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nO Bb llll EH 1,1 E SoOEKTll B HOCT n nP ll Hf, T nn yn PABfl E Hq EC K14X P EIU E H nff
HA OCHOBE Cr4CTEMbl nOKA3ATETEfi OqEHKll nPOqECCA

E. B. Knfirona, crapunft npenogaBarenb xa$egpur nn$opmaqnoHHbrx o.rcreM n npnxnaAnofi ttttQopmart,lrel

O\EAY BflO Bnadueocmancnut eocydapcmeenntw Wueequmem snffiqtuK.t u ceryuca, e. Bnfruemmor.

B ycaonnrx KoHK)?eHTHoro pHHKa npeAnpnflTrrK) Anfl ycneurnoft pa6oru neo6xo4uMo HMerL
v€myro rleJrb - Mltccnlo u nyrlr Aocrnxenun srofi qeJrn - crparerna. Crparcrnt pa:lBHTHt npeA-
npmflTnn flBJrrercr Heo6xo4nMbrM ycJroBr{eM AocrrDreHr{r ycnexa. Ho oAttofi ctparernl{ He Aosre
ToqHo, HyxHo paspa6orarb onrnMaJrbHbre 6nsHec-npoqeccbr H opraHu3aqltoHHyto crpyrTypy, Ko-
Top bre o6ec neq ar Aocrr{xe H r{e 3afl BJre HH brx crparernq@Klrx qene fi .

KoHrypeHrocnoco6nocru opraHn3aqnn 3aBncnr or cnoco6nocrn pyKoBoAHTeJIt 6ucrpo
rn eQQemr{BHo npHHHMarb ynpaBneHqecKne peuleHnr. floctoflHHo€ yny.rueHl{e - ero ror npnn-
IIHtr, rcoropufi no3BoJrrer opran usalqlr'n ycnelrlHo pa3BuBarbct.

Pyrono4nreJrb AoJu(eH BJraAerb pasnoo6pa3nbrMlr coBpeMeHHbIMH ynpaBJlenqecKnMn rexHo-
rornrMn, HHQopMaqHoHHbrMH H 6nsHec-TexHoJlorlrflMtr, g noMorqbrc Koropblx oH cMoxer yKPe-
nr,rrb no3ltrlnn opraHH3arIHH nn6paru Anr ne€ HoBbIe HanpaBJIeHHfl pa3BHTnn. OcnonHble 3qAaqn'
Koropbre cf,orr nepeA pyKoBoAcrBoM opraHr{3aIIHI{: ocBoeHne MaKcl{Manrnofi AoJIH pbIHKa, HHTeH-
cnQnraqnfl pa3Bltrlrr ctrcreM ynpaBJrennr opranmaunefi u rexHoJlornft ynpaBJlennr e€ QnnaHco-
BbrMr{ pecypcaMu, SoprvrnpoBaH}te sQQerrnnuofi opran[3arlnonnofi crpyKrypbl, pasBnrne rleroBe-
qecKoro KannftMa, peaJrn3ar^ryrr crparernn opraHn3arlnn. Heo6xoAnMo cBoeBpeMenno (c ynpox-

4eHnervr) BHocr{Tb n3MeHeHHn Nffi cra6nnrnoro pa3Burnf, oprann3aq[n.
Pyrono4crBy opraHr{3aqnn .qJrf, cBoeBpeMeHnoro (oneparnBHoro) npnnf,Tnfl ynPaBnenqecKlfr

peruennfi Heo6xoAurraa nH$opMarlr{r, Koropat o6lq4aer caeAylolrlntuu cnoficrBaMn:
qeHHocrbro;
aAeKBaTHOCTbIo;
nonHorofi;
TOqHOCTbIO;

AOCTOBcpHOCTbTO;
aKTyanbHocTbrc.

Hn$oplaaqtErc, o6naAaptt1yto BceMu Bbrru€ nepsrrncJrenHbrMn cnofictnaun, nPuroAnYto .qJu
npnHflTr{r peureHr{fl Moxno noJrfrr{rb c noMorr{brc cl{creMbl noKa3arenefi. Hau6onee e$SemnnHof,
rBJrrercr BSC (Balanced Scorecard), TaK KaK B Br{Ae R3arrMocBr3aHHbrx noKa3arenefi nupalftasrct
Mrfccur H srparernn npeAnpfiffinn floragareJrrr B BSC Hcnoflb3ylorct KaK AJIn oqeHrn p$yrbra-
THBHocrn 6nsHec-npoqoccoB, TaK u Nrr or{eHKn creneHu Aosrnxennn qenn [].

