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B cmamve paccmampusaromces npobremsl cooepicaniis it OCHOBHbIX KOMNOHEHMO8 COCMOsANU O1a20nony-
yus uenoseKka 8 obujecmee, €20 Xapakmepuvlx yepmax. Aemopvl 06pawjaiom GHUMAHUE HA MHO20ACNEK M-
HOCHb NOHAMUSL «OIA20NONYHUSLY U NPedNazalom peuenue nPodaeMbl ¢ NO3UYUL UHMESPUPOBAHHO2O NOOX O-
da Kk paccmompenuio npodiemvl O1AONONYYUSL YETOBEKA 8 KOHMEKCIME MEOPemuiecko20 U dIMIUPULECKO20
KOHCIMPYKMO8.

B mr000om o6miecTBe BhICIIEH CONMATIBHON IIEHHOCTHIO SIBJISIETCST OJ1aronoinyyue Jiro-
Jeil: colmanbHoe, SMOIIMOHATFHOE, TICUXO0JIOTHYeCKoe, MaTepualbHOe U T. A. BaxkHeiimue
WHTEPECHI JII0/Ieil 00YCIIOBIIMBAET OTNPENIEIEHHBINA UJIeall )KU3HU U JeSITeIbHOCTH, OTpeIe-
NS0T HauboJee ONTUMAalbHBbIE IIEHHOCTH M TPEJICTaBICHUS YeJOBeKa W UelOBEYEeCTBa.
Nnes connanbHOTO, MCUXOJIOTHIECKOTO, MATEPUAIIEHOTO M AMOLMOHAIBHOTO 0J1aromnoiny-
Yus JISKUT B OCHOBE MOTHBAIIUU U aKTyalH3alluH JesSTeTbHOCTH CYOBEKTOB COIMAILHOTO
IPOCTPAHCTBA.

Mpl cBs3BIBaeM ONaromnoJiydue Jitojieid B COBpEeMEHHOM OOIIEeCTBE C IUBHIU3AIUOH-
HBIMH M COLIMOKYJIBTYPHBIMH BO3MOXKHOCTSIMH YE€JIOBEKa ISl Pa3BUTHS W pPealn3aluu
CBOMX MOTPEOHOCTEN, MHTEPECOB U BO3MOKHOCTEH caMopean3allii B COLUAIBLHOM Ilia-
HE, TICUXOJIOTHYECKOM, IMOIIMOHAIBHOM, HH(POPMAIIMOHHOM, C aKTyaJIM3UPOBAHHON JKH3-
HeJIesTeNIbHOCTBIO TPakIaH COBpeMEHHON HH(POPMAIITMOHHO-TIOCTUHAYCTPUATHEHON ATIOXH.

B nactosimee Bpemsi Onaromnosiydue JrOA€H B €IMHCTBE €ro pasjiMyHbIX (opmax
MIPOSIBIIEHUS SIBJISIETCSI UHTETPATbHBIM BhIpAXKEHHEM YpPOBHS OJarococTosiHUs, MoKaszare-
neM 3((HEeKTUBHOCTH COLMMAIBHOW JESTETbHOCTH TPaXKJaaH OOlIecTBa, CTETEHH YIOBIIE-
TBOPEHHOCTH CBOEH JKHU3HEIEATENHHOCTH U YIOBIETBOPEHHS PAa3IMYHOTO pojia MOTpeOHO-
CTEM, KauecTBa KU3HH, COIIMATIBHOTO M JJMYHOCTHOTO KOM(OpPTa, KOHKYPEHTOCTIOCOOHOCTH
YeloBeKa.

