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AnHoTtanusa. B gaHHO paboTe aHaAM3KPYIOTCS OCHOBHbIE WHCTPYMEHThI U
MOAXO/bl, HarpaB/ieHHble Ha (ODMHDOBaHUWE  TOJIOKUTETBHOTO UMM/ Ka
opraHu3aiuii, ¢GyHKIMOHUPYHOIIUX B chepe ycayr. Ocoboe BHUMaHUEe yjereHO
K/FOUeBbIM acTieKTaM, TakKuM KakK OpeHJuHT, yIIpaBlieHWe peryTalued U
MCII0/Ib30BaHUe COBPEMEHHBIX TeXHOJIOTUM 1udpoBoro MapkeTuHra. MccnenoBaHue
COCpPe/IOTOUeHO Ha BBLISBJEHWM TOTO, KaK pa3HOOOpa3Hbie MeTofbl, BK/IOUast
couuanbHble  MeAaua, PR-kammaHuM,  BUEONPOM3BOACTBO W BHEJIpEHHE
WHHOBALIMOHHBIX TEXHOJIOTHUM, TAKUX KaK NCKYCCTBEHHBIA UHTE/JIEKT, CTIOCOOCTBYIOT
YKPEIUIEHUI0 KOHKYPEHTHBIX TMO3UWI[UKA OpraHu3alvii U (hOPMHUPOBAHUIO [IO0BEpUS
K/1MeHTOB. OT/e/NbHO MOJUEPKHUBAETCS 3HaUeHHe BU/IEOKOHTEHTa U MHTEePaKTUBHOIO
B3aMMO/JIeHCTBUSI C ayJUTOpUeM, KOTOpble OKAa3bIBAalOT 3HAUWTE/IbHOe B/MSHHE Ha
BLICTPaWBaHUE [IO/ITOCPOYHBIX OTHOIIIEHUM C MOTPeOUTe/IIMU. OTH UHCTPYMEHTHI He
TOJIBKO YCH/IMBAIOT SMOLIMOHAIBHYIO TIPUBSI3aHHOCTb K OpeHAy, HO U CIIoCOOCTBYIOT
TOBBIIIIEHUIO YPOBHS  JIOSJTbHOCTHA. KOMIUJIEKCHBIM  TOAX0, 00beJUHSIOLNI
BU3yaslbHble, TEXHOJIOTHYeCKHMe U STUUeCKUe 37eMeHThl OpeH[uHTa, T03BOJISeT
TipeIpUsITUsIM HarboJsiee 3(pPeKTUBHO afjanTUPOBATHCS K AUHAMUYHBIM M3MeHeHHUSIM
PBIHOYHOM CpeJbl.

KaroueBble cioBa: WMWK, cdepa yoiyr, UMUK OpeHza, KopIiopaTHUBHas
pertyTarysi, BOCTIpHSATHE K/IMEHTOB, COLIMA/bHBbIe CETH, CUCTeMbl 0OpaTHOM CBsi3H,
BH/IEOTIPOU3BO/ICTBO, I[UGPOBOH  MAapKeTHHT, [OBepHe K/IHUEHTOB, CBSI3b C
00I11eCTBEHHOCTHIO.

Mumk OpeHa, KOpIopaTUBHAA pPenyTalusi, BOCIPHUATHE KJIHeHTOB

ViMupk opranu3anuu B cdepe yCIyT TpeICTaB/isseT COO0M K/TIOUeBOi 3/1eMeHT
eé CTpaTerMuyeckoro IIO3UI[MOHUPOBAaHUS U  (OPMHMPOBAHUS KOHKYPEHTHBIX
npenmyiectB. Ero ycnemiHoe co3manue TpeOyeT KOMILIEKCHOTO TTOAXO0ZA, KOTOPbIA
BBIXOJUT 3a paMKH TpPaJMIMOHHOTO OpeHguHra. VIMUK BK/IIOUaeT B ceOs
BOCIIpUSATUE KOPIOPAaTUBHOW pemnmyTal[id W  OTHOIIleHWe K/IWEeHTOB, YTO B
COBOKYMHOCTH (hOpMUpYeT CUMBOIMUECKUM KarnuTan komnanuu [14]. Kak oTtMeuaeT
Anekcanzaposa JI. FO., KomriekcHas OLleHKa M yIipaBjieHWe UMUKeM CTaHOBSATCS
HeoOXOUMBIMU 1S YKPeTUIeH!sI KOHKYPEHTHBIX MTO3ULIN TTPeTIPUSITUNA B YC/IOBUSIX
BBICOKOUM KOHKYPEHIIUH.

CornacHO TeopuM WMU/pKa OpeHja, [JaHHBIA 3/IEMEHT MpeZCTaB/sieT COOOM
pe3y/ibTaT  BOCTIPUSTUSI  3aMHTEPECOBAaHHBIMU  CTOPOHAMH  XapaKTePUCTHK
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OpraHu3allid uepe3 WX JIMYHBIA ONbIT U OXuZaHusi [3]. dopmupyeMblii UMUK
B/IMsSeT Ha JIOSVIBHOCTh KJ/IMEHTOB M WX B3auMOJeMCTBHe C KommaHued. Cpenu
K/FOUeBBIX aTpUOyTOB WMUKa B cdepe yCIyr BbIAEISIOTCA Ha/EKHOCTD,
KOMIIETEHTHOCTb, OT3bIBUMBOCTh U JOCTYHOCTh COTPY/HUKOB. JTO MOJTBEPKJAeTCS
WCC/Ie[JOBaHUSIMY, KOTOpble  TOAYEPKMBAKOT Ba)KHOCTb  SMOLIMOHA/IBHBIX U
IMIUPHUUECKUX (DAaKTOPOB B CO3ZIaHUM CHUIBHOT'O UMHKA OpeH/ia.

