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Aennc CAOBCKHH

ANPEKT-MAPKETUHI

®OPMbl KOMMYHHUKALIMHK C K/IMEHTAMHM

CymecTByeT MHEHUE, YTO
TUPEKT-MAaPKETHHT — 3TO OT-
IIpaBKa IE€PCOHAIU3UPOBAH-
HBIX [T CEM HEKOEH IpyIIie aj-
pecaTos. Hecomuenno,
paccolaka muceM (direct mail) —
O4YEeHb BAXKHBI MHCTPYMEHT
JUPEKT-MAapKEeTUHTA, HO OT-
HIOAb HEe €INHCTBEeHHbIN. Ju-
PEKT-MapKeTHUHT — 3TO YCTa-
HOBJIEHUE JUYHOCTHBIX
KOMMYHUKAIIUI C KJIMEHTAMH,
BOBJICYCHUE UX B UHTEPAKTHB-
HOe OOINeHue, IpepocTaBe-
HHE UM BO3MOXXHOCTU OTKPBI-
TO BBIPAKATH CBOU ITOKEJIAHUSA
1 TpeOGOBAHMS K ITPE/IaraeMOit
MPOAYKITNA. A 3HAYNT, 3TO BO3-
MOXHOCTb OCTABUTDb SIPKHUI
3MOIIMOHAJIBHBIN CJIE]| B CO3HA-
HUW TIOTPEOGUTENS, TOHECTH 10
HETO NpPEUMYyIeCTBA CBOEH
IIPOJIyKIINN B Hanboree apdek-
TUBHOU ¢dopme, chopMUpo-
BaTh YCTOMYMBYIO IIPUBA3aH-
HOCTb K YyCJIyraM JaHHOMU
KOMITAHU.

B nupekT-MapkeTHHIe €CTb
HEMAJIO CIIOCOOOB YCTAaHOBUTD
KOHTAKTBI CO CBOMMU IIOTEHIU-
ATBHBIMU U CYIIECTBYIOIIMH
KJIUEHTAMH, TJIaBHOE, 4TO UX
OTJIMYAET — 3TO IepCOHNPpULIN-
POBAHHEBIN YPOBEHb U yUET T10-
TpebHOCTEH moTpebuTEeNeH.
Bp160p popM KOMMyHHKAIUI
oIpenesieTcs B KaKIOM CIy-
Jae C y9eTOM IesIeH, CTOSINX
nepeJ KOMIaHUEH, KeaaeMbIX
PE3YJIBTATOB U XapAKTEPUCTUK
11€JI€BOM Ay AUTOPHUU.

JI106y10 TMPEKT-MAPKETHHTO-
BYIO KAMITAHUIO HA10 HAUMHATh
C onpedenenus yerel u 3a0a, CTO-
AIMuX nepex pupmoit. B 3aBu-
CHAMOCTH OT IIeJIEH — IIPUIVIAIIe-

B AMPEKT-MAPKETHMHIE

HUE Ha TPE3EHTAINIO W pac-
ITPOJIAKY, TOIC P>KaHUE JOSTh-
HOCTHU CYLIECTBYIONUIUX KJIMEH-
TOB, IPUBJEYEHUE HOBBIX
MTOTpEOUTENIEH NN ITPOJIBIIKE-
HUe ToBapa — OYJyT pa3HBIMHI
U CIOCOGBI KOMMYHHKAIIUH.
HyxHo onpegenurtscs, 6yaeT
JIV AKITUsT Pa30BON FUIA COCTA-
BUT YaCTh PETYISPHOI pabOThI
cnoTpebureaaMu. T MOMEH-
TBI CJIEAYET YYUTBIBATh IPU
MPOAYMBIBAHNUY KOHIICTIITUH
AVPEKT-MAPKETUHTOBOH KaM-
[MAaHUM, COOTBETCTBEHHO, OHU
OyIyT OIIpeeIsATh BbIOpAHHBIE
(popMBI KOMMYHUKAIIMI U CTIO-
COGBI PUKCAITUN OTKIUKOB.
Crenyomuii 3Tar — 3To gop-
MUposanue CRUCKE NOMEHYUAN -
HoLX Kauenmog. I1pu rpaMoTHOM
MOJAXO0JEe JUPEKT-MapKETHHT
MPETOCTABISCT P IMPEUMY-
IIECTB, KOTOPbIE IIOMOTYT OIITH-
MHU3UPOBATh GIOJPKET aKI[UU 1
cieaTh obpameHnue K KINEH-
TaM Hanbosee 3pPEeKTUBHBIM.
Bo-niepBbIX —5TO BO3MOXKHOCTh
OYEepPTUTH IEJEBYIO ayAUTO-
pHIO, KOTOPOIi OyAyT MHTEpec-
HBI TIpEJyIaraeMble YCJIyTH, BO-
BTOPBIX — IPOTECTHUPOBATH
3¢ PEeKTUBHOCTDb KaMIIAHUU U
IIpU HEOOXOANMMOCTH OIlepa-
TUBHO BHECTH MU3MEHEHUs, B-
TPEThUX — B KpPaTKUE CPOKU
OTCJIEUTh PE3YJIBTATUBHOCTH
NIPOBEJECHHOM aKIAM.

dopmMmupoBaHUEe CIHCKA IO-
TEHIUATbHBIX KJIMEHTOB MOKET
ITPOVICXO/INTD KaK HA OCHOBE UIC-
XOJHBIX JJAHHBIX, HAKOILUIEHHBIX
KOMIIAaHUEH B X0Je paboThl
(cBegenust 06 o6palIeHUNX,
NPHUOGPETEHHBIX TOBAPAX U

