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“Management is about change, and maintaining a high rate of change”
Sir John Harvey Jones, Making it Happen

Pedepar. Jfoknan paccMaTpuBaeT HEKOTOPBIE BOMPOCHI, OTHOCSIHECS K OCHUMAPKHUHTY U €r0 YCIIEITHOMY
NPUMEHCHUIO B aKaJCeMHUYECKHX, NYOJIMYHBIX W CHCHUAIbHBIX OHONMOTEKaX Uil KadeCTBEHHOTO
MeHepkMeHTa, O0Cy)aaeTcs HeoOXO0IUMOCTh OCHUMAPKHUHTA W CPaBHHUTENBHBIX 0030pOB i ydera U
aHaM3a Pe3ybTaToB, TAKXKE KaK TPAJAUIMOHHBIX BBOJOB, MPOIECCOB W MPOAYKTOB, HAPSAY C YYETOM
COIMAIBbHOTO KOHTEKCTa. O003HaUCHA YMECTHOCTh OeHuMapkuHra it Hb 1 HeKoTopble MyTH, MPH KOTOPBIX
OCHUMAPKHHT U CpPaBHUTEJbHBIC 0030pPbI JICATSIBHOCTH MOTYT MPHUMEHSATHCS Ui YJIy4IICHHsS KadecTBa
pabotel. B mokmane oOcyxmaeTcs, Kak NPUHATH BO BHUMaHue ocoOyro mpupoay HB u ux TpyaHoctd B
HAXOXJCHUHM MMApTHEPOB Uil CPaBHEHUS YpPOBHA. ONPENENAIOTCS 3JIEMEHTHl «HAWTYUIIEH MPaKTHKI
OCHUMapKUHTa B 3TOH 00JIaCTH.

BBenenne

MBI KMBEM B BMOXY BEIUKUX TEpEeMEH, M HWHOTAa OBbIBa€T TPYTHO COTJIACOBATH TOTPEOHOCTH
COBJIAaTh C TIEPEMECHAMH W JOCTIDKEHHWE HEKOTOPBIX HAIMUX JOJITOCPOYHBIX M HEM3MEHHBIX IICNICH |
LIEHHOCTEH — OpraHM30BaTh Ha HAMBBICIIEM YPOBHE, KOTOPBIH MBI MOXEM O0ECIEUYHTh, OOCITY)KHBaHUE
MaKCUMAaJIbHO BO3MOKHOTO YHUCJA KIMEHTOB M MOCPEAHUKOB. JIJisi JOCTHXKEHHSI 3TOrO0 HYXHO YCTaHOBUTb,
KaK{e MEPEeMEHBI MPOUCXOIAT BHE OMONMOTEKH, a KaKue JO/DKHBI NMPOU30HTH BHYTPH HEE; HYKHO TaKKe
KOHTPOJIMPOBATh IPOIECC IMEPEMEH, 4TOObI YBsA3aTh BHYTPCHHEE M BHEIIHEe. BHEIIHHME MepeMeHbl, Ha
KOTOpBIC HYKHO pearnupoBaTh, OXBATHIBAIOT MEPEMEHUUBBIA MUP WH(POPMAIIMOHHOW U KOMMYHHKAIIHOHHON
TEXHOJOTHH, YTO BO3JCHCTBYET HAa BCE AaCHEKThl OWMOIMOTEYHOro Jiela, NEPEMEHYMBEHIC OXUIAHUS
3aKa34YMKOB M KJIMEHTOB, NIEPEMCHUYMBBIC TPEOOBAaHUSA K OTUYCTHOCTH, JOCTABKE YCIIYT, HAIMOHAIHLHOMY M
MUPOBOMY COTPYIHUYECTBY.

Bo MHOrmX apyrux OHOJHMOTEYHBIX CEKTOpaX M B HEKOTOPBIX YAaCTSAX CEKTOpa HAIMOHAIBHBIX
OMOIMOTEK OCHUYMAPKHUHI BOCIIPHHSAT KaK CIOCO0 BEJACHMS BHELIHEH OTYETHOCTH U COACHCTBHS BHYTPEHHUM
nepeMeHaM. B aToMm Jokiazie paccMaTpPUBAOTCS HEKOTOPHIC BOIPOCHI, CBA3aHHBIC ¢ OCHUYMAPKUHIOM M €ro
YCOEIIHOW peanu3aluei, NPUBOIATCA MPUMEPHl 3TAaJOHHOIO TECTUPOBAHHUSA, a 3aTEM OCBEIIACTCS
TTOJIOKEHUE HAITMOHAIBHBIX OMOIMOTEK, MCCICAYIOIMNX BaXKHOCTh W IIEHHOCTh OCHUMApPKHHTA IJIST JTOTO
cekTopa. HakoHerr, B CBSI3H ¢ TeM, YTO OCHUMAPKUHT YaCTO MCIOJB3YETCS IS BBISBJICHHS TaK HAa3hIBACMOM
Hauayyliel MpakTUKH, AaeTcsl KOMMEHTapUi KacaTelbHO TOrO, M3 YEro MOXKET COCTOSTh HAWITydllas
MPaKTHUKa OLEHKHU YPOBHS B 3TOM CEKTOPE.
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Texyume Bonpocbl eHUMAPKHHTA

Xots ®yt, obpatuBmUCh B 1998 T. K MECTHBIM BJiAacTsIM U OHOIMOTEKAM, OMPEICITHI 3TAJTOHHBIN
TECT KaK «3a(UKCUPOBAaHHYIO TOYKY OTCYETa, OT KOTOPO MOYKHO BECTH COOCTBEHHBIN YUET, U KaK MECTHYIO
LeJIb WM CTaHAApT», HO 3TO ONpe/AeiIeHne BechbMa orpaHnyeHo. KoHeuHo, BO MHOTHX CIIy4yasX B MPOILIOM
nprMeHeHne OCHUYMapKUHIa CTalo0 CTATHCTHYECKOW HOPMOHM MM W3 TPYIIBI COMOCTAaBUMBIX OMOIMOTEK,
WIA U3 HAMOHAIBLHOI'O Habopa JaHHBIX C YYETOM psija W3MEpeHHi Ha BXoJie ((PUHAHCOBBIC pecypchl U
KaJpsl), IpH yuyete npouecca (3QHeKTHBHOCTD), 1 Ha BBIX0Je (KHUTOBBIAaYa U 3aIPOCHI), YTO UCTIONB3YETCS
s ueneid cpaBHenust (Ilpuuapn, 1995). 310 Bce emie cnyXUT HEOTheMJIEMOH yacThio moaxona LleHtpa
OuOIMOTeUHON M HHGPOPMAIMOHHOW CTaTUCTUKKW YHHBepcutera B Jlahbopo B Amnrauu, MHcruTyTa
myonuaHelx  uHaHcoB m  OOmecTBa paOOTHUKOB HAITMOHANBHBIX, YHHUBEPCHUTETCKUX OHOIHMOTEK U
Ooubnmotex Kojutemkeil B AHrimmu. Bee ke OeHUYMapKHHT B MPOMBIIIICHHOCTH M YaCTHOM CEKTOpE, TAE OH
3apOJIMIICS U UMEET BCE eIlle MMEIOTCA aKTUBHBIX CTOPOHHUKOB, HAIIPABJICH B MPEOOIaaroiel CTeleH: Ha
KOMMEpYECKHN TIporecc, a He Ha Mpou3BOACTBO wiu oOcmyxkuBanme (Komm, 1998). Ha caiite ceru
OeHUMapKHHTa MPUBEICHBI MHOTOYHUCICHHBIE MpUMephl. Cpeau MpOoLEecCcoB, MOABEPTHYTHIX OCHUMApKUHTY
KOMITaHUI-4JICHOB, KOTOphIe 3aHsaan 10 MecT B Hayaje 3TOro CIHCKA, MOXXHO OTMETHThH YETHIpE MEPBBIX:
«pa3BuBaoIiee o0ydeHNe KaApOB», «TEXHOJOTHIO WH(POPMAIIMOHHBIX CHUCTEM», «IEIIOBEUECKHUE PECYPCHI»,
«pa3BUTHE y4eTa HHTEHCHUBHOCTHU Tpyda». XOTsI MOXXHO HAWTH MPUMEPh OCHUMApKHUHTa 3TOH AEATENbHOCTH
B OMOJIMOTEYHOM MHpE, HO 3TO MajO PaclpoCTPaHEHO MO CPABHEHMIO C OLECHKOW YpOBHSI CTaTHCTHKH Ha
BXOJIe M BBIXOJE W IIMPOKO TPHUMEHAEMBIM YYE€TOM HHTEHCHUBHOCTH Tpyla, KOTOpble HWHadYe He
paccMaTpuBaroTcs. 37iech 3aMETeH KOHTPACT ¢ MHTEPECaMH YacTHOTO CEKTOopa K OEHYMAapKHUHTY TOTO, Kak
pa3BUBACTCS U IPUMEHSETCS yUeT HHTCHCUBHOCTH TPYJa.

