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YIPABJIEHUE JOSJbHOCTBIO IOTPEBUTEJIEN

B cmamve nposodumcs ananuz meopemuueckux OCHO8 YNPAGIeHUS JIOAIbHOCIBIO
nompeoumernei Ha NOmMpeobUmMenNbLCKOM PbIHKe.

In article the analysis of theoretical bases of management by loyalty of consumers in the
consumer market is carried out.

Berymiienune. B ycioBusx 000CTpeHHs KOHKYPEHIIMM U YCKOPEHHS TMHAMUKA HA
BbETHAMCKOM PBIHKE 3a/1a4d MHOTHUX KOMIIAHUM CYIIECTBEHHO U3MEHWINCH. Ecin
HECKOJIbKO JIET Ha3aJ KIIOYEBOM 3ajauell MapKeTUHIOBOW CTpaTeruu ObUIO
3aBOCBAHUE HOBOW KJIMEHTYpbI, TO B IIOCJIEIHEE BpEMs B LEHTPE BHUMAHHUSI
HaxoAuTcs npoOljemMa yJep:KaHusl KIMEHTOB, COXPAHEHHUS] C HUMHU JOJITOCPOYHBIX
B3aMMOBBITO/IHBIX CBsA3eil. OOOCHOBaHMEM TaKUX M3MEHEHUM SIBJISICTCSI OCO3HAHME
TOr0, 4TO (POPMHUPOBAHUE JIOSUIBHOCTH MOTpeOUTENss oOecrneunBaeT KOMIaHUU
3HAUUTEIbHBIE JIONOJHUTEIbHBIE JOXOAbl Onarogaps peEryJspHbIM IOKyIKaM,
OCHOBAHHBIM Ha BBICOKOW 3MOLIMOHAIBHOW MPUBSA3aHHOCTH JII0OOMMOMY OpeHay. B
XOJI€ MCCIIEIOBAaHUS U aHAJIW3a JAHHOW TeMbl ObUIM MPOAHAIM3UPOBAHBI PabOTHI
CJIEYIOIINX YKPAaWHCKUX, BRETHAMCKHUX U 3apyOexHbIX aBTOpoB: [laBienko A.D.
3o03ynéB A.B., u6pora T.I'., [Ipumax T.A., I1. I'em6:1., M. CtoyH., H. Bynkok., 1.
Aaxep., (J. Liesse., S. Schlueter., Jan Hofmeyr., Butch Rice, McKinsey of comp).

IlocranoBka 3agauu. Ilenpto paboThl sBIsSETCA W3yYCHUE YIIPABJICHHE
JOSTLHOCTBIO MOTpEOUTEeH W JaHbl PEKOMEHJAIMH IO YIOBJICTBOPCHHOCTH
KJIWEHTOB KOMIIQHHU.

Metoaosnorusi. TeopeTHKO-METOIOIOTHYECKOTO OCHOBOW ISl JIOCTHKCHUS
MOCTABJICHHOW 1M SBJISIIOTCS Hay4dHble pa3paboTku U ¢GyHIaMEHTAJIbHBIC
MOJIOKEHUS] MApPKETUHT W TICUXOJOTHM, TOBEIEHUSI TOTpeOUTENe, MEeTOabl
CTPYKTYPHOT'O aHaJIu3a MOTPEOUTEIBCKUX, a TaAKXKE MPAKTHUYECKHUE PEKOMEHAAIIUN
BEIIYIIUX OTEUECTBEHHBIX U 3apyOEKHBIX YUCHBIX B 3TOH cdhepe.

PesyabTar MccaenoBanus. IIpoBeneHHBIM aHAIW3 MO3BOJIMJ  BBIJICIUTH
CJICAYIOIINE OCHOBHBIE OMPEICIICHUS TTOHATHUS JIOSIILHOCTH (Tabsuia 1).



Taomuna 1

B3rasiael Ha onpeacjeHue NMOHATUA «JI0AJIbHOCTD»

CyIHOCTh

ABTODBI

[ToTpebutenu, KOTOpBIE COXPAHSAIOT YPOBEHb MOKYIIOK Ha
MPEKHEM YPOBHE WJIM YBEJIMYMBAIOT €ro. OHM OLEHUBAIOTCS Kak
JIOSUIbHBIE.

