.OKOHOMMUKA U YIIPABJIEHUE DHUPMOM

YIK 339.1

TIO3ULIHOHNPOBAHYE B IIPAMOM MAPKETUHIE

E. H. lllepemetneBa

Cwnapcxuu uHcmumym,
guauan Poccuucxoeo eocyaapcmeennoeo MOP2060-3KOHOMUYECK020 YHUBEpCUmema

ITo3uuMoHUpOBaHUE — HaTlpaBJIeHHe Map-
KETMHTOBOY AESATENbHOCTH 1O BHIOOpY Leje-
BBIX PBIHKOB M ITO3MIMI TOBapOB Ha BBLAEIEH-
HBIX CETMEHTAX DBIHKA.

KoHuemuus mo3suUOHUPOBAHUS TOBapOB
ABJIAETCS JOCTATOYHO HOBBIM TEOPETUYECKUM
JOCTVXXKEHHEM B MapKeere BIIEPBBIE ITOSBH -
Jlach B MHAYCTPUY YIIAKOBAaHHBIX TOBapos. B
50-e roapr nosnuHOHHpOBaHHe 03HaYaIo I10-
MCK YHHKAJIBHOTO KayecTBa TOBapa U 03HAKOM-
JIeHHe C HUM norpe6m~en;1 '4TOGBI IIOIYYHUThH
NPeHMYLIECTBO B KOHKYPEHTHOM 6opnbe.

KnaccnquKon pa6otoit B 1979 r. Gnina
TIpY3HAHA KHHTa 3 Panca u . TpayTa «ITo-
3ULIMOHUpPOBaHUE — GHUTBA 32 Baue CO3HaHMe».

OCHOBOHOJ'IO}KHI/IKI/I Teopyn nosmmomdpo—
BAHMA onpenemmn €ro KakK, «COo3aHue s To-
Bapa OIpeNe/IeHHON MO3MIUM CpeIy KOHKYpH-
PYIOLIMX TOBapoOB, CBOEOGPA3HOM HHILIM, KO-
TOpast HallUta OBl OTpaXkeHUE B I/Iepapxnn' 1IEeH-
HOCTEH, CO3NaHHOM B CO3HAHUM TOTEHLHUATb-
HOTO TIOKYTIATeIs. Pa3pa6oTKa TaKoro WUMMI-
Xa TOBapa, YTOOBI OH 3aHSUT B CO3HAHUM TIOKY-~
narejis AOCTOMHOE MecTo, OTJIMYAIOIIeecs OT
TIONOXEHUS TOBAPOB — KOHKYPEHTOB» [3].

U. BUKEHTBEB B ONpENEICHNH TTO3ULIMOHM-
POBaHHs! BBEJT OHATHE cTepeoTHna: «[Tosmiyo-
HUPOBAaHUE — CUCTEMa CTEPEOTHUIIOB KJIMEHTA
OTHOCHTEJTBHO OGBEKTA, YTO AENAET 3TOT OOBEKT
MHUHUMATbHO TIOHSTHBIM, HEOMAaCHBIM, OTJINY-
HBIM OT JPYTHX».

INo3uimoHNpOBaHUe TTPEATIONaraeT Onpene-
JIeHU€e XapaKTepHBbIX 0COOEHHOCTE! TOBapa, BhHI-
OENSIOUX €r0 B CPelie aHAIOTOB-KOHKYPEHTOB.

ITo ®@. Kotnepy nesTenb pHIHKA HOJIKEH
SICHO ITPEACTaBISATD cebe, YeM OTIANYAIOTCA APYT
OT Ipyra KOHKPETHBIE TOBAapPHBIE MapKH, KaKo-
BBl UX LIEHBI, KaK UX peKJIaMHUDPYIOT U T.II.

bpurtancxuit cienyatuct B 00J1aCTH KOM-
MyHukauuii b. bpioc npemraraer cienymoiee

© Iepemertsesa E. H., 2005.

onpeneneHue: «[lo3nmonnposanye — YeTKUi
aHaJIu3 TOT0, U Yero ¥ UL KOro HyXHa JaH-
Hasl MapKa».

B xoHeuyHOM WTOTE LEab MO3ULIMOHHUPOBA-
HHUS COCTOMT B BBIIEJIEHHH TOBapa M3 4ucia
aHAJIOTOB — KOHKYPEHTOB 110 KaKoMy-TH6o
TNPU3HAKYy U B 'omaqe MIPEATIOYTEHUS ITOMY

TOBapy IIPU IOKYTIKE. ' :

11 bepn cuwuraer caMon MOI[HOH Ha Ceron-
HAMIHUN JeHb TEOPHIO nosnunonnpOBaHnﬂ U
onpeaeaeT HOSHHI/IOHI/IpOBaHPIe VY 3aHATHE
TTONOXEHHUS, KaK CHHTE3 JBYX Hayal — MMHUI-
Xa (DOpMBI u. yHMKaanoro HPeNTOXEHHA
(UsP) [1]. |

[163uIiMOoHNpOBaHe ABASETCS Ba)KHeI/IIlII/IM
(axTOpoM ycrexa ¥ MOXeT MCHHTBCH B 3aBH-
CHMOCTHU OT COCTOSHMA DBIHKA.

Ocoboge 3HaucHME npno6peTaeT nozmmo-
HUPOBAHME HAa OCTPOKOHKYPEHTHBIX PHIHKAX,
TeM 6osiee KOrma pasiuyusi MEXIY KOHKYpH-
PVIOLIMMH TOBapaMH HE3HAyuTeNbHbI. B mps-
MOM MAapKETWHTE TUITMYHEIM NTPUMEPOM SIBIIS-
ercsa cdepa MOCBUIOYHOH TOProBIM MO KaTa-
JIOTaMm. , v

TTo3UIMOHKMpPOBAHKE B TIPAMOM MAapKeTHH-
Te MOXHO paccMaTpMBaTh Kak JIECTHMILY LIEH-
HOCTEM, KaxHas CTyleHbKa KOTOpON — 3aHd-
Tass WM cBOOOAHAs MO3UIIVS.

Y1008l TOTPEOUTENb OTHAT IPEATIOYTEHHE
HY>XXHOMY TOBapy, CleayeT nepeMellaTh €ro
BBEPX IO JIECTHHIE IEHHOCTEH. DTO MOXET
0KAa3aTbCs CIOXHBIM IPOIIECCOM, €CJU Haxo-
Jsiaecs Ha 6oee BBICOKMX CTYIIEHbKaXx JIeCT-
HMIBI TOBApHl UMEIOT CTAOWIBHYIO pENyTalHIo
WUy HeATEe/sT phIHKA HET CTPaTeruyl ITO3HUIIHO-
HUPOBaHHS.

