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15.1. Knaccuyeckuu B3IUIsIl HA IPSIMOM
MAPKEeTHHT




COJEPXAHUE MOHATUSA «[IPAMOU MAPKETHUHI »

YCIIOBHO  COBPEMEHHYIO  MAPKETUHTOBYK)  JEATEIBHOCTH  MOYKHO
pPa3AEIUTh HA ABE CTPATETUN: MACCOBBIM MAPKETUHT U MPSIMOU MAPKETUHT.

Ipamvim  mapkemunzom  TPUHATO  HA3bIBaTh  MAPKETHUHTOBYIO
NEATEIbHOCTh, OCHOBAHHYIO Ha MPSMBIX (WJIM MEPCOHAIBHBIX) MPOJAKAX U
coope uHpOpMAIMM O KaXJOM KIHEHTE€ C HCIOJIb30BAHUEM OJIHOTO WU
HECKOJIBKHAX CPEACTB TEXHUYECKUX KOMMYHHUKAIIUU.

Ipaweim  mapkemunzom  HA3bIBAIOT  UCKYCCTBO M HAyKYy
HETIOCPEJACTBEHHOIO BO3JCUCTBHUS Ha MOTPEOUTENS C LENbIO PEATU3AUU
TOBapa (yCJIyTr) U Pa3BUTUA OPSMbBIX OTHOIICHUN C KIIMEHTOM.

Koneunasa uenv — pa3BuTHe NPSMbIX OTHOIIEHWN WU peajv3alus ToBapa
(ycayr).

I'nasnasa omauuumenvnas ocobeHHOCcmb TIPIMOTO MapKETUHTA -
HCIIOJIb30BaHNE HECKOJBKUX CPEICTB TEXHUUSCKUX KOMMYHHUKAIIUH.

K TexHuyeckum cpeiacTBaM KOMMYHUKAIIUM OTHOCWJIA IOYTY, CBSA3b IO
Teneony, TenepuaeHue u Internet.
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TPAAULIUOHHBIE ®@OPMbI ITPAMOI'O MAPKETHUHTA

BoiaenstoT nath TpaIUIMOHHBIX (POPM MPSAMOTO MAPKETHHTA!

1. Ilpamon mapkemunz no noume (direct mail) — npssMoli MapKETHHT
MOYTOBBIX OTIpPAaBICHUN (MUCEM, pPEeKJaMbl, 00pa3loB, MPOCIEKTOB U T.I.)
MOTEHIIUAILHBIM KIUCHTaM;

2. Ilpamon mapkemunz no kamauio2am, KOTOPBIA OCYIIECTBIACTCA
MOCPEACTBOM  KaTaJloraM, pacChblIaeMbIX BBIOpAHHBIM KJIHMEHTaM HJIU
MPEI0CTABISIEMBIX UM B MECTax MPOJIaku TOBAPOB;

3. Tenemapkemunz C ACTIOJIb30BAaHUEM TEJIE(MOHHBIX CETEH IS TPOAAKHU
ToBapa norpeoutensiM. CoTpyaHUKHA (GUPM TPEIOCTABISIOT OCCIUIaTHBIC IS
KJIMEHTOB Tejae(OHHBIE HOMEpa [JIsl TMOJY4YeHHsS OT HHUX 3aKa3oB,
HH(POPMAIIMI0O O KOTOPBIX IIOKyIaTeJlM IIOJIy4aloT Ha OCHOBE Telle- |
paiioOpeKIaMBbl, MMPSIMOM ITOYTHI, TOPTOBIM 1O KaTajaoraMm;

4. Teneeuzuonnwlii mapKxemunz — IPAMON MAPKETHUHT YEPE3 TEICBUICHUE
MyTEM MOKa3a peKjaMbl MPSIMOTro OTBETa (MEPBbhIE OTBETUBIIKNE MOTPEOUTEIIH
UMEIOT JIbFOTHBIE YCJIOBUS IMOKYIKH) WJIM KCIIOJIB30BAHUE CIEHHUATIbHBIX
TEJICBU3MOHHBIX KOMMEPUYECKHUX KAaHAJIOB i1 NPOAAXHU HA JOMY IO
BBITOJIHBIM IIeHaM («Mara3uH Ha 1uBaHe», « Teremarasun» U T.1.);

