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Cmamms npucssidieHa po3enisidy npobsiemu
cmpamegaiqHo20  Yrpas/iiHHS  K/lIEHMOOPIEH-
mosaHicmio opeaHisayili 'y cebepi nocniye 3
ypaxysaHHsiM 0cobausocmell cyyacHozo 6i3-
Hec-cepedosuwja ma possuUmMKy Memooosioail
mapkemuHey. []ocnioxeHo HasisHi nioxoou 0o
BU3HaYeHHs1 CYMHOCMI Kamezopii «K/lieHmoo-
pieHmoBaHicmMb», 30Kpema npoyecHul, YiHHic-
Hud, cmpameeaiyHull ma 3 opieHmaujiero Ha npu-
UHIMMS ynpag/iHCbKUX pilueHb. [JosedeHo, Wo
0co6/1uBOCMI MOC/y2U SIK MoBapy Br/IUBAIOMb
Ha BrpoBacXeHHs1 K/IIEHMOOPIEHMOBAHO20 [i0-
X00y 00 yrpas/iiHHsI CEPBICHUMU Op2aHi3ayjisivMu.
Po3271siHymi  PUHKOBI, MEXHO/02IYHI ma  eKo-
HOMI4HI repedymoBu, siKi akmyaslisytomb opi-
€HMayjio Ha KaieHma sik ocHosy /151 Mobyoosu
b6isHec-npoyecis. Asmopamu  chopmy/iboBaHi
MPUHYUNU CMpameaidHo20 Yrpas/liHHS K/lieH-
moopieHmoBsaHicmIio y cgbepi rocsye, nepesaau,
SIKi ompuMye cy6'ekm 20Cro0aprosaHHs y pasi
BIPOBaoXeHHsI CMPameaidyHo20  K/IiEHMOopi-
EHMOBAHO20 MioX0dy 00 Yrnpas/iHHsl. 3anporo-
HOBaHO asmopCbke Ga4yeHHs CKIaOHUKIB cmpa-
meeii KieHMoopieHMoBaHocMi y cghepi Nocsye,
PO32/15HyMi MOX/TUBI PUSUKU.

KntoyoBi cnoBa:  k/ieHMOOPIEHMOBAHICMb,
opaaHizauisi, cmpameaidHe Yrpas/iiHHsl, KOHKY-
PEHMOCTPOMOXHICMb, Cchepa nocsiye, PU3UKU.

Cmamesi nocssweHa npobiemam cmpameau-
YECKO20 YNPAB/IEHUS KUEHMOOPUEHMUPOBAH-

HOCMbI0 opeaHu3ayull 8 cghepe ycrye ¢ y4emom
ocobeHHocmell  cospeMeHHoU  bu3Hec-cpedb!
U passumusi Memooosio2ul  MapKemuHaa.
WiccnedosaHbl  cywjecmsyroujue  Mooxoobl K
onpede/ieHulo CyuHOCMU Kameaopuu «K/IUeH-
MOOPUEHMUPOBAHHOCMb», B8 YACMHOCMU MpPO-
UecCHbIl, UEeHHOCMHbIU, cmpameaudeckull, ¢
opueHmayueli Ha MpUHIMUe ynpagneHYeckux
peweHull. [JokasaHo, 4mo 0cobeHHoCmU yc/yau
KaKk mosapa B/USIOM Ha Yes1ecoobpasHocms
MPUMEHEHUS K/TUEHMOOPUEHMUPOBAHHO20 M00-
X00a K yrpas/ieHuto CEPBUCHBIMU KOMNaHUSIMU.
PaccmMompeHb| pbIHOYHbIE, MEXHOM02UYECKUE U
9KOHOMUYeECKUE NMPedrnochi/IKU, KOMOopble akmy-
a/u3upyom OpueHmayuro Ha KaueHma Kak
OCHOBy 07151 MOCMPOEHUsT BU3HEC-MPOYECCOB.
ABmopamu cghopMyupoBaHbI MPUHYUIbI cmpa-
meau4ecKo20 yrpas/ieHusl K/IUeHMOoopUeHmu-
PPOBaHHOCMLIO B Chepe yCr1y2, MpeuMyuecmsa,
Komopble rosy4aem cybbekm xo3alicmBosaHust
Mpu BHEOPEHUU CMpame2u4ecKo20 K/IUeHmMoo-
PUEHMOBaHHO20 1100Xo0a K yripas/ieHuto. ped-
JIOXEHO asmopcKoe BUOEHUE COCMAaBSIWUX
cmpameauu  KJUEHMOOPUEHMUPOBAHHOCMU
B cghepe ycnye, paccMOMpPeHb! BO3MOXHbIE
PUCKU.

KnioueBble cnoBa:  K/IUEHMOOPUEHMUPO-
BaHHOCMb, Op2aHu3ayus, cmpameaudeckoe
ynpag/eHue, KOHKypeHmocnocobHocmb, chepa
yC/1y2, PUCKU.

