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ɡɞɨɛɭɜɚɱ PHD ɫɬɭɩɟɧɹ ɤɚɮɟɞɪɢ ɦɚɪɤɟɬɢɧɝɭ 
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ɄɈɆɉɅȿɄɋɇȺ ɋɌɊȺɌȿȽȱə ɉɊɈɋɍȼȺɇɇə ɉɊɈȾɍɄɐȱȲ 3D-ȾɊɍɄɍ ɇȺ ɇɈȼȱ 
ɊɂɇɄɂ ɑȿɊȿɁ ɍɉɊȺȼɅȱɇɇə ɋɉɈɀɂȼɑɂɆ ȾɈɋȼȱȾɈɆ 

 
ɋɬɚɬɬɹ ɩɪɢɫɜɹɱɟɧɚ ɞɨɫɥɿɞɠɟɧɧɸ ɨɫɨɛɥɢɜɨɫɬɟɣ ɮɨɪɦɭɜɚɧɧɹ ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ 

ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɡ ɭɪɚɯɭɜɚɧɧɹɦ ɤɨɧɰɟɩɰɿʀ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ 
ɞɨɫɜɿɞɨɦ. ɍ ɫɭɱɚɫɧɢɯ ɭɦɨɜɚɯ ɞɢɧɚɦɿɱɧɨɝɨ ɪɨɡɜɢɬɤɭ ɬɟɯɧɨɥɨɝɿɣ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ 
ɦɚɪɤɟɬɢɧɝɨɜɚ ɞɿɹɥьɧɿɫɬь ɩɪɨɦɢɫɥɨɜɢɯ ɩɿɞɩɪɢєɦɫɬɜ ɡɚɡɧɚє ɫɭɬɬєɜɢɯ ɬɪɚɧɫɮɨɪɦɚɰɿɣ, ɨɫɤɿɥьɤɢ 
ɬɪɚɞɢɰɿɣɧɿ ɦɨɞɟɥɿ ɤɨɦɭɧɿɤɚɰɿʀ ɬɚ ɩɪɨɫɭɜɚɧɧɹ ɜɠɟ ɧɟ ɡɚɛɟɡɩɟɱɭɸɬь ɟɮɟɤɬɢɜɧɨɝɨ ɡɚɥɭɱɟɧɧɹ 
ɤɥɿєɧɬɿɜ ɭ ɜɢɫɨɤɨɤɨɧɤɭɪɟɧɬɧɨɦɭ ɫɟɪɟɞɨɜɢɳɿ. ɋɮɟɪɚ 3D-ɞɪɭɤɭ ɜɢɪɿɡɧɹєɬьɫɹ ɜɢɫɨɤɢɦ ɪɿɜɧɟɦ 
ɿɧɧɨɜɚɰɿɣɧɨɫɬɿ, ɝɧɭɱɤɿɫɬɸ ɭ ɡɚɞɨɜɨɥɟɧɧɿ ɿɧɞɢɜɿɞɭɚɥьɧɢɯ ɩɨɬɪɟɛ ɤɥɿєɧɬɿɜ ɿ ɦɨɠɥɢɜɿɫɬɸ ɲɜɢɞɤɨʀ 
ɚɞɚɩɬɚɰɿʀ ɜɢɪɨɛɧɢɱɢɯ ɩɪɨɰɟɫɿɜ ɞɨ ɡɦɿɧ ɪɢɧɤɨɜɨɝɨ ɩɨɩɢɬɭ. ɉɪɨɬɟ ɫɚɦɟ ɰɿ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ 
ɫɬɜɨɪɸɸɬь ɧɨɜɿ ɜɢɤɥɢɤɢ ɞɥɹ ɦɚɪɤɟɬɨɥɨɝɿɜ — ɧɟɨɛɯɿɞɧɿɫɬь ɮɨɪɦɭɜɚɧɧɹ ɧɟ ɥɢɲɟ ɰɿɧɧɿɫɧɨʀ 
ɩɪɨɩɨɡɢɰɿʀ, ɚ ɣ ɩɨɜɧɨɰɿɧɧɨɝɨ ɤɥɿєɧɬɫьɤɨɝɨ ɞɨɫɜɿɞɭ, ɳɨ ɨɯɨɩɥɸє ɜɫɿ ɟɬɚɩɢ ɜɡɚєɦɨɞɿʀ ɡ ɛɪɟɧɞɨɦ: 
ɜɿɞ ɨɡɧɚɣɨɦɥɟɧɧɹ ɡ ɬɟɯɧɨɥɨɝɿɱɧɢɦɢ ɦɨɠɥɢɜɨɫɬɹɦɢ ɞɨ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ ɫɟɪɜɿɫɭ. Ⱥɤɬɭɚɥьɧɿɫɬь 
ɬɟɦɢ ɡɭɦɨɜɥɟɧɚ ɡɪɨɫɬɚɸɱɨɸ ɪɨɥɥɸ ɫɩɨɠɢɜɱɨɝɨ ɞɨɫɜɿɞɭ (Customer Experience, CX) ɭ ɫɢɫɬɟɦɿ 
ɫɬɪɚɬɟɝɿɱɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɩɿɞɩɪɢєɦɫɬɜɚɦɢ, ɳɨ ɩɪɚɰɸɸɬь ɭ ɫɮɟɪɿ ɜɢɫɨɤɢɯ ɬɟɯɧɨɥɨɝɿɣ. Ⱦɥɹ 
ɤɨɦɩɚɧɿɣ, ɹɤɿ ɫɩɟɰɿɚɥɿɡɭɸɬьɫɹ ɧɚ ɚɞɢɬɢɜɧɨɦɭ ɜɢɪɨɛɧɢɰɬɜɿ, ɫɚɦɟ ɤɨɦɩɥɟɤɫɧɢɣ ɩɿɞɯɿɞ ɞɨ 
ɭɩɪɚɜɥɿɧɧɹ ɜɡɚєɦɨɞɿєɸ ɡ ɤɥɿєɧɬɚɦɢ ɫɬɚє ɤɥɸɱɨɜɢɦ ɮɚɤɬɨɪɨɦ ɞɢɮɟɪɟɧɰɿɚɰɿʀ ɬɚ ɞɨɜɝɨɫɬɪɨɤɨɜɨʀ 
ɤɨɧɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɨɫɬɿ ɧɚ ɦɿɠɧɚɪɨɞɧɢɯ ɪɢɧɤɚɯ. 

Ʉɥɸɱɨɜɿ ɫɥɨɜɚ: ɚɞɢɬɢɜɧɟ ɜɢɪɨɛɧɢɰɬɜɨ, 3D-ɞɪɭɤ, ɪɢɧɤɢ ɡɛɭɬɭ, ɤɥɿєɧɬɫьɤɢɣ ɞɨɫɜɿɞ, 
ɫɩɨɠɢɜɚɱɿ. 
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ɉɨɫɬɚɧɨɜɤɚ ɩɪɨɛɥɟɦɢ ɜ ɡɚɝɚɥьɧɨɦɭ ɜɢɝɥɹɞɿ ɬɚ ʀʀ ɡɜ'ɹɡɨɤ ɡ ɜɚɠɥɢɜɢɦɢ 
ɧɚɭɤɨɜɢɦɢ ɚɛɨ ɩɪɚɤɬɢɱɧɢɦɢ ɡɚɜɞɚɧɧɹɦɢ. ɋɭɱɚɫɧɢɣ ɪɢɧɨɤ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ 
ɩɟɪɟɛɭɜɚє ɧɚ ɟɬɚɩɿ ɚɤɬɢɜɧɨɝɨ ɫɬɚɧɨɜɥɟɧɧɹ ɬɚ ɝɥɨɛɚɥьɧɨʀ ɿɧɬɟɝɪɚɰɿʀ, ɳɨ ɫɬɜɨɪɸє ɹɤ ɧɨɜɿ 
ɦɨɠɥɢɜɨɫɬɿ, ɬɚɤ ɿ ɡɧɚɱɧɿ ɜɢɤɥɢɤɢ ɞɥɹ ɩɪɨɦɢɫɥɨɜɢɯ ɩɿɞɩɪɢєɦɫɬɜ. Ɂ ɨɞɧɨɝɨ ɛɨɤɭ, 
ɬɟɯɧɨɥɨɝɿɹ 3D-ɞɪɭɤɭ ɜɿɞɤɪɢɜɚє ɲɥɹɯ ɞɨ ɦɚɫɨɜɨʀ ɿɧɞɢɜɿɞɭɚɥɿɡɚɰɿʀ ɜɢɪɨɛɧɢɰɬɜɚ, 
ɫɤɨɪɨɱɟɧɧɹ ɜɢɬɪɚɬ ɧɚ ɥɨɝɿɫɬɢɤɭ ɬɚ ɡɦɟɧɲɟɧɧɹ ɰɢɤɥɭ ɪɨɡɪɨɛɤɢ ɧɨɜɢɯ ɩɪɨɞɭɤɬɿɜ.  

Ɂ ɿɧɲɨɝɨ ɛɨɤɭ, ɡɪɨɫɬɚє ɫɤɥɚɞɧɿɫɬь ɪɢɧɤɨɜɢɯ ɤɨɦɭɧɿɤɚɰɿɣ, ɨɫɤɿɥьɤɢ ɫɩɨɠɢɜɚɱɿ 
ɨɱɿɤɭɸɬь ɧɟ ɥɢɲɟ ɿɧɧɨɜɚɰɿɣɧɨɝɨ ɩɪɨɞɭɤɬɭ, ɚ ɣ ɤɨɦɩɥɟɤɫɧɨɝɨ ɞɨɫɜɿɞɭ ɜɡɚєɦɨɞɿʀ ɡ 
ɜɢɪɨɛɧɢɤɨɦ. ɍ ɧɚɭɤɨɜɿɣ ɬɚ ɩɪɚɤɬɢɱɧɿɣ ɩɥɨɳɢɧɿ ɰɹ ɩɪɨɛɥɟɦɚ ɡɚɥɢɲɚєɬьɫɹ ɧɟɞɨɫɬɚɬɧьɨ  
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ɪɨɡɪɨɛɥɟɧɨɸ. Ȼɿɥьɲɿɫɬь ɞɨɫɥɿɞɠɟɧь, ɩɪɢɫɜɹɱɟɧɢɯ ɦɚɪɤɟɬɢɧɝɨɜɢɦ ɫɬɪɚɬɟɝɿɹɦ ɭ ɫɮɟɪɿ 
3D-ɞɪɭɤɭ, ɡɨɫɟɪɟɞɠɭɸɬьɫɹ ɧɚ ɚɧɚɥɿɡɿ ɿɧɫɬɪɭɦɟɧɬɿɜ ɩɪɨɫɭɜɚɧɧɹ ɚɛɨ ɧɚ ɜɢɜɱɟɧɧɿ ɮɚɤɬɨɪɿɜ 
ɤɨɧɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɨɫɬɿ ɬɟɯɧɨɥɨɝɿʀ. ȼɨɞɧɨɱɚɫ ɩɢɬɚɧɧɹ ɿɧɬɟɝɪɚɰɿʀ ɭɩɪɚɜɥɿɧɧɹ 
ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɭ ɡɚɝɚɥьɧɭ ɫɬɪɚɬɟɝɿɸ ɩɪɨɫɭɜɚɧɧɹ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɪɨɡɝɥɹɞɚєɬьɫɹ 
ɥɢɲɟ ɮɪɚɝɦɟɧɬɚɪɧɨ. ɐɟ ɫɬɜɨɪɸє ɧɚɭɤɨɜɭ ɩɪɨɝɚɥɢɧɭ, ɩɨɜ’ɹɡɚɧɭ ɡ ɜɿɞɫɭɬɧɿɫɬɸ ɰɿɥɿɫɧɨɝɨ 
ɩɿɞɯɨɞɭ ɞɨ ɩɨɛɭɞɨɜɢ ɫɬɪɚɬɟɝɿɣ, ɳɨ ɩɨєɞɧɭɸɬь ɦɚɪɤɟɬɢɧɝ, ɫɟɪɜɿɫ, ɤɨɦɭɧɿɤɚɰɿʀ ɬɚ 
ɤɥɿєɧɬɫьɤɭ ɩɿɞɬɪɢɦɤɭ ɜ єɞɢɧɭ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɿɧɧɹ ɰɿɧɧɿɫɬɸ ɞɥɹ ɫɩɨɠɢɜɚɱɚ. Ɂ 
ɩɪɚɤɬɢɱɧɨɝɨ ɛɨɤɭ, ɞɥɹ ɩɿɞɩɪɢєɦɫɬɜ, ɹɤɿ ɩɪɚɰɸɸɬь ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ, 
ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɫɬɚє ɤɥɸɱɨɜɢɦ ɮɚɤɬɨɪɨɦ ɭɫɩɿɲɧɨɝɨ ɜɢɯɨɞɭ ɧɚ 
ɦɿɠɧɚɪɨɞɧɿ ɪɢɧɤɢ. ȼɢɫɨɤɨɬɟɯɧɨɥɨɝɿɱɧɚ ɩɪɨɞɭɤɰɿɹ ɩɨɬɪɟɛɭє ɞɨɜɿɪɢ, ɪɨɡɭɦɿɧɧɹ ɤɨɪɢɫɬɿ 
ɬɚ ɞɟɦɨɧɫɬɪɚɰɿʀ ɪɟɡɭɥьɬɚɬɿɜ, ɳɨ ɜɢɦɚɝɚє ɝɥɢɛɨɤɨʀ ɩɟɪɫɨɧɚɥɿɡɚɰɿʀ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ. 
Ɍɚɤɢɦ ɱɢɧɨɦ, ɮɨɪɦɭɜɚɧɧɹ ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ, ɡɚɫɧɨɜɚɧɨʀ ɧɚ ɩɪɢɧɰɢɩɚɯ 
ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ, ɧɚɛɭɜɚє ɫɬɪɚɬɟɝɿɱɧɨɝɨ ɡɧɚɱɟɧɧɹ ɹɤ ɞɥɹ ɩɿɞɜɢɳɟɧɧɹ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɛɿɡɧɟɫ-ɦɨɞɟɥɿ ɩɿɞɩɪɢєɦɫɬɜɚ, ɬɚɤ ɿ ɞɥɹ ɪɨɡɜɢɬɤɭ ɬɟɨɪɿʀ ɦɚɪɤɟɬɢɧɝɭ 
ɿɧɧɨɜɚɰɿɣɧɢɯ ɩɪɨɞɭɤɬɿɜ ɡɚɝɚɥɨɦ. 

