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NOTPEBUTENIbCKUE CTPATErUK NPEANPUATAA OO0 «ABPAY-AOPCO»

B nocnegHue 20 neT MapKeTUHI B3aMMOOTHOLLEHMI He nepecTaBan ObiTb NPEAMETOM OXMBIIEH-
HbIX QUCKYCCUIA Cpeayn TEOPETUKOB M NPaKTUKOB. B nocregHee gecstunetne XX Beka NosBUIIOCh MHO-
KECTBO MPUBEPKEHLEB CTPATErvin, OCHOBAHHbBIX HA B3aUMOOTHOLLEHUSX, U MAPKETUHI B3aUMOOTHOLLe-
HUI CTan ofHOM U3 Hambonee NOMyNSPHbIX TEM Hay4HbIX CMIOPOB BOKPYT MApKETUHTa.

Y10 e Takoe MapKeTUHr B3auMOOTHOLeHMI? Hanbornee nonHoe onpegenexue: «BbisBnaTb u
yCTaHaBnMBaTh, NOAAEPXKMBATL W YKPennsTb, a Npy HeobXoAMMOCTH M MpekpaLlaTb, B3auMOOTHOLL e-
HUS C KNUEHTaMW C NpubbInbio — Tak, YTOBbl JOCTUrANMCh LieNM BCEX BOBMEYEHHBIX B HUX CTOPOH; U
OCYLLECTBNAT 9TO NOCPELCTBOM B3aUMHOMO 0bMeHa obelyaHusmMu U ux BbinonHeHuem» [1]. Hekoto-
pble CreumnanucTbl NPOBOAAT CONOCTABMIEHWNE XapaKTEPHbIX 41 TPaHCAKLUMOHHOMO MapkeTuHra (Trans-
action marketing, TM) n mapkeTuHr B3aumooTHowweHun (Relationship marketing, RM) nogxoaos k knu-
eHTam (noTpebutensm) Ha TakTyeckom ypoBHe. OHW NpeacTaBneHbl B Tabnuue.

Tabnuua
CpasHenne TM n RM

TpaHCaKLUMOHHbIN MapKETUHT MapKeTUHI B3aMMOOTHOLLIEHMI

OpWeHTUpyeTCs Ha eAMHUYHbIE aKTbl POAAX OpWeHTUpYeTCS Ha yaepXKaHWe KIMEHTOB

OTaenbHble 3NM30ANYECKIE KOHTAKTbI C KTMEHTaMM [MOCTOSIHHbIE KOHTAKTbI C KMUEHTaMK

CocpenoToyeHne Ha OTIMYMTENBHBIX 0COBeHHOCTSX  CocpemoToYeHne Ha NOTPedUTENbCKON LIEHHOCTY
npoaykTa

KpaTkocpoyHoe B3aumoaencTane [onrocpoyHoe B3anmoaencTane

Marnblit aKLUEHT Ha 0BCryXMBaHUE KIMEHTOB CunbHbIN akLEeHT Ha 06CyXMBaHWE KITMEHTOB

Crnaboe cTpemrneHue YyOOBNETBOPUTL — OXWAaHUs CunbHOE CTpeMreHue  YAOBNETBOPUTb  OXWAAHMS
Kn1eHTa Kr1eHTa

KauecTBo — 3a60Ta NpoOM3BOACTBEHHOMO NEPCOHaNa KauectBo — 3a60Ta BCero nepcoHarna opraHusasmm

000 «Abpay-[ltopco» B CBOEIl AEATENBLHOCTM MCMOMb3YET TakoW TUM B3aMMOOTHOLLEHWA Kak
«MapKETUHT B3aMMOOTHOLLIEHWNY. [Tpodaxu 4aHHON PUPMbI NAYT Yepes ceTb AMCTPUBBLIOTOPOB MO BCEW
Poccun. Mexay notpebutenem (auctpmbbloTOPOM) M OpraHu3aLmein NoCTaBLMKOM CyLLECTBYHOT opra-
HW3aLMOHHbIE B3aWMOOTHOLLEHWUS U HOCAT OHU MEXITMYHOCTHBI XapakTep. Takue B3aMMOOTHOLIEHNS
SBNAKTCS 4BYCTOPOHHUMM, B paMKax KOTOPbIX 06€ CTOPOHbI OAMHAKOBO 3aMHTEPECOBaHbI «B MHBECTU-
Unax» apyr B Apyra. Bnagenbubl Lenovek po3HWYHbIX MarasuHOB obecneynsatoT komnaHum «Abpay-
[liopco» BOCTYN K faHHbIM, MOCTYNaoWMM 13 TOYEK Npodax, Ytobbl cnocobeTBOBaTh ANCTPUDLIOLMK.
OTO BecbMa CyLLECTBEHHAsi NepeMeHa B OTHOLLEHMSX MOCTaBLUMKA W MOKynaTens no CpaBHEHMIO C
NPOLLAbIMKA JECATUNETUAMM, KOrAa MHGOPMaLMs, KOTOPON cendac cBOGOAHO 0BMEHMBAIOTCS CTOPOHI,
cunTanacb KOMMEPYECKON TaliHO! M UCnonb3oBanach B MHTEPEcax NprobpeTeHunst pbIHOYHOM BNacTH 1
KOHTPONS Haz NOCTaBLLMKOM.

