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®OPMUPOBAHUE JIOANIbHOCTU KITMEHTOB B
MAPKETWUHI'E B3AUMOOTHOLUEHWUA

B nuTepatype no MapKETHHIY CIIOXHIHCD 1B MOAXO0/1A K ONPEAEICHHIO N0AbHOCTH.
B cBA3# ¢ 3THM M pacCMaTpHUBaeTCA ABA BH/A NOAIBHOCTH: NMOBEAEHYECKAs H BOCIPHHHMA-
emas noanbHOCTh. [ToBeeHYECKas NOANbHOCTD ONpeeNseTcs Kak COOTBETCTBYIONIAN pas-
HOBHIHOCTh NOBe/IEHHA MOTpebHTeNeH, 00yCIOBIEHHAN UTHTEbHBIM B3AHMOOTHOLLIEHHEM C
TNPEANPHATHEM, YTO HAXOAHT CBOE BHIPAKEHHE B COBEPLIEHHH MOBTOPHBIX MOKYNOK. Takoi
TNO/IXOI, YYHTBIBAET, KOHEHYHbBIE PE3YNbTaThl MOBEACHHS KIHEHTOB, O/IHAKO HE PAaCKphbIBAeT
HCTHHHBIE MOTHBbI [UTHTE/IbHBIX JE/IOBBIX OTHOLIEHHH HX C PEANPHATHEM.

CornacHo BTOPOTO MOAX0/1a JOANBHOCTh PACCMATPHBAETCS KaK COBOKYMHOCTH YyBCTB,
IMOUHIT H MHEHHH CIOXKHBILIHXCH Y KITHEHTOB OTHOCHTE/IbHO TOBapOB, COTPYAHHKOB Npeji-
NPHATHA B LENOH,4TO QOPMHPYIOT Y KIIHEHTOB COOTBETCTBYIOLUHE MPEANOYTEHHS TPH
Boibope MMM HeoOXoaMMBIX TOBapoB. Takoi MOAXOA BO MHOTOM OMpeAe/seT NOBEAECHHE
KIHEHTOB B OyayleM, O/IHAKO OH HE MO3BOJISET BbIABHTH CTENEHb BIHAHUA JIOABHOCTH Ha
COBEpLIAEMble KITHEHTOM MOKYNKH.

YunThiBas CKa3aHHOE BbILIE, MHOrHE MapKETOJIOTH CYHTAIOT 11e1ecoo0pa3HbiM HC-
No/b30BATh ONpe/ieNieHHe NOANLHOCTH C YHETOM yKa3aHHbIX Bbillle ABYX noaxoaos. C yye-
TOM CKa3aHHOTO Bhillle, Haubonee 4acTo, IOANBHOCTh TPAKTYETCA KaK 4yBCTBO NMPHBA3AH-
HOCTH KJIHEHTa K TOBapaM, ycnyraM, nepcoHany o6CTaHOBKE H TPAAHUMAM MpPEANPHATHA.
CyuTaeTcs, 4TO TAKOE NOBEAEHHE KIIHEHTa 00yCIIOBIIEHO, NIPEK/e BCEro YIOBIETBOPEHHOC-
Thio moTpebnenuem ToBapoB u ycnyr. [pu 3ToM pa3nuyaioT GanblIHBYI0 H HACTOALLYIO
noAnsHOCTh. HacTosas NosnsHOCTh HMEET MECTO TOT/A, KOT/a KITHEHT 106pOBOIBHO NpH-
BA32H K MPEANPHATHIO, OCYIIECTBIAA UIHTENbHbIE B3aHMOOTHOLICHHUS C HWM. [TpH 0KHO#
NOANBHOCTH KJIHEHT BIHYX/IEH NOUIEPKHBATH OTHOLLIEHHE C MpeAnpHsTHeM nprobpeTas B
ciy4ae HeoOX0/IUMOCTH €ro TOBApPhl H YCIIYTH BBy OTCYTCTBHA JOCTOHHBIX a/bTEPHATHB.
TpH noABNEHHH NOCNEAHHX TAKHE KIIHEHThI HEMEUIEHHO YXOAT K KOHKypeHTaM. OHoii u3
OCHOBHBIX 3a/1a4 MapKeTHHra sBsieTcs obecrneyeHue nIaHOMEPHOro PoCTa IOAIHOCTH €ro
Hanbonee EeHHbIX KIHEHTOB C OJ(HOBPEMEHHBIM MOBBILLIEHHEM HX LIEHHOCTH JUIA NPEANPHATHA.