OxHUM U3 TIOKa3arenel 0JIaronoayqns 4elloBeKa SIBJISETCS €T0 U3MEPEHUE COTJIACHO
HHJEKCY YAOoBIeTBopeHHOCTH KineHToB — Customer Satisfaction Index (CSI). CSI sBns-
€TCsl CTaHJAPTHBIN MEKIyHapoJHbIM MHJeKcoM B cucrteme petunros Top 100 Global
Brands. B naHHOM ciydae MpPOMCXOAWUT PaHKMPOBAHUE TIO CTETIEHH YIIOBJIETBOPEHHOCTH
YeloBeKa Kak MOTpeduTens, 4To MpecTaBiigeT co0oil OJIMH U3 OCHOBHBIX (PAKTOPOB Kak
CyOBEKTHBHOTO BOCIIPHUSTHS OJ1aronoryunsi, Tak 1 00bEKTUBHOTO.

Haubonee akTyanbHBI COLIUOJIOTMYECKUE U COIMUATBHO-TICUXOJIOTMUECKUE UCCIIE]0-
BaHUS, KOTOPBIE OPUEHTHPOBAHBI HAa OCO3HAHWE OJIArONONydHsl B PA3IMIHBIX (opmax
BOCHPUSITHS, Ha €ro ONEHKY. DTU HCCIEOBaHUS BBISBISIOT OOBEKTUBHYIO COLUAIBHYIO
CUTYAIHIO, TIO3BOJISIOT CYIUTh O 3HAYUMOCTH PE3YJIbTATOB MEPOTPHUSITHHA, KOTOPHIE TPO-
BOJSTCS B OOIIEeCTBe, ONMpeAeNsaioT MEPCIeKTUBBl Pa3BUTHSI, HA OCHOBAHHUU YEro MOXKHO
CTPOMTH MPOTPAMMYy COBEPIICHCTBOBAHUS YCIIOBHH KU3HEIEATEIILHOCTH YEIIOBEKA.

B coBpeMeHHBIX yCIOBHIX MHOTOCTOPOHHETO (DYHKIIMOHAIBHOTO Pa3BUTHUS 00IIeCT-
Ba CYIIECTBYET HE MPOCTO MOTPEOHOCTh, a HEOOXOJMMOCTh B MHTETPALNU PA3ITMIHBIX
(hopM OGnaromnonydusi, MOCTPOSHUH MOJIENH OJIaromnoTydus 4eioBeka rpak/lancKoro oorie-
CTBAa M 3HAaHWH, HA OCHOBAHWU KOTOPBIX MOKHO aJI€KBaTHO OIEHHWTH, ONTHMH3UPOBATH U
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aKTyaJIM3UpoBaTh MyTH oOecredeHus OJIaronoylyuusi HaCceJIeHHUsT Ha Pa3HbIX YPOBHSIX HX
KU3HENeATeIbHOCTH, C(OOPMUPOBATH COOTBETCTBYIONINE JOPOKHBIE KAPTHL.

Teopernueckuil koHUENT Onaromnoiay4usi OyAeT colelcTBOBaTh MHTErPALlUU COLIM-
aIBHOTO 3HAHUS O OJIaromoiydyuu, Tak KaK BBISBISET MPUPOAY U OCHOBHBIE HANPaBIICHUS
(hopMHUpOBaHUS TPAXKIAHCKOTO 00IIecTBa Kak olmiecTBa Onaromnonydus. Merogonornue-
CKUM OCHOBAaHHMEM TEOPUHU OIaromoiydusi BBICTYNAeT KOHIIETIUS >KU3HEHHBIX CHJ YeJo-
BeKa, Kak OMOCOLMAIBLHOIO MHANBHUAA U KaK JUYHOCTH B COLIMYME COBPEMEHHOM JITOXH.

B pesynprare mpoBeeHUS COIHMOJOTHYECKOTO U COIHAIBLHO-TICUXOJIOTHYECKOTO
aHaJIU3a UHTErPUPYIOTCS Pa3jMuHble KOHIENTYaJbHbIE MOAXO0Jbl K (OPMYIUPOBAHUIO
pa3IMUHBIX WHIUKATOPOB OIaromnoiydus, MpuieM He TOJIbKO COLMAIBHOIO IUIaHa, HO U
ncuxo(pu3nonoruueckoro. B atom ciydae 0coOEHHO BaKHO paccMaTpUBaTh MMOKa3aTeNu 1
PEryIATOphI Tpoliecca (OpMUPOBaHUS OIaromnoaydusi B 0OMIECTBE C MO3UIUU UX COMpS-
YKEHHOCTH.

