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INiTepatypa

® Manwyenko B.M. - MapkeTuHr nociyr
® JlaBnok K. - Mapketunr nocayr (RU)
® Xakcesep K. - YopapiaiHHs Ta oprasizanis
B cepi nociyr (RU)

® Jleonapa beppi - B momykax xymi cepsicy (RU)
® Tappi Beksir - [Iponaroun Hesunume (RU)

- Yotupu Kirodi 10 MapkeThHry nocayr (RU)
ManbskonasM Maxk-Jlonansn - Cdepa nociyr (RU)

e k.e.H. [luma Onekcanap Onekciitouy, KHEY




Tema 1

3Ha4YCHHS cpepHu
OCJIYT

@ K.e.H. luma Onekcann p OnexciiioBuy, KHEY /




[TopIBHAHHA OMHAMIKU PUHKIB

- 1947/ 1990|  2000|  2008| 2009

Cinbcwke

20CN00apcmeo 8,2 1,7 1.0 1.1 0.9
Bupobruymeo 31,6 22,1 20,0 18,0 16,7
Iocnyzu 60,2 76,3 78,9 80,7 82,2

a k.e.H. Jluma Onexcanap Onekciviopuy, KHEY




BBI1kpalH cBiTY

COUNTRY % COUNTRY %
1. Hong Kong 92.3 11.  Belgium 74.7
2. Bahamas 90.0 12. Singapore 73.2
3. West Bank 81.0 13. Denmark 73.1
4. France 78.9  14. TItaly 72.9
5. United States 76.9 15. Portugal 72.8
6. Lebanon 76.2 16. Germany 72.0
7. Japan 75.4 17.  Australia 71.3
8. Taiwan 76.2  18. New 69.7
9. United 75.0 Zealand 69.6

Kingdom 74.8 19. Canada 67.3
10. Cuba 20. Poland

[xepeno: https://www.cia.gov/library/publications/the-world-factbook/geos/bf.html

-




KiNbKICTb 3aUHATUX Y cdpepi NOCMyr

COUNTRY % COUNTRY %
1. Hong Kong 91.6 11.  New 74.0
2. Bahamas 90.0 Zealand 73.2
3. Israel 82.0 12. Switzerland 73.0
4, United 80.4 13. Belgium 72.7

Kingdom 79.0 14, Denmark 71.8

5. Canada 77.4 15. France 70.4

6. Singapore 76.6  16. Ecuador 69.9

7. United States 76.0  17. Finland 67.8

8. Argentina 76.0 18. Germany 67.7

9. Norway 756.0 19. South Korea 67.0
10. Australia 20. Austria

Source: https://www.cia.gov/library/publications/the-world-factbook/geos/bf.html

-




KpaiHmn CPCP

KpaiHa 1980 | 1990 | 1995 | 2000 | 2008
bonzapia 32 30.8 54.3 56.0 62.2
Benzpia 34 527 62.3 62.4 66.2
IHoavua - 44.8 56.8 63.3 64.4
PymyHia - 28.8 38.6 51.7 35:3
Pocia - S50 533 55.4 59.0
biiopycia - 331 47.4 47.6 46.1
Vpaina - 33:1 43,2 45.5 58.6

G k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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BBI'1 (cBIT) 3a rany3amu

INDUSTRY SECTOR: % INDUSTRY SECTOR:

Mining 2.3 Finance, insurance, real estate, rental, and 20.0
leasing

Construction Educational services, health care, and
social assistance

Wholesale Trade 5Lt Other services 2.3
Transportation, 219
&Warehousing

° k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY




ToprigensHuil 6ananc CIIIA, $ mupa

Pik | 3araapHHH mMOcYMOK | ToeapH | ITocavru
1993 (- 72.04) (-132.61)| 60.57

1997 (-113.68) (-198.97)| 85.29

2007 (-702.1) (-823.19) | 121.093
2008 (-698.8) (-834.65) | 135.850
2009 (-381.27) (-505.91) | 124 637
2010 (-500.03) (-645.86) | 145 830
2011 (-512.78) (-676.28) | 163 501

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY




CBITOBHI1 €KCIIOPT TOBapiB Ta MOCIYT MIH. $ Ta YacTKa pi3HHX IPYI KpaiH

KpaiHH.%

Perion 1960 | 1970 1980 1990 2000 2005 2010
Ceim, M1po. § 130,14 | 316,43 | 2031,22 | 3500,28 | 6426,89 | 10504,58 | 15174,44
ITpupicm 0o - - - 72 84 63 44
nonepeoHL020
- nepiooy, %
& |[Kpainumo 24,7 19.2 29.4 24,1 32,0 36,2 41.8
§ DO3BHBAIOTHCA. Y4
[TepexiaHi 10.6 10.1 8.0 5.0 4,2 3.5 4,1
€KOHOMIKH. %
PO3BHHYTI 64.7 0.5 62.6 70.8 63.8 60.3 54,1
KpaiHH,%
Ceim - - 385352 | 824724 | 1511935 | 2560228 | 3764890
ITpupicm 0o - - - 114 83 69 47
nonepeoHL020
nepiooy, %
Yacmxka 6io 15,9 19,1 19,0 19,6 19,9
= [BazarvHozo
2 |obeazy
S |excnopmy, %
2 Kpainu mo - - 17.9 18.1 231 244 29.8
PO3BHBAKOTHCA. %4
[MepexiaHi - - - - 3.6 2.2 2.7
€KOHOMIKH, %
PO3BHHYTI - - 79.1 79.9 73.2 733 67.5




k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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HaeneMo npukiaj B1I0MOro BUpOOHMKA NEPCOHAIBHUX KOMIT
totepiB «IBM». ¥ kinm XX cT. koMnaHis Oyjia mpoBIAHUM
BUPOOHHUKOM ITIEPCOHATBHUX KOMI IOTEPIB 151 IPOMHUCIIOBUX Ta
KIHIIEBUX CITOKHUBaYlB.

Bceboro 3a octanH1 10 pokiB Oyiio KapAMHAIbHO 3MIHEHO
ACOPTHUMEHT Ta IIJIbOBUH PUHOK — 1 KOMIAHIS IEPETBOPUIIACS B
NOoCTa4aJIbHUKA HOCIYT Ta IHPOPMAIIMHUX PIIICHB JJIs
IIPOMMCIIOBUX ITIAIIPHUEMCTB.

Jlyic B. I'epctHep BBaxae, 110 «B 11bOMY JI€CSITUIITTI IIOCIYTH
CTaHyTh OCHOBOIO IIPOMUCIIOBOCTI». Ilepexia Big BUPOOHUIITBA /10
HaJJaHHS MOCIIYT € TOJOBHIO TEHCHIIIED CYy4acHOI CBITOBOI
C€KOHOMIKH. Benrka KiIbKICTh BUPOOHUYMX TIATPHEMCTB
nepexkBapiKyBaiacsd Ha HaJaHHS MMOCIYT.

JIyic B. I'epcTHEp Haromomye, 1mo «KOMII FOTEpHUN Xap]1 Ta COPT
OyayTh IPOAABATHUCS B CEPBICHIA OOTOPTIII».

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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dakTopu po3BUTKY cdrepn NOCNYr

3pocTaHHs IOTPeO 1 aKIEHTYBaHHS yBaru Ha IMocjayrax
HaykoBo-TexH1uHUH nporpec (YCKIaJIHEHHS TEXHOJIOT1H )
3MiHaA CTPYKTYpH BUPOOHUIITBA

YpOanizaiis

AKTHBHA y4acTh KIHOK y cTBopeHH1 BBII
ABTOMOOUTI3AIIIA

P0O3BUTOK 1HPPACTPYKTYPHHUX raly3eiu

[IpuBaru3aiiisa ta aeperyatoBanss (ILnaTHicTs mocayr)
Bucoka peHTa0elIbHICTh

3poCTaHHs PIBHS JI0XO1B

JI1bepanizaiisgs €KOHOMIKH

ITosiBa HOBHX TEXHOJIOIM

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[lep>kaBHa noniTuka

® 3MiHa ASpKaBHOIO peryaroBaHHs (Jioepanizaliis)
® IIpuBaru3zamis

® HoBI1 3aK0HH, 1110 3aXUIIAI0Th CIIOKKUBAY1B, POOITHHUKIB
Ta HABKOJIMIIIHE CEPEIOBHIIIC

® Hosi xoMepiniiiHi yrogu B cepl 00CIyroByBaHHS

Q k.e.H. [luma Onekcanap Onekcitosuy KHEY
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CouianbHi 3MIHW

® [ligBUILIEHHS OYIKYBaHb CIIOKHMBa4ya

® Po3nmmupeHHs aCOPTUMEHTY

® AKTHBHA IMMIrpaIis

® bunkline mroner 0OMEKEHHUX y Jacl

® IligBuIIcHHS Oa)kaHHS IIPpUI0aTH BPAKCHHS a HE peyl

® buibliie JroAek KyIlye KOMIT FOTepH Ta MOO1IbHI
Telne(poHM

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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TeHOeHUil po3BUTKY BI3HECY