ToBOpA O TOM, 4TO NOAABHOCTH KIHEHTOB BO MHOIOM OMpENENseTCs WX YIOBIETBO-
PEHHOCTBIO, CIEAYeT HMETh BBHJY, HTO YIOBIETBOPEHHOCTh KJIHEHTOB Heobs3aTensHO
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NPHBONT K YBETHYEHHIO 00BEMOB NMPO/IaX, a CEA0BATENBHO W K COBEPILIEHHIO NOBTOPHBIX
noKynok Gosnee TOro y0BNETBOPEHHBIC KIHEHTBI MOTYT COBEpILATE HEOOXOHMBIE HM 10~
KYNKH W Y KOHKYpeHTOB. [T03TOMYy NaBas OLEHKY MOTPeOHTENIbCKOA JIOANBHOCTH KIIHEH-
TOB, CJIEfyeT BCE TAKH YYUTHIBATh HAJIHYHE KaK JONTOCPOUHBIX B3IaHMOOTHOIIEHHI, TaK H
yBenuueHHe oObeMOB NMpo/iax, B TOM YHC/E COBEPLIEHHE NOBTOPHBIX H NEPEKPECTHBIX MO-
KYMOK.

B 3aBHCHMOCTH OT TOTrO KaKoO# YpPOBEHb MOBEICHYECKO# H BOCMIPHHUMAEMOit NOANBHO-
CTH HMEET KJIHEHTa, rOBOPAT 06 abCOMOTHOM, CKPBITOA H IOXKHO#H N0SNBHOCTH, a Takxke 06
OTCYTCTBHH JIOSTIbHOCTH:

YposeHb noBeIeHYeCKOH NOLIBHOCTH
Beicokuii Huskuii
Hiscousilt AGcomoTnan CkpoiTan
Yposensb JOSALHOCTH JIORABHOCTH
BOCTIPHHHMAaEMOH
oxHaAR Orcyrersue
NOSABHOCTH Huskuit JI yT

JNIOANBHOCTE JIORABLHOCTH

HawnGonee GnaronpuATHLIA YPOBEHb JIOAJILHOCTH KJIHEHTa JUIA NPEANPHATHA HMEET
MECTO MpH BLICOKOH NOBEACHYECKOH W BOCTIPHHHMAEMO# NI0ANLHOCTH. Takoro kn1eHTa ro-
pa3no mpoiue yaepKarb NpeAnpuaTuio. s 3Toro A0CTaTOMHO NOANEPKUBATL HA YKe
CIIOXHBIUIUMCS YPOBHE CYIIECTBYIOIIHE B3aHMOOTHOIIEHHA MEX/Y NMPEANPHATHEM H KIH-
EHTOM.

IMpu n0XHOI NOANBHOCTH KIHEHT HE NMpHBA3aH K npeanpuatio. [Ipu nepsoi xe
BO3MOXHOCTH HaiTH Gonee BBIrOAHBIE YCIOBHA JUIA IENOBBIX YCIOBHi, OH OTKa)eTcs OT
yenyr npeanpustia. [ns ynepKaHHA TaKuX KJIHEHTOB HeoOxoaumo obs3aTenbHOe MoBbI-
IIEHHE HX YPOBHA BOCIPHHHMAEMO# IOANBHOCTH.

