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EBoniouia KoHuenuii mapkeTuHry nocnyr
Yy KOHTEKCTi pO3BUTKY EKOHOMIYHOI Teopii

Y cTaTtTi npoBeeHo [ocnigkKeHHs TEOPETUYHIX XapakTe—
PUCTVK KaTeropii «nocnyruy, a TakoX Po3risHyTO eBomo—
Uito KOHUEenuii MapKeTuHry rocnyr B eKOHOMIYHIA Teopii.
BupineHo 4oTvpy BUAV BiAnbHOCTI 3 HAAaHHS MOCAyr.

MocranoBka npo6nemu. Cdhepa nocnyr cbOrofHi Bigirpae
BaX/IMBE 3HAYEHHN B eKoHoMili YkpaiHu. OCHOBHUMW YNHHW—
KaMW Lib0ro € CTBOPEHHSA YMCNEHHUX poBo4mx MicLpb i hopmy—
BaHHA 3HA4YHOro BHECKY Y (DOpMyBaHHsI BanoBOro BHYTPILL—
HbOro NpoaykTy. Y cepepHbomy 6nmasko 70% BBl bygb—akoi
3 PO3BMHEHUX KpaiH BMpobnaeTees y cektopi nocnyr [4, c. 901
HesBaxatounm Ha BENWKY 3HAYMMICTb MOCYr, BiAMOBIGHOMO
TeopeTn4Horo 6a3ucy i HanexHoro BUBYEHHSI HayKOBLUAMM i
LOOCRigHMKaMKM faHa KaTeropisi He 0TpMMana, came TOMy aBTo—
pOM i 6yN0 BUPILLEHO PO3rASHYTY faHE MUTaHHS.

Cnig BIigMITUTWY, LLIO B PO3BMHEHWX KpaiHax B YHIBEPCUTETaX i
By3ax fie 6nnabko 70 HaykoBO—[OCHigHMX Fpyn, AKi BUBYaKOTb
MeHemKMeHT i mapkeTuHr nocnyr [4, c. 99]. LLinpoTa Ta po3-—
MaiTTs iIHBYCTPIl NOCAYr YCKNagHIE MOXIMBOCTI BUSHAYEHHS B
Pi3HMX CeKTopax Nocnyr 3aranbHuX 3aKOHOMIPHOCTEWN, Xxapak—
TepHUX Ana gadoi nocnyr. MeHemkKMeHT cdiepy Nocnyr Bigpis3—
HAETbLCH TPAAMULIMHO 3aMKHYTICTHO. Lle nposiBnseTsea B ToMy,
L0 KepiBHUKM MIgNpUEMCTB cdiepn obcnyroByBaHHA GinbLuy
YaCTVMHY CBOr0o TPYAOBOMO XMWTTHA MpautoBanu B ofHin cdepi
obcnyroByBaHHS, Hanpuknag B 6aHky, B NMikapHi, B yHiBepcuTe—
Ti, B Miniuii, B MOXEXHI 0XOPOHI TOLLO, Lo 06MexXye poTaLiio,
06MmiH goceigoM. 3axigHi fxxepena [2] cTBepaXyHOTb, L0 iX KO~
MVLLHIY [OCBIf Ha4acTiLLe «NoraHo Npaurey y pagi cutyauin
obcnyroeyBaHHS, a B iHLUWX B3arani He € KOpUCHUM. TomMy aB—
TOp AAHOro JOCHiAKEeHH: BBaXae 3a NoTpibHe po3rnsg NeBHUX
ocobmMBOCTeN nocnyr, ski BiApi3HAIOTLCS Big MaTepianbHUX
NPOZYKTIB i BAMaratTb 0COBNMBUX TEXHOMOMN MapKeTUHrY,
a[xe, He3BaXaro4u Ha NiagBuLLIEHY yBary 4o cdiepw Nocnyr, fo—
Tenep BiACYTHS EAMHA OyMKa LLOA0 MapKETUHIY NOCnyr, Lo 1
ByAe BU3Ha4eHO K OCHOBHA MeTa AaHOro AOCHIAXEHHS.

VY 3B'A3KY 3 LM BUHUKAE NUTaHHS, Y/ BApTO PO3rNaaaTV Map—
KETVHI MOCnyr fK AiANbHICTb, WO BiPI3HAETHCSA Bif MapKETUHIY
MaTepianbHO—PeY0BUHHIX TOBAPIB, YM cneumdika Nocnyr BCe X
TakW 3HaxXoOuTb CBOE BifOBPaXeHHs y CUCTEMI MapKETUHIY,
SIKNA BUKOPUCTOBYE MiJNpUEMCTBO cchepy 06CnyroByBaHHA?

AHani3z pocnigxenb Ta nyénikayiin 3 npo6nemu. Npy—
xunbHUKamu nepwoi noaudii € M. KnanHanstenkamn [10] i
[x. BentcoHn [1].

Tak, M. KnannansteHkamn [10] cTBepaxye, LWo nogin map—
KETUHIY peyert i MapKeTUHIY NOCNyr € HefoUiNbHUM 3 Takunx
NPUYNH;

— PO3XOAXEHHA MPOBOANTLCA Yepes [OBOSI HEOJHO3HAYHNI
KpUTEPIV: MaTepianbHICTb NPoOyKL;

— BinbLUa YacTMHa peani3oBaHKX Ha NpakTuLi npouecis 36y—
Ty 3a3pganerigb 30piEHTOBaHa Ha nocnyrin abo xapakTepuay—
ETBCA TUMOBMMMUY 03HaKaMN MapKETUHIY NOCIyr, SKUiA BUpa—
XaEeTbCA, Hanpvknag, y 36yTi nvLle 3annaHoBaHoi 40 BUPO6—
HWLUTBA, @ He roTOBOI MPOAYKLi, @ TaKoX y npouecax iHTerpawii
30BHILLHIX, TOBTO HaJaHWX KNiEHTOM, (hakTopiB BUPOBHULITBA.

