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Om 8epmuKdas/sbHO20, 3KCK/AKO3UBHO20 U quueudyaﬂbHoeo K 20pU30HMAa/savbHOMY, UHKANO3UBHOMY U
couyuasibHOMy

Koucnuponor Yapnu ®poct TBepmo Bepur, 4to B 2012 rogy HacTtaHeT KoHel cBeTa. B 2009 rony napa
reosoros ob6HapyzKuia, 9To npenmnonoxenne ®pocra MoxkeT ObITh BepHEIM. OHU BEISICHUIIN, YTO 3€MHOE
SITPO BOT-BOT B30OPBETCS, UTO HEMUHYEMO IIPUBEMIET K I'JI00AILHOMY KaTakiau3My. [109ToMy MUPOBLIE
JIUOeps coOOpaIruch BMECTE OISt IPUHSATUS PEIIeHUs U MIPUHSJINCH CTPOUTL TUTAaHTCKUE Kopabiu,
HanoMuHamlme HoeB KoBUer s Toro, 4ToOBl CIIaCTU YaCTh HaCeJIeHUs IlaHeThl. BrIKuBIINe Ha
KOpabJIsix MOJIKHBI OBLIN CO3[aTh HOBYIO IIMBUJIM3ALIUIO.

OTa UCTOPUS SABISIETCS BRITYMKOM U B3siTa U3 punbMa «2012». Ho MHOTHE CLIeHH B pUIbMe
CUMBOJIU3UPYIOT U3MEHEHNSI, KOTOPhIe MBI UCIIBITEIBaeM cedac. OUIbM OEMOHCTPUPYET TO, KaK cTapkle
HOPMEI IMBUNIN3aUNHU (IOMTUTUYECKHUE, 9KOHOMUUYECKNE, COIUMOKYIbTYPHEIE U PEIUTNO3HbIE) OBITIN
paspylIeHb 1 3aMeHEeHbl TOPU30HTaIbHEIM M WHKITIO3UBHBIM HAa00POM COLMaIbHEIX HOPM. B dumbme
IIOKAa3aHo, KaK JIUJEePHl 3allagHBIX CBEPXIePrKaB ObIIM BEIHYKIEHBI OTCTAaBUTH CBOE CaMOJIIO0ue M HadaTh
moroBapuBaThCs OPYT C OpyroM. [Ipy cTpouTeNnbCcTBE TUTaHTCKUX Kopabel UM IPUIIIOCH [10JIaraThCs Ha
oMotk Kutasi. Kopabiu cTany CHMBOJIOM HOBOTO MHEpPa, B KOTOPOM COBEPIIEHHO pa3Hble JIIoAY OynyT
CBSI3aHBI OPYT C APYroM 6e3 KaKux-mubo reorpadpuuecKux UiInu geMorpa¢uydecKux OrpaHudeHu .

Celiuac MBI JKUBEM B COBEPIIEHHO HOBOM Mupe. CII0XKUBIIAsICA CTPYKTYpa YIpPaBIeHUS IIpeTeplieBaeT
pamuKanbHLIE U3MEeHEeHUsT. UHTepHeT, KOTOPHIN IPUBHEC B3aUMOCBSI3aHHOCTh ¥ OTKPHITOCTh B HAIITY
KW3Hb, B 3HAYUTEJIBHON CTEIIEHU OTBETCTBEHEH 3a 3TU U3MEHEHUS CUCTEMEI BJIACTH.

MEI IBII€MCSI CBUAETEIIMU TOTO, KaK 9KCKJIIO3UBHEIE IIOJTHOMOYNS YCTYIIalOT CUJI€ MHKJTIO3UBHOCTH.
«BomnpIllass ceMepKa», IPEeACTaBIAI0INIaa UCKITIOYUTEBHYIO IPYIITY MOTYIIECTBEHHBIX TOCYOapPCTB, He
CMOTJIa CAaMOCTOSITEILHO Pa3pPeIInTh IJI00aIbHEIR (GDUHAHCOBLIHA KPU3UC. MM IIPUIIIIOCH IPUBJIEYD
«Bomnpiryio gBaguaTKy», B KOTOpyio BxonaT Kutait, Munusa u Uapones3us. Teneps 9KOHOMHUYECKas MOIIIb
UHKJIIO3UBHO paccpefoTodyeHa. KpynmHbeIM KOPIIOpanusaM TakKe TPYOHO 3aHUMaThCs MHHOBAILIMOHHOU
IesiTeTbHOCTHIO B PaMKaX CBOUX MCKIIIOUUTENLHBIX OpraHu3anuii. TakuM KOMIaHUSIM, Kak Microsoft u
Amazon, B KOHIIe KOHIIOB, Hy?KHO OBIJIO KYIIUTh 00Jjiee MeNKue, HO B OOMIbIIel CTeIleH HHHOBAIIMOHHEIE
KOMIIaHMHU, Takue Kak Skype u Zappos. [laxe munnuonepsl bumnn 'efitc 1 Mapk LlykepOepr moHUMAaiOT
HeoOXOMMOCTh 9KOHOMNYECKON MHKTIO3UBHOCTH. OHM KEPTBYIOT CBOUM 60OTraTCTBOM, YTOOB TOMOYb
6emHsikaMm ¢ momoibio ®oupma bunma u Menuumer ['edTC U 6/1aroTBOPUTENbHOM Opranu3anuu Startup:
Education (cetiuac nogpa3penenue opranu3auuu the Chan Zuckerberg Initiative).

Tak>xe MBI BUTUM, KaK BEpPTUKaIb BJIacTu Obljla pa30aBjieHa TOPHU30HTAILHOM CuJioi. Bo3bMeEM B KayecTBe
IIpuMepa, YTO Ha BEPIINHE CaMbIX MHOTOHACEIEeHHEIX CTpaH Haxonarcsa «CoenuHeHHEBIe mTaThl Facebook»
C HaceJIeHVEeM OOWH MUJIIVMAp] IM1eCThCOT NSATHOECAT MUJUIMOHOB YeloBeK. Takke MBI HabmromaeM, Kak
JIIOY, JKeJlalolllie y3HaTh caMble IIOCJIefHNEe HOBOCTH OT IPakKAaHCKUX XKYPHAJIMCTOB, Tellepb 3aX0AdT B
Twitter, X0oTs paHbIlle TOCMOTPENIU OBl TEJIEBU3MOHHBIN BEIITYCK Ha TaKOM OoJbiioM KaHasie kak CNN.
YouTube B3s1 'omnuByn mtypMmoM. OnIpoc, IPOBeNeHHBIN 110 MHUIIMATUBE eXXeHelenbHUKa Variety,
IoKa3aJl, 4To IJIs IOOPOCTKOB ¥ MOJIOZEXKHU OT TPHHAAIIATH OO BOCeMHaAIaTH JIeT 3HaMeHuTocTu YouTube
HaMHOTO IIONyJIsIpHEee, YeM rOJINIUBYACKUE 3Be30bl. MHOyCTpHUs pa3BiledeHUud Sony COTPygHUYAET C
YouTube, 4TOGH MOKa3aTh, YTO TOPUIOHTANBHEIE CUJIBI HE MOTYT OBITh OTPAHUYEHBl BePTUKAJIbHBIMHU.
Komepwuitueiii punpM Sony Ha TeMaTukKy CeBepHol Kopeu «HHHmMepevio» n3HadanbHO BHIIE B IIPOAaXKy
Ha YouTube B oTBeT Ha mpefmoiaraeMyio yrpo3y KubepaTaku co cTopoHkl CeBepHoit Kopewn.

[Tepexopn BacTu TakXke BIUSIET Ha niofei. Tenmepsb BIacTh NPUHALJIEXKUT HEe OTOEIbHBIM JIMYHOCTSM, a
coluanbHBEIM rpynnaM. CouuyM BO IjlaBe C HEM3BECTHHIMU JIUiepaMU CBEPraloT IUKTATOPOB. YosI-CTpUT
IIOTPSACIIO OBUXKeHUe «3axBaTu Youn-Ctput». 2KypHan Time B HoMuHauuu «Yenosek roga» B 2014 rony
BeIOpas 60P1I0B, BEICTYHABIINX IIPOTUB BUpyca D6o0ia, a He npe3unenTa CIIA Bapaka O6amy umu
npembep-muHucTpa Unauu Hapernpa Mopun.

OTHU MIOTPSICEHUS B KOPHE U3MEHUIHN HAIll MUP. B MIupe, B KOTOPOM TOPHU30HTANIbHEIE, MHKIIO3UBHEIE U
collrasibHEIe CHUJIBI IPEBOCXOOST BEPTHUKAIbHEIE, OTPAaHNYEeHHbIe ¥ MHINBUOYAIbLHEIE, IOTPEeOUuTeIn
CTaQHOBSTCH ellle 60Iee MOTYIIIECTBEHHBIMHU. Tellepb OHU UMEIOT COOCTBEHHEIH ronoc. OHU He 00sSTCS
OOJILININX KOMITAHUY 1 OpeHnoB. JIIogu TI00ST HeTUTHCS XOPOIIUMH U IIOXUMU UCTOPUSIMU OTHOCUTEJILHO
OpEHIOB.

Becensl 0 6peHmax Temephb BHI3BIBAIOT OOMIBIIE JOBEPHUSI, YEM IleJIEHAIIPABIeHHBIE PEK/IaMHbBIE KaMIIaHUH.
ConmanbHOE OKPYXKEHHEe CTall0 OCHOBHBIM MCTOYHUKOM BIIMSIHUS, OTIePEKAIOIINM BHEIITHHUE
MapKEeTUHTOBLIE KOMMYHUKAIIUY U AaKe JTUYHBIEe TpeanouTeHus. [loTpebuTtenu, Kak IPaBUiIo, Ipu
MIPUHSATUN PEIIeHNs 0 TOM, KaKOi OpeHI UM BeIOpaTh, CIeNyIOT IIPUMEPY CBOUX APYy3€H B COIHAIBLHbBIX
ceTsax. ITO Kak ecyiu Obl TOTPEeOUTEH 3aIUIIAIUCh OT JIOKHBIX OPEHIOBEIX YTBEPKASHUN U 0OMaHa
KOMIIAHUM U CTPOUJIIN CBOIO KPEIIOCTh C IIOMOIIBIO COITMATLHOT0 OKPYKEHU .



OT 3KCK/IIO3UBHOI0O K HHK/IIIO3UBHOMY

[Tpouty Te OHU, KOTA 9KCKIIO3UBHOCTH SIBJIsIIACh 11enbio. Telnepb ee CMeHUIa MHKIIO3UBHOCTh. Ha
MaKpOypPOBHE MUP MEPEXOOUT OT TeTeMOHUU K MHOTOCTOPOHHEN CTPYKType BracTtu. CBepxaepzKaBkl, a
uMeHHO EBpocoio3 u CoeguueHHbie [IITaTh, IOHUMAIOT, YTO HEKOTOPHIE 9KOHOMUYECKUE HepPrKaBhl
OBUXKYTCS K OCTaJIbHBEIM CTpaHaM, 0COOeHHO B A3uHu, KOTOpas B MMOCJIeJHEee BpeMs Pa3BUBAETCS
YCTOMYMBLIMHU TEMITaMU. Ba’kHO OTMETUTH, UTO 3allafiHbIe CBEPXIEPKABHI ITO-TPEKHEMY COXPAHSIOT CBOIO
MOIIlb; TPOCTO CO BpEMEHEM APYTHUE CTPAHBI TOXKE CTAHOBSITCS CUIIbHEE. DKOHOMHYECKas MOIIb OO0IbIlIe HE
cocpenoTouYeHa, a paBHOMEPHO pacIIpeaesisieTcs.

[aHHBINA 9KOHOMUYECKHIH COBUT YacTO 00BICHSIETCS HeMorpaduyuecKoi CUTyallueld HaceleHusI Ha
pa3BuBalollleMcs PHIHKe - 60Jiee MOJIOOOM, IIPON3BOAUTEILHOM U PACTYIIeM C TOYKM 3PEHUS LOXOmOB. ITO
co3paeT BBICOKHUM CIIPOC Ha TOBapHL U YCIIYT'H, UTO, B CBOIO OUepenb, CIIOCOOCTBYeT 3KOHOMUYECKOMY
pocty. OmHaKO IMOCHIeIHre HOBOCTH CBUAETEIbCTBYIOT O TOM, YTO IIPUYMHA MOXKET OBITh HE TOIBKO B
meMmorpadruyeckoM akTope.

C UHHOBAIIMOHHON TOYKHU 3PEHUS Pa3BUBAIOIINECS PHIHKU TaKxXKe OBUKYTCS B IPaABUIbHOM HallpaBJIEHUU.
B mocnemHux maHHBIX, coOOpaHHBIX PobepToM JIMTaHOM, TOBOPUTCS O TOM, YTO MHHOBAIMOHHAS
mesaTenbHOCTh B CoemuHeHHBIX [lITaTax Hadasna cokpamaThcsa. KomryecTBO HaYMHAIOIMIUX KOMIIaHUHT
cocTaBisieT Bcero 8 % oT o011ero KonrnyecTBa KOMIIAHUY 10 BCEH CTPaHe, TOTOa KaK TPUALATh JIeT Ha3ap
mocturasno noutu 15 %. ITo panHbIM JIuTaHa, KOTMYECTBO KOMIAaHUM-0AHKPOTOB MPEBLICUIIO YHUCIIO
HAYMHAIOIINX KOMIIaHUHA.

B A3uu cutyaiiusa COBepIIEeHHO IIPOTUBOIIONI0XKHAaA. CoriacHo JaHHBIM OpraHu3alui 5KOHOMHUYECKOT 0
COTPyOHMYECTBa U pa3BuTus, Kutaii 0OroHMT 110 ”HHOBAUMOHHLIM pacxomaMm EBporeiickuil coro3 u
Coenunenssle lltaTte B 2019 romy. B 2012 rogy FOxHuas Kopes cTana camMoi mepefoBOil CTpPaHOU 110
WHHOBAIIMOHHEIM TEXHOJIOTHUSAM, IToTpaTuB 6omnee 4 % cBoero BBII Ha uccnemoBaHus U pa3paboTKH.

IMonuTudeckoe BAUSHNUE 3allafHOT0 MUpPa TaKXKe CHUXKAETCS BCle[ 3a IaJeHueM 3KOHOMUYEeCKOTO
BnusHus. Ha cMeHy BoeHHOI MoIM, KOTopasi paHee ofeclieynBala BIUSHUE, MeIJIEHHO IPUXOOUT Gojiee
MATKUM IOOX0M 9KOHOMMYECKOH IMOAmepKKY U aurioMatuu. KuTaii, K IpuMepy, COXpaHsIeT CBOe CUIbHOE
BnusiHue B Adppuke Grmarogaps moggepxKkKe B co3gaHuu 6osee 3¢pGeKTUBHOTO YIIPAaBIeHUS U YCTOHIUBOTO
pas3BUTUS.

Cam 6u3HeC OBUKETCS K WHKIIIO3UBHOCTU. TeXHOJIOrUY CIIOCOOCTBYIOT aBTOMaTU3aluu 1
MUHUATIOPU3allK, KOTOPHIE, B CBOIO OYePedb, CHUKAIOT CTOMMOCTE MPOAYKTA U TTO3BOJISIIOT KOMITAHUSM
00CIIyKMBaTh HOBbIE Pa3BUBAIOMINECS PHIHKY. [IpOPEIBHBIE MHHOBAIIUY B PA3JIMYHLIX CEKTOpax Ou3Heca,
KOTOPBIE PaHbIIIe CYUTANINCH «HEPEIHOYHBIMU », TIO3BOJIMIIM OEIHBEIM CJIOSIM HacejieHus mpuobpeTaTh 6oee
OelleBble U TIPOCTHIE MPOAYKTH. TOBapH! U YCIIYTH, KOTOPHIE KOT{Ia-TO CYUTAIUCh OTPAHUYEHHEIMY, TETIEPD
OOCTYIIHHI [IJIsI MACCOBOI'O PBEIHKA I10 BceMy Mupy. Ciofa oTHOcsTCs 1 aBToMoOuns Tata Nano 3a nBe
TBICSYM [OJIJIAPOB, ¥ CUCTEeMa O0(PTarIbMOJIOTHYECKON TOMOIIM «ApaBUHI» IO yAaJIeHWIO KaTapaKTH 3a
IIecTHaAIaTh 4OJIapoB.

Takxke 310 paboTaeT B 00paTHYIO CTOPOHY. Brarogapsi peBepPCUBHEIM WHHOBAIMSIM HOBEIE TOBAPHI MOTYT
€cOo30aBaThCs M ObITH IIPENCTaBIeHEl Ha Pa3BUBAIOIIEeMCS PLIHKE [0 TOTO, KaK HaYHYT rae-nmubo
IpOoJaBaThCA. YMEPEHHOCTh U CTPEMJIEHNE K MUHUMU3AIIUN U3AePKEK TPOU3BOACTBA, ITPOSIBIISIONINECS
IIPY CO3TaHUU MPOOYKTOB, CTAHOBSITCS HOBBIMU UCTOUYHUKaMu auddeperHnmannu. B KaduecTBe N3BECTHOTO
IIpuMepa MOXKET BBRICTYIIaTh HOPTATUBHBIM 3jIeKTpoKapauorpad Mac 400, mpefacTaBIeHHBIN KOMITaHUEHN
General Electric, n3nadanbHO IpefHa3HaYeHHHN OJI UCIOJIb30BaHUSA CeTIbCKUMU XKutenamu Uununu. On
CTas MpoJaBaThCs 0 BCceMy MUpy 6arogapsi CBOel IOPTAaTUBHOCTH, KOTOpas u obecriedyusia eMy OTInudue
OT aHAJIOTUYHHIX ITPOOYKTOB.

ObecneuynBaeMasi HHTEPHETOM NPO3PAUYHOCTh TaKxXKe II03BOJISIeT IPeOIPUHUMATEISIM U3 Pa3BUBAIOITHUXCS
CTpaH 4YepnaTh BOAOXHOBEHUE Y CBOUX MAPTHEPOB M3 MHAYCTPUAbHEIX CTPaH. OHU «KJIOHUPYIOT» OU3HEC,
HAIIOJTHEHHBIN MECTHHEIMU 0COOeHHOCTsIMuU. Hampumep, cymecTByioT nHauiickuii Flipkart.com, momoOHbIH
Amazon; nanone3utickuil Disdus, momo6GHBIN Groupon; kuTtatickuii Alipay, momoGHBIN Paypal;

¥ Mana3uicKuu cepBuc Takcu Grab, mogoOHe Uber. IToTpeObuTessiM B 3TUX CTPaHaX He HYKHO KOATh,
II0Ka aMepUKaHCKKe KOMIIaHUYU HaYHYT OPUEHTUPOBATLCS Ha HUX.

'panunbl MeXXIy pa3sHBIMU OTPACIIIMU IIPOMEIIITIEHHOCTH pa3MbIBaloTcs. [IpociexkuBaeTcsa TeHAeHIUS
KOHBEPTeHIIUU U WHTETPAIMK ABYX MUK 00jiee oTpaciei. Pa3HbBIM OTpaCisaM, AJIsi TOTO YTOOBI 3aII0JIyYUTh
OOHUX U T€X XKe KJIMEHTOB, IPUXOOUTCS JIN00 KOHKYPUPOBATh APYT C APYTroM, Jin60 00bequHATh ycunus. B
OONBIIMHCTBE CIIy4aeB OHU KOHCONMUOUPYIOT.

MHorue MegUIMHCKHUE LIEHTPH TeIlepb OPraHU3YIOT CIUSHNUE C TYPUCTUYECKUMHU 00beKTaMu, YTO
ITO3BOJIIET ONTUMU3NPOBATh PACXOOLI Ha 3[paBoOXpaHeHue U OTObX. Cepus KHUT «IlarueHTs 0e3
rpaHull», u3gaHHas B Benmuko6puTtanuu, B 2013 romy momoriia OKOJI0O OOUHHAOLATA MUJITHOHAM TYPUCTOB-
marueHToB. IIonynspHbBIe BUOBI M HAalpaBIeHUs JIeYeHUsT BKITIOYalOT B ce6s neyeHnue 3y00B B KocTa-Puke,
ollepaluu Ha cepple B Majal3uu ¥ KOCMETHYEeCKYI0 XUPypruio B bpasunuu.



Ha HEeKOTOpHIX Pa3BUBAIOIINXCS PHIHKAX, II€ B OCHOBHOM HCIIOJIE3YETCSI CUCTeMa MMPefoIyiaThl MOOUIbHOMN
CBSI3M, TEJIEKOMMYHUKAIIMOHHAS OTPAC/Ib COTPYOHUYAET C GUHAHCOBEIMU CITy2K0aMu IJist 06ecrieyeHust
pPa3NUYHEBIX CIIOCOOOB OIJIaTHL TOBAPOB U yCiIyr. MI3BeCTHHIM IpuMepoM sBiseTcsa M-Pesa - MoOunbHas
KOMIIaHMsI, 3aHUMAIOIAsCS AeHeXKHBIMU TepeBoaMu B KeHuto.

BHyTpHU CJIOKMBIIEHCST OTPAC/IU TaKXke OymeT TPYOHO Pa3rpaHUYUTh HogoTpaciu. B ¢puHaHCOBOM cekTOope
BCce 0O0JIbIlle Pa3MBIBAIOTCS T'PAHUIIEI MEXAY OaHKMHTOM, MHBECTUPOBAaHUEM, KDEeOUTOBAaHUEM,
ypasnenrueM GoHOaMM U APYTUMU IIOJOTPACISMU - 3TO 3aCTaBJIsIeT KOMIIaHUU UCKATh HOBLEIE CIIOCOOEI
ost puddepernmranyu. BepTukaiabHO HallpaBjIeHHAsT HHTETPAllus B OMHOW OTPAC/IX IPUBEIET K CO3TaHUIO
CyOBEKTOB XO3SICTBEHHOMU [eATETbHOCTU, KOTOPHIe OYIYT BEIIOIHATE KOMIUIEKCHBIE QYHKIIUYU OT
TIOCTAaBKK MaTePHUaJjioB [0 IIPOU3BOACTBA U PacHpenesieH s, YTO 3aTPYOHUT IIOHUMaHWe TOr0, B KaKOH
oTpaciu AesTEeIbHOCTA paboTaeT KOMITaHUS.

Ha MUKpOYypOBHE TIOSIM HPABUTCS COIMaJIbHAST WHKITIO3UBHOCTE. BEITH MHKITIO3UBHBIM - HE 3HAYUT OBIThH
ITOXOXKKM; 9TO 3HAYUHUT XKUTh B TAPMOHKWH, HECMOTPS HA pas3nuuus. B oHIalH-Mupe COlMAIbHEIE CETH
U3MEHHUIN CITOCO0 B3aMMOMIEMCTBUS JIIOAEH APYT C APYTOM, IIO3BOJISS UM CTPOUTH OTHOIIEHUS 63 KaKuX-
6o reorpad@uYeCcKuX UM geMorpadpudeckux 6apbepoB. Ha oaToM BIHsIHME COIUAIbLHEIX CETEH He
3akaHuynBaeTcss. OHU TaKXke CIIOCOOCTBYIOT 0OIIEMHPOBOMY COTPYIHHUUYECTBY B chepe MHHOBAIIUM.
Bo3bMeM, K IpuMepy, «Bukumenuno», KoTopas Obljla CoO3[aHa OTPOMHEIM KOJTMYEeCTBOM JIIOfIel; Uln
koMmaHuio InnoCentive, KoTopast cobupaeT 1 myGIUKyeT IPOOIeMbl, CBI3aHHEIE C UCCIIeNOBAHUSIMU UK
Pa3BUTHEM, a 3aTeM MIPOCUT HAUTH HAMUIIYUIIHi criocob pelnenus. Ha camoM mene, BCe COlMaNbHEIE CETH,
KOTODHIE UCIIONTB3YIOT KPayACOPCHUHT, SIBASIOTCS XOPOIIUMHU IPUMePaMHu COITManbHOM UHKITIO3UBHOCTH.
ConpanbHbe CETH CTUMYIMPYIOT COLMANIbHYIO HHKITIO3UBHOCTE U JAIOT JIIOASIM YyBCTBO IIPUHANIEXKHOCTH
K cooOIllecTBaM.

CoumanbHas WHKITIO3UBHOCTD - 9TO (PeHOMEH, KOTOPHIH OTHOCUTCS He TOJIBKO K MUPY OHJIAWH, HO ¥ K MUDY
odnaria. KoHUIENIUIO UHK/1103UBHbIX 20p0008 (TOPOMOB, B KOTOPHIX IPUBETCTBYETCS pPa3Hoobpa3ue
KUTEJeN) 4aCcTO Ha3bIBAIOT XOPOIIEH MOOESIbIO AJIsT YCTOMYUBEIX TOPOHNOB. I[I0M0GHO KOHLIETINHT
COITMAJIbHBIX CETEH, B KOHLUEMIIUN WHKITIO3UBHEIX TOPOAOB TOBOPUTCS O TOM, UTO MIPEUMYIIECTBO MOTydaT
TONBKO T€ TOPOfa, KOTOPHIe OYOYT rOCTEIPUUMHEL ¥ MaayT YyBCTBO MPU3HAHUS MEHBIITUHCTBAM, KOTOPBIX
OOBIYHO HUKTO He 3aMeuaeT. ColpalbHast MHKIIO3UBHOCTE TAKXKe MOXKET IIPOSIBIIATECA B (hopMe
CIIPaBEINBOM TOPTOBJIM, MHOT000pa3us GopM 3aHSITOCTH U PACIIMPEHUS IPaB ¥ BO3MOXKHOCTEH KEHIITHH.
[laHHBIE TPAKTUKHU OXBATHIBAIOT YEJIOBEYECKHUE PA3IUYUS 110 II0JIOBOMY ¥ PACOBOMY IIPHU3HAKaM, a TaKkKe
3KOHOMHMYECKOMY CcTaTycy. Takue OpeHIb yepe3 MOAAepKKY TaKUX lIeHHOCcTel Kak Body Shop BripazxkaioT
CBOIO MPUBEPKEHHOCTD K COITMATbHON MHKIIO3UHN «IIOAePKKa MECTHON TOPTOBIN» U MPOTrpaMMaMu
«OCTAaHOBHUTE JOMAIIIHEe HAaCUJIHE».



(04 BEPTHKAJIBHOTO K TOPH30HTAJIbBHOMY

I'nmoGanmu3anus co3maeT equHOe 1moJjie Urpbl. KOHKYPEeHTOCIIOCOOHOCTh KOMITaHui 00bIlle HEe OyHeT
OIpPeNeNsaThCS Pa3MEPOM, CTPAHON TPOUCXOKAECHUS UITM MUHYBIINMY ITPEUMYIIeCTBaMU. Y HeOOIbIINX,
HOBBIX M MECTHBIX KOMITIAHUH OyHeT IIaHC KOHKYPHUPOBaTh C 60jiee KPYIHBIMU, CTAPLIMUA ¥ BCEMUPHEIMHU
KOMITaHUSIMHU. B KOHEYHOM UTOTre He OymeT KOMIIaHWH, CUITPHO MOMUHUPYIOIIUX Haf OPYTUMH. BMecTo
9TOTr0 KOMITaHMS MOXKET OBITh 00JIee KOHKYPEHTOCIIOCOOHOM, eCJTH [AJIsi COTBOPYECTBA CMOXKET
KOHTAKTHPOBATH C IIOKYIATeIsIMU U MapTHepaMH, a OJIs KOOIePaTHUBHOM KOHKYPEHIIUH - HaJlaJUuTh CBSI3H C
KOHKYpPEeHTaMHU.

[ToTOK MHHOBAIMM, KOTOPBIN KOT{Ia-TO ObIJI BEPTUKAIBHEIM (0T KOMIIAHUHM K PHIHKY), CTall
TOPU30HTAIbHBIM. PaHbIlle KOMIIAHUY CYUTAJIN, YTO UHHOBAIIUN «OOJIZKHEL 3aP0XKOAThCSA U3HYTPU»: TAKUM
o0pa3oM, OHU CO3[ajiu MOIIHYI0 NHGPACTPYKTYPYy UCCIIeHOBaHUM U pa3paboToK. B KOHIIE KOHIIOB OHU
TIOHSIJIM, YTO TTOKa3aTeJIu COOCTBEHHOM MHHOBAIIMOHHOM NesTeTbHOCTH HUKOTrga He OB HAaCTOJIBKO
OBICTPBIMHE, YTOOB KOHKYPHPOBATH Ha IMIOCTOSIHHO MEHSIOMEeMCsI phIHKe. B kommanuu Procter & Gamble
(P&G), manpumep, y3Hanu 06 aToMm B Hayasne 2000 roga, Korga yraa yPOBEeHb IPOfaK HOBEIX TOBApOB.
[Tozguee Procter & Gamble mpeoGpa3oBajia CBOI0 MO esIb UCCIIENOBaHUY U Pa3paboTOK B MOAeIb CBI3U U
pa3Butua. bonee ropu30HTaANIbHO HallpaBjIeHHass MOLEJb ONIMPaeTCs Ha BHEIIHNE UCTOUYHUKY I UOEH,
KOTOpPHIE, B CBOIO 04Yepedb, OyIyT KOMMEePIMOHAIM3UPOBAHEl C IOMOIIBIO BHYTPEHHUX BO3MOXKHOCTEN P&G.
Wx kouKypeHT, KoMmnauusa Unilever, gBuzkeTcs B TOM ke HaIllPaBJIEHUH, ONMMPAsICh HA CBOIO OOIIMPHYIO
BHEIIHIOI0 NHHOBAIIMOHHYIO 9KOCUCTEMY. B Haly gHM UHHOBaUMOHHAA OEesITEeIbHOCTh TOPU30HTAIIbHA;
PBIHOK IIOflaeT UAeH, a KOMIIaHUU BOILJIOIIAIOT UX B JKU3Hb.

TouHO Tak ke KOHLENIUS KOHKYPEHIINU U3MEeHSIEeTCSI C BEpTUKAJIbHOU HallPaBJIEeHHOCTY Ha
TOPU30HTAIbHYI0. TEXHOJIOTUU SBASIIOTCS OCHOBHOM TOMYy npuunHOM. I'unore3a Kpuca AHgepcoHa o
OJIMHHOM XBOCTE B HAlllM MHU Kyla aKTyallbHee. PRIHOK CMelllaeTcs OT KPYIIHBIX U3BECTHBIX OPEHO0B K
HeOOoJBITUM OpeHaaM C MaJiod MPOU3BOAUTEIIBHOCTHIO. [1715T HeOOMBIINX KOMIIAHUHM U OPEH[IOB B 3MIOXY
WHTEepHeTa OO0JIbIlle He CYIIeCTBYeT MaTePHUaIbHO-JIOTUCTUYECKUX OTPDaHUYeHUH.

Temepb MHKITIO3UBHOCTH ITO3BOJISIET KOMIIAHUSM IIPUMBIKATh K TEM OTPAC/IAM, KOTOPBIE PaHbIe ObLITH A1
HUX HEJOCTYIIHLIMU. DTO CO3[aeT BO3MOXKHOCThE IJIsI POCTa KOMITaHUM, HO IPUBOAUT K 3HAYUTEJIbHEIM
KOHKYPEHTHHIM yrpo3aM. [I0CKOIbKY pa3muyus MeXKay OTPACIIMU Pa3MbIBAIOTCS, KOMIIaHUSIM OyneT
OYeHb CJIOXKHO YCJIeOUTh 3a CBOMMU KOHKypeHTamu. B OyaymeM KOHKypuUpyIolire OpyT ¢ IPyTroM
KOMITaHUU ¥ OpeHObl OyayT paboTaThk B TOM Ke OTPAC/H, a TaK¥XKe B APYTUX 3HAYUMEBIX U CBSI3aHHBIX
oTpacnsax. Heckonbko JieT Ha3an TaKCOMOTOPHEIE KOMIIAHUU B CETU OTellell He MOTriu faxe cebe
IpencTaBUTh, YTO UM IIPUAETCS OOPOTHCS 3a ITacCcakKUPOB U I'OCTeN C TAKUMU TEXHOJIOTUYeCKUMU
crapranam#, kKak Uber u Airbnb, KoTophie MCII0Ib3yI0T BO3MOXKHOCTH YaCTHBIX IEPEBO30K M apEH/IH
YaCTHOTO JKUJTbS.

II71st TOro 4TOOBI OIIPEIeIUTh CKPBEITHIX KOHKYPEHTOB, KOMIIAHUSAM He0OX0OUMO HaYWHATh C Hejlel
KJIMEHTOB ¥ PaCCMaTPUBATh ITOTEHIMAIbHEIE aTbTePHATUBE, KOTOPHIE KIIMEHTHl MOTYT BHIOPATD [JIs
IOCTHUZKEHUSI CBOUX IIeJIeH.

Takke KOMIAHUSIM HEOOXOMMO OTCJIEKMBATh KOHKYPEHTOB 3a IIpeiejlaMi CBOEI0 BHYTPEHHETO PHIHKA.
9T KOHKYPEHTH He 0053aTeIbHO JOIXKHH SIBISTHCS MHOTOHAIIMOHAIFHEIMY KOPIIOPAUsIMiU. B mocienuee
BpeMsi MBI HabITI0JlaeM POCT Ha pa3BUBAIOIEMCS PHIHKE TaKUX KPYIHBIX KOMITaHUM, KaK Xiaomi u Oppo.
9Tu KOMITaHWY, CO3JaHHbIE Ha PA3BUTHIX BHYTPEHHUX PHIHKAX, C Y4€TOM HEOOXOIMMOCTY, BHEIPSIIOT
HOBBEIE MHHOBaLMU. KaueCcTBO UX TOBAPOB MOXKHO CPABHUTD C KPYIIHHIMU OPEHOAMHU, TOJIBKO BOT CTOSIT OHU
HaMHOTO MeHBIIIe. DTO CTaJI0 BO3MOXKHKLIM Gj1arofiapsi BO3MOXKHOCTH OHNIANH-TOKYIOK. Bynyyuu
YCTOMYWBLIMYA ¥ MHHOBAITMOHHBIMY, 3TH KOMIIAHUY UMEIOT BC€ HEOOXOOMMEIE WHTPEIUEHTHI A5
r7106aIbHOTO PACIIUPEHUST COOCTBEHHBIX PHIHKOB.

Konnennus nosepus norpebuteneil 60bllle He SIBISETCS BePTUKATbHON; Telleph OHAa TOPHU30HTaIbHAS.
PaHbIlle MAapKeTUHTOBbIE KOMIIAHUH JIETKO BJIMSIJIM Ha MOKymartenei. OHU mONTro foOMBanIuch
aBTOPUTETHOCTU U ONBITHOCTH. HO HemaBHUE MCCIEeOOBaHMUS B PA3HBIX OTPACIISAX ITIOKA3EIBAIOT, YTO
OOJBIIMHCTBO MOKYIaTeJIe OPHEeHTUPYIOTCS Ha pakTop O61m30CcTU (OPYy3bs, CEMbU IONMUCYUKY B
Facebook, u ¢ponnoseps B Twitter), ueM Ha MapKeTUHTOBEle KOMMYHUKaNNU. JII0OOW IPOCAT COBETA B
COIIMaTIbHEIX CETSAX, U HOBEPSIOT UM 0OJIbllle, Y4eM peKjaMe U 9KcIliepTaM. B mocnenHue rogsl manHas
TEeHAEeHIHsI CIT0COOCTBOBAJIa POCTY PEUTUHTOBHIX CUCTEM, TaKuX Kak TripAdvisor u Yelp.

B maHHOM KOHTEKCTe GpeHp GObIlle He MOJIKeH pacCMaTPHUBATh IOKyIlaTelnel B Ka4yeCcTBe Ie/iu. PaHbIle
KOMIIaHUHU TIepeaBaii CBOM COOOIIeHMs Yepe3 pa3nudHble pekiaMmasie CMU. OHM gaxke MPUOyMBIBAIA
HEIIOX0XKYI0 Ha OCTAIbHBIX AudGEePEeHIINALNIO, YTO ITO3BOJISIIO BEIAEIISITHCS U3 TOJIIH U IOANEPKUBATD
co6CcTBeHHBIM uMuAXK. CleoBaTeIbHO, OPEH[ YaCcTO pacCMaTPUBAETCsI, KaK BHEIITHSSI CTOPOHA 00ePTKH,
YTO MO3BOJISIET MOAEJIAaTh MPEeACTABJIEHNE O €r0 UCTUHHOU IIeHHOCTHU. JTOT moaxon 0obiie
HeabGEeKTUBEH, ITOCKOIbKY C IIOMOIIBIO COODIIECTB ITOKyIIaTeau o0eperaioT cebst OT III0XUX, HalleJIEHHBIX
Ha HuUX OPEeHMIOoB.

Iviidad 110 IMPOAOYKTOBBIM, IIOKYITATEJIX MTHOBEHHO 1 UMITVJIbCUBHO PEHNIAIOT,



KAKOH BEPEH]I BBIBPATD.

OTHOIEeHUS MeXKAy MOKYyIaTeIsIMU U OpeHIaMu JOJI2KHEI ObITh He BEPTUKAILHBIMU, & TOPU3OHTATLHBIMU.
Bpenper 6ynyT paccMaTpuBaTh IOKyIIaTelel Kak Kojier u apy3ei. UM Heo6X0mMMO PaCKPHITh UCTUHHYIO
CYIIHOCTB M OBITH YECTHBIMHM HaCUYEeT CBOEM peasibHOM IIeHHOCTHU. TONbKO Toraa OpeHgaM OyOyT HOBEPSTH.



(04 HHIUBHUOYAJIBHOIO K COIITHA/IBHOMY

[ToTpebuTtenu npu IPUHSTUYU PENIeHUH 0 MOKYIKe, KaK IPaBUJI0, PYKOBOACTBYIOTCSI MHOWBUIYATbHEIMU
MIPEAIIOUYTEeHUsIMY, a TAK¥XKe CTPEMJIEHUEM K COI[MAIbHOMY COOTBETCTBHUI0. CTEeIleHb BaXKHOCTHU KaXK/OT0 U3
9TUX ABYX (AKTOPOB BaphUPYETCS OT OMHOI'0 YejloBeKa K apyromy. OHa TakKKe pa3jimdyaeTcs 10 OTPAaCiIsaM
U KaTEerOpUsIM.

YuuThIBas CriocCOOHOCTD K B3aUMOJEMCTBUIO, 3HaUEeHNe COIIMaIbHOTO COOTBETCTBUS, BHYTPU KOTOPOTO MEI
KWBEM ceidac, pacTeT 110 BCeM HampaBiaeHusM. [lokynaTesnei Bce 60Jibiie 3a00TUT MHEHUE IPYTUX.
Takke OHU OeITCSI CBOMM MHEHUEM U COCTaBIISAIOT COOCTBEHHEIE 0030pEl. BMecTe moTpebuTeu puCyoT
CBOIO KapTUHY KOMITaHUY U OPEHOOB, KOTOPAs YacTo OT/INYaeTCs 0T o0pa3a, MPeaCcTaBIIsIeMOro
KoMTaHusMU 1 OpeHgamu. UHTEpHET M 0COOEHHO COIMAJIbHBIE CETU CIIOCOOCTBOBAJIM 3TOMY
3HAYUTEJIbHOMY COBUTY, o0ecreyuBasi KJIMeHTOB IIJ1aTGOPMOM U CpefCcTBaMu.

OTa TeHOeHIIUs NPOOoIXKUTCS. [IpakTUYeCcKH Bce oAU Ha 3eMiie OyOyT IOOKITIOUYEHEl K CEeTU UHTEPHET.
BBIXOOUT, YTO pelIeHreM OJiisi Ipo6JieM C MHTePHETOM OBIJIO He MOSIBJIEHUEe NellleBhEX HOYyTOYKOB, a CKopee
MMOsIBJIeHHUE HmelneBrX cMapTdoHOoB. Ha camom mene, mo mporaosam UMTS Forum, o6seM MOOUIIEHOTO
Tpaduka ¢ 2010 no 2020 roxg yBeIUUUTCS B TPUALIATH TPU pa3a. [Ipu Takol 3HAYUTEIbHOM CBSI3HOCTHU
IIOBefleHNe Ha PHIHKE CTaHeT COBepUIIeHHO UHBIM. HanpuMep, BO MHOTUX CTpaHaX Mara3uHbl UCIIOIb3YIOT
MoOubHEIE TeJleOHEI OJIT CPDAaBHEHUS I1eH U IIPOBEPKH OT3BIBOB Ha IONYISIPHEIE TOBaphl. MobuipHas
CBSI3b II03BOJISIET ITOKYIIAaTEJISIM IIOJIYYUTh OOCTYH K MYZPOCTHU TOJIIEL M IPUHSTE JIydlllee pelleHue o
IIOKYIIKE.

B Takux yCcrIoBUSAX IIOKyIlaTesIu 00JIbIlle ONUPAIOTCS Ha 001IeCTBeHHOe MHeHNe. B neliCTBUTEIbHOCTH
OOIBITMHCTBO JINYHBIX PEUIeHUH 0 ITOKYNKe, 110 CyTH, CTAHOBSATCS COLIMAIbHEIM pelreHueM. [Torpeburtenu
00IIIaI0TCST APYT C APYTOM M 00CyKOmaloT OpeHabl U KoMImaHuu. C TOYKYU 3PeHUs MapKeTUHTOBBIX
KOMMYHUKALWH, TTOKyaTeau O0JIbIlle He SBJISIOTCSI TACCUBHBIMY IEJIIMU, @ CTaHOBSITCSI HOBBIMU
meiictBytomumu CMU. KocmeTtuueckuit 6peHy Sephora paccMaTpuBaeT coobiecTBa Kak HOBYIO ¢hopMy
CMU. CeTtp naphroMepHO-KOCMETHYECKUX MarasuHoB Sephora co3pmarna coo0IecTBO B COLIMANIBHEIX CETHX,
B KOTOPOM BeCh CO3TaHHBIN COOOIIECTBOM KOHTEHT 00benuHseTcs B mnatdopme Beauty Talk. Ona
SIBJIISIETCS IOBEPUTENLHOM IUIOMAAKOM I KIIMEeHTOB, KOTOPhIe cTapaloTcsa 00CyXKaaTh TOBAPH! C APYTUMU
y4aCcTHUKaMU CO00IecTBa.

[TogxBaTUTh JAHHYIO TEHOEHITUIO HEIPOCTO. PaHbIlle KOMIIAaHUY KOHTPOJIMPOBAIN MapKETUHTOBHIE
KOMMYHUKAITUH, ¥ OHU oOpabaThiBanmy Kajlo0bl KIIMEHTOB MHANBUAYaIbHO. C CO3TIaHHBIM COOOIIIECTBOM
KOHTEHTOM KOMIIaHWM TEPSIOT KOHTPOJIb HaJl CUTyalruei. [leH3ypupoBaHue KOHTEHTa OCIabiisieT JoBepHe.
A Korfa 4TO-TO MOET He TakK, OHU JOJIXKHEI OLITh TOTOBH K OOIIMPHOM OOIIECTBEHHON PEeaKIIuH.

Hapmo ckazaThk, 4TO KOMOAHUAM U OpeHAgaM, KOTOphe 00/71afaioT OTINYHON penyTauuedl U YeCTHBIMHU
OT3BIBAMM HacCUeT CBOETO0 TOBapa, He 0 4yeM 6eCcnnoKouThcsa. Ho Te, KTO AenaioT JI0XKHBIE 3asBIIEHUS U
MIPOAAIOT HeKaueCTBeHHBIE TOBAPHI, HE CMOTYT BHIKUTH. [IpakKTUYECKHU HEBO3MOXKHO CKPBIBATh HEJOCTATKU
WJIW OTIIUPATHCS OT Kajao0 MOKymaTesed B IPO3pavHoM, TM(DPOBOM MUPE.



3akKjarodYeHue

rOpK30HTaJII>H09, HHKJIIIO3UBHOE, U COITHa/IbHOEe

MapKeTOoJIOTH OOJIKHBI OPUEHTUPOBATLCSI Ha TOPHU30HTAIBHYIO, HHKITIO3UBHYIO U COLMAIBHYIO CTPYKTYPHL.
PBEIHOK CTaHOBUTCSI BCe 00jiee MHKITIO3UBHBIM. COllMaIbHLIE CETH YCTPAHSIOT reorpadudecKkue u
meMorpabuyeckre 6apbephl, YTO MTO3BOISET JIOASM 00IIATHCS U CBSI3BIBATHCS APYT C APYTOM, a
KOMITaHUSIM - BHEOPSTH HHHOBAIIUY ITIOCPEICTBOM COTPyOHUYECTBA. [loKymaTenu cTaHOBATCSA 6oJiee
TOPU30HTAJIbHO OPUEHTUPOBaHHEIMU. OHM BCe OOJbIIE C OMTACKON CMOTPSIT Ha MAapPKETUHTOBEIE
KOMMYHHUKAIIUU CO CTOPOHBI OPEeHO0B 1 BCe 0O0JIbIle MOoJIaraioTcs Ha GakTop O/IM30CTH (APY3bsi, CEMbS,
noanucuuKy). Y HaKOHEl, IIPoIecC IMOKYIIKY CTaHOBUTCS Oojlee COIManbHEIM, YeM paHee. [IpuHuMas
pelIeHust, TOKyIIaTelu YOEsSoT O0JIbIlle BHUMAaHMS CBOUM COLMAIbLHBIM KpyramM. OHU IPOCSAT COBETOB U
WIIYT OT3BIBBL HA TOBAPHI M YCIIYTH, KaK OHJIAMH, TakK U oQJIaiH.

Kakue TeHOeHIINY B COOTBETCTBYIOIIEM BaM OTPACIu AeMOHCTPUPYIOT IIepeXor K 6ojee TOpU30HTAIBHOM,
WHKITIO3UBHOM U COITMAJIbHOM OM3HEC-CTPYKType?

Kaxk BHI COGI/IpaeTeCB HUCIIOJIb30BATh NaHHBEIE KU3MEHEHHUA B C(I)epe TOpl"OBJ'II/I?



B3aumodelicmeue oHaalH VS. opaatiH,
HHpopmuposaHHbLll VS. ome1euyeHHbll noKynameb
HeazamueHas vs. noaodcumenvHasa adsokayus

MEI Bcerga CYMTaIu, YTO CJIOBO MdpkemuHe OOJIKHO OBITh HalMCaHO KaK Mapkem-uHea. [laHHoe
HaImucaHue CJIOBa HAallOMWHAET HaM O TOM, YTO MapKeTHHT - 3T0 paboTa C MOCTOSHHO MEHSIOIINMCS
PBIHKOM, ¥ YTOOBI IIOHSTh, YTO TAKOE€ CBEPXCOBPEMEHHHIM MapKeTHUHT, CliedyeT HOHUMAaTh, KaK
pa3BUBAETCS PLIHOK B HACTOSILlEE BpeEMS.

ITopcka3ku ¥ TeHIEHIIUY IJIs1 HaC OYEeBUOHEL. B Mupe MOSBUIIOCH HOBOE IIOKOJIEHUE ITOKYyIIaTelei, KoTopoe
OymeT IOMHUHUPOBATH B OuzKaUeM OyayIeM, - MOJIOOOM, YPOaHUCTUYECKUH, CPeOHUI KJIacC C BEICOKOM
MOOMITPHOCTHIO ¥ CBI3HOCTHIO. B TO BpeMSI KaK 3peJIblii PEIHOK UMEET [EJI0 CO CTapelomuM HaCeJleHUEeM,
Pa3BUBAIOIIMNCS PHIHOK HACJIaXKOaeTcs qeMorpaduydecKuM OUBUAEHIOM MOJIONOTO, 605iee TPOOyKTUBHOTO
HacemneHus. OHU HE TOJIBKO MOJIOABI, HO ¥ OBICTPO MUTPUPYIOT B TOPOACKYI0 MECTHOCTH, TPUOOIIASICh K
CTUJIIO KU3HU OOJIBIITNX I'OPOXOB. BOJIBIIMHCTBO U3 HUX OTHOCUTCS K CpeQHEMY KJIacCy MJIH BEHIIE, a
3HAYUT, 06JIalal0OT 3HAYUTEJIbHBIMU IEHEeKHBIMU PEeCypPCaMu [JIg PacXomoB. [IBUTAsICh BBEPX OT Oomee
HU3KOTO COLMAIBHOTO CTATyCa, OHU CTPEMSITCS IOCTUYh eIre OOJIbINNX 1eied, Oy TUTh JTyYIIyIO JKU3Hb 1
ropgpazkaTh [IOBEIEHUIO JIIoflell U3 BBEICIINX KJTaCCOB. DTU YePTH! eflaloT UX IPUBJIEKATEeIbHLIMU OIS
MapKeTOJIOTOB.

ITOT HOBHI THUII OKYIIATENIeH OTIUYAETCS OT APYTUX CTPeMIIeHneM K MoOuIbHOCTH. OHU MHOTO
TIepeOBUTAIOTCS, YACTO e3OT U3 JoMa Ha paboTy u 00paTHO, MPUAEPKUBAIOTCS CTPEMUTEILHOTO TEMIIa
KU3HU. Bce momKHO OBITh ORICTPHIM U 9 GeKTUBHEIM. Kora ux MHTEPeCyIoT TOBAPHI, IOKA3aHHEIE 110
TeJIeBU30PY, OHU MIIYT 3TH TOBAPHI C TIOMOIIBI0 MOGUILHEIX TenedoHoB. Korfma oHM pelraiT, KyIuTh JId
4yTO-HUOYOb B Mara3uHe, TO CHaYaJjla UIIYyT B UHTEPHETE IIeHy Ha 3TOT TOBAp U OT3HIB 10 MIOBOAY KadyecTRa.
Bynyuu xXuTeasiMu KGPOBOro MUpPaA, OHU MOTYT IIPUHUMATh PEIIeHUs O IIOKYyIKe B 1I060M MecTe U B
m060e BpeMs C TIOMOIITHIO IIMPOKOTO CIeKTPa YCTPOUCTB. HecMoTps Ha MHTepPHET-CMEKaIKy, MOJTOAeXKb
JIIOOUT KUTH PeaybHOM KU3HBIO. [IOKyIIaTeIu eHAT, Korga OpeHasl COCPenoTOYEHEl Ha KeJIaHUIX
KinueHTa. Takke OHU 0YeHb COITHaJIbHEL; OGIIAI0TCS OPYT C OPYTOM U [OBEPSIOT Apyr Opyry. Ha camom
mere, 9TH HOBHIE TIOKYTaTeIu JOBEPSIIOT CBOMM [APY3bsIM U CeMbe OOJIbIle, YeM KOPIIopauusaM u OpeHaam.
Kopode roBopsi, OHU TECHO CBSI3aHBEI MEXKIY COOO.



Kpyuieaune Mu@doB 0 CBA3HOCTH

CBsI3HOCTH SIBISIETCSI, BO3MOKHO, CAMBIM BaXXHBIM IIOBOPOTHBEIM MOMEHTOM B UCTOPHUH MapPKETHUHTIA.
KoneuHO, 3TO CI0BO GOJIBIIIe He MOXKET CUUTATLCS HOBOMOOHBEIM CJIOBEYKOM, HO OHO MEHsI€T MHOTHue
ACIIeKThl MapPKEeTHUHTa U HE IIPOSBIISAET MPU3HAKOB 3aMEeJICHU .

CBSI3HOCTH 3acTaBHJIa HAC YCOMHHUTBECSA BO MHOTHMX OCHOBHEBIX TEOPHUSAX U I''TABHBIX IIPEAIIOJIIOKEHUAX,
KOTOPHEIE MBI Y3HAIU O KJIIMEHTE, TOBape U OpeHA-MeHemXKMeHTe. CBI3HOCTh 3HAYUTEILHO YMEHbBIIIaeT
3aTpPaThl Ha B3aHMOJIefICTBHe MeXKy KOMIIaHUSMHU, COTPYOHUKAMHU, ITIapTHEPaMH, IIOKYyIIaTeJIsIMU U
OPYTUMH 3aMHTEPECOBAHHBIMU CTOPOHaMHU. A 3TO, B CBOIO O4Yepeb, CHUXKaeT Oaphepsl s BEIXOHa Ha
HOBHIE PHIHKH, 00ecleYynBaeT KOHKYPEHTOCIIOCOOHYI0 pa3paboTKy IMPOAYKIIMY U COKpalllaeT BpeMeHHEI!e
paMKu Ha co3gaHue OpeHaa.

CymiecTByeT MHOI'0 IIDUMEPOB TOr'0, KaK CBSI3HOCTH OBICTPO pa3pylliana HaBHO CIIOXKUBIINECS 0TPaCiIH,
Ka3ayioch Obl, C BEICOKMMHU 6aphepaMu BXOda Ha PEHIHOK. Amazon pa3buia B IIyX U IIpax KHUKHEIE
MarasuHbl, a I030Hee U U3[aTeNbCcKylo nHaycTpulo. [Tomo6usiM o6pa3oM Netflix paspyuinia nesTeIbHOCTh
TPagUIIMOHHBEIX Mara3WHOB BUAEOMPOKaTa u Hapsay ¢ Hulu Bo3BeICHIIach Haf CIIYTHUKOBBIM U KaOeTbHLIM
TeneBumeHueM. AHaoruyHeIM o6pa3om Spotify u Apple Music uamenunu crnocob pacnpocTpaHeHUs
MY3BIKH.

CBSI3HOCTB TaKKe M3MEHSIeT TO, KaK MBI paCCMaTpPUBaeM KOHKYPEHIIMIO U KJIMEHTOB. B Hamu gHU
COTPYOHUYECTBO C KOHKYPEHTAaMU ¥ COTBOPYECTBO C HMOKYIATEJIIMHU SIBJISTIOTCS KITI0YEBEIMU (aKTOPaAMU.
Temnepb KOHKYPEHIIUS He SBJISIETCS UTPOM € HyJeBo# cyMMoii. [TokynaTenu 6oblile He ITaCCUBHLIE
HabJTIOmaTeNM CEerMeHTalluy KOMITAHUM, TapreTUHTa U IMTO3ULNOHUPOBAaHUS KoMOaHui. CBI3HOCTH
HACTOJIPKO YCKOPSIET OUHAMUKY PBIHKA, YTO AJIS T00embl KOMIIaHUSAM IIPAaKTUYEeCKU HEBO3MOXKHO
OCTaBaThCS B OOUHOYECTBE U MOJIaraThCs Ha BHYTPEeHHUE pecypchl. KoMmaHus goKHAa CMOTPETH B JTUIIO
peanbHOCTH, KOTOPast MOAPa3yMeBaeT TO, UTO, €CJIM XOTUTEe TOOeqUTh, BHI OOJIZKHBI COTPYIHUYATH C
BHEIITHMMU IIapTHepaMM U fake IPUBJIEKATh K Yy4aCTUI0 KIIUEHTOB.

9TO UIUTIOCTPUPYET yCIIeX IporpaMmel «CBsA3b + pa3Butue» Komnanuu Procter & Gamble (P&G). BmecTo
TOTO, YTOOHI BRICTABJISITh LIEHHOCTh TOPTOBO¥M Mapku Febreze Kak cBoe KOHKYPEHTHOE IIPEUMYIIECTBO,
P&G nuileH3UpyeT TOPTOBYIO MapKy ISl HOBBIX KaTeropui. KomnaHuu-nmapTHephl, Takue Kak Kaz u Bissel,
3anyctunu Honeywell - apoMaTuueckre BeHTUNISATOPH U YBIIaXXKHUTENU I yOaleHUs 3alaxoB, Yero
npupepxkuBaetcs 6penp Febreze.

HecMoTps Ha 04ueBUAHOE BIUSHUE, CBI3HOCTDb YaCTO HEAOOIEHUBAIOT, KaK IIPOCTOe MPUMEeHEeHNEe
TEXHOJIOTUHY, C KOTOPOY MapKeToJIoTaM HYKHO UMeTh Hefio. [IpencraBienHre CBI3HOCTH TOJIBKO C
TEXHOJIOTUUYECKOM TOYKM 3PEeHUS YaCTO BBOOUT B 3a0/yKaeHue. B KOHTEKCTe CTpaTeruyd MHOTHE
MapKeTOJIOTH PAaCCMaTPUBAIOT CBI3HOCTH BCETO JIUIIH KaK 0JIarOMpUATHYIO IIaTGopmy u
nHPacTPyKTypy, IOOAePKUBAIOIIYI0 00Ilee HalpaBieHue. bonee mMmpokuil B3rIsA Ha CBI3HOCTh
MO3BOJIIET MapPKeTOoJIoraM He MOIaCThCs B 3Ty NOBYIIIKY. HeCcMOTpst Ha TO YTO CBI3HOCTH OBl/Ia
00yCJIOBII€HA TEXHOJIOTUSIMY (@ MMEHHO PA3BUTHEM «3KPAHHBIX TEXHOJIOTUN M WHTEPHETOM»), €€ BaXKHOCTh
HeceT CTpaTerudyecKuil CMEICII.

Ompoc, mpoBeaeHHbH Google, mokas3riBaeT, 4To 90 % Hamux B3auMopencTsuii co CMU Temnepb
TPAHCIUPYIOTCS Ha 3KpaHe: cMapT(dOHa, IJIaHIIeTa, HOyTOyKa ¥ TeJeBU30pa. JKPaHbl CTAHOBSITCS
HACTOJIPKO BaXXKHLIMHY B JKM3HU, YTO MBI TPATUM OOJIBIIIE YETHIPEX YAaCOB HAIlero CBOOOAHOTO BPEMEHU
eXXe[HEeBHO [JIsI TOr'o, YTOOHI MCII0JIb30BaTh HECKOJIBKO 3KPaHOB II0C/Ief0BaTENIbHO U ONHOBpeMeHHO. Y
BOKPYT BCEX 3THUX B3aMMOOEUCTBUU C 9KPaHOM MHTEPHET BHICTyIIaeT B KaueCTBe OCHOBLI. BceMUpHEBIN
uHTepHeT-TPaduk ¢ 2000 mo 2014 rox BHIPOC B TPUAIATE Pa3, COEOUHSS YEThIPEX U3 OEeCITH YeJIOBEK B
mupe. CornacHo nporuo3y Cisco, MBI YBUAUM ellle OOUH OeCATUKPATHHIN CKa4y0K BCEMUPHOTO UHTEPHET-
Tpadwuka kK 2019 rogy, nutaemoro 60yiee 4YeM OOUHHAAATHIO MUJUTMAPAAaMM TOOKTI0YEHHBIX MOOUITBHBIX
YCTPOUCTB.

C TakuMHU OOIIUPHLIMY MaclliTabaMy CBSI3HOCTh U3MEHSIET IIOBeAeHNEe KIUEeHTOB. [Ipu IoKynKe 4ero-imubo
B Mara3uHe OOJIBIIIMHCTBO MOKyIaTened OyAyT CpaBHUBATH IIeHH HAa TOBAp ¥ CMOTPETh OT3BIBHI Ha HETO.
HccnegoBanue Google rmoka3biBaeT, YTO BOCEMbBb U3 IECATH BllagenblleB cMapT@oHoB B CoenHEHHBIX
[IITaTax mpuberalT K UHTEPHET-IIOMCKOBUKY B Mara3uHe. [laxke IIpu IIPOCMOTPE TEJIEBU3UOHHOM PEKIaMbl
0oylee YeM IOJIOBMHA TEJIEBU3UOHHON ayauTOpuu MHIOHE3WH UCI0JIb3yeT MHTEPHET-TIOUCKOBUK Ha
MOOHMIBHOM yCTPOMCTBE. JTa TEHOEHIIUS OXBAaThIBAET MOKYIIATEIEN BO BCEM MUPE.

[Ipom3BOOHBIE UHTEPHET-UHCTPYMEHTHI TaKKe IPUBOIAT K MPo3pavyHoCcTU. ColuanbHEIe CETH, TAKKUE KakK
Twitter u Instagram, Mo3BOJIAIOT ITOKyNIATENsIM OEMOHCTPUPOBATE U NEIUTHCS CBOUM KIIMEHTCKUM
OIILITOM, YTO ellle 60JIbllle BIOXHOBJISET IPYIUX II0JIb30BaTelel U3 3TOro ke Uiy 6oee HU3KOI0 Kjlacca
ImogpazaTh U IPUAEPKUBATLCS MOX0XKEW ITPaKTUKU. PEUTUHTOBBIE CUCTEMEI, TaKue, Kak TripAdvisor u
Yelp, 03BOISIIOT KJIIMEHTAM CHOejlaTh OCO3HAHHBIN BHIOOP, OCHOBAHHEBIN Ha «MYIPOCTHU TOJIIIBI».

TakuM 06pa3oM, 4TOOH! TOJTHOCTHIO ITOHATH CBI3HOCTh, HAM HEOOXOOUMO PAcCMaTPUBATh €€ LIEJIOCTHO.
MobusavHaa cesi3HOCMb (C IOMOIIBI0 MOOMIIBHEIX YCTPOKCTB) SIBIAETCS CaMbIM 0a30BEIM YPOBHEM



CBSIBHOCTH, B KOTOPOM MHTEPHET CIyKHUT UCKIIOYNTEIbHO KaK KOMMYHHUKAIIMOHHAs HHPPaCTPYKTypa.
Crnenyoomuil ypoOBEHDb - IMNUPUYECKAS C8513HOCMb, B KOTOPON WHTEPHET UCIIOJIH3yEeTCS AJIs
MIpenoCTaBIeHUs IPEBOCXOIHOT0 KJIMEHTCKOIr'0 OIIbITA B TOYKAX COINPUKOCHOBEHUS MEXOY ITOKYIIaTeIsIMu
u 6penmamu. Ha maHHOM 3Tarme Hac OoJbllle He BOJIHYeT OOIMUPHOCTD, @ HHTepecyeT UMeHHO rmyOuHa
CBsI3HOCTU. KOHEYHEIM YPOBHEM SIBJISIETCS COUUA/IbHAA C8513HOCMb, KOTOPAs 3aK/II0YAETCS B CUJIE CBSA3U
KJINEHTOB B COO0IIIeCTBax.

[TOCKOJIBKY CBSI3HOCTb TECHO COIPSI’KEHA C MOJIOOEKbI0, OHA TaKXKe YaCTO CYUTAETCS aKTyaJIbHOH TOJIBKO
IJIsT MOJIOZIOT'O TIOKOJIeHUS IOKyIaTenei. B pe3ynbTaTe MHOTHE MapKeTOIOTH Peanu3yioT «CBSI3aHHBIN»
MapKEeTHHT KaK OTOENIbHYI0 MOJIONEXKHYI0 CTPATETHi0 0e3 ITOJTHOTO MMOHMMAaHUs TOT0, KaK OHa BIIMCHBAETCS
B OOIITyI0 MAapPKETHHTOBYIO CTpaTeruo. [IpaBma B TOM, 4TO, OYIy4YM KUTEJISIMHU 1T POBOT0 MHPA, MOJIOALIE
TTOKyIIaTeJ X TIePBEIMU YCBAaWBalOT CBI3HOCTDb ¥ BOOXHOBJISIOT CBOMX CTaPIIUX 3HAKOMBIX TaKXKe YCBOUTH
9Ty CBSI3HOCTb. BoJiee TOro, 110 Mepe CTapeHusI HaceJIeHUsI MUpPa XKUTEH IIU(PPOBOI 3IIOXU CTAHYT
OOJBIITMHCTBOM, a CBI3HOCTH CO BpeMeHeM - HOBOM HOPMOH.

BaXXHOCTh CBI3HOCTH OyAeT BHIXOOUTDH 3a PAMKH TEXHOJIOTMYECKOT0 U AeMOorpa¢pudecKoro CerMeHTOB.
CBSI3HOCTH U3MEHSIET KJII0YEBYI0O OCHOBY MapKeTHUHTa - CaM PHIHOK.



ITapagoxkc Ne 1

B3auMoaeHcTBHe OHIAalH VS. odIalH

BnusiHMe CBI3HOCTY 110 OTHOIIEHUIO K OHJIAWH- U odaliH-O0M3HeCcy HeOOHO3HaYHO. XOTs OHJIaWH-OU3HeC B
TIoCJIeqHME TOOLI 3aHJI 3HAUUTEIbHYIO IOJII0 PEIHKA, MBI He CYUTAEeM, YTO OH IIOJTHOCTBHIO 3aMEHUT
o¢dmaiiH-6n3Hec. TOYHO TaK Ke MBI He CYMTAEeM, YTO OHJIAaWH-MapKEeTHHT «HOBOM BOJIHBEI» B KOHEYHOM
UTOTe 3aMEeHUT «TPafUuLMOHHLIN» odJialiH-MapKeTUHT. B IelicTBUTEIbHOCTY MEI IToJIaraeM, u4To OIS
obecreueHUs IydIero KJINeHTCKOTO OIIBITa UM HY>KHO COCYILIeCTBOBaTh IIapasieflbHo.

U BOT modYeMy: BO Bce 6oJjiee pa3BUBAIOIIEMCS, BEICOKOTEXHOJIOTHYHOM MUPEe MHAWBUYAIU3UPOBAHHOE
B3aMMOJIeMICTBHE CTAaHOBUTCS HOBOU muddepenHumanueli. Komnanusa Birchbox, mepBuiii OHIaliH-peTENUIED
KOCMETHYECKHUX TOBAPOB, OTKPHIJIa TPAOUIIMOHHEBIM Mara3uH, YTOOB IOTIOJTHUTE CBOM CYIIECTBYIOIINH
OM3HEeC 3JIeKTPOHHOM TOProBiIH. PeTelinep mpemocTasiseT iPad mis co3maHus IepPCOHATU3UPOBAHHBIX
peKOMeHIalud, UMUTUPYS CBOIO OHJIAMH-CXeMYy IIepCOHAIU3aIun. Zappos, UHTEpHeT-peTeiiep o0yBU U
OIeXK[Mbl, B 3HAUUTEIbHOM CTEIIeHU IIojlaraeTCs Ha JIMYHOEe B3auMOOENCTBUE NOKYIIaTelel ¢ KONI-IIeHTPOM,
YTO SIBMISIETCS UX BRIUTPHIIHON popmysoi. ITokynka oOyBu B MHTEPHETE MOXKET OBITh CIIOXKHOM 3amadert
OJIs1 MHOTHUX IIOKyIlaTesiel, HOo o0llleHNe C ollepaTopaMy KoJI-IleHTpa CHUMaeT JaHHBIN IICUXO0JIOTUYeCKUH
6apbep. [dpyrum npumepoM sBasetcs Express Financial Centers amepukaHCKOro (pruHaAHCOBOTO
KoHrnmoMepata Bank of America. [Ipu coBepiieHuH onepaluii B 6aHKOMaTaxX B JaHHBIX [EHTPaX
IIOKyIlaTeJI MOTYT CBSI3aThCs C 0AHKOBCKUM PaOOTHUKOM I10 BUAEOCBS3HU AJIs AaJIbHEMIEero MojlydeHus
nomortu. OOCTyKrUBaHUE COBMeEIIAeT ynoOCTBO 0AHKOMATOB C MHAWNBUAYATU3UPOBAHHLIM KOHTAKTOM C
yenoBeKOM. [laxke KOMIIaHUM Amazon ObIJI0 HEOOXOOUMO CO3aTh «(pU3NUYECKUU KaHasl cBI3u» ¢ Dash-
KHOITKOM, IT03BOJISAIONIEN IOKYIIaTeJIAM aBTOMaTUUYeCKM IIOIIOJIHATL TOBapH! OJI loMa, TaKue Kak Kode u
MOIOIIKE CPenCTBa, IyTeM HaXKaTHus Ha KHONKY, HalIOMUHAIOIYI0 BEPHOU 3BOHOK. DTO caMas PaHHSIA
TIOIIBITKA «MHTEPHETA Bellel» Amazon o0beQUHUTHL TaKue oprIaiH-yCTPOMCTBa, KaK KopeMalnHa u
CTUpaJibHasg MalluHa.

C Opyro# CTOPOHBI, BLICOKOTEXHOJIOTUYHEIN NHTePPEec MOXKeT TaKKe YIIYUIIUTh
VHOWBUAYATM3UPOBAaHHOE B3aUMOIEUCTBUE, YTO IeJjiaeT ero 6ojee IpuBIeKaTeIbHBIM. [IpoeKT
ShopBeacon kommnanuu Macy’s sBisieTcsa ToMmy mpumepoM. C moMoIIbIo ITepenaTynkoB iBeacon ot Apple,
YCTaQHOBJIEHHBIX B PA3JIMYHEIX MECTaX B Mara3uHe Macy’s, KJIMeHTOB OyAyT OMOBEIAaTh C TOMOIIBIO
LleJIeHaIIpaBIeHHBIX IPEeJIOKEeHNN Ha IPOTSAKEHUN BCel UX IPOTryJIKYU 110 Mara3uHy. [Ipoxons Mumo
OIIPENeJIEHHOT'0 OTAEeJIa C TOBapaMH, IIOKyIIaTeIu MOTYT IIOJIYYUTh Yepe3 IpuiioXeHue Ha iPhone
HalloOMMHaHUe HacdeT CIIMCKa IIOKYIOK, YBeIOMJIEHNEe O CKUOKaX, a TaKXKe PeKOMeHOAaIllM 110 IogapKaM.
[TockonbKy maHHBIE 00 OIlepanusx HaKallIuBalOTCS IIOCTEIIeHHO, IPEeOJIoXKeHNs CTaHyT 6oee
IIepPCOHAIIM3UPOBAHHEIMY /15 KaXKI0To IPoduid nokynaresnsd. [JpyruM IpuMepoM SBISIETCS
WHTEePaKTUBHOEe npusioxkeHune sofa studio 6puTaHCKOM ceTu yHUBEPMAaros John Lewis, B KOTOPOM KJITHEHTHI
MOTYT CO3[aBaTh TpexMepHEIe N300paKeHusT Moferneil Mebesu ¢ pa3uyHON 00MBKOM, YTOOH! IydIlle
TIOHSITH, KaK OYOeT BHITJISIIETh TOTOBOE u3menue. [locTaBUB MUHUATIOPY HAIIPOTHUB 9KPaHa KOMIIbIOTEPA U
BeIOpAaB TKaHb, IOKYyIIaTeIu MOT'YyT VBUIETh Ha 9KpaHe TO, Kak OyIeT BHITIAAeTh ux coda. Korma
MOKYTaTeJIM CaMU BHIOMPAIOT MOOEeIb COMBI M TKaHb [JId Hee, 9TO IPUAaeT UTPUBOCTU UX KIIUEHTCKOMY
OIIBITY.

Kak oka3wiBaeTcst, OHIaH- 1 O0(IalH-MUPHI, B KOHIIE KOHIIOB, COJIBIOTCSI BOEOUHO U OYIOyT
COCYIIECTBOBATh BMecCTe. TeXHOJIOTHY 3aTParuBaloT U OHJIAWH-MUP, ¥ peaibHOe MPOCTPAaHCTBO odJIaiiH-
MHPa, YTO AejlaeT BO3MOXKHLIM COCYII[eCTBOBaHUE eqQUHCTBA OHJIalH-0(aiiH Mupa. CeHCOpHEIE
TEXHOJIOTUHU, TaKUe KaK OMuXKHAA 0ecKoOHTakTHAsS CBA3b (NFC) 1 OCHOBAHHEBEIN Ha MECTOIIOJIOXKEHUHN
iBeacon, o0GecmeunBaloT ropa3no 6ojiee yOeauTEeIbHBIN KIIMEHTCKUM ONBIT. C IIOMOIIbIO KOMIIBIOTEPHBIX
TEeXHOJIOTHH aHamu3 OOJILIINX TaHHBIX 00eClleurBaeT IePCOHATIHN3AIINI0, K KOTOPOIM CTPEeMSTCS HOBEIE
TMOKyIlaTesiu. Bce 3TO mOMONMHSIET TPagUIIMOHHEIE YeJIOBeYeCKHe B3aUMOOTHOIIIEHU ST, KOTOPBIE OBLIH
OCHOBOM MapKEeTHHTAa ellle IO IOSBJIeHNS UHTEePHeTa.

TpaguitnoHHBIe U coBpeMeHHble CMU 171t MapKeTUHTOBBIX KOMMYHUKAIIWH, TaK1e KaK TeJleBUOeHue U
coIasibHBIe CEeTH, TaKXke OyOyT AOMOJHATE APYT Apyra. MHOTrHUe J0au, YTOORl TOYUTATh HOCJIEHUE
HOBOCTH, 3aX0OsT B Twitter, HO B KOHEYHOM UTOTe BEPHYTCS K TeleBUaeHuIo, BKiodyaT CNN mis 6onee
HafleKHOT'0 U T'Iy0OKOI'o OCBellleHUsI HOBOCTel. C Apyroi CTOPOHE!, IPOCMOTP TeJlenepefay d4acTo
SIBJISIETCS TPUTTEPOM [JIS JIIOAEeH, CIIOCOOCTBYIOMINM TOMY, YTO JIIOY ITPOBOXSAT OOIbIIE BDEMEHU B CBOUX
cmapTdoHax. Hampumep, mmokas ¢puapMa 10 TeJIEBUAESHUIO ITOBJIEYET 3a co00i oOpallleHue K OHJIalH-
TIOMCKOBUKY 3a OT3kIBAMH. TeleBU3MOHHAS PeKjaMa TaKXkXe MOXKET IIPUBECTH K TOMY, UTO JIIOOU KYTST
TOBapHl B UHTEPHETE.

XapaKTepHUCTUKU HOBHIX KJIMEHTOB MOOYXKIAlOT HAC MMOHATH, YTO OyAyIee MapKeTuHra OymeT
OecnpensiTCTBEHHEIM cOueTaHUeM OHIalH- U obJalifH-0NbITa Ha IIYTU KNINEeHTOB. BHayane y3HaBaeMoOCTh U
MIPUBJIEKATEJIFHOCTh OpeHaga OyAyT UCXOOUTH U3 COYETAaHUs MAapPKETUHTOBEIX KOMMYHUKAITAM, CTPOSIIITUXCS
Ha aHaju3e IPOIIOTo ONKITA KJIMEHTOB, U PEKOMEHJanui OT Ipy3el U ceMbU. 3aTeM IIOKyIlaTenu OyayT
CIIEOUTH 3a OAJIbHEUIINMU UCCIeNOBaHUSIMHU, UCIIONIB3YS OT3LIBLI APYTHUX KJINEHTOB, - CHOBA OHJIAWH U
odmnaiin. Ecnu nokynaTeny pemaloT coelaTh IOKYIIKY, TO OIUPaloTCa Ha HHAMBUAYANIU3alHio0 KakK co
CTOPOHBI KOMITLIOTEPA, TaK ¥ CO CTOPOHEL YenoBeuecKoro pakTopa. ONbITHLEIE KIIMEHTH], B CBOIO OUYepens,



CTAHYT 3alllUTHUKAaMH HEOIIBITHBIX KIIMEHTOB. Bech onbIT 3anuChIBAETCS, YTO €llle OOJIbIIEe TTOBLIIIAET
TOYHOCTHh AHAJIUTUYECKOI'0 MeXaHHU3Ma.

B kpaliHe B3aMMOCBSI3aHHOM MUPE KII0UEBON 3ajadeli Ojisi OPeHOOB ¥ KOMITAHWH SBISETCSA MHTETPaIUs
OHJIAaWH- ¥ oQJIaNH-3JIEMEHTOB B OOIIMNI KJIMEHTCKUHN OIIBIT.



IMapamoxc Ne 2. UH(pOpMHUPOBAHHBIH VS. OTBJIEUYEHHBIH MOKYyIaTe/lIhb

Bce MBI cunTaeM, YTO HEIHEIIHYE KIIMEeHTH - caMble BIUATENbHEE. [1efCTBUTEeNbHO, OOIBIINHCTBO U3 HUX
aKTWBHO 3aHUMAIOTCS ITOMCKOM MHMopMauuu o 6pergax. OHM NPUHUMAIOT O0jlee 000CHOBAHHBIE PEIIEHUS
o mokynke. Ho HeCMOTpPSI Ha BEICOKHY YPOBEHb 3aMHTEPECOBAHHOCTH M 3HAHUU ITOTPeOuTENN HE
KOHTPOJIUPYIOT TO, YTO OHU XOTSAT KYIIUTh.

HpI/I MIPUHATHUHU PEIIEeHNs O IIOKYIIKEe Ha KJIMEHTOB OKa3bIBalOT CYIIECTBEHHOE BIIMSAHUE TPU (I)aKTopa.

Bo-nnepBEIX, MapKeTUHIOBble KOMMYHUKAIIUU B pa3nudHbelix CMHY, Takux Kak TeJIeBU3MOHHAs peKJiaMa,
negaTtHas peknaMa u PR.

Bo-BTOpPEIX, MHEHUE OPY3€U U CEMBHU.

B-TpeTbI/IX, OHHU o6na,11anT 3HaHHUEM U COOCTBEHHEIM OTHOIIEHUEM K TOMY HUJIX UHOMY 6peHJ:[y,
OCHOBaAHHBEIMH Ha IIPOIIJIOM OIIBITE.

HpaBna B TOM, YTO HBIHEIITHNE KJIMEHTHEI CUJIBHO 3aBUCAT OT MHEHHUA OPYTUX. Bo mHOTHMX ClIy4asaX CJIOBa
Opyrux noaen MOTyT OBITh BecoMee, 4eM JIMYHEIE IIPEAINNOYTEeHU A U MapPKEeTHUHIOBble KOMMYHUKAILIUN.
HpI/I‘-II/IHOfI 9TOMY SIBJISI€TCS HE 9YTO MHOE, KaK CBA3HOCTD.

C mpyro# CTOPOHHI, CBI3HOCTh HECET 3alllUIIEeHHOCTb ¥ YBEPEHHOCTh. B CO3HaHMU MOKynaTenei GIu3Kui
KpyT Opy3e# 1 ceMbu 00eclieynBaeT UM 3alllUTy OT IIJIOXUX OPEHOOB ¥ KOMITaHUM. HO CBI3HOCTH HaAPSIOy C
MHOTOYHCJIEHHEIMU [eBalicaMy U 9KpaHaMU ellle ¥ OTBJIeKAaeT BHUMaHUE. DTO MeIlaeT KJIUeHTaM
COCPEOOTOYHUTHLCS ¥ YaCTO OTPAaHUYMBAET BO3MOXKHOCTE BEIOOpa. TakuM 060pa3oM, MHOTHE KITHEHTHI
MPUHUMAIOT PEIIeHus, Clenys 06IeCTBeHHOM MyOPOCTH. DTO TaKXKe MOACTETUBAETCSA HU3KUM YPOBHEM
OOBEpPHS K peKjlaMe U OrpaHuYeHreM BpeMeHH, 3a KOTOPOoe MPUXOOUTCS CPaBHUBATh Ka4eCTBO TOBapa U
ero 1eHy. ITocKonbKy 0o4eHb yOoOHO II0Ty4YaTh COBETHl OT APYTUX JIiofei, BaKHOCThL capadaHHOr0 panuo
HaAMPSIMYIO OTHOCHUTCS K OKOHYATEJIbHOMY PEIIEeHUI0 O MMOKYIIKE.

BoT KakKOB ITOPTPET COBPEMEHHEIX KITUEHTOB - 00befUHEeHHbIe, HO OTBJIeYeHHbe. OIIpoC, IPOBeNeHHEBIN
National Center for Biotechnological Information, moka3sriBaeT, YTO CpeqHUIM YPOBEHDb YE€JIOBEUECKOTO
BHUMaHU 3a nepuop ¢ 2000 mo 2013 roxg cHU3UIICS C ABEHAAIATU 0 BOCBMU CEKYHI. ITO MOXKHO
00BSICHUTH OTPOMHEIM IIOTOKOM COOOIIEHUM, KOTOPHIHM ITOCTOSTHHO O0MOapaupyeT Hallld ITOOKJII0UeHHEIE
MOOUITbHBIE YCTPOUCTBA U TpeOyeT HeEMEeIJIEeHHOTO BHUMAaHMUSI.

[Tepen MapKeTOIOTaMU CTOUT [BOMHAs 3ajada. Bo-epBLIX, MapKeToJI0raM HeoOX0OuMO OTBOEBATh
BHMMaHUe K/IneHTa. bpeHO-MeHemxepy ObLI0 OB CJIOXKHO 3aCTAaBUTh KIMEHTa YCUIOETh 3a
TPUAIATUCEKYHIHON PEeKIaMOoM, a MMPOaaBIly - MPHUBIEYDb KIIMEHTA TPUAIATHCEKYHIHON «peybio B TU(TE».
B Oymyiem GymeT elile cloxkHee mpobpaThCs Yepel MOTOK OpeHa-coobimennii. BHMMaHue OKyaTens
OymeT OrpaHUYEHO; TEM CaMbIM TOJIBKO OpeHasl ¢ WOW! - hakTOpoM CMOTYT 3aBjlafieTh UM. BO-BTOPHIX,
MapKeToJioraM Heo0XoquMo OBITh HHUIIMAaTOPAaMHU Pa3roBOPOB 0 GpeH[ie B KPyraxX MOKyIaTenei, HeCMOTPs
Ha OTCYTCTBHE HaOjerkalllero KOHTPOJIS Hajl pe3ybTaToM. MapKeTOIOTH HOMKHEL OBITh YBEPEHEI B TOM,
4YTO, KOTIa MMOKyIIaTesH 00IalTCs APYyT C APYTroM IO IIOoBoOy OpeHma, cpedu HUuX OyOyT BepHEIe
3al[UTHUKHY, BIUAIONIME Ha pellleHre B I0JIb3y OpeHa.



l'[apaJch Ne 3: OoTpHIIaTe/IbHas VS. IOJIOZKHUTEe/IbHAasl aJBOKaITUsA

CBSI3HOCTD TTO3BOJISIET KIIMEHTaM BhIpaXkaTh CBOe MHEHHE, KOTOPOe MOTYT YCJIBIIIATh OPYTHe KIUeHTH. ITO
MEHsIeT MHIIIJIEHNE TTOKyTaTeJield, OHU IPU3HAI0T, YTO COBETH OT HE3HAKOMIIEB MOTYT OBITH GoJiee
IIeHHBEIMH, YeM PeKOMEeHIaIlii OT 3HaMeHUTOCTeH, moaaepKuBaomux OpeHn. TeM caMbIM CBSI3HOCTD
co3daeT uaeanbHY0 CPeay I KIMEeHTCKOM 3aluTh OpeHa.

OOHWH M3 CIIOCOBOB 3AIIOJIYUIUTDH KAK MO2KHO BOJIBIIIE JIOAJIBHBIX
ITPUBEP2KEHIIEB - IIOBBICUTDHb Y3HABAEMOCTD BPEH]IA.

Cama mo cebe agBoKallus He SBJISETCS HOBOM KOHIIENIMelH B MapKeTuHre. Tak ke, KakK ¥ U3BeCcTHas ¢ppasa
«capadanHOe pafuo», B TEUEHHUE MOCIeOHETO NECATUIIETUS «aABOKAIUSI» CTalla OIlpeaesieHueM
JIOSATBHOCTH. ITOKyIIaTeNnu, KOTOPLIX CYUTAIOT JIOSIILHEIMU K OPeH/y, BHIPAXKaloT XKelaHue MOaaepkKaTh U
PEKOMEHI0BaTh OPEHA CBOMM IPY3bSIM U CEMbBE.

Camo¥t U3BECTHOM METOOWKON M3MepeHus: OpeHA-agBOKaIul HECOMHEHHO SIBIISETCS UHAEKC JIOSIbHOCTHU
NPS, co3paunniit ®pepepukomM ParixenpgoM. OH YTBEPKOAET, YTO CYIIECTBYET TPU OOIIMPHEIE KAaTETrOPUH
KJINEHTOB, ONpefeisieMble CBOMM OTHOIIEHUEM K OpeH/y:

- KJAUeHMbl-NpOMOymepbl, PEKOMeHAyore OpeHI;
- naccusHbsle KjAueHmMbl, KOTOpEIe HeHUTPaIbHEI K OPeH/Y;
- KAUEHMbl-KpUMUKU, KOTOPBIEe BPsiA IU OYOyT PEKOMEeHOOBaTh OpeH.

Hupekc nostmbHOCTU NPS m3MepsieTcss IPOIeHTOM IPOMOYTEPOB, BEIUUTAEMbIX U3 IIPOLIEHTa KPUTUKOB.
KitroueBo# apryMeHT 3aKJTI0OYaeTCsl B TOM, YTO OTPHUIATEeIbHEIN 3(GeKT 0T capadaHHOTO Pafiuo
yMeHbIaeT 3hGHEKTUBHOCTh ITONM0XKUTEILHOTO capadaHHOT0 Paguo.

XOTsI 9Ta KOHIENIIMS 0Ka3aslach MOJIe3HOU [OJIs OTCIeXKUBAHUS JIOSIIbHOCTH KJIMEHTOB, IIPOCTOe
BLIYMTAHME MOXKET OCTABUTH 10331 HEKOTOPhIe BaxkHEIe naer. Korga OpeH[ ocTaeTCcss BEPHEIM
COOCTBEHHOM CYIITHOCTH U ITOCJIEOBATEIbHO AOOMBAETCSI CBOETO II€JIEBOT0 CETMEHTA, OH TOJISIPU3YET
PBEIHOK. OOHU CTAaHOBSTCS JIIOOUTEISIMU MaHHOTO OpeHma, a Opyrue - ero HeHaBUCTHUKaMu. OOHAKO B
KOHTEKCTe CBSI3HOCTH HeTaTUBHAS afiBOKAllMs He 00513aTeJIbHO J0JI2KHA OLITh Y4eM-TO InoxuM. Ha camom
merie, vHOTHA OpeHAy HeoOXoOrMa OTpUIlATe IbHAS agBOKAIUs, YTOOB CITOCOOCTBOBATH MOSBJIEHUIO
MOJIOKUTETLHOM agBOKAIIUK y OPYTUX. MEI yTBepKOaeM, YTO BO MHOTHUX CJIydYasixX IOJIOKUTEeIbHAS
apgBoKarnus 6e3 OTPUIlATEIbHONW aJBOKAIIMK MOZKET 0CTaBaThCs 0e3MelCTBYIOIEH.

Kak u y3HaBaeMOCTh OpeHa, agBOKaIls MOXKET OBITh JTM00 CIOHTAHHOM, TMO0 YEeM-TO BEHI3BAHHOM.
CrnoHTaHHAs afBOKaIlMs IPOMCXOOUT TOTHA, KOrda IMOKyIaTesb, Oyay4y HeIPHUHYKIEHHBIM U
HEe3aBUCUMEIM OT YbUX-TH00 MPOCHD, aKTUBHO PEKOMEHAyeT OIpeeNieHHbIH OpeH . I1o mpaBae roBops,
TaKOM THUIT aJBOKAIINU SIBISETCS KpaliHe pegkuM. HyKHO OBITH TpeaHHBIM (paHaTOM, YTOGH SIBIATHCS
aKTHBHLIM aiBOKATOM OpeHaa. [Ipyras ¢opMa agBOKAIlUK - BI3BaHHAs agBOKAIUSI - 3TO PeKOMEeHIaIus
OpeHa, KOTOpas ABJISIETCS Pe3yIbTaTOM TOT'0, KaK Ha YeJioBeKa IOBIUSIN Apyrue. [JaHHBIH THII
aBOKAIIMU, XOTS U 0YEHb PAaCIIPOCTPaHeH, ABJsieTcs 6e3melicTByoomuM. Korga 6peHy xapakKTepusyeTcs
CHUJIbHOM BHI3BAHHOU aJBOKaIel, Hy>KHO ITIOCIIOCOOCTBOBATE €€ IIPOSIBIIEHHUIO JIN00 C IIOMOIIBIO OIIPOCOB
KJIMEHTOB, THU0O0 C IIOMOIIBI0O HEeraTUBHOM aJBOKAIINH.

Mexpay mOOUTENIMY 1 HEHaBUCTHUKAMU [OIXKEH CyIeCcTBOBaTh OanaHc. TeM He MeHee He 0053aTeJbHO,
4TO KPYIIHEIE OPEeHOBl MMEIOT OO0JIbIle TI00uTesNel, Y4eM HEHAaBUCTHUKOB. B gericTBuTtenbHOCTH YouGov
Brand Index packpriBaeT unTepecHble pakTel. Kommauusi McDonald’s, HanpuMep, HaCYUTHIBAET OKOJIO
33 % mobuteneit u 29 % HeHaBUCTHUKOB - IPAaKTUYECKU cOaraHCUpPOBaHHas mojstpu3anus. Starbucks
Takxke 0co00 He oTnuuuics: 30 % modutenei u 23 % HeHaBUCTHUKOB. C TOYKHU 3pPEHUS UHOEKCA
MOTPEOUTETBCKOM IOSJIBHOCTH, ABa CaMbIX 0OJIBIINX OpeHa B IIPOMBIIIJIEHHOCTH II0 IIPOU3BOMICTBY
IIPOAOBOJILCTBEHHBIX TOBAPOB M HANTUTKOB OyAyT UMETh OUEHb HU3KME Oaslibl, HOCKOJIBKY Y HUX CJIMIITKOM
MHOT'O HeHaBUCTHUKOB. Ho, ¢ Ipyroil TOUYKY 3peHus, rpymnia HeHaBUCTHUKOB SIBJISIETCSI HEOOXOOUMEIM
3JI0M, KOTOPO€e aKTUBU3UPYET TPYIIIH JTII00uTene, 3amuiatonme McDonald’s u Starbucks oT kputuku.
Bes oTpuiaTeIbHON U MOJIOKUTEILHON afBOKAIIMY PA3rOBOPH O KOMIIAHUSIX ObUIN OBl CKyYHBIMU U MEHEE
IPUBJIEKaTEIbHBIMU.

JIro6oit OpeHp, KOTOPHHM 00JIailaeT CUILHBIM XapaKTepPoOM U CYIIHOCTBIO, BEPOSITHO OyHeT HEMOIyIsSpeH Ha
KaKOM-JT00 OTIpeieJIeHHOM PHIHOYHOM cermMeHTe. Ho Bce 9Tu OPeH[B! OJIKHEI CTPEMUTLCS, B KOHIIE
KOHIIOB, 3aTIOTy4YUTh CBOM «KaHas OIS PeKJIaMbl»: apMHUI0 JTI00UTeNel, TOTOBHX 3alllUIaTh OpeH/ B
unppoBOM MUDE.



3akKjarodYeHue

MapkeTHHT U MapagoOKChI

Vi3MeHeHUEe CUTyalluu CIIOCOOCTBYET IIOSIBJIEHUIO Psilla TapafoKCoB, C KOTOPHIMU CTaJIKUBAaIOTCS
MapKeTOJIOTH, ¥ OMHUM M3 KOTOPHIX SIBJISIETCS OHJIaWH vs. odraiid B3aumopeiicteue. M To u gpyroe
OOJIZKHO COCYIIIECTBOBAThH BMECTE U IOMOJIHATH OPYT OPYyra, LEeJIbIo Yero siBiaseTcs obecredeHne
IIPEeBOCXOMHOTO KauecTBa 00CIyKMBaHUS KIIUEeHTOB. bojee Toro, CcyliecTByeT apafokC, OTHOCSIIUNCS K
nH(POPMUPOBAHHOMY VS. OTBJIEYEHHOMY ITOKyIIaTeio. [laxke Mo Mepe TOTo, KaK CBI3HOCTh HafesieT
MOKyTaTesiel CBepXoOWIbHOM nHpOopMaIuen, 3TU IOKYIIaTeIl CTAHOBSITCS YpEe3MEPHO 3aBUCUMBIMU OT
MHEHUsI IPYTUX, YTO 3a9aCTYyIO [akKe MPEeBHIIIaeT BaXKHOCTh IMYHBIX TPEAouTeHuii. HakoHeI, CBSI3HOCTD
MPUHOCUT OpPEeHAAM OTPOMHBIE BO3MOXKHOCTH AJISI TIOJTYYEHUS TTOJIOXKUTEJIbHON afiBOKalnu. TeM He MeHee
OpeHObl TaKKe CKJIIOHHBI IPUBJIEKATh OTPUIIATEIbHYIO aflBOKAIINI0. JTO He TaK YK U IIJIOXO, IIOCKOJIbKY
oTpHuLIATEeNbHAS afBOKAILMS YaCTO aKTUBU3UPYET MOJIOKUTEIIHHYIO.

Kakue us ciayvdaes 8 sawel ompacau ompascarom napaaoxcaﬂbHy}o npupody CBA3AHHbIX KAUEHMO08?

Kaxk 8bl njiaHupyeme ucnoJ/ib308dmbs OaHHble napaaOKCbl?



Bopvba 3a 0010 8 yMax mMoa00edicu,
Bopvba 3a sceHU,UH padu yeeauyeHusl pblHOUHOU 00U,
Bopvba 3a doato 8 cepoue kubepepastcoaH

Korpa 3axomut peusb 00 agBokanuu OpeHaa B nudppoBOM MUpPe, He BCe MOTpeObuTesu paBHE. HekKoTophle u3
HUX II0JIaral0OTCs Ha COOCTBEHHBIE TIPEANOYTEeHUS U Ha TO, YTO CJIBIIIAT U3 PEKJIaMbl; TO €CTh aJBOKAITUS
OJIsT HUX HUYEero He 3Ha4YuT. KpoMe TOro, OHM He OeNSTCS CBOMM OIIBITOM C OCTAJIbHBIMU JTIOObMHU. [IpyTHe
CKJIOHHHI IIPOCUTH U AaBaTh COBETHI IO ITOBOAY OpeHmoB. OHU SBJISIIOTCS TEMU, KTO C OOJIbIIEH
BEPOSITHOCTHIO OYIYT MOSTIbHBIMYU afBOKaTaMu OpeHfa.

II71s1 TIOBEIIIIEHU ST BEPOSITHOCTH IIOJIy4EeHUS afBOKalli, MapKeToJioraM cjenyeT AelaTh CTaBKU Ha
MOJIOZIeXKb, KeHIMuH, u Kubeprpaxmad (YWN). MHorue TeMbl, CBSI3aHHBIE C 9TUMU TPEMS TJIaBHBIMHA
cerMeHTaMu, ObIIM MCCIIENOBAHbl U M3YYEHHI 110 OTHEeNbHOCTU. C TOYKM 3peHus MacuiTaba, KaxKIabli u3
CEerMeHTOB SIBISIETCS OUeHb MPUOBIILHEIM. TaKuM 00pa30M, MapKEeTHHTOBLIN ITOOX0 OBII CIIeIIMaIbHO
pa3paboTaH A5 yOOBIETBOPEHUS UX MoTpedHOoCcTeH. Ho mpucyTcTByeT u 6ojiee IIUPOKasi IIEPCIEKTHUBA.
CyuiecTByeT ofb11asi yepTa, KOTopasi cBsi3biBaeT ux: YWN - 9To Haubojiee BIUSTENbLHBIN CETMEHT B
IudPOBYIO 3TOXY.

HeynusuTensHO, 4TO GONBIINHCTBO CYOKYNILTYP (IPYIII, KOTOPEIE UMEIOT YCTOSABIINECS HOPMEL U
yOexXaeHus 3a IIpefejilaMi OCHOBHOM KYJIbTYPHI — HAaIIPUMeED, KOCIIJIeePhl, IPUBEPKEHIIBl JOMAIITHETO
06y‘IeHI/I${, XaKepr) COCTOLAT IIPEMMYIIIECTBEHHO U3 MOJIOOE2XKH, XKEHIITUH UJIN oburareneun HWHTEepPHEeTa. Bo
MHOTHUX 9aCTaX MHPa OHU CHUTAJIMNCh MEHBIIMHCTBAMHU M HAXOOUJIUCh HaA HepI/I(bepI/II/I O6H.I€CTBa. Panrmie
ABTOPUTETHOCTD U BJIACTh OEMCTBUTENIFHO IPUHAAIEeKAlIa CTAPIINM, My KYUHAM U OOBIYHEIM rpakgaHaM.
DTO OBIJIO CBSI3aHO C TPAagUIIMOHHO BEICOKMM YPOBHEM OJOXOOOB U HOKyrIaTeJ'IBHOfI CIIOCOOHOCTBIO OaHHBIX
cerMmeHTOB. OgHAKO CO BpeMeHeM BaXXHOCTh U BnusHue YWN 3HaunTeIbHO Bo3pociau. Ha camoMm mere,
Cy6KYJ'IBTypBI, IIpeaCTaBJIEHHEIE YWN, Ha4aJIkd BIINATH Ha OCHOBHYIO KYJIBTYDPY. X OTHOCHUTENIbHO OOJILIINEe
ceTu cOO0OIECTB, OPY3eH U CeMel MO3BOJIUIIA 3TO CHEJIaTh.

Hamnpumep, Monomesks 3afjaeT TPeHIE CTapIuM 0CO0eHHO KOrja AeJio KacaeTCs IION-KYJIbTYPHL, a TaKXke B
Takux o61acTsax, Kak My3blKa, GUIbBMEL, CIIOPT, IUTaHUEe, Mofa, TexHojaoruu. CrapiemMy IIOKOJIEHUIO YacTo
He XBaTaeT BPEMEHU U JIOBKOCTH, YTOOHI ITOJTHOCTHI0 U3YYUTh OBICTPO CMEHSIONIYIOCS TIOM-KYIbTYPY; OHU
IIPOCTO CJIEOYIOT U II0JIaral0TCS Ha PEKOMEHJAIuu Mojiofexu. [loTpebuTenu MOJIOIOTO TOKOJIEHU S
SIBJISIIOTCS IIEPBLIMY, KTO ITPOOYyeT HOBBIE IPOAYKTHL, U II03TOMY YaCTO CTAHOBSATCS TJIaBHOM LIEJIBIO [IJIS
MapkKeTosioroB. OGBIYHO, KOTa MOJIOAEKh MPUHUMAET HOBHIE MTPOAYKTHI, OHU YCIEIITHO MOIafaloT Ha
OCHOBHOU DBIHOK.

Bo MHOTEX cTpaHax XKeHIIUHLI B CEMbe UCIIOJHSIOT POJIb (prHAHCOBOT0 qupeKkTopa. [Ipu Beibope OpeHpa
OIS TOKYIIKM BO MHOTUX KaTeTrOpUSIX TOBAPOB U YCIIYT T'OJIOC KEHIITUHEI YaCTO CTAHOBUTCS PEIIaloniiM.
Bce moToMy, 94TO GONBIIMHCTBO KEHIIWH 00JIalal0T TEPIIEHUEM M 3aMHTEPECOBAHHOCTHIO [IJIS TOTO, YTOOH
B paMKax BCe0oObeMITIONIEro IIpoliecca CPaBHEHUS TOBAPOB CAEeIATh JIyYIIui BEIOOP - 3TO TO, YTO
OOJIBITMHCTBO MYKYWH CYUTAIOT OECIIONEe3HBIM U [AaKe MyYHUTEJIbHEIM. TeM CaMbIM KEHIITUHBI UTPAIOT
3HAYUTEJIFHYIO POJIb, YTOOH BEIOPATH JIIOOBIE TOBAPHL M YCIIYTH, KOTOPHIE IIPEAIaraioT CEMbSIM
MapKeTOJIOTH.

Kubeprpaxpnasne (M1 HHTEPHET-IIOJIH30BATE/IN) TAaKXKe BEChbMa BIUATENIBPHE. Bynydn XuTensimMu
uudpPOBOro MUPa, OHU ITPU 0OMeHe uH(popMaIue 0YeHb ITOJIKOBAHEI B BOIIPOCE CBSI3U B UHTEPHETE C
OPYTHUMU JTIOAbMHU. XOTh U He BCS UX WHMOpPMAIMsI HeCceT IIeHHOCTb U He BCS AesTeTbHOCTh TPOOYKTHUBHA,
OHH SIBJISIIOTCSI BOILJIOIIEHHEM o0pa3a YMHOr0 norpebuTtess. [Ipencrapnsas co60i TO, YTO Ha3bIBAIOT
WCTUHHOU MOIEJIbi0 6e3rpaHUYHOMN JeMOKPAaTUH, OHU CBOOOIHO, YaCTO aHOHUMHO, BEHIPAXkKalT CBOU
MHEHWS ¥ YyBCTBA OTHOCUTEIILHO KaKux-mubdo 6penmoB. Kubep-rpaxkpgaHe HalOT OLEHKH, TYOITHKYIOT
KOMMEHTapUU U JaXKe CO3[al0T KOHTEHT, Ha KOTOPHIY 00paIaT BHUMAHNUE OPYTHE [I0JIb30BATEIN.

W3-3a cBOUX XapaKTepHBIX ocobeHHOoCcTel YWN o4YeHb HEIIPOCTO YOUBUTDL. Ho ecyiu ymacTcst 9To caesarTh,
OHU CTAQHYT CAaMBLIMHU JIOSIJIBHBIMUM aJBOKaTaMM Hammx OpeHaoB. BpeHA-agBoKaIus OT TAaKUX CETMEHTOB,
Kak YWN, sBisieTcss Haubojiee eHHOM, 4yeM OoT Koro-nmubo apyroro. [Tockonbky YWN uMeeT CuibHOE
BIUSTHUE Ha OCHOBHOM PHIHOK, OpeHAnl OyayT mpuoOpeTaTh OrPOMHEBIE TPEUMYIEeCTBa, KOTia MOTydYUTCS
IPUBJIEYD UX.



