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1 Beryn
1. BBenenns

"Yu 6u nazusacme ye sk npomuciogicme 4.0 (na yoni 3 Himeuuunoro),"
Ipomucnosuti Inmepnem "(na uoni 3 CIIIA) uu 6i3nec, ax 3a62cou, 1l02o He
MOXMCHA YHUKHYmu".

Haran Po6incon, renepanbanii qupextop The Leadership Network

[uTaTa BMIE 11€albHO MiJACYMOBYE KOHTEKCT cuTyamii, B skid Groba BV
ONMHUJIACS HA CHOTOIHIIIHIA JE€Hb, TAKOXK AK 1 OyAb-IKUI 1HIINI MPOMHUCIOBUN
BUPOOHMK. PiBeHb TEXHOJIOTIYHOTO PO3BUTKY MOCTIMHO 3pOCTae, 1o 3abe3rnedye
CIIBBIHOIIICHHS 13 BUMOTaMH KJI€HTIB. B ocTaHHI POKM KUIBKICTh MOYKJIMBOCTEH
Uis 300py JaHUX 3HAYHO 3pOCiia, IO CTBOPIOE MOXKIMBOCTI AJII BU3HAUYEHHS
OCHOBHHMX IPUYMH HEBJIa4, MPoOJIEeM Ta HEJOJIKIB B PEXKUMI peanbHOro yacy. Ille
OJIHE TPEHJOBHM CIIOBOM B JaHHUIl yac € cepBeTH3allis, Bce Ounblie 1 Oiablie
KOMIAaHIi mepexoAsTh BiA KJIACHYHOI MPOAaXy MPOAYKTY JI0 MPOJAAXy IMOCIyTH
3aMICThb I[OTO.

Ha nanuii MOMEHT OJMH 3 TPOBIAHMX CBITOBUX BHUPOOHUWKIB OOJaIHAHHS JIS
00pobku cupy Groba BV notpumyethcst kimacuuroro migxonay. OmgHak, 6epydu 10
yBary 3rajiaHi TeHACHLIi Ta MPUAMaIOYH IO yBaru 3aliKaBJICHICTh I€IKUX KIIIEHTIB,
KEPIBHMIITBO KOMIIaHii 3allikaBJcHEe Y BUBUYCHHI MOXKIMBOCTEH, HamaHux Industry
4.0 ta Big Data ananitukoro. [Ipobiema 3 HUM B TOMY , IIT0 3HAYHI OOCATH JaHUX,
310paHuX KOMIAaHIEI0, HE IEPETBOPIOIOTHCA B 1H(POPMALIiIO 1 HE BUKOPUCTOBYIOTHCS
JUIs TOTO , 00 CKOPOTUTH Yac MPOCTOK 1 300iB. B nmaHuii 4yac peakTuBHE
00CIIyrOByBaHHSI BUKOPUCTOBY€ETHCS KIIIEHTAMM, SIKI B OCHOBHOMY KOHTaKTYIOTh 3
KOMIIAHIEIO JIMIIE Y TUX BUMAAKaX, KOJIM BOHU HE MOXKYTh CAMOCTIHHO BIIOPATUCH 3
npoOemoro. Jlestkuii BiICOTOK KIIIEHTIB BUMarae HaJICHJIaTh iM OJIOKU JaHUX, 1100
BOHU Oynu mpoanaiizoBani ix IT-memapramenTtu. BiamoBinHo, 4epe3 BiJCYTHICTD
3B'SI3KY 3 KJII€EHTaMH IIOAO OOCIYroByBaHHsS, Hapaszl HE3pO3yMuUIO, IO CIiJ
3alpOINOHYBATH ISl CTBOPEHHS LIIHHOCTI JIsI KJII€HTIB.

OT1xe, OakaHU pe3ysbTaT - I1e O13HEC-MOJIENb CEPBICY 11arHOCTUYHOTO TEXHIYHOTO
00CJIyTOBYBaHHsSI Ha OCHOBI IHTEJCKTyaJlbHUX AAT4YMKIB. [[7 HOCSITHEHHS METU
IpOeKTy OyJe BUKOHAHO AeKUIbKa 3axoAiB. Ilo-mepiue, 30BHILIHE CEepEAOBHIIE,
30KpeMa, TEXHIYH1 Ta EKOHOMIUYHI (pakTOpH, Oyje MPOaHai30BaHO 1I0/I0 CEPBICHOTO
00CIIyroByBaHHs Ta MoOxiauBocTted  mpomucioBocti 4.0. Ilo-mpyre, anamis
BHYTPIIIHIX JAaHUX Ta iX BUKOPUCTaHHSA OyJe MPOBEIECHO Ta MPOJOBKEHO
JOCIIDKCHHSIM MOTEHIIMHOT CHIBOpaIll 3 TMOCTaYaJbHUKOM 1HTEJIEKTYaJIbHUX

pimens. [lo-TpeTe, aHami3 OviKyBaHb CHOXXHMBadiB OyJe HaJaBaTUCS Ha OCHOBI
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ONuTYyBaHb Ta 1HTEpB't0. Hapemri, Oyae po3pobieHa Oi3HeC-MOjelb HOBOI
CEPBICHOT'O MPOIIO3HUIILIi.

Ha 3akiHueHHS, Y TOJOBHOMY PO3AUIL AOMOBIAl OyayTh BHKJIQACHI MIJCYMKH Ta
pexomenpgarii. OcTaHHI JBa pO3AUIM JaAyTh BIANOBIAL HAa OCHOBHHUU
JOCIITHULIBKUYN 3anmuTaHus: " fAka € ocummezdamua 6izHec-mooenv 0ns cepsic-
OPIEHMOBAHOI NPONO3UYiti w000 00CNY208Y8AHH KIIEHMIB, ONUPAIOYUCL HA
cucmemu MOHIMOpUH2y 0 diaeHoCmu4Ho2o obcayeosysanns mawun? . OTKe,
I[IHHICTh IIOTO 3BITy TMOJSATAE Y BUCBITJICHHI KJIIOYOBUX oOmacteir misi Groba 3
TOYKH 30py PO3UIMPEHHS CBOiX 013HEC-MOMIIMBOCTEH NUISXOM HaJaHHS TOCTYT 3
TEXHIYHOT'O OOCITyTOBYBaHHS Ta KOHTPOJIIO , BIJMOBIAHO, OTPUMAHHS J10JATKOBOL
HIHHOCTI B o4Yax KJiieHTiB. KpiM TOro, pesyiabTaTd ILbOro 3BITY OyayTh
BUKOPHCTOBYBATHUCS JIJIS TOAIBIIIOTO IJIAHYBaHHS IMPOEKTY Ta BIPOBAHKEHHS HOTO
pe3ynbTaTiB KBami(piKOBaHUMH (axiBLUSAMH.



2. Onuc xommaHii

Y HacTyITHOMY pO3AUT OMHCYETHCS KOMIIAHIS, SIKa € OCHOBHHM IPEAMETOM
JOCITITHUIIBKOTO MPOEKTY. 3 O1bIr HiX 40-piaanm nocsigom, Groba BV € ogaum 3
IPOBITHUX CBITOBUX BUPOOHUKIB OOsagHaHHs i1 00poOku cupiB. OOnanHaHHSA
Groba MOkHa 3HaMTH y BCiX MPOBIIHUX KOMIIAHISIX 3 MEPepoOKH CUPY B CBITi. Y
1977 pomi Groba moOymyBaina CBOO NEPIITy MalluHy, CIEIadbHO MPU3HAYCHY JIJIS
nepepoOku cupiB. 3 UM BeryrnoM, Groba 3akjiajga OCHOBY JUIsl MEXaHIYHOI Ta
aBTOMATUYHOI MepepOOKU CUPIB y TOJUIAHACHKIM MOJOYHIA TpoMHCIOBOCTI. Odic
KOMITaHii po3TamoBaHuid nopyy 13 moce EiinnxoBeH-MaactpuxTt, y Henepsepri ,
JlimOypr, Hinepmanau, kyau ioro Oyno nepeezeHo B 2015 pomi 3 Ittervoort
PO3TANIOBAHOTO B Tiii xe nposinii. (Moxan Bimtemc, ocobucra koMyHikaris, 2018)

VY 2012 pomi " Groba" mepeiiHsuia BCi MOB'si3aHI 3 CHPOM BHAM JiSJIBHOCTI Ta
texnosorii Bim " Hendriks HandsFree Cheese Handling", mo orosocuB mpo
OaHKpYTCTBO. 3aBsSKA TakoMmy MpuadaHHio, kommnaHig Groba 3Moria po3mUpUTH
mporpamy JOCTaBKU Ta MOCUIIUTH MO3UIIT Ha puHKY. B octanni poku Groba 3Ha4HO
pPO3IIMPUB CBiil CBITOBUH PHUHOK, PO3BUBAIOYM TOTYXKHY BCECBITHIO MEPEKY
areHTiB. BiAmoBIIHO B JaHWH Yac KOMITaHis OTPUMYE MPUOIU3HO 6 MIJILHOHIB €BPO
B SKOCTI JoXxoay Bix mpoekTiB. Himepnanau Tta benbris po3risgaroThes SK
BHYTpIIIHIN pruHOK 11 Groba 1 BUpoOsitoTh 0Ju3bK0 15% npubyTKy BiJ MPOIaxiB,
Toxi sk iHmi 85% mponaroThes 1m0 BekoMy cBiTy. (Moxan Bimremc , ocobucre
cniiakyBaHHs, 2018)

[Tpodins kKoMIaHii CKAaAAETHCS 3 IIUPOKOTO CIIEKTPY BUCOKOSKICHUX MAIUWH JJIs
CUpPO MOPILIIOHYBAaHHS, p13aHHs, HApPI3aHHS, PELIITKH, 1€POJIHYBAHHSA 1 PO3CHUIIKH.
Bci 3ragani MamumHH MOXYTh OyTH 00'€HaHi a00 I1HTErpoBaHI B TOBHICTIO
aBTOMATU4HI cucteMu oOpoOku cupy. ['o0BHA MeTa KOMIaHI1 - MIKITyBaTUCS PO
cBOiX Kii€HTIB. OCKIIBKH 00poOKa CHpy BHUMarae 0aratro 4acy Ta Jye BHCOKOTO
pIBHS TirieHHU, BaxxiMBo, mo6 Groba Hands-Free Cheese Handling nepeitnsB Bci i
3aBJaHHS BiJ KJIi€eHTIB. Mamuman s oOpoOKM CcHUpPy Ha 3aMOBJICHHS
BUTOTOBIIAIOTHCSL BUKJIIOYHO Ha OCHOBI MOTPEO KIIIEHTA Ta 3a0€3MeUyl0Th BEITUKY
Mapxy mpoaykTty. Lle poOUThCS MIISXOM MEpPEeKIIaly BUMOT JI0 SKOCTI KJIIEHTIB Y
aBTOMATH30BaHY CHUCTEMY, fIKa IIJIKOM BiAMOBigae UM BuUMOraMm. OCKUIbKH
KOMIAaHisi Ma€ HEOOXITHI 3HAHHS MPO MPOIYKT, MOCBIAUYEHI IHXKEHEPU TOYHO
3HAIOTh, SIK BAlll MPOAYKT Pearye B Pi3HUX CUTYallisIX Ta MPHU PI3HUX TeMIIepaTypax.
L1e o3nayae, mo nmpoayktu Groba MOKyTh OyTH 11€aJTbHO PO3MIIIEH] Y BUPOOHUYIHNX
JHISAX 3aMOBHHKA.

Hapemiri, rpyna Groba cknagaerbest 3 6mm3bko 40 criBpoOiTHUKIB. CTPYKTYpy
MOYKHA PO3UIUTH Ha: 1HKEHEPIB-MEHEKEPiB, BIAMOBIAATBHUX 3a PO3POOKY HOBHUX
NPOAYKTIB Ta YIOCKOHAJICHHS TIOMEpPEeIHiX BepCii, po3poOKy MmporpaMHOro
3a0€3MeueHHs] JUIsi MAalllMH Ta YIPaBIIHHA HHUMH; B TPOAAXKIB, SKUN
MPEJCTaBIIsA€ MPOJAXKHY MIsUTBbHICTh KoMIaHii Groba ; CepBICHI 1HXKEHEpHU, sKi
3aiiMalOThCs BCTAHOBJICHHSIM MAIIIMH, 1HTErpalli€lo B iICHYHOYi BUPOOHMYI JIiHIT Ta
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o0ciyroBpyBaHHsM; (axiBili, fKI MpaIOTh Yy CHIBIOpalll 3 I1HXEHEpaMHu Ta
IPOBOAATH PY4YHY poOOTy 3 MallMHaMu; O(IiCHI MpaliBHUKH, BIAMOBIJANbHI 32
Oyxranarepchkuid 00K, KOOPAMHALIIIO MK JAeTapTaMeHTaMH Ta IePCOHAIIOM.



3. Onuc npoexry
1) Buznauenus npobiaemu:

GROBA BV € oguum 3 nIpOBiJIHUX TPABIIB y rany3i 00poOKH cHupiB, 110 Oa3yeThes
B Nederweert , Hinepnanau. Kommnanis 3acaoBana B 1977 potii 1 IponoHye HIMPOKUAN
ACOPTUMEHT MAIMH BUCOKOi SIKOCTI IS JEMOJITH3AIli Ta JIe-0XOJOJKEHHS,
MOPIIIOHYBAHHSI, PO3pI3aHHA Ta MOJPIOHEHHS CHPY, SIKI MOXKYTh OyTH 00'€lHaHI B
MOBHOIIIHHI BUPOOHMUY1 CUCTEMH JjIsl 00poOKu cupiB. B octanHi poku Groba 3Ha4HO
po3LIMpHIIa CBi pUHOK Ta 1HBECTYBaB y BCECBITHIO MepexKy areHTiB. binbiie 80%
3arainpHO1 poaykKuii Groba eKcrnopTyeThesl O BChOMY CBITY B Oibil Hik 60 Kpain
CBITY.

GROBA BV mnpononye pi3Hi BUAN JTOTOBOPIB MPO TEXHIYHE OOCITYTrOBYBaHHS IS
JUCTAHLIMHOTO MOHITOPUHIY Ta TEXHIYHOTO OOCIyroByBaHHS. 3 OISy Ha IIE,
cTBOproeThesi B2B-cepBic 1, BIAMOBIAHO, HE TUIBKU JOJATKOBHM NpHOYTOK, a U
J0/laHa IIHHICTh 175 KiieHTa. [Ipore mpobnema 13 BiagadeHUM TEXHIYHUM
00CITyrOBYBaHHSM 1 OJTHOYACHO CUMITTOM OCHOBHOI MTPOOJIEMU TOJIATAE B TOMY, 110
B JaHUN 4Yac B pa3l HECHPABHOCTI MPOIEC PEMOHTY OOJIATHAHHS MPOBOIUTHCA
MpariBHUKaMU BHUPOOHHYOTO IMIAMPUEMCTBA IMiJI KEPIBHUIITBOM I1HXKEHEPIB
nporpamHoro 3abe3nedeHHss GROBA, a y Bumaaky skmo npoOiemMu He
BUpimyroThes, GaxiBiui GROBA inyTs y BUpOOHUIITBO, 10O BUPIIIUTH ii Tam, 110
3HaYHO 30UIbIIYyE Yac MPOCTOI Ta 3MEHUIye 1oxia kiieHTa. Cama mpobiema
NOJISITa€ B TOMY, IO ii MOXHA 3a100IrTH, pO3pOOJISIIOUH CTPATETIIO 11IarHOCTUYHOTO
MOHITOPHHTY Ta MIATPUMKH, SKa BXKE BHUKOPUCTOBYETHCS B IHIIHUX Taly3sx
IIPOMUCIIOBOCTI, afne me He po3pobieHa kommaniero GROBA. OcHoBHa nepeBara
CHUCTEMHU [[IarHOCTHYHOTO MPOTHO3YBAHHS - 3amoOiraHHs HECMOJIBaHUM 3005M
oOJaHaHHs, IUIIXOM MOHITOPUHTY JaHUX B pealbHOMY 4acl Ta iX MOPIBHSIHHS 3
ICTOPUYHUMHU JTAaHUMHU, OTPUMAHUMU PaHillle, 3 BUKOPUCTAHHSAM JTAHUX PO3YMHHX
JMATYMKIB JUIsl HaJlaHHA 1HQOpMaIlli Mpo pPO3ropTaHHS aKTHBIB, BUKOPUCTAHHS Ta
CIIOXKMBaHHS pecypciB. BinnosinHo, mpoOiema Moxe OyTH JIETKO MEepeTBOpeHa B
MOJKJIMBICTh CTBOPEHHS JOJATKOBOi IIHHOCTI TOCIYT, M0 MOXE TaKOX OyTH
KOHKYPEHTHOIO nepeBaroto. [[puunHoro npodiiemMu € Te, 110 J1aHi, 0 HAIXOIATh Bijl
IHANKATOPIB MAaIllMH, PEECTPYIOThCS, ale HE MepeAaroThcs B iH(oOpMmariio, sKi
MOXXYTh OyTH BHKOPHCTaHI SK BiAMpaBHAa TOYKa IJS CIYyXOU MOMEepeaHbOro
TEXHIYHOTO 00cmyroByBaHHs. KpiM Toro, maHi JOoCcTaBiIeHI KOPUCTYBayaM JIMIIIE B
pasi 3amuTIB 3 X CTOPOHU. BIAMOBITHO 0 TOTO, 3AHIINAETHCS HE3PO3YMIIUM , 10
SIKOTO PiBHS CEPBIC MOXK€E MOTEHIIITHO OYTH PO3BUHYTHM.

Takum YMHOM, OCHOBHUM IIMTaHHAM I[OCJ'IiI[}KeHHH € TaKHM.

Axa € socummesdamua 6izHec-mooensb 0Jisi cepBic-OpiEHMOBAHOT NPONO3UYIL WOOO
00CTY208Y6aHHS  KIIEHMIB, ONUPAIOYUCL HA — CUCTEMU MOHIMOPUHZY  OJis
0IACHOCMUYHO20 0OCTY208)8AHHI MAUWUH?

2) CTyneHTChKE 3aBJIaHHS:
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CtyneHT BiANOBIIA€ 3a PO3POOKY O13HEC-MOEII sl CEPBICY HA OCHOBI: CUCTEMax
MOHITOPHHTY JJiIi MPOTHOCTUYHOTO OOCITYTOBYBaHHS MAIlWH, MPO(UIaKTUIHUX
cucremax. biibu Toro, cTyieHToM Oy/Je TaKOX MPOBOAUTHCS JOCTIIKEHHS 111010
OUIKyBaHb CIIOXKHBauiB, 100 3'ICyBaTH, SIKUH THUI OOCIYrOBYBaHHS IJIsl HUX €
KpammMm . 30CepeKYIOUnCh Ha IUIbOBUX KIIIEHTaX, K1 BOJOJIIOTh MallTUHAMM, L0
CTBOPIOIOTH JaHi, 1 [u1st sikux OEE Bigirpae BaxxiauBy poiib, Oyzie IPOBEIECHO KiIbKa
IHTEPB'IO0 3 METOIO 3'sICYBaTH, Y BOHH TOTOBI JI0 BUCOKOSKICHUX CEPBICHHX PIIICHbD,
TaKuX SK JIarHOCTHMYHE TEXHIYHE OOCIyroByBaHHs, a00 SIKIIO BOHU BiJJAOTh
nepeBary HaJaHHIO JaHuX, 310paHux MammHamu. OcCTaTO4YHMIA pe3ynbTar Oyne
MpECTaBICHUN Y BUTJISAI 3BITY KEPIBHUIITBY, 1 BIH CKJIQJAETHCS 3 JOCIIKEHb Ta
HACTYHUX PeKOMEHAAIIH, 10 0a3yI0ThCsl HA OCHOBHOMY MPOOJIEMHOMY MUTAaHHI, a
TAKOX OUIbII KOHKPETHUX JIOCHIJIHMUIIBKUAX MHTaHb, C(QOPMYJIbOBAHUX Y
JTOCITITHUIIBKOMY TT1AXO/I].

3) Mera npoekTy:

OCHOBHUM 3aBJaHHSIM, OTXKE, METOI TPOEKTy € po3poOka Oi3Hec-cTparerii
JIarHOCTUYHOTO OOCIYTOBYBaHHSI y BIJMOBIJHOCTI 3 OYIKYBAaHHAMH IIJIOBUX
KJIIE€HTIB, sika Oyne 3amyiiena jo aumnHs 2018 poky. Lls Mera BuMaratume BUBYEHHS
OUIKyBaHb CIIOKMBauiB, PO3BUTKY IIJIX0Ay OOCIYroByBaHHS IIOJI0 HHUX Ta
Bu3HaueHHs BianoBigHux KPIS s oTpuMaHHS Ta BUKOPUCTAHHS, 1100 HaJaaTu
BIJITYK KJIIEHTY Ta CBOEYACHO MOMepeakaTu ioro. Lle 3a6e3rneunTs MOKIMBICTD JUSt
in Time oOciyroByBaHHsI 3a JOMOMOTOI JIAaHUX IHTEJICKTYaJIbHUX JATYHKIB Ta
MOHITOPUHTY CTaHy 3a fonomoroto 10T cuctem , mo npussene 10 30utbeHHs OEE,
ONTHUMI3alli pO3MOALLY PECYPCIB Ta 30IbIICHH] TOCTYITHOCTI AKTUBIB JJIs1 KJIIEHTA.
Kpim Toro, me 30utbiuTh piBeHb 3anyyeHHs GROBA g0 omepamiil kiieHTa,
BIJIMOBITHO KJII€EHTCHKOT IIHHOCTI KOMIIaHIi Ta CTBOPEHHSI KOHKYPEHTHOT IIepeBar.

[e BKJIFOUaTHME MPEACTABHUKIB BIAUTIB 30yTy Ta iHkuHIpUuHTy komnaHii GROBA
BV, siki BUKOpUCTOBYBAaTUMYTh KIHIIEBHI PE3yJbTAaT y BUIJISAL PEKOMEHJAIT SK
BUXIJTHY TOYKY JJIS HACTYIHOI peai3allii TeXHIYHOI KomaHjow. OxpiM
MpeICTaBHUKIB KOMIIaHIi, IbOBUMH uynTayeM € Onekciit Banentunosud JIromboB,
KU OLIHATH 1er 3BIT. Uepes rinobansHi omeparlii GROBA reorpadiuna o6macts
HE 3a3HayceHa, ajie MPOCKT OOMEXKYEThCS JUIINEC THM KII€HTaM, SKi BOJIOAIIOTH
MaIIMHAMH, K1 MOKYTh TeHepyBatu Aadi, 1 e OEE Bigirpae BaxxauBy poib.

4) JlocaiAHUABKAN T IX 1T

Pi3Hi mocmigHUIBKI METOAM Ta MOJCHTI MOBHHHI OyTH PETEIhbHO BHWBYEHI, 100
BIJIMOBICTH Ha OCHOBHUU HayKOBHWH 3amuT "Axa € socummezdamua OizHec-mooennb
07151 cepBic-0pieEHMOBAHOI NPONO3UYIL OO0 0OCTY208Y8AHHS KILIEHMIB, ONUPAIOYUCD
Ha cucmemu MOHIMOPUH2y 0Jis1 Oild2HOCMUYHO020 00cHy208y8anHs mawun?" . Jlns
Toro, mo0 po3movyaTd 3 ILOTO, HEOOXIJHO BIJIMOBICTH HA HACTYMHI ITUTaHHS
JOCIIKEHHS, 11100 JOCATTH METH MpoeKTy. [loTiM MeToIu AOCIIIPKEHHS] KOKHOTO
3 JIOCTHITHULBKUX TIMTaHb OYIyTh TPOBOJAUTHUCA B XOJIl IONEPEIHHOTO



poscaigyBanus. Kpim Toro, Oyne noscHeHO, YoMy pe3yibTaTH IHUX JOCIIAHULIBKUX
NUTaHb € aKTyaJIbHUMU JJIs BUPIIICHHA O13Hec-3a7aui.

1) Ske moroune 3oBHimHE cepenouiie GROBA cTocoBHO cTpaTterii cepBiCHOTO
o0cIyroByBaHHs?

2) Sk naHi MOXYTb OyTH KOPUCHUMH JUISI KJTI€EHTA?
2.1 Slka moTouHa cutyaris y Groba momo cepBicHOro 00CIyroByBaHHS ?

2.2. Slkum yactuHaMm oOJiagHaHHS Mae OyTH TIpUIlJIeHa HalOuIbIIa yBara
1010 PU3UKY BIIMOBH?

2.3 Sk moxHa 3actocoByBaTH mnpuHIUnu I[loT nns cTBOpeHHS Mepexi
IHTEJIEKTYaJIbHOTO MOHITOPUHTY?

2.4 Slka iHdopMmarrist Moxke OyTH oTpumaHa 3 HasBHUX naHux? (KPI)

3) Jlo sikoro piBHS CepBicHE OOCIYrOBYBaHHS Ma€ WTH BIAMOBIAHO 10 I[LTHOBUX
kiieaTiB GROBA?

3.1 XT0o MOXe BBa)KaTHUCS LUIBOBUM KIIEHTOM JIJIi HaJaHHS JOJATKOBUX
OoCITyr?

3.2. SIki pi3H1 TUIM OPOrpaM TEXHIYHOTO OOCIYTOBYBAHHS CJIIJl PO3TJIIHYTH?

3.3 [llo moTpiOHO KJi€HTaM, iX OUYIKYBaHHS Ta BHUMOTH IIOJI0 CEPBICHOTO
o0cIyroByBaHHs?

4) SIxi acnextu O13HEC-CEPBICIB MOXYTh JOTMOBHHUTH ICHYIOUY YTOJy MpPO PiBEHb
o0cIyroByBaHHs?

4.1 SIxi cepBicHI POMO3HUIIIT TOBUHHI OYTH PO3pO0JIEHI HA OCHOBI BUCHOBKIB
3 MONEPEAHBOTO AHAIIZY?

4.2. SIx moBuHHA BUTIsAAATH Oi13HEC-MOJENb, 100 3poOUTH ii IIHHOIO
MPOTIO3UIIEIO JJI KITIEHTIB?

Jlai, y monepeaHboMy JOCHIKCHH] Oy/1e IpeicTaBlIeHa METOIMKA, 1110
3aCTOCOBYETHCS JUISI KOXKHOTO IMMUTAHHS JOCHIDKCHHS B qucepranii. [lutanus
JOCTiKEHHs Oye Bka3zaHo sk RQ.

RQ 1: Sike moroune 3oBHimHs cepenoBuimie GROBA cTocoBHO cTparerii
CepPBiCHOI0 00CJIYrOByBaHHA?



JUia mouyaTky MnoTpiOHO MPOBECTU AOCIIIKEHHS MOTOYHOTO MAaKPOEKOHOMIYHOIO
cepenoBuma GROBA crocoBHO 0o6ciyroByBanHs . HaimommpeHimmii miaxia 10
aHami3y 3arampHoro kiimary - 1ie a"ami3 PESTEL. Ilpore BmIMB MOMITHYHHX,
couianpHux Ta exosoriyHux acnekTiB PESTEL wa omnepamii cepBicHOTO
oocimyroByBanHss GROBA € BimHOCHO HHU3bKMM. BpaxoByrounm Te, 1O B
JOCITIJKEHH] OyIyTh JOCIHIKEHI €KOHOMIYHUN KJIIMAT Ta TEXHIYHUU KIIMaT, sIKi
BimBaloTh Ha GROBA. Pesynpratét OynyTh BKiIouaTd B ce0e MOIUIAJ Ha
CEpBITAIlI}0 3 EKOHOMIYHOT TOYKH 30pYy Ta MOTOYHI TEXHIYHI TEHACHIIT B ranysi, 3
ornsay Ha Industry 4.0.

RQ 2: SIx nani MOKyTh OyTH KOPUCHMMHU JJIA KJIi€HTa?

Jns1 Toro, 11100 BiAMOBICTH Ha 1€ MUTaHHS TOCTIKEHHS, HEOOX1THO PO3/IITUTH HOTO
Ha JoTupH mijgeranu. [lepir 3a Bce HEOOX1AHO 3'sICYBaTH, SK1 1aHi 30UPaAIOThCS Ha
JaHUM MOMEHT, 1 SIKI JaHi, MOJJIHMBO, 6y,Z[YTI> 310paHi mpu HEOOXiIHOCTI.
OtpumaHuil pe3ysibTaT BUIUIMBAE 3 I1HTEPB'IO 3 PO3POOHUKOM MPOTPAMHOTO
3a0e3MnedeHHs MaHoM BaH JieH bomem. [1o-npyre, BUKOPHUCTOBYIOUYH IOCTYIIHI JIaHi,
HEOOX1THO 3'sCyBaTH HAWOLIBII TUIIOB1 HEB/AYl, X MPUYMHHU, IIAHCH 1X BUSBICHHS
Ta B3araJi MoBeaiHKy BiaMOB. [1o-TpeTe, 11 Toro, moob 3'1cyBaTH, K1 JaHI MOXKYTh
OyTH BUTATHYTI Ta OOpOOJEHI 3 BUKOPUCTAHHSAM I1HTEICKTyaJIbHUX JAaTYMKIB Ta
xmapuux(cloud) mepex, HeoOXiTHO MpoaHaTi3yBaTH MOTEHIIHHY CHIBIPALIO 3
noctadyanbHukamMu Groba kommaniero SPIE, siki MOXyTh 3amponoHyBaTH pO3yMHI
pimenHs. [lo-ueTBepre, npu 3acTOCYBaHHI BIANOBIAEH 3 MONEPEHIX MII3AMUTAHb,
iH(popmarlis, sika Moxe OyTH OTpMMaHa 3 JaHuX, Oyzae 3a3HaueHa. lle Oyne
sniicHioBatucs y hopmi KPIS, siki 30uparoThes 3aBepinTy BianoBias Ha RQ 2.

RQ 3: Jlo sikoro piBHs cepBicHe 00C/IyroByBaHHSl Ma€ WTH BiANOBiAHO 10
miboBuX KiIieHTiB GROBA?

[Ilo6 BiAMOBICTH HA II€ JOCIIIKEHHS, CIOYaTKy HEOOXITHO BHM3HAYWUTH, XTO €
IJTLOBUMU KJIIEHTAMHU JIJIs1 TEXHIYHOTO 00CIIyroByBaHHs. OTxe, aHalli3 cerMeHTaIlli
KJIIEHTIB Oy/1e MPOBOAMUTHCS, 1 HA OCHOBI XapaKTEPUCTHK KIIEHTIB Oyjie po3po0IeHO
omutyBaHHA. [IpoTe mepenm OMUTYBaHHSAM, aHANI3 MO0 ICHYIOYHX IpOTpam
TEXHIYHOTO OOCIYroByBaHHs Oyjae 3aBepiieHo. B TpogoBKEHHS, BIUIUB TaKUX
cTpaTerii Ha 3aMOBHHUKIB Oyjae 3actocoBaHo mofo Bumaaky GROBA 1 nami
MIPOaHaJi30BaHoO, MO0 OyTH Yy3rOJKEHHM 3 ONMUTYBaHHAM. ONUTYyBaHHS MOBHUHHO
OyTd pO3pOOJIEHO TakWM YHWHOM, IIO0 UiTKO OyJlno OTpUMAaHO OCHOBHI
XapaKTepUCTHKH, OakaHHA Ta TMOTPeOM  KIIE€HTIB  IIOJ0  CEPBICHOTO
obcnmyroByBanHs. Kiieatn 6yayTh mpoindopMoBaHi 3a3a1eriap il 4aC BUCTaBKU
Anuga B KeinbHi, m00 B35TH y4acTh Y MallOyYTHhOMY ONMUTYBaHHI. Takox, KpiM
OTMUTYBaHHS JIJIsl KUIBKOX KIJIIEHTIB, IHTEPB'I0 3 OJIHUM 13 KJIFOUOBHX KIIIEHTIB OyJie
MaTH MiCIl€ 1 BUKOPHUCTOBYBAaTUMETHCS SK OCHOBHE JDKEpEeso JUIs BIJAMOBIJI Ha
mi3anuTadasa 3.



RQ 4: SIki acnekTH 0i3Hec-cepBiciB MOXKYTh JOMOBHUTH iCHYIOUY Yroay Npo
piBeHb 00CJIyroByBaHHs1?

YerBepTe 1 OCTAaTOYHE JOCTIAHMUIIBKE MUTAHHS OyAe 30CepeIKEeHO Ha CTBOPEHHI
HOBOI O13HEC-MOJIeNi AJIsi CepPBICY SIK JIOTIYHOTO pe3yJbTaTy Beiel nucepTamii. s
BOT0 CHOYAaTKy Oy/e 3a3Ha4€HO CTPYKTYPY YTOAH HpO piBE€Hb OOCIYrOBYBaHHS.
Kpim Toro, Oyne chopmMyapr0BaHO Ta 3aCTOCOBAHO HOBE 3HAYCHHS MMPOTIO3UILIT 11100
CTPYKTYpPH yroJi Ipo piBeHb 00ciayroByBaHHs. [lo-apyre, Ha mijcTaBl pe3yJbTaTiB
nonepeaHiX JIOCTITHUIIPKUX MUTaHb, OyJie CTBOPEHO Ta 3alpONOHOBAHO HOBY
IPOMO3UILII0 Oi3HEeC-MofeNni, MO0 CTBOPUTH TBEPAY I[IHHICTH MPOMO3UINT AJiA
CEPBICHOTO JIIarHOCTUYHOTO 0o0CnyroByBaHHS MalIMH Ha OCHOBI JIaHHUX
IHTENEKTyaJIbHUX JAaT4MKIB Ta 310paHuX ICTOPUYHUX JAHHUX, IO CTOCYETHCS
cepBeTH3allii.



4. TeopeTu4Hi 0CHOBH

Y nacmynnii 2naei 6yoyme npeocmaeneni, nopienrweamu ma eudoupamu
meopemuyHi KoHuenuyii, Ha AKi Oazyemovca usa mesza. Tomy Mertomosoris,
BUKOPHCTAHA y 3BITI JUIsl IOCATHEHHS METH MPOEKTy, Oynae mpeacrapieHa. biibi
TOT0, TEOPETUYH1 KOHLIETIIIi Ta METOJ0JIOT1s1 OyAyTh MOSICHIOBATUCS 1110J10 KOKHOTO
nociiakeHHs. Haperti, OCHOBHI TEpMIHM Ta BU3HAYEHHsI, BUKOPUCTaHI B POOOTI,
OyIyTh TTOSICHEHI.

4.1. TepMiHu Ta BU3HAYEHHS

CepBic - 1€ AisAIbHICTE a00 cepis 3axoAiB OUIBII-MEHII HeMaTepiaabHOTO
XapakTepy, Kl 3BHUYaiHO, ajieé HE OOOB'A3KOBO, BIIOYBAIOTHCS Y B3a€EMOJIII MIXK
KIIIEHTOM 1 CITy>KO0O0BIIAMH Ta / abo ¢i3uuHUME pecypcaMu ado ToBapamu Ta / abo
CHUCTEMOIO TOCTaYaIbHUKA TIOCIYT, siKa € pimeHasM mnpobiem kmieHTa (Christian
Gronroos , YpaBiiHHS OCTyraMu Ta MapkeTuHry, Lexington Books, JlekcinrTon,
Mass., 1990). [Tocayru MoXKHa pPO3AUTUTH Ha: MOCIYTH 3 HaJaHHS IpaB, MOCIYTH 3
JI0JTaHOIO BAPTICTIO, MOCIYTH 3 YIIPABIIIHHS aKTUBaMHU, JJ0JIATKOB1 TOCIIYTH, TIOCITYTH
ayTCOPCHHTY OI13HEC-TIPOIIECiB, PO3YMHI MOCIYTH, MHporpamMHe 3a0e3lEeUcHHS B
SKOCTI CEepBICY, KEpOBaHl TMIOCIYTd, KOHCYJIbTAIIHI TOCIYTH, PIIICHHS
IHTErpOBAHUX MPOIYKTIB JJIsl NpoAyKTiB ( Zeithaml , Zeithaml V A. et al., 2014).

CepspiTH3allia - CTpaTeriyHe pIIIEHHS 1 MEpPEeMIlIeHHs BUPOOHUKOM, 3 METOIO
M1JBUIIICHHS! KOHKYPEHTOCTIPOMOXHOCTI, IIUIIXOM JAu(depeHiialii Ha puHKY MOCTyT
npoaykty (Slack, 2005). InmmMu cnoBamu, 1€ 1HIIMI cnioci® Oi3HEc-Mojeni, sKa
pealizye MociIyru B MPOMO3UIIiAX KommaHid. TepMiH servitization B OCHOBHOMY
BIJIHOCHUTHCS 710 KoMIaHiit B2B, ockinbku kommnaHii-BupoOHUKH B2C B OCHOBHOMY
MPOTIOHYIOTh TOCIYTM SK 3BUYAlHI, TaK 1 JOJATKOBI. THIIOBUMH NPHUKJIAIaMH,
MOXXYTh OyTH TapaHTii, MOCTaBKU, MOHTax a0o0 ¢iHaHCOBI npono3ullii. HaBmaku,
w11 B2B-koMnaHii - 1€ MOXKJIMBICTDb 30UIBIIMTH I[IHHICTH IS CBOIX KJIIEHTIB,
MPOMOHYIOYM IIUPII MPOMO3UIi Ta PIZHOMAHITHICTh BJACHUX JIOXOJIB Ta
npudyTkiB. Hanpukia, HaOUTBIIT MOMTMPEHUMH TIPUKIIAaMU 00CITyrOBYBaHHS, €
kommnaHig IBM, sika moBHICTIO mepeiiiia BiJi MPOMO3HUIIT KOMIaHii 0 HaJaHHS
nocnyr, 1 kommadis Canon, sfKa BHSIBWIA, IO BHUTITHIIIE pPO3POOIATH Ta
BIPOBA/IP)KYBATH KOHIICMI[IIO "TUIATH 32 BUKOPUCTAHHSA'", a HE BUMAAKOBI MPOJaXKi
IpyKapcbkoro obmnanHanssd, 1 GE, sika B manuii yac otpumye 43% noxony ta 80%
npuOyTKy BiJl OCTYT, MOB's3aHuX 13 nmociyramu (Price Point, 2014).

Benuki nani - 11e TepMiH, KU BAKOPUCTOBYETHCS MPU HAOOPI JaHUX, SIKI € TAKUMHU
BEJIUKMMHM Ta CKJIQJHAMH, IO BaXKKO iX OXONHUTH, 30epiraTd, KepyBaTH Ta
aHaJi3yBaTH, 3a JIOTIOMOI'OI0 THUIIOBUX MpOrpamMHUX 3aco0iB 0a3 ganux (McKinsey
Global Institute, 2011). OaHak 1€ CTOCY€EThCS BEIMKOI CKJIaJIHOCTI, @ HE BEJIUKOIO
obcsary. Sk nmpukiau, naxi, 310paHi 3 COTeHb JaTYUKIB Ha JIITaKy, 0€3yMOBHO, MOYKHA
po3rIsgaTH SK BEJIWKI JlaHi, ajieé HaclpaBll BOHM MalOTh BIJHOCHO HEBEJIHKI
po3mipu. HatroMicTh, MeJlia TOTOKOBI Ta TeJIEKOMYHIKaIliiiH1 KOMITIaHi1, BUPOOJISIOTh
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netabati gaHux, ane ayxke crpykryposani. (MIKE 2.0); Benuki maHi, MawoTh
BEJIMYE3HMI TOTeHUiad y cdepli po3apiOHOI TOPriBii, OXOPOHH 3I0POB'A,
JIEP’)KaBHOTO CEKTOpy Ta BHpoOHHUITBA. lle m03BONsie 30upaTu OUTBIN JETaTbHY
iH(popMaLliI0 PO BCl MpolecH, poOuTh 1HGOPMAIliI0 MPO30POI0 Ta KOPHUCHOIO,
JoTioMarae, 3 TOYKHM 30py MPOTHO3YBAaHHs Ta YHPaBIIHCHKHUX pimeHb. Hapemrri,
BUPOOHUKH, SIKI BUKOPUCTOBYIOTh BEJMKI JaHI BiJ JAATYMKIB, 34aTHI CTBOPIOBATU
CEepBICHI CITy)0u, 100 3armooirTi 3005M, TIEPIT HI)K BOHU CTAJIUCSA, 1 3a0€3MeUnTH
oe3nepebiiiny podory. (McKinsey Global Institute, 2011).

[areprer peuerr ( 10T ) - me Mepexa JaTYWKIB 1 MPHUIIANiB, BCTAHOBJIICHUX HA
¢b13nyHuX 00'€KTax, 1 TeUyTh BEIUYE3HI OOCITH JaHUX, 3 HUX, HA KOMI'IOTEp s
aHai3y, BAKOPUCTOBYIOUHM OJIUH 1 TOM K€ IHTEPHET-NMPOTOKOJI. THIHN 3acCTOCYBaHHS
MOXHA PO3JIIUTA Ha JB1 Kareropii: 3 MeToro i1H(opmalli Ta aHamzy abdo
aBTOMaTH3allli Ta KOHTPOJIO. 3aranoM, mnpuHnunu "[HTepHETY pedeit”,
3aCTOCOBYIOTHCS JIJIS IT1/IBUINICHHS €()eKTUBHOCTI BUPOOHUIITBA, HAIIMHOCTI MAIIIHH,
MOCTIHHOTO 3aI100IraHHs HECTIPAaBHOCTSAM Ta HeOe3meKkaM, a BiIOBIIHO MiHIMI3aIlii
30uTKiB, pusnkiB Ta Butpat. (McKinsey Quarterly, 2010)

[TpomucnoBicts 4.0 - iHmWMI crnoci® 3BepHeHHs M0 I0T, komm MoBa e mpo
BupooHunTBo (3irdpin Jaiic, 3actynmauk ronosu Pobept bomr, 2013 p.). Konneniris
Industry 4.0, chpopmyaroBana ypsaoM HiMeduuHu, 3 METOIO BUSIBJICHHS 4€TBEPTOI
MIPOMUCIIOBOT PEBOJIIOLIIT, IO BI0YBAETHCS 3apa3 Ta HAJEKUTH JI0 TUX e raTy3eBUX
TexHojorid, mo ¥ loT , ajne 3 pi3HUMH HUISIMHU. ( Jyimxki ne bepnapaini ,
BUKOHABUM qupekTop Autoware 2015 poky)

4.2 Teopis, 1oB's13aHa 3 KOHTEHTOM

JI1s movaTKy, AeKUJIbKa TEOpiil ,BUMArarTh JOCTIKEHHS, 1100 OyTH J10/IaTKOBUMHU
JUISL OCHOBHHMX JOCIIJKEHb. Jleski 3 HUX, HE MAalOTh MIIXOAAIINX aJIbTEPHATHUB, 1
JesiKl 3 HUX, TOBUHHI OYTH TOpPIBHSHI 3 1HIIMMHU. METOJ0JI0Tis, BUKOPUCTAHA B
IbOMY 3BiTi, BKJIIOYA€ CUTYyaIlliHy, MAlIMHHUN 301, MOBEIIHKOBUI aHaNi3 Ta
KOHIIETIIII0 O13HEeC-MOJICNIOBaHHS, IS JOCSITHEHHS OCTATOYHOIO pPE3ysbTary,
BU3HAYCHOTO IUJTbOBUM 3aBIaHHSIM MIPOCKTY.

