identification of investment objects for the development of territorial
natural - recreational systems

Alimkhanova Roza
PhD candidate of "TURAN" university, Republic of Kazakhstan
kachirskaia35@mail.ru

Scientific adviser Zh. Altaibayeva
Candidate of Economic Sciences, Associate Professor
Pavlodar State University named after S.Toraigyrov

OnpepeneHne 06bEKTOB MHBECTUPOBAHUA ANS Pa3BUTUA
TeppuTOopHasibHbIX NPUPOAHO — PEKPEaLiMOHHbIX CUCTEM

AnuMmxaHoBa Po3a
AOKTOPaHT YHMBEpPCUTETA «TypaH»
Pecnybnuka KasaxcraH, r. AnmaTbl

HayuHbi¥ pykoBogutenb AntanbaeBa XK.
K.3.H., acCoLMMpoBaHHbIi npodeccop
MaBnoaapcKuii rocyaapCTBEHHbIM YHMBEpcuTeT nMenn C.TopalrbipoBa

Abstract. The authors defined the definition of “Territorial Natural -
Recreational System” (hereinafter TPRS) and noted the importance of this
definition for a capacious reflection of the content of the object in which economic,
economic, geographical and ecological and sociological aspects of the recreational
sphere were combined. The article formulates the author's opinion on the approach
to the definition of investment objects in the project state program for the
development of inbound and domestic tourism in the Republic of Kazakhstan for
2019-2015, and proposed to use an integrated approach to investing the
development of TPRS.

The possibilities of increasing the efficiency of attracted resources, which
opens up a comprehensive audit system as a tool for identifying investment
targets, are considered. The article notes that one of the main conditions for the
development of TPRS is to bring it into compliance with the environmental
standards of the environment, the technical standards of the infrastructure and
international standards for the quality of recreational services. The authors
presented a scheme that summarizes the objects of investment, determined by a
comprehensive audit and presents an analysis of various points of view on
environmental auditing, auditing compliance with technical standards of the
infrastructure and international standards of recreational services.

The proposed approach to the definition of investment objects on the basis
of a comprehensive audit will ensure the effectiveness of attracted resources for
the development of TPRS.

Keywords: territorial natural recreational system, development,
comprehensive audit, environmental audit, investment objects.
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AHHOTaUuA. ABTOpamMu JaHo onpepeneHme AeduHnumm
«TeppuTopuanbHass NpUMpoOAHO - pekpeaumoHHast cucteMa» (ganee TIIPC) wu
OTMEeYeHa Ba)XHOCTb 3TOro onpeaeneHus AN eMKOro OTpaXXeHUst COAepXKaHus
obbekTa B KOTOPOM COEANHWUITUCL SKOHOMUYECKME, SKOHOMUKO-reorpaduyeckme 1
3KOJIOr0-COLMONIONMYECKME  acreKkTbl  pekpeauuMoHHouW cdepbl. B ctaTthbe
chopMynMpoBaHO aBTOPCKOE MHEHMEe O MNOoAXOo4e K onpeaeneHnto obbekToB
MHBECTMPOBAHMS B NMPOEKTHON roCyAapCTBEHHOW NpOrpaMMe pas3BUTUSI BbE3AHOMO
N BHYTpeHHero Typm3aMa B Pecnybnuke KasaxctaH Ha 2019-2015 roagbl u
NPeanoXXeHO UCMONb30BaTb KOMMIEKCHbIN NOAXOA K WHBECTUPOBAHUIO Pa3BUTUS
TMNPC.

PaccMOTpeHbl BO3MOXHOCTM MOBbILEHUS 3(PEEKTUBHOCTU NpPUBEKAEMbIX
pecypcoB, KOTOpble OTKPbIBAET CUCTEMA KOMIMNIEKCHOro ayauTa B KadecTse
WHCTPYMEHTA BbiSIBNIEHUSI 06bEKTOB MHBECTUPOBaHMS. B cTaTbe OTMEYeHO, YTO
OOHUM W3 OCHOBHbIX YycnoBuW passutust TINPC sBnsieTcs npuBeaeHWe B
COOTBETCTBME C 3KOJIOMMYECKMMM HOPMaMM OKpYXKaloLEN NPUPOAHON Cpeapbl,
TEXHUYECKUMWN CTaHAApTaMM MHPPACTPYKTYPbl U MeXAyHapOAHbIMW CTaHAApTaMu
KayecTBa peKpeaunoHHbIX Yyciyr. ABTOpaMu npeacTaB/ieHa Cxema, KoTopas
obobuiaeT 06bEKTbI MHBECTUPOBAHWS, onpeaensieMble KOMMAEKCHbIM ayauToOM U
NpeacTaBneH aHanu3 pasfiMuHbIX TOYEK 3PEHMUSI Ha SKONTIOMMYECKMI ayauT, ayauT
COOTBETCTBUS TEXHUYECKMM HOPMaTUBaM WMHMPaACTPYKTYpbl U MeXAYHapOAHbIM
CTaHAapTaM peKkpeaunoHHbIX YCIyr.

MpeanoXeHHbIi NOAXOA K OMNpeaeneHnt0 06bekTOB MHBECTUPOBAHUSI Ha
OCHOBE KOMIMMEKCHOro ayauTa obecneunt 3PhEeKTUBHOCTL MpUBIEKaeMblX
pecypcos ans pa3ssutusa TIPC.

KnioueBble cnoBa: TeppuTopuanbHas  MNpUPOAHO-peKpeaLMoHHas
CUCTEMA, Pas3BUTUE, KOMMJIEKCHbIA ayauT, 3SKOMOTMYECKUA ayauT, O6bEKTbI
WHBECTUPOBAHUA.

B coBpeMeHHBIX YCIOBUAX pecypcHoe obeclieueHHE IIPOILIECCOB
MO/IEDHU3AIIM HAa OTJIEJIbHBIX MPUPOAHBIX PEKPEANMOHHBIX TEPPUTOPUAX
HEBO3MOJKHO 0e3 IpHBJIEUEeHHs HWHBeCTHIMH [1,2]. B 2To#l cBA3HM 00OCHOBAHO
MHEHHE O TOM, UYTO OJIHOM W3 33Jlau roCyZapcTBa CTaHOBUTCA (HOPMUPOBAHUE
CHUCTEMBI Me€p, CTUMYJIUPYIOIINX MpeAIPUHUMATENIEH K aKTUBHOMY Y4YacTHIO B
MHBECTUPOBAHUU ITPOEKTOB [3,4].

[Tpo6sieMa OTPaHIYEHHOCTH PECYPCOB IIPU HEOOXOIUMOCTU 3HAYUTEIBHBIX
BJIOXKEHUH B pa3BUTHE TeppUTOPUAIBHBIX MPUPOIHO-PEKPEANMOHHBIX CHCTEM
Tpebyer obecrieueHUst addexTuBHOCTH WHBECTUIIUH. [TousTue
«TeppuTopuasbHasi TPUPOIHO — pekpeanuoHHas cucrema» (nanee TIIPC),
OIpesiesIsieTCsI KaK TEePPUTOPHsA C OOraTbiM HPUPOAHBIM IOTEHIIHMATIOM JIJIA
peKpearuu JII0/Ied B COBOKYITHOCTHU € COI[UIBHO-9KOHOMUYECKUMHU IPOIIECCAMH,

MPOTEKAIOIINMY Ha Hel [5].
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AP PeKTUBHOCTH UHBECTUITUH, T10 HAIIIEMY MHEHHI0, BO MHOTOM 3aBUCUT OT
OOBEKTUBHOTO oOmpefieJieHNuss OOBEKTOB, HAa KOTOpPble OHH JIOJKHBI OBITh
HarpasjeHbl. ITUM OyZieT JOCTUTHYTO CIleylolee:

- VHBECTUI[MOHHBIE PECypchl He OYAYyT paclbUIATHCSI, a TOUYHO OyayT
HampaBJIeHbl HA Pa3BUTHE TeX 00HEKTOB, KOTOPBIE I0JKHBI 00€CIIEUUTh IIEPEXO0]],
Ha Ka4eCTBEHHO HOBBIN ypoBeHb pa3putus TIIPC;

- COKpATUTHCA I10JIe KOPPYHIIMOHHBIX UHTEPECOB;

- TOYHEe MOKHO IUTAHUPOBATh 00'heMbl MHBECTUIINH.

dxonomuyeckoe pazButue TIIPC Bo3MoxkHO 06ecrieuuTh 3(PPeKTHBHBIMU
WHBECTUITUSMH B OOBEKTHI, ONPEAEIAeMbIMI KOMILJIEKCHBIM ayINTOM B XOJE,
KOTOPOTO JUArHOCTHUPYETCS COOTBETCTBHE IIPUPOJHOU CpeAbl 3KOJIOTHYECKUM
HOpMaTuBaM, a UTHQPACTPYKTYPhI U pEKPEAIMOHHBIX YCIYT CTaHIapTaM KayecTBa.

Ilesipio McCCiIeZIOBAaHUA ABJISAETCA PACCMOTPEHNE UCIOJIb30BAHUA CHUCTEMBI
KOMIUIEKCHOTO ayAuTa B KauyecTBe WHCTPYMEHTA OIpeZeJieHNus O0BEKTOB
nHBecTupoBaHuA Jyid pa3sutus TIIPC.

TeopeTnyeckrie 1 METOA0JI0TUYECKUE ACTIEKTHI IIPUBJIEYEHU PECYPCOB I
Pa3BUTHUA TEPPUTOPUN HAIIIM IIMPOKOE OCBEIeHNE B TPYAAaX OTE€YECTBEHHBIX U
3apy0OeKHbIX y4ueHbIX. OJTHAaKO, MHOTHE BOIIPOCHI MHBECTUPOBAHUSA B Pa3BUTHE
TIIPC, yuuTsiBatomue crueruduieckre 0COOEHHOCTH, B YACTHOCTU OIIpe/leJIeHU
O0BEKTOB WHBECTUPOBAHMA, OCTAIOTCA MaJI0 HCCJIEJJIOBAHHBIMU U  cy1abo
OCBEIAI0TCSA B OTeUeCTBEHHOU 9KOHOMHUY€eCKOU JINTeparype.

Ina obecrieyeHUs] SKOHOMHYECKONW S(PGDEKTUBHOCTH WHBECTULIMH B
pazputue TIIPC HeoOXOAMMBI HOBBIE TEOPETUUYECKHE U METOAO0JIOTHYECKUE
IIO/IXO/1bl, COOTBETCTBYIOIIINIE COBPEMEHHBIM 3KOHOMUYECKUM PeaTusiM.

B 2018 roza ynossHOMO4YeHHBIN OopraH B juIe MuHUcCTepCTBa KyJIbTypbl U
cnopra PK coBmecTHO ¢ HarnoHaipbHOM kKomnanuel «Kazakh Tourism» u nmanaroit
npeAnpUHUMATENEN «ATaMeKkeH» pa3paboTajii MPOEKT TOCYAapCTBEHHOM
IIpOrpaMMBbl pa3BUTHUA Typu3Ma J0 2025 roza [6]. B aToil nporpamme pa3BuTus
BHYTPEHHETO U BHelllHero TypusMa B KaszaxcraHe, ynmop kak Ha IPHUOPUTETHBIE
IIPOEKTHI C/leJIaH Ha MHBECTUPOBaHUE OOBEKTOB, HAXOAAIIMNXCA HA YHUKAIbHBIX
IpUpOAHBIX Tepputropusax. OOBEKTHI, OIpeJleJieHHble B KauyecTBe KJII0UeBBIX
HamnpaBJeHUN Ppa3BUTUS PpEKpPeal[uOHHOM JeATeJbHOCTH, HMEIT CBOIO

VH/IMBUYJIbHOCTD, XapaKTePHbIN NOTeHI[UaJI pa3BUTHUS PhIHKA.
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K 2025 roay yBennuyeHune IIOTOKA TYPUCTOB HA TEPPUTOPUAX IIO
IIPUOPUTETHBIM IIPOEKTaM pa3BUTUA B cpeaHeM B 3,5 pasza. K peanmsanuu
IIPOTPaMMBbl TJIAHUPYETCA IPUBJIEUYb OecHpeleZIeHTHO OOJIbIINE CpeACTBA W3
peciryOJIMKaHCKOTO Y MECTHBIX OIO/KEeTOB, a TakKXKe CpeICTBAa YAaCTHBIX
WHBECTOPOB.

PekpeanyonHble DpUpPOJHBIE TEPPUTOPUH, BKJIOYEHHble B Kapty
Typuctudukanuu Kazaxcrana: o3epo AJIakojib; TOPHBIN KjacTep AJIMaTHHCKOTO
perunona (Typrenp, Yumbynak, o3epa Tabaran wu AxkOynak, bosbiroi
AnvatuHckuii Kanan); [Ilyanacko-BopoBckas KypoptHas 30Ha (KypopTHast 30Ha
«Ax Bypa», F'opHosbikHbIH KOMILIEKC "Bypabait”, Koarpecc-Xosu B . Bypabaii);
bagnaynbckasa kypoptHad 30Ha; Mmanray-Illaskapckasa KkypopTtHad 30Ha; O3epo
Basxamnr; YapbIHCKUU KaHbOH

IIpoekTom rocy/1apCTBEHHOU IIPOTPaMMBbI MIpeyCMOTPEHO
MHBECTUPOBAHNE MPUOPUTETHBIX ITPOEKTOB IO OTOOpaHHBIM 00bekTaM. OHAKO,
Ha Hall B3IJIAJ, HWHBECTUPOBAaHME B CTPOUTEJBCTBO OJHOTO OTJEJIbHOIO
TYPUCTHYECKOTO 00hEKTa HA PEKPEAIMOHHON TEPPUTOPUH O6€3 COOTBETCTBYIOIIEH
MOJIEPHU3AINYA TEXHUYECKOH WHQPPACTPYKTYPbl TEPPUTOPUHU (TPAHCIOPTHOMN
UHQPPaACTPYKTYPHI, KOMMYHAaJIbHBIX KOMMYHUKAIHH) U YJydlleHusd
BKOJIOTUUECKON 00CcTaHOBKHU OyzeT He 3(pdexkTuBHO. TypHUCTUUECKHUI TTOTOK HE
YBEJIMIUTHCS, & 3TO 3HAUUT, YTO MHBECTHIIMH He Oy/lyT UMETh IOJIOKUTETHHOTO
9KOHOMMUYECKOro adpdeKTa.

JKOHOMHUYECKOE PA3BUTHE TEPPUTOPHUATIBHBIX IPUPOIHO-PEKPEAITMOHHBIX
cucrem (mamee TIIPC) Hemb3sa paccMaTpuBaTh, TOJIBKO II0 OJHOMY U3 €ro
KOMIIOHEHTOB, IIOCKOJIbKY OHHU B3aMMO3aBUCHUMBI. TOJIBKO HX pa3BUTHE B
koMILIekce obecrieunt pazsutue TIIPC B 1esiom.

CocraBnsaromumu  komnoHeHtamu TIIPC  aBidooTca  OKpy»Kamlas
pupoAa, MHPpPACTPYKTypa TEPPUTOPUU U 3SKOHOMUYECKAA JIeATEJIbHOCTh Ha
TEPPUTOPHH, T/ie BeIyIlas POJIb OTBOAUTCSA peKpeallmoHHOMY OwusHecy. O
6s1aronosiydHoM 3KOHOMUYeckoM pasButuu TIIPC, Gyzner cBUIeTEIBCTBOBATH
COOTBETCTBHE COCTOAHUSA ee KOMIIOHEHTOB IIPUHATHIM CTaHJapTaM U HOpMaTHUBaM.
Onpenenuts coorBercTBUe KoMIOHeHTOB TIIPC cranpapramMm W HOpMaTuBaM
MO>KHO, HCII0JIb30BaB B KauecTBe HHCTPYMEeHTA INarHOCTUPOBAHN A KOMILIEKCHBIH
ayaut. Kommiekcupii ayaut TIIPC mosmkeH BKIIIOYATh: SKOJIOTUYECKUU AYUT

OKpYy:KamIlel MpUpo/bl, TEXHUUECKUN ayAuT UHQOPACTPYKTYPhl TEPPUTOPUU U
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ayJIUT KayecTBA PEKPEAIUOHHBIX YCIIYT. AYZUT, BBIABUT OOBEKTHI, KOTOPBIE
HeoOX0/IMMO TIPUBECTH B COOTBETCTBHE CO CTAaHAAPTAMU U HOPMaMHU, T.e. Te
00BEKTHI, Pa3BUTHE KOTOPBIX TPEOyeT NHBECTUPOBAHUS.

