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provisions for cost optimization involvement, sharing, resource allocation. Considered
advantages forms incentives system, the traditional idea of who is to determine the set of
external impulses that lead to the further performance of businesses in the area of business
processes.Evaluation of cooperation incentives can be implemented based on a number of
instruments, including determining the level of productivity of resources, loss of income
assessment, measurement of opportunity cost of resources involved in business, cost-
effectiveness analysis resources.Incentives for cooperation in the allocation of resources, it is
advisable to divide into two groups - voluntary and compulsory. The difference between
voluntary and coercive incentives is that the reaction to the effect of negative incentives is to
create defense mechanisms for businesses focused on counteracting factors that will ensure the
achievement of efficiency not only partners, but also society as a whole. Unlike coercive
incentives, voluntary incentives cause reactions associated with the freedom of choice of
economic feasibility decisions on appropriate resources to attract economic turnover.

Keywords: economic activity, company, motivation, resource allocation, collaboration,
promotion.
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0.41. Spmomiok

CRM TA EMIIIPUYHUI MAPKETHHT

Busnaueni ocnosni menoenyii 63aemo38’szky CRM i emnipuunozo maprkemumnzy
ma iX 6naue Ha MapKemunzogy OislbHicmb nionpuemcmed. Poskpuma cymmuicmo
eMNIPUYHO20 MAPKEeMUHSY, 8CMAHOBIEHO N SiMb OCHOBHUX U020 CKIAO0BUX MOOYIi8, AKI
8I0N0BI0AIOMb 30 eMOYIIHI NePedCUBAHH THOOUHU.

Knrouosi cnosa: mapkemune, eMnipudtull MapKemuue, MapkemuHe08a OislbHiCb,
cucmema 83aEMOBIOHOCUH 3 KIIEHMamu, pouupera cucmema e3aemogionocur, CRM.

Onpeoenenvi  ocnoguvie menoenyuu ezaumoceasu CRM u  smnupuueckoco
MapkemuHea u ux GIusiHue Ha MApKemuH208yio desmenbHocmy npeonpusmus. Packpeima
CYWHOCb IMNUPULECKO20 MAPKEeMUH2d, YCMAHOBNEHO NAMb OCHOBHBIX €20 COCMABNIOUUX
MoOyneu, omeeuaouux 3a SMOYUOHAIbHbLE NEPEHCUBAHUS HET0BEKA.

Knrouesvie crosa: mapkemuHe, SMAUPUYECKUN MAPKEMUHe, MAPKeMUH208das

OeﬂmeﬂbHOCmb, cucmema 63auUMOOMHOUEHUN C Kiuenmamu, pacuupennas cucmema
szaumoomnowenun, CRM.

IMoctanoBka mpodaemu. CporofgHi, eMIIPUYHUI MapKETHHT CTa€ BCE
Oimpmr 1 OLTBII TOMYJSIPHOIO KOHIENII€0 MpocyBaHHS OpeHziB. [lieBumnu
IHCTpYMEHTH B MeXax Ili€i KoHmemnmii € cremianbHi 3axoau. BigmiHHICTH
EMIIIPUYHOT0 MApKETUHTY BiJ TPaJULiHHOTO HOJIATaE€ B TOMY, LIO CIOXHBady
NPOTIOHYETHCSA BIAYYTH 1 NEPEeKUTH sKi-HEOynb emowii, MoB'I3aHi 3 IUM
OPOAYKTOM a00 MOCIyroro. BiggyBmmm Taki eMolii, JIOAWHA 3aIiKaBIIOETHCS 1 B
Hel BUHMKae OakaHHs NMpuAOaTH NMEBHUH NMPOAYKT YW mociyry. s oTpuMaHHsS
naHoro eexTy el BU MapKETHHTOBOI JisSUTBHOCTI BUKOPHCTOBYE iH(OpMaIIiiHi
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texHoorii. ToMmy, TomibHEe BIPOBAKEHHS CHCTEM B3a€EMOBITHOCHH 3 KIII€HTAMH,
JUTSL OUTBIT YITKOTO BU3HAUCHHS MOTPEO CIOKHMBAYIB Ta HAJIATOKEHHS 3BOPOTHOTO
3B’A3KY.