Ⱥɧɚɥɿɡ ɨɫɬɚɧɧɿɯ ɞɨɫɥɿɞɠɟɧь ɿ ɩɭɛɥɿɤɚɰɿɣ, ɜ ɹɤɢɯ ɩɨɤɥɚɞɟɧɢɣ ɩɨɱɚɬɨɤ 
ɜɢɪɿɲɟɧɧɸ ɞɚɧɨʀ ɩɪɨɛɥɟɦɢ ɿ ɧɚ ɹɤɿ ɫɩɢɪɚєɬьɫɹ ɚɜɬɨɪ. ɉɪɨɛɥɟɦɚɬɢɤɚ ɭɩɪɚɜɥɿɧɧɹ 
ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ (CЮstШЦОr EбЩОrТОЧМО MКЧКРОЦОЧt — CEM) ɭ ɤɨɧɬɟɤɫɬɿ 
ɩɪɨɦɢɫɥɨɜɨɝɨ ɦɚɪɤɟɬɢɧɝɭ ɧɚɛɭɜɚє ɞɟɞɚɥɿ ɛɿɥьɲɨʀ ɭɜɚɝɢ ɜ ɫɭɱɚɫɧɿɣ ɧɚɭɤɨɜɿɣ ɥɿɬɟɪɚɬɭɪɿ. 
Ɏ. Ʉɨɬɥɟɪ ɿ Ʉ. Ʉɟɥɥɟɪ [1, ɫ. 12-17Ж ɭ ɫɜɨʀɯ ɩɪɚɰɹɯ ɧɚɝɨɥɨɲɭɸɬь, ɳɨ ɭ 
ɜɢɫɨɤɨɬɟɯɧɨɥɨɝɿɱɧɢɯ ɝɚɥɭɡɹɯ ɫɚɦɟ ɞɨɫɜɿɞ ɜɡɚєɦɨɞɿʀ ɡɿ ɫɩɨɠɢɜɚɱɟɦ ɮɨɪɦɭє 
ɞɨɜɝɨɫɬɪɨɤɨɜɭ ɥɨɹɥьɧɿɫɬь ɞɨ ɛɪɟɧɞɭ ɬɚ ɜɢɡɧɚɱɚє ɭɫɩɿɯ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɫɬɪɚɬɟɝɿɣ. ȼɨɧɢ 
ɩɿɞɤɪɟɫɥɸɸɬь, ɳɨ ɩɟɪɟɯɿɞ ɜɿɞ ɨɪɿєɧɬɚɰɿʀ ɧɚ ɩɪɨɞɭɤɬ ɞɨ ɨɪɿєɧɬɚɰɿʀ ɧɚ ɤɥɿєɧɬɚ є 
ɡɚɤɨɧɨɦɿɪɧɢɦ ɟɬɚɩɨɦ ɟɜɨɥɸɰɿʀ ɩɪɨɦɢɫɥɨɜɨɝɨ ɦɚɪɤɟɬɢɧɝɭ. Ⱦɨɫɥɿɞɠɟɧɧɹ Ⱦɠ. ɉɚɣɧɚ Д2, 
ɫ. 22-26Ж ɪɨɡɜɢɜɚɸɬь ɤɨɧɰɟɩɰɿɸ «ɟɤɨɧɨɦɿɤɢ ɜɪɚɠɟɧь», ɡɝɿɞɧɨ ɡ ɹɤɨɸ ɫɩɨɠɢɜɚɱɿ 
ɫɩɪɢɣɦɚɸɬь ɰɿɧɧɿɫɬь ɧɟ ɥɢɲɟ ɱɟɪɟɡ ɮɭɧɤɰɿɨɧɚɥьɧɿ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ ɩɪɨɞɭɤɬɭ, ɚ ɱɟɪɟɡ 
ɫɭɤɭɩɧɿɫɬь ɟɦɨɰɿɣɧɢɯ ɿ ɫɟɪɜɿɫɧɢɯ ɮɚɤɬɨɪɿɜ, ɳɨ ɫɭɩɪɨɜɨɞɠɭɸɬь ɣɨɝɨ ɜɢɤɨɪɢɫɬɚɧɧɹ. ɐɟ 
ɩɨɥɨɠɟɧɧɹ ɦɚє ɛɟɡɩɨɫɟɪɟɞɧє ɡɧɚɱɟɧɧɹ ɞɥɹ ɪɢɧɤɭ 3D-ɞɪɭɤɭ, ɞɟ ɩɪɨɰɟɫ ɫɬɜɨɪɟɧɧɹ 
ɜɢɪɨɛɭ ɦɨɠɟ ɛɭɬɢ ɿɧɬɟɝɪɨɜɚɧɢɣ ɭ ɞɨɫɜɿɞ ɤɥɿєɧɬɚ, ɧɚɩɪɢɤɥɚɞ, ɱɟɪɟɡ ɤɚɫɬɨɦɿɡɚɰɿɸ, 
ɫɩɿɜɪɨɡɪɨɛɤɭ ɚɛɨ ɜɿɡɭɚɥɿɡɚɰɿɸ ɟɬɚɩɿɜ ɜɢɪɨɛɧɢɰɬɜɚ. Єɜɪɨɩɟɣɫьɤɿ ɞɨɫɥɿɞɧɢɤɢ, ɡɨɤɪɟɦɚ ɉ. 
Ɍɟɦɩɨɪɚɥь Д3, ɫ. 31-32Ж, ɚɧɚɥɿɡɭє ɡɧɚɱɟɧɧɹ ɛɪɟɧɞɢɧɝɭ ɬɚ ɤɨɦɭɧɿɤɚɰɿɣ ɭ ɫɬɜɨɪɟɧɧɿ 
ɫɩɨɠɢɜɱɨɝɨ ɞɨɫɜɿɞɭ ɧɚ ɪɢɧɤɚɯ ɿɧɧɨɜɚɰɿɣɧɢɯ ɬɟɯɧɨɥɨɝɿɣ. ȼɨɧɢ ɞɨɜɨɞɹɬь, ɳɨ ɤɥɿєɧɬɢ ɭ 
ȼ2ȼ-ɫɟɝɦɟɧɬɿ ɫɯɢɥьɧɿ ɨɰɿɧɸɜɚɬɢ ɧɟ ɥɢɲɟ ɬɟɯɧɿɱɧɭ ɞɨɫɤɨɧɚɥɿɫɬь ɩɪɨɞɭɤɬɭ, ɚɥɟ ɣ 
ɤɨɦɩɟɬɟɧɬɧɿɫɬь, ɩɪɨɡɨɪɿɫɬь ɿ ɚɞɚɩɬɢɜɧɿɫɬь ɩɨɫɬɚɱɚɥьɧɢɤɚ. ɐɟ ɨɫɨɛɥɢɜɨ ɜɚɠɥɢɜɨ ɞɥɹ 
ɤɨɦɩɚɧɿɣ, ɹɤɿ ɩɪɚɰɸɸɬь ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ, ɞɟ ɬɟɯɧɨɥɨɝɿɱɧɿ ɩɟɪɟɜɚɝɢ 
ɲɜɢɞɤɨ ɫɬɚɸɬь ɪɢɧɤɨɜɢɦ ɫɬɚɧɞɚɪɬɨɦ, ɚ ɜɢɪɿɲɚɥьɧɢɦ ɱɢɧɧɢɤɨɦ ɥɢɲɚєɬьɫɹ ɹɤɿɫɬь 
ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɨɦ. ɋɟɪɟɞ ɭɤɪɚʀɧɫьɤɢɯ ɿ ɫɯɿɞɧɨєɜɪɨɩɟɣɫьɤɢɯ ɧɚɭɤɨɜɰɿɜ ɜɚɪɬɨ 
ɜɿɞɡɧɚɱɢɬɢ Ɉ. Ƚɨɥɨɜɱɭɤ, ȼ. Ɋɭɞɟɧɤɨ ɬɚ Ⱦ. Ʌɟɜɢɰьɤɨɝɨ Д4, ɫ, 10-12Ж, ɹɤɿ ɪɨɡɝɥɹɞɚɸɬь 
ɩɢɬɚɧɧɹ ɿɧɬɟɝɪɚɰɿʀ ɤɥɿєɧɬɫьɤɨɝɨ ɞɨɫɜɿɞɭ ɜ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɦɢɫɥɨɜɢɯ ɩɪɨɞɭɤɬɿɜ. 
Ȳɯɧɿ ɞɨɫɥɿɞɠɟɧɧɹ ɩɿɞɤɪɟɫɥɸɸɬь, ɳɨ ɞɥɹ ɭɫɩɿɲɧɨɝɨ ɜɢɯɨɞɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɭɤɪɚʀɧɫьɤɢɦ 
ɜɢɪɨɛɧɢɤɚɦ ɧɟɨɛɯɿɞɧɨ ɡɦɿɳɭɜɚɬɢ ɮɨɤɭɫ ɿɡ ɬɟɯɧɿɱɧɨʀ ɩɪɟɡɟɧɬɚɰɿʀ ɩɪɨɞɭɤɬɭ ɧɚ ɩɨɛɭɞɨɜɭ 
ɞɨɜɝɨɫɬɪɨɤɨɜɢɯ ɜɿɞɧɨɫɢɧ ɡɿ ɫɩɨɠɢɜɚɱɚɦɢ ɱɟɪɟɡ ɩɟɪɫɨɧɚɥɿɡɚɰɿɸ ɤɨɦɭɧɿɤɚɰɿɣ, ɰɢɮɪɨɜɿ 
ɤɚɧɚɥɢ ɩɿɞɬɪɢɦɤɢ ɬɚ ɝɧɭɱɤɿ ɦɨɞɟɥɿ ɫɩɿɜɩɪɚɰɿ. ɉɨɩɪɢ ɡɧɚɱɧɭ ɤɿɥьɤɿɫɬь ɩɪɚɰь, ɭ 
ɧɚɭɤɨɜɨɦɭ ɫɟɪɟɞɨɜɢɳɿ ɜɫɟ ɳɟ ɛɪɚɤɭє ɫɢɫɬɟɦɧɢɯ ɞɨɫɥɿɞɠɟɧь, ɹɤɿ ɛ ɩɨєɞɧɭɜɚɥɢ 
ɤɨɧɰɟɩɰɿɸ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɿɡ ɩɨɛɭɞɨɜɨɸ ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ 
ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ. Ȼɿɥьɲɿɫɬь ɿɫɧɭɸɱɢɯ ɩɿɞɯɨɞɿɜ ɪɨɡɝɥɹɞɚɸɬь ɰɿ ɚɫɩɟɤɬɢ 
ɨɤɪɟɦɨ, ɧɟ ɜɪɚɯɨɜɭɸɱɢ ʀɯɧьɨʀ ɜɡɚєɦɨɡɚɥɟɠɧɨɫɬɿ. ɋɚɦɟ ɬɨɦɭ ɩɨɫɬɚє ɩɨɬɪɟɛɚ ɭ 
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ɮɨɪɦɭɜɚɧɧɿ ɧɨɜɨʀ ɦɟɬɨɞɨɥɨɝɿʀ, ɹɤɚ ɛ ɿɧɬɟɝɪɭɜɚɥɚ ɿɧɫɬɪɭɦɟɧɬɢ ɦɚɪɤɟɬɢɧɝɭ, ɤɨɦɭɧɿɤɚɰɿɣ, 
ɫɟɪɜɿɫɭ ɬɚ ɛɪɟɧɞɢɧɝɭ ɜ єɞɢɧɭ ɫɢɫɬɟɦɭ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɨɸ ɰɿɧɧɿɫɬɸ. 

