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30a KYJIMKOBA

KOHCATUHI

O LENNECOOBPA3HOCTH YNPABJIEHUA NOANBHOCTDLIO

Poccuiickuil MapkeTHHr 1e-
PEXUBAET BCILIECK MHTEPeca K
yAEpKaHUIO MMOCTOSHHBIX IO~
TpebuTeaei, I JIOSTbHOCTH.
CoBceM HEeJaBHO CTAThAMU Ha
TEMBIJIOSTIBHOCTH U YIOBJIETBO-
PEHHOCTU IIECTPEJIH 3aTOJIOBKH
3anaJHbIX XKypHanoB. Ilpuun-
HbI BIIOJIHE ITIOHATHbIE — IIOCTO-
SIHHBIE TTOTPEGUTEN OKYyIIa-
IOT OOJIBIIIE U Yallle, OOXOAATCI
JleneBye u obecneynBaioT 6ec-
IJTATHBIE YCTHBIE KOMMYHUKA-
I[MY, TEM CAMBIM IIPUBJIEKAS
HOBBIX nToTpeduTeneit. 1 xom-
MTAaHUU TPATAT OTPOMHBIE CPEI-
CTBA HAa 3aMepPbl U MOAJEpPKa-
HUE JOSAbHOCTHA Ha JOLKHOM
ypOBHe.

Ho cymecTtsyeT u gpyras Tou-
ka 3penus. MccrenoBanus Kom-
na"nun McKinsey nokasaiu, 9To
3HAYUTEIbHBIC (PMHAHCOBBIE
BJIMBAHUSA B IPOTPAMMEI yAEP-
JKAaHWUs moTpe6ureseil, BHe-
apenne CRM u KOHTPOJb 3a
YAOBJIETBOPEHHOCTBIO CTAHO-
BATCS MeHee 3(P(PEKTUBHBIMH,
TaK KaK YPOBEHb JIOSUIBHOCTU
BO BCEX OTPACIIAX CHIDKACTCSL.
IToanepxaHue JOSIBHOCTH
TpebyeT Bce GONbINe ACHET, A
IPUHOCUT BCE MEHBIIE PE3YJIb-
tata. K Tomy e Ha JaHHBIH
MOMEHT BPEMEHU POCCUHACKII
MOTPEe6UTEH MEHEE JIOSITIEH IO
HPUYMHAM HE3aBEPIICHHOI'O
nporecca (OPMUPOBAHUS CO-
IIUAJIbHBIX KJIACCOB, KOI/a IT0-
TpebIeHne TOBAPOB CUMBOJIH-
3UpyeT IPUHAIIEKHOCTD K OII-
peAeIeHHOMY KJIACCy, U MJIOTO
KOJTMYeCTBa 6PIHAOB C YETKUM

MNO3UITUOHNUPOBAHHUCM U TOY-

HOM uneHTUYHOCTHIO'. Bosee
toro, Pettnapn (Reinartz) u Ky-
Map (Kumar) B cBoeM HcciIeno-
BAaHUH OIIPOBEPTAIOT BHIIIETIE-
peduCIeHHbIe «6JIara» JOsIb-
noctu. OHM TOKA3BIBAIOT, YTO
JIOSITBHBIE TOTPEOUTENN HE 00~
XOJISITCA JIETIEBJIE, IOTOMY YTO
TPe6YIOT CKUJIOK, 4 3TO CHIKA-
€T JIOXO/BI, U TPEGYIOT Mep IO
YAEPKAHUIO, a 3TO JOMOJHU-
TeJbHBbIE pacxoabl. JlosibHbBIE
OTpPeGUTEIN HE TOTOBBI ILIa-
TUTb GOJIBIIE B CJIyYae IOBBIIIE-
HUS [ICHBI, TO3TOMY HE MOTYT
SIBJIATHCSI TAPaHTUEH CTaONIb-
HOU paboTHI B OyaymieM, a 3¢-
(pexT ycTHBIX peKOoMeH/aIuil
He TAaKOW 3HAUYUTEJbHBIN, KaK
3TOTO CJIEJOBAIO ObI OKUAATE?.