CornacHo mogenu MaiHa (1995), npueeaeHHOM Ha puc. 1, knueHTbl opraHnsayum 000 «Abpay-
[llopco» HaxoasTcs Ha CTyneHbke napmHepbl. OHW 3aMHTEPECOBaHbI B MOCTOSIHHBLIX 1 B3aMMOBbIrOA-
HbIX OTHOLUEHWSX C OpraHu3aLmen, COBMECTHO C OpraHu3aLmen UwyT NyTu JOCTUXKEHUS B3aMMOBbIrO4-
HbIX OTHOLLUEHWA. BCex HOBbLIX KNMEHTOB KOMMNaHWS CTapaeTcs NepPeBeCTy CO CTYNEHEK KIUeHmos, cmo-



POHHUKO8 U NPonazaHAUCMO8 Ha CTyrMeHb NapmHepos.

MapTHepb!

npOI'IaFaH,D,I/ICTbI

CTOPOHHMKK

|

KrnneHTbl
MoTpebutenn

|

HOTGHLI,VIaﬂbeIe KINMNEHTbI
Puc. 1. Mogenb MNaitha (Payne, 1995)

PaccmaTprBas B3aMOOTHOLLEHUS!, HEBO3MOXHO HE KOCHYTLCS TaKOro NOHATUS, Kak NOSANbHOCTb.
CyLLeCTBYIOT B OCHOBHbIX NOAX0Aa K ONPEAENEeHNtO CYLLIHOCTI KOMMEPYECKON NOSINBHOCTY [2]:

—  C TOYKM 3PEHUsi NOBELEHYECKOrO NOAX0AA NOANBHOCTb OCHOBBLIBAETCS HA KOMNYECTBE MOKY-
MOK ¥ OLEHMBAETCS NMyTeM MOHUTOPMHIA YacTOTbl COBEpLUEHUSI NOAOGHbLIX MOKYNOK W (PaKTOB CMEHbI
OpeHaa, T. €. nepexoaa NokynaTens Ha apyroi 6pena;

—  onpegenexve NosnbHOCTY C NO3ULMKM BOCTIPUATUS CBA3AHO C onpeaeneHneM notpebutesns-
CKMX NPEANOYTEHUIA U PACNONOXEHHOCTW MO OTHOLLEHMIO K JaHHOMY BpeHay.

BOnbLWKWHCTBO KOMNAHWA B CBOEN AEATENBHOCTM UCMOMbL3YHT NPOrpaMMbl NOSANbHOCTU. [TpUYMHDI
MCNONb30BaHNS 3TUX Nporpamm creaytowyme [1]:

— NOCTPpOEHNEe NPOAOIMKUTENbHbIX B3aMOOTHOLLEHUI C I'IOTpe6I/ITeJ'IFIMM 3a CYeT npeproxe-
HWA BO3HarpaxgeHusa 3a ux npuBepXXeHHOCTb;

—  MoBblLLEHVe NpubbInK 3a cyeT Bonee LWMPOKOTO MCNONb30BaHMUS NPoayKTa noTpeduTenem u
MEPEKPECTHbIX MPOAAX;

—  cbop AaHHbIX 0 noTpebutensx;
—  andepeHumaums bpeHaa;
—  3alnTa CBOMX PbIHOYHbIX MO3NLMIA;

— obecneyeHye BbIrOAHbIX NO3MLMIA NS KOHKYPEHTHOM 60pbLObI.

