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1. U3yuyeHue notpedbutenss B MapKeTuHre

N3ydueHune noTpeOuTene Kak HalpaBJICHHUE
MCCIICIOBAHUN B MAPKETHUHIE SABJISIETCA OOHUM U3
OCHOBOMOJIATAOIIUX.

Ha u3zydenun norpeoureneii CTpouTcs BeCh MPOIECe
cerMeHTHpOBaHus. [lo3uIMoHNpOBaHKE, BO MHOTOM
omnpeeIIsoIee NpeaCTaBICHUE ITIOKYIIaTeIe O TOBape,
HEBO3MOKHO MPOBECTH I'PAMOTHO O€3
COOTBETCTBYIOIIIETO U3YUECHUS NOTPEOUTENEH.




MoXHO BbIAENUTbL 5 rpynn nokynarerien Kak MCTOYHUK
CcObLITOBOU UccnenoBaTeribCKOU aKkTUBHOCTMU:

IIaTe rpynn nokynaTeIeil Kak BCTOYHAK COBITA

He noas3viomuecs Hamn ToEapsl dpyrue Toeapsl
TOEA DA M ,I[ﬂIIII{Iﬁ
EdTeropann
Hogrte noTpebnTem JosneHEIE noTpedHTEH HenocToaHHELE
TOEAPHOH KATETOPHH HallleH TOProBOH MapKH noTpedHTe M TOProBoi
A MapPKH
HenocToannble TosIEHBIE

noTpedHTe N JPYTHX noTpedHTEH APYTOH

TOProERIX MAapoK TOProBoH MapKH




U3yyeHune noTpebutens B MapKkeTuHre

COBIT B OCHOBHOM 00€CIEUUBACTCS OJHOM (CBOM JIOSIJIbHBIC
MIOKYyIIaTeJIM ) WM JABYMSI IIPUBEACHHBIMU BBIIIE IPYIIIAMH.

OTH TPYHIIbl B3aUMHO HE MEPECEKAIOTCA U MCUEPIIBIBAIOIIE
ONpeEIsIOT IOTEHIIMAIBHBIX OTpeouTenei. SIcHoe
IIPEACTABIIEHUE O KAXKIOW U3 3TUX I'PYIIN SABIISCTCS
CEPBE3HOM 3a/1aUeH IJIs1 UCCIIE0BATEIICH.

DTta 00J1aCTh UCCIIEAOBAHUM (IOTPEOUTEICH ) HEBEPOSTHO
CI10’KHA 1 MHOTOorpanHa. CTaHAapTOB B HEM HE CYIIIECTBYET.
XOTsI 9TO HE MEIIAET MHOT'MM HCIOJIb30BaTh N3BECTHHIC

METOIUKU.




U3yyeHune noTpebutens B MapKkeTuHre

MGTOZH:I " CPCACTBA UX M3YUCHHUS PA3JIMYHbI, HO OCHOBHBIC
HallpaBJICHUA HU3YUYCHHUA CIICAYIOIIUC:

OneHka 3HaHUS

AHanu3 notpebaeHus

AHamn3 1moBeeHUA

HN3mepeHune OTHOILIEHUN

Onenka moTpedHocTeM

Onenka MOTUBAILIN

OnucaHue CTUIA )KU3HU

N3ydyeHne KynbTypHBIX LIEHHOCTEN

OneHka ConuaabHOTO CTaryca

O1eHKa NEepCOHAIBHOIO BIUSHUS

Bocrnpusitue v npuBIEKaTeIbHOCTh PEKJIaMbl U CTUMYIUpPYIOMUi 3 PexTt
OrneHka NpuObLTILHOCTH MOTPEOUTENS

KiroueBbIM BOITPOCOM H3YUCHHA CBOCTO HOTpC6I/ITeJ'I$I SABJICTCA 3HAHUC ITPCAIIPUATHS O
TOM, KTO OCBCAOMJICH O ITPOAYKIHHU NPCANPHUATHUA, KTO OTHOCHUTCA K HeH ITOJIOKHUTCIIBHO,
KTO KYIIHJI €€ MM COBCPIINJI ITOKYIIKY ITOBTOPHO.




U3yyeHne noTpebutens B MapKeTUHre

Kraccnduranna moTpednTenei.

JHawT

IMoaoxuTEIRHOE
OTHOIUIEHHE

IlorynawTt

IosTOpHO




AHanus notpeduTtens obbLIYHO Oa3upyeTcHA Ha KOHUenuuu
“70s” n cknagbiBaeTcs U3 onpeaeneHUa cnenyrowmx
3N1eMEeHTOB:

Occupants - YyacTHukoB peiHka (KTo ocyniecTBiseT MOKyIIKY Ha pbIHKE?)

Obijects - [IpeameToB prinka (Kakue mpoayKThl MOKYAIOTCS W MIPONAIOTCS HA
PBIHKE 1 KaKHe HEYJOBJIETBOPEHHBIE MOTPEOHOCTH CYIIECTBYIOT?)

Objectives - LleJieii, koTOpble CTABAT Mepes cO00H YUYACTHUKH PHIHKA
(ITouemy oHHM TTOKYTIalOT?)

Organizations - Opranu3zanmii, NpucyTCTBYIOIIMX Ha pbIHKe (KTO
B3aMMO/ICVCTBYET C MMOTPEOUTEIISIMHA HA PHIHKE?)

Operations - OnepanuoHHbIX MpoueccoB pbiHka (Kak ocyuiecTBistoTcs
MOKYTIKA Ha pbIHKE?)

Occations - Bo3mo:xxHocTeii npuooperenusi (Korma ocyImecTBiIsOTCS MOKYITKH
Ha pPhIHKE?)

Outlets - KanajgoB cobiTa (I 1e 0CyIIeCTBIAIOTCS MOKYIIKK HA PHIHKE?)

OTBETHB Ha 3TH BOMPOCHI, (hpMa MOXKET MOJYUYUTh HEOOXOAUMYIO IEPBUYHYIO
uH(popmManuio s onpeaeacHus mpoguisi MOTEeHUUAIbHOT0 MOTPeOuTe IS U
U3YUYCHUSI 0COOCHHOCTEU €ro MOBEICHUS Ha PhIHKE.




Bb1AenaoT 5 TUNOB KNUEHTYPHbIX PbIHKOB:

1. IlorpeduTENbCKHHA PHIHOK (PBIHOK MHAVBUAYaJIbHBIX
OTpeOUTENeH) - MPpUOOPETAOT TOBAPHI / YCIYTH s
JTAYHOIO ITOTPEOICHUS

2. PpIHOK TTpOM3BOAMTENEH
3. PBIHOK IIPOMEXYTOYHBIX IPOJAABIOB
4. PBIHOK rOCyIapCTBEHHBIX YUYPEKICHUN

Poinku 2,3,4 -3TO pHIHOK NpeAnpusaATUil (MHAYCTPUAJIBHBIA PHIHOK,
OM3Hec-PBIHOK) - IPUOOPETAIOT TOBAPHI / YCIAYTH JJIsl AAIbHEHIIIErO
MIPOU3BOJCTBA, UCITOJIb30BAHUA B PAMKAX OPraHU3alMU WU MEPENPOIAKA

JIPYTUM TIOTPEOUTEIISIM (HpOMbIHIJIGHHLIﬁ/IlCﬂOBOﬁ MapKETI/IHF)

5. MexayHapoaHbIM PHIHOK (IJ100aJIbHbIA MAPKETHHT)




NMPOMbILLSIEHHbLIU PbIHOK VS noTpedounTensCKun pbIHOK

Ha npakTuke moaxoasl K U3y4eHHIO MPOMbBIIIICHHBIX
U IMIOTPEOUTEIIHLCKUX PHIHKOB CYIIIECTBEHHO
pa3IuyaroTCs:

[IpOMBIIIJIEHHBIN PHIHOK SABJISIETCS UCXOIHBIM, A
OTPEOUTEIBCKUM — IPOU3BOAHBIM.

OTHOIIEHUN 1 CBSI3€W HA MPOMBINIJICHHOM PBIHKE SIBHO
MEHBIIIE, @ 3HAYUT U MEHBIIIE BO3MOXHBIX HAIIPABICHUU
U3YYECHUS.

Ha mpOMBINIEHHBIX PBIHKAX OCHOBHBIE JICHBI'U TPATATCA HA
HOBBIE Pa3pabOTKX U MHHOBAIWM.




NMPOMbILLSIEHHbLIU PbIHOK VS noTpedounTensCKun pbIHOK

[IpOoMBIIIIEHHBIE PBIHKA MOXKHO OXapaKTepU30BaTh
CIEAYIOIINMH TTapaMETPaAMMU:

OIXHOPOAHOCTH — 00IIME CTPYKTYPhI BHYTPH OTPACIIU MO BCEM
reorpapuueCcKuM 30Ham

KomMmiiekCHbIe IPUHMMAaeMble PellleHUus] — MHOTOCTOPOHHUE TTPOOJIEMBI
OTHOMEHUSA MeKTY KOHKYPEHTAMM — KOMIUIEKC B3aMMOOTHOIIICHU I

Texnuueckasi CJI0KHOCTb M CIENMPUIHOCTD - KaXJasi OTpacib (CEKTOP)
UMEET ceUu(UIECKUE TEXHOIOTUN

OTcyTcTBHE TPAAUUMOHHBIX CXeM MPOBEACHUS MAPKETHUHIOBBIX
HCCJIeI0BAHUN — B KQXKJIOM CJIy4ae CBOs Cielu(prKa

OrpaHu4eHHOCTh BbIOOPA PECIOH/ICHTOB NP MPOBEICHUU AHAJIU3A — BCE
3HAHUS MOTYT OBITh CKOHIICHTPUPOBAHBI B PyKaX HECKOJIbKUX MPEATPUSITUH.




NPOMBbILWSIEHHbIN PLIHOK VS noTpeouTenbCKUn PbIHOK

daxTOopsl cieNHPHKH 00MeHA
HA HHIYCTPHAJILHOM H NOTPedHTEILCKOM PLIHKE

PeIHOK ITpoaykr OnepanHH H Ip.
ITpoH3BOIHEIH / TexHHYeckad CTIOKHOCTE | JITHHA KaHAala
[Iep BHIHBIH CIIPOC HacToTa MOKVIIKH MapKeTHHI OBBIH
JIACTHIHOCTE CIIpoca KinaccHpHEAITHA KOMILTEKC

Konebanna cpoca
UHCIO IOCTABITHEOE
YHCI0 moKyIIaTeneH
UHCIO BIHAKITHX JTHIT
I'eorpadHdeckas
KOHITEHTPAITHA
KoMIIeTeHTHOCTE
PanmHOHATIEHOCTE

CepBHCHBIE TpeOOBaHHA
MacmrTab

HH()O PMAITHOHHOTO
[TOHCKA

IIeperoBopHBIE IIEHE]
CTOHMOCTHOH 00BeM
PHCE

B3auMoIeHCTBHE CTOPOH
THmobpameHH B
COOOIIeHHH
KommieHcamHa H
00vUeHHe IITaTa
MPOJIaBIIOE




2. [loHATUE «noBegeHUe nokynarenem» u
noaoxoabl K ero N3y4eHuiro

IlokynarejabCcKoe mMoBeAeHUE —

3TO MOBEJCHUE, MIPOSABIISICMOEC ITOKYHATEIIMHU B
IpoIecce MOMCKA, IIOKYNKU, UCIIOJIb30BaHUA,
OLICHKU U YTUJIN3ALUU IPOAYKTOB, YCIAYT U
HUIEH, KOTOPhIEC, IT0 MHEHUIO IOKYIIATEIIEH,
HOKHEI YIOBICTBOPSTh UX NOTPEOHOCTHU




NMoaxoAab! K U3YyYEeHUI0 U OO BLACHEHUKD
noBeaeHUsA nokynarernewu

KOHOMHWYECKUHU

IIcuxomornueckuu

CoI1[H0JIOTHYECKUHU




IKOHOMUYECKUN noaxon

Moaeab «<3IKOHOMHUYECKOr0 4€JI0BEKA,
IIPUHATASA B 3KOHOMUYECKOU TEOPUH,
[IPEANOIaract, 4To OH 00JIagaeT BCeu

IOJIHOTOM MH(pOpMALIUU U PAllHOHATIBHO
IIPUHHUMAET PEILIECHUS, CTPEMSICH K
JTOCTUKEHHUIO IMOCTABJICHHBIX LICJICH.




IKOHOMUYECKUN noaxon

B pamMkax 3KOHOMHWYECKOTO IMOAX0/1a,
VICISIIOIIECTO OCHOBHOE BHUMAHHUE MIPOOIEME
pacrpeacieHus: peCypcoB, HOTPEOUTETbCKAM

BbIOOp MPEACTABIISICTCS YHUBEPCAJIbHBIM.

KeasBun Jlankacrtep (1979) 3amedaert, 4ro
«3KOHOMMCT BUJIUT UHIUBHUIA KaK CUCTEMY
[PEANOYTEHNH ... OTH IIPEANIOYTEHUSA U
ABIISIFOTCS B CYIIIHOCTH WHAVWBUIYaJIbHBIMHU
SKOHOMMHYECKHMM JIMUHOCTSIMM.



JKOHOMUYECKUN noaxon

B MHUKpPO3KOHOMHKE NOTPEOUTEIBCKUIA BBIOOD
ONpeAcisIieTCS 3aKOHOM YObIBaKOIIEH
peaeJJbHOU IMO0JEe3HOCTH, CYTh KOTOPOIO
COCTOMT B TOM, YTO IIPH HOTPEOJICHUN KAKOIO-
1100 0gHOTO ToBapa (IpYU HEU3MEHHOM
o0beMe MOTPEOICHUS U ITIOCTOSHHBIX IICHAX Ha
apyrue 0j1ara) moJe3HOCTh KaXKI0M €ro
IMOCJICAYIOIIECH €AUHMIIBI (IIpeacIbHAs
IOJIE3HOCTH) COKPAIIACTCS 10 HACTYIUICHHUS

[IOJIHOT'O HACHIILICHUSI.



JKOHOMUYECKUN noaxon

[ToTpeOuTenb, MaKCUMHU3UPYET IMOJIE3HOCTD, T.€.
TOCTUTAET MAKCUMAJIbHONW COBOKYITHOM ITI0JI€3HOCTH,
KOTJ1a IpEICiIbHAA IIOJE€3HOCTD MOCIEAHEN NEHEXKHOU

CIUHULIBI, TIOTPAYEHHON HA TOT WJIK MHOH TOBaAp,

ABJIAETCA B TOYHOCTH TAKOH K€, KaK U IpeJIciIbHAA
MIOJIC3HOCTDH MOCICIHEU NCHEKHOU CIUHUILIBI,
OTPAYCHHOM Ha JII000H APYIroH TOBap.

OIHaKO MAaKCUMHU3UPYIOIIHUE TOJIE3HOCTh HHANBU/IBI,
o0J1aziasi OrpaHUYCHHBIMU PECYpPCaMM, CTAIKMBAKOTCS
C IIPOOIEMOM BIOOpA KOHKPETHBIX TOBAPOB U UX
KOJIUYECTB.




JKOHOMUYECKUN noaxon

J11s pazpenieHus po0IeMbl BLIOOpA SKOHOMHUCT
HCIOJb3yeT KPUBBIC OC3pa3Inyusl.

KpugBast 6e3pasianuusa n300paxacT KOMOMHAIIUIO
TOBAPOB, YAOBICTBOPSIOIIUX ITOTPECOHOCTH
OTPEOUTES B PAaBHOM CTEIICHU WUJIM
00€CIEYNBAIOIINX PABHYIO COBOKYITHYIO MOJIE3HOCTb.

MHOXE€CTBO TaKHMX KPHUBBIX O00pa3yeT KAPTY KPHUBBIX
0e3pasnuus.



JKOHOMMYECKUU noaxon

KoHuenuus KpMBbIX 0e3pasjinyus Ipearoaaract
HAJIMYHUE ATBTEPHATUBHBIX U3ACPKEK (YITYIICHHBIX
BBITOJT), TaK KaK MHAUBU/I, IPHOOpETast KAaKOKW-IH00

TOBAp, OTKA3BIBACTCS OT OJ1ar, KOTOPBIE ObLIM ObI EMY

OOCTYIIHBI IPY NPHUOOPETEHUH APYTOTO TOBAPA.

NMuaauBua npruObIBACT B COCTOSIHUN O€3pa3Indus
TOJILKO B TOM CJIy4dae, €CJIU aJbTepHATUBHBIC
M3IEPKKH, CBI3aHHBIE C BEIOOPOM KaKOr0-IM00
TOBAapHOI'0 HAOOpa, HE MPEBBIIIAIOT COBOKYITHOM
I0JIE€3HOCTH JIPYroro BapuaHTa.



NMNoaxoab!l K U3y4eHUI0 U OOBLACHEHUKD NoBeaAeHUsA
nokKkynartesnew

DTOT B3IV Ha MMOTPEOUTENS KaK Ha
paoHaIbHOE YKOHOMHYECKOE CYIECTBO
TOCIHOACTBOBAJI B MapKETUHIE BILIOTH J0

MOSBJICHUS IICUXOJIOTUYECKUX U
COLIMOJIOTMYECKHUX KOHIIETIIINU
noTpeOuTEIbCKOro oBeAcHUs B 1960-k1¢ IT.

Homo economicus




Moaenu nokKkynarenbCKOro noeegeHus

bosee paHHME: B OCHOBE — IICUXOJIOTHYECKAsT MOJIETb «CTHMYJI
— 00beKT - peakuus» (S - O - R).

[Tokymnarenbckoe MOBECHUE — 3TO MHPOPMALIMOHHBIN MPOIIECC:
MOKYIIaTeJIb paCCMaTPUBACTCA Yepe3 MPU3MY «UEPHOTO SIIIUKA
CO3HAHUS», B KOTOPOM MPOTEKAIOT MPOILIECCHI IO COOpY,
00paboTKe MH(POPMALIMK U BEIOOPY ONTHMAJIBHOTO BapHUaHTa
pelieHus.

bonee mo3aHME MOIEIIN — COLMOJIOTHYCCKHUE.

[TokymnarenbCkoe MOBEICHUE PACCMATPUBACTCS KaK
KOMMYHHMKATUBHBIN MPOIIECC — MOAXO0J] C COLMOKYIBTYPHOM
TOUYKH 3pEHUS (MOTPEOUTENb IMMUIIET TEKCT», COO0IIas
OKpYKarolIuM 0 cede CBOMM MoTpediieHreM ). Ha mepBoe MecTo

BbBIXOIUT CHUMBOJIN3M B HOTpeﬁJIeHI/II/I.
(6omnee monpo6Ho y: B..Nnsun [ToBenenne morpeOUTEINCH. )




3. Teopua norpebHoCTEN

CoBeTckafl HaYKAa: (Baaed 3a K.MaprcoM)

g S

DKOHOMHYECKHE ]]ﬂTI}EﬁHﬂETH BHe3YKOHOMHYECKHE ]]ﬂT[}EﬁHﬂETH

[:I-ﬂ{ CYINECTEOBAHHE OIIOCPDCITOEAHO [:HE JABHCAT OT 3HOHOMHICCEHX GTHG]]IEI—I[{EHE:}
SEOHOMHAYCCEHMH EITHG]]IE[-IHHI&IH)

N

JAHYHbIE OpPOH3BE0IHBIE
noTpedHOCTH noTpedHOCTH
(B mpeamMeTax (B cpencTeax
moTpedIeH:s ) MpPOH3IBOOCTEA)
GHIHOIOrEYecKHE HHTE/LIeKTYa IbHbIE COLHAILHBIE
(IVXOEHBIE)
HMEHOT HCTOPHYE CEHE XapakTep 3

H ﬁESI‘pE.HI—FII—IEI E CBOCM DASEHTHH

Kiaccndurkannda JocTaTo9HO Vo I0EHAa ! !!




Teopusa noTpedbHOCTEN

3anajgHbie MAPKETOJIOTH:

AKIIEHTUPOBAJIM BHUMAHUE TOJIBKO Ha BOMPOCAX yIPaBJICHUS
HOTPEOUTEILCKUM BHIOOPOM

ITO NMPUBEJIO UX K HEOOXOJUMOCTHU pa3rpaHUUCHUS UCTUHHBIX U JIOXKHBIX
(BO30Yy>X1a€Mbl U YIOBJIETBOPAEMBIX MAPKETUHIOM) TOTPEOHOCTEN —
JUCKYCCHUSI O pa3rpaHUYCHUN KaTeropyuil MEPEBOAUTCS B 00J1aCTh UICOJIOTHH,
XOTS U TaM YTBEPKAAETCS, YTO «HA TAHHBINA BOMPOC HET OOBEKTUBHOTO
OTBETA»

Te3uc o0 ToM, 4TO MPOU3BOAUTENB CO3/Ia€T MOTPEOHOCTH (JIMKTAT
MIPOM3BOJIUTENS — O€CCHUIIME TTOTPEOUTEIIS ) OTPULIAIOT CTATUCTUYECKUE TaHHbBIC
00 YpOBHE MPOBAJIOB HAa PHIHKE HOBBIX TOBAPOB — T.€. CIIOCOOHOCTH
NOTPEOUTEIISI MOCTYIATh MO-CBOEMY — PEATbHOCTH! ! !

Mapketep (=nesTenib pplHKa) MOXET padOTaTh TOJIBKO HAa YPOBHE JKEJIaHUM.
BoNBIIMHCTBO XENaHU UMEET KYJIbTYPHOE MPOUCXO0KICHUE




Teopusa noTtpebHOCTEN

Herotoprie yaensie (@.Kotaep, K. K.Tavben)

VN

PonoBBIE TOTPEOHOCTH AKenanna
(QGyCI0BTEHE MPHPOOH (Cremmdmaeckne cpefcTEa
TET0ECEd H HE CO3T4R0TCA VIOBICTEOPCHER nonee Tﬂ}'ﬁﬂl&ﬂi

00MECTROM HITH MADKETHETOM) DOJI0BRIX TIOTPEOHOCT )




Teopusa noTpedbHOCTEN
Puaunn Koriaep:

Kenanua — 5To NOTPeOHOCTH, IIPUHUMAIOIINE
Creu(pUYECKy0 GOpMYy B COOTBETCTBUM C KYJIBTYPHBIM
YPOBHEM M JIMYHOCTHIO WHIMBU/IA.

Ecin ponoBbie TOTPEOHOCTH CTAOMIIBHBI U
HEMHOTOUMCJICHHBI, TO KEJIaHUW MHOTO, OHH MEHSIOTCS, Ha
HUX MMOCTOSHHO BO3JICHCTBYIOT COIMANIFHBIC CUJIBI.

JKenanus dyemoBeka NpeBpallarTCca B COPOC, KOTOPbIT
BBICTYMAET KaK IIATEKECMOCOOHAs MOTPEOHOCTb.




Teopusa noTpedbHOCTEN

Puaunnn Koriep:

HYKIa - Kak HauOoJjiee abcTpakTHas (a0OCOIrOTHAS )
OTPEOHOCTH

KeJIaHUe — 00JIee KOHKPETH3UPOBaHHAs (popMa HYKIbI

CIPOC — KaK MJIaTEKECIOCOOHAs MOTPEOHOCTH




Teopusa noTpedbHOCTEN
Kan Kak Jlam0eH mogyepkuBaer:

[ToTpeOHOCTh €CTh TpeOOBAaHUE NPUPOABI WIIM COLIUAILHOM
KW3HHU, T.€. pa3InydaroTcs 2 BUjaa MOTPeOHOCTEN:

N3HAYAJbHbIE, SBJIAIOIINECS €CTECTBEHHBIMU, POAOBBIMH,
MPUCYILLIMMU TIPUPOAEC OpraHu3Ma

NPUOOpPETEeHHbIE, SBISIOMIMNECS KyIbTyPHBIMU U
COIMATIbHBIMH, KOTOPBIC 3aBUCAT OT OIIBITA, YCIOBHI
CpeIbl U CTETICHU Pa3BUTHS OOIIECTBA




Teopusa noTpedbHOCTEN

Joxon M. KeHC yCTaHOBUII BECbMA IMTOX0XKEE PA3INUUE
MEXKAY a0COTIOTHBIMU U OTHOCHUTEIbHBIMU MTOTPEOHOCTAMM:

a0COJIIOTHBIE — MBI OIIYIIAEM UX 0€30THOCUTEIBHO K TOMY,
B KAKOM CUTYallMU OKA3bIBAIOTCS APYTHUE JIIOAU

OTHOCHMTEJIbHBbIE — OIYIIIAEM HX JIWIIb TOI/a, KOTaa
yJIOBJIETBOPEHHUE MOTPEOHOCTEN BO3BBIIIAET HAC,
3aCTaBJISIET HAC YyBCTBOBATh CEOS BHIIIC JPYTHUX JIOACH




Teopusa noTpedbHOCTEN

Hacprlimenne abcoaoTHBIX TOTPEOHOCTEN BO3MOXKHO, @ OTHOCUTEIbHBIX —
HET, T.K. YeM BbIIlI€ OOIINI YPOBEHb OTHOCUTEIBbHBIX MOTPEOHOCTEH — TEM
OOJIBIIIC CTPEMJICHUE ATOT YPOBEHb PEBBICUTD.

B Takux YCJIOBHUAX ITPOU3BOACTBO C LCJIIbIO YIOBJIICTBOPCHUA
OTHOCHUTCJIIbHBIX HOTpe6HOCTefI O9KBUBAJICHTHO UX PA3BHUTHIO.

BoT nmouemy nroau, yel ypoBeHb KM3HU B a0COJIFOTHOM M3MEPEHUHU
IIOBBICUJICS, YACTO CKJIOHHBI CYUTATh, YTO UX MOJO0KEHUE YXYIAUIHUIIOCH,
€CJIM T€, KOTO OHU BCEIJla CUMTAIM 00OhEKTOM CpaBHEHUS, CTAIN KUTh
JIydIie, 4eM OHHU.

«PoCKoOIIb JJ11 OJHUX CTAaHOBHUTCS HEOOX0AUMOCTRIO I apyrux» (Cotta,

1980, p.17).




Teopusa noTpedbHOCTEN

JINCTaHIUA MEX Y PEATBHOCTHIO U YPOBHEM OXKUJIAHUM
IIOCTOSSHHO MEHSETCSA C POCTOM HEYAOBJIECTBOPEHHOCTH.

PasrpanndeHue Mexay aOCOTIOTHBIMHA U OTHOCHUTEIbHBIMHU
NOTPEOHOCTSAMU HE CTOJIb OYEBUIHO, T.K. IOTPEOHOCTH
COLUAIILHO-TICUXOJOTHYECKOTO MPOUCXOXKICHUSA MOXKHO

YYBCTBOBATH CTOJIb )K€ OCTPO, KAK U DJIEMEHTApPHBIE:
HaIpUMEP, HEAOCTATOK BHUMAHUS UJIM COUYBCTBUSA MOXKET B
KparHEM Clly4yae OIPUBECTU K CMEPTHU, CEPHE3HBIM
PACCTPOMCTBAM TICUXUKHU WJIH K CIIOKHOCTAM
OOIIECTBEHHOH KU3HH.




Teopusa noTpedbHOCTEN

PasrpanndeHne aOCOMIOTHBIX MU OTHOCUTEIBHBIX ITOTPEOHOCTEN
OCTAeTCd MHTEPECHBIM B 2-X aCIEKTaX:

Ono ITOKAa3bIBACT, HTO OTHOCHUTCJIIbHBIC HOTp€6HOCTI/I MOI'YT OBITH CTOJIb
K€ HACTOATCIIBHbBI, KaK U aOCOJIIOTHBIE

OHO BBIBOJIUT Ha NIEPETHUM TJIaH JUATIEKTUKY OTHOCHUTEIIBHBIX
noTpeOHOCTEM, 00YCIaBIMBAIOIIY0 HEBO3MOKHOCTD UX HAChIeHus ! !!.

