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Ɉ.ȼ. ɉɟɲɤɨɜɚ 

ɂɁɆȿɊȿɇɂȿ ɐɂɎɊɈȼɂɁȺɐɂɂ ȻɂɁɇȿɋȺ: 
ɁȺɊɍȻȿɀɇɕɃ ɈɉɕɌ ɂ ɄɅɘɑȿȼɕȿ ɆȿɌɊɂɄɂ 

ɐɢɮɪɨɜɢɡɚɰɢɹ ɩɪɟɞɫɬɚɜɥɹɟɬ ɫɨɛɨɣ ɝɥɚɜɧɵɣ ɫɨɜɪɟɦɟɧɧɵɣ ɬɪɟɧɞ ɪɚɡɜɢɬɢɹ 
ɷɤɨɧɨɦɢɤɢ ɢ ɨɛɳɟɫɬɜɚ, ɹɜɥɹɟɬɫɹ ɨɫɧɨɜɨɣ ɰɢɮɪɨɜɨɣ ɷɤɨɧɨɦɢɤɢ ɢ ɨɯɜɚɬɵɜɚɟɬ 
ɜɫɟ ɭɪɨɜɧɢ ɭɩɪɚɜɥɟɧɢɹ: ɝɨɫɭɞɚɪɫɬɜɟɧɧɵɣ, ɪɟɝɢɨɧɚɥɶɧɵɣ, ɨɬɪɚɫɥɟɜɨɣ ɢ ɭɪɨɜɟɧɶ 
ɨɬɞɟɥɶɧɨɝɨ ɩɪɟɞɩɪɢɹɬɢɹ. ɉɪɨɰɟɫɫɵ ɰɢɮɪɨɜɢɡɚɰɢɢ ɨɬɪɚɫɥɟɣ ɢ ɩɪɟɞɩɪɢɹɬɢɣ ɧɟ 
ɬɨɥɶɤɨ ɨɛɟɫɩɟɱɢɜɚɸɬ ɪɨɫɬ ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɨɫɬɢ ɢ ɫɨɡɞɚɧɢɟ ɤɨɧɤɭɪɟɧɬɧɵɯ ɩɪɟ-
ɢɦɭɳɟɫɬɜ, ɧɨ ɨɧɢ ɜɚɠɧɵ ɜ ɪɚɜɧɨɣ ɫɬɟɩɟɧɢ ɤɚɤ ɞɥɹ ɜɵɠɢɜɚɧɢɹ ɛɢɡɧɟɫɚ, ɬɚɤ ɢ 
ɞɥɹ ɟɝɨ ɪɨɫɬɚ. ȼ ɫɜɹɡɢ ɫ ɷɬɢɦ ɚɤɬɭɚɥɶɧɵɦ ɫɬɚɧɨɜɢɬɫɹ ɜɨɩɪɨɫ ɨɰɟɧɤɢ ɫɬɟɩɟɧɢ 
ɰɢɮɪɨɜɢɡɚɰɢɢ ɨɬɪɚɫɥɟɣ ɢ ɩɪɟɞɩɪɢɹɬɢɣ, ɤɨɬɨɪɨɦɭ ɜ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɜ Ɋɨɫɫɢɢ 
ɩɪɚɤɬɢɱɟɫɤɢ ɧɟ ɭɞɟɥɹɟɬɫɹ ɜɧɢɦɚɧɢɟ. ȼ ɫɬɚɬɶɟ ɢɡɭɱɚɟɬɫɹ ɡɚɪɭɛɟɠɧɵɣ ɨɩɵɬ ɢɫ-
ɩɨɥɶɡɨɜɚɧɢɹ ɤɥɸɱɟɜɵɯ ɦɟɬɪɢɤ, ɢɡɦɟɪɹɸɳɢɯ ɭɪɨɜɟɧɶ ɞɢɞɠɢɬɚɥɢɡɚɰɢɢ ɛɢɡɧɟɫɚ, 
ɞɥɹ ɜɵɛɨɪɚ ɩɟɪɜɨɨɱɟɪɟɞɧɵɯ ɡɚɞɚɱ ɦɨɞɟɪɧɢɡɚɰɢɢ ɩɪɢɦɟɧɹɟɦɵɯ ɢɧɮɨɪɦɚɰɢɨɧ-
ɧɵɯ ɬɟɯɧɨɥɨɝɢɣ ɢ ɤɚɱɟɫɬɜɟɧɧɨɝɨ ɭɥɭɱɲɟɧɢɹ ɛɢɡɧɟɫ-ɩɪɨɰɟɫɫɨɜ. 

Ʉɥɸɱɟɜɵɟ ɫɥɨɜɚ: ɰɢɮɪɨɜɢɡɚɰɢɹ ɨɬɪɚɫɥɢ; ɰɢɮɪɨɜɢɡɚɰɢɹ ɛɢɡɧɟɫɚ; ɭɪɨɜɟɧɶ 
ɰɢɮɪɨɜɢɡɚɰɢɢ; ɦɟɬɪɢɤɢ; ɢɧɞɟɤɫɵ; ɰɢɮɪɨɜɚɹ ɢɧɮɪɚɫɬɪɭɤɬɭɪɚ. 

O.V. Peshkova 

MEASURING BUSINESS DIGITALIZATION: 

FOREIGN EXPERIENCE AND KEY METRICS 

Digitization is the main modern trend of the economy and society develop-

ment, it is the basis of the digital economy and covers all levels of management: state, 

regional, industry, and the level of a separate enterprise. The processes of industries 

and enterprises digitalization not only ensure the growth of productivity and the crea-

tion of competitive advantages, but they are equally important for the survival of 

businesses, as well as for their growth. In that way, the issue of assessing the degree 

of industries and enterprises digitalization, that is currently hardly paid attention in 

Russia, becomes topical. The article examines the foreign experience of using key 

metrics that measure the level of business digitalization, in order to select the priority 

tasks of modernizing used information technologies and to qualitative improve busi-

ness processes. 

Keywords: industry digitalization; business digitalization; digitalization level; 

metrics; indices; digital infrastructure. 

 