His TIOCTPOEHUS JECTHULE, Ha BEpIIMHE
KOTOpOi1 OyZeT HYXHBIU TOBap, IOTPEOUTENIO
Halo NPELIOXHUTh YTO-TO TIOXOXKEE Ha YXKe HM3-
BECTHBIE €My IPOAYKTH ¥ MapKu.

IIpencraBieHHOE MO3ULMOHUPOBAHHE —
3TO MICHUXOJOTHYECKOE ITO3UIIMOHUPOBAHUE, T.C.
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SKOHOMMKA U YIIPABJIEHNE &UPMOU

[IpollecC CO3MaHUA Yy TMOTPeOUTENs! MpeACTaB-
JIEHHI O CBOMCTBAaX TOBapa, KOTOPLIE OH BOC-
TIPMHKAMAET ¥ CPAaBHUBAET CO CBOMCTBAMM IIpoO-
JYKTOB — KOHKYpeHTOB. [103UIIMOHUpOBa-
HUe — 3T0 paboTa ¢ CO3HAHUEM IOTEHLUAATb-
Horo mokynatens [2].

[ToTeHIMATBHBIX ¥ CYHIECTBYIOIIUX KIUEH-
TOB MOXHO pacCMaTpHBaThb B BUIE KOHTUHYY-
Ma 1IeHHOCTel moTpeburtens (puc. 1).

KoHTHHYYM OTpaxaeT mpollecc Iepexona
ITOTpeOUTesIeN U3 COCTOSTHIST HEUICHTUDULIPO-
BaHHBIX NOTEHUMATHHBIX TIOoTpeOuTeneil (omHa
KpaifHssg ToyKa KOHTHMHYYMa) B COCTOSIHUM T10-
CTOSIHHBIX KJIHMEHTOB (Ipyrasi KpamHsisg TOYKa
KoHTUHYyMa). LlenecooOpa3sHo paccMaTpUBaTh
CBOMX MOTEHLIMATIBHBIX U CYIIECTBYIOUIUX TI0Tpe-
OuTeNel B KaTeTOpUSIX OT HeMACHTU(DUIIMPOBaH-
HOTO TOTpeduTeNss — A0 MACHTU(DULIMPOBAHHO-
ro, pa3oBOro, MOBTOPHOIO IIOTPEOUTENST U IO
TocTosiHHOrO KiveHTta. IlomoGHas Momens 1mo-
TpeOuTEead MOXET ObITh UCIIONB30BAHA TIPU HO-
3UIMOHMPOBAHNY B IIPSIMOM MApKETUHIE.

OnucaHHOe BBIIE TIO3BOJISIET BBIACIUTH
TICUXOJIOTHYECKOE TTO3ULIMOHUPOBAHUE, TO3U-
LIOHUPOBAHYE NIPOAYKTA U PEATBHOE TTO3ULM-
OHUPOBaHUE. '

g mo6oro THMa MO3MIIMOHUPOBAHUS Cy-
HIECTBYIOT CTpaTeTuH: '

— TO3ULIMOHMpPOBAaHME TIO CBOJICTBAM TO-
Bapa;

— TIO3UIIMOHUPOBAHME 10 LIEHE Y KaYeCTBY;

— TIO3ULIMOHUPOBAHUE TIO TUITY ITOJIb30Ba-
Tend, :

— KOHKYPEHTHOE ITO3ULMOHUPOBaHMUE.

Crpaterum MO3ULMOHUPOBAHUSA JTOJIXHBI
OBITH COPMEHTHPOBAHEI Ha TToTpeOuTens. Hpen-
BapUTeIbHO Tpebyercsl TIIATENIbHOE U3YYECHUE
TIpeACTABICHUN TTOTCHIMAIBHBIX TIOKYTIATE e
O cBolicTBax ToBapa. IIpy mpoBeAeHUU HUCCe-

AOBaBWH CTIefyeT JOCTUYb MOMJTUHHOM audde-
peHLaAA CBOVCTB TOBApOB.

HAa cT1parerni no3uLMOHMPOBAHUA OPHEH-
TUPYEYCA BeChb IIPOLECC TO3UIUOHUPOBAHMA,
KOTOPEIA KOOPAVWHUPYET BCE MApPKETHHTOBBIE
byuxipiy.

ITosmypoHpoBaHie IPUHOCUT YCIIEX, €CITH
ero WCHONB3YIOT ¥ Ha MMKpPO-, ¥ Ha Makpo-
ypoBHEe MapKeTHHTa.

Bce xiaccuyeckue CTpaTeruyl IepBUYHOTO
Y TIOBTOPHOIO MO3UIIMOHMPOBAHMA — B IIPO-
1ecce AOCTMXEHUs] HeOOXONMMOTO YPOBHS OC-
BEAOMJICHHOCTA O TOBape W BOBJIEYEHHUS TIO-
TpeGuTENe B chepy 3T0TO ToBapa — IOJHOC-
TBIO 33BUCSIT OT 3JIEMEHTOB CHUCTEMBI KOMMY-
HUKATUBHOCTH.

[TpaMoli MapKETHHT MOXET MCIIOIb30BaTh-
s 1A TTIO3ULIMOHUPOBAHUY OTAETBHBIX CBOMCTB
TOBapa, Co037laBasi BO3MOXHOCTb JUI IOBTOP-
HOTO [MO3UIIMOHUPOBAaHUU Beelt KOMITaHMM. B
JOTOJTHE HAE K MapKETUHIOBBIM HCCIeN0BaH-
M MOXET OBITH co3MaHa 0a3a JaHHBIX. MoxX-
HO pacchiyiaThb aHKeThl (hakTUIEeCKUM U TIOTEH -
LAaIbHbIM TIOTPEOUTENAM, TIPHYEM COOONIATh
VM PEe3yAbTaThl aHKETUPOBAHMS, CO3/1aBas OLIY-
LIEHNE JABYCTOPOHHEro KOHTAaKTa.

[lonHast cucTeMa TmpsiMOro MapKeTHHTa
MOXeT OHLTh BKJIIOYEHA B MAPKETUHTOBBIM KOM-
IUIEKC, TIO3BOJISIS KOMITAaHWM Mpemiarath Mo-
TpeOuTernro 6OJIbllie Pa3HOOOPA3HBIX BaphaH-
TOB, Y¢M KOHKYPEHTHI.

[Mpamas nepenavya nubopMainy HeoOXOIK -
Ma U TOANEPXKKU CTPaTeTuyt MO3ULIMOHUPO-
BaHUS.

IMpaMast nucTpuOyLMsET MOXET MCIOJIB30-
BaThbCH MPA MO3ULIMOHMPOBAHUM HOBBIX TOBA-
POB WM MOBTOPHOM MO3ULIMOHUPOBAaHUHU yXKe
cyiecTsyommx. CucremMa HUCTPUOYIIMM cama
1o cebe ABMACTCS TMO3ULIMOHUPOBAHHEM.