KOMIOaHUEH
McKinsey

[loTpeOutens ciieqyeT cxeme MOBTOPHOW MOKYHKH, MOTOMY
YTO KMMEHHO 3Ta TOProBasg MapKa XOpPOUIO YAOBIETBOPSET €ro
HOTPEOHOCTH WM NOTOMY 4YTO Yy HEro (opMHpyercs JHU4YHas
IPUBEPKEHHOCTh MapKe.

J. Liesse 1 S.
Schlueter

[loTtpeOutens  MOXeT OBITH TpelaH  OJTHOBPEMEHHO
HECKOJIBKUM KOHKYPUPYIOIIUM MEXAy coOoit kommnanusiM. Ho Hu
MOBTOpHAsl TMOKYIKa, HU «pallMOHAJbHAs TMPEIAHHOCTb» HE
O0OBSACHSIIOT IPUPOJTY JOSITBHOCTH.

IL.
['em61.M.
Croyn. H.
Bynkok

[loTpeOurenu OYeHb YACTO MOKYMAET HMMEHHO TOBap TOTrO
OpeHga, KOTOpPBIA MPENCTAaBICH B JaHHBIM MOMEHT Ha pBIHKE.
Takxe HaAOMIOAAIOTCS CUTYallMM, MPU KOTOPBIX NOTPEOUTENb B
COCTOSIHUU KYIIUTb JIUIIb 3TOT OpEH/I.

Takum 00pa3oM, JOAJIBHOCTh K OpeHOy OOBICHSETCS, Kak
«yCTONYMBAs MMOBEACHYECKAsH PEAKIMSA OTHOLIEHUHN ONPEIEIEHHOTO
OpeHaa, BO3HUKUIYIO B pe3yibTaTe MCHXOJIOTHYECKOro Ipoliecca
OLICHKW». JIpyrumMu cioBaMH, JIOSJIBHOCTh IIOHUMAETCs Kak
TEH/ICHLIUSA MOTPEOUTENS TOKYINaTh OpeH CHOBA M CHOBA, IOTOMY
YTO NOTPEOUTENh NMPEANOYUTAET EMY HaJl BCEMH IPYTHUMH.

Jan
Hofmeyr 1
Butch Rice

Omnpenensier JOSJIBHOCTh KAk «MEpy MPHUBEPKEHHOCTU
notpebutenst Openay». [lo ero MHEHHUIO, JIOSIIBHOCTh MOKAa3bIBAET,
KaKoBa CTEIMEHb BEPOATHOCTH TEpexojaa MOTpeOuTeNs Ha APYroi
OpeH1, 0COOCHHO KOT/ia OH MPETEepIreBaeT U3MEHEHHUS 10 IEHOBBIM
WIA KaKUM-TMOO0 ApyruM mokazatensM. [Ipu pocte JNOSIBHOCTH
CHUKAETCSl CKJIOHHOCTh MOTpeOuTeNel K BOCHPUSITHIO ACHCTBUMN
KOHKYPEHTOB

J. Aakep

XKenanue mnoTpeOUTENs MOKYNaTh ONPEICICHHBIM MNPOAYKT
MMEHHO B JTOM KOMIAHWM, MMEHHO y 3TOro INpoOAaBld, KOraa

danp Txasr




KJIMCHT ABJECTCA XOPOIIUM PCKOMCHIATCIICM.

Ha ocHOBe JaHHBIX OMpeAENCHUN, MOKHO CHIeTaTh BBIBOJ, YTO JIOSULIBHOCTh
- 3TO BBICOKHI YpOBEHb JOBEpHUS KJIMEHTa K KOHKPETHOW OpraHM3ally WM
TOPTOBOW MapKH, B pe3yJbTaTe 4ero KIMEeHT He paccMaTpuBaeT KOHKYpPUPYIOIIHE
MPEJIOKEHHUS OT APYTUX OpraHu3anuil (TOProBeIX MapokK). JIOSIIBHOCTH sSIBIsSeTCA
OJTHUM W3 BaXKHEUIHMX (PAKTOPOB CTAOMIBHOW M yAayHOM pabOThl KOMIIAHUH,

MPCAIPUATHA OpraHnu3allii B COBPEMCHHBIX YCIIOBUAX.