MoiogeXb: 3aBOE€BaHUE IIOIIYJISIPHOCTH B YMaX MOJIOOE2KH

MapKeTooraM BEIT'OQHO OPUEHTUPOBATHCSA Ha Moyofexkb. CornacHo moknany @oupma OOH B o6mactu
HapognoHaceneHus (UNPFA) B 2014 rogy 4mciio MOJIOABIX IoAel B Bo3pacTe oT 10 mo 24 yneT moCTUrio
OOHOTI'0 MHUJITHAPHa BOCBMHCOT MHUJIITMOHOB YEJIOBEK, cCaMOe OOMIbIIIOe YHCJIO 3a BCI0 UCTOPUIO
YeJI0BEeYEeCTBa, U OHO MPOIOJIKUT pacTu. MHTepecHOo, 4To nmouTu 90 % M3 HUX MPOKUBAIOT B
Pa3BUBAIOIINXCS CTpPaHaX. YToOkI MOTHOCTHIO peaIn30BaTh CBOM MOTEHIINAJ B 00pa30BaHUM U Kaphepe,
yYIIpaBIsas COHMalbHON OUHAMUKON Cpefu CBEPCTHUKOB, OHU CTAJIKMBAIOTCS CO BCEBO3MOIKHBIMU
XKHU3IHEHHLIMU Npob6ieMaMu. MapKeTOJIOTH BLISBIISIOT U PEIIAiOT 9TU IIPOOJIeMEL. 1Ie/lb COCTOUT B TOM,
4TOOBI OCTAThCST aKTYaIbHBIMHU B XKU3HHU MOJIOIEXKH U, CIIeIOBATEJIbHO, ITOJIYYHUTh JOCTYH K UX PACTYIITUM
KOIIeJIbKaM.

Ilaxke Te MapKeTOJIOTH, YbK TOBApPH! U YCIIYTU He HalleJIEHH! B IIEPBYI0 0Yepenb Ha MOJIOIEeXKb, CTPEMSITCS K
3TOMY IPUOBIIBHOMY PHIHKY. Llenb B ClIedyroleM: IMOBIKUATh Ha HUX eIlle B HavaJle KU3HU, laXke eClIu B
HaCTOsIIIee BPeMsI UM 9TO ITIOKA HeBHITOOHO. CEeromHAIIHAS MOJIOAekb B Onuxaiimem OynyiieM Oymet
OCHOBHBIM ¥, BO3MOXKHO, CAMBIM IIPUOLUILHLIM KIIMEHTOM.

Kpowme Toro, opreHTUpOBaHNE Ha MOJIOfeXb — 3TO caMoe UHTepeCcHoe, YeM 3aHMMaloTCsI MapKeTOJIOTH.
HaneneHHBIM Ha HUX MapKEeTUHT BKJIIOYaeT B ce6s1 mubo KIacCHYIO0 peKjaMy, MOOHBIM WHTEPHET-KOHTEHT,
MOOmePKKY 3HAMEHUTOCTeM, TrnO0 MHHOBAIIMOHHYIO aKTUBU3AIWIO OpeHno0B. B oTnuyne oT cTapuero
TIOKOJIeHUSI, MONIOMeKb HAaCTOJIbKO OUHAMHYHA, YTO IIPHUBJIeYEHUE MaHHOT0 CerMeHTa MPaKTUYeCKU BCeraa
IPOAYKTUBHO. Y TOCKOJIBKY OHA HE yCTymaeT KoMy-nubo no meMorpadudecKuM MaciiTabaM, KOMIaHUN
YaCTO rOTOBHI KPYITHO BIIOXKUTHCS B 3TOT UHTEPECHBIM MapKEeTUHT OBEIM CETMEHT.

Ponpb Monomexxy B OKa3aHUM BIUSHUS Ha OCTAJIbHOM PBEIHOK OT'POMHaAa.

Bo-11epBEIX, OHU SBISIOTCS PAHHUMU nocsaedogamensamu. MononeXsb 4acTo OOBUHSIOT B HEIIOKOPHOCTU U
QHTUIIUTAPHOCTH, TO €CTh OHM JIIO0SAT TO, YTO HEHABUOSAT B3pOCykie. HEKOTOpPHIE MOJIOABIE JTIIOOU
4yBCTBYIOT €051 BHHOBATBIMHU, HO OOJIBIIMHCTBO M3 HUX - HET. [IpaBma COCTOUT B TOM, YTO MOJIOOEXKb HE
fouTcs akcrepuMeHTUpPoBaTh. OHa IPOOYyeT HOBBIE IPONYKTHL U UCIIOIL3VIOT HOBLIE YCIIYTHU, KOTOPHIE
KaXKyTCs CIUIIKOM PUCKOBAHHLIMHU [JIsI CTAPIIETO ITOKOJIEHHUS.

MapKeToJIoOTH C HOBBIMM Pa3paboTaHHBIMU U 3aIyIIeHHLIMH B IIPOflaXKy TOBapaMM HYKIAIOTCS B HUX.
CTparerus, HaIpaBJIeHHAs Ha MOJIOHEXKb, YaCTO UMeeT HaubobIIme maHcH Ha ycuex. Korma B 2001 rogy
BIepBBIe OBLN IperncTaBiel iPod, opueHTHpPOBaHHAS Ha MOJIOAEeXb peKJjlaMa IIpuBesia K CKopeluieMy
IIPUHSATHUIO MPOAYKTa U, HAKOHEIl, K OrPOMHOMY yCIIeXy Ha phHKe. TOUHO Tak ke, Kak Korga B 2010 romy
kommanms Netflix mpenioxkuia cBOu yCIyTy TPAHCIISANUM, ee PAHHUM II0CIeoBaTeneM Obljla TEXHUYECKU
IIOAKOBaHHAsl MOJIONEXKb.

Bo-BTOPEIX, MOJIOZIEKb SIBIISETCS 3aKoHOOame.iem mMoObl. MOJIOIeXb - 3TO HOBOE ITOKOJIeHHE MTOKyIlaTeneH,
KOTOPHIM HYZKHO Bce. Korzia mesio KacaeTcsl TPEHIO0B, JIOBKOCTH UM He 3aHUMaTh. OHU TaK OBICTPO
HAYWHAIOT CJIE0OBaTh TPEHAM, YTO MapKEeTOJIOraM IIOPOH He yHaeTcsl 3a HUMHU nocrneTs. OgHAKO IITI0C B
TOM, UTO 9TO IIO3BOJISIET IPOAABIIaM GHICTPO OIPENENsaTh TPEHOH, KOTOPEie OYAYT BIUSTH Ha PHIHOK B
OnuxkarinieM OyOoymieM.

Ee nneMeHHas HaTypa 03Ha4aeT TO, YTO MOJIOIEXKb TaKxKe CUJILHO pa3npolbiieHa Ha pa3Hble 4acTu. TakuM
o6pa3oM, TPEHOH, KOTOPHIM CIIeAYyeT MOJIOZIEKb, KpalHe ¢parMeHTHPOBaHEl. HEKOTOpEIe BUAEL CIIOPTA,
MYy3bIKaIbHBIE KaHPHI U MOJHBIE TEHIEHIIUU SIBJISIIOTCS KYJIbTOBBIMY [IJISI ONPENEIEHHBIX MOJIOIEKHBIX
TPYIIN, HO MOTYT HE UMETh HUKAKOT0 OTHOIIIEHUS K APYTUM. BO3MOXKHO, eMIUHCTBEHHBIM TPEHIOM,
KOTOPOT'0 IPUAEPKUBAETCS OOIBIINHCTBO MOJIOAEXKHU, IBIISIETCS CTPEMIEHNE K IH(MPOBOMY 00pa3y KU3HU.

IToka HEKOTOPBIE OMOOPEHHBIE MOJIOOEKbI0 TPEHIBI OKA3bIBAIOTCSI HENOJITOBEYHBIMU U3-3a 3TOHU
pa3apo6IeHHOCTH «II0 UHTepecaM», IPYTUM Pa3BUBAIOIIMMCS TPEHOaM yHoaeTCsI CTaTh TJIaBHBIM XHUTOM.
[TpuMepoM MOKET CIIYKHUTDb PaCTyIIui pedTHHT [IxKacTuHa bubepa, mepBoHaYaIbHO MOIYYUBIIETO
M3BECTHOCTDb KakK Habuparoluii nomnynasipHocTh YouTube-ieBel], KOTOporo (GpoyIoBUIN MUIJIMOHBI MOJIOIBIX
niopeii. Besa BcesieHHAsT COMAILHEIX ceTed, Takux Kak Facebook u Twitter Takzxe HauMHaIach C
TIOMYJISPHOCTH CPEOH MOJIOmEeKHU. TOYHO Tak JKe, CEPBUCH IIOTOKOBOIM MY3bIKM, TaKue Kak Spotify, Apple
Music, 1 JoOX IPHIIIN Ha OCHOBHOM PHIHOK OJIaromapsi MOJIOOEIM KITHEHTaM.

U, HaKOHeII, MOJIOfIeXKb MeHsem npasud uzpsl. Ee 4acTo accoruupyioT ¢ 6€30TBETCTBEHHEIM U
3TOMCTHUYHLIM ITOBemeHueM. Ho mocnenHue TeHOEeHIINH ITOKa3kIBaloT, YTO OHU B3POCJIEI0OT HAMHOTO
panbIe. 9TO 0OBSICHSIETCS TEM, YTO MOJIOABIE JIFOOU OLICTPEE PEarupyloT Ha IPOUCXOMASIINe B MUPEe
M3MEeHEeHHsI, TaKhe KakK rjiobanu3alus U TeXHUYeCKUH mporpecc. Temeps oHM 00€CIIOKOEHE TeM, UTO
ITPOUCXOOUT BOKPYT HUX. Ha camMoM mesie, OHU SIBIISIOTCS OJHOM M3 TIaBHBIX OBUXKYIITUX CUI U3MEHEHHUN B
Mupe.

MEL BUAUM 3TO 110 POCTY OBUXKEHUU 3a paclllMpeHue IIpaB U BO3MOKHOCTeM Mosnomexku. RockCorps,
HaAIpUMeDp, SIBISAETCS MIaTOOPMO, TO3BOJISIONIEH MOJIOIEKY JOOPOBOJIEHO OCBITUTE YETHIPE Yaca
BOJIOHTEPCKHUM IIPOEKTaM U IIOJIyYUTh OOUH OUIEeT Ha 9KCKJIIO3UBHBIN KOHIEPT. [IpyruM mpuMepoM



sapnsetrcs WE.org, npuriamaoas MOJIOILIX JIIoAel IPUHSATh YYacThe B COOBITHUAX, KOTOPLIE U3MEHSIT
MUp, HAIIPUMeED B Psifie BOOXHOBIISIOMINX KUBHIX KOHIIePTOB We Day, a Takxke npuobpectu ME to WE -
TOBapHI, 00JIafiaioNnIe COMaIbHON 3HaYNMOCThI0. Opranu3anus Indonesia Mengajar npemiaraet
MMOXO0KYIO MIaT(GOPMY pPacCIIMpEeHHs IpaB U BO3MOKHOCTeH B 00pa3oBanHuu. OHa CTPOro OTOMpAaeT JIydIInX
BBIIYCKHUKOB CTPAHBI, IPOCS WX OTKA3aThCS OT MOTEHIMAIBHO BEICOKOOIJIaUMBaeMON PabOThl B IOIb3Y
IIpenofaBaHus B OTHAJIEHHBIX CEJIBCKUX IIKOJIaX B TEYEHUE rofa. DT U3MEHEHUs OeNaloT BOJIOHTEPCKYIO
OesiTeIbHOCTh Y4eM-TO KPyThIiM. UTo erne 6oJjiee BaxKHO, 9Ta TPOrpaMMa MOBHIIIIAEeT YPOBEHb
nHGOPMUPOBAHHOCTY CTAPUINX ITOKOJIEHNY 0 HEOOXOOMMOCTH aKTHUBU3Ma U COLMAIBLHOT'O BIIUSHUSA.

Bce oaTu ponu (paHHMHe MEPBOOTKPLIBATENIHM, 3aKOHOOATEIHM MOMBL 1 JTIOOM, MEHSIONINE IIPaBUjla UTPHI)
MIPUBOASAT K BEIBOMIY O TOM, YTO MOJIOZIEXKb SIBJIIETCS KITI0YOM K nonyaspHocmu. Ecinu OpeHObl XOTSAT
TIOBJIUATH HAa CO3HAHWE OCHOBHHBIX KJIMEHTOB, YOEXKIEHHAsT MOJIOEXKb — 3TO BayKHBIM ITEPBLIH II1ar.



2KeHIIUHBI: yYBe/IndueHHue O0/IM PbIHKaA

KeHCKUY PHIHOK TaKXKe SIBNISIETCS JIOTUYHBIM pelleHueM AJI1 MapKeTOoJI0rOB. OTOT PHIHOK HE TOJIBKO
OrPOMEH MO0 CBOMM MaciitabaM, HO 1 TPodusib cerMeHTa PhIHKa O4eHb cBoeoOpa3eH. [lomuepkuBast

ncuxonorudyeckue pasnuuus, [IkKoH I'pati MeTadhopuueCcKU yTBEPXKOAET, YTO «MYyKYMHEI ¢ Mapca, a
JKEHIIUHE - C BeHEphI».

[Tpucymme MyK4YMHaAM U XKEHITUHAM Pa3/Inyus SBJISAIOTCSA KaK IIPegMeTOM IICUXO0JIOTHU, TaK U IIPegMeTOM
MapkKeTuHra. HeKoTophle 9KCIepTH BHICKa3ajll CBOE MHEHHE HacyeT MapKeTHUHTa, HalleJIeHHOT0 Ha
KEeHIIMH. MHOTHE TOBaphl, YCIYTH, U MAPKETUHTOBEIE KOMIIAHUY OB/ CO3HaHbl CIIEIINAIbHO OIS
JKEHIIUH.

BnusHue, oKa3kBaeMoe KeHIIMHAaMU, OpefesieTcs TeM, YeM OHU 3aHuMaloTcs. PeHa BapTtoc BreimensieT
IOBe Pyl paboTaloMINUX KEeHIUH: Te, KTO IelaloT Kapbepy, U Te, OJisi Koro paboTa - 3TO «IIPOCTO
paboTa». CymecTBYIOT TaKKe XKEHbI, KOTOPBIE MPEANOYHUTAIOT 3aHUMAThCS TOJIBKO JOMAIIHUMHU AeJIaMu, U
Te, KTO IJIaHUPyeT HauTH paboTy B Oymymiem. ITpoiiie ToBOpsI, MUP KEHIIUH KPYTUTCSI BOKPYT CEMbHU U
paboTel. [JunemMMa, C KOTOPOM OHM YacCTO CTAJIKMBAIOTCS, 3aK/IF0YAETCS B TOM, BRIGPATh JIX UTO-TO OMHO
WU yOepKUBaTh 0ajlaHC MexXay ceMbel u paboTtoii. Ho, 6ymyuu 6osiee mpucrocob6IeHHEIMU K
MHOT03aJIaYHOCTH, XKEHIIWHBI 10 CBOEH CYTH SIBJISIOTCS JIYYIIIUMU MEHeIKepaMu, KOTa Oejl0 JOXOOUT [0
CIIOKHBIX, MHOTOACIIEKTHHIX 3aJaHUi JoMa, Ha paboTe, UK U TaM, U TaM.

B menom KeHIMHBI UTPAIOT TPU Poiu. Bo-mepBeIX, SBAS0TCSA cOopwuuamu uHpopmauuu. Maprta
BbapierTa, aBTOp KHUTH «MapKeTUHT [JIs1 JKeHIINH», — TJIaBHBIM aBTOPUTET B 00J1aCTU MapKEeTUHTOBEIX
CTpaTeruy, CiyXxKallluxX XKEeHIUHAM, - YTBEPXK/IAET, YTO JKEHCKUU IIPOIECC MIPUHSATHAS PEIIeHNN
OTJIMYAeTCs OT MyKCKOTro. [Toka [j1s My>KYUHEI ITyTh K ITOKYIIKEe IIOHSATEH U IIPOCT, IIYTh XKEHIITNHEI
HaAMlOMUHAET CIUPAJIb, KOTOPAs YacTO BO3BPAIAETCS B MCXOOHOE IOJI0KEHNE, YTOOB cOOpaTh HOBYIO
nHpOPMAITUIO ¥ 3aHOBO OIEHUTH, ABJISETCS JIU IIEPEXO0 K CIEOYIOIeMy IIary BePHBIM BEIOOPOM.
2KeH1uHE, KaK IpaBUIo, IIPOBOISAT Yackl B Mara3uHe, paccMaTpuBas KaueCTBO U CPaBHUBAS II€HE], a
3aTeM YacaMM CHOBA MCCJIEQYIOT TOBAphl B MHTEPHETE; B TO BPeMs KaK MYKYHHBI OOBIYHO OTPAaHUYUBAIOT
CBOY IIOMCK M KaK MOKHO CKOpee UIYT 3a TEM, Yero XOTST OOJIbIIIe BCETO.

JKeHIIWHBI HEe TOMBKO OOJIBbINlE MYKYHUH 3aHUMAIOTCS TTIOMCKAMHU, OHU TaKxXKe OO0JIbIlle, YeM MYXKYIUHEI,
pa3roBapuBalOT C APYyruMH 0 6pernax. OHU HIYT COBETOB OT APY3€H U CEMBbU M OTKPHITH AJIs MOJTYYEeHU ST
TIOMOIIM OT OPYTHUX. B TO BpeMsi KaK MyKYHUHBI TPOCTO CTPEMSITCS K CBOEH I1eTH, XKeHIITUHEl XOTAT HalTh
WeanbHBIM TPOOYKT, HAEaIbHYIO YCIIYTY UM UOeaIbHOE pPelleHue.

[I71s1 MapKeTo0T0B XapakTep cOopa nHpopManum KeHIMUHAMY UMEeT CBOE IIPEUMYIIECTBO. JTO
03HaYaeT, YTO BCEe MapKETHUHTOBbIe KOMMYHUKAIIUU U YCUJIUS 10 O0YYEHUI0 KIMEHTOB He SIBIISTIOTCS
ycTOM TpaTo¥. 2KeHIWHEI Ha caMOM [ejie 00pallaloT BHUMaHMe Ha BCI0 WH(POPMAIUIO U B KOHEYHOM
WUTOTe KPaTKO U3/1araloT ee OJIg OPYTUX.

M3-3a 9TOr0 XKEHIIUHE SIBIISIOTCS 8ceobvemaowumu nokynameasamu. CyTb B TOM, YTO OHKM 00/1afaioT
GOJIBIIIMM YHCJIOM TOYEK B3aMMOAEHCTBUS Ha CBOEM CIIMPAJIEBUIHOM MyTH U MOABEPTAIOTCS OeHCTBUIO
fombirero KonuuectBa GakTopoB Ais paccMoTperusi. OHU, CKOpee BCeTo, OyOyT OTCIeKUBATh BCE
yHKIIMOHANbHEIE, SMOIIMOHAIbHEIE TPEUMYIIIECTBA, 1IEHY U TOMY N0omo0HOoe, IPeXkKe YeM OIpPeaeasaT
WCTUHHYIO IIeHHOCTH TOBAPOB M YCIHYT. [T HEKOTOPHIX KATErOpUi OMAIIIHUX TOBAPOB KEHIINHEI
paccMaTpuBAIOT LIEHHOCTh IIPOAYKTa He TOJIBKO [JIsi CaMuX ce0si, HO U [JIsi BCeH CEeMbH.

Takxke XKeHIIWHE PACCMAaTPUBAIOT U IPOCMATPHUBAIOT OOJIbIIIee YKCIIO OPEHIOB, BKIIIOYAs MeHee
TOMyJIsipHbIe OPeHIb, KOTOPEIe, IT0 X MHEHWIO, MOTYT HECTH OOJIBIIYIO IIEHHOCTb. M3-3a 9TOTr0 KEeHIITUHEI
0oylee yBepeHHI HAac4YeT CBOEro (puHaIbLHOTO BEIOOpPA MOKynKH. TakuM 06pa3oM, oHu Ooee JIOSIbHEI U
00JIBIlle CKIIOHHBI PEKOMEHIOBATEH BHIOODP B CBOEM COOOIIIECTBE.

W3-3a BHIIIIEYIIOMSITHYTHIX KQYEeCTB KEHIINHB eHCTBUTEIbHO SIBISIOTCSI 0OMAWHUMU MeHedxcepamu. OHu
3aCJIy2KMBAIOT 3BaHUS T71aBHOTO (MHAHCOBOT0 AMPEKTOPa, MeHeKepa M0 3aKyIKaM M PacCIOpSIOUTENIs
AKTHUBOB C€MbH. MaJjio TOTO, YTO OHHU SBJISIOTCSA XPAaHUTEJISIMU OOJIBIIMHCTBA TOBAPOB JOMAIITHET 0

X035 CTBA, BKIIOYAas JOPOTOCTOSIINE BEIH, JKEHIIINHBI TaKKe JTMAePhl MHEHUHM HacUyeT OPYTuX IIPOOYKTOB,
TaKuX KaK UHBECTUIUU U QUHAHCOBLIE YCITYTH.

Otuet KoMmnanuu Pew Research Center B 2008 rogy nokasas, 4To B 41 % moMalllHUX XO3IUCTB
aMepHUKaHIIEB PellleHUsI TPUHUMAIOT XKEHIIUHBIL, B TO BpeMs KakK TOJIBKO B 26 % mOMaIlTHUX XO3SIUCTB
aMepHKaHIEB JOMUHUDPYIOT MyKYUHEI (B OCTaJIbHBIX CEMbSIX JKEHIIMHBL ¥ MYKUYKWHBL PA30eIsaid IPUHITHE
petienmii). B UHOoOHe3un KapTuHa emle 6ojiee mopa3uTtenbHa. OCHOBBEIBAsSICh Ha ompoce oT MarkPlus
Insight 2015 roma, B 74 % MHOOHE3UNWCKUX ceMel KEeHIINHBI YIIPaBJIsAIu BCceMU pUHAHCAMU U fJaxKe
mOXOOaMHU CBOUX CYIIPYIOB, XOTS TONBKO 51 % u3 HuX paboTanu.

OKa3bIBaeTCs, POJIb KEHIITUHEI B IOME pacIIpoCTpaHseTcs U Ha pabouee mecto. B 2013 rogy Biopo
TpymoBoit ctatuctuku CIIA coobiuio o ToM, 4TO 0K0y0 41 % pabGoTaIux KEeHIITUH UMEeIOT IIPaBo
MIPUHUMATH PEIIeHHs O IIOKYIIKe 3a CBOUX paboTomaTernen.



COLIUAJIBHBIE CETHU - OTJIMYHBINA WHCTPYMEHT BOBJIEHEHWA TTOKVIIATEJIEH. TIO3TOMY
BOPOHKMU ITPOJAXK B MHTEPHETE - HOBBIUW TPEH]I.

BnusHme XeHIWH B foMe U Ha paboTe pacTteT. Bymyuu cOopiuiiamMmu nHpopManmuu, BCeoOseMITIOIIINMU
MOKYNaTessIMU, OMallHUMU MeHeKepaMy, JKeHIUHEL IBJISI0TCS KJIIOUeBEIM 3BEHOM K 3aBOeBaHUI0 001U
pyiHKa B U PoBOH 9KoHOMHUKE. UTOOH MOIYYUTh JOCTYII K elrle 60jiee KPYITHEIM PEIHKaM, OpeHmaM
Heo0X0OuMO IPOUTH Yepe3 BCeOOBEMITIONINH MPOIEeCC MPUHSATHUS PEIleHNU, KOTOPBIH IIPOXOISAT KEHIITUHEL.



KubGeprpaxkaaHe: pacuiupeHue JT0JIH B HX cepauax

Matikn Xao0eH, IPUOyMaBIIUi JaHHENE TepMUH B Hadasne 1990-x TofoB, onpenensieT kubepzpaxcodaH Kak
JIIOfel, HaXOmsIUXCS 3a paMKaMU reorpaduuyeckux rpaHul], KOTOpbsie 3a00TSITCS U aKTUBHO paboTaoT
HaJ pa3BUTHEM MHTEPHEeTa Ha 6J1aro BCEro Mupa.

KubeprpaxpmaHe CUMTAIOTCS UCTUHHBIMY I'PaxkgaHaMU TeMOKPaTUYECKOro 00IIIeCTBa, MOCKOIBKY XOTSIT
y4acTBOBaTh B pa3BUTHUM MHTepHeTa. OHU BUIOAT MUP TOPU30HTAIILHO, @ HE BePTUKaIbHO. UHTEPHET-
KOHTEHT CO3[aeTCsI 1 COBMECTHO MCIIOIb3YeTCS JIIOAbMU U IJIs1 mofei. OMHAKO OHU BEPSIT B IIOJIHYIO
OEeMOKpaTHIO, a He BO BlacThb. OHU NPUIOEPKUBAIOTCS OTKPLITOCTH B 0OMeHa C APYTUMH TIOObMU,
HEeCMOTps Ha reorpa¢pudecKue rPaHuIlbL.

ITo onernkam OOH, Tpu MumIrapga 4eThlpecTa MUJIJIMOHOB UHTEPHET-II0Ib30BaTeel - 3To 45 %
HacesleHUsI Mupa. He Bcex U3 HUX MOXKHO CUUTATh XKUTEJISIMU UJIU T'PaKdaHaMMU CETU UHTEPHET.
CommanbHO-TexHOrpadryeckas cermeHTauuss KoMmnanuu Forrester Research mozxeTt moMo4b 0OBSICHUTD,
Io4yeMy He BCe MHTEPHET-IOIb30BaTE M 3aCTyKUBAIOT TOr0, YTOOLI MX Ha3bIBaIM KUOeprpakaaHaMu.
CornacHo JaHHOU CerMeHTalluM, CYIIeCTBYEeT Uepapxus NHTEPHET-II0Ib30BaTelieli: HeaKTUBHEBIE
II0JIb30BaTENIU, 3PUTENH (JIIOOU, KOTOPhle CMOTPSAT M YUTAIOT UHTEPHET-KOHTEHT), JIF0OU, KOTOPEIe
IIPUCOENUHSIIOTCS U IIOCEIAal0T COIMaIbHLIe CeTH, KOJIIEKITHOHEePh! (JII0I1, KOTOpEIe TO00aBIAI0T TeTH Ha
BeO-CTpaHUIIaX ¥ UCHOJIB3YIOT RSS-KaHambl), KpUTHUKY (JII0OOH, KOTOPHIE OCTABJISAIOT OLIEHKH U
KOMMEHTapHUU OHJIaWH) U co3maTesu (Te, KTO CO3Mal0T U MyO0JIMKYIOT OHJIaMH-KOHTEHT). KOoJIeKIMoHepHl,
KPUTHKHU U CO3[ATEJIN JIyUIlle BCETO XapaKTEPU3YIOT KubeprpaXxaH - JTofel, KOTOPble aKTUBHO BHOCST
CBOM BKJIa[], @ He IIPOCTO 3aBHCAIOT B UHTEPHETE.

WX poJyib BO BIMSHUY Ha APYTUX JIIONEH CBsi3aHa C KeJaHueM Bceraa OBITh Ha CBSI3W U BHOCUTH CBOM BKIIaf.
KubeprpaxmaHe SIBIISTIOTCSI COUUA/AbHbIMU COeOUHUMEe/AbHbIMU 3/1eMeHmamu. MBI 3HaeM O TOM, YTO
kubeprpaxpaHe 00T 06maTbcsas. OHM KOHTAKTUPYIOT APYT C OPYTOM, U [0 MEPEe UX OOIIeHUs
«BHITEKAEeT» HOBAas MHGOpPMauus. B yCIoBUAX aHOHMUMHOCTH Y HUX HAaMHOTO MEHBIIIe PHUCKA, H,
ClefoBaTeJIbHO, OHU 60Jiee YBEPEHHO B3aUMOIEUCTBYIOT C APYTUMHU JTIIOObMU U YYaCTBYIOT B OHJIAWH-
Oecemax. B ceTu mHTEpHET UMEeHA TTOIb30BaTElNeH U aBaTaphl IBISIOTCS UX UIEHTUYHOCTHIO.

Cy1iiecTByeT MHOZKECTBO CIIOCO00B [JIsi COLIMAIbHOM CBsI3U B MHTepHeTe. Haubonee mMONMyITpPHBIMU
SIBJISIIOTCSI COLIMAIbHBIE CETU U IPUJIOKEHUS [Jis1 oOMeHa coobireHusIMH, Takue Kak Facebook, WhatsApp,
QQ, Tumblr, Instagram u LinkedIn. B3auMoCBs3b B 9TUX IPUJIOKEHUAX HaUUHAETCs, KaK CBA3b JIIomel
OOWH Ha OOUH, KOTOPBIE 3HAIOT U JOBEPSIOT APYT OPYTy. OTa IepBOHAYaIbHAS CBSI3b IPUBOOUT K TOMY, UTO
o0pa3yeTcs coeiMHEHNE MeXOy CeTsIMU, K KOTOPLIM MPUHAMJIeXKaT 3TH JIIOAH, a 3HA4YUT, OymeT co3faHa
CeThb «OT MHOTUX KO MHOTUM». CO CTOPOHBI UHTEPHET-COOOIIIECTBO BHITJISAUT KaK MayTUHA HE3HAKOMIIEB,
HO Ha caMOM [IeJie 3TO MTayTUHA AOBEPSIOIINX APYT OPYTY Apy3ei. II0CKOIbKY 9TO CETh «OT MHOTHUX KO
MHOTHM>», IIOCTPOEHHAasA Ha OTHOIIEHUSIX «OOUH Ha OJHUH», HHTEPHET-CO00IIIeCTBO OORIYHO PACTET B
TeoOMeTPHUYECKOM ITPOrPECCHUU M CTAHOBUTCS OOHOM M3 CaMBIX CUIBHEIX POPM COOOIIIeCTRa.

KubeprpaxknoaHe TakxKe SBASIOTCS 9KCNPECCUBHbIMU eB8aHzeaucmamu. He packphIBast HCTUHHOM
UIEeHTUYHOCTY, MHTEPHET-II0JIb30BaTEIM MOTYT OBITH OYeHb arPeCCUBHEL B BEIpaXKeHUU COOCTBEHHOTO
MHeHUsd. OTpULATEJILHON CTOPOHOM 3TOT0 SABJIAETCS IOSBJIEHUE B MHTEPHETE JIIofel, 3aHMMAIOIUXCS
KuOepOyJIIMHTOM, TPOJINIEN U XelTepoB. OMHAKO ITOI0XKUTEIILHON CTOPOHOM SIBISIETCS BO3HUKHOBEHUE
OpeHn-eBaHTenucTOB. KubeprpaxmnaHe, B OT/INYKE OT UHTEPHET-II0NIb30BaTeNel B 11e10M, GoIbIle
CKJIOHHHI OBITH OpEHO-eBaHT €JIMCTAMU.

B Mupe mHTepHETa MBI 3HAKOMEI C (paKTOpaMu O6TM30CTH: (QOJIJIOBEPHI, YNTATENIN U APY3bsi. Korma oHu
yBJIEUEHH ¥ 3MOLIMOHAIBHO MPHUBEPKEHBI OpeHny, KubeprpakaaHe HAYWHAIOT UCIIHITHIBATh Ha cebe
dakTop 6mu3ocTr. OHU CTAHOBSITCSI €BaHTeJIUCTAMHU, UITU 000KaTeJIIMU, B OTIIMYKUE OT KPUTUKOB OpeHa.
HWnorpa kubeprpaxpaane 6e30eUCTBYIOT, HO, KOTIAa HY2KHO 3aIUTUTD JIIOOMMEHNITNii OpeHy OT
KubGepOyJUIMHTa, TPOJUIEH U XeHUTEPOB, YaCTO IPOSIB/ISIOT aKTUBHOCTb.

KpomMe TOro, eBaHTeNIUCTH TaKXKe SBJISIOTCS PacCKa3unKaMu, KOTOPhIe PACIPOCTPAHSIIOT HOBOCTH O
OpeHpe B cBouXx ceTsx. OHM pacCKa3hIBAIOT IIPaBOUBLIE UCTOPUY C TOYKU 3PEHUS KIUEHTa - POJIb, KOTOPYIO
peKilaMa HHUKOI'Ia He CMOXKeT 3aMeHUTh. Bynyun KubeprpaxmaHaMu, KOTOPEIE SIBIISTIOTCS Oojiee
3aMeTHBIMU QUTYpPaMH, YeM APyTrue WHTEePHEeT-II0JIb30BaTelI|, OHU OKA3bIBAI0OT OTPOMHOE BIHUSTHUE, YaCTO
“Mesi TP 3TOM OO0JIBIII0e KOTUYECTBO COOCTBEHHBIX (hOJIJIOBEPOB, (haHATOB U OPY3€EH.

KubeprpaxmaHe TakXKe SBASIOTCS YY4dCMHUKAMU KOHMeHma. X He MPOCTO TaK Ha3bIBAIOT 00MTATEJISIMHU
WHTepHeTa. [1omo0HO0 XOPOIIUM I'paXkaaHaM, BHOCSIIIMM BKJIa B Pa3BUTHE CBOEH CTPAHBI, OHU
COIENCTBYIOT Pa3BUTHIO MHTepHeTa. PaboTa kubep-rpaXkmaH melaeT XKU3Hb OIS I0JIb30BaTeseH
WHTEpPHEeTa mpoile. BMmecTe ¢ uConb30BaHUEM TeroB MHGOPMAIKI B MHTEPHETE OPraHM30BaHa JIy4Ile, a
KaQ4eCTBEHHBIN KOHTEHT CTAHOBUTCS [OJISI APYTHUX Mpoire. I'oocys 3a onpenesieHHEIe Be0O-CalTh, Kubep-
rpaxyaHe PeKOMEHOYIOT KaYeCTBEHHEBIe CAlTH IPYTUM I10JIb30BaTensIM. C IOMOIIBI0 PEUTHHTOB
MIPOAYKTOB ¥ OT3LIBOB B MHTEPHETE APYTHE MOJIb30BATEJIM MOTYT C JIETKOCTBIO COEJIaTh JIVUIITUHA U
OOCTYIHBIN BEIOOP.



OpHaKO caMBIi BaXKHBIM BKJIaf 3aKJIIOUYAETCS B CO3MaHUN HOBOTO KOHTEHTA, KOTOPHIHA MOXKET OBITh
TIpefCcTaBieH B HECKOIbKUX (popMaTax: CTaTh¥, OPOIIIOPHI, 3JIEKTPOHHBIE KHUTH, HHGOTpabuKa,
n300pa3uTesIbHOE UCKYCCTBO, UTPHI, BUOEO U Haxe GuinbMbl. He3aBucuMbie aBTOPH! pa3pabaTHBalOT BeO-
CTpaHuLEL, 6J10TY ¥ KHUTH. He3aBUCUMEBIEe MY3LIKAHTH M KHHOPEXKUCCEPHI CO3TAI0T KOMMEPYECKUE XUTHI,
CTAHOBSICh I0ThIOOEPAMHU U CO3MATENIMM KOHTEHTA Ha maTdopMe BUIeooOMeHa.

C mo0bIM HOBEIM KOHTEHTOM, KOTOPHIM CO3IAeTCs KaXkayio HOBYIO CEKYHOY, MHTEPHET cTas 6orade u
WHTEepeCHee, YTO IPUHOCUT BLITONY IIOJIb30BaTE/IIM U IIPUBJIEKAET JII0fiell, KOTOphle He BEIXOHOST B CETh,
HadvaTh I0JIb30BATLCS UHTEPHETOM. BCce 3TO yBeTMYMBAET HE TOIBKO YUCJIO KMOeprpaXxmaH, HO U LIEHHOCTD
WHTEpPHEeTA.

PacTyiine B TeOMETPHUYECKOM ITPOTPECCHU COODIIECTBA MOJIh30BaTEIEH CETH Ha OCHOBE 9MOLMOHAIPHIX U
B3aHMMOBHITOIHEIX CBSI3€H SIBJISIFOTCS KJTIOUOM K PacIIUupPeHUIo [oNIu cepAalla 6peHma. Korpma mesno KkacaeTcs
BceoO1ero capadaHHOT0 paguo, Kubep-rpaXkaaHe SIBISIOTCS JIYYITUMU TOMOITHrKaMu. [Tock 6perma
OyZmeT pacupoCTPaHSITHCS IO COIIMATIBLHEIM CETSIM, €CJIU MOJIY4YUT ogqoOpeHue oT KubeprpaxmaaH.



3akKjarodYeHue

Moogekpb, JKeHIIHHBI H KUOeprpaxaaHe

MornoneXb, XKeHIUHEL U KubeprpaxnaHe yKe OaBHO TIIATEJIbHO U3Y4Yal0TCs IPedIpUusITUsIMU, HO, KaK
IIPaBUJIO, B KQYECTBE OTAEIbHBIX KJIMEHTCKUX CerMeHTOB. X KOJIIeKTUBHAS CHUjla, 0COOEHHO B KaYeCTBe
CaMbIX BIIUSATEJIFHEIX CETMEHTOB UM(POBOM 3PHI, BCE €Ille IJIOX0 M3ydeHa. MoJIofeXKb SIBIISETCA PAHHUM
IIEPBOOTKPHIBATENIEM HOBBIX IIPONYKTOB U TeXHOJIOrul. Tak:Ke MOJIOble JIIOOU - 3aKOHOJATeI! MOMEI, HO
(bparmeHTHPOBAHHBI KacaTeIbHO TPEHOOB, KOTOPHIM CJieqyioT. Y, HaKOHeI], OHU Te, KTO MEHSIOT IIpaBuia
urpel. byny4du cOopmunamy nHbGOpMaluuy 1 BCeOObEeMITIOMNMY [TOKYTIaTEeIIMU, JKEeHIINHEL Ha CaMOM JeJie
SIBJISIFOTCSI OJHOBPEMEHHO M MOMAITHUMM MeHeOKepaMHu, U TJIaBHHIMHU (pMHAHCOBHIMHU TUPEKTOPaMU,
MeHeaKepaMu 10 3aKyIKaM, ¥ YIPaBISIOIIUMY aKTUBaMu ceMbu. HakoHel, kubeprpaxmaHe SBASIOTCS
COLIMaNbHBIMU COEIUHUTENIbHEIMU 3JIEMEeHTaMH, ITI0CKOJIBLKY B IIOJIaBIs0IeM OOJIbIINHCTBE CBSI3BIBAIOTCS,
OGecenyioT, 1 OOIIAIOTCS CO CBOMMU [IPY3bSIMU B HHTEePHETE. TaKXKe OHU SIBJISIIOTCS 9KCITPECCUBHBIMU
eBaHTeJINCTaMU, a ellle - aBTOpaMy KOHTEHTa B OHJIaH-Mupe. Bce BMecTe - MOJIOEeXKb, JKEHIIUHEI, 1
KubeprpaxnaHe SIBJISIOTCS KJIIOUOM K MapKeTUHTY B TU(PPOBOM 9KOHOMUKE.

Kak Ba1 6u3Hec cnioco6eH 3amoIyYUTh MOMYJIIPHOCTh, UCIOIb3Ys MOJIOOEKb B KaUYeCTBE PAHHUX
TocJieqoBaTenel U 3aJaloliuX TPEHII?

Kaxk Bar 6usHec Pa3BHUBAET OOJIIO PEIHKA 3a CHET NOMAIlTHEI' O BIINAHUA JKEHITUH"?

Kaxk Barm 6u3Hec MoxKeT I/IJJ;eHTI/I(I)I/IIJ;I/IpOBaTB U1 UCIIOJIB30BATh KI/I6epl“pa}KJ:LaH OJId IIOJIy4YEeHU s OonblIei
OOnU B cepplie?



Ko20a oHaaliH nepecexkaemcs c Od)/ldilHOM, cmusb coomeemcmayem ped/sibHocmu, d MexdCKomMmnvromepHoe
nepecekaemecs c mealcdesoseveCKkum

ITo mEennio OpraHu3aluy 9KOHOMUUYECKOT0 COTpynHuUecTBa 1 pa3Butusa (O3CP), nudpoBsie MHHOBAITUYN
MOTYT IPUOMU3UTh CTPAHHI K YCTOMYUBOMY mpoiBeTanuio. Kommanus McKinsey nepeuuncisieT CIIHCOK
OCHOBHBIX MHHOBAIIUM, KOTOPHIE OKa3alu Hauboilee 3HAUYUTEIbLHOE 9KOHOMUYECKOe BO3OeMCTBIEe, BKII0Yas
MOOMJIBPHBIM MHTEPHET, aBTOMATU3AIUI0 NHTEJUIEKTYaIbHOTO TPYa, UHTEPHET Bellel, 001auHbIe
TEXHOJIOTHH, IEePEIOBYI0 POOOTOTEXHUKY, 3D-TteyaTs u Apyrue. ITu HU(PPOBLIE TEXHOJIOTUH CYIIIEeCTBYIOT
y2Ke HEeCKOJIBKO JIeT, HO UX BIUSHUE, IIOOIUTEIBaeMOe KOHBEPTeHIIel HeCKOJIbKUX TEXHOJIOTUM, TOIBKO
HemaBHO MOCTUTIIO BHICIIEN TOYKH.

OTU TEXHOJIOTUHU IIOMOTal0T pa3BUBaTh MHOTOYNCIEHHEIE CEKTOPH 9KOHOMUKY, HalpuMep TaKue Kak
PO3HUYHAS TOPTOBJISA (3JIEKTPOHHAS TOPTOBIISI), TPAHCIIOPT (OeCnuIoTHLEIE aBTOMOOUIK), 00pa3oBaHue
(OorpOMHEIl IIOTOK OHJIAMH-KYPCOB), 30POBbe (3JIEKTPOHHAS 3all¥Ch U IIePCOHATU3UPOBaHHAA MeqUuIliHa),
a TaKXKe COoIMaJIbHOe B3auMopOelcTBue (comuanbHbie ceT). OOHAKO MHOTHE U3 TeX XKe TeXHOJIOTHH,
ypasnsiomue IudpoBoM 3KOHOMUKOM, TaKKe pa3pylialoT KIIIoUYeBble OTPACIN U OO PLIBAIOT
CTaOMJIBHOCTh COTPYIHUKOB Ha 3TUX AOIXKHOCTSAX. KpyIHEIE peTelnepsl, HAIpUMep Takue, Kak Borders u
Blockbuster, cTankuBasnuce ¢ ¢pakKTopaMu IIOAPHIBA YCTOSIBILIETOCS IOPSAOKA OeITEeIbHOCTH, MPUYNHEHHOTO
UM KOMIIaHUSMU C ITUPPOBLIMU BO3MOXKHOCTSIMHU B COOTBETCTBYIOIIIUX OTPACIIAX. DTU HOBUYKHU, BOZHUKIIINE
Ha BoyiHe 1udpoBol anoxu (Amazon u Netflix), Terneps ABISIOTCSA HOBEIMU KPYIIHBIMU OEUCTBYIOIIUMU
UT'POKaMM B CBOUX OoTpacisax. UHTepecHO, 4TO Jaxe OBIBIIMX «Pa3pyLIUTENIe» MOXKET IIOCTUTHYTh Ta XKe
yuacTb. Komnanus Apple co cBouM iTunes, KoTopas KOTfa-TO YCIIEIITHO YHUUYTOXKMIIa MYy3bIKaJIbHBIX
peTennepoB C UX Ipomaxkel My3bIKM OHJIAWH, caMma Oblfia ciioMiieHa Spotify u ero 6u3Hec-Momenbio
IIOTOKOBOM My3bIKU. [Joxonsl Apple 0T My3BIKaIbHEIX IIPOaXK CTAJIM CHUXKATHCS CO CBOETO IIUKa B Havale
2000-x romos. s KoHKypeHIMU co Spotify Apple 3anyctuna B cepeguse 2015 roga coGCTBEHHBIN CEPBUC
IIOTOKOBOM MY3BIKM IOI Ha3BaHueM Apple Music.

[TprcrocoOUBIINCE K MOSBIIEHUIO PEBOJIIONMOHHEBIX TEXHOIOT UM, OOJIBITMHCTBO OKYyIIaTeIei
OOHOBPEMEHHO UCHHITHIBAIOT TPEBOT'Y U OecrokorcTBo. Hampumep, aBToMaTU3aIlse UHTEJIJIEKTYaIbHOT'O
TPy[Oa He TOJIFKO IOBBICHUIA MPOU3BOOUTEIBHOCTD, HO ¥ IOPOOUIIA CTPaxX moTepu pabouux Mmect. 3D-mmevaThb
OTKpHIJia eIl MUP BO3MOXKHOCTEM B IIJlaHe MHHOBAIIUK. Ho ¢ oTpuilaTenbHOU CTOPOHEI 3D-11edaTth
TaKKe MOXKeT OBITh UCITOJIb30BaHa OJIsT CO3MIaHuUs, K IPUMEPY, OPYKHUSI.

B03MOXHO0, caMyi0 3HAaYUTEIbHYIO TUJIEMMY BEI3bIBA€T MOOUIIBHEIN HHTepHET. OH MoJapuil HaM
OOHOPAHT0BOE MOAKJIIOYEHME U TTO3BOJIUII KJIMEeHTaM ObITh HAMHOTO YMHee U MHDOPMUPOBAHHEE, YEM ITO
On1710 panbie. Ho uccnegoanue IMmuObIIBECKOTO U BaliHIITEHA 13 DCCEKCKOT0 YHUBEPCUTETA J0Ka3aJlio,
4yTO MOOUJIbHEIE TeJIe(OHBI TaKXKe MOTYT HaBPEAUTh OTHOIIEeHUIM. OHO ITOKa3aao, YTO MOOUIIbHEIE
TenedOHBI OTBIIEKAIOT JIIOOeN OT OKpYyzKarollned cpenbl. TakKe BRISCHUIOCH, YTO BO3MOXKHOCTD
MMOAKITIOYEHMS K 00Jiee IIIMPOKOM CETH YacCTO MIPEIITCTBYET CIIOCOOHOCTH IoAel ObITh YYTKUMU 10
OTHOIIIEHUIO K 611u3KkuM. CliefoBaTeIbHO, TOCKOIBKY YCUIUBAETCS OBUXKEHUE K TM(PPOBOM 9KOHOMUKE,
KIJIUEHTHI CTPEMSITCS K COBEPIIEHHOMY IPUMEHEHUIO TEXHOIOT UM, YTO IO3BOJISET UM MOJTHOCTHIO IIPOSBUTD
CBOH CITOCOOHOCTH ¥ IIPU 3TOM HEe TEPSATh YyTKOCTb.

B maHHOM mepuofe Imepexofia U aganTalliy K [IU(GPOBOM 9KOHOMHUKE TPeOyeTcsT HOBBIM MapKeTHUHT OBBIHM
MOAXO0M, KOTOPBIM TOMOXKET MapKeTOI0TaM IPEOBUIAETh ¥ BOCIOIb30BaThHCS PEBOTIOIMOHHBIMU
TEXHOJIOTUSIMU. B TeueHUe NOCJIeIHUX IIIECTH JIeT MapKeTOJIOTH HacTauBalll Ha IPONOJIXKeHUU
«MapxkemuHe 3.0: om npodyKkmos K nompebumesim u dasee - K Yyesnoseueckol oywe» (Wiley, 2010 r.).
Hamry KHUTY Tak XOpOIII0 IPUHSIIN, YTO OHAa OblIa ITepeBefeHa Ha OBaAllaTh YeThpe MHOCTPAHHBIX (He
cuuTas aHTIUMCKUN) SI3bIKa. B KHUTe MBI TOBOPUJIY O CEPhbE3HOM IIepexofie OT MapKeTHUHTa, HalleJIeHHOT0
Ha nponyKT (1.0) K MAapKeTHHTY, OPUEHTUPOBAHHOMY Ha mokynaTens (2.0), ¥, HaKOHeI], K MAapKeTHHTY,
OpPHEHTUPOBAHHOMY Ha deoBedecKue 1eHHocTu (3.0).

Teneps HaM X04YeTCS ITO3HAKOMUTH Bac ¢ MapkeTuHrom 4.0. MapkreTusr 4.0 - MapKeTUHTOBBIM ITOOX0Z,
KOTOPEHIHM coueTaeT B cebe OHIaWH- M odJialiH-B3auMOOENCTBUE MEXKAY KOMIIaHUSIMU U OTpebuTensiMu. B
11 (ppPoBOM S9KOHOMUKE BCETO JINIIL OTHOTO (M POBOTO B3aUMOENCTBUS HELOCTaTOYHO. B
OeMCTBUTEIbHOCTH B Pa3BUBAIOIIEMCS OHIAWH-MHUPe o(JIaliH NPEACTaBIsgeT COO0M MOIIHYIO
ouddepenimanuio. MapkeTHHT 4.0 TakKe COBMEIIAeT CTHJIbL C PeaiIbHOCTEIO. IToKa 13-3a OBICTPHIX
TEXHOJIOTUUYECKUX TPEHIOB OpeHgaM HeoOxommuMo OBITh 60Jiee THOKUMY M afallTUBHBIMU, X CaMOOBITHOCTD
ceriyac 6o0yiee BaxXHa, ueM Korga-nu6o. Bo Bce 60jiee mpo3pavyHOM MUPE ayTEHTUYHOCTD SIBJISETCS CaMbIM
LIeHHBIM gocTossHueM. U, HakoHel], MapKeTuHT 4.0 UCIIONb3yeT MEXKKOMIbIOTEPHYIO CBI3HOCThL U
MCKYCCTBEHHBIM WHTEJIJIEKT [JIST YIyYIIeHUsI TPOOYKTUBHOCTH MapKEeTHHTa BMECTE C MCIIOIb30BaHUEM
4YeJI0BeYECKOM CBSI3HOCTH [JIs1 YKPEIJIEHNUS B3aUMOAEHUCTBUS C KIIMEHTaMMU.



Ilepexonx OT TPAagHUIMOHHOI'0 MapKeTHHIra K HH(GPOBOMY MapKETHHIY

Om ceemeHmMayuu u mapeemuHaa Kk 0006peHU0 CO CMOPOHbL CoOObw,.ecmada KjAueHmos

TpaguIIMOHHO MapKeTHUHT BCeraa HauMHAeTCs C CerMeHTalluM — MPaKTUKU pa3lesieHus pPhIHKa Ha
OOHOPOMHEIE TPYIIIE, OCHOBAHHBIE Ha TeorpaduyecKux, neMorpadudecKux, ICuxorpapudecKkux u
MIOBeJeHYECKUX XapaKTepucTukax. CerMeHTanus 0ObIYHO COITPOBOXKIOAETCS TapPTeTUHIOM - BEIOOPOM
OOHOTO MJIU HECKOJIBbKUX CEIMEHTOB, IPUOPUTETHEIX AJIs OpeHaa, 4TOOL COOTBETCTBOBATh 3TOMY OpeHny
IO TIPUBJIEKATEILHOCTH U NIPUBEPXKEHHOCTU. CerMeHTallusd U TapPTETUHT SIBASIOTCSA QyHAAaMEeHTaTbHBIMU
acmekTaMmu cTpateruu Openma. OHM o6ecneunBaloT 3(pHeKTUBHOE pacIpeneneHne pecypcoB u 6ojee
YeTKOe MO3UIMOHUPOBaHKue. TakKKe OHU IIOMOTal0T MapKeToIoraM 00CTyKUBaTh Cpa3y HECKOJIbKO
CEerMeHTOB, KaXIbll O CBOUM OuddepeHITNPOBaHHEIM IPEOIOKEHUEM.

OpHaKO CerMeHTallMs U TapPTeTUHT TaKiKe WJUTIOCTPUPYIOT BEPTUKAJILHO HATPaBJIEHHOE OTHOIIEHUE
MexXkay OpeHOoOM U ero KJIIMeHTaMH, KOTOPOoe MOXKHO CPaBHHUTh ITIOCPENCTBOM aHaJIOTHH C OXOTHHUKOM U
XKepTBoi. CerMeHTallus U TAPTEeTUHT — 9TO OJHOCTOPOHHNE, IPUHSATEIE MapPKeTOJIOTaMi pellleHus 6e3
cornacus KINeHTOB. MapKeTOJIOTH OIPeIessioT IepeMeHHbIe, KOTOPEIe, B CBOIO 0Yepelb, OIPEeIesIsTioT
cerMeHTHl. BOBIeYeHHOCTh KJIIMEeHTOB OTPaHUYUBAETCs UX BKJIIAagOM B MCCJIeOBaHHE PBIHKA, KOTOPOe
00OBIYHO TIPEJIIIECTBYET CETMEHTAIIUN U TaPTETUHTY. ABISASCH «I[EISIMU», TTIOKYIIaTeI! YaCcTO CUUTAIOT, YTO
HalpaBlIeHHbLIE Ha HUX HEYMECTHBIE COOOIeHNSI HapyLIaloT JINYHOe IIPOCTPAHCTBO 1 pa3gpaxkaioT UX.
MHoOrue CYUTAloT OOHOCTOPOHHME COOOIIeHUs OT OpeH/ia CIIaMOM.

B 11dpoBoi 5KOHOMUKE KJIMEHTHl CBSI3aHEI AIPYT C APYTOM B TOPU30HTAIBHEIX CETAX CO001ecTs. B Hamm
OHU coobwecmea SBIISTIOTCS HOBHIMU ce2MeHmaMu. B oTimuume OoT CerMeHTOB, COOOIIeCTBa GOPMUPYIOTCS
K/IHeHTaM# eCTeCTBeHHBLIM 00pa30M BMeCTe C IPpaHMUIlaMH, KOTOPLIe OIPEeIesITIOTCS UMH CaAMOCTOSITEIIBHO.
Coo01iecTBa KIMEHTOB 3all[AINEHEl OT cllaMa ¥ HeyMeCTHOM pekiiaMmel. Ha caMoM fiesie, OHM OTBEPrHYT
MI00YI0 TTOTIHITKY KOMITAHUHM TPoOPaThCS B TTayTHHY JaHHBIX OTHOIIEHUH.

Y1065l 3G GEeKTUBHO B3aMMOIENCTBOBATh C MMOKYIATEIFCKUMU COOOIIecTBaMu, OPEeH B! HOJIKHEI CIPOCUTE Y
HUX pa3peuieHusi. [loBepuUTeIbHLIN MapKETHHT, ITpencTaBiaeHHb CeToM ['onuHOM, OCHOBEIBAETCS Ha
upgee, 4TO, IPEeXKIe YeM OTIPABASITh MAaPKETUHTOBLIE COOOIIEHNST KJIMeHTaM, Hy?KHO CHadaJlla IOJyYuTh UX
cornacue. OgHaAKO, IPOCS pa3perleHusi, OPeHIbl HOJIKHEI BECTHU Ce0sI KaK OPYy3bsi KIIMEHTOB C HCTUHHBIM
XKeJlaHUEeM IIOMOYb, a He ITOMMaTh KJIMeHTa B JIOBYIIKY. [logo6HO MexaHN3My, UCIIOIb3YeMOMY COLMalbHON
cetrio Facebook, KmueHTH OyyT caMu IPUHUMATD PELIEHUE — «T00aBIATh» UJIN «OTKJIOHSTH» 3aPOCH B
OpY3bs. OTO IEMOHCTPUPYET TOPU30HTANIbHOE OTHOINIEHNEe MeXKIy OpeHmamMu U moKynaTensiMu. TeM He
MeHee KOMIAaHWU MOTYT HPOI0JIXKAaTh UCIIOIb30BaTh CErMEHTAlNI0, TAPTETUHT U TTO3UIIMOHUPOBAHUE 10
TeX II0P, II0Ka 3TO JejlaeTCs IPO3PavHEIM 00pa3oM M1 KIHEHTOB.



OT mO3UIHOHHPOBaHMsI OpeHna ¥ TuddepeHIHAIMY K Pa3bsICHEHHIO HOPM M XapaKTEePHUCTHK
OpeHIoB

B TpagunmoHHOM CMEBICIE GPEH]I - 9TO COBOKYITHOCTh XapaKTEePUCTHK (dallle BCETO Ha3BaHUE, JIOTOTUII U
JIO3YHT), KOTOPAs OT/IMYAeT IPOAYKIIHNIO UIIH YCIIYTH KOMIIAHHUH OT €€ KOHKYPeHTOB. Takxke OH CIIyKHUT B
KadecTBe pe3epByapa, B KOTOPOM XPaHUTCS BCE caMoe IIeHHOe, CO3MaHHoe KoMIaHuel. B mocnemgHue Tomet
OpeHI TaKXkKe CTajl IpPeacTaBIeHrneM 00IIero noTpeOuTeIbCKOT0 ONEITa, KOTOPEIM KOMITAHUS JOHOCUT [0
KiueHToB. CremoBaTeIbHO, OPeH MOXKET OBITh IIaTGOPMOH [JIsI CTPATETUH KOMIIAHUM, ITIOCKOJIBKY JTI00as
OesiTeIbHOCTh, KOTOPOM 3aHMMAaeTCsI KOMIaHus, OyAeT aCCOIMUPOBAThLCS C OPEHIOM.

Kounenius 6peHOa TeCHO CBsI3aHa C no3uuuoHuposaHuem 6peHod. C 1980-x roioB NO3UITHOHUPOBAHNE
OpeHma cuuTasoch OMTBOM 3a pa3yM KiareHTa. YToOs co34aTh HageXKHOe PaBEHCTBO, OPEH MOJIKEH
o6JiafiaTh SICHBIM M CTAOUJIPHBIM ITO3UIIMOHUPOBAHMEM, a TaKXKe ayTeHTUYHHEIM KOMIIJIEKCOM
muddepennuanmii. [lo3unmoHupoBaHue GpeHaa - 9TO, IO CyTH, YOeauTeIbHOe 00elane MapKeTOIOT OB
OBJIaeTh YMOM U CEPALIEM KIUEHTOB. [IJIs1 TOTo YTOOH MOKa3aTh UCTUHHOE eOUHCTBO OpeHaa U 3aBOEBaTh
moBepue MOKyIlaTesied, MapKeTOJIOTH AOJI2KHEI UCIIOJIHUTD 3TO 0OellaHue C TBEPALIM ¥ KOHKPETHBIM
ouddepeHTUPOBaHNEM C TOMOIIIBI0 MAPKETUHTOBOT'O X0O/Ia.

Temeps, B IIupPOBOIM 9KOHOMHUKE, KITUEHTHI IIPOIIE OIEHUBAIOT U JaXKe TIIATETbHO U3y4aioT
MMO3UIIMOHUPOBaHue OpeHaa mo00 KOMIaHUH. F3-3a TaKO¥M CUIBHOM ITPO3PavHOCTH (61arogapsi POCTy
CoITMaJIbHBIX CeTel) OpeHabl 60IbIlle He MOTYT JaBaTh JIOXKHBIE, HeIlpoBepsieMble obGelanus. KoMmaHus
MOJKET MO3UIMOHUPOBATh ce0s KaK YrOgHO, HO €CJIY OHA 3TUM He SIBJISIETCS, KIIMEHTHl PEIIaT, 4TO 3TO He
0oJiee yeM OOBIYHOE IT03EPCTRO.

CeromHs TOJIBKO UIEHTUYHOCTY OpeHAa ¥ MO3UIIMOHUPOBAHUS (KJIIOYH K YCIIeXy B TPAOUIVOHHOM
MapKeTHHTe) HeIOCTAaTOYHO. BMecTe ¢ mepemoBEIMU TEXHOIOTUSIMHU, 60jiee KOPOTKUM XKU3HEHHBIM ITUKIOM
TOBApPOB M OBICTPO CMEHSIOMMMUCS TPeHOaMu OpeHay HeoO0XoauMo OBITh JOCTATOYHO QUHAMUYHBIM, YTOOBI
BecTU ce0s onnpefeleHHLEIM 00pa30oM B Pa3/IMYHBIX cUTyarusax. OmHakKo HOPMEL U XapaKTepUCTUKU OpeHa
MOJIZKHBI OCTABaThCsI HEM3MEHHBIMU. PeryTalusi - 3TO CMBICH CYIIECTBOBaHUsI OpPeHAa, TO, YTO SIBIISETCS
WCTUHHOMN npuunHOi. Korga ocHoBa OpeHIa oCcTaeTCs BePHOM CBOMM KOPHSIM, BHEIITHUM OOIUK MOXKET
ObITH TUOKUM. [TocMOTpPHTE Ha 3TO Tak: 061afas 6ecunciIeHHbIMU afantanusamu norotunos (Google
Ha3weBaeT ux doodles), MTV u Google Bce elre ocTaioTCsi CTaOUIBHBIMU U B TO K€ BPeMSI THOKMMU
OpeHOaMu.



OT Teopuu npogax 4-P K Teopuu KomMmepuuanusanuu 4-C

Teopus 4-P aBnseTcs KTaCCUYEeCKUM IIPUEMOM [JIs [IJIaHUPOBAHUS TOT'0, YMO UMEHHO Nped/aoicums U Kak
npeod10xcums KueHTaM. [ TaBHEIM 06pa30M BHIIEISIOTCS YE€THPE OCHOBHBIE KOOPAWHATHL: TOBAP UJIN
ycnyra (aurn. product), 1ieHa (aHri. price), MeCcTOpacIiojioOKeHHe TOPTOBOM TOYKHU (aHTII. place),
npoaBuxeHue (aHri. promotion). ToBap unu ycnayra dacTo pa3pabaThiBaeTCsI Ha OCHOBe IIOTpeOHOCTEN U
IIPEeONOYTEHUN KJINEeHTOB, KOTOPHE IOOKPEIJIeHE N3yYeHeM PRIHOYHON KOHBIOHKTYPEL. KoMnauun
KOHTPONUPYIOT OONBIINHCTBO PELIeHNY HaCcYeT TOBaPOB UJIU YCIYT OT UAEeU [0 IPOU3BOACTBA. YTOOH
YCTAHOBUTS 1]eHY IIPOAaXKyu ToBapa UJIU YCJIyT¥, KOMIIAHUHU MCIIONIb3YyIOT COYeTaHNe METOI0B
neHooOpa30BaHMs, OCHOBAHHLIX Ha 3aTpaTaxX, KOHKYPEHIIUN U MHTEPeCcaxX KJINEeHTOB. [ 0TOBHOCTE KJIMEHTOB
IJIaTUTh, OlleHUBaeMas B 1leHo0Opa30BaHUU Ha OCHOBE IOTPEOUTENILCKOM CTOMMOCTH, SIBJISIETCS CaMbIM
BazKHBIM BKJIaJIOM, KOTOPBLIM OHM 00JIaflal0T B CBS3U C IeHOOOPa30BaHUEM.

Kak TOIbKO KOMIIAHWM PEILIAIOT, YMo Nped/10x#cumsb KIUeHTaM (TOBaphl U YCIYTH), UM HeoOX0OuMo
PEIInTh, KakK ux nped1oxcums (MECTOPACIOJIOXKEHNEe U TPOABUXKeHNEe). KOMITaHUU JOMXKHBI
OIIPENENINTLCS, TAe PAacCIIPOCTPAHATh CBOM TOBap, IIPU 9TOM CHeJaTh €ro AJIs KJIMEHTOB OOCTYIHLIM U
yOOOHBIM B IIOJIy4YeHUH. TakKe KOMIIAHUSIM HYKHO COOOIIATh I1e71eBOM ayIuTOPUX MHGOPMALIUIO O TOBape
C IIOMOIIILI0 PA3JIMYHBEIX METOMIOB, TAKUX KaK peKjlaMa, CBSI3H C 00LIECTBEHHOCTHIO U PEKIaMHbIE aKIIUH.
Korpa ueTkIpe OCHOBHBIE KOOPOUHATHL Teopuu 4-P pa3paboTaHE ¥ OIITHMAJIbHO COTJIACOBAHEI, ITPogaXxKa
CTaHOBUTCS MeHee CJIOKHOU 3amadei, MOCKOJIbKY IMOKyIlaTeJjied TPUBIEeKaloT IeHHOCTHHE TPEIJI0KEeH .

Bo B3amMOCBSI3aHHOM MUPE pPa3BUIach KOHIIEIINS MAapPKETHHTOBOT0 X0a, YTOOLI IIPHUBIIEYh KaK MOXKHO
00JIBIlle KITMEHTCKOT0 y4acTusA. ApceHal PeKIaMHBIX CpencTB (Teopus 4-P) monxkeH OBITH IEPECMOTPEH B
Teopuio 4-C: coTBOpPYECTBO (aHTJI. co-creation), BamioTa (aHTJI. currency), o6IecTBeHHasE aKTHUBALusI (aHT .
communal activation), 1 guanor (aHri. conversation).

B umdpoBoit 93KOHOMUKE COTBOPYECTBO SIBJISIETCSI HOBOM CTpaTernel pa3paboTku nmpomykiuu. Yepes
COTBOPYECTBO U BOBJIEYEHME KIIMEHTOB B CAMOM HaydaJjie Ha 3Tale ¢GOpMHUPOBAHUS Ul KOMIIaHUHU MOTYT
VIIY4YIIUTE ITOKA3aTeslb yCIexa B pa3paboTKe HOBOM mpoayKiuu. COTBOPYECTBO TAKKE TTO3BOJISIET
KJIMEeHTaM IOICTPauBaTh U MEePCOHATU3UPOBATh 1o Ce0sT TOBAPHI U YCIIYTH, TEM CaMBIM CO3[IaBast
MIPEJIOXEeHUST HanOoJIbIlle e HHOCTHON 3HaYUMOCTH.

KoHunenius neHoo6pa30BaHus B HM(GPOBYIO SMIOXY TaKXKe Pa3BUBAETCS OT CTAHZAPTU3UPOBAHHOTO
neHooOpa30BaHUS K AUHAMHUYECKOMY. [[mHaMu4eckoe 1ieHooOpa3oBaHue (OmpefesieHre THOKKUX 1IeH Ha
OCHOBE PBIHOYHOT'O CITPOCA ¥ YPOBHE UCIIOIh30BAHUS ITPOM3BOACTBEHHOTO ITOTEHITNAA) HE SBJISIETCS YeM-
TO HOBBIM B HEKOTOPBIX OTPACIISIX, HAIpUMeP TaKuX, KaK TOCTUHUYHEBIN OM3HeC U aBuaKoMmnaHuu. Ho
pas3BUTHE TEXHOJIOTHU IIePEHEeCIIO 3TOT IIPUEM B APyTHe oTpaciu. UHTepHeT-peTelnepsl, K IpUMeDy,
CcoOMPAaT OTPOMHOE KOJTMYECTBO JAHHBIX, YTO MO3BOJISIET UM IIPOBOOUTH AHATUTUKY OOJBIINX OAHHBIX H, B
CBOIO 0Yepenb, IpejiaraTh YHUKaJbHEIE I[eHBl KaXI0My KIHEHTy. Bnarogaps IuHaMU4eCKOMY
11eH000Pa30BaHNWI0 KOMIIAHUY MOTYT OTITUMU3UPOBATH TPUOBIIBHOCTD, TT0-PAa3HOMY B3UMas IJIATy C
KJINEHTOB, OPUEHTHUPYSICh Ha UCTOPUIO UX ITOKYIOK, PACIIOJIOXKEeHNE Mara3nHoB MOGIU30CTH U APYyrue
KJIMEHTOOPHUEHTUPOBAHHEIE aCTIeKTH. B 1 poBoi 9KOHOMUKE IIeHa aHaJIOTUYHA BaJIIOTe, KOTOpas
Koe61eTcss B 3aBUCUMOCTH OT PEIHOYHOT'O CIIPoca.

MeHsIeTCS ¥ KOHIIEIIIUS paclpenenetnus. B sKoHOMUKE COBMECTHOTO noTpebieHus Hanboiee
merCTBeHHBIM MPUHIIMIIOM pacIpefie/ieHus SIBIISIeTCS B3auMHOe pacupenesieHune. Takue UTPOKHU, Kak
Airbnb, Uber, Zipcar u Lending Club, mopa6omiatoT oTpacsiu, CBsI3aHHEIE COOTBETCTBEHHO C TOCTUHUIIAMHU,
aBTOMOOMIBLHEIM MPOKaTOM 1 OaHKaMu. OHU 06eCcIlIeYnBaloT KIHeHTaM JIeTKUH MOCTYII K ToBapaM U
yCIyraM, KOTOphle He TpUHaAjexkaT HA UM, HU OIpyruM morpeburtensaMm. Poct 3D-miedaTu B OmukauieM
Oynymem OyaeT ellle OOIbIlE CTUMYJIMPOBATh 3TO B3aUMHOE pacupepenenue. [IpencraBbTe cebe KIMEHTOB,
KOTOpPBIE XKeJlaloT KaKou-Tubo MPOAYyKT, ¥ OYKBaJIbHO B CUYMTAHbEIE MHUHYTHI 3TOT CAMBIN HPOOYKT
TIOSIBJISIETCS TIepe HUMHU. Bo B3aMMOCBsI3aHHOM MUPE MOKYIaTe Iu IMTOYTH MTHOBEHHO TPeOyIoT
ompefeieHHbIe TOBAPH U YCIIYT'H, KOTOPBIe X KOJIJIETH IPEeOOCTABIISIIOT UM B HEIIOCPEeOCTBeHHOM!
651m30CcTU. B 3TOM M 3aK/i04aeTCs CyTh 00IIECTBEHHON aKTUBAIUM.

B nmocnenHue rogbl pa3BUBaeTCs KOHIEIINNS IPONBUXKeHU. TpaIullioHHO IPOIBUXKEHUE BCeraa
CYUTAIOCh OHHOCTOPOHHUM TIPEIJIOKEHNUEM, KOTla KOMIIAHUY OTIIPABIISIOT COOOIIEHMs KIIUEeHTaM,
SIBJISTIOIITUMCS UX ayOuTOpuel. B HaIl IHW paclipoCTPaHEeHHOCTh COIIMAIbHEIX CeTel II03BOJIIET
MoTpeOUTEeNsIM pearupoBaTh Ha 9THU COOO0IIeHus. TaKKe 9TO IT03BOJISET ITOTPeOUTEeNnsIM 006CyXKAaTh 3TH
Ccoo0MIeHns ¢ OPyruMu moTpebuTensiMu. I1osiBIeHre PEeUTUHTOBEIX CUCTEM, K TpuMepy TripAdvisor u Yelp,
obecrieynBaeT KiIMeHTaM naaT@opMy Ot 00CyKOeHMM U ITpeniaraeT OLeHKY OPeHoB, C KOTOPBIMU OHU
COTPYIHUYAIOT.

BMmecTe ¢ KOHIlenMe MapKeTUHTOBOr0 xofa (Teopusi 4-C) KOMIIaHUU UMEIOT BHICOKHUI YPOBEHb
BBIKMBaAHUS B u(ppoBoH skoHOMHUKe. OIHAKO ITapafurMa Ipofax TaKKe [0JIKHA U3MEHUTHCS.
TpaguIIMOHHO MOKYyIIaTeNN SIBJISIOTCS TaCCUBHEIMU 00beKTaMU, Ha KOTOPBIX UCIBITHIBAIOT TEXHUKU
npopax. Bo B3auMOCBI3aHHOM MUpPE UAes 3aKJII0UYaeTCsi B TOM, 4YTOOBI 06€ CTOPOHBI aKTUBHO NOOMBAIHCH
KOMMEPYEeCKO# 11eHHOCTH. C yBeTMUeHNeM y4acCTUs KJIMEeHTOB KOMIIaHUY BOBJIEKAIOT UX B IIPO3PAYHYIO
KOMMepITHaInu3aluio.






(04 Impoizecca Oﬁcﬂy}KHBaHHH KJIMEHTOB K COBMECTHOH pa60Te C KJIHEHTaMH

Ilo moKynKu KIWEeHTH pacCMaTPUBAalOTCs Kak I1enb. Kak TOJIbKO OHM PEelINIU COBEPIIUTD IIOKYIIKY, B
TPAJULIMOHHOM TePCIeKTUBE 00CTyKHUBAHUS KJIMEHTOB OHU CTAHOBSITCS KOPOIsMU. Ilepexonst K
KOHITennuu 3a00TH 0 KJIMEeHTe, KOMIIQHUY 3aHUMAOT HO3UIUI0 «Ha PABHBIX» B OTHOIIIEHUM K KJIIUEHTY.
BMecTo HemocpencTBeHHOT0 00CTyKUBaHUST KIIMEHTOB KOMIIAHUY IEMOHCTPUPYIOT CBOIO IIOAJIMHHYIO
3a60Ty 0 mOKyIaTesie, Cylllasi, OTBeuYasi, ¥ CJIeqys yCJIOBUSM, IPOAUKTOBAHHLIM KaK KOMIIAHUEH, TaK U
KJINEHTOM.

B TpapunumoHHOM 06CITYyKMBaHUK KJIMEHTOB IIEPCOHATl HECET OTBETCTBEHHOCTD 3a BHIIIOJTHEHUE
KOHKPETHBIX POJIEH U IIPOIECCOB B COOTBETCTBUU CO CTPOTUMHU PYKOBOISAIIMMY IIPUHUIUIIAMU U
CTaHOAPTHHEIMU OIlePallMOHHLIMY IIpollefypaMu. JTa CUTyalHs 3a49acTyl0 CTaBUT 00CIyKUBAIOIINHT
IepcoHar nepel npobaeMoii Beibopa MeKOy IPOTUBOPEUYNBLIMY 1leIIMU. Bo B3auMOCBsI3aHHOM MUPEe
COTPYIHUYECTBO ABIISETCS KIII0YOM K yCIIexy B 00CIyKUBaHUM KITUeHTOB. COTPYIHUYECTBO BO3HUKAET,
KOT[la KOMITaHUY IIPUTJIAIIA0T KJIMEeHTOB IPUHSATh Y9aCTHEe B IIPOIECCe, UCIOJIb3Yys CPENCTBA
caM000CITyKUBaHU .



I/IHTeI‘paHI/Iﬂ TPagJHUIITHOHHOI'O H IIH(l)pOBOl"O MapKeTHHI a

L @ LIM®POBOW MAPKETUHT
i YPOBEHb 3
BOBJIEYEHME B3auMocCBA3aHHbIN MapKETUHTOBbIN NOAXOA:
« ogobpeHune Co CTOPOHbI COOOLIECTB KNMEHTOB;
- KO MOUKALMA U NPOACHEHNE XapaKkTepucTuk bpenaa;

@ + B3aWMOCBA3aHHbIN MAaPKETUHIOBbIN X0g,
i (coTeOpYecTBO, BanioTa, 0bWecTBeHHaA akTMBaLUWA,
YPOBEHb 2 1 QUanor) U ero KOMMepLUanM3aLus;
OnbIT - -
. TPAAULIMOHHbIA MAPKETUHT COBMECTHas paboTa ¢ KNMeHTamu.
TpaanUMOHHBIN MapKeTUHIOBbIR NOAXOL:
§ @ - CTPATErMuecKan CermeHTaLua 1 TapreTuHr;
* NO3MUKWOHpOBaHKe BpeHaa n andpepeHumnaumns;
YPOBEHb 1 * TAKTUHECKINIA MapKeTUHIOBEIN X0/ (TOBap UK YCNIyra, LeHa,

OCYLLECTBNEHWE MECTOPACNONOKEHWE, pEKNamMa) U MOAXO[ K NPOAaxe;

i * CO3[aoWMe LeHHOCTE YCAYT U NPOoLecchl.
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Bonee undpoBOIt MapKETUHT NO Mepe TOro, Kak OpeHA BCTaeT Ha NYTW KNneHTa
PucyHok 4.1.

CmeHa posiell mpaduyuoHHO20 U Uudposo20 MapkemuHaa

IlndpoBoit MapKeTUHT He MPHU3BAH 3aMEHUTDh TPAAUIIMOHHEIM MapKeTUHT. BMecTo 9Toro o6a MapKeTHUHTa [OJIZKHEL
COCYIIIECTBOBATh CO B3aMMO3aMeHsIeMbIMU POJISIMU Ha IIyTH KJIMeHTa (oapoOHEIe CBeIEeHUS O MMyTH KITHeHTa
IpuBefeHH B riaBe 5). Ha paHHel cTaguu B3auMOJENCTBUSI MeXKAYy KOMIIAHUSIMU U NOKyIaTelsIMU TPagUulluOHHBIN
MapKEeTUHT UTpaeT IJIaBHYIO POJIb B IOBLIIIEHUHN OCBEIOMJIEHHOCTH M 3aUHTEPECOBAHHOCTHU. I10 Mepe TOro Kak
IPOTPECCUPYET B3aNMOIEHCTBUE, a KIIMEHTH TPeOYIOT 60j1ee TeCHBIX OTHOIIIEHUY C KOMIIAHUSIMHU, BO3PacTaeT
BaXXHOCTh IU(MPOBOTro MapKeTUHra. CamMol BaKHOM POJIbIO NU(PPOBOr0 MapKeTHHTa SIBJSETCS IPU3LIB K NEeNUCTBUAM U
agBokanuu. [I0CKONIBKY HUGPOBOM MAapKETHUHT SIBJIsTETCS 00lee KOHTPOJIUPYEMBIM U IIOAOTUYETHLIM SIBJIEHUEM, YeM
TPafUIIMOHHEIN MapKeTHUHT, OH COCPENOTOYEH Ha NOCTUXKEHUM Pe3yIbTaToB, B TO BpeMs KaK TPamUuIMOHHBIN
MapKeTUHT COCpefoTOYeH Ha MHUIIMUPOBAaHUY B3aUMOAEUCTBUS C KIneHTaMu (cM. puc. 4.1).

CyTtb Mapketutra 4.0 3aK/io4aeTCsI B IPUHATHUU CMEHBI POJIEH TPAAUIIMOHHOTO U U(GPOBOr0 MapKETHHTa Ha OCHOBE
BOBJIEYEHUS KJIMEHTOB U afBOKAIIUH.

Y



3akKjarodYeHue

MapKkeTHHI B HH(DPOBOI 9KOHOMHUKE

MapxkeTuHr 4.0 npeacTasisgeT coO00M MapKEeTUHTOBHIM MOAX0M, KOTOPHIM coueTaeT B cebe OHJIalH- U
o(daiiH-B3auMOIeiCTBIE MeXAy KOMIIAHUSIMU U KJIMEeHTaMU, COBMeIlaeT CTUJIb C PeajIbHOCTLIO B
IIOCTPOEHUHN OPEHOOB 1, B KOHEYHOM CUETEe, HOIIOIHSIET MEKKOMIIBIOTEPHYIO CBSI3HOCTDH Y€JIOBEYECKUM
dakTOpOM IJid YKpeIieHus B3auMOOENCTBUS C KIIUEHTaMU. DTO IIOMOTaeT MapKeToJIoraM IIepeuTH B

1 (ppPoBYI0 S9KOHOMUKY, KOTOpas IepecMoTpesia KJIloueBble IOHATHUA MapkKeTUHra. [l poBoil MapKeTUHT U
TPAfUIIMOHHLIM MapKETHUHT OOJIXKHBI COCYIIeCTBOBATh B MapkeTuHre 4.0 ¢ KOHEYHOU 1IeJIbI0 B BUE
TOSIBJICHUSI KJIMEHTOB-3aIllUTHUKOB.

Kakum o6pa3om Bar 6peHp ciocobeH pa3BUTh MOILIHYI0 guddepeHIrnanmnio, OCHOBAHHYIO Ha
MeJK4eI0Be4eCKOM B3aUMOIEeNCTBUY B IU(GPOBOM MUpe?

Kak Bar 6M3HeC MOXKET IEePEeUTH OT TPAAULIMOHHOM Teopuu 4-P K 1udpoBoi Teopun 4-C, IPUHSIB
COTBOPYECTBO, BOCIIOJIb30BABIINCEH @HAJIOTHEHN C BAIIIOTOM, IPUHSB ydacTHUe B O0II[eCTBEHHON aKTUBALIMU U
BegeHuu muasnora?

Kakue dbyHpaMeHTanbHEIe U3MEHEHNST HEOOXOOUMEL B Balllell cTpaTeruu o6CiayKUBaHUs KJIIMEHTOB, YTOOH
OXBaTUTh COBMECTHYIO PabOTy C KITMEHTaAMHU?



OcsedoMaeHHOCMb, npussekames/sibHoCcmbvb, 80Nnpoc, Oelicmsue, GOGOKGU,Uﬂ

C yBenuueHneM MOOHUJIBHOCTH U CBI3HOCTH ITOKYIIATeIN yY2Ke UMEIOT OTPaHUYeHUsI 10 BpeMeHH Ha
paccMoTpeHue U olfeHrBaHue OpeHnga. Kak TOJIbKO yBeIMYHUBAETCS TEMII )KU3HU U TaflaeT YCTOMYUBOCTD
BHUMAaHHUS, KIMEHTaM CTAHOBHUTCS CJIOKHEE COCPEeIOTOYUTHCS. Ho ¢ IOMOIIBIO pa3InYHEIX KaHAIOB CBSI3HU
(oHna#H u odJaliH), TOKyHIaTelIH MMO-IPeXHeMY IIPOI0/IXKAIOT MOABEPTraThCS CIUIIKOM GOJIbIIOMY
KOJIMYECTBY BCET0O: 0COOEHHOCTEN TOBAPOB, OOeIIaHni OPEHIOB, TOPTOBHIX IPEIJIOKEeHUM. COUTHIE C TOJIKY
«CJIMIIKOM XOPOIIKUMH, YTOOR OBITEH IIPABHOM» PEKIAMHEIMYM COOOIIEHUSIMY, KIMEHTH YaCTO UTHOPHUPYIOT
UX ¥, BMECTO 3TOr'0, 00paIlaloTCs 3a COBETOM B HAfIeKHBEIE UCTOYHHUKH: K COI[HAIbHOMY OKPYXKEHHUIO,
BKJIIOUAIOMIEMY OPYy3€Ud U CEMBIO.

KoMmaHusSM HEOOXOOUMO IIOHSATh, YTO OOJbIIEe KOTUYECTBO TOUEK COIIPUKOCHOBEHUS U OOBIINK 00beM
coo0lIeHn He 00s13aTeIbHO IPHUBOOUT K YBEJIMYEHHUIO BIUSHUSA. KOMIIaHUM MOJIXKHBI BEIOEISITHCS U3
TOJIIIBL ¥ OCMBICJIEHHO OOIIaThCsI C KJIMEHTaMU, UCIIOJIb3YsI BCETO JIUIIb HECKOJIBKO TOYEK
COIIPUKOCHOBEHUS. B MeliCTBUTEILHOCTH BCEro JIMIIL OOWH CIydYai HeOoXKUOAaHHOTO BOCTOpra oT OpeHma -
3TO BCe, YTO HY2KHO, YTOOBI IPEBPATUTh KIUEHTAa B JIOSJIBHOI0 agBoKaTa. YTOOBI 3TO IOJTYYHUJIIOCE,
KOMIIQHUSIM CliefyeT 0003HAUYUTh IIYTh KJIIMEHTA K MMOKYIKE, TIOHSTh BCE TOYKHA COITPUKOCHOBEHUS,
BCTpeYaloluecs Ha IIyTH KIMeHTa, ¥ BMeIIaThCs B BEIGOP TOYEK B3aUMOIEHCTBUS, UMEIOIINX 3HaYeHHe.
OHM OOJIXKHBI COCPEIOTOYUTh CBOU YCUJIHUS (YCUIUTh KOMMYHUKAIIUY, YBEJIMYUTH IIPUCYTCTBUE KaHalla
CBSI3W U YIYYIINTh KaHaJl B3AUMOIENUCTBUS C KJIMEHTOM), YTOOHBI YIIYUIITUTE 9TU KPUTUYIECKUE TOUKHU
B3auMMOMENCTBHUS, a TaK¥XKe MIPeICTaBUTh CUIbHYIO0 OuddepeHInaInio.

Kpowme Toro, koMnaHusaM HeoOXOOMMO MCII0JIb30BaTh CUJIY CBSISHOCTU KIIMEHTOB U afiBOKaIuM. B Hamu gHu
B3aUMHBIM OUAJIOT CPEU KJIMEHTOB SIBJIsIeTCs caMoi adderTuBHOU popmoit CMU. YuuThiBasi mogoOHOe
OTCYTCTBUE OOBEPUS, KOMIIAHWYM MOTYT OOJIbIIIE HE UMETH IIPSMOTO [OCTYIIA K II€JIEBEIM KJIMEHTaM.
[TocKONIbKY OKYyIIaTEeNIN IOBEPSIOT CBOMM 3HAKOMEBIM 00JIbIlle, YeM KOTra-ITu6o0, CaMbIM JIYYIITUM
WCTOYHUKOM BJIMSIHUS SIBJISIETCSI apMUsI IOKyIIaTeJiel, MpeBpalleHHBIX B aJBOKATOB OpeHga. Takum
006pa3oM, KOHEYHasI I1eJIb COCTOUT B TOM, YTOOHI paZloBaTh KJIMEHTOB U IIPEBPAIIATh UX B JIOSIJIBHBIX
aIBOKATOB OpeHa.



IToHuMaHHe TOro, Kak JIIOJH COBepIIaioT IIOKYIIKH: OT TeOpHuHu 4-A K OSITHYIEHHOH CTPYKTYype

OpHOM U3 caMBIX PaHHHUX U IMIUPOKO UCIOIb3YEeMBIX CTPYKTYD AJISL OIUCaHUSI KIUEeHTCKOro nyTu siBnsgercsa AIDA: sHumaHue (aHTIIL.
attention), uHmepec (aurmn. interest), sorcenarue (aurn. desire), deticmeue (aurin. action). HeygusurensHo, ¥To Momenb AIDA Grita
IpUayMaHa IePBOOTKPLIBATEIEM PEKJIaMBI U IIPofax JIMOo JIbIOMCOM U BIepBHE OblIa IpUMeHeHa B 9To¥ o6nactu. OHa CIyXKHUT B
KadeCcTBe MPOCTOTO KOHTPOJIBHOT'O CITMCKA WX HAallOMUHAHUS [JIT MEHEIXKepOoB 10 peKjaMe MpHu pa3paboTKe caMoi pPeKJIaMbl U
IIJIsI MEHEeKEePOB 110 MpofazxKaM IPU PaCCMOTPEHUHU MTEPCIEKTUB. TeKCToBasl peKjiiaMa ¥ KOMMEePYEeCKOe IPEIOKEeHUEe MOJIKHEI
IPUBJIEKATh BHUMaHUeE, BEHI3BIBATh UHTEPEC, YCUIIUBATh KeJlaHue U, HAKOHeI[, CTUMY/IUPOBATh K JeWCTBUSIM.

HE IIOKVYIIATE/IA OXOTHOTIOTOBbI PEKOMEHIOOBATBBPEHIBI, KOTOPBIM OHUIOOBEPAIOT, JAXE,ECJIA B
HACTOAIMEE BPEMACAMM UX HE UCIIOJIB3VIOT.

ITogo6HO Teopuu MapkeTtuHra 4-P (ToBap/ycnyra, ieHa, MecTopacIiosiokeHue u pekinama), AIDA npertepriena HECKOJIBKO
pacmupeHui 1 MogupUKaIIH.

Iepexk Pakep u3 llIkonsl MeHemxkMeHTa Kennora npennaraetr Mogudrkanuio AIDA, KOTOpyio OH Ha3Ball Teopueil 4-A:
ocgedomieHHOCMb (QHTJI. aware), omHoweHue (aHri. attitude), deticmaue (anrm. act) u ew,e pa3 deticmeue (aurin. act again). B
3TOoM 60JIee MO3OHEM KOHTEKCTE 3TAIlBl 3dUHMepPeco8aHHOCMU U J#Ce/dHU YIPOIIAITCS IO OMHOWEeHU A U TIOSIBIISIETCS HOBHIN
9Tam - CHosa Oelicmeue. MopubuiiupoBaHHasi CTPYKTypa IpegHa3HadeHa OISl OTCIeKUBaHUS I0BedeHUsI KIIMEeHTOB I10CTIe
IIOKYIIKY U U3MEPEHU JIOATIBHOCTHU HOKyHaTeJ'IefI. Ona paccMaTpuBaeT IIOBTOPHYIO MMOKYIIKY KaK 3HAYUMYIO [IEPEMEHHYIO OJIsd
JIOSITBHOCTH KIIMEHTOB.

YKazaHHas CTPYKTypa IPELCTaBIseT cO00M IPOCTYIO0 MOIEb AJIsSI OMHUCAHUS IPSIMOTO BOPOHKOBUIHOTO IIPOIlecca, Yepe3 KOTOPRIH
NIPOXOAAT KJIMEHTH! IIPU OlleHKe OPEeHIOB B IIpollecce ero paccMoTpeHusi. KimeHTH y3HaT o 6peHrpae (oceedomaeHHOCMb), XOPOIIo
WJIH TIJTIOX0 OTHOCSITCS K OpeHay (0OmHoweHue), peuaioT, MOKYIaTh JIM UM TOT WJIX WHOM ToBap (Oelicmsue), U ONMPEHesioT,
IOCTOHMH JIM OPEeH[ TOro, YTOOH! B CIydae IIOBTOPHOM IMOKYIIKKA 00PAaTUTLCS K HEMY CHOBaA (CHoga deticmaue). Korga sta nnatdopma
paccMaTpUBaETCs, KaK KJIMEHTCKasi BOPOHKA, YHUCJIO MTOKYIaTeIel, MPOXOASsIIUX Yepe3 9TOT IPOIeCC, IIPON0JIKaeT CHUXKATHCS 110
Mepe uX Iepexona Ha HOBBIM 3Tatl. JIIoou, KOTOPBEIM OpeHI HPaBUTCS, MOJIZKHO OBITH, 3HaIU 00 9TOM OpeH[e u paHbiie. JIrogu,
KOTOPBHBIE ITOKYIIAIOT TOBAPEI 3TOTO 6peH11a, OLIEHUJIX €ro ellle O0 IIOKYIIKHU. U Ttak gaiee. TouHO Tak 2Ke, Korga uaeT peyds O
BOpPOHKe OpeHfia, YKUC/I0 OPEeHA0B, KOTOPHIE BCTPEeYaInuch Ha KIMEHTCKOM ITyTH, IPOJOJI2KaeT YMEHbIIAThCsA. YUCI0 GPEeHAoB,
PEKOMEHIOBAHHEIX JIIOAbMU, MEHBIIIE, YEM YHUCJIO OPEHMIOB, ¥ KOTOPHIX IIOKYIIAIOT TOBApHL, ¥, B CBOIO OUYEpPEnhb, MEHbIIIe, YeM YHCIIO
OpEeHIOB, O KOTOPHIX JIIOOU 3HAIOT.

CTpyKTypa TaKxXKe B IEPBYIO OUYepeIb OTPaXKaeT JIMYHLIYN IyTh. OCHOBHOE BIUSTHUE HA IPUHSITHE PEIIeHUHN KJIMEeHTOB II0 MEPE UX
MIPOIBUKEHUS II0 IIYTH IPOKUCXOAUT B TOYKaX COIPUKOCHOBEHUS C KOMIIaHUEN (HalpuMep, TeJIeBU3MOHHAs peKjaMa HaXOOUTCS Ha
3Tarne ocee0oM/IeHHOCMb, IPOAABELL - Ha 3Tale Jelicmeue, a oTaen o6CIyKUBaHUS IIOKyIIaTeNlel - Ha 9Tane cHoea delicmaue).
3TO TO, YTO MTOOKOHTPOILHO KOMITAHUH.

B Hamm gHM, BO BpeMeHa CBSI3HOCTH, IIPOCTOM ¥ WHAVBUAYAIbHEIE BOPOHKOOOPA3HLIHM IIPOIlECC HYKAaeTCs B 00HOBIeHUU. HOBEIN
KJIMeHTCKHUH IyTh JOJIKeH ObITh pa3paboTaH Tak, YTOOB! YYUTHIBATh U3MEHEHUs], CHOPMUPOBAHHEIE CBSI3HOCTHIO.

*B JOUMHTEPHETHYIO 3II0XY I/IHHI/IBI/IHyaHBHbIﬁ KJIMEHT OoIIpenesidin CBoOe OmHoweHue K GPGHHY. B 9IIOXY CBSI3HOCTH II€PBOHAYAJIbHAsA
npues/siekames/sibHOCMb 6peHna B JIHIIE HOKyl'IaTeJIefI 3aBUCHT OT 00IIeCcTBa, OKpPYy2XKalOIllero IIOKyIlaTellsd, KOTOpLIﬁ HaMepeH
IIPUHATE OKOHYATEJIbHOE PEILlIeHue. MHorue, Ka3anoch Obl, TUYHBIE peleHusd ABJIIAITCSH, II0 CYIIEeCTBY, COUXAJIbBHBIM PEIIeHUEeM.
HoBbli KITMEHTCKUMN IIyTh OOJI2ZK€H OTpazKaTh POCT TAaKOI'0O CONUAJIBHOI'O BIIMAHU .

*B JIIOXY OO CBA3HOCTHU JIOAJIBHOCTDL 9AaCTO OIIpefesisiyiaCh KakK yep2KaHue KJIINEeHTa U OCYyIIeCTBIIEeHUuEe UM HOBTOpHOﬁ IIOKYIIKH. B
3IIOXYy CBSI3HOCTH JIOAJIBHOCTH, B KOHEYHOM CY€eTe, OIIpenesigdeTCsa KaK T'OTOBHOCTD 3allluIlaTh 6peH11.

KineHT MOXKET U1 He COBEPUIAThH IOBTOPHYIO MOKYIIKY ¥ OIIpefesieHHOro OpeHa (HampuMep, 13-3a 60j1ee OIUTEILHOI0 ITUKIa
TIOKYIIKY TOBaApOB) MJIM MOXKET He UMEeTh BO3MOXKHOCTH IJISI 9TOr0 (HallpuMep, M3-3a OTCYTCTBUS TOBapa B OIpefeIeHHBIX MeCcTax).
Ho ecnu KiueHT HoBoIeH OpPEHIOM, OH OyZeT FOTOB IIOPEKOMEHOBATh €T0, JaKe eCJIM B HACTOSIIIEe BpeMs HUUET0 He ITOKyIlaeT.
HoBbI# KTMEHTCKUY ITyTh HOJI2KEH OBITH COTJIACOBAH C HOBEIM OIIPEefeIeHUEM JIOSITIbHOCTH.

» Korpa meno qoXOomuT A0 MOHUMAaHUS OPEHI0B, KIIHEHTH aKTUBHO KOHTAaKTHUPYIOT APYT C APYTOM, BEICTPAWBasi OTHOIIEHUS Ha
OCHOBe BOITpPoca U 3amuTh. KubeprpaxaaHe, B YaCTHOCTH, UMEIOT aKTUBHEIE CBSI3M Ha KIHEHTCKUX ¢opyMax. [TokymaTemnu,
KOTOPBIM HY2KHO 60JIbIlle nHGOpPMaIuu o 6peHne, OyoyT UCKaTh ee, OOIIATHCS C IPYTUMHU OKYIIaTeIsIMU, 3HAIIIUMY 0 OpeHne
00JIbIlle ¥ UMEIOIIUMU OITBIT ITOKYIIOK. B 3aBUCHMOCTH OT IPEAB3SITOCTH, IIPOSIBJIEHHON BO BpeMs Oecenrl, CBsI3b OO0 YCUIUBAET,
nu6o ocnabisieT IepBOHAYaIbHYIO IPUBJIEKATEIbHOCTE OpeHaa. HOBRIM KIIMEHTCKUH IyTh NOJI2KEH TaKXKe paclio3HaBaTh JaHHYIO
CBSI3HOCTb CPEIU MOKyIaTelew.

OCHOBHIBasICh Ha 9TUX TPEOOBAHUSX, KIIMEHTCKUY IIYTh [OJIKEH OBITH MIEPENHCaH U3 4-A B ISITUWIEHHYIO CTPYKTYPY:
ocgedomMieHHOCMb (aHTJI. aware), npus/iekamebHocms (aHri. appeal), sonpoc (aurn. ask), deticmaue (aHri. act), adsokayus
(aurmn. advocate). (Cm. puc. 5.1).

Ha srane oceedomseHHOCMU, IOKYIIATENIH, CAMU TOTO He KeJiasi, IOARA0TCs BIUSHUIO IJIMHHOTO CIIHCKa GPEHO0B U3 IPOIIIOTO
OIIBITQ, MAPKETUHTOBEIX KOMMYHUKAIIUHM, U/UJIM aABOKAIIUU OPYTUX [TOKyIIaTesied. 3To BOpOTa KO BCeMy IIyTH KIIUEeHTa.
HOKyHaTeJ'Ha, KOTOpBIﬁ PaHbIIIEe CTAJIKHUBAJICA C OIIpeaesIeHHbBIM 6peHJZ[OM, BEPOATHEE BCETO0 CMO2KEeT BCIIOMHUTL U OIIO3HATH 6peH1:[.
VupaBisieMasi KOMIAHUSIME U capadaHHEIM Pafno, Cpeqy IOKyIaTeNel, peKjlaMa TaKXKe SBIISIeTCSI OCHOBHEIM HCTOYHUKOM
y3HaBaeMocTu OpeHpa.

V3HaB HeCKOJIBKO OPEeH0B, KJIMEeHTH 00pabaThBalOT BCI0 MHGOPMAaINIo, KOTOPOH NofBeprawTcs (co3faeTcs KpaTKOBpeMeHHas
aMATh U YCHJIMBAETCS HOJIrOBPEMEHHAs NaMATh), ¥ 3allOMUHAIOT JIMIIb KOPOTKHUH CIIMCOK GPEHNOB. B 9TOM 3aKiIi09aeTcs oTam
npueszekameibHocMu. 3alOMHUHAIKecs OpeHIE! (C Wow-(haKTopaMu) BeposiTHEE BCETO BOUAYT B CIIMCOK UK faXKe [IOMHUMYTCS
B 3TOM CIIMCKE Ha CTYIIE€Hb BHIIIIE. B BBICOKOKOHKYPEHTHBIX OTPACIIAX, roe 6peH}10B CJIMIIKOM MHOTO, a TOBaphkl UMEIT CXOXKHUe
OTPeOUTENbCKIE XapaKTePUCTHUKY (HalpuMep, OTIUYAIONINECS TOIBKO YIIAaKOBKOM TOBapH), IPUBIIEKATEILHOCTS OPEHIOB
DOJIXKHA OBITH cuibHEee. HeKOTOpEIe MOKYIIaTeNNy PearupyioT Ha IPUBIIEKATEIBHOCTh OPEH A CUIbHEEe, YeM Opyrue. MoJionexs, K
IpUMepy, OOEIYHO pearupyeT ONHOHN U3 NEePBHIX. IMEHHO IT03TOMY MOJIOfIeKb, CKOpee BCETO, IIEPBOi TPHOOPETET HOBLIE TOBAPHI.

U3 m1060mbITCTBA KIIMEHTEL OOBIYHO aKTHBHO M3Y4YaloT IPUBJIEKAIOIIKe UX OPEHAE! C TOMOIILIO NOMOIHUTEIbHON HHPOPMAIUU CO
CTOPOHEHI ipy3e# u cembr, CMU u/Unyu HanpsiMylo CO CTOPOHEL OPeHOO0B. B aTOM 3akioyaeTcs aTan sonpoca. KnueHTs MOryT nu6o
MIOIIPOCHUTH COBETA Y APY3eii, 60 CaMOCTOSTENILHO U3YYUTh KPATKUM IIepedeHb OpeHnoB. Korma UM 3aX04eTcs masblie
03HaKaMJIMBAThCSl C pa3HBIMU OpeHfaMu pasHble OPeHObl, OHU MOTYT IIOMCKATh OHJIAMH-OT3bIBE Ha TOBapH. Tak:Ke OHU MOTYT
IMO3BOHUTH B KOJI-IIEHTP ¥ yY3HATh 00JIbIle HHDOPMAaNKy OT areHToB 10 npofaxam. EIle OHU MOTYT CPaBHUTH IIEHH U JaxKe
onpo0oBaTh TOBApH B Mara3uHe. B Hallle BpeMsi 80npoC OCJIOXKHSIETCS UHTerpauued ubpoBoro (oHmMaiH) U GU3NIECKOro



(odaitH) MupoB. Maso Toro, YTo IOKyNIaTeId MOTYT IPOCMaTPUBaTh TOBaphl B Mara3muHax, OHU TaKKe MOTYT UCKaTh
nHbOpMaIH 00 3TUX TOBapax C MOMOIILI0 CBOMX MOOUIIBHEIX TeJIe()OHOB. II0CKOIbKY KIIMEHTHI MOTYT 00PaTUTHCS 3a
IOTIOJIHUTEIbHOM uHbOopMaluel K MHOTOYHCIEHHBIM KaHalaM CBSI3Y, KOMIIaHUSIM HeoOX0OuMO YUCIIUTLCS, II0 KpaliHeil Mepe, B
caMBIX ITONYJISIPHBIX KaHasax CBS3HU.

Ha sramne 80onpoca nnyTh KJIMEHTa U3BMEHAETCsI OT HHOUBUAYAJIBHOTO K COIITHAJIbBHOMY IIPOABHU2KEHUIO. HpI/IHHTBIe penieHus 6ynyT
OCHOBHIBAThCS Ha TOM, 4TO! IIOKYyIIaTeJIu IIOYEPIIHYJIN U3 Geceqsl € APYTHUMHU IMOKYIIATEJISAIMHU. Y1oO6bI IIyTh KJINE€HTa IIPOAO0JIXKaJICs,
IIPUBJIEKATEJIbHOCTb 6peHna AOJI2KHaA IIOJIYUYUTH IIOATBEP2KAEHNEe CO CTOPOHEBI APYTUX JIonen. Bpenpam HeoOXOIUMO BLI3LIBATh
JIF0OOIIBITCTBO Yy OIIpenesIieHHOTr 0 KOJIn4YeCTBa KJIMEeHTOB. Korpa YPOBEHb 3aMHTEPECOBAHHOCTHU O4YE€Hb HU30K, 3TO O3HA4YaeT, 4YTO
IIPUBJIEKATEJIbHOCTh 6peHua TOXe KpaﬁHe HU3Kas, Jaxe eclii OHa U eCThb. A Koraa YPOBEHb 3aMHTEPECOBAHHOCTHU CJIUIIIKOM BEJIUK
U IIOKyIIaTeJIh «BBEIHY2KIEHbI» 3aJaBaTh MHOI'O BOIIPOCOB, TO OHH IIyTAalOTCs B IIEPBOHAYAJIBHOM IIOCEITIE€, C KOTOPBEIM CTAJIKKUBAIOTCS.