Ɋɚɡɜɢɬɢɟ ɰɢɮɪɨɜɨɣ ɷɤɨɧɨɦɢɤɢ ɬɪɟɛɭɟɬ ɨɬ ɤɨɦɩɚɧɢɣ ɢ ɰɟɥɵɯ ɨɬɪɚɫɥɟɣ ɩɟ-
ɪɟɯɨɞɚ ɧɚ ɰɢɮɪɨɜɵɟ ɩɥɚɬɮɨɪɦɵ ɜɟɞɟɧɢɹ ɛɢɡɧɟɫɚ, ɱɬɨ ɜɥɟɱɟɬ ɡɚ ɫɨɛɨɣ ɧɟɦɚɥɵɟ 
ɮɢɧɚɧɫɨɜɵɟ ɜɥɨɠɟɧɢɹ. ɋ ɨɞɧɨɣ ɫɬɨɪɨɧɵ, ɫɨɝɥɚɫɧɨ ɢɫɫɥɟɞɨɜɚɧɢɸ McKinsey, 
ɤɨɦɩɚɧɢɢ ɢɧɜɟɫɬɢɪɭɸɳɟɟ ɜ ɰɢɮɪɨɜɵɟ ɪɟɲɟɧɢɹ ɦɨɝɭɬ ɨɠɢɞɚɬɶ ɟɠɟɝɨɞɧɵɣ ɪɨɫɬ 
ɢ ɷɮɮɟɤɬɢɜɧɨɫɬɶ ɡɚɬɪɚɬ 5–10 % ɜ ɫɥɟɞɭɸɳɢɟ 3–5 ɥɟɬ [1]. ɋ ɞɪɭɝɨɣ ɫɬɨɪɨɧɵ, ɨɪ-
ɝɚɧɢɡɚɰɢɢ, ɡɚɧɢɦɚɸɳɢɟɫɹ ɰɢɮɪɨɜɢɡɚɰɢɟɣ, ɫɬɚɥɤɢɜɚɸɬɫɹ ɫ ɦɧɨɝɨɱɢɫɥɟɧɧɵɦɢ 
ɩɪɨɛɥɟɦɚɦɢ, ɫɜɹɡɚɧɧɵɦɢ, ɝɥɚɜɧɵɦ ɨɛɪɚɡɨɦ, ɫ ɩɪɢɨɪɢɬɢɡɚɰɢɟɣ ɢɧɜɟɫɬɢɰɢɣ ɢ 
ɩɨɧɢɦɚɧɢɟɦ ɢɫɬɢɧɧɨɣ ɰɟɧɧɨɫɬɢ ɰɢɮɪɨɜɵɯ ɬɟɯɧɨɥɨɝɢɣ. Ⱦɥɹ ɪɟɲɟɧɢɹ ɷɬɢɯ ɩɪɨ-
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ɛɥɟɦ ɧɟɨɛɯɨɞɢɦɨ ɩɨɧɢɦɚɧɢɟ ɬɨɝɨ, ɧɚ ɤɚɤɨɦ ɭɪɨɜɧɟ ɰɢɮɪɨɜɢɡɚɰɢɢ ɧɚɯɨɞɢɬɫɹ 
ɩɪɟɞɩɪɢɹɬɢɟ, ɫ ɬɟɦ ɱɬɨɛɵ ɢɦɟɬɶ ɜɨɡɦɨɠɧɨɫɬɶ ɨɰɟɧɢɬɶ ɫɬɟɩɟɧɶ ɫɨɨɬɜɟɬɫɬɜɢɹ ɢɫ-
ɩɨɥɶɡɭɟɦɵɯ ɂɄɌ ɫɨɜɪɟɦɟɧɧɵɦ ɬɪɟɛɨɜɚɧɢɹɦ ɢ ɫɮɨɪɦɢɪɨɜɚɬɶ ɩɨɪɬɮɟɥɶ ɂɌ-

ɩɪɨɟɤɬɨɜ. 
ȼ Ɋɨɫɫɢɢ ɪɚɡɪɚɛɨɬɚɧɵ ɬɚɤ ɧɚɡɵɜɚɟɦɵɟ ɢɧɞɟɤɫɵ ɰɢɮɪɨɜɢɡɚɰɢɢ, ɤɨɬɨɪɵɟ 

ɧɚɩɪɚɜɥɟɧɵ ɧɚ ɨɰɟɧɤɭ ɪɟɡɭɥɶɬɚɬɨɜ ɪɟɚɥɢɡɚɰɢɢ ɩɪɨɝɪɚɦɦɵ «ɐɢɮɪɨɜɚɹ ɷɤɨɧɨ-
ɦɢɤɚ Ɋɨɫɫɢɣɫɤɨɣ Ɏɟɞɟɪɚɰɢɢ». ɉɪɟɞɥɨɠɟɧɧɵɟ ɢɧɞɟɤɫɵ ɩɨɡɜɨɥɹɸɬ ɨɰɟɧɢɬɶ ɭɪɨ-
ɜɟɧɶ ɢ ɞɢɧɚɦɢɤɭ ɪɚɡɜɢɬɢɹ ɤɥɸɱɟɜɵɯ ɬɟɯɧɨɥɨɝɢɱɟɫɤɢɯ ɧɚɩɪɚɜɥɟɧɢɣ ɰɢɮɪɨɜɢɡɚ-
ɰɢɢ ɫɬɪɚɧɵ ɢ ɪɟɝɢɨɧɨɜ. ɍɱɟɧɵɟ ȻȽɍ ɢɫɫɥɟɞɨɜɚɥɢ ɜ ɫɜɨɢɯ ɬɪɭɞɚɯ ɜɨɩɪɨɫɵ ɜɥɢ-
ɹɧɢɹ ɰɢɮɪɨɜɨɣ ɷɤɨɧɨɦɢɤɢ ɧɚ ɛɢɡɧɟɫ [5; 8; 9] ɢ ɢɧɞɟɤɫɵ ɝɨɬɨɜɧɨɫɬɢ ɫɬɪɚɧ ɢ ɪɟ-
ɝɢɨɧɨɜ ɤ ɰɢɮɪɨɜɨɦɭ ɨɛɳɟɫɬɜɭ [6; 7]. ȼ ɞɚɧɧɨɣ ɫɬɚɬɶɟ ɩɪɨɜɟɞɟɧ ɨɛɡɨɪ ɦɟɬɪɢɤ, 
ɤɨɬɨɪɵɟ ɢɫɩɨɥɶɡɭɸɬɫɹ ɡɚɪɭɛɟɠɧɵɦɢ ɢɫɫɥɟɞɨɜɚɬɟɥɹɦɢ ɞɥɹ ɢɡɦɟɪɟɧɢɹ ɰɢɮɪɨɜɨ-
ɝɨ ɫɨɫɬɨɹɧɢɹ ɨɬɪɚɫɥɟɣ ɩɪɨɦɵɲɥɟɧɧɨɫɬɢ ɢ ɨɬɞɟɥɶɧɵɯ ɩɪɟɞɩɪɢɹɬɢɣ. 

Ɉɞɢɧ ɢɡ ɧɚɢɛɨɥɟɟ ɹɪɤɢɯ ɩɪɢɦɟɪɨɜ, ɬɚɤ ɧɚɡɵɜɚɟɦɵɯ, ɰɢɮɪɨɜɵɯ ɦɟɬɪɢɤ, 
ɹɜɥɹɸɬɫɹ ɦɟɬɪɢɤɢ, ɢɫɩɨɥɶɡɭɟɦɵɟ ɜ ɂɧɞɟɤɫɟ ɰɢɮɪɨɜɢɡɚɰɢɢ ɩɪɨɦɵɲɥɟɧɧɨɫɬɢ 
Ƚɥɨɛɚɥɶɧɨɝɨ ɢɧɫɬɢɬɭɬɚ (MGI) McKinsey [4]. ɂɧɞɟɤɫ ɨɯɜɚɬɵɜɚɟɬ ɬɪɢ ɝɪɭɩɩɵ 
ɦɟɬɪɢɤ: ɚɤɬɢɜɵ, ɢɫɩɨɥɶɡɨɜɚɧɢɟ ɢ ɩɟɪɫɨɧɚɥ, ɞɥɹ ɤɨɬɨɪɵɯ ɩɨɞɪɨɛɧɵɟ KPI ɨɩɪɟ-
ɞɟɥɟɧɵ ɜ ɬɚɛɥɢɰɟ. 