Ix. bewntcon [1] BBaxae, WO AenapTaMeHT MapKeTuHry
rpae GinbLU BaXMBY Pofb Y KOMMaHIAX, WO 3anMaloTbCs BU—
POBHULITBOM | NpodaXkemM MaTepianbHUX NPOAYKTIB, HIX Y TUX,
AKi NPOMNOHYOTbL CBOIM KnieHTam nocnyri. OcTaHHi piLLeHHS, AKi
CTOCYHOTbCS CTBOPEHHS HOBWX MPOAYKTIB, LHOYTBOPEHHS Ta
MPOCYBaHHS, MOXe NPUAMATK NepcoHan iHWWX genapTaMmeH—
TiB, CTBEPAXYE BiH. BenTcoH Bnainse asa 3aBaaHHs, 3 pilleH—
HAM SKMX CEepBICHIA ipmMi MOXe [O0NOMOrTv AenapTameHT
MapKeTUHry, — Le CTBOPEHHSA KOPropaTMBHOI KynbTypy Ta
36iNbLLEHHS YaCTKMN PUHKY.

B. 3entmaH i M. BitHep [3] poTpumytoTbes iHLWOT no3uuii. Bo—
HW BBaXatoTb, LU0 rOMOBHA MPU4YMHA CTBOPEHHS 0COBNMBOro
KOMIMeKCY MapKeTUHIrOBMX KOMYHIKaLin y cepBiCHMX hipmax —
ue HeobXigHICTb AEMOHCTPYBATU 3aMOBHWKY HaMBULLi AKOCTI
TiEl nocnyru, sky BiH 36upaeTbes npupbaTtu.

K. "'peHrpooc [5] Takox [oTPUMYETLCA TaKoi XX QYMKU | BKa—
3YE Ha Te, WO nokyneub nocnyru 6epe y4acTb y NpoLeci Ha—
[aHHA Nocnyry, TOMy NPoLEeC HagaHHs MNocayrn 418 Hboro Ba—
XINVBUIA B TiA XXe Mipi, AK | pesynbTtarT. Lle cnpnynHsae ocobnusi
BMMOIY [0 NEPCOHany Ta CUCTEMW KOHTPOSH siKocTi. Kpim To—
ro, HEMOXNMBICTb 36epiraHHsA NOCNyr BUMarae TOYHWX po3pa—
XYHKIB MOXNMBOCTEN NIANPUEMCTB Y cdepi nocnyr.

OveBrAHWM € iCHYBaHHA CynepeYnuBIMX CyaXXeHb Npo TEOpito
MapKeTUHry nocnyr. B 38'A3ky 3 uym, NnepLu Hix cchopmynioBa—
TV CYTHICTb MapKeTUHIy NOcnyr, HE0BXigHO BU3HAYMTY NPUPO—
Ly camoi nocnyru. Baxnueo Big3HauMTK, LLIO aHani3 nocnyru sk
MPOAYKTY, 3aMpONOHOBaHOro A0 NPOAAxXY Ha PUHKY, 3HOBY X
3ILUTOBXYETLCA i3 CKNaAHOCTAMM, BUKNNKAHMMN Hacamnepes
TUM, LLO TEOPIs | NpakT1Ka eKOHOMIKM Chepy NOCnyr iCHYTb
OKPEMO 0OfHa Big ogHoi. Hacamnepep ue NOMITUTL TOR, XTO
crnpobye BUAINUTK 3aranbHe B TUX BUAax AisnbHOCTI, AKi, Bigno—
BiIHO 0 Pi3HUX KNacudikauin, BIGHOCATLCA [0 nocnyr. Hanpu—
Knag, nocnyramn BBaXatTbCs ynpaBriHHA (iHAHCOBUMW aK—
TMBaMV 3aMOBHWKA, LUNTTA iHAMBIAYyanbHOI MOAENi CyKHI, Nig—
KIHOYEHHS NpanbHOi MaLmHK Ta HaBYaHHA. O6'ekTn | pesynb—
TaTV B HaBEeOEHWX MpuUKnagax icTOTHO BigpisHAlTLES. [poTe
BOHM 3 MOBHVM NPaBOM MOXYTb HA3MBATMUCA NOCNyramu.

K. 'peHrpooc [5] BBaxae, wo Tinbkn B 90—x pokax eEKOHOMi—
CTU HEOX04e 3YNMUHUINCS Ha OOHOMY 3 BU3Ha4eHb nocnyr. [do—
Tenep B EKOHOMIYHIN NiTepaTypi MOXHa 3HAWTW Pi3Hi BU3Ha—
YeHHs1 KaTeropii «nocnyru». [ocuTb 4acTo MOXHa 3YCTpiTh
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BM3HA4YeHHS NOCNyru Ak KOPUCHOI i, cnpas, BUYMHKIB abo X fin
B3arani. [na naHoro [ocnigXeHHs Take BU3HAYeHH:A He npea—
CTaBNAETLCS LlikaBWM, OCKINbKW € 3aHaATO y3aranbHeHUM.