Atrticle is devoted to consideration of a problem of strategic management client-orientation of the organizations in services sector taking into account features
of a modern business environment. It is proved that features of service as goods, and market, technological and economic prerequisites update orientation
to the client as a basis for creation of business processes in services sector. Client-oriented approach is the most relevant in those market segments where
interaction with the client has long-term character, and the specifics of service provide a possibility of repeated reference of clients. In article the existing
approaches to determination of essence of category “client-orientation”, in particular process, value-oriented approach, an approach that is based on
strategic management and approach with orientation to adoption of management decisions are investigated. Authors formulated the principles of strategic
management client-orientation in services sector. Orientation to satisfaction of specific needs of the specific client becomes key competence, the integral
component of corporate culture. Interaction with the client is carried out at all stages of his life cycle what all structural divisions of the company are respon-
sible for. The client-orientation provides a uniform information basis of interaction with clients of all divisions and at all stages of interaction. In article advan-
tages which are got by the company at introduction of strategic client-orientation approach to management are formulated. Author's vision of components of
strategy of customer focus in services sector is offered, including, in particular, creation of profiles of key clients of the company, deployment and introduction
of programs of loyalty and standards of service, development of competences of personnel with orientation to clients, transformations of focused on goods
of organizational structure to customer-oriented, use of modern qualitative and quantitative methods of generation and the analysis of information on clients
and information CRM technologies. The authors listed the main risks for organizations that implement customer-oriented management.

Key words: client-orientation, organization, strategic management, competitiveness, services organizations, risks.

MocTtaHoBKa npo6nemu. CyyacHe 6i3Hec-cepef-
oBuLLEe nepebyBa€ y NOCTINHO TypOy/NIEHTHOMY CTaHi
yepes [IMBOKI CYTTEBI AOT0 3MiHW, SKi BNIMBAKOTb HA
TeHAEHUiT po3BUTKY i cdepn nocnyr. HaykoBo-Tex-
HIYHMIA Nporpec 3HIMaE MEePEnoHN LWOAO0 HaAaHHSA
NOoCAyr Ha BiACTaHi, HajatouuM nocayram MeBHOro
rno6anbHOTo  XapakTepy; 3arasisHe YCKNafgHeHHs
NPOAYKUii MPOMUCNIOBUX MNIANPUEMCTB  NiABULLYE
HeoobXigHICTb hopMyBaHHA cUCTEMM A0- Ta NicNAnpo-
[@KHOro 06C/1yroByBaHHS; 3MiHa Yy MCWMXONOTIT CIOXN-
BaHHA Hace/fleHHA Ta y AuHamiui AoxoaiB — Ui ak-
TOPW MOXYTb PO3INAAATUCS AK JIOKOMOTUBY PO3BUTKY
chepu nocnyr. Hanbinblw nepcnekTBHUM 3 Ora4y
Ha CyyacHe KOHKYpPEHTHe cepefloBuLLE € LWAX NigBu-
LLIEHHS1 eDEKTMBHOCTI AisiNIbHOCTI OpraHisauiii cchepu
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noc/yr Yepes cuctemMy AOBrOTPMBAINX MiLHUX BigHO-
CVH i3 peasibHUMK Ta NOTEHUIAHMMN CnoXneadamm —
KnieHTamn 6i3Hecy, TOGTO BNpOBaXeHHsA cTpaTeriy-
HOTO K/IIEHTOOPIEHTOBAHOIO YNpaB/iHHSA.

AHani3 ocTaHHiIX pocnipkeHb i ny6nikawiii.
MUTaHHA  KIEHTOOPIEHTOBAHOCTI  AOCUTL  LUMPOKO
BUCBIT/NIEHI Y My6iKaLisiX BITYN3HSHUX Ta 3aKOpPAOH-
HUX HaykoBL,iB, 30Kkpema T.C. Bacunbesoi, B.FO. Xani-
HoT [1], A.B. 3aBagcbkoi, A.B. KBacko [2], O.B. Kynpi-
€Hko, J1.M. ManeHko [3], E. MeiiHa [4], A.1. Xnebosuy
[5] Ta iHWWX. AKTyaslbHICTb YOOCKOH&/IEHHS CTpa-
TEriYHOro MeHeMKMEHTY 3 NO3ULiT OpiEHTYBaHHSA Ha
KNiEHTa, (QOPMYBaHHSI CTpaTeriyHUX KOMMETEHLM
opraHi3zaujii Ha OCHOBI K/iEHTOOPIEHTOBAHOCTI nNia-
TBEPAKYETHLCA HASIBHICTIO HAYKOBMX My6ikaui Takmx



B EKOHOMIKA TA YIPABJIIHHA M AMPUEMCTBAMUN

aBTopiB, Ak M.B. 3o0piH [6], A.B. leTpoBcbka [7],
H.M. Pa6okoHb [8], I.A. PyBeHnii [9] Towo.

MocTaHoBKa 3aBpaHHA. MeTol cTaTtTi € Aochi-
[KEeHHS niaxonis 00 BU3HAYEHHS CYTHOCTI KNEiH-
TOpieHTOBaHOCTI, ii Micus y cuctemi ynpa.iHHS
opraHisaujieto ccpepu nocnyr Ta BNPoBafXeHHi cTpa-
TeriyHoro ynpas/iHHA KOHKYPEHTOCMPOMOXHICTIO 3
ypaxyBaHHSAIM BMMOI Ta nepegymoB Cy4vacHoro 6i3-
Hec-cepefoBuLLa.

