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×èñëî ïðåäïðèÿòèé, èñïîëüçóþùèõ öèôðîâûå òåõíîëîãèè, ñòðåìèòåëüíî ðàñòåò. Íå ÿâëÿåòñÿ èñêëþ÷å­
íèåì è ñôåðà óñëóã. Ñòàòüÿ ïîñâÿùåíà âîïðîñàì èñïîëüçîâàíèÿ öèôðîâûõ òåõíîëîãèé â ñôåðå óñëóã. 
Àâòîðû ðàññìîòðåëè ïðåèìóùåñòâà è óãðîçû, êîòîðûå íåñåò öèôðîâèçàöèÿ.

Â ðåçóëüòàòå âûïîëíåííîãî àíàëèçà óòî÷íåíû ïîíÿòèÿ «öèôðîâàÿ ýêîíîìèêà» è «ñôåðà óñëóã», îáî­
ñíîâàíà íåîáõîäèìîñòü öèôðîâèçàöèè. Óêàçàíû ïðåèìóùåñòâà, ïîëó÷àåìûå çà ñ÷åò èñïîëüçîâàíèÿ 
èííîâàöèîííûõ òåõíîëîãèé êàê äëÿ îòðàñëè, òàê è äëÿ îòäåëüíûõ ïðåäïðèÿòèé: èñïîëüçîâàíèå íîâûõ 
áèçíåñ­ìîäåëåé è ôîðì âåäåíèÿ áèçíåñà; ïîâûøåíèå äîñòóïíîñòè è âîçìîæíîñòè ïðîäâèæåíèÿ óñëóã 
íà ðûíêå âïëîòü äî ìèðîâîãî; ïîÿâëåíèå íîâûõ âèäîâ óñëóã; ïðèìåíåíèå óïðàâëÿþùèõ ñèñòåì, çàìåíÿ­
þùèõ ÷åëîâåêà. Äëÿ îòäåëüíî âçÿòîãî ïðåäïðèÿòèÿ ñôåðû óñëóã ïðåèìóùåñòâà îò âíåäðåíèÿ öèôðîâûõ 
òåõíîëîãèé ìîãóò âûðàçèòüñÿ â âûõîäå íà îïòèìàëüíûé ñåãìåíò ïîòðåáèòåëÿ;  îïðåäåëåíèè ïîòðåáíî­
ñòè êëèåíòà â òåõ èëè èíûõ óñëóãàõ; ïðîåêòèðîâàíèè áîëåå ãèáêèõ óñëóã; ïîâûøåíèè êà÷åñòâà îáñëóæè­
âàíèÿ çà ñ÷åò óëó÷øåíèÿ êîíòðîëÿ áèçíåñ­ïðîöåññîâ; ìèíèìèçèðîâàíèè âðåìåíè âûõîäà óñëóã íà ðû­
íîê; ñîêðàùåíèè èçäåðæåê çà ñ÷åò óñêîðåíèÿ áèçíåñ­ïðîöåññîâ; ìèíèìèçàöèè èçäåðæåê; ïîâûøåíèè 
äîñòóïíîñòè óñëóã ÷åðåç ðàñïðîñòðàíåíèå èíôîðìàöèè â ñîöèàëüíûõ ñåòÿõ; èñêëþ÷åíèè ïîñðåäíèêîâ â 
äîñòàâêå óñëóã ïîòðåáèòåëþ è ñîêðàùåíèè èçäåðæåê, óìåíüøåíèè êîëè÷åñòâà ïåðñîíàëà, âûïîëíÿþùå­
ãî ðóòèííûå îïåðàöèè.

Öèôðîâèçàöèÿ íå òîëüêî äàåò âûãîäû, íî è íåñåò óãðîçû. Ê íèì ìîæíî îòíåñòè ðàçíîãî ðîäà ìîøåí­
íè÷åñêèå ñõåìû, íåðàçâèòîñòü íîðìàòèâíîé áàçû, ñîêðàùåíèå ÷èñëà çàíÿòûõ è èçìåíåíèå ðûíêà òðóäà. 
Êàê ñëåäñòâèå, âîçðàñòàíèå òðåáîâàíèé ê ïëàíèðîâàíèþ íà ñòðàòåãè÷åñêîì, òàêòè÷åñêîì è îïåðàòèâíîì 
óðîâíÿõ. Â ïðîòèâíîì ñëó÷àå ìîæíî ïîòåðÿòü ïðåèìóùåñòâà îò âíåäðåíèÿ öèôðîâûõ òåõíîëîãèé 

Êëþ÷åâûå ñëîâà: öèôðîâèçàöèÿ; ñôåðà óñëóã; èíôîðìàòèçàöèÿ; àâòîìàòèçàöèÿ; áèçíåñ­ïðîöåññû; êîíêóðåíòîñïî­
ñîáíîñòü; òåõíîëîãè÷åñêèå ïðåèìóùåñòâà; óãðîçû äëÿ áèçíåñà; ñòðóêòóðíàÿ ïåðåñòðîéêà; ñîöèàëüíûå ïîñëåäñòâèÿ

Recently, the number of businesses using digital technologies has increased. The service sector is no excep­
tion. The article is devoted to the use of digital technologies in the service sector. The authors reviewed the ad­
vantages and threats of digitalization.

As a result of the analysis, the concept of “digital economy” and “service sector” is clarified, and the need 
for digitalization is justified. The advantages obtained through the use of innovative technologies, both for the 
industry and for individual enterprises, are indicated. In relation to the industry, this will include: the use of new 
business models and forms of doing business; increasing the availability and promotion of services on the mar­
ket up to the world; the emergence of new types of services; the use of control systems that replace humans. As 
a result of the analysis, the concept of “digital economy” and “service sector” has been clarified, and the need 
for digitalization is justified. For a single service enterprise, the benefits of implementing digital technologies can 
be expressed in: reaching the optimal consumer segment; determining the customer’s need for certain services; 
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designing more flexible services; improving the quality of service by improving control of business processes; 
minimizing the time for services to enter the market; reducing costs by accelerating business processes; mini­
mizing costs; increasing the availability of services through the dissemination of information in social networks; 
eliminating intermediaries in the delivery of services to the consumer and reducing costs, reducing the number 
of personnel performing routine operations. 