BocnpusiTue KIMEHTOB TakKe WrpaeT K/IKOUEBYIHO poJib B (hOPMHPOBaHUU
UMH/Ka KOMITAaHUU. OTOT KOMIIOHEHT OmpejieNisieTcsl TeM, KaK TMoTpedouTenu
VHTEPNPETUPYIOT M yCBAauWBalOT CBOM OMbIT B3aMMOJEUCTBUSI C OpraHU3aLuen.
HNanHoe BocmpusiTie (OPMHUDPYETCs pa3/IUuHbIMM (DaKTOpaMH, BK/IKOUYasi KauyeCTBO
o0cny>XMBaHUs, WHHOBALMM, KOMMYHUKAI[MOHHbIEe TPAKTUKU M OIBIT K/IMEHTOB.
KomriiekcHasi OlleHKa BOCTIpUATHS TIOTpeOuTeseli MOKeT BBISIBUThH KPUTHUYECKH
Ba)KHbIe CBeJleHUsI O TOM, KaK OpraHu3alusi pacCMaTpUBAaeTCs U Kakue 37eMeHTbI
HY>XIAKOTCA B yJyUlleHUW [Jis TIOBbIIEHUs1 ee uMupka. Hanpumep, ucciegoBanue
MEXXIYHapOAHOTo ajporiopta YeOokcapbl T0Kasalo, UYTO TakKHe acIeKThl, Kak
KauecTBO OOCTy)XMBaHUWSI W Jie/ioBasl PeryTarysi, CYI[eCTBEHHO TIOB/US/IM Ha ee
KOHKYPEHTHOe TIOJIO’KeHHE, UTO TOYepPKHBaeT HeoOXOAUMOCTh CTPAaTerHuecKoro
yIipaB/ieHUs] UMU/KeM J71s1 JOCTYKeHUST [J0JITOCPOYHBIX Liesieit [1].
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Puc. 1. O6beKThI POPMUPOBaHUS UMH/IKa
Ba)XHO yuuTBHIBaTh, UTO YCIleX KOMIIAHWMW, [AJi1 KOTOPbIX WMWK HMeeT
NepBOCTerleHHOe 3HaueHWe, BapbUPYeTCsi, TI03TOMY MOAX0/IbI K ero (popMHUPOBaHUIO
TakkKe oT/iMyatroTcs (puc. 1.). PacTyijas BaXKHOCTb (OPMHPOBaHUSI MUMH/KA B
CEKTOpe YC/IYT SB/SIeTCs OTpaykeHueM 0osiee IIMMPOKUX TeHZEHIIUIA Pa3BUTHS PbIHKA U



TeOpeTHUUeCKUX AOCTKeHHd. [1oCKOMbKYy cdepbl yCIyr CTaHOBSTCS Bce Ooree
KOHKYPEHTOCTIOCOOHBIMH, CO BpeMeHeM TIOsIBJisieTCsl  ocTpas Heo0XOAWMOCTb
y/yulllaTh WUMHK OpraHusaluu. JTO TpebyeT CHUCTEMHOTO TOAXoJa K OLleHKe
aTpubyTOB HMHKa C TIOMOILBI0 KAaueCTBEHHBIX W KOJWYECTBEHHBIX METO/I0B
MCC/ieIoBaHUsl. AHa/M3 KOHTEeHTA, CTaTUCTUUYeCKUe OL[eHKU U OT3bIBbI MOTpebuTeeit
WTPAlOT peIlarollyl0 POJib B OIpe/le/IeHUH CUIBHBIX W CJ1IaObIX CTOPOH WMM/KA,
TI03BOJIsIs OpraHu3aysM 3G heKTUBHO pa3pabaThiBaTh CTPaTErHH.

TeopeTnueckre TMOAXOAbI K TOCTPOEHUIO HWMHIKA B SKOHOMHUKE YCIYyT
MO/[YePKUBAIOT Ba’KHOCTh WHTETpaliui UMHU/pKa OpeHzia, KOPIOpPaTUBHOM pernyTalun
W BOCIIPUSITUS KJIWEHTOB. ODTU 3J7IeMEHThl B COBOKYITHOCTM BJIMSIFOT Ha TO, KakK
OpraHv3aliyisi BOCIIPUHUMAETCS] Ha PbIHKe, B/MSS Ha ee CrIOCOOHOCTh TpHUB/eKaTh U
y/ep>XKUBaTh K/IWEHTOB, YKDeIUISATh [JOBepUe W AOCTUTaTh YCTOWUYMBOTO yCIiexa.
Crparernuecknii (OKyC Ha 3THUX H3MepeHHUSX I103BOJIsieT OpraHu3alusM cdepbl
yciyr  6osiee  3(pQeKTHBHO OPUEHTHPOBATbCA B KOHKYDEHTHOW cpefie, UTO B
KOHEYHOM WTOre TIPUBOAUT K TIOBBIIIEHWIO KauecTBa OOC/Iy)KWBaHUSI U
OpraHu3aLlMOHHOU 3(P(EeKTUBHOCTH.

IIpakTHUecKHe HHCTPYMEHThI /ISl y/IyullleHUs1 HUMU/pKa OpraHu3anuu

Cdepa yoiyr xapakTepu3yeTcsi HeMaTepUa/ibHbIM —XapaKTePOM CBOHUX
Tipe/lJIO’KeHUM, UTO JlejlaeT CO3/laHue U Mojijep>KaHre CUIbHOTO OPraHU3alluOHHOIO
UMUKa pemiatoiiuM ¢dakTopoM s ycrnexa 6OusHeca. CylijecTByeT HECKOJIBKO
MPaKTUYECKUX MHCTPYMEHTOB [I/Is1 y/IyYllleHUs] OPraHU3alMOHHOTO UMHU/KA, KaXK bl
13 KOTOPBIX UMEET CBOU YHHKAaJ/IbHbIe TIPEMMYIL[eCTBA U NpeJI0KeHUs.