TIp.), TaK 1 «C HyJIs1». Bo BTOpom
cIydae CIMCOK (POPMUPYETCS
I10 IPU3HAKAM LIeJIEBBIX TPYIIIL,
WHTEPECYIONUX (pupMy, Ha OC-
HOBAaHHMH OGIIENOCTYITHBIX HC-
tounukos (MI'TC, MBTG,
Kenrsre CTpaHUIIbI U IIp. ) WK
npuodpeTaeMbIX 6a3 AAHHBIX
(busnec-Kapra, WA-2 peructp,
npo@IbHbIE 6A3bI JAHHBIX).
OcHOBOM 7151 CIUCKOB (PU3N-
YECKUX JIUI CIyXKaT TesedOoH-
Hble KHHUTH, B HAMIEM CJIyJae
MI'TC. TabGauHble KOMIIAHUU
JUIsI CO3/JaHUs1 6a3bl JJAHHBIX I10-
TpebuTeed NCIONb3YIOT KyIIO-
HBI U JIpyTHe BO3BPATHEIE (hOp-
MBI, KOTOpBIE€ BKJIAJBIBAIOT B
YIIaKOBKy npoaykTa. Eciu mis
IIPOBEACHUS JUPEKT-MAPKETHH-
roBOH KaMIaHUH pupma obpa-
maetcs B /IM-areHTCcTBO M
call-ieHTp, BO3MOXKHO MCIIOJIb-
30BaHME COOCTBEHHBIX 0a3 JaH-
HBIX 3TUX OPTaHU3aIUI, OHU Ha-
KaIUIMBAIOTCS B XOJI€ CMEKHBIX
MIPOEKTOB.

IIpexnge yeM MCIOJIb30BATD
ccpopMHPOBaHHBIN CIIUCOK I10-
TEHI[UAJIBHBIX KJIUEHTOB B JU-
PEKT-MapKETUHIOBOU KaMIla-
HUU, €T0 HAJIO AKTYAIN3UPOBATD,
TO €CTb YTOYHUTD COJIE€ PrKALIHIE-
cs1 B HeM cBezieHns. ITpakTika
ITOKA3bIBAET, YTO JAXKE €CJIF KOM-
[IAHUs UCIOJIb3YeT COOCTBEH-
HYIO KJIMEHTCKYIO 6a3y JaHHBIX,
cojiepsKaIyecs B Hel CBEJICHIS
HY>K/IaI0TCs B 06HOBIeHNN. JIT0-
JISIM CBOIICTBEHHO II€PEE3KaTh,
MEHSATb HOMepa TeledOoHOB,
KOMITAHUH WHOTJA MEHSIOT He
TOJIKO KOOP/IMTHATHI, HO U ITPO-
Ib AEeATETBHOCTHU.

ITO B paBHOI M€pPe OTHOCUT-
€1 1 K COOCTBEHHBIM 6a3aM JaH-



HBIX ¢allIIEHTPOB U AUPEKT-
MapKETUHTOBBIX AreHTCTB.
Jaxke ecau nmeeTcst cBeKas
6a3a JaHHBIX PEANPUITUI
cpenHero 6usHeca (IIpeaoso-
XKHM, OHA 6bLTa ChOPMHUPOBAHA
JUIS TIPOJIBUKEHUS KaHITEIsPC-
KHX TOBApPOB), KOMIIAHHH BCE
PABHO IPUJIETCS yTOIHATD BTO-
PHYHYIO KOHTAKTHYIO HH(pOpPMa-
LIUIO, TO €CTh BBISICHATH, KTO
OTBETCTBEHEH 32 IIPUHSATHE
peleHns B HY:KHOH eil cepe
(k mpuMepy, KTO 06€CIIeYnBAET
JOCTABKy 06€/10B B OpUC, €CJIU
KOMITAHUS IIPEJIaraeT KOMII-
JekcHble 0bennl). be3 aToro
0a3a JaHHBIX — He 6a3a JAHHbIX,
a BCEro JINIIb CIIUCOK. IMeHHO
[IO3TOMY KpPaiTHe PeJKO BO3HU-
KaIOT TaKHe CUTYaI[UH, KOrja
6a3y JAHHBIX MOYKHO HCIIOIb30-
BaTh BTOPUYHO, €€ Ha/I0 aKTya-
JIN3UPOBATh.

Hazo orMeTHTb, CyIIECTBYIOT
CUTYyaI1, KOTAA IIPOUCXOAUT
«€CTECTBCHHAS AKTYATN3AIU»
6a3bl JAHHBIX, TO €CTHb CAMU I10-
Tpe6uTen 3aNHTEPECOBAHBI B
06HOBIEHNU WH(POPMAIUH.
Hanpumep, 3T0 6a3bI JaHHBIX
OIIePATOPOB CBSI3H, 3APETHCTPH-
POBaHHBIX WieHOB MHTepHeT-
coobmecrBa E-xecutive (oHU —
(pusuueckue ynna, HO Upes-
CTaBJSIOT Pa3JMYHbIE KOMIIA-
HUJ 1 OPTaHU3AIINH).

Axmyarusayus gaie MpoBo-
JUTCS B XOJ€ UCXOMSIIETO Te-
JIEeMapKETHHTIA, KOTjJa pu 06-
3BOHE AOOHEHTOB YTOYHSIIOTCS
BCe HEOOXOAUMbIE JIaHHbIE (Ta-
GayHble KOMIIAHUU JEJIAIOT 3TO
TOJIbKO B IMCbMEHHOI (hopme).
ITepen mpoBeneHueM TeaemMap-
KETHHTa HaJI0 HE TOJBKO pa3pa-
60TaTh MapaMeTpsl O6A3BI JAAH-
HBIX, TO €CTh I0JIsI, KOTOPBIE

