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Abstract:  

Modern organizations function in a constantly changing external environment, due to social and scientific progress, there is 
also the complexity of their internal environment. The result is a high variability of conditions and factors that determine the 
effectiveness of management. As a result, exacerbated the contradiction between the desire of the organization to maximize 
typing business processes of their activities (to reduce costs and reduce risks) and the variable nature of the business 
environment, continuous adaptation is necessary to ensure competitiveness and, eventually, the viability of the organization. 
Considered the contradiction is evident in the number of private - in contradiction between the standardization of the product 
and the individual nature of consumer demands, between routine and project components activities organization, etc., Thus, 
an urgent task for modern research in the field of management theory is the search for balance between standard and 
unique elements in the work of the organizations. Note that although the practical need to eliminate this contradiction has led 
to the development of a number of management tools designed to mitigate it, today the problem of the existence of this 
contradiction has not received proper reflection in the scientific literature. As a result, not only lack understanding of the 
organizational and economic nature of this contradiction, but the scientifically-methodical device for its elimination. Consider 
the situation unacceptable from a scientific (without proper consideration remains an important aspect of organization 
management), or practical (lack of tools eliminate the conflict reduces the effectiveness of both individual enterprises and the 
economy as a whole) points of view. Particularly acute this contradiction is manifested in the relationship of organizations 
with major business partners, cooperation with whom has a low level of standardization of business processes because of 
the complexity and specificity of jointly implemented projects. This places high demands on the quality of managerial 
decisions taken in the process of business interaction for justification, which requires the development of special methods 
and algorithms. The result of the phenomena is the decline in the quality of the management decisions due to the fact that 
organizations are forced to act not proactive, and reactive, developing individual situational tools for each individual project 
and group business processes, as a result, the risks. All of the above determines the relevance and significance of the 
chosen research topic. 

Keywords: non-profit organization; management; economic environment; economic balance and development. 
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Introduction 
Analysis of currently used tools in addressing the contradictions between a standard and unique components in 
the organization's activities must be performed for both internal and external forms of manifestation of this 
contradiction. As for the external contradictions, the problem, obviously, is the search for the tools of 
standardization, harmonization of any elements in the composition of a differentiated product. In many ways, this 
task is equivalent to the formation of a pool of assets with the optimum degree of specificity, or, more precisely, 
the formation of a pool of assets with varying degrees of specificity, but with optimal (from the point of view of 
customer) by a combination of these degrees.  

In our opinion, defining the composition of the proposed company product differentiable and standardized 
components can solve it. Differentiable component provides the perception of a specific client product as geared 
towards the satisfaction of his specific needs. Standardization part is the same across all versions of the product 
supplied to various clients. The allocation of differentiated and standardized components in the case of mass 
products may be based on the following methods:  

(1) service – in this case, all customers are provided with the same according to the technical 
characteristics of the product (i.e. the production standardized to the maximum extent), however, 
may vary level of service, and, more importantly, the model of organization of interaction with the 
customer adapts the features of this client. This method follows the concept of service marketing.  

According to one of the leading experts on marketing Christian Gronroos in the market have value only as 
characteristics of the material of the product is largely the same at most vendors. This method requires highly 
skilled sales and marketing personnel. In other words, the actual adaptation of the product does not occur, does 
not occur and formation of pools of specific assets. Instead, the organization recruits and prepares highly trained 
sales, marketing and service personnel able to perform and satisfy specific needs of the client (i.e. as a specific 
asset it is the staff) (Boesso et al. 2017). Despite the seeming simplicity of this approach (at first glance, you only 
need to learn the sales staff responsive to customer requests and service staff to teach all those skills that may 
be required to service a specific customer), it is quite difficult to implement. First of all, the cost of attracting and 
training service-oriented employees can be quite high. Furthermore, the orientation on the tools is often of a 
declarative nature.  