IlocTogHHnbIE
IloBTOpHBIE noTpeduTenn
Heunenrnuum- Wpentnouiu- noligz‘éi‘::m norpeburenn
pOBaHHBIE poBaHHbIE
norpedurenn norpedurenn

Pyc. 1. KoHTMHYYM LIEHHOCTH mOTpeOUTENs
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SKOHOMMWKA U YIIPABJIEHUE PUPMOM

ITocpencTBoM MpsAMOro MapKeTUHIa BO3-
MOXHO HaNpaBJsATh CTPOro cpOKyCUpOBaHHEIE
KOMITAaHHMM Ha YETKO OIpeAeicHHbIE, [TOTPEOH-
TeNbeKUe rpyrimbi. CeLMaIiCTRL IIPIMOTO Map-
KETHHTA ITONIEPXUBAIOT CI0XHYIO0 0a3y HaH-
HBIX, BBLOE/ISIS IIPUOPUTETHBIE MOKYNIKU U CO-
TTOCTABJISIST UX C COLMATBHO-IKOHOMUYECKUMU
U IPYTMMU JaHHBIMHU.

B MapkeTuHre misg MO3UMLHOHUPOBAHUA
UCTIOJIB3YIOT Moaens 4D:

— Definition. OnpeneneHre YHHUKAIBHBIX
JOCTOUHCTB MPOIYKIIMHU, BbISIBJICHUE IIPEUMY-
1HECTB INepel KOHKYPEHTaMU.

— Differentiation. OnipeaeeHue MECTONOO-
KEHHA TIPOLYKLMHU C UCTIOIBb30BaHUEM OCHOB-
HBIX ITapaMeTpoB (COOTHOLLEHUE LieHa—Kaye-
cTBa, QYHKLIMOHAIbHBIE M MCUXOJOIUYECKUE
XapaKTEPUCTUKH), IOCTPOCHUE KapThl IIO3ULIU-
OHMPOBAHUSL.

— Deepening. YrnyOieHHOE H3y4EeHHE OC-
HOBHBIX XapaKTepUCTUK IIPOAYKLUM C YIETOM
I1yOMHHOM MOTUBAUMU MOTpEOMTENEH.

— Defense. Pa3paGorka MeXxaHU3MOB U Me-

PONPUATHN MO 3aLLUTE BEIGPAHHOrO MO3UIHO- -

HUPOBAaHUA OT U3MEHEHMM OOCTAHOBKM Ha
PBIHKE (KOHKYPEHTHOH, MOTPEeOUTEIBCKOM).

HavasipHO# TOYKOII pa3BUTUS CTpaTeTUU
TIO3MLIMOHUPOBAHMS SABJISIETCS TOHHMaHUE T10-
3ULIMH, KOTOPYIO B AEHCTBUTEIAbHOCTH 3aHU-
MAaET TOBAp Ha PhIHKE U B coaﬂéngI peaTbHBIX
Y TIOTEeHLMAIBbHLIX TToKynarenei. Ilpu Tekyiem
TIO3ULIMOHUPOBAHUHU BBUIEJISIOTCS CJIeAYIOLIUE
CTafuu:

— onpeacyieHHe KOHKYPEHTOB,

— OIIpene/icHUE XapaKTepPUCTUK TOBapOB;

— OLIEHKa 3HaYUMOCTHU CBOICTB TOBapoOB;

— OMNpEACTICHUE NO3ULIMH KOHKYPUPYIOLLUX
TOBApOB 10 BAXHENIINM CBOMCTBAM TOPTOBBIX
Mapok;

— UACHTUDUKALUA NOTPEOHOCTEH MOKYTIa-
TEeeH;

— pa3paboTKa KapTel MO3ULUOHUPOBAHUSA
TOPrOBBIX MapoK.

IlpakTuyeckoe NMO3MLIMOHUPOBAHUE — YC-
TAHOBJIEHUE TOTO, YEM ITH TOBAPH OTJIMYAIOT-
Cs OT QHAJIOTAYHBIX TOBAPOB KOHKYPEHTOB.
PasHuua ompenensieTcsl ¢ MOMOILBIO «KAPThi»
KOHKYPEHTHOH MO3WLIMU B KOOPIAWHATAX TIpU-
3HaKOB, CYLIECTBEHHBIX IS MOTPEOUTENA.

OO6BIYHO TMO3ULIMOHHUPOBAHUE IPOAYKTA
TIPOU3BOAUTCSA € TOMOIIBIO KapT, pa3ieIeHHbBIX
Ha 4 xBanpanTa (puc. 2). Beawunna mponax

Bricokoe Mapxka C
Ka4ecTBO '®)
O Knacrep 1
norpeburenei
Huskas nena OMapxa A
Mapxa BO : Bricokas nena
Kaacrep 2
notpeburenei Huzxoe
Ka4yecTBo

Puc.2. Tlo3niIHOHHPOBaHHE TOBApa C y4eTOM
KJIaCTEPOB NOTpeOUTE I

KaXxIoro IpoayKTa MOXeT ObIThb BhIpaXkeHa
TUTIOLIAABIO COOTBETCTBYIOLLETO KPYTa.

Ha puc. 2 Tpu ToproBbie MapKd HIEHTH-
GUUMPOBaHbl KaK KOHKypHupylolue. JIsa ma-
pameTpa MpHU3HaHbl MOKYNAaTeJasIMU Haubosee
BaXHBIMU LIS OCYLUECTBACHHUS BbIOOpa MEXIY
aJbTepHAaTUBHBIMU MapkKaMmHu (LJ€Ha W Kaue-
¢TBO). [IBa Kiiactepa norpeduresieil npemiara-
JIY pa3InyHble KOMOUMHALMY LIEHbI/KayecTBa.

Toproseie Mapku A # C OTKDBITO COIEp-
HHAYaloT 32 00beM nposax B kiacrepe 1. O6e
TOProBbi€ MapKu MpeiIaraloT KOMOHHalUIo
BBICOKOTO Ka4ecTBa IIPU BBICOKOM HEHe, Tpe-
OyeMOi MOTPEOUTENAMM.

Knacrep 2 npeanountaer HU3KOE KayeCTBO
TOBapOB T10 HU3KOM LieHe. B 3TOM cermeHre
HET KOHKYPHPYIOIINX MapoK.

g nmpoBeneHUsT MO3ULIMOHUPOBAHUS Tpe-
Oyercst cOpPMyJUPOBATh YETKOE ITOHSITHE O
LejieBOH ayIuTopuu. Uem ¢ 6osblIei TOYHOC-
TBIO MAapKeTOJIOT OIPEECIISiET LIEJEBYIO ayAu-
TOPMIO, TEM BbIlIIE BEPOSITHOCTb TOIO, YTO EMY
yaacTcs AEACTBUTEbHBIE TTOTPEOHOCTH ITOTpE-
OGureneil ¥ NO3ULIMOHUPOBAHNE MAapOK KOHKY-
DPEHTOB.

