Anexcanap MAKAPOB

KOHCAJITUHI

®OPMHUPOBAHME K/IMEHTCKOIrO KANMMUTAJIA NPEANPUATUA
HA OCHOBE MAPKETHHIA B3AMMOOTHOLWEHMUH

H3BecTHO, YTO GOJIBINAS YACTh
PECYPCOB KOMIIAHUU B Pa3BU-
TBIX CTPaHAX UMEET CEroJHHd
HEMAaTEepPUATbHBIA Xapakrep'.
Tak, ecsiu B Hagaste 80-x rr. 62%
VMHBECTUIUN B aMEPUKAHCKON
MPOMBIIUIEHHOCTH HAMTPABJISUIOCH
Ha NPHOGpPEeTEeHNEe MATEPUAh-
HBIX IIeHHOCTEeH, TO B 1992 . —
38%,aB 1999 1. — ToaBKO 16%2.
C 1991 r. npeanpusarua CIIIA
PaCXOAYIOT GOJIBIIIE CPEACTB HA
obopynoBaHUe IO OOpPabOTKe
nH(poOpMaIUH, YeM Ha IIpoJdee
obopynosaHUe, HH(pOpPMAIUI
3aMEeHsIEeT COGOU MaTepuab-
HbI€ TOBAPHBIE 3aIACHI, A 3Ha-
HUs1 6epyT Ha ce6s1 POJIb OCHOB-
HBIX POHJIOB.

9T (PaKTHl HAIUIL OTPaKe-
HUE B POCTE BHUMAHUS TEOPe-
THIKOB 1 IIPAKTHKOB YIIPABICHUS
K TaK Ha3. «THTEJUICKTYTbHOMY
Karurtaty»® opranusarun. Oc-
HOBOIIOJIOKHUKU KOHIEITIIUU
MHTEIIEKTYIbHOTO KalTaaa
AABUHCCOH 1 M3JIOYH OTHOCAT
K HEMY 4€JI0BEYECKHUIT KAITUTAI
(3HAHUSI, HABBIKY, MOPaJIbHbIE
IEHHOCTH IIEPCOHATIA, KYJIBTypa
TPyAa) U CTPYKTYPHBII KaIu-
TasI (HOy-Xay, OPraHHU3aIOHHAS
CTPYKTypa, MATEeHThI U TOPTo-
BbI€ MAPKH, OTHOIIEHUS C KJIU-
enramn )*. Cuuraercs, 4To UH-
TEJJIEKTYAJIbHBIM KaIMUTaJ
HIpeJCTaBAsIeT CO60M KOPHHU

C NOTPEBMTENAMH

COBPEMEHHOI KOMIIAaHUU, U
TOJILKO OH IIPUT'O/IE€H JIJIsI OLI€H-
KI COBPEMEHHOIO IPOU3BOJI-
CTBA, MEHSIIOIIETOCS HACTOJIBKO
OBICTPO, YTO CYJUTD O IOJJINH-
HOM CTOMMOCTH IPEAIPUATUS
MOY<HO TOJILKO II0 TAJIAHTY €T0
Pa6OTHHUKOB, UX IIPEJAHHOCTH
JieJTy 1 Ka4eCTBY UCIIOIb3yEeMbIX
MU OpyAui Tpyaa’.

Mgl B gasbHeNIEM CKOHIIEH-
TpUpyeMcs Ha MeTogax (popMu-
POBAaHMS U OL€HKH KJIMEHTCKO-
ro KanuTaja, IoJ KOTOPBIM
ITOHUMAIOTCS YCTOMYMBLIE B3aU-
MOOTHOIIEHUS C IPUObUIbHBIMU
KJINEeHTaMH. TpaauImoHHO BbI-
JEJISIIOT TaKHue 3JIEeMEeHTbI KJIH-
€HTCKOTI'O KalluTa/Ia, KAK 3HAHUE
o morpeburene, OpP3HJIBI,
UMIJDK (PUPMBI B IIEJIOM U T. [I.;
Ha BEJIMYUHY KTMEHTCKOT'O KaIlu-
Tajla BJUSET YUCJIO KINEHTOB,
OXUJA€MBIA JUCKOHTHUPOBAH-
HbBIN YUCTDBIH JJOXO/I OT KAKOTO,
JIOSUTBHOCTb KJINEHTOB.

OueBUAHO, YTO BEJIUYUHA
KJIMEHTCKOT'O KaIluTaJIa OpTraHu-
3AI[1H PEMIAIONTIM 00 PA30M 3aBU-
CUT OT KQueCTBa €€ MAPKETUHIO-
BOM jgesaATelbHOCTU. B 3TOl
CBSI3U BA)XHO OTMETUTH, 4YTO
COePXKAHNE MAPKETUHIOBOU
KOHIENIIUU  yHOpaBJI€HUS
NpenpusiTUeM MEHSAETCHA C
TeueHueM BpeMeHu. B mocie-
JHHE JeCATUIeTUS IPOU3O0NI-

JIO CYIECTBEHHOE U3MEHEHUE
YCJIOBHI GM3HECa: HAGTIOAAETCST
Pa3MbIBAHME IPAHUI] PHIHKOB 1
X (pparMeHTHUpPOBaHUE, OBICT-
poe U3MEeHEHNE MOTPEOUTED-
CKOTO NOBEAEHUSA, POCT KPU-
TUYHOCTH TMOTpebuTene.
IToTpebuTenn meperpyxaer-
ca mHpOpMaAIEH, pacTymmas
HEOIPEJEeJeHHOCTD, CBA3AH-
Has C BBIOOPOM TOBApPOB, BbI-
3BIBAET Y KJIHMEHTOB HEJOBE-
pHe€ U 3aIIUTHOE ITOBEJEHUE.
IIpu oTHOCUTENBHOM CHMXKE-
HUU IPOU3BO/ICTBEHHBIX 3aT-
PaT KOMMYHUKAITMOHHbIE 3aT-
paThI pacTyT, IPUOOGPETEHNE
HOBBIX KJIHMEHTOB OOXOIUTCS
Bce gopoxke. OpueHTanus Ha
OTJEIbHbIE TPAHCAKITUN OKA3bI-
BAETCA B 3TUX YCJIOBUAX HEJO-
CTaTOYHO 3P PEKTUBHOMI CTPaA-
TEruel, Tak Kak Ha PBIHKAX C
OCTPOI KOHKYPEHIIEH pacxo/ bl
HAa ITpUBJICYEHNE HOBBIX IIOTpPE-
6uTeIel HAMHOTO ITPEBBIMIAIOT
Pacxofibl Ha TO, YTOODI yAOBAET-
BOPHTD 3aIIPOCHI YK€ CYIIECTBY-
IOIUX KJIMEHTOB. Jlorocpodnbie
YCTOHYIMBBIE OTHONICHUS C KJIN-
€HTAMU CTAaHOBATCA HEOOXOM-
MOH NpPEeANOCBIIKON yclexa
MIPENPUATHS HAa PBIHKE, IPH-
yeM OIleHKa IIPOJiaBlia IOoTpe-
6uTeseM B paMKax 3TUX OTHO-
HMEeHUNA OCYIEeCTBASETCA HE
TOJILKO Ha 6a3e KauecTsa IIpo-

' Crioapt T. UntennektyansHbiit kanutan, 1999. C. 376.