P. ManepH [4] Bu3Ha4ae nocnyry sk HemaTepianbHi akTuBY,
BpobneHi 3 meToto 36yTy. [. MpeHrpooc [5] BM3Ha4mB nocny-
ry fIk NpoLec, skui BkIo4ae cepito (abo Kinbka) HeEBNOBMMMX
Lin, sKi Npy HeobxigHoCTi BinByBatOTLCS NPY B3aEMOAIi MiXX No—
KynusMun Ta 06cnyroBy04MM NepcoHanoM, tisnyHUMKN pecyp—
camu, cuctemMamMmu NigNPUMEMCTBA — MOCTa4YanbHUKa MOCnyr.
Llen mpouec cnpsmoBaHun Ha BYpiLLeHHst NpobnemM nokynus
nocnyru. ®@. KoTnep BuaHavae nocnyry sk 6yab—aKy OiAnbHICTb,
fIKy 04Ha CTOPOHA MOXe 3anponoHyBaTK iHWWA [6,7]. PakTny—
HO, Ha MOro gymKy, Le HeBnoBUMA fis, Ska He NpUMBOAUTb A0
BOMOQIHHA 4YMM—Hebyab. TakMm 4mMHOM, mocnyra — ofgHa 3
CKIapoBux xapakTepucTuk 06'ekta abo cyb6'exTa, L0 € HA pUH—
Ky ToBapoM. 06'ekTu (thisnyHi ToBapm i topnanyHi ocobu) Bu—
CTynakTb fKepenamu, Hociamu nesHoro bnara.

Mera crarti — pfocnignTy TEOpPeTUYHI XapakTEPUCTUKK i
nocnyri, a TakoX po3risHyTV eBOMOLIK0 KOHLENUii MapKeTUHry
nocnyr B EKOHOMI4Hi Teopii.

BuknapgeHnHns ocHoBHoro marepiany. [locnyrv 3'aBnAOTLCA |
KyMytoTbCs B NpoLeci B3aeMogii cyb'exTiB Mix coboto, byayum pe—
3yNbTaToOM LiANbHOCTI, 8 He CaMoto QiANbHICTHO. [iAnbHICTb Xxe —
Lie HagaHHs nocnyr, 06cnyroByBaHHA Ta caMoobCnyroByBaHHS.

Y HayKoBUWX OOCAIMKEHHAX NpMpogdy Mocnyru AoCUTb YacTo
BM3Ha4aloTb Yepes ii BnacTtmeocTi. Cepen cneundivHmx Bna—
CTMBOCTEN Ha3MBalTb Te, L0 BOHW ABMATL coboto fjto abo
npoLec, BOHW HemaTepianbHi i iX HemoxnmBo 36epiraty, ix
AKICTb BinbLI MiHNMBA Y NOPIBHAHHI 3 MaTepianbHO—PeY0BUH—
HVM TOBapOM, a TakoX Te, L0 BUPOBHWLTBO | CNOXMBaHHSA N0~
cnyrun ogHo4acHi [8]. 3rigHo 3 ®. KoTnepom icHye Knacu4Hun
nepenik sIKocTen, BNaCTUBUX NOCMyram, SK1ii JO3BONAE BUGI—
NUTL MapKETUHI NOCAYr B OKPEMUIA HAMNpPsiMm.

BignosigHo go nigxogy @. KoTnepa NponoHyeETbCA BULINUTA
Taki pycu nocnyr, AK:

— HEBIOYYTHICTb;

— HEeBIOAINbHICTb Bif AXepena;

— MIHAVBICTb SKOCTI;

— HEMOXIMBICTb 36EPEXEHHS;

— BIACYTHICTb BOMOAIHHS.

HesiguyTHICTb MOCAyrn 03HaYaE, L0 KIIEHT HE MOXE «MoT—
pvMaTu B pyKkax» Te, LU0 MOMY MPOMOHYHOTL: Y NOCAYr HEMAaE
thopmu, konbopy, 3anaxy, ynakosku. Cnoxwveay no—cnpas—
XXHbOMY 3AaTHUI OUIHWUTW SKICTb TiNbKW MICNS 0Qep>XaHHA No—
cnyru. IHofi BiH HaBiTb LbOro 3pobuTn He Moxe. Y 3B'A3Ky i3
UMM KNIEHT BiLUTOBXYETHCA 3 BENMKOK HEBU3HAYEHICTIO, LLO
06YMOBMIOE YMMany KinbKicTb q)akTopiB, AKi BNA1BaTb Ha BU—
6ip nocnyr, a caMe NOBEAIHKY NePCOHany, MiCLe po3TaLlyBaH—
Hs odpicy, AKICTb PeKnaMHUX MaTepianis, HasiBHICTb PEKOMEH—
fauin 1 iH. NpakT1YHO KMIEHT CNo4aTKy «Kynye» KOMMaHito i -
e noTim il nocnyrn. Takum YMHoOM BKpam HeobXigHUMU E:

— PO3BUTOK BIOAXETY;

— (hOpMYBaHHSI MO3UTUBHOIO IMILKY;
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— HapaHHsA KnieHTam iHchopmaLii Npo nonepegHin [ocsia y
BUMNAAI BIAMyKiB;

— HafjaHHA KIieHTaM 3HeocobreHnx 3BITiB Npo nonepegHi
NPOEKTW HaZaHWX NOCAyr;

— pO3paxyHKy BapTOCTi pobiT 3anexHo Bif nepegbaqyBaHmX
pesynbTaTis.

HesigainsHICTe NOCNyr 03Ha4ag, Lo NOCyrn He MOXHa Bifo—
KPEMWTY Bif, [Kepena, He3anexHo Bif TOro HaJaeTbCA nocnyra
NOOVHOK Y MaLUMHOK. FAKLLO NOCNyry HaJae NavHa, To BOHA
BBAXaETbCA YacTMHOW nocnyrn. BHacnigok Toro, Wwo npy Bu—
POBHMLITBI MOCNYr 3aBXXAW NPUCYTHI NOKyNeLb, B3aEMOLIS N0~
cTavanbHMKa i MOKYNuUA PO3rifAaETbca 9K 0COBNMBMM acnekT
MapKeTUHry nocnyr. Y pesynbTaTi AKiCTb KIHLEBOrO NPOAYKTY —
MOCnyrv 3anexumTb SK Bif MOCTa4anbHYKa, Tak i Big nokynus. Po—
3ipBaTy 3B'A30K i3 )KEPENOM MOXHA 33 [OMNOMOroH Taku [t AK:

— MOCWNEeHHA MOTUBALi NnepcoHany;

— PO3BUWTOK TEXHONONii HaAaHHA NOCHyT;

— NOAIN NpoLecy HagaHHA NoCcAyr Ha MPOCTi eTanu, Lo [ony—
CKatoTb y4acTb MeHLL KBanichikoBaHOro nepcoHarny;

— chopmanisadif [ocBidy Ta 3HaHb areHTiB Yepes3 CTBOPEHHSA
6a3 3HaHb i EKCNEPTHMX CUCTEM.