[TnaTdopMbl colLMa/ibHBIX CeTell W MeCCeH/)KepoB, Takuhe Kak BKoHTakTe,
TenerpamMm, A”pekc [I3eH ciyKaT )KU3HEHHO BaKHBIMM KaHa/laMU [iJIsl CO3[aHus U
pacrpocTpaHeHWss HWHGOPMAlMM HMMM/KEBOTO  XapakTepa Omarozmapss — CBoeid
VHTEPaKTUBHOCTA Y IIMUPOKOMY oxBaTy. CenunBaHOBa M KpaBlioBa MOJUepPKUBAIOT
Ba)KHOCTb COLIMAJ/IbHBIX CeTel B (JOPMUPOBAHUM UMU/Ka OpraHu3alui B UHAYCTPUU
pa3syieuennit [11]. Vcronb3ys Takue mnatgopmbl, Kak BKonTakte u Tenerpamm,
KOMIOaHWM  MOTyT  3(@eKTUBHO  OpUEHTHUPOBaTbCSd  Ha  OMpe/eeHHbIe
JeMorpadyueckue — TpyIMIbl, HacTpauBaTb  CTpaTerMd  KOMMYHMKAllUM U
yCTaHaB/MBaTh /IBYCTOPOHHWE KaHalbl KOMMYHUKAI[UH, KOTOpble CIIOCOOCTBYIOT
0o0paTHOM CBSI3U U BOBJIEUEHUIO B PeXXHUMe peasibHOTO BpemeHM. [JaHHOe liesieBoe
B3aWMO/ZIEMCTBME UMeeT pellarollee 3HaueHue [IJI1 CO3/JaHusl JIOSJIbHOM KIMEHTCKOU
6a3pl 1 (HOpPMUPOBAHUS TIOJIOKUTETHPHOTO WMHAKa. Hanmuuue mociefoBaTe/IbHOM
CTpaTerud B  COLMA/AbHBIX CeTSX  TI03BOJISIET  KOMMaHusIM  (hOpMUPOBATh
TIOBECTBOBaHHS BOKPYT CBOero OpeH/ia, HaTipSIMyt0 B3aUMO/[eHiCTBOBATh C K/IMeHTaMH
Y yTIPaBJIsATh 0011leCTBEHHBIM BOCIIPUSTHEM. bosiee TOro, BO3MOXXHOCTH COIMA/IbHBIX
ceTel IMO3BOJISIFOT OpPraHU3alUsIM OLICTPO pelliaTh JiI0Oble HeraTUBHBbIE TMPOOIEMBI,
KOTOpDble MOTYT BO3HUKHYTh, Te€M CaMbIM 3alllWlllasg W JaXe yjyullas CBOIO
pemnyTaruto.

Kamrianuu 1o cBsizsim ¢ obiriectBeHHOCTRIO (PR) mipescTaBisitoT coboi elije
O/IVH Ba)KHbI WHCTPYMEHT B apcCeHase [Jid CO3[jaHus UMHKa B cdepe YCIyT.
Koposs A. ob6cyxzmaeT posib KOPIIOPaTUBHOM peK/iaMbl, KaK MOII[HOTO MHCTPYMeHTa



KOMMYHUKAIIM, HaAIlpaBJIeHHOTO Ha CO3[jaHWe U TIOoAep’kaHue 0/1arorpusiTHOTO
MMHU/Ka U [1eJIOBOU pernyTaljuu. [1o MHeHUIO aBTOpa, 3 (eKTrBHAsi KOpriopaTUBHAas
peKjiaMa [0/DKHa COOTBETCTBOBATh IL[€HHOCTSM, MUCCHA W BUJEHUIO KOMITaHWH,
O/IHOBDEMEHHO OTBeYasi UHTepecaM W OKWJJaHWSIM 3auHTepPeCOBAaHHBIX CTOPOH.
CrpaTernueckoe pacrpocTpaHeHWe WH(QOpPMAaLMU 4Yepe3 IIpecc-penusbl, Tpecc-
KOH(epeHIMH, CTTIOHCOPCTBO U MHULIMATUBBI TI0 BOBJIEUEHHIO COO0DII[ecTBa roMoraeT
OpraHu3al[dsiM CO03/laBaTh I[IOJIOKUTENbHBIM UMUK U  YKPeIUIsiTh [lI0BepHe
obriecTBeHHOCTH. [IpezcTaByisisi TIOC/ieoBaTeNbHBIM M ayTeHTUUHbIA WMWK C
MOMOLLbI0 3TUX PR-MeponpusTHii, cepBUCHbIE OpPraHuW3alid MOTYT OT/IMYaThbCs OT
KOHKYDEHTOB M YKPEIUISATh PenyTaLvi0 HaJle)KHOCTH M YeCTHOCTH [9].

[ToMrMO COLIMATBHBIX CeTel U CBsizeli ¢ 00I|eCTBeHHOCThIO, CUCTEMbI OT3HIBOB
K/TMEeHTOB He3aMeHUMbl B COBpeMeHHOW 3KOHOMUKE YC/IyT. DTU CUCTeMbI 00/1eryaroT
cOOp MHEHHH, BreYaT/JeHWd W TIPe[JIO’KeHWHM K/IMEeHTOB, TPeJOCTaB/sAs I[eHHYIO
rH(dOopMal1io, KOTOPYHO MOXXHO MCIOJIb30BaTh AJis YJIyullleHusl Mpe//Io)KeHU yCayT
W yJAyullleHWss UMUpKa OpraHu3aiyu. [IMKn oOpaTHOM CBSI3H, CO3/IaHHBIA 3TUMH
CUCTeMaMM, TapaHTUDPYeT, YTO OXHUJAHWUS W BOCHPUSTHE KJIHWEHTOB MOCTOSHHO
OTCJIE)KUBAIOTCSI WM YUMUTHIBAIOTCS. Takoe B3aWMOJIECTBHE TIOMOraeT TIOBBICUTh
JloBepre U JIOSUJIbHOCTb K/IMEHTOB, UTO SIB/SIETCS Ba)KHEWIIMMU 37€MeHTaMu B
CO3[]JaHMM CWIBHOTO WMU/)Ka OpraHusaiuu. Kpome Toro, opraHu3saiiuu, KOTOpbie
SBHO [IeCTBYIOT Ha OT3bIBbl K/IMEHTOB, YaCTO BOCIIPUHUMAIOTCS Kak 0Oosee
OT3bIBUMBbIE M OPUEHTUPOBaHHbIE HAa K/IMEHTOB, UTO TOJIOXKUTEIbHO BUSIET HAa WX
OOIIMI UMUK U PeryTaLUio.