® BupoOHMKY MIABUIIYIOTH LIIHHICTH CBO1X TOBapi
IPONOHYIOYH JOJATKOBI ITOCITYTH

® CTBOpEHHS OLIBIIOT KIIBKOCTI TCTPATETIYHUX AJIbSHCIB

® IliaBUIIEHHS YBaru 10 MapKETUHTY HEKOMEPIIIMHUAX
Oprasizarii

® IlocnabneHHs cTaHAApTIB MpodeCciiHMX acolialii

® bopoTh0a 3a IKICTh

® [[iaBUILIEHHS yBary J10 MPOAYKTUBHOCTI Ta €KOHOMII
pECYpCIB

® 3pocTaHHS NOMYJISIPHOCTI (ppaHYaN31HTA

® BukopucTaHHS HOBaTOPCHKOI IIPAKTUKH IM1A00PY IEPCOHATY

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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/—I—\J—\J—U—V—FI—U—I—\—H4—\='J—V—H—FV—PH—H—FV—H4—V!I\
TexXHoOnoriu

® OO0'eHaHHS IIEpeBar KOMM IOTEPHUX Ta
TEJICKOMYHIKAIIHHUX TEXHOJIOI1i

® Benukuii a1ama3oH OXOIUICHHS

® MiHiaTropu3aliisl TeXHOJIOT1H (MoO1LI13alis)
® TexHonorii 6€3pOTOBOIO 3B SI3KY

® CyuyacHe nporpaMHe 3a0e31eYCHHS

® Po3ButoK IHTEpHET

® MOoXIUBICTh IM(DPOBOro BIATBOPEHHS TEKCTY, BIACO Ta
ayzio

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY

-




lHTepHaLloHani3auis

® buibliie KOMITaH1I IpaIoe Ha MI)KHAPOAHOMY P1BHI

® [liaBUIY€ETHCS KUIBKICTh 3aKOPAOHHHUX MMOI1310K
(B1APSIPKEHHS Ta BIIIOYHMHOK )

® [HTEepHAaLIOHAI3alls 3]IMTTIB, IOIJIMHAHb Ta aJbsSHCIB

a k.e.H. [luma Onekcanap Onekcitosuy KHEY
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[1inoBi Ta NpodeCINHI NOCNYrn
MapkeTuHr
Pekinama
MeHeKMEHT
JI13uHT
HaykoB1 1ociiiKeHHS
[HdopMaritHl mocayru
KoHcynpraliiiii nociayru (BUpoOHUIITBO, (P1HAHCH..)
Aynout
FOpuanuyH1 MocIyru

JloricTuyH1 OCIIyTH

a k.e.H. [luma Onekcanap Onekciitouy, KHEY
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OCHOBHI nepeBaru manoro
Oi3Hecy

Obcryrosyearys | 7.9

Wenaka peakuin | 4 3.6

Axictb nepconany |G 3.7
Akicto Tosapy NG 37 .2
LiiHa I 24 .0

3HanHs puHky [ 23.9
Toeap yu nocnyra [N 11.6

|HLL F2.9
0 1

0O 20 30 40 &0 60 70 80

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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What are E-Services?

® E-services: an electronic service available via
the net that completes tasks, solve problems,
or conducts transactions.

® E-services have become more commonly
known as self-service technologies.

® Auto rental chains, banks, insurance
companies, hotels, movie rental chains and
theaters, and a variety of other retail operations

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY




OcobnMBOCTIPO3BUTKY PUHKY 1

® /[uHaMika: HOBLIbHE 3pOCTaHHs (CepeaHli Ta 3a0e3NeUeHU
KJIacH )

® 3HIDKCHHS NEPBUHHMUX ITOKYIIOK 1 3pOCTaHHs 00CsTy
ITOBTOPHUX ITOKYTIOK

® Crabum3alis 3aBaHTaXCHOCT1 IPOPUIBHUX CIICI1aIICTIB
® Crajlsi EKOHOMIYHOTO IUKIY: HACHUYEHICTh PUHKY

® 3HWKEHHS MIPUOYTKOBOCTI PUHKY 3a pPAXyYHOK 3POCTaHHSI
BUTpAT

® KoHKypeHIIIs: KO0ICH KOHKYPEHT HE MOXE CYTTEBO BINIMHYTH
Ha PIBCHb I1H

® MacmTabu KOHKYpEeHIIii: JoKajbHa/MICIeBa

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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Ocob6nnBOCTI PO3BUTKY PUHKY 2

3pocTaHHs 00CATY CYIYTHIX ITOCIYT
[TIigBUILIECHHS BUMOT J0 SIKOCT1 ITOCIYT

IIpeBaaroBaHHSA IMOOPTHUX TEXHOIOITM

Po3mmpeHHs: aCOpTUMEHTY, HAIIPABJIEHOTO HA KOMILIEKCHE
BUPIIICHHS NOTPEO CIIOKMBaY1B

® Cremamizaiig

® BupiBHIOBaHHS TEXHIYHOI Ta IHPOPMALIITHOI 030pOEHOCTI
OCHOBHHX I'PaBIIIB

® Husbki Oap'epu 11 BXO1y HOBUX I'PABIIIB

® IlocnabneHa BepTuKajabHa AuBepcUdIKais (IepeBakaroTh
IHBECTHIIIT Y CYMIXKH1 cpepH ).

® /lepxaBa nepenae psa nociyr y IPUBAaTHUKU CEKTOPD

a k.e.H. [luma Onekcanap Onekcitosuy KHEY
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( OCOOITMBOCTT OEP>XAaBHOTO |
CEKTOopY

® 3HIKYETHCS COLIlAIbHA 3aXUIICHICTh CIIOKUBAY1B
® 3HU3WIACH JIOCTYITHICTD MOCTYT
® DakTUYHO HE MPALIOIOTH COIIATIBHI TPOrPaMH

® HeraruBHuil BIUIMB OI0OpOKpaTii Ha BIPOBAIKECHHS
Cy4aCHHUX TE€XHOJIOT1H

® JlepxaBa BusBMIACS HEE(PEKTUBHUM BIACHUKOM

6 k.e.H. [luma Onekcanap Onekcitosuy KHEY

- J




[ 1pOrHO3 PO3BUTKY PUHKY NOCHYT
(oNTUMICTUYHNI)

® VKpYNHEHHS I'PaBIlIB Ta OCTAaTOYHUH MEPEILT PUHKY.

® IlokpanieHHs piBHS 00CIyroByBaHHS (B1ATOPTHEHHS
HESIKICHUX TIOCIIYT).

® Konkypenuisi (0opoTb0a 3a ciokuBada) IMpUBEJIE J10
3pOCTaHHS PiBHS 00CITyrOByBaHHS

® /luHamika 3pOCTaHHS TEXHIYHOI OCHAIICHOCTI HIAIPUEMCTB
ITO3UTUBHOIO

® 3pocCTaHHS POJIl MAPKETUHTY

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY




Tema 2

Oco0OIHUBOCTI
MTOCIYT




Kr1acHYHAa MONTiTHYHA €KOHOMIA

. IOM A. Cwuit K.-B. Ce#t ®. bacTtia

Mizk eKOHOMIYHHMH Ccy0’e€KTaMH Bin0yBaeThCca 0OMiH
MOCIyraMH BHPOOHHYHMH Ta HeMaTepiadbHHMH

Teopis MOCTIHAYCTPialIbHOTO CYCIiTbCTBA

A.Tlenti| |K. ®dypactee| [B.B.Pocroy | |O.Bemr

Cdepa mocayr 3a cBOIM 06CATOM IIOYHHAE IIepeBakaTH
chepy MaTepiaTbHOIO BHPOOHHIITBA

MapKeTHHT IIOCIyT

D O w| < 7anN <Kl

|K.l"pox-1pyc| |€. I—y.\meccox-l| |R IIaB:IOK| |M Bin-xepl |1mm|

ITocayra — ocoOTHBHH BHI TOBapy. AKHH OTpedye
CHeliaTbHHX MIXO0IIB

Cepeic-10MiHYIOYa JOTiKa
(Service-Dominant Logic)

Hacnpagzi yci raaysi BigHOCATBCA 10 chepH NOCIyT

| PodepTt JIycu Ctedan Bapro
| In fact... all businesses are service businesses

i SO Sl SO EA~ St CoA |

k.e.H. Jluma Onexcanap Onekciviopuy, KHEY




BuaHa4yeHH4

® Ili1 mociayror HEOOXITHO PO3YMITH OyJIb-SIKHUM 3aX1]1
a00 BUTOMY, 110 OJTHA CTOPOHA MOYKE 3aIPOIIOHYBATH
1HIIIH 1 1K1 B OCHOBHOMY HEBIAYYTHI 1 HE IPU3BOJATH
10 OBOJOAIHHA Oy/ib-4uM. BUpOOHHUIITBO MOCITYT MOXKE
OyTH, a MOKE 1 HE OYTH ITOB 'sI3aHE 3 TOBAPOM Y HOI0
MaTeplaJIbHOMY BUIJISAI1B

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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BuaHa4yeHH4

® Ilocnyroro sSABISIETHCS MPOIIEC, IO CKIATAETHCA 3 PATY
OLIbII-MEHII HEMaTepladbHUX BU/IIB I1SJILHOCTI, SIKI
3a3BMYail, aJIe¢ HE 3aBXK/IM, MAIOTh MICIIE Y B3a€MO/I]
MI>K 3aMOBHHMKOM 1 00CIIYTOBYIOUHUM II€PCOHATIOM
Ta/ab0 MaTreplaIbLHUMU pecypcamMu ad0 TOBapaMu
Ta/ab0 CHUCTeMaMH ITOCTadYaIbHUKA ITOCHYT, SIK1
HaJIar0ThCS B SIKOCTI BUPIIICHHS MPOOJIEMU KITIEHTA.