Buknag oCHOBHOro mMarepiany pocnigXeHHs.
Bumorn Ta nepegymoBU LWOAO BNPOBAMKEHHS Kii-
€HTOOPIEHTOBAHOI cTpaTerii NoB’sA3aHi 3i 3pOCTaHHAM
3ara/ibHOi HEBM3HAYEHOCTI PUHKOBOTO bBi3Hec-cepes-
OBMLLA, NOCUNEHHSAM KOHKYPEHTHOTO TUCKY, BUHATKO-
BOI BMMOI/IMBOCTI CMOXMBAUiB A0 SIKOCTi TOBapiB Ta
piBHA cepBicy, yCKNaAHEHHAM cucTtemMu Gi3Hec-npo-
LieCiB opraHizauin cdepn nocnyr, WMPOKMM pPOo3no-
BCIODKEHHAM TPaAULIAHNX MapKETUHIOBMX TEXHO/O0-
rinn cepep, cy6’ekTiB rocnogapioBaHHA Ta TeHAEHLUIT A0
3HMKEHHS TXHbOI ePeKTUBHOCTI i, IK HAC/iAOK, nos-
BOK HOBMX TEXHOJIOTi B3aemogii 3i cnoxuBadamu.
TexHOMOoriYHi NnepeayMoBU BNPOBAMKEHHS KNIEHTOO-
PIEHTOBAHOCTI € pe3ysbLTatom rnobanisauiiHnx npo-
ueciB Ta iHchopmaLiliHoi peBontoLi. Po3BMTOK IHTEp-
HEeTY Ta MOOINbHMX TEXHOSOrIN Aae 3Mory KnieHTam
OTPUMYBATU NPAKTUYHO OYAb-AKY CMNOXMBYY iHOP-
MalLito, a 3 IHLIOro 60Ky, Hagae KomnaHism ePekTUBHI
Ta [OOCTYNHI KaHa/iM KOMYHiKaLii 3i crnoxusBavamu.
EKOHOMIYHI nepegyMoBM MOB’sI3aHi 3i 3POCTaHHSAM
3HauyLOCTi NOANbLHOCTI KnieHTa. B ymoBax 3poc-
TaHHA PiBHA KOHKYPEHTHOT 60pOTLOM MPOCTEXYETHCA
TEeHAEHUis1 A0 36i/1bLUEHHSI BUTPAT Ha 3a/Ty4eHHs Cno-
XXMBAYIB, Y 3B'A3KY 3 UMM aKTyasibHICTb AOBrOTpUBa-
NINX NOSANBbHUX BiAHOCKWH i3 KnieHTamm 3pocTae. Oco-
6/1MBOCTI NOC/YTU 5iK TOBapy, a came 1i HEBIAYYTHICTb,
HEBM3HAYEHICTb Yy 4aci, HeoAHOPIAHICTb SKOCTI Ta
cy6’ekTMBHa Ti OUjiHKa, HEPO3PMBHICTL BUPOOHMLUTBA
Ta CNOXMBaHHA NOCAYrM AOBOAATb, WO came Ans
opraHisauii cdpepu nocayr KNiEHTOOPIEHTOBaHWIA Nia-
Xif, € HanbiNbL aKTyanbHUM.

BupoBGHULTBO Ta CNOXMBAHHA MOCAYr TICHO
B32aEMONOB'A3aHi, HaBiTb HEPO3pWUBHI, TOMY LLIO
NoCnyrn HaivacTile BMPOBNATLCA Ta CNOXK-
BalTbCA OfHOYacHO. Lium 3ymoBneHO hakTnyHe
BK/IIOYEHHS KMiEHTA y Npouec HagaHHA Nocayr, Wwo
O3Hayae€, WO Ha BigMiHY BiJ BMPOOGHMLTBa TOBapiB
peaniszauis nocsyr notpebye ocobucToi yyacTi Kni-
€HTa, KOHTaKTIiB, KOMYHiKaLjii 3i cnoxvnsayem. [locsig
[0BOAMTL, LLO TiSIbKM MPOAYKTOBI iHHOBALji BXe He
3abe3nevyoTb KOHKYPEHTOCMPOMOXHOCTI CYy6’eKTIB
rocrnogaptoBaHHss. OCHOBOK KOHKYPEHTOCMPOMOX-
HOCTIi CTa€ YHiKa/lbHICTb Ta SKiCTb cepsicy. CepBicHa
[isiNbHICTb NOTPebye NOCTINHOI aganTauil 4O HOBUX
PUHKOBMX BUMOT Ta 3HA4YHO Baxye, HK BUPOOHMYA
AISNbHICTb, cnpuiiMae iHHOBaUil. [nsa opraHisauiii
cchepun nocnyr came 3acCTOCYyBaHHS 3HaHb MPO OYiKy-
BaHHA Ta NOBefiHKY K/iEHTIB fae 3mory nobyaysatu
KOHKYPEHTOCMPOMOXHY 6i3Hec-moaenb. KnieHToo-

PiEHTOBaHWUI Niaxif € Halbinbw akTyaslbHUM Y TUX
PUHKOBUX CErMeHTax, fie B3aemMogis i3 KNieHToOM Mae
[OBrOCTPOKOBUIA xapaktep, a cneuudika nocnyru
nepenbavyac MOXNMBICTb 6aratopa3oBoro 3Bep-
HEHHS KNieHTiB. Hacamnepes ue 6aHkiBCbka cdepa,
CTpaxoBi KOMMaHii, TeneKoMyHIiKaLliiHi KOMMaHi,
opraHisauii onToBOi Ta pPo34pi6HOT TOPriBNi, MEANYHI
YCTaHOBW, OpraHisadji, ki HagalTb OCBITHI Ta KOH-
cynbTauiiiHi nocayru Toulo.

