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IUIAHUPOBAHHH U OLEHKe 3 ()eKTHBHOCTH PEKIaMHBIX KaMIIaHHH, U3yYeHHH UMHIXKA
MapkH, pa3paboTKe WHBECTHIHOHHBIX IPOEKTOB M INPOJBH)KEHHWH HOBBIX TOBApoOB H
YCIIYT.

MapKeTHHIOBBIE UCCII€IOBAHUS TTO3BOJSIIOT (hUpMaM yBEIIMYUTH CBOU 3HAHHS O
CTOSIIMX Iepe] HHUMH mpobiemMax MapKeTHHra, TO €CThb  YMEHBUIUThH
HEOIpeeIEHHOCT NPH IPHHATHH MapKeTHHIOBBIX pelueHui. JlocTaTodHO dYacTo
OCHOBHOM LI€JIBI0 MapKETHHIOBBIX MCCIIEIOBAHHM SBISETCS CTPeMJICHHE JaTh
aJIeKBaTHYIO XapaKTePHCTHKY PBIHOYHBIX MPOIECCOB U ABJIEHHH, OTPA3UTh MO3ULIMIO H
BO3MOJKHOCTH (DMPMBI Ha PBIHKE.

Metoponorudeckoif 6a3oit ucciief0BaHus MOCIYKHIH TPYAbl OT€4eCTBEHHBIX
1 3apyOexHBIX ydeHBIX B oOmact MapkeruHra, Takux kak: @. Kornep, E.IL
I'ony6xos, O.C. ITockimanosa, [1.P. Jlukcos.

KypcoBass paGora u3noxeHa Ha 38 cTpaHMIaX MALIMHOIIMCHOIO TEKCTa H
COCTOMT HU3 BBEIEHHs, TpeX [JIaB, 3aKIIOYEHHS M CIHCKAa MCIIOIb30BaHHBIX
ucToYHMKOB. Pabora wumoctpupoBaHa 3 Tabauuamu, 1 pucynkoM. Crmcok

HCTOYHUKOB BKIIIOYaeT 14 HauMEHOBaHUMH.
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1 TeopeTuveckuii aceKT MOTPeOUTENLCKUX MPeANOYTeHHH

1.1 BeisiBnenue norpeGHOCTEH KIMEHTOB

[ToBenenne mnoTpebHuTeneidfi Ha pBIHKE TypH3Ma  OMNpENeNsIoTCs  MX
JIMYHOCTHBIMH, KyJBTYPHBIMH, COLMAIBHBIMH M IICHXOJIOIMYECKHMH (akTopamu,
U3y4eHHe KOTOPBIX SBIISETCs BayKHEHIeH 3a/jaqeil MapKeTHHIOBBIX MCCIIeJOBAHMUI.

JInusocTHBle (DAKTOPBl BKJIIOYAIOT B CBOM COCTAaB BO3pacT, CTaaHIO
JKM3HEHHOrO LMKJIA CEeMbH, PO 3aHATHH, SKOHOMHYECKOe ITOJIOKeHHe (YpOBEHb
JI0X0[a HA CEMBI0 M OJAHOrO YieHa CeMbH), CTH/Ib JXHU3HH, THI JIMYHOCTH H
CaMOIpe/ICTaBIICHHE.

JKu3HEHHBIH LMKI CeMbH — COBOKYNHOCTh OT/ENBHBIX CTajuif, KOTOpBIE
[POXOJHT CEMBS B CBOEM Pa3sBUTHH C MOMEHTa CBOEro cosjanus. OueBUIHO, YTO IIs
pasHBIX CTaiMil )XU3HEHHOrO LUKJIA CeMBH IOTPeOHOCTH SBISIOTCS pasHbIMH (B
[UTAHHH, OJEXK/IE, JKUIIbe, OTABIXE H T.IL.).

CTunp JKH3HA — CTEPEOTHIIBl JKU3HEHHOTO ITOBEJAEHMS JIMYHOCTH, BBI-
paxkaroldecss B ee HHTepecax, yOexIaeHusX, AeHCTBHsX. JKH3HEHHbBIH CTHIb
notpeGuTeNei H3MepsieTCs IyTeM HCIIOIb30BaHUS OYeHb OOBEMHBIX BOIIPOCHHKOB. B
9THX BOIPOCHHKAX MMOTPeOUTENeH IPOCST ONpeeUTh CTeeHb CBOETr0 CONTaCHs HIIH
HECOTIJIaCHsI C YTBEP)KACHUSIMH, PSJl U3 KOTOPBIX IIPHBOAUTCS HUXKE:

— 51 SIBISIIOCH YEJI0BEKOM, KOTOPBIH BCe OYeHB TIIATETBHO IUIAHUDYET;

— B IIOMCKe pa3Ble4yeHuH si 0OBIYHO IIOKUAI0 CBOI J0M;

— 5 0OBIYHO OJIEBAIOCH, ClIE/lysl MOJIe, a He U3 cooOpaxeHuit komdopra;

— s T[OJy4Yaio YAOBOJIBCTBHE, HAONIONas CIOPTHBHBIE COCTSI3aHHS IIO
TeneBusopy [3, 11].

Hccnenosatensckue (GUpMBI  pa3paboTand  KIaCCH(DUKATOPHI IKU3HEHHBIX
CTHJIeH, moapasfensiomue mnociaeaHue Ha 6—10 TUMOB, B paMKax KOTOPBIX
NPOBOAATCS CIELUAIbHBIE HCCaeJoBaHusA. MapkeTosorn 4acTo paspabarbiBaioT
CrelManbHble MAapKeTHHIOBbIE IPOrpaMMBl, OpPHEHTHPOBAaHHBIE Ha [PYIIIbL,

TNPHACPKUBAKOIIMECS ONPEACICHHOIO X)XKH3HEHHOI'O CTHIIA.
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Kakaelil 9eI0BeK sBISETCS JIMYHOCTBIO, ITO 00yCIOBIMBAET OTHOCHTENLHO
HEM3MEHHBIE Ha MPOTSDKEHHWH IJUTENBHOrO HHTEPBAJa BPEMEHM €r0 Peakluu Ha
BO3JEHCTBUS U3 BHEIIHEH cpesibl. THIT IMYHOCTH XapaKTepPH3yeTCsa TAKUMU YepTaMy,
KaK YBEpPEHHOCTB, HE3aBHCHMOCTh, arPECCHBHOCTh, COUMAalNbHOCTh, aNallTHBHOCTS,
HHepTHOCTE ¥ T.A. Hanpumep, Npom3BoAnTeny xode OOHAPYKUJH, YTO aKTHBHbIE
notpebuTenH Kode SBILI0TCS BEICOKOCONINATbHEIMU THYHOCTSIMHU.

CaMonpesicTaBlIeHie — CJIOXKHBIC MBICJICHHBIE MPEICTABICHUS JTHIHOCTH O
cebe, 0 coBCTBEHHOM «a». Hampumep, eClu KTO-TO MBICIUT ce0s TBOpYECKOH M
AKTMBHON  JIMYHOCTBIO, TO OyZeT MCKaThb TOBAp, OTBEHAIONMH  3TUM
XapaKTepUCTHKEM.

KynpTypHble (akTOpBl BKIIOUAIOT B CBOH COCTaB KyIbTYPY, CyOKYJbTypy W
[PUHAMISKHOCTS K 00lIecTBeHHOMY Knaccy. MapKeTonory BechbMa BaKHO HUMETh
NpeCTaBIeHNs. 00 W3MEHEeHHsSX KyJNBTYPHBIX (DakTOpoB, YTOOBl OTBETUTL HA HHX
IIpeIOKEeHAEM HOBBIX IPOAYKTOB.

Tlon XynbTypod IOHAMAETCsl COBOKYITHOCTh OCHOBHBIX LIEHHOCTEH, TOHATHUH,
KENaHUW W TIOBENEHWs, BOCIPHHATLIX TWIEHOM OOILECTBA OT CEMBH M IPYIHX
00IEeCcTBEHHBIX HHCTUTYTOB.

Cy6xynsTypa — rpymmna mozeit ¢ obimel cucTeMol IEHHOCTeH, OCHOBaHHOH Ha
OBIIMX KW3HEHHOM OIBITE ¥ CHUTYaLWsX, HalpUMep HalOHANIbHBIE, PEIUTHO3HELE,
peruoHasbHEE IPYNIsL. [1py NpoBeNeHNH MapKEeTHHIOBBIX MCCICAOBAHUN B JaHHON
obacTy, MpeX/ae BCero WINYTCs OTBETH Ha BONPOCH: «CBI3aHO M HCIOI530BaHUE
KaKOro-TO TOBapa ¢ OIPE/eNEeHHON 3THMYECKOM IPYNIOH MM NPHHALIEKHOCTE K
9TOH rpymle He UrpaeT CyliecTBeHHOM ponu? Bragerue kaxuMu MOTPeOHTEILCKMMH
TOoBapaMH, COOGCTBEHHOCTHIO  [JaeT OCHOBaHHE OTHECTHM MNoTpeburtend K
MPEICTABUTENSIM ONPEIeICHHON KyIbTYPBI, CYOKYNBTYPBI?»

OO6miecTBeHHRBIH KilacC — OTHOCHTENBHO YIODSIOYEHHAs H crabunpHas
obmiecTBentas TpyINNa, WIEHB KOTOpo#l ofmagatoT OOIMMMH  LEHHOCTAMHY,
HHTEepecaMH M IOBeJeHHEM. 3Hech Haumbolee YacTO MCCICAYIOTCS CleLyOLHe
BOMPOCKL: «SIBJIsI€TCS M JaHHas IPYIIIAa TOBapa WM KOHKPETHAas MapKa CHMBOJIOM

NPUHAJIEKHOCTH K KaKOMY~TO COMaIbHOMY KJlaccy, COLHANTBHON rpynne?»
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Counanensie (GakTops! BKITIOYAIOT B CBOH COCTaB Malble TpPYIIBI, IOX-
pasjensolyecs Ha TPYNIEl 9IeHCTBa, pe(epeHTHEIE IPYINbI, CEMbIO, COLUANbHbIE
POJIH U CTaTyC.

pynma uimescTsa — TIpyria, X KOTOPOH IPUHANJIEXAT ONpeneNeHHble
JMYHOCTH M KOTOpas OKa3bIBAeT HEIOCPEACTBEHHOE BIMJHHME HA MX YIOBENEHHUE,
HanpUMeEpP CeMbsl, COCITYKUBIIbL, APY3bs.

PedepenThas rpymnmna — rpyra, Mo KOTOPo# TUYHOCTL OCYINECTBISAET IIPAMOE
WM KOCBEHHOE CpaBHeHHE IpH (OPMHUPOBAHMHM CBOMX OTHOLIEHHH M JIHHMHI
nosejenns. JIFOAH 4acTo MOMANAIOT TIOL BIMAHFE pedepeHTHBIX IPyNN, YIeHaMH
KOTOPBIX OHHU He SBISIOTCS. DTO BIUSHUE OCYLIECTBISIETCA, [I0 KPalHEH Mepe Tpems
MyTAMH: IIyTeM AEMOHCTpPAIlH HOBBIX [OBEIEHUS ¥ CTHJI JKU3HK; [y TeM U3MEHCHHS
OTHOLIEHMH JIofed M UX KU3HEHHEBIX OLICHOK; ITyTeM W3MEHEHMs OLIEHOK TeX MU
UHLIX NTPOAYKTOB. B pedepeHTHO rpyiie MOXeT CyIeCTBOBAaTh «JIHJAEpP MHEHUS»,
KOTOpBIM OKas3biBaeT 0co00 CHIBHOE BNHSHME HA JPYTHX 4YIE€HOB TIpPYHIBL
BrisiBieHHe JUIepOB MHEHMS C LIEJBI0 OKa3aHMs HA HHX OIPEJEICHHOrO BIUSHHS
ABJISIETCS OHOM M3 38724 MAapKETHHTOBBIX HCCIeOBaHNH NaHHOH HalpaBIeHHOCTH.
Oco6eHHo BaXKHBIM SIBISIETCS M3YYCHHS MHEHHH dleHOB pedepeHTHOMN IpyINIis! IIPH
BBII[yCKE HOBOT'O TOBapa.

ITon couHanbHOH POINBIO TOHUMAIOTCS omnpe/ielieHHBIe BHUNBI JEATENbHOCTH,
KOTOpBIE, KaK OXXHAACTCS, OCYIIECTBUT HHAMBHI MO OTHOWIEHHID K JIOAAM, €r0
okpyxaromumM. HampyMep, OUH U TOT Xe YelI0BeK MOXKET UIPaTh POJIM ChIHA, OTUA U
OUpeKTopa. BrINONHEeHHe pONH IIpeAnoyiaraeT akTMBHOCTh WX HCHONHHTENeH B
COOTBETCTBUM C WX OKpPYyXEHHeM. B 3aBHCHMOCTH OT TOrO, Kakyl pOJIb HIpaeT
JeJoBeK B JaHHLIM MOMEHT, 3aBHCHT €ro NOKyIaTeIbCKOe IOBENCHHUE.

Craryc — »3TO monOXeHue HHAMBHIA B obmectse. Hampumep, craryc
nupekTopa, cratyc otua. CTaTyc BhIpaxkaeT OOIIYI0 OLEHKY, NaBaeMyiO HHIUBHIY
obiectBoM. B CcBOeM IIOKYNAaTENBECKOM IIOBEIEHMM WHAMBHMJL PYKOBOJACTBYETCH

3aHMMaeMbIM HM CTaTyCOM. 3OT0 KacaeTcs U OHCKBI, W TIPDOOYKTOB IIUTAHHUs, U

MHOTOT0 JPYroro.
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ITcuxonorudeckue (aKTOpbl BKJIIOYAIOT B CBOH COCTaB  MOTHBALMIO,
BOCIIpUSITHE, YCBOGHHe, YOeXIeHHe W OTHOIUeHHe. OTH (DAKTOPBI OKa3bIBAIOT
CHIIBHOE BIIMsIHHE Ha NoBejieHue notpeburens (3, 1, 5.