IKOJIOTUUECKUH ayIUT, KaK CAMOCTOATEIbHOE HallpaBJIeHUe 1eATETbHOCTU
B 00JIaCTH OXpaHbI OKpy:Katolel cpezipl B Peciybuke Kazaxcras, mpeycMoTpeH
HOpMaMu JIeVICTBYIOILIETO IIPUPOJ00XPAHHOTO 3aKOHO/IaTeJIbCTBA.
dxonoruueckuil kosiekc PK cozep:kuT cooTBeTcTByIOIUN paszen — [y1aBa 9
«dkosornueckuii ayaut» (craTbi 80 — 94), B KOTOPOM CBEJIEHbBI HOPMBbI,
ompezesIAIole BUAbI, YCJIOBUS, COCTaB U OCOOEHHOCTH ero npuMeHeHus [8]. s
MHOTHUX X03AHCTBYIONUX 00beKTOB KazaxcraHa, SKOJIOTUYECKUN ayAUT ABJIAETCS
HOPMOM 3aKOHA, W CHOCO0 MOATBep:kAeHUsA 3(GEKTUBHOCTU PabOTHl CHCTEM
DKOJIOTUYECKOTO  MEHE/PKMEHTa  IPUPOJOOXPAHHBIX  MEDPONPUATHH, U
MIOATBEP K/IEHE COOTBETCTBUSA TPEOOBAHUAM HAIMOHAILHOTO 3aKOHO/IATETHCTBA
[9]. Ty1aBHAA 11€/1H SKOJIOTUYECKOTO ayJIUTa — IMPEAOTBPAIlleHHe U COKpAIleHne
HEraTUBHOT'O BO3/IEUCTBUS X03AUCTBEHHOH IEATEILHOCTH HAa OKPYKAIOIIYIO CPERY
[8]. B mesom, skoJIOTUUECKU ayAUT — IMPOIECC OIEHKH COOTBETCTBUSA OOBEKTA
ayquta  TpebOBaHUAM IIPUPOJI00XPAHHOTO 3aKOHO/IaTeJIbCTBA [10].
PexpeaniioHHbIE 30HBI OTHOCATCA K O0BEKTAM DKOJIOTUUYECKOTO ayJIUTa, TaK Kak
XO3AUCTBEHHAA JeATeJbHOCTh, KOTOpasg Ha HUX OCYIIeCTBJAETCHA, OKa3bIBaeT
BJIUSIHHE Ha OKPYKaIoIIyio cpeay [11]. MeTosonornueckas 6a3a 5K0JI0THUECKOTO
ayauTa IPUMEHUTEJIbHO K Pa3JINyHbIM O0BeKTaM ayaupoBaHus B Kazaxcrane
IIpaKTUYeCKH He pa3BuTa. IIporenypa s5K0JIOrHYECKOro ayinuTa HapaboTaHa JIUIIb
JIJ1sl IPOMBIIIUIEHHBIX TPEANPUATUN. /1711 KaTeropun «Apyrux 00beKTOB», TAKHX,
HarmpuMep, Kak TeppuTopuu  (pa3jMYHOrO  I[€JIEBOTO  Ha3HA4YeHWUs),
METO/IOJIOTUYECKON 6a3bl SKOJIOTHYECKOTO ayAuTa He paspaboraHo. B
MeK/IyHapOJHOU IMPAaKTUKE HUCIOJIB3YIOT MeXAyHapoAHbIU cTtaHaapT ISO 19011
«Guidelines for quality and/or environmental management systems auditing»
(PykoBogsmue yka3aHus II0 ayJINTy CHCTEM MeEHE/KMEHTa KadecTBa U/WIn
CHCTEM SKOJIOTHYECKOTO MeHe/KMeHTa). [1o HameMy MHEHHIO, SKOJOTUYECKUN
aynuT okxpyxkamwoilei npupoast TIIPC, BbIABUT, TO, YTO HE COOTBETCTBYET
OKOJIOTHYECKUM HOpMaMm. Takke B pe3yJbTaTe 3TOTO ayJIUTa J[OJKHBI OBITH
OIleHeHbl YPOBEHD ITOKAPHOU 0€30I1aCHOCTH, OXPaHa BOJIHBIX U JIECHBIX PECYPCOB.
Ha ocHOBaHMY BBISIBJIEHHBIX SKOJIOTHYECKUM ay/IUTOM HEZIOCTATKOB MOXKHO Oy/1eT

OIIPEJIETUTH MEPOTIPUATHS M 0OBEMBI TI0 OUHCTKE OOBEKTOB IPUPOBI OT Mycopa:
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IUIACTUKA, TBEP/ABIX OTXOJIOB, IDYTHX OTXOJIOB >KU3HEJIeATEJbHOCTH YeJIOBeKa, a
TaK:Ke OYUCTUTh TEPPUTOPUU OT CyXOCTOs, 03€PaA OT UJIa U KaMmbliia. Tak:ke MOKHO
paspaboTarh Apyrue MepONPHUATUSA IIPOBeZieHNe, KOTOPHIX Oy/eT HalmpaBjIeHO Ha
COXpaHEeHHEe OJKOJIOTUUEeCKOro OasaHca TeppuUTopur (CPOKM U IOPAIOK
IIPOBEJIeHN S HKOJOTUYECKOU 9KCIEPTU3HI BO3/yXa U BOJIbI, COXpaHeHUe (JIOPHI U
daynpr.). Aprtopel Ilosaueniok E. A., 3aBanpHIOK V. B. omnpexgensior
9KOJIOTUYECKUU ayAuT TEPPUTOPUH, KaK OJHO M3 HaAMpaBJIEHUU ayAUTOPCKOTO
HAYYHO-IIPAKTUYECKOTO BHJIA JIEATEJbHOCTH, OCHOBAHHOTO Ha AaHaIU3e
KOQIATITUBHOCTH (B3aMMHOM COBMECTUMOCTH) XO3SHUCTBEHHON W IPHUPOIHOMN
MIOZICUCTEM MOCPEACTBOM KOMILJIEKCHONW T'€09KOJIOTUUYECKOU OIeHKM U aHaJIn3a
TEPPUTOPUAJTIBHON OpraHu3anuu o0beKTa ayJUupOBaHWs, HAIPaBJIEHHBIM Ha
BBIPAOOTKY MEPOIPUATHU MO YCTOMYUBOMY Pa3BUTHIO PETHOHa» [11]. YueHbIMH
BBIJIEJIAIOTCH TaKhe TOAXOAbl K 3KOJIOTUYECKOMY ayAUTy TEPPUTOPUU, KakK
CUCTEMHO-CUHEPTeTHUECKUM,  JIaHAIMAadTHBIA,  T'€03KOJOTUUYECKUH. Onu
YYUTHIBAIOT: KOAQJANTUBHOCTh XO3fANCTBEHHOU U MPUPOJHOU IOACUCTEM
TEpPUTOPUN, DPUHIUIBI COBMECTUMOCTH; CHUCTEMHOCTH, OTpPAaHUYEHU
(HOpMaTHBHO-3aKOHO/IaTe/IbHbIE OTPAHMYEHUS — OCHOBA COBPEMEHHOTO
IIPUPOJIONIOJIb30BAHMA); HEYCTOMUNBOCTH; BEJIYIIIETO IIPOLiecca; KyMyJIATUBHOCTH.
OcoOeHHOCTh pPEKPEAMOHHBIX TEPPUTOPUM KakK OOBEKTOB 3KOJOTUUYECKOTO
ayJiuTa fIBJAeTCA TO, YTO IIOMUMO BO3/IeHCTBUA PEKpealliOHHOU TEPPUTOPUH Ha
OKPYKaIIyI0 cpefly, UMeeT MeCTO U BO3JIeUCTBUE CpeJbl Ha PeKpealloHHYIO
TEPPUTOPHIO (KOAZaNITUBHOCTD). B cilyyae pekpeaniOHHBIX TEPPUTOPUI BMECTO
AQHTPOIIOLIEHTPUYECKONM TO3ULIMK Ha NepBbIM IUIAaH BBIHOCUTCA OlleHKa
BKOJIOTUYECKUX aCIeKTOB PEKPealluOHHON TEPPUTOPUH C IIO3UITUU OKpY»Kalolen
IIPUPOHON cpefibl, HAHOCUMOTO €l yIiepba.

IIpoBesieHre TeXHUYECKOTO ayAuTa HWHQPACTPYKTYphl, II0 HAIIeMy
MHEHHWI0, TII03BOJIUT BBIABUTH HecoOoTBeTcTBUe UHPpacTpykrypsl TIIPC
TeXHUUEeCKUM CTaHZapTaM: KauecTBa /OpOT; OpraHU3alu{d TPAHCHOPTHBIX
[IACCAKUPCKUX MAapIIPYTOB JIJIsl HAaceJeHUsA U PeKPeaHTOB; 3(P(PeKTUBHOCTH U
O6e3omacHOCTH  paboOTBhl  CHUCTEM  BOJIOCHAOXKEHWS, SHeprocHabKeHus
TeIIOCHAOKeH! A, KaHAIN3alNU U KOMMYHIbHBIX CIIYKO.

Ha ocHOBaHUY BBIABJIEHHBIX HEJOCTATKOB TEXHUUECKUM ayAUTOM, MOKHO
Oyzmer ompenenuTh OOBEKThl WHOMPACTPYKTYPHI, KOTOPBIE HYKHO IOCTPOUTb,

MOAEPHU3UPOBATh, KAIIUTAJIbHO OTPEMOHTHUPOBATD.
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TexHuyeckuit ayJIUT WHXKEHEPHBIX CeTel BKJIIOYAET: HKCIEPTUBY
SKCIUIyaTallTHOHHOM ¥ TEXHUYECKOW JIOKYMEHTAIlMd Ha OObeKTe; aHaIu3
COCTOSTHUSI HMH)KEHEPHBIX CHCTEM OOBEKTa, OCHOBAHHBI Ha pe3yJbTaTax
TeXHUYECKUX UCIIBITAHUH, IPOBEZIEHHBIX HA MECTE; ITPOBEPKY PAOOTOCIIOCOOHOCTH
MpubOpPOB yueTa; IPOBEPKY COOTBETCTBUS JOKYMEHTAIMU TpPeOOBaHUAM
3aKOHOJIaTEJIbCTBA, HOpMaM, CTaH/lapTaM, HHCTPYKIIUAM U IIpaBUJIaM B 00JIacTH
IIPOMBINIVIEHHOHM, OKOJOTHYECKOUW, TOXKapHOUW 0e30IMacHOCTH, a TaKKe
(bakTHUEeCKUM TIOKa3aTeJIsIM; OIEHKY SHEPro- M pecypco3aTpaT; BbIPAOOTKY
PEKOMEHIalNid 10 YCTPAHEHWI0 BbBIABJIEHHBIX HEJOCTATKOB; COCTaBJIEHUE
TEXHUYECKOTO OTYeTa W IIPE/ICTaBJIEHHE Pe3yJbTaTOB 3aKa34uHKYy; COCTABJIEHUE
IUIaHA TEXHUYECKOU MOJIEPHU3AIIUH NHKEHEPHBIX CHCTEM O0BbeKTa [12].

AyZIAT  COOTBETCTBUSA  MEXKJAYHAPOJHBIM  CTaHZApTaM  KadecTBa
PEKpPEANMOHHBIX YCIIYT, BBIABUT «y3KHE» MecTa 3TOH cdepbl AeATeTbHOCTH, a
MMEHHO: B o0eclieYeHHH PeKpearoOHHBIMU ILIOIAIKaMu; 3G (GEKTUBHOCTH U
0e30macHOCTH O0OpPYZOBaHWSA U IPUMEHSEMBIX TEXHOJIOTUH; KaJpOBOTO
IIOTEeHIAaJIA.

Ha ocHOBaHHH 3TOT0, MOKHO OIIPEIEIUTH KaKHe 00BEKThI Hy?KHO CTPOUTD,
MOJIEPHU3UPOBATH, HA KAKUX JIEJIaTh KAIIUTAJIbHBIA PEMOHT, KaKoe 000pyI0BaHUe
1 TEXHOJIOTHHU 3aKyIIaTh, KAKHE CIEIIUaINCThI HY>KHbBI U KaK HY>KHO OCYIIECTBJIATh
IIOZTOTOBKY PabOTHHKOB. Oco00e BHHMaHHE IIPH 3TOM HEOOXOAUMO YIEJUTh
PACIIMPEHHIO CIIEKTPA PEKPEearMOHHBIX YCIYT Ha OCHOBE BBOJA COBPEMEHHBIX
PEKpeanuoHHbIX HPOAYKTOB. HOBbIE peKpealnoOHHBbIE YCJIYTH JIOJIKHBI OBITh
BBICOKOTEXHOJIOTHYHBIMH M HaIlpaBJIEHbI, 10 HAIIIEMy MHEHHUIO, Ha IIPEOJI0JIEHHE
CE30HHOTO XapaKTepa peKpealdid B KypOpPTHOH 30He. B  Typucrcko-
DKCKYPCHOHHOM OOCJIY;KHBAaHHM HaceJleHHsI OObEeKTaMH CTaHJapTU3aluu
SIBJITIOTCSI: peain3arysi TYPUCTCKUX M SKCKYPCHUOHHBIX YCJIYT, ITyTEIIeCTBHUS,
peKJIaMHO-UH(POPMAIIUOHHbIE  yCJIYTH, TPAHCIOPTHBIE VCJIYTH, IIUTaHUE,
KyJIbTyPHO-MAaCCOBbIEe  yCIIyTH, (UBKYJIBTYPHO-03/J0POBUTEIBHbIE H  YCJIYTH
npokuBaHus. CTaHAapThl YCTAaHABIUBAIOT 00s13aTeIbHBIE 00IIKe TPeOOBAaHUA K
TYPHUCTCKOMY OOC/TY>KMBaHHUI0, 00ecrieuynBaoIe 6€3011acHOCTb, OXPaHY 3/10POBbSI
Y JKU3HU HaceJIeHUsI, OXPaHy OKPY KaIoIel cpe/ibl, KOMILJIEKCHOCTh, TOYHOCTh U
CBOEBPEMEHHOCTD UCIIOTHEHUA. TakKe CTaHapThI COAEPKAT pEKOMEH/1aTeIbHbIE
TpeboBaHUs (Ha3HAYeHUA, KOMMDOPTHOCTH, 3CTETUUECKUE U JIP.) K BUJAAM YCJIYT,

BKJIIOUAsA ycJIoBUA obOciy:kuBaHusA. CTaHZApThl yCTAaHABJIMBAIOT 00s3aTesbHbIE

-10 -
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TpeOOBaHMS Ha KOHKPETHblE TYPUCTCKHE YCIYTH, BKJIOYAsd YCJIOBUSA
o0OCITy>KMBaHUSA, K OPTaHU3AIUN YIIPABJIEHUS MPOU3BOACTBOM, K TEXHHYECKOMY
OCHAIIEHHIO0, TEXHOJIOTUUECKUM IIPOIleccaM U MeTO/IaM, IPUMeHAEMBIM TOJIBKO Ha
JTAHHOM TIPEJIIPUATHH. YCTAaHABJINBAeMble TOCY/IAPCTBEHHBIMH CTaHAApPTaMHU
TpeOOBaHMUs, MPU3BAHBI O0OECIEUYUTH BHICOKOE KAuecTBO YCIIYT U YUIUTHIBATH
OTeUYeCTBEHHBIN U 3apyOerkHbIi onbIT [13]. [I[puMeHeHMe cTaHAAPTOB (B IEPBYIO
ouepenb, MEXAYHAPOJIHBIX) JOKHO 00ecreunTh TpeOyemMoe KayecTBO YCIIYT,
OpraHMU3aIUI0 OTJIAKEHHOTO U HENPEepPHIBHOIO TEXHOJIOTMYECKOIo Ipoliecca, a
TaKKe MMPUBOJUT K MPEO/IOJIEHNI0 TEXHUUECKUX 0aphepOB Ha BHEIIHUX PHIHKAX,
yCTAaHOBJIEHNIO 0o0Jiee BBHICOKOTO YPOBHA IIeH HAa YCJIYTH ¢ TOBBIIIAET
KOHKYPEHTOCIIOCOOHOCTH Ka3aXCTAHCKUX MPEANPUITUN HAa MUPOBOM PBIHKE.