4.2.1. CutyaniifHuii aHami3

Jlyis yCHiIHOTO 3a70BOJICHHS MOTPEO KIIEHTIB, (ipMa, TOBHHHA BU3HAYMUTH, SIK
BHYTpIIlIHI, TaK 1 30BHIIIHI YMHHUKH, TEHJEHLIi, CUJIM Ta YMOBH, SIKI MOXYTb
BIUIMHYTH Ha €(QEeKTUBHICTH Oi3Hecy Ta BHOIp BiAmoBigHOI cTparterii. Tomy, Taki
YUHHUKH, BUSBIISIOTHCS HA OCHOBI, CHCTEMAaTHUYHO 310paHUX Ta BUBYEHUX, MUHYJIUX
1 TenepimHix nanux (American Marketing Association, 2008). 3rifHo 3 IPUKIaI0M
nociipkeHHss Harvard Business Review, icHye Tpu cmocobu 300py Ta aHamizy
iH(opMalii Mpo BHYTPIIIHI Ta 30BHIIIHI CEPEAOBUINA, 3 IKUMU CTUKAETHCS (Pipma:
anam3 5C, anamiz npomucioBocti Porter Five Forces i1 SWOT-ananiz. OcHoBHa
MeTa, ToJISITae B TOMY, 11100 po3i0paTH JaHi, Ikl HE MaltOTh 3HAYCHHSI JIJIs1 PUHHSATTS
pimeHHs i pykoro. O1xke, OyayTh OMKCaH1 BC1 CATYaTUBHI METOIU aHaJi3Yy.
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https://translate.google.com/translate?hl=ru&prev=_t&sl=en&tl=uk&u=http://www.autoware.it/en/

[To-nepme, anamiz 5C, sk CKJIQJAa€Tbcsi 3 S5 BHUMIPIB: KOMIAaHIsA, KIIEHTH,
KOJIA0OpaHTH, KJIiMaT / KOHTEKCT Ta KOHKYpeHTH. SC - 11e pO3LINpPEeHHs, TONePEIHBO
po3pobieHoro anamizy 3C, ske oxommoe numie 3 BuMipu, Taki sk Komrmasis,
Knientn, Konkypentu. Haiikpamum crnocoOoMm, TpoBeIeHHS IOCHIIKEHb, Ha
camMOMy IiJITPUEMCTBI, € aHaI3 AUTOBOI CTpaTerii, aCOPTUMEHTY, IMIJKY Ha pPUHKY,
piBHSL TEXHOJOTIH Ta JOCBiNY, KyJIbTypu Ta MLiJIed. AHami3, BKIIOYAE, OLIHKY
MOTOYHOI, BHKOPHUCTOBYBAaHOi Oi3HEeC-MOJENI Ta TOTCHIIMHUX cdep as
BJIOCKOHAJICHHS. AHaII3 KJIIEHTIB O3HAa4Ya€ JOCIIKEHHS 1X CIIOAiBaHb, epeBar Ta
noTpeo, 1100 BOHU MOriau OyTH BUKOHaHMMH. BoHa, MOXe 30cepenuTu yBary, Ha
pi3HuX cepax, 3a1exHO B cenudikalili 10caiHuIbKOT koMmiaHii. KomadopaHTy,
MOXYTh OYTH NOCTayajJbHUKaMH, areHTaMu, AUCTpUO'toTopamu ado AUTOBUMHU
napTHepaMu, sIKi MiATPUMYIOTh KOMIIaHIi0, 3 METOO IMiJABUIIEHHS SKOCTI Ta SIKOCTI
MPOIaXKiB, O13HEC-MOKIMBOCTEN, CTBOPEHHS 1/1e¥ Tomo. KiiMatr a0 KOHTEKCTHUM
aHai3, HEOOX1/IHI JJIS PO3YMIHHS 30BHIIIHHOTO CEPEIOBUINA, B SKOMY KOMIIAHIsA
npaitoe. Sk mpaBuio, 1e pooutscs y c¢dopmi PEST, BuBuUaroum momiTHuHI,
€KOHOMIYHI, COIllaJbHO-KYJIBTYpPHI Ta TEXHOJOTIYHI (paKTOPH MaKpOCEpEIOBHIIIA.
AHaJi3 KOHKYpPEHTIB, HaWOLIbIl €PEKTUBHO, MOXKe OyTH 3aiMCHEHHH, y (opmi
anamizy Porters five forces. B imeai, aHami3 KOHKYPEHTIB, BU3HAUAE KOHKYPEHTHI
nepeBard Ta HENONIKA KOMIIaHIi, BUXOJAYU 3 CTpaTerii KOHKYpPEHTIB, OaueHHs,
pecypciB Ta MaitOyTHIX miyien (Business Knowledge Center, 2010).

[Ticns anamizy 5C, pexomenayerbcs 3actocyBatu Porter Five Forces anamis
IIPOMHMCIIOBOCTI, I1I00 MEpPEeBIPUTH KOHKYPEHTHE CEPENOBUILIE Ta BU3HAUYUTU
npoOJeMU Ha PaHHIX CTaJIgX Ta 3BECTH 10 MIHIMYMY MOJIMBI PU3UKH 3 OOKY
KOHKypeHTIB. OcHoBHa MeTa mojeni Porter's Five Forces, nossirae B Tomy, 100
JIOIOMOTTH KOMITaH1sIM, TIOPIBHIOBATH Ta aHaJII3yBaTH CBOI MO3MIIIi, Ta BIAMOBIIHO
pEHTA0ENbHICTh B Tally3l, MO0 NPSIMUX Ta HENPAMHX KOHKYpEHTIB. Mojenb
po3riif/iae M'ATh ACHEKTIB: 3arpo3a HOBUX YYACHHUKIB, MEPErOBOPHI MOKIUBOCTI
MOKYTIIIB, 3arpo3a 3aMilIeHHs MPOAYKTY a00 MOCIYTH, MEPEroBOPHI MOKIUBOCTI
MOCTavaJIbHUKIB Ta KOHKYPEHIIIS MIX ICHYr0OUMMH KoHKypeHTamu. (Matiki [Toptep,
2008). ITizcymoByrouu BCi BUCHOBKH, BUKOpPHCTOBYeThbcst SWOT-anamni3z. Meton,
CHpsIMOBAaHUM Ha BUCBITICHHS CHJIBHUX Ta CIA0KUX CTOPIH, MOKJIMBOCTEH Ta
3arpo3, Ha OCHOBI JaHUX PO BHYTPIIIHE Ta 30BHIIIHE CEPEIOBUILE, OTPUMAHE 32
JOTIOMOTOI0 TIOTIEPEIHBOTO CUTyaIliiHoro aHamizy. Meroro SWOT-ananizy, €
HAJaHHS TOBHOI KapTUHU HAWOLIBIN BAKJIWBHUX UYWHHUKIB, IO BIUIMBAIOTH HA
BIDKWBAHHS, MPOIBITaHHS Ta MiaH aiil. (Maiik Moppiccon , 2016).

Mo crocyeTrhecst miHHOCTI 1iel Te3u mna Groba BV, 1o nmocratHbo mposectu
cuTyamiitaui anani3 jgumre nuixom ananizy SC. Ile BinOyBaeThCs 3 OISy Ha Te,
o MeTo0 OakaaaBpChkoi poOOTH, € po3poOka Oi3HEC-MOJeNl JJis CEepRiCy, IO
0a3yeTbCs Ha JAIarHOCTUYHOMY OOCIYrOBYBaHHi, BIAMOBIIHO 0 O4YIKyBaHb
crnokuBaviB. BinmoBigHo, rio0ajgbHe OayeHHS 4YITKO BH3HAYEHO KOMIIAHIEIO 1
chopMysIbOBaHO Ha MoYaTKy mpoekry. binbmie Toro, Porters five forces takox He
NOTPiOHI, OCKIJIBKH, JKOJIEH 3 KOHKYPEHTIB, HE Ma€ TaKOi CHUCTEMH Ha ChOTOJIHI.
BpaxoByroun 11, mo Oysno O OUIbII JOIIJBHO 30CEPEAUTHCh Ha aHami3i
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KOJIJa0opaTopiB Ta MOTEHIIIHHOMY 3acTtocyBaHH1 mnpomuciioBocti 4.0. Ilpore,
OCHOBHOIO NMPOOJIEMOI0 IIOTO JOCITIKEHHS, € TOTPEOU KIIIEHTIB, OYIKYBaHHS Ta
BUMOTH KJIIEHTIB, sIKI HEOOX1THO 3HATH JJI TOTO, 100 OyTH B 3M031 310paTh T0OJI0C
3amoBHUKa (VOC) 1 mepeHectu Horo Ha (yHKIIOHAJIbHI BUMOTH 1, HApEeITi, 0
BUMOT JU3aiiHy, HOBOI cepBic Mpormno3ullii. BinmosigHo, 3 MpUYKH, 3ralaHUX BUIIIE,
JOTIYHO KOpUryBaTH cutyaliiinuil ananiz 5C no anamizy 4C, BUKIIIOUAIOYHU 3 HEi
"KonkypeHTu" sik BiAMOBIIHUNA (PaKTOp.

[Migomsun migcymok, ananiz 4C, Oyne BukoHaHui 3 Touku 30py Groba , 3
ypaxyBaHHSIM Te€M MpOorHo3yBaHHs, cepBiTu3allii Ta [oT . Ckopurosanwuii ananis 4C,
BUBYHNTHh YMHHHKH, IO BIUIMBAIOTh HAa 30BHINIHE Ta BHYTPIIIHE CEPEIOBHIIC
KOMIIaHii, 3 YOTHUPbOX PIZHUX TOYOK 30pYy: KIIMar / KOHTEKCT, KOMIIaHisi,
KOJIA0OpaHTH, KOHKYpeHTH. J[Jis Toro, 11100 MOJMBUTHCS Ha 30BHIIIHE CEPEIOBUILIC
omepanin Groba, HeoOximHo mpoectu anamiz PEST. Opnak, BpaxoByrouu
cnieru@ikaIio KOMIaHii, a TAKOX I11JIb, BCTAHOBJICHY JUISI ITLOTO MPOEKTY, JIOTTYHO
MPUITYCTUTH, IO HE BCl (PaKTOpH, MarOTh OJTHAKOBHI BIUIMB Ha omeparlii Groba .
Hampuknan, BpaxoByrouu, 0 BUPOOHUK mpaioe y cektopi B2B, 1 mmanye
PO3IIMPUTU OTIepallii, HaJAarO4Yu MOCIYTH, Oe3nmocepeHhO0 BUPOOHUKAM CHPY,
3p03yMijIo, IO COIIAIbHO-KYJIBTYpPHI (PaKTOpH, HE MAIOTh CYTTEBOTO BIUIMBY Ha
6i3nec Groba . Kpim Toro, momithuHi (pakTopu, MarOTh BIJIHOCHO HE3HAYHE
3HA4YeHHS, €IMHOI0, BAXJIMBOIO c(heporo, € HOPMATHBHI aKTH Ta 3aKOHU MIOJO
oesnexku naHnux. EKOHOMIYHI, Ta 0COOJMBO TEXHOJOTIUHI (DAaKTOPH, 3aTUIIAIOTHCS
Ty’K€ BOKJIUBUMH ISl POEKTY, OEpyUH J0 yBard MPOBITHY POJIb IHTEIEKTYaTbHUX
natuukiB, loT Ta Industry 4.0 B unutomy, 3a0e3neuyrodd MOKIUBOCTI
J1arHOCTUYHOTO OOCIYroBYBaHHSI Ha HOBOMY pPiBHI. OTXe, BpaxOBYIOUH 3a3HAUECHI
dbaxtopu, anamiz PEST, Oyne ckopekrtoBanuii no npoctoro PET, 3 wnailiBunmm
MPIOPUTETOM Y TEXHOJIOTIUHOMY cepenoBuili. Jpyroto cdeporo anamizy 4C, €
Kommanis, B sikiit Oyae po3riiiHyTO acOpTUMEHT Tpoaykiii Groba , TexHoJorii Ta
JIOCBIJI criBIpalli 3 0aueHHsIM Ta 1uIsaMu. Jlani, crae HeoOXiIHUM, TTPOAHATI3YBATH
piBeHb criBmpail 3 koiabopantom - SPIE, mocrauansuukom Groba. Ile Oyae
3p0o0JIeHO, IUIIXOM  BHBYEHHS  iX  MOXJIMBOCTEH, IIOJAO  MOCTayaHHS
IHTENIeKTYyaJIbHUX JaT4YuKiB, 300py MAaHUX 3 HUX, 30CpeKECHHS JdaHUX, Ta
TpaHcopmariii X y iHQopmarlito, MpeACTaBICHY y BHUIISLAL 1HGOpPMAaIIMHUX
nanesneit. HapemTi, ocTaHHBOIO 1 HaliBaXXIHMBIIIOK0 YacTHHOIO 4C € aHai3 KIII€HTIB,
7€ CTIOYaTKy KJII€HTH OyayTh CETMEHTOBAHI, 3aJI€KHO BiJI iX pO3MIpy BUPOOHMIITBA,
piBus cmiBopamni 3 Groba ta BaxumBocTi OEE mns wux. Ilicnsa mworo, Oyme
MIPOBEJICHO OMUTYBaHHs, Ta Oy/ie 00paHO JeKiIbKa KIIEHTIB 1 Oy/e 3ampOnOHOBAaHO
npoBectu onuTyBaHHs. Kpim Toro, OyayTh MpOBOAMTHUCS IHTEPB'IO 3 IIILOBUMHU
KIIIEHTaMH [IJI TOTO, MO0 TpoaHai3yBaTH CIOXKUBYY IOBEMIHKY, MOTpPeOW Ta
noOa)kaHHs, BU3HAYaTH OC10, BIJIMOBITAIBHUX 3a IPUHHATTS pilieHb. Hapemri, Bcs
iHopmMmaris, 3i10pana mig vac aHamizy 4C, Oyne BUKOpHCTaHA JJIs MOJAJbIIOTO
PO3BUTKY O13HEC-MO/IeJIl Ta (OPMYBaHHS KUTTE3AATHOT POIO3UIIIT PO MOCIYTH.

4.2.2 OuiHka pu3uKy HeBaa4
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Jns mouarky, moO0 MIHIMI3yBaTH pPHU3MK HEBJAA4yl, HEOOXITHO BHU3HAUYUTH
HAWTIOMIMPEHIINII TUMHA HEBAAY, OIIHATA PHU3WKKA TPUYNH TaKUX HEBIad 1
BIJICOPTYBATHU iX, HA OCHOBI iX BITUBY Ha KiieHTa. OlLiHKa PU3HUKIB KOHKPETHOTO
poliecy, MPOAYKTY UM MOCIYTH, HEOOX1HA JJIsi TOTO, 100 3'AcyBaTH, A€ 1 5K 1€
HAWOUIBII MMOBIPHO, IO HE MOXKHA BHKOHATH, a IO, MOXe OyTH 3miMCHEHO
KUTbKOMa PI3HUMHU crioco0aMu. 3arajbHi METOAM € HACTYIHUMU: aHaJi3 e(eKTiB
HecripaBHOCTI (FMEA), edekT pexuMy HeCHpaBHOCTI Ta aHaM3 KPUTUYHOCTI
(FMECA), nonepenniii anamni3z ne6esnek (PHA), anaini3 Hebe3neku HecripaBHOCTEN
(FHA), anani3 ne6esneku ta pynkuionaibHocti (HAZOP), anani3 nepeBa moMuiiok

( FTA), Anani3 nepesa nomiii (ETA), mpuuMHHO HACTIIKOBUE aHaNi3 Ta aHAJI3
What-If.

o6 nmpoaOBXUTH, BpaxOBYIOUYH crienudiKaliio Il OpoeKTy, cHOpMYIbOBaHY Y
JOCITIJKEHH] MHUTAaHHS 2.2, a TaKOoX IUTFOCH 1 MIHYCH KOXKHOTO METOJy OI[IHKU
PU3UKY BIJMOB, 3pO3yMIJIO, 110 J{Ba HaWOLIbIN miaxoAsmmx Bapianta - FMEA Tta
Fault Tree Analysis. BiamoBigHo, aBa 3 HHUX,0yayTh MOPIBHIOBATHUCS, 00
3aCTOCYBATH HAMOLIBII IT1IXO TSI,

Amnami3 nepeBa nomminok (FTA) - e onuH, 13 HAMOUIBIT YacTO BUKOPHCTOBYBAHUX,
AHAJIITHYHUX METOMIB HAJAIMHOCTI Ta O€3IEKH CUCTEMH, JI€ BU3HAYACTLCS, HABITD,
HeOakaHa CHCTEMHa [isl, MEePEBAKHO HECHPAaBHICTh, MICIS IBOTO MPOBOIUTHCS
aHaJji3 cepe/IoBUINA Ta onepalliii, moo 3'sicyBaTU BCl OCHOBHI MOETHAHHS MO1H, 110
MOIJIO O MPU3BECTH 10 BUHUKHEHHS paHIIE BU3HAYEHOI CUCTEMHOI BIAMOBHU
(Vesely WE, Goldberg FF, Roberts NH, Haasl DF. , 1981) . OcHoBHi 1101ii, MOXYTb
OyTu NOB's13aH1, 3 BIAMOBOIO JieTajiel 00J1aIHaHHS, JII0JICBKUM YNHHUKOM, BILTUBOM
Ha HABKOJIMIIIHE CEPEAOBHUIE a00 Oylb-SIKOIO IHIIOK TMOJIEI0, fAKa MOXKE
po3riIsaaTrCs, K MpUYMHA He0a)KaHOTO BIUIMBY Ha CHCTEMH, TOJIOBHUM UHHOM-
npoBai. [HmUMH cioBamu, 1€ TpadidyHe 300pa)KeHHsS JIOTTYHOI B3a€EMOJii, MIXK
JIAHITFOKKOM OCHOBHHUX IOIPIIIHOCTEH Ta KiHIICBOIO crcTeMoro BiamoBu ( Xing L.,
Amari SV, 2008) . 3 Touku 30py MOOYI0BH, KOXKEH Xa0 y JepeBi HECIIPAaBHOCTEH,
CKJIaJIa€ThCS 3 MOETHAHHS TOAIH, K1 mpeacTaBieHi y Burisai TOII ta ocHOBHHUX
CUMBOJIIB MmoOJik 1 3B'a3aHi "abo" 1 "i" moriunumm Bopotamu. FMEA - 1ie
CTPYKTYPOBaHUM MIJAX1J A0 MIJBUIICHHS HAIIMHOCTI. Y BUIMAAKY MPOMHCIOBOTO
BUPOOHMIITBA - 1€ BUKOPUCTOBYETKCS, K MOTIEPEIKyBaIbHE 3a0€3MeYeHHS SIKOCTI.
MeTtoa, Mae Ha MeTi, HaJlaBaTU aHaJi3 MPUYUH Ta HACIIJIKIB, OLIIHKY PU3HKY, Ha
OCHOBI, TIOTIEPEAHHO BU3HAUYEHOTO, CTPYKTYPHOTO aHami3y 301MHHX MpoLeciB Ta
mporecy omnTuMiszaiii ado KOHIEMIlii, po3po0JIeHOi 3a pe3yiabTaTaMU OIIHKU
pusuky ( Edenhofer and Koster , 1991). FMEA peanizyetbcst Ha cemu etamnax. [lo-
nepIe, momnepenHs podoTa 3aBEPIIy€EThCs, 1 KOMaHaa CTBOPrOEThes. [licis 1poro,
11eHTU(IKYIOTBCS 1 CTPYKTYPYIOThCS €()eKTH BIIMOB TEXHOJIOTIYHOTO MPOIIECY, 110
3a0e3reuyoTh Kiaacudikalio cepio3HocTi. Tperiit eram aHami3y, MOJSArae y
po3poOiti, kimacudikaiii MOJii, BUXOAAYM 3 HWMOBIPHOCTI TOro, IO TEBHA
npobyieMa, BUHMKATHUME, BIJAMOBIIHO JI0 3HaHb EKCIEPTIB YJIEHIB KOMAaH/IU.
YeTBepTuil erar, MPOJOBXKYE aHali3, LIJIAXOM BHUMIPIOBaHHSA Ta Kiacudikarii
MEXaHi3MiB BUSIBIICHHS, TICJISI 4Oro BcTaHOBIOEThCsl popma FMEA. Ha erami 6-
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IPOBOAUTHCS OLIIHKA pU3HKY. J{J1s1 TOTO, 11100 BUMIPSTH KPUTHYHE 3HAUEHHS PUBHUKY
- IPIOPUTET PU3UKY, BUKOpPUCTOBYeThCs uncio (RPN). Homep npiopurery pusuky,
CKJIQJIA€ThCS 3 JCKUIBKOX 3MIHHHX: CTYIIHb TSKKOCTI - Severity (S), gacrora
BUHUKHEHHs - occurrence (O) Ta MoxauBicTh BHsBIeHHS - Detection (D), sxi
kiacudikyoTbes 3a mkanoro Biag 1 mo 10, 1 BusHaueni, y Hogarky 3 . Hapemri,
CHOMMI KpPOK ISl ONTUMI3allii- Mpolec, pOOUTHCS IIISXOM BUKIIOUEHHS MPUYUH
HeBadl a00 3MEHIIICHHS iX TSHKKOCTI, a TAK0XK BUHUKHEHHS IPUYHUHH, IT1IBAIICHHS
e(eKTUBHOCTI BHSBIEHHA Ta BuUMIpioBaHHS RPN mnoninmenoro mpoiecy.
Pe3ynbpTaTu o1inku 3anoBHIOIOTECS Y popMi FMEA, 11106 Bonu Oynu 30epeskeHi Ta
BUKOpHUCTaH1 3HOBY. ( Stamatis , DH, 1995)

3arajioM, METOAM aHaji3y HECHPAaBHOCTEM CHUCTEMH, MOXXHA PO3IIIUTH Ha MBI
KaTeropii: JeAyKTUBHI Ta 1HAYKTUBHI. FMEA € olHUM 3 NpuUKIIaiB 1HIYKTUBHOTO
aHami3y, cepen iHmux Metoais, Takux sk FMECA, PHA, FHA, ETA. BianosinHo,
omok-cxemu FTA Ta HamiHOCTI, MOXHA pO3IJIAAATH, SK IPUKIAAH METOMIIB
JeAyKTUBHOTO TUMy. Te, MO BiApI3HSE X, MOJIATae B TOMY, IO B 1HAYKTHUBHUX
METO/1aX, HaMaraeTbCs BKa3aTH MEBHY HEBJaUy, UM 1HIIIFOBATH MO/III0 Ta 3'ICyBaTH,
SIK TIPAITIOE BCSI CUCTEMa, IO 11 3/IIMCHIOE. X04Ya, B KaTeropii AeAyKTUBHUX METO/IIB,
HaMaraeTrbcs 3'ACyBaTH, SKI PEKHUMH TOBEAIHKHM CHCTEMH YH KOMIIOHECHTIB,
CIPUSIOTH BIAMOBI BCi€i cucteMu. OTxe, PI3HUIIS TIOJIATAE B TOMY, IO 1HAYKTHBHI
METOJIY, CHIPSIMOBaHI Ha 3a0€3MEUYeHHS MOXKJIMBOTO CTaHy CHUCTEMHHUX CTaHIB, a
JeTyKTUBHI METOJM, CIPSIMOBaHI Ha Te, 00 3a0e3MeunuTu crocid, y KU MOxKe
cTaTUCs NIeBHA HeclpaBHICTh cucteMH. ( Xing L., Amari SV, 2008)

BpaxoByroun, mo B pe3ynbTaTi AOCHIIHUUBKOrO MiANMUTAHHS 2.2, HEOOX1IHO
BU3HAYUTH YaCTUHU OOJaJHAHHS, [0 MAIOTh HAWBAXJIMBIIIE 3HAYCHHS IIOO
pusuky HeBnaui, FMEA € mnHaiOubm npuitHaTHUM BuOopoMm. Pesynbratu
BukoHanHs FMEA, y ¢dopmi HOMepa mnpiopuTeTy pu3UKY, 3HAYHO OliIbIie
3aCTOCOBYIOTBCA JI0 MPOEKTYy NPO(PUIAKTUYHOTO OOCIyrOBYBaHHS, uepe3
KOMILJIEKCHY OIIIHKY €(DEeKTy TSKKOCTI, YaCTOTY MOSBU Ta HMOBIPHOCTI BUSIBJICHHS.
BignoBigHo, Oinblie yBaru, Moxke OyTH MNPUILICHO, HAWMOUIBII HEOOX1THOMY
cerMeHTy 300iB. Ha BigMiHY BiJl pe3ysbTaTiB aHATI3y JAepeBa HECIPAaBHOCTEH, Y
dbopmi rpadiyHOi UTOCTpAIlii, HACTIAKIB MOEIHAHHS OCHOBHMX MOJIH, MJIXOIUTh
JUTS TIMOOKOTO aHajli3y OCHOBHUX MO/IiH, IO MPU3BOASTH 10 Hebakanoi moaii TOIL.
[Ipote, B pe3ynpTaTi, HaBOAUTHCS I1H(OpMAIlis, fKa B OCHOBHOMY He Oyne
BUKOPHCTOBYBATHCS TiJ 4Yac MPOEKTy, ajieé BHUMaraTUMe OUIbIIOr0 BBEACHHS,
MpoleC BU3HAUEHHS PU3UKIB, HE YITKO BU3HaUeHUH y mojieni FTA, a Takox 3 orisiay
Ha ToH (axT, mo po3podka FTA 3anexuth BiJl pO3yMiHHS aHATITHKOM aHaJi30BaHO1
cuctemu (Jl>xum ['menci , 2006). 3aBasku 3ralaHuM IHHAM MTUTaHHSIM, 3p03yM1JIO,
1110 TIPHU BITHOCHO PIBHOMY BBEJICHHI Yacy Ta pecypciB, Buxia FTA MeHI miaxoauTh
it otped mpoekty Groba . Kpim toro, RPN, Bu3HaueHui i1 yac 3aCTOCYBaHHS
nporpamMu, Moke OyTH BUKOPHUCTAHUM, SIK €TaJOH JJisi BU3HAYEHHS LUIEH Ta iX
MOPIBHSIHHS 3 pe3yJibTaTaMU Ha 3aKJIIOUHIN cTaall mpoekTy. Ha 3akinuenns, FMEA
BUOpaHO SK METOJl OILIIHKM PHU3MKY BIIMOBH, 1 Iled I1a0JIOH MiArOTOBJICHHM Ta
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MOKa3aHUM Ha UIIOCTpaIlli HIKYE

HacTymHoMYy Taparpadi 4.3.

. Kpim Toro, e BukoHaHHsi Oyje ONHCAHO B

Component or
process function

Potential
Failure mode

Possible Failure
Effect

Potential
Severity

Potential Cause
of Failure

Probability
of
QOccurrence

Current controls

Probability of
not Detecting

Risk Priority
Number (RPH)

Reccomended
Preventive Action

Action results

(]

0

D

RPN

What is the
product/process part
being analysed?

What goes
wrang?

How does the
issue effect the
entire output?

Seventy
G)

What causes the
input to go wrang?

QOccurrence
©)

What are the existing
preventive and control
measures?

Detection (D)

RPN

What actions can
decrease occurmence
or imprave detection?

Mamonok 1 : ma6non FMEA. ([I>xeperno: BrnacHa imrocTpartis)
4.2.3 HamiBcTpyKTypOBaHe 1HTEPB'TO

[HTEpB'T0 3 KIIIEHTOM, PO3IMISIIAIOTHCS, SIK OJUH 3 HAWOUIBII HEOOXITHUX
KPOKIB JIJIsl TOTO, 1100 JAi3HATHCS HOro O4iKyBaHHS Ta moTpebu. B3araii, 3anexHo
Bil piBHA (HOPMAIBHOCTI Ta CTPYKTYPH, IHTEPB'I0 MOXHa Kiacu(ikyBaTH, SK
CTPYKTYpOBaH1, HaMBCTPYKTYpOBaHI ab0 HECTPYKTYpOBaHI TNIMOMHHI IHTEPB'IO.
CtpykTypoBaHi 1HTEpB'I0, HAJIalOTh CTaHJAAPTU30BaHUN HaOIp MNHUTaHb s
OTpUMaHHS BIANOBIAEH, SKI MOXHa KUIbKICHO aHamizyBatu (S aunders, Lewis,
Thornhill , 2009). Ha BigmiHy BiA 1bOro, HamiBCTPYKTYpOBaHI Ta TJIMOWHHI
IHTEepB'I0, HE CTaHJApPTU30BaHi, 1 MOXYyTh OyTH Ha3BaHi, SKICHUMH,
nociigauubkumMu iHTepB'toBaHHsIMU (King, 2004). BpaxoByiouu, 1o 3 METOIO
JOCSITHEHHS I[UT1 TIPOEKTY, OYIKyBaHb CIIOKMBAYiB, CTABJIEHHS Ta IyMKH, CIiJ
pPO3yMITH - HEOOXIAHO TPOBECTH sKiCHE 1HTepBto. Kpim Toro, Taki iHTEPB'tO
JI03BOJISIIOTh KOXKHOMY YYacHHUKY "IyMaTH Brojoc" mpo Te, 110 BOHHU paHille He
posrisananu (Silverman 2007). [Iporte, mornubieHe iHTEPB'I0 HECTPYKTYPOBAHO,
MPOBOJIUTHCA TAKUM YHUHOM, IO JI03BOJISIE BUTBHO CIUIKYBATHUCS, 1 3 I1€1 TPUYUHA
MO3HAYAETHCS, K 1H(POPMAIIiitHE IHTEPB'I0, KEPYIOUUCH CIIPUUHSATTSIM IHTEPB'IOEpPA
( Ghauri and Grenhaug 2005) . Jl;is mopiBHSIHHS, HaMIBCTPYKTypOBaHE 1HTEPB'TO,
BUMAara€e 3a3Jiajeriilb BU3HAUYEHOro Ha0Opy NUTaHb Ta TEM, SIKI MOTPEOYIOTh
OXOTUICHHS, BPAaXxOBYIOYHM T€, IO IOTIK IHTEPB'I0, MOXKE BUMAaraTth J0JIaTKOBHX
nutadb. ToMy, BUXOASYM 3 3HaHb OIEpaliid 1HTEpB'Oepa, MOXKe OyTH 3aaHui
KOHKPETHHUH KOHTEKCT, TOMY TTUTaHHSI MOXKYTh 3MIHIOBATHCS B I[bOMY BiJHOIIICHHI.
( Sunders, Lewis, Thornhill , 2009). Sk nacnigok, 1 3 orjsay Ha Te, 110 criBOeciia
OyJZie TPOBOJUTHUCH 32 AHKETOIO, TUIT HAIIBCTPYKTYPOBAHOTO 1HTEPB'10, € HAHOIbIII
M1IXOSAIIUM JIJI TPOEKTY, OCKIIBKU JO3BOJISIE BUSICHUTH Ta MOSICHUTH BUCHOBKH,
110 BUHUKJIM BHACHiI0K aHkeTH ( Tazakkopi ta Temmi 1998 )

Kpim toro, mija gac mpoBeacHHS HamBCprKTypOBaHoro IHTEPB'I0, KIJIbKa 3aXO0/1B
CIJ CTPYKTypyBaTh 10 1 micis iHTepBto. Ile, HEOOXimHO I TOro, IIOO
MiArOTyBaTH HAOIp MUTaHb Ta TEM, SKi BCE 1€ MOXKYTh BIIXUJISATHUCS, BiAMIOBIIHO,
JI0 TIOTOKY criBO€Ci M, 3a3/1aJIeT1/Ib MPOBOJUTH CIIBOECI Ty, Ta BUKOPUCTOBYBATH il
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B HaMedexkTuBHImMA croci0. [{i Kpoku BKIIOYAIOTh: BU3HAYECHHS PECHOHICHTIB,
BU3HAUEHHS KUIBKOCTI I1HTEPB'I0, O(POpPMIIEHHS MUTaHb IHTEPB'IO Ta aHaII3y
pe3ynbTaTiB (Cohen, 2016).

Jliis moTped 1boro MpoeKTy, BiIOYAyThC OCOOUCTI TPYIOBI IHTEPB'IO 3 KIIIEHTAMH
Groba . BianoBigHo, pecliOHIEHTH, BU3HAUYAIOTHCS Ha MM1/ICTaB1 IX PiBHS CIIBMpaLll 3
Groba , 3aiikaBieHl B MporpaMax CEpBICHOTO IPOTHO3YBaHHA , Ha OCHOBI
MPOTIOHOBAHUX iM 1HTEJNIEKTYabHUX JATYUKIB Ta iX MOTEHIIaTy, MIOA0 MOJaIbIIO
peamizamii Takux mporpaMm. KinbKicTh 1HTEpB'0, IO BiAOYBAIOTHCS, MOXKHA
BU3HAUYUTHU 3a JIOTIOMOT'OI0 3arajibHOi cTpaTerii JociipkeHHs . OCKiIbKH, IHTEPB'TO
OyJe BUKOHYBATHCSl JIMIIE MICIS MPOBEACHHS OMUTYBaHHS KIIEHTIB, L€ AYyXe
BXUINBO, aJie HE € €UHUM JDKEPEIIOM OYiKyBaHb CIOXHBadiB. OTKe, Y I[bOMY
BUIAJIKY, JIOCTaTHBO CYBOPO OOMEXKEHOI KUIbKOCTI 1HTepB'to. llepeinik mnurtaHb
IHTEPB'I0, € HAWBAXXIMBIIIMM KPOKOM Yy MIArOTOBIN iHTEpB'to. IliaroroBka mo
HaIIBCTPYKTYPOBAHOTO 1HTEPB't0, 3 OOKY IHTEpPB'IOEpa, MOBMHHA BKJIIOYATH YITKE
PO3yMIHHS PE3YJIbTATIB, SIKI CI1J] IOCSATTH IIJISTXOM MPOBEACHHS CIIBOECITU, YITKUX
KEpIBHUX BKa31BOK, BKJIIFOYAIOUHW OCHOBHI ITUTAHHS, K1 CJIIJT OOTOBOPUTH, Ta OLIBIII
JeTabHI MiJ-3alUTaHHsl, 0 BEAYTh 10 HUX. He 3a0yBatouu, mpo Ba)KJIMBI MOMEHTH
0OrOBOpEHHS, OCKUTHKY 1HTEPB'I0 Oye THYYKHM, PO3MOBHUM YHUHOM (Kennep,
Konpanin , 2017 ) . KpiMm Toro, KOpucHO MpoJyMaTH MUTAHHS 3a37ajierib, no0
MaTH BCl He0OX11H1 muTaHHs. HapemTi, 11 aHani3y pe3yJibTariB, OTPIOHI HAJIEKHI
HOTaTKU a00 3Byko3amnuc. bepyuu 10 yBaru Toi akr, 110 HOTaTKU THUX , XTO Oepe
y4yacTb y cmiBOeciJl, BIJBEpPTAlOTh yBary BiJl 000X BHJIB ISUIBHOCTI, Kpalie
BUKOPHCTOBYBATH, SIKIIO HEOOX1IHO, ayaio3anuc. [licas uporo, pe3ynbTaTh KUIbKOX
1HTEpB'1I0, OyIyTh MOPIBHIOBATUCS Ta BUKOPHCTOBYBATHCH, SK TOTOBHEHHS IS
THIIUX JOCIITHUIIBKUX 3aX0J11B, OCOOJMBO [ ONMUTYBAaHHS KIIIEHTIB, 3 METOIO iX
BUKOPHUCTAHHS, SIK KJIFOUOBOTO IMyHKTY PO3POOKH CTpaTerii 00CIyroByBaHHs.