[Torpeburens, MOKyHarOMMii OPEH/] TOCTOSTHHO M WCIBITHIBAS TPU 3TOM
ASMOLIMOHAIBHYIO MPUBA3AHHOCTh U TIYOOKYIO yIOBIETBOPEHHOCTh UM, SIBIISIETCS
JIOSTTBHBIM IO 000MM THUIIaM JIOSUIBHOCTH MTOBEACHUECKOH JIOSIIBHOCTH, CBSI3aHHOM
¢ orHomeHueM. (Jan Hofmeyr u Butch Rice) onpenensitor n0suIbHOCTh, CBSI3aHHYIO
C OTHOILIEHUEM KaK «IIPUBEPKEHHOCTH». TakuM o0pa3oMm, B JaHHOM CIIy4yae UMEN0
MECTO COYETaHHE MPHUBEPKEHHOCTH M JIOSIIBHOCTH. ABTOPHI OTMEUAIOT, YTO
JIOSITHHOCTH BCET/a CBsI3aHa C TIOBEJICHUEM U TEM CaMbIM SBIISIETCS TTOBEICHYECKOM
nepeMeHHoOM. Jlainee aBTOpBl MpeajaraloT, Ha Hall B3IJSA  JIOCTaTOYHO
MHTEPECHBIN MOJXO0/ K ATOM MpoOsieMe - Ha OCHOBaHUU pa3TpPaHUUCHHS TTOHSATUM
«JIOSUITBHOCTB» U «IIPUBEPKEHHOCTH». OHM BBOJIAT €I1I€ J1BA OHATHUS: «JIOSJILHOCTD
0e3 MPUBEPKECHHOCTU» U «IIPUBEPKEHHOCTh 0€3 NOosubHOCTUY. JlosiibHOCTH 0e3
MIPUBEP)KEHHOCTH HAOIIOJAETCs B CHUTyalUMsX, KOrjJa MOTpeOuTenb Jud0 He
yIIOBJIETBOPEH OpeH/laMu, KOTOpbIe OH IMOKYyMaeT, JUOO OTHOCUTCS K HHUM C
0e3paznnureM HO, HECMOTPSI Ha TO BBIHYKJICH 9TO JeNaTh U3-3a OTCYTCTBUS Ha
pPBIHKE «JTI0OMMOTOo» OpeHaa, MO0 MO MPUYMHAM SKOHOMHUYECKOTO XapakTepa.
[loaTomMy mpu mepBoM yIOOHOM cilydyae NOJOOHBIM MOTPEOUTENh cpaszy ke
nepecTaHeT MOIb30BaThCS ATUMH OpeHIaMU U MepeiiieT Ha OpeH I, K KOTOpOMY OH
UCIBITBIBAET UYYyBCTBO NpuBsizaHHOCTU. [IpuBepkeHHOCTH 0€3 JIOSUIBHOCTH
AMaMETPATbHO  TPOTHUBOMOJOKHA  JIOSUIBHOCTH  ©€3  MPUBEPKEHHOCTH |