AHaJi3 ocraHHiX pociizkeHb Ta myOaikanmiii. B xoxi mpoeneHoro
JIOCITIJPKEHHS, BCTAHOBJICHO, 110 B YKpaiHi HEIOCTaTHHO TEOPETHYHUX MaTepialliB
CTOCOBHO HOBUX TEHJEHLIH B MapKeTHHIOBIH JisUIBHOCTI, a 0coOnMBO iH(popMarii
PO BUKOPHUCTAHHS CHCTEM B3a€EMOBIHOCHMH 3 KII€EHTAMH B EMIIPUYHOMY
MapKETHHTY B KOMITaHiAX YKpaiHu.

MeTo10 po0OTH € BUCBITJICHHS HOBHX TEHACHIINH PO3BUTKY MapKETHHTY
Ha ocHOBi CRM, mo MaioTh ICTOTHO BIUIMHYTH Ha (YHKIIOHYBaHHS
MapKETHHTOBOI JiSIIHHOCTI HA i IMPHUEMCTBI.

Bukaag ocHoBHOro marepiamy. Hame pocnmimkeHHS CBITYUTH TIPO
HEJIOCTATHIO yBary yKpaiHCbKHX HAayKOBIIB JO NUTaHb BHKopucranHsi CRM B
eMIIpUYHOMY MAapKEeTHHI'Y Ta HOro BIUIMBY HAa MAapKETUHIOBY JiSUTBHICTH
mianpueMcTBa. Ha ChOTOAHINIHIA J€HP MApKETOJIOTH BCE OLTBII MEPEXOISTh Bij
TPaAMLIHHOTO MapKETHHIY BJIACTHBOCTEH 1 mepeBar 10 (OpMyBaHHS y CBOIX
KJII€HTIB eMOIPUYHHUX NepexKHBaHb. [ e(eKTUBHOTO eMIipUYHOTO MApKETHHIY
HEOOXiHO TPHU KOMITOHEHTH, SIKi BU3HAYAIOTH HE TITBKHU MiAXiA IO MapKETHHTY,
ame 1 Oi3Hec B HUIOMY: iH(pOpPMAaMiiHI TEXHOIOTi(; OpeHI; pPO3MOBCIOKECHHS
IHTETPOBaHUX KOMYHIKAIil 1 €IEMEHTY PO3Barm.

CrocoBHO iH(MOpMAIIfHUX TEXHOJOTiH, TO B HAIl 4Yac, BOHU yBIWIUIN Y
BCl c(epy HAIIOTO XUTTA, K B IEPCOHANBHUN Tak i Oi3Hec cekrop. [Ipmaomy
BAXKO €00 ysBUTH €00l JOKYMEHTOOOIr KommaHii ©e3 BHUKOpPHCTaHHS
iHpOpMalIHHUX TEXHOJIOTIH. A CHCTEMH B3a€MOBIJHOCHH 3 KIIIEHTOM 00’€JHAIN
BCi iH(MOpMaIiifHi MOTOKW Ha MiANPUEMCTBI, HAJTATOJMIA B3a€EMO3B’ 30K MiX
KIIEHTOM Ta KOMIIAHIEI0, BCTAHOBUBIIM J0Bip4i BimHOCWMHH. [1[0 MO3WUTHBHO
BIUIMHYJIO HAa  JIOSJBHICTH  CIIOKHMBAdiB, MOMXJIMBICTh  OUIBII ~ TOYHOTO
CErMEHTYBaHHS iX KOMIIaHi€l0, MPOTHO3yBaHHS MalOyTHIX 3amuTiB Ta MOOaXkaHb
KJIIEHTIB, BCTAHOBJICHHS TICHHUX JTOBIPYMX B3a€MOBITHOCHH.

BimHocHO OpeHy, TO IIe He MPOCTO CJIOBO, SKE MU BCE YACTIIIE 1 YacTile
HE TLTBKH 4y€EMO, BXXMBAEMO, aje 1 6auymmMo. SIKIO O3MpHYTHCS HaBKOJIO, TO 0e3
CYMHIBY, MOXXHa M00Oa4yMTH, MO0 y BCiX cepax MOBCSKICHHOTO >KUTTS BHHUKIIN
neBHi Openau. OueBHIHO, MO CHOTOAHI HABITH pedi, sIKIi MH TpPaguIlifHO HE
cripuiiMaeMo Ik OpeHaH, GaKTHIHO € TaKWUMHM 1 SK Taki Jil0Th Ha pUHKY. BoHm
(hOopMyIOTh Yy CBIIOMOCTI JIFOJIMHU XapaKTepHi BiIMITHI 00pasu, acorriariii, Tomio, a