Jla’xe MPUMEHUTENBHO K CTPEMJIEHHIO K MaT€pUaibHOMY KOMQOPTY
HEBO3MOXKHO OOBEKTUBHO OIPEICIUTh YPOBEHb COOTBETCTBYIONIEN
YIOBJIETBOPEHHOCTHU. KOrja 4enoBek JOCTUTAET YPOBHS, BBIIBUHYTOTO
B KaYECTBE LIEJIEBOI0, OH YK€ MPEABUIUT HOBBIM 3TAall BO3MOXHOIO
COBEPIIECHCTBOBAHUS.




Teopusa noTpedbHOCTEN

JI. 30001 (1955) npennoxun pasrpaHUIUBaTh
OTPEOHOCTH

POAOBBIEC M NMPOU3BOAHBbIE (MJIH KBA3UIIOTPEOHOCTH)

IIpou3BogHAsA MOTPEOHOCTH — MPEJICTABIISIET COOOM
OCOOBIN TEXHOJOTUYECCKHUM OTKJIMK (TOBAP) HA POAOBYIO
IMOTPEOHOCTh, a TAKXKE (€CTh) OOBEKT JKCIAHUS




Teopusa noTpedbHOCTEN

PojosasimotpedHocts —— | [IpoH3BOIHAA MOTPEOHOCTD
B aBTOHOMHBIX HHTHBHIVATBHE | - ABTOMOOHTE
CPELCTRAX MEPEIBHKEHHA

- TIEPCOHATBHEIH KOMITLIOTED
[TotpebHocTs B 0OpadoTKe

HH(ODMAITHH




Teopusa noTpedbHOCTEN

Hacellienrne He IMEET OTHOIIEHHUS K POIOBOM MOTPEOHOCTH, OHO
XapaKTepU3yeT JIMIIb NOTPEOHOCTH IIPOU3BOAHYIO, T.€.
PEBAIMPYIOIIYIO B ONPEACICHHOE BPEMS TEXHOJIOTHYECKYIO PEAKIIHIO

[Ipyr HEKOTOPBIX YCIOBUSIX MOXKHO HAOII0aTh HACHIIIICHUE
IIPOU3BOHOM MOTPEOHOCTH KaK CIIEACTBHE BO3POCIIETO MOTPEOICHUS
TOBapa Ha OIPEICIICHHOM CTaINM €ro JXU3HEeHHOTo nuKiIa. Ho
npeebHas MOJIE3HOCTh IPOMU3BOIHOM MOTPEOHOCTH UMEET
TEHIIEHIIUIO K CHIKEHUIO.

Opnako, Oyarogapsi UMMIYJIbCY, TPUJAHHOMY TEXHOJIOTHYECKUM
IIPOTPECCOM POJIOBask MOTPEOHOCTH HE HACKIIIACTCS, T.K. CTPEMUTCH K
0oJiee BLICOKMM YPOBHSAM, OOYCIOBJIEHHBIM MOSIBIICHUEM
YCOBEPILIEHCTBOBAHHBIX TOBAPOB U, CJIE/IOBATEIILHO, HOBBIX
IPOM3BOHBIX TOTPEOHOCTEH.




Teopusa noTpedbHOCTEN

Kapa Mapke Boiesnsiet 3 Tumna noTpeOHOCTH:

AOCOJIOTHASI MOTPEOHOCTD — ATO JKEJIaHUE 00/1a1aTh
TOBapaMH

JleMCTBUTEJIbHAS MOTPEOHOCTh — 3TO NOTPEOHOCTb,
KOTOpas BO3HUKJIA ObI, €CJIK ObI JCHE)KHAs 3apa00THAas
Ij1ata ObLjia BBIIIE U )KM3HEHHBIC CPEICTBA OBLIN OBl
JICIIEeBIIC

ILiarexecnoco0Hass MOTPEOHOCTD €CTh CIIPOC, KOTOPBIU
BCETJIa MOHUMAETCA KaK CIIPOC IMIATEKECIIOCOOHBIN




Teopusa noTpedbHOCTEN

Hcnonb3ys nekcuky K.Mapkca u J1.D000Ta, MOXXHO
IpeICTaBUTh, UTO

a0COJIFOTHAS MOTPEOHOCTh — ATO IIepBOHAYAIbHASA (hopMa
BO3HMKHOBEHHUS ITOTPEOHOCTH, OCHOBA SKOHOMMYECKHUX
TUYHBIX ((DHU3HOIOTHYSCKUX, HHTCINICKTYaIbHBIX U
COLIMAJILHBIX ) IIOTPEOHOCTEM, KOTOpas 3aTeM, 10 MEPE
CO3pEBaHMs, IPEBpaIlACTCs B IPOU3BOIHYIO,
JACUCTBUTEIILHYIO NOTPEOHOCTH




Teopusa noTtpebHOCTEN

CTaguu co3pesaHns DoTpedHOCTH:

1 cTagma AdcomoTHas CTagHg BOIHHKHOBEHEA [ToTpe0HOCTRE
noTpedHOCTD n0Tpe0HOCTH k3K a0COTHTHORE | 30 (eKTHEHEX
pe3yIETaTe OOMECTECHHOTO CpeACTEaX CETH H
Pa3BHTHA H PA3EHTHA PHPOIHOH | COC00ax
CYITHOCTH YEI0BEKA. 00pa0oTEH

3Ta CTaJHA IPEIMECTEVET HE(QOPMALHH
CO3JAHHK B IPOHIE0ICTEE
IPOAVETA, CIIOCO0HOTD
VIOBIETEOPHTE JAHHVIO

¥ NOTpe0HOCTE, KOTOPAs BRPAKALTCA
TI0KA He BEIPEIMETE, 2 TONEED B
CTPEMIEHHE K TOCTHAEHHID
HEKOTOPEIX VCIIOBHI,

O3B0/ AMIHY PENIHTE KAKVEO-
THOO Mpo0IEMY, BOZHHEIIVIO
Iepe] 1eT0BEEOM.




Teopusa noTpedbHOCTEN

CTagmm co3peBaHns DOTpelHOCTH:

2cragma | Ipomseogmas | AOCOMITHAZ MOTPeOHOCTE [ToTpeOHOCTEE
moTpedHOCTL | TPRECQOPMEPYETCA B KOMIBIOTEpE
l NPOH3BOJHYH0, KOTIA
IIPOH3BOACTEQ B TOH HIH HHOH

CTEMEHH Ve CIIOCO0HD
VI0BTETEOPHTE 3TV IOTPe0HOCTE.

3 cragnsa | JeiictenTensHas | [IPOH3IE0IHA MOTPEOHOCTE [Totpe0HOCTEE
moTpedHOCTE | IPE0OPAIVETCAE KOMIEHTEpE

l JelcTEHTEILHVI, KOTTA Apple mmr IBM

MaTepHATEHEIE P ETN0CRUTEH 1714
e€ VIOBTETEODEHHS IO
BO3TeHCTEHEM KOHEYDEHIHH

CTAHOBATCA EINE OOMes
OUEBHIHEIMH.




Teopusa noTpedbHOCTEN

CTaguu CO3pPeBaHAA NOTPeiHOCTH:

4 ctagma Heraana JeHCcTEHTeIRHAR MOTPE0HOCTE KomneroTeps! C
MPEEPAMMAcTCA B ke TannA. OHH BEPTHEATEHED]
NpeICTABRIAKT COD0H CTPeMICHHE | HIH
E IIOTVEEHHK Ve HE IIPOCTO TOPH30HTATEHEDM
OIpeeleHEEX NP OIVETIOE CHCTEMHEIM
MPOH3BOICTEA, HO TAKHX, KOTOPEIE | OIOKOM
00131aTH ORI OpPeIIoTHTa eMEIVH

NOTpeDHTEeIeM CEOHCTEAMH H
XAPaKTepHCTHEAMH H OBLTH ORI
CIIOCOOHE] 00 CIeTHTE
EOHEPETHEIE VCIIOBHR HHIHH.

5 cragnda | lepen4nblil copoc | AenasHe NpeepamacIce B

(mJaTekecnocod- | MepEHYHEH (MIaTeXecnocoOHEN)
i crpoc (eCiH 0HO NOIKPeIUTAeTCA
OeHETAMH)

6 ctagna | Bropu4HEIl copoc
(peaInz0EaHHKII)




Teopusa noTpedbHOCTEN

Taxkum 00pa3omM, BO3HUKHYB B (hopMe aOCOJIIOTHBIX,
POJIOBBIX, TIOTPEOHOCTH (POPMUPYIOTCS IO MEPE UX
CO3pEBaHMs U Mepexoda BO Bce Oolee
CyOBEKTHBHU3UPOBAHHYIO (POPMY, OKA HE PEATTU3YIOTCS B
peaibHOM, BTOPUYHOM CIIPOCE U MOKYIIKE.

IIpouecc BOSBHUKHOBEHHUS U CO3PEBAHUS MOTPEOHOCTH
IPOUCXOAUT IO/ BO3JCHCTBUEM CII0KHOIO MEXaHU3Ma
B3aMMOCBSI3M IOTpeOHocTed U crnocodnocrer: HTII n
YPOBEHb Pa3BUTHUSI IIPOU3BOACTBA COBEPIICHCTBYIOT
yCIIOBHUS U COJIep KaHue TPyJla KaK crioco0a peaan3aluu
CIIOCOOHOCTEM, MOBBIIIAS YIOBIECTBOPEHHOCTh UM H,
peoOpa3ysi CIIOCOOHOCTH YeJIOBEKa, Yepe3 KOTOPHIE, BCE
OoJiee conpsrasich ¢ HUIMH, Pa3BHUBAIOTCS U ITOTPEOHOCTH.




Teopusa noTpedbHOCTEN

CJOXXHBIM SABJIAETCS U1 MEXaHU3M NpeBpallleHUus MOTPeOHOCTEH B
CIpoc.

B Teopuro cooTHOIIEHUS cripoca U IMOTPeOHOCTE 3aMETHBIN BKJIAJ
BHECJIU COBETCKUE Y3KOHOMMUCTHI:

Cnpoc UMU TpakTyeTcs Kak (hopMa NposIBICHUS MOTPEOHOCTEMH,
KOTOpasi 00ecTneyeHa miaTeXKecrnocoOHOCThIO.

Ho kak opma MOXET HE COBIAJIATh C COJAEPKAHUEM, TaK U CIPOC
MOYKET HE COBIIAJaTh C MIOTPEOHOCTHIO.

OTeuecTBEHHbIE SKOHOMHUCTHI, pad0Tast B yCIOBUSIX ATOTO
HECOBMAJEHUS, BIpA0OTAIN PAJI ONPEACIECHNM, KOTOPBIE OTPAKAFOT
COCTOSIHHE CIIpOCa.




Teopusa noTpedbHOCTEN

CroamoB JI.®D. ananu3upysi KOJIMYECTBEHHYIO U KAYECTBEHHYIO ONPEACICHHOCTh CIIPOCa,
BBIJICTISICT:

npeabaBJsieMblii (chpopMHUPOBABIIUIICHA) CIIPOC — BBIPAXKAET TE MOTPEOHOCTH, KOTOPHIE
HACEJICHUE CUMTAECT HYKHBIM YJIOBJIETBOPUTH IIPU NAHHBIX YCIOBUAX

peasiu30BaHHBbIN CIPOC — IPEACTABIIAECT COOOU BUIOM3MEHEHHE MPEBIBICHHOTO CIIpOca
1OJ1 BO3/ICHCTBUEM TOBAPHOTO MIPEAJIOKEHUS

BBIHYKJIEHHBIH CIPOC - €CIIM CTPYKTYypa TOBAPHOTO MPEIIOKEHUS HE COOTBETCTBYET
CTPYKTYpE MPEABSIBICHHOTO CIIPOCA, T.€. €CJIM MOTPEOUTETh HE HAXOAUT HA PHIHKE HY>KHBIN
€My TOBap U MpUOOpEeTaeT TOT, KOTOPHI HE COOTBETCTBYET €r0 MOTPEOHOCTH, BKyCaM,
YCTaHOBKaM; MPHU TAKOM TOJIOKEHUH CHU3UTCSI HE YPOBEHBb MOTPEOHOCTEH (crpoca), a
CTENEHb UX YIOBICTBOPECHUS

OTJIO’KEHHBIN CIIPOC — UMEET MECTO, €CIIM MOTPEOUTEIIb, HE HAMAS B MIPOJAKE HYKHOTO EMY
TOBApa, OTKJIAJBIBAET MOKYIIKY B HAJ€XK/I€ BCE-TAKU HAUTH €€ MO3/1Hee Wik, HEe o0nanas
JNOCTaTOYHOW CYMMOM, HAMEPEH HAKOIUTH €€

B npuHIune u BBIHYKICHHBIA U OTJIIOKEHHBIN CIIPOC SBISETCS HEYI0BJIE€TBOPEHHBIM, T.K.
CBUJICTEIBCTBYET JIMOO O CIa00M MU3YYEHUH MOTPEOHOCTEH MPOU3BOAUTEISIMH, JTHOO O
HU3KOU d(PPEKTUBHOCTH MOJMTHKY IIEHOOOPa30BaHUs HA PHIHKE.

(CronmoB JI.®. N3yueHure u mporHo3upoBaHre NOTpeOUTensCkoro cnpoca. — M., 1972, — ¢.20.),




Teopusa norpe6HOCTEN

HNHHOBaLIUM
0a3MCHbIE
yaydyuiamuye
MOJZEepHU3UpYOLIHe

HaunboJsiee 3Ha4MTEJILHO MEHSETCS CIIOCOO MOTPEOJIEHUS U CTEPEOTHUIIBI
NOTPeOUTENbCKOU AesATEeJbHOCTH, €CJIU CO3/1aeTCsl HOBas MOJI€3HOCTh, IIPU
KOTOPOH MOTPEOUTEIb MOXKET NPeJCTaBUTh cebe Mpoliecc eé UCI0JIb30BaHHUS MTOKa
TOJIbKO CXeMaTU4YHO. Takasi HOBasl [10JIE3HOCTb Oy/ieT 6a30BOM MHHOBAILUEM.

MeHee Kap/IMHAJIbHbI U3MEHEHHS B MOTPEOUTENBbCKOH JEeATENBHOCTH, €CJIA OHU
BbI3BaHbI UCII0JIb30BAaHWEM HOBOM LIEHHOCTH, KOT/]a UHHOBALUS COJEPXKUT LieJIbIN
psiJl BBITO/l, OTHOCHMbIX IOTPEOUTEIEM K COBOKYITHOCTU CBOMCTB MPOAYKTA U €0
[IeHOBOU XapaKTepPHUCTUKOU. Takasi ”HHOBaLMs Oy/leT y1y4LIaouie.

HanMeHb11ve N3MeHeHUsI BHOCATCS B IOTPEOUTENbCKUHN YKJIal TEMU HHHOBALUSI MUY,
KOTOPbIE CBSI3aHbI JINOO C HU3KOU OI|€HKOM LIEHHOCTH WU/ Y3KUM KOJIMYEeCTBEHHBIM
PAAOM BBITOJ, JIMOO TOJIBKO C IIEHOBBIM BbIUTPHINIEM. TaKass MHHOBALYA OyAeT
MOJAEPHU3UPYIOLLIE.




Teopua norpedGHOCTEN

Knaccudukanus noTpebHOCTEN B MApKETHUHTE 10JKHA ObITh HE TOJbKO
CTPOror B TEOPETUYECKOM IJIaHE, HO U CAY>KUTb IPAaKTUYECKUM
MHCTPYMEHTOM OMNpejiesleHUs UX BUA0B, OPM U XapaKTepa pa3BUTHUS, B
COOTBETCTBUU C KOTOPbIMHU HEOOXOIMMO CO3/laBaTh TOBApP U MOOYX/1aTh
OTpebrTeel NPUHUMATh PElleHHs O MOKYIIKE.

[IpueMsiemMmoin nJis pelieHUd 3a[a4 MapKeTUHTa SBJISETCA
KJ1IacCUPUKALUSA, TPeIJI0KeHHAsd POCCUWCKUM MapKeTOJIOTOM
AMurpuem bapkaHoM:

OHa OTpaaeT KOMIIJIEKCHbIM NPUHIUII OAX0Ja K IOTPEOHOCTSAM

II03BOJISIET YSICHUTD, KaKyl0 CTYIIEHbKY B HepapXUH YesloBeuyeCKUX
IleHHOCTEeN 3aHUMAaEeT MOTPEeOHOCTh, KOTOPY0 dupMa cobupaeTcs
YJI0BJIETBOPUTb CBOUM TOBApPOM WJIU YCIYTOU

ABJIAETCA HAAE€XKHbIM HHCTPYMEHTOM YIIPpAaBJIEHHA B MAPKETHUHI'E€

(bapkan /I.U. MapkeTuHr a4 Bcex. — JI1.,,1991. - ¢.17-44) / cM. MaTpULy NOTPeOHOCTEN)




Knaccudukauma notpebHocTen

Mo nepapxumn
notpebHocTei (A.
Macnoy)

Mo ¢pakTopam,
BAWSAIOLWMUM Ha
dopmuposaHue
noTtpebHocTei

Mo BpemeHHBIM
napameTpam

Mo npuHuuny
YAOBNETBOPEeHUA

MNoyeTKkocTH
nepesoga B
XapaKTEPUCTUKU
npoAgykTa

s[lepEMUHBIE [HU3WKE): GU3MONOTHMUBCHWE, B

be3onacHoCTH

= COLKMANBbHbIE (BBICLUME): B NPMHALNEHHOCTH M
COLMANbHOK MPynNnbl , B aETORPHTETE K

ogobpeHuK
YEAMEHMM, B CAMOBBIPAMEH MM

slUcTOpHYECKHE
*HaunoHanbHee
s[eorpaduyecHme
*[IpMpOOHO-HKAMMBTHYE CHHE
*[lonoELIe

*BospacTHme
*COUWaNEHO-TRYNNOBEIE

*JCTATOYHBIE (MpowakIE]
*TEHKYULWE (HACTOALWME ]
*MepcnekTMeHbe |Dygywme )
slaneHeC pOYH IS

*Y¥ AOENETEOPAEMBIE OAHUM TOBIPOM

*Y QOENETEOPAEMEIE KOMMIEKCOM TOB3POE
*Y¥ QOBNETEOPAEMBIE C MOMOLLLE KD YOI

*Y¥ AOENETEOPAEMBIE TOBAPEMM M YCAYTAMM
*B33MMO3EMEHAE MBIE [ KOHHKYPEHTHBIE]

*HeonpegeneHHbIE
*sHoHbUrypaUWoHHbIE
*HaYeCTEEHHEIE

*HONWYECTEE HHBIE YETHHWE, PASMBITHIE



Knaccudukauma notpedbHocTen

Mo ctenenu
NPUHLMNKMANBHOTO
YAOBNETBOPEHUA

Mo rnybune
NPOHUKHOBEHMUA B
obuecTteeHHoe
CcO3HaHuWe

Mo snactTU4HOCTH

Mo npupope
BO3HWKHOBEHUA

Mo cnoxuswemyca
obuwecTeeHHOMY
MHEHMIO

* MNONHOCTBH YOOBNETBOPEHHDIE
* HacTHMUYHO YOOBNETBOPEHHBIE
* HeynoBNeTEBOPEHHDIE

* HeoCO3HaHHBbIE
* ENMHWUYHO OCO3HAHHbBIE
* HYacTMYHO OCO3HAHHBIE

s OCo3HaHHBIE BCEM MOTEHUMANBHON COUManBHOMN
rpynno

* Cnafo3nacTHuHble
* HopManbHOW 3N1acTHUHOCTH
* BbICOKO3MACTHYHBIE

* JCHOBHBIE
® MpAMO MHOYUHMPOBAHHBIE
* HOCBEHHO MHOYUKWpOBaHHBIE

* COoUManbBHO HEraTMBEHBIE
* CouManeHo HEﬁTpﬂﬂthlE
* COUManBHO MO3MTHEHDBIE



Knaccudukauma notpedbHocTen

Mo ctenedmn
TEKYLLEWN
HaCTOATEeNIbHOCTHU

Mo npuunHe
BO3HUMKHOBEHMA

Mo BpemeHm
notpebnenun

Mo ceobope
YAOB/IETBOPEHUA

Mo cneyndpuke
YAOBNETBOPEHUA

® Cnabo MHTEHCHBHDBIE

* HopmaneHble

* MOBbIWEHHO MHTEHCHBHDBIE

* AMMOTaMHbIE [IKCTpEMANBHbIE)

* EcTecTEEHHbIE
* MMnyNbCHBHBIE

® BHYLWEHHBbIE: APYTMMKU NOTpeBuTenAmMM, MOAOH,
PEHAaMON

* EAMHMUHO YAOBNETBOPAEMbIE

» [IMCKPETHO YA0BNETEOPAEMbIE

* MepMogUUecKk YOOBNETEOPAEMbIE
* HenpepblBHO YOOBNETEOPAEMbIE

s CeobogHbIe
* NedopMUpOBAHHBIE: B HU3HKOM CTEMEHMW, B
CpenHel CTEMEHKM, B BbICOKOH CTEMEHMK

* YHMBEpCANBHBIE (MacCcoBbIg)

* YRDYNHEHHO CETMEHTHPOBAHHbIE
* CpeaHeCermeHTMPOBaHHbIE

* MHOMBUOYANN3MPOBAHHDbIE



Knaccudukaumsa notpedbHocTen

Mo wunpote
NPOHUKHOBEHUA B
pasnuuyHble cepbl

HWU3HHU

* MoHocdepHblie
* OnurocdepHele
¢ [lonuchepHblie

¢ CBA3AHHbIE CO 340POBbEM
¢ [lcnxonornmyeckne

Mo xapaktepy

bapbepos
YAOBNETBOPEHMSA

* CoymanbHo obycnosneHHble
®* PecypcHble

» [eorpaduueckoro: eceoblyme, permoHanbHbIg, B

Mo maccoBocTH npegenax cTpab

* COUMANbHOrO: BceoblMe, BHYTPMHALMOHANBHDIE,
pacnpocTpaHeEHUA BHYTPW COLUMANBHOR rpymnbl, BHYTPH COLMANBHOHM

rpynnel no obpasoBaHuio, BHYTPW COLMAaNbHOR
rpynnel No goxogy

\




Knaccupukanua norpeoHoOCTEN

Kak nmpaBuJio, Bce 101 06J1aJ]al0T JOCTATOYHO CXOXKHUMU MOTPEOHOCTSIMU, HO
MpPOsIBJIEHUE UX MOXKET ObITb PA3JIMYHBIM B CUJY PAa3JIUYUN JIMYHBIX GAKTOPOB U
baKTOPOB OKpY>Kalolliel cpe/ibl.

Ucxoas u3 aToro, cjaeayeT pa3jidyaTh Caeyllive BUAbI IOTPEOHOCTEMN:

PedpakTopHbIE — HUKaKUE CTUMYJIbl He MPOOYKAAI0T CHOCOOHOCTh
M3MEHHUTb IOTPEOHOCTD

BHymaeMble - l'[OTpe6HOCTb ITIaCCUBHA, HO MOXKET ObITH BO3MYIIE€HA

AKTHBHBIE - OIIpe/IeJISIIOT TO UK UMHOE NI0BeJleHUue HHAUBU A

3ajJlaya MapKeTUHra — BO3/1eMCTBOBATh Ha BHyIlllaeMoe COCTOossHUe!!!




4. MoTuBauusa notpeduTteneu

CxeMa ODeHHBAHNA MOTHEAHOHHBIX TeHJeH N TH Jeil
(JTagmasoe M. IlpakTedeckHEd MeHeT#neHT. — M., 1995)

»| /enaHms
i
Baedenns IMoTpedHOCTH ¥YcraHOBKA eas
(3HepruzaTopsl, (cTepeoTHO —Y
Apaiebl) NoBeJeHHA)
HeodxoauMoCTE

OdcTaHOBOYHAA CHTYANHA
(puzmdeckan H CoOHAILHAA)




MoTueauua norpebutenen

W3 cxeMbl BUTHO, UTO JIFOAU AEHUCTBYIOT JAJIEKO HE
BCEIIa 10 CBOEMY XKEJIAHUIO.

X moBeeHueM yIpaBisieT YCTOSIBIINECS 00ObEKTUBHBIC
1 CyObEKTHUBHBIC (DAKTOPHI.

JIxomstM TOJIBKO KaKETCsl, YTO OHH JIeJIal0T TO, YTO XOTST.
Ha camom niene aroapMu ABMKET CKPBITHIC B UX
[ICUXWKE NOOYIUTEIbHBIC CHUJIBI.




MoTueauua norpebutenen

MotuB (B HanbOoaee 00ImeM BUJIE) - MOKHO paccMaTpUBaTh
KaK BHYTPECHHE TCUXOJIOTUYEKCKOE COCTOSTHUE, IBUKYIIEE
JTAYHOCTBIO. B OCHOBE MOTHBA JICKHUT 1LIEIb, JOCTHAKCHUE
KOTOPOU CBA3aHO C YAOBJIECTBOPEHUEM ONPEACICHHBIX HYXK/ U
noTpeoHocTel. Haye roBopsi, MOTUB BBIMOIHSET POJIb
JIBUTATEIIS] YEJIOBEYECKUX TTOCTYIIKOB U TIOBEACHUS B LIEJIOM.

Teopust MOTHBaLIUM ABISETCS OJJTHUM M3 HanOoJIiee
MACIITA0OHBIX PA3/I€JI0B CUXOJIOTMYE€CKOM HAYKH,
3HAYUTEBHBIN BKJIAJl B KOTOPYIO BHECIU 3UrMyHI Dperif,
AbpaxaM Macnoy, @penepuk I epuoepr, d>Bua MakJlemnan,
JI.Iloprep, EBrennn Jloynep u MmHOTHE ApyTrHE.




MoTueauua norpebutenen

M3ydeHre MOTUBALIMU OCYIIECTBISETCS JJIs1 TOrO, YTOOBI
BBISIBUTH OCHOBHBIC YCTAaHOBKH ITIOTCHIIHMAJILHOTO ITOKYHATEs,
OIIPEICINUTh CMBICJI COBEPIIIAEMbIX ITOCTYIIKOB (B IEPBYIO
o4epeib - NOKYIIOK).

HexoTophie yCTaHOBKH HAXOAATCS B INIyOMHE MOACO3HAHUS,

MO3TOMY MOTYT OBITh OMIPEAECICHBI TOJIBKO C TOMOIIBIO

MIPOBOJIMMOIO MICUXOJIOraMH aHAJIN3a KOCBEHHBIX OIPOCOB

norpeourenen. Mmes nHbopMalnuoo 0 MOTUBAINH,

pa3pabOTYNKU MAPKETUHIOBBIX IIPOTPaMM MOTYT YCHIIUTh
MHTEHCUBHOCTh MOJOXUTEIBbHON MOTUBAIIUU U CHU3UTH

_ JICUCTBUS YCTAaHOBOK, IPEMATCTBYIOIIUX ITOKYIIKE.




MoTueauua norpebutenen

MoTuB - 3T0 TOTPpeOHOCTh, KOTOPAs CTajia CTOJb HACTOSITEIIbHOM, YTO
3aCTaBJSIET MHAVMBUAA IEUCTBOBATH JJIsI €€ YIOBJIETBOPEHUS.

