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LOGISTIiKA SAHOSINDO YUKDASIMA MODELLORININ TOPSiS METODU iLo
SECiMi

Giinel Yasar qiz1 Agacanova

XULASO

Tadgiqatin maqgsadi - Logistika sektorunda xidmot keyfiyyatinin 6l¢ilmasi vo miistarilorin gézlontilori ils bazar
toloblarine uygun yiikkdasima modellorinin somarsli sokildo tohlil olunaraq giymatlondirilmasidir. Bu yanasma,
siiratlo inkisaf edon vo rogabot gabiliyyati yiksok olan logistika bazarinda miiassisalarin mistori mamnuniyystini
artirmaq vo strateji Ustiinliik alds etmok soylori fonunda hoyata kegirilmisdir.
Tadgigatin metodologiyast - Mogalodo Azorbaycanda foaliyyat gostoran bir 6zal logistik sirketin miistarilori
arasinda anket sorgusu aparilmis vo toplanmig molumatlar ssasinda Coxmeyarli Qarar Qobuletmo (CMQQ)
tisullarindan biri olan TOPSIS (Technique for Order Preference by Similarity to Ideal Solution) metodu tatbiq
olunmusdur. Bu metod vasitosilo mioyyanlosdirilon alternativ yiikdasima modellori, segilmis 7 kriteriya tizro
miigayise olunaraq on optimal variant mioyyoanlosdirilmisdir.
Tadgiqatin tatbiqgi ahamiyyati - Aparilmis empirik tohlil sirkotloro real miistori roylori osasinda obyektiv vo
osaslandirilmig gorarlar vermoays imkan yaradir. Bu isa 6z ndvbasinds, xidmatin keyfiyyotinin davamli gokildo
monitoringine Vo optimallagdirilmasina, miistari gozlontilorinin daha dogiq miiayysnlogdirilorok qarsilanmasina,
eloco do uzunmiddstli mistori momnuniyystini  vo loyalligini tomin edon strateji yanasmalarin
formalagdirilmasina zomin yaradir. Belo bir yanasma hom ragabot Ustiinliyuniin olds olunmasina, hom do
bazarda etibarli vo forglonen brend imicinin qurulmasina téhfs verir.
Tadgiqat naticalari - Mixtslif dasima modellori arasinda optimal segimin edilmosinds, logistika smaliyyatlari
zamani bag vera bilacok potensial risklorin prognozlasdirilmasi ve azaldilmasinda, habels uzunmuddatli dévrds
dayaniglt vo samorali logistika foaliyystinin planlagdirilmasi, idars olunmasi vo resurslarin diizgiin
bolusdiirtilmasi istigamotinds gorar gobuletma prosesine muhim téhfs vers bilor.
Tadgiqatin orijinalhgr va elmi yeniliyi - Mistori yonimlii yanagmanin analitik qorar modellori ils
birlogdirilmasi naticasinda xidmat keyfiyyatinin giymatlondirilmasino sistemli va yeni bir baxig toegdim
etmosidir. Bu yanasma, logistikada gorar gebuletmonin elmi osaslara sdykenmasina téhfo vermoklo yanasi,
mdovcud adobiyyatda méveud olan bosluglarin gismon doldurulmasina da xidmaet edir.

Acar sozlar: Logistika, Coxmeyarli Qarar Qobuletma (MCDM), TOPSIS, yiikdasima modeli, miistari
loyalligi, xidmatin optimallagdirilmasi, SERVQUAL

GiRiS

Muasir dévrdo Azarbaycan igtisadiyyatinda logistika xidmati genis yer tutmusdur.
Olkomiz nagliyyat infrastrukturunu osash sokildo genislondirorok, Baki-Tbilisi-Qars domir
yolu, Alat limani, vo hava yik markazlorinin inkisafi sayasinda Sarg—Qorb tranzitinde mihiim
mokan rolunu artiq oldo etmisdir . Bu kontekstindo logistika yalniz fiziki xidmot deyil, eyni
zamanda xidmat sektoruna aid miistari mamnuniyyatini asas 0l¢l meyar1 kimi gotiiran strateji
sahaya ¢evrilmisdir. Logistika xidmati sahasinds xidmat keyfiyyati miistori davranisi, sevinc
Vo ragabstadavamliliq baximindan aparici 6lgiidiir. Bu ¢argivads son illords logistika xidmot
keyfiyyatinin giymatlondirilmasi masalosinds ¢oxmeyarli qorar gobuletmo (MCDM)
metodlar1 genis totbiq olunmaga baglanmigdir. Xiisusilo, TOPSIS metodu vo onun hibrid
formalarindan istifado edorok logistika xidmatlorinin keyfiyyatini strukturlasdirilmis sokilda
Olgmoak Uizro empirik aragdirmalar aparimisgdir.
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Masalan:

e Cinli todgiqatgilar gida mohsullarinin e-ticarat logistic xidmatini giymatlondirmoak
Uclin Entropy—TOPSIS yanagmasi totbigq edorok regionlararasi miigayiso aparmuslar .
(Wang vo Yu,2022).

e Vietnama aid arasdirmada SERVQUAL+FAHP-TOPSIS modeli 3PL tominatgilarinin

seciminds totbiq edilorok, logistika xidmat keyfiyystini vo istifadogi tohlilini bir yerdo

giymoatlondirms imkani yaradib (Luyen, vo Thanh, 2022).

Bu arasdirmalalar gostorir ki, TOPSIS vo onun hibrid modellori — Entropy-TOPSIS, FAHP—
TOPSIS, SERVQUAL-TOPSIS — logistika xidmatlorinin ham keyfiyyst, hom do amoliyyat
samaraliliyi prioritetli meyarlar ssasinda qiymatlondirilmasi vo uygun qorar gobul etmok
baximindan effektiv natica verir.

Onu da geyd etmok lazimdir ki son illords Azarbaycanda bir ¢ox aragsdirmalar aparilmis, elmi
todqiqat islori yazilmisdir (Azarbaycan Texniki Universiteti, 2024; Oliyev, 2019; Mommodov
Vo Hasanova, 2021; Quliyev, 2018).

Lakin Azorbaycanda bu metodologiyalarin totbiqi yerli mistori gostariciloring
osaslanmur. Yoni, movcud todgigatlar ya infrastruktura, yiklors, ya da amoliyyat modellorino
fokuslanan olsa da, birbasa miistori sorgularina osaslanaraq dasima modellarinin TOPSIS
vasitosilo giymotlondirilmoasi Uzro az sayda empirik todgigat movcuddur. Bu iso Xxidmat
keyfiyyatino miistori yoniimlii yanagsmanin elmi shomiyyatini artirir.

Bu todgiqatin asas moqsadi, Azarbaycan logistika bazarinda foaliyyst gOstoron dasima
modellorinin  mistori baxis1 osasinda qiymotlondirilmasi vo on optimal modelin
muoayyanlosdirilmasidir. Tadgigatda asason miistari momnuniyyatino tasir edon Kriteriyalar
toplanmis, onlarin ¢oxmeyarli gorar gobuletmo (MCDM) metodu — TOPSIS vasitasilo
siralanmasi aparilmisdir. Bu yanasma sayasinds an ¢ox 0stlinlik verilon dasima modeli elmi
Vo praktiki asaslarla mioyyan edilmisdir.

TOHLIL. Sorgu va malumat toplama marhalasi.

Toadgigat ¢orcivesinds nlimuns sirkot olaraq Azorbaycanda foaliyyst gdstoron LV-
Logistics Caspian sirkatinin miistorilori arasinda anket tipli sorgu kegirilmis vo sorguda 102
real mistori istirak etmisdir. Sorguda miistarilora 4 alternativin (dasima modelinin) verilmis
kriteriyalar asasinda qiymatlondirilmasi toklif edilmisdir. Bu kriteriyalar hom nazori asaslara
(xidmat keyfiyyoati modellori), hom do praktik tohlillors (sektor Gizra avvalki tadgiqatlarin tez-
tez tokrarlanan meyarlar1) soykonarok muoyyan olunmusdur. Mogsad yiikdasima modellari
arasimda an ¢ox inam, etibar qazanmis yiilkdasima modelini segmok olmusdur. Eyni zamanda,
ilkin morholodo ekspert vo miistori fikirlori asasinda fokus qruplar vasitasilo doyarlondirmo
aparilmig, va bu giymatlondirmanin naticasi kimi meyarlar vo bu meyarlar1 toyin edan gakilor
mioyyanlosdirilmisdir. Homginin meyarlar segilorkon logistika sahasinda ¢ox meyarl qorar
gobuletma metodlarindan istifado olunmus elmi odobiyyatlara baxilmis, Kriteriyalar
uzlasdirilmis vo yekun olaraq 7 kriteriya mioayyon edilmisdir (Li vo b., 2021), (Lu va b.,
2019).

