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BCTYII

OcBiTHI KOMIOHEHT «MapKeTUHI MOCIyr» HAJIEKUTh A0 IMEpesiKy HOPMATHUBHUX
OCBITHIX KOMIIOHEHTIB 3a OCBITHIM cTyneHeM «bakamaBp». OCBITHII KOMIIOHEHT
«MapKeTHHT MOCITyT» BHBYAE OCOOIMBOCTI PUHKY MOCIIYT Ta 3aCTOCYBAaHHS HA IIbOMY PUHKY
KOMILIEKCY MapKEeTUHTY. PHHOK MOCIYTr pO3BHUBAETHCS CHOTOJHI IIBHIKAMHU TEMIIAMH Ta
dbopmye HaMEpCHEKTUBHINTY Tally3b €eKOHOMIKH Kpainu. Cdepa mocayr 0XOomitoe TOPTiBIIiO
1 TpaHCIIOPT, (DiHAHCH 1 CTpaxyBaHHS, KyJIbTYPHI, OCBITHI Ta METUYHI YCTAHOBH, KOMYHAaJIbHE
roCIoaapcTBO Ta iH. [IpakTHyHO BCl OpraHizaiii HaJalTh Ti UM 1HIII MOCIYTH KIIE€HTaM.
ToMmy JnyXe BajxJIMBO 3pO3YMITH CHEHU(IKY MAapKETHUHTY I[OCIYI Ta HaBUHUTHUCSA
BUKOPHUCTOBYBATH LIl 3HAHHS Y CBOIH IIsIBHOCTI B I1i cepi.

Meta OCBITHBOTO KOMIIOHEHTa — OBOJIOAIHHSI 3700yBauaMH OCBITH HayKOBO-
TEOPETUYHUMH Ta MPAKTUYHUMH 3HAaHHAMHU IIOJ0 CYYacCHOI KOHIIETIIT MapKETUHTY MOCIYT,
YMOB, MEXaHI3MIB Ta I1HCTPYMEHTIB ii BHKOPHCTaHHS IS 3a0e3MeueHHS e(PEKTHBHOI
JUSIBHOCTI MIAIPUEMCTB cpepr MOCIYT Ta 33J0OBOJIEHHS OTPEO CIIOKUBAYIB.

3aBnaHHsa: copMyBaTH PO3yMIHHS 3HAUEHHS MAapKETHHTy B cdepi mociyr, Horo
0COOJIMBOCTEN; BUBUUTHU PUHOK TIOCTYT, HOTO CTPYKTYpU3AIliI0 HA CBITOBOMY 1 J€PKABHOMY
PIBHSIX, PETYJIIOBAaHHS Ta HOpMATUBHE 3a0e3MeYeHHs; 3a0€31eUnTH 3aCBOEHHS OCOOTMBOCTEN
MapKETUHTOBOIO 1HCTPYMEHTapil0 B AISUIBHOCTI HIANPUEMCTB Ta Oprasizauid y cdepi
nocyyr; (popMyBaHHS HaBHYOK POOOTH 31 CMOKMBAYaMHU TOCIYT Ta YIPaBIIHHS iXHBOIO
MOBEAIHKOI0; c()OPMYBAaTH BMIHHS BUKOPUCTOBYBAaTH HAOYT1 3HAHHS.

Pe3ybTaTi HABYaHHA (KOMIIETEHTHOCTI).
Iumeepanvua komnemernmuicmo

3/1aTHICTh BUPIIIYBaTH CKJIaJHI CHEIlali30BaHl 3a/Jayl Ta MpPakTU4YHI MpoOieMH y
chepl MapKETUHTOBOI AISUTBHOCTI @00 y TpoIleci HaBUaHHsI, IO Mepeadavyae 3acTOCyBaHHS
BIJIMOBIHUX TEOPIA Ta METOMIB 1 XapaKTEPHU3yE€ThCS KOMIUIEKCHICTIO Ta HEBU3HAYEHICTIO
YMOB

3azanvHi Komnemenyii

3K2. 3natHicTb 30epiratu Ta NpUMHOKYBATH MOPaJIbH1, KyJIbTYPHIi, HAYKOBI IIIHHOCTI
1 JIOCATHEHHSI CYCHUIbCTBA HAa OCHOBI PO3YMIHHS ICTOpili Ta 3aKOHOMIPHOCTENH PO3BUTKY
npeaMeTHOl o6nacTi, 11 Miclsl y 3araibHiid CHCTeMi 3HaHb PO MPHUPOAY 1 CYCHUIBCTBO Ta Y
PO3BUTKY CYCIIJIBCTBA, TEXHIKH 1 TEXHOJOTiH, BUKOPUCTOBYBATH pPi3HI BHIU Ta (GOpMHU
PYXOBOi aKTUBHOCTI /ISl aKTUBHOTO BiIMOYMHKY Ta BEJICHHS 3JOPOBOTO CIIOCOOY JKUTTSL.

3K3. 31aTHICTh 10 aOCTPAaKTHOTO MUCIIEHHS, aHaJi3y Ta CUHTE3Y.

3K4. 3naTHiCTh BUMTHUCS 1 OBOJIO/IIBATH CYYaCHUMH 3HAHHSIMHU.

3K5. BwusHaueHicTb 1 HAIOJIETJIMBICTH IIOAO IIOCTABJIEHHX 3aBJaHb 1 B3ATHUX
000B’3KiB.

3K6. 3HaHHA Ta pO3yMiHHA MpeaMeTHOi o0jacTi Ta pPO3yMiHHS HpodeciiHol
MISUTBHOCTI.

3K7. 3naTHiCTh 3aCTOCOBYBATH 3HAHHS y MPAKTUYHUX CUTYAIIisX.

3KS8. 3aaTHicCTh POBEACHHS TOCIIKEHb HA BIIMIOBITHOMY PiBHI.

3K12.3naTHICTh CNUIKYBATUCA 3 IPEICTABHUKAMU THIIMX MPOQeciitHuX rpym pi3HOTO
PiBHS (3 eKCriepTaMu 3 IHIIUX rany3ei 3HaHb/BUIB €EKOHOMIYHOI A1SIBHOCTI).

3K14.31aTHICTD OIATH COLIAJLHO BIAMOBIIAIBHO Ta CB1AOMO.

Daxosi komnemeHyii

@®KI1. 3naTHICTh JIOTIYHO 1 TOCTIAOBHO BIATBOPIOBATH OTPUMAaHI 3HAHHS MPEIMETHOL
00J1aCTI MAPKETHHTY.

OK?2. 3naTHICTh KPUTHUYHO aHANI3yBaTH W y3arajibHIOBATU MOJOKEHHS MPEeIMETHOI
0071acTi Cy4acHOTO MapKETHHTY. 4



®K4. 3pmaTHiCTh NMPOBAKYBAaTH MAapKETUHTOBY MiSIIBHICTH Ha OCHOBI PO3YMIHHS
CYTHOCTI Ta 3MICTY T€OPii MapKETHHTY 1 (PYHKIIIOHAJIHHHX 3B'S3KIB MiXK 11 CKIIaJJOBUMHU.

@®KS5. 3paTHICTH KOPEKTHO 3acTOCOBYBATH METOAM, NPUHOMH Ta IHCTPYMEHTH
MapKETHHTY.

@®K7. 3parHICTP BU3HAYaTH BIUIMB (PYHKLIOHAJIBHUX O0JIACTEH MapKEeTHHIY Ha
pE3yAbTaTH TOCMIOJAPCHKOI MISIIBHOCTI PUHKOBUX CYO’ €KTIB.

OKI11. 3paTHICTh aHaIi3yBaTH IOBEAIHKY PHUHKOBHX CYO’€KTIB Ta BHU3Ha4yaTH
0CcO0MBOCTI (DYHKITIOHYBaHHS PUHKIB.

®K12. 3pnatHiCT OOIPYHTOBYBAaTH, HPE3EHTYBaTH 1 BIPOBAKYBATH PE3yIbTaTH
JOCIIKEHb Y c(epl MApKETHUHTY.

@®K13. 3gaTHICTh IUTAHYBaHHS 1 TPOBAKEHHS €(PEKTUBHOT MAPKETUHIOBOI 11SJIBHOCTI
PUHKOBOTO Cy0’€KTa B KPOC()YHKIIIOHATBHOMY PO3pi3i.

®K14. 3parHicTe NPONOHYBaTH BJIOCKOHAJIEHHS MO0 (PYHKLIH MapKeTHHIOBOI
JISITBHOCTI.

IIpoepamni pe3yromamu HA84UAHHS]

[IPH1. JlemoHcTpyBaTH 3HaHHS 1 PO3YMIHHS TEOPETUYHMX OCHOB Ta MPUHIIMIIIB
IPOBAPKEHHS] MAPKETUHTOBO1 JiSUTbHOCTI.

ITPH3. 3actocoByBaTH HaOyTi TEOPETHYHI 3HAHHS JJIS PO3B’SA3aHHS MPAKTHUYHHUX
3aBAaHb y chepi MapKETHHTY.

[1PH4. 36upartu Ta aHanizyBaTH HEOOXIIHY 1HPOPMAILiI0, PO3PAXOBYBATH €KOHOMIYHI
Ta MAapKETUHIOBl TIOKAa3HUKH, OOIPYHTOBYBATH YIPABIIHCHKI pIIIEHHS Ha OCHOBI
BUKOPHUCTAHHS HEOOXITHOTO aHAJIITUYHOTO i METOAUYHOTO 1THCTPYMEHTApIFO.

[TPHS. BusBnaru ¥ aHamizyBaTH KIIOYOBI XapaKTEPUCTUKH MAapKETHHTOBHX CHCTEM
PI3HOTO PIBHS, a TAKOXK OCOOJIMBOCTI MOBEAIHKH iX CYO’ €KTIB.

[IPH6. Busnauatu QyHKIIOHAIBHI 00JIaCTI MapKETHMHIOBOi AISUIBHOCTI PUHKOBOI'O
cy0’eKTa Ta X B3a€EMO3B’SI3KH B CHCTEMI YIPABIiHHS, pO3PaX0OBYBATH BiIMOBITHI TOKA3HUKH,
K1 XapaKTEePU3YIOTh Pe3yIbTaTUBHICTh TAKO1 AISUTBHOCTI.

[TPH10. TlosicHroBatn iHdopMarito, ifei, mpoOieMu Ta aJbTEpPHATHBHI BapiaHTH
OPUMHATTS YOPaBIIHCHKUX pimieHb ¢axiBusgM 1 HedaxiBusgM y cdepl MapKeTHHIY,
Npe/ICTaBHUKAM PI3HUX CTPYKTYPHHUX M1IPO3/A1IIB PUHKOBOTO Cy0’€KTa.

I[TPHI11. JlemoHCTpyBaTH BMIiHHS 3aCTOCOBYBAaTH MUKIUCIUIUIIHAPDHUN IMIIXiJ Ta
3MIIACHIOBATH MAPKETUHTOB1 YHKIIIT PUHKOBOTO CY0’€KTa.

[IPH12. BusiBnsiT HaBUYKH CaMOCTIMHOI poOOTH, THYYKOTrO MUCIEHHS, BIAKPUTOCTI
710 HOBHX 3HaHb, OyTH KPUTUYHUM i CAMOKPUTHYIHUM.

[TPH13. BignoBigaté 3a pe3yabTaTd CBO€EI JISTIBHOCTI, BHSBISATA HABUYKU
HiANPUEMHHUIIBKO] Ta YIPABIIHCHKOT 1HIIIATHBH.

[TPH14. BuxonyBaTu (hyHKIIIOHaTbHI 000B’SI3KH B TPYIIi, IPOIIOHYBATH OOTPYHTOBaHI
MapKETUHTOBI PillICHHS.

[TPH15. lisiT! coriaabHO BIAMOBIIAIBHO Ta TPOMAJCHKO CBIJIOMO HA OCHOBI €TUYHUX
OPUHIUIIB MapKeTHHTy, TOBard JO KYJbTYpPHOTO PI3HOMAHITTS Ta ILIHHOCTEH
IPOMAaJITHCHKOTO CYCIIBCTBA 3 JOTPUMAHHSIM MpaB 1 cBOOO 0COOUCTOCTI.

[IPH16. BinnoBimatu BHMOraMm, $iKi BHCYBAIOTBbCS JI0 CYYacCHOTO MAapKeToJora,
MiJBUIIYBATH PIBEHb OCOOMCTOI MPOQeCiitHOT MiITOTOBKH.

[IPH17. JlemoHCTpyBaTH HaBUYKM MHCBMOBOI Ta YCHOI MpodeciiHoi KOMyHIKalii
JIepKaBHOIO ¥ 1HO3EMHOI0O MOBaMH, a TaKOXX HaJeKHOTO BHKOPUCTAHHS MpodeciitHoi
TEPMIHOJIOTI].

ITPH18. JlemoHCcTpyBaTH BIANOBIIAIBHICT Y CTaBJIEHHI 10 MOPAJIbHUX, KYJIbTYPHUX,
HayKOBHX I[IHHOCTEH 1 IOCATHEHb CYCHIILCTBA Y TPodeciiiHIi MapKETUHTOBIN JiSITBHOCTI.
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Tema 1. OCOBJMBOCTI MAPKETUHIY C®EPU IOCJIVYI: CYTHICTb TA
KITACU®IKALLS

1.1. Cymuicms ma knacugikayis nocuye.
1.2. Ilonamms ma ocobaueocmi mapkemuHey cgepu nocuye.

1.1. Cymmnicmo ma knacugpixkayin nocnye

Iocnyza — nie 6maro, siKke OJ{HA JIFOAMHA MOXKE HAJaBaTH 1HIIIIH.

Ilocnyea — 11e eKOHOMIYHA [Iis, 110 CTBOPIOE IIHHICTH 1 3a0€3Meuy€e BUTOIAMH
KJIIEHTIB y MIEBHUM Yac 1 y MEBHOMY MICIII SIK PE3yIbTaT JOCATHEHHS OaKaHUX 3MiH Ha
KOPHUCTh OJIep>KyBaya MOCIYTH.

3a BU3HAUCHHAM, 3ampornoHoBaHUM @. Komiepom, mociayra — 1€ Oy/b-
sKa JISUIbHICTD, SIKY OJIHA CTOPOHA MOKE 3alpPONOHYBATH IHILINA; HEBJIOBUMA Ais, 1O
HE MPUBOJUTH JO BOJIOAIHHA YUM-HEOYb. [i mamamHs MOXeE OyTd TIOB'sI3aHE
3 MaTeplaJbHUM MPOYKTOM.

HaykoBeup @. KoTiep mnpomoHye HAacTyllHE BHM3HAYEHHS MOCIYTH, OLIbII
HIMPOKE: mocJayra (Service) — e Oyap-sika JTisUIbHICTH a00 0J1aro, sKe 0JiHa CTOPOHA
MoO’Ke 3amponoHyBaTu 1HmIM. Ilociayra € HeBIOBUMOIO W HE MNPUBOAUTH [0
BOJIO/IIHHS BJIACHICTIO (IO Iepeiayi BIIacCHOCT).

Kaacudikauisa nocayr Knacugirayis nocnye sa @. Komnepom

1. 3a HeoOXiIHMM pIBHEM KBasi(ikaii
MpaIiBHUKIB: - HEKBaJII(PIKOBaHI;

- KBaJi(hiKOBaHi;

- mpodeciiiHi.

2. B 3anexxHoCTI BiJl MPUCYTHOCTI KIIIEHTA TIPU HAJIaHH1
MOCJIYT: - MMOCIYTH, 1[0 BUMAarartoTh MIPUCYTHOCTI KIII€HTA;

- IOCJYTH, 1110 HE BUMAraroTh MPUCYTHOCTI KIII€HTA.

3. B zanexHocTi Biff 00’ €KTY 3a10BOJICHHS TIOTPEO:

- IEPCOHANIbHI MOCTYTH; -

JIJIOBI TTOCTYTH.

4. B 3anexHOCTI Bij LiJIed BUPOOHUKIB MOCIIYT:

- IOCJIYTH, 1110 Ha/Ial0ThCS 3 METO OTPUMAHHS PUOYTKY; -
MOCJIYTH, II0 HE MOB’53aHi 13 KOMEPIIHHOI A1SIBHICTIO.

5. 3a ¢popmMoro BIACHOCTI BUPOOHHUKIB MOCIIYT:

- OCTYTH BUPOOHUKIB IPUBATHOT BIACHOCTI; -

MOCJIYTH BUPOOHUKIB CYCHIJIbHOT BJACHOCTI.

Knacugixayia nocnye 3a memooom K. Jlasnoxa

(ocnoeni knacugixayivini o3naku: mipa i0uymHocmi ma cnpsamosamicms) 1.
BimguyTHi nii, cipsMoBaHi Ha T1JI0 JIIOIUHU:

- OXOpOHa 37I0POB'S;

- MacaXUPCHKUM TPAHCTIOPT; -

CaJIOHU KpacH;

- 3aKJaJu rpOMaJICbKOro Xap4yyBaHHS TOILIO.

2. BiguyTHi aii, cnpsMoBaHi Ha TOBapH Ta 1HII Qi3u4yH1 00'€KTH: -
BAHTA)XKHUM TPAHCIIOPT;

- IOCIYTH OXOPOHHU; 6



- PEMOHT 1 0OCITYyrOBYBaHHS YCTaTKYBaHHS;
- MOOYyTOBI MTOCIYTH;
- BETepHUHApPHI MTOCIYTH TOIIO.
3. HeBiguyTHi aii, cipssMOBaHi Ha CBIIOMICTb JFOJUHHU:
- TeaTpu,
- My3ei;
-  TeneOadYeHHS,
- 1HdOopMaIiifH] TOCTYTH;
- TOCJIYTH 3 OCBITH TOIIIO.
4. HeBiguyTHi J1i 3 HEBIIUYTHUMH 00’ €KTaMHU:
- TIOCJIYTH CTpaxyBaHHS;
- 0aHKIBCHKI MMOCIYTH;
- IOpUIWYHI TTOCIYTH TOIIIO.

Knacughikayia nocnye 3a munamu (3a npunanedxcuicmio 0o neéHoi cgpepu)

Knacuuni nocimyru
1. BupobHuui:
- IHKUHIPUHT;
- JII3UHT;
- 00CIyroByBaHHS 1 PEMOHT YCTaTKyBaHHS.
2. PosnominbHi:
- TOPTIBIIS;
- TpPaHCHOPT;
- 3B'M30K.
3. Ipodeciiini:
- 0aHKIBCBHKI MOCIYTH;
CTpaxoBl MOCIIYTH,
(b1HaHCOBI MOCITYTH;
KOHCYJIbTAIHI TTOCTYTH;
- peKJaMH1 MOCIYTH TOIIO.
4. CnoxwuBui (macoBi): Bci cdepu mocayr. [los’s3ani
rOCIIOJIapCTBOM 1 IPOBEACHHSIM 4acy:
- My3e€l;
- TypUCTHUYHI MTOCIYTH;
- TIOCIyTH TOTEJIbHO-PECTOPAHHOI'O CEKTOPY TOLIO.
5. I'pomanceki:
- pamio;
TejaeOaueHHs,
OCBITHI TIOCIIYTH;
KyJbTYPHI IOCIIYTH.
Hosgi Tunu nociyr
1. Jlinosi i mpodeciiiHi MOCIyTH:
- TOPTIBII HEPYXOMICTIO;
- PO3MIIICHHS THMYAaCOBO BIIBHUX
3ac00iB; - MapKETUHTOBI Ta peKJIaMHI
MOCITYTH TOMIO.

13 JOMAIIHIM



2. Tlocnyru 13 BUXOBaHHS Ta HABYAHHS JITEH:
- MPUBATHI JUTAYI CAJIKU Ta IIKOJIH,
- TOCJIYTH HSIHB;
- TIOCJIYTH TYBEPHAHTOK.
3. IMocmyru mo porisiay 3a TBApUHAMMU:
- JIIKYBaHHS TBapHH;
- TOJIYBaHHS Ta MPOTYJISHKHY;
- TOTEJi JJ1s TBApUH.
Knacugixayia nocnye, 3anpononosana COT (ceimosa
opeaHizayis mopeieii).
O13HEC-TIOCITyTH;
MOCITYTH 3B’SI3KY,
Oy/iBeNbHI Ta 1HKEHEPHI IMOCTYTH;
MOCIIYTU JUCTPUO FOTOPIB;
OCBITHI TIOCITYTH;
€KOJIOT14YHI MOCITYTH;
(b1HaHCOBI MOCIYTH (CTpaxyBaHHS Ta 0AHKIBCHKI);
MEIUYHI MOCTYTH;
MOCJIYTH B Traiy3i TypU3My,
pekpeartiiiti, KyJIbTypHI Ta CHOPTUBHI MOCIYTH,
TPaHCHOPTH1 MOCITYTH;
1HIII1 OCITYTH.

1.2. Ionammsa ma ocodausocmi mapkemuHzy cpepu nociyz

[Tocnyra, mpomec ii BUpPOOHMIITBA, MNPOAAXKY Ta CHOXKHUBAHHS Ma€ CBOIi
0COOJIMBOCTI y TOPIBHSIHHI 13 TOBapHOIO ceporo. BiANOoBIAHO 1 MAPKETHHT MOCIYT
Mae CBOKWO creuuiky. VY3araabHUBIIM pe3yNbTaTH JOCHIKEHb HAyKOBIIIB,
BUOKPEMJIEHO OCHOBHI OCOOJIMBOCTI, SIKI MOBHHHI OyTH BpaxoBaHl MpU HPUAHSTTI
MapKETUHTOBUX pilieHs y cepi mocayr (puc. 1.1):

1) 4 "He", npuramanHi OCITy3i;

2) HasiBHICTb TPHOX CKJIAJIOBUX MAPKETHHTY ChepH MOCIYT.

3) HasBHICTH TPHOX JI0JATKOBUX €IEMEHTIB MAPKETUHT-MIKCY C(hepH MOCIIyT.
Ocoonueocmi nocayz

[Ipy mOpUNHATTI MapKETUHTOBHX pIilIeHb Yy c@epli MocIyr HeoOXITHO

BpaxoByBaTH Tak 3BaHi 4 "He", mpuramanni nmociysi (puc. 1.2).

HeBigaiibHICTD
BIJT KEpena

Hesbepexenictb

HeBiguyTHicTb

HenocriitHicTh
(MiHIHMBICTB)

Puc. 1.2. OcobauBocTi mocayr (4 ""He')8



Takum 4YMHOM, OCOOJMBOCTI TMOCIYTM MOXHA TMPEACTABUTH Y BUIIIAII
yotupbox "He":
[ "He": HEeBITUYTHICTB;
I1 "He": He 30epexeHICTh (HEe MPUIATHICTD 10 30epiranHs);
II1 "He": HeBiAAUIBHICTD B1J JKEpena,
IV "He": HenocTifiHICTh (MIHJIUBICTB).
PosrnsaemMo 11i 0co0IMBOCTI AeTaIbHIIIE
1 "He": nesiouymmuicms nociyeu
Ha Bigminy Big ToBapy, mocCiIyra HE Ma€ €IMHOTO MaTEePiaIbHOTO BHPAKEHHS,
il He MOKHA B3ATH B PYKH, MOOAYMTH, BIAYYTH O MOMEHTY mpuabaHHs (mOCyry,
TYPUCTUYHOTO areHTCTBA, CIIOKMBA4Y HE Ma€ MOXJIMBOCTI O MOMEHTY MpUI0aHHS
i€l MOCIYyTrd Bi3yaJlbHO IoOayuTH a00 BIAUYTH ii y €IMHIA MaTepianbHiid Gopmi).
HeBiguyTHICTP TOCHYTHM TPHU3BOAMTH [0 MIABUIICHHA pOJII JIOBIPH TMOKYIISA O
BUpoOHMKa. CamMe TOMy BHpPOOHUKOBI HEOOXIJTHO 3HAYHYy YBary HPUIUITH
HACTYITHOMY:
- 3MILHEHHIO IMIJIXKY;
- sKOMOra OUIbIIINA Bi3yasi3auii Nocayry (peKjaaMHl POJIMKH, OYKIIETH, IUIaKaTH
13 HAOYHOIO JIEMOHCTpalli€ro nociyru. Hanpukian, pexkiama TYpUCTUYHUX MOCIHYT 13
JEMOHCTpaIIi€r0 TIel3aX1B MiCIb BIIMOYNHKY, HOMEPIB TOTEIIO TOIIIO);
- BaJIy4eHHIO /IO PpeKJIaMd Ta IHIIMX akKIiid BIAOMUX JIIOACH, 1110
KOPUCTYIOTHCSI aBTOPUTETOM Ta JOBIPOIO Y CIIOKUBAYIB;
- TIOCWJICHHSI P03’ CHIOBAJIHLHOI MOTHBAIIIHOT CKJIAJI0BO1 Y MTpOCyBaHHI (TOOTO,
aKIIEHT Ha BUTOJIaX, sIKI CIIOXWBAa4Y OTPUMAE BiJ MPUIOAHHS MOCIYTH).

Il "He": ne s6epeacenicmo nocnyeu (ne npuoamuicmo 0o 30epicanmsi)

[{s 0coOnMBICTH BUSBISAETHCA B TOMY, 10, HA BIMIHY BiJl TOBapy, MOCIYTYy HE
MOkHa 30epiratu. € TepMiH "ToBapHi 3amacu", 1 caMme pallioHaJdbHE YIMPaBIIHHA
HMMH 3alacamMd Ja€ MOXJIMBICTh Oe3nepeOiifHO 1 e(pEeKTHBHO NpaloBaTU SK
BUPOOHMYMM, TaK 1 TOPrOBEIbHUM MIANPUEMCTBAM. BTIM He ICHye 1 HE MOXe
icHyBaTH TepMiHy "3amacu mociyr". He mMokHa BUPOOUTH TIEBHY KUIBKICTH MOCIYT
3aBYACHO, a TOTIM BIJKJIACTH iX HA CKIAAu JJig 30epiraHHs y Mepioay MaiHHS
MONUTY Ta BIJBAHTAXKUTH 31 CKJIAIIB JJIS IPOJIAXKY y TOAUHU-TIK.

Iocnyza eupobaaemovca i CROMCUBAEMBCA OOHOUACHO, HUAC BUPOOHUUMEA |
CHOJICUBAHHA NOCYZU CRIGNAOAE.

Ile 1 BuknMKae cBoi ckiamHoul. IIpudyomy CkJIagHOIII MalTh MiCIE MOpH
KOJIMBaHHI MTOTTUTY B 00M1Ba OOKH:

1) y mepioay maaiHHS TOMUTY. BUPOOHHMK MOXE TMOHECTH 30MTKH 3a PaXyHOK
3HAYHOI YaCTKM NOCTIMHUX BuUTpaT. Tak, y CTpykTypi co0iBapTOCTI rOTEIBHOI
NOCIYr'M 3Ha4Ha 4YacTKa HaJeXWTh caMme TMOCTIMHUM BHUTpaTaM, 1 HE3HaudHa
3aCEJICHICTh TOTEII0 Y HECE30HHMH 4Yac TMPU3BOAUTH JI0 SIBHOTO 30UIbIICHHS
MOCTIMHHUX BUTPAT HA OJHOTO KIIEHTA,

2) y mepioJ] 3pOCTaHHSI MOMUTY Ta HAOIMKESHHS HOTO 0 MAKCUMYyMYy MO>KJIHBI
TaKl HeTaTUBHI HACJIIIKKU HE30€PEKEHOCT1 MOCIYT:

- BENMKI Yepru, 3HAYHUH Yac YECKaHHS CIIOKMBayaMW Ha HaJaHHS MOCIYTH;

- Iepe3aBaHTaXEHHS TMEepCOHANy 1, SK HACHIAOK, MaJiHHA SKOCTI HaJaHHS
MOCJIYT;

- HEBJIOBOJICHHS Ta BTpaTa CIOKHBAYiB.

MoxnuBi aii BHUPOOHMKIB TOCTYr ISl JIIKBiAamii HETaTUBHUX HACTIAKIB
KOJIMBaHb MOMUTY: 9



1) BCTAQHOBJICHHSI TU(EpEeHIIMOBaHUX MIH 3 METOK PETyIIOBaHHS
monuty. Hampukmam, y Ce€30H BIAMOYMHKY MYTIBKHA, M0 MPONOHYIOTH
TYPUCTHYHI (DipMH, 3HAUHO TOPOKUl, HK Y HECE30HHUH MEepIiOf;

2) IoJaTKOBa MOTHBALllS CIIBPOOITHHKIB Ta 3aJdydeHHS iX 10 POOOTH MOHA
HOPMOIO y TIepiOAM HAJMIPHOTO TOMHTY (IMIPUYOMY 3HAYHOI yBarm IOTPEOYIOTH
eheKTHBHI  MOTHBAIlIHI  MEXaHI3MH, IHAKIIE SKICTh HAJaHHS  TOCIYTH
3HHU3HUTHCS);

3) HmpOIOHYBaHHS CIIOKMBAaYaM JOJATKOBUX MOCIYT y MEPio YeKaHHs
(meperasia hibMIB, XKYpHAIIIB TOIIIO).

111 "He": negiooinvuicms nociyeu 8io oxcepena
HeBinainpHICTh BiJ JKepea MoB’ si3aHa 13 He 30€peKEeHICTIO MTOCIYTH, a caMe 3
TUM, 1[0 TIOCITyTa BUPOOIISAETHCS 1 CIIOKUBAETHCS OAHOYACHO. TakuM YUHOM, MPOIIEC
BUPOOHMIITBA 1 MPOJAXY IOCIAYrd Ta il CIOXKWUBAHHS 3HAXOJUTHCA Yy HPSIMOMY
0e3mocepeTHbOMY 3B’ SI3KY 13 BUPOOHHKOM MOCTYTH.
Ile mpu3BOAUTH /10 MIABUIICHHS BUMOT JI0 BUPOOHHUKA (IIPOIABIIs) MOCITYT:
1) mo #oro BMIHHS CIUIKyBaTHCA 3 JHOABMH (OCOOJUBO TpH MPOAaXKi
TOTEILHUX, PECTOPAHHUX, TYPUCTUIHHUX, TOPTOBEIHHUX MOCIYT);
2) 1o #oro TexHiuHOl KBai(ikamii (mpodeciiHoi 00i3HAHOCTI y MOCITY3i, SIKY
BiH HAJAE).
1V "He": nenocmivnicme (Minaugicmo)nociyeu
HemnocrtifiHicTh  moOCAyrd  MOB’si3aHa 13 NONEPEIHBOID  OCOOJIMBICTIO,
HEBITIIBHICTIO Bix Jokepena. JDkepenmo — mpojaBellb (BUPOOHUK) MOCIYTH Ta
CIIO’KMBAY — 11€ JIFOJIMHA, a JIIOJCHKUN (PaKkTOp € HEMOCTIMHUM, TOMY 1 OJlHA ¥ Ta cama
nocJIyra B pi3Huil yac Ta (ab60) B pi3HUX MICIX Oye HEOTHAKOBOIO.
[TpuuyrHaMu Takoi HEMOCTIMHOCTI MOXKYTh OYTH HACTYIIHI:
1) 3i cTopoHHM BHPOOHHUKA:
- HEOJIHAKOBUM piBeHb KBasi(iKallii,
- HEOJHAKOBUW piBEHb BUMOT KEpPIBHHUIITBA OpraHizaiii-BUpOOHUKA MOCTYT
710 SIKOCT1 HaJIaHHSI TIOCTIYT;
- ocoOucTicHi (hakTopu (IMOTraHi HACTPiH, XBOPOOH TOIIO); 2) 31 CTOPOHH
TTOKYTITIS:
- HEOJHAKOBI OYIKYyBaHHS B1Jl OJHIET 1 Ti€T )X TIOCIIYTH;
- HEOJHAKOBI YSABJICHHS PO ONTUMAIBHY SKICTh TIOCITYTH;
- 0coOHCTICHI (PaKTOpH.
Crnioco6amu moAo0JaHHs HETIOCTIMHOCTI MOCIYT MOXYTh OYTH:
- BCTAHOBJICHHS KEPIBHUIITBOM (hipMU YITKMX BHUMOT JIO PIBHS SIKOCTI
HaJ[aHHS TIOCITYT;
- 3aCTOCYBaHHs €()EKTHBHMX MOTHBALIMHUX MEXaHI3MIB Ta KOHTPOJIIO 3a
BUKOHAHHSIM TPAIliBHUKAMH BCTAaHOBJICHUX BUMOT,
- MiABUILECHHS KBamiQikalli npaiiBHUKIB;
- 3ajJyd4eHHs CIOXKHMBA4iB [0 TNPOIECY HaJaHHSA MMOCAyrd (HampUKIaL,
OpoJiaX 13  CcaMOOOCIyrOBYBaHHSM, TMPOJAXK Yepe3  aBTOMATH; HaJaHHS

0aHKIBCHKHUX TOCIYT Yyepe3 OaHKOMAT TOIIIO).
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Cknaooei mapkemunzy cghepu nociyz ma ix ocodoaueocmi

Ha Binminy Bijg KJIaCHYHOTO, TOBAPHOTO, MAPKETUHTY, JIe J1€ JUIIe 2 CKIaI0B1
MapKETUHTY — BHYTPIIIHIA 1 30BHIIIHIA — y MapKEeTHHTY cepu IMOCAyr HasBHI 3
CKJIaJIOB1 — BHYTPIIITHIMA, 30BHINIHINA Ta IHTEPAaKTUBHUI MapKETHHT.

Buympiwmniti mapkxemune TOB'SI3aHUN 13 B3a€EMOBITHOCHHAMH Ta B3aEMOJIEIO
KepiBHUIITBA (ipMH 1 11 IEpcoHAITY.

306HiwHill MapkemuHe TIOB'S3aHUNA 13 B3aeMofi€r0 (GipMu B LiIOMy Ta ii
KJIIEHTIB (CIIO>KMBAYiB).

B xommiekci mapkeTHHTy ToBapiB HasiBHI 4 enementu (4 P), y chepi mocayr
3'ABIIAIOTHCS] TPU JOAATKOBI €JIEMEHTH, 1 MapKETUHT-MIKC MPUHHATO Ha3uBatu '/ P"

(puc. 1.3).

MapxkeTruHT-MiKC cepH TOBapiB

AN
4 h

Product Price Place Promotion Process People Physical
(poztykr) (ina) (micue (mpocyBaHHsI) (mporec) (mromm) ewdgnce
IPOJIaXKy) (matepiabHg
CEPEOBHILE

N /
—

MapxkeTHHTr-MiKC c(hepH mociyr

Puc. 1.3. MapkeTuHr-mikc cgepu nocayr

Kopotko oxapakrepuzyemo enemenTu '/ P".

Product (mpodykm) — mnpomyktoBa moJiTHKa (y KIaCHYHOMY BHITJIKY
NPUIHATO Ka3aTH "ToBapHa noiTuka"). ToOTO NpUMHSTTS pilIeHb PO PO3POOIICHHS
caMoi MOCIYTH, CYKYITHOCTI ii XapaKTEepPUCTHUK, IK OCHOBHUX, TaK 1 JOAATKOBHX.

Price (yina) — ninoBa nositTuka.

Place (micue npooasicy) — nosiTuka po3mnoBCIOpKEHHS. MeTta — 3poOUTH TOBap
(mocnyry) sskoMora JOCTYIHIIIAM IJIs KYITBIII CIIOKHBAaYeM, MAKCUMI3yBaTH 0OCSTH
NpOJaXiB Ta 3a0€3MEeYUTH ONTUMAJIBHUN pO3MOAIT 30yTy MO YCIX CIOXUBYUX
CEerMeHTax Ta reorpadiyHux perioHax.

Promotion (npocysanns) — nosituka mpocyBaHHSI.

Process (npouec) — 6e3nocepe b0 MpoIeC HATaHHSI TIOCTYTH.

People (m100u) — 1o cxiaamoBy MOXHa YMOBHO PO30MTH Ha JBI CKIIAIOBI:
nepcoHan Ta crnokuadi. OCKITBKM TOCIYTM HEBIIIUIBHI BiJl JDKepesa, 1 Yac ix
BUPOOHMIITBA Ta KYIIIBII CIIBIaJa€e, OOOB’S3KOBUM € BpaxyBaHHS JIIOJCHKOIO
dakTopy.

Physical evidence (mamepianvne cepedosuwe) — martepianpha (¢pi3udHa)
o0CTaHOBKa, y SIKii HaJaeThcsl Tochyra (KOJbOpOBa Ta CBITJIOBAa rama, 1HTEpP €p,
OXaWHICTh MIPUMIILICHHS, My3WYHUM CYIIPOBIJI TOIIIO).
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Tema 2. CTAHOBJIEHHA MAPKETHHT'Y I1OCJ1YT

2.1. Mapxemuney nociye ma Haykosi wikoiu
2.2. Mooeni mapkemuney nocuye

2.1. Haykoei wikoau mapkemunzy nociyz

[aTepec 10 MapKeTUHTY MOCIYT MoYaB 3poctatu 3 cepeaunu 1970-x pp. 1 He
sracae notenep. llocmyrn mHOCTymoBO MPUXOJATh Ha 3MIHY TOBapy SIK OCHOBI
cnokuByoro nonury. Ha mouarky 1990-x pp. mociayru npuBaTHOTO Ta JEPKABHOTO
CEKTOpIB CTAHOBWJIM MPHUOJIU3HO JIBI TPETHHHU BAJIOBOTO HAIIOHAJIBHOTO MPOAYKTY B
IIPOMUCIIOBO PO3BMHEHHUX KpaiHax. 3aBAaHHS MapKeTOJOTiB y cepl mociyr nomusrae
B TOMY, 11100 HaJaTH MPOIIO3HUIIIIO, IKa CTBOPUTH IS CTIOKMBAa4ya BUTOJIN Ta IIHHICTD,
IIpUHECE 33JJ0BOJICHHS Ta MATUME SIKICTh, sIKA OTO 3aT0BOJILHUTD.

