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ci>OPMHPOBAHHE IlOSUlbHOCTH KilHEHTOB B 
MAPKETHHfE B3AHMOOTHOWEHH'1 

B nHTep3rype no M3pKen1Hry cno>KHnHcb 1183 no11xo113 K onpe11eneHHIO nollnbHOCTH. 

B CBllJH c JTHM H paccMaTpHeaeTCll 1183 BH113 nollnbHOCTH : noee11eH'!eCK3JI H eocnpHHHMa­

eMall noirnbHOCTb. noeen.eH'leCKall nollnbHOCTb onpen.enlleTCll KaK COOTBeTCTBylQW3ll pa3-

HOBll11HOCTb nosen.eHHll noTpe6HTeneii , 06ycnoBJ1eHHall 1lnHTenbHblM 833HMOOTHOWeHHeM c 

npe.11.npHllTHeM, '!TO H3X011HT csoe Bblp3>KeHHe B COBepweHHH noBTOpHblX IlOKYilOK. TaKOH 

no.11.XOA, Y'fHTblBaeT, KOHe'!Hbie pe3ynbT3Tbl noeen.eHHll KnHeHTOB, OD.H3KO He pacKpb1B3eT 

HCTHHHble MOTHBbl MHTenbHblX n.enOBblX OTHOilleHHH HX c npe11npHllTHeM. 

CornacHo sTOporo no11xo.113 nollnbHOCTb paccMaTPHB3eTCll KaK COBOKYnHOCTb 'IYBCTB, 

JMOUlfH H MHeHHH cnoJKHBUIHXCll y KnHeHTOB OTHOCHTenbHO TOB3pOB, COTPY.llHHKOB npe.ll­

npllllTHll B uenoH,'ITO <t>opMHPYIOT y KnHCHTOB COOTBeTCTBYIOWHe npe11no'!TeHHll npH 

Bb16ope HMH He06XO.llHMblX TOB3p08. TaKOH no.nx.011 BO MHOroM onpe11enlleT noee.neHHe 

KnHeHTOB 8 6y.zzyweM, 011H3KO OH He no3eon lleT BblllBHTb CTeneHb BnHllHHJI nollnbHOCTH Ha 

cosepwaeMble KnHeHTOM noKYnKH. 

YttHTbl83ll CK333HHOC BblWe, MHOrHe MapKeTonorn C'IHT3IOT uenecoo6pa3HblM HC­

nonb3083Tb onpe.neneHHe nollnbHOCTH c ytteTOM yK333HHblX BblUie aayx no.nxo.noe. C y'le­

TOM CKa33HHOro BblWC, H3H6onee '13CTO, nollnbHOCTb TP3KryeTCll K3K 'IYBCTBO npHBll38H­

HOCTH KnHeHTa K T083p3M, ycnyraM, nepcoHany o6CT3HOBKe H TP8.llHUHllM npe.nnpHllTHll. 

CttHTaCTCll, '!TO T3KOe noee.neHHe KnHCHT3 o6ycnoeneHo, npe>K.ne acero yn.oeneTeopCHHOc­

TblO noTpe6neHHeM TOeapoB H ycnyr. npH JTOM pa3nH'l3IOT <t>anbWHBYIO H H3CTOllWYIO 

noHnbHOCTb. H3CTOllW3ll nollnbHOCTb HMeeT MeCTO TOr113, KOr113 KnHCHT .no6poeonbHO npH­

BJl38H K npe.nnpllllTHIO, OCYllJCCTBnllll MHTenbHble B38HMOOTHOUieHHll C HHM. npH nOJKHOH 

noJtnbHOCTH KnHCHT BblHY>K.lleH noMep>KHBaTb OTHOWCHlfC c npen.npHllTHCM npHo6peTall 8 

cnyttae He06X0111fMOCTH ero TOB3pbl H ycnyrn BBHD.Y OTCYTCTBHll AOCTOHHblX anbTepH3THB. 

np11 nolleneHHH nocnen.HHX TaKHe KnHeHTbl HeMe11neHHO yxOAJIT K KOHKypeHT3M . 0.llHOH HJ 