HccnenoBanue OCHOBHBIX XapaKTEPUCTUK U KOMIIOHEHTOB MOJIENH OJaromnoiaydus u
ero ¢opM MO3BOJIIET HE TOJIBKO HA TEOPETUUYECKOM, HO M Ha IMIIMPUYECKOM YPOBHE BbI-
SIBUTH TOKA3aTelld Pa3BUTHUS )KU3HEHHBIX CHJI YeJIOBEKa U HACEJICHHUS, B 11eJIOM, B TOM UHC-
Jie BKJIIOYas MOKa3aTelld HEe TOJIbKO B cpepe TPYHA0BOM JEesTeIbHOCTH, HO M B APYTUX 00-
JACTSIX KU3HEAESITEIbHOCTH.

TeopeTnueckuil KOHCTPYKT MOJIETH OJIaromnoiydusl 4elloBeKa pacHIpseT TPaHHIlbl
MCIOJIb30BAaHUSI 3TOW MOJENIM, ONTUMHU3UPYET olOecneueHrne Oiaromnoiaydusi B pa3IndyHbIX
(hopmax Ha pa3HBIX ypoBHsX. [locTpoeHHe TEOpeTHUECKOT0 KOHCTPYKTa BO3MOXKHO C TO-
3unuu metonoB dopcaiiTa U CUHEPreTHYECKOro, CHCTEMHOI'0, CTPYKTYPHOI'O U (PyHKLHO-
HaJIbHOTO MOJIX0JIOB.

Hapsiny ¢ TeopeTnueckumM KOHCTPYKTOM MOJIENIM OJlaronoiiyunst HeooxoauMa paspa-
00TKa COIMONIOTUYECKON U COIUANBHO-TICUXOJIOTHYECKON Moiesield 01aronoay4us, B pam-
KaX KOTOPBIX BO3MOXHO HMCCII€ZIOBaHHE U 0OOCHOBaHME MHIAMUBUAYAIBHBIX U COLUAIBHBIX
0COOEHHOCTEHN CyOBhEeKTOB colnanbHOU cpebl. C MO3UIUU ATUX MOjieliell Ha OCHOBaHUH
IPOBOJAMMBIX SMITMPUUECKUX HMCCIIEAOBAHUN BBIIEISIOTCS OCHOBHBIE XapaKTEPUCTHUKH M
KOMITOHEHTHI OJIaromnoyiydus HaceJIeHUs, IIPU STOM BO3MOXKHO MPO3pauHOe BBIABICHUE CO-
IUAIbHBIX W WHIUBUAYAJIbHBIX ITOKa3aTejeil Onaromnoiaydusi, KOTOpbIE CIOCOOCTBYIOT
HauOoJee TOTHOW U ONTUMAIIbHOM OLIEHKE POJIM Pa3IUdHbIX (POpM OJIarononydus s op-
raHU3alUH )KU3HEIECITEILHOCTH YeJIOBEKa, COOOIIECTB U 00IISCTBA, B IICIIOM.

Ha ocHoBaHUM NpoBeIeHHBIX HAMH UCCIEIOBAaHUN MBI MOXEM OIpPEJEIUTh TaKue
CYILIECTBEHHBIE COCTABIIAIOIINE OJIaronoinyuns, Kak Ncuxo(u3noIoriueckyro, ColraibHO-
MICUXOJIOTHYECKYIO, TCUXOJIOTHYECKYI0, SMOIMOHANBHYIO, HPaBCTBEHHO-ICTETUUYECKYIO,
MH(OPMALMOHHYIO, KOMMYHUKATUBHYIO CTOPOHBI ()OPMUPOBAHUSI COCTOSIHUS YEJIOBEKA U
€ro JKU3HEJEATENIbHOCTH, KOTOPhIE XapaKTePU3YIOTCS BBICOKOW CTEMEHBbIO BaJIEHTHOCTU
yJIOBJIETBOPEHHOCTH ¥ UMEIOIIUX COOTBETCTBYIOLINI MHJIEKC y/IOBIETBOPEHMSL.