5. Dnekmpounnas mopzoena — NPIMOM MapKETUHT C HMCIOIb30BaHHEM
m1o0anpHOM cetd Internet.



15.2. Kitaccuueckuu B3IJISIA HA JUYHBIE
IPOAAKH




COAEPKAHUE IMOHATUA «JIMYHDBIE ITPOJAXN»
N OTVIMYUTEJIIBHBIE OCOBEHHOCTHA

Juunas npooasica — BUI NPOABUKEHUSI, KOTOPBIN MPEAIOIATAET JAYHBIN
KOHTAKT TMpoAaBlla C TOKyMarejeM, B3aUMOACHCTBUE, OOIICHUE C
MOKYyIIaTeJIeM, B MPOLECCE KOTOPOIr0 YCTHO MPEACTABISAKOTCA IOTPE-
OUTENbCKUE XAPAKTEPUCTUKUA TOBapa U MPUHUMAETCA COBMECTHOE PEIICHUE O
BO3MOXXHOCTH (HEBO3MOXKHOCTH) CIICJIKH, KYTUIM-IPOJAXKHA TOBapa.

JInuHas npoaaxka Kak croco0 peanusalyu ToBapa 0e3 MoCpEeTHUKOB paHee
B OCHOBHOM HCITOJIB30BAJICS JJIS IIPOABIDKCHHUS TOBApPOB ITPOM3BOACTBEHHO-
TEXHHYCCKOT0 Ha3HAYCHHsS. Pa3BUTHE HOBBIX CPEACTB CBSA3U M MYJIBETHMEINA
TEXHOJOTHH, a TakKe UX HCIOJIb30BaHUE B KOMMYHHUKAILMSAX ITO3BOJIUIIO 3TOT
METOJ COBITa IEPEHECTH M HA PHIHOK IMOTPEOUTEIHLCKUX TOBAPOB U YCIYT.

OmauyumenvHolMu 0COOEHHOCMAMU  JUYHBIX OPOJAX TPATULHOHHO
SABJISLINCH:

- JInuHBIM KOHTAKT B (popMe aMajiora npojasiia U MOKyIaTes,
- 3HAaYUMOCTb JIMYHOCTH TOProBOro areHTa (IpoaaBiia),

- BO3MOXHOCTb YCTAHOBJICHHUS JUIMTEIbHBIX IAPTHEPCKUX B3aUMO-
OTHOIIICHUN MEXY MPOJABIOM U IMOKYIIATEIEM;

- Hannuwne ycToitunBoil u 3(pheKTUBHON 00OpaTHOW CBA3HU.



R ——
ITAIBI MPOIECCA JIMYHOM MPOJIAKH

B macrosimee Bpewms MIEPEUYUCIICHHBIE  BBIIIE OMJIUYUMETIbHBLE
0CO0OeHHOCmuU JINYHBIX TPOAAX NMPUCYIIH U MPAMOMY MApPKETUHTY. JIMYHBIN
KOHTaKT B (hopMe Auajora, TOJIbKO C MOMOIIbIO TEXHUYECKUX CPEJICTB CBSA3U U
KOMMYHUKaIMi (TenedoH, dhakCUMuIbHasl CBS3b, AJIEKTPOHHAS IodTa U T.1I.),
00s13aTeJIbHO MPUCYTCTBYET BO B3aMMOJEHCTBUU IMPOAABLA U MOKYyIATENs MPH
npssMoM MapkeTuHre. HecmoTps Ha TO, 4TO mpojaBel, (PUKCUPYET BCE
KOHTAKThl C MOKyIaTeJeM B KIMEHTCKOM 0Oa3e, MOoJIb30BaTelIeM KOTOPOM OH
ABJIAETCS, €r0 JIMYHBIC Ka4eCTBa WIPAIOT OTPOMHYIO pOJib. Mcmonb3oBaHUE
KJIIMEHTCKUX 0a3 00ecreurnBaeT YyCTOMYMBYIO CBSI3b U JJIUTEIbHBIC MAPTHEPCKUE
OTHOILLIECHUS.