Ɍɚɛɥɢɰɚ 1 

Ɇɟɬɪɢɤɢ, ɜɤɥɸɱɟɧɧɵɟ ɜ ɂɧɞɟɤɫ ɰɢɮɪɨɜɢɡɚɰɢɢ ɩɪɨɦɵɲɥɟɧɧɨɫɬɢ MGI*  
Ƚɪɭɩɩɚ Ʉɥɸɱɟɜɵɟ ɦɟɬɪɢɤɢ Ɉɩɢɫɚɧɢɟ ɦɟɬɪɢɤɢ 

Ⱥɤɬɢɜɵ  ɐɢɮɪɨɜɵɟ ɪɚɫɯɨɞɵ: 
– ɪɚɫɯɨɞɵ ɧɚ ɨɛɨɪɭɞɨɜɚɧɢɟ, 
– ɪɚɫɯɨɞɵ ɧɚ ɩɪɨɝɪɚɦɦɧɨɟ 
ɨɛɟɫɩɟɱɟɧɢɟ, 
– ɪɚɫɯɨɞɵ ɧɚ ɬɟɥɟɤɨɦɦɭɧɢɤɚ-
ɰɢɢ, 
– ɪɚɫɯɨɞɵ ɧɚ ɂɌ-ɭɫɥɭɝɢ. 
 

 

 

 

 Ɂɚɩɚɫ ɰɢɮɪɨɜɵɯ ɚɤɬɢɜɨɜ: 
– ɚɤɬɢɜɵ ɨɛɨɪɭɞɨɜɚɧɢɹ, 
– ɩɪɨɝɪɚɦɦɧɵɟ ɚɤɬɢɜɵ, 
– ɩɨɞɤɥɸɱɟɧɧɨɟ ɨɛɨɪɭɞɨɜɚ-
ɧɢɟ, 
– ɯɪɚɧɟɧɢɟ ɞɚɧɧɵɯ 

Ⱦɨɥɹ ɨɛɳɢɯ ɪɚɫɯɨɞɨɜ, ɩɨɬɪɚɱɟɧɧɵɯ ɧɚ ɨɛɨɪɭɞɨ-
ɜɚɧɢɟ ɂɄɌ, ɧɚɩɪɢɦɟɪ, ɧɚ ɤɨɦɩɶɸɬɟɪɵ ɢ ɫɟɪɜɟɪɵ; 
ɞɨɥɹ ɨɛɳɢɯ ɪɚɫɯɨɞɨɜ, ɩɨɬɪɚɱɟɧɧɵɯ ɧɚ ɩɪɨ-
ɝɪɚɦɦɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ, ɧɚɩɪɢɦɟɪ, ɧɚ ɩɪɨɝɪɚɦɦ-
ɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ ɩɥɚɧɢɪɨɜɚɧɢɹ ɪɟɫɭɪɫɨɜ ɩɪɟɞ-
ɩɪɢɹɬɢɹ (ERP); ɞɨɥɹ ɨɛɳɢɯ ɪɚɫɯɨɞɨɜ, ɩɨɬɪɚɱɟɧ-
ɧɵɯ ɧɚ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɢ, ɧɚɩɪɢɦɟɪ, ɧɚ ɲɢɪɨ-
ɤɨɩɨɥɨɫɧɵɣ ɞɨɫɬɭɩ ɢ ɭɫɥɭɝɢ ɦɨɛɢɥɶɧɨɣ ɩɟɪɟɞɚ-
ɱɢ ɞɚɧɧɵɯ; ɞɨɥɹ ɨɛɳɢɯ ɪɚɫɯɨɞɨɜ, ɩɨɬɪɚɱɟɧɧɵɯ 
ɧɚ ɂɌ-ɭɫɥɭɝɢ, ɧɚɩɪɢɦɟɪ, ɂɌ-ɤɨɧɫɚɥɬɢɧɝ ɢ ɂɌ-

ɚɪɯɢɬɟɤɬɭɪɚ ɢ ɜɧɟɞɪɟɧɢɟ. 
Ⱦɨɥɹ ɨɛɳɢɯ ɚɤɬɢɜɨɜ, ɫɨɫɬɨɹɳɢɯ ɢɡ ɨɛɨɪɭɞɨɜɚ-
ɧɢɹ ɂɄɌ, ɧɚɩɪɢɦɟɪ, ɤɨɦɩɶɸɬɟɪɨɜ ɢ ɫɟɪɜɟɪɨɜ; 
ɞɨɥɹ ɨɛɳɢɯ ɚɤɬɢɜɨɜ, ɫɨɫɬɚɜɥɟɧɧɵɯ ɢɡ ɩɪɨ-
ɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ, ɧɚɩɪɢɦɟɪ, ɩɪɢɨɛɪɟɬɟɧ-
ɧɵɯ ɥɢɰɟɧɡɢɣ ɧɚ ɩɪɨɝɪɚɦɦɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ; 
ɞɨɥɹ ɨɛɨɪɭɞɨɜɚɧɢɹ, ɜɫɬɪɨɟɧɧɨɝɨ ɜ ɰɢɮɪɨɜɵɟ 
ɫɨɟɞɢɧɟɧɢɹ, ɧɚɩɪɢɦɟɪ, ɧɟɮɬɹɧɵɟ ɜɵɲɤɢ, ɩɪɟɞ-
ɧɚɡɧɚɱɟɧɧɵɟ ɞɥɹ ɩɟɪɟɞɚɱɢ ɞɚɧɧɵɯ ɨ ɜɵɯɨɞɟ; 
ɞɚɧɧɵɟ, ɯɪɚɧɹɳɢɟɫɹ ɜ ɤɚɠɞɨɣ ɮɢɪɦɟ, ɢɡɦɟɪɟɧ-
ɧɵɟ ɜ ɬɟɪɚɛɚɣɬɚɯ, ɞɥɹ ɮɢɪɦ, ɝɞɟ ɡɚɧɹɬɨ ɧɟ ɦɟɧɟɟ 
1 000 ɱɟɥɨɜɟɤ 

ɂɫɩɨɥɶɡɨɜɚɧɢɟ  Ɍɪɚɧɡɚɤɰɢɢ: 
– ɰɢɮɪɨɜɵɟ ɬɪɚɧɡɚɤɰɢɢ. 
 