Staff not sufficiently attentive to customers' requests, not having enough time to respond to the request 
and to satisfy it, etc. To work on this model, employees should be their own desire for customer satisfaction, 
understanding customer value for the company and the realization of service-oriented behavior as the only 
acceptable. This requires not only training, but also an appropriate corporate culture within the organization, 
explicitly and implicitly encourage employees to such behavior (as it happens, for example, in the famous 
American Mayo clinic);  

(2) marketing – similar to the technical characteristics of products created by different marketing policies 
that position them as different products for different target audiences. A substantial part of the 
production process is unified. This model is actively used by leading car manufacturers, producing 
cars of different brands on the same platform (for example, at the factory in Kaluga from one 
conveyor roll off cars ‘Citroen’, ‘Peugeot’ and ‘Mitsubishi’, in Kamenka near St. Petersburg the 
situation is similar in relation to the brands ‘Hyundai’ and ‘KIA’ etc.).  

Unlike the marketing approach from the service is that when you first approach the client has not formed a 
view about the principle, adapted to the features of the product – adaptation is achieved through high quality 
interaction of the organization with the customer (in other words, when the service approach to adaptation is not 
perception of the product by the client, and the interaction between the customer and the company).  

The problem is the marketing approach often lies in the fact that the company is, in fact, is cheating the 
consumer, giving him a false sense of fundamental dissimilarity of products related to different marketing groups 
(for example, sold under different brands: it is in fact in the cars of brands Toyota and Lexus), and, as a 
consequence, widely differing prices, but similar from the point of view of the objective of consumer 
characteristics. To prevent this problem, the products sold under different marketing offers, have yet to have any 
differences from the point of view of consumer characteristics;  

(3) organizational – to communicate with different clients (target audiences) created a separate unit 
responsible for the development of customized products for customers. In other words, the 
complexity of the proposed product and the depth of differentiation (i.e. the difference of customers ' 
requests) such that it does not make sense to produce it in the same enterprise. However, a number 
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of organizational processes and functions are centralized at the head office, which allows us to 
achieve economies of scale for management processes and for the production processes (for 
example, due to wholesale discounts in the centralized purchase or centralized development of the 
core technology underlying all offer differentiated products). 

It is important to note that the organizational approach can be implemented either through the allocation of 
part of a structure of specialized Autonomous entities (quasi-externalization in the terminology of Sheresheva), 
and on the basis of a partial Association of independent enterprises (quasi-internalization) which usually form a 
strategic Alliance, organized on the basis of competitive cooperation. These alliances are widely distributed in the 
global transport industry, in particular, in the field of passenger air traffic and international sea container transport 
(Chiang Hsieh and Noonan 2017). It is easy to see that the organizational approach means the impossibility of a 
standardization of all corporate business processes connected with customer service, in a single structure, which 
means that in this case the external is superimposed internal contradiction, which requires an integrated Toolkit of 
eliminating both contradictions. 
1. Literature Review 
Unlike marketing and service approaches, and organizational approach involves the creation of specific 
manufacturing assets required for the production of adapted to the customer requirements of the product. Total 
assets (as shown above – related business processes procurement or development) remain under the 
supervision of the parent company, whereas the specific assets needed to service the requests of certain groups 
of consumers, are at the disposal of the specialized units (or remain in their squad, if we are talking about a 
strategic Alliance of independent companies).  

Organizational approach, as is evident from its name, involves the company's reorganization and 
reengineering of their business processes. In this case, the company doing the evolution from the classic 
hierarchical organization to integrated structure under a single owner's control, but with units that have a 
significant degree of autonomy. A single owner's control does not mean that the parent company and divisions 
belong to the same owner. We are talking about the fact that both the parent company and the divisions the bulk 
of capital is controlled by the same owner, however, can be presented to other co-owners (Johnsen 2017).  

Autonomy is a key factor in the effectiveness of this approach, because otherwise the costs of vertical 
control separate divisions from the parent company will be too great, and thus this control would hinder quality 
performance of departments their tasks (as the parent company no relevant competence).  