Cdepa mocnyr oxoritoe pizHi ragys3i. Y OUIBIIOCTI KpaiH YUCIEHHI MOCIYTH
MOXE€ HaJaBaTH JepkaBa: IOPHUAWYHI, COIlaJIbHI, OCBITHI, OXOPOHHU 3/I0POB'A,
TpaHCHOpTH1, 1H(oOpMaliiHi Tomo. [IpuBaTHMIT CEKTOp MOCIYr CKJIAJAEThCS 3
oprasizaiiiif, 30pi€EHTOBaHMX Ha OTPUMAaHHS MPUOYTKY: aBiakoMIMaHii, 0aHKH, CTPaxoBi
KOMITaHii, FOpUIMYHI Ta KOHCYJIbTaIlliHI (ipMH, pEKJIaMHI areHIli TOIIO.

Yactuna opranizaiiii cepu mociayr 30pi€HTOBaHI Ha OKPEMHX CIOXKMBAYiB 1
POJIMHM, HIII — Ha 33JJ0BOJICHHS OTPEO PI3HUX MiANMPUEMHHUIIBKUX Ta HEKOMEPIIHHUX
cTpykTyp. OOMIBa BUAM MOCIYT MIBUAKO PO3BUBAIOTHCA.

Cepen MikHApOJHUX HAYKOBUX HIKLJT MAPKETUHTY MOCIYT IPUHHATO BUIUISATH
HACTYITHI:

1) TliBHIYHO-AMEPUKAHCHKI IIKOJIH:

o [leHTp BUBYEHHS MApPKETUHTY TIOCIYT TIpU ApPH30HCHKOMY
yaiBepcurerti (CIIA);
e Texacrkuii A&M yHIBEpPCUTET;
e [apBapjceka mkosa Oi3HeECY;
2) 3axiTHOEBPOIEHCHKI IIKOJIH:
e [liBniuna mkoua ("Hopaik ckyn");
e Mapcenbcbka MIKOJIA.

2.2. Mooeni mapkemunzy nociyz
Mooenw /[ric. Pammena

Mooenv [[owc. Pammena (KaiHmei ). M.). Po3rnsnaroun onHy i3 0COOTHUBOCTEH
MOCIYTH — OJTHOMOMEHTHICTh il BUPOOHMIITBA 1 CIIOKMBAHHS, BUSBISE PO301KHOCTI y
BUPOOHUIITBI Ta CHOXKMBAHHI TOBAapy W TMOCIYTH, a BIAMOBIAHO 1 y (YHKIIOHATBHUX
3aBJaHHSIX MAPKETUHTY Y BUPOOHUYIOMY CEKTOP1 Ta CEKTOP1 TOCIYT.

Mogens po3pobisiena y 1974 poui. lle Oyna ogHa 13 Haimepmmx MojeneH,
fgKa TIOKa3yBajia BIAMIHHOCTI MDK MAapKETHHTOM TOBAapHOI cpepr 1 MapKETUHTOM
cdepu mociyr (puc. 2.1).

Jlx. Parmen y cBoOili Mopem BHOKPEMIIIOE TpU Tiporecu s chepu
BUPOOHUIITBA MaTepiaJIbHUX TOBAPIB:
1) mporec BUpOOHHUIITBA,;
2) mpoliec MapKeTUHTY;
3) mporiec CroKUBaHHSI.
12
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CnoxxuBaHHS
7

Bzaemopnis mokymis nocnyru 3 ii
BUPOOHUKOM

Puc. 2.1. Moaeab mapkerunry nociayr JLx. Patmena

[IpyyoMy, koiaum MoOBa i€ Npo MarepiaabHl TOBapH, III MPOIECH YITKO
BUOKpeMJIeH1 ojuH Bix onHoro. lllomo cdepu mocayr, TyT maHi OpOLECH YITKO
po3MexkyBaTH HEe MoOkHa. [loB’s3aHO 1€, B TepIly 4epry, 3 THUM, IO MOCITyTa
CIIOJKUBAETHCSI 1 BUPOONISEThCS OJHOYACHO (onHe 13 yoTupbox "He" mociyru, He
30epexeHicTh). ToMy, SIK BUAHO 3 PUCYHKY, MPOIECH BHUPOOHHUIITBA 1 CHOXXHBAHHS
MOCJIYTH TIEPETUHAIOTHCS, 1 Ha IEPETUHI MAEMO TIPOIIEC B3aEMO/IIT MI>K BUPOOHUKOM 1
CIO’KMBA4YeM, TOOTO 1€ OJIUH MPOIIEC, IKOTO HEMAE B TOBApHiil cdepi, ajie AKUH 1O
CYTi 3aMiHIOE JIBa MPOILIECH, III0 YITKO BHOKpPEMIICHI y cepi MaTepiaibHUX TOBapiB:
BUPOOHUITBO 1 crnoxkuBaHHsI. Came 1eil mpoiiec HOTpe6ye 3HaYHOI yBaru mpu
BUPOOHULTBI Nocayr. Tomy aiis chepu Mociyr MOKHA BUJUIMTH TakKl IPOLECH:

1) mporiec MapKETHHTY;
2) Tmpolec BUPOOHHIITBA
}npouec B32€EMOJIIT Mi’K BUPOOHHKOM 1 CTIOKUBAUYEM.
3) mpolec CroXKHUBaHHS
ToOto, mporec B3aeMOIi MK BHPOOHMKOM 1 CIIOXKMBAYEM PO3TISAAETHCS SIK
cUMO0103 TIPOIIECY CTIOKMBAHHS 1 BUPOOHUIITBA, SIK1 MPOTIKAIOTH OJTHOYACHO.

Mooens Il. Euzniei E. Jlanzeapoa "SERVACTION"
@paHily3bKl BYEHI, MPEICTABHUKN MapceabChKOi IIKOJIM MApKETUHTY TOCIHYT,
I1. Eiirmie 1 E. Jlanreapn (Eiglier, Langeard) namu momanbimii po3BUTOK IMOTJIsIaM
Hx. Parmenma. ¥V 1976 p. BOHM 3anponoHyBadd MOAEIh MApPKETHHTY TOCIYT
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"Servaction” (Big auri cmiB "Serve" — oOcmyroByBatm Ta “action" — mig) —
"oOcayroByBaHHs B nii (puc. 2.2). Y cBoiii MoJeni BOHHM JarOTh MOSICHEHHS, IO K
camMe BIIOYBa€ThCS y TPOIECI B3aEMOJII MK BUPOOHHUKOM 1 CIIOKHBA4eM, SKHUMA
BBOAWTH [[k. PaT™Mer, 1 Ha3MBarOTh BOHU IIeH MPOIIeC MPOIecOM 00CTyrOBYBaHHS.

Cnoxusaui

/ Hesuouma tmcmuua\/ Buouma wacmuna \

(Bigminu dipmu, ~

HEBHUIUMI TS KonTakTHuit -

CIO’KABAYIB. CKJIAIH, nepconan

vy
Oyxranrepis, BiAILT /

- A
Ka/IpiB TOIII0) Marepianbhe d

\ /\ CepeoBHILE )/

IIpouec o6¢cayroByBaHHs

Puc. 2.2. Mopear mapkerunry mnocayr II. Eiiraie i E. Jlanreapn
"Servaction"'

Cama ¢ipma-BUpOOHUK MTOCIYT MO/I1ICHA Ha Bl YACTUHHU:

1) HeBHOUMY I CIIOKMBaya: HAJIEKaTh Ti BUIMIIM Ta CTPYKTYpH, 13 SKHUMHU
CTOXHMBA4Y HE CTHKAETHCS (BT KaPiB, CKIIAIH, OyXranrepis TOIIO);
2) BUAUMY JUISI CIIOXKHMBada: OE3MOCEPEHBO Ta YaCTHHA BHYTPIIIHBOTO CEPEIOBHUIIA
¢bipmu, 13 KOO KOHTAKTYE CIOKUBAY:
- KOHTAaKTHUU IEPCOHA;
- MarepiaipHe cepefoBulle (ToOTO 0OCTaHOBKA, Y SIKiil BiIOyBa€eThCs
HAJIaHHS TOCIIYTH: 1HTEP €p MPUMIIIEHb, My3HKa, 03100JICHHS TOIIIO).

BenukuM kBazpaToM Ha cXeMi 300paxeHUil mporiec 0OCIyroByBaHHS.
CrpinoukamMu BKa3zaHi (pakTopu, SKI BIUIMBAIOTh Ha CHOXKHMBava. SIK BUAHO i3
PUCYHKY, TAKUMH (PaKTOpPaMH € HACTYIIHI:

- KOHTaKTHHUH nepcoHan GpipMU-BUPOOHUKA MOCTYTH;
- MaTepiajbHE CepeIOBUIIIE, Yy SKOMY HAJIa€ThCs MOCIYTa;
- 1HII CHOXMBayl, fKI TaKOXX CIOXXKHUBAIOTh JAaHy IOCIYry B JaHOI

bipmu.

[Ipuknagom 3axomiB  (GipM-BUPOOHUKIB TOCIYr IWIOJO0  ONTUMAJIBHOI
MOETHYBAHOCTI CIIOKMBAUiB Ta HAJaHHS iM MAaKCUMAIbHOI 3pYYHOCTI W YHUKHEHHS
HEraTUBHUX €MOILIN 4i KOHQIIKTIB MK HUMU MOXYTb OyTH CaJOHM JUJIsl KYpIIB Ta
JUTSL TUX, XTO HE MAJIUTh Y peCTOpaHax.

Tax, II. Eitrnie 1 E. Jlanreapa npakTU4YHO BBOASTH HOBI €JIEMEHTH MapKETHHT -
MIKCY c(epu mociyr:
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- physical evidence — matepianbHe cepeIOBHIIIE;
- people — ronu (TOOTO KOHTAKTHUI ITEPCOHAN Ta IHIII CITOKHBAY1).

B MaitOytHpOoMy 11e¢ HaOy/ie MOAAJBIIOrO PO3BUTKY Yy JIOCHIDKCHHSIX 1HIIUX
BUYCHHX Ta cPopmyeThes y "7P" MapKeTUHT-MIKCY.

Mooenw K. I'pvonpoca

K. I'pponpoc (Gronroos) — waiibinemr Bimomuit mpencrasauk Nordic School
(TIiBHI4HOI LIKOJIM MapKeTHHTY 1ociyr). Moro Mojenb B 3HAa4Hil Mipi 3acHOBaHA Ha
nBox mnomnepennix moxaenmsx (k. Parmema Tta II. Eiirmie 1 E. Jlanreapna), BTiM
CXeMaTU4YHOTro BUpaxkeHHs Hemae. OcHoBHuM 3700yTkoM K. I'ppoHpoca €
pO3poOTEHHST Ta BBEACHHS KOHIIETITYaJbHOI HAYKOBOI TEPMIHOJOTI MapKETHHTY
MIOCITYT, a CaMe TaKUX TEPMiHiB:

1) iHTEepaKTUBHUN MApPKETHHT;

2) SIKICTh MIOCITYTH;

3) BHYTpIIIHII MapKETHHT.

[lin inmepaxmuenum mapxkemuneom PpO3YMIETBCA Ta JIOAATKOBA (DYHKIIIS
MapKeTHHIY, SIKY 3allpOIOHyBaB y cBOill Mojeni [Ix. Patmen, ToOTo sika HampaBieHa
Ha MpOLEC B3aeMOAIlI MIX BHUPOOHHMKOM Ta CHOXHUBadeM Hocayru. OCHOBHMMHU
(akTOpamMu yCHIIIHOTO IHTEPAKTUBHOTO MAPKETHHIY IPU LIOMY € HACTYIIHI:

- MPOIIEC AKICHOTO 0OCITYTrOBYBaHHS;

- TOBE/IIHKA MEPCOHANY, 1110 Ha/la€ MOCIYTY.

Ha edekTHBHICTh IHTEPAKTUBHOTO MApKETUHTY 3HAYHO BIUIMBAIOTH HACTYIIHI
KATeropii: sIKICTb MOCIYTH Ta BHYTPIIIHIA MapKETHHT.

lono saxocmi nocnye, K. I'pbOHpPOC BBOAUTH Take IOHATTA, SK
DYHKYIOHATLHO-IHCMPYMEHMANbHA MOOeb AKOCMI 00CIY208Y8aHHs, 3T1THO 3 KOO
SAKICTh MOCITYTU MOJIIISIFOTHCS Ha JIB1 CKJIQIOBI:

- IHCTpYMEHTAJIbHAa SIKICTh — BIJOOpaxkae Te, IO CIOXUBAaY OTPUMYE B
pe3yabTaTi CIOKUBAHHS MTOCTYTH;

- (yHKLIOHaJIbHA SIKICTh — B1I0OpaXkae Te, SIK MPOXOJIUTH MPOLEC HAJaHHS
MOCIIYTH.

Hanpuknan, pe3yabrar mnOpocToi JIKYyBajJbHOI MpOLEAYpH MOXe OyTu
OJTHAKOBHMM Y JIBOX CTOMATOJIOTIYHUX KJIiHiIKaX (0OJHAKOBa IHCTPYMCHTAJbHA SAKICTh),
BTIM B OJIHIM KIIHIII JIIKyBaHHS MPOXOJAUThH B HOBOMY OXaifHOMY NpPHUMIIICHHI,
MEPCOHAJl MPUBITHUM Ta BBIYWJIMBUM 13 KIIIEHTOM, B 1HIIINA — HaBITh MPU JTOTPUMAHHI
HEOOXITHUX CaHITApHUX HOPM Ta TMpaBUI — OOCTAHOBKAa MPUMILIEHHS HE €
3aTUILHOIO, & HaBITh KBaJII(PIKOBAHU MEPCOHAN HE MPOSBIISLE MPUBITHOCTI 10 KIIIE€HTA
(To0TO PyHKITIOHAIBHA SIKICTH HEOTHAKOBA).

Brympiwnin mapxkemune ("inmepuanvnui’'). CUpSAMOBaHHMN Ha KOHTAKTHHM
nepcoHan ¢ipMu 1 nependayae Taky MOJITUKY KEpIBHULTBA (IpMH, B TOMY YHCII
3alpOBA/PKCHHST  JI€EBUX MOTHUBAIIMHUX MEXaHI3MIB, ska O TpU3BOAWIA [0
N1ABUILIEHHS (QYHKIIIOHAIBHOT SIKOCTI 00OCTYTrOBYBaHHSI.
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Moaeans M./I. Bitnep
OcuoBHEUM HOBOBBeneHHsIM y mozaeni M.JI. Bitaep (Bitner) e 3anpoBamkeHHs
JOJJATKOBUX €JIEMEHTIB MapKETHUHI-MIKCY MO BIJHOLIEHHIO 1O CTaHJApTHOTO IX
Habopy. CrannapTauii Habip, opieHTOBaHUH Ha cepy BUPOOHUIITBA MaTEpiaIbHUX
ToBapiB, OyB 3ampornoHoBaHui y 1960-x pokax mnpeacTraBHUKOM AMEpPHUKaHCHKOT

mKkond MapketuHry Jk. MakkapTi i mepemdadaB HasBHICT TaKHX YOTHPHOX
eeMeHTiB (puc. 2.3):

1) Product (mpoaykT) — ToBapHa MOJIITHKA;

2) Price (miHa) — 1iiHOBA ITOJTITHKA,

3) Promotion (mpocyBaHHs) — IOJIITHKA ITPOCYBAHHS,

4) Place (micre mpoaaxy) — MOJITHKA PO3MOBCIOIKCHHS.

Product Promotion

(toBap) & (npocyBaHHs)
Price ? % Place

(tina) (PO3MOBCIOKEHHS)

Puc. 2.3. Moaeab MapkeTHMHr-Mikcy /isi  cgepd BHPOOHUIITBA
MarepiajgbHux ToBapis ([I:xx. Makkapri)

M.J1. BitHep, 6a3yrounch Ha MOAENSIX, po3rsiHyTHUX Buile, y 1990-x pokax
MIPOTIOHYE MAPKETHUHT-MIKC cdepu MOCHyr, MoJardu A0 4oTupbox 'P"  JIxk.
MakxkapTi 11e Tpu CKJIa0BI:

1) People (iroau: nepconan GipMu Ta CIoKHUBaYi);

2) Process (mporiec HaaHHS MOCITYTH);

3) Physical evidence (maTepianbHe cepeaoOBHINE, y SKOMY BiOyBa€eThCs
HaJIaHHSI TIOCITYTH).

Takum unHOM, OyJia 3amporoHoBana mojenb "7 P" (abo "6 P") (puc. 2.4).
Product
(mocmyra)

]

1

1

E 4

T

|

o .
oA

Process i
Promotion
(mportec) (mpocyBaHHs)
Physicl evidence Place
(MarepianbHe cepe/IoBHUIIE) (pO3IOBCIOIPKEHHS)

Puc. 2.4. Moaeans mapkeTunr-mikcy cepu nocayr (M./l. Bitaep)
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biok enementy "Product” o0BeaeHu KypCHBHOO JTiHI€0. [HKOIN, 101aTKOBI
TpH eIeMEHTH, 3anpononoBani M. bitHep, BBaxaroTh TakKuMu, 10 HOPMYIOTH COOO0IO
exreMeHT "Product”, i okpemo #oro He BuaUIAOTE. Tozi roBopsats He "7 P", a "6 P".
1€ MTOSICHIOETHCS CHCIM(IKOIO TOCITYTH, K MPOAYKTY. I1o CyTi mpoayKTOBa MOITHKA
II0JI0 TTOCIIYTH 1 SIBJISIE COO0I0 CYKYITHICTh PIIlICHh CTOCOBHO TPHOX 3alPOTIOHOBAHMX
CJIEMCHTIB: IMPOIICCY HAJIaHHS IOCIYTH, MaTepialbHOTO CEPEIOBHUINA, Y SKOMY BOHA
HA/JIA€THCS Ta JIIOJIEH, K1 B3a€EMOJIIIOTH Y MPOIIeCi HaJaHHSI-CIIOKUBAHHS TOCITYTH.

Mooenv @. Komaepa

Came @. Kotnep 3ampornoHyBaB TpH CKJIQJOBI MAapKETUHTY MOCIYT, MPO SIKi
HII0Cs y TIepIIii Temi:

1) BHYTpIIIHIM MapKETHHT;,

2) 30BHIIIHIN MapKETHHT;

3) iHTepaKTUBHMIA MApKETHHT.

B ocHoBi Takoi kiacudikarii JISKUTh B3a€EMOJISI TPHOX B3AEMOIIOB’SA3aHUX
OJTMHMIIb MapKETUHTY mocyr (puc. 2.5):

- KEpIBHUUTBA (D1pMU-BUPOOHUKA TTOCIIYT;

- KOHTAKTHOT'O NiepcoHalny (ipMU-BUPOOHHKA TTOCIIYT;

- CIIOKUBaviB (D1pMU-BUPOOHHKA TTOCIIYT.

KepiBauLTBO
hipmu

% Roeniwmnii

MmapKkemune MapkemuHe

Buympiwmniti

Croxusau

Konraktauit

HIepCoHal Inmepaxmuenuii

mapkemune

Puc. 2.5. TpukyTrHa mojaeab mapkeTunry nociayr ®. Koraepa

BHyTpimmHiiT MapKeTHHT TOB'S3aHUN 13 B3a€EMOBIIHOCMHAMHU ' KEPIBHUIITBO
¢bipMu — KOHTakTHMM nepcoHan . KiIlOYOBUM YMHHUKOM YCIIXy MpH I[bOMY €
e(eKTUBHI MOTHBAIlIIIHI MeXaHI3MH, SKI MPO CTUMYIIOIOTh KOHTAKTHUHN IMepCcOoHal
HaJ[aBaTH MOCIYTY Ha BUCOKOMY PiBHI, TOOTO MiJIBUIYBAaTH (DYHKIIIOHABHY SIKICTb,
po siky rosopus K. I'ppoHpoOC.

30BHINIHIF MapKETUHT HAMpaBJICHWH Ha B3aEMOJIII0 KEpIBHUIITBA (GipMHU Ta
CHOXKMBauiB. MO)KHa CKa3aTH, 110 € MApKETUHT Yy KIACUYHOMY po3yMmiHHI. Tyt
MaloTh MICIE TakKli €J€MEHTH, K peKiiama, CTUMYIIOBAHHS 30YyTy, I[IHOYTBOPEHHS,
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MapKETHUHTOBl JIOCTI/UKEHHS, CEerMEeHTalllsl Ta TO3UI[IOHYBaHHA TOIIO. ToO0TO
KEepiBHUUTBO (PipMHU, HE CHIJIKYIOUHCH 13 CIIOKHMBaueM O€3MOCepEeNHbO, BIUIMBAE HA
HOro CTaBJIEHHS O MOCIYTH Ta (QipMH B IIJIOMY, MparHe 3aJ0BOJIBHUTU MOTPeOH
CIO’KMBaua Kpailile, HiK 1€ 3p00MiIr 0 KOHKYPEHTH 1 TUM CaMHUM 3MIIHUTH 1M1
bipMu Ta 30UTBIIUTH TPUOYTKHU. BTiM, ik TOBOpHIIOCA, 0€3M0CePEeTHOT0 KOHTAKTY 13
CIIO’KMBA4YeM HE B1JJOYBA€ThCA, @ MAIOTh MICIE KJIACM4YHI MAPKETUHIOBI MPUMOMU Ta
iHCcTpyMeHTH. Hanpukian, pexiama.

[HTEpaKTUBHMI MapKETHHI — I€ caMe€ TOM BHJ MAapKETHUHTY, SKUU
npuTaMaHHii  cdepi mocayr. TyT HOeTbcs TMpo OE3MOCEepeHI0  B3aEMOJIIIO
KOHTAaKTHOrO0 TiepcoHany ¢ipMud Ta choxuBada. | MoBa HaBiTh HE Hae Ipo
CIIOXKMBYUI CcerMeHT (Il¢ Ma€ MiCIe y 30BHIIIHbOMY MAapKETHHTY), a PO KOXKHOTO
KOHKPETHOTO CIIOKMBaYa, SIK 1HAWBIMyyMa. [HTepaKTUBHUI MapKETHUHT 3'SBIISE€THCS
SK pe3yabTaT HEBLAIIIIBHOCTI MOCIYTH BiJ JKEpesa Ta OJHOYACHOCTI i1 BUPOOHHIITBA
1 cnoxkuBa"Hs. CaMe TyT MOBa W€ npo (PYHKIIOHAIbHY SIKICTh HaJ@HHS TOCIIYTH.
(o peui, mpo MOHATTA 1HTEPAKTUBHOTO MAPKETHUHTY Ta (PYHKIIOHATIBHOI SIKOCTI
roBopuB 1 K. ['ppoHpoOC y cBOill Teopii).

Mopnean K. JIlaBiioka

K. JlaBaok — mpoBIAHMI MDKHApOAHUI €KCIEepPT MApKETHHIY IOCHYT,
npenctaBHUK ['apBapacbkoi mkonu Oi3HeCy — MPOJOBXKYE MOMIAIM  CBOIX
HOTIEPEHUKIB, PO3BUBAIOYN HAYKOBI MIIXOU 10 MAPKETUHTY TOCIYT.

OCHOBHMMH HOBOBBEJIEHHAMH MOTO MOJIEJNI € HACTYIIHI:

1) 3ampoBa/KeHHST ~ JOJATKOBOTO  €IEMEHTY  MAapKETHHT-MIKCY:  SKICTh 1
IPOIYKTUBHICTb MOCTYTH;

2) aneropuuHe OaueHHS MPAKTHKH MApKETUHTY TOCIYT SIK YOBHHUKOBOI perartu, Je
KOXXHUW 4YOBeH — I (ipMa-BUPOOHUK IMOCIYTH, KaliTaH YOBHA — JIUPEKTOP
BiAATy MapkeTwHry ¢ipmu, 8 rpeOIiB — MpaliBHUKH BIIAUTY MapKETHHTY,
KOXXHUH 3 SKUX BIJAMOBIJa€ 32 KOHKPETHHWH €JIEMEHT MapKeTWHT-Mmikcy "8 P,
(iHim — 11e MiILOBHH CrioXkKBaY (a00 mpudyTOK) (puc. 2.6).

['pebui po3ramoBaHi, sik Ha Oaigapii, cuMeTpudHo. [Ilpuuyomy 3 ogHOrO GOKY —
NPEJCTaBHUKU KJIACHYHOTO MAapPKETHHT-MIKCY, 3anpononoBanoro Makkapri ("4 P"), 3
1HIIIOTO — TakKi, 10 HeoOX11H1 came It chepH TOCITYT.

HoBum y mozeni € BocbMHUid eneMeHT (Tpedellb): MPOAYKTUBHICTh Ta SIKICTb.
[lixaBuM € Te, 10, XO0dYa Il JBI KaTeropii MPEACTaBICHI y BUIISAL €IUHOTO,
BOCBMOT0, €JIEMEHTY, BOHU YacTO CyNEpEewSuBl OJIMH MO BITHOLIEHHIO 0 OgHOro. B
3arajilbHOMY PO3YMIHHI MPOAYKTHUBHICTh — 1€ OOCAT HaJaHMX IOCIYT 3a OIUHUIIIO
yacy (CKUTbKU KIIIEHTIB OOCITY)KUB MPAIIBHUK 32 OJMHHUIIO Yacy). Uum Oiibie — THM
Kpalie, TUM BHIIA NPOAYKTUBHICTh, 1 TUM BUII NpUOYTKU. AJie SIKICTb, 0COOJIUBO
dbyHKIIOHATTPHA, TPU [BOMY MOKE 3HIDKYBATUCh. YWM IIBHUIIIE TIPAIIBHUK
0OCJIyrOBy€ OJHOIO KIII€EHTa, TUM MEHIIE B HbOI'O Yacy 3HAWTH JO LbOTO KIIEHTA
IHIUBIAYabHUM  MIAX1J, TPOSIBUTU YYWHICTb, BBIWIMBICTh Ta 3allIKaBJICHICTb.
Pe3ynpTaT HaaMIpHUX BUMOT 10 MNPOAYKTHUBHOCTI — BTOMIIEHHUW, pPO3JpaTOBAHUI
NpaliBHUK, HE3aJ0BOJIECHUN KIIIEHT, MAAIHHA IMIJKY (DipMH, 3MEHIIEHHS KIJIBKOCTI
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KJIIEHTIB Ta IpuOyTKiB. TOMy 3aBIaHHSM KEPIBHUIITBA (BHYTPIIIHLOTO MAapKETHHIY)
€ BCTAaHOBJICHHS ONTHUMAJILHOTO 0aTaHCy MIX SKICTIO Ta MPOAYKTUBHICTIO IOCTYTH.

C — cnoocusau (piniw ""pecamu”, mema)

K — kepienux 6i00iny mapxemunzy gipmu (abo kaniman)
1 — 8 — npayienuxu 6i00iny mapkemuney (2pedyi), 6I0NOGIOANbHI 34 NEGHI eNeMEHMU MAPKemuH-
MIKCY:

1 — npooykm (product);

2 — yiny (price);

3 — posnoscrooxcenns (place);

4 — npocysanns (promotion);

5 — npoyec naoannst nocayeu (Process);

6 — mamepianvue cepeoosuwye (physical evidence);

7 — mooeut (nepconan ma cnoxcusaua) (people);

8 — npooykmusnicmo i sxicme (productivity and quality)

Puc. 2.6. Mogean K. JlaBjioka
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Tema 3. IIPO/IYKTOBA IIOJIITHKA Y C@OEPI I10CJ1YT'

3.1. Cymuicms ma ocobausocmi npoOykmoeoi nojimuKu.
3.2. Ilpooykmoei cmpamezii y cghepi nocuye.

3.3.  Acopmumenmua noaimuka y cgepi nociuye.

3.4. Ilouamms skocmi nociyeu.

3.5.  Konyenyis scummesoco yukiy nociyau.

3.1. Cymnicmb ma mema npoOyKkmoeoi noaimuxku

[lin npodyxkmoeorw nonimukor y chepi mociayr ciif po3yMITH KOMILIEKC
3ax0/liB 13 PO3pOOICHHS TaKUX MOCIYT Ta POPMYBAHHS TaKOTO iX aCOPTUMEHTY, 5IK1 O
BIJIMOBIJIAJIM CYYaCHUM 1 IEPCHIEKTUBHUM BUMOTaM PUHKY.

Mema TpoAyKTOBOI MOJITUKU: PO3pOOJICHHSI Ta peati3allisi MOCHYyr, siki O
3aJI0BOJIBHSUIM MTONUT CIOKKUBAYIB Ta MPUHOCHINA MPUOYTOK MIATPUEMCTRBY.

Lini npoxyKTOBOI MOJIITUKU:

1) po3poOJICHHS MOCTYTH:

® PO3pOOJICHHS HOBOI ITOCITYTH;
e wMoaudikaiis icHyrouoi mociyru (mo cyti abo 3a cmocobom ii
MPEACTABIICHHS);
2) 00CIIyrOBYBaHHSI TIOCIYrH: 3a0E3MEUYCHHS CTaJoCTi 11 XapaKTePHCTHK,
TaKuX, SK1 BIATOBIal0Th PUHKOBOMY IOIIUTY,
3) eniMiHyBaHHS OCITYTH (3HATTS 3 BUPOOHHIITBA).
3as0annsa poayKTOBOI MO TUKU:
PO3pOOICHHS HOBUX TTOCITYT;
MoaudiKailis ICHyFOUHUX MOCIIYT;
PO3pOOJICHHS 1HANBIYai30BaHUX MOCIYT;
3a0€e3Me4eHHs IHCTPYMEHTAIbHOI Ta (DYHKIIIOHAJIBHOT SIKOCTI MOJIYT;
dbopmyBaHHS €(EKTUBHOTO ACOPTUMEHTY TOCIYT;
YIPAaBIIIHHS )KUTTEBUM ITMKJIOM TTOCIIYT;
PO3p00JICHHS cucTeMU (PIPMOBOTO CTUJTIO.

3coonueocmi npodykmoeoi nonimuku y cgpepi nociyz
OcoOMuMBOCTI  MPOAYKTOBOI MOMITUKM y cdepl MOCIHyr TOB’si3aHi 13
0COOJIMBOCTSIMH CaMOi MOCIYrd (OuB. Temy 1), B mepmry d4epry i3 Tak 3BaHUMH
yotupMa "He", npuramanHUMU nociy3i:
- HEBITUYTHICTB;
- HEBIJUTUIBHICTD BIJI JKEPEIIa;
- HE30epEeKEHICTD;
- HEMOCTINHICTb.
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[Tpu posrmsai moxeni mapkerunry mociayr M.JI. Bitaep (tema 2), Oyio
3’5ICOBAHO, 110 MAPKETUHI-MIKC TIOCTYTH sIBJIsie cO0010 Habip eneMeHTiB "'/ P":

MPOIYKT;

11Ha,

MIPOCYBaHHS;
PO3MOBCIOKEHHS;
poIIeC;

JIIO/IH,

MaTepialbHE CepeIOBHIIIC.

[IpryomMy 1HKOJM Il K €JIEMEHTH 3BOJATH 10 KOMIUIEKCY ''6 P", ockigpku 3
ypaxyBaHHSM CHEIU(BIKU MOCITYTH OCTaHHI TPU CKJIAJ0BI BKIIIOYAIOThH IO CJIEMEHTY

POJYKT:

poIIeC;
JIFOIU,; IPOTYKT
MatepialibHe CEpeIOBUILIE;

iHa,

MIPOCYBAHHS;

PO3ITOBCIOKEHHS.

TakuM YMHOM MOXHA BBa)KaTH, IO MPOJIYKTOBA IMOJITHKA Yy cdepi mocayr
SBJISIE COOOI0 KOMILIEKC 3aXOMiB IOJA0 MPUUHATTSA Ta peanmizaiii e(eKTUBHHUX
pitreHs y HacTynmHux chepax (puc. 3.1):

® MpoIeCi HAIaHHS TIOCIIYTH,
® B3aEMOBIJHOCHHAX MIX CIIO’)KMBAa4aMH T4 KOHTAKTHUM TIEPCOHAJIOM;
® MaTepiaJbHOTO CepPeAOBUIIA HAJAHHS MMOCTYTH.

BsaemoBigHOCHHHI
MDK CIIOKUBadYeM
Ta KOHTAKTHUM

[Ipouec HamanHs

ocayru IIponykroBa

[MOJIITHUKA

MarepianbHe
cepeioBulIle
HaJaHHS TOCIYTU

Puc. 3.1. Cxi1agoBi npoayKTOBOI NOJITUKH Yy cdepi mocayr

Kpim toro, npu po3po06iaeHH] MPOAYKTOBOI MOJITUKH HEOOX1THO BPaXOBYBATH
PiBHI IOCTYTH SIK MPOAYKTY, MPOCTILIE KAXKy4H, CKIaI0B1 TOCIYTH.
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[Tocayry, K MPOIYKT, MOKHA MPEJACTABUTH y BUTIISAII YOTUPHOX PIBHIB (pHLC.
3.2).

060631081 cK1a008I Jlooamxkosi cknadosi

I piBeHs: II piBeHsb: III piBeHb: IV piBeHs:

OCHOBHMM CyNyTHIH JIOIATKOBUU PO3LIMPEHUN

Puc. 3.2. PiBHi mocjiyru sik npoaykry

0006'a3K06i ckn1adoei

I pisenv (ocnosnuii): KIIOYOBA YacTHHA ITOCHYTH. 3aisd il OTpUMaHHS
CIIOKMBA4 3BEPTAETbCA 10 BHpoOHMKA. Hampukian, jikyBadbHa Mporeaypa mpu
CIIOKMBAHHI MEIWYHUX TIOCIYT, TMPOCIyXOBYBAaHHA KypCiB JUCIMIUIIH TIpU
CIIO’KUBAaHHI OCBITHIX MOCIYT, IPOKMBAHHS Y TOTENI Npu criokuBanHi nociyr ['PC,
MIEPEBE3CHHS MPU TPAHCTIOPTHUX MOCITYyTrax TOIIO.

1l pisenv (cynymmiii): 4acTUHA TOCTYTH, 0€3 SKOi HE MOXKIJIHMBE CIHOKUBAHHS
OCHOBHOI 4acTtuHU. Hampukman, 3anuc A0 Jikaps, OQOPMIIEHHS HEOOXITHHUX
JOKYMEHTIB BCTYIYy JO HABUYaJbHOIO 3aKjaidy, peecTpalis y roreii, o(OopMIIEHHS
TPAHCTIOPTHUX TOKYMEHTIB.

/ooamkoei cknaoosi

11 pigenv (0oO0amrosuil): YacTUHA TOCIYTH, KA BIAPI3HAE 11 BiJl aHAJIOTTYHUX
MOCIYr KOHKYpeHTiB. Hampukinajn, HasBHICTH IHHOBAIIMHOI MEIUYHOI TEXHIKH,
BUIBHE BOJIOJIIHHS BHKJIAJa4iB 1HO3EMHHMMH MOBAaMH, pO3TAIllyBaHHS TOTEIIO Y
BUJIATHIN I1CTOPUYHINA MICIIEBOCTI, HASBHICTh MIBHJKICHMX JIIHIM TepeBe3eHHsS 0e3
3YIUHOK.

IV pigenv (po3wupenuii):. CyKYINHICTh XapaKTEPUCTHK, SKI BIUIUBAIOTh Ha
BpaXeHHs crokuBaua. LI XapaKTepUCTHUKHM MOKHA YMOBHO PO3MOAUIMTA Ha Takl

IPYIN:

® HAAIMHICTh (HAIPHUKJIAJ, BUCOKAa SKICTh MEIMYHOI TEXHIKH, MPOBIIHI
CHCIIAITICTH);

® 3pPYYHICTh Ta AOCTYMHICTh (AOCTYMHI L[IHU, 3pyYHE MICIE PO3TAIIyBaHHS
TOIIO);

e MaTepianbHE CepeAOBHUINE (30BHINIHINA BHIJISAI IPUMIIICHD, JIH3aliH,
KOJILOPOBA rama, CBITJIOBA rama TOIIIO);

e armochepa (HemaTepiaJdbHHN acmekT): (akTopH, SKMX HE MOXKHA
no0avYnuTH Oe3nocepelHbO, ale sKI 3HAYHO  BIUIMBAIOTh  Ha

IICUXOJIOTIYHUN CTaH CIIO)KKMBadya Ta PIBEHb HMOro 3aJ0BOJICHOCTI
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(BBIWIMBICTb, IPUBITHICTh, YYHHICTh MEPCOHAITY, PIBEHb 0013HAHOCTI Ta
KBaJTiiKaIlii mepcoHary; B3a€EMO/Iisl 3 IHIIMMHU CTI0)KHBaYaMH TOIIIO).

PimeHHss mnpoayKTOBOI TMOJITAKM TIOBUHHI MPUHAMATHCS 00 KOXXHOI
CKJIQJIOBO1 ITOCJIYTH, a TAKOXK MIOAO0 1X ONTUMAIBHOTO MO€ETHAHHS.

3.2. Ilpodykmogi cmpame?zii y chepi nocnye

[TpuitasaTo BuaLIATH 4 OCHOBHI MPOAYKTOBI (TOBapHi) cTpaterii y cepi mocmyr:
e crpareris qudepeHIiiarii,
® CTparTeris By3bKOi CIeriati3aiii;
e cTpaTterisa AuBepcudikarii;
® cTpareris BEpTUKAIBHOI 1HTETpaIlii.