Hpouecc JUYHOU npodaofcu 6KJlrouaem maxKue manbl Kak.
° ITonck INOTCHIHAJIBHBIX KIIMCHTOB-3aKaA349YHUKOB,

e [IlpeseHTanma ¢ amanrtanver NPE3CHTAMU K JIMYHOCTHBIM KadyeCTBaM
IIPOJIABIIA,

e [IIpoBencHue NEPETOBOPOB C 3aAKAZUHUKOM,
 KonTpaprymMeHTanus u 3aKIH04YCHUE CIACIIKH,

 PaspuTre B3aMMOOTHOIICHHM C 3aKa34MKOM B XOJI¢ IOCICIPOAaKHOTO
00CITyKMBaHUS.



15.3. CoBpeMeHHbIE€ TEHACHIINHA PA3BUTHUSI
IPAMOIro MapkeTuHra B Poccun




JIMYHBIE ITPOAAXKHU — HLIECTAA ®OPMA ITPAMOI'O
MAPKETHUHI'A

HoBbie TexHMYECKHE CPEACTBA CBSA3U U KOMMYHUKAIIUN W3MEHUIIU TEXHUKY
Y TAKTUKY IIPSIMOTO MApKETHUHTA.

B mocineguee Bpems Ipouecc CIUSAHUS TAKUX BUIAOB ACATEIBHOCTH KAk
JIAYHBIE POJAXKU U MPAMOU MAPKETUHT TPUBEII K TOMY, YTO JIMYHBbIE MPOAAKMI
CTAJIM HIeCTON (POPMOU MPAMOI0 MAPKETHHTA.

Omauyumenvbrou 0coOeHHOCHbI) COBPEMEHHOIO MPSMOrO0 MapKeTHHTa U
HauOONEE UYECHHBIM UHCIPYMEHMOM SABISIETCS 0a3a 0AGHHBLIX nOKynamesnei —
KAuenmckas 0a3a OaHHbIX, TIPEICTABIAONAs COOOM OPraHW30BaHHBIA U
MOCTOSSHHO TOMOJHSAEMBIA OaHK MCYEPIBIBAIOIINX JAHHBIX O TOKYMaTelIsx
(UpMBL.

MuabopManus 0 KIMEHTaX, HOKYIATEIsIX 3aHOCUTCS B 0a3y JaHHBIX (PUPMBI
JUISl JaIbHEHMIIEro UCIOJIb30BaHUs, a IPU HEOOXOAUMOCTH MOXKET OBITh MpPOJIaHa
APYTUM TIpOjaBliaM, MPOU3BOAUTEIISIM WM MOCPEAHUKAM, €CJIM OHU IPOSBIT K
3Toll MHMOpManuu HHTepec. KoMmaHUM HCHONB3YIOT 3TH 0a3bl JaHHBIX IS
ONpeAeiCHNUs] ITOTCHIIMAIbHBIX KJIHWEHTOB, BBIJACICHUS U3 OOIIEro 4Yuclia
MOKymaresiael rpymniy, KOToOpo MOKHO HalpaBUTh KOHKPETHOE MPEAJIOKECHUE.



OT/IMYUTEJIBHBIE OCOBEHHOCTHU
COBPEMEHHOI O ITPAMOI'O MAPKETHUHTA

OmnauuumenvHvimu 0COOEHHOCMAMU COBPCMCHHOI'O IIpAMOTIO

MapKETHHTa CTaJIH:

JInuHbIM KOHTAKT B (hOpME Auaiora mpojaaBia U MOKymaTes,
3HAaYUMOCTb JIMYHOCTH TOPrOBOr0 areHTa (Ipoaanlia),

Bo3MOxKHOCTB YCTaHOBJICHUS JUTATEIIbHBIX MMAPTHEPCKUX
B3aMMOOTHOIIIECHUIN MEXKAY MPOAABLIOM U MOKYIIATEIIEM;