Sorguda istirak edan respondentlor hor bir kriteriya tzro secilon alternativlori 5-li likert
skalas1 tizarindan giymotlondirmis va naticalorin oks olundugu diagram asagidaki Sokil 1-do
0z oksini tapmisdir.
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Sakil 1. Yiikdasima modellarinin secilmasi G¢lin miistari mamnuniyyati sorgusu

Please evaluate the selected mode of transportation based on the following criteria using a scale from 1to 5: (1 = Very Low, 5 = Very High)

T .2 3 EN4 EES

40

0 =
Delivery Timeliness Cost of Service Flexibility Environmental impact Reliability Real-Time Tracking Accessibility
Capacity

Manba:Musllif tarafinfon tortib olunmus sorgunun google sheet-doki diagrami

Totbiq olunan metodologiya vo hall Usulu. Bu todgigatda logistika xidmatlorinin
keyfiyyatini giymotlondirmok vo dasima modellori arasinda on optimal varianti
mulayyanlosdirmok ti¢lin ¢oxmeyarli gorar gobuletms yanasmalarindan biri olan TOPSIS
metodu totbiq edilmisdir. TOPSIS (Technique for Order Preference by Similarity to Ideal
Solution) metodu ilk dofo C.L. Hwang vo K.P. Yoon (1981) torofindon toqdim edilmis,
sonradan Yoon (1987) torofindon tokmillosdirilmisdir. (Lu va b., 2019; Takkar, 2017). Bu
metod ¢oxmeyarli goarar gobuletmo (CMQQ) problemlarinin hoallinds genis istifads olunur.
Metodun asas moagsadi, mévcud alternativlor arasindan ham misbat-ideal hallo an yaxin, hom
do monfi-ideal hallo an uzaq mosafada yerloson alternativin muoyyan edilmoasidir. TOPSIS
metodu kompensasiya prinsipina asaslanir, yani bir meyarda zoif performans digor meyarda
yuksok gostarici ilo gismon kompensasiya oluna bilor. Bu yanasma, qararverici subyektlorin
meyarlar arasinda kompromis etmasins sorait yaradir vo naticods on Ustun alternativin daha
rasional sokildo se¢ilmasini tomin edir. Onu da geyd etmok lazimdir ki TOPSIS metodunun
totbigi 7 addimla (morhals ilo) hoyata kecirilir (Takkar, 2017).

Sakil 2. TOPSIS metodunun icra olunmasi iiciin vacib 7 marhals

Addim 1: Performans matrisinin formalasdirilmasi

Addim 2 : Qarar matrisinin normallasdirilmasi

Addim 3 : Cakili normallagdirilmis matrisin hesablanmasi

Addim 4 : Miisbat vo monfi ideal hallorin miioyyon olunmasi

Addim 5 : Masafa dl¢iilorinin hesablanmasi

Addim 6 : Alternativlarin ideal halla nisbi yaxinliq daracasinin hesablanmasi

| | ) L Y L Y

NANRPRNAARRRAD

Addim 7 : Alternativlorin iistiinliik doracasina gora siralanmasi

Monba: Multi Criteria Decision Making (Takkar)2021
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Addim 1.

Ekspert raylori va sorgunun naticasi olarag TOPSIS metodunun tatbiqi ti¢iin lazim olan
asas element hesab olunan performans matrisi Cadval 1-ds 0z oksini tapmigdir.

Cadval 1. Kriteriya va alternativlarin qeyd olundugu performans matrisi.

