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AsTopcKas KonoHka lHa BnpnoBa, skc-
nepTa B 061aCTU KINEHTCKIX OTHOLIEHWNI, —
3T0 0630p 3aPyBEHHOrO 1 MECTHOTO OMbITA,

TEHAEHLWIA 1 HOBUHOK.

Koro CKpbiBalOT
NoA TEPMUHOM KIUEHT»

[noccapun TepMrHOB B 613-

Hece — peaKocTb (cM. «[M»
N2189/07, www.dpgazeta.ru). Ho
[laxe BTeX, KOTopble eCTb, cnaboe
MecTo — pa3zen NpPo KANEHTVHT.

BriBaeT, NPoAYKTbl, NPOLECCH OMU-
LWyT, AaXKe NP0 TO, KaK NoNb30BaThb-
CA 3NEKTPOHHOI NoYTON, He 3aby-
ayT. Bee B TepMuHax, ¢ npumepa-
Mu. A npo Tex, 3a CHET Koro 3apnna-
Ty NnonyyaioT, Hu 3ByKa. Hy, obuiee
CN0BO «KNNEHT», KOHEYHO, NPUCYT-
CTBYET, HO 11 TONbKO. BOT 1 cabiumnm
0T 04epeSHOro TOProBoro NpeAcTa-
BUTENA: «f1 HA BCTPEYe C KNMEeHTOM».
Korza MHe Tak roBopsT, A nogpasyme-
Balo, YTO cellvac NPoXoanT AeicTBI-
TeNbHO BaXHas ANA KOMNAHUN BCTpe-
4a, TaK KaKk BCTpeYalTCA ¢ YaCTHbIM
ANLOM UK NPeACTaBUTENEM OpraHu-
3auuu, Kotopble nprobpeTaioT Npo-
LYKTbI/YCnyrn noCToAHHO (CM. cno-
Bapb Ha cTp. 13). Ho Bceraa nu tak?
Peub MOXeT MATY 0 «N0A03pEBaE-
MOM noKynaTtene». To ecTb npoaasel,
npeanonaraet, YTo YaCTHOEe N1Lo/op-
raHu3auna noTeHLnanbHo MOXeT
nprnobpectn npoayKThl/ycnyru. Ha-
nprMep, B Ciyyae c raseToll, KoTopyto
Bbl Ce/ivac AepunTe B pyKax. «[leno-
Bovi MeTepbypr» MOKeT KynuTb Nto6o
4es0BEK B NeYaTHOM Kuocke. [axe
pebeHoK. OBbIYHO «M0A03peBAEMbI
noKynatenb» onpeAenaeTca Ncxoas
3 CErMeHTaL MM 1 NPOBEPKY NCTOPUN
npeabiAyWwmnx nokynok. Ecnv takas
LOCTYMHA, KOHEYHO.

MoTeHuManbHbIN NoKynaTenb —
370 «MOZA03PEBAEMbIV NMOKYNaTENb»,
KOTOPbIN NOATBEPANN UHTEPEC K NPO-
LYKTY/ycnyre n B OTHOLEHUN KOTO-
poro npoAasel, yA0CTOBEPUACS, 4TO
TOT IMEET BO3MOXKHOCTb NprobpecTu