Cmpamecia Oughepenyiayii: 3acHOBaHA Ha HaJaHHI IIOCIYT, $KI 1CTOTHO
BIJIPI3HAIOTHCA Bl OCTYT TOJOBHUX KOHKYpPEHTIB. BukopucTanHs ctparterii notpedye
JETAJbHOTO BHBYEHHS IONMTY 1 CaMOro0 PUHKY, OOIPYHTOBAHOTO MO3UI[IOHYBAHHS
¢ipMu Ta il MOCHYr, 3HAXO/KEHHS peajlbHUX IMepeBar 3 YpaxyBaHHSIM BUMOT
[[IJTbOBOTO CETMEHTA.

Cmpameczia 6y3vkoi cneyianizayii: nependoavae JisUTbHICTh (GIPMU HA BY3bKOMY
CEerMEHTI 13 OOMEXEeHUM acopTUMeHTOM mnochyr. Ll crTpateria € HalOUIbII
MOIIKMPEHOI0 HA PUHKY MOCHYT.

Cmpamecia oueepcugpikayii: TPOTWIECKHA IO CTpaTerii BY3bKOI cCremiaizalii,
nependavae 3HaA4YHy MIUPOTY ACOPTUMEHTY MOCIYT. ['OJIOBHOIO TepeBaroro crpaterii
mudepeHIiialii mocIyT € 3HKEHHS PU3UKY 1111 Yac Pi3KUX KOJIUBAHb MOMHUTY.

Cmpamezia eepmukanvhoi inmezpauii niependavae po3MUPEHHs AISUTLHOCTI 3a
BEPTUKAJUTIO, TOOTO 32 TEXHOJIOTIYHUM JIQHIIFOXKKOM. BOHa HalOLTbIIT pUCTOCOBaHA JIJIst
HIIPUEMCTB, SKI HAJaI0Th KOMIUICKCHI TIOCITYTH (HAIIPHUKIIAA, TYPUCTUYHI):

- TIOCJTIJTOBHA peati3alisi pi3HUX eJIEMEHTIB KOMITJIEKCHOI TIOCITYTH;

- peai3allisi MakeTiB MOCIYT.

Taka crpaTerisi J03BOJISIE 3HU3UTH BUTPATH 3a PaXyHOK BUKOPHUCTAHHS €IUHOI
TEXHOJIOTIYHOI  0a3u  IMANMPUEMCTBA, BUPOOHUUYOTO JIOCBITY, HAJAroKEHHUX
MapKETUHTOBUX KOMYHIKAITIH.

3.3. Acopmumenmmua nonimuka y cehepi nociye

[Tiz acOPTUMEHTHOIO MOJITUKOI Yy cepl MOCIHYyT CIif po3yMiTu (HOpMyBaHHS
HAOOpIB TPy MOCHYT, X ONTHUMAJIbHOTO CIIBBIIHOLICHHS 3 YypaxXyBaHHSIM CTaid
KUTTEBOTO IUKIY TIOCIYr Ta BUMOT CIIOKHMBAdiB
Buninstore 1micTh aCOPTUMEHTHUX TPy MOCIYT, SIKI MarOTh BIAMIHHOCTI 3a (a3oro
KUTTEBOTO LIUKITY:

1)eonoena epyna OXOIUTIOE MOCTYTH, SKi 3HAXOAAThCA Ha (asi 3pOCTaHHS Ta 3a
pPaxXyHOK SIKUX (pipMa OTPUMYE ICTOTHUN TTPUOYTOK;

2)niompumyroua pyna BKITIOYAE TIOCITYTH, 10 3HAXOAATHCSA Ha (asi 3piiocTi. 3a

iX paxyHOK BiIOyBa€eThCsl CcTaOUTII3AIls CYKYITHUX (PIHAHCOBUX PE3YJIbTATIB Bij
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HaJaHHS KOMIUIEKCY MOCTYT;

3)cmpameziuna epyna: IOCITYTH HA CTaJlil BIPOBA/PKEHHS HA PUHOK;

4) maxmuuna epyna: CynyTHI TIOCITYTH Y CTaJii 3pOCTaHHS a00 3pijIoCTi;
5)pospobriosana epyna’. NOCIYTH B IHHOBALIMHIN CTaIil, ajie TIIBKH Ti, SIKi BJKE TOTOBI
JI0 PUHKOBHX BUIIPOOYBaHb;

6)zamuxaroua epyna — TOCIYTH Ha CTaJii Cray, aje Ti 3 HUX, SKi MalOTh TaK
3BaHUM "PUHKOBUII TOTEeHHian', TOOTO MOXIIMBICTh 3pOCTaHHSI TPOAAXY B
HEPCIIEeKTUBI (HApUKIaL AeIKi CE30HHI TYPUCTHYHI ITOCITYTH).

ParionanmbHe  BIOpPSIIKYBAaHHS —~ aCOPTUMEHTHOTO Sy TOCIYr  TMOTpedye
JIOITIIBHOTO CITIBBIHOIIIEHHS CTPYKTYpHUX Ipym. Tooto 75—85% 3aranpHOro obcsry
peajtizaliii Mocayr MOBUHHO 3HAXOUTHUCS B TOJIOBHIN Ta MIATPUMYIOUIN IpyIiax.

Ipunyunu po3po0IeHHS aCOPTUMEHTHOI MOJITUKH Y cepi mocayr

1. Ilpuniun cuHepriamy:. Tnepeadadae B3aeMHY (piHAHCOBO-IHBECTHUIIIAHY
HOIATPUMKY PI3HUX TPy MOCIYyr Ta €KOHOMIIO KOIITIB 3a Tpu 30LIbIICHHI
MaclITa01B JISIBHOCTI.

2. TlpuHnum cTpaTeriyHoi THYYKOCTI: Tependadae MOeJHAHHS MOCIyr abo ix
ACOPTUMEHTHHUX TPYI 3aJ€XKHO BiJ MEBHUX (PaKTOPiB (I[IJILOBOTO CETMEHTY
TOIIIO).

3.4. Ilonammsa akocmi nociyzu

[lim sAKiCTIO TOCIYTHM CIi PO3YMITH PIBEHb BIAMOBIAHOCTI MOCIYTH
OUIKYBaHHSIM CIIOXHUBayiB (Cy0’€KTHBHA SIKICTh) Ta MEBHUM cTaHAapTaM (00’ €KTHBHA
AKICTD).

Ak 3a3HayaNoOCh y TeMi 2, OJIHUM 13 HaWNEpIIMX BYCHUX, XTO BBIB TOHSTTS
akocti mnociayru, OyB K. Ipwonpoc, sikuii 3anporoHyBaB (HyHKUiOHAIbHO-
IHCIMPYMEHMAIbHA MO0eNb AKOCMI 00CY208Y6AHHA.

3a 11i€r0 MOJICTUTIO SKICTh IMOCIYTH PO30OUBAETHCS HA JIB1 CKJIAJIOBI:

1) iHCTpyMEHTalbHY SIKICTh — BigoOpa)ka€ Te, IO CIIOXKHWBa4 OTPUMYE B
pE3yNIbTATI CIIOKUBAHHS OCTYTH,

2) yHKIlIOHATbHA AKICTH — BiJOOpa)kae Te, SIK MPOXOIUTh MPOIEC HaIaHHS
MIOCITyTH.

Buennii I'. Cimon iporionye po3pi3HITH TaKi TOHSTTS SIKOCTI:

1) o0’exktuBHY sKicTh (OIlIHKAa BUPOOHMKOM) — OO €KTHBHO ICHYIOYI
XapaKTePUCTHKN SKOCTI, III0 MArOTh MICIE 3aBASKH JIOTPUMAHHIO CTAHIAPTIB;
2) cy0’eKTUBHY SKICTh (OILlIHKAa CIOXXHBA4e€M) — SKICTh TOCIYTH 3 TOYKH

30py CITOKMBavya Ha OCHOBI HOTO Cy0’€KTUBHOTO CIIPUIHSTTS.

[Ipore, He3BaxarO4yu Ha BEJIMKY KUIBKICTh CIOXHBadiB a00 KOPUCTYBayiB
Ta BIAMIHHICTh y IXHIX MOTpebax, 0 MOXKHA BHUJIIUTHU I'SITh KAaTeropiil AKOCTi
MNOCJIYT:

® BHYTpIIIHS SAKICTh, II0 HE BUIMSNJAE SK OYEBHMJHA M1 KOPUCTyBaya

(HampuKkiIaa, KUIbKICTh TPAIliBHUKIB Ta iXHS KBaji(ikallis, eKCIUTyaTariiHo-
BIIHOBJIIOBAJIbHI pPOOOTH HAa BUPOOHMUYUX TMOTYKHOCTAX, $KI TMPOBOASITHCS
KOMIaHI€l0, 10 Hajgae€ TIEeBHI IOCIYTd,—  3aJi3HMIA, aBlaKOMIIaHis,
TenedoHHA KOMIIaHiA);
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SKICTh 00JIaIHAHHS, SIKa € OYEBH/IHOIO JJI1 KOPUCTYBauiB (HaMpPUKIIaI, CMaK
pPECTOpaHHOI %1, BHYTPIIIHE 03400JIEHHS FOTEIIO);

AKICTh HeMaTeplaJbHUX 3acO00IB, fKa € OYEBHUJHOIO [Jii KOPUCTYBadiB
(HampuKIad, NPaBAUBICTh PEKIAMHUX TBEPKEHb);

CBOEYACHICTh 00 HEBIIKIIAHICTh MOCTYTH (HAIIPUKIIAJ, Yac, MPOBEACHUM Yy
CTOSIHHI B 4ep3i, yac BIJIOBI/II HA 3aUT a00 Yac BUKOHAHHS MPOXaHHs);
NICUXOJIOTIYHA  SIKICTh  (HampuWKIaJ, VYBIWIMBICTb, TOCTUHHICTH Ta
T00pO3UUWINBICTh, OE3MEYHICTh 00CIIYyTOBYBAaHHS, €CTETUKA OTOUCHHS).

VY Snonii Bcl mociayru KiIacu(iKylOTbCs HA@ OCHOGI TXHBOI 3Hauyuyocmi 01

cnoodicuesaua.

3.5.

e "BHyTpilmHA" SKICTh, IO HE IMepedyBae B TOJI 30py CHOXKHBAYiB

(HampuKJIaa, TEXHIUHE, IHAyCTpiaJibHe, (GipMOBE 00CITyrOByBaHHS);
"MartepianpHa' SKICTh, TOMITHA ISl CIIOKHUBaYa (SIKICTb TOBApY, TOTEIBHOTO
00CITyTOBYBaHHS, PECTOPAHHOTO XapuyBaHHS Ta iH.);

"HemarepianbHa'" SKICTh, BHUJIMMA CIIOXKMBaueM (MPaBIUBICTh PEKJIaMH,
rpaMOTHO OQopMJIeHa AOKYMEHTAIlisl, YMaKyBaHHS, KOPOTKI IHCTPYKIi 3
BUKOPUCTAHHS TOBApYy, MapKyBaHHs, IH(QOpMaIliiiHe €TUKETYyBaHHS 1 T.1H.);
"[ICUXOJIOTIYHA SKICTh" (FOCTUHHICTD, BBIUIHBICTD, YBAKHICTD);

TPUBATICTh 0OCITyTOBYBaHHS.

Konuenui;l HCUMMEBO20 UUKITY ROCTY2U

Konuemnmis sxurreBoro nukiny nociayru (KIIII) — me xonmemiis, sika BU3HAYa€e

MOCJIJIOBHICTh CTaJiidl PO3BUTKY MOCIYTH, MOYMHAIOUM 13 3apPOJDKEHHS 11€i Mpo

CTBOPEHHSI MOCTYTH, 3aKIHUYIOUH ii eTIMIHALIEIO.

JXKLIIT mae cBoi ocodausocmi 'y nopisusuui i3 XKI roBapy (OKIIT):

1) cepeanst tpuBamicts JKIIIT Ginbma, Hixk cepers tpuBamicts KIT (npuunna —

2)

3)

4)

OLUTBIIT MOYKITMBOCTI [T MOIMGIKaIlii TIOCITYTH);

da3u, ski 3a0e3neuyroTh OTPUMaHHSA MNPUOYTKIB, Yy MOCIYrH, SK MPaBUIO,
TPUBAIOThH JIOBLIE, HIK Y TOBAPIB;

da3u, 1Mo mepenyrTh THUM, SKI MPUHOCHTH CTAOUTHBHHM NPUOYTOK, MPOXOIATH
MIBUAKO (IpUYMHA — HE3HAYH1, B MOPIBHSAHHI 3 TOBAPHOIO CPEpOro, IHBECTUIIIITHI
BUTPATH HA PO3POOJICHHS Ta BIPOBAKCHHS MOCTYTH);

MEHIIMI CTYIIHb PHU3MKY Ha eTamni BhpoBa/keHHs. lLle crocyerbcs peakii
CIOKMBaya Ha HOBUHKY. ToBap crnoyaTky BUPOOJSETHCSA, a MOTIM MPOMOHYETHCS
CHOXHUBady. Y BHIAAKy 3 MOCIYrOIO I MHPOIECH € OJHOYACHUMH, CTYHiHb
KOHTPOJIIO Ta BIUIMBY Ha PEAKIiI0 CIOKHMBaya, BHECEHHS ONEPATUBHUX KOPEKTUB

— BUIIA).

Icaye Gararo migxomaiB qo0 kinacudikarii ctamii (pa3) KUTTEBOTO MUKITY TTOCITYTH,

aJie JacTillie 3a Bce BUAUIAIOTE 5 ¢a3 (puc. 3.4):
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1) po3po0eHHs;
2) BIPOBAKEHHS;

3) 3pocCTaHHS;
4) 3pimicTh;

5) cman.
Kpuea obcazie npooasicy
O06c¢sr 4 3poc-
. MAaHHs ind
NPOJAXKIB; | Pospob- Bnposa- 3pinicme
[Ipubyrok | 7renna Oorcenns

Kpuea npudoymky

v

Yac

U . N

’

R s e e
\
\

Puc. 3.4. I'pagik :KUTTE€BOT0 HUKJIY MOCTYTH

@Daza pospobnenns. llocmyra mie He mpejacTaBieHa N0 npopaxy. [IpulOyrtku
MIHYCOBI, MAIOTh MICII€ JIUIIIE BUTPATU Ha 1i PO3POOJICHHS Ta CTBOPEHHSI.

@Daza enpoeadowcenns. llociiyra BUBOJWUTHCS HA PUHOK. 3HAYHI BUTpaTH Ha
peKjiaMy Ta 1HIIl €JI€MEHTH KOMYHIKAI[iiHOI NmoMTUKU. KOHKypeHTH BincyTHI abo
KUIBKICTh 1X He3HauHa. BTiM, npuOyTKU MOKM 10 MIHYCOBI Yepe3 3HAYHI BUTPATH Ta
HE3HAUHY KUIbKICTh CHoKKBauiB. [locimyTy, 1110 BUiilia HA PUHOK BIEpIIE, KYMyIOTh
HOBaTOpU (TaK 3BaHl JIJEPU CEPENl CIIOKUBAYIB).

@Daza 3pocmanns. OO0cArm peanizaiii 3poCTalOTh, MPUOYTKUA 3pOCTAIOTH,
KUIBKICTh CIIOXHWBayiB 301IbIIYEThCA. BuTpaTm Ha pekiiaMmy Ta 1HII €JIEeMEHTH
KOMYHIKAI[ITHOT TOMITHUKK 3MEHINYIOTHCS. 3'SBISIETHCS MOMKJIHMBICTH PEIHBECTYBATH
YaCTHUHY YMCTUX MPHUOYTKIB y HEoOXimHi cepu Oi3Hecy. BTiMm, 3pocTae KiIbKICTh
KOHKYpeHTiB. Ctparerisi — riiuboKke MPOHUKHEHHS Ha PUHOK.

@aza 3pinocmi. OOCArM NPOJAXIB Ta MNPUOYTKIB JOCITIM MAKCUMYMY
HaIMpUKIHII TonepeAHkoi (a3 Ta Oulbllle MPAKTUYHO HE 3pOCTaroTh. KiIbKICTH
KOHKYPEHTIB 3HauHa, aje He 30utblnyerbes. [locimyra modynHae MOpaIbHO
3actapiBaty. 11{o0 yHHKHYTH HacTymHOT (a3u (craay) HeoOXiaHO 3AIMCHIOBATH TICBHI
Moaudikaiii: caMoi TOCIyrd, crnocoOy ii MpejcTaBiIeHHS, MPOBOJUTH BiAMOBIIHI
aKuii 13 TPOCYBaHHA; IIYKAaTH HOBI PUHKHU 30yTy TOIO. SIKIIO MepepaxoBaHi 3ax0au
He Janu 0akaHoro pe3ynbTary, HacTae (asza cmamgy. Crparteris — 3aXUCT iCHYIOYOi
YaCTKU PUHKY.

@aza cnady. 3MeEHIIEHHS OOCATIB MpoAaxy Ta MNpUOYTKIB, CKOPOYEHHS
KUJIBKOCTI KOHKYPEHTIB 1 MOKymniiB. KymyroTs ToBap Tak 3BaHi "TpagulllOHAIICTH  Ta
"koHcepBaropu". L{iHM Ha TOCIYTry MOCTYNOBO 3HUXYIOThCS, KOMYHIKallliHi
MOJITUKA TPAKTUYHO BIJCYTHS Yepe3 BIJICYTHICTH JKepen (inancyBanHs. CTpareris
— eJMiHaIi.
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Tema 4. IIIHOBA IIOJIITHKA Y COEPI I1OCIIYT

4.1. Cymuicmo, yini ma 3uaueHHs YiHO80I noimuxu y cgepi nocuye.
4.2. @axmopu eniugy Ha YiHO8Y NOJIMUK).
4.3. Memoou yinoymeopenns. Tunu yinosux naxemis.

4.1. Cymnicmbu, yini ma 3HaueHHA YIHOGOI noaimuKku y cghepi nociyz

IiHoBa moJiTHKA — II¢ KOMIUIEKC 3aXOJIB IOJO BH3HAYCHHS I[iH, I[IHOBOI
cTpaTerii 1 TAKTUKH, YMOB OILJIaTH, Bap1IOBAHHS 1lIHAMU B 3aJIC)KHOCTI BiJI MO3UIIT Ha
PHUHKY, CTPATErIYHUX 1 TAKTUYHUX L1IeH pipmu.

Ilixxi 1iHOBOT OJIITHKK MOKHA YMOBHO MOIUINTH Ha J1B1 rpym# (puc. 4.1).

JocsaraeHus Makcumizariis
MaKCHMAaJIbHOT pUOYTKY
YaCTKU PUHKY

A A

Cmpameziuni Lini
(00620cmpoxoei) L1HOBOI
MOJIITUKHU

Y
—DBiKuBanT

IT

AUCAT ACUHEA

JiiepcTBa B
SIKOCTI

Puc. 4.1. Iixni miHoBoi moaiTuku y cdepi nmocayr

1. Cmpameziuni (0o620cmpokoéi):
® JIOCSITHEHHSI MaKCHMaJIbHOI YacTKM PHUHKY. B OCHOBI Takoi cTparerii
JCKUTh aHAJI3 €JACTUYHOCTI NOomMuTy 3a IiHOt0. CyTHICTh: BCTAaHOBJICEHHS IIiH,
K1 IPU3BEIYTh 10 MAKCUMAJIBHOTO 3pOCTaHHS MOMUTY Ha MOCIYru (QipMu;
® JIOCSTHEHHSI JiIepCTBa B SIKOCTI: 3a YMOB 3aCTOCYBaHHS Iii€i cTparterii
¢dipMa 3HA4YHY YyBary MpUAUISIE TMIABUIIEHHIO $K IHCTPYMEHTAJIBbHOI, TaK 1
(GYyHKI[IOHaNBHOI SKOCTI TOCHyrd. TyT IliHA BCTAHOBIIOETHCS HE Ha OCHOBI
€JIaCTUYHOCTI TIOMMUTY, a HAa OCHOBI HEOOXIMHOCTI TIOKPUTTS BUTpAT Ha
MiABUIICHHS SKOCTi. TOOTO, SIKICTh Mae OyTH BHIIOIO, HI)K B KOHKYPEHTIB, 1 I[iHH,
OUYEBUJIHO, TEK OYIyTh BUILIUMU;
2. Takxmuuni (kopomrkocmpoxosi):
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e MakcuMizailis TNpUOYTKY: JOCATAETbCA HA  OCHOBI  ONTHUMAJIbHOTO
CHiBBiTHOIIEHHS I[iHW, BHUTpaT 1 momuTy. nsixamMu JOCATHEHHS IBOTO MOXYTh
OyTH HACTYIIHI:

- CKOpOYEHHS BHUTpPAT 1 TUM CaMUM 30UIbIICHHS NpUOYTKYy sK 3 "oauHuIi"
nmocayru (Bi OOCIYrOoBYBaHHsS OJHOTO KIII€HTA), TaK 1 3a PaXyHOK 301IbIICHHS
o0csariB peanizallli, SKIIO MOMUT €JaCTUYHMM 3a MIHOK (3a paXyHOK 301IbIICHHS
KUIBKOCTI KJIIEHTIB);

- TIJABHUILEHHS SKOCTI HaJaHHSI TOCHYr 1 TUM CaMHM 30UIbLICHHS IPUOYTKY
3a PaxyHOK 3MIIIHEHHS MKy (ipMu, 3MIITHEHHS JOBipH A0 Hei 3 OOKY KIII€HTIB, a
TaKOX 3POCTAaHHS KUIBKOCTI TaK 3BaHMUX €JIITHUX KITIEHTIB, IO 3TOIHI IJIATUTH BUIILY
IiHY

® BIKMBAaHHSI. Ma€ MiCIle y KpPUTHYHHUX cutryamisx. llposBaserscs vy
BCTAQHOBJICHHI MIHIMaJIbHO MOXJIMBUX MiH (iHOJI HaBITh Ha piBHI COOIBApTOCTI
Yy B3araji 3MIHHHX BHTpaT). MeTowo TyT € He NpulyTKH, a MiHIMI3allis
30UTKIB.

3HaveHHs [IHOBOI MOJIITUKHU Y cepl MOCITYT:

1) miHa MOCIYyTM YacTO BWCTYNMA€ ISl CIOXXHBAaya TTOKA3HUKOM 11 SKOCTI.
[TpuunHa 11bOMY — HEBIIUYTHICTH MOcTyr. CaMe TOMY CIOKHMBayl 1HO/1 caMe MO IIiHi
CYISTh MPO SIKICTb MOCIYTH NEPI, HIK NPUHHATH PIIEHHS Opo ii mpuadaHHs.;

2) 1IiHa € IHCTPYMEHTOM KOHTPOJIIO HaJl IIOIMUTOM. A TIOCIIyra € He30epeKEHOIO.
CamMe TOMy BYacHE MaHEBPYBaHHS MONMUTOM 1 Yy3TO/DKEHHs Horo 13
MPOMO3UIIIEI0 € BAXKIMBUM JIJI1 BUPOOHUKA,

3) YyTJUBICTH CIIOXKMBAYa JIO ILiHU, HOTO 3rojia IIATUTH BHIIY YU HUXKYIY IIHY
32 MOCJIYTH YacTO € KPUTEPIEM CErMEHTAIlll pUHKY MTOCTYT.

4.2. @akmopu eéniuey Ha YiHOBY NOJIIMUKY

BupoOHHUK TOCIyr MoO’Ke BCTAHOBIIIOBATH IIIHM B Jiala3oHi BiJ HWKHBOI Ta
BEPXHBOI MEXi, TOOTO B MEXaX TaK 3BaHMX TPaHUYHMX IIiH (puc. 4.2).

/\ Bepxna mesca: MakcuManbHa 11iHa, SIKY IPUAMAaEe PUHOK

Huoicna mesrca’ MidiMaiibHa I1iHa, sIKa T03BOJISIE
MMOKPUTH BUTPATH Ta BUATH HA 0€330UTKOBICTh

Puc. 4.2. Me:xi BcTaHOBJIEHHS LIHU HA NOCJIYTH
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Ane 1711 NPUMHATTS aJIeKBaTHOTO PIIIEHHS 100 I[IHK Ha T1 a00 1HII MOCTYTH
BUPOOHUK MTOBUHEH OpaTh 10 yBaru psij (akropis (puc. 4.3).

/3aram>Hi daxropu \ /CHeIII/Id)i‘IHi \

(hakTopu
e Mogens
KOHKYPEHTHOT'O e 3akoHO/aBYC
cepenoBHIIa HOPMAaTUBHO-
PHUHKY; IIpaBOBE
e Burparuy; perynroBaHHs;
e [lomur L] Eran XHH,
o Crenudika
thipmu-
BUPOOHMKA Ta

\ / K caMoi MOoCIyTH /

N J
|

Pimenss B moxo iy

Puc. 4.3. ®akTopu BIUIMBY Ha HIHOBY NMOJITHKY

PosrasiemMo i gakropu neTanbHilIe.
3azanvHi pakmopu
Mooenb KOHKYpeHmMHO20 cepedosua puHKy

1) pUHOK YUCTOT KOHKYPEHIIii: XapaKTepU3y€EThCsI HASBHICTIO BEJIMKOT KiIBKOCTI
MPOJIABIIIB 1 MOKYIILIB OJHOPIAHUX NOCHIyT (ToBapiB). IIpy bOMy KOHTPOJIb 32 LIIHAMU
NpPaKTUYHO BIACYTHIA. [IpomaBIl0 HEOLIIBHO BCTAHOBIIOBATH I[IHU, BHILI 3a
PUHKOBI, OCKUIBKM TIOKYMEIb 3 JIETKICTIO 3MOXE IEepPEOPIEHTYBATUCh HA 1HIIIOTO
BUPOOHMKA AHAJIOTIYHO1 MOCTYrd. PHHOK YMCTOI KOHKYpPEHIIT HE XapaKTepHUMA ISl
chepu MOCHAYr, OCKUIBKM TOCIYyTrd JAOCUTHh PIAKO € OJHOPIAHMMH, 1 BCE OJHO
MaTUMyTh BIJIMIHHOCTI Xo4ya O B MarepialbHOMY CEpEIOBHILI, (PYHKIIOHAIbHINI
akocTi Tomo. [locmyra € ckinaiHUM MPOAYKTOM, SIKUM YacTO MPEACTaBIlisi€ COOOIO
MakeT TMOCIYT, 1 HaBpSJI YM Il MaKeTH He OyayTh MOBHICTIO OJHOPITHUMH B Pi3HUX
BUPOOHUKIB

2) PUHOK MOHOIIOMICTUYHOI (HEJIOCKOHAIOT KOHKYPEHIII): XapaKTepU3YEThCS
HAsBHICTIO 3HAYHOI KUIBKOCTI MPOJAABIIB 1 MOKYMIB Ju(epeHIIHOBaHUX MTOCTYT
(tToBapiB). lleli TuN pUHKY XapakTepHUM i1 OUIBIIOCTI MOCHYT (TYpUCTHYHI
HOCJIyTH, TOCIYIH TOTEIbHO-PECTOPAHHOIO CEKTOPY TOIIO). PiBeHb HEliHOBOI
KOHKYPEHIIli JyXe BHCOKHI. BUpOOHWMK TOCTYyrd MOBWUHEH 3HAWTH  ONTHUMAJIbHE
CHIBBIHOLIEHHS! HEIIHOBUX (PAaKTOPIB BIUIMBY Ha CIOKMBaya 1 po3pOOUTH I[IHOBY
CTpPATETII0 3 YpaXyBaHHSIM 11X (PaKTOpIB;
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3) OJIIromoist: XapakTePHU3yEThCS HASBHICTIO HEBEIMKOI KIJIBKOCTI MPOJABIIIB,
KOKHOMY 3 SIKMX HAJIEKUTh 3HAYHA YacTKa PUHKY. 3MIHU B I[IHOBIi MOJITHUII OAHOTO
y4yaCHUKAa YMHATH 3HAYHUN BIUIMB HA I[IHOBY TMOJITHKY I1HIIMX yYaCHUKIB.
3HaYHO TIJABUINYBAaTH YW 3HIKYBaTH IIiHW, SK TMPaBWIO, HE JOIIIBHO.
[TpukitamamMu OMIroONnojii MOXXYTh OyTH MOCIYTH 13 3aJi3HUYHUX Ta aBlallepeBE3CHbD,
PEKJIaMHi MTOCIIYTH TOIIIO;

4) MOHOMOJIisI: HA PUHKY ICHYE OJIMH MPOJIaBeIlb IEBHOTO BUIY mociyry. L{iHoBa
MOJIITHKA, SIK CMOCI0 KOHKYPEHTHOI 00pOThOM — BIACYTHS. B nedkux BUMaakax MiHU
BCTAHOBIIIOIOTHCSI HAa MaKCUMaJIbHO MOXKIMBOMY PiBHI, BpaxOBYIOUH JTUIIIC
peasibHy MIaTOCIPOMOKHICTh OKYIIIB. BTiM, 1HOI IIIHK MOXYTh OYTH HEBUCOKUMH,
SKIIO TIOCIIyTa € COMiaIbHO-HEe0OXimHOot0. [IprKiIagoM MOHOMONINA Ha PUHKY MOCTYT
MOXYTh OyTH: TIOCITYTH MiCHKOTO MACaAKUPCHKOTO TPAHCIIOPTY, IOCTYTH ITiAMPHUEMCTB
KOMYHAJIbHOTO TOCTIOJapcTBa TOIIO. L[iHM Ha MOHOIONICTUYHOMY PHHKY MOXYTb
PEryJIIOBaTUCS J1EPKABOIO.

Bumpamu

BanoBi BuTpatM Ha BUPOOHUITBO MOCAYrd (CyMa IOCTIHHUX 1 3MIHHUX
BUTPAT) BU3HAYAIOTH PiBEHb MiHIMAIBHOI I[IHU MOCTYTH, sika 0 3a0e3neuyBaia ¢ipmi
0€330UTKOBICTb.

Llonum

[TonmuT — 1€ KUIBKICTh TOBApY, SKY CIOXKHBA4Yl XOUYyTh T4 MOXYTh MpPUI0aTH
IIpU TIEBHIN IT1H1 3a TeBHUH mepiof. Ilin yac mpuAHATTS PIlIEeHh CTOCOBHO I[IHOBOI
MOJIITUKU HEOOX1AHO OpaTH 10 yBaru piBE€Hb €JIACTHYHOCTI MOMHUTY 32 LIHOIO.

SKm0 MONMUT € eJacTMYHHMM, TO 3HIDKCHHS IIHW TIPU3BEAE 10 3POCTaHHS
o0cAriB npoaaxy. Taka cuTyallis, sIK IPaBUJIO, MAa€ MICLIE Ha PUHKY MOKYIIIIS, KOJIU
MIPOTIO3HUIIIS TIEPEBUIILYE TOMUT, CIIOKUBAY IO CYTi IUKTYE YMOBU BUPOOHUKOBI 1 Ma€e
MO>KJIMBICTh OOUpaTH cepes 6araThb0X BUPOOHHKIB.

SKIIO MOMUT HE € €JIACTUYHMUM, 3HI)KCHHS I[IHK MOKEe OyTH HEIOUUIBHUM 1
oOcsirn peanizallii BiJ [IbOTO MPAKTUYHO HE 3MIHATHCS. Taka cuTyallisi Ma€ MiClie Ha
PUHKY MpOJABI, A€ MONUT MEPEBUIIYE MNPONO3ULII0, TOOTO MPU MOHOMOJII YU
oJiiromoiii. Y CHOXWBa4iB HEMae SBHOTO BUOOpPY, M0 SKOrO BHUPOOHHMKA IM
3BEpPTaTHUCh.

Cneyughiuni chakmopu
3axonooague HOpMaAmueHO-NPAgo8e Pe2yno8aHHs

Croau BiIHOCATBCS 3aKOHH, TOCTAHOBH, YKa3H Ta PILIECHHS OPraHiB JAepkKaBHOI
BJIAJM, SIKI PETYJIIOI0Th PIBEHb I[1H HA MEBHI MOCayru. Lle Moxe crocyBaTuCs B nepury
Yepry TMOCHyr, sIKi MaroTh 3arajibHO-COIllajibHE 3Ha4YeHHs (KOMYHAJIbHI TOCTYTH,
MEAMYHI TOCTYTH JIeP>KaBHUX YCTAHOB TOIIIO).

Eman sxcummesoeo yukiy nociyeu

Ilina, 3 omaHoro Ooky € 3acob6om BrumBy Ha JKIIII, 3 iHmIOro — 3acobom
npuctocyBanHa 10 JKIII. Tak, 3a paxyHOK BIpHOi IIIHOBOi MOJITHKKA MOXHA
YHOBUIBHUTH CMaJl, MPOAOBXMBIIM €Tall 3plIoCcTi, 301IbIIMTH 3pOCTAHHSA TOIIO. 3
1HIoro OOKy Ha eTaml Chagy 3a paXxyHOK 3HIDKEHHS IIHM MOKHa MiHIMI3yBaTu
30UTKU.
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s koxHoro etamy JKIIIT BiacTuBa cBost crierudika I[iIHOBOI MOITHKH, X04a
Ha Hel BITMBAE 11e 0e31iy (hakTopiB.

Ha erami BmpoBagkKeHHS IIIHM MOXYTh BCTaHOBJIIOBATHCH B 3aJI€KHOCTI BiJ
crienniky MOCIYTH Ta M (ipMu: SK Ty’Ke BUCOKI (CTpaTerisi "3HATTS BEpIIKiB'),
TaK 1 Ay’>Ke HU3bKI1 (cTpaTeris "na3epHoro npoMeHs").

Ha erami 3pocTaHHs I[iHM MEBHHUI 4Yac MOXYThb 3pOCTaTH abo 3aJMIIATHChH
HE3MIHHUMHU, a TIOTIM TIOYNHAIOTH 3HIKYBATUCH (B Mipy HACHYCHHS PUHKY TIOCITYTOIO
Ta TOSABH 3HAYHOI KIJTbKOCTI KOHKYPEHTIB).

Ha etami 3pinocTi 1iHy, K IpaBUI0, HE BUCOKI.

Ha erami cmamy miHoOBa MOJITHKA 3aJICKUTH BiJl 0ararbox 4MHHUKIB. LliHU
MOXXYTh OyTH a00 MiHiMaibHI (HAa piBHI 0€330MTKOBOCTI a00 HAaBITh IMOKPHUTTS
3MIHHUX BUTpAT) a00 BUOIPKOBO 3pOCTAIOYI.

Cneyugbika gipmu-eupobHuka abo camoi nociyeu

Tyr i#nmerbcss mpo 0e3niy MOXIMBUX YHHHHKIB, CepeJl SKHUX MOKHA
BUOKPEMUTHU HACTYIIHI:

- penyTtauis Gpipmu, il IMIIDK;

- CETMEHT PUHKY, Ha SIKOTO Opl€EHTOBaHa mociyra (OOMOH/I, JIOJU 3 BUCOKHUM
pIBHEM JOXO.y, 13 JIOXOJIOM BHILE CEPEAHBOTO, 13 CEepeAHIM, HU3BKUM pIBHEM
JOXO11Y);

- TMPU3HAYEHHS TMOCIYrd (MOCAYrd 3 poO3Bar; €NITHI MOCIYTH; COI[ialbHO-
BKJIMB1 TIOCJIYTH TOIIIO);

- (popma BnacHocTi PipmH;

- 1HIIIl YUHHUKH.

4.3. Memoou uinoymeopennsa. Tunu yinosux naxkemis

MeToau niHOyTBOpeHHs B chepl MOCIyT NpecTaBieH] Ha puc. 4.4,

MeToau
LiHOYTBOPEHHA

| 1
! J ' ) | ) )
Ha ocHosi Ha basi

Mero, ) i : P
CEpeaHbOro Wi MapameTpuyHi pesmnhe g Emnipn4Hmii
; Butpatu 0JepKaHHA
piBHA NOTOUHMX

natac..." METoH | uincosoro MeToA
L NpUBYTRY

J
1

I — | B |

Metog, : Meto
il Me A
i NUTOMOT LjjHu 04 Gari Il perpecii

"

J

Puc. 4.4. Metoaun uiHOyTBOpeHHsI B cdepi mocayr

1. BcraHOBIGHHS I1IIHU HA OCHOGL CE€PeOHbO20 PI6HA NOMOYHUX WIH Ha
ananoziuni (cxoxci) nocayeu (nacusnuit memoo). llepeBarm — MHPOCTOTA,
BIJICYTHICTh BUTpAT HA JOCIIKEHHS PUHKY Ta pekiaamy. Hemomiku — HeBpaxyBaHHS
(bakTOpiB MONUTY, XapPAaKTEPUCTUK KOHKPETHOI MOCIYT'H, MOXJIUBOCTEH (ipMu-

BUPOOHUKA TOIIO.
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2. Memoo "eumpam nawc'. lliHa BCTaHOBIIOETBCS SK CyMa CEPEaHIX
BUTpAT HA BUPOOHMIITBO TOCIYTH Ta HOPMU peHTabenpHoCcTi. HopMma penTabenpHoCTI
BCTAHOBIIIOETHCSA 3 ypaxyBaHHsSM Oaratbox (akTopiB: pIBHS KOHKYpEHIi, LiH
KOHKypeHTiB. IlepeBara Metomy — cCTaOUIbHI I[IHU, HE 3aJCKHI KOH IOHKTYPH
puHKy. Hemomnik — He BpaxoBYeTbCS MOTOYHUN CIIOKUBYUI MOMUT.