Catdirilma . . - Real vaxtda

vaxtinin demet}n Elas!:ll(ll(.lll(k ..?.ttratf . Etibarhliq izlonabilarlik Ol¢atanhq

daqiqgliyi doyori (Geviklik) mmuiifts fasir imkam
Cokilor 0.2 0.2 0.15 0.1 0.15 0.1 0.1
'(;';‘l’f‘n alart 4.86 2.45 3.01 2.68 4.50 4.82 4.23
3:;:’;‘{;’2‘ 3.50 4.00 2.63 3.81 3.63 3.00 2.44
ﬁ;’;‘:;"a‘i::'l 4.14 3.24 4.62 3.07 4.19 4.14 4.86
fi’:;‘lfmlm 2.41 4.32 2.86 3.29 3.09 3.24 3.41

Addim 2. Asagida gostarilon distura asasan gorar matrisinin normallasdirilmasi hoyata

kecirilir:

Fij =

i=1%ij

xij

2

Burada rijgorar matrisinds normallasdirilmis doyari gostorir vo i = 1,...,m; j=1,...,n olarsa

disturdan slds olunan naticalor Cadval 2-ds asagidaki kimi oks olunur (Takkar, 2017).

Cadval 2. Normallasdirilms garar matrisi.

Catdirilma . . or - Real vaxtda
vaxtinin demet}n I(EI?\??II(IEIII(I; Btratf n}uhlte Etibarhliq izlanabilarlik Ol¢atanhq
daqigliyi doyori ¢ astr imkam

Cokilor 0.2 0.2 0.15 0.1 0.15 0.1 0.1
da;';‘;?an 0.63 0.34 0.54 0.41 0.58 0.62 0.55
gz;‘l‘gaﬁlr‘l‘ 0.46 0.56 0.37 0.59 0.47 0.39 0.32
’:;’;lm‘l’;’;'l 0.54 0.45 0.64 0.47 0.54 0.54 0.63
dagi’;‘;lzm 0.31 0.60 0.40 0.51 0.40 0.42 0.44

Addim 3. Cokili normallagdirilmis qorar matrisi normallasdirilmis qorar matrisindoki
doyorlorin  onlarin  ¢okilorina  hasilini  hasilini  hesablamagla oldo edilir.  Cokili
normallagdirilmis vij doyori asagidaki kimi hesablana bilar:

Vij = Wij ™ i
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Cadval 3. Cakili normallasdirilmis garar matrisi

Catdirilma . . - Real vaxtda

vaxtinin demet}n Elas!:ll(ll(.lll(k "l?.;ratf . Etibarhihq izlonabilorlik Olcatanhq

daqigliyi doyori (ceviklik) muhits tosir imkam
Cokilor 0.2 0.2 0.15 0.1 0.15 0.1 0.1
?aas‘l’fnalm 0.13 0.07 0.08 0.04 0.09 0.06 0.06
g:;‘ga{:::‘ 0.09 0.11 0.05 0.06 0.07 0.04 0.03
':‘;’;c::fl’:'r'l 0.11 0.09 0.10 0.05 0.08 0.05 0.06
g:;;zmlan 0.06 0.12 0.06 0.05 0.06 0.04 0.04

Addim 4. Bu addimda misbat-ideal hall vo monfi-ideal hallin mioyyan edilmasi mosalasina
asagidaki diisturlara osason baxilir:

A= {(maxvijlj€J), (minvijl j € J)}

A ={(minvijlj€J), (max vl j € I}
Onu da geyd edoak Ki, j=1,2,3, ...,n, burada J faydaliliq (miisbat yoniimlii) kriteriyalari ila
j'=1,2,3,...,n 3" isa masraf tipli, yani doyari artdiqgca manfi tasir gostoran kriteriyalarla

alagalondirilir. (Takkar, B. (2017) Dusturlara asason hesablanmis naticalor asagidaki
cadvalds 6z oksini tapir:

Cadval 4. Misbat va manfi ideal hallor matrisi

A 0.13 0.07 0.10 0.06 0.09 0.06 0.06

A~ 0.06 0.12 0.05 0.04 0.06 0.04 0.03

Addim 5. Bu morhaladas iso mosafs 6l¢iilori hesablanir. Har bir alternativin misbat-ideal va
monfi-ideal hall ndqtasindon olan mosafasi nozards tutulur vo asagidaki diistura asason
hesablanir (Takkar, 2017).