CKpbiTas NOSANBHOCTE XapaKTePH3yeTcA BEICOKHM YPOBHEM BOCIPHHHMAEMOH JIOATb-
HOCTH KJIHEHTA MPH OTCYTCTBHH JOJDKHOTO BHHMaHHA K NPEANPHATHIO K ero ToBapaM. [Tpu-
YHHAMH TAKOTO MOJOKEHHS MOTYT ObITb, MPEXE BCEro, HEKOTOPLIE BHEIIHHE (aKTOpBHI,
HanpHMep, HeIOCTATOYHbIH YPOBEHb 10X0/1a KIIHEHTA, YTO HEOOXOIHMO YYHTBIBATh, BBICT-
pauBas B3aWMOOTHOLIEHHS B Oynyuiem.

HaxkoHel, OTCYTCTBHE NOBEAEHYECKOH H BOCTIPHHHMAEMOIH JIoAbHOCTH TpebyeT nepe-
CMOTpa B3aHMOOTHOILEHHIT MEXy NPEANPUATHEM H KIHEHTOM. B aTOM cityyae npeanpus-
THIO CNE/lyeT peanu3oBaTh OT/E/bHbLIC MEPOTIPHATHSA HAMpaBIEHHBIE HA NMOBBIIEHHE BOC-
NPHUHHMAEMOH NIOAJIBHOCTH.

Cyutectsyer aBa crniocoba ocyuiecTsieHHs nocneanero. [epsbiif COCTOHT B CO3aHHK
cBoeoOpa3HbIX 6aphepoB, NPENATCTBYIOUMX NMEPEXONY K APYrHM TOBApONPOH3BOINTE-
JIIM, MOCTABILMKAM H JIp. opranu3auuaM. KiHeHT, B 9TOM ciiydae, Kak NpaBuio, HECET 3Ha-
YUTENbHBIE MOTEPH, KOTOPhbIE HE COH3MEPHMBI C M0JIy4aeMOH BBITOJION OT Mepexoaa K KOH-
KypeHTaM.

Bropoii nyTh COCTOMT B pa3paboTke W peanH3alHH KOMIUIEKCA MEPONPHATHH MpH-
3BaHHBIX obecneynTs Gonee NonHOe YI0BIETBOPEHHE KIHEHTOB. Takue MEpONpUATHS npe-
AyCMaTpHBAIOTCS TAK HA3bIBAEMBIMHM MPOrPaMMaMHu MOBbILIEHHA NoAnbHOCTH. [Tox npo-
rPaMMOii NOBBIILIEHHA JIOALHOCTH KJIHEHTOB HMEETCA BBU/LYKOMILIEKC JEHCTBHIA, ocylie-
CTB/IEHHE KOTOPbIX MO3BONAET 00ECNEYHTh OCHOBHBIE TPEOOBAHHA KIIHEHTOB, CTHMYIIHPYS
HX K YBeNHYEHHI0 00beMa MOKYNOK H COXPaHEHHIO CIOKHBIIMXCA JIENOBBIX CBA3EH.
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B 0cHOBY BCEX MPOrpaMM JI0SIbHOCTH MOJI0XKEHbl MOTHBBI NPEIOCTABICHHA KIIHEHTaM
OnpeaeCHHBIX BBIroA. 2TO MOTYT ObITh MaTepHabHbIE, SIMOLHOHABHBIE HIIH ICHXONOTH-
YeCKHE BBITObl. MaTepHabHbIe BbIro/ibl 06€CnedHBaIOT KIHEHTY Oy THMbIC (PHHAHCOBbIE
WIH IPYTHE BHITO/Ibl TAKHE, KAK 9KOHOMHS BPEMEHHBIX 3aTPaT, JOCTYNMHOCTb MpeiaraeMbix
TOBAPOB H YCJIYT, BBICOKOH YpPOBEHb CEPBHCHOTO 0GCTY)KHBaHHA.

