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[l[puBeTCTBYIO BaC, yBaxaeMble konneru!

B sToM HeOONbLIIOM 3aMeTke g xoTein Obl Oo6paTUTh Balle BHUMAHHWE HAa TO, Kak
U 3ayeM Mbl BHIOUPAEM UHCTPYMEHTHl YIIPAaBIEHUd KAUueCTBOM, UYEro OT HUX
XnéM, B u&M OOBIUHO OKashiBaeMCd MpaBbl, a B ué&M OOMaHBIBAEMCH.

C xXapakTepHLIM OJd HaANlEro BpPeMeHU CTPEMUTENbLHBIM YXECTOUEeHHEeM
KOHKYPEHIIMM BO BCcex cdepax OOmEeCTBEHHOW U SKOHOMHUECKOW XU3HHU
YMHOXAlOTCd B CBOEH COBOKYIHOCTHU U pasHoobpasuHbie 3abOTHl O KauecTBe.
JTOT €CTEeCTBEeHHBH B PHIHOYHOM Cpele NpPOolilecC Ha nelle BLIIMBAEeTCd B
pacTymye yCHUIUY M PEeCcypcChl, BKlaOblBaeMble MHOTUMM MIOObMHU U OPTaHUu3allMdIMHU
B ofpeTeHUe U 3aKpenieHue CBOUX KOHKYPEHTHBIX MNpeuMymecTB. KTo He
3aHUMaeTCd KaueCTBOM, TOT PaHO MIM MO30HO BLIIABIMBAETCH C PLIHKA U
YXOOUT B HEOBITHUE.

B OpraHuU30BaHHBIX CHCTEMax KadeCTBO LEJIHKOM U IOJIHOCThLIO ONpeneideTcd
KynbTypodr. OOHAKO KyIbTypa — OaMmMa 3aramnouHad ¥ KalnpusHad. BocnuTarh €&
- 3amava He U3 NErKux, €CiIH OHAa BOOOIEe BLIIOIHHUMA B MNPOHU3BONLHO B34TOH
opranusanuu. K ToMy Xe, MomaBigdiiree OONbIUHCTBO HbIHE HOEeHCTBYVIIIUX
opraHusalnui He OblIM CO30AaHbBl C 9CHBIM NPEeOCTaBISHHEM O XejaeMOoH
BHYTPEHHEH KYIbType B Kakou-nubo nepcrnekTuBe. A MHOIHE HEe HUMEIT Takoro
NpencTaBiieHUud U Ternephb.

IJaxe xorma OHO, IMpPenCTaBlIeHHe, e€CThb — MNONpoByHTe—-Ka MNOBIULdThH Ha
YCTOdBIIYIOCHE KYINbTYPYy opranuszanuu! OHa BgI3Kad U JNUIKad, Kak cmomna. U
Tomkad, kak 6omoTo. YeM axkxTUBHEee BH OyIeTe Ha Heé «BIUATH», TeM Oonble
HOBEIX npobneM mobaBuTe K CTapbM, U TeM rinybxe B HUX YBI3HeTe. B nyumem
cnyuae, Bboi6beTechb U3 CHJ, IIIICHETE, U BCE OHICTPO BEPHETCY Ha KPYru
CBOd. B xymmeM — OKOHUYATENBHO MHCIOPTHUTE TO, UYTO XOThb Kak—-To paborarno.

KynbTypHad TpaunchopmMalud — STO BCerma MenJeHHBM NPpOolLecc, IONIAdNUHNCd
IUIL aKKYPaTHBIM, OPOOYMAHHBIM, METONWUHBIM BO3OeHCcTBUdIM. CaMma
BO3MOXHOCTbL TaKHMX BO3OEHCTBUH B OPraHU3alUU ONpenelNdeTCcd MOTHUBALUeH e&
BRICIIEIO PYKOBOOCTBAa. [loCcTaTouHa U MOTHUBALMY, YBEPEHHO MOXHO CYIHUTL IIO
yCIexy, a ero IOOCTHUTamT IHIlb «3BE3IbB», KOTOPBIX B KAaXIOOH OTPACHH
SKOHOMHUKH I[IO OIpeneleHuo He OniBaeT MHOIO. Y OCTalbHBIX, OIPIMO CKaxeM,
MAaHChE HEBEIHKH.

Ho HYXHO C Uero—-ToO HaAuYWHAThL. BOT ¥ TOHIIOTCYI BCE 3a MNPAaKTHUUECKUMHU
HHCTPYMEHTAaMM VYIIPABIEHHWd KaueCcTBOM. [IO0 MOOHEIM KHHUXKaM, cauTam,
BebuHapaM, KoyuaM.. HaxomdT UTO-TO, XBaTawTCd, OPOOVIOT,

Pa30YapoOBEIBAIOTCH, OpocCaroT, HmMyT HOBEE. KOMYy—-TO UTO-TO HaXe yOna&Tcd
npucrnocobuTs k cBoeMy OusHecy - Oonbmasg ynaua! [IpaBma, NUIIb Ha BPEMd.
Ha BbIXOODE — BCE Te Xe& pas3ouapOBaHHE U YyCTAlOCTh.