HeOOXOAIMO 3aIOJHUTD, HO U
IIpElyCMOTPETD CPEJICTBA KOH-
TPOJIS HaJl OTIeYaTKaMU 1 OIIING-
xamu. Hanpumep, mose aus
BBEJEHUSI MOCKOBCKOTO TeJle-
(porHOTO HOMEPA MOKHO CO-
JIepKaTh CEMb CHMBOJIOB, HE
GOJIbIIIe 1 HE MEHDIIIE, a TYEiKa
JUISL BJIEKTPOHHOTO ajpeca —
3HaK «CO0auKm». Ecau 3amosHs-
0N 63y OMM6CsI, EMy He ya-
CTCsI BBECTU 3HAUYEHUE B I1OJIE.
Jlaxe HadaJbHble KOHTAKT-
HbI€ JAHHBIE MOTYT [IOMOYb I10-
CTPOUTD MPEJIOKEHHE B COOT-
BETCTBUU C NOTPEOHOCTIMU
NOTEHIUAIbHBIX KIUEHTOB.
Hanpumep, xoraa y Hac B call-
nenrpe «[opsune nHUI» ObLT
IIPOEKT IO IPOJBIKEHHUIO CIIe-
LMATBHOM YCJIYTH CETH aBTO-
3aIPABOYHBIX CTAHIIUI, YACTHIO
CTpaTeruu 6bUIO MOJYEPKHYTh
IIPOCTOTY U YAOGCTBO €€ HC-
nosp3oBanus. s aToro mpu
CO37aHN 6a3bl JAHHBIX [IOTEH-
LUATBHBIX [TOTPEOUTEICH MBI
paccMaTpHUBAJIHU TOJBKO Te€
HpPEeANPUITHS, KOTOpPbIE pac-
MoJIaTaJuCh HeJaJIeKO OT aB-
TO3ANPABOK, TO €CTh UCTIOIb30-
BaHHE MHMOPMAIMU TAKOTO
POZa O3BOJIIIIO YOEUTEIBHO
APryMEHTUPOBATD I KINUECH-
TOB BBITOJTy OOPAIEHUS K yCIIy-
raM IMEHHO 3TOM CETU aBTO3aIl-
paBouHbIX cTaHnuit. Kpome
NEPBUYHONA KOHTAKTHOU WH-
(popmanuu, npu teremepke-
TUHT'€ MO>KHO BBISICHUTD JOTIOJI-
HUTEJIbHbIE JAHHBIE, KOTOPbIE
ITIOMOTYT C GOJIBIIEH TOYHOCTBIO
BBLICJIUTD 1[€JIEBYIO TPYIIILY.
ITapajutespHO € CO3aHUEM U
aKTyaansanueil 6a3bl JAHHBIX
HAYMHAETCS 10020M06Ka 00pauie-
HUA, A 3ATEM COOCMEEHHO KOMMY-
HUKAYUSL C CYI[ECTBYIOIMMU

WIN HOTEHINAIbHBIMU KINEH-
TaMU KOMITAHUH. MBI paccMoT-
PHM Jajee ¢ IMOMOIIBIO KaKIX
JUPEKT-MapKeTUHTOBBIX HH-
CTPYMEHTOB MOXHO YCTaHO-
BUTH KOMMYHUKAITUN C TIOTPe-
OUTESAMU 1 KAKIMI CITOCOGAMU
3a(PMKCUPOBATH OTKJINKH.
IlepconamsupoBaHHas pac-
cbuIKa (direct mail) — rmoxainyi,
CaMbIil M3BECTHBINA U MMUPOKO
IIPUMEHsEMbII cl1oco6 obpa-
TUTBCA K IOTPEOUTENSAM B AU-
pexT-Mmapkerunre. Orauuu-
TeJbHAsl 4epTa MOJOOHOTO
MHCbMa — aJPECHBINI XapaKTep
obparenus. Bmecre ¢ Tem nep-
COHAJBHOE OOpaleHne — 3TO
HE IIePCOHAIN3AINS, 2 BCETO
JINIIb OJVH U3 €€ 3JIE€MEHTOB.
Ilepconanmm3anus nogpasyme-
BAET Y4EeT MOTPEeOHOCTEH 1mo-
TpebuTeseii B KOMMEPUYECKOM
npeioxkeHuy. MiMeHHO B 3TOM
DIAaBHOE OTIMYHE TUPEKT-MapKe-
THHTA OT MACCOBOTO MAPKETHH-
ra. IlogrorosuTs npeioxeHue
HUCXOASl U3 NOTPeOHOCTEH U
MPEANOYTEHUH KINEHTA MOX-
HO TOJIBKO pacIiosaras CBeJe-
HUSAMU O HeM. 37[eCh MbI CHOBa
BO3BpalaeMcs K BAXKHOCTH Ka-
YEeCTBEHHOU aKTYyaIu3alUU C
oIpeJieIeHNEM MapaMeTpoOB
MH(POPMAINH, ICTIOTh30BAHIE
KOTOPOI MOXET CTaTb CBSI3YIO-
MM MOCTOM MEXAY KOMIIAaHU-
el 1 ee KIIMEHTaMH (CMOTPHUTE
BBINIEYIOMSHYTBII TIpUMEp C
ABTO3AIIPABKAMH).
ITogroToBKa mpeaIoXeHUs
BKJIIOYAET B ceOs BA dTATIA: pas-
pabomxy dopmvt nocrarua u mex-
cma 1 8vL00p cnocobos docmasku.
C xakuMu 6Bl LEJISIMHU HE OCY-
MEeCTBJISJIACH TE€PCOHAIN3HU-
POBaHHAs PACChUIKA, XOPOIIIO,
€CJIM OHA BBI3bIBAET SIPKUE IMO-
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nun y nosxy4garess. [To 6oabmio-
MY CUETY, MyTH TOCTHXCHUS
3TOU L|eJIN B AMPEKT-MAPKETHUH-
re OrpaHUYHUBAIOTCS TOJBKO
(¢aHTasHme MCIOJTHUTEIEH.
Hanpumep, eciu crout 3ajaua
NpHUBJIEYb MMOCETUTENECH Ha
IIPE3EHTAII0 HOBOTO TOBapa
IJIM HA PACIPOAAKY B Mara3uH,
MOYXHO HE IPOCTO Pa30oCjaTh
MPUIIAIICHIS, HO ¥ JOTTOJHUTD
UX KaKOH-HUOY b 3a6aBHOM TN
HeoObIYHOU JeTanbio. Tak, 6y-
THK ITIOCTEJIBHOTO GeNbsl, IPU-
Ianrasi KIMEHTOB Ha IIPE3eHTa-
III0 HOBOII MapKH, pa3ocJas
aJipecaTaM IrchbMa, CHAO/ B UX
makeTHKoM Koge. O6bIrpoiBa-
Jack (ppaza «kode B IIOCTETb».
ITosyauB kode, mMOCEeTUTENIM
OCTaBaJIOCh TOJILKO IPUOOPECTH
KOMILJIEKT IIOCTEJIHHOTO OEJIbI.