HemarepHasnbHbie BBITOABI CO3AAIOTCA, MPEXAE BCEro, B pe3yNbTaTe Pa3sBHTHA HyB-
CTBa IMOLMOHAILHOCTH OT YI0BNETBOPEHHOCTH B3aHMO/ICHCTBHEM C NpeANpHATHEM Gnaro-
Japs yCTaHOB/EHHA GnaroXxenareNbHOro OTHOILEHHS CO CTOPOHBI COTPYAHHKOB NOC/EHe-
ro. CuuTaercs, 4TO MaTepHalbHbIE BHITOALI 06ECIEUHHBAIOT Pa3BHTHE OTHOH W3 OCHOBHBIX
qacTeil OANLHOCTH- MOBEAEHYECKOH JIOANBHOCTH, 3 HEMaTepHallbHbIE BBIrO/IbI 00ecrneYHBa-
10T BTOPOIO €€ YacTh — BOCTIPHHHMAEMYIO JIOSANIbHOCTb.

B nocneaxee BpeMs LIMPOKOE PACTIPOCTPAHEHHE MOMYYHIIO CO3/1aHHE TaK Ha3bIBAEMbIX
MHOTOYPOBHEBbIX MOJIENEil Pa3BUTHA JIOANIBHOCTH KIHEHTa. B COOTBETCTBHH C TAKHMH MO-
NeNAMH BbIIENAIOTCA OTAENbHBIE CErMEHTHI KITMEHTOB, I KaXKIO0TO 3 KOTOPHIX BBOAHTCS
COOTBETCTBYIOLIHE BHIrOAbI. [IpHueM, Kaxk /bl W3 CETMEHTOB COOTBETCTBYET HEKOTOPOMY
YPOBHIO Pa3BHTHA JIOANIBHOCTH KJIHEHTOB. BhifleieHHe TakuX ypoBHei obecneynsaet onpe-
JieNeHHbIe PEHMYIIIECTBA KaK [UIA KITMEHTOB TakK [UTA npeanpuatus. Hannuue ypoBHeit ans
KIHEHTOB OMpE/ENAET HX CTAaTYC H BbI3bIBAET YYBCTBO COOTBETCTBYIOLLETO NPH3HAHHA, YTO
ABNSET CTHMYJIOM MOCTONHHO CTPEMHTCH K NOCTHXEHHIO, HMH 6onee BHICOKOTO ypOBHS
NpesyCMOTPEHHOrO IaHHOH MPOrpaMMoii IOSANbHOCTH. B KauecTBe npuMepa TakWX ypoB-
Heil TOANBHOCTH, MOYKHO NPHUBECTH BbIJEIEHHE TPYIN KIHEHTOB, KOTOPBIE MOTYT MONY4YHTh
OT NIPEANpPHATHA TPH BHAA KTHEHTCKHX KAPTOYEK; «IJIATHHOBBIEY, «30/10Thie» H «cepebpe-
ubien. Hannume kaxaoi U3 TakWX KapTouek obecnednBaeT COOTBETCTRYIOLIHE IbIOTHI JUTSA
WX fepxareneii. [IpuuemM, ueM BblILIE IOCTOMHCTBO KapTO4KH, TeM Gonee BbICOKHE JIbTOThI
uMeeT eé iepiKaTenb.

C y4eToM CKa3aHHOrO BbILIE MOXKHO BBIIETIHTE BOCEMb Ipynn (CerMeHToR) dusnyec-
KHX JIHIL U OPTraHH3allHi, KOTOPBIE ABIAIOTCS WM MOTYT CTaTh KIIMEHTaMH npeanpusths. K
HHM OTHOCSATCA:

* CCTMEHTHI, HMCIOLIIHE NMOTCHUHAJTBI UVTA YCTAHOBJIICHHA B3aHMOOTHOIIICHHIH;
* CEFMEHTbI, BOCMIPHHABLIHE MapKETHHIOBbIE BO3/JICHCTBHSA;

* CCTMEHTBI, 3aHHTCPECOBAHHBIC B TOBApE;

* CCTMCHTBI, 3@aHHTCPCCOBAHHBIC B MOKYMKE]

* COBEPUIHBUIHE NMEPBYI MOKYMKY,

* COBCPUIHBIIHE NOCICAYIOLIHE MOKYMKH]

* MHOTOKPaTHbIC MOKYNATCIIH,

* CErMEHTHI, Pa3BUBAKOLIHE B3AHMOOTHOLICHHSA C MPEANPHATHEM.