Ɏɨɪɦɭɥɸɜɚɧɧɹ ɦɟɬɢ ɫɬɚɬɬɿ (ɩɨɫɬɚɧɨɜɤɚ ɡɚɜɞɚɧɧɹ). Ɇɟɬɨɸ ɰɿєʀ ɫɬɚɬɬɿ є 
ɪɨɡɪɨɛɤɚ ɤɨɧɰɟɩɰɿʀ ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ 
ɱɟɪɟɡ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ, ɹɤɚ ɜɪɚɯɨɜɭє ɫɩɟɰɢɮɿɤɭ ȼ2ȼ-ɫɟɝɦɟɧɬɭ, ɜɢɫɨɤɢɣ 
ɪɿɜɟɧь ɬɟɯɧɨɥɨɝɿɱɧɨʀ ɧɨɜɢɡɧɢ ɬɚ ɞɢɧɚɦɿɱɧɢɣ ɯɚɪɚɤɬɟɪ ɤɨɧɤɭɪɟɧɬɧɨɝɨ ɫɟɪɟɞɨɜɢɳɚ. 
Ɉɫɧɨɜɧɚ ɭɜɚɝɚ ɩɪɢɞɿɥɹєɬьɫɹ ɬɨɦɭ, ɹɤ ɫɬɜɨɪɟɧɧɹ ɩɨɡɢɬɢɜɧɨɝɨ ɫɩɨɠɢɜɱɨɝɨ ɞɨɫɜɿɞɭ ɦɨɠɟ 
ɫɬɚɬɢ ɤɥɸɱɨɜɢɦ ɱɢɧɧɢɤɨɦ ɮɨɪɦɭɜɚɧɧɹ ɞɨɜɿɪɢ, ɩɿɞɜɢɳɟɧɧɹ ɥɨɹɥьɧɨɫɬɿ ɤɥɿєɧɬɿɜ ɿ 
ɡɚɛɟɡɩɟɱɟɧɧɹ ɫɬɚɥɨɝɨ ɪɨɡɜɢɬɤɭ ɩɿɞɩɪɢєɦɫɬɜ, ɳɨ ɩɪɚɰɸɸɬь ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɨɝɨ 
ɜɢɪɨɛɧɢɰɬɜɚ. Ⱦɥɹ ɞɨɫɹɝɧɟɧɧɹ ɩɨɫɬɚɜɥɟɧɨʀ ɦɟɬɢ ɜ ɪɨɛɨɬɿ ɜɢɪɿɲɭɸɬьɫɹ ɬɚɤɿ ɡɚɜɞɚɧɧɹ: 
ɜɢɡɧɚɱɢɬɢ ɬɟɨɪɟɬɢɱɧɿ ɡɚɫɚɞɢ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɭ ɤɨɧɬɟɤɫɬɿ 
ɩɪɨɦɢɫɥɨɜɨɝɨ ɦɚɪɤɟɬɢɧɝɭ; ɩɪɨɚɧɚɥɿɡɭɜɚɬɢ ɫɭɱɚɫɧɿ ɩɿɞɯɨɞɢ ɞɨ ɩɪɨɫɭɜɚɧɧɹ ɿɧɧɨɜɚɰɿɣɧɢɯ 
ɬɟɯɧɨɥɨɝɿɣ ɧɚ ɦɿɠɧɚɪɨɞɧɢɯ ɪɢɧɤɚɯ; ɜɢɹɜɢɬɢ ɨɫɧɨɜɧɿ ɟɥɟɦɟɧɬɢ ɤɥɿєɧɬɫьɤɨɝɨ ɲɥɹɯɭ ɭ 
ɫɮɟɪɿ 3D-ɞɪɭɤɭ ɬɚ ɨɯɚɪɚɤɬɟɪɢɡɭɜɚɬɢ ɿɧɫɬɪɭɦɟɧɬɢ, ɹɤɿ ɫɩɪɢɹɸɬь ɮɨɪɦɭɜɚɧɧɸ 
ɩɨɡɢɬɢɜɧɨɝɨ ɞɨɫɜɿɞɭ ɜɡɚєɦɨɞɿʀ ɡɿ ɫɩɨɠɢɜɚɱɚɦɢ; ɪɨɡɪɨɛɢɬɢ ɭɡɚɝɚɥьɧɟɧɭ ɦɨɞɟɥь 
ɤɨɦɩɥɟɤɫɧɨʀ ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɫɬɪɚɬɟɝɿʀ, ɳɨ ɿɧɬɟɝɪɭє ɭɩɪɚɜɥɿɧɧɹ ɞɨɫɜɿɞɨɦ ɤɥɿєɧɬɿɜ ɧɚ ɜɫɿɯ 
ɟɬɚɩɚɯ ɤɨɦɭɧɿɤɚɰɿʀ ɬɚ ɩɪɨɞɚɠɭ. ɍ ɩɪɨɰɟɫɿ ɞɨɫɥɿɞɠɟɧɧɹ ɩɟɪɟɞɛɚɱɚєɬьɫɹ ɩɨєɞɧɚɧɧɹ 
ɚɧɚɥɿɬɢɱɧɨɝɨ, ɩɨɪɿɜɧɹɥьɧɨɝɨ ɬɚ ɫɢɫɬɟɦɧɨɝɨ ɩɿɞɯɨɞɿɜ ɿɡ ɜɢɤɨɪɢɫɬɚɧɧɹɦ ɩɪɢɤɥɚɞɿɜ 
ɪɟɚɥьɧɢɯ ɤɨɦɩɚɧɿɣ, ɳɨ ɜɩɪɨɜɚɞɠɭɸɬь 3D-ɞɪɭɤ ɭ ɩɪɨɦɢɫɥɨɜɟ ɜɢɪɨɛɧɢɰɬɜɨ. ɐɟ 
ɞɨɡɜɨɥɢɬь ɫɮɨɪɦɭɜɚɬɢ ɩɪɚɤɬɢɱɧɿ ɪɟɤɨɦɟɧɞɚɰɿʀ ɳɨɞɨ ɩɿɞɜɢɳɟɧɧɹ ɟɮɟɤɬɢɜɧɨɫɬɿ 
ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɫɬɪɚɬɟɝɿɣ ɭɤɪɚʀɧɫьɤɢɯ ɩɿɞɩɪɢєɦɫɬɜ ɧɚ ɦɿɠɧɚɪɨɞɧɢɯ ɪɢɧɤɚɯ ɲɥɹɯɨɦ 
ɨɩɬɢɦɿɡɚɰɿʀ ɤɥɿєɧɬɫьɤɨɝɨ ɞɨɫɜɿɞɭ ɬɚ ɡɦɿɰɧɟɧɧɹ ɛɪɟɧɞɨɜɨʀ ɩɨɡɢɰɿʀ. 

ȼɢɤɥɚɞɟɧɧɹ ɨɫɧɨɜɧɨɝɨ ɦɚɬɟɪɿɚɥɭ ɞɨɫɥɿɞɠɟɧɧɹ ɡ ɩɨɜɧɢɦ ɨɛґɪɭɧɬɭɜɚɧɧɹɦ 
ɨɬɪɢɦɚɧɢɯ ɧɚɭɤɨɜɢɯ ɪɟɡɭɥьɬɚɬɿɜ. ɋɭɱɚɫɧɢɣ ɪɢɧɨɤ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ 
ɯɚɪɚɤɬɟɪɢɡɭєɬьɫɹ ɜɢɫɨɤɢɦ ɪɿɜɧɟɦ ɤɨɧɤɭɪɟɧɰɿʀ ɬɚ ɲɜɢɞɤɨɸ ɡɦɿɧɨɸ ɬɟɯɧɨɥɨɝɿɱɧɢɯ ɿ 
ɫɩɨɠɢɜɱɢɯ ɬɪɟɧɞɿɜ. ɍ ɰɢɯ ɭɦɨɜɚɯ ɬɪɚɞɢɰɿɣɧɿ ɩɿɞɯɨɞɢ ɞɨ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ, 
ɡɚɫɧɨɜɚɧɿ ɧɚ ɪɚɰɿɨɧɚɥьɧɢɯ ɩɟɪɟɜɚɝɚɯ ɩɪɨɞɭɤɬɭ (ɰɿɧɚ, ɹɤɿɫɬь, ɬɟɯɧɿɱɧɿ ɯɚɪɚɤɬɟɪɢɫɬɢɤɢ), 
ɩɨɫɬɭɩɨɜɨ ɩɨɫɬɭɩɚɸɬьɫɹ ɤɨɦɩɥɟɤɫɧɢɦ ɫɬɪɚɬɟɝɿɹɦ, ɳɨ ɜɪɚɯɨɜɭɸɬь ɟɦɨɰɿɣɧɿ, 
ɩɨɜɟɞɿɧɤɨɜɿ ɬɚ ɰɿɧɧɿɫɧɿ ɚɫɩɟɤɬɢ ɜɡɚєɦɨɞɿʀ ɤɥɿєɧɬɚ ɡ ɛɪɟɧɞɨɦ. ɍɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ 
ɞɨɫɜɿɞɨɦ (CЮstШЦОr EбЩОrТОЧМО MКЧКРОЦОЧt — CEM) ɫɬɚє ɤɥɸɱɨɜɢɦ ɟɥɟɦɟɧɬɨɦ 
ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ, ɚɞɠɟ ɫɚɦɟ ɜɨɧɨ 
ɮɨɪɦɭє ɞɨɜɿɪɭ ɞɨ ɬɟɯɧɨɥɨɝɿʀ, ɡɧɢɠɭє ɛɚɪ’єɪɢ ɜɯɨɞɭ ɬɚ ɫɬɢɦɭɥɸє ɩɨɜɬɨɪɧɿ ɩɪɨɞɚɠɿ. 
ȼɢɯɿɞ ɩɿɞɩɪɢєɦɫɬɜ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɜɢɦɚɝɚє ɜɪɚɯɭɜɚɧɧɹ ɤɿɥьɤɨɯ 
ɜɡɚєɦɨɩɨɜ’ɹɡɚɧɢɯ ɱɢɧɧɢɤɿɜ: ɫɬɭɩɟɧɹ ɡɪɿɥɨɫɬɿ ɪɢɧɤɭ, ɝɨɬɨɜɧɨɫɬɿ ɰɿɥьɨɜɢɯ ɤɥɿєɧɬɿɜ ɞɨ 
ɜɩɪɨɜɚɞɠɟɧɧɹ 3D-ɞɪɭɤɭ, ɪɿɜɧɹ ɤɨɧɤɭɪɟɧɰɿʀ, ɤɭɥьɬɭɪɧɢɯ ɨɫɨɛɥɢɜɨɫɬɟɣ ɫɩɪɢɣɧɹɬɬɹ 
ɿɧɧɨɜɚɰɿɣ. ȿɮɟɤɬɢɜɧɚ ɫɬɪɚɬɟɝɿɹ ɩɪɨɫɭɜɚɧɧɹ ɦɚє ɩɨєɞɧɭɜɚɬɢ ɟɥɟɦɟɧɬɢ ɦɚɪɤɟɬɢɧɝɨɜɢɯ 
ɤɨɦɭɧɿɤɚɰɿɣ, ɛɪɟɧɞ-ɦɟɧɟɞɠɦɟɧɬɭ, ɰɢɮɪɨɜɢɯ ɬɟɯɧɨɥɨɝɿɣ ɬɚ ɫɟɪɜɿɫɧɨɝɨ ɞɢɡɚɣɧɭ, ɳɨ 
ɪɚɡɨɦ ɮɨɪɦɭɸɬь ɰɿɥɿɫɧɢɣ ɫɩɨɠɢɜɱɢɣ ɞɨɫɜɿɞ Д5, ɫ. 11-16]. 