Ilpn #u3yyeHWH MOTHBALMH HIH TNOOYKIEHHMH, BBI3BIBAIONIMX AKTHBHOCTb
JIIOZIEH M OTIpeIeIISIIOIHMX €€ HallpaBJIeHHOCTh, B JAaHHOM CJIydae Ha MOKYIKY KaKoro-
TO TOBapa, MILYTCSl OTBETH Ha TaKHe BONpOCH, Kak: «Iloyemy coBepiiaeTcs 1aHHas
nokynka? Yro morpeburens uiner, nmokynas AaHHbIH ToBap? Kakme morpeGHOCTH
[BITaeTCs yAOBIETBOPUTHE?» UYenoBek B 000 MOMEHT BpPEeMEHU HCIBITBIBAET
pasnuuHble notpebHocTH. OfHAKO GONBIIMHCTBO ATHUX NOTpeOHOCTEH He SABISIOTCS
JIOCTATOYHO CHJIBHBIMH, YTOOBI MOTHBHpPOBATh €ro AEHCTBOBATh B JaHHBIH MOMEHT
BpeMeHH. IloTpeGHOCTE CTAHOBHTCS MOTHBOM TOJIBKO, KOrJa JOCTHraer
JIOCTATOYHOTO YPOBHSI MHTEHCHBHOCTH. IToJ MOTHBOM INOHUMaeTcs MOTPeOHOCTS,
HACTOSITE/IBHOCTH KOTOPOI SBIISIETCS JOCTATOYHOM, YTOOBI HAIIPaBUTh YeJIOBeKa Ha ee
yaosierBopeHre. Jlus  uMccluefoBaHHA ~MOTHBOB  IIOBEJIeHHs — moTpeOuTeneit
HCIIONB3YeTCsl MOTHUBALMOHHBIH aHaiu3. B MapkeTMHre npu aHanuse MNOBEACHUS
norpeburesneli Haubonee 4YacTO MCHONB3YIOTCS TeOopuHM MotuBauuu OPpeiina u
Macnoy.

Ha ocHoBe mncuxoananutHyeckoi wmozenn Ppeliza usydyaercs IpoLecce
IPHHATHS . PelleHn o mokynkax morpeburenedd. Ilpeamonaraercs, 4TO Ba)KHbIE
MOKYIaTeIbCKHe MOTHBBI NMOTpeOHTeNeH HOCAT MOACO3HATEIbHBIH XapaKkTep W 4TO
NoTpeOUTe M NPH BEIpa0b0TKEe MHEHHS O TOM HJIM HHOM TOBape He B COCTOSIHHH YeTKO
1 sBHO o0ocHOBaTh cBOH BbIOOpP. CornacHo Teopuu MotuBauuu Ppelina, 4eloBeK ¢
POXKAEHUS HAXOAUTCS II0Z IPECCOM MHOTHX JKeJIaHHH, KOTOpbIe 4eJIOBeK 10 KOHIA
HE 0CO3HAaeT U He KoHTponupyeT. Takum 00pa3oM, HHAUBHIYYM HHUKOT/A IOJHOCTHIO
HE 0CO3HaeT MOTUBOB CBOEro nosezeHus. McenenoBarenu nosenenus norpedurenei
CTaparoTCsl BCKPBITH TINIyOMHHBIE MOTHBBI HMX IOBEJAEHHs M IOKymok. IIpsimoe
HHTEPBBIO JUIS 3TOrO HE TOAMTCS — MCIOJB3YIOTCS CIeLUalbHble KOCBEHHBIE
METO/(bl, JAlOIHEe BO3MOXKHOCTH IPEOOJIETh CONPOTUBJIEHHE JHYHOCTH JKEIaHHIO
[IPOHMKHYTh BHYTpPb €€ AyIud. BeIBojb! HccnenoBareneif 3a4actyio ObIBAIOT BechbMa

HEOXKMIAHHBIMH. BHelHud BHJ TOBapa MOXET BJIMATH Ha BO36y)K}.ICHPIe Y
8
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noTpebuTeNss SMOLMH, KOTOpble B COCTOSHMM J1HOO crnocoGcTBOBaTh, JIHO0
[IPENsSTCTBOBATH COBEPLIEHUIO MOKynKH [12, 14].

Teopust MoTuBauu Macioy HampaBlieHa Ha OOBSCHEHHE, Io4YeMy JIIOAM B
KauecTBe MOTHBOB CBOEr0 MMOBEJEHHS B OIpPEETeHHBIH MOMEHT BPEeMEHH HMEIOT
ompezeneHHble motpebHOCTH. Macioy pa3paboTan HepapXH4ecKylo CHCTeMy
noTpeGHOCTe#, B KOTOPYIO B IOPSAKE BaXKHOCTH BXOIAT CIEMyIOLIHEe NOTPeOHOCTH:
¢duznonornyeckue (B MUTAHUH, OAEK/E, XKHUIbE), B cCaMOCOXpaHeHHH (6e3011acHOCTb,
3aIUUIIEHHOCTh), COLMANbHbIe (NPHHAUISKHOCT K ONpeJeIeHHOH COLMaibHOM
rpynmne, B J100BH), B yBaXKeHHHM (CaMOyBa)KeHHe, IPU3HAHUE 3aCiyT, 3aBOEBAHHE
OIpe/IeIEHHOr0 CTaTyca B OpraHW3allMH), B CaAMOYTBEP)KICHHM (CaMOpasBHTHE U
caMopeasu3alys, BO3MOXKHOCTB ITIOJIHOCTBIO PAacKpBITh CBOHM crocobHocTH). Yenosek
CTPEMHTCS YIOBJIETBOPUTH B IIEPBYIO OYepe/b CaMylo BaXkHylo norpebHocTs. Kak
TOJIBKO €My yJaeTcsi 3TO C/elaTh, OHa IlepecTaeT JeHCTBOBAaTh KaK MOTHBATOp, M
yesoBeK OyeT cTaparhesi yAOBIETBOPUTH CIEAYOIIYIO 110 BaXKHOCTH MOTPEGHOCTS.
DTH 3HAHHS HCIOJB3YIOTCS KaK IPH OLEHKE BO3MOXKHOIO IOBEJSHUS Pas3IMYHBIX
KaTeropuit morpeburenei, Tak ¥ NpU MOTUBALIUH TPyJa COTPYIHHKOB, B TOM YHUCIIE
MapKeTHHTOBBIX CITyXkO0.

Bocnpusitne — mpomnece, ¢ MOMOIIBIO KOTOPOrO HHAMBH OCYLIECTBISET
orbOp, CHCTEMAaTU3aLMIO M HHTEpIpeTanuio HHGOPMALUH JUISL I[TOCTPOCHHS
OCMBICJICHHOH KapTHHBI peanbHOro mMupa. Ilpu uzyueHuu noseaeHus: norpedburenei
U BpIOOpe METONOB NPOABMXEHHS HEOOXOAMMO YYUTHIBATh, YTO JIIOAU
[PeOCTaBICHHYI0 UM HHAOPMALUIO BOCIPUHUMAIOT BEIOOPOYHO, HHTEPIPETHPYIOT
ee M0-pasHOMY M YCBauBalOT €€ B COOTBETCTBHM CO CBOHMMH OTHOLUEHHSIMH W
yOeKIeHUSIMA.

B npornecce cBoero akTHBHOIO MOBEJAEHHs JIIOAN 00y4atOTCs, yCBaUBAIOT CBOM
NpPEeIIIEeCTBYIONMH ONBIT. YCBOGHHE 3aKJIIOYaeTCs B H3MEHEHHH B IIOBEJCHHH
WHIMBUJIOB HA OCHOBE MPUOOPETEHHOro MMH onbita. [Ipy CTUMYIMpOBaHHHU CIIpOCa
ClIeyeT yYHTHIBATh Takue (PAKTOPHI YCBOEHMS, KaK BHYTPEHHHE MO0YIHUTEelbHBIE
MOTHUBBI IIOKyTIaTesIeH, MOACKa3KH APYTHX, peaklUy MOoKynaTesneif Ha BO3MOXHOCTh

KyITUTB TOBAp M 3aKPEIUICHUE ONbITa IMOKYIIKH OMPEACIICHHOr0 TOBapa.
9
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Ha mnokymarensckoe mnoBeJeHHe MHOTpeOUTeNnedl OKa3bIBAIOT BIHAHUE HX
yOexIeHus, T.e. ONpEAeNCHHbIE IpPEACTaBIEHUsI O ToBape. YOeXIEeHHA MOryT
OCHOBBIBATBCSl HA pEaJbHOM 3HAHWM, MHeHUH, Bepe. OHH MOryT M He HeCTH
OMOLMOHANBHOrO  3apsina.  OuYeBHAHO, YTO  OTpUIATENbHBIE  yOeXIeHus
[PEISTCTBYIOT COBEPLICHHIO ONpEeAeIeHHbIX MOKYTIOK [3, 8, 9].

Jlronu (GOpMHPYIOT CBOE OIpeleleHHOe OTHOIIeHHe K OJeXIe, MPOAYKTaM
[UTAHKS, My3bIKe, MOJUTHKE, PEIMIHH M MHOroMy apyromy. OTHOIUEHHE — 3TO
yCTOWYHBBIE GIATONPUSTHEIE WK HeOIAronpUsITHEIE OLIEHKH, 4yBCTBA M CKJIOHHOCTH
K JEHCTBHSIM [0 OTHOLIEHHIO K OIpPEIEJeHHBIM IpeIMeTaM M HJEsM; OHO CHIBHO
BIUsleT Ha moBefeHWe morpebuteneil. OTHOIIEHUS TPYAHO W3MEHHTb, HO
o0si3aTeNbHO HANO IPHHAMATH B pacdeT Npu (OPMUPOBAHHU MapKETHHIOBOMH

TNNOJIMTHKH, MaKCHMaJIbHO €€ npucnocaﬁnnBaTb K OnpeAeJI€HHbBIM OTHOLIEHHSAM [3,

13].

1.2 Tumonorus norpebureneit

Y1006l JOOUTHECS ycIexa B IpOLecce pealu3alMd MPOAYKTa, BAKHO YETKO
MPECTaBIATh ce0e TICHXONOrHIeCKUil TUIT KIIMeHTa, ¢ KOTOPhIM OyIyT BECTHCH Jea.
DTO MO3BONHT OYEHb YIPOCTHTH MPOLECC OOCIYXKHBAHUS, COKOHOMHT BpeMs, H
ofecreYuT MaKCHMaIbHOE YAOBJIETBOPEHHE €ro 3alpocoB, a 3HAYHT, H YBEIHYHUTH
poxox camoi ¢upmer. Jlns uenel MapkeTHHra, AJIsi [IPOM3BOJCTBA TOBapa, €ro
HONyJISIpH3allid B BBITOJHOM  CErMEHTe  IOTpeOuTeNei, HCIOJIb30BaHHE
npodecCHOHANBHBIX HABBIKOB JUIS TPOJABMIKEHHS TOBapa BayKHO ONpEeNuTh Ooee
KpyTHbIE LeJIeBble IPYIIIBI NOTpebuTeNel, OTIHYaloIHecs: MeXay co0oi, HO HMEIOT
obmue norpeGHOCTH M 3ampockl 10 mnorpebieHuto, U obiiee MoTpedUTeNbCKOE
[IOBEJICHHE.

CymiecTByeT O4€Hb MHOIO IICHXOJOTHYECKUX KJIACCH(UKAIUM U THIIOIOrHH
KJIMEHTOB (110 TeMIIepaMeHTy, II0 BUY NMPUHATHS pelieHuit u apyrue). PaccMoTpum

HECKOJIBKO K3 HHX.
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Brimensior 5 tunos roTpeburtenedl, HENSUIMXCS MO CBOUM IIOBEICHYECKHM
CTpaTerusiM Ha pLIHKaX:

1 UnausunyanbHBE NOTPEGUTENH, Te, KTO MPUOOpeTaeT TOBAp TONBKO A
JMYHOTO MONb30Banus. Tak AenaloT OJMHOKNE IPAXKIAHE U TE, KTO KUBET OTHENBHO
OT CEMBH.

O6BIMHO HHAXBHAYAIBHO IpHOOpeTaeTCs OfeXa, 00yBb, TMIHEIE BEIIH.

Ipexke Bcero, WHIWBUAYANBHBIC TOTPEOUTENH MHTEPECYIOTCS TaKHMU
KAueCcTBaMM TOBapa: MOJE3HOCTHI0, OTHOCUTENBHOM, LEeHOW, BHEIIHAMH [aHHBIMH,
YIIaKOBKOM.

2 CeMbs WIM JOMaliHee XO34MCTBO — 3TO OCHOBHOH THI mnorpebmrens
NPOLYKTOB HMUTAHKS H HETIPOIOBONECTBEHHEIX TOBAPOB, 38 MUCKIIIOYEHUEM OZCKIbL U
JIMYHEIX BelleH. Peluenus nprHuMatoTcs 1ubo CynpyraMH COBMECTHO, THOO riaBo#
CEeMbH.

3 ITocpenHUKY — OHM 3aKyNAlOTCS He A IOTPeOIeH s, a I [EePENPOJaKH.
OHM 33HHMAIOTCs IOTPEOUTENBCKMMY TOBAPAME IIPOMBIIITIEHHOTO HasHadenus. Jns
HUX YacTO HE BaXKHBI IOTpeOUTENbCKHE KadecTBa TOBApOB, BAXHO, CKOJBKO
NpuObIIM I[IPHHECET, CKOPOCTh OOpalleHMs, YIAKOBKA IS TPaHCIOPTa, CPOK
XpaHeHVs W T.II. DTo Gonee ONBITHBIE MTOKYNATENH, YeM CEMBH W MHAWBUAYANbHbIE
notpebureny. CriekTp TOBAPOB HX OOpalleHHs MOXKET ObITh Pa3HOro AHaNa3oHa.

4 CualxeHLbl WIH IHPEICTaBUTENH (QUPM — [pUOOPETAIOT TOBAPEI
NPOMBILUIEHHOIO  HasHadeHWs. 1o  oObMHO  npodeccHoHAnbl  y3KOH
HAMpPaBJIEHHOCTH, KOTOPEIE 3HAIOT TOBAP TAKXK€ KAaK CaMU [IPOM3BO/IUTENN, MOXET U
Aydire. Bech mpolecc MOKYIKH, OT OCO3HAHKS IpOOJIeMBl M JO OLEGHKH paboTel
TOCTABIIMKA, MpeCeNyeTcss HNOCTOSHHBIM H3ydeHHeM H koHTponeMm. [lpu stom
yYUTBIBAETCS BCE: LigHa, Ka4ecTBO KaXIOTo ToBapa, 6RICTPOTA M KAUeCTBO OCTABOK,
TPAHCIIOPTHBIE PACXOME!, TNOMHBI acCOPTUMEHT, pelyTanus OPOU3BOAUTEN,
NpodeCcCHOHANM3M IIepcoHaa, CIpaBOYHas JIUTepaTypa, OBICTPOTa peaklMH Ha
HOMKETaHHUS KIIUEHTa, BO3MOKHOCTE MOIYyYeHUS KPEAUTA UM PACCPOUKH MIaTexa.