BCTPCYACTCA TOr4a, Koraa HOTpC6I/IT€HB BBICOKO OIICHHUBACT 6pCH,21, YAOBJICTBOPCH



UM HCIBITBIBACT 3daMHTCPCCOBAHHOCTh B HEM W SMOIMOHAJIBHYIO IIPUBA3aHHOCTD,

HO HE HMMEEeT BO3MOXXHOCTH YacTo npuodperatb ero. Ilpu mnosiBieHHn xe

HO,Z[O6HOI>1 BO3MOXXHOCTHU OH HpH06peTaeT HMEHHO €ro. Takum 06p&30M, B TaHHOM

IoABHUAC JIOAJIBHOCTH HOTpe6I/ITCJ'H) HUCIBITBIBACT IIPUBCPIKCHHOCTD K KOHKpCTHOﬁ

TOpI‘OBOﬁ MapkKe, OAHAKO IIPOABJICT IIOBCACHYUYCCKYIO JIOAJIIBHOCTDH K 6pCHI[y,

KOTOPBIM OH PETYJSIPHO MOKymnaer. Beien 3a aBTopaMu, MOYKHO CAENAaTh BBIBOJ,

4TO 9TOT NOABU/ JIOAJIBHOCTH TATOTCCT K IMPHUBCPKCHHOCTHU, HO HEC HOBGI[GH‘ICCKOﬁ

JIOSAJIBHOCTH. BI/I,ZII)I N IIOABUABI JOSJIBHOCTH MOZKHO IIPCACTABUTL B BUJC Ta6JII/ILIBI

(Tabm. 2)

Tabmuma 2

Knaccupukanusi BuaoB JosibHOCTH 110 SIHOM Xodmeiipom u batu

Paiicom

Bug nosnbHOCTH

OcHOBHBIC XApaKTCPUCTHUKHU

[.ITpuBepkEHHOCTD
a)lIpuBep>xeHHOCTh

0€e3 JIOSIIbHOCTH

JlosIIbHOCTB, CBSI3aHHASI C OTHOIIEHUEM, MPOSIBIISETCS
KaK 3alHTEPECOBAHHOCTH MOTPEOUTENS B MOKYIKE MMEHHO
JaHHOTO  OpeHma,  MpeArnojaraeT  3MOIMOHAILHYIO
PUBJICUCHHYIO U TIPUBEPXKEHHOCTh MOTPEOUTENS K OpEHIY,
MOJIHOE YJIOBJICTBOPEHHE WM  TpuoOpereHue OpeHna B
TEUCHUE HEOTPAHNYCHHOTO BPEMECHH.

[ToTpeOurens BBICOKO OLICHUBAET OpeHf,
YIOBJIETBOPEH UM, UCIIBITHIBAET 3aMHTEPECOBAHHOCTh B HEM
U OMOLMOHAJIBHYIO NPHUBA3AaHHOCTb, HO HE HMMEET
BO3MOXKHOCTH YacTO MPUOOpeTaTh €ro (PKOHOMHYECKHE
dakTopel WM OTCYTCTBHE OpeHga Ha poiHke). I[lpu
NOSIBJIEHUU TaKOW BO3MOXKHOCTH OH MNPUOOpPETaeT UMEHHO
€ro.

II. IloBenenueckas
JIOSIJTBHOCTh
(JlosmpHOCTH ~ 6€3

MIPUBEP>KEHHOCTH

HOBGI[GH‘-ICCK&H JOAJIBHOCTD IIPOABIIACTCA IIpu

NOKYIKe OpeHJa Ha TOCTOSHHOW OCHOBE,  HO IpHU
OTCYTCTBUM TpuBepxkeHHOCTH. [loTpebutens wumm He
J0BOJIEH OpeHAO0M, KOTOpPBIA OH MOKYTAET, 1100

OTHOCHUTCSI K HeMmy c Oe3pasmuumeM. Hecmotpss Ha 3TO
noTpeOUTENIb BBIHYXKJEH NpHOOpETaTh H3TOT OpeHa 3a




OTCYTCTBUA Ha PBIHKC

«IFOOMMOTO»

IpPUYUHAM SKOHOMHYECKOTO XapakTepa.
yIOOHOM cily4ae MNOTpeOuTeNnb NEPEeXOAUT Ha OpeHna, K

KOTOpOMY

IIPUBS3aHHOCTb.
noTpeduTessi BooOImIE HET OpEeH/IOB,

OH

UCIIBITHIBAET
Bcerpeuarores

HCIIBITBIBACT IIPHUBA3AHHOCTD.

OpeHaa wumu 1O
I[Ipu nepBom

AMOLMOHAJILHYIO
CIyy4au,

Korga y

K KOTOpBIM OH

II. CmemaHHbIA THIT
(ITpuBsizanHocTh +
JIOSUTBHOCTB)

[ToTpeburens

IIOKYIIaeT

OpeHn

IIOCTOSIHHO u

HUCHBITBIBACT IIPH 3TOM OSMOLMOHAJIBHYIO IIPUBA3AHHOCTL U

IIYOOKYIO YJIOBJIETBOPEHHOCTb.

