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3.7. The role of brand loyalty in business development

Poab J1os51bHOCTI OpeHay Yy PO3BUTKY Oi3Hecy

Binnosinno no npunuuny Ilapeto, 80% Bupyuku kKommanii GpopMyIOTh JHILE
20% 1i cmoxuBauiB (kimieHTiB). Lle He € akciomoro, ajge HalJacTilie caMe 3a UM
OPUHLIMUIIOM (QOPMYIOThCA MPUOYTKH CyO’€KTIB €KOHOMIYHMX BigHOCHMH. OjaHaK, 3a
onHiei ymoBu: y 1ux 20% mnokymnuiB cOpMOBAHO JOSIIBHICTh 10 OpeHly, 1 BOHU
rOTOBI POOUTH MOBTOPHI MOKYIKH.

JlosnpHuil crnokuBay At Oylib-sIKOi KOMITIaHii BIAITpa€e BUPIIIAIbHY, HaBITh
MOJKHA CKa3aTH, [0 CTPATETriyHy, pOJIb Y PO3BHUTKY ii CIIpaBU Ta CTAHOBHTH OCHOBHY
CKJIaJIOBY KOHKYPEHTHOI IepeBarn Ha pUHKY. BpaxoByrouu ocTaHHE, MapKETOJIOTH
NOBUHHI aKTHBHO BUKOPHUCTOBYBATH Pi3HI MAPKETUHIOBI IHCTPYMEHTH Ta METOM JIJISt
TOTO 100 MPUXUIBHICTH CIOKUBAUIB A0 iX OpeHAy mocTiiiHO 3pocTana. ChOroiHi
YCHIIIHICTh MPOTPaM JIOSJIBHOCTI BU3HAYAETHCSA BITHOIICHHSM IOKYIIB Ta iX
MOBE/IIHKOIO BiJHOCHO IPOIIOHOBAHUX TOBapiB KoMimaHiero. [Iporpamu nosabHOCTI
MOBMHHI OyTH HampaBjieHi Ha (OPMYBaHHS TPUBAIMX BIIHOCHH 3 ILIbOBOIO
ayJIUTOPi€I0, aJKe caMe 11 1 BIUIMBAaE Ha €(PEKTHBHICTH i1 MISVIBHOCTI HAa TEBHOMY
CEerMEHTI IJIbOBOrO pHUHKY. IIpoTe, kKoMmmaHii BapTO 3aBXaW IMaMm’STaTH, IO
MOBEJIHKA Ta Yo 100aHHs CIIOYKKBayYa MOCTIMHO nmepedyBatoTh B MpoIieci 3MiH.

VY cywyacHuX ymoBax (YHKI[IOHYBaHHS came JIOSUIbHE CTaBJICHHS KII€HTA 0
OpeHJy € OCHOBHOIO METOIO MISJIBHOCTI MapKeToJoriB. AJDKe came JIOSUIbHICTB
cnpusie 30UTBIICHHIO Ta CTaOUTLHOCTI 00CATIB mpoaaxiB. JlosubHICTH mepenadaudae
JIOBT1 CTOCYHKH 3 KIIIEHTOM, SIKUH oOepe OpeH/ HaBiTh 32 HAsSBHOCTI aJIbTEPHATHUB.
Hampuknan, gxmo ToBap ymtoOJeHOT MapKH BIACYTHIH y MarasuHi, JOSUTBHHMA
CIIO’KMBAY 3HAW/IE Ta 3aMOBHUTH WOTO B [HTEpHETI, a He KymyBaTUME aHAJIOTH 1HIIMX
BUpOOHUKIB. KpiM TOTO, JNOSIBHICTH CHOXHBAYIB A0 OpeHmy MiABUIIYE o0OcsITH
npoaaxiB. bnu3bko 56% KII€HTIB 3A1MCHIOIOTh MOBTOPHI KYIIIBJII TOBapiB, a MpH

PO3LIMPEHHI JIOSUTBHOT ayAUTOPIi KUIbKICTh TAKUX CIOKUBAYiB HE3MIHHO 3POCTATUME.
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CporojHi 3HaYHUN BIICOTOK YKPAiHCBKMX KOMIIaHIM HE MNpPUALISE HAJIEKHOI
yBaru MUTaHHSM, SIKI IIOB’3aH1 3 (POPMYBaHHSM JIOSUIBHOTO BIJTHOILIECHHS CIIOKUBAayYa
10 iX mpoayKuii. BUpoOHUKH BBaXKaroTh, 110 32 JAHUX YMOB €KOHOMIYHOI'O PO3BUTKY
st eEeKTUBHOT JISJIBHOCTI JOCTATHHO KOHTPOJIOBATH SIKICTh IMPOINOHOBAHO1
NPOAYKIIi, pO3IMIUPIOBATH AaCOPTUMEHT TOBapiB  (BPaxOBYIOUM  CHPOBUHHI
MOXJIMBOCTI Ta TOTpeOM CIOXHUBAyiB), BIPOBAKYBaTH HOBI TEXHOJOTI Y
BUPOOHHMYMI TMPOLIEC, HAIATO/KYBATH CHCTEMY JIOTICTUKH Ta 3alMyCTUTH B Macu
pekiiaMHy kamnaHiio. OJIHaK 3MiHM, IO BiIOYJHMCS OCTaHHIM 4YacoM B CBITI Ta B
VYkpaidi npusBeaud 10 NPoOJIEMHUX THUTaHb, MO0 Oyau MOB’si3aHl 3 JAedIlUTOM
CUPOBHMHU Ta KOMIUICKTYIOUMX, JOTICTUYHHMHU KOJAllCaMy TOIIO, aKTyali3yBalu
3aBllaHHs 070 (POpPMyBaHHS JTOBrOCTPOKOBUX B3a€MOBITHOCHH 3 TIOKYIISIMHU.