[IpuBenenne 060bekTOB KOoMmoHeHTOB TIIPC B cooTBeTcTBHE €O
CTaHJIapTaMH ¥ HOpPMAaTHUBaMH, ITO3BOJIUT, 10 HAIlEMy MHEHHIO, MepelTH Ha
KayeCTBEHHO HOBBIM ypoBeHb paszButus TIIPC. [lna 3Toro HeOOXOAUMBI
WHBECTUITUH JIJIsI CJIETYIONTAX MEPOTIPUSATHIH:

- MPOBEJIEHHE SKOJIOTHYECKOT0, TEXHUYECKOTO ay/IuTa, a TAaKXKe ay/iuTa
KayecTBa PeKpeariOHHbBIX yCJIYT;

- OYHCTKA BOJIOEMOB, TEPPUTOPUU OT IJIACTUKOBOI'O MyCOpa, TBEPJbIX
OTXOJIOB U JPYIHUX OTXOJIOB JKU3HEJEeATEJbHOCTH YesJ0BeKa, Iapa3suTUYeCKUX
dopm 6roOpraHU3MOB;

- CTPOUTEBCTBO, U KANUTAJIBbHBIA PEMOHT JIOPOT, OPTaHU3anusa y/100HBIX
[IaCCAKUPCKUX MapIUIPYTOB;

- CTPOUTEJBCTBO,  MOJIEPHU3AIMI0 U  KalUTAIbHBIL  PEMOHT
TePPUTOPUATIBHBIX CUCTEM BO/IOCHAOXKEHUH, SHEpProcHabKeHu,
TeIUIOCHAOKeHU S, KAHAJIN3AI[UH;

- IO/ITOTOBKA PEKPEAIMOHHBIX IJIOMIA/IOK (CTPOUTEIBCTBO, MOJIEPHHU3AIHUS,
KaIllUTaJIbHBI PEMOHT);

- IOKYIIKa, MOHTa, CEPTU(UIIIPOBaHNE 000PY/IOBAHUS U TEXHOJIOTUH JIJIS
peKpearioHHOU JIeATeJIbHOCTY;

- moz100p, obyueHre pabOTHUKOB peKpealioHHOU cdepbl

- paspaborka MOOWILHON MH(POPMAIIIOHHON CUCTEMBI B PeKIMe PabOTHI
oHJIaliH 00 00BEKTAX pPeKpeary, ¢ BO3MOXKHOCThIO ODOHHPOBATh MECTa, JeIaTh

3aKa3 Ha IIUTaHue U T.A.
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[TosoxkuTENIBPHOE ayJUTOPCKOE 3aKJIOUEHHE O MPUPOJAHBIX YCJIOBUAX,
COCTOSTHUY MH(PPACTPYKTYPHI U KAUECTBE PEKPEAIIMOHHBIX YCIIYT, Oy/1eT MOIITHBIM
AMIIYyJIbCOM IPOJABHKEHUA pekpealuoHHbIX ycayr TIIPC He ToabkO Ha
BHYTPEHHEM pPbIHKE, HO U Ha BHEIIIHEM.

3axaroueHue

Takum 06pa3zom, MOKHO C/IeJIaTh CJIeIyIOIIYe BBIBO/IBI:

- NuaBectupoBanue B pasButve TIIPC Ao/mKHO OBITh KOMILJIEKCHBIM U
OXBAaTbIBaTh OKPYKAIOIIYI0 CpeZy, TEeXHUYECKyl0 U KOMMYHUKAIUOHHYIO
UHQPACTPYKTYPY TEPPUTOPUH, a TAKKE PEKPEAITMOHHYIO AeATEIbHOCTD;

- 3asiorom 3¢ PeKTUBHOCTHU NMPUBJIEKAEMBIX pecypcoB i pazButus TIIPC
SIBJIsIETCA OOBEKTUBHBINA BIOOP 0OBEKTOB MHBECTUPOBAHMUS,;

- OOBEKTUBHOCTh B OMpeieJIeHNH OOBEKTOB HWHBECTUPOBAHUS MOKET
obecrieunTh KOMILIEKCHBIN ayJIUT, KOTOPBIM BKJIIOYAET SKOJOTHUYECKUN ayauT
OKpY’Kalolllell cpefbl peKpealluOHHOU TepPUTOPUH, TEeXHUYECKUU ayauT
UH@PACTPYKTYPHI U ayJIUT COOTBETCTBUSA MEK/IYHAPOAHBIM CTaH/IAPTaM KauecTBa
peKpeannoHHbIX ycayT. Ha oCHOBaHMM HeIOCTAaTKOB, KOTOPBIE BBIABJIAIOTCA IPU
ayZuTe, MOXKHO OIPEZIeJIUTh MEPOIPUATHS, U O0BEKTHI, KOTOpble HEeOOXOAUMO
IIPUBECTH B COOTBETCTBUE CO CTaHAApPTaMU U HOPMaMHU, i AOCTUXKEHUA
KayeCcTBEHHO HOBOTO ypoBHs pa3dsutusa TIIPC.

- IlosoxuTtesibHOE ayAUTOPCKOE 3aK/JIIOUYEHHE O IPUPOJHBIX YCIOBUAX,
COCTOSTHUM WHQPACTPYKTYPhl U KauecTBe pekpeannoHHbix yciayr TIIPC, Gyner
MOIIJHBIM MMIIYJIbCOM IIPOABHKEHUA PEKPEAllMOHHBIX YCIyI He TOJIBKO Ha
BHYTPEHHEM PbIHKE, HO U HAa BHEIIIHEM.
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Abstract. The article is dedicated to a comprehensive study of the
theoretical and practical aspects of the development of an advertising campaign
for a non-food highly specialized store. As a result of the analysis of scientific
literature, the nature and objectives of an advertising campaign, the types of
advertising campaigns and the process of developing an advertising campaign are
examined. As a result, based on the analysis of the activity of the cabinet furniture
store Borus LLC, its competitive positions, as well as its promotional activities,
recommendations are developed in the form of an advertising campaign, events
and the necessary budget for its implementation for the non-food highly specialized
store under study.

Keywords: advertising campaign, advertising, marketing, furniture store,
advertising budget, specialized store.

AHHOoTauma. CraTbsl MNOCBALIEHA  KOMMMEKCHOMY  WUCCEA0BAHUIO
TEOPETUYECKUX N NPAKTUYECKMUX acNeKTOB pa3paboTkn pekniaMHOWM KaMnaHun Anst
HENpPOAOBOJIbCTBEHHOIO  Y3KOCMELManM3MpoBaHHOrO MarasuvHa. B pesynbraTe
aHanM3a Hay4yHoOW nuTepaTypbl PAacCMOTPEHbl CYLIHOCTb W 3ajayn pekTaMHOW
KaMnaHuW, BWAbl PEKNAMHbIX KaMNaHWi M Mpouecc pa3paboTkyu peknaMHOM
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KaMmnaHun. B uTore, Ha OCHOBe aHanu3a AeATEeNIbHOCTU Mara3vHa KOpMyCHOM
mebenn OO0 «Bopyc», KOHKYPEHTHbIX MO3ULNA, @ TaKXke €ero peknaMHOM
[EeSTENbHOCTM pa3pabaTbiBalOTCA pEKOMEHAaLMN B BUAE PEKNAMHOM KaMmnaHuu,
MEpOonpuUaTUA U HeobXxoaAMMOro BloKeTa ANs ee peanusauun Ans UCCieayemMoro
HEeNpPOAOBOJIbCTBEHHOIO Y3KOCMELNaNn3MpoBaHHOMO MarasvHa

KnroueBble cnoBa: peknaMHasl KaMMnaHus, pekiiaMa, MapKeTUHI, MarasuH
mebenu, peknamHbIin B10XKeT, CneumanmM3npoBaHHbI MarasuH.

Pexsama cerojiHd mpo4yHO BOIIJIa B HAILy KU3Hb. BhICKa3bIBaHUA O Hel
OYeHb IPOTUBOPEUNBBI. MHOTHX OHA pa3ApakaeT, MOABJIAACH OCPEIH JIIOOMMOM
TeJie- WU paguoIepenadn, 6pocasch B IJ1a3a MOBCIOAY — Ha YJIUIlE, B TPAHCIIOPTE,
B PA3JIMYHBIX 3aBeJIeHUX.

YcepImaTh 9To-Iu00 JIECTHOE O peKyiaMe — OoJIbIlasi PeKOCTbh, JIasKe OT
TeX, KTO B HEll paboTaeT. B 0CHOBHOM HeraTHUBHbBIE OTKJIUKH OTHOCATCS JaKe He K
camoMy aKTy CyIIIeCTBOBAaHU PEKJIAMBbI, a4 K «3aCHUJIUIO» 3TON peKJIaMOU Halllen
»ku3HHU. Ho kak 6bI MBI HE OTHOCHJINICH K 3TOMY SIBJIEHHIO, 0€3 HEero Haille 00IIeCTBO
y>Ke He MOJKET CyIIeCTBOBATh [3, C. 74].

AKTyaJIbHOCTh JIAHHOUM TeMBbl 3aKJII0YaeTcsl B BO3pacTamolled BaKHOCTU
IPaBUJIbHO pa3pabOTaHHOM  peKJIaMHONM  KaMIIaHWHM, OCHOBAaHHOM  Ha
HOTPEeOUTEIHCKOM BOCHPUATHU U KOHKYPEHTHON PBIHOYHON CUTyaluu, Kak
BaOKHEUIIeN cocTaBiAolled 3P@eKTUBHON CHCTeMbl IIPUBJIE€YeHUs BHUMAaHUA,
dopMupoBaHUs U TPO/IBUKEHU A UMUK B IJ1a3ax MOKyIaTeseil u norpeburesei
peKkJIaMupyeMoy KOMITaHUM.

MHorve pekjaMoAaTeId He YBEPEHbBl B HEOOXOJMMOCTH BJIOKEHUS
JIEHEeXKHBIX CPEJICTB U IPEAIIOYUTAIOT I0JIaraThCsi HA HEOOOCHOBAHHBIN BHIOOD
CPEJZICTB pACIPOCTPaHEHUS peKJIaMbl, pa3pabOTKH PEKJIaMHOTO OOpalieHus, u
IIPO/IBMKEHUA. B IeJIAX S5KOHOMUM peKJIaMOZaTeI YacTo He 33J[yMbIBaOTCA 00
3(pPEeKTUBHOCTU PEKIaMbl U UMU/IPKE UX (GUPMBI, IIOCJIE Pa3MellleHUs CO3/JaHHOU
o00HBIM 00pPa30M peKJIaMbl.

Cy1iecTByeT AO0CTaTOYHOE KOJIMY€eCTBO OIIpe/iesIeHUH MOHATUSA «peKIaMHas
kaMmIiaHusa». B.A. TuToBa olpeziesisieT peKJIAMHYI0 KaMIIQAHUIO KaK «KOMILJIEKC
B3aMMOCBSI3aHHBIX, CKOOPIMHUPOBAHHBIX JIEUCTBUMN» [18, c. 77].

PexsyiamHas kaMnaHuA BbIZeJIA€TCA U3 NIPoliecca PeKJIaMHOM JieATeIbHOCTU
OIlpe/ie/IeHHBIMU BPEeMEeHHBIMU PaMKaMU: OHA MOXKeT JUIUThCA U 2, U 12 HeJleJb,

31€Cb HET KaKHUX-JIN0O YETKHX IIpaBHJI. Bce 3aBucHT OT MHOTHX IIEPEMEHHBIX —
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XapaKTEPUCTUK TOBAPA, IIeJIEBOU ayIUTOPUH, IeJIell peKIaMbl, KOHKYPEHTOB H T.
I

BaxkHO OTMETHUTH, UYTO YyKa3aHWE Ha KOMIUIEKCHOCTh IIPOBENEHUS
peKJIaMHOM KaMIIaHWHW He IMPOCTO KpacwBass ¢pasa, 35TO CYIIHOCTb
npodeccuoHaIbHOM  5G@MEKTUBHON  peKkJlaMHOM  KamIaHuu. FIMeHHO
KOMILJIEKCHOCTh 00€CIIeUNBAET PAIIMOHAIILHOE PACX0/IOBAHUE CPEJICTB, ITO3BOJISAET
HanboJiee TOYHO JOHECTH WH(OPMAIUIO 10 HYKHOU IeJIEBOU ayiuTopuu [8, c.
154].

Bce mbI 3HAaeM ¢pasy «peksama - JBUTaTeIb TOProBau». Ha camom nene
OHa JIOBOJILHO TIOJTHO PACKPHIBA€T OCHOBHYI0 MapKETUHTOBYIO (GQYHKIHIO
pekJIaMbl: Tiepeiady WHQOpPMAIUK O TOBape, 3HAKOMCTBO C HUM MOTEHI[HATbHBIX
MOKyTIaTesied, yoexxaeHne ero B HeoOXoIMMOCTH npuobpectu TtoBap. MTak, oT
0OBIYHOTO MHGOPMAITOHHOTO COOOITEeHHSA pekJiama OTJTMYAETCS
3aMHTEPECOBAHHOCTHI0O B KOHEUHOM pe3yJibTaTe. IJTO HE IPOCTO H3YYEHHE
nHGOpMaIUU, a U3yYeHHe C OIpeesIeHHOH, BIIOJIHE KOHKPETHOH IeJIbl0 -
yBeJIMYEHUE CIIPOCa Ha TOBAP WJIH YCIIYTY.

ITo cytn, pekjaMHasg KaMIIaHUsS — 5TO PAJl PeKJIAMHBIX MEPOIPUATHH,
O0OBEIUHEHHBIX  OAHOM  WJIM  HECKOJIBKUMH  LEeJIAMH, OXBAThIBAIOIINX
OIIpe/ieJIEHHBIN NEePUO/i BPEMEHU U paclpe/ieIeHHbIX BO BPEMEHH TaK, YTOOBI
OJTHO PEeKJIAMHO€E MePOIIPUSATHE JOTIOTHAIO PYTOoe.

[TpoBenenue 000U peKJIaMHOM KaMIaHUHM TpeOyeT TIIATEJIbHON ee
noaroroBku. OHa  HaumHaerca ¢ OOOCHOBaHHA  HEOOXOAUMOCTH U
11eJ1ecO00Pa3HOCTHU €€ MPOBeJIeHus [13, . 116].