MyTb KNneHTa Aj A2 A3
AZanoM OCBEAOMNEHHOCTb OTHOLWEHUE DEVCTBUE CHOBA AEVCTBUE
CBA3ZHOCTH
MameHeHue MameHeHne
Ne 1 Ne 2

Jl0 3M0X1 CBAZHOCTA MHAWBWAYANBHBLIA KNNEHT
onpepaenaeT cobcTBeHHOE OTHOWEHWE K BpeHay;

B 3MOXY CBA3HOCTH Ha NEPBOHAYANbHYI0
NPUBNEKATENbHOCTL GPeHAa BNUAET «CO0BLIeCcTBO,
KOTOPOE OKPYKaeT NoKynaTtens, YTobbl nomMoyb
NPUHATE MY OKOHYATENBHOE PELIEHIE,

,Clo AN0XK CBAZHOCTW NOANBHOCTE YacTo ONpeaenseTca
Kak 3anomMiHaHKWe M NOETOPHaA NOKYNKa;
B 3N0XY CBAZHOCTW NOANbHOCTD,
HaKkoHeLl, onpenennaeTca
Kak #enaHne KNWeHTa 3alnilate ﬁpEqu,

MyTe knneHTa (A7)
B 3M0XY 'OCBEOMNEHHOCTh
CBA3HOCTU

s,

TIPVBNIEKATENBHOCTH

BOMPOC

[ENCTBUE

ALIBOKALA

Korga Aeno KacaeTcA noHMMaHuA BpeHaos,
Tenepb NOKYnaTeny akTMBHO 0BLAITCA ApYr € APYrOM,
EbICTDAWBEAA OTHOLEHWA HA NPUHLMNAX BONPOCA W agBoKaLuy;
B 3aBUCUMOCTM OT NPEAB3ATOCTM BO Bpema Heceabl cBA3b NGO ycunuBeaer,
nwbo ocnabnaer npuenekatensHocTL bpexpga.

WamereHune
Ne 3

PucyHok 5.1.

H3meHeHue KaueHmcKoz20 nymu 80 83auMOC8A3AHHOM Mupe

KnueHTE puCTynST K Oelicmauto, ecnu OynyT yOekK[eHHl HOIOTHUTEIbHON NHbOopMaIel Ha aTalle 8onpocd. BaxKHO TOMHUTS,
4TO JKejaeMble [eHCTBUS KINeHTa He OrPAaHUYHUBAIOTCS NeHCTBUSIMHU O IOKynIKe. [Tocne nprobpeTeHus: ToBapa OT OIIpPefeJIeHHOT 0
OpeHpa KIMEeHTH Hanbosee CUJIBHO B3aMMOAEHCTBYIOT Yepe3 oTpebIeHne U UCIIOJIb30BaHNUe, a TaKXKe ITOCTIPOfazKHOe
obcnykuBaHue. BpeHnaM He00X0UMO IIPUBIIeYh NOKyNaTenel 1 yOemuTbCsS B TOM, YTO OIIBIT MCIIOJIL30BAHUS U BlIafleHUs
MIPOAYKTOM SIBJISIETCSI IIOJIOKUTEJIPHEIM U 3anlOMHUHAaKmMuMcs. Korma noKynaTenu CTaJKUBAIOTCS € Ipo6jieMaMy ¥ UMEIOT Kajo0kl,
6peHnaM HeoOXoauMO 06paTUTh Ha 3TO BHUMAHUE U YOEOUTHCS, YTO IIOKYIAaTeNIsIM IPEeOCTaBsAT PEIIeHU .

Co BpeMeHEeM y KJIMEHTOB MOKET PAa3BUTHCS CUJIBHOE YyBCTBO JIOSIIBHOCTHU K OPEH[Y, YTO OTPazKaeTCs B 3alIOMUHAEMOCTH OpeH[a,
TIOBTOPHOU TIOKYIIKe M, HAKOHeI], afBOKAaIlU CPeIU APYTUX KINEeHTOB. B 3TOM 1 3aKkiiodaeTcss aTal 3auiumsl. AKTUBHEIE
3alUTHUKY, Jaxke Korfa ux 00 3TOM He MPOCST, CIIOHTAaHHO PEKOMEHAYIOT OpeH b, KOTOphie J106siT. OHU PacCKa3kIBalOT O
MIO3UTHUBHBIX MOMEHTaX OPYTUM U CTAHOBSATCS OpeHA-eBaHTenucTtaMu. Ho GOIBITMHCTBO 3aIIUTHUKOB SIBIITIOTCS IACCUBHEIMU U
0e3melCcTRYIOMUMU. PacIeBeIuTh UX MOKHO TG0 C IIOMOIIBI0 BOIIPOCOB, JIMOO C IIOMOIIIbI0O HETaTUBHOM afgBoKauuu. Korma oHu
CTaJIKUBAIOTCS C TAaKUM MOOYKIEHHUEM, YyBCTBYIOT Ce0s1 00s13aHHBIMU ITIOPEKOMEHIOBATh U 3AITUTUTH OPEHALI, KOTOPHIE JTI00ST.
[ToCKOIBKY JIOSITIbHEIE aBOKATEL 6epYT Ha ce6s PUCK PEKOMEHIOBATh ONpeNe/IeHHEIe OPEeH B, OHU B OyOyIlleM TaKKe, BEPOsiTHEE
BCcero, OyOyT MOKyIaTh TOBApHI OT 3TOro OpeHaa (cM. puc 5.2).
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PucyHok 5.2.

Hagueayus no KAueHmMCKomy nymu ¢ NOMOULb0 NAMUYAEHHOU CMPYKMYypbl

JTarbl MSITAYIEHHON CTPYKTYPHL He BCETMa ABIISIIOTCS MPOCTHIMY, MHOTIA OHM [JaXKe CIupaneobpasHble, CXOKHUE C TeM, KaK
JKEeHIIUHEBI COBEPIIAIOT IMOKYIIKHU. HN3-3a I[ed)I/IHI/ITa BHUMAaHUA KJINEHTHI MOT'YT IIPOIIYCTUTH KaKOM-TO onpeneneHHHﬁ BazKHBIN 9Tall
Ha KJIMEHTCKOM myTH. K mpuMepy, MOKyIaTe o H3HavyalbHO MOXKET He IOHPABUTLCSA OPeH/, HO W3-3a PeKOMEeHAAlMK Apyra
MTOKyTIaTe b BCE-TaKU CLeNaeT [TOKYNKY TOBapa NaHHOro OpeHia. DTO 03HAYaeT, YTO IIOKyIaTe b MPOITyCTHIT 3Tall
npusexameabHOCMU U CPa3y Mepelesl 0T 0c8e00MAeHHOCMU K 8onpocy. C APyroi CTOPOHE], TAKkKe BO3MOKHO, YTO HEKOTOPLIE
KJIMEHTH IIPOITyCKAIOT 3TAll 80NPOCd U HAYWHAIOT NeHCTBOBATh UMIIYIbCUBHO, OCHOBHIBASICh UCKITIOYUTEILHO Ha TEePBOHAYAIIBHBIX
JTanax - 0OCBEJOMJIEHHOCTH U IIPUBJIEKATEJIbHOCTH.

B gpyrux ciny4asix (HampuMmep, B HedUITUTHRIX U OUYEHb IOMYJIIPHEIX KaTETOPUSIX) JI0SJIbHEIE 3aIIUTHUKYU He 00s13aTEIbHO HOJIXKHEI
ABIATBCA (1)aKTI/I‘-IeCKI/IMI/I IIOKYyIIaTeJIAMMU. K IIpuMepy, ToOBAphL OT Tesla oTauyHO PEKNTaMUPYIOTCA U CPEeOU TeX, KTO He IIOKYyIlaeT
ux. ITO 03HAYAET, YTO KJIMEHTHI IIPOIIYCKAIOT 3TAll Jelicmeus U Cpa3y Ke MePexXonsiT K 9TaIy 3auiumbl. HOBEIN KITMEHTCKUN IIyTh
He 00513aTeIbHO JOJIXKEH SIBJISITHCS (UKCUPOBAHHOMN KIIMEHTCKON BOPOHKOMH, a IMOKYMATEeNIsIM He 00513aTe/IbHO CJIeOBAaTh Yepes3 BCe
STalbl MATUYIEHHON CTPYKTYpHL. TakuM 06pa3oM, OT 3Tana 0ceed0oMAeHHOCMU K 3Taly 3au,umsl IyTh MOXKET 100 pacCIIupSIThCS,
J'II/I60 CY2KaTbCs - B 3aBUCHUMOCTH OT YHUCJIA KJIMEHTOB, IIPOXOOAIIUX Ka}KHLIfI U3 3THUX 9TaIlOB.

BpeMsi, KOTOpPOe KJIMEHTHI 3aTPAuYUBaOT Ha CBOHM IIyTh K ITOKYIIKE, TaKXkKe BapbUPYETCS B 3aBUCHMOCTH OT OTPACJIEBBIX KAaTETOPUH,
3aBUCSIINX OT BOCIIPHHUMAaEMOH BaKHOCTH KaTeropuil. B KaTeropuu norpebuTebCKUX TOBAPOB, HAIIPUMED, 3TaIlbl
OCBEIOMJIEHHOCTH U IIPUBJIEKATEILHOCTH IIPOUCXOMAT IIOYTH OJHOBPEeMeHHO. TakuM o6pa3oM, CuiibHasI y3HaBaeMocTh OpeHna 6e3
CTOJIb XK€ CUJIbHOM ero IIPUBJIEKATEJIbHOCTH B HOJIO6HI:IX KaTeropusax OOBIYHO HU K 4yeMy He IIPUBOOUT. BpeMH, 3aTpadyuBaeMoe Ha
BOIIPOC, TaKXKe OYeHb HeBEeJINKO. PaclpocTpaHeH IIpolecc CIIOHTaHHOM Haxongku. IIporynnBascek 10 IPOAYKTOBEIM OTHeEsaM,
MOKyIlaTeNX MTHOBEHHO U UMIIYJIbCUBHO PeIIaloT, KaKoi 6peHy UM BHIOpaTh. BOIBIIMHCTBO KJIMEHTOB TOJIBKO 3aMeydaloT KaKoH-
6o OpeHA ¥ Ha 3TOM ero u3y4deHue 3akaHuuBaeTcs. C Apyroi CTOPOHEI, YTO KacaeTcs OOJIBIINX IIPEIMETOB, TAKUX KaK
HeOBUKUMOCTb UJIM aBTOMOOUIIN, ITOKyIIaTeIN XOTSAT IIOTPATUTh KaK MOKHO O0Jbllle BpeMeHH, 3afiaBasi BOIIPOCH! ¥ IIPOBOAST
0oOIUPHEIM 00630p ITOKYyIIaeMoro npeaMmera.

[IaTUYIeHHas! CTPYKTypa SIBISIETCS TMOKUM UHCTPYMEHTOM, IDUMEHHUMEIM KO BCEM OTPacisM. Mcronbp3yeMast AJisi OITUCAHUST
IIOBeeHUs KIIMEeHTa, OHA PUCYEeT CXxeMy, KoTopas OyneT 6/1uKe K ero KJIMEHTCKOMY IIyTH. OTO II03BOJISIET IIPOBONUTD
MezKOTpaciieBble CPaBHEHMUsI, YTOOHI IIOJTyYUTh IIPECTaBlIeHNe O XapaKTePUCTHUKaX chephl AesITeNbHOCTH. Bonee Toro, oHa Takxke
JaeT IpefcTaBlIeHNe O B3aUMOOTHOIIEHNUAX KaKON-Tn00 KOMIIaHUY C KJIMEeHTaMM B CPDaBHEHHU C APYyruMM KoMmnaHusMmu. Korpga, K
npuMepy, KOMIaHusi 06HapyzKuBaeT, YTo HauboJjiee pacIpoCTPaHEeHHEIN MIyTh, II0 KOTOPOMY YacCTO UAYT ee KJIMEHThl, CUJIbHO
OTJIMYAETCS OT TUIUYHOIO KIIMEHTCKOI'0 IIyTH B OTPACIK, KOMIIAHUS MOXKET 00HapyKUTH 160 NOgIUHHYI0 nuddepeHInanuio,
60 CKPHITYIO IPOOJIEMY B KJIMEHTCKOM OIIBITE.



(04 Y3HABA€MOCTH K aIBOKaAIIlHHU: TEOPHUsi BIIMIAHUSNA

Koneunas nens MapkeTunra 4.0 3akio4daeTcs B IPOOBUKEHUY KJIMEHTOB OT 3Talla y3HaBaeMOCTH K 3Tally
amBoKaluu. B 11e1oM CyIleCTBYIOT TPU OCHOBHBIX MCTOYHUKA BIUSHUS, KOTOPHIE IJIT 9TOTO MOTYT
WCIIOJIb30BATh MapKeTOoJI0TH. PellleHne KIIMEeHTOB Ha KaXK[I0M 3Talle ISITUUYIEHHON CTPYKTYPhI 0OBIYHO
3aBUCUT OT COUYETaHUS UX COOCTBEHHOTO BrIOOPA, BIUSHUSA OPYTUX JIIOHElN U BHEIIHero BuusiHus. HazoseMm
9TO Teopueu BNUSHUA (CM. puc. 5.3).

COBCTBEHHbIIA BNMMAHWE BHELIHEE
BbIBOP APYIAX BNMAHME
PucyHok 5.3.

Teopus 8ausHUS nepexodd KAUeHMOo8 ¢ 3mand y3Haeaemocmu Ha aman adsokaiuu

BHewHee BIUsHME UCXOOUT OT BHEITHUX NCTOUYHUKOB. OHO HAMEPEHHO acCOIUupyeTcs ¢ OpeHgaMu gepes
peKJiamMy ¥ OpyTrue MapKeTUHTOBble KOMMYHUKAIUNU. TakKe OHO MOXKET UCXOOUTh OT OAPYTUX 0OHEKTOB
B3aUMOMAENCTBUS C KJIMEHTAaMU, TAKUX KaK IMIPOJaXky CPeau TOPTOBHIX areHTOB U PAOOTHUKOB Cchephl
o6cnyxkuBanusi. C TOYKM 3peHus: OpeHpua, BHeWHUM BIIUSIHUEM BCe eIlle MOXKHO YIPaBaATh U
KOHTPOJIMPOBaTh. MOXKHO pacIjIaHUPOBaTh COOOIIeHHe, KaHall KOMMYHUKAIIMU U YaCTOTHOCTb. MOXKHO
co3aaTh o0IIMe TOYKY COMMPUKOCHOBEHUS C KJIMEHTOM, XOTSI KOHEYHOE BOCIIPUSITAE KIIUEHTA BCE eIlle
MOZKEeT Pa3/IMdaThCs B 3aBUCUMOCTH OT TOT'0, HACKOJIBKO YIOBIETBOPEHHLIM SIBIISIETCSI KIIMEHTCKUM OIIBIT.

TouHO Tak XKe 81uAHUE Opyaux TOOed UCXOOUT M3 BHEITHeN cpenbl. Kak mpaBuio, 3T0 IPOUCXOOUT C
TTOMOIIbI0 GJIM3KOTO KPyTra APy3el U CeMbH, KOTOPHIE SIBJISTIOTCS YacCThIO capadaHHOTo paauo. BausHue
Opyeux nope# TakkKe MOXKeT UCXOOUThH U3 0oJiee MIMPOKOr0, HO He3aBUCUMOI'0 CO00111ecTBa, K KOTOPOMY
IpUHAaAIeXXUT KnueHT. HanmpuMep, Ha IoKynaTesiell MOXKeT IIOBIUSAThL 00CyXKeHUe, KOTOpoe OHU yBUEIU
B COLIMA/IbHEBIX ceTsaX. Enle Ha moKynaTeneyd MOTyT IIOBJIUSAThL PEUTUHTOBBIE CUCTEMEI, TaKKe Kak
TripAdvisor u Yelp. He Bce HCTOYHUKHU YyzKOTO BIUSHUSA paBHbl. Cpequ MHOTUX CETMEHTOB MOJIOOEXD,
XKeHIMHL U Kubeprpaxnane (YWN) SBASIIOTCSI CaMBIMHU BIIUSATEILHBIMU. ECIM BIUSTHUE UCXOOUT OT 3TUX
«OPYTUX», TO 9TO YaCTO SBISIETCSA OCHOBHBIM (haKTOPOM IIOKYIIKH.

HecMmotps Ha ycunust 6peHO0B, YIPABISITh U HECMOTPS Ha YCUJINS OPEHAOB, YIPABIATh BIIUSIHUEM
«OpPyrux» ¥ KOHTPOJIUPOBATH €r'0 Pe3yJIbTaT OYeHb CJIOKHO BIUSHUS OPYIUX OUYEHb CJI0ZKHO.
EmuHCTBEHHOE, YTO MOXKeT OpeH[, - 9TO 3aHSAThCSI MAapKETHHTOM coobiiecTB. KoMmaHuu He MOTYT
HampsIMyI0 KOHTPOJIMPOBATh PA3rOBOPH BHYTPU COOOIIECTBA MOKyIaTenel, Ho MOTYT CTJIafUTh OCTPHIE
YITIBEL C TIOMOIIBIO JIOSIJIBHEIX KITUEHTOB.

C mpyro# CTOPOHEI, Ha MOKyIaTe s U3HYTPHU BO3OEHCTBYeT co6cmeeHHoe BIusiHue. ITO pe3yabTaT
MIPOIIIJIOTO OIBITA U B3aUMOJEUCTBUS C HECKOJIBKUMHU OpeHaMu, TUYHBIX CYKIOEeHUN 1 OLleHKU OPeHIoB, U,
HaAKOHEIl, THANBUAYAIbHLIX TPEAIIOYTEHNN HacYeT TOT0 UM WHOTO BEIOPAaHHOTO OpeHa. 3a9acTyio
JINYHEBIE IPEOIoUTeHUs (COOCmBeHHbIlU 8bI60P) MEHSIIOTCSI B CTOPOHY ONIPENesIeHHEIX OPEHIOB C IIOMOIIIBIO
capadanHOro paguo (uyscoe BNUSHUE) U PeKJIaMhbl (BHeW Hee BIusHUe). 5e3ycoBHO, TPU OCHOBHEBIX
WCTOYHUKA BIUSHUS BCErga B3aMMOCBS3aHHL.

YacTo, BHeUHee BIUsSHUE IIEePBEIM OOCTUTAET KIIMEHTOB. Eciiu OpeH[ yCIelllHO HHUIIUUPYET OUAJIOT C
UCTOYHUKOM 8HEWHe20 BIUSHUS, 3a HUM OOBIYHO CJIEiyeT BIUAHUE OpyauX. B KOHeUHOM cueTe, TO, Kak
9TH [IBa UCTOYHUKA BIIUSIHUS B3aMMOJENCTBYIOT MeXOy co0oi, 6ymeT ¢hopMUpPOBaTh cOOCMBEeHHoe
BIUSHUE Y KJINEHTOB.

Kak mpaBuio, Ha 11000r0 OTOETFHO B3SITOT0 KIIMEHTA OOBIYHO BO3OEHCTBYIOT BCE TPHU TUIIA BIIUSTHUN, HO B
pasHHIX Tpomopiuax. HekoToprie mokymnaTenu o61agaioT 60jiee CUIbHBIMY IMYHBIMY IPEATIOYTeHUIMU, U
Ha HUX MaJio BIUSeT pekjaMa WiIu peKoMeHpauuu apyra. OgHY IOKyIlaTeIu B 3HQUUTEIbHOU CTEeIeHN
IMoJIaTalTCs Ha PeKOMEeHOallny APYTHUX, a APyrue BepsaT peknaMme. HecMoTps Ha MHOUBUAYaTbHBIE
pas3nuyusi, HEIHEITHWE TTOKYIIaTeIu B OOMbIIIel CTeTIeHH MoNaraloTCs Ha BIUsSHUE Opyaux, 4eM Ha
cobcmeeHHbIll BEIOOP UK Ha BHEWHee BIUsSHUE II0 IPUYNHAM, KOTOPEIE MBI y2K€e 00CYyOUIH.
HccnenmoBanue, mpoBepmeHHoe KoMmianuel Nielsen B 2015 roay, moka3siBaeT, YTO 83 % OIPOIIEHHEIX B
IeCTUIECATHU CTpaHax II0JjlaraloTCcsa Ha Opy3el U ceMbio KaK Ha CaMblil HafleKHBIN MCTOYHUK «PEKJIaMBbI»,
a 66 % OIIPOIIIEHHBIX YOENSIIOT BHUMaHUE MHEHUSM, OITyOITMKOBAaHHLIM B MHTEPHETE.

Cpernu Bcel NSTUYIEHHON CTPYKTYPHI IOKYyIIaTeIu O0JIbIle BCET0 OTKPHITHI AJIs1 BIUSTHUS HA 3Tamnax



sonpoca u Oelicmeus. Ha atane Bommpoca MOKyIIaTeIu 00paIaioTCs 3a COBETOM H IOTJIOMIAIOT KaK MOXKHO
Oomnbite HHGOPMAIIUK, OIIUPASICh Ha BIUSHUE CO CTOPOHEI OpYy2uX U 8HElWHee BIUsIHUE B OTHOIIIEHUN
KOPOTKOTO TIepeyHsi GPeH/IOB. ITAIl 80NPOCA CIIYXKHUT A MapKeTOJIOTOB OKHOM BO3MOXKHOCTEH, uepes
KOTOPOE MOXKHO yBEJIUUYUTh peiTuHTrY OpeHna. Ha aTane delicmeus co BpeMeHeM HOKynaTelu GOPMUDPYIOT
co6cTBeHHOE BocnpusTre 6peHnoB. [TIoCcKOMbKY X 60Jbille He OECIIOKOUT 8HEeW Hee NaBJIEHNe Ha JaHHOM
JTale MOKYIKH, TOKYIIaTeIX MBICIISIT CBOOONHO. BpeHabl, KOTOphIE IPeaiaraoT 60jiee CUITbHBIH

MOTPeOUTEeNbCKUM OIBIT BO BPeMs ITOTPeOIeHNs U UCIIOIb30BaHUs, OyIyT CAMBIMH MIPEAIIOYUTAEMBIMHU (CM.
puc. 5.4).

YpoBeHb 00CTyKUBaHUS KJIMEHTOB TaKXKe OIpenesisieT KINeHTCKUN nyTh. KIIMeHThl, ToKynaluue y
ompefeneHHOro OpeHga BIepBhie, KakK IIPaBUIIO, IPOXOAST Yepe3 BCIO MATUYJIEHHYIO CTPYKTYPY U CUJIBHO

ToJIaraioTCs Ha 8HeWHee BausiHre. TakuM oO0pa30oM, MHOTHE TTOKYATEIN-HOBUYKHY MTOKYTAIOT TOBAPHI
OpeHMa C caMbIM BEICOKMM YPOBHEM CJIBIIITUMOCTH.

Kak TOJIbKO OHU, II0CJIE HECKOJIBKUX KPYT'OB IIOKYIIOK, CTAHOBSATCSA 6oJiee OIBITHEIMHU, OOJIbIIIE BCETO
I10JIaral0OTCAd Ha BIIMAHHNE CO CTOPOHBI Opyeux, HHOT'Ja IIPOIIyCKas 3Tall npuessiekamesibHoCcmu, H,

BO3MOZKHO, CMEHAIOT 6peH11. CaMble OIBITHBEIE KITUEeHTH OOBIYHO 001agaloT CaMbIM CUJIBHBIM
cobcmeeHHbIM BIUSHUEM.

Korpa oHUM, B KOHIIE KOHIIOB, HaXOOSAT CBOM TI0OMMENITN OpPeH I, MPOIIyCKaioT OOJIBIIMHCTBO 3TAIlOB U3
ISATUYIIEHHOW CTPYKTYPHI ¥ MIPOAO0IXKAIOT UCIIOJIh30BaTh OPEHAHI A0 TEX IIOP, ITI0Ka OHU WX He pPa30odapyiorT.

Teopusi BMUSHUSSBIISIETCS €llle OOHUM WHCTPYMEHTOM, IIOMOTAOIIUM MapKeToJIorTaM ONTHUMU3UPOBATh UX
MapKeTHHTOBBIE yCuJIusi. Korma MapKeTojioraM yoaeTcsl OIPEeNeIuTh BaXKHOCTh 8HEWHE20, UYHC020 U
CcobCmMeeHH020 BIUSHUSI, OHU CIIOCOOHHEI PEIUTh, Ha KAKOM BUE IEeSTEJIbHOCTU CTOUT OCTAHOBUTHCS.
Korpa BHelIHee BIMSHUE BaXKHee, YEM OCTaJIbHBIE, MAPKETOJIOTH MOTYT OOJIBIIIE COCPEAOTOUYNTRCS Ha
MapKeTUHTOBBIX KOMMYHUKaNuUsax. C Opyro¥ CTOPOHEI, KOTZla Yydcoe BIIUSHUE SIBJISIETCSI CAMBIM BaXKHBIM,
MapKeToJIoraM CJIefyeT IoJlaraThCsd Ha MapKETUHTOBYIO JIEeSITEJIbHOCTh coo0mecTBa. A KOrga caMbIM

BaXKHBIM SIBIISIETCSI COOCMBEHHOe BIINAHKWE, MaPKETOJIOTHU OOJI2KHEI YOEJIATh 0OJIbIlIe BITUSTHUS CO3OaHHUIO
KJIMEHTCKOI'O OIIbITa ITOCJIe IMMOKYIIKH.
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PucyHok 5.4.

TeOpUﬂ 8/IUAHUA NO 8CeMy KAUGHMCKOMY nymu



3akKjarodYeHue

OCBeIOM/IEHHOCTD, IPHUBJIEKATE/ILHOCTh, BOIIPOC, MeHCTBHE, aJBOKaIlUsA

B 1indppoBo# 5KOHOMHUKE ITYTh KJIMEHTA OOJIKEH OBITh ITepeoIpenesieH B IATUUYIEHHYIO CTPYKTYPY
(oceedomaeHHOCMb, NnpusaekameibHOCMb, 80Npoc, delicmsue, a08oKAal,usl), KOTOPhle 0TPaxKalT CBA3b
MeXxny KnueHTamu. KoHnennuss Mapketusnra 4.0 B KOHEYHOM CYeTe HalpaBjieHa Ha TO, YTOOHI HAlleJIUTh
KJIMEHTOB Ha MyTh OT Y3HABAaeMOCTU OpeHa [0 ero 3aluTH. [Ipy1 3TOM MapKeTOIOTH HOJIKHBI
KCIIOTb30BATh TPU TJIaBHHIX MCTOYHUKA BIIUSHUS: COOCMBEHHO20 8bl100pA, 8AUSAHUSA OpYy2UX U BHEWHE20
8/UAHUA. ITO TO, UYTO MBI Ha3bIBae€M TEOPUEN BIUAHUS, — II0JIE3HBIA HHCTPYMEHT, KOTOPBIM MOXKET IIOMOYb
MapKeTOoJIoTaM ONTUMU3UPOBATh CBOM MapKETHUHTOBLIE YCUIHUS.

Kak Bam 6peHp onpenenseT U UCIONIb3yeT Hauboiee BaXKHEIE TOYKHM B3aUMONEHCTBUS Ha KIIMEHTCKOM
oyTu?

Kaxk Barm 6usHec yilydiuiaeT pefITI/IHT 6peH11a U OIITUMHU3UPYET MAaPKETHUHI OBblI€ YCUJINA, OLIEHUBAsA TPHU
OCHOBHBEIX MCTOYHHKA BIIUAHUA Ha IIYTHU KIueHTa?



Koagpguuuenm cosepwerus nokynku (PAR) u koagpguuyuenm adeokauuu 6perda (BAR)

Bce MBI Tpr3HaeM BaXXHOCTh Y3HABaeMOCTH OpeHga KaK «BpaT» K IyTH KJIMeHTa. Ho CIIUIITKOM 4acTO MBI
BUOUM, KaK MapKETOJIOTH B PA3JIMYHBIX OTPACIISIX OOPIOTCS 3a MaKCUMAJIbHYI0 Y3HABAaeMOCTb OpeHaa
TOJIBKO [IJISI TOT'0, YTOOBI 3aCTAaBUTh KIIMEHTOB IIOKYIATh ¥ 9TOro OpeHma 1, HaKOHel], 3alluiaTh ero. OHu
TPaTSIT OTPOMHOE KOJIMYEeCTBO IeHeT, YTOOHI CO3[IaTh 9TO PaHHEee MPEeUMYIIeCTBO ITONYISIPHOCTH U
BIIOCJIEICTBUM TIOJIATaThCs HAa «ECTECTBEHHEBIN MMPOTPECC» MOKyNaTesiel Ha CBOeM Ty TH K MMOKynKe 6e3
KaKoro-11060 HeoO0X0gUuMOT 0 BMeIlIaTeIbCTBA.

Y3HaBaeMoCTh OpeHpa OelCTBUTENIFHO BaXKHa, U OpeHI-MeHenKephl 3TO TOHUMAaioT. OHU PeryasipHO
MIPOBOISIT UCCIIEMOBAHMsI, YTOOLI OTCIEXKUBATh, KAK XOPOIIO Ha CAMOM [iefie PHIHOK IIOMHHUT U y3HAeT UX
OpeHpmel. Kak mpaBuMiio, CIOHTAaHHOE BOCIIOMUHAHUE (0COOEHHO KaK IepBOe MPUXOASIee Ha YM) SIBIISTETCS
nenblo. HekoToprle faxe mojaraioT, YTO ciiydaliHas y3HaBaeMOCTh CaMor'o OpeHfa SABIISAETCS XOPOIIUM
ToKa3aTejieM Ha PBIHKE. DTO BEPHO IJIsT HEKOTOPHIX OTPACiel, Tae XapakKTepHa HU3Kas BOBJIEUEHHOCTh
KJINEHTOB ¥ KOPOTKUM IIUKJI IOKYIIKYA TOBApPOB (HAIPUMED, C OTIMYAIOMMUMUCS TOJIBKO YIIaKOBKOM
TOoBapaM¥, I'le Y3HaBaeMOCTh caMa I1o cebe SIBNIsIeTCS IIOBONOM IS MOKYIKY). Ho B oTpacnisx ¢ BEICOKOM
BOBJIEUEHHOCTHIO KJIMEHTOB U QJIMHHLIM ITUKJIOM IMOKYIIKM TOBApPOB, Y3HABAEMOCTH - 3TO TOJILKO Havaso.

MeHeJI}Kepr II0 06CHy}KI/IBaHI/IIO OTCJIE2KMBAIOT YOOBJIETBOPEHHOCTDH U JIOAJIBHOCTE KJIMEHTOB. Bonsbioe
KOJINYECTBO BOCXUIITEHHBIX HOKynaTeneﬁ OTpaxKaeTCsqa B BBICOKOM HMHIOEKCE JIOAJIBHOCTH. Cama 110 cebe
JIOSIBHOCTH OBIJIA TEpeoIIpeiefieHa Kak TOTOBHOCTh KJIMEHTOB PEKOMEHI0BATh ONPEeNeIeHHEIN OpeH .
TakuMm o6pa30M, OCHOBHOI I1eJIbI0 3meCh OyIeT - 3aBliafieTh O0JIbIINM KOJIUYeCTBOM IIOKyIIaTemnel,
KOTOPBIE XOTSAT 3alllUIIaTh CBOM OPEeHAbI, TO €CTh UMETh 00! Nbliryio 6peH/I-agBoKallNIo, YeM Y OAPYTHUX.

OmHako Takue IMoKal3aTelu, Kak y3HaBaeMOCTh U afBOKallusi, 0071agaioT PSIIOM HEZOCTATKOB; OHU 0O0JIbIIE
OPMEHTUPOBAHLI Ha PE3Y/IbTAT, YEM Ha MIPOLIECC AOCTUKEHUS IIeJi. ITU ITOKa3aTeNlHy IOJIe3HbI I
OTCIIeKUBAHUSA ITporpecca OpeHma U U3MepPeHus TPOU3BOIUTEILHOCTH OpeHIa, a TaKKe KOMaH/IbI
obcmyxkuBaHus. Ho OpeHO-MeHeaKephl U MeHeIKePhl 10 00CTyKMUBAHUIO YaCcTO CTAJIKUBAIOTCS C
TPYOHOCTSIMU, He ITIOHMMAasl, T0YeMy IIOKa3aTeJIl PacTyT UJIM ITafaloT B JTI060M yYHTEHIBAEMOM KBapTae.
CnemoBaTesibHO, U3MEHEHUS Pe3yIbTAaTOB HE KOHTPOIHUPYIOTCS JIFOORIMU U3 MapPKETUHTOBBIX
MEPOIIPUATHUH.

Bornee Toro, OpeHa-MeHenkepaM U MeHeXKepaM I10 o0CITyKUBAHUIO He 0053aTeNIbHO 00IaThCSA APYT C
OpyroM, Korfa meJio KacaeTcs IIPOBeeHUs U aHanu3a COOCTBEHHEIX UcclenoBanuii. M3-3a maHHOU
OpraHU3alMOHHOM Pa3PO3HEHHOCTH KOMIIAHUY 3a49acTyI0 He BUAAT KaKON-Tn00 B3aUMOCBA3U MEXIY
Y3HaBaeMOCTbhIO M afgBoKaruel. OHM yIIyCKalOT IIPOCTOE, HO 0YeHb BaXKHOe 3HaHUE, KakK IIPEeBPAaTUTh
JTIIOfel, YMEeIOnX Y3HaTh CBOM OPEeHIH Ha PHIHKE B ITOKyMATeIed U JaXKe JIOSJTbHBIX 3alllUTHUKOB.

MAPKETOJIOI'AM HEOBXOJIHWMO EIIE BOJIBIIE UCITIOJIb30BATH CHUJIY
YEJIOBEKOHOEHTPUCTCKOI'O MAPKETHUHTA.



IIpegcraBienue PAR u BAR

s pemenus npo6ieM, CBA3aHHBIX C TEKYIIUMHU [T0KA3aTeIsIMHU, CJIeIyeT BBECTU HOBYIO CUCTEMY
Toka3zaTejieli. B COOTBETCTBUU C MSATUYJIIEHHON CTPYKTYPOM [ABa MOKAa3aTeJsIsl IOOOUAYT AJIsi U3MEPEHUSs:
KoappuuueHm cosepweHus nokynku (aHrin. purchase action ratio - PAR) u koagpdpuyuenm adsoxkauyuu
6penda (auri. brand advocacy ratio - BAR). Koaddunuent PAR usaMepsieT, Kak KOMIaHUN IPeodpa3yioT
y3HaBaeMOCTh OpeHfia B MOKynKy. BAR u3MepsieT, Kak XOPOIII0 KOMIIaHUU «IIPEBPAIIAl0T» Y3HABAEMOCTh
OpeHpma B agBokaruio. CoOCTBEHHO, MBI OTCJIEXKMBaeM YUCJIO IOKyIlaTesiel, KOTOPhIe IIEPEX0IsAT OT dTara
ocegedomaeHHocmu (1) K sTany delicmsus (4), a 3aTeM K 3Tany adgokayuu (5).

IomycTuM, Ha PHIHKE, TOe HaceneHue HacuuThiBaeT 100 yenoBek, okoyio 90 yenoBeK BCIIOMHSAT O OpeHme
X; u3 atux 90 4enoBeK TONMBKO 18 UeIoBEK B KOHEUYHOM UTOTE KyISIT TOBaphl 3TOTO OpeHaa, U BCETo JIUITh
9 yestoBeK MOOPOBOIIBHO MOPEKOMEHIVIOT 3TOT OpeHn. CiemoBaTebHO, KO3 DUIIMEHT COBEPIIEHUST
nokynku ajsi Operaa X paBHsietcs 18/90, unu 0,2, a koadhdunueHT agBokauuu 6perga 6ynet paBeH 9/90,
unu 0,1. Ha mepBuIit B3ryIsan OpeHn X BRITISOUT MHOTO00EIAIIUM, ITOCKOIBKY YHCJIO Y3HAaBaeMOCTH
Openpma pasHo 0,9, HO Ha caMOM [eJjle BCe MOBOJILHO IIJIOX0. DTOT OpeH[ He criocobeH mpeobpa3oBaThk 80 %
BBICOKOT'O YPOBHSI CBOEM Y3HaBa€MOCTH B IIpomaku (cM. puc. 6.1).

ITpumep. U3 HaceneHuAa, Hacuumvigaouw,e20o 100 yesnosek Ha pvlHKe, 0K0o10 90 yes08eK 8CNOMHAM O
bpeHOe A, uz amux 90 4esnosek moavKo 18 yesnosek kynsam moeapsl 3moao bpeHOa. Koagpduuuenm
cogepweHus nokynku (PAR) 015 6peHda A pasHsemcs 18/90, uau 0,2. Bceeo auwb 9 yenosek
006p080.1bHO NnopekomeHOyrom amom 6peHO. Koagpduyuenm adsokauuu 6peHda (BAR) 6ydem paseH
9/90, uau 0,1.

PAR EAR
(Ko3hd MUMEHT COBED WEHWA NOKY KM {koaddmymeHT apeokayn Gpeqpa)
W3 MERAET TO, HACKONBKD XOPOLLD M3 MEPAET TO, HACKONbLKO XOPO WO
KOMNAaHWH «NPEEPaLlaKTs 3HA WM O HUX nIsgei B Tex, KOMMNaHWW = NPEBPAaLWLIEnT: IHAKRWWX O HIX NoO0ER
KTO COBEPLUBET Y HHX MoKy MKW, B MOANEHBIX 33WNTHUKOE.
PaccuMTLIBAETCA KAK WIACND PaccyMTLIBAETCA KAK YWCMO MNA NPOLEHT Mogei
WK NPOLEHT MIAeii HA PUHKE, Ha PHHKE, KOTODBIE CNIOHTAHHD PEKO MEHIYIOT
KoTopbie npuwodperanT GpeHn GpeHn opy M nogem
Koaddniuess CoBepileHie NOKy KK KosbduuueHt CnoHTaHH#R BABOXaLNA

COBEPIEHNA NOKYTIKW apsokauwm Gperpa

CNOHTAHHAR Y3IHABAEMOCTH CNoHTAHHAR Y3HABAEMOC T

PAcCCUMTHIBAETC A, KK 41ICNC UMK NPOLEHT NIOASH Ha PBIHKE,
KOTOPBIE CIOHTAHHO BCNOMUHAIT TOT MW MHOM Speng,
KOTAa WX CIpawneanT of onpegeneHHo il KATEro pun TOEapos

PucyHok 6.1.

Hosvie nokazameau npodykmusHocmu (PAR u BAR)

9TH OBa NPOCTHIX TOKA3aTeNs MPENCTaBIgI0T CO001 KO3 UITMEHTE, KOTOPEIEe UCIIOIb3YIOTCS
(rHAHCOBEIMU PYKOBOOUTENSIMU IOJIsI M3MEPeHMsI (GUHAHCOBOM CTAOMIIPHOCTH, HAaTPUMED PeHTabeTbHOCTD
kanuTtasna (ROE), koTopas u3MepsieT OTHOLIEHWE YMCTOM NPUOLIIN K COOCTBEHHOMY KallUTally KOMIIaHUH.
ROE noMoraeT akIoOHepaM OTCJIeXKUBaTh «IIPOAYKTUBHOCTb» UX KanuTtana. TouyHo Tak ke PAR u BAR
IIO3BOJISIOT MapKeTOJIOTaM U3MEPUTh IPOLYKTUBHOCTb CBOUX PACXOI0B, 0OCOOEHHO [JISI ITOBBIIIIEHUS
y3HaBaeMoCTH OpeH[a.

Oxa3zeiBaetcs, 4To PAR 1 BAR geiicTBUTENBHO SBASIOTCS JIyUYIIIUMU U3MEPEHUIMU [JIs BO3BpaTa
MapKeTUHTOBEIX uHBecTuiui (ROMI). [17151 OONMBIIMHCTBA OTPACIIed caMble OOIbIINEe MapPKEeTHHT OBLIE
pacxonbl MPUXOASTCS Ha MOBBIIIEHNE Y3HABAEMOCTH C ITIOMOIIIBI0 PeKIaMbl. TakuM 06pa3oM, Mbl MOKEM
paccMaTpuBaTh Y3HAaBaeMOCTh OpeHIa KaK MOCPEeNHUKA /I «MapKeTUHTOBOTO MHBECTUPOBAHU S »

B popmyne ROMI. C opyroii CTOPOHEI, «BO3BpaT» UMeeT OBONCTBEHHOE 3HadeHUe. [lepBoe - 9TO
cosepuweHue NoKynku, KOTOpoe, C TOYKH 3peHns KOMIIaHUY, HallpsMYI0 IepeXoguT B IIpoJaku. Bropoe -
9TO adsoKauus, KOCBEHHO IIPUBOIAIIAA K POCTY IIPOAaXK.



Pa3neinenune PAR u BAR

Ha aToM 11eHHOCTB mOKa3aTesiell He 3aKaH4YuBaeTcsa. Korpa ymaeTcs u3aMepuTh «K03GGUIIUEHT
KOHBEPCHUM», OT Y3HAaBaE€MOCTH [0 aJBOKAITNY, KOMIIAHUYU MOTYT OTBETUTD Ha TJIaBHHLIN BOIIPOC: KaKNe
HeoOXOOMMbEIe MEPHI OHU CIIOCOOHBI ITPUHSATh, YTOOH YBEJTMYUTD YHUCIIO JIOSIIBHEIX agBOKATOB OpeHma?

W cHOBa, mpuBOas B MpuMep (prHAHCOBHIX PYKOBOOHUTENEH, MBI HOIKHE pa3ouTs PAR 1 BAR Ha cocTaBHEIE
snemeHTH. OcHOBEIBasich Ha MeTome DuPont, ROE paccmaTprBaeTcs Kak IPOOYKT, COCTOSIINN U3 TPeX
OCHOBHBIX YaCTEU: NPubbLAbHOCMb (M3MepsieMasi C TOMOIIBIO0 KO3DGUIIMEHTa YUCTOM IPUOHIIH),
appexmusHOCMb UCNO/1b308AHUA dKMuBos (13MepsieMasi C MOMOIIIbI0 Ko3dduirneHTa 060poTa aKTUBOB) U
¢puHaHcosblll pbiyaz (M3MepPsieMbId C ITOMOIIBI0 OTHOIIEHUSI MEXK/Y 3a€MHBIM ¥ COOCTBEHHBIM KaIlUTaJIOM).
[Tpu cpaBHeHuu 6peHOOB OoJiee BricOKasi ROE MoXeT yKa3bBaTh Ha BEICOKYIO IPUOBIIBHOCTD,

93¢ GEeKTUBHOCTD UCIIOIb30BaHMUsI aKTUBOB M (MHAHCOBOTO phiYyara. M3-3a mepBeIX ABYX GaKTOPOB IydInas
ROE neiicTBUTENBbHO SIBNSIETCS BEJIMKOIENHEIM pe3ynbTaToM. Ho myumas ROE u3-3a pruHaHCOBOTO phIYyara
TpebyeT GoJiee TIIATEIBHOT0 U3YyYEHUsI, YTOOHI ONIPENEeINTh, UMEET JIU KOMIIAHUS IIPUEMJIEMEIA YPOBEHD
3a0I2KEHHOCTH.

Pazmenenue PAR 1 BAR MoxeT ctocoOCTBOBATH BRISIBIIEHUIO OXOXKHUX IIOJIE3HBIX 3HaHUM. [Tony4daeTcs,
PAR MOKHO paccuuTaTh, pa3fgenuB 00110 PblHKA Ha Y3HABaeMocmbs bpeHod.

COOTBETCTBEHHO, MapPKETOIOTH MOTYT IPUOIU3UTENBHO OI[€HUTh ITOTEHIIMAIbHOE YBeTUYEeHUEe HOIH
PBIHKA CBOMX OPEHIOB, €CJIM OHU ITOBBICSIT Y3HABAEMOCTh 3THUX OPeHOoB (CM. puc. 6.2).

KoagpduumeHT -
boun Rencrene OCBeOMNEHHOCTD
COBEPLUEHVA MOKYTIKKN = S : :

Obwwmin 06bem pbiHKa O6wwmin obbem pbiHKa

MNokynarenw,

NoKynawwwe ToBapsl Mokynatenu,
6peHpa X 3Hawwme o bpeHge X
ObwKrit 0bbem pbiHKa OB 06beM pbIHKA
= ObwMi obbem poiHKa - Y3HaBaemocTb bpeHna

PucyHok 6.2.

Koappuuuenm cosepwerus nokynku (PAR)

Hampumep, 6peHpg X X04eT IOTPATUTHCS OOJIbIIe, YTOOH YBEIUYHUTEL CBOIO Y3HaBaeMOCTh Ha 1 %.
OCHOBHIBAsICh Ha MIPEABIAYIIEM aHanu3e, OpeHya X 3HaeT 0 TOM, 4TO oueHka ero PAR pagua 0,5. 910
O3HaYaeT, YTO MIOJIOBMHA pacxomoB OpeHma X B mpoilecce (OPMHUPOBAHUS OOJIM PhIHKA TPATUTCS BIYCTYIO.
ITpu nmpaKTUYeCKU PaBHEIX YCIOBUAX OpeHp X MOXKeT pacCYUTHIBAaTh Ha yBelIUYeHUe Noau peliHKa Ha 0,5 %.
XOoThb 3TO ¥ IPUOIU3UTENIbLHAS OIleHKa, OHa IIOMOraeT MapKeToJioraM 0ojiee OTYETINBO IIJIaHUPOBATL CBOU
pacxonsl (cM. puc. 6.3).

MapKeToJIoTH TaKXke OOIXKHBI U3MePSITh KaXKIObH KO3(PHUIIMeHT KOHBEPCHH, OT Y3HAaBAaeMOCTH OO
amBoKaluu OpeHma. Huskui KoapPuIiimeHT KOHBEPCHH, OT 0C800MAeHHOCMU 0 npusiekameibHocmu
OpeHpa, BMUSET Ha Npus/evyeHue TToKynaTesied. 9TO yKa3blBaeT Ha TO, YTO MOKYIATEJIM, KOTOPhIE 3HAIOT O
OpeH[e, He CYUTAIOT ero IIPHUBJIEKATEeIbHEIM. DTO MOXKET OBITh CBSI3aHO C IIJIOXUM IIO3UIIHOHUPOBAHUEM
WY TIJIOXO0M paboToM MapKeTUHTOBBIX KOMMYHHUKAIIHNH. YCTpaHEeHWE 3TUX IPOo6JIeM MOXKET npusecmu
yposeHb npusiedyeHHoCcmu K oTMeTke 1.



PAR=0,5
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MNEHHOCTb Mpusneka- Bonpoc AeicTene AnBokauma
TeNnbHOCTb
Y3HaBaeMoCTb HonA
bpeHpa pbiHKa
+ 1% +0,5%

PucyHokK 6.3.

Yem Ha camom Oesne sisasiemcs PAR

Huskuit KoadduumeHT KOHBEPCUU OT 3Talla NpussiekameibHoCmu OO 3Talla 80Npocd SIBIAETCS IPU3HAKOM
HU3KOH 3auHMepecosaHHocmu KiueHToB. KiimeHTaM HeMHTEePECHO 3aaBaTh BOIIPOCH HacdeT OpeHna u
WCKAaTh OOIMOJIHUTEIbHYIO HH(popMaluio o HeM. OOBIYHO 3TO MPOUCXOAUT M3-3a HECITOCOOHOCTH KOMIIAHUY
moMoTraTh 00CyKOeHMI0 U 00JieryeHnio oOMeHa uHGopMalrel Mexay KinueHTaMu. OQHAKO YPOBEeHb
3auHmepecosaHHocmu OPEeHOOM HUKOTAA He [OJI2KeH OBITh CJIMIIIKOM BEHICOKMM. Korpa mokymaTtenu
CJIWIIIKOM YaCTO 3a[al0TCs BOIIPOCAMM HacdeT OpeHa, 3TO O3HAYaeT, YTO IIOCHUT OpeHa UM HEeIlOHSATEH.
CnuIKoM BEICOKWH ypOBEHb 3aMHTEPECOBAHHOCTH TaKxXKe BHIHYKOaeT OpeHn 061aaTh BEICOKUMU
CIIOCOOHOCTSIMH T10 OOIIIEHUIO C KIIMEeHTaMHU HaANPsAIMYIO (4epe3 cOOCTBEHHbBIE KaHaJIbl CBSI3M) M KOCBEHHO
(uepe3 NOSIILHBIX 3aUTHUKOB). K coXarneHuoo, MapKeTojioraM HUKOIla He yaeTcs KOHTPOJIMPOBAaTh
ucxon obCcyXaeHul ¢ 3aluTHUKaMu. CiieqoBaTenbHO, cpeau KO3GhPHUIIMEeHTOB KOHBEPCHUY TI0 MATUYJIEHHON
CTPYKTYPE YPOB8EeHb 3AUHMEePeco8aAHHOCMU - 3TO eAUHCTBEHHLIN YPOBEHb, KOTOPHIY HE [OJIKEH
npubIMKaThCsI K OTMeTKe 1.

Huzkwuit K0ahGpuiimeHT KOHBEPCUH Ayt OpeHaa OT 3Talla 80Npoca Oo 3Tara delicmeus yKa3blBaeT Ha
HU3KUH YPOBEHB MPUBEPKEHHOCTU CO CTOPOHHI KJIIMEHTA; JIIOOU TOBOPSIT 0 OpeH[ie, HO He IIJIAaHUPYIOT YTO-
60 nokynaTtb. OOBIYHO 3TO O3HAYAET, YTO OPEeH He CMOT Yepe3 CBOM KaHajl ZUCTPpUuOynuu
npeoOpa30BaTh 3aMHTEPECOBAHHOCTH KJIHEHTOB B MOKYNKY. CyIlIeCTByeT MHOXKECTBO HE[OCTAaTKOB
MapKeTHHT0BOro xozxa (4-P - ToBap/yciyra, 1ieHa, MecTopaclojloXeHNe, pekjiaMa), KOTOpEle MOTI'yT
CrI0CcO6CTBOBATh 3TOMY IIPOBAJIy; MOTPOOOBAB B UCIIOIH30BAHUH TOBAP, KITMEHTHl MOTYT OCTAThCS
pa304YapoBaHHBIMH, IleHa MOXKET OBITh CITMIIKOM BBICOKAs, TPOAaBel] HeqOCTaTOYHO yOeMuTeNneH uiu
TOBAp HEOCTYIIEH HA PHIHKE. YCTPaHeHWe 3TUX MPoOIeM MOXKET ITOMOYL OPEHY YBETUYUTL CBOU YPOBEHb
npueepxiceHHocCmu.
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Huzkwuit KoadduimeHT KOHBEPCUH OT 9Tara delicmaus OO dTala 3dwumbsl OpeHia YyKa3kiBaeT Ha HU3KUH
WHIIEKC COOTBETCTBUS; KIIMEHTHI, COBEPIIAS MOKYIKH y ONPeIeeHHOro OpeHaa, He HaCTOIbKO JOBOJIBHEL,
4TOOB PEKOMEHI0BATh €ro APYTruM. Hu3Kuii ypoBeHb KOHBEPCHUM MOXKET OBITH Pe3yJIbTaTOM IIJI0XOT'0
IIOCJIETIPONAXKHOT'0 CePBUCa UJIM HU3KUMHU PabouYnMU XapaKTepUCTUKAaMHU TOBapa. KIIMeHTOB MPUBIEKAIOT
IJISI COBEPINEHUS ITOKYIIKH, HO B KOHEYHOM MTOT€ OHU HEOBOJILHLI JAHHOM MOKYIIKOW. YIy4IlIeHWe OIThITa
KUCIIOIb30BaHUSI ITOBBICUT UHOEKC coomeemcmaus (cM. puc. 6.4).

ITokaszatenu PAR u BAR, pa30uThie Ha COCTaBHbLIE 3JIEMEHTHI, OTPaXaloT IIPOoLiecc, a He TOJILKO caM
pe3ynbTaT. Co3maHue JMOSIbHOCTU KJIIMEHTOB - 3TO OJIMHHBIN CIIMPaIeBUIHBIN IIPOLIECC II0 CO3MaHUI0
MIPUTATATEILHOCTHU ITOSIBIEHUI0 3aNHTEPECOBAHHOCTH, 00ECIIeYeHUIO IIPUBEPKEHHOCTH, W, HAKOHEII,
MMOCTPOEHUIO WHIEeKCa COOTBETCTBUs OpeHAy. B uaeane Kaxmbiii B3aUMOAEHCTBYIOIUYM C OPEHIOM KJIMEeHT
6e33a00THO TPOXOOUT YePe3 BCE ITATBI NATUUIIEHHON CTPYKTYPEHL. [IpyrUMu CJIOBaMU, UEaTbHBIN
moka3aTesib BAR paBeH 1: KaX[ObIfl IOKyHIaTeb, 3HAIONINYM 0 OpeH/ie, B KOHIIE KOHIIOB PEKOMEHAYET 3TOT
O6peHp apyruM. Ho B mefiCTBUTEIFHOCTHA OYEeHb PEOKO MOKHO BCTPETUTDH HUOeanbHLIN MOoKa3aTellb BAR,
paBHbIH 1. Yallle Bcero BHIOLIBAET OMMPEOesIeHHLIN IIPOIIEeHT MOKyHaTelel, KOTOPEHIM Tak U He yIaeTCs
IIPOUTHU 4Yepe3 BCe ITallbl IATUYJIEHHOU CTPYKTYPHI.

Bornee HU3KUY ypoBeHb KOHBEPCUHU Ha JII0O0M 3Talle NSATUYIeHHON CTPYKTYpPhl CBUETEILCTBYET O HEKOEM
3aTpynHeHUU. Kak 1 3aTpyqHEeHUs B IPOU3BOLACTBE, 3aTPYLHEHUE Ha 3TUX dTalax CHUXKaeT
IIPOOYKTUBHOCTE BCET'O KIUEHTCKOro nyTu. OnpeneneHre 3aTpygHEHUSI, KOTOPOE OTPaHNYUBaET
noka3zaTtenu PAR u BAR, mo3BosieT MapKeToIoTaM TOYHO OIpPeIesIuTh IpobieMy, a 3aTEM YCTPAHUTh ee.
Hcnonb3ys 3TOT IPOCTOU IIPOIIECC OUarHOCTUKH, MapKeTOJIOTH TOYHO 3HAIOT, KaK UMEeHHO BMeIIaThCSA Ha
KJIMEHTCKOM IIyTU. BMeCcTO TOTo YTOOH IILITAThCS YIIVUIIUTLCS II0 BCEM HallpaBIeHUSIM, Tellephb
MapKeTOoJIOTH MOTYT CPOKyCHUPOBaTLCI UMEHHO Ha TOM, UTO IeWCTBUTEJIbHO UMeeT 3HadeHue. laMeHeHUe
MTPaBUIILHOM TOYKM CONPHUKOCHOBEHMS YaCTO IIPUBOAUT K IOBHIIIEHUIO IToKa3aTenet PAR 1 BAR, KoTopthie
npubnmKaroTcsa K oTMeTKe 1. Ilenb 3TOro MeponpusiTUs B TOM, YTOOB! YIIYUIIUTEL TPOAYKTUBHOCTD
MapKeTHHTa U n30exkaTh HEHYKHBIX MapKEeTUHTOBHIX 3aTpaT (CM. puc. 6.5).
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VYBenuuenue IIPOOYKTHBHOCTH

OnuH U3 CIOCOO0B 3aI0IyYUTh KaK MOXKHO OOJIBIIE TOSIbHEIX 3AUTHUKOB - 3TO YIYYIIATL Y3HABAEeMOCTh
6peHpma. YeMm Gomnblile JTI0gel BCIOMUHAIOT 0 OpeHe, TeM OOIbIle BEPOSITHOCTb TOTO, YTO OHU OymyT
PEKOMEHI0BaTh ero OpyruM. Ho Takoi Moaxo[ SIBISIETCS JOPOTOCTOSINNM, W 9TO BEIHYKIaeT KOMIIAHUN
GOPOTHCS 3a IMPaBoO COOCTBEHHOTO I'0JI0Ca C ITOMOIIBIO BEICOKKX GIO?KETOB MapKETHHIOBEIX
KOMMyHUuKaIlni. Kak crnemyeT MapKeToJioraM MOBHIIIATh Y3HaBaeMOCTh OpeHa 6e3 3HaYUTETHbHOT O
yBeIWYeHUsI MAapKEeTUHTOBOTO GromxKeTa?

CaMbIM OOMIBIITNUM IIPEeNMYyLUIEeCTBOM CBSAA3HOCTHU Ha KJIIMEHTCKOM IIYTHU ABJIAE€TCA BO3MOXKHOCTE YBEIIMYEHUA
Y3HaBaeMOCTHU 6peHJ:[a nIyTeM MHUIIMUPDOBAHUSA O6CY}KI[6HI/IH cpenu KJIMEHTOB. HOKyrIaTeJ'IB, KOTOpBIfI
PaHbIlle HUYEeTrO He CIBIIIall O 6peH11e, B KOHEYHOM HTOT€e, B X01e 06Cy}KI[eHI/IH, MOZXKET O HEM y3HaThb.

MBI MOTKHBL AyMaTh 00 00CYyKAeHUIX Cpenu KIIMEeHTOB, Kak 0 ¢MHAHCOBOM prruare. B chepe pruHaHCOB
IOOJT SIBJIIETCS TaKuM QMHAHCOBBIM phiyaroM. OH co3maeT yMHOXKAIIUM 3¢pdekT 6e3 yBemudeHus
COGCTBEHHOTO KamnuTaja. B 61aronpusTHEIe BpeMeHa [IOJIT CIIOCOOCTBYET YBETUYEHUIO TOXOMO0B, a B
IIJIOXWe BpeMeHa YBeJIMYHUBaeT YOBITKH. PhIYar moMoraeT KOMIIAHUY YBEIMYUTE TOTEHITHAIbHYI0 OTHAYy OT
CBOMX MHBeCTUIMH. HO KOMITaHUSA CO 3HAYUTENIHFHO OOJIBIIINM JOJITOM, YeM aKIIMOHEPHLIN KaluTal,
cuuTaeTcs, 06magaeT OOBIION MOJiel 3aeMHOT0 KaluTalla ¥ HeceT 3a co00¥ BBICOKKME PUCKHU AedOoiTa.

B undpoByto amoxy o0CyKOeHusT KIUEHTOB (MU Yy coe BIIUsSHUE) S9KBUBAJIEHTHHI «JIOJITY», @ peKjIaMa
(mnu 8Hew Hee BIUSHNUE) SKBUBAJIEHTHA «aKIIMOHEPHOMY KanuTtamy». O0CyXKIOeHusI Cpequ KIUeHTOB
SIBISIOTCS peiyarom. Ilo cyTu, 3TO Hemoporo# crocob MOBHICUTL Y3HABaeMOCTh OpeHpa, ocobo He
HCIIONB3ys peknaMy. Ho 9To HeceT HEKOTOPHIN pucK. OOCYyKOEHUST Cpeau KJINEeHTOB, KaK M3BECTHO,
HeYIIPaBJIIeMbl; KOMIIAHUYM He MOTYT HallPSAMYyI0 KOHTPOJIMPOBATh comepkanue 6ecensl. BraronpusiTHele
00CyXKIOeHus YCUIMBAIOT KanuTan OpeHa, a HeOmaronpusiTHEe UAyT OPeHay TOIbKO BO Bpeq. PedTuHT
OpeH[a MOJTHOCTHIO HAaXOAUTCS B PyKaX KJIMEeHTa. bpeHahl ¢ HenoamenbHOu quddepeHnuanmne,
IIpoIllefIe IPOBEPKY BpeMeHeM, UMeIoT O0JIblile BO3MOXKHOCTEH [IJI BCTYIUIEHUS B 61aronpusiTHeIe
00CyXKIOeHUs.

Co3maHue OUCKycCHUH 0 OpeHIe MeXAy MOKyIaTeNIIMU UMeeT CBOU IIPEeUMYyIecTBa. OTO II03BOJIAEeT
KOMITaHHUSIM COKPATUTh 00hEeM PEKIaMbl U, CIIeI0BaTEIbHO, TIOBEHICUTH CBOIO MapPKETHUHTOBYIO
IPOU3BOOUTENBFHOCTL. HO maxke camble jiydire B MUpPe OpPeHOEl He MOTYT II0JIaraThCs UCKITIOYUTEIFHO Ha
00CyXKIOeHusI Cpeau KIMEeHTOB. BpeMs oT BpeMeHu OpPeH[Ibl JOJIKHEI TPOBOOUTH PEKJIaMHbIE KAMIIAHWUH,
4yTOOB n30€e3KaTh PUCKA MCIOJIb30BaHMUS OOIBIIINX PEIYaros. UM He0OX0OUMO BIIUSTh Ha HAIPaBJIEHHOCTD
OUCKYCCUU U3BHE.

AnbTEepHaATHUBHBLIM IIOXOMIOM K YBEJIMYEHUIO YHCJIa JIOS/ILHBIX 3allIUTHUKOB OpeH[ia SBISETCS yIydllIeHue
noka3atesieil PAR 1 BAR nocpencTBOM yaydIIeHUs KPUTHUECKUX TOYEK COIPUKOCHOBEHUS Ha BCEM
KJIMEHTCKOM IyTH OT 9Tala OCBEJOMIIEHHOCTH OO0 3Tama agBoKamuu. YToOwI ITPeogosieTh KaXkIoe U3
YeThIPeX MOTEHITUAJIbHEIX TIPENITCTBHUH, OOLIYHO BO3HUKAIOIINX B MATUYJIEHHON CTPYKTYpPE,
MapKeToJioraM HeoOXOOuM KOMIIIEKC CTpaTerui U TaKTUK. KaXXoeiii HaOop peleHud HalpaBleH Ha
pa3pelieHre OCHOBHOM IPoOIeMbl, KOTOpPas yoepKuBaeT KIUNEHTOB OT IIepexoa K ClIeAyIoeMy 3Taly.



1. YBe/IMUueHHE NIPUTATATEILHOCTH

Ecnu GoJBITMHCTBO KJIIMEHTOB He CUUTaeT OpeH[ IIpuUBIeKaTeIbHBIM, YUUTHIBAS TO, YTO OHU C HUM
3HAKOMEBI, 3HAUUT, y OpeHa ecTb npobjieMa C MPUTITaTeTbHOCThIO. [JaHHast mpobjieMa MOXKeT
3aKJII0YaThCS B IPOAYKIIUK, KOTOPYIO IIPencTaBisieT OpeH, unu B caMoM OpeHpe. Korga 3asBlieHus
KOMITaHUHU O IIeHHOCTHY IMPOOYKTa He SIBASIOTCS IPUTSATATEeIbHEIMY, HEe TIOMOXKET JaXKke YMHas peKjlaMHas
KaMmaHusi OpeHaa ¥ OTPOMHBIHN OromxkeT. [1710X0e uCIoTHEHE KOMMYHUKAITUM OpeHia MOXKEeT TaKKe
CII0COGCTBOBATh HU3KOM MIPUTATATEILHOCTH, HaXKe eCJId IIeHHOCTHOE MIpedjioKeHne BeJIKO.

Yrto memaeT OpeHO NpUBIEKaTEIbHEIM B Hallle BpeMs? B nu¢poBy0 310Xy, KOTHa MOKYIIaTeI BOBIEYEHE
B TEXHOJIOTUYECKHU 00YCJIOBJIEHHOE B3aUMOeCcTBUEe, OPEeH/IEl, KOTOPHE HalleJIeHbl Ha YeI0BeUYeCKHue
4yBCTBA, CTAHOBSITCSI CAMBIMU NPUTATaTeIbHBIMU. KITMEeHTH Bce Yallle uiyT 6peHObl, OPUEeHTUPOBAHHEBIE
Ha jromei (OpeHObl, KOTOPhIe OJTU3KM YeJIOBEUECKOM CYIIIHOCTU U CIIOCOOHBI B3aMMOIECTBOBATD C
KJIMEeHTOM Ha PaBHBIX).

HekoTopsix moKymaTesield MPUBIEKAOT OPeH b, TPUAePKUBAIONINECS CUILHBIX COITUAIBHBIX U
9KOJIOTUYECKUX [IeHHOCTEeH. DT OpeHOs NPakTUKyoT MapkeTusr 3.0 u o6ecrneduBaioT 61aronpusiTHEE
dakTops! mna nokynarened. Takue 6pennmbr, Kak Body Shop, 3aHmMMal0TCs COLMaTbHO-KYIIBTYPHBIMU
npeob6pa3oBaHusiMu. OHU CIIOCOGCTBYIOT COLMAIBHOM CIIPaBeIMBOCTH BO MHOTHX OTHOIIEHUSX:
paciupeHyre IpaB ¥ BO3MOKHOCTEHN XKEHIIWH, CIIpaBeIjInBasi TOPTOBJIS U pa3HooOpa3ue pabOTHUKOB.
OpHakKo C MOMEHTa CMePTH OCHOBATeIbHUIE! KoMIIaHUU AHUTH Poanuk OpeH HECKOJIBKO YTPATUI CBOIO
«AKTUBHOCTB». YTOOBI BO3POAUTEL OPEH, KOMIIaHUs B CBOM 40-meTHUY 100MIel 3anyCcTuiia KaMIIaHUIO0
«Ob6oramenue 6e3 skcIiUryatanuu». OHa HallpaBjieHa Ha IPUBJIeYeHNEe HEOPOUHAPHEBIX KJINEHTOB, KOTOPHIE
aKTHBHO MOAIEPKUBAIOT MUCCHIO OPeH/ia, a TaKKe Ha KJIUEHTOB, KOTOPHEIM HPaBUTCS MTOKYIIAaTh ¥ TAKOTO
COLMAaIbHO OTBETCTBEHHOI'0 OpeHfa.

Opyrum npumepoM saBnsgeTcsa BRI, KOTOPEIY aKTUBHO 3aHUMAETCS CO3TaHueM IIpennprHUMaTesieil B
HU3IIUX CJI0sIX 00IllecTBa [JIsI COKpalleHus 6emHoCTH. Bynyuu KpynHeliiel B Mupe MUKPOPHUHAHCOBOU
OopraHu3alliel, a TakXKe CaMbIM IPUOLIIbHEIM 6aHKOM HMHmoHe3uu, BRI cepbe3HO OTHOCUTCS K CBOEH
muccuu. HemaBHO OaHK MproOPEsT ¥ 3aIlyCTU/I COOCTBEHHBIN CITyTHUK (IIepBBIM OaHK B MUPE, COEIaBIINHN
3T0), KOTOPHIY IIO3BOJISIET €My JIyullle 0OCITy>KHMBaTh KIIUEHTOB II0 BCeil cTpaHe, 0cOOeHHO OeIHbIX
IpednpUHUMaTeIel U3 OToaleHHBIX perrnoHoB. Timberland - aTo eme ogquH apkuii npuMep. OCHOBaHHBIN
Ha aKTUBHOM 00pase XXMU3HU, OpeHa HegaBHO moobelai IIOCaauTh JeCsTh MUJITHOHOB gepeBbeB (¢ 2001
rofla) ¥ UCII0JIb30BaTh BO30OHOBIIEMbIEe UCTOYHUKHU [JIsI YIOBIETBOPEHUS ITOJIOBUHEI COOCTBEHHBIX
MOTPeOHOCTEN B 9HEPTUH.

KnmeHTOB Takke MOTYT IIPUBIEYb T€ OPEH[IEI, KOTOPHIE SIBASIOTCS 3KCIIEPUMEHTAIBHBIMU U ITPEACTABIISIOT
OIIpeneNieHHbIN 00pa3 XXKU3HU. DTU OPEHOH UMEeIOT HeOObIYHEIE CIIOCOOH BegeHus1 OM3Heca, U IO3TOMY UX
BOCHPUHUMAIOT KaK «KJIaCCHEIe». OHM OKAa3bLIBAIOT BIKUSHUE Ha KJIMEHTOB IPEKPACHBIMU UCTOPUSIMHU O
CBOUX HEOOBIYHEIX MUCCUSX. YTOOHI IIOCTPOUTH CBOM HPOXYKT, cTapTan Casper co3pmasn 1abopaTopuio CHA U
C IIOMOIIILIO CIIEIMAaIbHBIX TPEKEPOB KOHTPOJIMPOBAJI Ka¥YeCTBO CHA Ha PA3IUYHBIX KOHCTPYKIHUSIX.
[ToaTomy B Casper yTBepzKaalT, YTO UX pa3paboTKa - 9TO OHA M3 CaMBIX YOOOHBIX KpOBATeH, Korfaa-nmubo
co3maHHBIX. OH HUCIIONIb3yeT OM3HEC-IPUEeMbI, KOTOPhIE HeXapaKTePHHEI OJI 9TOM oTpaciu. bpeHn mpogaer
OIOUH «HAealbHBIN» BUM MaTpaca, TOJIbKO Pa3HbIX Pa3MepPOB, KOTOPHIM 061afaeT BCEMU TYyUYIITUMU
KadeCcTBaMM [Jid CHA, B TO BpeMs KaK KOHKYPEHTHl IPEeICTaBIISAI0OT MHOXKECTBO BapuaHToB. B Casper
IIpeOyCMOTPeHA Npofaka Yepe3 UHTEPHET, U IIPU OTIIPaBKe OHU CXKUMAIOT MaTpac B YOIOOHYIO OJIs
mocTaBKM 21X 21 %x42-m1101iMOBYI0 KOPOOKY. A erie GpeH TpeajaraeT CTOOHEBHBIM TPOOHBIN EePHO]I,
fecraTHYIO JOCTaBKY M BO3MOXKHOCTB BO3BpaTa. KimneHTH He 60STCS PUCKOB ¥ HeyHmoOCTB, €CITN Y HUX
HEeT BpeMeHHU Ha TO, YTOOHI BEIOPATh ITPaBUIILHYIO MOMIEND U II€PEBE3TH MaTpac. ITO OYEHb yIOoOHO U
0CBOOOKIAeT KJIMEHTOB OT KaKuX-Tu00 mpobiem - 6yAb 9TO OTCYTCTBHE BpeMEHHU Ha BEIOOD HYKHOU
MOMeJIN UJIM JOCTaBKa MaTpaca. OmHakKo Hamonro i Casper COXPaHUT CBOIO IPUTATaTeIbHOCTh, HAM eIre
MIPENCTOUT YBUNETh.

Tesla siBIsieTCsT OPYyruM NpuMepoM OpeHpaa [OJisi HOBCEOHEBHOM XKU3HU, 00J1afaioUM ITNPOKOHN
MIPUBJIEKATEIFHOCTHI0. KITMEHTH rojaMu KOyT CBOEH odepenu, YTOOHI 3al0IydUTh 3J1eKTpoMoOus Tesla.
Bmecte ¢ Umorom MackoMm, mogo6ueiM CTtuBy [xK00Cy, OpeH pacCKa3biBaeT HPUBJIEKAOIINe UCTOPUU 00
aBTOMOOUISIX OYAYIIEero U yCTOMYMBHEIX UCTOYHUKAX SHepruu. bpeHawl, momo6Hbie Tesla, MpegocTaBiIsiIoOT
KJIMeHTaM 1aTGOpPMy OIS CaMOBHRIPazKeHusi. [[J1s1 KIIMeHTOB, Bilafgeomux Tesla, - 3TO M OTJIUYHBIN OTBIT
BOXKOEHUS, U 3asIBJIEHNE O TOM, KEM OHU SIBJISIOTCS.

MHOTUX KIIUEHTOB TaKXKe MOTYT IPUBJIeYb OPEeHIEI, CIIOCOOHEBIE IEPCOHAIN3UPOBATH CBOU TOBAPHL U
YCIyTH Tak, 4TOOBI OHM OTBEYAIN ONpPENe/IeHHbLIM HYXAaM KJIHEeHTOB. MbI JKUBEM B MUPE, B KOTOPOM
cupoc GparMeHTUPOBaH, a PHIHOK SBJISETCSA Pa3HOIIaHOBEIM. [IpocTteiM 06pa3om Burger King Hauanu
TPeH], HallpaBJIeHHLIN Ha WHOUBUAYAIM3alliio, 3allyCTUB CBOI0 KaMIaHMIo «IIycTh OyIoeT mo-BaiiemMy»
B cepenuHe 1970-x romoB.

CHYCTH HOEeCsATHUJIETUs TEHOEeHIUd K UHIUBUOYAJIU3dllUH BCe €eIlle aKTyaJIbHa. K cuacTrio, TeEXHOIOTHH



[I03BOJINIIM OpeHaM KCIIOIb30BaTh MaCCOBYI0 MHAWBUAYyaIN3aluio. BpeHOkl MOT'yT IPUMEHSATh aHAJIUTUKY
OOJBIINX AAHHBIX IOJIS TOT0, YTOOKI TOHSATH ITOBEEHWE U MTPEAIIOUYTEeHUs OTAEIbHOTO ITOKymaTeis. Takum
o06pa3oM, OpPeHOLl MOTYT IPENOCTABUTh KJIMEHTAM TO, Yer0 OHUM XOTST, KOTHa OHU XOTSAT U I'Tle OHU XOTST.
Cepsuc NIKEiD, co3gaunbii kKomnauuei Nike, m03BOJISIONINI NOKYIIATENISAM CIIPOEKTUPOBATH
COOCTBEHHYIO MOJIENTh 00yBU ¥ CIIOPTUBHOM ONEKMOHI, SIBJISIETCS OOQHUM M3 CaMBIX YCIEIIHBIX OPEH/IOB B
0671aCTH MacCcoBOM KaCTOMU3AllUU.

Bpenny oueHb BaxKHO 00JialaTh HENOOOENIbHOM AuddepeHLale, KoTopas IpuagaeT eMy CUIbHYIO
IIPUBIEKATEILHOCTE. YeM cMejsiee, HeoORUHee u 0ojiee Oep3Kou sBiaseTcs nuddepeHIInaIms, TeM
IIpuBJIeKaTelbHee OymeT OpeH .



2. OoTuMHu3anus 3aHHTEepeCOBaHHOCTH

IOxopnx JloysHcTeilH u3 YHuBepcureta Kapaeru - MesjoH gaeT OOHO U3 CaMBIX IPOCTHIX OIIpPeNeleHuM
3aMHTEPEeCOBAaHHOCTU: YYBCTBO JIUIIEHUS, KOTOPOE IIPOUCXOOUT U3-3a NHGOPMAMOHHOI0 IIpobesia MeXay
TEM, 4YTO MBI 3HAEM, U T€M, YTO XOTHUM y3HATh.

HezaBucumo apyr ot mpyra ncuxomnoru 2Kan ITuaxe u [lanusnb bepnaiid oOHapyKUIIH B3aUMOCBS3b
MeX[y YOUBJIEHHEM U NI000NLITCTBOM. [I1ake roBOPUII, YTO IIOOOIILITCTBO COOTBETCTBYET IIePEBEPHYTON
KpuBo# B ¢hopme U; MBI 0COOEHHO 3aMHTEPECOBAHKI TOTTA, KOT[Ia CYIIeCTBYET ONITUMAJIbHEIA YPOBEHD
OTKJIOHEHUS MeXAy TeM, YTO MBI OKUAaeM, U TeM, YTO Ha caMOM IeJie YyBCTByeM. Korgma Mbel HUUEro Uinu
Masio YTO OXKHUIOaeM, Y HaC HeT IPUYUH [JIs JTIIOOOTBITCTBA. A KOT[Ia OKHOaeM CJIMIITKOM MHOTOTO, MBI
CKJIOHHHI U30€eraTh BRISICHEHUS «IIPABOBI» U, CJIIEIOBATEJIBHO, UMEEM HU3KHUU YPOBEHb JTIOOOMBITCTBRA.
BepraiiH Tak>Xe OTMETHUII, YTO, KOTa JIIOOU CTAJIKMBAIOTCS C CIOPIIPU30M, OHU YYyBCTBYIOT BO30OYXKIEeHNE U
IIPOJOJIZKAIOT UCCIIeJlOBAaHNUE.

B MapKeTHHTe JIIOOOIILITCTBO IPOUCXOOUT OT IIPEeNOCTaBIeHU KJIMeHTaM IIPUBIEKAIOIINX 3HAHUN B
HeOOIbIIIOM KOouuyecTBe. TakuM 00pa3oM, Co3maHue 3anHTEePEeCOBAaHHOCTH BKITIOYAET B ce0sI IOOXO0I,
M3BECTHBIM KaK KOHMEeHM-MapkemuHe: KOMIIJIEKC Mep II0 CO3MaHHuI0 U PacClIPOCTPaHeHUI0 KOHTEHTa,
KOTOPBIM UMEET OTHOIIEHNE K XKU3HU KJIUEHTOB, a TaKXKe CUJIbHO aCCOLMUPYETCS C ONPENEJIEHHBIM
OpeHmoM.

B HeKOTOpPHIX ciiy4yasix OpeH[ IIOHATEH U SBJISIETCS €INHCTBEHHON OBUXKYIIEH CUION KOHTeHTa. Hanpumep,
K TakoMy OpeHny MoxkHO oTHecTu General Electric, KoTOpEIN IpenoCcTaBisieT KOHTEHT, BKJIIOYAIOMUN B
cebs HayKy; a Takke 6aHK Chase, o6ecreuynBamOIUil HTEPECHBIM KOHTEHT, CHOKYCUPOBAHHBIN Ha
¢rHaHCOBOM IJTaHUPOBAHUY U 00pa3e KMU3HU Ha UX BebO-calTax.

B gopyrux crny4asx KIWEHTH IIPKU IIPOCMOTPE U MOKUCKE B MHTEPHETE YacTO CTAJIKUBAIOTCS C ONIPEIEeIeHHBEIM
KOHTEHTOM, KOTODHIHM KaXeTCsI UHTePEeCHBIM. [locsie manbHEeNIero n3y4yeHuss KOHTEHTa OHU MOT'YT
00HaApYyXKUTh, YTO ONIPEHEIIEHHBIN OPEeH IBISIETCS OOHUM U3 o0JlagaTesied HHTPUTYIOIMET0 KOHTEHTA U,
HaKOHEIl, OIIeHUTDh KaKON-TO onpeneseHHb Openn. HayuHo-daHTaCcTUUYECKUH TOOKACT, BHITYIIIEHHBIHN
ctynuei Panoply u GE Podcast Theater «The Message» 1 nx oHNnalH-XKypHal «Txchnologist» MOXHO
OTHECTH K JaHHEIM IIpuMepaM. [IpyruM OIPpUMEepPOM SABNIAeTCS XKypHanl Departures, nuirymui o
IIyTelleCcTBUAX U OOPOruxX x060u, Mofe U IMIONUHTE, UCKYCCTBE U Au3ailiHe, 3IUTHHIX BUHAX U aBTOMOOUIIAX,
OTeNndIX U pecTopaHax, YacaxX M YKpallleHHUSX - BCEM TOM, UTO COCTaBIsgeT chepy UHTEPECOB JII0eH,
mocTurimux ycrexa. [Ipu mpocMoTpe BebG-caliTa YUTATENIM YaCTO HATHIKAIOTCS Ha 9KCKJTIO3UBHBIN KOHTEHT,
OOCTYIIHBIM TOJIBKO IJIsT KMTUEeHTOB American Express. Departures, 6ei1 npuobpetes Time Inc. y American
Express B 2013 ropny.

Wpes nysa KOHTEHTa U IIPOLIECC er0 CO3TaHUsd - 3TO TOJILKO IIOJIOBMHA KOHTEHT-MapKeTuHra. OH BKIOUYaeT
B ce0s BBISIBJIEHVE YHUKAJIBHEIX TEM, KOTOPEIE UMEIOT OTHOIIIeHNe KaK K IOTpebuTesnsM, Tak U K OpeHgaM.
KOoHTEeHT MoKeT OBITh IPECTAaBIeH B PA3/IMYHLIX (JOpMaTax - MevaTHBIH (CTaTbu, OQUIIMaTbHEIE
OOKYMEHTH], TeMaTHu4eCKUe NUCCIIeq0BaHus, IPeCC-pennu3kl, KHUTH) U rpadudeckuil (nHporpadmka,
KOMUKCHI, MHTEepaKTHUBHAs rpaduka, UTPH, BUEO U faxKe DUIbMEI).

IIpyras nojoBrHa KOHTEHT-MapKeTHHTa - 9TO paclpefeseHle U pacllupeHne KOHTeHTa. Kak u pekinaMma,
KOHTEHT HOJIZKeH OBITh pa3MellleH B mpaBuiIbHbIXx CMU. CaMbiii mpoCcTO¥ criocob pacupeneneHuss KOHTEHTa
- yepe3 COOCTBEHHBIE MeaKaHa/Tbl KOMIAHUY (K IPUMEDPY, KOPIIOPATUBHEIE CANTHL M aKKQyHTHI B
COLIMaNbHEIX ceTaXx). [Ipyu Hamu4Yuy OOIOIHUTENIFHOTO OI0KeTa albTePHATUBOM! SIBIISIOTCS IIJIaTHEIE
mepnua. [To cyTu, HaTMBHAs pekjlaMa - 9TO PaCIpoCTpaHeHUe KOHTeHTa Yepe3 U3BECTHhIE U3aHus,
3HAKOMEIe U OIK3Kue O yntaresiedl. Korga KOHTEHT I0-HACTOSIEeMY OCOOEHHEBIN, OH MOXKET
CaMOCTOSITEJIbHO PacCIpPOCTPaHITLCS Yepes3 capadaHHoe pafguo U MyO0JIuKalluy B COIIUAJIBHEIX CeTSX. MBI
Ha3bIBaeM 3TO NpUOOPEeTEeHHBIMHU Menua. [J1st 3Toro 6peHgaM HY2KHO aKTUBHO 3aHUMAThCS MapKEeTUHTOM B
coo011ecTBax, a Tak¥Ke B COI[MAJIbHEBIX CETSIX.

MHTEPHET-CBA3HOCTD ITO3BOJIAET ITOKYIIATE/IAM OBIIATHCA U Y3HABATD O
BPEHIAX ITPABY.

YTOoOH M3BJIEYDb U3 JIIOOOIBITCTBA BEITOMY, IOKA KJIMEHTHI UITYT KOHTEHT, XOPOIIIKEe MapKETONOTH [eJIaioT
ero JIerkomocTynHbIM. OH JOJIKEeH OBITh MOCTYITHBIM «[IJIS TIOMCKa» U «IJIT PAaCIPOCTPAaHEHUS »

B COIIMANbHHEIX ceTsax». Google mpexcTaBui KoHIenuio «HynmeBoro momeHnTa uctunel», ZMOT (Zero
Moment of Truth) - saTan nepen NOKynKoii, Ha KOTOPOM IIOKYIIATENIM C HHTEPECOM U3y4aloT U
o6pabaThIBaIOT DOMOTHUTENbHYIO HHPOopMaluoo. OH mogpa3yMeBaeT IIEPBOE B3aUMOOEHCTBUE C OpeHIOM
WU TO, YTO Ha3bIBaeTcs HyneBEIM MOMEHTOM UCTUHHL. ViccienoBaHue, mpoBegeHHoe Google, mokasaso,
YTO «IIOWCK B MHTEPHETE» U «OOIIeHue C APY3bsIMU U CEMBEN» — 9TO OBa TIaBHHIX uCcTOYHMKa ZMOT. B
9TOM COCTOHUT POJIb MapKeTOIOI OB - TapaHTUPOBATh, YTO, KOT'Ta IMOKyHaTenu IpuberaiT K IIOUCKY B
WHTEPHETE WU UHTEPECYIOTCS Y CBOMX OPY3el U ceMbH, OPeHIb HaXOOsTCs 3[eCh U cerdac.



3. YBe/indeHue NPUBEPKEHHOCTH

[TpuBneuyeHre u yoexaeHne KIMEHTOB SBJISIOTCS BaXXKHBIMH IIIaraMU K CO3[IaHUIO JIOSIILHOM afgBOKaIlNU
6penpma. Tem He MeHee paboTa ellle majeka OT 3aBeplIeHusi. MapKeToJjioraM Heo0XoauMo yOeIUuThCsI, YTO
IIOKyIIaTe I B KOHEYHOM MTOTEe YTO-TO KyHOsiT U OyOyT MCIIONb30BaTh ux OpeHn. [IpeacraBeTe cebe
KJIMEeHTa, KOTOPHIM yCIIBIIIal 0 OpeHe 110 TEJIEBU30PY U 3alllell B UHTEPHET, YTOOH MogpoOHee U3YUYUTh
ero. [TokynaTesnp HaKOHEI] yOEauICcs B TOM, YTO IIPABUJILHO BHIOpan OpeH[1, y3HaB 0 HEM MTOTIOAPOOHEE.
Temneppb KIUEHT X0UET KYIUTh TOBAP OT 3TOT0 OpeHOa Yepe3 MHTEPHET, HO Y3HAET, YTO OH AJOCTYIIEH
TOJILKO B Mara3uHe, KOTOPHIM HaXOAUTCS B OTHAJIEHHOM MecTe. KITMeHT MOXKeT PeIIuTh, YTO TOBap He
CTOUT TOTO, YTOOHI TPATUTh BPEMS Ha II0E3OKYy. B 9TOM ciiydyae myTh KIHEHTa Pe3K0 00PLIBAETCH,
IIOCKOJIbKY OpeHAy He yaasioch 00eCnedYuTh MOCTYIIHOCTh CBOUX TOBApoB. TakxkKe MOKyHaTelb MOXKET
PEUIUTh OTIIPABUTHCS B 3TO MECTO U KyIIUThL ToBap. Korma OmeIT, IOJIYy4eHHEIM OT IIOCellleHNUsI Mara3uHa
(u3uueckut ONLIT, IPOLECC TPOAAaXK U ITPOAABIEI) HE COOTBETCTBYIOT 0XKHUOAHUSAM MOKyIIaTeNs,
KJIMEHTCKUM IIyTh TaKKe 00phIBaeTcs. TakuM 00pa3oM, CIIOCOOHOCTb 3aKPENUTh PEIINMOCTh KJIUEeHTa
3aBHCHUT OT HATMYUS CBOOOMHEIX KaHAJIOB ¥ BO3MOXKHOCTHU ITPEOOCTAaBUTh IIEHHBIM OIMEIT.

YBennyeHne IPUBEPKEHHOCTH KJIMEHTA BKITIOYAET B ce651 MHOTOKaHAJIbHBIM MapKETHUHT, KOTOPHIN
obecrieyrBaeT MOKyIaTeNsAM OHIaNWH/0}IalH ONBIT HE3aBUCHUMO OT TOYeK B3auMonencTBus. OH MOXKeT
OTHOCHTHCSI K OTIIBITY KJIMEeHTa B (U3NYECKUX, PealbHEIX Mara3nHax, Ha Be6-caiTe, MOOGUIIBHOM
TIPUJIOKEHUY, KOJI-IIEHTPE WU JIIo00M ApyroM KaHase. Lleb COCTOUT He B TOM, YTOOBI OKPYKUTH
KJINEeHTOB MHOXKECTBOM BapHaHTOB TOUYEK B3aUMOMEMCTBUSA, a B TOM, UTOOL 00eCIIeunTh
0ecnpensiTCTBEHHBIH OMBIT II0 MePe TOT'0, KaK KJIMEHTH IePeX0OsiT C OJHOTO KaHajla CBA3U Ha OPYTOH.
BaxXHO OTMeETHUTH, UTO HAa CaMOM [eJie MOoKynaTeu 6e3pa3TuyHE K KaHajlaM KoMMyHuKauu. OHU He
MBICJISIT TEPMUHAMM KaHajoB, HO XKOYT CTOMKOT0 U OeCIPensaTCTBEHHOTO OIBITa Ha ITYTHU K IIOKYIIKe.

[TocKONIbKY pa3nmuyHble TOYKU B3aMMOOENCTBUS YIIPABISAIOTCS PA3HBIMU JIIOObMU C Pa3HBIM HalluuueM
OIOI2KETHBIX CPEJICTB U IIeIIMHU B OPTaHU3aIuK, CaMOol OOJIBIIION Tpo6ieMo ot obecrnedeHus
0ecnpensiTCTBEHHOTO OIILITA SIBJISIETCS OPraHU3alMoOHHAas Pa300IeHHOCTh, KOTOpasi 0OBIYHO IPUBOIUT K
KOH(}IUKTY B paMKax KaHajla pacupepeneHus. MapkeToJjioraM HeoO0X0OUMO Pa3pPelnTh 3T KOHGIMUKTH U
TIOCTaBUTH ce0sT Ha MECTO KJIMEHTOB. UM HYKHO NIPEACTaBUTh MyTh KJIMEHTa C MCII0JIb30BaHUEM Hauboee
IIOJTHOTO CIleHapus U ONPeNeNiuTh POJIb KaXKAoro KaHasa, YTOOb 3aCTaBUTh KJIMEHTa IIPUHATH Ha cebs
00513aTeIbCTBO 1O MOKYHKe. B TaHHOM ClIydae BMECTO CIIEIIUaJIMCTOB IO PHIHKY (CIenuaIn3npPoBaHHBIX
PBHIHOYHBIX CETMEHTOB) U CIIEIIMAaIUCTOB 110 IIPOAYKTaM (ITpofiaka KOHKPETHBIX TOBAPHBIX KaTETOPUiA)
KaHaJIbl JOJI2KHEL ObITh JOBEPEHE! CIIeaaucTaM 110 aKTUBHOCTH (UI'DAIOIINM OIIpee/IeHHYIO0 POJIb Ha BCeM
myTH KiaueHTa). HecMoTpst Ha TO YTO OHU SIBJISTIOTCS CIIELIMAIMCTaMU B KOHKDPETHOM 06J1acTH, OOBIYHO C
IIOMOIIIBIO JTF000T0 KaHasla MOXKHO YIaYHO 3aBePIIUTh IPOHaXKYy.

OTIUYHBIM ITPUMEPOM 3TOr0 ABNseTCs Macy’s. HeckonbKo neT Ha3zag Macy’s oOHapyzKuJjia CBSI3b MEXKIY
CBOMM UHTEPHET-0M3HEeCOM U TPamUIMOHHBIM OusHecoM. OOUH Oojsiap, IOTPadyeHHBIN Ha ITIOUCKOBYIO
OIITUMU3AIINI0, IIPUBEJI K IIIeCTU AojIylapaM ITOKYIIOK B Mara3uHe. C Tex nop Macy’s HUHTerpupyeT OHJIallH
u odraiH-onepaunu. [TokynaTenu MOryT UCKATh TOBAp C ITIOMOIIBI0 CBOET'0 MOOUIILHOTO TenledoHa U
MIPOBEPUTH €T0 AOCTYIHOCTh B OJIMKAUIMMX Mara3uHax. KIreHTaM IIpefoCcTaBisIeTCs BEIOOP: KYIIUTh TOBAp
npsMo Yepe3 cauT Macy's uiu B 6iiuKalieM Mara3mHe.

Cets Macy’s cTasa KaHAJIOM-aTHOCTUKOM ¥ PABHOAYIITHA K TOMY, KyISIT KJIMEHTH UX TOBAp OHJIAUH WU
otdnaiin. [TokynaTenu 001afaioT BHICOKMM YPOBHEM PUBEPKEHHOCTH OpeHIy, Korfa Y HUX eCThb
BO3MOZKHOCTBH COBEPIIUTH ITOKYIIKY B JIIO0O0M MOMEHT, KOT[a OHU 3TOT0 3aX0TAT. Toproas ceTb Macy’s
ob6bemuHMIA IBa 000CO0TEeHHBIX OI0MKeTa B OOWH MapPKEeTUHTOBBIN OI0KET U, CJIeOBAaTEIbHO, CIIOCOOHA
ONITUMU3UPOBATH PACXOObI C €IUHOM 11eJIbI0 IPEeOOCTaBIEHUST CAaMOT0 JIy4Illero KJIMeHTCKOTO OIMLITa,
KOTOPBIN CTUMYJIUPYET OOJIBIITMHCTBO TPOAAXK.

Emre ogun mpumep - 3To0 Walgreens. C moOBCEMECTHBIM CYIIIECTBOBAaHUEM Ha TeppuTopuu CoeauHEeHHBIX
[ITtatoB Walgreens crioco6Ha OTIpPaBaISATh IEPCOHAIM3UPOBAHHBIE TPEAJIOKEHUS IPSIMO B MOOUJILHEIE
MIPUIIOKEHUST KITMEHTOB, HAXOOSIIUXCcs mo6mu3ocTi. CBOeBpeMeHHOe U aKTyallbHOe MpejioxkKeHune
CIIOCOOCTBYET TOMY, YTOOBI KJTMEHTH HaOpaJiuCh PEIIMMOCTH ITOCETUTD OJIMKANUIINe Mara3uHbl s
COBepIIeHUs NOKYIKU. MoOUIbHOE IPUIOKEHNEe CIIOCOOCTBYET OoJiee 4eM MATH MUJUIMOHAM IIOCEIeHu B
HEJeJIIo, a JII0OY, UCIOIb3YIOUINe TaKOe IPUI0KEHNEe, B KOHEUHOM UTOTEe TPATAT B IIECTh pa3 60JIblle,
4eM CpeOHECTAaTUCTUUYECKUHN MOKYIIaTelh.



4. YBen1udeHHE HHIEKCAa COOTBETCTBHUSA

MapKeToJIoTH B HOJTOCPOYHOM MEPCIEKTUBE PACCMATPHUBAIOT 3aBEPIIEHNE COENIKH 10 TPoJaxKe Kak
Ha4aJllo MOTeHITHabHEIX, 00Jiee BRITOMHEIX MMPEeIoXKeHuH. TakKe 3TO IBASETCS KIIF0UeBEIM MOMEHTOM
WCTHUHBI B IOCTPOEHUM afiBOKALMH. 7151 GOIbIIMHCTBA KIIMEHTOB OIIBIT, IOJIYYeHHBIN TTOCIIE COBEPIIEHUS
MIOKYTIKY, BKJIIOYAIOUIUY B ce6si UCII0Ih30BaHNUeE U IIOCTIENPOofakHoe 06CIyKiUBaHKe, YaCTO 3aK/II0YaeTCs B
OIleHKEe TOT0, COOTBETCTBYeT N (haKTHuuecKas IIPOU3BOOUTENIFHOCTE TOBapa UM YCIYTH MPEeanpoiakKHbBIM
3asIBIIEHUSIM, COEJIaHHBIM MapKeTonoraMu. Korga GakTudecKuil ONBIT COOTBETCTBYET HUJIHN HaxkKe
IIPEBOCXOMUT OXKUIAHUS, IOKYIAaTeNX OYOyT MOBLIINIATE CBOM UHIEKC COOTBETCTBUS UJTK CTAHYT
JIOSITPHBIMY 3alIMTHUKaMU 6peHa. CliemoBaTeTbHO, MapPKETOIOTH MOTYT 3alOIy4YuTh TOXU3HEHHYIO U
IIAPTHEPCKYIO LIEHHOCTh OT IOKyTaTene.

YTOOH! yIy4YMNUTh OIBIT IIOCJIE COBEPIIEHUS ITIOKYIIKK, MapKeToJIoTaM CJIefyeT PacIIuPUTh TOYKU
B3aUMOMENCTBUS U MMO3BOJIUTH OOJIbIIIE KOMMYHHUIIUPOBAHUS C KIIMEHTOM, 4yeM 00bI9HO. K cTaHmapTHOMY
YIOOBJIETBOPEHUIO OT TOBAPOB U YCJIYT U OMBITY OT 00OCIIy>KMBaHUSI MapPKETOJIOTH MOT'YyT HOOaBUTh
IIporpaMMy I10 BOBJI€YE€HMIO KIIUEHTOB.

[TockonbKy OpeHAbl HalleJIeHbl Ha Yell0oBeuecKoe B3auMoieliCTBUe, BOBJIEYEHHOCTDb KJIIMEHTOB
OEeUCTBUTENBHO CTAHOBUTCS BaXKHBIM 3JIEMEHTOM. JTO JiIoMaeT Gapbephl MeKAy KOMIAHUSIMU U
MIOKYTATEJISIMU ¥ IO3BOJIAET UM OOIIAThCS Ha OPYKECKOM YpOBHe. B 1iudpoByio 311oxy MapKeTojIoraM
HY2KHO OIIpPefieNTuTh OajaHC MeX/y COCPEOTOYEHHBIM Ha JKeJJaHUuU KIUEeHTa U BEICOKOTEXHOJIOTUYHBIM
B3aUMOMAENCTBUEM B 3aBUCUMOCTHU OT XapPaKTEPUCTUK CBOUX KIMEHTOB. Ha BEIOOD MOCTYIIEH IITUPOKUH
CIIeKTD ajbTePHATUBHLIX B3aUMOIENCTBUM, BKIII0Yas pa3/IMYHbIe TUIILI CBA3U IIPU 00CITyKUBaHUU
KJINEHTOB, B3aUMOJEHUCTBUS B COIMAILHEIX CETSIX U TeUMUDUKAIIHIO.

Komnanus Ritz-Carlton nmeeT U3BECTHYIO penyTalldio UCIIOIb30BaHUS YeJI0BedeCcKoro dhakTopa A
BOBJIeYEHHUS CBOUX KNMMEHTOB. CeTh OTejlel U3BeCTHA TeM, UTO II03BOJIIET CBOUM COTPYOHUKAM OOCTaBIISATh
YOUBUTEJIbHOE HacCaXkKaeHNWe I'OCTSIM. B KauecTBe ITpuMepa pacCcKaxkeM O ciy4dae, Korfaa pe0eHOK IToTepsI
UTPYIIEYHOTO Xupada Bo BpeMs MpeOrBaHus B oTesie. Pogutenu OBIIM BEIHY2KAEHHI CONITaTh PeOeHKYy,
00BSICHUB, UTO XKHupad OTIIPaBUICSA oTObIXaTh. B Ritz-Carlton momnu Ha MHOTOE, YTOOH HOOTBEPOUTDH 3Ty
HCTOPUIO, ¥ OTIIPaBUIN (POTOIOATBEPXKIOEHUS, Ha KOTOPHIX XKUpad OTOHIXAeT B OTeJIE.

HMHTepHeT-Mara3uH o0yBU Zappos, HallpuMep, XOPOIII0 U3BECTEeH BOBIIEYEHHOCTHIO CBOETO KOJI-IIeHTpPa.
XKeHirHa, KOTopas 30 BCeX CHUII IEITajlach HalTH 06yBb [IJIsT CBOMX OONLHEIX HOT, 3aKa3ajla MecTh mmap
00yBU OT Zappos, U3BECTHHIX 0eCIIJIaTHON BO3MOXKHOCTLIO BO3BpaTa. IIoKyllaTeIbHUIIA Pelllnila OCTaBUTh
cebe mBe maphl 06YBH, @ OCTalIbHEIE BEPHYTh. IToce mpyKeno0Horo TeneGpoHHOr0 pasroBopa
MIPeCTaBUTENh Zappos OTIIPABHUII MOKYIIaTeIbHUIIE ITBETHI, TTPOCTO YTOOH XKEHIIWHA TTOHIa, YTO el
COYYBCTBYIOT.

CompanbHBIE CETU TAKXKe SABIAIOTCSA OTJIMYHBEIM WHCTPYMEHTOM [JIs1 BOBJIEUEHUS IIOKyIIaTeeu.
HccnenoBanue, npoBenenHoe Pununarom, Candeii, AporconoM, HuctpomoMm u KosHOM, BEISIBUIIO IPUUYUHY,
110 KOTOPOU COIIMAaJbHEIE CEeTH CTaJIX TaK IONYJISAPHEL. JDTO MCClefoBaHue TOKa3kIBaeT, YTO OJid JIIomen
HEeIIOCPEeNCTBEHHOE MUYHOE 00IIeHre TpebyeT O0JIblle 3MOLIMOHATBbHOM BOBIEYEHHOCTH, HEXKEeIU 00IlleH1e
YeJioBeKa C KOMITbIOTePOM. TakuM o6pa3oM, 0OIIeHNE C TOMOIIbI0 MTHOBEHHBIX COOOIIEHUM U CPELICTB
COIMaNbHEIX CeTeM cTano Ajs jronei 6oee nerkuM. Korma mokymnaTenu XOTSAT n30exkaTh 9MOIMOHAIBHO-
M3MaTHIBAIOIIEr0 B3aMMONENCTBUSA (HalpuMep, IIPHU IIofade XKajloOkl Ha I1JI0X0e 00CITyKMBaHUE), OHU
4acTo MPefnoYmnTaloT 3JIEKTPOHHBIN BapuaHT. Onpoc, coenaHHb J. D. Power, moka3zarn, 4To 67 %
nokynatesnei u3 CIIIA ucnoib30BanIy COUAIbHEIE CETH KOMIIAHUY B II€JIsIX 00CITyKUBaHU .

E1e ogHUM ITOOX0OOM K CO3[IaHUIO BOBJIEYEHHOCTH, KOTOPAas NPUsTHA OIS ITOKyIIaTelel, sIBJISeTCs
eelimugpukayus, KoTopasi 3aKJII0YaeTCs B UCIIOIb30BAaHUHM UTPOBBIX ITPHUEMOB [IJI YBEJIUYEHUS
B3auMOAeNCcTBUs ¢ OpeHmoM. ITOCKOJIBKY UTPHI - 3TO BECEJIO, 3aXBATHIBAIOIIE ¥ HEYTO COPEBHOBATEIBHOE,
OHU HaMEepPEHHO ITOOUIPSIOT OIIPEeIeNIeHHOe ITOBEeHNE KIIMEHTOB.

ITporpamma Starbucks Rewards - 3To c11oco6 mOCTPOUTH CUIbHOE B3aUMOOEHUCTBUE C KIIMEHTAMHU IJIS
Operpna cetu kodpeeH. OHa Bo3HArpaXKaaeT KJIMEHTOB 3a JII000H IJIaTek Pa3sHbIMU YPOBHSIMHU U 3TallaMy,
KaX[Ibli M3 KOTOPHIX HATIOHEH Pa3TUYHBIMU O0OHYCaMH ¥ MTPEeUMYyIlecTBaMu. LIenb COCTOUT B TOM, YTOOBI
MOTHBUPOBAThH HOKYNATENIEH YBEIUYUTD MOKYIIKY U YIIYYLUIUTL CBOM CTATyC.

Walgreens TakKe BOBJIeKaeT ITOKyIaTesiel B reiimudukanuto. [Ipunoxenue Walgreens, uuTerpupyemoe c
TPEKepoOM aKTHUBHOCTH, HarpaxKaaeT KJIMEeHTOB, KOTOphle 3aHUMAIOTCS (GU3NUYECKUMU YIIPaKHEeHUSIMY,
HaImpuMep Iporyjakamu, 6erom, unu e3mod Ha Benocunene. OCBC Bank BmecTte ¢ Play Moolah yuaT mete
NIpUHUMAaTh YMHBIEe GUHAHCOBEIE PELIeHUs C UCII0Ib30BaHueM urp. Ms-3a reiiMmudukanuu netu
HEOCO3HAHHO M3y4aloT, YTO KaXaoe COelaHHOe UMHU pellleHNue NMeeT CBOU IIOCIIENCTBHUA.