3aHIdTHO H&@HKﬂaTb, Kax TOdBIYIOTCHI W HMCUEe3ar0T MOIOHBIE TEeMbBl. UYTO—TO
BOPYI' 4dPKO BCIIBIXHMBAET, KakK CBEepXHOBad 3Be3da, M BCe HeCyTCd Tyhoa, Ha
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ceeT. l'acHeT — oTTyHma. A Xak «5PPeKTHUBHEIM MAPKETHUHIOM» BBIXHUIAIOTCH
ayoutopuu? Jotna. MU TOYHO Tak Xe «>5OPeKTHBHBIM MEeHEOXMEHTOM»
pPas3BaluBarOTC4 KOIIJIEKTHUBEI. 3HAKOMO, Komnneru? [ymaro, na.

Ho ecTr u cBeTnad CcrTopoHa. HHOrma, BCE Xe, NONAINAOTCd XOpolue
HHCTPYMEHTHEl YIIpaBlI€eHHud KadyeCTBOM, B T.4Y., H S5TO HECOMHEHHOE
OOCTOMHCTBO HAMETrO BPEMEHH, B 3IPABOOXPAHEHUU U MEIUIIMHCKOH
OedTelIbHOCTH. Hx oTiirvyaeT, BO-IIEPBEIX, BO3MOXHOCTL HCIIOIBE3OBaAHHI B
H@@H&FOHPHHTHHX OPraHu3alMOHHEIX M KVIIBTYPHEIX YCIOBHAX, a BO—-BTOPEIX,
IIO3UTHUBHOE o6paTHoe BIIMdHHME Ha 32TH YCIOBHI. HOCpeﬂCTBOM OCBOEHHUA
KaueCTBEHHEIX TIPAKTHUECKHUX HHCTPYMEHTOB IIPHUXOOHUT IIPOCBETIIEHHE B

OTHONIEHUU KauecTBa, a uepesd rnybokoe OCO3HAHHE — O3IOPOBIEHUE
KYIbTYPEL.
Ha ce¥ BeCc&nod HOTE 3aKaHuUBalO CBOK 3aMeTky - obeman Belb KpaTKVio.

3mechb 4 TIOMBITAlICd yKasaTb Ha TO, UYTO JIOOM YacCTO IIePeOolleHUBaroT
npakTHUueckue HHCTPYMEHTHl, HAWBHO Iojlaragd C HUX IIOMOIIBIO PENHUTb CBOU
npobneMbl, KOPHU KOTOPHIX HA CaMOM OeNne ClenyeT HCKaTb B KYyIbType.
OmHaxo, B TO Xe& BpeMd, ¥ HEeOOOlleHUBAIOT, He OBIaleBad HMMHU OO CTEIeHHU
COBepmEeHCTBa, uUTOOH OHM MOTNIH PACKPBITH CBOM IIOTEHLHAN U MHO3UTUBHO
IOBNIULATL HA KYIbBTYPY.

YTo xacaeTCcd CaMMHX HHCTPYMEHTOBR VYIpPaBlIeHHd KadeCTBOM, TO LOId
[IONHOILIEHHOTI O PAaCCMOTPEHUd HYXHO OpaTh IO OOHOMY, U XOPOIO, &CHIH
YMEeCTUTCY B OOHY nybnukxauwo. KcTaTu, B Mae y MEHY BHIOUIA TPHUIOTIuUd 06
OOHOM U3 TakKHUX HHCTPYMEHTOB:

«PedTUHI Ha OCHOBE KIIOYEBHIX I[IOKA3aTelned XKak HHCTPYMEHT VIPABICHHUIA
KauecTBOM» (U3ITOXEHE KOHUEITYyallbHble U TeOopeTHuueCKHe OCHOBEI peﬁTHHFa B

CPaBHEHHH C IOPYTIMMH HHCTPYMEHTAaMH) ;

«Kax YCTPOEH QeﬁTHHF Ha OCHOBE KIIOUEBBIX [NOKAas3aTeleH (Ha YVCIEUHOM

opuMepe) » (onucaHa opraHusalud NpOoBeNeHUd PeHTUHTra) ;

«PedTUHI Ha OCHOBE KIIOYEBHIX [IOKA3aTeNeH. HQaKTquCKHe CEKPpeTED»
(anBeneHm OPraHu3allMOHHO-TEXHHUUECKHE pelleHud C HHHKETpaHHSMH).

3aroioBKH, IIPHU3HAO, ACCOLUHHPYIOTCHA C HEIIPHUATHBIMH, 34d€3XEeHHBEIMHM TEMaMu.

Ho xTo He noBouTCcd 3auTHU U NPOUYECTb, 4 HANEIOCh, HEe IIOXalleeT O
IOTPAUYeHHOM BpPEMEHH.

Bcerma Bamu, KoMaHIDa 3Opak.Bus u Aunpet TaeBCKUH.

O6bcynuTes B Temerpawm
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O6cynuTet BKOHTAakKTe

O6bcynuTe Ha Jl3eHe

KaTanor pemeHu# 3npas.Bus.
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