Digitalization provides not only the benefits but also pose a threat. These include various types of fraudulent 
schemes, an underdeveloped regulatory framework, a reduction in the number of employees, and changes in 
the labor market. As a result, there are increasing requirements for planning at the strategic, tactical and opera­
tional levels. Otherwise, the benefits of implementing digital technologies may be lost

Key words: digitalization; services; informatization; automation; business processes; competitiveness; technological advan­
tages; threats to business; structural adjustment; social consequences

Ââåäåíèå. Â ïåðèîä ïàíäåìèè êîðîíî­
âèðóñà äàëüíåéøèé òîë÷îê ê ðàçâèòèþ 

ïîëó÷èëà öèôðîâàÿ ýêîíîìèêà. Ýòî ñâÿçà­
íî ñ ðåàëèçàöèåé Óêàçà Ïðåçèäåíòà ÐÔ «Î 
ñòðàòåãèè íàó÷íî­òåõíîëîãè÷åñêîãî ðàçâè­
òèÿ Ðîññèéñêîé Ôåäåðàöèè».  Â ÷àñòíîñòè 
îáîçíà÷åíî, ÷òî íà âòîðîì ýòàïå íåîáõîäèìî 
èñïîëüçîâàíèå öèôðîâûõ, èíòåëëåêòóàëüíûõ 
ïðîèçâîäñòâåííûõ òåõíîëîãèé, ðîáîòèçè­
ðîâàííûõ ñèñòåì. Ïîëó÷àåòñÿ, ÷òî  ïðè ïëà­
íèðîâàíèè ìåðîïðèÿòèé ïî ôîðìèðîâàíèþ 
áèçíåñà â ñîâðåìåííûõ óñëîâèÿõ âàæíî ïî­
íèìàòü, ÷òî ìîæåò ïðèíåñòè öèôðîâèçàöèÿ. 
Ýòèì îáóñëîâëåíà àêòóàëüíîñòü ðàññìàòðè­
âàåìîé ïðîáëåìàòèêè. 

Öåëü ðàáîòû – âûÿâëåíèå ïðåèìóùåñòâ 
è óãðîç, êîòîðûå íåñåò öèôðîâèçàöèÿ ïðèìå­
íèòåëüíî ê ñôåðå óñëóã.

Çàäà÷è: 
– óòî÷íèòü ïîíÿòèå «öèôðîâèçàöèÿ»; 
– äîêàçàòü, ÷òî öèôðîâèçàöèÿ – ýòî íî­

âåéøèé ïóòü âåäåíèÿ áèçíåñà â ñôåðå óñëóã; 
– îõàðàêòåðèçîâàòü êîíêóðåíòíûå ïðåè­

ìóùåñòâà è ïðîáëåìû, êîòîðûå ïîëó÷èò áèç­
íåñ ïðè èñïîëüçîâàíèè íîâûõ ýëåêòðîííûõ è 
öèôðîâûõ òåõíîëîãèé â ñôåðå óñëóã.

Îáúåêò – öèôðîâèçàöèÿ áèçíåñà;  ïðåä­
ìåò – èñïîëüçîâàíèå öèôðîâûõ òåõíîëîãèé â 
ñôåðå óñëóã.

Ìåòîäîëîãèÿ  è ìåòîäû èññëåäîâàíèÿ. 
Â ïðîöåññå èññëåäîâàíèÿ ïðèìåíåíû òàêèå 
ìåòîäû, êàê ãèïîòåòèêî­äåäóêòèâíûé – ÷òîáû 
äîêàçàòü èëè îïðîâåðãíóòü ïîëîæåíèå î íå­
îáõîäèìîñòè öèôðîâèçàöèè â ñôåðå óñëóã; 
àíàëèç ðàçíûõ òî÷åê çðåíèÿ íà öèôðîâèçà­
öèþ è ñôåðó óñëóã; ìîíèòîðèíã ïî çàíÿòîñòè 
â ñôåðå óñëóã ñ öåëüþ ïðèíÿòèÿ îïðåäåëåí­
íûõ óïðàâëåí÷åñêèõ ðåøåíèé.

Îòíîñèòåëüíî öèôðîâèçàöèè èìååòñÿ 
äîñòàòî÷íîå êîëè÷åñòâî ïóáëèêàöèé, ìíå­

íèÿ àâòîðîâ î êîòîðûõ î÷åíü ðàçíûå. Öèô­
ðîâàÿ ýêîíîìèêà (Digital Economy) íàöåëåíà 
íà èñïîëüçîâàíèå öèôðîâûõ è ýëåêòðîííûõ 
òåõíîëîãèé. Ýòî, ïî ñóùåñòâó, ñèñòåìà òàêèõ 
ýêîíîìè÷åñêèõ îòíîøåíèé. Ïî îïðåäåëåíèþ 
Âñåìèðíîãî áàíêà: öèôðîâèçàöèÿ – ñèñòå­
ìà ýêîíîìè÷åñêèõ, ñîöèàëüíûõ è êóëüòóðíûõ 
îòíîøåíèé, îñíîâàííûõ íà öèôðîâûõ è èí­
ôîðìàöèîííî­êîìóíèêàöèîííûõ òåõíîëîãè­
ÿõ. Ïî ìíåíèþ àíàëèòèêîâ Gartner, öèôðîâàÿ 
ýêîíîìèêà – ýòî ñîçäàíèå, ïîòðåáëåíèå è 
óïðàâëåíèå öåííîñòüþ, ñâÿçàííîé ñ öèôðî­
âûìè ïðîäóêòàìè, óñëóãàìè è àêòèâàìè â îð­
ãàíèçàöèÿõ. Èìåþòñÿ è äðóãèå îïðåäåëåíèÿ, 
íàïðèìåð: 

1) ýòî ýêîíîìèêà, çàâèñèìàÿ îò öèôðî­
âûõ òåõíîëîãèé [5];

2) ýòî ðûíêè íà îñíîâå öèôðîâûõ òåõíî­
ëîãèé, êîòîðûå îáëåã÷àþò òîðãîâëþ òîâàðà­
ìè è óñëóãàìè ñ ïîìîùüþ ýëåêòðîííîé êîì­
ìåðöèè â èíòåðíåòå [7];

3) ýòî ýêîíîìèêà, ñïîñîáíàÿ ïðåäîñòà­
âèòü âûñîêîêà÷åñòâåííóþ ÈÊÒ­èíôðàñòðóêòó­
ðó è ìîáèëèçîâàòü âîçìîæíîñòè ÈÊÒ íà áëàãî 
ïîòðåáèòåëåé, áèçíåñà è ãîñóäàðñòâà [10].