[y winocTpauyy TipeficTaBbTe ce0e CeTh OTesiel, KOTopasi HCI0J/Ib3yeT
WHTErpupOBaHHYI0 CHUCTEMY OT3bIBOB K/IHMEHTOB /i cOopa BrieuaT/ieHWi rocrei
yepe3 HECKOJBKO TOUeK COMPHUKOCHOBEHWs, BK/IOUas OHJ/IAMH-OIPOCHI, 0030pbI B
COLIMATbHBIX CeTSX U TIPSIMOe B3aMMO/IeHiCTBHEe BO BpeMs TipeObiBaHUs. AHaTU3UPYS
3TU [laHHBIe, OTe/Slb MOXKET ONpeJe/NUTh 00/1aCTH [/ y/IydllleHWus W BHEeAPUTH
M3MeHeHUs, KOTOpble Y/ydJIllaT KauecTBO oOcCmykuBaHWS KiaueHTOB. Korzga roctu
BUJIAT, UYTO UX OT3bIBbI TIPU3HAKOTCSA U NMPUHUMAIOTCS BO BHUMaHUe, UX JIOSJIBHOCTh K
OpeHIly VKperuisieTCs, M OHU C OOJIbIlIel BEPOSTHOCTBIO OYyJIyT e/TUThCS
TI0JIOXKUTE/IbHBIMU OT3bIBaMU ITy0/IMUHO, elije 60/bIlle YKPeTiss penyTalyio oTersl.

VHTerprpoBaHHBIM MOX0/], 00beAUHSIONINM 3TH TTPaKTHUeCKe UHCTPYMEHTBI
— couuanbHble Meaua, PR-kammanuu u cuctembl 00paTHOMW CBSI3U C K/IME€HTaMH —
MOXXET 3HauUWTeNbHO yJIYYLIWTh UMUK OpraHu3aluu B chepe ycayr. Takod moaxon
rapaHTHpyeT, UTO UMUK, MPOeLMpyeMbiii Ha OOIleCTBEHHOCTh, Oy/leT He TOJIbKO
TocsiefloBaTeTbHBIM U 1[eIOCTHBIM, HO U Oy/leT OTBeuaTh AMHAMUUECKAM OXKUJJaHUSIM
KJINEHTOB.

Bribop 1 BHeJpeHHe KOMMYHUKAIJMOHHBIX CTpaTerWid OKa3bIBAIOT KJIOUEBOE
B/IMsIHME Ha (DOpMUPOBaHWE KOPIIOPAaTUBHOTO MMU/Ka U pernyTaluy. Kak oTMeuaeT
Koponb A., 3¢(eKTrBHOe yrpaB/ieHHe UMHU/KeM T03BOJIIeT KOMIAHUSIM T0/Ty4YaTh
3HAUMTE/IbHYI0 SKOHOMUYECKYI0 BBITO/ly, CO3/laBasi YCTOMUMBBLIM 00pa3, KOTOPBI
CIOCOOCTBYET ONTOCPOYHOMY YCIexXy B KOHKypeHTHoU cpefe [9]. Vcnonbs3oBaHue
colyabHO-MeIUMHBbIX TIaTGopM U PR-MHCTpyMEHTOB B COYeTaHHWU C aKTUBHBIM
B3aMMO/IeliCTBUEM C K/IMeHTaMU T103BOJIIeT OpraHu3alusiM He TOJbKO (POPMUPOBATH



TTO3UTHUBHbIMN MWK, HO U YKPEIUIATh UX PbIHOUHbIE ITO3ULIWH.

BiusiHue BH/A€ONPOM3BO/ICTBA HA UMH/DK OpraHu3anum cepsl ycayr

BuzeonponsBoACTBO B COBPEMEHHBIX peausix CTaHOBUTCS  Ba)XKHBIM
3JIEMeHTOM /[ijis1 (G OpPMUPOBaHUS UMH/PKa OpraHu3alivii, 0cobeHHO B cdepe yCayr, riae
BU3ya/lM3aliUsi WrpaeT K/IIOUeBYIO poJib. B OoT/MuMe OT MaTepuasbHBIX TOBapoOB,
yCJIyTH XapaKTepU3yHTCSl He0Cs3aeMOCThI0, UTO TpeOyeT KpeaTHBHBIX MOAX0/0B ISt
repeiaud UX LIEHHOCTU. KaueCcTBEeHHbIM BUIEOKOHTEHT MOMOraeT Ipeo/ioyieTb 3TOT
Gaprep, TIpefloCTaB/isAiss ayAUTODUM HarJisgHOe U SMOILMOHANbHO HacChIljeHHOe
npeZcraBieHre o0 yciayrax KomrmaHuM. CorjacHO WCCAeJOBaHUsIM, KpeaTHMBHbIE
peK/laMHble TeXHOJIOTHH, BK/tOUasi BUJEOTPOU3BO/ICTBO, CIIOCOOCTBYIOT yCUIEHUIO
B3aUMOZIeCTBUsI OpeH/ia C 1ie/IeBOU ayAUTOPUei U YBeJIMUeHUIO eé BOB/IeUEHHOCTH.

BuieokoHTeHT 006/1a/laeT YHUKAIBHON CIIOCOOHOCTBIO TIpHB/eKaThb BHUMaHUe
u (opMupoBaTh SMOLIMOHAIBHYIO TIPUMBSA3aHHOCTE K OpeHpy. OpraHu3auuu
VICTIO/Ib3YHOT BUJIEOPOJIMKUA He TOJBKO /11 MH(QOPMHUPOBaHHWsA, HO U [JJ/Is1 CO3[aHUSA
TOBECTBOBAHUM, CIIOCOOHBIX BBI3bIBaTh y ayJUTOPUM CHIbHBIE AaCCOIIMAaTUBHBbIE
cBsi3u. Haripumep, MeXXAyHapoJHble CeTU OTejiell peryaspHO  MyOIUKYOT
BU/IEOPO/IUKY, [JE€MOHCTPUPYIOLIME UWX BbICOKOK/JIACCHBIA CEPBUC, POCKOILIHbIE
VMHTEpPbEPBl M BHUMaHWe K JeTansM. Takue maTepuasibl YCUIMBAKOT [JOBEpUE K
OpeHy, UTOo MOATBEP)KAAeTCs yCIelIHbIMUA KelicaMy BeAyII[MX BU/Ie0TNPO/IaKIlIeHOB.