On the other hand, the degree of freedom units should not be redundant to the integrated structure is not 
divided into separate components (to satisfy the ambitions of managers and co-owners of units), and to some of 
the most attractive units weren't bought out by other (third-party) entities. Practically, this means that under the 
control of the units should remain the interaction with clients and the necessary production assets, while the 
financial and management component, as well as the core of the production process should remain under the 
control of the parent company.  

In this case, the production autonomy of individual units will not grow into managerial and financial 
autonomy. Obviously, the institutional approach involves a much higher level of specificity of assets (from the 
point of view of their adaptation to requests of the customer);  

(4) outsourcing – in this case the company transfers to an external implementing all stages of the 
production process (that perform them at a lower cost than the customer, thanks to its specialization 
and scale of production), and the company received from these suppliers of components generates a 
range of finished products that it had developed independently. This model is actively used in the 
aviation industry and, more broadly, transport engineering (in fact, many industrial enterprises in 
these industries, in fact, degenerated into Assembly plants) (Dato-on and Keller 2017).  

As in the case with the organizational approach, the outsourcing model is also associated with the 
reorganization of business processes (i.e. elimination of their parts outside the enterprise),ie, it, if necessary, 
resolves both contradictions – both external and internal. In the framework of the outsourcing approach, the 
organization refuses to create specific assets and prefer to buy the right products from external suppliers, usually 
under long-term contracts.  

This approach is associated with a number of advantages, primarily the emergence of the ‘service arm’. 
I.e. there is expansion of production capabilities of the company by being able to use the power of outsourcers. 
Also is an increase in the profitability of its assets by eliminating non-core or insufficiently profitable activities. 
However, one should not forget that when outsourcing, the organization becomes dependent on external 
suppliers of resources, and in the case of denial of access to these resources creates a threat to its industrial 
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activity (as happened, in particular, with the oil and gas sector after the introduction of Western sanctions in 2014; 
another typical example is the freezing of domestic airlines ‘Dobrolet’, which was never launched. 

However, the presence of elements of external control over the activities of the company the list of 
disadvantages of outsourcing is not confined. To outsource, you must have market professional foreign artists, 
and we are not talking about the existence of a single potential contractor, and on the functioning of the whole 
auxiliary industry, among the enterprises which the Contracting authority could find a better subcontractor.  

This lack of industry or lack of development forces the organization to form everything necessary for its 
business assets, which negatively affects its effectiveness (as due to significant acquisition costs of these assets, 
and due to high management costs). Unfortunately, in some industries of the Russian economy this factor (the 
absence of qualified subcontractors) is an important reason why organizations decide on building a vertically or 
horizontally integrated structures (Liston-Heyes et al. 2017).  

The outsourcing approach is typical for large orders, when the contractor received the order, performs it in 
full, and attracts to implement individual tasks within a core of specialized subcontractors. Often the contractor is 
generally not engaged in production activities, and performs the role of coordinator and integrator of the 
subcontractors in the interests of the customer. This is due to the fact that the complexity of the orders large, and 
the conditions for their implementation are quite different among themselves, so the organization is inappropriate 
to deal with these issues on their own. In the limiting case of an outsourcing approach is that the receiving orders 
of the kernel for each query generates a separate production structure (which may take the form of the 
dispatching enterprise, virtual enterprise, etc.). The essence of this model is in its modular nature: through 
linkages with a significant number of subcontractors in the kernel when a request is received, design under a 
specific modular production structure. 

However, to work with large customers modular model is not suitable. In this statement there is no conflict 
with the thesis expressed above that to service large customers or contractors, it is advisable to use the 
outsourcing model. The fact that a modular approach, in fact, implies organization of the administrative apparatus 
in the absence of productive assets (which are involved in the receipt of the order at external subcontractors). In 
this model, the organization lacked the specific competencies that are needed to meet the challenging requests of 
large customers. In other words, the modular structure is incapable to execute complex orders, rather, it allows 
you to assemble from ready-made standard elements of products that meet the needs of the customer.  