 

 ȼɡɚɢɦɨɞɟɣɫɬɜɢɟ ɦɟɠɞɭ 
ɮɢɪɦɚɦɢ, ɤɥɢɟɧɬɚɦɢ ɢ ɩɨ-
ɫɬɚɜɳɢɤɚɦɢ: 
 

Ⱦɨɥɹ ɩɥɚɬɟɠɟɣ ɢ ɩɟɪɟɜɨɞɨɜ, ɤɚɤ ɨɬ ɩɨɬɪɟɛɢɬɟ-
ɥɟɣ ɤ ɩɪɟɞɩɪɢɹɬɢɹɦ (C2B), ɬɚɤ ɢ ɨɬ ɩɪɟɞɩɪɢɹɬɢɣ 
ɤ ɞɪɭɝɢɦ ɩɪɟɞɩɪɢɹɬɢɹɦ (B2B), ɫɨɜɟɪɲɚɟɦɚɹ ɫ 
ɩɨɦɨɳɶɸ ɰɢɮɪɨɜɵɯ ɫɪɟɞɫɬɜ. 
ɋɜɨɞɧɚɹ ɨɰɟɧɤɚ, ɨɫɧɨɜɚɧɧɚɹ ɧɚ ɞɨɥɟ ɮɢɪɦ, ɫɨ-
ɨɛɳɚɸɳɢɯ ɨ ɜɵɝɨɞɚɯ ɨɬ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɬɟɯɧɨ-
ɥɨɝɢɣ ɞɥɹ ɜɡɚɢɦɨɞɟɣɫɬɜɢɹ ɫ ɤɥɢɟɧɬɚɦɢ, ɢ ɞɨɥɟ 
ɮɢɪɦ, ɫɨɨɛɳɚɸɳɢɯ ɨ ɜɵɝɨɞɚɯ ɨɬ ɢɫɩɨɥɶɡɨɜɚɧɢɹ 
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Ƚɪɭɩɩɚ Ʉɥɸɱɟɜɵɟ ɦɟɬɪɢɤɢ Ɉɩɢɫɚɧɢɟ ɦɟɬɪɢɤɢ 

– ɰɢɮɪɨɜɵɟ ɜɧɟɲɧɢɟ ɤɨɦɦɭ-
ɧɢɤɚɰɢɢ, 
- ɰɢɮɪɨɜɨɟ ɨɛɫɥɭɠɢɜɚɧɢɟ ɤɥɢ-
ɟɧɬɨɜ. 
 

 

 

 

 ȼɧɭɬɪɟɧɧɢɟ ɛɢɡɧɟɫ-

ɩɪɨɰɟɫɫɵ: 
– ɨɰɢɮɪɨɜɚɧɧɵɟ ɛɷɤ-ɨɮɢɫɧɵɟ 
ɩɪɨɰɟɫɫɵ, 
– ɨɰɢɮɪɨɜɚɧɧɵɟ ɮɪɨɧɬ-

ɨɮɢɫɧɵɟ ɩɪɨɰɟɫɫɵ, 
– ɢɧɬɟɧɫɢɜɧɨɫɬɶ ɩɪɨɝɪɚɦɦɧɨ-
ɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɞɥɹ ɪɚɡɪɚɛɨɬɤɢ 
ɩɪɨɞɭɤɬɚ. 
 

 

 

 

 

 

 

 

 ɋɨɡɞɚɧɢɟ ɪɵɧɤɚ: 
– ɪɵɧɤɢ ɫ ɰɢɮɪɨɜɨɣ ɩɨɞɞɟɪɠ-
ɤɨɣ 

ɬɟɯɧɨɥɨɝɢɣ ɞɥɹ ɪɚɛɨɬɵ ɫ ɩɚɪɬɧɟɪɚɦɢ; 
ɫɜɨɞɧɵɣ ɛɚɥɥ, ɨɫɧɨɜɚɧɧɵɣ ɧɚ ɫɪɟɞɧɟɦ ɤɨɥɢɱɟ-
ɫɬɜɟ ɱɚɬɨɜ ɨɛɫɥɭɠɢɜɚɧɢɹ ɤɥɢɟɧɬɨɜ ɜ ɦɟɫɹɰ ɢ 
ɞɨɥɟ ɨɛɳɟɝɨ ɱɢɫɥɚ ɜɵɡɨɜɨɜ ɤɨɧɬɚɤɬ-ɰɟɧɬɪɚ, 
ɦɚɪɲɪɭɬɢɡɢɪɭɟɦɵɯ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɧɧɵɦɢ ɫɢ-
ɫɬɟɦɚɦɢ, ɬ.ɟ. ɬɟɯɧɨɥɨɝɢɹ ɢɧɬɟɝɪɢɪɨɜɚɧɧɨɝɨ ɝɨ-
ɥɨɫɨɜɨɝɨ ɨɬɜɟɬɚ (IVR) ɢɥɢ ɚɜɬɨɦɚɬɢɱɟɫɤɨɝɨ ɪɚɫ-
ɩɨɡɧɚɜɚɧɢɹ ɪɟɱɢ (ASR). 
ɋɜɨɞɧɚɹ ɨɰɟɧɤɚ, ɨɫɧɨɜɚɧɧɚɹ ɧɚ ɜɧɟɞɪɟɧɢɢ ɩɪɨ-
ɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɞɥɹ ɩɥɚɧɢɪɨɜɚɧɢɹ ɪɟ-
ɫɭɪɫɨɜ ɩɪɟɞɩɪɢɹɬɢɹ (ERP) (ɧɚɩɪɢɦɟɪ, SAP, 
Oracle) ɜɨ ɜɫɟɣ ɨɬɪɚɫɥɢ, ɚ ɬɚɤɠɟ ɞɨɥɹ ɮɢɪɦ, ɫɨ-
ɨɛɳɚɸɳɢɯ, ɱɬɨ ɬɟɯɧɨɥɨɝɢɹ ɨɱɟɧɶ ɢɧɬɟɝɪɢɪɨɜɚ-
ɧɚ ɜ ɩɨɜɫɟɞɧɟɜɧɭɸ ɞɟɹɬɟɥɶɧɨɫɬɶ ɫɨɬɪɭɞɧɢɤɨɜ; 
ɫɜɨɞɧɵɣ ɛɚɥɥ, ɨɫɧɨɜɚɧɧɵɣ ɧɚ ɜɧɟɞɪɟɧɢɢ ɩɪɨ-
ɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɞɥɹ ɭɩɪɚɜɥɟɧɢɹ ɜɡɚɢɦɨ-
ɨɬɧɨɲɟɧɢɹɦɢ ɫ ɤɥɢɟɧɬɚɦɢ (CRM) ɜ ɨɬɪɚɫɥɢ ɢ 
ɪɚɫɯɨɞɵ ɧɚ ɰɢɮɪɨɜɨɣ ɦɚɪɤɟɬɢɧɝ (ɧɚɩɪɢɦɟɪ, 
ɷɥɟɤɬɪɨɧɧɚɹ ɩɨɱɬɚ, ɛɚɧɧɟɪɧɚɹ ɪɟɤɥɚɦɚ ɢ ɪɟɤɥɚ-
ɦɚ ɜ ɩɨɢɫɤɨɜɵɯ ɫɢɫɬɟɦɚɯ), ɜ ɤɚɱɟɫɬɜɟ ɨɰɟɧɨɱɧɨɣ 
ɞɨɥɢ ɨɬ ɨɛɳɢɯ ɪɚɫɯɨɞɨɜ ɧɚ ɦɚɪɤɟɬɢɧɝ; ɢɧɬɟɧ-
ɫɢɜɧɨɫɬɶ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɩɪɨɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟ-
ɱɟɧɢɹ ɜ ɩɪɨɰɟɫɫɟ ɪɚɡɪɚɛɨɬɤɢ ɩɪɨɞɭɤɬɚ, ɧɚɩɪɢ-
ɦɟɪ, ɞɥɹ ɚɜɬɨɦɚɬɢɡɢɪɨɜɚɧɧɨɝɨ ɩɪɨɟɤɬɢɪɨɜɚɧɢɹ. 
ɋɬɟɩɟɧɶ, ɜ ɤɨɬɨɪɨɣ ɰɢɮɪɨɜɵɟ ɩɥɚɬɮɨɪɦɵ ɢɫ-
ɩɨɥɶɡɭɸɬɫɹ ɞɥɹ ɫɜɹɡɢ ɩɪɟɞɥɨɠɟɧɢɹ ɫɨ ɫɩɪɨɫɨɦ, 
ɨɬɤɚɥɢɛɪɨɜɚɧɧɵɟ ɫ ɢɫɩɨɥɶɡɨɜɚɧɢɟɦ ɨɬɧɨɫɢɬɟɥɶ-
ɧɨɝɨ ɪɚɡɦɟɪɚ ɰɢɮɪɨɜɵɯ ɪɵɧɤɨɜ «ɫɩɪɨɫ-