IToaroroBsieHHble MpepIo-
JKE€HUS IepeJ HadaJIoM KaMIla-
HUM XKeJaTeJIbHO IPOTeCTUPO-
BaTh. DTOT ITAIl COBEPIIEHHO
HEOOXO0UM, KOT/IA pEeYb UJET O
MIMPOKOMACIITAOHOM aKIuU,
HO €CJII €CTb BO3MOKHOCTb —
Jlydine IpOBECTU TECT, Jaxke
ecJM KOMIAHUs cobupaeTcs
pa3ociaTh HE3HAYUTEIBHOE KO-
JIMYECTBO NIPEUIOKEHUN. Tecmu-
posarue TPOBOTUTCS HA HEGOTB-
IIOM KOJIMYECTBE OTIPABJICHUNA,
YTO IIOMOTa€T MUHUMU3NPOBATh
pasMep BO3MOXKHBIX IIOTEPD U
BHECTHU HEOOXOIMbIE 3MEHeE-
HUSI Ha HAYAJIBHOM 3Talle KaM-
nanuu. TecTupoBaTb MOXKHO
BCE YTO YIrOJHO: KOHBEPTHI (110
IBETY, pa3Mepy, HAJAINUCH),
rcbMa (1o (OPMYIUPOBKAM 1
pasMepy TeKcTa, mpudTam, ui-
JIOCTPAIUAM), Pa3IuYHbBbIE
6a3bl JaHHBIX, (pOPMBI 0OpaT-
HOW CBSI3U, KOJIMYECTBO MaTe-
puaIoB B nociaaHuu (¢ Gykie-

TOM / 6€3 OyKkiIeTa, CO CTHUKe-
poMm / 6e3 cTukepa). Kakue ma-
PaMETpPBI HYK/JAIOTCS B TECTU-
POBAHUH — 3aBUCUT OT LieJIeH
kamanuu. Hanpuwmep, xorga
BcemupHBIl (HOHA AUKON
npupoxasl (WWF) nmposoamn
aJpeCcHYIO IOYTOBYIO PACCHLI-
Ky C I1€JIbIO IPUBJIE€YEHUS CTO-
pouuuKoB B Poccrn, 66um cop-
MHPOBAHBI ¥ TPOTECTUPOBAHBI
IATh BUAOB PACCBUIOYHBIX ITAKE-
TOB, KOTOPBIE€ PA3TUYAIUCH
MEKTy COBOM IO COREpKAHUIO
MICbMA, HAIMYHIO FUI OTCYT-
CTBHIO OIUIAY€HHOTO OOPATHOTO
KOHBEPTa U II0 pa3Mepy nep-
BOHAYAIBHOTO B3HOCA. OTIeNs-
HBII BOIIPOC — B KAaKOM OO'be-
Mée IIPOBOJUTH TECTUPOBAHHE.
B cpennem aTo ogHa gecaTas oT
KOJIMYEeCTBA MoJIydaTesneit, Ho
€CJId KOMITAHUS HalesJleHa Ha
BBICTPANBAHUE JJOJITOCPOYHBIX
OTHOILIEHUH C TOTPEOUTEAMH,
AUPEKT-MAPKETHHTOBYIO aK-
IIUIO MOKHO ITOJTHOCTBIO ITIOCBS-
TUTb TecTupoBaHuo. Hakon-
JIeHHas TH(OpMAIUs IOMOXKET
CleJIaTh CIAEAyIoNe obpaie-
HUs 6071ee 3 PEeKTUBHBIMHU.
Pasociats nucbma agpecaram
MOJKHO HE TOJIBKO I10 II0UTE, HO
1 1o (akcy, ¢ Kypbepom, 1o
3JIEKTPOHHOM II0YTE, B 3aBUCHU-
MOCTH OT II€JIEBOH ayANTOPUH
U IOCTABJICHHBIX II€JIEH.
IlepconanmmanposaHHas mo-
yToBasA pacchuiKa — 3P dex-
THUBHBII cIOCO6 KOMMYHUKA-
IUM, KOTja pedyb HJAET O
3aBOEBAHUU BHUMAHUS U IIPU-
BJIEYEHUN HOBBIX KJIUEHTOB —
¢pusnyecknx . B ommmane ot
JKUATEJIEN «IIPOJBUHYTOMN 3arpa-
HHUITBI», KOTOPBIEC €KEJHEBHO
MTOJTy9aiOT TOJICTHIE MAYKH Sp-
KHX, KPACOYHBIX, IEPCOHAINU3N-

POBaHHBIX OOPALIEHUH C Ipea-
JIOKEHUAMU TOBAPOB U YCJIVT,
HaIIM IOTpe6uTeNN 60Iee IpH-
BBIKJIN K KMIIaM HEBBIPA3UTE b
HBIX PEKJIAMHBIX JUCTOBOK, 3a-
THOJIHSIONIUX ITOYTOBBIE SITUKU.
Ha stom ¢one nocranue, ot-
HeJyaTaHHOE HAa KaueCTBEHHOM!
6ymare, aipeCOBAHHOE JUIHO
IoJiygaTeslio, He MPoHJeT He-
3aMeYeHHBbIM, a 3HA4YUT, C €ro
cojiep:KaHueM 06sI3aTEIbHO 03-
HakomsaTcsa. Ho mraBHoe, 3TO
MTOCJIAHNE JIOJLKHO OBITD «IIPO-
JIAIONUM», TO €CTh HE TOJbKO
UMETb IPUBJIEKaTeIbHbIN BHE-
IIHUU BUA, HO U YIUTBIBATD I10-
Tpe6GHOCTH ajapecaTa, Beab
OJIHO JIEJIO IPOYUTATE IIUCHMO,
Jpyroe — KyuThb TOBap.