3. PospaxyHOK LIHU Ha 0a3i 0e330umKo60Cmi ma 00epPHCAHHA Uinb0B0O20
npudymky. B OCHOBI METOIy JIeKUTh aHa/li3 PI3HOMAHITHHX PIBHIB I[iH, IXHBOTO
BIUIMBY Ha OOCSTH MPOJaXy, BU3HAUYCHHS PO3MIPIB JIHCHOTO W OCBOEHOTO PHHKIB,
CTYIICHSI MOYKJIMBOCTI OJICpKaHHSI I[IJIOBOTO MPUOYTKY MPH KOXKHIM MOMIIMBIN IIiHI.

4. Emnipuunuii memoo. B H0oro OCHOBI JI©KWUTh EKCIIEPUMEHT SIK METOJI
MOIIYKYy ONTHMaJbHOI IiHW. Hampukiaa, mpoOHI TpojaXki MOCIYTH.

5. Ilapamempuuni memoou. B X 0CHOBI J&KUTh METOJ €KCIIEPTHOI OI[IHKH, a
NPy BHU3HAYCHHS ONTHMAJIBHOI I[IHM BPaxOBYIOTh HapaMeTpu (XapaKTepUCTUKH)
MOCIIYTH Ta CTYIEH] X BaKJIMBOCTI.

5.1. Memoo numomoi yinu. 3rigHO 3 IIUM METOJIOM IliHA IIOCIYTH

BHU3HAYA€THCS 32 (DOPMYIIOHO:
L[ IHOCIYyTH = ]—I 0 nmuToma - I1 TOJIOBHH Y (41)
1€ I 6 muroma — TATOMA IT11HA 6230BOT TOCITYTH;
IT ronopumis — TOJIOBHUH MTapaMETpP HAIIOI OCIYTH.
3a 0a30By nociyry 0epeThbcst aHajloriyHa nociayra ¢gipMu-KoHKypeHTa. [lutoma
1[iHa 0a30BO1 MOCIYT'H BU3HAYAETHCA 32 (OPMYJIIOIO:

116 muroma—= 1l / I, 4.2)

ne Ll — 1ina 6a30B01 Nocayry;
s — ronoBHuUI mapameTp 0a30BOi MOCIYTH, OLIHEHUN eKCiepTaMu B Oasax.
5.2. Memoo peepecii. 1liHa MOCIyrd BHU3HAYAETHCA 3a JIOMOMOTOIO PIBHSHHSA
perpecii:

L[ mocayru =ao + K1 x P1 + K2 x P2 +.....Kn x Pn (4.3)

ne — BUIBHUUM 4JIEH PIBHSHHS perpecii, Mo BigoOpaxae MiHIMAIbHY IIHY
(iHy HYJHOBOTO HAOJIMKEHHS), fKa IMOTIM 3pocTae ab0 3MEHIIYETHCS.

MeToau HIHOYTBOPEHHSA, 3ACHOBAHI HA MCUXOJIOTTYHUX MiAX0AaX

[Tocnyra, sik BiIOMO, € HEBIJUYTHOIO, & TAKOX BaXKJIMBY pOJib MPH il HaJaHHI
BiJirpae JroAcbkuil ¢akrop. TomMy Mpu IIHOYTBOPEHHI JOIIBHO 3aCTOCOBYBAaTH
IICUXOJIOTTYH] IT1IXO0/IH.

Memoo komnencayii. Ha OCHOBHI MOCITyTH BCTAHOBIIOETHCS TIOPIBHSIHO HU3bKA
1[iHa, @ 30UTKU KOMIIEHCYIOThCS 33 PaXyHOK PI3HUX JOJATKOBUX MOCHTYT.

Memoo cmumyniosanus. 3 METOIO 3aJy4eHHsI JTOJJATKOBUX CIOXHBadiB Ta
30epexeHHsI ICHYI0UO01 KJIIEHTYPU MOKJIMBE 3HUKEHHSI L1H Ha MOCITYTH.

Memoo esidsonikarowoeo manespy. Ha okpemi Buau mociyr (OCOOJMBO Taki, SKi
NPUCYTHI Y KOHKYPEHTIB) MPU3HAYAOTHCS OUIBIN HH3BKI IiHH, IO J03BOJISIE
chopMyBaTH NMEBHUH IIIHOBUH IM1/K BCbOTO aCOPTUMEHTHOTO PSIAY.

T'apanmii. OcTaTOYHUM PO3pPaxXyHOK 3 KIIIEHTOM BIAOYBA€ThCA TUIBKUA ITICIIS

OYiKYBaHOTO CIOXHBAaueM pe3ysibTaTy (HaIpHUKIIaI, TIOCIYTH epyKapHi).
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Tema 5. IIOJIITUKA PO3IIOBCIO/IZKEHHA Y COEPI I1OC/TYT

5.1. Cymmuicms ma cknadosi noiimuku po3no6cio0diceHHs y cgepi nocuye.
5.2.  Cnocobu HaoanHs ma po3no8CrO0NHCEHHS NOCTLYe.

5.1. Cymnicmos ma cknaoosi noaimuku po3noeclo0xceHus y cjhepi nociyz

[lin TMOMITUKOI PO3MOBCIOJKCHHS B3arajli CIiJl PO3yMITH ISUIBHICTB, SKa
3abe3reuye JOBEJICHHS TOBApiB Bl BUPOOHHWKA JI0 CIIOKKMBava. BTiMm, ko MoBa Hje
PO TOCTYTY, Ma€ Miclie MeBHa crenudika.

[loqo ToBapiB, MpolleC PO3MOBCIOKEHHS BKJIOYae B ceOe JiBa MPOIIECH:
NepIuil — mepeaaya MmpaBa BIACHOCTI BiJ BUPOOHMKA JO CHOXHBada (pO3Mojin),
Ipyruil — (13U4HE pO3MOBCIOKEHHS TOBapy (TOBapopyXx). Y BUIAJKY 3 OCIYTOIO Hi
NEePIIOTo, Hl APYroro MpoIecy B YUCTOMY BHUIJIS] HE ICHYE.

Po3po0iisitoun  MOMITUKY PO3MOBCIOKEHHST Y cdepl MOCIyr, HEOO0X1THO
BUPILIUTH HACTYIHI MuTaHHs (puc. 5.1):

People

Physical
evidence

EdextnBHa
cucrema "3 P"

0

OHTHMaHBHe Po3noBcromxeHHs y AYFHT Ta
MicOe cdepi nocyr B110Ip .
pO3TalyBaHHS NOCEPEAHUKIB
OnTtumaneHa
KUTBKICTB

MOCEPEIHUKIB
Ta apTHEPIB

Puc. 5.1. Cki1a10Bi NOJITHKH PO3MOBCIOIKEHHS
y cdepi mocayr

1) BuOip ONTHMAJIBHOTO MiCIls PO3TAIIyBaHHS IMIiANPUEMCTBA, IO HAJa€e

HOCITYTH;
2) dopmyBanHs edekTuBHOI cuctemu "3 P": marepiaqbHOTO CcepenoBHINA,
mofed (mepcoHaidy Ta IHIIMX CIOXHKBAyiB) Ta CaMOT0 NpPOLECY HaJlaHHS
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nocnyru (y ybomy NYyHKmMI NOAIMUKA PO3NOBCIOONCEHHS NEPeniimacmocs i3
ROIIMUKOI NPOCYBAHHS Ta 3 IPOIYKTOBOIO MOJIITUKOIO);

3) dbopMyBaHHS KaHAIIB PO3MOBCIOJKCHHS, (OPMYBaHHS ONTHMAJIbHOI
KUTBKOCTI IOCEPETHUKIB Ta TAPTHEPIB;

4) aymuT Ta BifOIp MOCEPETHUKIB TOIIO.

[TocepenHUKM Ta MapTHEPU MOXKYTh YMOBHO pO30MBATHUCS HA TaKi IPYIIN:

- OCHOBHI — cmerudiuHi came IJis JaHoro BUAy mociyr. Hampukmam, s
TYpPUCTUYHUX TOCIYr 1€ OyIyTh TypoIlepaTopu, TypareHTH, CIelialiCTu-
peaizaTopu TOIIO);

- MAapKETHUHTOBI IOCEPETHUKH — (PipMU-CIECHIATICTH 3 MapKETHHTOBHUX
JOCTIKeHb, 1H(OpMalliliHI areHTCTBa, PEKJIaMHI areHTCTBA, KOHCAJITHUHTOBI GipMH
TOIIIO;

- (iHAaHCOBI TIOCEPENHUKHM — OaHKW, IHBECTHIIHI (QOHIMU, KPEAUTHI
KOMIIaHii, CTpaxoBi KOMIMaHii TOIIO.

5.2. Cnocobu naoanns ma po3noecio0HceHHsA NOCay2

OpHi€er0o 3 BIAMIHHOCTEH PO3MOBCIOJKEHHS TOCIYr B MOPIBHSAHHI 13
PO3MOBCIOJKEHHSIM TOBapiB € T€, 110 B TOBAapHIA cepl 0JHE MIAIPHUEMCTBO MOXKE
3a0€3Me4YnTH CBOIMU TOBapaMH JEKUIbKa reorpaiyHuX perioHiB (I HaBITb PUHKH
JEKIJIbKOX KpaiH) 3a JOMOMOTOI0 TOproBenbHUX Mepex. 1llogo mociyr, sk mpaBuiio
BUXI1J] HA HOBUH reorpadpiyHuil perioH NoTpedye BIIKPUTTS 111€ OAHOTO MiAMPUEMCTBA
abo ioro ¢umany. bepyun 3a OCHOBY CcHOCOOM MPUCYTHOCTI HA PHUHKY MOCIYT,
3arporioHoBaHi ['eHepaapbHOIO yroaow mo TopriBm mociayramu (GATS), ska nmie B
Mexkax CBITOBOI  oprasizaiii TOpPriBli, BHAUIMMO CIOCOOM HaJaHHA Ta
PO3MOBCIOKEHHS TIOCIIYT, HE JIUIIIE HAa MIXXHAPOJHOMY PiBHI, aje i B MeXaxX OJHI€T
KpaiHu, MicTa 4u periony (puc. 5.2).

Jucmanuyiiine nocmavannsa. CrnoxuBad Ta BHPOOHMK HE KOHTAKTYIOTh
0e3mocepelHb0, HE 3HAXOAAThCA B OJAHOMY MpocTopi. HaTromicTh CHiIKyBaHHS
BiIOyBaeThCcsl 3a 4epe3 [HTEpHET, 3a JOMOMOIOK CKaiiy, Mo TeJepoHYy TOIIO.
Hanpuxknan, nuctaniiiiine HaBYaHHS CTYJICHTIB, KOHCYJbTAIIil 110 TeaedoHy, odimiiHi
KOHCYJIbTalllil B Mepexi [HTepHeT To1Io.

Bizum eupoonuxa. BupoOHUK 31iMCHIOE BHUi3J 10 choxuBada. Hampukiman,
BUKJIMK CIIBPOOITHMKAa PEMOHTHHMX cIyK0 Tomo. CaM CrHoKuBad MpU LOMY HE
BUDKJKA€E HA TEPUTOPIIO MIJIPUEMCTBA-BUPOOHMKA MOCIYyTrd. BUpPOOHUK, 3aiexHO
BiJl CYKYMHOCTI1 (PaKTOpiB, MOKE BKJIFOYATH BAPTICTh BUI3/y 10 IIHU MOCTYTH.

Bizum cnoscueaua. llepenbavyae npucyTHICTh CIIOKMBA4Ya Ha TepUTOPIi GipMu
(migmpuemcTBa, yCTaHOBM), MO Hajae mochayry. Hampukian, BigBiayBaHHS
CHOXXMBAYEeM pPECTOpaHy, MpPOXKUBaHHA B rotTeni, OQOPMJIEHHS JEHO3UTY B
OaHKIBCHKIN yCTaHOBI.

[leit BUA mocTayaHHS MOCIYTH MOXXE B 3aJ€KHOCTI BiJ BiAaJieHOCT1 (ipMu-
BUPOOHHUKA BIJI IJTLOBUX CIIOXKHUBAYiB MOXKE TepedadaTy 1Ba BaplaHTHU:

- be3 cmeopenns Qinitl abo 000amMKOBUX NIONPUEMCME. MAE MICILIC Y BUIIAJIKY,
SKIIO CETMEHT CIIOXKMBAYIB € HEBEIUKHUM 1 TEPUTOPIATIbHO 3HAXOAUTHCS Yy ONVDKHIN
abo cepemniil 30H1 Bin pipmu abo ¢dipMa € MPOMOHYE HACTUIBKHU I[IHHI, YHIKaJIbHI
MOCJIYTH, U0 CIIOXUBAY 3r0JIeH MOI0JaTH 3HAYHY B1JICTaHb 337151 iX OTPUMaHHS;
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- 31 cmBopeHHAM il abo 000amKoO8UX NIONPUEMCME. MAE MICIIE Y BUIAJIKY,
SKIIO JiSUIBHICTh (DIpMHU-BUPOOHMKA OpIEHTOBaHA Ha Pi3HI reorpadidHi perioHH,
OXOILTIOE 3HAYHI TEPUTOPIi, Y TOMY YHUCII 1HII MICTa Ta KpaiHH.

OuctaHuiiHe
nocTayaHHa

bes
CTBOPEHHSA
odinint abo
0,003aTKOBUX
nignpMemcTs

Po3noscto-
O)KEHHA
(HapaHHA)
nocnyr

Bisut
cnoxusayva

Bisut

BUPOBHMKA

3i

CTBOPEHHAM
oinin abo

[04aTKOBMX

B3aemogin .
nIANPUEMCTB

BMPOBHUKA i
CNouMBaya Ha
"TpeTin"
TepuTopii

Puc. 5.2. Cniocoou po3noBcIo:KeHHs (HAJaHHS) MOCTYT

B3aemooia eupobnuka i cnoxcueaua na "‘'mpemin'’’ mepumopii. Ilependauae
BUi37] BUPOOHMKA MOCIAYrd Ta il CHOXXKHMBAaua Ha TEPUTOPIIO, IO HE HAJEKHUTh HI
nepiomy, Hi apyromy. Ha miit Teputopii BinOyBaeThCs HaJaHHS Ta CIIOXXHUBAHHS
nociyru. Hampukiaz, KOHIIEpTH HapOAHUX aHCaMOiB ab0 eCTpaJHUX BUKOHABIIIB.
BupoOHuk (TBOpuuii KOJIEKTHB) HAJa€ MOCIYTY y MEBHOMY OTOBOPEHOMY paHilie
npuminieHHl. Tyau XK NpUXOIATh crHoXuBadl (Tusgaayi), 100 OTpUMATH TMOCHYTY
(mpociyxaTH KOHIIEPT).

BapTo 3ayBakuTH, 1110 ICHY€ psiJ MOCIYT, A€ BaXKO BUAUINTH JIMILIE OAHUH 3
nepepaxoBaHUX CMOCOO0IB PO3MOBCIOKEeHHA. Hampukiian, TypucTUyH1 MOCTYTH: IS
OOroBOpeHHsA yMOB Ta (POPMYBaHHSA MAKETy IMOCIYT CIIOXKHBAaY MOXKE MOINEPEIHBO
CKOPHUCTATHUCS CIUIKYBaHHSAM 1o TenedoHy abo B [HTepHeT-mMepexi (muctaHiiiiHe
MOCTAa4YaHHsI ), JJII OCTAaTOYHOTO YKJIAJaHHS yroAW BiH MPUXOAUTH 10 TYPUCTUYHOI
¢bipmu (Bi3uT cmokuBaya). Ilim vac camoi Typ-TOI3AKM TMpAIiBHUK Bif (ipMu-
BUPOOHMKAa MOX€E CYNPOBOKYBAaTH CIIOKMBauya MiJl 4yac EKCKypCiil Mo BHU3HAYHUX
MICIISIX (B3a€MO/IIsI BUPOOHMKA 1 CIIOKMBaya Ha "TpeTii" Teputopii).

Mesca mepumopii o6ciyzogyeanna — 1€ NiHiA PIBHUX MOXJMBOCTe. Ha miif
JiH1T KIMOBIPHICTB TOTO, 110 TIOKYTEIh BHOEpe Hairy GipMy OJHAKOBA 13 IMOBIPHICTIO
TOTO, 110 BiH BHOepe (ipmy-KoHKypeHTa. [lo Toit Oik JiHii, HA SKOMY 3HAXOAUTHCS
Haima ¢ipMa WMOBIPHICTh BUOOPY BHUIIA B HAITy KOPHUCTh, MO THIIHKN O1K — HABITAKH —
B KOPHUCThH HAIIOTO KOHKYpPEHTA.

Paoiyc oocnyzoeysanna — 1€ BiACTaHb BiAg (GIpMU-BUPOOHUKA JO MEXI
TepuTOpli 00CIyroByBaHHs. TOOTO e pailoH JISIIBHOCTI (PIpMH, 110 BU3HAYAETHCA
BIJICTAHHIO, SIKY JIOJIATUMYTh CIIOKHMBayl BiJl CBOrO MOMELIKAHHS A0 (ipMHu.
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Tema 6. IIOJIITUHKA ITPOCYBAHHA Y COEPI I1OC/TIYT

6.1. Cymuicms ma yini norimuxu npocyeanus y cghepi nociye.
6.2. Cknaoogi nonimuxu npocy8anHs NOCiye.
6.3. Tlorimuxa npocysanus nocuye.

6.1. Cymuicmo ma yini noaimuku npocyeanns y cghepi nocuye

[lin mpocysannsam moCayr po3yMilOTh KOMIUIEKC 3aXO[iB, CHPSIMOBAaHHX Ha
dbopMyBaHHS TTONUTY 1 CTUMYJIFOBAHHS 30yTY IMOCIYT, TOOTO Ha 301IbIIICHHS OOCATIB
MIPOJIAXKY.

I[ini nOMITHKY IPOCYBAaHHS MOKHA YMOBHO pO30MTH Ha Tpu rpynH (puc. 6.1).

[apopmaruBHi [Tepexonytoui
T'onoeni
(Kinyeai)
A\ 4
301bIICHHS 3MillHEHHS (DOPMYB&HH"}I
MPUXUITBLHOCTI IMITKY MO3UTUBHOI
KJIIEHTIB AYMKH B KOJIaxX
TPOMaJICHKOCTI

301IbLIEHHSI 00CSITIB
NPOAAXIB T4 YACTKU PUHKY

'

Makcumizanis npuOyTKiB, JOCSITHEHHS
eKOHOMIYHUX Ta IHIIUX BUJIB €EeKTy

Puc. 6.1. Hini noniTuk mpocyBaHHs y cdepi nmocayr

PosristHeMo 1iJ1i MO THKY TPOCYBAHHS JETaNbHIIIE.

Inghopmamusni yini: nependavdaroTh 1HGOPMYBAaHHS CIIOXHUBaviB Mpo (ipMmy,
MOCJIYTY, MAKETU MOCIYT, PO MIJIBIM Ta HOBI MPOMO3UIIli, PO MICLIe PO3TAIIyBaHHS
¢ipmu Ta i1 ¢pimianiB TOLIO.
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llepexonyroui yini: nependavarOTh TNEPEKOHAHHS CIOXKHMBaya KyIyBaTu
oCIyry came y Hamioi ¢ipmu (amke e 3py4HO, €eKOHOMIYHO, BHTIIHO, COJIJIHO
1T.1.). MaloTh BelMKe 3HAYEHHS 3 ypaXyBaHHAM CHEIU(IKU MOCIYr, 0COOJIMBO
iX HEBIAUYTHOCTI.

[HpopmaTHBHI Ta MEPEKOHYIOYH I € 3aco0aMu JOCATHEHHS
20/106HUX (KiHYesuX) Yileli KOMYHIKaTHBHOI HOITHKY:

- 301JIbIIICHHS PUXUIBLHOCTI

KJIIEHTIB; - 3MIITHEHHSI IMIJIXKY

ipmu;

- (hpopMyBaHHS MO3UTUBHOI JYMKH B KOJIaX TPOMAJICHKOCTI.

JIOCSITHEHHST TPbOX BHIIE NEPEpaxOBaHUX IIJIEH TMOBUHHO MPU3BECTH
710 301JIBIIIEHHST 00CSTIB IIPOJIaXKIB Ta 3pOCTaHHS YAaCTKH PUHKY, a II€, B CBOIO YEprYy,
710 MaKkcuMi3ailii mpuOyTKiB, 0, SIK MIPABUIIO, € KIHIIEBOIO METOIO AisNIBHOCTI Oy 1b-
AKOi (PIpMHU, a TAKOX JIOCATHEHHS IHIIOIO €KOHOMIYHOIO Ta MO3a€KOHOMIYHOIO
edekTy (HampuKiad, COIlladbHOTO).

6.2. Ilonimuka npocysanusa nociyz

CknazioBi MOJITUKH MPOCYBaHHS MOCIYr MOXHA PO30MTH Ha JBI IPYNH
1) oCHOBHI CKJIaJIOBI (€JIEMEHTH):
pexiiama (B Tomy umcii [HTepHeT-pekiiama);
CTUMYJIIOBAaHHS 30YTY;
MIEPCOHAIBHUN MTPOJAK;
PSIMAM MapKETHHT;
(GbopMyBaHHS TPOMAICHKOI TyMKH (ITa0iK PUICHILH3);
2) CUHTCTHYHI CKJIaJIOBI (CJIEMCHTH):
® BHCTaBKU Ta IPMAPKU;
® CIIOHCOPCTBO;
e OpCHIUHT.
Pexnama — Oynp-sika oruiaueHa KOHKPETHOH 0co00r (opma
KOMYHIKalliii, Mpu3HauYeHa Jjisl MPOCyBaHHS TOBapiB, MOCIYT YU 1JIEH.
3nauenna pexinamu B cdepi MOCIYr Mae BEJUKE 3HAUYEHHS, a/DKE MOCIyra,
Ha BIIMIHY BIJ TOBapy, € HEBiquyTHOIO. Tomy pekiama y cdepi mocayr
BUKOHYE 000amKo8y ()yHKuUito: 30in1buienns giouymuocmi nociyeu, GOpMyBaHHS y
CIOKMBAaya YSBJICHHS IMPO BUTOJU, $KI BiH OTpUMae BiA 11 CIOXUBaHHS,
(GbopMyBaHHS B HOTO BIAUYTTS €MOLIMHOT 3a0apBIEHOCTI MOCIYTH Ta QipMH, sKa
il Hamae Ta, HApPEIITi, 3MIITHEHHS JOBIPU O BUPOOHUKA.
Buou pexnamu
B 3anexcnocmi 6i0 yineit pocyBaHHs BUAUIAIOTH TaKi BUAM PEKIIAMU
® CTUMYJIIOIOYA — HAITIJICHA Ha CTUMYJIFOBAHHS MOTPEO MOKYTIIIIB 1, SIK
pe3ynbTaT, Ha CTUMYJIIOBaHHSA 10 MIPUI0aHHS MOCIYTH;
e iHbopMaTHBHA — HaIllJICHA HAa TOBIJOMJICHHS CIOXHBAa4iB Ta
IpPOMAaJICBKOCTI PO ICHYBAaHHS TMIE€BHOI TMOCIYyrd Ta 1i SKOCTI.
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® TEpEeKOHyIOYa — CIOpsSMOBaHa Ha TIEPEKOHAHHS CIIOKHMBada PO
JOUUIBHICTh 3A1MCHEHHS TOKYNKH; pI3HOBUJIOM € TMOPIBHSUIBHA —peKiIama:
3aCHOBaHa Ha MOPIBHSAHHI PEKJIaMOBAHOTO TOBapy abo0 TMOCIyTH 3 TOBapaMu
KOHKYPEHTIB (3a00pOoHEHa B JICIKUX KpaiHax);

e HarajyBajibHa — MOKJIWKAaHA HAaraJaTd CMOXXUBAdy MPO ICHYBAHHS
MIOCITYTH 3 METOIO0 CTBOPEHHS BTOPUHHOTO MONUTY. BUKOPHCTOBY€ETHCS Ha eTarti
3pLUIOCTI;

e [IJICHUIIOIOYA — 3arleBHSIE CIIOKUBAYIB y MPAaBUIBHOCTI BUOOPY IMIiCISA
KYMIBJI1 MOCTYTH;

® TIPECTH)XKHA — CIIPSMOBaHA Ha CTBOPEHHS JOBTOTPUBAIOTO IMITDKY (QipMH.

® TejepekiiaMa — pekiiama 1o TeiaebaueHHIo: peKJIaMHl POJIUKH,
cllanau;

® pajiopexIaMa;

® pekjamMa B Mpeci — PO3MIILIEHHSI PeKJIaMH B KypHajax, ra3erax,
JIOBITHUKAX TOIIIO;

¢ IpyKOBaHa peKjiaMa — MPOCMHEKTH, KaTajJoru, OyKJIeTd, KaJleHaapi TOIIO;

epeKiiaMa Ha MICIl MPOJaXy — peKIaMHI MaTepiajid, pO3MIIIEH] Yy
pecropaHax, Mara3uHax, OaHKax 1 T.iH., SKI TIOBHHHI TMepenaTh KJIl€HTaM
KOPOTKY 1H(pOpMAIIiO PO MPOIYKT 1 3BEPHYTH Ha HBOT'O YBary;

npsiMa pekjiaMa — BPYYA€TbCsl CIOXKHMBAd4y OCOOMCTO abo
HAJICUJIAEThCS MOMITOO (1€, SIK MPaBUJI0, IPYKOBaHA PeKJIaMHa MPOYKILis);

e 30BHImMHA penama (puc. 6.5) — po3paxoBaHa Ha CIPUAHSATTS
IMPOKUMH BEPCTBAMU HaceseHHs. [0 HOCIiB 30BHINITHBOI peKJIaMU HaJeXKaTh:

- 61100pau (Bix anri. "to bill" — "posknetoBarn agimi" Ta "board" —

"uT"); - IIaKaTH;

- HEOHU (CBITJIOB1 BUBICKH);

- Opanamayepu (300pakeHHs Ha TIIyXid CTiHI OymiBIi);

- mTeHaepu (1HIIN Ha3BU: CTPUTIANH, OyJMHOUYOK, PO3KIAIYIIKA): BIJ HIM.
stainder — crilika, mTaTHB — MOOUTbHA (TIEPEHOCHA) peKJIaMHAa KOHCTPYKIIiS, sKa
BCTAHOBJIIOETHCSI HA BYJIUI Yy Oe3nmocepeiHii OJIM3BKOCTI /IO KOMIIaHIi-
PEKIIaMOIaBIIS;

- "OKyul" TOPIKKH;

- potadimri (cTarioHapHI OCBITIIIOBaHI TPUKYTHUKUA UM KYJI1 13 HAHECEHOIO
Ha HUX PEKJIaMOI0);

- OJISIT KOHTaKTHOTO MEePCOHATY TOIIIO;

e pekilaMa Ha TPAHCHOPTI: PEKJIaMHI MaTepiajd B cajloHaX 1 Ha

OopTax TpaHCIOPTHUX 3ac00iB, 6acopamu TOIIIO;
® CyBEHIpHa peKiiama,

e pekiama B [HTepHeTI;
® JKOpPCTKAa pekjamMa — CIpsSIMOBaHAa Ha ariTalilo 0 TOKYIKH 3a
JIOTIOMOTOI0 KPUUYIIHUX, PO3PaXOBaHUX Ha 30BHIIIHIN €()eKT OTr0JIOIICHb;

e M'Ka peKiiaMa — CIpPsIMOBaHAa Ha CTBOPEHHSI HABKOJIO IMOCIYTH
CIPUATIUBOL aTMOCchepHu.
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Ilpasuna cmeopenns egpekmuenoi peknamu

1) Bupa3HiCTH 3ar0JIOBKIB (200 CIIOTaHIB): 3ar0JOBKY IOBUHHI TPUBEPTATH yBary,
MICTUTH He0OX1JIHY 1H(OpMaIlito, pO3KpUBATH CYTHICTh TEMH;

2) HEeOoOXiJTHO YITKO PO3YMITH, IO 3BEPHEHHS aJpPECYEThCS He3alliKaBJICHIH
a0o Mano 3allikaBleHIM ayauTopii, TOMYy TOJOBHMM € 3alllKaBUTH ayIUTOPiIO,
MIPUBEPHYTH yBary,

3) y pekiami HEOOXiJHI €JIEMEHTH TBOPYOCTi, aje TBOPUICTh HE ITOBHHHA
MOTJIMHYTH FOJIOBHY TEMY;

4) HeoOximHO chopMyBaTH KOMOIHAIiO 3BYKiB, OOpa3iB Ta CIiB: II¢ Mae
NPUBEPHYTH YyBary Ta Kpalle 3amnam'sTaTUCh. TakoX Ciij mnam’sTaTd, 10
300pakeHHS HabaraTo OUTBII Ji€BI, HIXK CJIOBA;

5) cepen o6OpasiB (mepcoHaxXiB) pekJaMHd HAWOULIBII  MPUBAOIMBUMU
BBQKAIOTHCS KIHKH, TOTIM — JITH, IMOTIM — TBapuHHU. [HOAI MOLUIBHO TaKOX
CTBOPIOBATH HE3BHMYAliHI, Ka3KOB1 a00 (paHTACTHYHI 00pa3u;

6) maliBaxxMBima iH(GOpMAIlis MOBUHHA PO3MOYMHATH 1 3aKIHUYBaTH peKIamy
(moBTOprOBaTHCh B KiHI). JIFOJAMHA CXHMJIbHA 3amaM’sSTOBYBaTH IT0YATOK 1 KiHEIb,
a ceperHa IIBUIIIC CTUPAETHCS 3 TIaM'ATi;

7) noIiJIbHE 3aCTOCYBAaHHS PEKJIaMH 0Jipa3y Ha JCKIILKOX HOCISAX (Tele-, pajio
pekJiaMa, 30BHILIHS peKamMa TOILO).

Enemenmu meopuux 3naxiook y pekiami:

e Mmy3uKa (IpHEMHI Meoii, aKi Jo0pe 3amam’SITOBYIOThCS 1, TAK OM MOBHTH,
"IparoTh B TOJIOBI" TOBIO MICIIS MPOCITyXOBYBaHH);

® TyMOp;

e (ararorpaHHiCTh (HOBUH YYAaCHUK Y KOXKHOMY CIOKET1);

® CeKcyajgbHa MpUBAOIUBICTh (MOXKE YMHHTH TO3UTUBHHUI BIUIMB Ha TEBHI
CIIOKMBYI1 ayAUTOPIi, BTIM, HE TOBUHHA OYTH BYJIbIapHOIO);

® BIIUYTTH cTpaxy (ajne ¢iHan — BUpIMIEHHS TpoOaeMu — 000B'AI3KOBO Ma€e OyTH
MO3UTUBHUM);

® [I0Ka3 JKUTTEBOI CUTYyallli, SIKa € THUIOBOI (YacTO MOBTOPIOBAHONO) ISt
L1JbOBOI ayAUTOPI;

® yyacTb y pekiami 0coOM, SIKa KOPHUCTYEThCS IMIJDKEM Yy CIIOXKHBAYiB
(0co0MMBO BaXIMBUK MpUHAOM i cepu TOCHYyr, JOMOMara€ Moj0JaTu
HEBITUYTHICTH MMOCIYTH T4 HEBIIEBHEHICTh CIIOYKUBAYIB 00 KYITiBIIi);

® CTBOpEeHHS (DAHTA31MHUX CIOKETIB, HE3BUUHUX IMEPCOHAXKIB, aTMOC(EPH, 1110
3amam’ITOBYEThCS;

® BUKOPHUCTAaHHS y pEKJIaMi HAyKOBHUX IMOSICHEHb Ta OOIPYHTYBaHb (TLIbKU
TaKMX, sIKI 3p03yMUI1 CIIOXKUBayaM, JIETKO CIIPUHAMAIOTHCS 1 HE MOMIMHAIOTh CYTHICTb
3BEPHEHHS).

3acoou cmumynoeanns 30ymy

Cmumynroeanns 30ymy — 1€ KOPOTKOYACHI CIIOHYKAaJIbHI 3aX01 3a0X0UEHHS 110
KyHiBjal a00 MpoJIaxy MOCIYTH NUISIXOM MPOTOHYBAHHS JTOAATKOBHX MBI Y BUIJISAIL
€KOHOMII 1 T. 1H.

[Tocnyra mae cBoro crenugiky, ToMy 3acOo0U CTUMYIIOBaHHA 30yTy He OyayTb
MOBHICTIO 1IEGHTUYHUMH 13 TOBapHOIO c(heporo. OCHOBHUMU 3 HUX OyTyTh HACTYIIHI:
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® BHECEHHS MNPUBAOJIMBUX EJIEMEHTIB Yy MaTepiajibHE CEPEeJOBHILE, B TOMY
YUCJIi 13 3aCTOCYBaHHSAM TICUXOJIOTTYHUX MPUHOMIB;

® [IPOMOHYBaHHA JOJATKOBUX, "TOJAPYHKOBUX'", IOCIIYT;

e posnaya pipMOBHUX CYBEHIPIB;

e oOprasizailisi KOHKYpCiB, BIKTOPHMH, PO3IrpariiB TOIIO;

® TIPOBEACHHS JIeTycTarii (y THX cdepax, Je e MOKIUBO);

® TapaHTYBaHHS IOBEPHEHHS TpOIIeH y BUIMAJKy, SKIIO IOCIyra He jaia
OaxaHOro pe3ynbTaTy (Iy)ke PH3UKOBAHO IS BUPOOHHWKIB, OCKIJIBKH, HA BiIIMIHY
Bl OpakoBaHOTO TOBapy, Y CHOPUUHATTI TMOCIYT €JIEMEHT Cy0’ €KTHBHOIO
CTaBJICHHS CIIOXKHBAYiB € IOCUTh BATOMHM);

® [0JAPYHKU, BUHATOPOJAH, 3HUKKU MOCTIHHUM KIII€HTaM,

® 3HIKKHU 32 MOKYIKY IIJIOT0 MaKeTy MOCIyT (KOJHU MPOMOHYETHCS pO30MBHUI
HaKeT);

® CE30HHI 3HWXKHU (200, B 3aJIEKHOCTI BIJ] TUITY MOCIYT, 3HUKKU Y HECE30HHUI
qac JJ1s1 301IbIIIEHHS KIJIbKOCT1 KITIEHTIB);

® 3HIDKKHU IIEBHUM KaTEeTroOpisiM KIIIE€HTIB TOIIIO.

Ocoonueocmi npoyecy nepcoHaIbHO20 NPOOAIHCY

Ilepconanvnuit npoodasc niependayae 1HIAMBIAYyallbHE CIIJIKYBAHHS MpalliBHUKA
chepu MOCHyr 13 KJIIEHTOM 3 METOIO 3A1MCHEHHS BIUIMBY Ha KJIIE€HTA, CIIOHYKAHHS
Horo 1o mpua0aHHs MOCAYrd ad0 MaKeTy MOCIYr, a TaKOX BCTAHOBJIEHHS TICHHX
CTOCYHKIB KJIIE€HT-BUPOOHUK 3 IIJUIIO 3 allydyuTH KIIE€HTA Y PsiJI MOCTIHHUX.

Ocoonueocmi nepcoHaIbHO20 NPOOAIHCY:

1) Oe3mocepenHe CIUIKYBAaHHS 3 KIIIEHTOM; 2)
YiTKE BpaxyBaHHS 0COOJIMBOCTEN KIIIEHTA;

3) BMiHHS ONEpaTUBHO pearyBaTH HA PEaKIlii KJIE€HTa, HOTO BiAMOBIII, 3MiHH B
HACTpPOI1 TOLO;

4) croHyKaHHS KJIi€HTa 10 0a)XaHOi peaKxilii;

5) moctymnoBuii mepexin Big GopMaabHOT pO3MOBH 10 JAPYKHBOI;

6) HeoOXiHICTh HABUYOK 3aCTOCYBAHHS IICUXOJOTIYHUX TPUHOMIB TOIIIO.

Tunoegi Heooniku nepcoHanIbHO20 NPOOAIHCY, AKUX NOMPIOHO YHUKAMU .

® OCOOMCTHX aCIIEKTIB JKUTTS KIIEHTIB, SKIIO TUIBKHM BIH CaM HE BHSBIISIE
Oa’kaHHS HUMU HOUINTHCS,

® IIEPEBUINCHHSA TaK 3BaHOI 'MEXIi JIJIOBOTO CIJIKYBaHHS'": HE TUBISYUCH HA
nepexis BiJ GopMaibHOI 0 APYKHBOI PO3MOBH HE CIIiJi TOPKATHUCS 3aHAJITO

HaJMIpHUH THCK Ha CIIO’KHMBava

® BKa3yBaHHS KJIIEHTY Ha WOTO HEAONIKA (HANpPUKIAJ, TpPU MPOMOHYBAaHHI
MOCIIYT CAJIOHY Kpach, MOXKHa OJipa3y BIJIITOBXHYTH BHCJIIOBOM Ha 3pPa30K:
"Baire Bostoccsi BUIJIsiIa€ BTOMJICHUM Bij 3aBMBOK ((apOyBaHb 1 T.iH.). J[03BOJIbTE
3aIPOMOHYBATH TIOCIYI'H HAIIOTO CAJIOHY");

e HaBiThb Bjaasie, mnpodeciiiHe HaB’gA3yBaHHS CIOXXHBA4YE€Bl MaKETy MOCHYT,
npua0aBIIn SKiI BIH BIIUYE, M0 MOTO, MPOCTO KaKy4H, "NErabHO OOBEIM HABKOJIO
naneipl’. Tomy, BuidmoBmm i3 ¢ipMu, Koiau "mapm" Big CHUIKyBaHHS Ta
MICUXOJIOTIYHOTO BIUIMBY BTpadya€ CBOIO IO, CIIOKKMBAuY MOXeE BIAUyTH cebe

oOMaHyTHM.
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Tunu noBeiHKHM NPOAABIA MiJ 4YaC MEPCOHATBHOT0 MPOJAAXKY

Tlo3uyis cyooi. mpojaBelh Aa€ 4iTKl 0OTPyHTOBaHI peKOMEH/allli, CTABUTh Ha
Te, M0 came TMociyra oro (ipMu HEOOXiTHA CHOKUBAYEBl JJISA TIOOJIAHHS HOTO
npobiemM abo 3amoBOJICHHS MOTpeO. 3 ogHOTO OOKY TaKWil THUIT TIOBEHIHKA MOXKE
CTBOPUTH y CIIOXKHBa4a BITYYTTS BIEBHEHOCTI, 3 1HIIOIO — BIAYYTTSA TOrO, MIO HA
HBOT'O TUCHYTb, BIIUYTTS HEOBIPH.