JZ T=a (i —v)) 2 - misbat ideal hall négtasindon olan mosafa

JZ i=1 (Vi — v v7)? - monfi ideal hall ndgtasindon olan mosafo
i=12...,

Codval 5-da har iki hesablanmis mosafa doyarlori gostorilmisdir:
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Cadval 5. Alternativlarin masafa dayarlari

S; S
Hava dasimalari 0.024315535 0.234649434
Domir yolu dagimalar: 0.081792458 0.036035159
Avtomobil dasimalari 0.032798530 0.226795013
Daniz dasimalari 0.098624853 0.125838631

Addim 6. Alternativlorin ideal hallo nisbi yaxinliq deracasinin tapilmasini oks etdirir (Takkar,
2017).

Cf =S7/(Si+57)
0< C; <lharadaki,i=12,...,m

Yuxaridaki diisturlara osason Coadval 6-dak1 qiymatlor formalagmisdir:

Cadval 6. Alternativlarin ideal hallo nisbi yaxinhq daracasi

Cct
J
0.906104924
0.30582948
0.873654293
0.56061961

Burada Cji omsalinin doyari no godor yuksok olarsa, mivafiq alternativin gostaricisi bir o
goadar yaxs1 qiymatlondirilir.

Addim 7. Alternativlorin Gstinlik daracasini misyyan etmok mogsadilo onlarin Cji omsallar1
azalan ardicilligla siralanir va naticads alternativlorin iimumi reytingi formalasdirilir.

Cadval 7. Alternativlarin Gmumi reytingi

Alternativiar C Siralama
Hava dasimalar 0.906104924 1
Domir yolu dagimalarn 0.30582948 4
Avtomobil dasimalar 0.873654293 2
Doniz dasimalan 0.56061961 3

Yuxaridaki codvoldon do goriindiiyii kimi siralamanin naticasindo osason omsali on
bdyuk olan alternativ hava dasimalar1 olmusdur. Belo siralama boyiikdon Kigiys dogru bu
sokilda geyd olunur:
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Hava dasimalar > Damir yolu dasimalari > Avtomobil dasimalar > Daniz dasimalarn
Sakil 3. Yukdasima Modellarinin Marhalali Tasnifati

Hava
dasimalari

Damir yol
dasimalari

Avtomobil
dasimalari

Daeniz
dasimalari

Moanba: Metoddan alda olunan naticalar asasinda musllif tarafindon
hazirlanmigdir

NOTICO. Bu tadgigatda Azorbaycanin logistika sektorunda yiikdasima modellorinin xidmat
keyfiyyoti meyarlar1 asasinda giymatlondirilmasi va optimal alternativin miiayyanlosdirilmasi
moqsadilo TOPSIS metodu tatbiq edilmisdir. Magalonin asas fargli cahoti ondan ibaratdir ki,
giymotlondirmo sirf miistari yonumli meyarlar asasinda aparilmis vo bu meyarlar empirik
sorgu molumatlarma asaslanmigsdir. Bu yanasma, xidmoat keyfiyyatinin daha real vo praktik
Olcllmosi baximindan tadgiqatin elmi va totbigi shamiyyatini artirir.
Toadgigat naticalorina asasan muoyyan olunmusdur ki, hava dasimalar1 ¢atdirilma vaxtinin
doaqiqliyi, etibarliliq va izlonabilorlik baximmdan digar alternativlordon Gstiin mévgedadir va
nisbi yaximliq omsalina asason on uygun alternativ kimi se¢ilmisdir. Avtomobil dasimalari
balansl performans gostorsa do, siirat Vo izloms imkanlar1 baximindan hava naqliyyatindan
geri qalir. Daniz vo domir yolu dasimalar1 iso asason Xorclorin asagi olmasi va iri hacmli
yuklar ti¢iin miinasiblik baximmindan segilsa da, ¢eviklik vo operativlik baximindan zaif natico
gOstormisdir.
Olds olunan naticalor logistika xidmat tominatgilar: tigiin asagidak: istigamatlords tovsiyalor
formalasdirir:

e Mistori yoniimlii meyarlarin davamli olaraq izlonmasi vo Xxidmat planlamasinda

Nazaras almmast;

e Xidmot keyfiyyoti modellorinin empirik molumatlarla dostoklonorak goararvermada
istifadosi;

e Texnoloji imkanlar (real-time tracking, avtomatlagdirma) vo surat kimi faktorlarin
prioritetlosdirilmasi.