2Daum J.H. Intangible Assets. Bonn: Galileo Press GmbH. 2002. P. 17—19.
3B QHrAMMCKOM TEPMUH KMHTENNEKTYANbHBIA KAMMUTAN» COCTOMT U3 TPEX SNIEMEHTOB — NIATMHCKOE KMHTEPY», YTO O3HAYaeT
«MeXAy», «NeKTMO», O3HAYAIOLLEE KYTEHWE, MPMOBPETEHHOE 3HAHME», U KKAMUTANY, YTO O3HAYAET «obLas cymman.
Takum 06pa3OM, MOHATHE KMHTENNEKTYANbHBIMA KAMMTAN» O3HOYAET OCHOBAHHbIE HA CBS35X CTPYKTYPMPOBAHHbIE 3HAHMS
1 cnocobHoCTH, obnagaioLpe NOTEHUMANOM PA3BUTUS U CO3AAHUA cToumocTU. CM.: Tam xe. P. 152—154.

“3gsuHccoH J1., Manoyn M. Untennektyansheit kanutan. 1999. C. 434,

5Tam xe. C. 447.
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JYKTa U €ro IIeHbI, HO U B Iie-
JIOM Ha OCHOBE KOMIIETEHTHOC-
TH IPOJABIA B PENICHUH IIO-
TPeOUTENBCKUX TPoGIeM’.

ITo aTiM npuYMHaM B pa3Bu-
TBIX CTpaHax B riocaeaaue 20 et
OTMEYATIOCh OBICTPOE Pa3BUTHE
KOHIIEIIIUY MapKEeTHHTa B3au-
MOOTHOMIEHUI € IOTPEOUTES-
mu’ (CRM, Customer Relationship
Marketing)®, koTopast mpuxo-
JUT HAa CMEHY KJACCUYECKOMY
TPaHCAKITMOHHOMY MapKETHHTY.
Comracuo xounennuu CRM, oc-
HOBHBIE YCHJINS MPEJIPUITUSL
JOJKHBI HAIIPABJIATbCS HE Ha
KPaTKOCPOYHBIA Pe3yabTaT
KOHKPETHOH CJIeJIKH, a Ha yCTa-
HOBJIEHIE OTHOIIEHUH C IIOTpe-
6uTeseM, IPUOLUIBHBIX B JOJI-
rOCpPOYHOM IUTaHe. MapKeTHHT
B3aMOOTHOIIECHMI C(hOKYCHPO-
BaH HE HA AHOHMMHOM PBIHKE, a
Ha OTHOHICHUSX C KOHKPETHBI-
MU KJIMEHTAMH, C YIETOM UX
crernuuIecKux MoTpeGHOC-
TEeH U1 JKeJAHUM; eTo 11eJIb — JT0JI-
TOCPOYHOE 3aKpeIUIEHUE KJIU-
€HTOB 32 IMPEANPUATHEM, UTO
JOJKHO OOECIIeYNTh YCTONIH-

BOCTh KOHKYPEHTHBIX IIPEHIMY-
IECTB 1 YCIEX IPe/IIPUATHA Ha
pbIHKe’.

ITo moBoay posut MapKeTHHTa
B3aMMOOTHOIIEHUI B Pa3BUTHI
TEOPUU U IPAKTUKH MAPKETHH-
ra MHEHUS CIIELUATICTOB pasje-
swmce. HexoTopsle mapkeTosto-
T TOBOPSIT O CMEHE ITaPa/IrmMbl
MApKETHHIA ([IPU 3TOM IIOHATHE
apajgurMbl OOBIYHO YETKO He
onpepnessiercst) . Jlpyrue He Bu-
JSIT B MAPKETHUHTE€ B3AUMOOTHO-
HMICHUI IPUHIAINMAIBHO HOBOMU
xoHuenrmu''. C Toukn 3peHns
Kyna, Teopust TOJIBKO TOT/Ia MO-
JKET CUUTATHCS [APATUTMOI JUIsT
olpe/ie/IeHHOM HayKH, KOT/a Ha
ee 6a3e MOTYT OBITh OO BICHEHDI
BCE BO3MOJKHbBIE BAPHAHTHI ITPO-
SIBJICHHUSI COOTBETCTBYIOIIEH Ha-
YYHOU AVCIATUIMHDL, K HOBOM ITa-
pagurMe BBIJBUrAETCA [JBA
OCHOBHBIX TPEGOBAHUS: TOJHO-
Ta ¥ HOBU3HA PELICHUS NIMEIO-
muxcs npobieM. AHAIN3UPYS
MApKETHHI' B3AUMOOTHOIIEHUI
C DTOW TOUKU 3PEHUS, HEJIb3sI He
3aMETUTD, YTO CBA3AHHbIN C HUM
Hay4JHBII porpecc B 06JacTH
(popMupoBaHUA MapKETHHIO-

BBIX CTPATEruil BeCbMa CKpO-
MEH, 2 TpeGOBaHNE TeHEPAIN3a-
LMY TaKKe He BBIITOJIHSETCSL.
Posib MapKeTHHIa B3aMOOT-
HOLIEHUH JUIS IIPEAIPUSTUS
3aBHCHUT OT ABYX OCHOBHBIX
(paxTOpPOB — OT 3HAYECHIS KIU-
€HTa JUIsI IPO/IABIIA U OT 3aMH-
TEPECOBAHHOCTU KJIUEHTA B
JOJTOCPOYHBIX OTHOUICHMUSIX.
TpaHCAKIIMOHHBII MapKETHHT
[O-IIpesKHEMY GoJIee IPUTOeH
JUISI CUTYaIlnii, KOTAa KOHKPET-
HBII KJIMEHT HE UMEET 0COOOro
3HAYCHMS JUIS TPOJABLIA U 3ANH-
TEpPECOBAHHOCTDb KIMEHTA B
JOJITOCPOYHBIX CBS3SIX HI3KA'?,
MapxkeTHHT B3aNMOOTHOIIIE-
HUI BKJIIOYAET UHCTPYMEHTSI,
[IO3BOJISIIOIIE CTPOUTD H/[UBI-
JYaJIbHYIO Pa0OTY C KOHKPETHBI-
MM KJIMeHTaMU. B gacTHOCTH,
PaCIIpOCTPaHEHbI CICAYIONIIe
IOJIXO/bL: COBMECTHAS C KJINEH-
TOM pa3paboTKa IPOJYKTA, UH-
AVBUIyJIbHbIE IPEIOKEHII,
0COGBIe CTAHAAPTHI KAYECTBA U
CepBUCa, JOIOJHUTEIbHBIE YC-
JIyTH, TAPAHTHUU Ka4eCTBA, UH-
AVBUIyaTbHBIC TEXHUYECKHE
CTAaHAAPTHI, BKIIOUYCHHBIA B

¢Kunze K. Kundenbindungsmanagement in verschiedenen Marktphasen... P. 4.