Hanuuue ycroiiunBoi u 3p(HEKTUBHON 00paTHO CBS3H,

Hcnonb3oBaHue 0as3bl JaHHBIX MOKYyIaTeNeH, IpUYeM B KaUeCTBE IEIEBBIX
IPYII MOTYT BBICTYNaTh KaK KOHEUHbIE MOTpeOuTENN (hU3nUEeCKue JINIa),
TaK W TOProBble MNpeANpuATHs (IMOCPEIHUKH), MNPOMBIIICHHbIC
noTpedurenu (IOpPUAUYECKUE JIMIla), HEMPOMBIIUICHHbIE TMOTPEOUTENN
(HEKOMMEpPUYECKUE OpraHU3aI|H, IIKOJIbI, IIEPKBU U T.1.).

Henb3st myTarh 37€KTPOHHYIO 0a3y JAHHBIX MOKYIATEIe U OTHOMMEHHBIN

CIUCOK pacchbuiku. CHHCOK PacChUIKM MPEACTABIAET CO00H MpOoCTO HAOOp
MMEH, aJIpeCOB U HOMEPOB TenedoHOB mokymareneil. ba3za TaHHBIX COASPKUT
ropaszao 0obline HHGOPMAIHH.

4%
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KIUEHTCKASA BA3A TAHHBIX U CUCTEMbI CRM

Jlnst oOcayxuBaHus 0a3 TaHHBIX MOKymareiaed (KIMEHTCKUX 0a3 JTaHHBIX)
MCIIOJIb3YIOTCS CHIEIUaIbHbIE ABTOMATU3UPOBAHHbBIC WH()OPMAITMOHHBIE CUCTEMBI
(IpuKJIagHbIE TPOTPAMMHBIC MAKEThl), HA3BIBAEMBIC CUCHEMAMU YRPAGICHUA
szaumoomnuouwenuamu ¢ knuenmamu (Customer Relationship Management -
CRM).

CRM nepcoHuDUIUPYIOT OTHOIICHUS KOMIIAHWI CO CBOMMM KJIHMEHTaMU U
OpPUEHTUPOBAHbl Ha MCMHOJIb30BAHUE TEXHOJOTHHU MPSIMBIX MPOAaXK, KOTOPHIE
OPEANoaaraloT  JJIUTCIbHYIO UHJVUBUAYAIBHYIO pabOTy C  KaXAbIM
OTEHIINAJIBEHBIM ITOKYTIaTeIICM.

HMcronap30BaHNE HOBBIX TEXHOJIOTHU YIIpaBJICHUA B3dMMOOTHOIICHHUAMUA C
KIIMCHTaAMH I1O3BOJISACT.

- 3HQUUTEJBHO YBEJIMYUTh 00beM Mpoaax (B cpeaHeM Ha 25 % B MecsI),

- MOBBICUTh Kauye€CTBO OOCIYKHMBAaHMS KJIUCHTOB(IIOMYJISPHBIM 3aKOH
UTadbsHCKOro skoHoMHcTa [lapeTo mracut, uto «80 % mpogax npuHOocIT 20 %
KJIMEHTOBY ),

- OIIEpaTHBHO pearupoBaTh Ha HW3MEHECHHE COBITOBOM CHUTyallud U
CBOEBPEMEHHO KOPPEKTUPOBATH MAPKETUHIOBYO IMOJIUTUKY KOMITAHUU.



JABA ITOKOJIEHUA CUCTEM-CRM

VYCJI0BHO TEXHOJIOTUHU YIIPpAaBJICHUA B3aUMOOTHOICHUAMMA C KINCHTAMU

MOXHO PA3JAEIUTh HA 06a noKo/1eHus (TAaKOe IEJICHUE B OCHOBHOM
UCIIOJIb3YETCSI KOMITAHUSIMU Pa3pabOTUNKAMMU).