Ilonesnee npyroe ompenenenue OeHumapkuHra @DyToM: «y4eT MPOLECCOB OOCTY)KHBAaHUS U
WHTEHCUBHOCTH TPY[a, a TaKKe€ CHCTEMAaTHYECKOE CPaBHEHHE WX C JEATEIIbHOCTHIO APYTHX ISl TIOMCKa
HauIy4Ileil mpakTuku». B 3ToM BTOpoM omnpeeieHn BHUMaHue 00palieHo Ha HEKOTOpbIe 0oJiee MmoJie3HbIe
MOHATHSI, CUCTEMaTHYECKOE CpaBHEHHUE, MPOLECCHI, MPOU3BOAUTEILHOCTD, TMOUCK HAMIyYIIed MPaKTHUKH.
JTO0 ompeneneHne TOpa3no OMMKe K TOMY, Kak OEHUMAapKHUHT HMPHUMEHSETCS B YaCTHOM CEKTOpe, XOTS OH
MOKa COBEPILICHHO HOB JUTsI OMOIUOTEK.

Utak, HY’)XKHO paccMOTpeTh OCHUMApKHHT, KaK OH HMpUMEHSETCS B OMOIMOTEKax MOJ CIEAYIOLINM
YTIIOM 3pEHUs:

1)  cOOp M CpaBHEHHE TaHHBIX — B OCHOBHOM Ha BXOJIE ¥ BBIXOE. 371€Ch BKIIFOYCHBI CTATUCTHKA
HAIlMOHAJbHBIX, YHUBEPCUTETCKHX, MyONMYHBIX OMOIMOTEK, CpaBHEHHE OIOIKETOB,
YHCICHHOCTH M CTOUMOCTb MOCTYIIJICHUH, YUCIO MPOPECCUOHATBHBIX paOOTHUKOB, CIIPABOYHBIE
3arpockl, a B TOCIEeTHEE BPEMS — U DIIEKTPOHHBIE YCIYTH.

il) TpoleccHas OLEHKa YPOBHs. JTo aHalu3 (YHKUUI M MPOIECCOB COBMECTHO C OAHUM HIIU
HECKOJBKHMHU aHAJIOTUYHBIMU YUPEKICHUAMHU, OOBIYHO C LEJBIO0 U3BICUECHHUS MOJIB3BI U3 3TOTO
MEpOIPHUATHS BCEMH YIaCTHUKAMU; TIPY 3TOM OHH Y4aTcs APYT y ApyTa.

BaxxHocTh mepBoro Buma OEHUMapKHHTA TETEph CBA3BIBACTCS TJIaBHBIM 00pa3oM € Te€M, YTO 3TO —
JUarHOCTHYECKUH MHCTPYMEHT, XOTS ISl AMarHo3a MOXXHO IIPUMEHHUTH U MPOLIECCHYIO OLICHKY ypoBHs. Bee
K€ TIPY BBISBJICHUW HAMITy4IIeH MPaKTHUKU TOAUTCS TOJIBKO TIOAXO0/, OCHOBAaHHBIN Ha mporecce. [IporneccHas
OIIEHKAa OCYIIECTBIISIETCA TIOCPEIICTBOM CpPaBHEHUS C OJHUM WM HECKOJIBKMMH YUPEKACHUSMHU WU
OTAENaMHU, HO 3TO MOXKHO JIeJaTh U CHJIaMH HE3aBUCHMBIX KOHCYJIBTAHTOB, 3HAKOMBIX C MPAKTUKOW IPYyTrux
yupexaeHuil. OHM 3HAIOT, YTO U C YEM CPaBHHUBATH M U3 YEr0 BHIBOAUTH 00pa3Libl HAMIYYIICH MPaKTUKH.

B xome cOopa u cpaBHEHHs JaHHBIX B HECKOJBKAX DPAa3HBIX OMOMMOTEKaxX BO3HUKAET MHOTO
BONPOCOB 00 ompeaeneHu NaHHbIX. OHM XOpOIIO 3aJOKYMEHTHUPOBAHBI M H3BecTHBHI wWwieHaM CeKuuu
craructuku MDJIA. OgHa u3 cuibHBIX cTOpoH lleHTpa OMOMMOTEeYHONH M WHPOPMAMOHHON CTaTHCTHKH
COCTOWT BO BHUMAaHHHU K TaKUM Borpocam. MHCTUTYT myOnu4HbBIX (PMHAHCOB, OIICHUBAET YPOBEHb MECTHBIX
OpPraHoB U MyOIMYHBIX OMOIMOTEK AHININHM, OH TaKKe YAENsSeT 3TOMy MHOTO BHMMaHus. [lo Mepe Toro, kak
cOOp AaHHBIX MEPEXONUT OT ydeTa Ha BXOAE K ydUeTy IO IpoleccaM M Ha BBIXOIE, 3TH MpOoOJeMBI BCe
YCIIOXKHSAIOTCA. Pasnuuus mojcyeTa pacxoJ0B M HAKIAAHBIX M3JIEPXKEK, a TaKXKe 3aMepa YCIyT U MPOUYUX
BUZIOB pabOThI CTAHOBSATCS SICHEE MPU CPABHEHHH COOTHOIICHHH TAaKWX JaHHBIX. Kpome Toro, oveHn
MPUBJICKATENbHO BBISBISATH NMPUYMHBI M CIEACTBUS TaKUX IaHHBIX. Bce jke muarHocThdeckas LEHHOCTb
CpaBHEHHUS CHIPOH CTATUCTHKU HA BXOZE, HA BBIXOAE, MPOIIECCOB M COOTHOIIECHHH MEXIy HUMH OrpaHUYeHa
yKa3aHHEM TeX TPYJHOCTEH, Ha KOTOpPhIE HY)KHO OOpaTUTh BHUMAHHE B XOJI€ AAJbHEHIIEro MCCIeTOBAHMS.
CaMyu naHHBIE HAYETO HE TOBOPAT O MpuYHMHAX. He crienyer nemaTe BBIBOABI O CBS3M MEXKIY BXOIOM,
mpoleccamMH, BBIXOJOM 0€3 TPOBEPKM ACHCTBUTENBHOCTH NPUMECHEHHBIX 3aMEpoOB W JIIOOBIX
OCHOBOTIOJIATAIOMINX MPEATIONI0KEHNN, Ha KOTOPBIX OHU OCHOBAHBI.
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MHuoro BHMMaHuA 3ToMy yAeauwnd B 1997 r. Ilpatt u AnetMman. IIpoananusupoBaB CTaTUCTUKY 24-
X KpynHenmmx Ooubnuoreunsix cucreM CIHIA M maHHbBIe 00 aMEPUKAHCKUX MYyOJHYHBIX OMONMOTEKaX 3a
1996 r., OHM TOKa3aiu, YTO HE TOJHKO HE OBUIO HMUKAKOTO COOTHOIIEHUS MEXIY TaHHBIMH Ha BXOIE U
BBIXOJIC WU JaHHBIMH O PacxollaXx M HMHTEHCHUBHOCTU TpPYy/Aa, KaK TEPBOHAYAIBHO OBUIO PEIICHO Ha
OCHOBaHHHM IPOBEJCHHBIX 3aMEPOB Ha BBIXOZC (KHUTOBBIA4a HA OJHOTO YHTATElNs, 00OPOT JINTEPATYypPHI,
CIpaBOYHBIE 3alPOCHI, 0OpaIIaeMoCTh KHUT, (POHIBI), HO ¥ YTO JAHHBIE 10 MHOTHUM BHJIAM OIepaIfii Ha
BX0/Ie OBLTH TIOJTYYCHBI Ha Pa3HBbIX OCHOBAHUSX; TO K€ OTHOCUJIOCH U K JIAHHBIM IO OTICPAIUsM Ha BBIXOJIE, C
KOTOPBIMUA OHHM CPaBHUBAIKCH. boyiee TOro, na)e €CIU yCTPaHWUTH STH PA3NIMYMS B ONpeACTcHUH u cOope
JIAHHBIX, BCE PAaBHO IU(PBI HE MOKA3BIBAIOT, CBA3aHBI JIM OYEBUJIHBIC Pa3IW4Msl B HHTCHCUBHOCTH TPYIa C
6onee win MeHee 3(PPEKTHBHBIM HCIIOIB30BAHHEM PECYPCOB WM OHH MPOUCXOAAT M3 CTPYKTYPHBIX,
KYJBTYPHBIX, CTPATETHYSCKUX Pa3IMuUil Pa3HBIX OpraHU3aIliii, UX OKPYKEHUS WK KOHTeKcTa. [IporeccHas
OIIEHKa YPOBHS HEOOX0auMa Ui OCYIIECTBIEHHUS ITyOOKOT0 aHanM3a MpoOIeMbl, eCIi OHA JeHCTBUTEIHHO
BOCITPHHSATA KaK Mpobiema.