C 1opuan4ecKuMy JULAMHA
CUTyalMsi HECKOJILKO nHas. Bo-
IIE€PBBIX, PYKOBOUTENIN U OTBET-
CTBEHHBIE JIMIA IPEAIPUATAI
IOJIy4al0T MHOTOYUCIE€HHbIE
KOMMEPUECKHE MPENIOKEHNUS,
324aCTyIO 3IpeCOBAaHHbIE JIMYHO
UM, BO-BTOPBIX, C IMOAOOHOH
KOppeCHOoHAEHIUEeH 3HAKO-
MUTCS B IIEPBYIO OYEPEJh CEK-
peTapb, OT KOTOPOIO 3aBUCUT,
JOMAET JI1 IIUCBMO JIO afpeca-
ta. To ecTp 37€Ch, KpOMe 3aja-
UM NPUBJIEYEHUS BHUMAHUSA
ajpecara, MPUXOJUTCS TAKKE
pelmaThb, KAKUM 0Opa3oM 3auH-
TEPEeCcOBATb MPOMEKYTOUYHOTO
IoJyyaresss — ceKpeTraps, Io-
momuuka u np. Ho u sxecs qu-
PEKT-MAPKETHHT IPEAOCTABIIA-
€T BO3MOKHOCTH CBITPaTh Ha
AMOIIMSIX YEeJIOBEKA U BbI3BATh
€ro JIosibHOe oTHOoIIeHue. Ha-
IIpUMep, OHA U3BECTHASI aBHa-
KOMIAHUSA BMECTE CO CBOUM
KOMMEPUYECKUM NPEJIOKEHU-
€M pa3ocJiaja 10 PO3€e KaKJI0U
JeBylKe-cekpeTapio. Komma-



HUS, IPOJBUTABIIAS XMUKATBI,
pasocyana reHepaJbHBIM JU-
pEeKTOpaM IpUIIANICHUS Ha
IIPOMOAKITUIO B KOXKAHBIX ITOP-
T™MOHe. OHM GBLIH YIIAKOBAHbI
B IIPO3PavHBII TAKET, 13 3aIIHC-
KM CEKpeTaphb y3HaBaJIa, 4TO
3TOT KOIIEJIEK ITOTEPsLI ee med.
HukTo 13 MOMOIIHUKOB HE pe-
MIVJICS 3aIVITHYTh BHYTPB, BCE
OHU TIepe/aI TOCIAaHNE B He-
pacneyaTaHHOM Buje. MeHee
3aTPaTHBIN BApUAHT — MOXKHO
MPUJIOXUTE IIOCTAHNE, aPECco-
BAaHHOE JITYHO CEKPETAPIO, CO-
IIPOBOJUB €T'0 NIOKOJIAIKOU I
KOpPOOKOI1 KOH(ET.
AJIeKTPOHHAA PacChUIKA XO-
polIa Kak crocob6 KOMMyHHUKa-
LM JJIS ONIPe/ieIeHHBbIX KaTe-
ropuii nejxeBo ayiuTOPUU
(HampuMep, MOJIOJIEXH, ouic-
HBIX paOOTHHUKOB) WM KOT/a
KakK 3JIEMEHT B3aUMOJEeMCTBUS
HCIIOJIb3YEeTCSI NHTEPHET-CANT.
Paccrpiika 1o 31eKTpoHHOI 1Io-
4yTe MOXKET OBITh CAMOCTOS-
TEJIbHBIM CPEACTBOM Obpalie-
HUA K I€JE€BOU ayJUTOPHUH
(HampuMep, ¢ MOMOMIBIO pac-
CBUIKM IO e-mail nmpoucxoaur
yBeJJOMJEHHE IOCTOSHHBIX
KJIMEHTOB O PO3BITPBIIIE IIPU-
30B, BCE OHH — YJaCTHHUKU IIpe-
JBITYIUX aKIIU) WX TOTOJ-
HATBCSA JPYTUMH CPeJCTBAMH
B3aMMOJEHCTBU, HAIPUMEP
IIOYTOBOU PACCHUIKOM.
OTnenpHO HAZO0 YIOMSAHYTD,
YTO IEepPCOHATU3UPOBAHHAS
3JIEKTPOHHAs PACChUIKA IPUH-
IUIINAJIbHO OTAUYAETCSI OT
crramMa — He3aIpalmuBaeMbIX
PEKJIaMHBIX IIOCTAHUMH, C KOTO-
PBIMU CTAJIKUBAIOTCS IPAKTU-
YeCKM BCe 00JIafaTeNn 3JIEKT-
POHHBIX SIUKOB U KOTOPBIE

BbI3bIBAIOT HEMAJIOE pa3JpaKe-

®OPMbl KOMMYHUKALIMU C KNIMEHTAMU B AUPEKT-MAPKETUHTE

Hue. B tupexT-MapkeTuHre pac-
CBITKA TIPOBOJUTCS C COTIACHS
rosyJaTeaei Ha MMeHa KOHK-
peTHbIX anpecaTos. [Tonygarenn
3apaHee YBeJOMIISAETCH O TOM,
YTO Ha €ro MMs OyJeT OTIpas-
JIEHO TTHCBMO (ITpU aKTyaIn3a-
IIUM), ¥ CaM NPEOCTABALET -
pec 2J1eKTpOHHOM 1TouThI. Ecm
€ro He MHTEPECYeT MpeaIoxKe-
HHE, OH ITPOCTO HE JAET CBOIO
KOHTAKTHYIO HH(POPMAIHIO.
CymiecTByeT BapuaHT, KOT/a
HaPSTy C 3JIEKTPOHHON pacChLI-
KO /I KOHTaKTOB C IOTPeoH-
TEJAMU 3a/I€CTBYyeTCS HHTEP-
HeT-caiiT. IIpu aTOM Ha caiite
MOJKET AyOIUPOBATHCS MHPOP-
MaIys O MPOBOASAICHCS AKITIN
(HanpuMep, IS HOALEPKKH
JOSATBHOCTHU CyIIECTBYOIMX
KJINEHTOB) WM K€ 3JICKTPOH-
Hasl pacChblUIKa OTIPABJISET Ha
CaiiT B C€TH, KOTOPBLIA B JaH-
HOM CJIy4ae HUCIIOIb3yeTCs KaK
HCTOYHUK JIOTIOJTHUTETbHOMN
MHOOPMAITUN O IPOAYKIIUH U
MECTO, I'/leé MOKHO HETIOCPE]:
CTBEHHO 3aKa3aTb ToBap. fAp-
KM IpIMep 3TOMY — IIPEAIpo-
Ja’KHOE MTPOJIBIKEHIE HOBOTO
apomaTa OJiHOH 13 mapgpiomep-
sbix komitanuii B CIIIA. Iesnbio
AKX 6B1T0 CPOPMHUPOBATB yC-
TOUYMBBIA HHTEPEC K napgio-
MY JIO TOTO, KaK OH IIOSBUTCA B
npogaxe. C 3Toii 11eJIpIo 6blIa
OCyIeCTBJI€HA dJIEKTPOHHAA
paccelIka Mo 6a3e TAaHHBIX
MOANUCYUKOB MOMYJIAPHbBIX
KypHanos. Ilonygarenam
IpeIarazoch MOCETUTD CIie-
OUAIU3NPOBAHHBIA CAlT, IAe
MO>KHO OBLIO Y3HATD IOAPOGHO-
CTHU O HOBOH MapKe U 3aKa3aTh
(praxon co ckuykoit. B pesynn-
TaTe YAATIOCh CYIECTBEHHO yBe-
JIMYUATH 6a3y JAHHBIX IOTPeOU-

Tesield nap@oMepHOI NPOayK-
MM KOMITAaHUH U CO3/IATh CIIPOC
Ha HOBYIO MapKy K MOMEHTY €€
MOABJIEHUS B MATA3MHAX.