ToBap. 06bI4HO, YTOOLI NEpeKBaNNdU-
LMNPOBaTb MOTEHLUNANBHOIO NOKynare-
NAa B NoKynatena, Hy*HOo NoNoXnTeb-
HO OTBETUTb ANA cebs Ha HeCKofb-
Ko BOnpocoB. BHavyane npo 6toKeT.
Hanpumep, B cnyyae c raseTtoii n pe-
6eHKOM npoAaBeL B NEPBY o4e-
peab NoOVHTEPECYeTCA, eCTb 1N Yy TOFO
AEeHbrn. N TonbKo 3aTeM, KaK 3TO HI
CTpaHHo, Npo notpebHocTH. Kak Bu-
ANTE, HYXEH TN ,EI,GVICTBVITEJ'H:HO npo-
LYKT UMeHHO pebeHKy (B oTan4yue ot
NHTEpECa Krasete nanbl NN Mambl,
0TNpPaBMBLINX CBOE 4a A0 3a NMoKyn-
KoI), B AAHHOM Cly4yae HeBamHO.
|_|0K}/I'IaT€J'Ib — 3TO NoTeHuUnanb-
HbIl MOKyNaTeNb, KOTOPbIA NOATBEP-
Ann cornacune Ha HyxHbole eMy ToBa-
pbl/ycnyru, ohopMun CAeNKy 1 nony-
Ynn 41O 3aKasbiBasl. I'Ipo,qonmaﬂ Hall
npumep: pebeHoK, KOTOPbIV NpuLLen B
KNOCK UMEHHO 3a BYepaLlLHNM HOME-
POM ra3etbl Ana pO,ClI/ITeJ'IeVI, Aaixe 3a
nonueHbl He BO3bMET CBEXUN HOMEP.
Ecnn npeaBaputenbHo npoaasel,
He YACHUN, YTO e ,El,eI7ICTBI/ITe)'IbHO
HYHHO NOTEHUMaIbHOMY NMOKynaTtesto,
TO CAeNIKa MOXeT N He COBePLUNTLCA.
Kak BNANTE, Ball NpoaaBeL, MOXKeT
BCTpeyaTbCs, hurypanbHo Beipara-
ACb, C KEM YroaHo. N LEHHOCTb BCTPE-
YN He BCerga o4yeBnaHa, ecnu He Tpe-
60BaTh OTYETA COMNACHO KIIMEHTCKO-
My rnoccaputo. Tak 4to B cneaytowmni
pas, Koraa Ball MpoAaBeL, CKaMeT:
«fl Ha BCTPEYE C KNNEHTOM», 3a,u,a|7|Te
yTOHHﬂIOLLI,VIf/] BOMPOC».
06patuTechb
Ha help@clienting.ru, a
6ecnnaTHOroToB NOMOYb
C KNIMEeHTCKUM rnoccapuem
nnn pasalite o6cyanm
Hawww.clienting.ru/blog.

OTtzen KoHdhepeHLMiA

AenoBoii
MeTepbypr

www.ok.dp.ru

“iKA(Mzp(icoro

[T-naprHep LUepemorim

Hal paxKgeHnH
NYHLWMX TOM-MEHEe O KepOB

2007

T O 1

CMOJbHbIMT CcOBOopP
CaHkT-lNeTepbypr
. PacTtperuinm, a. 1

[NoapobHas MHMoPMaLWs Ha canTe

PEKITAMA

PasBepaka » 90% pOCCUNCKMUX KOMMAHUW CeaaT 3a MapKeTUHIOBOM

& www.dpgazeta.ru
YETBEPI, 18 OKTABPA 2007

cneé. Vicrionb3yd ierajabHble
METO/bI U3y YEeHU A KOHKY-
peHTOB, B2B—komMniaHuu
Yaitle BEIOMpaloT TeseoH-
HBIe oItpockl, B2C — MmeTtoz
«TalHBIN MOKyTIaTeb».

CsetnaHa YnbsAHoBCKanA
ulyanovskaya@dp.ru

[

B I[TeTepbypre, 110 JaHHBIM CIIpa-
BOUYHMKaA «KeNThle CTPaHUIIEI»,
o cocTosiHUIO Ha 2007T. paboTa-
et 12 call-uenTpos. I'puropuii Ke-
Hurdect, reHepaIbHbII JUPEKTOP
KoMnaHuU «IleTepOyprcKuit Koi—
L[EHTP», TIOSICHSIET, YTO 06I1ast CTOU-
MOCTb 3aKa3a 110 U3yYeHUI0 KOHKY-
PEHTOB CYUTAETCA [0, 33/1a4Y.

«MOJKET yIUTHIBAThCS TUOO BPEMS
pasroBopa, JIN60 YHC/I0 KOHTAKTOB.
Ot 500 10 800 y. €. MOXKET CTOWTD He-
6oJIBIIIOe HCCTeJoBaHNE KOHKYPEH-
TOB B [leTep6ypre, peroHbI CTOAT
Jgopoxe. CpeHsSI CTOUMOCTD MUHY-
THI BapbUpyeTcA B iuanasone ot 0,15
70 0,33 y. e.», — 106aBIISAET OH.