ɩɪɟɞɥɨɠɟɧɢɟ» ɢɥɢ ɚɭɤɰɢɨɧɚ (ɫ ɬɨɱɤɢ ɡɪɟɧɢɹ 
ɩɨɥɶɡɨɜɚɬɟɥɟɣ, ɬɪɚɧɡɚɤɰɢɣ ɢ/ɢɥɢ ɞɨɯɨɞɨɜ) 

ɉɟɪɫɨɧɚɥ  ɐɢɮɪɨɜɵɟ ɪɚɫɯɨɞɵ: 
– ɪɚɫɯɨɞɵ ɧɚ ɨɛɨɪɭɞɨɜɚɧɢɟ 
ɞɥɹ ɪɚɛɨɱɟɝɨ ɦɟɫɬɚ ɫɨɬɪɭɞɧɢ-
ɤɨɜ,  
– ɪɚɫɯɨɞɵ ɧɚ ɩɪɨɝɪɚɦɦɧɨɟ 
ɨɛɟɫɩɟɱɟɧɢɟ ɞɥɹ ɪɚɛɨɱɟɝɨ ɦɟ-
ɫɬɚ ɫɨɬɪɭɞɧɢɤɨɜ,  
– ɪɚɫɯɨɞɵ ɧɚ ɬɟɥɟɤɨɦɦɭɧɢɤɚ-
ɰɢɢ ɧɚ ɨɞɧɨɝɨ ɪɚɛɨɬɧɢɤɚ, 
– ɪɚɫɯɨɞɵ ɧɚ ɂɌ-ɭɫɥɭɝɢ ɧɚ 
ɨɞɧɨ ɪɚɛɨɱɟɟ ɦɟɫɬɨ. 
 Ɉɰɢɮɪɨɜɤɚ ɪɚɛɨɬɵ: 
– ɞɨɥɹ ɡɚɞɚɱ, ɤɨɬɨɪɵɟ ɹɜɥɹɸɬ-
ɫɹ ɰɢɮɪɨɜɵɦɢ, 
– ɞɨɥɹ ɡɚɞɚɧɢɣ, ɤɨɬɨɪɵɟ ɹɜɥɹ-
ɸɬɫɹ ɰɢɮɪɨɜɵɦɢ 

ɇɚɩɪɢɦɟɪ, ɪɚɫɯɨɞɵ ɧɚ ɤɨɦɩɶɸɬɟɪɵ ɢ ɫɟɪɜɟɪɵ 
ɧɚ ɨɞɧɨɝɨ ɫɨɬɪɭɞɧɢɤɚ, ɡɚɧɹɬɨɝɨ ɩɨɥɧɵɣ ɪɚɛɨɱɢɣ 
ɞɟɧɶ; ɧɚɩɪɢɦɟɪ, ɪɚɫɯɨɞɵ ɧɚ ɥɢɰɟɧɡɢɸ ɧɚ ɤɨɪɩɨ-
ɪɚɬɢɜɧɨɟ ɩɪɨɝɪɚɦɦɧɨɟ ɨɛɟɫɩɟɱɟɧɢɟ ɧɚ ɨɞɧɨɝɨ 
ɫɨɬɪɭɞɧɢɤɚ; 
ɧɚɩɪɢɦɟɪ, ɲɢɪɨɤɨɩɨɥɨɫɧɵɣ ɞɨɫɬɭɩ, ɭɫɥɭɝɚ ɦɨ-
ɛɢɥɶɧɨɣ ɩɟɪɟɞɚɱɢ ɞɚɧɧɵɯ; 
ɧɚɩɪɢɦɟɪ, ɂɌ-ɤɨɧɫɚɥɬɢɧɝ, ɚɪɯɢɬɟɤɬɭɪɚ ɢ ɜɧɟɞ-
ɪɟɧɢɟ ɂɌ ɧɚ ɨɞɧɨɝɨ ɫɨɬɪɭɞɧɢɤɚ. 
 

 

ȼɡɜɟɲɟɧɧɚɹ ɩɨ ɜɪɟɦɟɧɢ ɞɨɥɹ ɪɚɛɨɱɢɯ ɡɚɞɚɱ, 
ɜɤɥɸɱɚɸɳɢɯ ɰɢɮɪɨɜɵɟ ɢɧɫɬɪɭɦɟɧɬɵ ɢɥɢ ɩɪɨ-
ɰɟɫɫɵ, ɧɚɩɪɢɦɟɪ, ɡɚɞɚɱɢ, ɬɪɟɛɭɸɳɢɟ ɨɬ ɪɚɛɨɬɧɢ-
ɤɨɜ ɜɜɨɞɚ ɢɧɮɨɪɦɚɰɢɢ ɱɟɪɟɡ ɩɥɚɧɲɟɬ, ɩɪɨɜɟɞɟ-
ɧɢɹ ɨɧɥɚɣɧ-ɢɫɫɥɟɞɨɜɚɧɢɣ ɢɥɢ ɚɧɚɥɢɡɚ ɫ ɩɨɦɨɳɶɸ 
ɩɪɨɝɪɚɦɦɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ ɞɥɹ ɷɥɟɤɬɪɨɧɧɵɯ ɬɚɛ-
ɥɢɰ). ɇɚ ɨɫɧɨɜɟ ɩɨɢɫɤɚ ɰɢɮɪɨɜɵɯ ɤɥɸɱɟɜɵɯ ɫɥɨɜ 
(ɧɚɩɪɢɦɟɪ, ɞɚɧɧɵɯ, ɤɨɦɩɶɸɬɟɪɚ, ɩɪɨɝɪɚɦɦɧɨɝɨ 
ɨɛɟɫɩɟɱɟɧɢɹ) ɜ ɨɛɳɟɞɨɫɬɭɩɧɨɣ ɛɚɡɟ ɞɚɧɧɵɯ ɪɚɛɨ-
ɱɢɯ ɡɚɞɚɱ; ɰɢɮɪɨɜɵɟ ɡɚɞɚɧɢɹ, ɧɚɩɪɢɦɟɪ, ɦɟɧɟ-
ɞɠɟɪɵ ɤɨɦɩɶɸɬɟɪɧɵɯ ɢ ɢɧɮɨɪɦɚɰɢɨɧɧɵɯ ɫɢ-
ɫɬɟɦ, ɢɧɠɟɧɟɪɵ ɚɩɩɚɪɚɬɧɨɝɨ ɨɛɟɫɩɟɱɟɧɢɹ, ɭɫɬɚ-
ɧɨɜɳɢɤɢ ɢ ɪɟɦɨɧɬɧɢɤɢ ɬɟɥɟɤɨɦɦɭɧɢɤɚɰɢɨɧɧɨɝɨ 
ɨɛɨɪɭɞɨɜɚɧɢɹ, ɤɚɤ ɞɨɥɹ ɨɬ ɨɛɳɟɝɨ ɱɢɫɥɚ ɡɚɞɚɧɢɣ 