Jlist peryyisipHOro HalIOMUHA-
HHA O cebe U CBOUX YCJIYIax,
KOMITAaHUS MOYKET UCHOJIb30-
BaTb MEPUOANYIECKYIO aJpec-
HYIO PACCBLIKY CBOUM KJIHEH-
TaMm. UTo 6yzeT pacchuIaThCsa —
3aBucHUT OT 1esteil. Hampumep,
JUIsl BBICTPAUBAHUS JOJITOBpE-
MEHHBIX OTHOIIEHUI C IOTpe-
OUTEAMU 3TO MOKET OBITD II€-
YaTHOE U3JaHI€e, OCBEIAIoIee
BOIIPOCHI, HanGojiee UHTEPeC-
HbI€ JUIs JAHHOM I1eJIeBOM I'PyII-
IIBI, PACCBIIKA C HOBOCTSAMU
KOMIIaHUU U YBEJOMJICHUEM 06
OGHOBJIEHNU ACCOPTHUMEHTA.
Eciu cront 3agaua crumynpo-
BaTh MOTpebUTENEH HAa HEME/-
JIEHHbIE IPUOOPETEHUS, pac-
CBUIAIOTCSI KOMMEpUYeCKHe
HpPEeIIOKEHUs, TOATOTOBJICH-
HBIE JUIS Ka)KJIOM TPYIIIbI KITH-
€HTOB (TIepCOHATBHBIE CKUJIKH,
GOHYC 32 MPEAbIAYIIIE TOKYII-
KM, yIeT IOTPpeGHOCTEH KIeH-
Ta B HOBOM IIPEIOKEHNH).

YCTaHOBUTH KOMMYHHUKAITUH C
HOTPEOGUTENAMU MOXKHO, HE
HCIIOJIb3Ysl IEPCOHATUIUPO-
BaHHBIE PACCHITKH, C TOMOIIBIO
OJHUX TOJBKO Tese(OHHBIX
3BOHKOB. B aTOM ci1yuae mo te-
JepoHy He TOIBKO YTOUHSIETCS
1 OOHOBJISIETCS HEOOXOAMMAST
nHbOpPMAIUI, HO U IPOUCXO-
JUT COOCTBEHHO B3aUMOJEM-
CcTBUE C KaIueHTaMu. B xoze ak-
THBHOTO TeJIeMapKeTHHra
MOKET MPOUCXOJNTD YBETOMIIE-
HUEe O TOW WIN WHOM aKIUU,
c6op 6os1e€e NOJPOOHDBIX JAaHHBIX
0 KJINEHTAX, IPOJAXKH ITO TeJIe-
¢pony. 3necr HaJO OTMETUTD,
YTO HYXKHO 00s3aTEJbHO (PUK-
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cUpOBATh UH(pOPMAIUIO, HA-
KOILIEHHYIO B MpPEABIAYIINE
6ecebl U MCIIOJIb30BaTh €€ B
JabHenneM, Toraa 3 eKTus-
HOCTB TeJIeMapPKETUHIA 3HAYU-
TEJIbHO HOBBICUTCSI.

AKTUBHBIN TeJIeMapKETHUHT
He3aMEeHUM, KOTJJa CTOUT 33a/1a-
4a co3JaTh 6oJee MoJpPOGHYIO
6a3y AAHHBIX CyIIECTBYIOINUX
KJIMEHTOB JIs BRICTPAMBaHUSA C
HUMU JIOJTOBPEMEHHBIX OTHO-
IIEHUI, PACCYUTAHHBIX Ha (hOP-
MUPOBAHUE IPOYHOU JIOAITHHO-
crtu. Korga Hy>XHO BBISICHUTH
HPEANOYTEHHSI M CKIOHHOCTH
KJIMEHTOB, HET HUYETO JyYlIIle,
9YeM CIIPOCUTH 06 3TOM y HUX
camux. [pamoTHO paspaboran-
Hasl aHKETAa [O3BOJIUT aKI€HTU-
poBaTh BHIMAaHUE oTpe6ure-
JIsl Ha 3aMHTEPECOBAHHOCTHU
KOMITAHUU B JUYHOCTHBIX, HC-
KPEHHUX OTHOIIEHUSX C HUM,
MOJYEPKHYTh UHTEPEC K €ro
BKyCaM M IIOTPEOHOCTSM, 2 3a-
OJTHO TIOJTYIUTh HYKHYIO MH(POP-
MAaIIo.

Tax:xe akTUBHBIA TeaeMap-
KETHHT MOKET UCIIOIb30BaAThCS
KaK JaCThb IPOT'PaMMBI ITO TTOJI-
A€ PAKAHUIO JOSTTBHOCTH CyIIie-
CTBYIOIUX KJIMEHTOB, KOI/Ia B
Xo/ie 063BOHA OHU YBEJTOMJIS-
IOTCA O MPOBEJCHUU AKIUH,
PO3BITpBHIIIE IPU3OB, JOIOJI-
HUTEJbHBIX BO3MOXKHOCTAX
MOJTyIUTDh CKUJKY UIU GOHYC.
Eme onna Basknas pyskums re-
JIeMapKEeTHHIa — aKTHUBHBIEC
npojaxu 1o teaedony. B arom
cJIygae O6BIYHO Pa3AEIAIOT pa-
60Ty 110 063BOHY 6a3BI JAHHBIX
[MOTEHIUANbHBIX KIUEHTOB U
HEIOCPEACTBEHHO ITPOJAXKM.
CHavaia uget 063BOH «XOJIOJ-
HOTO» CITHCKA, TIOCJIE KOTOPOTO
MOJIy9aeTCsi 6232 JAHHBIX C «Tell-

JBIMU» KOHTaKTaMu. Ee oTnaior
Ha paboTy cHeruagIncTaM 1o
IpojakaM, KOTOpbIE, OPHEH-
THPYSACHh HA IOJY4YEHHYIO IIep-
BUYHYIO NTH(OPMALHIO, AHAIN-
3UPYIOT MOTPEe6HOCTH
KJIHEHTA, IEMOHCTPHUPYIOT €My
BBITOJIbI, IIOJy4aeMble OT I1O-
KYIIKU 1 IIOABOJSAT K IPUHSATUIO
MTOJIOKUTEIBLHOTO PENCHUSI.