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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BuaHa4yeHH4

are deeds,
processes,
and performances
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k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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XapaKTepUCTUKN NOoCnyr

® HewmarepiaibHICTB

® HeBiaa1abHICTh / OTHOYACHICTh HAJaHHS
® MIHIUBICTD / T€TEPOreHHICTh

® He30epexHICTD

6 k.e.H. [luma Onekcanap Onekciitouy, KHEY
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HemaTtepianbHICTb

® BiacyTHICTB 3anaciB
® VYckiIagHEH1 KOMYHIKAIlIl Ta IIIHOYTBOPEHHS
® BijcCyTHICTBH ITpaBa BIACHOCTI

6 k.e.H. [luma Onekcanap Onekciitouy, KHEY
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PieHHs

® BukoprcTaHHI MaTreplajibHUX J0Ka31B

® BukopucTaHHs 3aC001B IIEPCOHATBHUX KOMYHIKAIIHA
® CTBOpPEHHS IMIIKY

® IlepcoHanbHI(TPUCTOPOHH1) KOMYHIKAIII1

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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HeBiaainbHICTb / OOHOYACHICTb

® HeBiiauibHICTE ITOCTa4aIbHUKA ITIOCIYTH BT ITOCIYTH
® VYyacTh COKMBaya y HaJlaHH1 HOCITYT

® Y4acTh TPETIX CTOPIH Y HAAAHHI HOCIYT

® HasxkoJuinHe cepeoBuIIE

® VYCKIIaJHEHHS MaCcOBOTO HaJaHHS MOCIIYT

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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PieHHs

® HapyaHHS KOHTAKTHOTO MEPCOHATY Ta CITIOKUBAY1B
® VYnpapiiHHS B3a€EMOMIEIO 31 CIIOKWBAYaMHU

® Po3mmpeHHs TOYOK KOHTAaKTy / CTBOPEHHS MEPEXKI
nianpuemMcTBa (multi-site locations)

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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MIHNMBICTb / rETEPOreHHICTb

® Bapiais sskocTl 00CIIyrOBYyBaHHS
® VYckiaJHeHa Ipoleaypa OLIHKH SIKOCTI
® HenorpuMaHHS OOIISIHOK

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




PieHHs

® CraHpapTy3ais Ta

® [HauBiAyami3allis 31 CTaHJAPTHUM HA0OpOM
BaplaTMBHOI CKJIAJOBO1

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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He3bepeXHICTb

® HemoXIMBICTh HAKOITMYCHHS
® |lepeBuilieHHs OIIUTY
® HeB1IBOPOTHICTE

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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PieHHs

[ Hy4ke [IIHOYyTBOPEHHS

[TonepenHs pe3epBariis

JlonaTkoB1 / 1onoBHIOKOY1 / 3aMIHAOY1 TIOCTYTH
PO3BUTOK «HEMIKOBOTO» IMOTIUATY

HenoBuuit poOouMii ICHb

O0’e1HaHHS 3yCHIIb

AyTCOPCHHT

[TonepeaHs mAroTOBKA

3aJly4eHHS CIIOKHUBAY1B

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Knacudikauiga nocnyr

@ K.e.H. luma Onekcannp Onekciiitosuy KHEY /




Tunn nocnyr

® J[110BI1
® BupoOHui (pEMOHT, J13UHT 1HXHUHIPUHT )
® Po3noauisyl (TOPriBis, TPAHCTIOPT, 3B S30K)
® DynkIioHaIbHI (KOHCAITUHIOBI, (DiHAHCOB1, 0AHKIBCHKI,
MapKETUHIOBI, pEKJIaMH1, CTPaxoBi)
® ComianbHi (0CBiTa, KyIbTypa, paglo. TenecbaueHHs,
MEIUIIMHA)
® [IpuBarHi

@® MacoBi ciokrBadl (opraHizaliis J03B1ULIS, KOMyHAaIbH1
IIOCJTYTH)

® [uauBiayanbsHi (MeauuHi, ICUXONOTTYHI, TYPUCTChKI)

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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[1inoBi Ta NpodeCINHI NOCNYrn
MapkeTuHr
Pekinama
MeHeKMEHT
JI13uHT
HaykoB1 1ociiiKeHHS
[HdopMaritHl mocayru
KoHcynpraliiiii nociayru (BUpoOHUIITBO, (P1HAHCH..)
Aynout
FOpuanuyH1 MocIyru

JloricTuyH1 OCIIyTH

G k.e.H. [luma Onekcanap Onekcitosuy KHEY
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Knacuikauiqa nocnyr
3a CTyneHem BIOYYTHOCTI

® [locayru, HampaBieH1 Ha JIIOJUHY
® I[locayru, HampaBieH1 Ha BJACHICTh JIIOJIMHHU
® [locayru HampaBJI€H]1 HAa CB1AOMICTb JIFOJIMHU

® [locayry, o 0a3yrThCa Ha 00poOIIl 1HPOPMAILTIT
(HeB1I4yTHI 11 3 HEBIAYYTHUMH 00 €KTaMu )

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY




|lHLWI KnacudoikauivHI O3HaKU |

® 3a cnoxuBayamu (IAIPUEMCTBO, CYCIIIbCTBO,
JOMOT'OCIIOAAPCTBO)

® IIpusHadyeHHs (PO30OALIBYI, CYCIUIbHI, CIIOKHBYI)

® IlepeBaxkarounii pecypc (KamTaaoMICTKICTh, TPYAOMICTKICTb,
IHTEJIEKTYaJIbHICTB )

® CekTop eKOHOMIKH (H00yBaHHs, 00OpOOKa, MOCIIYTH,
BUPOOHUIITBO /CEPBIC, 11710B1/CHOKHUBYI )

® I[un (koMepIiiiiHil, HEKOMEPIIIiH1)
® Cryninb BiguyTHOCTI (MaTepiajbHi, HeMaTepiajbHi)

® Micue HagaHHA (CcepeaoBHINE MOKYIII, cepeIOBUIIE
BHUPOOHHUKA, HEUTPAJIbHA TEPUTOPin)

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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|[HLLI KnacuaikauinHI 03HaKu ||

® CnpsMoBaHicTb Aii (TiJI0O MOKYNIs, MAaliHO MOKYIIIIS,
HeMAWHOBI AKTUBM NMOKYIIS, CBiIOMICTH NOKYIIIIS )

® KumMm Hagaetwes (roguHa (KBajal(piKoBaHa.
HeKBaJl(h1koBaHa), 00jajHaHHs (aBTOMAaTUYHE,
KOHTPOJIbOBaHE) )

® Metoa HagaHHs (ITIOTOKOBA JI1HIS, CAMOOOCITYTOBYBaHHS,
1HAMBIIYaIbHUM I1AX1]1)

® CrTyniHb KOHTAKTy MK IPOAABIIEM Ta MOKYMIIEM (BHCOKa
KOHTAKTHICTh, HU3bKa KOHTAKTHICTH )

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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|[HLWI KNnacuikauinHI o3HaKku Il

® Yacrora HajaHHS NOCJAYIH (MOCTiiiHO 0THOPa30B0)
® IIpuitHATTS pillICeHHS NEPCOHAJIOM (BHCOKA, HU3bKa)

® MoxnuBicTh MOJM(IKALIl TOCTYTH (BUCOKA, HU3bKA)
® KosmmBaHHS TONUTY (BUCOKHM, HU3bKHM )

® KiIbKICTh TOYOK HaJlaHHS Iocayru (oaHa, 6araro)

® Xapakrtep B3a€EMOJil 3 CMOKUBAYAMHU MOCTYT
(bopMmanabHuii, MOOYT10Ba CTOCYHKIB)

® [IpuHiun HagaHHAa (CaMOOOCTyroByBaHHs, CITIJIbHA
ISUTBHICTH CEPBICHOTO MIAIIPUEMCTBA Ta ITOKYIILIS )

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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Buan mapkeTUHroBux npono3nLin

® Yuctuu ToBap

® Yuctui ToBap 3 10AATKOBUMHU IOCIyTraMu
® I'16pun (pectopan, 50/50)

® HapaHHs mociayr 3a IONOMOTOK TOBapiB
® Yucra nmocayra

Q k.e.H. [luma Onekcanap Onekcitosuy KHEY




P13nkn Ha pUHKY nocnyr

® BukoHaBUYMU PU3UK

® D13uYHUN PU3UK

® DiHaHCOBUH PU3HK

® [IcuxoyOr1YHUN PU3UK
® CorlanbHAN PU3HK

® Pusuk BTparu yacy

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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PeryntoBaHHA pUHKY Nocnyr

® HamionainpHi
® /[BOCTOpOHHI
® bararocTtopoHH1 (MiXKHApO/IH1)

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY
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KpuBI XXUTTEBOTO LMKy TOBaApPYy
Ta CynyTHIX Nocnyr

18
161

YXH3HEeHHbIA
uukna ycnyr

COLIT B feHEXHOM BLIPDAXEHUM, 10NN,

Xu3HeHHbIH
UMKA TOBapa

2 3 4

~ - - - + 4 -~ >
5 6 10 11 12 13 14 Topw

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY




ETanu XXUTTeBoro UMKy
CepBICHUX NoCnyr

® Etan mBHAKOro 3poCTaHHs (Bl MOMEHTY IIE€pPIIOTO
IpOJaXy A0 €Taly 3pOCTaHHS 00CIATy IpOoAaxK TOBapy).