UToOBbl pekylaMHas KaMIaHUA T[OEHCTBOBAJIA HAaBEpHSKA, [JI €€
peayn3anyu cjaeAyeT MOTPATUTh JOBOJIBHO OOJIbIIINE JIEHbIH, MHAUYe HUKAKOTO
TOJIKA IPOCTO He Oy/ieT. BpeMs feficTBUSA PEKJIIAMHON KaMIIAaHUK MOKET Pa3HbIM,
HO OOBIYHO OHO JIOCTATOYHO OOJIBIIIOE: IIPUMEPHO 1 Tof. Takke, mpu pa3paboTke
pEeKJIaMHOM KaMIAHUM CTOMT BBIOpATh € KeM JIydllle COTPYJHUYATh: C
PEKJIaMHBIMU aT€HTCTBOM WJIH K€ C PEKJIAMHBIM KOHCYJIBTAaHTOM [6, c. 82].

Y pekJaMHBIX areHTCTB OOBIYHO UETKO YCTAHOBJIEHHBIE IIEHBI. A
peKJIaMHbIe KOHCYJIBTAHTBI, YaIlle BCEro, MOJIyYalOT MPUObLUIb B 3aBUCUMOCTH OT
npubsuin camoli ¢upMmbl. PazpabarpiBaeTcs pekJaMHas KaMIaHUS Bcerza

nmoatanHo. OCHOBHBIE ATaMbl IIpOBEACHUA KayeCcTBEHHOH PEKJIaAMBbI:
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IIepeswiit aman. O603HAYEHHE TEJTH.

Bmopoil aman. OnpepeneHue 1eaeBon ayINTOPUH.

Tpemuii sman. PekyiaMmHasi opezieJIEHHOCTb.

Yemeepmbuiil aman. VicriosHeHNe pEKIaMBbl.

ITamuiit sman. IIpenBapuTeIbHBIE UCITBITAHUA.

IITecmoii aman. KoHTpoJIb 32 pexkamoii [17, ¢. 148].

PexsamHas kamnaHus — CJI0KHAasA CUCTEMA B3aMMOCBA3aHHbBIX PEKJIaMHBIX
MEPONPUATUM, OXBATHIBAIOIIUX OIpeJIeJIEHHbII MPOMEXKYTOK BpEMEHH U
ompeJieJIEHHBIE 1eJH [2, ¢. 17].

HeB0O3MOKHO IIpOBECTH PEKJIAMHYI0 KOMIIAHWIO IPeABAPUTEIBHO He
HCCJIEZIOBAaB  PHIHOK JIaHHBIX yciayr. Heob6xogumo 3HAaTh NOTpeburtese,
KOHKYPEHTOB, TOBap, IpejJjaraeMblii KoMIlaHWeld. be3 3THX cocTaBIg0mmnX
peKJIaMHas KaMITaHusA He OyzieT 2 hekTUBHOMH [12, c. 83].

Hamu ObUIO TPOBEAEHO UCCIIE/IOBaHUE OOBEKTOM KOTOpOro ObLia
paccmorpeHna geareabHocTh OO0 «bopyce».

000 «bopyc» peanusyeT CBOIO MPOAYKIIUIO Yepe3 PO3HUYHBINA Mara3uH.
Kpome ocuoBHOTO BHja AeAaTesnbHOCTH B OO0 «bopyc» oOKa3bIBaeT YCJIyrH
HaceJICHUIO, TaKHe KaK JIOCTaBKa, cCOOpKa, peMOoHT | T.1. MebenbHbIi caton OO0
«bopyc» 3aHuMMaeT Ha pPBIHKE CepeAUHHOE II0JIOKEHHE, T.e. OHA peayiu3yeT
MPOAYKIIUIO TI0 CPEJHUM I[€HaM M UMeeT He CaMbli OOJIBIIION, HO U JIAJIEKO He
caMbIil MasIeHbKUIH 00beM peanu3anuu mpoaykiuu. OCHOBHOUM yrop B pabote
(upmbl feaeTca Ha peaTu3alyio TOJIbKO KaueCTBEHHOU MPOYKIUH, JIJIsI STOTO
paspaboTaHa crucTeMa KOHTPOJIA KauecTBa HEINOCPE/ICTBEHHO Ha IPEIPUATUIX-
HM3TOTOBUTEJISIX MPEJCTABUTEIAMHI KOMITAHUU.

Hna npoasmxkenus OO0 «bopyc» HpuUMeHsET Pa3IMYHYI0 peKaMy:
IIPOCIIEKThI, KaTajorh, (UPMeHHble KaJleHJlapu, BCe, YTO CII0COOCTBYET
IIPUBJIEUEHUIO ITOKYIIaTeJIeld, peKjiaMe U CObITY TOBapOB.

OcuoBHbiMu KOHKypeHTamu OOO «bopyc» sasiaawoTca «IlaTtypa»,
«EBpoxkoMIieKkT», « CTOMIIuT», «JIazypur».

Ha ocnoBanun SWOT - aHanu3a MOKHO CKaszaTh, YTO HpeANPUATHE
CTPEMUTCH YIYUIINUTH CBOE IMOJIOKEHHE HA PhIHKE, ITyTEM I10/I/IEPKAHUSA BHICOKOTO
KayecTBa IMPOU3BOAMMON mpoaykiuu, ogHako B OO0 «bopyc» Heob6xoaumo
yAenaTb OoJsibllle BHUMAaHHWsA BOIPOCAM OpraHU3AllMd MapKeTHHTa |

MapKeTHHFOBOﬁ AeATEJIbHOCTH.
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[IpoBeass aHaJIM3 KOHKYPEHTOB, MPUIIUIA K BBIBOAY, YTO HEOOXOIMMO
pa3paboTarh ¥ IIPOBECTH pEKJIAMHbIE MEDPOIPHUATHUSA, PE3YJIbTAThl KOTOPHIX
JIOJDKHBI OJIATOMPUATHO CKAa3aThCsA Ha JTaJbHEUINEeH paboTe caJioHA W TTOBBICUTH
€ro KOHKyPEHTOCIIOCOOHOCTD U ITPUBJIeYb BHUMAHUE MOTEHIINATbHBIX KIIUEHTOB.

Iless> mpejjraraeMo¥l peKJIaMHOM KaMIaHUW — CejlaThb Mara3uHbI
«Teppuropus mebesn» U3BeCTHBIMHU B T. HOBOCHOMpCKe U 3a ero mpejeiaMu, ero
MPOJIyKITUIO Y3HABAEMOM M PA3IMUYMMOM, a TaKKe JOOUTHCA OIpPeNeTeHHbBIX
CIIOHTAaHHBIX accolMariii B CO3HAHUM IOTpebuTesieii. B mociemHee Bpems
IPOBEZIEHHbIE  HCCJIEJIOBAaHUS  IMOKAa3bIBAlOT, UYTO  ITO3UIIMOHUPOBAHUE
MIPEATIPUATHSA JO?KHO OCHOBBIBATHCS HA aTpUOyTaX, KOTOPBIMU CTATH UCTOPHSI,
TPAJAUIIUH U KauecTBO.

[Ty1aHOBBIN OOJIZKET HA 2019 TOJI IO PEKJIAMHON KaMITaHUU COCTAaBJISIET 1
153 500 pyo.

[IporHo3HBIE TOKA3aTEN CBU/IETEIBCTBYIOT O IIOJIOKUTEIPHON JUHAMUKE,

yBEJIMYEHUN 00BeMa MPOJIaK, POCTe YUCTON MPUOBLIN, POCTe PEHTA0EIBHOCTH C

0,09 710 0,15.
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Abstract. In this article development of maintenance of a concept safety,
its reinforcing in terms of social and socio-political sciences and also the sequence
of filling the representative different scientific approaches and scientific schools is
considered by the maintenance of a concept of works. The article discloses
polysemy of a concept safety which includes the idea, a state, a situation, situation,
a circumstance, the function providing security of an object. Authors prove the
idea about need of safety in terms of an object which can be a system, the
personality and social community of any order. In article approaches to formation
of maintenance of a concept safety are analyzed, since ordinary and finishing with
scientific knowledge of the theory of systems. The thought that the concept safety
is relevant for national communities (states) and the international community in
general is proved in article, they have to answer formed in and out of an object of
safety of influence (calls and threats). Authors of article came to a conclusion that
the maintenance of a concept safety is in constantly transformation and
complication. The thought that the concept safety is relevant for national
communities (states) and the international community in general is proved in
article, they have to answer formed in and out of an object of safety of influence
(calls and threats). Authors of article came to a conclusion that the maintenance
of a concept safety is in constantly transformation and complication. And today
safety - the condition of security of a certain system from internal and external
influences (threat and calls) including established the level of admissible damage.

Keywords: safety, security, interest, threat, damage.

AHHOTaUMA. B faHHOM CTaTbe pacCMaTpVBAETCS pasBUTUE COAEPXKAHUS
NOHSITUS 6e30MacHOCTb, ero (OpMMPOBAHWE C TOYKM 3PEHWUSI COLMAsbHBIX M
COLMAnbHO-MONIMTUYECKUX HayK, a TakXKe MOoCneAoBaTe/IbHOCTb HAMO/HEHUS
CoZepPXXaHNEM MOHSTUS B paboTax MpeAcTaBUTENEN pasHbIX HanpaBieHU HayKu
M HayyHbIX LWKoM. CTaTbsl PacKpblBaeT MHOMO3HAYHOCTb MOHATUS 6e30MacHOCTb,
KOTOpoe BK/OYAeT B cebsi: MAel, COCTOSIHWE, CUTYauMio, TMOJOXEHUE,
06cToATENBCTBO, (DyHKUMIO, obecneumBatolme 3alULLIEHHOCTb 06bekTa. ABTOPbI
060CHOBbIBAOT MAED O HEO6XOANMOCTM 6E30MACHOCTU C TOUKM 3pPEHUSI 0O6BEKTA,
KOTOPbIM MOXET OblTb CUCTEMA, JIMYHOCTb WM couManbHasi O0BLHOCTb Nto6oro
nopsiaka. B cTaTbe aHanusMpyroTcs noaxodbl K (OpMUPOBAHMIO COAEpPIKaHMS
NOHSTUS 6E30MaCHOCTb, HAaYMHAs C 0BbIAEHHOMO M 3aKaHUMBAsl HAayYHbIM 3HAHWUEM
Teopum cucteM. B cTaTtbe OBGOCHOBLIBAETCS MbIC/Ib O TOM, YTO MOHSTUE
6€30MacHOCTb ABNSIETCA aKTyaslbHbIM A/ HALMOHAsbHbIX CO06LLEeCTB(rocyAapcTB)
M MUPOBOrO COOBLLECTBA B LIENIOM, OHU AO/MHKHbI OTBEYATb Ha opMUpyloLLMecs
BHYTPU U1 BHe 06bekTa 6€30MacHOCTM BO3AENCTBUS (Bbl30Bbl M Yrpo3bl). ABTOpbI
CTaTb¥ MPULLIM K BbIBOAY, UYTO COAEPXKaHWE MOHATUS 6€30NacHOCTb HAXOAMTCS B
MOCTOSIHHOW TpaHcdopMaLUMn U YCNOXHEHUMW. W cerogHst 6e30MmacHoCTb -
COCTOSIHME 3aLLUMLLEHHOCTV ONPEeAEeneHHON CUCTEMbI OT BHYTPEHHMX W BHELLHMX
BO3eNCTBUIA (Yrpo3 M BbI30BOB), BK/OUatolLee B cebe YCTaHOB/IEHHbIV YPOBEHb
AONycTUMOro yuuep6a.

KnroueBble cnoBa: 6e30MacHOCTb, 3alUMLIEHHOCTb, WHTEPEC, Yrpos3a,

yep6.
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BeszonacHOCTD - HEM3MEHHOE YCIOBHE CYIIECTBOBAHUSA U PAa3BUTHUSA JIIO00H
conmuaybHON oOmHOCTU. CocTosiHMEe 0€e30IacCHOCTH I03BOJISAET OOIIHOCTIM
V/IOBJIETBOPATH TOTPEOHOCTH B CAMOCOXPAHEHUW, CAMOBOCIIPOU3BEJIEHUU U
caMocoBepllleHCTBOBaHUU. IIporecc mopmepkaHuss 0e30MaCHOCTU SABJISAETCA
IIOCTOSTHHBIM, TPeOyeT yIpaBjeHNs, OpTaHU3aI[UH, CTPYKTYPbl U TpaBui (HOpM,
TpeboBanmii). C TOYKW 3peHUS HAYYHOTO 3HAHUA, 0e30ITaCHOCTH SIBJISETCS
HanboJjiee Ba)KHOM KaTeroprueil TeOpUU O HAIMOHAJIBHOU 0OEe30IMacHOCTH.
UN3yueHneM [aHHOTO TOHATHA 3aHUMAJIUCh HAy4Hble IIIKOJBI Pa3HBIX
HampaBJIeHUN  eCTEeCTBEHHBIX, COIUAIBHBIX ¢ TyYMAaHUTAPHBIX 3HAHUU.
dopmupoBaHNE HAYYHOTO MOHATHUA OE€30MACHOCTH SABJISETCA MPUHIIUIHATEHBIM
JUIsT OTPAKEHHs CYIIHOCTHM Oe30MacHOCTH U JIaeT €ro CoJiep:KaTeIbHYIO
XapaKTEPUCTUKY.

[TouaTHe Ge3o0macHOCTh Hadayio (OPMHUPOBATHCA B PaMKaX OOBIZEHHOTO,
OBITOBOTO ITPEJCTABJIEHUS U IOHUMAJIOCh KaK OTCYTCTBHE 3J1a HJTU OITACHOCTH. A.A.
Camyra 1oJsiaraeTt, 4To TAaKOe COCTOSIHHE CBOAWJIOCH K OTCYTCTBUIO YCJIOBUU U
(akTOpOB, YrpoXKaOIUX «UHAWUBUAAM WA UX cooOIecTBaM B (OpMeE CEeMbH,
HaceJieHUs, rocyziapcrBa» [9]. [Io MHeHHIO JIoKTOpa mosuTH4yeckux Hayk M.IO.
3eJIeHKOBa, B TaKOM B3HAUYeHUH TepMHUH 0e30IaCHOCTh HCIOJIb30BAJICS
npeBHerpeyeckuM ¢uocodom Ilmaronom B muanorax «I'ocyzmaperso» [2].

[To MHeHUIO HcCceoBareseld, B HAYYHBIX U IIOJIMTUUECKUX Kpyrax
3anagHout EBpombl moHATHE «0€30IacHOCTh» PaCIpPOCTPAHUJIOCH OJtarozaps
paboram T. I'o66ca, /1. Jlokka, 2K.2K. Pycco, b. CHuHO3bI B APYTHUX MBICIUTEIEH
XVII-XVII BB. 1 03HAaUaJIO «COCTOSTHUE, CUTYAITUIO CIIOKONCTBU A, ITOSIBJISIOITYIOCS
B pe3yJbTaTe OTCYTCTBUs peaJibHON omacHOCTH (Kak (QU3UUYECKOH, TaK U
MOpaJIbHOI)» [2].