ITosy4aeTcs, 9TO T€ BBITOJBI,
PaJiil KOTOPBIX N3HAYAIBHO BO3-
HUK BOIIPOC 00 e PsKaHUH T10-
CTOAHHBIX ITOTpebuTenre —
SKOHOMUSI ICHEXKHBIX CPEJICTB
U cTabuIbHOE OyAyIee — sIBJIs-
IOTCSI CHOPHBIMU 1 HEOJJTHO3HAY-
HeIMU. M mpexae yem BHe-
APUTh y ce6Gst CUCTEMBI YIIpaB-
JICHUS YIOBJIETBOPEHHOCTBIO U
JIOSUTBHOCTBIO, HEOOXO MO 3a-
HOBO II€PEOCMBICTUTD HEOOXO0-
JAVMOCTh U IOJIb3Y TAKUX CHUC-
TeM. Uro ke GyneT onpenessiTh
UX HEOOXOAUMOCTD?

Jlrobasa ¢pupma naaHUpyeT
06’beM IIPOJAK, HIKE KOTOPO-
IO OHA OIYCTUTHCS HE MOXET.
ITH mpogaxXu MOTYT obecrie-
YUTDb WU CYMIECTBYIOINE, UTH
HOBBIE TOTPEGUTEIH, 2 BHAUUT,
B 00I1IEeM BHJE LieIecoobpas-
HOCTD YIIPaBJICHUS JOSIBHOC-
TBIO OIIPEJEASIETCSI BBIOOPOM

MEXKJy IMOTEHIUaJIbHOMI BO3-
MOKHOCTBIO IIPUBJI€Yb HOBBIX
nmoTpeduTeNel U CTENEHBIO
BaXXHOCTH MJIHN CTOUMOCTBIO
IIOTEPH CYHIECTBYIOIIX — €CJIN
GoJIbIIAs OIS B IPOAAKAX IIPU-
XOJIUTCSI Ha CYIECTBYIONINX ITO-
TpebuTeNnei, To BCTaeT BOPOC
00 UX y/1e psKaHIH WIH YIIpaBJIe-
HHU JIosIbHOCTBIO. Ho kakoii?
H3BecTHBI TpHU BUAA TOSTBHOC-
TH — MOBEJCHYECKasd, ITepIen-
IMOHHAsA ¥ KOMIUIEKCHAsA, U
KaK/IBII 13 3THX BHJIOB O3HAYa-
€T 7151 PUPMBI PA3TUIHYIO CTO-
MMOCTh CHUCTEMBI, BBIPpAKEH-
HYIO B JIEHbI'aX, BPEMEHH, Y€JI0-
BEUECKUX YCHIHAX.
IToBeneHueCKas TOSITBHOCTD
CBOJUTCSA K MTOBTOPHBIM HIN
PEryJIapHBIM IIOKYIKaM, H,
Jlaxe B COBPEMEHHBIX ITy0OIMKa-
IIUSIX, BMECTO IPUBBITHOTO aH-
wmiickoro loyalty MokHO BCTpe-
TUTD Tepeat purchase behavior.
IeprieruoHHas TOSILHOCTD —
3TO YCTOMYHMBOE MOJIOXHUTEh-
HOE€ OTHOINEHUE K MapKe MJIN
OPraHU3AIMN: CTAOKUILHBIE II0JIO-
JKUTEJIBHBIE OT3bIBBI, 3MOIIO-
HaJIbHAsA MPUBI3aHHOCTD, TO-
TOBHOCTb JIaTh PEKOMEHIAIIII
u T. 1. COOTBETCTBEHHO, KOMII-
JIEKCHAsI JIOSUIBHOCTD, KaK CJIEJTy-
€T U3 cCaMOTro Ha3BaHMS, 00be-
JIUHSET 0062 IMOKa3aTeNs: U OT-
HolleHue, u nosexenue. Kak
IIOKa3bIBAIOT MCCIEAOBAHMUS,
YeM BBINIE TPaAyC OTHOMIECHMI
MEX]y TOTpebuTeIeM U OP3H-
goMm (opraHusanueit), Tem
BBIIIIE €O ITOBEJECHYECKUE I10-
Ka3aTeJH, T. €. B CBA3KE «OTHO-