3akKjarodYeHue

KoaddpuumeHT cCoBepIIeHHsI MOKYIIKH H K03(hPHUIITUEeHT agBoOKalluu OpeHaa

B cooTBeTCTBUU C IATHUYIEHHON CTPYKTYPOH KJIMEHTCKOI'0 IyTH MBI BBE/IU PSII HOBHIX ITOKa3aTeJeH.
KoadduimenT coBepuierust mokynku (PAR) u koaddunmenT agsokauuu 6perga (BAR), KoTopsie MOTYT
JIy4llle OIIeHUTDb, HACKOJIBKO 3¢ (PeKTHBHL MapKETOJIOTH B IIPOOBUKEHUY KIIMEHTOB OT 3Tama
oceedoMaeHHOCMU K OeUCTBUIO U HaKOHell K adsokauuu. ITo cytu, PAR 1 BAR 1103BOISIIOT MapKeTooram
U3MepPATh NIPOOYKTUBHOCTb CBOEH MapKEeTUHTOBOU AesITeIbHOCTH.

KakuMm o6pa3om Balll 6U3HEC MOXKET IPUMEHUTH HOBBIe moKa3aTenu PAR u BAR mns uaMmepenus
MapKETHUHTOBOU MPOAYKTUBHOCTHU?

Kak Barm 6u3HeC cnoco0eH MHUITMNPOBATL OIarOMpPUsITHOE 00CYyXKOeHNe CPpeay KIIMEeHTOB, YTOOBI ITOBEICUTD
0CBeIOMJIEHHOCTh 6€3 3HaYUTeIbHOT0 YBEJINYEHUST MapKEeTUHTOBOT0 GlomxkeTa?



KaHanvl ceasu, 6peHd, npodasicu, u ynpasieHue ycayaamu

YT0oOBI ITIOHATH PE3YILTAT AENCTBUS PHIHOYHBIX CUJI, HEOOXOAUMO BOCIIOIb30BATHCS KOHIIEIIIUEHN
KJIMeHTCKoro nytu. OHa IEMOHCTPUPYET, KaK IOKYIaTe b IBUKETCS OT HYJIEBLIX 3HAHUU O TOBape MJn
yCIIyTe K BBICOKOM OCBEIOMJIEHHOCTH, 3aUHTEPECOBAHHOCTH, ITIOKYIIKE, IIOBTOPHOM ITOKYIIKE U Jaxe K
KCIOJIb30BAHHUIO capadaHHOT0 Pajauo.

B pearnbHOI XKU3HU KIUEHTCKUH IIyTh - OYeHb CJIOXKHBIN U HEOTHOPOOHEIN U BKIII0YaeT B cebs
pa3HooOpa3Hbie KOMOMHALMY M3 TPAOUIMOHHBIX U ITU(GPOBLIX CPEACTB PEKIaMbl. PEIHOK, Ha KOTOPOM
paboTaoT OpeHAbl, BIUSET Ha CII0XKHOCTh KITMEHTCKOro IyTu. OTpacib C HU3KUM YPOBHEM PUCKA IMOKYIIKYU
(0OBIYHO W3-3a HU3KOM IIeHBl ¥ BEICOKOM YaCTOTHI ITOKYIIOK) OOBIYHO MMeeT 60jiee IPOCTOM U KOPOTKUH
KJIMEHTCKUY nyTh. C APYTO¥M CTOPOHBI, OTPAC/b C BEICOKMM PUCKOM ITOKYHIKH, KaK ITPaBuio, o0magaeT
BBICOKOM BOBJIEYEHHOCTHIO KJIMEHTOB U, CJIeJOBaTe/IbHO, 60jlee CIIOKHBIM U OJIUHHBIM KJIIMEHTCKUM IIyTEM.
Bornee Toro, ogHa U Ta 3Xe 0TpaciIb 4acTo AeMOHCTPUPYET pa3NuyHble MOIeIU KINEeHTCKOI 0O IIyTH Ha
pas3HbIX reorpaduIeCcKux PHIHKAX.

[axke B OMHOM ¥ TOM K€ OTPACIIH M B OOHOM U TOM XKe reorpadudecKod 06/1acTyu pa3Hble OpeHIsl MOTYT
OEeMOHCTPUPOBATh COBEPIIEHHO Pa3/IMYHbIe MOAEIU KIIMEeHTCKOro nyTu. KpymHele 6peHanl, Kak IIPaBuIio,
UMeIOT OOJIbIIlE TOYEK COTIPUKOCHOBEHHS, KOTOPHIE MMO3BOJISIOT KJIMEHTAM MOIy4YUTh 60Jiee MUPOKUM
CIIEKTD BO3MOIKHOCTEH [JIsi B3auMmomencTusi. Hebombirre 6peHas 00bIYHO 06nagaoT 6onee ri1yOoKuM
IOBEepHEeM U OTPAaHUYEHHBIM KOJIHMYECTBOM TOYEK B3aMMOEHCTBHS. XapaKTEePHUCTHKH KaTeropui
noTpebuTenel, C KOTOPLIMU B3aUMONENCTBYIOT OPEH/IH, U PEIIEHNE O HO3UIMOHUPOBAHNY OpeHIa TakkKe
CITIOCOOCTBYIOT 9TOM HEOOHOPOTHOCTH.

HMMeHHO II09TOMY MEI YIIPOIIaeM pa3IudYHble BO3MOXKHOCTH [IJIsI KJIMEHTCKOTO MyTH B OOIIYI0 KOHIIEIIIHIO
MSATUYIEHHOW CTPYKTYPHI, KOTOpas MpUMeHuMa KO BceM oTpaciisiM. C MOMOIIIbIO MaHHOM 0011ei
KOHIIETIIINYA MBI CIIOCOOHHI ITOJIYYUTh MOMAEIb, KOTOPAs OMpeneiseT HECKOJIPKO OCHOBHBIX OTPACJIEBBIX
apxXeTUNoB. I'paHUIIEl MEeXKOY OTPACIISIMU Pa3MBIBAIOTCSI, 0COOEHHO B 3II0XY TEXHOJIOTMYEeCKOH
KOHBEPTEeHIIUYU U MTPOPLIBHLIX WHHOBALMH. VICIIOIB3y S MATUYIEHHYIO CTPYKTYPY, MBI MOXKEM y3HaTh, Kak
OpyrHe OTPaCiIH CIIPABIIAIOTCS CO CBOMMU IIpobGieMaMu. KpoMe TOro, Mbl MOXKEM IIOJIYYUTH
IIpefcTaBjieHue O TOM, KaK BHIUTPATh B ONPEeeIeHHOM OTpaciii, CPaBHUB CTaTUCTUKY K03dhduiimeHTa
amBokanuu OpeHma (BAR).



quLIpe TI'JIaBHBIX OTPacC/ieBbIX apXeTHIla

Busyanuzanus K03GGUIINEeHTOB KOHBEPCUHU (IIPUTATATEIFHOCTD, 3aUHTEPECOBAHHOCTD, IIPUBEPIKEHHOCTH
U UHOEKC COOTBeTCTBI/IH) C IIOMOIIIBIO OATUYICHHOHT CTPYKTYDPEI IIOMOTAa€T PACKPLBITE Ba2KHBIE UJEU B
OTpAacCJIEBHIX XapaKTepUCTUKax. MBI HalllJI 4YE€THIPE OCHOBHBLIE MOJEJN, CYILIECTBYIOIINE B PA3HBIX
OTpacisax: «ABepHas pydKa», «30710Tasi peibKa», «Tpyba», ¥ «BOpPOHKa». Kaxast Mogenb IpenCcTaBiIsieT
co00i OTHOEJTBPHEINA OTPACIeBOM apXeTUIl, KOTOPOMY IIPUCYIIM OlpefeeHHass MOJesh TOBEeIEHNUST KITUEeHTa U
pa3nuyHb Habop 3amay (cMm. puc. 7.1).
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Bpengos ONLTOM

PucyHok 7.1.

ConocmasaeHue ompdacsesbsblx apxemunos



Mogens 1. [IBepHasa py4yka

ITepBoi1 u caMO T'JIaBHOU MOJEJNBIO SBJIIETCS OBepHas py4dka. CaMbIM BaXXHBIM OTJINYHEM OBEPHOU PYYKHU
SIBJISIETCS BBICOKAS IMPUBEPKEHHOCTh, HECMOTPS Ha HU3KWUM YPOBEHb 3aUHTEPECOBAHHOCTU. XOPOIIIO
M3BECTHAS OTPACIIb, MCIOJIb3YIONIasi KJIMEHTCKUM ITyTh B HOpPMe OIBEPHOM PYYKH, - 9TO TOBAP
noBcenHeBHOTO crupoca (CPG).

OcHOBBIBasiCh Ha U300pakeHUM OBEPHOM PYyYKHU, IOKYIATEIN He TPATAT BPEMS Ha U3y4YEHUE U OLEHKY
BapuaHTOB. IIOCKONBKY IleHa OTHOCUTEIbHO HU3Kasl, MOKYIaTeNlu He CUNTAI0T HYXKHEIM Y3HAaBaTh OOJIBIIE
0 OpeHOax-KOHKypeHTax. KpoMe Toro, 00BYHO OHM YaCTO COBEPIIAIOT MOKYIIKY, U OHU A/ HUX MTPUBBIYHHI.
TakuM 06pa3oM, KIIMEeHTH yKe UMEIOT OXKUIaHUs U IPeAIoYTeHus HacueT OnpeeieHHbIX OPeHI0B,
OCHOBBIBASICh Ha IIPOIIITIOM OITHITE.

TunvyHast KaTeropus OBEPHOU PYYKM TAaKXKe CHITbHO ()parMeHTHPOBaHa OOJIBIITUM KOJIMYECTBOM OPEHMOB,
KOHKYPUPYIOIIUX 3a MUJIJTMOHEI ITOKynaTesel. M3-3a SMOIMOHAILHOCTY B IPUHSATUYM PEUIEHUS O IIOKYIIKE
OpeH/bl M3 OTHOM M TOM Ke KaTEerOpPUM MOTYT 3aHMMAaTh Pa3/IMYHOE T10JI0KEeHNEe B CO3HAHUYU KJIIUEHTOB,
HECMOTPSI Ha CXOXKHWe XapaKTEePUCTHUKM TOBAPOB.

3avacTyio u3-3a OTHOCUTEJIbHO HU3KUX I[€H ¥ 3aMaHYUBBIX aKI[UH ITOKYIIKY OBIBAIOT MOMEHTATLHEIMU U
UMITyIbCUBHEIMU. [103TOMY KOHKYpHpYIOIire OpeHIb YacTO TPATSAT OTPOMHOE KOJIMYEeCTBO NeHEXKHBIX
CpencCTB, YTOOHI IIPUBJIEYh KJIMEHTOB Ha CBOIO CTOPOHY C ITOMOIIbIO TPHUBJIEKAIOIINX BHUMAHMUeE
MapKEeTUHTOBBIX KOMMYHUKAIMH. DTa TEHOEHIINS YacTO SBJISIETCS HaYaJIOM BOMHEI OPEHOOB Cpenu
TJIaBHBEIX KOHKYDPEHTOB, IIPeCIIeNyIOMUX 11e/Ib IOoIy4YuTh 6ojlee BEICOKYIO JOJII0 PHIHKA.

Hanuuue ToBapa Ha TOYKE MPOJAXKU TOKE HACTO SBIISIETCS PelamiuM GakKTOPOM OJIsT KaTeTOPUN
OBEPHOU PydKH. [lazke eCyiu KJIIMEHTHl He MPUBJIEUEeHB OPEHIOM, OHM MOTYT B KOHEYHOM HUTOTE€ KYIIUTh
TOBap y OpeHma OpoCTO IIOTOMY, YTO OH HaXOOUIICS ITOOTU30CTH.

I pyroi# KjIi04eBOU XapaKTePUCTUKOM MOJEeN OIBEPHOU PYYKH SBJISETCS HU3KUM WHAEKC COOTBETCTBUSA
Ccpenu KJIIMEHTOB 110 OTHOIIEHUIO K MCIIOIb3yeMoOMy UMM OpeHny. MHOrue KJIMEeHTH, ITOKyIIaoline OpeHs,
He JKeJlaloT PeKOMEeH0BaTh ero OPyruM. II0CKOIBKY IOKyIaTe/IN He BCerga MOI'yT KyIIUTh TOBap 1o
HU3KOM LleHe, a OpeHObl aKTUBHO IPOABUTAIOT CBOY IIPOAYKT, llepeMeHa NoTpeduTesieM MapKu ToBapa -
3TO 0OYEeHb PACIPOCTPaHEeHHOe siBJIeHue. [103ToMy MHOTHEe OPEeHIBl MHITAI0TCS HajlagUuTh B3aUMOEHCTBUE C
KIMEeHTaMM ¥ YBEIUYUTH JIOSAJIbHOCTE MoKymaTenel. Komnanus Coca-Cola, HanpuMep, IIpeacTaBuiIa
cuctemy My Coke Rewards, B KOTOPO#M y4aCTHUKHU MOT'YT 3apaboTaTh OYKU IIPU MMOKYIIKEe OYTHIIKKA KOJIBl 1
BBIIOJTHEHUY HECKOJIBKUX AEeWCTBUM, TaKUX, KaK y4acTHe B UTPe U 00CyXkKIeHUEe B COIMaIbHEIX ceTsax. Ha
OCHOBe 3THX 0aJJIOB YYaCTHUKH IT0JIy4aloT OPOH30BEIE, CepeOPSHEIE U 30JI0THIE YPOBHU BMECTE C
OOTOJIHUTEJIbHEIMU IPEUMYIIIeCTBaMM, JOCTYIIHEIMU Ha 60j1ee BLICOKUX YPOBHSX.



Mogens 2. 30j10Tasi pbiOKa

BTopoii rmaBHOM MOAENIbIO ABISIETCS 30JI0Tast PhIOKa. BaxkHeHe oOTINYUTEeTbHON 0COOEHHOCTRIO 30JI0TOH
PHIOKY SIBISIETCS BEICOKHM YPOBEHb 3aMHTEPECOBAHHOCTH (B0NPOC > NpusB/ieKameibHoCmy). ITa MOOEeb
KJIMEHTCKOTO IIyTU B OCHOBHOM HCIIOJIb3YETCS B KOHTEKCTe «Ou3Hec nist 6usneca» (B2B).

B kaTeropuu 30710TOM PHIOKH OOBIYHO KJIMEHTHI, IPeXkKae YeM PEeIlnTh, KaKou OpeHd BHIOpaTh, YUYUTHIBAIOT
MHOKeCTBO (pakTOpoB. 3a49acTylo KJIIMeHTaM IIepe MOKYIIKOM X04eTCs 3a4aBaTh BOIPOCH], ob6pamaTh
BHUMaHME Ha MHEHUE OPYTUX JIIOAel U MHOTO pa3 obpalnaTbcsa K OpeHaaM-KOHKypeHTaM. Bo MHOTHX
clydasix KOHKypHupyomue OpeHabl, JaXke KPyIHble, pab0TaloT B OTPACIIH, TAe TOBAPhl MaI0 OTIAYAIOTCS
OPYT OT Apyra CBOMMU IOTPEOUTEIECKUMY XapaKTEePUCTUKAMU U Tle peKiaMa O4YeHb PeKO [aeT IJIOMEI, -
0TCIOfla HU3KWUU YPOBEHDb HIPUTITATEILHOCTU. MTPOKM OTPACI 9aCTO CTAJIKUBAIOTCS C TPYOHOCTSIMHU B
CO3JaHUU M BhIpaxkeHuu ux guddepennuanuu. Takum o6pa3oM, KIUEHTH TPATAT O0IbIlle BpeMeHH Ha
OLIEHKY a/IbTEPHATHUB, YTOOH HAWTH JIydIllee TIPEIJIOKEHUE.

[Ipo1iecc MOKYIKY - OOBIYHO MOJITHE, BKITIOYAKOIUHN B ce0si Hanu4yrue MHOTOYHCJIEHHBIX 3aMHTEPECOBAHHBIX
CTOPOH C Pa3IWYHBIMU HHTepecaMu. B GONbIIHHCTBE CIIy4YaeB IMOKYyIaTeIM UMEIOT OejI0 CO CJIOXKHOM
3aKyIMOYHOUN CTPYKTYPOI, KOTOPOIH MOTYT 3aHMUMAThLCSI TOJIBKO IIeJIbie OTEsIkl, 3HAIOII1Ue BCe O MOKYyIKax 1
BO3MOZKHOCTH 3aKyHOK. M mMpomaBlkl, ¥ MOKYIATeJIX YaCTO OUEeHb CIIeuaTu3nPOBaHbL: HEGOIIBIIIOE
KOJIMYECTBO IIPOIABI[OB IIPOIAIOT TOBAPH HEOOIIBIIIOMY YHCIY IIOKymnaTesei. ClemoBaTeIbHO, X IIPOIIECC
M3y4YeHUs U OIIeHKU (3Tall 80NPOCA) YaCTO SIBJISIETCSI OYeHb OCHOBATEJIbHEIM, a Pe3yJIbTaThl OLIEHKHU
KOHKYPHUPYIOIIUX OPEHA0B, KaK IPABUJIO, OYEHb ITOX0KHU. BO MHOTHX ClIy4asx peramuM GakTopoM
CTAHOBSITCSI OITM3KHME OTHOIIEHUS C TOTPeOUTesIEM.

CylIecTBYIOT TaKue IPUMEPH! 30JI0TOM PHIOKH, XOTS ¥ OUeHb PEIKO, KOTOPHIE UCIIONb3YIOTCS Ha PHIHKE
B3aMMOOTHOIIIEHNUH C PO3HUYHLIMHU KJIMEHTaMH1, 0COOEHHO B OTPACIISIX C BEICOKOM BOBJIEYEHHOCTHIO (C
BBICOKO¥ IT@HOBOM IIJTAHKOM), HO OUYeHb CXOXKHMH ITOTPEOUTENbCKUMH XapaKTePUCTUKAMU. [IpuMepoM
SIBJISIETCS TYPUHOYCTPUS. B KOHKPETHOM Clly4Yae, OTHOCSIIEMCS K CEMEHHOMY ITyTeIlIeCTBUIO, PELIEHNE O
TIOKYTKe BKIIOYAeT B ce0s Halu4yue TPYIITE 3aMHTEPECOBAHHBIX CTOPOH (POOUTENN U IEeTH) U
OTHOCHUTEJIFHO OJIMHHBIM MPOIeCcC MOKYIKU. CpaBHEHNE BBITOOLI M 3aTPAT TaKXKe SIBJISETCS TTIaBHBIM
11aroM Ha KJIMEeHTCKOM ITYTH, OTPaXKaloIUM BEICOKYIO Ba’KHOCTH 3Tara 80npocd.



Mogens 3. Tpyda

TpeTbeil rMaBHOM MOAENBIO IBISIETCSA TPyDa, UMEIOUIasiCsi B OCHOBHOM B KaTErOPHUsX, CBSI3aHHHIX CO
CTHUJIEM XKU3HU, POCKOIIHEIMYU aBTOMOOUISIMY, YacaMu U QU3aWHEPCKUMU CyMKaMU. YHUKATbHOCTE 9TOM
MOMEeJIN KPOEeTCsI B BHICOKOM YPOBHE MHOEKCAa COOTBETCTBHUSI. JIt0Ou, KOTOPEIE PYKOBOACTBYIOTCSI MOMEIbIO
TpPyOBl, OOBIYHO AOBEPSIOT KaTeropuu 6peHaoB. CleqoBaTeIbHO, UM X04YeTCs 3alluilaTh OpeHy, Haxe ecjiu
He IOKYIaloT ¥ He MCIIOJIL3YIOT ero. [IpyruMuy CjIoBaMU, YHCJIO 3alllMTHUKOB BBIIIE, YEM YMCJIO peabHEIX
moKyImaTesied (adsokayus > delicmsue).

B xaTeropuu TpyOHI TIOKyHIaTENIN CUJIBHO BOBJIEUEHEl B IPUHATHE PeIIeHnd 0 mokKynke. OOHAKO IIpoIece
OILIEHKY OTHOCHUTEIIBHO JIETOK, ITOCKOJIbKY OOJIBIITMHCTBO OPEHOOB B KaTETOPUU TPYOH! y2Ke 003aBEJIUCh
CUJIPHOM, HO crienmdpruuecKoi penmyTanuei o moBogy KadecTBa. Accounanus KavecTBa OOBYHO Ha
MIPOTSIKEHUU OOJIT0r0 BpeMeHU CTPOUTCS Ha capadaHHOM panuo. JIrogu, KOTOPEIM HPaBUTCS
oIpenesieHHEIN OpeH I, 00BIYHO 00111al0TCs B coo01mecTBax. Hannune KIMEeHTCKUX COOOIIECTB 4acTo
BAUSIET Ha TO, YTO IMOTEHINAIbHLIE TOKYIIATEJIN Y3HAIOT O0JIbIIe 00 9TOM Ka4yeCTBe.

KOI'TTA KOHTEHT JOXOIMT 00 KJIIOYEBBIX IUIEPOB MHEHUM IIEJIEBOM AYIUTOPHH,
CKOPEE BCETO, OH CTAHET BUPYCHBIM

W3-3a oueHb BLICOKOM II€HOBOM IIJIAHKYU CYIeCTBYIOT haHaTH, KOTOPhlE OYeHb XOTST, HO HEe MOTYT KyIIUTh
OpeHp U3 KaTeropuu Tpyorl. OgHAKO OHU, BEPOsITHEE BCero, OyAyT PeKOMEeHO0BaTh 3TU OPEeHb! APYyTuM. A
KOT[la T03QHEE CMOTYT IIO3BOJIUTH cefe IMOKYIIKY TOBAapOB 3TUX OPEHIO0B, OHU Y2K€e MOTYT OBbITh [JIs HUX
HEeJOCTYIHLL. BONbIITMHCTBO OPEHI0B U3 KaTeropuu TpyOrl 3aHUMAaOT HUMIEBOM PHIHOK. II0CKONBKY
meduuuT yBeTUYHUBAET IPUBJIEKATEIFHOCTD OpeHaa OJIsi MOTEeHIINAILHEIX ITOKYyTaTe e, MapKeTOJIOTH,
paboTare B KaTeropuu TPyOLl He OPUEHTUPYIOTCS Ha paclIupeHre OOCTYIITHOCTH ToBapa.

XoTst 60IBIIMHCTBO KaTerOpui TOBApOB moBcemHeBHOTO ciupoca (CPG) OTHOCSATCS K MOOEsN OBEPHOMU
PY4YKH, OTIIycKaeMble 6e3 pelienTa jiekapcTBa (OTC) oOBYHO TOAXOMST IIOT MOOeb TpyOrl. He
MMOKYTATeJIN OXOTHO TOTOBEI PEKOMEHA0BATh OPEHLI, KOTOPHIM OHU OOBEPSIOT, JAaXKe eCJIU B HAaCTOSIIee
BpeMs caMH MX He HCIIOIb3YIOT. KiltoueBoe pa3nuyne MeXXIOy MOIEIbI0 TPYORl B TOBapax, CBSI3aHHBIX CO
CTHUJIEM XKWU3HU, ¥ MOMEIbI0 TPYOHI B OTIIYCKaeMbIX 6e3 pellerTa jieKapCTBaxX 3aKIlov4aeTCsl B TOM, IOYEMY
He BCe 3alIUTHUKY OpeHOa IOTOBEI €TI0 KYIIUTh. B KaTeropusx, CBsI3aHHEIX CO CTUIEM XKU3HHU, BCE IEJi0 B
mocTynHoCTH ToBapa. C mpyroi ctoponsl, C Apyroil CTOPOHE, IeKapCTBa, OTIIyCKaeMble 6e3 pellerTa,
KOTOPBIE 3AIUTHUKY PEKOMEHI0BAIA, HEKOTOPHIE M3 HUX HE MOKYIAI0T IPOCTO IIOTOMY, YTO B MaHHKIN
MOMEHT B HUX He HyXKOalTCsA. A Korga Hy>KOal0TCs, IOHUMAIOT, YTO UM KYIIUTh.



Mogens 4. BopoHKa

YeTBepTOM OCHOBHOM MOJENBIO SIBJISETCS TPAAULIMOHHAS BOPOHKA. B KaTeropuu BOPOHKU OOJIBIITMHCTBO
TIOKYIIOK CIIJIAHMPOBAHEI, a OKYIIaTeJIM CUJIbHO BOBJIEUEHE! B IPUHATHE PEIleHus o MoKynke. Ha camom
mejie 9TO egUHCTBEHHAsI MOAEeIb, B KOTOPOY MOKYIaTeJIM TPOXOOAT KaXKObIM M3 3TAll0B HAa KJIMEHTCKOM
IIyTH K TIOKYNKe U afBoKanuu. OHU CIIpalIuBaioT 0 OpeHe, KOTOPBIM UM HPABUTCS, @ 3aTeM IIOKYIIaloT
OpeH[, ecyiu UM HPABUTCS TO, YTO O HEM ycJbimanu. OHM 3aluIaioT OPEeH I, TOJIBKO €CJIN Y HUX €CTh OIBIT
C ToBapoM. Mofieslb BOPDOHKYU UCIIOJIE3YETCS B OCHOBHOM B IIOTPEOUTEIILCKUX TOBapax ANIUTEIEHOTO
IIONIb30BaHUs, a TakXke B chepe yCIyT.

B KaTeropuu BOpOHKU Ka4eCTBO OOCTyKUBAHUS KIIMEHTOB MeHCTBUTEIbHO UTPAET 3HAYUTEJIBHYIO POJIb,
TIOCKOJIBKY TTOKYIIaTe/I He MPOIyCKAa0T HU OJMH U3 3TAl0B M MOTYT OTKa3aThCs OT OpeHpa Ha o0oM u3
9TAIlOB KJIMEHTCKOT0 MyTH. JTaIl IelCTBUSI 0COOEHHO BaxKeH IJIs IMOKyIaTesied, OCKOJIBKY UM X04YeTCs
CaMOCTOSITEJIbHO MOTPY3UTHCS B OMBIT IPHUOOPETEHUST M UCIIOIb30BaHus ToBapa. ClefoBaTeIbHO, B
OTIWYMeEe OT KaTeTOPHUH OBEPHOMN PYYKH, I'le MO3ULMOHUPOBAaHNE MOXKET ObITh IIOBEPXHOCTHEIM, B
KaTeropuu BOPOHKHU MTO3UIIMOHMPOBaHKE AOJIZKHO IPOUCTEKATh U3 PeajIbHOT0 ONbITa KINueHTa. bpeHgaM u3
KaTeropuu BOPOHKHU Ba’KHO YIPABIAThH CPa3y HECKOILKUMH TOYKAaMM B3aUMOAENCTBUS, TAKUMHU KaK
peknaMa (oceedomieHHOCMb U npussieKkamesibHOCMb), BeO-caliThl U KOJI-IIEHTPH (BONpoc), KaHal IIpomax
(Oelicmeue), a TakKe ITOCHEIPONaXKHbIM cepBuUC (adgokauus).

HecMoTps Ha TO 4TO nmepeMeHa NOTpebuTejieM MapKu TOBapa - HeyacToe SIBJIeHWEe B KaTeTOPUU BOPOHKH,
CHUIKEHVE KadeCcTBa 00CITyKMBaHUS KIIMEHTOB CO BPEeMEHEeM MOXKEeT MOOyAuTh KIIMEHTOB PaCCMaTPUBATh
opyrue OpeHOB WK Jaxe MOKyIaTh JOPOXKe y IpeMUalIbHEIX OpeHnoB. II0CKOIBKY ITOKyIaTeIu co
BpEeMeHEM MMOCTOSTHHO OKHMIOAIOT JIYUIIero KauyeCcTBa 00CIyKMBaHUSI, KaTETOPHUsI BOPOHKHU, BO3MOKHO,
0oJIbIlle BCETO CKJIOHHA K IPOPHIBHEIM MHHOBAIUSAM. Kak yzke 00CyzKOasnocsk B r1aBe 4, O0IBIINHCTBO
IIPOPLIBHBLIX UHHOBANMM (0COOEHHO CBSI3aHHBLIX C HOBBIMU TEXHOJIOTUSIMU) ITOSIBIISIIOTCSI B OTPACTISX C
BBICOKMMU OKUIOAHUSIMU YPOBHS YIOBJIETBOPEHHOCTH KIIMEHTOB, TAKUX KAK TOBAPHI IJTUTETEHOTO
nonb30BaHusa u cepsl yenyr. Takum o6pa3om, OpeHAbl U3 KAaTErOpUU BOPOHKY HOJIZKHEI C(OKYCUPOBATHCS
¥ Ha MMOCTENEeHHBIX YIYYIIeHUAX, ¥ Ha IPEeqOCTaBIeHUH HOBOT'O OITBITa KIIMEeHTaM.



Mogens 5. I'aacTyk-6a00uka

Kaxpast u3 4eThIpex OCHOBHBIX MOZEIeH KJIMEeHTCKOI'0 IYTU UMEET CUJIbHBIE CTOPOHBI M HEOOCTATKH.
CoBMellleHNE BCeX CUJILHBIX CTOPOH 3TUX YETHIPEX MOeied B uaeaabHON MOOETU KIIMEHTCKOTO IIyTH
OymeT mIpeaCcTaBIeHO B 00pa3e CHMMETPUYHOTO rajICTyKa-6a6ouku (CM. puc. 7.2).
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HoeanvHass modenw «2ancmyk-6abouka»

Mopenb rancTyka-6a60uku oTpazkaeT KTI0UeBbie YePThl HAeabHOTo OpeHma. B maHHOU KaTeropuu
KaX[IBlH, KTO 3HaeT 0 OpeHe, X0YeT PEKOMEHIOBATh €0 M3-3a 3Be30HOM PeIyTallii.

970 o3HaydaerT, 4To OpeHn obecrneunBaeT uneanbHbl BAR 6anmn, paBHbl 1 (0oceedomaeHHOCMb =
adsokauus).

Bomnee Toro, mpuBieKaTeIbHOCTh OpeHIa HACTOIBKO BEICOKA, YTO KaXKIbIN, KOMY OH II0 HPaBy, B UTOTe
MOKyHaeT ero (npussiekameabHocmsb = Oelicmaue). He KaX[plii, KOT0 MPUBJIEKAeT OPEH[I, YYBCTBYET
HeoOXOOUMOCTb Y3HaBaTh O HEM YTO-TO €Ille, OTpazkalollee siCHOe MO3ULMOHUPOBAaHNE U HYXKHEBIH YPOBEHB
JTI000MBITCTBA. BpeHAbl CO BCEMU YETHIPHMS MOOEJISIMUA KIIMEHTCKOTO ITYTHU HOJI2KHBI CTPEMUTHCS
OOCTUTHYTH 3TOM UAeaIbHOM MOMOEU rajicTyka-6abouku.

Hanoxkenwne rancryka-6ab04ky Ha OOHY U3 YETHIPEX OCHOBHBIX MOJIEJIEH ITOKA3bIBAET SIBHBIE ITPOOEIEI U
BO3MOXKHOCTH [JIsI yIy4IlIeHusI. BpeHObl C MOMENbIo ABEePHON PYUYKU KIMEHTCKOTO IIYTH MOTYT YIIYYIIUTh
YPOBEHb MHIEKCA COOTBETCTBUS ITYTEM CO3[AaHUS MTOCIIENPONaKHEIX IIPOTPAMM BOBJI€YEHUS KIIUEHTOB. JTO
mpobieMa, C KOTOPO# cTankuBaloTcst MHOrne CPG-OpeHIbl Cpequ IIOOaBIIsIONINX U CMEHSOMINX OPYT
opyra OpeHmoB. Te OPeHBl, KOTOPHIE UCIIONL3YIOT MOMAEIb TPYORl, MOTYT YIIYUYIIIUTh YPOBEHb
[IPUBEPZKEHHOCTH IIyTeM yJIy4IIeHus JOCTYIIHOCTH TOoBapoB 6e3 ocnabiieHus IIpUBJieKaTeIbHOCTH OpeH a.
Pockomtabie 1 aMOUIMO3HEIE OPEeH/ObI, TaKKUe Kak Tesla, cTaIKMBaIOTCS C MOOOOHBIMU IPOOIeMaMHu.

C Opyro¥ CTOPOHBI, OPEHOHI, UCIIOIb3YIOIINE MOEIb BOPOHKHY, HOIXKHEI VIYUIIUTh U YPOBEHB
MIPHUBEPKEHHOCTHU, ¥ YPOBEHb UHMIEKCA COOTBETCTBUS. ITO IEMOHCTPUPYET 3HAYUMYIO IPOOJIeMYy, C
KOTOpOfI CTAJIKUBAIOTCA TOBAPHI OJIMTEJIBHOTO IIOJIb30BaHUA 1 CEPBUCHBIE 6peH11131 OJIsd oﬁecnequHﬂ
fOajtaHca MexXAy IIpoJaxKaMU U ITOCJIEIIPOHaXKHEIM cepBUcoM. Ho camyio Henerkyo paboTy IpuaeTcs
BBIITIOJIHUTHL TEM 6peHJJ;aM, KOTOPHBIE€ HAa KIIMEHTCKOM IIYTH HCIIOJIB3YIOT MOI€eJIb 30JI0TOH prGKI/I. Um
HGOﬁXOJII/IMO He TOJIBKO YJIYYIINUTh YPOBHU IMIPUBEPKEHHOCTU U MHOEKCa COOTBETCTBUS, HO U
OIITUMHU3UPOBATh YPOBEHb 3aMHTEPECOBAHHOCTU. MapKeTosoru B B2B-cekTopax cTanKuBalOTCs C 3TOHU
CJIOKHOM 3afjadyei, TOCKOIbKY OOBIYHO UMEIOT [OeJI0 C TIOOKOBAaHHBIMU KITUEeHTaMu (CM. puc. 7.3).
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PucyHok 7.3. YayuweHue KAueHmckoz20 nymu cpedu 0mpdac/iesblx apxemunos



YeThIpe JIYYIIHX NIPHEeMa MapKeTHHIa

Tak>ke MapKeTOJIOTH MOTYT U3BJIeKaTh 3aKOHOMepHOCTH U3 BAR-cTtatuctuku. BAR B cymHOCTUH
peacTaBisieT co00i TOTOBHOCTD KJTMEHTa PeKOMEHAoBaTh OpeHy. B oTpacinu, B KOTOpoii cpemuuit BAR
HU3KUU, ITIOKyIaTeIu, KaK IIPaBUjIO, HE TOTOBEl PEKOMEHI0BATh OPEeHOH-KOHKYPEeHTHL. B maHHO! oTpaciu
MapKeTUHT capadaHHOI'0 pafguo ¥ MapKeTUHT COLIMAJIbHBIX CeTel 00BIYHO He IIPUHOCAT ycrexa. C apyroi
CTOPOHEHI, KoTAa cpenauii BAR BBEICOKHMM, BEICOKA BEPOSITHOCTh TOT'0, YTO KJIMEHTH OyIyT PEKOMEHA0BATh
oguH wunu 6osbllle, yeM oguH, OpeHn. B manHOM ciy4yae MapKeTHHT capadaHHOTI'0 pafuo U MapKeTUHT
COIIMabHEIX CceTeM oueHb 9 GEKTUBEH.

HNuTtepBan BAR (IpoMeKyTOK MeXKOy CaMBIM BEICOKMM M caMbIM HU3KUM BAR) B oTpaciu Takxke
IIpeNCTaBJIsieT UHTEePEeCHbIe BEIBOLEL. BombInoil BAR-uHTepBaa CBUAETEILCTBYET O BEICOKOM IIPEBOCXONCTBE
capadaHHOTO paguo: CyIIecTBYIOT Bemgylunue OpeHnrl ¢ BAR Brilie 6051ee ciabbix 6peHnoB. bpeHmarr ¢
BEICOKMM BAR MMEIOT MIPEeuMYIIeCTBO HaJl APYTUMHU OpeHgaMHu, ITOCKOJIBKY Y2Ke 3aBO€BaJIM CUJIBHYIO
pemnyTanuio 6peHpaa, ©3-3a KOTOPOM KJIMEHTH UX paccMaTtpuBaioT. [Togxon pull-MapkeTnHTra OJist HUX O4€Hb
abdekTuBeH. Hebombioi BAR, ¢ Ipyroi CTOPOHEI, OTpaxKaeT KPEIKylo KOHKYPeHIUIo 6e3 MPeBOCX0ACTBa
BAR. A mopxopn push-MapKeTHHTa 9acTo SIBISIETCS eQUHCTBEHHBIM CIIOCOO0M AOOUTHCS yCIiexa B 3TOM
cutyanuu. OgHaAKO BaXXKHO OTMETHUTH, UTO JIUAUPYIOIIee IIOJI0OKEHNE Ha PEIHKE C TOYKY 3peHus BAR He
BCerfa OTpazKaeTCsl B JOMUHUPOBAHUY IO ITOKA3aTeJIsIM MOJIX PHIHKA, UM Hao60poT.

HUcnonbaysa cpepuuii nokasaTtenb BAR u BAR-uHTepBasl B KauyeCcTBe 0Cel, MBI MOXKEM IIOJIy4YUTh elle
4eTHIpe T'PYIIIEI OTpaciieli. B oTpacisgx ¢ BRICOKMM CpefHUM Imoka3aTteneM BAR u muporum BAR-
WHTEPBAJIOM MOKYIIATEeNIN OOBIYHO OXOTHO TOTOBBI PEKOMEHA0BATh HECKOJILKO TUAUPYIONIUX OpeHmoB. B
3TOU TPYIIIe KII0YeBHIM (AaKTOPOM yCIlexa SIBIISIeTCS OpeH-MeHeaKMeHT: pa3paboTKa palruoHaIbHOTO
TTO3UIIMOHUPOBAHUS U €r0 peanu3alids Yepe3 MapKeTUHTOBble KOMMyHUKalnu. OnsaTte-Taku CPG-
KaTeropuu BOIIJIOIIAIOT 3Ty I'PYIILY OTpaciieil. MapKeTOoJIOTH MOTYT Hay4YHUThCS JIYYIINM ITprueMaM OpeH-
MeHemkMeHTa oT Benymux CPG-komnanuii, Takux kak P&G u LOreal.

B oTpacisx ¢ BLICOKUM CpemHUM IIoKa3aTteneM BAR, HO HeOombIiuM BAR-MHTEPBAJIOM KIMEHTH OOEIUHO
TOTOBBEI PEKOMEHO0BAaTh OIIpeaesieHHbIe OPeHObl, JazKe eCIIM HeT HU OJHOTO UT'POKAa C JIUAUPYIOIINM
pe3ynbTaToM BAR. OTa oTpacseBas Ipylila XapaKTepU3yeTCs HUIIIEBHIMU MECTHLIMU OpeHaaMu UJIu
OJIMHAKOBO CUIbHBIMHU UTPOKaAMU B BEHICOKODPAarMeHTUPOBAHHOM PHIHKE. YCIIeX 4acCTO OIIPeensieTCs
6JIM30CTHIO K ITOTPEOUTENSAM U OOCTYIIA K KITIOYEBHIM PBIHKaM cObITa. ClieqoBaTesIbHO, KITIOUEBEIMU
dakTOopaMu K yCIexy SBJISIOTCS yIIpaBlIeHNe KaHaJloM paclpeneneHus (pa3BUTHE MHOTOKaHAIbHOCTH) U
noOyKIaeHne KJIIMEHTOB K TOKyNKaM. TUITUYHBEIM IPUMEPOM TaKOMW I'PYIIEl SBIIETCS chepa POSHUIHOMN
TOPTOBJIM. YHUBEPMAru, CllelluaJn3upoBaHHbIE Mara3uHbl 1 UHTEPHET-TOPTOBJISI XapaKTePU3yIOTCS
CUJIBHBIMY PEKOMEHOalusIMU OT CBOUX IIOCTOSTHHBIX KJIMEHTOB. Takue KoMIIaHUHU, KakK Macy’s u Amazon,
SIBJITIOTCSI BeOYIIIMMU IIPUMEPaMHU OJI MapKeTOJIOTOB, 00YYaIOIIUXCsI IPOABUKEHNUIO KIIMEHTOB K CBOUM
KaHaJjlaM IpofazK C IIOMOIIbI0 TPAgUIIMOHHBIX U IudpoBbIx CMU.

B Tex oTpacnsax, B KoTophlx BAR Hu3kuii, a BAR-uHTEpBan 00JIbINOH, TOKYIIATENN OOBIYHO HE
PEKOMEHOYIOT OPEeHIRI, XOTS WHOTAA 3allUINAI0T Tuaupyonme 6pesas. Kak mpaBuiio, KIMEeHTH HEBBICOKO
olLleHMBAIOT 60!JIBITyI0 YacTh OPEHIOB B 3TUX OTPACISIX, HECMOTPS Ha HECKOJIbKO UCKITIoOUeHUM. OIbIT
KJIMeHTa YaCTo [eJIUTCS Ha paBHOE KOJIMYeCTBO NOBOJIBHEIX U Pa30YapOBaHHLIX KIIUEHTOB. Benyiiue
OpeHOBl YacTO AEMOHCTPUPYIOT 10 OTHOIIEHUIO K APYTUM OpEeHAaM CBOE MPEBOCXOICTBO B OOCITyKMBAaHUYN
u 61130CTh K moTpebuTernto. [IpyMepoM TaKo¥ I'DYIIIHL SIBIISIETCS O0TPaCiIb aBuanepeBo3okK. Crnucok Skytrax
ToI-10 aBHaKOMIIaHUU B MUpPe COCTOUT U3 aBHakoMnaHuu ¢ bnuxkaero BocToka 1 n3 A3uu, TaKUX Kak
Qatar Airways u Singapore Airlines, KOTOpbie ITPEOCTaBIIAIOT UCKITIOYUTENbHBIE YCIYyTH. X KITI0UYEBBEIM
dakTOopoM ycIiexa sIBIs€TCS OpraHu3allysl CepBUCa: IPUEeMEl YIIPaBIeHUs YCIyraMy U 00CITyKUBaIOIINM
IIepPCOHAJIOM, a TaK¥Ke IIOJIOKUTENbHEN PU3nUeCKUl ONbIT KiIMeHTa. [locienHsas oTpacieBasi rpymnna
uMeeT HuU3KUM cpeguuii BAR u y3kuit BAR-unTepBas. [IJi TaKuxX OTpaciel xapakKTepHa KeCTKas
KOHKYPEeHIIMsI, a KJIMeHTHI, KaK IIPaBUJI0, He XOTSAT PEKOMEHIOBATh KOHKYypUpYIolue OpeH bl IT0OCKOIBKY B
TaKWX OTPACIAX OT capachaHHOI'0 PAafuO HET IMOYTH HUKAKOTO 3¢ deKTa, KOHKYPUPYIOIIUM OpeHgam
IIPUXOOUTCS yCepOHO paboTaTh, YTOOB! IPOTOIKHYTE CBOM TOBapH! U YCIIYTH Ha PHIHOK. ClieqoBaTelbHO,
KJTFOUEBHIM (paKTOPOM 3[IECH SIBJISIETCS YIIPaBJIeHNE TPOOYKTUBHOCTHIO PAOOTHHUKOB OTesIa MPoHgax U
BelleHUe MPaBUIIbHOMN TOPTOBOM esaTeJIbHOCTH (CM. puc. 7.4).
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H3yueHue uemoblpex ayywiux npumepos ompacaet

OTu rpynmnel OTHIOAL He Heu3MeHHEBI. C IIOMOIIBIO TEXHOJIOTUYECKONW KOHBEPTeHITNY U IIPOPBIBHEIX
WHHOBAlLM, CTEHEl MEXKIY OTPACJIEBEIMU I'DYIIIaMy PyIIaTcsa. MapKeToaoraM Heo0X0OuMO CIeOuTh 3a
W3MEHEHUSMU B OTPACISIX U COOTBETCTBEHHO afallTUPOBATh IO HUX CBOU CTPATETUH.



3akKjarodYeHue

HN3yyeHue pa3IHYHLIX OTPAC/IeH

[IpoaHanu3UpOBaB YHUBEPCAJILHYIO OCHOBY IISITUYJIEHHOM CTPYKTYPHL U OLIEHUB KO3 DUIINEeHTH
KOHBEPCHUHM Ha Pa3HBIX 3TallaX, Mbl OIIPeAeIuIi YeThIPe OCHOBHBIE MOIESH AJIsT Pa3JINYHBIX OTPACIIei:
«OBepHas py4YKa», «30710Tas PeiOKa», «Tpybda» U «BOPOHKAa». [Tomd j1r000# U3 TUIIOB OTPACiIel MOTYyT OBITh
TIOMICTaBJIEHE! JII00bIe U3 3TUX MOJeJiel, Kaxkaas U3 KOTOPHIX 061afaeT 0COOEHHOM cxeMOoi IToBeeHUs
KJIMEeHTa ¥ Pa3IUYHBIM HaOopoM 3apay. TakKe MBI ONIPENEIINIIN YeTHIPEe Pa3HbIe TPYIITEL OTPACIIeH,
OCHOBAHHBIE Ha cTaTUCTHUKEe BAR, Kaxgast U3 KOTOPHIX IIPEeACTaBIsIeT co000i Habop TyUIInX
MapKEeTUHTOBBLIX TPUEMOB: OpeHI-MeHEeIKMEeHT, yIIpaBjieHrne KaHallaMU ITI0CTaBOK, OPraHU3aliusi CepPBUCa U
OpraHU3aIUs TOPTOBJIU.

Kako# u3 apXeTHUIIOB JIyYIllle BCETO OMMCHIBAET Bally OTPACIIh?

Kakue u3 K/I04eBBIX BO3MOXKHOCTEM ISt yIIy4dlieHus Balliero OM3HEeca OCHOBAHEI HA 9TOM apXBTI/IHe?

YTo ABISIETCS KII0YEeBHIM (DaKTOPOM yCIlexa B BaIlllel oTpaciiu?

Kak BEI MOXKeTe Hay4YUThCS 4eMy-IHu00 y IPYTUX OTpaciei?



ITpespauw,eHue uckpeHHux 6peHoos 8 dpysetli

B coBpeMeHHOM MapKeTUHTOBOM JIUTepaType IIOKylaTelu IpakTUYeCcKH Bcerga n3o6pakaloTcs Kak caMble
CUJIbHBIE UTPOKHU. TeM He MeHee MapKeTOJIOTH YacTO 3a0kIBAIOT O YeJI0BEUECKOM (DAaKTOPE, KOTOPHIHM SIBHO
IIPOSIBIIAETCS B ITU(POBYIO 3MOXY; IOTPEeOUTENM HE MOealbHbl ¥ YyBCTBYIOT ce0s yI3BUMBIMHU IIE€Pe
MapKeTUHTOBLIMU yJIOBKaMu. [109TOMY OHU CO3[Ial0T COOOIIECTBa, HAallpaBIeHHBIE HAa YKPEeIlJIeHUEe CBOUX
TIO3ULTNH.

MapxkeTonoraM HeoO0X0IuMO aJalTHPOBATLCS K 9TOM HOBOM pPealbHOCTH U CO3MaBaTh OPEHOE, KOTOPHIE
OyOyT B TOYHOCTH, KakK JIIOIH, - JOCTYIIHBIMU U ITPUSTHEIMU, HO B TO K€ BpeMs YsI3BUMBIMU. BpeH I
OOJIXKHBI CTaTh MeHee Iyrapiumu. OHU OOJIXKHBL OBITh UCKPEHHUMH M YEeCTHBIMHU, ITPU3HABaTh CBOU
OIUOKH U IIePeCcTaTh HEITAThCS BREITISOETh UOEATbHEIMU. [IBUXKUMBIE OCHOBHBIMHU IIEHHOCTSIMH,
4eJI0BEKOLIEHTPUCTCKUE OPEHIBI OTHOCSATCS K ITOKYIIaTeJIsIM, KaK K OPY3bsIM, CTAHOBSICh HEOTBEMJIEMOM
YaCThIO UX XKU3HU.

B Mapketunre 3.0 MBI IPENCTABIAIM 3TY KOHIEIIIUIO Y€JIOBEKOIIEHTPUCTCKOTO MapKeTHHTa Kak
€CTeCTBEHHBIN pe3yJibTaT B3aUMOIENCTBUS MapKeTHHTa, HallpaBIeHHOTr o Ha yesoBeka (MapkeTusr 2.0) u
MapKeTHHTa, HalpaBjeHHOro Ha ToBap (Mapketusr 1.0). B 4en10BeKOIIeHTPUCTCKOM MapKEeTUHTE
MapKeTOJIOTH OTHOCATCS K KJIMEHTaM, KaK K IIOJIHOIIPAaBHBLIM JIIOASIM C pa3yMoOM, CEPAIlEM U OYIION.
MapKeToJI0TH YIOBIETBOPSIOT HE TOMBKO QYHKIIMOHATBHLIE M SMOIMOHAIbHEIE TOTPEOHOCTH
MOKyHaTeJsiel, HO ¥ 00pallaloTCs K UX CKPLITHIM TPEBOTAM U JKEJIaHUSIM.

ITo mepe nepexona K MapkeTtunry 4.0 Bo Bce 60jiee IU(GPPOBOM MUPE MBI 0KHUAEM, YTO BasKHOCTh
OPMEHTUPOBAHHOCTH Ha YejioBeKa OymeT pacTtu. MapkeTonoraM Heo6XoquMo elrle 60IbIle UCI0Ib30BaTh
CHUJIy 4eJI0BEKOLIEHTPUCTCKOro MapKeTuHra. [IpencraBbTe cebe MUpP, B KOTOPOM UCKYCCTBEHHBIN
WHTEJIEeKT ¥ POOOTHU3AlMs SIBJISIIOTCS YaCThIO TOBCETHEBHOM KU3HU YeJI0BeKa, Tak ke, KaK 9TO CTaJjio CO
cMapTdOHAMH; OT aBTOMATU3UPOBAHHKBIX IPEANPUATHH, OECIIMIOTHBIX aBTOMOOMIIEN, [OMAITHUX POOOTOB-
TIOMOIIIHUKOB, yIIPABJIsIEMBIX TOJIOCOM, 10 POOOTOB-Bpadyel U poOOTOB-I0PUCTOB. BoJibIllas 4acTh 3KCIIEPTOB
yTBepPKOaeT, 4To yxkKe K 2025 roay 3To mpou3oiaeT. B momoGHBIX YCIOBUSIX TOKYIIAaTEIN CTaHYT Ooee
00eCIIOKOEHHBIMH, YeM KOoTrHa-mub0, OHU OyOyT IMOACO3HATEJIbHO UCKATh COOCTBEHHYIO UAEHTUYHOCTS,
3aziaBasich BOIIPOcoM: «KakKoBO 3TO - OBITH YeJIOBEKOM B IIU(DPOBOM MUDPE?»

Me&I cYyuTaEM, YTO YEIOBEKOLEHTPHUCTCKUN MapKETHHT BCE ellle SIBJSETCS KIII0YOM K CO30aHUI0
MIPUBJIEKATEJIFHOCTH OpeHaa B IUGPOBYIO 30Xy, TOCKOJIbKY OpPEeHAb], N3yYalolle XxapaKTep JII0OeH,
BO3MOZKHO, OyOyT caMbiMu OudPepeHIInpoBaHHEIMY. [Ipollecc HaYMHAETCS C OIpeaeIeHus ITy0odanImx
TPEeBOT ¥ XXeJaHui KnueHToB. OH TpebyeT 000I0HOTO BHUMAHUS U UCCIIEIOBAHUS TOTO, YTO Ha3bIBAETCS
yugpposol anmpono.iozueli. Kak TONbKO 4ej0BedYecKass CTOPOHa OyoeT u3ydeHa, OPEHOEl CMOTYT PACKPHITh
CBOIO YeJIOBEYECKYI0 CTOPOHY. BpeHmaM Heo0X0OuMO IPOOEeMOHCTPUPOBATD YeJIOBeUEeCKNe KayeCTRa,
KOTOPBIE MOTYT IPUBJIEYD IMOKYIATEJIEH U CIIOCOOCTBOBATh CO3MAHUIO0 MEXKJIMYHOCTHBIX KOMMYHUKAIHH.



IToHuMaHHe YeI0BeYeCKOH CYIIIHOCTH C MIOMOIIIBIO IIH(l)pOBOI:'I AHTPOIIOJIOTHH

LTucdpoBasi aHTPOIOJIOTHS yAenseT 0coboe BHUMaHNWe CBSI3U MEXKIY YeI0OBeYEeCKOHN CYIITHOCTHIO U
undpoBEIMU TexHONMOTHUsIMU. OHA U3ydaeT TO, KaK JII0JIM B3aUMOAENCTBYIOT C IM(DPOBEIM UHTEPGhEHCOM,
KakK BelyT ce0sl B YCIIOBUSAX TEXHOJIOTHM ¥ KaK HUCIIOIb3YIOT TEXHOJIOTHHU [JIsI TOTO, YTOOEI
B3aMMOMEHCTBOBATh APYT C ApyroM. Takxke nudpoBasi aHTPOIOJIOTUS UCIIONb3YETCS OJI TOT0, YTOOH
TIOHSATh, KaK JIIOOU BOCIIPUHUMAIOT OPEeHIL B CBOMUX ITM(GPOBEIX COOOIIIECTBAX U UTO IIPUBIIEKAET I0Oel B
oIpeneNieHHbIX OpeHaax.

9TO OTHOCUTEINILHO HOBAsl QUCLHUIJIMHA B 0071aCTH aHTpPomoioruu. Ho ucrnonb30BaHue B IIOMCKE PHIHOYHBIX
Uaed MOATIUTHBAET €€ MOMYJITPHOCTh Cpequ MapKeTooroB. C TOYKM 3pEHUST YeJIOBEKOIEHTPHUCTCKOT O
MapKeTHWHTa, TudpoBas 3THOrpadus MPeacTaBIsieT MOIIHLIN CIIoco0 [y 00HAPYKEHUST CKPBITHIX
YeJI0BEYECKUX TPEBOT U XKeJlaHuM, KOTOpPhIe HOIXKHEI pacCMaTpuBaThCs OpeHgaMu. HeCcKOIbKO U3BECTHHIX
MEeTOAO0B, KOTOPHIE B HACTOSII[ee BPeMs UCIOIb3YIOTCSI MapKeToJIOTaMH, BKITIOUAIOT B ce0sT aHaIu3
00IIEeCTBEHHOTO MHEHHUSI, HeTHOTpa(dHio U sSMIIaTHYECKHUEe UCCIeOOBaHusl.



AHanu3 00IEeCTBEeHHOI 0 MHEHHUSI

Ananu3s o011eCTBEHHOTO MHEHUS — 3TO IIPOAKTUBHEIN IIPOIleCC MOHUTOPUHI'A TOTO, YTO TOBOPST B
VHTEepHeTe 0 OpeHne, 0cCOOEHHO B COUMAIPHEIX CETSX U OHIANH-coobmecTBax. OH 9acTo BKIIOYaeT B cebs
nporpaMMHOe obecliedeHre MOHUTOPMHTA COUMAIbHLIX ceTel misd pubTpanuu 601b110ro o6bemMa
HECTPYKTYPHUPOBAHHAIX TAHHBIX U3 MyOJIUYHBIX O0CYKAEHUH B TI0JIE3HYIO0 HHGOPMAIIUIO O KITMeHTaX.
AnanuTuKa O0IBIINX JAHHBIX YaCTO UCIOIb3YETCS B LEJISIX BRISICHEHUS 0OIIIECTBEHHOTO MHEHUS.

AHanu3 o61IeCTBEHHOTO MHEHHUS YaCTO YaCTO MPUMEHSIETCS AJIsI OLIEHKW KOHTEHT-MapKeTHUHTa IyTeM
MOHUTOPUHTA 00CYKOEHUHN B CETH, ITPOUCXOIOSIINX BOKPYT UMEIOLIET0Cs KOHTEHTAa (CM. rnaBy 9). AHanu3
00IIIeCTBEHHOI'0 MHEHUS TaK¥Xe SBIISETCS MTOJIe3HEIM UHCTPYMEHTOM [JIsI BBISIBIIEHUS TTOTEHIIMATbBHBIX
KJIMEHTOB U MOHUMMaHUS IIePCIEKTUB B chepe IpomaxK C IIOMOIIBI0 COITUaIbHEIX ceTel (cM. riaaBy 10).
Takske OH OOBLIYHO HCIIONIL3YETCS B YIIPaBJI€HUU COIUATILHEIMU OTHOIIEHUSIMU C KJIMEeHTaMU [JIs
BBISIBJIEHUST OOCYKIEHWM, KOTOPHIE COOepKaT KaJIoOkl MM HeraTUBHEIE HACTPOEHUS U MOTEHIINaIbHO
MOTYT IIPUBECTH OPEHI K KPU3UCHOU cuTyanuu (rinasa 11). Korma MapKeTOIOTH OTCIeXXKUBAIOT
00CyKIeHUs B COLMAJIbHEIX CETSAX 0 CBOUX OpeHax U X KOHKypeHTaX, aHalu3 o011eCTBEHHOTO MHEHUS
MOXKeT cTaTh 9)GHEKTUBHEIM UHCTPYMEHTOM AJIS IIOJIyYeHUs JaHHBIX O KOHKypPeHTax.

IToMHUMO maHHBIX IPUMEHEHUI aHallu3a 00IIIeCTBEHHOTO MHEHHS, OH SIBJIeTCS Haubojee IMOJIe3HBIM IJIs
U3yYEeHUsI PHIHKA. B TpaguIIMOHHBIX METOIaX UCCJIEOBAaHUSA PhIHKA (HAIIpUMeD, TUYHbIE UHTEPBBLIO,
TenedOoHHbIE OTIPOCH ¥ UHTEPHET-OIIPOCH), IIOKYIAaTe Ik He BCerga TOBOPSIT MapKeToIo0raM, YTO OHU
OyMaroT U OejaloT B elCTBUTENBbHOCTU. Ha caMoM fene moTpebuTeny He BCeTha B COCTOSTHUHN
chopMyIUPOBATh TO, YTO B KOHEYHOM MTOTE OAyMaloT U OeJjIaioT, Jazke ecjiu XOTSAT 3TO caenaThk. bomee
TOTO, TPAOUIIMOHHEIE TPYIIIOBEIE METOEI PHIHOYHOT'0 UCCIeN0oBaHus (HanpuMep, GOKyC-TPYIIIIEI) YacTo He
0TpazKamT COIHUANIbHYIO AUHAMUKY CpeOu IIOKyIlaTesel, KOTopas eCTeCTBeHHLIM 00pa30oM HabmIomaeTcs B
peanbHBIX cooOIIecTBax. BoT B 4eM aHanu3 00IIECTBEHHOT'O MHEHUS IIPEBOCXOAUT OAPYyTrux. KnueHTtam
HaMHOTO KOM(OPTHEEe PacCKa3bkBaTb CBOMM 3HAKOMBLIM O TOM, YTO OHU AyMalOT, ¥ O TOM, UTO AEJaloT.
EcTecTBeHHOE 00IIIeHNEe B Cpede cCaMuX KIIMEHTOB IIOMOTaeT BEIPaXkaTh CBOM IIy0OYalIle TPEBOTH U
XKeJlaHus. AHanIu3 06IeCTBEHHOTO MHEHHUS JeHCTBUTEIbHO OTpaXxKaeT COIMaIbHYI0 IUHAaMUKY COOOIIECTB.



HeTHorpadmusn

HeTtHorpadus (aTHOrpadusi, cocpefoTodeHHasl Ha MHTEepPHeTe), pa3dpaboranHas PobepTom Ko3uHeneMm,
SIBJISIETCSI METOOOM, KOTOPBIM afanTUPYeT IPUEeMHl 9THOTpaduu [y MOHUMAaHUS Ye€JI0BEYEeCKOT0
TIOBEJIeHUSI B UHTEPHET-TPYIIIaxX MU HHTEPHET-coobmecTBax. Kak u aTHOrpadus, HeTHOTpadbus
HallpaBjIeHa Ha U3y4eHUe JII0el Yepe3 BOBJIeYeHNe B eCTECTBEHHEIE CO00IIIEeCTBA B HEHABI3YNBOU

dopme.

KnroueBoe pa3snuume Mexkay sTHorpaduelt u HeTHorpadue COCTOUT B TOM, YTO HeTHOrpadusa 94acTo
TpebyeT, 4TOOh HeTHOTpadbl CTaIu HEOTHEMJIIEMOM YaCThI0 HHTEPHET-coob11ecTB. HeTHOrpads!
MIPHUCOEUHSIOTCS K COO0IIIeCcTBaM, IMMOTPYKal0TCsI BO B3aUMOOTHOIIEHHUS, y4aCTBYIOT B 00CYXKOEHUIX U
pa3BUBAIOT SMIIATHIO K APYTUM 4jieHaM coobmectB. Takum o6pa3om, cama 1o cebe HeTHOrpadus
saBiseTcs GopMoN MeXXIMYHOCTHOM KOMMYHUKAIIUY B IIPOLleCCe UCCIeN0BaHUs PhIHKA.

Bo MHOrux ciy4asix HeTHOrpadusi CTaHOBUTCS Ooyee riryboKUM CIIocoO0M aHasm3a 00IIeCTBEHHOTO
MHEHUsI, KOTOpoe MoxkKeT 3¢pGeKTUBHO TOMOYb HeTHOTpadaM onpenenuTs HyKHbIe COO0IIeCcTBa, B
KOTODHIE OHU MOJXHHI BOUTU. MHTEPHET-CO00IIeCcTBa, KOTOPhie Garogaps yCUnmusiaM HeTHOrpadhoB
CTAHOBSTCS OOTaTEIMM UCTOYHMKAMU MHGOPMALKY, OOBIYHO YIPABISAIOTCSA KJIMEHTCKUMU Coo0IecTBamMu (a
HEe CaMUMM KOMITaHUSIMU), OXBATHIBAIOIIUMU KOHKPETHRIE TEMBI C OOIMMPHBIM HH(MOPMAIMOHHBIM II0OTOKOM
¥ OTPOMHBIM YHMCJIOM aKTHUBHBIX MTOJIb30BaTenel. B OONBIIMHCTBE ClIy4yaeB HeTHOrpadam KpaliHe BazKHO
PACKPEHITh 11eJIb IIPOBOAUMOI'0 UCCJIENOBAHUS U IIOIPOCUTE PA3PEIIeHUs V YIEHOB CO00IIecTRa.

BBIJIO MOKA3AHO, YTO MHOTOKAHAJIBHBIY MAPKETHHI CTIOCOBCTBYET ITOABJIEHUIO
PE3YJIbTATOB.

[Toka aHamu3 06IIECTBEHHOTO MHEHUS B OCHOBHOM HMCHOJIb3YEeT IIPOTPaMMHOE o0ecriedyeHune st
MOHUTOPHHTA COIIMAIbHEIX CETEH OJI aBTOMATHUYECKOT0 CO3MaHUs BU3yaIu3allui JaHHBIX, HETHOTPadus
To-TIpexkHeMy TpebyeT OT uccaefoBaTesiel co3naHus HeOUeBUIHBIX U HeOaHaIbHEIX THIIOTE3. YacTo
HeTHOTpadusa TpedyeT, 4TOOB HeTHOTPAGhBl PA3MBILIUISIA O TOM, YTO HaGII0OAAIOT ¥ YTO JINYHO YYBCTBYIOT,
KOT[la CTAaHOBSITCS 4JjieHaMHu cooluiecTB. CregoBaTebHO, HeTHOTPadus TpedyeT BEICOKOTO YPOBHS
3IMITIaTUU U OYEeHb CIeIu¢pUuIecKoro Habopa HAaBLIKOB, KOTOPHIMU 00J1afal0T HE BCE UCCIIeOOBATEIIH.



IMIaTuYeCcKoe HCCIeJoBaHHe

[NpepmiecTBEeHHUK OPUEHTUPOBAHHOIO Ha IOb30BaTensa nu3aiiHa (HCD), sMonaTudeckoe ucciegoBaHue -
3TO MeTO[ (IOMyJIAPU30BaHHBIN AU3alH-cTyausaMu, Takumu Kak IDEO u Frog), KOTOpHIY BKIII0YaeT B cebst
YeJI0BEeYECKYIO0 TOYKY 3PEHHUS U SMIATHIO B IIPOIlecCe ucciaeqoBanusi. Kak mmpaBuiio, KCCIIEIOBAHUE
IIpefrnojiaraeT BKJIIOUeHHOe HaOII0OeHe U IOTPyKeHNe B KOHTEKCT COOOIIeCTBa ITOKYyIlaTesiel C 1eJIbio
BBLISIBJIEHHUSI CKPLITHIX IOTPEOHOCTEel KIIMeHTOB. B oTIHYMe OT aHaiu3a 00IIIeCTBEHHOTO MHEHUS U
HeTHoOrpaduu, sSMIaTHYECKOe UCCIIeJoBaHue TPeOyeT MTUYHOTO HaOIIO[eHNsI, AUaiora, MO3roBOTO IITypMa
¥ COTPYIHUYECTBA CPedHu MCCJieoBaTenel u 4JIeH0B co0o0IecTBa, 4TOOb 00BeIUHUTEL CaMble aKTyaJIbHbIe
uneu. Takum oO6pa3oM, SMIIaTUYECKOE HUCCIIefOBaHue - 9TO MeToH, Haubomee OIU3KUYN K TPAOUIITMOHHOMK
STHOTpaduu.

Y1068 yOEOUTHCS BO BCECTOPOHHEHN YeJIOBEUECKOM TOYKE 3PEHUs, B IIPOIIECCE NUCCIIeNOBaHUs 0OBIYHO
MIPUHUMAIOT y4aCTHEe MEeXOUCHUIUIMHAPHBIE KOMaHIb, B COCTaB KOTOPHIX BXOAST IICUXOJIOTH,
QHTPOIIOJIOTH, OU3alHEePH, HHXKEeHEePHl ¥ MapKeTOoJIoTH. YIeHbl KOMaHObl OOBIYHO ITOTPYKAIOTCS B
coob1recTBa nmoTpedbuTenei 1 HaOIOOAOT 3a UX pa30vYapoBaHUsIMU U HEOXKUIAHHLIM IToBemeHueM. Mcxons
13 Pa3HbIX TPEIIIOCHIIOK, KaXK/bli Y4JIeH KOMaHIObl, KaK IPaBUJIO, IPUXOOUT C PAa3HBIMU Pe3yJIbTaTaMu
ucciaemoBaHuil. TakuM 00pa3oM, YieHaM KOMaHObl He0O0X0OuMO CoOpaTh U 00 bEIUHUTh CBOU BEIBOIHBI C
TTIOMOIIbI0 CEPUM MO3TOBHIX IIITYPMOB. I1oJTydeHHBIEe TAKUM 00pa30oM uaen 0OBIYHO MPUBOLST K pa3paboTke
HOBOT'O ITPOAYKTA, KJIMEHTCKOTO OIbITA WX HOBOM KaMIlaHMU OpeHaa, KOTopas YacTO IPUATHO YOUBIISET
MIOKyIIaTeseu.

[IpuMepoM 3TOTO ABNIsAETCS «OOIIEeCTBO B3POCIIEIX». DMIATUYECKOe UCCIIeqOBaHue, IPOBeIeHHOe
MassMutual u IDEQ, moka3ajio CKpHIThIE TPEBOTH U JKeJIaHUs MUJIIEeHHaI0B pa30upaThcs B GUHAHCOBBIX
Bompocax. 3ateM MassMutual u IDEO co3ganu «O06111eCcTBO B3POCIIBIX», KOMIIAHUIO, KOTOpas
IIpenocTaBisieT GUHaAHCOBOe 0Opa3oBaHue crenuanbHo Ay I[Tokonenus Y. OHa mpencTaBiseT
WHOUBUAYyAJTbHBIE 3aHSITHUS U KOHCYIbTAIUM B chepe PMHAHCOB B KPYTOM, pPacciabisiionieM U He
IyrampIeM MecTe, HalloMUHawIeM KodelHio. Takxke TaM OJIs1 MUJIJIEHNAJIOB IIPENCTABI€HO CTUIBHOE
umdpoBoe NporpaMMHoOe obecliedyeHre 15 IIJIaHUPOBaHUSA X (UHAHCOB. B KOHIle KOHIIOB, KOMIIQHUS
HampaB/eHa Ha TO, 4YTOOH CcHesiaTh (PUHAHCOBOE IJIAHUPOBAHNE HEOTHEMJIEMON YaCThIO COIMAIbHON 1
uudposoii xku3HU [TokoneHus Y.



Co3paHue miecTu anH6YTOB GpeHJIOB, OPHEHTHPOBAHHBIX Ha 4YeJIOBEKa

[ToHUMaHNe YeI0oBe4YeCKON CTOPOHHI IOKyIaTenell ¢ IOMOIIbI0 IM(POBEIX aHTPOIOJIOTHYECKUX
HCCIeOBaHUY SBISIETCS Ba’KHBIM IIEPBBIM IIarOoM, OPHEHTUPOBAHHBEIM Ha Y€JI0BEKOLIEHTPUCTCKUU
MapkeTuHr. He MeHee BaxXHO PacKpHITh YeJIOBEUECKYIO CTOPOHY OPeHI0B, KOTopas MOXKeT IIpUBiIeYb
IIOKyIaTesien.

CtuBeH C3MIICOH B CBoell KHUTe «JIudepvl 6€3 mumy/ia» BBOOUT IIOHSTHE «TOPU3OHTAIbHEIE TUOEPHI»,
KOTOpBIE 00JIalat0T MIECThIO YEJIOBEYECKUMHU aTpubyTamMu, KOTOPHIE TPUBJIEKAIOT K HUM OPYTHUX JTIOJEH,
maxke ecjii OHU He UMEIOT BJIaCTH Hal OPYTUMMH: BHEIIHOCTh, MHTEJINIEKTYaIbHOCTb, KOMMYHUKAOEJIbHOCTD,
3MOIIMOHAJIbHOCTDb, HHANBUIYAIbHOCTL U HPAaBCTBEHHOCTh. B COBOKYITHOCTH 3TH IIIECTh aTPUOYTOB
MIPEICTaBJIAIOT IIOTHOIIEHHOTO YeJI0BeKa, KOTOPBIM OOBIYHO CTAHOBUTCS 00PA3I[OM OIS ITOOPaZKAHUSI.
Korpa OpeHOB! XOTAT IOBJIMSATh Ha MOKyHaTeled KakK APy3bs, He TOHAaBiss UX, OHU OOJIKHEI 001agaTh
3TUMHU IIECTHIO YEJIOBEUECKUMHU aTPUOYTaMH.



BHeIIIHOCTH

JInyHOCTS, KOTOpasA CHUTAETCs BHEIIIHEe anBneKaTeanoﬁ, 0OBIYHO OKA3hkIBAET CUJIbLHOE BIMUSHUE Ha
OpyTrux. Takum 06pa30M, 6peHJ:[LI, KOTODPEBIE HAIl€JIEHEBI Ha TO, yTOOBI OKA3aTh BIUSTHUE Ha CBOUX KJIMEHTOB,
OOJIZKHBI 06na11aT1> BHEIIHEN IIPUBJIEKATEJIbHOCTBIO, KOTOPAs AejlaeT UX YHUKAJIbHBIMH, XOTA U He
nageajJlbHEIMHU.

7151 OpeHOOB BHELTHSISI MPUBJIEKATEIBHOCTh MOXKET 3aKJ/II0YaThCs B UX OTIMYUTEILHEIX 0COOEHHOCTSX,
TAaKHUX KaK THIQTEJIbHO IIPOOAYMAaHHBI€ JIOTOTHUIILI UJIN JIO3YHI'U. PaCCMOTpI/IM Google u MTV c ux IIoCTOSTHHO
U3MEHAKIINMHACA JIOTOTUIIaMH, KOTOPEIE MOT'YT OBITH IIOABU2KHBIMH, a HE CTaTUYHBIMU, B 3aBUCHUMOCTHU OT
CUTyalluu. Google IIOCTOAHHO YKpaIllaeT JIOTOTHUII B YECTh BAa2KHEIX AT U IIPA3OHHUKOB C IIOMOIIIBIO0 CBOETO
Google Doodle.

BHeIrHs1sT TPUBIEKATEILHOCTh TAKXKE MOXKET UCXOOUTH OT IPUTATATEIbHOTO AU3aliHa IPOAYKTa UJIN
pa3paboTKu mu3aliHa, KOTOPHIHM OB OB IT0 HPaBY IOKymnaTensM. Bo3pMeM Apple B KauecTBe mpuMepa.
Kommnanust Apple mpeycrneBaeT He TOJIBKO B iM3aiiHe CBOMX TOBAPOB, HO U B M3aliHe MOIb30BaTEILCKOTO
nHTepdeiica, KOTOPHIM 3a49acCTyI0 KaXkKeTCs OUYeHb IPOCTHIM M He CTPAIITHBIM, faXKe AJIs1 HOBBIX
nmonb3oBaTesnied. [uzanu Apple Store cuuTaeTcss OMHUM U3 JIYYIINX B POSHUYHOMN TOPTOBIIE.



I/IHTeJIJIeKTyaJILHOCTL

HHTEeIEeKTyalbHOCTh — 9TO CIIOCOOHOCTH YeIoBeKa 00j1afaTh 3HAHUSIMHU, MBIIIJIEHUEM U CIIOCOOHOCTHIO
TeHepupoBaTh unaeu. UHTEJJIEKTyaIbHOCTh TECHO CBsI3aHa C YMEHHEeM HeCTaHOapPTHO MBICIIUTh U
CTI0COOHOCTHIO K MHHOBALIMSAM. BpeHIB C MOIITHOM MHTEIEKTYaIbHOCTRIO SBJISIIOTCSI MHHOBAITMOHHBIMYU U
00/1aJat0T BO3MOXKHOCTBIO 3aIlyCKaTh TOBAPHI U YCIIYTH, O KOTOPBIX HE MOTJIM MOTafgblBaThCSA HU
KOHKYPEHTHI, HU KITUEHTH. TakuM 06pa3om, OGpeHALl fEMOHCTPUPYIOT CBOIO CLIOCOOHOCTE 3¢ (HEeKTUBHO
pemaTs MPoGIeMEI TOKYIIaTEJIeH.

Korpa aBToMOoOubHas KoMiiauus Tesla B3syma umst u3BecTHOro uslobperartens Hukombl Tecnbl, 6peHp
moo0eIras IOCTOSIHHO BBOOUTL HOBIIIECTBA, KaK M ero Te3ka. M OpeHO He pa30YapoBhEIBAaE€T: OH HAXOOUTCH B
TIEPBHIX PAOaX KPYMHBIX MHHOBAUWM, TAKUX KaK 3JIEKTPOMOOUIIN, aBTOMOOMITFHAS aHATUTHUKA, TEXHOJIOT U
aBTOIMIJIOTA. IHTeIIeKTyalbHOCTh Tesla BEI3bIBAaeT CHUIILHYIO ITPHUBIEKATEeIbHOCTh OpeHaa, Jaxe ecjii OHa
He peKjIaMupyeT ceobs.

KpynHuble ”HHOBalIMOHHBEIE KOMITaHUY, TakKue Kak Uber u Airbnb Takke meMOHCTPUPYIOT CBOIO
WHTEJUIEKTYaIbHOCTD, TpefjIaras yCIyru, KOTOpble 00beIMHSIIOT KIIMEHTOB U 00CITy2KUBAIOIITYIO
KoMIaHM0. OCHOBHBIX CTOPOHHUKOB TaK Ha3bIBaeMOU 5KOHOMHUKU COBMeCTHOTo nnorpebnenusi, Uber u
Airbnb, KTUEHTH CYUTAIOT YMHLIMU OpPEHIaMU.



KoMMyHHKa0e/ILHOCTh

OueHb KOMMYHUKaOEIbHEIN YeJI0BEK YBEPEH B 00IIIeHUM C OKPYZKAIOMMNMK, a TaKKe IIPOSIBIIsieT XOPOoIIne
BepbOabHBIE ¥ HeBepOabHBIE KOMMYHUKATUBHBIE HABLHIKKM. TOYHO Tak K€ 04YeHb KOMMYHUKaOeIbHbIE
OpeHOEI He 00ATCS 00IIATHCS CO CBOMMU KinueHTaMu. OHU CIIyIIalOT KJIMEHTOB, a TaKXKe y4aCTBYIOT B
00CyXKIOeHUsIX Cpeiu CBouX nmotpebuTteneii. KoMmMyHuKabGembHbIe OpEeHIB OTBETCTBEHHO OTBEYAIOT Ha
BOTIPOCHI M KaJioObl. Takke OPEeHIOH PETYJIIPHO MPUBJIEKAIOT CBOUX MOKYIIATEJIEH C TTOMOIIBI0 PA3JIMYHBIX
cpencTB KOMMyHUKanuu. OHU OeJIsITCS MHTEPECHBIM KOHTEHTOM B COLIMAILHBIX CETSIX, KOTOPHIHN
MIPUBJIEKAeT KJIIMEHTOB.

Hampumep, ceTs pectoparnoB Denny’s Diner co3maeT B COIMAIbHBIX CETSIX OOIMIMTEIFHOTO MePCOHAaXa,
OpYKemo0HOr0, BECEJIOT0 U MPUSTHOTO. BpeH PeryiIsapHo My0IuKyeT OCTPOYMHBIE KOMMEHTAPUU U
mryTku B Twitter, KOTOpEle TOTOM PETBUTAT U JIaMKalOT JIIOOM, YTO JejlaeT ero 0JIM3KUM K 4yelloBeKy. CeTb
pecTtopaHoB Denny’s BefeT ce6si Tak, 4TO JIIOAHU MOTYT OTHOCUTBCS K OPEHMy Kak K APYTY, U ITI09TOMY
OOJIBIIYIO POJIb 3TEeCh UTPAeT capadaHHOe paguo. Zappos TaKXkKe M3BECTEH KaK OYeHb OOIIUTETbHBIN
O6peHnn. [TokynaTenu MOTYT obmaThCs ¢ paboTHUKaMM KOJI-IleHTpa YacaMu, 00cyxkasi o0yBb U aKCecCyapkhl,
Kak [py3bs. Hanpumep, B Zappos 3aduKCcHpoBaHa caMasi AJIMHHAs 3allUCh Pa3roBopa MeXay KJINEeHTOM 1
pabOTHHUKOM KOJI-IIeHTPa AJIUTENbHOCTHIO B 10 4acoB 43 MUHYTHI.



9MOIHMOHA/IBHOCTH

Jltomu, KOTOpPBIE MOTYT SMOLIMOHAIIBFHO O0IIATHCS C OPYTUMH U YIIPABJISITH CBOUMHU OEeHCTBUSMU, SBISIOTCS
OYEeHb BIUSATEIbHEIMU. BpeHbl, KOTOPhIE BHI3EIBAIOT SMOIUH Y JIIOEH, MOTYT CTUMYJINPOBATh
OJIarompUsATHOE OTHOIIIeHHe KIHueHTOB. OHU 00IIal0TCs C IOKyIIaTelIsIMH Ha 9MOIIMOHAIbHOM YPOBHE C
BIOXHOBJISIOIMM TOCHIJIOM. lHOTTa OpeHabl TaKKe MOTYT OOIaThCsI C MIOKYMaTeIsIMU, HeMOHCTPUPY S
CBOIO IOMOPHUCTHUYECKYIO HATYPY.

Dove - GpeH[I C CUITbHOM 9MOIIMOHATBHOCTRI0. OOpaIeHHHH K YenoBeKy opeun Dove pemraeT npo6ieMmy
CaMOOIIeHKH Cpedu XKEeHIIWH, TPKU3bIBasi II00UTh ce0s 1 IeHUTh CBOI0 UCTHHHYIO KpacoTy. Biarogaps
MacInTabHOW KaMIIaHUHM, IPOAoJIKalolneics 6onee mecsatu jgeT, Dove ymaaoch MJOCTUTHYTh SMOIMOHAIbHON
CBSI3U C XKEHIUHAMU 110 BCEMY MUPY.

Eme onun npuMep meMoHCTpupyeT Doritos co cBoet peknamoit SuperBowl 50 “Ultrasound”, roe
OepeMeHHOU KeHIMMHe nesaioT Y3U, a ee MyXk B 3TO BpeMs eCTh Ima4yky Doritos. Pekiama 3akaHYMBaeTCs
TeM, 4TO peGeHOK BhIJIeTaeT U3 YTPOO®, YTOOR! mOmpo6oBaTh Doritos. TOT peKIaMHBINM POIUK BHI3BA
MIPOTUBOPEYMS; OOHU JIIOAY MOCYUTAIN €T0 CMEINIHEIM, @ IPYTUE - OTBPATUTENILHEIM. TeM He MeHee
cucTeMa paclio3HaBaHUS JIUI] I0OKA3bIBaeT, YTO PeKjiaMa BhI3Balla CHIJILHEIM 5MOIIMOHAIbHEIN OTKIIUK, aXke
€CJTM 9MOLMHU U OBIJIM CMEIIaHHBIMH.



HUHIUBUOYATBHOCTD

JIromy ¢ CUIBbHO BRIPAXKEHHON MHOUBUIAYAJIBHOCTHIO 00JIalal0oT CaMOCO3HaHUEM; OHU IIOHUMAIOT, B YEM
XOPOIIH, TIPY 3TOM IIPENICTABSIOT, YTO UM €ellle TPEeACTOUT y3HaThb. OHM BHIPAZKalOT CAMOYBEPEHHOCTDb U
CaMOMOTHBAIIMIO IOJII COOCTBEHHOI'O Pa3BUTUS. BpeHOhl C BHIPAKEHHON MHOUBUAYATbHOCTHIO TOYHO 3HAIOT,
KeM SIBIISIIOTCSI, — 3TO CMBICJI MX CyIllecTBOBaHus. Ho 3Ty GpeHObl TaKkKe He G0SITCS IT0Ka3aTh CBOU
HEMIOCTATKMU U B3SATh IIOJIHYIO OTBETCTBEHHOCTH 3a COOCTBEHHEIE AEeMCTBUS.

K npumepy, Patagonia BEICTyIIaeT 3a COIMaIbHYIO U 9KOJIOTUUYECKYIO YCTOMUYUBOCTE. OHa HalleJieHa
MUHUMHU3UPOBaTh HETAaTUBHOE COLIMAJIPHOE M 3KOJIOTUYECKOE BIUsSHUE CBOel Ou3Hec-gesaTenbHoCTH. Co
ceouM npoekToM Footprint Chronicles Patagonia mo3BonseT OTCIEOUTL MPOUCXOXKAEHNE IIPOAYKTa, a
TaK’e ero COIMaIkHOE W 9KOJIOTUYEeCKoe BiusiHue. Patagonia qocTaToyHO YecTHaA M yBepeHa B cele,
4TOOBI ITOKA3aTh, YTO €€ [IeJIOBLIe IIPOIIECCH HEe HIOeaJIbHBEI ¥ Ha CAaMOM AeJie BCE eIle BPeOsiT OKPYyKaloIle
cpene. Ho xomMnaHus cO BpeMeHeM HaMepeHa yIy4llaThCs.

Eme oguuM npuMmepoM sBiseTca Domino’s Pizza. B 2010 rony ceTh nulillepuii caeiaaa CMeIbIN II1ar,
IIPU3HAaB, YTO UX IIHUIIA He 0c000 IMpuBlIeKaTenbHa. B pekname Domino’s Pizza nmy6muuHO mmomenuiaach
OT3BbIBAMM CBOUX KJIMEHTOB HacyeT NUILL. KoMIlaHUs 3amyCcTu/Ia HOBYIO JIMHUIO IIULIIEL ¥ IIPEOJIOXKUIIA €€
kputukaMm. Domino’s Pizza yBepeHHO B3sijla OTBETCTBEHHOCTH 3a OIMOKYU, YTO cAesaso 6peHn 6omee
YeJIOBEYHBIM.



HpaBCTBeHHOCTL

Mopaib XapakTepu3yeT HPaBCTBEHHOCTD U LIEJIbHOCTh JIMYHOCTH. YeJI0BEK C MTOJI0OKUTEIbHEIMHU
MOpAaJIbHBIMK KaueCTBaMH MOXKET IOHSTh PAa3HUIy MEeXIy XOPOIIUMH U IIJIOXUMHU BelmaMu. Camoe
rJIaBHOE, YTO y JI0HeH eCTh CMEJIOCTh ITOCTYITaTh MPAaBUILHO. TOYHO TakK ke GPEeHIbl C CUITbHEIMU
MOpAaJIbHBIMU KaueCTBaMHU SIBIISTIOTCS I@HHEIMKU. BpeHIbl rapaHTUPYIOT, YTO COOTBETCTBYIOIINE STUYECKUE
coobpakeHusI CTAaHYT KJII0YEBOH YaCThIO BCEX [EJIOBHIX penleHud. Ha caMoM fiejie HEKOTOpHe GpeHE
CTaBSAT 9THYECKHe OM3HEeC-MO/e/I B Ka4eCTBe CBOETr0 OCHOBHOTO OT/IMYHMS. BpeHOs! mepKaT CBOU
obeIaHus, Naxke eCiid KJIMEHTH 32 3TUM He CJIe[sT.

Hanpumep, Unilever B 2010 rony o6bsiBuna o IlylaHe yCTOMYHBOI'O PAa3BUTHS U IOBLIIIEHHST KA4eCTBa
xku3Hu Unilever, KOTOpEIY HalpaBJieH Ha yABoeHNe MacliTaba 613Heca IpK OJHOBPEMEHHOM COKpalleHUU
B IBa pasa ero sKojorumdeckoro Bo3pencTtBusd K 2020 rogy. TakxKe IJIaH HallpaBjieH Ha [OBHIIIEHUE
farococrosHusa 0ojiee 4eM OJHOTO MUJUINAPAA YEeJIOBEK U YIy4IleHNe YCIOBUM KU3HU MUJIJIMOHOB
4YeJIoBeK, HaXOOAIMIUXCS B 9TOM Iipoliecce. OO1eKOPIIOpaTUBHEIY HPaBCTBEHHBIN OpHEHTHUD ObLI IlepeBeeH
Ha WHULMAaTHUBY YPOBHA OpeHOa B OBUKEHUH 110 CO3TaHUI0 Oojiee 4eJIOBEKOIEHTPUCTCKUX OPEH OB B
koMmnanuu. [Ipumepamu sBis0TCS yeunus Knorr mo 6opr6e ¢ mpobieMoit Hemoenanus B Hurepuu, ycunus
Wall’s 1o co3pganuio MUKpolpeanpuHrMaTeneit B Maguu, u kamMnasus Omo 1o 3KOHOMUY BOTHI B
Bpasunuu.



3akKjarodYeHue

Korma OpeHabl MOX0XKH Ha JII0AeH

Bce cunpHee OpeHOB IEPEHUMAIOT YeJIOBEYECKHEe KaueCcTBa OJIsi TOTO, YTOOH IPUBJIEYD ITOKyIIaTeIeH B
YeJI0OBEKO-IIEHTPUCTCKYIO 3MO0XY. ITO MpegycMaTpUBaeT Pa30I0KUPOBKY CKPHITON TPEBOTH U XKeJIaHUH
KJIMEHTOB C TIOMOIIbI0 aHaM3a 00IIeCTBEHHOTO MHEHUST, HeTHOTPpapuu 1 SMIIaTHIECKOT0 UCCIeIOBaHMUS.
YT068 9 PEKTUBHO CIPABUTHCS C ITUMU TPEBOTAMU U KEJIaHUSIMM, MapPKETOJIOTH JOJI2KHEL BLICTPOUTH
YeJIOBEKOIIEHTPUCTCKYI0 CTOPOHY CBOMX OPEHAO0B. ITUM OpeHgaM HeoOXoOuMo OBITh MIPUBJIEKATEIbHEIMU
BHEIIIHE, MHTEJJIEKTYaIbHO YOeIUTEeIbHEIMU, KOMMYHHUKAOETbHBIMU 1 9MOILMOHAIFHO IPUTITATEIbHBIMH,
¥ B TO JX€ BPEMs OHH [OJI2KHBI EMOHCTPUPOBAThH CUJIbHYIO HHANBUIYAIbHOCTb U HPAaBCTBEHHOCTb.

KakoBEI caMbie FHY6OKI/IG CTPpaxu U 2KeJIaHUA BallluX KIIMEHTOB?

O6namaeT iy Balll OpeH[T YelI0BeYeCKUMHU KadyecTBaMu? YTOo BBl MOXKETe CHelaTh [JIs TOr0, YTOOLI OH OBII
0oJjiee 4eJI0BeYHBIM?



KoOHTEeHT KaK HOBast peKiiaMa, #XxelITer Kak HOBbBIH CJIOTaH

KOHTEeHT-MapKeTHHT - 3TO MapPKETHUHTOBHIM ITOIXO0/, KOTOPHIM 3aKI/TI0YaeTCs B CO3MaHUU, KYPUPOBAHUH,
pPacIpoCTpPaHEHWHU U PACIIUPEHUN KOHTEHTA, SIBASIONIETOCS UHTEPECHBIM, aKTyaTbHEIM U TIOJIE3HBIM IS
orpefeeHHON ayqUTOPHH, YTO IIOBJIeYeT 3a coboi ero oocyxaenne. TakkKe HHTepPHET-MapPKeTUHT
CUYMUTAEeTCsI APyroi ¢GopMoi OpeHI-KyPHATUCTUKY U OpPeHO-U3aHus, co3fatolel 6ojiee ri1y00Ky0 CBSA3b
Mexknay OpeHgaMu U MOKYyIIaTeasIMu. BpeH/Ibl, peanu3yooIyue XOPoIInil KOHTEHT-MapKETHHT,
MIPenoCTaBISIOT KJIMeHTaM [OCTYII K BLICOKOKAYeCTBeHHOM OPUTHHANBHON HHGOPMAIIUH, IPKU 3TOM
pacckas3biBasi MHTEPECHBIE UCTOPUH O ce6e. KOHTEHT-MapKETHHT CMeIllaeT POJib MapKeTOJIOTOB OT OpeH.-
IIPOMOYTEPOB OO PACCKa34YUKOB.

CerogHst OONBIIMHCTBO KOPIOPAIIUH B ONPENEJIEHHON CTeIIeHU BHEOPUIIU KOHTEHT-MapKETHHT .
HccnenmoBaHue, mpoBemeHHOe MHCTUTYTOM KOHTEHT-MapKeTuHra u MarketingProfs, mokazamno, uto 76 %
KOMIIaHUM «Ou3Hec s nmoTpedurens» (B2C) u 88 % koMnaHuu «6usHec s 6usHeca» (B2B) B CeBepHOI
Awmepruke B 2016 romy vcnonb3oBanu KOHTeHT-MapKeTuHT. Komnauuu B2B TpaTtunu B cpegaem 28 %
MapKeTUHTOBOTO OI0[>KeTa Ha KOHTEHT-MapKeTHUHT, a B2C-KoMnaHuu B cpegHeM Tpatunu 32 %
MapKeTUHTOBOTO 0I0[KeTa. 3T KOHTEHT-MapKeTOJIOTH YTBEPKAAIOT, YTO KOHTEHT CTaJl HOBOM PEKJIaMOH,
a #xelITeryu, UCIONIb3yEMEIE B PACIIPOCTPaHEHUM KOHTEHTa Yepe3 COManbHbIe CeTH, CPaBHSAIU CBOIO
3HAQYHUMOCTh C TPAAUIIMOHHEIMU JeBU3aMHU.

KoHTeHT-MapKEeTUHT B IIOCJIEIHUE OBl CTaJl MOOHBIM CJIOBOM, U €T0 IIO3UIIMOHMPOBAJIN KaK Oyayliee
pekaMsbl B IIU(POBOM 3KOHOMUKeE. [Ipo3pavHOCTh, IPUBHECEHHAS HHTEPHETOM, NelCTBUTEILHO ITIOPoauIa
Uaer0 KOHTeHT-MapKeTUHTra. HTepHEeT-CBSI3HOCTD II03BOJISIET IOKYyIIaTeIIM OOIaThCS U Y3HaBaTh O
OpeHpmax mpaBay. CeroHs MapKETOJIOTH CTAJIKMBAIOTCS C CEPhE3HBIM IIPETSITCTBUEM IIPHU ITOMBITKE
MIPUBIEYh KIIHEHTOB TPAOUIIMOHHON PEeKJIaMOM, MOCKOJIBKY ITOTPeOuTenu He Bcerga e BepsaTt. OHu
IIpefIoYunTaioT y3HaBaTh V OIpy3ed U ceMbl YeCTHOe MHeHUe HacueT 6peHpoB. Korpa mokynaTeny CIbIIaT
BBICKAQ3HIBAHUS OT CAaMUX OPEHAOB, OHU YTOYHSIOT 9Ty MHOOPMALUIO ¥ HaAeKHBIX 3HAKOMEIX U3
COOOIIIEeCTB.

To, 4To MOKymaTenu 3a9acTylo He CYUTAIOT PeKJIaMHEIe 00pallleHus TPUBJIeKaTeJIbHBIMU, OKa3bIBaeT Ha
MapKeTOoJIOTOB NOIIONIHUTEeIbHOe faBjieHue. KimtoueBasi pojIb MapKeTOJIOTOB 3aKJ/II04YaeTcs B llepenayde
LIEHHHBIX TIPEJIOKEHUM OT CBOero 6peHaa. MapKeToJIOTH CTajlk 0YEeHb TBOPUECKHU MOOXOIUTE K
IIpenoCTaBIeHUIO CIIOXKHOM HHGOPMAIUM Yepe3 peKiiaMy, IIPU 3TOM He OAaBIIsas IoTpebuTternel,
VYHUTHIBAs OTPaHUYEHHOE MPOCTPAHCTBO U BpPeMsi, KOTOpPhIe OHU MOTYT ce6e IM03BOJIUTh B maTHbEIXx CMHU.
OpHaKo [IeJio B TOM, YTO TENEPh KJIMEHTH YaCTO CYUTAIOT IEHHOCTHBIE TPENJIOKEHNST OPEHIOB
HeaKTyaJIbHBIMU ¥ HeJOIIyCTUMBIMU.

CormpanbHEIE CETU CHIIPANIM 3HAYUMYIO POJIb B JaHHOM CABUre. PaHbIlle KIIMEHTH BHUMATEJIBHO CIIyIIaau U
MPUHUMAJIX KOHTEHT, TPAHCITUPYEMBIN TpaguluoHHbIMu CMU, BKII0Yasi pekjaaMy. Y HUX IPOCTO He OBIJIO
BeIOOpa. ConuanbHbBIE CETU U3MEHUIH BCe 9T0. Tenepsb y moTpebuTesnielr eCTh MHOTO CO30aHHOTO
IIOJIb30BATENISIMU KOHTEHTA, KOTOPHIM CUNTalOT O00Jiee HalleXKHBIM U, UYTO HeMaloBaXHo, 6oree
MIPUBJIEKATEJIFHEIM, YeM Tpamunnonasie CMU. [106POBOIFHOCTD M JOCTYIIHOCTE IO TPEOOBAHUIO OejlaeT
KOHTEHT COIIHaJIbHEIX CETEH OYEeHb IIPUBJIEKATEIBHBIM IIOTOMY, UTO IIOKYIIATENIN UMEIOT BO3MOXKHOCTh
MoTpebIsITh HHPOPMAIUIO BCSIKHUM pa3, Korfaa U I'1e 3aXOTT.

B coumasnbHBIX CETSX peKjiaMa He MOXKET CYIIeCTBEHHO ITOMeIlaTh KJIMeHTaM BO BpeMs NoTpebsieHus
koHTeHTa. K nmpumepy, peknamy YouTube TrueView MOXKHO IPOIIYCTUTHL Yepe3 MATh CEKYH. DTO CO3TaeT
IIpeleneHT, 4YTO peKjlaMy UTHOPUPYIOT IIOTOMY, YTO OHa He HPaBUTCS 3PUTENSIM. MBI Ha3bIBAEM 3TO
«ISITUCEKYHIHLIM COPEBHOBaHMEM I10 CKuUMNy». Ecnu OpeHObl ¥ peKjaMoaaTe/Iu He CMOTJIA IIPUBIeYb
BHUMAaHNe B Te4YeHUe [ISITU CeKyH[, y HUX HeT IIpaBa 2KaJjloBaThbCs, YTO KJIUEHTHl PEIIUIIN
IIPOUTHOPUPOBATE OCTaNIbHYIO YaCTh KOHTEHTA.

9TO TaKxXkKe OTHOCUTCS K OpeHAVPOBAaHHOMY KOHTEHTY U CIIOHCOPCKOMY KOHTEHTY (TOT KOHTEHT, KOTOPHIH
IpefoCcTaBisieTcss OpeHgaMu, HO He B OOBIYHOM peKJIaMHOM (opMaTte), B COIMAIbHBIX CeTAX. Eciu
MIOKYTAaTeIX He CYUTAIOT JaHHBIM KOHTEHT IPUBJIEKATEILHEIM U aKTyaIbHBIM, OHU He OyAyT TPaTUTh
BpeMs Ha IpocMoTp. [lefio B TOM, YTO caMble IIpocMaTpuBaeMble BUEO U KaHAIL, I'e eCTh MHOT'O
MOATIUCYMKOB Ha YouTube, SIBJISIIOTCS KOHTEHTOM, CO3[laBae€MbIM I10JIb30BATENIIMY, a He OPeHOIUPOBAHHBIM
KOHTEHTOM, KOTOPHIY TOBOPUT caM 3a cels.

HecmoTps Ha 9TH mpo6IeMbl, MAapKETOJIOTH MPU3HAOT IIeHHOCTh COIMAIbHBIX ceTel. ColnanbHbIE CEeTH
OalT MapKeToJIOraM BO3MOXKHOCTb OTKA3aThCs OT OOBIYHBLIX MEOUAIOCPETHHUKOB U KOHTAaKTUPOBATh C
MOKYTaTeJIsIMUA HanmpsaMyo. B ormuuue ot Tpaguumonabix CMU, KoTOpEIe OOMbIIIe TOIaraloTCs Ha
TPaAHCIIUPOBAHUE «OOUH KO MHOTUM>», COIIMAIbHBIE CETH ITO3BOJISIOT 00Jjiee MHTEPAKTUBHBIE 00CYKIEHUS.
ITu npsiMble ABYCTOPOHHUE OOCYKOEHUS C MOKYIIaTeIsIMH 4acTo 6ojiee 3 GEeKTUBHEI, a Takxke 6ojee
9KOHOMUYHEI. Takoe MBIIIIeHNE IIPUBOOUT K TOMY, YTO Bce Ooblne OPeHO0B ¥ KOMITAHWH HUCIIONb3YyIOT
KOHTEHT-MapKEeTHUHT B COLIMAJIbHBIX CETSIX B JOIOJIHEHNE K KJIaCCUYEeCKOU pekyaMe. OHU CTPEMSTCS B
KOHEYHOM UTOTe Co3AaTh coOcTBeHHbIe CMU 1 YMEHBIIIUTh 3aBUCUMOCTD OT TPamguuuoHHbEIXx CMU.

OpHako Hpo6neMa 3aKJII04YaeTCd B TOM, YTO MAPKETOJIOTHY YaCTO PaCCMaTPUBAIOT KOHTEHT-MAaPKETHUHT KakK



nHyio GopMy peKJlaMbl, a colralbHble CETH Kak Apyryoo dopmy Bematenbabix CMU. HekoToprie
MapKeTOJIOT'H IIPOCTO IIEPEHOCSAT CBOIO PEKJIaMy B COIIMAIbHEIE CETH, IIPU 3TOM He yIOessisi 0Co60ro
BHUMAaHMS M3MEHEHMI0 KOHTeHTa. OHM pacCMaTpUBalOT KOHTEHT KakK 0ojiee AIUTeIbHLIE II0 BPEeMEHH!
BEPCUU PEKIIAMEL.

M#I cyuTaeM, YTO He0OXOOUM CEePbEe3HBIN CABUT B U3MEHEHWHU MUPOBO33peHusa. KOHTEHT, HECOMHEHHO,
SIBJISIETCSI HOBOM PeKJIaMO¥, HO OHM COBEPIIEeHHO pa3Hble. PekilamMa cogmepxkuT B cebe nmHpopMaluio,
nepenaBaeMyto OpeHIOM OIS TOT0, YTOOBI IPOJaTh CBOM TOBApH U yCiyru. C OPYroy CTOPOHHI, KOHTEHT
comepxkuT B cebe nHGOPMAIIUIO, UCTIOIb3yEMYIO KITMEHTAaMHU IJIsT JOCTUZKEHUS JIMYHBIX U
mpodeCCuOHANbHBIX IIEJIEH.

HccnemoBanue ThICSY pekiaM Ha YouTube TrueView, mpoBogumoe Google B 2015 romy, moka3sajo Te
OTIIMYUTENILHBIE YePTH BUIE0, KOTOPHIE He IIPOITYCKAIOT 3PUTE/IN: OHU BKIIIOYAIOT B Ce0sI UCTOPUH,
YyeJI0BeYeCKUe JINIla ¥ HeKOTOPHe BUOL aHuManuu. FcciemoBaHue TakKXkKe IT0Ka3aJjlo, YTO u300paxkeHue
joroTuna OpeHOa B IepPBbIe IIATh CEKYH[ PEKIaMbl ITOBHIIIAET Y3HABAeMOCTh OpeH/ia, HO TaK¥Ke MOXKET
YMEHBIINTL BPEMS IIPOCMOTPa BUIeOPOJiKa. MapKeTOJIOTH AOJIXKHE IOHMMaTh, YTO UX OIpefeieHue
XOPOIIIero KOHTEeHTa MOXEeT He COBIIafaTh C OIpeeIeHNeM MMOKyIIaTelNsa. B KOHeYHOM CUeTe UMeeT
3HauYeHNe UMEHHO OIIpefesieHue MOoKyIaTes.