ȼ ɨɫɧɨɜɿ ɫɭɱɚɫɧɨɝɨ ɩɿɞɯɨɞɭ ɞɨ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɥɟɠɢɬь ɩɪɢɧɰɢɩ 
«end-to-end journey» — ɩɨɛɭɞɨɜɚ ɛɟɡɩɟɪɟɪɜɧɨɝɨ ɤɥɿєɧɬɫьɤɨɝɨ ɲɥɹɯɭ ɜɿɞ ɩɟɪɲɨɝɨ 
ɤɨɧɬɚɤɬɭ ɡ ɛɪɟɧɞɨɦ ɞɨ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ ɫɟɪɜɿɫɭ. Ⱦɥɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɰɟ ɨɡɧɚɱɚє 
ɧɟɨɛɯɿɞɧɿɫɬь ɫɬɜɨɪɟɧɧɹ ɩɪɨɡɨɪɨʀ ɤɨɦɭɧɿɤɚɰɿɣɧɨʀ ɫɢɫɬɟɦɢ, ɳɨ ɞɨɡɜɨɥɹє ɤɥɿєɧɬɭ ɧɟ ɥɢɲɟ 
ɨɬɪɢɦɚɬɢ ɬɟɯɧɿɱɧɭ ɿɧɮɨɪɦɚɰɿɸ, ɚɥɟ ɣ ɡɪɨɡɭɦɿɬɢ ɟɤɨɧɨɦɿɱɧɭ ɬɚ ɟɤɨɥɨɝɿɱɧɭ ɰɿɧɧɿɫɬь 
ɚɞɢɬɢɜɧɢɯ ɬɟɯɧɨɥɨɝɿɣ. ɉɪɢɧɰɢɩ «end-to-end journey» ɜɤɥɸɱɚє ɜ ɫɟɛɟ ɬɚɤɿ ɟɬɚɩɢ:   ɚɧɚɥɿɬɢɱɧɚ ɩɿɞɝɨɬɨɜɤɚ ɬɚ ɜɢɛɿɪ ɰɿɥьɨɜɢɯ ɫɟɝɦɟɧɬɿɜ;   ɱɿɬɤɚ ɣ ɩɪɨɡɨɪɚ ɤɨɦɭɧɿɤɚɰɿɹ ɰɿɧɧɿɫɧɨʀ ɩɪɨɩɨɡɢɰɿʀ;   ɬɟɯɧɿɱɧɚ ɜɚɥɿɞɚɰɿɹ ɱɟɪɟɡ ɩɿɥɨɬɢ ɬɚ RFP;  
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 ɜɩɟɜɧɟɧɟ ɜɢɤɨɧɚɧɧɹ ɡɚɦɨɜɥɟɧɧɹ ɡ ɞɨɬɪɢɦɚɧɧɹɦ SLA ɿ ɫɬɚɧɞɚɪɬɿɜ ɹɤɨɫɬɿ;   ɟɮɟɤɬɢɜɧɚ ɥɨɝɿɫɬɢɤɚ ɬɚ ɿɧɬɟɝɪɚɰɿɹ ɭ ɜɢɪɨɛɧɢɰɬɜɨ ɤɥɿєɧɬɚ;   ɩɿɫɥɹɩɪɨɞɚɠɧɢɣ ɫɭɩɪɨɜɿɞ, ɹɤɢɣ ɜɤɥɸɱɚє ɬɟɯɧɿɱɧɭ ɞɨɩɨɦɨɝɭ ɿ ɧɚɜɱɚɧɧɹ;  ɩɪɨɝɪɚɦɢ ɭɬɪɢɦɚɧɧɹ ɤɥɿєɧɬɿɜ ɿ ɦɚɫɲɬɚɛɭɜɚɧɧɹ ɫɩɿɜɩɪɚɰɿ. 
Ɇɨɠɧɚ ɫɩɨɫɬɟɪɿɝɚɬɢ ɜɿɞɦɿɧɧɨɫɬɿ ɭ ɩɿɞɯɨɞɚɯ ɞɨ ɪɟɚɥɿɡɚɰɿʀ ɤɨɧɰɟɩɰɿʀ end-to-end 

journey ɭ ɩɪɨɫɭɜɚɧɧɿ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɜ ɪɿɡɧɢɯ єɜɪɨɩɟɣɫьɤɢɯ ɤɪɚʀɧɚɯ 
ɬɚ ɋɒȺ Д6, ɫ. 5-8Ж. ȱɥɸɫɬɪɚɰɿɹ (ɪɢɫ. 1) ɜɿɞɨɛɪɚɠɚє, ɹɤɿ ɟɬɚɩɢ ɫɩɨɠɢɜɱɨɝɨ ɲɥɹɯɭ — ɜɿɞ 
ɩɟɪɲɨɝɨ ɤɨɧɬɚɤɬɭ ɞɨ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ — ɨɬɪɢɦɭɸɬь ɧɚɣɛɿɥьɲɭ ɭɜɚɝɭ 
ɡ ɛɨɤɭ ɤɨɦɩɚɧɿɣ, ɳɨ ɩɪɚɰɸɸɬь ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ. ɍ ɋɒȺ ɮɨɤɭɫ 
ɫɩɪɹɦɨɜɚɧɢɣ ɧɚ ɩɨɱɚɬɤɨɜɿ ɟɬɚɩɢ ɡɚɥɭɱɟɧɧɹ ɤɥɿєɧɬɿɜ ɬɚ ɞɟɦɨɧɫɬɪɚɰɿʀ ɿɧɧɨɜɚɰɿɣɧɨɫɬɿ 
ɬɟɯɧɨɥɨɝɿɣ. Ⱥɦɟɪɢɤɚɧɫьɤɿ ɤɨɦɩɚɧɿʀ ɚɤɬɢɜɧɨ ɿɧɜɟɫɬɭɸɬь ɭ ɰɢɮɪɨɜɿ ɩɥɚɬɮɨɪɦɢ ɞɥɹ 
ɝɟɧɟɪɚɰɿʀ ɥɿɞɿɜ, ɲɜɢɞɤɟ ɬɟɫɬɭɜɚɧɧɹ ɪɿɲɟɧь ɿ ɮɨɪɦɭɜɚɧɧɹ ɞɨɜɿɪɢ ɱɟɪɟɡ ɩɿɥɨɬɧɿ ɩɪɨєɤɬɢ. 
Ɉɫɧɨɜɧɢɣ ɚɤɰɟɧɬ — ɲɜɢɞɤɿɫɬь ɩɟɪɟɯɨɞɭ ɜɿɞ ɡɚɰɿɤɚɜɥɟɧɧɹ ɞɨ ɤɨɧɬɪɚɤɬɭ ɬɚ ɟɮɟɤɬɢɜɧɿɫɬь 
ɤɨɦɭɧɿɤɚɰɿʀ ɦɿɠ ɬɟɯɧɿɱɧɢɦɢ ɿ ɤɨɦɟɪɰɿɣɧɢɦɢ ɤɨɦɚɧɞɚɦɢ. ɍ ɇɿɦɟɱɱɢɧɿ ɫɢɬɭɚɰɿɹ ɿɧɲɚ: 
ɬɭɬ ɤɥɸɱɨɜɭ ɪɨɥь ɜɿɞɿɝɪɚɸɬь ɟɬɚɩɢ ɬɟɯɧɿɱɧɨʀ ɨɰɿɧɤɢ, ɜɚɥɿɞɚɰɿʀ ɬɚ ɿɧɬɟɝɪɚɰɿʀ [7, ɫ. 22]. 

 

Ɋɢɫɭɧɨɤ 1 – ȱɥɸɫɬɪɚɬɢɜɧɿ ɨɰɿɧɤɢ ɜɚɠɥɢɜɨɫɬɿ ɤɨɠɧɨɝɨ ɟɬɚɩɭ «end-to-end journey» ɧɚ 
ɩɟɪɟɞɨɜɢɯ ɪɢɧɤɚɯ 3D-ɞɪɭɤɭ ɡɚ ɩ’ɹɬɢɛɚɥьɧɨɸ ɲɤɚɥɨɸ 

 
Ɋɢɧɨɤ ɨɪɿєɧɬɨɜɚɧɢɣ ɧɚ ɩɪɨɦɢɫɥɨɜɭ ɧɚɞɿɣɧɿɫɬь, ɫɬɚɧɞɚɪɬɢɡɚɰɿɸ ɩɪɨɰɟɫɿɜ ɬɚ 

ɞɨɤɭɦɟɧɬɚɥьɧɟ ɩɿɞɬɜɟɪɞɠɟɧɧɹ ɹɤɨɫɬɿ. Ʉɥɿєɧɬɢ ɨɱɿɤɭɸɬь ɜɿɞ ɩɨɫɬɚɱɚɥьɧɢɤɿɜ 3D-ɞɪɭɤɭ 
ɜɢɫɨɤɨɝɨ ɪɿɜɧɹ ɬɟɯɧɿɱɧɨʀ ɩɿɞɬɪɢɦɤɢ, ɿɧɠɟɧɟɪɧɨɝɨ ɫɭɩɪɨɜɨɞɭ ɬɚ ɫɟɪɬɢɮɿɤɨɜɚɧɢɯ 
ɦɚɬɟɪɿɚɥɿɜ, ɳɨ ɡɦɟɧɲɭє ɪɢɡɢɤɢ ɩɪɢ ɜɩɪɨɜɚɞɠɟɧɧɿ ɬɟɯɧɨɥɨɝɿʀ ɭ ɜɢɪɨɛɧɢɰɬɜɨ. 
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ɋɒȺ ɇɿɞɟɪɥɚɧɞɢ ɇɿɦɟɱɱɢɧɚ Ɏɪɚɧɰɿɹ ȼɟɥɢɤɚ Ȼɪɢɬɚɧɿɹ ȱɬɚɥɿɹ ȱɫɩɚɧɿɹ

ȼɚɠɥɢɜɿɫɬь ɟɬɚɩɿɜ ȿ2ȿ journey ɧɚ ɤɥɸɱɨɜɢɯ ɪɢɧɤɚɯ 
ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ

ɩɪɨɝɪɚɦɢ ɭɬɪɢɦɚɧɧɹ ɤɥɿєɧɬɿɜ ɿ ɦɚɫɲɬɚɛɭɜɚɧɧɹ ɫɩɿɜɩɪɚɰɿ

ɩɿɫɥɹɩɪɨɞɚɠɧɢɣ ɫɭɩɪɨɜɿɞ, ɹɤɢɣ ɜɤɥɸɱɚє ɬɟɯɧɿɱɧɭ ɞɨɩɨɦɨɝɭ ɿ ɧɚɜɱɚɧɧɹ

ɟɮɟɤɬɢɜɧɚ ɥɨɝɿɫɬɢɤɚ ɬɚ ɿɧɬɟɝɪɚɰɿɹ ɭ ɜɢɪɨɛɧɢɰɬɜɨ ɤɥɿєɧɬɚ

ɜɩɟɜɧɟɧɟ ɜɢɤɨɧɚɧɧɹ ɡɚɦɨɜɥɟɧɧɹ ɡ ɞɨɬɪɢɦɚɧɧɹɦ SLA ɿ ɫɬɚɧɞɚɪɬɿɜ 
ɹɤɨɫɬɿ
ɬɟɯɧɿɱɧɚ ɜɚɥɿɞɚɰɿɹ ɱɟɪɟɡ ɩɿɥɨɬɢ ɬɚ RFP
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 Ⱥ. Ʌɟɬɧɢɰьɤɢɣ. Ɉ. əɲɤɿɧɚ.  Ʉɨɦɩɥɟɤɫɧɚ ɫɬɪɚɬɟɝɿɹ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ 
ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɱɟɪɟɡ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ 
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ɍ Ɏɪɚɧɰɿʀ ɚɤɰɟɧɬ ɪɨɛɢɬьɫɹ ɧɚ ɞɨɫɜɿɞɿ ɜɡɚєɦɨɞɿʀ ɡ ɛɪɟɧɞɨɦ ɿ ɫɬɜɨɪɟɧɧɿ ɞɨɞɚɧɨʀ 
ɰɿɧɧɨɫɬɿ ɱɟɪɟɡ ɞɢɡɚɣɧ, ɩɟɪɫɨɧɚɥɿɡɚɰɿɸ ɣ ɟɤɨɥɨɝɿɱɧɿɫɬь. Ɏɪɚɧɰɭɡьɤɿ ɤɨɦɩɚɧɿʀ 
ɜɢɤɨɪɢɫɬɨɜɭɸɬь ɟɥɟɦɟɧɬɢ ɟɦɨɰɿɣɧɨɝɨ ɦɚɪɤɟɬɢɧɝɭ ɧɚɜɿɬь ɭ B2B-ɫɟɝɦɟɧɬɿ, 
ɞɟɦɨɧɫɬɪɭɸɱɢ, ɹɤ ɬɟɯɧɨɥɨɝɿɹ 3D-ɞɪɭɤɭ ɦɨɠɟ ɩɿɞɤɪɟɫɥɢɬɢ ɭɧɿɤɚɥьɧɿɫɬь ɩɪɨɞɭɤɬɭ 
ɤɥɿєɧɬɚ. Ⱦɥɹ ɰьɨɝɨ ɚɤɬɢɜɧɨ ɡɚɫɬɨɫɨɜɭɸɬьɫɹ ɜɿɪɬɭɚɥьɧɿ ɩɪɟɡɟɧɬɚɰɿʀ, ɜɢɫɬɚɜɤɨɜɿ ɞɟɦɨɡɨɧɢ 
ɬɚ ɤɪɨɫ-ɝɚɥɭɡɟɜɿ ɩɚɪɬɧɟɪɫɬɜɚ. ȱɬɚɥɿɹ ɜɢɪɿɡɧɹєɬьɫɹ ɛɚɥɚɧɫɨɦ ɦɿɠ ɬɟɯɧɿɱɧɨɸ ɿ 
ɦɚɪɤɟɬɢɧɝɨɜɨɸ ɫɤɥɚɞɨɜɢɦɢ. ɉɿɞɩɪɢєɦɫɬɜɚ ɤɨɧɰɟɧɬɪɭɸɬьɫɹ ɧɚ ɫɬɚɞɿɹɯ ɫɩɿɥьɧɨʀ 
ɪɨɡɪɨɛɤɢ ɩɪɨɞɭɤɬɭ ɬɚ ɤɚɫɬɨɦɿɡɚɰɿʀ — «МШ-МrОКtТШЧ stКРО». Ⱦɥɹ ɿɬɚɥɿɣɫьɤɢɯ ɤɨɦɩɚɧɿɣ 
ɜɚɠɥɢɜɨ ɧɟ ɥɢɲɟ ɩɪɨɞɚɬɢ ɬɟɯɧɨɥɨɝɿɸ, ɚ ɣ ɿɧɬɟɝɪɭɜɚɬɢ ʀʀ ɜ ɤɨɧɰɟɩɰɿɸ ɛɪɟɧɞɭ ɤɥɿєɧɬɚ. 
Ɉɫɨɛɥɢɜɚ ɭɜɚɝɚ ɩɪɢɞɿɥɹєɬьɫɹ ɟɫɬɟɬɢɰɿ ɜɢɪɨɛɿɜ, ɲɜɢɞɤɨɫɬɿ ɩɪɨɬɨɬɢɩɭɜɚɧɧɹ ɬɚ 
ɧɚɥɚɝɨɞɠɟɧɧɸ ɩɚɪɬɧɟɪɫьɤɢɯ ɜɿɞɧɨɫɢɧ. ɍ ȱɫɩɚɧɿʀ ɩɟɪɟɜɚɠɚє ɩɪɚɝɦɚɬɢɱɧɢɣ ɩɿɞɯɿɞ: 
ɤɨɦɩɚɧɿʀ ɡɨɫɟɪɟɞɠɭɸɬьɫɹ ɧɚ ɨɩɬɢɦɿɡɚɰɿʀ ɜɚɪɬɨɫɬɿ ɜɨɥɨɞɿɧɧɹ ɬɟɯɧɨɥɨɝɿєɸ ɬɚ 
ɞɨɜɝɨɫɬɪɨɤɨɜɨɦɭ ɫɟɪɜɿɫɧɨɦɭ ɨɛɫɥɭɝɨɜɭɜɚɧɧɿ. Ɍɭɬ ɜɚɝɨɦɢɦɢ ɫɬɚɸɬь ɟɬɚɩɢ ɩɨɫɬɚɱɚɧɧɹ, 
ɥɨɝɿɫɬɢɤɢ ɬɚ ɩɿɫɥɹɩɪɨɞɚɠɧɨʀ ɩɿɞɬɪɢɦɤɢ, ɡɨɤɪɟɦɚ ɫɬɜɨɪɟɧɧɹ ɪɟɝɿɨɧɚɥьɧɢɯ ɫɟɪɜɿɫɧɢɯ 
ɰɟɧɬɪɿɜ ɿ ɧɚɜɱɚɧɧɹ ɩɟɪɫɨɧɚɥɭ ɤɥɿєɧɬɿɜ. ɇɿɞɟɪɥɚɧɞɢ ɞɟɦɨɧɫɬɪɭɸɬь ɧɚɣɫɢɫɬɟɦɧɿɲɢɣ 
ɩɿɞɯɿɞ ɞɨ ɩɨɛɭɞɨɜɢ ɩɨɜɧɨɝɨ ɫɩɨɠɢɜɱɨɝɨ ɲɥɹɯɭ. Ƚɨɥɥɚɧɞɫьɤɿ ɤɨɦɩɚɧɿʀ ɿɧɬɟɝɪɭɸɬь 
ɩɪɢɧɰɢɩɢ «МТrМЮХКr ОМШЧШЦв» ɭ ɜɫɿ ɟɬɚɩɢ E2E-journey — ɜɿɞ ɩɿɞɝɨɬɨɜɤɢ ɰɢɮɪɨɜɢɯ 
ɦɨɞɟɥɟɣ ɞɨ ɩɨɜɬɨɪɧɨɝɨ ɜɢɤɨɪɢɫɬɚɧɧɹ ɦɚɬɟɪɿɚɥɿɜ [8, ɫ. 9-13Ж. ȼɨɧɢ ɚɤɬɢɜɧɨ 
ɜɩɪɨɜɚɞɠɭɸɬь ɚɜɬɨɦɚɬɢɡɨɜɚɧɿ CRM-ɩɥɚɬɮɨɪɦɢ ɞɥɹ ɜɿɞɫɬɟɠɟɧɧɹ ɜɡɚєɦɨɞɿʀ ɡ ɤɥɿєɧɬɚɦɢ 
ɬɚ ɚɧɚɥɿɬɢɤɢ ɞɨɫɜɿɞɭ ɤɨɪɢɫɬɭɜɚɱɚ, ɳɨ ɞɨɡɜɨɥɹє ɩɿɞɬɪɢɦɭɜɚɬɢ ɫɬɚɥɢɣ ɡɜ’ɹɡɨɤ ɿ ɝɧɭɱɤɨ 
ɚɞɚɩɬɭɜɚɬɢ ɩɪɨɩɨɡɢɰɿɸ ɞɨ ɩɨɬɪɟɛ ɪɢɧɤɭ. Ɂɚɝɚɥɨɦ ɿɥɸɫɬɪɚɰɿɹ ɩɨɤɚɡɭє, ɳɨ ɤɨɧɰɟɩɰɿɹ 
end-to-end journey ɧɟ ɦɚє єɞɢɧɨɝɨ ɭɧɿɜɟɪɫɚɥьɧɨɝɨ ɩɿɞɯɨɞɭ: ɭ ɤɨɠɧɿɣ ɤɪɚʀɧɿ ɜɨɧɚ 
ɬɪɚɧɫɮɨɪɦɭєɬьɫɹ ɡɚɥɟɠɧɨ ɜɿɞ ɤɭɥьɬɭɪɧɢɯ, ɬɟɯɧɨɥɨɝɿɱɧɢɯ ɿ ɪɢɧɤɨɜɢɯ ɮɚɤɬɨɪɿɜ [9, ɫ. 5-
6Ж. ɉɪɨɬɟ ɫɩɿɥьɧɨɸ ɬɟɧɞɟɧɰɿєɸ є ɩɪɚɝɧɟɧɧɹ ɫɬɜɨɪɢɬɢ ɛɟɡɩɟɪɟɪɜɧɢɣ, ɤɟɪɨɜɚɧɢɣ ɩɪɨɰɟɫ 
ɜɡɚєɦɨɞɿʀ ɡɿ ɫɩɨɠɢɜɚɱɟɦ, ɞɟ ɞɨɫɜɿɞ ɤɥɿєɧɬɚ ɫɬɚє ɤɥɸɱɨɜɢɦ ɱɢɧɧɢɤɨɦ 
ɤɨɧɤɭɪɟɧɬɨɫɩɪɨɦɨɠɧɨɫɬɿ ɩɿɞɩɪɢєɦɫɬɜɚ ɭ ɫɮɟɪɿ 3D-ɞɪɭɤɭ. ɍ ȼɟɥɢɤɿɣ Ȼɪɢɬɚɧɿʀ ɩɿɞɯɿɞ ɞɨ 
ɪɟɚɥɿɡɚɰɿʀ ɤɨɧɰɟɩɰɿʀ end-to-end journey ɭ ɫɮɟɪɿ 3D-ɞɪɭɤɭ ɩɨєɞɧɭє ɚɧɚɥɿɬɢɱɧɿɫɬь ɿ 
ɨɪɿєɧɬɚɰɿɸ ɧɚ ɞɨɜɝɨɫɬɪɨɤɨɜɭ ɫɩɿɜɩɪɚɰɸ. Ȼɪɢɬɚɧɫьɤɿ ɤɨɦɩɚɧɿʀ ɪɨɛɥɹɬь ɚɤɰɟɧɬ ɧɚ 
ɩɨɛɭɞɨɜɿ ɫɢɫɬɟɦɧɢɯ ɩɪɨɰɟɫɿɜ ɡɛɨɪɭ ɞɚɧɢɯ ɩɪɨ ɩɨɜɟɞɿɧɤɭ ɤɥɿєɧɬɿɜ ɬɚ ɝɥɢɛɨɤɿɣ ɿɧɬɟɝɪɚɰɿʀ 
ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɚɧɚɥɿɬɢɤɢ ɭ ɜɫɿ ɟɬɚɩɢ ɜɡɚєɦɨɞɿʀ — ɜɿɞ ɩɟɪɲɨɝɨ ɡɚɩɢɬɭ ɞɨ ɟɬɚɩɭ 
ɩɨɫɬɩɪɨєɤɬɧɨɝɨ ɫɭɩɪɨɜɨɞɭ. Ɉɫɨɛɥɢɜɟ ɡɧɚɱɟɧɧɹ ɧɚɞɚєɬьɫɹ ɟɬɚɩɭ «evaluation and decision-
making», ɞɟ ɤɨɦɩɚɧɿʀ ɚɤɬɢɜɧɨ ɡɚɫɬɨɫɨɜɭɸɬь ɤɨɧɫɭɥьɬɚɬɢɜɧɢɣ ɩɿɞɯɿɞ: ɩɨɬɟɧɰɿɣɧɢɦ 
ɡɚɦɨɜɧɢɤɚɦ ɩɪɨɩɨɧɭɸɬь ɬɟɯɧɿɤɨ-ɟɤɨɧɨɦɿɱɧɿ ɨɛʉɪɭɧɬɭɜɚɧɧɹ, ɩɨɪɿɜɧɹɥьɧɿ ɬɟɫɬɢ ɬɚ 
ɩɿɥɨɬɧɿ ɦɨɞɟɥɿ, ɳɨ ɡɧɢɠɭє ɪɿɜɟɧь ɧɟɜɢɡɧɚɱɟɧɨɫɬɿ ɩɪɢ ɭɯɜɚɥɟɧɧɿ ɪɿɲɟɧɧɹ Д10, ɫ. 14Ж. 
Ȼɪɢɬɚɧɫьɤɿ ɜɢɪɨɛɧɢɤɢ ɣ ɫɟɪɜɿɫɧɿ ɛɸɪɨ ɜɜɚɠɚɸɬь ɤɪɢɬɢɱɧɨ ɜɚɠɥɢɜɢɦ ɟɬɚɩ «loyalty and 
advocacy» — ɮɨɪɦɭɜɚɧɧɹ ɩɪɢɯɢɥьɧɨɫɬɿ ɤɥɿєɧɬɚ ɩɿɫɥɹ ɡɚɜɟɪɲɟɧɧɹ ɭɝɨɞɢ. ɋɚɦɟ ɬɨɦɭ 
ɜɨɧɢ ɜɩɪɨɜɚɞɠɭɸɬь ɩɪɨɝɪɚɦɢ ɫɩɿɥьɧɨɝɨ ɪɨɡɜɢɬɤɭ («co-development programs»), ɭ ɦɟɠɚɯ 
ɹɤɢɯ ɤɥɿєɧɬɢ ɡɚɥɭɱɚɸɬьɫɹ ɞɨ ɬɟɫɬɭɜɚɧɧɹ ɧɨɜɢɯ ɦɚɬɟɪɿɚɥɿɜ ɚɛɨ ɪɿɲɟɧь, ɚ ɨɬɪɢɦɚɧɢɣ 
ɞɨɫɜɿɞ ɬɪɚɧɫɮɨɪɦɭєɬьɫɹ ɭ ɫɩɿɥьɧɿ ɤɟɣɫɢ ɞɥɹ ɩɪɨɫɭɜɚɧɧɹ ɧɚ ɦɿɠɧɚɪɨɞɧɢɯ ɪɢɧɤɚɯ. ɇɚ 
ɜɿɞɦɿɧɭ ɜɿɞ ɋɒȺ, ɞɟ ɩɟɪɟɜɚɠɚє ɲɜɢɞɤɿɫɬь ɤɨɧɜɟɪɫɿʀ, ɚɛɨ ɇɿɦɟɱɱɢɧɢ, ɞɟ ɝɨɥɨɜɧɚ ɭɜɚɝɚ 
ɩɪɢɞɿɥɹєɬьɫɹ ɫɬɚɧɞɚɪɬɢɡɚɰɿʀ, ɛɪɢɬɚɧɫьɤɚ ɦɨɞɟɥь ɡɨɫɟɪɟɞɠɟɧɚ ɧɚ ɞɨɜɿɪɿ, 
ɩɟɪɟɞɛɚɱɭɜɚɧɨɫɬɿ ɬɚ ɫɩɿɥьɧɿɣ ɰɿɧɧɨɫɬɿ, ɳɨ ɮɨɪɦɭєɬьɫɹ ɱɟɪɟɡ ɫɢɫɬɟɦɧɭ ɩɿɞɬɪɢɦɤɭ ɬɚ 
ɨɛɦɿɧ ɡɧɚɧɧɹɦɢ. Ɂɚɜɞɹɤɢ ɰьɨɦɭ ɪɢɧɨɤ ȼɟɥɢɤɨʀ Ȼɪɢɬɚɧɿʀ ɜɢɪɿɡɧɹєɬьɫɹ ɜɢɫɨɤɢɦ ɪɿɜɧɟɦ 
ɫɬɚɛɿɥьɧɨɫɬɿ ɩɚɪɬɧɟɪɫьɤɢɯ ɜɿɞɧɨɫɢɧ, ɚ ɫɩɨɠɢɜɱɢɣ ɞɨɫɜɿɞ ɪɨɡɝɥɹɞɚєɬьɫɹ ɹɤ ɚɤɬɢɜ, ɳɨ 
ɦɚє ɫɬɪɚɬɟɝɿɱɧɟ ɡɧɚɱɟɧɧɹ ɞɥɹ ɡɪɨɫɬɚɧɧɹ ɛɿɡɧɟɫɭ ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɢɯ ɬɟɯɧɨɥɨɝɿɣ. Ɍɚɤɢɦ 
ɱɢɧɨɦ, ɭ ɩɨєɞɧɚɧɧɿ ɡ ɩɿɞɯɨɞɚɦɢ ɋɒȺ, ɇɿɦɟɱɱɢɧɢ, Ɏɪɚɧɰɿʀ, ȱɬɚɥɿʀ, ȱɫɩɚɧɿʀ ɬɚ 
ɇɿɞɟɪɥɚɧɞɿɜ ɛɪɢɬɚɧɫьɤɢɣ ɞɨɫɜɿɞ ɞɟɦɨɧɫɬɪɭє ɳɟ ɨɞɢɧ ɜɚɪɿɚɧɬ ɪɟɚɥɿɡɚɰɿʀ end-to-end 
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journey — ɨɪɿєɧɬɨɜɚɧɢɣ ɧɚ ɩɨɛɭɞɨɜɭ ɞɨɜɝɨɬɪɢɜɚɥɨʀ ɜɡɚєɦɨɞɿʀ, ɡɚɫɧɨɜɚɧɨʀ ɧɚ ɩɪɨɡɨɪɨɫɬɿ 
ɩɪɨɰɟɫɿɜ, ɟɤɫɩɟɪɬɧɨɫɬɿ ɩɨɫɬɚɱɚɥьɧɢɤɚ ɬɚ ɜɡɚєɦɧɨɦɭ ɪɨɡɜɢɬɤɭ ɪɢɧɤɭ. 