CoBpeMeHHble TeXHOJIOTUM, TaKuhe KaK [OIoJiHeHHas peanbHOCTh (AR),
3HAUMTeIbHO PaCIIMPSIOT BO3MOXXHOCTH BHUeONpPOoM3BOACTBA. AR HMHTerpupyercst B
BUJle0 U1 CO3[@aHusl 3axBaThbIBAIOIUX WHTEPaKTUBHBIX CHOKeTOB. Harpumep,
areHTCTBa HeIBIKUMOCTU WCTOb3YIOT BUPTYa/ibHbIe TYpbI, YTOObI KIMEHThl MOTJIN
OLIeHUTh HEJBWKHWMOCTb B [leTa/lsiX, He BbIXOJA W3 JoMa. Takue WHHOBALUU
MOBBILLAIOT Y/ OBJIETBOPEHHOCTh K/IMEHTOB W YKPEIUISIOT MX [PUBA3aHHOCTh K
OpeHpay.

[TonmynsipHOCTb  TMO/B30BATE/ILCKOIO  KOHTEHTa  CTPEMUTE/bHO  PacTéT.
KoMrianuy  akTHUBHO  MOTHUBUPYIOT  KJIMEHTOB  JIeIUTbCSI  BU/I€OPOJIMKAMU,
JE€MOHCTPUPYIOIIUMU HX TI0JI0)KUTEIbHBIA OIbIT B3aUMOJEUCTBUSI C YCayraMu
Openjia. HaripuMep, B aBHALIMOHHOM OTPac/iy IMPOKO UCIIOJB3YIOTCS BU/I€00T3bIBbI
MyTelIeCTBeHHUKOB, UTO T03BOJIsIeT C(OPMHUPOBaTH y TMOTEHLUATbHbIX KIMEHTOB
o0pa3 HaJi€KHOTO U K/IMEeHTOOPUeHTHUPOBaHHOTO OpeHza. ColldaibHble CeTH, TaKue
kaK TikTok m YouTube, cramu BakHbIMM TIOLjaZKaMU [/ PaclpOCTPaHEHUs
BU/IEOKOHTEHTAa. BH/1e0pONUKY, aJanTUpPOBaHHbIE MOJ WX aJirOPUTMbI, TOTy4aroT
BBICOKMI OXBaT M BOBJIEKAEMOCTb ayAuTopuu. VccieoBaHUs MOKa3bIBalOT, UTO
KpeaTHBHbIe MapKeTHHIOBbIe KaMIaHWU C UCT0J/Ib30BaHUEM KOPOTKUX BUI€0OPOTMKOB
CroCcOOHBI  3HAUWTE/ILHO TIOBBICUTH y3HAaBaeMOCTh OpeHJa W YKDeINuTh ero
penyTaLuio.

TakuMm , NogKpernIEHHOe NHHOBALMOHHBIMUA TEXHOJIOTUSIMU U CTpaTeruuyeCcKuM
MOJAXO0/I0M, $IBJIIETCS MOLHBIM HMHCTPYMEHTOM /1 (D)OPDMHPOBAaHUS CHIBHOTO U
YCTOWUMBOIO UMU/pKa OpraHu3anui B cgepe ycayr. IHTerpanusi SMOLMOHATBHOTO
MOBECTBOBaHMUsA, T0/b30BaTebCKOrO KOHTEHTa W COBPEMEHHBIX I1aTGopM



TI03BOJIsIET KOMIIAHUSIM He TOJIbKO YKPeNUTh CBOU MO3ULIMU Ha PbIHKEe, HO U Ha/la[JuTh
JIOJITOCPOYHbIE OTHOLLIEHUS C ay AUTOPHEN.

VIHHOBaIMOHHBIE HHCTPYMEHTHI U MOAX0/bI B OpeH/juHre cepbl ycayr

B ycnoBusix cTpeMUTeNBHOTO pa3BUTHS LU(PPOBBIX TEXHOJIOTMU UHCTPYMEHTHI,
npuMeHsieMble 151 ()OPMHUPOBaHUSI MMU/pKA OpraHvd3aluii B cdepe yCIyT,
TIpeTepriesii 3HauuTe/IbHble U3MeHeHUs. TpaJIuLIMOHHbIE MapKETUHTOBbIE MOJXO/bI,
XOTS ¥ COXPAHSIIOT CBOK aKTyaJbHOCTb, BCE yallle JOIMOJIHAKTCS WIA 3aMeHSIFOTCS
WHHOBALIMOHHBIMU ~ pellleHUsiMU. Haubosblilee BausiHMe Ha TpaHchOpMalUiO
OKa3bIBalOT COL[MasbHbIe CETH, UCMO/Ib30BaHe UCKYCCTBeHHOro uHresuiekta (UN) u
MapKeTHHI B/IMSIHUSI, KOTOpble CTa/ld Ba)KHEWIIMMHU 37eMeHTaMu COBPEeMeHHOMU
KOMMYHUKALIMOHHOM CTpaTeruu.

VcKyCcCTBeHHBIM ~ WHTe/UIEKT  BBICTyIaeT  MOLUHBIM  HWHCTPYMEHTOM,
obecrieurBamIMM aBTOMATU3ALMI0 MapKeTHHTOBBIX IIPOLIECCOB U  yIpaBjieHue
B3aUMOZIeHCTBUEM C K/IMeHTaMu. byiarozapsi criocobHOCTH aHanW3upoBaTh Oosbliive
00béMBI faHHBIX, IV TipefocTaB/isieT OpraHM3alysiM BO3MOKHOCThH aZlanTHPOBATh
CBOM MAapKeTHMHIOBble YCW/IWS C BBICOKOW CTeMeHbHD TOUYHOCTH. OTO I03BOJISIET
CEerMEeHTUPOBaTh ayJUTOPHI0 Ha OCHOBE MpeJArOouTeHWH U TOBEeJEeHUs, UTO B CBOKO
ouepe/ib CroCOOCTBYeT CO3[aHUI0 TMEPCOHATM3MPOBAHHOIO KOHTEHTa, CIOCOOHOro
BbI3bIBaTh 0Oojiee TyOOKMHI OTKAMK y LeneBbix rpynn [2]. Kak yka3bIBaroT
ucciefioBanus, uaT-60Tbl U marpopMel  Ha ocHoBe WM moBbILIaKOT
YZ0BJIETBOPEHHOCTb KJIMEHTOB, IPe0CTaB/IsAs ONepaTUBHYIO MOAAEePKKY U yiyyllias
uxX B3auMmojeiictBue ¢ OpeHgoM. Takoii mMoAxofJ CrIOCOOCTBYeT He TOJIBKO
YJIyULIeHUIO KOPIIOPaTUBHOIO UMHU/Ka, HO Y POCTY JIOSIZIBHOCTU ayAUTOPUU