7 Astopcteo koHuenumu npunucsisaetcs J1.J1. beppu (L.L. Berry, cootsetcteytowas pabota onybnukosana e 1983 r.) —
cM.: Backhaus K. Relationship Marketing... P. 22. Tema ycToiunBocTH OTHOLWEHMI NPOAABLL M NOKYNATENS M3Yy4AETCs C
Havana 20-x ropos, koraa KonensHg (Copeland) vccneposan nostopHbie nokynku mapok. Jacoby u Kyner B Hauane
70-x ropos nopgeny 3KCnepMMEHTANbHbIE OCHOBbI MOA, MCUXONOTMYECKME MCCNEROBAHMS NOSNbHOCTM KIMEHTOB.

8 Heo6xopnMmo pasnnuatb cobcTBEHHO MApPKeTHHr B3aumooTHolweHun (Relationship Marketing) u mapketunr
B3aumooTHolweHun ¢ knmentamn (CRM, Customer Relationship Marketing). MapkeTuHr BzaMmooTHoweHnit — Gonee
LWIMPOKOE MOHSTUE, KACAIOWEECS BCEX IPYNN BAMSHUSA HO NpeanpusTMU (He Tonbko noTpebutenei, HO U paboTHUKOB,
OKLMOHEPOB, KPEANTOPOB M T. A.). B HeMeukol nutepaTtype wupoko mcnonbsyetcs Takxke nonstve Kundenbindung
(6ykBanbHbIM NnepeBos, — NPUBA3bLIBAHME, MPUKPEMNEHUE KIMEHTOB); 3TOT TEPMMH MOAYEPKMUBAET HAMPABAEHHOCTb
MApPKeTMHra B3AMMOOTHOWEHUH — GOPMUPOBAHME YCTOMUYMBBLIX CBS3el C KnneHTamu (cm.: Bruhn M., Homburg C.
Kundenbindungsmanagement... P. 8).

? Bruhn M. Relationship-Marketing: Das Management von Kundenbeziehungen... P. 4—5. Cywectsyior MHOrHe
MCCNeaoBaHMs, AOKA3biBalowme 3¢ HEKTUBHOCTL OPUEHTALMM HO 3AKPENNeHHe KnneHToB, ocobeHHo B chepe yenyr. bpyH
NPUBOAMT [AHHBIE, COTNACHO KOTOPbIM CHUXEHWE OTTOKA KineHToB Ha 5% BegeT K pocTy npubbinu B Toprosne Ha 85%, B
crpaxoeanuu Ha 50%, B asTocepeunce Ha 30% 3a 5 net. bpyH npueoanT NprMMep aMepUKAHCKOro NpeanpusTHUs B 0bnacTtu
HUHOHCOBOro KOHCYNBTUPOBAHMS: HA BTOPOIA FOA, CBSI3M € KIIMEHTOM TPOHCAKLMOHHBIE 3aTpaThl cHKatoTest Ha 60%.
19Backhaus K. Relationship Marketing... P. 29.

" Meffert H. Kundenbindung... P. 119.

12Backhaus K. Relationship Marketing... P. 32.



®OPMUPOBAHWE KJIMEHTCKOIO KAMWUTAJIA NPEANPUATUS HA OCHOBE MAPKETUHIA BBAMMOOTHOLUEHWW C NOTPEBUTENIAMU

CTOMMOCTD CE€PBHC; IICHOBBIE I'a-
paHTHH, (OPMUPOBAHNIE TIEH B
3aBICHUMOCTH OT Y/IOBJIETBOPEH-
HOCTHU KJIMEHTA, CUCTEMBI CKU-
JOK 11 60HYCOB, tud pepeHnpo-
BaHUE IIEHbI, PEKOMEH/IAITHH ITO
II€HaM, yCJIOBHS (PUHAHCHPOBA-
HUS, IIEHOBBbIE PEKOMEHIAIIY;
HoCeleHne MNpeJupuaTHil,
3JIEKTPOHHAS IPOAAKA, OHJIAIH
3aKa3bl, TPOJIAKA ITO KATAIOTaM,
HpsiMas IOCTaBKa, A0OHEMEHT-
HO€ 00CITy>KUBaHHE, BBIGOP y1006-
HOTO ISl KTHEHTOB MECTOPACTIO-
JIOXKEHUIS.

Ocob6y10 posib B MAPKETHHT€
B3aMMOOTHOIIEHUI UTpaeT
KOMILIEKC MHCTPYMEHTOB IIPO-
JBVKEHUS TOBApA: KIACCHUIEC-
Kas npsAMas pexuama (pexiam-
Hbl€ IHCbMA, HPOCIEKTHI,
KaTaJIOTH, CIIENUaIbHbIE MTPE-
JIOKEHUS); KIyO KJINEHTOB
(k1yOGHBIE KAapThI, KIyOHBIE
XKYPHaJIbI, Y4aCcTHE BO BCTpPeE-
YJax, IPeATOXKEHUsS IS yJIacT-
HHUKOB KJy0a M T. JI.); HOBBIE
cpejcTBa MH(MOPMALUH, MyJIb-
tumenua (MHTepHeT, a1eKTpon-
Has II0YTA, 3JEKTPOHHAS KOM-
Mmeprus, paxc, C/l, nruckeTsr 1
T. JI.); MAPKETHHT MEPOIIPUATHIA
(Event) (moxiaajsbl, CEMUHAPBI,
CIIOPTUBHBIE MEPOIPUATHS,
KYJIbTypPHBIC MEPONPUATHUS,
IPE3EHTALUU, JHU OTKPBITBIX
ABEpel U T. A.); TeaedoH («ro-
pAYas TUHUS», TPEII0KEHIE
TOBApA, MpEIOKEHNE NHPOP-
MaIiH, JOrOBOPEHHOCTD O BU-
3UTE K KJIUEHTY, IIPEJJIOKEHNE
TOTOJHUTEIBHBIX U CEPBUC-
HBIX YCJIyT, KOHTPOJIbHBIE 3BOH-
KW U T. JI.); JAYHbIE KOHTAKTBI
(IoceneHye KJIMEHTOB, BLICTAB-
KW 1 IpMapKU, KOHCYJIBTHPOBa-

HIUe KJIMEHTOB, paboTa ¢ peKa-
MaIsiMU 1 KUT00aMU U T. I.);
CTUMYJINPOBAHNE COBITA U TIPO-
YUe CpeACTBA KOMMYHHUKALIIH.
Bosbmoe 3HaueHue B Mapke-
THUHTE€ B3aMOOTHOIIEHUI NMe-
€T (hopMUPOBAHHE U HCIIOIb30-
Banue 06a3 JaHHBIX IIO
KJIMEHTaM, KOTOPbIE BKJIIOYAIOT
aIpeCHYI0 MH(OPMAITHIO, ICTO-
pHIO COTPYAHUYECTBA, Tpebo-
BAHUSA 1 THTEPECDL.