OCHOBHblX 33.118'1 M3pKeTHHra llBnlleTCll o6ecne'ICHHe nn3HOMCpHOro p0CT8 nOllnbHOCTll ero 

Ha116once ueHHbl.X KnHeHTOB c 0.llHOBpeMCHHblM nOBblllICHHeM HX ueHHOCTH Mll npen.nplillTHJI. 

roeopll 0 TOM, '!TO nollnbHOCTb KnHeHTOB BO MHOrOM onpen.enlleTCll HX Y.llOBneTBO­

peHHOCTblO, cne.nyeT HMeTb BBHn.y, '!TO yn.oaneTBOpeHHOCTb KnHeHTOB HC06ll38TenbHO 
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npHBO)lHT K yeenH'leHHIO o6oeMOB npOA8lK, a cne)lOBaTenbHO HK coeepweHHIO OOBTOpHblX 

OOKYOOK 6onee Toro YAOBneTeopeHHble KnHeHTbl MOryr coeepwaTb He06XOAHMble HM no­

KYOKH H y KOHKYPeHTOB. Ilo3TOMY Aaea11 oueHKY noTpe6HTenbcKoii no11n1>HOCTH 1urneH­

TOB, cne)lyeT ece T8KH Y'IHTblB8Tb H8nH'!He KaK )lOnrocpo'IHblX B33HMOOTHOWeHHH, TaK H 

yeenH'leHHe o6oeMOB npo.n.a')IC, e TOM '!Hcne coeepweHHe noBTOpHblX H nepeKpeCTHblX no­

KynoK. 

B 38BHCHMOCTH OTTOl"O KaKOi:i ypoeeHb noee)leH'leCKOH H eocnpHHHMaeMOH nOllnbHO­

CTH HMeeT KnHeHTa, roeopRT 06 a6conlOTHOH, CKpblTOH H nO')ICHOi:i no11nbHOCTH, a T8K')Ke 06 

OTCYTCTBHH no.11nbHOCTH : 

YposeHi. noeeJ1CH'ICCKoll n olllli.110CT11 

8LICOKHll HHJ KHll 

8!.ICOKllll 
AliCOJJIOTHllll CKp!.ITllll 

YpoBCHI. JIOllJll.ll OCTb JI OllJI i. H OCTll 
eocnpHHHM3CMOll 

flOllllbHOCTH HHJ KHll 
JlOlKHllll 0rcyrCTBHC 

JlOllJlbHOCTb JIOllJlbHOCTll 

HaH6onee 6naronpH.llTHbIH ypoeeHh no11nbHOCTH KnHeHTa MR npeAnpH.llTH.11 HMeeT 

MeCTO npH BblCOKOH noee)leH'lecKoii H eocnpHHHMaeMoii no11nbHOCTH. TaKOro KllHCHTa ro­
pa3J10 npome yJ1eplK8Tb npe)lnpHRTHIO. )l,nR 3TOro AOCTilTO'IHO OOMeplKHB8Tb Ha yJKe 

cnolKHBWHMCll ypOBHe cymecTBYIOlUHe 83811MOOTHOWeHHR MelK.Zl.y npe.n.npHRTHeM H KllH­

eHTOM. 

npH nOlKHOH ROllflbHOCTH KllHeHT He npHB.1138H K npe.n.npH.llTHIO. npH nepBOH JKe 

803MOlKHOCTH HaHTH 6onee BblfO.ll.HblC ycnOBHR .llfl.11 .n.enOBblX ycnOBHH, OH OTK8')1CeTCll OT 

ycnyr npeJJ.npHRTHR. )l,nR YJJ,eplKaHH.11 T3KHX KnHeHTOB He06XOAHMO o6113aTenbHOe nOBbl­

weHHe HX ypOBH.11 eocnpHHHMaeMoii nORflbHOCTH. 