3HaYNTETbHOE TIPEUMYIIe-
CTBO TeJIe(DOHHBIX KOHTAKTOB C
IOTPEOUTEISIMUA B TOM, YTO OT-
CJIEKUBATH PE3YIBTATUBHOCTD
Ak 1 BHOCUTH HEOOXOIU-
Mbl€ U3MEHEHUS MOXKHO IIpaK-
Tu4ecku HemeneHHo. Cxop-
PEKTUpPOBATH Teae(pOHHYIO
aHKETy 3aliMeT IoyJaca, B TO
BpeMs KaK OTI€YaTaHHBbIE Ma-
TepHUaIbl IJIs1 IOYTOBOH pac-
CBUIKMA U3MEHUTBD YK€ HE IOJy-
YUTCS.

Baknast cocTasasionas u-
PEKT-MapKETUHITOBOM KaMIla-
HIU — (PUKCATINS 0MKAUKO8 TNO-
mpebumeneti. Ilomydaaremnio
JOJK€H OBITh IPEeXOCTaBICH
OBICTPBII U HOHATHBII CIIOCO0
JTOHECTH CBOIO PEAKIIHIO /IO OT-
MpaBUTENs, BEIPA3UTh CBOE
MHEHHE, OOBSICHUTD, IIOYEMY
€ro 3aMHTEPEeCcOoBaJIO MJIH He
3aMHTEPECOBAIO JaHHOE 00pa-
menue. Jlasaiite paccMoTpuM
Tenepb, KaKue CIIoco6bl 06pat-
HOH CBSI3U CYIIECTBYIOT 1 KAKHe
32J1a91 OHU IIPU3BAHBI PEIIATh.

B nepsyio ouepean 3TO me-
JaTHbIE BO3BpaTHbIE (hOPMBI:
BCEBO3MOXHBIE KYIIOHBI, AaHKE-
THI, 3a5IBKHM HA TOBAp, IOJIyJae-
MbIE€ OT MOTpE6GUTEEH 1O To-
yre, e-mail vwim mmuno. O66IYHO
K TaKHM BO3BPaTHBIM (popMaM
pUGETAIOT, KOT/A C TOMOIIBIO
JTVPEKT-MAPKETUHTOBBIX HHCT-
PYMEHTOB PacCChLIAIOTCS IPEX-

JIO>KEHUS IPUOOPECTU TOT WU
HMHOU TOBap B GiIrDKaimeii nep-
CeKTuBe. 3aMHTEPECOBAB-
muiics NOTpeduTeIb IOATBEP-
JKJlaeT CBOK TOTOBHOCTH
BOCIIOJIb30BATHCS YCAYTaMHU
kommannu. [logo6HBIN KynoH
COAEPIKUT TAKKEe KOHTAKTHYIO
U IIPOYYI0 NH(MOPMALUIO O II0-
TpebuTrenae, KOTOpas MOXET
GBITH MCITOIH30BaHA JIJIsI TIOJIO-
TOBKHU MOCJIEYIOIUX IIPEJIO-
SKEHUI.

Jlpyroii BapuaHT, Korna c6op
BO3BPATHBIX OPM HAIIpaBIECH
Ha (popMUPOBAHUE WU PACHIN-
peHHe KINEHTCKOI 6a3bl, s
TOTrO 4YTOOBI IOTOM Ha €€ OCHO-
B€ BBICTPAMBATH JOJITOCPOU-
HbI€ IIPOTPAMMBI JIOSJIBHOCTH.
Hanpumep, mogo6HbIM 06pa-
30M IIPOMCXO/IUT MTOMIOTHEHIE
6a3bI TaHHBIX OTpedUTENCH
PSia CUTapeTHBIX MapoK: B 00-
MEH Ha 3aII0JIHEHHBIN KYIIOH 1
JIOKa3aTeJbCTBO TOKYIKHU (He-
CKOJIBKO OGEPTOK OT CUTAPET)
IOTPEOUTENDb MOIydaeT IpHU3,
KOTOPBII 1 IIOOYXKAAET €T0 OC-
TaBUTH CBEJEHUS O cebe.

CaMOCTOATENBHBIM CIIOCO-
60M (pUKCAIIUH OTKIUKOB KJIN-
€HTOB MOJKET CTaTb ropsadas
muansA. Takoit croco6 xopor,
KOTJIa IpejiaraeMasi IpojayK-
s TpeGyeT JOIOJIHUTETBHBIX
pasbsacHeHui. B xone Hu k
yeMy He O06SI3bIBAIOMMUX KOH-
CYJIBTALINA CO CIIEUATACTAMK
KOMIIAaHUUM NOTPEeOUTENDb He-
PEAKO IPUHUMAET PEIleHUE O
npuobperennu Topapa. Opra-
HU3aIMs TOpSTIel IMHUU TaK-
JKe CJIYKUT (POPMHUPOBAHUIO
JIOJITOBPEMEHHOM IPUBA3aHHO-
CTH KJIMEHTOB K yCJIyraM JaH-
HO KOMITAaHHH: ITO CIIPABOYHO-
My TesnedoHy nHOoTpedUuTeIb



MOJKET Y3HaTh HE TOJBKO O Xa-
PaKTEPUCTUKAX TOBApa, HO U
06pPaTUTHCS C BOIIPOCAMU B XOJI€
€ro DKCILIyaTalluy WX JJI ra-
PAHTUITHOTO U IIOCIETapAHTU-
HOTO O6Cay:xkuBaHus. Takxke ro-
pAYad JUHUSA MOXKET CTATh
XOPOIINM CPEJICTBOM OOparre-
HUS K DMOIUAM IOKyIaTeaei.
Hanpumep, TM «Ilencu» pery-
JIAPHO ITPOBOJMUT AKITUH 110 IOJ-
JEPIKAHMIO JTOSIbHOCTU CBOUX
norpeéuresnei, B Xoae KOTo-
PBIX C IIOMOIILIO ropsyYel iu-
HUU OHU (POPMUPYIOT XUT-TIA-
pan Ha
PaZAMOCTAHIINY WU MY3bIKaTh-

NONyAsAPHOU

HOM KaHaJIe.