4.2 .4 bizHec-MOIEeTIOBAHHS

Sk 6i3Hec — MozemoBaHHs, OyB oOpanuii iHcTpymeHT Canvas bizHec - mMojenb.
biznec-monens Canvas, Oyia 3amporoHoBaHa Ta po3pobiieHa OeKkcaHIpPOM
OctepBanpaepomM , MO0 JO3BOJMTA KOMITaHISIM 3aXOIUTIOBAaTH, TEHEPYBAaTH Ta
noctapiatu miHAICTE. ( Osterwalder and Pigneur , 2010). [ammmu crioBamu, 115
MOJENIb, MOXXe OyTH BHUKOpPHCTaHA, IJIs BimoOpakeHHS Ta TOOYAOBH i1el
MIAMPUEMITIB MBHIIE Ta €EKTUBHIIIE, 1 11e Oy/1e PO3TJIIHYTO B OJTHOMY IIa0JIOHI.
Kpim Toro, 116 Momomarae OKpEeCIUTH TPIOPUTETH KOMIMaHii, BUKOPHUCTOBYIOUH
O1IbIN YITKUK Ta O1IBII KOMIUJIEKCHUH METOJ, a TaKOX KOHCTPYIOBAaHHS TEBHHX
miaaHiB aik. HactymHa momenb, CKIamgaeThCsl 3 JEB'SITH OyiBEIbHUX OJIOKIB, IO
00epe’kHO 1 TOYHO BHUCTAaBJs€ BCI BUAM IISUIBHOCTI Kommadii. [HCTpymeHTH
MOIUIAIOTHCS HAa YOTUPH KaTeropii. 3 orysiay Ha 11ie, nepioro, € "[adpactpykrypa",
B SIKIi OXOIUICHI OCHOBHI BHUIHM MiSUIHOCTI, TMApTHEPCHKI 3B'SI3KM Ta PECYPCH.
Hpyruii, "3aMOBHUKH'", BKJIIOUA€E B C€O€ CETMEHTH KJII€HTIB, BIIHOCUHM Ta KaHAJIH.
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Jam ¥nyts "®dinancu", B AKili BBOJAUTHCS CTPYKTypa BUTPAT Ta MOTOKH JOXO/IIB.
OcTanHe, POMO3UITIS IIIHHOCTI, € HAMOUTBIT (PyHIAMEHTAIBHUM, OCKITBKH BOHO
IPYHTY€ETHCS Ha YCIX 1HIIKX, 1 caMe TOMY OJ[HAa OopraHizauis Oyjae oOpaHa I1HIIOH.
(50minutes.com)

KirouoBuMHU HanpsMKaMmu JisUTbHOCTI KOMITaHI1, € HaWBaXJIMBIII 3aX0/H, sIKI Ma€e
BXKMBATH OpraHizallis, 3 METOI PEHTa0ENIbHOCTI. 3ajie’KHO BiJ Oi3HECY, BOHU
MOXYTh AU(EPEHIIIOBaTH, aje BOHU 3aBXKIU KJIACU(DIKYIOTHCS Yy TPhOX PO3/IiIax.
[To-mepiie, AisIBHICT, KA MPSMO TOB'S3aHA 3 1HAyCTpiaiizaiiero ToBapy. [lo-
Jpyre, Ti, XTO HIyKa€ 3aJ0BOJICHHS TOTPEO KIIEHTIB, MUIIXOM pO3pOOKH pillieHb a00
nociyr. Hapemri, misikom ab0 9acTKOBO OHJIAWH-aKTMBHOCTI, TakKi SIK OAHKIBCHKI
nociyru abo onnaiH-marasunu. ( OctepBanbaepa Ta [liraeypa , 2010)

[Ilo6 mokpamuTu omeparlii Ta 3MEHIIUTH PU3UKU Oi3HEC-MOJeNei, KOMITIaHii, sK
MPaBUJIO, HAMArarThCs MIATPUMYBATH 1O0OP1 CTOCYHKH MIXK MOCTavyaJbHUKAMU Ta
MOKYTIISIMU, 1100 OpUAUISITH OUIbIIIEe YBAard iX OCHOBHUM BHUaM AisIbHOCTI. Kpim
TOTO, JOAATKOBI Oi3HEC-aJIbIHCH MOXYTh TaKOX BpaxOBYBaTHCS UUIIXOM
CTPATEriuHOro CHIBPOOITHUIITBA MDK KOHKypeHTaMu abo He CyNepHUKAMH,
OaHKaMH, IHBECTOpAaMH, a TAKOXK CITUTbHUMU ImianpreMcTBaMu. OpraizarisaM, CITijl
OyTu oOepeXHMM Yy BHOOpI NHapTHEpIB, 4epe3 Te, 10 TaKUM YUHOM, BOHHU
3MIIHIOIOTh CBOIO PUHKOBY TO3HUIII0 Ta 3MIIMHIOIOTE CBOK 0Oi13HEC-MOJIEIIb.
[TapTHepH, HE3aIEKHO B1J KOMIIaHIi Y1 OCOOH, MOBUHHI OYTH OOpaHi 3aJIeKHO BiJl
uineil gipMu, OCKIIbKM, BOHM TMOBMHHI Hajath (ipMi Mopagd Ta MiATPUMKY.
(OctepBanbuepa Ta [liraeypa , 2010)

[Tounemo 3 TOTrO, IO KIOYOBUMHU pECypcamu € Ti, sIKi HEOOX1AHI AJs TOro, 1100
MBUIIUTH IIHHICTH KIIEHTIB. BOHM, BBaXKAIOTHCS, aKTUBAMH, SIK1 MiITPUMYIOTh
roCroJIapChKy  MIsUTBHICTH  O13HeCy oOfHl€i opranizamii. Pecypcu MoxxHa
nudepeniiroBaty Ta OyTH (IHAHCOBUMHM, IHTEJICKTYyaJIbHUMHM, JIHOJICBKUMH,
¢bi3uyHuMH 200 HaBITh THUMH, KOTpl JOCTYIHI IS BIJHOBJICHHS IIHHICHO1
npormno3uilii. BpaxoBytouu 11e, BOHM MalOTh BaKJIMBE 3HAYEHHS ISl JTOCATHEHHS
PUHKIB, MIATPUMAHHS BIJHOCHH 3 KIl€HTaMH a0o0 30UIbLICHHS OOOpPOTIB.
(OctepBanbaepa Ta [liraeypa , 2010)

Benuka yactuHa po3KBITYy KOMIIaHii 0a3y€eThCs Ha CIIOKUBAYax. TakKuM YUHOM, AJIs
O13HeCy Jy>Ke BXXJIMBO OyTH 3HAHOMUM, 1 BU3HATH, 1110 BOHU XOUYTh, OUIKYIOTh YU
MOTPeOYIOTh, 1 3aMpPONOHYBATH TOBAap ab0 MOCIYTy, sika Hailkpale MiaXxoauTh. 3
OTJISITy Ha 11e, B 3aJICKHOCTI BiJ] iX aTpuOyTiB a0 OUIKyBaHb, a JJIs 3a0e3MeYeHHs
HAWOUTBII TPUMHATHOI CTpaTterii, KIE€HTH MOXYTb OYyTH pO3IUJICHI Ha I'ATh
kareropiil. [lo-nepie, MacoBuil pUHOK He KJacU(IKye KIIEHTA NEBHUM YHUHOM,
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OJIHAaK BIH BIiJoOpa)kae IIUPOKUM CIEKTp NOTEHIIHHMX KiieHTiB. I[lo-mpyre,
HIIIEBUI PUHOK pO3paxoBaHUM Ha crenu]iuHl XapaKTEpUCTUKU Ta OTPEOH CBOIX
cnoxuBadiB. Tpetiit - CermMeHT, B ssIkOMy MOTpiOHA AOJaTKOBa cerMeHTais. Jlis
OKPEMHUX BHUIMAJIKIB, €K1 KOMIIaH1i, BAKOPUCTOBYIOTh 0a3y BiKy, CTaTi a00 JOXOy.
Otxe, Diversify ,po3rismae YHMCIEHHI CETMEHTH B TIOE€JIHAHHI 3 PI3HUMU
XapakTepucTukaMu Ta norpedbamu. Hapernri, 1ie 6aratrocTopoHHs miargopma adbo
puHok. Ile, oxorioe, B3aEMO3ANICKHUX KIIEHTIB 3 TAKUMH K OaKaHHSIMH.
(OctepBanbaepa Ta I[liraeypa , 2010)

BigHocuHM, MiX MOKYIIIEM 1 TPOJABIEM, € OCHOBOTIOJOKHUMH JIJISi BUKHUBAHHS
OizHecy. 3 ormamy Ha 1€, ¢ipMaM CIiJ KaTeropu3yBaTH THIT BIJHOCHH 13
CEerMEHTAIE€I0 KIIIE€HTIB. [HIIMMU cI0BaMHU, B IIbOMY 1HCTPYMEHTI, pO3IJIAIAI0THCA,
nekinpka MmeroxdiB. Ilepmmii - ocobucrta gomomora, sika OXOIUIIOE MPOJAXi Ta
B3a€EMOJIi0 poOOTOAaBI Ta KiieHTa. Jlpyruil - 1€ BHJAUICHA IepCOHaIbHA
JIOTIOMOTa, B fAKIA € OJWH TPEJCTAaBHUK, SKUN JEJICTOBaHUMN IJisg yIpaBJIiHHS
notpedbaMu OJIHI€T KOHKPETHOI IpynHu KIi€HTIB. TpeTiM € caMmOCTiiiHI MOCIyTH,
HENpsSIMHUA, MPOCTU 1 epeKTUBHUN crocid Mpojaxy, B SIKOMY HaJalOThCS BCI
HEOOX1/IHI BUMOTH, a KJIIEHTH MOXYTh CaMOCTIMHO joromaratu. YeTBepTwii -
ABTtoMartu3oBaHi nocnyru. L{s cucrema, mae moAIOHICTh 3 MONEPEIHBOIO, MPOTE
BOHA 3JlaTHAa BU3HATH 1HJUBIAYaJIbHICTh O0COOM Ta BiacHl ynmomoOaHHs. IloTiMm
CIIAYIOTh CHIJIBHOTH, B SIKUX JTIO3BOJISIETHCS MPSAME CHIIKYBAHHS Ta B3a€EMOJIISI MIXK
KJIIEHTaMU Ta OpraHizami€eo. Y bOMY BUIAAKY, CIIOXKUBAYl MOXKYTh MOAUIUTHCS 1
BUPIITYBaTH CBOi poosiemu. OctanHe - Tak 3BaHe CIiB3aCHOBHUIITBO, K€ CTBOPIOE
0COOMCTHI 3B'A30K, Mi’K BHECKOM KJII€EHTA Ta KIHI[EBUM PE3yJIbTaTOM MIPOAYKTIB 200
nociyr kommnaHii. ( OctepBanpaepa ta [lirueypa , 2010)

IcHytOoTh pi3HI KaHaau, BiJ SKUX, OJAWH OI3HEC, MOXKE HaJaTH CBOi IIHHICHI
MPOMO3UIIi JUIs HUIBOBUX KIi€HTIB. KommaHii, MOBUHHI MIAKPECIUTH, €PEKTUBHI
KaHaJIM Yepe3 Te, 110 BOHU € MIBUAKUMU, €)EKTUBHUMHU Ta 3MEHILYIOTh BUTPATH.
dipMu MOXKYTh a00 HaJgaBaTH BJIACHI KaHAIM, fAKI € MPSIMUMH, a TaKOXK
BUKOPHCTOBYBAaTH HEMpsIMi, Takl sIK TUCTpUO'TOTOpH, abo 1X MOXKHA KOMOIHYBAaTH.
HaiikpamuM BapiaHTOM, € MOIIYK OajaHCcy MK pPI3HUMH THIIAMH KaHaIiB, iX
BBEJICHHSI TaKMM YMHOM, IIOO JOCBiJ KIIEHTIB 1 MakcuMi3alis o0O0poTiB, Oynu
HaliBUIIMMHU. [CHye M'aTh crioco0iB OanaHcyBaHHS: 0013HAHICTh, OI[IHKA, MOKYIIKA,
JIOCTaBKa Ta MICJS MPoJaxy. SKIIo MmiaANpUeEMCTBA BIANOBIIATUMYTh Ha MUTaHHS,
o0 CTOSTh 3a UMMM CHoco0aMH, BOHM BHMKOHAIOTh HaMKpaluil BapiaHT.
(OctepBanbaepa Ta I[lirueypa , 2010)

Hactynue, 300paxye HaWBaxiuBimi (iHAHCOBI HACHIAKH, 3 TOYKHA 30Dy
excruryaTalii uepe3 pisHi mozeni. 11[o6 OyTu OiIbIl KOHKPETHHM, ICHY€E MBI
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kateropii. [lepia - 11e ekoHoMisI, B sIKiii KOMIaH1s MIKPECIIOE MIHIMI3aIl110 BUTPAT.
[HmmWMit - e 1iHOBa CHUCTeMa, sfKa OLIbINE MiJKPECITI0E MAaKCHMI3aIlii0 IIHHOCTI
noCcayr / MpOAYKTIB KOMIIaHii, a He 1i BUTpaT. Y IbOMY IHCTPYMEHTI € YOTUPU
XapaKTepUCTHKH, SIK1 CliJl BpaxoByBaTu. Jlyia BunaakiB QpikcoBaHl BUTpATH, sIKI HE
MOXYTh OyTH 3MiHEHI 3a OyIb-IKMX OOCTaBHMH, 3MIHHI BHUTpATH, SIKI
TU(EpeHITIIOI0THCS B 3aJIe)KHOCTI BiJl BUPOOHUIITBA; €KOHOMIS Ha MaciiTabi, mpu
K1 BUTpaATH 3MEHIIATHCS MPHU 3aMOBJICHHI a00 BUPOOHMIITBI MEBHOI KIJIBKOCTI
TOBApIB; 1 EKOHOMISI MacIITaly - BUTPATH 3MEHIITYIOTHCS, KOJIM O€pyTh y4acTh 1HIIII,
MOB's13aH1 0e3MocepeIHHO 3 OPUTTHAIBHUM MTPOTYKTOM. (OcrepBanbuepa
ta [liraeypa , 2010)

IToTik HOXOMIB MOBIJIOMJSAE IEBHI CIIOCOOH, 3a JIOIOMOIOIO SIKUX OI3HEC MOJKE
reHepYyBaTH JIOX1J BiJl KOXKHOT CETMEHTAIlii KJIIEHTIB. 3 OrJIsiy Ha IIe, iCHye OaraTto
CIIoco01B 311MicHeHHs 11boro. [lo-nepiie, HalOUIbII MTOTUPEHUM THUIIOM € TIPOJIAXK
aKTHBIB, AKUW CXUJISE JI0 POJIaXy MpaBa BiaacHOCTI Ha ¢i3uuHuit ToBap. [lo-apyre,
TPOIITi, 0 HAIXOSATh BiJ] BUKOPUCTAHHS TEBHOI MOCIYTH, - TaK 3BaHUM 30ip 3a
KopuctyBaHHs. [lo-TpeTe, maTta 3a nepeariary - me 000poT BiJ MPOJAKY TOCTYITY
JI0 TOTO, 110 MOKHa BUKOPUCTOBYBATH MOCTiiHO. [lo-ueTBepTe, nmi3uHT / OpeHna -
0COOJIMBE TIPABO BOJIOMITH MOCITYTor ab0 MPOIYKTOM, MPOTITOM IMEBHOTO Yacy.
[ToTiM crmigye JilleH3yBaHHSA, TOOTO TpOINl, OTPUMAaHI BIJ J03BOJY KOIOCh
KOPHUCTYBATHCS TTEBHOIO 3aXHUIIICHOIO 1HTEJICKTYaIbHOIO BJIACHICTIO. bpokepchkuii
301p - 11e OTpUMaHUM JOX1/]1 BiJ MOCIYTH BiJ] MOCEPEIHUKA TBOX CTOPiH. OCTaHHIN 3
HUX - Pekiiama - rpoiii BiJi IpoAyKTy abo ciayk00Bo1 pexiiamu. ( OcTepBanbaepa Ta
[Tirneypa , 2010)

HactynHuii iHCTpyMEHT, IPOTMIOHYE KIIIEHTaM BUOpaTH ouH Oi3HeC 3a iHmmM. Bin
CIpsIMOBAaHUN Ha BHpILIEHHS NpoOJeMH KilleHTa abo 3aJ0BOJIEHHS HOro motpeo.
Tounime, mpomo3ullisi IIHHOCTI - 1€ TepeBara, SKy MPONOHYIOTh KJIE€HTH.
dyHIaMeHTaIbHA YacTHHA JIJIT KOMIIaHIi 3a JOMOMOTOK IhOTO0 IHCTPYMEHTY -
BIJIPI3HUTH ce0€ BiJl CBOIX KOHKYPEHTIB. ICHYy€e O€31114 eIeMEHTIB, 5Kl TOCTa4aroThCs
I[IHHICTIO, TAKUMHU $IK MPOAYKTHUBHICTb, HOBWU3HA, NW3aiiH, "BUKOHAHHS poboTh",
HaJAIITyBaHHS, MapKa, 3HUKEHHS I[IHHOCTI Ta PHU3HKY, IIHA, JOCTYMHICTh Ta
3py4HICTh BUKOpHUCTaHHs. [IpoTe, iCHye Ba BUAM IIHHOCTI: KUIbKICHA - OUIBIIIOIO
MIpOIO 3aJICKHUTh BiJl €(DEKTUBHOCTI Ta IIHHW, a SKICHA ITJKPECIIOE BECh JIOCBIJ
KJIieHTa Ta pe3ynbrar. ( OcrepBanbaepa ta [lirneypa , 2010)

4.3 3acTtocyBaHHS 10 JOCTIAHUIBKUX TUTAaHb

Te3a cknamaeTbeca 3 4 NMUTaHb JOCHIIKEHHS, MUTAHHA 2 Ta 3 HOAUISIOTHCA Ha 4
HIAMOPSAAKOBAHI TUTAHHS, a NMUTaHHSI 4 PO3AUIIETHCSA Ha JBa JOJATKOBUX ITij-
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3alUTaHHs. Y bOMY PO3AiIl OyayTh MOSICHEH1 METOU TOCIHKEHHS, 3aCTOCOBaHI
JT10 KOKHOTO 3 HUX.

1) [Mutanus mnocmimxeHHs 1 sBise coOoro KiaiMaT / KOHTEKCT 3 aHamizy 4C, skui
NOSICHIOEThCS B r1aBi 4.2.1 130cepeiykeHil Ha 30BHIIIHBOMY CEPEAOBHILI ONepaLini
Groba . Ha wme Bignosimae pospoOka anamizy IIET. Ilomitmuni Qaktopu
(bopMyITIOIOTHCS TTICIIS EPETJIsA Ty MpaBuil, po3podieHux €Bponeiicbkoro Komiciero.
ExoHoMiuH1 Ta TeXHIYHI TEHACHIIT, HATAIOTHCS TAKOX 3a JOMOMOTI'0OI0 OHJIAHHOBUX
JOCIIIKEHb, 3 TOUKH 30py 3a0e3MeueHHs IHHOCTI BUPOOHHUIITBA CUPY 32 KpaiHaMu
Ta POKaMM Ta TEXHOJIOTIYHUMHU TEHJICHIIISIMU, TII0 BIAHOCATHCS JI0 MPOMHUCIIOBOCTI
4.0, BIIIOBIIHO.

2) Jlns toro, mo0 BIAMOBICTM HA KWOro Jpyre 3amuTaHHS 4 Mia-3alldTaHHS, SKI
JIOIIOBHIOIOTH OJUH OJIHOTO, CJIiJ] BIITOBICTH.

2.1 . Tlepmie mig-3anmuTaHHs, TPEICTABISAIOTh, KOPNOPATHUBHMII CTOBN 3
anami3zy 4C. Illo6 BiAmoBiCTM Ha 1€ MiA3aMUTAHHSA, MPOIMOHYETHCS
03HAaHOMUTHUCH 3 HabopoMm mpoaykTiB Groba , TEXHOJIOTISIMHU, TOCBIIOM Ta
HasgsBHUMH Janumu . Lle Oyzae 3poOiieHO, IUISXOM IMPOBEICHHS 1HTEPB'IO 3
IHKEHEpOM 3 TporpamMHoro 3a0esneueHHsM Pene Bangebomiem Ta
BHYTPIIIHIMH JTOCHII>KEHHIMH.

2.2. llpyre mia-3anutadHs, sumarae, FMEA anani3zy, mo06 BUSBUTH Ti JeTall,
o0 MalTh HAWOUIBIIMKA pU3MK MNOJOMKU. BiH, Oyne BUKOHyBatucd, 3
BUKOPUCTAHHAM JAHUX JIOCBIY PO3POOHMKA MPOrPaMHOI0O 3a0€3MeUeHHs Ta
CEpBICHUX 1HXKEHEPIB, 3 TOYKU 30py HECIIPABHOCTEM, 1X THUITIB Ta HACIIIKIB.

2.3 Tpere mip-3anuTanHs BigHOocUThes 10 KomaGopaTopiB 3 cuTyariiHOTO
anamizy 4C. B curyanii Groba , kobopaHToM € KOMMaHis-moCTa4albHUK
IHTEJICKTyaJIbHUX JaTYMKIB 1 IMaHEJIeH 1HIUKATOPIB MPOAYKTUBHOCTI. 3 Mi€l
npu4rHM, Oyae mpoBeneHo 1HTepB'to 3 [loom AnbOepToMm, MpeacTaBHUKOM
SPIE Nederland BV. IntepB'to Oyae po3misiiaTd TEXHIYHY CTOPOHY TaKoi
cuiBnpaui. Kpim Toro, Oyne mpencraBieHuld Orisii MOOUTBHOTO J10AATKa,
po3pobisienoro SPIE.

2.4. l1o6 BignoBicTy Ha yeTBepTe miA-nutanHd, oryiaa KIII moBunen Oytu
3a0e3MeUYeHHI 3a JOTIOMOTOIO JIITEpaTypH Ta OHJAHOBUX ykepen. Lle Oyne
3po0JIeHO, y TO€aHAHHI 3 iHGOpMaIli€ro, 310paHoI0 MM Yac MONEpeaHixX
JOCTIAHUIIBKUX MMUTaHb, 3 METOIO BUOOPY HAHO1IIBIIT BIMOBITHUX TOKa3HUKIB
e(hEeKTUBHOCTI, sIKi OyAyTh 3aIPONIOHOBAHI KIIIEHTaM.

3) [uranusa gocmimxkeHHs 3 siBisge co00r0 ocTaHHiM geurn 3 anamizy 4C - KiieHr.
[le mocmiKEeHHS MATAHHS PO3IIJICHO HA TPH TiA-3aUTaHHS.
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3.1 Ilepmmii mig-3anuT, BUMarae aHajizy cermeHtaiii kmeHTiB. Lle Oyne
3po0JIeHO 3 ypaxyBaHHSAM PO3MIpy KOMIIaHii 3aMOBHMKA, PIBHS CHIBIpall 3
Groba Ta piBHS 00CIIyTOBYBaHHS, JI€ 1I€ MOXJIHBO.

3.2 ¥V gpyroMmy mig-nutaHHi, OyJe MiJICYMOBAHO PE3yJIbTaTH IMOMEPETHIX
JOCTIAHULIBKUX MUTaHb. TOMY AOCTIIKEHHS, 100 CTPATEerid TEXHIYHOTO
oOcnyroByBaHHs, Oy/ie MPOBEACHO IS TOTO, MO0 TPEACTABUTH OTJIAL 1
3aCTOCYBATH HAUOLIBIIT TT1IX O ISIIII].

3.3 Ha tperbomy, OCHIAHUIILKOMY MHUTaHHI, OyAe JaHO BIJANOBIIb Ha
pe3yibTaTH JABOX HAIMBCTPYKTYpPOBaHUX iHTEpB't0. CIIOYaTKy, ONMMTYBaHHS,
OyJe BIJINPABICHO Yy4YacCHUKAM CIIBOECIIU, MICIAs 4oro Oyzie MpOBEIAEHO
0COOHUCTY CITIBOECITY.

4) YerBepre, Ta OCTAaHHE, NOCTITHHUIIPKE MUTaHHS, 3a0€3MEYUTh OCTATOYHUUN
pe3ynbTar i€l AUIUIOMHOT POOOTH ILIAXOM PO3pOOKM Oi3HEC-MOjeni, BOHA
CKJIQJIAETHCS 3 ABOX ITi/I3aITUTaHb.
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4.1 Io-nepiie, Oyze oLIHEHO NOTPeOU B 0OCIyroByBaHHI Ta Oyje NpuitHATe
PIIIICHHS 1010 HAMO1IBII 3aCTOCOBHOI CTpaTeTti.

4.2 Tlo-gpyre, BUKOpUCTOBYIOUM Oi3Hec-Mojeiab Canvas, po3poOsieHy
OcBanpaepoM Ta Pigneur , Oi3Hec-mojenb KoMmmaHli Oyne po3poOieHa 3
BUKOPUCTAHHAM PE3YJIbTaTIB yCiX TOCHIIHUIIBKUX MTUTaHb.



5. OcHOBHE JOCJIiKeHHS

5.1 " Slka motouHa 30BHimHA oO0ctaHoBKa GROBA, cTocoBHO cTpaTerii
CepBICHOTO 00CITyroByBaHHs? "

5.1.1 Meromosoris

Jns Toro, mo0 BIAMOBICTM Ha II€ JOCHIIHHMIIbKE IHTAHHS, MiA3alUTAaHHS HE
MOTPiOH1, OCKIJIBKH 30BHIIIHE cepeioBHIIEe MOXKe OyTr oxorieHe aHaimizoM PEST,
AKUA y 1IbOMY BUMaAKy ckopektoBaHui g0 IIET, BpaxoByroum, 10 coOIllaJibHI
YMHHUKA HE MarOTh CYTTEBOTO BIUIMBY Ha I[f0 TEMY JAHOTO Te3uCy. IHTepHET-
JOCITIKEHHS OyJI0 MPOBEICHO SIK OCHOBHE JIKEPEJIO aKTyalbHOI 1HhOopMaIlii 11010
MOTOYHOT'O MOJIITUYHOT0, EKOHOMIYHOTO Ta TeXHIYHOTO cepenonuia Groba .

5.1.2 Kmimar: angamnis I[1IET
IMoniTnynu aHasi3

3axuCT JaHUX, € HAUIIHHIIKAM ()aKTOPOM ITOJITHYHOIO CEPEIOBUINA, SKUH MOXKE
BIUIMBAaTH Ha onepamnii Groba, a TakoX TMOTEHLINHY peati3aiio CiIyxou
NpOQUIAKTUKM HA OCHOBI JAaHUX IHTENEKTYyaJIbHUX JAaTYUMKIB Ta MNPUHIUIIB
npomuciioBocTi 4.0. Ha naHuii MOMEHT, peryistop 3arajlbHOTO 3aXHUCTy JaHHMX
(GDPR) € npeaMerom 3MiH, cTapi mpaBuia Oyau BUKopucTaHi 3 1995 poky, 1 3
OTJIsITy Ha 3HA4YHE 30UTbIICHHS 00CATY JJaHUX B JIaHUH Yac, 11 MUTaHHS 4acy, MOKU
BOHU HE OyIyTh OHOBJIEHI. Sk Hachigok, HOBI mpaBuia « IloctanoBa (€C)
2016/679» naOynu unHHOCTI 24 TpaBHs 2016 poky 1 Oy1yTh 3aCTOCOBYBaTHUCS 3 25

" tpaBHsa 2018 poky (Kowmicis €C, 2018). 3mMiHM OCHOBHMX MOMEHTIB
peryJitoBaHHs, BKJIIOYAIOUYH Ti, IKI MOXKYTh OyTH AIMCHUMHU AJI1 PO3BUTKY Oi3HECY
Groba, € HactynHuMH. MaOyTh, OAHIEI0 3 HAMOLIBIIMX 3MIH € TEpPUTOpiaJibHA
IPUJIATHICTh, PETYJIIOBAHHS MOLIUPIOETHCS Ha BCIX Cy0'€KTIB 0OPOOKH Ta KOHTPOJTIO
NEPCOHANBHUX JaHUX pe3uaeHTiB €C He3aneXHO BiJ 1X MICIE3HAXOIKEHHS.
Hampuknazn, kommanii, mo He € wieHamu €C Ta 00poOJIIIOTh MEpCOHANBHI JIaHi
rpoMagsin €C, moBuHHI 3BiTyBatu mepen mnpenactaBHukoMm y €C. Ilopymenus
npaBui GDPR mMoxe npuzsectu 10 craraeHHs mwrpady a0 20 MiabHOHIB €Bpo ab0
4% piuHOoro 000pOTY (3aJIEKHO Bija TOro, sike yucio Oinbine). llltpadu 3a3HaueHi
K JUIsl KOHTPOJIEP1B, TaK 1 JIJIs IPOLIECOPIB, 110 03HAYAE, 110 CEPBICHI CEPBICH TAKOX
€ yactuHoto perymoBanss. (I'ITIP, 2018)

[lpote, y Bumanky 3 Groba , HiSIKMX 3ax0[iB, TOB'S3aHHX 31 300poM Ta
BUKOPUCTAHHSAM TIEPCOHAIBHUX JaHUX, HE BiIOyBaeThcsa. OTxe, HEOOXITHO
3a0e3ne4ynTH, 00 MAIIUHHI JaH1 MOTJIM BUTbHO BUKOPHCTOBYBATHCS KOMITAHIEIO TA
MOCTa4YaIbHUKOM (TIOCTaYyaIbHUKAMH ), SIKIIO 1€ Y3TOXKEHO MIXK JBOMA CTOPOHAMMU.
BiamoBigHO 10 TOBHOTO TEKCTY JOMOBIII, omyOikoBaHoro B OdimiiHOMY >XypHaIi
€pponeiickkoro Coro3zy B 2016 pori, sicHO, IO MpaBWia Ta TOKapaHHS
3aCTOCOBYIOTHCS BHHSTKOBO JIO TIEPCOHAIBHUX JaHUX. BiamoBigHO, JaHi IOJ0
BUIBHOTO IMOTOKY MAalllMH HE NOTPEOYIOTh MOJHHUX JOAATKOBUX PO3CIIyBaHb,
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OCKUIbKM HEMa€ OOMEKEHbD 111010 BUIYYEHHS Ta BUKOPUCTAHHS MAILIMHHUX JIaHUX B
pamkax JTokymeHTa. [1iABoissum miicyMOK, CIIpaBu MOB'sI3aH1 3 JAHUMH MalIlH, 110
30epiratotbes B €C, 3amuImaroTbcss MK CTOPOHAMU, TOB'S3aHUMU 3 JTaHUMH. Y
JAHOMY BUTIAJKY , BiH € MK Groba - BUpOOHUKOM OOJIaIHAHHS, SIKHH TTOTCHITIITHO
HAJIa€ TOCTYTY, KIIEHTOM, SIKUH Kepye 00JagHaHHIM, 1 CTOPOHHIMU 0CO0aMH, SIKi
HAJAI0Th 1HTEJNEKTyaJlbHI JAaTUMKH 1 MIKIYIOTHCSA PO CTBOpEH1 AaHi. BiamosigHo,
Oyab-siKi HETaTUBHI TPOOJEMH 3 JaHUMU KIIEHTAa MOXYTh NPHU3BECTH [0
MOIIKO/KEHHS 1MIKy KoMmadii (Groba Ta mocTadajibHUKA 1HTENEKTYaJIbHUX
JATYMKIB HA PUHKY, 1 1X MOTpiOHO 3anmodirtu. [1oTpiOHi 3ycuiuis Ta rapaHTii, 10
3aCTOCOBYIOTBCS 3 TOYKHM 30py 3aXUCTy JaHUX, OyIyThb OIbII JETalibHO
npoaHaiizoBaHi B po3/aiii "Konaboparopu" ananizy SC.

ExoHomiuHuil aHai3

BupoOHUIITBO cHpy B YChOMY CBITI HE MOIIHUPIOETHCS OJHAKOBO, SIK 11€ BUJIHO Ha
HaBeJICH1I HUK4e UTrocTparlii. 3a nanumu JlenapTaMeHTy ClIbChKOTO TOCI01apCTBa
CHLIA Tta Ciyx0u €KOHOMIYHHUX AOCTIIKEHb, 10 MpoBiIHUX BUPOOHHKIB - e 27
kpain O6'ennanoi €Bpomnw, ki BUPOOJISAIOTH OUIBIIE TOH CUPY, HDK BCl 9 1HIIMX
kpain, a motiMm CIIA, Pocis, bpasunis, Aprentuna, Kanaga, HoBa 3emanmis,
ABctpanis, Mekcuka Ta Ykpaina. [Ipore, 3 lonatky 5, sikuii BimoOpaskae oocsru
BUPOOHUIITBA KOXKHOTO 3 Kpaid €C B 2016 poiii, Mo>kHa TOOaYUTH, IO 5 KpaiH CBITY
BUPOOJISIIOTH 73% 3aranbHOro oOcsry. 3a3HadeHi m'ath Kpain €C 3 BUpOOHMIITBA
cupy - Himeuunna, @panuis, Itams, Hinepnanau ta [lonpma. Ockinbku HiMeuunna
€ HallOUIbIIUM BUPOOHUKOM cupiB y €C, KOPUCHO NOTJSHYTH HAa 3MIHUA LIHHOCTI
CUupy BHp06HHHTBO 3 2004 mo Major cheese producing countries in 2017 (in 1,000 metric tons)
2016 pp., noka3ane B Jlomarky
5. O6'em BupoOHUIITBa cUpy (y
MITbHOHaX €Bpo) OyB Ha
BIJIHOCHO OJHAKOBOMY PIBHI J0
2008 p., koMM BOHa IMOKa3ala Al
pesynbrar y 606,2 MIIH. €BpoO,
MICIIA 4OoTro BiAOysIOCsS 3HA4YHE
najiHHsg 10 piBHA 3 541 MuIH.
eBpo B 2009 pori. Hactymue e
NaJiHHS PO3MOYAIOCs MICTs
2014 poky, KOIHM JOCATHYTO
HaiBuIOI cymu 646,8 MIH.
€BpOo. 3  I[BOTO  MOMEHTY
mxepeno: MinictepeTBo ciibebkoro rocnonapcersa CHIA Ta Ciyx0a eKOHOMIUYHUX
JocCiKeHb, 2018 pik MIHHICTS MPOJIOBXKYBaJia 3MEHIITyBaTUCS 10 3HaUeHHs 581,36
MiH. €Bpo B 2016 pori. Onnak nani, Hagani OECP ta mokasani y Jlomatky 6,
MOKa3yI0Th, 1110 3pOCTaHHs BUpPOOHUIITBA cupy (y ToHax) Ha 11,9% y uitomy Oyno
nepeadoadyeHo B nepioa 3 2015 poky mo 2026 pik. BaxxnuBo 1mo6 BiA3HAYUTH, 1110
nporHo3 0yB 3poo6neHuit y 2015 poriri, poiri miciis mikoBoro npuoyTky B 2014 porii.
[le MoXe MOSCHUTH Takli ONTUMICTUYHI pe3ynbTaTd. Tomy HimeyunHa sk
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HaWOUTBIIUK BUPOOHUK cupiB y €C Ta Apyruél y CBITI MOXKE PO3IJISAATUCS SK
MOKAa3HUK CUTYyallli Ha BCbOMY PHHKY CUpHHUX MpoaykTiB €C. BignosinHo, MOXkHa
IOPUITYCTUTH, 10 peKopaHuit ik y 2014 poii cynpoBOIKyBaBCs BTPATOIO T0XOIIB
y HaCTyIHI pOKH. SIK HaCIiJOK, BUPOOHUKU IIYKATUMYTh LUISIXU 3MEHIICHHS
BUTpAT, BKJIIOYAIOYM BUTPATH Ha TEXHIYHE OOCIYroByBaHHS, Ta HemependadeHi
30UTKH, TaKl K 30MTKH, COPUYUHEH] PO3OUTTAM OOJIaAHAHHS Ta MPU3BOASIYU IO
IPOCTOIO.

TexHIYHUH aHATI3

s Toro, 1mo6 3a0e3neYnuTH KOMIUIEKCHUM aHasi3 TEXHIYHOTO CEepeOoBUIIA, CIi
PO3TJISSHYTH OCHOBHI TEXHOJIOTIYHI TEHJACHINT IIOA0 KOHTEKCTY JOCIIIKCHHS.
OCHOBHI TE€XHI4HI TEPMIHH, MIOB'I3aHi 3 MpoeKToM, Takl siKk 10T , Industry 4.0 ta Big
Data, mpooBKyIOTh KOHIIEHTPYBATH YBary 1 BXK€ CTaJM OCHOBOIO JIJIS TIOIAJIBIITIX
TEXHOJIOTIYHUX PO3POOOK Ta KOHIIEMIi. BoHn BU3HaveHi Ta mosicHEeHi B riasi 4.1.
BiamosinHo, TexHosoriuHi TeHxaeHmii 2018 poky, moB's3aHi 3 3a3HaYCHUMU
YMOBaMH, € IIIHHUMU 3 TOYKH 30py PO3YMIHHS TEXHIYHOTO CEPEIOBHUIIIA.

[To-mepiie, KiTbKa pi3HUX PEUTHUHTIB BKIIOUAIOTh B c€0€ MTYyYHUM 1HTENEKT (Al) sk
OJIHY 3 HaWIIHHIMIKUX TeXHoJoriunmx TeHaeHui Ha 2018 pik. [Ipore Al Bce mie
nepedyBae Ha PiBHI, IKMH MOKE JIO3BOJIUTH COO1 JIMIIIE JIesKl KpaiHU Ta opraHi3aliii,
HaBITh SIKIIO BpaxyBaTH, 0 Al 3'SBISIETHCS Y MIUPIIOMY CIIEKTP AOJATKIB, MaJIi Ta
cepeHl MiAmpPUEMCTBA, UMOBIpHO, HE Oyje BIUIMHYTH Ha 1ie 1mie. [1{o Ouibir 1iHHa
TEHJICHIIIS - 11e MiABUIIEHUM MOMUT Ha CTAaHIAPTU BIACHOCTI JaHUX, 110 MIPU3BEIIO
JI0 CTBOPEHHS KIJIbKOX MIaTdOpM, MOB'A3aHUX 13 JaHUMU. BIIMIHHUM MPUKIAA0M
s Hux € IOTA Data Marketplace, sika opientoBana Ha [oT 1 Hamae goctym, 3
METOI0 aHal3y JaHuX ab0o [0JaTKIB, JJIs JOCTYIy JO IIOTOKY JIaHWX
IHTEJIEKTyaJIbHUX JIaTYUKIB 110 BCbOMY CBITY B OOMIH Ha MIKPOIUIATEXIB BIACHUKY
natunkiB. Kpim Toro, ockinbku mnpuctpoi [oT reHepyroTh CTIIBKM HaHUX, IO
O1JIbIlIe HEMOKJIMBO IEHTPaII30BaHO HOTo 30epiraTh Ta aHalli3yBaTH, a TPaH3aKIIil
JAHUX MK XMapol Ta MPUCTPOEM 3alMyTh HAJTO JOBTUUA TEPMIH, PO3BUTOK
rpadiuHOrOo OOUMCIEHHs CcTae KIo4oBUM (dakTopoMm po3BUTKY [oT . CBiTOBI
TEXHOJIOT1UHI Jijepu, Taki sk Microsoft Ta Amazon, po3poOWIM TpOTrpaMHE
3a0e3nedyeHHs JJIsi BUKOpUCTaHHS MoxumBocTedl Edge oOumcnens. Kirowona
BiIMIHHICTh Tpadiuroro obuucneHds Bix cepepiB Cloud momsirae B Tomy, 110
IpUCTPOi, miAKIIOUeHI 10 Mepexi [0T , 3MoKyTh BUKOHYBAaTH HEOOX1/THI aHAIITUKA
Ta BUKOPHCTOBYBATH PE3yJbTaT JJIi BUKOHAHHS IEBHOI Aii, BUTPAIOTh KijJIbKa
MITICEKYHJI, Ha BIAMIHY BiJ KUIBKOX COT€Hb MUTICEKYHJ, IO TaKe 3aBIaHHS
BUKOHYIOTHCSI ChOTOJIHI 3a JIONOMOTOI0 XMapHUX o0uncieHb. KpiM Toro, B maHuii
4yac MPOTHOCTHYHE OOCITYTrOBYBaHHSI Ta BUKOPUCTaHHS BEJIMKHUX JAHMUX JJIS TAKOi
METH € BaXJIUBUMU (HaKTOpaMHu [JIsi TOro, o0 opraHizamii 3ajuiagucs
KOHKYPEHTOCTIPOMOKHUMH Ha puHKy. Y 2018 pomi po3pobka piiieHb
MPOTHOCTUYHOI aHAIITUKU MPU3BEIE 10 PO3POOKH MPECYBAIbHOI aHATITUKHU, sKa
O1TBII MAXOIUTH JJIsI KEPOBAHOTO 1H(POPMAITIEIO CBITY, B SIKOMY MU kuBeMo. Lle He
TUIbKU CTUMYITIO€ MaitOyTHe Big Data, ane Takox J1ae pekoMeH aaIlii 110,10 TOTO, 5K
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JIATH Ha MPOTHO3yBaHHS aHATITHKA, BAKOPUCTOBYIOUN PI3HOMAHITHI aJTOPUTMHU Ta
METOJM MOJICIIOBAaHHS . [HIIUMU CIIOBaMH, BiH MOEIHY€E Pe3yJIbTaTH OMKUCOBOI Ta
IPOrHO30BAaHOI AHANITUKUA 3 METOI0 JIOCSITHEHHS 1JealibHOTO pe3ynbraTy. Bike B
2017 poui KijbKa cTapTamiB 1 HaBITh TiraHTu ramysi, Taki sk General Electric,
pO3pOOMIN TPUITUCHI aHANITUYHI JojgaTku Ta pimenHs. (Mapk Ban PiitHman |,
dscvr.it i 3acHoBHUK Datafloq , 2017).

Ha 3akiHueHHs, BCl TEXHIYHI TEHJEHIIII, K1 MOXYTh PO3IVISIAATUCS SIK PYIIiHHI
CWJIM, 10 OepyTh y4acThb Y MPOEKTi, IPOJOBXKYIOTh PO3BUBATH 1 30UIBIIYBATH X
3HAQYEHHS Yy CydacHOMY CBITI. Jlesiki 3 HUX CTalTh KJIIOYOBUMHM YacCTHHAMHU
TEXHIYHOTO MPOrpecy, SIK JJIi KOHKPETHOrO MiANPUEMCTBA, TaK 1 B LIIOMY. 1
PO3BUBATH HOB1 PO3pOOKH Ha X OCHOBI, Taki K KoHuemis [0T . [H1 po3po0isoTh
Ha OUIBII PO3BUHYTI €Talld, TakKl sIK KOHIICMI[IS J1arHOCTUYHOI aHAJIITHUKH, sKa
npocyHyjacs 10 BuMoOMIMBOI aHamituku (prescriptive analytics), ska 3apas
PO3BHBAETHCS 1 00III€ CTATH OAHIEIO 3 HAUIIEPCIICKTUBHIMINX TEXHIYHUX TECHICHIIIH
y 2018 pori. Kpim Toro, Bukopucranns Big Data Tenep € BUnajakoBo AisSIbHICTIO
JUIs 6araTo HaBiTh IMIJANMPUEMCTBA CEPEIHBOTO PIBHS, HEOOX1IHI JJIS MOJAIBIIOTO
3pOCTaHHsI Ta MIJABUINCHHS €(PEKTUBHOCTI omeparliid. biibm Toro, 3 po3BUTKOM
TEXHOJIOTIH CTarOTh JICTIIE pealli3yBaTH 1 BiAMOBIIHO JAemIeBINe. Kk HACITIIOK, IS
TOTO, MO0 CHIAYBaTH TEXHIYHOMY IPOTPECy, OJHOYACHO 3aJOBOJILHATH BUMOTHU
KIIEHTIB Ta 30epiraTd KOHKYPEHTOCIPOMOXKHICTh OJHOYACHO, KIIFOYOBUMU
YUHHUKAMHM € IIMOJCHHA OIllepallis NPOTHO3HOI aHAJITUKH, BIPOBAHKCHHS Ta
Bukopuctanns [oT ta Big Data. 3 oruiny Ha 11€, JIOT1YHO KOPUTYBaTH O13HEC-MOAEII
1I0J10 BIUIMBY MOTOYHHUX Ta MAHOYTHIX TEXHIYHHUX 3MiH Ta TEHJAEHUIH.

5.2 " Sk naH1 MOXyTh OYyTH KOPUCHUMMU IS KinieHTa? "
5.2.1 Merogosoris

[Ilo6 w©anmatu BIAMOBIAL HA Jpyre AOCHITHUIBKE 3alUTaHHS, HA YOTHPHU
nigKanuTany Oyae JaHO BIJMOBIIb

e Slka morouna cutyaris y Groba oo cepBicHOro 00CIyroByBaHHs ?

e Slkum yacThHaMm OOyiajiHaHHS Mae OyTH TPHUALICHA HAOUIbIIA yBara
I0JI0 PU3UKY BIIMOBHU?

e Sk moxHa 3actocoByBaTu npuHumnu IloT mmst cTBOopeHHs Mepexi
IHTENIEKTYaJIbHOTO MOHITOPUHTY?

o Slka indopmartist Moxxke OyTH oTpuMaHa 3 HasBHUX gdaHux? (KPI)

[lepuie mijg-3amUTaHHS OXOIUIIOE BHYTPINIHIN KiIIMAT KOMIIaHii, BIAMOBIIHO IO
HbOTO OyJIe Ha/laHO BiAMOBIb Y paMkax 4C cUTyarifHOro aHaI3y - KOMIaHii, sKa
Hajae 1HQopMaIilo PO AaCOPTUMEHT MPOAYKIli, TUM OOCIYroBYBaHHS, IO
B1IOyBa€ThCS HA Cy4aCHOMY eTami, METOaud 300py JaHUX Ta CIOcoOM HOro
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BUKOPHUCTaHHA. By1yTh BUKOpHUCTaH1 BHYTPIIIHI JIOKYMEHTH KOMIMaHIi Ta oco0ucTe
CHUIKYBaHHS 3 MpamiBHUKaMu. [[1s1 qpyroro mia-3amuTaHHs, sIK HalJOpeUYHIIINN
cnoci0, 6yB oOpanuit FMEA anani3 . BignosinHo, 1ie 6y/1e mpoBeIeHO y CriBIpalli
3 IHKEHEPOM IIPOrPaMHOro 3a0e3MeUeHHs Ta cepBic-iHkeHepamu. TpeTiil miaTekcT
- e vactraa 4C-Framework - Collaborators, Oy/e 3aBepiieHa NuITXoM IIPOBEACHHS
IHTEPB'I0 3 TNPEJCTAaBHUKOM KOMIaHii-KoJabopaHTa, SKUNA MOSICHUTb OCHOBHI
NPUHITUIN  1HTEJIEKTYallbHOTO MOHITOPUHTY, BCTAHOBIICHHS MEPEXI, Ta
BUKOPUCTaHHA pe3yJibTariB. Hapemiri, BUKOPUCTOBYIOUM BIJMOBIJII Ha MOMNEPEIHI
TpY MUTAHHS Ta OHJANH-Kepesa U MPUKIaTy HaWKpaIuX MPaKkTUK, Ha YeTBEPTE
MiJ-3anuTaHHs OyJie JaHO BIJMOBI/Ib.

5.2.2 Komnauisg

Y HacTymHii THaBi, pe3yapTaTd podbotn (Groba CTOCOBHO MOTEHIIMHOI
cepBiTU3aIiiHOI Mojeni 613Hecy OyayTh po3risHyTi. 1106 e 3pobutn, moprdens
MPOJYKTIB KOMIIaHii, 1aHi, 110 30MparoThCs 3apa3, Ta 0OCIYrOBYBaHHS Ha JTaHUN
MOMEHT OyayTh Bukopuctani. lleii anamiz posrmsmaerscs sk yactuHa 4C
CUTYaIIITHOTO aHaJII3y - KOMIIaHii.