CTparteria ynpasniHHA BigHOCMHaMW i3 KNiEHTaMu
(Customer Relationship Management — CRM) — ue
Gi3Hec-cTparTerisi, sika cnpsiMmoBaHa Ha CTilikuii po3Bu-
TOK hipMu yepe3 hopmyBaHHSA NPMOYTKOBUX Y AOBro-
CTPOKOBIli NepcnekTMBi BIAHOCKH i3 KieHTamu, TO6TO
yepes KNIEHTOOPIEHTOBAHICTb (OPIEHTALLI0 Ha KNiEHTA).
BaraTosHauHiCTb DOpM OpieHTAaLT Ha KTiEHTa BUK/IN-
Kania po3maiTTs niaxo4iB A0 BU3HAYEHHS CYTHOCTI K/i-
E€HTOOPIEHTOBAHOCTI Y HAYKOBIli NiTeparypi, 30Kpema:

— npouecHuid. KnieHToopieHTOBaHICTb BU3Hava-
€TbCS SIK Habip PYHKLiOHaNbHMUX NPOLECIB, CNPSIMO-
BaHMX Ha 3a/ly4YeHHs Ta 3aJ0BOMIEHHS K/IEHTIB 3a
[0MOMOroK MOHITOPUHIY iXHiX noTpe6 [10];

— LiHHICHMIA. BignoBigHO A0 HbOTO K/TIEHTOOPIEH-
TOBaHICTb PO3rNAAAETLCA AK CYKYNHICTb NepeKoHaHb
CniBpPOGITHMKIB OpraHizauii Wwoao npioputeTiB iHTep-
€CiB KNIEHTIB LOA0 iHTEpPEeCIiB iHWKX CTelKxonaepis
0N CTBOPEHHS CTiliKMX KOHKYPEHTHMX nepesar [11],
K NigBMLLEHa yBara CniBpObITHMKIB A0 CepBicy Ta
SIKOCTi, KacTomi3zauiss NpoAyKTY, akTUBHWIA NOLUYK
Ta aHani3 iHopmayjii wopo notpeb kmieHTiB [3].
[O.1. Xnebosuy 3a3Havae, WO notpebu Ta HGakaHHA
KNIEHTIB € BU3HaYa/IbHUM (PaKTOPOM Mif Yac po3po-
6M1EeHHA BHYTPILLHIX 6i3HEC-NPOLIECIB KNIEHTOOPIEHTO-
BaHOI KoMnaHii [5];

— cTpaTeriyHuii. Y pocnigxeHHi [6] mig opieHTa-
L€l Ha KNiEHTa PO3yMieTbCA 36ip Ta BUKOPUCTAHHSA
iHbopmaLii Wwono notpeb KNIEHTIB, PO3pPOOGAEHHS
cTparerii 3 ypaxyBaHHsM BnogobaHb KiEHTIB, pea-
ryBaHHsi Ha Npo6nemn Ta NoTpedu KAIEHTIB nig yYac
peanizauii uiei ctparterii. JocnigHuk O. MyxopToBa
3a3Havae, WO KAEIHTOOPIEHTOBAHICTbL — Le cTpaTe-
ria Gi3Hecy, ika Ma€ Ha MeTi 3a40BOJSIEHHSA NOTPe6
KnieHTa. Pesynbtatamu Uiel cTpaTerii €: /10A/bHICTb
KNIiEHTIB, NpUOYTOK, CTabiNbHWIA TPOLWOBUIA MOTIK,
NiABULLEHHA PiBHA nepefbdayvyBaHOCTi  NOBEAiHKA
Knientie [12]. J1.M. ManeHKo po3rnisagae KNieHToo-
PIEHTOBAHICTb SK CyyacHY KOHUEMNLilo YynpaBiHHA
nignpUEMCTBOM, B OCHOBI SIKOI NieXaTb 3HaHHSA MPo
KNIEHTIB Ta IxXHi noTpebu, Wwo gae amory hopmyBaTtu
CNOXMBYY NOS/IbHICTb, YTPUMYBATV NOCTIHKX | 3as1y-
yaTun HOBMX K/TIEHTIB 3@ paxyHOK NPOno3uLiii, siki Mak-
CYM&J/TbHO 3a[0BOJILHAOTL iXHi noTpedu [3];

— 3 norasay npouecy NPUAHATTSA yNpaBiHCbKNX
piweHb. CyTHICTb KMIEHTOOPIEHTOBAHOCTI 3BOAUTLCA
[0 NPUIAHATTA CKOOPAMHOBAHWUX CTpaTeriyHnx Ta
TaKTUYHMX PilUEeHb 3a y4acTi Pi3HUX OYHKUiOHa/b-
HUX Nigpo34iniB opraHizauil Ha OCHOBI HakoNU4YeHoT
iHhopMmaL,ii woao Bnogo6aHs KieHTis [13].
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TakMM YNHOM, MOXEMO KOHCTaTyBaTu HasiBHICTb
Tak 3BAHOT0 «BY3bKOr0» Ta «LUMPOKOro» PO3yMiHHSA
CYTHOCTI K/IEHTOOPIEHTOBAHOCTI. «By3bke» po3y-
MiHHA 3BOAMTbLCS A0 YBaXKHOTO CTaBMEHHA A0 Khi-
EHTIB Ta IxHix noTpeb nig 4yac 06GCNYroByBaHHS,
b6axkaHHA MigTpMMyBaTW i3 K/liEHTamu [0BrocTpo-
KOBi BIHOCMHU Ta HasABHICTb Yy nepcoHasy KOoMm-
neTeHUin, NOBHOBaXeHb Ta pPecypciB ANA LbOro.
HeobxigHiCTb BpaxoByBaTW iHTepecu KJ/EHTIB Y
CBOI AisiNIbHOCTI € O4EBMAHOK Ta 3p03yMi/IoK ANs
6iNbLWOCTI NiANPUEMLIB.