[MutanussMu  ¢GopMyBaHHS Ta yYHOPABIIHHS JIOSJIBHICTIO CIOXKHMBAa4diB B
YKpaTHChKIM €KOHOMIUHIM HayIl ¢axiBli Movyaiyd 3aiMaTHCs BIAHOCHO HEIIOJABHO
(mopiBHSHO 3 1HIIUMU). JlaHa cUTyallis MOSACHIOETHCS THM, III0 MapKETUHT B YKpaiHi
NoYaB PO3BUBATHCS JIMIIE TicHs po3nany PagsHcbkoro Coro3y KO B IHIIMX KpaiHax
CBITY BIH OyB 3arajabHOOOOB’SI3KOBOT1 CKJIQJOBOIO MIsIIBHOCTI KoMmadii. [luTaHHs
JOSUTBHOCTI  CIIOKMBAYIB € TIPEAMETOM JOCIHIKEHb BITYM3HAHUX (axiBIiB Ta
HAYKOBI[IB, Hampukiaa Takux, sk Haymenko M. O., I'pocyn B. A., Kanenik K. B.,
Trotronik O. M., luryn O., Copokina I. E., )Knanosa B. B. Ta inmi. Tak, Hanpuknan,
O. luryH BBaxae, IO caMe JIOSJIBHICTh (NMPUXUIBHICTH) CIIOKHBAYiB IIEBHOMY
OpeH/Ty € OCHOBOIO 30€peKEHHS CTIMKOT PUHKOBOI IMO3HIII, 10 i BU3HAYAETHCS HOTO
KOHKypeHTHOro mepeBaroto [3]. I'pocyn B. A. Haronomye, Mo JIOSJIbHICTH
CIIO’KMBayda BU3HAYAETHCS EMOIIIET0, IKY BUKIMKAE OTPUMaHa MOCIyra Y Mpua0aHui
toBap [2]. [Tuensaceka I'. O. 7OTpUMY€ETHCS MO3UINT, MO JOSUTBHICTh SK KOHIICIIITIS
0a3yeTbcsi Ha Teopii MOBENIHKM CIIOXKWBAa4YiB 1 € TUM, SIK MOXYTh MPOSIBISTH
CIIOKMBadl CBO€ CTaBJICHHS 10 OpeHAiB, mociayr abo 3axoxiB. YacTo JOSIBHICTH
KITIEHTIB TPAKTYETHCA HA MPOTUBATY JIOSIIBHOCTI 0 OpeHaa, mo0 MiAKPECIUTH, 110
JOSUTBHICTh € OCOOJIMBICTIO JIIOJIEM, a HE YMMOCh IpUTaMaHHUM OpeHjaM. Takum
YUHOM, JIOSUTBHICTHh CIIOKWBAUiB 3aJIEKATUME SK Bijl TIONMEPEIHHOTO TO3UTHBHOTO

JOCBIy CITO’)KMBAHHS, TaK 1 BiJl MPUXMILHOCTI /10 TOBapiB OpeHmy [5].
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Ha cporomHimHid A€Hb B HAayKOBUX KOJaX TpPHUBAIOTh AHMCKYCli CTOCOBHO
CYTHOCTI KaTeropii «IOsIbHICTb». Tak, HampuKiIad, OJHI HAYyKOBI[l BBA)KalOTh, 1110
JOSUTBHICTh — 11€ E€MOLIMHUN 3B'I30K KJIIE€HTA, IHIIL JOTPUMYIOTHCS AYMKH, IO
JIOSUTBHICTD — 11€ T€, CKUTBKH Pa3iB KIIIEHT MMOBEPHYBCS 32 TOBAPOM, TPETI — BBAKAIOTh
JOSUTbHICTIO (DEHOMEH PEKOMEHJAll mociayr 4M ToBapy. Bce k Taku OUIBLIICTH
¢daxiBiiB poO3MISIAAE JIOAIBHICTh CHOXHMBaya (JIOSUIBHICTH 10 OpeHy), SK IIKaiy,
SKICHY OJIMHHIIIO BHMIPY CTYIEHS MiATPUMKH CIIO)KMBA4eM IIEBHOTO OpeHAYy YU
nponykry [5]. ToOTo 1e € pe3yabTaToM 3aJ0BOJICHOCTI TMOKYMIIB TOBapaMH
oOpaHOro HUMH OpeHy, 10 BIUIMBAE HA 3POCTAHHS OOCSTIB MPOAAXIB IIUX TOBApiB.
SIKI0 TOBOPUTH MPOCTOI0 MOBOIO, 1€ B3a€EMOBIIHOCMHU MK BHPOOHHKOM 1
CTHIOKMBAYEeM, y SKHX OOHWIBI CTOPOHHU 3aJOBOJBHSIOTH CBOi IHTEPECH: CIOKMBAY
OTPUMYE SIKICHUW TOBap YW MOCIYry, a BUPOOHUK — BIAMOBIIHHUIA OOCIT JOXOMY.
Came Ha 3MIIHEHHS [MX B3aEMOBITHOCMH 1 TOBMHHA OYTH HalpaBJieHa
MapKEeTHHTOBa AISUTBHICTh OY/b K01 KoMmaHii. ToOTO HEOOX1HO CTBOPIOBATH YMOBHU
3a SIKMX CIOXKMBAY: MO-TepIlie, MOBUHEH MI0pa3y MOBEPTATHCS 10 MPOAYKIIT OAHIET 1
TIET )X MapKu; MO-Apyre, MOKYIelb Ma€e IrHOpPyBaTU TOBAPU KOHKYPEHTIB Ta CHPUATH
nomyJsipu3aiii MapKu SKOI  KOPHUCTYETHCS; TO-TPETE, KIIEHT, 3a3BUYAIA,
BUKOPHUCTOBYE BECh UM OUIBIIY YaCTHHY IPEJACTABICHOTO aCOPTUMEHTY 1 BiI9yBa€e 10
HBOTO eMOIIiiHy TpuB's3Ky. JloBipa 10 OpeHay 3 00Ky CHOXHMBadiB BKpail BaXkJIMBa
s Oyab SKOTO BUAY Oi3HECy, ajpKe JIOSIbHI KIIEHTH TIePETBOPIOIOTHCS Ha
«amBOKaTiB» OpeHay, SKI MpOCyBalOTh HOTO 3a BIACHUM OaxaHHSIM Ta 0e3
¢diHaHCOBUX BKJIAJCHB 3 OOKY TOBapOBUPOOHUKA. /(151 0OCTaHHBOTO MPOaBATH TOBAPHU
ICHYIOUMM TOKYMIIM Ha0araTo MpoCTilie, HiK HOBUM. Tak 3a JaHUMHU JTOCHIJKEHB
KoMmraHii Semrush, WMOBIpHICTh MPOAAXKY TOBApy KIIIEHTY, SKHH BKE KyMyBaB 1
3aJMIITUBCS 3a10BOJICHHH, cTaHOBUTH 60-70%, Tomi sik HOBOMy ymmie 5-20%. [lpwu
upoMy 67% MOKYNIIB, SIKI 3IMIIMINCA 33J0OBOJICHI TOBAPOM, PO3KaXyTh MPO HHOTO
IHIMM cBOiM 3HaiiomMuM, a 34% crokWBadviB 3ayMIMIaTh B [HTEpHETI MO3UTHUBHUIN
Biaryk. Kpim Toro, 50% JNOSIBHMX KJIEHTIB pO3APIOHUX OpEeHAIB OCOOHMCTO
MPUXOJIATH 3a MOKYIKAaMHU CBOIX YIIOOJIEHUX OpeHiB, a 56% MOKyMIiB MepeBIPSIOTH