CKpb1Ta11 no11nbHOCTb xapaKTepH3YeTC.ll ei.1coKHM ypoeHeM eocnpHHHMaeMoii no.11nb­

HOCTH KnHeHTil npH OTCYTCTBHH )lOfllKHOro BHHM3HHJI K npe)lnpHRTHIO Hero TOB8p8M. npH­

'IHHBMH TaKOro nonoJKeHH.11 MOfYT 6bJTb, npelK.lle ecero, HeKOTOpb1e eHewtrne <j>aKTOpi.1, 

HanpHMep, He)lOCTilTO'IHblH ypoeeHb AOXOAB KnHCHTil, '!TO Heo6XOAHMO Y'fHTbl88Tb, BblCT­

paHBBll B38HMOOTHOWeHHR B 6y.n.ymeM . 

HaKoHeu, OTCYTCTBHe noeeAeH'!eCKOii H eocnpHHHMaeMoii no11nhHOCTH Tpe6ye-r nepe­

CMOTpa B38HMOOTHOWeHHH MeJK.n.y npeAnpH.llTHeM H KnHeHTOM. B 3TOM cnyqae npeAnpH.11-

THIO cne)lyeT peanH3088Tb OT)lenbHble MeponpHllTH.11 HanpaeneHHble Ha nOBblWCHHe BOC­

npHHHMBCMOH nOllflbHOCTH. 

CymeCTeyeT Aea cnoco6a ocymecTenett 1111 nocne.n.ttero. nepeb1ii coCTOHT e coJAaHHH 

ceoeo6pa3HblX 6apbepoe, npenRTCTBYIOlUHX nepeXOJJ.Y K JlPYrHM TOBapon pOH3BO.ll.HTe­

n.llM, OOCT8BlUllK8M H JJ.p . opraHH33UH.llM. KnHeHT, B JTOM cny'lae, KaK npaeHnO, HeCeT 3Ha­

'IHTenbHble nOTepH, KOTOpble He COH3MepHMbl c nonyqaeMOH BblrO)lOH OT nepeXOAa K KOH­

KypeHTaM . 

Brnpoii nyri. COCTOHT B pa3pa60TKe H peanH38UHH KOMnneKca MeponpH.llTHH npH-

3BBHHblX o6ecne'IHTb 6onee nonHoe yAoene-reopeHHe KnHCHTOB. TaK11e Meponp1111THJ1 npe­

.n.ycMaTpHBalOTCR TaK H83blB3CMblMH nporpaMM8MH OOBblWeHHR flOllflbHOCTH . no.n. OpO· 

rpaMMOH nOBbIWCHHll flORflbHOCTH KflHCHTOB HMeeTCR BBHJl.YKOMnneKC ACACTBHl1, ocyme­

CTBnCHHe KOTOpblX 003BOfllleT o6ecne'IHTb OCHOBHblC Tpe6oeaHH.ll KflHCHTOB, CTHMyn11py11 

HX K yeenH'ICHHIO o6oeMa noKynoK H coxpaHeHHIO cnOlKHBWHXC.11 ACROBblX ce113eii . 
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8 OCHOBY BCCX nporpaMM JIOllnbHOCTH OOJIOlKCHbl MOTH Bbl npe.11.ocTaBJleHHll KJIHeHT8M 

onpeneneHHblX Bblron. 3To MOryT 6blTb MaTepHWlbHble, 3MOUHOHWlbH ble HJIH OCHXOJIOrH­

'!eCKHe e1.1ro.11.b1. MaTepHWlbHble BblfOJJ.bl o6ecne•rnsaJOT KnHeHry owyntMble <j>HHaHCOBb1e 

HJIH npyrne Bblf0.11.bl T8KHC, K8K 3KOHOMHll epeMeHHblX 38TpaT, .11.ocrynHOCTb npe.11.naraeMblX 

roeapoe II ycnyr, BblCOKOH ypoeeHb cepBHCHOro o6CJI}'>KHB8HHll. 