Yka3aHHbIe BOCEMb IPYNI NOTEHUHANBHBIX H CYLIECTBYIOUIHX KTHEHTOB MOXHO pac-
NONOXKHTH B BHAE CBOCOOPa3HOM JIECTHHILBI, KaXas W3 CTYNeHeH KOTOpOH COOTBETCTBYET
KOHKPETHOMY CErMEHTY, XapakTepH3YIOILIEMYCA COOTBETCTBYIOLICH CTENEHBIO JIOANBHOCTH
10 OTHOLICHHKIO K NPEANPHATHIO.

JlosnbHele KJIMEHTH! 3TO CBOETO poia (haHaThl, KOTOPbIE MO3BONAIOT MPEANPHATHIO
nony4aTh 3HaYHTENbHYIO NPUOBLTL W NPH3BIBAIOT NOTEHIHAIBHBIX NOKYNAaTeNei BOCNONb-
30BaThCA TOBAPAMH M YCJIYTaMH MpPeANpPHATHA W OTAATh NpeanouTeHue ero GpeHny.

Ha camoii HHKHe# CTyNEeHH IECTHHLBI JIOAIBHOCTH PacnonaraloTcs Te NOTeHUHANbHbIC
KIWEHTbI TPOAABIIA, KOTOPhIE HMEIOT MHHHMANbLHBIC 3HAHHA O MPEATNPHATHH WIIH HE HMEIOT
ux Boobute. TTo Mepe mepexona OT OJHOH CTYNEHBKH JIECTHHIBI K APYTOi BO3pacTaioT
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3HAHHA 3AHHTEPECOBAHHBIX CErMEHTOB O TOBAPE H €ro NMPOH3BOJKTENE, MOABNAETCH H YCH-
JIMBAETCA HHTEpPEC K TOBapy, popmupyercs noTpebHOCTL B npHOOpeTeHun H noTpebneHunu
TOBapa. MakcHManbHas NOANLHOCTE K NPOJABILY JOCTHraeTcs y KJIHEHTOB pa3BHBAIOUINX
B3aHMOOTHOUIEHHS C npeanpuaTHeM. HecMOTpa Ha To, 4TO TaKHE KJIIMEHThl HMEIOT MaKCH-
MalnbHbli ypOBEHB JIOAILHOCTH, OHH TAKXKE MOrYT MEpeHTH K KOHKYPEHTY HIJIH NMpOCTo
NPEKpaTHTh CBOH B3AHMOOTHOILEHHS C MPEANPHATHEM.

B creTe cka3aHHOro MeHemKepaM NMpeANnpUATHA OYEHb BAXHO 3HATH Kakue (akTopsl
ABNAOTCA ONPEAENAOUHMH NPH ABHKEHHH BBEPX M BHU3 NO JIECTHHIIE JOANBHOCTH. 3Has
9TH (haKTOPbI M YYHTHIBAA MX NPH 0OOCHOBAHHH W NPHHATHH MAPKETHHIOBBIX peLIeHHil
MOKHO 06ecne4ynTh 0NroCPOYHbIE B3AHMOBBITOIHbIE B3AHMOOTHOLICHHS NPEANPHATHA H
€ro K/IHEHTOB.