MOBIJIOMJICHHS Ha caiiTax Ta eNEeKTPOHHIN MOWTI BiJ HUX OpEH/iB MPUHANMHI pa3 Ha
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THXACHB [D]. L{1KoM 3p03yM1Io, IO SKIIO KOMIIaHIA 3MOKE MO0y 1yBaTH JIOSAJIbHICTb
no OpeHIy cepel OCHOBHOIO HAa0Opy KJIIEHTIB, TO BOHA MOXE IMOYyBaTU cebe B
Oe3menl, MarOYu MEBHE KOJIO IMOKYIIIIB, SIKI 3 HETEPIIHHSIM YE€KaTUMYThb HOBUH 1
KyI[yBaTUMYTh TOBapuW KOMMaHii Ha MOCTIMHIA OcHOBI. CTBOPUTHU JOSUIBHICTH /0
OpeHy KOoMMaHli — O3Haya€ BCEJMTH Y CIOXMBada BIEBHEHICTb Yy TOMY, LIO ii
MPOAYKIIISL YU TIOCIYTH — 1€ Te, 1[0 HOMY MOTPiOHO, 1100 OYTH IACTUBUM, T€, IO BiH
MMOBMHEH MaTH 1 0e3 4oro He 3Moxe oOiiThcs. Ile cuimpHUN eMOIiiHMI BIUIUB Ha
MOTEHIIMHOTO TOKYTIIIS.

Jlane po3yMiHHS KaTeropii «JI0sUIbHICTBY (110 OYJI0 PO3MISTHYTO BHUIIE), HA HAII
MOTJIsA/I, BioOpaXkae ii sIKICHY CTOpOHY. TaKOoX CIIiJi BUOKPEMJIIOBATH 1 KUIBKICHE
BU3HAYCHHS JIOSUTLHOCTI JO OpeHay, sKe MOKEe 3MIHIOBATHCh B 3aJIeKHOCTI BiJl
TISTTBHOCTI KOMIIaHIi, MPOAYKTIB Ta MOBEMIHKU ayauTopii. OpHaK, 3rigHO 3 OJHUM
onutyBaHHsIM, 80% pECOHIEHTIB 3a4BWIH, 110 AJi1 POPMYBaHHS TaKOi JOSIIBHOCTI

HOTPIOHO SIK MIHIMYM TpH HOKYIKH, a 37% — m'ste (Puc. 1) [1].

37 %
40 - 33%
VA
d
d
/
/
1
d
5i 6inbwe 3 NoKynkm 4 NoKynKu 2 NOKyMKK
MOKYMoK

Puc. 1. Kinoxicms noxynok (Ha 0ymMKy pecnonoenmia),

wo hopmyromo 101bHICMb 00 OPEHOY

CporogHi mporpaMu JOSIIBHOCTI peaji3yloTh 0arato KOMMaHid, aje He BCIM 3
HUX BJIa€TbCsl AOCITTH MOTpiOHOrO edekty. Ha cranmapTHi NigXoau ayauTopis Bike
MpocTo HEe pearye. it xodeTbCsa 4YOroch OUIBIIOTO 3a IMPOMOKOJ Ha 3HIXKKY abo

JOAATKOBUI OOHYC.
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B ykpaiHcbkiii Hayli BHAUISIOTH Takl KpUTepii Kilacu@ikaiii mnporpam
JOSUTBHOCTI:

- 32 KUTBKICTIO YYACHUKIB (KOATIIIHHI, IHIUBIYaJIbH1);

- 32 3MICTOM BX1IHMX Oap’€piB Ta YMOB (BIJIKPHUTI, 3aKPUTI);

- 32 yMOBaMU 3a0X0YEHHS CIOXKMBaUiB (TIPsMi, HETIPSMI);

- y 3aJIe’)KHOCTI B/l HaJIaHOT BUT'OJIM CIIO’KUBavy (I[1HOB1, HEIIHOBI);

- B 3aJIe)KHOCTI B XapaKTEPUCTUKH IIJILOBOI ayAuTOpil (CHOKHUBAIIbKI,
HiANPUEMHHUILIBKI, TOCEPETHUIIBKI).

3a cBOIM 3MICTOM KPHUTEPIi JIOSJIBHOCTI MOUISIOTHCS HA OCHOBHI Ta J0JIaTKOBI.
OCHOBHI — BUMIPIOIOTh KUIBKICHE 1 SIKICHE JIOSUTbHE BIJHOIIEHHS CIOKHUBAYiB 10
OPOJYKINT MiANPUEMCTBA, IOTO OpeHJa Ta BHU3HAYAIOTh PIBEHb JIOSIBLHOCTI
(Bucokwuii / Hu3bKkuil). JJonaTKOBI — BU3HAUAIOTHCS €()EKTUBHICTIO B3AEMOBITHOCHUH 31
CIIO’KMBAaYaMH 1 XapaKTEPHU3yIOTh OTPUMaHI JIOAATKOBI JJOXO/IH.