® Ilepexiaauii nepiof (BiJ MOYaTKy pOCTy 00CsATy 30yTy
TOBApY J0 1KY HaJIaHHS CEPBICHUX IOCIIYT).

® Ertan 3puiocTi (Big MOMEHTY HIKOBOI'O 3pOCTaHHS
HaJIaHHS IIOCIYT 40 OCTaHHLOIO MPOAAXKY TOBapY ).

® Ertan cnany (Big MOMEHTY OCTaHHBOIO MPOJIAKY
TOBapy 10 MOMEHTY 3aKIHUCHHS CIIO)KUBAHHS TOBApY
CIIO’KMBaYaMHu ).

@ k.e.H. [luma Onekcanap Onekcitosuy KHEY




Tema 3

Mojie1 MApKETHUHTY ITOCITYT

@ k.e.H. luma Onekcannp Onekciiiosuy, KHEY /




KoHuenuna Toeapy
(TpwW piBHI TOBaApPY)

Toeap c
noakpenneHuem

Toeap B peansHoM
NCNONHEHUN

MocnenpogaxHoe
obcnyxmBanue

Tosap no 3ambicny

Mapo4Hoe
Ha3BaHue

YnakoBka

OcHoBHas
BbIroaa unu
ycnyra

MoHTax

KayecTtBO

Ceouncrsa

BxewHee
odopmneHve

MocraBku n
KpeauToBaHue

@ k.e.H. [{luma Onekcanap OnekciioBuy KHEY
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[Tponec HagaHHA NOCIYTH (PO3MIHPEHHH )

_.,/\

N

IIOCIYTH

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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HaHBYKYOMY CEHC1
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[Iponec HamaHHA PesyaeTat HagaHHA
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PaTtmena

Martepiaabni
TOBapH

Bupoommrso

'

Mapxerwsr

'

ITocayrm

Moaenb MmapKeTuHry nocnyr x.

Maprerwsr —

oW W g MOYoT N

'

Crnozxmneansa

Cnozxuesansa

X

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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B3aemoaia cmoxHBa49a Ta
BHPOOHHKA HOCTYT




SERVUCTION
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back-office |=———= front-office
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"—"" bad NP

Cnoxupau

" CepsicHe

Hepuauma L~7| CEpelOBHILE
JacTHHHA \

oprasizamii
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TeaTp nocnyr

Performance

Audience

Source: Adapted from Grove, Fisk and Bitner [1992].

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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MapKeTUHroBMN TPUKYTHUK

Komnariz-
MersmaoseET

[Tepcorat
Texroaoriz
Toeapr Texromorta
JHaHEHR
Crosamant -
Cnosamant
TrimepaxmusHi
MapremuHz

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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Bzaemomiroui |Tum OCHOBHI [Tosgcuennsa
eJIIEMESHTH MapKeTHHIa  |pO3B'SI3yBaHI
NUTAHHS
«KoMmmaHis1-  |30BHIIIHIM [{iIHOYTBOpEHHS, 3vend, mo (pipmMa BUTpavae Ha
CHOKUBAY»  |(TpaguIiHUI) |[KOMYHIKAIIL, BCTAHOBJICHHS OUIKYBAaHHS CBOIX KJIIEHTIB 1
MapKETUHT KaHaJIu OOILISHKH MO0 TOTO, SIK Il OUIKYBaHHS
PO3MOBCIOKCHHS,  |OVAVTH 3aJOBOJICHI. Y ¢l KOHTaKTHH. [[]o
IPOIOHOBaHA BIAOVBAIOTHCS IO MOMEHTY HaJJaHHS
IOCITyTa HOCITYTH MH MOKEMO BITHECTH 10 (PYVHKITI
30BHIITHHOTO MApPKETHHTY.
«Kommaniga- |BaytpimHiii — |MoTusaiis ODVHKIII MEHEPKMEHTY KOMIIaHIi.
HePCOHA»  |MapKETUHT MepCOHATY Ha HanpagpieHna Ha iepcoHaL, IMo/10
AKICHE 3a0e3IeUCHHS YMOB BHKOHAHS JaHHX
00CIIYTOBYBAHHS CHOKUBAUy OOIISTHOK: BepOyBaHHS,
CIIO’KUBAUIB HaBUYAHHS, MOTHBAIIiSI, BUHATOPOJa Ta
HaJaHHA 00JIaTHAHHS Ta TeXHOJIOr. bes
HIITPUMKH CIIBPOOITHIB KOMIaHIi
(00CIYTOBYIOUOTO IEPCOHAITY ), KOMITAHI1S
HE 3M0’KEe BUKOHATHU OOIISHKY 1 CTapaHHO
noOVAOBaHUI TPUKYTHHK OV/Ie
3pYIHHOBAHUIL.
«ITepconan- |IntepaktuBHu |KoHTpousb akocTi  |OOIISHKH, TaHI CIIOKUBAUY, BHKOHYIOThCS
CIOKMBAuU» Il MADKETHHT  |HAJIaHHS 3aBJISIKH [TO€THAHHIO CIIIBPOOITHUKIB
HOCIIYTH, KOMIIaHii, TEXHOJOT1ii, CYOIMIAPSTHUKIB Ta
BCTAHOBJICHHS areHTIB. JIKINo OOIIIHKY He Ovae
TPUBAIMX BITHOCHH |TOTPUMAHO, KII€HTH 3aIHIIATHCS
HEBJIOBOJICHI 1 B KIHIIEBOMY MIJICYMKY
3aJIHIIATh KOMIIAHIKO Ha KOPUCTH IHIIOTO
HOCTauaIbHIKA TIOCYT.

k.e.H. [luma Onekcanap Onekciitouy, KHEY




The Links in the Service-Profit Chain

Operating Strategy and

-

0 jcb design
D employee selection
and development
D employee rewards
and recognition
O tools for serving customers

results for customers

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY

L2 repeat business
O referral

U service designed and delvered to
meet targeted customers' needs

Service Delivery System
\ 3
Employee Revenue
| Retention Growth
Internal B External
e Employee I o Customer Customer
Service > : : Service > :
Quality Satisfaction Value Satisfaction Loyalty
Employee A

Productivity ™ Profitability

Dworkplace design O service concept: 2 retention




Jlekuiqa 4

CTBOpPEHHS CEPBICHOTO
[IPOAYKTY

@ K.e.H. Jluma Onexcan ap OunekciiioBuy, KHEY /




CepBICHUX NpOoAYKT

® CepBICHUI POAYKT BKITIOYAE B CEOC yC1 EIIEMCHTH
CEPBICHOTO TPECTaBICHHS. MarepiajbHi 1
HeMarepialibHi. SIK1 CTBOPIOIOTH LIHHICTh A1
CIIO;KMBaAyYa.

® CepBICHUI KOHIECOT MPEACTABICHUM:
® KIIr04OBHUM IPOIYKTOM
® Ta n1ogaTKOBUMH \ JOIMOBHIOIOUMMH HOCITyTaMHM

Q k.e.H. [luma Onekcanap Onekciitouy, KHEY
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® KiIrouoBUM IPOAYKT

® [leHTpadbHUI KOMIIOHEHT, III0 BUPIIIYE MOTPEOY
CIIOKHABAa4a

® /lomaTkoBHii CEpBIC

® J[OIOBHIOE KIIFOUOBUU IPOJYKT. [lonermnye noro
CIIO’KMBAaHHS Ta I ABUIIYE HOTO IIHHICTh

® Ilpouec oOcayroByBaHHs
® IIpoiiec HaaHH KIFOYOBOI Ta JOAATKOBUX MOCIYT

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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® [Ipu nnanyBanH1 mocayr, TpeOda BIAIOBICTA HA HACTYIIHI
ATAHHS:

® SIK pi3HI KOMIIOHEHTH NOCIYTH (CEPBICHOI MPOIO3UIIii)
[OCTAYa0ThCs CIIOKHUBAUY

® ‘Iky poiib B IbOMY IPOIIEC] 3aiiMa€e CIIOKHUBAY
® SIK JOBro mpoaOBXKYyEThCS 00CTYTrOBYBaHHS
® PiBeHb Ta “CTUIIB’ 00CITYTOBYBaHHS

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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[pouec

Looamkosi nocnyau, 06Cr1y208y8aHHS

K HadarombCcsa ma

SK rnocmadyaromescs?