VcKyCcCTBeHHBIM ~ WHTE/UIEKT  BBICTyIaeT  MOLUHBIM  HWHCTPYMEHTOM,
o0ecrieurBamIMM aBTOMATU3ALMI0 MapKeTHHTOBBIX IIPOLIECCOB U  yIpaBjieHue
B3aUMOZIeHCTBUEM C K/IMeHTaMu. byiarozapsi criocobHOCTH aHanu3upoBaTh Oosblive
00béMBI faHHBIX, IV TipefocTaB/isieT OpraHM3alysiM BO3MOKHOCThH aZlaTHPOBATh
CBOM MAapKeTHUHIOBble YCW/IWS C BBICOKOW CTeMeHbH) TOUYHOCTH. JTO I03BOJISIET
CEerMEeHTUPOBaTh ayJUTOPHI0 Ha OCHOBE MpeJArOouTeHWH W TOBEJEeHMs, UTO B CBOKO
ouepesib CroCOOCTBYeT CO3[aHUI0 TMEPCOHATM3MPOBAHHOIO KOHTEHTa, CIOCOOHOro
BbI3bIBaTh 0Oosee ryyOOKMII OTKAMK Yy LeneBbix rpynn. Kak ykasbiBaroT
ucciefioBaHus, uaT-60Tbl U marpopMbl  Ha ocHoBe WM moBblLIalOT
YZ0BJIETBOPEHHOCTb KJIMEHTOB, IPe0CTaB/Isis ONepPaTUBHYIO MOAAEPKKY U yiyyllias
uxX B3auMmojeiictBue ¢ OpeHgoM. Takoii mMoAX0J CIIOCOOCTBYeT He TOJIBKO
YJIy4LleHUI0 KOPIIOPaTHBHOTO UMH/Ka, HO U POCTY JIOSUIBHOCTH ayautopuu [15].

[IpakTyeckass 3HaUMMOCTb 3TUX METO/0B IOATBepK4aeTcCsl UCC/Ie0BaHUAMY,
B TOM uucsie pabotamu ViBaHeHKO U 3aXapeHKO, KOTOpbIe TIOJUEéPKUBAOT Ba’)KHOCTh
KOMILUIeKCHOro mozaxozga. Anamm3 mnpakTMK OOO «[leTpoBckuid  aBTOLEHTP»
MPO/IEMOHCTPUPOBAJ, UTO YCrelHoe (GopMHUpOBaHMe UMHKa TpebyeT He TOJIbKO
VCII0J/Ib30BaHUsI COLMA/IBHBIX CeTer U COTPYJLHUYECTBAa C JIWJlepaMyd MHEHUH, HO U
aKTUBHOTO BOB/IeUeHUsl IepcoHana B miporiecc OpeHguHra [3]. OTo mo3BossieT
YKPeNUTb BHYTPEHHIOI KYJ/bTYpy KOMIMAHWW W YJIyulllMTh BOCIIpUsITUEe OpeHjia CO



CTOPOHBI ITOTpebuTe e,

VHHOBALlMOHHBIE MHCTPYMEHTHI, TakKWe KakK colnuasbHble cetd u U,
IpeOCTaB/IsAIT yHUKa/lbHbIe TperuMyllleCcTBa B IJIaHe OXBara, [epCOHaIu3aLvu U
yKperuieHus fgoBepusi. OHAKO AJisi JOCTH)KEHUS] MaKCUMaTbHOW 3()(eKTUBHOCTH UX
HCTI0/Th30BaHHe [JO/DKHO OBITh MHTErpUpPOBaHO B OOIIYIO CTpaTervio OpeHAWHTa, UTo
BK/IIOYaeT pab0Ty C TMepcoHa/loM U TIOCTOSIHHBIM MOHUTOPHHI KJ/IME€HTCKOM
YZIOBJIeTBOPEHHOCTU.

Posib OpeHJUHra U yIIpaB/ieHUs pemnyTaiuen

bpeHauHT U ympaB/ieHWe peryTalMedl WrpalT LeHTPaJbHYI0 poOb B
cdbopMrpoOBaHMY U TIOAepKaHUU TI0JIO’KUTETbHOTO UMUK OpraHU3aliuu, 0CO6eHHO
B cdepe yciayr. KoprnopaTMBHble KOMMYHMKALMM SIBJISIFOTCSI OCHOBOM 3TOrO
npoijecca, oObequHSIST WHCTPYMEHThI, KOTOpble 00eCcIreurBaroOT II0C/IefoBaTelbHOe
CO3[jaHMEe W pa3BUTHE KaK UMH/pKa, TaK U [eJIOBOM pernyTauud KomraHuu. Kak
OTMeYaeTCs B UCCAeIOBaHUM AJeKCaHAPOBOM, UMUK KOMIIAaHUM J0/DKeH OBITH He
TOMBKO BU3yaJbHO TIPUBJIEKATe/bHbIM, HO W TOAKPEIUISITbCA  peajbHbIMU
NeUCTBUSIMA, TaKUMH KaK TMpe/oCTaB/leHre BbICOKOKAUECTBEHHBIX YCAYT U
TIOCTPOEHME [JOBEPUTE/IbHBIX OTHOIIEHUHN C KJIMeHTaMU, UTO sB/sieTCs (hyHJaMeHTOM
JJ1s1 IONITOCPOYHOrO0 yCIiexa.
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Puc. 2. CBsi3b UMHU/PKa U MapPKETUHITOBbIX KOMMYHUKAL[AN

MapKeTUHrOBble ~ KOMMYHUKALIUM  BBICTYTNAIOT  BaXXHBIM  3JIEMEHTOM
ynpaBieHuss umumkeM (puc. 2). OHM pea/u3ylOTCsi uepe3  BU3Ya/IbHYIO
WJIeHTUUYHOCTD, BK/ItOYasi ((MPMEeHHbIN CTU/Ib, MUCCUI0 KOMIAHUU U e COl[MabHbIN
CTaTycC. DTH acreKThl He TObKO YCUIMBAIOT Y3HaBaeMOCTb OpeH/ia, HO U YKPEeIUIstOT
KOPIIOPaTUBHYIO KYJBTYPY, UTO B CBOK OUepe/lb CIIOCOOCTBYET POCTY AOBepuUsi CO
CTOPOHBI K/IMEHTOB U MOKymaTesieli. Pe3yabTaThl UCCAe10BaHUsI IOATBEPKIAIOT, UTO
yCIlelliHasi WHTeTpalvs BU3yaJbHBIX M CTpPaTerMuecKuX 3JIeMeHTOB OpeH/uHTa
CrocoOCTBYeT MOBBIILIEHHIO peHTa0eTbHOCTH KOMITaHUU.