OuneHUTHh BIUSHUE MapKe-
TUHTa B3aUMOOTHOIIIEHUN HaA
BEJIMYMHY KJIMEHTCKOTO KaIlu-
TaJIa JOCTATOYHO CJI0KHO. J{1st
YIPABJICHUSI HEMATEPUAIbHBI-
MH pecypcaMu B IPHUHITHIIE
IOKa HeT HaJ[eKHOTO UHCTPY-
MEHTA U3MEPEHUs U ydeTa.
PuHaHCOBBIE IOKA3AaTEIN OTKA-
3BIBAIOT IIPU OIl€HKE HEMATEPU-
ATBHBIX PECYPCOB (B T. 4. KIH-
€HTCKOro KanuTazia)'®, Tak Kak
3TH PECYPCHI PEAKO HAIIPSIMYIO
BJIMAIOT HA JOCTUXKeHue pu-
HAHCOBBIX IleJIel, X IIEHHOCTh
TECHO CBSI3aHA C CUTYallMOH-
HBIM KOHTEKCTOM, CO CTPaTEeTH-
€i1, B OTHOM CUTyalliil OHU FIME-
IOT BBICOKYIO II€HHOCTb, B
JPYyroil — HUKaKOU IIEHHOCTH.
HemaTepuanpHble aKTUBBI
IIPE/ICTABJISIIOT COOOI MOTEHITH-
aJI, HO YaCTO HE NUMEIOT OObEK-
TUBHOI PBIHOYHOI CTOMMOCTH,
JUISl MX IIEPEBOJA B PLIHOYHBIE
IEHHOCTU HEOOXOAMNMBI CITEIU-
aJbHble OPTAHU3ALUOHHDIE
IIPOLECCHl; TAaKHU€ aKTUBBI
OOBIYHO HE ITOIAI0TCS BhIJEIIe-
HMIO, OT/IEJIEHUIO OT JPYruX aK-
THBOB 6€3 TOTEPU CTOUMOCTH,
UX KOHKpPETHas poJb B CO3Ja-
HHUU CTOMMOCTH OIIpEJeIsAeTCs
€ 6OJIBIINM TPYAOM.

Jlisg OlleHKU BIUSHUS Me-
ponpuUATHIT MAPKETHHTA B3au-
MOOTHOIIIEHUH Ha KJINEHTCKUIA
KaImuTaJI OPraHu3ari Heo6Xo-
JIIMO Y4€CTb, 9YTO OHO UJAET IO
MHOTYM HarnpasJeHIsM. B gact-
HOCTH, CJIEAYET BBIACIUTH 3(-
(pexT coxpaneHns OTHOIIEHUI],
BO3HMKAIOIIUI B PE3yJIBTaTe CO-
BEpIIEHUS IIOBTOPHOM ITOKYITIKU
MIOKyIIaTesIeM, paHee y:Ke IpH-
OOpPETABIINM TOBApP M 3aBHUCH-
M OT U3MEHEeHUs KO3 pUIy-
€HTAa YAOBJETBOPEHHOCTH
nokynarenei; agpdexr naTen-
cuuUKanuy OTHOIIEHUH, IIPO-
SIBJISIIOIIUIICS B YBETMYEHIH KO-
JINYECTBA 11 0O'bEMa «CMEKHBIX»

MTOKYIIOK; 3 (peKT KOMMYHHKa-
MU MEXAY KIMEHTAM.

OnHY U3 METOJUK OI[€HKU
BJIMSTHUSI MAPKETHHTA B3aUMO-
OTHOINEHUN HAa KINEHTCKUI
KaIHUTaJI ODPEeJIPUATHSI MBI
paccMOTPUM Ha IpHMepe peru-
OHAJILHOUM KOMIIAHUM — JHJIe-
pamo npoaake aBTOMOGHIEH.
B paMkax pa3sBUTHS MApKETHH-
ra B3aIMOOTHOIIEHUH Ha 3TOM
IpeANpUATUN ObLIA CO3TaHa
6a3a JaHHBIX IO KJIUEHTAM
(®PHO, anpec u TenedoH, jaTa
POSKACHUS 11 CEMETHOE ITOJIOKe-
HI€, X006H, ICTOYHUKN UH(DOP-
Maruy, paKTopbl BBIOOpa aBTO-
CaJIOHA, JJaTa MPUOGPETEeHUS
ABTOMOOWISA, JAHHBIE ABTOMO-
OIS, yIOBJICTBOPEHHOCTD KaUe-
CTBOM TOBapa M OOGCTY>KUBAHMS,
HaMepeHHe MOJJEePKUBATD CO-
tpysardectso, PO u renedo-
HBI JIAIT, KOTOPBIM MOKHO OBLTO
OBl IIOPEKOMEH/[OBATh ABTOCA-
Json). Kpome Toro, corpyanrkam
ABTOCAJIOHA, KOHTAKTUPYIOIINM

3Cm.: Kaplan R.S., Norton D.P. Die strategiefokussierte Organisation... P. 60.
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C MOKYIATESAMU, Ipe/JIaraeT-
Cs1 3aTIOJTHATH PE3IOMeE O BCTpe-
yax. CucreMaTusupoBaHHAA
nH(pOpMAIUs O KIUEHTAX H3Y-
YaeTCs U AHATU3UPYETCS Me-
HEJPKEPOM IT0 MapKETUHTY.

JI1st TOro 4TO6HI OTHOIIEHUS
C KJIMEHTOM OTPaKAINCH B UH-
(popmarmonHoli 6a3e B MOJHOI
Mepe, HeOOXO0/IMO COCTaBJIE-
HUE pe3ioMe O BCTPeUax ¢ HUM
U BeJCHUE UCTOPUU KIHEHTA.
K sTo0i1 pa6oTe KOKHBI OBITH
MPUBJICYEHBI BCE COTPYJHUKHI
kommanuu. Kaxaeiit corpya-
HUK I10CJI€ KOHTAKTa C KINEH-
TOoM (MM B KOHIlEe paGodero
JHS) 3aIOJHAET MO KAKJIOMY
MTOKYIIATeTIo (POPMY, B KOTOPYIO
PEKOMEH/IyeTCsI BKIIOUUTH CJIe-
ayomue nyHkTol: PO, naTta
KOHTAKTa, IPUYMHA KOHTAKTA,
KpaTKoe ONHCaHNe KOHTAKTA,
BOIIPOCHI, BO3HUKIINE B IIPO-
1ecce, MpeJIoXKeHHbIE CIIOCO-
6b1 paspemeHUs (JaHHBIE
OOBICHEHUS ), UTO SIBIJIOCH pe-
3yJIbTATOM B3aMMOJI€HICTBUSA
(pemeHue BbIOPATH OmIpee-
JIEHHYIO KPEAUTHYIO CXEMY FIIN
MOJIeTh ABTOMOOWIISI, YCTAHOB-
Ka IOIIOJIHUTEJIbHOTO 060PY/10-
BaHU, yCTPAaHEHHE HETIOJIAKH,
PEKOMEHIAISA OOPATUTHCS Ha
CTaHITIIO TAPAHTHITHOTO 0OCITy-
JKUBAHUA U T. I.), ”H(POpMALN
JINYHOTO XapakTepa (Kacaoma-
SICSI aBTOMOOWIISI, CEMbH, X00-
61, COOBITHII B MUpE U T. II.),
OIIEHKA CTEIEeHHU YAOBJIETBO-
PEHHOCTU KJIMEHTA KOHTAKTOM,
HaJII4¥e OT3BIBOB O IIPO/IETIaH-
HOH paboTe, BEIpAKEHUE OII-
peleJIeHHbIX HAMEePEeHHH, Ka-
calmuxcsa JaJbHeHUIero
B3aMOJEUCTBUS.