Honomoea i niompumka: npoAaBelb CTBOPIOE aTMOochepy MIATPUMKH KITI€HTa
y #Woro mpobnemax Ta moTpebax, BUCIOBIIOE OakaHHsS JOMOMOrTH. Moke OyTh
JOLILTBHE, SIK BIJMOBI/Ib HA 3aNIEPEUCHHSI KITI€HTA.

3ayixaenenicms. TpoAaBellb BUSIBJISE IIKABICTh 0 MpoOJjieM KiIieHTa, HOro
Brojo0anb Ta motTped. Ll TakTMka nomomarae MpPOAABIIO JOCTIAUTH KIIIEHTA,
3'scyBaTH Horo notpedu. BriM, He BapTo "'MmepernHaTy naauio” i mepeTUHATA MEXY
JJIOBOTO CIUIKYBAHHSI, IHAKITIE MPOAABEIh MOYKE BUTIISATH HETAKTOBHUM.

Po3yminua: tun, O6mu3bkuil g0 gomoMoru 1 miarpumku. [Iponmasens mparHe
3pO3yMITH KJII€HTA, 3'SCYyBaTH MPUYMHU BUHUKHEHHS MpobiieM Ta motped. Moxe
IJIABHO MEPEXOJIUTH Y CIIJIKYBaHHS 32 TUIIOM JIOIOMOTH 1 TATPUMKH.

lloscnenns: TpoAaBenb TMOSCHIOE, pO3TIyMadye crnenudiky MOCTyTH,
nepeBary, skl OTpUMAa€e CIIOXKUBay Bl ii BUKOPUCTAHHS, TAKOX aHaNi3ye NMPUYUHU
MOBEJIIHKY 1 TUX YM 1HIIUX PEAKIIIA KIiEHTA.

Biomosa: el TMN TOBEIIHKW JOIUIBHUN TOMl, KOJU HEOOXITHO YHUKHYTH
HeOaXaHOi Il KOroch 13 CTOpPIH BIANOBIAL, JAenikaTHOi cutyanii. [Iponasensb
HAMaraeTbCcsi MEPEBECTH PO3MOBY y 1HIIE PYCio0, "BIATOBOPUTHUCH abO BBIUJIMBO
3armepeynTH KOMIIPOMETYIOUE CTBEPIPKCHHS KITIEHTA.

CymHnicmb ma gpopmu npamo2o mapKemuHzy

Ilpsamuii mapxemune (3 auri. direct marketing) — nporec nmpocyBaHHst TOBapiB
Ta TOCIIYT HAaIpsIMy CIIOXUBauy, IKUH Ha BIAMIHY BiJl IPOCYBAaHHS Yepe3 Mac-Mefia
(TencOaueHHs, paaio, Tpeca) BUKOPHCTOBYE IUPEKT-Meia, TOOTO Memia s
JIOCTaBKU PEKIIAMHOTO TTOBIJIOMJICHHS 0€3M0CepeIHBO MOTEHIIMHOMY CIIOKHBAYYy.

[lin mpsMUM MapKETMHIOM pO3yMiIOTh KaHall OCOOMCTOI KOMYyHIKallii, KOJu
3BEpHEHHS, SIK TPaBHUIIO, aJpecOBaHE KOHKPETHIH JIOAWHI 1 MPHCTOCOBAHE MO
IIJTHOBOTO CIIOYKMBAYa 1 KOPETYETHCA B 3aJIC)KHOCTI Bl HOTO PEaKIIii.

Buou npsamozco mapkemuney

MapKkeTUHT OJTHOCTYMIHYACTUH — MpsAME YKJIaJaHHS YroJd KyIIBII-MPOAAKY
3a TeraedOHOM, 3a JTOTIOMOTOI0 BHKOPUCTAaHHS KYyMOHA YW MOIITOI0. 3a Takoi yroau
MO3UTUBHOIO BIAMOBIJAIO HA TOPIOBY MPOMO3UIIIIO € aKT KYITIBIIi.

[aTeTpOBaHU MPsSAMUIA MApKETUHT — MPSIMI MApPKETUHTOBI KaMmMaHii, B SKUX
JUTSL TTABUIIECHHST KoedillieHTa Biggadi W mpuOYyTKY BUKOPHUCTOBYIOTh PI3HOMAHITHI
CHOCOOM JOCTaBKM MAapKETUHTOBHUX IMOBIIOMJIEHb 1 0araTOCTYMIHYAacTI peKIamMHi
MIPOIIECH.

KnacuuHuM nmpsiMUM MapKeTHMHIOM BBA)KA€ThCS TMArepoBa MOIITOBA PO3CUIIKA
nmo 0a3i CIoKMWBadiB YM 3BEPHEHHSIM MpomoyTepa (IpeIcTaBHUKA PEKIaMOJIaBIIs) 3
METOI0 PEeKJIaMU J0 CIOXKHBaya Ha BYJHUI YW B TOYLI MPOAAXY, BTIM y Cy4acHHUX
yMOBax ICHye 6arato opM mpsiMoro MapKETHHTY.

Dopmu npsamo2o mapKkemuHay
1) nmepcoHaIbHUH MPOAAK;
2) npsIMUI MapKETUHT MOIITOHO;
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3) MapKeTHHT 3a Kartajioramu (KaTaJoTh PO3CHUIIAOTHCS MOKYIISIM IMOIITO abo
MPOJIAIOTHCS B KPAMHHUIISIX);

4) TeneMapKeTHHT;

5) IaTepHeT-MapKeTHHT (MPOMO CaiiTH, peKiiaMa B HOBHHAX, CIJIbHOTaX, OJ0rax,
IMEIT pO3CHITKAX TOIIO);

6) eJIeKTPpOHHA TOPTiBJIS;

7) SMS-mapkeTuHT.

3axoou w000 gpopmysanus 2pomadcvkoi Oymku (naonix pineimns)

3B'sa3kn 3 rpomajachkicTio (aHmi. public relations, PR) — me mucrenTBo

JOCATHCHHA B3a€MOH0pOBYMiHHSI Ta 3I0JH1 MIX JIFOABMH, COHiaHBHI/IMI/I Irpyiiamuy,
KJ1acaMu, HaHiHMI/I, ACpKaBaMH Ha OCHOBI HiHeCHpHMOBaHOFO q)OpMYBaHHH

I'pPOMaJIChKOI AYMKH Ta yIpaBIiHHS Heto (puc. 6.9).

I'pomadceka Oymka — TUMYACOBUH CTaH CYCHIUJIBHOI CBIJIOMOCTI, IO

BUSIBJIIETbCSI K CYKYIHICTh OINIHHUX CY/DKEHb PI3HOMAHITHUX TPyH 1 BEpCTB
HACeJICHHS, IHIUBIAyaJIbHUX IyMOK 13 TEBHOI IpOoOJeMH, sSKa CTOCYEThCS TPYIH
JTIoJIeH.

2)

3)

4)

5)
6)

OCHOBHI iHCTPpyMeHTH miap

1) IaTepHeT MpocyBaHHS,
coiBrpans 31 3MI — HanaHHA 1HTEPB''0 Ta KOMEHTApIB MO IMEBHUX MNUTAHHSIX,
PO3MOBCIOJKEHHS HOBUH Yy BHUIVISL Mpec-peii3iB ad0 KPEaTUBHHUX PO3CHIIOK,
HaIMCaHHS W PO3MIILICHHS CTaTel Ha IJIaTHIA OCHOBI;
NPOJAKT TUICMCMEHT — 'HEHaBMHUCHA' JeMOHCTpallis y ¢uIbMax, TeJIeBI31HHUX
nepeaayax, KOMI'IOTEPHUX Irpax, MY3HMYHHMX KIIMax ab0 KHHUrax KOMEpPLIMHHX
MPOAYKTIB YU JIOTOTHIIIB,
CHeIiaibHI TOJIi — 3aXoAM (XCMEHIHTH), METOI SKHX € KOPOTKOCTPOKOBE
npuBepHeHHs yBaru 3MI, KIHIIEBHX CHOKMUBAaYiB Ta 1HIIUX IIJTLOBUX ayAUTOPIN
(npec-koH(pepeHtiii, mpec-Typu, Kpyrii CTOJIM, TaK 1 Mpe3eHTalii MmooyToBOi
TeXHIKH B (hopMaTi Bewipku, OJaroaiHi 3axoau, Gorto cecii);
oprasizaliisi KOHKYpCIB Ta pO3IrpaliliB MPHU3iB.
capadaHHe pajiio — PO3NOBCIOKEHHS YYTOK Yepe3 areHTIB BIUIMBY (B TOMY YHCII1
B [HTEpHETI).

OcHOBHI HanpsiMu miap

« corporate affairs — ynpapiiHHSI KOPIIOPATUBHUM 1MiIKEM;
« media relations — no6ymoBa BigHOCHH 13 3MI;
o public affairs — pobGora 31 3B'SI3kamMu 3 JEpPKaBHUMH YCTAaHOBAMH Ta

rPOMaJICLKUMU OpTraHi3alisiMu;

o sSpecial events — mpoBefcHHS CHeHiadbHUX 3aX0iB (KOHKYPCH, JIOTepel,

npe3eHTariii);

« Image making — cTBOpEHHS CPUATIMBOTO 00pa3y 0COOMCTOCTI;

« employee communications — ¢opMyBaHHS TapHHUX BIJTHOCHH 3 TIEPCOHATIOM,;

« investor relations — popmyBaHHSs B3a€EMUH 3 iIHBECTOpaMH;

e message management — ympaBiiHHS MTPOILECOM aJIEKBATHOTO CIPUNHSATTS

ayJIUTOPIEI0 TIOBIIOMJICHB;

o Crisis management — ympaBimiHHS KPU30BHMHU CUTYAIisIMH.
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http://uk.wikipedia.org/wiki/%D0%94%D0%B5%D1%80%D0%B6%D0%B0%D0%B2%D0%B0
http://uk.wikipedia.org/wiki/%D0%A4%D1%96%D0%BB%D1%8C%D0%BC
http://uk.wikipedia.org/wiki/%D0%9A%D0%BB%D1%96%D0%BF
http://uk.wikipedia.org/wiki/%D0%9A%D0%BD%D0%B8%D0%B3%D0%B0
http://uk.wikipedia.org/wiki/%D0%9B%D0%BE%D0%B3%D0%BE%D1%82%D0%B8%D0%BF
http://ru.wikipedia.org/wiki/%D0%A0%D0%B5%D0%BA%D0%BB%D0%B0%D0%BC%D0%BD%D1%8B%D0%B9_%D1%85%D1%8D%D0%BF%D0%BF%D0%B5%D0%BD%D0%B8%D0%BD%D0%B3
http://uk.wikipedia.org/wiki/%D0%9A%D0%BE%D0%BD%D0%BA%D1%83%D1%80%D1%81
http://uk.wikipedia.org/wiki/%D0%86%D0%BD%D1%82%D0%B5%D1%80%D0%BD%D0%B5%D1%82
http://uk.wikipedia.org/wiki/%D0%86%D0%BC%D1%96%D0%B4%D0%B6
http://uk.wikipedia.org/wiki/%D0%97%D0%9C%D0%86
http://uk.wikipedia.org/wiki/%D0%93%D1%80%D0%BE%D0%BC%D0%B0%D0%B4%D1%81%D1%8C%D0%BA%D0%B0_%D0%BE%D1%80%D0%B3%D0%B0%D0%BD%D1%96%D0%B7%D0%B0%D1%86%D1%96%D1%8F
http://uk.wikipedia.org/wiki/%D0%9F%D0%B5%D1%80%D1%81%D0%BE%D0%BD%D0%B0%D0%BB
http://uk.wikipedia.org/wiki/%D0%86%D0%BD%D0%B2%D0%B5%D1%81%D1%82%D0%BE%D1%80
http://uk.wikipedia.org/wiki/%D0%A3%D0%BF%D1%80%D0%B0%D0%B2%D0%BB%D1%96%D0%BD%D0%BD%D1%8F

Buou PR:

e "binuit" PR — moHATTS, 1110 3'SBUI0OCS HABIPOTUBAry «4opHomMy» PR, 1 03Hauae
"yecHuit", HenporutaueHuii PR;

e "Yopuwmit" PR — nmepenbavyae BUKOPUCTaHHS "JOPHUX TeXHOJOTiH" (0OMaHy,
danbcudikariiit) 115t OOMOBISHHS, 3HUIICHHS KOHKYPEHTIB, PO3IOBCIOKEHHS Bif 1X
iMeH1 00pa3nuBuX a00 €eKOHOMIYHO HEOE3MEeUHUX 3asB Ta 1H.;

e "Xostuit" PR — BuKopucTaHHs, 3 METOIO 3aJy4CHHs YBarv, 0OpazmuBUX IS
YUTAYiB €JIEMEHTIB,

«"Cipuii" PR — pekinama (IO3UTMBHA YW HEraTWBHA), IO MPUXOBYE CBOE
mxepeno. Ha Biaminy Big "dyopHoro" PR, He mepenbadae BiagBepToi OpexH1 PO CBOE
noxo/pkeHHs. HalnmomumpeHimuii npukiaaa — po3MillleHHs BIATYKIB Ha popymax;

e "PoxeBuii" PR — miap Ha ocHOBI Mi(piB Ta JereHa (HampuKIIai, Ipo Te, depes
SIK1 BOXKKI BUTIPOOYBaHHSI JOBEJIOCH MPOUTH (hipMi HA NIUIAXY JI0 YCITIXY);

o'"3enennii’ PR — miap 13 akueHTOM Ha 30€peXeHHs HaBKOJIMIIHBOIO
CEepeIOBHILIA;

e "Kopuunesuii" PR (3a00poHeHWii 3aKOHOJABCTBOM) — TIpolaraHja iaei
Heo(arm3My Ta kceHo(]oOii (CTpaxy Ta HEHaBHUCTI 10 KOTOCh "dyKoro").

CHvHTEeTHYHI eJIeMEeHTH MOJITUKH MPOCYBAHHS

SIpMapkKu — 1€ TOPTH, SKi BIAMITOBYIOTHCS PETYISIPHO, B MEBHY MOPY POKY 1 B
NIEBHOMY MICIIl 3 METOIO KYITIBIII-IIPOJIAXKY.

BucraBku — 11e myOaiyHa IEMOHCTpAIlisl IOCATHEHb B rajdy3l €eKOHOMIKH, HAYKH,
TEXHIKH, KYJbTYPHU, MHUCTEITBA Ta IHIIUX TalTy3SIX CYCHIILHOTO XHUTTSA. [loHATTS
MO€ MTO3HAYATH SIK CaM 3aXij, TaK 1 MICII€ MPOBEICHHS I[bOTO 3aX0y.

Ha BuOip BUCTaBKM BIUIMBAIOTh HACTYIHI (PaKTOPH:

1) 4ac Ta Miciie IPOBECHHS,

2) MK Ta aBTOPUTET BUCTABKH;

3) KIJIBKICTh T4 aBTOPUTET YYACHUKIB BUCTABKH;

4) pe3yabTaTUBHICTH PaHIlIe MPOBEACHUX aHAJOTIYHUX 3aX0/IiB (SKIIO TaKi
MaJj Micle);

5) BuTpatH, sKi moHece pipMa auis yyacTi y BUCTaBIl (Or0KeT).

bromxer ydacTti y BUCTaBIIl BKIIFOUA€ HACTYITHI OCHOBHI €JIEMEHTH

- IIJIaTa 3a OPEHAY;

- BUTPATU HA PEKJIaMH1 MaTepialiy;

- BUTpPaTH Ha MOHTa)X €KCIIO3HIIIT;

- BUTPATH Ha JEMOHTaXX €KCIIO3HULIIi;

- orIaTa npari npaiiBHUKIB, SIKI IPEJACTaBIATUMYTh Ha BUCTaBLI (ipMYy;
- 1HIIII BUTPATH.

CHoHCOpPCTBO — II€ CHCTEMa B3a€EMOBUTITHUX BIJHOCHH MIXK CIIOHCOPOM 1
CyOCHIOBaHOIO CTOPOHOIO, 1110 BCTAHOBIIOIOTHCS, K MPABUIIO, IOTOBOPOM, 32 SIKUM
CIIOHCOP Haja€e BU3HaueHi pecypcu ((hiHaHCOBI, MaTepiajbHi 1 iHIII), a CyOCHI0BaHa
CTOpOHA CHpUs€ JOCATHEHHIO MAPKETUHTOBHUX II1JIeH CIIOHCOPCTBA.

Bpenaunr (yrnpaiaiHas OpeHIoM, OpeHA-MEHEIKMEHT) — e JiSUIbHICTh 31
CTBOPEHHSI TPHUBAJOi MPUXUIBHOCTI JO TOBApy Ha OCHOBI CHUIBHOTO BIUIMBY Ha
CIOKHMBAaYa PEKJIAMHHUX MOBIAOMJIEHb, TOBAPHOI MapKH, MaKyBaHHA, MaTepialliB IJis

CTUMYJIIOBAHHS 30YyTYy.
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Tema 7. MOAEJII IIOBE/IIHKH CIIO/KHBAYIB I1OC/IYT

7.1. Ocobrusocmi ma emanu No68ediHKU CRON#CUBAUIE chepu nocrye.
1.2. Mooeni nogedinku cnodicusauis nociye.

7.1. Ocobnueocmi ma emanu no6ediHKU CROICUBAUIE chepu nociyz

Y cdepi mnociayr BpaxyBaHHS OCOOMCTICHMX SIKOCTEH CIIOKHMBa4diB Ta
0COOJMBOCTEM 1X MOBEAIHKH BIAIrpae I1e OUIBIIY poJib, HIXK y TOBapHii cdepi, amke
MOCJIyTa € HeMaTepiaIbHOIO 1 HEeBIMUYTHOI. PO3ymMiHHSA 0COOMWUBOCTEH CITOXKHBYOI
MOBEIHKA 3HAYHOI MIpPOIO JOTOMOXKE 30LIBIIATH 3aJ0BOJICHICTh CIOKABAaYa Ta
BUKIIMKATH HOTO MPUXUIBHICTb.

Ocoodusocmi nosedinku cnodxcusayie cpepu nociye

[ToBeninka crioskuBaya 3HAYHOIO MIPOIO 3aJICKHUTh BiJl CTABJICHHS CIIOKMBaua
710 (hipMHU Ta MPOTOHOBAHUX HEIO MOCHyT. [IOHATTS CTaBiICHHS TPaJUIIIMHO BKIIIOYAE
KOTHITUBHHUM (HIepekoHaHHs), adeKTUBHHHM (MOYYTTS) Ta KOHATHBHHU (HaMipH)
acTeKTH. [HOII BUOKPEMITIOIOTh II¢ CYTeCTUBHMI (HaBisIHUI) KOMITOHEHT, ITOB'I3aHUM
3 yIepe/HKEHHSIM  CIOKMBava IMOJ0 BIACTUBOCTEH TOBapy, MOIIIBLHOCTI HOTO
BUKOPUCTAaHHS TOMIO (puc. 7.1).

KorniTuBauii KonaruBuuii
aCIeKT aCTeKT
(mepexoHaHH:) (Hamipm)
CraBneHHA
CIIOXKUBAYA
AdexTuBHMI CyrectuBHuUi
acreKT (HaBisHUIA)
(mouyTTs) ACTIeKT
(ynepemkeHHs)

Puc. 7.1. Cxi1anoBi NOHATTA ''cTaBJIEHHS cIIOKHBayva''

Koenimuenuil acnexm (nepexonarisi) — OB'SI3aHUN 3 TyMKaMH# CIIO)KHBava Mpo
BJIACTHBOCTI TOBapY.

Agpexmusnuii acnekm (nouymms) — BIANOBIAa€ TMOYYTTAM, SIKI BHKIIMKAE Y
CIIO’KHMBaya TOBAp.

Konamuenuti acnexm (namipu) — CpsIMOBaHUHN Ha MPOSIB IMOBIPHOT MOBEIIHKH

CIIOJKHBaya CTOCOBHO TOBapy.
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Emanu nosedinku cnoscusauie cghpepu nociyz

FOBOPH‘II/I IIpo HOBCI[iHKy CHO}KI/IBaIIiB, HC MOXKHa HC 3ragatu MOACJIb

KyHiBeIbHOI oBeaiHKH @. Komaepa (modenv "Yoproi ckpunvku') (puc. 7.2).

CronykanbHi "YopHa cKpuHBKa'": Biamosinna
thaxropu CBiIOMICTh MOKYIIIIS pEeaKis MoKy
MapKeTHHT'Y
A 4
v BHOIp TOBapYy,
TOBap, . BUOIp MapKH,
HiHa, MPOLEC MPUHHATTS BUGip mepa,
METOIU PIILICHHS IIPO BUOIp vacy
PO3MOBCIOKEHHS, - R HOKYITKH,
CTUMYJTIOBAaHHS " g BUOIp MicIs
30yTy MOKYIIKU

Puc. 7.2. Moaeanb noBeainku cnoxkuaua 3a ®@. Kotiepom

"YopHa CKpUHBKA" Ha CXeMi — II€ CBIJIOMICTb MOKYIIS, HOr0 XapaKTEepUCTUKA
(BiK, pin 3aHATH, CHOCIO JKUTTS, €KOHOMIYHHN CTaH, TOIIO) i IPOIEC MPUHHATTS
pilieHHs 1mOM0 KymiBii (YCBIIOMIIGHHS IMOTpeOH, aHalli3 Ta OIIHKa OTPUMAHOI

iHpopmarii) (puc. 7.3).

"YopHa ckpuHbKa"

OcobucTi xapakTepuCTUKU
CTOKHBavya
(kynbTYpHI, comiabHi,
0COOMCTICHI, IICUXOJIOTIYHI
dbaxTopn)

[Ipouiec npUHHATTA pillIEeHHS
CIIO’KMBAYEM

!

UuHATH BIUIUB HA
CHPUIHATTA,
BU3HAYAIOTh PEAKIIIIO0
Ha CTUMYJTIOI0Y1

IT’aTE eTamniB MOBEIIHKY CIIOKUBAYIB:

- YcBigomieHHs oTped
- [Tomryk irpopmarrii
- OriHka abTepHATUB

- [TpunbanHs Ta CHOXKUBAHHS TOCITYTH

- OcraroyHa

7.3. Mopei noBeiHKH CIOKMBAYiB MOCJIYT
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NOWYKO8I 00C8IOHI dogipa

[
»

Jlominanmui xapakmepucmuKku

Ho6pe Binomi ToBapu Ta ToBapu Ta MOCIYTH, YCIIiX

BucokorexHooriuti
noCIyru, ToBapu MpUAOaHHS Ta CIIOKMBAHHS AKUX .
yriL, P pHa , ' , MPOYKTH, CKJIa IHI
].HPIpOKOFO B}KI/ITKY 3AJIC)KUTH B1a HASIBHOCTI1 HOCBlHy . .
THTEJICKTYaIbHI MOCITyTH
Pigenv oyinku
npocmutl CKNAOHULL

Puc. 7.4. Mooens "llpocmoma — cknaonicms oyinku''

JIOMiHaHTHI ~ XapaKTEPUCTUKH, SIKUMU KEPYEThCS  CIOXKUBAa4, YMOBHO
MOJUIAIOTECS HAa TPU TPYIHU: TOIIYKOBI, JOCBiHI Ta JoBipa. Po3risiHeMo KOXHY
rpyny neraipHime (tadmn. 7.1).

Tabnuys 7.1
Kuaacugikauisi mocayr (ToBapis) 3a MOJEJIIIO
"IIpocToTa — CKJIAJAHICTH OIHKH"
JlomiHaHTHI PiBens ominku [Tocnyra (ToBap) Ponb npopaBus
XapaKTEePUCTHKH (U1 crio)KMBaya)
JloOpe Bigomi, [ndpopmyroua
[Tomrykosi [Tpoctuii "mpocti"”, ToBapu Ta (moindopmyBaT npo
JesIK1 MTOCIIYTH, HasIBHICTh TOBApIB
XapaKTEPUCTUKU SKUX (mocnyr) 13
€ OYEBUIHUMHU 3a3HaYCHUMHU
XapaKTepUCTUKaMHU
Cepenniit, ToBapu Ta nmocnyru i3 "HaBuanpna"
JocBinHi 3aJIeKUTh BiJl nepeBakaHHAM (po3’sicHUTH
HAsIBHOCTI Y JIOCBITHUX CIIO’KMBAYEB1
CMOXXMBaya XapaKTePUCTUK XapaKTepUCTUKH
JIOCB1Y 110J10 (npunbanHd Ta TOBapy (MOCIyry),
KOHKPETHHX CTMOXXMBAHHS TaKUX HaBYUTH HOTO
TOBapiB (TMOCIYT) TOBapiB BUMAararoTh CIIO’)KMBATH LIEH TOBAp
MIEBHOT'O 10CBiAY a0 abo mocnyry
"HaBYaHHS") NIPaBUJIBHO)
Bucokorexnonoriuai "ABTtopuTeTHa"
HoBipa Cxnagaui MPOAYKTH, CKIaIHI (BUKIMKATH TOBIpY
IHTEJIEKTyaJIbHI CIIOJKHMBaua, 3aBOIOBATH
[IOCIYTH, fioro aBTopuret. To6TO
YCBiTOMJICHHS PO/IaBelh
XapaKTepUCTHK SKUX | (BUPOOHUK), MMO-TIEpIIIe,
BHMarae crenu@iaamx Mae Oyt (axiBIiem
3HaHb CBOEI CIIpaBH, Mo-
npyre, no0ynyBaTi
BIJIOBITHHMH 1MiJTXK)
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[Ipuknamom ToOBapiB, M0N0 SKHX Y CIOXKHBAada JOMIHYIOTh TIONIYKOBI
XapaKTEPUCTUKU, MOXKYTh OyTH XapyoBl TPOAYKTH TIOBCSKICHHOTO BXKHUTKY,
KJIACUYHI BUJIU MEOJIIB, OJAT TOIIO.

Jlo ToBapiB Ta MOCHIYT, IIOJO SKHUX JOMIHYIOTh JOCBIJIHI XapaKTEPUCTHUKH,
MOXHa BIJHECTH MOOYTOBY TEXHIKY, TypPUCTHYHI, TOTEJIbHI, PECTOpPaHHI MOCIYTH
TOIIIO.

[Tpukmnamom ToBapiB (MOCIYT), CTOCOBHO SIKMX JOMIHYIOTh XapaKTEPUCTUKU
JOBIpH, MOXKYTh OYTH MEJIMYHI TIOCIYTH TOIIIO.

Mooenw po3puegie (mooenv skocmi nocjiy?)

Mogaenb po3pusiB ("Teopis aip" abo MOAENb SIKOCTI MOCTYT) TPYHTY€EThCS Ha
MOPIBHAHHI OYIKYBaHOTO Ta (DAKTHUHOTO PiBHA SAKOCTI mociayru. O4ikyBaHHI piBEHb
SKOCTI TIOCJIYTH (POPMYETHCSI Y CIIOKHMBaya Ha OCHOBI 00’ €KTHMBHUX (B TOMY YHCII,
peKiiaMu) Ta cy0'€eKTUBHUX YUHHUKIB. DAaKTUYHUN PIBEHb SKOCTI CIIOKUBAY BiIUyBa€
i 9ac Ta Micis Npu0aHHs MOCIYTH. PI3HUI MDK UMM PIBHSMH YTBOPIOE TaK
3BaHi "gipu" abo po3puBH, SIKI MOXKYTh OyTH SIK MO3UTHUBHUMH, TaK 1 HETATUBHUMU

(puc. 7.7,7.8, 7.9).

dakTryHui (CIPUAHATHI)
piBEHB SKOCTI MOCTYTH

Ho3zumusnuii po3pue

OuikyBaHUii piBEHb SAKOCTI
HOCITYTH

Puc. 1.5. Ilozumuenuii po3pue mixc pakmuunum i ouiKysanum pieHAMU
AKOcmi nociyau

OuikyBaHUii piBEHb SIKOCTI
HOCITYTH

Hezamuenuii po3pué

daxTHUHUHN (CIPUHHATHI)
pIBEHb SIKOCT1 MOCIYTH

Puc. 71.6. Hecamuenuii po3pue mijic paxmuynum i o4iKyeaHum pieHAMU
AKocmi nocayzu

OuikyBaHuii pipeHBarwTIHNY (CIPUHHATH)
MOCIYTH PIBEHb SAKOCTI MOCIYTH

Puc. 7.71. Biocymnicms po3pugy mixc pakmuunum i 04iKyeanum pieHAMU
AKocmi nocayzu
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Takum YUHOM, MOXJIMBI MpPU eapianmu.

1) daktuynmMii (CIpUIHATHI) PIBEHb SKOCTI MOCIYTH BUINWK 32 OYiKyBaHUM
piBeHb, II0 cPOpMyBaBCS B ysABI CIOXKHMBada: B LbOMY BHUMAAKy pO3pHB Oyne
NO3UTHUBHUM, CIIO)KHMBa4 JYK€ 3aI0BOJICHUM, JOSUIbHICTh CIOXKHMBaya 301JIbIIYETHCS;

2) (daxkTHuHUi (CIPUAHATHI) PiBEHb SKOCTI MOCIYIHM HIDKYMHA 32 OYiKyBaHHI
piBeHb, II0 CcpOpMyBaBCS B ysABI CIOXKKMBaya: B I[bOMY BHIAJIKYy pO3pHB Oyne
HETaTUBHUM, CIIOKHBa4 BKpail HE3aJ0BOJICHHM, JIOSUIBHICTh CHOXHBada A0 (QipMu
najae;

3) ¢dakThuHUil (COpUUHATHH) PiBEHb SKOCTI HMOCAYTHM Ta OYIKYBaHHH PIBCHb,
mo c@opMmyBaBCcs B YsSIBI CIOXHBauya, CIIBIAJAlOTh: B I[bOMY BHUIAAKY PO3PUBY
He Oyze, omiHKa crnoxuBaueM (GipMU-BUPOOHHKA Ha piBHI "330BUIFHO".

3aranoMm, MOKHa 3pOOUTH HACTYNHUM 6UCHOG0K. TOJOBHUM 3aBJIaHHIM
BUPOOHMKA € HE JIONYCTUTH TEPEBUILIECHHS OYIKYBaHOTO PIBHA SKOCTI Haj
dakTuyHUM, a OaXKaHO W 3AIUIIMTA PE3epB JIs TaK 3BAHOIO CIOPIPHU3Y, 1100
(akTUYHO CHOXXKMBA4Y OTPUMAB HE JIMINIE T€, IO OYIKYBaB, aje M IIOCh J10JaTKOBE,
Kpauie. B npomy BUMaaKy HOro J0sUIbHICTB 10 (pipMH 3pOCTE.

Mooens "Ilpuiinamuuii — 6axcanuil pieenv axkocmi nocayz'. 3ona
mepnumocmi

VY nonepenHiii Mozieni MOBa MIIJIa PO PO3PUBU MiXK OUIKYBAHUM 1 (PAaKTUIHUM
pIBHEM SIKOCTI TOCIIYT. BTIM O4iKyBaHHS IIOAO SKOCTI MOCIYTH, @ TAKOXK (DaKTUUHE
CIOPUUHATTS 1I1€1 SKOCTI, TaKOXX MalOTh CBOIO IIKaly, BEPXHBOIO MEXKEIO SIKOi €
OakxaHWil PIBEHb SKOCTI MOCIYTH, HIKHBOIO — MPUAHATHUM pPiBeHb. MK IUMHU
ME)KaMH 3HaXOIUThCS 30HA TEPIIMMOCTI CIIOXKHUBAYa 11010 SKOCTi mociyr (puc. 7.8).
A
Pisenv sixocmi nocnyeu

(v cnputinammi

basxcanuu pisens
cnooicusaua)

a

30Ha
TEPIUMOCTI

N

Tputinamuuu pigens

Puc. 7.8. Mooens "Ilpuiinamuuit — darxcanuil pieenv akocmi nociyz"
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SIKIO CIPUMHSTTS CIIOKUBAYEM SIKOCTI MOCTYT 3HAXOAUTHCS MK TPUUHATHUM
1 6axaHUM piBHEM, TOOTO MOTPAILISE O 30HU TEPIUMOCTI, CIIOKUBAY 3aJTUIIAETHCS
3aJI0BOJICHUM, TIPUYOMY PiBE€Hb 33JJ0OBOJICHHS THM BHINWN, YAM OJMXKYE CIIPUIHHATHI
PIBEHB SIKOCTI JI0 BEPXHBOI MEX1, TOOTO 10 0a)KaHOTO PiBHS, 1 HABMAKU: UMM OJIMHKYE
CIPUUHATHN PIBEHb SIKOCTI JO HWXKHBOI MeXI1 (IPUHHSATHOTO PIBHS) THM MEHII
3aJI0BOJICHUM CHOXKMBay. SIKIIO CIPUNHSATUNA PIBEHb SIKOCTI OMYCKAETHCS 332 HHMXKHIO
MEXY, CTa€ HIDKYUM IPUHHITHOTO PiBHS — CHOKHWBAa4 BKpall HE3aI0OBOJICHUM. SIKIIO
X CIIPUMHSTTA PIBHA SIKOCT1 MOCTYTH MEPEBUILNIIO OaKaHW piBEHb, II€ 03HAYAE, IO
bipMa-BUpPOOHUK TIEpeBEpIIINIa HalKpallll ysIBJICHHS CIOKHBAYiB, B IIbOMY BUMNAIKY
CIIO’KMBAY Jy>K€ 3a/I0BOJICHUM, OTO JOSUTbHICTD 10 PipMH 3pOCTaE.

Dakmopu énnuey Ha 6ePXHIO MeXHCYy 30HU MEPRUMOCHII.

- 0coOuCTI TOTpedu crokuBaya ((hi1310JI0T1YH1, ICUXOJIOTTYHI, COIIaIbHI);

- 0COOMCTI OYIKYBaHHS, IO BEAYTh J0 30UIBIICHHS YYTJIMBOCTI CIOKHBaya
1010 SIKOCTI TTOCJTYTH.

Dakmopu 6nauey Ha HUNHCHIO MeXHCY 30HU MEPRUMOCHLI.

- ICHYIOU1 y CBIJIOMOCTI CIIO’KMBava aJIbTEPHATUBHY;

- cUTyaliiHui (akTop.

Daxkmopu enaugy Ha 00UOBI MeIHCi 30HU MEePRUMOCHIL.

- 3aX0J¥ KOMYHIKaliiHOI MOMTHKU (ipMU-BHpOOHWKA (SIBHI Ta MPUXOBaHi
peKJIaMH1 OOILISTHKH);

- MAHYJIMH JTOCB1JT CITO’KMBAYa 13 TIPHUIaHHS KOHKPETHOI MTOCITYTH;

- penryTaitisi GipMU-BUPOOHHUKA TOIIO.

Mooensv "Cnpuithammas — 3a0060.1eHHA"’

[ToTpiOHO PO3MEKOBYBATH MOHATTS MK CHPUMHSATTSM CHOKUBA4Ye€M MOCIIYTU
Ta pIBHEM MOro 3a/J0BOJIEHHS BiJ OTpUMAaHHs nociayrd. Ha copuiHATTS mociayru
bipMa-BUpOOHHMK MOXKE BIUIMBATH, Ha 3aJ0BOJICHHS — JIMIIE B TIEBHIA MIpi.
CrpuiHATTS BiIOYBa€Thcs OE3MOCEPEAHHO B MOMEHT NpUAOaHHS (CHOKUBAHHS)
MOCJIYTH, a 3aJ0BOJICHICTh — 1€ (piHANbHA OIlIHKA CIOXXHBAa4eM HAJAaHOI HOMY
MOCIIYTH, SIKA OCTaTOYHO (OPMYEThCS uepe3 MeBHUM yac micisd npundanHa. Ha
CIPUIHSTTS SIKOCTI MOCIYT'H BIUTMBAIOTH IiIKOHTPOJBHI (ipmi dakTopu (IPaKTUIHO
HUMH € KpuTepii, BucBiTieHi B cranmapti ISO 9004-2:2000 abo B wmeromi
orirtoBanus sikocTi mocmyr SERVAQUAL) (ta6:. 7.2).

[lepepaxoBani kputepii, a TaKOX IlIHA MOCIYTH, € (aKTopamMu BIUIMBY Ha
CHPUNHSATTS CIOXKUBAYEM SKOCTI TIOCTYTH.

[Tin yac Ta micas copuiHATTS (GopmyeTbes (iHaIbHA OIIHKA CIOKHMBAYEM
HAJIaHO1 MOCIYTU 1 Y CBIIOMOCTI CIOKMBaya BU3HAYAETHCS PIBEHBb 3aJ0BOJICHHS, Ha
SKUH, OKPIM MepepaxOBaHUX BUILE, BIUIMBAE 1€ Bl IPYNU YHHHHUKIB!