BinbLw «wmpoke» abo KOMMEKCHE TPaKTyBaHHSA
KNIEHTOOPIEHTOBAHOCTI AAa€ 3MOry BU3HAUUTK Ti AK
CUCTEMY METOLIB, YNpPaBNiHCbKUX IHCTPYMEHTIB Ta
nigxofis Ao 6i3Hec-AifNbHOCTI, sika AacTb 3MOry
opraHisauii cdpepn nocnyr BCTaHOBAOBATU, NiA-
TpMMyBaTU Ta PO3BMBATW BIJHOCUHU 3 OKPEMUMMU
KNnieHTaMy Ta K/IEHTCbKUMU CEerMeHTamu 3 MeTOH
3abe3neyeHHss CTpaTeriyHoi KOHKYPEeHTOCMNPOMOX-
HOCTI Ta NpMOYTKOBOCTI Y AOBrOCTPOKOBIli Nepcnek-
TuBI. Takuii Nigxig He TiNIbKN Mae Ha yBasi Npouecu
6e3nocepefHbOl B3aEMOAIT i3 KNIEHTOM Ha Pi3HMX
etanax, 36ip Ta 06po6Ky iHdbopmauii MPo NOBEAIHKY
Ta ynofo6aHHs KiEHTIB, ane W akueHTye yBary
Ha HeobXigHOCTI aganTauil HasBHMX MPOAYKTIB Ta
nocnyr, NPoLeciB NPUAHATTA yNPaBAiHCbKUX pilleHb,
Gi3HeC-NPOLECIB Ta CTpaTeriyHMX acnekTiB Aisnb-
HOCTI opraHi3auii fo uiei iHpopmauii. Haronocnmo
Ha 3arafibHOMY cTpaTeriyHoMy xapakTepi KNieHToo-
pieHTOBaHOCTI, TOMY LLO OpraHi3auis, sika ii Bnposa-
[Kye, nparHe came [0 AOBIOCTPOKOBUX BiJHOCWH i3
KnieHTaMu, 4acTKOBO BiAMOB/ISIOUNCH Bif onepaTtme-
HOT Ta TakKTUYHOT BUTOAN.

CTBOpEHHS K/IEHTOOPIEHTOBAHOI CUCTEMU yrpaB-
NiHHA Mae BigbyBaTMCA Ha PI3HMX PIBHAX MEHemX-
MEHTY, Takmx K piBeHb opraHisauii 3arasiom (cTpa-
Terig i TakTuka, OpraHisauiiiHa KynbTypa, MeTogu
ynpas/iHHSA), piBeHb Gi3Hec-npoueciB (cTaHgapTm3a-
Lisi poboTun, cdepn BiANOBIAA/TLHOCTI Ta NOKA3HWKM
edeKTMBHOCTI AiA/IbHOCTI), piBeHb nepcoHasny (LiH-
HOCTI NepcoHasty, CTEpeoTMny NOBEAIHKX, MOTUBALLS
nepcoHasy, komneteHuii) [9].

PeanbHWil NO3UTUBHWIA BMIMB Ha KOHKYPEHTO-
CMPOMOXHICTb OpraHi3auji cpepun nocayr Moxe mMartu
BNPOBa/PKEHHSA CTpaTeriyHoro ynpasiHHA KIiEHTOO-
PiEHTOBAHICTIO, sIKe Nepeabdavae nepebynoBy Gi3Hec-
NnpoLLeciB i3 MeTolo:

— BUSIB/IEHHS Ta MOCTINHOIO MOHITOPUHIY NOTpPe6
Ta O4iKyBaHb MOTEHLHUX Ta HAsIBHUX KMIEHTIB;

— CTBOPEHHSA MNPOAYKTIB (nocnyr), SKi Makcu-
Ma/lbHO CMPOMOXHI 3a[0BOMIbHUTM HasABHI Ta nep-
CMNEeKTUBHI OYiKyBaHHSA Ta NOTPe6U KIIEHTIB;

— opieHTaLii Ha NoLyK, 3a/Tly4eHHs Ta yTpUMaHHS
KNieHTiB. NMpK LbOMY akKLEeHT CTaBUTbCA Ha Ti KaTero-
piT KNIEHTIB, AKi € HANBINbLL NepcneKkTUBHUMU Ta Npu-
6YTKOBMMW A1 OpraHisaduii;

— nobynosn egeKTUBHOI CUCTEMU BIAHOCUH i3
KIIOYOBUMMU KIEHTCHKMMU CEerMeHTaMMu.

\\jy)| Bunyck 29. 2019

MeTolo cTpareriyHoro ynpasfiHHA KMiEHTOOPIEH-
TOBAHICTIO Bi3HECY € CTBOPEHHA A0A4ATKOBOI LiHHOCTI
Ansa knieHta. CtpaTeriyHa KAiEHTOOPIEHTOBAHICTb €
CKNaAHUKOM KOHKYPEHTHUX cTparteriin andepeHujiauii
Ta (hpokycyBaHHA Ha OCHOBI AndiepeHujauii. MNepea-
ramu peasiizadii cTpareriyHoro Kni€EHTOOPIEHTOBAHOIO
nigxony [0 BefeHHA GisHecy y cdepi nocnyr BBaxa-
emo Take (puc. 1):

— TOBapu Ta Nocnyrn KNieHTOOpPiEHTOBaHOI opra-
Hi3auii y GinblLIOMY CTyneHi BignoBigatoTb BUMOram
Ta notpebam K/IEHTIB, SIK pe3ynbTart KAiEHT OTpUMyeE
6inblle 3a40BONEHHS Bif KOPUCTYBaHHS MOCAYroH0.