[ToyaTkoBUM eTarioM po3poOJIEHHS TpOrpaMu JIOSUIBHOCTI € OpraHizaiiiHo-
ynpapiiHcbkuil. [lepmum kpokoM € (opMyBaHHS KOMaHIW Ta CTBOPEHHS LEHTPY
yIOpaBIiHHA BIAMOBIJATBHUX 3a 1M MPOIEC CHIBPOOITHUKIB — BHKOHABIIB 1
po3pobnukiB. Ilomambiri Kpoku: cTBOpeHHs iHdopMaliiiHoi 6a3u (edeKTUBHIIIe
BUKOpPUCTOBYBaTH aBToMaTu3oBaHi CRM 0a3u), BuU3HAuUEHHA I Ta 3aBIaHb.
OckinbkM B pe3ynbTari Ail mporpaMu 3alliKaBjieH1 BC1 MpaliBHUKH, y ii pPO3POOKY
Kpale 3axydaTd MPEeJCTaBHUKIB BCIX IMIAPO3AUIIB 1 caMe€ 3 HMX CTBOPUTH POOOUY
rpyny. 3aBmaaHas poO0Yoi Tpynu Mojsrae B TOMy 1100 YiTKO BU3HAYHMTH MapaMeTpH,
3a SKUMH OyZe MOMKIIMBO OIIHUTH €(EKTHBHICTH MPOTrpamMu JOSUIbHOCTI. OHaK,
nepea TUM, SIK TOYMHATH (OPMYBATH JIOSUIBHICTH KIIIEHTA 0 OPEHIy CIOYaTKy CIIif
BU3HAYUTH LUTHOBY ayJIUTOPiI0 TOBapy. JJis 11bOTO MOTPIOHO BUBYUTH:

- ICHYIOUMX KIII€HTIB — CaM€ BOHHU JIONIOMOXKYTh 3PO3YMITH Ha Ky ayAHTOPIIO
CIIJT OPIEHTYBATHCS, PO3POOIISIOUN METOIH ITIIBHIICHHS JOSUTBHOCTI 10 OpeHy;

- SIK1 TTOTPEOM 3aI0BOJIBHSIOTH CITOKHBAYl, KyIyIOUH TOBApH OPECHY;

- SIK1 I[IHHOCTI IIJIbOBOI ayJUTOPIi, aJ’Ke MOKYII1 XOUyTh KYyIyBaTh TOBapH, 3
SKUMH BOHHM ce0e 1MeHTU(]IKYIoTh. HaBiTh SKII0 MPOMYKT SIKICHUH, aje pekiiaMHa

KaMIIaHisl 4¥ BUCJIOBIIOBaHHA il MPEJCTABHUKIB Y COLIAIbBHUX MEpPEKaX HEEeTHYHI,
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YacTHHA LUIbOBOI ayAuTOpii BIAMOBUTHCS BiA nokynok. IIlo0 mporo He cranocs,
BaYKJIMBO PO3YMITH IIIHHOCTI ayAMTOPIl Ta JISTH BIAMOBIAHO 10 HUX [ 7].

[Ticas Toro sik MapkeTUHroBa rpyna MpoaHaii3ye LUIbOBY ayAUTOPilO, TO BOHA
MOX€E TIOYMHATH PO3POOKY METOMIB, SKI JaayTh 3MOTY MiJBUIIUTH JOSUTBHICTD
CHOKMBauiB 0 OpeHny. Ha Hamy AyMKy, 10 HaiOuiblll €(EeKTUBHUX TEXHOJOTIH Y
bOMY HAaINpsIMKY CJI1J] BIAHECTH:

1. 3amyck mporpamu JosUTbHOCTI. [IporpamMa moBuHHA TiepedavYaT 3MiHCHEHHS
MOKYTOK Y¥ 00CIYyroByBaHHS MOCTIMHUX KIIIEHTIB HA BUT1IHUX YMOBax. 3a3BUyYail 1e
3HIDKKHM, HAKOTUYYBAJIbHI KapTH, aji¢ JIONMOBHCHHSIM MOXE CTaTH, HaIpHKIA,
iHDOpPMYBaHHS EJICKTPOHHOKO IOIITOI0 TPO akKilii. Y Mara3uHax HapaxOBYIOTHCS
Oayii 3a TOKYNMKH Ha KapTKH JIOSJIBLHOCTI a00 BHIAOThCS HAKICHKH, SKI MOYKHA
OOMIHIOBATH HAa TOBapH — BCE II¢ MPUKIAJIN PI3HUX NPOTrpaM JIOSIIBHOCTI. [ 0JI0BHA
MeTa TakKol MPOrpaMH — CTHMYJIIOBAHHS CIOKHBAYiB JUIS 3JIMCHCHHS IOBTOPHOT
NOKynKH. Tak, Hampukiaa, 3TiAHO 3 JOCHI/DKEHHSM, M0 OyJIu TpoBeeHI
KOHCaJITHHIOBOIO KoMmaHiero Accenture, 59% moxkyniiB HaWOUIbII JIOSIBHI 10 THUX
OpeHIIB, K1 CYIPOBOIKYIOTH IMPOJIaXK TOBAPIB AKUM-HEOY1b IPUBLICEM JJIs KIIIEHTA:
BIIKPUBAIOTh [UIsI HBOTO KapTKy 3 TMEPCOHAIBHOI0 3HWKKOIO, MPOIMOHYIOTh
MOTAPYHKOBI KapTKU 3a 3HMKCHOIO IIHOIO a00 JaroTh J0JaTKoBI O0oHycH. HaTomicTh
44% mokymiiB OOMparOTh T1 KOMIMAaHIi, SIKi BXKE paHille 3alydalid iX J0 PO3pOOKH
CBOI'0 HOBOTO MPOJYKTY / MMOCTYTH.