1) ocobucticHi (cy0’€KTHBHI) YNHHUKH;

2) cUTyamiliHi YHHHUKH.
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Tabnuys 7.2
Ilepesik KpuTepiiB OMIHKH AKOCTI MOCJIYT 32 JONIOMOI0I0 METOY

Kpurepiit XapakTeprucTruKa KpUTEPito
MartepiaiibHa OCHOBA TexHi4HA AKICTh; CTAH CIIOPY/; HAsSBHICTh BKa31BOK, BUBICOK, IT03HAaY€Hb; poOOTa
HOCIYyT JIOB1JIKOBO-1H(OpMaIiiftHOT ciryx0un
[Mpodecionanizm MOoXIHBICTh HaJlaHHSI HEOOX1THOT IOCTYTH B MOTPiOHUH "ac
BinmoBigansHICTh baxaHHs TOTIOMOTTH CIIO’KMBA4YeBl CBOEYACHO BUPIIIUTH TPOOIIEMY
HaJlaBaviB MMOCIyT
VYTeBHEHICTD JloBipa; yrnepeKeHicTh; KOMIIETEHTHICTh; PIBEHb OXOPOHHM Mpalli y Ha/laBavyiB
00CITyTOBYIOYOTO MOCITYT
HIEpCOHAITY
MOKIJIUBICTh OTPUMAaHHS JlocTymHICTh; KOMYHIKa0€IbHICTh IEPCOHAIY; PO3YMIHHS CIIO)KHBAYiB
HOCITYTH

Mogens "cipuifHATTS — 3a/10BOJIeHHA" TTo1aHa Ha puc. 7.11.

1ioxonmponvHi 6upoOHUKY (haxmopu HeniOKOHMpPObHI BUPOOHUKY (pakmopu
BNIUBY. KpUmepii OYIHKU AKOCMI NOCAY2 BNIUBY. OCOOUCICHT YUHHUKU
CHOpuiHATTA CIOKUBAaYEM MOCIIYTH, 110 3a/10BOJICHHS CIIOYKUBaYa Bijl
HAJA€ThCS OTPUMAHOI MOCITYTU
yina CUmyayitiHi YUHHUKU

Puc. 7.11. Mooens ""Cnpuiitnamms — 3a0060.1ennsn’’

Takum 4YuHOM, 3aBIaHHSM BHpPOOHHMKA € MaKCHMaJIbHO TOKPAIIUTH
KOHTPOJIbOBaHI (PakTOpu BIUIMBY, $KI BHU3HAYAIOTh CIPUUHATTS CIIOXHBAYEM
MOCJIYTH, Ha OCHOBI SIKOTO, B TOMY YHCJI, MOTIM (POPMY€EThCS 1 piBEHBb 3aJI0BOJICHHS
cnoxkuBaya. OcoOHCTICHI Ta Cy0’€KTMBHI UMHHUKM BpaxyBaTH BaXKKo, a
KOHTPOJIIOBaTH MPAKTUYHO HEMOXJIMBO, BTIM OMNOCEPEAKOBAHO (ipMa-BUPOOHUK
MO>Ke BIUIMBATH Ha HUX Yepe3 Ti K MIJKOHTPOJbHI il (hakTopH.
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Tema 8. JOCHI/KEHHA HIOITUTY 11OCIIYT

8.1. Ocobrusocmi cnosxcueuoco nonumy Ha nociayeu. Cknadoei 3MiHu
nonumy.

8.2. Aoanmayia moorciusocmeti nioOnpueMcmea 00 3MiH  CHONCUBUO2O
nonumy.

8.3. [llonamms obcszy i cmpykmypu punKy nociye.

8.4. CeemenmysanHs puHKy nociuye.

8.5. Cmpameecii oxonnenms punky nociye.

8.1. Ocobnueocmi cnosricueuozo nonumy na nociayzu. CKniaoosi smiHu nonumy

Oco0JMBOCTI  CHOKMBYOIO TOMMTY Ha TMOCIAYrM TICHO TIOB’SI3aHl 13
cnenu(pIYHIMUA pUCaMU CaMHUX TOCIYT, K1 Oyiu po3risHyTi B Temi 1. Buxogsuu 3
UX ceupIYHUX PUC, CPOPMYITIOEMO OCODIUBOCHLI NORUMY HA NOCTY2U.

1) momuT Ha MOCIYTH 33J0BOJIBHIETHCS OE3IMOCEPETHBO B MPOIIEC] IX HAJAHHS,

2) TIOMHT HA TIOCITYTH SIBJISIE COOOIO TIOMKUT HA KOHKPETHY CIIOXKHBYY BapTICTh Yy
BU3HAYECHUI Yac y BU3HAYEHOMY MICII];

3) depe3 HEBIMUYTHICTh TOCIYTM B CTHMYJIIOBaHHI TIONMUTY 3HAYHE MicCIe
3aiimMae IM1K BUpOOHMKA Ta €eKT JOBIPH;

4) MOMHT HA TIOCIYTH € HEPIBHOMIPHUM TPOTATOM POKY, THXKHS, THS TOIIO. Y
3B’SI3Ky 13 HE30€peXKEHICTI0O MOCHyr Taka HEPIBHOMIPHICTh MOMIUTY
MOPOJKYE HEOOXITHICTh MOro peryjJroBaHHS I[IHOBUMU Ta IHIIUMHU
METOJJaMH.

OcTaHHs1 0COONMBICTh MOMUTY MOTPeOye 0COOTUBOI YBaru y KOHTEKCT1 PO3IIIALY
JlaHOT TEeMH, ajpke 13 He 30EpEeKEHICTIO MOCIyr B 3HA4YHIA MiIpl TOB’s3aHa
HEOOXIJHICTh pEryJloBaHHS MONUTY Ha HuX. Ha BiaMiHy Biag ToBapiB, (ipma-
BUPOOHMK TOCITYT HEMAa€ TaKUX CKJIAJCHKUX TOCHOJAPCTB, B SIKUX MOXHa Oyno O
30eperT Mociayrd y nepioay maaiHHs nomnuty abo chopmyBaTH 3amacu Ha Mepiof
HagMmipHOro nomuty. Ilocimyra BUpOOISETHCS 1 CIOXKUBAETHCA OAHOYACHO. Tomy y
6UNAOKy HEPIGHOMIPDHO20 nORUMY BHUPOOHUK MOXKE OINHHHUTHCS ) CKIAOHUX
CUMYauiax:

1) v 6unaoky He3maunoco nonumy. HEI03aBAaHTAKEHHS  IMOTYXHOCTEH,

Hee(DEeKTUBHI BUTPATH Ha OIJIATy Mpalli mepcoHaly, 3Ha4H1 TOCTIHI BUTPATH

Ha OJIMHULIIO MPOAYKIIii (TTOCIyTH);

2) y 8unaoky HaomipHo2o nonumy:. HEMOXIIUBICTh 3aJI0BOJIBHATH BCIX KJIIEHTIB 1,

AK pe3yJIbTaT BTpaTa YaCTUHU KIIIEHTIB (BOHU MEPEXOIATH 10 KOHKYPEHTIB).

OTxe, BUPOOHMK TMOCIYr T[OBMHEH 3aCTOCOBYBATH HHU3KY METOMIB s
PETYIIOBAHHSI MOMUTY HA MOCIYTH, a JUIsl IIbOTO MOTPIOHO PO3YMITH K, KOJU Ta i
BIUIMBOM SIKUX (PakTOpiB MOXke BiIOyBaTUCh KOJMBaHHSA mnonuty. I[lpuitHsaTo
BUUTSTH TPH CK1a0086i 3minu nonumy (puc. 8.1)):
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Cxiragosi
3MIiHU TTOTUTY

JloBrocTpokosi [epiognuni Bumakosi
TEHIEHIT (ce3onHi) Xa0TUYHI
3MiHH MOTUTY 3MIHH MTOIUTY 3MIiHHU TIOTIUTY

Puc. 8.1. Cknaooegi 3miHnu cnoicueuozo nOnuny Ha nocayzu

1) MOBrocTpoOKOBi 3MiHU TOMHTY MiJ €0 TPUBAJIMX PUHKOBHUX TEHJICHIIIN:
MacmrTabd 4Jacy Takux 3MiH Big 3 10 5 pokiB. Lli 3MiHM € OYEBHIHHUMH, a TOMY
HallMeHIII HeOe3NeuHnMHU. Y BUPOOHHKA € Oarato yacy, 11100 NpucToCyBaTUCh 0 HUX;

2) mepioguuHi (Ce30HHI) 3MIHM TOMUTY. MacmTad 4Yacy — piK, THXKICHb,
no6a Tomo. MokHa cKazaTd, IO Taki 3MIHM € HaWOLIbII PO3MOBCIOIKCHUMHU,
O0COOJIMBO y TYpPUCTUYHOMY, TOTEIBHOMY, pecTopaHHOMY Oi3Heci. Taki 3MiHHK
PETYNIOIOTBCSI  CUCTEMOIO  3HMKOK, OOHYCIB y TIepioAM TaAIHHSA IOIHUTY,
MPOTOHYBAHHSAM JIOAATKOBUX TIOCHYT Yy TIEpIOJl OYIKYBAaHHS, 3aBAaHTAKECHHSIM
NepCoHaNly TOHAJ HOPMOK y TOJMHM TIK (3BUYaiHO 13  BIJINOBIJIHOIO
MOTHBAITI€I0) TOIIIO;

3) BUNAJAKOBI XaOTWYHI 3MIHH TIONMUTY. 4YacTO 3ajJeKaTh BIJ MaciiTady
NIAIPUEMCTBA-BUPOOHUKA. SIK TPAaBWIO, Il Manux (ipM Taki 3MIHM € OUIbII
XapakTEepHUMH, HDK Uil BenuKux. [lpukmamoM Takux 3MiH MOXe OyTH Maja
KUIBKICTB BiJIB1IyBayiB MapKy po3Bar 4epe3 moraHy rnorojuy.

8.2. Aoanmauia moxcaueocmeit RIONPUEMCINEA 00 3MIH CROMCUBUO20 NONUNLY

IcHy€e YOTHPH KITIOUOBUX cmpame2ii ynpaeiiHHa NONUMOM: -
nudepeHIIioBaHHS IiH B IIEP10AM MIKOBOTO 3aBaHTAKCHHS,

- CTUMYJIFOBAHHS TIOTMTY B TIEP10IM HOTO CIIafy;

- HaJaHHA JTOJATKOBUX MOCIYT B «TOJMHM IK» JJIS KJI€HTIB, 110 OYIKYIOTh
Ha CBOIO Yepry;

- TIOTIEPEIHE 3aMOBJICHHS Ta PE3EPBYBaHHS yacy 00CITyroByBaHHS.

PosrisitHemo neranpHINIE KOHKPETHI 3axoAW 13 ajmamntaiiii gipMu 10 3MiH

CTIIO’KUBYOTO TOTHUTY.
3axoau 13 ajanTaiii MOMJIMBOCTEH MIANPUEMCTBA A0 3MIiH CIIOKUBYOTO
MIONIUTY ) 6UNAOKY HAOMIPHO20 HONUNLY:
1) HaliMaHHS JOJATKOBUX MpaIiBHUKIB Ta (200) 3aBaHTaKCHHSI HASBHOTO

nepcoHaly IOHAJ HOPMOIO 13 BIJMOBIAHOK CHCTEMOK) MOTHBAIIII,
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MOJOBKEHHS TOJIUH POOOTH MIAMPUEMCTBA (MAXOAUTH JJIsI aJarTarlii 10
CE30HHUX Ta MEPIOANYHUX 3MiH TOMUTY);

2) TPOTIOHYBaHHS JIOJaTKOBUX MOCTYT Y TIepioj OUiKyBaHHS (1)1 CE30HHUX,
NEPIOANYHUX Ta BUTIAIKOBUX 3MiH);

3) po3mmMpeHHs MAacIITadiB IisIbHOCTI: OYAIBHHMIITBO HOBHX IJIMPHEMCTB,
BIJIUIEHb, TOINO (/IS ajanTariii 10 JOBrOCTPOKOBHX TEHACHIIIH 3MiH IOMHKTY);

4) opeHna JOAATKOBUX IUIONI MiANMPUEMCTBA (I ajganTaiiii 10 CE30HHUX
3MiH IOIHTY);

5) TumuacoBa mepefada YacCTUHH (PYHKIIH iHIIUAM (ipMaM (ayTCOPTHHT)
(1 Ce30HHUX Ta MEePIOAMYHUX 3MiH).

3axoau 13 ajanTailli MOXJIMBOCTEH MiAMPUEMCTBA JI0 3MiH CIIOKUBYOTO MOMUTY
Yy 6URAOKY MA1020 NONUMY .

1) ckopodueHHs MacmTabiB JisTIBHOCTI (amamTamis JO0 JOBFOCTPOKOBHX
TEHICHIIIH 3MiH ITOIHTY);

2) TulaHyBaHHsS BiAMYCTOK Ta (a00) caMOCTIMHOTO HaBYaHHS INEPCOHATY Y
BIJIMOBITHOCTI 13 CE30HHICTIO TIOTIHUTY;

3) opranizaitis PEMOHTHMX Ta IHIIUX POOIT 13  yJAOCKOHAJIEHHSA
MaTepiaJIbHOTO CEPEIOBUINA HATAHHS TTOCTYTH Y HECE30HHI MEPIOJIN.

8.3. llonamms o6cazy i cmpykmypu pUHKy ROCLy2

3arajioM pUHOK MOKHA BU3HAYUTH SK CYKYNHICTh ICHYIOUMX 1 NOTEHUINHUX
MOKYMIIIB MTOCITYTH.
Y 1oNITEeKOHOMIYHOMY AacHeKTi KaTeropis ''punok" BU3HAYAETHCA SK YCi
TOPU30HTAJIbHI 3B’A3KH, LIO0 MOEAHYIOTh BUPOOHUKIB 1 CHOXKHMBAadiB Yy Ipoleci
ToBapooOMiHy. [Tpu 11bOMy BUIUISIFOTH JiBa TUIIH PUHKY (puc. 8.2).

[ Pusiox ]

[ Punox npopasist Punoxk mokymis ]

Puc. 8.2. Kamezopia "punok" y nonimexkonomiunomy acnekmi

1. Puwnox npooasys. lleil THI PHUHKY XapaKTEpU3YEThCS 3HAYHUMHU IepeBaramu
MPOJaBIiB, ACHIIATOM TOBapiB 1 MOCIYT, MOMJIMBICTIO MPOJABI TUKTYBaTU
YMOBH IiH, SIKOCTI Ta aCOPTHMEHTY. 3a TaKuX OOCTaBHH IMPOJaBeilb (BUPOOHHUK)
Hampamisie BCl 3yCWUIS Ha 3JCIICBICHHS BUPOOHUIITBA 3 METOI OTPUMAHHS
MaKCUMaJbHOTO MPUOYTKY.

2. Punox noxynys. JInst IbOTO TUITY HaBIAKM XapaKTEPHUMH € TIEPEBArd MOKYIIIIS
(cnokuBaua) ToBapiB i mocayr. CrokuBad JUKTYE BUMOTH IOJAO SKOCTI, I[IH Ta
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acopTuMeHTy. BupoOHuku (mpojaBili) MPUCTOCOBYIOTHCA 10 JaHUX BHUMOT, 3a
JIOTIOMOTOI0  CHEI[aIbHUX  JOCHIKEHb  BUBYAIOTh  BIOAOOaHHS,  MOTpeOH,
MOTHBAIIi1 CHOXKMBAYiB 1 B 3aJ€KHOCTI BIJ OTPUMAHUX pE3YNIbTaTIB
OpraHi30BYIOTh BHPOOHHUIITBO Ta MPOJaX TOBapiB (HaJaHHS IOCHYT). YCl3yCHus
MPOJIAaBIIIB HAIpaBieHl Ha 3aJ0BOJICHHS MOTPeO CIOKMUBAadiB 3 METOI OTPUMAaHHS
MaKCHUMAaJIbHOTO MPUOYTKY.

[Tigmpuemirio yacriiie JOBOJUTHCS MaTU CIPaBy 3 IPYTUM TUIIOM PUHKY. Tomy,
K TP TO3UII0 BaHHI TOBapy Ha BHYTPIIIHbOMY PUHKY, TaK 1 IpPH BUXOJl Ha
30BHIIIHI PUHKH, HEOOXIAHO MPHUAUIATA 3HAYHY YBary JOCIHIJIP)KEHHIO MOBEIIHKH,
MOTHBAIIIi Ta BITOJ00AHb MOTCHIIHHUX CIIOKUBAYiB.

Kpim mporo, icHyroTh iHII kiacugikaiii. 30kpeMa, BUAUISIOTh Takl pi3HO8UOU
punky (puc. 8.3):

® NOMeHYIlHULl PUHOK — CYKYIHICTh TOKYIMI[B, II0 MPOSIBISIOTH TOCTAaTHIN
PIBEHb 3aIIKABJICHOCTI 0 KOHKPETHOT PUHKOBOI MPOMO3UIIIi;

® JocmynHuli pUHOK — CYKYIHICThb TIOKYIIIB, SIKI HE TIIBKH MPOSIBISIOTH
3alliKaBJICHICTD JI0 TIOCIIYTH (TOBapy), ajie¢ MalOTh JOCTATHIN AOXIJ 1 TOCTYII JO PUHKOBOT
MIPOTIO3HIIIi;

® K8aNiPiKOBAHO-0OCMYNHUL PUHOK — CYKYIHICTh CIIOXHBAUiB, K1 MPOSIBISIOTH
3aIlIKaBJIEHICTh, MAalTh JIOCTaTHIA JOX1J, JOCTYIl JI0 KOHKPETHOI PHUHKOBOI
NPOMO3HUIlii Ta MaOTh HEOOXiAHY KBai(iKallito JJIs CHOKUBAHHS MOCIYTH (TOBapy);

® yinboBUIl PUHOK — dYacTUHA KBali(iKOBAHO-JOCTYITHOTO pPHUHKY, OOpaHa

H1ATPUEMCTBOM TSI TOAAIBIIOT POOOTH.

/ [ToTeHI1IAHMIA PUHOK \
/ JlocTynHui pUHOK \

KBamnigikoBaHO-10CTYITHUN pUHOK

HinboBUi puHOK

> >,

Puc. 8.3. Cmpykmypa punky

Takox CTPYKTypHO PUHOK MOCTYT MPUHHATO MOAUISATH HACTYITHUM YHHOM:

1) MOTeHLIWHUI PHHOK: YacTHHA CIIOKWBAYiB IOCIYT, IO BHABJISAIOTH IHTEPEC 0
pua0aHHS BIAMOBIHOT TIOCITYTH,;

2) nmidicHuil (peaabHHI) PHUHOK BHU3HAYAETHCS YACTKOI CIIOXKHMBAYIB, SKI MPHUHAHSIIH
PILIEHHS NIPO KYMIBIIO TI€T YU 1HILIOT MOCIYTH;
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3) oOciayroByBaHHi PHUHOK. YacTHHA IMCHOIO PHHKY, IO paHIIIC BKE OTpUMyBaja
NOo10H1 TIOCITYTH,;

4) OCBOEHMI PHHOK. YacTKa TOKYII[B, II0 BXE OJCpKyBaja IOCAYTH Y JAHOTO
BUPOOHHKA.

8.4. Cezmenmyeanus punKy nociuyz

CerMeHTyBaHHS — 1€ TOJUT YChOTO PUHKY Ha OKpeMi YacTUHHU (CeFMeHTI/I)
KOXEH 3 SKMX OXOTUTIOE OB a00 MEHIIT OAHOPIIHI rpynu MOTCHITITHUX HOKyl'II_IlB 3
MPUOJIM3HO OJTHAKOBUMU CIIOKUBUNMU nepeBaramu 1 crepeotuniom moBeminku. ITix
CEeTMEHTYBAHHSIM PUHKY PO3YMIIOTh PO3IO/L MOTCHIIMHNX CIIOKUBAYiB HA TPYIH HA
OCHOBI BIIMIHHOCTEH B iX moTpedax, XapakTepuCTUKaxX Ta MOBEIIHIII. 3aCTOCYBaHHSA
KOHIICTIIiIT PUHKOBOTO  CETMEHTYBaHHS  JIO3BOJISIE  MIJNMPHEMCTBY  JOCSATTH
MaKCHUMAaJIbHOI pe3yJbTaTUBHOCTI MapKETHHTOBOI AISUTHHOCTI IIISTXOM BHKOPHUCTAHHS
CBOIX CHJIBHUX CTOPiH 3 ypaxyBaHHSM PEATbHUX YMOB Ha PUHKY.

BuninstoTs HaCTyIHI Kpumepii cez2MeHmy6anHa PUHKY TTOCTYT:

1) tepurtopianbHuii (KpaiHa, perioH, MICTO, HaCeJICHHI MYHKT TOIIO);
2) nemorpadiunuii (CTaTh, BiK, po3Mip CiM'T TOIIIO);

3) comianbHui (OCBITa, PiBeHb JOXOJIB, BIpOCIOBIJAHHS, HAI[IOHAJIBHICTD 1 T.
iH.);

4) ncuxorpadivHuii (xapakTep, CIoci0 XHUTTs, TUI OCOOUCTOCTI, CTABICHHS JI0
HOBHUHOK);

5) noBeniHKoBHIi (BU3HAYAE€ MOTHBAIIIIO CIIOXKMBAYa: MOTUB MPHUI0AHHS MTOCITYTH
Ta MOTHUB Oa)KaHUX BUT1J BiJl il OTpUMaHHS);

6) IHTEHCHBHICTH CIIOKUBaHHS (BUCOKA, IOMIpHA, HU3bKA);

7) CTymiHb MPUXWIBHOCTI O MOCIYTH JAHOTO mianpueMmctBa (i3 MiXKHApPOIHOI
NPAKTUKH):

0€e3yMOBHI MPUXWILHUKU: TOCTIHHO KOPUCTYIOTHCA IMOCIYTaMH OJHOTO M TOTO
K TANPUEMCTBA, KOTPE MOBHICTIO 3aJJ0BOJIHHSIE 1XHI 3aUTH;

- TepnuMi TPUXWIBHUKH: CIOXHUBadi, SKI CIOXKHWBAIOTh TMOCIyrH 2 — 3
KOHKYpeHTIB. L5 rpyrmia 3aciyroBye Ha 0cOOJIMBY yBary: BOHa MOKE JJOTIOMOTTH 3I1MCHUTH
aHaJi3 MPUYMH, 3 SKUX OKpeMi TOCIyrHd MaroTh OUIbIy a00 MEHIIY MOIMYJISIPHICTS,

- HEMOCTIWHI TPUXWIBHUKHU. BIIPI3HAIOTECS HECTANICTIO BHUOOPY KOHKYPYIOUUX
MOCIIYTH YU TIANPUEMCTBA. AHAJI3 TOMHUTY 1 MOTHBIB MPHUIOAHHS J103BOJISIE BUSBUTH
cJ1a0K1 CTOPOHHM Ta MepeBard KOHKYPEHTIB,;

- HernepeadavyBaHi CIIOKMBAYl: HE BIJAIOTh NEpPEeBary >KOAHIN 3 mociayr abo x
CXWJIBbHI JIO p13HOMaHITHOCTI. [{eit T cro)kuBaviB € HAMOUIBIN CKIaHUM;

8) cTymiHb TOTOBHOCTI J10 OOCITyTOBYBAHHSL:
- He 1H(hopMOoBaHi Tipo ¢ipMmy Ta ii moCIyTH;
- iHopmoBani mpo DipMy Ta i mocayrH;
- MPOKO 1H(GOPMOBaH1 Npo pipMy Ta ii HOCIYyTH;
- 3alliKaBJIeHl y nociayrax ¢ipmu,
- bakaroul mpuaOaTH MOCITYTH PipMu;
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- T1, III0 MAIOTh HaMip MPUIOATH MOCITYTH (PipMH.

Ceemenmyeannsn punky 3a memooom Jl. Bonkoeoi

Meton BoakoBoi 103BOJsIE TPOBECTH CETMEHTYBAaHHS PHHKY 3a piBHEM
3aJydeHOCTi (3aIiKaBIEHOCTI) CHOXHBAa4YiB y mochy3i (toBapi) ¢ipmu. 3a mum
METOJIOM CIOXHBaviB (ICHYIOUMX Ta MOTCHIIMHNX ) MOXHA PO3IIHTA HAa 5 CErMEeHTIB
(puc. 8.4):

- CcerMeHT A: mocTiiiHl kiieHTH (ipmu (icHyrouuid cermeHT). PiBeHb
3ay4eHOCTI: Ay)Ke CUIbHUI;

- cerMeHT b: cmoxwuBaui, siki 4ynu npo QipMy Ta 3arfikaBieHi y ii mociyrax
(3a1iKaBJICHU TIJIATOCHPOMOYKHUM TMOTEHIIIWHUNM cerMeHT). PiBeHb 3alydeHOCTI:
CHJIBHUU,

Puc.8.4. Cecmenmyesanusn punky 3a memooom JI. Boakoeoi

- cerMeHT B: mparesnatHe HaceJeHHS PErioHY, SIKE MOXKE JO03BOJIUTU COOi
CKOopUCTaTuCs TociayraMu (ipmu  (TUIATOCIPOMOXHHMIA TMOTCHIIHHUN CErMEHT).
PiBeHb 3a7y4eHOCTI: CYyTTEBU;

- cerMeHT [ HaceneHHs perioHy Ta Woro rocti, 3a BUHSTKOM HEIpare3aaTHOro
HACEJICHHS Ta 0cCi0, K1 Iy’Ke PIKO KOPUCTYIOTHCSA MOCIyTaMu, iK1l IPOINOHYe (dipMa
(moTeHiitHMIA cerMeHT). PiBeHb 3aTydeHOCTI: HE3HAYHU;

- cermeHT /I: yce HaceleHHS Ta TOCTI PErioHy (TEOPETUYHO MOMKITUBUHN
NOTEHI[IHHUIN CerMeHT). PIBeHb 3a1y4eHOCTI: CIa0KHU Ta BUITaIKOBHIA.

Cezmenmyeanusn punky 3a memooom Kan-Kax /lamoena
Meton cermenraiii JXKau-)XXak JlamOena nependadae BuOip cerMeHTy 3a TphoMa
CKJIaJIOBUMH, SIK1 BIAMOBiIal0Th HAa Tpu Kiato4uoBi 3armmraHHs: [1{o? Koro? Ax? (puc.
8.5).
1) I ckmagoBa "1o?": 1m0 came npornoHye ¢ipMa CroKuBaveBi (BUAH HOCTYT ado
¢GyHK1IT TOBApiB);
2) I cknamosa "Koro™: koro came 1i mociayru Ta (GyHKIIT MarOTh 33JOBOJIBHUTH
(KOHKpETH1 TpyNH CHOKMUBAYIB);
3) Il ckmagoBa "SIk?": sk caMe 3aJOBOJIHSAIOTHCS TMOTPEOH (TEXHOJIOTIS
3aI0BOJICHHS MOTPED, MicIle, TeXHIYHA 0a3a TOIIO).
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HL

[{0?

Koro?
Sk?

Puc. 8.5. Tpvoxmipuuii npocmip cecmenmauii 3a memooom Kan-Kax Jlanoena
Januii Meroa mependavae MO3UIIIOHYBAHHA MOCTYr (IpMU Y TPHOXBUMIPHOMY
pOCTOPI.

8.5. Cmpamecii oxonnennsa punky nocuyz

Crparerii OXOIMJICHHS PUHKY TOCIIYT MPEACTaBICH] Ha puc. 8.6.

[ Crparterii 0XOIUIEHHS PUHKY ]

/\

Crpareris [ Crparerii IiIbOBOTO MapKETUHTY ]
HeudepeHIiifoBaHOro
(MacoBOro) MapKeTUHTY

CTpaTCFlH Crpareris Crpareris
I (epeHIiHoBaHOro KOHIIEHTPOBaHOI' O IHIUBIAYaT130BaHOTO
MapKETUHTY MapKETUHTY MapKETUHTY

Puc. 8.6. Cmpame?ii oxonjieHHs puHKy nociyz

Crpareris HenudepeHIiioBaHoro (MacoBOr0) MapKETHUHTY. (ipma MOporoHye
€IMHUN TaKeT TOCIyr Ta pOo3po0ise €IWHUNA KOMIUIEKC MAapKETHHTY YChOMY
CHOKUBYOMY PUHKY. TOOTO BIIMIHHOCTI M1’ CIIO’KMBa4aMH ITHOPYIOTHCS.

Crparerii LIJTLOBOIO MApKETHUHTY: HALLJICHI HA NMEBHUUW CETMEHT UM CETMEHTU
CTIIO’KMBAYIB TaKl CTPATETIi B CBOO UePTy KIACHU(DIKYIOTHCS HACTYITHUM YHHOM:

- cTpareris nudepeHIiiioBaHOro MapKeTHHTY: pipmMa oOupae AeKiTbKa CETMEHTIB
1 JI7Is1 KOYKHOTO 13 HUX PO3pOOJIL€ OKPEMUN MAaKET MOCIYT 13 OKPEMHM KOMILJIEKCOM
MapKeTHHTYy. TOOTO BpaXOBYIOTHCS BIIMIHHOCTI M1’ CETMEHTAMHU.
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Tema 9. YIIPAB/IIHHA MAPKETHHI' OM B C@OEPI I1IOCIIYT

9.1. Cymmuicmv ma 3nauenHs YAPAGIIHHA MAPKEMUH208010 OisLIbHICMIO ) chepi
nocaye. [lpunyunu ynpaeninms.

9.2. Cxema ynpasninus mapkemuHa0600 OisibHicmio y cghepi nociye.

9.3. Maprxemuneosi docniodxcenus y cqpepi nocnye.

9.1. Cymnicmvs ma 3HaueHHA YNPAGIIHHA MAPKEMUH206010 OiAIbHICMIO Y
cehepi nocaye. Ilpunyunu ynpaeninns

[Tporec ympaBiiHHS MapKETHHIOBOIO ISUTHHICTIO MiJIMPHEMCTBA SIBJSIE COOOIO
IpoIeC aHali3y PUHKOBUX MOXIJIMBOCTEH, 100OOPY LITLOBUX PUHKIB, PO3POOICHHS
KOMIUIEKCY MapKETHHTY 1 TEpETBOPEHHS B KHUTTSI MapKETUHIOBHUX 3aXO[iB, a TAaKOX
KOHTPOJIb 332 XOJOM IX BIIPOBA/UKCHHSM. B KiacMuHOMY pO3yMiHHI YHpPaBIIiHHS
MapKETUHTOBOIO MISUTBHICTIO SIBJISIE COOOI0 BUKOHAHHS MIPbOX 63AEMONO06’A3AHUX
¢ynxuin (puc. 9.1):

- IUIaHYBaHHS MAapKETHUHIOBOI AISUIBHOCTI, B OCHOBI SIKOTO JIEKUThb CTPATEr1yHE
TUTaHyBaHHS,

- OpraHi3aIliio MapKETUHTOBO1 A1ISUIbHOCTI;

- KOHTPOJIb 32 BUKOHAHHSIM.

[ CrpareriuHe 1iaHyBaHHS ]

v

[ ITotoune IIJIaHYBAHHS MapKCTI/IHFOBOi I[iﬂ.]'IBHOCTi J

y

[ Opranizailiss MapKeTUHTOBOT AiSLTEHOCTI ]
[ KoHTposnb 3a BUKOHaHHAM J

Puc. 9.1. @ynkuyii ynpaeninnua mMapKkemuHzo6010 OisibHIiCHLI0 RIONPUEMCI BA

Cepen OCHOBHUX MPUHUURIE CY4YaCHOTO MApPKETUHIOBOTO YIPAaBIIHHSA MOKHA
BUJIUIMTH HACTYIIHI:

1) crpsIMOBaHICTh Ha IOCSITHEHHS JOBIOCTPOKOBOTO PE3yJIbTaTy;

2) 3aCTOCYBaHHS KOMIUIEKCHOTO TMIIXOAy NpHU PO3pOOJICHHI IMOCIyr, TOOTO
BpaxyBaHHS BHMMOI pPHUHKY, CIOXHBUMX TIOTpeOd Ta  MOXIJIHUBOCTEH
H1IPUEMCTBA,

3) po3poOIieHHsI Ta MPOMOHYBAHHSI CIIOXKKMBAaYaM HE MPOCTO MOCIYT, a BUPIIICHHS
iXHIX TIpo0IieM;
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4) 3a0e3neueHHs €HOCTI CTpATEril 1 TAKTUKH, IBUIKE pearyBaHHs Ta afarTarlis
10 3MIH;

5) 3a0e3neuyeHHs €IHOCTI MPUCTOCYBAHHS 10 PUHKY Ta BIUIMBY Ha PUHOK (Tam,
JIe 11€ MOKJIMBO).

VY npoueci ynpaeninnsa cepgichumu NpOIyKTaMH BapTO BHILIMTH TPH CKJIAIOBI
(puc. 9.2):

1) ympaBimiHHS IONUTOM Ha TOCIYTH (Oemanvhiute OYI0 pPO3SNAHYMO Y
nonepeoHiti memi);

2) yhpaBjIiHHS SIKICTIO ITOCIYT;

3) ympaBiiHHS CKapraMu CIIO)KHBAUiB.

YnpaBiiHHS AKICTIO
HOCTYT

YnpaBiniHHS HOMUTOM
Ha TOCIYTH

MapxketnHrose
yIpaBIiHHS
CEPBICHUMH

Y1paBiiHHS CKapraMu
CHOXHBAaYiB

Puc. 9.2. Cknaoogi mapkemuHz08020 ynpaseiinusa chpepu nociye

B ynpaeninni axicmio nocnyz BaximBo BUIUTUTH ABA OCHOBHI MOMEHTHU:
1) ynpaBiiHHS MaTepiaIbHUM CEPEIOBUIIICM HATaHHS MTOCITYTH:
- 30BHIIIHIN Ta BHYTPILIHIN 1HTEP €pH;
- HasIBHICTh 1HHOBAIITHUX OCHOBHUX (hOH/IIB;
- 30BHIIIHIA BUIJISAA MPAIiBHUKIB KOMIIaHIi, B MEpIIy 4Yepry KOHTAKTHOTO
nepCcoHay;
- KOHTUHTEHT KJIIEHTIB, 110 KOPUCTYIOThCS MOCIyramu hipMu TOIIO;
2) yIpaBIiHHS MPOLIECOM HaJIaHHS TOCTYTH.

9.2. (xema ynpageninna mapKkemuHzo800 OisibHicHIO y chepi nociyz
CxeMa ympaBIliHHS MAPKETHHTOBOIO JISITBHICTIO MIIMPUEMCTBA TI0/IaHa Ha PUC.

9.3.

Takum YMHOM, B OCHOBI YIPABIIHHS MapKETUHTOBOIO TISJIBHICTIO MiANPUEMCTBA
JICKUTh CUCTEMA ITiJIeH TMPUEMCTBA, B TOMY YHCIII CUCTEMa MAPKETUHTOBUX II1JICH.
Ha nepmomy erami 3a1iiCHIO€TbCA ananiz (pPUHKY, CIIOKMBYOT TOBEAIHKHU, TTOBEAIHKU
KOHKYPEHTIB, ICHYIOYOTO aCOPTUMEHTY MOCIIYT TOIIIO).
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) 3acanvbui yini MATPUEMCTBA:
3oeniuine .
cepedosuge: - OTpUMAaHHs Hpnﬁery,
- eKOHOMIKA; N - IOBEPHEHHS ‘KaHITaJIOBKJIaIIeHL, J
- MIOMITHKA; - OIIaTa MpalLi NepcoHay; N
- IPaBOBI1 - colliajbHa BIANOBIAAIBHICTD
O0OMEXKEHHS;
- coliaabHa
cepa Ta iH. Lini mapxemuney:
Buympiwne - 33]10BOJICHHS NIOTpPED;
cepedoeuwe : - JIOCATHEHHS IIepeBar HaJl KOHKYpEHTaMH,
- hinancoBumit - 3aBOIOBAHHS YaCTKU PUHKY,
CTa, - 3a0e31eUCHHs 3pOCTaHHs 30yTy <
- KaJpu, B
TOMY YHCII1
KOHTAKTHHUHU A 4 . Cucmemam
EPCOHAIL; Ananis: iHghopmayii
- MaTepiaibHe - pHHKQBoi CHUTYAIIil; ynpc?;leiHHﬂ
CepeIOBHIIE - IOBEIIHKU TIOKYIIIIS; «
HANAHHS - MOBEIIHKM KOHKYPEHTIB;
HOCITYTH Ta - HPOZYKIL TOIO
1H.