ȼ ɍɤɪɚʀɧɿ ɤɨɧɰɟɩɰɿɹ end-to-end journey ɥɢɲɟ ɩɨɱɢɧɚє ɮɨɪɦɭɜɚɬɢɫɹ ɹɤ ɫɢɫɬɟɦɧɢɣ 
ɩɿɞɯɿɞ ɞɨ ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ ɭ ɫɮɟɪɿ 3D-ɞɪɭɤɭ. Ɋɢɧɨɤ ɚɞɢɬɢɜɧɨɝɨ 
ɜɢɪɨɛɧɢɰɬɜɚ ɬɭɬ ɩɟɪɟɛɭɜɚє ɧɚ ɟɬɚɩɿ ɫɬɪɭɤɬɭɪɢɡɚɰɿʀ: ɛɿɥьɲɿɫɬь ɤɨɦɩɚɧɿɣ ɫɤɨɧɰɟɧɬɪɨɜɚɧɿ 
ɧɚ ɜɢɪɨɛɧɢɱɢɯ ɚɫɩɟɤɬɚɯ (ɨɛɥɚɞɧɚɧɧɹ, ɦɚɬɟɪɿɚɥɢ, ɹɤɿɫɬь ɞɪɭɤɭ), ɬɨɞɿ ɹɤ ɦɚɪɤɟɬɢɧɝ ɿ 
ɤɥɿєɧɬɫьɤɚ ɚɧɚɥɿɬɢɤɚ ɡɚɥɢɲɚɸɬьɫɹ ɧɟɞɨɫɬɚɬɧьɨ ɿɧɬɟɝɪɨɜɚɧɢɦɢ ɭ ɡɚɝɚɥьɧɭ ɛɿɡɧɟɫ-
ɫɬɪɚɬɟɝɿɸ. ɉɟɪɟɜɚɠɧɚ ɱɚɫɬɢɧɚ ɭɤɪɚʀɧɫьɤɢɯ ɜɢɪɨɛɧɢɤɿɜ ɨɪɿєɧɬɭєɬьɫɹ ɧɚ B2B-ɫɟɝɦɟɧɬ, 
ɡɨɤɪɟɦɚ ɧɚ ɦɚɲɢɧɨɛɭɞɭɜɚɧɧɹ, ɟɧɟɪɝɟɬɢɤɭ, ɚɪɯɿɬɟɤɬɭɪɭ ɬɚ ɦɟɞɢɰɢɧɭ. ɉɪɨɬɟ ɫɚɦɟ ɜ ɰɢɯ 
ɝɚɥɭɡɹɯ ɿɫɧɭє ɜɢɫɨɤɢɣ ɛɚɪ’єɪ ɞɨɜɿɪɢ: ɤɥɿєɧɬɢ ɨɱɿɤɭɸɬь ɧɟ ɥɢɲɟ ɹɤɿɫɧɨɝɨ ɩɪɨɞɭɤɬɭ, ɚ ɣ 
ɩɿɞɬɜɟɪɞɠɟɧь ɣɨɝɨ ɟɮɟɤɬɢɜɧɨɫɬɿ, ɫɟɪɬɢɮɿɤɚɰɿʀ ɬɚ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ ɫɭɩɪɨɜɨɞɭ. ɍ 
ɪɟɡɭɥьɬɚɬɿ ОЧН-to-ОЧН УШЮrЧОв ɜ ɍɤɪɚʀɧɿ ɱɚɫɬɨ ɨɛɪɢɜɚєɬьɫɹ ɧɚ ɟɬɚɩɿ ɩɪɨɞɚɠɭ, ɛɟɡ 
ɝɥɢɛɨɤɨɝɨ ɩɪɨɞɨɜɠɟɧɧɹ ɭ ɮɚɡɭ ХШвКХtв КЧН КНЯШМКМв. Ɋɚɡɨɦ ɿɡ ɬɢɦ, ɡɚ ɨɫɬɚɧɧɿ ɪɨɤɢ 
ɫɩɨɫɬɟɪɿɝɚɸɬьɫɹ ɩɨɡɢɬɢɜɧɿ ɬɟɧɞɟɧɰɿʀ. Ɂ’ɹɜɥɹɸɬьɫɹ ɤɨɦɩɚɧɿʀ, ɹɤɿ ɚɤɬɢɜɧɨ ɜɩɪɨɜɚɞɠɭɸɬь 
ɰɢɮɪɨɜɿ ɿɧɫɬɪɭɦɟɧɬɢ ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ — CRM-ɫɢɫɬɟɦɢ, ɱɚɬ-ɛɨɬɢ ɞɥɹ 
ɫɭɩɪɨɜɨɞɭ ɤɥɿєɧɬɿɜ, ɨɧɥɚɣɧ-ɤɨɧɫɬɪɭɤɬɨɪɢ ɦɨɞɟɥɟɣ. ɍɧɿɜɟɪɫɢɬɟɬɢ ɬɚ ɬɟɯɧɨɩɚɪɤɢ, 
ɡɨɤɪɟɦɚ ɭ Ʉɢєɜɿ, ɏɚɪɤɨɜɿ, Ʌьɜɨɜɿ ɬɚ Ⱦɧɿɩɪɿ, ɡɚɩɭɫɤɚɸɬь ɫɩɿɥьɧɿ ɩɪɨɝɪɚɦɢ ɡ ɛɿɡɧɟɫɨɦ, ɳɨ 
ɞɨɡɜɨɥɹє ɫɬɜɨɪɸɜɚɬɢ ɨɫɜɿɬɧьɨ-ɜɢɪɨɛɧɢɱɿ ɟɤɨɫɢɫɬɟɦɢ ɞɥɹ ɩɿɞɝɨɬɨɜɤɢ ɮɚɯɿɜɰɿɜ ɿ 
ɪɨɡɜɢɬɤɭ ɤɭɥьɬɭɪɢ ɫɟɪɜɿɫɧɨɫɬɿ. 

 
Ɍɚɛɥɢɰɹ 1 – Ɋɿɜɟɧь ɪɟɚɥɿɡɚɰɿʀ ɟɬɚɩɿɜ end-to-end journey ɭ ɫɮɟɪɿ ɩɪɨɫɭɜɚɧɧɹ ɩɪɨɞɭɤɰɿʀ 
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ɭɤɪɚʀɧɫьɤɢɯ 
ɤɨɦɩɚɧɿɣ 

Ɉɫɧɨɜɧɿ ɛɚɪ’єɪɢ ɉɨɬɟɧɰɿɚɥ 
ɪɨɡɜɢɬɤɭ 

Awareness 
(ɩɨɿɧɮɨɪɦɨɜɚɧɿɫɬь) 

ɋɟɪɟɞɧɿɣ ɍɱɚɫɬь ɭ ɜɢɫɬɚɜɤɚɯ, 
SMM, ɩɚɪɬɧɟɪɫɬɜɚ ɡ 
ɧɚɜɱɚɥьɧɢɦɢ 
ɡɚɤɥɚɞɚɦɢ 

ɇɢɡьɤɚ 
ɜɩɿɡɧɚɜɚɧɿɫɬь 
ɛɪɟɧɞɿɜ, ɨɛɦɟɠɟɧɿ 
ɛɸɞɠɟɬɢ 

Ɋɨɡɜɢɬɨɤ НТРТtКХ-
ɦɚɪɤɟɬɢɧɝɭ, 
SEO, 
ɦɟɞɿɚɩɪɨєɤɬɿɜ 

Consideration 
(ɪɨɡɝɥɹɞ ɜɚɪɿɚɧɬɿɜ) 

ɇɢɡьɤɢɣ ɉɪɟɡɟɧɬɚɰɿʀ 
ɬɟɯɧɨɥɨɝɿɣ, 
ɞɟɦɨɧɫɬɪɚɰɿɣɧɿ 
ɦɨɞɟɥɿ 

ȼɿɞɫɭɬɧɿɫɬь 
ɫɬɪɭɤɬɭɪɨɜɚɧɨʀ 
ɫɢɫɬɟɦɢ 
ɚɪɝɭɦɟɧɬɚɰɿʀ 
ɰɿɧɧɨɫɬɿ 

ȼɩɪɨɜɚɞɠɟɧɧɹ 
ɤɨɧɬɟɧɬ-
ɦɚɪɤɟɬɢɧɝɭ, 
ɜɿɪɬɭɚɥьɧɢɯ 
ɞɟɦɨ 

PЮrМСКsО (ɤɭɩɿɜɥɹ / 
ɫɩɿɜɩɪɚɰɹ) 

ɋɟɪɟɞɧɿɣ Ƚɧɭɱɤɿ ɭɦɨɜɢ 
ɨɩɥɚɬɢ, 
ɿɧɞɢɜɿɞɭɚɥьɧɿ 
ɩɪɨєɤɬɢ 

ɇɟɞɨɫɬɚɬɧɹ 
ɚɜɬɨɦɚɬɢɡɚɰɿɹ 
ɩɪɨɰɟɫɿɜ 
ɡɚɦɨɜɥɟɧɧɹ 

ɋɬɜɨɪɟɧɧɹ 
ɨɧɥɚɣɧ-
ɩɥɚɬɮɨɪɦ ɞɥɹ 
ɡɚɦɨɜɥɟɧь 

Implementation 
(ɜɩɪɨɜɚɞɠɟɧɧɹ 
ɩɪɨɞɭɤɬɭ) 