[Tog MOTHBOM B TaKOM CJIy4aec CJIE€AyeT IOHUMATh:
WJIN BHENTHUN OOBEKT MOBEICHUS
WUJIM BHYTPEHHEE COCTOSIHUE, JIBHXKYIIEE TUUYHOCTHIO

WJIN caMU JIEUCTBUS

YacTo monararoT, YTO caMu ACHCTBHS 3aBUCAT OT BHEITHUX 00OBEKTOB, T.C.
HE3aBUCSIINX OT YeIOBEKa (PaKTOPOB, KOTOPHIEC BIIMSIIOT HA €T0
BHYTPEHHEE COCTOSIHUE M 3aCTaBIIAIOT ICHCTBOBATh. TakKuM 00pa3om,
NOTPEOHOCTh M MOTHUB HABS3bIBAIOTCS TTOTPEOUTEITIO.
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CeronHs, KaK ¥ BU€pa, UMEIOTCSI TAKHE CETMEHTBI PhIHKA (TPYIIIIbI
NOTPEOUTENEN ), KOTOPHIE C YOBIETBOPEHUEM BOCIIPUHUMAIOT BOZHUKIIINE
1OJ1 BJIMSTHUEM TOBAPHOIO MPEIJIOKEHUS NOTPEOHOCTH (T€, KTO HE 3aHST
TBOPYECKHUM, PA3BUBAIOIIAM UX JUYHOCThH TPYJIOM U UX UHTEPECHI
NEepeMEIICHBI B chepy MOTPeOICHHUS).

Jl1st moTpeduTesieil, BOBICUEHHBIX B 00JIee TBOPUECKUE BUIBI TPY/A,
INIABHBIM B MEXaHU3Me MOTHBALIMM SIBJISIETCS MX BHYTPEHHee
cocTtosiHue. OHO onpeaensieTcss 0COOEHHOCTSIMU CUCTEMbI OTPEOHOCTEN.
A BOT KOHKpETHbIEC ()OPMBI ITIOBEACHHUS - CaMO JICHCTBHUE - OyIyT 3aBUCETh
OT mpoiiecca 00yueHus, 00pa3zoBaHus, THOOPMUPOBAHUS.
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Cua MOTHBA, €T0 HACYIITHOCTh OIPEEISICTCA CUCTEMOM HEHHOCTEeH, Mpucylen
KOHKPETHBIM JIOIAM U KOHKPETHbIM KYJIbTYpPaM.

Kakoro-1mb6o yHMBepcaJbHOI0, 001IEro IJsl BceX CUJIbHeIero MoTuBa
MPOCTO He CymecTBYeT. Ero Hy»KHO ONpeneisiTh B KaKJI0M OTJICIbHOM CJIy4ae,
KaKJIOM CETMEHTE phIHKa!

CJI0)KHOCTb U3YUYE€HUS MOTHUBAIINU, ONIPEICIISIONIEH MOBEICHUE, 3aKITI0YACTCS
TAK>K€ U B TOM, UTO, KaK IIPABUJIO, B OCHOBE KOHKPETHOI'0 MOCTYIKA JICSKUT He
O/IHA IPUYMHA, HE OAMH MOTHB:

JItoqm moKyIarT aBTOMOOHIIb HE TOJBKO ITOTOMY, YTO OH €CTh CPEICTBO
NepEeABKEHHS, HO M TIOTOMY, YTO XOTST PACIIMPUTL CBOM KPYro30p, HE OTCTAaTh OT
cocener, OOBSIBUTH O CBOEM 0JIarOCOCTOSHUHU M OOIIIECTBEHHOM ITOJI0KEHUH,
MCITBITaTh YyBCTBO BJIACTH HaJl HOBBIM MOIITHBIM JIBHTATEIEM. DTH MOTHUBBI OyIdyT
UMETh Pa3HYIO CTEIIEHb 3HAYMMOCTH JIJIS Pa3HBIX CETMEHTOB moTpeduTteneit. U
jamMa, KaK ¥ IPOU3BOJICTBO, 00sI3aHBI YUECTh 3TO.
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Kpome Toro, cTpykrypa MOTUBAIMM MEHSIETCS BO
BpeMeHH. Te MOTUBBI, KOTOPbIE CHJIbHBI CETOHS,
3aBTPAa MOT'YT OBITh OCJIA0JIEHBI, IOCKOJIBKY
MEHSIFOTCSI [IEHHOCTHBIC YCTAHOBKHU. Tak, MpUYMHBI,
NOOYIUBIIME YEI0BEKA KYIIUTh MEPBBIN TEICBU30D,
OKa)XyTCSl HEOCTATOYHBIMHU 151 MOKYIIKA BTOPOIO 1
TPETHETO (HOTPEOHOCTH U3MEHSIOTCS BO BPEMEHHU:
€CJIM IIOTPEOUTEIIh PELIMT, UTO JAHHBIA BBIOOD AJIs
HEro OOJIBIIE HEMPUEMJIEM - OH MEPECTAET JeJIaTh
ITOKYIIKH! ).




MoTuBauMOHHbLIE CUCTEMBI

[To muenuto B.I.JIeonThEBA ClieAYET BBIJICNISATh MOTUBAIIHOHHYIO CUCTEMY «A» - B
KOTOPYIO BXOASAT MOTUBBI, KOTOPBIE IO CBOUM IICUXOJIOTUYECKHUM XapaKTEPUCTUKAM
MOXHO Ha3BaTh COIMAIILHBIMU. BeymumM MOTHBOM 3TOTO KJIACTEPA SIBIISIETCS
«COIMATBHBIN-TTIOMCKOBBIN» MOTUB. C HUM HEMOCPEICTBEHHO CBSI3aHBbI €IIE TPU
HanOoJee 3HAYMMbIX MOTHBA: COLIMAIbHBINA, MOTHUB TMOIMYJISIPHOCTH, MOTHUB
PECTHKA.

Hpyras motuBaimonHas cucreMa «b» copmupoBana Ha 6a3e MOTHBA
«CTPEMJICHUE K BBICOKOM KBaM(puKaum». C 3TUM MOTUBOM OOBEIUHSIETCS MOTHUB
«0JITa», MOTUB «CTPEMJIICHUE K HAYUHOU NEATEIbHOCTIY, CTPEMIIEHUE K POCTY
0 CIIy>k0e» U JIpyrue.

Kpome Toro, ecth 1Ba 6a30BBIX TUIIa MOTUBAIIMU — 3TO K (MOTHBaIMs TeM, Kak
OyzeT XopoI1110, Korja Bbl 3To caenaere) u OT (MoTuBaius TeM, Kak OyJeT II0XO,
€CJIA 3TO HE CENaTh).

Jl71s1 TOro, 4T00B MOTUBUPOBATH, HEOOXOAMMO 3HATH JIBE BEIIIU:
1). HEHHOCTH KJIMEHTA

2). TUII MOTHBAIIMHU



MoTueauuna norpebuTteneun

MOTHBBI, KOTOPBIE AKTYAITU3UPYIOT, HATPUMED, B
peKjamMe, YCI0BHO MOKHO OOBEUHUTH B 3 OOJIBIIIME
TPYIIHL:

palMoHaIbHBIC
SMOIIMOHAIBLHBIC
COLIMAJIbHBIC (HPABCTBEHHEIC)
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PaIII/IOHa.]ILHI)Ie MOTHUBbI.

MoTuB NpuOBLLILHOCTH (3KOHOMHYECKHH MOTHB) - OCHOBAaH Ha CIPaBEIJIMBOM JKEIaHUH
MHOTHX Jt0ieil pa30orarers, 11eJ1ecO00pa3Ho Pacxo/l0BaTh CPEACTBA, OTYUYUTh IIPU 3TOM
ONpeNeNICHHYI0 SKOHOMHUIO: ‘“‘Hukakoi pazHuiiel! 3aueM miatuth 0oJibiine?” (CTUpaIbHbIN
nopoiok Gala); “Uuctur Bc€, kpome Bamux kapmanoB” (Bonux)

MoTHB 310pPOBbS - UCIIOJB3YETCS B PEKJIaME KaUYE€CTBEHHBIX MPOAYKTOB ITUTAHUS,
CIIOPTHUBHBIX TOBAPOB, CPEACTB JIMYHOM rurueHbl: Opout 6e3 caxapa, JIupos ¢ KCHIMTOM,
AKOJIOTMYECKH YUCThIE CTPOUTEIIbHBIC MaTepHUaJIbI.

MoTuB HaJIe:KHOCTH U FAPAHTHIl - COKpAIICHUE PUCKOB, KEJIaHUE OrpajuTh ce0s OT
OTaCHBIX, HeTpeacKazyeMbix cutyaruid: “IIpocto ycToitunBbiit 0ank” (MOCKOBCKUMA
KOMMepUeckuil 0aHk; “VHAE3UT - MPOCITYKUT T0ITO”.

MoTuB y100cTBa U JONMOJHUTEIbHBIX MPEUMYLIECTB - TIPE/IIToIaraeT oocIaHue
o0JIeTUeHHMS OMPE/ICACHHON PaOOThI, JOMOTHUTEIBHBIX YI0OCTB, TOJYYCHUE OPEICICHHBIX
npeumyiects: ¢pupma Gillette - GpUTBEHHBINM CTAHOK C IBOMHBIM MOABUKHBIM JIC3BUEM;
NBUIECOC C HACaJKaMH, KOTOPbIE MOTYT JIETKO MPOHUKATh B TPYHOJOCTYITHBIE MECTa; 3yOHas
nietka “Reach” ¢ m3mensiromietics konpurypanuei (P&G).
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BMOIII/IOHaJII)HLIe MOTHUBbBI: ‘“‘urparor” Ha KeJJaHUU U30aBUTHCS OT OTPUIATEIBHBIX U JOOABUTH
IIOJIOKATEJILHBIX DMOLIAN

MoTuB cTpaxa - €ero HCIoIb30BaHNUE CEPbE3HO OrpaHnYeHO MexayHapoaHsiM KogekcoM pekiaMHoil
MIPAKTUKHU, TEM HE MEHEE, OH UCIIOJIb3YeTCsl B peKiaMe MPOTHUBOYTOHHBIX CPEACTB, 3aMKOB, CPE/CTB
JIMYHOM TUTHEHBI, aHTUpeKIIame (00prOe ¢ KypeHueM, amkoroianzmMom, 6opsde ¢ Hapkotukamu, CITNIom):
“Yro, HE CIIUTCS. 3aIiaTy HAJIOTH U ciiu criokoitHo!” ( Hamorosast city:x0a P®).

MoTHB 3HAYMMOCTH ¥ CAMOPEATU3ANNU OCHOBBIBACTCS HA €CTECTBEHHOM KEJIAHUHU YeJIOBEKa HaXOIHUTh
pU3HAHUE B CBOEM OKPY>KEHUH, IOBBICUTH CBOH COITMATBHBIN CTATyC, JOOUTHCS OMPENEICHHOTO HMHJIKA!
“TonbKo 1151 CONMMIHBIX KIMEeHTOB” (0aHK “Anbda-Kanuran”); “J>kum - aBTOMOOMIb IS MY>KYHH,
KOTOpBIE HE JIIOO0ST OBITH BTOPBIMU .

MotuB CBOﬁOHLI - OMpCaAcCLACTCA CTPCMIICHUCM YCJIOBCKA K HC3aBUCUMOCTH OT OIIPCACIICHHBIX
O6CT05ITCJII>CTB, 3alIUTHI CBOEH CaMOCTOSITCJIBHOCTH B Pa3INYHBIX C(l)ean JKU3HU: PCKIIaMa JKCHCKUX
TUTUCHHUYCCKUX CPCACTB, KOHTAKTHBIX JINMH3 (He3aBI/ICI/IMOCTI> OT HC BCCTAa YII06HBIX OLII(OB).

MoTHB OTKPBITHS - SKCILTyaTHPYET TaKHE Ka4eCTBA YEIOBEKa, KaK JTIOOOMBITCTBO U JIFOOOBH K HOBU3HE:
“OTtkpoiite mis cebs ...”, “Tonbko monpoOyiTe u He noxaneete”, “OuryTure pazauyue ...”

MotuB ropaoctu 1 narpuotusma - “Ilognepxure 0Te4eCTBEHHOTO TPOU3BOAUTENS .

MoTuB J1100BH - UCTIONIB3YETCS B pEKIIaMe TTOIapKOB (MY>KCKUX U KEHCKHX ), UTPYIIEK, CPEACTB yXO/a 3a
netbMu: “C m000BbBIO K BallleMy MaJIbIITy .

MoTuB paiocTH M IOMOPA UCIIONb3YETCA IMyTEM MOIaY1 UHPOPMALIUU B KUZHEPATOCTHBIX, SIPKUX TOHAX:

>
“Snapac-cere...”, “IIpu yem TyT nanblbl?” - TOYMHKA JBUTATEII HOBBIM PYCCKUM M padotsaroi (TBHKC);
“Te1 rne 61?7 - [TuBo mun!” (muBo “ToncTsk™);
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HpaBCTBeHHI)Ie H COIMMAJIBHBIC MOTHUBbDI: anmnenupyroT K 4yBCTBY CIIPABEIJIMBOCTH U
NOPSAIOYHOCTH; MOTYEPKUBAETCSI HEOOXOIMMOCTh PEIICHHS TAKMX OCTPBIX COLIMAIBHBIX MPOOIEM, KaKk
3alATa OKPYKAIOLIEH CPENbl, OXPaHa IPaBONOPAIKA.

MoTuB cripaBeJIMBOCTH - UCIIOJIb3YeTCs B peKiiaMme 0J1aroTBOPUTEIbHBIX (POHI0B, OOIIECTBEHHBIX
OpraHu3alui, MOJUTHYECKUX KaMImaHui: “OHu cnaciau Hac B 86-M, TTOMOXKeM UM ceiyac” (1eBu3
OmarotrBoputesibHOro ponaa “UepHOOBLIL”)

MoTuB 3alIIUTHI OKPY:KAK0LIel Cpeabl - UCTOIb3YETCs MHOTUMU: BUACOPOIUKU 00 HCUE3aI0IIEM
YCCYpUIICKOM TUTPE U CUOMPCKOM KypaBiie CTaJId BUSUTHBIMU KapToukaMu MexkoMOaHKa.

MoTHB NOPSII0YHOCTH - OCHOBBIBAETCS HA OCHOBOIIONAralOIIMX MOPAJIbHBIX HEHHOCTSX: YECTHOCTD,
100poTa, YUCTOILIOTHOCTh. TeMOM peKksIaMHOT0 OOpaIIeH!s] MOXKET CTaTh, HATPUMED, MOAJIEPKAHUE
YUCTOTHI B TOPOJI€, HEOOXOAUMOCTh OT/IaBaTh AeHEeXkHbIe 1oiaru. ConuanbsHas pexinama “Tlo3Bonu
poauTensam”.

Hcnoab30BaHne cONMAJIBHOTO MOTHBA - CB3aHO C 000CTPEHUEM MEKHAITMOHATBHBIX KOH(IHUKTOB,
POCTOM HANPSKEHHOCTH B OOIIECTBE, MOBBIIICHUEM YPOBHS MIPECTYIMHOCTH. MOTHUB MOXET OBIThH
peaM30BaH MOCPEACTBOM IIPEAOCTABICHUS] KOMMYHHKATOPOM MH(OPMAIIUK O CO3JJaHHBIX UM Pabounx
MeCTax, MOMOIIHU MyHUILIMTIAIBHBIM CIIy»0aM U T.1.: “Bbl Hy>XHBI ropoy!”.

MoTHB cocTpagaHus - ONPEACIIAETCS COUYBCTBUEM YEJIOBEKA I'OPIO WIIM OCTPBIM MpodiieMam
OKpY>KaroIIuX, IUPOKO UCTIONB3YETCsl B pekiiame o0uiecTBeHHbIX opranuzanuid (Kpacusiit Kpect, Apmust
Cnacenus).




5. Mogenu nokynaTtenbCKoro noeegeHus

OCHOBHBIM ITYHKTOM ITOHUMAHUS ITIOBEACHUS
MMOKYIIaTEIEN MOXET MOCHYXKUTh Moaeab
MAPKEeTHHIOBBIX CTUMYJIOB M OTBETHOM peaKkuuu
nokynaresjeu (®.Kotaep).

Mopenb Mo3BOJISET UCCIIEN0BATH 3aBUCUMOCTD MEXKITY
OOYIUTEIILHBIMHU (paKTOpaMU MAapKETHUHIAa U OTBETHOU
peakuen moTpeouTencu




Mopnenb nokynarenbcKkoro noeeaeHusa ®.Kornepa

IobyauTebHELe IIpoune
faxTopsl PAIIPALHTENH
MAPKETHHTA
- TOBAp Craramres us
OCHOEHEIT CHI H
-eHa S
COORTHH
- METOJBI S—
PACIPOCTPaHEHHS TMOEYTIATRAL;
- CTHMY/THPOEAHHE IKDHOMHIECKAH,
Eﬁﬁnﬂ OO THTHIECRAH,
HA Y IHO-
- Hponece TeXHHIECKAR,
- MEPCOHAT kY ALTY PHAR
- amMocepa cpe1a

ofCTVEHBAHHA

TP OHEESHT

«UepHBIH MIHE
CO3HAHAA NOKYIATeNR

OrEeTHBIE

PeAKIEH
NORYNATEIR

XaparTepHe [Tpomece

THEH TPHERTHA
OOEYTIETENE PEDIEHI‘[H 0

TIOEVIEE

OCHOEHDSZ

ENHAHHE HA Ot BErD

EOCTIPHATHS 32EHCHT
PRAPERITE | pesyimTar

I8

—>

Bribop:

O0rerTa MoEVIEH
(ToBapa, MapsH)

Ero cToMMOCTH
Jurepa
Bpenesy NoKy I

Mecta moxyms




Mogenb noKynartefnibCKOro noeeaeHus
®.KoTnepa

[ToOynuTenbHbIe (hakTOpbl MapKeTHHTa U TPOYHUE PA3IPAKUTENH,
IIPOXOAS Y€pe3 ““UepHBIN SAIIUK CO3HAHUS ITOKYNATENs, BbI3bIBAIOT P
MOAJAIOIINXCST HAOIFOASHUIO TTOKYIIATEIbCKUX PEAKIIUH.

PellieHre 0 MOKyIKe 3aBUCUT OT OCOOCHHOCTEH MOKyIaTesis U mpolecca
IMPUHSTHS UM PEIICHUS.

3amadya MapkeTrHTa - MOHATh, YTO IMTPOUCXOJUT B “UEPHOM SIIITAKE”
CO3HAHUS MOTPEOUTENS MEXAY MOCTYIIJICHUEM Pa3IpAKUTENCH U
MOSIBJIEHUEM OTKJIMKOB HAa HUX W OTBETUTH Ha 2 IVIABHBIX BOIPOCA:

Kak xapakTepuCcTHKM OTPeOUTENSA BJIMSIOT HA €r0
NoKynareJbCcKoe nosejaeHue?

Kakum o0pa3om nmoxynarejb NPpUHAMAET pellieHHe 0 MOKYIKe?




OcHoBHbLIe haKTOpbI, onpegensatoLwme

noeeageHume noKynartenAd

PaKTOPEI KYILTY PHOTO
mopagKa:

EyaeTvpa

CyoxyaeTypa

Coma IeHo e D0T0eHe

JuunocTEEE PAKTOPEI:
BospacT B 5720 BEHSHEEHOTO
IEETE CEMEH
Pox semmmmt
SEOHOMHTECKOS ITOMESHRS
(OGpas B

Tem mimEeCTH B IpeACTaE IEHHA

O canioM oebe

N

IloxymaTens

7N

Connanensle faKToOphI:
PetepenTaere rpymme:
Cemea

- Ha CTABTAROAR

- 0P OEIeHHAA
Poamw cratyem

IlcHX0mT0THUYECKHE
daxTophI:

MoTtHBaIHA

Bocopaarne

YcEoeHHe

V0eRTeHNd H 0THOMIESHHA




OcHoBHble (haKkTopbl, onpenensoLwme
noBeneHue nokKynarens

Bp100p HHAMBH/IA SBISETCS PE3YJILTATOM CIOKHOIO
B3aMMOJICHCTBUS ATUX (PAKTOPOB, MHOTHE U3 HUX HE
MIOJITAFOTCS BIUSHUIO CO CTOPOHBI JAEATENIEM PhIHKA, HO OHU
OKa3bIBAKOTCS MOJIC3HBIMU JIJISI BBISIBJICHUS MTOKYATEIEH C
MTOBBIIIIEHHOW 3aUHTEPECOBAHHOCTHIO B TOBAPE.

Jpyrue GpakTopsl - TOAAAIOTCS BO3AECUCTBUIO CO CTOPOHBI
MapKETOJIOTOB M MOJICKAa3bIBAIOT MM KaK pa3padoTarh 1
OLICHUTH TOBAp, HAJIAAUTh €ro PaclpOCTPaHECHUE U
CTHUMYJIMPOBaHHUE COBITA, YTOOBI BbI3BATh HANOOJIEE
CUJIBHBIE OTBETHBIC PEAKIINU MOTPEOUTENIEH.



Mpouecc NPUHATUA peLleHns O NOKYIKe:

Oco3Hanue npooeMsbl
IHouck nHpOpMaALIHH

OuneHka aJibTEePHATHBHBIX
BAPHAHTOB

PenieHue o moKymnke
Peakiusg Ha MOKYNKY




UcTOYHUKU MHpOpMaLUmM o ToBape:

JIndHbIe (CeMbs, NPY3bs, COCEN, 3HAKOMBIE)

KommMmepueckue (pexiiaMma, IpoAaBIlbl, TUJIEPHI, YIIAKOBKa,
BBICTABKH )

Oomenocrynubie (CMHU, Opranuzanuu, 3aHUMAarOIIUECS
M3Yy4YECHUEM U KJIacCU(pUKAIUEH MOTPEOUTEICH)

M CTOYHUKH SMIIUPUYECKOT0 ONbITA (OCSI3aHUE,
M3y4YEHUE, UCITOJIb30BAaHUE TOBAPA)

HaunOonpmmi 00beM HHPOpMAIIMK TOTPEOUTEIIH
MOJYYaCT U3 KOMMEPUYECKUX UCTOYHHUKOB, HO CAMBIMH
3((HEKTUBHBIMU SBJISFOTCS JIMYHBIC NCTOYHUKH.




OueHka BapuaHTOB

Y4YUTEIBAIOTCA

CroiicTBa TOBapa (TOBap - 3TO ONPECICHHBIN HAOOpP CBOICTB)

doToanmaparsl - pe3KOCTh MOTy4aeMbIX (POTOCHUMKOB, TMAMa30H BBIACPIKEK, pa3Mep, lieHa
T'ocTHHMIIBI - MECTOIIONIOKEHNE, YUCTOTA, aTMOC(epa, CTOUMOCTb

HOTp€6I/ITCJIB CKJIOHCH IIpuaaBaTb pa3dHbI€ BECOBLIC IIOKA3aTC/IM 3BHAYUMOCTHU

CBOMCTBAM, KOTOPbIE OH CUMTACT aKTyaJbHBIMU JJ1s1 ce€0s1 (IIpU 3TOM CBOMCTBA HE
00s13aTeNbHO SIBISIOTCS CaMbIMHU BaXKHBIMH B TOBape)

[ToTpeOuTens CKIIOHEH co37aBaTh ceOc HA0OP yoexaeHuii 0 mapkax (00pa3 Mapku)

Kaxxgomy cBONCTBY OTPEOUTENH NPUMKCHIBAET (PyHKIUIO MOJIE3HOCTH - T.C.
OITUCHIBAET CTENEHb OKUAAEMOU YIOBIETBOPEHHOCTH KAXKIAbIM OT/ICJIbHBIM CBOMCTBAM

OTHOIIIEHHE K MapOYHBIM aJIbTEPHATUBAM CKJIAJIbIBACTCS y IOTPEOUTENS B pE3yJIbTaTe
MPOBECHHON UM omeHKH. OlleHKa BApUAHTOB BEICT K PAaHKHUPOBAHNIO 0OBEKTOB B

KOMILUIEKTE BbIOOpa. Y noTpeduTenst GopMupyercs HaMEpEHHUE COBEPIIUTD MOKYIIKY,
npu4eM HanboJiee MPeaOUYTUTEILHOTO OObEKTA.




Craguu NMPUHATUA PELLUEHUA NPU
NOKYIMNKe nepCcoHas1ibHOro KOmMmnbrTEpPAa

IoHbmH OceezoMaeHHOCTE PaccmoTpenne Brifop Pemenne
ACCOPTHMEHT
[BM IBM IBM [BM [BM
Apple Apple Amstrad Amstrad
Amstrad Amstrad Compag
Compag Compag
Dell




OaHako Ha NyTy! OT HaMepeHna Ao
NMPUHATUA pelleHna MoryT eMellatTbCA 2
cbaKTopa (aTn dhakTOpbI COEPXKUBAKOT NpeBpaLleHue

HaMepeHUs COBEPLUMUTbL NOKYMNKY B pelueHne o0 Hen).

—  OTHOmeHNS IPyraY

Onerxa Havepenne Tojel | | Pememme
—H
BADHARTOR COBEPIETE  |—o 0
NOKYIKY HenpeieujesEse | [*| NOKVIKE
— aKTOPLI 00CTAROBKE|




Peaxuuﬂ Ha MOKYIMKY. B pesynkTate noKynkuy

noTpeéuTensa noaBnsaeTcs pan peakuui Ha NOKYMKY - OHU
npeacTaBnsAOT MHTEpec ANA Mapketonora!

Peaxnona Ha
MOKVIKY

VIOBIeTRODER | 1. IloeTOpHAA NOKYNKa
| 2. Ck10HeH JeINThCH

BeChMA VIOBIeTRBOPpeH—™ ﬁ.'[ﬂ[l]leIIHTIIH!rI
OT3BIEOM C TPYIHMH
JH IBMH

i

HeYIOE.IETEODEH o OTRd3 B HCOO.IE30BAHHH

PacCKa&xyT IPYIHM

Mapretonorn: “ Hama ayqmas pexnaMa - VIOBIeTEOPeHHBIH KIHEHT




OTnun4yue npouecca NOKYNKU opraHusauum oT
npouecca NokKynku notpeodurtens

B MPOIIECCE, OOBIYHO, MPUHUMAET YYACTHE HECKOJBKO YETTOBEK
MIPOLIECC MPUHATUA PELIEHUS CBSA3aH C LIEHTPOM 3aKyIIOK
KOMIUICKCHAsI CHCTEMa IIPOAYKTOB / yCIIyT

0oJiee MPOIOIKUTEIILHBIE U 00JIE€€ CI0KHBIE ITPOLIECCHI
IPUHSATHS PELICHUS

IPOAYKTHI / YCIIYTH JOJDKHBI YAOBIECTBOPSITH HOTPEOHOCTH
MHOTHX I10JIb30BaTeiich

BBICOKUHM YPOBEHb PUCKA JIUISI OPTAHU3AIUN U TIEPCOHAIIBHOTO
PUCKa B CJIy4Yac HEYTAYHOU MTOKYIIKU

B3aMMO3aBUCHMOCTb MEX/1y MMOKyHaTejieM OT JUIa OpraHu3aiuu
U IPOAABIIOM

CIEIYIOLINE 3a MOKYITKOM MPOIECCHl UMEIOT OOJIbIIIECE BIUSHUE
Ha OpraHu3alliio, YeM Ha OTJICJIbHBIX MMOTPEOUTENCH




Mpouecc NPUHATUA peLleHUus O NOKYIMKe
[ernoBoro nokynartens:

PaKTOPbI CPeabl

- 3aK0HOJATEIECTED 1. Obuapy:aenne npodIeMbl
-HTI

- JEOHOMHYECEHE YCIIOBHA

- KoHEypeHTHEIE CILTEL 2. PazpaboTra cnenndurxanmni

OprasH3alHOHHEBE PaKTOPEI
_zagaum 3. Ilouck HOCTABIIHKOE
- 3AEYI0YHA A TOIHTHE
- pecypcsl

- crpysrypa JITTP 4. Omerka
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- EIHAHHA

HugeeEHIyaabHbIE aKToPhD 6. OmeHKa HCOO.THEHHH
- BO3pacT

- YpOEEHE 00pa30BaHIA

- 3AHHMAEMAA JOIFEHOCTE
- JHUHBES EAWeCTEA
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Moaenb noTpebuTenLCKOro noegeneHus
XokuHca [1., becta P., KoHu K.
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Teopusa noBeneHUA nokynaTtens
NxxoHa Noeapaa n Oxxaruwa WeTa (1969)

- MMPEICTABIISICT COOOM TMHAMHYECKYIO MOJICIb

[TokynarenbCckoe NOBEAECHUE, 10 MHEHHUIO aBTOPOB, PEACTABISAET COO0M Ooee in
MEHEE IMOBTOPSIOIIMECS PEUIEHHUS 110 MOBOAY BhIOOpa TOproBoii Mapku. [Tokymnarens
YCTaHABJIMBAET HMKJIbI MOKYIKH JJIsI pa3HbIX MPOAYKTOB (T.€. OMPEAEIISIET, KaK 4acTo
OH OyJeT MOKyInaTh TOT UJIK UHOW TOBap):

B cBsi3u ¢ MOBTOpEHHEM PEIICHUI TTPU BEIOOPE MapKH MOTPEOUTEITb YIIPOIIAET MPOIIECC
NPUHSATHS PEIICHUS, CTAHIAPTU3UPYS €r0 U 3arloOMUHAasi HauOoJiee CyIeCTBEHHYIO
uHdOpMaInIo.