B pa6ore l2I aBrop npuBoAlrr o6sop BosMoxHbrx Meponpumnfi no opranu3alu{oHHoMy co-
BeprrrencrBoBaHluo (ra6nurra I ). Kar an4no rr3 ra6nnr{u yH}IBepca[bnat cncreMa noKa3ar€nefi pc-
KoMeHAyercr n rp€x crparernrx noBbrrreHur KoHKypeHToonoco6Hoctn - noBbllueHtae cKoPocrrf
6usnsc-npoqeccoB, orparernr yflyqrueHu{a u crparernr anS{epeHqnaqnu. Pennxl{HlrpnHr 6ns-
Hec-npoqeccoB H KoMnbrorepnsaqr{r npeAJraraercr B AB}1x crparerurx. Hs AaHHoro o6sopa BuAHo,
qro Anfl noBbtueHnfl KoHKypeHToonoco6nocm npeA,npu trrufr neo6xoAnuo noorpouTb cHcraMy
npoqeccoB opraurmaqnn r{ BbrtBHru npo6neMnble npoqeccbl.
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,[eficrnnr

Crparcrnn

CorparqeHue
CsnxeHne
m"EleDxeK

flonrtureHue
cKoDocrl.l

Vnyuureunr .(uQ{epeHqHaqHx

Pecrpyrrypu3aunfl +
Coxpaueu[e rrrrara +

Cornaruenne DruMeooB +
AyrcopcuHr +

Crpeunenne x eQSercrrrBuoMy ltu-
AepcrBy n o6nacru oKoHoMHH
uacurra6oB nDoH3BoAcrBa

+

YnpannreMocrb npouecca
3AKynOK

f

CraHgaprn3aqtlr H MoAynbHoe

nDoI|3BOtrCTBO
+

Kounrrmepu3aqnt + +
flepeuerqenre npon3BoAcrBa
B CTpaHH C Hrr3KnM ypOBHeM

OTT'TATH TDVIA

+

PenHxnHnonHr 6usHec -nDoueccoB + +

Toqno BoBpeMt +

VHnoepcanbnar cncreMa
noKa3areJreft Aerrerbnocrn

+ + +

Kafi,qgeu, TQM,ISO 9000 +
CrnarernqecKar KooneDaunt +
KoyunHr u pruBHrHe
xoungreHunil

+

PannxanrHbre HoBoBBe.qeHHt +

CosAaHile HoBbrx pbrHKoB +

Jln4epcrao B KrrrorreBbrx
KOMNETCHUTIflX

+

Maxcuuarbnafl nHAuBHAyaJIH3aLlHt
npo.qyKrtnn H ycnyr, nx
no4crpofi ra noA 3anpocbl
KoHKDerHbr x uorpe6 rrenefi

+

Ta6nuqa I

{efi crnnn n o coBep luencrBoBaH nN) AJrfl noBblruennfl KoH KypenTocnoco6noc"rn

Or sSSerrnBHocrr,r 6usHec-npoqeccoB HanprMyro 3aBncur KoHKype HTocnoco6Hoctr

H npg6brnsnocrr opraHu3arrun. HeAocraroqHar (npo3paqHocrb>), orcyrcrBlte nonHofi uHQoprvra-

rlHH o npoqecce - BHocflT HeonpeAeneHHocrb Anfl pyKoBo,qnTeJlefi. Onncanne 6n3Hec-npoqeccoB

no3BoJrfler pyKoBoAcrBy noHrrb KaKne o6nacrn AeflTeJrbHocrr{ Hy}tqqarcTcfl B paAI{KaJIbHoM ynyq-

ureHHH, BbrrBHTb npo6JreMbl ((y3Kne MecTa)>).
flepeg reM, KaK BHocrtrb rr3MeHeHHr B cyqecrBylorrlne npoqeccbl, H)DI(Ho cMoAeJllfpoBarb Ho-

Bbrfi npoqecc (TO-BE) H npoBecru ero recrupoBaHne H uMuraqurc. Bu6patr npaBHJlbHbtfi BapH-

aHT, He DKcnepHMeHTHpyn HaA opraHnsaqueft H corpyAHI{KaMn, MoxHo HcnoJlb3yt MeroAbI nMn-

rarlnoHHoro MoAeJrHpoBaHnr [3].
flpnrr,reneHue MeroAoB r,rMr{TarlnoHHoro MoAeJI}tpoBaHnt no3Bonfler 3HaqHTeJIbHo noBbIcI{Tb

o6ocHonaHHocrb npHHHMaeMbrx peuennfi I{ yMeHbuIHTb pHcK or Hx peaJllfiaqnn[4J.

Or SoprtraJrnsaunn H onruMn3aunn 6ngHec-npoueccoB pyKoBoAcrBo opraHusauHH non}"laer

cJreAyrcqne BbrroAbr:
tlemoe noHuMaHHe roro, KaK pa6oraer opraHnsallnfl.