In the outsourcing model, the situation is fundamentally different in nature. The organization has key 
assets and competencies necessary for business operations (trained personnel, equipment, software, etc.) and 
external contractors are attracted only to complement their assets and to ensure best fit their production 
resources to customer requirements and specifics of the project. It is obvious that the outsourcing model allows 
you to implement more complex tasks than the unit that determines the feasibility of its use for maintenance of 
major customers (Haddad 2017).  

The difference between outsourcing and modular models it is convenient to illustrate with the proposed 
Kryuchkovym concept of the enterprise ‘core – shell’, where core refers to the key unit under the control 
(management and ownership) of the company, and the shell is a support unit that can be part of the organization 
and to involve external contractors. For unit model, the core is actually missing, it is concentrated in a minimum 
number of functions, and non-productive character, whereas for the execution of the received order every time a 
new shell. In the outsourcing model, the core includes a production unit, and the relationship with shell units are 
relatively long term in nature. In both cases, obviously, we are talking about a kind of ‘metatime’ (Das 2016).  

Thus, it is easy to see that the difference between the above instruments to eradicate the external conflict 
is, first, in what specific assets the organization forms to communicate with different groups of consumers, and 
secondly, what is the level of specificity of assets, and third, who exactly generates these assets – one company, 
its separate divisions or external structure. 
2. Project Management as a Form of Non-Profit Organizations 
The choice of the method of formation of assets, as we know from the modern institutional theory of the 
organization is determined by the magnitude of transaction costs, and, as shown by I. V. Kiryanov, their dynamics 
in comparison with the economies of scale of production. You can also sure to eliminate external and internal 
contradictions can be used the same instrument (as is the case for organizational and outsourcing approaches).  

Internal contradiction can be solved in much the same way (i.e., by isolating unique and standard, or, 
more precisely, the design and components of routine), however, this allocation is not from the client's point of 
view and from the point of view of internal business processes of the company. It is important to note that these 
allocation components is possible only after the company has already implemented a project – in the absence of 
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actual experience attempt to highlight design and routine components will be of a speculative nature (however, 
this problem can be partly solved by using the benchmarking, or by reference to a consulting organization). 
However, as shown above, organizational and outsourcing approaches can be used to eliminate both external 
and internal contradictions (Chiang Hsieh and Noonan 2017).  

With regard to the internal contradiction of the use of the organizational approach is to create in the 
composition of the economic entity specialized unit that will handle certain types of work in the interests of the 
institution in General (i.e. to undertake the project component of the specific task, whereas the routine component 
will be implemented by other units within the framework of its basic economic activity). The feasibility of 
establishing such a unit occurs in the case where the level of complexity of the task (or, more precisely, the 
individual elements of a task) exceed the level of competency of those service companies that would perform 
them, and such tasks are frequent and regular, and fairly uniform in content (otherwise, the activities of a 
specialized unit may not be recouped). Similarly, using the outsourcing model to solve the internal contradictions 
involves building long-term relationships with relevant external operators who will be tasked with conducting 
specific functional tasks in the interests of the organization. The outsourcing model is preferred, if the transmitted 
function does not have strategic value for the organization, and if the creation of assets required for their 
implementation, requires excessive costs.  

According to the results of the conducted analysis it is possible to formulate the following conclusions 
(Forcada et al. 2017):  

(1) currently there is a wide range of tools to resolve the contradictions between a standard and unique 
components in the organization's activities that can be used to mitigate both external and internal 
forms of manifestation of this contradiction;  

(2) the instruments used differ according to three criteria: the level of specificity of assets the variety of 
assets to ensure the specificity of the organization that will build these assets. The choice of tool is 
determined by the characteristics of the organization both from the point of view of its internal 
functioning and from the point of view of the specificity of the market in which it operates;  

(3) although the above described tools are used actively, but their application is to some extent 
spontaneous, and these tools do not constitute a system and are treated in isolation from each other. 
In particular, currently there is no methodological apparatus that would allow the organization to 
choose the tool that best meets its needs. The methodological apparatus which has been proposed 
by specialists, is intended to justify the use of only any one of the above tools, while no techniques 
that would allow to choose the best of these tools, taking into account peculiarities of the problems 
facing the organization.  