Cuexyromuii crmoco6 yueTa
OTKJIMKOB IIOTpebureneu, o
KOTOPOM YXe€ YIIOMHUHAJIOCH
BBINIE, 3TO HHTEPHET-CAMT.
Kpurepuem akTUBHOCTH ITO-
TpebuTeNel MOXeT CTaTh Kak
4acTOTa IIOCEIeHUH caiiTa, TaK
U KOJIMYECTBO 3aKa3aHHBIX Ue-
Pe3 HETo TOBApOB, B 3aBUCUMO-
CTH OT TOTO, KaKyIO HArPy3Ky —
HpeaocTaBIeHne nH(popManum
1M 06€ecrieYeHre IMTPOJak — OH
HeceT. OZHOBPEMEHHO €O CIIpa-
BOYHOH MH(pOpManuei u 6;1as-
KOM 3aKa3a Ha caiTe MOKHO
MPEATIOXKUTD TOTPEGUTETIO 3a-
MOJTHUTH HEOOJBINYIO AHKETY,
TaK1M 06Pa3oM, UHTEPHET-CAlT
TOXE CIIOCOOCTBYET HAKOILIE-
HHUIO MHPOPMAMHA O TMOTEH-
IMIATBHBIX U CYIECTBYIONUX

®OPMbl KOMMYHUKALIUKU C KNNMEHTAMU B AUPEKT-MAPKETUHTE

kineHnrax. Kpome toro, B oT-
JICJTBHBIX CTy9assX HA UHTEPHET-
caiiTe MOKHO BBECTU DJIEMEHT
nepconanuzanuu. Hanpuwmep,
kommnauusi Hewlett Packard B
paMKax MpoTpaMMBbI IO MPO-
JBYDKEHUIO O60PYTOBAHUS IS
mevyaTu UM CKAaHUPOBAHUS B
CIIIA ocymecTBuIa 3JI€KTPOH-
HYIO PACCBUIKY, B KOTOPOI 6bLIa
ccpUIKa Ha caiit HP, c nepcoHa-
Jnu3upoBaHHbIM URL fd Kax-
JIOTO ITOJIyYaTEsL.

W HakoHelr, HOCJeTHUM, HO
He 110 3(p(PeKTUBHOCTH, CITOCO-
6OM yueTa peaKIHH IoJyJaTe-
Jeil AMPEeKT-MapKETHUHTOBBIX
obpamenuii apasgercs follow up
0063BOH, TO €CTb OBTOPHBIHI
003BOH IOJIyyaTeIeH APECHON
pacceLiku. PPEeKTUBHOCTD
Jollow up o63BOHA GaszupyeTcs
Ha TOM, YTO MHOTHUM CBOM-
CTBEHHO OTKJAJbIBATDH B JOJI-
TUi SIUK OTIIPABKY BO3BPAT-
HBIX (pOopM UAU 3BOHOK B
KOMITAaHHIO, JaKEe €CIH ToBap
3amHTepecoBasl. Takum ob6pa-
30M, IOBTOPHBII 3BOHOK I103BO-
JIIET KOMITAHUU HAIIOMHUTDH O
cebe U CBOUX MPEIOKCHUAX,
HPOSIBUTh UHTEPEC K PEAKIIIH
IoJy4aTesi, CTUMYJIUPOBATh
€ro K KOHKPETHOMY OTKJIHKY
WJIN Y3HATH IPUYIHHBI, TI0 KOTO-
PBIM OH HE 3aUHTEPECOBAJICS.

JMpeKT-MapKeTUHT Ipeia-
raeT MHOToo6pazne PopM KOM-
MYHHUKALUHA C KIACHTAMM, KakK-

Jlasg U3 KOTOPBIX MOXET OBbITD
TBOPYECKHU IIEPEOCMBIC/IEHA B
COOTBETCTBUU C IEJISIMU KOMITa-
Huu. boiee Toro, fupexT-mMap-
KETUHTOBbI€ HHCTPYMEHTBI HE
IIPOCTO MO3BOJIAIOT HAATU IOJI-
XOJ1 K KOKJIOU LieJIeBOM rpymnie,
HO U NOJY4YUTb KOHKPETHbIE
PE3Yy/IbTAThl IPOBEJEHHON aK-
MU, KOTOPbIE CTAHYT OCHOBOM
JaJIbHEUIIIEro B3aMOACICTBUS
C KJINEHTAMU.

Henpsst 3a06b1BaTh, 4TO AJIS
3¢ PEeKTUBHON pabOTHI HEO-
CTATOYHO IIPOBEIEHMS JUPEKT-
MapKeTUHIroBou aknuu, M
JOJKEH ObITH COCTABHOM Yac-
TBIO KOMNAEKCHOU KAUECHMCKOU
noauwmuxy KoMmrnaauu. Jupext-
MapKEeTUHIOBasl aKIUs — JIUIIb
TAKTUYECKUU BJIEMEHT OOIIEN
CTpaTeruu, KoTopas JOJIKHA
BKJIIOYATD B ce6s1 06paboOTKy U
AHAJIM3 IIOJTY9CHHBIX JJAHHBIX, 1
AKTUBHOE UX HCIOJb30BaHIUE
JUI TIOJ/le PAKAHU S JIOSAILHOCTH
KJIMEHTOB, IIPOrHO3UPOBAHUS
UX IOTPEOHOCTEN U IOJTOTOB-
KU MOCJIEeAYIOIHUX IPeIIoxKe-
HUM.

AsTOp:

Cadoscruut /lenuc

Ienepanvrvui dupexmop JIM-aeerm-
cmsa «Hmudxcaaun-lopauue au-
HUU» KOMMAHUL

I'bynnw
Imageland.
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