B cucremax mnepBOro IMOKOJCHUS  HE (OYHKIUOHUPYIOT IIJIATEKHBIC

CHUCTEMBI, JJIEKTPOHHAs MoYTa (OJUH W3 MHOTOUYHCIIEHHBIX pecypcoB Internet)
UCMOJIb3YETCA TOJBKO JJI OTIIPABKM MAarepualioB. B cucremax BTOPOTO
OKOJIEHUS Yepe3 Internet HaYMHAIOT padOTaTh IJIATEKHBIE CUCTEMBI.

SApxuMu npuMepamMu mexHo102Ul nepeo20 NOKOJIeHUs SIBISIIOTCS TaKHUE

oreuecTtBeHHbIEe cucTeMbl-CRM kak:

Sales Expert (komnanusi-pazpadorunk Expert Systems),

ornenbHbii  Moayib C-Commerce cucrembl Marketing  Analytic
(xkomnanusi-pazpadotuuk KYPC),

KounCu-Mapxketusr u T.1.
Cucrembi-CRM IIEPBOTO ITOKOJICHUS UCTIONb3YIOTCS Ha

MIPOU3BOJICTBEHHBIX OPEANPUITUSIX, HA TPEANPUATHSIX PpaOOTAIOIMMNX Ha
KOPIIOPAaTUBHOM PBIHKE, B AyJIMTOPCKUX, KOHCAJITUHTOBBIX W BHEAPEHUYECKUX
KOMITAaHUAX, B CPEpe yCayT U PEKIIaMBbI U T./I.



BO3IMOKHOCTHU CUCTEM-CRM IMEPBOI'O
IHOKOJIEHUA

JlaHHBIE ~ TEXHOJIOTMM  MPEACTABISIOT  COBPEMEHHYIO  CHUCTEMY
OpraHM3alluy YIPABJICHUS TPOJAKAMH, PEIIAIOT 3a7a4d  OIEPAIMOHHOTO
MApKETUHTa U MO3BOJISIOT:

- co3gath A(PQPEKTUBHYIO CHCTEMY COBITA MPOAYKIMH, YIAOOHYIO IS
YIPABIICHUS U TPO3PAYHYIO JIST KOHTPOJIA,

- aBTOMAaTHU3UpPOBATH padodyee MECTO MEHEKEPOB IO Mpoaaxam (Kak
OCHOBHBIX IIOJIb30BaTENIE  0a3bl JAHHBIX O KJIMEHTAaX, BBIMOJIHSIIONIAX
(yHKIIMH cOOpa COOTBETCTBYIONIEH HH(DOPMAIIUH ),

- YIIYUIIIUTh Ka4€CTBO OOCITYKUBAHUS KIIMEHTOB,

- pa3pabarbIiBaTh HOBBIE TOBAPHI,

- YIPABIISITh PEKIIAMOU U TTPOABUKEHUEM,

- YOPABJIATH NPSAMOM MOYTOBOU PACCHUIKOU U TEIEMAPKETUHIOM,
- 00eCIeYnTh 3AMMUTY KIMEHTCKON 0a3bl.

NupopManuss 0 KIMEHTAX 3HAYUTEIBHO PA3IAYACTCS JUIST MPOJaXK Ha
pPBIHKaX MPOMBIIUICHHBIX W MOTPEOUTEIbCKUX TOBApOB. B mepBoM ciydae B
KaYeCTBE KIHMEHTOB BBICTYMAIOT IOPUAUMYECKHE JIUIAa, BO BTOPOM —
(U3UUECKUE JUIIA.