MiHnMBICTb AIKOCTI NPUMNYCKaE, L0 OfHIEID 3 OCHOBHUX Xa—
paKTepVCTUK MOCAYr € Te, LU0 iXHA AKICTb AyXe 3MIHIETbCA
3arnexHo Bifg TOro, XT0, Konw, e i ik Hagae nocnyru. HeobxigHo
BpaxoByBaTyW Te, LLI0, OCKINbKW NPOLEC BUPOBHMLTBA i CMOXU—
BaHHSA NOCNYrv NoB'A3aHNI 3 y4aCTHO NOAEN, € 3HAYHUIN PU3NK
MiHnmBocTi. besymoBHO, BUpO6HVKaM nocnyr BAAETLCA Nepe—
60pOTN MIHAMBICTL IXHBOI AKOCTI Yepes3 CTBOPEHHS CUCTEMMU
KOHTPOMO AKOCTi 1 BiOCTEXEHHA 3340BOSIEHOCTI KIIEHTIB AKi—
CTHO NMOCNYI Ha MPOMIXXHMX eTanax.

HemoxnmsicTb 36epexxeHHsA NOCnyr 03Ha4ag, Lo NOCnyry He
MO>Ha 36epiraTv fna HACTYMHOro NPoAaXxy abo BUKOPUCTaHHS.
HepnoBrosivHICTb Nocnyr He NpeacTaBnae 06MeXeHb Ans fisnb—
HOCTi KOMNaHii—BMPOBHMKa NOCAyr y TOMY BUNaAKY, AKLLIO NonuT
Ha HUX JOCUTb CTinkuiA. B ymoBax HecTabinbHOCTI NONUTY BUHW—
KakTb iCTOTHI nNpobnemu, noB'A3aHi 3 ePekTUBHUM BUKOPU—
CTaHHAM 4acy HapaHHs nocnyr. KomnaHii — BMpoBHWKKY nocnyr
3abe3neuvyoTe cobi BMpILLEHHSA NPobnemMmn HEMOXMBOCTI 36e—
piraHHa nocnyr B yMoBax HecTabinbHOro nonuTy Yepes 3any—
YeHHS N03aLUTaTHMX CMiBPOBITHMKIB Yy NIKOBUIA Yac, BUKOHAHHS
4aCTWHM poboTK NePCOHANOM KMiEHTa, @ TAKOX Yepes yCTaHo—
BMNEeHHS AndepeHLinoBaHnX LiH 3a5eXHo Bi CEe30HY.

Oco6nvBoto BNacTMBICTIO NOCAYrv BiA3HAYaETLCS BIACYTHICTb
BOMOAiHHA. Byay4n BnacTusicTio hisnH4HOro ToBapy NoTeHUINHa
nocnyra, Ak i Liev diisn4Hmin Toeap, € «BNacHICTHO BnacHukay. [No—
TEeHUiNHa nocnyra, NepeTBOPHOYNCE Y pearibHy Nocyry B Cro—
XVBa4a, TaKoX € BNACHICTIO ii BNacHMKa—CcnoxveaYa.

O4yeBuaHoO, Lo 0COBnMBI XapaKTEPUCTUKM MOCAYT | BIGMIHHOCTI
nocnyr Bif TOBapiB BMMaralTb 40AaTKOBUX 3HaHb Ta aganTadii
MapKeTUHry, xo4a HbaraTto nigxoniB MapKeTUHry ToBapiB 3acTo—
COBHi TakoX | [0 nocnyr, ane ix BUKOPUCTaHHSA 4acTo po3pi3—
HAETLCA. [leplu HiX BW3Ha4YaTW CYTHICTb MapKETUHIY MOCHyr,
HeobXiIHO 3BEpHYTY yBary Ha pi3HOMAHITHICTb iICHYHUMX NMOCNYT.
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Yce ckasaHe BuLLe [03BOMSAE BUSHAUYNTU NOCHYry K eKOHO—
MiqHe Bnaro y dhopmi [isnbHOCTI, MeTa AKOoi Nonsarae y nigsu-—
LLIEHHI CMOXMBY0i KOPUCHOCTI 06'ekTa mocnyru, Lo, y CBO
Yyepry, Moxe ByTV [OCArHYTO Yepes BNnvB Ha 06'eKT NOCnyru.
KoxeH B1A nocnyrv BMarae CTBOPEHHS Ta peani3aLii BnacHoi
MapKeTUHIroBOi cTpaTerii.

Lle cBigumTb Npo Te, Wo cneumdika nocnyr i NonuTy Ha HKX
BM3Ha4Yae 0cobnMBOCTI ynpaBiHHA OIANbHICTIO B AaHin cdepi.

DipMa—BUPoBHUK Nocnyr1 noBuHHa 6GpaTt 0o yBarn ogHO—
4YacHO: BMPOBHUYI 0BMeXeHHs, Lo BeAyTb A0 CTaHaapTuaaLii
Ta MakCuManbHOro BUKOPUCTaHHS iHDOPMaLiNnHX TEXHOMOTIN;
METY KOHTPOSO AKOCTI, fika Befe A0 PO3BWUTKY NepcoHanbHOi
B3aeMopii i3 KnieHTamu, MeTn ANEPEHLLIFOBAHHS.