PiBeHb
cepsicy

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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OCHOBHMH Ta JOAATKOB1 HPOAYKTH

bizHec-
LEHTp

TenedoH

e k.e.H. Jluma Onekcannp Onekciiiosny KHEY




Iadopmarrin

PaxyHok KoHcyipTanis

BucraBiienus ‘ _
) IIpuiioMm 3aMOBJIeHHS
PaXyHKa s -

BukiroueHHs I'ocTMHHICTD
BinmoBimajinHe
Kou: 30epiraHHA
[Tonerurytodi nociayru Besmeka

Posimproroui 11ociyru

a k.e.H. [luma Onekcanap Onekciitouy, KHEY
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l[HpopMaUif

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY

Direction to service site
Schedules/service hours
Prices

Reminders

Warnings

Conditions of sale/service
Notification of changes
Documentation
Confirmation of reservations
Summaries of account activities
Receipts and tickets




@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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[lpunom 3amMoBNEHHA

Applications
Memberships in clubs/programs
Subscription services (e.g., utilities)
Prerequisite based services (e.qg.,
financial credit, college enrolment)

Order Entry
On-site order fulfillment
Mail/telephone/e-mail/web order

Reservations and Check-in
Seats/tables/rooms
Vehicles or equipment rental
Professional appointments




PaxyHOK

Periodic statements of account activity
Invoices for individual transactions
Verbal statements of amount due
Self-billing (computed by customer)
Machine display of amount due

e k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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e k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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3OIMCHEHHA NNaTexXy

Self-Service
Insert card, cash or token into machine
Electronic funds transfer
Mail a check
Enter credit card number online

Direct to Payee or Intermediary
Cash handling or change giving
Check handling
Credit/charge/debit card handling
Coupon redemption

Automatic Deduction from Financial Deposits
Automated systems (e.g., machine-readable
tickets that operate entry gate)

Human systems (e.g., toll collectors)




KoHcynbTauis

Customized advice

Personal counseling
Tutoring/training in product use
Management or technical consulting

6 k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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[ OCTUHHICTb

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY

Greeting

Food and bheverages

Toilets and washrooms

Waiting facilities and amenities
Lounges, waiting areas, seating
Weather protection
Magazines, entertainment, newspapers

Transport

Security




-

3abe3neyeHHa becneku

Caring for Possessions Customer Bring with Them
Child care, pet care
Parking for vehicles, valet parking
Coat rooms
Baggage handling
Storage space
Safe deposit boxes
Security personnel

Caring for Goods Purchased (or Rented)
by Customers
Packaging
Pickup
Tranportation and delivery
Installation
Inspection and diagnosis
Cleaning
Refueling
Preventive maintenance
Repair and renovation

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY




BUkto4YeHHS

Special Requests in Advance of Service Delivery
Children’s needs

Dietary requirements
Medical or disability need
Religious observances

Handling Special Communications
Complaints

Compliments
Suggestions

Problem Solving
Warranties and guarantees
Resolving difficulties that arise from using
the product
Resolving difficulties caused by accidents,
service failures

Assisting customers who have suffered an
accident or a medical emergency

Restitution
Refunds and compensation
Free repair of defective goods

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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® Pi3H1 IOCIYTd MaroTh P13HY KUIBKICTh JOTTOBHIOIOUHX
CJIEMEHTIB

® BuHCOKOKOHTAKTHI IIOCIYTd MAKOTh O1IbIIE JJONOBHIOKYUX
€JIEMEHTIB

® Ha Kko)XHOMY BHIIIOMY PiBHI OOCITYTOBYBaHHS 3 ABIISETHCS
OLTBIIA KUTBKICTh JIOJATKOBUX MOCITYT

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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Po3pobka HOBOro cepsicy

3MiHa mpolecy 00CIyroByBaHHS
BrockoHasieHHs ipoiiecy 00CIyroByBaHHS
BrnockoHaneHHs 10AaTKOBOTO CEPBICY

Po3iinpeHHs: acCOpTUMEHTY MTPOTYKTIB
Po3iinpeHHs KUTbKOCT1 cioco0iB 3a/10BOJIEHHS TOTPEOU

@ K.e.H. [{luma Onekcanap OnekciitoBuy, KHEY /




Jlekuia 5

Po3zmomin

@ k.e.H. luma Onekcannp Onekciiiosuy, KHEY /




Pos3noain y cdepi nocnyr

® YV cdepi mocayr He BIIOYBAETHCS PyXy MareplaibHUX OJiar

® Jlocsig, pilieHHs, IPEACTABICHHS HE 30€pIraloThCs 1 HE
“(h13MYHO HABAHTAXKYIOTHCS

® VYce OubIIa KUIBKICTh HOCIYT IMIOCTAYAETHCS YePE3 CICKTPOHH]
KaHaJIu

"Thanks, but I'd rather get my
financial advice off the Internet."

@ K.e.H. [{luma Onekcanap Onekcinosny, nmc y
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Po3noain B cdepi nocnyr

Availability of Service Outlets

Type of Interaction between Customer and Service Organization

Bus service
Fast-food chain

Mail déiivw
Banking'branch-network

Broadcast network
Téleghohe?combah:yf

6 k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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IHTEpHET

@ k.e.H. luma Onekcannp Onekciiiosuy, KHEY /




Pos3noain gogaTtkoBux NOCNyr B
MepeXi I[HTepHeT

® buiblICTh JOAATKOBUX MOCIYT MOBs3aH1 3 1H(HOPMAILIER0

® [l1 mocayru MOXXyTh HajaBaTUCS Yepe3 Mepexxy IHTepHeT:
® [Hdopmarrs
® KoHcynpraliii
® I[lpuriom 3amMOBIIEHHSA
® PaxyHOK
® [lmarix

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




: INFORMATION
.  PROCESSES

Information

Payment Consultation

Billing

Core | ‘ Order-Taking

Exceptions Hospitality

Safekeeping

PHYSICAL
PROCESSES

k.e.H. Jluma Onekcanap Onexciiopuy, KHEY




TexHonorl!

® TexHOJIOr1IYH1 IHHOBAI1
® Cwmaprdonu, [HTEpHTE JOCTYMHI Mal>Ke CKP13b
® Po3zmizHaBaHHSA TOJIOCY
® BcO-calitu
® CmMmapr-KapTKu
® EnexkTpoHH1 KaHaIH MOXYTb IIO€IHYBATUCH 3 (b13MYHUMH,
a00 ITOBHICTIO 3aMIHUTH iX

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Ponb nocepegHuKiB

@ k.e.H. luma Onekcannp Onekciiiosuy, KHEY /




As created by
originating firm

"\,/

Core Product

As experienced
by customer

/2

As enhanced
by distributor

Total experience

Supplementary
and benefits

services

e k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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OpaH4Yan3nHr

® [lonynapHi cnocib nownpeHHs eeKTUBHOI KOHLUENLIT
obcrnyroByBaHHS, 6€3 3Ha4YHMX rPOLLOBUX BKadeHb

® OpaHyaisep 3abesnedye NiaArotToBky kagpis, obnagHaHHA Ta
MapKETUHIOBY NMiATPUMKY.

® ®paH4yausi iHBeCTye Yac i piHaHCK, | JOTPUMYETLCS NpaBun
3aknageHux ®dpaH4yansepom.

a k.e.H. [luma Onekcanap Onekciitouy, KHEY
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B YoMy cknagHICTb LIHOYTBOPHHA

® CkiaaHllIe po3paxyBaTh BUTPATH HA HaJJaHHS MTOCIYTH

® BUHUKAIOTH CKJIAJHOCTI 3 BUSHAUYEHHAIM OIUHUIN
nocayru. Benuka KiIbpKICTh 3MIHHUX / CUTyaTUBHUX
(axTOp1B

® dakTop yacy — nociyra Oyae HIHHIIIOK 32 YMOBH
IPHUCKOPEHOTO OOCITyTOBYBaHHS

® KilleHTH Ba)KKO 3p0O3yMITH OOIPYHTOBAHICTH I[1IHU

® Burpary Ha mocCayry BBaXarThCd PU3NKOBAHUMU

® ETunuH1 npo0aeMu IHOYTBOPEHHS

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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3aBOaHHS LIHOYTBOPEHHS

® [IpudOyTOK
® Ilokputrsa 3arpar
® CTaOuUTbHUH ITOOUT

Maxkcumizaiisi HonuTy
3aBaHTAXKEHHS ITOTYKHOCTEH

® IloOynoBa KJI1€EHTCHhKOI 0a3u
CTuMyIIIOBaHHSI OTPUMAaHHS TPOOHUX MOCITYT
3aBOIOBAHHS PUHKOBOI YaCTKH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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PRICING STRATEGY

COMPETITION
COSTS VALUETO CUSTOMER

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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MeTogu LIHOYTBOPEHHSA

® BuTparHi METO/IM [IIHOYTBOPEHHS
® [[iHOyTBOpPEHHS BUXOJISIUU 3 BUTpAT
® Activity-Based Costing

® IlinHIiCTE

® KoHIKpeHIisa
® DBCTaHOBIICHHS MTapajeiibHO 3 KOHKYPEHTAMU
® IliHoBwUII MiAEp

6 k.e.H. [luma Onekcanap Onekciitouy, KHEY
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3arpartu

® TpagumiHUM MAX11 10 HIHOYTBOECPHS
® OCHOBHUM aKIIEHT POOUTHCS Ha 3aTpaTax
® [[iHHICTB JJI KJIIEHTA MOXKE OYTH IIPOITHOPOBaHA

e ABC

® BpaxoByeTbCs BUTPATH Ha oneparlli sKi HeoOX1IH1 A1
BUPOOHHUIITBA TOBAPY YU IMOCTYT

® /lns cnokuBada Ma€e 3HAYCHHS! HE BUTPATH TOHECEHI
Ha OTPUMAaHHA NOCHYTU. Foro 1ikaBuTh OTpruMaHa
I[IHHICTb.