5 OTBeTCTBeHHbIS IWIA TOCYNAapCTBEHHBIX H OOILECTBEHHBIX YUpPEXICHUH.

OGRIYHO 3TO aCChl LIMPOKOTO auanazoHa. OcoOeHHOCTh PBIHKA 33KIIOYACTCS B TOM,
11
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YTO YWHOBHMKH pacXOAylOT He cOOCTBeHHBbIe, a OOLIECTBEHHBIE CpEACTBA M
poreaypa MOKYIKH TOBapoB (Gopmanusosana [6, 13].

CoBpeMeHHBIX MOTpeOuTeNell BaKHO KIaCCH(PHLUHUPOBATh, TaK KaK METOJbI
paboThl ¢ Kaxaoi HMX Kareropueil oTimuaroTcs no ¢dopme u coxepkanuio. K
COXKAJICHHIO, MOAABIIsIOmee OONBIIMHCTBO MpeANpHHUMATENeH He BaneeT AaHHON
METOZOJIOrHeH. DTO 3a4acTyio NPHBOAUT K OLIMOKaM yKe Ha CTaJHM IUIAHHPOBAHHS
npoexta, 00OCHOBaHHs MPHOPHTETHBIX 3aJa4 PasBUTHS, BEIOOpAa HHCTPYMEHTapus
JOCTHKeHHs Leneil. Muorue (GUPMBI He MOIYT I[TO—HACTOSIUEMY pPa3BepHYThCS
HMEHHO IIOTOMY, YTO IIPU BCei 3aMaHYMBOCTH MPOEKTa UM He yHaeTcst NMpUBIeYb K
cebe BHHMaHHE ITOTEHUHMAIBHBIX IOKyrnarTeiedf M ylaepkaTh HX, CIelaB CBOMMHU
[PHBEPIKEHIIAMH.

CoBpeMeHHBIX ITOTpeduTeNei MOKHO YCIOBHO pa3JeluTh Ha 5 KaTeropuii:

1 TloreHumanbHBle IOKyNaTeId — JIOAH, 3aHHTEPECOBaHHBIE B IOKYIKE TOBapa
HUMEHHO y BacC HJIH MOJIB3YIOTCS BALIMMH yCITyTaMH;

2 IMocetuTenu — JIIOH, OAHAXK/BI MOOBIBABLIKE B Ballei Gupme;

3 Ilokynarenu — Te, KTO 4T0-JIM60 mpuobpern B Bamei Gpupme;

4 KimeHThl — JIOJH, PEeryjspHO IOKyNaroLMe Balld TOBapbl MM IOJb3YIOLIMECS
yCITyraMu;

5 IIpuBepkeHIbI — Te, KTO MOCTOSIHHO IOJIB3YIOTCS BALIMM TOBApOM HJIH yCITyTaMH U
BCEM pacCKasblBAOT, Kakas NpeKpacHas y Bac Gpupma.

IorennuaneHble noKynatead. Bece Mbl — MOTeHIHAIBHBIE TOKYTIATENIH, caMast
MPOTHBOpEYMBast M 3arajodHas kareropus norpebuteneii. OHH 4Ype3BbIYaiHO
HeoOXOMMBI [T yeriexa OusHeca, M 3ajiada Jo00ro npearnpruHUMaTelis — pHBJedb
UX Kak MOXHO Goibue. [ToTeHIManbHble TOKYNATeIH He 3HAIOT BAc, Balll TOBAp H,
KaK OOJBLIMHCTBO 3JPaBOMBICIISINMX JIFOJEH, CKJIOHHBI COMHEBaThCS B Balleil
xommnereHIUH. CyIecTByeT TOIBKO OJMH CHOCOO BKIIOYHTH MX B OpOHMTY Baliero
GusHeca: clenaTh Tak, YTOOB! y MOTEHIMATBHOIO IOKYIATeNs MOSBHIOCH JKelaHHe
MPUATH UMEHHO K BaM.

ITocerurenu. Onpoc OrpoMHOro KOJMYecTBa ITOKynaTeseil IoKasal, 4To OHH

pemaT BOMNPOC O IIOKYIIKE B IIEPBBIC BOCEMb—ECATH CEKYHI HpeGBIBaHPIﬂ B
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MarasuHe. YeTBepo U3 JeCATH MOCETUTeNel CyAsIT O KOMIIETEeHTHOCTH MpoJaBla 1o
BHEIIHEMY BHJy. OTa CTATHCTHKA, KOHEYHO, JOOOIBITHA, HO CMBICIOM OHa
HAIlOJIHSAETCsl TOJBKO TOTAa, KOrja Haj Heil cepbe3HO 3aayMbiBaelibes. MIMeHHO B
nepBble CEeKYH/BI YeIOBeK OLEeHHBaeT oOlIylo aTMocdepy MarasuHa, OTHOLICHHE K
MOKYyNaTe M, packiaiKy TOBapoB M pekiamy. EciaM mepcoHan BexIIMB, €CIH B
MOMEIIeHHH YHCTO H OHO IpeKpacHo OOyCTPOEHO, €CNH TOBaphl H YCIYrH
JIOCTATOYHO XOpOIUM, @ LEeHBI IPHeMJIEMBl M YeTKO O0O3HAuYeHBI, TO BeIHKa
BEPOSTHOCTB, YTO MHOTHE IIOCETHTENH CTaHyT Nnokynarensmu. Ho ecnu dupma He B
COCTOSIHMM OIpaBJaTh OXKHIAHHUS [OCETUTENIeH, OHM YXOJAT HaBceraa. B GusHece,
KaK M B JINYHON JKM3HH, paboTaeT 30/10TOe MpaBmiIo: «BToporo maHca Mpou3BecTy
niepBoe BrieyatieHue Gomblre He Oyaer.

ITokynarenun. B ocHoBe M0G0 MOKYNKH JI€XKaT JBE OCHOBHBIE NPUYHHBI:
[OJIy4eHHe YAOBOJBCTBUSI OT HOBOM BEINH MJIM YCIYI'M M yJOBJIETBOPEHHE KaKHX—
mubo motpebHOCTel nmokynarens. Eciu nepconan cymen cobmocT kKakoe—1HO0 M3
HA3BaHHBIX YCJIOBHM, czaenka ocymecTButrcs. C  3TOr0O MOMEHTa IOSBUTCS
nokymnatenb. Upe3BbluaifHO BaXKHO JaTh ITOKYIATENI0 BO3MOKHOCT BBICKA3aTh CBOM
noxxenanus Hacder Bamrero OusHeca. IloceTHTens MarasuHa peiKO BBICKA3bIBAET
MPeTeH3WH OTHOCHTENBHO IOBE/IeHHs o0CIy)uBaroumero nepcorana. [1o MeHsbiuei
Mepe, IIOJIOBHHA JIOZEH, CTAJIKUBAIOIIMXCA C MpobieMaMH IpH COBEpLICHHH
MOKYIIKM, HUKOTZ@ HHKOMY He JKalyercs. e, KTO pemraeT H3JI0KHTh CBOU
npeTeH3uH, obpamaroTess ¢ KanoOoH, Kak NpaBUIO, K PAJOBBIM COTPYAHHKaM,
KOTOpbIe HEe BCerja CIOCOOHBI ee yIOBIEeTBOPUTE. [103TOMYy HEyAMBHUTENBHO, 4YTO
KaJasi KOMIIAHHMS €XEerofHO TepsieT CONMAHYIO 4YacTh CBOMX IOKyIaTelen:
HACTPOUBIINCH OTPULATENIBHO 1O OTHOLIEHHIO K HeH, OHH IIPOCTO MPEANOYHTAIOT
UIATH B JApYroi marasuH wid ¢upMy. PyKOBOAWTENH BBICIIErO 3BeHA, BO-NEPBBIX,
Jaxe He II0JI03PeBalOT, YTO OHH JIMIIMIHCh YacTH NPUOBUIM, H, BO-BTOPHIX, HE
3HAIOT, MIOYeMY 3TO [IPOU3OLLIIO.

KnueHTs! — m0/M, peryisipHO IOKYTIalOIHe Ballli TOBAPHI WK MOJB3YIOLIHECs
ycayramu., DTO CTyNeHb, KOTJa 4elOoBeK IOTOB KyIHTh BCe, 4TO OBl BBl €My HH

npentoxuin. Ito Te 20% mozeit, kotopsle fenatot 80% obopora 1060l KOMIaHHH.
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KnueHTOB Hy)KHO 3HaTh. KiMeHTaM HYKXHO Mpeajaratb YTO—TO OCOOEHHOeE.
KimenTckas 6aza HOJDKHA COCTOSTH Ha ocobom yuere. Kak mpaBuiio, 3TH JIIOAU
[PEANOYUTAIOT O0IIaThCs C TEMH, KTO BEIeT MX Jejia: ¢ MPOAABLOM, TOPrOBBIM
areHToM, MeHemKepoM JHO0 ¢ pPYKOBOJAMTENSAMH KOMIIAHHH K peiko — ¢
«npezncrasureneM ¢GupMb». OxHa M3 IVIABHBIX IIPUYMH TIOTEPH KIMEHTOB —
HEBHUMaHHE K MX IIEpCOHE.

[NpuBepIKeHUB! — JIOAU, HECYILHE UMs TPeJNPUATHS MM YCIyTH «B MacChl».
OHH paccKaspIBAIOT O MPEANPHUATHH MM yCIyre BCEM CBOUM 3HAKOMBIM H Jaxe
HE3HaKOMBIM, TeM, KTO HHTEpecyeTcs BallUM ToBapoM. Takue GecruiaTHbie
auupamObl, HaBepHOe, camasi CHlbHas ¢Gopma peknambl. Pexkomenaauuu
[IpUBEPIKEHLEB — OIPOMHBIN SHEPreTHYeCKHH MOTEHIHAl KOMIIaHWH, KOTOpBIH, K
COXAJICHUIO, HaleKo0 He BCerja HCIoib3yercs. UroObl yaep:kaTh NpPHUBEPIKEHIIEB
HY)XKHO TPEJOCTABMIATH YTO—TO MCKIIOYHTENEHOe TONBKO MM M HEKOMYy Oonee. Ha
3anage OrpoOMHOE pAacIpOCTPAHEHHE IMONYYHIH CleHanbHble KIyObl Ul TaKHX
[PUBUIETHPOBAHHBIX TI€PCOH, [J€ WIEHCTBO JaeT YYaCTHHKaM BO3MOXHOCTb
[OJIy9eHHs pasIHYHBIX J6roT [2, 1].

Curyauuss Ha pbIHKE YCIyr CTPEMHTENbHO MEHSETCs, M cama IKH3Hb
3acTaBsieT NpeAlpHHAMAaTeNel OT Maa 10 Beluka 00paTUTh CBOM B30pBI B IIEPBYIO
oyepens Ha [MOKymareis. I[Ipomumd BpemeHa, Koraa 95TO ObL1  3a0MTEIH U
HEIPUMETHBIH YeloBedeK — remka B Gonpinoi urpe. CeroAHAIHUN MOKyNaTelb,
HECOMHEHHO, YMHee BUepallHero, H TO, YTO elle HeAaBHO ObLIO Ul HEro B MOpsjKe

Bellelt, cefyac yxe CTAHOBUTCS aHAXPOHU3MOM.

1.3 TlopTpeTr cOBpeMEHHOTO NOTpeOUTeNs YCIyr

CoBpeMeHHBIX [OTpeOuTenell BaKHO KIacCH(PUIHUPOBATh, TAK KaK METOBI
paboThl ¢ KaXHOH HMX KaTeropued oTIM4aoTcs no ¢opme u coxepxkanuio. K
COXKAJIGHHIO, MOJABIIsIOIee OONBIIHHCTBO MpeANpHHUMAaTeNell He BianeeT NaHHOW

METOJOJIOTHel. DTO 3a4acTyro NMPUBOJUT K OIIMOKAM yie Ha CTaAuM IUIAHUPOBAHUS
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npoekTa, 000CHOBAHHS IPHOPUTETHBIX 3aJa4 Pa3BHTHSA, BbIOOpa MHCTpYMEHTapHs
JOCTIKEHHs Lejeif. MHorue GHPMBI He MOTYT IO-HACTOSINEMY pa3BepHYThCS
HMEHHO TI0TOMY, YTO IIPH BCel 3aMaHYMBOCTH NPOEKTa UM He yHaeTcsi MpUBJIeYb K
cebe BHMMaHHE MOTEHUMATBHBIX IOKyMNaTenedl W yjaepkaTh HX, CIejaB CBOMMHM
[pHBEPKEHLAMH.

CoBpeMeHHBIX [OTpeduTeNeil MOXKHO YCIOBHO pas/elInTh Ha MATh KaTeropHuii:

1 moTeHUMaNbHBIE IOKyNaTeld — JIOAH, KOTOpble MOryT OBbITh
3aHHTEPECOBAHEI B TOM, YTOOBI MOKYIATh TOBAp MMEHHO Y Bac JMOO MONB30BATHCS
BALIIUMH YCIIyTaMH;

2 MOCeTUTENH — JIOAM, KOTOphle IO KpaifHel Mepe OXHaXIbl MOOLIBAIU B
Bamei Gpupme;

3 nokymaTtenm — Te, KTO HpHOOpeNn OJHO MM HEeCKONbKO H3Ienud 1ubo
BOCIIOJIE30BAIMCH OJJHON MM HECKOIBKUMHU yCIIyTraMy Baluei hupMsl;

4 KIMEHTBl — IIOJAH, peryJsipHO IOKyNaloll{e Balld TOBapbl HIH
IOJIB3YIOMHECs yCITyraMHu;

5 OpHBEpXKEHIBI — Te, KTO IOCTOSHHO MOJB3YIOTCS BAllMM TOBapoOM WIIH
yCIIyraMH U BCEM paccKasbIBaloT, Kakasl IpeKpacHasi y Bac pupma.