[iAanbHICTL N0 HagaHHIO NOCAYT B LINOMY MOXHa Knacudikysa—
TV 38 ABOMa OCHOBHMMM 03HaKaMW: TPYAOMICTKOCTI HAAaHHs no—
Cnyrv i CTyneHs B3aeMogii 3i cnoxveayem. Ha ocHoBi gaHux 03—
Hak MOXHa BUAINUTA HYOTUPY BUAW GiSNbHOCTI 3 HAAAHHSA NOCHYr:

1] «dhabpurkn nocnyr» — ue nignpuemMcTea cdiepy nocnyr 3
BiJHOCHO HM3bKO IHTEHCUBHICTHO NMpaLli T8 HEBMCOKMM PIBHEM
B3aeEMO[i i3 KNiEHTaMu;

2) «cepBiCHI ManNCTepHI» — TYT piBEHb B3aEMOSIi i3 CnoXunsa—
YamMu BULLMIA, @ piBEHb IHTEHCVMBHOCTI NpaLli BIGHOCHO HU3bKUIA;

3) MacoBi nocnyru — Taki Nocnyru BiOpi3HATLCA BUCOKOK
TPYAOMICTKICTHO i 0AHOYACHO BIZHOCHO HU3bKUM PIBHEM B3a€E~
Mofil i3 KnieHTamu;

4) npocbecinHi Nocnyrn — Konu CTyniHb B3aEMORIT i3 CnoXum—
Ba4aMu 3pOCTaE, @ MacoBi MOCMYrvi NEPeTBOPHOTLCS B MPO—
thecinHi.

KoxeH 3 BMAiB nocnyr BMMarae BnacHoi cTpaTerii NoBediHKu
Bif iX BUPOBHMKA. A OCKINbKN OCHOBHI (PiHAHCOBI pe3ynbTaTn
BMPOBHWKIB NOCNYr 3anexaTb Big CnoXusadis, HeobxigHa opi—
EHTaUiA cTpaTerin Takux hipM Ha KIEHTIB, L0 aBTOMAaTUYHO
36inbLUYE PONb MapKETUHIY AK BUAY BiSNbHOCTI, CNPSMOBaHO—
ro Ha BYSIBNEHHS Ta 3a40BONIeHHA NOTpeb | 6axaHb cnoXxuea—
4iB 3@ LONOMOro0 NPoLEecy 0BMiHy.

Y po3spobkax eKoHOMIYHOI Teopii OTpMManM BU3HaHHSA Ha
CbOrofHi Aekinbka TeopeTnyYHUX Mofene MapkeTUHry nocnyr,
TBOpuaAMK skux € J'1. Beppi, A. MNMapacypamaH, [1. Patmen, J'1. EH—
rnie, E. Nanreapp, B. 3enntxamn, M. BitHep, ®. Kotnep, E. Mlam—
mecoH, [1. [peHrpooc.

[MpakTWYHO BCi iCHYHOYI TEOPETUYHI MOZeni MapKeTUHIY No—
CNyr BUXOAATb i3 BU3HAHHSA 3arafibHUX pyc, BAACTUBMX PiSHAM
Knacam i Bugam nocnyr, BUGINEHNX BULLE.

BinbLUICTb TEOPIV MaPKETUHIY NOCYr BBAXat0Tb, LLIO TEXHO—
norii He MaloTb BENVKOI poni y po3BuTKY cdiepy Nocnyr.

OpHieto 3 paHHix KoHUenTyanisauin MapkeTuHry nocnyr éyna
mMopenb, po3pobnena [1. Patmenom B 1974 poky. Ha noyatky
1970—x gucumnniHa «MapKeTVHI MOCAYr» TiflbKy 3apoaxXyBa—
nacs y BiAnoBifb Ha ABWLLE, AKE OfAepXXano B 3axigHin nitepa—
Typi HasBy «pesoniouia B cektopi nocnyry. Mogens Patmena
6yna nepLuoto cnpoboro NoKasaTh PO3XOAXEHHS MidK (HyHKLIO—
HarnbHUMW 3aBAaHHAMUW MapKeTUHIY Y BUPOBHUYOMY Ta HEBU—
pobHMYOMY CEKTOpaX.

Mopens PaTtmena nokasye, WO y BUPOBHWMYOMY CEKTOPI
MOXHa PO3PI3HWNTW TPW, CMOPIGHEHWUX, ane BOAHOYaC LiNKoMm
CaMOCTINHMX NpoLecu:

1) npouec BMpobHMLUTBa TOBapIB;

2) npoLec MapKeTUHIY LX TOBapiB;

3) NpoLec CnoXmnBaHHs Lix TOBapIB.

@yHKUIOHanNbHI 3aBAaHHS MapKETVHIY B AaHii CUCTEMI MOXXHa
6yno 6 HasBaTK knacu4HMMK. Mo—nepLue, HeoBXiHO opraHi3y—
BaTW NPoLEeC BUPOBHULITBA TUX TOBAPIB, SKi 380BOSLHSAOTE MO~
Tpeby cnoxxmea4a (KoHUEenLis MapKeTUHrY), @ He TWX ToBapiB, AKi
notpibHo npogatw. Mo—papyre, HeobxigHO opraHisyBaTh NpoLec
MapKeTUHIY LMX TOBapiB, TO6TO po3pobuTy cTpaTerii KoMyHikaulii,
LiHW | kKaHaniB posnopiny, Ans Toro wob ediekT1BHO NPocyBaTK L
TOBapw 40 cnoxueaya (MapkeTuHr—mikc). HapeLuTi, HeobxigHui
MOHITOPUHI MPOLIECY CMOXMBAHHA TOBapiB 3 METOK BMBYEHHS
NOBEfiHKN CMOXKMBaYiB, BUABMEHHA HOBMX MOTPeb CroXusadis
Ta aHanizy MoXMBOCTEN ANs MapKeTUHIY, AKi 3HOBY BifKpuBa—
OTbCS, 3 METOK MakcuMi3aLji NprbyTKy Ha OCHOBI MOBHOMO 33—
LOBONEHHA BUABNEHMX NoTpeb cnoxusadia. OgHak Ui ayHKLio—
HarnbHi 3aBAAHHA MapKETUHIY BaXKO BUKOHATU Y KOHTEKCTi BU—
POBHULTBA, MAPKETVHIY Ta CMOXMBaHHS NMOCIyr.