[IIo6 mouaTu, aCOPTUMEHT MPOAYKIlli KOMIaHii Oyae eTaabHO MEepPEeryIsTHYTUH.
[TopTdens npoaykTy ckiamaeTbest 3: mamuH s pizands nopuiit (PHI, Theta 1
Kappa), mammH 11t monepeiHboro pizanHs Ta pizaHHs kopmiB (Beta), Mammnu ais
niAroToBKU cupy ( oummieHHs - Omega; po3nakyBaHHs - Alfa), mammuu ans
posninenns (Delta), mamman s moapiOHeHHs cupy (Sigma), cupHi 3aKyCKH Ta
cnemianbHi Mamuan (Lambda), ( Groba 2018) . Takox, BCi MalliuHu MOXYTh OyTH
IHTErpOBaHI B ICHYI0UY1 BUpOOHUYI JIiHIT 200 po3poOuTu okpemy JiHit0 MamuH Groba
Kommaniss npononye miHii mnogadi, (iKCOBaHy JiHIIO pi3aHHS Baru Ta
nenanerupytromii JiHii. Xopommui npukian Groba B minii Oyayts defoil -cutting
miHii, sk mokazano B Jlomatky 7. Jlimis ckinamaetbes 3 defoil cermenrta A,
obnagnanoro 3 mammHow Alfa (Homatox 9), Bupizannsa i1 destack cermenra B,
ocHamieHoro 6era - mamuHoio ( Appenndix 10), posniunsitouoro cermentra C,
ocHamieHoro MammHamu Delta (Jomarok 11) Ta mogaTKOBUMH JTOMOMIKHUMU
MPUCTPOSIMU, 1110 3'€JHYIOTh MAIlIMHU 3 MMOBHOIO JIiHI€0. KpiM TOTO, JIiHIS MICTUTH
OaraTo ¢yHKIIH Oe3MeKu 1S 3aXUCTy (PYyHKIIIOHATBHOCTI MAIIMHU Ta BUKIIIOUEHHS
OyIb-SKMX PU3HUKIB TSI 3I0POB'St MAIIMHHOTO OlepaTopa. BoHW BKIIOYAIOTH CiM
3aMmo01KHUX BUMHUKAUIB Ta I'ATh KHOTIOK eKCTpeHoi 3ynmuHKH (JlogaTok 8).

Groba BV Hece BiAMOBiIaIBHICTh 3a rapaHTiliHE 3a0€3MeUeHHsI KOXKHOI MaIIMHU
st 00poOku cupy. OgHAK TapaHTis AiCHA, JUIIE SKIIO MAlTUHY €KCIUTyaTyIOTh
HaBUYCH1 Ta mpodeciiiHi MpaliBHUKKA Ta 30€piraroTh y XOPOIIOMY CTaH1 IUISIXOM
TEXHIYHOrO0 OOCIYroBYBaHHS BIJMOBIAHO /10 KepiBHUITBa kopuctyBaya Groba .
Bignosigno, Groba He Hece HISIKOI BIAMOBIIAIBLHOCTI 32 Oy/1b-sIKI BUIIAJKHU B pasi,
SIKIIIO TIOTTKOKEHHS BiI0YIOCS Yepe3 HEIPUIHATTSI TIOTIepEeIKEHB Ta ITPaBIIL, 3MiH,
BHECEHUX JI0 MAaIllMHHU, BUKOPUCTAHHS HE OPUTIHAIBHUX JAETajleil, BUKOPUCTAHHS
HECYMICHMX Pi3aJIbHUX KapkaciB a00 HEMOXJIMBICTh BHUKOHAHHS TEXHIUHE
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oOciayroByBaHHsA. KpiM TOro, KommaHis MOKE 3alpONOHYBaTH KOHTPAaKTH Ha
TEXHIYHE OOCIyroBYyBaHHS, L0 MependaudaroTh y3TOMKEHY KUIbKICTh CEpPBICHUX
IHCIIEKITIf, a TaKOX 1HCHEKINi, KOJU 1X 3aKJIUKarTh. KOHTPAKTH MOTOKYIOTHCS
1HIUBITyaJIbHO, 3aJICKHO B TUITY MamuHu o0poOku cupy. ( Groba 2018)

{06 mpomoBXUTH, MO0 MOJIMIIUTH POOOTYy 3a YMOBAaMHU TEXHIYHOIO
oOcayroByBanHs, Groba 36upae naui 3 [1JIK Bubpanux mamma o6poodku cupy. s
TOro, o0 3'ACyBaTH, K II€ MpaIoe, OyJI0 MPOBEACHO CIIBOECITY 3 1HXXEHEPOM-
nporpammuctoMm Pene BanneOomieMm , JHOIWHONO, sIKa MIKIYEThCA Mpo 30ip Ta
neperBopeHHs nanux (Jlomarok 12). Sk BumHO 3 iHTEepB'to, maH Banaeboun € Tum,
xTo nporpamye [1JIK ta HMI, BianosiaHo, BiH 30upae Ta 00po0IIsie a1 3 JESKHUX 3
HUX, 00 MpoaHami3yBaTH iX B MailOyTHboMy. [laHi, 110 30uparoThCs, € JOBOJII
0a30BMMH, 1€ KUIbKICTb BHUPOOIB Ta KUIBKICTh NHPOAYKTIB, 3i0panux y IIJIK
(mporpaMyBaibHUN JIOTIYHUN KOHTPOJEpP), a TaKOX JaHl TPO TPUBOTU Ta
nornepe/pKeHHs, 310pani B intepdeiici "Jlroauna-mammuaa(HMI)". TIpote 06poOka
JTaHUX BiOYBa€ThCA TAaKOXK Ha 0a30BOMY pPIBHI, OCKUIbKH II€ POOUTHCS MMaHOM
Bannebomem Bpyuny B popmarti Excel. Hapemri, gani e He HaaroThCsl KITIEHTaM,
OCKIJIbKM BOHHM HE TEPETBOPIOIOTHCA Ha 1Hdopmalio y (opMmi MOKa3HUKIB
e(eKTUBHOCTI, III0 MOXke OyTH KopucHUM Jytst KimieHTiB. 11lo cTocyeThest cepBicHOTO
oOCIyroByBaHHS Ha JaHUI MOMEHT, SIK CTaJI0 3p03yM1JIO 3 0COOUCTOTO CITIIKYBaHHS
3 CEpPBICHUMHU 1HXKEHEPAMH, TO TEXHIYHE OOCIyrOBYBaHHS BHUKOHYETHCS JIMILE 32
OaXxaHHSIM 3aMOBHHKAa, B OCHOBHOMY 4Y€pe€3 HECIPABHOCTI, SIKI HE MOXYTb OyTH
BIJIDEMOHTOBaH1 TE€XHIKaMHM Ha 3aBOJIl 3aMOBHHKa, a0 fK YacTMHA TapaHTIMHOI
yroJid mpo HajaHHs mociyr. OIHaK 1€ 3aJeKUTh BiJl TUIY KJII€HTA, BIJl JACSKUX
3aMOBHHKIB KOMIIaHisl OUIbIIE HE Yy€, SIK TUIbKM BOHM OTPUMAIM MalluHy. JlesKi
KJIIEHTH, 1 1I€ Ay’K€ MOIMPEHUI BUMAIO0K, TenedonytoTs 10 Groba, nis Toro, moo
3a0€3MeUYnTH BiJIJaICHE TEXHIYHE 00CIyroByBaHHsA. B TakoMy BUIIAAKY 1HXKEHEDP B
odici Groba BuxkopucroBye nani Bia [IJIK ta onucy npobiiem 3 00Ky 3aMOBHHKA,
mo0 KepyBaTu TexHiKamMu Ha mignpueMmctBi. Tomy Groba 3a0e3mnedye MOHTax
MaluH Ta 0a30BHIl TPEHIHT OnepaTopa y 3B'A3Ky 3 Yroor0 3 3aMOBHHKOM. [Ipore,
K OyJ0 3a3HayeHO paHilie, 0OCIYyroBYBaHHsA SK CIy>k0a OTpUMaHHS JOXOJIB HE
PO3BHHYTA TaK CHUJIBHO.

5.2.3 FMEA

AHani3 pexxuMy MOMHIIOK Ta eeKkTiB OyB po3poOJCHHI CHUIFHO 3 CEPBICHUMH
IHKeHepaMu Ha MiACTaBi iIXHbOTO ocobucToro goceiny. Lle Oyimo 3pobiieHo uepes te,
IO HE ICHY€ JaHUX MPO HECIPABHOCTI, AKi iXHI THMM Ta MOAIl 30MpaloThCa Ta
peectpytotbes Groba . BiamoBinHo, TexHIYHE OOCTYrOBYBaHHSI € HaWKpaIluM
JoKepenoM iHdopmallli Sy po3poO0KH TaKOTro aHajildy, OCKUIBKM CaM€ BOHH
BCTaHOBITIOIOTH MAIIIMHU T BiAMPABIISIOTHCS HA 3aBOJT JIJIsl IPOBEICHHS PETYISIPHUX
NIEPEBIPOK, SAKIIO 1€ Y3TOKEHO Ha YMOBAX CEPBICHOI yroau, abo AJisi peaKTHBHOTO
0OCITyrOByBaHHS, KOJIU i€ TMTAaHHSI HE MOKe OYTH BUIPABICHO Ti YAHHUKAMH Ha
3aBOI. SIK HacHiAOK, BCl 3HAYEHHS [JI1 BUHUKHEHHS, CTYMEHS TSDKKOCTI Ta
BUSIBIICHHS OyJTU pO3p00JIeH] 3 BUKOPUCTAHHSIM CKOPUTOBAaHUX JAHUX, 3TPYIOBAHUX
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y Tabnuii 11 Kpamnoi Bizyamizaiii Tta nmokasaHi B Jlogatky 3. Komnonentu a6o
POIIeCOBl (PYHKITIOHYIOTh MOMHIJIKH, @ TAKOXK 1X MPUYUHU Ta MOKJIMBI HETaTUBHI
epextu Oynu MpoaHaIi30BaHl 3a JOMOMOIOI0 CiIykO00BUX 1HXeHepiB. Tomy Bci
00OMeXEHHS CTOCOBHO 1IbOTO aHaJII3y J1aji MOSICHIOIOTHCA B KPUTUYHIHN OLIHIIL, SIKa €
JIECSATUM Ta OCTAHHBOIO PO3JIIIIOM ITi€l TrcepTartii.

[To-nepiie, HEOOX1AHO MEPETISTHYTH PEUTUHIOBI IKAIH, 110 BUKOPUCTOBYIOTHCS B
ananizi FMEA 1 npexacrasneni B Jlogatky 3. CrymniHb aBapii BapitoeThes Bif 1 -
HE3HAYHOTO PiBHS, 0€3 BUAUMUX JieekTiB, 10 10 - HeOe3MeuHO BUCOKOTO PiBHS, 110
MO>KE TPU3BECTH JO 3JIOPOB'Sl YIIKO/KEHHS OYyJIb-KOT0. Y BUMAJAKy BHHHKHEHHS
NPUYMWH, 10 MPU3BOAATH 0 HEBAAyi, | € He3HAYHUM pIBHEM, IO B1JOYBAEThCS
MEHII HI’K OJMH pa3 Ha M'ATh POKiB, a 10 - 11e paHr 300iB, sKi BIA0OYBAIOTHCA IEKIIbKA
pa3iB Ha JeHb. MOKIMBICTh BUSABJICHHSI HECTIPABHOCTI KJacu(ikyeTbes 3 1 - Koau
BCI MMPOYKTH MEPEBIPSIOTHCS aBTOMATUYHO, 1 I€PEKT HE MOXKE OyTH MPOMYIICHUH,
1o 10 - nedext He nmepeBipseThCs ab0 MOTr0 HEMOXKIIMBO 3HANUTHU. SIK pe3ynbTarT, 11
TPHU YHCJIA NIl KOKHOTO THUITY BiJIMOB MHOXaTh 1 pu3BoAsATh 10 RPN. Sk Oyro
3a3HAYEHO BHWINE, HEMAE CTPYKTYPOBAHMX JAHUX IIOJI0 HENOJIKIB Ta iX THIIIB,
HasBHUX y Kommanii. Omxke, micis toro sik FMEA Oyna po3s'sicHeHna iH)XeHepam-
cepBipam, OyJIO y3ro/DKEHO 000Ma CTOPOHAMH, IO TUIBKW MUTAHHS 3 MOTEHIIIMHO
HaiOubiuM RPN Oyne mpuitHsaTto Ha po3risia. Sk pe3ynbrar, i aHamizy,
MpEeACTaBICHOr0 B JoAaTKy 15, Oynau BuOpaHi 8 HaWBKIUBIIIMX MPOOJEM, SKI
MOXXYTb MPU3BECTH JI0 BTPATH MPOAYKTHBHOCTI UM 3HAYHOTO MPOCTOFO VIS PI3HUX
MaIIyH.

RPN 3 8 BuOpanux 300iB 3MiHIO€TbCA Bl MiHIMyMy 208 10 MakcumanbHo 504, mio
€ HaJ3BHYaiiHO BUCOKUM. OJHAK BaXKJIMBO 3a3HAYUTH, 110, SIK OYyJ0 3a3HAYECHO
paHiiie, 1 aHaidizy Oy BUJIUICH]I HEeBIadl, IKi MOXKYTh IIPU3BECTH JI0 HAMBUIIOT
RPN, 3 MeToro aHamizy iX HaCHiAKIB, IPUYHMH Ta HEJOMIKIB, @ TAKOXK IMOTEHITATY 1X
MOKpaIeHHs. 3 8 BUIAJIKIB CTYMIHb TSHKKOCTI KOJMBAETHCS BiJl 5 10 9, KOJIU MEBHI
YACTHUHHU MAIlMH MOTPIOHO OOMIHIOBATHUCS YW PEMOHTYBATH, IO MPU3BOJIUTH J0O
rapaHTOBaHOI BTpaTu IMpocToiB BupoOHHUITBAa. Illo cTOCYEThCS BUHHKHEHHS,
3HAYEHHS BApTICTIO BiJ 6 - BIIOYBAETHCS OAMH pa3 Ha KBapTal, 10 9 - BIIOYBa€ThCA
pa3 Ha 3-4 ani. KpiMm Toro, 3 3 8§ mMOMMIOK MOBHICTIO a00 YaCTKOBO BHKJIMKaHI
NOMUJIKaMU omneparopa. Hanpuknaa, oAHUM 3 HAWUNOMIMPEHININX MUTaHb,
MOB'SI3aHUX 3 OMEpaTOpamu, € BIIKPUTTS ABEpeil 0e3 3yNMUHKHU UKITY. Y TPHUKIaIl
JUTS aHaIi3y 1€ TPU3BOAUTH JI0 TOTO, III0 pOOOT 3aKIHYYETHCS B TI€T MO3UILILT, SIKY BiH
HE 3Ha€, M0 MPU3BOIUTH J0 3HAYHOTO MIPOCTOI0 B pe3yibTaTi. Lle mutanHs mae Toi
camuii Bucokuii RPN 504, mo ¥ iHmMI, BUKJIMKAHUN OMEpaTOpoM, KOJU BIH
BUCTaBJIsie KOMOiHaLIIO pi3ku Ha MamuHI. [I{o cTocyeThecst MexaHi3MiB BUSBICHHS,
MEXaHi3M MITAE€THCS OTJISAY KIIIEHTAMU TUIBKU TOJI1 , KOJIA IIOCh Tparmmiocs , abo
KOJIM BOHM BHUKOHYIOThH IEPEBIPKY BCi€l JiHIT 00poOKHM cupy. [HIIMM BapiaHTOM €
nepeBipka, MpoBejieHa 1HXKeHepaMu ci1y»k0u Groba , 110 Bi10yBa€eThCs KilbKa pasiB
Ha pik abo micias TOoro, sK mpoosiema Bxke BigOynacs. IIpore, sk 3a3Ha4arOTh
CIIy>K00BIIl, Bi3yanbHi mnepeBipku 3 (Groba HamarThCA MMEPEBAXKHO KIIIEHTaM,
posramoBanuM y benbrii Tta Hinepnangax. Sk Hacmigok, mpobiema 3
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HETPaBWIHHOIO MPOTrPaMor0, 0OpaHOK OmepaTopoM, OIlIHIOBajacs 3 8, a BCl 1HIII
aHaJI130BaHl BUIAIKA OTPUMAIM paHr 7, 10 O3Ha4ya€, [0 MPOIYKT Bi3yallbHO
NEPEBIPAETHCA MMiJI YaC BHUPOOHUYOTO MPOIECY, LIO0 CTBOPIOE Iy:KE OOMEKEHMI
MOJKJIUBICTh BUSIBJICHHS

Jusnsunck Ha o6uncneny RPN, oueBuaHO, 110 y HaAaHOMY MPHUKIaAl KPUTHYHICTD
HACJIJIOK TOJOMOK Ta YacTOTa iX BHUHUKHEHHS € HaWOUIbII KPUTUYHUMH 3
MoxIuBUX. OJHAK, SIK 1€ MOSCHIOIThH CIY>KOOBIl, HaBITh 3 OIJISAY Ha Te, IO
HEeBJaul, 110 MPU3BOAATH 0 HEOOXIAHOCTI BIAPEMOHTYBAaTH a00 OOMIHSITH JIESIKI
JeTajql MallliH, BHUKIMKAIOTh OUIbIY HE3aJ0BOJICHICTh KIIIEHTIB, 1€ HE
HalnomupeHim npodiaemu. HacnipaBzi, HeBeauKi 3001, 110 BiOYBaOThCS KlIbKa
pasiB Ha J€Hb, MPU3BOJATH O OUIBIIOIO 3arajlbHOr0 MPOCTOI0, HIXK 10 OUIBII
Cepilo3HUX MOMUJIOK, 110 BIAOYBAIOTHCA OAMH pa3 Ha Micslpb. I, BpaxoByrouu Len
dakrt, ix RPN Takox Oyne BUCOKHM, 3aBASKHA O1bII BHCOKIN MOSIBI Ta Takoi XK
HU3BKIH MOYJIMBOCTI BHUSBICHHS. SIKIIO TOBOpHUTH IIpo BaockoHaleHHS RPN s
MUTaHb, K1 BUKOPUCTOBYIOTHCS SIK NMpuKIIas y aHanizi FMEA, iX cTymiHb TSKKOCTI
MOXKe OyTH 3HIDKEHA JIMIIE B TOMY BUMAJKY, SKIIO KIIE€HT Ma€ albTEPHATUBHY
MaIIuHy, Ky BiH MO>Ke BUKOPUCTOBYBATH. [[esKi 3 HUX € MPUKIAIOM, aje 3arajioM
e HE MyXe MNomupeHo. ToMy MOKa3HMKHM BHHUKHEHHS MOXYTh OYTH 3HAYHO
HIDKYAMH TUTBKH BHACIIJIOK YIAOCKOHAJICHHS METOJIB BUsBICHHS. IIpore Ha
NOTOYHOMY €Tanl HEMOXJIUBO OLIHHUTH, 10 SKOTO PIBHS MOKE 3HU3HUTHCS PIBEHb
BUHUKHEHHS MOMUIIOK. OTxe, eAnHUM napameTrpoM RPN, skuii moTpiOHO 1 MOKHA
MOKPAIINTH € PiBeHb BUsABICHHA. (Groba Moke BIUIMHYTH Ha II€, PO3BUBAIOYU
JUCTAaHUIMHUNA KOHTPOJIb CTaHy MAallMH Yy MO€JAHAHHI 3 IJIaHAMU TEXHIYHOIO
00CITyroByBaHHs Ta pErysipHUMU 1HcnekisiMu. Kpim Toro, sikio komnanis Groba
Ta KJIIEHT CIIBOPALIOIOTH 3 TOYKU 30py TEXHIYHOTO OOCIYrOBYBaHHS Ta PO3BUTKY
3B'I3Ky, CTATUCTUYHI ICTOPHYHI JaHl MOXYTb OyTH 310paHi, MpoaHai30BaH1 Ta
po3rsiHyTi. Lle mpusBeae 10 po3poOKH MPOTHO3HOI AHANITUKH, SKa JO3BOJIHUTH
3amoODKHI Jii, Takl SK 3MiHAa HECHPABHOCTI, 3aBISKH YOMY 3a3jajeriib, a B
pe3yJbTari - JIarHOCTHYHE 00CITYTrOBYBaHHS Ha OUIbII MpocyHyTiH cramii. [1le omane
BaXKJIMBE MUTAHHS, IK MU Oaurmo Ha npukiaai FMEA, BB oneparopa BILTUBae
Ha 37,5% mpobiem 1 CTBOPIOE BIIHOCHO BHUCOKI PIBHI BUSIBJICHHS Ta BUSIBJICHHS,
OCKIJIBKH SIKILO BIH MOMMJISIETHCA 1 HE ICHYE CUCTEMU KepyBaHHs, TO HeB/Iaya Oyjie
peani3yeTsCcsl TUIBKH MICHS TOTO, SIK 1€ BXK€ BiAOynocs. BiamoBinHO, TpeHIHTH
oreparopiB, 0€3yMOBHO, IiHHI Jii. SIKIIIO0 MU BBa)XaeMo, 110 TOTEHINIHO TPOIecH
MO>KHA BUMIPSTH Ta KOHTPOJIFOBATH CTATUCTHUYHO, IO € 3araJIbHOI0 METOIO IHOTO
MPOCKTYy, BIAOYAEThCSA 3HAUYHE TIOKPAIICHHS BHSBJICHHS HECTpaBHOCTEH. B
TIPUHITUTI, SIKIO BXKUTH BCIX BUINE3TaIaHUX 3aXO/[1B, BUSBJICHHS 3MEHIITUTHCS 3 7
70 4, o mpu3BeAe 10 3aranbHoro 3HmwkeHHs RPN no mianazony Big 160 mo 288,
10 € I[IHHOKO PI3HUIICIO B MOPIBHSAHHI 3 1moyaTkoBuM piBHeM RPN. Kpim Toro, sik
OyJ10 3a3HA4Y€HO paHillie, MOKPAIEHHS PIBHsS BHUSBIICHHS, SIK JIOTIYHUNA HACTIIOK,
npu3Besie A0 OUIbII HU3BKOTO PIBHS BUHUKHEHHSI NMPUYMH HECMpPaBHOCTI. Takum
YUHOM, MOTEHIIWHO HaBITh JJIsi HAWOLIBII KpUTHYHUX mpoOieM RPN moxnHa
HaJalTyBaTH J0 piBHA, Onu3bkoro g0 100, 110 TEOPETUYHO BBAXKAETHCSA
HOPMAJIbHUM.
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5.2.4 KonabopaHt

Jlnst mowaTKy, NI TIOTEHIIIHOTO BIPOBA/DKEHHS MPOCKTY OJHHUM 3 KIIOYOBHUX
acmekTiB € Smart Monitoring ik IHCTPYMEHT 1HTEJIEKTYaJIbHOTO OOCITyrOBYBaHHS,
KWW BU3HAYA€ CTaH YCTAaTKyBaHHS , 10 BUKOPUCTOBYETHCA, MO0 TEpen0adynTH,
KOJIM CJIiJT BUKOHYBATH TeXHIYHe 00cayroByBaHHsA. Ha qanuit MoMeHT yacy He Oyio
00paHo KOJHOTO KOHKPETHOTO KojabopaHTa AJisi MPOEKTY, OCKUIBKU BiH IIe Ha
caMOMY pPaHHBOMY €Tami 1 ICHy€ JIMIIE SK pOo3poOKa KOHIEMIli Oi3Hec-MOoJeli.
Opnak ju1st Toro, o0 e(eKTUBHO BUMIPIOBATH MOKIJIMBOCTI MPOEKTY, 1 JUIsl TOTO,
00 MaTH YITKE YSBJIEHHA NPO MOTEHIIHY Mpomo3uiito aisi KiieHTiB Groba,
HEOOX1IHO TOAOJIaTU IIed PO3PHUB 3 ICHYIOUMMHM MOXJIMBOCTSIMH criBmpaii. Ha
ChOTOJIHI €IMHUM MOTEHIIIHHUM mnapTHepoM € kommnaHis SPIE-NL, ska Bxke €
JIOBFOCTPOKOBUM TOcTayadbHUkoM (Groba 1 cremiami3yeTbCs Ha 1HHOBAILIMHUX
IHTEJICKTyJIbHUX ~ PIIICHHSX, CHOPSAMOBAaHMX HAa  MIJABUINCHHS  3arajibHOi
edextuBHOCTI. SPIE-NL Mae Benuky pi3HOMaHITHICTh 00JIaCTEH, 110 OXOTLTIOIOTHCS
MOTOYHUMHU TPOEKTAMU, TAKUMHU SK TPOCKTH PO3YMHUX MICT, TPOEKTH 3
edeKTUBHUX OyiBETLHUX MPOEKTIB, IPOCKTH 3 EHEPTETUKHU Ta TPOCKTH TalTy3€BUX
nociyr. Biamosinno, moxiuBocTi Industry 4.0 y Groba y cmiBopari 3 SPIE-NL
OyIyTh PO3IJISIHYTI B HACTYITHIN TJIaBI.

[Ilo6 npoaOBXKUTH, MOTEHLIMHE CHIBPOOITHULITBO 3 TOYKH 30py pimeHs l[oT
noyanocsi 3 Iporo3uilii, npeacrasieHoi Amnainom Hiccenom . Ilpomosunis mpo
NIJKII0OYEHHA Ta nepefady 10T naHux3aMOBHHKA B O13HEC-IOATKH, 3aCHOBAHE Ha
"Cwmapt-nasensx', BCTAHOBJICHUX y MalllMHAaX y BUIJISAI KaOlHETIB, CKiajaanacs 3
KUIBKOX KIIIO4OBMX MOMEHTIB. llo-mepmie, me Oyjo 3aCHOBaHO Ha MPUHUUIII
BUKOpUCTaHHA [HTEpHETYy peuel, CTBOPIOIOYM BEJIHUKY KUIBKICTh MIIKIIOYEHb
JTaHUX, B1Jl IporpaMu Ta 013HEC MOXKYTh B3aeMo-TiporBitatu. [lo-npyre, 30epirants
npocTux jJaHuxX B 0azax gaHux SPIE, mocTymHHMX MU KII€HTIB y OylIb-sIKMM 4Yac,
Oyno 3a 3amMOBUyBaHHSM. TpeTii KIIOYOBUI AacHeKT NoJsra€e B TOMY, IO
MoHITOpUHT Smart Panel € aBToHOMHUM 1 HEe BILJTUBAa€ HA OCHOBHUI O13HEC KITIEHTA.
3a mpormo3uiliero 0ysn0 po3po0aeHO MOOUIbHI TOAATKH JJIs OMEpAIiiHUX CHUCTEM
Apple 1 Android. 3asBky Oyze 101aTKOBO MOSICHEHO, aJie BAPTO 3a3HAYUTH, 1[0 BOHO
OyJ10 TiepeBipeHo Ha BHYTpIIIHbOMY eTami B pamkax Anuga Trade Fair Koln Messe
, 10 Bi0yBcs 3 20 mo 23 Oepesnsi. BinmosigHo, Oynu mpenctaBieHi 00uB1 CTOPOHH
Groba 1 SPIE-NL, a minis o06poOku cupy Groba Oyna ocHalieHa IMOMEPETHBO
BCTAHOBIICHOIO KaOIHOIO 3 JaTYMKaMHU JJIs IHTEJICKTyaJbHOTO MOHITOPUHTY Ta
IpeCTaBICHHS JaHUX Y (OpMi Tak 3BaHUX 1H(POpMAIiiHIX aHenel. B pesynbrari
pOT0 OyJM MiATBEPAKEHI MOXKIMBOCTI MOOLIBHOTO JI0JIaTKa, 310paHi JaHi IMI0A0
MOKAa3HUKIB CTaHy MalllMHU TepeOyBaiu B JOMYCTUMOMY [iama3oHi, M0 €
OYEBHJIHMM, OCKUIbKM MalliuHa, npejactaBieHa B Koln Messe, Oyna aGcoyit0THO
HOBOIO Ta BIJIMOBIHO MaJja i/ieajJbHul cTaH. Yepes KOpOTKOCTPOKOBUI MOHITOPUHT
1 Te, 1110 MalllMHa MpaIfoBaJia MOPOKHBOO - HE OYJI0 MOXKIIUBOCTI B1JICIIIIKOBYBaTH
KIII. 3aramom, meTor0 OyJio MEpeBIpUTH YMOBH POOOTH Tporpamu, 1 1e Oyio
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YCHIIIHO JOCSITHYTO.

Smart Monitoring business model

Basic Smart Panel Monitoring model v1.0includes:

Maintenance / SLA / Inspections / Basic
Emergency services Overhaul / Revise

) ) Optioneel
Dashboard Maintenance Intelligence

Pro

External hosting

KPN Hybrid Cloud SPIE hosting (backoffice) Customer hosting

Measurement of:
Low power networks

SPIE LoRa-WAN 3G of 4G connectivity NB-loT Tem peratu re

Agent (processing raw-data) Moistu re, humid |tV

Environment _ Smoke detection
External sensors
sensors

Door contact

Pucynoxk 3: 6i3nec-mozens PosymHoro monitopunry. [xepeno: SPIE

Kpim Toro, kontaktHa ocoda SPIE-NL B mani cmiBmparii 3 Groba - Allain Hiccen ,
NOKMHYB KOMITaHi0 1 OyB 3aMiHeHUH ABOMa TtoapMu - [Tonom AnsbepTom 1 Mapio
Ban Kanom, koTpi BiANOBIIM Ha 3alUTAHHS 1HTEPB'IO , aAPECOBaHi iM AJs TOTO ,
1100 SICHO OLIHUTH MOXIJIHMBOCTI pO3YyMHHUX MaHEJIbHUX PIlIeHb, 3aIPOTIOHOBAHUX
SPIE. Kpim Toro, aj1st Toro, mo6 3p03yMiTH OCHOBHI MPUHLHUIN POOOTH, TEXHIUHY
peamizaifito pilleHHS Ta MOXJMBOCTI, HaJaHl Heo, Oylo MpPoaHaTi30BaHO
npe3eHTalio koMauau npoekry Smart Panel 3 Groba y moennanni 3 inteps'io. Le
Oy10 3po6IieHo, 106 MaTh 3MOTy MOOAYUTH MOBHY KapTUHY MoxuiuBocTel Industry
4.0 moao aaHoro npoekrty. 3rigHo 3 onutyBaHHAM ([{omatok 12), pimenns SPIE
nepedavyae BCTAHOBJIEHY y MalllvHi mady 3 JaTydKaMyd TeMIepaTypH, BOJOTOCTI
Ta AUMY, a TakoXk | unudpoBuid BXiJ A CTaHy JIBepel, HAJCUIAHHS CUTHAJIB Ha
KOMIT'IOTEp, /e BOHU YHUTAIOTHCS 3a JOIMOMOIOI0 mporpamHoro 3adesnedeHHs [oT
service. [licns bOro 3HaYEHHSI HAJCUJIAETHCS HA CEPBEP JJIS MOAANBIIOT 0OpOOKHU
porpaMHUM 3a0e3MeueHHsIM, BcTaHOBJIeHUM Ha cepBepi (Konseprep). [1icis nporo
eTamy JaHi IpeacTaBiieHl y BUTIsil iHpopmaltiiiaux rnanesneit. CripolieHe Bi3yaabHe
IpPEICTaBICHHS LMX MpoLeciB MOkHa mobauntu y Jomatky 13. Takum yuHOM,
SPIE-NL rapanTye 3aXuCT JJaHUX, OCKIJIBKM ICTOPUYHI JlaH1 30epiratoThcs B 0asi
nanux SQL Server 1 1oCTyn 0 HUX MOXYTh OTPUMATH JIMIIE JIFOJH 3 MPABUILHUM
aBropu3aiiiero. OcHoBHa 6i3Hec-Monenb Smart Monitoring, 3anpononoBana SPIE-
NL, € Bizyai3oBaHoI0 Ta ii MO’KHA M0OAUYNTH Ha MalltOHKY 3 BHIe. OCHOBHA BepCis
BKJIIOYAE 1HTENEKTYaJbHy MIATPUMKY, 3B'130K 3G abo 4G, naT4MKU CEepeOBHINA,
1H(hopMaIiiiHy maHenb Ta 00poOKy BUXITHUX JaHUX. KpiM TOro, KIIIEHTH MOXYTh
BUKOPUCTOBYBATH CBIM BIacHUI XOCTHHI abo 30BHIHINA XocTuHr, SPIE LoRa -
Wan, HU3bKOEHEPreTUyHi MEpeki, 30BHIIIHI JAaTYUKW, NEPEBIPKU / MEperisau,
OlNbII BUCOKUW pIBEHb OOCIYrOBYBAaHHS, BKJIIOYAIOYM CIYKOM EKCTPEHOI
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nonomoru. Jlyisi kopuctyBadiB Bepcii Pro 24/7 OyayTh IOCTYHmHI MOHITOPHHT,
anamitika Ta gani PLC. Sk Hacmigok, moxiuBicTh, 3amporoHoBaHa SPIE,
3acHoBaHa Ha pimeHHsAX [OT, gae 3mory 3a1MiCHIOBAaTH MOHITOPUHT KaOiHETY,
MOHITOPMHI CTaHy B PEXHMI peajJbHOr0 4Yacy Ta MOHITOPUHT €HEprii,
npoayktuBHicTh OEE, iHTenekTyalbHy aHaJIITUKY Ta YCYHEHHS HECIpaBHOCTEH
(Homatox 13).

TuMm He MeHI, xo4a miapo3ain SPIE-NL 3naxoauthes mif BianoBigaibHicTIO SPIE-
NL, MoOu1bHa mporpama po3poOssieThes 1 Jgorisaae 30BHINIHSA ¢ipma Any2Info,
naptaep SPEI-NL 3 touku 30py 0i3nec-IT, a Tounime, [HaycTpianbHi pilieHHs 3a
BukopuctanHaMm |0T . OcuHoBHuMu mnepeBaramu Any2Info € Te, mo xKommnanis
BUKOpPUCTOBY€E I1HHOBAIIMHI Mepexi Ta TexHosorii, Taki sk Lora, NB IoT ,
3a0e3neuye 3B'130K, 1110 3a0e31euye JOCTYIHICTh 1H(opMalii B peXKUMI PeaibHOTO
yacy Ha MOOLIRHOMY TPHUCTPOi. SK HACTIIOK, KOMIaHis 3a0e3medye 3B'S30K s
pi3HuX TUmiB MammH Ta OpenmaiB, ix IIJIK Ta marumkiB. Takum uyuHOM, HaHi
BUTATYIOTHCSA Ha CEpBEp Ta OOPOOIAIOTHCS 10 iH(OpMaIllii, SIK 1€ MOSICHIOETHCS B
nornepeHboMy ad3aili. Y MOOUIBHOMY JTOJATKy MOYKHA BUOpATH aHATITUKY Y (opMi
naHesl 1IHCTPYMEHTIB abo anmpTepHaTUBY. MOOUIbHUIN JOJATOK CTPYKTYpPOBAaHUMN
YITKO Ta 3pO3yMIJIMM YHHOM, SK I1€ BUTHO B AojaTKy 14. [aTepdeiic cknagaeTnes 3
6 po3ainiB. Haitbiibin BaxIMBUMHU 3 HUX € HAacTymHI. Cekilis KabiHeTIB 103BOJIsIE
BUOpaTH MalIMHy 31 COUCKY Ta HaJaTH 1H(OpMaIlilo Ipo BOJOTICTh, TEMIEPATYDPY,
BUSIBJICHHSI UMYy Ta CTaH JABeped. Y Cekilii JOKYMEHTIB 3HalaiTh MOCIOHHKHU
KOPUCTYBaya JJid MAallMHU. Y PO3AUI MEPEBIPOK, TEXHIK MOXKE MOOAYUTH BCIO
1H(pOopMaIliI0 I[0/10 NEePEBIPOK, 3A1MCHEHUX UIsl 00paHoi MamuHu. Po3ain anamizy
32 3aMOBUYYBAHHSM J03BOJIS€ MEPETISTHYTH aHaANI3 ICTOPUYHUX JAHUX 13 BUOPAHHUX
KPI. Kpim Toro, sik 11¢ 3a3Ha4€HO B IHTEPB'IO (10aTOK 12), 6€3yMOBHO, MOKJIMBO,
JOJIaTA JTOJATKOBI TIOKa3HUKW €(EeKTUBHOCTI Ha BUMOTY 3aMmoBHUKA. Hapermiri,
nporpama Moxke OyTu Bukopucrtana Ha matdopmax Android / Apple Ta Windows,
BIJINOBITHO BOHAa MOXK€ OyTHM BUKOpPHUCTaHAa OYKBaJbHO OYIb-SKHM, XTO 3HA€
peecTpaliifdi 1aHi, BiJ orneparopa abo TEXHIYHOTO IpalliBHUKA JI0 MEHEeKepa 110
BUPOOHUIITBY.

5.25KPI

o ctocyerbes iHOpMaIii, sika Moke OyTH OTpHMaHa 3 JaHUX, JOCTYIHUX IS
Groba , B manuii yac BoHa He 00pOOJNAETHCS B iH(pOpPMAIIIO, OCKUIBKH HEMae
aBTOMAaTUYHOTO CTIOCOOy 1€ 3p0OUTH, TOMY 1I€ BUMaratuMe OUTbIly YaCTUHY Yacy
pO3pOOHUKA MPOTPaMHOTO 3a0e3MedeHHs, 1 BiH HE Oyae AOCTymHUH IS HOTO
OCHOBHHUX 000B's13KiB. [IpoTe 3a 10MOMOTO0I0 CydyacCHUX MOXIIMBOCTEH 300py JaHUX
MO>KHA BUMIPSITH MPOJAYKTUBHICTh MAIIMHU 3 TOYKHU 30py Yacy poOOTH MalllMHU B
aBTOMAaTHYHOMY PEKHMI Ta MPOCTOI, KOTPUM € 4Yac BIAMOBH, 1H(POpMAIISIONPO
nepeMuKadi ABepei, 4ac BUpOOHUIITBA Ta HABITh MIIPAXyHOK KUIBKOCTI MPOAYKTIB.
Uepes Te, 1110 HAa JaHUW MOMEHT 1€ HE MPEJICTABISETHCA MOXKIMBUM, ajie MOXKHA
JIO3BOJIUTH IUJISXOM BUKOPUCTAHHS MOXJIMBOCTEH MIAKIIOYEHHS, 110 HAJAArOThCA
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MOTEHIIMHUM KOJIa0OpaHTOM, HEOOX1IHO HajaaTh cnucok mnorteHmiiuux KPI nms
BUMIPIOBAHHA Ta TEXHIYHOTO 00cayroByBanHsa oOnaananns KPIL.

3o70TH cTaHAapT Ui BUMIpIOBaHHS mnpoayktuBHocTi - OEE  (3aranbha
epexTuBHICTh 00NanHaHHsA). BoHa po3rnsaae Halikpally NpakTHUKy BUPOOHUIITBA,
OCKUTbKM BOHA € HaWOLIbII CKJIAJHOIO MIPOIO, SIKa CKIIAJA€ThCA 3 TPhOX 3MIHHHX:
HAsIBHOCTi, MPOAYKTUBHOCTI Ta skocTi. Biamosimno, OEE 100% o3Hauae, mio
mpolec Impamoe 0e3 OyIb-KMX 3YNUHOK MPOTSITOM 3allJIAHOBAHOTO Yacy
BUPOOHMUIITBA, MPALIOE SKOMOra MBUIIE, 0€3 OyAb-SIKUX HEBEIUKHUX 3yMUHOK, a
IPOIYKTH BUPOOJsitoThCs 0e3 Oyab-sikux nedextis (OEE.com). Tomy, HaBITh KO
BpaxyBaty, o OEE oxorumtoe HaltO1IbII Ba)KIMB1 aCMEeKTH, TakKi sIK BiJICOTOK BiJl
He3aIJJaHOBAaHMUX 3YMMHOK, BCE 1€ MOKE 3HaA00UTHUCS norisia Ha Aekiibka KPI mis
Kpaimoro OaueHHsl 3arajibHOi cutyauii. Hampuknan, Oepyyu 10 yBaru, 1o B
MOOUIBHINM Tporpami, 1o MPOMOHYETHCS CIIBPOOITHUKOM, 1CHYE PO3LI MEPEBIPOK,
MOXHa Oys0 O BHUMIPSITH BIJICOTOK 3adad NPOMUIAKTHKH, BUKOHAHUX O
BCTAHOBJICHOTO TEPMiHY, KUIBKICTh BHUKOHYBAaHMX 3aXOJiB 3 TOJIMIICHHS
oOJnaiHaHHs, YaCTKy HE3aIUTAaHOBAHOTO TEXHIYHOTO OOCIYTrOBYBaHHS BiJl 3arajibHOT
KUIBKOCT1 BUKOHaHUX poOiT. KpimM TOTO, KOJIM BC1 JIOT14HI TOMWJIKH 3aMTUCYIOTHCS,
MOXHa Oysio O BUMIpSTH TOYHHM CEepefHiii Yac MK HECHpPaBHICTIO, MPOCTOIO,
BKIJIIOUAIOYM HemependadeHuit mpoctiid, Tomo. Kpim Toro, anam3 Ilaperto,
BUKOHAHWM M1]1 Yac aHaJ13y MPOCTOIB, CTAHE KOPUCHUM IHCTPYMEHTOM BU3HAYEHHS
npioputetiB. IIlo cTtocyeThcsi (piHAHCOBOI CTOPOHM, TO TMOPIBHIOBATH BiJICOTOK
JIarHOCTUYHUX BUTpAaT Ha TEXHIYHE OOCIyTOBYBaHHsS Ha PEAKTHUBHI BUTPATHU Ha
TEXHIYHE OOCIYrOBYBaHHS 3 ypaxXyBaHHSIM BTpPAT, MOB'SI3aHUX 13 IPOCTOEM, MOKE
OyTH KOPUCHUM MTOKa3HUKOM €(DEKTUBHOCTI, & TAKOK 3arajibHi BUTPATH HAa TEXHIYHE
oOciyroByBaHHs y Bijicotkax Bijy ERV. Hapemrri, mim 1 koxkHoro 3 3HaueHb KPI
MOBUHHI OyTH cQOpMyJIbOBaH1 1HJWBIAyalbHO, BPaxOBYIOUM MOTOYHHI pPIBEHb
KOKHOT'O KJIIEHTA.