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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LIIHHICTb

® OOMIH IHHOCTSIMU B1IOYJIETHCS 32 YMOBU
OTPUMAHHS CIIOKUBAYEM O1IbIIIOT LIIHHOCTI

® UYucra minnicts (Net Value) =
[lepenbayyBaHi BUroam Ans KrieHrta
(Gross Value) miHyc BuTpaTm (rpodui,
4yacy, NCUxXonoriyHi Y gpisnyHi 3ycunns)

® Poarnsgalym Nocnyrin KOHKYpPeHTiB,
KIiIEHTM B OCHOBHOMY BPaxOBYOTb OYUCTY
LIHHICTb

Perceived “
Benefits

———

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY %
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Yield Management

e Pricing strategy that allows marketers to vary
prices based on such factors as demand, even
though the cost of providing those goods or
services remains the same

@ Designed to maximize sales in situations such as
airfares, lodging, auto rentals, and theater tickets

where costs are fixed

@ Dr. Olekrandr Dyma, KNEU-Bremen
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‘\ ‘4 ‘\ ‘1 Price = $x
g <

YMS varies price to fill capacity
(adjusts price to increase demand to
meet supply)
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3aBOaHHA o151 MeHemkepa

® IloTpiOHI eeKTUBHI KOMYHIKAIII JJ1 JJOHECEHHS 1HPOopMallli Ipo
IIHHICTh A0 KJIIEHTA
® 3HIDKEHHS BUTpPAT Ha IOIIYK, KYIIBIIO Ta CIIOKUBAHHS
e Cut time spent searching for, purchasing and using service
® 3HWXKEHHS HE(IHAHCOBUX BUTPAT
® Burparu yacy
® ®i3uyHI Ta ICUXOJIOTIYHI BUTpaTU
® C(CeHcopHi BUTpaTy (HEMpUEMHI 3HAKHU, 3BYKH, BITIYTTS, CMaK Ta 3amax)

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Search Costs* - Purchase
— R operatngCosts
- Incidental Expenses

Purchase and

s Evsne [r—r——
Costs
* Includes all five
Post Purchase ——
. ——— Problem Solving

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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Which clinic would you patronize if you needed a chest x-ray

(assuming that all three clinics offer good technical quality)?

Clinic A
* Price $65
* Located 1 hour away by car
or transit

* Next available appointmentis in 3
weeks

* Hours: Monday — Friday, 9am — 5pm

» Estimated wait at clinic is about 2
hours

* Price $125

* Located 15 min away by car
or transit

* Next available appointmentisin 1
week

* Hours: Monday — Friday, 8am
—10pm

* Estimated wait at clinic is about 30
to 45 minutes

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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KOHKYpeHTIr

Bucok1 HELIHOBI BUTPATH, OB si3aH1 3 BAKOPUCTAHHS
aJbTEPHATUB

OcoOHCTI BITHOCHUHH
Bucoka 111Ha nepeKkIroYeHHs
Yacosi Ta perioHaabH1 0OMEXKEHHS

MeHemkepy MOBUHHI HE TUIBKU JUBUTHUCS HA I[1HU B
KOHKYPEHTA, aji¢ i BUBUMTH BC1 IIOB 's3aH1 3 IIUM
(b1HaHCOBI Ta HE(PIHAHCOB1 BUTPATH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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YnpaBriHHA NPUOYTKOBICTIO
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® Pi13HUM cerMeHTaM - P13H1 [[IHU HA TOW CaMHUU MPOTYKT

® Ilpairoe Ha TUHAMIYHUX PUHKAX, JI€ MIOIUT MOXKE OyTH
pO3A1JIcHA Ha P13HI I[IHOB1 “KOP3UHU BIAIIOBIIHO J0
I[IHOBO1 Yy TJIMBOCTI1

® Bumarae 11HOB1 M€XI1 JIJIS1 3aI1001TaHHS KJIIEHTIB B OJTHOMY
I[IHOBOMY CETMEHTI B1J IIOKYNKHU IMOCIYT ACIICBIIE, HIXK TI
T'OTOBI ILJIATUTH

® BUKOpHUCTOBYIOTHCA MaT€MaTHYH1 MOJIENI1 JJ1s1 BUBYCHHS
ICTOpUYHUX JAHUX 1 1HPOpMaIIli B peaJIbHOMY Yacl I
BU3HAUYECHHS B1ANOBIIHOI I[IHU

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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Physical (product-related) Fences
¢ Basic product

* Amenities

e Service level

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY

Class of travel {business/economy class)
Size of rental car

Size and furnishing of a hotel room

Seat location in a theater or stadium

Free breakfast at a hotel, airport pick up, etc.
Free golf cart at a golf course
Valet parking

Priority wait-listing, separate check-in counters with no or
only short queues

Improved food and beverage selection
Dedicated service hotlines
Personal butler




Non-Physical Fences
Transaction Characteristics

* Time of booking or reservation * Discounts for advance purchase

* Location of booking or reservation * Passengers booking air-tickets for an identical route in
different countries are charged different prices.

* Customers making reservations online are charged a lower
price than those making reservations by phone

*  Flexibility of ticket usage » Fees/penalties for cancelling or changing a reservation (up to
loss of entire ticket price)

* Non-refundable reservations fees

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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Consumption Characteristics
* Time or duration of use * Early bird special in a restaurant before 6:00pm
* Must stay over a Saturday night for an hotel booking.
* Must stay at least for five nights
* Location of consumption * Price depends on departure location, especially in

international travel.

* Prices vary by location (between cities, city center versus
edges of the city)

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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Buyer Characteristics

* Frequency or volume of consumption Member of certain loyalty-tier with the firm

(e.g. Platinum member) get priority pricing,
discounts or loyalty benefits

* Group membership * Child, student, senior citizen discounts
» Affiliation with certain groups (e.g. Alumni)
* Corporate rates

* Size of customer group * Group discounts based on size of group

* Geographic location * Local customers are charged lower rates than tourists
* Customers from certain countries are charged higher prices

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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PRICE

PER
SEAT
1% Class
Full Fare Economy (No Restrictions)
1-Week Advance Purchase
1-Week Advance Purchase, Saturday Night Stayover
3-Week Advance Purchase, Saturday Night Stayover
3-Week Advance Purchase, Saturday Night Stayover, $100 for changes
Specified flights, book on Internet, no changes/ refunds
Late Sales through
Consolidators / Internet,
no refunds
St 4
Capacity of 1 NO. OF SEATS DEMANDED Capacity of Aircraft
Class Cabin

* Dark areas denote amount of consumer surplus {goal of segmented pricing is to reduce this)

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY




Pricing in the internet
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Today’'s New Pricing
Environment

e Dynamic Pricing, charging different prices
depending on individual customers and
situations

® Dynamic pricing on the Web allows
SELLERS to:
® Monitor customer behavior and tailor
offers.

e Change prices on the tly to adjust for
changes in demand or costs. -

® Aid consumers with price comparisons.
e Negotiate prices in online auctions ancf

%
exchanges. \ 2’
@ Dr. Olekrandr Dyma, KNEU-Bremen o




Online travel seller Orbitz
guarantees the lowest price

icrosoft Internet Explorer o

File Edit VYiew Favorites Tools Help la.

eBack v Q @ @ \:'/h pSearch *Favorites aMedia @ 8' ; ¥ LJ ﬂ

Go links &) Google @] Interactive Weather Satelite & National Weather & eBay & The official U.S. time

: Address I@ http:,f,fwww.orbitz.com,fnpp,fGetDealsDetaiIsContent?deaI,E -

el

Welcome to Orbitz. Signin | Register now

TGRBITZ ... ...