INoantuxka nmoogepXaHUs KOHTAKTOB MeX-
Ity Ballieyl MapKoil U MOTpEeOUTENEM NMPEATIOY-
TUTEJIbHEE, YEM HaJaXXHMBaHUE OTHOLICHUI
MEXIy KOMITaHUEH ¥ KOHKypeHTOM. KoHlieH-
Tpauys Ha IoTpebUTesie IOMOTAeT OOHAPYXUTh
aCIeKThbl, KOTOPhIE COTIEPHMKHU OCTaBUJIM 0e3
BHHMAaHUs. Upe3MepHblii MHTEpEC K NEHCTBU-
M KOHKYPEHTOB OTBJICKACT U OCJIabiisgerT.

IToTpebuteny U Mapka — ABe WHAWUBHIY-
aJTBHOCTH, KOTOpbIE SIBJISIKOTCSI ITITABHBIMM CO-
CTaBJISIOIIUMH MO3ULIMOHUPOBAHMSA.

Crparerus nNosUIHOHUPOBAHUSA 3aBUCHT OT
BLIOOpA 1IE€JIEBOTO DBHIHKA M CO3JaHUSI KOMII-
JIEKCHOTO TIPENJIOXKEHUS JUIST MPUBJICYCHUS U
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SHO_HOMMHIA M YIPABJIEHUE dUPMOA

YAOBJIETBOPEHMS 3TOTO (1IeIeBOr0) phIHKA JIy4-
WM obpa3oM, yeM KOHKypeHTHI. [locne om-
pelenieHUsi TeKyule!d IO3WIIMKA U HalpaBieH-
HOCTH €€ Pa3BHTHs PACCMATPHUBAIOTCSI HECKOJIb-
KO OCHOBHBIX CTpaTErM4YeCKHUX albTepHATHB.

1. Ykpennenue cywecmeyrowjux nosuyuil.
Ecnu cymecTsyromast mo3unusa Hanboee mpu-
eMneMa (T.e. Hambosiee OMM3Ka K XeJTaHUSIM
LIeJIeBOTO PbIHKA W OTJIWYHA OT KOHKYPEHTHBIX
MIPEIUTOXKEHMIM), CTpaTerusi MOXET 3aKITI0YaTh-
CA B YKPEIUICHUH TIO3ULIHH.

2. Ilocmenennoe nepenosuyuonuposanue.
Tam, rae TOKyIatTenb XejaeT WIH OXHAAeT
VW3MEHEHUN WM Pa3BUTHUS CITOCOOOB YHOBIET-
BOpEHUS TIOTpeOHOCTEH, TepeMeleHNe Cynie-
CTBYIOLLMX TIO3NLMH HeusbexHo. Takue usme-
HEHHUS MOTYT OBITh PalUKaIbHBIMU WU ITOCTE-
TIeHHBIMUA. BO3MOXHO TaM, rae GU3NIECKUit
TOBAp JOCTATOYHO OJU30K K XeJNaHUSAM IOKYy-
ratesieif, CylIecTBYeT HEOOXOAUMOCTb pPEKOH-
CTPYUPOBaTh UMMIK VIS eule OONbLIero npu-
ONVDKEHUS K XEJaHUSM TIOTpeOuUTEeINeH.

3. Padukanbnoe nepenosuyuonuposarue. Tam,
TZ€ TT03ULUA HeOIaronpusTHA WIN MAIOOTINY-
Ha OT KOHKYPEHTOB, MOXET TNOTpeGOBaThCs
0oJiee NHTEHCUBHOE TMEPENO3ULIMOHNPOBAaHUE.
[Ton sT¥M MOXeT mOApa3yMeBaThCsT HU3NYeEC-
KOe pEeKOHCTPYMpOBaHMeE ToBapa IS alarra-
LMY TIPEUTOXKEHUS K XEIaHWIM TIOKYTIaTeNle.
PamvkanbHOe TEpeno3NLMOHUPOBAHNE MOXET
O3HayaTb 3aXBaT HOBOTO PHIHOYHOIO CErMEH-
Ta. [lepeno3annmoHMpoBaHye MOXET aIeJUTHpO-
BaTh K HOBBIM LIEHHOCTSIM, He paclpOCTpaHEH-
HBIM B HaHHbBIII MOMEHT Ha PBIHKE.

4. BvimecHenue KOHKYDEHMO8 C 3QHUMAEMOU
nozuyuu. Eciy mo3uliusa OnarompusitHa, HO
KOHKYPEHTBl BTOPraloTCs ¥ 3aHHUMAIOT HUILY,
CTpaTerysi MOXeT OBITh HallpaBjIieHa Ha BBITEC-
HEHMEe KOHKYPEHTOB.

B uensix ykpersieHUs] MO3UMLIMOHUPOBAHMSA
npoBoaunacek akuus Iloyra Pamoctu Poccuu,
3aKa3yrukoM KoTopoit 6sut0 OO0 Hectne Pyn.

YYacCTHHUKM aKIIAM JOIKHBI ObUTH cOOpath
U TIDWIOXUTb (PparMeHTHl OT YNAaKOBKHU IpO-
nykToB «Poccus», yKazaTh, KOTO XOTAT 1031pa-
BUTb, U, ecau moBeseT, IlouransoH Pamoctu
JIOCTaBJSLI TToAapoyYHbI Habop «Poccus» mps-
MO B DVKM ajpecaTy. 3alayyd areHTCTBa 3aK-
JIOYaNUCh B CO3AaHMM 0a3bl JaHHBIX YJaCTHH-
KOB M DPETYJISIPHOM IIPEJOCTaBJICHUMN CIIHCKOB
KaHIMIATOB Ha TIOJIyYeHUE ITOJAPKOB C YYETOM
KOJMYECTBEHHBIX M KAYECTBEHHBIX KPUTEPHEB.

B nionnepxxy akiinuy ObLIH IPOBENEHEI Clie-
IYIOIHe MEpPOTIPUSITH: :

— MOAAEPXKKA B Mara3uHax: aHOHC IIpOrpaM-
MBI B paMKaxX MepYeHIal3MHIra pecypcaMu ore-
Ja npoxax Hectie 1 MepuyeHmaiizepaMyl areHT-
CTBa;

— HpoMoponuk Ha TB;

— aHOHC B mpecce (JIuza», «7 [JHeit», «O1-
JIOXHU»)

— ropstyast THHHS,

Pe3ynbTaThl MPOBENECHUS aKLHUM CIIEAYIO-
1mue:

— OO6uiee KOIMYECTBO 0OpabOTAaHHBIX aH-
KeT OTIpaBUTENeH U nomydaTeneit — 100 849.

— O6wee KoauyecTBo 0OGpaboTaHHBIX
POP-pnoxennit — 157 001.