TaKOX BOJIOAIIOTh IOTCHIIAJIOM PHHKOBOTO TIPOCYBaHHS 1 PO3MOBCIOKEHHS,
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BOJIOJIIIOTh JOCTOTHCTBAaMH TIOBHOILIIHHOI TOProBOi MapKH Ta MOTPeOyIOThH
IUIAHYBaHHSA 1 ympaBmiHHA. SIK Bce NepeTBOPIOEThCS Ha OpeHn, Tak Bce,
MEPETBOPIOETHCS Ha (hopMy KOMYHiKaIliil. B yMoBax rio0ambHOCTI MIHAETBCS 1 caM
TOH KOMYHIKallifHUX MOBiOMIIeHb. MoBa Bxe He He npo cyTo iHpopMaliiHy ix
¢yHKIiI0, Bce HAaO0yBae pO3BaKaJbHOIO Xapakrepy. TpaauuiiiHuii MapKeTHHT,
PO3BHBaBCS SIK peakiis Ha MoTpedy IHAyCTpiajbHOI €moXu i BXKE HE BiIIOBinae
3alUTaM pEeBOJIIOLIHHOrO OyMy pO3BUTKY KOMYHIKamid, Mo BiaOyBaeThCs
CBOTO[HI, iHpOPMAiIHHIX TEXHOIOTIH Ta eKcraHcii 3 00Ky MapouHuX ToBapis. I1ix
"TpagUIiHHAM MapKEeTHHIOM" MAaeThCSA Ha YBa3i, KOHIENIiS METOJOJOTidHUX
HalpaloBaHb, HAKOIMYCHHUX 3YCWIIIMH YYEHHX, KOHCYJIBTaHTIB 1 IPaKTHKIB
MapKeTHHTy. SIK He MAWBHO, I KOHIEMIS SIK 1 paHille CKIagae OCHOBY
MapKeTHHTOBOI POOOTH, MPOTITOM 0araTthOX JECSTWIITh, HE 3a3HAIOUN NPAKTHIHO
HISIKMX CepHO3HMX 3MiH. TpajuIiiHUIi MapKeTHHT B 3Ha4yHid Mipi oOepHEeHuil Ha
(yHKIIOHANbHI BJIACTHBOCTI TOBapiB. [IpUXMIIBHUKK TPaAMLIHHOTO MapKETHHTY
BUXOJIATh 3 TOTO, 110 KIIieHTH (Oyap TO npodeciiini abo KiHLEBl criokuBavi) Oyab-
SAKOTO pPHUHKY (TOBapiB BHUPOOHMYOrO IPHU3HAUCHHS, CHOXHUBYOTO, PUHKY
TEXHOJIOTiH ab0 MOCNyr) HIYKaloTh B TOBapi HAsSBHICTh IIEBHHX BJIACTHBOCTEH,
MOTIM OLIHIOIOTH 1 MOPIBHIOIOTH IIi BIACTHBOCTI, BUOMPAIOTH MPOIYKT, 110 BOJOJII€E
B iX 09ax HaWOUIBIIO KOPUCHICTIO. AKIIEHT TPaJUIIITHOTO MAPKETHHTY Ha (aKkTH
BU3HAYAE PAIiOHANBHUN MiIXiJ 10 CIIOKUBAHHI. Moro xoHmenmis e Mae MirHOI
TICUXOJIOTIUHOT 0a3H, SIKOI0 OOTPYHTOBYBABCS O CTaH CIIOKMBa4a, HOTO peakiii Ha
MPOAYKTH 1 KOHKYPEHI[iI0. AJie TaKOXK, TPAIUIIHHUN MapKETHHT BOJOIIE 1 PIIOM
MO3UTHBHUX SIKOCTEH, siki ciix 30epertu.ChOrofHi  CIIOKUBa4Y —CHpUiiMae
BJIACTHMBOCTI 1 IepeBary, sKiCTh MPOJYKTY 1 MO3UTUBHHUN IMIIK OpeHAY SK camMo
co0or0 3po3ymine. 3AaTHICTh KOMMNaHil TMOPOKYBaTH B JIIOAWHI OaxaHi
nepexxnBaHHs (TOOTO B TOTPiIOHOMY KIIOYi BHKOPHUCTOBYBATH MOJKJIHMBOCTI
iHpOopMamiHHUX TEXHONOTiH, OpeHAIB i B3a€EMHO IHTETPOBAaHMX KOMYHIKAmiH, i,
3BHYAIHO K, €JIEMEHTIB PO3Bark) 1o CyTi, i BU3HAYaTHME 1i yCIIiX Ha JI00AIbHOMY
pHUHKY THCSUOMITTSA. ONHIEO 3 IepeBar eMITipUYHOTO MapKeTHHTY € Te, 110 BiH He
HAaJISKHUTh Hi 10 OJJHOTO METOJY, 1 TOMYy €KJIIEKTHYHHH B CBOIX JOCIHIKEHHX. SIK
IHCTpPYMEHTH BHBYEHHS BHMKOPHCTOBYETHCS BCE, IO 3JaTHE IMOPOAWUTH IUTIIHY
inero, iHGopMariitai TexHoorii Ha 4o 3 CRM, mist aHanmiTHKY Ta HaxaropKeHHS
TiICHOT B3a€MO/Iii MiX TiAPUEMCTBOM Ta CIIOKHBAYEM.