Bu todgigat, hom akademik mihit Ggiin metodoloji tohfo vermoklo yanasi, sirkatlor vo
gorarverici menecerlor Ugln praktik goarar gobuletmods strukturlagdirilmis bir model taqdim
edir. Golacok todgigatlarda ise bu yanasma VIKOR, AHP vs ya hibrid metodlarla migayisali
sokildo genislondirilo, eyni zamanda sektorlar Gzrs forqli miistori qruplarina tatbiq edils bilor.
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EVALUATION OF SERVICE QUALITY IN THE LOGISTICS SECTOR:
SELECTION OF FREIGHT TRANSPORTATION MODELS USING THE TOPSIS
METHOD

ABSTRACT

Purpose of the study — The main objective of the study is to assess service quality in the logistics sector and to
efficiently analyze and evaluate freight transportation models that align with customer expectations and market
demands. This approach is implemented in the context of rapidly developing and highly competitive logistics
markets, where enterprises strive to enhance customer satisfaction and gain strategic advantage.

Methodology of the study — A questionnaire survey was conducted among the customers of a private logistics
company operating in Azerbaijan. Based on the collected data, the TOPSIS (Technique for Order Preference by
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Similarity to ldeal Solution) method—one of the Multi-Criteria Decision-Making (MCDM) techniques—was
applied. Through this method, alternative freight transportation models were evaluated based on seven selected
criteria, and the most optimal model was determined.
Practical significance of the study — The empirical analysis enables companies to make objective and well-
grounded decisions based on actual customer feedback. This, in turn, facilitates continuous monitoring and
optimization of service quality, allows for more accurate identification and fulfillment of customer expectations,
and provides a foundation for developing long-term strategies that ensure customer satisfaction and loyalty. Such
an approach contributes not only to achieving competitive advantage but also to establishing a strong and
distinguished brand image in the market.
Research results — The study can contribute significantly to the decision-making process in selecting the most
suitable freight transportation model, forecasting and mitigating potential risks in logistics operations, and
planning, managing, and allocating resources effectively for sustainable and efficient long-term logistics
activities.
Originality and scientific novelty — The integration of a customer-oriented approach with analytical decision
models presents a systematic and novel perspective for evaluating service quality. This approach not only
supports scientifically grounded decision-making in logistics but also helps to partially fill the existing gaps in
the literature.

Keywords: Logistics, Multi-Criteria Decision Making (MCDM), TOPSIS, freight transportation model,
customer loyalty, service optimization, SERVQUAL

OIIEHKA KAYECTBA OBCJHYXHNUBAHUSA B IOTUCTUYECKOM CEKTOPE:
BBIEOP MOJIEJIEH I'PY3OITEPEBO30OK C MCITIOJIb30BAHUEM METOJA
TOPSIS