Quick My Trips ' My Account News &
Search T [ MY STUFF ‘ Guides

> & FIND FLIGHT DEALS

N - ‘\' - DL J \ l \ = City name (e.g. Boston), or aiport code

LUW FARE ERUMISE 2

From \ \
FM “l.h City name (e.g. Chicago), or airport code
Orbitz is the first travel agency to announce a Low Fare Promise 10D ‘ ‘
available to all travelers who book flights on any of the site's 455 aitlines.
Orbitz's new low fare commitment joins the established OrbitzSaver Low Leave: Return:
Rate Guarantee to offer travelers assurance that flights and hotels - Nov 2004 - Nov 2004
available on Orbitz.com represent the Internet's best prices. ov 0¥

Su Mo Tu We Th Fr Sa Su Mo Tu We Th Fr Sa
irine and flight 1.2 3 4 5 6 1.2 3 4 5 6
reservation that is at least $5 less, excluding service fees, than what they 174 % 198 13 1; % % 1"; % 1% 13 :; :g g -
purchased on Orbitz.com, Orbitz will compensate the traveler with a $50 212 B 2425 822 21 2 B 24 B B T
coupon per ticket redeemable for future travel. B2 2 20 2 2 =
To benefit from Orbitz's Low Fare Promise, customers should fill out the
online claim form found at Orbitz.com under the "My Trips" tab by midnight
Central Time on the same day they purchased their ticket on Orbitz. Valid Travelers [up fo 3]
claims will receive a coupon in the amount of $50 for every ticket in the . "
Orbitz reservation, which is redeemable on any future flight, hotel, rental dult (e s enion GEX) o (2 EN T 2
car or vacation package purchased on Orbitz.com. 0 ]v
The newv fare promise applies to published airfares, including web fares, C LG
purchased on Orbitz.com and Orbitz for Business, and is valid with
domestic flight reservations only. Restrictions apply and terms and \
conditions are included below.
E-mail this deal to a friend Fares include service fee M
&) Done ® Internet

Dr. Olekrandr Dyma, KNEU-Bremen
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KommyHIKalii
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® [lo3uiionyBaHHA Ta AU(EPEHIIFOBAHHS

® Jlommomora KJII€EHTY OIL[IHUTH MPOIIO3MIIIIO 1 BUILIATH
B1AMIHHOCTI BiJ] KOHKYPEHTIB

® 30uIbllIeHHS BHECKY IepcoHany 1 back-office

® CTBOpEHHS JOAATKOBOI IIIHHOCTI

® Jlonatu BapTOCTI Yyepe3 3B'I30K 3MICTY

® ChpusiHHS y4acTl KJIIEHTA B IIPOLIEC1 0OCIYyTrOBYBaHHS

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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[Tpobnemwu

e May be difficult to communicate service benefits to
customers, especially when intangible

e Intangibility creates 4 problems:
® Generality

[tems that comprise a class of objects, persons, or
events

@ Non-searchability

Cannot be searched or inspected before purchase
® Abstractness

No one-to-one correspondence with physical objects
e Mental impalpability

Customers find it hard to grasp benefits of complex,
multidimensional new offerings

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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Intangibility Problem Advertising Strategy
Incorporeal Existence Physical Representation Show Physical Components of Service

Generality:
* For objective claims System documentation Objectively document physical system capacity
Performance documentation Document and cite past performance statistics
* For subjective claims Service performance episode Present an actual service delivery incident
Non-searchability Consumption documentation Obtain and present customer testimonials
Reputation documentation Cite independently audited performance
Abstractness Service consumption episode Capture and display typical customers benefiting from the service
Impalpability Service process episode Present a vivid documentary on the step-by-step service process
Case history episode Present an actual case history of what the firm did for a specific
client
Service consumption episode An articulate narration or depiction of a customer’s subjective
experience

€D

Banwa Mittal and Julie Baker, Advertising strategies for hospitality sevices. Comell Hotel and Restaurant
Administration Quarterty, 43 (April 2002): 53. Copyright Cornell University. All rights resarved. Used by permission.
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Personal Sales Publicity & Instructional

Communications ARt Promotion Public Relations Materials SRt denign
s : Press ; X

Selling  — Broadcast — Sampling — R - Web sites — Signage = —

Custo.mer =] Print — Coupon  — e ] Manuals — Interior Decor —
Service conferences

Training  — Internet  — S = Special events — Brochures — Vehicles —

rebates
Telamarketing — Outdoor | — Gits: — | Sponsorship — EMS | | Equipment —
audiocassettes
* > > Prize Trade shows, Software 3
Word of mouth — Direct Mail — promotions Exhibitions. ] CD-ROM | Stationery —
Voice mail — Uniforms —

Key: * Denotes communications originating from outside the organization

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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Messages originating
within the organization

Messages originating
outside the organization

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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—Front line staff
——Service outlets
——Self-Service delivering points

—— Advertising

— Public relations
——Direct marketing
—— Sales promotions
— Personal selling
— Trade shows

— Internet

— Word of mouth
——Blogs

——Media coverage
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[Iponec
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® AJIroputm

® [lnanyBauHs

® Pe-nuzaiid

® KieHT ciiBBUPOOHUK
® CaM000CIIyrOByBaHHS

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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ANroputT™m
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® BigoOpakeHHS XapaKTEPUCTHUK 1 ITOCI1IOBHOCTI PI3HUX
€TarlB HAJIaHHS MTOCIYTH KIIEHTY

® Cnoci0 3po3yMITH 3arajlbHUN JOCB1J CIIOKUBaHHS
MOCIyTH

® BinoOpakae yyacTh KJIIE€HTA B IIpo1ieci 00CIyTrOBYBaHHS:
® di13uyHa y4acTh
® Bonomuus
® I[lotoku 1HDOpMalii
® [Icuxosoriynai BIAUyTTS

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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®i3n4yHa yyacTb

PEOPLE PROCESSING - STAY AT MOTEL

Park Car — Check In —_— — Breakfast —_— Check-out

A A
. Maid makes | . Breakfast
' up room ) . prepared )

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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BonoaiHHSA

POSSESSION PROCESSING - REPAIR A DVD PLAYER

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY

|

| (Later) Play DVDs
at home




-

[TlcnxiyHa obpobka

MENTAL STIMULUS PROCESSING - WEATHER FORECAST

o o e ——— — -y

Turnon TV, View presentation of
select channel : weather forecast
A
" Meteorologists input -
> data to models and create |- - VIeW presentation of
|

. forecast from output

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY

weather forecast

Confirm plans for picnic




l[HpopMaUif

INFORMATION PROCESSING - HEALTH INSURANCE

Learn about Select plan, Insurance Printed policy
2 —_— —_— — . —- =
options complete forms coverage begins documents arrive
f = ' :
WS, SEPRESTILINe Bl ; ;
. University and insurance company | ___ ' Customer information | _________ R -
| agree on terms of coverage | ; entered in database

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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[1TnaHyBaHHA
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1. BuzHaueHHs cTaHIapTIB 0OCIYTOBYBaHHS CIIO;KMBAa41B

. BuzHaueHHs (P13MYHHX JOKa31B

. BU3Hau€HHs1 OCHOBHMX 1M CIO’KHMBava

. JI1H1g B3aemoii

. Bu3HaueHHsI 0CHOBHMX JI1i1 00CIYyTrOBYIOYOIO IIEPCOHATY
. JIIH1g BUAMMOCTI

. HeBuaumi a1i 00CIyroByr04oro nepcoHany

. JIommoM1KH1 IIpo1iecH

. JlomompxH1 mponiecu 3a ydacTio I'T

O 0 31 O D K~ LW N

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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Front Stage

[
Make Reservation Valet Parking Coatroom
T — I — T —
Physical Evidence * Sound and Tone of Voice * Nature of Neighborhood * Coatroom
¢ Building Exterior * Employee
* Appearance of Employee * Other Coats

Line of Interaction

Contact Person —
Visible actions) @)~ AcceptReservation, Greet Customer.
Confirm Date, Time, Party Take Car Keys
\J . U o
k—l.me of Visibility
A
Contact Person
(Invisible actions) Check Availability, Take Car to
Insert Booking Parking Lot
WL B AL R oo L oo B e O
Physical Interaction . :
Maintain Reservation Maintain (or
System rent) Facilities
A
Supports i
Processes
o
=
S
(7]
-
[+]
©
@

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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Blueprinting The Restaurant
Experience: A Three-Act
Performance

® Actl: Introductory Scenes
® Act 2: Delivery of Core Product

Cocktails, seating, order food and wine, wine service

Potential fail points: Menu information complete? Menu
intelligible? Everything on the menu actually available?

Mistakes in transmitting information a common cause of
quality failure — e.g. bad handwriting; poor verbal
communication

Customers may not only evaluate quality of food and drink,
but how promptly it is served, serving staff attitudes, or style of
service

® Act 3: The Drama Concludes

Remaining actions should move quickly and smoothly, with no
surprises at the end

Customer expectations: accurate, intelligible and prompt bill,
payment handled politely, guests are thanked for their
patronage

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




Improving Reliability of
Processes by Failure Proofing

e Identify fail points

® Analysis of reasons for failure often reveals opl{{)ortunities for
failure proofing to reduce/eliminate future risk of errors

® Need fail-sate methods for both employees and customers

e Have poka-yokes to ensure service staff do things correctly, as
requested, or at the right speed
e Customer poka-yokes focus on preparing the customer for:
e The encounter
® Understanding and anticipating their roles
® Selecting the correct service or transaction

® See Service Insights 8.1 — Framework to prevent customer
failures

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




PeansanH
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Revitalizes process that has become outdated

Changes in external environment make existing practices obsolete
and require redesign of underlying processes

0 Creation of brand-new processes to stay relevant

Rusting occurs internally

0 Natural deterioration of internal processes; creeping bureaucracy;
evolution of spurious, unofficial standards

0 Symptoms:
Extensive information exchange
Data that is not useful
High ratio of checking or control activities to value-adding activities
Increased exception processing

Customer complaints about inconvenient and unnecessary
procedures

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Process Redesign: Approaches
and Potential Benefits (1)

e Eliminating non-value-adding steps

e Simplity front-end and back-end processes
with goal of focusing on benefit-producing
part of service encounter