2. ITepconanizariss. CpOrogHi CHoOXXKMBayi, INEPEBAHTAKCHI TEXHOJOTISIMH Ta
iH(hOopMaIIi€ro, BOHH X09yTh, 00 OPEHIU MIAKPECIOBAIN IXHIO 1HIWBITYaIbHICTh Ta
€KCKIIFO3MBHICTh, BUAULAIN 1X 13 3aranbHoi Macu. [lepconamizaiiiss Ha OCHOBI 0a3
JAHUX 3a JIOTIOMOTOK INTYYHOTO 1HTEJIEKTY — OJWH 13 OCHOBHHUX METOJIIB
dbopMyBaHHS JTOSITBLHOCTI 10 OpeHay. BoHa moxke Bupakatucs y pisHUX ¢dopmMarax.
[HCTpYMEHT 3aydeHHsI CIIOKHBAYiB, sIKi HE BIIBIIYIOTh CAUT KOMIIAHIT YU COIianbHI
MEpEexXi, — eIEKTPOHHA ToITa. MakCuMaabHO TIEPCOHATI30BaH1 pO3CUIKH (HOPMYIOTh
3aTy4eHHSs, MIBUIYIOTh 3HAUYIIICTh KOKHOTO KiieHTa. Hampuknan, Netflix cknanae
MEPCOHANIbHI CIMCKM HOBHUHOK JIJII KOKHOTO KOPHCTyBada, K i Amazon. 3a 1um

MPUHILMIIOM TPAIIOI0Th OaHepu KOHTEKCTHOI pekiamMu. Takox A0 IHCTPYMEHTY
334



NepCcoHaI3alii MOKHA BIAHECTH BUIIYCK YHIKQJIBHHMX MPOAYKTIB. Tak, Hampukiamn,
npoekT kommanii Coca-Cola, ko/in Ha €TUKETKax JIOTOTHUIl OYyJIO0 3aMIHEHO Pi3HUMU
YOJIOBIYMMH Ta KIHOYMMH IMeHaMmH [6]. OnHOYacHO Oyi0 BHITYIIEHO Mporpamy, B
AKIA KOpPUCTYBaul MOTJM CTBOPIOBATH OAaHOYKM HANOK 3 MOTPIOHUM IM'sIM Ta
JapyBaTu JPY3sIM 1 PITHUM.

3. SxkicHe cepBicHe 00cnyroByBaHHs. JIosibHICTH OpeHAY KOMIIaHi1 (pOPMY€ETHCS
3 ypaxyBaHHsM J0BipH. KilieHTH X0o4yTh OTpMMYyBaTW WIBUAKI BIAMOBiII Ha CBOi
NUTaHHS, TOMY OINepaTMBHA pobOOTa CIyXkOM NIATPUMKH — OJUH 13 CIOCOOIB
dopMyBaHHS IXHBOTO TMO3UTHBHOTO CTABJICHHS Ta Oa)kaHHS 3BEPTATHCS TMOBTOPHO.
Hanpuknaa, American Express Mmae okpemuii akkayHT B TBiTTepi — @AskAmex. Bin
NOBHICTIO TMPUCBAYEHUN OOCTYrOBYBAaHHIO KIIEHTIB, SIKI MOXYTb 3BEpTAaTHUCS 3
MIPOTIO3UITISIMHU, CTABUTHU 3alUTAHHS Ta OTPUMYBATH IIBUIK1 BIIOBIII.

4. Pob6ora 3 migepamu aymokK. Jlo maHOi kaTeropii ciifi BITHOCUTH JIOACH, SKi
MaloTh BEJIMKY ayAuTopito B IHTEpHETI — OJorepu TOMOBUX MalJaHYMKIB Ta
comiabHUX Mepek. Ha cBoiXx cTopiHkax Ta KaHajgax JaHi 0coOM MOXYTh
pekiamyBaTu ToBapu. OmHak ais GopMyBaHHS JIOSJIBHOCTI OpeHly B TaKuil Crocio
noTpiOHO BpaxoBYBaTH HACTYITHE:

- TOBap, 110 pekiIamye OJjorep Mae OyTH CIIpaBIl AKICHUM;

- ayauTopis Oyiorepa Ta OpeH Iy Mae CIiBIaJaTH 32 OCHOBHUMH KPUTEPIIMU;

- IIIHHOCTI, SIK1 TPAHCIIIOE JIiJIep JYMOK, MalOTh BIIMOBIAATH IIIHHOCTSAM IUTHOBOT
ayJIUTOPii.

CrporoaHi 0j0repy HEIOCTaTHHO OYTH MPOCTO BIiJOMHM, BiH Ma€ OyTH TaKOX 1
Xapu3MaTHIHUM. MapkeTosoru HeOe3MiICTABHO BBaXKAIOTh, IO CyYaCHI CIOXKUBayl
IIYKaIOTh CIIOYATKY €MOIIil Ta HATXHEHHsI, a JIMIIe TOTIM TOBap, 1 3aBAaHHs Ojorepa
MoJisira€ B TOMy 1100 HaJaTH MOTEHLIHHUM KJIl€HTaM OpeHAy 1€ HaTXHEHHA. 3T1IHO
JochipkeHb Kommadii Accenture st 46% BiICOTKIB CIOXKHBAYiB 'y TIPOIECi
(GopMyBaHHS JOAIBHOCTI 10 KOHKPETHOTO OpeHly BaroMe 3HA4€HHS Ma€ TyMKa Ipo
TOBap YM KOMIIaHIIO IIIaHOBAaHWX HUMH 3HAMEHUTOCTEH Ta Oyiorepis [8].

5. Kontent kopuctyBaua. 3amyudeHHS ayquTopii 0 CTBOPEHHS KOHTEHTY

dbopmye y croxkuBaya BIAUYTTSI MPUUYETHOCTI 10 PO3BUTKY OpeHay. Tak, Hampukia,
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nobauyuBIIM CBOE (OTO HAa CTOPIHIN YIIOOJIEHOT MAapKH, KOPUCTYyBau 3a3Ha€
MO3UTUBHUX €MOI[i 1 OOOB'I3KOBO MOAUIMTHCA 3 JPY3sIMU Ta 3HAMOMHUMHU — 3a
PaxyHOK IbOIO 3pOCTE OXOIUICHHS MEpEeNIIaTHUKIB, MIABUIIUTHCS BITI3HABAHICTh
OpeHay. AKTUBHICTh MEPEATUIATHUKIB Ta OaKaHHS JUIMTUCS KOHTEHTOM — II€ TaKOXK
MOKa3HUK JI0BIpH 10 OpeHay. JlocuTh 6araro KoMmnaHi# aKTUBHO KOPUCTYETHCS UM
TEXHOJOTIYHUM I1HCTpyMeHTOM. Hampuknan, cepBiC MIDKHApOJHHUX IJIATEXKIB
Travelex mowmicsis goaae 1o Instagram 3HIMKHA KOPUCTYBadiB 3 TIOJOpokel [9].