MapKeTHHIOBble ~ KOMMYHMKAI[Ud  BBICTYMAIOT  BaKHbIM  37IeMEHTOM
yrnpaejeHus: uMupkeM. OHM peaM3yrOTCS uepe3 BU3YaJbHYH HEHTUUHOCTD,



BK/IOUass (DUpPMeHHbIM CTWIb, MUCCHI0O KOMIMaHWKW W e€ COLMa/lbHBIM CTaTyC. OTU
acTieKTbl He TOMBKO YCHU/IMBAIOT Y3HABaeMOCTh OpeHZa, HO U  YKPeIISIOT
KOPITOPAaTUBHYIO KY/IbTYypPYy, UTO B CBOIO OUepefib CIIOCOOCTBYeT POCTY ZOBEpHSI CO
CTOPOHBI KJTMEHTOB U TIOKyTaTesieil. Pe3yibTaThl MCCIe/I0BaHUS TIOATBEPIK/JA0T, UTO
yCrelliHasi WHTeTpal[dsi BU3ya/JbHBIX W CTpaTeTMYeCKUX 3JIEMEHTOB OpeHJuHTa
CrI0CcOOCTBYET MOBBIIIEHHIO PeHTabeTbHOCTH KOMITaH!H [6].

OddekTrBHOE yTpaB/ieHUe peryTaljieii 0XBaThbIBaeT IIMPOKHUI CIEKTp 3ajay,
BK/IFOYasi TPO3pauyHyl0 KOMMYHHUKAI[MI0 U COOJIfo/leHre 3TUYeCKUX CTaH/[apTOB.
Opranuszaiyu, JeMOHCTPUPYHOIMe MPHUBEP)KeHHOCTh COL[MaTbHOM OTBETCTBEHHOCTHU
yepe3 CIIOHCOPCTBO WX O7aroTBOpUTE/IbHBIE TIPOEKThI, YKPEIUISIOT —CBOIO
pernyTai{io, UTO TOJIOXKUTebHO CKa3blBaeTCsd Ha WX HeMaTepua/bHbIX aKTUBax,
BK/OUass PbIHOYHYH0 CTOMMOCTb M  WHBECTHI[MOHHYI TIPUB/IEKATe/bHOCTD.
PenyTaiusi, Kak CTpaTernueckuii pecypc, UrpaeT pellalolilyl0 poJib B IPHB/IeUeHUU
K/TMEeHTOB Y TIapTHEPOB, 0COOEHHO B KOHKYPEHTHOM Cpe/ie.

Posib OpeHguHTa W ympaB/ieHWs peryTalueid B cdepe yCayr OTIHYAETCS
MHOTOTPAaHHOCTBIO ¥ CJIO)KHOCTBbIO, UTO OOYC/IOB/IEHO BBICOKOM CTeTeHbIO
KOHKYPEHI[UU Y TIOCTOSIHHO MEHSIIOIIUMUCS OXKUJAaHUSIMU K/THeHTOB. DM QeKTUBHbIN
MOJX0/, K 3THUM aclieKTaM TpeOyeT CTpaTernueckoro BH/IeHHS, KOTOPOe COYeTaeT
BU3ya/IbHbIE 3/IeMeHTbl OpeHJuMHTa, KaueCTBeHHOe TIpefloCTaB/ieHHe  YCJIyT,
TTPO3PavyHOCTh B KOMMYHHUKALIUSX U TIPUBEP>KEHHOCTb 3TUUECKHUM CTaHJapTaM.

Crpareruy noBbIlIeHUs1 UMH/)Ka OpraHu3aLuu

CrpaTeruu yKperieHusi UMH/pKa OpraHv3aliii BCE aKTHMBHee HCIO/b3yHOT
M(}pPOBOM MapKeTUHI B KauecTBe K/IHOUEBOIO WHCTPYMEHTa /Jisi TOBbILIEHUS
Y3HaBaeMOCTU W YCWIEHUS B3auUMOZEMCTBUSI C ayAuTOpUer. OTOT WHCTPYMEHT
OXBaThIBaeT ITMPOKUNM HAOOp TaKTHK, BK/IIOUas TMOMCKOBYHO orrumu3saimio (SEO),
KOHTEHT-MapKeTHUHT, 3/eKTPOHHbIe PAaCcChbUIKM W TapreTUPOBaHHYK) peKIamy.
Vicmosib3ysi 3T METO/[0JIOTHH, OpTaHU3aI[ii MOTYT /IOCTABJIATH 1ie/ieBble COODITeHNs
CBOEW ayJUTOpWH, TeM CaMbIM CO03/laBasi WUMU/K, KOTOPBbIM pe30HUpPYeT C
L[EHHOCTSAMM UM OXHUAAHUSIMU KIMeHTOB. Tak, HMHCTpyMeHTbl PR mMoBbIIatOT
CrOCOOHOCTh OpraHM3aluii COXPaHSATh CBOMW TMO3UIIMH Ha PbIHKE U CIIOCOOCTBOBATh
(hOpMHPOBaHHIO TIO3UTUBHOTO BOCTIPUSITUSL Cpeld TOTeHIUaJbHbIX KIUEHTOB.
OcHOBHasi ujes 3akK/uaeTcsi B TOM, UTO XOPOLIO CO3[aHHbIA WMWK BHOCHT
OrPOMHBIN BKJIaZ, B OyAyIIUi ycriex U pa3BUTHe OpraHU3aliUU, MPOK/IabiBas MyTh K
YCTOWUMBBLIM OTHOIIIEHUSIM C KueHTaMu [12].