As exceptions from this rule can only be called various versions of ‘outsourcing matrix’ (where instead of a 
binary choice ‘to use the tool is to abandon the use of the tool’, is typical for most methods), the organization 
offers a wider range of possible strategies, as well as the algorithm implementation of benchmarking. In this case, 
benchmarking is regarded not in itself, but only as one potential tool for addressing problems facing the 
organization. Probably, this conclusion can be considered the most important from a methodological point of 
view: the organization needs to justify expediency of application of a tool in itself, but to confirm/to prove its 
optimality compared to other possible tools. 
3. Non-Governmental Support for Non-Profit Organizations 
As evidenced by the analysis of the business practices, organizations pay more attention to relationships with 
large customers, due to the importance of these customers for generation of revenue. However, despite such 
high importance of large consumers, at present, is virtually absent as a single generally accepted definition of 
‘large consumer’, and the methodological apparatus for relationship management of the supplier or contractor 
with such clients.  

This creates a number of problems for organizations (both for performers and for the large customers). 
The almost complete absence of formal criteria of the customer to the category of large (in fact the only tool that 
can be used for this purpose is the ABC-analysis, however, it is also not universal) leads to the fact that each 
organization independently decides which customers are of greatest value. On the one hand, this approach is 
useful because it allows you to consider the specifics of both the organization and the market in which it operates. 
But, on the other hand, often such decisions are made intuitively, which leads to the risk of errors.  

In addition, it is obvious that even large clients vary in the degree of its importance to the organization. 
However, the absence of formal criteria for the selection of large customers from the General mass of partners 
entails, in turn, the impossibility of dividing larger customer categories. Finally, not only the volume of purchases 
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often determines the importance of the customer to the organization. For example, there are image customers 
that generate relatively little revenue, but are important for building the reputation of the company (Sgueo 2016).  

The vagueness of the criteria for the selection of large customers leads to the fact that may be a mixture of 
customers, the significance of which for an organization is determined by different reasons within the same 
category. The above problems create inconvenience for the organization, since they hinder her to effectively 
manage the relationship with customers.  

As for the methodological apparatus relationship management with large customers, it currently is almost 
completely absent – in contrast to the methodical apparatus, aimed at servicing the needs of such customers. 
Customers have at their disposal well-developed tools for: - making decisions on whether to hire an external 
contractor, selecting the best service provider for execution of your order, risk assessment, cooperation with the 
operator, establishing relationships with them, assess performance and economic results from cooperation with it, 
etc. Operators (suppliers, contractors) such a methodological framework is not. It is interesting to note that a 
similar situation holds in the issue of developing a legal framework to protect the interests of providers. If you 
have a large number of acts as normative, and theoretical and applied literature devoted to the protection of 
customer's interests, we were able to find only one paper, which examined the issue of protecting the interests of 
the contractor.  

Such neglect the interests of the contractor, probably due to the implicit assumption that the relationship 
‘customer-client’ the greatest risks lie, it is the customer, and for this reason it is necessary to protect against 
risks, including through the development of need to manage relationships with external operator methodology. 
Perhaps part of the ‘blame’ and dominant in the modern market-oriented approach, where the main priority of the 
contractor is considered the customer satisfaction. Or, more precisely, it is considered that the best interests of 
the client in the interests of the customer (in this case a natural tension between the aspirations of the customer 
and the customer is not taken into account). Finally, another reason may be that the role of a big customer is 
often a state which (at least formally) accountable to the public and must demonstrate that the interests of both 
the state and society in cooperation with the private contractors (often have a reputation structures that maximize 
their profit and neglecting thus the public interest) was not violated.  