Inanysanns:
- PUHKOBO{ JisSTHHOCTI;
- pO3pOOJICHHS! HOBHX BHUJIIB TIOCTYT;
- BUXO/y Ha HOBI PMHKOBI CETMEHTHU
TOIIO

A\ 4

A

A 4

A 4
A

Op:zanizayia 311ACHEHHS 3allJTAHOBAHUX
MAapKETHUHIOBUX 3aXO/1B

A 4
A

Konmpons 3a X010M 3/11iICHEHHS
3aX0JIIB T4 BHECEHHSI HEOOX1THUX KOPEKTHB
y pasi notpedu

Puc. 9.3. Cxema ynpaseninna mapKemun206010 OiAIbHICHI0 RIONPUEMCM A

Ha ocHoBi anainizy mpuitMaroThCsl TIEBHI piuierHs, K1 TOKJINKaH1 3a0e3MeunTH
JOCATHEHHs OakaHux Ied. Ha ocHOBI 1ux pilieHb 301HCHIOIOTh MIAHYBAHHS
KOHKPETHHUX 3axojiB. HacTynmHuM eTamoM € opearizayia 3A11CHEHHS 3alllIaHOBAHUX
3aX0JlIB, JajJll — KOHmMpOb 3a iX 3IIACHEHHSIM Ta, Y pa3i HeOOX1IHOCTI — BHECEHHS
HEOOX1THUX KOpEeKTuB. [IpuyoMy Ha KOKHOMY €Tani MapKETHMHTOBOTO YIPABIIHHS
MOBUHHI BpPaxOBYBATUCh (DAKTOpHU BHYTPIIIHHOTO Ta 30BHIIIHBOIO CEPEJOBHINA, a
TAaKOX JISTH HajaroJpkeHa cucrema iHdopmanii Ta ynpasimiHHS. B KiHUIEBOMY
paxyHKy e(eKTHBHO OpTraHi30BaHE MAPKETUHTOBE YIIPABIIHHS MOBUHHO 3a0€3MEYUTH
JOCATHEHHS] MApKETUHTOBUX Ta OCHOBHHUX II1JIEH MIAPUEMCTBA.
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9.3. Mapxemunzogi oocnioxncenna y cgpepi nocnye
Mapkemunzoge 0ocnioxycenna — 1€ CUCTEMaTUYHE BU3HAYEHHS KOJa JIaHMX,
10 HeoOX1H1 y 3B’S3KYy 3 MapKETHHTOBOIO 3a/layelo, sika CTOITh mepes ¢ipMoro, ix
30ip, aHaji3 Ta 3BIT MPO oJaepkaHy iHGOpPMAII0, BUCHOBKHM Ta PEKOMEHIAITii.
CxemMaTHYHO CYTHICTh Ta ajJrOPUTM MapKETHHTOBOTO JOCIIKEHHS TOJaHO Ha PHC.
94.

= MapxkeTtosior (mignpuemennb, MeHeIKep)
<=
g g
R/ &
2 g \
Q_‘ E » .
o> o > ITocTanoBka 3aaadi
= g
- v
=
3 S . | Bu3HayeHHs KoOIa JaHUX, HEOOXIAHUX /IS BUPIICHHS
e = IaHoi 3amaul
= g
S
2 8
N A
5 B > 36ip ZaHmx
2 g
= B
=3
2 & —> v
S > Amnari3 3i0paHux JaHuX
3
s 3 v
E X
S < > 3BIT Ipo ofiepkKaHy iH(OopMaLlio
N
2~
o
2882 !
=53¢ : . .
2 % = > OpPMYyBaHHS BUCHOBKIB
=5 =
225
- 3
(5] - = .
S > > Po3po0iieHHST peKOMEH Talliit
¢ fE
S %2
.= Q o
2O 3 > " - .
S o > IMpuiiHATTS AKICHOr0 pileHHs
» 2 E

Puc. 9.4. Cymuicmv ma anzcopumm RnpoBeOeHHA MAPKEMUHZ08020
00CNi0IHCeHHA

Takum 4YMHO, MapKETUHIOB1 JTOCHIPKEHHSI MOYHA PO3TISIaTH 3 ABOX TOYOK
30py:
1. Sk CyKynmHICTh A1, HEOOXITHUX IJIsi HPUUHATTS SKICHOTO PillICHHS.
2. SIx 3B’S3HY JIaHKy MIDK MapKeToJoroM (miAnpueMieM, BUPOOHHUKOM,
MEHE/PKEPOM) Ta 30BHIIITHIM CEPEOBHUIIIEM.
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Hns  edextuBHOro (QyHKIioHyBaHHA (ipmi OakaHO MaTH MapPKETUHTOBY
iHpopMarliiftHy cucTtemMy, sika O CKiIajganacs i3 4OTUPhOX OCHOBHHX €JEeMEHTIB (puc.

9.5).

Cucrema BHYTPIIIHBOT 3BITHOCT1 ( Cucrema mOoTOYHOI 30BHIMTHBOL
iHopmarrii
\
N <
MapxkeTuHrona
iHpopManiiiHa cuctema
/
"4
P
Cucrema MapKeTUHTOBUX Cucrema anamizy
JOCIIKEHb MapKeTUHTOBO1 iH(opMarii
-

Puc. 9.5. Mapkemunzoea inghopmauyiiitna cucmema nionpuemcmaea

Cucmema eHympiwinboi 36imnocmi sBjsie 00010 KCEpOKoMii ab0 eJIeKTPOHHI1
BapiaHTU BHYTPIIIHBOI 3BITHOCTI camoro mianpueMctBa. Jl03Bosisie akyMyIlOBaTH Ta
aHai3yBaTu 1H(OpPMAIlIO MO0 BHYTPIIIHBOTO CEPEOBUINA IMiANMPUEMCTBA, HOTO
CUJILHUX Ta CJIA0KUX CTOPIH.

Cucmema nomounoi 308HiWHBOT IHoOpMmayii — CyKynHICTH 1HPOpMAIli PO
Mo/l Ha PHUHKY, KOH IOHKTYPY PHHKY, IPO MOXJIMBOCTI 1 3arpo3W 30BHILIHBOTO
CEpellOBHUIA, & TAKOXK YaCTKOBO MPO CHJIbHI Ta ClIa0Ki CTOPOHU BHYTPIITHHOTO
cepenopuiia. Taka iHdopMallis Moke OyTH 310paHa SIK 3a JOMOMOTOK KaOlHETHHX
(mepioauuHi BUIAHHS, CTATHCTUYHI 30IpHUKHU TOIIO), TaK 1 3a JOMOMOTOI0 MOJLOBUX
(onuTyBaHHS CIIOYKHUBAYIB TOIIO) JOCITIIKCHb.

Cucmema mapkemunzoeux 00c1iodriceHb — TOBUHHA OyTH HaJIaroJ>KeHa 3a1J1s
30MpaHHs 30BHINIHBOI, a TaKOX 1 BHYTPiHBOI iH(popMalii (CyKymHICTH
BUKOPUCTOBYBAaHUX Ha IMAMPUEMCTBI METOMIIB JOCHIKCHb, KOHKPETHHUX 3aXOJiB,
HasBHICTh KBaTi(PIKOBAaHMX CIELIAIICTIB, B TOMY YHCI1 BIAJUTY, IO 3aiiMa€eThCs
MapKETUHTOBUMHU JOCHIKCHHSIMUA, a00 HalIaroKeHl 3B’SI3KM 13 MapKETUHTOBUMHU
NOCEPETHUKAMU TOLIO).

Cucmema ananizy mapkemunz060i iHgopmauii — CyKymHICTH 3ac00iB 1
METO/I1B aHai3y 310paHoi iH(dopmarlii Ta po3poOJeHHs Ha I[iif OCHOBI MPOTO3UITIH.

Mapremuneosa ingopmayis Mmoxe OyTH nepsunHoro (310paHa BHEpIIE came
3] JTIOCATHEHHSI IIJIeH JaHOTO JOCHIIKEHHS) Ta émopurHoto (310paHa paHilie 3
1HIIIOI0 METOIO0 Ta OMyOJIIKOBaHA, aje MOKE€ BUKOPUCTOBYBATHUCH 3aJI JOCATHEHHS
IIJIeH JAHOTO JOCTIHKCHHS).

Memoou mapkemunzoeux 00Cai0iceHb
3a_akicnolo ma KinbKichoro 03nakor (B 3aJ€KHOCTI BiJl METH JOCTIIKCHHS)
METOJIM MapKETHHIOBHMX JOCIIKEHb MOUISIOTHCS Ha AKICHI Ta KuTbKicHI (puc. 9.6).
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[ MapKeTHHTOB1 TOCIIKEHHS J

N

SxicHi MeTon KinbkicHi MmeToau
"Yomy?" "Ckinoku?"
"Ax?" "Axa cmpykxmypa?"

Y

I'mubunHE 1HTEPB 10

Y

dokyc-Tpynu

A 4

[Ipoekmiitai MeTo U

A 4

AHai3 IpOTOKOTY

Puc. 9.6. Memoou mapkemunzogux 00cnioHceHs 3a AKICHOIO ma KilbKICHOIO
O3HaAKamu

1. Axicni memooOu. 103BOJIIOTh OTPUMATH BIATOBIIL HA 3amuTaHHg ' Yomy?"
ta "Ax?". Meta — BU3HaYUTH MOTHUBH TTOBEIHKHU CIIOKMBAYiB (YCBIJOMIICH] Ta HaBITh
niacBioMi). SAKiCHI MeTOU KIACU(DIKYIOTHCS HACTYITHUM YUHOM:

- 2nubunne inmepe’ro. mae Ghopmy Oecigu, He mepeadadae Bij 1HTEPB rOepa
KOHKPETHUX TPSIMHUX MUTaHb. 3aBIaHHS IHTEPB 0epa — MIAMITOBXHYTH PECIIOHICHTA
10 6ecinu, cTBOpUTH aTtMocdepy MoBipu. TpUBaAJICTh TAKOTO 1HTEPB IO MIBTOPH — JIBI
roguHd. Po3MoBa 3amucyeThcsi, Oa)kaHO Ha BIJEO, 33l IMOJAJIBIIOTO il aHATI3y
cremiagicTaMu (IICUX0JI0TaMH);

- hoKyc-epynu. TIPOBOIUTHCS TaK CaMoO, SK TIMOWHHE IHTEPB’I0, aje He 3
OJTHUM, a 3 JIeKinbKkoMa (K mpaBmiio, 10 20 0ci0) pecroHaeHTaMu, Ki He MPaIfol0Th
y cdepl I0CTHIHKYBaHOI MOCIYTH, HE € CHelliadicTaMUd 13 MapKeTUHTY, HE 3Hailomi
MDK c00010, BTIM CPOKYCOBaHI Ha JOCIIKYBaH1i Tpodiem,

- npoekuiitni memoou. mozaecpatop (TOH, XTO MPOBOAMTH TOCIIIIKECHHS)
CTaBHUTh PECIIOHICHTY BIIKPUTI MUTaHHS a00 MUTaHHS MO0 iHIIOI ocoou ("A sk Ou
Bu 3po0uinum, skuio...."). PecCnoHeHT NpoeKkTye TaKMM YMHOM CHUTYallilo Ha cebe Ta
BUCIIOBJIIOE MOKJIUBI JIii B TOMY 200 1HIIIOMY BUMA/IKY;

- aHai3 NPOMOKOJIY. PECTIOHJICHT OMUCYE BCl (PAKTOPH Ta apTyMEHTH, SIKUMU
BIH KEPYETHhCS Yy TIM YW 1HIINKM CUTyaIlil MpU TPUUHATTI TOTO YM 1HIIOTO PIIMICHHS.
3anucy aHAMI3YIOTHCS CHELIaiCTAMH Ta Ha 11 OCHOBI BHM3HAYalOThCS MOTHUBHU
npuaAOaHHS MOCTYTH.

2. Kinvkicni memoou. NO3BOJSIIOTH OTPHMATH BIJIOBIIb Ha 3alMTaHHS
"Ckinpku?" Ta "Ska crpykTtypa?”’. Mera — KUIBKICHHM BHUMIp JOCTIIKYBaHHX
00’€KTIB Ta MPOIIECIB 3a JOMIOMOTOI0 CTATUCTUYHOTO OTpaIfoBaHHs iHhopMarIii.
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3a cnocooom ma 0xycepeaomM  OMPUMAHHA  IHdopmauii  MeTOIU
MapKETHHTOBUX JOCIIKEHb MOIIISIOTHCS Ha KabiHeTHI Ta 1mosboBi (puc. 9.7).

[ MapKeTHHTOB1 TOCIIKSHHS ]

[ ITosb0BI1 JOCITiHKEHHS KabineTHi qociimpkeHHs ]
» ) f . .
" CrocTepeKeHHs Tpanuuiinui anani3

(. ) (.
g A e
OnuryBaHHs > KoHTreHT-ananis
. J/ .
! ™
Excnepument Kopemnsmiitno-perpeciiiuuii
L :
) L aHasi3
g ("
> Case-study
.
g
MonentoBaHHs
AN

—P[ Merto aHaorii

Puc. 9.7. Memoou mapkemunzosux 00C1i0HceHb 3a CROCOOOM ma 0xcepeiom
OMpUMaHHs iHgopmauii

1. Ilonvosi oocnioxncennsa. nependavaroTh 310paHHs MEPBUHHOI 1HGOpPMAIII].
Cepenl HAWMOMIMPEHIMIMX METOMIB IOJBOBUX JOCHIDKCHh MOXKHA BHIUIUTH
HACTYITHI:

- cnocmepedxcenna. 301p 1Hbopmaiii mpo 0O0’€KT JOCHIKEHHS 6e3
3MIACHEHHS BIUIMBY Ha HBOrO Ta 03 TMPHUBEPHEHHS YBarl Yy4YacCHUKIB.
CrocTepekeHHs, B CBOIO Uepry, NOJIUIAE€ThCS Ha TaKi BUJIN:

a) moiboBe (BiMOyBaeTbCs Yy pealibHIM OOCTaHOBI) Ta JlabopaTOpHE
(Bi1OYBa€ThCS y MITYYHO CTBOPEHIH OOCTAHOBII);

0) BiakpuTe (KOJM PECHOHICHTH 3HAIOTh, IO 3a HUMHU CIIOCTEPIralTh) Ta
MIPUXOBaHE,

B) CTpyKTypoBaHe (i crocTepiraya CTaHAapTH30BaHi) Ta HECTPYKTYpPOBaHE
(Hemae 9iTKOI cTaHaAPTHU3AIIT Iiii criocTepiraya);

) BKIIIOUeHE (KOJIHM JOCTIHUK CTAa€ yYaCHUKOM JIOCITIKYBAHOTO MPOIIECy) Ta
HEBKJIIOUCHUM (JOCTIHHMK CIIOCTEpirae 300Ky);
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- onumyeanns. MeToj 300py iHdopMalii Npo JOCTIIKYBaHUN 00'€KT Mmij Yac
Oe3mocepennboro (iHTEpB'I0) ab0 ormocepeaKoBaHOrO (aHKETYBAHHS) CIIUIKYBaHHS
coriosora 3 pecnoneHToM. ONUTYBaHHS, B CBOIO Yepry, MOAUISETHCS HA TaKi BUIU:

a) yCHE OIMTYBAaHHS;

0) MMCHbMOBE ONUTYBAHHS;

B) aHKETyBaHHS,

') IHTEPB10;

J1) MacOBI1 OITUTYBaHHSI;

) €KCIIEPTHI ONUTYBAHHS;

- eKcnepumenm’ METOJl BU3HAUYCHHS NPUYUHHO-HACITIIKOBUX 3B’SI3KIB MIXK
JOCITIKYBAaHUMHU TIporiecaM  (HampWKJIaa, SK BIUIMHE 3MiHA I[IHM Ha OOCSTH
npojaxy mnociyru). Ilpu 1poMy poOUTHCS TOPIBHSHHS JABOX TPYI: JOCIITHOI,
XapaKTEPUCTUKH SIKOT 3MIHEH1, Ta KOHTPOJbHOI, XapaKTEPUCTUKHU SKOI 3aJIMIIAIOTHCS
HE 3MIHCHUMH.

2. Kabinemni odocnioxncenns. nependoavaloTh aHaji3 BTOPUHHOI iH(opMaIiii.
Cepenl HaWMOIIMPEHIIUX METOAIB KaOIHETHUX JOCHIIKEHb MOXHA BHIUIUTH
HACTYTIHI:

- mpaouyiiiHuil aHai3z. CTaHIapTHUIN aHaJll3 IOKYMEHTIB;

- KOHmMeHm-aHani3. Tependadyae TMEpeTBOPEHHS SKICHOI i1H(opMalii B
KUIBKICHI TIOKa3HMKU. MOXe 3aCTOCOBYBAaTHCh B TOMY YHCII JJIA ONPALFOBAaHHS
iH(popmarrii, 310paHoi miJ dYac TMOJBOBUX JAOCHIIKEHb, HANpUKIAaA i Yac
aHKETYyBaHHS,

- KopenauiiiHo-pezpecilHuil ananiz. Jac MOXXIHMBICTb BU3HAUUTH 3B'S30K Ta
HIUTBHICTD 3B 513Ky MIXK pe3yJIbTAaTHBHOIO 03HAKOIO (HAIpPHUKIIaA, 00CIroM peaiarii)
Ta 3MIHHAMH BeJIMUMHAMU (HAIIPUKJIA, I[[iHa, BUTPATH HA PEKJIaMy TOIIIO);

- Case-study (immi na3Bu: Case method, keiic-mMeTon, MeTOJ KOHKPETHBIX
CUTYyalllid, METOJ] CUTYAI[AOHHOTO aHaJli3a). METOJ MaPKETHHIOBOTO TOCIIIKCHH,
o nepeadavae JeTalbHE JTOCTIIKEHHS KOHKPETHOI CUTYyallii, CyTHOCTI MpoOyieM Ta
Ha Il OCHOBI TMPOMOHYBAaHHS MOJIMBUX PIIIEHb Ta OOpaHHS HAWKpaIIUX 3 HUX.
Brnepiie et meton O6yB BrpoBamkeHuit y I'apBapacekiit 6i3Hec-mkomni y 1924 poi
SK METOJi HaBYaHHS AacCMIpaHTIB HA OCHOBI iX CIUJIKYBaHHS 13 MPOBIAHUMHU
013HeCMEeHaMHU Ta JACTAJIbHUX 3BITIB II0JI0 KOHKPETHUX O13HEC-CUTYBAIliif;

- MOO€eN106AHHA. METO TOCIII)KEHHS MPOLIECIB 1 SIBUL, SKUH IPYHTY€EThCS Ha
3aMiHI KOHKPETHOTO 00’€KTa JOCIIKCHb (OpUTiHATY) 1HIIUM, TMOJIOHUM IO HBOTO
(Monemo);

- Memo0 aHano2iil. 3aCTOCOBYETHCS JIJII BCTAHOBJICHHS  BIJHOIICHHS
CKBIBAJICHTHOCTI  (BIAMOBIAHOCTI, CXOXOCTI) MK JBOMa CHCTEMaMH, IO
PO3TIISAAAIOTHCS, 32 IEIKUMH O3HAKAMHU.

3a _uacmomorw _300py _inpopmauii MeTOaM MAPKETUHTOBUX JTOCTIIKEHB
HOJIUISIOTHCS Ha OJTHOPA30BI, aHENIbHI Ta MOHITOPUHT (puc. 9.8).

1. Oonopazoei docnidscenna. 3MIACHIOETHCS B Mipy BUHMKHEHHS OTpEOH y
310paHH1 IEBHO1 1H(OpMaIIii.

2. Ilanensni 0ocnioxycenna: ieploquyHuil 301p JaHUX y OAHIET 1 TI€T %K Tpynu
PECTIOHCHTIB, III0 MA€ Ha3BY MaHENb.
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http://uk.wikipedia.org/wiki/%D0%A1%D0%B8%D1%81%D1%82%D0%B5%D0%BC%D0%B0

3. Monimopunz. KOMIUIGKC HAYKOBUX, TEXHIYHHMX, TEXHOJIOTIYHHUX,
OpraHizaliiiHuX Ta IHIIMX 3aco0iB, sKI 3a0e3Mevyl0Th CHUCTEMATHYHUH KOHTPOJIb
(cTexeHHsI) 3a CTAaHOM Ta TEHACHILISIMU PO3BUTKY JOCIIKYBAHUX SIBUI] 1 MPOILIECIB.
[lepenbavae cuctematuuHuii 30ip JaHUX, IO XapaKTEpU3YIOTh MEBHHM MpoIEC, 3
METOIO BUSIBJICHHS TEHICHIIIN HOTO PO3BUTKY.

[ MapKeTHHTOB1 TOCITIKSHHS ]

[ OnHOpa3oBi AOCTIHKEHHS [TanensHI DOCTIHKEHHS J

\ 4

[ MoHITOpUHT ]

Puc. 9.8. Memoou mapxemunzoeux 00CnioxyceHb 3a UACHOMOI0 300Dy
iHhopmauii

Metoau  MapKeTHMHTOBHX  JOCHIJKCHb, HAUOLIbWl __ aKMYaibHi 013
nionpuemcme cghepu nocaye nonadi Ha puc. 9.9.

[ KonTponbHe 00ciayroByBaHHs ]

A

[ [TopiBHsUIBHUI OrTIs1 A [ OnuryBaHHS NEpCOHANY ]

[ MapKeTHHTOB1 JOCIIIKEHHS ]

[ I"apsiue iHTEpB’10 JlociikeHHsT BTpauyeHUX
KITIEHTIB
[ AHaii3 ckapr KIi€HTiB ] HocaigxenHs MailoyTHixX
OYiKyBaHb

Puc. 9.9. Memoou mapxemunzosux 00cnioxicenvb, HAUOINbUL AKMYATbHI 017
nionpuemcme cgpepu nociye

1. Hopisnuanvnuil 02140 3M01IMCHIOETHCS TTOPIBHAHHS PiBHS mociayr ¢ipMu 13
pIBHEM MOCAYr 1ii KOHKYPEHTIB 3aJylsi BHUABJICHHS ICHYIOUHMX MpoOJjeM Ta
MPIOPUTETHUX MIJISXIB TBUMIECHHS SKOCTI TTOCITYT.

2. Koumponvne o6cny2o8yéannsa. KOHTPOJIb 32 POOOTOH OOCIYrOBYHOYOTO
nepconany. Moxe 3M1iCHIOBATUCH Y Popmi criocTepekeHHsl. MeTa — BUSIBUTH CHUITBHI

66
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1 ciabki CTOpOHM OOCIYrOBYBaHHS, MPUMHATH PIIMIEHHS 1100 HEOOX1IHOCTI
HaBYAaHHS, TPEHIHTIB, MIABUIICHHA KBamidikamii mnepcoHaly, IIOAO 3aXOAiB 13
MOTHBAITI].

3. Onumyeannsa nepconay. Tak caMo, K 1 MONEpenHIi MeToa, nependayae
BUSIBJICHHSI CUJIBHUX Ta CJIA0KUX CTOPIH 00CIYyrOBYBaHHS 3 TOUKH 30py KOHTAKTHOTO
MepcoHay, a TAKOX JOCTIDKEHHS BHYTPIIITHBOTO KJIIMaTy B KOJIEKTHBI.

4. TIapsaue inmepe’to. 1HTEPB’IO0 13 KIIEHTOM OJpa3y IIICIS OTPUMaHHS
MOCJIYTH, TTIOKA BPKCHHS Ta eMOIIIT KJIIEHTA IIIe CBIXKI.

5. Ananiz ckape Knienmie. nae 3MOTy BUSBUTH HANOUIBIN TUIIOBI HEMOJIKU B
TSUTBHOCTI (IpMHU, a TaKOXX BXKUTH 3aXOJIM fAK IIOAO iX YCYHEHHS, TaK 1 OO
MOBEPHEHHS BTPAYEHUX KIIIE€HTIB.

6. docniorscenna empaueHux Kii€Hmis. 3MIHACHIOETHCS 3 METOI0 BUSBIICHHS
MIPUYUH BTPATH KITIEHTIB.

7. Hocnioscenna maindymuix o4ikyeaus. 311MCHIOETHCSI 3 METOIO BpaxXyBaHHS
OYIKYBaHb KJIIEHTIB IIPU KOPEKIIT ICHYIOUMX Ta PO3POOJIICHHI HOBUX MOCIIYT.

OnHuM 13 BaXJIMBUX MOMEHTIB JOCTIIPKEHHSI Ta MAapKETUHTOBOTO YIPABIIHHS
HIAOPUEMCTB chepu TOCIYT € YIpaBIiHHS KIIOYOBUMH KOHTAaKTaMH, I dac
JOCITIJIKEHHS IKMX MOKYTh BUKOPUCTOBYBATHUCh HAaBE/ICH1 BUIIIE METOH.

Ynpaeninna knrovwoeumu konmaxkmamu

[lin Kkawoyoeumu Konwmaxmamu po3yMIIOTh HAMOUIbII BaXXJIMBI MOMEHTH B
1CTOpIi B3a€MO/IIT CIIOKMBAYiB Ta MIANPUEMCTBA.

Memoro 1OCHIJDKEHHS KIIOYOBHX KOHTAKTIB € BHUSIBIICHHS YMHHUKIB, IIIO
MPU3BOAATE JIO 3aJI0BOJICHHS YW HE3a/J0BOJICHHS KIIIEHTA MiJ Yac KIIFOYOBHUX
KOHTAKTIB.

JDicepeno ingpopmauyii — crioxuBadi Ta CIBPOOITHUKHU I AMPUEMCTBA.

Haiinowupeniwuuit memoo ompumanna ingpopmauii — tnpsima Oeciga 13
CIO’KMBayaMHU Ta CHiBPOOITHUKAMU, Tapsue IHTEPB’1O.

VY pesyabTari MOCHIIKEHHS CKJIAJAEThCA Kapma Ka0406UX KOHMAKmMie Ta
BUIUISIOTHCS HAMBAXXJIMBIII YWHHHMKH, 110 BIUIMBAIOTH HA 3aJ0BOJIEHICTH 4YH
HE3aJ0BOJICHICTh CITO)KUBAYIB.

YQunnuku énaugy Ha 3a00680J1€HICHb YU HE3A0080J1€HICIb CROMCUEAUA, 1110
JOCIIJIKYIOTBCSI, MOXYTh OYTH pPI3HOMaHITHUMH, BTIM MPAKTUYHO JUII YCiX
HiANPUEMCTB CepH MOCITYT HalBaKMBIUMHE € HacTymHi (puc. 9.10):

[ BigmnosiganbHICT ] [ Teprumicth ]

[ YuHHUKHN BIUIMBY Ha Sa)IOBOJ'IeHiCTI) CIIOKHMBayda ]

[ ['HyuKicTh ] [ besnocepenHicTh ]

Puc. 9.10. Ocnosni uunnuku éniugy Ha pieeHb 3a008071€HOCHIL CROMCUBAYA

chepu nocayz nio yac Ki0408UX KOHMAKMIE
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VY tabnuii 9.1 HaBeneH1 BipHI Ta HEBIPHI /i1 KOHTAKTHOI'O MIEPCOHAITY Y pO3pi3i

IIoJaHuX BHIIC OCHOBHUX YUHHUKIB

Tabnuys 9.1

J[ii KOHTAKTHOI0 MEPCOHAJY il YAC KJIIOY0BUX KOHTAKTIB i3 KJII€HTAMU
y PO3pi3i 0CHOBHMX YHHHHUKIB BILUIMBY HA PiBeHb 3210BOJICHOCTI KJIi€HTA

OCHOBHUY YMHHHK — 8i0n06ioanibHicms (PeaKiliss KOHTAKTHOTO TIEpCOHaTy Ha 3001 B cucTeMi
HaJIaHHS TIOCIIYTH )

Bipni mii Hesipni mii
1. BusHanHS npoOJIeMH. 1. IrHOpyBaHHS KIli€HTA.
2. TlosicHEHHS TPUYHHH. 2. 3BUHYBaYCHHS KJII€HTA.
3. Bubauenwns. 3. TpumymryBanus KJIi€EHTa CaMOCTIHHO
4. KowmrieHcailis, 00CITyroByBaHHsI Ha 3aXMIIATH CBOI IIpaBa.
MaKCHUMaJIbHO MOXKIUBOMY PiBHI. 4. OOciyroByBaHHsS Ha MiHIMaJIbHOMY PiBHI.
5. Po3’sCHEHHSI MOXKJIMBUX BapiaHTIB Jil. 5. [iaru Tak, HIOM HIYOr0O HE CTaIOCH.
6. IlpuHHATTS BiqNOBIJAIBLHOCTI.
OcHOBHHIA YMHHUK — mepnumicms (peakilis Ha "BaXKUX" KIIIE€HTIB)
1. BucnyxoByBaHHS KIIi€HTA. 1. HemoBara 1m0  KIi€HTa,  HEBBIWINBE
2. Hanauus nosicHEeHb y BBIUWIUBIN opMi. CTaBJICHHS, BUIIMCK HETATUBHUX €MOILIIH.
3. Cnpoba 3HaiTH KOMIPOMIC. 2. CopuiHSTTS HE3aJ0BOJICHOCTI KIIIE€HTA SIK
ocobucToi oOpasmu.
3. Jl03Bim HE3a/JI0BOJICHHIO KIIIE€HTY BIUIMBATH
Ha 1HIIKX KJTI€HTIB.
OCHOBHMI YHHHUK — eHyuKicmb (peakiis Ha OakaHHS KITI€HTIB)
1. Busnanus cepiiosHocti OaxanHs ab6o | 1. IrHopyBaHHs Oa)kaHb Ta BUMOT.
BUMOTH. 2. Hamamgus  oOimgHOK, 1m0  IOTIM  HE
2. BwusHaHHS npaB KIIEHTIB. BUKOHYIOTHCS.
3. Tlepenbadenns O6axxaHb KIIEHTIB. 3. JemoHcTpalis BiACYTHOCTI Oa)kaHHSI HaBITh
4. YV Bumaaky mnorpedbu — cmpoba 3HaHTH crpoOyBaTu 3a70BOJILHUTH BUMOTY.
KOMITPOMIC. 4. 3annyTyBaHHS KJIIEHTA, YCKJIaTHEHHS
5. ¥V Bumagky mnotpedM — po3’sSCHEHHA CIpaBy.
MpaBUIL. 5. HecwminumBe cTaBiieHHS 10 KIIICHTA.
6. YV Bumagky mnoTpeOu — TOpUAHATTA | 6. YHUKHEHHS BiANOBIAaIbHOCTI.
BIMOB1AAJIBLHOCTI.
OCHOBHMI YHHHUK — Oe3nocepednicms (CIOHTaHHI CJI0Ba Ta il MepcoHany)
1. 3BepHEHHA 10 KJII€HTA MO 1IMEHI. 1. IrHopyBaHHS.
2. Temne cTaBieHHS 10 KJII€HTa 2. HerepnumicTs.
3. BucnyxoByBaHHS KIi€HTA. 3. O6mas.
4. Tlepenbauenns OaxaHb. 4. BusBieHHS HENOBAry.
5. Iakonu — 6€30c000BE 3BEPEHHS.

[Tim gyac KIFOYOBHX KOHTAKTIB HAa PiBEHb 3aJ0BOJICHOCTI KIIE€HTIB BIUIMBAIOTH
BCl [/ €JEMEHTIB MapKemuHz-mikcy, ajlé HaWBAXIUBIIIMKA BIUIMB YWUHATH TPHU
JIOJIATKOB1 €JIEMEHTH, TpUTaMaHH1 cepi MOCIYT:

1) nr00u. KOHTAKTHUHN MEPCOHAJ, 1HIN KIIIE€HTH, iHIII JIFOIU, 0 3HAXOIATHCS
MOpy4, CaM KJII€HT;
2) nmpoyec. etamy Tpolecy, OalaHC CTaHAAPTIB Ta IHIUBIAYaIbHOTO MiIXO.IY,
OaJlaHC TEXHOJIOTTYHOCTI 1 JTIOASIHOCTI;
3) mamepianvre cepedosuuye. THTEP € Ta EKCTEP’ €P MPUMILIEHb TOIIIO.
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Cymnicmbs ma 3HAYEHHA MAPKEMUHZY  B3AEMOGIOHOCUH 8 Op2aHizauii
ehekmuenoi Odianvnocmi nionpucmcme cgepu nociaye. Dopmysanns
JI0OANIbHUX CMOCYHKIG 3i CnoJcugayem nocjiye

V' wupoxomy pozyminni mapxkemune e63aemosionocun (anri. relationship
marketing, RM) — me mnpakrhka MOOyIOBH JOBrOCTPOKOBHX B3a€MOBHIIIHHX
BIIHOCHH 3 KJIIFOYOBHUMH TapTHEPAMH, B3aEMOJIIOYMMH Ha PHHKY. CHOKHBAYaMH,
MOCTa4YaIbHUKaMH,  JUCTPUO'IOTOpaMH B IUIAX  BCTAHOBJIICHHS  TPUBAIHUX
NPUBLICHOBAHUX BiTHOCHH.

MapkeTHHT CTOCYHKIB BIiepIiie BUHHUKAE 6 Kinyi [0-x — na nouamxy 80-x pokie XX
cmonimms Ha TPOTUBAry KIACUYHOI KOHIEMNIi MapKETUHTY, siKa po3risjaia
CTIOKUBAYIB SIK "O€3MMKUI" HATOBI, MOJIICHUNA HAa CETMEHTH. Teopilo MapKeTUHTY
CTOCYHKIB 3alpolOHyBajda MiKHapoAHa Tpyma BuyeHux 3 €Bpornu (Dpanuis,
Himeuunna, IllBemwis, BenukoOputanis, Itamis): IMP Industrial Marketing and
Purchasing.

MapkeTHHT B3a€MOBIIHOCUH TIOJIUISIETHCS HA TaKl 6UOU:

- enobanvrui mapkemune ezaemosionocurn (RM-Global, RM-G): nependauae
CTBOPEHHSI JIOBFTOCTPOKOBUX, HAIMHUX Ta BUT1IHUX JUIsI BCIX CTOPIH B3a€EMOBIIHOCHH
3 KJIFOYOBMMH PUHKOBHMHM TapTHEPAMH KOMITaHi1 (CHOXKMBavYaMH, TOCTadyaIbHUKAMH,
JTUCTPHO'FOTOpaMHU, IHBECTOPAMH TOIIO);

- mapkemunz e63aemosionocun 3 pooimuukamu (RM-Employee, RM-E):
nependayae CTBOPEHHsI JOBTOCTPOKOBHMX, HAJIWHUX, B3a€MOBUTIIHMX Ta I[IHHUX
BIJIHOCHH 3 yciMa poOITHUKaMH QipmH;

- mapkemunz e3aemosionocun 3 kiaienmamu (RM-Concumer, RM-C):
nepeadavyae CTBOPEHHS JOBIOCTPOKOBHX, HAQIIMHUX, B3a€EMOBHUTIIHHX Ta IIIHHUX
BIJIHOCHUH 3 KJIIEHTAMH KOMIIaHI]i.

Came upomy Buny RM, gk Ttakomy, sikuii € Bpail akTyajdbHUM JUIsl TIATIPUEMCTB
cdepu mocayr, IPUCBITUMO OLTbIIE YBary.

OcHoBHoto MeTor0 RM-C € cTBOpeHHS €(peKTHBHOI MapKETHHTOBOI CHUCTEMHU
B32€MO/II1, TOOTO MepeBeIEHH KOMYHIKAIIIX 31 CIIO)KMBAaYeM Ha PiBEHb OCOOMCTICHUX
B3aeMUH. CTOCOBHO c(pepH MOCTYr BUIIISIOTH TaKOX 0BOCHIOPOHHIN MAPKEMUHZ,
TOJIOBHA 1]Iesl SIKOTO TOJISITa€ B TOMY, 1[0 SIKICTh MOCIYTH 0araTo B 4OMY 3aJICXKHUTh
B1JT SIKOCTI B3a€MO/I1i TTOKYIIIIS 3 TIPOJIaBIEM.

Ocnoeni yini RM-C:.

- JIOCSITHEHHSI MaKCHMAaJIbHOTO 3aJ0BOJICHHS CITO)KMBA4iB HAa OCHOBI IIUPOTO

Oa)kaHHS JOTOJUTH KIIIEHTY 3 METOIO MOJAIBIIOT B3aEMOBUTIIHOT CITIBIpAILli,

- CTBOPCHHsI CHPaBXHHOI IMIHHOCTI MJIsi KIIE€HTA, 3alpOINOHOBAHOI HoOMy B

KOM(OPTHUX 11 HHOTO YMOBAX;

- 30€epeKeHHs MOCTIMHUX JIOSUTBHUX KITIEHTIB.

Ha puc. 9.11 300paxeHe koio B3aemojii crnoxuBada Ta (ipMU-BUPOOHHKA
MOCIIYT, 110 JISKUTh B OCHOBI ycmimuoro RM-C.
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YTpuMaHHA
cnomeava

36inblueHHs JNloanbHicTb
3a4,0BONEHOCTI KOHTaKTHOro

CnoXwuBaya nepcoHany

MoninweHHs
AKOCTi nocnyrm

Puc. 9.11. Kono e3aemo0ii cnosxicueaua ma 6upooHuUKa nocjiyz npu ychiwtHiil
nooyooei RM-C

Anzopumm opeanizayii RM-C y HaUOpoCTIIOMY BUIISIAI CKJIQJA€ThCs 13
YOTUPHOX MOCITIIOBHUX KPOKIB:

1) npuBaOJICHHS KJIi€EHTA 10 KYIIBJIi MOCIYTH;

2) 3aI0BOJICHHS KJII€HTA,;

3) yTpUMaHHS KITI€HTA;

4) pO3IIMPEHHS B3aEMO/IIT 13 KITIEHTOM.

RM-C nanae 3HauH1 nepegazu 1jisi BAPOOHUKA MTOCIYT, 30KpemMa:

- pO3LIMPEHHS KOJa MOCTIMHMX KJI€HTIB, 30UIBIICHHS 3aXMIIEHOCTI BIJ
KOHKYPEHTIB;

- OTPUMaHHS 3BOPOTHOI i1H(OpMaIi a1 TONATBIIMX MapPKETUHTOBUX
JOCITIKeHBb Oe31ocepeIHbO BiJl KIIIEHTIB;

- M’SIKIIE CTaBJICHHS JIOSUIBHUX KJIIE€HTIB JO HE3HAYHUX TOTPIITHOCTEN
BUPOOHMKA MOCIYT (BTIM 3JIOBKMBATH LIUM HEJIOITYCTUMO);

- PO3MOBCIO/KCHHS KIII€EHTAMU MO3UTHBHUX BIATYKIB Mpo (ipMy cepen CBOiX
3HAaMOMHX TOIIO.