XOTS ONacHOCTh MPOBEJCHHUS TaKUX CPABHEHUH M3BECTHA YXKE HEKOTOPOE BPEMsi, HO aHAJIOTUYHBIN
KOMIUIEKC TapaMeTpOB JUIsS y4eTa Ha BBIXOJC NPUHAT B AHIVIMM KaK OCHOBA OIPENCICHUS HAWITydllIeh
MIPaKTUKHU B IPUMEHEHHH K IyOuaabiM OnbmmoTekaM. «C amperns 2000 1. 0053aHHOCTS HAWTyUIIIeH paboThl
[TpeOyeT] OT MECTHBIX OpPraHOB BIACTH OKAa3bIBaTh YCIYTH C COOJIOJACHHEM CTaHAApPTOB M YYETOM, Kak
CTOMMOCTH, TaK M KadecTBa, ITOCPEJACTBOM CaMbIX 3KOHOMHBIX, INPOHU3BOJUTEILHBIX, A(PPEKTUBHBIX
noctymHbeIX cpeacTs» (Paepe, 2000). B momomHeHne K OOJBIIIOMY YHCITYy TOKa3aTele MesATEIHbHOCTH IS
©KEroHOro IlaHa OWOJHOTEK, OMOJIMOTCYHBIC NPOU3BOJACTBCHHBIC IIOKa3aTead Hawiaydined padoThl
MOTPEOYIOT U3MEPEHUS CICAYIONUX MapaMeTPOB:

. CTOMMOCTB OJTHOTO TTOCEIICHHUS ITyOIUIHON OMOINOTEKY;

. YHCJIO0 TIOCEICHUH Ha OJTHOTO MECTHOTO YKHTEJIS;

. TIPOIICHT OMOJIMOTEYHBIX MTOTH30BATENICH, HAIIIEAITNX HEOOXOAUMBI UM
JOKYMEHT;

. YHCIIO BBIJIAHHBIX JIOKYMEHTOB Ha OJTHOTO MECTHOTO YKHUTEJIS.

®aspe 3asBun ganee: «lIpaBuTenbcTBa yCTAaHOBST MPEAEIbHBIE MENN IS HEKOTOPBIX IMOKa3aTelen,
TaKk 4TO B IIUPOKOM CMBICIIE PACXOAbl OKaXyTCS B CaMOW HHU3KOW KaTErOpHHM, TOTAa KaK pe3yJbTaThbl
MPEIOCTAaBICHHUS YCIYT OYAyT — B HAUBBICIICH».

HeoOxomumo B odYeHb OONBIIONH CTENEHW OBITH YBEPEHHBIM B IIEJIOCTHOCTH, OOOCHOBAaHHOCTH,
COIMOCTaBUMOCTH JaHHBIX, MPUMEHEHHBIX IJs ATUX MoKazarteneil. Hapsmy c sTum, ykazaHHoMy Habopy
nokaszarenell mpucyiiu aBe npoOmemsbl. llepBas cocToMT B TOM, YTO, HECMOTpS Ha TO, 4TO J00aBiieH
OUYEBUIHO TPO3PAYHBIA MOKA3aTeNb «IPOIEHT OMOIMOTEYHBIX IOJIb30BaTENIeH, HAIEANINX HEOOXOIMMBII
UM JTOKyMEHT», Ha TEPBbIi B3TJISA OTPAXKAIONIMI OCHOBHOW pE3yNbTaT, K KOTOPOMY JOJDKHA CTPEMHTHCS
Oubimoreka, B JAEHCTBUTENBHOCTH 3TO HUCKIIOYUTENIBHO TPYOHO HM3MEPHTh C KaKOM-THOO CTENeHbIO
TogHOCTH. BTOpas mpobieMa 3aKkiIrovaeTcs B TOM, YTO CaM IIPOIECC CTaBUT OOJILITUHCTBO OMOIHMOTEK B
HEempHueMJIeMOe MOJI0KEHUE B TPEX HIKHHUX KaTeropuax (4To ObUIO HA3BaHO KYIbTYpOH «MMEHH U M030pay,
BPSIIL JIM TIOJIC3HOW /7Sl HAMTy4Illleil HHTeHCUBHOCTH Tpyla). TpeTbs U, BEpOsTHO, BaKHEHIIAs mpodiemMa —
MOJTHOE OTCYTCTBHE KOHTEKCTYAIbHBIX AaHHBIX, BHYyTPEHHETO M BHEUIHETO OKPY>KEHHS B 3THUX MMOKA3aTeIsIX.
[ToaToMy 3TH MMOKa3aTenn MOKHO MPUMEHHUTH TOJBKO KaK JUarHOCTUYECKHUE CUTHAJIBI U HEllb3sl CUUTATh, YTO
OHH, 0€3yCJIOBHO, COOTHOCSTCA KaKMM-THOO pasyMHBIM 00pa3oM C MHTEHCHUBHOCTHIO TpyZa, HaWITydIIei
MPaKTUKOH, HAWIyqlIed paboTol. DTH BONMPOCH HE HOBBI JUIS aHTIHICKUX OMOIHOTEKapei, KOTOphIEe yiKe
HEKOTOpOE BpeMsl OOCYKIaloT BaXXHOCTh M TPHUEMIIEMOCTh CaMHUX OCHOBHBIX HAWIY4IINX ITOKazaTesen
WHTEHCUBHOCTH, a TaK)Ke IMIMPOKHHA KPYT TIOKa3aTesel, BKIFOUYECHHBIX B €KETOIHBIN TUIaH OMOIHOTEKH.

B EBpome B Xxozxe HEZaBHUX MEPONPUATHA IO OPraHu3aliH BJIEKTPOHHOTO OHWOIMOTEYHOTO
00CITyKMBaHUs BBISIBUIHCH Te ke mpobiaemsl. [Ipoext EQUINOX 0Obut HanenieH Ha pa3paboTKy MmapaMeTpoB
JUIL ydeTa OJIJIEKTPOHHBIX OWOIUOTEYHBIX YCIYT U, TNPEINOJIOKHUTEILHO, OOJIerdeHne OCHUMAapKHHTa
Pe3yIbTaTUBHBIX JAHHBIX, TaK KaK JOCTH)KEHHE COTJIAIICHHUS O CaMUX M3MEPEHUSX M ONpeeieHuEe JaHHBIX
W METOJOB MX cOOpa CTOMJIM OTPOMHBIX YCHIWH. Pa3paboTaHHBIE MOKazaTenu AEATENBHOCTH OCBETHIIN
3HaKOMYIO TEPPUTOPHIO: TIPOIICHT [IeJIEBOT0] OXBAaUE€HHOT'O HACEIEHUS, KOJIMIECTBO OOPAIIEHHH K CUCTEME,
€€ MHIWBUIYaJIbHBIE PECYpPCHI, TPOCMOTPEHHBIE TOKYMEHTHI [Ha IIeJeBOe HaceleHHe|, a TaKKe CTOMMOCTh
ceaHca W ydeOHBIE CEaHCHl, KOTOpble moceTwnu mnonb3oBartend. k. dopa man monesHoe cpaBHEHHE
EQUINOX u HECKOJNBKHX IPYIHX MPEHI0KCHHBIX CHCTEM HM3MEPEHHUH JUIS 3JCKTPOHHBIX OHOIHOTEK,
HarpuMmep, mpoekT «e-Liby, mpoekt «MIELy, bpadu u VYaitna, pabora bepra m Maxk-Kimopa mmst ARL,
aHrnmuicKas nHUIHMaTHBa «L{eHHOCTD 3a IEHBIM», 7151 KOTOPOH OH OTMETHJI CIeIylolIee:

«UHTEPECHOM YaCTbI0 Pe3yJbTaTUBHOIO JOKYMEHTa ObUIa BEpCHsl STAJOHHBIX OTMETOK,

KOTOpasi cTaja pe3yabTaToM uccieaoBanus 20 yaperkaeHu. .. [3TH| (HUHAHCOBBIE OIIOPHBIC OTMETKH
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0ECIIONIC3HBI IS OIICHKH; JTOJIKHBI JIM 3T YKCIa ObITh BRICOKMMH WM HU3KHMH — 3TO TOJHOCTBIO
JIEJI0 BKyca... [OHH] JUIIH COOTHOIIIECHUS YHCEIl, KOTOPBIE OKa3auch o pykoi» (®opa, 2001, 9).