T.e. lIpunsiTHE pemieHUd MOKHO Pa3ACIUTh HA 3 CTAAHUHA:
PacmiipenHoe pelieHue npooieMbl
OrpanudeHHOE penieHne npooOIeMbl
OObBIYHOE PEAKTUBHOE MOBEJICHUE

YeM OoJibIlie OKYIATENb YIPOIIAET OKPYKEHUE, TEM MEHEe OH CKJIOHEH K aKTUBHOMY
MCCIIEIOBATEIILCKOMY MOBEICHUIO.




Teopus noBeageHUA NokKynartens
OxoHa NoBapaoa v Oxarnwa Lleta (1969)

C 4yacTo NOKynaeMbIMH TOBAPAMU CBA3aH OXUH 3(PPeKT:

IIOCJIE TOTO, KaK MOKYyIaTellb CTAHAAPTU3UPOBAI IPOLIECC MPUHATUSA PELICHUH,
OH MOXET 0Ka3aTbCs B CJAUIIKOM NMPOCTON CUTYAIUH - BECbMA BEPOSTHO, UTO
Py HEOOXOAMMOCTH ITOBTOPHOIO MPUHATUS PEIICHUN OH ITOYYBCTBYET
MOHOTOHHOCTb WJIU CKYKY. BO3MOXHO, OH OyZIeT HEYIOBJIETBOPEH TAXKE
caMOW MPeANOUYTUTEILHON MapKoil. B 000uX ciiyyasx, y HETO MOXET
BO3HUKHYTh YyBCTBO, YTO BCE CYILECTBYIOIUE AJIbTEPHATUBBI, BKIIFOYAs U
MPEANIOYUTAEMYO MAPKY, HEIPUEMIIEMBI.

CuenoBaresibHO, MHIUBU]I OIIYIIAET HECOOXOAMMOCTD YCIOKHUTD
MMOKYMNaTEIbCKY CUTYAIIUIO ITYTEM PACCMOTPEHUS HOBBIX MApOK (T.H.
NMpoLecc MCUXOJOTMH YCJI0KHEHUA).

Hogas cutyanus noOy»k1aet ero K paclio3HaBaHUIO HOBOW MapKH, a Jajee OH
BHOBb HAYMHAET yIPOIIATh CUTYAIHIO.

Takum 00pazoM NpPUOOPETEHNE YACTO OKYIAEMOT0 MPOJAYKTA - 3TO
HETIPEPHIBHBIN ITPOLECC, XAPAKTEPUIYIOIIUNCA IOAbEMAMHU U CIaIaMU B
MoMCKe MH(OpMAIIMH, aHATOTHIHBIM [TUKINYECKUM KOJIeOaHUSIM B SKOHOMHUKE.




OuHamunyeckasa mogersnb noKynartesibCKoro
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Teopua pbIHOYHOIoO BIOGOpa
LlleTa, HbtomaHa u 'pocca

Ilet, Hotoman u I'pocc onuvcanu peIHOYHBINA BHIOOP HA OCHOBE CUCTEMBI LIEHHOCTE. OHU
MPEANOIOKUIHU, YTO MOTPEOUTEINH UILIET B TOBAPE CIAEAYIOIINE [IEHHOCTH:

DOYHKIHOHAJIbHAS CTIOCOOHOCTH 0J1ara UrpaTh yTUWINTAPHYIO WIN GU3HUUECKYIO POJIb. DTO
byHKIIMOHATBHBIE WIH (PU3UYECKHUE CBOWCTBA TOBApA.

CoumajabHasi coCOOHOCTH - 10 KOTOPOI NOTPEOUTEIH ACCOLIMUPYETCSI C KAKON-THO0 COLMaTbHOMN
IPYIIIOM.

IMOIMOHAJIBLHASA - CIOCOOHOCTH TOBapa BOo30YKIaTh YyBCTBA U ad(HEKTUBHBIC PEAKIIUH (addekT - oT
nar. Affectus - nymieBHOE BOJHEHHE, CTPACTh - OTHOCHTEIBHO KPAaTKOBPEMEHHOE, CHIIbHOE M OYpHO MPOTEKArOIIee
SMOIUOHAJIBHOC MEPCIKUBAHUC, COMTPOBOXKAAOMICCCA PE3KUMHU BbIPA3UTCIIbHBIMUA JIBUKCHUAMUA WU KpI/IKOM)

InucTeMuYecKas - CiocoOOHOCTh BO30YXKIaTh JIFOOOMBITCTBO, CO3/1aBaTh HOBU3HY, YIOBIETBOPATH
CTPEMJICHUE K 3HAHUSAM (snucTeMosorus - rped. epistemologia - Teopust mo3HaHus)

Ycii0BHAas - I0JIE3HOCTH OJ1ara, 0OyC/IOBJIEHHAs CIEeNU(pUYECKOil cuTyaluei, B KOTOpou
OCYILECTBISIETCA HOTpe6I/ITeJ'IBCKI/II/I BBIOOP. Bitara nmproGpeTaroT yClIoBHYHO IEHHOCTD IIPH
HAJIMYUU YPE3BBIYANHBIX PUBNUECKUX U COITUATBHBIX CUTYAIHH, TOTISPKUBAIOIIIX
(YHKIMOHATBHYO WM CONMAIbHYIO 3HAYMMOCTD ATHX OJiar. DTO CUTYyallus, KOT/ia OJHa U3 TJIABHBIX
LIEHHOCTEH JUIs MOTPEOUTENsI HE COBCEM YIOBIETBOPSET €T0, M OH OTIAET MPEUMYIIECTBO APYTHUM
[IEHHOCTSIM, TTOKYTIasi TOBap.




Teopusa pLIHOYHOIO BLIOOpa

Ho B 3101 cHcTeMe eCTBYET IIPUHIIUITI HE HEpapXUH, T.€. TU00
TO, TMOO0 JIpyroe, a MPUHIHUI JOMUHAHTHI.

[ToaTOMY IATH HEHHOCTEH BHOCAT AUPepeHIUPOBAHHBIN
BKJIAJ B NOTPeOUTEIbCKUI BbIOOP. HEKOoTOpHIE IEHHOCTH
MOT'YT BHOCHUTh OOJIBIIMHI BKJIaJ, YEM JpYyTHE.

Kpome Toro, oHu He3aBUCHMMBbI APYT OT APYyra, T.e. COOTHOCATCH

AJIMTUBHO (anmutusssii - or nar. Additio - npu6apienue ; T.e. TOMyJaeMblii MyTeM CIOKEHHS).

DTOT BKJIaJl WJIM OKa3aTeNlb [ICHHOCTH PACCUUTHIBACTCS
o Mmoaeau M. dunidoeinua.




Moaenb MynbLTUAaTPUOYTUBHOIO OTHOLUEHUA K TOBapy
M. ®OunwbenHa

[loTpebuTens cHavYaaa Co3/1a€T CBOE OTHOIIIEHUE K
Ha0Opy BaXKHBIX XapaKTEPUCTUK TOBApa IMyTEM
BHYTPEHHHX M BHEITHUX MOHWCKOB HH(POPMAIIUH.
OTHOIIIEHUE JIOBEPUS K XapaKTEPUCTUKAM BbIPAKACTCS
B OTHOCHUTEJIBHBIX OKA3aTEIIAX.

3aTeM Kaxkaasl XapakTepHuCcTHKa (aTpuOyT )
OLICHHUBAECTCS C MO3UIUHU IIPEAIIOYTCHUM.




CornacHo mogenu M. ®uwbenHa, oTHOLWEHUE NoTPpedbuTens K pbIHOYHOMY
TOBapy B caMoOM obLiemM Buae Bbipaxaetca dopmynon

1
o=} hixLi
=1

Ilo - oTHOMmMeEHHE NOTPEOHTENA K TOBAPY

hi - BOCTIPHEEMaeMaA NOTPeOHTENEM CTEMNeHs IPHCYTCTERA 1 - TOT0 ATPHOYT
Li- omesxa |- Toro aTpHOYTA (OTHOCHTENEHEAR BAKHOCTE | - TOTO ATPHOYTA A14 NOTPeOHTENR)
I - KOMHYECTBO CYMECTBEHHEIX ATPHOYTOB T0Bapa




Hanpumep

My eTHaTpEOYTHEHAA MOJETs TOBAPa B HOPMEPOBAHNE OTHOMEHHA K HEMY.

BrigenenHble ATpHOYTHI Crenens foeepua k | Ouenka notpebutenem
aTpHdyTaM (Li ) hi x Li
(bi)

Mogexs A 22éT 3thdeRKTHERRI pacxo] 0,93 +1 +1,96
TOILTHEA

Mogems A mieeT HyEHYIO CTOHMOCTE 0,40 +3 +1,20
PEMOHTA

Mogeas A mueeT HyAHVI0 CTOHMOCTE 0,90 3 -2,70
329672

O0mWas oUeHES 0THOMIEHHA 0,46

*  pacxod TOILTHEA - OEHEA Xopomas (+2)
*  CTOHMOCTE PEMOHTA - OIHEA emé Dojee BEICOKAA (+3)

*  HH3EAX CTOMMOCTE 339eTa - (- 3) - OLPHEA ILT0XAA.
3aTen mo QopMyIe NepeMEOAATCA CTENRHE JOECPHA B 0LeHEA NoTpednTens (+1.96; +1.20;-2,70).




NMpumep

OTa MOJIeib Ja€T BBICOKHI YPOBEHb JIOCTOBEPHOCTH OTHOILICHUS TOTPEOUTENS K
TOBapy, 00JaJal0IIEMY PSIAOM XapakTepucTuK. OHa 3¢ PeKTUBHA ISl TPAKTUKA
MapKETHHTA, T.K. HE TOJIbKO MMOKA3bIBAET, KAK CKJIAJIbIBACTCS OTHOIIICHHE
NOTPEOUTENS K XapaKTepUCTUKAM TOBapa, HO U CBUAECTEILCTBYET O TOM, KaK
U3MEHUTH OTHOIIIEHUE MOTPEOUTEIS K ITUM XapaKTePUCTUKAM.

B vactHOCTH:

B pexiiaMHOM MOCIIaHUY JIeJ1aTh YIOP HA T€ XapaKTePUCTUKHU, KOTOPBIM OOJIbIIIE
BEPUT MOKYIATEIIb, CMECTUTbh AKIIEHTHI B HA0OpE aTpuOyTOB, HAPUMED, YEPE3
MIPEICTABIICHUE HEKOTOPBIX U3 HUX KaK BBIIAIOIIUXCS

N3MeHUTh CTENEeHb JOBEPHSI, KOTOPYIO MOTPEOUTEh MPUCBAUBAET PA3TUYHBIM
XapaKTEPUCTUKAM: YBEIIMUYUTh OTHOCUTEIIbHYIO IEHHOCTD, CBI3aHHYIO C

MTOJIOKUTEIBHO OLICHUBAEMOW XapPAKTEPUCTUKOW; YMEHBIIIUTh OTHOCUTEIBHY IO
IIEHHOCTH (CTENEeHb JOBEPHS) K OTPHUIIATEIILHO OIICHUBAEMOM XapaKTEPUCTHUKE.

N3MeHuTh MOTpeOUTETHLCKHE OLICHKHU Pa3IMUYHbIX aTpuOyTOB, T.€. C/IeJIaTh TaK,
YTOOBI OTPHUIIATEIbHBIC aTPUOYThI CTAIIN MOJOKUTEIbHBIMHU.




Moaenb noTpedunTenbLCKOro pelueHus
JHaxena — bnakyanna - MuHnapaa
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6. UccnepoBaHune noTpebunTenbLCKON
YOOBNEeTBOPEHHOCTH

DaKTOpHI YIORIETEOPEeHHA MOKYNATE.IA.

Toeap (yveayra)

.

IMocae mpoga:xn VYaosaeTeopeHne AKTHEHOCTE TPOJak
MOKYTIATEIH

f

Eyaetypa
NOKYNaTeaeH




UccneaoBaHue noTpedbunTenbCKou
YOOBIEeTBOPEHHOCTH

J11 u3MepeHust yaoBJIETBOPEHHOCTH OTPEOUTENCH B
koHIle 1970-X rr. ObLI pa3paboTaH

AHAJIN3 «BAKHOCTh-HCIOJTHEHUE»
(importance-performance analysis).

Pa3zpa0OoTka MeTona Oblia peakiuen Ha
IPAKTUKYIOIIEECS OTHOMEPHOE U3MEPEHUE
yIOBJIECTBOPEHHOCTH ITOTPEOUTEIEH TUO0 O KPUTEPHIO
«BaXXHOCTbY, IMOO MO KPUTEPUIO «UCIIOJIHCHUE).




UccnegoBaHue notpebutenbCcKkon yaoBNeTBOPEHHOCTH

TexHoJi0rus MeToaAa COCTOUT M3 3-X B3aMMOCBSI3AHHBIX ITAINOB:

1. PazpabarbiBaercs nepeueHb Haubo/Iee XapaKTePHbIX CBOMCTB TOBAPA WJIM YCJIYTH.
3TO JOCTUTAETCS TOCPEACTBOM 0030pa CHEHATFHON MIIM TEXHUYECKOH JINTEpaTyphl, OLIEHKON SKCIIEPTOB, (POKyC-
WHTEPBBIO C Tpynmnamu norpeduteneit u 1.1. O6p4HO BhIACIIOT OT 10 10 20 XapakTepucTuk (aTpudyTOB) TOBapa.

2. PazpabarbiBaercs kopoTkas ankera. [IpoBogurcs onpoc.

Cnauvana notpeOuTesel mpocsAT OIEHUThH IO 5-TH OaILHOM IIKaJIe BAKHOCTb JIJISI HUX
KaXJ0ro 13 aTpu0yToB ToBapa (Kpurepuit «BaxKHOCTBY, IIKaya: 1 — aOCOIIOTHO HEBAXKHO,
2 — HEBaXXHO, 3 — 0e3pa3InyHo, 4 — BaXKHO, 5 — OYEHb BaXKHO)

3aTeM MX ONPAalIMBAIOT, HACKOJIBKO OHU YAOBJIETBOPEHBI M0 KAXKIOMY U3 TEX XKE
arpulyToB ToBapa (Kpurepuit «ucnonHenuey,mkana: 1 — adbCoMOTHO HEYIOBIETBOPEH, 2 -
HEYIOBJIETBOPEH, 3 — 0€3pa3nu4Ho, 4 — yIOBIETBOPEH, 5 — BEChbMa YJIOBIETBOPEH).

B ocHoBe Takoro noaxo/ia JeKUT HaOMIOACHHUE O TOM, YTO MOTPEOUTENN UMEIOT TEHACHIUIO TPUHUMATh PEIICHUE O
MOKYIIKE TOBapa, OLIEHUBAs €ro 0 MHOTOYUCIIEHHBIM aTpulyTtam. Ilpuuem,; ogHu aTpuOyThl SBISIOTCA BaKHBIMH U

BEIYT K IPUHATHIO PEIICHUN O MOKYNKE, B TO BpEMs KaK JPYrve He SIBJIAIOTCS BaKHBIMU U HE BEYT K MIPUHATHIO
TaKUX PELICHUN.

Onpenensiercss cpexHui 6aJJ1 0 KATETOPUSIM «Ba’KHOCTH» M «UCIIOJTHEHHE» T10
KAKIOMY M3 aTpulyTOB.

3. ATpuOyThI B BU/Ie 3HAKOB HAHOCHATCS HA KaPTy [JIsl AaHAJIN3A.



KapTa npeacraBnsier co6ou aABe nepece4yeHHbIe OCU KOOpAUHAT
«BaXXHOCTb» U «UCMOJIHEHMEY, KOTOPbIe AeNAT NPOCTPaHCTBO Ha 4
KBagpara:

BaxvocTh

(1) CocpenoTodHThCH Ha 3TOM

(3) Huzknii mpHOpHTET (4) Boamo:sHan mepeomeHKA




MaTtpuua «BaXXHOCTb — UCNONMHEHUE»

(2) «YcnemHbIi pe3yabTar) - YKa3bIBaeT Ha T€ aTpUOYyThI IPOIYKTA, KOTOPHIE BaXKHBI JJIsI
NOTpeOUTENECH U KOTOPHIMU OHHU YIOBJIETBOPEHHI. 3a/jaua MEHEIKepa 3aKI04aeTCs B
COXPAHEHUU ITOr0 COCTOSIHUSA JIEII.

(4) «Bo3MoKHAas1 TEePEeOLEHKA» - YKAa3bIBACT HA BO3MOXKHOE NIEPEPACXOJOBAHUE PECYPCOB
(bupMbI Ha T€ aTpPUOYTHI TOBapa, KOTOPHIE SBJISIIOTCS MAJIOBaXKHBIMU JIJ1s1 MOTpeOUTENEH
U HE BJIUAIOT CYIIECTBCHHO HA UX MOKYIIATEIHCKOE MOBEICHUE.

(3) «Hu3kuii npuopuTeT) - YKa3bIBACT HAa T€ aTpUOYThI TOBapa, KOTOPHIM (pupmMa yaeisieT
MaJio BHUMaHUs U pecypcoB. Ha 3T aTpuOyThl HE pEKOMEHIYETCSl TPATUTh
JOTIOTHUTENBHBIC CPENICTBA, TAK KAaK OHU SIBJISIOTCS] MAJIOBAKHBIMU TaKKe U IS
noTpeouTenei.

(1) «CocpenoTounThCss HA 3TOM» - YKa3bIBaeT Ha MpoOIeMaTudHbIe aTpuOyTHl TOBapa.
OHHU SBISIOTCS YPE3BBIYANHO BaKHBIMH JIISI TOTPEOUTENICH U CYIIIECTBEHHO BIUSIOT Ha
UX ITOKYyTIaTeJIbCKOE MOBEJACHUE, HO (pupMa HE yaesaeT UM J0CTaTOYHO BHUMAHUS U

peCypCoB.




MaTpuua «BaXXHOCTb — UCNonHeHue»

B cymMe METO 1a€T MEHEHKEPY YETKYHO
MH(pOPMALIMIO JJI1 CTPATErn4€CKOTO MIaHUPOBAHMA.
[ paduueckoe n300pakeHUE JAHHBIX ITO3BOJISICT
MEHEKEpPY OBICTPO pearupoBaTh Ha N3MECHEHUS B
NOTPEOUTEIIBCKUX MPEAIIOUYTCHUIX U IPUHUMATD
KOPPEKTUPYIOIINE CTPATETUYECKUE PELICHUS.

OTHOCHUTENIbHAS MPOCTOTA U HATTIAAHOCTDb PE3YJILTATOB
JEJAK0T 3TOT METOJ TPUBJIECKATEIbHBIM IS
IIPUMEHEHHUSA U B KOHTEKCTE ayJINTa BHYTPEHHETO
MapKETHHTA.




UccnegoBaHue noTpebuTenbCKoOn yaoBneTBOPEeHHOCTH

B HacTosilIee BpeMsl NPU UCCJIEA0BAHUM YIOBJICTBOPEHHOCTH
MOTpeduTe/Ield MPUMEHSIOT BCE Yallle KOMIUJICKCHBIW MOIXO:

[TpoBomAT IEpUOANYECKHE MACCOBBIE 3aMePbI CTATYCA JOSVILHOCTH HA
MOTCHIUAIIBHOM PBIHKE U (PUKCAIMH CJIyUYaeB MePeKJIIUYEHUs KIUCHTOB —
3TO BHEIIHSAA paMKa CUCTEMbI OLIEHKH KJIMEHTCKUX OTHOIICHUH (HapuMep,
CKaHJWHABCKAasl KapTa PhIHKA).

HccaenoBanue cooctBeHHO customer satisfaction B cdepe mpogax. 3aech
MPOBOASAT 3aMePbI IIKAIbHBIX OIIEHOK HabOopa mapaMeTpoB CEpBHUCA,
Ipea0CTaBIsIeMOTOo ITpoaaBiioM. OnpaluBarOTCs IPYIIIbl TOTPEOUTENCH:
akTuBHbIC (VIP-) KIIMEeHTHI, yIIeAIINE, PAa30BbIE U T.I.

[lpumensitorcss BapuaHThl MeTOA0B mystery shopping, niu aHoHUMHOTO
HaOJII0/ICHUSI, 1JIs1 TOrO, YTOOBI OOBEKTHBHO OLICHUTH (M CPABHUTH C
NpeIOKEHUEM KOHKYPEHTOB) YPOBEHb CEpBHCA, IPEAOCTABIISIEMbIN KIIMEHTaM
B CUTYyallM1, MOJASIUPYIOIIEH MPOIIECC MOKYIKH.




CkaHanHaBcKas KapTa PbIHKa

- 3TO AMarpaMma, HarIsJHO MPEICTABIISAIONIAs OJIOKEHNE MAPKU Ha PhIHKE (B
CpPaBHECHUH C KOHKYPEHTAMH); CO3/Ia€TCSl HA OCHOBE KOJIMYECTBEHHOIO
WCCJIEIOBAHUS CTaTyCa JOSIIbHOCTH.

BapuaHT nmocrpoeHus - UCIOJIb3ysl OTBETHI HA BOIIPOC:
Kakue u3 cnenyromux Mapok Bel 3HaeTe uinu npoOoBain Koraa-iuoo?

[MoTpebuTternsiM mpeayiaracTcst BRIOPAaTh OIMH BapHaHT OTBETA JIUISI KAXKI0H MapKH:
He 3Hato = Non-knowers
3HaI0, HO He nmpoOoBana = Non-tries
npo0OoBail, Ho OonblIe He NoNb3yrock = Rejectors
noTpeOsiro Hapsay ¢ npyrumu opennamu = Indifferents
notpe0sisiro yaie Bcero = Preferrers

Kapra cTpouTtcs Ha OCHOBE OTHOILIEHHS], & HE MTOJIb30BaHUA !
Pa3mep stueriku oTpa)kaer 00 IPYIIIIbL.

ITo ropuzonTanu - % 3HaHUSA MAPKH.

ITo BepTrkamm - % moIb30BaAHUA.




CkaHanHaBcKas KapTa PbIHKa

Knowers Non-
knowers

Preterrers
Tries Indifferents

Rejectors

Positive Attitude
Non-tries Neutral Attitude
Negative Attitude




lNoka3aTenu Ana namepeHUa crtatyca NoANbLHOCTU

% Preferrers x 100

JlonA MPEMOTTEHHT = =-m-rmemmemmmom e o oo e
% Tnes
% Rejectors x 100
JlONA OTBEPHEHHA = —-emmmmmmmemmm omm o e e e
% Tnes

[Tokazatenen VIOEICTECPEEHOCTH ETHEHTOE CITVAAHT 00ee BRICOKAT JOILE IPETIOYICHHEA H oomee
HH3E4d TOJTA OTECPACHHA, TEM V EOHEVDEHT OF.




lNoka3aTenu Ana namepeHUa crtatyca NoANbLHOCTU

Tlond sHanna = % pecnoHIeHTOR, SHAKIIHK MapKY

% Tnes x 100
J0A IPODBL = ——mmmmmmmmmmm e e e e
Y0 Knowers




A3 KaxkHe H3 CIeIVIONTHX MAPOK I'OTOBBIX COVCOB BEI 3HaeTe HIH IIp000BaTH

KO 1a-THOO? (Mo#H0 0TMedaTs HECKOIRKO BEAPHAHTOE OTEETOR B KA I0M CTOI0IIE)
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pElCHpE,[[EJIEHHE JOJIeBbIX noKazaTesjeH CTATYCOB JTOAJBHOCTH

norpeéuTe el COycoB

llokazamenu
Maprka Hoan Hoaa Hoas Hoasn
npednou | Pauez | omeepyce | Pamz | 3nanua, | Pawz | npobwet, | Paue
meHuA, % HUA, % % %

Calve 74 6 43,5 5 96,0 3 71,8 3
Heinz 10,8 5 50,4 6 62,3 4 69,0 4
Kuhne 0,0 10 63,6 10 25,3 10 20,0 11
Mivimex 6,0 7 51,5 7 24,0 11 31,7 9
Spilva 0,0 10 59,8 9 28,9 9 26,0 10
Tabasco 4,2 8 59,7 8 39,8 8 43,8 8
banTumMop 32,2 1 22,5 1 Q7,7 2 91,1 1
Manpu4n 14,6 3 34,0 4 51,9 6 68,6 5
Mukagop 14,5 4 33,9 3 98,5 1 66,5 2
Crebens 17,7 2 23,4 2 52,9 5 64,4 6
bamMbyka

XaH 3,8 9 49,0 6 41,3 7 63,8 7




KapTa pbiHka coycoB (EkaTtepuHbypr, neto 2004)
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«TauHCTBEHHbLIN NoKynarenb» -
Mystery shopping

Merton uccnenoBaHus, KOTOPbIM HPUMEHSIETCS

KaK JIJIsl OLIEHKHU IMOTPEOUTEIbCKOIO OMBITA,
MIOTYYSCHHOTO KIIMEHTOM B MPOIECCE MPUOOPETCHUS
TOBapa WJIH YCIYTH,

TaK 1 C OCJIbIO PCIICHUA OPI'aHU3dIMMOHHbIX 3a1d4




«TauHCTBEHHbLIN NoKynarenb» -
Mystery shopping
B omimume oT KOHTPOJAbHOM 3aKynku, npuMeHsBiiencs B CCCP

corpyanaukamMu ObXCC, nanHble, MOJIYYEHHBIE B PE3YJIBTATE MPOBEPOK
TaWHbBIX MTOKYIIATENIEN, UCIIOJIb3YOTCS JJIS:

yIyYIIEHUS KaueCTBa 00CITYKUBAHUS U TTOBBILICHUS YIOBIETBOPEHHOCTH
KJIMEHTOB B IIPOBEPSEMON OpraHu3anuu

ISl OBBIIIEHUS podeccruoHain3Ma padoThl COTPYIHUKOB

B KQYECTBE ayJINTAa TOPTOBBIX TOYEK

JUISl OIIEHKU CUCTEeMbI O0y4eHHs IIEpCcoHalia, MOTHBALIMH TIepCOHAaa

B paMKax IIpOorpaMM ITOBBIIICHUS JOSTbHOCTH K OpEHY WU NPOIYKTY KOMITAHUM
JUI OLICHKH MCTIONb30BaHust POS-MaTepualioB v peKIIaMHBIX MATEPHUATIOB

B LIEJISIX aHaJIM3a KauecTBa pabOThl KOHKYPEHTOB

JUIs CTUMYJIMPOBaHUS CObITa IPOAYKITUU

JUISL OIIEHKU KadecTBa 00pabOTKH 3asSBOK ¢ caiTa WIIM Teae(OHHBIX ONIEPaTOPOB




« TaUHCTBEHHbLIU NoKynarerb» -
Mystery shopping

B X0/1€ OIleHKM KayeCcTBa CEPBUCA METOIOM «TAUHBIU
MMOKYIIATEIIb)» OLIECHUBACTCS, IPEXKIE BCETO,
COOJIIOACHUE CTaHJAPTOB KOMIIAHUH, B TOPrOBBIX
TOUYKAX KOTOPOU MPOXOJAT IIPOBEPKH.