Y mogeni Patmena ronoBHWi akLeHT 3pobneHo Ha npouecu
BMPOBHMLTBA | CNOXMBAHHSA NOCYr, OCKiNbKY BOHW MPOTiKaKTb
ofgHo4acHo. 3BiAcy BUNIMBAE HOoBe hyHKLiOHanbHe 3aBAaHHSA
MapKeTUHry y cdpepi Nocnyr Ha OONOBHEHHA OO TPagWLiiHNX
hyHKLiOHaNbHMX 3aBAAHb MapKeTuHry. BuHrKae HeobxigHICTb
BMBYaTK, CTBOPIOBATW, OLHIOBATW, peknamysaTu, npocyBaTtu
Ha PVHOK | NpoAaBaTh NPOLEC B3AEMOAIT MiXX TUMMW, XTO Hapae
nocnyry, i TMMu, XTo ii CNOXMBAE.

Mogensb IN. Enrnie v E. INanreapga 6yna po3po6bneHa B 1976
poui y @PpaHuii npochecopamm Lwkonu 6isHecy npu Mapcenscb—
KOMY YHIBEPCUTETI | OTpumana Ha3By «06CnyroByBaHHs B gii.
Mopenb MigKpecntoe He TiMbKM OfHOYaCHICTb BMPOBHMLUTBA |
CMOXWBaHHA NOCyru, ane i it HeBigYyTHICTb. HAKLLO Mogens PaT—
Mena nuLLe 03Ha4mna HeobxigHICTb yBary o NpoLecy B3aeMo—
il npoaaBus | NoKyNuA Ak HoBe tyHKLiOHanbHe 3aBAaHHA Map—
KETUHIY, TO «CepBaKLLIH»—MOLENb HIBUTO MIKPOCKOMIYHO NoKa—
3YE HaM Te, LU0, BNacHe, BiAbyBaETbCA B LibOMY MPOLIECI.

3a norikoto faHoi Mofeni MEHELKEP 3 MApPKETUHIY KPIM Tpa—
AMUINHWX CTPaTerin MapKeTUHrY, AKi BUKOPUCTOBYOTLCH Y BU—
po6HM4oMy cekTopi (ToBap, WiHa, KOMyHiKawii, kKaHanu po3nogi—
nyJ), Mae npogymaTu i cnnaHyBaTu Tpu 4ogaTkosi cTpaTerii. Me—
He[Kep NoBMHeH nogbaTy Npo BUOWUMY 4aCTWHY OpraHisadii i
CTBOPWTY NEBHE MaTepianbHe CepefoBuLLE, N0 SKOMY CMOXN—
Bay 6yge HamaraTucs OuiHWTK AKiCTb ManbyTHeoro obcnyro—
ByBaHHSA. LI cTpaTeria, 6e3nepe4Ho, peaniayeTbcs y CTBOPEH—
Hi NeBHOro iHTep'epy abo an3arHy NPUMILLIEHHS, B AKOMY Bifby—
BaeTbCcA 06cnyroByBaHHS. [1oTiM MeHedxep Mae 3abe3ne4nTtn
NeBHI CTaHAapTV NOBEOIHKN NepcoHany, KoTpuin nepebysae y
KOHTaKTi i3 cnoxmBayem y npoueci obcnyroeysaHHA. Ha npak—
TULi UA CTpaTeris, Ak NpaBuno, peaniayeTbCs y HaB4aHHI Ta Mo~
TnBaLii nepcoHany. HapeLurTi, MeHeaxep NoBUHEH NPoAyMaTy,
Ik OpraHi3yBaTh CNoXmBadis, 06 KoxXeH H1x nepebyBas «ce—
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pen cBoix» rpyn cnoxusadie. Npuknagamu Takoi cTparTerii €,
Hanpvknag, EKOHOMIYHUA Ta BI3HECU—KNAcK B aBiakOMMaHIsX.

K. I'peHrpooc e HanbinbLL BifoOMUM NPeACcTaBHUKOM TaK 38aHOI
[MiBHIYHOI LWKONM MapkeTWHry nocnyr. Lia wkona npepcraeneHa
JOCHIZXXEeHHsMW y cchepi MapKETUHIY MOCnyT, siki NpOBOQATL BYe—
Hi i3 LWBeAChKOI Ta (hiHCLKOI LUK eKOHOMIKW. Y 3Ha4Hi Mipi us
MOf€enb rpyHTYETbCA Ha mogensax . Patmena i M. Earnie Ta E.
JNaHreappa i hopmanbHO He Mae SKOroCk NEBHOMO, OPUNiHaNbHO—
ro CXeMaTN4HOro BUpaxxeHHs. OgHak BHeckoM [iBHIYHOT LKoY B
TEOPIl0 MapKETUHIY 3ararnbHOMPUNHATO BU3HAETLCA AeTanbHa
KOHLienTyansHa po3pobka TepMiHONOrii MapKeTUHIY NOCHYr | BBE—
[EHHS y HayKoBUI 06ir TakMX KOHLEMLiN, SK BHYTPILLHIA Mapke—
TUHI, SKICTb NOCNYrY Ta IHTEPaKTUBHUIA MapKETUHT.