1 IloreHnmanbHble MOKynarelad. Bce Mbl — NOTEHIMAbHBIE MOKYIATENIH,
camasi IPOTUBOpPEeYHBas W 3arajfo4Has kateropus rnorpedureneil. OHM Ype3BbIYANHO
HeoOXOZUMEI JUIsl ycriexa Ou3Heca, U 3aja4a J000ro npeAnpHHAMAaTeNs — IPHUBJIeYb
MX KaK MOXHO Goblre.

IToreHuManbHbIe MOKyNATeIM He 3HAIOT Bac, Ball TOBAP M, KaK OOJBIIMHCTBO
3[PABOMBICIISIAX ~ JTIOAEH, CKJIOHHBI COMHEBATBHCS B  Balledl KOMIIETEHIHH.
CymecTByeT TOJIBKO OJUH CIOCO0 BKIIOYHTH MX B OpOUTY Baiero 6usHeca: cuenath
TaK, 4ToObl Y MOTEHLIHAIBHOTO MOKYIATels HOSBUIOCH JKeJlaHHe NPUHTH MMEHHO K
BaM.

2 IMoceturenu. Onpoc OrpoOMHOr0 KOJIHYECTBA ITOKYIaTeN e moKkasal, 4T0 OHH
peIIaT BOIPOC O IOKYIKe B IIepBble BOCEMb—/IECATH CEKYHJ NpeOblBaHHs B
MarasuHe. YeTBepo U3 JeCATH MOCETUTeNel CyiaT O KOMIIETeHTHOCTH IPOJaBIa 1o

BHEIOIHEMY BHIY. Ora CTaTHCTHKA, KOHEYHO, mo60m>m~1a, HO CMBICJIOM OHa
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HAIIONHSIeTCs TOJBKO TOT/Ja, KOrZa Hal Hell cepbe3HO 3aayMblBaelubesi. VIMEHHO B
nepBble CeKyHIbI YeOBEK OLEHHBaeT oOLIylo arMocdepy MarasuHa, OTHOLICHHE K
[OKyTIaTessM, PacKiaJKy TOBapoB M pekiamy. Ecim mepcoHan BexIuB, ecid B
[IOMEIEHHH YHUCTO M OHO IIPeKpacHO OOYCTPOEHO, €CNIH TOBapbl H YCIYrH
JIOCTATOYHO XOpOIIW, @ LEHBl NpHeMJIeMBl M 4YeTKO O0O3Ha4eHBl, TO BeJIHMKa
BEPOSITHOCTB, YTO MHOTHE IIOCETUTENU CTaHyT nokynarensmu. Ho ecau dupma He B
COCTOSIHMHM OIPABIaTh OXKHAAHHUS MOCETUTeNel, OHH yXOIsiT HaBcerja. B Gusmnece,
KaK U B JINYHOW JKM3HH, paboTaeT 30/10TOe NpaBmiIo: «BToporo maHca Mpou3BeCcTH
IepBoe BrieyatiieHne Gobine He Oyner.

3 Tlokynarenu. B ocHoBe M000# IOKYIIKH JIeXKaT ABE OCHOBHBIE MPHYHHBI:
[OJIy4eHHe yJOBOJIBCTBHS OT HOBO BEIM WM YCIYTH U yJOBJIETBOPEHHE  KaKHX-
6o morpebHocTel mokynarens. Eciu nepconan cymen cobmroctd kakoe-mubo u3
Ha3BaHHBIX YCJOBHI, cJenka ocymecTBurcs. C  9TOro MOMEHTa IIOSBHTCS
[OKyTIaTelb.

UpesBbl4aifHO BaKHO JaTh MOKYNaTeN0 BO3MOXHOCTH BBICKA3aTh CBOM
NoJKeNaHWs HacdeT Bamero OusHeca. IloceTHTesns MarasMHa pPeIKO BBICKa3bIBaeT
TNPETeH3UH OTHOCHTENBHO ITOBeJleHHs oOciyxuBaromero nepconana. [To MeHbIuen
Mepe IIOJIOBHHA JIOZEH, CTaJKUBAIOIIMXCS C MpobieMaMH IIpH COBEpLICHHH
IOKYIIKHM, HMKOIJla HMKOMY He amyercs. Te, KTO pelIaeT H3JI0KHTh CBOU
npereH3uH, obpamaiorcs ¢ kanoboi, Kak NpaBUIO, K DPSAIOBBIM COTPYIHHKAM,
KOTOpbIe HEe BCErja CIIOCOOHBI ee yHOBIeTBOPUTH. [103TOMYy HEyIMBUTENBHO, YTO
KaXaas KOMIIAHMSI €XEroJHO TepseT CONUJHYI 4YacTh CBOHMX IIOKyIaTese:
HACTPOMBIIKCH OTPULATENIBHO [0 OTHOLICHHIO K HEH, OHM MPOCTO IPEANOYHTAIOT
MIATH B ApYrod MarasuH wid ¢upMy. PyKOBOIAMTEeNH BBICIIErO 3BeHA, BO-TEPBBIX,
Jlake He IOJ03peBal0T, YTO OHHM JIMUIMIMCH 4YacTW NpUOBUIH, H, BO-BTOPHIX, He
3HAIOT, II0YeMYy 3TO IIPOH30LLIO.

4 Kimentsl. KiMeHTBI — JTIOAHM, PEryNspHO MOKYMAIOIIHE BAllX TOBAphl HMJIU
HOJIB3YIOLMECS YCIIyraMi. DTO CTYIeHb, KOT/[a YeIOBEK FOTOB KYIUTH BCE, YTO Obl
BBl €My HU npenoxuin. 1o te 20% mopeii, kotopslie aenatoT 80% obopoTta nro6oit

KOMITaHHUH.
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KirenToB HywHO 3HaTh. KIMeHTaM HY)XKHO IpeIaraTb 4To-TO 0coOeHHOoe.
Knventckasn Gaza AoJpKHA COCTOSTH Ha ocoboM ydere. Kax mpasuno, T JHOAK
NpeOYUTAOT OOILATECI ¢ TEeMH, KTO BeleT MX Aena: C IIPOJABIIOM, TOPTOBbIM
areHToOM, MeHeIKepoM JHMOO C PYKOBOJAMTENSAMH KOMIIAHMM H pPEIKo — €
«IIpeAcTaBUTENeM (DUPMBI».

OpHa U3 [MIaBHBIX IPHYHH TOTEPH KIMEHTOB — HEBHMMAHHE K UX IIEPCOHE.

5 IlpusepxeHIsl. [IpuBepxKeHIBl — MIOAH, KOTOPble HECYT UMs HPEANPHATHS
WIH YCIYTH «B Macch». OHA paccKasbIBalOT O IPEANPHIATHY WM YCIyTe BCEM CBOMM
3HAKOMBEIM M Ja)Ke HE3HAKOMBIM, TeM, KTO HHTEpecyeTCs BallliM TOBapoM. Takue
OecruiaTusle upupaMObl, HAaBEpHOe, camas CIIIbHas Gpopma pexiamsl [1, 3, 8].

PexoMeHIaIMH TPUBEPIKEHIEB — OTPOMHBIM 3HEpPreTUYECKHMH MOTEHIMal
KOMIIAHHH, KOTOPBIN, K COKaleHHIO, JaneKo He Bcera ucromnssyercs [3, 6, 8].

Yrobrl  yaepskaTb  IPUBEPXKEHLIEB  HYXHO  IIPENOCTaBIsATh  YTO-TO
UCKIIFOYHTENbHOE TONBKO MM M HUKoMy Oonee. Ha 3amage orpomHoe
PacTIpOCTpaHeH e IOJYYUNY ClelUaTbHbIe KIyOBl A TaKUX IPUBHICTHPOBAHHBIX
NEepCoOH, UIEHCTBO B KOTOPHIX JaeT Y4YacTHHKaM BO3MOXKHOCTbH IOJy4YeHHMS
Pa3IMYHBIX JIBIOT.

Curyauus Ha pBIHKE YCIYr CTPEMHTENBHO MeEHSeTcs, MU caMa KU3Hb
3acTaBiIgeT NpeIPHHAMATENeH 0T Malla IO BelHKa O0paTUTh CBOHU B30DH! B IIEPBYIO
ouyepens Ha IoKymatens. IIpomid BpeMeHa, Korda 9T0 Obul 3abuThid U
HeMmpUMETHBIH uesoBeyek — remka B Gonblroif urpe. CeroiHsMHUK HOKYIIATENs,
HECOMHEHHO, YMHee BUSpaIUHero, H TO, YTO elle HeAaBHO OBLIO JUIS HEero B MOpsAKe
Belllei, cefuac yxe CTaHOBHTCS aHaXpOHU3MoM [2, 5, 11].

CeronHsIIHKEe IIOKyNaTeNy CPaBHUBAIOT MarasWHbl, BHUMATEIBHO H3Y4aroT
YCIOYrd M TpPEJIOKEHHMS, HETOPOIUIMBO pasIIAfbIBAlOT SPNBIKM M HAANHCH Ha
YITaKOBKaX, 3aJal0T Maccy Bopocos. [ crois 3HakoMas ¢paza «[lokymarens Beeriaa

IIpaB!y MPOU3HOCUTCA yoke De30 BCIKON HPOHUM.

17




image19.jpg
2 [NpeanpusTre Typru3Ma KaK XO3sHCTBYIOIMH CyOBEKT phIHKA

2.1 Bujsl TYpUCTCKAX KOMIIAHHH U TYpPOIIEPaTOpOB

TypHCTCKOE MpEONpUsATHE — CAMOCTOSATENBHO XO3SHCTBYIOMHUH CyOBEKT ¢
IpaBaMH FOPHIMYECKOr0 JIMIA, KOTOPHIH HAa OCHOBE HCIOJIB30BaHMS HMYIIECTBA
TPYAOBBIM KOJUIEKTHBOM IIPOU3BOJHUT U Pealu3yeT MPOAyKIHIO, BEINONHAET paboThl,
OKa3bIBAET YCIIYTH.

TypucTCKHe OpraHH3allid MOXKHO KJIaCCHGHLMPOBAThH 110  CIEIYIOLIMM
IpH3HAKaM:

— HAUWMOHAIBHO-TEPPUTOPHAIBHOMY: MEXIAyHApOAHBIE, PErHOHAIbHBIE |
HALMOHAJIBHBIE OpraHu3anuu. VIX nesTenbHOCTh UMEeT BCEMMPHBINA, PerHoHaIbHbIN
U HallMOHAJIBHBIM XapaKTep;

— 0OIIEeCTBEHHO-TOCYJapCTBEHHOMY: IPaBUTEIbCTBEHHBIE, OOIECTBEHHBIE,
4acTHbIE;

— II0 BUAY JEATEIBHOCTH: PETyJHPYIOIIHe, MOCTABIIMAKH, PHIHOYHbIE areHThI,
pa3paboTYHKH, KOHCYJIBTAHTHI, IPOEKTHbIE OPraHU3alyy, 00yJarolne OpraHu3aLuy,
u3aTeNy, Ipo(ecCHOHATbHBIE AacCOLMAlMK, TOProBble M  IOTpeOHTeNbCKHe
OpraHM3aliH;

— mo cdepe AEATENBHOCTH: TPAaHCIOPTHbIE (aBHALMOHHBIE, aBTOOYCHbIE,
JKEIe3HOJIOPOKHbIe, aBTOMOOWJIbHBIE W KpyM3HBIE), TYPHCTCKME  areHThI,
TYpOIIepaTopsbl, JIOKAIbHbIE IPO(COIO3BI.

ITocTosiHHOE  pacIIMpeHHe  MEXIyHapOJHOrO  TYPHUCTCKOro  oOMeHa
00yCIOBHIO HEOOXOJMMOCTH €ro  MEeXIyHapOJHO-IIPaBOBOM  periaMeHTalHu:
BBIPaOOTKH pa3MHYHBIX MPAaBOBBIX WHCTUTYTOB M CO3/aHMS CIIELIMATH3UPOBAHHBIX
MEeKAyHapOAHBIX TYPUCTCKUX OpraHH3aIhi.

Typonepatop — XO3SHCTBYIOIMH CyOBEKT (IOPUAMYECKOE JIHIO MK

HHIMBU/TYaIbHBIH IpeANPHHUMATEb), OCYIIECTBISIONMI HA OCHOBAHHUH JINLEH3HH
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ONTOBYIO MpOAAXy TYPHUCTCKOIO MPOAYKTa; oOpraHuszyeT (OpMHpPOBaHHE,
HPOJBHKCHHE M PEaH3aIMI0 TyPUCTCKOrO MPOIyKTa.

K 0CHOBHBEIM ()yHKIHSAM TypOIepaTropa OTHOCATCS:

1 wu3ydeHume TIOTpeOHOCTEH MOTEHUMANBHBIX TYPUCTOB Ha Typhl H
TYPUCTHYECKHE IIPOrPaMMBI;

2 cocTaBlIeHHe MepCIeKTHBHBIX porpaMM o0CITy)KHBaHHS TypOB;

3 B3aMMOJEHCTBHE C OCTABIIMKAMHU yCIIYT;

4 pacdyeT CTOMMOCTH Typa U OIpe/ieNIeHUe 1IeHbI;

5 peanuzauus TypoB;

6 MeToau4decKkoe obecreyeHnue TypoB;

7 obecrnieueHHe TYpPHUCTOB HEOOXOAMMBIM WHBEHTapeM M CIIELHaIbHBIM
CHapsDKeHHUEM, CYBEHHPHON IPOIYKIHEH;

8 mnoaroroBka, moa0Op M Ha3HA4YEeHHE CIELHATHCTOB HA MapIupyThl
IyTelecTBri (IKCKypCOBOBI, HHCTPYKTOPBI, THIBI-IEPEBOIYHKH H T.11.);

9 peknamHO-MH(pOpMALHOHHAs paboTa IO TPOABHKEHHIO TYPHCTCKOTO
IPOJYKTa K IIOTPEOUTEISIM;

10 KOHTpONB 3a Ka4eCTBOM, HAaIeXHOCTBIO M 0e30macHOCTBIO TYPHCTCKOrO
obemysxuBanus [1, 7, 10].

Pasznuuaror cieyiomue BUIbI TypOIepaTopoB:

1 Onepatopsl MaccoOBOTO PhIHKA OHH MPOJAIOT GONBIIOE YUCIIO TYPIAaKeTOB, B
KOTOpPBIX YacTO HCIIOJNB3YIOTCSI YapTepHble aBHApeiChl B ’OINpe/ielIeHHble MecTa
Ha3Ha4YeHH s, [IaBHBIM 00pa3oM B MecTa Ha3HAYeHHsl MacCOBOIO TypHU3Ma.