 Öèôðîâàÿ ýêîíîìèêà ÿâëÿåòñÿ îñíîâ­
íûì èñòî÷íèêîì ðîñòà. Åå èñïîëüçîâàíèå  áó­
äåò ñòèìóëèðîâàòü êîíêóðåíöèþ, èíâåñòèöèè 
è èííîâàöèè, ÷òî ïðèâåäåò ê óëó÷øåíèþ êà÷å­
ñòâà óñëóã, ðàñøèðåíèþ âûáîðà äëÿ ïîòðåáè­
òåëåé, ñîçäàíèþ íîâûõ ðàáî÷èõ ìåñò [6].

Êàêîå áû îïðåäåëåíèå íå áûëî äàíî, 
ñóòü îñòàåòñÿ îäíà. Îñíîâíîå íàçíà÷åíèå 
öèôðîâèçàöèè ñîñòîèò â ðîñòå ïðîèçâîäè­
òåëüíîñòè òðóäà è ñíèæåíèè èçäåðæåê ïðî­
èçâîäñòâà. Ýòî, ïî ñóùåñòâó, ïðîìûøëåííàÿ 
ðåâîëþöèÿ, êîòîðàÿ ïîâëå÷åò ñìåíó ýêîíî­
ìè÷åñêîé ïàðàäèãìû; íîâîå âèäåíèå áèçíå­
ñà, ïîñëåäîâàòåëüíîå óëó÷øåíèå âñåõ áèç­
íåñ­ïðîöåññîâ íà äëèòåëüíûé ñðîê; ïåðåõîä 
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ê ïðîèçâîäñòâó áåç èñïîëüçîâàíèÿ ÷åëîâå÷å­
ñêîãî òðóäà èëè ñ ìèíèìàëüíîé  åãî ýêñïëóà­
òàöèåé.

Âñëåäñòâèå ðàññìîòðåíèÿ âîïðîñà î 
öèôðîâèçàöèè ïðèìåíèòåëüíî ê ñôåðå óñëóã 
ñëåäóåò óòî÷íèòü äàííîå ïîíÿòèå. Ñóùåñòâó­
þò ðàçíûå îïðåäåëåíèÿ ñôåðû óñëóã. Íàïðè­
ìåð, ýòî êîìïëåêñ ïðåäïðèÿòèé, ó÷ðåæäåíèé, 
îðãàíèçàöèé è âèäîâ äåÿòåëüíîñòè, çàíÿòûõ  
ïðîèçâîäñòâîì âñåãî ìíîãîîáðàçèÿ óñëóã, ñè­
ñòåìà îòðàñëåé íàðîäíîãî õîçÿéñòâà, ïðîäóê­
òû, ïîòðåáèòåëüíàÿ ñòîèìîñòü êîòîðûõ âûðà­
æàåòñÿ â ïðåäîñòàâëåíèè óäîáñòâ [4]. Ñåêòîð 

óñëóã ïðåäñòàâëåí â îñíîâíîì ïðåäïðèÿòè­
ÿìè ïèòàíèÿ, ðàçìåùåíèÿ, òîðãîâëè, ñâÿçè, 
áàíêîâñêèìè, ñòðàõîâûìè, êîíñàëòèíãîâû­
ìè è äð. Ïðè ýòîì ïðîèñõîäèò íåóêëîííîå 
ðàñøèðåíèå ñïåêòðà óñëóã, è ñîîòâåòñòâåí­
íî ïîÿâëÿþòñÿ íîâûå âèäû ïðåäïðèÿòèé. Â 
ýòîé ñôåðå âàæíî ïîíÿòü, ÷åãî õî÷åò ïîòðå­
áèòåëü. Íà ðèñ. 1 ãðàôè÷åñêè ïîêàçàíà ñôå­
ðà óñëóã ÐÔ.

Âêëàä ñôåðû óñëóã â äîáàâëåííóþ 
ñòîèìîñòü ñîñòàâëÿåò áîëåå 50 % îò ÂÂÏ. 
Â òàáë. 1 ïîêàçàíà åå äèíàìèêà çà ïåðèîä 
2015–2019 ãã. [2].

Ðèñ.1. Ñòðóêòóðà ñôåðû îáñëóæèâàíèÿ â ÐÔ / Fig. 1. The structure of the service sector in Russia

Òàáëèöà 1 / Table 1

Äîáàâëåííàÿ ñòîèìîñòü ñôåðû óñëóã / Added value of the service sector

Ãîäû / 
Years

Äîáàâëåííàÿ ñòîèìîñòü ñôåðû óñëóã, % îò ÂÂÏ / 
Service sector value added in a percentage of GDP

2015 56,1

2016 57

2017 56

2018 53,5

2019 54
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Àíàëèç äàííûõ òàáëèöû ïîêàçàë, ÷òî äî­
ëÿ ñôåðû óñëóã â ïðîöåíòíîì îòíîøåíèè ê 
ÂÂÏ ñòðàíû ñ 2016 ã. íåóêëîííî ñíèæàåòñÿ. Â 
2019 ã. ïîòåðè ñîñòàâèëè 3 %. Òàêàÿ òåíäåí­
öèÿ ñòàâèò íà ïîâåñòêó äíÿ âîïðîñ î ïóòÿõ 
ïîâûøåíèÿ ýôôåêòèâíîñòè. Ñäåëàòü ýòî âîç­
ìîæíî ÷åðåç öèôðîâûå òåõíîëîãèè. Ïðèìå­
íèòåëüíî ê ñôåðå óñëóã èñïîëüçîâàíèå òàêèõ 
òåõíîëîãèé  ðàññìîòðåíî ó àâòîðîâ N. Kryvin­
ska; Sebastian Kaczor, Christine Strauss; Mi­
chal Greguš [8], Glenn Parry, Oscar Bustinza, 
Ferran Vendrell­Herrero, Nicholas O’Regan 
[9], A. I. Vlasov; V. A. Shakhnov; S. S. Filin; 
A. I. Krivoshein [14], G. Westerman; D. Bonnet; 
A. McAfee [12].