HeMaTep11aJ1bHb1e BbJrOllbl COJlla10Tc11, npelKlle ecero, e peJynbTaTe pa3eHTHll 'lye­

crea JMOUHOHan bHOCTII OT y.11.oencreopeHHOCTH eJaHMOJJ.eHCTBHeM c npellnpHllTHeM 6naro-

11ap.11 yctaHOMCHHll 6naro>KenaTeJlbHOro OTHOWeHHll co CTOpOHbl COTPYJJ.HHKOB nocne.11.He­

ro. C'!HTaCTCll, '!TO MaTepltaJlbHble BblfOllbl o6ecne'IHB8IOT p83BHTHe OllHOH HJ OCHOBHbJX 

'!aCTCH nollnbHOCTH- noBelleH'lCCKOH JIOllJlbHOCTH, a HeMaTepHanbHble BblrOJl.bl o6ecne'IHBa­

IOT BTOpOIO ee 'l8CTb - eocnpHHHMaeMyJO JIOllnbHOCTb. 

8 DOCJICllHCC epeMll WHpOKOe pacnpocrpaHeHHe UOJly'IHJIO COJJJ.aHHe TaK H83bl88eMblX 

MHOrOypOBHCBblX MOJJ.CJICH pa3BHTHll JIOllJlbHOCTH KJIHeHTa. B COOTBCTCTBHH c TaKHMH M0-

11en.11M H BblllCJllllOTCll OTlleJlbHble cerMeHTbl KJIHeHTOB, JI.Jiii Ka)f(Jl.oro H3 KOTOpblX BBOllHTC.11 

COOTBCTCTBYJOillHe BblfOJl.bl . CTpH'ICM, K8lKllbIH H3 cerMeHTOB COOTBeTCTBYeT HCKOTOpOMY 

ypoeHlO p83BHTHll nollJlbHOCTH KnHeHTOB. Bb1.11.encttHe TaKHX ypoeHeH o6ecnc'!HeacT onpe-

11eneHHb1e npeHMymecrea KaK JJ.nll KJJHeHTOB TaK JJ.nll npellnpHllTHll . Ha.ntt'!He ypoeHeli JJ.JlJI 

KJIHCHTOB onpellCJJllCT HX CTaryc H Bbl3bl88CT 'IYBCTBO COOTBeTCTBYIOWCro npH3H8HHJI, '!TO 

llBJlllCT CTHMYJIOM nocTOllHHO CTpCMHTCll K llOCTillKeHHIO, HMH 6onec BblCOKOrO ypoeHJI 

npellYCMOTPCHHOro .11.aH11ol1 nporpaMMOli no11nbHOCTH. B Ka'!ecTee npHMepa TaKHX ypoe­

HeH JIOllnbHOCTH, MOlKHO npHBCCTH Bbl.11.CJleHHe rpynn KJIHCHTOB, KOTOpblC MOryT nOJly'IHTb 

OT npCllDPHllTHJI TPH BHll8 KJIHCHTCKHX K8pTO'leK; «nnaTHHOBblC», «30JIOTbJC» H «Cepe6pe­

HblC». HanH'IHC K8JKllOH H3 T8KHX K8PTO'ICK o6ecnC'IH88CT COOTBCTCTBYIOll.lHC JlbfOTbl .11.Jlll 

HX neplKaTCJICH. CTpH'ICM, 'ICM BblWC ll.OCTOHHCTBO KapTO'IKH, TCM 6onee BblCOKHC JlbfOTbl 

HMCeT CC .!lCplK8TCJib. 

c Y'ICTOM CK838HHOro BblWC MOlKHO BblJJ.enHTb BOCCMb rpynn (cerMCHTOB) <l>H3H'ICC­

KHX JlllU II opraHH38UHH, KOTOpble llBJlJllOTCll HJIH MOryT CT8Tb KJIHCHT8MH npe.11.np1111THll. K 
HHM OTHOCJITCll : 

• cerMCHTbl, HMCIOU(HC noTCHUHWlbl )l.JIJI ycraHOBJICHHll BJ8HMOOTHOWCHH11; 

• CCfMCHTbl, eocnpHHllBWHC MapKCTHHrOBblC BOJllCHCTBHll ; 

• CCfMCHTbl, JaHHTepecoeaHHble B TOBape; 

• cerMCHTbl, 3a11ttTepccosaHHb1e B noKynKe; 

• coeepwHewHe nepeyio noKynKY; 

• coeepwHBWHC nocncey10w11e noKynKH; 

• MHOf0Kp8THblC OOKY08TCJIH; 

• cerMCHTbl, p83BHB8IOU(llC B38HMOOTHOWCHllJI c npe.nnpHllTHeM. 