2 Crieranu3upoBaHHbIe OIepaTopsl 9TO TYpOIEpaTopsl,
CreLHalH3UpYIONIHecss Ha ONpeJeIeHHOM IpOAyKTe HIH CerMeHTe pblHKa (Ha
OIpejie/IeHHO CTpaHe, Ha ONpeJe/IeHHOM BHIe Typu3Ma M T.[.). B cBOIO ouepens,
TaKue CIeLHali3HpOBAHHbIE ONIepPaTOPHI MOAPA3ENAIOTCs Ha TYpPONepaTopoB:

— CHenManbHOro HHTepeca (HalpuMep, CIOPTUBHO-IPHKIIOYEHYECKHH
TypHU3M, opranusaius cadapu B Appuke U 1p.);

— CIIELHAIIBHOTO MecTa HasHa4deHus (Harpumep, AHrIAs, OpaHuys U T.1.);
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— Onpe/e/IeHHOH KIMeHTYpbl (MOJIOJekKHbIe, OU3HEC-Typhl, CeMeiHbIe Typhl U
T.1.);

— CIIeLMabHBIX MECT pasMelleHus (HalpuMep, AoMa OTAbIXa, TypOassl u T.1.);

— MCIIOJIB3YIOLIUX OMNpe/eIeHHbIH BHI TPAaHCIIOpTa (aBUALlMOHHBIH TPaHCIIOPT,
TEIUIOXO/IBI, /1 I0e3/1a, aBTOOYCHI).

[To mMecTy JesTeNbHOCTH TYpOIepaTOphl AeIATCS:

— Ha MeCTHbIe (BHYTPEHHHE), KOTOpbIe CO3/al0T TypHaKeThl Ul Pe3HIACHTOB
CTpaHBI IPOUCXOXKICHHS;

— Ha BbIe3/{Hble, ODHEHTUPYIOLIHE TYpPIIaKeThl Ha 3apy0e)KHBIe CTPaHbI;

— HA OIepaTopOB Ha IpHeMe, T.e. 00CITy)KHBAIOIIMX HHOCTPAHHBIX TYPHCTOB B
[0JIB3Y APYTHX ONEpaTopoB ¥ areHToB [1, 4].

TypomnepaTops! TakKe AeNATcs Ha MHHLHUATUBHBIX (OTIPABIAIOIIMX TYPUCTOB
3a py0erx WM B ApyTHe paifOHbl) H Ha PEleTHBHBIX (IPHHUMAIOLIHX ).

WuunuaTuBHBIE TypOIIepaTopbl — 3TO ONEPaTOpkl, OTIPABIISIOIIHE TYPUCTOB 3a
py0ex wIM B Jpyrde PperdoHsl IO JOrOBOPEHHOCTH C MPHHUMAIOLIUMU
(peLenTHBHBIMH) ONEpaTOpaMH MM HANpsMYIO0 C TYPHCTCKMMH IPEANpPUSTHSIMH.
Ot1nuuueM UX OT TYPHCTCKUX areHTCTB, 3aHUMAIOLIUXCS HCKITIOYUTENBHO NpOAaKer
qy)KHX TYpPOB, SIBISIETCS TO, YTO OHH 3aHMMAIOTCS KOMIUIEKTaLMeH TYpHUCTCKOIo
npoaykra, coctosimero (mo HopmMam BTO) u3 He MeHee d4eM Tpex YCIyr:
pasMelleHHe, TPAaHCIIOPTHPOBKA TYPHCTOB U Jro0ast Apyras ycilyra, He CBs3aHHas C
nepBeiME AByMs. Kitaccuueckuit HHHITMATUBHBIN TyporepaTop GOpMHPYeT CIOKHbIE
MapLIpyTHBIE TYpbl, KOMIUIEKTYsSI MX M3 YCIYI MECTHBIX TYpOIIEPaTOpOB B Pa3HBIX
MecTax mocemeHus (1Mo Mapupyty), obecreduBaeT Mpoe3s K MeCTy Hayasia
MyTeIeCTBUs M OOpaTHO M OpraHu3yeT IpeAOCTaBJIeHHe BHYTPHUMapIUPYTHOTO
TpaHcniopta. K TakM TyporepatopaM OTHOCATCS BBI€3JHBIE TYpOIlEpaToOpbl H
BHYTPEHHHE TypOIIepaTopbl, 3aHHMAIOIIHeCs] OTIPABKOW BHYTPEHHHX TYpPHCTOB B
JIpyTrHe PeruoHbI CBOEH CTpaHsbL.

PeuentuBHble TypomepaTopsl — 3TO TypONepaTopsl Ha I[IpHEMe, T.e.
KOMIUIEKTYIOIE Typhl M IpPOrpaMMbl OOCIYy)KMBaHMSL B MecTe IpueMa H

00CiTy)KMBaHUSI TYPUCTOB, HCIOJNB3Ys NPSIMBIE JOTOBOPBI C [MOCTABIMMKAMH YCIyT
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(rocTHHHIIAMH, NPeANPUATHIMA IIATAHUS, JIOCYTOBO-pa3BlieKaTeIbHBIMU
YUYPEXKIACHUSIMH H T.1.).

ITo MecTy mesITeIBHOCTH TypOIepaTophl OBIBAIOT:

1 MectHble (BHYTpeHHHE) ONEpPaTOpbl — OHH OPHEHTUPYIOT TYPIAKEeThI
Ha3HaYeHHEeM B IpeJieliaX CTPAHbI IIPOUCXOKICHHUSL.

2 Brle3gHble ONEpaTopsl — OHM OPHEHTHUPYIOT TypIakeThl Ha 3apyOeikHble

CTpaHBI.

3 Omneparopsl Ha mpuemMe OHH DasHpyIOTCS B MecTe HasHa4deHHs (B CTpaHe
Ha3HayeHHs) U OOCIy)KHBAIOT HPHOBIBAIOIIMX HHOCTPAHHBIX TYPHUCTOB B IIOJB3Y
JPYTUX OIepaTopoB u areHTos [1, 2, 9]. '

VHTEHCHUBHOE pa3BUTHE HMHIYCTPHH TYpH3Ma, BOSHHKHOBEHHE U YCHIEHHE
KOHKYPEHLHH MOBIUSUIE HA CTPYKTYpY TYpOIEPaTOpOB M IPENONpPeAeHIN HX

JlaJIbHEHIIYIO CrieLHaIu3aluio.

2.2 MapkeTHHIroBasi JesTeJbHOCTh TYPUCTCKUX KOMIIAHMH B COBPEMEHHBIX

YCJIOBHSAX pPBIHKaA

CoBpeMeHHBIH MapKeTHHI TYpPHCTCKOM GHpMBI oO3Hauaer Ooiblue, YeM
pa3paboTka XOpOIIMX YCIyr, YCTAHOBJICHHEe Ha HHX IIPHBIEKATeNbHOH LEHBl H
npuOIHKeHHe K HUM IToTpeOHTeNel NeaeBoro phlHKa.

Kak u nmoboe 3KOHOMHYECKOe SIBJIEHHEe, MapKeTHHI B Typu3Me TpebyeT Ui
CBOEro NMpuMeHeHUs ¥ 3 (HEeKTHBHOrO Pa3BUTHUS PSIJT yCIOBHIA:

— rIy0oKoe HAachIUIEHHE pBIHKA YCIyraMd, T. €. CYIIeCTBOBAaHHE pBIHKa
HOKYTIaTeJIsT;

— ocTpas KOHKypeHTHas Oopp0a TypuHCTCKMX GHpPM 3a IpeArnoyYTeHHs
norpebuTenei;

— cBOOOJHBIE pPHIHOYHBIE OTHOLIEHHMS, T. €. BO3MOXKHOCTH 6e3
a/IMAHHUCTPATHBHBIX OTrPaHHYEHHH BBIOMpATh PHIHKH COBITA, JETIOBBIX HAPTHEPOB,

yCTaHaBJIMBaTh LEHBI, BECTH KOMMEPYECKYIO ACATCIIBHOCTD,
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— cBoboAHas JeATeNbHOCT  AJAMHMHHCTPALMM  BHYTPH  TYPHCTCKOIO
NPEANpHATUS. [0 ONpENENeHHI0 LeNned (UPMBI, CTpaTeruii, ynpaBIeHYEeCKHX
CTPYKTYP, PacIlpe/ie/IeHHIO CPeICTB M0 CTaThsiM OrojukeTa u T. 1.[2, 8].

IlepBble [JBa YCIOBHS ONpPEAENSIOT CaMy BO3MOXKHOCTE M HEOOXOAMMOCTH
HCIIONIB30BAHUSI ~ MAapKeTHHIOBOrO  moxaxoga. Bropele —  ofycnaBiauBaioT
3()(eKTHBHOCTH peaM3aliy 3TOro MOJX0/a Ha KOHKPETHOM NPENpPHUITHH, KOTOpoe
SBJIAETCS. OCHOBHBIM 3BEHOM IMpEANPHHUMATEIBCKON JAesATeNBHOCTH B cdepe
Typu3Ma. DKOHOMHYECKH CaMOCTOSITENIbHBIE TyPUCTCKHE (DHPMBI B YCIIOBHSAX PBIHKA
BBIHY)K/CHBI HCIIOJIE30BaTh CHCTEMHBIH IIOAXOJ K pealu3alldd MapKeTHHIOBOU
JIeSTebHOCTH, T. K. JKECTKas KOHKYPeHLHs JMIIAeT IpaBa Ha JKU3Hb Joboe
GeccrcTeMHOE yIpaBieHHe (GUPMOii.

TypucTckOMy — HpPORYKTY  Hapsay ¢  oOmMMH  crielupHYecKuMU
XapaKTePUCTHKAMH yCIIyT MPUCYIIH CBOU OTIIHYUTENIbHBIE OCOOEHHOCTH.

Bo-nepBbIX, CHPOC HAa TYPHCTCKHE YCIYTH 4Ype3BbIYaiHO 3JacTHYeH [0
OTHOLIEHHIO K YPOBHIO JIOXOJa M LEHaM, HO BO MHOIOM 3aBHCUT TaKXe OT
MOJIMTHYECKHX U COLMABHBIX YCIOBHIL.

Bo-BTOpBIX, B CBSI3H C CE30HHBIMH KONEOaHUSIMH CIpOCAa MPHCYTCTBYET TaK
Has3bIBaeMblii ()eHOMEH HachllleHus. BcnenacTBue 3TOro MoOryT OBITH BBLIENEHBI
JIOCTATOYHO Y€TKO BBIPAXKEHHBIE TYPHUCTCKHUE 30HBI.

B-TperpHX, NpEMIOKEHHE TYPUCTCKMX YCIYr OTJIHYAeTCsi HErHOKMM
npou3BoACTBOM. OHH MOryT HOTPeGAThCS TOIBKO HEIOCPEACTBEHHO HA MECTe.
IoctuHuLa, aspornopt, 6a3a OT/bIXa He MOTYT OBITH IEpPEeHeCeHbl B KOHIIE Ce30Ha B
npyro# pernoH. OHM HE MOTYT NPUCIIOCOOUTHCS BO BPEMEHHM M IPOCTPAHCTBE K
U3MEHEHHUIO CIIpoca.

B-yerBepThIX, TYPUCTCKMH MPOAYKT CO3JAaeTCS YCHIMAMH  MHOTHX
NpENpUATUH, KakKI0e M3 KOTOPBIX HMEeT CBOH MeTOAbl paboThl, crielubuieckue
OTPeOHOCTH U pa3InuHbIe KOMMEPUYECKUE LIeH.

B-nAThIX, HE MOXKET OBITH JOCTHIHYTO BBICOKOIO Ka4eCTBa TYPHUCTCKHUX YCIyr
NpH HAJIMYMK HE3HAYMTEIbHBIX HEIOCTATKOB, IOCKOJIbKY CaMO00CIyKHBaHHE

TYPHCTOB COCTOMT M3 9THX CaMbIX MeJIOYEH 1 MEJIKHX JeTaleH.
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TypuCTCKHMIf  HPOAYKT  JO/DKEH  OBITh, MpexJae BCEro, XOpPOIIHM
npuobpererneM. TypHCTCKHEf MapKeTHHI B 3TOH CBS3M IpeACTaBiseT coboi
[oCIeoBaTebHble IeHCTBHS TYPHCTCKUX IIPEANPHSTHH, HalpaBleHHble Ha
JIOCTH)KEHHE Tako# e [7, 12].

Typucrckas ¢pupma JOKHA TAKIKE HMETh HENIPEPhIBHYI0 KOMMYHHKAIHOHHYIO
CBS3b C CYLIECTBYIOIUMMH M [OTEHUHAIbHBIME KiHeHTaMH. Ilostomy Kakaas
TYpPHUCTCKAss KOMIIaHHsS  HEeH30e)KHO HAaYyMHAeT Wrparb poJib  HCTOYHHKA
KOMMYHHKAL[HU ¥ TeHepaTopa paslH4HBIX CPEICTB MPOABIDKEHUS MH(opMaluu 06
yCITyrax Ha pPhIHKH.

Iporeccsl KOMMYHHKALMA HE JOJDKHBI OBITH OTJaHBI HA BOJIO ciydas. YToOb!
paborate 3 (eKTHBHO (HUPMBI HYACTO HAHUMAIOT pEKJAMHble AareHTCTBa JUls
pa3paGoTki 3((HEeKTHBHONH peKIaMbl, CIELHAIUCTOB 10 CTHMYJIHPOBaHHIO COBITA,
[OJTOTOBKE IPOrpamMM IPOJABHXEHHSI TYPHCTCKOTO IPOIYKTa M, HAKOHeL, (QHPMBI,
3aHUMAIOIIMECS] CBA3SIMU C OOIIECTBEHHOCTHIO, Al pa3pabOTKH KOPIOPaTHBHOIO
UMUK npeanpusatus. Jis mo6oi TypHCTCKOH (GHPMBI BOIIPOC HE TOJIBKO B TOM,
KaKyl0 KOMMYHHUKAILIHOHHYIO IOJMTHKY IPOBOJHMTH, HO M KaK MHOTO JEHer HYXHO
MOTPATHTh ¥ KaK 3TO C/IeNaThb.