«Omnpocsl yepes call-1eHTpsI 3¢-
¢dbexTuBHBI A1 B2B-613Heca, — ro-
BopuT gupekTop Tilab Buktopus
I'puropbeBa. — 3aKa34uK MOJIy4aeT
aHAJIUTUYECKUI MaTepual, B KOTO-
POM OTpakeHbl YaCTOTHOCTH OTBe-
TOB, JJINTEIBHOCTD INAJIOT'OB, LIEHHI,
OTHOIIIEHNE K IPOAYKTY WK CEPBU-
Cy ¥ aHaJMTU4YecKas nHpopManusa
— BCe 3aBUCHUT OT 3a11poca ¥ 0CoOeH-
HOCTel Ou3Heca KIIMEeHTa.

K npumepy, ceTh apT—CajoOHOB,
YTOOBI OLEHUTh EMKOCTh PHIHKA 6a-
rera (pe3Hol IIaHKU /1A pam), Tpe-
6yeMbIii 06eM MHBECTHUITUI 115 3a-
KYIIKY CTAaHKOB U IUTAHUPOBKY IIPO-
M3BOJCTBEHHBIX JIMHUMN, IPOBEJa
ompoc yepe3 call-tieHTp.

VccnemoBaHue JIUIOCh 2 Mecs-
Ija, ONIPOCHI IPOBOAWIINCE B 38 ro-
pozax Poccuy, call-11ieHTp coBepIini
120 ToIC. 3BOHKOB. 1o uToram ompo-
ca KOMITaHUA [IPUHSAJA PelleHre O
CTPOUTENBCTBE 3aBOJa AJIS IPOU3-
BOJICTBA 6areTa U COMYTCTBYIOUINX
KOMIUIeKTyommx. Kommanus, mpo-
Jaromas IulleH3MOHHbIe IIPOrpaM-
MBI, XOTeJIa OLIEHUTbH Iie1ecoobpas-
HOCTB OTKPHITHUA B [TeTepbypre Top-
roBOTO IIpeAcTaBUTeNbCTBA. OHA
MIPYHSIA PeLIeHNe, UCTIONb3Ys B TOM
yucie 1 UHGOPMALIUIO, IOy YeH-
HYIO II0 pe3yJbTaraM 14 ThIC. 3BOH-
KoB call-1ieHTpa.

TailHbIN NOKynaTenb

Ha priake B2C yatne Bcero ucIosnb3y-
eTCsl METO/] «TaHBIN TOKyTIaTEb».
CTOMMOCTB, IIO CJIOBAM CIIEITHAJIKC-
TOB, 3aBUCHUT [VIABHBIM 00pa3oM OT
cTaryca KJIMeHTOB KOMIIaHUH-3a-
Ka3uuKa.

«YeM BBILIIE CTATYC U JOCTATOK TU-
MUYHBIX TOKyTIaTesel, TeM CI0XK-
Hee U IOpPOKe HAUTU «TalHOTO T10-
KyTiaTeJss», COOTBETCTBEHHO, PaCTyT
LIeHbI HA KOHEYHBIH MPOAYKT — HC-
cJIeloBaHUE», — T'OBOPUT JUPEKTOP
kommanuu Mystery Shopping Agency
Bukrtopus Kypauesa.

[TpuMepoB UCIONIb30BAHUSA UH-
dbopmanuu, IoayIeHHON MeTOJ0M
«TaWHBIH OKyTIaTeb», MHOTO. OHa
KOMIIaHUs, Y3HaB, KAKUM 00pa3oM
KOHKYPEHT HUCITO/Ib3YyeT CUCTEMY Ha-
KOIUIEHH I OOHYCOB, U3MEHHJIA CBOIO
I[eHOBYO0 ITONIUTHKY. Jlpyras pupma,
BBISICHUB, KaK CTPOUTCS ITPOLIECC I0-
TIOJTHUTETBHBIX ITPOZIAXK ¥ KOHKYPEeH-
Ta, BHEC/Ia KOPPEKTHUBHI B CBOU OH3-
HeC—TIPOIIECCH.