5.2.6. [IpomMi>XHUIT BUCHOBOK:

Ha 3akiHueHHs, BIJANOBIAAOYM HA YOTHPH JOCTIAHHUIIBKI IMiJ3aIUTaHHs, OyI0
OTPUMAaHO BIJINOBiAL HA IPYT€ AOCIIKEHHs. SIK BUAHO 3 BIJMOBIJII HA MEpIIE MiJI-
3alUTaHHs, Ha JAaHU MOMEHT 30Mpa€ThCs AyKe 00OMeKeHa KiTbKICTh TaHUX, 1 BOHA
HEe 00pOO0ISETHCS Yy BUTIISIAL iH(pOpMaITii a0 He OMHUPIOEThCA 3 KilieHTaMu. OHaK,
TuBIsTIuCh Ha aHamizi FMEA, saxuii aHamidye TUTBKM BUTAIKA 3 TOTCHINHO
HaiiBumuM RPN, Mu MokeMo sicHO 6a4uTH , 1110 MOHITOPUHT BiITaJIEHUX MPOIIECIB
1 1IarHOCTUYHUI aHali3 ICTOPUYHUX JaHUX MOXYTh 3HAYHO CKOPOTUTH 3arajibHUMN
RPN o6panux BumaakiBe npubiamsHo 56%. BiamoinHO, 1CHYIOTH MEpeBipeHi
nepeBaru Jijis 300py Ta aHaIi3y JaHUX JUIS KI1€HTIB. KpiM TOro, icCHy€e MOKIIUBICTh
MIKJTFOYEHHS TOTSHIIMHUX KOJIa0OpaHTIB 1 TOCTAYaIbHUKIB 3 TOUKH 30pY PillIeHb
[oT . CrpykTypa MOXIMBOCTEH 30MpaHHsA AAHUX 3IIHCHIOETHCS 3a JOMOMOTOIO
PO3YMHHX KaOIHETIB, K1 MOKYTh OyTH BCTaHOBJICHI Ha MaIllMHI Ta 30MpaTy JaHi 3
[IJIK Ta 3a momoMororw po3yMHUX AartdukiB. Lle mo3Bossie oOpoO0isiTH aHi Ha
cepBepl Ta GopMyJOBaTH iX Yy BUMIAA 1HMOpMaIii y BUIIAL 1HGOpMAIIHHUX
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naHeJel, NPeACTaBIEHUX y MOOUIbHOMY A0JaTKy. Ha cydacHOMy erani po3BUTKY
BIH JI03BOJISIE KOHTPOJIIOBATH BOJIOTICTh Ta BiOpallito, MEepeMHUKaHHS JIBepel Ta
BUsIBJIEHHS AuMy. KpiM TOro, 11e BKJIIOYa€e KEPIBHUITBO KOPUCTYBayaMHU TEXHIKH,
1CTOPIIO MEPEBIPOK Ta IUTAHYETHCS BKIFOYUTH 1ICTOPUYHMINA 3BIT PO aHAJIITUYHI IaHI.
[Iporpama moxe OyTu po3poOieHa BIAMOBIIHO 10 MOTpeO Ta BUMOT 3aMOBHUKA,
TOMY KOXKEH KJIIE€HT 3MOK€ CAMOCTIHO BHOUpATH, SIK1 30BHIIIHI (GYHKIIIT T0/1aBaTH,
SIKIIO BiH 3aIlikaBieHnii. Hapemiti, 0CHOBHUM MOKa3HUKOM ITPOIYKTUBHOCTI MAIIIUH
€ OEE. OniHak, OCKUTbKH 11€ HailO1JIbIIl YHIBEpCATbHUN THCTPYMEHT, TAKOK KOPUCHO
norfsiHyTy Ha Ok kKoHkpeTH1 KIIE, Taki sik cepenHiii yac MiXk HECIIPaBHICTIO,
BIJICOTKaMH MPOQITaKTUYHUX Ta PEAKTUBHHUX 3aXO0/11B TEXHIYHOTO OOCITYyTrOBYBaHHS
Ta BUTPAT, 110 BUAUISIOTHCS IS HUX.

5.3 " Jlo sikOTO piBHSA CEpBiCHE 0OOCITYTOBYBAaHHS Ma€ WTH BIIMOBITHO JO IIBOBHX
kiaieatiB GROBA?

5.3.1 Meronmosoris

[[lo6 BigmOBICTM Ha TPETHO IOCHIIHHUILKY 3aady, Ha TpPH BIAMOBiAl Oyne
IIOCTAaBJICHO BIIIIOBIIb:

e XTO MO BBaXKAaTUCS I[IJILOBUM KJIIEHTOM JIsl HAJ@HHS 10JJaTKOBUX
oCIyT?

e JSIki pi3HI TUOM TPOTPpaM TEXHIYHOTO OOCITYrOBYBaHHS  CJIiJl
pO3TISIHYTH?

e [Ilo moTpiOHO KJi€HTaM, iX OYIKYBaHHS Ta BUMOTH IIOJO CEPBICHOIO
00CIyroByBaHHs

[I{o6 BiAMOBICTH HA MiA3aMUTAHHS, CIIOYATKY Oy/le HalaHO CErMEHTAIIII0 KIEHTIB,
a TakoX MNpuyuHU. J[Ig 1poro BHYTPINIHI JaHl KOMIAHIL  OyayTh
BUKOPHUCTOBYBATUCS B TOEJHAHHI 3 pe3yjbTaTaMH IONEPEAHIX TOCIITHUIIBKUX
nuTanb. Jlami OyAyTh ONMMTYBAaHHS KIIE€HTIB Ta HAMIBCTPYKTYpPOBaHI 1HTEPB'IO,
MIPOBEJICHI 3 IBOMA I1JIbOBUMHU KJlieHTaMu Groba . KpiM Toro, moTeHIiHi nporpaMu
TEXHIYHOTO OOCIYroByBaHHS OyAyTh MEPErVISIHYTI 3 ypaxyBaHHSM MOTOYHOI
CUTYallil 3aMOBHUKA. BiH Oy/1e BUKOPUCTOBYBATHCS MPUKIATHUMU AOCIIHDKECHHIMU
HasIBHUX MPOrpaM TEXHIYHOTO oO0cayroByBaHHs. Haperirti, Ha mijicTaBi pe3ysbTaTiB
JOCTIDKEHb Ta 1HTEPB'I0, OYIKYBaHHS, BHMOTHM Ta NOTpeOM KIIE€HTIB OyAYyTh
CTPYKTYpOBaHI Ta TPOAHAI30BaHi IS TMOJAIBIIOTO BIPOBAKEHHS B Oi3HEC-
moaenb Canvas, Mo OyJe 0OCTaTOYHUM pe3yabTaToM aucepTailii. OOMexeHHs, sKi
BIUIMHYJIM HAa aHami3 KII€HTIB, OyayThb KPUTHYHO OIIHEHI Yy po3aum 7 i€l
TUcepTarii.

5.3.2
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JInst BU3HAYEHHS 1IIJTbOBUX KIIIEHTIB CIIY»KOHU MIATPUMKH KJIIE€HTIB HA OCHOBI CHCTEM
MOHITOPUHTY ISl  J1arHOCTHYHOTO OOCIYroByBaHHSI MallMH HEOOXIIHO
BpaxoByBaTH JAekiibka (akTopiB. Ilepmr 3a Bce, roJOBHOIO ayJUTOPIEI0 TAKOTO
IPOEKTY € KIIIE€HTH, SIKI IIyKaloTh BUMIpIOBaHHA Ta MOHITOpHHT cBOiX OEE, 106
MOCTIHHO MIATPUMYBATH 1X Ha BUCOKOMY piBHI. B1IIOB11HO, ITUM KJIIEHTAM MOXYTh
OyTH Ti, XTO Ma€ BHpPOOHWYI NOTYKHOCTI, OOJagHaHI HailCydacHIIIMMHU Ta
pPO3BUHYTMMHU MaIIMHAMU. Y BHINAJKy JaHOI aucepTauii Oyae po3rIsiHyTO
3aMOBHMK, SIKUUA KOJIM-HEOyIb KylyBaB BHUCOKO po3BUHYTI MmammHu (Groba Tta
BIIPOBAAMB iX y CBOi JiHIi st oOpoOku cupy. Jpyra rpymna, ska mnorpedye
BpaxyBaHHS, - 1€ KIIE€HTH 3 BEIMKHUMH BUPOOHHYMMH MOTYXKHOCTSMHU, OCHAIIICHI
KUJIbKOMa JIHIIMA 0OpOOKU cHpy, 1 OCOOJIMBO KIII€EHTaMH, SKI MarOTh JiHII, 10
NpaIoTh UJI0J000BO, OCKUIBKM [IJIi TaKUX BUPOOHMKIB 4Yac MPOCTOI CTa€
KPUTUYHUM 4Yepe3 Beluue3Hl (iKcoBaHI BUTpaTH TOB'A3aHI 3 3arajJbHUMU
BUTpaTaMd BHUPOOHMIITBA, a TAKOX IMOIIKOUKEHHSIM CTpPOKIB JOCTaBKH Ta
IIaHyBaHHS BUpOOHUIITBA. Tperiii dakTtop, SKUM CiJ BKIIOYUTH, PO3pOOKa
BJIACHUX 3aXO/liB, CTAH/IAPTIB KOHTPOJIIO Ta 00CIyroByBaHHs, 3 Touku 30py 0T |
MOHITOPUHTY JIaHUX y peaJbHOMY 4aci Ta CTpaTeriil MomnepeaHhOr0 TEXHIYHOTO
o0ciyroByBaHHs 3 OOKy KiieHTa. TakuMm YHMHOM, CIIiJT OI[IHIOBAaTH Ha OCHOBI
JIOTIYHOTO TPUMYIIEHHS, 110 KJIIEHTU 3 HU3BKUM PIBHEM PO3BUTKY 3 TOUKH 30Dy
MOHITOPUHTY B PEXHMI PEaJbHOTO Yacy OTPUMYBATHMYTh BHILY JOJATKOBY
LIHHICTb BiJ cepBicHOI nmpomno3ulii Groba, HIX Ti, XTO BXKE€ MOXE JOCATTH IEBHOTO
PIBHSI TEXHIYHOTO OOCIyrOBYBaHHsI Ta 300py JaHUX, OCOOJIMBO SIKIIIO BOHH MAalOTh
BenuuesHi [T-Biaainm, 37aTHI aHaI3yBaTU JIaHi.

3 nmnoprdomio komnauii Groba KiibKa MaIIMH MOXHA PO3MIISLAATH  SIK
BHCOKOTEXHOJIOTIYHE OOJaJHaHHS, TOJOBHHM YHMHOM, Ha OCHOBI iX 3JaTHOCTI
reHepyBaTh Ta JUIUTUCS JaHUMH. 3TITHO 3 OCOOMCTUM 3B'SI3KOM 3 KEPIBHUM
imkenepom MoxanomM Bimemcom , koMnaHist Mae mpuGIn3HO 6113bK0 50 MPOEKTIiB
Ha PIK, BiJ] Cy4aCHUX MAIIIMH, 10 TOTpeOyroTh nocTiitHo Bucokoro piBHs OEE, - e
npubsu3Ho 20%. 3 axux 1 - mammHa Anbda, 2 6eta-BepcTaTy, S JiHIN 1 2 AsMOa-
MamuHM. [IpoTe Takuii mpoekT, skuil ckiamae aumie 20% Bijg 3arajbHOI KUTBKOCTI
npoekTiB Groba , npuHocuts pubau3Ho 50% moxoniB Kommnauii. OTke, JOrYHO
OUIKyBaTH, IO KJIIE€HTH, SKI TOTOB1 IUIATUTH OUIbIIE 3a CBOIO TEXHIKY, T'OTOBI
IJIATUTH OibIIE 32 MOHITOPWHT, KOHTPOJIb Ta OOCIYyrOBYBaHHS IMX MAIlWH, 3
METOI0 MiJABHUILEHHS 3arajbHOI MPOIYKTHUBHOCTI mpaii. COUCOK MallliH, HaJaHuN
1H)KEHepOM- TMpOorpaMMicToM maHoM BawzgeOomiem , mokazaHuil y momatky 16.
MamuHu B COHCKY € TaKMMHM, [0 MOXKHA KEpyBaTH AMCTaHLIWHO. BiamosinHo,
Groba moxe 3'eqHAaTHCA 3 HUMH. SIKIIO 1€ J03BOJICHO BIACHUKOM KOMIaHii. Y
HepIIii KOJOHII BiIOOpakaeTbcs CTaTyC MAalllMHU, OHJIAWH o3Havae, mo Groba
MO>K€ MIAKIIOYUTUCS 10 HUX Ha JIaHUW MOMEHT, B aBTOHOMHOMY PEKMMI O3HAYae,
110 3B'SI30K B JIAHWU Yac BIJKIIOYEHUN BIACHUKOM KommaHii. MaluHu, Mo3HaveH1
BPY4YHY B CIIHCKY, - 1€ 3TaJlaHl BUCOKOPO3BUHEH1 MamnHu Groba . OTxe, KOMIaHii,
MPEJCTaBIICHI B CIUCKY, MOXYTh PO3TJISIATUCS SK IIJILOBI KIIEHTU JJIA HaJaHHS
nocuyr. [Ipote BaxIMBO 3a3HAYUTH, IO CITUCOK HE € IOBHUM, Y€pe3 T€, 10 KIIIEHTH
3 Hinepnanais ta benbrii He BKIOYEHI J0 HBOTO. BpaxoByroum BHCOKY
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KOHKYPEHTOCIPOMO>KHICTh MICIIEBOTO PUHKY Ta npuoim3Ho 15% npoxpaxis Groba ,
BOHU OYIyTh TIOAATKOBO MPOAHATI30BaHI B HACTYITHOMY Taparpadi.

PiBeHb pO3BUTKY KIi€HTa MO0 300py [daHUX, PO3IMIKUPEHOr0 TEXHIYHOTO
00CITyrOByBaHHS, BIIJIaJICHOTO KOHTPOJIO Ta BIpOBaKeHHS mnpuHIuMmiB loT
HEMO>KJIUBO OILIIHUTH JJISI KOKHOTO OKpeMoro kiieHTa. [Ipore 3araiibHa TeHACHITIS
y raiy3i chopMmyinboBaHa 1HXEHEpOM- yrpasisitounM Groba Ta miaTBepKeHa i
yac 1HTEpB'I0 3 KJIIEHTOM KommaHii A-ware, mokazana y Jlomatky 19. Tenaeniis
NOJISITa€ B TOMY, IO 1HAYCTpis BUPOOHUIITBA MPOAYKTIB XapuyBaHHS € BIJCTAJIOO
B/l IHIIUX BUPOOHUYMX Tally3ed 3 TOUKU 30pYy PO3BUTKY OHJIAMH 3B'A3KY Ta aHAJI3Y
icTOpUYHUX JaHuX. Sk 3ragyBaB MicTep Biiemc B ocoOuctoMy criikyBanHi, 99%
kJieHTiB Groba HE MalOTh HIYOTO MOIOHOTO 10 A1arHOCTUYHOTO OOCITYyrOBYBaHHS
Ha OCHOBI aHaJi3y ICTOPUYHUX JIaHKX a00 MOHITOPUHTY B PEKHUMI PEabHOTO Yacy
3a JOTIOMOTOI0 1HTEJIEKTyJIbHUX TaTurKiB. bibiie Toro, HaBITH iX MOCTa4YabHUKH,
kpim Groba , TOKH 110 HE MOXKYTh 3alIPOIIOHYBATH JUIsl HUX Take pimeHHs. OHak,
BpPaxoOBYIOUH, 110, K I1€¢ OyJ0 BUSBICHO MPU aHaIi31 30BHIIITHLOTO CEPEIOBHIIA,
TaKi TEXHOJIOT1l BXK€ € 3araJlLHUMH B 1HIIUX TaTy3sIX MPOMMCIOBOCTI Ta CTalOTh
OUTBIII TMOUIMPEHUMH B XapyoBid MPOMUCIOBOCTI, HeoOXximHo, mo6 Groba
po3po0uia HOBITHIO aHANITUKY JaHUX, 3 METOI0 MaiOyTHbhoro I[IporHoszyBaHHs
TEXHIYHOTO OOCIIyTOBYBaHHS, paHillle, HDK I1HII TOCTAaYaJIbHHUKHU, 100 MaTu
KOHKYPEHTHY TiepeBary. BiamoBigHO, Taka mpomo3ullisi 0y/1e KOPUCHOIO JJIsS BCIX
BUPOOHUKIB, 3allIKaBJICHUX y BUCOKIM mpoaykTuBHOCTI. IIlo cTocyeThes po3mipy
KOMIIaHIi, TO y BUIAJIKY 3 UM POEKTOM L€ HE TaK CYTTEBO, SIK JIBa IHIIKX (PakTopa,
yepes Te, M0 BaXKO OLIHUTH MOXJIMBOCTI IT-BiaainiB KOMIaHIM 3 TOYKH 30pYy
aHani3y nanux. [Ipore, TuBISYMCH HA CEpeIHI BUTPATH HA OILJIATY Ipalll Ha PI3HUX
PUHKaX J03BOJSIIOTH OIIHUTH (DIHAHCOBI BUTOJIM TAKO1 MOCIYTU JJi1 BUPOOHUKIB.
Hanpukinaz, BupobHuku, po3ramoBani B Hizepnanaax, OyayTh OuIbIIe 3aiiiKaBieH1
B 1HBECTYBaHHI B CUCTEMY, 1110 MOKE€ 3BECTU JI0 MIHIMyMY 3YITUHKHU Ta MIBUAKICTbH
B1JIMOB, HIXXK TOM, IKUW 3HAXOUTHCS B Pocii, mpocTo uepes Kparie CriBBITHOIICHHS
iHBecTullii Ta (inancoBux mepeBar. Kpim Toro, Ha nanuii MomeHT Groba
3HaXOAUThCS Ha JIy’)K€ pPAHHBOMY €Tali PO3BUTKY CEpBicy, IO 3abe3neuye
IHTENCKTyaJIbHy aHAIITHKY JaHUX Ta MPOTHO3HE OOCIYroBYBaHHS - 1€ JIMILE
MaiOyTHIM Kpok. BpaxoByrouu Te, 1110 0yJ10 6 AOIIIBHO OPIEHTYBATHCS Ha KJTIE€HTIB,
K1 BXXKE€ MPOSBWIM IHTEPEC 10 TaKOi MPOMO3MIN, a TaK0X JOBTOTEPMIHOBHUMHU
napTHepamu Groba 3 m00pe HallaroKEHWMHU 3B'S3KaMH Ha BCbOMY DpiBHI. Sk
HACHIJIOK, KoMnaHii A-ware Ta Bemno cup Oynu BuOpaHi K IUIbOBI KIIIEHTH IS
BUBUYEHHS CHUTYyallii, BUMOT Ta MOTped 3amoBHUKA. KpiMm TOro, Taka AMCKYyCis
BUMaraja He TUIBKH OCOOMCTOTO CriBOEcCiau, aje 1 TPyHoBOi Hapaau, 3a y4acTiO
IHIIMX y4YacHUKIB 1HTepB'toepiB 3 O60ky ['podu . Omxe, Oyno OaxxaHO MPOBECTU
0CcOOHMCTY 3yCcTpiu 3 mpeacTaBHukamu A-ware B Almere ta Vepo B boaerpaseHi ,
KOTp1 3HAXOAThCS MPUOIU3HO B 2 TOJIMHAX 13]IU.

5.3.3
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[lepen moyaTkoM CIUJIKYBaHHS 3 BiIIOpaHUMU KJII€EHTaMU HEOOX1THO MEPETISHYTH
HasIBHI MPOTPaMH TEXHIYHOTO OOCIyroBYBaHHs, 100 YITKO YCBIJOMHUTH PI3HHULIO
MK HUMH Ta 3pO3yMITH MalOyTH1 KPOKH, 100 MaTH 3MOTy CPOPMYITIOBATH O1IbIII
TOYH1 mpomo3uiii. Jlias 1miei MeTh pI3HOMAaHITHI CTpaTerii  TeXHIYHOTrO
00CJIyroByBaHH, a TaKOX iXHI IUTIOCH Ta MiHYCH OyayTh KOPOTKO PO3IJISHYTI B
HACTYITHIN TJIaBI.

Jns mouatrky, y OaraTboX OKpEeMHMX BHMaJKaX TeXHIYHE OOCIyroByBaHHS
BUPOOHMYMX TOTYKHOCTEH MOKE€ BIJIPIZHATUCH BIJl THUX, 10 BU3HAYAIOTHCS 32
JIOTIOMOTOF0 KJIACHYHOTO BH3HAYCHHs. Hampwukiaa, MoXHa MPOBECTH PEaKTHUBHE
00CITyroByBaHHS 3 JICSIKUMH €JeMeHTaMHu MpoQiiakTuku abdo HaBmaku. Ilporte
Kpaule MNOrJSHYTH Ha Pi3HI MpOorpamMu TEXHIYHOTO OOCIYrOBYBAaHHS B LIJIOMY,
chopMynboBaHi 32 yMOBUaHHSIM. HailOuibIl MOMMPEHUMH TUIAMHU TEXHIYHOIO
00CITyroByBaHHS B JIAaHUW Yac € peakKTUBHE 0OCITyTOBYBAaHHS Ta MOIEPEIKyBalbHE
abo 1HcmekIiiiHe o0cimyroByBaHHsA. PeakTuBHE OOCIyrOBYBaHHS B OCHOBHOMY
"Mpaifroe 10 THX Mip, TOKM BOHO HE Buiine 3 yany". TexHiuHe oOCIyroByBaHHS,
PEMOHT abo0 3aMiHa ITOIIKOKEHOT YaCTHHHU BIIOYBAETHCS JIUIIE MMICHSA TOTO, K IIC
Bke BifOynocs. lleit Tum oOcmyroByBaHHS Ha CHOTOJHINIHIA JCHH € MEHII
MOIIUPEHUM, 3aBJISIKM TEXHOJIOTIYHOMY MIPOTPECY MAITUHU Ta 301IbIIICHHIO BUTPAT,
noB's3aHUX 13 mpocToro. [IpoTe Takuil minxij Mae CBOI MepeBaru, KOJW MAalluHY
MO>KHA JIETKO 3aMIHUTH, TOMY 9ac MPOCTO0 00JIaTHAHHS HE BIUTMBAE HA BUTPATH Ha
BUpOOHULTBO Ta pobouy cuny ( Piotrowski , J, 2001) . Ilpodinaktuune
00CJIyroByBaHHsI a00 1HIIIE, TEPMIH CIY>KOM mependavae MpOBEACHHS IJIAHOBUX
NEpPEeBIPOK Ta TEXHIYHOro oOciayroByBaHHsA. lle He onTuManbHMl TIAXiA A0
00CIIyrOByBaHHsI, aje Mae€ psii IepeBar, Takux K €KOHOMIYHICTb, TPHUBAIICTh
eKCILTyaTalli MalllMHU Ta 3HUKEHHS [IBUIKOCTI BIIMOB Y ITOPIBHSHHI 3 PEAKTUBHUM
obcnyroByBanHsM. [IpoTe KpuTHYHI HeBIauyl BCE 1€ MOXXYTh BUHUKHYTH, 1€
TPYJAOMICTKICTh, a TMOJAJBIIUN aHaNi3 HecmpaBHOCTe He mnpoBoautbes ( GP
Sullivan (a) R. Pugh AP Melendez WD Hunt , 2010 ) . InTenexryaibHa miATpUMKa
a00, 1HIIMMHU CJIOBaMH, JIarHOCTUYHE TEXHIYHE OOCIyrOBYBaHHS € OJHHUM 13
HalCy4JacHIMUX MIIXOJIB 0 IboTo Yacy. lle o3Havae mimaHyBaHHS MISUIBHOCTI 3
TEXHIYHOTO OOCJIYyroByBaHHS Ha OCHOBI BHMIPIOBaHb, SIKI BH3HAYalOTh
HEMIPUUHIATHE CTaH 00JIaJIHaHHs, a00 HaBITh BUSBIISIOTh MalOYTHIO HECIIPABHICTh
YaCTUHU MAIIMHU 9¥ TeXHOJIOT11. Takuii maxij 3Ha4HO OUIbIIIe BUTPAYAE PECYPCH,
OCKIJIBKH 1€ O3HA4Ya€, 10 BOHM MAalOTh CIIPaBy 3 BEIWYE3HOIO KUIBKICTIO JaHHX.
binpmie Toro, me BuMarae MEBHOTO PiBHS 3HAHh Ta HABHYOK BiJ TEXHIYHUX
NpaliBHUKIB Ta IHIIMX MPAIiBHUKIB. AJie 3 1HIIOTO OOKY, BIH Ma€ Taki MepeBaru:
30UTbIIEHHST BHPOOHWYMX TIOTYKHOCTEH, JOMATKOBUU dac I TpUIO0aHHS
HEOOXITHUX JeTajeit o0Ia HaHHs, MIHIMI3AIlisl HETJIAHOBHUX MPOCTOIB, 301JIbIIIEHHS
MopanbHuX BuTpat mnpamiBHukiB ( I'.I1. Camnisan (a) P.Ilyr A.Il. Menennes ./1.
Xant, 2010) .

OcTatoyHui MAXIJT HA3UBAETHCS MIITPUMKOIO IIEHTPAII30BAHOTO TEXHIYHOIO
o6ciyropyBanHs (RCM) a0o iHmmmu cioBamu - [IpoakTuBHEe 00cIyroByBanHs. Bin
BIJIPI3HSAETHCS BIJl YCiX 3rajlaHuX paHille, IPoCTO TOMY, 10 BiH CTOITh Ha PI3HHUX
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KOHIICMIIIAX 1 MOEJHYE B cOO1 BCl TPU 3TajiaHi TUIMH OOCIYroBYBaHHS. 3BIICH
BUILJIMBAE, 1110 HE BCl MEXaHI3MHM OJHAKOBO BaKJIMBI, BIIMOBIJHO A0 HUX IOBHUHHI
3aCTOCOBYBATHUCS Pi3HI MIAXOIU A0 TEXMIATPUMKH, IO CTOCYIOTHCS iX IIIHHOCTI Y
3araJlbHOMY BUPOOHMIITBI Ta 3AaTHOCTI iX 3aMiHUTH. KpiM Toro, MaeThcsi Ha yBasi,
10 JIesIKi KOMIIOHEHTH 00JIaJlHaHHs, IIBUIIIE 3a BCE, 3a3HAIOThL HEBJIAYl, a TAKOXK
TON (akT, MO pecypcu BUPOOHHWKA HE € HEOOMEKEHWMU Ta MalOTh OyTH
BcTaHoBJeH1 neBHi pioputetr ( NASA, 2000) . BignoBigHo, Takuii crociO BuMarae
BHCOKOTO PIBHS aHAJITUKW JJAHUX Ta KBaJiQikallii nmpaiiBHUKIB 4yepe3 Te, M0 BiH
Jy’)K€ 3aJeKUTh BIJ] JIarHOCTUYHOTO TEXHIYHOTO OOCIyrOBYBaHHS, IPOCTO
CHPSIMOBAHOTO Ha PEHTA0ENBbHICTh, TOMY PO3YMIE, 1110 TIEBHI ONEpallii 3 TEXHIYHOTO
00CJIyrOBYBaHHSI MOXKYTh OYTH 3QJIMIIICHI JIJI1 PEAaKTUBHUX a00 MPOoQiIaKTHUHUX
nigxoniB . [IepeBarn Takoro METO Ty MOJIATAIOTh Y HACTYITHOMY. BiH BUKOPUCTOBYE
BC1 KOHLEILII TEXHIYHOr0 0OCIyroByBaHHS B OJIHIA CHUCTEMI, 3a0e3leuye aHami3
HECIIPaBHOCTEH 3 MEPIIONPUINHOIO, TOMY 3MEHIIIYETHCS pU3UK TOTO, 110 MpodieMa
MOBTOPIOETHCS,  TOTEHINMHO  HalledeKTWBHIIIA  TporpaMa  TEXHIYHOTO
00CITyroByBaHHS 4epe3 MIHIMI3AIlil0 BUTPAT 32 PaXyHOK YCYHEHHS HEMOTPiOHOTO
TEXHIYHOTO0 OOCIyroByBaHHA uM KamitaabHOTo peMoHTy. ( I'. I1. CamniBan (a) P.
IIsr0 A. I1. Menennaec /1. Xant, 2010) .

5.34

[Iponeaypa BuOOpy Kii€HTa ISl IHAUBITYATBHOTO MIAXOIY 3 METOIO 3'ACYyBaHHS 1X
noTped, O4IKyBaHb Ta BHMMOI WHIOJ0 300py, aHamidy Ta HaJaHHS TEXHIYHOTO
o0ciyroByBaHHs OyJia onucana B maparpadi 5.3.2. [llo crocyeTbes kinacudikailii Ha
OCHOBI pO3MipiB, TO A-ware Mo>kHa po3TJIs/IaTy K KitieHTa Tuiry A ta Vepo cheese
ak tun B. Jlnsg Toro, mo0 miaiiTH 10 UUIBOBUX KIIEHTIB, OyJIO pO3po0JeHO
OMUTYBAaHHS,  TICIAS  YOr0  Ma€  MCIE  IHAUBIAyaJlbHE  MPOBEICHHS
HaIIBCTPYKTYpPOBAHOTO 1HTEpB't0. KOHIENIIS HamiBCTPYKTYpPOBAHOIO 1HTEPB'IO
Oyra mosicHEHa B TEOpETHUHIM 0a3l, pa3oM 3 MpUIMHAMHU, YOMY BOHA OyJia oOpaHa.
OnutyBaHHs O0yJ10 po3p00JIEHO 3 METOIO KPAIIOTO PO3YMIHHS OCHOBH KJII€HTA 11010
TeMH auckycii. B nmpuknagax 17 ta 18 mokaszano, BiamoBigHO, 111 A-A-ware ta
Beno cupy. OnuryBaHHS BKIIOYAJIO KOMOIHAIIO TMUTaHb 3 MHOXHHHUMU
BapiaHTaMU 3 BIAKPUTHUMHM MMHUTAHHSAMHM, a TIOTIM OYyJIO JOJATKOBE MicIle 1Jis Oy/ab-
SKUX 3ayBakeHb. [luTaHHs Oynu CHIpsMOBaHI HAa BUBYEHHS THITY MAIWHH, IO
BUKOPHUCTOBYETHCSI 3aMOBHHKOM, OOCSTY 3MiH, SKIi BOHa BHUKOPHCTOBYE,
BUKOPHCTOBYBAaHUX TOKAa3HUKIB €(QEKTUBHOCTI, YacTOTI HECHPAaBHOCTEH, iX
HAcHiKiB Ta (hakTopiB, MO iX BIuBalOTh. KpiM Toro, Oymu chopmynboBaHi
MUTAHHS MO0 3IHCHEHHS TEXHIYHOTO OOCIyTOBYBaHHS Ta JyMKH 3aMOBHHKA
IIOJI0 aHaji3y JaHuX Ta PO3yMHOro oOCIyroByBaHHA. BinmoBigHO, B LbOMY
MIPO3/1II1 TIPH MEPIINX BIAMOBIIAX HA ONMUTYBAHHS Oy/ie PO3TJISAHYTO, MICS YOTO
JIBa IHTE€PB't0 OYIyTh PO3TJISIHYTI OKPEMO, 1, HAPEIIIT, BOHU OYIyTh MOPIBHIOBATHCS,
00 3poOUTH BUCHOBKHM, Kl OYIyTh BUKJIAJEHI B MPOMIXKHOMY BUCHOBKY JIJIsI
JTOCIIKEHHS MUTaHHA 3 B miapo3aiii 5.3.5.

39



JIns moyatky Orjsiau, po3po0ieHi Al KIEHTIB, OyayTh neperisinyTi. Bouu Oynu
MIATOTOBJCHI Ta aJpPeCcOBaHI IUILOBUM KIIEHTaM NPUOIM3HO 3a THWXKICHB 0
cniBOeciin, 3 oIy Ha BUMOTH HaMiBCTPYKTYpOBAHOTO 1HTEPB'IO, I TOTrO, 1100
MaTH 0a30Bl 3HAHHS 1100 omnepauiid kiieHTa. [Ipore nmpeacraBHUK A-ware HE MIT
BIJIMOBICTA HA OMUTYBAHHS 3a3/ajIeTib, Yepe3 Opak dacy B WOTO pPO3KIaii, TOMY
oMy OyJi0 JlaHO BiAMOBIAB MICHS TOTO, K BinOynocs cmiBOeciau. OnuUTyBaHHS,
HaBejeHe ApHoubaoM BaH OrncnaanoM 3 A-A-ware (Honmarok 17), mokasye, 1o
KOMIIaHis, Ka MOKE PO3TJISIAaTUCS SIK KIIEHT TUMY A, Ma€ aBTOHOMHI MalluHU
Groba , a TakoX MalllMHU, IHTETPOBaH1 B BUPOOHUYI JIiHIi, sIK1 IPALIOIOTH Ha 3 3MIHU
JIeHb, 110 TopiBHIOE 24 ronuHaM. Takox 110 BimoMa Groba , 1110 KOMMIaHis BUMIPIOE
OEE 3a nonomororo o6nagnanus OEE. Yepe3 o0cTekeHHS Yac MpOCTO0 MalTUHU,
BUKJIMKAHUN MEXaHIYHUMHU Ta €JICKTPUIYHUMU ITpoOJIeMaMu, BiI0YBAaEThHCS OJIUH pa3
Ha MICSIIb B CEpEIHROMY, Ha HROTO TAKOX MOKE BIUTMHYTH PIBEHBb OTIEpaTopa, aje
HEB1JIOMO, sIKa TOYKa Kopesiii. HesammanoBane 00CIyroByBaHHs HE € MPOOIEMOIO
JUTSl KOMITaHii, aje yac npoctoro MamuHu. Kpim Toro, A-ware peaiizye IHCTICKIIHHE
0o0cnmyroByBaHHS KOXH1 17 THXKHIB, KOJM BHOpaHI MAaIllMHU BUBOJISATHCA 3
BUPOOHMUIITBA, III0O B OCHOBHOMY € CTparerieto mpodinaktuku. Hapemiri, kommnanis
pO3MIIsiia€  MOTEHIIWHY TMPOMO3MUINI0 ICTOPUYHOI aHAMITHYHOI 1H(OpMAIIii,
OpIEHTOBAHOI Ha TIOCIYTH JI1arHOCTUYHOTO oOcnyroByBaHHd Ha 0asi
IHTEJICEKTYyaJIbHUX JIaTYMKIB, BHTIJIHOIO, 3aBISKA MOXJIMBOCTI ONTHUMI3yBaTH
BUTPATH, 3MEHITYIOYH Yac MPOCTOIO Ta BUTPATH HA TEXHIYHE 00CTyroByBaHHs. Jlis
nopiBHsiHHS, Beno cup , sk 3a3Hauanocs BUIE, HAJICKHUTh 10 Kiacudikaii
CHOXKHMBayviB TUNY B, Mae moBH1 BUpOOHMYI JIIHII Ta MPAIIO€ HA 2 3MIHU B J€Hb, 1110
nopiBHioe 16 ronunam . Komnanis He Ma€e po3BHHYTOTO Ipoliecy 300py JaHUX AJIs
npaBuwibHOro BuKopucTaHHS KPI, Tomy enunum Bumipom € ¢aiin Excel 13
OCHOBHUMH J@aHUMH, 3pOOJeHUN BpydHY. J[MBIsSYMCh Ha 3yNMWHKKA B MAIWHI,
BUKJIMKAHI MEXaHIYHUMH a00 EJIEKTPUYHUMHU HECHPABHOCTSIMH, KOMIIaHis Ma€e X
KOXeH JeHb. [IpoTe KpuTHYHUI piBEHb TAKUX MPOCTOIB € CYMHIBHUM 1 Oy/1e O1IbII
TOYHO JIOCTIPKEHO T dYac cmiBOecigu. Takok KOMIaHIsl —IATBEPIKYE
CHIBBIJHOIIEHHS MK PIBHEM OINEpPaTOpiB Ta KUIBKICTIO HEBAAY. 3 TOYKHU 30Dy
TEXHIYHOT'O 0OCIIyrOBYyBaHHS, NMpo(diIaKTHKa MPOBOIUTHCS JIBiYl Ha pik. Hapemrri,
Beno BBaxae, 10 Ty>ke BaXJIMBO MaTH CUCTEMY, CIIPSIMOBaHY Ha BUMIPIOBAHHS Ta
KEepyBaHHA €KCIUTyaTallliHUMU MOKa3HUKaMH, OCKUIbKY 3pUB BUPOOHMIITBA Ta Yac
JIOCTABKHY 3alaCHUX YaCTUH 3a3HAYCHI SIK KpUTHUYHI TS HUX.

VY HacTymHiii T7aBl MOTOYHA CUTYyallld 3 KOMIaHisMu A-ware Ta cupoM Beno Oyne
PO3MIISIHYTa Ha OCHOBI 1HTEPB'T0, MPOBEACHUX Ta 3a3HAYCHUX Yy qoaarkax 19 ta 20,
BinmoBigHO. Ha manmii MOMeHT A-ware Mae oHJIaliH-BuMiproBaibHy cuctemy OEE,
B SIKIM OmepaTopy 3alOBHIOIOTH JaHl Ta MpoOJeMHu, y pa3l BUHUKHEHHS MPOoOseM,
TaK 3BaHa KOPEKTHA KoOMaH/1a BUKOHYe Jiii. [IpoTe B iytoMy npodigakTuuni podoTH
MPOBOAATHCA KOKHI 17 THXKHIB, KOJIM BUOpaHI JIiHIT 3HIMAIOTHCS 3 BUPOOHHUIITBA Ta
aHaJII3YIOThCS Ta 0OCIYTOBYIOTHCS MICIIEBUMHU (PaxiBISIMHU 3 3aBOJly Yy CITIBIIpalll 3
OpUTIHAIBPHUMHU 1H)XECHEpaAaMU-BUPOOHHWKAMU, Ha JaHUH MOMEHT Ha OCHOBI
BI3yaJIbHOTO OIJIAly. 3arajbHa NpPOAYKTHUBHICTh CHPSAMOBAHA Ha 3POCTAHHS 10
piBHs 70% Ha CHOTOAHINIHINA AEHB, 110 € MOTOYHOIO MeTor s A-A-ware. Bin
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BUMIPIOETHCSI B OCHOBHOMY BpYYHY, OIlepaTop 3000B's3aHUIl 3allOBHIOBATH BCI
HECTPABHOCTI, Kl COPUYUHIIN MPOCTOIB OUIbIIe, HK 3 XBWJIMHY, 1 TPUIUHU IS
Hel. Y BUMaJKax, KOJIM OCHOBHA NMPUYMHA HE 3alOBHIOETHCSA 200 HE BUSBIISAETHCS
OIIepaToOpOM, MOT0 MPOBOJATEH IHTEPB'I0 KEPIBHUKA CBOET KOMaHAH, TOMY PUYUHY
HECIPAaBHOCTI MOKHA JI3HATUCh. TOMY LIOTHXKHS HEBEJIMKA Ipyna IMPOBOAMUTH
IPYHOBY IisUIBHICTH, CHPSIMOBAHY Ha aHali3 MpoOJeM Ta YAOCKOHAJIECHHA S
BUJIITICHUX psiKiB. JIiHIT BUOMpAIOTHCS HA MIJCTaBl MPIOPUTETIB, y3TOKEHUX 3
KEpIBHUIITBOM, Ha OCHOBI Bi3yaJIbHUX MEPEBIPOK a00 MPOAYKTUBHOCTI, ajie HE Ha
OCHOBI aHa3y AaHux. [Ipuunna nmpoOiem, 3a BUHATKOM pyHHYBaHHS MallluH yepes
KiHEIlb KUTTEBOTO LIUKJY, BIIPI3HAETHCS, alie, 3a cioBaMu naHa Ban OricnaaHa, B
OCHOBHOMY BOHHU IMOB'S3aHI 3 pPIBHEM ONEpPATOPIB, TUIIOM TOBapy, a 1HOAL 1 3
KOMO1Hali€0 000X . 3 TOYKHM 30py PIBHS ONEpaTOpIB, BAXIJIMBO 3a3HAYUTH, IO
KOMIaHig Maja TPEHIHTH, HaJaHi iM 3 OOKy OJHOTO 3 TOCTa4yaJbHUKIB, SKUN
KOIIITYBaB O6arato rpoiiei, aje miHHICTh Oyia HaBiTh OuUIbmION. [Ipobiema 3 1um
MOJIATa€E B TOMY, 110 B KOMMAaH11 HamuyeThest 61u3bKo 400 oneparopiB Ha THK/IEHB,
Oarato ormeparopiB € MOJbCHKUMH, 1 BOHU 3MIHIOIOTHCS KOXHI 3 Micami. Tenep
KOMITaHisl HaJa€ JEsKl HaBYaJlbHI MaTepialid JIJIsi OMEepaTopiB, a MOTIM TeCT, 100
MEPEKOHATHUCS, 10 BC1 BOHU 3HAXOIATHCS Ha ogHOMY piBHI. KpiMm Toro, daxisii
MOAOPOXKYIOTh 10 BUPOOHUKIB oOJiagHaHHsI, 11100 HaBuatucs Tam. KpiM Toro, Ha
JAaHUM MOMEHT A-ware OTpuMYye€ JesKi ayke 0a30Bi J1aHl BiJl MOCTa4aJbHUKIB 1
aHai3ye iX pa3oM, OCKUIBKM CaMOCTIITHO KOMIIaHisl HE BM1€ uuTatu AaHi. [lpore, 3a
J0CBiIOM A-ware, Xap4oBa MPOMHCIOBICTh CTOITh AyK€ HU3BKO 3 TOYKH 30Dy
00poOku naHux. Hapemiti, komnaHisi Ma€e CIUCOK Oa)KaHUX MOCTaYaIbHUKIB, KOKEH
3 AKUX HECE BIANOBIIAIBHICTH 3a NEBHY YaCTUHY MAalIUH Yy BUpOOHMUIN JiHIi. Le
TaKOX CTBOPIOE MPOOJEMY, OCKUIBKM BOHM HE 0a)XaroTh PO3AUIATH JaHl OJIUH 3
OJIHUM, OJTHAaK CUTYAIlisl TIOKPAIIYEThCSI, OCKIIBKH BOHH TIOYMHAIOTH ""TPUMATH JABEPI
Tpoxu BiakpuTumu'". Cutyaiis 3 Vepo y 6aratbox acmekrtax BiJipizHseTbes. [lepi
3a BCe, KOMITaHisl HEe Ma€ HisIKUX BUMIPIOBaHb, TUTBKH 2 THXKHI TOMY BOHU PO3MOYaId
pyuHHi 30ip Ta rpadiuHy aHami3 nanux. JlaHi, ki BOHU 30MparOTh, OPIEHTOBAHI Ha
BUMIPIOBAHHS KIHIIEBOT'O MPOYKTY, PO3PaXOBAHOI'0 HA OCHOBI YIIAKOBKH, Ta 3aIUCY
KOXHOI1 3ynuHKM JiHil. [lpeacraBHUKM KOMMAaHIi BBa)XalTh YK€ BaXXKJIMBUM
3amucyBaTH BCl MPOCTOi, HaBiTh Ti, IO TPHUBAIOTh MeHIIE | XBUIUHU. K
MOSICHIOIOTH 11, 10 TakuX MPOCTOIB CTAHOBJISITH 3arajibHUid MpocTil y 10 XBUIKH,
AKIIO Taki JaH1 He 30MParoThCs, XKO/IHI 3aX0/I1 MI0JI0 TAKOTO TUITY 30010 HIKOJHU HE
OyAyTh BXKHTI1, OCKUIBKHU ONEPATOPH HE MOBIIOMIIIOTH PO Taki mpobyieMu. binbie
TOTO, y pa3l cepio3HOi mpobiemu, OyayTh BXKHUTI 3aX0AM Ha MaWOyTHe, ane 3
HEBEJIMKUMH MPpoOIeMaMH ONEpaToOpy BUSBIATH, 110 BOHU CTalOTh TUXUMHU, SKIIIO
BOHHM IMOCTIMHO B1A0YBaIOTHCS, ajie HacIpaB/l BOHU 3a0€3MeuyIOTh 1ie O1IbIINIA Yac
npocToro. Tomy 3apa3 3aruiaHoBaHi 1 IJIAHOBI MPOCTOT 3anmucyroThes. [IpoTe anami3
OCHOBHMX NPHUYMH HE BUKOHYETHCS, OCKUIBKM MPOIEC BUKOHYETHCA MOBHICTIO
BpPY4YHY 1 BUMAarae 3Ha4yHOi KUIBKOCTI yacy. Takuii miaxij MpoCcTo KOPUCHUM JJIs1 HUX
B IUJIaHI BCTAHOBJICHHSI TMPIOPUTETIB y OOCIYroByBaHHI MamiuH. Tomy piBeHb
omepatopie 'y Bemo , 0e3yMOBHO, BHCOKHUH, OCKUJIBKH BOHHM IOCTIMHO
BUKOPUCTOBYIOTh OJHUX 1 TUX CaMHUX OIEPaTOPIB JJIA THX K€ BUPOOHUYMX JIHIHU, 1
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BOHU IPAIIOIOTh MMOBHUI poO0OYMil IeHb 1 Bike JaBHO. KpiM Toro, kommnaHisi BBakae
OTIEPATOPIB IIIHHOIO YaCTUHOIO 3arajibHOT MPOAYKTUBHOCTI, BKIIOYAIOUHN X MOPAJIb,
TOMY BOHM HE 0aXaloTh aHaNI3yBaTH MPOAYKTHUBHICTH ONEepaTopa Mepes aHaai30M
MOBEIIHKHM MallliH, 100 ONepaTopu He MOvYyBajil cede HE3PYUHO, YEPE3 MOKIUBUMA
TUCK. BimoBiHO, BOHM BBaXkalOTh MPOCTY CTATUCTHUKY, SIKa 3apa3 PO3BUBAETHCH,
BXJIMBOIO JIJISI TOTO, 1100 MOKA3aTH YiTKI MPUKJIAAH IS JTIOIeH Ha BUPOOHUYOMY
MalJaHYNKy, 1110, HAMPHUKIaJd, Taka KUIbKICTH MPOCTOIB - II€ Te, IO BHMarae
JI0JIATKOBOTO Yacy Bij HUX y M'sITHUITO BBeuepi. [IpoTe cucrema 3amucy down times
11Ie HE MOBHICTIO 3aBeplIeHa 1 MOke OyTH BUKOHaHAa Jinine BUOipkoBo. Te xk came,
0 1 y BUIAJKY aCOPTHUMEHTY, BUpOOHHMYA JiHIA cupy « Bemo» cknagaerbcs 3
MaIllMH BiJl JE€KIJIbKOX MOCTaYajJbHUKIB, TOMY OOMIH JaHUMH MDK MOCTa4aHHSIMU
3HOBY CTaHe MpoOJsieMoro. Ajie B caMmiil KOMIIaHii HEMa€ HIIKUX MpodiieM, o0
MOAIIUTUCS CBOIMHM TEXHIYHUMHU AaHUMHU. HapemiTi, pa3oM 13 BiTHOCHO HU3bKUMU
noKa3HUKaMu e(heKTUBHOCTI 300py Ta aHAJI3Y TaHUX, OJHIEIO 3 TPOOJIeM, K Hapasi
BIUTMBAIOTh Ha OIepallii, € MocTauyaHHs 3amacHuX 4dactuH 3 Groba , mio 3aiimae
3HAYHUI Yac: 6 TUXKHIB.