IIpumeppl 6eHUMAPKMHTA M YTO MOKHO Y3HATh U3 HUX

Jlnama3oH nutepatypbl O MPUMEHEHUN OCHYMAapKUHTa B OMOIMOTEYHOM M MH(OPMAIIMOHHOM Jeie
oTpa3wi MHOTooOpa3ue ero ucrnoib3oBanus. Hapsmy ¢ meaummuHckuM cektopoMm (Maprmamn u baranas,
1995; Poo6unc u Jauusnbe, 2001; Togn-Cmut u Mapksemi, 2002) U CeKTOPOM CIEIHAILHBIX OHOIMOTEK
(Xenrenp, 2002; Ilommuar, 2002), nHanbOoyiee 3aMETHOS BHUMAHUE YJCISJIOCH OCHUMAPKHHTY CEKTOPOM
akajgeMuueckux oudmuorexk Auriuu u, npexae Bcero, SCONUL — O6miectBoM OubInoTekapeit KoJutepKei,
HAIIMOHATIPHBIX M YHUBEPCUTETCKUX OMOIHOTEK, KOTOPOE MIJIOTUPYET OCHUMAPKUHT HEOONBIOW TPYIIITHI
YHHUBEPCUTETCKUX OMOIMOTEK. B ABCTpanuu uHTEepec Takke NMposiBuiia napaienbHas opranuszamnus CAUL —
Komuter yHuBepcurerckux Oubnmorekapein. Ho u mpum Takux oOOCTOATENBbCTBaX B JOKIaae o0
WCTIOJNIb30BaHUN OCHYMApKHHTa B aHTIIMHCKHX CIIEIMAJbHBIX OWONHOTeKax ¥ OMONIHMOTEKaX BBICIIHX
yueOHbIx 3aBeneHuil (bpokman, 1997) ykaseiBaercs, 4TO B TO BpeMs ToibKO 7,4% pecroHIEHTOB
(hopManbHO TPUMEHSIIM OCHUYMAPKUHT KaK WHCTPYMEHT OIICHKH, XOTSA OKOJo 25% CpaBHUBaIH CBOU
VUPSKICHHUST C  JPYTHMMH, HCIIONB3Ys  TOKa3aTelaw JACSITCIbHOCTH WM  CTaHJIAPTU3HPOBAHHYIO
SKBHUBAJICHTHOTO CTYICHTY JHEBHOTO OTIENICHUS. 3aTeM B OKJIaJle PacCKa3bIBAaeTCSI O OEHUMapKUHTE B TPEX
yupexaeHusix. [lpu  paccmorpenmn naetcss (yHKIIMOHAIBHOE ompejaencHue OeHumakumara: «llems
OCHUMapKUHTa — IOKyMEHTUPOBAHUE U M3MEPEHUE KIFOUEBOTO IMPOIECCa, a 3aTeM CPAaBHEHUE IMOJTyUICHHBIX
JAHHBIX C TAHHBIMHU 00 aHAJIOTHYHBIX MPOIieccax B APyrux opranmzanusx» (bpokman, 1997, 345). bpokman
C KOJUIETaMH BBISIBUJIH ISITh THIIOB O€HIMapKUHTA:

. KOHKYPEHTHBIN (CpaBHEHHE C BEAYIIMMHU OPTaHU3AIUAMHU TOTO K€ CEKTOPa);
. POJIOBOI (CpaBHEHHUE aHATOTMYHBIX OW3HEC MPOIIECCOB HE

3aBUCUMO OT OTPACIIH);
. BHYTpPEHHUH (CpaBHEHNE BHYTPEHHUX OTEpaIiii B OpraHU3aIim);

(hyHKIMOHATHHBIN (CpaBHEHUE aHAIOTHYHBIX (DYHKIIMKA B OJHOU OTPACTIH);
MOJIb30BATENbCKHN (CpaBHEHHE TOTO, B KAKOW Mepe yIOBIETBOPEHBI WIIH
MIPEB30HICHBI OKUIAHUS MTOJTH30BATEIICH).

Ha ocHOBe amepHWKaHCKOTO IPOCKTa C YYACTHEM CICHHATbHON (HaydHOW) OMONMOTEKH OBLIH
YCTaHOBJICHBI ABEHaAuaTh maroB (AmieH, 1993), KOoTopele COOTHOCATCA CO CTaHAAPTHBIM MOJXOIIOM,
MPUMEHEHHBIM 3KCIIEPTaMH BBICOKOKauecTBeHHOro yrpasienus (bammmsant, 1994, 7). lllarn HanpasieHb!
Ha WJICHTU(DUKAIMIO, ONpeNeNieHHe, MOHUMaHWE KIIOYeBOr0 MpoIlecca, IMouiexanero OcHUMApKUHTY;
BBISIBIICHHE TMOJXOISIIEro TapTHEpa; WACHTH(UKAIUIO, OIpeneneHne © cOop MAaHHBIX B 000HMX
YUPEXKIEHUSX; aHalu3 JaHHbIX; PEKOMEHIALMHU A M3MCHEHH; HCIOJHEHHE W KOHTpPOib. Bce 31O
MIPOUCXOANT TPH KOHCYNBTAIUSAX C TIEPCOHATIOM OOOMX YYpEeKIeHHH Ha MecTe HcmbITaHuid. KioueBsiM
[1aroM Ha paHHe! CTaJIuu MpoIiecca, Topasio paHee, YeM 3TO OBIIO MpenIokeHo baamnBaHTOM U, BEpPOSATHO,
paHee, 4eM 3TO OOBIYHO MMEET MECTO B YaCTHOM CEKTOpE, I/Ié PYKOBOJCTBO MOMKET MOIKITIOUUTBCA K
MIPOIIECCY TOpa30 paHbIIe M TN, B CYIIHOCTH, OT HEro HCXOAWT CTUMYJIWpOBaHWE OeHUMapKWHTa,
CTaHOBUTCS MOJIy4YE€HHE COTJIACUS PYKOBOJICTBA, a TAK)KE 0OpaIeHre OOIbIIOro BHUIMAHNUSA HAa KOHCYIbTAIllUU
c xoyutektuBoM (bpokman, 1997, 39-5). bein npumMeHeH pogoBol OEHUMAPKUHT, KOO 3TO «MOYKHO MIPUBECTH
B COOTBETCTBHE C OPraHU3aLMOHHBIMH MMOTPEOHOCTSIMIY, @ TAKKE CHUXKAET 00BEM PECypcoB, B OCOOCHHOCTH
BpeMs M YCHIIHSI, KOTOPBIE TPeOYIOTCs sl paboTHI B TI000€ KOHKPETHOE BpeMs. Y eisist 0co00e BHUMaHHE
MEHE/DKMEHTY M KOHCYNBTAIllsIM C PSAOBBIMH PaOOTHWKAMH, HMCXONAT W3 TOTO, YTO OCHUYMAPKUHT
HarpaBJIcH Ha epeMeHbl U BHEAPEHHE HOBBIX MPOLECCOB M YTO MEHEPKMEHT OCHUMApKUHIOM KakK MPOLecC
M3MEHEHUS] MEHEKMEHTA BIIEYET, BEPOSITHO, 32 CO00M A(peKTUBHBIC U MPOUYHBIE TIEPEMEHBI U yIydIICHE
WHTEHCUBHOCTH TPYZA.

OpraHn3anu—y4acTHUKH HCIBITAHUS YK€ CUUTAINCh OOpaslaMu «HAaWIydlled NMpakTHKU» U, B
KOHIIE KOHIIOB, BCE COTJIACHIIMCh, YTO 3TO MEPOINPHATHE «IIOYTH HE HYKAAJIOCh B M3MEHEHHAX». PoOOMHC 1
Haumdnee mpoenmun B 2001 1. wm3ydeHwe OeHUMapKUHTa B BOCIHPHATHH KJIHEHTOB CIIPABOYHOTO
0OCITy’KMBaHUSI B MEOUIMHCKUX OMONMOTEKaX M TaKXKe MPHIUIM K BBIBOLY 00 OTCYTCTBHU MOBOJOB JUIS
n3MeHeHnuil. Po66unc n Jannsnsc npumenmin Bapuanit SERVQUAL (SERVPERF) kak ucxonusiit 0630p u
WHCTPYMEHT aHallM3a JUIsI CBOETO HCCIEeNOBaHHS — MPOTPaMMBbl TOJB30BATENBCKOTO OeHuMapkuHTra. U3
000MX BBIBOJIOB BBITEKAET Takoi Bompoc: IIpm 3Tux mccrenoBaHusx He ObUT 3a7€HCTBOBAH MEHEIKMEHT
OeHuMapkuHra (M WM3MEHEHHE Mpolecca MEHEMKMEHTa). [II0Xo WM XOopomo NpucrocoOiieHa MOAETb
SERVQUAL (SERVPERF) x GeHUMapkwHTY WIH, KaK B HCCIICIOBAaHWU bpoKkMaHa, XOpOIIO WM IUIOXO
TIOHSAT ¥ MPOBECH TPOIeCC OCHUMapPKUHTA?)
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[To muHenuio bpokmana W ero KOMaHbl, KOMMYHHKAIVsI, OOy4YeHUE, TIOHUMAHHE MEHEIKMEHTOM
mporecca OeHUMapKHHTa — O3TO BaKHBIE DJIEMEHTHI, OT KOTOPBIX 3aBUCHUT OTHOCHUTENIbHAs HeyJaada
vcneiTaHusl. OHW TPOKOMMEHTHPOBANIHM 3TO TaK, YTO UIA ACWCTBEHHOrO0 OEHUMAapKHHra OpraHW3alus
JOJDKHA 3apaHee CKOHIIGHTPUPOBATHCS Ha KAYeCTBEHHOM MEHEDKMEHTE. «ITO KaueCTBEHHBIM HHCTPYMEHT U
MMO3TOMY MaKCHUMaJILHO OH MPHUMEHUM TaM, TAe KYJIbTypa M IMPaKTHKA YXKE HaICJICHbI HA HAWITYYIIYIO
paboty» (bpoxman, 1997, 372). BMecTo aTOTO /TSI pemeHrs Ipo0iieMbl BBIOOpa mapTHEpa U BO M30ekaHne
OTCTaBaHUS B HAWIy4lIed TMpaKTUKE NapTHEpa 10 OCHYMApPKUHTY OT MapTHEpa-WHUIMATOPA OHU
MPEJIOKIIM CO3AaTh 0a3y JaHHBIX O IMOTCHIUANBHBIX IMapTHepax i OCHUMAapKUHTA <« YKa3aHUs
OpraHM3anyid, KOTOpBIE MpPOBETN OEHYApKHUHT OIpPENETICHHBIX TIPOIECCOB BMECTE C pe3ylbTaTaMHu
MPOrpaMMBL. DTO OOJIETYNT KakK HICHTH()HUKAIMIO MAapTHEPOB, TaK W BBIABICHHUE JIYYIIETO H3 JYYIIAX)»
(bpoxman, 1997, 357). @yt nman onpexaeneHue OCHUMAapKHUHIa PAaBHBIX MApTHEPOB, KOTOPBIE CTPEMSITCS
y3HaTh 49TO-THO0 Apyr oT apyra. Kak mpexacraBisieTcsd, 3TO ONpeAeNieHHE HCYE3T0 U MPEeBpPaTHIOCh B
JKEJIaHUE YTBEPAWTH Ybhe-TUOO MPEBOCXOACTBO W MOTPEOHOCTh PA3BECTH IO KaTEropusM H Kilaccam
YUPEKICHHUSI TI0 Pe3yJIbTaTaM MPOIUIBIX JOCTHKCHUH BMECTO CTPEMIICHHUS TOHATh MHTCHCUBHOCTh TPy/a B
Oymymiem.