nieHue — IOBEJEeHUe» JIuJiep-

! BomuuH B.H. BpanguHr: Hosbie TexHonoruu B Poceun. — CI6: Murep, 2002. C. 214—-215.
2Reinartz Werner, Kumar V. The Mismanagement of Customer Loyalty// Harvard Business Review. — 2002. — July.



CTBO IMEHHO 32 [IEPBOI COCTAB-
JISTIOIIEH.

Takum o6pa3om, BHEJpeHUE
CHCTEM YIIPaBJICHUS JOSIBHOC-
TBIO [TO/IPA3yMEBAET OTBETHI HA
ZiBa B3aMMOCBSI3aHHBIX BOIIPO-
ca:

1. Kakue norpedurenu asis-
IOTCSI IPUOPUTETHBIMU: HOBbIE
WJTH CYIIECTBYIOIINE.

2. Kakoit Tumn JosipHOCTH
(popMUpOBATH: JTOSTBHOCTHTIO-
BeJI€HIE, JIOSUIbBHOCTh-OTHOIIIE-
HUE PUIN KOMITJIEKCHYIO JIOSITh-
HOCTb.

Hawm npejcraBiasercs, 4To
BO3MOXKHOCTB IIPUBJIEYH HO-
BBIX 1 CTEIICHDb BAXKHOCTH (CTO-
HMMOCTB IIOTEPH) CYIIECTBYIO-
mux norpeburesei, a cieno-
BAaTEJIBHO, U THUII JOSIBHOCTH
006yCJIOBICHBI ABYMS I'PyIIIaMHI
(axTopoB: cnerudUKoi peIH-
Ka 1 crienuUKoi caMoro ToBa-
pa. 1 eciu peiHOK onipejiessieT
M3HAYAJIBHYIO IejJecoodpas-
HOCTD YIIPaBJICHUS JOSIBHOC-
THIO, U IIPU MOJOXUTEIbHOM
OTBETE MOJpPa3yMeBaET BHeE-
JApeHne caMoi MPOCTON U3 CH-
CTEM YIpPABJCHUS — MOBEJCH-
YeCKOU JIOSTIBHOCTH, TO CIEIIH-
¢puxa ToBapa B 60sIBIIEH CTETIE-
HU ONpeAenaseT NaTbHEUIIA
BBIOGOD IO ME€PAPXHUU BUJIOB JIO-
SUTBHOCTH: COCPEJOTOUYUTHCS
TOJIBKO Ha CTUMYJHPOBAHUU
ITOBEJEHI S VI XKe Heo0X0o u-
Ma GoJiee CJIOKHASA CHCTEMA,
BKJIIOYAION[Aas TOCTOSHHBIN

AHAJIN3 YAOBJIETBOPEHHOCTH U
(popMupoBaHTE TONOXUTEND-
HOTO oTHOIIeHU. B mabauye 1
IepevrCcJeHbl OKAa3aTelu,
oIpeJesIoNye 3T ABa (axk-
Topa.