[ToTpebu crokuBayiB, O4IKyBaHHS Ta BUMOTH, BUsIBIIEHI B iHTepB'to ([lomaTtok 19,
20), OynyTh neTajabHO MpoaHali3oBaHi B HacTynmHomy myHKTI. Illo crocyerbest A-
ware, To OyJI0 BHUCIIOBJICHO 3aIliKaBJICHICTh Y MiABUINCHH] PIBHI KOMYHIKAIi MiX
koMnaHiero 1 Groba , gk X mocrayagpHukoM. Kommanis 3arikaBjieHa B OOMiHI
JIOCBIZIOM KO>KHOI 31 CTOPIH, TOMY AISUIBHICTB 3 TEXHIYHOTO 0OCIIyTOBYBaHHS MOKE
OyTH BUKOHAHa Ha OCHOBI JIOCBiJly, @ HE JIMIIEC BI3yaJIbHUX TMEPEBIPOK, SIK 1I€
B1JI0YBa€eThCS 3apa3. ToMy, OCKIJIBKM BOHM B)KE€ Ha IEBHOMY PIBHI 300py AaHUX,
BOHHU 3alliKaBJIEHI B BUBUYEHHI MOXIUBOCTeN Industry 4.0, OCKUIBKM BOHU 3HAIOTH 3
OPUKIAAIB THIIMX Taly3eid, M0 1€ 3HAYHO JI0NOMAarae 3amo0irTH BUBEIEHHIO
1H(opmMmariii 3 MauH mo0 nepeadadyuTH Ta 3armodIrTd NOTSHIIMHNX HeBaad. KpiM
TOT0, BOHU 0ayaTh MIHHICT Y 1HTEJIEKTYyaJIbHUX JaTYMKaX Ta aHATITHIIl HA OCHOBI
[[OTO, TOMY BOHHM TOTOBI 3aIUIATUTH 3a MAIlMHU, SIKI MOXYTh OyTH 00JiaJHaHI
TaKUMH 1HCTpyMeHTaMu. Te K came ijie Ha MATOTOBKY OIlepaTopiB, BOHU Oadath
I[IHHICTH 1 TOTOBI TUTATHTH 3a 11e. KpiM Toro, BOHM HE X04yTh CAMOCTIHHO 00pOOJIsATH
JlaHl, ajie BOJIIOTh JAOCTABIATH iX y Gopmi iHGopMaIllii, pillieHHs, SK-OT A0JIaTOK 3
iHQopMaIitHUMKU TaHeIIMU, OyAyTh MPOCTO 17€aJbHUMH, SK BBa)KAa€ IMaH BaH
Omncnaan . KpiMm Toro, BoHM 3HaX0Th Yaci MOKa3 JaHUX B PEaTbHOMY, B TOJATKY
y’K€ KOPUCHUM JJIS OTIEPATOPiB, SIKI MOXKYTh KOHTPOJIIOBATH CBOi MAIlTMHU KpaIllie.
Hapemiri, BOHM qymMaroTh, IO 3aHAATO 0arato aHai3y KOHOI MaIIuHU 3 iXHIX 23
BUPOOHWYUX JIiHINA, TOMY MOTEHIIHHO BOHU BIAAaAyTh TEpeBary TOMy, IO OJIHA
KOMIIaHisl BIJMOBI/Ia€ 32 MOHITOPUHT JaHUX Y MeXax BCl€l BUPOOHUUOI JiHii, ane
3apa3 BOHU HE MOXKYTh 11e 3poouTn. Hapasi, A-ware mpocTo Xoue mpaIfoBaTH pa3oM
13 MOCTavyaJIbHUKaMH 1 0a4UTH, K JaJIEKO BOHU MOXYTh miTH. [loTpedbu Vepo cupy
BIJIHOCHO CXOXI1 Ha curyamito A-ware, aje iXHI O4iKyBaHHS Ta BUMOTH HIXMI,
OCKLUJIbKH BOHH 3HaXOJISIThCA HA JTy’KE paHHbOMY €Tarll 30MpaHHs Ta 0OpoOKH JTaHKX,
HaBITh HE TOBOPSYM MPO JIarHOCTUYHY aHAMITUKy. KoMIaHis dYiTKO po3yMie
HEOOX1HICTh 30MpaHHs JaHUX , 100 II0IHS 0auuTH 11 y hopmi iHDOopMaIlii, TpoCcTo
HAaTUCHYTH Ha KHONKY 1 moOauuTu ii. OcCKigbkM 0araTo HEBEJIHUKUX 3yIMHUHOK
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posrasgaoThess Bemo Ak HaWOUIbIIUMK 30WMTOK BiJg NPOAYKTUBHOCTI, BOHH
3alliKaBJICHI B aHaji3l JaHUX, TOJOBHUM YHMHOM, JJii BU3HAYEHHS MPIOPUTETIB
JISUTBHOCT1 3 TEXHIYHOTO OOCIYroByBaHHSA. TOMy KOMIMaHisl XO4e MOKAa3aTH YiTKI
nudpu CBOIM MpaliBHUKaM, J€ CIiJ NPUAUIATH yBary i THM CaMUM 30UTBIIUTH X
MOpPaJIbHUN PIBEHb, IMOKA3ylO4YU iM, 10 POOUTHCA chpoda MiABUIIUTH iXHIO
epexTuBHICTh. Hapa3i koMmaHis xoue MaTu MmocTiHuii oOMiH ganumu 3 Groba ,
HAIPUKJIA 1X TOCTavYaJIbHUK BiJ[B1Iy€ BUPOOHHUIITBO 1 00TOBOPIOE, 1110 BiIOYBAETHCS
J00pe, a 1110 CJIiJT BAOCKOHATIOBATH Ha OCHOBI JaHuX. Ha choro/iH1 aHamiTHKA TaHUX,
OpIEHTOBaHA Ha IMIJIBUILIEHHS MPOJYKTUBHOCTI, - 1Ie¢ MeTa cupy « Bemo» , ane B
MaiOyTHHOMY BOHU XOTUIM O MaTu JaHl B PEXUMI PealbHOro yacy, 100 paHilie
pO3IMi3HaBaTH MPOOJIEMU Ta BAKUBATH 3aXO0/I1B 111010 IIbOT0, 1 100 MEHEKEPU MOTJIH
HOro KOHTPOJIOBATH, HE3aJEXKHO BiJ iX MICIIE3HAXO/HKEHHSI OJHOYAaCHO 3
oneparopamu. TakuM YMHOM, BOHU OavaTh Iporpamy 3 iIHPpopMaliitHUMH TaHEISIMU
SK CBOEPIJIHE PIIIICHHS, SIKE MIIXOAUTH IM J0OpE, came Te, 110 BaXKIUBO i1 Vepo ,
noJiira€ B TOMY, IO KOMIIAHISI MOE 30CEepeAUTHCh Ha BUPOOHHUIITBI a
nmocrayajabHUKH, Takl Sk Groba , Ha CBOIX MalllMHAX, TaK IO OOHMIBI CTOPOHU
MOKYTb IMOKPAIUTUCH 1 MaTH B3a€EMHY KopucTb. Hapernti, 6auennst Vepo nossirae
B TOMY, IO B MaiWOyTHhOMY BOHHM HE MAalOTh BIJJHOCHH IOCTAYaJIbHHUKIB 1
BUPOOHMKIB, a MapTHEPCTBO 3 (Groba , MUITXOM MOCTIMHOT CIIBIpAIll OAUH 3 OJTHUM.
CTtocoBHO cHiBIIpaIll Mi>k pi3HUMU MMOCTAYAIbHUKAMU, IPEJACTABHUKHA VEPO KaXKYTh,
[0 XOYyTh MOTOBOPUTH IHIWBIAYaJIbHO 3 BUPOOHUMKOM YCIX MAIMH, $IKI MarOTh
npoOjemMu, 3BUYAHHO, BOHM XOYYTh KOHTPOJIIOBAaTH BCIO JIIHIIO, aj€ BOHU
BU3HAYAIOTh 1I€ K JOBTUW MepcrneKTUBHUN Kpok. Hapasi BoHum OauaTh OLIbIIY
BAXKJIMBICTb PO3POOKH CHCTEMH MOHITOPUHIY Ta OOPOOKH JaHUX 3 CAMOT'0 IIOYATKY
y cHiBIpanl 3 iX NocTayaaibHUKAMH.

JI1st mopiBHSIHHS, ICHYIOYA CUTYyaIlisi 000X KOMITaHiM Mae aesiki BiamiHHOCTI. [lo-
nepiie, A-ware Moxe po3riiaaTucs sIK KJIE€HT Tuity A, ToAl sik Vepo - tun B. Tlo-
npyre, A-ware 3HaXOJIUThCS Ha OUIbII BHUCOKOMY DPIBHI 3 TOUKH 30py 300py Ta
aHaJi3y JaHuX, TOJI1 sIK Vepo TUIBKY MOYaB peaiz0ByBaTH TaKUH MIIX11, a JIJIs 3apa3
TUIbKH BpydHy. Ilo-Tpete, Bemo wmae OUIbII BHCOKUM pPIBEHb 30€peKEHHS
oriepaTopiB, TOJ K y A-ware 6epyTh y4acTh OUIbIIIE ONEpaTOPiB, K1 MOTPEOYIOThH
3MIHU MDXK PI3HUMHU BUPOOHUYHMMH JIHISIMU Ta YK€ 4acCTO MPUIHHSIIOTH Mpalo. 3
TOYKH 30py MOTped Ta OYiKyBaHb, OOMJIBI 3 HUX YCBIJOMIIIOIOTH BaKJIUBICTH 1
notenuian Industry 4.0 3 MeTor0 MiABUIICHHS IXHBOI poOOTH. OTXKE, BOHU MIPArHyTh
Oinpin TicHOi cmiBmpaii 3 Groba 3 TOYKH 30py 0OpOOKM JaHMX, BOHU BiATAAYyTh
nepesary oOpoOIll JaHUX 3 iX MalIMH Ha 30BHIIIHIO 1H(OpMAIIiIo 110 OyAe HajaHa
iM y BUrJIs111 1HOpMaIIHHUX TTaHeNel, 0akaHo 3 TaHUMU B PEKUMI PEabHOTO Yacy
B MOOUIBHIN mporpami. Pi3Huns nosnsrae B ToMy, 1o BuMoru A-A-ware Buii 3a
CBOIM OLJIbIII PO3BUHEHUM PIBHEM PO3BUTKY

5.3.5 TlpomixkH1 3aKTFOUEHHS:

Ha 3akinueHHsI, 11171b0B1 KJII€HTH, 11100 BIAMIOBICTH HA TPETE JOCIIIIHE TUTaHHS, OyJIn
Bi110paHi yepe3 Jekiibka (akTopiB, aje B OCHOBHOMY BUXOJSYH 3 iX IOIMUTY Ha
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CTBOPEHHS TaKoro mpoekTy. B skocti OaxaHOi ©porpaMu TEXHIYHOIO
obcnmyroByBanHs L{eHTpanizoBane TexHiUHE 00CTYrOBYBAaHHS MOKHA BU3HAYUTH SIK
HallKpaliuid METOJ, OCKUIBKM BIH CIHPAEThCS HA MpOrpamy J1arHOCTUYHOTO
TEXHIYHOTO OOCIIyTOBYBaHHS, ajieé KPiM TOTO JeJNierye pecypcu Oulbll e(peKTUBHO,
3aBISKU MPIOPUTETaM, BCTAHOBJICHHM 3aMOBHUKOM. KpiM Toro, Taka mporpama
MO3Ke OYTH YCIIIIITHO BIIPOBAIKEHA 32 JOIMOMOIOI0 ICTOPUYHUX JJaHUX Ta 30MpaHHA
JaHUX y peaJbHOMY 4Yacli 3a JIOIOMOIOI IHTENEKTyaJllbHUX KaOlHeTIB 1
MPEACTABICHHSM iX Y BUIIISIAL iHPopManiiiHux nanenei. Hapemrri, BuGpani uijiboBi
KJIIEHTH JIOBEJH, 1110 ICHYE BEJIUKWNA MOTEHIAN JJig HaJaHHs Takoi mociayru. Lle
IPYHTYETBCSI HA TOMY, 1110 BOHU HE TUIbKM XO4yTbh, 00O JaH1 HaJaBajucs iM, aie
BOHH 3all1KaBJICHI B MaKCUMaJIbHO TICHOMY CIiBpoOiTHUIITBI 3 Groba 3 Touku 30py
00poOKHM AaHuX 10 1HPOpMalii, a TOTIM NPOAKTUBHOI MIATPUMKHU. TaKUM YMHOM,
CepBIC MOBUHEH OyTH PO3POOIEHUI 3 CaMOro MoYaTKy 1 0a)kaHo BUMPOOYBaHUH y
dbopMi MUIOTHOTO MPOEKTY B TICHOMY CIIBPOOITHHUIITBI 3 OJHUM 13 3aMOBHUKIB.
BpaxoByroumn, mo Berno Mae Benukuii OMUT Ha TaKUH MIPOEKT, a TAKOXK MOPIBHIHO
HU3BKUU pIBEHb 30MpaHHs Ta aHANI3y JaHUX Ha JAHUW MOMEHT, BOHHU 3/Ial0ThCS
OlMBII TPUAATHOIO ayauTopiero g 1boro. OTke, IS KOPOTKOCTPOKOBOI
MEPCTIEKTHUBH CTy>K0a MOBUHHA OPIEHTYBATUCA Ha aHAJII31 JaHWX Ta IEPETBOPEHHI 11
Ha iHpopMalio y dhopmi maHened KepyBaHHS Ta 1H(POPMALIMHHUX TMMaHENeH, SKi
MOXXYTh OYTH HaJaH1 KIIEHTY I MIJBUIIEHHS MPOTYKTUBHOCTI Ta €EKTUBHOCTI
po6otu. Ilicas nporo erany ceppic MOKe OyTH NMEPETBOPEHUI Ha OLIbII TPOCYHYTI
P1BHI, TaKl sIK IOBHE MTPOTHO3HE 00CIYrOBYBaHHS, HA OCHOBI ICTOPUYHUX JIAHUX.

5.4" SIki acriekTH O13HEC-CEepBICIB MOXYTh JOIMOBHIOBATH JIII0UY YIOJy PO PIBEHb
00ciyroByBaHHs?"

5.4.1 Meromosoris

Jlns Toro, mo0 AaTH BIANOBIAL HA YETBEPTE JOCIIIHE MUTAHHS, SIKE € KIIOYOBUM
pe3yJIbTaTOM IIi€T1 TE3U, HA JIBa 3alUTaHHS Oy1yTh BIAOBIIATH:

« JSIki cepBicHI Mpomno3ulili MOBUHHI OyTH po3po0JieHl Ha OCHOBI BUCHOBKIB 3
HoTepeIHbOroaHatizy?

o Sk moBMHHa BUIIAATH OI13HEC-MOJENb, 00 3pOOMTH 1i IIHHOIO
MIPOTIO3UIIIE€F0 IS
KJI1€HTIB?

[Ilo6 BigmoBicTH Ha MepIe JOCTIAHE IMiA-3alUTaHHs, OHJIANH-I0CITIKEHHS Oy e
BUKOPHUCTAHO JUI BUSHAYEHHS YTOJU MPO PIBEHb CEPBICY Ta HAMOUIBII TUMOBUX ii
BuiB. Ilicns nporo OyayTh 3a3HadeHi cepBicHI yroau, mpunaatHi misa Groba , Ha
OCHOBI BI/IMOBI/IeH HA TTOTIEpeIH1 AOCTIHKeHHS. [[71s1 Ipyroro AoCiJHUIIEKOTO i/
3anuTaHHs, Oi3Hec-mojenb Canvas Oyne BHUKOPHUCTOBYBATHCS SIK OCHOBa st
dbopMyBaHHS MOTOYHOI Oi3HEC-MOJEN Pa3oM 3 TOYKAaMH 3 TOTEHI[INHOI Oi3Hec-
MOJIEJI, SIKa MOYKE MaTH MICIIe TIPH peasizailii BU3HAYCHUX CEPBICHUX MPOTO3UIIIH.
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5.4.2

{06 nouaTu, Tepmin SLA Oyne nmosicieHo. Yroa npo piBeHb 00CIyroOByBaHHS - 11€
JOKYMEHT, SIKHi BU3HAa4Ya€ 3000B's3aHHS MIXK JJBOMa CTOPOHAMH, MTOCTAYaTbHUKOM
nocayr Ta KiieHToM. KIloyoBl acnekTH MOCHIyTH, Takl SK SKICThb, HAsBHICTh Ta
BiJIOBITaNBHICTE, peryimoroThess SLA ( Kearney, KT; Torelli , F. (2011)) . Lle =we
IPOCTO JIOTOBIP IOPUAMYHOTO XapakTepy, BpPaxoBYIOUH TOW (akT, IO, KpiM
IOPUJIMYHOI YaCTHHHM, BOHO TAKOXX 3aKPIIUIIOE YITKI PaMKH JJIS IIHUPOKOTO KoJjia
€JIEMEHTIB, K1 HEOOX1JHO BPaxoBYBaTH, 1100 3a0e3MeUnTy BIAKPUTUN HOpyM ISt
cuinkyBanus ( Shacklett , ME ( 2011)) . Bigbmn TO4YHO, TOTPIOHO YITKO
chopMynoBaTH TOTpeOU KIII€HTA, CIOPOCTUTU CKIAJHINI TMHUTaHHSA, 100
3a0€3Me4YUTH BIAMOBIJIHI PAMKHU JJI1 PO3YMIHHS, 3MEHIIUTH OOJACTh KOHQIIKTIB,
CJiJI 3a0XOYyBaTH YITKMM Alajor MDK JIBOMa CTOPOHAaMHU y BHMMAJAKYy CIOpIB Ta
HEpEeaTICTUYHUX OYiKyBaHb 3 000X CTOPIH CHiJ 3a3/ajeriab ckacyBatu. OTxe, Taka
yroja 3BUYAlHO MICTUTh 3asBY MpPO HAJAHHS IIOCIYT, OIUCY YIPaBIIHHA
npoOiemMamMu, BKJIIOYAIOYU IOPUJMYHI CYNEPEUYHOCTI Ta PETyJIOBaHHS CIOPIB,
000B'SI3KM KJTIEHTA 1O 00CITyrOBYBaHHIO, MUTAHHS O€3MEKH, BKIIOYAlOYU 00pOOKY
IRP ta xoHdigeHmiiiny iHpOpMaIlil0 BciMa 3alliKaBIEHUMU CTOPOHAMU Ta YITKE
pO3ipBaHHs IOTOBOPY Mpo HajgaHHs nociyr ( Yeoda npo pieens obcnyeosysanms na
2015 pix) . Kpim Ttoro, cmij BKa3zyBaTH Ha BHUHAropoAy Ta IOKapaHHS, IO
3aCTOCOBYIOTHCS JIO TMpOBaifjiepa, a TaKOXK MPUMIIICHHS ISl TEpioAUYHUX
MO>KJIMBOCTEN MEPEryIsiay, 100 BHOCUTH 3MIHHU.

[Ilo6 nDpogoBXUTH, BCl 1€ LI0J0 TMOCIYr, $KI MOTEHUIHHO MOXYTh
BUKOpUCTOBYBaTH (Groba siIk KOHKPETHI MOCIYTd, MPONOHOBAaHI CBOIM KIIIEHTaM,
OyayTh NMPEACTABIEHI B HACTYITHOMY naparpadi.

MOHITOPHHT JAHUX B PEXHUMI PEATTLHOTO Yacy

Ha panniii cranii Taki npono3uilii MOXyTh OyTH MpeacTaBieH] KiieHTaM. Takum
YMHOM, BOHHM 3MOXXYTh B PEXHMI PEAJbHOTO 4Yacy CHOCTEpIraT, KOPUCTYIOUHCH
CBOIM MOOUIPHUM MPHUCTPOEM, 3a CTAaHOM MAIIMHM, BKJIIOYAIOUM BiOpalliio,
BOJIOTICTh, BUSIBJIEHHS CMOTY Ta Oe3neky aBepeil. Jlani OyayTh BijmoOpaxaTucs y
BUTJISAII 1HpopMaIiiiHuX mnaneneu. [ndopmariiiini maHem MICTATh pi3HI JUCILIEH:
JTATYUKH, CITKUA Ta rpadiku.

AHam3 nasnx eheKTUBHOCTI.

HactymnHae cepBicHe 0OCIYroByBaHHS, SIKE MOKE BIJNOBIIATH OCHOBHOMY, MOJKE
OyTH aHAJTITHUKOIO IaHUX 3 TOUKH 30pYy IPOAYKTHUBHOCTI TEXHIKH Ta, 30kpeMa, OEE.
Jlesiki koMITanii poOJIsSTh TaKi 3aX0M HA TAaHW MOMEHT, ajie Tpoiiec Oy/ie MpoCTile
Ta TOYHiIe 3a ydacti TexHonoriit [oT ta posymuux kadineris. Kpim Toro, o0po6ka
JaHUX MO>Ke OyTH 3/1ICHEHA MBUJIIIE 1 Kpalle, SKIIO 1€ pOOUTHCA EHTPaTI30BaHO
Ha cepBepi. Sk Oyso 3p0o3yMiJio 3 1HTEPB'tO, KIIEHTH HE MAlOTh HAJTO BEIUKOTO
OakaHHsSI MaTH CIIPaBy 3 JaHUMHU, ajie BOJIUIM O OTpuMyBaTH iH(GOpPMAIIiO 3 CBOIX
MaIlIvH.
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TpeHiHros1 Opono3uIii

Cnyx0a y dhopmi TpeHIHTIB MOKe OyTH HaJaHa KJIIEHTaM, HAJal04d 3MOTY i1XHIM
orepaTopaM Ta TEXHIYHMM IMpaIliBHUKAM 3HAXOJAUTUCA Ha OUIbII BUCOKOMY PiBHI B
pPO3yMIHHI MaIlliH, 10 3MEHIIUTH MPOOil Ta Yac BiJICTaBaHHS, a TAKOXK ITiIBUIIUTH
AKICTh PEMOHTY, 1110 BUKOHYETHCSI CAMOCTIHED.

JliarHOoCTHYHE (IIPOAKTHUBHE) TEXHIYHE 0OCITYTOBYBAHHS

[Momanpmmii KpOK 3 TOYKH 30py PO3POOKH TOCTYT - TOMEPEHKyBAIbHE TEXHIYHE
o6ciyroByBaHHsl. Lle MOkHA 3pOOUTH JIMIIIE TO1, KOJIM ICTOPUYHI JaH1 30UparOThCs
IPOTATOM TEBHOTO Yacy. 3a JOMOMOTOI0 Takoi MOCITyrd, M0 0a3yeThCs Ha
peryJsipHMX BI3yaJbHUX TI€peBIpKaxX, ICTOPUYHUX JaHUX Y TOEAHAHHI 3
MOHITOPHHI'OM B peXHUMi peabHOTo yacy, Groba 3Moske 3a3/1aj1eriip IporHo3yBaTu
HECIPaBHICTh JeTalied MaIuH 1 3a0e3MeUnTH 3aXO0Ju JUIA HOro 3amoOiraHHs.
Ockinpku  OlbIle  KIIEHTIB  OyayTh  OOCIYroByBaTHUCS 3  MPOTHO3HUM
obciyroByBanusaM Groba, sik kparie /1is BCiX, XT0 O6epe y4acThb, TOMY IO KiTbKICTh
JTAHUX 30UTBIIUTHCS, 0 3MEHIITUTh BIIXWJICHHS 3 TOYKH 30py MPOTHO3IB.

I[iaFHOCTI/I‘-IHa AJO0CTaBKa 3allaCHUX YaCTHUH

Hactynmaum kpokoM , 1miciast poO3poOKH  J1arHOCTUYHOTO TEXHIYHOTO
00CITyroByBaHHs, 32 HEIO MOYKHA JIOJIATH A1arHOCTHUYHY JOCTABKY 3MiHHUX YaCTHH.
TakuM 4uHOM, 3aITYaCTUHU JIOCTYIHI Ha CKJIaJl BYUaCHO, TOMY HeMae HEOOX1THOCTI
CTHKATHUCS 3 POCTOI0 MAIITNH MPOCTO Yepe3 TPUBAIICTh JOCTABKH 3allaCHUX YaCTHH.
OpHak, OCKIIBKY 11 TTPOTHO3YBAHHSI, JIETalll HE 3aJUIIAIOThCA HA CKJIaAl 3aHaATO
JIOBT0, OCKIJIbKKA BOHHU OyIyTh BUKOPUCTOBYBATUCS B1IHOCHO CKOPO.

Oruiara 32 rapaHTOBAHY MIPOJIYKTUBHICTH

[lepiia 3 1BOX HAWMOIIMPEHIMIUX CEPBICHUX MPOIO3UIIIH, SIKI MAIOTh MOTEHIIAN 3
TOUYKH 30pY Cy4acHOI NEPCIIEKTUBH, € MOJEILIIO, Ie Groba rapanTye NeBHUH pIBEHb
IPOJYKTUBHOCTI JUIsl KOMIIaHIi Ta CTATy€e KOMIIAHII0 HE 3a caMmy MalluHy , a 3a
rapaHToOBaHy MPOJYKTUBHICTh. JJig 1boro Oyje MOTpiOHWUN KOMIUIEKC 3aXOJIiB 3
J1arHOCTUYHOTO oOCITyroByBaHHS, HaBYaHHS IEpCOHANy, IOCTaYaHHs
J1arHOCTUYHUX 3anacHux 4dactuH. Bumip - ne OEE, 3a 3amoBuyBanHsM. [lpote
HaBITh JIEKUIbKA 3aXO/iB, TaKUX SK 4yac 0€3BIIMOBHOI pOOOTH, MPOIAYKTHUBHICTD,
cepeHii Jyac BiIMOBH, a00 Oyb-sikuii 1HIIWN, BUOpaHuit oooma croponamu KIIE,
MOXYTbh OyTH Y3rOKeH1 yro/1010 Mpo piBeHb 00ciyroByBanHs. Kpim Toro, mig yac
criiBOecii 00MIBa KIIIEHTH 3HAUIILUIN TaKy MPOMO3UIIIIO SK TyKe IIIKaBy JJIsl HUX 1
MO>KJIMBOIO Y MallOyTHHOMY.

3arIaTUTH 32 BUITYCK

Jpyruii nepenoBuil BUJ HalaHHS MOCIYT, IO HTMPOKO BUKOPUCTOBYETHCS B 1HIITUX
rajy3sx IpoMuciaoBocTi. [IpyHuMn nosjsrae B ToMy, 110 KOMIIAHIs-BUPOOHUK HE
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MpoJIa€ MaIllMHY, a TOBap, SIKYy 11 MallluHa BUPOOJsie abo obpoosse. [Ipore mis
nepepoOHOi CUPHOI TaiTy3i e He Hakpaie. [le moB's13aHo 3 TUM, 1110 BUPOOIISIFOTHCS
pi3HI BUIIU CUPY, IO POOUTH BaXXKKWM BHUMIp 3a OAHUM cTaHgaptom. Hampukias,
00poOKa NeBHOI KIIBKOCTI OJAHOTO TUITY CUPY MOKE MIPONTH TIIaJKO 3a JOTIOMOTOI0
BCIX 3aCc001B, aJie Mpu OJHIH 1 TiH e KIIBKOCTI PI3HOTO TUITY MOKHA CTBOPIOBATUCS
KUTbKa 300iB mpoTaroMm onHi€i 3MiHu. Hampuknaa, xoiu oOpoOiiseTscs ayxe
MOJIOZIUN CHUp, BIH JyX€ YacTO 3aJMIIAETHCI COKOBUTHM, ab0 00pobOka cTaporo
CUpHY € HabaraTo ckJiajHimow. KpiM Toro, BaKKo 3HalUTH OyIb-SIKUM aJieKBaTHUN
3aci0, IKUil MOXe OyTH yHIBEpCAIbHO BUKOPUCTAHUMN ISl BCIX KIIIEHTIB, TOMY MOTO
MOTPIOHO PO3POOJATH 1HAWBIAYATbHO 3 KOXHUM CEPBICHUM KII€HTOM. I[HIIWN
croci0 nmossirae B ToMy, 11100 BAKOPUCTOBYBATH KUIbKICTh TOJWH, 1110 MPALIOIOTh Ha
MalluHl, ajle L€ TaKoXX He MOXe OyTH YHIBEpCaJbHUM, OCKUIbKA PIBEHb
1HTEHCUBHOCTI MO>K€ BapilOBaTH BiJl OJTHOTO KJII€HTA JIO 1HIIIOTO 1 HaBITh B OAHIET
JiH1T IepepoOKU CUpy S0 1HIIIO].

543

s TOTO, 1100

chopmymoBat  Ol3HEC- Gai Creators

MOJICJIb, SIKa MOXXE€ CTaTH B

MIITHAM TI0YUM

MPOTIO3UIII€O, Oyio products ®_ Customer
06paHO iHCTpYMeHT s A y=
MOICTFOBAHHS Oi3HeC- = =
MoJielnl  Bi  KOMHaHii N

Oswalder . Ilpote, mepi Q)

HIK TOBHE MOJICTIOBaHHS

Oi3Hecy, Hacammepen -

MPOTO3UIIIsl LIIHHOCTI, CJI1T
po3riignati Oulblll JeTanbHy 1H(opMario. [ns Takoro murtanHs Oyio oOpaHO
nigTpuMyroay mMojenb "TlomoxkenHs 1miHHOCTI". 1le mpoiMrocTpoBaHO HA MAITIOHKY
4, 1 Oyme po3rIsHYTO HIDKYE, 3 OISy Ha BUCHOBKH Miakiacy 5.4.2 Ta 3arajibHy
METY TIPOCKTY.

[Ilo6 po3moyaTu, HA JaHWW MOMEHT poOOTa 3 KJIIEHTAMM MOJIArae y 300pi JaHUX,
00po06I111 iX y 1HGOpMAIlIIO Ta MOJATBIINN aHaTI31, CIPSIMOBAHUM Ha IMiABUIIICHHS
3araJibHOI MPOAYKTUBHOCTI. SIK mpobyemy, sk Oyso 3asBJICHO IiJ Yac criBOeciau,
MO’KHA 3a3HaYUTH Yac MPOCTOI0 MAIIMHHU Ta, B ISTKUX BHUIAIKaX, PiBEHb OMepaTopa
Ta 4Yac JOCTAaBKM 3allaCHUX YacTHUH.. ToMy 3araiibHe BaockoHalieHHs OEE, mio
3MEHIIY€E Yac MPOCTOI0, TAKOXK OyJe MOJIMIIeHHAM. SIK HACcHAOK, JUIsl TOTO, 1100
CTBOPHTH IIHHICTH TS crioxkuBaviB [IpoykTu Ta mocayru, CTBOPEHI y BiJIMOBIIb
Ha 3alMT KJIEHTIB, ITOBUHHI BKJIIOYAaTH B cebOe 3aco0u mist 3HATTA "Ooiro" Ta
CTBOPUTH TIEPCIIEKTUBU POCTY SKI CHIBIAJAIOTh 13 3arpo3aMu i KITIE€HTIB.
VY BumaaKy 1bOr0 MPOEKTY MOCIYTH, AKi HOTEHIIHHO MOXKYTh OyTH 3aIIpOIIOHOBAaHI
KIIIEHTaM, Bke OyJIM 3a3HaueHi y miapo3auil 5.4.2. Sk BUAHO 4iTKO, BOHH 1/1€aJIbHO
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Y3rO/KYIOTBCA 3 'pOOOTOI" KIEHTIB. SIKIIO MU BBaOXKATUMEMO CIIYXKOY
J1arHOCTUYHOTO TEXHIYHOTO OOCITYyTrOBYBaHHS, SIK TaKy, IO € TOCSKHOIO, TO MOKHA
no0a4yuTH, 10 Le MiHIMI3y€e MPoOiil 1 MIBUAKICTH BIIMOB, 110 30UIbIIY€E 3arajibHy
OEE, sikmio e 0yae 3po0IeHO HAJIGKHUM YMHOM. BiibIl OCHOBHI mMpoOiieMu, TaKi
Ak 30ip maHuX, oOpoOka ix B iHopMallli Ta MOJAIBIINN aHati3, € MiJeTalTHUMHU
METOJaMH J1arHOCTUYHOTO OOCITyroByBaHHS, TOMY BOHH HaJjeXaTh 1O IMEBHOI
Mmipu. Kpim Toro, micis Toro, sk Oyae peani30BaHO MPOTHO3HE TEXHIYHE
0OCITyroByBaHHS, JOCTaBKa MPOTHO3HUX 3allaCHUX YaCTUH MOXKe OyTH J0JaHa sIK
OoJe3acnokiiMBmii 3aci0.

[Ticns TorO, SIK 3p0O3yMLIO0, IO 3alPOIIOHOBAHI MOCIYTH MOXYTh CPOPMYITIOBATH
BapTICHY MPOIO3UIIII0, SKa 3aJ0BOJIBHSIE TMOTPEOM KIE€HTAa, yCl acleKTH TaKoi
0i13Hec-Mozen OynyTh neperisHyTi. [loTouna Oi3Hec-Mozenb MpeAcTaBieHa Yy
Honatky 21, a Takox Oyjia 4aCTKOBO PO3MIIsSIHyTa mija yac aHamnizy 4C sk aHami3y
kommanii. Hapasi kommanis Groba mnpomonye 40-piuHuii m0ocBim pobotu 3
oOnmagHaHHSAM [JIi TIEPEepOOKH CHpYy, 1i BCTAHOBJICHHS, a TaKOX PEMOHTY
IHCTICKIIMHUX O0OCTEeXKEeHb, KOJU 1€ BHUMAara€TbCs 3aMOBHUKOM. ToMmy KaHaiu
3B'SI3Ky KIJIIEHTIB BCTAHOBJIOIOTHCS BIJJIUIOM MPOJAXKIB, BKJIIOYAIOYU PETYISAPHI
BI3UTHU KIJIIEHTIB, 1H(POpPMaIIiifHI OIOJIETEHl, TOPTOBI SPMaApKH, Taki Sk Anuga , Ta
BCECBITHIO MEpEXy TOPTrOBUX areHiliil, siki 3apa3 reHepyroTh Ouibine 50% Bin
KUIBKOCTI TpoJaaxiB. BiAMmoBiIHO, OCHOBHMMH BHJAMHU [isUIbHOCTI Ha JaHUM
MOMEHT € peajizallis pileHb Jjisi 0OpoOKM CHpIB Ta 3aMacHUX YAaCTHUH TEXHIKH.
ToMmy KoOMIaHis TaKOX HAMaraeTrbCcsi aKTUBHO BUPINIYBAaTH BCl IMUTaHHS, SIKI
BUHHKAIOTh Ha CTOPOHI 3aMOBHHKA. ['0n0BHUM pecypcom Groba € cniBpoOITHUKH
Ta iXHIA JOCBiJ, a TAKOXK CaMHil mpoliec 0OpoOKM CUpPY Ta 3amacHl YaCTUHU J0
HOTO. OTKE, CTPYKTypa BHUTpAT Ta MOTOKHA JOXOMIB HA JaHWA MOMEHT IyKe
XapaKTEePHI JI HE CEPBITU3YIOUNX BUPOOHUKIB, HAJIXOIPKEHHS BiJ] MAIITMH 1 POIAXK
3armacHUX 4acTuH. i boro moTpiOH1 eBHI (hiKCOBaH1 BUTPATH, TaKl SIK 3apIuiara,
OpCHJIHA IJIaTa Ta 3MIHHI BUTPATH, TaKl SK MpUI0aHi JeTall.

[lepepobiiena Oi3Hec-MOJeNlb BKazaHa B Tabnuil HUxk4e. BoHa BUKOpPUCTOBYE
MOTOYHY Oi3HEC-MOJIENIb SIK OCHOBY, a HOBI TYHKTH BHJIUISIOTECS UYEPBOHUM
KOJIbOPOM, 11100 CTBOPUTH Kpallly Bi3yalli3alilo.