Te, wo [. Patmen po3ymie nig «40AaTKOBOO PyHKLIED Map—
KETUHry», Wo BigHocuTbes go nocnyr, K. 'peHrpooc Ha3veae
(IHTEPaKTVBHUM MapKETUHIOMY. |HTEpaKTUBHUA MapKeTUHI
HaLineHnn Ha NPoLEC B3aeMOIi MiXX CNOXMBAYeEM i NepcoHa—
nom dpipmun, sika Hapgae nocnyrn. Ha gymky K. peHrpooca,
AKICTb 06CyroByBaHHsi CTBOPKOETHCH B MPOLEC iIHTEPAKTUB—
HOro MapKEeTUHry, i FONOBHUM 3aBOaHHAM IHTEPaKTMBHOMO
MapKeTUHry € CTBOPEHHS | MIATPMMKA AKICHUX CTaHAapTiB 06—
CnyroByBaHHs. [0NOBHMMMK hakTopamun nMpy LbOMY CTalTb
npouec fkicHoro o6cnyroByBaHHA i MOBERIHKM NepcoHarny,
AKMN Hapae nocnyru. ToMy AN MOXMMBOCTI CTpaTeriyHoro
BnnvBy Ha Ui dhakTopu K. ['peHrpooc BBOAWTL OBi AOOATKOBI
KOHUenuii: doyHKLioHanbHO—IHCTPYMEHTanbHy Mogefb SKOCTI
06CcnyroByBaHHSA | BHYTPILLHIN MapKETUHT.

PyHKLIOHaNbHO—IHCTPYMEeHTanbHa Mogenb AKOCTi 06cnyroBy—
BaHHS MPUMYCKaE, LLI0 CNOoXu1Ba4y y npoLieci 0bcnyroByBaHHsA Ba—
XIMBO He TifbKW Te, L0 BiH OAEPXXYE B MPOLECi 06CyroByBaHHs
(iHCTpyMeHTanbHa AKiCTb), ane i BNpoBafKeHHs JaHOM0 NpoLecy
(chyHKUjoHanbHa sikicTb). Ha oymky K. 'peHrpooca, ona Toro, o6
CTBOPUTK PYHKLOHaNbHY AKICTb 0BCNyroByBaHHS, MeHemKepy
HeobxigHO pO3BMBATW CTPATEri0 BHYTPILLHEOrO MapKETUHIY, AKY
iHOMj LLie Ha3MBaKITh IHTEPHAMNBHUM MapKETUHIOM.

BHyTpiLLHi MapKeTWHI HaLiNeHWn Ha KOHTaKTHWA NepcoHan
thipMu1 | NpU3HAYEHU AN CTBOPEHHS TakuUX MOTMBALIMHUX Ta
OpraHis3auinHMX yMOB rpadi, siki 6 aKTVBHO CApUSNv CTBOPEHHIO
thyHKLUioHanbHOI AKocTi obcnyrosysaHHs. K. peHrpooc BBO—
OWTb TakKi TEPMIHW, SK «BHYTPILHIA NpogykT» (poboTta) i «BHY—
TpiWwHIM cnoxveayy (nepcoHan duipmun). Hani, BignosigHo 0o
MogZeni BY4eHOro, nepef TUM, fK AKicCHa nocnyra npopaeTbes
30BHILLHBOMY CMOXMBa4eBi, BOHa Mae ByTn cnovaTky «npoda—
Ha» BHYTPILLHLOMY CMoOXuBa4y, TO6TO nepcoHany, AKuA €
«MapKeTOoNoroM 3a CyMICHULTBOMDY. [HaKLLe Kaxy4u, NnepcoHan
MOBMHEH MaTWU MOTMBALD Ha 3aAaHi MeHem)XMEHTOM AKICHI
cTaHgapTu 06CcnyroByBaHHA 30BHILLHIX CMOXMBaYIB.

AmepuikaHcbka KOHLUenLis MapkeTuHry 6asyetbcst Ha nigxopi
«40TrpbOX My, po3pobneHomy Le B 1960—x pokax. [xepomom
MakkapTi. Pobotn gocnigHvika LieHTpy BUBHEHHA MapKETUHIY No—
cnyr npw ApisoHcekomy yHisepcuTeTi M. BiTHepa possuHynu fa—
Hy chopmyny fo «cemu [» ctocoBHo nocnyr. TpaguuinHa dhopmy—
na «4oTmpbox [1» MicTUTL Yy co6i YOTUPW KOHTPOSLOBaHWX OpraHi—

MAKPOEKOHOMIYHI ACMEKTW CYYACHOI EKOHOMIKM

3auieto hakTopy MapKeTUHry: ToBap, LiHa, kaHanu poanoginy i
enemMeHTV KoMyHikaLii (product, price, place, promation). Monos—
He 3aBOaHHs opraHizauii — «3miat) aaHi dhakTopu Tak, o6
BOHW 3HA4HO ehekTVBHILLE, HiXX haKTopX KOHKYPEHTIB, BInvBanm
Ha uinboBun puHok. CtocosHo Ao nocnyr M. BitHep 3anponoHy—
BaB [AOMOBHUTY L0 MOZEenb TPboMma AofaTkoBuMm P: npouec, ma—
TepianbHW fokas i niopy (process, physical evidence, people).

Y TpapuuiiHOMy MapKeTUHry MeHeOXXepy AOCTYMHi YoTupu
OCHOBHWX hakTopu. Y MapKeTUHry nocayr, BignosigHO A0 MO~
peni M. BitHepa, meHepxepy OOCTYMHI CiM hakTopiB, BKIO—
Yako4m TpW J0JATKOBUX, NosiBa AKX 0bymoBneHa cneumndiko
nocnyru sk ToBapy. HeBaxko NoMiTUTK, L0 3@ CBOED NOriKo
mogenb M. BiTHepa opranivHo cnie3sy4Ha mogenam [1. Patme—
na, . Earnie i E. Ilanreapga, K. 'penrpooca.