All of the above assumes as a priority the development of methodological tools for the protection of the 
interests of the state (as the customer). But the experience of the state is not always applicable in economic 
practice. In this situation, the contractor assumes greater risks and are often forced to resort to unfair measures 
to protect their interests (from corruption to forced renegotiation of a contract on more favorable terms), which 
ultimately disadvantageous for the customer, and it creates additional risks (or, more precisely, leads to an 
increase of the risks which the customer would like to avoid swiping the selection of external contractors) (Das 
2016).  

Thus, the development of methodological tools, which would allow the contractor (vendor, operator) to 
effectively manage relationships with large customers, serves the interests of both the contractor's and its 
customers, because it allows to make relations between them more equal, transparent and predictable. For this 
reason, we believe it is necessary to clarify the definition of large customers, divide them into categories, and 
describe the risks associated with cooperation with them. First of all, in our opinion, it is necessary to distinguish 
between situations in which the company cooperates with large customers. You can talk about the two main 
types of such situations.  

In the first case, the company cooperates with the client on a long-term basis, regularly supplying him with 
the necessary goods and services. An example of such cooperation may be a relationship between a food 
manufacturer and a large retail distribution network; the importance of the customer to the supplier due to its 
contribution to the generation of revenue.  

The termination of relations with such customer is a force majeure (even with the limited duration of the 
contract, the supplier hopes that it will be extended for a new term) and leads to a significant reduction in the 
profitability of the provider (but usually not threatening its existence, since it works with other clients). To replace 
‘dropped out’ of the customer is difficult, since potential customers already bound by contracts with their own 
suppliers, and although may be willing to make occasional purchases from a new partner, but does not seek (at 
least in the short term) to long-term cooperation and large purchases.  

For this reason, when using this model, the supplier usually tries not to excessively increase the share of a 
particular buyer in his turnover above a certain limit, as increasing this share to grow and possible risks in case of 
a breakup. The customer selection to the customer to carry out necessary no appeal the customer actually is 
determined by the size of the orders he is ready to place on a regular basis (Kraeger 2017).  
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In the second case, the organization performs large orders on an ad hoc basis, and each time has 
partnered with a limited number of clients, each of which is large (in the limit of the organization within a certain 
period of time serves only one customer, directing all its resources to meet its needs). A typical example of this is 
the construction contractor on large projects. Another example may be a modular company, which generates 
one-time production structure according to the design principle for a specific order. Feature of this model is that, 
although cooperation with a major customer is important to the organization (and the share of this customer in the 
turnover of the supplier during the period of cooperation can be much larger than the share of large clients in the 
first model), but the abandonment is scheduled, and is not force majeure. In this market there are other 
customers who can replace the retired (but only for some time required to locate and contract with alternative 
customers, the revenue provider may significantly decrease).  

For this reason, the vendor usually does not impose restrictions on the share of a specific customer in 
their portfolio, since the termination of the relationship with him in the future is planned and does not increase 
risks for the organization. However, the unplanned rupture of relations with such customer or its failure to fulfill its 
obligations to the supplier creates significant risks – even bankruptcy of the contractor. Because of this, the 
operator should carefully approach the selection of potential customers. 

From the point of view of the content of our research indicate that the first model involves routine 
interaction (supply standard goods or services based on established business processes), whereas in the second 
model, a high proportion of non-standard component (since the large customer needs a result that fully complies 
with his request, and achieving this result implies the Commission by a custom action) (Boesso et al. 2017).  

Thus, we can say that the hallmark of a major customer is not the size of his contribution to the formation 
of the revenue of the organization, although related, but not equivalent to this index, the criterion of the level of 
risk, which entails the rupture of relations with large customers. More significant than this criterion, the consumer, 
the greater the need of the organization in stock management strategy relationship with him.  

However, we believe it is possible to break large consumers into two groups in accordance with the 
considerations done above, namely, large customers (routine interaction) and large customers (in collaboration 
with the represented a significant proportion of the custom component). However, we believe that the preceding 
assertion of strategy of the termination of the relationship can be developed.  