Koneuno, 6aza maHHBIX O OHMOMMOTEKAX, MPOBOIUBIIUX OCHUMAPKHUHT, yke cymecTtByeT. OnHa
BKJIIOYAET aHTTIMIICKUE MyOInuHbIe OMOIMOTEKH, KOTOphle BXoAAT B Kity6 6enumapkunra IPF (HacunTeiBaeT
ceoiie 100 OMOMMOTEK), HO MPEINCTABISAETCS, YTO OEHUMAPKUHI COCPENOTOYEH, TJIaBHBIM 00pa3oM, Ha
CYIIECTBYIOIIMX TOKA3aTeNsIX HawiIydlied paboThl M JPYTUX IOKa3aTelsX IEsTENbHOCTH B CTPYKTYpe
TOJIOBOTO IJIaHa OMOIHOTEKH. XOTS TPU OIMPEIEIIEHHH U CTaHAAPTU3AINH MTOTyYeHHBIX JaHHBIX YIENsIoCh
BHUMaHHUE KOHCYJIbTAUAM ¢ OuOnmorekamu, HO moaxoj Meromuku CIPFA/Hawny4mmii cromMocTHON
MOXO0J MOXKET WATH Bpa3pe3 C JEHCTBUTEIHHBIMH MPEUMYIIECTBAMU MPOIECCHOTO OSHUMApKUHTa WIIH
CpaBHHUTENBHOTO 0030pa. [1o00HOE sBIEHUE OBLTO YCTAHOBJICHO TPHU M3yYeHHH MpoMbinuieHHOCTH (KoM,
1998), rne ocHOBHOE BHHMaHHE O0paIIajoch Ha COBEPIICHCTBOBAHWE KOMMEPUECKHX MPOIIECCOB, & HE Ha
y4eT Ha BXOJIE U BBIXOJE.

Onupasick Ha O4YCHb YIAYHBIA y9eT MHTCHCHBHOCTH Tpyna omepanuii MBA ARL, pabodas rpymnma
10 PacIpeeICHNUI0 HAllMOHAIBHBIX pecypcoB ¥ HarroHanbHas Oubnnoreka Asctpaiuu nposenu B 2001 r.
TaKKe BECbMa YCIEUIHBIM poxoBodl OeHumapkuHr MBA u noctaBku mokyMeHTOB. B aBctpamuiickom
WCCIIEIOBAHNU TPUMEHSITUCh CTATUCTHYECCKUE JIAaHHBIE O CEOECTOMMOCTH E€IWHHIIBI, HOPME HCITOTHEHUS
(4ncino KHHT, KOTOpPBIE MOXKHO JOCTaBUTH), 0OOPOTHOM BpEMEHH KaK 3arpoca, Tak M JOCTaBKH JTOKyMEHTOB
B 97 6ubnuorekax ABctpanuu. beumn oOHapy:KeHBI pe3KHe pa3lnuusi CTOMMOCTH M MHTEHCHBHOCTH TpyZJa
MEX/y BEPXHUMU U HIDKHUMH TPOIICHTAMH, a TaK)Ke MEXIY Pa3HbIMUA OUOIIMOTEYHBIMU CEKTOpaMU. 3/1eCh,
KaK M B ClIy4yae ¢ aMEPUKAHCKUMHU MyOJUYHBIMHM OHOJIMOTEKaMH, HE ObLIO OMOJIMOTEK, KOTOPBIC 3aHSIN Obl
BepxHue 10% 1o BceM OCHOBHBIM NPUMEHEHHBIM IIOKazaTensiM. HecMoTps Ha SIBHOE MpPEBOCXOACTBO
HEKOTOPBIX YUPEKJICHHIMA, IS0 BBITIISIUT TAK, YTO BO BCEX OPTraHU3AIMIX BO3MOXKHBI YCOBEPIIICHCTBOBAHNUS,
YW WHOTJAa MOXXHO YeMy-THOO HAYYHTBCA OT JIPYTHX, MOXKET OBITh, JakKe MEHEE YHAuHBIX YUPEKICHHM.
00630p OBUT JOCTATOYHO OOIIHUPEH W OJHOBPEMEHHO JOBOJIBHO CTPOT, W IO3TOMY MOXHO OBUIO HM3YIUTH
MPOILIECChl, KOTOpble OOYCIOBWIM OTH UU(PB, W CpPaBHUTh YUPESKACHUS MEXIy co0oi. BriBoabl
00CTOATEIHPHO OOCYKIAINCh, OB ONaroCKJIOHHO BOCTIPHUHAT PSI  3aKIIOYCHUH, KOTOPBIE COUIH
YpEe3BBIYAHO BaKHBIMU /ISl HAWTYYIIEH MPaKTUKH, HAIPAMEpP, aBTOMATHU3AINA, TPAKTHKA KaTaloTH3alnH,
o0ydyeHue, JOroBOpHl O Koomepanud OuOmMoTeK. B xome uccnenoBaHus NPUMEHSUICS HCIIBITAHHBIA
WHCTPYMEHT, BOIPOCHI, TOCTATOYHO IMTyOOKHE AJIsl MPOHUKHOBEHUS B Pa3sHyIO ONEPAlOHHYIO NPAKTHKY U
MPaKTUKy MeHepKMeHTa. OH OBLT COCTaBJICH ¢ HEKOTOPHIM yUETOM Pa3HOT0 OMOIIMOTEYHOTO OKPYKEHUS U
KynbTyphbl. M3 yCcT B yCcTa mepenaBalioch MHEHHUE, YTO 3TH (DAKTOPHI Jajiu OTPUIATEIbHBIC PE3yJIbTAThl B
WHBIX HMCCIIEOBAHUSAX OCEHUMAapKHHIa B PETHOHE. JTO, HABEPHOE, MOCIY)KUT YPOKOM TOTO, YTO MJIs
BBISIBJICHUS HAWITyUIIed MPAKTHKHU ITyTeM W3y4eHUs HaOOPOB CTAaTUCTHUYECKUX JAHHBIX HYXXHBI JOCTATOYHO
OoJpImas BEIOOPKA M TMPOYHAs KOHCTPYKTHBHAS IEHCTBEHHOCTh. TONBKO MPH 3TOM B JAHHBIX MOXKHO CTPOTO
WCKITIOYHUTh CIIy4allHOCTh. Bpsa 1M MOXHO ONpPENeNUTh HAWIYYIIyI0 TPAKTUKY, CPaBHHBAs JaHHBIC Ha
BXOJIe W BBIXOJE TONBKO ABYX WIH Tpex yupexaeHnid. OpraHuzaiiid, KOTOpBIE XOTAT TPOBECTH
OCHUYMApPKUHIC HEOONBIIUM YHCIOM APYTHUX YUPEKACHUH, AOJDKHBI COCPEIOTOUYHMTHCA Ha Ooliee MATKOM
MOJXO0/I€ U MPHUHATH CPABHUTEIBHBINA 0030 IEATEIBHOCTH, YTO IOMOXKET MM JIydllle Y3HaTh CBOM LIEHHOCTH
u npoueccbl. CpaBHUTENBHBII 0030p — ATO MOAXOA, KOTOPHIA NPUMEHWIN Hanbosee yCHelHbple KOMIaHuU
KOMMEPYECKOTO ceKkTopa. OHU COOOIIMIIN, 9TO OYEHB JOBOJIBHEI IporeccoM (Kamm, 1998).

