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B ycnoBumAx pbIHOYHOM SKOHOMMKN KOHKYPEHTHAA cpeaa 06a3biBaeT yaenatb
OrPOMHOE BHMMaHMe npobnemam ynpas/iieHUA B3aMMOOTHOLUIEHUAMMU C
KIMeHTaMu. Ha cmeHy TpaAULUMOHHOIO MapKeTUHra npuwen MapKeTuHr
B3aMMOOTHOLIEHMNN —MAPKETUHT NAPTHEPCKUX OTHOLIEHUN, LLeNbl0 KOTOPOro
ABNAETCA ocyuwecTBieHnebonee spPpekTMBHOM PaboTbl C CyLLECTBYIOLLUMM
KIMEHTaMM M NOUCK NOTEHLMANIbHbIX KAMEHTOB Npeanpuatma. KoHuenuuya
MapPKETUHIa B3aMMOOTHOLLEHWUI NpeacTaBAAeT cCOO0M HOBbIM B3rns4 Ha BeAeHue
MApPKEeTUHIOBOM A,eATEeNbHOCTU, OPUEHTUPOBAHHOW HA AOCTUXKEHUe
NOANbHOCTM K/IMEHTOB M yNpaB/ieHUe B3aMMOAENCTBMEM C HUMK.Bonpochkl B
061aCcTV KOHLENUMN MapKeTUHIA B3aMMOOTHOLIEHMI N CTPaTernm ynpasieHnaA
B3aMMOOTHOLUEHMAMM C KIMEHTAMM PacCMaTpuBatoTca B paboTax 3apyberkHblx,
POCCUIMCKMX N BENIOPYCCKUX YYEHbIX, TaKUX Kak beppwu /1., bButHep M. Bebctep @.,
BuHa M., Bynaepman /1., Tonnn C., TopaoH A., FpeHpoocY., Kotnep ®., lambeH
K—XK., Xammep M., Uanitamn B.J1., Wynbul.E., 36patT P., BacuH HO.B.,
NonaTtuHckaa N.B., CamcoHos A.B., Conosbes b.A., HepkawwuH l.A., Akynny U.J1.,
BepeHuH I A., ®apees B.C., Awesa I A. u ap.Mpobnrema co3gaHma N0ANbHO
HACTPOEHHOrO KNMEHTA Ha CEerogHAWHNN AeHb HAXOAMUTCA B LEeHTPe BHUMAHMUA
MapKeTONOros. PykoBoauTenu npegnpuatum n MapKeTo10rM 0CO3HAKT, YTO B
A0NTOCPOYHOM NepcnekTUBE NOAXO0A, HAaMPaBAEHHbIN HA NOAyYeHUEe eaUHUYHbIX
MaKCMMa/ibHO BO3MOMHbIX Npubblaen, He onpasabiBaeT cebs. lopa3go
CyLeCcTBEHHEE —B/IOYKEHNE MHBECTULMI B MOBbILLIEHNE KaYecTBa TOBapa U YPOBHA
obcnyKnBaHMA NOKynaTenen, NnoagaeprKaHne y K1MeHTa YyBCcTBa
YL40BNETBOPEHHOCTU. Y4,0BNETBOPEHHbIE TOBAPOM K/IMEHTbI, MHOTUE roabl
COXPaHAOLLNE BEPHOCTbEANHCTBEHHOMY 06CNYKMBaAtOLWEMY NPeaAnpPUATHIO, KaK
npaBuno, bonee BbIrOAHbLI, Y€M HOBble. Bo-nepBblIx, NpeanpuaTMe MUMHUMU3NPYET
N30epKKU, CBA3aHHbIE C UX NpuBaedYeHnem. Bo-BTopbix, yA40B/€TBOPEHHbIE
KNMEHTbI Yale 06pallatoTcsa Ha NpeanpuaTue, PeKOMEHAYHOT ee CBOMM APY3bAM
M 3HAKOMbIM U MeHee YyBCTBUTE/bHbI K LieHe.KN1toueBOM LEeNnbio KOHLENUUn
MaPKETUHIa B3aMMOOTHOLLEHWUI ABNAETCA AOCTUMKEHME U YKPENNEHME
NOANBHOCTU KAMEHTOB. JIOANbHOCTb KAMEHTOB MO OTHOLWIEHWUIO K CBOEMy
NOCTaBLUMKY NPOAYKTOB 3apOXKAAETCA U YKpPenaaeTca No mepe pa3BUTUA UX
COTpyAHMYeCTBa, NO3TOMY KpUTepuanbHoe onpeaeneHme ¢$as nocTpoeHua
NOANBHOCTU AO0J/I}KHO ObITb TECHO CBA3AHO C MOHATUEM XKU3HEHHOTO LMKAA



KAMEHTa.BaXKHbIM NPUHLMNOM MapKETUHra B3aMMOOTHOLUEHMN ABNAETCA
MHOMBUAYANN3ALUNA B3AUMOLENCTBUA C KNIMEHTAMM, YTO HA ONEPALMOHHOM