— O61ice KOMUYECTBO BPYYEHHBIX ITOJAp-
koB — 10 000. JIostibHOCTH — 80 % y4acTHHU-
KOB IpOTpaMMBl TOKYIIalu IPOAYKT ITOCI]E
nporpaMmel «Poccus. IToyra Pagoct», 310 Ha
26,2 % BbIlIE, YeM PECTIOHAEHTH KOHTPOJIBHOM
TPYTIITHI.

— CrioHTa”HHOe 3HaHUe Mapku — 90 % cpe-
I Y4aCTHUKOB ITporpaMmel, Ha 20 % Bbllle,
YeM PECHOHIEHTOB KOHTPOJIBHOM TPYIIIIHL

— 3HaHMe MapKy C IOACKA3KOM Cpeay yda-
CTHHKOB — 100 %.

— Hccnenosanue mokasano, 4ro 97,2 %
YYaCTHUKOB IPOTPaMMBbI TUTAHUPYIOT TOKYIIATh
TIPOAYKT B OymyiieM, 310 Ha 10,4 % BhIllIe, YeM
CpeIu PECTIOHACHTOB KOHTPOJIBHOM TPYIITHI.

158 MHOTMX KOMIIaHHW BeCh MX OM3HeC
BpalllaeTCsd BOKPYT IONBITOK TIOHATH, KaKUX
KJIMEHTOB CTOUT YAEePXUBaTh, 4 KAKUX HET. 3TO
MIPUBEJIO K TOMY, YTO MApKETOJOT¥ M3 CaMbIX
pasnu4HbIX cdep OM3Heca HUIYT BCce Ooiee
CJIOXHBIE criocoObl U3MepuTh CLV (T103013HeH -
HYIO LIEeHHOCTb KJIUEHTA), YTOOBI BHIACIUTD Ca-
MBIX TEPCIIEKTUBHBIX KJIMEHTOB C TOYKM 3pe-
HUS OYIYIIMX ITOKYIIOK.

CLV — xoHlenuus, rnpuodpeTiias MoIy-
JIAPHOCTDb B CIJIY CBOEH BUIMMOM OYEBHIHOC-
TH W TIPOCTOTHI. JeHCTBUTEBHO, HEAOMIONYIUB
C JAHHOTO KJIMeHTa MpuOBLIL ceifgac, KoMIa-
HUS TIPHOOPETAET €r0 «Ha BCIO XKM3Hb», MOYe-
My OBl HE OaTh €My HEMHOTO «3apaboTaTh».
Ecnu Xe B3DISIHYTh Ha UIew cOopa M aHaiM3a
JaHHBIX O HAIMX KJIMEHTAaX C TOYKU 3PEeHUS
HOBOTO MapKeTHHIa, TO MOXHO OyImeT pasris-
JIeTh U ee NEeHCTBUTENbHYIO TOoJb3y. HyxHO
TONBKO XyMaTb He O TOM, KOMY M 32 4YTO Aath -
JOTIOJTHUTEIBHYIO CKUIKY, a O TOM, Kak, 3Had
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CBOMX KJIMEHTOB INTyOXe KOHKYDEHTOB, YyiIy4-
LIUTh TIPOAYKT TaK, YTOOBI HUKAKMX CKUIOK HE
TIpUXOOMUIoCh OBl JaBaTh BOBCE.

ITo3TOMY B IIpSIMOM MAapKeTUHTE HCIOJb-
3YIOT BCe HOBBIE U Bce OoJjiee CIOXHBIE METO-
OBl M3MEPEHUS] TaK HAa3bIBAEMOM <«ITOXM3HEH-
HOI IIeHHOCTH KiMeHTa», «Customer Lifetime
Value» (nanee — CLV) — TteKylleit LIECHHOCTH
BEPOSITHBIX OYAYLIMX JOXOHOOB, ITOTYYEHHBIX OT
KOHKPETHOrO MoKynartess.

Ileap MCTIONB30BaHUSA PAa3HBIX METOINOB He
TOJILKO ONPEAETUTb CBOUX KIIMEHTOB, HO U «J10-
CTaTh» UX Yepe3 KpPOoCC-Npoaaxu, MHOTOKAHATb-
HBII MapKeTUHT ¥ Ipyrue TaKTUKU, BCe U3 KOTO-
PBIX TPUBSA3aHBI K IOKa3aTeNlsIM IO IpUBICYe-
HUIO, VIEPKAHMIO M CTATHCTHYECKMM MOKa3a-
TeJIaM, U3BeCTHBIM Kak RFM — Bpems nocie-
JHEH TIOKYTIKM, YaCTOTa U J€HEeXHasA IEHHOCTD.

Xotsa CLV coBceM He HOBOE TOHATHE (OHO
JABHO HCIIONB3yeTCsS B OaHKax mpu paborte co
cyeTaMM), KOHUENIMs Nnpuobpena HOBYIO
XU3Hb ¢ IIMPOKUM paclipocTpaHeHueM UHTep-
HeTa, KOTOPOE IO3BOJSET KOMIIAHWUSM IIpU
HeOOJIbIIMX 3aTpaTaX HaIpSAMyl0 KOHTaKTUPO-
Bath ¢ jiogbMu. CLV paccMaTprBaeT KiIneH-
TOB, KaK pecypc, U3 KOTOPOTro KOMITaHWH CTpe-
MSITCSI TIOJTYYHUTh MaKCHUMaJIbHO BO3MOXHBIN
00beM TTPUOBLIH.

OnHako MHOTYE KOMITaHHU OCO3HAIOT, 4YTO
CLV, gpngiomuiics OXHMUM U3 KOMIIOHEHTOB
CRM (Customer relationship management), —
JOBOJTHbHO TPYOHOYJIOBHMBIN MoKa3aTelb. Bo-
TIEPBBIX, €TI0 CIOXHO TTOICYMTATh C ONPENeIeH-
HOI foJiel TOYHOCTU, BO-BTOPHIX, CJIOXKHO HC-
MOJTb30BAaTh.

EnuncreenHas uMdpa, B KOTOpOH MapKe-
TOJIOT MOXeET OBITh YBEpPEH, — 3TO TEKyllas
puOBUTL KTHeHTa. HeKoTophie KOMITAaHUH UC-
MOMB3YIOT €€ Ui pa3paboTKM CHeUHaTbHBIX
TporpamMM Il pa3iugHbIX 0 CBOEH LIEHHOC-
T cerMeHTOB. B (pHMHaHCOBOW oTpaciu, Ha-
TIpUMED, KJIMEHTHI TTONYYaIOT Pa3HbI YpPOBEHb
00CTyXMBaHHs, B 3aBUCMOCTH OT pasMepa Mx
cyeta. Ho Bcerma ecTtb pucCK, 4YTO, IOCTYyTas
TaK, MOXHO OGO3IMTh JAPYTUX KIHEHTOB.