* ɋɨɫɬɚɜɥɟɧɨ ɩɨ ɞɚɧɧɵɦ [3; 4]. 
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Ⱦɪɭɝɢɦ ɩɪɢɦɟɪɨɦ ɫɢɫɬɟɦɵ ɢɡɦɟɪɟɧɢɹ ɹɜɥɹɟɬɫɹ ɂɧɞɟɤɫ ɰɢɮɪɨɜɨɣ ɨɰɢɮ-
ɪɨɜɤɢ ɩɪɨɦɵɲɥɟɧɧɨɫɬɢ (IDI), ɤɨɬɨɪɵɣ ɩɨɥɭɱɟɧ ɢɡ ɞɚɧɧɵɯ, ɫɨɛɪɚɧɧɵɯ ɜ ɛɚɡɚɯ 
ɞɚɧɧɵɯ ȿɜɪɨɫɬɚɬɚ [2]. IDI ɫɨɞɟɪɠɢɬ ɞɚɧɧɵɟ ɨɛ ɢɫɩɨɥɶɡɨɜɚɧɢɢ ɤɨɦɩɚɧɢɟɣ ɰɢɮ-
ɪɨɜɨɣ ɢɧɮɪɚɫɬɪɭɤɬɭɪɵ, ɫɝɪɭɩɩɢɪɨɜɚɧɧɵɟ ɩɨ ɱɟɬɵɪɟɦ ɢɡɦɟɪɟɧɢɹɦ: 

1. ɐɢɮɪɨɜɨɣ ɜɯɨɞ (ɞɨɥɹ ɩɪɟɞɩɪɢɹɬɢɣ, ɨɰɢɮɪɨɜɚɜɲɢɯ ɩɪɨɰɟɫɫɵ ɡɚɤɭɩɨɤ). 
2. ɐɢɮɪɨɜɚɹ ɨɛɪɚɛɨɬɤɚ (ɢɧɬɟɝɪɚɰɢɹ ɜɧɭɬɪɟɧɧɢɯ ɢ ɜɧɟɲɧɢɯ ɩɪɨɰɟɫɫɨɜ, 

ɩɥɚɧɢɪɨɜɚɧɢɟ ɪɟɫɭɪɫɨɜ ɩɪɟɞɩɪɢɹɬɢɹ (ERP), ɭɩɪɚɜɥɟɧɢɟ ɜɡɚɢɦɨɨɬɧɨɲɟɧɢɹɦɢ ɫ 
ɤɥɢɟɧɬɚɦɢ (CRM), ɭɩɪɚɜɥɟɧɢɟ ɰɟɩɨɱɤɚɦɢ ɩɨɫɬɚɜɨɤ (SCM), ɨɛɦɟɧ ɜɧɭɬɪɟɧɧɢɦɢ 
ɞɚɧɧɵɦɢ, ɜɧɟɲɧɢɣ ɷɥɟɤɬɪɨɧɧɵɣ ɨɛɦɟɧ ɞɚɧɧɵɦɢ ɫ ɞɟɥɨɜɵɦɢ ɩɚɪɬɧɟɪɚɦɢ ɢ ɝɨɫ-
ɭɞɚɪɫɬɜɟɧɧɵɦ ɫɟɤɬɨɪɨɦ. 

3. ɐɢɮɪɨɜɨɣ ɜɵɯɨɞ (ɞɨɥɹ ɩɪɟɞɩɪɢɹɬɢɣ, ɨɰɢɮɪɨɜɚɜɲɢɯ ɩɪɨɰɟɫɫɵ ɪɟɚɥɢ-
ɡɚɰɢɢ ɩɪɨɞɭɤɰɢɢ). 

4. ɂɧɮɪɚɫɬɪɭɤɬɭɪɚ (ɭɪɨɜɟɧɶ ɪɚɡɜɢɬɢɹ ɮɭɧɤɰɢɨɧɚɥɚ ɂɄɌ ɜ ɨɬɪɚɫɥɢ). 
ɍɪɨɜɟɧɶ ɰɢɮɪɨɜɢɡɚɰɢɢ ɨɬɞɟɥɶɧɨɝɨ ɩɪɟɞɩɪɢɹɬɢɹ ɦɨɠɧɨ ɢɡɦɟɪɢɬɶ ɫ ɩɨ-

ɦɨɳɶɸ ɜɵɲɟɧɚɡɜɚɧɧɵɯ ɨɬɪɚɫɥɟɜɵɯ ɩɨɤɚɡɚɬɟɥɟɣ. Ɍɟɦ ɧɟ ɦɟɧɟɟ, ɫɭɳɟɫɬɜɭɟɬ 
ɛɨɥɶɲɚɹ ɞɨɩɨɥɧɢɬɟɥɶɧɚɹ ɨɛɥɚɫɬɶ ɢɡɦɟɪɟɧɢɹ, ɤɨɬɨɪɚɹ ɹɜɧɨ ɧɟ ɩɨɤɪɵɜɚɟɬɫɹ MGI 
ɢ IDI. Ⱦɨɩɨɥɧɢɬɟɥɶɧɵɟ KPI ɨɩɢɫɵɜɚɸɬ ɫɨɫɬɨɹɧɢɟ ɢ ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɨɫɬɶ ɷɥɟɤ-
ɬɪɨɧɧɨɣ ɤɨɦɦɟɪɰɢɢ ɢ ɞɢɚɥɨɝɚ ɫ ɰɢɮɪɨɜɵɦɢ ɤɥɢɟɧɬɚɦɢ ɧɚ ɩɪɟɞɩɪɢɹɬɢɢ [3]. Ɉɫ-
ɧɨɜɧɵɟ KPI ɷɬɨɝɨ ɬɢɩɚ ɜɤɥɸɱɚɸɬ ɜ ɫɟɛɹ: 

 ɜɨɪɨɧɤɚ ɤɨɧɜɟɪɫɢɢ (ɩɨɥɶɡɨɜɚɬɟɥɢ / ɩɨɫɟɬɢɬɟɥɢ –> ɥɢɞɵ –> ɩɨɬɟɧɰɢɚɥɶ-
ɧɵɟ ɤɥɢɟɧɬɵ –> ɤɥɢɟɧɬɵ / ɜɵɪɭɱɤɚ) ɢ ɫɬɨɢɦɨɫɬɶ (ɫɬɨɢɦɨɫɬɶ ɨɞɧɨɝɨ ɩɨɥɭɱɟɧɧɨ-
ɝɨ ɥɢɞɚ / ɩɨɬɟɧɰɢɚɥɶɧɨɝɨ ɤɥɢɟɧɬɚ / ɤɥɢɟɧɬɚ); 