YT10o06HI ITOCTIEMOBATEIbHO B3aNMOOENCTBOBATD C KIIMEHTAaMH, MHOTHa MapKEeTOJIoTaM HY2KHO CO3[aTh
KOHTEHT, KOTOPBIM MOKET He HalPSIMYI0 CIIOCOOCTBOBATh PA3BUTHIO IIEHHOCTY OpPeHOa UIHU YBETUYUBATh
KOJIMYEeCTBO UX IMPOMAaK, HO KOTOPBIHM OyIOeT LIEeHHBIM OJI5 KJIMEeHTa.

I[TpuMepoOM MOXKET CIYyKUTb CTpaTeTrusd KOHTEHT-MapKeTUHTra KoMnanuu Hipmunk. Byoy4du oHmaiin-
TYypUCTHUYeCKOM KoMmnaHuel, Hipmunk npencrapnsieT xKypHaJsl IyTeIIeCTBUM o Ha3BaHueM Tailwind,
KOTOPHBIM BKITIOYaeT B ce0si 4acTo 3ampalrnBaeMylio KiineHTaMu nHpopMaluio. B HegaBHEN cTaThe IO
Ha3BaHueM «YTo 3HA4UT Brexit mysa neTHUX MyTelecTBU» 00CyKIaeTCs BIUSHUE BHIXOTa
Benuko6puTanuyu U3 EBPOMENCKOTO CO03a Ha aMepPHUKAaHCKUX IyTEIIeCTBEeHHUKOB. [Ipyryue 3amucu
BKJTIOYAIOT B ce0s MOJIE3HYIO OISl MyTEIIeCTBEHHUKOB WH(GOPMAIUIO, HATTPUMEDP COBETHI, KaK JaBaTh
4JaeBble, U IIpaBuUjla IPoBo3a O6araxa B KPYIIHBIX aBUaKOMITaHUSAX.

HuTepecHo 1o, uTo Hipmunk Takxke npemycMaTpuBaeT UCIOIb30BaHNE UCKYCCTBEHHOTO UHTEJIJIEKTA -
IIOMOIITHUKA [JIS1 IIyTEeIIeCTBUM, KOTOPLIY IT03BOJISET KJIMEHTaM IIJIaHUPOBaTh TYpHe, GaKTUYECKU He
ITPOBOS HUKaKUX UCCIIeqoBaHuM. ECIyU KIIHEeHTH OTOIITIOT KOITHIO IjlaHa Ha hello@hipmunk. com,
3JIEKTPOHHYIO IIOUTY A1 O0CYXKIEeHUs IIJIaHOB Ha nyTeuecTsue, Hipmunk BeIICHUT nnogpoOHOCTH
MyTEeIIeCTBUSA ¥ OTBETUT BCEM COOOIIEHUEM, COMIEPKAIIUM PEKOMEHAAIUY 10 IIJIAHUPOBAHUIO
nyremlecTtBusa. Ecnu KnueHTH ganyT cornacue Hipmunk Ha npocMoTp «Google Kanenpapsi»

Y MECTOIIOJI0KEHUS MTPENCTOSIINUX II0€3I0K, TO UX OIIOBECTST 3JIEKTPOHHLIM COOOIIEHUEM, COlePKalluM
copepKalluM peKOMeHIallUuy K IIyTEeIIeCTBUIO COTJIaCHO reoIoKallii peKOMEeHIalluM K IIyTeIleCTBUIO.
Y4YuTHIBas TO, YTO TYPUHAYCTPUS IIOOXOOUT IIOJ KATETOPUIO «30JI0TON PHIOKM» C TUIIMYHO BEICOKOH!
CTeIleHbI0 9Talla Bopoca (CM. IjiaBy 7), akTyaJabHBIM KOHTEHT, TpenoaHeceHHbH Hipmunk, dakTuyecku
yMEeHbIIaeT TOUCKOBEIE YCUNINS KJINEHTOB U ITIOTEHIINAIbHO COBATAeT MOIENb KJINEeHTCKOTO IIyTH Ha Iar
O1mKe K uaeanbHOM MOOENHN «TajICTyK-0abouKka».



IITar 3a marom K KOHTEHT-MapKeTHHI'Y

ITo cyTu, KOHTEHT-MapKeTUHT IIpeAIoiaraeT IPOU3BOICTBO KOHTEHTA U €T0 pacipeneseHue.
AdderTUBHAT KOHTEHT-MAaPKETUHT KaMITaHUS TPeOyeT OT MapKETOJIOTOB CO3[aHMsI OPUTUHAJIBHOTO
KOHTEHTa COOCTBEHHBIMM CHUJIAaMH HJIM TIIATEIbHOTO IIoaOopa KOHTEHTA U3 BHEITHUX UCTOYHUKOB.
KoHTeHT-MapKeTOJIOTH TaKKe AOJI2KHEBI PacIpefensiTh KOHTEHT [0 JIYYIINM KaHajlaM cBs3u. OmHaKo
caMoO¥ pacOpoCTpaHEeHHOU OIMMOKOM B CTPAaTerny KOHTEHT-MapKeTHHTa SBIISIEeTCS HeMeOJIeHHEIH IIepexo]
B ITPOM3BOACTBO U pacIipefesieHre KOHTeHTa 6e3 HaajexKalluX OPeaIpou3BOICTBEHHBIX U
IociepacupenenuTeNIbHEX OedCcTBUM. B cienymomux nogpasneiax IepedncieHbl BOCEMb OCHOBHEIX IITaTr0B
B KOHTEHT-MapKETUHTE, KOTOPHIM AOJIZKHEI CJIef0BaTh MapKeTooru. Ha KaxXmoMm Iitare MapKeTOoJIOTH,
IIpexkye YeM IIePedTH K CIIeAyIoleMy, OOMKHEI BRITIOIHUTDL BCe HEOOXOOQUMEBIEe AeicTBUs (cM. puc. 9.1).



ITar 1. Onpepejsienue neiIu

[Ipexpe yeM nepeyTy K IMyTEUIeCTBUIO B MUPEe KOHTEHT-MapKeTUHTa, MapKeTOJIOTH [OJIKHEI YeTKO OIIPeesIuTh CBou Iennu. be3
OIIpenesieHus ieJIell MapKeTOJIOTH MOT'YT 3aTePsIThCs, YIrIyOUBIIKUCE B CO3aHKUe U PACIPOCTPaHeHHe KOHTEeHTa. Llenmy moTKHbI
OBITH COTJIACOBAHEI C OOIIUMY OM3HeC-1IeNIsIMU U IlepeBefleHbl B KJII0UeBhble [T0Ka3aTeNld, Ha OCHOBe KOTOPHIX OyOeT OlleHUBaThCS

KOHTEHT-MapPKETHHT.

KoHTeHT-MapKeTUHTOBEIE 11e/IM MOXKHO pa3[e/IuTh Ha IBe OCHOBHBIE KaTeropuu. [lepBas KaTeropus - 9TO lLieJid, CBSI3aHHEIE C
IpofazkaMu; OHHU BKIIIOYAIOT B ce0si MPUBIIeYeHNE IOTEHI[MAILHEIX KJIIMEHTOB, 3aKJII0YEeHNEe COENIKH, IPofjaka COMYTCTBYIOMINX
TOBApPOB, MOOHSATHE CYMMHI ITPOAazK¥ U ITapTHEPCKHE MPOrpaMMEL. BTopas KaTeropus - 9TO 1ieJik, CBI3aHHEIEe C OPEeHAOM; OHU
BKJIIOYAIOT B Ce0s1 y3HABaeMOCTh OpeH/a, aCCOIMUPOBaHNEe C OPEHIOM U JIOSIIbHOCTh/agBOKaINI0 OpeHga. BoIbIIMHCTBO KOHTEHT-
MapKeTOJIOT0B UMEIOT OOJIBbIIIE, UEM OIHY LIeJIb B KaXKA0U U3 KaTeropuil. UHCTUTYT KOHTEHT-MapKEeTUHTa II0OKa3kBaeT, YTO B
CeBepHoll AMepuke caMble 3G derTruBHEIe B2C-KOHTEHT-MapKeTOJIOTY B KaUeCTBe KJII0YEBHIX IleJiell BEIOMPAoT Y3HABAaeMOCTEh,
JIOSITBHOCTD U B3auMopelicTBrue 6peHpa. C Apyroi cTopoHbl, B2B-KOHTEHT-MapKeTOIoTH 00Jibllle BHUMAaHUS YOEIs 0T
IIPUBJIEYEHUIO TOTEHINAIbHEIX [TIOKyTIaTeIel U IIpofaxKaMm.

OMNPEAENEHWE LENN

Yero Bbl XoTUTE AOCTUTHYTb
C NMNOMOLYbIO 3TON KOHTEHT-
MapKeTUHroBol KamnaHum?
+ Lenb cospaHnAa 6peHpa

+ Lenb pocra o6bema npogax

PACMNPEOENEHWME KOHTEHTA
e Bbl X0 TMTe pacnpocTpaHATbL
KOHTEeHT?

+ Cob6cTBeHHDbIN KaHan

+ MnaTHoiil KaHan

+« MpnobpeTeHHblil KaHan
KOMMYHMKaLn, Hanpumep
B B e NaiKkoB, OT3bIBOB,
KOMMeHTapunes

PucyHok 9.1.

OTOBPAHEHWE AYOWUTOPKIA
Kem ABNATCA BallN KNWEHTbI
N KakoBbl MX cTpaxun
1 KenaHwuAa?
« Moprper knneHTa

n NMMYHOCTDb

o, chﬂX“ N wenaHMA KNneHTa

PACLWLMPEHWME KOHTEHTA
Kak Bbl nnaHnpyeTe yBennynTb
06bem KOHTeHTa
1 B3aUMOJeCTBORATL
C KnneHTamn?
+ CospaHue obcympeHna
noupyr KOHTeHTa

+ WenonbsosaHune Wwymunuxun
W BANATENBHBIX Noge i

ITowazoevlll KOHMEHM-MaPKeMuHe

KOHLUENU WA KOHTEHTA

N NNAHNPOBAHWE
KakoBa obLjan Tema KOHTeHTa

M Kakoe ero nnad?
+ Tema KoHTeHTa
+ Qopmarbl ULAN NX KoMGUHaLWA

+ CromeTHana NMHNA KOHTEHTa
nKaneHpapo

OUEHKA KOHTEHT-

MAPKETAHTA
HackonbKko ycnewHa Bawa

KamrnaHuA no KOHTeHT-
MapKeTuHry?
« [oKazaTenu KOHTeHT-

MapKeTUHra
« focTuKeHue oBWNX Leneid

CO3AHME KOHTEHTA
KTo n Korga cosfaet
KOHTEHT?
+ Cosparenu KoHTeHTa:
coBCcTEEHHBIMW cnNamun
VN cNpyuBnevYeHnem areHTcTBa
+ lpad WK NponsBoAcTEa KOHTEHTa

YNYYWEHWE KOHTEHT-
MAPKETWHIA

Kak yny4winTb cyujecTey iowmnia
NHTepPHET-MapKeTUHI?

+ WsmeHeHWe TeMbl KOHTEHTa

* YnyyweHne KoHTeHTa

+ YnyyweHwue pacnpocTpaHeHuA
WAN pacluipeHWe KOHTEHTa

Omnpepenenue Iesei noMoraeT MapKeTojioraM pa3paboTaTh JIydIIyio CTPATeTHI0 KOHTeHT-MapKeThHra. ECu ey nomnagaioT
o[, KaTeropuio, CBSI3aHHYIO C IpofazkaMy, MapKeToJjioraM HeoO6XoquMo yOeIuThCs, YTO KaHalkl pacpeneeHuss KOHTEeHTa
XOPOIIIO COTJIaCOBaHH! C KaHaaMu nponax. K npumepy, Birchbox, onnaiiH-Marasua KoCMeTUYeCKUX TOBapOB, YaCTO IIpefjaraeT
COBETH! B popMe BUIEOPOJIMKOB A1 MOAAepKaHUSA 300POBhs Booc. [I0CKOIBKY OfHa U3 Liesel - 3To pofaxu, KHonka Shop This
Story pacnosozxeHa psiioM ¢ BUAEOPOJIMKOM, YTO II03BOJIsIET IIOTPEOUTENII0 HaXKaTh Ha Hee U cpa3y KYIUTh 3afefiCTBOBaHHEBIN B

OJaHHOM KOHTEHTE TOBap.

C mpyro# CTOPOHEI, ecyiu 1ieu 60JIbIlle OPUEHTUPOBAHEL Ha ITOKa3aTe/ I OpeHaa, MapKeTOIOTH JOJIKHEI yOEeIUTHCSI B TOM, UTO
KOHTEHT BCETrfla COOTBETCTBYET penytauuu 6perna. Hanpumep, B Colgate KOHTEHT, cO3gaBaeMkulil B paMKax nmporpaMmser Oral
Care Center, momoraeT IOCTPOUTH accoruuposanue 6peHpga Colgate c o6pa3oM cnenuanucTa 1o noiocTu pra. B Uagun
npunoxenue Oral Care Center komnanuu Colgate momMoraeTt cBsi3aTh CTOMATOJIOTOB C ITIOTEHITNAIBHEIMU KIINEHTaMHU, YTO
IIOMOTaeT CO37aTh CUJIbHBIM UMUK OpeHOa ¥ 00eux rPyIl ayaAuTOPUH.

MOBMWJIbBHBIE YCTPOUCTBA CJIVKAT MOCTOM, COEIUHAIOMIUM LIUOPOBOA MUP C O®JIAMH-MUPOM.



IITIar 2. OToOpazkeHue ayIUTOPHH

[Toce TOTO KakK 4eTKO chopMyTHMpPOBAHHI 11eJ1¥, MapKeTOJIOTH HOJIKHEI OIIPEeNesIuTh, Ha KaKyl0 ayaIUuTOPHIO
OymyT onmupaThCsi. MapKeTOJIOTH He MOTYT OIPENesiTh ayqUTOPHIO B 001X (hOPMYIMPOBKAX, HATIPUMED
«HAIIX KIIHEeHTHI», «MOJIOJEKb B LIEJIOM» WIIN «JIIOOH, IPUHUMAIOIIHe pelieHus». OnpemneneHue
KOHKPETHO¥ MOATPYIINH ayIUTOPUH IIOMOTraeT MapKeToJIoraM Co3[aTh 6oJiee eneHanpaBIeHHbIH 1
TJIyOOKUM KOHTEHT, KOTOPHIHM, B CBOIO 04Yepenb, CIIocoOCTByeT 3(hGHEeKTUBHOMY ITOBECTBOBAHUIO OT JIUIIA
OpeHpa.

Kak u B TpagUIIMOHHOM CETMEHTAIlUY, TPAHUIIE ayTUTOPUHU MOTYT ONPENeIsiThCS reorpadudecKuMy,
meMorpadudecKuMH, IIcuxorpadpuiuecKuMu ¥ IOBEIeHYECKUMH XapaKTepucTtukamu. OCHOBHOM
XapaKTEPUCTUKOU SIBIISIETCS MoBeOeHYecKas. [lyriac X0t npeajiaraetT KOHTEHT-MapKeToJIoraMm
COCPeNOTOYUTLCS Ha TeMaX, UHTEPECYIOIINUX ollpefeeHHble CyOKYIbTYPH! (Takue, KaK JoMalrHee
o0yuenue, 3D-meyats, HaOMIOeHNE 3a NTUIAMHU, OOOUOUIIINHT ), KOTOPHIE CKJIOHHBI COOMPATHCSI BMECTE U
pacIpoCTPaHSTh COOTBETCTBYIOIINN KOHTEHT MeXAy co00M. IT0CKONBKY GOJBITMHCTBO CYOKYIIBTYD
NIPUBJIEKAIOT HOBLIE ¥ HEMEWHCTPUMHEIE TEMBI, KOHTEHT-MapKeTOJIOTH MOTYT HaWTH HeCTaHIapTHEIE TEMBI
IOJIst KOHTeHTa. Bonee TOro, 60IBITMHCTBO aKTUBUCTOB CyOKY/IbBTYP OKAa3bIBAIOT HA OCTAJILHBEIX BIIUSHUE,
KOTOPO€E TIOMOXKEeT YCUIUTD BIUSHUE KOHTEHTA.

[Tocme TOro KaK MapKeTOJIOTH YCTAaHOBST I'PAHULIEI CBOEN ayAUTOPHUN, UM HEOOXOOMMO OIIPENEIIUTh
OCHOBHBIE XapaKTEePUCTUKHU (IPO(DHUIIL) ayIUTOPUU U ONHUCATh TUYHEIEe KaUYeCTBa, KOTOPhIE TIOMOTYT
IPEeNCTaBUTh, KaK BHITJISIAUT ayIUTOPUS B PealbHOM XKu3HKU. C TOMOIIBIO HaAJIeXKaIUX UCCIeT0BaHUN
MapKeToJioraM TaKXe HyKHO OIIpefe/IuTh CTPaxy U XKejaHus (win 60JIeBble TOUKM U CTPEMJIEHUS), YTO U
OIpeNeNuT MOoTPeOHOCTH B ONIPeNeleHHOTO BUa KOHTEeHTE. 3aTeM MapKEeTOJIOTH [IOJI2KHEI TPeIOCTaBUTh
KOHTEHT, KOTOPBIM IIOMOXKET YMEHbBIIIUTEL CTPAXU U UCIIOJTHUTH JKeJIaHus.

K mpumepy, Airbnb ¢okycupyeTcs Ha nyTeleCTBEHHUKAX, KOTOPHIE XOTETN OBl ITPOBECTU BPEMS B MECTE
CBOETo MPeObIBAaHKS He KaK IIPOCTHIE TYPUCTHI, @ KAK MECTHBIE XKUTEJIH, KOTOPHIE Ha CaMOM JeJie TaM
KuBYT. [ToaTomy Airbnb ny6nukyoT «CIMCOK MECTHOTO KUTEJIST» AJIsT OCHOBHEIX CTPaH Ha3HA4YeHUsd. JTa
6pomropa B PDF-dpopmaTe npeacrasiseT coOO0M MyTEBOOUTEIH, OIUCHIBAIOIIUE ITOBegeHue ab0OpPUTEeHOB, U
JII06MMEIe MEeCTa, KOTOPEIe OHU IIOCEIIAl0T B OIpenesieHHOM ropone. ITo cyTH, 3TO MyTEBOOUTEE,
CO3[AHHBIN C TOUYKU 3PEHUS MECTHOTO XKUTEJIsI, a He TypucTa. YeTKOo Onpeie/IeHHBI CEeTMEeHT IIOMOTaeT
Airbnb co3maBaTh KOHTEHT, KOTOPHIH SBJISIETCS aKTYaJIbHBIM U YOEIUTEIbHBIM.



IITar 3. Konuennus U nNjiaHUPOBaHHE KOHTEHTA

Cnepyromuii mar - 3To IIOHSITh, KaKOM KOHTEHT He0OX0AMMO CO37laTh, ¥ IIPOBECTH HafJiexkKalee
nnaHupoBaHue. CoyeTaHUe aKTyaJIbHBIX TEM, MTOAXOASINX (GOPMATOB U LEJIbHBIX UCTOPUI 0OecrieunBaeT
VCIIEIIHYI0 KOHTEHT-MapPKETUHTOBYI0 KaMIIaHUIO.

B moucke moaxomsined TeMBI MapKeTOJIOTH OOJIZKHBI YIYUTHIBATh OBE BEIIH.

Bo-TIepBEIX, OTIUYHEIA KOHTEHT OOJIZKEH UMETh IIPSIMOe OTHOIIeHHEe K XKU3HU KINEeHTOB. B myTanuiie
“HGOPMAIMOHHOI0 OecIopsigKa KOHTEHT HOJI2KEeH YTO-TO 3HAUUTD [JISI ayIUTOPUHU, YTOOHI €T0 He
npourHopupoBanu. OH OOJXKEH YMEHbBIITUTh CTPAX! U MIOMOYb B MCIIOJTHEHUY KEJIaHUH.

Bo-BTOpHIX, 3¢ HEeKTUBHLIN KOHTEHT COEPKUT UCTOPUH, KOTOPHIE OTPAXKalT KOJIEKC U XapaKTep OpeH[a.
9To 03HAYaAEeT, YTO KOHTEHT OOJIXKEH CTaTh YeM-TO BPOJIe MOCTA, COEIUHSIONIEr0 UCTOPUH OpeHma co
CTpaxaMHu U XeJIaHUSIMU KIueHTOB. KOHTEHT MOXKeT BHICTYIIaTh B KaYeCTBe CpeAcTBa nuddepeHIau oT
opyrux OpeHOoB - TnaBHas ek Mapketunra 3.0. [[J1 3TOT0 MapKeTOI0raM HYXKHO HOAyMaTh O MUCCHUU
cBoero OpeHpa, a UMEHHO, Ha YTO OHM CIIOCOOHEI 3a ITpefelaMu LIeHHOCTHEIX ITpemyioxkeHuii. Hanpumep,
General Electric (GE), ucrmonb3yeT 3auHTEPECOBAaHHOCTD JIIOOUTEIel TeXHONOTHUH U (YTYPOIOTHH B CBOEM
OHNIaWH-XXypHase Txchnologist. B To ke BpeMs 3Ta KOMIIaHUS IHITAeTCA CO3TaBaTh QyTypOIOTUUYECKIe
WCTOPHUHU O TEXHOJIOTUSIX BOKPYT OpeHma GE.

MapxkeTooru Takxe AOJIXKHBI U3Yy4YUTh GpopMaThl KOHTeHTa. KOHTeHT MoXKeT OBITh IIPeACTaBlIeH B
nuckMeHHOM (popMaTe: Mpecc-peiu3kl, CTaThy, 3JIEKTPOHHLIE PACCHUIKY, aHATIUTHYeCKUe AOKIaabl, KeHCh
¥ Jaxke KHUTH. TakxKe OH MOXKeT UMeTh Oojee Bu3yanbHYI0 dopMy: nHOrpaduKku, KOMUKCEL,
WHTepaKTUBHblEe TpadUKy, Ipe3eHTallul, UT'Phl, BUAEOPOIUKH, KOPOTKOMETPaXKKHU U faxe
[IOJIHOMETPaKHbIe XynoXkKeCcTBeHHbIe GUIbMEL. MHCTUTYT KOHTEHT-MapKeTHUHTa coobiiui, uto 6oee 80 %
B2C-koMnaHUH UCIIOIB3YIOT UILTIOCTPanuu 1 pororpaduu, 3IeKTPOHHYIO PACCHIIKY, BUAEOPOJIUKY U
WHTEPHEeT-CTaTbH, B TO BpeMs Kak 0onee 80 % B2B-koMnaHuil UCIOIB3YIOT aHaIu3 KeicoB, O/10TH,
371eKTPOHHYIO PACChUIKY HOBOCTEH U ITUYHBIE BCTPEUH.

YuurteiBas TEHOEHIIUIO B KOHTEHT-MapKeTUHTe, KoTopas corinacHo Google mposiBnsgeTcsa B TOM, YTO B Hallle
BpeMs 90 % Bcex BlauMopencTBuit ¢ CMU mpoucxomsT Ha KaKOM-Tu00 9KpaHe MM MOHUTOPE,
MapKeTOJIOTH HOJIKHBI PACCMaTPUBATh CPa3y HECKOJIBKO (popMaToB, 06eCIeYnBaOIIUX BUGUMOCTD U
OOCTYIHOCTh KOHTEHTA.

Emre oguH 971€MEHT, KOTOPBIM MApKETOJIOTH OOJIZKHLI U3YYUTh HA 3Tamne pa3paboTKy KOHUENIIUN U
IJIaHUPOBAHUS, 3TO I[eJIOCTHOCTh KOHTEHT-MapKeTUHT0BOM ncTopuu. KOHTEHT-MapKeTUHT YacTO HAllOJTHEH
Pa3IUYHBIMU HEOOIBIINMHY CIOKETHBIMU JIMHUSMU, KOTOPHIE MOIXKHBEI COOTBETCTBOBATH O0IIIEl KapTHHE.
XOoTs BEPHO TO, YTO KOHTEHT-MapKETUHT SIBjIsIeTCA Hanbonee 3¢pHEeKTUBHEIM HAa PAHHEM 3Talle TyTH
KnueHTa (0co6eHHO B CO3MaHUN Y3HAaBaeMOCTHU U 3aUHTEPECOBAHHOCTU Ha 3Tallax npussekameabHocmu 1
80Nnpoca), KOHTEHT [OJI2KEH COMPOBOXKAATh KJIITMEHTA Ha BCEM eT0 IMyTHu. KiII094oM K 9TOMY SIBJISIETCS
coyeTaHMe NMPaBUWIbLHLIX (OPMATOB M IIOCTIEOBATEILHOCTEN CIOXKETOB.



IITIar 4. Co3gaHue KOHTEHTa

Bce ob6cyxkpmaeMble HaMM NeWCTBUS BeOyT K CaMOMY BaXXHOMY HIary - CO30aHUI0 KOHTEHTAa. Y CIIenIHkIe
KOHTEHT-MapKeTOJIOTH 3HAIOT: CO3[laHKe KOHTEeHTAa - 9TO He KaKas-To paboTa Ha II0JICTaBKH, KOTOPYIO
MOXKHO cpeaTh HeOpexkHo. Co3maHme KOHTeHTa TpeOyeT OTPOMHEBIX YCHUJIUHM U [0 BPEMEHH, U 110 OI0OXKEeTY.
Ecnu KOHTEHT He SIBIISIeTCSI BEICOKOKAYeCTBEHHBIM, OPUTHHAIBLHEIM U BEHICOKOOIOMKETHBIM, KOHTEHT-
MapKEeTUHTOBast KaMIaHUs CTAaHOBUTCS ITYCTON TPATOW BPEMEHU U WHOTAA UMeeT HENPUSITHHIE
TIOCJIECTBUS.

HexkoToprie OpeHOb caMy PeIaloT Co3haBaTh KOHTEHT. HanpuMep, aMepuKaHCKOMY U3OaTeIbCTBY
Express Publishing ymanoct onmy6i1uKoBaTh BLICOKOKAaUECTBEHHBIN PEIaKIIMOHHEINM MaTepuail aJis
COCTOSITENTBPHBLIX CIIOEB HaceJIeHUsI, KOTOPHIM BKII0UAeT TaKue u3gaHusd Kak Travel + Leisure u Food &
Wine. A Korga 6aHKOBCKO€E pPeryJjupoBaHie OIPAaHUYMUIIO UM BO3MOXKHOCTH POCTa, B KOHIIE KOHIIOB
U37aTelbCKylo rpynny npoganu Time Inc.

Co3pmaHue KOHTEHTa, HECOMHEHHO, MOKET ObITh CAaMOCTOSITEIbHBIM OM3HECOM. [[JI 9TOr0 MapKeToJioraM
HeoOXO0MMO BEITIONHATh PaboTy m3pmaTenel, IpUBJIEKasi CUJILHBIX ITHMCaTeIed U pefakTopoB. XopoIlre
coOCTBEHHBIE IPOU3BOIUTENN KOHTEHTA [NOJIKHEL COOTBETCTBOBATh BLICOKUM CTaHAApTaM XKypPHAIMCTUKY U
pemakuuoOHHOM TpodeccuoHanbHOU 9TUKU. OHU HONXKHEL OBITH 0OBEKTUBHEI, BHE 3aBUCUMOCTH OT TOT'O, Ha
Kakou 6peHnp paboraior. Takke M He0OXOOQUMO YUUTHCS Y BEJIUKUX pexkuccepoB ['omuByna, Kak
Cco37aBaTh UHTEPECHBIE U YOeaUuTeIbHbIe UCTOPUH.

Co3maHue KOHTEHTA He UMEeeT JaThl Havajia ¥ OaThl OKOHYAHHUS. DTO HEIIPEPHIBHBIHM IIPOLIECC, KOTOPBIH
TpebyeT mocnemoBaTeIbHOCTH. CIIeloBaTEIbHO, MAapPKEeTOJIOTaM HY2KHO OBITH YBEPEHHBIMU B TOM, YTO Y HUX
€CTh BO3MOXKHOCTbD [JIST PACIIPOCTPaHEeHNSI KOHTEHTA B HOJITOCPOYHOM IepcrneKkTuBe. ECIu OHU Ha 39TO He
cr1oco6HBI, He0OXOIUMO PACCMOTPETH BOIIPOC O IPHOOPeTeHNN KOHTEHTa U3BHe. CaMHIH JIerKuil cnocob -
9TO IlepefaTh Co3JaHKue KOHTeHTa CTOPOHHEMY HCIIOIHUTEI0, TPodeCcCuoHalbHEIM IPOU3BOAUTENISIM
KOHTEHTA: XypHa/JIuCTaM, CIIeHapucTaM, aHUMaToOpaM U BUIe0oIepaTopam.

IIpyras anbTepHaTUBa 3aKJII0YaeTCcsl B TOM, YTOOLI CIIOHCHPOBATh KOHTEHT, IIPON3BEeNeHHEIN He3aBUCUMBIM
HCTOYHUKOM. PacCcMOTpPUM 3TOT YOUBUTENLHLIN (aKT, IpencTaBneHHbll B New York Times: ¢pakTuuyecku
YUTATEIU TPATAT CTOJIBKO JKe BpeMeHU Ha (MHAHCUPYEeMble TyOIUKAIIUY, CKOJIbKO Ha HOBOCTHOM
MmaTepuarn. [IpumMmepoM npodrHaHCHPOBaHHLIX IyOIUKAIN IBIIETCS CTaThs IIOI Ha3BaHUEM
«YaouBUTENbHAS IIeHa TOro, 4YTOOHI He OpaTh oTnycK» oT MasterCard, B KOTOPO# AeTaabHO 00CYKOAI0TCS
9KOHOMHYECKUE IIOCIJIEICTBUS OTCYTCTBUS OTIIYCKOB. [Ipyrass BO3MOXKHOCTb COCTOUT B TOM, YTOOLI
KypHPOBaTh I10JIb30BaTEIbCKUM KOHTEHT. B KauecTBe nmpuMepa MOKeT BRICTYnUTh Ideas Brewery
nuBoBapHU Heineken, B KOTOPOY OHa IPU3bLIBAET KJIIMEHTOB CO37aBaTh U OeNIUTHCI (hoTorpadusamMu u
BUIEOPOJINKAMU TOTO, KaK HY>KHO Oy[eT IloaBaTh pa3jIUBHOE IIUBO U IIUTH €r0 B OyAyIIEeM.



IITar 5. PacopepeireHnue KOHTEHTa

BrICOKOKa4YeCTBEHHBIN KOHTEHT OeCIIONIe3eH 10 TeX 10D, II0Ka He HaWAeT CBOIO IIeJIEBYIO ayqUTOpui0. B
IIpoliecce pacnpoCTpaHeHUs BallleMy MaTepuajly O4eHb IIPOCTO 3aTePSIThHCSI B MOpe KOHTEHTaA.
MapKeToJI0TY JOJIKHEI FapaHTUPOBATh, YTO UX KOHTEHT ayquTOPUS 0OHAPYKUT C IIOMOIIIBIO0 HaJIeXKallero
ero pacnpenenenus. [IpaBna, 4ToO KOHTEHT-MapKEeTUHT 3apoausics B Hu¢ppoBYyio 310xy. OmHaKO BOIPEKHU
pacrIpocTpaHeHHOMY MHEHUI0 KOHTEHT-MapKEeTUHT He BCerla OCYyIIeCTBIIsAeTC Yyepe3 IudpoBble KaHaIb
CMMU. HekoToprie popMaTel KOHTEHTA U KaHAJIbl €TI0 paclIpedeieHus He IBISI0TCS HuGpoBeIMU. [laxke
RKUTEIU NUPPOBOro MUPa UCIIOIL3YIOT HEIUDPOBOM KOHTEHT-MapKeTUHT. [IpuMepamMu sIBJISIOTCS
KOpIIOpaTUBHBIE KHUXKHEIE U3TaHUs, TaKue Kak «JJocmasaasa cuacmve» oT Zappos u «The Everything
Store» ot Amazon. bonee Toro, cornacuo onpocy UHcTuTyTa nHTEpHET-MapKeTuHra, B2B u B2C-
MapkeTosioru B CeBepHOM AMepUKe COTJIaCHBI C TEM, YTO MEPOIIPUATHS, IIPeAlioaramllne JTNYHbIe
BCcTpeuu, obecreunBaloT Hauboee a(pHeKTUBHBIN KOHTEHT-MAaPKETUHTOBEIM ToaxoHd. Takue MepOoIpusTHUS
rapaHTUPYIOT O0Jjiee 3HAUMMOE MeXXUeI0BeYyeCcKoe B3auMoieCTBUEe, KOTOPOT0 He XBaTaeT Lu(pPOBOMY
KOHTEHT-MapKeTHUHTY.

Cy11eCcTBYIOT TPH I'JIaBHEIE KaTeropuu KaHanoB CMU, ucnonb3yeMble KOHTEHT-MapKeTOI0raMu:
coOCTBEHHEIE, IJTaTHBIE M TPUOOpeTeHHbIe KaHalkl. [IpuHamnexainme 6perny CMHU coCTOSIT U3 aKTHUBOB
KaHaJjla, KOTOPEIMH BlafieeT OpPeH[ 1 KOTOPEIe ITOJIHOCTLIO HAaXOOsATCS 0N ero KOHTpoJieM. BpeHo MoXeT
pacmpenesisiTb KOHTEHT 0 CBOMM KaHanam CMU, korga emy 3axodercs. Co6ctBeHHbie CMU BKITIOYAIOT B
cebs1 KOpIIopaTUBHBIE U3AaHUs, KOPIIOPATUBHEIE MEPOIIPUSATUS, Be0O-CalTH, O710TH, YIIPaBJIsieMble
KOMITaHMEel MHTEPHET-COO0IIeCTBa, HOBOCTHEE HHTEPHET-PACCHIIKH, aKKAYHTH B COLIMAIbHBIX CETSIX,
MOOUIbHEIE YBEOOMIEHUS 1 MOOUIIbHBIE TIPUIOXKEHHUS, TPUHAIexkKalue OpeHay. 9TO OUYeHb
neneHanpasieHHble CMHU, oxBaT KOTOPBIX, KaK IPaBUJIO, OTPaHNYUBAETCS CYIIeCTBYIOIIUMYU KIINEeHTaMU
O6penpa. [laxe ecnu camu 1o cebe cobctBeHHBle CMU GecniaTHbIe, UX CO3[AaHKeE U YIIPaBJIeHUE TpebyeT
3HAYUTEJIbHBIX BHYTPEHHUX PECYPCOB.

C pgpyro# cTopoHHl, rtnaTHeie CMU OpeHma - 3TO KaHab, 3a KOTOPHIE IJIATUT OPEeH, OJIs paclpenesieHus
cBoero KoHTeHTa. OHM BKJIIOYAIOT B ce0sT TPaOUIIMOHHLIE CPENCTBa PEeKIaMbl, TaKue KakK 3JIEKTPOHHEIE
CMU, nneuatarle CMU u BHYTPEHHSA U HapyXKHasg peKjlaMa Hapany ¢ nudpossiMu CMHU. B nudposom
IIPOCTPAHCTBe Hanbojiee pacIIpoCTpPpaHeHHLIMH HaTHEIMU CMU SBISIIOTCS HEMOHCTPALMOHHBIE OaHHEPHI,
TmapTHEPCKAasi CeTh U3MIATENbCTB, CITMCKY IIOMCKOBLIX CUCTEM, IIaTHBIE Pa3MelleHus B COIMaIbHBIX CETSIX
1 MOOHUIbHEIE PEeKIaMHble HocuTemu. OOBIYHO OPEHI IIaTUT 3a KOJIMYEeCTBO ITOKAa30B (TO, CKOJIBKO pa3
ITOKa3kIBAIOT KOHTEHT) UJIM KOJIMYECTBO OEMCTBUM (TO, CKOJIBKO pa3 ayOUuTOPHUS PaKTUIEeCKU BHITIOJIHSIET
Takye OelCTBUS, KaK HaxXKaTus, perucrpanus unm nokynku). [Inatasie CMUY, KaK IpaBUiIo, UCIOJIL3YIOTCSA
IJIS OXBaTa U MPUOOPETEHUsI HOBOM ITOTEHIIMAIbHOM ayOUTOPHUH B LIEJISIX ITOBHIIIEHUS Y3HABA€MOCTH
OpeHOa u mpuBiedYeHus TpadhuKa Ha cOOCTBEeHHBIE KaHatkl CMU.

[TpuoGpeTeHHBIE KaHAJE OpeHaa BKIIOYAIOT B ce651 OCBEIeHNe U BO3OENCTBHE, KOTOPOEe 00eCIeYnBaeTCs
capadaHHBIM Pafuo WK afgBoKauuel. Korga KauecTBO KOHTEHTA OY€Hb BEHICOKOE, ayqUTOPUS 4acTO
CYUTAET HYXKHBIM PACIPOCTPAHSITEL €T0 Yepes3 COLMAJIbHEIE CETH U COOOIIECTBA - OTCIOJla U €CTECTBEHHOE
capadaHHOe paguo. Bo3melicTBre NpruoOPEeTEeHHBIX KaHAIOB MOXKET TaK¥Xe SBISAThCS Pe3yIbTaToM
OOBITNX YCUJIUM TI0 CBSA3SIM C 001mecTBeHHOCTHI0O 1 CMUY, co3maBasi TO, UTO HA3bIBAETCS YCUIEHHBIM
capadaHHBIM paguo. IIprobpeTeHHBIe KaHaIbl OOLIYHO HE JEeHCTBYIOT B OOUHOYKY; OHU COTPYTHUYAIOT C
coOCTBEHHBIMHU U maTHEIME CMU miisi co3maHust 6eCIIaTHOTO OCBEIEHUST TEMEL.



IITar 6. PacuinpeHue KOHTEHTA

KittouoM K IIMPOKOMY IIPUBJIEYEHUI0 IPUOOPETEHHEIX KAHATIOB SIBJISIETCS CTPATerus pacliupeHus
KoHTeHTa. He Bce ayguTopum paBHBEL. KOrma KOHTEHT QOXOMOUT [0 KIIOYEBHIX TUIEPOB MHEHUU I[eJIeBOM
ayOouTOPUH, CKOPee BCETO, OH CTaHET BUPYCHEIM. [IepBoe, YTO MOIZKHEL CAe/IaTh MapKeTOJIOTH, 3TO
OIpeeNuTh 9TUX JIUAEePOB MHeHUMN. OHU SBISIOTCS YBa*KaeMbIMH (PUTypaMu B CBOUX COOOIIECTBaX U
WMEIOT 3HQYUTEJIPHYIO TPYIINY YBJI€YEHHOM ayIUTOPUU. 3a9aCTyIO0 OHU SBJISTIOTCSI CO3ATEJITMU KOHTEHTA,
CO BpeMeHEeM IIOCTPOUB CBOIO PEIIyTaIUio C IIOMOIILI0 OTJIMYHOI'O BUPYCHOI'0 KOHTeHTa. OHM CYUTAIOTCH
3KCIIEpTaM¥ B CBOUX COOOIIIECTBAX.

II1st TOro 4TOOBI 3TH NMUAEPH MHEHUU IOoaaepKajid U PAaCIPOCTPAHUIIM KOHTEHT OpeHfia, OJHOT 0 JIUIIh
KadecTBa KOHTEHTA Yalle BCeT0 HEeOOCTAaTOYHO. 3IeCh MPUMEHSETCS IPUHITUT B3aUMHOCTHU. CEKPET B TOM,
uTO0OBI HOPMUPOBATH U PA3BUBATh C HUMU B3aUMOBLITOIHEIE OTHOIIeHUSI. MapKeTonoraM HeoOXoouMo
y6eouThCsI, UTO IUAeP MHEHUM ITOCYUTaJl pacipeie/ieHre KOHTEeHTa BaXKHLIM [IeJIOM [JIS yIy4IlIeHusT
cBOeU penyTaunu. HeKOTOpHIE JTMOEPH MHEHUM TaKXKe CTPEMSATCS PaCIIUPUTL CBOM OXBAT ayIUTOPUH, U
MapKeTOJIOTH MOTYT IIOMOYb C 3TUM, IIPEIOCTaBUB AOCTYI K OOJIbIlIel ayquTOPUH.

[Tocrne pacmmpeHUs KOHTEHTA MapKETOJIOTY JOJIXKHEL BOBJI€Yb Ce0s1 B 00CyKOeHNE 9TOTO KOHTEHTA.
HNHOTHa 9TO MOXKET OBITH CIIOKHO, YYUTHIBasi MacmTabwl 0O0CYyKAEHUHN U YUCIIO BOBIeYeHHBIXx CMU. Takum
o06pa30M, MAapKETOJIOTH HOJIXKHEI 0TOMPaTh 00CYKOEHMS, B KOTOPHIX XOTEJIU OB IOyYacTBOBATE.



IITar 7. OneHKa KOHTEHT-MapKeTHHTa

OlieHKa ycliexa KOHTeHT-MapKeTHHTa SIBJISIETCS IIaBHBEIM LIaroM IocTtpacupenenenusi. OHa BKJIIOYaeT B
cebs Kak cTpaTernyeckue, TakK ¥ TAKTHYeCKHue mokasaTesu. Co CTpaTeruuecKoil TOUKK 3PeHUs,
MapKEeTOJIOTH [OIXKHEI OLIEHUTh, HOCTUTAET JI CTPATErusi KOHTEHT-MapKEeTHUHTa I1eJIeH, CBA3aHHBIX C
nmpopdakamMu U OpPeHOoM, U MOCTaBJIeHHBIX BO BpeMs Illara 1. TIOCKOJIBKY I1eId COTJIaCOBAHEI C OOIIUMU
OM3HEeC-IIeNISIMH, OIleHKa MPOCTa U MOXKEeT OBITh HMHTerpHUpoOBaHa C O0IIUM U3MepeHueM
ITPOU3BOOUTENILHOCTU OpeHaa.

C TakKTUYEeCKOU TOYKM 3PEHUS, MAPKETOJIOTU OOJIXKHEI TaKXKe OLeHUTH KII0UeBhle T0Ka3aTeIu KOHTEHT-
MapKeTHHTa, KOTOPHIe AefCTBUTENIFHO 3aBUCST OT BhIOOpa popMaToB 1 KaHasioB CMMU. Ilo cyTH,
MapKeToJIoraM HeOOXOAMMO OTCJIEKMBATh MPOU3BOAUTEIFHOCTh KOHTEHTA HA BCEM IIYTH KJIUEHTA C
IIOMOIIIbIO aHAJIM3a O0IIeCTBEHHOT0 MHEHUS ¥ aHATUTUYeCKUX cpencTB. CyIleCcTBYIOT IATh KaTeropui
CUCTEMEI IOKa3aTeJiel, U3MePSIIOIINX, SBISEeTCS JI KOHTEHT BUOUMEIM (0C8€00M/1eHHOCMb), Y3HaBaeMbIM
(npusaekamenbHOCMb), HOCTYIIHBEIM [AJIS ITOMCKa (8onpoc), OelCTBeHHBIM (delicmaeue) U TaKUM, KOTOPBIM
OXOTHO [IEeJISITCSI B COIMANIbHBIX CeTAX (adsokauusi).

ITokazaTenu BUOUMOCTHU - 9TO U3MEPEHHEe OXBaTa U OCBEJOMJIEHHOCTH KOHTEHTa. BOJIbIIMHCTBO
pacIpoCTpaHeHHLIX IOKa3aTesel BKII0YalT B ce0sl YKUCII0 ITOKA30B (TO, CKOJIBKO pa3 MpoCMaTpPHUBAJICS
KOHTEHT), YHUKANIbHBIX 3puUTesiel (To, KaK MHOTO JIIofiell JeUCTBUTENbHO IIPOCMOTPENU KOHTEHT) U
y3HaBaeMOCThb OpeHfa (KaKoi MPOLEHT JIIofei MOXKeT BCIIOMHUTHL Ha3BaHue OpeHpa). C Apyroi CTOPOHHL,
IIoKa3aTesiu y3HaBaeMOCTU U3MePSIOT TO, HaCKOJIbKO CHJIBHO KOHTEHT BHI3EIBaeT MHTepec. [lokazaTenu
BKJIFOUAIOT B Ce0ST TO, CKOJIBKO ITPOCMOTPOB Y KAXKAOT0 ITOCETUTENS (YHUCIIO ITOCEIEHHBIX JTIOIbMU CTPAHUI]
Ha Be0O-caliTe C KOHTEHTOM), TOKa3aTeJlb KHEHYKHBIX IPOCMOTPOB» (IIPOIIEHT JII0AeH, KOTOPHIE MTOKUOA0T
CaUT ITOCJie IOCEeIIeHusT OOHOM CTPAaHUIILI) U BpeMs MocellleHus carTa (IPOJoIXKUTEeTbHOCTD OCEIIEeHN ).
ITokazaTenu OOCTYIHOCTH [OJIsI IOUCKA, KakK IIPaBUJIO0, U3MEPSIOT TO, KaK MOXKHO HalTU KOHTEHT C
TIOMOIIILIO IIOUCKOBLIX CUCTEM. BaxKHbIe MOKa3aTe I BKIIOYalOT B Ce0sI MO3UIIUU B IIOMCKOBEIX CHUCTEMaxX
(mo3uny KOHTEHTAa B IIOMCKOBOM CHUCTEME IIPU IIPOCMOTPE OIIPEedeleHHBIX KIII0UEBBIX CJIOB) U CCBHIIIKU B
IIOMCKOBHIX CHUCTEMax (TO, KaK MHOT'O IIOCETUTEJIEN oceliaeT BeO-calT KOMIIaHUM, MCXOMsd U3 Pe3yJIbTaToB
TIOMCKOBOM CHUCTEMEI).

[Toka3aTenu meNCTBUS - 9TO, MOKAIYH, OOHU U3 CAMBIX BaXKHBIX BEIEH, 3a KOTOPHIMU Hafo ciienuTb. OHU
U3MEePSIOT, HACKOJIBKO YCIIEIIHO KOHTEHT CIIPaBISIETCS C TEM, YTOOBI 3aCTaB/ISATh KJIMEHTOB NEHCTBOBATE.
OOBIYHBEIE TOKA3aTE M BKIIOYAIOT B ce0s1 K09GhPHUITMEHT KITUKOB (KO3(PGUIIMEeHT MEeKIy YUCIIOM KIIUKOB U
KOJIN4YEeCTBOM II0Ka30B) U Apyrue KoapPUIineHTs KOHBEPCUU IIPU3BIBA K NEeUCTBUIO (IIPOIEHT ayguTOPUH,
KOTOpas BBEIIOJIHSET ONIPEeIeNIeHHbIe NeWCTBUS, TaKue KaK perucTpalus U IoKynku). M, HakoHell,
MapKeTOJIOTH MOJIXKHEI OTCJIeKHUBAThH TO, HACKOJIBKO XOPOIIO KOHTEHTOM HEJSTCS, YTO SIBIISETCS
KOCBEHHEIM II0Ka3aTeJieM IOJIS afgBoKalluu. IToka3aTeld TOro, HAaCKOJIBKO OXOTHO KJIMEHTHI OeJIATCS
KOHTEHTOM B COLIMAJILHBIX CETSAX, BKIIIOUAIOT B ce0s1 KoadpuumeHT ooMeHa (KoapduiimeHT Mexxny
KOJIUYECTBOM [IeMCTBUM «IIOOENTUTHCS» U KOJIMYECTBOM ITOKA30B) U KO3GGUIIMEHT BOBIIEYEHHOCTH (K
mpuMepy, B Twitter aTo u3MepsieTcst myTeM pasmeeHus o0IIero yucna (GposioBepoB Ha AeHCTBUS
«IIOOEeMUThCA», TaKKWe KaK PeTBUTH, H30paHHOE, OTBETH U IIUTUPOBAHNE).



IITar 8. YnyuynieHue KOHTEHT-MapKeTHHIa

OCHOBHBIM IIPEUMYIIIECTBOM KOHTEHT-MapKeTUHTa Hall TPaIUIIMOHHLIM MapKeTUHTOM SIBJISIETCS TO, YTO
ero jierie KOHTPOJIUPOBAThH; MBI MOXKEM OTCJI€KUBATh IPOU3BOIUTEIIFHOCTD 110 TEME KOHTEHTA, eT0
dbopmaty u kaHanam pacnpenenerus. OTcieKUBaHNE IPOU3BOOUTEIBHOCTY O4YeHb BayKHO [JIS aHaIN3a u
BBISIBJIEHUST BO3MOXKHOCTEH [JIs YAYYIIeH!US Ha OUYeHb IeTaJIbHOM YpPOBHE. Takke 3TO 03HA4YaeT, 4TO
KOHTEHT-MapKEeTOJIOTH MOTYT JIETKO S9KCIIEePUMEHTUPOBAThH C HOBEIMU TeMaMU [JI KOHTEeHTa, popMaTtamu u
KaHaJlaM¥ pacupenesieHus.

[TockOIbKY pedb UAET O IMHAMUYeCKOM KOHTeHTe, OpeHIy HeoOXOOUMEI IIOCTOSIHHEIE YITyYIIeHU
KOHTEHT-MapKeTHHTa. MapKeTOJIOTH AOIXKHBI OIPedeIUTh CBOM FOPU30HTHI OIIEHKHU U YIyYIIeHUs U
peLnTh, KOTAA MPULET BpeMs IJI U3MEHEHUST KOHTEHT-MapKeTUHT0BOTO mmogxoma. OgHaKo, BAXKHO
OTMETHUTh, YTO KOHTEHT-MapKEeTHUHT YacTo TpeOyeT Oobllle BpeMeH!U 11 IT0JIyYeHUs BIUSHHU, U,
ClefoBaTeJIbHO, TPeOyeT ONpeie/IeHHOM CTeIIeHN HaCTOMYUBOCTH, a TaKXKe MOCJIe0BaTeIbHOCTHU B
peanu3anuu.



3aka1ouyenue. MHUIIHHPOBAHHE O00CYXKIEHHUH KOHTEHTA

Bce GomnbIte MapKeTOIOI0B IIEPEXOISAT OT PeKIaMbl K KOHTEHT-MapKeTHHTy. HeoGxonuM coBUr
MBIIIeHUSI. BMecTo TOro 4To0bl PaCIPOCTPAHSATh PEKJIaMHbIE COOOIIEHMsI, MAPKETOJIOTH [TOJIZKHEI
pacupenesnsiTb KOHTEHT, KOTOPHIN II0JIe3€H ¥ 3HAUYMM A1 KJIUeHTOB. [Ipu pa3paboTke KOHTEHT-
MapKeTHHTa MapKeTOJIOTH 4acTo (OKYCUPYIOTCS Ha MPOM3BOJCTBE KOHTEHTA U €r0 PacIpeaesIeHuH.
OpHaKO XOPOIINY KOHTEHT-MapPKETUHT TaKXKe BKIII0YaeT B Ce0si IPEerpPoOnu3BOACTBO M MTOCTIIPOU3BOICTBO.
CrnepoBaTenbHO, B KOHTEHT-MapKeTHUHTe CYLIECTBYIOT BOCEMb OCHOBHBLIX ITIAar0B, KOTOPBIM [IOJIZKHEI
ClefoBaTh MapKeTOIOTH, YTOOR HaYaTh QUAJIOT C KIUEHTOM.

Kakoi1 KOHTEHT, Ha Balll B3TI4[, GYJIGT TIOJIe3€H [OJIS BalllMX KJIIUEHTOB?

Kakum 06pa3oM KOHTEHT MOXKeT pacCKasaTh O BalleM OpeHme?

Kaxk BHI IITaHUpyeTe peann3oBaTh CBOIO KOHTEHT-MapKEeTUHTIOBYIO CTPATErUI0?



PocT MHOrokaHa/JIbHOT O MapKeTHHI'a

IIpencraBbTe cebe ClleHapUii, B KOTOPOM IIOKYyIaTe/Ib y3HAET O IPOOYKTE Yepe3 pPeKIaMy II0
TEeJIEBUMEHUIO. 3aTEM ITOKyIaTe b IoCemaeT OIUKaWIITNM Mara3uH, 4TOO TOMPO6OBaTh UCIIHITATh
MPoayKT. TToce n3ydeHus 3TOTO MPOAYKTA, a TaK¥XKe APYTUX MPOAYKTOB KOHKYPEHTOB U KOHCYIbTALIMH C
MIPOAABIIOM MOKYIaTe b HaKOHEeI] pelllaeT, KaKo MPOAYKT JIy4dIlle OCTaIbHBEIX. 3aTEM IOKyIaTeIb UIleT
TOT K€ TMIPOJYKT B UHTEPHETE U MOKYIlaeT ero TaM II0 JIy4Ilel 1eHe.

Temneps npeficTaBbTe cebe APYTOM CIleHapuii, B KOTOPOM IIOKYyIIaTelb Y3HAET O MPOAYKTE C ITOMOIIILIO
pekIaMHOro 6aHHEpPA B MHTEPHETE. 3aTeM MOKYIIaTe/Ib UINET HOMOTHUTENHHYI0 HHOOPMAIINIO O TPOAYKTE
B COITMAJIbHEIX CETSIX C ITOMOIIBIO CBOero cMapTdoHa. ITyOnuKaIus B COIManbHON CETH TPUBOOUT K TOMY,
4TO MOKYNAaTeIb CDABHUBAET 3TOT TOBap Ha BebGcaTe, OBICTPO €T0 MPOCMOTPEB. IToTOM MOKymaTesb
pelaeT, YTO 9TOT IPOOYKT SIBISETCS JIVYIINM Ha PHIHKE, UIIeT OIHKAMNIINI Mara3uH OT 3Toro 6peHna u,
HaAKOHEIl, U[eT Tyaa, YTOOB! KYIIUTh MIPOMYKT.

IlepBHIH ClleHAPU HA3LIBAETCS «IPUIIEHKA IIPH OCMOTPE TOBapa», a BTOPOH — «IIPUIIEHKA B MHTEPHETE».
Oba cueHapusi PacOpPOCTPaHEHH B IUGPOBYIO 310XY. KIIMEeHTH CTaHOBATCS BCe 60iee MOOUTLHEIMU U HE
3aBUCSAIIUMHU OT KaHamoB cBsA3u. OHU ITOCTOSTHHO IIePeXOoIsaT OT OJHOI'0 KaHasla K APyroMy (M3 OHIaiH-B
odnaiiH-KaHaIkE, 1 HA060POT) U KAYT OECIPEnsITCTBEHHOI'0 U ITOCIeA0BATEJIbHOTO ONbITa 63 KaKux-mubo
3aMeTHBIX ITpoTUBOpeunii. K coxkaeHunio, KaHallbl CBA3M TPAOUIIMOHHOTO MapKeTHHTa He Bcerjga
OpPraHU30BaHHBI TaK, YTOOBI 00ECIIEUNTH IIJIaBHBIM MTepPexon MexKay KaHajlaMHu CBSI3U. B el CTBUTEIbHOCTH
OOBIYHO OHM pa3rpaHHYeHEBl U 00/1afaloT COOCTBEHHEIM HaOOpPOM Iiefiel U CTpaTerui. ITo IOpoXKIaeT
OTPOMHYIO yIIVIIIEHHYIO BO3MOXKHOCTb.

ITogxom MapKeTOJIOTOB K IIpoAakaM U KaHajlaM CBSI3U OOJI?KEeH M3MEHUTHCS U afallTUPOBATHCS K HOBOH
peanbHOCTHU. B (D POBYIO 3MMOXY MYyTh KJIMEHTa He BCerga sIBAsSeTCs MPOCTHIM, HHOTIA OH Jaxke
cnupaneBuAHbIM. KpoMe TOTO, CYyIIECTBYET MHOKECTBO BO3MOXKHBIX KOMOUHAIIUYN TOYEK
COIIPUKOCHOBEHHUSI, YePE3 KOTOPhIE MOTYT MPOUTH KIIMEHTHI Ha CBOEM IIyTH K IMOKyHKe. MapKeTojioraM
HeoOXOMMO HAMPaBIATh KIIMEHTOB Ha KaXK/IOM 3Talle UX IyTHU C IIOMOIIBI0 GU3NYECKUX U UHTEPHET-
KaHaJsoB. TakXKe UM HYXKHO OLITh DOCTYIHBIMH BCETHA U Be3[e, BCAKHUIU pa3, KOrfaa IIOKyIIaTeIu permaT
COBEPIUIUTH ITOKYIIKY Ha CBOEM KJIMEHTCKOM ITyTH.

U TyT B Urpy IPUXOOUT MHO20KAHA/AbHbIU MapKemuHea - IpUueM UHTeTrpaluy pa3jIndyHbIX KaHaJIoB [JIs
co3nanus 6eCPensiTCTBEHHOTO U MTOCJIENOBATEILHOTO ONbITa KITMeHTOB. OH TpebyeT, 4TOOR OpraHu3aluu
VHUUYTOXKUIY Pa3PO3HEHHOCTh KaHAJIOB ¥ 00BeIUHUIIN UX IeJIU U cTpaTeruu. 1o 6ymeT crtoco6CTBOBATh
00beqUHEHHBIM YCHUJIUSIM II0 HECKOJIBKUM OHJIAMH-U opIaliH-KaHalaM, YTOOBI TOATONKHYTEH KIIMEHTOB K
PEILIEHNI0 O TTOKYIIKE.

BBI710 MOKa3aHO, YTO MHOTOKAHAJIbHBIM MapKETHUHT CIIOCOOCTBYET IMOSIBJIEHMIO Pe3ybTaToB. Ompoc,
mpoBeneHHHBH International Data Corporation, moka3zaji, YToO MHOTOKaHaIbHBIE MOKYIIATEIH, KaK IPaBUo,
IO TI0Ka3aTellio MOXU3HEeHHOoM 1leHHOCTH Ha 30 % Oornblile, 4eM OfHOKaHaJIbHEIe TTOKymnaTenu. B Macy’s
make 00HAPYXKWUIIM, YTO UX MHOTOKAHAJIbHBIE TTOKYyHaTeu ObUIH B BOCEMb pa3 00Jjiee IEHHBIMHU, YEM
OOHOKaHasbHBIE OKynaTenu. KnuenTrl o61amaioT 60jiee BEICOKOM IIPUBEPKEHHOCTHIO, €CITN Y HUX €CTh
MeXKOy 4YeM BhIOMpPATh U OHW MOTYT IIPUOOPECTH TOBAp TOTHa, KOT[a 3aXOTT.

W3-3a 9TOrO Bemyue KOMIIaHUYM rofjaMy BHEAPSAIOT MHOTOKaHaIbHEIM MapkeTuHr. Komnauus Macy’s
(0OpPas31I0BLIM IPEACTAaBUTEIb MHOTOKAHAILHOT0 MapKeTHHTA) BHEIPSIET U COBepIIeHCcTByeT ero ¢ 2008
ropga. TpaguiMOHHEIE PO3HUYHEIE ITPOABIIE, TakKue Kak Macy’s u Walmart, u3HavaiabHO pacCMaTpPUBaIl
MHOTOKaHaJIbHEIM MapKEeTUHT KaK OTBET Ha pacTylllee MPUCYTCTBUE OHJIaMH-KoMMepluu. Ho Ternepb oHU
paccMaTpuBalOT UHTETPUPOBaHMe CBOUX OHJIAWH U o(dJialiH PO3HMYHBIX KaHaJIOB B KAUeCTBEe OCHOBHOU
BO3MOKHOCTHU pocTa. B oTBeT Amazon Tak»ke coBepiuia Haber Ha peajibHBIM MUD, OTKPHIB
TPagUIIMOHHEIN Mara3uH B CusTie U npencTaBuB «Dash-KHONKY» Iy aBTOMAaTUYeCKOr'0 3aKa3a
IpenMeToB moMalrHero obuxopna. [TocieqHue TpeHOH MOKA3bIBAIOT, YTO MHOTOKAHAILHBIN MapKeTUHT
pacTeT [MOBOIBHO OBICTPO. B melCcTBUTETBHOCTH TPEHB M UX TEXHOJIOTUUYECKHUE CPEeNCTBa 00ecedyeHust
OynyT MpOABUTaTh MHOTOKAHAJIBHEIM MapPKETHUHT B KQYEeCTBE IJIaBHOTO HAITPABJIEHUS.

LIEJIb KOMIIAHUY CTAHOBUTCS OBILEN: OBECIIEYUTH JIVUIIIUM KIIMEHTCKUH OIIBIT,
[IOJIVYAY TTPU 9TOM MAKCUMAJIBHBIE [TPOOAYXKHU OT MHOTOKAHAJIBHOI'O MAPKETUHTA.



Tpenp 1. ®okKycupoBaHHEe Ha MOOH/ILHOH TOProBJIe B 9KOHOMHKE «3JeCh U ceHdac»

Kak TOJIbKO KIIMEHTH CTAHOBSTCS Yepecuyp MOOUIBHLIMU U CBSI3aHHLIMH, BpeMs IIPeBPalllaeTCs B CaMbIi
CKYIHBIN PEeCypC B X KU3HU CAaMBIM CKYIHBIM PECYPCOM B UX Ku3HU. OHU BHIOMPAIOT Te OPEeHIB, KOTOPHIE
obecrneuynBaioT yOOOHEN JOCTYII ¥ COBEPIIeHUe onepalnu. IIoKyIaTenu XayT, YTO KOMIIAHUH MIHOBEHHO
periaT ux npobJieMsl ¢ moTpedbHoCcTsIMI. CKOPOCTh JOCTAaBKM YaCTO TAK XK€ BaXKHA, KaK U CaMU TOBApPHI U
ycnyru. B 9KOHOMUKE 10 IPUHITUITY «30eCh U ceidyac» PHIHKY B pexuMe peanbHoro Bpemenu (Uber u
Airbnb o Bcemy Mupy), CBI3BIBAIOIKME IIPOAABIIOB U IIOKYyIIaTeJIeH, IPOIBETAIOT.

B03MOKHO, 3a 3TO OTBETCTBEHHEI MOOUITbHEIE TenedOoHbl. Korma geso KkacaeTcss 6JIM30CTH K KITMEHTaM, HU
omuH JII000¥ APYro¥ KaHall CBSI3UW He MOXKET MPeB30UTH MOOUIIbHEIE TeNle(oHbl. Bonee TOro, HU OOUH
JTI000¥ IPYTO¥ KaHal He SABJISIETCS TAaKUM K€ JIMUHBIM M YOOOHBIM, KaK MOOUITBHEIN TetedoH.
CnepoBaTesibHO, KOT[Ia HOBHE (UPMHBI HATIOIHSIIOT CBOM PHIHOK 00CIyKUBaHUEM I10 TPeOOBaHHUIO, YPOBEHD
BHeMIpeHus OeclpeneneHTeH.

[To Mepe TOTO Kak Bce OOJIbIIIE MMOKYIaTe el COBEPINAIOT ITOKYIIKY 10 MOOUIIbHOMY TenedoHy (Kak
coobmaet mmopTan Internet Retailer, MmobunpHas KomMmepnus coctasisana 30 % OT Bcel 3JIeKTPOHHOM
toproenu CIIIA B 2015 rogy), MapKeToJjioraM HEOOXOOUMO IIOCTAaBUTH MOOUIbHEIE TeIe(OHBI B IIEHTP
CBOEU MHOT'OKaHaIbHOM CTpaTeruu.

K npumepy, BMW UK Temneps Io3BOJIsIET KJIMEHTAM MTOKYHaTh aBTOMOOHUIIN C ITOMOIIBI0 MOOUITbHBIX
TenieoHoB. Korma mokymnaTenyu CKaHUPYIOT C IIOMOIIBI0 MOOUIBHOTO TeflepoHa n300pakeHne aBTOMOOUIIS
BMW, HalifeHHOT O B IIeYaTHOU U YINYHOU pPeKjlaMe, UX IIepeHalpaBiIsgioT Ha HyKHYIO CTPaHUIy CauTa,
TIe ITpeACcTaBJIeHkl TapaMeTPH aBTOMOOUIISI ¥ MOXKHO COBEPIIUTD MOKYIIKY. Bech mpoliecc MOXeT 3aHSTh
BCETO OeCATh MUHYT.

Crnepnytomas 6oblasi KaTeropusi, HaTe/IbHas 3JIEKTPOHUKA, MOXKET U Jajbllle IPOOBUTATh 9TOT TPEH].
Kak u Mo6usbpHbIE Tele@OHEl, OHa ITOYTH BCeTa HaXOMUTCs B HEIOCPEACTBEHHOUN OJIM30CTH OT KJIMEHTOB.
KnmeHTH MOTYT HOCUTB UX Ha cebe Bce BpeMsi. [I0CKOIbKY HaTeIbHAS 3JIEKTPOHUKA HafleTa Ha KJIUEHTA,
OHAa TakyKe MOXKeT IIOMOYb MapKeTojioraM cobupaTh JaHHBIE O MOJeJM IIyTH KIWeHTa. Tak, 1o IporHo3aM
Euromonitor International, k 2020 rogy npomaXxu HaTeIbHOU 3JIeKTPOHUKY IPEBLICAT TPUCTA MATHOECAT
MUJIJIMOHOB IITYK, @ 9KOHOMMKA TI0 IPUHIIUITY «3OECh U celiyac» He IT0Ka3blBaeT HUKAKWX MPU3HAKOB
3aMeqieHus.



TpeHnp 2. BHeapeHUe «IPHIIEHKH B HHTEPHETE» B O()IaliH-KaHAJIbI

B TpaguumMoHHBIX Mara3uHax IIOKyIlaTe M YaCTO CTAJIKUBAIOTCS CO CJIOKHOM 3afaded - IPOCMOTPETH BCe
CYIIECTBYIOIIME Ha MOJTKaX TOBAPHI U IMPUHSATH PEIIeHne O IMOKynKe. MapKeToJioraM HyKHO IIOMOYb
KJIHeHTaM OOHapPYyKUThb U, B KOHIIE KOHIIOB, KYIIUTh UX OPEeH Cpegu TaKOT0 U300UJIUsI TOBapOB.

CeHCOpHas TeXHUKA (HampuMep, paguoMasiku, KOMMyHuKauuu 0nuxkHero nois (NFC), u paguoyacToTHAS
upnentudukamusa (RFID)) pemratoT gaHHyI0 IPo0jiemMy, IPUBHOCS «IIPUIIEHKY B UHTEPHETE» B OOBIYHEBIE
MarasuHbL. Po3nu4nHble npopaslnl (Apple Store, GameStop, Macy’s) MOTyT cTpaTeTrn4eCKU pa3MelaTh
paguoMasiky B CBOMX MarasmHaXxX II0OBCEMECTHO. PagmoMasiku MOTYT B3aUMOOEHCTBOBATh CO cMapTdoHaMu
yepe3 UCII0JIb30BaHue TexHosoruu Bluetooth, mpu aToM co3maBas MeXKKOMITLIOTEPHOE CoeqUHEeHre Ha
HEeIIOCPEeICTBEHHO OIM3KOM PACCTOSHUH. TaKuM 00pa30M, paguoMasiKy II03BOJISIOT POSHUYHEIM
IIpoJaBliaM OTCIEeXXUBATh MECTOIMOJIOKEHNE KIIMEHTOB BHYTPU Mara3uHa. bojiee TOro, OHU MOTYT
KOHTPOJINPOBATh, KaKKe OTHEJIbl YacTO IMOCENIAloT ITOKyIIaTeJIn U KakK MHOTO BpeMeHU B HUX TPATAT.
Takxke pagruoMasiKu CIIOCOOCTBYIOT, YTOOBI PO3HUYHEIE IPOOABILI OTIPABIISAIN Ha CMapT(OHLI KJIMEHTOB
WHOVBUAYaIbHEIE TPEIIOXKEHUS B 3aBUCUMOCTH OT UX MeCTOIoI0XKeHus1. Korma 3Ty npopmasiisl 001afaoT
OOJILIIINM KOJIMYEeCTBOM IIOBeOeHUYECKUX HaHHEIX O KITHEeHTe (HalrpuMep, OCHOBBEIBASICh Ha MPOIIIIEIX
MMOKYIIKaX), IPeJIOKEHNUs MOTYT CTaTh OYeHb IePCOHATU3UPOBAHHEIMY, a 3HAYUT ITOBEICUTH BEPOSITHOCTD
TIOKYIIKH.

Iaxxe, HECMOTPSI Ha TO, YTO KJIIMEHTH 3aMHTEPECOBAHEI B IIEJIEBLIX MPEOJI0OKEHHUIX MapKeTOJIOr0B, MHOTAA
OHMU BCe eIlfe OIMyIaioT MOTPeOHOCTD B OIIEHKE IpeaiokKeHui. ClemoBaTeIbHO, UIYT O0JIbIIe
nHpopmanuu B nHTepHeTe. Korma nHbopmanus «noaTBepxkuaeT» 3aWHTEPECOBAHHOCTD, IOTPEOUTENH, B
KOHEYHOM UTOTe, TPUHUMAIOT Ipeaaox)enne. C IOMOIIBI0 CEHCOPHOM TEXHUKU, PO3HUYHBIE TPOAABITEI
crtocoOHEBI 6e3 mpo6eM 00JIeTYuTh 9TOT MOuCK. K mpumepy, Burberry ncnonp3yeT CEHCOPHYIO TEXHUKY B
cBomx MarasmHax. Ofgexka B Mara3WHax OCHallleHa OMpKaMu C paguodacToTHoM uneHtudukanue (RFID),
KOTOPHBIE, KOTA TTOKyIIaTeIu HafgeBaloT ee, aKTUBUPYIOT 3epKajia B IPUMEPOYHOU. B 3epKambHOM
OTpaxeHWH MOKYHaTeIXM MOTYT IIOCMOTPETh BUAEOPOJIUK, B KOTOPOM PACCKA3LIBAETCS O TOBape.
®paHITy3CcKuii cynepMapkeT Casino, Ha CBOMX IPOAYKTaX pacliojlaraeT SIPJIBIKY KOMMYHUKAIIUU OJIHKHETO
nong (NFC). Korga nokynaTeny onpenensioT SIPIbK C IOMOIIbI0 CBOUX CMapThOHOB, OHHU IIOJIy4YaloT
MT'HOBEHHBIM OOCTYI K HeTaIsaM IIPOOYKTa.

Kpowme Toro, Casino conpoBozKgaeT CBOUX IOKyIlaTeJiell BeCh yTh K MOKYyIKe. [IokymnaTenu MOTyT
CKaHUPOBATH SIPJIBLIKK cMapTdoHaMu, YTOOH HOOABUTH IPOAYKTHL B CBOIO BUPTYAJIbHYIO KOP3UHY U
TIPOBEPUTH TOBAP.

[Tomxom MCIIOJTE30BAHUS MEXKKOMITBIOTEPHOM CBSI3HOCTHU (MHTEPHET Belllel) ClocOOCTBYET MMPOCTOTE U
HENOCPEeNCTBEHHOCTH B BBEIEHUM OITbITA «IIPULIEHKU B UHTEPHETEe» B TPAAULIMOHHLIN ITOKYIIaTeIbCKUM
onelT. OH o3BoseT odlaiH KaHanaM IIPpUBIeKaTh IOKyIaTeNlel ¢ IOMOIILI0 COOTBETCTBYIOIIEr o
undpPoBOro KOHTEHTA, 00JIervaroIero NPUHSITHE PEILIeHNN 0 ITOKYIIKe, HalIlPpUMEpP CBEIEHUs O IPOOYKTE U
OT3BIBHL OT APYTUX KIUEHTOB. DTO 3HAYUTEJILHO ITOBLIIIIaeT O0IINY MHOTOKAHAIbHEIN OIIBIT U, UTO ellle
BajkHee, IIOMOTraeT MapKeTOoJioTaM yIydIIuTh IPOOaKy.



Tpenp 3. BHeapeHue «IPHIIEHKH IPH OCMOTPE TOBapa» B OHJIaHH-KaHa/IbI

B 11udpoByi0 310Xy KIMEHTH MOTYT IPHUOOpEeTaTh TOBAPhl U YCIIYT'M MOMEHTAILHO U JIETKO. TakxkKe OHU
MOT'YT IIOJIYYHUTE OOCTYII K 6OJ'I]:>H_IOMy KOJIN49EeCTBY JOCTOBEPHOTO KOHTEHTaQ, KOTOpBIfI IIOMOZXKET IIPUHATH
pemieHnune O IOKYIIKe. Ho OHHafIH-KaHaHbI, CKOpee BCero, HUKOorga He CMOT'yT IIOJIHOCTBEIO 3aMEHUTh
O(I)J'Iaf/'IH-KaHaJILI. TpaJII/ILII/IOHHBIfl LOIOIIMHT - 3TO UCIIOJIB30BaHUE IIATU YYBCTB OJId U3YYE€HHUSA TOBAPOB U
YCIIyT OJjisi COBEpPIIEeHN s ITIOKYIIKHA. Bonee TOrO, TpaJII/I]_II/IOHHHﬂ IIIOIIUHI — 3TO COLIHaHBHI:.II:I 06pa3 2KU3HU U
CTaTyC; JTIIOOU XOTST YBUAETD U KAYT, KOT'da UX KTO-HUOYOb 3aIIPUMETHUT BO BpeMs TPAOULIMOHHOTO
O(I)J'IaI;IH-]_HOHI/IHl"a. Takxke pedYb uaeT 0 MeXK4YeJIOBEYECKHUX CBA34X, KOTOPhIE OOBIYHO IIPOUCXOOAT B
odnaliH-KaHaax.

YTOoOH MPUBHECTH NIPUTATATEJIbHEIE TIPEUMYIIECTBA O(hJIaH-IIIONTWHTa B OHJIaMH-KaHaJIbl, MApPKETOJIOTH
MOTYT afalTUPOBaTh TEXHUKY «IIPUIIEHKU IIPKU OCMOTpPe ToBapa». Tesco B FOxkuoi Kopee siBnsieTcs I pKUM
TOMY NIPUMEPOM. Byny4yn omHUMU U3 CaMBIX 3aHSITHIX JIIOAEH B MUPE C MHOIOYaCOBEIM Pab0YuM JTHEM,
rpaxmate FOxHo# Kopeu cuuTalT 3aKyIIKY ITPOIOBOIECTBEHHEIX TOBAPOB TJIaBHOM ITpo6seMoii. B oTBer
Ha 370 Tesco co3pmaeT BUPTyallbHbIe MarasmH:l (10 CyTH, 3TO GOH, HAaTOMUHAIOIINH ITOJIKY IPOLYKTOBBIX
Mara3uHOB) B TAKMX OOIIECTBEHHBIX MECTaX, KaK CTaHIuU MeTpo. C moMoInsio npusioxenuss Home plus
3aHATHIE KJIMEHTHI MOTYT COBEPIIATH IOKYIIKM cCMapTOOHAMU B OKMIOaHUU CBOETO I10e31a, IPOCTO
CKaHUPYS MPOAYKT, KOTOPBIM XOTAT KynuTh. Torga Tesco oTHpaBUT IPOAYKTHL M MOCTABUT UX Cpa3y IIOCTie
TOTO, KaK KJIMEHT IPUIAET TOMOU.

IOpyrum npumepowm siBisietcss IKEA. IKEA noHuMaeT, 9To KJIMEHTAM CJI0KHO momobpaTh Mmebensb, KoTopas
rmopoInia Ol K uX XKUMUITY. TakKuM 00pa30oM, C IIOMOIIILIO ITPUJIOKEHUS JOIOTHEHHON PealbHOCTH U
neyaTHoro KaTtajora IKEA moMoraeT KjIMeHTaM PEeINUTh AaHHYI0 Mpo6ieMy. PacmomoXuB meYaTHBIN
KaTaJioT B Hy2KHOM [JIsI ITpeaMeTa Meberu MecTe u HabJIiomasi ero Ha CBOEM 9KpaHe MPUJIOKEHUS,
IIOKyIlaTeJIN BUOAT, KakK JaHHas Mebeslb OyJIeT CMOTPETHCS ¥ HUX B KBapTHUpe.

STOT MOOXON «IIPUIIEHKH IIPO OCMOTPE TOBapa» I103BOJIAET MOKyIaTeNlsIM npuobpeTaTh ¥ U3ydaThb TOBapPH!
B TPAOUIMOHHEIX MeCTaX, UCII0Ib3ys CBOM YYBCTBA U MeXK4YeJIOBeUeCKHNEe CBSI3U BO BpeMs LUIOIMUHTA. ITO
ITPUBHOCUT JIYYIIHH O(IaiH-OIIBIT B OHJIaWH-KaHaIk. bojiee TOro, OH pelaeT TUITHYHBIE ITPOOIEMEI,
CBsI3aHHEBIE C UHTEPHET-IIOIIUHTOM.

CMAPT®OHEI CTAJIU JIVAIIMMHU KAHAJIAMU [JI4 BOBJIEHEHHWA KIIMEHTOB.



OnTuMHu3anyusi MHOTOKaHA/IBHOTO ONbITA C AHAIUTHKOH 0O0JIBIITHX JaHHBbIX

B mocnemHUX TPUJIOKEHUSX «IPULIEHKA IIPU OCMOTPE TOBapa» U «IIPUIleHKa B UHTEPHETE»

B 3HAYUTEILHOUN CTEIMEeHH I10JIaral0TCsI Ha MOOUIIFHEIE YCTPOUCTBA (TesedoHbl U HAaTEIbHYIO 3JIEKTPOHUKY)
B KaUeCTBE OCHOBHBIX HMHTEPGENCOB OJIs 00CTyKHUBaHUs KIUEHTOB. [[OMHMO UX POJI B KAYeCTBEe
uHTepdhecoB, MOOUIIbPHEIE YCTPOMCTBA TaKXkKe ABNSII0TCS 3¢ (PEeKTUBHLIMU YCTPOUCTBaMU AJjisi cOopa
maHHBIX. MOOUTIbHEIE YCTPOMCTBA CITy2KaT MOCTOM, COEOUHSIONIUM HHUMPOBOH MUp ¢ odiaiiH-Mmupom. B
HaIlle BpeMsi MapKeTOJIOTH CIIOCOOHEI 6€CIPENITCTBEHHO paccMaTpuBaTh NMH(GOPMAIIHIO O KIIMEHTAaX,
KOTOPBIE IBUKYTCS 10 opaiiH- ¥ OHJIaWH-KaHaaaM, YTO paHee ObIJIO HEBO3MOKHO. BOJIbIlIoe KOJTUYEeCTBO
OaHHBIX O KJIMEeHTaX, KOTOPBIMHU ITOTEHIIMAIBbHO MOTYT 3aBlIafeTh MapKeTOJIOTH, BKII0YaeT B cebs
meMorpaduiecKkue JaHHbIE KJIMEHTOB, TPAEKTOPUHU MT0E3I0K KJIMEHTOB B Oo(aiH-KaHalax, MOOen
MIPOCMOTpPAa OHJIaMH-KaHalIOB, aKTUBHOCTh B COIIMABbHBIX CETSX, ITPENIIOYTEeHUS B OTHOIIIEHUY TOBAPOB U
aKIIUM, 3allMCU TPaH3aKIUi U MHOTOe OPYyTroe.

HakomneHne gaHHBIX OYEHb BA’KHO MApKeTOJIOTaM IJISi ONTUMHU3AIUN OesITeJIbHOCTH KaHaJIOB. 3JHAHUE O
TOM, KyIla HallpaB/ISgIOTCS IIOKyIIaTeI! U I'le UMeHHO OHU TPaTAT BpeMs B Mara3uHe, 103BOJISIET
MapKeTOoJIoTaM ONTUMHU3UPOBATh BHYTPEHHIOIO MJIAHUPOBKY Mara3uHa U BU3yaJIbHEIM MepYaHOaW3uHT .
[ToHuMaHue TOT0, KaKue aKIIUU NOAXOOAT OJIsl KaXKI0T0 MHAVWBUAYAIbHOI'O TOKYIATENIs, ITI03BOJISIET
MapKeTOoJIoTaM, UCXO[IsI U3 9TOTO0, afallTUPOBATh CBOU COOOIIEHUS 1 U30eKaTh OTIIPABKKU HEXKeJIaTeIbHOTO
cnama. TouHOe 3HAHWE TOTO0, THe KJIMEHTH HaXOOSATCS B JII000M MOMEHT BPEMEHHU, ITOMOTaeT
MapKeToJioraM IIPUBJIEKaTh UX C IIOMOIIBIO IIPENJIOXKEeHNN B pexkuMe pealbHOTro BpeMeHu. Kpome toro,
MapKeTOJIOTH MOTYT HUCIIOTb30BaTh COOpaHHbIE HaHHBIE [JI TPOTHO3HOM aHAIUTUKU. Moaenu
OTCJIEKVMBAHUS TPAH3AKIUHM TOMOTal0T ITPOTHO3UPOBATh, YTO KIIMEHT KYIUT B CIIEOYIOMINY pa3. ITO B
KOHEYHOM UTOre JaeT MapKeToJioraM BO3MOXKHOCTS IIpeABUAeTh Oyayline NoTpeOHOCTH KIIMEHTOB U
YIIPaBJISATh MaTEPUATbHBIMU 3allaCaMH.

ot TPEeHObI, CBA3aHHEBIE C MOOUIBLHOM KOMMepL[I/Ieﬁ, «IIPULIEHKE IIPDK OCMOTPE TOBApPa», «IIPUIEHKE B
HHTEPHETE» U aHAJIMTH4YECKHE KaHaJIbl Ba2KHbBI MaPKETOJIoraM [OJIsd IIOHKMMaHHWs, YTO OHHU YJIYYIIalOT U
HUHTErpupyroT IIPpOogaxKu 6peH,11013, a TaKzKe KaHaJbl CBSI3U, YTOOBl 00eCIIeYnTh IIeJIOCTHBIN
MHOTOKaHaJILbHBIM OTBIT.



IITar 3a marom K MHOI'OKaHAJIBHOMY MapKeTHHI'Y

YroO6sI pa3paboTaTh XOPOLIYI0 CTPATErni0 MHOTOKAHATbHOT0 MapKeTUHTa, MapKeToJioraM HeoOX0ouMo
paccMOTpEeTH My Th KJIMEeHTa Ha 00Jjiee MeTaJbHOM ypoBHE. UM Hy>KHO 0TOOPa3UTh BCe BO3MOXKHBIE TOYKHU
COIIPUKOCHOBEHMS ¥ KaHAJIBI C IIOMOIIBIO IATUYJIEHHON CTPYKTYPHL. [I0CKONIBKY CyIIeCcTByeT MHOZKECTBO
Pa3IUYHBEIX KOMOMHAIINYM TOYEK COMMPUKOCHOBEHUS U KaHaJlOB, U3y4aeMbIX KIIMeHTaMi, MapKeToIoraM
HYKHO OIIPENeNINTh Hanuboiee MOMyJITpHEIE U3 HUX. CTpaTerusi MHOTOKAHAIbHOTO MapKeTUHTa IOJIKHA
dokycupoBaThCs Ha UHTErpauu Hanbosee MOMIYISPHBIX KaHAIOB.



IIIar 1. OTo6pa3uTe BCEBO3MOXKHbIE TOYKH B3aUMOJAEHCTBHUS M KaHAJIbI Ha IIyTH KJIHEHTA

IlepBeiii mar B pa3paboTKe CTpaTeruy MHOIOKAHAIbHOTO MapKeTHHTa 3aKJIl04aeTcss B TOM, YTOOB 0TOOPa3uTh BCEBO3MOKHEIE
TOYKHU COIIPUKOCHOBEHUS U KaHaJbl Ha IpUMepe NATUYJIEHHON CTPYKTYpPH! (cM. puc. 10.1).
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PucyHok 10.1.

Omo6padiceHue mo4ek CONPUKOCHOBEHUSL U KAHA/I08 C8:3U HA Nymu KAueHmad

ToyKa CONIPUKOCHOBEHHUS OIIPENeNseTcss Kak Kaxkaoe IpsiMoe U KOCBEHHOe B3aUMOMIeHCTBUE C KIIMEHTOM, OyOb TO OHJIAMH UK
odtaiil, ¢ 6peHIOM U/UNIK OPYTUMU KJIMeHTaMU 10 OTHOLIEHUI0 K OpeHAy Ha NMPOTSXKEeHUU BCeTO KJIMEHTCKOro nyTu. OGEIYHO ee
OIIMCHIBAIOT KaK peanbHOe AeHCTBHe, BHIIOJIHEHHOE KIIMeHTaMy, KOTAa OHM HaXOASATCS Ha KaXKOM U3 3Tall0B ISITUYJIEHHON
CTPYKTyphl. Hanpumep, Ha 3Tane 0CBeJOMJIEHHOCTH TOYKH COIIPUKOCHOBEHUS IIOKyIaTeIeld BKII0YaT B cebs 3HaHUS O IPOAYKTE, B
TO BpeMs Kak Ha 3Tale OeHCTBUS TOUKU COIIPUKOCHOBEHUS ITOKyIIaTelIed BKIIIOYAloT B ce0sI MOKYNKY IPOAYKTa, ero UCII0JIb30BaHKUe
u oOCIIy>KUBaHUe.

TIpu 9TOM KaHaI - 3TO ONUH U3 OHJIaWH- U 0(JaiH-)aKTOPOB, UCIOIb3YEMEIX ITOKYIAaTeIIMH AJIS1 B3aUMOAEUCTBUS C GPEHIOM.
B006H.le CyILIECTBYET [JBa TUIIA KaHAJIOB: KOMMYHHUKAIIMOHHBIE KaHAJIbl U KaHaJIbl IIPOAax. KOMMyHHKaLIHOHHHe KaHaJlbl BKJIIOYAKT B
cebs Te KaHAJIBL, KOTOPHIE 00IeTYaloT epenadyy uHopmanuy u KOHTEHTa, TaKKWe Kak TeleBuneHue, nedatusle CMU, counnanbHbie
CeTH, NHTEPHET-KOHTEHT, KOHTAaKTHHIE IIEeHTPH U npodee. C APyroi CTOPOHBI, KaHAaIH IPOfazK BKJII0YAKT B ce0s I00ble KaHab,
KOTOpHIE 00JIer4aoT Ollepalnuy, HalpuMep PO3HUYHEIE TOPTOBBIE TOUYKY, OTHEJIH IIPOMaK, BEOCAUTE 3JIEKTPOHHON KOMMEPIIUY,
IIPOfiask¥ II0 TeJIEBUNIEHUIO, BEICTABKU-IIPOMIaKy U Ipodee. MIHOrna KOMMYyHUKAaIlMOHHbIE KaHalbl U KaHallkl IPOfia’K TeCHO CBI3aHbI
OPYT C OpyroM 6e3 YeTKOTo OIPeNeIeHUs POJIEH.

TouyKa COIPUKOCHOBEHUS MOZKET BKJIIOYATh ONWH Uiy OoJiee KaHaoB. Hampumep, mokynaTens MOXKeT Y3HATh O IPOAYKTE U3
Pa3JIMYHBIX HCTOYHHUKOB: IIeYaTHON PEKJIaMbl, peKJIaMHBIX HHTEPHET-0aHHEPOB, KOHTAKTHHIX IIEHTPOB U IPOAaBIOB. TOYHO Tak XxKe
KaHaJl MOXEeT HCII0JIb30BaTh Pa3/INyHble TOYKYU COIPUKOCHOBEeHUs. KOHTaKTHEIN LIEHTD, HAalIlpUMepP, MOXKeT CTaTh KaHaIoM [JIs
IOKyIaTesleH, roe MociefHue MOTYT y3HATh YTO-IM00 O MPOAYKTE, UK CTaTh KAHAJIOM KJIIMEHTOB I pa3MelleHus 3aKa3a. JTU
IepeceKalolecs TOYKY B3aUMOMEeHCTBUS POJIel U KaHaJI0OB BazkHBI, YTOOLI rapaHTHPOBATh KJIMEHTaM, YTO OHM OT Hadasla [0 KOHIa
6eCIpensiTCTBEHHO U CTAOUIILHO IIOJIy4YaT CBOM IOKYIIaTeJIbCKUH OIIBIT.

BornbIroe KOIU49eCcTBO TOYEK COIIPUKOCHOBEHUS ¥ KaHAJIOB IPUBOAUT MapKeTOJIOTOB K 0OJIbIIEMy OXBaTy PHIHKA IJISI CBOMX OPEHIOB.
Ho Takze oOHM 03HAYaT, YTO Oy[ET CI0XKHee CO3[aTh CBA3HYI MHOIOKaHAJIbHYIO MapKEeTHHTOBYIO CTpaTeruto. MapkerosgoraM
HeoOXOOUMO HaMTH IPaBUIbHEIN 6alaHC MeXKIy 0XBaTOM PHIHKA U IIPOCTOTOM B IIJIAHUPOBAHUU CBOEH MHOTOKaHAaJIbHOH
MapKeTUHTOBOM CTpPaTeTruu.



IIar 2. OnpeneneHne Haub0o0/Iee BaXKHBIX TOYEK COIIPUKOCHOBEHHSsI U KaHAa/IOB

JIr060%1 OTHENTbHBIN KJIMEHT MOXKET BEHIOPATh APYTYI0 KOMOMHAITUIO TOYEK COIPUKOCHOBEHUS 10 HECKOJIPKUM KaHajlaM
B OIIpeieIEHHOM II0CJIEIOBATEIbHOCTH, KOTOPYIO MBI Ha3bIBAEM «CIIeHAPHUH IIyTH KIUeHTa». K mpumepy, 4eoBek,
MMOKYTAOIIHM aBTOMOOUIIb, MOXET YBUIETh PeKJIaMHBLIN WHTEePHET-0aHHEeD, KIUKHYTh 110 PeKJaMe U HallpaBUThCS Ha
Be6-caliT c KOHTEHTOM, Te y3HaeT 00 aBToMobOune 6omnbine. KpoMe TOro, mokymnaTenab 3allJIaHUPYET TECT-APauB U
TIOCJIE STOTO PEIINT, TOKYIIaTh aBTOMOOUIL U/TK HET. ITO ONUH U3 BO3MOKHBIX ClleHapueB. [[Pyroi u3 BO3MOXKHBIX
CIlIeHapHeB COCTOUT B TOM, UTO KJIMEHT BUOUT PEKJIaMy II0 TEJIEBU30PY, 3BOHUT B KOHTAKTHBIHM LIEHTP, YTOORI
3amnmcaThCs Ha TeCT-OPaiB, U IIOCJIe 9TOTO pellaeT, IOKyIlaTh aBTOMOOUIb UIH HeT.

Cy1ecTByeT MHOKECTBO BO3MOZKHEIX CIleHapHeB, KOTOPEIe MOTYT LO0OABUTh CII0KHOCTH K IIPAaKTUYECKOU pean3aluu
MHOT'OKaHaJIbHOr'0 MapKeTuHra. O6paTuM BHUMaHUe Ha caMble ITONyIspHBle. PaccMoTpuM npuHiun ITapeTo B
KadeCTBe SMIUPUYECKOr0 npasuna: no 20 % Bcex BO3MOXKHEIX CIIeHapHeB, BO3MOXKHO, clenyloT 80 % mokynaTenen.
Pecypchl KOMIIaHUY [OJIZKHEI OBITH COCPEIOTOYEHE] Ha CO3MaHuU 0eCIPenaTCTBEHHOI'0 U II0CIIe0BATEIbHOTO OIIbITa
Yepe3 TOYKHU B3aUMOMENCTBUS M KaHAJE, KOTOPEIe BaxKHEL O0JIbIlle Bcero (cM. puc. 10.2).

KpaTKaH XdPaKTeEPWUCTUKa CUeHapWA NyTK KNTMEeHTa
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ITar 3. YJIY‘IHIBHHG H HHTerpamusi CaMpbIX BaKHBIX TO4YEK COIIPUKOCHOBEHHsI H KaHAJIOB

CJ'IeJIYIOH.II/IM ararom sBJId€TCd OLI€HKa U yJIy4dIlleHue HaunboJiee BaXKHBIX KQHAJIOB qyepes HauOoJsiee BaKHEIE
TOYKHU COIIPUKOCHOBEHHUS, KOTOPEIE OIIpenesIaT yCIIeX MHOTIOKAHAJIbHOT'O MapPKETHUHTI'A. Takxke KOMOaHUU
OOJIZKHBI BBIOEJIATh OJOIIOJITHUTEJILHBIE (bI/IHaHCbI Ha 9THU BaXXKHBI€ 3JIEMEHTHEI.

YTOOH HOCTUTHYTh HEHCTBUTEIBHOTO MHOTOKAHAIBHOTO OIBITA KJIMEeHTa, KOMITAHUY TaKXkKe HOTKHBI
CO37aTh OPTAaHU3ALKUOHHYIO CTPYKTYPY, KOTOpasi MOKET Peaju30BaTh CTPaTeruio. KoMImaHuu HOJIKHEI
CIIOMaTh OPTraHU3aIMOHHEIEe Oapbephl U COEOUHUTH Pa3Hble KOMAH/bl, OTBETCTBEHHBIE 3a PAa3HBIE KaHaJIbI
TakK, 4TOOBI OHU MOTJIM COTPYOHMUYATEL pagu obecredyeHus OeCIpPensiTCTBEHHOTO U IIOCIeH0BaTEILHOT 0
ombIiTa. Bo MHOTHX cimy4dasix o0beguHeHne paboTaeT JIydIle BCero TOra, KOrfa KOMIIaHUU 00 beqUHSIOT
pasnuYHbEle KOMaHOb KaHAJIOB BMECTe C IensaMu u OopxetoM. Korga oHu 00beguHSTCS, OYOyT
OecrpemnsiTCTBEHHO paboTaTh BMECTE [Jis TOT'0, YTOOBI HANTH TYYIINi CII0co0 pacipeneneHus OOxeTra 1
OOCTUKEHUST CBOUX I[eJIell He3aBUCUMO OT KaHaJioB. Llenb cTaHOBUTCS 00111e#i: 00eCTIeYnTh Ty YIIni
KJTMEeHTCKUH OIIBIT, IOJIy4dasi IPXU 3TOM MaKCHMalbHBIE TIPOOaKu OT MHOTOKAaHAIbHOTO MapKeTHHTa.

[71s1 HEKOTOPBIX OPraHKU3allii, KOTOPLIE He MOT'YyT OOBeIUHUTh Pa3HEE KOMaHObl KaHAJIOB, €CTh IPYroi
CII0Cco0: OHU MOT'YT II€PEKPECTHO HCIIOIh30BAaTh CBOM KOMAH/BI ¥ CHeJaTh TakK, YTOOLI KaXKObIH B HEM GBI
HallpaBjIeH Ha MOJIePKKY MHOTOKaHaIbHOTO MapKeTuHra. HampuMmep, areHTsl KOHTAaKTHOI'O IIeHTPa
MOT'yT OBITB ITOOIIPEHH 3@ CBOIO POJIb B CTUMYJIMPOBAHUY KIIMEHTOB K ITOKYIIKE, Haxke eCIlIM IOKYIIKa
COBepIlleHa Ha UHTEePHET-CalTe. ITO BEIPAaBHUBAHNE CTUMYJIOB FrapaHTHUPYET, YTO KaXKIObIH YJIeH
OpraHU3alluu HaXOOUTCS Ha O0OpPTYy.



3akKjarodYeHue

HHTerpupoBaHHe JIyUYIIUX OHIaWH-U O IalH-KaHAIOB

KnmeHTH TepexonsaT OT OOHOTO KaHasa CBI3U K IPYTOMY U KAYT MONy4YeHus O0eclpensiTCTBEHHOTO U
TOCJIeqOBaTENLHOTO OMIbITa. YTOOH OKYHYTHCSI B HOBYIO PEaIbHOCTh, MAapPKETOJIOTH UHTETPUPYIOT OHJIAWH-
u odJiafH-KaHaJbl B IIONBITKE CTUMYJIMPOBATh KJIMEHTOB Ha MPOTSKEHUN BCETO IMyTH K ITOKYTIKE.
MapKeTOJI0THY JOJIKHE CTPEMUTHLCSA 00BeIMHUTD JIyUlllee U3 000UX MUPOB - HEIIOCPEeACTBEHHOCTDb OHJIaNH-
KaHaJIOB U TeCHYIO CBS3b C KJIMEHTOM odaliH-KaHanoB. YToOkl cenaTh 9T0 3(pGheKTUBHO, MapKeToJjioraM
HeoOXOIMMO COCPeNOTOUYNTHLCS Ha TOYKaX CONIPUKOCHOBEHUS U KaHaslaX, KOTOPhle IeWCTBUTEIbHO BaXKHHI,
¥ BOB/I€Yb PAOOTHUKOB B OPTraHMU3AIMIO IJIS IOANEePKKH MHOTOKaHAIbHON MapKeTUHTOBOM CTpPaTeTuH.

KakoBEI caMble BazKHBIE TOYKU COIMPUKOCHOBEHNSA C KIIMEHTOM U KaHaJlbl OJId Balllero 6u3Heca?

CornacoBaiu 11 Bbl KaHAJIHL 014 InogoepKaHus 6eCHpeH$ITCTBeHHOl"O U TI0CJIegOBaTEIbHOTO OIBITA?



Hcnosav3osaHue 8ausHUA MOBUAbHBIX NpuiodceHull, coyuaavHoix CRM u eetimugpukayus

Korpga MapKeTOJIOTH YCIIEIITHO HAIPaBJIAIOT KIMEHTOB C 3Tala oceedoM/1eHHOCMU K 3Tany delicmaus, OHU
3aBepIIaT TaK Ha3kIBAEMBIH ITUKII OpomaxK. [IOHSATHO, YTO OOJBIIIMHCTBO MapPKETOJIOTOB MHOTO BHUMAHUS
YIOEINSOT 9TOM YaCTH Ha IIyTH KinueHTa. OQHAKO OHU He JOIKHBI HeJOOIIEHUBATh BaKHOCTh ITIEPEMEIIEHUS
KJIMEHTOB C 3Talma delicmaus K 3Tamy 3awumsl. Ha caMoM fejie 3TOT MOCIEAHUH 1IaT Ha IMyTH KJIIMEeHTa -
TO, UTO OTJIMYAET HHUGPOBOM MAapPKETHUHT OT TPAMUIIMOHHOTO MapKeTHHTa. B 1ndpoBOii 9KOHOMUKE CHIIa
aOBOKALIMM YCUJIMBAETCS C OMOIIbIO OeCIIPelieIeHTHOT0 PACIIPOCTPaHeHN T MOOUIbHOM CBSI3HOCTH U
COOOIIIEeCTB COLMAIbHBIX CETEH.

[IpeBpallleHue MOKyIaTesel-HOBUYKOB B JIOSIITBHEIX CTOPOHHUKOB OpeHa Imogpa3yMeBaeT mof coboi psif
MEPOIIPUSITUH IO TPUBJIEUEHUIO KJIITMEHTOB. BOOOIIE CYIIIEeCTBYET TPU MOMYJISTPHBIE TEXHOJIOTUH, KOTOPHIE,
Kak OBIJIO T0OKa3aHO, YBEIMYUBAIOT BOBIIEYEHHOCTD B UGPOBYIO 9py. ITlepBast TEXHOIOTUS BKJTIOYAET B
cebsT MCII0Tb30BaHMEe MOOMJIPHEIX TIPUJIOKEHUM I TIOBHIIIIEHUs] KaueCTBa 00CITyKUBaHUS KIIUEHTOB.
Cnepyroiasi TEXHOJIOTHS BKIIOYaeT B ce0s1 MpUMEeHEeHHUe CUCTEMBI YIIPABIEeHUS B3aUMOOTHOIIEHUSIMHU C
knueHTamMu (CRM), 4TOOHI TOATONKHYTh KJIMEHTOB K 00CYXKIEHUSIM U MIPENCTaBUTh UM pelneHus. U,
HaKOHeI], UCIIOJIb30BaHUe 2eliMupuKayuu TOMOTaeT yIydIIuTh B3aUMOIEUCTBUE, YIIPaBIIsAsa IPaBUIbHEIM
HaOOpPOM MOBEIEHYECKUX YePT KIIMEHTa. DTHU TPU METOHa He SIBISIOTCSA B3aUMOUCKITIOUAIOIIIMU. B
OeHCTBUTENbHOCTH, MAapKETOJIOTH JOJIZKHL 00BeIUHUTE UX, YTOOH JOCTUYD JIYYIIIeT0 pPe3yJibTaTa.



YJ'IY‘IHIBHHB I.IH(I)pOBOl"O B3aHMO,]IefICTBHH C MOOHJIBHBIMH IIPHUJIOZKEHHUsIMHA

PaccmoTpum aTu ¢pakTel. CornacHo otuety Ericsson Mobility Report, 6onee yeMm 70 % HaceneHUs Mupa
OymeT BnameTb cMapTdoramu K 2020 romy. Kpome Toro, okono 80 % MobunbHOTO Tpaduka OymeT
nepepaBaThCcsa co cMapToHOB. K yemMy npuBefeT 5TOT JOMUHUPYIOIINY PHIHOK CMapTHOHOB?

Temnepb KITUEHTH, 2Keasi BEIIOTHUTD Cpa3y HECKOIbKO OeMCTBUM, Hallle BCEro II0JIaraloTCs Ha CMapT(hOHEL.
CormacHo Pew Research Center, B CIIIA 60BIIMHCTBO JII0feH, UMEIOIUX CMapT(OHEI, YNTalOT HOBOCTH,
OessiTCSI KOHTEHTOM U Y3HAIOT 0 COOOIIECTBaX C ITOMOIILI0 CBOUX TeJie(OHOB. A IO JAaHHBIM MCCJIEqOBAHUS
kommauuu Deloitte, cpegHecTaTuCTUYECKME aMEePUKAHITH ITPOBEPSIOT TeledOH OKOJI0 COPOKa IIECTH pa3 B
meHb. B paMKaXx IIOCTIPOAaKHOr0 00C/IyKMBAHUS, UCCIIEIOBaHNe, IIPOBeJeHHOoe 10 3aKa3y KOMIIaHUHU
Alcatel-Lucent

C IIOMOINbIO MOBUJIbHBIX IIPUIOKEHUM U TPEX OCHOBHBIX BAPHUAHTOB HUX
HMCITIOJIB30BAHMUI], IIOKYIIATEJIA MOI'YT BECITPEITATCTBEHHO B3AMMOIOEUCTBOBATD
C BPEHIAMM.