OTpvMaHHA 3a4,0BONEHHA MiABULLYE MMOBIPHICTb
NMOBTOPHOrO 3BEPHEHHS A0 OpraHisauii Ta neperso-
PEHHS1 KNieHTa 3 KaTeropii pasoBoro Ao Kareropil
nocTiliHoro. Lie N03UTUBHO BN/MBAE Ha piBEHb BUTPAT
KOMMaHii, OCKiNbK1N BUTPATU Ha TpaH3aKLito i3 NOCTili-
HUM K/TIEHTOM HWXYi, HIXX BUTpPATW Ha TpaH3akuio i3
HOBUM K/IEHTOM,;

— OpieHTaLisi Ha 3a[0BOJIEHHST MOTPEDO HaMOI/bLL
npmBab/IMBOro A1 KOMNaHil KMIEHTCbKOTO CEerMeHTy
36iNbLUYE KiNbKICTb BiAMOBIAHWUX TpaH3aKUii Ta nigsu-
LLy€E 3arasibHy NPUGYTKOBICTb AisiSIbHOCTI;

— BMNPOBaXEHHS KNIEHTOOPIEHTOBAHOIO NiAXOA4Y
[Aa€ 3MOry HanaroamMTy MOBHOLHHWIA Aianor i3 Kni-
€HTOM, pe3ynbTaTtoM Takoi B3aemMogii € edpekTuBHa
MapKeTuHroBa ctpaTterid. KnieHTOOPIiEHTOBaAHICTb €
IHCTPDYMEHTOM  MiABULLEHHSA  KOHKYPEHTOCNPOMOX-
HOCTi OpraHizauii LWAsSXOM YyNnpoBamKeHHsS1 KOHUenuil
«MapPKETUHTY BifHOCUH>», LLI0 Y HANBI/IbLLOMY CTYMEHI
BiAMNOBiAaE CyyacHUM TeHAeHLUisM Gi3Hec-peaniii;

— MNOBHOLIHHA B3aEMOAisi i3 KNiEHTaMu crpusie
CTBOPEHHIO Ta BMBEAEHHIO Ha PUHOK MPOAYKTIB i3
MaKCUMa/IbHUM ypaxyBaHHAM NOTped cnoxusadis,
3a6e3neveHHI0 NigepcTaa 3a NPOAYKTOM;

— KOMMNJIeKCHa OpieHTaLis Ha KnieHTa cnpuse nig-
BULLIEHHIO 3arafibHOi e(eKTUBHOCTI MEHeIXMEHTY
opraHisauji y pesynsrati po3noBCIOAKEHHS K/TiEHTO-
OIpEHTOBAHOrO MiAXo4y Ha BCi GisHec-npouecu, ski
peanisytoTb pi3Hi Nigpo3ainu.

Y3arasibHeHHsA 6aratbox AOoC/iMKeHb [ae 3Mory
chopmynBaTV BUCHOBKU LLIOAO NPUHLMNIB, HA SKUX
pO3BMBAETLCA  CTpaTeriyHe  KIiEHTOOpiEHTOBaHe
ynpaBsniHHA opraHisauito cdpepu nocnyr (puc. 1):

— K/TIOYOBOK KOMMETEHLEI CepBICHOI opraHisaw,i
CTa€ opieHTaLis Ha 3a/10BONIEHHS KOHKPETHUX NOTPeo
KOHKpeTHOro cnoxusaya. KnieHTOOPIEHTOBAHICTb
«BOYAOBYETLCSA» Y CUCTEMY MEHEKMEHTY OpraHisa-
Lii Ta Yy KOpnopaTusHy KynsTypy;

— B3aEMOZjA 3 KNiEHTaMn NOBUHHA 34iiCHIOBaTMCA
He TiNibkun B NpoLeci 6esnocepeaHbo NpoAaxy ToBapy
(nocnyrun), ane i go Ta micnA npogaxy (nepeagnpo-
OaKHI Ta nicnanpogaxHi BigHOCKHKW). Pe3synbratue-
HICTb 30yTOBOI [AiS/IbHOCTI 3a/1eXUTb Big NPOLECIB
3a/1ly4eHHs, YTPYMaHHA Ta 06C/1yroByBaHHS K/IEHTIB;

— po6oTa 3 K/iEHTaMV He 0OMEXYETLCS MOLLYKOM
Ta 3a/1y4EHHSAM HOBMX KMIEHTIB. YTpPUMaHHA MOCTIi-
HUX KMIEHTIB Yepes3 MigBULLIEHHSA SKOCTI 06CyroBy-
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CKJIaIHUKU CTpaTerii KIIIEHTOOPIEHTOBAHOCTI