BoJiee Toro, o4eHb TPYIHO MPENCKa3aTh, Kak
JIOJTTO KJTMEHT KOMITAHMH OCTAHETCS TAKOBBIM WU
OLIEHUTD €10 «[IOTeHLMaN pocTa». KoMitaHuM He
3HAIOT, HACKOJIbKO NMPHOLUTEHEI MX KITUEHTHI.

CLV — npusnexkareabHasd KOHILENLNA, HO
B CWTy psiia NIPUYMH OHA YacTO TPYAHOIIpHMe-
HHMa Ha TPaKTHKE.

CLV sy4ie Bcero paboTaeT B oTpacisx, Iie
BBICOKHME 3aTpaThl Ha IIPHBACYCHHUE U yIepXKa-
HUE KIMEHTOB, TaKMX Kak (DMHaHCOBBIE YCIy-
T, aBUAJIMHUY ¥ oTeiu. OH Takke T0oJe3eH B
CUTYallMsIX, TIle BeCh OM3HEC YIIpaBisgeTcsa He-
OOJIBIIMM KOJIMYECTBOM IIePCoOHaa, U rae ¢hup-
MBI MOTYT TIpeaiaratb GOHYCH U CKMIKM, 9TO-
OBl ITOBAMATH Ha IOBEACHNE KIMEHTOB.

C6op mHpopmarmu wiss CLV Moxer dats
OTIpeAeNICHHBIM KOMIIAHWAM MLENBIM pgn Ipe-
uMynecTB. HampuMmep, MHAWBUIYATbHBIE JaH-
Hble, COOpaHHBIE OTEJIEM MOTYT ONpPENCTUTh
JYYLIUX KIIACHTOB U NPEWIOXUTb UM KpOCC-
IPOJAXH APYIUX NMpoAYKTOB. OHU MO3BOJSAIOT
MapKeToJIoTaM KOMITAaHUH O0paTUTLCA K OTpe-
JeeHHOM rpymrie 3a uHopmanuei. Mcrmons-
3y OOpaTHYIO CBSI3b, KOMITAHHUSI MOXET IIpH-
HUMaTh Gojiee O0OOCHOBaHHBIE pelIeHUs, IO
nosoxy 6onee 3GGEKTUBHOTO pacrpeneieHUs
MapKeTUHTOBBIX pecypcoB. [Ipenmonoxum,
cobpaHHast ”HPOpMalIUs TOKa3bIBaeT, YToO 3Ha-
YUTEJIbHOE KOJWYECTBO ITOCETHTEAEH OTes
npuodsiBalor U3 CaMaphl, ¥ HX CpeIHUI BO3-
pact oxoio 50 ner. OTeap MOXET HMCIOJIB30-
BaTh OTW JaHHbIe HJIsi Gojee TOYHOTO BBIXOHA
Ha LIEJIEBYIO ayIUTOPHIO. ‘

B ocHoBHoM CLV Hambojee NpHUMeEHUM,
Korma ecTh 0a3a JaHHBIX ¢ MHMopMaluen o
KiIMeHTax u TpaHcakuuax. Ho ecnu koMmraHus
paboTaeT, HalpuMep, Yepe3 TOProBble CETH, U
y Bac HeT TIPSIMOr0 KOHTaKTa ¢ KIHEHTaMHU,
TOTa TIPUMEHUTH 3TOT TIOKA3aTeNlh CTAHOBUT-
Cs TOPa3fo CJIOXHEe.

Mapkeronoru MoryT cobpark 6ojee Kage-
CTBEHHYI0 MHGOPMALMIO, 4TOOBI OIpene/uTh
XV3HEHHYIO LIEHHOCTh KIIUEHTOB.

OnHako J00M — Bce pa3Hble. Ha uHanBu-
IYyaTbHOM YpPOBHE OYEHBb TPYIHO NPEACKa3aTh
TIOBEACHWE OTHENBbHOro XineHTa. Jlerye npen-
CKa3aTb MOBEACHUE PHIHOYHEBIX CEIMEHTOB.

Onnoit u3 TpyaHocTe 1ipy BHenpeHun CLV
SIBJISIETCSL TO, 9TO MOJENM IIPOTHO3a CIIMIIKOM
YYBCTBUTEIbHH K IIpeANOnOXeHusM. Hampu-
Mep, MOZIEIH YAcTO TIPEAIFOJIATAIOT, KaK HAOJTO
KIWEHT COXPaHUT OTHOIEEHUS C KOMIIaHMEH,
M CKOJIBKO OH moTpaTuT. OOHAKO HEKOTODBIC
M3 MPEATIONIOXKEHUI MOTYT GBITh HEBEpPHEL.

IpoGiaeMa ¢ OLICHKO! KAIUTATIU3ALUY WH-
TEPHET-KOMITaHUN COCTOUT B TOM, YTO MHOTHE
KOMITAHMH JXE€JI3I0T HeoOOCHOBAaHHbIE TIPENIIo-
JOXeHUs HacYeT TOro, CKOJIBKO CTOWIH HX
KJIMEHTHI, CKOJIBKO CTOWID AX IIPUBICYD, U KaK
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IOJITO OHYM OCTaHyTCS KIVMEHTaMHU B OyIyiIeM.
IloacyeT LIEHHOCTH KJIIMEHTOB OYEHb YYBCTBH-
TeJIEH K 3TUM KpailHe BaXHBIM IOMYIICHUSIM.
Jlrob6ag ommbka MOXET OKa3aThbCs (aTaThbHOM.
WHBIMY cioBaMM, OLIEHKHA MOTYT KapAWHAaIb-
HO PACXOIUTBCS C PEATBHOCTBIO, €CJIH XOTS OBl
OIHO W3 HOITYIIEHUI ObUIO HEBEPHO. ,

OnHako MHOTHE KOMIIAaHHWM yXXe MCHOJb3Y-
I0T TOT WIU MHOW HMHCTPYMEHT OIpeleICHUS
CTOMMOCTH KJIMEHTa, YTOOBI ITOHATH, KaK K
HeMy oTHocUThCH. Eciim OH — OOBIYHBIN KITH -
€HT, 3BOHOK KOMITAHWHU ITOCTaBAT B OYEpEIb.
Ecim Her — ABa Tyiaka, ¥ TpyOKYy CHUMAET pe-
aTbHBEIA MeHemxep. Ho Takoit moaxoa mnpen-
floJlaraeT HU3KyH MOOWIBLHOCTH aroned. Map-
KETOJIOT paclipelieisseT UX MO0 pasHbIM KOp3U-
HaM, ¥ OHM TaM ocTapTcs. OOHAaKo, MOXeT
OBITh, eC/Ti OBl MHTEPBBIOED TyYille OTHOCHIICS
K KJIMEHTy B Hayajle, TO OH BO3MOXHO CTal
0osiee LIEHHBIM 1 KOMITaHWH.