Komnanna OO0 «Abpay-[iopco» npenocTtaBnser peTpoboHyc aucTpubbtotopy. BoHyc moxert
NPeRoCTaBNATLCS 3a OnpefenieHHbl 06beM 3akynok NpoayKTa KOMNaHWW-Npou3BOAUTENS B TEYEHWe
KaKoro-To BpeMEHHOro npeaena, boHycMpoBaHue — 3a OTCYTCTBME 3aLO0IPKEHHOCTEN AMCTpUbbIOTOpa
nepez komnaHueir. Pasmep BoHyca, kak NpaBuio, onpeaensieTcs npoLeHToM oT obLuero obbema 3aky-
noK 3a onpegeneHHbin neprnog. MoTueaLmMoHHble nporpamMmbl «Abpay-[opco» NpoBoasaTcs ¢ onpege-
NEHHOW NEepPUOANYHOCTbIO, CBA3AHHOW C LIENsMI 1 3afavamMu KOMMaHWUM-NpOU3BOANTENS, CE30HHOCTLH
NpoAax W ApyrMM YacTHbIMKM bakTopamu. OTO NO3BONSET NOAAEPXKMBATHL 3aNHTEPECOBAHHOCTb AMC-
TpubbOTOpa M APYrMX NOCPEAHUKOB B paboTe C AaHHbIM MPOAYKTOM M LEMOHCTPUPYET OKasaHue no-
MOLLY KOMMaHWe B OCTIKEHUN 0BLLMX Lienei — nonyyeHne npubbinu. B cpegHem KonmyecTBo Takux
NPOrpamMm Ha OZHOMO AUCTPMOBLIOTOPA NPUXOANTCS OT TPEX A0 LLIEeCTH B TEYEHWE roga.

MporpamMmbl NOANBHOCTM He peLuatoT Beex NpobrieM MapKeTuHra; 3a4acTyto 3To He Gonee yem



U3OLLPEHHbBIA METOZ CTUMYNUPOBAHMSA NPOAAX, MPKU KOTOPOM 3aTpaThbl HEPEOKO NPEBLILIAIOT NOSTyYeH-
Hble npeumywiectsa [1]. B nyywem cnyyae OHW JEACTBYIOT Kak MeXaHU3M YKpermneHWs NosibHOCTH,
MOCKOMbKY BO3HArpaxaarT Toro noTpebutens, KOTopblii yKe NOSNEH, a He TOro, KoMy NPeACToNT BbITb
nosinbHbIM. Mo3TOMy N5t BBEAEHUS NPOrPaMM NOSNbHOCTY Ha NPEANPUATAN HEOOXOANMO TLLATEeNbHO
npocu1TaTh BCE AOCTOMHCTBA U HEOCTaTKM 3TOr0 MeToAa.

RM nmeeT ABOMCTBEHHYHO Lienb: NpuBnekaTb W yaepxkusaTtb notpebuteneit. Jlyywe Bcero a1oT
noaxof4 UNnocTpupyeT MeTadopa «abIpsBoe Beapoy (puc. 2). OTO CPaBHEHWE aKLEHTUPYET BaXHOCTb
yOepxaHus KNWeHToB, npuaHaBas HeoBX0AMMOCTb NpuBReKaTb HOBbIX — XOTS Bbl ANS TOro, 4TobbI
BbIno, koro yaepxueatb [2].

ArpeccuBHbI
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MapKeTUHr
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MapKeTUHr YaepxaHue KnmeHToB

Puc. 2. Teopus «abIpsiBOro» Begpa

[ns Toro 4toBbl NpeycneBatb, KOMNaHWUA Hapsdy ¢ obecnevyeHMeM NOTOKA HOBbIX KMWEHTOB
[OMKHA OrpaHNyMTb OTTOK UMerLMXCs. VHbIMKU crnoBamm, B MHTEPEecax LOCTUMXEHMS NpUBbIIbHOCTY
obe cTpaterum — NpuBneYeHne 1 yaepxaHue KNMEHTOB — JOMXKHbI paboTaTb BMECTE.

Opranusaumns OO0 «Abpay-[opco» NpUMEHSIET NONUTUKY YAEPXKaHUS KNUEHTOB. [NpuMeHeHue
9TOM cTpaTerun cnocobCTBYET NOBLILIEHNIO NPUOBINKA, CHKEHWIO 3aTPpaT 1 B LIENIOM MOBLILLAET (hUHAH-
COBYI0 3(h(DEKTUBHOCTb. [penmyLLecTBa NOUTUKN YAEPKAHUS KITMEHTOB COCTOUT B CREAYIOLLeM:

- I'IpI/I6bIJ'II:> OT KINeHTa B Te4eHNe BpeMeHU yBEJTUHNBAETCA,
— CO BpeMeHeM MponcxoanT 3KOHOMUA 3aTpaTt Ha O6CJ'Iy)KI/IBaHMe MMEILLINXCA KINMNEHTOB;

—  CO BpemeHeM 06pa3yeTcst 4ONOMHUTENbHbIN JOXOA OT NOCTOSHHbIX KIMEHTOB 3a CYET TOrO,
4TO MO MX PEKOMEHAALMAM K NOCTaBLUMKY obpaLlaroTes Bce bonbLue HoBbIX noTpebutenen [1].