PaccmaTpuBaTh nenecoo6-
Pa3HOCTb BHEAPEHUS CUCTEMBI
YIIPABJIE€HUSA JOSIbHOCTDIO CJIe-
JyeT ¢ aHaIu3a cunenudpuku
PPIHKA, IMEHHO OHA OIlpeje-
JeT, HeoOXO UMO JIM YIPaB-
JIEHHE JIOSTBHOCTBIO BOOOIIE, 11
€CJIM CUTYaI1is Ha PbIHKE IIPEeJ-
oJiaraeT HOBBIIIEHHOE BHUMA-
HHE K CYIIECTBYIOIIUM IIOTpe-
OUTENSIM, TO U3 BCEX BUJOB JIO-
SUIBHOCTHU (IIOBEJEHYECKOMN,
MepUENINOHHON U KOMILTEKC-
HOH) CJeAYeT OCTAHOBHUTBLCS
HMEHHO Ha IIOBEJEeHYECKOU,
Kak HanboJee AemeBoi 1 Ipo-
croit B ynpasienuu. Ilpu nHe-
BBICOKOUM KOHKYPEHIIUU, JJIs
(popMupylomuxcsi ppIHKOB TO-
BAPOB-HOBUHOK, JIJIfl JUKEHEPU-
KOB (HEeMapO4YHbIE TOBAPHI)
yIIpaBJI€HHE JOSIbHOCTBIO He-
11eJ1IeCO0OPA3HO, 3TO HEOTIPAB-
JJAaHHBIE 3aTPaThl BDEMEHU U
jgeHer. M ucropus pasBuTus
MapKEeTHUHTOBBIX KOMMYHUKA-
LM TOJTBEPXKAAET 3TO: UMEH-
HO CUTYyaIlUsl Ha PbIHKE, CBS-
3aHHAs C YKeCTOYEHHEM KOH-
KYPEeHIUHU U HACBIIEHUEM
PBPIHKOB, IIpUBEJA K IOsBJIE-
HUIO OP3H/I0B, KaK HOBBIX CIIO-
co6oB nuddepeHnuanuu, u

IIPOrpaMM JOSIbHOCTH, KaK
WHUBUAYATU3MPOBAHHBIX Ka-
HaJIOB MH(MPOPMUPOBAHUS I10-
TpeduTesneil BMECTO TPAJULy-
OHHOM MaCCOBOU pEKJIaMBbI.
¢ Humencugrocms xonxypenyuu.
Koukypennusa cosmaeT Bbl-
60p U CTUMYJHUPYET IOCTO-
SIHHO MOBBIIATH KAY€CTBO.
CyHmecTBYIOIEMY
IPEUIOKEHMIO HET XOpouIei

Korga

AJIBTePHATHBBI, GECIIOKOUTH-
csl HE O 4eM, HO 4eM GoJIblre
TOBAPOB IIPUCYTCTBYET HA
PBIHKE, TeM 60JIbIIE y TOTPe-
6uTess cobaa3H Monpoodo-
BaTh YTO-TO HOBOE, U TOT/a
yIIpaBI€HUE JTOSIbHOCTBIO
CTaHOBHTCS 60sIee BOCTPe6o-

BaHHDbIM.

¢ IMan HCUIHEHH020 YUKAQ PLH-

xa mogapa. Kax ykaspipan

Jlam6eH, ecau ToBap pac-

CMATPUBATD KaK CIenUpuy-

HBII HAGOp CBOMCTB, apECo-

BAHHBIA OINpPEJNEJICHHON
rpynmne mokymaTeiaei, To
IIPU TAKOM ITOJXOJIE «HCUSHEH-
HOLU YUKA OMPaAdCaem 360410-
YU He MOABKO mosapa, HO &
pasnou mepe u pvinxa, 0as Ko-
mopozo on npednasnauen».
BasxHOCTB HOTEHITUATLHBIX 1
CyHmECTBYIONUX TOKyIlaTe-
JIE Ha KaXJOM 3Tale JJsd
¢pupmer HeoguHakoBa. Ha
3Tare pocTa, Korja pacrer
YHCJI0 TOTpPebuTENEH ToBa-

Pa, a Cj1e0BATECIAbHO, 1 PbI-

Tammua 1

PbIHOK

ToBap

®" WHTEHCUBHOCTb KOHKYPEHLNU;

"  pblHOK BP3HAOB/AKEHEPUKOB.