JlanHble cBejieHBI B TabmuIy (Tadsm. 3).

Buabl JosJILHOCTH

(Acmounux: asmopckas paspabomka)

Tabmuma 3

TpaH3akiMoHHas JIosIBHOCTD KomrmiekcHas J10sJIbHOCTD
JIOANBHOCTE fiepuermnu HcTunnas Omunbounast JlaTtenTHas
JIOSITBHOCTD JIOSITBHOCTh JIOSITIBHOCTh
PaccmarpuBaer Axkuentupyet | [lorpedurens | Ilorpedurens ne | [lorpeburens
W3MEHCHMUS B | BHUMaHHE Ha | JOBOJICH YIAOBJIETBOPEH BBICOKO
MMOBEICHUU TaKUX MapKoOu 1 | OpeHIoM, OLICHMBAET
MOKyTMaTesen: aCIleKTax, Kak | MOKYMAaeT €€ | KOTOPbIN OH | MapKy, HO HeE
MoKa3aTen CyOBEKTUBHBIE | PETYIISIPHO, nokymaer. OH | umMeet
MOBTOPHOM TOKYIIKH, | MHCHUS HE MOKYNAaeT MapKy | BO3MOXHOCTH
JIOJIF0  OTPENICNICHHON | MOTpeOuTeNel | YyBCTBUTENE | B CBSI3HU ¢ | yacTo
TOPrOBOM MapKd B | U HUX OIICHKHU | H K | HAKOTIUTENIbHBIM | MPUOOPETATh
001X obbemax | (YIOBIETBOPE | JICHCTBUSAM 1 CKUJIKAaMH WUJIH | €€, OJIHAKO
MOKYMOK IO TOBAapHOM | HHOCTh KOHKYPEHTOB | K€ B CBA3U C | BCAKMA  pas,
KaTeropuu, OpeHioM, BPEMEHHOM KOrjJja y HEro
KOJIMYECTBO Xopoliee HEJIOCTYITHOCTh | MOSIBJISIETCS
KYyIUIEHHbIX Mapok. He | oTHOImIEHNE, 1) MapKH, | Takas
YKa3bIBAKOTCS YyBCTBO KoTOpas €MY | BO3MOXHOCTb,
(bakTopsI, TOpJIOCTH, 0obIIe OH
BBI3BIBAIOIIME JIaHHBIE | JOBEpHE HPaBUTCS npuodperaer
W3MEHEHUSA U.T.J.) VIMEHHO €€




Kak BuaHO W3 mpuBeAeHHON KiacCU(pUKALUK, OHA UMEET OOIIMe YepThl C
KJIaccupuKalyend MPeAIOKeHHOM BbIIe Kak BhpoyeM U orTiauums. [lpu

COITIOCTaBJICHUH 000UX IMoAXO0 0B MOXKHO CACIIATH CICAYIOIINC BBIBOABI:

TpaHCaKIIMOHHYIO JOSUTBHOCTh B HE3HAYHWTEIIBHOW CTEIEHH, MOYKHO
COOTHECTH C JIOSUTBHOCTBIO (TTOBEICHYECKOH) HO ATH TIOHATHS HE HWIACHTHYHBI.
JIoSITBHOCTH  TIEPIENIIMKA  TaK)K€  TOJHOCTHIO HE  HJCHTUYHA  IOHSTHUIO
MPUBEP)KCHHOCTHA, TaK CYOBEKTUBHBIE MHEHHS TMOTPEOUTENEH COBEPIIICHHO
HeoOs13aTeIbHO OYIyT MpEAnojarath MOJHYI0 3MOIMOHAIBHYIO MPUBJICYEHHYIO,
MOJIHOE yAOBIETBOpeHUE OpeHmoM. KoMmIuiekcHas JOsUIbHOCTh KaK COYETaHHE
TPAHCAKIIMOHHHOM U  JIOSJIBHOCTH TMEPLENIHMA COOTHOCUTCS C THUIAMU H
MOJITUIIAMHU JIOSUTbHOCTH, onrcaHHbIMU (Jan Hofmeyr) u (Butch Rice). Uctunnas
JOSITBHOCTh HanboJee OMM3Ka MO 3HAYCHHWIO K CMEIIAHHOMY THUITY JIOSUTBHOCTH, a
UMEHHO K THUITy «IPUBEPKEHHOCTH + JOSUTBHOCTBY, MIOITOMY MbI OyJIeM CUUTATh,
9TO TIOATHN «WUCTUHHAS JIOSUTBHOCTBY» COOTBETCTBYET CMEIIAHHOMY THITY