6. Po6ora 3 Bigrykamu. CnoxuBayi Xo4yyThb OauuTH HE MPOCTO OpeHja uu
NPOJYKT, a KUBUH OpraHi3mM, 3 EMOIlisIMH, 3J00yTKaMH Ta TOMHJIKAMH. SIKIIIO
BUJAJSITH HEraTHBHI BIATYKUA B IHTEpHETI, MIBUAKO CTaHE 3PO3YMLIO, IO KOMMaHIsA
HE TOTOBa BIIINOBIAATH 3a CBOi MOMWIKK. | Oararo KommaHii JOMyCKae IMOMUIIKH,
caMe KOJIM BHJIAJII€ HETaTHBHI BIATYKH Y HEKOPEKTHO BiAMOBiae Ha HUX. HabGaraTo
e(deKTUBHIIIE MMIBUILUTH JOBIpY 10 OpeHAy came 3a paxyHOK MpaBUIbLHOT poOOTH 3
BIITYKaMH, Y TOMY YHCJII 3 HEraTUBHUMH. HasBHICTH BIATYKIB MPO NPOAYKT YU
KOMITaHit0 ¢GopMye HOTO TMO3UTUBHHM IMUDK 1 30UTBIIYE KUIBKICTh JIOSJIBHHX
cnioxkuBauiB. Hampukian, Openn moOyroBoi TexHiku Beko moOymyBaB crpaterito
IpocyBaHHS Ha ToMy, 1o 3i0paB monan 8000 BiAryKiB BiJ CBOiX KIIEHTIB Ta
PO3MICTUB iX Ha MapTHEPCHKUX CaWTax, M0 B MOJAIBIIOMY JOMOMOTJIO KOMIaHIi
30UTBIIUTH OOCATH MIPOJIAXK Ta POUIUPHUTH JOSUTBHY ayIUTOPIIO.

Metoau hopMyBaHHS JIOSTIBHOCTI 3aJ1€KaTh B/l TOTO, SIK MAPKETOJIOTH KOMITaH1i
BU3HAYUJIN IUTOBY ayauTopiro. J[ims 1mporo iM HEOOXIMHO BHUIUIATA THI 1 BHJ
KIIi€HTA, HA SIKKA BOHH OYyIyTh OpIEHTYBaTHUCA. Y TONAIBIIOMY, MapKETOJOTH
3MOXYTh BU3HAUWTH, Ha SKI CKJIAQJ0BI BOHH OYIyTh CIHUpaTHCS Yy TpoIeci
dbopMyBaHHS JIOSJIBHOCTI JI0 CBOTO OpeHAYy 1 3aBISKH SKUM METoJaM Iie Oyje
BimOyBaTucs. OmHak, MEpIl HK MOYaTH BUKOPUCTOBYBATH METOIW (POpMYyBaHHS
JIOSUTBHOCTI, HEOOXITHO TPOBECTH KiIacu]iKalliro KIIEHTCHKOI 0a3u 00O0B’SI3KOBO
BPaxOBYIOUM BHYTPIIIHI MOTpPeOM CHOXKMBaya, HWOTO peanbHI MOXKIMUBOCTI Ta
¢dinancoBuit qoxia. Takok KOMIIaHisl MOBUHHA PO3YMITH 3 SIKOIO TPYIOIO CHOKHUBAYiB
BOHA TIPAITIOE: BICBHEHUH CITOKMBAY, HEBIIEBHEHUN CIIOKUBA4, aKTUBHUM CIIOKHUBAY.

BneBHenuii ciokuBay — TOM, XTO caMOCTIMHO BU3Hayae cBiid BuOip. Ha fioro gymky
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MapKeTOJIOTaM JOCHUTb BAXXKO BIUIMHYTU. HEBNEBHEHUN CHOXKUBAY — TOW, XTO
3aJIEKUTh Bl TPOMAACbKOI AYMKH. SIK mpaBuio ioro BuOIp Ay€ THYYKHH 1
MIHJIMBUHA. AKTHBHUM CIHOKWBA4 — TOHM, XTO HE TUILKH CAMOCTIMHO BHM3HAYa€ CBIU
BUOIp, aje 1 TOTOBUM 31HCHUTH BEIUKY MOKYTIKY.

Tako, KIIIEHTIB KIACU(PIKYIOTh 3a X pEeNyTalll€lo Ha TPU OCHOBHI IPYIH:

1. ITacuBHI KJII€EHTH — KOMIIaHId HE peajli3ye CBIA MOTEHIIIAN 32 PaXyHOK JTaHHUX
KJIIEHTIB, CTPATETisl MOBEAIHKH 3 JJAaHUM THIIOM CIIOKMBAYiB IMOJISTA€ B 1HBECTYBaHHI
HUISIX1B B3aEMOJI11T 3 TIOKYIIIIEM.

2. baratooOifr04l KII€EHTA — YacTUHA KIIEHTCHKOI 0a3u 3 SAKOI0 KOMIAHIs
MOCTIMHO TpaIoe, I CHOXKHBayl 3HAIOTh MPO CUJIbHI CTOPOHU CYO’€KTa
€KOHOMIYHMX BIJHOCHH, ajJi¢ BOHU BKpail HEHaJliliHI Ta MOXYTh IICPEHTH HA CTOPOHY
KOHKYypeHTiB. Ctpareriss poOOTH 3 TaKUMHU KIIEHTaMHU IOJSATa€ B 1HBECTYBaHHI
HIBUIIICHHS CTYIICHS 3a0BOJICHOCTI IMOKYIIIIIB.

3. HanmiiiHl Kii€HTH — 1€ TMOE€OHAHHS JOSUIBHOCTI KJII€EHTAa Ta BUCOKOI SKOCTI
MOCJIYT, Kl Hajmae iM kommadisg. CtpaTeris poOOTH 3 TaKOK TPYIOK CIOKHUBAYiB
MOJISATA€ Y BCTAHOBJICHH1 JOBITOCTPOKOBHUX 1 B3a€EMOBUT1IHUX BITHOCHH.