Mucmepu wonnune He NOJKEH ABJISETCA METOIOM
KOHKYPEHTHOM Pa3BEAKU: IIPOBEACHNUE JOJIKHO
IIPOXOIUTH 110 CIIEHAPHUAM, KOTOPBIE HE HAHOCST
Bpeaa KOMMEPUYECKOU JICATEIILHOCTU IPOBEPAECMBIX
OpraHu3aIuu.




«TauHCTBEHHLIN NoKynarenb» -
Mystery shopping

MOHUTOPUHT «TalHBIN MTOKYHATEIb» MPOBOAAT JIUO0 CAMOCTOSTEIIBHO JIMOO OTAAIOT B
ayTCOPCHHI, TO €CTh IPUBJIEKAIOT K paboTe MPOPEeCCHOHATBHYIO OpraHU3allHI0-
IpoBaepa.

bromxet u 00bEM pabOTHI 3aBUCST OT CIEAYIONINX MTapaMeTPOB:

KOJIMYECTBO TOPrOBBIX TOUEK, YUACTBYIOIINX B MOHUTOPUHIE

OOBEKT OIEHKH (KaXblil COTPYJHUK TOPTOBOM TOUYKU, HECKOIBKO JTIOOBIX
COTPYAHUKOB, KOHKPETHBIE COTPYAHUKH )

JTOKYMEHTAaLMS (AHKETa UM aHKETa U CJIOBECHOE ONMUCAHNE MOCEIICHUS TOProBOM
TOYKH )

KOHTPOJIb pabO0ThI TaitHOTO ToKyMaresns (hoTo, BUACO- U ayIU0-3aIlUCH )
COJIEp>)KaHUE AHKEThI

OOBEKTHI UCCIIETIOBAHUS

KOJIMYECTBO OTUYETOB (HECKOJBKO pa3 3a MEPUOJ WM OJUH (PUHATBHBIN )

HOPTPET TAMHOTO MOKyHaTes (Hampumep, COUAIbHBIN CTaTyC — BBICOKUM WIIH
HU3KHUH 3apabOTOK)

crioco0 00pabOTKH MOJYUYEHHBIX TAHHBIX (BPYUHYIO, TPOrPaMMHO)




«TauHCTBEHHLIN NoKynarenb» -
Mystery shopping
O0beKThI HCCIIeT0BAHUS

[IpoBepky TalHBIM ITOKYIIATEIEM MOTYT OCYIIECTBIATHLCS HE
TOJILKO MOCPEJCTBOM BU3UTOB Ha MPOBEPSIEMbIE OOBEKTHI, HO
1 IOCPEACTBOM TeJIE(POHHBIX 3BOHKOB, OOpallleHUH 10
JICKTPOHHOM MOYTE U T. . B 3aBUCUMOCTHU OT IPOBEPSIEMBIX
npoueayp oocaykuBaHus. B kauectBe 00bEKTOB
HCCICA0BAHMS BRICTYHAIOT MPOJABILI X KOHCYJILTAHTHI B
TOPIOBBIX TOYKaX, TeIC(POHHBIC MEHEIKEPHI U KOHCYJIBTAHTHI,
online-xoHCyIbTAaHTHI HA caliTe (MCIOJIB3YIONINE MITHOBCHHEIM
00MEH COOOIIECHUSIMH, T'OJIOCOBYIO U BUJIEOCBS3b),
MEHEIKEPbl, 00padaThIBAIOIINE 3asIBKH 10 JICKTPOHHOM
nouTe U yepe3 hopMy 3aKasza Ha caiite.




«TauHCTBEHHLIN NoKynarenb» -
Mystery shopping

B pamkax npoBEpOK OLEHMBAKOTCA CJeyIolue MmapamMeTphbi:

BBITIOJTHEHHE COTPYIHUKAMU HOPM ATHKETa (IIPUBETIMBOCTb,
JT00POKENaTEILHOCTD U T. 11.)

peYb COTPYAHHUKOB (T'PaMOTHOCTb, BEKJIMBOCTbD, TOHSITHOCTD )

BHEIIHUMN BUJI COTPYITHUKOB C TOUKH 3PEHUS OMPATHOCTU U COOTBETCTBUSA
(UPMEHHOMY CTHJIIO KOMITAHUU

BBITIOJIHEHUE COTPYAHUKAMU MTPUHATHIX CTAHJAPTOB KOMIIAHUHU
YUCTOTA U TTOPSAJIOK B IOMENICHUN U HAa PA0OUYUX MECTAX COTPYIHUKOB
MEpYaHIAN3UHT

CKOPOCTh OOCITY>KHBaHUS

JNOCTYITHOCTh COTPYJHHUKOB JIJIsI KIIMEHTA

3HAHUE MPOAYKTA U HABBIKU IIPOJIAK

TeMm He MCHCEC, HCO6XO,Z[I/IMO IIOHUMATb, 4TO ,Z[ﬂHHI)IfI MECTO/ HC 3aMCHJIICT, a ABJIACTCA
AOIIOJITHUTCIIbHBIM K APYTUM IpoucaypaM OUCHKHU ACATCIBbHOCTHU IICPCOHAJIA, TAKUM KaK
~__ATTCCTallMH, SKCIICPTHBIC OLICHKH, TCCTUPOBAHUC, H3.6J'HOI[CHI/I€ n T. II.




«TauHCTBEHHLIN NoKynarenb» -
Mystery shopping

JlonmoJIHuTeIbHbIE BO3MOKHOCTH IPH MPOBEPKAX

KoHTposbHasi IOKYNKA - B 3TOM CJIy4ae JOMOJIHUTEIbHBIM JJOKYMEHTOM, MO3BOJISIIOIIUM
KOHTPOJIUPOBATH Pa0OTy TaHHOTO MOKYIATENsI, SIBISETCS KACCOBBIN YEK.

JAnKkTo(poHHAA 3aNIUCH PAa3roBOpa - B PsAJIE CIy4YaeB, KOrJa BUSUT TAWHOTO MOKYATEIIs
IPOBOJAUTCA JJUYHO WIH MO TeNE(OHY, C UENbIO MOCIEAYIONIEr0 aHAIN3a UCTIONIb3YETCS
TUKTO(POHHAS 3aMUCh OOIIEHUS C MPOBEPSEMBIM COTPYHUKOM. 3alKUCh MIPUMEHSETCS NPU
OLICHKE COTPYIHUKOB B CETMEHTE JIOPOTMX TOBAPOB C LIEJIbIO IPOBEACHUS MOCIEAYIOLIETO
WHJMBUIYAJIbHOTO 00yUYEHHUs COTPYAHUKA U KOPPEKIIMU HABBIKOB €0 pabOThI ¢ KIIMeHTOM. B
JAHHOM CJIy4yae COTPYIHUK, B OTHOLIEHWH KOTOPOIO COBEpIIaiach NpoOBEpKa, OyaeT
O3HAKOMJIEH C 3alUCAMU.

J_—[I/IKTO(l)OHHaﬂ 3aIlIUCh HC MOXKCT ABJIATHCA HHCTPYMCHTOM KOHTPOJIA TAMHCTBCHHOI'O KJIIMCHTA,
TaK KaK OHa paCKpbIBACT JIUNYHOCTb COTPYAHHUKA U JIMIYHOCTDb TalHOI'O IMOKYIIaTCJIA.

DoT10 ¥ BUAEO-3anMCU. HEKOTOpBhIE KOMIIAHUU-TIPOBAUAEPHI YCIYTH «TAUHBIA IMOKYIIATEIb)
JOIIOJIHUTEIIBHO MPEIIAratoT BUI€O-3alIUCh MOCEIIEHU TOPTOBOM TOUKH, & TAKKE
(OTOOTUETHI, B 3aBUCUMOCTH OT LieNiel npoekra. Kak nmpaBuiio, 3To CyIlIeCTBEHHO MOBBIIIAET
OIOIIKET MEPOTPUSITHSL.




«TauHCTBEHHLIN NoKynarenb» -
Mystery shopping

Cucremsbl OT‘léTHOCTI/I, c60pa H aHaJIn3a JaHHbIX

Jlnst opranuzanuu coopa u 00padoTKku UHGOPMAIIUU B XOJI€ TAKUX UCCIEIOBAHUM, KOMIIAHUH
4acToO MpHOETaroT K CIeUaIu3uPOBAaHHBIM CUCTEMaM OHJIAWH-OTYETHOCTH, KOTOPHIE
MO3BOJIIFOT MM TTOBBICUThH Ka4eCTBO MH(OpPMAITH, CHU3HUB YeIIOBEUCCKUH (haKTop,
aBTOMATH3UPOBATh PyTHHHYIO pabOTy 10 00pabOTKe M CBEAECHUIO OOJIBIIIOT0 MacCHBa
TaHHBIX, TIOJYYEHHBIX OT IMOJIEBOTO nepcoHaia. Kak mpaBuiio, TaitHBINA MOKyNaTellb UMEET
JOCTYI K TaKO¥ mporpaMMe Mpu IOMOIIM UHTEpHETa U Opay3epa — OH 3aHOCUT COOpaHHYIO
uHdOopMaIuio 1 MoAaET OTYETH OHJIAH. MeHeIKephl U KITMEHTHI Cpa3y BUIAT MOCTYHIHUBIIYIO
uH(OpMAIKIO U MOTYT €€ aHalTM3UPOBATh.

CoBpeMEHHbBIE CUCTEMbI OCHAIIEHBI (DYHKIIMOHAIOM IMOCTPOCHUS aHATUTUYECKUX IPpauKOB U
TaOIUI IPSMO B TPOTPaMMeE OHJIAHH-OTYETHOCTH, YTO 3HAYUTEIBHO YIIPOIIAET METO/
aHAJIN3a JAHHBIX U COKpamaeT BpeMs. Kak nmpaBuiio, Takue CUCTEMBI MO3BOJISIIOT
KOHTPOJIMPOBATh TaHBIX MOKyIaTeaeh, moay4arh ()OTO-0TUETH U OTYETHBIE (POPMBI,
aBTOMATU3UPOBATh PYTUHHYIO pabOTy MO CBEJCHUIO JJAHHBIX U3 PA3HBIX PETHOHOB, MOBBICUTH
Ka4eCTBO MepenaBaeMoi u3 mnojei nHhopMalluu, CHATh Harpy3Ky ¢ MEHEIKEPOB MIPOEKTOB,
cIeNaTh NPO3PaYHbIM B3aUMOJICUCTBUE MEXKIY KIIMEHTOM U areHTCTBOM U MOBBICUTH JOBEPHE.

HepBOHa‘IaHBHO BCSI OTYETHOCTD B ITPOCKTAX ACJIa]IaCb BPYUYHYIO ITPHU ITOMOIIHN SJICKTPOHHBIX
Ta6JII/II_IJ_HO BCKOPC MOABHUJIMCH CIICHUAIU3UPOBAHHBIC TIPOTPAMMHBIC ITPOJAYKThI (OHJIafIH-
CI/ICTGMBI), KOTOPBbIC CTAJIM JOCTYIIHBI IJIs JIF0O00T0 THITA KOMIIAHUHM BHE 3aBUCUMOCTH OT




«TauHCTBEHHLIN NoKynarenb» -
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ITHKA

Hopwmpbl, cTangapThl M 3TUKA TPOBEICHUS UCCIICAOBAHUN «TAHbBIA MOKYATEb)
pa3palarbIiBalOTCA U pEerIaMEHTUPYIOTCSI MeKIyHapOaHO| acconuanueit
IPOBAU/IEPOB YCJAYI «TAaHHBINA nokynareab» (MSPA) u HezaBucumbiMu
KOMIIaHUSMU, COTPYAHUKH MPOBEPSAEMBIX OObEKTOB JIOJKHBI OBITH 3apaHee
OPEeAYNPEKIACHBI O TOM, YTO B TE€YEHUE OMPEACIEHHOTO NIepruoia ux OyayT
MIEPUOANYECKHU IPOBEPATH TANHBIE ITOKYIIATEIIN, & PE3YJIBTAThI IPOBEPOK «TANHBIN
MTOKYTIATEeIIb)» HE JOJKHBI CIIY’)KUTh OCHOBAHUEM IS HAKA3aHUS U YBOJIbHEHUS
COTPYAHHUKOB.

B PO nearenbHOCTD IPOBAMACPOB YCIYTH «TalHBIA MOKYIIATENb» (PaKTUYECKU
HAYEM HE pernameHTupoBaHa. MSPA He nMmeeT IeMCTBEHHBIX MEXaHU3MOB
KOHTPOJISI KAYECTBA MIPEIOCTABISIEMBIX YCIYyT HAa Tepputopun PO, mosTomy Ha
Poccuiickom peIHKE MOJIB30BATENSAM YCIIYTH «TAWHBIA MTOKYIIATENb) MPUXOIUTCS
CaMOCTOSITEJILHO IIPOBEPATH KAYECTBO YCIYT, KaK MPABUII0, OPUECHTUPYSICh HA
PEKOMEHIAIIUU KOJIJIET, MOCPEACTBOM MPOBEACHUS KOHKYPCOB IIPU BHIOOpE
NOAPSATUNKA, IPOBEPSIS SABJISACTCS JIU KOMIAHUA-OAPSIAIUK YieHoM MSPA.




7. MNcuxorpadua Kak Metoa uccrneaoBaHusA
notpeouteneun

Ilcuxorpagus — 3T0 NCUXOJTOTUYECKOE UCCIIETOBAHUE
TPYII WU UHAWBUIOB B OTHOIIICHUU XapaKTEPHBIX
YyepT, HEHHOCTEH, IPEeACTABJICHUU, PEANOUYTCHUH U
MoeJIeH MOBEICHUS.

ToBapsl, peknaMHbIE COOOIEHUS TOJKHBI COBITAAATH C
TE€M, BO UTO JIFOJU BEPSAT (LIEHHOCTH ), C X OOBIYHBIM
MOBEJACHUEM (JIMYHOCTBIO) Y JKU3HECHHOM MO3UIIUEN
(CTUJIEM JKU3HH).




CTunb XU3HN — OAHO N3 OCHOBHbLIX MOHATUU, UCNOSIb3YEeMbIX B
U3y4yeHUn noBegeHUsa noTpeduteneun.

Ctuasp Ku3HU — 00001aronas KOHIIENus,
omnpeaesaronas Kak o0pa3 *KU3HU YEJTOBEKa B IIEJIOM,
TaK ¥ TO, KaK OH TPaTUT BPEMs U JCHbBIH.

C DOMOIIIBIO PTOI0 IMMOHATHUSA JIFOIN HAIOT TOJIKOBAHUE
IPOUCXOISAIINM BOKPYT HUX COOBITHSIM, OCMBICITUBAIOT
M IPEJICKA3bIBAIOT UX, COINIACOBBIBAIOT C COOBITUSIMU
CBOU IICHHOCTHU.




Ncuxorpaduna — ogHa 3 Hanbdornee pacnpocTpaHeHHbIX MeToOAUK
U3MepPeHUNA CTUNSA XU3HMU.

C e€ moMOIIbI0 MOXXHO MOJTy4aTh KOJUYECTBEHHBIC TaHHbBIC, €€ MOXKHO
MPUMEHSTH K OOJIBIITUM BBIOOPKAM, KOTOPbIE HEOOXOAMMO Pa30UTh Ha
PBIHOYHBIE CETMEHTHI.

«MsiTKHe», Ka4eCTBEHHbIE METOJIUKHU ((POKYC-TPYIIBI U «IITYOMHHBIC)
WHTEPBBIO), XOTS U HE TAIOT KOJMYECTBEHHBIX PE3YJIBTATOB, BCE KE
MO3BOJISIFOT 00JIEE TITYOOKO B3IVISIHYTh Ha MOCTPOCHUE CTPATETHH, TAOT
UHTEPECHBIEC UJICH.

OO0t ncuxorpa@UYECKUl OAX0] OCHOBBIBAECTCS HA YUETE TUYHOCTHBIX
OCOOEHHOCTEU Ka)KJI0r0 MOTPEOUTEINS B U3y4aeMOU Ipynne, MOTUBOB €r0
MOBEICHUSI UMEHHO KaK MOTPEOUTENS, €ro >KU3HEHHBIX [IEHHOCTEM,
MIOBEJCHUYECKUX YCTAHOBOK U JIAKE BEPOBAHUM.




NMcuxorpadun

Jlemorpadbudeckue u ncuxorpadhudeckue U3MEPEHUs JOMOIHSIIOT APYT
IpyTra, MO3TOMY UX CIEAYET UCIOJIb30BAThH OJHOBPEMEHHO.

- Jlemorpadus npeacTtaBiaseT 0ObEKTUBHBIC KOJIMUECTBCHHbIC
IIOKAa3aTelr, TAKUE KaK BO3pacT, I0JI, 00pa30BaHUE, CEMEUHOE
IIOJIOKCHHUE.

- [Icuxorpadus xe y4uThbIBa€T OTHOCUTEIBHO HEOITY TUMbIC
SIBJICHUS — MOTHBBI, HHTEPECHI, O0ILIECTBEHHOE II0JI0KESHUE U
’KU3HEHHBIE [IEHHOCTH JIIOJICH. DTU CBEJACHUS JONOIHIIOT
aeMorpaduuecKkue JaHHbIC U eIIE IIUPE XapaKTePU3yIoT
OTPEOUTEIIS.

[Icuxorpadudyeckue U3MEPEHUs SIBIISIIOTCS Kyaa 0osiee OOMIMPHBIMU I10
CPaBHEHHUIO C U3BMEPECHUAMU JIeMOrpahUIeCKUMHU, TOBEICHUYECKUMU U
COILIMOIKOHOMHUYECKHUMHU.




Ncuxorpacdusa — TepMUH, KOTOPbLIN YAaCTO UCNOSL3YIOT
BMeCTO NOHATUA «Kputepuun AlO»

Activity — nesiTeIbHOCTD, IeHiCTBHE — OYEBHIHBIN MTOCTYTIOK,

HaIIpUMEP, IIPOCMOTP I'a3€Thl, COBCPIICHUC ITOKYIIKH.
Croa oTHOCSTCS CIEAYIOIIME KaTeropuu: padoTa, Xo00u, colMaibHble COOBITHS, OTIbIX,
pa3BJIEUCHMSI, YICHCTBO B KIIy0Oax, 0OIeCcTBax, IMOKYIKH, CIIOPT.

Interest — uHTEpeC - 1m0 OTHOWEHNIO K KAKOMY-TTHOO OOBEKTY,
COOBITHIO WJIK TEME — ITO CTEMEHb BO30YKAEHUSI, COPOBOXKIacMas
O0COOBIM M TTPOJIOAKUTEIbHBIM BHUMAHHUEM.

Kareropumu: cembsi, 1oM, pabota, 0011eCTBO, OTIIBIX, MOJA, ena, CMU, noctxeHusl.

Opinion — MHEHMHE — BEIpaXXaeMbI YCTHO UJIA [IUCbMEHHO OTBET
YEJIOBEKA HA CUTYaLUI0, B KOTOPOU CTABUTCS KAKOM-TO BOmpoc. OHO
UCTIONB3YETCA JIs1 ONUCAHUS IOHUMAHUSA, O)KUJAHUN U OLICHOK, TAKUX KaK
yOexXIeHUsI 1 HaMEPEHUS JPYTHUX JIFOJEH, MPEIYyBCTBUS Oy Ty IIIUX
COOBITHI, TOHUMAaHUE IUIFOCOB U MUHYCOB MOCJIEACTBUN PA3JIMYHBIX
BAPUAHTOB [OBEICHUS.

Kareropun: o camom cebe, collMaibHbI€ aCIEKThI, TOJUTHUKA, OM3HEC, IKOHOMHUKA, 00pa30BaHUE,
OPOAYKTHI, OyAylee, KylIbTypa.




NMcuxorpadun

B 00ibIIMHCTBO NCUXOrpaduueCKUX UCCICTOBAHUM TaK)Ke BXOJST
neMorpauyeckue u COMaibHO-DPKOHOMUYECKHE TTOKa3aresn (BO3pacrT,
o0pa3oBaHuE, JOXOI, PO IESITEIbHOCTH, Pa3MEP CEMbHU, CTAUS JKU3HEHHOTO
[[MKJIa CEMbH, KWIHIIE, Teorpadusi, pasmep ropojaa).

AlO sBnsgercs Hanbonee oOmKM (B OTIUYUU OT UHTEPBBIO, MPOCKIIMOHHBIX TECTOB,
(bOKyC-TpyIII U JIp.) CIIOCOOOM U3MEPEHUS, B KOTOPOM HUCIOJIB3YETCs Psiji BOIIPOCOB
O COMIacuH / HECOIIACUU PECHOHEHTA C IPEAJIOKEHHBIMU BbICKa3bIBAHUSIMU.
Bompock! kacaroTcs pa3auyHbIX cpep MOTUBAIIMN U HHTEPECOB YEIOBEKA.
OCHOBHBIE TOTPEOHOCTH YU MOTHUBBI BBISIBIIIOTCS B MPOIIECCE MOMCKA OOIECH HUTH,
eAMHOM I BceX oTBeTOB Mojenu. YTBepxkaeHus AIO MoryT HOCUTB Kak OOITUH,
TaK W YaCTHBIN XapakTep. DOpMyIUPOBKH TEPEAOTCS MO MOoYTe, 1Mo TeIe(dOHY, B
JINYHOU OeceIe.

Ananus YTBCp)KI[eHI/Iﬁ IMPOBOAUTCA IMMOCPCACTBOM CBCACHUS NAHHBIX B
CPaBHUTCIILHBIC T3.6JII/II_II)I 110 HanboJiee BayKHBIM JAJIs1 CCTMCHTUPOBAHUA
IMCPEMCHHBIM C UCITIOJIb30OBAHUCM MCTOJ0B (I)aKTOpHOFO dHaJIn3a U Apyrux
MHOTOBAPHUAHTHBLIX MCTOAOB I'PYIIIIMPOBKH.




NMcuxorpadhun

IIcuxorpaduueckuii aHaIu3 MO3BOISET MPOJABIIAM IOHITh, KAKMX CTUJICH
KU3HUA TPUIACPKUBAIOTCS IMTOKYyNaTeId UX MPOIYKIIUH, a 3TO B CBOIO
ouepeap JaeT BO3MOKHOCTh 0osiee dP(HOEKTUBHO O0IIATHCS C
IPEACTAaBUTEISIMHU Pa3HbIX CeTMEHTOB. OHOBPEMEHHO C STUM MOXKHO
BBISICHUTH KaK MO3UIMOHMPOBATh HOBBIN MIIM CYIIECTBYIOIIUI TOBAp, KaK
IYYIIe «JOHECTH» €ro JI0 MOTPeOuTeNeH, IPUACPKHUBAOIIIXCS
ONpeAeACHHOTO CTHIIA K1U3HU. OCHOBHAS HJIesl METO/Ia — 3arVITHYTh 3a
pPaMKH CTaHJAAPTHBIX IIEPEMEHHBIX, PEACTABUTh TOBAP B COOTBETCTBHUU C
ISUCTBHUAMM, HAJIC)KIAMH, CTpaxaMH U MEUTaMH LICJICBOM ayIUTOPHH.

[{enp ncuxorpad@u4ecKoro CerMEHTUPOBAHUS PhIHKA — pa3padoTaTh
MApPKETHHTOBYIO IIPOTPAMMY, BCE JIEMEHTBI KOTOPOH COOTBETCTBYIOT
oounbieit yactu AIO nenaeBoro pelHKa. Pexiama 31ech onupaercs B
OCHOBHOM Ha 3JICMEHTBI CTHJIS )KM3HU, 4 HE HA XapaKTECPUCTHUKH MPOAYKTA.
B Hel MOTyT KCIIOJIb30BaThCA MOJIETIM U 3HAMEHUTOCTH,

COLMUPYIOIIMECA C KOHKPETHBIMM CTUJISIMHU KA3HMU.




U3amepeHune CTUNA XKU3HU noTpedbuTenen Ha ocHoBe
metoaukm VALS

Cucrema «VALS» (Values and Lifestyle — nennocru n
TUIIBLI 00pa3a ;KM3HHU), pazpadoraHHas komnanuen SRI
International (Simmons Market Research Bureau,
Mediamark Research International Inc.) B 1978 1.-
€IMHCTBECHHAS HA CETOHS MOJYYHUBIIAsi MUPOBOC IIPU3HAHUE
METOJIHMKA IICUXOrpauuecKoii cerMeHTaIUH.

Kommanunsa SRI wauana ucciaenosanme 31oi TeMsbl eiré B 1960-

X I'T.; IIOJIy4€HHBIC PE3YyJIbTaThl HAIILUIM OTPAKCHUE B
meToauke VALS1, ocHOBBIBatOIIEHCS HA YOSKACHUH, YTO
00pa3 ’KW3HU YEJIOBEKA — OTPAKCHUE €r0 BHYTPEHHUX

_ IICHHOCTCH M OTHOILICHUS K YKU3HH.




VALS 1

Hannasa tunionorus pasaeisietr Hacenenue CIIA Ha 4 rpynnsl norpeduTesien:

IloTpebuTe I, KOTOPble PYKOBOACTBYIOTCS MOTPEOHOCTSIMH — TPATAT JICHBIU B
CBSI3U CO CBOMMM IOTPEOHOCTSIMH, a HE IPEANOUTCHUSIMU. DTO OCTHEHIIINE CIION
HacesaeHus, 0e3 00pa3oBaHus.

IloTpeduTen, KOTOPbIe PYKOBOACTBYKOTCH BHCHIHUMH (paKTOPAMM — OCHOBHAs
pBIHOYHASI Macca; COBEpIIas MOKYIIKY, 3a00TATCSI O TOM, YTO AyMalOT O HUX JAPYTrUe
JIXO/IU.

IHoTpeOuTe 1M, KOTOPBIE PYKOBOACTBYIOTCH BHYTPEHHUMH (paKTOpaMu — JJjis
HUX IIPEKJI€ BCETO BaXKHbI COOCTBEHHBIC MOTPEOHOCTH U JKEJIaHUS.

«/HTErpUpPOBaHHBIE» - COCTABIISIOT CAMYI0 MAJIOYUCIIEHHYIO TPYIIY;
IPEACTABISAIOT MHIWBUYYMOB, KOTOPBIE COUETAIOT B c€0€ JTyUIllMe KauecTBa ABYX
OPEIBIIYIINX TPYIIN, XOTS WX YHACJIO HEBEJIUKO, HO OHU MOTYT UTPATh BAXKHYIO
pPOJIb B KAYECTBE 3aKOHOAATEIEH MO/, TPYIII, YEPE3 KOTOPHIE TPOXOAAT BCE
YCIICIIHBIE UJEU U TOBAPBI. ITOT CETMEHT OBICTPO pacTeT.

Hepeqnc.neHHLle OCHOBHbBIC I'PYIIIBI MOAPA3ACIHAIOTCS HA 9 THNOB.