CoBpeMeHHbIE TypHCTCKME (UPMBI  YHOPABISIOT — CJIOKHOH — CHCTEMOH
MapKeTHHI'OBBIX CBsi3ell. PUpMa HMeeT KOMMYHHKALHOHHOE OTHOILIEHHE CO CBOMMHU
HOCPEIHUKAMH, NoTpeGHTeISIMH u Pa3IHYHBIMH Npe/ICTABUTEIISIMH
001IeCTBEHHOCTH.

KoMmmuiexc MapKeTHHIOBBIX KOMMYHHMKALMH COCTOMT M3 4YeThIpeX OCHOBHBIX
CPEJICTB BO3/ICHCTBHS:

— pekiama;

— mporarasja;

— CTUMYJIMpOBaHUe cObITa;

— JIHYHas rmpojaxa.

Pexnama — Haubosiee 3HAYMMEIH SJIEMEHT KOMMYHHUKAllHOHHOI'O KOMILJIEKCa.

Ona oxaspiBaeT OOJBIIOE MOTEHUHATHHOE BIIMSHHE HA BCE OCTAlbHBIE 3JIEMEHTHI
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9TOr0 KOMILIEKCa (MOYKET MPUBJIEKATh LIMPOKHE MACChl JIIOJEH) U ABIAETCS caMoi
JIOpOro#.

Wrpass rmaBHyr0 poiab BO BCeHl KOMMYHHKALlHOHHON CHCTeMe, peKiama
OZHOBpEMEHHO HH()OPMHUpPYeT O KOMIIAHMM M ee NpoAyKre, yOexaaer
MOTEeHLHABHBIX MOKyIaTelell OCTAaHOBUTH CBOM BRIOOp Ha JAaHHOW KOMIIAHHM U ee
[POJYKTE, YCHIMBAET YBEPEHHOCTh y CYIIECTBYIOIIMX KIHEHTOB B CBOEM BhIOOpE U

T [5,4::6].
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3 OpraHu3allMOHHAs XapaKTepPUCTHKA Typ(HUPMBI
3.1 MapkeTuHrosas aesTelasHOCTh TyphupmMsr 000 «lam»

MapkeTHHroBasi ~ AeSTeIbHOCTh  (UPMBI  HIpaeT  BAXHYIO pOJlb B
yrpasieHdeckoM obcienoBaHud npeanpustus. Ilocine  BeIGOpa  OCHOBHBIX
CTpaTerH4yecKHX  HalpaBlIeHHH  JeHCcTBUH  NpeAnpusTHss HeoOXOAMMO  MX
KOHKPETHU3HPOBATh Yepe3 IUIaHHPOBAHKE TPOrpaMMBbI MapKEeTHHTa.

Jliobas TypucTHYeckas (HpMa JO/DKHA IIOCTOSHHO CJIEAUTH 38 BCEMH,
pearspoBaTh Ha KaXJ0€ M3MEHEHHE Ha PBIHKe: OTCTaBaHHe OT OoJiee yNawIMBBIX U
IIPO30PJIMBBIX IPO3UT HEXOBEpHUEM IOTpebuTens (Gupme, 4TO MOXKET MPUBECTH HE
TOJIBKO K TIOTEpe KOro-TO M3 KJIMEHTOB, HO H K MaJeHHIO 00IIero uMumxa GpupMsl,
T.e. K yTpare CyLIeCTBEHHOMN YacCTH IIOTEHIHATBHBIX H IIOCTOSHHBIX KIIHEHTOB.

000 «Jlam» TIIATENBFHO OTCIEKHUBAET BCE M3MEHEHHUS Ha TYPUCTHYECKOM
pBIHKE, H3ydYaeT JesTelIbHOCTh (UPM-KOHKYPEHTOB, pa3pabarbiBaeT HOBBIE
TYPUCTHYECKHE  MApUIpyThl  IJIS  MOJIOAEKHOro,  CeMeHHOro,  JesOBOro,
[I03HABATENIBHOI0, JIedeGHOro Typu3Ma; MPOBOAMT ONpockl B VHTepHeTe M cpeau
HaceJIeHHs.

Jlns mpoBeieHHs OIpoca NpEANpHUATHE TakKe IMpPHUIVIaliaeT BpPEMEHHBIX
paboTHuKOB. MHOr1a MPUIIIAIIAIOTCS CTApPIIEKIACCHUKH WIIH CTYAEHTBI, TOCKOIBKY
BBINIOJIHEHHE 9TOM paboTsl He Tpebyer ocoboi kBanupukaiuu. Bee 310 mmomoraer
paGoTHHKaM B pa3paboTKe HOBBIX TYPHUCTHYECKHX MapLIPYTOB, KOTOphle OyayT
0JIB30BATHCSI CIIPOCOM.

OcHoBHas 3aj1a4a TypOHPMBI — 3TO KauyeCTBEHHAss KOHCYJBTALMs KIMEHTOB
MCXOJIs M3 HX 3aMpOCoB U noabop TypoB no kputepuio «llena — KagecToy, moMoris
B [IPOBEICHUH OTITYCKa KIIPABHIIBHO, C yJIOBOJILCTBHEM U 63 mpobiem!»

Taxk e cymecTByeT psiy ApYTUX 3a1a4:

— pacuIMpeHHe MpPOMYKTOBBIX BO3MOKHOCTEH Ha pBIHKE C Lesbio

NpenoTBPAaTHTDh TaKYHO )K€ ITOIIBITKY KOHKYPEHTa;
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—  HCIOJIB30BaHME JIy4INEero Chlpbsi W/WIH Gojiee HAAEKHBIX IOCTABIIMKOB
BMECTO JI0JITOBPEMEHHBIX KOHTPAKTOB;

—  ofcay)XuBaHHE MPECTHKHBIX OTpeOuTemnei;

—  3aBOEBAHME [ICHXOJIOTHYECKOr0 MMHJDKA U MO3HIMH Yy ITOTpeOHTeNeH.

K TexHOIOrusM, HCIOIb3YeMBIM B TYPHCTHYECKOH (GHpMe MOXHO OTHECTH
pa3paboTKy HOBBIX, ellle HeH3BeJaHHBIX HANpaBJeHHH, KOTOphle B CBOIO OYepelb
MOTYT OTJIHYAThCS CBOCH HECTaHAapPTHOCTBIO.

Dupma Juisl yIy4qLIeHus mporecca paboThl HCIIONB3YeT MHOKECTBO CIIOCOO0B.
BHezpsieT U HCIIONB3yeT HOBBIE CIOCOObI GPOHUPOBaHUS OHIIETOB M OTeJIel 1o BceMy
MHpY, 4TO II03BOJISET, HE BBIXOAA U3 ouca U He OTHMMAs BPEMEHH, JaTh MOJHYIO
MH(OPMAIHIO, HHTEPECYIOIYIO TypucTa. Benércs a1eKTpoHHas KapToTeka, KoTopas
B CBOIO oOdepeib, IToMOraer OBICTPO M ONEPAaTUBHO MOJYYHTH HHOOPMAIMIO O
TypHCTe (JIeHb pPOXKAEHHs, MAacIOopTHhIe AaHHble M T.1.). Taioke s GbICTporo
pacuera CTPaxOBBIX IOJMCOB TYPHCTOB HCIOJB3yeTcsl online-cucrema, CBsi3aHHas
HANpsIMyI0 CO CTPaxoBOH KOMIIaHMEH, YTO OYeHb OKOHOMHUT Bpems. Bcé
BBIIIENIEpEYHCIICHHOe Jenaer pabory Oosee ONepaTUBHOH M TOYHOM, 3TO OYEHb
NPUBIEKAET TYPUCTOB, M OOEINaeT, YTO OHHM BEepHyTCs MMeHHO K Ham. Camblif
Gonpmiol mmoc B 3TOH paboTe — 3TO MCHONB30BaHHWE 3JIEKTPOHHBIX CHCTEM
OponupoBanus. Cucrema OpoHHpoBaHHs aBHabHiIeToB «Momondo» MOMEHTaIbHO
[O3BOJISIET BHJETh BCIO MH(OpPMAIMIO IO MHTEPECYIOLIUM IepenéraMm, cucTeMa
«Ostrovok» nmossossier online 6poHUpPOBaTH HOMEpA B OTEJISAX, YTO OYEHb HPABUTHCS
TypHCTaM, TaK KaK He Hy)KHO TPaTHTh BPeMsl Ha O)KHJaHUEe ITOATBEPHKICHHS.

Kak u B moGoi opraHM3aluH, BaKHEHIIMM cTpaTernyeckuM (HaKTopoM
SBIISIETCS KaJpOBBIM ITOTEHIMal, KOTOPBIH B CBOIO O4epeab ONpelenser ycrex
¢upmer. [To Mepe BO3MOXHOCTH pPYKOBOACTBO (HPMBI CTapaeTcsi MOBBILIATH

KBaJIHq)P[KaLIHEO COTPYAHHUKOB MOCPEACTBAM pPa3IMYHBIX KypCOB, CECMHUHAPOB U T.A.
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3.2 AHanu3 BHYTpEeHHEH U BHEIIHEH Cpebl PeAIpHsATHS

WUndopmarus 0 BHyTpeHHeH cpene (GupMbl HeoOXoamma MeHemKepy, 4ToOb!
OIpe/IeIUTh BHYTPEHHHE BO3MOXKHOCTH, MOTEHIHAN, Ha KOTOpble (HpMa MOXKET
paccYMTHIBATH B KOHKYypeHTHOW Oopp0e Ui JOCTHIKEHMsS IIOCTAaBJIEHHBIX Leseil.
AHaiu3 BHYTpEHHEW Cpelbl MO3BOJSIET TaKkKe Jydlle YSICHUTh LelId M 3aJayud
OpraHu3aliy. BajkHO TO, YTO MOMHMO MPOU3BOACTBA MPOAYKLMH, OKa3aHUS YCIyT
opranuzanus obecrneyrBaeT BO3MOXHOCTH CYIIECTBOBaHHS CBOMM pabOTHHKaM,
CO3/1aeT ONpeie/ieHHbIe COLMATbHbIE YCIOBHS UL HX XKU3HEIeATEIbHOCTH.

BHyTpeHHsIsI cpe/ia aHATH3UPYeTCs 10 CIEAYIONIUM HaMpaBIeHUSIM:

— Kaapsl (MX MOTeHIMal, KBanuduKanus; noxoop, obydeHne U NPOABUIKEHHE;
OLIEHKA pe3yJbTaToB TpyAa M CTHMYJIHDOBaHHE; COXPaHEHHE H MOIJepKaHHe
OTHOIICHUH My pabOTHUKAMH H T.IL.);

= OpraHH3aIus yIpaBJIeHUs] (KOMMYHHKAIHOHHBIE TPOLIECCHI;
OpraHU3aLHOHHbIEe CTPYKTYpPhI; HOPMBI, IPaBUIIa, IIPOLEAYPhI; paclpeeNeHHe pas
H OTBETCTBEHHOCTH; HepapXusl IIOTYHHEHNS);

— ¢unaHchl (MOQIEpKaHUE JIMKBHAHOCTH, obecredeHHe NpPHOBLIBHOCTH,
CO37laHWe WHBECTUIIMOHHBIX Bosﬁoxmoc’reﬁ);

— MapKeTHHr (CTpaTerusi TYPHMCTCKOTO TPOAYKTa; ILI€HOBas CTpaTerus;
cObITOBAsE CTpaTerus; KOMMYHHKALlHOHHAS CTPaTerus).

OpraHu3allMOHHbIE CTPYKTYPhl YNpPaBICHUS TYPUCTHYECKUMH (HpPMaMu
omM4aroTes OONBIIMM pasHooOpasHeM H 3aBHCAT OT MHOrMX (axropoB. K Hum
MOryT OBITH OTHECEHBI, B YaCTHOCTH, pasMepsl GUpM (CpeiHsis, MelKas, KpyIHas),
npobuns GUpMBl (CrenManM3alMs Ha OAHOM KOHKPETHOM HAalpaBlICHHH HIN
HECKOJIKHX HalpaBJeHUH), U IIp.

IIpoGnema cOBEpIIEHCTBOBAHUS OPraHU3AllHOHHOW CTPYKTYpHl YIIpaBIIeHHS
npearoyaraeT yTouHeHHe (YHKIMH NOJApa3fieNeHuil, oOnpeneneHue IpaB H
o0s3aHHOCTEH PYKOBOAHMTENS M COTPYAHHKA, YCTPAHEHHe MHOIOCTYIIEHYaTOCTH,
ny6nupoBaHust QyHKIMH U MHGOPMAIMOHHBIX MOTOKOB. OCHOBHOW 3amadeil 31ech

SIBJISIETCS MOBBIEHHE 3Q(GEKTHBHOCTH YIIPABICHHUS.
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Ceiiuyac Ha TypucTHYecKoM npeanpusatud «Jlam» paGoraroT 6 COTpYIHHMKOB.
Kaplif COTpyHMK BBINOJHSET IOJHOMOYHS, YTBEpPKIEHHBIE PYKOBOACTBOM
NPEINpUSITHS M TIOydaeT eXeMecidyHO OKJIaJ B 3aBHCHMOCTH OT 3aHMMaeMOH
JO/DKHOCTH. Ha mNpenpusTHH HPOBOJAMTCS pPeaKTHBHas KajapoBas MOJUTHKA. B
mpouecce YIPaBIeHMs] IMEepPCOHAIOM HCIOJB3yeTCsl MHOMKECTBO PasHOOOpasHBIX
crioco6oB, MOAXOZOB M NPUEMOB, MO3BOJSIOMIMX YIIOPSAAOYHTE, LEJIEHANPABUTL M
9 HeKTUBHO OpraHU30BaTh BBINOMHEHHEe (GYHKIMH, 3Tanos, MPOLEayp U ONeparuii,
HEOoOXOAMMBIX JUISl IPUHATHS PeIIeHHH.

Opranusanuonnas crpykrypa OOO «Jlag»— nuHeHHO-QYHKIHOHANbHAS W

BBIMJIAUT CIIEYIOIHM 06pa3oM (pUCyHOK 1).