Pe3yibTaThl 6eHYMAPKHHTA

Accommanus HayunbIx 6u6muoTek (FRL), KoTopast BHECTa BKIajg B Pa3paGOTKy BeChMa yJadHOTO
aBCTPANMICKOTO TIPOeKTa GeHUMApKHHTa, Teneph 0OpaTHIa BHUMAHNE HA KA4eCTBO M OLEHKY OHOIHOTEK U
xonkperHo Ha mpoekt LIBQUAL™. Meromuka LIBQUAL™ wucxomur u3 meromuku SERVQUAL,
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KOTOpasi Ha MPOTSKEHUM [JBYX IOCIEAHUX JECATHIECTHH NPUMEHSIACh B W3YUYEHUM MEHEKMEHTa U
MapKeTHHTa TS BcclieoBanms kauecTBa oocmyxkuanus (Ilaiitami, [Tapacyaman, beppu, 1990). Ona 6epet
Hayalo B HAy4YHO-KOHCTPYKTOPCKOM IIPOEKTE, KOTOpBIA Acconuanusi HaydHbIX OMOIMOTEK IpoBena B
2000 r. coBMecTHO ¢ yHUBepcuTeToM «A & M» B Texace s onpeaeneHUs MUHMMyMa IOJIb30BaTesen
OUOIMOTEKH, 3aPErUCTPUPOBAHHOTO M JKEJIAEMOTO YPOBHS KadecTBa OOCIYKHUBAHHUS IO YETHIPEM BaKHBIM
mapaMeTpaM: JOCTyN K HH(pOpPMAIMH, BIUSHHE OOCTyKHUBaHUS, OMOIMOTEKa Kak MECTO, HEepPCOHAJBHBIN
KoHTpousb. B Hagane B 2000 r. B mpoekTe yyacTBoBanu 12 yupexaeHud, a B 2002 r. ux 9uciao BEIPOCIO A0
164. ITepBoHauaIbHO peyb 1IUIa 00 MHCTPYMEHTE U3MEPEHHS KauecTBa KOHKPETHOH OMOITMOTEUHON YCIIyTH 1
JTUATHOCTUKH cep, TAe UMEIOTCS MpoOIeMBbl, TpeOyIoIre BHUMAHM, HO 0a3a JaHHBIX, HACUUTHIBAIOIIAS
MHOI'O IECSITKOB YYaCTHUKOB, YBEIMYMBAJIACh U BCE Yallle HCII0Ib30BAJIach KaK HallMOHAJIbHAsI 0a3a JaHHBIX,
M0 KOTOPOH OTHENbHBIE YUPEXKIEHHUSI MOTYT YYHUTHIBATH CBOIO JIESATEIHHOCTH C IMOMOIIBIO OCHUMAapKHHTa
IOJIB30BAaTENEH.

B oTaMume OT aBCTPAIMHCKOro mcciaenoBanust 6enumapkuar MBA mo merommke LIBQUAL™ |
kputukoBaiics (Xepron um Hurenxwii, 2001; Kannen, 2001) Ha ToOM OCHOBaHUH, YTO OH MaJl0 YYHUTHIBAET
WHAWBUAYalbHbIE, KOHTEKCTyalbHble W KYyJbTYPHBIC DPa3IUuUsl MeEXAy OMOIMOTEeKaMH B COBEPIIEHHO
pa3HOM OKpPY)KEHWH, a TaKKe Pa3IUJHBIA COCTaB duTaTele 1Mo Bcelt Amepuke. OOmMenpu3HaHHO, YTO
BapuaHTel MeToga SERVQUAL yxe ¢ HEKOTOphIM YCHEXOM MNPHMEHSUINCh B pa3HOM OMOIHMOTEYHOM
okpyxennn (Kamsept, 2001; XepHon un Kansepr, 1996). Kansepr B 2001 r. mokasan, 4To mapaMeTpsl
KayecTBa OOCIy)KUBAaHUS, KOTOpPbIE BaXKHbI I10JIb30BAaTEIsIM, B JAHHOM CJlIydae OTHOIIEHHE IepCOHaIa,
OnbnmoTeuHast cpeaa, yCIayrd, KOTOpble TIOMOTA0T MOJIB30BATEN0 HaXOIUTh M 3((PEKTUBHO HCIIOJIB30BATh
OubIMoTeUHBIe MaTepHalbl, OJUHAKOBBI M JAJsl KUTAMCKUX, M JAJsl HOBO3EJIAHICKMX CTYIEHTOB. Bce xe
Terephb AEeNAI0TCS MOMBITKA OMBITHOrO mpuMeneHust Meronukn LIBQUAL™ B Aurmmn. Hx opraamsosaa
SCONUL - TIloctosiHHas KoH(EpEeHIMsS HAI[MOHAIBHBIX UM YHHUBEPCHUTCTCKMX OHMOIMOTEK B HaIeKIe Ha
IIPUMEHEHHE HCIBITAHHOTO 0630pHOro uHCTpyMenta LIBQUAL™ u MeronoB amammsa naHHBIX B
AHITIMHACKUX YUYPEXKICHUAX, Kak 3T0 Obuio B CeBepHOM AMepuke. DTo, BeposiTHO, Tak. OgHAKO JHIIb
[I03/IHEE BBISICHUTCS, MOYKHO JIM BBOJAUTH CBEICHUS B OJHY 0a3y JaHHBIX; OyIyT JIM JaHHbIE aHITIMMCKOTO
HCCJICIOBAHUS pearupoBaTh Ha 3alpochl MHBIM 00pa3oM IO NPHYUHE KYJIbTYPHBIX PaziMYMi U TaKUX
OOCTOSITENILCTB, Kak PEe3K0 KOHTPACTHUPYIOIIME IPYT € JAPYrOM CHUCTEMBI OLIGHOK B aMEPUKAHCKHX H
AHIVIMHACKUX YHUBEPCHUTETAX, YTO, B CBOIO OYepellb, MOKET IOBJIMATh HA OLICHKY O0030pHBIX (hOPMYIISIPOB
TTOJTH30BATEISIMU OMOIHMOTEK (CTYIACHTaMH U TIepcoHaioM). Eciau dyBCTBHTENHFHOCTh K KOHTEKCTY BakHA B
GeHUMapKMHTe, TO MOKHO HAJIESAThCA, YTO HOBOE aHrmmiickoe uccnenosanne LIBQUAL ™ noxareepaur a10.
To ecTb, MOXHO TPEANONOKHUTH, YTO, XOTS MapaMeTphl KadecTBa OOCIYXHBaHUS OOpPa3ylOT NPOYHYIO
KOHCTPYKIIMIO, KOTOpass OTHOCUTEIbHO TOMOTE€HHAa B pa3HBIX CTpaHax W KyJbTypax, HCIIOJIb30BAHUE
KOMIUJICKTOB JaHHBIX, M3 KOTOPBIX MPOW3BEACHBI TaKWME MapaMeTphl, ¢ LENbI0 OCHYMAPKUHTA MOXKET OBITH
HEYMECTHBIM JJISl THX JaHHBIX.