CnoBapp pycckoro a3pika C.M. Oxerosa faer cieaylollee OnpeziesieHue:
«6e30MacHOCTh — 3TO IOJIOKEHUE, TPU KOTOPOM HE yTPOKaeT OMACHOCTh KOMY-
JI00 WK uemy-i1u0o» [4]. B ITomuTruyeckon SHITUKIIONEUH 101 0€3011aCHOCTHIO
IIOHMMAEeTCsl «COCTOSIHME HAJIEXKHOU 3allMINEHHOCTH JKU3HEHHO BaKHBIX
MHTEPECOB U KOPEHHBIX OCHOB CYIIECTBOBAaHHs JIMUYHOCTH, OOIIeCTBA H
rocy/1IapcTBa, a TaK»Ke MHUPOBOTO COODIIECTBA OT BHYTPEHHUX M BHEIITHUX YTPO3»
[8, c.104]. B nanHO opMyIUPOBKE HAPAAY C TAKUMH 00BEKTAMU OE30IIaCHOCTU
KaK JIMYHOCTH, OOINECTBO M TOCYyJapCTBO, BO3HUKAET YETBEPTBHIH OOBEKT —

MeKIyHAPO/IHOE COOBIIECTBO.
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B OxcdopackoM aHIJIMACKOM CJIOBape IIPEJICTABJIEHBI CJIEAYIOITHIE
dbopmynmpoBku nmoHATHA security (aHry. 6e3omacHocTh): «The state of being free
from danger or threat»; «the state of feeling safe, stable, and free from fear or
anxiety» [7], - uTo o3Hauaer cocrossHHe, CBOOOHOE OT OIACHOCTH WJIU YTPO3HI,
I COCTOSTHUE OIMYyIeHusl 0e30IacHOCTH, CTAOMIBHOCTH, CBOOO/IBI OT CTpaxa U
TPEBOTH.

TakuMm o00pa3oM, Ha OCHOBE pAa3JIUYHBIX II0 BpPEMEHH TOJKOBAHUMI
KaTeropuu «0e30MacHOCTh», MOKHO OIPENEIUTh €€ CyIIHOCTh, KaK CI0XKHOE U
MHOTOCTOPOHHEE sIBJIEHHE, PACIIPOCTPAaHEHHOE KaK B OOBIYHOM, OBITOBOU, JKU3HU
yeJIoBeKa, TaK U B 00JIaCTH KU3HEAEATESIbHOCTH OTAEJIBHOIO TOCYAapCcTBa W
MHPOBOTO coo0IecTBa. ITO H/€AJIbHOE SIBJIEHHE HMEET NPOCTPAHCTBEHHBIE
KOODPJAUHATHI(IIOJIO}KEHHE), BpeMeHHbIe (COCTOSHUE) XapaKTEPUCTHUKU OOBeKTa
(JTMYHOCTh,  TOCYZApCTBO,  OOIIECTBO,  MEXKAYHAPOAHOE  COOOIIECTBO).
0e30MMacHOCTH OTHOCUTEJIBHO YIrpo3 HUX HHTEpecaM, (OPMUPOBAHHE KOTOPBIX
BO3MOKHO BHYTPHU U BHE 00beKTa 6€30I1acHOCTH.

B HayuHO# Teopuu crcreM 0e30I1aCHOCTh CTAHOBHTCSA XapaKTEPUCTUKOU
IIeJIOCTHOCTY CUCTEMBI IIPHU €€ B3aUMO/IEHCTBUU ¢ BHEITHEN cpeoii [ 5, c.172]. s
COITMAJIPHBIX CHCTEM O€30ITaCHOCTh IOHMMAETCS KaK (YHKIIUS BOCIPHUATUSA U
OIleHKH cpefibl. B cucreMe 00IeCTBEHHO-TIOJIUTHYECKUX HayK, 1Mo MHeHuo JI.H.
KanaueBa, «be30macHOCTb, CKOpee, pacCMaTpPUBAETCA C BHYTPEHHEH CTOPOHBI
o0bexkTa (cyObeKTa) Kak CIIOCOOHOCTh IIOAJEP;KHUBATh CBOE HOPMaJIbHOE
(pYHKIIMOHUPOBAHUE B YCJIOBUAX BHEIITHUX Y BHYTPEHHUX BO3/IEHICTBUHA — BHI30BOB
u yrpo3» [3]. Takum o6pas3oMm, B TeOpHH CHCTEM 0€30IIaCHOCTh CBS3aHA C
IIEeJIOCTHOCTBIO CHUCTEMBI, COIlMAJIbHBIE CHCTEMBI IPHAIOT OE30IaCHOCTH
(pYHKIIMOHAILHOCTD, T.e. 00S3aTEJIPHOCTh B BOCIPUATHU U OIIEHKE BHEITHEH
CpeAbl C TOUKU 3PEHUS] BHI3OBOB U YIPO3. BBI3OB /1A CHCTEMBI O3HAYAET TAKOE
M3MeHeHUEe BHEITHEH Cpeabl, IPU KOTOPOM CHCTeMa B IPEKHEM CTPYKTYPHOM
B3aMMOJEHCTBUHM HAaXOJUTHhCA HE CMOXKET, HO MOXKET 3TO B3aMMOJEHCTBUE
CHUCTEMHBIX 2JIEMEHTOB M3MEHHUTh. YTPO3a COKpAIIAeT MEPUO U3MEHEHUS /10
MHHHMYyMa U TpeOyeT HeMe[JIEHHOTO BHUMaHUs CyObeKTa YIIPaBJIeHUs CHCTEMOM.

[To mHenuro npodeccopa B.M. KynaruHa, B IIHPOKOM CMBICJIE
0e30MacHOCTh — 3TO BalUINEHHOCTh OT YIPO3 KJIIOUEBBIM IIEHHOCTSAM. B
3aBUCHUMOCTH OT 0O'bE€KTa yrpo3 6e30IacHOCTh MOpas/iesisieTcss Ha 6e301MacHOCTh

JINYHOCTH, O0O0IlecTBa, pPeruoHaJIbHYI0 0e30MaCHOCTb, HAIMOHAJIBHYI0 U

-22 -



Economics, management, finance in the view of modern research

r106anbHyI0 6e30macHOCTh U T.J. [4, ¢.8]. JlaHHOe omnpeaereHre COOTHOCUTCS C
KJIIOUEBBIMH II€HHOCTIMH OOBEKTOB 0e30macHOCTH. IleHHOCTHBIA AacCIeKT
0e301macHOCTH IToZ[pasyMeBaeT (opMUpPOBaHNE IIPOCTPAHCTBA UEATIOB OOBEKTOB
0e30I1aCHOCTH, UX OIpeieJIeHHEe M03BOJISIET BhIIEIUTh Hanbojiee 3HAUNMBbI€E JIJIA
JIAHHOT'O 00'bEKTA IIEHHOCTH.

B poccuiickom 3akoHOzaTesbcTBe AeduHUNUSA Oe30mMacHOCTH ObLIa
npenacrabieHa 3akoHe P® or 05.03.1992 N 2446-1 (pea. or 26.06.2008) "O
0ezomacHocTH" (yTpaTUa CUIy): «0€30ITacHOCTh - COCTOSTHUE B3alUIIeHHOCTH
JKU3HEHHO BaKHBIX HWHTEPECOB JIMYHOCTH, OOIecTBa U TOCy/lapcTBa OT
BHYTPEHHUX U BHEITHHUX YTPo3» [1]. ATO ompe/iesieHNe CBSI3bIBaeT 6€30ITacCHOCTD C
WHTepecaMu 00bEKTa, KOTOPHIE SIBJISIOTCS Ba’KHBIMU C TOUKH 3PEHUS TPeObIBaHU S
B MUPE JKHUBOTO, 00JIa/IA0IIETO CO3HAHUEM U aKTUBHOCTHIO.

B cBoeli pabore «TeopeTHKO-METOMOJIOTUYECKHE IIPOOJIEMBI TEOPUH
HaIlMOHAILHOU Oe3omacHocT P®» M.10O. 3e1eHKOB, IIPOBE/S aHAIN3 ITOIX0/I0B U
METOJIOB  OIIpEeJIeJIEHHsSI IOHATHS «0e30MMacHOCTh» B  HAy4YHBIX Tpy/Jax
rccieioBaresied, 3aHUMaBIuxcs Ipobsiemamu Oe3omacHoctu (A.H. Kosbesa,
M.B. Bonaapenko, C.3. [laByjieHKO W Ip.), a TaK)Ke CYIIIHOCTH W COJEP KaHUS
JIAHHOTO TOHATUSA B IOPUAUYECKOHN JIUTEpaType, IPUXOAUT B K BBIBOIY, YTO Ha
CETOTHAIIHUHI JIeHb «0e30IMacHOCTh PaCCMaTPUBAaETCs B OTHOIIIEHUH TPUEAUHCTBA
— JIMYHOCTH, 00IIecTBa, rocyaapcrsa» [2]. IIpu ato M.IO. 3esleHKOB J1aeT CBOIO
TPAKTOBKY 0€30IIaCHOCTH: «TaKOe€ COCTOSIHHE OOBEeKTa, KOTOPOE II03BOJISET
HCKJIIOUHTH HAHECEHHE eMY yIIep0Oa, IPeBhIIIAIOIIEro JOMYCTUMbBIH YPOBEHD» [2].
JlaHHasA TpaKTOBKa HOApa3syMeBaeT JIOIMYCTUMBIA M HEIOIYCTUMBIA YPOBHH
yiiepba, yduTbIBaeMble B JIIOOBIX COBPEMEHHBIX CHCTeMaX obecreueHus:
0e30IMacCHOCTH.

Takum 0O6pa3oM, BOCIIPOM3BOJICTBO M PA3BUTHE COIMAJIBHBIX OOIITHOCTEH
JleTEpMUHUPOBAHO obecrieuenneM Oe3omacHocTd. [loHsATHe 0e30macHOCTH
BKJIFOUEHO B IPU3HAKU 00BEKTA, CaM O0OBEKT MOKET OBITh CUCTEMOH, 00J1aTatoIel
BHYTpPEHHEH cpejioi U TpeOyIoIel 3aiuThl OT BHEIITHUX BO3/IeHCTBUH. BHelTHIe
BO3/IENCTBUS ONPEAEAIOTCS KaK BBI3OBBI M YTPO3bI C Pa3HBIMH BO3MOKHOCTSMU
BJIMSTHUSA Ha 00BEKT 6e3011acHOCTU. be3omacHOCTh TOHUMAETCs KaK IO/I/Iep:KaHue
ONIpENIeJIEHHOTO  COCTOsAHUSA  (TOJIOJKEHUs, CHUTyalliu) OOBeKTa IIyTeM
OCyIIeCTBJIeHUs (DYHKIIMH 3aIUThI, 00€CIIeUNBAIOIIUX OIIEHKY YPOBHS yTPO3bI Kak

IIpUueMJIEMOH, T.e. He HPENATCTBYIOLIEN IPOJOIKEHUIO >KU3HEeATEeTbHOCTH
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o0beKTa Wiu, UHauve, He MPOTHUBOpeUaIell ero uHTepecaM. be30macHOCTh Kak
XapaKTEPUCTHKA OOBEKTA COIPOBOXKAAET BCE BO3MOIKHBIE OOBEKTBHI: CHUCTEMBI,

corrasibHbIe OOIITHOCTH, TOCYy/TIapCTBA, IMYHOCTH.
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MoaepHu3auua Mmoaeniel pa3pbiBbl B KauecTse ycnyr

hxappyx Xopx

AcnupaHT 3-ro roaa kadeapbl MHAYCTPUM FOCTENPUMMCTBA, Typu3Ma U cnopTa
POCCMICKMIN SKOHOMUYECKMIN YHMBEPCUTET UM. I.B. MnexaHoBa

P®, r. Mocksa

Abstract. High service quality is important for competitiveness of service
industry. There are plenty of service quality models which enable managers to
identify quality problems and improve the efficiency of overall performance. One
of the most influential models in the service quality is the model of service quality
gaps. In this paper, the model of service quality gaps has been reviewed and
developed in order to make it more comprehensive. Compared to the traditional
models, the proposed model involves eight additional gaps.

Keywords: hotel, quality, gaps, service quality, models.

AHHOTauMA. Bbicokoe  KauyecTBO  0OCNYXMBaAHMS  BaXXHO  ANS
KOHKYpeHTOCnocobHocT cdepbl  ycnyr. CyllecTBYET MHOXECTBO MoAenei
KauecTBa 06CTy>XMBaHWSI, KOTOPbIE NO3BONSAIOT MEHEAXKEPAM BbISIBNISITb NPO6/1EMbI
C KauyeCTBOM ¥ MOBbIWATb 3DPEKTUBHOCTb paboTbl. OAHONM M3 Hanbosee BaXHbIX
MoAeniel KauyecTBa O06CNy)XXMBaHWUS SBNSIETCS MOAENb paspbiBbl B KayecTBe
obcny>xuBaHus. B ctaTbe MOAENN paspbiBbl B KAYECTBE yCNyr 6biia UccnenoBaHa
C Uenbto caenath ee 6onee BCeobbEMMIOLLEN.

KnroueBble cnoBa: TroCTMHMUbI, KauyecTBO, paspbliBbl, KayecTBO
06Ccny>KnBaHUs, MOAENN.

KauecTBO 00OCITy;KMBaHUSA pacCMaTPUBAETCA KaK KPUTHUECKOe U3MepeHue
KOHKYpeHTOCIIOCOOHOCTH. ObecrieueHre IIPEeBOCX0THOTO KAUeCTBA O0CTYKUBAHU S
¥ BBICOKOT'O YPOBHs YZIOBJIETBOPEHHOCTH KJIMEHTOB SIBJIIETCS Ba’KHBIM BBI30BOM,
CTOSAIIUM Ilepe]i COBpeMeHHOU UHAYyCcTpUel yeiyr [1]. B TeueHue nmociieIHUX JBYX
JIeCATUJIETHH Ka4ecTBO 00CITy;KUBAHUS CTAJI0 OCHOBHOM 00J1aCThI0 BHUMAHUS JJIsI
MEHE/PKEPOB U UCCIe0BATEIEN N3-3a €r0 CUJILHOTO BIUSAHUA HA 9O HEKTUBHOCTH
Ous3Heca, CHIMKEHUE 3aTpaT, VAOBJIETBOPEHHOCTU KJIHUEHTOB, JIOSJIbHOCTD

KJIMEHTOB U MOJIydyeHre 6oJiee BBICOKON IpuObLUIH [2].
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HeckosbKO KOHIIENTYaJIbHBIX MOJIeJiell ObIN pa3paboTaHbl PA3IMIHBIMU
HCCIIeZIOBATENAMU JIJI1 U3MEpeHUs KadecTBa oOciaykuBaHus. KoHIeNnTyaabHbIE
MO/ KauecTBa OOC/Ty?>KUBAHUS IMO3BOJIAIOT PYKOBOJICTBY BBIABJIATH MPODOJIEMBbI
KayecTBa H, TaKUM 00pa3oM, IIOMOTAOT IUJIAHUPOBATH 3aIlyCK IPOTpaMM
MIOBBIIIEHUS KAYeCTBA, TEM CaMbIM HOBBIIIAs 3 GEKTUBHOCTS [2].

OpHolt M3 HamboJiee BAKHBIX MOJIEJIEH SIBJIAETCA MOZENb Pa3pbIBOB B
KauecTBe OOCIy:KMBaHUA, KOTOPBbIE OIPENEJISAIOTCS Kak pasHHUIA MeXAy
OJKUJIAaHUSIMH KJINEHTOB M BOCIIPUATHEM O0CITy:KMBaHUA. B mocieaHMe TObI BCe
00JIbIlIe BHUMAHUS YAEIAETCS TOHUMAHUIO POJTU OKU/IAHUH, U JIFOAN CTAHOBATCSA
Bce Oosiee  pa30OPYMBHIMH W KPUTUYECKH  OIEHHBAIOT  KauyecTBO
IIPEIOCTABJIIEMOTO UMH OOCTTYKUBAHUSA [4].

[lespio cTaThu sABJIAETCA pa3paboTka U MoANDUKAINA MOJETA Pa3phIBbI B
KauecTBe 00C/TyKUBaHUS, YTOOBI cJIesIaTh ee 0oJiee BCeoOhEMITIONIEH.