Jluist TOro 9TOGBI HU OJIUH CO-
CTOSBIINICS WU ITIOTEHIUAI b

HBIA KJIMEHT He UCYe3 U3 MO
3peHUI KOMIAHUM, KaXKIbIA
JI€Hb MEHEKEPY 110 MPOaKaM
HeOOXOAMMO BbISACHATD, KAaKUe
13 KJIMEHTOB TPEOYIOT €ro BHU-
MaHus ceroass. /s puxcupo-
BaHUS TOT'O, KAKME COOOIIEHMS
U KOMY PacChLIAINCh, A€JIAI0T-
Cs1 OTMETKU B 6a3e JAHHbIX KJIU-
€HTOB — B UCTOPHUH KAXKJOTO
KJIMEHTa, a TAK)KE B JHEBHUKE
PACCBLIOK COOOIIEHUH. DTOT
JHEBHHUK CO3JA€T OCHOBY JIs
€XKeHEBHOTO OOIIEeHUs C K-
edgramu. KianeHdTsl, He nMelo-
IYIe 3JIEKTPOHHOM IOYTHI, I10-
JIy4alOT COOOMmEHUsI PAKCOM.
Heckonpko pas B rox mpejia-
raeTcst IPOBOJAUTH PACCHIIKY
COOOIEHUI OOBIYHOM ITOYTOM.
C ee TOMONIBIO KJIMEHTAM J0C-
TaBJISIOTCS TAKUE MATEPHUATBI,
KOTOpPBIEC HEIb3d AOCTABUTH
APYTUM IyTeM, HAIIPUMEP, Ky-
OHBI HA ckuaku. Takum o6pa-
30M, Uepe3 YeThIpe KaHala —
TenedoH, Pakc, 3TEKTPOHHYIO
MOYTY, IOYTy — HOJAJEPKUBA-
€TCsl MMOCTOSHHBIN MOTOK WH-
¢dopmManum oT KOMIAHUH K
KJIVMEHTaM 1 O6paTHO.
B xauecTBe KOHKPETHBIX KOH-
TAKTHBIX MEPOIPUSITUAN MOXKET
OBITD MICTIOIB30BAHO CJIEAYIOIIEE:
¢ IIOCJIE IEPBOM IPOJAKU Me-
HEJJKEep CBSI3BIBAECTCS C
KJIMEHTOM, YTOODI I100J1aro-
JapUThb KJIMEHTA 32 COTPY/-
HUYECTBO U BBISICHUTH €I'0
MOYKETAHNSI;

¢ PacchUIKA O3/ PaBIEHUN
Ha (PUPMEHHOM OTKPBITKE
x HoBomy rogy u x jusam
POXKJIEHUSI KINEHTOB;

¢ KJIMEHTBI, KOTOPBIE OTJIO-
SKUJTA OTIPE/IeTIEHHYIO YCIIy-
ry Ha OyzAymiee, IOJy4aoT
CoOOIEeHne, HATIOMUHAIO-

€€ BOCIOJIb30BATHCS JJaH-
HBIM TIPEJIOKECHUEM;

¢ HOBUHKHM B ACCOPTUMEHTE
CJTy’KAT HPUYIMHOU JUISL pac-
CBhUIKM COOOIEHNI KIUEeH-
TaM, KOTOPBIE TIPOSBIISIOT
HMHTEPEC B 3TOH 061aCTH;

¢ COOOIEHN O CKUJAKAX Ha
aBTOMOOWIM, HA JOIOJHU-
TeJbHOE 06OpYyJOBAHUE U
YCIAYTH OTCBITAIOTCS BCEM
KJIMEHTaM;

¢ IIpe/UIOKEHIUE IIOCETUTh aB-
TOCAJIOH C IEJIBIO IOJyde-
HUSI JOIOJHUTEILHOIO I10-
Japka. B xauectse mosapka
PEKOMEH/YIOTCSI ITOJIe3HBbIE,
IIPaKTUIHBIE U3/IEJTHS, HECY-
mue MHPOPMAIUIO O JAH-
HOM aBTOCAJIOHE U Keja-
TeJIbHO CBSA3aHHBIE C
ABTOMOOGIUISIMH, HAITPUIMEP:
PAMKH JUISI TOCYAAPCTBEH-
HOTO PETUCTPAIMOHHOTrO
HOMEpa aBTOMOOGWIIS; Ha-
KJIeiKa Ha 3aJHEE CTEKIIO C
JIOTOTHUIIOM 1 aJIPECOM ABTO-
CaJIoHA; HAKJIEMKA Ha CTEK-
JIO — 3HAK IIPABII JOPOKHO-
ro aerkenus «[unpl» v
«Y4qe6HBI», KOTOPBIMU
IIOJIb3YIOTCSI BOAUTEIIH B CO-
OTBETCTBYIOIINX CHUTyaIU-
SAX U T. IL.;

¢ pacchUIKa MAHMATIOPHOU
KOIIVH [TPAIC-INCTA HA aBTO-
MOOMIN, TOMEIAIONIENC B
KOHBEPT, MOKHO OTIIEYa-
TaHHOU Ha (PUPMEHHOH OT-
KPBITKE MJIM IIBETHOM Gyma-
re. Kaxgomy kimenry
CIYCTS HECKOJIBKO MECSIIEB
6yJeT MHTEPECHO y3HATh,
CKOJIBKO CTOUT €r0 aBTOMO-
6IIb B HACTOSIIEE BPEMs.
Kpowme Toro, yunrtnisag mmo-
CTOSTHHBII POCT II€H Ha aB-
TOMOOGILIN, 3TO, CKOpee BCe-
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ro, BbI3OBET IIOJOKUTEND
HBbIE 5MOIINU, KOTOPBIE KITH-
€HT CBSDKET C JAHHBIM aBTO-
CaJIOHOM,;

¢ U3J[aHNE JIUCTKA HOBOCTEM
JUIS KTMEHTOB (Hampumep,
O IPEACTOSIIIEM ITOBBIIIE-
HUH LieH, o Bbimycke AO
«ABTOBa3» HOBOU MOJAEIN
I MOJU(UKAIIUA aBTO-
MOOWJISA U T. I1.);

¢ COOOIIEHNE O CO3JaHUU
ob6beauHeHus pupM, CBi-
3aHHBIX OO1IEl, HO HE KOH-
KypUpPYIOIEH AesTeTbHOC-
ThIO, YTOOBI KOMILIEKCHO
06CIy>KUBATh KJINEHTOB B

PaMKaX 3TOro OObEINHEHMS].
Hanpumep, o6beanaeHne
aBTOCAJIOHA CO CTPAXOBOM
KOMITIAHUEH, OIeHOYHOM
KOMIOAaHUEeNH, aBTOMOMKOM,
Mara3mHOM aBTO3aIT4acTeu,
ABTOMOOGIMJIBHBIM CEPBUC-

HbIM HEHTPOM.