Meromuka LIBQUAL'™ mnanpaBiena na GeHUMapkuHr He BBOJA, MPOLECCOB M BBIBOIA, a
HEKOTOPOTO JIOMOJHUTENEHOTO BO3JACHCTBHSA OHMONMOTEYHBIX YCIYyT — YAOBICTBOPEHHE M KadyecTBO
00CITyKMBaHUs, YTO CIYXHUT OJHUM U3 HanOoJiee MHTEPECHBIX €€ aCIeKTOB. XOTsS aHIIMHCKHHA MPOTOKOI
Hawty4ieil paboTel TpeOyeT yKa3blBaTh pe3yJIbTaThl 0030pOB yIOBIETBOPEHUS 3alPOCOB B FOJIOBBIX IUIAaHAX
OnbIMoTEK, HO OYEHb MaJ0 M3BECTHHI OCHOBOIIOJIATAIOIINE BOMPOCH], KOTOPHIE BEAYT K YIOBIETBOPEHHIO
nosnb3oBateselt (XepHoH u AnbT™al, 1998), 1 Helb3sl OBITH YBEPEHHBIM B OCHUMAapKUHTE YAOBJIETBOPEHUS
MOJIb30BATENICH B Pa3iUYHbIX Teorpa)MuecKuX U KyJIbTYPHBIX YCIOBHSAX. DTO BBITEKAET M3 MPHUPOIBI psla
KJIIOYEBbIX KOHLENIMN, KPUTUYECKH BaKHBIX IJIs mpouecca OeHumapkuHra. OgHa U3 HHUX, Kak ObLIO
MTOKAa3aHo BBIIIE, KOHTEKCT, a pyTas — BONPOC «KOHCTPYKIIMOHHON JEMCTBEHHOCTHY. 3[€Ch BO3HHUK BOIPOC,
JCWCTBUTEIBHO JIM HAlll YYETHBIH MHCTPYMEHT, KaK MBI BEPHUM, YUHUTBHIBACT (aKTOPHI, M KaKue IMpoYne
NIEpEMEHHbIE BEJIMYMHBI, KOTOPBIE Mbl HE YWIM, MOI'YT BIMATh Ha u3MepeHue. IloaTomy HyXHO ropasno
CTpPOXE TECTUPOBATH HHCTPYMEHTHI U TOJIBKO IIOTOM MOKHO OBITh YBEpEHHBIM B HUX. IIpeTeH3uu, KoTopsle
BBIIBMHYJIH pa3paboTunku uHcTpyMenta LIBQUAL'™ oTHOCHTENBHO €ro MCIBITaHHOH KOHCTPYKTHBHOI
JEHCTBEHHOCTH, OCTANCh cropHbIME (XepHoH M Hurenkwuii, 2001). NM3ydenne Bompoca KOHCTPYKTUBHOMN
NEHCTBEHHOCTH, KaK SMIIMPUYECKOT0, TaK M ASTHOrPaQUYECKOro METOJa BAXKHO IS PACIYTHIBAHU
MOTEHIMATBHO OIIMOOYHBIX MPEINOIOKEHUH M OCBEUICHUS KOHTEKCTYAJIBHBIX M KYJIBTYPHBIX Pa3Inuui,
KOTOpbIE JICHCTBYIOT KaK Ha OKUIaHHE OMONMMOTEYHBIX MOJb30BaTeNei, TaK MU Ha MHTEHCUBHOCThH TpyJa B
oubmmoTeke. Bce MHCTpYMEHTH OCHUMApKUHTa U CIIOCOOBI cOOpa MaHHBIX HYKHO TIOJBEPTHYTH TAKOMY XKE
CTporoMy KOHTpOIO. TOJIBKO TOrAa MOXKHO CIEIaTh BBIBOJ, YTO 3TO HAJAEKHO B CMBICIIC MEHEIKMEHTA.

Bonpoc KOHCTPYKTHBHOM IEWCTBEHHOCTH BIIMSICT Ha psja oOnacTedd, TAe KelaTelbHO pa3BUTHE
OcHuMapkuHra. B 3TOM KOHTEKCTE HYKHO PacCMOTPETh HECKOJIBKO cooOpakeHuil. Bo-mepBbIx, Kak
YKa3blBaJOCh BBIIIE, MMEETCS TEHAEHIMA BO3JaraTb HAJAEKAy Ha COOTHOLICHHS MEXIY H3MEPEHUIMU
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MPOCTO M3-3a UX HaW4us, 0e3 BRISCHEHUS, UMEIOT JIM 3TH IUQPHI KaKyI0-IN0O0 AeHCTBEHHOCTh, U SBISICTCS
JU 3Ta CBSA3b HA CaMOM JieJie TMOJJIMHHOW. J[aHHBIE, COOTHONICHUS MEXJY HUMH M JIIOOBIMH I(pamu,
MPUMEHEHHBIMA JUII  CPaBHUTENBHBIX IeNIed JOIDKHBI MPOUCTEKaTh W3 YETKOTO  IMOHWMAaHUS
OCHOBOTIOJIAraroIeii KOHCTPYKIIMHU, a HE U3 YA00CTBa HMCIIOJIb30BaHUS UMEIONIMXCS IUGP, KaK 3TO Ha3Bal
®dopa.

Bo-BTOpBIX, €cii MBI XOTUM OBITh B COCTOSIHUHM OIPENENIUTh HEOOXOANMbIE ITEPEMEHBI B MPOIIEcce
OCHUMapKWHTa, MBI JIOJDKHBI MPUMEHUTH IE1eCO00pa3HOe COYETAaHUE OICHKU YPOBHS JAaHHBIX, TPEXKIE
BCETO JJIsl JUATHOCTUYECKUX IIeNIel U MPOLIECCHON OIIeHKU. Torja MOJKHO BBICKA3aTh Pa3yMHBIE CYKIICHUS O
CMBICTIE TAHHBIX B KOHTEKCTE U MPOIECCOB, ITOPOKAAIONINX ITH JaHHEIE.

B-Tpetbux, s yBepeH, 4To eciau OEHIYMAPKUHT 3HAYAM [Tl MEHEKEPOB, TO €r0 HEJIb35 OTACIHUTH OT
MHBIX (OPM OICHKH M y4eTa MHTEHCHUBHOCTH TpyJa, MPHUMEHEHHBIX B YUpeXKIeHUU. B HacTosiee BpeMs B
ydeTe WHTEHCHBHOCTH TpyJa YIOp CAellaH He Ha BBOJE, IpoleccaX M BBIBOZAE, Y€M MBI 3aHUMAIIMCH B
MIPOIIIIOM, a Ha pe3yibTarax. [loka pe3ynpTaTsl III0X0 OmpeesieHbl BO BCEX OMONIMOTEYHBIX CEKTOpaxX WIIH,
Mo KpalHeH Mepe, €ClM MX MOXHO ONpEeIeNuTh, TO TOKa HE pa3paboTaHbl YIOBICTBOPUTEIHHBIC
WHCTPYMEHTHI WX ydera. Bce e, ecnu OCHUMAPKHHT JIOJDKEH CTaTh JCHCTBUTEIBHO MMOIXOISIIAM
WHCTPYMEHTOM, TPUIETCA BKIIOYHTH pPE3yNbTaThl B OCHUMApKHHT, BEPOSATHO, B MATKOM BapHaHTE
CPaBHUTEIBHOTO 0030pHOTO aHAIN3A.

Mopens 0eHUMapKUHTA JJIs HAIMOHAJIbHBIX 0M0JIMOTEK

Wrak, ecnmu oOpatuthcst k Hb u mpuMeHeHwro OeHUMapKuHTa il MX OLEHKHA, TO HYXXHO
paccMoOTpeTh psn BompocoB. Bo-mepBeix, Hb — odeHp crnenududeckuii CEKTOp C OMNpPEICICHHON
HallUOHANTBHOU POJIbIO, BAPbUPYEMON MO CTpaHAM B 3aBUCUMOCTH OT IOJUTHUYECKUX YCIOBUH, KOTOpPHIC
MEHSIFOTCSI, YacTo OBICTpee, HEeXeNu B MyOJMYHBIX MM akaJeMUYecKux Ombnmorekax. M3-3a BaxkHOCTH
HAI[MOHAIBHOTO U TIOJUTHYECKOTO KOHTEKCTa, TPYAHO HAWTH aHANOTWYHBIE MM OHONHMOTEKH M TPOBECTH
OCHUMapKUHT ¢ HUMH. VM Takke HEJIErKO MPUHUMATh y4acTHEe B 0a3aX JaHHBIX JTOCTATOYHOTO MacIiTaba
JUTSL BEJICHUS JIIOOOW TPaJUIIMOHHON OIICHKH YPOBHS NaHHBIX WM BBISBICHUS HAWTYYINECH MPAKTUKH, XOTS
HaWIydInas MpaKkTUKa, KaK OHAa BBIABIEHA B PONOBOW JESATETHHOCTH IO BCEM OHOIMOTEYHBIM CEKTOPaM,
Oyzer, KOHEYHO, BCe eme 3HauyuMoW. VIMeroTcss Xopomme BO3MOXKHOCTH pOIOBOTO OeHYMapKWHTa,
CBAZBIBAIOIIETO pa3HbIE YCIyrH, KoTopele mnpemiaraior HB, ¢ Takumu »xe yciayramMu opraHua3aiui
aHAJIOTMYHOTO MaciTabda WM YyCIyraMd aHaJOrMYHOTO THIA, KaK 3T0 OBLIO TOKa3aHO BBIMIE Ha
aBcTpanmiickoM mpuMepe. OHM MOTYT TaK)Ke PacCMOTPETh BHYTPEHHUI OCHUMApKHHT, CpaBHUBAas TakKue
MMOKA3aTeNN, KaK YEJIIOBEUESCKHUE PECYPCHI, KaIPOBBI MEHEKMEHT, MPOIEAYPHI yUeTa, a TaKkKe OCHUMApKHT
JIPYTUX TPaBUTEIbCTBEHHBIX areHTCTB, MPUHHUMAas BO BHUMAHHUE 3TU BUABI KOMMEPUECKHX MPOIECCOB U
OeHUMapKUHT ToJib30BaTeneil. Vimess B BUAy, 4TO OEHUYMApKHHT B YaCTHOM CEKTOPE OXBATHJI TaKHE BHUJIbI
JESTEILHOCTH, KaKk 00yUeHHUEe IMepCOHAIa, YeTIOBEUSCKUE PECYPChl, MH(POPMAIIMOHHAS] TEXHOJIOTHS, KOHTPOIb
U MCEHEIKMEHT JIOKYMEHTOB, BHYTPEHHHE M BHEUIHUE KOMMYHHUKAIMM, THUIBI, NpPUCYIIHE BceH
MIPOMBIIIUIEHHOCTH, TOUCK TMAapTHEPOB JUIA CPaBHUTENBHOTO 0030pa MOXKHO pPACIIUPUTH 32 MPEAeisl
OMOIMOTEYHOr0 W MIPABUTEIHCTBEHHOTO CEKTOPa M BKIIOYHTH JIFOOYIO OPTaHM3aLNI0, UMEIOIIYI0 XOPOIIYIO
MPaKTUKY, KOTOPOH OHa rOTOBA MOJACIUTHCA. MHOTHE TIepeOBbIc KOMIAHUK OBLIM OBl PaJibl BO3MOXKHOCTH
YJacTBOBaTh B OCHUMAPKHHIE W CPAaBHUTEIHLHOM 0030pe KOMMEpPUYECKOTO IpoIecca ¢ TakoW OONbIION U
aBTOPUTETHOM opranuzanueit, kak Hb.