Ðåçóëüòàòû èññëåäîâàíèÿ è îáëàñòü èõ 
ïðèìåíåíèÿ. Ñôåðà óñëóã îïåðèðóåò áîëü­
øèìè îáúåìàìè èíôîðìàöèè, åå îáðàáîòêà 
òðåáóåò îïðåäåëåííûõ ðåñóðñîâ, ÷åì è îáú­
ÿñíÿåòñÿ íåîáõîäèìîñòü èííîâàöèîííûõ ðå­
øåíèé è îáðàùåíèå ê öèôðîâîé òðàíñôîðìà­
öèè áèçíåñ­ïðîöåññîâ äëÿ èõ îïòèìèçàöèè è 
ñîêðàùåíèÿ èçäåðæåê. Ñ ýòîé öåëüþ ñòîèò 
îáðàòèòü âíèìàíèå íà àâòîìàòèçàöèþ ïðî­
öåññîâ ïðåäïðèÿòèÿ – ïðîèçâîäñòâåííûõ, 
óïðàâëåí÷åñêèõ è êîììóíèêàòèâíûõ. Îäíàêî 
àâòîìàòèçàöèÿ â ñëó÷àå ïåðåõîäà íà öèôðî­
âóþ ýêîíîìèêó ïðåäïîëàãàåò íå ïðîñòî ïå­
ðåäà÷ó ôóíêöèé, âûïîëíÿåìûõ ðàáîòíèêàìè 
(íàïðèìåð, àâòîìàòè÷åñêîå ñîñòàâëåíèå çà­
ÿâêè íà ïðîäóêòû, íåîáõîäèìûå ïî ìåíþ íà 
ïðåäïðèÿòèè ïèòàíèÿ), íî è îïòèìèçàöèþ 
ïðîöåññîâ (çà ñ÷åò àíàëèçà ìåíþ è âûáî­
ðà íàèáîëåå âîñòðåáîâàííûõ áëþä). Â ýòîì 
ñëó÷àå òåõíîëîãèè ïîìîãàþò îïòèìèçèðî­
âàòü ïðîöåññ ïåðåðàáîòêè äàííûõ è ïðè­
íÿòèÿ óïðàâëåí÷åñêèõ ðåøåíèé, à èìåííî 
âûáðàòü èç çíà÷èòåëüíîãî ìàññèâà èíôîð­
ìàöèè íàèáîëåå âîñòðåáîâàííóþ, ïîíÿòü 
ïðåäïî÷òåíèÿ ïîòðåáèòåëÿ íà îñíîâå ïåðå­
ðàáîòêè áîëüøîãî ìàññèâà äàííûõ, ýòî ïî­
çâîëèò óìåíüøèòü çàòðàòû íà ìàðêåòèíãî­
âûå èññëåäîâàíèÿ, îñâîáîäèòü ðàáîòíèêîâ 
îò ðóòèííîé ðàáîòû è ïåðåðàñïðåäåëèòü 
íàãðóçêó. Åñëè ïðåäïðèÿòèå íåáîëüøîå 
(ìàëàÿ ãîñòèíèöà), òî íåîáõîäèìîñòü ýêî­
íîìèè ñðåäñòâ ïðîñòî íå ïîçâîëèò âîñ­
ïîëüçîâàòüñÿ óñëóãàìè ìàðêåòîëîãîâ. Îä­
íàêî, ïðèìåíÿÿ ðàçíîãî ðîäà ïðîãðàììû 
àâòîìàòèçàöèè áèçíåñ­ïðîöåññîâ, ìîæíî 
ïîëó÷èòü êîíêóðåíòíûå ïðåèìóùåñòâà äëÿ 
îòðàñëè çà ñ÷åò:

– âíåäðåíèÿ íîâûõ áèçíåñ­ìîäåëåé è 
ôîðì âåäåíèÿ áèçíåñà; 

– ïîâûøåíèÿ äîñòóïíîñòè è âîçìîæíî­
ñòè ïðîäâèæåíèÿ óñëóã íà ðûíêå âïëîòü äî 
ìèðîâîãî;

– ïîÿâëåíèÿ íîâûõ âèäîâ óñëóã, íàïðè­
ìåð êàðøåðèíãà, è, êàê ñëåäñòâèå, èçìåíå­
íèÿ ñòðóêòóðû îòðàñëåé;

– ïðèìåíåíèÿ óïðàâëÿþùèõ ñèñòåì, çà­
ìåíÿþùèõ ÷åëîâåêà.

Åñëè ðàññìàòðèâàòü îòäåëüíûå ïðåä­
ïðèÿòèÿ îòðàñëè, òî ïðåèìóùåñòâà îò âíå­
äðåíèÿ öèôðîâèçàöèè ìîãóò âûðàçèòüñÿ â 
ñëåäóþùèõ ìîìåíòàõ:

– â âûõîäå íà îïòèìàëüíûé ñåãìåíò ïî­
òðåáèòåëÿ; 

– îïðåäåëåíèè ïîòðåáíîñòè êëèåíòà â 
òåõ èëè èíûõ óñëóãàõ;

– ïðîåêòèðîâàíèè áîëåå ãèáêèõ óñëóã;
– ïîâûøåíèè êà÷åñòâà îáñëóæèâàíèÿ çà 

ñ÷åò óëó÷øåíèÿ êîíòðîëÿ áèçíåñ­ïðîöåññîâ;
– ìèíèìèçèðîâàíèè âðåìåíè âûõîäà óñ­

ëóã íà ðûíîê;
– ñîêðàùåíèè èçäåðæåê çà ñ÷åò óñêîðå­

íèÿ áèçíåñ­ïðîöåññîâ ïîñðåäñòâîì óëó÷øå­
íèÿ ëîãèñòèêè (ñôåðà òîðãîâëè è  òðàíñïîðòà);