Crparernueckass Ou3Hec-KapTa ¥ WHCTPYMEHTBHI [jisi (OPMHUpDOBaHUS U
yJIydlilieHus] KOPIIOPaTUBHOT'O MMU/IP)Ka MHOTOTPaHHbBI, TPeOYyIOT TOHKOT'O TIOHUMaHUSsI
OUHAMHWKN OW3Heca W OKUAAHUNA 3aMHTEepPeCOBAHHBIX CTOPOH. CTpareruueckoe
WCI0/Ib30BaHue 1[M(POBOTO MapKeTHWHIra MO’KeT T0OMOUYb B TO3UI[MOHUPOBAHUU
OpeHzila TI0-0COOEHHOMY, TIOJUepKHBasi YHUKa/bHbIe I[eHHOCTHBIE TIPeJIOKeHUs M
oTinyass ero OT KOHKypeHTOB [13]. Hampumep, uWHHOBallMOHHBIE LHU(PPOBbIE
KaMITaHHH, JIeMOHCTPUPYIOIIe MPUBEP)KEHHOCTh OpeH/la YCTOMUHMBOMY DPa3BUTHIO
WM BOBJIEUEHHOCTU B COO0OIIIeCTBO, MOTYT 3HAUWTEIbHO YJAYUIIWTH €r0 WMHIK
cpefid  COLIMAJLHO  CO3HATeNbHBIX  ToTpebuTeneir. IlocieoBaTeNlbHOCTE B



CoOo0II[eHusTX TI0 BCeM I[MGPOBBIM KaHa/laM YCWIMBAaeT W/eHTUUHOCTh OpeH/a,
rapaHTHpYs, UTO yKelaeMbIi UMUK Oy1eT miepeZiaH eJUHOOOpa3Ho.

BakHo mpu3HaTh, UTO (POPMHPOBaHUE TOJOKUTETHLHOTO UMH/)Ka — 3TO He
pa3oBoe HauMHaHWe, a HeNpepbIBHBIM Mporiecc, 00yC/IOBIeHHbINH AUHAMAYHBIMU
DPBIHOUHBIMU ~ YCJIOBUSIMA W MEHSIIOIIUMUCS  TIPeJTIOUTEHUSIMH  TIOTpebuTee.
Co3aHue  TIONIOXKUTENTBHOTO  WMHU/pKa TpeOyeT  pery/sipHOro aHaivM3a |
CBOEBPEMEHHBIX KOPPEKTUPOBOK, a TaKKe BOBJIEUEHUS] COTPYJHUKOB B y/yullleHHe
o0Cy)KBaHUSI KIMEHTOB M KauecTBa MpoAykiuu [8]. B 3ToM cBeTe mopjep>kka
COTPYJHUKOB MO’KeT OBbITh MOIIHBIM acrieKToM LidpoBoii ctpateru. COTPYAHUKH,
KOTOpbIe TO3WTHMBHO MPOJABUTalOT KOMITAHWIO Ha CBOUX IJ1aTGOpMax COLHaTbHBIX
ceTer, MOTYT YCU/IUTb KOPIOPAaTUBHbIM UMUK WU3HYTPH, CO37aBasi CUIbHBIM T'OJI0C
bpenpa.

Kpowme Toro, nHctpymeHTbl PR ocTaroTCs HEOThbeM/IEMOU UaCThbl0 CTpaTeruu
dbopMrpOBaHUS WMU/KA, CIIOCOOCTBYST KOHCTPYKTHBHOMY OOIIEHHUIO MKy
opraHu3anueid U ob6iecTBeHHOCThIO. He cTOWT 3a0biBaTh, Kak MHCTPyMeHTbI PR
BaKHBI /s pelrtieHus pobjieM, CBSI3aHHBIX C UMUPKEM, U yCTpaHeHHs TIPo0esioB B
o0ITleCTBEHHOM  BOCIIPUATHHM.  OD(PQeKTHBHbIE TMUap KaMIaHUHA, KOTOpbIe
NMOAYEePKUBAIOT WHUI[MATHBBI KOPMOPAaTUBHOM COLIMA/IbHOW OTBETCTBEHHOCTH,
CHOCOOCTBYIOT TIO3UTUBHOMY BOCHIPUSITHIO 0OIeCTBeHHOCTH. B gomosiHeHue K
TpaJULIMOHHBIM MeporipusTusiM PR, tm@posor PR ucnonb3yer oHnalH-111aTHOPMBI
[Jis pacripocTpaHeHusi HGopMaLyy 1 60iee MPSIMOTO ¥ TOUEUHOTO B3aUMO/IeNCTBYS
C ayAUTOPHeHn, ONITUMHU3UPYS BO3JeUCTBHE Ha UMUK OpPraHU3aL|uu.

B KOHKypeHTHOM Cpefle CeKTOpa YCJyr CTpaTeruyeckoe WCI0Ib30BaHue
1[M(POBOTr0 MapKeTUHIra U COLIMA/IbHBIX CeTel, AOMOHeHHOe Ha/le)KHBIMU YCUTUSIMU
PR, umeeT mepBoCTernieHHOe 3HaUeHUe /1Jisl yAyullleHUs UMU/pKa OpraHu3alyi cgepbl
ycayr. [IlvHaMUYHOe B3aUMOJIeUCTBHE STUX UHCTPYMEHTOB T103BOJIIET OpraHr3alysiM
CO3/1aBaTh TIO3UTHBHBINA UMUK, YKPEIUIss J0BepHe W JIOSTBbHOCTh TOTpeOuTesiei.
[TockonbKy cgepa ycayr npojo/DKaeT pa3BUBaTbCs, HeIpepblBHAs ajarnrauys U
CTpaTeruv B3aUMOJEUCTBUS OCTAHYTCS BaXKHBIMM [I/Is1 TIOAJI€P)KaHUS U yIyUllleHUs
KOPIIOPaTUBHOI'O0 UMU/I’KA, YTO B KOHEUHOM MUTOre MPUBE/IeT K YCTOUUHMBOMY yCIexy
busHeca.
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