Hupekrop
[nasueri ||
Oyxrantep
I_Tapumﬁ Menemxkepsl
3apy0exKHOro u
Creunanuct | | venemxep H Biy e
[0 peKiiame gyTguama

Pucynok 1 — OpraHu3alioHHast CTPYKTypa TyphUpMBI

SWOT-ananu3 oTpakaeT COCTABISIOINIHE BHYTPEHHEH M BHELIHEH Ccpejbl
NPEANpUsTAs, W TNpeAcTaBiaseT co00H OLEHKY CHIBHBIX M CIabbIX CTOpPOH
OpraHW3alliM, €€ BHENIHHX BO3MOXHOCTeH H yrpos. Llensio ero nposeneHus
SIBJIIETCS. MCCIIe/JOBaHHe (PaKTHYECKOrO IMOJOKEHHS U CTPATerHYeCKHX IepCIeKTHB
(GHUpMBI Ha OCHOBE U3y4YeHHs ee CHJBHBIX M CJIa0bIX CTOPOH, PBIHOYHBIX
BO3MOXKHOCTeH U (haKTOPOB PHCKA.

W3 ananusza nanssix [Ipunoxenns A Tabmuna A.l ciemyer, 4To crioco6HOCTH

TYp(GHUPMBI U3MEHATH BHYTPEHHIOIO CPelly B COOTBETCTBHH C H3MEHEHHAMH BHELIHEH
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HAXOJHUTCS BBIIE CPEJHEero YpOBHS (CymMMapHas B3BeLIeHHas OLeHKa (pakTopoB
BHYTpEeHHeMH cpe/ibl paBHa 34).

HauGonee 3HauuMMbIMH ()aKTOpaMH, OIpPENENISIIOUMMU CHIIBHBIE CTOPOHBI
JIeSTeIbHOCTH (DUPMBI, SBISIOTCS:

— XOpo1asi peryTausa KOMIaHHU y KITHeHTOB (4);

— GOJIBLIIOM CIIEKTP MpeoCTaBIseMBbIX yCiIyT (5);

— BbICOKast KBanudukauus nepcoxana (4).

TaxoKxe CHIBHBIMA CTOPOHAMYU OPTraHU3aLUHU SIBJISIOTCS

— HaJn4ue HeoOXOUMBIX (PUHAHCOBBIX PECYPCOB;

— yMeHHe IpoeCCHOHAIBHO BECTH KOHKYPEHTHYIO 60pr0y;

— OTHOCHTEJIHO HU3KHE 3aTpPaThl;

— HaJIe)KHBIH, TPO(heCCHOHATBHBIA MEHEIKMEHT;

— HaJIa)KeHHAasl TEXHOJIOTHs paboThl ¢ MPHHUMAIOIIEH CTOPOHO.

B cBoro ouepens Hanboee 3HAYUMBIME (PaKTOPaMH, ONpeesSIOIUMU ci1abble
cropons! 1i1st pupmer OO0 «Jlany, sBIstOTCS:

— He 4eTKOo pa3paboTaHHas KaJpoBas MoIuTHKA (4);

— HEeAOCTaTO4YHO 3¢)¢)eKTHBHaﬂ MOJIUTHKA CTIIQKUBAHHS CE30HHBIX KoJieOaHwi

).

CabpIMH CTOPOHAMH OpraHM3al[HH BBICTYIAIOT:

— OTCYTCTBHE YETKOH CTpaTeruu;

— HEeJIOCTAaTOYHO BBICOKAs MPHOBIIBHOCTE;

— orcraBaHMe B OOHOBIEGHMH TOBapa (Hampumep, B pa3paboTke HOBBIX
MapIIpyToB);

— cnabble KaHabI cObITA;

— HebosipIas PeIHOYHAS OIS,

W3 ananusa ITpunoxenust A Tabmuna A.2 ciemyer, 4To peakuust peaIpUsITUs
Ha (aKTOpsl BHEIUHEH Cpeibl HAXOMNUTCS HEMHOIO HEDKE CpeIHEero YpOBHS
(cymmapHasi B3BellleHHas olleHka paBHa 26). HauGonee 3HaumMbIMH (akTOpamu,

OINpeaCIIONHMHA BO3SMOKHOCTH Typncmqecmﬁ (pPIpMLI, SABIISAIOTCA:
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— rocyJapCTBEHHas IIOJIMTHKA, HANpaBlieHHas Ha Pa3BHTHE TyPHCTUYECKOro
6usneca (4);

— BBIXOJ] HA HOBBIE PEerHOHAJIbHbIE PBIHKY (3)

B cBolo ouepenp Haubonee 3HAYMMBIMH (DAKTOPAMH, OIpPEAEISIOIHMH
yrpo3sl utst pupMmsl «Jlagy, sBisroTes:

— OBICTpOE IMOSIBIICHHE HOBBIX KOHKYPEHTOB (4);

— u3MeHeHHe norpebHoCcTel 1 BKycOoB notpebutenei (4).

Taxoke yrpo3ssl JUlsl OpraHu3aluy IpeACTaBIAIOT:

— IIOCTOSIHHOE BXOX/ICHHE Ha PHIHOK KOHKYDPEHTOB;

— HebaronpHsTHEIE H3MEHEHUsI B OOMEHHBIX Kypcax BaloT;

— craj] B 9KOHOMHKE;

— BO3MOYKHOCTb ITOTEPH IOTEHIHAIBHBIX, IIOCTOSHHBIX KIHEHTOB;

— M3MEHEeHHsl BO BKycaX W IpPeNNOYTeHUsX rNorpeburesel, H3dbupaTeabHOCTD
KJIHEHTOB.

Ba)kHBIM 2JIEMEHTOM ISl COBEPLICHCTBOBAHUS MapKETUHIOBOH AESATENIbHOCTH
HPEANPUATHS HeOOX0AUMO NPOBOJUTH MAPKETHHIOBbIE HCCIIEIOBAHHUS UL H3YYEHUS
notpedHOCTEH NOTpeGUuTENeH.

B rabnume 1 npexcraBieHsl pesyabTaThl aHKeTHpoBaHus 20 KIMEHTOB
Typpupmbl. ITo HaHHBIM aHKEThl MOXKHO BBIBHTB, YTO IIOJAABJISAIOIIEE YHCIIO
notpeduTeneit yJ0BIE€TBOPEHBI AATEIbHOCTBIO NPEATIPUATHS, OJJHAKO HCKIIIOUSHHEM
SIBJIIETCSL BOINPOC O IPEJOCTaBICHHH CKHIOK, I OOJBIIMHCTBA KIMEHTOB 3TO
sBNIsieTCs  00SA3aTeNbHBIM IIyHKTOM =pH BbIOOpe TypoB. Takke HeoGxoaumMo
BBIZIEJIATh, YTO KJIHEHTAM BaXHa IIONYJIPHOCTH, Yy3HaBaHHE TYypGUPMBI Cpeau
HAceJeHHs, ¥ BHEJPeHHE pa3IMYHOrO pOja PEeKJIaMbl, YTO IPHUBJIEYET Pa3IUyHbIe
TpYIIbI HAaceIeHHus.

Tabmuua 1 — Pe3ynpTaThl aHKETHPOBaHHUS KIMEHTOB TyppupMsl «Jlam»

Bomnpocst Ha Her O6s3aTenbHO
HCIIPaBUTh
V3HaBaema TyphHup™Ma cpeau 9 6 5
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notpeburenei

Crnenyer Typdupme 3asBuUTh 0 cebe 11 7 2
(pasnu4HOTO poza pexiama)

Brictpoe u Ka4eCTBEHHOE 14 6
obcity)xuBaHue

[IpenocraBnenue CKHJIOK v 13

NOCTOSTHHBIM KJIHEHTaM

Dupma TpeIoCTaBIIseT 16 -

BBICOKOKA4YECTBEHHBIC TYPhI

Oduc  dupmel  umeer ynobHoe 14 6
PAacIoNOKeHUe

Qupma uMeeT yHOOHBIH pexHM 16 3 1
paboTsI

ITepconan ¢pupmbl 001anaeT BBICOKOH 17 3
KBanupuKanuen

[Tepconan ¢upMbl BHHMATENIEH H 17 3

noGpomena’reneH N0 OTHOIOEHHIO K

KIIMEHTaM

[IIupoxuii aCCOPTHMEHT TypOB 16 4

KynpTypa NpeanpuaTHs U KadecTBO OOCIY)KMBAHUS HE TOJIBKO ONpPEAENSIOT
BHYTpHU(HPMEHHBIE B3aUMOOTHOLLIEHHUS, HO TAK)Ke OKa3bIBaeT Cephe3HOe BIUSHUE Ha
TO, KaK IpeANpUsITHE CTPOUT CBOE B3aUMOAEHCTBHE C BHELIHEH Cpe/ioi.

Ort kadecTBa 06CITy)KMBaHUS 3aBHCUT MHOroe. PUpPMBI, KOTOpbIe HMEIOT Gostee
BBICOKYIO PBIHOYHYIO JIOJIO M MPEJOCTaBIIOT Oojiee KauecTBEHHOE 00CIy)KUBaHKE,
4yeM KOHKYPEHTHI, II0JTy4aloT i 6ojiee BEICOKYIO IPUOBLIB, YeM aHaIOrHYHbIe (HHPMBI,

HO C MEHbIIEH PBIHOYHOMN JONeH 1 XyAIHUM KaueCTBOM 00CITy KUBAHHUS.
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3.3 CoBepIleHCTBOBAHHE MAPKETHHIOBOM JIESATEIBHOCTH TypOUPMBI €

Y4ETOM MOTPEOUTENIECKHX IPEANOYTeHUH

Jlnst Kaxa0i OpraHM3aLiy, IpUCTyTaomel K pa3paboTke U Mpojaxke HOBOIO
MaKeTa YCIyr, JKM3HEHHO BaKHBIMH SIBJISIOTCS BOIPOCHI: B KAKMX MMEHHO YyCIyrax
HYKAI0TCs IOTPeOUTEeNIH U KaKylo ILleHy OHH COIVIACHBI 3alUIaTHTh 3a HUX. 3HaHHe
PBIHOYHON KOHBIOHKTYPHI B 00JIaCTM TypH3Ma — IepBOCTENEeHHas 3ajada Jo0oro
TYPHUCTCKOro npeanpusitis. s yMEeHBIIEHHS! CTeNeHH HEeONpPEeIeNeHHOCTH U PHUCKa
TypdHpMa JOIDKHA pacroaraT TOYHOW U CBOeBpeMeHHOM uHbopmanueit. Onun u3
OCHOBHBIX ~HMCTOYHHMKOB IIONy4eHHs Takod HMHGpOpMALUH —  MpOBEJCHHE
MapKeTHHI'OBBIX UCCIIeZOBaHUH.

ITo manueiM SWOT-ananusa, BEIAEIAIOTCS OCHOBHBIE (DaKTOPEI, MOBIHMSBIIHE
Ha CHHJKEHHE YPOBHS TYPUCTOB:

— Hu3Kast 9 (HeKTUBHOCTH PEKITaMHOM e TeIbHOCTH;

— OTCYTCTBHE CKHJOK KIIHEHTaM;

— POCT LIeH Ha yCIIyTH.

PaccmoTtpuM npejutaraembie MeponpuATUs 6osee noapo6HO:

1 Pexnamusble Meponpustus. s TyphHpMbI npejuiaraeTcs cAenaTh yrnop Ha
peknramy B VHTepHere, Tak Kak B HacTosllee BpeMs JAaHHbIM BHJ pPeKIaMbl
coBMelnaeT B cebe U BU3yalbHBIN U ayauodddext. [IpakTudecky 3TO MOMHBIN aHaior
TEJICBU3HOHHON pEeKJIaMbl, TOJIBKO MAaKCHMaJbHO MEPCOHUGHULHMPOBAHHBIN H 110
3aTparaM HH)XKE Ha HECKOJIBKO IOpSIAKOB, 4YeM pekiaMa Ha TeieBujaeHud. [lo
CTOMMOCTH J@HHBIH BUJ peKiaMsl Oosee BBINOJICH, YeM Pajno H TelepeKiama.

B xauecrBe pexomenpauuii 11 rypupmsr OO0 «Jlag» npezanaraercs:

— co3aHue cobCcTBeHHOrO caiita B cetu MHTepHeT;

— pa3sMelleHue GaHHePHOH peKIaMBl.

Bannepnass pekinama B IHTepHeTe — 93TO MOIIHBI HMHCTPYMEHT B
NPOABHKEHUH caiTa. B oTinuMe OT ApPYyrHX BHIOB pekiambl B IHTepHere,
GaHHepHas pekjama IIO3BOJISET cpasy «yOMTh JByX 3aiflieB» — IIPHBECTH

MOJIb30BaTeIsl Ha CalT KJIMKOM II0 6aHHepy H OIHOBPEMCHHO CO31aTb HMHIK
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KOMIIaHHH, TOBapa WM calita. YdacThe B OaHHepooOMeHe MOXeT CTaTh JUIs
TYpOHPMBI IeHCTBEHHBIM U IIPU 3TOM COBEPIIEHHO OECIUIaTHBIM CIIOCOOOM peKIaMbl
caiiTa, IMOJHATHS €ro peWTHHra W NpojBikeHHs B cetd VHrepHer. [Ipenmyiiectsa
OaHHepHOH peKIambl:

— 103BOJIseT paboTaTh ¢ Pa3THYHBIMHU LIEJIEeBBIMH Ay AUTOPHIMH;

— BO3MOJKHOCTH pa3sMeIeHns] peK/IaMbl KaK Ha caitax oOLieil TeMaTHKH, TaK 1
Y3KONpOQHIBHBIX calTax;

— BO3MOXXHOCTH HCIIOJIB30BAHHS MYJBTUMEIUMHBEIX TEXHOJOTHH (aHMMaLus,
3BYK, JABHIKYIL[MECS SJIEMEHTHI U I1p.);

— HCIIONB30BaHue OaHHepa Kak 3JIeMEeHTa HMHDKeBOM peKyiaMbl (HaloMUHAHHE
0 TOProBO¥ Mapke).

Taxoke B Ka4eCTBE PeKOMEHJALHH MOXKHO IPEJIOKUTH HCIIONIB30BaTh MEJIKYIO
CYBEHHPHYIO INpPOAYKLHIO C Ha3BaHWeM (HPMBI U ee JIOTOTHIIOM — B KauyecTse
CYBEHHPHOM INPOAYKLHHM MOXHO IPEITOXKHTh TyphHpMe HCIIOIB30BaTh CO3JAaHHE
GpowIopsI ¢ MONE3HOH, s TypucTa, HHopMmarmel. Hanpumep, B Takoit Gporutope
Oyner comepkarbesi uHGopMmamuss 06 OCOOEHHOCTSIX TOW WIM HMHOH CTpaHsbl,
NpaBHiIax MOBEJEeHH s, IOJIe3HbIe Teae(OHBI.