EmmnipryHuii MapKeTHHr 3 BIIPOBA)KCHHSAM CHCTEM B3a€EMOBIIHOCHH
MPOTIOHYE 1 HOBWH minxix no OpeHawHry. BpeHAawHr 3a3BWYail, e THUIOBHI

ineHTHdIKaTOp MPOAYKTIB (ipMH Y BUTIISAII HAHMEHYBaHb, JJOTOTHUIIIB 1 pEKIaMHUX
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IeBi3iB. B Ham Wac HemoCTaTHHO MPOCTO PO3MICTHTH CBili OpeHI Ha JecsaTKax
PI3HOPIAHMX TPOMYKTIB i HOBUX ACOPTUMEHTHHX JIiHISX, THPaXyBaTh OpeH] B
paMKax Iporpam MepyaHgail3uHry. BpeHn noTpiOHO AOHECTH A0 BCiX I'SITH
OpraHiB MOYYTTS JIOAMHHU, 10 HOro cepus i po3ymy, o0 3abe3nmeduTH
CIIO’KMBAueBl IHTErPOBAaHE BPaKEHHS Ha CIIO)KMBaya.

B emmipuuHOMYy MapKeTHHTYy € M'ATh CKJIQJOBHX CTpaTeridyHuX
EMIIPUYHUX MOIYNIB: BIAUYTTS, BIAUYTTSA, PO3IYMH, Mil, CHIBBIJIHONICHHS, 3a
JONOMOTOI0 SIKHX, MEHEIKEP 3 MAapKeTHHTy MOXXE BH3HAYUTH CTPATETiio
MapKETHHTOBHX JIilf KOMITaHil.

1. Biouymmsa. OpieHTOBaHI Ha CEHCOpHI BIAYYTTS pEKIaMHI POJIHKH
MOPYIIYIOTh 30pPOBi 1 CIyXOBi PEUENTOpPH CIOXHBada IIBUAKOI 3MiHOIO
ypUBUYACTUX 3pa3KiB 1 CYNPOBOKYIOUOIO iX IIEBHOIO MY3WKOIO. JlMHAMiUuHUMH,
NPUBEPTAIOYMN YBary BiJeopsia MoOXe C(OPMYBATH MICJs SKUXOCh M'ATHAIUATH
CEeKYH/]I CTiliKe Bpa)KCHHS.

2. Biouymms. Ha BigMiHy Bia MomepenHboi, pekiama, OpI€HTOBaHA Ha
eMOIlii, HepiZKO MPEeICTaBIIsIE KUTTEBY CUTYaIlil0, [TOETAIHO HApPOILYE eMOIliiHe
CIPUUHATTS, 1O JO3BOJSIE  TUIsiAueBl  TOBHOIO — MIPOK  MPOHUKHYTHCS
MPOTIOHOBAHMMH 00pazamu.