Opranusaumns OO0 «Abpay-[topco» Takke UCNoNb3yeT cTpaTerio NPUBNEYEHUS HOBBIX KITUEH-
T0oB. JlioBoe COKpallueHWe UMCMIEHHOCTW KIWEHTOB HEMPEMEHHO BIMSET Ha  NPUObINbHOCT.
000 «Abpay-[ltopcoy, kak u nobas gpyras KOMNaHUs, TEPSET KIIMEHTOB — €CINN HE B pe3ynbTarte ne-
PEKITIOYEHUS KIMEHTA Ha KOHKYPUPYIOLLEro NOCTaBLLMKa, TO 3@ CHET M3MEHEHWS! MECTOHAXOXAEHUS U
no Apyrum npuumHam. RM 0BbI4HO cunTatoT JOPOroCTOSLLEN anbTepPHATUBO MacCOBOMY MApKETUHTY,
BCIMEACTBME YEr0 MapKETONOrM NPOSIBASIOT NPUBEPXEHHOCTL cTpaTernam RM Tonbko B TeX cryyasix,
Korga 3To NPUeMNEMO AJ1st KOMNaHuu ¢ PUHAHCOBOI M NPAKTUYECKON TOUKW 3PEHUS.

Pasmep pacxogoB Ha CTUMynupoBaHue paboTel AuctpubbrioTopos oprannsauu OO0 «Abpay-
[llopco» TPyAHO onpeaenuTb TOYHO. JTa NO3ULMS NpeacTaBeHa NPUMEPHO NOSTOBUHON BCEX PAacXOA0B
Ha CTUMynupoBaHue u coctasnseT ao 50% obuiero GiogxeTta B 3aBUCMMOCTU OT pernoHa. brogxet He
BKMKOYAET 3aTpaThl Ha KMIOYEBYH PO3HULY — Ha 3TO BblAeNeH OTAENbHbIN OLomKeT.

BennumHa hmHaHCOBbIX 3aTpaT Ha MOTUBALMOHHbIE MPOTPaMMbI 3aBUCUT OT OTPacnu 1 pasmepa



KOMMaHuy; Lienemn n 3agad, KoTopble KOMNaHUsA-NPOU3BOAUTENb CTaBUT nepes coboit; OT pasmepa Tex
CpeacTB, KOTOPbIE KOMMNaHKS roTOBa BKNaabiBaTb Ha JaHHOMO AMCTPUOLIOTOPA MK APYroro nocpeaHu-
ka, W, CrienoBaTenbHO, OT pasMepa NpeaocTaBnsieMblX H0HYCOB, 3aBUCSLLMX OT 3aMHTEPECOBAHHOCTY
napTHepa 1 ero nepcoHana B paboTe ¢ AaHHbIM NPOAYKTOM, OT UX JOXOAO0B; pasMepa KnneHTCkon basbl
W KONMUYeCTBa MOTUBMPYEMOTO NEPCOHaNa; 0T 06beMOB NpoAax NPOAYKTa U NPOAOIKMTENBHOCTY Nna-
HUpYyeMbIx nporpamm. Meped Havanom nboi AONOMHUTENBHON PEKNAMHON akLyW U MOTUBALMOH-
HOW KaMnaHu1 NPOCYNTLIBAKOTCA ee CTOUMOCTb U OKynaemocTb. [lepBooyepeHas 3agava — nomnyyeHue
NonoXuTenbHoro achekTa, He 0bs3aTenbHO B PUHAHCOBOM BbipaxeHuu [1].

B 3akntoueHne MOXHO caenatb BbiBog, UTO opraHusaumn OO0 «A6pay-[iopco» Heobxoamumo
npuaepXu1BaTbCs BbIOpaHHOM CTpaTeri MapkeTUHra B3aMMOOTHOLLIEHWIA 1 fenaTh Yrop Ha yaepxaHue
KNWEHTOB, He 3abbiBas 0 NPMBREYEHUN HOBbIX. MpaBUmbHbIA BbIGOP NPEANPUATUS NOAX0AA K KIWeHTaMm
SBNSAETCH OCHOBOW €ro JasnbHenLwero passuTus.
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