Key Partners | Key activities Value Customer Customer
Proposition Relationships segments
e SPIE-NL e Cheese
o KUKA processing e Selling cheese | ¢ Sales managers | Multiple
e Stemmer solutions processing visits segmentation
e Mertens e Spare  parts machinery e Communication | types
metal sales e Inspection and with the _
technick e Solving repairs regional agents ¢ By size
e Others: problems  of je |nstallation e Deeper
laser customers Integration into
e Monitoring daily operations
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cutting, e Predictive Knowledge of | e  Stronger By type of
drilling, Analysis cheese retention cheese
milling cutting: 40 through SLA processed
o years of By type of
e SPIE-NL experience machinery
e Any2Info Special used
Key Resources cheese cutting | Channels
machines
* Employees Real-time data | ® Sales
(engineers, monitoring department
sales,  office, Performance e Agents network
technicians) data analytics | ® Newsletter
s Cheese_ Trainings e Trade Fairs
procesond Predictive e Constant
machinery maintenance contact through
* Spare parts Predictive data analysis
* Engineering spare  parts | ® Regular
experience delivery inspections
e Smart cabinets Pay for
* Mobile guaranteed
gpril_lcatlon productivity
e Online
dashboards Pay per output
Cost Structure Revenue streams
e Fixed costs (salaries, rent) e Revenues from machinery sold
e Variable costs (purchasing parts, outsourced e Revenues from spare parts sales
activities) e Higher inspection and maintenance
e No direct additional costs ( smart cabinets, data revenues
processing, protection and software cost are e SLA revenues
covered by collaborator) e Pay per productivity/ output long term
revenues

3 pexoHcTpyiioBaHOIO Oi3HEec-monemmo, Groba orpumae Any2Info sk HOBwHiA
KIo4oBHii mapTHep, a Takoxk SPIE-NL Oyame 30epiratucs, ajge B iHIIN pouIi.
[{iHHICTH TIPOTIO3HUIIIH JJIs KITIEHTIB CTaHE O1IBIT 3MIHHOIO, NIJITXOM IMOTEHIIIIHOTO
JIOJaBaHHs MOHITOPUHTY J@aHUX Y peaJbHOMY 4Yaci, aHalli3l JaHuX IIpo
NPOAYKTUBHICTh, TPEHIHTIB  OIEpaTopiB Ta  TEXHIKIB, J1arHOCTUYHOIO
00CJIyTOBYBaHHsI SIK CJIYXOH, IO TaKOX CTBOPHUThH JIIarHOCTUYHY TOCTAaBKY
3anmacHUX 4acTuH. Ha Oumblnl po3BUHYTOMY pIBHI Takli MOJeENl sK, IjjaTa 3a
rapaHToOBaHy MNPOAYKTHUBHICTh 1 IUIaTy 3a BUPOOJEHUN TOBap MOXYTh OYyTH
BUKopucTaHi. Lle 107acTe MOHITOPUHT JAHUX Ta MPOLECIB, @ TAKOXK MPOTHO3HUN
aHami3 M0 KIIOYOBUX 3axofiB. Taki 1ii BUMAaraTUMyTh PO3YMHHUX KaOiHETIB,
MOOUIBHUM JTOMATOK 3 OHJIANH-1HGOPMAIITHIMYU MaHEISIMH SIK KITIOYOB1 PECYPCIB.
Kpim Toro, criyikyBaHHs 3 KJIIEHTaMH BUIIe HA HOBUH piBeHb, Yepe3 Te, mo Groba
CTaHE TICHO IHTErpOBaHUM Yy Oi3Hec-omeparii kiieHTa. Lle cTBoproe mocTtiitHui
KaHaJl 3B'A3KYy, PETYJISIPHO MPOBOJSYN TEXHIYHE OOCITYrOBYBaHHS Ta 1HCIIEKINi Ha
3aBoJil 3aMoBHUKA. TakuMm yuHOM, SLA MOXYyTh 3a0€3M€YNUTH BUCOKY JIOSIIHHICTh
KJT1€HTIB. Takox, BpaxoBYHOYH JOJATKOBY IIHHICTh Ta KOHKYPEHTHY MepeBary Takoi
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HOCIYTH, 116 MaTUM€E MO3UTUBHUN BIUIMB HA BIAHOCUHM 3 KileHTamu. Kpim Toro,
MOTOKH JIOXO/I1B CTAaHYTh OB PI3HOMAHITHUMH, MIJISTXOM 301IBIIICHHS] JJOXO/IIB BiJl
NEPEBIPKH Ta TEXHIYHOTO 0OCIYTrOBYBaHHS Ta OTPUMAHHS JIOXOMAIB BiJl MOCIYT, IO
HagaoThes nusixoM SLA. [loTeHmiiiHo, muata 3a NpOAYKTUBHICT / BUPOOJICHUN
TOBAp y BUTJIAMI CEPBICHUX MPOMO3MUIINA MOXKE CTAaTH TapaHTOBAHUM IMOTOKOM
JIOXOJIIB y TOBIOCTPOKOBIN MEePCIEeKTHBI. 3 IHIIOTO OOKY, HE ICHY€E XKOJIHUX MPSMUX
BUTpAT HA MPUAOAHHS TAKOTO MPOEKTY, OCKUIbKK Groba Oyje CIHiBOpaIroBaTd 3
SPIE, sixkuii 3a6e3neunth cMmapt-kabiHeTn Ta Any2Info, siki BiAMOBIAHO HAIAIOTh
nporpamMHe 3a0e3nedeHHsl A MAKIYEHHS, CepBEPH AJi 30epiraHHs JaHuX Ta iX
00poOku. [IpoTe HENpsiM1 BUTpATH, HAPUKIIAJL, 3 Ty4eHHs npauiBHUKIB Groba , ki
OyayTh MIKIyBaTUCA MPO TNPOEKT, 3aMICTh CBOiX OCHOBHUX 0O0OOB's3kiB. Lle
BUMaraTuMe HaitMy J0JJaTKOBUX IMPAIliBHUKIB y IEBHUII MOMEHT Yacy, 3aJIEKHO BiJl
HIBUIKOCTI pO3POOKH POEKTY.

[Tpomi>kHHIT BUCHOBOK:

SAxio mijcyMyBaTH BCe, Ha JIAaHWW MOMEHT KOHIIENT CEPBITH3AIll MMOBUHEH OyTH
KPOK 3a KPOKOM, TOYMHAIOYM BiJ MpocToro 300py Ta oOpoOku nanux. Ha
MONANIBIIOMY €Tami TepeadadyaTUMeTbes JIarHOCTUYHE OOCIyroBYBaHHs, 1 Ha
PO3BUHYTIA cTaaii "TJIATUTA 3a TapaHTOBaHY MPOJAYKTHUBHICTE' MoOxe OyTH
peanizoBaHo. J1jist TOTO, 11100 3p0OUTH TBEP, LY MPOMO3HUIIIIO JIJISl KITIEHTA, TPOTIO3HULIIsS
ITIOBMHHA OXOIUTIOBATH BCl1 IHUTAHHS, SKI KIIEHTH B JaHWH MOMEHT OayaTh SK
npobnemy. Lle oOpoOka Ta aHami3 JaHUX Yy BHUIJISAl 1HQOpMALIHHUX MaHenel y
MOOITFHOMY JI0JIaTKy, JOCTaBKa 3aMacHUX YaCTHH, TPEHIHTH, IO MPOMOHYIOTHCS
TEXHIYHUM MpaliBHUKaM Ta omneparopam. Ha HacTynmHHMX eramax, KOJIM 1€ CTaHe
MO>KJIMBUM, KJIIEHT Oy/I€ 3all1KaBJIEHUI B OTPMMaHHI OUIbII IPOCYHYTUX CEPBICHUX
MPOTO3HUIIH, TaKUX SK TapaHTOBaHA MPOJIYKTUBHICTh Ha IMEBHOMY pIBHI, SIKY
rapantye Groba 1 criagye 3aMOBHHUK. SIKIIO TaKuil piBEHb JOCATHYTO. 3 TOYKH 30PY
013Hec-MojIeNl, Tepexi] Ha servitization IPUHOCUTH JEKUIbKa MepeBar, TaKuX SK
PI3HOMAHITHI MOTOKMA JOXOMIB Ta KaHaIM 3B'A3Ky 3 KOPUCTYBauaMH, O1UIbII
HIMPOKHI J11alia30H 3HAUYEHb, SIKI MOXKYTh OyTH 3alporoHOBaH1 KiieHTy. Kpim Toro,
rimboka 1HTerpalis y Oi3Hec-3aMOBHUKA CTBOPIOE CHUJIBHUM PIBEHb yTPUMAaHHSI.
BpaxoByroun BiJICYTHICTh MPSAMHX BHUTpPAT, MUIAX PO3BUTKY B HAIPSMKY
cepBiTHU3AIll] BUTTISAAE AYXKE JIOTTYHUM BUOOPOM.

6. BucHoBOK

[[lo6 mouaru, MeTa MBOTO MPOEKTY MoJAraja y po3poOI Oi3Hec-cTparerii
MIPOTHO3YBAHHS y BIATMOBITHOCTI 3 OYIKYBaHHSMH IIUTHOBUX KIIIEHTIB, sika OyJie
3anymieHa g0 junHsa 2018 poky. 11106 BiAMOBICTH HAa OCHOBHHUH JOCIITHUIIBKHMA
3alIUT CTOCOBHO JKUTTE3AaTHOI Oi3Hec-mojem g Takoi Crparterii, Oynu maHi
BIJIMOBII HA YOTUPH JTOCTITHUIIBKI TUTAHHS.
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[lepuie muTaHHSA AOCTIIXKEHHS CTOCYETHCSI 30BHIIIHBOTO CEPEJOBMINA OIepallii
Groba . Ilix yac anamizy PEST Oyno BcTaHOBIEHO, 110 MOJITHYHE PEryTIOBAHHS
HACIpaB/i HE Ma€ CEpHO3HOTO BIUIMBY Ha MOTEHI[IMHUN CEPBIC, Yepe3 Te, 10 HOBI
npaBuia €C CTOCOBHO JaHMX, 3aXHIIAIOTh JIMIIE OCOOWCTI JaHi, 10 HE €
po0emMoro i BUpoOHHKIB. [IpoTe, KO KIIIEHTCHKI TaHl HE 3aXUIIEHI, 1€ MOXKE
COPUYUHUTH IOPUAMYHI NPOOJIEMH, SKIIO L€ CHPUYMHUTH MEBHUN 30UTOK.
ExoHOMIUHMI aHaji3 BUCBITIIMB OCHOBHI puHKH, Taki sk €C-27, CIIA, Pociro Ta
Kanany, 1 moka3zaB HeBU3HAa4Y€H1 TEHAECHI[I CTOCOBHO MallOybHHOTO Ha PUHKY, 1110
CTBOPIOE MOTPeOy BUPOOHUKIB ONTUMI3yBaTH BUTpaATH. TeXHIYHUN aHAI3 TTOKa3aB
3pOCTalOYMil 1HTEpEC 10 TEXHOJOTriM OoOpoOKM MaHMX Yy CBITi. BinmoBigHO, Take
noHATTS, K [0T , cTaHe MPOMUCIOBUM CTaHIAPTOM HAWOIM>KYUM 4YacOM, TOAL SIK
Big Data 1 oniepaiiii 3 Hero BXXe € 3BUMHUMHU J1SIMU JIJIs1 0araTh0X KJIIEHTIB.

JIuBRSTYMCH HA APYTe JOCHIKEHHS, BUIHO, 0 PIBEHb aHAIII3Y JaHUX, IKH pOOUTH
komnasist Groba Jij1s1 BAKOPUCTAaHHS B OOCIIyrOBYBaHH1 KJIIEHTIB, € YK€ HU3bKUM 1
noTpedye BAOCKOHAJIEHHS, 11100 CTBOPUTHU JIOJATKOBY ITIHHICTH JIJISl KJIi€HTIB. Kpim
toro, ananiz FMEA niaTBepmkye edext peamnizaiii 11larHOCTUYHOT aHATIITUKH, 110
Moske 3MeHITUTH RPN 1715t HaltO11b111 KpUTUYHUX TIpoOsieM Ha 56%, nuiiie nuisixoM
MOKPAIICHHS PEUTHHTY BHUSBJICHHS NUIIXOM MOHITOPUHTY JaHUX Y PEXKUMI
pealbHOTO Yacy, peryJIIpHHUX IMEePeBIpPOK Ta TEXHIYHOTO oOciIyroByBaHHs. Taki mii
MOYTbh OYTH BUKOHaH1 y CIIBHpAlll 3 OCHOBHUM MocTadyaibHukoM Groba SPIE-NL
Ta ix maptHepoM Any2lnfo, sikuii € eKcnepToM 3 TOYKHM 30pYy MHIAKIIOYEHHS Ta
YIOPABIIHHA JaHUMHU. [nes nosdrae B ToMy, 00 BCTAaHOBUTU PO3YyMHI KaOlHETH 3
SPIE na mamuny Groba , 1106 30upaTtu 1aHi Ta JOCTaBIATH iX Ha cepBep Any2Info,
ne BiH Oyzae oOpoOnsitucs B 1HGOpMALID Ta BIIOOpa)XkaTUCAd Yy BUIVIAII
iH(popmaniiiHux naHenei. /[aHi BimoOpaxkaTUMyThCs y MOOUIBHIM Mporpami, 1o
3a0€3MeYnTh MOHITOPUHT MPOIECIB Ta MEXaHI3MIB B PEXHUMI PEaJbHOr0 4Yacy
HE3aJIe)KHO B1J] MICII€3HAXO)KEHHA. binblie Toro, 3a 3asBKOI KIIEHTa J10JAaTOK
MOke OyTH OHOBJIEHMH JoxaTkoBuMHU ¢yHKIisiMu. HapemTi, OCHOBHUM
noKa3HUKOM TmpoayktuBHocTi B Tany3i € OEE. Ilpore, mo0 oTpumaTtu OiibIi
rIMOOKHUI OTJISAJT MPOIECIB, KOPUCHO TOTJIAHYTH Ha OinbIn mmpokuit criektp KPI,
TaKuX K CEpe/HIM Yac MiXXK HECIPaBHICTIO, POOOTOI0 OE3POTOBOTO MPOCTOIO Ta
MPOCTOI0, BIJICOTKOM TMPOGUIAKTHYHUX Ta PEAKTUBHUX 3aXOJIB TEXHIYHOTO
00CIIyroByBaHHs, a TAKOX BUTPAT HA HUX.

Tpetiit nocnmigHULIBKUI 3anmuT OyB CTBOPEHUH JUIs aHamizy HoTped, BUMOT Ta
OUiKyBaHb LILTLOBUX KII€HTIB. s mpoekty, nBa kiieHtu Groba- A-ware Ta Vepo-
Oynu BHW3HA4YeHI SK IUIHOBI Kii€HTH. lle TOSCHIOEThCS IHTEPECOM MO0
3a3HAYCHOTO MIISXY PO3BUTKY, 110 CTBOPUJIO MOMUT HA TaKUW MPOEKT. BiamosigHo,
BOHU BBAXKaJMCs HAMOUIBII MMIIXOSIION ayJIUTOPIEI0 HA MOTOYHOMY eTtami. Kpim
TOTO, X pO3TallyBaHHS OyJI0 MPUIATHUM JIJIs1 BIJIBIIYBaHHS Ta IPyHoBOi 3yCTpidi,
BKIOUaroun i1HTepB'to. Ilepen modatkoM cmiBOeciiu OyJi0 MPOBEICHO aHali3
porpaM TEXHIYHOTO OOCIyroByBaHHs. 3TiiHO 3 1uM, LleHTpanizoBaHe TeXHIUHE
00CJIyTOByBaHHsI MOJKHA BBa)KATH HAWOUIBII MIAXOJSAIIMM, OCKUIBKM BOHO
0a3yeTbCad Ha JIarHOCTUYHOMY TEXHIYHOMY OOCIYrOBYBaHHI, IPOCTO BpPaxoOBYE

o1



pecypcu KommaHii, 100 BHU3HAYUTU TMPIOPUTET MAIIUH, SKI MOTPeOyIOTh
MOTEPEAHBOT0 TEXHIYHOTO OOCIYrOBYBaHHSA, a Ui SKHX Kpalle MiATPUMYBATH
peakTuBHE oOcmyroByBaHHs. Ilicis 1poro BimOynucs iHTepB'to. Pesynbratu
nokasajau, 1m0 oOujBa KJIIEHTa MalOTh BEJIMKUN IHTEpeC 10 aHali3y JaHuX Ta
MiABUIICHHA MPOJYKTUBHOCTI, HAaBITh fAKIIO BpaxyBaTH, IO OJUH 3 HUX,
0€3CyMHIBHO, Ha O1JIbLI BUCOKOMY PiBHI 3 TOUKHU 30py 00p0oOKu AaHux. binkIie Toro,
BOHU O0OHMIBA MIATBEPIUIIN CBOE OAUCHHS 1010 3aTy4ueHHs TexHomorii Industry 4.0
y cBOi Oi3Hec-omeparlii, 1mo0 aBTOMAaTU3yBaTH Ta ONTHUMI3yBaTH 30ip Ta aHaji3
nanux. Tomy A-ware TakoX OauuTh IIHHICTh Yy TPEHIHTax, L0 HAAArOThCA
MOCTa4yaJIbHUKOM CBOIM TEXHIKaM, 1 0COOJIMBO omeparopaM. Bemno He moTpebye
TaKOi MPOIO3HUIIi1, OCKIIbKM BOHH MAalOTh 3HAYHO MEHIIY KUIBKICTh ONIEPATOPIB, ajie
BOHU € OUIBIN JOCBITYEHHUMHM, HIXK Ti, 10 3HAXoasThcs Ha A-ware. Kpim Toro,
o0MJIBI KOMIIaHIi BIJAOTh NepeBary iHgopmallii, IKy BOHU OTPUMAalOTh, 0axaHo
SKUMOCH 3PO3yMUIUM CIIOCOO0M, HAMPUKIIAJl, 1HHOPMAIITHUMU TTAaHEISIMU, 3aMICTh
TOTO, 1100 MaTH CHpaBy 3 JAHUMH CAMOCTIHHO. 3 TOYKU 30pPY JOBTOCTPOKOBOTO
OaueHHs, Berno 3a3HauuB, 1110 BOHU HE XOUYTh KIIACUYHUX BIJHOCHH MOCTavyaJIbHUKA
3 KIIE€HTaMH, ajieé MII[HOTO TMapTHEPCTBA, IO CTBOPIOE BETUKHUM MOTEHINAN IS
o0ciyroByBaHHs . A-Ware Ma€ CIUCOK TaK 3BaHUX MPOPUTETHUX MMOCTAYaJIbHUKIB,
TOMY BOHHM TaKOX 3aIliKaBJIeHI B MOCUJICHHI CIIBMpaIll 3 TOYKU 30py TEXHIYHOTO
00CITyroByBaHHS, KOHTPOJIIO Ta MOHITOPUHTY JaHUX. Takox OyJlo TOpYIIEHO
KUJIbKa Mpo0JeM, TPYIHOIII 3 TOYKH 30pY 3B'A3KY Ta OOMIHY JaHUMHU MIX Pi3HUMHU
nocTayajibHUKaMU, a TAKOXK 4ac JOCTaBKH 3armacHUX 4yacTuH 3 0oky Groba .

[liicyMKOBUN AOCHITHUIIBKUIM 3almuT MaB TMIJCYMOBYBAaTH pPE3ylbTaTH BCIX
NOMNEPEIHIX AOCIIIHUIBKUX MHUTaHb, 00 CHOPMYIIOBATH >KUTTE3AATHY Ol3HEC-
MO/IeJIb JJI1 MOTEHIIHHOT0 HalaHHs ociyr. [lepi 3a Bce, OyJio 3a3Ha4€HO Mepenik
HOCJIYT, SIKI TOTEHIIIMHO MOXXYTh OyTH 3alporoHOBaHMMH Komrmaniero Groba .
Kit0u0BOI0 4acTHHOIO 1BOTO € TE, MO 1€ MOTPIOHO BTITIOBATH B KUTTSA KPOK 32
KPOKOM, TMOYMHAIOYM 3 HAWHUXKYOro piBHA. BiAmoBinHO, crmoyaTKy B peKUMI
peagbHOro Yyacy Moxe OyTH 3alpONOHOBAHMI aHa3 JaHUX MOHITOPUHTY JIaHUX Ta
JAHUX TPO MPOAYKTUBHICTb, JOJATKOBO MOKE HAJaBATHUCS HABUYAHHS ONEpaTopiB.
[Ticnst 1boro, KoM 30UPAEThCS AOCTATHS KIIBKICTh ICTOPUYHUX JAHUX, 32 HEIO
MOXe CITiyBaTH JIarHOCTUYHUHN TEXHIYHUN CYIPOBIJ Ta JOCTaBKa J1arHOCTHYHHUX
3armacHuX 4actuH. KpiM TOro, y OuIbII pO3BUHYTUX CTaAisIX CEPBICH IUIATUTH 3a
rapaHTOBaHy MPOAYKTUBHICTD / BUIYCK MTPOIYKTY MOXKYTh OyTH c(OpMyIbOBaHI Ta
3arporioHoBadi. [licas Toro, sik Oynu copMynbOBaHI NOTEHIIHHI TOCTYTH, BOHU
Oynu 3acTOCOBaHI JO MOJENI I[HHICHOI Tpomo3ulli, mo0 3abe3nmeunTd ix
BIJIMTOBITHICTH MOOAXKaHHSIM 3aMOBHUKA, BUSBIICHUM IT1]1 9ac iHTepB't0. HapemTi, Bci
BUCHOBKM OynM y3araJbHeHl y BuTIsml OizHec-mozem Canvas, sKi 4iTKO
MPOJIEMOHCTPYBJIM BIMIHHOCTI MK TOTOYHOIO Ol3HEC-MOJE/LUII0 Ta Oi3Hec-
MOJIEJTIO, sIKa MOKE 1CHYBaTH. SIKIO BHUIIIEBKA3aH1 MOCIYrd OyAyTh peaji3oBaHi.
Tabmuus 3 wmogemwmo Canvas Business 4IiTKO JIEMOHCTpYe —IepeBaru
00CITyrOBYBaHHS , 3 TOUKU 30py OUIbII PI3HOMAHITHUX MOTOKIB JOXOAIB, TNIMOOKOT
1HTerparii B )KUTTS KJIIEHTIB 1 BIICYTHOCTI MPSMUX 1HBECTUIIIH, HEOOX1THUX 3 OOKY
Groba muis peanizalii NpoeKTy.
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7. Pexomenpmari

bepyun no yBarm pesynbTaTe 1[bOTO MOCHIIKEHHS, Oyiau po3poOJieHl HACTYITHI
pEeKOMEeH/1aIlii 1010 MOAANBIINX KPOKiB, sIKi He0OXiaHo BuKoHaTH Groba .

3 ormsy Ha 1ei mpoekT, MeToro Groba Oyii0 BUBUMTH BIUIUB TPOMUCIOBOCTI 4.0 Ha
00poOKy cupiB 3a TOMOMOTOI0 JIIarHOCTHYHOTO OOCIIYyTOBYBAaHHSI Ta BUBUYCHHS
noTped, OdviKyBaHb Ta MOOaXaHb LUJIBOBUX CIIOKKMBaviB. BpaxoByrouu, 1110
3po3ymisio, mo Groba 3po3ymia moTeHIian TaKuX IMOJii, roJIOBHA PEKOMEH AL
nojsiraTuMe y (popMmysIroBaHHI KOMaHIU TPOEKTY, IO CKJIAJAETHCS 3 TEXHIYHO
opieHTOBaHUX TnpodecionanisB 3 Groba y cmiBopami 3 Kulbkoma Oi3Hec-
OpIEHTOBAaHMMHU MpAIlIBHUKAMH, HAMPUKIAJ, BIIILIOM TpoaaxiB. Lle mae Oyrtu
3po0JieHO 111 3a0e3MeUeHHs TOro, 100 MPOEKT MPOAOBKYBaB MpallOBaTH, a
JOCATHYTUN TIporpec He OyB BTPauyCHHUM.

3 omepamiiiHOi TOYKU 30py PEKOMEHIYETbCS BXKUTH HACTYMHHUX KPOKIB, SIKI HE
noTpeOyIOTh MOJATBIINX JOCTIKEeHb. [lepir 3a Bce, HEOOX1JHO BUBUMTH HAsBHI
MO>KJIMBOCTI CHIBIIpaIll Ha PUHKY, 1100 EPEKOHATHUCH, 110 Tporno3uiis Bix SPIE e
KOHKYPEHTOCTIPOMOXKHOIO Ta KopucHowo st Groba ta ixnix kmieHTiB. [lo-apyre,
HEOOXITHO BUOpaTH KII€HTA, SKUN MIIXOMWUTh HJs CIIBOpAIli 3 TOYKH 30Dy
mijgoTHOTrO MpoekTy. Cxoke, mo cup Bemo Burisigae sk KOMMaHis, sKa IyXe
3aIfikaBjeHa B po3poOlll J1arHOCTUYHOT AaHATITUKH, B TOM K€ yac iX BJIaCHUMN pPiBEHb
PO3BUTKY 3 TOYKU 30py 300py Ta OOpOOKM JTaHMX MOPIBHSHO HU3BKUN, TOMY IX
MOX@Ha BBa)XKATH HaMKpaluM BUOOPOM JUIsi PO3pOOKU MIJOTHOrO mpoekTy. llo-
TpeTe, K OyJI0 3a3HAUEHO Y BUCHOBKY, IPOEKT MOBUHEH OyTH pO3pOOICHMIA KPOK 32
KPOKOM 3 METOIO MEPEBIPKU MOKIMBOCTEN KonabopaHTa, HACIIKIB MOHITOPUHTY
II0JI0 3arajbHOi MPOJYKTUBHOCTI Ta IS 300py ICTOPMYHHMX JaHUX IO OyJe
BUKOPUCTOBYBAaTUCA IS  JISJIBHOCTI 3 JIIATHOCTUYHOTO TEXHIYHOTO
oOcnyroByBaHHs. [lo-ueTBepTe, micis peasnizallii MPOEKTY PEKOMEHIYEThCS OyTH
TOTOBUM JI0 301IBIICHHS KUIBKOCTI MPalliBHUKIB, 0COOJIMBO TEXHIYHUX (PaxiBI[IB Ta
IT-imxenepiB. Hapemrti, Groba pekOMEHIyeThCS OPIEHTYBATHCS Ha peai3alliio
nigkmoueHHs Industry 4.0 y 1HIIUX ramy3sx IPOMHUCIOBOCTI, K1 OLIbII PO3BUHEHI,
HDK XapyoBa MNPOMHUCIOBICTb. OcoONMBO TMpW CHIBOpall MIX PI3HUMHU
nocrayajibHUKaMU, TPEACTaBIEHUMH Ha TEXHOJIOT1UHIN JIHI1, 3 TOUKH 30py aHaJi3y
JaHUX, JHIIE A1 TOro, o0 CTBOPUTHM HaNEKHUH (OH 17 OOrOBOPEHHS
noteHuidHoi cmiBmpami. [Ipore BaxnmBo 3abe3meuntH, mod Groba Bomozina
HANOIBII PO3BUHEHWMH 3aC00aMHM aHaJI3y JaHUX Ta 3'€IHaHHs, 00 3a0e3neUnTu
KOHKYPEHTHY IepeBary Ta MOXJIMBICTh aHAJI3y JaHUX 3 YCl€i BUPOOHUYOT1 JTiHi1.

Buxoasum 3 cTpareriyHoi TOYKH 30py, MOXXKHaA PO3POOMTH TakKi JIOBFOCTPOKOBI
pexkomennanii. [lepmr 3a Bce, mmicias TOro SK IMUIOTHHUN TPOEKT MOXE BUSBUTH
KOPHUCTh IHTEJEKTYalbHOI aHANITHKHA, PEKOMEHIYETHCS II0YaTH IPOIOHYBATH
CEpBIC 1HIIIUM JIOBIOCTPOKOBUM KJli€EHTaM, siki 3arikaBieHi B Bucokiid OEE. Lle
MOB'SI3aHO 3 THM, 1[0 YUM OUIbINIA KIJIBKICTh ICTOPUYHUX AaHUX, 310paHux Groba,
TUM TOYHIIIUM OY/Ie IIarHOCTUYHE TeXHIYHE 00cayroByBaHHs. Binnosinno, Groba
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pPEKOMEHAY€E AOKJIANaTH 3yCHILIS, NMOKa3ylo4d TOYHI MEpeBaru Takoi MOCIYTH 3
TOYKH 30py MPOAYKTUBHOCTI Ta OMTHUMI3aIlii BUTPAT a00 HAJAHHS THYYKUX 3HIKOK,
abu mnepexonatu kiieHTiB mianucatu SLA. Ilo-mpyre, yci aii, moB'sa3ani 3
AHAJIITUKOIO JIAHUX Ta IHTEJEKTYyaJbHUM OOCIyTOBYBaHHSM, MOBHUHHI MOBHICTIO
3abe3neuyBatuca Groba, a MOTIM 3A1MCHIOBATH PETrYJISIpHI MEPEBIPKU Ta 3yCTpidi,
CHpsSIMOBaHI Ha MiIBUILIEHHS €()eKTUBHOCTI. [HIIMMU c10BaMu, HEOOX1HO CTBOPUTHU
TICHY cHiBmpairo, aige 3 Groba 1o MIKIYEThCS MPO MEXaHI3M Ta CIOXXHBAYEM,
OpIEHTOBAHUM JIMIIIE HA BUPOOHUIITBO. TOOTO 301IBIIUTH JOSUIBHICTh KIIIEHTIB 1
3pOoOUTH X TOTOBHMH JI0 THITY MOCIYT "OIUIaTa 3a rapaHTOBaHy MPOAYKTHUBHICTbH
abo Bumyck".
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8. Kputnuna orinka

VY HacTynHi T71aBi HaBEAEHO 3HAUEHHS LbOTO 3BITYy Aisi kommadii Groba BV,
BUCBITJICHO OOMEXEHHS BiJIITOBITHO METO/1B, 310paHMX JaHUX Ta PEKOMEHAITl1, sSKi
MaJIi Micle B pamkax mpoekty . Kpim Toro, 3a3HaueHO MUTaHHS, K1 TOTPEOYIOThH
HOJAJIBIIOTO JOCIIKEHHS JIJIs 3aBePIICHHS POCKTY.

Jlns moyaTky nmpoekT OyB iHiaTuBoro komnaHii Groba BV. ITnanyBanocs nposectu
JOCIIDKEHHS 1IOA0 BIUIUBY MpoMHUCIOBOCTI 4.0 HA 0OpOOKYy CHPiB, 3 TUM 1100
HaJIaTU HOB1 MOJIMBOCTI BEJICHHS O13HECY JJIsi KOMIIaHIi MO0 1HTEIEKTYaTbHUX
MOCJIYT Ta JIATHOCTUYHOTO OOCIYroBYBaHHS MOTEHIIITHO MPONOHOBAHUX KIIIEHTIB.
s cdepa Oyna kopucHoro st Groba , 3aBASKH TOCTIHHO 3POCTAI0UOMY PO3BUTKY
TEXHOJIOTIYHUX CTaHJAPTIB y Tally31 Ta IEPEXOAy BUPOOHHUIOTO Oi3HECY IO BChOMY
CBITYy 10 cepu mnocTradaJbHUKIB Oi3Hec-mociayr. fK HachmioK, IMpOBeIeHe
JOCITIJKEHHSI TPUHOCUTD 3HAYCHHA y (opMi aHamI3y 30BHINIHHOTO CEPEIOBUIIIA,
JIETAJILHOTO OISy TOTEHIIMHOT CITIBIpAIli, IOTOYHOI CUTYaIlli B KOMIIaHii, a TaKOX
aHami3y morped, OdYiKyBaHb Ta BUMOT CIIOKHBadiB. Bce 1ie ciiaye 3asBOIO
MOTEHI[IIHOT Mojeni Oi3Hecy. 3a 3aMOBUYYBAHHSM II€ JIOCIPKEHHS IOBUHHO OYJI0
MPOBOJUTUCSA Yy CHIBIpall 3 YHIBEPCUTETOM MPUKIATHUX Hayk oHTica Ta
MIPOBOJIUTUCH JIBOMA CTYJCHTAMH, OJHHM 3 SKUX € Oi3HEC-CTYJIEHTOM Ta OJIUH 3
TEXHIYHUX crenianbHocTed. Ha xanb, TUIbKKM OJUH CTYAEHT 3 O13HEC KON OYB
oOpaHuil [ IPOEKTY, Yepe3 Te, 0 He OYyJI0 3HAMIEHO TEXHIYHUX CTYJICHTIB 3
BI/IMOBITHUM PIBHEM 3HaHb Ta MOTUBAIlI]. [{e BuMarano 3HauHoro nepioay Jjst TOro,
100 OI3HEC-CTYJEHT BCTYIIMB y TEXHIYHY cepy IISUIBHOCTI, 3 KO BiH OyB HE
3HAMOMUM JIO MOYATKy MPOEKTy. BiAMOBiAHO, SIKIIO CTyAEHT MaB OW JOCTaTHI
TEeXHIUHI 3HAHHS 3a3Jajlierib, TO Ied 4Yac mir Ou Oyrm Oulbil e(QEeKTUBHO
BUKOPUCTAHUM JUIsI TOTO, 1100 MPOBECTH JIOCTIIKEHHS KIIIEHTIB Ta 3a0€3MeUUTU
KUTTE3NATHY O13HEC-MOJIEIb I HaJJaHHS MTOCIIYT.

Kinbka oOMexeHb BUHUKIIM TI1J] 4YaC BUKOHAHHA MpoekTy. [lo-mepie, Ha meprimx
eTanax OyJi0 BUTpAdeHO Jye Oarato yacy, yepe3 HeOoOX1JHICTh TOTr0, 100 aBTOp
3HAMOMHUBCS 3 TEXHIYHOIO CTOPOHOIO onepauiid. [lo-apyre, KUIbKICTh JTaHUX MAIlIUH,
3i0pannx kommaHiero (Groba, Oyna 3HAYHO HM3BKOIO, IO POOHIIO TOMEpenaHi
JOCITIJIKEHHS, aHaJT13 TTOJIOMOK Ta €()eKTiB 1 CETMEHTAIIII0 KITIEHTIB IOCUTH CKIIATHO.
[To-Tpere, onmuTyBaHHS, SKE TUTAHYBAJIOCS HAMPABUTU KJIIEHTAM IIiJ 9ac 3aXOdy
"Anuga" y KenpHi y kiHIi Oepe3Hsi, BHUSBUIOCS HEBHUCOKHUM TMPIOPUTETHUM
NUTaHHIAM I BIAIUTY TPOJaXiB, siki Oynu OunbmiicTio neneranii ['pobu, Tomy
piBeHb BIIMNOBiAeH OyB nayxke oOmexeHuid Ilo-uerBepTe, 3aBISKH CBITOBUM
orepariisiM KOMIaHii Ta 4aCOBHM OOMEXKEHHSM HEMOXKIIMBO IUIAHYBATH >KOJIHE
BIJIBIJTyBaHHs 3aMOBHHUKIB 3a KOPJIOHOM, IO BIUIMHYJIO Ha BUOIp BHOIpKH I
iHTepB'to. Hapemti, hinancoBuii acniekt 6i3Hecy Groba, a Takox O13Hec-TTapTHEPIB
B IUIaH1 TEXHIYHOTO OOCITyTOBYBaHHS Ta OIeparlliii 3arajioM He OyB BKIFOYEHUM JI0
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I[bOTO 3BITY, 1[0 3pOOKIIO HEMOXJIMBUM HaJIaHHS HOBOT MOJIEI JOXOIIB Ha I0JIATOK
JI0 CEepBIC MPOTO3UILIi.

Sk Bxke Oyno BupileHo, KomaHnaa npoekry B Groba , mo ckiamatumeThes 3 4
¢axiBiiB, Oyae cTBOpeHa AJis peaiizaiii 1poro npoekty. HactymHi kpoku, siki He
OynM OXOIUIeHI MM 3BITOM, MMOBUHHI OyTH 37iiicHeHi HuMu. [lepir 3a Bce, OBl
HIMPOKE KOJIO KJIIEHTIB Ma€ OyTH JOCITIIKEHO LUISIXOM OMUTYBaHHS, 100 3'sCyBaTh
iX piB€Hb TE€XHIYHOI'0 0OCIyTOBYBaHHs, 300py Ta 00poOKku naHux. KpiM Toro, mcis
300py icTopuuHUX daHuX Ounbin Tounut FMEA ananiz mae BinOytucs. Ile cmin
3poOouTH, MO0 OUIBII TOYHO BCTAHOBUTU TPIOPUTETH y cdepi TEXHIYHOIO
oOcnyroByBanHsg. Hapemiri, HE0OX1JHO MPOBECTH aHaN3 BUTPAT IS PIZHHUX
cTpaTerii oOCIyroByBaHHs, ISl TOro, 100 OUIBII TOYHO BUSIBIATH (PIHAHCOBY
BUTOY JJIA KPaoro HaJaHHS MMOCIHYT.
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HMonarok 1 - Project Charter

Business case

Problem/Opportunity statement

Hard benefits: Improved uptime of the
equipment, decreased time to resolution,
reduced operational risks, more stable
operational flow, respectively supply chain.

Soft benefits: energy savings up to 20%,
overall costs savings from 8% to 12%.

See chapter 3.1

Goal statement

Scope

Primary objectives: Customers expectations
researched and clearly stated, possible
maintenance strategies and their impact
analyzed, recommendations for best fit
servitization strategy developed.

Secondary objectives: positive impact on
customer satisfaction and loyalty.

Tools: 10T, Smart sensoring, Big Data,
Mobile solutions, KPI dashboards, (to be
specified later)

Organizational units involved: Sales and
Engineering departments within Groba B.V,
SPIE, Target customers interviewed. (A-
ware, Vepo cheese)

Team members

Project timeline

Project manager: Maksym Kazantsev
Project owner: Johan Willems

Project sponsor: Johan Willems

e Economical &Technical
environment — 5.03-11.03

e Risk of failure (FMEA -Failure
modes and effect analysis, Risk
priority number allocation) 12.03-
18.03

e Connectivity analysis ( partnership
with SPIE) 19.03-25.03

e What type of data can be extracted-
26.03-1.03

e \What information can be obtained
from the data (KP1’s)-2.04-08.04

e Customer segmentation, survey
development-9.04-15.04

e Customer characteristics and needs
(based on survey) — 16.04-25.04

e Indirect competitors after sales
strategies analysis — 25.04-29.04

e Developing service level agreement
structure and new service offering —
30.04 — 06.05

e Canvas business model application
7.05-13.05
Conclusion — 14.05-20.05
Recommendation 14.05 - 20.05
Report hand in — 22.05
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HMonarok 2: Software engineer Interview
The interview with software engineer Rene Vandebosch

Questionl: Hello, Can you please tell a little bit about you position at Groba, what are your
tasks and responsibilities?

My position at Groba is Software Engineer. | am responsible for programming of PLCs and
HMI's, as well as processing the data from them. Also, | am taking care of Development of
Machine Software.

Q2: How do you collect the data from the Groba machines?

We collect the data in two ways:

In the PLC (Programmable Logic Controller) : Production hours, Number of products
In the HMI(Human Machine Interface) : Alarms and warnings.

Q3: What type of data do you collect?

We collect the most basic data such as production hours, number of products, alarms and
warnings.

Q4: How do you process and use the collected data?

| process the collected data by my own, manually in an Excel sheet.

Q5: Do you share that data with the customers? If yes, how often do they ask for it?
We do not share the data with the customer yet.

Thank you very much!

It was very important for my graduation thesis.
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Honarok3: Risk Priority Number (RPN) calculations criteria

Severity

Source: SixSigmaonline.ru
Own translation from the Russian language
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Occurrence

Source: SixSigmaonline.ru
Own translation from the Russian language
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Detection

Type of control: A - Prevent the occurrence of failure (Poka Yoka) B - Control by measuring
means C - Manual and / or visual inspection

Source: SixSigmaonline.ru
Own translation from the Russian language




Honaroxk 4.

Production volume of cheese in the EU, 2016

Production volume of cheese in the European Union (EU-28) in 2016,
by country* (in 1,000 tonnes)

Germany
France

ltaly
Netherlands
Poland
United Kingdom
Denmark
Spain
Ireland**
Austria
Czech Republic
Belgium**
Lithuania
Hungary
Sweden
Finland
Romania
Bulgaria
Portugal
Estonia
Latvia
Croatia
Greece
Slovakia
Cyprus
Slovenia
Luxembourg

Malta

Source
Eurostat
i Statista 2018
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15.97

15.55

250

500 750

1 000

1250 1 500

Volume in thousand tonnes

Additional Information:

Europe; Eurostat; 2016

1750

1735.01

2 000

2 285.33

2 250 2500 2..

Source: AHDB, 2017



Honartok 5.

Production value of processed cheese in Germany from 2004 to 2016

Production value of processed cheese in Germany from 2004 to 2016
(in million euros)

800

700
646.8

606.2 612.8

584.5
600 571.3 574.9 ger 7 5E2 7 581.1 oo 581.36

541 5518
500

400

300

Production value in million euros

200

100

2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016

Source Additional Information:
Statistisches Bundesamt Germany; 2004 to 2016; neither grated nor powdered
€ Statista 2018

Source: Statistisches Bundesamt., 2017
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Honarok 6.

Forecast volume of cheese produced in the EU (28) from 2015 to 2026

Forecast volume of cheese produced in the European Union (EU 28)
from 2015 to 2026* (in 1,000 tonnes)

12 500
11 069.47
10 879.82
10618 10 706.78
5 005 54 10 304.83 L0IS08-17
10 000 9 893.23 .
wn
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=
2 7500
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=
m
w0
=3
Qo
=
£
g 5 000
=
o
>
2 500
0
2015 2016* 2017+* 2018* 2019¢ 2020* 2021* 2022* 2023* 2024* 2025*% 2026*
Sources Additional Information:
OECD; FAD Europe; OECD; 2015 to 2016
© Statista 2018

Source: OECD 2016
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Honarok 7: General construction of the machine

Segment C: Separation segment

l

Segment A: Feed and Segment B: Cut and
defoil segment destack segment

&l

|
Aer———

Rl it

=% ' 1 X

Delta 3200-DS

Destacker

|

Beta 300 HCC
Reject-unit i

Feeding conveyor
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Honarok 8: Installed safety features

70

Various covers with safety switches

Steel housing around mechanical drives and
electrical controls (2x)

Fixed tunnel above cheese infeed ‘

Fixed panels i

Fixed panels

Safety switch: discharge conveyor in
position
—— Fixed cover above reject outfeed

—— Safety switch: foil compressor in position

Doors with safety switches
Safety switch: conveyor in position

@ Safety switches on all hinged and removable covers

(@ Emergency stop button



Honmarok 9:Segment A: Feed and defoil segment

— Pressure plate

— Cheese centering with air injection

Top defoiling unit  Roller conveyor for rejection

Pressure roller

Centering and aeration unit

Operating panel A

Foil compactor

Feeding conveyor Foil cutting system  Bottom defoiling unit
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Homartok 10: Segment B: Cut and destack segment

Pressure roller — Cutting frame  Operating panel B

Ram block (with tilt and horizontal movement) Destacker

Infeed

Infeed conveyor A Crumb trays Output conveyor

Roller surface and cheese centering Height adjustment for cutting frame

72



Honarok 11: Segment C: Separation machine
Drive To slicer-L

Side stop Lift rollers for cheese infeed
2 Adjustable back stop

Lift rollers for cheese outfead

To slicer-R

Drive and revolution section of middle work station Separation forks

73



Homnartox 12: Smart Panel Solutions, SPIE interview, Paul Albert, Mario van Can.