Trurmomorms noTpebire 1eil B co0TBeTCTBHI ¢ MeTomkoit VALS-1
HCMXOI'paCbVIFI KaKk MeTod unccneagoBpaHus HOTpeﬁwTeneM

Hezrerpmmo:
ESHHES
[ ™
Ipevoms
EEICIOHE
OpHeHTHPOEAHHEIE,
OpuenTHpPO- Ha BHYTDEHHUE
BEAHHBIE Ha J hakTOpEI
EHeMIHHe
dhakTOpPRI e
-
PYKOBOICTEVHOTCH

I]-l]'l'p&ﬁ HOCTHMH




VALS 1

Tun notpeduTenei % lennocrnnctim | Jemorpaduyeckne Ilorynatesckoe
";f;ii:‘: KH3HH YAPAKTEPHCTHKH TIOBEIEHHE
CTApIe)
PyKOBOACTBYHTCH HOTPEOHOCTAME
BrrsuBarnimye 4 boppoasa prrspEarme. | Jomonma ypoeme Bagmes Beero - nemz
Henopepee. Hermectae | mmmerst. Heemicokos Herepacytotes
o0meCTEE. ofpasopamme. Meoro OCHOEHRIME IPOIYETAME
PyroBozcTEyIOTER HeCOREPIFRROIETRRR | JJeT20T IOKYINH 11X
- HECTHEH THEEEDME WISHOE caMell MBoree | VIOBIRTEOpeEmA
SurvIvrs TIOTPeOHOCTAME. AHEYT B TOPOICKIX HEMELIFRRRIX
TPYImOGas. ITPE0HOCTER.
TepnemBeie T (3a009sHE0CTR Hemsgom qoxon. 1] =Ha BgHa. XoTAT
B3 0MACHOCTRED. Hersicoroz 00pasoEarme. | TOTYTHTE T2PaHTHE
HemanegocTs, Bricosum mpomesT OcToposze
T TIDHEY A IEHES. GespaloTeRD. ABEYT B3 | DOKVIRTETH.

ETOPOIEX, T3 K B
raThCEOE MACTROCTH.




VALS 1

Tun notpeduTenes Y IenH0CTH H CTH.IH JemorpadHueckHe MoxynaTenbckoe
“[“'1':3""'.11:":'“ HHIHH YAPAKTEPHCTHKH NOBEIeHHE
cTapime)
PyKoBOACTEYHTCA BHEIIHHMH $aKTopaMH
Yiexgennnie 35 O orraeme. He Joxo1 g7 HESEOTO IO Cenefifkie, J0MaTHEE.
(«IIpuHEAAIEHAT 3ECTIEPHMEHTHPYIOT, cpeqrero. OOpasoEarme Ep&:rrl:iﬂ"iuﬁ FERS IR
APYTHM») TPATHIHOHATHCTEL HHZEOS — CPelHee. M2CCOEEIE PRIHOE.
Belongers () OpMATHCTEL PafoTaroT Kepravm.
HocTameragecks [IpeImousTaroT XTI 32
H2CTPOSHEHE. TOpoIOM.
[Mogpazxarnmmue 10 AMOEIHOSHEE, Joxoz ot cpexmere g0 Y poBeHnb moTpebnsrma
(TIORATVIIEEIEY 0USHE EHICOKOTO. OpOC2ETCA B I3
(Ozabogememe «Beera MoaoIeE:. «CEOmEY TOBSPEL
COOCTESHEEDM CTATYCOM. AEVT TORED B CEIORER B IMETADHE,
JEHEYTCA EELDX. EPVIEELX TOpoJax. Cr1eneT 32 MOTOE.
Emulators JBEDTHTHRE, O SEITHD 3T0 MYETHEEL
KOHEYPHDYIOT MEEIY HO CHTY2I[HE MEHAETCH.
cobOH.
IIpeveneearmue 22 JoCTIESHN A, VCOeX, OusHb BRHICOKEH 10X0I. | [0Baphl JOTEEH I2EaTh

c1zka. Marepramisy,
THIEPCTED,

JIuzepHl B OHzERCE,
TIOTHTEES K T.0.

MPeICTAETEHKE 00 HX
venexe. [Tocoemrme

sthdeETHERDCTE, KoMAopT | BHCOKQORDESEAHERL MOIETH, POCKOIIHEE
. EHEVT E TOPOIEX K TOE2PE] H TIOIAPEH.
Achievers - P . .
IPETOPOIEX. «Hoere B yoymesezey
TOB2PEL

AN




VALS 1

Tun notpednuTtenei Y IlennocTH H cTHIN Jemorpaduueckne IMoxynaTenberoe
“;ﬁi‘;:“: WM3HH XApaKTePHCTHRKH NoBeIeHHE
cTapme)
PyKoEOJCTEYHTCH EHYTPeHHEMHE faKTopaMHE
HugeesayaIHcTsl 5 Hpro BREpEHeHEEIS Mozomre. Muorme me Brpazmaror neff-To BEVE
{«f— 310 ) HHTHEHTY A THCTHL COCTOHT E Opake. TrobET
Penmmemnare, CTyIeHTH ETHE SECTIEPEMEETHPOETE.
HMITY ThCHEHRIZ, HETHHIFOIES paboTaTh. CroGoomeroT
SECTEPEMEHTETOPEL, HageroT Goratem TPeNpacCyIK0E, CRIIOHEE]
HETHOCTORHEEL POTHTETEE. K CEMEDM S0ThIm
I-Am-Me mpey . [lopyims
CXOMH C DOKYIHEME
Ipyseii, coceneH B T.0.
Puckywmue 7 CTpeMATCE DOTVIHTE JEa BCTOWERES JOXN0I2. Baser mponece, 2 Be
(OnbrTEBIE) HEMOCPeICTESHERNE OIEIT. | DomemmmeTey 32 40, OpOIVET. JZERDEIOTCR
AXTHEHEIS, VI2CTEVEOIHE | MHOTHS HMEHOT MOTZOSbIE | JOMAIIEEME TETEME,
Experiential voEcen. Hanpapesn Ha cEMBH. Xopommes TEOPIECTEOM B
JIEHEOCTE. ofpas0E aEmE. CEMOEHATHS0M.
ConHaIbHO g HecyT comameeyvio JE2 HCTOWERES J0X0I2. FKorcepearrEmms
03af 0YeHHBIE OTESTCTECEHOCTh. HEEYT | OTmmeos ofpascezrme. | [IpecToTs,
Societally TpOCTO. Pasmrie BospacTERE GepefIHEOCTE.
Consious TpVIIE ¥ paHoHE 3aboraTcE of
nmpoEEEaEmRE. B DEPYEZFOIEH cpeme.
OCHOBHOM GaThie.
HuTerpupoEaHHELE 2 McrmoaoreaecEas Joxod 0T ZonemsTo o Pazmerie cnocodn
3PET0CTE, IVECTED OUSHE ERHICOEOTO. PEsERI® | CaMOBHIDIESHER
Integrated COOTESTCTEHA. | SO BOSPECTHEE TPYIIEL

CMOTPAT Ha BeCh MHD
IISTHEOM.

OTmuEee 06pas0EHHS.

SEOTOTEH.
[peInowmsTaseT
He00hMERS IPETMETHL




UamepeHue cTung XusHu notpedburtenen Ha OCHOBe
metoauku VALS-2

B 1989 . B Cuctemy VALS ObIIIM BHECEHBI
M3MEHEHUS, IPU3BAHHBIC ITOIPOOHEE OCBETUTH
NOTPEOUTEIBCKOE MOBEACHUE, OjIaroaaps yeMy ObLIa
CO3JaHa HOBasl METOJIMKA ONPEACICHUS CTUIS KU3HU
aMmepukaHieB — VALS-2.

E€ CylIHOCTh COCTOMT B TOM, YTO COIVIACHO OTBETAM
Ha BOIIPOCHI AHKETHI O MHEHUSAX PECIIOHICHTOB,
HaceneHue CIIA noapasnemnsercs Ha 3 o0ouue
MOTpeOuTEeIbCKIE I'PYIIbI, 4 3aT€M HA 8 TUIIOB.




UamepeHue cTung XusHu notpedburtenen Ha OCHOBe
metoauku VALS-2

[ToTpebuTenbCcKue rpyniibl 00pa3yroTCs B 3aBUCUMOCTH OT OpUEHTALIUN
YEeJIOBEKA Ha MPHUHIIAM, CTAaTyC WX JICHCTBUE:

IloTpeOuTE/IN, OPUEHTHUPOBAHHBIE HA PUHIMII — IIPU BHIOOpE
ONPEICICHHBIX TOBAPOB OCHOBBIBAIOTCA HA JIMUHBIX YOCKICHUSIX, 4 HE Ha
MHEHHUSX JPYTHUX.

IloTpeOuTE/ N, OPUEHTHPOBAHHBbIE HA CTATYC — UM Ba)KHO OJJ0OpPEHUE
JIPYTUX JFONEN.

IloTpeOuTEIM, OPpUEHTHUPOBAHHBIE HA JIEUCTBUE — OHU
PYKOBO/JICTBYIOTCSI K€JIaHHUEM COLIMAIbHON M (DM3NYECKON aKTUBHOCTH,
pa3sHOOOpa3ueM M YyBCTBOM PHCKA.




UamepeHue cTung XusHu notpedburtenen Ha OCHOBe
metToankm VALS-2

KpoMe oprueHTaluu noTpeOuTeNnn pa3indaroTcs U
HaJIM4ueM (YPOBHEM) pPeCcypcCoB.

Pecypchbl — 3TO ICUXOJIOTHYECKUE, (PU3NUECKHE,
COIMATIbHO-DKOHOMUYECKHE (DAKTOPBI, KOTOPHIE
BJIMSIIOT Ha BEIOOP U IPUHSITHE PEIICHHS O MMOKYIIKE
Ka)XJI0r0 oTpeouTens (4eaoBeka). B vacTHoCTH, 3TO
Takue (haKTOphl, KaK 00pa30BaHMUE, T0XO/,
YBEPEHHOCTH B c€0€, YMCTBEHHBIE CLIOCOOHOCTH,
MOKyTMaTeIbCKasi aKTUBHOCT.




THOOIOTHA NOTPpedHTeIell BE COOTEETCTEHH ¢ MeTOIHKOH VALS2

Mcuxorpacua kKak meToMccrneaoBaHUA NoTpeduTenen

BricokHH YPpoEEHB
pecypcos

Huskwui ypoBeHE
pecypcos




VALS 2

Tunw

Onucangme

Peamayomue

Actualizers

310 VCOEIMERIE, C XOPOIIHEM BEVCOM, AKTHEHRIS TTKH, He O0AMHECH Opath
Ha ce0f OTEETCTBEHHOCTE, C ERICOKHM TVECTEOM COOCTEEHHOIO
nocToHHCTEL. OHH 3aHHI€DECOBAHEL E CEOEM POCTE H PA3EHTHE.

CoOCTEeHERN EMETE 117 HEX 09¢HE BAEKeH, HO He KiE J0Ka3aTehCTED
HITH CEHIETENBCTEO HX MOJOAEHHA H BIACTH, A KAK BRPAKCHHE

COOCTEEHHOTO BEVCa H He3aBHCHMOCTH HX XapaKTepa. 310 TaIe BCETO
THIEPH B OH3HECE, OHH 3aHHMAKOT OIP IS HHEIE TIOCTEL B MPAEHT TECTEE.
Y HEX ITHpOEKHH KPVT HHTEPECOE, OHH 08CHOKOATCA O COMHANEHELL
MpoO0IeMAX, TETKD BOCTIPHHEMAKT H3MeHeHHS. X I0KVIEH rOE0pAT 00
VTOHYEHHOM EEVCE H TATOTEHHH K JOPOTHM MPOIVETAM BEICIIETO KATeCTE,
MpeIHAIHAYCHHEN 718 ONpeIeleHHOH N0TPe0HTENECKOH MPVIMIEL

OcymecTe IAImEe /
BEINOTHAN IS

(Cebs peam3opaemme)
Fufilled

ettt

JronH B 3penon 00mecTee, 00eCTIEYEHHEIE H JOBOIBHEIE HHIHEK, THOAT
IPOEOJHTE BPEMA B Pa3IvMBAX H CO3ePUAHAH. Kak NpagHIo, 3T0 XOpOMIo
00pa30BaHHEIE THOIH, BO3MOKHO HEJABHO BEIIEINHE Ha NeHcHKD. OHHA
CIIEIAT 33 COORITHAME B CTpaHE H B MHpE, HCIIOMB3VEOT BO3MOAHOCTE
PACIIHPHTE CBOH KPVI030p. ¥ J0BTETECPEHE] CEORH KAPEEPOH, CEMERH,
CEOH JOCVT OHH IPOBOIAT JoMa. X BEVCEl KOHCEPEATHEHEL B TOBAPE OHH
LEHAT NPOTHOCTE, ) VHEIHOHATEHOCTE H IEHHOCT.




VALS 2

T

Onucanme

IIpeycmesatmmue

Achivers

JIroIH npeyCneEai0mEe, TeTA0MEE Kapkepy, ITaBHOE 114 HEX — DA0OTEL
OHH pa3ensrT MECHHE O0MBIHECTE, MPEINCIHT AT CTa0HTEHOCTE
PHCEY. Pa00Ta 006 IETHEALT HM OILIYIIEHHE «HYAHOCTHY, MATEPHATEHOH

00eCTeTeHHOCTH B IpecTixa. (HE CKOHIIEHTPHPOBAHE] Ha CEMBE, KAPEEPE
H IEPEEH. B NOTHTHER OHH IPHIEPAHEA0TCA KOHCEPEATHEHELX BAITAI0B.

VIMHTE 1714 HEX TakHe BAxeH. BRIOHPAKOT MDEC THKHEIH TOBAD, KOTOPRIH
HATIOMHHAET KO/TETaM 00 Verexax BIalemhIa.

Puckywmue

Expenencers

Moo/I81, TIOHEL 3HTVIHAIMA, HMITVIECHEEEL OHH HITVT pazH000pasHs H
BMeYaTeHHH. Haxomarca B mponecce (opMHpOBARHA IEHHOCTER H
MOJIeTeH 0BEIeHHA. DEICTPO 3ar0pakoTCA HOBEMH BO3MOEHOCTAME, HO

Tak#e ORICTPO H 0XMAJCEAKT. B 3T0T NepHO AHIHH « PHCKVIOITHS) He
HHTEPECYHOTCA IONHTHKOH H HE HMEH0T VCTOABIIHKCA B3IMIR0E. bombmyio

93CTh J0X0/I0E HANPABMAKT HA MOKVIIEY OJEk L IOCEMEHHE PECTOPAHCE,
KHHOTEATPOE.




VALS 2

Tunel

Onncanme

Viextennsle

Believers

KoHCepEaTOPH, PHEEDAEHE TPATHIHAN, HHYEM He IPHMETATELHEL ¥
HHX 9ETEHE, KOHKDETHEL, HEMOKOMEOMMELR VORHICHHR, OCHOBAHHEIC B
TPAIHIHAX, BUKHEHIMY IEHROCTAX. CeMBA, IEPKOBG, 00MIRCTRO, HAIMA.
DOTBITVE TaCTE BDEMEHH MPOBOTAT 0MA, B CEMBE, B PETHIHOIHEL HIH
07IarOTBOPHTETEHEL OPraHH3aIHAX, KoTopel Bepar. O1aiT
MPeINOYTeHHR JEAKOMED TOBAPAM H MapKaM.

Crapawmpecs

CrIvers

HeveepeHHEIE B C20€, OIVINAIT HeRIHIIERHOCTE, HITVT 07100DEHHA
CBOHN JICHCTEHANM, HX BOMOKHOCTH OTPAHHYEHHEL [IeHETH 114
(CTAPARIIHXCE) 0HAYANOT VCIIEX, TAK KAK HX ECETTA HM HE XBaTaeT. Hacto
HCTIHITHIEAROT TVECTEO, 9T0 AH3HE K HEM HECTPABETTHEA. [[PEA0THTAIT
CTHTBHEIE TOBAPEL, KOTOPEIE MOKVIAKTCH TROMEME C 00BN, 9EM V HEX,
MaTEpHATEHENM TOCTATEOM.




VALS 2

Tmer Onmcanme

IpakTakn [IpaKTHYHEL CAMO0CTATOHEL, TP THIHOHHE], OPHEHTHDOBAHHE] Ha CEMEK).

Makers B NOMHTHES TAKKE MPHEICPAHEAIOTCH KOHCEDEATHEHEL BILIAI0E.
[10KYTIZI0T TOMEEQ TO, 9TOMOEET HMETh IPAKTHA CCEVE HITH
OVEEIHORATEHYK) [ERHOCTS (EECTDYMEHTE, PHOOTOBHHE
MPHHATTERHOCTH H T.1.).

Conpornemawmuecs | J0HE BO3PACTE, C OTPAHHYEHHENE BOIMOKHOCTAME, HYKIAH0MHECE.

Strugglers 3200TAICA O CBOEM 310DOBEE, 3393CTYX0 MACCHEHRL 310 OCTOPAHEE

TIOKVTIATENH, IPETN0HTARNHE THOMMEE MapKH.




UccnepoBaHue ncuxorpadpmnveckmx TUNOB POCCUNCKUX
norpedburtenen
Ocymectiisitores psaom komianuii: R-TGI (Komkon),
M-Index u np.
R-TGI — Russian Target Group Index, sBasercs
aJalTUPOBAHHBIM K POCCHHCKUM YCJIOBHSIM aHAJIOTOM
Oputanckoro ucciegopanus TGI, numeromiero 6oiee
4eM 25 JIETHIO MCTOPHIO MOHUTOPUHIA CTUJIS )KU3HU
1 NToTpeOIeHus B BennkoOpuTaHuy; B HACTOSIIIEE
BpeMsi 1GI — oguH U3 OCHOBHBIX MCTOYHUKOB
MH(OpPMAIIUM B MAPKETUHIOBOM IIPAKTHUKE
KPYITHEUIIIUX MUPOBBIX KOMITAHUU

OTH HCCJICIOBAHNS IIPOBOIATCA B POCCI/II/I, Ha4YHUHai C




UccnepoBaHue ncuxorpaduyeckux TMNOB POCCUUCKUX noTpedbutenen

R-TGI — emqunctBennoe B Poccun u CHI' cepTudummpoBanHoe
MCCIICIOBAHUE 1IEJIEBBIX NOTPEOUTEIBLCKUX TPYIIN NOTPEOUTENIEH TOBAPOB,
ycayr 1 CMU, noJIHOCTBIO COOTBETCTBYIONIEE MEKyHAPOTHBIM
TpeOoBaHUsIM TexHoJoruu nposeaeHus TGI.

I'onoBoit 06bem BeiOOpkH R-TGI cocTaisier okoso 32 000 pecrionaenToB (oxoio 15 000
JIOMOXO34¥CTB), PABHOMEPHO pACHPE/ICICHHBIX Ha 4 BOJIHBI UCCIICIOBAHUIN B Ka)KJIOM TOLY.
Pasmep Be1OOpKH 0 MockBe — okono 4500 pecrioneHTOB B Bo3pacte 10 yet u crapie.

Kaxnasa BonHa nccnenoBannil nmpoBoautcsa B 40 ropoaax — peruoHajbHBIX LeHTpax Poccun.

Bribopka crparudunmpoBana mo 10 3kKoHOMUYECKUM PETUOHAM U 110 3 YPOBHSIM
YUCJIEHHOCTH rOpojACKOro Hacesenus (6osee 1 muH., 0,5 — 1 muiH., menee 0,5 miH.). MockBa
u C.-TletepOypr BbIACICHBI OT/ICIbHBIMU CTPATAMMU.

B kaxxmom ropojie pacnpeiesieHre BBIOOPKH NPONOPLHHOHAIBHO YUCIEHHOCTH HACEJIEHUS B
aIMUHUCTPATUBHBIX OKpyrax. Ciiy4allHbId OTOOP JOMOXO3SIUCTB OCYIIECTBIISETCS U3
aapecHoOM 06a3bl JTaHHBIX. 3HAYUTEIBHBIN 00bEM BBIOOPKH, €€ pEerpPe3eHTaTUBHOCTD,
eXKEKBapTaJIbHOE U3MEPEHUE, ITUPOKas reorpadusi 1 HEU3MEHHBIN COCTaB rOPOIOB,
Y9aCTBYIOINX B Ka)KJIOW BOJIHE, SBISAIOTCS HeoCTIOpuMbIMU HocTonmHcTBaMHu R-TGI,
00€CIeYnBaOIIMMH BBICOKYIO HAJIC)KHOCTh JAHHBIX.




UccnepgoBaHue ncuxorpacpmyeckmx TUNOB POCCUMUCKUX NoTpeduTtenen

JI1s1 cOopa TaHHBIX IPUMEHSETCS CAeAYIOINAs TEXHOJIOTHS:

1. JInyHBbI€ HHTEPBBHIO A0MA I10 BOIIPOCAM CEMEHHOTO
nOTpeOJIEHUs, COCTaBa U JPYrUX NapaMeTPOB CEMbH C
JTOMOXO3SIMKOM / TOMOXO3SIMHOM (4JI€HOM CEMbH, Hauboee
4aCcTO NPUHUMAOIIMM PEIICHUE OTHOCUTEILHO MOKYIIOK
TOBApPOB JJI1 BCEU CEMBH).

2. Camo3anojiHeHMe BCEMU YjieHaMu ceMbU B Bo3pacte 10 et
U CTapllie aHKeT 00 MHAMBHUIYaIbHOM IIOTPEOJICHMH,
oTHOomEeHUU K CMMUM u 0 cThIE KU3HU.

ITomyuennas nHdopMalius 00padaTbIBa€TCs C IIOMOIIBIO MPOTPAMMHOIO
obecneueHus — IMS. Jlnst pa3OueHnss BCEro MacCuBa JIaHHBIX Ha THUIIBI
npuMeHsieTcsl (DaKTOPHBIN aHAIIN3.




UccnepgoBaHue ncuxorpacpmyeckmx TUNOB POCCUMUCKUX NoTpeduTtenen

C noMombI0 3TOM METOAUMKH ObLIIM MOJY4YEHbI CJIeAyI0IIue
ncuxorpadguyeckue Tunbl norpeduresein B Poccun:

HoBaropsbl - 0071a/1a10T IPOrPECCUBHBIMHU B3IVIs1aMU, COBPEMEHHBIM
MBIIIJICHUEM, BBICOKOW MOTPEOUTEIIHLCKOM U MOKYIATEIbCKOU
AKTUBHOCTBIO, XOTAT ¥ MOT'YT ITOKYIIaTh HOBBIE IIPOAYKTHI, TOBAPHI,
YCIIYTH, U KaK MPaBUJIO AEIIAI0T 3TO PAHbBIIIE JIPYTUX.

baaromosyunble - THI, OJIM3KUM K «HOBaTOpamM», HO 00JIee pa3yMHO U
CEpPbE3HO OTHOCAIIUICS K (PUHAHCOBBIM BompocaM. MOXKHO CKa3aTh, YTO
«OJIaroIoJIy4yHbIE» - 3TO IMTOB3POCIEBIINE «HOBATOPHD, IOBOJIBLHBIE CBOUM
MOJ0KEHUEM, IOCTUTHYTHIM OJIarONnoJy4reM U JOCTAaTOYHO BHICOKUM
YPOBHEM >KHU3HHU.

OnTuMHUCTHI - OHCPI'MYHBIC, JICTKHUC B O6H_IGHI/II/I, CTPEMATCA ITPOU3BCCTHU
BIICYATIICHHUC BCCCJIOTO, YIAYJINBOI'O YCJIOBCKA.




UccnepgoBaHue ncuxorpacpmyeckmx TUNOB POCCUMUCKUX NoTpeduTtenen

PaccynuresbHbIe - JIFOAU, KOTOPBIM HaJI0 BO BCEM pa3o0parhCs, BCE
B3BECHUTD, MPEXKJIEC YEM IIPUHSIThH PEIICHUE; OHU OCTOPOXKHBI B (DMHAHCOBBIX
BOIIPOCAX, CKIIOHHBI CKOPEE SKOHOMUTh, YEM UMITYJIbCUBHO TPATUTh
JIE€HbI'W; XOTST OBITH YBEPEHBI, YTO KYIUICHHBIA TOBAP CTOUT TEX JICHET,
KOTOPBIE OHU 34 HETO IUIATAT; CKJIOHHBI IOKYAaTh MEHEE JOPOTrUe, a TAKKeE
POCCHIICKME TOBAPHI, JIOSJIBHBI K BBLIOpAaHHOM MapkKe.

OpueHTUPOBAHHBIC HA (PUPMEHHbIE, KAYECTBEHHbIC TOBAPDI - TJIABHOE
JUIsl HUX TIPU BBIOOpE TOBapa — €ro KaueCTBO, IIPH 3TOM OHM 3HAIOT, YTO
TOBAPbI U3BECTHBIX (PUPM OTIUYAOTCS BBICOKMM Kau€CTBOM M CTOSIT
JOPO’KE; TOTOBBI MEPEIJIaTUTh, HO KYIUTh TOBAP W3BECTHOU (DUPMBI.

3anmagHMKHU - OPUEHTUPOBAHHBIC Ha 3aMaIHbIA 00pa3 KU3HU PECTUKHBIE,

BaJIFOTHBIE Mara3uHbl, UMIIOPTHBIEC, PUPMEHHBIE TOBAPHI, 3aAMATHYIO

MY3BIKY.

MoJstoaplie - K 3TOMY TUITY IPUHAJJIEKAT AKTUBHBIC, OOIIUTEIbHBIC JIFO/IH,

KOTOPBIE MPOSIBIIAIOT )KUBOM HHTEPEC KO BCEMY HOBOMY, HEOOBIYHOMY,
BECEJIbIE, YACTO O€3pacCy/IHbIE.



UccnepgoBaHue ncuxorpacpmyeckmx TUNOB POCCUMUCKUX NoTpeduTtenen

DaTaJaucThl - TACCUBHO OTHOCATCS K CBOEMY IMOJIOKEHHIO, CBOEH Cyan0e,
00JIE3HEHHO BOCIIPUHUMAIOT KPUTHKY U 3aMEUYaHMs B CBOM aJIpec, HEPEIKO
HETaTUBHO OTHOCSTCS K MPOUCXOISIIMM IIEpeMEeHaM, KOHCEPBATUBHBHI,
MIPUCYIIE MOBBIICHHOE COCTOSHUE TPEBOXKHOCTH.

MYyKCKOM - OTPAXKAET HE MPUHAJICKHOCTh K MY>KCKOMY MOJTY. JKEHIIMHBI
TaK>K€ MOTYT OTHOCHUTCS K ’TOMY THITY, €CJIM OHU 00J1aJIat0T CHJIbHBIMU
naTpuapXaJibHbBIMM B3IVIIaMU Ha POJIb MYKYMHBI B OOIIIECTRBE,
TPAJUIMOHHO «MY>KCKMMW» UHTEPECAMU U MpeANouTeHUsIMHU (00jee
JIOSUTBHBI K QJIKOTOJIF0, MHTEPECYIOTCSA TEXHUKOM, OAACPKUBAIOT
NPUBUJICTHH MYXYUH B OOIIIECTBE).

He BnucaBmuecss B pbIHOYHbIE YCJIOBHS — ayTcaiiephbl - TS, KTO HE
HaIlIeJI CBOETO MECTa P H3MECHUBIIMXCS 00CTOSATEILCTBAX, OHHU HE
IPUHUMAIOT IICPEMEH, TaK KaK HE BHASAT BO3MOXKHOCTH YIIYUYIICHHS CBOETO
IOJIOXKEHHS B OyAyIIeM, ITaCCUBHBI, HIMCIOT HU3KHH YPOBCHD JKH3HH,
OPHMEHTHPOBAHBI Ha ACHICBHIC TOBAPHI, IIOKYIIKY TOJBKO CaMOTO
HEOOXOIUMOTO.