JOSITLHOCTH (TIPUBEPKEHHOCTD + JIOSJIBHOCTB ).

Ommboynas J10sJILHOCTD COBIIAAACT IIO 3HAYCHUIO C ITIOATUIIOM <«JIOAJIBHOCTD
oe3 IIPUBCPKCHHOCTHU), IIOOTOMY MEI 6y,ueM CUuTaTb, YTO THII <JIOXKHAas
JOSAJIBHOCTB» COOTBCTCTBYCT THUIIY «JIOAJIBHOCTBL» HWJIH IIOATHUILY «JIOSJIBHOCTD 0e3
IMPUBCPKCHHOCTH. JlaTenTHas (CKpBITaH J'IOHJ'IBHOCTB) HNICHTHUYHA 110 3HAYCHUIO
IMOATHUIIY «IIPHUBCPKCHHOCTDH 0e3 JOAJIIBHOCTH)), IIO3TOMY MBI 6yz[eM cHyuTaThb, 4YTO
THUIT «JIAaTCHTHAsA JIOAJIBHOCTBE» COOTBCTCTBYCT THUITY <«JIOAJIBHOCTL» WKW IIOATHUITY

«TIPUBEPKEHHOCTH 0€3 JOATIBHOCTIY.

VYrnpapiieHue JOsUIBHOCTBIO TIOTPEOUTENIC TECHO CBSI3aHO C TaKUM
MOHATHEM, KaK CHCTeMa JOSIIbHOCTU. CerojHs KOMIIAHMM HMEIOT B CBOEM
pacHopsKEHUM MOIIHBIM WHCTPYMEHTAPHM, NMPHU3BAHHBIM YCTAHOBUTH IPOYHBIE

OTHOIIICHUSI MEXJY IOKymnaTeJleM MU MPOU3BOJUTENIEM / MPOJABIIOM M CO3/1aTh



YCJIOBHSI, CTUMYJIMPYIOIIUE MOJNECPKKY YCTAHOBIICHHOTO KOHTAaKTa - MPOrpPaMMBbI
JIOSUTBHOCTH OpPEHIy. DTH CUCTEMBI IIUPOKO pachpocTpaHeHbl BO Bcem mmupe. C

Ka>XJIbIM I'OJJOM OHH BCC Ooee IMOIIYJIAPHBI X1 BO BretHame.

Tabnuua 4

MeTOIlbI (l)OpMI/IpOBaHI/lH JJOAJIBHOCTH

(Ucmounuk: aemopckas paspabomka)

LleHoBbIE HeueHoBelie

1. bonycHbie 1. PR MuponpuemcTBa

2. TMCKOHTHBIE 2. PabGota nepconana

3. KomOuampoBaHHbBIE 3. Pexiiama

LlenoBas JIOSUTBHOCTh XapaKTEpHU3yeTCst HU3KUMU YPOBHSIMHU
OTHOCHUTEJIbHOM MPUBS3aHHOCTH K MPOIYKIUU (PUPMBI U BEPOSITHOCTH ITOBTOPHOU
3aKynku. B Takom ciydae, mpolecc BbIOOpa Cpeid CYUIECTBYIOIUX albTEPHATHUB,
KaK TpPaBWIO, 3aBEPIIAETCA B IOJb3Yy MNPEIJIOKEHHS, KOTOpass SBISAETCA

IPUBJICKATEIHLHON B (PUHAHCOBOM CMBICIIC.