4%




NHD®OPMAINNUA O KNIMEHTAX HA PBIHKE
INPOMbIHIJIEHHBIX TOBAPOB

Kornma neno kacaeTcss TOPTOBIM HaA PbIHKE HO08APOE8 NPOMBIULIEHHO20
HAa3HaueHus, pabOTHUKY CIIY>KObI CObITa KOMITAHUM HEOOXOAMMBI CICAYIOIIIE
ceeneHus 0 Kimenrax (FopuIndyecKux JIMIax):

- Ha3Banue KuimenTa (pupmbl), aipec ¥ HAIpaBICHUS JICSITEIbHOCTH,

- 00BEMBI U 1IEHBI MIPONLILIX 3aKyIOK, HMH(OpMaIlys 000 BCEX KOHTaKTax
¢ KuuenTom (pupmoii) U Bcex NPOBEACHHBIX MEpONpUATHsSIX. Bbl Bceraa
MOXKETE€ y3HaTh, 4YeM wuHTepecyeTcs KimeHT, Kakue TOBapbl €My
IpeAJIarajifich, YTO ObLIO KYIIJIEHO;

- uMad U QaMUIMS COTPYAHHMKA, C KOTOPBIM MOXKHO IOIJASPKUBAThH
KOHTAKT, €ro Teae(oH M 3JIEKTPOHHBIN aapec (BKIIOYas BO3PacCT, IMOJ, ACHb
POXKIAEHMS, X000H, TF00MMOe OJI10/10 U T.1.),

- uH(opmalyst 000 Bcex 3aIljIaHMPOBAHHBIX MEpONpUITUIX ¢ KiineHToM;

- para peructpanuu U Kyparop Kuuenra (COTpYyOHHUK, JIMYHO
oTBevaroui 3a padory ¢ KitmeHTom), HCTOUHUK, 13 KoToporo KimeHT y3Han
O Balllel KOMNAHWHU, W Jpyras uHopmanus, HeoOXoaumas sl OLICHKHU
3 PEKTUBHOCTH MAPKETUHIOBBIX MEPOTIPUATHUH.

- OKMaeMbI€ PacXojbl JaHHON KOMIIAHUH B OJIM>KaMIIINE HECKOJIBKO JIET,

- KAueCTBEHHAsl OICHKA €€ KOHKYPEHTHBIX NPEHUMYIIECTB W CIa0bIX
CTOPOH.



NHOOPMAIIUA O KIIMEHTAX HA PBIHKE
IHOTPEBUTEJIBCKUX TOBAPOB

I mpoiaxk nompeodoumenbckux moeapoe B 0a3e JaHHBIX ITOKyIaTeIeh
JOJDKHA coAepkaThes cienyromnas nHpopmanys o Kimenrax (puznyeckux
IULax):

- JeMorpaUueCcKue XapakTepUCTUKHU KaXKI0TO MOKynaTesns (ero BO3pacr,
JI0XO0J, pa3Mep CEMbH, JICHb POKICHUA ),
- Teorpaduueckue Npu3Haku (CTpaHa, Kpai, ropoji, MOCEJIOK WU CEJO,

anpec, TenedoH, gakc, e-mail),

- ICUXOrpauuecKue XapakKTEPUCTUKH (cepa AEATEIbHOCTH, CTHIIb
KW3HU, JIMYHBIE KAYECTBA M YEPThI XapaKTepa, HHTEPEChl U MHEHHS),

- MOBEICHYECKHUE XapaKTEPUCTUKH (ITOBOJ ISl COBEPIICHUS MOKYIIKH,
HMCKOMBIE Oy1ara, ”HTEHCUBHOCTD MOTPEOICHUS U T.10.),

- CBEJEHMUS O MPOUUIbIX MOKYIKAX U JIpyras 1nojie3nast uHpopMarus.

Kommanwusi, BoopykeHHasi TaKor 02301 TAHHBIX, JOCTUTAET TOPa3ao
OOJIBIIIEN TOYHOCTH MIPHU OMPECICHUH LIEJIEBOTO PhIHKA, CETMEHTUPOBAHUU U
MApPKETUHIE€ PHIHOYHBIX HUIL, YEM IPU MACCOBOM MAPKETUHIE.
4%



BO3MOKHOCTH UCITOJIB3OBAHUSA CRM-
CUCTEM IIEPBOI'O ITOKOJIEHUA

1. I'pynnupoBKa KJIMEHTOB IO OJIHOMY HWJIM HECKOJBbKUM Ba*KHBIM
MpU3HaKaM, MO3BOJISICT YHPOCTUTh IJIAHUPOBAHUE OJHOTHUITHBIX
WA MAaCCOBBIX MEPOIPUATHM, a TakXe IPOBOJUTH OICHKY
3()HEKTUBHOCTH MAPKETUHTOBBIX MEPOIIPUATHIA;