Jlist onpeiesieHus: 9KOHOMH-
YeCKOH 3(pPEKTIBHOCTH MEPOTT-
PUATHI 110 IPUMEHEHUIO Map-
KETUHTa B3aUMOOTHOIIEHUN
ObUIA UCITOJIb30BAHA CIIENATHHAS
MeToanKa pacueTa (maba. 1, 2).
PesysabraToM pacuera 6yaer
OIIEHKA [IPUPOCTA KIMEHTCKOTO

KaIliTajla OPraHu3alii — CTO-
MMOCTH €€ YCTOMUMBBIX CBA3EH

C HOTp€6I/ITeJI$IMI/I.

Kak Bugno n3 tadaunsl 1, 1o-
TTOTHUTETBHBIH OX0]] 06pa3sy-
€TCS1 32 CYET BIUSTHISI HECKOJIb
KUX 5P PEeKTOB MapKeTHHIA
B3aMMOOTHoOIeHu. PaccmoT-
p¥M UX ojipoGHee.

Bo-nepsrix, 3T0 addexT co-
XpaHEHHUs OTHOMIEHUH, KOTO-
Pblil BOSHUKAET B PE3YJIbTATE
COBEpPIIEHU IIOBTOPHON MO~
KYIKH MOKyIaTeJxeM, paHee
yKe IPUOOPETABIINM aBTOMO-
61ab. IDTOT 3(pPeKT 3aBUCUT

Tasmmua 1
Pac‘ET cymmbl AOrOJIHNTE/IbHOIO I0XOAA, 1071y REMOrO B PE3Y/ILTATE MPOBE/IEHWSI MEPOMPUSTUI MAPKETUHIA B3AMMOOTHOLLEHUA
" - C yyeTom [ononHutenbHbI
CTOYHMKM poCTa KIMMEHTCKOrO KanuTtana v nopsigok pacyeta | bes meponpusitui .
MeponpusATUiA aoxoq
KoadhduumeHT yaoBneTBOpeHHOCTH 0.7 0.9
z = * KO3 PMLMEHT NOBTOPHBIX MOKYMOK 0.4 0.4
£ o Z| * unCrI0 KNMeHTOoB 380 380
g_ & 3 * npubbInb Ha 1 knueHTa, pyo. 5500 5 500
8 g L:’ BnunaHne Ha goxof, Bcero 3a 6 net 585 200 752 400 167 200
Moo [oxof oT CoXpaHeHWsi OTHOLLEHWI, B roa 27 900
KoadhduumeHT yaoBneTBOpeHHOCTH 0.7 0.9
* KO3 PMUMEHT CMEXHBIX MOKYMOK 0.2 0.8
* YPOBEHb CMEXHbIX MOKYMOK 0.2 0.4
’S | ¥ unCno KNMeHToB 480 480
3 | Npubbinb Ha 1 knNneHTa 3800 3 800
= g BrivsiHne cMexHbIX MOKYMOK NpOLUSbIX KNMMEHTOB, BCEro 51072 525 312 474 240
T T |sabner
GEI) g KoathduumeHT yaoBneTBOPEHHOCTH 0.7 0.9
2 5 | " k0athULIMEHT CMEXHBIX MOKYMOK 0.6 0.9
o 2 | * ypoBeHb CMEXHbIX MOKyMNoK 0.4 0.7
£ 2 [ * yncno KNMeHToB 100 100
© 2 | * npubbink Ha 1 knnueHTa 3800 3800
g g BnunsiHne cMexxHbIX MOKYMOK TEKYLUMX KIMEHTOB, B rof 63 840 215 460 151 620
O = [oxon oT NOBbILLEHUS MIHTEHCMBHOCTU OTHOLLEHWUI, py6. B roa 246 468
KoathduumeHT yaoBneTBOPEHHOCTH 0.7 0.9
* KO3 PMUMEHT NO3UTUBHOWM KOMMYHUKaLIMN 0.5 0.8
- * yucno pekomeHgaummn 2 4
2 * BEPOATHOCTb MOKYMKN 0.02 0.02
g * YUCNO KIMEHTOB 480 480
= * Npubbinb Ha 1 KNneHTa 5 500 5500
5 BrivsHve nonoxuteneHbIX pekomengaumm, 3a 5,5 net 36 960 152 064 115 104
g KoathduumeHT Heya0BNETBOPEHHOCTH 0.3 0.1
z * KO3 PULMEHT HeraTVBHOW KOMMYHMKaLMK 0.9 0.9
§ * yucno pekomeHgaummn 6 6
o s * BEPOSATHOCTb YKIOHEHUS OT MOKYMKU 0.05 0.05
£ & | 4MCcno kineHTos 480 480
© T | * npubbinb Ha 1 knueHTa 5 500 5 500
g 2 [ Brunsnue HeratvsHbix pekomeHgaumn, 3a 5,5 net 213 840 71 280 142 560
ok [oxon oT pekomeHaaumm, B rog 46 848
O6LWun gononHUTeNbLHbLIN Aoxoa 321 216

Tabnuua coctasneHa HaO ocHOoBe MeToaukM, npueepeHHon B: Bruhn M., Georgi D. Wirtschaftlichkeit des
Kundenbindungsmanagement. In: Handbuch Kundenbindungsmanagement: Grundlagen — Konzepte — Erfahrungen/

Bruhn M. / Homburg C. (Hrsg.).- 2. — aktualisierte und erw. Aufl. — Wiesbaden: Gabler, 1999. P. 411—439.
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TABMUA 2
Pacttr4ucroro JINCKOHTUPOBAHHOIO [IOXOJA OT BHEZIPEHUSI MEPOIMPUSITUMN 3A 5 ner
r KoacbdpmumeHt O6yyeHune nepcoHana TekyLime 3atpathbl [oxon
on
OUCKOHTMPOBaHMSA dakT OnckoHT dakT OWCKOHT Pakt [NCKOHT
0 1,0 15 000 15 000 130 070 130 070 321 216 321 216
1 0,8 - - 130 070 104 056 321 216 256 973
2 0,64 15 000 9 600 130 070 83 245 321 216 205 578
3 0,512 - - 130 070 66 596 321 216 164 463
4 0,41 15 000 6 150 130 070 53 277 321 216 131 570
Cymma - 45 000 30 750 650 350 437 244 1606 080 1079 800