B Bpasunuu, dnounn, Benukooputanuu u CIIIA mokasaio, YTO IIOIL30BATEIH CMAapPTGHOHOB IIPEAIIOYUTAIOT
ITPUIIOKEHUS OIS CaMOOOCITyKUBaHUS, HeXKeJu o0pallleHue B IIeHTP TeXHUYECKOH IMogaepxKKu. JIromu
MIPUBS3BIBAIOTCS K CBOUM cMapT@oHaM u Bcerga mepzkKaT uX pPAaoM ¢ co6oi. Bo3aMoxkKHO, cMapTdOHEI CTanu
JIYYIIMMU KaHajlaM¥ [JIs BOBJIeYeHUsT KIUEeHTOB. ClieloBaTeIbHO, MapKeTOJIOTH 00s13aHbl 0OpaInaTbCcs K
KJIMEeHTaM ¥ HPUBJIEKATDb UX C ITIOMOIIbI0 MOOUIBHLIX IIPUI0KEHUH [JIsi CMapTHOHOB.

Od4eBUIOHO, YTO TEeNEePh OOIBITMHCTBO U3 CTA JIYYIINX MUPOBHEIX OPEHIOB UCIIOIL3YIOT MOOUITEHEIE
NIPUJIOKEHUS OIS BOBJIEUEeHUS CBOUX MOKYyIaTesiel. 9T OpeHO0BEe IPHUI0KEHNT 00LIYHO 00/1afaioT
OOHUM HWJTM OBYMSI BapUaHTaMHU MCIIOJIb30BAHUS.

Bo-miepBEIX, MOOUITbHEIE TIPUJIOZKEHUSI MOTYT BHICTYIIATh B KaUeCTBE CPEJCTB AJIsi KOHTEHTAa (HampuMep,
BUMIEOPOJIMKY ¥ UTPHI). OTITUYHBIM IpuMepoM OymeT npunoxenue Pokemon Go, KOTOpoe UCIOIb3yeT
TEXHOJIOTHIO OTI0JIHEHHOM peanbHOCTHU. B y9acTHUKY UT'PHL UCIIOIL3YIOT MOOUIBbHEIE YCTPOoMcTBa ¢ GPS ¢
BO3MOJKHOCTBIO HaXOOUTh, 3aXBaTEIBaTh, CPaXaThbC U TPDEHUPOBATh BUPTYaIbHEIX CYIIEeCTB, IOKEMOHOB,
TIOSIBJISTIOIIMXCST Ha 9KpaHe, KaK eciiu Okl OHM HAaXOOUJIUCh B TOM K€ peajbHOM MeCTe, KaK U UTPOK.

Bo-BTOpEIX, MOOUIIbHEIE TIPUJIOKEHUS MOTYT SIBJISITHCS KaHAJIaMU CaMOOOCTyKUBaHUS, Yepe3 KOTOpPhIe
MIOKyIlaTeJIN MOJIy4YaloT JOCTYII K CBOEM yYeTHOM 3allMCH MUJIM COBepILIaloT TpaH3aKUuu. B KauecTBe
IIpUMEePOB MOKHO IIpHUBeCTU Ipunoxenue Toyota Financial Services u npunoxenue Walgreens.
ITpunoxkenue Toyota Financial Services mo3BomnsieT BiaamesnbliaM aBToMooOusied Toyota yrrpaBiasiTb CBOUMU
cyeTaMu, U Jake COBepIllaTh aBTOMOOMIILHEIE TIJIaTEXKU Yepes mpusoxeHue. [Ipunoxenne Walgreens
MIO3BOJISIET KJIMEHTaM, IOMUMO BCETO IIPOYETO, BEIITUCHIBATh PEIIEITH], ITeyaTaTh GoTorpaduu u BEIpe3aThb
KYIIOHHI.

B-TpeTbux, MOOUIIbHEIE IIPUJIOKEHUS MOT'YT OBITh MHTETPUPOBAHEI B OCHOBHOM ITPOAYKT UJIU OIIBIT
obcnyxuBaHus. [IpuoXkKeHMs, 3aNyIlIeHHbIE TTPOU3BOAUTEISIMU aBTOMOOUIIEH, IBISIOTCS SPKUMHA TOMY
mpuMmepamu. [Ipunoxkenrne My BMW Remote, K mpuMepy, MOKHO HCIIOIb30BaTh OJIsT OJTOKMPOBKY HJIH
pa36okupoBku BMW., Ero MOKHO MCIIOJIb30BaTh AJIs1 CUTHAajla aBTOMOOMJIISE UIU OJIs BKIIIOUeHUus ¢ap, 4To
IIO3BOJISIET BiIafelbllaM OBICTpee HalTH CBOM aBTOMOOUMIL. [Ipunoxkenue Audi MMI Connect, HarrpuMep,
uMeeT GYHKIUIO rpadryecKoro HalpaBJIeHUs K MeCTy Ha3Ha4yeHU s, IT03BOJISIONIYIO BilageblaM
OTIIPaBIAThL TeOKOAUPOBaHHEIe poTorpaduu co ceoero cMapThoHa B HAaBUTAIIMOHHYIO CUCTEMY
aBTOMOOUIs. Ellle ogHUM MpUMEepoOM U3 OPYroM KaTeTOPHUHU sBIseTcs npunoxenue DirecTV, mo3Bomsioniee
yupasnsaTe DIRECTV HD pecuBepoM B BallleM foMe, IOOKIIOYEHHBIM K UHTEPHETY, IIPSIMO C Balllero
TenedoHa. ITU NIPUIOKEHUSA CUHXPOHU3UPYIOTCA U UHTETPUPYIOTCS C OIBITOM KJIMEHTA, MCIIOIb3YIOero
OCHOBHOU ITPOXYKT.

C moMoIIbio MOOHUILHBIX HpI/IHO}KeHI/Iﬁ " TPeX OCHOBHBIX BAPHMAHTOB MX HMCIIOJIB30BAHUA ITOKYIIaTEJIU MOTYT
6eCHpeHHTCTBeHHO B3aMMO[IEMCTBOBATD C 6peHJIaMI/I. Tenepb Y HUX B KapMaHe €CTh OOCTYII KO BCEM
6peH11aM. B T0 Xke BpeMsi KOMIIaHHKW MOTYT CO9KOHOMUNTE CPEACTBa, 06na11a5{ CaMBbIM BQ)d)eKTHBHBIM u
IPOOYKTHUBHBIM KaHaJIOM B3aMMOMIEMCTBUS C KIIMEHTOM.

Yro6sI pa3paboTaTh X0poliee MOOUIIbHOE IIPUJIOKEHNE, MAPKETOJIOTH IOJIXKHEI IIPONUTH Yepe3 HECKOJIBKO
9TAIoB.

[TepBoe, YTO OHU AOJIKHEBI COEJaTh, 9TO OIPEEIUTh BAPUAHTHI €T0 MCII0JIh30BaHUS, TO €CTh LeIH,
KOTOPBIE KJIUEHTH CTPEMSITCS QOCTHUYD C IIOMOIIbIO MPUJIOKEeHUs1. CIIenyoomui aTamn - pa3paboTaTh
KJII0YeBble (QYHKIIMY U IIOJIE30BATEIbCKUM uHTEpdeiic. M, HaKOHell, MapKeToJioraM HyKHO TIOAyMaTh O
moaiepkKKe cepBepa, KoTopas HeoOXoauMa [jisd TOTO, YTOOB CAeNaTh ONLIT KIUeHTa 0e3yIpedyHbIM.



IITar 1. OnpeneneHue BapMaHTOB HCIIOIL30BaHUST

MapKeToI0TH [OJIKHEL OYeHb TIIaTeIbHO UCCIIeN0BaTh PIHOK, YTOOH! OIIPENeIuTh MOMEHTEI
HEMIOBOJIbCTBA KJIMEHTOB, 0COOEHHO B MCIIOJIb30BAHWY UX TOBAPOB U yCayT. U, UCXOst M3 3TUX MOMEHTOB
HEJOBOJIbCTBA, MAapPKETOJIOTY BEISICHSIOT, KaK IIPUJIOKEHNE MOXKET PELINTh HaHHYI0 npobnemy. Mm
HeoOX0IMMO CYMeThb OMHCATh, KaK 3TO MPHUJIOKEHUE YIIPOCTUT KU3Hb KIIUEHTOB.

K npumepy, komnanusa LOreal BEIsICHUIIA, YTO CAMBIM OOJIBIIUM IIPENSATCTBUEM IIPU ITOKYIIKE KOCMETUKU B
WHTEPHETE SIBJISIETCS TO, YTO MOKYTATeJIu He MOTYT ITOHSTh, KaK TOBap OyJeT CMOTPETHLCS Ha HUX.
[TostTomy L'Oreal pa3paboTasa mIpuioXeHue OOIOTHEHHON pealbHOCTH OO Ha3BaHueM Makeup Genius,
KOTOpOE UCI0JIb3yeT KaMepy cMapT@oHa B KaueCTBe BUPTYalIbHOI'0O 3epKajia, TeEM CaMbIM I103BOJISIS
KJIMEHTaM 9KCIEePUMEHTHUPOBATh C mOA00PKOM ToBapoB oT L'Oreal. ITokymaTenu MOTyT YBUOETH TO, KakK Ha
HUX CMOTPUTCS TOT WJIX MHOM IIPOAYKT, U MONENIUTHCS Pe3yIbTaTOM B COIMAILHBIX CeTSAX.



IlTar 2. Pa3pa0oTKa KI104YeBbIX QYHKIUMHA U MOIHL30BaTeIHLCKOro uurepdeica

[Tocrne TOro Kak OyayT OIpeaeleHbl BApHaHTEI UCIIOL30BAHMS IIPUI0KEHNsI, MapPKEeTOJIoraM HeoOX0quMOo
pa3paboTaTh ero KiawueBkie QYHKIUK. [ JTaBHEIM TPEHIOM B MOOUIIBHEIX TPUJIOKEHUSX SIBIISTETCS
KCII0Ib30BaHue SoLoMo (conmanbHoe, TOKAaIN3UPOBAHHOE, MOOUIIBHOE) CTPATEeTul, KOTOPAS UCIIOIb3yeT
BO3MOXKHOCTH CMapT(OHOB, re0I0KAIMOHHEIX CEPBUCOB U COILMAIPHEIX MEXaHUK JIsI MOHECEHUS I|eJIeBOM
ayIUTOPHU TIPABUIBLHOTO COOOIIEHUS B HYXKHOE BpeMs U B Hy?KHOM MecTe. YCIIelliHbe OPeHIOBbIe
MIPUIOXEHHUS 4acTO 00/1agaoT GYHKIMSIMHA COBMECTHOM paGoTH M PenocTa (CoIranbHOe), BO3MOXHOCTH
Ha OCHOBE OIpe[elieHus MeCTOIOI0XKEeHHUs (JIOKAIU3UPOBAHHOE), U BO3MOXKHOCTh UCIIONb30BaTh QYHKITUN
Ha xomy (MOOHuIBHOE).

OTnuuHbEIM TpuUMepoM BricTynaeT npuiioxkenue Nike+Run Club, koTopoe o6magaeT BceMu COIMATbHBIMU,
JIOKaJIN3UPOBAaHHBIMHU U MOOUIBHBEIMU 3JIeMEeHTaMu. KJTMeHTH MOTYT OTCJIEKHUBATh CBOM TEKYILNE OTaHHBIE
0 mpobexkKe (JIOKaJTU3UPOBAHHOE) U MOIyYaTh PEKOMEHAAIMH B XO[le TPEHUPOBKY (MoOuUIbHOE). Takxke
OHHM MOTYT BHIKJIQAbIBATh CHUMKHN BMECTE CO CBOMMU TEKYIINMHU HAaHHBIMU B COI[MAIbHBIE CETH U HEeJTUTHCS
UMHU C OPY3bsIMU (COIIMAJIBHOE).

Cnepyromuii mar 3akai4daeTcs B TOM, YTOOB yOeQUTHCS, YTO II0JIb30BaTENbCKUM UHTEP(deEeNc mogoiaeT
maxke [JIsl Jiofiel, KOTOphle He TIPUBHIKJIM UCIIOIb30BaTh IPUI0XKEHU. [IpoCTOTa IPUTOKEHUST UTPAET
3HAYUTEJIbHYI0 POIb. OHO HOJI2KHO OBITh HACTONBKO ITIOHSTHRIM, YTOOHI IOJIh30BATEIAM HUKOTHA HE
MIPUIIJIOCH YYUTHCS €TI0 MUCII0Ib30BaTh.



IIlIar 3. Pa3pabdoTKa HHTEerpamuu ¢ 03k-opucom

BonbIIMHCTBO NPUIOKEHUHM HE MOT'YT OOPECTU CaMOCTOSITEJIbHOCTD; OHU SIBIISIOTCSI BCETO JIUIIh
nHTEpPGhEUcoM, KOTOPHIHM OOJIKEeH MHTErPUPOBATLCS C CEPBEPHOM CUCTEeMOM. MapKeToJjioraM HYyKHO
OIpeneNnTh, KaK HHTETPUPOBATh €r0 C OPYTUMU 3JIeMEeHTaMU IIOONePKKY, Ha KOTOPYIO II0JIb30BaTEIN He
obpamaioT BHUMaHMs, HO HMEIOIIYIO OOJIbIIoe 3HAUYEHNE OJI KJIMEHTCKOTO OITBITA.

Kak npaBuno, nHTerpauus BKIO4YaeT B ce0s onepalluoHHEIN oduc, TpaguIIMOHHLIE Mara3uHbl, OpyTrue
kKaHayiel CMU u mapTHEPOB €O CTOPOHBL. Hanpumep, npunoxenune Walgreens mo3BojisieT CBOMM KJIMEHTaM
MIOJIy4aTh MEQUIIMHCKOE 00CITyKUBaHUE.

[TarreHTH MOTYT IIOJIyYUTh PELENTH Ha JIEKapCTBa U JaXKe MPOBECTU BUOEOKOHCYIbTAllMI0 C BPauiOM.
YTOoOH yOEAUTHCS B TOM, YTO OIIBIT KJIMEHTA SBIISIETCS OeCIpPensiTCTBeHHBIM, OBLIIN IPUI0XKEHHI OOIbIITne
ycunus. Walgreens HyKHO OBIJIO YOEOUTHCSI, UTO MIPUJIOKEHUE TO3BOJISET COBEPIIATEH 3aKa3kl B UX
TOPrOBHIX TOYKaX. [IpusioxkeHne TakKe COTPyOHUYAEeT C BpaueOHOU ceThio MDLive, roToBOM
NIPENOCTaBUTh OHJIAWH-KOHCYJIBTALIAIO C JOKTOPOM.



IIpemocTaB/ieHHe pelIieHHH ¢ conuaabHoi CRM

B mocnemHue rogbl pacIpoCTpPaHeHue CoIManbHBIX CeTel cTaso HemrpeononuMbiM. The Pew Research
Center coobmui, 4To 65 % B3POCIBIX aMepPUKAHIIEB UCITOJIE30BaAIN coluanbHele ceT B 2015 roay, X0oTs B
2005 ropmy sta uudpa cocrasnsina Bcero nuib 7 %. CoriacHO HaHHBIM MeXKAYyHapOOHOTO areHTCcTBa We
Are Social, B 2016 rogy Koim4ecTBO II0Ib30BaTejIel COIMaIbHBIX CETEM COCTaBUJIO ABa MUJIIMapAa TPUCTa
MUJIIMOHOB UesoBekK - 31 % HaceNneHUs 3eMHOTO0 I1apa.

Bpeumam cTano Heo6X0auMO O0IIaTECS CO CBOMMMU KITHEHTAaMU C IIOMOIITBI0 COIIMAIbHEIX CeTeH.
PaccmoTpuMm crenymomuit GakT, IpeqoCTaBIeHHBIHM acconuanued Internet Advertising Bureau B
BenukobpuTtaHuu: 0kojio 90 % KJIMEHTOB II0CJIe B3aUMOOEeHCTBUS C OpeHIaMH B COIIMAIbHEIX CETSIX
OeMCTBUTEILHO PEKOMEHA0Bau Obl UX. AHAJIOTUYHEIM 00pa3om uccinenoBanme NM Incite mokasaso, 9To
TIOKyIIaTEeJIH, IIOJIyYaloIue IIOI0XKUTEIbHYIO COIMAaIbHYI0 3a00TYy 0 KJIMEHTaX, IOYTH B TPU pPas3a dallle
CTAQHOBSTCS 3alllMTHUKaMu 6peHpa. B TakoM ciydae conuanbHasi CRM (1Cosib30BaHUE COIUAJIBHBIX CeTel
OIS YIIPaBIeHUS B3auUMOelcTBrUeM OpeHaa C KJIMeHTaMU 1 ITIOCTPOEHUS HOJITOCPOYHLIX CBsI3€l) CTaHeT
BaXHBIM MHCTPYMEHTOM [JI B3aUMOOENCTBUS C KIUEHTaMMU.

CoumansHass CRM - 310 rimaBHBIN cOBUT OT TpaguuuoHHou CRM. IMoka TpagunuonHasa CRM, Kak IpaBuio,
yIpaBiseTcsa KoMnaHuel, conuanbHass CRM ynpasnsieTca kiueHTaMu. B TpagunmonHoit CRM KoMmmaHuu
onpepessioT CBSA3b C KIMEeHTaMU, UCIIOIb3Ys UCXOMdIIre, IPpearnodYuTaeMble UMM KaHaJllbl, TaKHEe KaK
971eKTPOHHAS IIoYTa U KOJ-1eHTPHl. B conmanbuoit CRM noTpebuTesiu UHUIIUUPYIOT CBSI3b C BXOOSIIINMU
3aIpocaMu C IIOMOIIBI0 COITMANbHEIX ceTel. TakuM o6pa3oM, comuanbHass CRM He 3HaeT 94acoB paboTH U
PenKo MOXKeT OBITh aBTOMATU3UPOBaHA; KIUEHTH KPYTJIOCYTOYHO XKOYT MITHOBEHHOT'O OTBETA.

H3-3a ocoObeHHOCTEeH colaIbHEIX ceTed conuanbHagd CRM saBisieTcss ouajiorosoi. B oTiuyue oT
TpaguioHHoi CRM, sBisiomieiicss 60ee OQHOCTOPOHHEH U ITUKINYHOM, coranbHas CRM mpepnmosnaraer
TIOCTOSTHHBIM OUAJIOT - HE TOJIBKO MeXAy OPeHIOM U MOKYyIlaTeIsIMM, HO ¥ MEXKAY ITOKYIaTeIsIMHA B CBOUX
coobmrecTBax. M3-3a conuanbHOM OUHAMHUKH BPS JIM MOXKHO CHEPZKUBATh ¥ U30JIUPOBATh KakKue-nubo
npo6neMel. JI1060¥ YeloBEeK, BKITIOUAs IMOTEHIIMAIbHEIX KJIIMEeHTOB, MOKET YBUIETh OTBET OpeHaa u
MIPUCTYIIUTD K OUAJIOTY.

OOGBIYHO CYILIECTBYET TPU OCHOBHEIE BapHaHTa MCIOJIb30BaHUSA conanbHoi CRM.

[TepBHIH - 3TO CAYIIATh MOKYIIaTeNNel. BpeHOh MOTYT M3BJIeKaTh BHITOOY M3 00IINX Oecef B COLMATbHBIX
CeTsIX OTHOCUTEJILHO cebs.

BTopoii - BoBnekaTh OpeHar! B obiire 6ecenbl. KoMmanuyu MOTYT BBEIIEIUTD CIIEIINaIbHYI0 KOMaHAY,
KOoTopasi ObI KOMMEHTHPOBAja U BiIMsJIa Ha 00CYyXKAeHUsI, YTOOHI ITOJIyYUTh O0jiee 01aronpusiTHBIN
pe3ynbTar.

Tperuit - 3T0 paccMoTpeHue Kajnob, KOTOPEIE TOTEHIINAIbHO IPUBOAAT K Kpu3ucy OpeHpma. Oxumgaercs,
4TO KOMIIaHMU OyOyT IPEefoCTaBNsATh PellleHus IpobeM IIoKyIaTenel 10 Toro, Kak 9THU IPoOJieMbl oAy T
B MacCCHI.

ComuanbHass CRM - He TO Ke caMoe, UYTO MapKeTHUHT B COIIMAJIbHEIX CETIX, XOTS Pa3jInuusa MeXAy 9TUMU
OBYyMSI METOIaMM Pa3MbIBAIOTCSI. MapKeTHHT COIMAIbHBIX CETeH BKII0YaeT B ce0s1 OTIpaBlIeHne
COOOIIEeHUH 1 KOHTEHTA C IIOMOIIIBIO COIMAJILHBIX ceTel (ryasa 9), a counuanbHass CRM BKIO4aeT B ceOst
petienue npobiaeM KnueHToB. OgHAKO, KOTAa IMOKYIIaTeI! BIIeYaT/IEeHb Pe3yIbTaTaMM, XOPOIIIUH OITBIT
couuanbHOod CRM MOXKeT IpeBpaTUTHCSA B XOPOIITYI0 MAPKETUHTOBYIO KaMITaHUI0. MapKeTHHT COLIMAJIbHBIX
ceTel TakXkKe SIBNIsIeTCS 6ojlee MUHAMUYHBIM B pe3ysbTaTe (pparMeHTalluu COLMaIbHLIX ceTel. TakuM
o6pa3oM, OpeHmaM HeoOXOOHUMO PACIOIOKUTLCS Ha HEeCKOBKUX IIaTdopMax COITManbHEIX CeTelM, YTOOH
0XBaTUTh OOJIbIIIE KIITMEHTOB ¥ MOCTOSTHHO CIIE€OUTh 3a TPEHOAaMU HOBHIX, MOSIBJISIONINXCS TI1aTOOPM.
CoumanbHass CRM sIBJISIETCSI OTHOCUTEINLHO 60Jiee CTaOMIIbHOM, ITOCKOJIBKY HE BCE TIaT(GOPMEL
COIIMATbHBIX CETEH MOOXOOSAT OIS IIPOOOJIZKUTETBHOTO OUaIora.

HWHorma MapKeTHHT COIMallbHEIX ceTel U coumanbHass CRM cocylecTByIOT BMecTe. TakKe OHU MOTYT
OBITH MHTErPUPOBAHLI UIIU pa3desleHkl, U KaXKAbIM U3 BapUaHTOB UMeeT CBOU IINTIOCH. HekoToprie OpeHan!
HUCHIOJIL3VIOT Pa3Hbe aKKayHTHl B COIIMANIBHEIX CETIX: OOUH IJIg KOHTEHT-MapKeTUHTa, a IPYyTrou Ojid
conuanbHod CRM. [IpuMepoM TakoM IMPAKTUKK SBIISIOTCS aKKayHTHI B COIIMAIbHEIX ceTssx Komnanuu Nlke:
@nike.com IJiss 0OCHOBHOT'0O aKKayHTa (C KOHTEHT-MapKeTHMHIoM) U @nikesupport.com fis couuaabHON
CRM. OTBEeTCTBEHHOCTS 3a yIIpaBlIeHNe MapKeTUHIOM COIIHAJIbHEIX ceTel U conuanbHol CRM B
opraHu3anuu 00LIYHO pa3fessieTcs U BKII0OYaeT pa3Hble KOMaHOh, KaxKaas co cBoeil nenbio. Ecnu B
coruanpHO CRM 4TO-TO MAET He TaK, OHAa MOXKEeT OBITh U30JIMPOBaHa 6e3 yIep0da [AjIsi OCHOBHOT'O
aKKayHTa B COIMAIIbHOM ceTu. C1ab0oCTh JaHHOIO ITOAX0a 3aK/II0YaeTCsl B TOM, YTO 9TOT OXBAaT pa3fesieH.
AKKayHT MapKeTHHIa COLMAJIbHBIX CeTel OOBIYHO IONyJIsipHEee, YeM akKKayHT colanbHoi CRM.
ToHaNbHOCTD OOIIEHUST C 000MX aKKAayHTOB TaK¥XKe CJIOXKHee 00heTUHUTE.

Ipyrue O6peHOL! UCIONB3YIOT OOHY YYETHYIO 3allUCh B COIIMAILHEIX CETIX OJI 00eux Ieyiei. 3ToT noaxon
roMoraeT o0beIUMHUTH OXBaT U TOHAILHOCTL OpeHpa. OmHaKo Hajnuune eqUHCTBEHHOM y4eTHON 3alucu



MIPENCTaBJIseT 3HAYUTENILHLIN PUCK A1t OpeHaa. Ecmy mpu pacCMOTPeHUHU KaJjloOkl YTO-TO ITOUMET HE TakK,
3To O6ymeT BuaHO BceM. OHIAMH-CEPBUC 3aKa3a efkl Seamless UCIONb3yeT eNuHBIN akkayHT B Twitter.
VuyeTHasa 3anuch Seamless B Twitter menuTtcst O0JIBIIMM KOJIMYECTBOM KOHTEHTA. MI3BecTHO, 4TO Seamless
OuYeHb OT3LIBYMB K 2KajiobaM, pa3MereHHEIM B Twitter. OgHako MHOTOa HAaCTPOEHME COIIMAIbHEIX CeTel
MOXKEeT U3MEHUThCS Ha HeTaTUBHOE, HallpUMep BO BpeMeHa Kpu3Kca, Koraa BhIIIa U3 CTPOS CUCTEMa
3aKa30B.



ITar 1. Co3manue BO3MOXKHOCTEH I/Isi HeMeI/IEHHOr0 pear ipoBaHus1

B comuanbHBIX CeTsIX MacmTabkl 00CyKAEeHUH MOTYT ObITh OTPOMHEIMHU. KpoMe TOro, He BCe MOKyIlaTelu
HampsIMyIo o0IIaTCsA ¢ OpeHJaMu B COIMAJIbHBIX CeTsiX. HeKOoTophie U3 HUX 00CyKAaioT OPeH bl COo
CBOMMU OPY3bsSIMHU, He oOpaliasch K HUM HampsaMmyio. Takum obpa3om, conuanbHas CRM TtpebyeT
aJITOPUTMa MOHHUTOPUHTA COIIMAIbHEIX CETEeH IJIsT OTCIIeXXKUBAHUSA, PUILTPAIIUN U PACCTAaHOBKHU
MIPUOPUTETOB IPU OOIIEHWH, YTO MO3BOJIIET OTHEIUTEH BaXKHOE OT WHPOPMAIIMOHHOTO IIyMa. AITOPUTM
TaKXKe JOJIKeH ObITh pa3paboTaH Tak, YTOOHI OMMPEOENTUTh aKTUBHBIE 00CYKIEHNSI, MOMEHTHI, KOTHa
OpeHBl CITOCOOHEBI BCTYIUTh B QUCKYCCHIO U 0Ka3aTh Ha Hee MOJI0OKUTeIbHOoe BiusHue. OH TaKXkKe JOJIKEH
WMETb BO3MOKHOCTDb 3aMETUTh OCHOBHBIE 2KaJTO0BI, KOTOPHIE OORIYHO IPUBOOSAT K KPU3UCy OpeHma. ITo
maeT KOMITaHUSIM BO3MOXKHOCTb CMSATYHUTh KPU3UC IO TOTO, KaK OH IPOU30UAEeT. Y KOMIIaHUM eCThb
MHOZKECTBO BHIOB ITPOrPAaMMHOI0 00ecliedeHns, KOTOpPoe MOXKEeT IIOMOYb UM CHenaTh 3TO 3¢pPeKTuBHO.



IlTar 2. Pa3pa0GoTKa 4 pacIiHpeHHe BO3MOXHOCTEH [I/Isi COonHaibHbIXx CRM-areHros

Kak yxke ynmoMmmHasnoch, conuanbHass CRM He MoKeT OBITh IIOJTHOCTHI0O aBTOMATU3MPOBaHHOM. ColraibHbIe
CEeTH, TI0 CBOEH CYTH, SIBASIOTCS IIaTHOPMaMu [JIT MeXK4IeI0BeUYeCKOr0 B3auMoaeicTeus. TakuM o6pa3om,
OpeH, XKeJaIIni pa3BuBaTh conuanbHyio CRM-nnatdopmy, monkeH HaOuUpaTh ¥ Pa3BUBATh COITMATLHEIX
CRM-areHToB, KOTOPHIE MOTYT IIPAaBUJILHO IIPEICTAaBUTh OPEH C BLICOKUM YPOBHEM SMITaTHUU. ATEHTHI
OOJIZKHBI 00JIaflaTh TUYHOCTHLEIMH M MUPOBO33PEHUYECKUMH KaUYeCTBAMH, OTPAXKAIIUMU MO3UITHI0O UX
OpeHma. THU areHTHl JOJIXKHBI 00ydaThbCs OOIIEHUIO C KJIMEeHTaMU OT UMeHHU OpeHfa.

[TocKonbKY 00CYXKIEHUS B COLIMAJIPHBEIX CETSAX HEOOHOPOMHEI, COIIMAIbHBIE areHTHI 110 3a00Te 0 KJIMeHTax
OOJIZKHBI OLITh HafleJIeHHl TIIATeJIbHO Pa3paboTaHHoM 0a30i 3HaHMi. Ba3a momXKHa cogepKaTh OIHMCaHue
BO3HUKABIINX paHee NpobIeM U UX PeIIeHusI, YTO OOJIZKHO ObITh OPUEHTUPOM [IJIS aTeHTOB. ATeHTaM
TakKxXKe CJIeOyeT OeIUThCS CBOMMHU TUYHBIMU MCTOPUSIMU OAPYT C OPYTOM, YTOOHI IIPOIIeCC 00yUYeHUs
npoxonun 6bicTpee. OHM YacTO HE MOTYT Cpa3y [AaTh OTBET Ha BOIPOC, ITOCKOIbKY HE0OXOOUMO
KOOPOWHHUPOBATL CBOU IEHCTBUS C OPYTUMHU ITOOPa3OeIeHUSIMHU, KOTOPhIe OTBETCTBEHHEI 3a
IIpenocTaBjieHue OTBETOB. II09TOMY areHTHl AOJIKHEI OBITh TECHO CBSI3aHBl C CUCTEMOM [JI KOOPOUHAIIUM C
OPYTUMHU TIOApa3fesieHusIMU OpraHu3alui.



IIlar 3. YcuwieHHue NpHBIeYEeHUsI COOOIECTB

KoMnaHuM OOIXKHBI IIOHUMAaTh, YTO B JOJITOCPOYHOM IIEePCIIEKTUBE PearupoBaHue Ha BCe 00CYXKIEeHUS B
COIIMAIbHEIX CETSIX CTaHYT HEBLIIIOJHUMOM 3amadeil. iaMeHeHUe MUPOBO33PEHUS — 9TO IIEPEXOT OT
TpagunmoHHOM CRM «0OuH K 0OOHOMY» K COLIMAIbHOM «MHOTHE KO MHOTUM» CRM. BMecToO TOTro 4TOOBI
caMMM y4acTBOBATh B 00CYKAEHUSIX, KOMIIAHUY [OJIKHEI IPUBJI€Yh HOOPOBOJILHBIX JIOSIJIIBHBIX
3AIUTHUKOB.

WHorpa rno3BoNUTE JIOAJIBHEIM 3alllUTHUKaAM pPearupoBaTh Ha HeraTUBHEIE KOMMEHTAPUU - 3HAYUT IIOMOYb
O6peHny. IToCKONIBKY ITPOCTHIE TIOTH30BATEIIN BHI3BIBAIOT OOJIbIIIE TOBEPUSI, UM, BEPOSITHEEe BCETO, IIOBEPST.
B KoHIle KOHIIOB, connanbHasts CRM pomkHa OBITH IaTGOPMOM OJIsT CAaMOCOBEPIIEHCTBOBAHUS, KOTOPAs OB
CoenuHsIa KITUEHTOB BHYTPH coobmecTBa. Ko MHOTMM co3maHHBEIM Oarogapsi conuanbaeiM CRM
cooOuiecTBaM, 100aBIsAETCS 3JIEMEHT relMubUKaIui, KOTOPLIM CIyKUT B KAYeCTBe Harpaasl 3a BKjiaj B
ato coobirectBo. K npumepy, Cisco pa3paborasna coobmiecTBa, KOTOPEE COCTOSAT U3 9KCIIEPTOB U
cunenuanucTtos o MT. 3aTeM 3Tu coobiiecTBa CTAaHOBSITCS MHTEPHET-CUCTEMOM MOONEPIKKY, KOTOpast
MOXKeT OTBETUTH Ha BOIIPOCH! IPYTUX YJIEHOB co0bIlecTBa. 3aNeiCTBOBAHHEIE YJIeHEl COO0IIecTBa
HarpaxXxpnarmTCs OYKaMU pelyTalluyd U 3HaYKaMU.



HanpaBneHne K 2KeJIlaeMOMY IIOBEeJeHHIO C IIOMOIIIbIO l"el‘;IMIfI(I)I/IKaIH/IH

letimudpukanus (MCIIOTb30BaHUE IPUHIIUIIOB UT'PHI B HEUTPOBOM KOHTEKCTE) - 3TO 3¢ (GEKTUBHLIN METON
IJI YBEeIUYEeHUSI BOBJIEYEHHOCTY KJIMEHTOB. B OCHOBHOM OHa UCIOJIL3YETCS B IBYX OCHOBHEIX KOHTEKCTaX
CO3TaHUs BOBIEYEHHOCTH: ITPOTPAaMMEBI TOSIITBHOCTH ¥ KJIMEHTCKKUE coodimecTBa. HecMOTpst Ha pa3HUILy BO
MHEHUSX, UCIIOJIb30BaHue reMMuUKaIlNK B IIocieqHee BpeMs Bce Oomnbire pacteT. OmIpoc, IpoBeIeHHBIH
Pew Research Center cpeny ogHOM THICIYU TEXHUYECKUX CIIEIIMAJIMCTOB U KPUTHUKOB, MOKa3ai, To 53 %
COTJIaCHUIKUCH C BEICKAa3bIBaHHUEM O TOM, 4TO K 2020 romgy revimudukaius 0yoeT sSBIsITbCSI OCHOBHBIM
MEeTOAOM, B TO 3Ke BpeMs 42 % COTIIaCHUIUCh C TEM, UTO ee BIUsSHUE OyOeT PacTH TOJIBKO B OTIPEIeIEHHBIX
00/1acTsIX.

Cawmyto paHHIOI0 (GOpMYy FredUMUGUKAIIAY IJIS ITPOTPAMM JIOSIITBHOCTH MOZKHO YBUAETH B ITpOrpaMMax Ajist
TIOCTOSTHHEIX KJIMEHTOB aBHAaKOMIIAHUM, KOTOPHIE MOOIIPSIIOT KIIMEHTOB HCIIOIb30BaTh OOHY U TY XK€
aBUAKOMIIQHMUIO [IJIsI CBOUX IIyTeInecTBui. KineHTaM aBUaKOMIIaHUHU IIPEeJiaraioT 3aperuCTPUPOBAThCS B
mporpaMMe OJjIs YaCTO JIeTAIOIINX KINEeHTOB, YTOOL HaKalaIuBaTh Oaabl 1 60HYCHBIE MUIH, KOTOPHIE
MOXKHO OymeT oOMeHATh Ha aBUaOUJIeTH UM OPYTrUe TOBApPHl U yCIyryu. YToOOB MOTHBUPOBATEH KIIHEHTOB
HaKamJIuBaTh Oabl, 60JIBITMHCTBO TPOTrPAaMM IPEAIOIaraioT Pa3jInyHble YPOBHU. CaMbIl BEICOKUH
YPOBEHb, YaCTO HA3HIBAIOIINNCS SJIMTHEIM, aCCOLMUPYETCs C 60Jiee BHICOKUM CTAaTyCOM, KOTOPOMY
ToJiaraioTcsi 60JIbIlle IPUBUJIETHE, YeM HTIO0BIM APYTHUM.

FeliMmuduKanus Takke IIMPOKO UCIONb3yeTCs B KIIMEHTCKUX CO00IlecTBax B UHTepHeTe. Hanpumep,
TripAdvisor ucnone3yeT reiMudUKanIUIo AjI1 yBEIUUEHUsI BOBIEUEHHOCTH KJIIMEHTOB. B TO BpeMs Kak B
IIporpaMMax JIOSITbHOCTHU KJIMEHTOB CTUMYNIUPYIOT O0HYCHEIMU OannaMy, B KJIMEHTCKUX CO00IecTBax Ux
MOTHUBUPYIOT O4YKaMU PellyTalluy, TaKXKe U3BECTHBIMU KaK 3Ha4dkKu. Onupasch Ha CO30aHHBIU
IIOTb30BATENSIMH KOHTEHT, TripAdvisor moimkeH ObITh YBEPEH B CTAOUIILHOM ITOTIOTHEHUHU HOBLIMH,
Ka4yeCTBEHHBIMU OT3BEIBAMU.

IOns atoro TripAdvisor pa3maeT aBTopaM 0T3bIBOB 3M01eMsbl TripCollective, 4ToOB 3TUM CaMbIM
MIPU3HATh UX BKJIafd B COOOIECTBO. ABTOpaM PeKOMEHAYETCs MHUCATh KaK MOXKHO 0OJIbIIle OT3HIBOB IJIST
TOT0, YTOOBI YBEJIMUYUTDH CBOM cTaTyc. CyIllecTBYeT IIeCTh YPOBHEM, HaUYMHAas OT YPOBHS «HOBUYOK» (OOMH
OT3BIB) U 3aKaHYMBas yPOBHEM «TJIaBHBIM cIlelnanucT» (60jiee yeM MAThOECAT OT3HIBOB). Takxke
CYIIECTBYIOT CIIeliaJibHble 3HaUKHU - 9KCIePTHBIE 3HAYKY ([IJIs OT3HIBOB, HAIIMCAHHLIX TOJIBKO B OTHOM
KaTeropuu ycJyr, TaKue KaK OTeJIH, PeCTOPaHHl U Pa3BjIeYeHMsI) U TaCIOPTHEIE 3HAYKY (OJIs1 OT3HIBOB,
KOTOpEIE HaIlMCaHbl XOTS

BPEHJIAM CTAJIO 2KMW3HEHHO HEOBXOIUMO OBIIATBHCH CO CBOMMU KIIMEHTAMMU C
IIOMOIIIbIO COIINAJIBHBIX CETEM.

OBl ITO IBYM HampaBjieHusM). TakKe aBTOpaM OT3LIBOB IIPUCHIIAIOT HA JIEKTPOHHYIO IIOUTY UX PEUTHUHT B
CPaBHEHUM C OPYTMMHU aBTOPaAMU ¥ IPU3LIBAIOT IHUCATH OOJIbIE, YTO TOBLICUT PEUTUHT. DTHU UTPOBEIE
IIPUHITUIIE, TaKMe KaK HarpaXjeHue KJIMEHTOB 3a BHIIIOJIHEHNE 3alaHUM UJIN BOBJIeYeHUEe B COPeBHOBaHUE
3a 6oJiee BBICOKUM PEUTHUHT, TAPAHTUPOBAHHO 0YeHb 3G (GEKTUBHEI [JIs1 IOCTPOEHUS HEIPEPHIBHOT'O
B3auMOEHCTBUSI.

CylecTByeT HECKOJIBKO IIPUYWH, 10 KOTOPHEIM relMuduKaIus aBiaseTcs UfealbHbIM HHCTPYMEHTOM IS
B3auUMOMAENCTBUsI. Bo-TIEPBHIX, TeUMUDUKAINS UCII0JIB3yeT YeIoBeYeCKUe XKeJIaHus /I OCTUKEHUS
0osiee BEICOKUX IleJIel M MPU3HAHUSA OOCTUXKeHMN. HeKoTophIX MoKynaTesie MOTUBHUPYIOT Harpagsl, a
HEKOTOPHIX - caMopeanu3anus. Kak u B urpax, CylleCTBYeT OIIpelleJIeHHBIN YPOBEHb 3aBUCUMOCTH,
KOTOPBIN MMOATAIKUBAET K AOCTUXKEHUIO 60Jiee BLICOKUX YPOBHEH. TakuM 06pa3oM, IMOKyIaTeIu NMEeIoT
HeNIPEePHIBHOE B3aMMOENCTBUE C KOMIIAHUSMMY, YTO CO30aeT MeXIy HUMU CUIIbHOE COOTBETCTBUE OPYT

ApyTY.

Bonee Toro, gis reiMuduKaluy XapakKTepHa CUJIbHAsSI IIOOKOHTPOJIBHOCTL. Harpaabl HAYNCISIOTCS
TIOKYTAaTEeJIsIM, KOT{la OHM COBEPIIAIOT ONPENeJIeHHbIEe OTIepaluy, HalIPUMeD MOKYIalT OOIbIle TPOOYKTOB
WY 3a[eHCTBYIOT Apy3el. II0CKONbKY IPHUBUIIETHH IIPUBS3aHbl K YPOBHIO KIITME@HTOB, KOMIIAHWH Ial0T
foJtee 1leHHBIE HaTrpajbl TONBKO TeM, KTO NeHCTBUTENbHO UX 3aCIyKUBaeT. To eCTh HY2KHO elIlle YUUTHIBATh
¥ MapKETHUHTOBBIM OI0[I2KEeT KOMIIAHWK MOT'YT TOYHO IIPEIyCMOTPETh, KAK MHOI'0O HY2KHO IIOTPATUTh, YTOOBI
MIOJIyYUTD ONPefeIeHHyI0 CyMMYy foxoma. baslikl 1 MUK, CBSI3aHHLIE C BEIKYIIaeMbIMHU HarpagaMH,
SIBJISIIOTCST (DOPMO# BUPTYaJIbHOM BaJIIOTHL, KOTOPAsi TaK¥Ke KpaWHe MOAJaeTCsi KOHTPOJTIO. [IJIg KOMITaHUH
BBIIAHHEBIE OaJIkl IPUPABHUBAIOTCS K MeHEXKHBEIM 0053aTe/IbCTBaM, HaXOOAIIIUMCS Ha OyXraJaTepCKOM
OaJjtaHce.

CaMoe r1aBHOE, YTO reiMuGUKalMsI COTIacyeTCss C KOHBEPIreHTHBIMHU TEXHOJIOTUAMHU B 1T POBOM
akoHOMUKe. ['efiMuduKanms - 3To pa3yMHBIN criocob myisg coopa JaHHBIX O KJIMEHTaX, Kak
TPaH3aKIIMOHHBIX, TAK ¥ HE TPAH3aKIIMOHHEIX, KOTOPHIE IIOJIE3HEI AJIS afallTalluy U IepcoHanu3anuu. Cam
YPOBEHb KIIMEHTOB IIOMOTAaeT KOMITQHUSM COCPENOTOYUTHCS Ha CBOMX CaMbIX BaXKHBIX KJIIMEHTaX. AHAIIN3
OOTBITMX HAHHBIX TAKIKE MO3BOJISIET HOHSATh NOKYIIAaTEIbCKIE MOMEITN MTOBENEHNsI, KOTOPHIE TTOJIE3HHI OIS
aBTOMATH3allMK MapKeTHHTa (HalrpuMep, B IIEPCOHAJIBHEIX IIPOoAaXKax 1 IIpPoAakax COIMYTCTBYIOLINX
TOBAPOB TOBHIIIEHUST CYMMEI ITPOAAXKH).



YTOOH MCIIOTB30BaTh TeUMU(UKAITNIO AJIsT BOBJIEYEHUS KJIMEHTOB, MApPKETOJIOTH OOLIYHO CIIEIYIOT TPeM
OCHOBHHIM ITaraM. Heo6xogumo OnpenenTs Leiu C TOYKY 3PeHUsT OeHCTBUM KJINEHTOB, Ha KOTOPHIE
MapKeTOJIOTH XOTAT UX CIIPOBOLIMPOBATH C IIOMOIIIbI0 reiiMudukanuu. Ilocne yctaHOBNIeHUS 1enei
MapKEeTOJIOTH HOJIXKHBI OTIPENEIUTHCSI, KaK KIIMEHTH CMOTYT (QYHKIIMOHUPOBATEL B IIpOTrpPaMme
redimMuduKanuy U Kak OyoyT OIBUTaThCS BHU3 U BBEPX 110 YPOBHAM. Ha KaXk[I0M IMOKyHIaTeIbCKOM YPOBHE
MapKeToJIoraM Heo0XOMMO IIPEIOCTaBUTh OIIpeie/IeHHbIe TPYIIIE MPU3HaHUM U Harpaj, KOTOphe OyayT
CTUMYJIUPOBATH KJIMEHTOB MOTy4YaTh BCce O0Iee BEICOKME YPOBHU.



ITar 1. Onpenenenue MOOYKIAIOIIAX TeHCTBHH

Cy1iiecTByeT HECKOIBKO AeMCTBUM, Ha KOTOPHIE IporpaMMa reiMuduKanny Xxo4eT moBausaTh. Korga
TIOKYTaTe X BHIIONMHSIIOT HEOOXOOUMBIEe MEeUCTBUS, OHU MOJIy4aioT 6amabl. CaMbIMU PaCIPOCTPAaHEHHBIMHU
OEeVCTBUSIMHU, HAa KOTOPHIE IIBITAIOTCS ITOBJIUSTH MAapKEeTOJIOTH, SIBJISTIOTCS TPAH3aKIIMOHHEIE OefiCTBUS,
MIOKYIIKY, pedepaisl U miaTexu. Yem 00Jibllle KIIMEHTH IOKYIIaloT, TeM 00JIbIlle 0YKOB OHM II0JIy4aloT. B
Harpapgax Starbucks mokymnku mpubGaBasIOT 3BE31B, KOTOPHIE ITOKYIIaTEI! MOTYT OOMEHSTh Ha OECIIaTHYIO
eny v HanuTku. [IporpamMma refimuduranmy Takxke nmodyxaaeT KJIMEHTOB K ITOOK/II0YeHUI0 pedepasos.
Hampumep, Uber mpenocTtaBiseT GecnaTHLIE TTOE3IKU WY IOMOJTHEHUEe cYeTa KJIMEeHTOB, €CIIU OHU
IIPUTTIACAT OPy3elr 3aperucTpupoBaThcsa U e30uTth ¢ Uber. B ciydae ¢ LendUp (MHTEpHET-KPEOUTOD,
KOTOPHIU IpefoCTaBiIsIeT KPeOUTH KJIMEeHTaM C IIJIOX0M KpPeOUTHON UCTOPUEN MU TeM, KOMY IIPOCTO He
OaloT KPEOUT) KJIMeHTaM PeKOMEHIYeTCsI IOTaIaTh KPeguThl BOBPEMsI, YTO IT03BOJISIET 3apaboTaTh OasikL.

MapKeTo/IoTH TaKKe MOTYT IIOOUIPSATh CBOUX KJIMEHTOB BHIIIOJIHATH He TPaH3aKIIMOHHEIE 3afa4uu. Kak
00cyXKIajiock paHee, IporpaMMa reiMupUKaIuy TakkKe MOXKeT MOTUBUPOBATh KJIMEHTOB K HAITMCAHUIO
oT3HIBOB. Top Reviewer Rankings kommanuu Amazon u ux «3ajl CJIaBbI» OIPENEsIOT ITOKyIIaTeeH,
KOTOpPHBIEe aKTUBHO IIHUCAJIM OT3BIBHL. TakKKe KJIMEeHTOB MOXKHO ITOATOJIKHYTh IIONEIUTHCSI TUYHOU
uHpopMmarmeni. K mpumepy, nmporpamma Starbucks Rewards pa3maet GecniaTHbIE HAIUTKY Ha J€Hb
POXKOEeHMS KJINEeHTa, TEM CaMBIM CTUMYJIUPYS KJIMEHTOB pacCcKa3aTh, KOTHa YV HUX AeHb POKAECHMS.
MapKeToI0T# TakKe MOT'YT HarpaXKjgaTh KJIMEeHTOB 3a Pa3BUTUE JIVUIINX IPUBLHIUEK U U3MEeHEeHUe
noBemenus. Hanpumep, LendUp HarpaxpmaeT 6aiaMy 3aeMIIMUKOB 3@ IIPOCMOTP 00y4aroIIuX
BUMIEOPOJIMKOB O TOM, KaK yJIy4IIIUTb CBOIO KPEIUTHYIO UCTOPHUI0. HauuHalomas KoMIIaHUs 1104 Ha3BaHUEM
AchieveMint gaeT 6anabl (KOTOPBbIE MOKHO OOMEHSITH Ha TOBaphl UK OEHBIH) 3a yYacCTHE B 3MOPOBBIX
BUJaX OeATENIbHOCTH, KOTOPHIE OTCIEeXXUBaET C IIOMOIIBI0 IPUIOXKEHUN A1 300p0Bbsi. CO3mMaHHBIN B
Cunramnype crapTtan Play moolah yuuT geteit ToMy, Kak Jydlle yIIpaBiasaTh OeHEXHEIMU CpefCcTBaMu C
IIOMOIITBI0 UTPOBOTO ABUXKKA.



Ilar 2. OnpeaeneHue 3a4UCICHUHA H YPOBHEH KIMEHTOB

HekoToprle KOMIIaHUM aBTOMaTUYeCKU PETUCTPUPYIOT BCEX MTOKyNaTeslel, KaK TOJIbKO KJIMEHTHI II0JTy4aioT
CBOU TIepBBIe OaJITHI, CIesiaB IEePBYIO MOKYIKY, UM KOTAA KIIMEeHTHl IPEeOOCTABIISIOT TUYHBIE aHHbIE TIPU
peructpanuu. ITocne peructpanuu KIueHTaM IIPeajiaraeTCs BEHIIOITHUTD JOIOJTHUTEIbHEIE TEeUCTBUS,
KOTOPBIE TIOBNIHUSIIOT HA CTATyC. BONMBIIMHCTBO KOMIIAHUH KIaCCUPUITUPYIOT CTATYC KJIMEHTa 110 YPOBHSIM
(6pOH30BHIM, CEPEOPSIHBIMN, 30JI0TOM), YTOOHI JIyUIlle YIPAB/ISITH XapaKTEePOM B3aMMOOTHOIIIEHUH U
pacxomamu. Kaxkawiii ypoBeHb aCCOLMUPYETCS C ONIPeNeIeHHbBIMU IIPUBUJIETUSIMU U, CIIef0BaTeJIbHO,
ompefeeHHBIMU 3aTpaTaMu Ha o0cnykuBaHue. C MOMOIIBIO YPOBHEH KOMIIAHUU TaK¥XKe CTPEeMSITCS
YBEJIMYUTH MOKN3HEHHYIO IEHHOCTh KJIMEHTAa U CKOHIIEHTPUPOBATLCS Ha KJIIMEHTAaX, SBIISIOMINXCS
Hauboee 1eHHLIMU. [lo3TOMY JTIOAY, IOTyYasi ny4dlliee 00CTy>KUBaHME U3-3a JOCTUKEHUS BHICOKOI'0
CcTaTyca, YyBCTBYIOT ce0s LIEeHHBIMU. [T0CKOTBKY TTOKU3HEHHAs IIeHHOCTb U 3aTPaTh Ha 00CTyXKHUBaHUE
MOTYT OBITH OIleHEHB!, KOMIIAHUYM MOTYT U3MEPSATH NPUOLIIBHOCTS KaXkKI0T0 OTAEILHOTO KIINEHTa.

Hampumep, Sephora, ¢ppaHily3ckasi ceTb KOCMETUYECKHUX MarasuHOB, IIpejlaraeT TPeXypPOBHEBYIO
nporpaMmy. CaMbIli HU3KUHM YPOBEHDb Ha3bIBaeTcs Beauty Insider, KOTOpEBIl ITO3BOISIET ITOKYIIATEISAM
3aperucTpupoBaThcs 6e3 coBepIIeHUs MOKYIKY. [laXke Ha caMOM HU3KOM YpPOBHe Sephora mpepnaraeT
OecraTHBIM TOOAPOK Ha OeHb POXKIEHUS U OecliiaTHEEe YPOKU KpacoThl. YTOOH mepetTy Ha CIIenyIoIue
nBa ypoBHS - VIB (Ouens BaxkHbIM Beauty Insider) u VIB Rouge, nokynaTensiM He00OXOOUMO IPUOOPECTH
IpPOnOyKIHio Sephora Ha onpeneneHHy0 CYMMY.

YPOBHU KIHEHTOB TaKXkKe II03BOJISIOT KOMIIAHUSIM OeTalbHO OTCIeXKUBATEH MPOTPECC KakKIoro OTOEIEHOT O
MOKYTATeJsIsI C TOYKKA 3PEHUS IeHeXKHOM CTOMMOCTH ¥ MHOeKCa COOTBEeTCTBUs. C TOUKHU 3PEHUS IIyTH
KJIMEHTAa, CTAaTyCHI MMOKyHIaTeJIel CIIyKaT OPUEHTUPOM, YTOOH! ONIpPefenuTh, B KaKOM Auana3oHe om
Oelicmeus K 3aujume HaXOOUTCS KIUeHT. YeM BEHIIIe CTATyC, TeM OOJIbllle KIIMeHTHl BOBJIEYEHEI U CKOpee
CTAQHOBSTCS 3alllUTHUKaMu OpeHpga. CieqoBaTeIbHO, pacipeneneHne 0 YPOBHSIM II03BOJISIET KOMITAHUSM
OINpPEeNeNuTh CaMble aKTUBHBIE M HEPABHOMOYIIHLIE TPYIIIEI MTOKYIIaTeIeH U MPEeBPaTUTh UX B 3AlIUTHUKOB
OpeHpma.

YTo6H HEIPEPHIBHO MOTUBUPOBATE KJIMEHTOB U B TO K€ BPeMSI YIIPaBJIATh PACXOOaMu, HEKOTOPEIE
KOMIIaHUU IIPUMEHSIOT CUCTEMY HaKa3aHUi, U3-3a KOTOPOU YPOBEHD KIMEHTOB MOXKET ITIOHU3UTLCS UIIU
make COBCEM IponacTh. K HaKa3aHUSAM IPUBOMSAT CIy4YaHd, HAalIPUMeD, KOTfia KJIUEHTH TEPSIOT CBOIO
aKTMBHOCTD Ha IPOTSIXKEHUU KaKOT'0-TO IIeproia BpeMeH!U, He JOXOOAT [0 ONpeNeIeHHON TOYKN
TIOPOTOBOTO MMOKA3aTeJIsI UJIM CPOK HCIIOIb30BaHUS 0aIoB yKe UCTeK. DTOT UTPOBOM MEeXaHU3M
HeoOsi3aTeseH [JId KOMIIaHMM B 3aBUCUMOCTH OT XapaKTEPUCTUK KIIMEHTa U 3aTPaT Ha IporpaMmmy.



IITar 3. Onpenenenue NpU3HAHUS U Harpap

CrenyoomuMm I1aroM sB/seTCS Ha3HaueHVe OllpefeIeHHbIX IPUBUIETHH, Ha KOTOPHIE KJIMEeHThHl UMeloT
MIPaBO IIPU IIPOXOXKAECHUHN Ha ONPENEJIEHHBIM YPOBEHb. X0POIIel MIPUBUJIETUEH SIBIISIETCS 9KCKITIO3UBHBIN
OOCTYII, YTO CTAHOBUTCSI HEBO3MOXKHEIM 0€3 y4acTusl B IpOrpaMMe U OOCATAeMO TOJIBKO IJIsl IIOKyIaTenen
OIpeeIeHHOTO YPOBHS. DTO MOXKET OBITh IOCTYII K JIYYIINM TOBApPHBIM IIPEAIOKEHUSIM UIn CKuakaM. K
npumepy, LendUp npensiaraet BiiagesnbilaM BEICOKOTO YPOBHSI KPEOUTHI ¢ 60Jiee HU3KUMU CTaBKaM#. DTO
MOZKeT OBITh M IOCTYII K 9KCKJIIO3UBHBEIM TOBapaM U yciayraM, Kak, Hanpumep, VIB cetu Sephora K HOBBIM

KOMITAHUU IOJI2KHBI TIOHUMATD, YTO B TOJITOCPOYHON [MEPCITEKTHMBE PEATUPOBAHHE HA
BCE OBCYXIEHHWA B COUVAJIBHBIX CETAX CTAHYT HEBBIITOJTHUMOH 3A0AYEMN.

ToBapaM. TakxkKe 3TO MOKET OTHOCHUTHCS K OIIpeNe/IeHHOMY KaHaly B3auMOMAEHCTBUS C KIIMEHTOM
(Hampumep, BRIIEIEHHAS 0Yepenb B KOJI-I[EHTPEe WUJIU BhIAEIEHHBIN 00CITyKUBAIOIIUM TIEPCOHAI AJIs
KJINEHTOB BBICOKOI'O CTaTycCa).

Eme ogHUM pacTymI“M TPEHOOM B OpraHU3alliy CUCTEMEBI HarpaXKIeHUs SIBJISeTCA TeHOeHIUI K
MT'HOBEHHOMY BO3HarpaxKaeHWI0 - Harpaabl, KOTOPBEIE MOXKHO Cpa3y ke 00MeHsTh, He HaKallJITuBas uX.
Hampumep, Orbitz mo3Bonsier kmueHTaM cpaldy 00MeHSATh CBOM Oaslyibl (Ha3bIBAIOIIUECST OpOaKcaMu) u
TIOTIOJIHUTE CYEeT UJIM COXPaHUTh UX Ha noToM. MHOrla MrHOBEHHOEe BO3HArpaxueHue oTnaeTcs 6e3 KaKkoii-
n00 YPOBHEBOM cucTeMHl. KimaccuyeckuM mpuMepoM 3Toro sieisiercst Happy Meal ot McDonald’s, mpu
MIOKYIKe KOTOPOTO BHI ITproOpeTaeTe OecIylaTHBIE KOJUIEKIIMOHHBIE UTPYIIKH.



3akiaodenue. MoOHJIBHBIE

IIpunoxenusi, conuaabHasi CRM u reuMupHKaIHUs

YToOH! IOMOYb KJIMEeHTaM IIepefTH 0T IOKYIIKM K afBOKaluu OpeHa, MapKeTojoraM HeobxonuMa cepus
TaKTHUK II0 BOBJI€UEHUIO KJIMEHTOB. CyIIIeCTBYIOT TPU MONYJIAPHEIE TEXHUKH, KOTOPHIE I0Ka3aJi CBOIO
9(hHEKTUBHOCTD B YBEIUYEHUU BOBJIEUEHHOCTH B IIM(PPOBYIO SIIOXY.

Bo-mmepBEIX, MApPKETOJIOTY MOTYT UCIIOJIb30BAaTh MOOMIIEHEIE ITPUJIOKEHUS AJIs YIIYUIIeHUS ITudPOBOT0
00CITyKUBaHUS KINEHTOB.

Bo-BTOpPEIX, MapKeTOIOTY MOTYT UCIIOIb30BaTh couuanbHyio CRM [O5isi BOBIIeYeHUs IOKyIlaTelel B
00CyK[IeHUS U IPeNOoCTaBJIeHNe PelIeHn .

U, HaKOHell, B-TPEThUX, MAapPKETOJIOTH MOTYT MCIIOIb30BaTh TeMMU(PUKAIINIO OJIST TOT0, YTOOHI YIIPABASITh
HeoOXOOMMEIMY HabopaMy MOBeOeHus KIINEeHTOB.

Kak MoOunbHEIE TPUIOKEHUs, contmanbHass CRM u refiMmuduKaims MOTYT IIOMOYb IIPUBIIEYh BAIIHUX
KJIMEeHTOB?

KakoBw! 1po6iieMbl HCIIOTHEHUS IPOrPaMM BOBJIeYeHUs KJIIMEHTOB B BallleM Ou3Hece?



Texacckuit npegnpuarMaTens [Ixxua [xuanr 6ouTcsa 0Tka3oB. OH HECKOJIBKO pa3 He CMOT IIOJIy4YUTh
¢bmHaHCHpOBaHUE OJ19 CBOET0 TEXHOJIOTUYECKOr0 cTapTana. YTo0kl IIpeonoieTh CBOM caMBIl 60JIbIION
cTpax, [IXKWaHT PEIInsI COCTaBUTh CIIMCOK M3 CTa CaMbIX aOCYPOHBIX IPOCHO ¥ CTOIKHYTHCS C OTKa3aMu
unoM K nuny. ITocie HeCKONIBKUX OHEHN YCIIEeITHON Tepaluu OoTKa3aMu, [IKUaHT OTIIpaBUiICcs B KOGeiHIo
Krispy Kreme Ha ouepenHOil ceaHC, HO €0 MUCCUS IPOBaJINjIach.

Ixxuanr monpocuin npoxasiuily Krispy Kreme [I:keku BpayH mpUroTOBUTE KOPOOOYKY ITOHYUKOB B (hopme
ONIMMIINUCKUX KOJIell, KOTOopas CHOeflana BCe UMEeHHO TaK, KaK OH Ipocui. [IKeKu fgaxke MpaBUIbHO
pacIoJioxKuiIa MOHYUKHU ITI0 IIBeTaM. BMecTo TOro 4To0H IOJIyYUTh B OTBET OTKAa3 M HAaCMeIKy, [[KuaHT
ucneiTag MoMeHT WOW! 3anucs garnsHoro ciaydasa (https://www.youtube. com/watch?v=7Ax2CsVbrX0)
cobpasna Ha YouTube 6onee msiTu MUIIHOHOB IIpocMOTPOoB. WOW bold’om!



Y9tro Takoe WOW?

W3 uctopun [xuaHra Mul y3Hanu, 470 WOW - 3T0 BeIpaKeHHe, IPOU3HECEeHHOe KJIMEeHTOM TOTAa, Korga
OH OT yOUBJIEHUS TepseT Oap pedu. Takxke MH y3HaeM, U3 KaKUX TPeX xapakKTepuctuk coctout WOW. Bo-
nepBeix, WOW - 310 yousseHue. Korpga demoBeK UMeeT ONpefeleHHbIe OKUAaHUs, HO YTO-TO
npeBOCXOOuT ux, nosasnsgercas WOW-momeHT. OTKJIOHEHUE OT 0KUOAaeMOro pe3yibTaTa — 3TO TO, YTO
cnocobcTByeT nosieyieHni0 WOW. Bo-BTopbix, WOW mpencTaBissieT co00¥ TMYHOE SIBI€HUE U MOXKET
OBITH BHI3BAHO TOJILKO Y YEJIOBEKA, UCIBITHIBAIOIIEr0 3TO YyBCTBO. Ecniu Obl [IKuaHT He 0OpaTHiICs co
CTpPaHHOU IPOCHOOHU, OH OB CTONIKHYJICS ¢ 00BIYHBIM 00cTykuBaHueM B Krispy Kreme.

CKprITas TpeBOra dejioBeKa BO BpeMs UCIIOTHEHUs 4eTro-Tu00 crmoco6CcTByeT nossBneHuio WOW-MoMeHTa.
K coxaneHuio, He BCe KJINEHTHI TOBOPAT HAIPSIMYIO O TOM, 4ero OHU X0oTAT. U, HakoHel], WOW -
3apa3umenbHas eewb. TOT, KTO ucneitaeT MoMeHT WOW, OymeT 3amliuiaTh U PaciIpoOCTPaHSITh XOPOIIYIO
HOBOCTB [JIsI APyTux oped. B ciydae ¢ [IxuanroMm Krispy Kreme nony4wunu 6ecniaTHyO pekKiaMy,
3aM0JIyYUB ISITh MUJIIMOHOB YEJIOBEK M3-3a CBOET0 0COOEHHOT0 00CITyKMBaHUSI. DTOT QPaKTop He
IIPOUCXOOUT €3KeOHEBHO B HallleM OM3Hece 00CIIyKMBaHUS KIUeHTOB. Ho Korpaa MmosaBiasieTcs Takas
BO3MOZKHOCTH, HY?KHO BCera BOCIIOJIb30BaThCA eTro BUPYCHBIM 3¢ pekToM. WOW-(haKTOpEHL - 3TO TO, UTO B
KOHEYHOM CYeTe ITPUBOOUT KITMEHTOB K OpeHO-aiBOKAIIHH.

Cyns o xapaktepucTtukaM, 3pdheKT WOW IIPOUCXOOUT CIIyYaWHO. MOTryT T KOMIaHUKU U OPEHOH
HaMepeHHO co3aaTh 3ToT 3¢ dexrT? OTBET: Oa, MOTYT.

B Mapketusnre 4.0 Mup, roe npegMeTaMy TOPTOBNIU SIBASIOTCS OTJIMYHBIE TOBAPH U IPEBOCXOOHEIE YCIYTH,
WOW-dakTop - TO, YTO OTIUYaeT OPEH[ OT ero KOHKYPeHTOB. MOXKHO pa3paboTaTh CTpPaTeTuio, HaJlaJuTh
UHQPACTPYKTYPY | IIpoLecch u 00ydaTh moaei mpuHoCUT WOW-3DGEKT C TOMOIIbIO ISITUYIEHHOMN

CTPYKTYDHL.



Hacinapurech, HCHBITaUTe, BTAAruBauTech: WOW!

Ha nyTu xnmueHTa KOMIIAaHUY U OpeHIH NOJIXKHBI aKTUBU3UPOBAThH CBOM TBOPYECKUU ITOTEHIINAN U
YIIYYIIUTL B3aUMOAENCTBUE C KiueHTaMu. C TOYKM 3PEHUS TTOKYIIaTels, CYyIIeCTBYIOT TPU YPOBHSI:
HacJaXXOeHue, OIBIT U BOBJIEYEHHOCTE.

Te xkoMnauuy m GpPeHOB], KOTOPHIE (POKYCUPYIOTCS HA KQaYeCTBEe HIPONYKLUNH, C JIETKOCTHIO TOCTaBSAT
yoososbcmeue cBouM KinueHTaM. OHU KOHIIEHTPUPYIOTCS Ha CO30aHUM TOBApPOB U YCIIYT, KOTOPHIE
OTBEYAIOT MOTPEOHOCTSIM U JKEJIaHUSIM KJIMEHTOB.

Ho Te, KOTOpEIE OBUTAIOTCS Hanblie, obecredaT yoeauTeIbHBIM KIIMEHTCKUM OITBITOM ITOBEPX TOBApPOB U
ycinyr. OHM yIy4dmaT B3aUMOIEUCTBHE KJIIMEHTa C MOIEJIbIo O0C/IyKMBAHUS U CO3al0T Pa3jIndre MeXay
Mara3uHHBIM U ITU(GPOBLIM MOKYIIATEIECKUM OIIBITOM.

B KOHeYHOM UTOre, Te, KTO TPAaKTUKYIOTCS Ha CaMOM BHICOKOM YPOBHE, IMYHO ITPUBJIEKAIOT KJINEHTOB U
[I03BOJISIOT UM IPOSBUTE cebs. OHU pa3pabaThiBal0T MEHSIONTYIO0 JKU3Hb IePCOHAIN3alINI0, YTO SIBJISIETCS
BBICIIEN TOYKOM KJIMEHTCKOTO OIBITa, KOTOpas obpallaeTcs K INYHBIM CTpaxaM U KeJlaHUusAM
IIOKyIaTesien.



A BBI ToTOBBI K WOW-30ddeKTy?

BBIUTPEHIIHEIE KOMITAHUY U OPEH[H - Te, KOTOPHIe He ocTaBiasiioT WOW-MOMEHTH Ha 00 ciydasi. OHu
HaMepeHHO co3naioT WOW-3ddekT. OHU IPOAYKTUBHO HAIIPABIISIOT KJIMEHTOB OT 0c8€00M/A1eHHOCMU K
3awume. OHU TBOPUYECKU YCHUJINBAIOT B3aUMOIENCTBHE C KJINEHTAMU OT YIOBOJIBCTBUSA K OIBITY U
BOBJIEYEHHOCTH. BBl 0fHA U3 TaKUX KOMIIQHUN?



BiaarogmapuocTtu

MapxemuHe 4.0 co3gaBaJlicsi B TeUeHUe IIeCTHU JIeT. 3a 3TOT IIepUOJ BPEMEHU B 3aBepllleHNe JaHHOU KHUTHU
BHECJTM CBOM BKJIa[i MHOTHE JIIOOU. ABTOPHI X0Tesu Obl moGarogapute WOW-komanny B MarkPlus Inc,
KOTOpasi MPOBOAXJIA UCCIIEIOBaHUs], U OECYUCIIEHHOE KOJIMYeCTBO YaCOB 3aHMMAJIaCh MO3I'OBBIM IITYPMOM
BMecTe ¢ aBTopaMu: MocarnoBa Casutpu, Beanu Yanapa, Cecunus Xepmanto, Kesun Jleonapzn, Kyuucu
Bonrco, OnBuH Xapou, Oapuas Xyauono, DButa Tarus, [llabprHa AHHUCapacuuk, AHape AHTTama u
®akpu3sa [IpaTxama.

Takxke MbI X0Tenu Obl mo6maromapuTk pykoBoourtenes MarkPlus Inc. (a umerHo COBET), KOTOPHIE
IIPUBHECIU CBOU MBIC/IM U 3HEPTUI0 B KHUTY: Maiikiia XepmaBaHa, [I:xkeku Myccpu, Taybuka, XeHapy
Bapcura, Busu [xepuko, Ctedanu XepmaBaH 1 JHIIA.

U nocnenHee, HO He MeHee BayKHOE: MBI X0TeIu OBl BEIPA3UTh 61arofapHOCTh KoMaHae KoMmnauuu Wiley -
Puuapny Happamopy, Tuddanu Komosn, xkocenur KBAITKOBCKH - TEM, KTO ITI03BOIUIA HaM IIOOEIUTHCS C
mupoM MapkemuHeom 3.0 u MapkemuHzom 4.0.



Anujaor

Ot Mapkerunra 3.0 k Mapketunry 4.0

B TeueHue nmocnemHUX UIECTU JIeT MapKeTOJIOTH, C KOTOPBIMU MBI BCTPeYasuch II0 BCEMY MUDPY, IIPOCUIN
Hac o npoposxkeHur MapkeTtunra 3.0. YuuTriBas IUHAMUKY MapKeTHHTa, MHOTHE CUUTAJIU, YTO
MapxkeTuHr 4.0 HaX0OUTCS B CTaOUU Pa3paboTKH.

B Mapketunre 3.0 MBI TOBOPHJIK O CEPHE3HOM II€PEXONE OT MapKeTHUHIa, OPUEHTUPOBAHHOTO Ha IIPOOYKT
(1.0) kK MApKETUHTY, OPUEHTUPOBAaHHOMY Ha nokynatens (2.0), u, HaKoOHell, K MapKeTHUHTY,
OpHEeHTUPOBaHHOMY Ha 4yejoBeka (3.0). B Mapketunre 3.0 MbI HaGTI0qamu, Kak KJIMEHTH IIPEBPAIIAIOTCS B
IIOJTHOLIEHHEIX JTIIOfIeH, 001agarommx pa3yMoM, cepaleM u nyxoM. CiieqoBaTeIbHO, MBI YTBEPKIOATIH, YTO
Oymyllee MapKeTHHTa JIeKUT B CO3[aHUU TOBAPOB, YCIYT U KYJIbTYypPEe KOMIIAHWY, KOTOPHIE OXBATHIBAIOT U
OoTpaxarT YeloBedecKue IeHHOoCTH. C MoMeHTa BeIxofa KHUTY B 2010 rogy MHOTHE MapKeTOIOT!
nepeHsanu npuHOUNE Mapkretunra 3.0. Kaura Ovl/1a HaCTONBKO CUJIBHO IIPU3HAHAa BO BCEM MUpe, YTO ee
IepeBey Ha OABafllaTh YeTHIpe A3blKa, He CYUTasA aHTJIUNCKOT0, BO BCEM MUpe.

Yepes rop nocie nyoIuKauy KHUTH MBI TocTpounu Myseit Mapketunra 3.0 B Yoyn, Banu. 9ToT My3ei
OB TOCTPOEH TIPU MOAAEPKKe Tpex npuHueB YOyna: Yokopaa I'me Ilyrpa CykaBatu, Yokopma I'me Oka
CykaBatu 1 Yokopma I'me Paka CykaBaTu. YOy[, Co CBOel aypoi OyXOBHOCTHU, SIBJISETCS OTJIMYHBIM
MeCTOM [JIs IEPBOTO TAKOTO pofa My3es MapKeTUHra. B My3ee MHI crienimanbHO 0TOMpaeM
BOOXHOBJIAIONUINE CIIy4al, IPOU3OLIEIINe C MapKeTOJI0TaMy, KOMIIaHUSIMU ¥ MapKEeTUHT OBEIMU
KaMIIaHUSIMH, KOTOPEIE CTPOSITCS Ha OCHOBE YeJI0BeUeCKUX lleHHOoCTel. KOHTeHT coOpaH B COBpEeMEeHHOM
MHOT039KPaHHOM MHCTaIIIUuu. B nocinennre rogsl My3edl ObLI MOLEPHU3UPOBAH C IIOMOIIBI0 COBPEMEHHEIX
TEXHOJIOTMH, TAaKWX KaK JOIOJIHEHHAs PeanbHOCTh U BUPTyalbHas PealbHOCTE.

Ha camoM mesie MHOTO Yero IIPOU3OIIIIO C TeX ITOP, KakK MbI Hanmucanu MapkeTusr 3.0, 0cOOEHHO C TOYKHU
3pEeHHUS TeXHOIOTHYECKHUX NJOCTHXKEeHHH. TeXHOIOTnH, KOTOPEIe MBI HaOI0ogaeM CeronHs, He sIBIISTIOTCS
HOBEIMH. Ho B mocieiHME TOOBI OHU COMTUIKAIOTCS, @ CYMMapHOE BIUSHUE 3TOTO COJIMKEHUS ITOBJIUSJIO Ha
MapKEeTHHTOBYIO IIPAKTUKY BO BCeM MHUPe. Teneps TPEHOHE CTPOSTCS OTCIOOA: 9KOHOMHKA COBMECTHOT'O
noTpebiieHus, 9KOHOMHUKA T10 MPUHINITY «3[eCh U cefiyac», MHOTOKaHaJIbHOE UHTETPUPOBaHNE, KOHTEHT-
MapKeTHuHT, couanbHass CRM 1 MHOTO€e OpyToe.

MEI cunTaeM, YTO KOHBEPTeHIIMS TeXHOJIOTHH HaKOHeI[ IIPHBeNeT K KOHBEePTreHIINH Iu(pPOBOTO 1
TPAOUIIMOHHOTO MAapPKETHHTa. B BEICOKOTEXHOIOTMYHOM MHUPE JIIOOU CTPEMSITCS K YeJI0BEYECKOMY
obmeHuto. Yem GobIe MBI 00IITaeMCs, TeM CUIbHEE XOTHUM, YTOOBI OJI HAaC YTO-TO menanu. Omupasichk Ha
AHAIUTHUKY OOJIBIINX JaHHLIX, TOBAPEL CTAHOBSITCS 00Jiee IePCOHATN3UPOBAHHEIMHE, a YCIyTH - 6ojee
JIMYHBIMH. B 111 poBOIi SKOHOMHKKE TTIaBHOE - HMCIIOJIb30BATh 3TH IIaPaJOKCHI.

B sTOT nepexonHbIM epron TpeOyeTCsT HOBLIM MapKeTUHTOBBIM IOAXon. M mo3ToMy MBI IPENCTaBIIseT
MapxkeTuHT 4.0 KaK eCTeCTBeHHHU Iepexon oT MapkeTtuHura 3.0. OCHOBHOM IIOCHIJI faHHOU KHUTH
3aKJII0YaeTCsl B TOM, YTO MapKEeTHUHT [OJIKeH aJallTUPOBAThHCSA K U3MEHEeHUSIM IIyTHU KiIneHTa B HudpoBoit
3KOHOMUKeE. POIb MapKeTOJIOTOB 3aKJTI0YaeTCsl B TOM, YTOOLI HAalPaBIsATh KJIMEHTOB Ha BCEM UX IIYTH OT
OCBEeIOMJIEHHOCTH K aJIBOKalluu.

[TepBas 4acTh KHUTH SBJISETCS PE3YJIbTAaTOM HAIIMX HAOTIONEeHUI 38 MUPOM, B KOTOPOM MEI XKUBEM. MbI
Ha4YWHAaeM C IPUHSTHUS TPeX OCHOBHEIX COBUTOB, KOTOPHIe GOPMUDPYIOT MUDP. MEI IBUKEMCS Oasbllile,
KCCIIeqys TO, KaK CBSI3HOCTH B KOPHE M3MEHUJIA YeJI0BeYeCKYIO XKU3Hb. BoJiee Toro, Mel 6oiee riy6oko
n3y4aeM OCHOBHBIE TM(PPOBEIE CYOKYIBTYPH, @ UMEHHO MOJIOAEXKb, XKEHIIUH U KuOeprpakaaH, KOTOPhIEe
IIOCJTy2KaT OCHOBOM [IIJIsI COBEPIIIEHHO HOBOT'O BUa KIUEHTOB.

Bo BTOpO¥ ¥ OCHOBHOM, YaCTU KHUTU 00CyKOaeTCs TO, KaK MapKeTOJIOTY MOT'YT IIOBEICUTH
MTPOU3BOOUTEIBHOCTD IIyTeM MOHUMAaHUS YT KJIMEHTa B IU(PPOBYIO 310XY. B 3TOM YacTH BE HaUeTe
HOBBHIY HAaOOP MapKeTUHTOBBIX IT0OKA3aTeJIEW ¥ COBEPIIEHHO HOBHIU B3TJIS HA HAIy MAPKETUHTOBYIO
npakTUKy. Takxke MHI yrIyOUMCS B paCCMOTPEHNEe HeCKOJIbKUX KITI0UEeBBIX OTpaciieil ¥ y3HaeM O TOM, Kak
peanu3oBaTh uaeu MapkreTurra 4.0 B JaHHBIX OTPACIIAX.

W HaKOHEI, TPEThs YaCTh KHUTH OETaJIbHO OMMCHIBAET OCHOBHBIE TaKTHUKU MapkeTuHnra 4.0. Mbl HaunHaeM
C 4eJIOBEKOIIeHTPUCTCKOT'0 MapKeTUHI'a, KOTOPBIM HAaIlpaBjIeH Ha O4YeJioBeYUBaHMe OPEHIOB IIyTeM
MIPUIKCHIBAaHUS €My JTUYHOCTHBIX XapaKTEPUCTUK. 3aTeM MHEI 60Jjiee MoaAPoOHO u3dydyaeM KOHTEHT-
MapKEeTHHT [JIg CO3MaHus Oquajiora ¢ KiimeHTamu. KpoMe TOTo, MBI TaKKe OMUCHIBAEM TO, KakK
MapKeTOJIOTH MOTYT HUCIIOJIb30BaTh MHOTOKaHaIbHEINM MapKEeTUHT OIS YBeNudeHUs nponax. Y Hamociaenok
MBI yTIyOisieMcss B KOHLIETIIIUIO BOBJIEUEHUS KJIMEHTOB B IU(GPOBYIO IIOXY.

B cymuocTy, MapkeTuHr 4.0 OnKUCHBaeT yriIyGjieHue U pacliupeHre OPUEHTHPOBAHHOTO Ha YeJI0BeKa
MapKeTHHTa, YTOOB OXBAaTUTh KaXKIbIM aclleKT IIyTellleCcTBUs KIWeHTa. MBI HajleeMCs, YTO 9Ta KHUTA
NOJapuT BaM BAOXHOBEHUE U UMIeU U BBl PellINTe IPUCOeOUHUTHCS K HaM B llepeonpefeleHuH CyIHOCTA
MapKeTHUHIa B IIOCJIeAYIOIIUe IOMLL.
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ITpumMmeuyanusn



1

Kpayncopcusr (anrin. crowdsourcing) - mpuBJiedeHUEe I BEHIIIOTHEHUS Pa00Thl O0JIBIIIOr0 YHUCIIa
moOpPOBOJIBLIIEB.



2

MapxkeTuHr (aHrji. marketing) BeigesnsieT B CBOEM Ha3BaHUM aHTJI. CJIOBO market - PHIHOK.



3

BrnuxHsas 6eckoHTaKTHas CBA3b (aHri. near field communication, NFC) - TexHosorusi 6eCipoBOIHOMK
nepefayy JaHHBIX MAJIOTO Paguyca AeNCTBUS [IJIT BO3MOXKHOCTH 00MeHa JaHHBIMU MEeX[y YCTPOUCTBaMMU
Ha paccTossHuM 0K0Jio 10 cMm.



4

«Peub B mudTEe» - TaKOHUYHBINA TEKCT, CIyXKaIlUK OJIA IPEeACTaBIeHNUsI KOMIIAHUY ITIOTEHIINAIbHOMY
KJIMEHTY WJIU MTapTHEDPY.



5

AfBoKalus - IpUBJIeYeHWEe HOBBIX ITOKYIaTesel C ITOMOIIBIO Y2Ke CYIIEeCTBYIOIINX, KOTOPhIe TBEPHO
OTCTaMWBaAIOT yKe IOJTIIO0MBIIUICS UM OpeH.



6

Wnupekc nosnbHOCcTU NPS (anrn. Net Promoter Score) - nHOEKC onpenesieHns IPUBEPKEHHOCTU
noTpebuTened ToBapy UM KOMIIAHUH.



7

Ab6peBuaTtypa YWN c aHTrImiickoro pacumdpoBbiBaeTcsa Kak Youth (Monomgexks), Women (3KeHIITUHEIL),
Netizens (kubeprpaxmaHe).



8

Kubepbynnuur (auri. cyberbullying) - 9To TpaByisi, 0CKOPOIEHUS UIH YTPO3HI, BEICKA3bIBaEMEIE KEPTBE C
TIOMOIIBIO CPECTB 3JIeKTPOHHON KOMMYHUKAIIUH.



9

PentabenbHOCTh KanuTaja (auri. return on equity, ROE) - moka3aTenb YUCTOM NPUOBIIN B CDABHEHUHU C
COOCTBEHHBIM KAITUTAJIOM OPTaHU3aIIUH.



10

Bo3BpaT MapKeTHHI'OBBIX MHBECTHULIMH (aHTJI. return on marketing investment, ROMI) - koadduiment
npUOHIH, TOYYEeHHON BCIIEICTBHE 3aTPAT Ha MAapPKETUHTOBYIO aKTUBHOCTD.



11

B MapkeTHHTe NMOKU3HEHHAs IIeHHOCTh KirueHTa (customer lifetime value, CLV unu yacto CLTV),
nmoxku3HeHHas 1eHHoCTh (life-time value, LTV) - 3To npeacka3aHue YMCTOr0 J0X0/la, CBI3aHHOTO CO BCEMU
OyoyIIMMU OTHOIIEHUSIMHU C KIHEeHTOM. Moenb npeacKa3aHus MOKEeT UMETh Pa3Hble YPOBHU
M3OIIPEHHOCTH U TOYHOCTH, BAPbUPYIOIMINECS OT MPUOIU3UTEIbHBIX, 9BPUCTUYECKUX, MO CIOKHEIX,
HCIIOIB3YIONIUX TEXHUKY IPEINKATUBHOTO aHaJIN3a.



12

PapuoyacrtotHas upnentudukanus (auri. radio frequency identification, RFID) - cmoco6 aBToOMaTHU4eCKOM
UOeHTUPUKAINH 00BEKTOB, B KOTOPOM IIOCPEICTBOM PAgMOCUTHAJIOB CUNTHIBAIOTCS HJIN 3aIllMCHLIBAIOTCS
OaHHBIE, XPaAHAIUECS B TaK Ha3blBaeMEIX TpaHCHoHaepax, unu RFID-meTKax.



13

CucTeMa yIIpaBlIeHUsI B3aUMOOTHOIIIEHUSIMY C KTHeHTaMu (aHrJi. customer relationship management,
CRM) - npuknagHoe IporpaMMHoOe ofecliedeHue A1 OpraHu3anuil, IpegHa3HaueHHoe [IJIs
aBTOMAaTHU3allu¥ CTPATEruy B3aUMOIEUCTBUS C KJIMEHTaMM, B YaCTHOCTY [IJISI IIOBBIIIEHUS YPOBHS ITPOOAK,

OIITUMHN3allU¥ MAaPKEeTHHTIa U YIIYyUYIIEeHUA 06CJ'Iy}KI/IBaHI/I${ KJIMEeHTOB.



14

Pedepan (aurm. referral) - yyacTHHK mapTHEPCKOM IIPOrpaMMEl, 3aPETUCTPUPOBABIINHCS I10
PEKOMEeHIalNH APYToT0 YYaCTHUKA.
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Rave Reviews

“Ashley is the go-to guru for Chinese social media. This book distills a lot of
her expertise and should be kept on your desk.”
-- Jeffrey Towson, Managing Partner, Towson Capital

“Ashley Galina Dudarenok has written a clear, analytical guide to
digital marketing on Chinese social media. Merely projecting Western
e-marketing onto the Chinese markets and platforms is unlikely to work;
Dudarenok explains in readable detail why not and what to do about it.”
-- Peter Gordon, Editor of Asian Review of Books

“Ashley’s book provides a view of the current situation, some really good
insights into what's coming down the line and some very practical tips
and steps. It's a must-read for any marketer and business owner who is
planning to enter China, or is operating in the China market already.”
--Martin Newman, Executive Chairman of Practicology

“In this fresh-eyed, easy to understand book, Ms. Dudarenok deftly
explains the intersection of e-commerce, technology and social media
as the key drivers of “The New Retail” in China and the ways in which
Chinese e-commerce and technology companies are influencing and
changing global technology.”

-- Michael Zakkour, VP Tompkins International, China/APAC &
Global E-commerce Practices, author of China’s Super Consumers

“With the convergence of consumerism, social media and mobile
payments in China, the time is right for this book. Dudarenok gives both
nuanced insights and practical recommendations for companies seeking
success in penetrating this complex market.”

-- Fredda McDonald, Managing Director of World 50 Inc.

RAVE REVIEWS 3

“This step-by-step guide quickly takes you from a 10,000-foot view to
on the ground tactics, providing a roadmap for navigating China’s
complexity and ensuring the ability to capitalize on this bourgeoning
market.”

-- R. Danielle Bailey, Head of APAC Research at L2 Inc.

“Ashley’s book, the most exhaustive piece of work done about WeChat to
date, is essential for marketers and innovators or anyone who wants to be
a true WeChat expert.”

-- Thomas Meyer, Co-founder of Mobile Now Group

“China means 1.4 billion potential customers. Every fourth person is in the
middle class and it will probably be every second person very soon. You
can’toverlook China anymore.”

-- Jan Smejkal, China & APAC Community Director at Startup Grind

“Ashley does a remarkable job at giving a comprehensive and insightful
picture of the modern Chinese digital landscape. Whether you're just
discovering the Chinese Internet or want to deepen your understanding,
Ashley's work is a must-read.”

-- Thomas Graziani, Co-founder of WalktheChat

“Ashley has done an excellent job of boiling down the extremely complex
world of Chinese marketing, giving readers a concise overview without
any of the fluff! The book provides a ton of useful information both at a
macro and micro level.”

-- Lauren Hallanan, Host of the China Influencer Marketing Podcast

“Ashley brings you all you need to know about Chinese social media. It's a
comprehensive book giving you a complete and practical overview of the
market so you can start marketing in China as soon as possible.”

-- Shlomo Freund, Founder of Free Financial Self and AppInChina
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CHAPTER 1

Why You Need to Be
in the China Market

ith more than 1.3 billion people, China still tops the board with
Whe world’s largest population. It also has the world’s largest
e-commerce economy, which was worth 7.57 trillion RMB (1.18 trillion
USD) in 2017.

It's a huge market full of potential but it's not straightforward. Before
stepping into this unique market, there are five things you must know in
advance.

China is not a single market

In this book, “the China market” is used as shorthand for speed and clarity
but the truth is China is not one market. Different groups and regions have
different needs and experience different trends. It’s actually a collection
of 34 distinct markets, which correspond to China’s administrative
divisions.

Think about it. You'd never sell to someone in Iceland the same way
you'd sell to someone in Italy. And you'd never sell to someone in rural
Arkansas the way you'd sell to someone in Los Angeles. They're different.

WHAT EVERY MARKETER NEEDS TO KNOW ABOUT CHINA 9

The same principle applies in China and that’s what makes it a much
more complicated market than people realize. There are no one-size-fits-
all situations or solutions when one talks about China.

In this book, broad trends and market forces are outlined. Most apply to
1st and 2nd tier cities and the middle class throughout the country but
you must do research for your industry, your product, the region you are
entering and so on before entering the market.

There are 2 uniting forces
Mandarin

Mandarin, also known as Putonghua, is the national language which was
adopted nationwide in 1932. Its pronunciation is based on the Beijing
dialect and it's written using simplified Chinese characters. Whether
you're in Urumgqi, Harbin or Guangzhou, people speak Mandarin in
addition to any local dialect.

Social Media Mania

Every day, Chinese people log in to their social media accounts to receive
the latest news, connect with friends and family and contact brands and
vendors to make enquiries, complaints and purchases.

They also browse on a variety of online sales channels, including Taobao,
Tmall and JD to find the latest products and sales campaigns. Convenient
mobile payment apps, like Alipay and WeChat Pay, and express delivery
services facilitate their online purchases.

Nearly everyone in China is not just on social media but active on it. In the
early days of social media, it was very attractive to people because it was
one of the few places you could talk to people in different parts of China
and the world anonymously. It was a hotline to the latest news that was
hard to find elsewhere. Over time, it became an accepted part of daily life.
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In the West, when social media began to take hold, users could connect
with friends using Facebook, search for information and news using
Google and then go to a big box store like Walmart or log onto Amazon to
buy things easily and cheaply.

In China, several steps in the Western path were skipped or shortened.
Platforms like QQ, WeChat and Weibo retained users by making their
services more efficient and expansive which made the average person’s
life easier. Sites and apps included as many functions as possible and
offered increasingly personalized features to keep users within their
platform. For mobile users, features were designed to keep their phone
memory and data usage low.

They also catered specifically to local culture and customs. Features like
red packets (red envelopes with money in them) for Chinese New Year
and as quick gifts or payments to friends took off. The voice message
feature is also widely used so people can avoid the extra time it takes to
type complicated Chinese characters. Platforms are constantly testing
new features that can improve the experience of Chinese users. It's made
life a lot easier for people and fits in perfectly with the rise of the mobile
internet.

The market is oversupplied

Since the economic reforms of the late 1970s, international brands have
been trying to sell their products to Chinese consumers. Together with
local brands, they offer a wide array of products for consumers to choose
from.

This broad selection of outstanding products has made Chinese
consumers increasingly picky. It's also created a rather fragmented
market and has produced fierce competition between brands making it
hard for newcomers. This means brands that have not already entered
the market need to do thorough research into the status for their industry
and product category to see if the market could really be profitable before

WHAT EVERY MARKETER NEEDS TO KNOW ABOUT CHINA 11

taking the next step.
Shopping is a national strategy in China

Private consumption in China has grown at a rapid pace in the past
decade and retail sales have grown at double-digit rates for years. It's now
the primary driver of China’s economic growth.

China’s economic growth used to depend heavily on exports. However,
with a growing internal economy, improved economic infrastructure,
a slump in international market demand, appreciation of the yuan and
increasinglabour costs, the importance of exports has decreased in recent
years. Its transition to a more sustainable mode is driven by consumption,
the service industry and innovation.

This is why China has been encouraging people to shop more to stimulate
domestic demand and boost consumption-driven growth.

Social media marketing and mobile payments are king

Chinese consumers are moving from brick-and-mortar stores to online
channels. They not only flock to major e-commerce platforms but are
also leveraging all kinds of social media platforms to look for product
information, get recommendations from bloggers and peers, seek out
customer service and even purchase directly.

China’s social media mania unites consumer groups with diverse
purchasing behaviours in a large, fragmented market. This means a
prominent presence on social media is an entry point for newcomers and
essential for those already in the market.

With more and more people shopping online and the rapid development
of mobile tech and networks, the popularity of mobile payments in China
isincreasing and Chinese people are using less and less cash. And mobile
payment apps are not just used online. Smartphones and tablets are
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everywhere in China and payments through apps are widely accepted
in brick-and-mortar stores. The country is developing a cashless retail
ecosystem, although there will still be a role for cash for the foreseeable
future. To achieve success in China, full compatibility with China’s mobile
payment systems and China’s overall e-commerce ecosystem is vital.

Whether you're an entrepreneur who plans to do business in China or
not, you need to know about these developments if you want to stay
ahead of the game. Although these transformations are currently taking
place in China, their effects will be felt elsewhere and will travel beyond its
borders. Social media is not an option in this market. It’s a requirement.
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CHAPTER 2

What You Need To Know
About Chinese Consumers

nderstanding the mindset and preferences of Chinese consumers is
Uthe key to the China market. To understand these things, one must
first understand the path they’ve taken in the past 30-40 years. Then the
different kinds of consumers in China now and the types of consumers
that are emerging in the fastest changing market in the world can be
examined. It's a vast nation with lots of trends and regional diversity but
the integration of social media in daily life and increasing purchasing
power is affecting the whole country.

2.1 The Development of Modern Chinese
Consumers

Consumer behaviour in China started to change and evolve in the late
1970s after reforms and the opening-up policy were adopted. The path
can be divided into several phases.
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In the 1980s

In this decade, right after the initiation of key reform policies, the growth
of the domestic economy resulted in a continuous rise in incomes and
consumption levels. In the mid-1980s, a limited number of international
goods made their way into China and a market-based system was formed
to replace the planned economy. At first, Chinese consumers could only
purchase international goods from a few designated state-owned stores.
As time went on, rules were relaxed little by little. Chinese companies
could set up privately-owned entities to sell both domestic and foreign
goods. Then foreign companies were allowed to set up joint ventures to
retail products in brick-and-mortar stores or through other sales channels.
Finally, foreign retailers and brands could operate on their own in China.

With more money at their disposal, Chinese consumers’ thirst for
consumption grew quickly, especially for daily necessities. Another benefit
of economic reform was that Chinese people finally had an opportunity to
learn more about other countries. They envied the good living conditions
and high living standards in foreign countries. It was during this time
that they started to cultivate a preference for international brands and
imported goods. Things were just getting started.

In the 1990s

China then progressed to being a sellers’ market. With limited access to
information, consumers tended to show conformity when purchasing
and often “followed the crowd”. If they saw someone with a special item,
then they wanted one too. For those with the means, there wasn’'t much
thought about need or practicality. This was a phase of buying what you
saw, instead of thinking critically.

During this time, awareness of the concept of “consumers” gradually
emerged. However, consumer credit remained an unknown field.
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After 2000

From 2000-2010, Chinese consumers matured as more and more products
became available to them. The whole market slowly transformed into a
buyers’ market.

During this period, they showed more thought when selecting products. As
there were more and more goods to choose from, they started to compare
them in price and quality before buying. At the same time, concerns over
product quality and safety were raised.

Unlike the previous decade, they began to abandon the habit of following
the crowd. Instead, they wanted to show their personality and distinguish
themselves with their purchases. Frequent shifts in interests, styles and
personalities were reflected in the way they selected products. They were
willing to try different styles and types of products to show “they were
what they bought”. They started to have more requests. As their tastes
changed frequently, brands and merchants needed to respond quickly to
fast-moving trends in order to succeed.

2.2 Today's Consumers

While the majority of Chinese consumers are not in the affluent or middle-
income groups, there’s a huge middle class and it's growing. This book
focuses on this increasing segment of the population.

People in their late 20s and early 30s who live in urban areas are part
of this growing middle class. They're generally better educated than
their parents and tend to save less despite the fact that they earn sizable
incomes. Although China’s economic growth has been slowing down in
the past few years, these consumers are optimistic that their earnings and
living standards will increase and improve over time. They not only buy
things for themselves but also for their family. They often shop online but
they prioritize value and quality over low prices.
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In the past, practicality and price were the factors Chinese consumers
cared about most. Now they're becoming more sophisticated and trading
up from mass market to stylish, premium products. Now that the market
is saturated with both international and local brands, consumers have
higher expectations and can be pickier. This is one of the reasons why
recommendations on social media have become more powerful than
traditional advertising.

China has more than 700 million monthly active users on social media
and 300 million consumers shopping online. It's become a trend for some
and a lifestyle for others and, taken all together, it makes for fantastic sales
potential for brands. China is the world’s largest e-commerce economy
with a wide range of online shopping options. Platforms such as TaoBao,
Tmall, JD, and Xiaohongshu are highly integrated with social media,
mobile payment apps and delivery services.

While e-commerce has taken off, traditional shopping and marketing
hasn’t died. Shopping in malls and standalone stores is still popular and
many Chinese people even go abroad to buy luxury goods in person.
Shopping tourism is a growing trend in China.

Understanding this rapidly evolving target audience is essential, on and
off line. Let’s take a closer look.

City Tiers

In the 1980s, the Chinese government introduced a ranking system to
facilitate a staged rollout of infrastructure and urban development. At first,
cities were ranked by tier according to the government’s development
priorities. Later, with the growing economy, this ranking started to take
more criteria into consideration, including population, economic size
and political ranking. The rankings change from time to time depending
on how the ratings are done but there’s broad general agreement on them.

China’s first tier cities are four of the largest and wealthiest. They are key
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political, commercial orindustrial centres - Beijing, Shanghai, Guangzhou
and Shenzhen. Second tier cities are mainly provincial capitals and coastal
cities, like Tianjin, Chongqing, Chengdu, Wuhan and Xiamen. Third tier
cities are medium-sized cities in each province, while other smaller cities
are grouped into fourth tier cities.

Most consumption comes from first and second tier cities and other urban
areas with high per capita income. As for e-commerce consumption,
second and third tier cities account for an increasing portion of online
spending. People in Beijing and Shanghai, have a disposable personal
income (DPI) level of more than 52,000 RMB/year (around 8,200 USD)
while Tianjin and Shenzhen closely follow behind with more than 38,000
RMB/year (around 6,000 USD) DPL.

Although consumers from second tier cities earn nearly as much as
those in first tier cities, they have fewer options for shopping so they
tend to purchase online to fill this gap. Also, compared to first tier cities,
consumers from second tier cities have more free time to do online
shopping meaning greater opportunities for online retailers in these
markets.

China continues to rapidly urbanize. It's estimated that 60% of the
population will live in urban areas by 2020. This means 100 million more
people will become urban consumers and McKinsey predicts that the per
capita disposable income of these consumers will double between 2010
and 2020 from about 4,000 USD to 8,000 USD.

Age Groups

China’s main consumer force is made up of people between 17 and 36
years old. They're the post-80s and post-90s generations who make up the
majority of online consumers.

Most of them are university students, fresh graduates, newcomers to the
workforce and young parents. They not only buy things for themselves,
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but also for their parents and children. They're generally better educated,
tend to save less, spend more on entertainment than their parents and
often shop online. They prioritize value and quality over low prices.

At the same time, it’s worth noting that consumers above 60 years of age
also make up 11.2% of online consumers. They have more money and
time at their disposal after retirement and are a growing segment of the
population.

Sophisticated and Spoiled

There’s a stereotype of Chinese consumers as behind-the-times bargain
hunters. People think of the “organized tour tourists”: everyone following
the group flag-bearer, wearing matching caps and going from souvenir
shop to souvenir shop. These consumers exist but many young city
dwellers have moved beyond these clichés.

Chinese consumers are the most sophisticated and spoiled consumers in
the world. Why?

1. The market is flooded. There’s an oversupply of products to choose
from. Ever since economic reforms took hold in the 1970s, international
brands have been entering the market, eager to reach 1.3 billion potential
customers. Together with local brands, they offer a wide range of products
for consumers to choose from. People with higher incomes can select the
most outstanding products while those of more modest means still have
great choice.

2. People now ask for and expect high quality, personalized customer
service. Many seem to believe that not only is the customer always right
but that the customer is God. Therefore, they pay great attention to a
brand’s customer service.

With the popularity of social media, Chinese consumers constantly use
it to contact brands with enquiries and complaints. Although digital
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channels offer rapid, straightforward “non-human” assistance, Chinese
consumers still prefer a real person to solve their customer service issues.

Most Chinese consumers prefer human interaction when they need
assistance and 79% are willing to pay more if it ensures a better level of
customer service. For those with unsatisfactory customer service, 27%
said they would never go back to them again.

Given these high expectations, brands work hard to provide their best
service and cater to customers not only inside China, but also abroad,
when these customers travel. Over 62 million Chinese citizens travelled
abroad during the first half of 2017 and many expect these numbers to
increase in the coming decade.

3. Chinese consumers are used to a variety of convenient options when
it comes to shopping. Mobile payments are ubiquitous. Buying items
featured in a livestream while it's streaming is not unusual and making
purchases through social media is also normal. They expect brands and
platforms to streamline commercial processes for the customer’s ease.

Having experienced such convenience and high-quality customer service,
Chinese consumers now have higher expectations of brands. To please
these picky consumers, brands need to step up their game.

2.3 Emerging Consumer Groups

Chinese consumers are changing all the time. So are consumer groups.
Here we've picked some emerging consumer groups that are important
for brands to take note of due to their growing influence.

Seniors

China is an aging society with relatively high life expectancy and low birth
rate. With higher living standards and advanced medical services, the
average life expectancy in China is 75.7 years. Those same higher living
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standards led to a reduction in birth rates and the government has now
moved from a one-child policy, introduced in the late 1970s, to a policy
allowing two children in some circumstances. The average birth rate in
China in 2016 was 12.95 births per 1,000 people while the global average
was 18.5 births per 1,000.

As a result, China is facing the problem of an aging population. Some
estimates show that by the year 2050, the number of Chinese citizens over
the age of 65 is expected to reach 329 million. The growing population
of senior citizens in China makes it an emerging consumer group in the
foreseeable future.

Instead of staying at home and looking after their grandchildren, modern
seniors are more willing to pursue a lavish lifestyle than previous
generations. They're cultivating their own interests and travelling. About
20% of Chinese travellers in 2015 were 60 or above. This presents huge
potential for offerings such as travel packages designed for senior citizens.

Health products and medical services are also in strong demand for this
group. However, it’s also worth noting that demand for maternity and
baby products is also expected to grow as people expect the birth rate to
rise gradually in the coming years.