YPOBHE NoApa3ymMeBaeT NCNOJIb30BaHME NPeanpuATUEM Y3KOHANPaBAEHHOM
MAPKETUHIOBOM CTPATErMM K KaXKaoMy napTHepy. AganTauna MapKeTUHIOBOM
cTpaTerMm nopgpasymeBaetr MHPOPMMPOBAHME MOKynaTesem TONbKO 06
aKTya/NbHbIX ANA HUX NPeaNOXKeHUAX, ONTUMM3ALUMIO KaHaNoB nepenayu
nHpopmaumnn M ynpaBaeHMe NepuoanYHOCTbO KOMMYHUKaLWM BaxKHbim
acneKkToM ABASETCA TaKe cbop M aHanmM3 obpaTHOW CBA3KM, MOAy4aemou OT
KNMEeHTa B npouecce B3aMmoaencTeua. PaspabatbiBaemble Lenesble
NPeasioXeHNa OO/IKHbl MMETb OPUEHTAUMI0 NpeanpuATMA Ha YO0BNETBOPEHUE
MHOMBUAYANbHbIX 3aNPOCOB K/IMEHTOB, A1 Yero HeobXxoANMM BCECTOPOHHUM
aHa/IN3 UMEIOLLLENCA B PAaCNOPANKEHMN MAPKETONOroB MHPOPMaLIMKM O
noKynatenax.TakMm o6pa3om, NPaKTUYECKOE MCMONb30BaHUE MONOXKEHUM
MapPKETUHIa B3aMMOOTHOLWEHNI TpebyeT HaKonneHus, o606uweHna 1 aHanusa
3HAYMTE/NIbHbIX 06BEMOB MApPKETUHIOBOM MHPOPMaLMK. B 3TOM cBA3M
npeanpuaTMAM HeobxoamMmo BHeApPATb U pa3BmBaTb KoHuenumio CRM (Customer
Relationship Management —YnpasneHue BsanmooTHoweHnamm ¢ KaneHtamm), B
pamMKax KOTOpOM paccmaTtpusaeTcs npobnematvka npMMeHeHus
BbICOKMXMHPOPMALMOHHbIX TexHonorun ana cbopa u obobueHun
pasHopogHOM MHPOPMALMKM MO B3aMMOOTHOLLEHMAM C KIMEHTAMM U ee
MCNO/Ib30BAHMA B LLE/IAX NOBbILEHUA KayecTBa UX 06CNyKMBaHUA U ONTUMKU3ALMN
MAPKETUHIOBbIX NPOrpamMmm. Kak noKasbiBalOT AaHHble 3apybexHbIX U
POCCUMNCKNX MHOOPMALMOHHbBIX areHTCTB, NpeanpuAaTmna, ncnonblyrowme CRM-
CUCTEMbI, MOTYT A06UTbCA BECbMA 3HAYMTE/IbHbIX PE3YNbTATOB, HaNpUMep
TAKMX KaK: CHMXKEHME ONepaunoHHbIX M yNpaBaeHYeCcKnx 3atpat Ha 15-20%;
3KOHOMMA 060POTHbLIX CpeacTB Ha 3—5%; COKpalLeHMe UMKNA peanmsaLmm
npoAaykunm Ha 25—-30%; CHUXKeHne Kommepyeckux 3aTpaT Ha 30—35%;
yMeHblleHne aebutopckom 3ago0mKeHHoCcTn Ha 10-15%.BHegpeHne CRM
TEXHONIOTMI [AeT: B OTAENEe NPOAAXK —yBenvyeHne npmbolian, NoBblWEHNE
TOYHOCTM MPOrHO3MPOBAHUA NPOAAXK, YBE/IMYMBAETCA BEPOATHOCTb
3aK/IOYEHUA CAEJNKU, CHUKEHUNE N3AEPKEK, MOBbIWEHNE NPON3BOAUTENIBHOCTH
COTPYAHUKOB, CHMXKAETCA TEKYYECTb KaAPOB; B MAapPKETUHIre —HanpaBAeHHbIN
MAPKETUHT, MHPOpMauuAa no3sonseT 3PPeKTUBHO yNpPaBaAATb MAPKETUHIOBOM
KOMMaHWeN, pacluMpeHme KaHaN0B MApPKETMHra 3a CYeT UCMO/1b30BaHMA
NHTepHeT; B NOAAEP’KKE KANEHTOB —CHUXKEHME U3LEPXKEK HA CAyXKOy
NOALEPKKM, YIyYLLEHNE KaYeCcTBa CEPBUCA, MOBbIWEHME YA,0BNETBOPEHHOCTHU
K/IMEeHTA, XOPOLLWI CEPBUC CNOCOBCTBYET NOBTOPHbIM MOKYMNKam, ciyxba



NoAAepPXKKU MOXKET NPUHOCUTb Npmbbinb.Kputepmem ycnexa BHegpeHua CRM-
TEXHONIOTUIN ABNAETCA HE TOJIbKO YAEeprKaHMe CYLLEeCTBYHOLWMX, HO U
npuobpeTeHne HOBbIX KIMEHTOB.
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