[TocnenoBarenbHOE COOMIOCHUE TPUHIUNOB HAyYHOW METOJIONIOTUHA TOCTPOEHUS
KOHCTPYKTa, 000OCHOBAaHHME TEOPETUYECKUX IMMOJOXKEHUI COOTBETCTBYIOIMMHU pE3yJibTaTa-
MU SMIIMPUYECKUX HCCIEeIOBAaHUM, WHTEpIpeTalus TOTyd4eHHOH B XOJie¢ HaydHO-
HCCIIEIOBATENbCKON paboThl MH(pOpMaLUNd OOECreunBaeT JIOCTOBEPHOCTh pPE3YyJIbTaTOB
HUCClIeJOBaHN.

TeopeTuko-npakTHUECKOe 3HAUEHUE UCCIIeI0OBAaHUs MPoOIeMbl (popMUpOBaHUs OJia-
TOTIOTY4HsI HaceIeHHsI TPakJaHCKOTO O0IecTBa COCTOUT BO BKJIaJie B pa3pabOTKy MOJIETTH
0J1aroroiy4rsi Ha OCHOBAaHUH PACKPBITHSI )KU3HEHHBIX CHJI YEJIOBEKA, €r0 CyObeKTHOCTH.

Bormpoc 6nmarononyuus TUYHOCTH SIBIISETCS BakHeIei npobiemoit B ¢unocodun,
COLIMOJIOTMH, TICUXOJIOTUH, MEAUIIMHE, SKOHOMHUKE U JIPYTUX COLUAIbHO-I'YMaHUTAPHBIX
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COLIMAJIbHO-PKOHOMMYECKUX HayKaX, Tak Kak MHTepec K mpobieme popmupoBanus Oiaro-
MIOJIy4Hs TPaXkJaH COXPAHSAETCA Ha NMPOTSIKEHUH Pa3BUTHs YEIIOBEUYECTBA BO BCE BPEMEHA
U DIIOXH.

OJHUM U3 OCHOBHBIX CTPYKTYPHBIX 3JIEMEHTOB (peHOMEHa ONaromnoirydus sBJseTcs
IIPOLIECC CaMOAKTyaJIM3allMM, CAMOOIIPEICIICHUSI U caMOpeaIn3alii, KOTOPbIi XapakTepeH
JUIs BCeM CHCTEMBl >KM3HEIEATETbHOCTH HWHAMBUAA: B TNPO(ECCHOHANBHOH, ceMelHo-
OBITOBOM, TOCYrOBOM, OJUTUYECKOH | T. II.

bnaronomnyune genoBeka HEOOXOIMMO pacCMaTpHUBATh KaK HENPEPHIBHBIN Ipolece
CaMOaKTyalu3ali, CaMOONpPEJEICHUsI W CcaMOpealu3alllyd JIMYHOCTU. briaromomydne
JUYHOCTH CBSI3aHO C YYBCTBOM 3/I0POBBS, YIOBIETBOPEHHOCTBIO PE3YJIbTaTaMU CBOEH
JIeSITEJIBHOCTH, YYBCTBOM PaJIOCTH, CHACThS, YCHEITHOCTH, YyBCTBOM IMOJTHOLIEHHOCTH KakK
YeII0BEKA.