YK838HHbJe eoceMb rpynn noTeHUHWJbHbJX H cymecTByiomHX KJIHeHTOB MOlKHO pac­

nonO>KHTb 8 BHllC csoeo6paJHOH JICCTHllUbJ, K8lKll8JI HJ CTyOCHCH KOTOpOH COOTBCTCTBYCT 

KOHKpCTHOMY CCrMCHry, xapaKTCpH3YJ011.lCMyc11 COOTBCTCTBYIOlll.CH CTCnCHblO JIOJIJlbHOCTH 

no OTHOWCHHIO K npe.nnpHllTHIO. 

llOllJlbHblC KJIHCHTbl 3TO CBOero po.11.a <t>aHaTbl, KOTOpblC n03BOJllllOT npCllDPHJITHIO 

nonyqaTb JHa'IHTenbHYJO np116b1J1b 11 npH3bJBalOT noTeHUHWJbHblX noKynaTeneii eocnonb­

JoeaTbCll roeapaMH H ycnyraMH npe.11.npHJ1THJ1 H OTJJ.8Tb npe.nno'ITCHHC ero 6peHJJ.y. 

Ha caMOH HH>Ktteli cryneHH neCTHHUbl no11nbHOCTH pacnonaraioTc11 re noTCHUHaJibHblC 

KJIHCHTbl npo.11.asua, KOTOpblC HMCIOT MHHHManbHblC JH8HHIJ 0 npellnpHllTHH HJIH HC HMCIOT 

HX eoo6me. no Mepe nepexo.na or OllHOH cryneHbKH necTHHUbl K .11.pyroH eo3paCTa10T 
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3HaHHll 3aHHTepecoeaHHblX cerMeHTOB 0 TOBape H ero npOH3BOJlHTene, no11en11eTCll H ycH­

JIHBaeTCll HHTepec K Toeapy, Q>opMHpyeTCll noTpe6HOCTb B nptto6peTeHHH H noTpe6neHHH 

Toeapa. MaKCHMaJJbHa11 no11nbHOCTb K npo)laeizy JlOCTHraeTCR y KJJHeHTOB pa3ettea10mttx 

83aHMOOTHoweHHR c npeJlnpHllTHeM. HecMOTPR Ha To, qTo TaKHe KJJHeHTbl HMeJOT MaKcH­

ManbHbtA ypoeeHb JIOllJlbHOCTH, OHH TalOICe MOryT nepeATH K KOHKypeHry HJIH npOCTO 

npeKpaTHTb CBOH B3aHMOOTHOWeHHll c npe)lnpHRTHeM. 

B CBeTe CKa3aHHOro MeHe)l'lKepaM npe)lnpHllTHll O'!eHb ea'lKHO 3HaTb KaKHe Q>aKTOpbl 

JIBJllllOTCll onpe)leJJRIOlllHMH npH Jl81"'lKeHHH eeepx H BHH3 no neCTHHU.e JJOllJlbHOCT1". 3H3ll 

3TH Q>aKTOpbl H yqHTblBaR HX npH o60CHOBaHHH H npHHllTHH MapKeTHHroBblX peweHHH 

MO'lKHO o6ecneq1"Tb JlOJJrocpoqHble e3aHMOBblro)lHble B331"MOOTHOWeHHJI npe)lnpHRTHll H 

ero KJJHeHTOB. 