TOJIBKO OT U3MEHEHUs K03 pu-
IIIEHTA YAOBIECTBOPEHHOCTH
IOKyIIaTeJIEH, KOTOPBIA B pe-
3yJbTATe IpeJIaraeMbIX Me-
POIPUATHI yBETUINBAETCS, ITO
HamuM oneHkam, ¢ 0,7 xo 0,9.
JTo 3Ha4uT, yTo 9 13 10 KiIuen-
TOB OCTAIOTCSI YIOBJIETBOPEHBI
HPUOGPETEHHBIMU TOBapaMH,
HOJIy4EHHBIMU YCJIyTaMHU U
YPOBHEM OGCIYKUBAHUSA, U TPU
HEOOXOUMOCTH ITOKYIIKU HOBO-
ro aBTOMOOUISA OOpPaTATCA
MMEHHO B HAIIl aBTOCAJIOH (J[aH-
HBII KO3 (PUITUEHT TPUMEHS-
eTcsl TaKkKe JUISL pacyeTa BJIUs-
HUS Bcex 3(pekToB, KoTOpbIE
O6yAyT pacCMOTPEHBI gayee).
Koa¢ppunuent mopTopHBIX
ITOKYIIOK ITOKA3bIBAET, YTO TOJIb-
ko 4 xiuenTa u3s 10 6ynyt npu-
obpeTaTh HOBBIIT aBTOMOGUIIb
erie XOTs Obl pa3 B Ku3HU. Ync-
JIO KJIMEHTOB — 3TO KOJINYECTBO
MOKYIIaTeseil, KOTOpbIe IPHUoo-
pes aBTOMOGIITb B pacCMaTpH-
BaeMoi pupme (JaHHBIE 6EPYT-
csi 3a rocaeaHue 2 roja, ¢ TOro
BpPEMEHH, KaK OpPTaHM3aLus
CTaJIa CIeINaIN3UPOBATHCS Ha
mpojaxke apTomobmeii). [lepe-
MHOXHB BCE€ PACCMOTPEHHBIE
[OKA3aTeNIH MEXAy COOOM, 1
YMHOXHMB IPOU3BEJCHUE Ha
CPEJTHION0 TPUOBUIL OT PeaI3a-
{11 OJTHOT'O aBTOMOOGIISA, IIOJTy-
UM BJIUSIHUE HA JIOXOJ YPOBHS
YZOBJIETBOPEHHOCTHU ITOTPE6H-
Tesei. IPPEKT OT coxpaHeHUS

OTHOIIEHUI IOJyJaeTCs IyTeM
BBIYUTAHMUS JJOXO/A IO BBeJe-
HUSI MEPOTIPUATHHA U3 JIOX0/a
Iocje BBEJCHUS MEpPOIpPUs-
THIi, U B HallleM CJIy4Jae OH pa-
BeH 167 200 py6. 3a 6 et (cpen-
HUI CPOK 3aMEHBI aBTOMOOIIA),
win 27 900 py6. Brog,.
Bo-BTOpPBIX, MBI yIUTHIBAEM
a(pdexT mHTEHCU(pUKAIUT OT-
HOIIECHU, BOSHUKAIOIUINA B pe-
3yJIbTaTe yBEeJIUIE€HH S KO u-
I[IEHTA YAOBJIETBOPEHHOCTH,
Ko3(puUnreHTa CMEXHBIX I10-
KYIIOK 1 YPOBHSI CMEKHBIX I10-
kynok. Koadppunuenr cmex-
HBIX [TOKYIIOK IIOKA3bIBAET, YTO
B pe3ysbTaTe IMPOBEACHUS Me-
PONPHUATHI Y HOBBIX KJTMEHTOB
u3 10 6yayT 3aKa3bIBaTh JOIIOJ-
HUTEJIbHBIE YCJIYTU WX 060PY-
JOBAaHUE K MPUOGpETAEMOMY
aBTOMOOGUIIIO, IO CPABHEHUIO C
6 KWINeHTaMU IO IPOBEACHUS
MEPONPUATUNA. YPOBEHDb CMEK-
HBIX ITOKYTIOK YKa3bIBA€T HA TO,
uro GyzeT 3akazano 70 u3 100%
IpE/IATA€MbIX JOIOJHUTEb-
HBIX TOBAPOB U YCJIVT, I10 CPAB-
Henuio ¢ 40% 50 BBeieHUS Me-
ponpusaruii. Hannpumep, ecom
paHee KJIMEHT 3aKa3bIBAJ TOJIb-
KO CUTHQIM3AIUIO U PETHCTPa-
nuio B 'UBJIJI, To Teneps 3axa-
JKeT TO JKe caMoe IUIIoC
AHTHUKOPPO3UOHHYIO 00paboT-
KY, YCTAHOBKY JIOKEPOB U TOHU-
POBKY CTEKOJI aBTOMOOMIISA, BO3-
MOJKHO, CIIYCTSI HEKOTOpOE

BpeMs. BiusiHie cMeXHBIX IT0-
KyIIOK HOBBIX KJIMEHTOB COCTa-
But 151 620 py6. B rox. BimsaHue
CMEXHBIX ITOKYIIOK IPOIIIBIX
KJIMEHTOB HECKOJILKO HIKE, TAK
KaK MEHBIIIE BEPOSITHOCTD TOTO,
YTO TAKOHM KJIMEHT OOPATHUTCS
BHOBD 32 JIOTIIOJIHUTEIHLHBIM 000-
PYJOBaHMEM, IO CPABHEHUIO C
KJIMEHTOM, TIOKYITAIOIIM aBTO-
MOOWJIb B HACTOSIIUI MOMEHT.
BinsiHue CMeXHBIX ITOKYIIOK
HPONUIBIX KJIMEHTOB COCTABUT
474 240 py6. B pacueTe Ha b JIeT.
Taxnum 06pa3oMm, TOTTOTHNATED-
HBII TOXOJ[, BOSHUKAIOIINKI B
pesyiabrare 3¢ eKTa UHTEHCH-
¢uKan OTHOINEHHI C TTOKY-
maTesasMu, paBeH 246 468 py6.
B IrOJI.

B-rpeTbux, MbI GepeM B pacyeT
3(pPeRT KOMMYHUKAITIN MEXK]Ty
KJIMEHTAMH, T. €. TOJOKUTETH
HbIE U OTPUIATEIBHBIC OT3bIBbI
KIMEHTOB 00 aBTocanone. Mssec-
THO, YTO OTPHIIATEIbHBII OT3BIB
BJIMSICT Ha PEMICHIE 00 OTKa3€ OT
IIOKYIIKY TOpas/io CIUIbHEE, YeM
IOJIOXKUTEIBHBIN — Ha PellleHIe
00 OCYINEeCTBJIEHNN TIOKYIIKU B
omnpeneneHHoM Mecte. Koadg-
(UIIMEHT HO3UTUBHOI KOMMY-
HUKAIU ITIOKA3bIBAET, 4TO 8 ye-
aosexk u3 10 moxmensarcs
XOPOITUMH BIEYATICHUSIMHI O
C/I€JTAHHOU MTOKYIIKE CO CBOMMH
3HAKOMBIMU, JPY3bIMU U POJ-
crBeHHuKamu. [Tpuuem 4 xiu-
enTa u3 10 gagyr pekomenyaa-
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IUI0 OOPATUTBCS UMEHHO B
JAHHBIN aBTOCANTOH. Beposr-
HOCTb TOTO, UTO KTO-TO U3 TEX,
KOMY JIaI PEKOMEHJAIUIO, B
JAHHBI MOMEHT cOGUpaeTcs
KyIIUTb aBTOMOOWIb U IPUJIET
MMEHHO TYJa, Ky/la €My ITOCOBe-
TOBAJIN, IPUHUMAETCS PaBHOM
2%. T1lepeMHOXUB JJAHHBIE KO-
apduImeHTs MEXIY CO6OI, €
YHCJIOM KJIMEHTOB (ITPOIILTBIX 1
HACTOAIIUX) U IPUOBLUIBIO OT
K2)K/IOTO, ITOJIYIUM BJIHSIHHE [10-
JIOKUTETBHBIX PEKOMEH/AITINA
Ha yBEJIHMYEHHE JI0X0JIa; B Ha-
IIEM CJIYae JOXOJ YBEJTMIUTCS
Ha 115 104 py6. Anamormuyno
PaCCYNTBIBAETCS BIUSHHAE He-
raTUBHBIX pekoMenanuii. Ko-
3¢ puIeHT HeraTUBHOM KOM-
MYHHUKAIIIHU [IOKA3bIBAET, YTO
9 uenoBek u3 10 HEOBOJIBLHBIX
MOJENATCS CBOMMU OTPHUIIA-
TEJIbHBIMU AMOIIMSIMU C OKPYKa-
fomuMu. BeposiTHOCTB TOTO,
YTO KTO-TO U3 JAHHOTO OKpPYXKe-
HUSI COGMPaJICs KYITUTh aBTOMO-
OWIb U TEIEPb OTKAXKETCSH OT
MOCEIEHU JAHHOIO aBTOCAIO-
Ha, IPUHIMAeTCsI paBHO 5%;
32 CYET MPUMEHEHUS MEPOTIPH-
SITHIE [TO MAPKETUHTY B3aUMOOT-
HOIIIEHHUH yaCTCs CHU3UTB BIIH-
SHUE Ha JOXOJ| HeETaTUBHBIX
pexomenganuii. [logens cym-
MY YBEJIMYEHHUSI JOXOJOB OT I10-
JIOXKUTEJIBHBIX U OTPULIATEIb-
HBIX KOMMyHUKanui Ha 5,5 et
(cpenHee MeXay CPOKOM IIpH-
06peTeHNs ABTOMOOWIIS U CPO-
KOM HOKYIIK! JOTIOTHUTEIBHO-
ro o60pyROBaHUSA), MOTYIUM
obmiee yBeJMIEHHE JOXO/A OT
peKOMeHAAINi, KOTOpOe Co-
craBuT 46 848 py6. BrOx.
Takum ob6pazom, o6IUiA KO-
MOJTHATEIBHBIA JJOXOJ, TOJy-
YEHHBIN OpraHu3anyei 3a cueT