i e
OTKPbITBIE UICTOYHNKN
NHOOPMAL NN

3KCMNEPUMEHTAJIbHBIE
WUCTOYHNKN NHOOPMAL NI

Cbop n 06paboTka AaHHbIX U3 Pa3HbIX UCTOYHWKOB A8 BbIPAbOTKN ynpas-
NIEHYECKNX PELLEHNT C LIeNbio MOBbILIEHNS KOHKYPEHTOCMNOCOBHOCTU KOMMEp-
YECKOIi opraHmn3aumnm, npoBoAMMbIE B paMKax 3akoHa 1 ¢ cobniogeHnem aTu-
YeCcKUX HopM (B OTANYME OT NPOMbILAEHHOTO WNNOHAKA).

[Apyrue BcTpevaiollnecs Ha3BaHUA KOHKYPEHTHOI pa3Beakn — 6U3Hec—
pasBeAKa, AenoBas pa3BeaKa, MapKeTUHroBas pasBejKa.

HyXue JHEBHMKM
C NONb30K1 ANA Cebs

cné6. Haxogka ajid Map-
KeToJiora — paszient
«(bOPYMBI» UJITH «BOITPOCHI
— OTBEThI» Ha calTe KOH-
KypeHTa. [1o HUM MOXXHO
CyauTh 00 OpraHu3aIuu
paboOThI C KITMEHTAMH.

CsetnaHa YnbsAHoOBCKanA
svetlana.ulyanovskaya@dp.ru

An

[ToHabnroaB 3a TEM, UTO IIPOUC-
XOZUT B 9TUX pas/iesiaX, MapKeTo-
JIOT MOXeT CO3/aTh CIIMCOK IIPO-
6GJIEMHBIX [IJIsI KOHKYPEHTa TeM.
A yuTd 3anpochl HeIOBOJILHOH 11e-
JIEBOM ayUTOPUH, THOO CKOPPEK-
TUPOBATh CBOM JIeHcTBUA (Ipeyia-
ras CKUZKY, UHAUBUAYaIbHEIE ie-
HOBBIE IIPeIOKEHM U T. I1.), TU60
BBICTPOUTD HOBYIO CTPaTeruio Ipo-
JIBIDKEHUS.

«Ha caliTax KOHKYPEHTOB IIpe-
K/le BCero MHTePeCHBI CPOKU Hada-
Jla ¥ OKOHYAHUS LIEHOBBIX aKLIUH,
yCJIOBUA NIPeJloCTaBIeHUA Kpeau-
Ta, ONLIKH 10 CTPaXOBaHUIO, — pac-
CKa3bIBaeT MeHe/Kep 110 MapKe-
TUHT'Y ABTOlleHTpa «Pycb—ABTO»
Anna ApoHoBa. — JIOTIOJTHUTEb-
HO MHbOpMALUIO TPOBepPAEM,
aHaIU3upys 6U3HeC—IOPTaIBl U

npoduabHbIE
CMUW». TIo mHe-
HUIO MapKeTo-
JIOTOB, U3 OT-
KPBITHIX ICTOY-
HHUKOB MOXXHO
y3HaTb UHGOP-
MaIHIo O CHUC-
TeMe IMpojax

AHHa KOHKYpEHTa,
ApoHoBa aCCOPTUMEHTE,
MpeUMyIecT-

BaX 1 HEAOCTATKax nponyKTa, I10-
JIYIUTH TOTOBBIM CIIMCOK ITOCTaB-
ITUKOB U IIOKYTIaTeIeH.

Wsyyenue IP-azgpecos npu aHa-
JIV3e ToceleHU Y caiTOB KOHKY-
PEHTOB MOXET ZIaTh NHGOPMAIIHIO
006 ux 6yAyIINX KIUEHTaXx.

Bnornoa npuuenom
CumTaeTcs, 9To 6JI0TU COTPYAHU-
KOB KOMITAHUV—KOHKYPEHTa — He-
IJIOXOM UCTOYHHUK JJId aHAJIUTU-
KH.