Ecnu nokynarene oAneH K NMpeANpHATHIO H €ro TOProBOH Mapke, TO OH CKJIOHEH
COBepIIaTh NOBTOPHbIE MOKYNKH. [Ipu 3TOM, uyeM Gonee BLICOKHH YPOBEHb JIOANBLHOCTH
KJIHEHTa K TOBapy, TEM BbILLE €ro BOBNEYEHHOCTb TOBApOM, TeM Gonee BBICOKHi ypOBEHb
BEPOATHOCTH MOBTOPHAIX NOKYNOK. BMECTE ¢ TeéM, NpH HAJIMYMH PAJa CTHMYJIOB CO CTOPO-
Hbl KOHKYPEHTOB, TAKHX, HallpUMep,KaKk HH3KasA LIEHA aHAJOTHYHBLIX TOBAPOB, TOABJIEHHE
MIPHBJIEKATENbHBIX HOBHHOK, MOXET CKJIOHHTh MOTEHUHANBHOIO KJIHEHTa OTAATH NpeAnoy-
TEHHA IpYroi Toproeoii mapke. Bce, B KOHEUHOM CHeTe, 3aBHCHT OT NOKYNATeNbCKHX Npei-
NOYTEHHH MOKynaTesieH, CTENEHH HX BOBJIEYEHHOCTH B MOKYTIKY.

T.C. Anopeesa, mazucmp IKOHOMUMECKUX HAYK, OOKeHm
Baamuiickas mexcoynapoonan akademun, Puza (/lameusn)

NPUMEHEHUE OCOBOIo PEXUMA HAC AnA
ANEKTPOHHLIX YCNYr B CTPAHAX EBPOMNEUCKOIo
COIO3A

C 1 anBaps 2015 rona B ctpanax EBponeiickoro coto3a BefieH oco0blii pexum pacue-
Ta M yNnaThl HaJora Ha N00aBIEHHYIO CTOMMOCTB 3@ OKa3aHHBIE JIEKTPOHHBIE YCIYTH,
YCIYTH BEILIAHHA H YCIYTH 3JIEKTPOHHOMN CBSA3H.

HoBei#i nopafok HanOroo60KeH!A PACNPOCTPAHACTCA HA YCIYTH SIEKTPOHHO#H CBA-
3M, YCNIYTH BEI@HHA H YCITyTH, OKa3biBaeMble B 3JIEKTPOHHOM BHJE.

VYenyru, okasbiBaeMbie B ANEKTPOHHOM BHJIE, BIJIIOYAIOT YCIYTH, KOTOpbIE OKa3blBa-
H0TCA ¢ NoMouLbt0 MHTEpHEeTa MK 2MEeKTPOHHOMN CBA3H, KOTOPBIE NO CBOEH CYTH OKa3biBa-
I0TCA @BTOMATHYECKH H C MHHHMAJIBHbIM BMELLIATEIbCTBOM YETOBEKa H KOTOPhIE HEBO3MOX-
HO ofecneunTs 63 HHHOPMALIMOHHBIX TEXHONOTHil.

K Takum ycnyraM OTHOCATCA:

« obcnyxuBanne Beb-caliToB, obecnevenne pecypcos BeO-CaiiTOB, IHCTAHIIHOHHAS
nojaepkka nporpaMMHoro obecneuenus H 06opynoBanus;

« IOCTaHOBKA W 06HOBNEHHE NporpaMMHOro obecneyeHHs;

« noctaBka u3o0OpaxeHuii, Tekcta W nHpopmaunu u obecneuenne nocryna K 6azam
JIaHHBIX;

« IOCTABKA MY3bIKH, HIBMOB M HI'P, B TOM YHCJIE MOCTABKA HI'P HA Y/1a4y H a3apTHBIX
MIP, @ TAK)KE NMOCTABKA NOJUTHYECKHMX, KYIETYPHBIX, Xy/1I0/KECTBEHHBIX, CTIOPTHBHBIX, HayY-
HbIX H pa3BeKaTeNbHbIX Nepeaay H HOBOCTe#;

« IHCTAHUHOHHOE 00yueHHe.
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