B nomnonHeHue, xorga GUPMBI OLIEHUWBAIOT
CBOMX KJTMEHTOB, OHU [€JIal0T BHIBOABI, Ha OC-
HOBE TOTO, YTO 3HAIOT.

Kakyio 6b MOAEIb HE HCIIONb30BajIa KOM-
MaHusI, OHA MOXET JaTh TOJBKO TOYKY OTCYETa
B TIpoliecce NMPHHATUS peiieHul. Mutynuuno
U YTIPABJIEHYECKUH OMNBIT HUKTO HE OTMEHSIL.

XOTd TaKTHKH, TaKue KaK KpOCC-IPOAaXU
WU JOMONHUTENbHBIE TIPOAAXH CYIIECTBYIOT
MHOTO JIET, CETONHSI MX UCTIONB3YIOT €lle yallle
Y arpecCUBHEE, CTPEMSCh MCKYCCTBEHHO YBe-
JIMYUTH XU3HEHHYIO LEHHOCTb KineHToB. Ofn-
HaKO y NMOAOGHOM MPaKTHKHU JIBE CTOPOHHI.

Ilpu xpocc-npogaxkax KOMIIAHUSA, ITPOLAB-
1iasg BaM TOBap, HaIpuMep, IocTapaercs Mnpo-
JIaTh €lle U COITyTCTBYIOIIMIT ToBap. [jis Map-
KETOJIOTOB TpUYMHA OoueBHIHA. Jlerye npoaaTh
KOMY-TO, KOTO BBl YX€ 3HaeTe. DTO IOIbITKA
MaKCHMMM3UPOBATh LIEHHOCTb OTHOLUEHUMH, KO-
TOpBIE Y BaC yXe eCTh.

HornonHuTenbHbIe MTPOJAXHA TAaKKE MOTYT
ObITh IIpUYHMHON Tipobnem. Hekoroprle xoM-
MaHWHM CIMIIKOM MHOTO YCWIMU HallpaBisioT
Ha nonmnpodaxu. CI0XHO OLICHUTh IEHCTBU-
TenbHBIN 3ddexT ot HuX. [1pocToil B3MIAL Ha
06BEeMEI NPOJAX HE MOKa3bIBaCT TOYHBINH. 00BeM
MOTeHIHATbHOM MPUOBUIH, KOTOPBHI MOXHO
HanpaMVIO CBSI3aTh C MapKeTUHTOBBLIMHM YCU-
JTUSIMU. -

TakTrKa mponaxk, cxoxas ¢ Kpocc-Ipona-
KaMH, — MYJIbTUKaHATbHBINA MapKeTUHT. PaHb-
1le KOMIIaHUY UMETH TOAbKO OOHY TOYKY KOH-

TaKTa C KIMEHTOM. Ho ceromgHg ectb MHOTO
pa3sHBIX BHAOB MarasuHOB, IUTIOC HHTEDHET,
IIpSIMBIE PAaCChUIKU, KOJUI-LIEHTpH U nip. Y BcTa-
€T BOIPOC pacCnpenesieHUs pecypcosB.

OthenpHBIE TAKTUKHM JAIOT pe3yiabTar, Apy-
THe — HET, HO B LIENIOM OYEHb TPYIHO OHEHUTH
BO3BPaT Ha MEPKETUHTOBLIE MHBECTUIIHN 1 TIPH-
BA3aTh WX K u3MepeHuio/ynpanrienmo CLV. To
Mepe TOTO, KaK KOMITaHWW HCITBITHIBAIOT Ha CBO-
UX KITUEHTaX Pa3IM4yHble TAKTHKY, OHU HeETlpel-
HaMEpeHHO «3arpsi3HAoT» gaHHble CLV, nemas
enie OoJiee TPYIHBIM BBIOOD, Ha KOM COCPEIOTO-
YUTBCS B OYOyllieM, a KOTO UTHOPHPOBATh.

CaMbIM TIOMYJISIDHBIM SBJISIETCS pacripene-
neHue KmeHToB 1o RFM: BpeMeHM nocneaHei
ITOKYIIKH, YaCTOTE ITOKYTIOK M AEHEXHOH CTO-
UMOCTU TIPOLUTBIX TPaHCAKIIUHA.

RFM BOCXOZWUT KOpHSIMM K IIPSIMOMY Map-
KETHHTY, OMHOM U3 CaMbIX ITPOTPECCUBHBIX OT-
pacjieil ¢ TOYKM 3pEeHHs] MCIONBb30BaHUA KOH-
uernmy CLV. MoxeT i1 OHO BBICTYIIATh «TJIaB-
HBIM MHAMKATOPOM» OyAylMx MokKynok. Ecim
eCTh KJIMEHT, KOTOPH KYIMHJI HEMHOIrO, HO
HEJABHO, KTO M3 HUX JIYYIIE C TOYKM 3pEHUS
CLV, a, 3HaYuT, Ha KOM CTOUT COCPEAOTOYUTD-
ca? Kak cooTHocATCS BpeMsl IMOCIeIHel mo-
KYTIKM ¥ 4acTOTa TOKYIIOK?

IIpocrast craTicTHKA, TaKas KakK 4acToTa ¥
BpeMsl TMOCHeIHeH ITOKYIKM MOXET HaTh O0-
BOJIbHO TOYHYIO OII€HKY Oyayileil LIEHHOCTH,
T.e. «Ha OCHOBE OrpaHW4YeHHOro obnema co-
OpaHHOM MHQOPMALUM, IIPU MPABWILHOM €€
HCTIONIb30BaHUM, MOXHO ITOCTPOUTH MIPOTHO3
CLYV, oyt CTOJIb XK€ aKKypaTHBIN, Kak U Ha
OCHOBE TMOJHOW NETATHHON HCTOPUM B3laUMO-
OTHOILICHUN ¢ KiMeHTOM. I'J1aBHOE —  KaKkylo
HMEHHO MH()OpMaLMIO HCMONb30BaTh, U KakK
HCIIONB30BaTh €€ ITPaBIIBHO.

B peabHOM MHpE OINpeAeieHUE KITIOYEBBIX
KJIHEHTOB 1O CHUX ITOp BO MHOIOM 3aBUCHUT OT
MHTYULUWH. [IpyruMu cjioBaMH, HECMOTps Ha
CJIOXHBIE MOAEIH U OOLIMPHYIO UHGPOPMALMIO,
MapKeTOJIOTH IPUHUMAIOT CYOBLeKTUBHBIE pe-
IIeHHS, KaKUX UMEHHO KIHMEHTOB CUMTaTh Oy-
IYIIUM MCTOYHHMKOM JIOXOAOB KOMIIaHUHU.