iH(pOopMAIii Tpo CHOKUBAYIB Ta KIIEHTIB

— CermenTallist KIII€EHTIB, BUIUICHHS «KIFOYOBHUX» KIIEHTCHKUX CErMEHTIB

— ITo6ynoBa npodisiB KJIIOYOBUX KIIIEHTIB OpraHizauii cdepu nocayr

— Po3po0ieHHs mporpaM JIOSUTbHOCTI IS KITIEHTIB

— Opranizaitisi 3BOPOTHOTO 3B 53Ky 13 KIII€EHTAMH

— Po3BUTOK KOMIIETEHILIH IepCOHaIly 3 Opi€HTAIli€0 Ha KIII€HTIB

— Po3po0iieHHs Ta BIPOBaDKEHHS CTaHAPTIB 00CIyroBYBaHHS

— IlepeOymoBa Oi3HEC-TTPOIECIB Y KOHTEKCTI CTBOPEHHSI LIIHHOCTI JUTs KJIIEHTA

— IepeTBOpEHHS TOBaPHOOPIEHTOBAHOI OPTCTPYKTYPHU HA KIIIEHTOOPIEHTOBAHY

— BukopucranHs cydyacHHX SIKICHUX Ta KUIBKICHMX METOIB TeHepallii Ta aHaii3zy

— Bukopucranns indpopmaniiiaux CRM-TexXHONOrH 1151 B3aEMO/IIT 3 KITIEHTaMK

1r

CrpareriuHe yrpaBIiHHS KJIIEHTOOPIEHTOBAHICTIO OpraHizaiii y cdepi mociyr

J L

1L

OcHOBHI nepeBaru
KIIIEHTOOPIEHTOBAHOT OpraHi3anii

[IpuHLIKIK cTpaTEriYHOTO
KJIIEHTOOPIEHTOBAHOI'O YIPaBIiHHS

ITinBuIIEHHS 3arajIbHOT
KEePOBaHOCTi e()eKTHBHOCTI
MEHEPKMEHTY Oprasizaiii

3poctaHHs MprUOYTKOBOCTI
JUSUTBHOCTI uepe3 30UIbIIeHHS
KUTBKOCTI TpaH3aKIii i3
KJTFOYOBMMM» KJTIEHTAMHU

3HIWKEHHS BUTPAT Ha 3/1CHEHHS
TpaH3aKIIN Yepe3 3pOCTaHHS
YACTKH MOCTIHHHUX JOSITBHUX
KITIEHTIB

ITinBumenus
KOHKYPEHTOCIIPOMOXKHOCTI 4epe3
JIEPCTBO 1O MPOAYKTY

EdexTrBHa MapKeTHHTOBa
cTpareris opraizauii chepu mocayr

KirouoBa KoMrieTeHIist — opieHTaIis
Ha 3aJJ0BOJICHHS] KOHKPETHUX TOTped
KOHKPETHOTO CHOXKHBayda

KitieHToOpieHTOBAHICTH €
HEBIJI’€MHOIO CKIIAJIOBOIO YaCTHHOIO
KOPIIOPATUBHOI KYJIBTYPH

B3aemonis 3 KIIIECHTOM Ha BCIX
eTanax Horo KHUTTEBOTO IIHKITY

BianoBiganbHICTh 32 BIAHOCUHH 3
KIIIEHTaMH TIOIUISIOTH BCi
MiZPO3/AUTH OpraHizaiii chepu
TOCITyT

€nuHa iHpopMmaliiiiHa 0OcCHOBa
B3aEMOJII1 i3 KIIIEHTAMH BCIX
MiZPO3ALTIB OpraHizailii Ha BCix
CTafisIX B3aEMHUH

Puc. 1. CtparteriuHe ynpaB/iiHHA K/liEHTOOpPi€EHTOBaHICTIO Y cchepi nocnyr

Lxepeno: po3pobsieHo asmopamu Ha ocHosi [1, 2, 7]

BaHHS1 MO3UTMBHO BMJIMHE Ha €(EKTUBHICTb 36yTYy,
ONTMMI3aLilo peknaMHuX 6Io4KETIB TOLLO;

— WBNAKICTb OTPUMaHHS MapKeTUHIoBOI iHthopma-
Uil 3HaYHO NiABULLYETLCA, AKLO CepBicHa opraHisa-
Lisi 34aTHa BUKOPUCTOBYBATW HOBI SIKICHI Ta Ki/IbKICHI
MeToau reHepadii iHpopmauii Ta aHanisy Bignosia-
HUX iHhopMaLiiHUX NOTOKIB;

— uini dyHKUioHaNbHUX nigpo3ainis opmynio-
IOTbCA Y KOHTEKCTi CTBOPEHHSA LiHHOCTI ANA K/iEHTa,;

— BiAMOBigasIbHICTb 3@ BiIAHOCUHW i3 KNieHTamMu
NoAINATL BCI NiAPO34iAn opraHizawii, ons 4Yoro 34ii-
CHIOETBLCA MX(DYHKLIOHa/IbHA B3aEMOAIA NepcoHany
B MpoLeCi NPUAHATTA YNpaB/liHCbKUX PilleHb. AKTY-
a/lbHUM CTa€ BignpavtoBaHHs naHutra ob6cnyroBy-
BaHHS K/IEHTIB Ta PO3P06/IEHHS BHYTPILLHIX CTaH4ap-
TiB 06CNYroByBaHHS;

— opraHizauji HeobxigHa e€auHa iHopmaLliiHa
OCHOBa B3aeMOAil i3 KaieHTamy BCiX Nigpo3ainis
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opraHisauii Ha BCixX cTafisax B3aemogii — nepeanpo-
JaXHIN, nicnAnpofaxHin Ta 6esnocepegHbLO B MPo-
ueci npogaxy [4]. CyyacHi TexHonorii 3 ynpaBniHHA
6asamu pgaHux, pogatkm go CRM-cuctem paaroTb
3MOry opraHisaLisiMm y40CKOHa/1l0BaTu CBOK B3aEMO-
[ito i3 KNiEHTaMu.