UccnepgoBaHue ncuxorpacpmyeckmx TUNOB POCCUMUCKUX NoTpeduTtenen

Ceiltuac OOJBIIMHCTBO KOMITAaHUK Poccum jy1st onipeiesieHus 1eaeBOi
IPYIIITBI CBOETO TOBApA Yallle MOJIb3YITCS TPATUIIMOHHBIMU KPUTEPUSIMU
cerMeHTaluu (I10J1, BO3pacT, J0X0/, MECTO paOOThI U T.1.).

Paznenenue norpeduTesne B 3aBUCUMOCTH OT ICUXOTPaUIECKOro TUIIA
0€3yCI0BHO MPEJCTABISACT UHTEPEC JJIs1 MPOU3BOAUTEICH
BBICOKOKAQUECTBEHHBIX U JOPOTHX TOBapoB (premium brand).

Ctunb KU3HA TOTPEOUTENCH TECHO CBS3aH C IICUXOJIOTHEH TUYHOCTH (€€
ocobeHHocTsAMH). Eciin 6a30BbI€ IIEHHOCTH JUYHOCTH HE U3MEHSIOTCS B
TEUCHHE BCCH KU3HM, TO CTUJIb JKU3HU MOXKET OBITh BEIpaOOTaH IO
BIMSIHAEM OKPY KArOIIeH cpeibl, J0X0aa, BO3pacTa.




8. lNoBepeH4Yeckan peakuumsa nokynarens

Iloa peaknuen mokynareJsi IOHUMAECTCA BCs
YMCTBEHHAs U (PU3UYECKAs ACITEIbHOCTh, BEI3BaHHAS
MApPKETHHIOBEIM CTUMYJI0M. OHa HEOOA3aTEIIHbHO
IIPOSABIIAETCS BO BHEIIHUX AECHUCTBUIX, & MOXKET UMETH
HUCKJIFOUMTEIIbHO MEHTAJIbHBIA XapaKkTep.




[loBegeH4yeckasn PeaKUuUnA NnoKynartensa

B MApPKCTHUHIC ITOHATHUC KIIOBCACHYCCKAA PCAKIHA» ABJISACTCA ooJiee
INMAPOKHUM, YEM B IIOHUMAHHNHU AKOHOMHYECKOM TCOPHUHN.

B 3k0HOMMKe paccMaTpUBAECTCs PEAKIM KaK TAKOBasi, HO HE BECh
MTOBEJICHYECKUM MTPOLECC, KOTOPBIM BEIET K MOKYyIKE. C TOUKH 3pEHUSA
3KOHOMUCTA MPEAIIOUYTEHHUS IPOABIISIOTCS B IIOBEACHNUH, A PEAKIIU
OTpeOuTENei — 3TO TO K€ CaMOe, UTO U PhIHOYHBIN CIIPOC,
BBIPAKECHHBIN B 00bEME pean30BaHHON npoayKuuu. [Ipu TakoM
MOJIXOJI€ PEYb UJIET O CIIPOCE, HAOTIOAABIIEMCS B IPOIUIBIX MEPHUOJIAX,
YTO 3a4aCTYI0 MPEACTABIISIET HE3HAYUTEIBHBIA HHTEPEC IS
[IPUHUMAIOLIETO PELICHUE JIUIIA.

B MapkeTHHIe CTaparTCs BOCCTAHOBUTD U MOHATH MPOLIECC
COBEPIIICHUS TOKYIKH, YTOOBI BO3/ICCTBOBATh Ha HETO OoJIee
POJYMaHHO, a TaK)Xe OIEHUBaTh A(P(PEKTUBHOCTh MAPKETUHIOBBIX
MEPOIIPUATHN.




[loBeaeH4Yeckan peakuusa nokynarens

DopMEI pPeaKIHHA

OnHca"gHae

OCHOBHBIC XapPAKTEPHCTHKH
PeaKIHH PBIHKA

CIIOHTaAHHAAd HZSBSCTHOCTE -

OCBEIOMIEHHOCTD —
KOorHETHBHAS CEASRIBACT YVEBOSHHVIO | permrOMHHAHHE —
HHOOPMAITHED CO
(DOZHABATEILHAA) V3IHABAHHE —
SHAHHEM
IHAHHE —
BOCIIPHHHMAaeMOe CXOJICTBO
OCO3HAaBaeMOe MHOMKECTBO —
BaKHOCTE —
onpeIeleHHOCTh -
AddpexkTHEHAA CEA23HA C VCTAHOBKAMH
. 3hdeKTHEHOCTE —
(PMOIIHOHAJILHAA) H CHCTeMoH OLleHKH
YCTAHOBKA —
IpeanoYTeHHE —
HaMepeHHe COBePINHTE MOKVIIKY
I[IOHCK PaKTOB —
npo0Had MOKYIIKa —
XApaKTEpHIYCT MNOBTOPHAA IOKVIIKA —
JeHcTEHE (HpHYeM He
F% | onpeneneHHe HAOOpa MapoK —
IToBegeH4YeCcKaAA TOIBKO CaM AKT opP
o IKCKIH3ZHBHOCTE —
IMOEVIIEHEH, HO H -
HoBeaenue mocte ned) | MOANBHOCTE KTOPTOBOHMapKEe —
VIOBJIETEOPEHHE /

HCVIOEBICTEODPCHHC




[MoBepeH4YecKkan peakuuns nokynarens

[IpakTMKM KOMMYHUKAIIMH TTIOCTYJIUPYIOT, YTO 3TU TPHU BUAA
PeakiMy HACTYNAKT B ONPeAeJICHHON MOC/Ie0BATE/IbHOCTH
Y 4TO MHJWBUJI, PABHO KaK U OPraHU3aLusl, IIEPEXOAUT HA
CJICAYIOIIYIO CTAJUIO B CIEAYIOIIEM ITOPSIKE:

KorautuBHas peakuus (MO3HAHUE) —
appexTuBHASA peakuus (YYBCTBO) —
NoBeACHYECKAs peakuus (AercrBue)

Mps1 nmMeeM nmpouece 00y4eHust, KOTOPBIM Ha MPAKTUKE
HaOJIroAaeTCs TOraa, Koraa MmoKynarejib KpaiiHe 3aMHTEPECOBaH B
IPUHUMAEMOM PEIICHUN (HaIpuMep, KOTJa BEJIUKU
BOCIIPUHUMAEMBIN PUCK WJIM YyBCTBUTEIBHOCTb K TOPrOBOM
MapkKe).




[loBegeH4yeckasn PeaKUuUnA NnoKynartensa

Mogaeib peakuuu 00ydeHus pa3padarbiBaIach IS OLICHKH
3(P(HEKTUBHOCTH PEKJIAMBI, a IM03KE MPUMEHSIACH B IPOLIECCE
IPUHSATUS HOBBIX TOBApOB.

[Tocnenyronye ucCiaea0BaHus MOKa3aliv, YTO TUIIOTE3a O MPOLIECCE
oOyueHus IpUMEeHHUMa He Bcerjaa. B yacTHOCTH, OHA HpeIoaraet, 4To
ITOKYIIKAa COBEPIIACTCS MPOAYMAHHO, 4 3TO UMEET MECTO TOJBKO B TEX
CydYasix, Korjga nokymnarejib B 3HAYUTEJIbHOM CTEIICHU BOBJICYCH B
MPOLIECC MPUHATUS COOTBETCTBYIOIIETO PEIICHUS.

ConpanbHbIMU TICUXOJOTaMU MOKA3aHO, YTO CYIIECTBYIOT U UHBIE
MIOCJIEI0BATEILHOCTH (HalIpuUMeEp, B CIydassX MUHUMAaJIbHON
BOBJICYCHHOCTH MJIM KOTHUTUBHOI'O JIMCCOHAHCA).

Tem He MeHee, MOJIENb «TTO3HAHUE — YYBCTBO — JIEUCTBUE» OCTACTCS
IIEHHBIM UHCTPYMEHTOM CTPYKTYPHUPOBAHUS UHPOPMAIIUU O
MOBEJCHYECKON peaKkIuu moTpeduTeeil, 0COOEHHO B COBOKYITHOCTH C
KOHIIEIIIUAMU BOCIIPUHAMAEMOI'O PUCKA ¥ BOBJICUEHHOCTHU
MOKYTIATEIS.




MaTtpuna BoBsiedeHHOCTH PyTa, KoyHa u beaaunra (FCB)

[Ipouecc peakiuu (TouHee, pa3JIMYHbIE €TI0 COCTABJIAIOIIME) MOXKHO pacCMaTpPpUBATh C 6oJiee
OOIIMX MO3UIMH, YYUTHIBAIOIIMX CTelleHb BOBJIEYEHHOCTH U CIIOCO0 BOCIIPHUSTHS PeaJibHOCTH.

Teopus cnenuaIu3anyuy roJIOBHOr0 MO3ra IJIacUT, YTO aHaTOMUYeCcKoe JieJieHHue MOo3ra Ha 2
noJiyiapus o6ycaaBaMBaeT 0C060€e BOCIPHUSITHE PEaJbHOCTHU:

JleBoe noJiynapue «paboTaeT» B MHTE/NJIEKTYyaJIbHOM peXUMe (OTBedyaeT 3a JIOTHKY,
BOCHpUATHE pakTorpapruiecKkor MHPOpMalMH, A3bIK U aHAJIU3, T.€. BBINOJHIET QYHKIUIO
KOTHUTHUBHOTO MBbIILJIEHUS ).

[IpaBoe - B 3MOLIMOHA/IBHOM UJIU CEHCOPHOM (00OecrneynuBaeT CUHTE3UPOBAHUE U SIBJISIETCS
60J1ee MHTYUTUBHBIM, BU3yaJIbHbIM, pEarMpPYOILIUM Ha HeBepOaJibHble Pa3/paKUTEJIH, T.€.
BBINOJIHSAET QYHKIMIO YYBCTBOBAHUSA ). I ‘ .




MaTpuna soBsiedeHHOCTH FCB

P.BoHT nipe1s103KUJ1 KOHLLENTYAJIbHYIO0 CXEMY, 00'beIUHSIOIILY 0
MepapxXUIo «II03HaHWe — YYBCTBO — JEUCTBUE» C KOHIENMen
BOBJIEYEHHOCTH NOTPEOUTEJISA U TEOPUEM CllelMaIM3al[MU MO3ra.

CoryiacHO 3TOM CXeMe, IPOLEeCChbl IPUHATHUSA PEIEHUH O MOKYIIKax
MO>KHO KJIACCUPULIUPOBATD 10 2 NPHU3HAKAM:

CTerneHb BOBJIEYUEHHOCTH (BbICOKAsA UJIX HU3KaA)

MeToA NO3HaHUSA peaJibHOCTHU (MHTEJJIEKTYaJIbHbIU UJIX
SMOLIMOHAJIbHBIN ).

CoyeTaHHe 3TUX IPU3HAKOB 00pa3yeT MaTpUIY:




MaTpuua soBsieueHHoCTH FCB

HuTennmekTvalbHLIHE MeTOI
«wIvMaTes»

IMOMHOHATLHBLIH MeTOI
«UVBCTRBOBATE

Bricoxan

O0vydeHHE

VYiHaTe — NOOIYECTEOCEATE — CAeIaTh:

CTpaXoEaHHe AaETOMODTeH

MOIIHH

]ID‘I_?'IH:TB'DBETI: — ¥3HATE — COJe.1aTh

CHopTHEHEIH aETOMOOIIE

BOBIEYMEHHOCLTE | CrpaxosaHRe SHISHE CeneHEH aETOMOORIE

CTHpaasHA A MANTHHA / CYITHTES Jdoporme mwacs

EpegmrHEaskapTa Orgezr

hMoTopHEoe MacIo Ooomn
ITapdrorepmna
Epacka xmasomoc
FvoHaz@macTa

3 4

ITpHBBIYEKA I'eTO0HH3IM

Hmzxan
BEOBJIe9eHHOCTE

CaeaaTte — YVIHATE — NOIVECTEOEBATE

CpencTeo gaAszarapa
IMTarory e
OoHopazoead OpHTEA
Bynassele MoT0TeHIA

CaenaTh — DOIVECTEOBATE — VIHATE

Hegoporse macer

ITemmina

ITozagpaEHTEIRHAA OTEPEITER
CeeTaoe/ TeMHOS IIHEOC
CoageHEIe 32KV CEH
IMpoxTa HT e IBHElS HATETTEE




MaTpuna BoBjieuyeHHOCTHU FCB

CyiiecTBYIOT 4 pa3jiM4HbIe MOCJAeA0BATEIBHOCTH IMpoLecca
MOTPEOUTEIbCKOM PeaKkIMu:

KBajapaHT 1 — COOTBETCTBYET CUTYallMM COBEPILICHUS TTOKYIIKH, KOTIA
3aMHTEPECOBAHHOCTH (BOBJICYEHHOCTh) MOKYMAaTENsd B TOBAPE BBICOKA, A
npeo0IagaoIlee BOCIPUITHE PEATTBHOCTH UMEET UHTEIUICKTyalbHbIN
xapakrtep. JlaHHasi cuTyalus Biae4eT 3a cO00M moTpeOHOCTh B UH(OPMALTUU:
3TO 00YCJIOBJICHO BaKHOCTHIO TOBapa M CBSI3aHHOW C HUM YMCTBEHHOM
AeATeNbHOCThIO. T.0. KBagpaHT | WLTIOCTpUPYET NpoLiecC 00yUYEeHUs], s
KOTOPOIO XapaKTEpHA MOCIEA0BATEIBHOCTD «y3HATh — IIOYYBCTBOBAThH —
caenarby. K 3Toi Kareropuu OTHOCSTCS KPYITHBIE TTIOKYIIKA TOBApPOB IO
BBICOKHM II€HaM, IIPEACTABIISAIONINX 3HAYUTEIBHBIA HHTEPEC U 00IaJaI0ITUX
BOKHBIMHU (DYHKIIMOHAJIbHBIMU XapaKTEePUCTUKAMM; TAKUMH TOBapaMHU
SBJISIFOTCS aBTOMOOMIIN, OBITOBAs TEXHUKA, JIOMa, TOBaphl MPOU3BOJICTBEHHOTO
Ha3zHa4yeHUs. B mojo0HbBIX cuTyanusx HeooxoaumMa HH(OPMUPYOIIAS
pekJiama.




MaTtpuna sBoBjiedeHHoCcTH FCB

KBaapaHT 2 — ONMChIBAET CUTYALMIO TTIOKYIIKH, B KOTOPBIX
BOBJICYEHHOCTD TAKX€ BbICOKA. OTHAKO MOKYIATE0 BaXKHA
HE CTOJILKO KOHKpPETHas MH(OpMAaIMs, CKOJIBKO 0011ee
OTHOIIEHUE WJIM SMOIIMOHAIBLHOE BO30YXJ€HUE, T.K. TOBAP
1100 TOproBasi MapKa CBSI3aHbl C CHCTEMOM [IEHHOCTEN
MOKYIIATENsA, €TO XapaKTEPOM M caMOyBaxeHueM. B manHoM
clly4ae MoCJI€A0BATEIbHOCTh OyIET MHOM: «IT0YyBCTBOBATH
— Y3HATh — czienarb». K 3Toi Kareropuu OTHOCATCS BCE
TOBApbl, UMEIOIIME OOJIBIINYIO COIMAIBHYIO U / UITH
IMOIIMOHAJILHYIO LIEHHOCTH (0K 1a, TapdromMepus,
IOBEJIMPHBIC HW3ACNS, MOTOLMKIIBI). B TOg0OHBIX
CUTYyalMsIX HEOOX0IMMa IMOLIMOHAJIbHAS peKJiaMa.




MaTpuna soBsiedeHHoCTH FCB

KBaapanr 3 — 3T0 penieHus, COnpsKeHHbIE ¢ MUHUMAJIbHBIM
00IyMBIBAaHUEM M IIPUBOJAIIME K COBEPIICHUIO ITOKYIIOK I10
IIPHBBIYKE BO M30€KaHKe AUcKkoM@opTa. [T1aBHOE, 4TOOBI OHU
BBIIIOJIHSIN CBOIO 0a30BY10 (PYHKIMIO. BOBICUEHHOCTH
MOKYIIATEJIEW B OTHOIIEHUH TAKMX TOBAPOB HU3KA. JIOSIILHOCTH
TOPrOBOM MapKe B 3HAYNUTEIBHOU CTEIICHU SIBJISIETCS CIICACTBUEM
MPUBBIYKH. Mepapxudeckas MOJEIb UMEET BUI: «CICIATh —
y3HATh — IOYYBCTBOBATHY». B 3Ty Kareropuro rnomnajaaet
OOJIBIIMHCTBO MPOAYKTOB IIUTAHUS U IPYTHUX OCHOBHBIX
MOTPEOUTENHLCKUX TOBAPOB — BCE TO, 0€3 YErO YEIOBEK HE MOXKET
00xomuThcAa. JIr0OOM TOBap MO JOCTHXKEHUU CTAJIUM 3PETOCTH
OOBIYHO MONAJACT B ATOT KBaJApaHT. B JaHHOM cilydyae peknama
N0KHA (POPMHUPOBATH IPUBBIYKH U MO/IJIEPKUBATH HX, 4
TaK’Ke HAIIOMUHATH 0 TOBape.



MaTtpuna sBoBjedeHHoCcTH FCB

KBaapanr 4 — oTpakaeT CUTyaIuIo, KOrjaa HU3Kas
BOBJICUCHHOCTh COCYIIECTBYET C AMOIMOHAIbLHBIM
BOCIIpHSATHEM. TOBaphl 3TOM KAaTETOPUU pAaCCUMTAHEI HA
JTUYHBIC IPUCTPACTUS ITOTPEOUTENICH, BKIIOUAs
NOTPEOHOCTU B UMHKE U OBICTPOM YAOBJIETBOPCHHH.
[TocnenoBaTeIbHOCTh UMEET BU «CAETATH —
IOYyBCTBOBATh — y3HaTh». CloAa OTHOCSTCS TaKue
TOBaphI KaK IHMBO, IIOKOJIa]1 M IIPOYUE CIIag0CTH,
curapetsl, dact-dya. B pekiame Takux TOBapoB
AKIEHT JOJDKEH JIEJIaThCI HA JTHYHOM

YAOBJICTBOPEHUM.




MaTtpuna sBoBjedeHHoCcTH FCB

AHan3 NOTPeOUTEILCKOM BOBJICUEHHOCTH ITO3BOJISIET
CIEJaTh OJTHO MHTEPECHOE HAOIIOAECHUE: OKAa3bIBAETCH,
IPUHHUMAETCS OOJIBIIOE YHUCIIO PEIICHUM O MOKYKE
TOBAPOB, CBSI3aHHBIX C HEOOIBIIIMM PUCKOM U HU3KOM
BOBJICUEHHOCTBHIO.

JlaHHBINA (QaKT MpeICTaBISACT MPOoOIEMYy IS (PUPMBI-
IPOU3BOAUTEIIS, YKa3bIBasl, YTO MAPKETUHIOBAs U
KOMMYHMKAIIHOHHASI CTPATETUH JOJIKHBI OBITh
agarTUPOBAaHbI K CUTYAIlMH, KOIJIa IIOTPEOUTEISAM MOIPOCTY
BCE PABHO, KAKO€ UMEHHO PEIIECHHUE O TTOKYIIKE OHU IPUMYT.




9. MoTpebuTtennckasa nosanbHoCcTb. Knaccudgpukauma noansHOCTH.

VYieprkaHue CylecTBYIOMNX MTOTPEOUTENEH MOAPa3yMEBAET CO3/IaHUE U TTOBBIIIIEHUE
WX JOSITIBHOCTH.

2 moaxoaa K onpcacjCHUIO JOAJIbHOCTH.

1. JIoAIbHOCTH — 3TO ONPEACICHHBIN THUII IOBEACHUS MOTPEOUTEINS, BhIPAKAIOIITAMCS
B JUIUTEJIbHOM B3aUMOJCUCTBUYU C KOMIIAHUEW U COBEPIICHUM TTOBTOPHBIX MOKYIIOK.

HGHOCT&TOK moaxoaa: OH YUUTBIBACT TOJILKO PC3YyJIbTAThI ITOBCACHUA (HOBTOpHBIe

MOKYIIKH ), HO HE PACKPBIBAET MPUUYHUHBI, IO KOTOPHIM NOTPEOUTENH JICIaeT BEIOOP B
MIOJIB3Y TOTO MJIA MHOTO MOCTABIINKA YCHIYT.

2. JIOIIBHOCTh — KaK NpeAIoYTEeHUE IoTpeduTeneit, hopMupyroieecs B pe3yiabTare
000011IEHHS YyBCTB, SMOIIMA, MHEHUU OTHOCUTEIBHO YCIAYTH (MU €€
MOCTaBIIKMKA). DTOT THUII JIOSUILHOCTU MHOTJIA pacCMaTpUBAETCs Kak OoJiee
3HAYMMBIM, T.K. CAMTAETCS, YTO OH MOKa3bIBAET CKOpee Oy/yliiee MoBeICHHE
MOTPEOUTENIS, UM OTPAKACT €ro IMPOIILIN OIBIT.

Henocratku: OtnaBas npeanoyTeHUe CyObeKTUBHBIM MHEHUSIM KaK
OMpeACIIAIONUM (PaKTOopaMm JIOSIIBHOCTH, HE JOKA3bIBACT UX BIUSHUS HA TOKYIIKY.
Bo3HKKarOT 1po0sIeMbl U3BMEPEHHS TAKOTO TUIIA JIOSIILHOCTH.




9. MoTpebuTtennckasa nosanbHoCcTb. Knaccudgpukauma noansHOCTH.

Taxum 0OpazoM, pacCMOTpPEHUE JOSUIbHOCTH TOJIBKO B OJHOM PaKypCe BEAET
K BOBHUKHOBEHHIO Mpo0ieM Jnbo e€ hopMUpoBaHUs, TMO0 U3MEPECHUSI.

Dick and Basu: npeamnoioxuim, 94To JOSIJIbHOCTDH ONpeaeasieTcs
COYETAHHEM «IOBEAEHYECKHX» U «BOCIIPHHUMAEMbBIX»
XapaKTepPUCTHK.

[ToaTOMY, TOSIIBHBIMU SIBJISIFOTCS T€ HOTPEOUTEIN, KOTOPHIE TTOJI0KUTEIBHO
OTHOCSITCS K JeSITeIbHOCTU (PUPMBI, €€ MPOJYKTaM U yCIIyram, IIepCcoHaITy
Y T.II.

DTO MOJIOKUTEIIBHOE OTHOIICHUE BBIPAYKAECTCS MPEATIOYTCHUEM, OTAABAEMbIM
IPOAYKTaM JaHHOW ()UPMBI B CPABHEHUH C KOHKYPEHTAMU, PUYEM ITO
MPEANIOUYTEHUE YCTOMYUBO BO BPEMEHU U XAPAKTEPU3YETCS COBEPIICHUEM
ITOBTOPHBIX MOKYIIOK.




NosanbHOCTL

«IToBeneHuYecKan» JOSJIbHOCTb — OIIPEEICTCS OBEICHUEM OTPEeOUTENs
IIPH TTOKYTIKE.

E€ cocrasnsromniue:
[lepekpecTHas mpojaxa — KOJIUYECTBO JOMOTHUTEIBHBIX TPOYKTOB (PUPMBI,
KYILJICHHBIX TOTPEOUTEIEM B ONPEACICHHBIN TPOMEXYTOK BPEMEHU

VYBEIUUECHUE TTOKYIIOK — CYMMa WJIA JOJIs1 YBEJIUYECHHUS pa3Mepa MOKYIKH OJHOTO U
TOTO 7K€ MPOJIYKTA 32 OIPEICIEHHBIA TPOMEKYTOK BPEMEHHU.

[TOBTOpHBIE TTOKYIIKA — KOJIMYECTBO ITIOBTOPHBIX MOKYTIOK.

[Tognep:xaHre NOTPeOUTEIEM JOCTUTHYTOIO YPOBHS B3aUMOJICUCTBUS C (PUpPMON —

OTHOCHUTEIIBHOE MOCTOSSHCTBO CYMMBI IMTOKYIIKA OJHOTO M TOTO € MPOJYKTa 32
ONPENECITCHHBINA MPOMEKYTOK BPEMEHH.

- DTH KOMITOHEHTHI «ITOBEICHYECKON JIOSITBHOCTH SIBIISIOTCS HanboJee
IPOCTBIMU TSI K3BMEPCHHS, OHH MOTYT OBITH IOJIYICHBI U3 0a3bI TAHHBIX
0 TOTPEOUTEIISAM.




NMosAnbHOCTL

«BocnnpuHuMaemash) JOSUIBHOCTD — GPOPMUPYETCA MPEATIOYTCHUSIMU U
MHEHUSIMUA OTPEOUTENCH.

E€ xoMmmmoHeHTaMU SIBISIOTCH:

YI0BJIETBOPEHHOCTH — OUTYIICHUE JOBOJIbCTBA, BOZHUKAIOIIEE Yy
NOTPEOUTENS, KOTOPBIN COMOCTABIISIET MPEABAPUTEIIBLHBIC 0XKUIAHUS U
pealibHbIE Ka4eCTBa MIPUOOPETEHHOTO MPOYKTA.

OcBeTOMJICHHOCTDh — OHA ONPEACIACTCS

1). Kak cTenenb u3BeCTHOCTH ASITEIAbHOCTH (PUPMBI Ha 11€JICBOM
PBIHKE.

2). KpoMme Toro, oHa MOXeT ObITh U3MEPEHA KaK KOJIUYECTBO
PEKOMEHJAIMI CYIIECTBYIONIUX MOTPEOUTENEH, BEAYIIUX K TPUBIICUCHHUIO
HOBBIX MMOTPEOUTEIICH.

HN3MepuTh «BOCITPUHUMAEMYIO» JIOSIIBHOCTH CII0XKHEE.

OCHOBHBIMH CITOCOOAMM TTOTYyUYEHHUSI HHPOPMALIMU OyIyT OIPOCHI
OTPEOUTENICH U DKCIIEPTOB.




NMosAnbHOCTL

Y10BJ1eTBOPEHHOCTh — HAWOOJIEE CIOXKHBIN M3 BCEX BBIIICIIEPEUNCICHHBIX
(baKkTOpOB.

I[OJ'ITOC BpEMs CUHUTAIIOCH, YTO JIOAJIBbHOCTD HOTpG6HTCJ’ICﬁ OoIIPCACIIACTCA
HCKIIOYUTCIIbHO UX YIOBJICTBOPCHHOCTLIO.

Ho nccnenoBanus moka3ain, 4TO yIOBIETBOPEHHOCTh MOTPEOUTEINICH HEOOSI3ATEIBHO
BJICYET 32 COOOM MOBTOPHBIE MTOKYNKHU U YBEIIUUYCHUE MTPOIAXK.

Boiee Toro, mpuMepHO MOJTOBUHA «Y/IOBICTBOPEHHBIX)» MTOTPEOUTENICH MEHSIOT
MOCTABIIUKOB yCITYT.

DTOT pa3pbIB MEXAY JIOSUIBHOCTBIO U YOBICTBOPEHHOCTHIO YKA3bIBAET HA BO3MOXKHOE
HaJIMYKE APYTUX KOMIIOHEHT, BIUSIOMMX HAa (DOPMUPOBAHUE JIOSITBHOCTH.

HccnenoBanus BBIABUIIN, YTO YIOBIECTBOPEHHOCTh SIBJISIETCSI HEOOXOUMBIM yCIOBUEM
U151 QOPMHUPOBAHUSI JIOSIIBHOCTH, HO TI0 MEPE PA3BUTHS JOSUTBHOCTH OHA
yTpauyuBaeT CBOE MEPBOCTEIICHHOE 3HAYCHUE U B JICMCTBUE BCTYNAIOT APYTrUe
(aKTOphl, B YaCTHOCTH, COUAIbHOE OKPY:KeHUE MOTPeOuTE .