2. Peructpanuss BCEX JOKYMEHTOB, KOTOPBIMH COIPOBOXKIACTCS
Cneaka (Bcsikoe B3auMoOTHoIIeHHE ¢ KiIMeHTOM C onpeiesieHHON
3apaHee 11eJ1bl0), ¢ YKa3aHUeM HOMepa cueTa, HaKJIaJHOW U cueTa-
(akTyphl, a TAKKE JaThl UX BBIMUCKHU;

3. OdopmieHue Bcex JI€NOBBIX KOHTakTOB ¢ KiMeHTOM  Kak
MEPONPUATAM B  paMKax OJHOM M3  CHCIOK  ITO3BOJISET
MOJIB30BATE/ISIM CUCTEMbl YE€TYE€ BHJIETh KOHEUHYIO  ILIECJb
MPOBOJIMMBIX MEPONPHUATHM, MPOBOAUTH Oonee APPEKTUBHOE
yIIPABJICHUE MPOIECCOM IPOAAXK, a TAKXKE 00JIee TOUHO OLICHUBATh
3()HEKTUBHOCTH TPOBOJUMBIX MEPOTIPHUSITHM.

4. MopenupoBanue dTanHOCTH CHeJIKH, €€ TUMA U eI 00JIeryarT
MPUBS3KY MOJOOHBIX CUCTEM K PHIHKY JIFOOBIX TOBAPOB U YCIIYT.
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ECRM-CUCTEMBI BTOPOI'O IIOKOJIEHUSA

Texnonozuu emopozo nokonenus eCRM-cucmemst TipenHAa3HAYCHBI
TS UCIOJIL30BaHUSA B Internet-komMmmanuax u KOMITAHUSX,
PEIOCTaBISAIOINX (DMHAHCOBBIE yClIyru uepe3 Internet, © opueHTUPOBAHBI
Ha PEIICHUE CICAYIONNX 3a]1a4:

- OIEepallMOHHOIO MapKeTHHra (C HMCIIOJIb30BaHUEM 0a3 JaHHBIX O
KJIMEHTAX ), IIEPEUYMCICHHBIX BBIIIE JJI1 TEXHOJIOTUI HEPBOTO MOKOJICHUSI,

- TIOCTPOCHUE W AaHAJM3 JEATECIbHOCTHU Internet-kommanuii  (Ha
HacTosmee Bpemsa Okoiao 10 THUIMOB BHAOB JCATCIBHOCTH KOMITAHHUM:
Internet-npopaxu, Internet-aykiinoHbl, (PUHAHCOBBIC YCIYTH U T.1.);

- ynpasienue Internet-mapketuHrom kommanuu (web-cakToM ¢
dyHkiusMu  Internet-nipecTaBUTENbLCTBA, Web-callThl ¢ QyHKIUAMU
BUPTYaJIbHBIX MarasuHoB);

- opranu3anus 3QpPEeKTUBHBIX KOHTAKTOB MeX 1y KoHTpareHtamu (C2C,
B2C, P2P — partner-to-partner) uepe3 Internet — Web-popymsl, uarsl,
CHCTEMBbI OINMUCAHUS MPOAYKTA U T.J., MO3BOJISIIOIIAE YIOBIECTBOPUTH BCE
3aIPOCHI KJIMECHTOB;

- cOop mH(poOpMaIMM O KIMEHTaX M €ro omnepamusx B (PUHAHCOBBIX
KOMIIAHUSIX  JUIi  BHYTPEHHHMX TOJIb30BaTeleh U I BHEIIHUX
MOJIb30BATEIICH-KIMEHTOB  (MMOJy4YeHHEe OT4eTa O COCTOSHUM CYeTa,
NepCOHU(UITMPOBAHHON (PUHAHCOBOUW MH(POPMAIIHHN).
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