ɇɢɡьɤɢɣ Ɍɟɯɧɿɱɧɚ ɩɿɞɬɪɢɦɤɚ 
ɧɚ ɡɚɩɢɬ 

ȼɿɞɫɭɬɧɿɫɬь 
ɫɬɚɧɞɚɪɬɢɡɨɜɚɧɢɯ 
ɿɧɫɬɪɭɤɰɿɣ ɿ 
ɧɚɜɱɚɥьɧɢɯ 
ɦɚɬɟɪɿɚɥɿɜ 

Ɏɨɪɦɭɜɚɧɧɹ 
ɫɟɪɜɿɫɧɢɯ 
ɜɿɞɞɿɥɿɜ, ɨɧɥɚɣɧ-
ɧɚɜɱɚɧɧɹ 
ɤɥɿєɧɬɿɜ 

Loyalty & Advocacy 
(ɥɨɹɥьɧɿɫɬь ɿ 
ɪɟɤɨɦɟɧɞɚɰɿʀ) 

Ⱦɭɠɟ ɧɢɡьɤɢɣ ȿɩɿɡɨɞɢɱɧɢɣ ɤɨɧɬɚɤɬ 
ɩɿɫɥɹ ɩɪɨєɤɬɭ 

ȼɿɞɫɭɬɧɿɫɬь 
ɫɢɫɬɟɦɧɨʀ ɡɜɨɪɨɬɧɨʀ 
ɤɨɦɭɧɿɤɚɰɿʀ 

Ɋɨɡɜɢɬɨɤ КПtОr-
sКХОs ɫɟɪɜɿɫɭ, 
ɩɪɨɝɪɚɦ 
ɥɨɹɥьɧɨɫɬɿ, ɤɟɣɫ-
ɦɚɪɤɟɬɢɧɝɭ 

Ⱦɠɟɪɟɥɨ: ɫɮɨɪɦɨɜɚɧɨ ɚɜɬɨɪɚɦɢ 
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ɍ ɩɪɨɰɟɫɿ ɚɧɚɥɿɡɭ єɜɪɨɩɟɣɫьɤɢɯ ɩɪɚɤɬɢɤ (ɋɒȺ, ɇɿɦɟɱɱɢɧɢ, Ɏɪɚɧɰɿʀ, ȱɬɚɥɿʀ, 
ȱɫɩɚɧɿʀ, ɇɿɞɟɪɥɚɧɞɿɜ ɬɚ ȼɟɥɢɤɨʀ Ȼɪɢɬɚɧɿʀ) ɛɭɥɨ ɜɫɬɚɧɨɜɥɟɧɨ, ɳɨ ɟɮɟɤɬɢɜɧɿɫɬь ɫɬɪɚɬɟɝɿɣ 
ɩɪɨɫɭɜɚɧɧɹ ɛɟɡɩɨɫɟɪɟɞɧьɨ ɡɚɥɟɠɢɬь ɜɿɞ ɪɿɜɧɹ ɿɧɬɟɝɪɚɰɿʀ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɿ ɜɢɪɨɛɧɢɱɢɯ 
ɩɪɨɰɟɫɿɜ ɭ єɞɢɧɭ ɰɢɮɪɨɜɭ ɟɤɨɫɢɫɬɟɦɭ ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɲɥɹɯɨɦ. ɋɚɦɟ ɭ ɰьɨɦɭ 
ɚɫɩɟɤɬɿ ɩɨɥɹɝɚє ɝɨɥɨɜɧɚ ɜɿɞɦɿɧɧɿɫɬь ɪɨɡɜɢɧɟɧɢɯ ɪɢɧɤɿɜ ɜɿɞ ɭɤɪɚʀɧɫьɤɨɝɨ: ɭ ɤɪɚʀɧɚɯ Єɋ 
end-to-end journey ɪɟɚɥɿɡɭєɬьɫɹ ɱɟɪɟɡ ɰɢɮɪɨɜɿ CRM-ɩɥɚɬɮɨɪɦɢ, ɚɧɚɥɿɬɢɱɧɿ ɿɧɫɬɪɭɦɟɧɬɢ 
ɲɬɭɱɧɨɝɨ ɿɧɬɟɥɟɤɬɭ, ɚ ɬɚɤɨɠ ɫɟɪɜɿɫɢ ɞɥɹ ɩɪɨɝɧɨɡɭɜɚɧɧɹ ɩɨɜɟɞɿɧɤɢ ɤɥɿєɧɬɿɜ ɧɚ ɨɫɧɨɜɿ 
ɜɟɥɢɤɢɯ ɞɚɧɢɯ. 

ȼ ɭɤɪɚʀɧɫьɤɢɯ ɪɟɚɥɿɹɯ ɛɭɥɨ ɜɢɹɜɥɟɧɨ ɨɛɦɟɠɟɧɟ ɜɩɪɨɜɚɞɠɟɧɧɹ ɬɚɤɨɝɨ ɩɿɞɯɨɞɭ, 
ɩɟɪɟɜɚɠɧɨ ɧɚ ɟɬɚɩɚɯ «ɍɫɜɿɞɨɦɥɟɧɧɹ ɬɚ ɩɨɤɭɩɤɚ», ɳɨ ɫɜɿɞɱɢɬь ɩɪɨ ɮɪɚɝɦɟɧɬɚɪɧɢɣ 
ɯɚɪɚɤɬɟɪ ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ. Ȼɭɥɨ ɜɫɬɚɧɨɜɥɟɧɨ, ɳɨ ɥɢɲɟ ɧɟɡɧɚɱɧɚ 
ɤɿɥьɤɿɫɬь ɤɨɦɩɚɧɿɣ, ɡɚɥɭɱɟɧɢɯ ɭ ɫɮɟɪɭ 3D-ɞɪɭɤɭ, ɦɚɸɬь ɤɨɦɩɥɟɤɫɧɭ ɫɢɫɬɟɦɭ ɡɛɨɪɭ 
ɡɜɨɪɨɬɧɨɝɨ ɡɜ’ɹɡɤɭ ɬɚ ɚɧɚɥɿɡɭ ɩɨɜɟɞɿɧɤɨɜɢɯ ɦɟɬɪɢɤ ɤɥɿєɧɬɿɜ.  

ɇɚɭɤɨɜɚ ɧɨɜɢɡɧɚ ɞɨɫɥɿɞɠɟɧɧɹ ɦɨɠɟ ɩɨɥɹɝɚɬɢ ɭ ɫɢɫɬɟɦɧɨɦɭ ɨɛʉɪɭɧɬɭɜɚɧɧɿ 
ɦɨɞɟɥɿ ɤɨɦɩɥɟɤɫɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ (E2E-journey) ɭ ɫɮɟɪɿ 3D-ɞɪɭɤɭ, 
ɹɤɚ ɜɪɚɯɨɜɭє ɨɫɨɛɥɢɜɨɫɬɿ ɩɪɨɦɢɫɥɨɜɢɯ ɩɿɞɩɪɢєɦɫɬɜ, ɰɢɮɪɨɜɭ ɡɪɿɥɿɫɬь ɪɢɧɤɭ ɬɚ 
ɫɩɟɰɢɮɿɤɭ B2B-ɤɨɦɭɧɿɤɚɰɿɣ. ɍ ɦɟɠɚɯ ɞɨɫɥɿɞɠɟɧɧɹ ɛɭɥɨ ɪɨɡɪɨɛɥɟɧɨ ɚɧɚɥɿɬɢɱɧɭ 
ɦɚɬɪɢɰɸ ɨɰɿɧɤɢ ɪɿɜɧɹ ɪɟɚɥɿɡɚɰɿʀ ɟɬɚɩɿɜ end-to-end journey, ɳɨ ɞɨɡɜɨɥɹє ɜɢɦɿɪɸɜɚɬɢ 
ɟɮɟɤɬɢɜɧɿɫɬь ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɫɬɪɚɬɟɝɿɣ ɡ ɩɨɡɢɰɿʀ ɫɩɨɠɢɜɱɨʀ ɜɡɚєɦɨɞɿʀ, ɚ ɧɟ ɥɢɲɟ 
ɟɤɨɧɨɦɿɱɧɢɯ ɩɨɤɚɡɧɢɤɿɜ. 

Ɉɤɪɿɦ ɬɨɝɨ, ɡɚɩɪɨɩɨɧɨɜɚɧɨ ɚɞɚɩɬɚɰɿɣɧɢɣ ɩɿɞɯɿɞ ɞɨ ɿɧɬɟɝɪɚɰɿʀ E2E-journey ɭ 
ɫɬɪɭɤɬɭɪɭ ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɞɿɹɥьɧɨɫɬɿ ɩɿɞɩɪɢєɦɫɬɜ ɍɤɪɚʀɧɢ, ɹɤɢɣ ɩɟɪɟɞɛɚɱɚє:  ɮɨɪɦɭɜɚɧɧɹ ɰɢɮɪɨɜɢɯ ɤɚɧɚɥɿɜ ɩɿɞɬɪɢɦɤɢ ɤɥɿєɧɬɿɜ ɧɚ ɜɫɿɯ ɟɬɚɩɚɯ ɜɡɚєɦɨɞɿʀ;  ɜɢɤɨɪɢɫɬɚɧɧɹ ɚɧɚɥɿɬɢɤɢ ɞɚɧɢɯ ɞɥɹ ɩɟɪɫɨɧɚɥɿɡɚɰɿʀ ɩɪɨɩɨɡɢɰɿɣ;  ɜɩɪɨɜɚɞɠɟɧɧɹ ɡɜɨɪɨɬɧɨɝɨ ɡɜ’ɹɡɤɭ ɜ ɪɟɠɢɦɿ ɪɟɚɥьɧɨɝɨ ɱɚɫɭ ɹɤ ɟɥɟɦɟɧɬɚ 
ɩɨɫɬɩɪɨɞɚɠɧɨɝɨ ɫɟɪɜɿɫɭ. 

Ɍɚɤɢɦ ɱɢɧɨɦ, ɩɪɨɜɟɞɟɧɟ ɟɤɫɩɪɟɫ-ɞɨɫɥɿɞɠɟɧɧɹ ɞɚɥɨ ɡɦɨɝɭ ɭɡɚɝɚɥьɧɢɬɢ ɫɭɱɚɫɧɿ 
ɩɿɞɯɨɞɢ ɞɨ ɩɨɛɭɞɨɜɢ ОЧН-to-ОЧН УШЮrЧОв ɭ ɦɿɠɧɚɪɨɞɧɿɣ ɩɪɚɤɬɢɰɿ ɬɚ ɡɚɩɪɨɩɨɧɭɜɚɬɢ 
ɦɨɞɟɥь ɣɨɝɨ ɜɩɪɨɜɚɞɠɟɧɧɹ ɜ ɭɤɪɚʀɧɫьɤɢɯ ɩɪɨɦɢɫɥɨɜɢɯ ɩɿɞɩɪɢєɦɫɬɜɚɯ, ɳɨ 
ɫɩɟɰɿɚɥɿɡɭɸɬьɫɹ ɧɚ 3D-ɞɪɭɤɭ. ɐɟɣ ɩɿɞɯɿɞ ɦɚє ɩɪɢɤɥɚɞɧɟ ɡɧɚɱɟɧɧɹ ɞɥɹ ɮɨɪɦɭɜɚɧɧɹ 
ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ ɿ ɦɨɠɟ ɫɥɭɝɭɜɚɬɢ ɛɚɡɨɸ ɞɥɹ ɩɨɞɚɥьɲɢɯ ɞɨɫɥɿɞɠɟɧь ɭ 
ɧɚɩɪɹɦɿ ɰɢɮɪɨɜɨʀ ɬɪɚɧɫɮɨɪɦɚɰɿʀ ɦɚɪɤɟɬɢɧɝɭ ɭ ɫɮɟɪɿ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ. 