IMopoii HeOOBEKTUBHBIHN, HO
OTIBITHBIN MapKeTOJIOT CITIOCOOEeH
HaliTH B HEM MapKETUHTOBbIE
6pULTHaHTHL JpyToe €10 — CTO-
UT JIU IOJTy4YeHHass UHPOpMaIUs
3aTpavyeHHbIX Ha ee TIOUCK CUJI U
BpEMEHU.

OTy AWIeMMY KaXkas KOMIIaHUA
petiaet A cebs cama.
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AH Bnpnos 3HaeT, KOro CKpPbIBAKOT N0A 00LNM NOHATNEM «KJINEHT»

CobbiTA Hepenn MHTepHeT » Hantu n o6e3ppeanTb pUCKU

20-21 oKTAbGpA I
L[eHTp OpraHMn3alrfOHHOI'O KOH-
cynpTupoBaHua «<EQuator» mpo-

BOAWT TpeHUHT «[Ipojaku yciyr
B cermeHTe B2B».

20 oKTAGpA
Moz arugoit Pycckoil NIKOJBI yII-
paBJyieHUs CBOM MacTep—KJacc

JaeT iropb MaHH: Kak ylIy4IlIUTh
MapkeTUHT U PR B KoMniaHuu 3a

8 yacos.

22-26 0KTA6 pAa cne. Kak IIpaBHJIO, pacca- Ta JIoJI’KeH OBITh Ha3HAYEeH MpeICTa- OTTOro, KTO CO CTOPO-
roy A1io «MIIK1P» nposoauT HUKOM PHCKOB IIPY CO3/Ia- BUTEJIb TOII-MEHEeA>KMEeHTa KOMIIa- Hbl KOMNaHun 6yaeT Ky-
6usHec—ceMuHap «[[paKTUYeCKUii o Huu. Eciu Ha JaHHYI0 poJib OyZeT pupoBaTb co3aaHue
MAapKETHHTI». HNY canTa CTaHOBATCA Ha3Ha4YeH CUCTeMHBIN aZIMUHUCTpA- cailTa, 3aBUCUT NCX0[

Y3KHE ME€CTa U CUTyallH, TOP, IPOTI'PAMMMUCT, CEKPETaAph WU
KOTOpBIe He IpopaboTaHpl ~ APYIOH COTPYAHNK, He obiazato-

LLII/Iﬁ pe€aqsbHBIMHU IIOTHOMOYHUAMU
Ha sTale HHaHHpOBaHHH' B IIPUHATHUY OKOHYAaTEJ/IbHBIX pelIe-

«OUTBbI» 32 MOMb-
30BaTesien B
NHTepHeTe.