– ìèíèìèçàöèè èçäåðæåê çà ñ÷åò ìîíè­
òîðèíãà ïðîöåññîâ, íàïðèìåð, ñíèæåíèÿ õè­
ùåíèé â îòåëå, ðåñòîðàíå;

– ïîâûøåíèÿ äîñòóïíîñòè óñëóã ÷åðåç 
ðàñïðîñòðàíåíèå èíôîðìàöèè â ñîöèàëüíûõ 
ñåòÿõ;

– èñêëþ÷åíèÿ ïîñðåäíèêîâ â äîñòàâêå 
óñëóã ïîòðåáèòåëþ è ñîêðàùåíèÿ, òàêèì îá­
ðàçîì, èçäåðæåê;

– óìåíüøåíèÿ êîëè÷åñòâà ïåðñîíàëà, 
âûïîëíÿþùåãî ðóòèííûå îïåðàöèè.

Òåõíîëîãè÷åñêèå ïðåèìóùåñòâà öèôðî­
âèçàöèè:

– íàêîïëåíèå è îáðàáîòêà áîëüøèõ îáú­
åìîâ èíôîðìàöèè;

– âîçìîæíîñòü âåäåíèÿ ðàçëè÷íîé àíà­
ëèòèêè, íàïðèìåð, îïðåäåëåíèå  îïòèìàëü­
íîé àññîðòèìåíòíîé ïîëèòèêè ïðåäïðèÿòèÿ;

– èñïîëüçîâàíèå áàç äàííûõ ðàçíûìè 
îòäåëàìè ïðåäïðèÿòèÿ ðàçìåùåíèÿ, ïèòà­
íèÿ, òðàíñïîðòíîãî îáñëóæèâàíèÿ è äð.;

– ïåðåñìîòð îðãàíèçàöèîííîé ñòðóêòó­
ðû ïðåäïðèÿòèÿ (ñîêðàùåíèå äîëæíîñòåé, 
íåïîëíàÿ çàíÿòîñòü, ðàáîòà íà äîìó).

Íàðÿäó ñ ÿâíûìè ïðåèìóùåñòâàìè äëÿ 
áèçíåñà â óñëîâèÿõ öèôðîâèçàöèè èìåþò ìå­
ñòî ñêðûòûå è ÿâíûå óãðîçû. Ê íèì, â ÷àñòíî­
ñòè, ìîæíî îòíåñòè:

– âîïðîñ ñîõðàííîñòè áàç äàííûõ êëè­
åíòîâ;
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– óâåëè÷åíèå ÷èñëà âðåäîíîñíûõ ïðî­
ãðàìì;

– îòñòàâàíèå íàó÷íûõ ðàçðàáîòîê â ÷à­
ñòè ïðîãðàììíîãî îáåñïå÷åíèÿ, â ðåçóëüòàòå 
÷åãî ïðèõîäèòñÿ èñïîëüçîâàòü  ðàçðàáîòêè 
íèçêîãî óðîâíÿ; êàê ñëåäñòâèå – ÷àñòûå ïðî­
áëåìû â èñïîëüçîâàíèè è èíòåðïðåòàöèè ðå­
çóëüòàòîâ, íàïðèìåð, àíàëèçà äàííûõ;

– ïîÿâëåíèå ðàçëè÷íîãî ðîäà ñõåì ìî­
øåííè÷åñòâà, ñâÿçàííûõ ñ íåðàçâèòîñòüþ çà­
êîíîäàòåëüíîé áàçû.

Ðåøåíèå î ïðèìåíåíèè öèôðîâûõ òåõ­
íîëîãèé ñâÿçàíî ñ îïðåäåëåííûìè ïðîáëå­
ìàìè. Ê íèì îòíîñèòñÿ íåäîñòàòîê ñðåäñòâ 
íà ïðîâåäåíèå ìîäåðíèçàöèè, çàêóïêè îáî­
ðóäîâàíèÿ. Íàïðèìåð, íåáîëüøîìó ïðåä­
ïðèÿòèþ ïèòàíèÿ ñëîæíî ïðèîáðåñòè êîì­
ïüþòåðíóþ ïðîãðàììó çà  äåñÿòêè èëè ñîòíè  
òûñÿ÷ ðóáëåé, êàê ñëåäñòâèå – íàñòîðîæåí­
íîñòü áèçíåñà. Ñëåäñòâèåì  ìîäåðíèçàöèè 
áèçíåñ­ïðîöåññîâ ÿâëÿåòñÿ ñíèæåíèå êîëè­

÷åñòâà çàíÿòûõ, óâåëè÷åíèå óðîâíÿ áåçðàáî­
òèöû è íåîáõîäèìîñòü ïåðåîáó÷åíèÿ êàäðîâ. 
Ýòî, áåçóñëîâíî, òàèò óãðîçó. Íåîáõîäèìî 
ó÷èòûâàòü ðàçìåð óùåðáà è âåðîÿòíîñòü åãî 
íàñòóïëåíèÿ. Ñôåðà óñëóã ïîãëîùàåò áîëü­
øîå êîëè÷åñòâî íèçêî êâàëèôèöèðîâàííûõ 
òðóäîâûõ ðåñóðñîâ è çà÷àñòóþ ðåøàåò ñîöè­
àëüíûå ïðîáëåìû â ðåãèîíàõ. 

Â èññëåäîâàíèè ðàññìîòðåíà äèíàìèêà 
÷èñëåííîñòè çàíÿòûõ â ðàçíûõ îòðàñëÿõ ñôå­
ðû îáñëóæèâàíèÿ çà ïåðèîä 2005–2018 ãã. 
Âíåäðåíèå ðàçíîãî ðîäà ïðîãðàìì â ðàçâè­
òèå áèçíåñà è ôðàãìåíòàðíàÿ öèôðîâèçàöèÿ 
èìåëà ìåñòî â ýòè ïåðèîäû. Íóæíî ïîíèìàòü, 
÷òî íåîáõîäèìîñòü èííîâàöèé õîòÿ áû ÷à­
ñòè÷íî ïðèíÿòà.