Jlnst typdupmsl «Jlagy npezaraeTcsi BHeApeHHEe CUCTeMbl CKHIOK. CKuaka
npeacraBiasier co0Oif  BeMMYMHY, KOTOpas KOPPEKTHPYeT YCTaHOBJICHHYIO
JIOTOBOPOM LIEHY.

MOKHO NPEeIOKUTE CISAYIOIIYIO CUCTEMY CKHJIOK:

— CKUJAKH TypHCTaM IIOKyNalomMM Typ 3a 1-2 Mecsua JO Hadana
myTemecTBus — 2%;

— CKHMAKH 1 rpynn ot 10 -15 yenosek — 5 %;

— CKMIKH JUIS MOJOZOXKEHOB — 5 % (maHHyr0 HHGOPMALUIO MOXKHO
pasmemnats B 3AICax).

— GOHyCHBIE CKHJKH, IIPEAOCTaB/IieMble MOCTOSHHBIM H KOPIOPAaTHBHBIM
KJIHeHTaM — 0T 2 J10 5%.

Takum o0Opa3soM, MapKeTHHroBas JeSTeNbHOCTh IMPEANpHUsTHS, B

GONBLIMHCTBE CJIy4yaes, IpeayCMaTpuBacT pasIMYHbIC Croco0bI MOOLIPEHHUA
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CBOHX noxynarenei'{ C LEJBI0 COXpaHCHUS H YBEJIIHYCHHUSA YPOBHSA IMpOoJaXx. B

OONBIIMHCTBE CIIy4acB [IPUMEHSACTCS rpojaxa yclyr Ha yCJIOBHUAX CKHIOK.
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3AKJIIOYEHME

B nepBoit wacTu paGoThl JeTadbHO PaCCMOTPEHBI THIIOJIOTHH roTpebuTesneil u
BBISBIIEHHE IOTPeOHOCTEN KIMEHTOB, UX H3y4deHHe SBISIeTCS BaXkKHeHIued 3amaueit
JUISL YCTICIIHOro (hyHKUHOHHUPOBAHUS INpPENNpPHATHSA. BBUIM pacCMOTpeHbl TeopHH
motuBanuu @pelina, COrIaCHO KOTOPOH YelIOBEK C POXKACHHsS HAXOMUTCS O]
[PECCOM MHOTHX JKEJaHHWi, KOTOpBle 4eJOBeK 10 KOHLA He OCO3HaeT M He
KOHTPOIIHpYyeT, ¥ Macioy, Co31aBIIMil HepapXUUecKylo CHCTeMY MoTpeGHOCTeH, rae
OHH HAaXOJATCS B IOPSI/IKE BaYKHOCTH.

Bo BTOpOif I1aBe GbLUTH pacCMOTPEHBI BHB! TYPOIIEPATOPOB M TYPKOMITaHUH U
U3ydeHa MapKeTHHIOBas NeATeNbHOCTh TYpOHPM Ha pBIHKE, TAKKE PacCMOTPEHBI
(YHKIMHE TypOIepaTopoB H BbIJeNeHa KIacCH(pUKALHs TYPUCTCKUX OpraHU3aluii.

B Tperseii rase Gbuia H3ydeHa OpraHM3allMOHHAsT XapaKTepHCTHKA TyPHHPMBI
000 «Jlag», KkoTopas BKJIIOYAeT MAapKeTHHIOBYIO JEATEIBHOCTh TYpP(HHPMBI,
npenoctaBiaeHsl  pesynbratel SWOT-ananusa M pe3ynbTaTbl  aHKETHPOBAHHUS
KJIIMEHTOB, I/le Ba)KHBIM KpUTEpUEeM IpH BbIOOpe Typa SBISETCS NpeaocTaBlIeHHE
CKHIOK, Takke HeoOXOOMMO BBIAGNHTb, YTO BaKHA IOMYJISPHOCT, Yy3HaBaHHE
TypbUpPMBI CpeId HaceleHUs, M BHEJPEHHEe pa3JIMYyHOrO poja peKJIaMbl, 4YTO
NpHUBJIEYET pa3lU4YHble Ipynnsl HaceneHus. ITockonbKy OBUIM BBIIENEHBI TaKHe
npoOIeMHbIe IyHKTHI KaK OTCYTCTBHE CKHJOK M HexocTarodHas 3((HeKTHBHOCTb
[PHUCYTCTBYIOLIEH peKsiaMbl y TypOHPMBI, TO OBUIH MPEACTaBICHBI PeKOMEHAALHUH 110
COBEPILIEHCTBOBAHUIO MAPKETHHIOBOH JAESATEIBHOCTH TyPOUPMBIL.

C KaxIbIM TOZOM TYPHCTCKHI PBIHOK CTAHOBHMTCSI BcE Gosee 3(heKTHBHBIM,
(GOpMBI COTpYAHHYECTBA TYpPOIEpaTOPOB M IOCTaBIIMKOB TYPUCTCKHX YCIYyr BCE
Gonee pasHOOOpa3HBIMH, crieruduka obcmykuBanus 6osee cioxHOi. BMecte ¢ Tem,
COBEpLIEHCTBYIOTCS TEXHOJIOTHM, pacTér oOmui ypoBeHb npodeccHoHanu3Ma
paboTHHKOB Typu3Ma. CIOKHOCTP M IOCTOSHHO M3MEHSIONIasics creruduka
BBIE3JHOTO TypU3Ma, MIeNaroT HEOOXOAMMBIM H3Y4eHHe OCHOB M IOCTOSHHOE
nomnonHeHue 3HaHWNH 00 o5r1oM oTpacmM. OcobeHHO 3TO KacaeTcs MOC/IeIHUX
HECKOJIBKHX JIET B yCJIOBHSX TSIKETIOH 9KOHOMHYECKOH 00CTAHOBKH.
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TIPUJIOXKEHME A
SWOT-ananus

Tabnuua A.1 — CunsHele u cinabbie croposs! Typhupmel OO0 «Jlamy»

BHyTpeHHHE cTpaTerndeckue

haxTopsl

B3Bemennas

OLICHKa

1. CunbHBIE CTOPOHEI

1.1 BonbuIo# criekTp MpeoCcTaBlIsIeMBIX yCIyTr

1.2 CraGuiibHOE IOJIOKEHUE Ha PBIHKE

1.3 Bricokast KBanu(UKAIKS IepcoHana

1.4 Xopomas peryTalys KOMIaHUU Y KIIMEHTOB

L5 [TpaBuibHO BhIOpaHHas TEXHOJIOTHs

IIPOJBHYKEHHS B COBITA TYpPIPOIYKTa

W Al B B W

1.6 MHOronpo¢GuIbHOCTh AeSTeTEHOCTH

2. Cnabble CTOPOHBI

2.1 Heuetko pa3paboTaHHast

KaJgpoBas IOJIKTHKA

2.2 HeoTna)keHHasi CHCTEMAa CKUIOK

2.3 OtcyTcTBHe IUIOMAAEi Ui paclIUpeHus chepsl

ACATECIIBHOCTH

2.4  Hepmocrarouno  sddexTuBHAs ~ MOTUTHKA

CIUIQXKHUBAHUS CE30HHBIX KOoIeOaHmi

CyMmapHast olleHKa
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Ta6muna A.2 — Bo3mMoxHOCTH H yrpo3s! BHewHel cpexbl anst OO0 «Jlag»

BHyTpeHHHEe cTpaTernyecKue B3Bemennas

(baxTophI OlIeHKa

3. BozamoxxHOCTH (DUPMBI

3.1 OrHocuTenpHass CTaOWJIBHOCTE B  CTpaHe 2
(sxoHOMMYECKAST)
3.2 TocynapcTBeHHas NOJUTHKA, HalpaBlIeHHas Ha 4

pa3BHUTHE TypPHCTHIECKOro GH3Heca

3.3 BuaronpusTHas AemMorpaduyeckas CUTyalus 2
3.4 ViyduieHue kadecTBa 00CITy)XUBaHUS KIIHEHTOB 4
3.5 BrIXo/1 Ha HOBBIE PErHOHAJBHEIE PEIHKH 3

4. Yrposs! bupme

4.1 BeicTpoe NosBIEHUE HOBBIX KOHKYPEHTOB -+

4.2 U3meHeHue moTpeOHOCTEH M BKYCOB 4
norpebutenen

4.3 Bo3spactaromee JaBleHHE CYIIECTBYIOLIMX 3
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BBEJIEHUE

Tema KypcoBOit paboTHI SIBISETCS aKTyalbHOH B HACTOsIIEE BpeMsl, TaK KaK, B
CBSI3M C I[IEPEXOJOM IKOHOMHKH CTPAaHBl K PBIHOYHBIM OTHOLICHHAM, NMOHUMAaHHE
nmoBefieHHsi roTpebuTeNell B AESATENBHOCTH IPEANpPUATHH, (GuUPM  SBSETCS
BOKHEHMIINM yCIIOBHEM UX YCIELIHOro QyHKIIHOHUPOBAHHSI.

B Hacrosee BpeMsl HHIYCTPHS TYPHCTCKOH JeATeIbHOCTH SBIAETCS OJHOU U3
HauboJiee TUHAMHAYHO Pa3BUBAIOIIUXCS (OPM TOPTOBJIM YCIyTaMH.

CoBpeMeHHBIH Typu3M pasBuBaeTcss ObicTpeiMM Temnamu. Copoc Ha
TYPHCTCKHE TOBAapbl M YCIYyIM HENpEPBIBHO pacTeT. BhICTpble TeMIbl pocra
XapakTepHBI Ui BCeX IMOKa3aTeNlell B TYPHCTHYECKOH OTpacii BO MHOIUX CTpaHax
MHupa.

CoBpeMeHHBIE YCIIOBUsL (YHKIMOHHPOBAHMS TYPHCTCKMX (upM Jesaror
HEOOXOZMMBIM  co3JaHHe  Oolee  COBEpPIIEHHBIX ~ CHUCTEM  yIpaBlICHHs,
06ecreunBaOIX KX YCTOWYHBOE pa3BUTHE B YCJIOBHAX HEONPEIEIEHHOCTH
PBIHOYHON Cpejbl M aJalTHPOBAHHEIX K TpeGoBaHUSIM (GOPMHUpPYIOIIErocs phIHKA
TYPUCTCKHX YCIIYT.

Ilenpto fAaHHOM KypcoBOM paboThl sBIseTCS BBIABIEHHEe mnoTpedHOCTEH
notpebGuTene 1/l COBEPIICHCTBOBAHNS MAPKETHHIOBOMN €S TENBHOCTH TYP(OHPM.

O6BEKTOM HCCIENOBaHHs SIBIIETCS TyphHpMa.

[lpenMeToM — HCCNEJIOBaHMS  SBISIOTCS — MapKeTHHIOBas — JIEATEIbHOCTh
Typ(hUPMBL ¥ aHATIH3 BHYTPEHHEH W BHEIIHEH cpe/ibl MPeaTpUsTHS.

Wudopmarus 0 BHyTpeHHell cpefe GpUPMBI HEOOXOoaHMMa MEHEUKEpY, Y4TOObI
OMpe/IeNUTs BHYTPEHHHE BO3MOXKHOCTH, MOTEHLMAN, Ha KOTOphle (HpMa MOMKET
PacCYMTHIBATE B KOHKYPEHTHON Oopn0e Ui NOCTHIKEHHs IIOCTABIEHHBIX Ileei.
AHanu3 BHYTPEHHEW Cpeibl MO3BOJSET TakkKe Jydllle YSCHHTh LEeJd H 3a1a4yu
OpraHH3alHy.

MapKeTHHIOBbIe HCCIEI0BaHMs JAl0T KOMILUIEKCHYIO OLIEHKY M aHAJIU3 PBHIHKOB,
[O3BOJISIOT M3Y4YHTH IOBeleHHe mnorpebuteneif. PesynpTaThl HccleIOBaHMH 1arOT

OCHOBaHHE /U IPUHATHA BAXXHBIX YIIPaBICHYECKHUX pemeﬂﬂﬁ, HCIIOJIB3YIOTCS IIPH
3
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IUIAHUPOBAHHH U OLEHKe 3 ()eKTHBHOCTH PEKIaMHBIX KaMIIaHHH, U3yYeHHH UMHIXKA
MapkH, pa3paboTKe WHBECTHIHOHHBIX IPOEKTOB M INPOJBH)KEHHWH HOBBIX TOBApoOB H
YCIIYT.

MapKeTHHIOBBIE UCCII€IOBAHUS TTO3BOJSIIOT (hUpMaM yBEIIMYUTH CBOU 3HAHHS O
CTOSIIMX Iepe] HHUMH mpobiemMax MapKeTHHra, TO €CThb  YMEHBUIUThH
HEOIpeeIEHHOCT NPH IPHHATHH MapKeTHHIOBBIX pelueHui. JlocTaTodHO dYacTo
OCHOBHOM LI€JIBI0 MapKETHHIOBBIX MCCIIEIOBAHHM SBISETCS CTPeMJICHHE JaTh
aJIeKBaTHYIO XapaKTePHCTHKY PBIHOYHBIX MPOIECCOB U ABJIEHHH, OTPA3UTh MO3ULIMIO H
BO3MOJKHOCTH (DMPMBI Ha PBIHKE.

Metoponorudeckoif 6a3oit ucciief0BaHus MOCIYKHIH TPYAbl OT€4eCTBEHHBIX
1 3apyOexHBIX ydeHBIX B oOmact MapkeruHra, Takux kak: @. Kornep, E.IL
I'ony6xos, O.C. ITockimanosa, [1.P. Jlukcos.

KypcoBass paGora u3noxeHa Ha 38 cTpaHMIaX MALIMHOIIMCHOIO TEKCTa H
COCTOMT HU3 BBEIEHHs, TpeX [JIaB, 3aKIIOYEHHS M CIHCKAa MCIIOIb30BaHHBIX
ucToYHMKOB. Pabora wumoctpupoBaHa 3 Tabauuamu, 1 pucynkoM. Crmcok

HCTOYHUKOB BKIIIOYaeT 14 HauMEHOBaHUMH.