22-25 oKTAbpAa

Axazemus 6usHeca «IDpHCT dHJ
SIHr» IPOBOAUT GU3HEC—CEMU-

Hap «YTpaBieH4Yeckuil yuer I: 3a- HUMH, TO BO3HUKAET peaibHbIM PUCK
TpaThl, IPUOBLIL, IleHO06pa3o- JUUIS TIPOEKTA.
BaHUE». K TakuM mMecTaM U CUTyaunusaM Ero BestmynHa B Ka)K/[J0M KOHKPeT-
MOXKHO OTHECTH: IOHUMAaHMeE, 3a4eM  HOM cy4ae O6yAeT CBOs, HO ITpeHe6-
22-24 OKTHGPH HY’KeH CaiiT, BLIOOp PYKOBOAUTENS peraTh UM HeJb3s, NHauYe MOXKHO
KIIO «IIpocBeT» IPOBOAUT CEMU- TIPOEKTA CO CTOPOHBI KOMITAHUM, Ile-  CTOJIKHYTBCS C YBEJTUYEHHUEM CPO-
Hap «/IHTepHeT-MapKeTHHTI. Kak JIEBYIO ayIUTOPUIO CalTa, €ro KOH-  KOB M PaCcXO/OB.
3acTaBUTH IHTEepHET paboTaTh U LHenuio, Au3aliH, a TaKXKe CTOU- AHTUpUCKOBas CTpaTerys IIpy Ol
TIPUHOCUTD JIEHBI'U». MOCTH CO3/JaHUSA U BIAZIeHUA UH- peZleJIeHUH ayJUTOPUH caiiTa — yKa-
TepHeT—PEeCyPCOM. 3aTh KaK MOXKHO MTOApOOHEE OCHOB-
23-25 oKTAbpA Ca¥iT, Co34aHHBII 6€3 YETKOrO [I0-  HbIE LieJIeBble TPYIIIIbL U TO, UTO KasK-
«[lepBas TpeHUHIOBas KOMIIa- HUMAaHMsA CO CTOPOHBI 3aKa3YMKa, Jas U3 HUX B OTAEJbHOCTH XOYET I10-
HUSI» IPOBOAUT BeTpeuy «[lepero- 3ayeM OH eMy HY»KeH, IPUBOJUT K  JIYYUTH OT caiita. Eciiu 3TOT Bompoc
BOPBI U IIPOJIAYKH T10 TeJIePOHY». OLIYIIEHUIO, YTO «CANT He paboTa- mpopaboTaH, yIpollaeTcs 3ajadya
€T», K MHOTOYHMC/IEHHBIM OOBUHEHN-  TIPO/BMKEHUSA caliTa.
24 oKTA ﬁpﬂ SIM B aZipec pa3paboTJyuKa. HemonuManve BO3MOXHOU BeJIU-
TpeHUHTrOBasi KOMIAHUSA AHTHpHUCKOBas CTpaTErusA B JaH-  YUHBI CTOUMOCTH BJIaZIEHUS CAUTOM
«OMera TpelHUHT» IPOBOAUT HOM cJIydyae — 4eTKOe IIPOIMCHIBA-  SBJIAETCSA Cepbe3HbIM PHUCKOM JJIs
TpeHUHT «PaboTa ¢ Bo3pa)keHU- HUe IieJiell U 3a/1a4, onpesie/ieHne KOMIIAaHWU, IPUYEM PHUCKOM He B
SIMU>. KpuTepueB 3QPEKTUBHOCTH, TO €CTh  CO3IaHUU CAMTa, a B ZOCTY)KEHUHU
KaKylo OTZa4y B KOJINYECTBEHHOM  TeX pe3y/IbTaToB, KOTOPHIM OH JI0JI-
25-26 0KTAb pAa (meHbru, MOCETUTENH, CACMKM U T.II.)  KeH crtocobCcTBOBaTh. B kauecTBe
«K&S 3Hanue u HaBbIku» TpOBO- BBIPa)XEHUM PACCUUTHIBAET MOJNY- AHTHUPUCKOBOM CTpaTeruu yuyeT
JUT BcTpeuy «TpeHUHT IPoJaK, YUTh 3aKa34MK. KypaTopoM IpoeK-  CTOMMOCTH BJIa/IeHHsI CAWTOM SIB-
JUISI TeX, KTO YK€ YMeeT Ipo/ia- JISIeTCS 00S3aTeIbHBIM. (
BaTb». OHa paccuuTHIBaeTCA Kak
CyMMa CTOUMOCTH CO3/IaHUA
23-24 okTAbpA MonHas Bepcua MaTepuanaony6-  mopraza (CHMCTeMa yIpaBJIeHMUs]
B Mockse npoiiget IV Mexay- NKoBaHa B 6M3HEC—3HLMKNOMNe- caliToM, u3aliH, TpebyIoIIuii me- ‘
HapozHbIH KoHTpecc CRM, moc- ann «iHTepHeT ansa 6usHeca. PHOAUYECKOTO0 OOHOBIEHUA, [IPO-
BAIIeHHBIN BOIIpOCaM yIpasJe- rpaMMHpPOBaHUe, HACTPOIKa), Tex-
HMS OTHOIIEHUSMHU C KJINEHTaMH. JHUMKNONeANs BbILINA B CEHTAB- HUYECKOH MOJIeP’KKY, HAIIOJIHEHU A
OCHOBHBIE TEMBI MEPOIPUATUA: pe 2007 r. i3patens — «BoHHK- (paboTa KOHTEHT-MEHEIKEPOB), 3a- .
ob1as cTpaTerus B3auMoencT- ep BusHec Mpecc». TpaT Ha MPOJBUKEeHNE, KOHTEKC- e
BUSI C KJIMEHTAMU B OpPTaHU3AIINH, THOU pPeKJIaMbl, pabOTHI pEKJIAMHBIX rs
crpaterusa CRM, ympasiieHue Jio- MnaHupyeTcs 3anycK 3aKpbIToro areHToB (TIpy HEOOXOAUMOCTH), XOC- §
SITBHOCTBIO, TPOTPAMMEI JIOSLTb- thopyma /18 NOANNCYNKOB IHLIVK- ThHTA (MeCTOo 1Moz caiT B IHTEpHe- =
HOCTHU U JIp. noneany, rie MOXHO 3a4aTh BO- Te), ZocTyna B IHTepHET, 060pyZAo- \ E
npockbl niobomy 13 39 astopos b3 BaHUA U T.11. =
25-26 OKTHEPH (Bepyuime cneunanucTsl Poccun / §
B MockBe npoiiZieT iepBasi He3a- Mo UHTEPHET—MAPKETIHTY). NwamnnaFnuaynnra («[Ba nbBa»), IS
BUCUMasi KoHdepeHIus «/[eTCKUii AnekcaHap NacknH («Jy6asFNC») E