3ayBaxuMo, WO KiHLEBOK EKOHOMIYHOH METOH
CTBOPEHHSA Ta (PYHKLIOHYBaHHA Byb-AKoro 6i3Hecy, y
TOMY Ynchi iy cdoepi NOCAyr, € OTPUMAaHHSA NPUBYTKY.
CepsicHa opraHi3zayjis MoXe 3HU3UTU NPIOPUTETHICTb
uinen npubyTKOBOCTI Y KOPOTKOCTPOKOBOMY nepioai
Ha KOpUCTb 3abe3nedyeHHs NpMOYTKOBOCTI y cTpaTte-
rivHin nepcnekTyBi, ase Npo BiAMOBY Bif NpUBYTKY Ha
KOPUCTb 3a/10BOJSIEHHST MOTPED KNIEHTIB HE NAETbCS.
Binblwe ToOro, iHBECTYBaHHA Yy BMBYEHHSA MOTPE6 Ki-
€HTIB, CTBOPEHHA KMIEHTCbKOT 6a3n, po3BUTOK MNpO-
rpam Mos/IbHOCTI MOTpebye nepesnokauii pecypcis,
LLIO MOB’A3aHO A1 opraHisadyji i3 NeBHUMU pU3mKamu,
30KpeMa pPU3MKOM HefoCTaTHbOro  (DiHaHCyBaHHA
iHWNX (PYHKLIOHa/IbHUX NiACUCTEM, PO3BUTKY Mare-
pianbHO-TEXHIYHOT 6a3n opraHisauji, po3pob/eHHsA
HOBMX MPOAYKTIB, TEXHIYHOT MIATPUMKM onepawinHol
AisinbHOCTI TOWo. KnieHToOpieHTOBaHICTb NOBUHHA
6yTV BUTiAHOK A8 BCiX CTENXONAepiB opraHisadii:
KnieHTam Jepes 3abe3nevyeHHs 404aTKOBOI LiHHOCTI
Ta 3a[0BOJIEHHA TXHIX KOHKPETHMX noTpeob, iHWum
3auikaB/ieHM CTOPOHaM Yepes 3MiLHEHHS KOHKYPEeH-
TOCNPOMOXHOCTI OpraHisavuji Ta 3pocTaHHs npubyTKo-
BOCTIi i peHTabenbHoCTi Gi3Hecy.

BUCHOBKM 3 NpoBeAeHOro AocnimxkeHHs. Mig-
CYMOBYIOUU BULLEBMKNAAEHE, MOXHA AiITN BUCHOBKY,
L0 piBEHb OpieHTaLil Ha KNieHTa BM/MBAE Ha KOHKY-
PEHTOCNPOMOXHICTb OpraHisauin 'y cdepi nocnyr.
CTparteriyHe  ynpaBniHHA  KNiEHTOOPIEHTOBAHICTIO
37aTHe NO3UTMBHO BM/IMHYTU Ha KOHKYPEHTHWIA cTa-
TyC opraHi3auii, 3a6e3ne4ynTn 3pocTaHHs eqieKkTmB-
HOCTI 6i3HecC-AisNIbHOCTI Ta NOKpaLUTK 3aranbHi nep-
CcnekTBM (OYHKLUiOHYBaHHS. 3BaXakun Ha LLIMPOKY
raslyseBy oOpieHTauilo cdepy nocnyr, nogasibLui
JOCNiMKeHHs 6yayTb CIPSIMOBaHi Ha Y OCKOHA/IEHHS
IHCTPYMEHTIB yNpaB/iHHA K/TIEHTOOPIEHTOBAHICTIO 3
ypaxyBaHHsAM rany3eBrnx 0Co6/IMBOCTEN Ta pU3NKIB.
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STRATEGIC MANAGEMENT OF THE CLIENT-ORIENTATION OF SERVICES ORGANIZATIONS

The purpose of the article. Article is devoted to consideration of a problem of strategic management
client-orientation of the organizations in services sector taking into account features of a modern business
environment. Scientific and technical progress gives to services a certain global character; the increasing
complexity of industrial products increases the demand for after-sales service, changes in psychology of the
consumer and growth in incomes of the population in total lead to rapid growth of services sector.

Methodology. The study deals with scientific works of foreign and domestic economists on the issues of
client-oriented approach. The study is based on the combination of methods and approaches such as the dia-
lectical method, the method of synthesis as well as the comparative and systemic ones.

Results. It is proved that features of service as goods, and market, technological and economic pre-
requisites update orientation to the client as a basis for creation of business processes in services sector.
Client-oriented approach is the most relevant in those market segments where interaction with the client has
long-term character, and the specifics of service provide a possibility of repeated reference of clients. In article
the existing approaches to determination of essence of category “client-orientation”, in particular process,
valuable, strategic and with orientation to adoption of management decisions are investigated. Authors con-
sider strategic client-orientation as set of approaches to business activity which includes processes of direct
interaction with the client at all stages of his life cycle and adapts the existing products, business processes
and strategy to information on needs of consumers. Introduction strategic client-orientation allows the service
organization to establish, support and develop relationship with certain clients and client segments for the
purpose of ensuring competitiveness and long-term profitability. The strategic management client-orientation
in services sector assumes reorganization of business processes for the purpose of continuous monitoring of
needs of the existing and potential clients, identification of the most profitable client segments and creation of
effective relationship with them, ensuring the maximum value of a product for the client. Authors formulated the
principles of strategic management client-orientation in services sector. Orientation to satisfaction of specific
needs of the specific client becomes key competence, the integral component of corporate culture. Interaction
with the client is carried out at all stages of his life cycle what all structural divisions of the company are respon-
sible for. The client-orientation provides a uniform information basis of interaction with clients of all divisions
and at all stages of interaction. In article advantages which are got by the company at introduction of strategic
client-orientation approach to management are formulated.

Practical implications. Author's vision of components of strategy of customer focus in services sector is
offered, including, in particular, creation of profiles of key clients of the company, deployment and introduction
of programs of loyalty and standards of service, development of competences of personnel with orientation to
clients, transformations of focused on goods of organizational structure to customer-oriented, use of modern
qualitative and quantitative methods of generation and the analysis of information on clients and information
CRM technologies.

Valueloriginality. Introduction strategic client-orientation is connected for the organization with certain
risks, in particular risk of insufficient financing of other functional subsystems, development of material and
technical resources of the organization, development of new products, supports of operating activities and so
forth. Despite broad branch orientation of services sector further researches will be directed to improvement of
instruments of management customer focus taking into account branch features and risks.
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