Kmientn, 13 sxkumu Qipmi Bramocs mnodynyBatu edexktuBHuii RM-C,
BIJIHOCAITBCA /10 PAHTy J10AAbHUX Kaicumie. Uum Oinblia iX KUIbKICTh, TUM Kpalle.
OpnHak HEOOXITHO YCBIJOMITIOBATH, 1110 € KaTETOpii CIIOKMUBAYIB, 13 SIKUMH TIPAKTUIHO
HE MOJIMBO MOOYIYyBaTH JIOSUIbHI CTOCYHKHU:

1) sBHO mpoOJIeMHI KiieHTH (HEBPIBHOBa)KEHI, arpeCHBHO HAJAITOBAHi): TYT
3yCUJIIA Ha MOOYIOBY JIOSUTBHUX CTOCYHKIB Oy/lyTh HEAOLIBHUMH;
2) oM, 110 3a (GiHAHCOBUMH MOXKIIUBOCTSAMHU a00 CTHUJIEM JKUTTS HE MOXKYTh (He

XO04yTh) KyIyBaTH AaHy MOCIYTy a00 KyMyIOTb ii JIUIIE OHOPA30BO.
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Tema 10. CBITOBHH PHHOK IIOCJAYI. MIKHAPOJHA TOPIIBJIA
IHHOCIYTI'AMH

10.1. Cymmuicmo ma cmpykmypa c8imo8oco puHKy.
10.2. Csimosuii punox nocnye. Knacugixayis 3068Hiunix punkie nocuye.
10.3. Csimosuii punky nocnye.

10.1. Cymnuicms ma cmpykmypa ceimo6ozo puHKy nocayz

Ceéimoeuil punok — 1¢ CYKYITHICTh HAIIOHAILHUX PWHKIB, TIOETHAHUX MIX
co00I0 CBITOBUMH TOCIOAAPCHKUM 3B’SI3KaMU Ha IMIJCTaBI MIKHAPOAHOTO TOJLITY
mparii, crerianszaiii, KoornepyBaHHs, IHTerpallii BUPOOHHUIITBA Ta 30yTy TOBapiB i
HOCITYT.

3a zeocpaghiunum npunyunom CBITOBUM PUHOK MOXHA MOJUTMTH Ha JIEKiJIbKa
cerMeHTiB. puHOK €Bponu (CximHoi Ta 3aximgHoi), puHOK A3ii, punku IliBHIYHOI Ta
[ligennoi Amepuxu, AbcTtpami Ta HoBoi 3enanaii, kpaiH AdpukaHCHKOTO
KoHTUHEHTY. JlaHa «kmacudikamis mnepeadavae, 30KpeMa, BpaxyBaHHS TaKUX
BOKJIMBUX (DAKTOPIB MPU BUXO/(1 HA 30BHIIIHI PUHKHU, SIK OCOOJIUBOCTI reorpagpiyHoro
po3TallyBaHHs,  ICTOPUYHOTO  PO3BUTKY,  KYJIbTYpH,  pEJIrii,  Tpaauiiii
cBiTocnpuiHATTSA. [laHl (¢akTOopm MarOTh BEIMKE 3HAYEHHS HAa BCIX eTamnax
JOCI)KCHHST 30BHIIIHIX PUHKIB: B1Jl MPUUHSITTS PIllICHHS I[0JI0 BUXOJY HAa PUHOK 3
MEBHUM TOBapoM, BHOOpPY METOAIB 300py MepBUHHOI 1H(OpMaIlli, METO/iB
MPOCYBAaHHS Ta CTUMYJIOBaHHS 30yTy J0 NPUMHSATTS PIMIEHHS CTOCOBHO (HOpMH
MPUCYTHOCTI Ha PUHKY (BPaxoOBYIOUM OCOOJMBOCTI 1H(PACTPYKTYpH, TPAHCIOPTHI
BUTPATH Y BUIAJIKY €KCIIOPTY TOIIIO).

Kpim reorpagiyHoro migxony A0 Kiacu@ikaili 30BHIIIHIX PHUHKIB, ICHYE
TaKOX MIAXIJ, 10 BpaxoBye chepy MIDKHAPOIHOTO TOBAPHOTO OOMIHY Ta Taly3eBY
MPUHAIECKHICTh 00 €KTIB OOMIHY. CBITOBUW PHUHOK TOBapiB, IO MOJUISIETHCS Ha
PUHOK CHpPOBMHU Ta HamiBpaOpUKaTIiB 1 PUHOK TOTOBOI MPOMAYKIIi, Ta CBITOBHIA
PUHOK TTOCITYT.

['oBOpstYM PO CTPYKTYpPY CBITOBOTO PUHKY, BAPTO 3rajiaTU HOAIMEKOHOMIUHUL
acnexm (IeTalbHIIIE PO 1€ WIUTOCs B TeMi 8): kaTeropis "punok™ BU3HAYAETHCS SIK
yCl TOPU3OHTANIbHI 3B’S3KH, IO MOEAHYIOTh BHUPOOHHKIB 1 CHOXKMBA4IB y MPOIIECI
ToBapooOMiny. [Ipy bOMy BUAUISIOTE ABAa TUIIHM PUHKY. PHHOK MPOJABIIT Ta PHHOK
MOKYTIIIS.

3arajgoM pUHOK MOXHAa BHU3HAUUTH AK CYKYNHICTh ICHYIOUHMX 1 MOTEHUIHHUX
MOKYTILIB TOBapy.
3a yinamu 30ilicHenHA Kynigelb PUHKU TOIISIOTHCS Ha:

® CIIOXXMBYMUH PUHOK;
PUHOK BUPOOHUKIB;
PUHOK JIep>)KaBHUX YCTAHOB;
PUHOK MTOCEPETHUKIB;
PUHOK 00'€/THaHb TPOMAJISH.
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3a canyzeeorw  opcamizayicio nNPOMUCA060CMI  PUHKU  KIACU]PIKYIOThCSA
HACTYITHUM YHHOM:
® BCPTUKAJIbHI — MOro YTBOPIOIOTH MPEACTABHMKUA OJHIET ramys3i abo
00MEKEHO1 KUTBKOCTI B3a€MOTIOB SI3aHUX TalTy3eH;
® TOPHU3OHTaJbHI — HA HHOMY MPEACTABIICHI MOKYMIl, SKI HaJleXaTb 10
PI3HUX TalTy3eH.
3a moxcarueocmamu oOocmyny 10 TOBapiB (IMOCTYT), SKI MPOMOHYIOTHCS,
PUHKH MOXYTb OyTH:
® 3aKpUTUMHU — HA HUX BHYTPIIIHI YTOAU 3A1MCHIOIOTHCS 3a LIHAMH, SIKI
BCTAHOBJIEH] KOMIIAHIEIO;
® BIIKPUTUMH — HA HHUX 3/IHCHIOIOTBCA aKTHU KYHIBII-TIPOAaxXy, SKi
BIJIMOBIAAIOTh KOMEPIIIHHUM TPAJUIIISAM, IO CKIIATHUCH.
3a Kinvkicmio npooaeyie pUHKY NOIUISIOTHCS Ha:
® MOHOIIOJIbHI — MPEJICTABICHI OJHUM a00 JIEKIIbKOMa MPOJABIISIMH, SKi
HaB’s3yIOTh MOKYIIIISIM BJIACHI YSBIICHHS PO YMOBH YTOJI;
® OJIrOMNOJIbHI — YTBOPEHI MPOAABISIMU, KUIBKICTh SIKUX MPUMYIIYE iX
CHIBBIAHOCUTA TI MAapKETUHIOBI pIMIEHHS, SKI NPUAMAIOTHCS, 3
peaKili€r0 KOHKYPEHTIB;
® [IOJNINOJBHI — YTBOPEHI TAaKOK BEJIMKOI KUIBKICTIO NPOJABIIB, IO
MOBEJIHKAa KOXXKHOTO 3 HUX B CHCTEMI MapKETHHTY HE BIUIMBA€E Ha
JUHAMIKY TTOTTUTY 1 IPOTIO3UILi.

10.2. Ceéimoesuii punok nocayz. Knacugikayis 306nimnix punkie nociye

Punok mocnyr Mae psig BIAMIHHOCTEH y TMOPIBHAHHI 3 TOBAapHUM DPHHKOM.
30KkpeMa, HaJJaHHS MOCITYT XapaKTepU3YEThCS TAKUMU 0COOAUBOCHIAMU.

1) HEBHIMMICTb Ta HEBITYYTHICTh TIOCIIYTH,

2) TOCIYTH HE MiUIAratoTh 30epiraHHo;

3) croXMBaHHS MOCIYTH 3a 4YacOM 30iraeThes 3 i BAPOOHHIITBOM;

4) excnopT MOCIyrH nepeadavyae HaJaHHs 1i HEPE3UICHTY HaBITh 32 YMOBH HOTO
nepeOyBaHHs HA MUTHIN TepUTOPIi KpaiHu;

5) OuthmIMi 3aXUCT JEPXKABOIO BiJ 1HO3EMHOI KOHKYpPEHII y TOpiBHSHHI 3

TOBapoM,;

6) BIZACYTHICTH MUTHOTO KOHTPOJIIO Ta O()OPMIICHHS.

CyKymHICTh HAI[IOHAJILHUX PHUHKIB TIOCIYT SBJISIE COOOI0 CBITOBHM PHHOK
nociyr. Ceimoeuit  punok  nociye — 1ie¢  pO3rally’)keHa  CUCTEMa
BY3bKOCIICI[1aT130BaHUX PUHKIB, JIe IPEAMETOM KYIIBJIi-IIPOJIAXKY € MOCIIyTa.

Knacugixkayia 30eniwinix punkis nocuye:
® PHUHOK TOPTrOBEJIILHUX MOCIYr (BKJIIOYAIOYM TPAHCIIOPTHI, CTPaxoBi Ta I1HIII

BUJIU TIOCIIYT);
® PUHOK MOCIYT, MOB’S3aHUX 3 IHBECTHLIMHOIO MISJIBHICTIO Ta BUPOOHUYOIO

Koorepairiero (0aHKIBCBbKI TOCIYTH, Iepeiada TEXHOJIOTIH 1 T.11.);
® PHHOK 3MilIaHUX TOCHYr (MOCIyrd, BOJHOYAC TOB’S3aHiI 3 TOPTIBICIO Ta

1HBECTUINIHOIO MisUTBHICTIO: OY/IIBHUIITBO, 3B'SI30K TOIIIO);
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® PUHOK IOCIYT aBTOHOMHOTO XapakTtepy (0coOMCTICHI mochyrH, iHpopMaIliiHi
MOCJIYTH).

Ha niocmaei ananizy axkmopie eupodHuymea pUHOK TOCIYT MOXKHA
Kiacu(ikyBaTH HACTYMHUM YHHOM (JTaHa kjacugikailis 3ampormoHoBaHa CBITOBHM
OaHKOM):

e puHOK ¢aktopHux mnocuyr (factor services): moB's3aHuii 3 MiKHAPOJIHUM
pyxoM QakTopiB BHpPOOHHMITBa (KamiTaioM Ta poOOYOI0  CHIIOIO).
[TocTayanbHUKKM MOCHYT, IO JIIOTh Ha IbOMY PUHKY, OTPUMYIOTH Taki BHUJH
TIJIATEXK1B, SIK JIOXO/U BiJl IHBECTHUIIIM, POSUITI, JIIIICH31MHI TIaTexXl 1 T.J1.;

e puHOK He (akropHux mocayr (non-factor services): He mnoB's3aHuil 3
MDKHApOJHUM pyXoMm (akTopiB BUpoOHuUITBa. CIOQU BITHOCITH TYPUCTHYHI,
TPAHCIIOPTHI Ta 1HIII BUAM TOCIIYT.

Cexpemapiam COT niponioHye HACTYNHY KJIacH(piKallito pUHKIB MOCIIYT:

e (OI3HEC-TIOCIIYTH;

IIOCIIYTH 3B’SI3KY;

OyZI1BENbHI Ta THKEHEPHI MOCTYTH;

MOCIIYTU JUCTPUO FOTOPIB;

OCBITHI TIOCITYTH;

€KOJIOT14HI MOCIIYTH,

(b1HaHCOBI MOCIYTH (CTpaxyBaHHS Ta 0AHKIBCHKI);
MEIUYHI MOCTYTH;

MOCJIYTH B Traiy3i TypU3My;

pekpeartiiiti, KyJIbTypHI Ta CHOPTUBHI MOCIYTH,
TPAHCIIOPTHI MOCTYTH;

1HIII TTOCTTYTH.

[Ipu nocmimkeHH1 30BHINIHIX PUHKIB MOCIYT HEOOX1THO BU3HAUUTHCS HE JIUIIE 3
KpaiHoI0, B SIKI MANPUEMEID IJIAaHYE "eKCIOPTYBaTH" MOCTYTY, ajlie 1 3 TUM, JI0 SIKOTO
3 HaBEICHMX BHUIIE PUHKIB HAJICKUTH JaHA TOCIYTa, ajpyke KOKEH 3 HUX Ma€ CBOI
0COOJNMBOCTI, sIKI MOTpPiIOHO BpaxoByBaTH. KpiM TOro, BaXJIMBUM aCIEKTOM
JOCITIKEHHSI 30BHIMIHIX PUHKIB MOCIYT € JTOCTIKEHHS 3aKOHOJaBYUX OOMEXEHb
IOJI0 HAJaHHA TIOCTYT HEpEe3WACHTAMH. 3arajioMm, 0 TaKuX OOMEKeHb HalieXaTb
HACTYIIHI:

® KUIbKICHI 0OMEXKEHHsI Ha MEeBHI BUAM MOCIYT, 110 IMIIOPTYIOTHCS;

® BCTAHOBJIEHHS 000B’A3KOBHUX TapuQiB, CICIIAIBHUX MPABUJ B'I31y B KpaiHy
ab0 TmpaBWJ 3acHYBaHHS IMIANPUEMCTBA Ta 3aMPOBAKEHHS CHUCTEMH
JIIEH3yBaHHS 1SIbHOCTI 3 HaJIaHHSI TIOCIIYT.

Ocooausocmi ceimoeo2o puHKy nocjiyz

CBITOBUM PUHOK TMOCTYT — II€ CUCTeMa MIDXKHApOJHUX BIIHOCHH OOMIHY, siKa
(YHKII0HYE HA OCHOBI MI>KHAPOJHOIO MOJLTY Ipalli, OCHOBHUM TOBapHUM O00'€KTOM
B SIKIl BUCTYIAaIOTh PI3HOMAHITHI BUAM MOCHyr. CBITOBUH PHUHOK K €KOHOMIiYHA
KaTeropisi SBJsiE COOOK0 CHCTEMY B3a€EMOBIJHOCHH MK KpaiHaMH CBITY B PI3HUX
chepax CyCHUIBHOTO JKWTTS, SKI TPYHTYIOTbCS Ha MarepiaJbHOMY 1HTEpeci.
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['0JI0BHOIO 30BHIIIHBOK) O3HAKOIO 1CHYBaHHS CBITOBOTO PHHKY € MIJMCHAPOOHA
mopeiens, TOOTO cucTeMa BIIHOCHH 3 MPUBOAY OOMIHY TOBapamH, TEXHOJOTISIMH,
MOCIyTaMu MK KpaiHaMu.

Cepenl OCHOBHUX 0cC0O1M80CHIENl CBITOBOTO PUHKY MOCIYT BAapTO BUAUIUTU
HACTYIIHI:

— TIOCTiiHE 3pOCTaHHSA ACOPTUMEHTY MOCIIYT;

— CHCTeMHICTh (TOOTO CBITOBMI PHMHOK MOCIYI — II€ CKJajJHa OaraTorpaHHa
IIJTICHA CHCTEMa B3a€EMOIIOB’SI3AHMX €JIEMEHTIB, 3MIHM B OJHOMY €JIEMEHTI
IIPHU3BOJATH JI0 3MiH B IHIIUX €JIEMEHTaX Ta B CUCTEMI B IILJIOMY);

— HasABHICTh MOCTIWHUX KOJMBAaHb B TOMHUTI 1 MPOIO3WINI 1, SIK HACIIIOK,
Yy TIWBICTh O PUHKOBUX 3MiH;

— KOpOTIIMH B TOPIBHSHHI 3 TOBapHOIO c(eporo IUKJI BUPOOHHIITBA 1, SIK
HACJIIIOK, BUCOKA MIBUAKICTH 000OPOTY KamiTaly.

Ymoeu ¢pynkyionysanna cyaacHoro CBiTOBOro puHKY MOCIHYT:

- ctpiMkuiil po3sutok HTTI;

- PO3BUTOK MIXKHAPOAHOI TOPTiBJII TOBapamH, IO 30UIbIIYE YACTKy Ta

3HAYEHHS TOPTOBEIBHUX IMOCTYT;

- iHpopMaliitHui OyMm;

- 30UIBIIIEHHS KUTBKOCT1 (hipM-BUPOOHUKIB MOCIYT;

- MABUILEHHS YaCTKU OaHKIBCHKUX, CTPAXOBUX Ta MOCEPEAHUIIBKUX MOCIIYT;

- 30UIBIIICHHS POJII 1HKUHIPUHTOBUX IMOCIYT Ta MOCIYT JIIEH3YBaHHS (BTIM,

oOuJBa BHUAM TOCIYr BIAHOCATBHCS JO cepu MIKHAPOIHOTO HAYKOBO-

TEXHIYHOTO CITIBPOOITHUIITBA);

- 3Ha4YHa poJIb TPAHCHOPTHUX TMOCHYr Ta @paxty (BIAHOCATBCS [0

MDKHAPOIHHUX TPAHCIIOPTHUX BIIHOCHH).

Mixcnapoona mopeiena nociyzamu

Mixcnapoona mopeiena — 1e chepa MDKHAPOAHUX ESKOHOMIYHUX BIJIHOCHH,
cnerudiuna Gopma oOMIHY MpOAyKTamMH TMpaili (TOBapaMu Ta TMOCIyTaMH) MIiX
MPOJABISIMU Ta TOKYMISIMU 3 PI3HUX KpaiH CBITY. MDKHapOJHa TOPTIBIISA SIBJISIE
co00I0 CYKYIHICTh 30BHIIIHBOI TOPTiBJl BCIX KpaiH CBITY. 30BHIIIHS TOPTIBIs KpaiHU
CKJIAJIA€ThCS 31 CIUIAYEHOTO BUBO3Y (EKCIIOPTY) Ta CIlaueHoro BBo3y (iMmopty). B
ocHOBI MT jeXUTh MDKHAPOIHUM MO Mparli.

OCHOBHUMU HOKA3HUKAMU 306HIULHBbOT MOP2i6i €.

® 30BHIIIHBO-TOPTiBEIBLHUIN OOIT IepkKaBU — 1I€ CyMa €KCIOPTY 1 IMIOPTY
KpaiHu 3a MEeBHUI MPOMDKOK 4acy, BupaxeHa B goiapax CIIA;

® Callbli0 30BHINIHBO-TOPTIBETLHOTO OajaHCy — 1€ pPI3HHUI MiX
EKCIIOPTOM Ta IMIIOPTOM KpaiHW 3a MEBHUU MPOMDKOK Yacy, BUpPaXEHa B Jo0Jiapax
CIIA.

OCHOBHUM HOKA3HUKOM MINCHAPOOHOT mopzieni € cBITOBUI ToBapooOir. Ilixa
MM MOKa3HUKOM PO3YMIIOTh CyMY €KCIOPTY BCiX KpaiH CBITY 3a MEBHUN MPOMIKOK
yacy, Bupaxeny B nonapax CIIA.
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Tosapna cmpykmypa MT-

1) cupoBuHa (B TOMY 4YHCII CUIbCHKOIOCIONAPChKI Ta IMAJIMBHO-
CHEePTeTUYHI PEeCypCH);

2) TOTOBA MPOIYKIIis

3) MamwHM Ta 00 HaHHS; 4)

MOCJIYTH;

5) TexHOJOTII.

Sk 3a3Havanoch padiiie, OJHUM 3 00’ €KTIB MIXKHAPOHOI TOPTIBII € MOCIIyTa,
sKa, Ha BIAMIHY BiJl TOBapy, He HaOyBae ypeueBlIeHOI (POpMH, a BUTOTOBISETHCA 1
CIIO’)KUBAETHCSI B OCHOBHOMY OJHOMOMEHTHO 1 HE Mijjisrae 30epiranai. ToOTo i
MOCJIYTOI0 PO3YMIIOTH  BUJ MIANPUEMHUIIBKOI JiSUTBHOCTI, CHOPSIMOBAHWMA Ha
3aJI0BOJICHHS Oy Ib-SIKHX OTPEO CIOKMBAYiB.

OcHoBuuMm  ekcnoptepamu  mociayr € CIIA, ®panmis, Himeuunna,
BenukobOpuranis, SAnonis, [Tamis.
Ocoonugocmi MidcHapoOHOT mop2ieni NOCIy2amu:

1) ma BigMIHY BiJ TOBapiB, NOCIYTH BHPOOISIFOTHCS Ta CIIOKUBAIOTHCS
MPaKTUYHO OJHOYACHO, HaMyacTilie He MOXYTh 30epiraTucsi, TOMY OUIBIIICTb
noCJIyT 0a3yroThCsl Ha MPSIMUX KOHTPAKTAX MK CIIOKMBAaYaMH Ta BUPOOHUKAMH;

2) MDKHapOJIHA TOPTIBJISA MOCIyraMH 3HAXOIMTHCSA Y TICHOMY B3a€EMO3B’S3KY 13
TOPTiBJICI0 TOBapaMH,  OCOOJMBO BUCOKOTEXHOJOTIYHUMHU,  SIKI
noTpedyI0Th 3HAYHUX o0CATiB  CYMyTHIX TOCIYT: 1H(OpMAIlIHHUX,
00CIYroByIOUMX, KOHCYJbTAalUIMHHUX; KpPIM TOr0, MIDKHAapOJHA TOPTIBJISA TOBApaMU

IPaKTUYHO HEMOKJIMBAa0€3 TPaHCHOPTHHUX, CTPaXOBUX, OAHKIBCHKHX Ta
THIIUX BUIB MMOCIYT;

3) B TOpriBii MOCiIyraMu icHye Oijbiie Oap'epiB, HiK B TOPTiBJII TOBapaMH,
OCKITbKM B 0arathbOox KpaiHax JedKl TIOCIYTM YacTKOBO a00 TOBHICTIO
3HAXOJATHCS Y BJIACHOCTI JepXkaBu (TPaHCIOPT, 3B'A30K, OXOPOHA 370pPOB'A, OCBITA
TOIIO0); 3 IHIIOTO X OOKy, y 3B'S3Ky 3 UM, cdepa Nmociayr € OUIbII 3aXHIleHa
JIepKaBoIo;

4) HaWOULTBIII TEPCHEKTHBM B MIDKHAPOAHIM TOPTIBII MalOTh MOCIYTH,
MOB'sI3aH1 3 BUPOOHUIITBOM;

5) KoMyHaJIbHI Ta JesKi IHIN BUAM TOCIYT HE MOXYTh NTPOJABATUCS Ha
MDKHApOJHOMY PUHKY.

ICHYIOTD TpU pi6Hi pezyntoeanHus MiXCHAPOOHO20 PUHKY ROCT)?2.
- HaIllOHAJIBHUH (OXOTUTIOE TEPUTOPIIO OKPEMOi KpaiHn);

- IBOOIYHMH (Y MeXaX TepUTOPIi IBOX CYCIIHIX KpaiH);

- 0araTOCTOPOHHIM, y BUIJISAI CIEIiali30BaHUX MDKHAPOJIHUX KOHBEHINM Ta
yroz (BcecBiTHs TypHCTHYHA OpraHi3allis, Opraizaifisi Mi>KHapOIHOI IUBIJILHOI aBiallii)
Ta yroja B paMKax MbKHapoAHHMX oprasizamii mmpokoro mnpodimo (COT (CsitoBa
opranizaitiss Toprieii), FOHKTAJl (Koudepeniis OOH 3 TopriBii Ta pO3BUTKY)
TOIIIO).
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Ponv Ceimoeoi opzanizauii mopziei 6 pezynio8anti MidcHapooOHoi
mopeaieni

3aranpHa yroaa mnpo muto 1 Topriemo (General Agreement on Tariff and Trade
— GATT) abo I'enepanbna yroga mo tapudam i Topriem (I'ATT) — me MikHapoaHa
oprasizamisi, ska Oyna cTtBopeHa y 1947 p. 3 mraG-kBaptupoio B JKeHeBi
(IlIBeitiapiss) 3 METOIO CTUMYJIOBaHHS BIIBHOI TOPTiBIl dYepe3 OaraTOCTOPOHHI
neperoBopu. 'ATT Bu3zHauae mpaBa Ta OOOB’A3KM y4YacCHHIIb JOTOBOPY B raiysi
30BHIIIHBOI TOPTIBJII TOBapaMH, BAJIIOTHOI IMOJITHKH, MIKHAPOJIHHUX IEPEBE3CHb Ta
cyOcuIyBaHHS €KCIIOPTY.

['ATT Ga3yeTbCsl HA TAKUX HPUHUUNAX:

1) mpuanmn Hemuckpuminamii. lleid mnpwHOMO CcTOCyeThCSI 0E3YMOBHOTO
MPUIHATTS TPUHIAITY HaWO1IBIIIOT0 CIPUSHHS, KU Tiepen0adae 3HKCHHS MHUTHHUX
CTaBOK IPH TOPTiBJI 3 KpaiHaMu — 4ieHaMu opraHizailii. BuHsTkom Oyno yTBOpEHHs
€KOHOMIYHMX IHTETpaIlliHUX 00 '€THaHb, TAKKX K MHUTHI COIO3H, a TaKOXX TOPTIBJIA
MDK KOJIMIIHIMH KOJIOHISIMA Ta METPOIOJIISIMU;

2) TNPUHIMI JHKBiZAIl HETapU(PHUX TOPTOBEIBHUX OOMEXKEHb (TaKkuX SK
KBOTH), 1110 HE PO3IMOBCIOKYBAJIOCS Ha CLILCHKOTOCIOAAPCHKY MPOAYKIIIIO Ta Ha
KpaiHu, K1 MatOTh TPOOJIEMH 3 TUIATIKHUM 0aJaHCOM;

3) mpoBeneHHS KOHCYJIbTAIlii Ta BHPIIICHHS CYHEpEYOK MK KpaiHamMu —
yneHamu ['ATT.

Y 1995 p. 'ATT 6yna neperBopena Ha COT. CBiToBa oprasi3aiis TOPriBii
— COT  (World Trade Organization — WTQO) € TroJOBHHM MiKHAPOIHHM
peryisTopoM cBiToBOi TopriBii. OcHOBHI nonoxkeHHsa 1 npunnunu [ATT ysiiinum
1o COT.

T'onoeénumu yinamu COT €:

e Jji0epanizailisi MbKHApOAHOI TOPTIBIIL;

® YCYHEHHS JUCKPUMIHALIMHUX TEPEIIKO] Ha MUIAXY MOTOKIB TOBapiB 1
HOCITYT;

® BUIBHHUI JOCTYI JI0 HAllIOHAJILHUX PUHKIB 1 JKEPE CUPOBUHU. J[OCSITHEHHS
X IUIedl Mae 3a0e3meynTd 3MILMHEHHS CBITOBOI E€KOHOMIKH,
3pOCTaHHS 1HBECTHULINA, PO3IIMPEHHS TOPrOBEJNBHUX 3B’SI3KIB, MIABUIICHHS PIBHS
3aHATOCTI 1 JOXO/IB Y BCbOMY CBITI.

Dyukuyii COT:
1) Harjsa 3a CTAaHOM CBITOBOI TOPriBiI ¥ HaJaHHS KOHCYJIbTAIlili 3 MHTaHb
YIOPABIIHHS B Tally31 MI>KHApOIHO1 TOPTIBIII;
2) 3a0€3MeUYCHHS MEXaHI3MIB YJIAINTYBAaHHS MIDKHAPOJHUX TOPTOBEIBHHUX
CIIOpIB;
3) po3poOKa i MPUHHSTTS CBITOBUX CTAaHIAPTIB TOPTIiBIIi;
4) Harms 3a TOPrOBEIILHOKO MOJIITUKOKO KPaiH;
5) o0roBopeHHs HaraJIbHUX MPOOJIEM MIKHAPOIHOT TOPTiBIII.
OcHoBHI npunyunu disanvrocmi COT.
1) mpuHIKIT HAHOIIBIIOTrO COPUSHHS (MPUHIIMI HETUCKPUMIHALIT);
2) TPUHIIKIT HAI[IOHATBHOTO PEXKUMY;
3) NPUHIMIT 3aXUCTY HAIlIOHAIBHOT IIPOMHUCIOBOCTI;
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4) NPHUHIKUI YTBOPEHHS CTIHKOI OCHOBH TOPTIBIIi;
5) npUHIMI COPUSHHS CTIPaBEeAMBI KOHKYPEHIIIT,
6) mpuHIWI Jiif y HAA3BUYAWHUX CUTYAIlisX;
7) TIPUHIIMIT PETIOHATBHUX TOPTiBEIILHUX JOMOBICHOCTEH.
Y 2008 pomi Ykpaina npueananacs 10 COT (mo pedi, el npoiiec po3rnoyaBcst
y 1993 pori Ta TpuBaB Maiike 15 pokiB).

CaiToBa TOpriBIs MOCIyramMu peryntoerscsi B pamkax COT I@'enepanvhoro
yeo0ot0 npo mopezienio nocayeamu (General Agreement on Trade in Services
(GATS)).

Y GATS 3a3HaueHi MOXIIUBI CHOCOOU RPUCYMHOCHMI HA PUHKY nocayz (puc.

10.1 — 10.4): TpaHCKOpAOHHE TOCTAYaHHS, CIIOKUBAHHS 32 KOPJAOHOM, MPHUCYTHICTh
b13uyHUX 0C10, KOMEpIliHA TPUCYTHICTD.

[ BupoGuuk ] Tpanckopoonne [ CnoxuBau ]

nocma4daHHs

Kpaina A Rpaina b

Puc. 10.1. Tpanckopoonne nocmauannsa nociuyz

Tpanckopooune nocmavannsa nependavae, IO TOCIYTH HAJAKOTHCA
HiIMPUEMCTBOM B OJIHIN KpaiHi, ClIOKMBa4u TepeOyBae B iHIIIN KpaiHi (Hampukiaj,
KOHCYJIbTAIIMHI MOCIYrd 4Yepe3 MIKHApOJHI TenedOHHI Mepexi, MOCIYrd uepes
Mepexy [HTepHer).

Cnoorcusanms
30 KOpOOHOM

( CnooxxnBau
A

[ Bupobnuk }

)

Kpaina A Kpaina b

Puc. 10.2. Cnosxcusannsa nociyzu 3a KOpOOHOM

Cnoswcueanna 3a KOpOOHOM. CTIOXHUBa4d TpuUOyBae 110 1HIIOI KpaiHu, 1100
OTPUMATH Y MPUAOATH HOCIAYTY (TYPHCTHYHI MOCIYTH, OCBITA TOIIIO).
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Ipucymnicmo
Qizuunux ocio

[ BupoOnuk J ;[ CnoxxuBau ]

Kpai’Ha A Kpama b

Puc. 10.3. Ilpucymnicmeo ¢izuunux ocio

Ilpucymuicme ¢pizuunux ocio. ¢i3uaai ocobu, MO HATAIOTH IOCIYTH,
3MIIACHIOIOTH MTOJOPOXK JI0 KpaiHH CIIOXKMBAaYa JIJIS HaIaHHS HOMY MOCITyT (HAaIpUKIa
BIJIPSI/KCHHS KOHCYJBTAHTIB, MEIUKIB 1 T.1I.).

Komepyiiina
NpuUcymHicmo

{ Bupo6HuK { CnoxnBau ]

Kpaina A

Puc. 10.4. Komepuiitna npucymuicmo

Komepuiiina npucymuicms. noctadyaibHUK depe3 (UII0 JOUipHbOT KOMMaHii,
MPEACTABHUIITBO UM 1HIIY CTPYKTYPY HAJa€ MOCIYTd HA TEPUTOPIi 1HIIOI KpaiHu, /e
nepeOyBae CrokuBay (HANPHUKIA, MOCIYTH B KpaiHi, e € Giii iH03eMHOT0 0aHKY).
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Ilepenix numans 00 icnumy
CyTHICTh Ta KJ1acudikariis mociyr.
[ToHATTS Ta 0COOIMBOCTI MAPKETHUHTY ChepH TOCITYT.
Oco0IuBOCTI TIOCIIYT.
CkJ1aioBi MApKETUHTY CPEPU MOCTYT.
Oco0IUBOCTI MAPKETUHT-MIKCY C(hepu MOCIYT.
HaykoBi MIKOIM MapKETUHTY TOCTYT
Moeni MapKeTHHTY TTOCTYT
CyTHICTh Ta METa MPOTYKTOBOI MO TUKH.
. Oco6MBOCTI MPOIYKTOBOT MOJIITUKH Y chepl MOCIYT.
10 [TpomykToBi cTpaterii y cdepi mocmyr.
11.AcopTiMeHTHA TOJIITHKA Yy cepi MOCTYT.
12.CtymneHi HOBU3HU MOCTYTH.
13.TToHATTS SKOCTI MOCITYTH.
14. KoHrieniist >)KUTTEBOTO ITUKITY TTOCTYTH.
15.Bukopucranns mozen Kano mpu po3poOeHH1 MOCTYTH.
16.Cucrema ¢GpipMOBOTO CTUIIIO MOCTYTH.
17.CyTHICTB, I11J11 Ta 3HAYEHHS I[IHOBOI IMOJITUKHU y cepi MOCTYT.
18.®akTopu BIUIUBY Ha I[IHOBY MOJITUKY.
19.Metoau 11iHOYTBOpPEHHS. THUITH [IHOBUX MAKETIB.
20.11ixoBi cTparerii y cdepi mociyr.
21.CyTHICTh Ta CKJIAJIOBI MTOJITHKH PO3TOBCIOHKEHHS Y c(hepi MOCTyT.
22.Cnioco0u HalaHHS Ta PO3MOBCIOIKEHHS TTOCTYT.
23.CTpyKTypa TepuTOpii 00CIyroByBaHHS.
24.Bubip Miciis po3TantyBaHHs MIPUEMCTB ChEpH MOCTYT.
25.CyTHICTP Ta T MOJITHKU MPOCYBaHHS Y cpepi MOCIIyT.
26.Cx1a1oBi MOJITUKY MPOCYBAHHS MTOCIYT.

©Co~NoO~wWNE

27.OCHOBHI CKJIQJIOBI MOJITUKX TTPOCYBAHHSI MIOCTYT.

28.Pekitama: 3Ha4YCHHS, BU/IU, TIPABHJIa CTBOPCHHS.

29.3aco0u cTUMYJTIOBAaHHS 30YTY.

30.0Oco6MBOCTI TIPOILIECY MTEPCOHATBLHOTO MPOJAAXKY.

31.CyTHicTh Ta POpMU TIPSIMOTO MAPKETHHTY.

32.3axoau mo70 (hopMyBaHHS TPOMAICHKOI AyMKH (TA0IIiK pieHIH3).
33.CHUHTETHYHI CKJIQJI0BI MOJITUKHU MPOCYBAHHS MOCITYT.

34.BTL ta ATL-akuii y cucteMi MapKETHHTOBUX KOMYHIKaIliH.
35.0c006MBOCTI Ta €Tarny MOBEIHKH CIIOKUBAYIB C(hepr TTOCIIYT.
36.1ToHATTS TOSUTPHOCTI CIIOKUBAYIB.

37.Mogpeni MOBEIIHKU CTIOKHWBAYiB MOCTYT.

38.Mogenb "[IpocToTa - CKJIaJAHICTh OIIIHKH".

39.Mogenb po3puBiB (MOAEIb KOCTI MOCTYT).

40.Mopens "[IpuiinaTHuii — Oa>kaHuid piBeHb AKOCTI MOcayr". 30Ha TEPIUMOCTI.
41.Monaenp "CopuitHATTS — 3a7J0BOJICHHS .

42.0co06MBOCTI CITOKUBYOTO MOIMUTY Ha MOCTYTH.

43.Ananraitisi MOKIIUBOCTEH MIAMPUEMCTBA JIO 3MiH CIIOKHUBYOTO TTOTUTY.
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44 TIoHATTS 00CATY 1 CTPYKTYPH PUHKY TTOCIYT.
45.CerMeHTyBaHHS! PUHKY MOCTYT.

46.Ctparerii OXOIUICHHS PUHKY MOCIYT.
47.CyTHICTh Ta 3HAYEHHS YIIPaBI1HHA MAPKETUHIOBOIO JAISUTBHICTIO Y cdepi
TIOCITYT.

A8.11puHIunu ynpasiiHHA y cdepl TOCTYT.

49.Cxema yrpaBJiHHS MapKETUHTOBOIO JAISUTBHICTIO Yy cepi MOCTYT.
50.MapkeTHHToB1 JOCTIKEHHS Y chepi MmoCyT.

51.VnpapiaiHHS KIIOUYOBUMH KOHTAKTaMU y cepi MOCTYT.
52.Cytaicts Ta Knacudikaiiist 30BHIIIHIX PUHKIB MTOCIYT.
53.0co0amBOCTI CBITOBOTO PUHKY MOCHYT.

54.]JlocniKeHHs] OCHOBHUX KOHKYPEHTIB.

55.MiKHapoiHa TOPTiBJIS MOCITyTaMHu.
56.MapkeTHHT OaHKIBCHKHUX TOCTYT.
57.MapKeTHHI TYpUCTUYHUX MOCTYT.
58.MapKeTHHT TOTEIbHUX TOCITYT.

59.MapKeTHHT CTpaxOBUX MOCIYT.

60.MapkeTuHr y cepi HEKOMEPLIHHOI JiSITLHOCTI.
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