TakuM yuHOM, OTPUMABIIY MTOBHUN MOPTPET 0aXKAHOTO KIIIEHTA KOMIIaHiI MOXKe
MEPEXOIUTH 10 PO3POOJIEHHS METOJMK 3a PaxyHOK SKMX BOoHa 1 Oyae dhopmyBaTh
JosuTbHICTE OpeHny. Ha mepmiomy erami mapkerosnor moBuHEH chopmyBatu obOpas
KOMITaHii, OpIEHTOBaHWUW Ha IUJIBOBY ayJUTOpPit0, TOOTO KIIEHT TIOBHHEH
T EepeHIliIoBaTH KOMITAHIIO BiJl KOHKYPEHTIB THM camMUM (OPMYIOYU TIO3UTHUBHE
CIPUHHSTTS (CIIPUAHATTS KIIi€HTA 1 oro oOi3HaHIcTh). Apyruit etan — RFM-anani3
(Recency Frequency Monetary gaBHICTb, 9YacTOTa, TPOIIi) — CETMEHTAIIIS KJIIEHTIB B
aHaizi 30yty o nostibHOCTI. [Ipu mpoBenenni RFM-ananizy BUAUIAIOTECS HACTYIHI
KaTeropii:

- Recency (nmaBHICTB) — AaBHICTH YTOJId, YAM MEHIIE Yacy TMPOUIIIO 3 MOMEHTY
OCTaHHBLOT AKTHBHOCTI KJIIEHTa, TUM OUITbIIIa HMOBIPHICTB, 110 BiH MIOBTOPUTH JiI0;

- Frequency (yactoTa) — KUIBKICTh YTrOJl, YUM OuIbllle Oyab-sSKUX Jid 3pOOUTH

KJIIEHT, TUM O1IbIlIa HMOBIPHICTH TOTO, 1110 BiH HOTO MOBTOPUTH B MaiOyTHHOMY;
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- Monetary (rpouii) — cyma yrojg, yuM Ouible Tpoiieid Oyja0 BUTPAYEHO, TUM
Ou1bIIa HMOBIPHICTB TOTO, 110 BiH 3pOOUTH 3aMOBJICHHS.

RFM-anani3 ga€e MOXJIMBICTh CETMEHTYBAaTHU CIIOKMBA4iB, IPYHTYIOUHMCh Ha iX
JOCBII1, @ TAKOXK PO3POOISATH MPOTHO3U CTOCOBHO X PUHKOBOI MOBEIIHKHU.

JIJist HOCATHEHHS JIOSUIBHOCTI CIIO’KMBAaYa ICHY€ Psifi METO/IIB, sIKI YMOBHO MO>KHA
pO3AUINTA Ha €MOLIMHI 1 MaTepiaibHi. EMONINHI cHOpsSMOBaHI Ha JOCSTHEHHS
€MOIIIITHOT MPUXUIBHOCTI, a MaTeplaibHl BUKOPUCTOBYIOTh MaTepiaibHE 3a0X0UYEHHS.
He3Bakatoun Ha yMOBHUHM MOAUI, Ha MPAKTHUIIl 111 METOAU MEepeTUHAIOThC. Jlo HUX
BITHOCSITHCSI: HAKOMUYYyBaJIbHI AUCKOHTHI MPOrpamH, MPOCTI AMCKOHTHI MPOTpamu,
npu30Bi, OOHYCHI MPOrpaMu, a TaKOX MPOTPaMHU JIOSIBHOCTI.

B MapkeTuHroBi TpakTUIll ICHYE BeJIMKAa KUIBKICTh TMIAXOMIB MO0
dbopMyBaHHA TIpoOrpaM JIOSJIBHOCTI (Bil CTaHAAPTHUX TMPOrpaM CTUMYJIIOBaHHS
MOMUTY A0 BIPOBAKEHHS CE30HHMX 3HUKOK, HaJaHHS OOHYCHUX MpUBLIEH), aje B
npoiieci MoOyI0BU JaHOI MPOrpaMy MapKETOJOI'M MOBHHHI 3aBKIU IaM’ATaTH, 110
BUCOKOI pE3yJIbTATUBHOCTI MOXJIMBO JOCSITH JIMIIE B Pe3yJbTaTi BUKOPHUCTAHHS
CHUCTEMHOI'0 MiAX0Ay 10 ii po3poOku Ta BrpoBa/KeHHS. OIIHKY e(peKTHBHOCTI
BIPOBA/UKEHHA IMPOrpamMH JIOSUIBHOCTI MAapKEeTOJOrM 3IAIHCHIOIOTH HAa OCHOBI

MOKa3HUKIB TpejcTaBieHnx B Taom. 1.

Tabnuysa 1. Ilokaznuku oyiHKu eghekmuerHocmi npocpamu J10sIbHOCHI

[Toka3Huk Mertouka po3paxyHKy

IHAeKc T0SIABHOCTI CHiBBiTHOIIIEHHS CIIOKMBAYIB, 1110 3/IIHCHIOIOTH TOBTOPHI
MOKYIIKH Ta 3arajbHOi KIJIbKOCTI CII0KHBAYIB

YacTka npoiaxiB NOCTIHHUM CniBBiTHOLIEHHS NOKYNOK (Y KUIBKICHOMY 1 BApTICHOMY

KJIl€HTaM BHpAa3i) Ha OJHOTO JIOSUTLHOTO CIIO)KHMBaya

[HaeKe T0SNBHUX MOKYIIOK CriBBIAHOIIEHHS! KUTBKOCTI 1 BAPTOCT1 MOBTOPHUX MOKYIIOK
JI0 KUIBKOCTI 1 BAPTOCTI MOKYIOK NEPBUHHUMM KIIIEHTAMH

BapTicTh nosbHOTO CHIOKUBava CriBBIAHOIIEHHS 3arajJbHOI CyMU BUTpAT Y MEKax MpoTrpamMu
IO 3arajbHOI KUIBKOCTI JIOSTIBHUX CITO)KMBAYiB

KibKICTh yroj 3a nepiojn 3arajibHa KUIBKICTh MOKYIIOK 32 IepioJ i mporpaMu

KinpkicTh BiIMOB Bif yroau KinpkicThb criokuBadiB-y4acHUKIB MpOTpamu, 110 HE
NPUIHSIIN B Hili yJacTh

YacTtka npojaxiB HOBUM KiieHTaM | CHiBBIIHOIICHHS MOKYMOK HOBUM KITIEHTaM JI0 3arajbHOT
CyMHU (KUTBKOCTI1) IPOJaXiB

[TpuOyTKOBICTH Yroau CriBBIAHOIIEHHSI TIOXO/IB BiJl 3alIpOBa/KEHHS MPOTpamH i
BUTpAT Ha 1l BUKOHAHHS
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BincrexyBaTu piBeHb JIOAJBHOCTI MOXHA Ha OCHOBI aHami3y KUIbKOCTI
BIJIBIlyBayiB CalTy KOMMaHIi Ta MEpPEAIUIaTHUKIB Yy COLIAJbHUX MEpEeKax, Yucia
BJIACHUKIB OOHYCHUX KapTOoK abo wWIeHIB KIy0y, MEepearIaTHUKIB PO3CUIKU
eNeKTpOHHOIO TmommTo. OaHak 30UIBIIEHHS KUIBKOCT1 JIOSJIBHUX CIOXKUBAaYiB
3aJIeKUTh BIIOYBA€TbCSI B PE3YNbTATI pealizallii JOBrOCTPOKOBOI CTpaTerii, ska
BpaxoBYye BC1 (DAKTOPH, 1110 BUKIIMKAIOTH JOBIPY Ta LIKABICTh JO OpeHY.