In our opinion, when interacting with large clients, the main attention should be paid to strategies for the 
management of recurrent relations (but, of course, the organization should also have an exit strategy from the 
relationship), whereas cooperation with major customers is a high priority to the management of all stages of 
interaction. In other words, the organization must have a strategy of entering into relationships strategy for the 
management of current relationships and strategy for the termination of the relationship. 
4. The Institutional Training Organizations to Non-Profit Operation 
Of course, large customers and large customers represent two distinct poles, but in practice, you can probably 
talk about the continuum of ‘major customer a major customer’ and the existence of a large number of transitional 
forms of major consumers within this continuum.  

In addition, customers on non-standard projects can be transformed into customers for routine interaction. 
A good example of such transformation can be, for example, cooperation between the public customer and the 
private operator under a public-private partnership (PPP) for creation of infrastructure facilities. First, the operator 
builds infrastructure (and at this time the government acts as a big customer), and then ensures its management 
in the interests of the state and society (at this stage the state is already a major client). An example of this 
carried out in Russia the project is the Western high-speed diameter toll road in Saint Petersburg.  

However, the contrast between large customers and large customers allows you to split large consumers 
into two groups, each of which requires specific management instrumentation relations. In accordance with the 
objectives of our study below we will consider only the problems of management of relations of the organization 
with major customers. Characteristic features of large customers are (Curtis et al. 2018):  

§ high bargaining power. Hosted such customers and contracts will generate a large cash flow for a 
contractor for quite a long time, while there are such orders relatively infrequently. This means that, 
after losing a tender for the execution of the order, the executor is likely to remain without income for 
a long period, whereby the customer can ‘push’ the contractor to achieve from it the most favorable 
conditions, whereas the pressure levers return to the customer the contractor is often not available;  

§ high transaction costs of the contract. Participation in the tender requires the contractor significant 
costs (preparation of tender documentation, security Deposit, conducting preliminary negotiations 
with potential subcontractors, etc.), and these costs may not be recouped if the tender is lost. In 
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some cases, it seems to us that for the operator it is advisable to participate in the tender to assess 
their chances to win, not to lose time and money to prepare for the tender, which obviously will be 
played by the performer;  

§ factor, is closely associated with the first two, and, unfortunately, evident in Russia – high level of 
corruption (resulting from the larger bargaining power of the customer and based on this the 
considerable power of decision-makers about the winner in the tender), leading to increased 
transaction costs of the contractor;  

§ high level risks for the contractor in case of failure of customer to perform its obligations under the 
contract, or, more broadly, changes of the order parameters. Since the order a significant cost, and 
occupies a large share in the total turnover of the operator, the failure to pay entails substantial 
losses and may lead to bankruptcy of the operator (that is, incurring significant costs to the execution 
of the order, is deprived of the possibility to compensate for them).  

Note that refusal of payment may occur not only because of the dishonesty of the customer, but also 
because of the prohibition of payment for services of the operator imposed by the authorities. In particular, there 
are examples of when the contractor received the order after the payment of bribes to decision makers about the 
victory in the tender, and then to include the bribe at the cost of their services, could not obtain money from the 
customer after the order, as investigative test showed a significant excess of the cost of the order. 

Regarding the change of the order parameters, it can also lead to losses for the company due to the fact 
that the increased cost of the work, and the customer refuses to compensate (same problem faced one of the 
building contractors of the Sochi Olympics NPO ‘Mostovik’ whose costs are much higher than expected due to 
difficult geological conditions, which were under construction; significant reputational benefit from cooperation. 
The presence of the operator's portfolio includes successfully implemented significant projects significantly 
increases the chances of this operator on the conclusion of contracts on implementation of similar projects with 
the same customers and new partners. On the contrary, the failure of the project (even through the fault of the 
customer who, for example, because of any reasons, refused to implement it) has a negative impact on the 
reputation of the operator and may make him an outsider on future tenders.  