Question 1: Can you please briefly explain how does your system work? How is PLC data being
extracted and what happens to it?

There are 3 sensors (temperature, humidity, smoke) and 1 digital input for the door status
(open/closed) attached to the SmartPanel computer.

Software (10T service) installed on this computer reads these signals (time interval) and sends
the values to a server for further processing.

Q2: How is the extracted data being processed?

Software installed on a server (Converter) receives, validates and combines the data with the
cabinet metadata. After this step, the information is send to the dashboards.

Q3: How/In which format is it displayed?

The data is displayed in so called Dashboards. People that have access can look at these
Dashboards on a website and Apple or Android application.

The dashboards contain various displays: gauges, grids and graphs.
Q4: How will the historical data be saved and protected?

Historical data is saved in a SQL Server database. This data can only be accessed by people with
the correct authorization.

Q5: What performance indicators will be available in the app?

By default these indicators are available in the app: Temperature, Humidity, Smoke and Door.
All historically saved.

Q6: Is it possible to add additional features upon the customer’s request?
Yes, it is possible to add more performance indicators to the Smart Panel.

Thank you very much for your replies.
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Appedix 13

Smart Panel Solution

Smart
Identification

NFC

Source: SPIE -NL

Smart Opportunity’'s

Several smart opportunity’s possible

Industrial & 1oT Selutions . Ca blnet mon|tor| ng

2!5- '_,:, sele :.;. e : -
ﬂ o= = = = . Condition monitoring
BRI SR e . Energy monitoring
6= Tam 6= e o= e
SR e mmewsm  ° OEE performance
S e

*  Smart analytics
*  Trouble shooting

Source: SPIE -NL
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Honartok 14.

Real-time info

Cibrts  Dooiietls  Imigections

w & @

M Wil Wi v

L]

Source: SPIE -NL
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Honarok 15: FMEA implementation

A B

Component or process function Potential Failure mode

e L RO —

5

What goes wrang?
What is the product/process part being analysed?

6 |Airinjection defoilingmachine = Alpa F520 Cheese stops too early and is not in the right pasition

T Hydraulic Guillotine knife ~» RB400/RB630 Knife takes too long to get on his 'workposition'

8 |Pneumatic presser before knife —» BETA 300 Presser goes upwards to slow and causes collision with stamp

9 |Powder dosing > Grating line Powderlevel sensar didn't switched while level was too low

10 |Cutting knife set PH-350 Cutting knife hits the plastic stamp —= knifes are crooked or broken

11 Infeedbeld —» Lamda 150HS Belt has no reference knife hits belt carrier

12 |pneumatic transfer unit --> Lamda 403 Transfar unit lost cheese slice

13 |Robot not on home position = Beta 300

Robot is stoped on an position he don't know, Before an new start the robat needs to go to his Home positan

14

| LI RS =

C

Possible Failure Effect

D

Potential
Severity

How does the issue effect the entire output?

Severity
(S)

When the foil is not ‘loose” around the cheese the foil get ripped apart in stead of pulled of the cheese

The cycle time is to high and lost of production capacity

Machine parts have to be repaired/exchanged —= lost of production time

Mo or too little powder on the grated cheese

Knifes have to be repaired/exchanged —-= lost of production time

Belt have to exchanged --= lost of production time

cheese slice falls on an unguarded position

lost of production time.

oo |w|aa |

LD R =
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E

Potential Cause of Failure

F
FProbability
of
Occurrence

What causes the input to go wrong?

Cccocurrence
(O)

Photocell mislead by foil lash on frontside of cheese

Low oil pressure or leakage intern-/externaly

Low pressure air supply / adjustable speed upwards to slow

Bottom of container was empty because a 'powder bridge” was built above it

Operator puts the wrong cutting set combination in the machine

Photocell mislead or Operator mislead Photocell from position carrier

Yacuum cups are destrubt with cheese, too many holes in the cheese slice

Doors are open without a cycle stop.

L0 (LD | =] | =] [C2| T3 | TN |E0




G H | J L M N
1 - R
2 | Current controls Probablht? off Rk Prory Reccomended Preventive Action Action results

not Detecting | Number (RPN
3 0 D RPN
4 What are the existing
preventive and contral | Detection (0) RPN What actions can decrease occumence or improve detection?

; measures?
B visual inspaction 1 280 machinery remote monitoring and statistical data analysis b 8 [ 160
T visual inspection 1 336|machinery remata monitaring and statistical data analysis § b [ 192
§ visual inspaction 1 378|machinery remata monitaring and statistical data analysis J b 4 26
9 isual inspaction 1 336|machinery remata monitaring and statistical data analysis b 8 [ 192
10 visual inspaction § 504 |{machinery remata monitaring and statistical data analysis + operators training J 1 4§ 2
11 visual inspaction 7 392|machinery remata monitaring and statistical data analysis + operators training § 7 4 2
12 visual inspaction 7 378|machinery remata monitaring and statistical data analysis b 9 4 A6
13 visual inspaction 7 504 |machinery remata monitaring and statistical data analysis + operators training § 9 4 288
L
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Homnatox 16 : Customers list

Offine Muitipro Rusland R-400-FAM 126071 Sy e (?1,.{'4;, e )
Offine Robot_Derinder auto created on 2017-05-22 16:50: 14
Offine Pinar Siit Turkje i}y ~» Lambda-402 123610
Offine ‘Imv;I-;ad LAMBDA 150-5 123847 (Figurenstans)
Offine  TINE HEIMDAL Norway 125136 Beta ¢)—> BETA-300-5R-BTU-TU-2xTB 125136
P Offine Zemajtijos-Prenas Grating Line 122632
Offine YOKO CHEESE Belgium 119161_MHDM-520+119208_F-400 (MP1)
l Office ARLA FOODS LK (Eigendom GROBA SIMkaartie) R630-CC-DL 125833
" Offine Ingridents Soktions Raspijn 121426
Offine Twolpack Costenrijk BETA 7205 - BETA 620 - BETA 1000 - R400-HOLAC
Offine Polmiek Polen (eWON Groba eigendom!!1) LAMBDA 150-5 125080 (Figurenstans)
Offine  Wijngaard Woerden )—> Lambda-403 123450
Offine Raackes en Heimes (Groba Eigendom 16-01-18)  Lambda-150H5 125437
Offine Lesvigal Lesbos Greece PCM-500 118765
Offine Reserve_Ewon auto created on 2017-07-05 06:49: 13
&P Onine  Kaas Pack Hoogeveen Rasplijnen 1en 2 (115305 + 103201)
& Onine  Total Food Austraka MHDM-520 SC 121731
(@ Orine  BMI Jessen 2 x Rasphyn Holac Urschel 123967
& Onine  Colruyt Halle Beigie ) —> Lambda 403 123053 r
€9 Oniine LE CENTURION France ) => LAMBDA401 125608 Le Centurion by
9 Onine Miekpal Polen ?) -> Beta 300-5R 124639 ;
£ Onine  DOMINICI Delta Transport systeem + RE-400 g
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Honatox 17: A-ware customer survey

1) Do you have [J}stand-alone machine(s) or ] complete production lines?
2) What type of Groba machine/line do you have? Order number?
oY= I 1 o) = 0= 1
3) How many shifts/hours per day does the machine/line function?
|:| 1 shift, 1-8 hours;
|:| 2 shifts, 8 -16 hours;
Il 16-24 hours.

4) Can you easily find and access manuals for the machinery, when necessary?
All manuals are standing at the workshop

5) Do you measure process KPI’s such as:
Machinery downtime;
OEE;
uptime, productivity;
output;
01T

How do you monitor the performance indicators?
By OEE equipment
Do you collect summaries/historical data? Are you able to share it?

We have some historic information of the machines.

6) How often does the machine downtime caused by mechanical and electrical
problems occur?

|:| Every day;
[] every week;
|:| every 2 weeks;
[l cvery month;
[] every 3 month;
[] every half a year or less.
7) What kind of maintenance activities do you do according to the plan?

A-ware uses a maintenance plan of every 17 weeks. The machine is then planted out of
production.
This is partly an inspection and partly maintenance.

How often?
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8) What is the influence of operator’s level on downtime and output in your case?
The operator level has effect on the performance of the machine. How much, | can’t
say.

9) Is unplanned maintenance an issue for you? |:|Yes, . No.
e What is the most critical for you?

H Repair costs,

production downtime,

|:| spare parts delivery time,

|:| labor costs due to machine downtime,

[[] maintenance engineer availability,

|:| 01101 PRPT T

e Do you monitor or measure machinery maintenance costs. Yes, |:| No.
and % of unplanned maintenance costs? .Yes, D No.

7) Would it be a benefit for your organization to be provided with historical data
analysis on performance indicators and predictive maintenance service based on
smart panel solution for your machinery?

This will certainly be an advantage. This will cause the downtime to go down. This will
also reduce the cost of maintenance.

Remarks:
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Honartok 18: Vepo cheese, customer survey

1) Do you have Dstand-alone machine(s) or B complete production lines?
2) What type of Groba machine/line do you have? Order number?
...We have different type off machines from

3) How many shifts/hours per day does the machine/line function?
|:| 1 shift, 1-8 hours;
B 2 shifts, 8 -16 hours;
[[] 16-24 hours.

4) Can you easily find and access manuals for the machinery, when necessary?
...Yes it’s possible to find what we

5) Do you measure process KPI’s such as:

Machinery downtime;

OEE;

uptime, productivity;

output;

| \J other, we have a basic excel sheet white basic data, but not enough for a
good KPI off stearing..........cooooviiiiiiiiiiiiiiiiien,

Jd 111

How do you monitor the performance indicators?

6) How often does the machine downtime caused by mechanical and electrical
problems occur?

B Every day;

[] every week;

|:| every 2 weeks;

[] every month;

[] every 3 month;

[] every half a year or less.
7) What kind of maintenance activities do you do according to the plan?
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9) Is unplanned maintenance an issue for you? BYes, |:| No.
e What is the most critical for you?

B Repair costs,
production downtime,
B spare parts delivery time, from Grobal!

|:| labor costs due to machine downtime,
|:| maintenance engineer availability,

|:| (0]111=) R

e Do you monitor or measure machinery maintenance costs|:| Yes, |:| No.
and % of unplanned maintenance costs? DYes, D No.

7) Would it be a benefit for your organization to be provided with historical data
analysis on performance indicators and predictive maintenance service based on
smart panel solution for your machinery?

Remarks:
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Honarok 19: Customer Interview, Arnold van Opslaan A-ware
Maksym (M), Johan Willems (JW), Marc Meuwissen (MM), Arnold van Opslaan (A)
Introduction in Dutch

JW: So Maksym will ask questions now

M: So | guess at first, it is the most important to know If you somehow measure your OEE or
productivity or which measures do you use in general?

A: Yeah, we measure, we have OEE system online, operator fills in what problems they have, or
cortive team acts on that

JW: What is the cortvie team?

A: We have preventive maintenance team, every 17 weeks, half a year or year. Or we have a
cortive team, all sort of things in 24 hours, just like that.

A: The operator fills in the OEE and says | have problem with that or not. That's our measurement
how machine is working. It's vary of 70% or 80%, we want to go for 89% . We need all sort of
things, Indutry 4.0, to measure the machine, maintenance work on a higher level, preventive
maintenance working with a Fmakers and to look what is the problem with the machine, to take
that out and make less problems.

MM: With the OEE measurement, is it fully automatically?

A: Yeah, we look at how much cheese we got out of the line? Actually you need to put cheese
inside in the front, than we have the official OEE measurement, we only see how many cheese we
product. There is a person at the end of the line and he says, okay this is the goood one, good one,
this one is wrong, than it goes out. It counts also what's going out. And we have on one line overall
productivity of let's say 80% and there are some of 45%. Every day on the boards, every operator
can see on the boards, what's the score of the line, so everything is tagged on global measuring.
We want to have 70% at this moment, all the lines

MM: That's the target?

A: Yes, 70% is our target.

MM: And we were talking about measuring what's going in the line and out of the line so If
something is happened is it registered automatically?

A: When the machine has about 3 minutes no production, that the operator must fill something in,
he says, okay | must to change of foil, wax, or | have bad product, cheese, or we have technical
issue and he does it on the special screen.

JW: And it is drop-box, not open questions?

A: No open questions, it is drop box

JW: And the operator can't skip this step, he needs to fill in all the root cause??

A: He must do the root-cause at the end, when he hasn't found anything he thinks that it its, than
he has an escape, but he is being interviewed by team leader, because we want to have the answers,
why the machine is not running.

M: Do you also do some sort of risk analysis, for example some parts are failing more often than
the others?

A: That's the next step, every week we choose 5 lines out of 23, for small group activity, there are
one person from technical, 3 person of product, quality manager and the production manager. And
they talk every week about this 5 lines, what are the problems, what we had last week, what we
must do, where we act on, what is the higher level of priority, like we have a lot o problems but
we should skip that one and focus on that one. Every week we have small group activity of this 5
lines. This lines chosen, they are the most important one, 41 is high capacity line, 42 is special
product line, but 62 is hasp line, also your line. Most problems with 62 are at this moment, the
machine, the flopack(??), we must look further into that machine, to carry the efficiency higher, at
this moment it is 51%, it must be 72. That's really low.

M:So do you also do preventive maintenance activities and how often?
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A: Every 17 weeks the machine is going one inspection shift from 7am till 4pm. Then there are
coming 2 technician of Groba and 2 person of Flowpacker and more of that, most of the time there
are running, | think, 7 or 8 person on the rest line, from different companies and they do the
maintenance on that machine, now we do the maintenance on experience. We have a lot of
experience in house, you have a lot of experience in house, we talk about it and we do that. What
we want to see is what access the machine do has, let's say that belt or that cylinder must be
replaced because maybe we have a problem in the next year, than we are doing preventive
maintenance. Now we are doing just visual inspection. Oh this looks bad, maybe. We want to be
sure. That's our goal. That's why are fmakers are very important, what you can see in the fmaker
what is the big problem of the machine and Industry 4.0, with sensors and sort of things, they are
helping you a lot of that, because what machine wants to say - cylinder is not working well at this
moment, it is working but not well, take some actions on your preventive maintenance.

M: Do you have from some other companies some activities related to OEE improvement or
predictive maintenance?

A: When you see for Multivac, that is very big guy in the world of packing machines, they've
made a metrics, This is the metrics of 5 years, in 5 years we need to see what must to be replaced
or checked, every 17 weeks machine is going down, they look at it, they have package of items
they put in, 17 weeks later we're going to look on that section of the machine, take some out, take
some in.

JW: But hat's based on experience and life time? It's not with sensors.

A: Their new machines 4.1 are now built and sent into the market, we don't have them, food is
running far behind in terms of Industry 4.0. When we buy a new machine, if the company has one
- we buy, we buy it.

JW: So you see the value?

A: Definitely.

M: So for now no one can provide remote control?

A: No, because the machines we have from Groba, they don't have remote control, we can't look
at it, we can't take any numbers out of it. Maybe some have PLCs, than we can. You must to have
a look at it, you must analyze, but machines we have here are not that intelligent.

MM: We do especially now control systems, controlling of the machine and not measuring data
JW: We have some data being recorded, but it's not transformed into information, still needs to be
analyzed.

M: The main measure for you is OEE, not downtime or output?

A: YEs, but downtime is measured in the OEE, mean time before failure is also. Some machines
run 2 weeks without anything on it, but we have also machines working 30 minutes and they have
a problem again.

M: But how often is the problem caused by the personal who works with the machine, not by some
other factors?

A: It's different, depends on the line and the machine.

M: But in general you provide them with trainings and they have qualification to operate the
machine?

A: Our operators they are all skilled to work with the machine, they are specialists. Product we
bring on the machine sometimes is difficult. There is some B selection cheeses, too hard. The
cheese is no on the market, not A selection but B selection, old cheese is very hard, sometimes too
hard, that's why the machine gets broken. While young cheese, sometimes very young, than you
have salty water still running out of it and then you have problems. The product is most of the time
a big problem what the life time of the machine is.

JW: Yeah, that's also the experience of our service guys, they say it's either product, or personal
or combination of both.

A: Yeah, true, so we have the cortive team here , 12-13 technicians working 24/7 and they must
repair when smth is broken and when the repair is not done well you have a new problem, it occurs
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2 weeks or 2 days or even 2 hours later. There are more influence, how the life time of the machine
IS, operator, the product, the technician, the life of the machine of course

JW: And you have a team to look at the problems and to look at the lines? Now the example was
Flowpacker, but other example probably is the Groba machine, to improve, you contact the
supplier or do it together?

A: Yeah, do it together, we have a lot of experience in house, so some things we can do by our
own, but sometimes we need the experience of the supplier. Talking with each other and then
coming to the solution. Because maybe the problem is on the other company we don't know, we
only knows the problem here. Maybe you say there is a problem on the other company but we
make such a solutions and the problem is gone. But talk with each other with facts, with
modifications, with making better machines.

M: But in general, just theoretically you would prefer remote control from the side of the supplier
or just regular manual inspections?

A: Both, because just from the remote control you can't see how the materials are, you can't see
the shape of metal, wrong position of the knife from PLC.

JW: Not from PLC, but if it's occurred several times than you can add something.

A: Yeah, If the knife goes slowly and you can see it than you need a technician to find out why
does it go slowly. You still need the experience of the technician. Because he knows exactly how
the machine is working when he built it new.

M: Another question is on the same direction, is would you prefer something guaranteed by the
supplier, such as guaranteed certain level of OEE, or certain level of uptime?

A: Not at this moment, not at this moment, it's something we want to have in the future. | can say
to Groba, okay | want to have presentation(??) of 89%, | won't ask 100% because that's impossible,
| have operators, | have technicians, | have products, but 89% over the world is exact number, but
I can't ask it now. Because we can't do it. But in the future, maybe. When you are in the process
industry, that is normal. When you have huge generators, standing in the field, making thousands
of KW of energy for the city - 89%, 99% it is normal, If you are below it, you must pay it. SO the
company is watching for it. But in the food, maybe in 5 years, or 10.

M: Also, talking about industry 4.0 capabilities, would you be interested in additional statistics
and KPIs provided by the supplier or you would prefer just the data?

A: At the moment, we get the data from some of the suppliers and we analyse it, together with the
company. But we can't read the language of the machine, that is the main problem, so we need the
support of the company. Because they can read the numbers.

JW: And solutions like just that kind of data is represented on app?

A:That should be perfect. The cooling machine over here, we had an overview from the company
every week, that was perfect. Now we have something to hold on, look that is the presentation of
our machine, this hard numbers.

JW: But If you have the data real time in form of dashboards?

A: For the production manager it's very valuable, they want to have that, they look at the end of
the day, what is my OEE, why?

M: Using it in combination with historical data it's possible to make more further conclusions,
investigate root-causes, maybe at some point predict what happens.

A: Yeah

JW: The data app for us is very useful, because we learn our machines better.

A: Yes, both sides have benefits.

JW: We can see, that it has efficiency of 70% and the other company is running 85%, why? We
can check, than we can advise. Maybe difficult product, maybe operators are not trained well.

A: Yeah, maybe it's too warm, I don't know, all kind of influence.

JW: And what's the policy with the data security?

A: Because in the food, it's not such a thing, we are standing very low on the range of getting data
out of the machine and work with it. If the recepies are taken out, clients names are taken out.
Technical things, | don't have any problem if you know the machinery information, how the
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machine is working. We have possibility to go into the machine, you can call us, can we use the
network, can we use number and then you can come in.

JW: But that is not controlled just 24/7?

A: No, but in the future, Weber and Hea(?) have continues data output of the machine , because
they have higher level of data network. Every second the data is coming out of it. And our people
have seen it in Germany and woow, what is happening here, oh, they can look at it.

JW: But probably within some rules?

A: This is the window we work. For the efficiency of the machine it is best to have data every
second for one year or something.

M: And looking more further to the future, do you think it would be better for you to have every
suppliers providing such a thing as predictive maintenance, or just few core suppliers providing
service for the whole plant?

A: We have few suppliers here, Groba has pre-cutting, Multifac - packaging machines, Zerva -
weight machines, Metal Toledo - metal inspection machines , so we have few companies working
with as preferred suppliers.

JW: But for the whole line you have 4-5 companies providing same data but on their own way?
A: My manager says when there is one company who says we build the whole line from the
beginning till the end, than he can come here and build all the machines. But no one does that,
because Weber says to Multifac, |1 don't want you to have my information and opposite. And if
you see the Mercedes, where 25 companies are making line, but one company has all the data and
calls, says hello, you are not working, But in the food industry -no, maybe in 10-15 years, for now
- nobody. Because now it's my machine - my information, so only | can work with it, so we need
a lot of analyze and work of the company to do that for us. Because it's too much, we have 23 line
standing here, it's too much for us to analyze of every machine every day.

JW: That's the benefits if suppliers can do the part of that job. I can imagine that Veber says to
Multifac that they won't share the data, but what if it's the independent party, or under supervision
of A-ware. But | can imagine they would be suspicious even then.

MM: As long as the supplier has own data for new machinery, asking parts of data you want to
get from them, like we need to have this and this to do the analyses

A: No, at this moment we are looking what information we want to have. One company has this
information, another one has different. A-ware is looking for that. We can say, that Groba we want
to have a new machine - good luck. Now we say to everybody, we want to have a machine, and
here are the specifications. All aspects, also this information, in future we want to say mean time
to failure we want to have at certain level, we want to have preventive maintenance, for now it's
open. For future we have demands what we want to see. But that's about working together and see
how far we can go together. Because we can say - we want to have that, but the other company
will say, yes, but we can't deliver it.

A: | was on the symposium and there was a company from Dordrecht who makes the engines for
big boats , they have 350 ships over the world, every second they have data out of the ship, so they
compare the data and can contact the captain. They are far-far further in getting information and
analyzing, real time.

JW: Than you need to know what the limits are and normal working

A: Yeah, they are working together to get some information and do something with that
information?

M: So what you mean is that it's becoming new standard within the industry?

A: Yes

MM: Talking about the food industry, the boundaries around all the machines are limiting the
cooperation?

A: The thing is that now some companies take the door a little bit open, talk with each other, how
can we serve the company to get the information together in one document or as real time. Only
few companies do that at the moment. It's new in the food, but not in the industry
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JW: Maybe also the manuals can be provided in the system like that? How do you do it now, they
are on the shelf, or?

A: They are standing by technicians, because they need them for the information. ANd our
operators get the course how to use the machine. We have a teacher here when we get the machine.
But in most of the cases it's the basic. Also the A-ware has this small group activity, 5 lines every
week, and you see that learning is going better. How we do it, call the company to learn with the
machine Everyone can use the start button, but when something is happen, what to do in that case.
We have example, once in the 4th month, someone from Veber in the house is teaching operators
how to use the slicer, costs us a lot of money, but we see the failures going down.

M: So you see the correlation between training of staff and amount of failures?

A: Absolutely

JW: So you see, A-ware is willing to pay because they see the benefit of better OEE and better
production

MM: And OEE measurement can also tell the failure is due to operators not understanding the
machine well or anything else

JW: And you might also see that OEE for the morning shift is 80% and for the night shift decreased
to 70% and then you are analyzing and mostly it is the fault of the operator

A: For the group activity we say go and look if your operator well trained or they don't want to
work. We have a lot of Polish operators, nothing against them but we just have a lot of them, we
have some moments that they stand one day at the machine and we say now you are experienced
and can use the machine. All this sort of information is coming from OEE. Every time the operator
says something is bad, nothing is bad here, we just must to look for the ways how to improve .
There is always way for improvements.

JW: Do you see a lot of switching of operators?

A: We have 400 operators in a week, and they are also leaving and coming, many of them stay 3
month and then they need to go back to Poland, some of the just say that it's not my work.

MM: Is it like that operator A is always on that line?

A: No, they are changing that also

JW: When we install new machine, all the operators and technicians got the lessons from our
service-engineer but after 2 month than it's your person brings the knowledge to the new ones?
A:Yes

JW: But comparing to our service, what is then the knowledge of your teacher? Because the
example you just have mentioned that If there is red button they should call

A: But that's the basics

JW: It's not about the machines or it's not about the recopies, in most of the cases it is how they
use machine, it's difficult to measure If they are running recepie for young cheese but produce old
cheese.

A:We can't see that, but If the inexperienced operator has 40-50% productivity and the night shift
has 80%, the question occurs - why? And then we go and look at it. Is it because he normally
works on the other machine or something else. SO he needs some lesson to learn this machine.
And they must do some sort of final examine with a questions how to use the machine.

JW: And now in this case Groba service engineers are here on the regular basis.

A: Also asking your technician, why does the machine acts like that, If it supposed to act like that,
and they talk, that is very important.

MM: Exams, that they know the machine, is it sort of test you arrange here?

A: Yes, it is the test, that the operators are on the same level.

A: That's also with a technician, we have a new machine and they must learn the machine, now
the technician must go to the companies, learn the machine technical, they must learn inside, what
is going on inside. That is a new way of A-ware doing that.

JW: Do you registrate all parts being changed, all the modifications for that, do you have a system?
A:Yeah, we have the history of the machine.

JW: And are you willing to share that?
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A: Yes, technicians can share that

JW: We know what we do, but we don't know what you do

A: When we do maintenance in front, when we have some specific problem, we call the company
and say we want to look at it at preventive maintenance once in 17 weeks, or technicians are
coming here and we talk to them If they can have a look and give a feedback. That is feedback on
technical level or company level.

JW: Now it's Just with calling?

A: YEah, calling or emailing

JW: Nut are there options to share it on a paper, like digital? Also for the minor changes. Like we
change the belt every 9 weeks, and someone changes it once a year. We can see that and question
why

A: That is useful information for your company as well

JW: Now we just have the part of the information. And for the unplanned maintenance you have
the team but for Groba machines, how is it?

A: Sometimes we call Groba, but that's sometimes. But we have robots, and if they break we have
a problem than we call roboback, we pay a lot of money for it but they are here in one hour. That's
part of our contract. If Groba line falls down we can use one of the other lines, because we have
multiple the same lines.

M: So downtime is not that much critical for you? If there is huge downtime you can just switch
to one of the other lines?

JW: You have the flexibility to switch?

A: Yes, we do, but slicer is something else, we can do that, there is an escape. We need a lot of
hands for that, so we can keep having the production, maybe at 50% or 60% but we can. When
this one here (showing) shutting down - the whole plant here is shutting down.\

JW: So that machine is more critical in you line?

A: Yeah. We have storage, driving grades all day long, when it fails we have major problem, we
can't take product in or out, that company is sitting in Portugal, they are calling, look at it, that is
the problem.

JW: And it is all the time software related or sensors probably?

A: No, | think 50-70% software and operating

JW: Also operating?

A: Yes, taking the order not completely out or something.

A: That's the difference between Groba machine and 2 machines standing behind. But still an
important machine, part of our production line and we have also the same ???station level in Groba
as Multifac or other companies, for the future 89%, go.

JW: So any other questions?

M: I think I am done, thank you very much.

A: Welcome.
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Honarox 20: Interview Vepo cheese:
Maksym (M), Johan Willems (JW), Marc Meuwissen (MM), Hugo van Put(H), Rob Riesink (R).
Introduction in Dutch

M: In the survey you say that you have a basic excel sheet with data but not enough for good KPI
steering. Can you tell more specific what do you put into excel, which data and how do you
measure it?

H: Than we are talking about OEE. Rob makes the basic data every week and then he is looking
how many orders, how many kilos, which line and then he is calculating OEE, together we put it
in our ES and then it looks like this (showing the file on the screen) , we are making graphics from
it, on the headlines we can see what is happening there with a data we have, but it is not enough
data to make a root cause analysis , to see which line is standing still, for how many minutes, what
is the root-cause from that and we can switch over to making performance team or something like
that

MM: But your ES is an overview over the whole line and it's not specified like this is my Groba
machine, this is my slicer, this is an overview over complete line?

H: Hopefully you can see if it's going better or worse and then we can act on it
M: So basically it is based on output, on kilos?

R: No, on packaging

JW: And If you see, the red line is the target, 60%?

H+R: Yes

JW: And the green line?

H: This is trend

JW: And the blue one?

H: the last year, 2017. We can see that if it's going upside down

R: But if we have a major change we make a note to know that there we did this and there we did
that. But it is for me to get something in my hand for people downstairs, but it's too small, too
easy, that is an overview and the line is approximately 25 meters long and yeah where? That's not
enough. IF want to get to this question with them about this | need to know specified that it is this
machine. But now it is one big black box. That's why the background is black :)

MM: The registration is for the complete line and then look to the weekly based numbers from the
line, do you separate them or it is just for this week had such a result?

H: No. We talked about it with your side at the beginning of the year, we want to have more data
from the line itself. 4 weeks ago Rob and | we looked at the sheets, what we can do about the line
itself, then we said maybe we can go deeper in it, that's what we want in future in the system.
Because now too many hours every week and we don't have enough information on that. Then we
put one smth(?) on the line and we make this data sheet and they write it down, every stop of the
line and then they write down on which part of the line is it and how many minutes, 10 times a
minute = 10 minutes. Normally when you ask operator - he says perfect, how can it go perfect.
Because they are not calling for one minute, but it's happening . We want to know where are we
loosing time at this plant. Is it because of re-building or because of some failure. Than we make a
sheet and from that we make an analysis (showing on the screen). You can see this part of the line,
frequency and time.

MM: This is all manual? Time registration is also manual?

JW: Time consuming job.
90



R: Yes, everything is manual, it is block hanging in the digital block, but still it's all manual. On
that lines (showing) this correct, what we are seeing here, but this is just on that lines

MM: just an overview?

H: Yes, that's what we want to discuss with Groba, with Weber, we want to get more information
from our line, that we can see it every day. Press on the button and see. And hopefully to see more.

JW: Now you see the time it occurs? And the blue one?
H: Frequency

JW: Planned time is for example batch switch or foil switch or smth and the unplanned time is
more the machine failure

R: Yes, and then we have frequency, here ( showing), we have 125 minutes and the frequency is
25 times, 130 minutes and frequency now is 60, 60 times we are standing still and total unplanned
time than is this (showing)

JW: And do you also know the root-cause of this unplanned?

R: No, this is manual

H: First we want to know on which machine to focus.

MM: That's doesn't make sense to put any effort into the one below

H: Yeah, (showing) I think Robin likes this one, always when he is coming "Groba is not
performing" but as you can see Groba is not a big issue at the moment, you made a big steps there,
now we can see it. We can see that it's more here and there. Now we have robopacker(?), they have
been standing there for 2 days, we made a lot of small changes. For example sensor is not seeing
the tray, now it gives it out of a tray, the tray on the same position , tray pushes in and .... ., 2
minutes

MM: You were already giving some information, you see here that it's very general, what you can
bring

R: We did it just 2 weeks, that is the result of 2 weeks, but it costs me one personal day on the line
and it's costs me a lot of time, and Hugo also a lot of time to put it in one, all together.

H: In this case every day at 8 o'clock, what's happening yesterday, better or worse than the day
before. On what should we be focusing.

M: But it helps you to figure out on which machines from the line to put more attention?
JW: And then when you can see that it is on the slicer you can see what are the root causes
H: Yeah, then we are going deep, that we are concern what is happening there?

JW: Also manually registrated?

H: What we have , If the machine is standing still on the robot, waiting on the slicer or operator
opens the door 10 times a day, or gives 10 times a failure because the cheese is not correctly
positioned

M: But mostly there are relatively small downtimes which give big amount in total? Sum of many
little downtimes?

H: In this example 4 days 15 hours

MM: With a manual registration you are not able to count all the small downtimes? You know
theoretically from the OEE, that a lot of small stops are the biggest performance loss. The bigger
once you see them, you notice them and you know what's happening.
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H: It's completely crush that they are all standing still, that half a minute, a minute every day, not
once or two time, but 20-40 times. Normally a lot of companies don't register below 3 minutes
but in our case it should be very important.

R: We lose our time in here in a lot of the small stops

H: We can actually consider that it is good that we are looking at the small stops. We don't like it
but it's happening.
M: But also you say that influence of operators on the downtime is pretty valuable?

H: When the operator or the mechanical guy is not trained well, not knowing what he should be
doing, it's pretty much influencing.

M: But do you have big retention of operators, do they change often?

R: No, the crew we have here(on the exampled line) is one guy standing here from the beginning,
he saw the Groba coming in, even he build the whole line with the technicians, the other guy he
came half a year later, when we were starting 2 shifts on that line. And now we have 2 people
again, who are we training under supervision, to be the operator of that line again, so we have
more people who are able to stand over there. This week what we see here, my crew was experience
one. The idea was that what you see here that it is really happening. And at the holiday time it will
be even more worse.

M: So usually you have same people standing on the same line?
JW: Experienced operators

R: Yeah, experience operator and experienced crew. On that other lines that has to give me the
numbers what we need to deliver our clients.

JW: Probably you haven't measured the difference between morning/evening shift?

H: At the moment - not. That's our starting point. And it's not good for people to see that, to put a
focus on that. First it just on the lines.

JW: Depends on customers, yeah, somewhere a lot of new faces every time. And the training is
very important thing?

H: Yes, I think it is very important, but also Vepo is changing, I think 4 years back no one did this.
We make this thing, and then we close this one and we know some things and we show them this,
also to technical guys and when we show them this ( means statistics on the screen) it's like Wow,
big numbers . Total time is pretty new for them. They know that there are small stops, but not
amount .

MM" Yes, because it's telling when you don't have this stops at Thursday night, you Finish Friday
earlier.

R: That's the thing I use, all the minutes are Friday evening. And If you say it like that - they
know. But the next question is what are we going to do for that?

M: About the maintenance, you do preventive maintenance every half a year? Is it from your side,
or?

H: Also with Groba, inspection from their side. Important to do it together
R: Same for the other suppliers . That the whole line is being inspected together.

JW: And unplanned stops on the machine, do you have a summary of all the machines, for example
Groba machines?

H: We are starting on system to write it down, than we can see how many times are we standing
still, starting with that.
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JW: Also with a root-causes, that something is broken?

H: The mechanical guy is writing down If it is operator not working or something else.
JW: And when Groba comes here with a maintenance?

H: Yes, we share the information

M: Oh, that is something I was looking for.

R: Technical guys are looking at it on the table and never writing down. They hear it, but problem
is already solved, so no registration. And the whole issue is that if you know that bearing is going
down in half a year, in 5.5 month you change it , that's the ultimate goal, but we are far from that
yet.

M: So you don't have any other suppliers providing anything connected to preventive maintenance
or OEE?

MM: The other group in the line? Does it have signals for measuring? At Groba we don't have it
at the moment.

H: They are also working on system what we can improve, there is some data there, for us it's not
easy to get access to it.

JW: There is a lot of data in the machine but no information.

H: Well, Weber can get it out with special program , they can rebuild it, but not available for us at
the moment.

R: If we are asking we can see something, at the machine we can see log files, but not complete
data, every month or year.

JW: Maybe just raw data, it's not information
R: It says you nothing.
JW: For example you want a dashboard on your panel and see?

R: Yes, that's all what you need. No more. And for them it is also not important what's all behind,
they should know that we are standing on that specified point, that's it.

H: The problem that in this case, we can do it with Groba, go deeper, they need more data from
network.

M: So basically, in future you will prefer the suppliers to provide you the data in form of graphics,
dashboards and so on, or in combination with inspective maintenance as well?

H: In future, 1 would like to make it with Groba, with their machines, to get more data from that
and for example that we are sitting every half a year, what is happening with that line, what can
be better, what we can learn from each other and then we look at the data, that's what I like the
most. This is happening the last year, what are the new things we can learn. If it's going good
maybe once a half a year, If not -every week, every month. Or you tell us, we can do better there.

R: What is also big issue it's going down small step by small step, and you don't even realize. And
before you realize it is month gone, two month gone . It is not going the way we wanted. And if
you go and talk with your operator that that is for month, they give you as an answer why you
didn't notice that? And they find it already quiet normal. That is not what we want, we want high
performance of course.

M: So, if potentially in future your suppliers will be able to offer you certain level of performance
of the machines? How about that?

93



R: Yes, I like it , because for example Groba has the knowledge of their machines, so when we
share the data from that machine, it helps us, we can focus on production, Groba can focus on their
machines and we can learn how can we do better.

M: But then the line consist of machines of different supplier, will they all be able to cooperate in
terms of sharing the data?

H: I think it will be good sharing the data, on overall platform, that we can see all the data on the
line, but when go to machine of Groba, we should be talking with Groba.

MM: And there is of course another opportunity, we invite here company who can help us to make
counters on the line, what | mean is that that system can see if your line is turning and if it stops
and is it Gropa, or Multivac etc.

R: Yeah, If it is Groba | go to the machine and look at that, If it is Weber we go to their side, but
now we know nothing.

M: But from the side of your company you don't have problems in terms of sharing technical data?

H: it's not rocket science, sharing data is possible. Level of people you are not sharing, technical
planning you are not sharing. Machinery data can be shared.

MM: It's more than added value cooperating together, to improve the system. TO Groba it is an
opportunity to improve the machines.

H: Yes, we can buy in future better machines.

R: We supposed to have partnership, not supplier customer relationship, partnership - we help each
other , you have the data, you have better machines.

JW: And the benefit, If we registrate your machine, KPI's like that and If we also registrate other
customers, we can see Vepo is running on OEE of 50% and our machine can perform on 80%.

H: yes, last year you could see on Groba machine, lots of problems with foil and we make steps,
you can see it on the machine.

MM: we see numbers, and based on numbers you can make decision.
H: If we focus on Groba, 5 years ago it was like that (showing)
M: With historical data it is also possible to predict when certain part is going to fail

R: That's important, someone (?) stayed for a week and made programs for 4 different type of
cheese, and the problems were solved more or less.

JW: And the operators are well trained, so.
H: Operator also see, that they are working on my problem , they listen to what | say.

M: Also, do you think it will be useful for the operator to have some real time data about the
machine condition?

R: Of course, the earlier they recognize, the earlier I can know it .

H: We can also go to line, to see what is happening here. We can see it home, call at 10, what is
happening here.

JW: In the survey you said that unplanned maintenance is an issue for us, the most critical was the
production downtime and spare parts delivery.

H: Always, and yes, it is a big issue for us, and spare parts delivery from Groba.
JW: because you have several times a year you order spare parts
H: But 6 weeks it's special, always longer or different.
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JW: From spare parts list?
H: Yes
JW: And do you have spare parts on stock?

H: Yes, from the stock. And because the delivery from Groba is very bad we go to our supplier,
it's bad and very expensive. We look around, normally | prefer part of Groba, if they cost more -
okay, but when I call and have them in 1-2 weeks.

JW: Can you see the difference between parts?
H: Special parts it's even worse,
JW: Yes, because they should be manufactured.

MM: Most of parts have to be manufactured, because we don't have a lot of stock. But it's good to
have such a feedback.

M: | keep looking to the future a bit, do you think it will be somehow beneficial If in the same app
where you can see the performance of the machine, you can also see your stock and place delivery?

H: I think it's good to have it, but performance is the most important thing . | like to see it actuall
and order it, it's always good, but it's not a focus .

H: Are you working on OEE software, is there anything in progress?

JW: We are currently investigating the market and our customers, what the needs are? How we
can help our customers. We are not working on technical solutions. Our partner is working on the
technical part, we will work this way together.

JW: What information for you is the most important?
H: All information that's possible, when | say okay, | want that and it's possible - we make a step.

R: The first thing | want to know, is how many times they open doors, they have to correct Groba,
If you see that cheese is coming out after defoil machine, because it didn't pick the block - that's
what | want to know. Then | come there and can see what is wrong. And of course it will be
beautiful if we can oversee the whole line, but it is number 100, we have to start with step number
1. Than | have something in my hands.

H: We can also talk to each other or we call Groba, If we don't know - you help us. Saves us a lot
of time

JW: And the basic information is on the touch screen
H: Yes, something like that.

MM: But as you can see it's very basic, and the next step that you need is looking at what possible,
automatic registration, maybe selection or operator - which unit and so on,.

R: Then you can easily get it out of the machine and get it online.

MM: You can see that it is very basic, causes a lot of time but you get a lot of information.
Registration is difficult, but only with the information from the last week, you see where to put
your focus .

H: It also can help your customers, to help them to give the first step. Should be step by step, if we
have more information we can learn more or the future system and something happening.
Otherwise we only keep it on paper.

JW: That's the reason why Mark now will be the project leader, if we don't make the project of it
it won't get the attention. Now we need to figure out what kind of level, what are the needs.

H: We don't start learning - we don't start walking
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M: How many of the machines have PLC?
H: All of them
JW: Is cyber security an issue for your company?

H+R: Yes, we have to get in discussion with our IT people . If we want to make the step further,
they should go there with us. They should have find a way how to protect VEPO against the
cybercrime.

M: Do you make some measurements like lifetime of the machine?

H: Not measurements, we maintenance for the life time. For example fvls(??) We talk about also
Groba air cylinders, not only change them when they are broken, because fvls make so many open
close, it's going worse and worse, than it becomes a failure. Now we can improve that. Some
machine we are changing now, are machine we are changing all.

M: With more historical data it will be possible to predict

MM: Predictive maintenance, are there already machines here collecting information to plan when
you have to replace parts? That you receive from the machine information?

H: No, time based, inspections.

MM: The line we are talking is line 127

H: Yes, the biggest line, we can improve there the most.

JW: There are different type of cheese?

R: Can be all the possibilities what you want. Different suppliers, types, measurements.
M: Thank you.

Homnatox 21: Canvas business model, current situation
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Key Partners | Key activities Value Customer Customer
Proposition Relationships segments
e SPIE-NL e Cheese
o KUKA processing e Sellingcheese | ¢ Sales Multiple
e Stemmer solutions processing managers segmentation
e Mertens e Spare parts machinery visits types
metal sales e Inspection e Communicati .
technick e Solving and repairs on with the By size
e Others: problems of e Installation regional By type of
laser customers  |e  Knowledge of agents cheese
cutting, cheese processed
drilling, cutting: 40 By ;ype of
milling Key Resources years of "Channels Lnsae(c:i nery
experience
e Employees | Special e Sales
(engineers, cheese cutting department
sales, office, machines e Agents
technicians) network
e Cheese e Newsletter
processing e Trade Fairs
machinery
e Spare parts
e Engineering
experience
Cost Structure Revenue streams
e Fixed costs (salaries, rent) e Revenues from machinery sold
e Variable costs (Purchasing  parts, e Revenues from spare parts sales

outsourced activities)

Revenue from maintenance and
inspections
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