[Iporiec popmyBaHHS JOSIIBHOCTI OpeHAY € JOBrOCTPOKOBUM Ta MOTpeOye
3HaUYHUX 3YyCWUJIb, B TMOPIBHSAHHI Big Horo Brpatu. [Iporpama 3 QopmyBaHHs
JOSUTBHOCTI OpeHAy Mae OyTH YacTUHOK TJ00aJIbHOI MapKETHHTOBOI CTpaTerii

KOMHaHi.l., sSAKa opraHquo B HeEl BIIMCYETHCA, AJ[’KC JIMIIC JIOSAJIBHC Bi):[HOIHCHHSI
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Part 3. The influence of means and channels of communication on the life

3.1.

3.2.

3.3.

quality in turbulent conditions

Olha Boiko, Larysa Otroshchenko, Olena Zhylenko. Peculiarities of intercultural
communication: value-cognitive basics. This work is devoted to studying
the peculiarities of intercultural communication in terms of such world trends
as globalization and migration, as well as in people’s cognitive and labor activity.
The essence of the communication concept, its types, and approaches to it have been
thoroughly analyzed. Attention has been paid to the characteristics of the intercultural
interaction between representatives of different ethnic societies and to the consideration
of the socio-cultural behavior patterns of representatives of foreign-speaking ethnic
groups. Different communicative levels representing the context of communication
between speakers of different cultures have been analyzed.

Iryna Romaniuk, Kostyantyn Deyko, Oleh Koloskov. PR and advertising
in marketing communications of tourism business enterprises. Marketing
communications play an important role in the formation and promotion of tourist goods
and services in the national and international tourist markets. It was determined that
the main elements of marketing communications are advertising, public relations, sales
promotion and direct sales. Advertising is the most effective and most expensive means
of the complex of marketing communications of tourism business enterprises.
PR deserves special attention, because it affects the tourist (consumer) unobtrusively
and inspires more trust than advertising. It was found that sales promotion is used
to stimulate demand, increase the client’s awareness of the tourist product and service.

Wiladyslaw Wornalkiewicz. Projects in the field of 5G network construction. Times
of restrictions caused by the ongoing COVID-19 pandemic, showed in many situations
the failure of the existing teleinformation net. Suddenly, there was need for switching
to remote learning, domestic work at the computer and performing many of the services
online. Abrupt, strong load on the older generation’ teleinformation networks and
significant  odernize n of many operations through Internet, have come to the
attention of the government in different countries to a need for an implementation of 5G
broadband network. In anticipation of future potential customers, many
of the commercial companies put as swiftly as possible an effort to change
the transmission equipment for much efficient, when it comes to a capacity
of information. In the framework of the European Union, directives to enter a codified
5G network were drawn up. This study shows the situation within the scope of progress
of installation works of such a network in Poland among leading countries in this
respect. It was presented how China comprehensively treat the introduction of new
telecommunications solutions, in relation to individual service consumers, as well
as through a wide absorption of a business for this undertaking. Either the EU or China
believe the successful implementation of 5G network, is a good boost to  odernize
the economy.
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3.4.

3.5.

3.6.

3.7.

Inna Havryliuk, Tetiana Kovalova. Social journalism in the media space
of Ukraine. Social journalism is a special type of media practice, which is becoming
more and more popular in Ukrainian society, and therefore widespread in the media
space. This is evidenced by those media that cultivate the direction in question. Most
media researchers agree that this is a special thematic direction, the hallmark of which
IS paying attention to social problems. Social journalism can be presented both on social
media platforms and in new media. We propose to nominate the latter as "socially
oriented” ("socially marked") media. Decision journalism, constructive journalism,
community journalism can also be considered a component of social journalism, since
all these forms of media practices are socially oriented.

Iryna Zhylenko. Literary criticism as a component of the emigration media space
of the twenty years of the interwar period (on the example of the magazine
"Our Culture™, Warsaw, 1935-1937). The present work analyses literary criticism
as a component of the emigration media space, and defines the main forms of literary
criticism. The thematic horizons of publications are being outlined based
on the examples of literary and critical publications, and reviews, and new names
of literary critics are being introduced. It has been stated that the majority of reviewers
continued the Dragoman tradition in their approach to the evaluation of works of art.
Besides, it was emphasized that the state of ideological and aesthetic criticism was
approaching the European level.

Tetyana lvanova, Mariana Sorochuk, Eva Reina. Information requirements
of young Ukrainian refugees. The results of the study of information needs,
expectations and interests of young people who were forced to leave Ukraine as a result
of hostilities and are trying to adapt to life in other countries are presented. The studied
group uses an individually-mediated method of obtaining information.

Difficulties in obtaining information in a group: lack of skills to work with large
amounts of information, lack of competence in assessing the objectivity of information.
The group is focused on active interaction with the Ukrainian society, this must be taken
into account when planning information events.

Tetiana Kviatko, Anastasia Dmytrenko, Eva Lukashyna. The role of brand loyalty
in business development. The article examines the influence of consumer loyalty
on the development of the company. It has been established that the effectiveness
of loyalty programs is determined by the attitude of buyers and their behavior in relation
to the products offered by the company. Loyalty programs should be aimed at forming
long-term relationships with the target audience, because this is precisely what affects
the effectiveness of its activities in a certain market segment. The main methods
of evaluating the effectiveness of loyalty programs are considered. The process
of forming brand loyalty through social networks has been studied.
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