Single Young People

Economic growth in China has also driven development in education.
Children are told from a young age that they need to study hard to get a
well-paying job and make a good living. Since the late 1970s, education
levels in China have continued improving. The number of tertiary
graduates per year has increased from 1,775,999 in 2000 to 11,923,653 in
2015.

Young people in China, are increasingly postponing marriage and
childbearing. Some are aiming for higher education levels, career
advancement and higher social status while others think it costs too much
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to get married. They're more willing to stay single and spend money on
themselves. By some estimates, the number of single adults in China has
reached 200 million, equivalent to the combined populations of Russia
and the United Kingdom.

Since they don’t need to take care of a family yet, they spend more time and
money on entertainment and recreation with friends or colleagues. This
has boosted the importance of the “singles’ economy”. For example, they
may go to a restaurant, the cinema or karaoke (KTV) alone. Places that
offer solo seats and that let them be part of the crowd without standing out
will be their first choice. Smaller apartments and tiny appliances for solo
living are also popular with this group. During the 2017 11.11 Shopping
Festival*, purchases of mini-appliances rose 92% and “one-person use”
sales were up 190%. In a related trend, sales of pet-related items and
accessories were up 239% as single people sought companionship.

* Singles’ Day on Nov. 11th or 11/11 is China’s Black Friday. Alibaba has
a huge sales and entertainment event on this day that goes by a variety of
names such as the Double Eleven Shopping Festival, the 11.11 Shopping
Festival, the Singles’ Day Countdown Gala, the Double 11 Countdown
Gala, the Alibaba 11.11 Global Shopping Festival etc.

Young Males

Young male consumers, especially the post-95 generation, have become
another consumption force. The growing economy and technology have
led to expanded social and work lives. Unlike their fathers or grandfathers,
they care much more about their appearance and personal image and
are willing to spend more on hairstyles, clothing and fitness. They think
a tidy appearance is essential for job interviews and dating. A remarkable
increase in male grooming products has been noticed and the total
consumption volume for male consumers is getting close to that of female
consumers, especially in the online market. During Alibaba’s 2017 11.11
Shopping Gala, searches for men'’s cosmetics more than doubled.



22 UNLOCKING THE WORLD'S LARGEST E-MARKET

Young men in China spend an average of 24 minutes a day on their
appearance. Of male consumers living in first tier cities, 88% regularly
check out grooming, fitness and fashion information online and 83% of
those between 18 and 35 think it is necessary to use skin care products.

The sales volume of male grooming products in China is growing rapidly
and the total market volume of male grooming products in China is
expected to reach 1.9 billion RMB (US$290 million) per year by 2019.

Women in Luxury

Globally, the luxury market is female-dominated but in China, it has been
and still is male-dominated. In the past 5 years, however, consumption by
women has been steadily increasing.

One of China’s biggest online shopping platforms, JD.com, reports that
the women’s luxury market is currently worth 2.5 trillion RMB (390 billion
USD) and is expected to grow to 4.5 trillion (702 billion USD) by 2019.

Luxury goods like handbags, watches and luxury cosmetics are becoming
more popular, especially with younger, educated women with higher
incomes. Affordable luxury brands have also gained popularity and built
a reputation for high-quality design with relatively attainable prices.
Though women are now more willing to spend on luxury goods, they're
still price-sensitive. They do research before buying, make their choices
carefully and feel that discounts and good offers are worth waiting for.

Chinese consumers are changing fast. They're trendsetters. They're
demanding. They expect a lot. They know their power. They travel, study
abroad, buy from overseas brands and export their expectations far and
wide. Whether your business is already serving Chinese customers or not,
it's important - for any business that’s planning to be successful globally
and relevant in the long run - to understand them and how they buy.
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CHAPTER 3

The Chinese Consumer Trends
You Must Understand

onsumption has become the primary driver of China’s economy.
CNumbers from the National Bureau of Statistics show that in the
first half of 2017 consumption not only accounted for 63.4% of China’s
economic growth, but also made up 57.3% of total GDP. Retail sales have
grown at double-digit rates for years.

Online retail sales have grown from 3.8 trillion RMB (593 billion USD) in
2015, to 4.9 trillion RMB (765 billion USD) in 2016 to an estimated 5.60
trillion RMB (878 billion USD) in 2017. Brick-and-mortar vendors also
saw huge jumps in sales volume. So, it’s clear that Chinese consumers are
buying more. But what are they buying and how? Let’s take a closer look.

3.1 What are They Buying?
Current Consumption Trends

With robust economic growth comes change in purchasing and
consumption behaviour. In terms of product categories, there’s been a
significant shift from daily necessities to a wider group of products. There’s
also a remarkable trend toward guilt-free consumption of expensive,
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premium products.
Entertainment and Tourism

With more disposable income, people are spending more on
entertainment. They visit restaurants, movie theatres and go to karaoke
(KTV) more often and travel more. Travel and entertainment now
represent 11% of monthly household spending, which is twice the level
recorded in 2011.

Tourism has seen an outstanding growth. Now more than ever, Chinese
people are travelling. In 2016, there were 4.4 billion national travellers
with year-on-year growth of 11%. Moreover, many of them show a strong
willingness to travel abroad. The number of outbound travellers hit a
record high at 122 million, with an annual increase of 4.3%. This area still
holds huge potential.

Changes in Chinese travellers’ behaviour has been noted in recent years.
They're adapting more “Western” travel habits. Instead of just going
sightseeing and shopping, they're more willing to engage in in-depth
experiences of local lifestyle and culture. Unique, tailor-made travel
services are also a new trend. For example, some are moving from 5-star
hotels to boutique hotels or Airbnb homestays and bespoke tours are
becoming more popular.

Health and Wellness

There’s a new level of consciousness about health and well-being
unfolding in China. This is not only reflected in purchase trends for the
daily necessities of life, such as food, clothing and shelter, but also in new
attitudes to physical health and more holistic views of the body, mind and
soul.

Chinese people are very concerned about safety issues, especially in
regard to food and products made for children. China has experienced
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a series of food safety scandals from 2006 onward. These incidents have
involved fake food items, improper use of ingredients, unsafe additives,
unhealthy production methods and contaminations. The food items
affected have included meat, eggs, cooking oil, tofu, noodles with the
most serious, the 2008 milk scandal, involving baby formula. People
are sensitive to the issue of food security and safety. They trust overseas
suppliers more and try to source items online or from foreign sources
when possible. Chinese parents have shown less trust in milk powder and
milk products made in China and still prefer to buy imported milk powder
from Special Administrative Regions like Hong Kong and Macau or from
Australia and the U.S.

The increasing number of senior citizens in the country also contributes to
this trend. A new custom is to buy health supplements as gifts for parents
and grandparents on special occasions.

Pollution problems in major cities have also contributed to Chinese
consumers pursuing healthier, greener lifestyles. Less labor intensive
work and personal lives also mean that people are more concerned about
fitness and exercise more than before. Surveys reveal that the number
of people pursuing fitness is expected to exceed 10 million in 2017. This
number has maintained an average increase of 10% in the past few years.

More and more people, especially the young, go to gyms and hire personal
trainers for one-on-one coaching. Alternatively, they use fitness apps like
Keep to make detailed fitness plans, follow instructional videos and buy
fitness courses.

This trend is also reflected in WeRun, a step tracker within WeChat that
includes a ranking system. As of September 2017, the number of daily
active WeRun users had reached 115 million, with an annual increase
of 177%. Every day, users “compete” with the aim of topping the daily
leaderboard.

Growing health concerns have also boosted sales of smart devices like
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smartwatches that can count steps or measure heart rate and electronic
scales that can calculate body fat. Searches for exercise equipment more
than doubled during the 2017, 11.11 Single’s Day Shopping Festival.

Premium Products and the Luxury Market

You are what you wear and the impulse to show status with premium
products is evident more and more in China. Many also believe that these
products improve their lives.

Luxury products are a key high-end product category with significant
growth. In 2016, 7.6 million Chinese households were estimated to have
purchased luxury goods, each spending an average of 71,000 RMB ($10,900
US) per year. This is twice what households in legacy luxury markets such
as France or Italy spend. In 2017, the market saw an incredible increase to
a total market size of about $24 billion. The major reason is that a growing
number of fashion-savvy Chinese consumers have started to purchase
more at home, which has helped to boost sales.

Moreover, this market is due to grow in importance. The number of
Chinese millionaires is expected to surpass that of any other nation by
2018, and by 2021 China is expected to have the most affluent households
in the world. By 2025, the number of Chinese luxury consumers is expected
toreach 150 million. Premium products and services are in demand.

At the same time, average Chinese consumers are now willing to pay
for services that they have previously been unwilling to pay for and are
also seeking out more specialized services. In the past, pirated DVDs
were widely available in shops and pirated videos were widely available
online. People were unwilling to pay the going rate for certain things.
These channels have now been closed off to a great degree, people are
more willing to pay and lifestyles have also changed. For example, busy
young people watch less television because they have tight schedules and
spend more time hanging out with friends and colleagues. Instead, they
use streaming websites like Tencent Video, iQiyi, Youku and LeTV. Users
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only need to pay a small amount each month for memberships that allow
them to watch upcoming episodes that haven't aired yet. The market of
paid membership services on these online video platforms is predicted to
reach nearly 90 million in 2018.

Digital and Smart Devices

Consumersin Chinaare much more tech-savvy than previous generations.
They pay attention to trends and want the latest tech and newest models
for practicality as well as fashion.

Purchases of wearable devices and smart household products in China
increased by 19% and 18% respectively in 2017. About a third of urban
Chinese consumers now own home or wearable tech.

Virtual reality (VR) is another market with huge potential. As VR is
integrated throughout a variety of industries, GfK forecasts that retail
sales of imaging devices including drones and VR equipment in China
will grow from 650 million RMB in 2016 to 1.6 billion RMB (101 to 250
million USD) in 2017. Key domestic digital firms like Alibaba, Tencent and
LeEco will continue to invest heavily in VR in the coming years.

3.2 How are They Buying it?
The Online Consumption Route Map

With the development of technology and the growing e-commerce
market, Chinese consumers are gradually decreasing their purchasing
from brick-and-mortar stores and using e-commerce platforms more
and more. This transition is spurring the continuing evolution of the
online consumption ecosystem. Social media now also serve as search
engines. One of the priorities for WeChat in 2018 is to increase its search
function accuracy. With WeChat search, users can see the engagement
between users and brands, what content brands published recently and
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the comments received on Moments pages, articles and official accounts.
Other platforms like Weibo, Douban and Zhihu are also often used to find
product information and user recommendations. Let’s see how a typical
Chinese consumer purchases online and what a uni channel experience
is like.

Pre-purchase
The Search

The online search has become a key part of the purchasing process in
many parts of the world. China is no different. Similar products, price and
quality are all compared before consumers make their final decision.

In addition to domestic search engines like Baidu (BE) and Sougou
(#8%3), Chinese consumers also search on e-commerce platforms like
Taobao (A=), JD.com (%), Weipinhui (Hf%) and Xiaohongshu
(“)V4IP). For more niche categories, there are also vertical social platforms
like QYER.COM (%5 i5) for travel and Babytree (£ E#) for parenting and
child care items.

Search results are updated in real time and customized based on data
such as the user’s search and browsing history. Some recommendations
appear as display ads and platforms also show product and brand
suggestions that are often spot-on. This process often leads directly to
purchases. About a third of Chinese consumers say they would purchase
an item after seeing its ad, while fewer international consumers would.
These ads also drive exceptionally high click-through rates and longer
online visits on the platforms.

Peer Recommendations and Feedback

People in China attach great importance to recommendations from
others and flock to social media platforms like WeChat and Weibo to
check product feedback from peers, family and professional bloggers. The
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fan effect is strong in China and those who follow celebrities are likely to
purchase items they showcase or recommend.

They also take comments from previous buyers seriously and check
out their comments closely. Surveys have shown that most Chinese
online consumers trust other buyers’ comments. Almost half also leave
comments about products they've bought online while global consumers
are much less likely to do the same.

While Purchasing
Live Demos on E-commerce Platforms: See Now, Buy Now

Since 2016, live streaming has become a hit and e-commerce platforms
like Tmall (RJ#) and Mogujie (E%&E#7) developed a live streaming
function that allows vendors to show their products to potential buyers in
a more vivid way.

These live demos allow viewers to ask questions about the product and
interact with other viewers through the comments. Vendors display their
products, demonstrate how it's used and answer viewers” questions from
time to time.

If a viewer is interested, he or she can click the item on the screen and
purchase it immediately. This “See Now, Buy Now” mode offers a vivid
experience for potential buyers and helps to shorten the conversion path.

Social Media: Buy What You See

Consumers may also purchase directly on social media platforms like
WeChat and Weibo which allow users to embed purchase links from
partnered e-commerce platforms. For example, on WeChat, you can
embed links directly from JD.com and on Weibo, links from Taobao and
Jumei (3%3€) can be added.
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If people see something they like on these platforms, they can purchase
them immediately by clicking these embedded purchase links. These
“Buy What You See” opportunities take product placement to the next
level and make the path from discovery to purchase seamless.

Mobile Payments and Immediate Distribution

Mobile payments speed up the online purchase process and are a key
factor in the popularity of online shopping in China. The two most used
mobile payment tools in China are Alipay (32f9%) and WeChat Pay
(f#1£%Z13), developed by Ant Financial (Alibaba) and Tencent
respectively.

Alipay and WeChatPay are both easy to use. Users scan a QR code and then
use their fingerprint or a password to confirm payment. Money is then
automatically deducted from their digital wallet or a linked bank account.
More advanced security measures, such as facial recognition, which was
introduced by Alipay in 2017, ensure safety during transactions.

Once the payment is successful, express delivery service providers such
as SF Express (J[iF#RIZ), Cainiao (3£5) and JD Logistics (RARYI7%)
play a crucial role in distribution. The logistics information is transparent
and packages can be monitored online with a tracking number. In major
cities, goods can be delivered within 15 minutes of the order being placed.

Post-purchase
Feedback

After the buyer receives the product, most e-commerce platforms
encourage them to rate the product. At the same time, they can add
comments as a reference for future buyers about the quality. They can
also answer questions from potential buyers about their experience with
the product.
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If they're not satisfied with the product, buyers often contact the brand’s
social media account. Consumers can send an enquiry or make a
complaint directly by leaving a comment under the brand’s recent posts
or sending a direct message. This is usually more efficient than making a
phone call or writing an email.

Some professional bloggers regularly post product reviews on social
media. They share their experiences, talk about pros and cons and rate
the product or compare it to its competitors. Online shoppers often refer
to these reviews before buying products.

Weak Brand Loyalty

Chinese consumers are not that loyal to brands. Rather, they're
adventurous shoppers who are open to new products and brands. They're
easily attracted by innovative offerings and creative multimedia content.
A study conducted by Accenture revealed that roughly three fourths of
Chinese respondents turned to new brands or suppliers during the year
in 2016.

At the same time, more and more brands are entering China resulting
in an even more fragmented market. Existing brands are at risk of losing
once-loyal customers.
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CHAPTER 4

How to Enter the World's
Largest E-Market

ou've decided it’s time for your company to take its next big step.

You're diving into the China market. It's attractive with huge
potential. However, it's a unique, sophisticated and hyper-competitive
market where it is not easy to succeed. In this chapter, we'll briefly talk
about the three ways for a foreign brand to enter China and six major
online sales channels for cross-border e-commerce.

4.1 Entry Models
Using a Local Distributor

Good local distributors have localization insights, specialist market
knowledge and existing customers. They can give advice and help bring
your products to market. You can partner with larger distributors or
several smaller regional ones and cover most parts of China to build
brand awareness. Local distributors can also handle customer service and
product returns. This can reduce a brand’s workload but controlling the
quality of these services may be an issue.
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Pros & Cons: Distributors have a vast network of established contacts to
grow your business as well as a salesforce with access to the local market.
They can hold inventory of your product in order to shorten the product
to market lead time. However, some distributors have exorbitant markups
and will price your product out of the market. And most of them won't
share market and consumer information.

Establishing a Business Presence in China

There are five ways to establish a business presence in China. You can
set up a Wholly Owned Foreign Enterprise (WFOE or WOFE) §hE 1\l
which is a limited liability company wholly owned by foreign investors.
Establishing a Representative Office (RO) fXFRAIIINEL is another
option. They can engage in some liaison and promotional activities but
can’t directly engage in operational activities such as issuing invoices and
receiving payments.

A Foreign Invested Partnership Enterprise (FIPE) JMEIREA S is
an unlimited liability business entity with no minimum requirements on
registered capital. It's similar to a WFOE, but enables partnerships and is
popular with startups.

Joint Ventures (JVs) &% are limited liability companies formed between
a Chinese and foreign company that share expenses, management and
profits and losses. Authorities in China favour this model because it brings
in new technology and skills while foreign investors value thelowlabor and
production costs and a potentially huge market share. Businesses such
as restaurants, bars, construction companies, automobile manufacturers
and cosmetics producers are required to use this model.

Hong Kong Companies are often used as a Special Purpose Vehicle (SPV)
to invest in a WFOE. Companies often manage their supply chains from
HK because of its infrastructure, sound legal framework, efficient banking
system, low taxation, convertible currency and qualified workforce.
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Pros and Cons: Although there are a range of options available, it must be
remembered that setting up any kind a business presence in China comes
with substantial costs and a big commitment of time and resources. This
option isn’t advised for newcomers. It should only be explored after
building a prominent online presence and an integrated distribution
network.

Engaging in Cross-Border E-Commerce

Cross-border e-commerce (CBEC) is the process of purchasing products
online directly from international retailers and suppliers that do not have
a business entity in China. This kind of shopping is attractive because
wealthy and middle class consumers want new items that aren’t available
in China yet. There’s also a perception that products available on cross-
border e-commerce platforms are higher quality and genuine because
the brands are established and authorized abroad. On top of that, items
are exempt from import taxes under certain conditions so prices can be
significantly lower than for items imported the usual way.

CBEC is widely used in China. In 2017, the value of online cross-border
purchases by Chinese consumers was estimated to be over 80 billion USD
and growing. This is the most popular entry model and continues to grow
but entrepreneurs need to stay alert for changing rules and regulations.

Pros and Cons: Cross-border e-commerce is popular and products from
foreign companies are seen as better value, more reliable and exclusive.
However, brands must set up an online payment gateway such as
Alipay because international credit cards and payment systems such as
PayPal are not widely used in China. Brands that are doing cross-border
e-commerce must also invest in marketing.

4.2 Online Sales Channels

As mentioned above, cross-border e-commerce is the most popular entry
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model for foreign brands entering China. Before taking the next step, let’s
learn more about the major online sales channels in China to help you
select the most suitable platforms for your brand and products. Currently,
there are six options available for online sales in mainland China.

An Official Website Based OQutside of China

Most international brands have their own official website that’s set up
outside of China. This makes it easy for the brand to manage and maintain.

However, this option has several major drawbacks. First, as the servers are
not in China, it may be difficult for users to access. With the competition
oflarge e-commerce platforms in China that online shoppers are used to,
it's hard to drive traffic to the site. On top of that, without a legal business
entity in China, they can’t advertise using traditional channels.

Another huge disadvantage is the challenge in delivering customer service.
As all the services are located outside of China, it’s difficult for brands to
provide quality after-sales service, refunds and product exchanges. The
incompatibility with Chinese payment methods may also stop potential
buyers from purchasing. There are also risks in the delivery process.

Pros and Cons: It's easy for brands to manage their own websites outside
of China. But without hosting in China, the website will experience slow
loading and display delays. Meanwhile, brands need to spend time and
resources to build the whole buying journey for Chinese consumers, from
payment to delivery to after-sales service.

An Outlet on a Popular Online Mall

There are large online malls that were developed in China such as Taobao,
Tmall and JD.com which are extremely popular. They may seem like an
easy option but let’s look at how they work in reality.

There’s a common misconception in the West that Taobao and Tmall are
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the same but that’s notreally the case. Taobao and Tmall are both operated
by the Alibaba Group but they use different underlying models. Taobao
is a C2C (customer to customer) platform for individual vendors while
Tmall is a B2C (business to customer) platform for official manufacturers,
brands or organizations that have a legal entity in China.

To open an online store on Taobao, Tmall or JD.com, you need to be a
Chinese national or have a legal business entity in China. As an option for
foreign brands and manufacturers who want to sell to China, both Tmall
and JD.com have developed new platforms for cross-border e-commerce
- Tmall Global (XJ#EPFr) and JD Worldwide (R 7R ZEKMH). They are also
the most popular cross-border e-commerce platforms in China. Other
platforms include Suning Global (7 T/89M%) and Amazon China Global
Store (I SN EIMNG).

Pros and Cons: These platforms can provide a great deal of access, but
online stores on these malls requires high setup fees and commissions.
Brands may also need to pay extra advertising and marketing costs.

66

Brands can do a random search for their brand name
on Taobao. If they find that there are already a number
of daigous [traders selling to a small network] selling a
good amount of their merchandise on a monthly basis,
maybe it’s time to think about China more strategically.
A first cautious step for more risk-averse brand owners
is cross-border e-commerce on Tmall Global or JD
Worldwide.”

—Mirko Wormuth from OmniChannel China
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Online Hypermarkets

Unlike the online malls introduced above, online hypermarkets function
on a B2B2C (business to business to customers) system. These online
hypermarkets operate as intermediaries. They purchase a wide range of
goods from overseas suppliers or manufacturers at wholesale price and
sell them at retail making their profit from the markup.

They're different from online malls in a few ways. Online hypermarkets
do not have individual online storefronts for overseas brands to manage.
The storage and distribution of products to buyers is also managed by the
hypermarket. Well-known online hypermarkets in China include NetEase
Kaola (M52 ZH8M) and Jumei (FREMRMm).

Pros and Cons: Similar to number 2, while these platforms can provide
a great deal of access, setting up an online store on these malls requires
high setup fees and commissions. Brands may also need to pay extra
advertising costs.

Vertical Specialty Marketplaces

These platforms operate like online hypermarkets and also purchase
goods directly from overseas suppliers or manufacturers. However, they
generally only focus on a specific product category, target audience or
location.

As the product catalogue is limited, the market on such platforms is rather
niche and the consumer traffic is relatively low. On the other hand, these
platforms are quite popular with their target audience.

One example is beibei.com (D1D1), which is a specialty marketplace
for maternity, infant and child care products. Xiaohongshu (/V4IH) is
another example of this kind of cross-border e-commerce platform. It
allows Chinese users to check out and purchase overseas products posted
by other users, including cosmetics, skin care products, nutrition-related
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items, parenting products and more. In-depth product descriptions and
reviews can also be found on the platform. Other popular specialty retail
platforms include Mogujie and Meilishuo.

Pros and Cons: Similar to number 2 and 3, while these platforms can
provide a great deal of access, setting up an online store on these malls
requires high setup fees and commissions. Brands may also need to pay
extra advertising costs.

Flash Sales Platforms

Flash sales platforms offer a limited number of new-to-market or surplus
products at highly discounted prices for a brief time. These platforms are
a good choice for overseas manufacturers or brands who want to test the
reaction of Chinese consumers before mass producing an item or rolling
it out on a larger scale.

At the same time, flash sales are an irresistible marketing technique that
can lead to huge exposure. They're also a good way for a newcomer to
earn some recognition at an early stage. The most well-known flash sales
platform in China is VIP.com (#Mm=).

Pros and Cons: These platforms can provide a great deal of access and a
large pool of customers. They may also help increase brand recognition.
However, brands don't often make a profit on these sites and customers
are sometimes reluctant to pay more after being introduced to a product
at a discount price. Brands may also lose customers if they move to a
different platform. Setting up an online store on these malls requires
high setup fees and commissions. Brands may also need to pay extra
advertising costs.

Social Media

WeChat is the most used app in China. Many brands and manufacturers
have not only opened an official WeChat account for mass broadcasting
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and customer service but also set up their own WeChat store for direct
sales on the platform.

The biggest advantage of a WeChat store is that it can be opened without a
legal Chinese business entity. It’s also good for CRM and sales promotion
asit’s integrated in the WeChat system and linked with an official account.
However, WeChat is a semi-closed platform, which makes it a bit hard to
grow followers in a short time.

While WeChat is the best known social media channel for China market
entry, it's not the only one. Some brands enter through live streaming on
Weibo and T-mall, while others work with bloggers that sell their products
on commission.

As you can see there are plenty of options available for market entry, all
with their pros and cons. But no matter which entry model is chosen,
for brands who really want to make their mark in China, a thorough
understanding of Chinese social media is essential.

66

The winning formula for international brands in
China’s cyberspace is go big, go niche, or go home.
Succeeding online requires an excellent understanding
of the populations you're targeting and coming up with
a fantastic value they’ll love you for. Learn from the
Chinese digital native brands. Build your online value
proposal around a relationship, not about a product
or a brand. Be agile. Test ideas fast (1-2 months). Don’t
plan for a whole year ahead.”

—Joseph Leveque, Managing Partner of 31Ten
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CHAPTER 5

The Chinese Social Media
Platforms You Need to
Know

major uniting factor in this large, diverse digital market is Chinese
social media mania. Social media is not an option for marketing in
China. It's a necessity.

With the stunning rise of mobile technology, more and more people are
using social media to connect with each other, share their achievements
and feelings, obtain information, voice their opinions and buy, buy, buy.
This is especially true in China, where the average time spent on social
media is 1 hour and 50 minutes.

Because of this, Chinese social media can work as an important entry
point to the China market. To do this well, a brand’s social media account
should be thought of as a business branch.
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Social is becoming an increasingly important lead
generation channel. It's not uncommon for brands to
have a lot more consumer interaction on their WeChat
account than their website.

However, having a minimal website presence is still
recommended for the sake of credibility, SEO and control
of what appears to people looking for your brand and
product names online. Or at the very least setup a Baidu
Baike page for your company.”

—Joseph Leveque from 31Ten

5.1 Similarities and Differences in Social
Media Usage: China versus the West

The main similarity between social media users in China and the West
is that they both use social media primarily for instant messaging and to
catch up on the latest news and entertainment.

However, for Chinese users, social media is also an e-commerce channel.
They look for deals, discounts and special offers. Brands often give out
coupons and free samples or hold lucky draws. Chinese consumers
love these online campaigns and seek out the latest ones. They follow
celebrities, famous bloggers and Wanghong (China’s version of D-listers
or people who are “internet famous”) to check out the latest trends and
look for purchase recommendations. Then, they make purchases on
social media via integrated e-commerce stores.

Social media is also where consumers go when they have a question to ask
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or a complaint to make. It's quicker and easier than emails or phone calls
and their problems can be fixed in only a few minutes. It's an effective CRM
(customer relationship management) tool and can be used for branding.
It can also be used as a test bed to check reactions to new products and
make necessary adjustments.

Similarities and Differences in Social Media Usage

Chinese Western
Sharing moments from daily life N4 N4
Connecting with friends N4 N4
Instant messaging N4 VS
Daily necessity services ( eg. taxi hailing) \// X
Following the latest news ¢/ J
Games \// \/
Reading long articles and educational information \// V
Following celebrities \// ¢
Participating in promotional campaigns \// V
Collecting coupons and sales incentives \// X
Looking for purchase recommendations \// X
Direct purchasing \// X
Payments \// ><
Contacting businesses’ customer hotline N4 X
Work ¢/ X

V Used extensively ¢ Used X Not used or rarely
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5.2 The Chinese Social Media Landscape

Similar to the west, there are major platforms like Weibo, WeChat, Baidu
and Taobao that dominate, but the overall digital landscape is fragmented.
Platforms are segmented by function - live streaming, blogging, image
sharing etc. - or cater to niche audiences - movie lovers, artists, students
etc.

Let’s have a quick look at some of the major players in China.
The Big Two
WeChat (fi{5)

WeChat, known as Weixin () in Chinese, started as a mobile instant
messaging app but has grown to include features such as a Moments page,
official accounts, WeChat Pay and a mini program platform. WeChat is the
most used app in China. For brands hoping to step into China, opening an
official WeChat account is a must. For the purposes of this book, the word
“WeChat” refers to the Chinese version of the app by its English name, not
to the international version, which is a bit different.

Sina Weibo (TR{#1%)

Weibo is a microblogging platform. It’s a Chinese hybrid of Facebook and
Twitter and is a fast-flowing information source, trend spotter and trend
setter. Brands have access to advertising options as well as campaign
formats to promote on Weibo. You can also easily find the day’s most
discussed topics on Weibo and use them in your marketing strategy.

Weibo Integrated
Miaopai (¥48) and Yizhibo (—EE)

These are the two most popular mobile apps for short video sharing and
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live streaming respectively. They are both partnered with Sina Weibo so
users can view videos from these platforms directly on Weibo, which has
strongly increased their exposure and popularity.

Short videos and live streaming have become two of the most popular
trends on Chinese social media platforms. Short videos have taken hold
because they can be shared easily without a need for huge bandwidth
or memory. Live streaming exploded in 2016 with a big increase in the
number of platforms, viewers and creators. Other major short video
platforms include Meipai (3£3H), Xiaokaxiu (/\#155) and Kuaishou.
Popular live streaming platforms include Inke (B£%), Huajiao (TEH{E 1)
and Douyu (3 8).

Other Major Players
Toutiao (5 H3%3%)

It's a news aggregation platform that recommends news to individual
users based on artificial intelligence that analyzes their preferences. It also
allows individuals and media organizations to create official accounts to
self-publish. Its user base has increased by leaps and bounds.

Zhihu (K1)

Zhihu is the Chinese version of Quora, a question-and-answer website.
Its slogan is “Share your knowledge, experience and thoughts with the
world.” On Zhihu, questions are created, answered, edited and organized
by its users. In Classical Chinese, “Zhihu” means “Do you know?”

Douban (Z#i})

Launched in 2005, Douban is an interest-oriented social network and
UGC (user-generated content) platform focused on culture and lifestyle.
It’s a community site like Goodreads, IMDDb, Blogger, Facebook, Pandora,
Spotify, Ello and Fancy.com, but it's far more than that.
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iQiyi (& Z), Tencent Video (B&ifl#147) and Youku ({A )

These three platforms are the largest online video streaming sites in
China and the competition among them is fierce. In 2012, Youku merged
with Tudou, another well-known online video website, and established
the Youku Tudou Group which was acquired by Alibaba in 2016. But in
recent years, Youku has witnessed a slowdown, leaving room for iQiyi and
Tencent Video to join it at the top.

Bilibili (PEEPRPEERE)

Known as “B Station” (Biih) to users, this is a video sharing site for anime,
manga and gaming fan videos. It allows users to add commentary that
displays like subtitles except that they appear in scrolling ticker-fashion
on top of the clips. Its niche content and unique commentary style
distinguish it from other online video sites.

Another popular video platform for this audience is AcFun (3% 4T5RM),
which is an abbreviation of “Anime, Comics and Fun”. Launched in 2007,
it's also known as A Station (Al#) but it’s not as popular as Bilibili.

Douyin ()

This is a music video social networking app for video creation, messaging,
and live broadcasting. Users can select a piece of background music and
film a short music video that lasts for 15 seconds. Its user base is young
with about 85% below 24 years old. Douyin is similar to Musical.ly. In
November 2017, Toutiao announced that it had purchased Musical.ly for
about $1 billion and it plans to merge it with Douyin in the future.

Kuaisho (1R3F)

Founded in 2011, Kuaishou began as a gif-making and photo-sharing
app. Then it gradually added short video creation and live streaming.
Kuaishou claimed to have 700 million registered users as of November
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2017.1t’s quite popular among young people living in third and fourth tier
cities in China.

Ximalaya (E 3 i)

This is a well-known online audio sharing platform in China. Users can
access all kinds of audio content including music, personal radio stations,
audio books, radio dramas, paid audio courses, etc. By September 2016,
Ximalaya had accumulated 300 million registered users.

Xiaohongshu (V¢TI 43)

Xiaohongshu, also known as “RED”, literally means “Little Red Book”.
It's a fast-growing social commerce app. Users can discover high-end
international products posted by members of the community and
purchase them through their online stores.

It specializes in cosmetics, skin care, food, nutrition, maternity, child care,
small appliances / electronics, household products and fashion. It’s seen
as a gateway to female consumers under 30.
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CHAPTER 6

How Your Business Can
Harness Chinese Social
Media

o reach out to Chinese consumers and establish a closer relationship

with them, a prominent presence on Chinese social media is a must
for brands and companies, especially on the most popular platforms -
WeChat and Weibo.

However, brands at different entry stages need to use different strategies
due to their unique characteristics. Here three major business categories
are presented with descriptions of effective ways for each group to use
Chinese social media to its full potential. In later chapters, how to carry
out these steps in detail will be discussed.

6.1 International Brands Already
Established in China

This group includes brands that have already set up a legal entity in China.
They have online shops, brick-and-mortar stores or both in mainland
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China with local staff and an advanced understanding of the Chinese
e-commerce ecosystem. These enterprises already have some brand
recognition among Chinese consumers.

Platforms

For brands that are already established in China, a presence on WeChat
and Weibo with verified official accounts is crucial. Many of them
diversify their marketing channels and join specialty platforms that fit
their industry. For example, Q&A platform Zhihu is favoured by many B2B
brands like Siemens and IBM. As they're playing the long game, they're
constantly on the lookout for new platforms where they can reach out
to new consumers groups and get more attention. Emerging platforms,
such as short video platforms like Kuaishou and Douyin, or live streaming
platforms like Yizhibo and Inke, have many rising KOLs who are open to
brand promotion.

Functions

For these brands, customer relationship management (CRM) is the most
important function, as social media is a fundamental part of Chinese
consumers' personal lives. Marketing is another important function for
engaging with consumers and promoting products and services. Sales can
also be done on social media through channels such as WeChat Stores.
For some brands it’s an important channel to sell exclusive products that
aren’t being sold on their online outlets. Finally, brands need to keep an
eye on new features and make the best of them.

Content and Community

Creating original and localized content is essential for brands to build
an engaging and interactive social media profile. Brands also need to
launch campaigns, engage bloggers for promotion and run advertising
on a regular basis to build brand awareness and reach out to potential
customers.
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6.2 Brands Doing Cross-Border
E-Commerce

As mentioned in Chapter 4, these brands sell to Chinese consumers via
international retailers or suppliers. They don’t have an intermediary
business entity in China.

For those who want to enter China via cross-border e-commerce, six
major online sales channels were introduced in Chapter 4. However,
Chinese consumers may be reluctant to purchase your products when
they see them on most of these channels because they likely know nothing
about your brand. Therefore, a presence on social media is good for brand
awareness and product promotion.

Prior to setting up an official account on major platforms, it may be more
useful to engage key opinion leaders (KOLs) such as celebrities, bloggers,
experts, etc. for some initial promotions.

Platforms

For brands that are doing cross-border e-commerce, they should have
verified official accounts on WeChat and Weibo. They can also look into
vertical platforms with a niche focus and e-commerce integration in order
to promote products and expand their sales channels. Good examples
of these are Xiaohongshu for fashion and beauty brands, Babytree for
parenting products and Mafengwo for tourism.

Functions

One of the most important functions is to build a database of potential
customers so that brands can communicate with them, build a community
and sell to them on social media. Sales are important for these brands and
products can be promoted on social media with links to e-commerce sites
or other online retailers. In the long run, they might accumulate enough
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popularity on social media that a local distributor will approach them for
cooperation.

Content and community

These brands can organize regular sales-driven campaigns to promote
sales. KOL cooperation is a great marketing tool for these brands. They
can pay KOLs to post brand information and product recommendations
with links to online sales platforms. Sometimes, sales can be done through
a KOL's personal online store as well.

6.3 Overseas Brands Serving Chinese
Visitors

These brands are physically located outside of China. Their goal is not to
sell their products to Chinese consumers while they're in China. Instead,
they want to attract Chinese visitors to enjoy and pay for their services
when they travel abroad. They are usually brands in the hospitality
industry, such as restaurants and hotels, retail stores or schools that
want to enroll international students. Distance makes it hard for Chinese
consumers to get to know them so their biggest challenge is standing out
from the crowd and getting noticed by Chinese outbound visitors.

Platforms

For overseas brands serving Chinese visitors, it's not necessary for them
to have a presence on multiple channels. They should focus on WeChat
and Weibo to engage with their target audience.

Functions

Marketing is the most important function for these brands to get exposure
and promote their products or services to the right crowd. At the same
time, they need to constantly build credibility with local communities and
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do word-of-mouth marketing in order to generate sales.

Content and community

Enhancing brand awareness and building credibility are the goals for
many overseas brands. This can be done through blogger promotion, paid
advertising, and sometimes running seasonal campaigns.

Social Media Goals Emphasis Social Media Platforms

International Brands  Integration between  CRM, marketingand ~ WeChat, Weibo, niche

Already Established  all channels and sales platforms (e.g. Zhihu,

in China platforms Douban), and emerging
(e.g. Kuaishou, Douyin)

Brands Doing Database building KOL promotion and WeChat, Weibo, e-com-

Cross-Border sales merce related platforms

E-Commerce (e.g. Xiaohongshu, Baby-
tree, Mafengwo)

Overseas Brands Enhancing brand Word-of-mouth Weibo, WeChat and live
Serving Chinese awareness marketing and KOL streaming platforms
Visitors promotion (e.g. Yizhibo, Inke)

Big brands in China should strive for integration between all channels and
platforms. Social media is an important part of this ecosystem primarily
used for CRM and services, as well as sales channel. Smaller companies
doing cross-border e-commerce may have bigger plans to eventually
open offline stores and local online stores, so building a database of
Chinese customers is a priority along with sales. Overseas brands often
benefit most from word-of-mouth and promoting user-generated content
(UGC) and KOLs to build awareness is key.
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PART Il

WeChat:
China's Operating
System
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CHAPTER 7

What is WeChat?

eChat started in 2011 as Weixin, a free instant messaging app from

Tencent but steadily grew and continuously added functions.
Inside China, it'sused to do everything from ordering food and hailing taxis
to paying for international flights. An international version called WeChat
was then developed with some of the same functions but both systems use
different server bases so there are some differences. For the purposes of
this book, the term WeChat is used for the easier understanding of English
speakers but it refers to Weixin as used within China.

By Q3 2017, Weixin and WeChat together had 980 million monthly active
users. This was up 15.8% from a year ago. As of September 2017, around
902 million users on average logged in every day, which is an annual
increase of 17%.

Chinese users rely heavily on WeChat. Over half of users spend more than
90 minutes on WeChat every day and it’s used for work by 90% of users in
China.

7.1 WeChat: A Day in the Life

Li Min is 24. She’s a marketing manager in Guangzhou. On a typical day,
WeChat plays an indispensable role. The first thing she does after waking
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up is tap on the WeChat icon on her mobile phone. She starts her day
with WeChat by checking her Moments page where her friends and family
share their lives to make sure she hasn’t missed anything exciting.

It’s breakfast time and Li Min loves reading during breakfast. She checks
the long list of official accounts she has subscribed to and goes through
all the news and push articles. Then it’s time to go to work! Li Min takes
public transportation to work every day and likes to use the shared bikes
found everywhere in her city. She uses WeChat to scan the QR code on a
bike and unlocks it by paying using WeChat Wallet. Piece of cake!

Li Min starts her workday by discussing a client’s advertising campaign in
her company’s WeChat group and has a video conference using WeChat
with colleagues who are on a business trip in Beijing.

It’s lunchtime but Li Min was so caught up in her work that she forgot.
She opens a mini program on WeChat, orders food and pays with WeChat
Wallet. Her work colleagues, who need to finish some work, ask her to
order something for them, too and have already transferred money to her
with WeChat Wallet.

Later in the afternoon, Li Min has finally finished a big task and needs a
break. She opens WeChat to search for reviews of the watch she wants to
buy. She was indecisive about it but now she sees lots of positive reviews
and sales information from different sources. Now that she’s made up
her mind, Li Min opens another mini program for online shopping and
makes her order. She also books flight tickets to go back home using a
mini program. She’s looking forward to seeing her parents after a long
time away!

Later on, it's time to go home. It's been a long day but now she can do
whatever she wants! She opens a WeChat mini program again to play a
game with her friends after dinner. It's fun but tiring. She switches gears
and checks her Moments page again. There’s a post that catches her
attention. Her friends have posted about donating to the Tencent Charity
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Foundation. Li Min wants to join and donates some money from her
WeChat Wallet after she reads the post and sends well wishes to her friend
in a comment below the post.

This is a lot to handle so she decides to take a walk. After she comes back,
she’s surprised to find out that she’s on the top of the WeRun rankings, for
walking more than 15,000 steps that day and that this has been liked by a
bunch of friends on WeRun.

Now it’s time for bed. She shakes her phone to see if anyone interesting is
online that she can chit chat with. Finally, she checks the weather using a
mini program, then puts her phone down and falls asleep.

Connect and Share

Instant Messaging

In WeChat, users can send messages in text, voice message, pictures or
video to their contacts and chat groups. They can also make audio or
video calls. Links from other apps (QQ music, Weibo, Zhihu, etc.) can also
be shared with WeChat friends either directly or through a group chat.

WeChat Shake (JE—i%)

This is an interesting function within WeChat that allows users to connect
with others by shaking their phones at the same time. After that, they can
add each other as friends and then chat.

Offline merchants like supermarkets and hotels can also use WeChat
Shake to give out special offers. When users arrive at a designated
location, they can open WeChat and shake their phones to get red packets
or coupons.

TV stations have widely used this function to attract audiences and
interact with them on a real-time basis. When people are watching a TV
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program, the “WeChat Shake” logo may pop up at the corner of the screen
to remind them open WeChat and shake for red packets, gifts, or other
special offers.

People Nearby

Just as its name implies, this function helps people find other users
nearby. They can then add each other as friends and chat if they are
looking for friends or someone to date. This function is based on their
real-time location.

WeChat for Business Communication

WeChat is used in many workplaces and has developed a number
of features, such as easy file sharing and conference calling options,
to streamline it for work. As a result, it is used widely for intranet
communication. Enterprise accounts are used more and more for things
like applying for leave, tracking projects and submitting reimbursement
forms. Since many Chinese people use WeChat heavily anywayj, it saves
everyone’s time and money. It’s also increasingly common for business
people to scan each other's WeChat QR codes instead of exchanging
business cards.

Moments

Moments is an important social networking function within WeChat. For
general users, it works as a semi-closed platform where they can share
text, pictures, short videos, articles and even external links. All the posts
can only be seen by selected users.

It’s also a significant channel for brands to promote themselves and add
official account followers through Moments ads or other types of content
shared by users.
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Digital Wallet
WeChat Wallet: Red Packets and Paying Bills

Red packets with lucky money are a Chinese tradition on special occasions
but they’ve now evolved into a digital form. Now with WeChat, red packets
can be paid with one’s WeChat Wallet balance or by account linked bank
cards.

WeChat Wallet can also be used to settle bills by scanning a QR code or
having one’s own QR code scanned by merchants. Users can also transfer
money directly to each other easily. There’s even a “Go Dutch” function
that makes it easier to pay for group activities such as team lunches.

Third Party Applications and Mini Programs

WeChat is also a platform for third party applications and there are mini
programs for services such as paying for shared bikes, hailing and paying
for taxis, paying electricity bills and more. Mini programs even allow users
to shop online so they don’t have to leave WeChat to use online shopping
websites or apps.

Third party applications for booking hotels and flights also work smoothly
within the app. Now that the App store supports WeChat Pay as a payment
method, iOS users can pay for applications or finish in-app purchases
using WeChat.

A Finger On the Pulse
Official accounts

A variety of official accounts established by brands, media or even
individuals are available for users to subscribe to. They produce articles
and that cover news, stories, product reviews and more. These update
daily so people can get a lot of information through official account
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subscriptions. In the near future, WeChat has announced that it will be
launching a dedicated app for official accounts, that is expected to provide
expanded marketing opportunities for brands.

Information mini programs

If users already have a favourite newspaper or magazine, they can check
for their mini program so that they can check for updates without leaving
WeChat or switching to other media sources.

Search

Now that WeChat is improving its search function, information is
becoming easier to find than ever. You can search for any content
related to keywords, such as articles published by official accounts, mini
programs, content published by your friends in Moments, conversation
history, stickers etc. Users can do research on products they want to buy
or find news on certain topics from the media, the public and their friends
all within WeChat.

7.2 Weixin vs. WeChat International
version

Many people think that WeChat and Weixin are the same, and that Weixin
is only the Chinese name for WeChat. This is part of the story.

This book details how to use WeChat (Weixin), the China-based version
of WeChat. It is referred to by its English name - WeChat - to be clearer to
native English speakers and readers.

WeChat (Weixin) is the version for users within China while WeChat's
international version is designed for users outside of China. They don’t
belong to the same system or servers. Though they have similar interfaces
and many common functions, the two differ from each other in several
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ways. Marketers seeking customers in mainland China need to be aware
of these differences or they may end up targeting the wrong audience.

First of all, as mentioned above, WeChat (Weixin) and WeChat's
international version target different user groups in different regions.
WeChat (Weixin) operates in mainland China while WeChat's
international version serves overseas users. When users download the
app, the version is determined by the phone number used during your
first login. You get WeChat (Weixin) from the China-based app store if
your phone number and phone location are based in China and your
phone user interface is Chinese. If not, you get the international version
of WeChat.

Similarly, official accounts on WeChat's international version differ from
official accounts on WeChat (Weixin). Since the Chinese and international
versions use different servers, official account data is stored in different
places. WeChat (Weixin) users aren’t able to search for or subscribe to
official accounts registered on the international version. They also can’t
participate in campaigns or promotions run by international official
accounts due to strict internet regulations in mainland China. However,
users of the international version of WeChat can search for official WeChat
(Weixin) accounts and participate in their campaigns.

Previously, official accounts weren't permitted on Weixin for companies
outside of mainland China but it was announced in early 2018 that
businesses in Hong Kong, Macao, Taiwan, Korea and Japan can now apply
for official accounts that will be visible on the app within the mainland.
No further details are available at this time, however, on the application
procedures or ultimate roll out date.

Another huge difference lies in the wallet functions ({5 £ &) for the two
versions. For example, in China, users can pay for a wide range of products
and services with their WeChat (Weixin) Wallet, but these options aren't
available to users of the international version of WeChat. Users of the
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international version of WeChat have more limited wallet functions
except in South Africa. Foreigners living in mainland China, Hong Kong,
Macao and Taiwan can also activate WeChat Pay accounts and link them
with overseas credit cards. As regions outside of China use different
currencies and have different financial regulations, WeChat international
and WeChat (Weixin) depend on different third-party payment systems.

Other functions also differ slightly between the two apps. For example,
the game centers in different regions show different games.

Therefore, foreign marketers need to distinguish between the two different
versions. For those targeting mainland users, they need to register an
official account on WeChat (Weixin) not the international version and go
through the official procedures for activation and verification. This book
details how to do that.
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CHAPTER 8

WeChat’s Working Model

s the most used app and most popular social media platform in

China, WeChat has penetrated people’s daily life. WeChat has a
unique working model that covers everything from social networking to
marketing, sales and CRM, but its heart lies in convenience. We'll explain
this working model in more detail.

WecChat’s Working Model
Social & Daily CRM
Necessities
N Targeted Messaging
Instant messaging Member Management
Moments Loyalty Programs

Payment Services
Booking Services

Convenience
& Integration

Marketin
Sales /v el

Articles
WeChat Wallet Campaigns
WeChat Pay KOLs

WeChat Stores Advertising
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Social Networking and Daily Necessities

WeChat is fundamentally a social networking app with instant messaging
as its core function. Users can send messages to their contacts and chat
groups or make audio or video calls. In this sense, it’s like WhatsApp and
Line.

WeChat also has a popular social networking function which is officially
called “Moments” in English but in actuality is called Fi%&E (“Friends’
Circle”) by Chinese users. Users can update their status, share pictures or
videos and post links to external websites. Their friends can like the post
and write comments below it so the Moments page is like Facebook’s wall
and news feed.

In terms of daily necessities, users can use WeChat to pay utility bills, pay
their mobile phone bill, order a taxi, book train and airline tickets and
access a wide variety of city-based services for medical, transportation,
housing and other issues.

Marketing and Advertising

Given the overwhelming popularity of WeChat in China, it can also
be an excellent tool for marketing and advertising. In August 2012,
WeChat launched official accounts (A%XS).These allow enterprises,
organizations, celebrities, governing bodies and media to broadcast
messages or articles to their followers, in order to promote their brands,
connect with individual users and improve customer loyalty. Users and
fans receive regular updates and can have direct conversations with

brands.

WeChat tries to integrate advertising into the user experience with its
major ad types displayed in Moments and WeChat articles. The two types
of ads differ from each other in their format, pricing model and minimum
spend, which will be discussed in detail later.
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WeChat is not a strategy. It's just a channel. It is only
worth the consumer value proposal you build for it. And
the key for it is to build a WeChat user journey as personal
as possible, by understanding as much as possible who
your follower is, what he/she cares about and how you
can help.”

— Joseph Leveque from 31Ten

Sales

WeChat is in the e-commerce arena with its very popular mobile payment
system WeChat Pay (f§{53211). Today, WeChat Pay and Ant Financial’s
Alipay (214=) occupy over 90% of China’s mobile payment industry.
Driven by the two mobile payment giants, China is gradually transforming
from a heavily cash-based society to a largely cashless one.

Each user has a WeChat Wallet, which they link to their bank account
to top up their wallet or transfer money. The wallet allows various kinds
of transactions: purchasing all kinds of tickets (movies, trains, flights),
paying utility bills, completing offline payments, transferring from banks
or to friends, giving virtual red packets (£I&) - monetary gifts in red
envelopes which are given during holidays to friends or relatives - and so
on. WeChat was the pioneer in making the tradition of giving red packets
virtual.

WeChat also facilitates offline transactions by allowing brands to set up
their own WeChat Pay account, so that customers can pay vendors via their
wallet by scanning a QR code or showing their unique payment code. This
is quick and simple for customers and vendors and has revolutionized the
payment habits of Chinese consumers.
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In addition, WeChat also supports WeChat stores that are integrated
with official accounts so that users can finish their entire purchasing
process within WeChat. If someone sees a product recommended in a
brand’s WeChat article, they can click on the WeChat store, add the item
to their cart, pay with WeChat Pay and track the delivery. WeChat is an
e-commerce ecosystem.

CRM

As a semi-closed platform, WeChat is good for customer relationship
management (CRM), as it allows more intimate messaging between
brands and customers. But CRM on WeChat is far more than that.

In addition to one-on-one messaging, WeChat offers other CRM
functions like user demographics analysis for brands to develop a
more in-depth understanding of their followers, template messages
as service notifications and a custom menu bar, which directs users to
access different services provided by the brand or helps them find the
information they want quickly.

More sophisticated CRM systems can be integrated in to WeChat, like
chatbots that can be used to deal with simple enquiries, digital forms for
user information collection, loyalty programmes and other advanced
functions like food ordering services, hotel or restaurant booking and
location-based navigation.

8.1 The Heart of WeChat: Convenience and
Integration

Combining all these aspects above makes WeChat hugely convenient to
use and makes a WeChat user’s life much easier. People have the power to
getalmost anything done within WeChat and it’s a touch point connecting
the user to the world.
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In January 2017, Tencent officially released its WeChat mini program
platform. Mini programs are cloud-based embedded apps within WeChat
which are simplified to retain their core functions. This means that users
won't have to install as many apps as they do now. They don’t need to take
up precious phone memory and can store their data in WeChat's servers
linked with their account.

In this way, users might one day do all their mobile activities within
WecChat, without needing any other apps. In the future, people may only
need WeChat installed on their phone.

To sum it up, WeChat has developed into much more than just an instant
messaging app. In addition to social networking, it’s strengthened its
power in marketing, advertising, mobile payments and e-commerce.
Targeting all these areas has enabled WeChat to gradually fulfill its
ambition to be the ultimate operating system for life in China.
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CHAPTER 9

How to Market on
WeChat

9.1 Official Accounts

iven the omnipresence of WeChat in China, it’s a key platform for

marketing. A presence on the platform has become a necessity for
brands. Sales, advertising, customer relationship management and many
other marketing and sales practices can be carried out using only this
platform.

Official accounts are the most important tool for marketing and
advertising. They provide a channel for famous people, government,
media and enterprises to promote themselves or their brands to millions
of users. By Q3 2017, there were approximately 3.5 million monthly active
official accounts and 797 million monthly active subscribers; an annual
growth of 14% and 19% respectively. Stephen Wang, WeChat's Director of
User Growth and Engagement, has said that the articles that a typical user
reads each month equal a novel.
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Number of official WeChat accounts (2014 - 2017)
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Source: http://www.chyxx.com/industry/201712/594617.html
Three Major Types of Official Accounts

To start marketing on WeChat, the first step is to open an official account
for your brand. Currently, there are three types of official accounts:
Subscription Accounts (ITi%]2), Service Accounts (fR%S) and
Corporate Accounts (124l'S). Each type has functions that meet different
marketing needs.

Subscription Accounts

Subscription accounts are the most basic type of official account.
They're designed primarily for updates and communication. Their major
advantage is that they allow account holders to publish articles or send
messages once a day. Each time they can publish 1-8 articles. This makes
them a good choice for companies and media that are heavily content-
based and update frequently. For individuals like famous people and
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bloggers, they can only open a subscription account.

These accounts are listed in the “Subscriptions” folder on the home page.
Users don't get notifications when new articles or messages are published
to minimize disturbance for those who follow numerous accounts.

Instead, a red dot, indicating an unread message, appears in the top right
corner of the account’s avatar. The number of unread posts is shown right
under the account name. Users have to click into the folder to check out
the latest updates. In the folder, all the accounts the user subscribes to are
displayed according to their last update time.

Service Accounts

Service accounts offer more advanced features for businesses and
organizations. For example, they have a more complicated CRM system
that can integrate booking services, loyalty programs and even WeChat
stores. They also support more advanced functions, such as speech-to-
text conversion services, location-based services and WeChat Pay.

These accounts focus more on customer service and sales so they only
allow account holders to broadcast four times a month. Each time, they
can publish 1-8 articles. Unlike subscription accounts, service accounts
appear in the chat list on the home page. Users receive a notification
once articles or messages are published, like other messages from their
contacts. This ensures greater visibility and also provides a feeling of
familiarity.

All these features make service accounts an ideal tool for companies to
build their own applications, facilitate interactions with customers and
even establish an e-commerce platform for sales on WeChat.

Corporate Accounts

Corporate accounts are also known as “Enterprise Accounts”’. Unlike
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the two types of accounts introduced above, they are for internal
communication within a company, instead of mass broadcasting to the
public.

These accounts simplify the company’s management and communication
system. They are basically mobile OA (office automation) systems and can
be used to record employees’ attendance, establish department groups,
send messages to staff and even encrypt messages in order to prevent
confidential information from being leaked.

These accounts are closed communities, because only users with an
invitation can access them. For external marketing purposes, you have to
open a subscription account or a service account.

Tips

’ . l .
e It'sbesttoopenaserviceaccountunlessyou re amedia company.

¢ As an international brand, you can register an official WeChat
account in 3 cases:

1. Youhave aregistered business entity in China.

2. Youregister with alocal third party agent (2,000 USD) who will be
the owner of your account.

3. You submit an application to WeChat directly and guarantee a
minimum ad spend of RMB 200,000 (30,000 USD).

Basic Functions of Official Accounts

Official accounts provide all kinds of functions to help companies and
brands do marketing.
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Content Broadcasting

The most prominent function is content broadcasting. Articles and
messages are the primary way that brands share information and
communicate with followers on WeChat. There are five types of push
content available: WeChat articles, text, images, audio and video.

Articles are the primary and most sophisticated type of broadcast content.
An article can be made up of text, images, audio and video so it can be
seen as a simple webpage.

At the bottom of each article, users can click to like it and check out the
latest page views. The articles can also be shared on a users’ Moments
page as well as external platforms, like Tencent QQ, Qzone, Microsoft
OneNote and EverNote.

In this way, even if a user has not subscribed to your account, he or she
can still read your articles and find your account via this kind of cross-
platform sharing. They can also reshare the articles so they’re a great tool
for marketers to create buzz.

As mentioned above, subscription accounts allow account holders to
publish once every 24 hours, while the posting frequency of service
accounts is much lower - four times per month, regardless of the content
format. You can combine multiple articles and publish up to eight articles
each time but no matter how many articles there are, they'll be presented
as a single post on the user interface.

It’'s not a hard-and-fast rule that you should broadcast articles every day or
include several articles each time. As long as you have enough resources
and your articles are high quality, you can choose the frequency that suits
your account type and needs.

In 2018, WeChat has announced that it will be rolling out a dedicated app
for official accounts that will have extended functions and bring many
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Comments Under Articles

In addition to liking and sharing,
users can leave comments under the
articles.

After users write a comment, it's not
displayed immediately. Comments
are collected for review on the
management backend and will only
be shown when the account holder
moves it to the “Featured Comments”
section.

Account holders are also allowed to

reply to these comments. If there’'sa
reply, it'll also become a “Featured
Comment” automatically. Replies from account holders are displayed

under the original comment and can be seen by everyone.

Choose interesting comments to respond to in order to let users feel
appreciated and keep the conversational tone high. This inspires users
to leave more comments and also gives official accounts another way to
monitor and control comments shown to the public.

Automatic Messages

To improve communication efficiency, official account holders can
create automatic messages. These messages can be sent in the form of
text, images, voice messages or videos.

1. Welcome Messages (#iFINBzhEE)
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A welcome message is automatically sent from an official account after a
user subscribes to it. It can be text, a picture, a voice message or a video.
Welcome messages say hello to new subscribers and provide a brief
introduction to the account and its basic functions.

2. Auto-reply Messages ;42 EzIEIE)

These appear when a user sends a message or enquiry to the official
account. It can be text, a picture, a voice message or a video. Users receive
auto-reply messages within an hour.

Generally, account holders leverage this function to let users know that
they've received their message and will reply as soon as possible.

3. Keyword Auto-replies (X @7 B EHEIE)

The keyword auto-reply function is more sophisticated. A designated reply
appears only after users send a message that contains certain keywords.
The rules can be pre-set by the account holder. Users will keep receiving
auto-replies for each message that fits the rules.

This is very useful for FAQs (Frequently Asked Questions) as rules can
be set up that correspond to each type of question. When users send a
message that contains the keyword for a specific question, they receive a
message that either contains the answer or links to another page that has
the information they’re looking for.

One-on-one Communication

Users that follow official accounts may send direct messages to ask
questions, seek help, make complaints or give suggestions. It provides a
channel for companies and brands to build a direct rapport with users.

Users in China prefer to chat with companies and brands directly via
official accounts rather than sending emails or making phone calls,
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because it's more efficient and private. From an account holders’
perspective, WeChat is essentially a CRM system, whereby they can
collect feedback directly from users and deal with their enquiries.

To contact a company or brand, users can send private messages to
an official account. In addition to auto-replies, brands can also send
messages manually for a “live chat”. The sender is notified immediately
when the official account sends a reply with a notfication.

In WeChat, messages sent to your official account by users can not be
replied to after 48 hours. This means that new messages must be checked
on a regular basis responded to quickly. In addition, messages are only
retained in the system for 5 days.

Users expect a prompt reply from an official account, especially if their
enquiry is urgent. Handling users’ messages in a timely, professional
manner plays a crucial role in official account management.

Custom Menus

Official accounts can set up a custom
menu at the bottom of the account
page. Each official account is allowed
to add three main menus and five
submenus under each main menu.

When users click on different menus,
they receive various messages or
WeChat articles, or will be directed to
external web pages or mini programs.

Custom menus are particularly
useful for service accounts as more
complicated CRM systems can be
integrated and different menus can
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be used for advanced functions like making bookings, loyalty programs
and WeChat stores.

User and Content Analysis

The account management centre provides a variety of data related to
account subscribers, including the number of subscribers and their
demographics.

Moreover, account holders can track their content performance. They can
see the article reach and page views as well as more detailed data such as
the number of article shares and hyperlink clicks.

Tips

e Publishing 1-3 articles at a time is the optimal frequency for the
average WeChat user. List the articles in order of importance.

e A custom menu should include the following information: a
brand and product introduction, sales channels, contact details and
customer service channels.

e Backend user data can be linked to the brand’s own CRM system
or sales conversion tools for better user data tracking and profiling.

9.2 Content Strategy

With an official account, you can reach your audience and grow followers
by publishing content regularly. The success of an account is determined
primarily by its content, and its ability to win the hearts of its customers.
A well-designed account with valuable content can help it stand out from
the crowd and connect with an audience.
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WeChat articles are generally longer and more informative than posts
on other social media. Users are more interested in content with useful,
in-depth information and are also more likely to share it. Emotionally
appealing content, brand news and discount updates are also very
effective.

The most popular content types on WeChat fit into the following five
categories:

Hot Topics

Hot topics are the most important content type to incorporate into your
articles. They can be about a recent film or TV series, celebrities, books,
buzzwords, special occasions, social issues, etc. Every day there are plenty
of issues being discussed on social media so pick ones that are recent,
relevant and local.

Relating an article to trending topics helps grab attention, encourage
readership and stimulate sharing. Most organic followers find your
account after seeing content that has been shared on their friends’
Moments pages so it's extremely important to create unique, shareable
articles that add character to your brand profile.

Hot topics can easily be found using Weibo or major Chinese search
engines. However, they change rapidly from day to day so it's important
to stay tuned in. Brands often leverage hot topics related to their product
or industry and create articles about them as quickly as possible.

Useful Information

Users also like articles that teach them something helpful and are more
than willing to share them to their friends and relatives. So this kind of
postusually has relatively high engagement and can bring in alot of traffic.

For example, practical tips, tutorials or extensive lists are popular on
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WeChat. Brands often give useful tips on how to use their products.

This kind of content also helps brands show that they are professional and
can enhance their credibility. Subscribers want to know that you're an
expert in your field and that your account is a good place to get detailed
insights into your products and industry.

Interactive Content

Lots of official accounts interact with their followers by telling jokes,
sharing opinions, asking them questions, inviting them to participate in
discussions, collecting their opinions on a specific topic, or creating a poll
to let them vote.

This kind of interactive content helps trigger discussion and increases the
account’s exposure. However, this kind of interactive content should be
created after the account has a few thousand followers or there won't be
much interaction.

Sales

WeChat articles often contain basic information about sales promotions.
However, this information is embedded in articles about larger topics
because users are turned off by hard sales approaches, which are already
omnipresent in their daily life. If the whole article is just for product
promotion or like a dry newsletter, it won't hit the right notes with the
audience.

Sales information should always appear with other types of content.
For example, the article can start with practical tips on how to use their
product, end with sales information and have other useful content in the
middle. Purchase links or QR codes can also be added to facilitate sales.
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Brand-related Content

Brand-related content includes authentic brand stories and news. It's a
good idea to produce some articles about both the history of the brand and
their latest achievements. This allows users to deepen their understanding
of the brand which leads to enhanced brand loyalty.

Companies can also discuss recent product developments to keep
followers intrigued and create anticipation.

Tip

e Most articles contain several content types.They may start with
a trending topic, then have some educational information or fun
elements followed by sales information at the end.

9.3 Promotion

Launching campaigns on WeChat is the most effective way to increase user
engagement. Though WeChat itself doesn’t have a function to organize
campaigns, brands can still launch them via articles with incentives like
discounts or giveaways.

There are four common campaign types on WeChat and that are often
combined:

Lucky Draw

Lucky draws are the most common campaign type on WeChat. Generally,
at the end of a WeChat article, a topic is raised for discussion and readers
are encouraged to leave a comment or send a private message to the
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official account. Then the account holder can choose lucky draw winners
from the participants.

Lucky draws are quite effective in encouraging user interactions, attracting
new followers and increasing their loyalty.

UGC (User-generated content) Collection

Brands can encourage users to create something, like a themed photo
of themselves with the brand’s merchandise, and submit it via private
message to the brand’s official account or upload it to a campaign page
to win a gift. Sometimes brands also launch polls for users to vote for
their favourite or pick the best ones to be featured in a future advertising
campaign. Brands can also cooperate with KOLs who will encourage their
followers to participate.

This type of campaign is another kind of lucky draw. The core difference
is that visual user-generated content is more persuasive than written
testimonials. It helps brands collect high-quality original content from
their followers that can be used in other marketing activities and increases
user engagement. It’s also good for attracting new followers.

H5 Pages and Games

H5 pages, mobile-friendly webpages made with HTML 5.0, have become
one of the most popular tools for WeChat campaigns. An H5 page can
feature audio, video, complex animation and 3D effects. Many brands
have integrated H5 pages into their WeChat articles to create campaigns.
They allow brands to maximize visuals and interactivity to attract users.

The most common practice is to create a mini game for users to play with
top players receiving a special gift. Alternatively, some brands create
H5 pages that allow users to create sharable, individualized content.
For example, users can upload photos to the H5 page to view them with
special effects or in a new format.
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H5 pages have proven to be effective in improving audience engagement
and interaction. They have the potential to go viral and can help brands
achieve much wider exposure on WeChat.

66

It’s a very popular trend for companies to build H5
pages for event invitations, interactive digital product
brochures, branding and other marketing purposes.”

—Sheng Pang, CEO of Juplus Digital

Sales Campaigns

Another type of campaign is more sales-driven. There are several ways to
launch a sales campaign on WeChat.

Brands can include themed coupons in WeChat articles that can be used
online or offline for users to collect. Before the coupon expires, users
receive a message reminding them to use it. This establishes two touch
points with users - the moment the coupon is collected and before it
expires - making it a favourite with marketers.

Brands can also launch flash sales campaigns (a discount sale of
designated items for a limited time), offer benefits for purchases over a
defined amount or sell limited editions at a special prize to boost sales.

Sales campaigns on WeChat help drive traffic offline or from official
accounts to online stores. People love discounts and special offers so
sales campaigns are also a great way to attract new followers and increase
brand loyalty.
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6 Tips for Launching a Campaign on WeChat

1. Give each campaign a clear focus and objective. It can be to
increase brand awareness, to boost sales or to collect user information
and build a database. Before launching a campaign, first determine
its goal.

2. Offering incentives is a key way to achieve higher engagement.
The more complicated the campaign rules are, the better the gifts
should be. Offer gifts that are related to your brand, industry or the
theme of the campaign.

3. Chooseasuitable duration for the campaign. AWeChat campaign
usually lasts for one week in order to achieve optimal exposure and
generate participation.

4. Launching campaigns for festivals, special events or based on
trending issues increases exposure and attracts a bigger audience.
Weekends and holidays are the best times to launch campaigns. To
make sure you don’t miss any important days for promotion, create
a marketing calendar highlighting major holidays like Chinese New
Year, the Dragon Boat Festival, Mid-Autumn Festival, etc.

5. For H5 campaigns, always test them prior to the launch and
monitor them during the campaign for technical problems or bugs
that might allow cheating, especially for campaigns that offer prizes
and incentives.

6. Regulations for campaigns on WeChat are strict. Brands can’t
launch any campaigns that ask people to follow certain WeChat
accounts in return for incentives.

WECHAT: CHINA'S OPERATING SYSTEM 81

9.4 KOL Cooperation

Engaging influencers, known as KOLs (Key Opinion Leaders) in China, is
one of the most effective ways to promote an official account, content or
campaigns on WeChat. KOLs have their own follower bases who see their
opinions and suggestions as credible and influential. Many also excel in
driving online sales. Sharing brand information or launching campaigns
with bloggers can help to raise brand awareness, attract new followers and
contribute to a brand’s credibility. Unlike bloggers in some other regions,
it's not unusual for them to engage in direct sales.

With the expansion of official WeChat accounts, their followers continue
to grow, increasing the influence and value of KOLs. Compared to
WeChat's official advertising options, KOL promotion is often, but not
always, more efficient and less costly.

On WeChat, the price of KOL cooperation differs primarily based on
their industry, interest category, follower base, content quality and the
prominence of their post. The more followers, the higher the content
quality, the higher the cost of a contract.

Types of KOLs on WeChat

Most KOLs have subscription accounts and can be found by searching
within WeChat. They have official accounts that can be divided into 2
broad categories: individual accounts and agency-managed accounts.

Individual Accounts

Individual accounts are, exactly as the name suggests, created and
managed by individuals. They can only open subscription accounts and
WeChat doesn’t verify accounts opened by individuals.

They have a good rapport with their followers and are seen as reliable
authorities when they recommend brands.
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These bloggers also have stricter standards when selecting brands to
cooperate with because they need to maintain their reputation and
content quality. If a brand cooperates with an established individual
account blogger, they can attract a sizeable audience and increase current
customer loyalty.

Examples of popular individual accounts include 38 /J&.2> (WeChat ID:
maolispace), Z848MHA (WeChat ID: realsisterguo) and PaJ241# (WeChat ID:
azinannan).

Agency-managed Accounts

These accounts are managed by an agency or a company that is listed
on their profile page. Most of them are verified and sometimes there
are several verified accounts under the same name. WeChat allows a
maximum of 50 official accounts to be verified under one company name.
These accounts are generally open to advertising and are more likely to
accept hard sell advertising approaches on behalf of brands.

If an agency has several official accounts, brands can consider advertising
on more than one account. Usually agencies offer discounts if brands
choose more than one of their accounts to advertise on.

Examples of agency-managed accounts include =#30Z18#575 (WeChat
ID: giechihe), H &1 (WeChat ID: rishi-ji), X R f#—1%E (WeChat ID:
yourshoppinglist)
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On WeChat, micro-KOLSs typically have less than 10,000
views. Mid-tier KOLs average around 50,000 views and
top-tier KOLs have over 100,000 views.”

—Kim Leitzes, Founder and CEO of PARKLU
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Prices and Payments

WeChat KOLs are generally more expensive to work with than Weibo
KOLs. Micro-KOLs on WeChat usually charge between 3,000 to 15,000
RMB (474 to 2,370 USD) per article. Mid-tier KOLs are likely to ask for a
price ranging from 15,000 to 80,000 RMB (2,370 to 12,640 USD). The most
popular KOLs on WeChat charges much higher, from 80,000 to 500,000
RMB (12,640 to 79,000 USD). Asking a KOL to create text, visual or video
content or place the brand’s post in a prominent position commands
higher prices.

The majority of KOLs and their agencies take payments through Alipay.
Bank transfers are also accepted but not preferred, as it usually takes a
longer time to clear so it’s best to open an Alipay account before doing any
KOL promotions. Most bloggers in China require 100% prepayment and
will only begin promoting after payment has been received.

For small-scale cooperations, with a contracted amount below 15,000
RMB (2,370 USD), bloggers rarely sign official agreements. The usual
procedure is to negotiate the terms and pay the full amount prior to the
work commencing. Please note that most individual bloggers do not issue
legal receipts, called “fapiao” in Chinese, unless you request one. A legal
receipt costs approximately 10% on top of the contract amount.

Finding KOLs on WeChat

While WeChat doesn’t have a section where all bloggers are listed, there
are three ways to find the KOLs on WeChat:

WeChat's Native Search

Type keywords in the search bar and choose to only show results for
official accounts. Then you'll see a list of official accounts based on the
search keyword.
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KOL Search Engines

There are various KOL search engines such as Sougou Search Engine for
WeChat, Robin8, NewRank and gsdata.cn. Users can search for KOLs
based on keywords and categories. Filters are provided to help further
narrow the search.

With the help of these databases, users can easily get the latest data on
the number of followers, total article views and other important statistics.
Sometimes the price range of these KOLs is revealed too.

Another alternative is PARKLU, which is a KOL matchmaking platform
where brands can outline their campaigns, budget and timeline, then
choose KOLs who have applied for collaboration.

KOL Agencies

There are three major KOL agencies in China. They are Louis
Communication (#Kf&#%), Gushan Culture (8iLLUX1E) and Yaxian
Advertising (ZFliI ). In addition to these, there are also many
companies that manage KOL databases. Users can select KOLs by
industry or interest category and promotion budget. They can also check
their follower numbers and get quotes.

Auditing a KOL

After you've identified matching KOLs, you should check their previous
articles to see the average article views, likes and comments. You can
also ask the KOL to provide screenshots of their account performance
statistics from their account management page to get a better idea of their
audience and reach.

Working with KOLs on WeChat

WeChat KOL promotion is effective thanks to their large follower bases
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and their credibility. People feel comfortable buying based on KOL
recommendations. When working with WeChat KOLs, you can decide
which promotional method works best to maximize your branding and
marketing goals. There are five common ways to work with KOLs on
WeChat:

Advertorials or Product Placement

Advertorials (or native advertising) are the most common way for brands
to work with WeChat KOLs. KOLs write an article about a topic in their
usual style that features the product or use images featuring the product
in the article. Since the articles are original, informative and interesting,
readers are less likely to click away.

For a sales campaign, brands can ask KOLs to insert a sales link at the
end of the article. More and more brands integrate different tracking
codes in the purchase links distributed to different KOLs to measure their
effectiveness and calculate the final commission based on a PPS (pay per
sale) pricing model.

EAZYPEZY, a Chinese cashmere designer brand, cooperated with fashion
blogger 22K F A8 R (WeChat ID: Miss_shopping_li) in December
2017. The blogger wrote an article about getting presents for her family,
recommended the brand and included visuals of the clothes. At the end
of the article she shared a special tracking code from EAZYPEZY and
received more than 100,000 views.

Product Reviews

For brands, this is the most straightforward way to introduce their
products and services. Many WeChat KOLs are experts in their field who
produce informative, reliable product reviews and comparisons, so their
followers consider them trustworthy.

Their product reviews are often paired with giveaway campaigns or links
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to the product’s online sales page. Brands that partner with WeChat KOLs
who like their products can reach a large audience and see a noticeable
uptick in sales.

ARTISTRY, a cosmetic brand from the US, also cooperated with BN S
HFAE R (WeChat ID: Miss_shopping_li) in January 2018 and invited
her to write a product review, test their new lipstick and provide an online
sales link at the end of her article. The article was viewed more than
100,000 times.

Sponsored Campaigns

Brands sponsoring KOLs to launch campaigns is another common
practice. KOLs introduce the campaign and offer gifts sponsored by
the brand. They can also direct traffic to the brand’s official account by
integrating the brand’s official account QR code at the end of the article.

6ixty8ight, a fashion and lingerie brand for young women, cooperated
with lifestyle blogger HelloDaH (WeChat ID: realhellodah) in August 2017.
She posted photos of herself wearing lingerie and encouraged followers
to comment in order to win some items from 6ixty8ight. The article was
viewed more than 34,000 times.

Co-branding and KOL Crossover Promotion

Sometimes, brands co-create a product with a KOL and sell it as a limited
edition.

A great example of this is the co-branding between Mr. Bags (WeChat ID:
bagsbaoxiansheng) and Givenchy at the beginning of 2017. 80 limited
edition bags worth 1.2 million RMB (189,000 USD) sold out in 12 minutes.
After this successful campaign, Mr. Bags did similar co-branding ventures
with other luxury brands such as Burberry, Tod’s and Chloe.
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Sales on KOLs' WeChat Stores

More and more fashion KOLs have their own WeChat stores or mini
programs for e-commerce purposes. Brands can offer special editions of
their products in the KOL's WeChat stores.

Kitayama, an original bag brand from China, cooperated with the popular
fashion blogger gogoboi (WeChat ID: realgogoboi) to sell items through
his online store R AKFIE.

Tips

e It'simportant to work together with KOLs so that they can retain
their voice, style and approach while engaging in promotional
ventures.

e  Work with lots of KOLs for your first campaign to establish a
baseline for results. Choose the top performing KOLs for your next
campaign. Repeat this process until you're left with 3-5 bloggers
that you work with regularly. It’s best to work with quality bloggers
long-term. If you work with effective KOLs again and again, their fans
will get used to your brand and products and will act on promotions,
follow your official account and more.

9.5 WeChat Advertising

Due to the personalization of digital advertising in China, Chinese
consumers are twice as likely to click on an ad compared to the global
average. Given its huge number of active users, WeChat has become a
battlefield for advertisers to showcase and promote their products. But
advertising is not open to all official accounts or all industries. Only
brands with verified official accounts in specific industries can apply to
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become WeChat advertisers.

Currently, WeChat offers two major advertising options, namely Moments
Ads (ABREI %) and Account Ads (ARST ). A new advertising
option for mini programs is currently in testing mode.

Moments Ads

As mentioned previously, the Moments page is similar to Facebook’s wall
and news feed. It allows users to share their status, photos, articles, etc.
with their WeChat contacts. The ads here look like normal Moments posts
but with an additional “Sponsored” tag in the upper right corner.

Moments Ads can be used to promote an official account, publicize a
campaign, encourage users to download an app, distribute coupons or
launch location-based promotions. For Moments Ads, advertisers can
define their target audience by gender, age, location, industry, marital
status, education level, and so on.

< Discover Moments

Display Formats
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Users can click on either button to view different advertisements.

Moments ads allow mutual interactions between brands and users and
they can like and comment under the ad. WeChat is also testing a new
function that allows brands to reply to comments left by users. In late May
in 2017, TripAdvisor launched a Moments ad, which allowed users to ask
questions by leaving comments.

Pricing

Moments ads adopt the CPM (Cost Per Mille) pricing model. Advertisers
are charged per thousand impressions. There are also two purchasing
schemes: Scheduling and Auction.c

Scheduling Auction

Auction is suitable for advertisers who need
flexible advertising time and constant ad
customization (not available for video ads)

Scheduling ensures a certain amount of
exposure based on the allocated budget

From 2017 on, Moments ads have two
new formats. One is a card format with
alarger space for visual elements. This
enlarges the ad, making it more visible
and eye-catching and also enables it to
convey more information. Clicking the
card directs readers to an H5 page or
a native advertising page, shortening
the conversion path.

The other one is an advanced card
ad format with two buttons which
enables advertisers to showcase two
sets of advertising materials in one ad.

@ Advertiser’'s Name Sponsored

Details

Name
O
A

Q Like {3 comment

CPM pricing model
Price depends on location: core cities, large
cities and others:

+ RMB 50-150/M (8-24 USD) for Text, Image ad
+ RMB 60-180/M (9-28 USD) for Video ad

Minimum budget

50,000 RMB/campaign (7,900 USD)

Account Ads

CPM pricing model
Price depends on location: core cities, large
cities and others:

+ RMB 30-300/M (5-47 USD) for both Text,
Image ad and Video ad

Minimum budget

1,000 RMB/day (158 USD)

Alternatively, WeChat offers another advertising channel - Account Ads.

Currently, there are three major types of account ads: Footer Ads, Video

Ads and Exchange Ads.
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Like Moments ads, account ads can also be used to promote an official
account or a campaign, encourage users to download an app or distribute
coupons. Account ads also allow brands to advertise products from their
WeChat Store so that users can find out more or directly purchase the
item by clicking the ad.

Display Formats

Footer Banner Ads Pre-Roll Video Ads  ExChange Card Ads
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Pricing

Format Scheduling Auction

Footer banner ad CPM pricing model. Price CPC pricing model
depends on location: core
cities, large cities and other: Minimum bidding price for each
* RMB 15-25/M (2-4 USD) click is 0.5 RMB (0.07 USD)
Minimum budget:
1,000 RMB/campaign (158 USD)

Pre-roll video ad CPM pricing model. Price CPM pricing model
depends on location: core o o )
cities, large cities and other: Minimum bidding price for
+ RMB 15-25/M (2-4 USD) thousand impressions is 10

RMB (1.60 USD)
Exchange card ad Price to be confirmed by the Price to be confirmed by the

account holder account holder

Mini Program Ads

WeChat has recently released a new feature for its mini programs —
allowing advertisers to bid for ad space in the “Mini Programs Nearby (
MIFTHY/VFERE)” section. However, it’s still under internal testing and
WeChat hasn't officially announced detailed prices or procedures.

When users open the “Mini Programs Nearby” list, they can see a list of
mini programs based on their current location. With this new feature,
advertisers can bid on ad space on this list.

These mini program ads also appear when people use the search function.
For example, when users search for related keywords like “hotel”, related
mini-programs appear.

WeChat's advertising options allow marketers to choose the option
that suits their promotion goals and budget best and to showcase their
products to filtered target consumers. They also offer an effective way to
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increase brand exposure and accumulate new subscribers.

And don't forget that Chinese audiences prefer meaningful content so
creating quality ads remains the most important step in your overall
WeChat advertising strategy.

Tips
e Moments ads are very effective for well-known brands with
visually appealing products.

e Account ads serve businesses with active e-commerce sites well
as clicking on the banners brings potential customers right to them.
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CHAPTER 10

How to Start Selling
on WeChat

n China, e-commerce is highly integrated with social networks. This
Itrend has influenced both social and e-commerce platforms. WeChat
Wallet is a prime example. This chapter gives a more detailed introduction
to this powerful and widely used tool and shows how it can help boost
your business.

10.1 WeChat Wallet for General Users

As mentioned before, each WeChat user has a personal WeChat Wallet
that they link to their bank account to top up or transfer money from one
to the other. With their WeChat Wallet, users can engage in the following
kinds of transactions.

Money Transfers and Sending Red Packets

The most common use for the wallet is to transfer money to other WeChat
users or send red packets. As mentioned before, red packets are a Chinese
custom of giving small amounts of money to friends and family in red
envelopes at Chinese New Year. WeChat made this tradition mobile and
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virtual in 2014 and soon after, WeChat Wallet users increased by millions.

Red packets have evolved and are now sent on various kinds of special
occasions or as a quick way to transfers smaller sums to friends. In 2017,
on average, people sent 28 red packets or 580 RMB (91 USD) each month.
They also sent 46 billion red packets during the Spring Festival (aka
Chinese New Year) in 2017, and over 6.4 billion were sent during the Mid-
Autumn Festival in the same year.

Brands can also leverage this function as official accounts with a WeChat
Pay account can send red packets to their followers on special occasions.

Daily Tasks

Besides money transfer and red packets, WeChat Pay provides a wide
range of payment services. For example, users can use WeChat Wallet
to repay credit card debts, purchase financial products and donate to
charities.

Utility bills - phone, water, electricity, fuel and TV - can be paid with it as
can parking and traffic tickets. It can also be used for city services such as
making an appointment with a doctor, settling tax bills etc.

Third-party Operators

In WeChat Wallet, there’s a section at the bottom that says “Powered
by third-party operator (35=7H8%5)". In this section, some major
e-commerce, transportation, hospitality and tourism brands are featured.
They are Tencent partners and this section brings them traffic and gives
users a streamlined payment option.

For example, partner JD.com has its own section which allows users to
access their online store from within the wallet. Other well-known brands
featured here include popular taxi-hailing service Didi (RE&$T%);
LY.COM ([E#24&5%), for flight and train bookings; eLong (ZZIR1TM), a
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leading online travel agency; Dianping (KR s 1), which offers business
information and group buying services; online food delivery platform
Meituan (32H]) and Mogujie (EE#&%E), a social e-commerce platform for
fashion.

By partnering with these brands, WeChat has successfully established a
comprehensive service network and cemented its presence in the daily
life of Chinese users.

Since the end of 2016, WeChat has opened up its cooperations beyond
partnerships, investors and stockholders. These new partners are listed in
a separate section labelled “Limited time promotion (FREY#)”, and are
featured for a short period of time.

Starbucks was the first brand to benefit. At the end of 2016, customers
could pay via WeChat in over 2,400 Starbucks stores across China. Then in
early 2017, WeChat and Starbucks co-organized an 020 campaign called
“Say it with Starbucks (F§215)”. Users could buy gift cards by clicking
a Starbucks icon displayed in their wallet and send them to friends in
messages. The cards granted holders a free coffee in any Starbucks store
in mainland China.

Later, Mobike (EEF¥28 %), a station-less bike-sharing system, partnered
with WeChat. The Mobike button in the wallet is linked to its mini
program that helps users find bikes nearby. Scanning the QR code on the
bike unlocks it. Mobike conducted a 30-day free ride campaign when the
promotion launched so users could share free rides with their WeChat
friends.

10.2 WeChat Pay for Brands and Vendors

Brands and vendors can use their WeChat Pay account for online
and offline transactions. Especially for offline transactions, payments
are usually made by scanning QR codes provided by vendors. This



96 UNLOCKING THE WORLD'S LARGEST E-MARKET

novel payment method is quick and simple for both parties and has
revolutionized consumer interactions in China.

Below are five major features of WeChat Pay for brands and vendors as
used in China:

WecChat Pay Vendor Functions
1. In-App Web-based Payments (2 S {)

If brands or vendors broadcast product messages to their followers via
their official WeChat account, with WeChat Pay enabled, their followers
can purchase the products on the brand’s WeChat store page.

When users purchase directly within WeChat, such as ordering food
delivery or booking a movie ticket, they can complete the transaction
without leaving WeChat. In-App web-based payments are suitable for
payments within official accounts, on Moments pages and on chat pages.

Users confirm the payment amount, put in their password or use
fingerprint recognition. Then can pay with their wallet balance or from
their linked bank account. They receive a payment notification, are
directed back to the vendor’s page and receive more detailed payment
information later.

This function is only available for service accounts, corporate accounts
and government/media subscription accounts.

2. In-App Payments (APP3Z {i)

Vendors can use WeChat Pay’s software developmentkit (SDK) to integrate
WeChat Pay into their apps. For example, if users make a purchase on
an external e-commerce platform app on their mobile device, they can
choose to pay via WeChat on the payment page. WeChat processes the
payment and returns the user to the previous app.
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3. QR Code Payments (33533% 1)

Vendors can create QR codes for different items. After users scan these
codes, they can see product information and payment options on their
phone.

QR code payments can also be used for payments on laptop or desktop
sites. After being directed to the payment page and choosing to pay via
WeChat, the merchant will generate a special QR code for users to scan

to pay.

This function is only available for service accounts, corporate accounts
and government/media subscription accounts.

4. Quick Pay (RI-E3Z 1)

Vendors scan the payment code shown by customers on the Quick Pay
page to finish transactions quickly.

For example, in offline stores, users show the payment code - a bar code
as well as a QR code - in their WeChat Wallet for vendors to scan. The
payment is processed automatically. Quick Pay is suitable for offline
vendors like supermarkets and convenience stores where the payment is
processed face to face with customers.

Users can choose whether they want to pay with the balance in their wallet
or directly from their bank account.

5. Weixin Checkout ({{{53EH)

WeChat helps vendors generate QR codes. Then they can print the QR
code and place it in their stores. This allows users to scan it to pay when
purchasing. Weixin Checkout is suitable for vendors who don’t have
programming and development skills.
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After scanning the QR code, users confirm the amount with the vendor
and input it in the interface. Then they confirm and finish the payment.
The vendor later receives a message with payment details.

The “Follow After Payment” Feature

WeChat Pay can be used to direct a vendor's offline traffic to their official
account with the “Follow After Payment” setting. However, it's not
automatic and the settings for different payment types are different.

This feature is the default setting for Quick Pay. For in-app web-based
payment and QR code payment, this setting can only be activated when
the payment is above 5 RMB (0.80 USD) and it’s only available to well-
known brands if the In-App Payment method is being used.

Subscription accounts can’t access the “Follow after payment” default
setting and for service accounts with more than 500,000 followers, the
system lets users opt in.

Commission Charges

Note that WeChat Pay merchants are charged a commission that varies
from industry to industry but most are charged 0.6%.

10.3 E-commerce on WeChat
1. WeChat Stores

Given the growing e-commerce market in China, WeChat wanted to offer
a convenient way to sell by allowing account holders to create online
stores within the app.

After brands create a store on WeChat, they can link it to the menu of
their official account. To buy a product, users can click the custom menu
linked to the store to view and choose products and can use WeChat Pay.
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The whole purchasing process can be done within WeChat so conversion
rates increase. Vendors can attract customers with discounts and special
offers on WeChat Store purchases.

66

A WeChat e-commerce presence is becoming the norm
for all brands. However, it’s particularly useful for
brands that don't have a presence yet in China as
WeChat enables selling cross-border through WeChat
payments.”

—Thomas Graziani, Co-founder of WalktheChat

Types of Online Stores on WeChat

There are four types of stores available on WeChat.

1. Official WeChat Stores ({f{fS/\[E) - Verified service accounts
with WeChat Pay accounts can create these stores on their account
management page for free.

2. Storeshosted by a third-party - There are service providers that allow
integration within WeChat. Users build their store on these platforms and
later link it to their official account. Most subscription account holders
leverage these platforms to build their online stores as the official store
function is not open to them. You can usually build the online store for
free but these platforms usually charge a deposit or management fees.
Some well-known third-party platforms include Weidian ({5, also
known as Wei-Store), Weimob (f#88), Youzan (B %%), and WalktheChat.

3. Stores on external e-commerce platforms - These include stores
on mainstream platforms like JD.com. Note that Taobao and Tmall stores
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can’t be integrated into WeChat as they belong to Alibaba, Tencent's
main rival. A brand can link to its own official e-commerce platform but
the major drawback is that it takes a lot more time, effort and money to
build and maintain.

4. Mini program online stores - With the emergence of mini programs,
brands now have another option to build their online stores. The
WeChat Shop Mini Program is available on the account management
page to all official accounts. Advantages include simple procedures, low
development costs, perfect integration with WeChat Pay and access to the
“Cards and Offers” function. Since mini programs are a built-in function
in WeChat, stable traffic can be ensured.

These can all be linked to official accounts. Brands can broadcast articles
with sales information and launch campaigns encouraging users to
visit their stores. Customers can also pay with WeChat, smoothing the
conversion of traffic into sales.

66

People tend to think that it is not possible for companies
outside China to create WeChat stores. It is! However,
WeChat stores don’t get organic traffic. They need to be
promoted. WeChat stores can make huge sales. A lot of
key opinion leader stores exceed $100M USD per year.”

—Thomas Graziani, Co-founder of WalktheChat

Cooperating with Distributors or KOLs

Normally, brands can launch their online stores to sell their products
directly. Alternatively, they can cooperate with distributors and KOLs who
have their own stores on WeChat. Brands can offer special products for
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sale or launch flash sales campaigns on their stores.

66

Sales on WeChat are heavily supported by social proof
and key opinion leaders. We found that stores in the
fashion and cosmetics space were particularly successful
as there is a wide choice of key opinion leaders to work
with in these domains.”

—Thomas Graziani, Co-founder of WalktheChat

2. Cards and Coupons

WeChat also has a “Cards and Coupons (£35)” function that allows
brands and vendors in specific industries with verified official accounts
to distribute cards and coupons to their customers. This includes
membership cards, prepaid cards, coupons and vouchers. They can
be distributed by instant message, articles, custom menus, automatic
messages, H5 pages, third-party apps, offline QR codes as well as WeChat
Shake.

Users can keep their cards in the “Cards & Offers” section after collecting
them on their personal WeChat profile page on WeChat. They can use
them when they purchase online or offline and receive a notification
before unused coupons expire. Some cards and coupons can also be
shared with friends, creating viral spread potential.

This feature plays an indispensable supporting role in the e-commerce
ecosystem within WeChat together with WeChat Pay and WeChat stores.
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10.4 WeChat Brand Zone

InDecember 2017, WeChatlaunched Brand Zone as a new search function
feature. Some international luxury brands, such as Cartier, Gucci, Louis
Vuitton, Longchamp and Michael Kors have already made use of it.

Users can go to the “Discover” section, click “Search” and put a brand
name as the search keyword. At the top of the search results is the Brand
Zone. There are usually 2 tabs. The top tab is connected to an online store
and also showcases the brand’s latest collection. The second tab usually
goes to the brand's official account. This feature allows brands to get extra
exposure from organic search, drive traffic from one section to another, as
well as monetize the boutique stores.

WeChat Pay is extremely popular and widely used in China. People can
now easily pay bills, buy groceries or shop online using their WeChat
Wallet. This ever-growing dependence signals a great opportunity and an
urgent need for change. Both offline merchants and online retailers need
to enable consumers to pay with WeChat and also to adapt to a changing
marketing landscape based on WeChat as a social platform.
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CHAPTER 11

How to Do Your
CRM with WeChat

eChat, which enables brands and companies to directly
Wcommunicate through official accounts, can be used as an
effective CRM (customer relationship management) tool. It can be used
as a channel for brands and customers to communicate and is a powerful
platform to collect customer data and analyze users’ preferences.

66

Brands need to approach WeChat from a CRM
perspective and service innovation perspective otherwise
their WeChat account won’t be anything more than a
spam box.”

—Thomas Meyer, Co-founder of Mobile Now Group

There are plenty of third-party CRM tools that offer all kinds of advanced
functions. Integrated with those systems, such as WeChat Now,
Weixinhost (=H74%), Drip (7Ki&), Parllay (&N &), Capillary and



104 UNLOCKING THE WORLD'S LARGEST E-MARKET

MikeCRM (% %), WeChat can help brands and vendors manage inquiries
from users and provide more customized services.

These third-party CRM tools can provide services including but not
limited to the following categories:

Chatbots and MCS (Multi-Customer Solutions)

Some CRM service providers can integrate their Al-based chatbot systems
in official accounts. These systems can identify what the writer is asking
for quickly and give answers based on keywords in the text. When the
questions are more complex, the system can guide the user to webpages
with related information. With this kind of software, vendors don’t need
many people to deal with customer questions.

Alternatively, more personalized service can be provided by a multi
customer solutions (MCS) tool. It allows several staff members to talk to
different users at the same time, so that users don’t have to wait long to get
their questions answered.

Database Building

Third-party CRM tools can design simple forms and surveys in order to
get personal information and preferences from your customers. During a
campaign, participants can be asked to fill in their personal information
before getting a free gift, making a booking for a test drive or viewing an
apartment.

66

66
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Most brands will want to map their WeChat followers to
a CRM system that they own.

Firstly, the method WeChat uses to uniquely identify
users doesn’t allow brands to identify who that user is
outside of WeChat. This need to bind a user’s OpenID
to an email address or mobile phone is generally the
starting point for moving CRM off of WeChat.

Secondly, each WeChat user is limited to a maximum of
five tags and your account is limited to 100 unique tags.
If you want any scalable way to manipulate tags, it's
not the WeChat backend. Once you've done a good job
tagging your followers, the primary value is for targeted
outbound marketing segmentation, which requires a
third-party from the start.”

—Thomas Meyer, Co-founder of Mobile Now Group

Having social CRM in place in China will help you
understand your followers much better and know the
quality of your fans and their digital trail. This will help
you provide better and more personalized content and
service. Moreover, you will be able to calculate your ROI
more accurately with your SCRM.”

—Sheng Pang, CEO of Juplus Digital
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Loyalty Programs

Loyalty programs are the most common type of CRM services. With a
loyalty program integrated in a brand’s official WeChat account, users can
sign up for a membership, log in to accumulate credit, collect coupons,
purchase discounted items and enjoy other members-only privileges.
These programs are widely used by hotels, food and beverage brands and
retailers.

Other Advanced Functions

There’s a lot more that CRM tools can do for brands. For e-commerce,
users can order food using an online delivery brand’s official account. For
hotels, customers can check out the available dates and make a booking
in advance.

Location-based services can also be enabled. For example, users
can share their current location with an official account and receive
recommendations for nearby stores or e-map navigation guides.

There are lots of options to manage customer relationships in addition to
basic monitoring and interactions. Rather than passively responding to
customers, make good use of powerful third-party tools to collect the data
that you need and use it to better understand your customers.

Customers demand open conversations and timely communication with
brands, but that is not everything. Enhancing your services and products
should be a key goal, especially when there are great tools that can help
you understand what your customers need.
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66

There is no ‘one solution fits it all’, which is why
customizable and integration-friendly CRM solutions
are the way to go.”

—Thomas Meyer, Co-founder of Mobile Now Group

107
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CHAPTER 12

How to Use WeChat Mini
Programs for Business

eChat has evolved from an instant messaging app into a
Wcomprehensive platform that includes an e-commerce ecosystem.
But it’s not finished. Tencent has indicated that it will continue to develop
and extend the app and that they're committed to making it the only
platform that people will need.

One way that WeChat is working to achieve this goal is with mini programs,
their apps within the app. In the year since they were introduced in
2017, over 580,000 mini programs have been developed and 170 million
monthly users have made use of them. They cover over 20 industries and
more than 200 sub-categories and international brands like KFC, Coach
and Tesla have released mini programs.

Beware that they're changing rapidly so the information here will quickly
be out of date but they are the future of WeChat so it's important to
understand them.
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12.1 Overview of Mini Programs

When Tencent officially launched the mini program platform, it was
considered a milestone for WeChat and a turning point for mobile
operating systems. Industry insiders even predict that WeChat will one
day rival iOS and Android as another major mobile operating system.

Mini programs are the embedded cloud-based applications that
operate within the WeChat system. However, the term “app” is avoided
to differentiate them from Apple and Android products. Users can find
them by searching with keywords, scanning special mini program codes,
clicking links embedded in WeChat articles or through mini program
cards.

Using them means there’s no need to install lots of apps, saving phone
storage and optimizing the user experience. Although they're more limited
than full function apps but for brands they are much more. They can be
used to nurture a virtual community, launch creative campaigns, build an
e-commerce platform and promote their brick-and-mortar stores.

66

Anything we say and write about mini programs will
be quickly out of date. Even by China standards the
format is changing incredibly fast. It’s also clear that the
direction of the format is in evolution. Tencent are a very
adaptive company and China’s mobile ecosystem is in
state of constant dynamic flux. Even the WeChat team
themselves can't predict with 100% confidence where
things will be in a year’s time.”

—Matthew Brennan, Co-founder of China Channel
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They're much easier to develop than a more complex app and can be used
to test market viability and gather feedback without a large investment.
Their sharing features and huge user base ensure considerable usage.

12.2 Using Mini Programs
Getting Access to Mini Programs

For new users, there’s no mini program page or button. You have to start
using a mini program to activate them on the “Discovery” page. There are
several ways to find them to use them for the first time.

You can use WeChat's search bar or get one from a friend or group via
chat. If an official account links to a mini program, subscribers receive a
notification and can access it by clicking on the message or by clicking on
it on the official account’s profile page. Users can also access the them by
clicking mini program cards in WeChat articles.

Mini program codes are a bit special. They use an exclusive, independent
QR code format that can only be created on WeChat, ensuring control
and keeping them within their ecosystem. The codes can be posted on
WeChat Moments or sent to friends. They can be opened by long pressing
the code or by scanning it.

How Mini Programs Are Being Used

In less than a year, mini programs have accumulated a stable user base
and growing popularity. They can replace a large selection of lightly used
apps or be used as light versions of current apps. They can also be used
as trial versions of full apps and lead to downloads. There are four major
ways that mini programs are used at the moment:
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Daily necessity tools

Practical mini programs are the most popular type and cover most daily
needs such as transportation, time management, translation and polls.

For example, users can use different mini programs to book tickets and
check bus and train schedules.

Information and entertainment

Mini programs can help users to access useful information such as
exchange rates.

For entertainment-related services, users can check film reviews and
purchase movie tickets directly on mini programs. There are also plenty
of mini programs games.

E-commerce

Brands now have the option of building their e-commerce platform
using a mini program. This brings low development costs and perfect
integration with WeChat Pay and the “Cards and Offers” function. Since
mini programs are a built-in function in WeChat, stable traffic can also be
ensured.

Mini programs can also be used to launch giveaways, special offers as
well as UGC (user-generated content) collection campaigns to help boost
sales or increase brand awareness.

As WeChat gradually allows developers to add multimedia content in
their mini programs, and given the popularity of live streaming in China,
some vendors have even started doing live streaming on mini programs
to boost sales. For example, Mogujie (%), a social commerce app for
fashion, launched their own mini program that allows sellers to host live
streams and sell.
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Currently e-commerce is by far the hottest category of
mini program. WeChat'’s team have worked to produce
a framework so brands can easily create e-commerce
stores which replicate the kind of experience which
Chinese internet users are comfortable and familiar
with from years of using Taobao and Tmall. They have
streamlined the checkout process and supercharged
mini programs in a variety of ways that, when added
together, mean that conversion is easier through mini
programs than normal web page stores.”

—Matthew Brennan, Co-founder of China Channel

In this mini program, sellers launch live streams to showcase the clothes
and accessories they sell. If viewers are interested, they can select the
items on the left, make an order and finish payment within the mini
program giving it a “See now, buy now” feature. Flash sales campaigns
can also be launched.

WeChat-related services

Mini programs also offer convenience for those who work closely with
official accounts. For example, with the “Official Account Assistant
(AARFEBIF)” mini program, shows the latest account statistics and
followers’ comments. This reduces the need to constantly log in to the
desktop version. The “Weixin Checkout ({5 3££2)” mini program allows

vendors to consult and manage transaction details easily.

“WeChat Index (f§{5$5%%)” also has its own mini program. It measures
the popularity of designated keywords based on their search volume,
their appearance in articles and their appearance in shared articles on
users’ Moments pages. Users can input a keyword and track its popularity
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in the last 7, 30 or 90 days.

This indexis an important indicator for brands and social media managers
because of the platform’s huge base of prime demographic users. It can
help brands identify trends and decide whether to incorporate them in
their social media content, while also revealing the popularity of a brand
or an official account.

12.3 Mini Programs as an 020 Facilitator

In order to encourage more people to use mini programs, lots of new
features have been added. We'll go into detail about two special features
designed to help brands and vendors promote their brick-and-mortar
stores and work as 020 facilitators.

Store Mini Programs (I JiE/MERF)

In April 2017, WeChat launched a new feature called the “Store Mini
Program” which shows users basic information about an offline store, like
a virtual business card.

Firstly, despite its name, it’s not currently a mini program but a feature
related to mini programs. With this feature, brands and vendors with
official accounts can set up a store mini program quickly using their
account management page without further programming. Basic store
information, including the store name, address, opening hours, contact
phone number and store photos, are displayed. It's a good idea to upload
photos of the latest products and campaign posters to give customers a
quick and clear product reference.

Store mini programs can also distribute membership cards and one
type of coupon or voucher. Branches in the same chain are considered
different stores and can distribute different cards and coupons from other
branches. An interface to allow customers to collect membership cards
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and vouchers can also be added.

In general, store mini programs are an effective online-to-offline tunnel
for brands, especially when they want to boost sales in physical stores.

Mini Programs Nearby (FftiE &89/ MERF)

In May 2017, WeChat released the “Mini Programs Nearby” function
which allows brands with offline locations to display their mini programs.
When users are near the brand’s location, mini programs for nearby
businesses show up there. It helps merchants to reach their potential
customers more easily.