Äèíàìèêà çàíÿòûõ â íåêîòîðûõ ñôå­
ðàõ îáñëóæèâàíèÿ çà ïåðèîä ñ 2005 ïî 2017 
ãã. ïðåäñòàâëåíà íà ðèñ. 2. Äàííûå ïîëó÷åíû 
ïóòåì ðàñ÷åòîâ íà îñíîâå ìàòåðèàëîâ Ôåäå­
ðàëüíîé ñëóæáû ãîñóäàðñòâåííîé ñòàòèñòèêè.

Ðèñ.2. ×èñëî çàíÿòûõ â ðàçíûõ îòðàñëÿõ ñôåðû îáñëóæèâàíèÿ çà ïåðèîä  2005–2017 ãã. / 
Fig. 2.  Number of employees in various service sectors for the period from 2005 to 2017

Àíàëèç ïîêàçàë, ÷òî âñå ðàññìîòðåííûå 
îòðàñëè ñôåðû óñëóã, çà èñêëþ÷åíèåì ìåäè­
öèíû è îáðàçîâàíèÿ, ïîêàçàëè ïðèðîñò ÷èñëà 
çàíÿòûõ. 

Äèíàìèêà çàíÿòûõ â 2017, 2018 ãã. â íå­
êîòîðûõ ñåêòîðàõ ñôåðû óñëóã ïîêàçàíà â 
òàáë. 2, 3.
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Òàáëèöà 2 / Table 2

Äèíàìèêà çàíÿòîñòè â ñôåðå ïðåäîñòàâëåíèÿ íåêîòîðûõ óñëóã â 2017, 2018 ãã. / 
Dynamics of employment in the provision of certain services in 2017, 2018

×èñëåííîñòü
òûñ. ÷åë / 

Size Number 
of thousand 

people

Îòðàñëè / Industries

2017

Âñåãî / in total 229 2331 557 529 773 11383

Ìóæ÷èí / men 188 371 54 96 164 3494

Æåíùèí / women 41 1960 503 432 609 7889

2018

Âñåãî / in total 195 2428 550 527 873 11611

Ìóæ÷èí / men 164 417 55 97 218 3646

Æåíùèí / women 31 2010 495 430 654 7966

Òàáëèöà 3 / Table 3
×èñëåííîñòü ðàáîòíèêîâ ñôåðû îáñëóæèâàíèÿ è òîðãîâëè, îõðàíû ãðàæäàí è ñîáñòâåííîñòè 

â 2017, 2018 ãã. / Number of employees in the service and trade sector, protection of citizens and property 
in 2017, 2018

×èñëåííîñòü
òûñ. ÷åë / 

Size Number 
of thousand 

people

Ðàáîòíèêè ñôåðû îáñëóæèâàíèÿ è òîðãîâëè, îõðàíû ãðàæäàí è ñîáñòâåííîñòè / 
Employees of the service and trade sector, protection of citizens and property

2017

Âñåãî / in total 2614 5586 809 2374 1172 138 25

Ìóæ÷èí / men 406 933 39 2116 73 18 11

Æåíùèí / women 2208 4653 770 258 1099 120 14

2018

Âñåãî / in total 2588 5736 814 2474 1167 135 20

Ìóæ÷èí / men 404 999 37 2205 72 14 10

Æåíùèí / women 2184 4737 777 269 1095 121 10
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Àíàëèç ïîêàçûâàåò, ÷òî çàíÿòîñòü â 2017, 
2018 ãã. ïî ðàçíûì îòðàñëÿì ñôåðû îáñëóæè­
âàíèÿ ðàçëè÷íà. Îòðèöàòåëüíóþ äèíàìèêó, 
ïîêàçàëè: ñïåöèàëèñòû­òåõíèêè, èõ ñòàëî íà 
14,85 % ìåíüøå; ñëóæàùèå îáùåãî ïðîôèëÿ 
è îáñëóæèâàþùèå îôèñíóþ òåõíèêó – 1,26 %; 
ñëóæàùèå ñôåðû îáñëóæèâàíèÿ íàñåëåíèÿ 
ïîòåðÿëè  0,4 %. Íà íàø âçãëÿä, ñîêðàùåíèå 
ñâÿçàíî ñ ïåðåðàñïðåäåëåíèåì ðàáîòíèêîâ 
è ïåðåõîäîì íà àóòñîðñèíã.

Ñðåäè îòðàñëåé, ïîêàçàâøèõ ïîëîæè­
òåëüíóþ äèíàìèêó, ñëóæàùèå, çàíÿòûå ïîäãî­
òîâêîé è îôîðìëåíèåì äîêóìåíòàöèè, ó÷åòîì 
è îáñëóæèâàíèåì, ïðèáàâèëè 4,16 %. ×èñëî 
ðàáîòíèêîâ ñôåðû îáñëóæèâàíèÿ è òîðãîâëè, 
îõðàíû ãðàæäàí è ñîáñòâåííîñòè óâåëè÷è­
ëîñü íà 2 %. Ïîñëåäíèé ñåêòîð ïðåäñòàâëåí 
ðàçíûìè îòðàñëÿìè, èõ äèíàìèêà ðàçëè÷íà.
Ïðè ýòîì äîëÿ óâåëè÷åíèÿ â ðàçíûõ ñåêòîðàõ 
ðàçíàÿ â ñôåðå èíäèâèäóàëüíûõ óñëóã. Òàê, 
ïîòåðÿëè 1 % çàíÿòûõ ðàáîòíèêè ñôåðû èí­
äèâèäóàëüíûõ óñëóã, ÷èñëî ïðîäàâöîâ óìåíü­
øèëîñü íà 16,7 %, ïðèñëóãè è óáîðùèêîâ â 
2018 ã. ñòàëî ìåíüøå íà 0,5 %, à ïîìîùíèêîâ 
â ïðèãîòîâëåíèè ïèùè – íà 2,2 %.