" 3Tan XXWU3HEeHHOro UMKna pblHKa ToBapa, -

" O3MOLMOHanbHasa CBA3b C I'IOTpeGVITeJ'IeM;
KOnn4yecTBo n0KynaTenel7|;

" CTOMMOCTb NepeKnto4eHns;

" NepuoanvHOCTb MOKYNKKU,

" CTeneHb BOBEYEeHHOCTU.
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HOK, CTpaTerndeckoi 3agma-
yell A1 KOHKpPETHOH ¢up-
MBI SIBJISIETCS 3aXBaT MaKCH-
MaJIbHOU PBIHOYHOM 1011 U
IIpUBJI€YEHNE HOBBIX IIOTPE-
6ureseir. Ha stane 3pesoc-
TH, a 0COOEHHO HACHIIEHNUS,
KOJIMYECTBO IOTpebuTeeit
yKe He pacTeT WJIU pacTeT
HE3HAYUTEIBHO, U IPUBJICYb
HOBBIX IOTPEOHUTENEH CITOXK-
HO, HaJO WJIU IePEeMaHUTDb
UX OT KOHKYPEHTOB, HJIM Ha-
JeaTbCA Ha MoTpebuTesnen,
KOTOPBIE B CHJIY CBOUX IICH-
XOJOTUYECKUX OCOOEHHOC-
Ted B NPHUHIUIIE HE MOTYT
OBITH JIOSIJIBHBI HU OJHOM
MapKe, TO3TOMY Ha ITO3HIX
3Tanax >KU3HEHHOro IUKJA
BaKHBIM CTAHOBUTCSI MMEH-
HO yAEp>XaHHUE CYIIEeCTBYIO-
IMUX MOTpeduTeNe.

¢ Poinox 6pandos/0xcenepuros.
B xaTeropusx HeMapOYHBIX
TOBAPOB (COJb, A0, X7I€6 U1
T. Ji.) OTJINYUTD OJUH TOBAP
OT JIPYTOro JJOCTATOUHO CJIOK-
HO, a KOT/[a TOBAPHI OJITHAKO-
BbI€, BOCIIUTATD JIOSUTBHOCTh
K CBOEMY TOBApY IPAKTHIEC-
KU/ HEBO3MOYKHO. YCIIeX JiKe-
HEPHUKOB Ha PBIHKE OoIpe/e-
JIeTCA B IIEPBYIO Odepe/ib
JuCcTpuOyIuel, HeHoM U ae-
MEHTAPHBIM KAa4€CTBOM. ITO
MpEeAIIoaaraeT, YTo Ieaeco-
o6pa3Hee 3aMepATh OOITUIA
00bEM IIPOJAK, A HE IOBTOP-
HbIE IOKYIKH, IIOTOMY Kak
MTOBTOPHBIEC IMOKYIKH OyAyT
MPOCTO 3aBUCETH OT TOTO,
€CTh JIM TOBAP B IIPOJAAXKE, A
IPY HAUINYHHU BbI6OpPA — BO
MHOTOM OT II€HBI TOBapa.
Jpyroe neno 6paHAbL. B ria-
3axX moTpeduTess OHU 06Ia-

JAIOT OKHUJAEeMbIMHU, YHU-
KaJbHBIMU IIPEUMYIECTBA-
MU, KaK PYHKI[OHATHHBIMH,
TaK U 3MOI[MOHAJbHBIMU.
OrcaexxuBaHUue JOSUIBHOCTU
B IAaHHOM CJIy4yae OyAeT KOH-
TPOJEM 32 BOCHPUATHUEM
YHUKQJIBHOCTHU CBOETO TOBA-
pa uiad yCIyrd U IOMOKeT
3apaHee NPeJOTBPATUTD I10-
HIDKATeJIbHbIE TEHAEHIUH B
BOCIIPUATHU U B IEPCIEKTU-
BE€, COOTBETCTBEHHO, B €ro0
NpoJakax.