MapKeTUHT B Poccuu: acneKThl
MIPOZIBU>KEHU A TOBAPOB /I ZieTeit

U POAUTETEM». A

e KnneHT — nocrosannbiii nokynatens. eTcs B BUAY 1€/10BOE B3aUMO/ENCTBIE. GnaronpusTHOM A4N1f NpoJaBsLUa ciyyae Aaput
[o19oKkTabpsa = B ApeBHeM PuMe — rpam/aaHiiH, 3aBuces- Ctp. 14-15. eMy noaapok) uT.n. CTp. 14.
B ropoge IlopTopox (CioBeHuUs) = WA B TPaBOBOM OTHOLLEHUI OT MOKPOBU-
npogauTcs 14— MexayHapos- % Tens. B cpeaHune BeKa — nuuo, nopyuns- Mystery shopper (tanHcTseHHbIN/ TalHBIN Mogaenb «Matb cun» (aBTop Maiikn
HbIH pecTuBasb pekaaMbl Golden = Liee BeJieHNe CBOEro fieNa afBoKary, 3aluT-  NoKynatens) — MeToA npumensetcaananpo-  MOPTEp) onuckiBaeT cybbeKTbl phiHKA 1
Drum («3osioToit 6apaban»). OT B HUKY. B raseTe cnoBo BnepBble NOABUNOCH B BEPKU KayecTBa paboTbl TOProBOro nepcoHa- nx B3aumosnuaHue. CyllecTByioT 3akasun-
Poccuu, o zaHHBIM OpraHusa- § 1621 r. B CeBepHoil Amepuke. CTp. 14. na (B 3TOM C/lyyae TAUHCTBEHHbIN NOCETUTENb kn (customers), noctaswuku (suppliers),
TOPOB, Ha KOHKYPC IIpeZcTaBie- > COXPaHAET MHKOTHWTO Ha NPOTSKEHNN BCeA samenutenu (substitutes) rosapos u/unu
HO 240 paboT: 13 HUX 69 B HOMU- @ B2B (husiness to husiness), B2C akumm) nubo Ans co3aaHuns LONOJHNTENLHON ycayr, conepruyectso (Fivalry), Hosble
Haiuu «TB», 60 — B «[IpuHTaX>, 2 (business to customers) — nonsarus, MOTMBALMY K pEKOMEHAAL UV TON UAN NHON yuactHuku (new entrants). B cosokynHoc-
23 — B «HapyXHOU peKIame», s onucbiBaloL e, KTO ABNAETCA UCTOYHU- MapKu (B 3TOM clyyae TaUHCTBEHHbIN NOKY- TV CUAbI ONPEAENSIoT NpeAe/bHbIA NOTEHUM-
5 — B «Paauo», 10 — B «/lu3aii- § KOM, a KTO agpecaTtom nHthopmaunn. Nme- naTefb «OTKPbIBAETCA» B KOHLIE BU3UTA 1 B an npubsinn otpacaun. CTp. 16.
He», 8 — B «/IHTepaKTUBE».
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