@. KoTnep, FPYHTYOHMCh Ha AOCHIAXEHHAX BHYTPILLHIX opra—
HiSaUiNHMX KOMYHIKaLUIHNX NPOLECIB Ta KOHLENLii MapKeTuUHry
BiAHOCVWH, 3anpornoHyBaB PO3Pi3HATU TPU B3aEMO3anexHi
0OVHWLI B MapKETUHIY Nocnyr:

1) kepiBHULTBO hipMu;

2) KOHTaKTHWI NepcoHarn;

3) cnoxwBadis.

Tpw KNKOYOBI OAMHNILY YTBOPIOKOTh TPW KOHTPONbOBAHWX NaHKW:

1) chipma—cnoxusay;

2) chipma—nepcoHarn;

3) nepcoHan—cnoxwea.

[ns Toro, o6 ethekTVBHO yNpasnaT MapkeTUHroM y dipmi
nocnyr, HeobxigHO po3BMBaTW TPW CTpaTerii, CNpPAMOBaHI Ha L
Tpy naHku. CrpaTeria TpaanUIiiHOro MapKkeTuHry cnpsMoBaHa
Ha naHKy «hipmMa—CcnoXmBaYy i NoB'a3aHa 3 NUTaHHAMMN LiHOY—
TBOPEHHS, KOMYHiKauin i kaHanamu nowmpeHHs. CtpaTeris
BHYTPILUHBOr0 MapKeTMHIy CrpAMOBaHa Ha naHKy «dip—
Ma—nepcoHany i NoB'A3aHa 3 MOTVBALIED NEPCOHaNy Ha AKIC—
He obcnyrosyBaHHA Cnoxmeadis. HapewwuTi, cTpaTeria iHTepak—
TWBHOr0 MapKeTUHry CPSAMOBaHa Ha NMaHKy «NepcoHan—cno—
XMBayy i NoB'A3aHa 3 KOHTPONEM SKOCTI HaAaHHs MOCyru, AKa
BiAbyBaETLCA Y NPOLECi B3aEMOAji NepcoHany i CroXmBadYis.

BucHoBku

OTxe, Ha OCHOBI MPOBEAEHOro JOCHIAXEHHS MOXHa 3p0—
6UTN BUCHOBOK, LLIO HAYKOBWI | MPaKTUYHWI iIHTEPEC [0 Tex—
HONOTi HaJaHHS | NPOCyBaHHS Nocnyr 3pic i3 KiHua 60—x po—
KiB B XX CT. y 3B'A3KY i3 3pocTaHHsAM YacTku BB, Bupobne—
HOIO cdhepoto Mocnyr po3BUHEHMX ekoHoMik. OgHak, He3Ba—
Xar4u Ha NiABULLIEHHS PO AaHOro CekTopa B NPOLECi CTBO—
pPEeHHSA HauioHanbHOro Aoxody, AoTenep y Hayui He cdhopmy—
Banocsa EAUHOI AYMKM NPO Pofib | 3MICT MapKETUHIY MOCHyr.
Y Teopii ynpaBniHHA cknanocsa ABa Nigxoou 00 TPakTyBaHHS
MapKeTUHIy NMOCAYr: NepPLUNA NOASrae B TOMY, LLIO MAapKETUHT
Nocnyr Mae CyYTTEBI BIAMIHHOCTI BifA MapKeTuUHry maTe-—
pianbHo—pe4oBUHHMX ToBapis (M. KnanHanbTeHnkamn,
[x. BenTcon); Aapyrmn npunyckae, wWo cneuudiika nocnyr
3HaxoAuMTb CBOE BIAOOPaXXeHHA B MapKeTWHry nocnyr
(M. BiTHep, K. 'peHrpooc, B. 3enTtmaH).
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MAKPOEKOHOMIYHI ACMEKTW CYYACHOI EKOHOMIKM

AHani3 KoHUenuin MapkeTuHry nocnyr Oo3Bofse 3pobuTtn
BMCHOBOK LLI0 HE3BaXK@t4u Ha Te, L0 BOHU PO3po6ieHi pisHn—
MW [OCRIAHMKaMM 3 Pi3HKX KPaiH i NobyaoBaHi Ha OCHOBI Pi3HUX
NPVHLMNIB, Y LLINOMY BOHW MatTb 3aranbHi CTPYKTYPHI Ta KOH—
uenTyanbHi enemeHTV. Bci Mogeni BiLLITOBXYHOTLCA Bif cneum—
thikn nocnyrm Ak ToBapy. Y Ti 4K iHLWIN Mipi Ui KOHUenuii nig—
KPECHIoTb HEBIQYYTHICTL MOCAYF, HEBIAAINLHICTbL Bif AXepena,
HEMOXNMBICTb 36epiraHHs i MIHAMBICTb sKOCTI. [ani mopeni
BKa3ylTb Ha HEOBXIOHICTb yBary Ao Takux CTpaTerivyHmx gak—
TOPiB MApKETUHIy NOCAYr, AK NepcoHarn, npouec obcnyrosy—
BaHHA Ta maTtepianbHUA fokas obcnyroByBaHHs. BinbLuicTb
KOHLIeNLi BU3HatOTb HEOBXIOHICTb BUKOPUCTaHHS 40OaTKOBUX
cTpaTerin 4nsa ynpasniHHA MapkeTuHrom nocnyr. [o Takmx go—
JaTKOBWX CTpaTerii BIAHOCATLCS BHYTPILLHIN MApPKETUHE Ta iH—
TEPAKTUBHUN MapKETUHT.
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