CmH4aprg3aqr{rc npoqeccoB (Kor,qa oH}r He onucanbr, Kax.qrrft pa6orHI{K BbInoJIHter 3a,qa'

qH B Mepy cBoero noHHMaHufl vr ranaHTa).

flosbtuleHne KaqecTBa pa6Or u ynpaBnffeMocTll 6ngneca.
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Bosil,roxHocrb oco3naHno yJrfrurarb Aetrerbnocrb opraHHgaIIHI{ H B3anMo.[eficrnne no[-

pasgeneHnfi.

VnaeurueHr{e 3aBr{cuMocrr{ 6ugHeca or qeJloBeqecKoro r}artopa corpyAH}IKoB.

flonuueHr{e yAonJrerBopennocr}r KJTHeHToB, eHnxeH}te H3AepxeK I{ pocr npn6unra.

flocne BHeApeHHr HoBbrx 6ngnec-npoqeccos Heo6xoAI{Mo Becrl{ Hx nocronunuft MoHHTopHHr.

,{,'nr rcro, .rro6u gro nponcxoAuJro B pexnMe peanbHoro BpeMeHr{ Heo6xoAunao l{Merb Kopnopa-

THBHyto nHsoprvraqr{oHnyro cncreMy, B roropofi HaKanruBaerct ncr nHSopMaIInt no BceM npo-

rleccaM opraHu3aqnn. Enarogapr MoHHTopHHry npot1eccoB or (fiaqanaD Ao (GoHqa> pyKoBoAH-

TeJrb (uageneq npoqecca) rvroxor BbrrBHTb Ha caMblx paHHHx eranax orKIIoHeHHt or nnaHnpyeMo-

ro xoAa BbrnoJrHeHr{fl.

,{1r npoBeAennfl MoHnropnHra AoJrxHa 6um paspa6otaHa cl{creMa noKasatenefi u KpHTePueB

oqeHKr{ e{SerruBHocru ynpaBJreHufr.Ilpn paspa6orrcc cncreMbl noKa3areleft AJII H3Mepennr sQ-

derrunHocrr{ KoMnaHHn Heo6xoAHMo cJleAoBarb cJIeAyrcuII{M npl{HUnnana [5 ] :

Jlyurue MeHbure, Aa nyque: Heo6xoAHMo cKouqeHTpl{poBarbct Ha rcMepeHInH HecKoJIbKHx

KJIIoqeBbrx noKa3areneft .
Kpnrepnn oqenKlt AoJrlKHu 6nru cBflsanbr c QarropaMl,r, neo6xognMblMn 4nr QopMHpoBa-

Hnfl AonrocpoqHoro ycnexa, - KJrroqeBbIMLI ABHXyTqHMI,I Qartopauu 6ngneca.

Kprnrepwr oqeHKlr AoJtxHbr ocHoBbtBarbcfl na co6urnflx npotunoro, Hacroflulero u 6yny-

ulero, qro6u npeAcraBJlflTb KaprI{Hy Bo Bcex rpex I,I3MepeHHfrn

OcHosofi Anfl Bhrpa6omn KpltrepueB AJrt oqeHKlr sQQerrnBnocru AonxHbI 6urr HHrepecbl

KrlteHToB, aKr.IHoHepoB r{ Apyrnx 3anHTepecoBaHHblx cropoH.

Kpnrepnu orIeHKH AoJtxHu 6urr paspa6oraHhl Ha Bcex opraHHsaI{HoHHbIx ypoBlrflx, HaqH-

Haf, c Bbrcmero MeHeAXMeHTa H 3aKaHqnBafl o6cnyxnBarcIqltM nepconaJloM.

MHoroqgcreHHbre noKa3areJrlr Moryr 6uru orpynnnpoBaHbl B eAI{HbIfi nHAerc AJIfl npeAoc-

raBJIe HIdff AocroBepno fi o6o6q0HHofi oqeHrn eQQe KrllBHocTl{.

Kpmeplln oqeHKr{ AoJr}KHbr MeHrrbcfl nnu KoppeKTnpoBarbct B coorBercrBl{u c I{3MeHe-

HI,ttMI{ KaK BHelunefi cpe4bt, TaK n saureft crparerl{u,

,{nn rpnrepneB orIeHKr{ Heo6xoAHMo ycraHoBl{Tb qeJIeBbIe (unra KoHTpoarHrre) 3HaqeHnt,

6asupyrorrluecfl ua cepr€3noM HccJte.qoBaHnn, a He Ha cnyraftHorvr o6pasou au6paHnblx qncflax.

Cncreuu noKa3arelefi, no MHeHHro aBTopon [6], AonxHbI yAoBJIErBopflTb cJIeAyoqHM ycJlo-

BH.flM:

OHr,r AoJDKHrT coorBercrBoBarb ypoBnro o6terta, To ecrb ptrlruqarbcfl no creneHn arperH-

poBaHr{fl Anfl KoMnaHHn B rlefloM r Afif oTAeJrbHo B3tTOro noApasAeJl€Ht{t u Ann coTpyAHnKa.