IToxazarenu, omnpexensio-
mre cuenuduKy ToBapa, siB-
JITIOTCSI BTOPUYHBIMU. Pa3HbIe
TOBApPBI IPE/IIIOIATAIOT Pa3HOE
KOJIMYECTBO IOKyIaTeIeH, pas-
JINYHYIO CTEIIEHb BOBJIEYEHHO-
CTU U CTONMOCTB IepeKIoYe-
HUSI, PA3JUYHBII TUII CBA3U C
OTpeGUTENIeM U PA3HYIO IIe-
PUOAMYHOCTB OKYIIOK. FIMen-
HO 3TU IOKa3aTeJau OyAyT OIl-
PEeaensTh BBIGOP MEKIY THIIA-
MM JIOSLIbHOCTH:

1) nmoBegeHuYeCcKoOl, Kak ca-
MOU IIPOCTOU M HEZOPOrOU B
M3MEpPEeHN!U U yIPABICHUU,

2) mepuennUOHHON MIN
KOMILIEKCHOI.

B nannom ciaydae Mbl He je-
JIaeM Pa3TUINASI MEXAY dTUMU
ABYMsI TUIIAMHU JOSLIBHOCTH,
IIOCKOJIbKY pasHHUIIA B H3Me-
PEHUAX U YIPABICHUU UMU
IpeJACTABASICTCSA HAM HeE Cy-
mecTBeHHOM. «CI0XKHOCTH»
000UX BUJOB JOSAJIbBHOCTH
obecneynuBaeT KOMIIOHEHT
OTHOIIEHUS.
¢ IMoUUOHANBHASL C8AZL € NOMPe-

6umenem. Paree Mpl ymomumHa-

JIX O TOM, 9TO GP3HAMPOBAH-

HBIM TOBapaM 60J1ee He0OX0-

AYIMO yIIpaBJIC€HUEC JIOSIJIbHO-

CTBIO, HO Pa3HbIE TOBAPBI U3-
HAYaJIbHO IOJPA3yMEBAIOT
Pa3IMYHYIO IYGHUHY SMOILUO-
HAJIBHBIX CBS3€H, HAIIPUMED,
curapeTsl — B 60JIbIIeil cTe-
[EeHU UMU/DPKEBBIA TOBAp, a
CJMBOYHOE MACJO — B MEHb-
mIeii creneHu. 3aMepbl OTHO-
meHus (MMUJPKA) ISt GPaH-
Jla C CIJIbHOM 3MOIIMOHAb-
HOM CBSI3bIO, TAKOI'O KaK CHU-
rapeTsl, 60jiee HEOOXOAUMO,
YeM JUISI MacIa, Kak GpaHaa ¢
6osee cnaboM 3MOIUOHAIIL-
HOM CBA3BIO.

¢ Koauvecmeo noxynamenei.
Eciu toBap npeanasHauen
JUIsl Y3KOTO Kpyra moTpeou-
TeJiel, 0COOEHHO 3TO KaCaeT-
€51 TOBAPOB IIPOMBIIILIEHHOTO
Ha3HA4YEHUs, TO IOTEPH OJI-
HOT'O TaKOT'O IIOKyIIATEJIs MO-
JKET CTATh A1 (PUPMBI CyIIie-
CTBEHHBIM YPOHOM, a IIOTOMY
TpebyeTcs MOCTOSIHHO OT-
CJIE€XUBATH YAOBJIETBOPEH-
HOCTb U UMUK (pemyTa-
1u10). JI1s1 ToBapOB MacCcoOBO-
ro cupoca B 6OJBITUHCTBE
CJIy4aeB BO3MOYKHO OTPaHU-
YUTBCS 3aMEPAMU TOJIBKO I10-
BeJleHUECKOM JIOSIbBHOCTU —
CHITKCHUE €€ U OyIeT CUTHA-
JIOM O TOM, YTO Yy TOBapa I10-
SABIJINCH IPOOGIEMBI, CBSI3aH-
HBIE C €TO BOCIIPUATUEM.