NMosAnbHOCTL

Onucanue o0uIel MpoueaypPbl OLIEHKH YPOBHS YI0BJIETBOPEHHOCTH /

HeyI0BJIETBOPeHHOCTH TMoTpeduTeneii npeanaraet K. 2K.Jlamoen (JIamOeH,
c.165).

OHa OCHOBBIBACTCS Ha KOHILEIIIUH MYJIBTHATPUOYTUBHOM MO OTHOIICHUS 1
BKJIYOYaeT B ceO0dg 3 3ramna;

OneHuBaroTCA:
1. 00m1asi y10BJI€TBOPEHHOCTH MPOAYKTOM MJIM MOCTABIIUKOM

2. YIOBJIETBOPEHHOCTD M0 KAKA0H XapaKTepUCTHKeE U €€ BasKHOCTD (OI[CHKA
npou3BoauTcs o 10 — OaIbHOM HIKajle ¢ J0OaBICHHEM BapUaHTa «HE 3HAIOY)

3. HaMepeHHne COBEPIIUTH MOBTOPHYI0 MOKYIIKY

JIna ananmn3a pe3ynbTaToOB PACCUMTHIBAIOTCS CPEAHUE 3HAYCHUS 110
YJIOBJIETBOPEHHOCTH B LIEJIOM U MO KaXKJIOMYy aTpUOyTy U CPEIHEKBAIPATUUECKHE
OTKJIOHEHHUSI, KOTOPBIE MO3BOJISIOT OLEHUTh Pa30pPOC MHEHUW PECITOH/ICHTOB.

+

Kpome Toro, 10MoJHUTEIHHO MTPOU3BOIUTCS OLIEHKA COOTHOIIEHM S
YAOBJIETBOPEHHOCTH / BakHOCTH. OHA MMOKA3bIBAET, HACKOJIBKO BHICOK YPOBEHb
TOBJICTBOPEHHOCTH IO HanOoJIee BAKHBIM XapaKTEPUCTHKAM, OKa3bIBAIOIIIUM

& BJIMSTHYE Ha BBIOOP MOTPEOUTENIS, M IO OCTAJIbHBIM XapaKTEPUCTUKAM.



NMosAnbHOCTL

HccnenoBanve Mutraina u Jlaccapa nmokasaso, 4o

Y10BJIETBOPEHHOCTH, HECOMHEHHO, BJIHSIET HA JIOAJIbHOCTDH, HO
HENMPSIMO: HEYIOBJIETBOPEHHOCTh TAPAHTHPYET HEJOSIJIbHOCTh, TOIA
KAaK YIOBJIETBOPEHHOCTH He TAaPpAHTHPYET JOAJIbHOCTDb, U TOJbKO
MAaKCHMMAJIbHAA YI0BJETBOPEHHOCTh 00eCIeunBaeT eé.

OTCIOI[a MOKHO CACJIaTb 2 Ba)XKHBIX BbBIBO/IA.

MIOJTHOE YJIOBJICTBOPEHHUE MOTPEOUTENICH SIBIISIETCS 00JIee 3HAUUMbIM
(hakTOpPOM IIPH CO3AAHUM JOSUTLHOCTH, YEM MIPOCTOE YIOBIECTBOPEHHUE

HCO6XOI[I/IMO OTCJIC)KNBAHUC ITPOTHUBOIIOJIOKHOTO YIOBJICTBOPCHHOCTH
COCTOSAHUA — HCYAOBJICTBOPCHHOCTHU




NMosAnbHOCTL

Takum oOpazom, pupma J10KHA M3yYaTh JUHAMHUKY
YAOBJIETBOPEHHOCTH (PETYJISIPHO, KAK MUHUMYM €3KETOIHO)

+

IJISI OLEHKH JIOSIJILHOCTH HEOOXOIUMO CPABHEHHE eé
MOBeAeHYEeCKUX U BOCIPUHUMAEMbIX IAPAMETPOB.

3HAYEHUE COCTABIISIONINX MOBEACHUYECKOM JIOSJIbHOCTH
noiaydyaeM u3 0a3bl JAHHBIX, (PAKTHUYECKH 110 JH000MY
OTPEOUTENIO B JIFOOOE BpEMs

M3MEPEHUE BOCIIPHMHUMAEMOM JIOSJTIBHOCTH KaXK10TO
MOTPEOUTEIIS, IIPUUEM PETyISIPHO, HEBO3MOXKHO (TOIBKO
OIPOCHI MOTPEOUTENEH U IKCIIEPTOB) — HOATOMY
11eJIECO00pa3HO MPOBOAUTH OLIEHKY W IMOBEICHYECKOM, 1
BOCIIPHHUMAEMOH JOSILHOCTH IMO-CETMEHTHO




NMosAnbHOCTL

KnaccudmKamua NOANBHOCTH

THNBI NOANLHOCTH BbILENAKTCA B 33BMCUMOCTH
0T YPOBHA I'IDEEﬂ,EH'—IECHDI:':I H EDCI'IFIHHHMEEMDIFI NOANBHOCTH.

[loBe feHYeckan NoANbHOCTL

- BBICOKAA H13KaA
E E BBICOKAA ABConOTHAR NOANLHOCTE CKpbITaA NOANBHOCTD
<
z 2
T
2 5
5
E HM3KaA JI0M¥HaA NOANLHOCTE OTCYTCTBHE NOANLHOCTH
i




NossinbHOCTL

AO0COJIIOTHASA JIOAJBHOCTDb — CUTYaIUs, IPA KOTOPOH
BBICOKOMY YPOBHIO ITOBEJICHYECKOM JIOSIIIBHOCTH
OTPEOUTENIEH COOTBETCTBYET BEICOKMI YPOBEHD
BOCIIPMHUMAECMOM JIOSUILHOCTH. SBIIIETCA HanOoJIee
OJIaronpuATHOM Ay opranu3auuu. Ilorpedourenen ¢
a0COJIFOTHOM JTOSJIBHOCTBIO JIETYE BCETO YIEPHKATh.
[Ipryem ISt 5TOTO MOXKET OBITh JIOCTATOYHO
NOAJICP>KaHUS CYIIECTBYIONINX CTaHAapPTOB Ka4yeCTRA.




NossinbHOCTL

CkpboITast JOAJIBbHOCTH — 03HAYACT, YTO BHICOKHM YPOBEHD
BOCIIPUHUMAEMOM JIOSUILHOCTH HE MOAKPEILISICTCS
MIOBEJICHUEM IIOTPEOUTENIS, T.€. OH BBIICIACT JaHHYIO (PUpMy
M3 YHCJa KOHKYPEHTOB, HO IpHoOpeTaeT €€ NpoOAyKThl HE TaK
YacTO HWJIM HE B TAKOM KOJMUYECTBE, KaK a0OCOJIIOTHO JIOSJILHBIC
norpeoutenu. IlpudarnHaMu 3TOro SABJISIIOTCS, MPEXK]IE BCETO,
BHEIIIHHUE (PAKTOPBI, HAIIPUMEP HEJOCTATOUYHBIM YPOBEHD
noxoja. B Takol cuTyaluu opraHu3aluy Heo0X0IuMO
YKPEIUIATh JJOCTUTHYTOE MOJ0XKEHUE ITyTEM PA3BUTHA
MMOBEACHYECKOHN JOAIbHOCTH. J[JIs1 3TOr0 MOTYyT
HCII0JIb30BAaThCs, HAITPUMED, LICHOBBIE CTUMYIIHL.




NossinbHOCTL

JIokHaA JIOSIJILHOCTH — UMEET MECTO B ClIydae, Korjia
MOBEJICHYECKOM JIOSUTbHOCTHA COOTBETCTBYET HU3KUU YPOBEHD
BOCIIPUHUMAEMOM JIOSITIBHOCTH. DTa CUTYallHs SABISCTCA
yIPOKAIOIIEH, MOCKOJIbKY ITOTpEeOUTENh HE MPUBSI3aH K
opraHu3anuu. Ero mokynku MOryT SIBISITbCS CJIEICTBUEM
OTPaHUYECHHOTO MPEJIOKECHHUS, TPUBBIUEK (YCIyraMu JaHHOM
KOMITAHUHY TPAJULIMOHHO MOJIb3YIOTCS YWICHBI CEMBH ), TIOITOMY
KaK TOJIbKO IMOTPEOUTEIb HAMJET OpraHU3alIHIO,
YJIOBJICTBOPSIOIIYIO €r0 B OOJBIICH CTEIEHH, OH OTKAXKETCS OT
oOcayxuBaHus. s yaepkaHus MOTPEOUTETIEH,
JEMOHCTPHUPYIOIIMX TAKON THII JIOSJIbHOCTH, HEOOXOIUMO
00s13aT€IbHOE YCUIICHUE BOCITPUHUMAEMOM JTOSITIBHOCTH.




NossinbHOCTL

OTcyTCTBI/Ie JOAJIBHOCTH — IIPCAOCTABJISICT
MHUHHUMAJIBHBIC BO3ZMOKHOCTHU IJIAA YACPKAHUA
KIIMCHTOB.

OpraHuzanuu J100 CIEAYET OTKA3aThCs OT YACp KaHUS
ATOM YaCTH NOTpeOUTeel (3aMEeTUM, BBITOAHBIX IS
HeE), IMO0 NPUHUMATh CHEIAIbHBIC MEPHI JJIS
ITOBBIIIICHUS IIPEKAEC BCETO BOCOPUHUMAEMOM
JTOSIIBHOCTH.




UTak,

JIOSIIBHOCTB SABISICTCS OCHOBHBIM ITIOKA3aTeIeM YPOBHA BSaHMOHGﬁCTBHH
HOTpC6I/IT€H$I U KOMITaHUHU, IIPUICM MOXHO BBIACINTD 2 eé CTOPOHBI:
«IIOBCACHYCCKYIO» U «BOCIIPUHHUMACMY10).

141 «IIOBCACHYCCKAs» N «BOCIIPHMHHUMACMAN» JIOAJIbBHOCTDh BKJIIOYAIOT B ceos
pAA KOMIIOHCHT, KOTOPBIC MOT'YT OBITH HUCIIOJIB30BAaHbI T UBMCPCHUS
JIOAJIBHOCTHU.

Haunbonee 3HaunTEILHBIN BKJIaI B (DOPMHPOBAHUE JIOSIILHOCTHA BHOCHUT
yIOBIIETBOPEHHOCTh MOTPEOUTEINCH, IpUUEM IS yACpKaHUS
noTpeduTeneit He0oOXOAUMO JTOCTHKEHUE MaKCUMAJIbHOTO YPOBHS
yIOBJIETBOPEHHOCTH.

OnHako 111 onpeaeieHrs BO3MOXXHOCTEH MTOBBIIICHUS JIOSIIIBHOCTH
NOTpEOUTENIEH HY>KHO OLICHUTh COYETAHUE YPOBHS KaK BOCIIPUHUMAEMOH,
TaK U MOBEICHYECKOM JIOSIILHOCTH.

MakcuMaJibHbIE BO3MOKHOCTH I YACPKAHUA ITPCAO0CTABIISACT
a0CoIIOTHAS JOAJIbHOCTB, HCCKOJIBKO MCHBIIINEC — CKPbITAsA JIOSAJIBHOCTD,
OI'paHUYCHBI BOBMOKHOCTH YACPKAHHUS B CJIyHaAC JIOKHOM JOSJIBHOCTH U
DAKTUYCCKHN HCT IIPU OTCYTCTBHUU JIOAJIIBHOCTHU.




10. Cnoco6bI aHanusa 1 oUueHKU CyLleCcTBYHLLUX
KITMEeHTOB

[Tutep ok yKa3pIBacT, YTO OCHOBHAS 3aj1a4a MPEANPUITHS - YIOBICTBOPECHUE HYKT U
noTpeOHOCTEH KIMeHToB. U eclii B yCIIOBHSIX SKOHOMUKH, OCHOBAaHHOW Ha
KOHKYPEHIIUH, TIPEANPHUATHIO HE YAACTCS YIOBICTBOPUTD KEIAHUS KIIMEHTOB, OHO
00peUeHO Ha UCUE3HOBEHHUE.

[TosTOMy HElb3s HE COMNIACUTHLCA C TEM, YTO HEOOXOAMMO BCECTOPOHHE U3YUaTh
MOTPEOHOCTH KJIMEHTOB, HE TOJIKO MPsIMbIE, HO U KOCBEHHbIEC. BO BcecTopoHHEM
3HAHUM 3TUX OCOOCHHOCTEN M YMEHUM UX YAOBJIETBOPUTD U 3aKITI0YACTCS
MIPEUMYIIECTBO HA PHIHKE C BBICOKOM KOHKYPEHIIUEN.

ITonsiTe KJIIMEHTa NOSIBUIOCH A0CTATOYHO AAaBHO N paCCMATPUBAJIOCH MHOTUMH aABTOPAMM.

Kauents! (. Kotnep) - monu, KoTopbie MOKYMalOT TOBAPhl COOTBETCTBYIOIIECH KaTeropuu
Y €AUHCTBEHHOI'O MOCTABIIMKA.

KuineHT - B IMPOKOM CMBICIIE -FOPUANYECKOE WIH (PU3UYECKOE JTUI0, MOIb3YIOIIEeCs
yCayTraMu Jpyroro (pu3n4ecKkoro Win IpUIAYEeCKOTo JIUIa, BCTYMHAaloIIee C HUM B
JIEITOBBIE B3aUMOOTHOIIICHUSL.




Cnoco6bl aHanu3a v OUeHKU CyLLeCTBYHLUX KITUEeHTOB

MO>KHO BBIICTIUTH CICAYIOIIYME THIIbI KJIHEHTOB 110
CTAAUSAM.

ITOTCHILIMAJIBHBIC KJIMCHTHI
HOBBIC KIIMCHTEI
ITOCTOAHHBIC KIIMCHTBI

IMOTCPAHHBIC KIINCHTDI




Cnoco6bl aHanus3a u OUeHKN CyLLeCTBYIOLWMUX KITMEHTOB

ODTO OCHOBHBIE ATAIbl JKU3HECHHOTO MHUKJIa KIINCHTOB JIF000T0 IMPpCAIPUATHA.

[Ipruem noTeHIMAIBHBIE KIIMEHTHI MOTYT HAKOT/IA U HE CTaTh HOBBIMU
KJIMEHTAMU MPEANPUSITHUS.

A OAHAXbI KYITMBIIWC KIINCHTBI MOT'YT HC CTATb ITIOCTOAHHBIMHA U CTATH
IMOTCPAHHBIMU.

HOTepHHHBIX KINCHTOB IIPAKTUYCCKHX HCBO3MOXHO BCPHYTH, CCJIN HC PCIINUTD
TC HpO6JI€MBI N BOIIPOCHI, KOTOPBIC BBI3BAJIN Y KIIMCHTA HCJOBOJILCTBO.

Hpyroii mpo0sieMOoH SIBJIIETCS TO, YTO KJIMEHT TOXKE MEHSIETCS U MEHSIIOTCS €0
MOTPEOHOCTH U 3alIPOCHI, IOITOMY HEOOXOAUMO MTOCTOSIHHO OTCJICKUBATh 3TH
U3MEHECHMUSA.

HpI/I 9TOM CJICAYCT BbIIACIIATH PA30BbIX U ITOCTOSHHBIX KIIMCHTOB.

Pa30Bbl€ - 3TO KIIMEHTHI, COBEPILUBIINE OAHY ITOKYIIKY, & IOCTOSHHBIE — 3TO
KJIMEHTBI, BOCIIOJIb30BABIINECS yCIyraMHi U TOBapaMH MPeAIpUsATHs Oonee
QHOTO Pa3a.




Cnoco6bl aHanus3a u OUeHKN CyLLeCTBYIOLWMUX KITMEHTOB

Ha ceromuganiauii 1edp HAKOIIEHO MHOTO METONUK OIIEHKHU U
BbIOOpPA KJIFOYEBBIX CTPATETMYE€CKHM BaKHBIX KIMEHTOB.
bazoBoi1 MmeTonMKOM I aHaJin3a B3aUMOOTHOIIIEHUU
cuuraetrcsi ABC — anaaus.

CMmbica ABC-anaam3a cOCTOUT B TOM, YTO 10
ONpEJICIICHHLIM KPUTEPUSAM BCEX IOKYyIaTeIei yCIOBHO
pPa3aeISIOT HA HECKOJIBKO T'PYII.

OOBIYHO MO KJIACCUYECKOM CXEME BBIJCIISIIOTCS 3 TPYIIbI — A,
B u C.




CnocobbI aHanu3a u OUEeHKU CYLLeCTBYKLNX KITUEeHTOB

[Ipeamnonoxum, 4To HA (GUPME UMEETCS HHDOPMALUS O
TOM, KTO 1 CKOJILKO (Ha KaKH€ CYMMBbI) OKYIIaJ.

N3 BCen Macchl MOKYyIarejae MOXHO BbIACIIUTD
ONpEe/ICICHHBIC TPYIIIBI HOKYIIATEICH, OepyIIrX
OoJIbIIIKE O0BEMBL, CPEIHUE U MaJIbIC.

Oto rpynnsl A,B u C.




CnocoObl aHanu3sa v oUeHKU CyLLEeCTBYHLWUX KITUEHTOB

ABC-a#aam: JaHHEIX 0 DOKYIATETAX

[ToxynaTeIn Odopor, Teic. pyo. Qdopor, % ot 0Gmero odopota
1. Pupua l 400 10
2. Pupyal 200 5
3. $upMa 3 40 1
4. ...
m. Pupua M 4 0.1
Bcero 4000 100




CnocoObl aHanu3sa v oUeHKU CyLLEeCTBYHLWUX KITUEHTOB

CreqviomeEy 3TanoM aHATH3A ZBTAETCA PAIHECEHHE BCEX MOKVIATeNeH 0 VCIOBHEDM TPVIIANM:
Kiaccndukanns noxynarteei

I'pynma Toas B obopoTe Toxs B odmem IncIe
nokymnareei, %
A 75 5

20 20

5 75




Cnoco6bl aHann3a n OLEeHKU CYLLeCTBYHOLWNX KNTUEHTOB

[udpse! goseit 00opoTa U 10Jei B 0OIIEM YKCII€ MOKYIATENICH TPUBEICHBI
ycioBHbIe. HoO OHH, TIO CYIIIECTBY, OTPaKatOT U3BECTHBIN 3aKOH UTAJIbSTHCKOTO
skoHomucTa Bunsdpero [Tapero.

3akoH [1apeTo HOCHUT SKCIIEPUMEHTAJIBHBIA XapAKTEP: OH YCTAHABIUBAET, YTO
80 % TOBapOB U YCIYT OJIHOTO MPEANPUATHS OKYIat0T 0K0JI0 20 %
MOKYTIATEJIEH.

CnencrBuem 3akoHa IlapeTo siBaseTcs To, 4To (hupMa MOKET YCTAHOBUTD
HEKHUE MPUOPHUTETHI BO B3AUMOJICCTBHAM C MOKyNaTeJIsIMU. TOT MOKYTIaTEb,
KOTOPBIN 1151 PUPMBI MPUHOCUT OOJBIIYIO MOJIb3Y, CTAHOBUTCS 00JIee
MPUBUJIETUPOBAHHBIM. [ [pUBHIIErM OTHOCATCS K CPOKAM OILIATHI, pa3Mepam
CKHJIOK, CIT0c00aM JIOCTaBKHM TOBapa MOKYMNATEI0 U K MHBIM MepaM
MOOIIPEHMUS.

[Tokymarens, KOTOPBIH B paboOTe MEHEe peHTA0EICH, MOXKET ObITh
IPOCTUMYJIMPOBAH K TOMY, YTOOBI OH COBEpIIIajl 0ojiee KPyIHbIC MOKYIKH U
IIPY TOM C OOJIBbIIIEH 1151 CE0sI BHITOIOM.




Cnocobbl aHanu3a u OLeHKU CYLLEeCTBYHOLWUX KITUEHTOB

CooTHOmEHHe KONMHYIECTEA NOKVIATeneH H 00BEMOE HX 3aKVIOK rpadHIecKH MOXKHO MPEICTAEHTE
CTETVECIIENM 0OpazoM:

CToMMoOcCTHaRA gonA, %

A
B
75
20 c
5 CTOMMOCTHEIE FPYNNEI
20
75




Cnoco6bl aHanus3a u OUeHKN CyLLeCTBYIOLWMUX KITMEHTOB

SBHO TIPOCIICKUBACTCS TEHICHIINS, KOT/Ia HEOOJIBIIIOE KOJTUYECTBO
MoKymareJsie (B cpeiHeM OKoJIo 5 %), AeaarT OCHOBHbBIC NOKYHKU. U
Ha000POT, 0K0JIO 75 % OCTaJIbHBIX MOKYyNAaTeNei AeIal0T MHOXKECTBO
MEJIKHX M0 00beMaM MOKYTOK, 101 KOTOPBIX B OOIIEM COCTABIISIET OKOJIO
5 %. Ludpel M0 107M SBIISIFOTCA HA PUCYHKE YCPETHEHHBIMU, HO
cootHomeHue 80 : 20, Kak IIPaBUIIO, COXPAHAIOTCI HE3aBUCUMO OT TOBApa.

Jlna npoBeneHus kauectBeHHOro ABC — aHann3a He00X0UMbI TOUHBIE
JaHHBIE 00BEMOB MPOJAXK I10 KaXKJIOMY KIIMEHTY B TCUCHHE ONPECICHHOTO
BPEMEHHU.




Knaccudukaumsa knmentoB B cucreme CRM

IIpuknagnoe pemenue B cuctemax CRM comepXuT cpeacTna
KJIaCCU(PUKAIMHN KJIUEHTOB MO JBYM KPUTCPHUSIM:

o npuBiekarenbHOCTH (ABC-Kkiaccudukanus) u

10 CTaJAUSIM B3aUMOOTHOIICHUH C K1ueHTaMu (XY Z-
KJIaCCU(DUKALIHS )

JlaHHBIC CpeACTBa KJIACCU(PUKAIIUM IIPEAHAZHAYCHBI JJIS
(OpMUPOBaHHUS CTPATETUU B3aMMOOTHOIIICHUH C KIIMEHTaMU.




Knaccugukauma KnnmeHToB No npuBnekaTenbHOCTH
(ABC-knaccudukayums)

ABC-xnaccudukanusa ocHoBaHa Ha npasuiie [lapeto.

ABC-xnaccudukanysi mo3BoJI€T pa3OUTh KIMEHTOB HA TPY IPYIIIbl BAXKHOCTH:
Bricokas (kmacc "A")

Cpennss (kimace "B")
Hwu3zkas (knacc "C")

CDI/IpMe HMCCT CMbBICJI HAIIPABJITh CBOXM OCHOBHBIC YCHUJIMA HA ITPUBJICUHCHUC U

ylIep>)KaHUEe KPYIMHBIX KJIMEHTOB, HEOOXOIUMO Ipeiararb KpyImHbIM KJIHEHTaM
0C000 BBITOJHBIE YCIOBUS ISl COTPYTHUYECTBA.




Knaccucbukayusi KnueHmos ro rnpusrnekamernbHocmu

ABC-rkraccugurayiia Kiuenmos




Knaccudukauma knneHtoB B cucrteme CRM

B nononnenne k ABC-knmaccudukanyum MOXHO KIaCCU(UITUPOBATH
KJIMEHTOB 10 CTAJIUSAM B3aUMOOTHOIICHUN U XPAHUTh UCTOPHUIO
U3MEHEHMS CTaIUM JIJI1 aHAJIM3a PA3BUTHS B3AUMOOTHOIICHUM.

Paznn4yarorcs cieayoomue CTaauu B3aUMOOTHOIIICHUH ¢ KIIMECHTAMMU:
IToTreHnMaabHBINA KIIMCHT;

Pa30BbIN KIIMEHT;

ITocTOsTHHBIN KJIMEHT;

[ToTepstHHBIN KIIUEHT.

Ilepexoapl KIMEHTOB U3 OJIHOW CTAJUU MOXKHO IMPEACTABUTH B BUJIC PUCYHKA




Knaccudukaumsa knnentor B cucreme CRM

[lepexodsl xiuenmos uz odxoll cmadiy € opyayo

,_[ MocToRKHBIR NOKyNaTens )_‘

XY I -knaccndukaymna
E X - knace ] L LETEE = [ "I’-nnm:l:]
® N

# o

L
» [ ]

(z-na) ”

asoswii noxynarens ) I_

(0" Norenumanshbiii nokynarens)  MorepaHbiii noxynarens




Knaccudukauma knneHtoB B cucrteme CRM

Jlotst cragun "I[1O0CTOAHHBIN KIIMEHT' ITPEAYCMOTPEHHAA
JOIOJIHUTEIbHAS KJIACCU(PUKALMS 110 PETYISIPHOCTH
3aKYIIOK:

cTaOMIbHBIC 3aKyNKHU (X-KIacc)
HEPETYJISIPHBIE 3aKyNKH (Y-KJIacc)
SMU30ANYCCKUE 3aKYIKH (Z-KIacc)




Knaccudukauma knneHtoB B cucrteme CRM

Kaaccuguxayus no pezyiaprocmu 3aKynox




NMone cTpaTterum B3aMmMOOTHOLUEHUWN C NOCTOAHHbLIMMU

KNnueHTamMu
110 IPHEIEKATETEHOCTH (BAKHOCTH KIHEHTOE )
A (peicokas) | B (cpenmad) | C (HH3KAS)
X (cTa0HIBHEE :
Ky IH) AX BX CX
Y
M0 CTATHAM _
B2 00 THOMIEHHH (H@pEF}h‘IHpH&IE AY BY CY
C KTHEHTAMH SEHB'TEE'I)
Z
(3TH30TEHECKHe AZ BZ CZ
3aKVIIKH)




MaTtpuua «PeHTabenbLHOCTL-TpeboOBaTENILHOCTL»

JI1s obnerdyeHus: padOThI 110 CUCTEMATU3ALMHU KJIUEHTOB
MOKHO IIPUMEHSTH KJIACCU(DPHUKALIMIO KJIUEHTOB 10
MaTpuue «PeHTa0deJJbHOCTh — TPE0OBATEILHOCTDY,
KOTOpasi TAKXKE IO3BOJISICT BBIACIATDH KINCHTOB,
00€CIeUnBaIOIIMX JI0X0/Ibl U 00JIeTYaeT
KOMMYHHMKAIIMH BHYTPH KOMIIQHHH.




MaTtpuua «PeHTabenbLHOCTbL — TpeboBaTeNnbLHOCTbLY

OPHELLTLHOCTD

«XOPOIIIHE» «TPEBOBATEJIBHBIE»

TPEBOBATEJIBHOCTD

« A;EEI(B ATHBIE» “«3AZHAHKH»




MaTtpuua «PeHTabenbLHOCTbL — TpeboBaTeNnbLHOCTbLY

3a3zHaMKM: HU3Kas IPUOBUILHOCTh B COYECTAHUU C
BBICOKMMM TPEOOBAHUSIMM K (DPUHAHCUPOBAHUIO (1101 HUM
OAPa3yMEBACTCS BbIACICHUE KOMIIAHUEH aKTHBOB,
HEOOXOIMMBIX 151 OOCITY>KHBaHUA).

TpeboBaTesibHBIE: BHICOKAS MPUOBLJIBHOCTh U BHICOKHE
TpeOOBaHUS K (PUHAHCUPOBAHHUIO.

AJleKBaTHbIE: HH3Kas NPUOBbUILHOCTh B COYCTAHUM C
HEBBICOKMMH TPEeOOBAaHUSIMH K (DMHAHCUPOBAHUIO.

Xopouue: BbICOKas IPUOBLJIBHOCTh B COYECTAHUH C
HU3KUMM TPEOOBAHUAMHU K (DUHAHCHPOBAHHUIO.