HBb npuxomutcst ropa3mo TpyaHee B oOnactu pa3pabOTKU IOKaszaTelnel MeATENbHOCTH U
WHTEHCUBHOCTU TpyAa. MM Taxke TpyAHO OPUMHUPUTH HUX C ILEISIMH, YCTAHOBJICHHBIMU B paMKax
COIMAJIGHON TIPOTpaMMBI, MPOBOAMMON TIPABUTEILCTBOM, HAIPUMEP, COACHCTBUSA 0Opa30BaHHIO U
0JIaTOCOCTOSIHHIO HACEJICHUS OIPENCICHHBIM 00pa3oM, COXPAaHEHUS HACIENUS U KyJIbTYPhI, TOIIACPKKU
3HaHus. KTo ux monp3oBarenu? KakoBo HaceneHue, KOTOpoe OHU 00CITykuBatoT? Kakumu TOMKHBI OBITh X
pesynbTaTel? KakoB jkxemaemblii ypoBeHb WX pe3ynbraroB? Eme TpyaHee ckaszaTh, YTO JOJDKHO OBITH
pe3yIbTaTOM HX JESATETBHOCTH. XOTS TOIBITKA YYeCTh JESITEIbHOCTh aKaJleMHYeCKHX OUOIMOTEeK Ha
OCHOBAaHMM YCIEBAEMOCTH CTYIACHTOB WM HAyYHBIX JOCTHXKEHUN TepCcOHANa, WIM JEATCIbHOCTD
MyOJIMYHBIX OMOJIMOTEK Yepe3 MOMOIb 00Pa30BAHUIO B TEUEHUE BCEH KU3HHU, KOMMEPUECKUE BO3MOKHOCTH
WJIM BO3MOXKHOCTH TPYAOYCTPONCTBA M OOOTAIICHUs Yepe3 JOCYTrOBOE UYTEHHE TPYAHA, OJTHAKO PE3yNbTaThl
nestensHOocTH HB onpenenuTs u ydyects emie TpyaHee. M Bce ke, eclii OCHUMApKHUHT He JODKEH OTCTaTh OT
y4eTa MHTEHCUBHOCTHU TPYZa, TO HaM HYXHO JIep>KaThCsl 3TOT0 Kypca.

Ecnun Hb xXoTaT y4uThCs Ha mpuMepe APYTHX CEKTOPOB, OHM MOTYT Ha4daTh CPAaBHUTEIBHBINH 0030p
NEeSITETFHOCTH ISl TOTO, 9TOOBI IENUTHCS UACIMHU O pa3paboTKe ydeTa HHTEHCHBHOCTH Tpy/la Pe3yIbTaToOB B
ATOW TPYAHOW OOJIACTH C JPYTMMHU TPaBUTCILCTBEHHBIMU AarcHTCTBAMHU W HEMPABUTEIbCTBEHHBIMU
OpraHM3alMsAMH, KOTOpPBIE MMEIOT IO C aHaJOTHYHBIM JHarHO30M COIHMAJIBHBIX W 00pa3oBaTENbHBIX
pe3ynbTaToB. DTO MOXKHO CJENaTh, €CIH PAacCMOTPETh pasHble poiiu, KoTopsle HbB wrpaer mmst pasHbIx
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KaTerOpHil YuTaTeNe, W TOWCKATh pPABHOIICHHBIC YYPSKICHUS C aHAJIOTHYHBIMH 3agadamu. Kax
YKa3bIBAJIOCH BBIIIE, BOIIPOC KOHCTPYKTUBHOW JIEHCTBEHHOCTH 37€Ch KPUTHYECKH Ba)KEH, a MPABUTEIHCTBAM
elle He NPUIUIOCHh YIEeNATh eMy MHOTO BHMMaHHUA. Ecnmm paccMoTperh 3afaud, KOTOpBIE TOJIH30BATEh
cTapaeTcs peluTh BO BpeMsl TUYHOIO WM BUpTyalbHOro nocemenus HB, ero ycnexu B 1OCTHXKEHUH 3TUX
Lenel U Te MepeMeHbl, KOTOPhIEC 3TOT YCIEX BHOCUT B €ro >KHU3Hb U TPYJ, TO MOXKHO CAENATh BBIBOJ, YTO
CHauajga OTH 33Jaydl HY)XHO OIIPEeNeNuTh JSTHOrpaUYeCKIMH METOJaMH, a 3aTeéM IOATBEPAUTH
SMITUPUYECKUMHU HCCIICOBAHUSIMHU, KOTOPBIE MOTYT JaTh OCHOBOMOJATAIOIIYI0O KOHCTPYKIUIO, KOTOpas
MO3BOJIUT MEJUICHHO MOCTPOUTH 0a3y JJsl OlEHKU pe3ynbrata. [lapTHepCTBO M qUasior ¢ paBHOLEHHBIMU
VUPEKJACHUSIMA B OMOIHMOTEYHOM CEKTOpE, MPABUTEILCTBEHHBIX M HEMPABHUTEILCTBCHHBIX areHTCTBaX, a
TaK)k€ B YaCTHOM CEKTOPE IIOMOTYT B 3TOM JIEJIE.

HWrak, npouecc 6enumapkuara Hb — 310, mokanyii, He CTONBKO CPaBHCHHE CTATUCTHKH BHIXOJA C
IPYTHMH HAaIWOHATBFHBIMA M TOCYJAapCTBEHHBIMH OHMONHOTEKaMH W3 pa3HBIX KYJIbTyp, KOTOpPBHIE BCe
BEITIONHSIOT pa3HbIe 33/]a9d, CKOJIBKO aHaJIN3 HAWIYUIINX JOCTH)KEHUH B U3BECTHOM KYJIBTYPHOM KOHTEKCTE
U CTPEMJICHHE 4Yepe3 BHUMATCIbHBIA CPAaBHUTENBHBIN 0030p JCATEIBHOCTH K TIOCTOSHHOM OTKPBITOCTH
MEepeMeHaM W COBEpIICHCTBOBaHMIO. [lodToMy Hawmirydinas NpakThka OCHUMApKWHTA BKIIOYACT B ceOs
CIIeqyIOIIee:

. OCHOBHOE BHUMAaHHE IMPOIIECCHOMY OCHUMApPKHHIY M CPaBHUTECILHOMY 0030py C
JPYTHMU areHTCTBAMH U OPTaHM3ALUSAMU B cpepe KyIbTYpHI.

. Pa3paboTka depe3 CpaBHHTENBHBIN 0030p IMOKazaTelled AESITEILHOCTH, KOTOPHIC
OXBAaTAT BBOJI, IPOLIECC, BBIBOJI, PE3YIbTATHI.

. BarManue K M3MEHEHHSIM NMPUHIMIIOB MEHEKMEHTa I 3aKpeIUIeHUs TIepeMeH B
OpTraHM3alINY.

. OcHoBononararomasi HaydHas 0a3a, JIEMOHCTPHUPYHIOIIAs KOHCTPYKTHBHYIO

NEHCTBEHHOCTh Y BHUMaHHE K KyJIbTYPHOMY M OpPTaHU3aI[IOHHOMY KOHTEKCTY.
YCBOMB 3TU NMPUHIIHITEI, OEHYMAPKUHT MOXET CTaTh 04eHb 3(hdekTuBHBEIM criocobom nmomomu HB B
MIPHUCTIOCOOJIEHNH K M3MEHUNBOH cpeie, He YITycKas U3 BUAY COBEPIICHCTBOBAHNE KayecTBa.
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