[Ipn nmpoBeneHun Mcciae0BaHUU aBTOPHI pabOThl OPUEHTHUPOBAIMCH HA OIpEjere-
HUE B3aMMOCBS3U CYOBEKTUBHOTO YYBCTBA OJIArOMONIYYHs C Pe3yJIbTaTaMU JEATEIbHOCTH
YeJioBeKa, MPUYEM HEMaJIOBa)KHOE 3HAYEHHE MMEET COCTOSIHME (PU3UYEecKOro, NMcuxuye-
CKOT'0 U COIMAJIBHOTO 3/I0POBbS YETIOBEKA KaK CYyOBEKTa COIMAIBHOIO IPOCTPAHCTBA.

bnarononyune HeoOXoauMO paccMaTpuBaTh HE TOJIBKO Kak MpoOiieMy KadecTBa
YKU3HU, HO HAJIO TIOJXOAUTH K €r0 MCCIIEIOBAaHUIO C MO3UIMH COBEPIICHCTBOBAHUS JIMUHO-
CTH OTHOCHUTEIBHO BKJIIOUEHHsI B MHPOBOE COIIMAILHOE MPOCTPAHCTBO B 00pa30BaTellb-
HOM, SKOHOMHUYECKOM, JICOHTOJIOTHYECKOM, ITPABOBOM, MOJUTHYECKOM U JPYTUX paKypcax
KU3HEJEATEIBHOCTH.

CamMopeanu3zanusi JIMYHOCTU SIBJISIETCSI CYIIECTBEHHBIM (aKTOpoM OJaromnoiaydusi B
MMOHUMaHUM CYOBEKTa, TaK Kak mpoliemMa 0J1aronoiaydus TECHO CBsi3aHa ¢ poOiIeMoit co-
nuanuzaiuu audHocTH. [Iponecc conpanu3zanuu JUYHOCTH ONPEeIIseT U Mpolecc caMo-
OIIpezieNIeHus], KOTOPBIM ABIAETCS OAHUM M3 KOMIIOHEHTOB IIpOIlecca YAOBIETBOPEHHOCTH
YeJIoBEKa CBOMM I10JI0KEHHEM B 00ILIECTBE B Pa3JINYHBIX ACIEKTaX.

[TosTOMy MOXHO yTBEpKJaTh, YTO YYBCTBO CYOBEKTUBHOIO U COCTOSIHUE OOBEKTHB-
HOro Ojaromnoyuusi oOycClIOBJIEHbl aKTyaJlbHOM /€ATEIbHOCTHIO, COLMAIBHON Cpesloil u
COLMAJIBHOW CUTYAIllMEH, a TAaKKE JIMYHOCTHOM MO3ULIMEN YeIIOBEKA.

[TonobHOEe yTBepkJieHHE MOCTPOEHO HA OCHOBAHMHM TEOPETUYECKOTO0 M dMIUpHUYE-
CKOT'0 aHaJIM3a, KOTOPbI MPUBOIUT HAC K MBICIIH, YTO OJaromnoyiydyue yenoBeka B o0IecT-
BE — 3TO HE A(heMEepPHOE COCTOSIHUE, a peaIbHOE YyBCTBO YCIENIHON pean3alnu ceds Kak
JUYHOCTH, HO IIPH 3TOM C HAJIMYUEM YYBCTBA I'€JJOHU3MA U YIOBIETBOPEHHOCTH.

CyObeKkTHBHOE U OOBEKTHBHOE 0JIaronoyiyude 4esloBeKa SIBISIETCS MHTErpajlbHbIM
o0pa3oBaHUEM, KOTOpPOE BKJIIOYAeT OIEHKY YelloBeKa CBOEH J>KU3HENEATENbHOCTH, CBOE
OTHOIIEHHE K ce0e U OKPYKAIOUIUM, OLIEHKY OKPYKalOIUX CBOEH JIMUHOCTH U OTHOIICHHE
OKpY’KaloIIHX K cebe.

Joctnub Onaronoiy4yusi Kak B CyObEKTHBHOM IJIaHE, TaK U B OOBEKTHMBHOM BO3-
MO>KHO B IIpOIlecCe TIOUCKA, CAaMOYTBEPKICHHS, CaMOAKTyalIlu3allld U caMOpeaanu3aliun B
oOmiecTBe, peanu3ali CBOEr0 TBOPUECKOI0, HHTEIIEKTYaJIbHOTO M )KM3HEHHOI'O MOTEH-
nuana.
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