Modeau pa3psiest 8 kauecmae ycayz:

1. Modeaw pa3pwiea kavecmsa obcayxcusaHus om Parasuraman:

Haubosiee n3BeCTHOU MOJIeNIbIO siBJIsieTcsl Mozenb A. Parasuraman [3].
Moyiesib pacKpbIBaeT OCHOBHBIE BHJBI JIESITEIBHOCTH CEPBHUCHON OpraHU3allHH,
KOTOpbI€ BJIUSIOT Ha BOCIIPUATHE KauecTBa. ABTOP IMOKa3bIBaeT B3aUMO/IEHCTBHE
MEKIy STUMHU BHUJIAMHU JEATEJTbHOCTHA U OIpeEsIsieT CBSI3U MEXKIY KJIIOUEBBIMHU
BUJIAMH JEATEJTbHOCTH CEPBUCHON opraHuz3anuu. CBS3U OIKCHIBAIOTCS KakK
paspbIBEL. Pa3phIB mpejicTaBiseT coboi 60IBIITOE MPENATCTBUE /IS IOCTHUKEHU S
y/IOBJIETBOPUTEJIHOTO YPOBHA KadecTBa oOcay:kuBaHus. A. Parasuraman
IIPEJIOJIOKHJI, UYTO KAYeCTBO OOC/IYKUBAHHUS 3aBHUCHUT OT Pa3JIHYUN MEXKAY
OJKUJIAHUSIMH U TIOKazarejsiMu KadecTBa. OH paszpaboTaym Mojesib KauyecTBa
obciy>kuBaHuA (pHIC. 1) HA OCHOBE aHAJIN3a Pa3pbIBOB. Pa3phIBBI BKIIIOUAIOT B ce0s
[2]:

PazpeiB 1: Pa3pbeiB MKy OKUJIAHUSIMU KJIUEHTOB U YIIPpAaBJIEHHEM. JTOT
Pa3pbIB YYUTHIBAET PA3HUIYY MEXK/Ty 0KUTAHUSIMH IOTPEOUTEIEN U BOCIIPUATHEM
PYKOBOZICTBOM KauecTBa 00CITy;KUBAHHUS.

PazppiB 2: DTOT pasphiB YYUTHIBAET PA3HUILY MEXKAY BOCHPUATHEM
PYKOBOZICTBOM  OXHJAQHUU IOTpeOuTeslel U conenuduUKanmusaMH KadecTBa
00cCITy>KUBaHUA.

Pazpeis 3: Cronenuduxanusa kadecTBa O0OCIYy:KHBaHUA - pPa3pblB B

IIPEIOCTABJIEHUN  yCJIyr. OTOT pa3pblB  YUYUTHIBAeT PAa3HUIy  MEXIY
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cnenu@UKaUAMHI KayecTBAa OOCIYyKUBaHUA U (PaKTUIECKH IIPEOCTABIEHHBIM
CEPBHUCOM.

Pa3zpeiB 4: Ciyxb6a J0CTaBKU-pa3phiB BHEITHEH CBA3U. IJTOT Pa3pbIB
YUYUTBIBAET PA3BHUILy MeXKAY IIPe/IoCTaBJIeHueM YCIyr U HWHGOPMUPOBAHUEM
oTpebuTesieil o peIoCTaBIeHUU YCIIYT.

PaspsiB 5: OkuziaeMblil cepBUC BOCIIPUHUMAETCA CEPBUCHBIN pa3pbIB. ITOT
paspbIB  YUYUTHIBAET Ppa3HUIly MEXKAYy OXUJAHUSAMHU IOTpeOuTesnell u

IIpeaIojIaracMbIM O6C]Iy}KI/IBaHI/I6M.

YCTHble JInyHble MpoLwnbii
KOMMYHWMKaLmMn noTpebHoCTM onbIT

Oxupaemas
ycnyra

PaspbiB 5

loctn
Monyyaemas
ycnyra

Pa3pbiB 1 Mpouecc Pa3pbis 4 BHelwHve
OKa3aHusAa KOMMYHUKaLnn C

ycnyr noTpebutensammn

MocTrabuumk Pa3pbiB 3
ycnyr

Mepesop
OXWUAaHU B
cneundukaumnmn
KayecTtsa

PazpebiB 2

Bocnpustune
PYKOBOZCTBOM
OXMOAHUM

PucyHok 1. Mopenb pa3spbiBa KauecTBa o6cnyxmsaHmsa ot Parasuraman
2, BnympenHsas modenws pa3puvlea kavecmsa obcayxcusarus om Frost

u Kumar
Mogens (puc. 2) OlleHHMBaeT acleKThl U WX B3aWMOCBS3H, KOTOPBIE
OIpeZieIAI0T pa3juuusg B KadecTBe OOCTYKUBAaHUS MeEXAY BHYTPEHHUMU

KJINeHTaMu ([epeZloBBIMU COTPY/IHUKAMU) ¥ BHYTPEHHUMH IIOCTaBIUKAMU
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(BcrioMoraTesIbHBIM IIEPCOHAJIOM) B KPYITHOM CEpBHUCHOU OpraHu3aIiui. Pa3phIBbI
3aKJII0YAIOTCA B CJIeIYIOIEeM:

BuyTpenHuii paspeiB 1: PazHuma B BocupUATUH 00CITy:KUBAIOIIETO
nepcoHasia (BHyTpeHHero IOCTaBIINKa) OT OXKU/IaHUA IlepcoHasa, paboTalomiero
Ha [lepe/iHeM Kpae (BHyTpEeHHUX KJIUEHTOB).

BuyTpennuii paspeiB 2: PaszHuna mexzay crenuduKanusaMy KadyecTBa
o0ciy>kuBaHUA U (PaKTUUECKU MPEIOCTABIEHHON YCIIyTOM.

BuyTpennuii paspeiB 3: PazHuma Mexay OKUJAaHUSIMHU IEepCcOHAjia Ha
Iepe/IHEM Kpae M BOCIPUATHEM KadecTBa OOCIy:KMBAHHSA BCIIOMOTATEIbHOTO
nepcoHasa (BHyTPEHHETO MOCTABIHUKA). ATO Pa3pbIiB, KOTOPBIN POKycHUpyeTcsa HA

IIepEeJIOBBIX COTPYAHUKAX (BHYTPEHHUX KJIMEHTAaX).

= OXKMLAEMAS YCYIA

Paspbis 3
Monyyaemas loctu
ycnyra
Mpouecc
PazpbiB 1
g OKa3aHus MocTaBuymk
ycnyr ycnyr
Pa3pbiB 2

MepeBoa 0XuaaHwi B

Bocnpusitne cneundukauum
COTPYAHUKOM KayecTBa
OXWUAAHWI rocTeit 06cnyxmBaHus

PucyHok 2. BHyTpeHHsis MoieNib pa3pbiBa KayecTtBa 06cny)xmBaHusa oT
Frost u Kumar
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3. Modeav paspwviea 8 kauecmae obcayxcusanus Jlyka u Jletimona [5]

JIyk u JleititoH pazpaboTasy TPagUIIMOHHYIO MOJENb, I00aBUB ellle JBa
pasphIBa.

OHM oOTpakalT paz3juyusi B IOHUMaHUHU OXKUJIAHUU TOTpebuTesien
MEeHeJ[P)KepaMHU U IMOCTaBIIUKAMU (HPOT-JIUHUSA MOCTABIIUKH YCIYT, a Pa3IUdUsA
MEX/Ty OXKUJAQHUSAX MOTPeOUTE el U BOCHPHUATHE IOCTABIIUKAMHU YCJIYT TaKHX
OKUJAaHUU. DTa MOJIeIb I0OKa3aHa Ha PUC. 3.

PaszpaboTka mojesieri Pa3apsIBoOB B KauecTBe yCIyT

Kponun u Teisiop UpEANONONKUIN, UYTO HE XBaTaeT JI0KA3aTEJIbCTB,
MOATBEPIKAAIONIUX Pa3pblB MEXKIY OXKUIAHUSIMH U IPOU3BOJIUTEIHHOCTD B
KayecTBe ITPOTHOCTHYECKOW Mephl KauecTBa 00Cay:kuBaHus. OHU CUUTAIOT, YTO
OIIEHKH BOCHPHUSATHS KJIMEHTA JOCTATOYHO /IS OIEHKU KauyecTBa 00CITy>KUBaHMUSA,
U HET HeOOXOUMOCTH U3MEPATH OKU/IaHUSI KJTUEHTOB B UCC/IEIOBAHUSAX KauecTBa
obcykuBaHusi. HoBble KOMIIOHEHTBI, KOTOpbIE IIpe/Jiaraercss BKJIOYUTH B
MO/IeJTh, BKJIIOUAIOT B ce0sl:

- UJleayTbHbIE CTAH/IAPThI OOC/TYKUBAHUS;

- CTpAaTerus U MOJIUTHKA KauecTBa OOCTy>KUBAHUS;

- TIIepeBOJi CTpaTerMd W TIOJIUTUKH KauvecTBa OOCTYKHMBAaHUS B
crenu@UKaIUK KauyecTBa YCJIYT U JU3aNH YCIIyT;

- BOCIIPUSITHE PYKOBOJICTBOM BOCIIPHUATHUS KJIMEHTA;

- BOCIIPUSITHE COTPYTHUKOM BOCIIPUATUS KJIUEHTA.

B cBsA3HU ¢ 5TUM BOCEMb HOBBIX Pa3pbIBOB OIIpeAesieHbl KakK 2, 3, 4, 5, 11, 12,

13 1 14.
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[octn

PazpbiB 1

YCTHbIE
KOMMYHMKaLum

JInyHble
notpebHocTn

MpoLwunbi
onbIT

Oxupaemas

Pa3pbiB 6

ycnyra

Pa3pbiB 5

Monyyaemas

ycnyra

Mpouecc

Pa3pbiB 4

OKa3saHua
ycnyr

Pa3pbiB

BHewwHune
KOMMYHMKaLWu €
noTpebutensammn

BocnpusaTtue
COTPYAHUKOM
OXnaaHun
rocrtem

Mepesopn
OXWIaHWi B
cneumdmKaumnm
KayecTBa

Pa3pbiB 2

[MocTaBwuk

Pazpbis 7
ycnyr

BocnpusTtune
PYKOBOACTBOM
OXMAQAHUI
rocreim

PucyHok 3. Mogenb pa3pbiBa B KauecTBe 06cny)xuBaHus Jlyka un JledToHa

[Tpensiaraemasi MOJIEIb Pa3phIBOB B KauecTBe OOCIIY:KMBAHUS COCTOUT U3
BOCHMH HOBBIX Pa3pbIBOB.

Crparerusi U TMOJUTUKA KayecTBa OOCJIY?KUBAHHS - OJWH U3 IYHKTOB,
KOTOpBbIH J00aBiisgeTcss K TPagUIMOHHBIM MozeasM. Crparerus KadyecTBa
oOCiTy>KMBaHUSI OOpDHUCOBBIBAE€T B OOIIMX YepTax KOHIEMIIUI0 KadvyecTBa
OpraHu3anuy MOCPeICTBOM BbIOOpa GyH/IaAMEHTAbHBIX TAPAMETPOB KauecTBa, C
KOTOPBIMU OHa XOYeT KOHKYpUpoBaTh. Kpome TOro, crpaTerusi KadecTBa
o0CITy>KUBaHUSA IPECTaBIIsIeT COO0N HAOOP PYKOBOJSAIIUX IIPUHIUIIOB, KOTOPBIE
obecreunBaOT OPUEHTHPHI /IJIsI BCEX B OPTaHU3AIIHIH.

B camom fesne, HecmocoOHOCTh CO3/IaTh CTPATETHIO  KAdecTBa
0OC/Ty’KUBaHUS TPUBOAUT K HECIOCOOHOCTH CO3/I1aTh OPHUEHTHPOBAHHBIE Ha
KJIMEHTA YCJIYTH, U 3TO CEPhE3HBIA PAa3pPbIB B KAUeCTBE 00CTYKUBAHHUS.

Jlns MeHemKepoB BaXKHO pa3pabarhiBaTh CTPATErMH, OCHOBAaHHBIE HA

KOHKPETHBIX OXKHUAAHUAX KJIMECHTOB U UX UCTUHHOM BOCIIPDHUATHH BOCHpI/IHTI/Iﬁ u
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OKUTAHUU KJIMEHTOB (KaK 3TO IOKAa3aHO Ha PUCYHKe 4). CTpaTerust KadyecTBa
00cITy>KMBaHUSA BKJIIOUAET B cebs1 YeTKoe BUIeHNe KOMIIAaHN U, 0COOEHHO B TOM, UTO
KacaeTcs KadyecTBAa OOCTYyKUBaHUS; MOCTAHOBKA KOHKDETHBIX CPEHECPOUYHBIX
nejiedl; W TOpUHATHE TIeIeBbIX pemieHuil. HecmocoOHOCTH,  BBIPabOTATH
COTJIACOBAHHYIO CTPaTETHI0 KauecTBa OOCHY:KWBAaHUSA U COOOIMUTH O HEH -
Cepbe3HbIN pa3phlB B KauecTBe OOCIy:KuMBaHUA. TakuM 0Opa3oM, pas3phiB 2
ompezieyisgeTcs Kak «Pa3HUIIA MeXAy BOCIPUATHEM YIIPaBJIEHUA OXUAAHUAMU
KJIMEHTOB U CTPATeruel KauecTBa 00CITy>KUBAHUI».

[TlepeBoyi cTparernu ¥ TIOJUTHUKH KadecTBa  OOCTY>KMBAaHUS B
cenu@UKaUU KadecTBa OOCIY:KUBAHUA SBJISIETCA €Ile OJHUM 3JIEMEHTOM,
Z100aBJIsIEMBIM K TPAAUIIMOHHBIM MOEAM. BaxkKHO N3MepUTh, HACKOJIBKO TaIeKU
CTpaTeruu U TOJIUTUKUA OT BOCIPUATHS MEHE/KEPOB (HOBBIA pa3phiB 2) U
HACKOJIBKO JajieKo crenuduKanuy, Mpoueaypbl U CTaHAAPTHI OT IOJIUTHK U
cTpaTeruii (HOBBIN pa3phIB 3).

B TpaguIMOHHBIX MOJIEJISIX Ppa3JIUUUN B KadecTBe OOCIIyKUBaHHUSA
BOCIIDUATHE MEHEIPKMEHTA OXKUJAHUN KJIMEHTOB HANpsAMYKO BJIUSAET Ha
cnenu@UKau KadecTBa OOCTY>KHBaHUS (PHCYHOK 3), HO B pa3pabOTaHHOU
MOZIeJIU BOCIIDUATHE PYKOBOJCTBOM OXKHAAHUN IOTpPeOUTENed, a TakkKe
OJKUJIAHUSIMH KJIUEHTOB SIBJISIIOTCS PYKOBOAAIIMME ITPUHIUIIAMH JIJISI CTPATETUH
Y TIOJINTUKH KayecTBa 0OCIy>kKuBaHUs (PUCYHOK 4). Pa3pbIB 3 ompesiesisieTcs Kak
«Pa3HUIIA MeXAy CTpaTerued KauvecTBa OOCIIY)KUBaHHsA W CIEeNUDUKAIUAMU
KayecTBa 00C/TyKUBaHUS».