¢ Cmoumocms nepexaiouenus. To-
Bapbl U YCJIYrd, HAIPUMeED,
ayIUTOPCKUE U MHOTHE Me-
JTUITUHCKUE YCJIYTH, TIPEJIo-
Jlaraloime BBICOKYIO CTO-
UMOCTD IePEKIIOUeHus, 60-
Jiee 3aIfUIEeHbl OT YXOJ0B
IIOCTOSTHHBIX IIOKyIIaTeIel K
KOHKYpEHTaM, IO3TOMY B
JAHHOM CJIyJae pasyMHee CO-



CPEJJIOTOYNTHCS HA 3aMepax 1
MIOCTOAHHOM NOBBIIIEHUN
YPOBHS yJOBJIETBOPEHHOC-
Tu. O4eHb YaCTO B TAKUX CIIy-
JasiX 3aMepbl MOBeJeHYEC-
KO JIOSJIBHOCTU BOOOIIE He
TpeoyIoTCS.

¢ Ilepuoduurocms noxynxu. Ecto
TOBApHI, KOTOpbIE IIPHU JIIO-
6OM ITOJIOKUTEIBHOM OTHO-
HIEHUU IOTPEOUTENST MOTYT
OBITh KYILJICHBI TOJIBKO OJUH
pas, HampuMep, odpas3ona-
TeJbHBIE YCIYTH VTN TLIACTH-
KOBBI€ OKHA CO CPOKOM TOJ-
"octu 40 u 6o1ee set. Orcie-
KHUBATh U CTUMYJUPOBATH
NOBeJleHYEeCKU OTKJINK B Ta-
KX CJIy4asix HeleJecooopas-
HO, 2 BOT OTHOIIIEHUE — 00sI-
3aTeJbHO, OCOOEHHO NP BBI-
COKOM CTOMMOCTH TOBapa —
OCTaBIIMECSH JOBOJbHBIMU
norpeourenn 6yayT 6ecruiat-
HOM PEKJIaMOU A KOMIIa-
HUW, 1 HA060POT.

¢ Cmenens sosaeuennocmu. [Toky-
mnasi, Mbl PUCKyeM CBOUMH
JICHbI'aMHM, 1 4€M BBIIIE CTO-
MMOCTb TOBAapa — TE€M BBIIIE
PHCK, 2 3HAYUT, CTEIIEHb BOB-
JIEYEHHOCTH B IOKYIKY, U
TeM 6ojiee TpedyeTcs oTCe-
JKUBATb U IEPIENIHOHHYIO
JIOSUILHOCTD B 106ABJIEHUE K
[OBEJAECHYECKOMY OTKJIUKY.

IJKOHOMHUYECKUN 3P PeKT
yIpaBJICHHS JIOSATBHOCTBIO BCE
Jale HaYMHAET CTABUTHCS O]
comHeHUEe. PUPMBI BBOAAT
HPOTrPAMMBI JUISI TIOCTOSHHBIX
noTpeoéuTeneil — 1 He IoJyJa-
10T TOrO 3(PeKxTa, KOTOPbIHI
oxngamu. Ho, BoamoskHoO, ieo
HE B CaMOW JIOSUIBHOCTH, KaK

MAapKETHUHIOBOM HHCTPYMEH-
T€, a B TOM, YTO 3TOT NHCTPY-
MEHT HCIIOJIb3YETCs HE ITPU TEX
006CTOSATEIHCTBAX U HE TEM CIIO-
coboMm. MImenno IIO3TOMY TaK
BaXKHO 3HATb, KOTJa, IPpH Ka-
KHNX YCJIOBUSX YIIPABJICHUE JIO-
SJIBbHOCTDBIO 6YZ[CT BbBITOJHO, 1
KaKOW M3 TUIOB JOSJIbHOCTU

CTOUT HA ITOBECTKE JHA.
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