 Â òî æå âðåìÿ ÷èñëî òåõ, êòî îêàçûâà­
åò óñëóãè ïî èíäèâèäóàëüíîìó óõîäó, óâåëè­
÷èëîñü íà 0,6 %, à  îñóùåñòâëÿþùèõ îõðàíó 
ãðàæäàí è ñîáñòâåííîñòè – íà 4,2 %.

Ïðè ðàññìîòðåíèè äèíàìèêè çàíÿòûõ ïî 
ãåíäåðíîìó ïðèçíàêó çà 2017 è 2018 ãã. îòìå­
÷åíî, ÷òî âåëè÷èíà ïðèðîñòà ðàáî÷åé ñèëû 
ó æåíùèí ìåíüøå, ÷åì ó ìóæ÷èí. Òàê, äîëÿ 
ñëóæàùèõ â ñôåðå îáðàáîòêè öèôðîâîé èí­
ôîðìàöèè è ó÷åòà ìàòåðèàëüíûõ öåííîñòåé 
ñðåäè æåíùèí óâåëè÷èëàñü âñåãî íà 7,38 %, 
â òî âðåìÿ êàê ñðåäè ìóæ÷èí – íà 32,92 %; 
à ñðåäè ðàáîòíèêîâ ñôåðû îáñëóæèâàíèÿ 
è òîðãîâëè, îõðàíû ãðàæäàí è ñîáñòâåííî­
ñòè ðîñò äîëè çàíÿòûõ ó ìóæ÷èí ñîñòàâèë 
4,35 %, à ñðåäè æåíùèí – âñåãî 0,97 %. Äî­
ëÿ çàíÿòûõ ñïåöèàëèñòîâ­òåõíèêîâ ó ìóæ­
÷èí óìåíüøèëàñü íà 13 %, à ó æåíùèí – íà 
24,4 %. ×èñëî ñëóæàùèõ îáùåãî ïðîôèëÿ, 
îáñëóæèâàþùèõ îôèñíóþ òåõíèêó, ñðåäè 
ìóæ÷èí óâåëè÷èëîñü íà 1,85 %, â òî âðåìÿ 
êàê ñðåäè æåíùèí ñîêðàòèëîñü íà 11,6 %. 
Îòñþäà ìîæíî ñäåëàòü âûâîä, ÷òî «æåíñêàÿ 
çàíÿòîñòü» â ñôåðå óñëóã ïîäâåðæåíà áîëü­
øèì èçìåíåíèÿì.

Â ïåðèîä ïàíäåìèè êîðîíîâèðóñíîé 
èíôåêöèè íàáëþäàëñÿ ðîñò ÷èñëà çàíÿòûõ â 
ñôåðå èíòåðíåò­òîðãîâëè. Â íåêîòîðûõ ãîðî­
äàõ âîçíèêëè ïðîáëåìû ñ äîñòàâêîé òîâàðîâ 

âñëåäñòâèå íåõâàòêè êóðüåðîâ. Ýòîò ôàêò ïî­
êàçàòåëåí. Ñôåðà óñëóã áûñòðî ïðèñïîñàáëè­
âàåòñÿ ê èçìåíåíèÿì ðûíêà. Ïî ïðîãíîçàì 
àíàëèòèêîâ, â áëèæàéøèå 20 ëåò èñ÷åçíåò ïî­
òðåáíîñòü â òóðàãåíòàõ, ò. ê. íà ñàéòàõ òóðîïå­
ðàòîðîâ ñàì êëèåíò ìîæåò ñäåëàòü çàêàç òó­
ðà. Ñîãëàñíî èññëåäîâàíèÿì, 43,9 % ðàáî÷èõ 
ìåñò ìîæíî ñîêðàòèòü, åñëè â Ðîññèè áóäåò 
ïðèìåíåíà îäíîìîìåíòíàÿ àâòîìàòèçàöèÿ 
[1]. Êîíå÷íî, ïîÿâëåíèå ðîáîòîâ­âîäèòåëåé 
è óáîðùèêîâ ìîæåò âûòåñíèòü ýòîò ñåãìåíò 
ðûíêà çàíÿòîñòè. Îäíàêî ïîëíàÿ çàìåíà ÷å­
ëîâåêà íåâîçìîæíà, ò. ê. òàêèå ýêñïåðèìåíòû 
óæå áûëè è âûçâàëè íåäîâîëüñòâî ãîñòåé, â 
÷àñòíîñòè, â ãîñòèíè÷íî­ðåñòîðàííîì áèç­
íåñå. Â òî æå âðåìÿ ýòà ñôåðà àêòèâíî ïðè­
ìåíÿåò öèôðîâûå òåõíîëîãèè. Íà íàø âçãëÿä, 
áîëüøèå âîçìîæíîñòè èìåþòñÿ â ïðåäîñòàâ­
ëåíèè îõðàííûõ óñëóã.

Îïðîñ ñðåäè ðóêîâîäèòåëåé ìàëîãî è 
ñðåäíåãî áèçíåñà, ðàáîòàþùèõ â ñôåðå óñ­
ëóã, ïîêàçàë, ÷òî âñëåäñòâèå èñïîëüçîâàíèÿ 
èííîâàöèîííûõ òåõíîëîãèé ÷èñëî çàíÿòûõ íå 
ñóùåñòâåííî èçìåíèòñÿ (1...2 %). Àíàëèòèêà, 
ïðåäñòàâëåííàÿ Áþðî òðóäîâîé ñòàòèñòèêè 
ÑØÀ, äàåò ïðîãíîç íå áîëåå 10 % [3]. Îäíàêî 
ïîäñ÷åòû ïðîèçâîäèëèñü â öåëîì äëÿ âñåõ îò­
ðàñëåé ýêîíîìèêè. Ñòðóêòóðíàÿ ïåðåñòðîéêà 
ñôåðû óñëóã – ýòî íåïðåëîæíûé ôàêò, è ñ íèì 
íåëüçÿ íå ñ÷èòàòüñÿ. Ñôåðà óñëóã, ïðèñïîñà­
áëèâàÿñü ê èçìåíèâøèìñÿ óñëîâèÿì, ìåíÿåò 
ðûíîê çàíÿòîñòè, êîòîðûé  âûíóæäåí ðåàãè­
ðîâàòü íà âûçîâû ñîâðåìåííîñòè. Îäíàêî 
ðå÷ü èäåò ñêîðåå î âûñâîáîæäåíèè ðåñóðñîâ 
äëÿ âûïîëíåíèÿ äðóãèõ âèäîâ ðàáîò è îêàçà­
íèÿ óñëóã, óìåíüøåíèÿ äîëè ðóòèííûõ îïåðà­
öèé â ñôåðå óñëóã è î ïåðåäà÷å ïðîöåññîâ íà 
àâòîìàòèçàöèþ. Ýòî îáóñëîâèò ñïðîñ íà ïî­
âûøåíèå óðîâíÿ êâàëèôèêàöèè. Íàïðèìåð, 
âìåñòî 3...4 óáîðùèêîâ îñòàâèì îäíîãî, íî 
ðàáîòà áóäåò ìåõàíèçèðîâàíà è ýòî ïîòðåáó­
åò äðóãèõ íàâûêîâ.

