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Pedepar:

1. Inceprariio prUCBsIYEHO BUPIIIEHHIO aKTyalbHOI HAYKOBOI IIpo6ieMu POPMYBaHHS CUCTEMU BHYTPIilIHbOTO
MAapKETHUHTY MNiAIPUEMCTB c(pepH NOCIYT. 3a pe3ysibTaTaMU AOCJiIpKEHHS BUSBJIEHO 3aKOHOMIPHOCTI €BOJIIOLIi
Teopii BHyTPILTHOrO MAPKETUHTIY Ta y3arajJbHEHO MOIJISIAA BYEHUX MO0 CYTHOCTI JaHoi AediHilii, 06IpyHTOBAHO
KOHIIEM11i}0 BHYTPIlIHbOTO MapKEeTUHIY MifIpUeMCTB cpepu nocyr. JocigkeHo ocobanBocTi GopMyBaHHS
CHACTEMU BHYTPIlTHbOIO MAPKETUHTY IiANIPUEMCTB C(PEPU NMOCIIYT. YIOCKOHAIEHO METOMIKY BU3HAUEHHSI OCHOBHUX
O3HaK IIOCJIYTU Ta 3aMIPONIOHOBAHO KjacuQiKallilo OCJAYT 32 03HAKOIO PiBHSA iHTeJIeKTyasi3alii 6i3HeC-TMpoLeciB, IKa
nepenbayae ix CTpyKTypH3allilo 32 TPhOMA IPyIaMu: iHTeJIeKTyasbHi, PyHKLiOHAJIbHI, 3MillaHi. 3allpOIIOHOBAHO
KOMILJIEKC BHYTPILTHBOTO MapKETUHTY NiANIpUEMCTB cepu nocayr "8P", sikuil, OKpiM esleMeHTIB KIIaCUYHOTO
KOMILJIEKCY MAapKETUHTY I0CJIYT, OTIOBHEHUI €JIEMEHTOM IIPOJIOHIOBaHa NPOAYKTUBHICTb IIOCJIYTH, & TAaKOX
OOGI'PYHTOBAHO METOAMYHI 110J1I0KeHHS ii BUMipoBaHHS. OGI'PYHTOBAHO MEXaHi3M [100Y0BYU B3a€MOBUTITHUX

MapTHEPCHKUX BiJHOCHH B JIAHLIIOKKY Y4aCHHUKIB CTBOPEHHS CIIOKMBYOI LIHHOCT] "BJIACHUK - TONI-MEHEIPKMEHT -



[IEPCOHAJI - KJIieHT". BUBHaY€HO KJIIOYOBi IPMHUMNY KIacuQikallii KOHTAKTHOTO NepCcoHay, cGOpMOBaHO Habip
KJIIOYOBUX MOr0O KOMIIETEHIIil Ta PO3pO6JIEHO CUCTEMY KPUTEPIiB iX oliHIoBaHHS. Po3pobiieHo rpadiuyHy Mozeb,
gKa [,03BOJIS€ OLIHUTH PiBEHb PECYPCHUX, [IPOLIECHHUX i CTPATETIYHUX [TEPENYMOB JOCATHEHHS PE3yJIbTaTUBHOCTI
BHYTPIIIHbOTO MAapPKETUHTY MiJIIPUEMCTB CPepu MOCIYT, OOI PYHTOBAHO aHAJIITUYHUI iIHCTPYyMEHTapiil OLiHIOBaHHS
110ro IMOTEHIIialy Ta 3alIPOIIOHOBAHO CUCTEMY MOHITOPUHIY YIIPABJIiHCbKYX PillleHb, IO BIJINBAIOTL HA CUCTEMY
BHYTPIIIHbOTO MAapPKETUHTY 3 YPaxXyBaHHSIM POJIi KOHTAKTHOTO ME€PCOHAy.

2. The dissertation is devoted to the decision of the actual scientific problem of the internal marketing's system
formation of the enterprises, dealing with the sphere of services. The evolution peculiarities of the internal
marketing theory are revealed and the scientists' opinions, concerning the essence of presented definition are
made more exact, according to the results of the investigation, and the internal marketing conception of the
enterprises dealing with the sphere of services is grounded. The internal marketing formation's peculiarities of the
services sphere enterprises are investigated. The determination methods of the service's main characteristics are
improved and the classification of services, according to the level of the business processes' intellectualization,
providing their structuring according to three groups: intellectual, functional, mixed, - is offered. The internal
marketing complex of the enterprises, dealing with the sphere of services "8P", which is added by the element of
the service's prolonged productivity, except the classical complex elements of the services marketing, is offered,
and the methodic principles of its measurement are also grounded. The construction mechanism of mutual
profitable partner relations in the participants creation's link of the consumption value: "owner - top-management
- personnel - client" is grounded. The key principles of the contact personnel's classification are defined, the set of
its key competences is formed and the criteria system of their estimation is elaborated. The graphic model which
allows to estimate the level of the resource, process and strategic preconditions of the internal marketing
effectiveness of enterprises, dealing with the sphere of services is worked out, the analytic instruments of its
potential's estimation are grounded and the monitoring system of managerial decisions, influencing the system of
the internal marketing, including the role of the contact personnel, is offered.
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