These special features of cooperation with large customers pose a number of specific risks for contractor's 
(missing in cooperation with major clients). This means that for the performer it is impractical to attempt to 
establish relations with all the potential large customers (i.e., to participate in all tenders for the execution of the 
order, etc.) – on the contrary, it is necessary to carefully select prospective customers.  

This is also an important difference between cooperation with large customers – the operator should not 
simply try to offer their services to all potential customers, it is necessary to select the most promising of them, 
otherwise he may assume excessive risks. Without such a selection system risk management the contractor may 
not be completed. However, as our experience shows, this methodological approach to building relationships with 
major customers while not widely received. Operators (performers, providers) participate in tenders and accept 
the obligation to the customer without assessing the possible risks of cooperation with him (or assessing them 
intuitively, without a thorough analysis based on formal methods). This is partly due to the fact that often the most 
attractive places orders, the state, cooperation with which, paradoxically, Russia is associated with the highest 
risk - that, in particular, demonstrated the example above with NGOs ‘Mostovik’ (Moutchnik 2016).  

In this situation, an adequate assessment of risks can result in denial from participation in public tenders, 
i.e., the voluntary renunciation of the most attractive orders, which for many companies is unacceptable 
(however, the greatest stability at the same time demonstrate the company refuses from participation in landmark 
public projects). In other words, the performers (contractors) voluntarily assume high risks (without assessing 
them quantitatively, but being aware of their existence) to maximize their own profits.  

Another reason may be the lack of methodological tools to assess the reliability of the customer (as 
mentioned above, in the present methodical apparatus, aimed at protecting the interests of the contractor, is 
virtually absent). Thus, there is an urgent need to develop such tools. You can gently suggest that of those 
businesses that bear the high risks of cooperation with the customer (primarily government), some does it 
because they can't determine how high these risks. In the presence of methodological tools for assessment of 
risks of the companies likely would refuse to participate in such projects. Everything said above allows to draw 
the following conclusions, summarizing the results of studies described in this paragraph:  

§ large consumers can be divided into two groups (large customers and large customers) as opposed 
to each other of the nature of cooperation and its duration;  

§ cooperation with major customers has a number of distinctive features that can create significant 
risks for the contractor;  
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§ in contrast to the cooperation with major clients, establishing relationships with large customers 
should be based on careful assessment of benefits and risks from such cooperation. In other words, 
the contractor must screen potential customers to minimize their risks;  

§ in our country such selection is practically non-existent, largely due to the lack of methodological 
tools for the evaluation of the customer. This causes the high relevance of the problem of developing 
such tools. 

Conclusions 
The experience and results obtained during the research work, it is possible to apply any of the organizations 
working in all sectors of the modern economy. Of particular interest, this approach will cause companies with 
large staff (of one hundred or more persons) involved in operating or project activities. Using the method of the 
organization activity based on typing of processes, the company is able to save money on training employees 
with new knowledge, because these processes are detailed to the familiar and user-friendly stages, and the 
adaptation of employees to new processes takes place in a comfortable, familiar, and friendly manner.  

Algorithmization business processes available for automation, which, in turn, is an effective tool for the 
management of business processes in General, and design risks in particular. A promising further direction of 
research is the introduction of the automated system of collection published information on the Internet about 
tenders and automated pre-scoring the found ads for the purpose of screening those that obviously do not meet 
the requirements of the contractor. The same ads that have been pre-scoring will come for further consideration 
to the division of marketing and sales. The introduction of such a system would allow to fully routing service part 
of the processes associated with finding customers, increase the number of processed applications and improve 
the quality of decisions and reduce the costs of those decisions through the introduction of automation.  

Prospects for the use of management tools that uses the sample model business processes, offer lots of 
new opportunities. Even despite the fact that the cost of introducing the author's approach can be substantial, the 
possibilities that are open to organizations for developing and improving the effectiveness of management 
override many disadvantages and costs associated with the introduction of new managerial technologies in 
practice of management of organizations. 
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