PE3IOME
Henp uccnenoBanust — OneHKa KayecTBa 0OCIY)KUBAHUA B JIOTUCTHYECKOM CEKTOpe M 3 (PEKTUBHBINH aHaInu3 U
OLICHKa MOJEINeH Ipy301epeBO30K, COOTBETCTBYIOLINX OXKHIAHUSIM KIMEHTOB U PHIHOYHBIM TPeOOBAaHUAM. DTOT
MOAXOJ PEAIN30BaH B YCIOBUSIX CTPEMUTENBHO PAa3BHBAIOILETOCS M BBICOKOKOHKYPEHTHOI'O JIOIMCTHYECKOIO
pBIHKA, TJ€ NPEANPUITUS CTPEMSITCS MOBBICUTH Y OBIETBOPEHHOCTh KIMEHTOB U JIOOUTHCA CTPATETHUECKOTO
MIPEUMYIIECTBA.
Metononorusi ucciegoBanuss — Cpenud KIMEHTOB YaCTHOM JIOTHCTUYECKOH KOMIAHWHU, AEHCTBYIOIIEH B
AszepOaiipkane, ObUIO MPOBEJCHO aHKeTHpoBaHHE. Ha OCHOBE MONYy4eHHBIX AAHHBIX ObUI MPUMEHEH METO.
TOPSIS (Technique for Order Preference by Similarity to Ideal Solution), omun wu3 MeTomOB
MHOrokputepuansHoro npunstust pemeHuiit (MCDM). C nmoMoripio JaHHOTO METOZa allbTePHATHBHBIE MOJICIH
IPY30IEPEBO30K OBUTH OLIEHEHHI 10 CeMH BBIOpaHHBIM KpHUTEpHUSM, B pe3yiabTare 4yero ObUla ompeneieHa
Hanbojee ONTHMaIbHAS MOJEIb.
IpakTHyeckass 3HAYUMOCTDb Hccae0BaAHUA — [[poBENEHHBIN AIMIIMPUYECKUI aHAIU3 MO3BOJIIET KOMIIAHUSAM
NIPUHUMATh OOBEKTUBHBIE M OOOCHOBAHHBIE PEIICHMS HA OCHOBE PEAJbHBIX OT3BIBOB KIMEHTOB. JTO, B CBOIO
o4epelib, CIOCOOCTBYET MOCTOSIHHOMY MOHUTOPUHTY M ONTUMH3ALMK KauecTBa 0OCIyXUBaHUs, 00ee TOUHOMY
OIIPEJICTICHUIO M YJOBJIETBOPEHHUIO OXKMIAHUN KIMEHTOB, a TakkKe ()OPMHUPOBAHMIO TOITOCPOUYHBIX CTpaTerui,
00€eCIeUNBAIONINX YAOBICTBOPEHHOCTh M JIOSUIBHOCTDh KJIMEHTOB. Takoil MOIX0J CIIOCOOCTBYET HE TONBKO
TIOTYYEHHUI0 KOHKYPEHTHOI'O IIPEMMYIIECTBA, HO M CO3JaHUI0 HaJ&KHOTO M y3HABAaEMOro MMMIKa OpeHIa Ha
PBIHKE.
Pe3yabTaThbl Hccie10BaHNsA — Pe3yTbTaThl MOTYT CYIIECTBEHHO MOBIHATH HA MPOLECC NPUHATHS PEIICHUH PU
BHIOOPE ONTHUMAJIBHONW MOJENH TPY30IEPEBO30K, MPOTHO3MPOBAHWHM M CHIDKEHWH MOTCHIIMAJIBHBIX PHCKOB B
JIOTUCTUYECKUX OIepalysaX, a TaKKe INpH IUIAHWPOBAHWH, YNpPaBIeHHH U 3(P(EeKTHBHOM pacnpeneneHun
PECYPCOB B HEJSIX YCTOHUNBOM 1 3PPEKTUBHON JIOTUCTHIECKOHN IEATETFHOCTH B JOITOCPOYHOH ITEPCIIEKTHBE.
OpuUrHHAIBHOCTL M HAy4YHAsi HOBM3Ha MccieqoBaHusi — OObeAMHEHHE OPHEHTHPOBAHHOIO Ha KIIMEHTA
MOAXO0AA C AHATUTHYECKUMH MOAETSIMHU TPHUHITHS PEHICHUH IO3BOIAET MPEATOXKHTh CHCTEMHBIH W HOBBIA
B3IVIAJ Ha OLEHKY KadecTBa OOCTyXHMBaHMA. JlaHHBIM IMOAXOJ CIOCOOCTBYET HAay4YHOM OOOCHOBAaHHOCTH
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YIpaBJICHYCCKUX peIHeHI/Iﬁ B JIOTUCTUKC W YaCTUYHO BOCIOJHACT CYIICCTBYIOIIUC HpO6eJ'ILI B Hay‘{HOi/‘I

JMTEpaType Mo JaHHOH TeMe.
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