JeCTBUS HECKOJIbKUX 3 -
(pexTOB MapKeTUHTA B3aUMO-
OTHONIEHUH, OYAET COCTaB-
aathb 321 216 py6. B rox.

Oco6eHHOCTBIO IpejIarae-
MBIX MEPOIPUATHI MapKETHH-
ra B3aMOOTHOIIIEHU Ha JaH-
HOM MPEAIPUSATHU SABJISIETCS
TO, YTO OHU HE TPeOYIOT 60Ib-
mux BiaoxeHu. JIis mnoaroros-
KM COTPYJHUKOB HEOOXOANMO
IIPOBECTH CIIEUATBHBIE O0yUa-
IoIye Kypchl, NPUGIU3UTEb-
Hasl CTOUMOCTb KOTOPBIX JIJIST
OT/Ie/1a TPOJIAXK JAHHOTO aBTOCA-
JIoHa cocTaBHT 0KoJ10 15 000 py6.
CreruaibHOro IpOrpaMMHOTO
obecIIeueHs /11 OpraHU3aIHI
6a3bl JAHHBIX 10 KJIMEHTAM He
noTpedyeTcs], TaK KaK ee Co3/a-
HUE U BeJEHUE Ipe/IoaraeT-
ca B nporpamme Microsoft
Access, KOTOpas yKe yCTaHOBJIE-
Ha HA IIEPCOHATBHBIX KOMIIBIO-
Tepax B OPraHMU3aINN. YBeIde-
HHE pacxo/IOB Ha OIUIATY TPyAa
COTPYAHHUKOB, pabOTAIOIMUX B
OTJeJIe MAPKETHUHIA U IPOJAXK,
06YCJIOBJICHO BBEJICHIEM HOBOI
JOJKHOCTH 1 HEOOXOIMOCTBIO
MTOBBIICHUS 3aMHTEPECOBAHHO-
CTH pabOTHUKOB B PE3y/IbTaTaX
cBoero Tpyxa. Poct 3arpar co-
CTaBUT IIpH 3ToM okoso 120 000
pyo. BTOI.

ITouToBbIe pacxoAbl IpH Ca-
MOI1 BBICOKOI MHTE€HCUBHOCTU
KOMMYHUKAIIUUA COCTABAT OKO-
10 6 080 py6. (380 ki1meHTOB,
4 KOHTAKTA B FOJ{ IIPU CTOUMOC-
TH IOYTOBOI yciayru 4 py6.).
Kanmnensapckme pacxonsl cocTa-
BT 0KOJI0 1 710 py6. (380 rmen-
TOB, 3 KOHTaKTa Brof, 1,5 py6. —
CTOMMOCTD PACXO/{HBIX MaTEPHU-
asoB). 3aTpaThl Ha CO3/JaHME
II€YaTHOMN IPOAYKIINH COCTaBSIT

oxouio 2 280 py6. (380 kiuen-

TOB, 2 KOHTAaKTa B roJ, CTO-
HMOCTb €JUHUIBI I€YATHOU
HpoAyKIn 3 pyo.).

Takum 06pasoM, pacxoasl Ha
BHEApEHUE U paboTy mpeaa-
raeMoy CHCTEMbI MAPKETUHIA
COCTaBAT MPHUOGIU3UTEIBHO
145 070 py6. B rox. Just Toro
YTOOBI OIPEACIUTh CYMMY [0
HMOJHUTEJbHON NPUOBLINA OT
HpeIaraeMbIX MEPOIIPUATUM,
oJIy4aeMoil B TedeHue [JId-
TEJIBHOTO MEPUOAA BPEMEHH,
HpHUBEJEM PA3HOBPEMEHHbIE
[IOKA3aTeIH JOX0/A K €AMHON
6ase, UCII0Ib3YsI METOA JIMCKOH-
TUPOBAaHUS (HOPMA JHCKOHTA
6epetcs pasHoii 0,25).

Pacyer nmokasbIisaer, uTo npu-
POCT KJIMEHTCKOTO KaluTaaa
OPraHu3AMH 34 IIATh JIET, IPU-
BEJEHHBIA K JaTe Hadaja Me-
PONPUATHII, COCTaBUT GoJiee
MIJLIHOHA py6ieit. YucTsorit
JVICKOHTUPOBAHHBIN JOXOJ 6Y-
Jet paseH 611 806 py6. 3a 5 et
(1079800—30750—437244 =
=611806).

Crnenyer eme pa3 OTMETUTD,
4TO B JAHHOM pacyeTe IPUHU-
MaJIUCh BO BHUMaHUE B OCHOB-
HOM YK€ IMEIOIINECS KINEHTBI.
Ha npakTuke pa6oTa B paMkax
MapKeTHUHIa B3AaMMOOTHOIIE-
HUI OCYIECTBIISETCS U C HOBBI-

MU ITOTPEOUTEAMMU.

AsTop:

Marxapos Asexcandp Muxaiirosu,
K.9.H., 3a8.1ab0pamopueti passu-
MUL IKOHOMUUECK 020 00PA308AHUA
Huemumyma Ixonomuru u Yn-
pasaenus Yomypmexozo eocynusep-
cumema.