 ɢɫɬɨɱɧɢɤɢ ɬɪɚɮɢɤɚ (ɨɛɵɱɧɵɣ, ɩɥɚɬɧɵɟ ɩɨɢɫɤɨɜɵɟ, ɷɥɟɤɬɪɨɧɧɚɹ ɩɨɱɬɚ, 
ɫɨɰɢɚɥɶɧɵɟ ɫɟɬɢ); 

 ɞɢɧɚɦɢɤɚ ɪɟɝɢɫɬɪɚɰɢɢ (ɩɨɞɩɢɫɤɢ ɧɚ ɪɚɫɫɵɥɤɭ), ɪɟɣɬɢɧɝ ɤɥɢɤɨɜ, ɤɚɱɟ-
ɫɬɜɨ ɩɨɬɟɧɰɢɚɥɶɧɵɯ ɤɥɢɟɧɬɨɜ, ɤɨɧɜɟɪɫɢɹ ɜ ɤɜɚɥɢɮɢɰɢɪɨɜɚɧɧɵɣ ɩɨɬɟɧɰɢɚɥɶ-
ɧɵɣ ɤɥɢɟɧɬ; 

 ɰɟɧɚ ɡɚ ɥɢɞɟɪɫɬɜɨ, ɰɟɧɚ ɡɚ ɩɨɤɚɡ, ɰɟɧɚ ɡɚ ɤɥɢɤ; 
 ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɨɫɬɶ ɭɫɥɭɝɢ ɩɨɞɩɢɫɤɢ; 
 ɜɨɜɥɟɱɟɧɧɨɫɬɶ ɤɥɢɟɧɬɨɜ, ɢɧɞɟɤɫ ɭɞɨɜɥɟɬɜɨɪɟɧɧɨɫɬɢ ɤɥɢɟɧɬɨɜ, ɪɟɡɭɥɶ-

ɬɚɬɵ ɬɚɣɧɨɝɨ ɩɨɤɭɩɚɬɟɥɹ, ɭɪɨɜɧɢ ɨɬɬɨɤɚ ɢ ɭɞɟɪɠɚɧɢɹ ɤɥɢɟɧɬɨɜ; 
 ɤɨɷɮɮɢɰɢɟɧɬ ɩɟɪɟɤɪɟɫɬɧɵɯ ɩɪɨɞɚɠ (ɩɪɨɞɚɠ ɫɨɩɭɬɫɬɜɭɸɳɢɯ ɬɨɜɚɪɨɜ); 
 ɨɛɴɟɦ ɩɪɨɞɚɠ ɢ ɜɵɪɭɱɤɚ ɫ ɤɚɠɞɨɝɨ ɰɢɮɪɨɜɨɝɨ ɤɥɢɟɧɬɚ, ɚ ɬɚɤɠɟ ɨɛɳɚɹ 

ɞɨɥɹ ɜɵɪɭɱɤɢ. 
ɂɫɫɥɟɞɨɜɚɧɢɟ ɦɟɬɪɢɤ ɰɢɮɪɨɜɢɡɚɰɢɢ, ɪɚɫɫɦɚɬɪɢɜɚɟɦɵɯ ɜ ɞɚɧɧɨɣ ɫɬɚɬɶɟ, 

ɩɨɡɜɨɥɹɟɬ ɫɞɟɥɚɬɶ ɧɟɫɤɨɥɶɤɨ ɜɵɜɨɞɨɜ, ɤɨɬɨɪɵɟ ɦɨɝɭɬ ɛɵɬɶ ɢɫɩɨɥɶɡɨɜɚɧɵ ɢɫ-
ɫɥɟɞɨɜɚɬɟɥɹɦɢ ɢ ɦɟɧɟɞɠɟɪɚɦɢ ɩɨ ɞɢɞɠɢɬɚɥɢɡɚɰɢɢ ɜ ɤɨɦɦɟɪɱɟɫɤɢɯ ɢ ɨɛɳɟ-
ɫɬɜɟɧɧɵɯ ɨɪɝɚɧɢɡɚɰɢɹɯ: 

1. ȼ ɧɚɫɬɨɹɳɟɟ ɜɪɟɦɹ ɭɪɨɜɟɧɶ ɫɬɚɧɞɚɪɬɢɡɚɰɢɢ ɜ ɨɩɪɟɞɟɥɟɧɢɢ ɢ ɪɚɫɱɟɬɟ 
ɦɟɬɪɢɤ ɰɢɮɪɨɜɢɡɚɰɢɢ ɧɟɜɵɫɨɤ, ɱɬɨ ɬɪɟɛɭɟɬ ɞɚɥɶɧɟɣɲɟɣ ɝɚɪɦɨɧɢɡɚɰɢɢ ɢ ɞɟɬɚ-
ɥɢɡɚɰɢɢ ɞɥɹ ɨɛɟɫɩɟɱɟɧɢɹ ɛɨɥɟɟ ɬɨɱɧɵɯ ɢɡɦɟɪɟɧɢɣ ɢ ɫɪɚɜɧɢɬɟɥɶɧɨɝɨ ɚɧɚɥɢɡɚ. 
ɗɬɨ ɚɤɬɭɚɥɶɧɨ ɜ ɪɚɦɤɚɯ ɨɬɞɟɥɶɧɵɯ ɷɤɨɧɨɦɢɱɟɫɤɢɯ ɫɨɨɛɳɟɫɬɜ ɫ ɰɟɥɶɸ ɩɨɜɵɲɟ-
ɧɢɹ ɢɯ ɤɨɧɤɭɪɟɧɬɨɫɩɨɫɨɛɧɨɫɬɢ ɩɭɬɟɦ ɨɛɦɟɧɚ ɩɟɪɟɞɨɜɵɦ ɨɩɵɬɨɦ ɜ ɨɛɥɚɫɬɢ 
ɰɢɮɪɨɜɢɡɚɰɢɢ ɢ ɧɚɞɥɟɠɚɳɟɝɨ ɩɥɚɧɢɪɨɜɚɧɢɹ ɢɧɜɟɫɬɢɰɢɣ. 
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2. ɂɡɦɟɪɢɬɟɥɶɧɵɟ ɫɢɫɬɟɦɵ ɧɚ ɜɫɟɯ ɭɪɨɜɧɹɯ (ɨɬ ɷɤɨɧɨɦɢɤɢ ɞɨ ɤɥɢɟɧɬɚ) 
ɞɭɛɥɢɪɭɸɬ ɧɟɤɨɬɨɪɵɟ KPI (ɧɚɩɪɢɦɟɪ, ɫɜɹɡɚɧɧɵɟ ɫ ɰɢɮɪɨɜɵɦɢ ɩɪɨɰɟɫɫɚɦɢ, ɢɧ-
ɮɪɚɫɬɪɭɤɬɭɪɨɣ ɢɥɢ ɢɫɩɨɥɶɡɨɜɚɧɢɟɦ), ɧɨ ɤɚɠɞɚɹ ɫɢɫɬɟɦɚ ɢɦɟɟɬ ɢɧɞɢɜɢɞɭɚɥɶɧɵɟ 
ɨɛɥɚɫɬɢ ɢɫɫɥɟɞɨɜɚɧɢɹ. ɉɪɟɞɥɚɝɚɟɬɫɹ ɩɪɢ ɪɚɛɨɬɟ ɧɚ ɨɞɧɨɦ ɭɪɨɜɧɟ ɢɡɭɱɚɬɶ ɞɪɭɝɢɟ 
ɭɪɨɜɧɢ ɞɥɹ ɩɨɬɟɧɰɢɚɥɶɧɨɝɨ ɩɨɜɬɨɪɧɨɝɨ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɭɠɟ ɢɡɦɟɪɟɧɧɵɯ KPI. 