[{eHOBBIE pa3esAlOTCs HAa JUCKOHTHBIE U OOHYCHBIE, CYIIECTBYIOT TaKXKe
U KOMOWHHpOBAaHHbIE MpOrpamMmbl - JHUCKOHTHO-OOHycHble. Ilpu Bcem
MHOT000pa3uu CXeM, BCE€ IIEHOBBIE IPOrPAMMBI TOX0KHE B TOM, YTO JIEUCTBYIOT
Ha PAllMOHAJIBHYIO MOJIEIb IOBEACHMUS.

Yrto kacaercs HCIOCHOBLIX IIPOrpaMM JIOAJIBHOCTH, TO CIICOUAJIMCTBI TOXKC

"

paziMyarT He "KIMeHTOB" a "OOIIECTBEHHOCTH " - TO €CTh, OoJjee IMPOKHE
IpYIIbl, KOTOpblE MOTYT M HE TMOKynaTh MOPOAYKIHUIO NPEANpUSITUS
HerocpeAcTBeHHO. K TakuM rpymnmaM, Opekae BCEero, OTHOCSTCS: MapTHEPHI MO
OusHecy (B TOM 4HCIie 3apyOeKHbIE), COTPYAHUKHU MPEANPUITHS, aKIMOHEPHI U

HWHBECTOPHI.
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Hecmotpst Ha GombIIOE KOJMYECTBO KOHKPETHBIX MEp, HAIIPABJICHHBIX Ha

(dbopMUpOBaHUE JOSIBHOCTH OPEHTY. CISAYET BBIICIHUTD cieayromme (puc. 1).

l I{eHOBEI® IPELI0KEHEA J

l

JIHCKOHTHEEIS

JHCKOHTHBIC HAKOMHTEI5HBIS

TIporparel IOOIIPEHHA
JOLTEHOCTH QPSHIY

Crinyanpozanne _ KTy ORI MOCTOAMEEL MOTPEOHTEIeH

noTpeOHTeleH B aKTHEBHOH

| |

He meHoBRe OpEII0XEEHRA |

Puc. 1. Ocnosuvie 6uovl cucmem noowjpenus 10a16Hocmu nompebumerneu

JlosmpHOCTh OpeHIY MOXKET ObITh U3MEPEHa KaK KOJIMYECTBO PEKOMEHAIH
CYILLIECTBYIOIIMX MOTPEOUTENEH, BEAYIINX K MPHUBJICUECHUIO HOBBIX OTPEOUTENEH.
CrpemiieHne OPEKOMEHI0BaTh OpEeH[ IPY3bsM, CEMbE WM KOJUIEraM SIBJISETCA

JIY4IIUM ITIOKa3aTCJIEM JIOAJIBHOCTH.

BoiBos. B pabore Oblia mpoaHaIM3UpOBaHA MAPKETUHIOBas cCpeaa
KOMITaHUM, KOTOpas [Jajia BO3MOYKHOCTb HPOSIBUTH PBIHOYHBIE YIPO3bl U
BO3MOXHOCTH [IJIA €ro AeSTeNbHOCTH. CHIBHBIE CTOPOHBI, C MTOMOIIBIO KOTOPBIX
MOKHO PEaJIN30BbIBATh BO3MOKHOCTH U OJOJIEBATH YIPO3bl, a TAKKE HEAOCTATKH,

KOTOPBIC HYK/IAOTCA B pCIICHUU.

[TommyueHHble pe3ynabTaThl UCCIEAOBaHUS ObUTM 00pabOTaHbl C MOMOIIBIO

METOOOB MaTeMaTUYECKOM CTaTUCTUKH. Tak IIPpH aHAJIMU3C MOPAAKOBLIX HIKAJ.
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B pesynbrate ananusa nuHopmanmu, Moy4eHHON BO BpeMsi MapKETHHTOBOTO
WCCIIEIOBaHMsI, OBUTH OIpeneseHbl aOCOMIOTHBIE KOHKYPEHTHBIE MPEUMYIIECTBA
JUIsl KomnaHuu ToioTa, KOTOpOEe MCIOJIb30BAaThCS B IIOMCKE HOBBIX HMII C LEJIBIO

ITOBBIIIICHUEC KIIMCHTOB KOMIIaHHH.
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