This function plays a significant role in connecting online customers with
offline stores. It puts practical brand information into customers’ pockets,
increasing brand awareness, traffic and sales.

Imagine this scene: A customer is in a large shopping mall. She stops
and takes out her smartphone to check where she can buy a luxury bag.
Instead of launching a map, she opens WeChat and goes directly to the
“Mini Programs Nearby” section. Before she decides which store to visit,
she can look through all the mini programs nearby and check out the
products and campaign information displayed.

12.4 The Future of Mini Programs and How
They May Reshape the Retail Industry

Mini program features provide new possibilities for brands and vendors
to explore and using them effectively can lead to a win-win situation for
both vendors and customers.

For brands and vendors, mini programs provide an alternative 020
conversion tunnel, connecting online users with offline physical stores.
In addition, unlike offline sales where many customers leave immediately
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after purchasing without leaving any contact details or personal
information, mini programs offer valuable user statistics that help vendors
understand their customers better.

They're also a very convenient platform for customers. After users access a
mini program for the first time, it stays in their mini program files until it's
deleted. This makes it easy to access and saves time. It’s like subscribing
to an official account and is likely to increase usage rates. “Mini Programs
Nearby” also increases customer convenience.

Frequent updates mean that mini programs keep improving and adding
functions and they're now open to third party operators that can help
brands develop their own mini programs. This lowers the barrier to entry
and makes it cost-effective. There will be more and more new features
and opportunities that will further reshape the retail industry in China.

66

From what we can see today the future of WeChat in the
next 2years will be in large part based around improving
search and improving mini programs. For WeChat mini
programs, it’s no exaggeration to say that they are the
future of WeChat. The only question is how much will
they go on to impact the rest of the mobile ecosystem in
China.”

—Matthew Brennan, Co-founder of China Channel
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CHAPTER 13

Your Next Steps on
WeChat

art II, is about WeChat, its diverse functions and how Chinese
Pconsumers are living with it. It's becoming the operating system
for most Chinese users and continues to add more and more diverse
functions.

There’s a common misconception that every brand that has entered
China must have their own official WeChat account. However, this is not
entirely so. For example, WeChat is not really for B2B brands. Their target
audience is really niche due to their professional expertise and is less
interesting for general users.

Another false assumption is that a brand can rely on WeChat alone and
expect a presence there to bring them everything they want. As a semi-
closed platform, WeChat maintains a relatively intimate relationship
between users and brands. This means that initially, it's not the ideal
platform to gain popularity and grow followers. A more reasonable
approach is to leverage WeChat after you've accumulated a stable
audience on other platforms, and then drive them to WeChat for further
relationship development.
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In Part I, three categories of brands were discussed based on their China
market entry mode. They were international brands already in China,
brands doing cross-border e-commerce and overseas brands serving
Chinese visitors. In this chapter, we'll see how these three types of brands
should use WeChat and the most relevant tools or functions for each type
of brand.

1. International Brands Already in China

These brands have already set up a legal entity in China. They have online
stores, brick-and-mortar stores or both in mainland China. They employ
local staff and are well-adapted to the local e-commerce ecosystem. These
brands are already known to some Chinese consumers.

Official Account and WeChat Articles

It's good for these brands to have their own official WeChat account.
However, as mentioned above, WeChat is not for everyone. Before making
the decision, brands should think about who their target audience is and
whether they can leverage WeChat's functions for maximum effect.

Regular posting is essential to keep the audience updated. Articles are the
most popular content type on WeChat. Most subscription accounts post
one to three articles once a day while service accounts usually post four to
five articles once a week.

These articles are also important for interactive campaigns. Brands can
encourage users to leave a comment under an article for lucky draws, or
ask them to share an article to Moments to accumulate enough “likes” to
receive special offers, which helps them get more exposure.

Custom Menu Bar for CRM

WeChat is an ideal tool for customer relationship management. A great
variety of third-party CRM tools can be integrated within WeChat as
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well. Brands can make full use of these functions to create an efficient
communication channel with customers for one-on-one messages,
loyalty programmes and other services. The platform also helps brands
collect useful user data to build a database for analysis to understand
customer needs better.

These CRM-related functions can be integrated in the custom menu bar
so that users can find the right service easily when they enter the official
account interface.

WecChat Stores and the “Coupons & Cards” Function

WeChat is well-suited to driving sales conversions. Brands can embed
links to external e-commerce platforms, with the exception of Taobao
and Tmall which belong to competitor Alibaba Group. These links can be
added at the end of articles so that interested readers can buy the items
described in the article.

Alternatively, brands can open their own WeChat store. There are several
ways to do this and it can even be done using a mini program. Users can
access the store easily and use coupons and membership cards they've
collected virtually.

The full compatibility of WeChat stores with the app itself also makes the
whole purchasing process smooth and easy.

WecChat Pay

As Chinese consumers are accustomed to mobile payments, brands in
China need to support mobile payment methods for online and brick-
and-mortar stores. Given the popularity of WeChat Pay in mainland
China, it's become a must to incorporate it.
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Wi-Fi via WeChat

This is a special WeChat function. Brands or merchants that have brick-
and-mortar stores and official WeChat accounts can activate it and it
can be accessed through a merchant’s on-site services at the top of the
WecChat interface. Users must follow the brand’s official account in order
to connect with the Wi-Fi, so offline followers are attracted at zero cost
and the brand or merchant can get valuable user data.

2. Brands Doing Cross-Border E-Commerce

These brands offer their products via international retailers or suppliers.
They haven't officially entered China yet and use an intermediary business
entity or online sales outlets in China. Rather than setting up an official
account on major platforms, it's more useful for them to engage KOLs for
their initial promotions.

WeChat Articles on a KOL's Official Account

To help a “newcomer” brand gain recognition with Chinese consumers,
it's common to pay KOLs to contribute a comprehensive article
introducing the brand with product recommendations and reviews. Links
to other online sales platforms or a flagship store the brand has already set
up should be included in the article.

WecChat Stores and the “Coupons & Cards” Function

Brands can offer specific products for sale an a KOL's WeChat store.
Some KOLs’ WeChat stores have a selection of overseas products for sale.
Customers can purchase onsite and get product updates at the same time.
Coupons and cards can also be distributed to stimulate sales.

Official Accounts and WeChat Articles

After the brand has gained some customers, they can open an official
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account and start posting regular content for further promotion.

3. Overseas Brands Serving Chinese Visitors

These brands are physically located outside of China. Their goal is not to
sell their products to consumers living in China. Instead, their objective is
to attract Chinese visitors to use their services when they’re abroad. They
are usually brands in the hospitality industry like restaurants and hotels
or schools that want to attract international students from China.

They're likely unknown to most Chinese consumers and their biggest
challenge is standing out from the crowd and getting noticed by outbound
visitors.

Official Account

Having an official account is a prerequisite for the features described
so to benefit most, these brand must register for one. However, please
remember the differences between WeChat's international version and
Weixin that were mentioned in section 7.2 otherwise, you'll never reach
your target audience. Outbound Chinese visitors use Weixin.

Overseas Moments Ads

Since early 2017, WeChat allowed overseas brands to launch Moments
Ads in specific countries or regions. Note that it’s still at the open beta
stage so it's not available to everyone and is only available in certain
regions. This allows brands and merchants located overseas to target
outbound Chinese tourists or Chinese expatriates.

Overseas Moments ads target users that have logged in to WeChat in a
specific country or region. However, so far, no city-level targeting is
possible.

At the time of printing, WeChat overseas advertising was open for 16
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countries and regions including Hong Kong, Macau, Taiwan, Japan,
Korea, Malaysia, Singapore, Thailand, the United States, Australia,
Germany, France, the United Kingdom, Italy, Canada and New Zealand.
The minimum budget varies by country and region, as well as the ad
format.

The “Coupons & Cards” Function

Overseas brands can give away digital coupons via WeChat articles or
WeChat Shake. Users can turn on their phone’s bluetooth then open
WeChat Shake and select “Nearby”. They can shake their device to
get coupons, vouchers or other special offers from nearby merchants.
Coupons should have wide validity dates so that users can collect them
before a trip to use later overseas. It’s a great way to drive traffic to offline
merchants, especially retail stores and restaurants.

WecChat Pay

WeChat Pay is expanding to a number of overseas regions and countries.
With the number of outbound Chinese tourists increasing, it's become a
rigid demand for overseas merchants to support Chinese digital payment
methods in order to satisfy their needs, offer convenience and encourage
them to spend more. WeChat Pay accounts can now be linked to foreign
credit cards in Hong Kong, Macao and Taiwan and this can also be done
by foreigners living in mainland China.

The major advantage of enabling WeChat Pay is that outbound Chinese
visitors make purchases overseas in RMB. Local currency is converted into
RMB based on real-time exchange rates while WeChat Pay settles each
transaction with overseas vendors based on the price in local currency.
For unsupported currencies, transactions can be made in USD. Currently,
major currencies include, but are not limited to, GBP, HKD, USD, JPY,
CAD, AUD, EUR, NZD, KRW.
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PART Il

Weibo: China’s
Online Hotspot
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CHAPTER 14

What is Weibo?

14.1 Weibo: A Day in the Life

i Min is 24. She’s a marketing manager in Guangzhou. It's a sunny

Monday. She's having breakfast when she opens Weibo on her phone
to post a picture of her breakfast in her Friend Circle. Then she scrolls
down to check the latest posts. She likes some interesting ones and reposts
some to her page. After a while, she receives likes and some comments
from her friends. What a great start to the day!

During work, she manages her company’s official Weibo page. She checks
the “Hot Search” and “Hot Post” ranking for inspiration for the day’s post.
She sees that a recently released movie is a big topic on Weibo so she asks
her team to draft a post about it. She follows an actress from a new show
that she really likes. She also replies to comments on three posts that her
team posted yesterday.

After work, she goes to yoga class. She wants to share her progress with
her friends so she uses Weibo Story to record and publish a series of short
videos showing her new moves.

Li Min is interested in skin care and makeup. While she’s having dinner,
she opens Weibo and clicks on posts by a group of makeup KOLs she
followed to see what they've posted today. One of her favorite bloggers
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is live streaming her skin care routine. She watches it while finishing her
meal.

Before going to bed, Li Min checks the “Hot Search” and “Hot Post”
ranking again to see if she missed any important news or entertainment
gossip. She notices a direct message from one of the beauty bloggers she
follows and is pleasantly surprised to find that she’s won a hair dryer
because she reposted a lucky draw post. As Li Min doesn’t need another
hair dryer, the blogger agrees to pay her the cash equivalent using Weibo
Wallet. This has literally made her day. Li Min goes to sleep happy.

14.2 Weibo for Social Networking

As a social networking app, Weibo’s basic function is to display short posts
like Twitter. Posts can include text, pictures, articles, video via Miaopai,
live streams via Yizhibo and external links, etc. Users can follow others,
repost, comment and like posts. While updates and comments are public,
messages are private.

Friend Circle

Friend Circle (¥ A& ) is a group for users who follow each other who can
also add or delete members. If users post to Friend Circle, the tweet can
only be seen by members.

Live streaming

Weibolive streamingis supported by Yizhibo, aninteractive entertainment
app. Users can make and watch live streams and communicate with
others in real time. When watching live streams, audiences can grab red
packets, which are virtual red envelopes worth money, make comments
and send gifts to the broadcasters. Live streamers can add topics and their
location to find other broadcasters in the same city, which helps to build
a local e-community. Live streaming enhances the interactivity between
broadcasters and their followers.
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Weibo Showcase

Weibo Showcase is a product display platform for Weibo users. Users add
information, pictures and external e-commerce links - only available for
Taobao and Jumei - for the product. Customers can browse and buy it on
the e-commerce platform.

Weibo Wallet

Weibo Wallet is a payment function that was launched in 2012. All users
with a Weibo account have access to this function, and they can link
their Weibo Wallet with an Alipay account for top ups and withdrawals.
Meanwhile, users can also connect their Weibo Wallet with Taobao
accounts for payment.

The popularity of Weibo Wallet is much lower than It’s rival WeChat Pay
and it’s not a common option for B2C payments. It's mostly used for
purchasing Weibo VIP memberships. Other functions include money
transfers through red packets, mobile data top ups, utility bill payments
and charity donations.

Weibo Story

Weibo officially launched Weibo Story on April 19th, 2017. It’s like
Instagram Stories or Facebook Stories. Users can easily post a 15-second
short video or photo to quickly share moments from their day. When
they share multiple videos or photos, they appear together in a slideshow
format. It has additional features such as stickers, text effects, filters and
editing functions. The post can’t be reposted, downloaded or shared to
external platforms and disappears after 24 hours.

14.3 What is Weibo?

Officially launched in 2009, Sina Weibo* is the leading microblogging and
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social networking site in China and another must for marketers. Weibo's
Q32017 financial report states that it has about 376 million monthly active
users and over 165 million daily active users.

Weibo is an open platform for microblogging and social networking. It
was developed for users to follow celebrities and share user-generated
content (UGC). Weibo is the most dominant source of news and gossip
and people are there mainly to stay up to date, share and comment.

Weibo is often called the Chinese version of Twitter but it’s really more like
a combination of Twitter and Facebook with additional unique features.
Users can make their own posts and interact with other people’s posts by
liking, commenting and reposting. There used to be a word limit of 140
characters per post. In January, 2016, the limit was removed for original
posts but still applies to comments and re-posts. In every post, users can
insert various rich media such as images, videos, music, emoticons and
polls without needing plugins.

* Note: In this book, Weibo refers to Sina Weibo.

14.4 User demographics

Here are some key facts about Weibo users:

The majority of Weibo’s monthly active users are Gen Y and under 30.
They make up 80% of the total monthly active users. There are more male
users than female users, 56.3% to 43.7%, and among monthly active users,
half are from third and fourth tier cities. This resonates with Weibo’s goal
of becoming the national social platform in China. 92% of their monthly
active users access Weibo via its mobile app. They are most interested
in entertainment related topics, such as celebrities, comics, literature,
movies, dining out, sports etc. Each user on average follows around 200
official accounts and one new post appears in their stream every five
minutes. The majority of Weibo users are well-educated. 77.8% have a
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bachelor’s degree or above.

14.5 Development of Sina Weibo
The Weibo War

Back in 2010, there were multiple microblogging platforms in China
offered by Sina, Sohu, NetEase and Tencent. During that time, Sina Weibo
and Tencent Weibo were the two microblogging giants that dominated the
market from the start.

Sina was the first to introduce a microblogging service in China. With its
first-mover advantage, it was able to getlots of celebrities to open accounts
on the platform, enabling it to amass a considerable user base in just one
year.

Tencent opened its own microblogging site called Tencent Weibo a year
later, as a defense against Sina. It caught up quickly in the following years,
especially after users were able to log onto the service using their QQ and
WeChat accounts.

By 2012, Tencent Weibo had a user base of 540 million with 87 million
daily active users, surpassing Sina Weibo’s 503 million user base and 46.2
million active users.

Yet, Tencent in its 2012 annual report revealed that the growth of Weibo
users in China was decelerating. The major reasons includes the platform
failing to capture users’ interests in gossip as well as internal competition
with Qzone, in terms of traffic. In July 2014, Tencent announced that
it would discontinue Tencent Weibo, so that the group could allocate
resources to more important pillar products, namely WeChat.

The Death and Revival of Weibo

Sina Weibo has achieved explosive popularity in China since it was
launched. However, it began losing momentum in 2012, and discussions
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began about the death of Weibo. Social analysts have pointed out various
causes for their slowdown but the main reasons were the government’s
media crackdown and the rise of WeChat.

Since Xi Jinping took power in 2012, the government has increased its
control and censorship of mass media. Since Weibo is a platform for
people to publicize and express their opinions, interest and debate
around controversial events can spread quickly. The government has
introduced measures to tamp down online debate and increase control
of microblogging by requiring real-name registration and launching
anti-rumor campaigns. People were concerned about freedom of speech
online and started deserting Weibo.

On top of that, WeChat was launched in 2011 and expanded rapidly to
over 200 million users in 2 years. Many Weibo users began to spend more
time on WeChat in the years following its launch. WeChat has a more
closed setup and its messaging and social networking functions provided
another platform for people to connect and interact. Weibo experienced
a 40% decline in active users from Q2 to Q4 2012 and there was also a
significant drop of 56 million registered accounts in 2014.

But Weibo is much more today than what it was then. Sina took several
approaches to rebuild its user base. For example, it began to tap into
users in lower tier cities and younger age groups through its pre-installed
app starting in 2013. Weibo also initiated a campaign in 2014 to sponsor
bloggers to create content.

But more than this, the huge popularity of short videos and live streaming
have played a major role in Weibo's renaissance. Weibo partnered with
video sharing app Miaopaibackin 2013 and the live streaming app Yizhibo
in 2016. Users can now access them on Weibo. Many web celebrities have
relocated to Weibo because of this and their fans are following them to
the platform. Because of this, Morgan Stanley predicts that Weibo will see
monthly active users rise to 400 million by 2018.
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CHAPTER 15

Weibo's working model

eibo is a discussion platform to talk about the latest news, celebrity
Wgossip and personal interests and is one of the most popular
social media platforms in China. It has a simple working model with
entertainment at its heart.

Weibo's Working Model

Social

Microblogging
Celebrity Following
News & Hot Trends

Entertainment & warketing & Sales

CRM Posts
Mass Messaging EgTSpa\gns

Targeted Messaging Advertising
Weibo Windows
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15.1 How does Weibo work?

Social Networking

In 2009, before WeChat was launched, Weibo’s first batch of users
primarily updated their status and connected with friends on the platform.
Users became addicted and this phase lasted for some time. Then, more
and more celebrities and media outlets opened accounts and lots of
people started following these big names, boosting the platform.

After this phase users started to leverage Weibo for self-broadcasting.
They wrote posts or uploaded photos that they thought would reflect their
unique personality. They were willing to tag themselves as bloggers in
different domains and connect with people who had similar interests for
recognition and a sense of belonging.

The beautiful, professional, knowledgeable, odd and funny in this
crowded scene began to stand out and gradually, certain personalities
became well-known. Those with the foresight and ambition to use this
open platform to create or increase their own fame won in the end and
this expanded Weibo’s scope beyond being merely a social networking
site.

Marketing and Advertising

Because Weibo is an open, public platform, it's a brand favourite for
digital promotion. Once qualified brands and merchants register their
official account, they can launch all kinds of marketing campaigns as well
as paid advertising.

Topic hashtags, the search function and feed recommendations help
brands reach potential users with their campaign posts. It's much easier to
gain popularity and accumulate followers on Weibo than it is on WeChat.

In addition to campaigns and traditional advertising, brands use brand
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ambassadors and paid placements with Weibo personalities to gain
attention. These well-known influencers are referred to as KOLs in
China - Key Opinion Leaders. Formal agreements are entered into with
KOLs who are compensated monetarily. Unlike the West, it’s still not a
requirement on most platforms for the KOL to declare these arrangements
or to clearly label sponsored content. Many brands prefer this kind of
promotion as it’s less expensive, reaches a wider audience and generally
has a higher conversion rate.

Sales

To facilitate sales on the platform, they cooperate with Taobao and Tmall
to launch the Weibo Window function for direct sales. The driving force
behind the cooperation is that Alibaba Group, which owns Taobao and
Tmall, became a Weibo shareholder in April 2013. At that time, Alibaba
Group held an 18% stake in Weibo which rose to 31% by the end of March
2017.

With Weibo Window, both individual sellers on Taobao and brands that
have their official store on Tmall can import product links from the two
platforms and sell without switching between platforms.

The platform also has the Weibo Wallet function that allows users to sell
directly on Weibo. They can also manage all their items and purchasing
orders on Weibo and link their Alipay account to top up their mobile
phone data, pay utility bills, send red packets, purchase directly on the
platform, etc. However, its popularity is far lower than WeChat Wallet.

CRM

Weibo can also be used for customer relationship management (CRM).
The platform provides basic customer service functions like mass
messaging and custom menu bars in the private message dialog box.
Users can also get information by sending direct messages to a brand’s
account or by using the keyword auto-reply function in the menu bar.
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It’s important to use these standard features to keep a communication
channel open with customers.

15.2 The Heart of Weibo: Entertainment
China’s Online Hotspot

Weibo is an information-driven platform. Information on Weibo spreads
quickly, efficiently and widely. Users get the latest news and information
here, and then voice their own opinions and start discussions with other
netizens. They talk about celebrity gossip, movies and TV dramas, current
events and other personal interests.

Sometimes heated discussions over an incident become hot topics on
Weibo. To earn additional exposure, brands often integrate positive or
funny trending issues in their copywriting.

Weibo users now prefer multimedia content. Short videos have become
the most popular content type on Weibo. Weibo Story, which posts
15-second short videos or photos in a slideshow format, has seen
remarkable growth in active users. Users also like to watch all kinds of live
streaming on Weibo, like brand special events, celebrity interviews and
Wanghong broadcasts.

The heart of Weibo is entertainment. Most users come to Weibo for
funny, interesting multimedia content. This makes it a great platform
for brands to show their unique personality and win loyal followers.
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CHAPTER 16

How to Market on Weibo

ith such a vast audience and high penetration, Weibo is one of the

most effective marketing channels for businesses to engage with
potential customers in China. However, building a quality Weibo account
is definitely not an easy task. It requires a lot of time, effort and, more
importantly, good marketing strategies.

16.1 Weibo Accounts

To start marketing, you need a Weibo account. There are 2 types of regular
accounts on Weibo - personal and corporate. A personal account is for
individual users while the corporate account is for corporates, media, and
organizations. There is no registration fee for setting up these two types of
regular accounts.

Once you have a regular corporate account, take the necessary steps
to get it verified. Verified accounts, indicated by an orange or blue V',
have extra marketing features and privileges and clearly indicate that
they’re legitimate to the audience. Personal and corporate accounts have

different verification procedures.
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Personal Accounts

Verifying a personal account for someone in mainland China is relatively
simple. You need a local mobile phone number to connect to the account
and a profile photo of your face. Only relatively active accounts with more
than 100 followers that follow more than 30 accounts can be verified.
You're also required to have at least 2 friends with verified personal
accounts.

If you're not in China and you’d like to have a verified personal account,
you need to provide more documentation, including copies of your proof
of employment, a business card, proof of identity, such as your passport
or driver's license, and certification in any industry relevant to your
account.

Corporate Accounts

To verify the corporate account of a China registered company, you need
to submit your Chinese business license, an application letter and the
contact details of the account administrator. You will also need to pay a
certification fee of 300 RMB.

However, if your company is outside China, you'll need to submit your
company registration documents with a certified Chinese translation,
an application letter, a third-party authorization letter, the account
administrator’s contact details and a verification fee of 1,000 USD.

For overseas account verification, you can either submit the documents by
yourself or you can hire an agency to prepare all the necessary documents.

Once the account is verified, an orange V' is displayed next to the profile
picture for verified personal accounts and a blue ‘V’ is shown on verified
corporate accounts. Both types of verified accounts have access to the
Activity Center to launch campaigns. Verified corporate accounts can
also pin posts, change their cover image and add up to 5 images in the

WEIBO: CHINA'S ONLINE HOTSPOT 135

slideshow region.

With a verified official account, you can then kickstart your marketing
activities on Weibo.

16.2 Posting frequency

Weibo is a content-heavy platform that is designed to expedite the spread
of information. Every day, there are about 100 million messages posted
on Weibo. With such intense competition, posting frequency is very
important. To get your followers’ attention and let them remember you,
you have to post more and need to post on a regular schedule in order to
keep the account consistent.

It's common for official accounts to publish at least one post per day.
Some larger brands, especially those in retail and FMCG, usually have a
higher posting frequency of 3-5 posts per day. Some Weibo bloggers even
broadcast to their audience every few hours. If you have just set up a new
Weibo account, two or three posts per day is highly recommended to
accumulate some initial content for visitors.

16.3 Content types

International brands often make their accounts look very much like a
commercial by constantly posting beautiful pictures of their products.
However, Weibo is where people look for entertainment and engagement.
To keep followers engaged, content needs to be diversified with a mix
of informing, interacting, entertaining and promoting. It also needs to
show an understanding of current styles and trending topics. Positioning
should transmit meaningful values and knowledge to the readers.

When you're working out your content plan, here are some content
categories that are recommended.
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Practical Tips

Practical tips are a popular type of content on Weibo and they usually
have high engagement and tend to be shared more often. You can create
informative posts that educate the consumer on specific topics that are
related to your industry. Sometimes, you can also give instructions on
how to make the best use of your products for soft promotion.

Hot Topics

Hot topics can be related to anything - a recent film or TV series,
celebrities, books, catchwords, special occasions and more. Recent
hot topics and hashtags can be easily found on the Weibo search page.
However, these issues change rapidly from hour to hour so you need to
stay tuned. Whenever you spot a popular subject related to your product
or industry that’s being heavily discussed on Weibo, seize the opportunity
and create a post about it right away.

Funny Posts

Adding humor to your posts is a great way to catch the audience’s
attention. A witty post with a joke or a funny meme appeals to your
audience’s positive emotions and helps them to remember you.
Sometimes you can also poke fun at yourself by doing a parody of your
company or your industry. This approach might be less effective for highly
regulated industries, such as healthcare and finance.

Interactive Posts

Pairing social media with interactive content is a great way to driving
engagement and trigger discussion. You can interact with your followers
by asking questions, inviting them to participate in discussions or polls,
collecting their opinions on a specific topic, etc. However, this kind of
interactive content should be posted only after the account has a following
or there won't be much interaction.
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Brand-Related

You can talk about your brand, team, achievements and, most
importantly, your products and their unique features. You can also
update your followers on recent product developments or events. Sharing
user reviews, media coverage or news features is a great way to showcase
credibility.

Sales

Showcasing products is a great way to increase visibility and sales
conversions. Whenever there’s a special offer, make an announcement
on Weibo to notify your followers. When there’s a new product launch,
you can show sneak peeks to build anticipation. Meanwhile, you can give
away some exclusive trial products to your followers to collect feedback
and generate buzz and excitement about the launch.

Tips

¢ Topical and funny posts can be very successful when they're
closely related to a trending topic, your brand and/or your target
consumers.

e Content types can be mixed wisely to achieve the synergy. For
example, sales promotion posts must be fun or interactive to engage
followers.

e Ask your staff to share on Weibo. It's common for employees to
promote their company's products.

e Post frequency for established brands is about 3-8 times a day,
especially in retail.

¢ You need to use videos and GIFs and should try to live stream
about once a week.
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16.4 Making posts pop with visuals

Visuals are crucial to catch a reader’s attention. Whenever possible, add
rich media such as images, videos and emoticons to your posts.

Images

A Weibo post can accommodate up to 9 pictures. If you have enough
visual material or an in-house designer, try to use 9 pictures at once.
They'll be displayed in a nice 3x3 grid and create an eye-catching effect.
A combination of 3,4, or 6 images also display nicely on both desktop and
mobile interfaces.

GIFs

GIFs are animated images that are popular on social media as they offer
a clear, wordless and often funny way to express a reaction, tell a story
or communicate a joke. GIFs can also be used effectively for product
introductions. Rather than overwhelming readers with text, you can
describe your product’s features and demonstrate them with a collection
of GIFs.

Biaoqing

Biaoging, is a meme type common on the internet in China that combines
an image and a catchphrase. The images are usually a photoshopped
blend of photos and crude illustrations. Most of them are just for fun,
while some have a deeper meaning to them. If you want to localize your
messages, you can incorporate biaoqing into posts but it's important to
understand the meaning of these memes before trying to use them.

Videos

Videos can be uploaded to Weibo directly or reposted from other websites
and apps. Weibo supports major video formats and allows URLs from
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many other video sites including Sina Broadcast, Youku, Tudou, Kus,
Sohu, 56, Qiyi, Pheonix, Yinyuetai and LeTV.

Tip

e Use Weibo's catchy emojis, do live streaming at least once a week,
and use GIFs to make your posts stand out.

16.5 Other features that can make content
stand out

Long Articles

Sometimes you may need create an in-depth post to share information,
in this case you can use the “long article” function. It has a similar layout
to a WeChat or LinkedIn article. Aside from core text, you can also insert
images, video and music to make the article more informative and
engaging.

These articles include a ‘Tipping’ feature. Before you push a long article,
you can choose to put it on or off. If it's on, other readers can tip you if
they like your article.

Hashtags

With hashtags, users can easily track a topic on Weibo and monitor
discussions related to it. The platform uses a double hashtag format so
they look like #this# or #3X“™# instead of #this or #3X ™.

When you click a hashtag, it takes you to a page of statistics that shows
the number of views, shares and followers for it. You can also views all
the posts with the same hashtag and can easily tell whether a hashtag is
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popular or not. Picking a relevant hot topic and engaging in the discussion
is a great way to drive engagement and build account followership.

There’s another unique function referred to as “owning a hashtag”. You
can apply to become the “topic host” of a specific hashtag. If you're the
topic host, you can edit the hashtag landing page and invite relevant
accounts to join the community. You can also monitor the flow of content
and pin posts. It's a good way to promote your account and content,
especially if the topic is popular. However, the topic host is required to
stay active and make more than one post per week. If not, they will no
longer be the host and other accounts can apply to host it.

16.6 Weibo Campaigns

Launching campaigns is an important part of Weibo marketing. Not only
can they bring you new followers but also keep your existing followers
engaged. In general, Weibo users love participating in all sorts of
campaigns for fun and to win prizes.

There are two major types of campaign on Weibo; system campaigns and
creative campaigns:

e System campaigns have basic formats and rules defined by Weibo
and they can only be launched by verified corporate accounts.

o Creative campaigns are created and customized according to the
organizer’s needs and goals. They can be launched by all accounts.

Launching a Weibo campaign is free so you only need to allocate budget
for prizes and promotion.

System Campaigns

To launch a system campaign, go the Activity Center GEZIHL)) in the
Management Center (BIEH()) to set up and submit the campaign
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details. Once the campaign is approved, it will be launched on the
scheduled day. There are 6 default types of system campaigns that Weibo
offers:

Repost Campaign (B 32¥ %)

This requires users to repost a designated post. As the organizer, you can
also decide if users need to follow your account or tag friends in the repost
message. At the end of the campaign, winners are randomly picked by the
system.

Content Collection Campaign (5 3R1E£E)

This encourages users to contribute original content related to a certain
topic. The format includes reviews, pictures, videos or slogans. At the end
of the campaign, you can pick the winners based on the quality of content.

Pre-ordering Campaign (Fi£9M93E)

This allows users to pre-order products before they're launched. At the
end of the campaign, only people who have participated can purchase the
product. These are a good way to draw attention and create buzz before an
official release. It seems that purchase links must be to Alibaba properties
or they will be difficult to post.

Free Trial Campaign (52253 F)

This allows you to distribute product samples to your target audience
when you launch a new product. To get the samples, users give reasons
why they should be selected. At the end of the campaign, you can pick the
winners based on the quality of their content. At the same time, you can
collect valuable market feedback on the product.
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Lucky Roulette Campaign (EiEi%£3)

This allows users to spin a roulette wheel for a chance to win a prize
immediately. You can offer a wide range of prizes in this campaign.

A Flash Sales Campaign (PREZ#8)

This is similar to a Lucky Roulette Campaign but it's more suitable for
e-commerce and 020 businesses. In a Flash Sales Campaign, users can
win gifts or get special discounts for promoted products for a limited time.

Creative Campaigns

Compared to system campaigns, creative campaigns allow more room
to design the format and rules. A creative campaign is usually created as
a post that clearly states the participation procedures, prizes, campaign
period, number of winners and other terms and conditions.

At the end of the campaign, you can either handpick the winners by
yourself, or use a third-party application called B &IHMETE to
select winners who followed the campaign rules. By using this add-on,
the winners will be notified automatically by private message to submit
their contact details so you can send them prizes and build your customer
database.

Tips
e Eye-catching visual designs, attractive incentives and easy, fun

participation formats are the best ingredients for a successful Weibo
campaign.

16.7 Weibo KOLs

Similar to WeChat, engaging KOLs is one of the most effective ways to
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promote your account and business. KOLs appear to have a stronger
influence in China than they do in the West. They don't just spread
information. They also promote attitudes and approaches that affect
the buying decisions of their followers. In general, Chinese people trust
the information they receive from KOLs more than ads or other kinds of
media. By leveraging their large base of online followers, you can easily
spread your message and market your product or service.

Types of of KOLs on Weibo
There are five key types of Weibo KOLs:

Celebrities - This includes famous actors, singers and TV personalities.
The cost for one Weibo post from celebrities like Xue Zhigian can be over
one million RMB, according to websites like MiHui.com and agencies like
Louis Communication and Gushan Culture (LL31E).

Wanghong or “web celebrities” - These are the Kendall Jenners of China.
They include people like Zhang Dayi and comedic blogger Papi Jiang.
The cost for wanghong is generally 20% to 40% lower than mainstream
celebrities.

Bloggers - These popular writers build a community around their skill
or expertise. They often write product reviews based on their personal
experience. A Weibo post from an influential blogger will cost you
between 100,000 and 300,000 RMB.

WeMedia - These are smaller media companies, often run by former or
current journalists. They often appear to be a single individual yet there
may be multiple people writing on a niche topic. The cost for a “WeMedia”
Weibo post ranges widely from 1,500 to 60,000 RMB.

Industry-specific KOLs - This includes people like Wang Tao, a rally car
driver and editor of AutoHome. These industry experts generally cost
between 1,000 to 10,000 RMB per Weibo post.
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Price & Payment

Weibo KOLs in general are cheaper than WeChat KOLs. Micro-KOLs
on Weibo usually charge between 1,000 to 5,000 RMB (158 to 790 USD)
per post. Mid-tier KOLs are likely to ask for a price ranging from 5,000 to
50,000 RMB (790 to 7,900 USD). The most popular KOLs on Weibo charge
much higher, from 50,000 to 300,000 RMB (7,900 to 47,000 USD) per post
and up.

Similar to KOLs on WeChat, Weibo KOLs usually take payment through
Alipay and require 100% prepayment.

66

On Weibo, micro-KOLs typically have less than 100,000
followers, mid-tier KOLs average around 500,000
followers and top-tier KOLs have over 1 million
followers.”

—Kim Leitzes, Founder and CEO of PARKLU

Finding KOLs on Weibo

Apart from KOL search engines and KOL agencies, Weibo has a native
search engine where users can find KOLs based on keywords, categories
and locations.

In addition, Weibo also provides an official platform called “Wei Task”
to help users to find, select and engage KOLs in content promotion. On
Wei Task, you can find and select registered Weibo bloggers to repost
any commercial content. Before you find the KOLs you need to submit a
simple plan indicating the price, content and posting time. If the blogger
accepts the terms, he or she will promote the content based on your
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agreed schedule and get paid by the system once the task is completed.

“Wei Task” is a convenient gateway to KOL promotion. Since it's managed
by Weibo, you can make sure all the content published is moderated to
meet Weibo’s regulations. However, due to automation, the platform
does not advise you on which blogger is most suitable for your specific
promotion. At times it may recommend ineffective or irrelevant bloggers.

Auditing a KOL

After you have identified matching KOLs, you are advised to audit their
profile before they commence the work.

A good KOL posts with a consistent tone and approach on a regular basis.
You can check the comments and repost messages and the comments on
previous promotion posts. They should be relevant to the original post. If
the content is irrelevant, random or repetitive, there’s a high possibility
that the KOL has bought some fake interactions.

When you reach out to KOLs, ask them to give you a few examples of
previous cooperations with other brands and the corresponding statistics.
Be aware that no KOL commits to KPIs. If you have strict KPI expectations,
please communicate and agree on this with the blogger before paying for
a promotion.

Working with KOLs on Weibo

After selecting the right KOLs for your business, there are several ways to
cooperate with them including:

Sponsored posts - These are like traditional paid media ads, except the
content is created by the KOL and written in their voice. All you have to
do is provide the KOL with a content outline and other material related to
your product, services or campaign. It currently seems that any links to
e-commerce sites other than Alibaba properties are difficult to post.
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Product reviews - These are best if your KOL is an expert in a certain field.

Campaign launches - The most common type of campaigns for KOL
cooperation are giveaway campaigns. They usually require users to follow
the account, forward a designated post and/or mention several friends at
the same time to win gifts.

Social selling - This is getting more popular among Chinese KOLs. New
rules on Weibo require e-commerce links to Alibaba properties only and
penalize posts that mention firms specializing in sales, marketing or
advertising. Instead of receiving a fixed payment per post, KOLs are paid
on a commission basis. That means the more clicks or sales they are able
to help generate, the higher their commission.

Live streaming - These feature the KOL interacting with your brand or
your product and can include links to enable viewers to purchase the item
or get a discount.

In general, the KOLs will share a link to your website or product page when
they are paid on a commission basis based on the number of clicks. It's a
more direct way to increase revenue for brands compared to soft selling.

Tips

e The success of a Weibo KOL promotion can’t be defined by any
one variable or metric but it's common to use KPIs such as post
views, reposts, comments, likes and follower growth to evaluate a
KOL promotion.

e Use a mix of big and small KOLs.

e Do regular promotions with selected KOLs.
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16.8 Weibo Advertising

Due to the increasing popularity of Weibo, advertisers are flocking to this
platform for online brand advertising. Indeed, advertising on Weibo has
always been the major revenue source for Sina. Their Q3 2017 financial
results stated that advertising revenues increased 56% year over year to
$364 million.

Compared to WeChat, Weibo offers more diverse and targeted advertising
options for brands to increase exposure and reach out to focused market
demographics. The four major advertising options are Display Ads, Weibo
Search Engine Promotion, Fan Headlines and Fan Tunnel. It's important
for brands to tailor a strategy for each type. A combined approach often
works best.

1. Display Ads, also known as banner ads, are featured on the Weibo
home page, on the search page of the “Discover” section, and on the
side of users’ news feeds.

Advertisers can choose various ad sizes and placements across the
web and mobile versions. You can select keywords to control their
visibility based on user searches and have them displayed on relevant
accounts. All these parameters determine the final costs.
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When users click the display ad, they will be directed to the

advertiser’s landing page so they're effective for driving traffic to an
external link. They are usually for promoting events, sales or other

campaigns.

Fan Headlines are most useful
for boosting your posts to existing
followers to increase exposure and
enhance engagement. Boosted
posts appear once at the top of their
newsfeed if they refresh the page
in the next 24 hours. The boosted
post features a “promoted” tag but
otherwise, has the same format
as regular posts. The price for
each promotion depends on the
number of current followers - the
more followers you have, the more
expensive it is.
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3. Fan Tunnel is a more targeted way for

you to reach out to your target audience
and collect followers. It offers more
targeting options for you to to promote
your posts or your Weibo account.
You can define the target audience by
specifying age, gender, region, interests
and even device types. At the same
time, you can also target followers of
other accounts with similar niches.
Costs for Fan Tunnel promotions are
typically calculated in CPM and pricing
starts from 5 RMB per 1,000 exposures.

Hot~
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CHAPTER 17

How to Start Selling
on Weiho

If you would like to sell your products on Weibo, one of the easiest ways
is to insert a purchase link in your promotional post. This is this is the
most widespread form of social media monetization in China.

Given that Alibaba owns a 31.5% stake in Weibo and it seems to have
introduced a process to block links to sites that are not Alibaba properties,
you'll need to set up an outlet on Tmall, Taobao, Alibaba or AliExpress
before starting this phase.

Early in 2015, Weibo, in cooperation with two mainstream e-commerce
platforms, Taobao and Jumei, launched shopping integration feature
Weibo Window (f§{{##&%). In 2016, the total number of Weibo Window
users exceeded 1.3 million and its daily exposures reached 180 million.

17.1 Weibo Window

Weibo Window is an e-commerce function which allows users to set up a
mini-store on their Weibo accounts. These shops are completely native to
Weibo and they deep link to other Alibaba marketplaces.
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Weibo Window is open to all users. In the user’s Management Center,
there is a tab labelled ‘Weibo Window’, where you can add products for
sale. When you upload the product details, you need to input the purchase
links to Taobao, Tmall and Jumei to finish this part of the process. You can
further edit the information before publishing.

Once this is published, a new ‘Weibo Window’ section will be added to
your page below your name card. Other users can check out your product
list, read product reviews and make purchases.

17.2 Weibo Window Product Cards

Apart from adding products to Weibo Window, you can also create
promotional posts with the product card feature. If you are using the
desktop version, you just need to insert the URL of the product from Weibo
Window and the post will showcase the product card automatically. If you
are using the mobile application, you need to create the post by selecting
the “Product” option. You can select any product in the Weibo Window
section and create a post to promote it.

The promoted post appears similar to a regular one, but with a product
card below it. The product card includes the product image, description
and price. Users can click it for more details and to purchase it.

Meanwhile, you can also insert product cards into long articles. A long
article that introduces your product with a featured product card can be
great soft promotion. For each article, you can add up to 20 product cards.

Here are some recommendations when you create a post featuring
product cards:

1. Addpersonalized images or videos in your promotional post to attract
attention.
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2. Don't forget to attach the hashtag #WeiboWindow# or other hot
hashtags to increase exposure and make your post more searchable
on Weibo.

3. Launch giveaway campaigns to stimulate interactions and boost
sharing.

4. Encourage your customers to share their purchases on Weibo to
increase exposure and word-of-mouth.
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CHAPTER 18

How to Do Your
CRM with Weibo

18.1 Interacting with Followers

s Weibo is an open platform for sharing and discussion, it's important

for brands to communicate and interact with followers proactively
and in a personalized way. Good interactions can help to increase
your follower loyalty, boost shares and conversions, create a positive
image and lead to greater exposure. Below are some good practices for
communicating and interacting with followers on Weibo.

Welcome Message

If your Weibo account is verified, it automatically sends out a welcome
message to users once they follow the account. The default message is in
Chinese and can be translated to “Thank you for following our account,”
but brands can pay 5,000 RMB to customize this auto-message. A
customized welcome message should include a company introduction,
detail what users can expect from the account and have a call to action.
If you have a presence on other social media, don't forget to share those
links and cross-promote.
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Replying to Messages and Comments

In China, social media like Weibo plays an important role in customer
service, as Chinese consumers often find it more convenient to
communicate with brands via social media. If you receive any private
messages, respond promptly to show that you care. If you don't have a
dedicated person to monitor enquiries, set up an auto-reply to direct
them to other communication channels.

To build a closer relationship with your followers, be friendly, personable
and reply to as many comments as possible. If you receive a positive
review or recommendation, make sure you show appreciation. When you
receive negative comments or complaints, address the problem clearly
and apologize when necessary. Be genuine and sincere when dealing
with any issues. For bigger issues, assign your customer support team to
contact the user to discuss the problem.

Reposting Fan Mentions

When users mention and tag your brand on Weibo, you will receive a
system notification. Repost positive mentions on your page to promote
relevant conversations and build your brand reputation.

Interacting with Related Weibo Accounts

There are lots of official accounts on Weibo, and you can easily find other
accounts in the same industry or with similar niches. Follow related
accounts to declare your presence and build relationships with them.
You can also engage with other industry players on Weibo and comment
on their posts. This helps to assert your expertise and get exposure to
potential followers.
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18.2 Managing a Crisis

You may receive complaints and negative comments on Weibo. No
celebrity or brand is immune. When a crisis happens, address the issue
quickly in a professional manner. Try not to dwell on these situations too
much, remain positive and remember that bad media is often better than
no media.

Tips for Weibo crisis management:

o Ifyou have the resources, assign a full-time staff member or hire an
agency to constantly monitor your Weibo account. The team can then
respond to any crisis quickly.

o Don’t delete any negative comments, unless you're sure that they’re
spam. Empathize with the customer, be clear on how you plan to
resolve the issue and apologize for any inconvenience caused. This
will help rebuild loyalty and trust.

e Release an official statement on Weibo after the crisis has occurred.
Also publish the statement on the company’s website and other social
media so everyone is aware.

e After the crisis, thank users for their patience and support with
another official statement. Tell users what you have learned from
the crisis and what measures you have taken to prevent the same
situation from happening again in the future. The ultimate goal is to
make your customers to feel confident in your brand.
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18.3 Fake Accounts / Zombie fans

Bots and fakes are flourishing on social media everywhere. Weibo is no
exception.

Zombie followers

Fake accounts, so-called zombie followers, refer to accounts that aren’t
managed by real users. However, they aren’t completely ‘dead’ as they
can still follow others and even comment and repost. Some brands and
bloggers buy these zombie bot followers to boost their “fan” base and
make their account seem more relevant.

Zombie followers can be generated using software or bought online. On
Taobao, the Chinese version of eBay, you can find numerous providers
selling zombie followers, for as little as 1 dollar for more than 1,000
followers. Fake followers come in various qualities. For the high quality
ones, users can even define parameters such as geographic location and
gender, in order to make them look more ‘real’.

Fake interactions

In addition, fake interactions, such as likes, reposts, and comments can
also be bought. Some accounts buy them in order to fabricate interactions,
so they look popular with a higher engagement rate. And more often, they
are bought to meet marketing KPIs.

In China, the term for them is “Wangluo Shuijun”, which can be
translated as “Internet Water Army”. They are internet ghostwriters paid
to post comments with particular content. Their main purpose is media
manipulation. For example, Chinese companies employ them to post on
social media to influence public opinion.
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Spotting a fake account or interaction

There is no universal indicator for identifying a fake account, but usually
zombie followers share these similarities:

e Account name: Fake followers usually have names made up of
random numbers and English letters.

o Profile picture: Many fake accounts use low-resolution images as
their profile picture or leave their profile picture blank.

e Weibo posts: It's obvious that a follower is fake if you check the first
few posts of the account and the content is random and meaningless.

To judge whether the interactions of a particular post are real or not, you
can click the “Repost” or “Comment” button to see the content in detail.
Usually fake comments have a similar sentence structure and most of
them have no relation to the original post.

Threats

Buyingzombie followers or fake interactions do not bring actual marketing
value and are a waste of resources. On one hand, Weibo conducts cleanup
campaigns on inactive accounts on a regular basis, in order to provide a
clean online environment and offer amore accurate assessment of brands’
Weibo popularity. Accounts that buy zombie followers have a sudden,
significant drop in followers and, in the worst cases, these accounts are
deactivated by Weibo.

Buying zombie followers and fake interactions can also ruin a brand’s
reputation and credibility. People can spot fake accounts and interactions
and many of them are turned off by these tactics. If they find accounts
doing these things, they aren’t motivated to follow or engage with them.

Beaware thatthere are plenty of zombie followers lurking on Weibo. Paying
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for fake followers is against Weibo’s regulations but when promoting with
KOLs, understand that they may have purchased fake interactions, such
as likes and comments.
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CHAPTER 19

Your Next Steps on Weibo

art I1I, is about Weibo, its different features and how it’s being used.

Weibo is a good choice for marketing and advertising primarily
because of its open and public nature. Different types of Weibo ads and its
search engine both ensure a higher exposure for brands than on WeChat.
In this sense, Weibo is an ideal platform for them to establish a good brand
image, grow initial followers and develop new relationships.

Meanwhile, Weibo is a place where netizens gather for the latest news
and discussions about trending topics, celebrity gossip and personal
interests. As a result, information on Weibo changes fast and can spread
exponentially. The upside is that it provides opportunities for brands to
do hot topic marketing and gain more exposure. The downside is that
negative news also spreads quickly when a PR crisis hits. In this sense,
Weibo can be a useful social listening tool as well.

In Part I, three categories of brands were discussed based on their China
market entry mode. They were international brands already in China,
brands doing cross-border e-commerce and overseas brands serving
Chinese visitors. In this chapter, we'll see how these three types of brands
should use Weibo and the most relevant tools or functions for each type
of brand.
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1. International Brands Already in China

This term refers to brands that have already set up a legal entity in
China. They have online stores, brick-and-mortar stores or both in
mainland China. They employ local staff and are well-adapted to the
local e-commerce ecosystem. These brands are already known to some
Chinese consumers.

An Official Account and Weibo Wall

These brands usually have an official Weibo account and an official
WeChat account. They manage both accounts at the same time as part of
a combined social media marketing strategy. This ensures consistency of
content on both platforms and drives followers to different platforms to
enlarge their influence.

Regular content posting is essential to keep the audience updated and
engaged. On Weibo, posts are much shorter and the content is much
simpler, but finding a suitable language style, publishing diversified
content and maintaining a regular posting schedule are still important.
In time, they build a Weibo Wall filled with informative, diversified
multimedia content.

Meanwhile, with an official account, brands can launch different kinds
of marketing campaigns. It's an effective way to earn exposure, grow
followers and increase their interaction rate on the platform.

Weibo Customer Service

Weibo is not really designed for customer relationship management
(CRM), but the mass messaging function and the custom menu bar in
the private message dialog box still play an important role in customer
service.

When users have pre-sales or after-sales questions, they can quickly find
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information using the keyword auto-reply function in the menu bar.
It’s also good for brands to get first-hand feedback from users on their
products and improve their performance.

Weibo Window

Weibo cooperates with Taobao and Tmall to conduct sales on the platform
through Weibo Window. Both individual sellers on Taobao and brands
that have official stores on Tmall can import product links from the two
platforms and sell directly on Weibo. They can also manage all the items
and purchasing orders on Weibo without leaving the platform.

2. Brands Doing Cross-Border E-Commerce

These brands offer their products via international retailers or
suppliers. Even without an official legal entity in China, they can have
a Weibo account. It's common for them to engage KOLs for their initial
promotions.

KOL Weibo Posts

To let consumers know about a new product, it's common to partner with
Weibo KOLs to contribute to a comprehensive brand introduction. There
can be product reviews, product recommendations, comprehensive
Weibo articles or several posts for different products, with links to Alibaba
group sales platforms where the brand has already set up their official
flagship store.

KOLs and Weibo Window

Another type of KOL cooperation involves offering specific products
for sale on the KOL’s Taobao store. As some KOLs are individual sellers
themselves, their Taobao store offer a number of overseas products for
sale. With Weibo Window, they can import product links for direct sale.
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Official Account and Weibo Wall

When these brands have accumulated some customers, they often open
an official account and start posting regular content for further promotion.
If they want to raise awareness, they need to do this.

3. Overseas Brands Serving Chinese Visitors

These brands are physically located outside of China. Their goal is not to
sell their products to consumers living in China. Instead, their objective is
to attract Chinese visitors to enjoy and pay for their services. They can be
brands in the hospitality industry like restaurants and hotels, or schools
that want to attract international students from China.

They're likely unknown to most Chinese consumers and their biggest
challenge is standing out from the crowd and getting noticed by outbound
visitors.

Official Account and User-Generated Content Campaigns

Having an official account is often necessary. With an official account,
it's much easier to launch UGC (user-generated content) collection
campaigns. Overseas brands can encourage their Chinese customers
to write short reviews or upload beautiful pictures on Weibo while
mentioning the brand’s official account or adding specific hashtags.

Weibo Advertising

Weibo offers a variety of advertising options, including banner ads, search
engine promotion, Fan Tunnel ads, landing page ads, etc. Due to Weibo’s
open and public nature, ads also appear in potential followers’ feeds and
usually promise wide exposure.

Weibo ads usually drive users to a specific landing page such as a
campaign page, an e-commerce site or a Weibo account so it’s best to
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launch a campaign at the same time. Offering discounts or coupons are
great ways to attract more users.

Live Streaming

Weibo has partnered with Yizhibo so users can live stream themselves
or watch other live streams directly on Weibo. Live streaming offers
the chance to show users a vivid, entertaining demonstration of your
products and get them interested.

Overseas brands can invite Chinese KOLs for a free visit. They can host
live streams to introduce their brand and showcase their services and
facilities. They can also do lucky draw campaigns with special offers from
the brand as prizes.
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PART IV

The Future;
Get Ready for
New Retalil
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CHAPTER 20

New Retail and the Future
of Commerce in China

etail sales are a lynchpin in China’s economic growth strategy. In
R order to boost consumption and improve the overall economy, both
the government and large tech giants are doing their duty. In 2016, Alibaba
introduced its ‘New Retail strategy, which many believe will rewrite the
future of retail in China and beyond. But it's not only Alibaba. Tencent, JD
and others are also shaping the commercial experience in China. This is
leading to rapid change as well as growing rivalry.

The core rivalry in China’s digital space is between Alibaba and Tencent.
Retail and payment systems are at the heart of their competition.

20.1 Alibaba Group

Founded in 1999 by Jack Ma, Alibaba is a global tech giant operating
the largest online and mobile marketplaces in the world. Its ecosystem
comprises e-commerce, digital media, local services, logistics, payments,
digital marketing and cloud computing. Their mission is to make it easy to
do business anywhere and their goal is to build the future infrastructure
of commerce.
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China is going to be the world’s largest consumption
market and that engine is going to drive the world
economy. If you miss China, you miss the future.”

—Jack Ma, Founder of Alibaba Group

Alibaba first started as an e-commerce business connecting buyers
and sellers, benefiting from China’s growing Internet population and
underdeveloped brick-and-mortar businesses. Now, Alibaba is the
largest online retailer in the world. In the fiscal year 2017, Alibaba’s gross
merchandise volume (GMV) reached $547 million and its Singles’ Day
sales are bigger than Black Friday and Cyber Monday combined.

New Retail

At Alibaba’s 2016 Computing Conference, Jack Ma focused his speech
on five areas that are being transformed by technology that will have a
profound impact on the future. The list included new manufacturing (¥
#1#&), new finance (¥15&ft), new technology (#1#K) and new energy
(#rBEJR) with newretail (FTZ %) at the center.

New retail is Alibaba’s strategy to redefine commerce by enabling
seamless engagement between the online and offline worlds. It’s not
about converting online users into offline customers or vice versa. It's
about building a retail ecosystem that blends online and offline channels
in a unified way that features the consumer at the center, often in new
and unexpected ways. With new retail, Alibaba aims to use their data and
technology capabilities to digitally transform offline retail in China, which
accounts for 82% of total retail volume.

The concept of a uni-channel is central to this strategy. In the past, uni-
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channel referred to companies that offered products only through one
outlet, usually a brick-and-mortar store, that had limited advertising
options - radio, TV, newspaper, etc. More recently, multi-channel and
omni-channel marketing have made use of both online and offline
marketing opportunities. The goal was to be ever-present in major online
and offline channels to increase the likelihood of customer interaction.
Many brands give a customer diverse and inconsistent experiences
across those channels while a few put the customer at the center of these
interactions and create a uniform experience.

A uni-channel, as Alibaba envisions it, refers not to a single channel
but to a unified channel that puts the customer at the center. It merges
online and offline offerings and makes all of them accessible to the
customer in a seamless manner. This includes online platforms, brick-
and-mortar stores, supply chains, financing options and more. It also
means a presence online that mixes traditional online retail, social media
and advertising in integrated and surprising ways rather than as a cool
gimmick. It blurs the line between online and offline and redefines the
role of one’s online presence.

For merchants, this helps them to digitize and transform every aspect of
the retail value chain from merchandising to logistics without needing
in-depth tech knowledge and expertise themselves. It empowers them
to stay relevant in the digital economy and provides innovative brand-
building and sales boosting opportunities.

For consumers, they receive personalized feeds that closely match their
purchasing preferences. not only based on previous purchases, but also
ads clicked, terms searched, links shared with friends, physical stores
visited, merchandise browsed, TV shows watched and more. The new
retail model also aims for in-store quality customer service in the virtual
world. Customers can ‘try on’ their desired items in virtual dressing
rooms and get product recommendations directly from brands or popular
influencers.
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Alibaba used the occasion of the 2017 Double 11 Shopping Festival - which
itself has transformed retail by being 18 times bigger than Amazon Prime
Day and 2.5 times bigger than Black Friday and Cyber Monday combined
- to showcase their vision.

Over 1,000 brands converted more than 100,000 physical locations into
smart stores, allowing merchants to leverage data insights to deliver a
more tailored shopping experience. Meanwhile, 60 pop-up stores were
opened in 52 malls in collaboration with more than 100 brands from home
and abroad, which curated consumer experiences specific to the brands
and products. International brands like Gap, Bose and Casio, took part.

66

We believe online and offline should work together with
the data, with customer experience.”

—Jack Ma, Founder of Alibaba Group

Based on experiences in these stores, this is what the future of retail looks
like.

1 Smart Stores KIHES Z1RIANE

New retail stores can curate consumer experiences specific to brands and
products. The major features of these stores include:

® A connection to an online payment system is established to enter the
store. In Alibaba’s case, financial services of affiliated companies,
such as Ant Financial’s Alipay, must be scanned to enter their smart
stores and their Hema supermarkets.

®  Price tags are electronic and prices vary in real time based on certain
factors.
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® Facial recognition technology is used to track customers. Discounts
are offered on items they smile at or that they have searched for on-
line.

® Items can be purchased for later delivery. Home delivery details don’t
need to be given as the system already has the purchaser’s home ad-
dress on record. Delivery in major cities in China is already very fast
taking from 15 minutes to 3 hours.

® Customers can receive location-based store recommendations and
discount notifications through their Taobao or Tmall app on their
mobile devices, driving traffic to offline stores.

® Customers can try on apparel and makeup items virtually using what
Alibaba calls a “magic mirror”. With the help of RFID (radio-frequen-
cy identification) and AR (augmented reality) technology, the items
are shown how they will look on an accurately measured avatar of
you. This can also be used to see what furniture looks like in one’s
home or to tour properties overseas.

® Customers can scan images to get product information or collect cou-
pons.

® Consumers can scan a QR code to purchase items from vending ma-
chines and have them delivered home with a few clicks.

® There are also innovative technologies like the Cloud Shelf, which is
a screen that replaces shelves in a store. It uses RFID technology to
track and identify product tags, show the item’s availability, color op-
tions and customer reviews on Tmall. The customer can purchase the
item by scanning the product’s QR code.

® A customer’s purchasing behaviour data, facial recognition informa-
tion, mobile gamification usage, coupons, discounts, memberships
and customer service history is all stored and tracked.

As of February 2018, some of these features are already being added to
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non-commercial spaces such as smart nursing rooms that are connected
online so that mothers can find them more easily. The rooms are equipped
with screens that can be used to look for childcare items such as diapers
that can be purchased while the mothers use the room.

The aim for all this data collection and these innovations is to personal-
ize the shopping experience. Eventually, each person’s experience, from
the ads they see to the prices they pay, will be determined by data on an
individual level and no two people will experience the same journey. All
aspects of the consumer experience will also be seamlessly linked and
operate in concert for the ultimate convenience of the consumer.

2 Tmall Neighbourhood Convenience Stores / LST Corner Stores
TEE

Alibaba’s LST (Zi# / “retail integrated”) initiative is different from
Amazon’s physical store push in that it can be leveraged for use by
millions of neighbourhood convenience stores and mom-and-pop shops
to digitize their businesses rather than only be used in Alibaba owned
stores.

66

Alibaba is developing new retail models that are
transforming many retail experiences from the grocery
story, the car dealership, the local convenience store
and even the shopping mall. We are working with our
brand partners to incubate the technology, so it can be
leveraged by the entire retail industry.”

—Erica Matthews, Head of Corporate Relations,
Alibaba Group
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For example, the LST system can help the owner of a brick-and-mortar
retail store to measure the demographics and purchasing behaviours
of surrounding customers and then predict and recommend the most
in-demand products for sales in that store. Their tech can be used for
merchandising, inventory management and logistics to enhance their
business operations.

Last August, Weijun Grocery (ZE#8), a community grocery store
beside Zhejiang University in Hangzhou, joined Alibaba’s LST system and
was later chosen as the first trial target for its “Tmall Corner Store (FK3#/)\
[&)” franchise. According to an interview with the store owner in August
this year, the sales volume had increased 45% from the previous quarter,
while customer traffic had grown by 26%.

3 Retail as Entertainment

Modern Chinese e-commerce consumers are predominantly young
and mobile-savvy so shopping isn’t just about passively adding items to
their virtual shopping cart. It’s already become a social activity, a means
of consuming content and, ultimately, a form of entertainment. This
embraces live streaming, Al, big data, personalization, gamification and
user-generated content.

For example, while people are eating lunch with their friends, they can
scan a code in the restaurant, which is also a retail outlet, to get a discount
on some new clothes. The clothes have been chosen specifically for
them based on their data. They can try them on virtually, compare items
with their friends, purchase them and have them delivered so that they
will arrive at their home before they do later that day. Then, pictures of
themselves with their new items can be sent to the brand to enter a contest
and later be used in an advertising campaign.

Major ‘See Now, Buy Now’ online fashion shows have already taken place
in 2016 and 2017 with brands like MAC, Guerlain, Pandora, TAG Heuer
and Rimowa taking part. During these shows, the audience can do more
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than just watch. They can purchase outfits using a purchase link shown on
the left side of the screen on Taobao or Tmall, or shake their phones to go
to the product page if they were watching the show on TV.

4 Gamification

In 2016, after seeing the popularity of location-based augmented reality
game Pokémon Go, Alibaba launched a gaming campaign called Catch the
Cat ($2%#7H). The cat people were trying to catch was Tmall’s mascot. Last
year, 65 well-known brands such as MAC, L’Occitane, P&G, Disneyworld,
Pizza Hut and KFC participated in this gaming campaign that encourages
consumers to go to retail stores.

Alibaba continued the campaign in 2017. Users could access the game
interface on the Taobao or Tmall app on their mobile devices to catch
170 different types of cats that appeared randomly. Most of the cats were
related to a designated brand. Once caught, users could get a game card
with a special discount or coupons that they could use when they made
purchases in the brand’s Tmall store.

Users could redeem certain prizes in offline stores if they got a special set
of game cards. For example, users could get a free roast chicken with a
Double 11 gift card and a KFC game card. Tmall’s cat mascot was also
featured in thousands of stores across China, such as Starbucks, where
users could catch these virtual cats.

5 A Blurring of the Line Between Consumer and Advertiser/Influ-
encer/KOL

This is already taking place at a certain level in China as many brands
reward consumers for posting their purchases and taking part in
campaigns but it's going to happen in more sophisticated and embedded
ways offline in the future.

For example, at one of the pop-up shops that were part of the 2017 Double
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11 Festival, after you bought an item, a photo studio in the shop had staff
to quickly put on professional makeup and take your picture with the item
using sophisticated lighting in a studio setting. The resulting photo was
stylish, ad quality and campaign ready.

The consumer now becomes a mini-influencer and an active partner in
social selling.

TENCENT'S BUSINESS GROUPS
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Infographic courtesy of China Channel

On November 8th, 2017, Tencent officially announced its ‘Smart+ strategy
with its cloud platform establishing a smart ecosystem covering retail,
finance, logistics, marketing, communication and more in a decentralized
way. Tencent also aims to execute Smart+Retail with the latest big data,
cloud computing and Al technology. At the same time, existing WeChat
functions such as official accounts, mini programs and WeChat Pay
already support retail merchants. For instance, with the help of WeChat
Pay and big data analysis, merchants can better understand their target
consumers, and customize messages and promotions quite precisely.
With mini programs, merchants can merge shopping experiences and
output services of online and offline retail in a seamless manner.
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On top of that, Tencent is cooperating with online retailers JD.com and
Vipshop to power and finance their expansion, to build out its e-commerce
and retailing capabilities and to enable it to better compete with Alibaba.

66

Tencent, mainly focusing on the businesses of social
media, communication, digital content and financial
services in the past, is willing to invest heavily in Al
cloud computing and big data.”

—Pony Ma, Founder of Tencent

20.3 JD.com

JD started out as Jingdong Century Trading Co. Ltd, a traditional brick and
mortar store in Beijing in 1998 by Richard Liu who was selling CD ROM
disks and drives. In 2003, during the SARS outbreak, when people were
reluctant to leave their homes, Liu saw an opportunity, started selling his
products online and JD.com was born.

It's now backed by Walmart and Tencent, who hold 10% and 20% stakes
respectively, and is the second largest e-commerce platform in China. It
controls 26.9% of the online B2C retail market, has 266.3 million annual
active users and has 160,000 online merchants. It's net revenue in 2016
was US$37 billion.

JD is also pursuing a similar strategy under the banner of ‘Unbounded
Retail’ (EHRZE). Similar to new retail, unbounded retail encompasses
4 concepts. Unbounded consumers can access more purchasing options
through multiple providers and channels, even across space and time.
Unbounded scenarios connect and combine online and offline channels
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and new scenarios. Unbounded supply chains cover the entire process
from product design to delivery. Unbounded marketing has merchants
and platforms collaborate to generate smart content and facilitate sales
conversions.

JD’s unbounded retail aims to use data and multiple channels to unify
consumer experiences. For example, coupons released by JD can be used
in the brand’s online store on JD.com, on WeChat and in offline stores.
Memberships and discounts can also be freely converted online or offline.
It wants to create a seamless experience in various channels and help
brands and consumers find each other more easily.

Advances in Al will be used by JD.com to do things like generate unique
homepages with a personalized selection of products and drive predic-
tive logistics that chart consumer habits down to the level of individual
communities and local neighborhoods. This would allow deliveries to be
made within minutes of receiving an order.

66

We plan to make use of artificial intelligence and robots
to create a system that doesn’t require human workers.
This is going to cut our costs and improve our efficiency.”

—Richard Liu, Founder of JD.com

JD.com opened its first commercial unmanned store in Shandong in
January 2018 making it the first company in the world to launch an
unmanned store, beating Amazon and Alibaba. Shelves have cameras
that can track and recognize products and in-store behavior. Facial
recognition technology is used to track payments and products, allowing
customers to skip checkout lines. What sets JD.com’s unmanned stores
apart from Alibaba’s Tao Café and Amazon Go is that shoppers need not
scan anything upon entry, allowing for a truly seamless experience.
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JD has been able to introduce many retail services that
are unprecedented globally, including same and next
day delivery as a standard for online orders nationwide,
premium offline supermarkets, and seamless shopping
via any channel that customers choose. Retailers in other
markets are already looking toward our model because,
up to now, this level of quality and speed has been seen
as impossible to do profitably.

—Lori Chao, Director of International
Communications, JD.com

20.4 Vipshop

Founded in 2008, Guangzhou-based Vipshop made a name for itself in
flash sales and partnering with well-known, popular brands to sell extra
inventory at a discount. It's now the fourth largest online marketplace
after Tmall, JD and Suning with 3.8% of the market. It has 60.5 million
active customers and its gross profit for Q3 2017 was 3.5 billion RMB (553
million USD).

Along with JD.com, Vipshop is a strategic ally of Tencent in their
e-commerce battle with Alibaba. In December 2017, Tencent and JD.com
announced their investment in Vipshop with Tencent taking a 7% stake
and JD taking a 5.5% stake. The deal helps Tencent and JD access the site’s
young, female customer base and its valuable consumer data. Tencent
will likely leverage WeChat and WeChat Pay as a part of this move.
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20.5 Alibaba vs. Tencent

Alibaba and Tencent are competing directly on multiple fronts now with
social networking, e-commerce and payment systems at the centre of
their battle.

Both companies have invested in areas as diverse as bike sharing services,
online map providers, travel websites, brick and mortar retailers, cloud
services and financial entities, with the names of their banking interests -
WeBank and MYbank - being almost identical.

In the case of WeChat versus Weibo, each network has managed to
carve out its own territory after fierce competition and a phase that saw
Weibo lose many users only to stage a comeback with a revised focus on
entertainment and popular topics.

In terms of e-commerce, Tencent was lagging and Alibaba was clearly in
the lead with its formidable Taobao and Tmall online marketplaces. Now,
Tencent has partnered with JD and Vipshop and gained significant power
in this area. JD seems to be particularly ambitious and is keen to innovate
and expand.

In terms of payment services, both Tencent and Ant Financial, Alibaba’s
financial affiliate company, have significant support from authorities in
China. They are trying to create a less cash dependent society and will also
be using data from both payment systems in their upcoming social credit
rating system, described in the next section.

Ant Financial’s Alipay still has a larger share of online transactions than
Tenpay, which includes WeChat Pay and QQ Wallet. However, Tencent
has rapidly closed the gap in recent years leveraging the power of its
dominant social network, WeChat. As of Q4, 2016, Alipay had a 55% share
of online payments versus Tenpay’s 37%.
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And now they are not just competing at home. Both payment systems are
accepted in South Africa, being rolled out on a wide scale in Malaysia and
have formed partnerships with local payment operators in Europe for use
there. This is largely due to the huge monetary contribution of mainland
Chinese tourists who are known for their desire to spend while on holiday.

To sum up, new retail and the commercial innovations from all the big
players will definitely revolutionize and reshape the retail market and
create novel and convenient experiences. The path will not be smooth
however as many expect fiercer and fiercer competition to erupt between
Alibaba and Tencent for control and domination of China’s online space.
This competition benefits consumers who will have more options, better
prices and more convenience as these companies try to outdo each other.

TENCENT & ALIBABA: SOME KEY AREAS OF COMEPTITION
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Infographic courtesy of China Channel

However, for retailers and brands, things are more complex. These
companies are each creating platforms and infrastructure that do
not integrate with their competitors. So, although it's unclear which
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companies, platforms, apps and solutions will win out in the end, or what
theultimate effects of thisintensifyingrivalrywill be, people willhave to pick
a side. There will be two camps with each hoping theirs comes out on top.

Social Ranking 2020

hina is rolling out its Social Credit System which is highly integrated

with technology, big data and the online world. Starting on July 1st,
2017, the government began generating an 18-digit Personal Identification
Number for everyone in the country. This number is associated with what
is, in essence, an economic and reputational identity card.

Credit scores were introduced about 70 years ago in the US and FICO
scores are still used to determine a person’s loan eligibility and interest
rates in the United States.

China did not use similar credit systems or ratings until very recently and
very few people in the country had access to them. So in the search for
a system to fill this void, authorities have opted for a system that takes
far more criteria into account. This new score, which takes into account
a wide variety of online and offline behaviour, amounts to a credit score,
background check, Google deep dive, Internet activity history, Yelp
review, reference check and family interview all in one.

By 2020, all Chinese citizens will be enrolled in this vast national database.
It will apply to Chinese individuals and businesses. At the moment, it’s not
clear whether foreign companies operating within China will be subject to
the rating system or not.

The government’s stated goal is to enhance trust and safety, particularly
in regard to food, and to help enforce integrity in business. It hopes to
influence higher rates of contract fulfillment and combat payment
defaults, fraud and fake products.
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Information will be stored on the country’s unified credit information
platform and will collect financial information (bank account, loan
and mortgage data), business registration information, tax reports,
social security payment statistics, traffic violation statistics, commercial
activities, social behavior, lawful and unlawful behaviour and online
activities.

The programme was targeted for piloting in 12 cities: Hangzhou, Nanjing,
Xiamen, Chengdu, Suzhou, Sugian, Huizhou, Wenzhou, Weihai, Weifang,
Yiwu and Rongcheng. Local governments have announced that they have
implemented the pilot scheme and stated that results have been positive.

The database has collected information from 44 government departments,
all the provinces and cities, as well as over 60 private organizations. Two
of the companies that were licensed to assist in the development of the
system were Ant Financial’'s Sesame Credit (Zhima Credit), which rates
users partly on their purchases through Alipay, and China Rapid Finance,
an online consumer lending platform and Tencent partner. Sesame
Credit has also worked with taxi hailing service Didi Chuxing and Baihe,
the country's largest online matchmaking service so it has had access to a
very wide selection of data.

For those with high social credit scores, rewards may range from pre-
approved loans of 5,000-50,000 RMB (788-7,880 USD) to depositless car
rentals, faster hotel check-ins and fast-tracked applications for European
Schengen visas. High scores have already become a status symbol in some
circles and some have even boasted about their scores online.

Low scores may result in slower internet speeds, restricted access to
restaurants, golf courses and private schools, the removal of the right to
travel freely abroad or even restricted access to social-security benefits.
Certain jobs in the civil service, journalism and law may also be off
limits. The principle has been adopted that if trust is broken in one place,
restrictions will be imposed everywhere. People have raised concerns
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about this and want the system to take circumstances into account so that
if, for example, someone misses a bill payment because they are ill in the
hospital, it won't affect their score and punishments will not follow them.

The collaboration between the government and digital giants for social
data provision initially raised concerns about consumer privacy. Some
worry that monitoring their daily activities on social media, such as
paying for a product or leaving a comment, will leave no personal space
for a digital social life.

This rating system takes on new dimensions when considered along with
the fact that China has the world’s largest genome sequencing database.
The China National GeneBank has over 500 million genetic sequences
and the computational power and artificial intelligence to deal with them.

But many feel that establishing a more complete credit system will
ultimately benefit Chinese citizens in terms of financial security.
Utilizing the advantages of China’s successful technology companies,
big data, cloud computing and Al, China will be able to improve its social
mechanisms, reinforce reputable behaviour and better integrate with
developing global trends. There’s also optimism for some in seeing China
become, according to many, the world’s most advanced tech nation.
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Chapter 21

Technology and Shifting
Epicenters

hina has taken quite a journey to get where it is today. When
Cthe economic reforms of the late 1970s and early 1980s began,
people saw China as a developing nation trying hard to catch up. Then,
manufacturing centres began to pop up in Southern China and people
saw it as a toy and knick knack factory. After that it was seen as the copying
and pirating capital of the world.

Many didn’t believe that a Communist country could transition to a wider
market economy integrated with the rest of the world or move up the
manufacturing chain to more complex products, but it did.

Although changes are taking place, such as rising wages and other
countries expanding their manufacturing sectors, China won'’t lose its
place as the world’s factory any time soon. With the rise in manufacturing
came a wealth of technology transfer and a great deal of tech-related
industry. Now it's accomplishing what many thought was impossible.
It's moving swiftly into the age of innovation and ahead of the rest of the
world in some areas.
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Shenzhen

Most of the world’s computers and smartphones are made in factories
in China and most of those factories are concentrated in and around the
Pearl River Delta. The components for computers and other devices are
largely made in China and, with rare exception, assembled there too.
China is also the source of the bulk of the world’s rare earth metals, a
necessary component for smartphones and other digital devices.

At the centre of that is Shenzhen. A combination of manufacturing
infrastructure, key resources, supply chains, powerful tech companies,
startups, incubators and international transport and financial hub
Hong Kong next door put it in a sweet spot. The region has been called
a technopolis and Silicon Delta. It's emerging from a phase that saw
ideas, visions and designs developed abroad with product and hardware
execution done locally. Now, both are happening in the same place at
record speeds and it’s attracting local and international talent. Established
brands are also making their mark globally.

For example, Lenovo is in second place for global PC sales behind legacy
tech company Hewlett Packard. Shenzhen-based Huawei’'s global
smartphone sales surpassed Apple’s in 2017, putting it in second place
behind Samsung, another Asian giant.

And it’s not just manufacturing and sales. Homegrown tech companies
are now on the global stage in terms of service, partnerships and brand
recognition. Alibaba is a case in point. It entered the ring as a long-
term Olympic sponsor in 2018, just as McDonalds exited. It provided
cloud services, e-commerce platforms and digital media for the winter
Olympics in Pyeongchang and is helping the IOC find ways to save money
on future games. It also launched its first global ad campaign focusing
on underdogs, sportsmanship and generosity. The company may have



184 UNLOCKING THE WORLD'S LARGEST E-MARKET

66

For markets like the U.S., Europe, Japan, S. Korea and
Australia, we are focused on helping brands, retailers
and small businesses access the China consumer market.
As incomes rise, Chinese consumers are looking for high-
quality, imported products.”

—Erica Matthews, Head of Corporate Relations,
Alibaba Group

an interesting inside perspective in that the president of Alibaba Group,
Michael Evans, won an Olympic gold medal in rowing for his native
Canada in 1984.

These developments are no accident. Local and national authorities
are supportive and involved. The Guangdong provincial government’s
Guangzhou-Shenzhen Technology Innovation Corridor Scheme aims to
further integrate and promote infrastructure, supply chains, technology
and innovation. And it’s not only Shenzhen and Guangdong that are
involved. Beijing, Shanghai and Hangzhou are also in the game in the
same way that US cities outside of San Francisco, such as New York
(Silicon Alley), Portland (Silicon Forest) and Austin (Silicon Hills) are.
According to some, Beijing is the top tech hub in the world followed by
Berlin with San Francisco in third place. The central government is also
supporting cities like Guiyang and Chengdu as they build tech hubs.

While still behind in some areas, 2018 was a coming out party for some
big national brands and it’s clear that the age of innovation has arrived in
China. The evolution is obvious and unstoppable.

So what does this look like in terms of facts and figures and real world
examples as of 2018?
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Supercomputing

e In 2017, China had the fastest supercomputers in the world for the
8th year in a row. 2016 was the first time their computers used only
Chinese designed processors. China had 202 of the world’s 500 fastest
supercomputers - including the top two - compared with the US’s 143.
The top American computer ranked 5th behind China, Switzerland
and Japan. This was China’s biggest lead in 25 years. China intends to
launch a new generation of exascale supercomputers in 2018. These
machines are sometimes described as super supercomputers and
capable of a billion billion calculations per second.

The Blockchain

e  Blockchain technology puts blocks of signed, time-stamped data in a
chain to create a record of transactions and processes. It's encrypted
with passwords, distributed across a network and unchangeable. It’s
like a set of digital fingerprints. This has made the technology ideal for
things like digital contracts, secure tracking procedures, peer to peer
transactions and online banking. This is why many companies and
governments are investing in and researching the technology with
a view to applications that can increase security, speed and services
offered digitally.

¢ Blockchain technology saw its first official mention in China in 2016,
when it was written into the Communist Party’s 13th Five-Year Plan.
The government wants China to be a frontrunner in the technology’s
development and wants to apply blockchain technology to industry
and commerce. It's also widely accepted that in China, this will be
done in a highly controlled way that maintains the current ban on
ICOs, bitcoin and other cryptocurrencies while focusing on increasing
the technology’s security for potential later use in finance.
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Al

According to one report, 550 blockchain technology-related patents
were filed by companies in China as of 2017, against 284 from the US
and 192 for South Korea.

It's been noted that various city and provincial governments are
already getting on the development bandwagon by proposing
guidelines to attract firms that design, develop and implement
blockchain applications. Hangzhou, Chengdu, and Guangxi have
already expressed interest and proposed policies to encourage
research and development in the field.

Chinese startup Cambricon has designed a novel chip architecture
that can enable portable consumer devices to engage in the same
level of AI that took 16,000 microprocessors to accomplish in 2012.
This would make them capable of recognizing faces, navigating roads
and translating languages. In the worldwide search for Al-enabled
chips, the Chen brothers who founded Cambricon are leading the
way and their chip has already been used in a Huawei smartphone
that they called the world’s first “real Al phone”. Cambricon was
valued at $1 billion at the time of writing.

China is investing heavily in AL, from chips to algorithms and the State
Council has issued an ambitious policy for the nation to become "the
world's primary Al innovation center" by 2030.

Robotics

China is the fastest growing and largest robotics market in the world.
It is currently ranks No. 1 in sales for industrial robots. South Korea
and Japan are ranked second and third, respectively and the U.S. is
fourth. The global robotics market is worth about $30 billion and by
2019, China will account for 40% of total worldwide robotic sales, an
increase from 27% percent in 2015.
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In 2015, China’s government devised the Robotics Industry
Development Plan as part of an industry initiative called Made in
China 2025. This five-year plan aims to rapidly expand the robotics
sector. China wants to be able to manufacture at least 100,000
industrial robots per year by 2020. This is being done with research
and development as well as acquisition and investment. For example,
Chinese home appliance maker Midea Group acquired a majority
stake in the German robot manufacturer Kuka GA last year and Israeli
motion solutions provider Servotronix Motion Control so that it can
integrate their technologies into its robotics.

Drone Technology

The world leader in civilian drones is Shenzhen-based DJI (Dajiang
Innovations Ltd.) which has captured 70% of the market. Their
unmanned aerial vehicles (UAVs) are optimized for photography and
filming. They have a large, avid fan base. Their aerial photography
technology has been used on productions like American Ninja
Warrior, The Amazing Race and Game of Thrones and the company
has won an Emmy for its engineering creativity.

Several of the major players in Chinese e-commerce, such as Alibaba,
Tencent and JD, have drone delivery programs at advanced stages
of development and the first official government license for drone
deliveries was granted to SF Express, China’s largest logistics firm, in
March 2018. This will impact remote areas of the country as well as
allowing arapid response in cases of emergencies or natural disasters.

Financial Technology

In 2017, Chinese fintech (financial technology) firms took the top
three spots and five of the top ten spots in KPMG and H2 Ventures’
Fintech 100 list. The list ranks firms from around the globe based
on innovation, capital-raising activity, size and reach. This was the
second year in a row for Alibaba affiliate Ant Financial to top the list.
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The Internet of Things

o The bike-sharing services in major cities in China are examples
of how ‘the internet of things’ is spreading through the country.
The bikes, belonging to a variety of startups and widely used, are
unlocked, tracked and paid for via apps and using GPS technology.
This initiative is also part of the push in China to improve air quality by
making bikes easy alternatives to more polluting forms of transport.
This area is also pushing forward the use of 5G technology and battery
life improvements.

Virtual Reality (VR)

e Virtual reality tech has been embraced in China. In 2016, sales of VR
headsets accounted for 59.2% of total virtual reality revenues in China
while consumer content made up just 7.7%. However, consumer VR
content is set to explode, and is expected to account for 35.3% of all
VR revenues by 2021 with games leading the VR content category,
generating 9.62 billion RMB ($1.45 billion) followed by films and
movies at 8.79 billion RMB ($1.32 billion).

o CCTV, China’s state-owned broadcaster, has adopted VR technology
from a Beijing-based production startup to telecast the Spring Festival
Gala and basketball matches. The startup, 7D Vision Tech, has made
about half of its 20 million RMB in annual sales ($2.9 million) in
service fees for VR filming for TV stations.

Medical Big Data

¢ China is the global center for medical studies and data. This is due to
its large population and its desire to improve its medical technology
and its healthcare system as a whole. It's about the only place in
the world that researchers can quickly pool information on 100,000
patients. Several key startups specializing in health tech are engaged
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in partnerships in China to find new interventions for illnesses and to
perfect algorithms for use in medical artificial intelligence.

As mentioned earlier, China also has the world’s largest genome
database, making it a centre for genomic research and data. It has
also engaged in some highly controversial medical research and
experiments. In 2015, Chinese researchers successfully edited genes
for the first time in an experiment that saw them remove two puppy
embryos from their mother, edit their genes to make them build
muscle faster, then reinsert them in their mother. In 2017, it also
successfully cloned dogs that had had their genes edited previously.

Green Energy Technology

Solar panel manufacturing is dominated by China, which has been
the world's largest manufacturer since 2008. China is also the world
leader in wind power generation. It has the largest wind power
capacity of any nation and is still growing. China’s 13th Five Year
Plan for Building Energy Efficiency and Green Building Development
includes aggressive goals for green building construction and
renovation, including a requirement for 50% of all new urban
buildings to be certified green buildings.

Electric Cars

Chinaisthelargestcarmarketintheworld and thelargestcar producer.
It’s also the largest market in the world for electric vehicles and is in
the lead in terms of electric vehicle production and investment. Local
manufacturers do not sell the majority of traditional vehicles within
the country yet but domestic companies have a 90pc market share in
the electric vehicle arena.

The Chinese government offers rebates of up to 15,000 USD to buyers
of electric vehicles, has threatened to block automakers that don’t
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make electric vehicles and is setting up charging stations across the
country.

o “It'sclearlythe case that Chinawilllead the world in EV development,”
William C. Ford Jr., the executive chairman of Ford Motor Company.

o “Sometimes people are under the impression that China is
either dragging their feet or somehow behind the U.S. in terms of
sustainable energy promotion, but they are by far the most aggressive
on earth.” Elon Musk.

Space Exploration

e China joined the US and Russia to became one of only 3 nations that
can send both satellites and people into space and is capable of a soft
moon landing in 2013. The China National Space Administration
has sent numerous satellites into space and has partnered with
Russian and European space agencies in various projects, including
preparations for a manned mission to Mars.

¢ The China National Space Administration has set its sights on a moon
landing by 2025, is developing plans and capabilities for supersonic
aircraft as well as high powered lasers that will test the bounds of
physics and engineering theory and practice.

What do these advancements mean for the world of commerce and
e-commerce? Here are some examples.

JD.com

JD uses VR and AR e-commerce apps and has formed an e-commerce AR/
VR industry alliance with over 30 companies to innovate in this area. These
apps allow shoppers to experience products in the virtual world or interact
with the brand in a way that mixes online and offline worlds. For example,
virtual reality technology can be used to view a piece of virtual furniture
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in a shopper’s living room at home. They've also set up a live streaming
shopping channel that incorporates virtual reality. Shoppers can use VR

goggles to interact with products in a 3D environment, purchase the item
and arrange for delivery all within the app.

They are committed to developing in this area and are also creating
solutions behind the scenes in their manufacturing and supply chains. If
a worker is doing detailed work, they could use a VR app to magnify the
item they are working on.

They also announced on March 2nd, 2018 that they will use blockchain
tech to track Australian beef from source to delivery in China in
cooperation with Australian exporter InterAgri. This technology is a step
up from RFID tracking technology. Unlike RFID chips, the blockchain
records are more reliable and efficient and don’t require hardware, such
as chips, to be embedded in products. This also allows consumers to
access detailed information about the source of their products.

JD is also a pioneer in terms of fast and innovative delivery and has made
drone delivery a reality in China. JD.com has drones that can carry 1 ton
of cargo up to 300 km and has been granted permission by the Shanxi
provincial government to operate hundreds of low altitude drone routes
covering almost 30,000 sq km. This provides service to remote regions
and enables rural residents to more easily sell their products in cities.
The company plans to increase it services for rural areas and maintain its
position as a world leader in advanced delivery systems.

Alibaba and Tmall

Like JD, they want to give customers a greater ability to examine products
and test them out in real and virtual environments through VR/AR. They
alsolive stream VR entertainmentwith an e-commerce focusin connection
with special events like the company’s annual Singles' Day sale. It’s also
investing in virtual reality and augmented reality in the entertainment
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We are the platform, not the retailer. So when brands
want to link their consumer data, inventory and
logistics between their online store and physical stores,
it’s possible for two main reasons. First, the largest
e-commerce platform is their partner, not a competitor.
And second, they don’t have to convince consumers to
download their app.”

—Erica Matthews, Head of Corporate Relations,
Alibaba Group

realm and has ventures like the newly established GnomeMagic Lab to
create VR content for its movie and TV units.

In terms of blockchain technology, Alibaba has partnered with logistics
company Cainiao to track cross-border goods using blockchain processes.
This includes information on the manufacturer, port of dispatch, delivery
and arrival. This is in keeping with modern supply chain innovations and
helps to ensure product safety, which is paramount to Chinese consumers.

They are also using drones to deliver items to remote or hard to reach
locations. In October, 2017, Alibaba used drones to deliver packages over
open water for the first time. The flying robots delivered six boxes of fruit
weighing from Putian, Fujian to nearby Meizhou Island - a distance of
5.5 kilometres. Alibaba said it would consider using the drones in the
future to deliver high value products such as medical supplies and fresh
food. Delivery systems like this mean that in the future, there may be few
locations in the country that are unreachable.

Alibaba is also bringing legacy industries and manufacturers to the
e-commerce world. In late 2017, Alibaba started a partnership with Ford
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to sell their vehicles online on Tmall. The partnership provides their cars
for extended test drive experiences and for purchase via car vending
machines. Their first car vending machine opened in March, 2018 in
Guangzhou. Users pay a deposit, schedule a test drive online and use
photos and facial recognition tech to prove their identity when picking up
their car. If they decide to buy, they can visit a car dealership afterward to
pay for the vehicle.

Ford is very interested in using big data from the venture to monitor sales
trends and using Tmall’s massive database of information on consumers.
In 2016, 1 million vehicles, worth a whopping $15 billion, were sold
online in China. On Singles' Day, the annual shopping bonanza created
by Alibaba, 100,000 cars were sold on its Taobao and Tmall shopping
platforms.

These are just a few of the examples of how advancing technology and
new approaches are changing e-commerce but there will be many more
in the coming years.

China Going Global

As mentioned before, China’s path to where it is today has had many
phases. It’s gone from a place shut off from the world, to a manufacturing
centre, to a place that Western companies coveted for its huge consumer
base. Then China developed its own companies that were outside the
state-owned system. These companies succeeded within China and now,
contrary to the predictions of many, are succeeding and becoming known
globally. Additionally, Chinese business interests are acquiring foreign
companies and taking on global assets.

Chinese Brands Known Globally

Aside from brands that have already been discussed in detail, such as
Alibaba, WeChat and others, here are some examples of local Chinese
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brands, largely unknown outside of the country ten years ago, that are
now players on the global stage.

Lenovo

Lenovo is the second largest PC manufacturer in the world, the largest
seller of smartphones in China and a known brand name globally. Once
a small company known only for its cheap computers, it acquired and
merged with other technology companies and is now a conglomerate
with headquarters in Beijing and Morrisville, North Carolina. It started to
become an international name when it acquired IBM’s personal computer
division in 2005 and owns the Thinkpad brand. It now also owns two lines
of servers first made by IBM, Motorola Mobility as well as German and
Brazilian tech interests. Most of its acquisitions were made to help it gain
access to international markets.

Huawei

Huawei is a multinational telecommunications company with
headquarters in Shenzhen, China. It is the largest telecommunications
manufacturer in the world. It supplies equipment for and builds
telecommunications infrastructure globally. This includes traditional
phone technology as well as internet service equipment and technology
and cloud services. Most of the world’s largest providers have worked with
Huawei at some point including British Telecom, Vodafone, T-Mobile,
Portugal Telecom and Bell Canada. It also has a successful smartphone
division that plans to launch one of the world’s first 5G handsets and may
have plans to launch a blockchain enabled phone. It is a world leader in
5G technology and designs its own chips.

Haier

Haier is a multinational consumer electronics and appliance company
with headquarters in Qingdao, Shandong. It was a pioneer in China’s
globalization drive and was one of the first Chinese companies to
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successfully expand into international markets. It has been the largest
home appliance company in the world for 8 years in a row in terms of
market share with 10.3% of the market in 2016 according to Euromonitor
International. It is known for having business strategies that are unlike
other large corporations and constantly updating its approaches. It
recently bought GE Appliances and is focussing on its e-commerce
presence and internet connected products.

Hisense

Hisense is similar to Haier in that it's also a large white goods and
electronics manufacturer based in Qingdao. However, it may be one of
the lesser known names on this list in terms of its major product lines as it
sellsunder a variety of brand names that it has acquired through company
acquisitions, partnerships or brand licensing deals. It has purchased
product lines and selling rights to products from Sharp, Hitachi, NEC,
Sanyo, Toshiba and Qualcomm. The Hisense name may be better known
for its smart TVs, smartphones as well as its high profile sports-related
promotional endeavors such as the naming rights to the Hisense Arena
in Melbourne, sponsorship of the Euro 2016 football championships and
its FIFA partnership. It’s a state-owned company that has some publicly
traded subsidiaries.

Xiaomi

Xiaomi made its name as a mobile phone manufacturer and was a key
player as smartphones were becoming more popular. It suffered some
setbacksinrecentyears buthas staged acomeback and is a globally known
name in the smartphone sector. It’s the fifth best-selling smartphone in
China (just behind Apple), the second largest seller in India and ranks in
the top 10 worldwide.
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Anker

Anker, founded in 2011, based in Changsha with offices in Shenzhen
and Seattle, is one of the world’s most popular brands for portable power
banks. It was one of the first brands to master this product category by
selling on Amazon. Outside of China, it still channels its sales and delivery
operations there. Within China, it sells on Tmall and JD.com. Its products
regularly feature in top 10 lists of the best rechargers. It is now branching
out into new product areas such as portable projectors and equipment for
smart homes.

DJI

DJIwas founded in 2006. Its founder, Zhejiang’s Frank Wang, was a student
at the Hong Kong University of Science and Technology which gave him
a grant to study and develop drone technology. With headquarters in
Shenzhen, it's world renowned for its unmanned flying machines that
are optimized for photo and filming purposes. Its products have a large
amateur following in addition to good standing in the world of TV and
film, where the company has won a technology Emmy. It has 66 percent of
the North American market share for drones between $1,000 and $2,000
and 67 percent in the $2,000-$4,000 range.

OnePlus

The youngest brand on this list, it was founded in 2013. Although it
portrayed itself as a rebellious startup, one of its founders is the former
vice president of Oppo, a major brand in Chinese smartphones, and Oppo
is its primary, and only institutional, investor. (Its first phone was called
the OnePlus One which is abbreviated as OPO.) The brand made its mark
by initially selling only via pre-sale and only on the internet. This led to
the development of a dedicated online following. Its phones were flagship
quality but at a much lower price. It still operates that way today with the
exception of invitations and pre-sales. Its phones have evolved and are
still competitive with the most advanced phones on the market.
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Global Brands Now Owned by Chinese Companies

These brands were founded and came to prominence in markets outside
of China and are strongly connected with certain countries, nationalities,
philosophies or lifestyles. It might come as a surprise to some readers that
they are now owned by Chinese companies.

o IBM Thinkpad - Owned by Lenovo.

e Motorola Mobility - Owned by Lenovo

¢ General Electric Appliances - Owned by Haier

e Volvo cars - Owned by Zhejiang Geely Holding Group

e London Black Cabs - Owned by Zhejiang Geely Holding Group
¢ Club Med - Owned by Fosun International Ltd.

e Inter Milan - Majority owned by Suning Holdings Group

e AC Milan - Majority owned by Chinese company Rossoneri Sport
Investment Co.

e Aston Villa - Majority owned by Chinese company Recon Sports
Limited
e The Waldorf Astoria - Owned by Anbang Insurance Group

e The Ironman Triathlon - Organizer Worldwide Triathlon
Corporation is owned by Wanda Group

o Pizza Express - Owned by Chinese private equity firm Hony Capital
e Harvey Nichols - Owned by Dickson Concepts
e Grindr - Owned by game developer Beijing Kunlun Tech

e Corbis Image Licensing - Founded by Bill Gates, now owned by
Unity Glory International, subsidiary of the Visual China Group, the
exclusive distributor for Getty images in China

e 500px - popular photo site similar to Flickr, now owned by Visual
China Group
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¢ AMC Theatres - Owned by Chinese conglomerate Wanda Group.
This acquisition made Wanda Group the owner of the largest theatre
chain in the world

e Legendary Entertainment, producer of films like Batman Begins,
The Dark Knight, Inception, Godzilla, Steve Jobs and Straight Outta
Compton, - Owned by Wanda Group

Soft Power

Part of this move into globalization has been an increasing focus on and
facility with soft power and projecting China’s image worldwide through
narratives that are very different from the past. Part of thisishaving Chinese
brands, personalities, expertise and technology becoming commonplace
outside of the country and part of this is having a say in areas such as
international movie production and the world of Hollywood.

Some of this soft power is being achieved through business partnerships.
There is more and more cooperation with Western companies who are
not just seeking access to the huge Chinese market, as in the past, but also
seeking access to Chinese technology, business methods, deep pockets or
expertise in new product areas.

In one example, Mobike, the world's largest smart bike sharing service,
is partnering with AT&T to support its proprietary smart locks with built-
in GPS and Internet of Things (IoT) technology as it rolls out in some US
markets. Mobike’s technology, aims and business model fit in well with
urban areas that want to develop their smart city capabilities, push green
initiatives or promote exercise.

In another example, Walmart and JD.com first announced a strategic
alliance in June 2016 and launched the first JD-Walmart 8.8 Shopping
Festival in 2017. The day’s combined transaction volume for Walmart
on JD.com increased 13 fold and Walmart's physical stores also saw
significant traffic growth.
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AsWalmartand Tencenthold stakesin JD.com, the three have also worked
together in other areas. For example, Walmart and JD.com coordinated
their membership programs to accept WeChat Pay payments, offer
discounts and benefits across both retailers and have developed a system
to allow JD.com to fulfil orders with Walmart’s inventory.

Chinese celebrities in entertainment, sports and even the business world
are more and more widely recognized around the world and China’s
involvement with Hollywood and the global entertainment world is
increasing. Some traditional sources for film funding have changed and
filmmakers and producers are looking for investors in new markets. At
the same time, Chinese companies are looking to extend their reach and
make key investments and acquisitions.

For example, STX Entertainment is an independent American film
and television studio that is backed by Tencent Holdings and PCCW.
The studio also works with Alibaba Pictures, the entertainment arm of
Alibaba Group. At the Academy Awards in March, 2018, Canadian actor
Christopher Plummer was nominated for a best actor Oscar in the STX
backed film All the Money in the World.

2017 saw a great deal of film co-productions along with media investments
and acquisitions involving major Chinese companies. It also saw plenty
of films aimed at Chinese audiences that were hoping to get a slice of
China’s box office. Although China’s box office takings aren’t higher
than North America’s yet, many think they will be soon. Films also still
depend on foreign box office numbers to make a profit. The most famous,
or infamous, example of this trend had to be the movie The Great Wall,
starring Hollywood actor Matt Damon in the lead.

Although the Chinese government has recently clamped down on foreign
investment in the entertainment field, the trend continues from the West
with some directors, such as Renny Harlin (Die Hard 2, Cliffhanger)
departing Hollywood in favour of China.
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In another change from the past, when stars had lucrative, secret
promotional partnerships in Asia, famous names are no longer shy about
declaring their Asian and Chinese presence and activities. Nicole Kidman,
Pharrell Williams, Jessie J and the Blue Man Group all attended Alibaba’s
Singles’ Day Gala in 2017. Pharrell Williams even co-wrote a song just for
the event which he sang with Chinese Canadian singer and actor Kris Wu.
In another notable example, Victoria’s Secret’s annual fashion show was
in Shanghai in 2017.

It's even been rumoured that the Spice Girls are finally reuniting. Not for
a tour and not for a TV show in their homeland, but as part of an extensive
deal that features them being judges on a Chinese reality TV talent show.

Another big example from 2018 was Alibaba’s involvement in the winter
Olympics and its global advertising campaign on the back of that. This
is a long term commitment and it seems that Alibaba has no intentions
of going anywhere. At Alibaba’s Gateway 17 conference in Detroit in
2017, Jack Ma predicted that by 2035, his company will generate enough
income to make it the world’s 5th largest economy.

These changes, challenges, transitions and catalysts are affecting China
and the whole world. I strongly encourage all of you to stay in the loop. Be
curious and open-minded. Learn and adapt to the latest technology and
social trends. These are the skills we will all need for the coming decades
to stay relevant in any field, especially when working with China.
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Appendix

1. China's Social Media Landscape
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2. Marketing Strategies for WeChat and Weibo

Increase
exposure

Increase
sales

Increase
followers

WecChat

Interactive H5
KOL promotion
UGC + incentives
Unique content

WeChat ads
KOL crossover
Exclusive coupons + discounts

Lucky draws
UGC + incentives
KOL promotion

Weibo

Intensive ads
KOL promotion
Creative video
Live streaming

Campaigns + Weibo Window

KOL promotion codes

KOL trial

Live streaming with "Watch and Buy”

Lucky draw
UGC + incentives
KOL live streaming

3. List of KOL Agencies

Name

Antipodal
Talent

AisaKOL

Gushan
Culture

(ELLXAE)

iconKOL

KOLSTORE

Louis
Communication

(B ECfEHE)

§EFPRAD

ParkLU

Website

www.antipodal.com

www.asiakol.com

http://www.weibo.
com/3877848191

www.iconkol.com

www.kolstore.com

www.loushijt.com

www.myprad.com

www.parklu.com

Service

KOL and Internet
Celebrity Talent
Management, KOL
Marketing Strategy, KOL
Live Streaming Campaign
Management.

KOL Research, KOL
Management, KOL
Marketing Campaigns,
KOL Marketing Strategy,
KOL Database, etc.

KOL Management

KOL Search, Customized
KOL Marketing Campaign,
KOL Database, etc.

KOL Search, KOL
Database, etc.

KOL Management

KOL Search, KOL Contact,
KOL Database, Internet
Celebrities recommenda-
tions, etc.

Self-service and full-ser-
vice options with a
ParkLU subscription
include KOL Research,
KOL Campaign Manage-
ment, KOL Content
Strategy, KOL Database,
Brand Ambassador
Recruitment and Manage-
ment, Top-tier and

Mid-tier KOL Engagement,

KOL network coverage for
Mainland China, Hong
Kong and overseas
Chinese KOLs.
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Platforms

Weibo, WeChat, Yizhibo,
Youku, Huajiao, Inke,
Miaopai, Taobao,
Tencent TV, etc.

Weibo, WeChat, Meipali,
Yizhibo and other live
streaming platforms.

WeChat and Weibo.

WeChat and Weibo.

Weibo, WeChat, Meipali.

WeChat, Inke, Huajiao
and Yizhibo.

WeChat, Weibo, Youku,
Meipai, Yizhibo, Inke,
Xiaohongshu,
Meilimeizhuang, Nice,
Instagram.
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Robin 8

Socially
Powerful

Toutiao KOL

Yaxian
Advertising
(G )

www.robin8.net

www.sociallypower-
fulmedia.com

www.toutiaokol.com

http://www.weibo.
com/5331861515

KOL Search, KOL
Database, etc.

KOL Research, KOL
Management, KOL
Marketing Campaign, KOL
Marketing Strategy, KOL
Database, etc.

KOL Search, KOL
Database, etc.

KOL Management

Weibo, WeChat, Zhihu,
Miaopai, Meipai.

Weibo, WeChat,
RenRen, QZone, YouKu,
Tudou, etc.

Toutiao

WeChat and Weibo.

4. Classification of Cities in China by Development Level

Special Administrative Regions - Hong Kong and Macau

Tier System*

First Tier

Second Tier
Third Tier

Fourth Tier

* These designations change from time to time based on rapid economic

Beijing, Shanghai, Tianjin, Guangzhou, Shenzhen

Nanjing, Hangzhou, Suzhou, Wuhan, Xi'an, Shenyang, Chengdu,

Chongging, Xiamen

Jinan, Hefei, Dalian, Harbin, Changsha, Zhengzhou, Shijiazhuang,
Fuzhou, Taiyuan, Urumgi, Qingdao

Kunming, Guiyang, Nanchang, Lanzhou, Yinchuan, Nanning, Xining,
Changchun, Hohhot, Baoding, Ningbo, Datong, Weihai, Shantou,
Lhasa and Haikou, all provincial capitals etc.

change and the weighting of different criteria.

10.
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