3. Ɉɛɳɟɟ ɤɨɥɢɱɟɫɬɜɨ KPI, ɩɪɟɞɥɚɝɚɟɦɵɯ ɪɚɡɧɵɦɢ ɢɫɫɥɟɞɨɜɚɬɟɥɹɦɢ ɭɠɟ 
ɞɨɫɬɚɬɨɱɧɨ ɜɟɥɢɤɨ, ɱɬɨ ɫɬɚɜɢɬ ɩɪɨɛɥɟɦɭ ɜɵɛɨɪɚ ɧɚɢɥɭɱɲɢɯ ɩɨɤɚɡɚɬɟɥɟɣ ɞɥɹ 
ɦɨɧɢɬɨɪɢɧɝɚ ɫ ɨɝɪɚɧɢɱɟɧɧɵɦɢ ɛɸɞɠɟɬɚɦɢ. Ⱦɚɥɶɧɟɣɲɚɹ ɪɚɛɨɬɚ ɞɨɥɠɧɚ ɛɵɬɶ 
ɩɪɨɜɟɞɟɧɚ, ɱɬɨɛɵ ɜɵɛɪɚɬɶ ɦɟɬɪɢɤɢ ɫ ɫɚɦɵɦ ɜɵɫɨɤɢɦ ɨɩɢɫɚɬɟɥɶɧɵɦ / ɫɬɚɬɢɫɬɢ-
ɱɟɫɤɢɦ ɩɨɬɟɧɰɢɚɥɨɦ. 

4. ɇɟɫɦɨɬɪɹ ɧɚ ɬɨ, ɱɬɨ ɩɪɨɰɟɫɫɧɵɣ ɩɨɞɯɨɞ ɢ ɨɬɪɚɠɟɧ ɜ ɦɟɬɪɢɤɚɯ ɰɢɮɪɨ-
ɜɨɣ ɢɧɞɭɫɬɪɢɢ, ɧɟɬ ɱɟɬɤɨɝɨ ɩɨɧɢɦɚɧɢɹ ɤɚɤ ɢɡɦɟɪɢɬɶ ɭɪɨɜɟɧɶ ɰɢɮɪɨɜɢɡɚɰɢɢ 
ɩɪɨɰɟɫɫɨɜ. ɉɨɞɪɨɛɧɚɹ ɫɢɫɬɟɦɚ ɨɰɟɧɤɢ ɩɪɨɰɟɫɫɨɜ ɞɨɥɠɧɚ ɛɵɬɶ ɜɧɟɞɪɟɧɚ ɜ ɪɚɦ-
ɤɚɯ ɨɬɪɚɫɥɟɜɨɝɨ ɛɟɧɱɦɚɪɤɢɧɝɚ. 

5. ȼɚɠɧɨ ɪɚɡɪɚɛɚɬɵɜɚɬɶ ɰɢɮɪɨɜɵɟ ɩɨɤɚɡɚɬɟɥɢ ɩɪɨɢɡɜɨɞɢɬɟɥɶɧɨɫɬɢ ɩɚ-
ɪɚɥɥɟɥɶɧɨ ɫ ɷɤɨɧɨɦɢɱɟɫɤɢɦ ɨɛɨɫɧɨɜɚɧɢɟɦ ɢ ɨɛɟɫɩɟɱɢɜɚɬɶ ɢɯ ɩɨɫɬɨɹɧɧɨɟ ɢɡɦɟ-
ɪɟɧɢɟ, ɱɬɨɛɵ ɩɨɧɹɬɶ, ɩɪɢɧɨɫɹɬ ɥɢ ɨɠɢɞɚɟɦɵɟ ɜɵɝɨɞɵ. 

ɉɪɢɧɢɦɚɹ ɜɨ ɜɧɢɦɚɧɢɟ ɫɥɨɠɧɨɫɬɶ ɢ ɲɢɪɨɤɢɣ ɫɩɟɤɬɪ ɰɢɮɪɨɜɵɯ KPI, ɨɛ-
ɫɭɠɞɚɟɦɵɯ ɜ ɫɬɚɬɶɟ, ɫɬɚɧɨɜɢɬɫɹ ɨɱɟɜɢɞɧɵɦ, ɱɬɨ ɰɢɮɪɨɜɵɟ ɢɡɦɟɪɢɬɟɥɶɧɵɟ ɫɢ-
ɫɬɟɦɵ ɬɪɟɛɭɸɬ ɢɫɩɨɥɶɡɨɜɚɧɢɹ ɪɚɫɲɢɪɟɧɧɨɝɨ ɫɛɨɪɚ ɢ ɨɛɪɚɛɨɬɤɢ ɞɚɧɧɵɯ. Ɍɚɤɢɦ 
ɨɛɪɚɡɨɦ, ɰɢɮɪɨɜɢɡɚɰɢɹ ɫ ɨɞɧɨɣ ɫɬɨɪɨɧɵ ɬɟɫɧɨ ɫɜɹɡɚɧɚ ɫ ɭɩɪɚɜɥɟɧɢɟɦ ɞɚɧɧɵɦɢ 
ɢ ɢɯ ɚɧɚɥɢɬɢɤɨɣ, ɜɵɫɬɭɩɚɹ ɜ ɤɚɱɟɫɬɜɟ ɫɪɟɞɫɬɜɚ ɩɨɞɞɟɪɠɤɢ (ɫɧɚɛɠɟɧɢɹ ɧɨɜɵɯ 
ɰɢɮɪɨɜɵɯ ɩɪɨɰɟɫɫɨɜ ɧɟɨɛɯɨɞɢɦɨɣ ɢɧɮɨɪɦɚɰɢɟɣ), ɫ ɞɪɭɝɨɣ ɫɬɨɪɨɧɵ, ɞɨɥɠɧɚ 
ɨɛɟɫɩɟɱɢɜɚɬɶ ɦɟɯɚɧɢɡɦɚ ɤɨɧɬɪɨɥɹ (ɢɡɦɟɪɟɧɢɹ ɪɟɡɭɥɶɬɚɬɨɜ). 
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ɝ. ɂɪɤɭɬɫɤ, ɭɥ. Ʌɟɧɢɧɚ, 11, e-mail: peshkovaov@bgu.ru. 
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