Òàêèì îáðàçîì, íà ïîâåñòêå äíÿ áóäóò 
ñòîÿòü âîïðîñû î ïåðåðàñïðåäåëåíèè âûñ­
âîáîäèâøèõñÿ ðåñóðñîâ è èõ ïîñëåäóþùåãî 
ïåðåîáó÷åíèÿ, à ýòî çíà÷èò, ÷òî íåîáõîäèìà 
ïðîäóìàííàÿ âçâåøåííàÿ ïîëèòèêà â ýòîì 
âîïðîñå. Ïðåæäå âñåãî, âàæíà àíàëèòèêà â 
îáëàñòè âîñòðåáîâàííûõ ïðîôåññèé, â ðå­
øåíèè âîïðîñîâ, ñâÿçàííûõ ñ îðãàíèçàöèåé 
îáó÷åíèÿ, ðàçðàáîòêîé íîðìàòèâíî­ïðàâî­
âîãî çàêîíîäàòåëüñòâà, íàïðèìåð, â îáëàñòè 
íîðìèðîâàíèÿ òðóäà âñëåäñòâèå íåïîëíîé 
çàíÿòîñòè, èñïîëüçîâàíèÿ äèñòàíöèîííûõ 
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ôîðì ðàáîòû è äð. Âàæíî ðåøàòü ýòè âîïðî­
ñû áûñòðî, ÷òîáû íå äîïóñòèòü çíà÷èòåëüíî­
ãî ðàçðûâà âî âðåìåíè, ÷òî ìîæåò ïîâëå÷ü 
ðîñò ñîöèàëüíîé íàïðÿæåííîñòè .

Çàêëþ÷åíèå. Ðåçþìèðóÿ ñêàçàííîå, îò­
ìåòèì, ÷òî ïðåèìóùåñòâà îò öèôðîâèçàöèè 
äëÿ ñôåðû óñëóã î÷åíü îáøèðíû è ïðèâåäóò ê 
òàêèì íîâûì òðåíäàì, êàê: 

– ïîÿâëåíèå íîâûõ âèäîâ óñëóã; 
– áîëüøàÿ ãëóáèíà  äîñòóïà ê óñëóãå (ïî­

ëó÷åíèå  åå íåçàâèñèìî îò òîãî, ãäå íàõîäèò­
ñÿ ïîòðåáèòåëü, è âðåìåíè çàêàçà); 

– ôîðìèðîâàíèå  íîâûõ ôîðì âçàèìî­
îòíîøåíèé ìåæäó ïîñòàâùèêîì è ïîòðåáè­
òåëåì; 

– ïðîíèêíîâåíèå ñôåðû óñëóã â îòðàñëè, 
îòíîñÿùåéñÿ ê ïðîìûøëåííîñòè.

Ïðèìåíåíèå èíôîðìàöèîííûõ òåõíîëî­
ãèé ïîçâîëèò ñôåðå óñëóã ïîëó÷èòü äîïîëíè­
òåëüíûå êîíêóðåíòíûå ïðåèìóùåñòâà, â òîì 

÷èñëå çà ñ÷åò òðàíñôîðìàöèè áèçíåñ­ïðî­
öåññîâ. Ýòî êàñàåòñÿ êàê îòðàñëè â öåëîì, òàê 
è îòäåëüíûõ ïðåäïðèÿòèé. Íàðÿäó ñ ïîçèòèâ­
íûìè ìîìåíòàìè öèôðîâèçàöèÿ òàèò óãðî­
çû, ñâÿçàííûå ñî ñòðóêòóðíîé ïåðåñòðîéêîé, 
ðàçâèòèåì íîâûõ ñõåì ìîøåííè÷åñòâà è ñî­
êðàùåíèåì çàíÿòîñòè, ÷òî ñòàâèò íà ïîâåñòêó 
äíÿ âîïðîñû ïëàíèðîâàíèÿ íà ñòðàòåãè÷å­
ñêîì, òàêòè÷åñêîì è îïåðàòèâíîì óðîâíÿõ. 
Îáðàùàåò íà ñåáÿ âíèìàíèå íåñîâåðøåí­
ñòâî íîðìàòèâíî­ïðàâîâîãî ðåãóëèðîâà­
íèÿ, íåîáõîäèìîñòü ðàçðàáîòêè ïðîãðàìì, 
ñâÿçàííûõ ñ îáó÷åíèåì è ïåðåïîäãîòîâêîé 
êàäðîâ è ðåøåíèÿ ðàçíîãî ðîäà ñîöèàëüíûõ 
ïðîáëåì. Ïîñëåäíèå âûçâàíû ïåðåðàñïðå­
äåëåíèåì ðåñóðñîâ âñëåäñòâèå ñòðóêòóðíîé 
ïåðåñòðîéêè ñôåðû óñëóã. Ðåøåíèå äàííûõ 
ïðîáëåì êðàéíå âàæíî, â ïðîòèâíîì ñëó÷àå 
ìîæíî ïîòåðÿòü ïðåèìóùåñòâà îò âíåäðåíèÿ 
öèôðîâûõ òåõíîëîãèé.
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