EcnH noKynaTeJJb JJORJJeH K npe)lnpHllTHIO H ero TOproeoA MapKe, TO OH CKJJOHeH 

coeepmaTb nOBTOpHbte noKynKH. npH 3TOM, 'leM 6onee BblCOKHA ypoeeHb JJOllJlbHOCTH 

KJJHeHTa K TOBapy, TeM BblWe ero BOBJJeqeHHOCTb TOBapoM, TeM 6onee BblCOKHH ypoeeHb 

eepOllTHOCTH noB"ropHbtX noKynoK. BMecTe c TeM, npH HaJIH'!HH PR.Ila CTHMynoe co CTopo­

Hbl KOHKYpeHTOB, TaKHX, HanpHMep,KaK HH3Kall u.eHa aHanornqHbJX TOeapoe, no.11BJ1eHHe 

npHBJJeKaTeJJbHblX HOBHHOK, MO'lKeT CKJIOHHTb noTeHU.HaJibHOro KJJHeHTa OTJl3Tb npe)lnO'l­

TeHHll JlpyroA TOproeoA MapKe. Bee, B KOHeqHOM cqeTe, 3aBHCHT OT noKynaTeJJbCKHX npe)l­

nO'!TeHHH nOKYnareneli, CTeneHH HX BOBJJe4eHHOCT1" B nOKYnKy. 

T.C. A11opeesa, Maz11cmp 'JKOHO.M1t'lecKtlX 11ayK, c>o~e11m 
l>anm11iicKllJI Ate:HCc>y11apoc>111lJl aKac>eM11R, P11za (Jlams1111) 

nPl-1MEHEHl-1E ocosoro PE>Kl-1MA H,QC ,llilR 
311EKTPOHHblX YCllYr B CTPAHAX EBPOnE~CKoro 

COto3A 

C I 11Heap112015 ro.na e cTpaHax EeponelicKOro co103a eee)leH oco6blH pe'lKHM pac'!e­

Ta H ynnaTbl Hanora Ha Jl06aeneHHYIO CTOHMOCTb 3a OK33aHHbte 3JJeKTpOHHbte ycnyrtt, 

ycnyrtt ee111aHHJI H ycnyrn 3JJeKTµOHHOA CBJl3H . 

HOBblH nopll)lOK Hanoroo6no'lKeHHll pacnpocTµaHlleTCll Ha ycnyrH 3JJeKTµOHHOH CBJl-

3H, ycnyrn ee111aHHll H ycnyrn, OK33bJBaeMbJe B 3JJeKTµOHHOM BH)le. 

YcnyrH, OKa3bJBaeMbte B 3JJeKTpOHHOM BHJle, BKJJIOqaioT ycnyrn, KOTOpble OKa3bJBa­

IOTCll c noMOlllblO YIHTepHeTa HJIH 3JJCKTµOHHOH CBll3H, KOTOpble no ceoeli CYTH OK33b1Ba­

IOTCll aeTOM3THqeCKH H c MHHHMaJJbHblM BMewaTeJJbCTBOM qenoeeKa H KOTOpble HeB03MO'lK­

HO o6ecneqHTb 6e3 HH<j>OpMBU.HOHHblX TeXHOJIOrHA . 

K T3KHM ycnyraM OTHOCllTCJI : 

• o6cnY'lKHBaHHe ee6-caAToe, o6ecneqeHtte pecypcoe ee6-caihoe, JlHCTaHU.HOHHa11 

noMeplKKa nporpaMMHoro o6ecne4eHHll H o6opy)loeaHH.11; 

• nOCTaHOBKa H o6HOBJJeHHe nporpaMMHOro o6ecneqeHHJI; 

• noCTaBKa H306pa'lKeHHA, TeKCTa H HH<j>OpMaU.HH H o6ecne'!eHtte JlQCTYna K 6a3aM 

JlBHHbtX; 

• nOCTaeKa MY3b1KH, ¢>tt1lbMOB H Hrp, B TOM '!HCJJe nocTaBKa Hrp Ha yJla4y H a3aµTHblX 

urp, a TalOICe nocTaeKa nonttTuqecKHX, KYJJbTypHbJX, XYJJ.OlKeCTeeHHbtX, cnopTHBHbIX, Hay'!­

HblX H pa3eneKaTe1lbHblX nepe.n.a'l H HOBOCTeli ; 

• JlHCTaHU.HOHHOe o6yqeHHe. 
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