B psize ciyyaeB MapKeToJIOry KpaiHe Heroc-
JIeIOBaTeNbHB! B MCIOJIB30BAaHUM HMH(MOpMalIUH,
TaKOM Kax BpeMsI, YaCTOTa ¥ IEHEeXHAaA CTOMMOCTD
noxynok. OHM HCTONB3YIOT JaHHBIE B 3aBUCH-
MOCTH OT TOIO, Kakas 3ajaya Iiepell HUM CTOUT
ceifyac (HarmpuMep, KOro U3 KIMECHTOB BKIIIOYHTH
B PAcChUIKY, a KOI'O HUCKTIOYHUTS).
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Tpagummonusit CLV opueHTHpyeTcs Ha
YHUCTYIO MPUObLIb, MOTYYaEMYIO OT OTHOTO KIIH-
enTa. [IpM olieHKe Xe XXM3HEHHOM CTOMMOCTHU
K/IMEHTa BceTna YUUTHIBACTCS IMPeATIooXeHNe,
4TO B KaKOi-TO MOMEHT OH YMIET.

Ho ecnu gemaercs Takoe DOMYILIEHHUE, KOM-
ITAaHUS Cephe3HO TOAPBIBAET LIEHHOCTh BCEl
6a3pl maHHbIX. Eciy crenuanucT OBITAeTCS
ONTUMMU3UPOBATE MAPKETHHIOBERIE ACHCTBUS Ha
OCHOBe 3TOM (OPMYJIBI, TO OH MOXET MPUNTH
K HeBepHBIM BBRIBOZaM. Kaxmeiii rox KoMra-
HUSI TepsIET OTIpeieICHHBINA ITPOIIEHT KIUEHTOB,
HO BeIb M IpHoOpeTaeT HOBBIX. Bce 3To HyxkHO
VIATHIBATh 3TO IIPH OLIEHKe 0a3bl JaHHBIX. dpy-
MMMJ CIOBaMM, HEOOXOIMMO MaKCMMU3UPOBATh
LIEHHOCTh 0a3bl JaHHBIX, 4 HE KIIMEHTOB.

B xakoii-To MOMEHT KOMTIaHMS A€IaeT Bbl-
BOJ, C KaKUM THMIIOM KJIWEHTa OHa CTOJIKHY-
7ach. 3aTeM CileAyeT AeUCTBHE — KIHMEHTY
MIpeTaraeTcs OnpeaeIeHHbINA YPOBEHD ITPOIYK-
Ta uiu yeayra. Hanpumep, mipu 3BOHKE B KOJII-
LIEHTP €My TIpeAOCTaBIseTCS MPUOPHUTET. DTO
OMEpPAuVOHHBIR KOHTPONb, UCMOJIb3yEMBIit
KOMITAaHHEH, TIpU ONpefesIeHUH TOTO, YTO 3TOT
KJIMEHT TIOJIY4aeT, U CKOJBKO CTOUT ero o6-
CIy>KVIBaHMeE.

[py npuHsaTM TI060T0 penieHus HeoGXo-
OVMIMO MPUHKAMATh BO BHUMaHUE YETHIPE OCHOB-
HBIX MapKeTHHTOBHIX (haKTopa: 1IeHY, IMPOJABU-
JKEHHE, TIPOOYKT ¥ MECTO AUCTPUOYIIMM, KOTO-
phle BCE OTHOCSTCS K MapKEeTHHTY, HO UMEIOT
NpsIMOe BIIUSTHUAE Ha BCe JIeSITeNIBHOCTh KOMIa-
HHU.

Cy1ecTByeT «CTaHIAPTHBIN» YPOBEHD YCIIYT,
KOTOPOTO TIPUXOMUTCS TPUACPXKUBATLCS BCEM
KOHKypeHTaM. B peasibHOM XU3HH, TAKUE BElU
YACTO HAa3BIBAIOT «yCJIYTM MMPOBOTO Kilaccas.
B KoI-1IgHTpax OOILETPUHATHIA CTAaHAApT —
oreedath Ha 80 % 3BOHKOB B TeueHuu 20 ce-
kyHz. W 4yeM Gonbliie Ha peIHKE KOHKYPEHTOB,
TEM BBIILE OTPACICBOM CTaHHApT.

Ecnu roBopuTh B TEpMHUHAX MaKCUMU3ALIUKA
CLV mrg XoMIaHWit eCTb CMBICIT OTCJIEXUBATD

HUCTOPUIO KaxXOoro KJIMEHTAa M Ha ee OCHOBE
peliath, B KakKyil) KOP3MHY €ro TOMECTHUTD.
Toraa Ha ocHOBe BHIBOJOB HACUET XapaKTepH-
CTUK JaHHOM KOP3UHBI MOXHO TIPUHSATH pe-
IIeHUe, KaK Jydille BCEr0 OTHOCHUTHLCS K 3TUM
kmueHtaM. Kaxnpiit pa3 xorna KJIMEHT K BaM
TIPUXOTUT, Bbl HA CaMOM JIeJie He 3Haere, 4To
OH 3a KJIMEeHT. Tak yTo ONTUMAJIBHHIM pellie-
HUeM OyleT Bcerma YUUTBIBATb HEIOJHYIO OC-
BEIIOMJIEHHOCTh HACyeT BO3MOXHOM peaklIuu
KJIMEHTA.

TakuMm o6pa3oM, MO3UIMOHUPOBAHUE —
HUCKYCCTBO JOMWHUPOBAHUSI B PHIHOUHOM CEr-
MeHTe. CynecTBYIOT TPU OCHOBHBIX THUIIA ITO-
3UIIMOHUPOBAHMS: MTO3UIIMOHUPOBAHUE TIPO-
JIYKTa, TICHXOJIOTMYECKOE U peaTbHOe MO3UIIU-
oHMpoBaHue. 11 HUX XapaKTepeH ITOCTEeICH-
HBIA 1TOJXOM K HaYaJbHOMY M KOHEYHOMY BOC-
TIPUSITHIO TIOTpeOUTEIEM TOBAPOB M MX MapoK.
DTOT MOAXON MOXET TIPUHECTH NMpUOLLIL IPH
YCJIOBUM HalEICHHOCTH MapKETHHTa — OTCIO-
Ja TIpEeUMYLIECTBO MCIIOJIb30BaHUA TIO3UITUO-
HUPOBaHUS B MPSIMOM MAapKETUHTE. :

st 3deKTBHOTO TO3UIIMOHUPOBAHUS B
TIpSIMOM MapKETHHTE MCITOJIB3YIOTCS CIIOCOOBI
U3MEPEHNSA TOXU3HEHHON ILIEHHOCTU KJIMEHTa
(CLV). B nemsax yBemrdeHUS MOXU3HEHHO LIEH-
HOCTH KJIMEHTA UCITONB3YIOT TaKKe TAKTUKU, KaK
KpOCC-TIPOJAXKH U JIOITOTHUTENIBHBIE TTPONAXKU.

B no3uumoHupoBaHUN HEOOXOOUMO OTCIIe-
XMBaTh KOHTHHYYM LEHHOCTH TOTpPEOUTENIA.
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