OHr,l AoJrxpbr 6urr coruracoBaHbr c r"1eJrtMu o6terros 6onee BblcoKoro ypoBnt, HanpnMep,

rleJrrd 6ngHec-npoqecca He AoflxHbr npornBopeqnrb qeJItM opraHrl3aquu n tpe6onaHuflM BHyrpeH-

HI{X KJIHEHTOB.

floKasareJrg AJrfl oAnoro o6rerra AoJrxHbI 6urr B3aI{MocBt3aHbI Apyr c ApyroM' I{Haqe -

gto Ha6op noKruarerefi, a He cncreMa.

floragarenn AoJrxnbr 6urs u3Mepr{MbIMI,I, To ecrb npnroAHhIMH KaK AJIn KoHTpoJtfl' TaK

Lr AIrfl MOTnBar.[HH.
Ha norasareJrn o6rerra Aonxnbl BJrHtrb coorBeTcrBytotqlle cy6tertbl, Hanpnu€p, 3a noKa-

3arern 6ngHec-npoqecca AoJIxHbI orBeqarb ero yqacrHlrKt{.

Brl6upar noKtrtarenv Ailn oqeHKr{ 6ugnec npoqeccon, neo6xoAnMo noMHI{Tb, rtro Hx ocHosHofi
gaAaqefi f,BJrflercfl non1'.teHne orBeroB Ha Bonpocbl: HacKonbKo pe3ynbrarnBeH n eSSerrHBeH npo'
qecc. flpn sroM peKoMeHAyercfl nplrAepxnBarbct cJreAyrcqnx npocrblx npanul [7]:

noKa3areng AonxHbr orpaxarb aAeKBarHocrb, nonHory n o6rertuBnocrb reKyqero co-

cTof,HHt AeJI;
noKa3arenn AoJrxHn co6nparbcfl n o6pa6arblBarbcfl c onpeAeneHHoft nepno.qnqHocrbto;
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r?/Aosarparbr Ha c6op n o6pa6orKy AaHHbx He AoJIxHbI npeBblllrarb IIeHHocrr r'rnSopMaIIHH;

cHcreMbr noKa3arenefi AonxHbI BKnloqarb KoJll,lttecrBeHHble I,I KaqecrBeHHble xapaKTepH-

cTr{KH npouecca;

$oprraa npeAocraBJtennr nHSopnaaUnI,I AoJIxHa 6rttb MaKcHMaiIbHo noHrrHofi;

raHoopr"raqHr AoJrx(Ha 6urn cpaBHHMa C aHanornqHofi.

Cucrer"ry noKa3arelefi uoxHo paccMarpnBarb KaK cncreMy KoopAHHar, B Koropofi uelr sa&a-

Ercr B BHAg 3HaqeHgfi qerennx noKa3arereft, a MeponpHflTufl (nnaH 4eficrnnfi) npe4craBJltlor co-

6ofi rpaeKropgro ABnKeHr,rr K uenn, pasndpHyryrc Bo BpeMeHn [8]. t{epes cHcreMy norcasarerefi

MOXHO OTCJTeAHTb AHHaMHKy BbrnoJrHeHr,rr npoqecca H AOCTWIXilH]|lfl 3a[taHHpoBaHHbtx Ilenefi.
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H M1TAtll4O H HO E MOAEfl }| PO BAH]I E KAK I,|HCTPyMEHTAP tltt On hCAH ]lf
5143HEC-nPOUECGOB

E. l-.IlaapyutnHa, crapunfl npenoAaBarenu xasegpur ran$opMaqnoHHblx c]4creM n npnKnaAHor't nx$opMar]4K[4

orEoy BIT} Bnadusocmoftcfluit eocydapcmeennutil yflusepcumem sKoHonttnu u cepsuca, e. BnaduaocmoK

IIoa 6gsgec-npoqeccoM noHnMarcTcfl 4eftcrnnfi no AocrHXeHI,trc qenH KoMnaHHn. CneAona-

reJrbHo, 6nsnec-npoqecc - 3To MHO)I(cCTBO ((BHyrpeHHnx uaroB)) npeAnpl{flTvtflr 3aKaHql{Barcqfix-

cr co3AaHneM npoAyKrlun, neo6xoAr,rrrrofi norpe6nreJrrc. HasnaqeHne Ka)KAoro 6nsHec-npoqecca

cocronT B ToM, qro6u npeAno)Kr,rrb norpe6nrenrc rpoAyKuuro (ycnYrY), yAoBJlerBopfllolqyrc ero
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