«/measpHble CTAaHAAPTBI» - 3TO OAWH U3 IIyHKTOB, J00ABJIEHHBIX B
TPaIUIIMOHHbBIE MOJIeTU. XOTsI HEOOXOAWMO WMETh MPOILIBIH OIBIT pabOTHI C
CEPBHCOM, HEBO3MOKHO CIIPOCHUTD KJIMeHTa (0 ero / ee 0KUJAHUU OT CEPBHUCA), Y
KOTOPOTO paHee He ObLI0 onbITa. OKUIAHUS TAK¥Ke MOTYT OBITh OIpe/iesIeHbl KaK
HJleyTbHbIE CTaHJIAPThI, KOTOpPbIe KJIWEHT HCIOJIb3yeT B CBOEM CO3HAaHHU 0e3
ombiTa. [losTOMy pelreHO A00ABUTh KOMIIOHEHT «H/IE€UIHbHBIX CTaHZAPTOB» B

pa3paboTaHHYI0 MOJIeNIb (DUCYHOK 4).
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YCTHbIE JInyHble MpoLwnbii WpeanbHble
KOMMYHMKaLmK noTpebHOCTM onbIT CcTaHaapThl
Oxxunpaemas
PaspbiB ycnyra
[octn 1 PazpbiB
9 Pa3pbiB 8
Monyyaemas
PaspbiB 11 ycnyra
Pa3pbiB 13
Mpouecc Paspbis 7 BHetwHKe
oKa3aHus KOMMYHUKauunun C
venyr noTpebutensammn
Pa3pbiB 6
Pa3pbiB 5
Bocnpusartue BocnpusaTtue MNepesop
COTPYAHUKOM COTPYAHUKOM OXWIaHW B
OKNAAHNIA OXKMARHWI cneundgukaumm PaspbiB 4
rocremn rocren KayecTsBa
Pa3pbiB 14 Pa3pbis 3
Bocnpusatue
PYKOBOACTBOM CrpaTerusi u NonuTVKa lMocTaBLumK
OXuaaHun PaspbiB KauecTBa 06/1yX1BaHWS yenyr
roctemn 12
Pa3pebiB 2
PazpbiB N
10
Bocnpusitne
PYKOBOACTBOM

OXXWUAQHUI rocTen

PucyHok 4. PazpaboraHa Mmoaenb pa3pbiBa B KaueCTBe 06Cny)KuBaHus
Crnenudukanuu moJse3Hbl AJs olpeAesieHUs KadecTBa. Crernudukamuu
HeOOXOIMMBI JJIS PYKOBOJICTBA IIEPCOHAJIOM B €ro JIesiTeJIbHOCTH, a TaK)Ke B
KauecTBe cpejicTBa cpaBHeHUs 114 3¢ GeKTUBHON OIIEHKH KaudecTBa. B paszeie
«Pa3pbhIB 4» yKasaHO, HACKOJIBKO TEXHHUUYECKHE XapPAKTEPUCTUKH JaJIEKU OT
U/IeJIbHBIX CTAHJAPTOB, KOTOPble KJIWEHT IIPUHUMAET B CBOEM CO3HAHUU. DTOT
pa3phIB OIpejiesisieTcss Kak «PasHuIa Mexay HAeaJIbHBIMH CTaHAApTaMH U
crenu@UKaIUIMU KauecTBa OOCTyKUBAHUS» .
YToOBI yCTAaHOBUTH NPABUJIbHBIE CIENUUKAIUN, BaXKHO OOpaTUTH

BHHMMAHHE€ Ha BHEIMIHKHE KOMMYHHKAIIWH, YTO O3HAYAET I/IH(l)OpMI/IpOBaHI/Ie
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KJIVMEHTa, a TakXKe IMOJIyueHHe WH@OpPMAIUM O HEKOTOPHIX CIenudUKamuiax.
OTcyTcTBHME TaKUX YCWJIMH MOXET TIPUBECTH K pa3pbhiBy B KauecTBe
obciy>kuBaHusA. Pa3peIlB 5 ompezaensercsi Kak «PasHuIla MexAy BHEUTHUMH
KOMMYHUKAIASAME U CIEITUPUKAIUAMU YCIIYT»

«BocnpuaTie pykoBOJCTBOM OXKHUAAHUM IoTpebuTesel» - 3TO elle OJUuH
KOMIIOHEHT, 100aBJIEHHBIH K TPAJUIIMOHHBIM MOJIEJIsIM. B TpaInIIMOHHOM MO/1e/Ti
Pa3phIBOB B KauecTBe YCJIYT Pa3pbiB 1 ompeesseTcss Kak pasHUlla MeXIy
OJKUJIAaHUSIMH KJIMEHTOB U BOCIPUSATHE PYKOBOJCTBOM OXKHUJAAHUH MTOTpeOUTEIEH.
BocrpusTie KIMEHTOB TakKe Ba)KHO, IOTOMY UTO OHO IOKAa3bIBAET, UTO KJIMEHT
Ha caMOM /iejie BOCIIpUHHMaeT 00 yciyrax, a Takke HeoOX0UMOCTb TOTO, YTOObI
MeHe/KEPHI UMeJTU JOCTYI K OKUJAHUAM KJINEHTOB U UX BOCIIPUATUIO KAUeCTBa.

PazpeiB 11 ompepensiercsi kak «Pa3Huma Mexay BOCHPUHUMAaeMOU
KJIMEHTaMU YCJIYyTOU U BOCIIPUATHE PYKOBOJICTBOM OXKUIAHUH MOTpebuTeei' .

BocrpusiTie pyKOBOJCTBOM BOCIPHATHE KJIWEHTA BJIMSET HA CTPATETHIO
obcmykmBanusa. CocpeoTOUYMB BHHUMAaHUE KaK Ha OXUJIAHUAX, TaK W Ha
BOCIIPUATHHU KJINEHTOB, MEHE/PKEPHI MOTYT MOHATH CTEIEHb Y0BJIETBOPEHHOCTH
KJINEHTOB. Pa3phIB 12 MOABJIAETCS, €CJIU 3TOTO He IMIPOUCXO/IUT, U OIIpe/iesIseTcs
Kak «PasHuIa Mexay BOCHPDUATHUEM YIPaBJIEHHUS BOCIPHUATHEM KIIMEHTOB U
cTpaTervuei 06CITy>KUBaHUA».

«BocupuaTne CcOTpyIHUKAaMU BOCIPUATHUSA KJIUEHTOB» - ellle OJUH
KOMIIOHEHT, I00aBJIEHHBIN B TPAJUIIMOHHBIE MO/IETU. B TpasuIimoHHON Mojieu
npobeJsioB B KauecTBe OOCIy>KUBAaHUSA Pa3pblB 6 ompezessercsd Kak pasHUIA
MEXJIy OXKUJaeMbIM OOCIy:KUBaHUEM KJINEHTOB M BOCIPHUATHEM OXKUJAHUN
COTPYAHUKAMH, HO Ba)KHO, YTOOBI COTPYAHUKU TIOHUMAJIA BOCHPUATHE
KJINEHTaMU IpejjiaraeMoro obciayxuBaHus. CiiejoBaTesbHO, pa3pblB 13
ompesnesisieTcsl Kak «PasHHUIlAa MeXy BOCHPDUATHEM KJIMEHTAa M BOCHPUATHEM
COTPYAHUKOM BOCIIPUATHUS KJIIMEHTA».

Jln  MeHe/KepOB Ba)KHO IIOATOTOBUTH YCJIOBUA IS YJIy4IIE€HUS
CIOCOOHOCTY COTPYITHUKOB PA3BUBATh KAUECTBEHHBIE OTHOIIEHUS C KJIMEHTAMU U
MOHUMATh MX OXKUJAHHUSA W BOCHPHUATHE OOCIyKUBaHHUA. B TO BpeMs Kak B
TPAAUIIMOHHBIX MOJEJSAX pas3pblBa B KauecTBe OOCIy:KuUBaHUS (PUCYHOK 3),
paspbIB 7 ompezesseTcsi KaK pasHUIA MeXJy BOCHPUATHE PYKOBOJICTBOM
OXKHUIAHUH OTPeOUTEIed U BOCTIPUATHE COTPYAHUKOM OXKUJAHUH ITOTpebuTesel,

34€Ch HE yAC/IA€TCA BHUMAHHA PA3HUILE MEXAY BOCIIpDHATHEM PYKOBOACTBA U
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COTPYZAHUKOB. Pa3peiB 14 ompezesnserca kKak «PasHuma Mexay BOCIPUATHE
PYKOBOJZICTBOM OXKHJQHUU TOCTH U BOCIIPUSTHE COTPYAHUKOM OKUTAHUU TOCTH».
Bwvteoodnt
B aTO¥ cTaTthbe OBLIM pacCMOTPEHBI TPAJUITMOHHBIE MOJEIU ITPOOEJIOB B
KauecTBe OOCHy)KUBaHUA. XOTSI OTO HCCIAEJOBAHWE IOKAa3bIBaeT, YTO
TPAQJAUIMOHHBbIE MOJIEJIN He SABJIAIOTCA MCUYEPHBIBAOIUMU, OHO IIBITAJIOCHh

pa3paboTarh X, YTOOBI OHU OBLIH O0JI€€e TOJTHBIMU /IS PA3TUUHBIX IPUJI0KEHU.
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The role of ICT in achieving sustainable tourist development in Arab
countries (through a case study of the reality of e-tourism in Lebanon
as a developing tourist market)
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Abstract. Technological changes and the development of information and
communication technology imposed modern images of dealing, like the electronic
tourism services, which are now a necessity that cannot be ignored by any tourist
activity. So this led to the emergence of various tourist internet sites, that not only
used in the electronic marketing of tourism, but also to the possibility of electronic
booking and payment of tours. So what is the impact of information technology
(Internet) in the field of tourism services to support the achievement of sustainable
development in developing countries? This will be discussed in the article by
studying the following main points by focusing on the role of technology usage and
its effect on tourism in the Arab countries in general based on the international
report on the competitiveness of tourism and travel, and focusing on Lebanon in
particular: identifying weaknesses and ways of treatment) demand.

Keywords: ICT, electronic, tourism, services, websites, digital, Arab
countries, Lebanon.

The purpose and objectives of the study :

Despite the widespread of electronic commerce, the role of e-tourism is still
weak in the tourism industry in the Arab world in general, although that some Arab
countries have reached advanced ranks in the global competitiveness of tourism.

Therefore, the importance of the research starts from the role of tourism in
increasing the GDP, to the importance of electronic commerce in the technology
and information domain, which achieve huge benefits offered by e-tourism to the
providers and users of tourism services.

The research aims to achieve the following objectives:

. Emphasizing the importance of e-tourism and its role in the
development of Arabic tourism.

. Determining the obstacles to the development of e-tourism.

. highlighting the current situation of e-tourism in some Arab
countries in general and focusing on Lebanon in particular, including the study of

some websites of tour agencies to know the extent of achieving the desired goal in
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supporting e-tourism and thus identifying the weaknesses and the possible
solutions to activate its role and development.

The research methodology:

The research will be based on the analytical descriptive approach through
studying the facts of e-tourism and its development levels in some Arab countries,
including Lebanon. An analytical study will be conducted of some tour agencies
located in the capital of Lebanon and samples of tourists arriving in the tourist
season 2018, based on the following assumptions:

. E-tourism has the largest share in e-commerce activities.

. There is no statistically significant impact of the use of electronic
means on taking the decision of buying tourist package (for tourists).

o The dependence of tour agencies on using the means of e-tourism,
and the impact of this use on their work (there are no significant differences
between the setting up of Internet sites in Lebanon and e-tourism).

Introduction:

Information and Communications Technology ICT is a powerful tool for
participating in the global market, improving the provision of basic services and
providing local development opportunities. And the Investment in this domain is
one of the main drivers of the competitiveness of economic institutions. According
to a study by the Organization for Economic Cooperation and Development
(OECD), ICT is an important factor in promoting development Economic, and
therefore must be involved in the economic and social community, and it is
noteworthy that tourism services are currently ranked first in electronic commerce.

With the huge growth of internet usage in the past decade, the conflict
between travel agencies and online e-booking systems has escalated until
competition is out of the ordinary in extending their influence over this industry,
which is one of the largest and fastest growing industries in the world, and the most
important and influential in the global economy. The rapid development of the
technology industry and the growing growth of Internet operators in the world
have helped to increase the marketing of the travel industry over the past few years
around the world. In fact, the travel and tourism sector is one of the first sectors
that started working on the online services, and with the passage of time created a
new kind of rival for travel agencies, which is known as e-tourism. This concept

appeared, where tourists can organize their trips by themselves using the Internet,
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and this contains all steps of the tour, from firstly taking the decision of buying a
package, to collecting the information needed, then booking the flight, and it does
not stop at this limit, but also expressing the tourist's impressions and the degree
of satisfaction with the level of services provided throughout the trip.

The emergence of e-tourism and its structural and design
requirements:

E-tourism is the services provided by the information and
communication technology for the purpose of accomplishing and promoting
tourism and hotel services through various open and closed networks,
relying on the principles of e-commerce, and in fact goes beyond this
concept, including even mobile tourism (m-tourism) which using portable
electronic devices such as mobile phones, notebooks and others, so that the
information and communication technology is used by all the partners of the
tourism sector, from institutions, bodies and individuals.

This technology may be used in the construction of tourism entities,
which also requires the technological know-how of its visitors, such as smart
hotels that are built, operated and managed by modern technology.

E-tourism has emerged with the beginning of the use of Web services
between business companies (b2b), between business companies and consumers
(b2c), and among consumers, themselves (c2c), and the site degriftour.com
emerged as the first global tourist site in 1990 [1].

E-tourism requires four basic stages of digital content creation:

o Collection of tourist data (quotations, maps, reports ...)
o Digitization of data collected using various technological means.
. Publishing information collected electronically across the web, across

multiple electronic media, and in more than one language.

. Provide tour agencies and hotels with an acceptable and compatible
Internet connection, e-mail, as well as telephone and fax.

In fact, e-tourism must be supervised by a national body through a
comprehensive portal for various direct and indirect tourism services (such as
banks, different ways of transportation...).

Many researchers pointed that it should be an essential strategy for

successful internet marketing including the design or the shape of the website,
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which must link an individual to in-depth information about goods or services and
promote his or her intentions to actually make the purchase, must continuously be
adapted to changes in the market space. It could be mentioned to some criteria

for designing electronic tourism sites: [2]

. Focusing on the main objective of the website.
. Offering the tourist service transparently and clearly.
. Designing sites that communicate with the consumer audience,

taking into account the different desires, incomes and age groups of these
consumers.

. Coordination with the websites of the various participants in the
tourism industry and the electronic link between those sites.

o Considering the multi-nationalities of the consumer audience in this
sector, thus the site must include more than one language in order to ensure the

greatest spread.

o Providing tourism data in a clear, orderly and continuously updated
manner.
o Exchanging tourist information on an international level.

The motivation of using ICT in Tourism and Hospitality:

Development of tourism services quality will only be made possible by the
use of technology in the various areas of tourism industry, from planning,
promotion, marketing, booking, contracting, financial settlement, etc.

WTO has alerted governments, organizations and institutions to the
importance of using information and communication technology, that has become
the basic building block for tourism development and is no longer an option for the
sector. But still cannot be considered e-tourism a competition for traditional
tourism, but a complement for it through:

- The tourism services of all types are highly dependent on the tourist
information exchange, which are difficult to measure their quality until after the
experiment. Therefore, the Internet can role an appropriate mean to reduce this
discrepancy through the virtual visit of the tourist service so that the visitor
through the interactive visual image of the site can identify by himself the required
detailed information of the tourist service or destination to be visited, plan his trip,

and allocate an approximate budget for his expenses [3].
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- The use of information and communication technology (ICT) reduces the
cost of producing tourism services while contributes on the one hand of supporting
the tourism promotion, and on the other hand reduces costs, especially those
related to communication (direct contact with intermediaries and tourists),
distribution services, printing publications and tourist brochures, as well as
reducing the volume of over-employment and upgrading the skills of workers and
training them on the use of computers, Internet, applications and various
programs.

- The expansion of the use of technology may lead to the emergence of
potential needs that did not exist before, which leads to developing new and various
products that meet these needs, and this expansion will improve the service
provided, extend the customer base and increase the competitiveness and the
credibility of the tourism institution, which in total reflects positively on the income
of the tourism sector. In other words the use of e-tourism is evidence of the
progress of the technological structure and electronic services in the country
concerned and this contributes to attracting foreign investments.