ȼɢɫɧɨɜɤɢ ɡ ɰьɨɝɨ ɞɨɫɥɿɞɠɟɧɧɹ ɿ ɩɟɪɫɩɟɤɬɢɜɢ ɩɨɞɚɥьɲɢɯ ɪɨɡɜɿɞɨɤ ɭ ɞɚɧɨɦɭ 
ɧɚɩɪɹɦɤɭ. ɍ ɪɟɡɭɥьɬɚɬɿ ɩɪɨɜɟɞɟɧɨɝɨ ɞɨɫɥɿɞɠɟɧɧɹ ɛɭɥɨ ɫɢɫɬɟɦɚɬɢɡɨɜɚɧɨ ɬɟɨɪɟɬɢɱɧɿ 
ɩɿɞɯɨɞɢ ɬɚ ɩɪɚɤɬɢɱɧɿ ɿɧɫɬɪɭɦɟɧɬɢ ɮɨɪɦɭɜɚɧɧɹ ɤɨɦɩɥɟɤɫɧɨʀ ɫɬɪɚɬɟɝɿʀ ɩɪɨɫɭɜɚɧɧɹ 
ɩɪɨɞɭɤɰɿʀ 3D-ɞɪɭɤɭ ɧɚ ɧɨɜɿ ɪɢɧɤɢ ɱɟɪɟɡ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ. ȼɢɹɜɥɟɧɨ, ɳɨ 
ɤɥɸɱɨɜɢɦ ɱɢɧɧɢɤɨɦ ɟɮɟɤɬɢɜɧɨɫɬɿ ɜɢɯɨɞɭ ɩɿɞɩɪɢєɦɫɬɜ ɧɚ ɦɿɠɧɚɪɨɞɧɿ ɪɢɧɤɢ є 
ɿɧɬɟɝɪɚɰɿɹ ɩɪɢɧɰɢɩɿɜ ОЧН-to-ОЧН УШЮrЧОв ɭ ɦɚɪɤɟɬɢɧɝɨɜɭ ɞɿɹɥьɧɿɫɬь — ɜɿɞ ɟɬɚɩɭ 
ɩɨɩɟɪɟɞɧьɨʀ ɚɧɚɥɿɬɢɤɢ ɞɨ ɩɿɫɥɹɩɪɨɞɚɠɧɨɝɨ ɫɭɩɪɨɜɨɞɭ ɤɥɿєɧɬɚ. Ɍɚɤɢɣ ɩɿɞɯɿɞ ɡɚɛɟɡɩɟɱɭє 
ɧɟ ɥɢɲɟ ɩɿɞɜɢɳɟɧɧɹ ɪɿɜɧɹ ɡɚɞɨɜɨɥɟɧɨɫɬɿ ɫɩɨɠɢɜɚɱɿɜ, ɚ ɣ ɫɬɜɨɪɟɧɧɹ ɞɨɜɝɨɫɬɪɨɤɨɜɢɯ 
ɤɨɧɤɭɪɟɧɬɧɢɯ ɩɟɪɟɜɚɝ ɡɚɜɞɹɤɢ ɩɟɪɫɨɧɚɥɿɡɚɰɿʀ ɜɡɚєɦɨɞɿʀ, ɨɩɬɢɦɿɡɚɰɿʀ ɤɚɧɚɥɿɜ ɤɨɦɭɧɿɤɚɰɿʀ 
ɬɚ ɩɿɞɜɢɳɟɧɧɸ ɩɪɨɡɨɪɨɫɬɿ ɩɪɨɰɟɫɿɜ ɨɛɫɥɭɝɨɜɭɜɚɧɧɹ. Ȼɭɥɨ ɞɨɜɟɞɟɧɨ, ɳɨ ɞɥɹ ɪɢɧɤɭ 
ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɦɚє ɫɬɪɚɬɟɝɿɱɧɟ ɡɧɚɱɟɧɧɹ, 
ɚɞɠɟ ɫɚɦɟ ɜɨɧɨ ɞɨɡɜɨɥɹє ɡɦɿɫɬɢɬɢ ɮɨɤɭɫ ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɫɬɪɚɬɟɝɿʀ ɜɿɞ ɩɪɨɞɚɠɭ ɩɪɨɞɭɤɬɭ 
ɞɨ ɫɬɜɨɪɟɧɧɹ ɰɿɧɧɨɫɬɿ ɧɚ ɤɨɠɧɨɦɭ ɟɬɚɩɿ ɜɡɚєɦɨɞɿʀ. ɍ ɯɨɞɿ ɚɧɚɥɿɡɭ ɦɿɠɧɚɪɨɞɧɢɯ ɩɪɚɤɬɢɤ 
ɡ’ɹɫɨɜɚɧɨ, ɳɨ ɤɪɚʀɧɢ ɡ ɜɢɫɨɤɢɦ ɪɿɜɧɟɦ ɰɢɮɪɨɜɨʀ ɿɧɬɟɝɪɚɰɿʀ (ɋɒȺ, ɇɿɦɟɱɱɢɧɚ, ȼɟɥɢɤɚ 
Ȼɪɢɬɚɧɿɹ, ɇɿɞɟɪɥɚɧɞɢ) ɚɤɬɢɜɧɨ ɜɩɪɨɜɚɞɠɭɸɬь ɤɨɧɰɟɩɰɿɸ end-to-end journey ɱɟɪɟɡ 
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ɜɢɤɨɪɢɫɬɚɧɧɹ ɚɧɚɥɿɬɢɤɢ ɩɨɜɟɞɿɧɤɨɜɢɯ ɞɚɧɢɯ, CRM-ɫɢɫɬɟɦ ɧɨɜɨɝɨ ɩɨɤɨɥɿɧɧɹ ɬɚ 
ɿɧɬɟɥɟɤɬɭɚɥьɧɢɯ ɩɥɚɬɮɨɪɦ ɤɥɿєɧɬɫьɤɨɝɨ ɞɨɫɜɿɞɭ. Ɉɫɨɛɥɢɜɭ ɭɜɚɝɭ ɛɭɥɨ ɩɪɢɞɿɥɟɧɨ 
ɞɨɫɥɿɞɠɟɧɧɸ ɭɤɪɚʀɧɫьɤɨɝɨ ɪɢɧɤɭ, ɞɟ ɜɢɹɜɥɟɧɨ ɡɧɚɱɧɢɣ ɩɨɬɟɧɰɿɚɥ ɞɥɹ ɪɨɡɜɢɬɤɭ 
ɩɨɞɿɛɧɢɯ ɫɬɪɚɬɟɝɿɣ, ɨɞɧɚɤ ɪɿɜɟɧь ɰɢɮɪɨɜɨʀ ɝɨɬɨɜɧɨɫɬɿ ɬɚ ɫɢɫɬɟɦɧɨɫɬɿ ɭ ɫɮɟɪɿ 
ɭɩɪɚɜɥɿɧɧɹ ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ ɩɨɤɢ ɡɚɥɢɲɚєɬьɫɹ ɨɛɦɟɠɟɧɢɦ. ɍ ɰьɨɦɭ ɤɨɧɬɟɤɫɬɿ 
ɜɚɠɥɢɜɨɸ ɩɪɚɤɬɢɱɧɨɸ ɪɟɤɨɦɟɧɞɚɰɿєɸ є ɧɟɨɛɯɿɞɧɿɫɬь ɫɬɜɨɪɟɧɧɹ ɥɨɤɚɥьɧɢɯ ɦɟɬɨɞɢɱɧɢɯ 
ɩɿɞɯɨɞɿɜ ɞɨ ɦɨɞɟɥɸɜɚɧɧɹ E2E-journey, ɚɞɚɩɬɨɜɚɧɢɯ ɞɨ ɪɟɚɥɿɣ ɭɤɪɚʀɧɫьɤɨɝɨ 
ɩɪɨɦɢɫɥɨɜɨɝɨ ɛɿɡɧɟɫɭ, ɹɤɢɣ ɥɢɲɟ ɮɨɪɦɭє ɫɜɨɸ ɟɤɫɩɨɪɬɧɭ ɨɪɿєɧɬɚɰɿɸ. ɇɚɭɤɨɜɚ ɧɨɜɢɡɧɚ 
ɞɨɫɥɿɞɠɟɧɧɹ ɩɨɥɹɝɚє ɭ ɜɢɡɧɚɱɟɧɧɿ ɭɩɪɚɜɥɿɧɧɹ ɫɩɨɠɢɜɱɢɦ ɞɨɫɜɿɞɨɦ ɹɤ ɰɟɧɬɪɚɥьɧɨɝɨ 
ɟɥɟɦɟɧɬɭ ɦɚɪɤɟɬɢɧɝɨɜɨʀ ɫɬɪɚɬɟɝɿʀ ɜɢɯɨɞɭ ɩɿɞɩɪɢєɦɫɬɜ ɚɞɢɬɢɜɧɨɝɨ ɜɢɪɨɛɧɢɰɬɜɚ ɧɚ ɧɨɜɿ 
ɪɢɧɤɢ. ɐɟ ɞɨɡɜɨɥɢɥɨ ɡɚɩɪɨɩɨɧɭɜɚɬɢ ɿɧɬɟɝɪɨɜɚɧɭ ɦɨɞɟɥь ɫɬɪɚɬɟɝɿɱɧɨɝɨ ɭɩɪɚɜɥɿɧɧɹ, ɹɤɚ 
ɜɪɚɯɨɜɭє ɫɩɟɰɢɮɿɤɭ ɝɚɥɭɡɿ, ɟɬɚɩɧɿɫɬь ɪɨɡɜɢɬɤɭ ɬɟɯɧɨɥɨɝɿɣ ɿ ɞɢɧɚɦɿɤɭ ɩɨɩɢɬɭ ɜ ɪɿɡɧɢɯ 
ɤɪɚʀɧɚɯ. ɉɟɪɫɩɟɤɬɢɜɢ ɩɨɞɚɥьɲɢɯ ɞɨɫɥɿɞɠɟɧь ɩɨɥɹɝɚɸɬь ɭ ɤɿɥьɤɿɫɧɿɣ ɨɰɿɧɰɿ 
ɟɮɟɤɬɢɜɧɨɫɬɿ ɜɩɪɨɜɚɞɠɟɧɧɹ E2E-ɦɨɞɟɥɟɣ ɭ ɩɪɨɦɢɫɥɨɜɢɯ ɤɨɦɩɚɧɿɹɯ, ɚɧɚɥɿɡɿ 
ɩɨɜɟɞɿɧɤɨɜɢɯ ɞɚɧɢɯ ɤɥɿєɧɬɿɜ ɭ B2B-ɫɟɝɦɟɧɬɿ, ɚ ɬɚɤɨɠ ɪɨɡɪɨɛɰɿ ɪɟɤɨɦɟɧɞɚɰɿɣ ɳɨɞɨ 
ɰɢɮɪɨɜɨʀ ɬɪɚɧɫɮɨɪɦɚɰɿʀ ɦɚɪɤɟɬɢɧɝɨɜɢɯ ɩɪɨɰɟɫɿɜ ɧɚ ɩɿɞɩɪɢєɦɫɬɜɚɯ 3D-ɞɪɭɤɭ. Ɉɫɨɛɥɢɜɨ 
ɚɤɬɭɚɥьɧɢɦ ɧɚɩɪɹɦɨɦ ɩɨɞɚɥьɲɢɯ ɪɨɛɿɬ є ɜɢɜɱɟɧɧɹ ɜɡɚєɦɨɡɜ’ɹɡɤɭ ɦɿɠ ɭɩɪɚɜɥɿɧɧɹɦ 
ɤɥɿєɧɬɫьɤɢɦ ɞɨɫɜɿɞɨɦ ɿ ɫɬɿɣɤɿɫɬɸ ɤɨɧɤɭɪɟɧɬɧɢɯ ɩɟɪɟɜɚɝ ɧɚ ɪɢɧɤɚɯ Єɋ ɬɚ ɤɪɚʀɧ, ɳɨ 
ɪɨɡɜɢɜɚɸɬьɫɹ. 
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A comprehensive strategy for promotion 3D printing products into new markets though 
consumer experience management 

The aim of the article. The aim of the article is to generalize the theoretical foundations 
and develop practical recommendations for building a comprehensive strategy for promoting 3D 
printing products to new markets based on the principles of customer experience management. To 
achieve this goal, the following tasks are set: 1) to analyze modern approaches to shaping customer 
experience in the B2B segment of high-tech products; 2) to identify key elements of a 
comprehensive promotion strategy in the context of 3D printing markets; 3) to propose a model for 
integrating customer experience management tools into the marketing strategy of additive 
manufacturing enterprises. 

Analysis results. The article is devoted to exploring the specific features of developing a 
comprehensive strategy for promoting 3D printing products to new markets, taking into account the 
МШЧМОpt ШП МЮstШЦОr ОбpОrТОЧМО ЦКЧКРОЦОЧt. IЧ tШНКв’s ОЧЯТrШЧЦОЧt ШП rКpТНХв ОЯШХЯТЧР КННТtТЯО 
manufacturing technologies, the marketing activities of industrial enterprises are undergoing 
significant transformations, as traditional communication and promotion models no longer ensure 
effective customer engagement in a highly competitive market. The 3D printing sector is 
characterized by a high level of innovation, flexibility in meeting individual customer needs, and the 
ability to quickly adapt production processes to changing market demand. However, these very 
features create new challenges for marketers — the need to build not only a value proposition but 
also a complete customer experience encompassing all stages of interaction with the brand: from 
familiarization with technological capabilities to after-sales service. 

Conclusions and direction for further research. The relevance of this topic is driven by the 
growing role of Customer Experience (CX) in the system of strategic management for enterprises 
operating in the high-tech sector. For companies specializing in additive manufacturing, a 
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comprehensive approach to managing customer interactions has become a key factor for 
differentiation and long-term competitiveness in international markets.  
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