3. Po30ymu. PexiaMHi KaMIaHil Ui IIBOTO MOIYJS, BiIPI3HAIOTHCS
CTaTeUHICTIO 1 pPO3MIpEHICTIO, 3a3BHYail CyNPOBOKYIOTHCA  3aKaIpPOBHUM
KOMEHTapeM 3 TIEPEeX0/I0M JI0 eKPaHHOTO TeKcTy. OCHOBHMH aKIEHT CTaBUTHCS Ha
30yIKeHH] TYMOK CIIOKHBayYa.

4. Jlii. Pexyiama, 10 CHOOHyKae 10 [il, 3a3BUYail MPEACTaBISIOTHCS
pe3yJIbTaTH TUX 200 IHIIMX BYMHKIB, IPOSIBU IEBHOT'O CTUITIO JKHTTSL.

5. Cnissionowenns. I'eposMi pekJiaMu JIaHOTO THUIY CTalOTh THIIOBI
MPEACTaBHUKN THX TPYH JIOAEH, 3 AKUMHU IJIs11ad iMOBIpHO cebe acoritoe abo 110
SIKMX XOTIB OM BIJTHOCHTHCS.

TakyuM YMHOM EMITIpUYHHUI MapKeTHUHT IpHUIycKae Habarato rimoOmi i
CHCTeMaTH4HI JOCII/DKEHHSI CIIOXKHBAYiB, HOBHH MiJIXiJ] IO pO3pOOKH i TecTyBaHHS
peKJIaMHUX KaMIaHiH Ta IPOIYKTIB.

BucHoBKH i HAPSAMOK MOJAJBINNX JOCTITKeHb. [lincymyeMo BwIle
HalMcaHe, y pe3yJbTaTi CBOrO PO3BUTKY CHCTEMH B3a€MOBIIHOCHH 3 KIIiEHTaMH
PO3BUBAIOTHCS TaK CaMo, SIK 1 caMa MapKeTHHTOBA JisUTbHICTh. BucTynaroun B posi
YHIBEpPCAIILHOTO 1HCTPYMEHTY, SIK CTpaTeril BemeHHs Oi3HeC isIbHOCTI Tak i
iHpopMaIiifHOT TEXHOJIOTii, CHCTEMH B3a€EMOBIIHOCWUH 3 KII€EHTaMH JaloTh

MOXJTUBICTb, TPOAHATI3yBaTH BECh CTAaH CIIOXKWUBAYiB, OIUCATH EMITIPUIHI
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TCHJCHIIII, & TaKOX TOYHO BU3HAYUTH IMOO@KaHHS TOTO UM IHIIOTO CETMEHTY
croxuBayiB. B Hamr yac KoMmaHii MOBHHHI IEPEOCMUCIHTH ceOe i mepelTH o
CHHEPreTHYHOTO BHKOPUCTAHHS EMIIIPUYHOTO MAapKETHHIY Ta MapKETHHIY
B32€EMOBI/THOCHH B IO€JHAHHI 3 CTpATeTi€l0 BeAeHHs Oi3Hecy Ta iHdopmaniiHoTo
3a0e3neueHHs] Ha OCHOBI CUCTEM B3a€MOBIHOCHH 3 KITIEHTAMH.
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N

Yarmolyuk O.
CRM AND EXPERIENTIAL MARKETING

The main trends in CRM and relationship marketing empirical and their impact on
the marketing activities of the company . Discover the essence of empirical marketing,
established five main modules of its components that are responsible for emotional distress
man.

Nowadays more and more marketers are shifting from traditional marketing
properties and advantages to form their clients empirical experiences. For effective
empirical marketing needs three components that determine not only the approach to
marketing, but the business as a whole: the information technology; brand; distribution of
integrated communications and entertainment elements.

In the empirical marketing are five components of strategic empirical modules:
feeling, sensation, thought, action, relationship, through which, the marketing manager can
define a strategy marketing activities of the company.

Acting as a universal tool such as business strategy business and information
technology systems, customer relationships make it possible to analyze the entire state of
consumers describe empirical trends and pinpoint the wishes of a particular segment of
customers. Nowadays, companies need to rethink themselves and go to the synergistic use of
empirical marketing and marketing relationships in conjunction with business strategy and
information support systems based on customer relationships .

Keywords : marketing, experiential marketing , marketing , customer relationship
system , advanced system of relations , CRM.
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