The effects of virtual competition on the field of tourism services:

The most important reasons for the development of the electronic tourism
sector[4] are the increase in the confidence and safety of electronic payment
methods, and the various offers of services available at any time, that are
characterized flexibility according to the requirements and needs of the consumer.
As the tourist service is not a tangible product, the Internet has become a logical
alternative to traditional travel marketing.

Thus, the expansion of the use of e-tourism leads to a change in the structure
of the traditional tourism sector [5] by reducing the cost to the final consumer by
limiting the role of intermediators (travel agents, international reservation and
distribution networks, national and regional tourism administrations ...) who play
a key role in connecting between tourism service providers (hotels, restaurants,
airlines ...) and then market these services in the form of combined package for
tourists - in other words that the relationship between the producer of the service
and the consumer is not a direct relationship.

But the entry of the Internet into the field of tourism has caused a change in
this economic model, the mediator does not exist and this made the relationship is

direct between the producer and consumer, so the consumer is called the electronic
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consumer. However [6] this does not mean skipping the role of mediator in the
field of electronic marketing, but they retain their positions in the virtual market
under the name of virtual intermediaries, where they do several functions,
including studying the needs of tourists, researching, evaluating and selecting of
tourism products appropriated for distribution, providing advice to tourists,
providing information about tourists to the producer, achieving compatibility
between the producer with the consumer / tourist.

( Y, Travel agents
Hotels _ i
Sightseeing i _ i
L S world wide web !
— “Internet”
Transport | . -

| N —

Other : international

[ Tour operators ] reservation and
distribution
networks

L___.._______."»._T_____

producer

virtual intermediaries

Figurel. The new structure of tourism sector according
to the usage of TCI

Elements required to achieve e-tourism in the Arab countries:

This type of tourism is characterized by high technological technology,
which is imposed on the countries that are seeking to develop the work in the field
of electronic tourism services to provide many conditions, including:

- Expand the Internet access and increase the number of portals to ensure
permanent communication and with the necessary speed.

- Reduce the cost of using the Internet to make this service is available to all
groups of society.

- Develop awareness of the importance and role of electronic commerce in
our world, improve the human capabilities that are necessary to work in this field,

and link e-tourism in general to the domain of electronic commerce.
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- Promote the management of tourist destinations through the use of
electronic marketing skills and tourist portals.

- The development of e-tourism by Arab banking systems through the
development and processing of banking systems so that they can make deals with
customers, otherwise the biggest beneficiary will be foreign institutions e.g., non-
Arab credit card issuers.

- The availability of integrated databases on tourism resources and all kinds
of tourist products, and supporting the websites of this industry with all the
required data, which is the responsibility of the tourism Availability of integrated
databases and information on tourism resources and products and supporting the
websites of the industry with all the required data, which is the responsibility of the
tourism governmental ministries and entities.

The current reality of e-tourism in the Arab countries:

Most of the Arab countries still suffer from a lack of tourist numbers due to
the unstable security situation, the weakness of the telecommunications
infrastructure, and in some of them, the banking system is still closed and fragile.
The majority of the governmental and non-governmental tourist websites are
characterized by bureaucratic language, besides the lack of credibility of many of
these sites both in terms of exaggeration in the offer of services advertised
electronically or non-commitment to provide details about these offers.

Many efforts have been made to develop e-tourism in the Arab world[7],
including holding several conferences to promote this tourism, like the sequential
meetings of the Arab Ministerial Council for Tourism, starting in 2003 with a work
team of to activate and develop e-tourism in the Arab countries. Besides of a
number of forums that focused on the development of tourist marketing methods
through the Internet, and the use of social networks to promote tourism
experiences with the aim of the urgent and comprehensive expansion of modern
communication and information technologies. The most effective efforts in this
field was holding the Arab Conference for E-Marketing and E-Tourism in its
successive annual sessions, which achieves a continuous increase in the number of
participants. The conference is attended by many academics, tourism experts and
institutions around the world, it aims to develop a strategy to improve the ICT
infrastructure required by the main parties interacting in the e-tourism system, like

suppliers and intermediaries, so that they can play an active role in the new
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structure of the international tourism sector through cooperation between the
government and the private sector in order to achieve the required change in the
distribution structure of tourism products, and links between suppliers and
tourists, through the coordination of product display systems. As well as the
discussion of various important topics through the conference such as designing
and developing web sites, e-commerce and e-tourism marketing, e-banking and
online payment methods, the possible ways to increase the demand for tourism
products through the Internet and the role of e-government in activating e-
tourism, and presenting some successful experiences in the field of digital economy
from the world.

The competitiveness of tourism and travel is one of the indicators
showing the economic strength represented by the tourism sector at present, so the
strength of any country in the tourism sector depends on the ability of tourism to
influence its economy to compete regionally and globally, which requires from the
countries to pay attention to the issue and concepts of competitiveness in the
tourism industry, to achieve to achieve the goals of sustainable development
because of its effects on the economic, social, cultural and environmental aspects
of communities, then the possibility to actively stimulate other sectors.

According to the Global Tourist Competitiveness Report 2017-
2018, which shows the location of the Arab countries on the world tourist map and
their affected impact by the development of information and communication
technology, the report reveals that the UAE (United Arab Imarets) enjoys a
tourist priority than others by occupying first place in the Arab world and 29th in
the world. In recognition of the efforts to keep pace with the general electronic
transformation and in line with Dubai's global standing, Dubai's Department of
Tourism and Commerce Marketing (DTCM) has introduced an e-services package
for tourists on its website, which has led to an increase in the number of tourists
and investors from all over the world, some of these services are[8]:

- Photo Service: The browser can request both old and new images
electronically.

- Live camera service: where through it, you can watch live footage from
Dubai city.

- Video Service: Includes a live presentation of Dubai's tourism and business

world via the Internet.
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- Dubai Map: that identifies the major roads in Dubai, as well as tourist,
heritage, commercial and industrial sites and new projects under construction,
shopping malls, schools, universities, hotel apartments and hospitals...

- Hotel reservations: Visitors to Dubai can book online by clicking on the
required area of service, and can also get to know some of these hotels through a
three-dimensional visit inside.

In order to spread awareness of the importance of e-business, Dubai airports
have supported the e-business environment by building a 24-hour portal, where
than 99% of flight schedules, hotels and cars reservation, weather monitoring and
other services are available online.

While Qatar was ranked the second place in the Arab world and 47th
internationally, due to the stability in the security situation by its keeping away
from the political crises happened in the Arab region, in addition to its
steadfastness against global financial turmoil, which in turn has affected on the
development of technological infrastructure in the various business fields.

Lebanon has fallen back two places compared with its overall rank in 2015,
to occupy 96th in the world tourism competitiveness of 2017, but regionally ranks
10th after being in the 11th place in 2015. Analysis of Lebanon's competitive
tourism and travel indicators shows clear progress in both of ICT readiness and
business environment, while the level of safety and security, which is constantly
declining, highly affects the tourism sector. While the other indicators remained
relatively stabled over the last three years.

Tablel. Comparative analysis of Lebanon's competitive tourism and travel
indicators over the last four years

The indicator | 2015-2016 | 2017-2018
Enabling environment

Business environment 3.76 4.2
Safety and security 3.81 3.6
Health and hygiene 6.04 5.9
Human resource and labour 3.8 3.9
market

ICT readiness 3.62 4.3

T&T policy and enabling conditions

Prioritization of T&T 5.22 5.0
International Openness 2.50 2.5
Price Competitiveness 4.84 5.5
Environmental Sustainability 3.29 3.7
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Infrastructure

Air Transport Infrastructure 2.46 2.4
Ground and port infrastructure 3.10 2.9
Tourist Service Infrastructure 5.18 4.3
Natural and cultural resource
Natural Resource 1.71 2.1
Cultural Resources & Business 1.47 1.4
Travel

Despite the overall improvement in the tourism sector at the Arabic level in
general, and in Lebanese tourism in particular, the share of e-tourism is weak as
yet, due to the fact that the rate of electronic readiness is still primitive, as well as
the poor infrastructure of air and sea transport, as what pointed out by Global
Economic Competitiveness Reports.

Lebanon, whose position fluctuates a lot in the reports of global
competitiveness of tourism between the little-advanced ranks and the very late
ones, raised the questions of many economists to find out the reasons for that,
some researchers attributed this disparity to the contrast in efficiency of financial
markets, in the government systems and others.

But what concerns us in this research is the weak level of technological and
electronic infrastructure, which is considered the main indicator of measurement
in the global competitive report related to e-tourism.

Here, it was necessary to present the real situation of e-tourism in Lebanon
and try to find the causes of weakness in the field of e-tourism and the role of travel
agencies in that.

The statistical study:

To determine the problem, the researcher prepared a questionnaire form
and distributed it to the statistical sample and then analyzed the results.

The statistical community and sample:

In this field of researches, the community is reflected in the tourism and
travel agencies that working in Lebanon as well as all the tourists who entered the
country in 2018. Due to the difficulty of obtaining the numbers of these tourists
accurately, it was estimated that sample 92 members would be acceptable provided
that they are distributed randomly, whether in terms of the nationality of tourists,
or the age groups or the purpose of the visit (archaeological, religious, natural,

health ...), and a sample of 53 tour agencies.
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According to research hypothesis:

The first hypothesis: - E-tourism has the largest share in e-commerce
activities.

1 - Tested theoretically, e - tourism offers a model of interaction between
traditional economic activity - i.e., tourism - and the Internet as the advanced
technical management of the digital age. Where the importance of e-tourism is
becoming increasingly important with increasing interest in e-commerce.

The second hypothesis: - There is no statistically significant impact of
the use of electronic means on taking the decision of buying tourist package (for
tourists).

The results of the questionnaire shows:

1. 91.3% of the respondents and with a mean of 4.39 confirmed that they
use other international sites such as expedia.com to make the travel decision. This
should induce the tour agencies to work on offers including accommodation, travel,
transportation, food and beverage fees with the total cost accounting.

2. 56.5% of respondents and with a mean of 3.33% confirmed that they
rely on the offers by tour agencies on their websites as an advertising medium to
make the tourism decision.

3. 66.3% of the respondents and with a mean of 3.55 relies on ‘Google’
as a mean to search for their choices to make the tourism decision.

4. 50.3% of respondents with a mean of 3.93% uses internet sites to
complete all hotel reservations before making a tourism decision.

5. 37% of respondents with a mean of 3.24% are based on the Internet
as a means of communicating with tour agencies in the countries they desire to
visit.

6. 50% of the respondents with a mean of 3.25% rely on official tourist
sites such as ‘the Ministry of Tourism’ to make a tourism decision.

It is noted that the average of the answers to the previous questions (the
sample mean Ms) was greater than the average of the specific statistical population
(the population mean Mp = 3). Therefore, there is a significant difference between
average of the sample and of the society that determined by the value (3), this
difference is in the interest of the research community. Thus we can deduce the
importance of using e-tourism to attract tourists to countries that are more

interested in this kind of tourism transactions.
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The third hypothesis: The dependence of tour agencies on using the
means of e-tourism, and the impact of this use on their work (there are no
significant differences between the setting up of Internet sites in Lebanon and e-
tourism).

The results of the questionnaire shows:

1. 28.3% of the sample (travel and tour agencies), with a mean of 2.92%
showed that bookings through the website are made by tourists of foreign
countries.

2. 22.6% and with a mean of 2.60% of tour agencies are encouraging
tourists to make the decision of buying package by special offers while visiting their
websites.

3. 69.8% of respondents with a mean of 3.74% said that foreign
languages are the most important obstacles to the development of e-tourism.

4. Among them, 13.2% with a mean of 2.40% indicated that electronic
bookings are constantly reducing the number of employees in the tourism domain
in general.

5. 13.2% and a mean of 1.74% mentioned that the websites provide a

good knowledge about the country and its destinations.
Here it is observed that the difference between average of the sample Ms and

of the population Mp = 3, is not in the interest of the research community. That
indicates to declining the level of interest of travel and tourism offices in e-tourism

than it should be compared to other countries.

Table2. Results of statistical study obtained through SPSS

t df Sig(2-tailed) Mean
difference
The second -2.080 100 .042 -.32 Refused
hypothesis
The third 5.558 52 .000 74 Refused
hypothesis

The second hypothesis: The hypothesis is rejected because Sig (2-tailed) =
0.042<0.05, therefore we accept an alternative hypothesis that there is a
statistically significant impact of the use of electronic means on taking the decision

of buying tourist package (for tourists).
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The third hypothesis: The hypothesis is rejected because Sig(2-
tailed)=0.000<0.05, therefore we accept an alternative hypothesis that there are
statistically significant differences between the setting up of Internet sites in
Lebanon and e-tourism, i.e. the dependence of tour agencies on using the means of
e-tourism, and the impact of this use on their work.

Conclusion:

According to the results of the statistical study, some recommendations can
be suggested through the following:

. Reducing the cost of the Internet so that become accessible to all
groups of society like the rest of the countries that provide free Internet connection
services.

o Undertake innovative marketing efforts to enable the spread of
tourist websites in the different web search engines.

o Adopt encouraging policies for use of Internet applications in tourism
transactions, e.g. by giving discounts on airline tickets that are purchased through
the Internet.

o Provide the tourist data always in a clear, recognized and honest way
for the browser through the Internet, and secure it to ensure the integrity of
transactions that may be traded through the tourist websites.

o The need to develop a code of ethics in the field of communication
technology that allows the evaluation of the quality and transparency of
information published on the website.

o Design website in more than one language, ensuring wide spread and
easy handling.
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Appendix 1
The questionnaire of the second hypothesis
Questioning points Strongly not |neutral | agree | Strongly |arithmetical
Disagree | agree agree mean
- use other repetition 1 5 2 33 51
international sites such |nercontage[ 1.1 54 | 217 | 359 | 554 4.39
as expedia.com to
make the travel
decision
- rely on the offers by |repetition 10 23 7 31 21
tour agencies on their
websites as an percentage|  10.9 25 7.6 | 337 | 228 3.33
advertising medium to
make the tourism
decision.
- rely on 'Google' as a |repetition 9 16 6 37 24
mean to search for
their choices to make  [percentage 9.8 174 | 6.5 |40.2 | 26.1 3.55
the tourism decision.
- use internet sites to  |repetition 10 13 19 46 4
complete all hotel
reservations before percentage|  10.9 141 | 20.7 | 50 4.3 3.23
making a tourism
decision.
- basing on the repetition 7 8 43 24 10
Internet as a means of
communicating with  [percentage| 7.6 87 | 46.7 | 26.1 | 10.9 3.24
tour agencies in the
countries they desire to
visit.
- rely on official tourist |repetition 11 22 13 25 21
sites such as 'the
Ministry of Tourism' to |percentage 11.96 23.9 14.1 | 27.2 22.8 3.25
make a tourism
decision.
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Appendix 2
The questionnaire of the third hypothesis
Questioning points Strongly [not |neutral jagree |Strongly |arithmetic
Disagree |agree agree al mean
- bookings through the |repetition 10 13 15 14 1
website are made by
tourists of foreign percentage| 18.9 24.5 | 28.3 26.4 1.9 5 68
countries.
- tour agencies are repetition 3 27 11 12
encouraging tourists to
make the decision of |percentage| 5.7 | 50.9 | 20.8 | 22.6 2.60
buying package by
special offers while
visiting their websites.
- foreign languages are |repetition 1 6 9 27 10
the most important
obstacles to the percentage| 1.9 | 113 170 | 509 | 189 | 374
development of e-
tourism.
- electronic bookings are |repetition 5 29 12 7
constantly reducing the
number of employees in |[percentage| 9.4 54.7 | 22.6 | 13.2 2.40
the tourism domain in
general.
- the websites provide a |repetition 34 9 3 4 3
good knowledge about
the country and its percentage| 64.2 | 17.0 | 5.7 7.5 5.7 1.74
destinations.
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