® Get rid of non-value adding steps

® Improve productivity and customer
satisfaction

e Shifting to self-service

® Increase in productivity and service quality

® Lower costs

e Enhance technology reputation

e Differentiates company

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Process Redesign: Approaches
and Potential Benefits (2)

® Delivering direct service

Bring service to customers instead of bringing customers to
service firm

Improve convenience for customers

Productivity can be improved if companies can eliminate
expensive retail locations

Increase customer base

e Bundling services

Involves grouping multiple services into one offer, focusing
on a well-defined customer group

Often has a better fit to the needs of target segment
Increase productivity

Add value for customers through lower transaction costs
Customize service

Increase per capita service use

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




Process Redesign: Approaches and
Potential Benefits (3)

e Redesigning physical aspects of service processes

e® Focus on tangible elements of service process; include
changes to facilities and equipment to improve service
experience

Increase convenience

Enhance the satisfaction and productivity of frontline staff
Cultivate interest in customers

Differentiate company

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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CniBUpOOHNLTBO
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PiBeHb y4acTi cnoxuBada

o 3levels

e Low — Employees and systems do all the work
Often involves standardized service
® Medium - Customer helps firm create and deliver service

Provide needed information and instructions

Make some personal effort; share physical
possessions

e High — Customer works actively with provider to
co-produce the service

Service cannot be created without customer’s
active participation

Customer can jeopardize quality of service
outcome (e.g. weight loss, marriage counseling)

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




Customers as Partial Employees

e Customers can influence productivity and
quality of service processes and outputs

e Customers not only bring expectations and
needs, they also need to have relevant service
production competencies

e Customers also need to be recruited as they
are “partial employees”. Firms need to get
those with the skills to do the tasks

e For the relationship to last, both parties need
to cooperate with each other

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY




CamoobcrnyroByBaHHS
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@ Ultimate form of customer involvement

e Customers undertake specific activities using facilities or systems
provided by service supplier

e Customer’s time and effort replace those of employees

e.g. Internet-based services, ATMs, self-service gasoline
pumps
® Information-based services can easily be
offered using SSTs

® Used in both supplementary services and delivery of core
product

e.%. eBay — no human auctioneer needed between
sellers and buyers

e Many companies seek to encourage customers
to serve themselves using Internet-based

self-service
e Challenge: getting customers to try this technology

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY




Psychological Factors Related to the use of SSTs

e SSTs advantages
® Time savings
Cost savings
Flexibility
Convenience of location
Greater control over service delivery
e High perceived level of customization

e SSTs disadvantages

® Anxiety and stress experienced by customers who are
uncomfortable with using them

® Some see service encounters as social experiences and prefer to
deal with people

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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CepenoBuilie
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Beyeps B HeOI

® YoMy Jroau IJIaTITh TUCSIY1
n0aapiB, o0 1Mo0011aTn?

® Cepenosuille (Servicescape)!

® Crio’kuBad OTpUMYE
VHIKAJIbHY MOKJIUBICTb
10001/1aTH YU MOBEUEPSATH Ha
BucoT1 100 m.

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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[ YPTOXUTOK
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3aBaaHHSA “cepenoBuLLa”

® CdopmynroBaTy MOBEAIHKY CIOXKKBaya Ta MOro “M0CBIa”
® CurHayiu: BIHOOPaKEHHS XapaKTepy Ta IKOCTI 00OCITYTOBYBaHHS

® VBara: BUJUIMTHUCS 3 KOHKYPEHTIB 1 IPUBEPHYTH KIT1€EHTIB 3
[[UJIBOBUX CETMEHTIB

® [locuiieHHs e(hEeKTy: BUKOPUCTAHHS KOJIbOPIB, 3BYKIB Ta (DOPM 1S
MOCUJICHHS €(DEKTY B1JI MOCIYTH

® I[ligTpuMKa IO3MILIIOHYBAaHHS Ta AUdEpeHIalll
® IlocuiieHHS LIHHOCTI MPOIIO3UIIIT

® CrpusiHHA MPOIECY 00CITYrOBYBaHHS Ta M1ABUIIICHHIO
IPOAYKTUBHOCTI

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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CnpusaHHA npouecy
oOCnyroByBaHHS

® [H(dopmyBaHHS CIOKHMBava

® VYMOBHU UIS 3aMOBJIEHHS
IIOCJIYTH

® VipaBiiHHS CIIOKHUBAaYaMU

@ k.e.H. Jluma Onexcanap Onekciviopuy, KHEY
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Bn3HayeHHAa ponen

® VHipopma
® BuuieHHS nepCcoHATy KOMITaHI1i
® (h13UYHI CUMBOJIOM, SIKUM BTUTIOE 1JI€aJIU TPYIIN 1 1i
aTpulyTH
® VY3roKye CTPYKTYpy CUCTEMHU 00CITyTOBYBaHHS
® 3a0e3neuye HUTICHICTh CIPUNHSTTS

® /loromarae B 00poTh0i 3 “IeBIaHTHUMM yYaCHUKaMHU
(criiBpoOITHHKAMH )

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[lo3MLIOHYyBaHHA Ta
andgepeHuiauis

® Kpaile oasraeHui nepcoHal
® Bkasye Ha BUIIY KBUTI(PIKAIIIIO
® Bunuii 1HTEJIEKT
® Buiny IHTEpaKTUBHICTB

® Kpame / cydacHillle yCTaTKyBaHHS BKa3y€ Ha BUIIY
SKICTh OOCIIYTOBYBaHHS

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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YnakoBka Ang rnocnyru

® OuiKyBaHHS KJI1€HTA

AN
"Sﬁ:o'ﬂ' 1LOOMIS BHHALIMOO| |
: Mlh
qureidale o AilEy
® Pusuk

® MiHIMI3y€ OUIKYBaHUH PHU3UK
@® 3HIDKY€E KOTHITUBHUM JUCOHAHC MICIIS
MOKYIKH

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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SOR model

® IIpocra, ane pyHgameHTalIbHA MOAEIb TOTO, SIK JIFOAU
pearyroTh Ha CEPETOBUIIIE

® CB1J0OMOI0 1 HECBIJIOMOI'O CIIPUMHATTS Ta
IHTEpIIpETAIlll BIUIMBY CEPEAOBUILA

® Jlronm B1AYyBarOTh c€0€ B IIbOMY CEPEIOBUIIII

® IloBeniHKa CTUMYITIOETHCS ITOYYTTSAMU a HE TyMKaMH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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The Mehrabian-Russell
Stimulus-Response Model

Response Behavior:
Affective Approach Avoidance

Environmental Response: (including Time and
Stlmulllr:l(::scszgsnltlve Pleasure and Money Spent) &

Cognitive Processes
(including Perception of
Quality and Satisfaction)

Arousal

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY




EMoLUInHI peakuil

® EmoliiiHl peakiili B cCepeaoBUILI MOKE OYTH OIIMCaHa B
IBOX OCHOBHHUX BUMIpaX:

® 3a70BOJICHHS: IIpsIME, CyO €KTUBHE, B 3aJI€)KHOCTI BiJl TOTO, Ha
CKLIIbKH ITOJ00a€THCS UM He MTO00a€ThCSI HAaBKOIUIITHE
cepeaoBUIIA

® 30y KCHHS: TI0JMHA CIIPUHAMa€E CTUMYJIM 1111 BILTUBOM
IIBUJKOCT1 HAIXOMKEHHS 1H(GOpMaIIli Ta HAaBaHTAKCHHSI
HaBKOJIMIIIHBLOT'O CEPEAOBUIIA

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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The Russell Model of Affect

Arousing

Distressing

Unpleasant

" Exciting

- Pleasant

Boring

Sleepy
@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[lepeBaru:

® [Ipocrora,
® Jl03BOJIsI€ OLIIHKY TOTO, SIK KJI1€HT BIJUyBa€ ceOe
® MosxHa BCTaHOBJIIOBATH OaKaHWM a(DEKTUBHUM CTaH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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CepBicHe cepenoBuLLEe

Environmental Internal Responses Behaviour

Dimensions Moderators
Holistic Environment

SOURCE

Bitner, M.J. (1992) Servicescapes: The impact of physical surroundings on customers
and employees. Journal of Marketing, 56 (April), pp. 57-71.
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OcCHOBHI dhbaKkTopU

® YMOBHU HABKOJIMIIIHBOI'O CEPEIOBHUIIA

XapakTepUCTUKHA HABKOJIUIIIHHOTO CEPEIOBUIIA, BIJIIOBIHO 10
HaIlINX I SITH Yy TTIB

® [IpocTopoBui BUIIIA 1 PYHKIIIOHATBHICTH

IIpocTopoBe po3TalilyBaHHS: TIaH; po3Mip 1 popma MeOiB,
JIYWILHUKH, MAIIMHY, YCTAaTKyBaHHS, 1 SK BOHU BJIaIlITOBaH1

DOyHKIIOHAJIBHICTB: 3aTHICTh IMX €JIEMEHTIB MOJIETIIUTH
HaJJaHH /CIIOKUBAHHS MOCTYT

® 3HaKu, CHUMBOJIM 1 apTe(haKTH
SIBHI a00 HEABHI1 CUTHAIN
IM1K pipmu
JlormoMmora cnoxuBadam

Po3'sicHeHHs clieHapiio

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




YMOBW HABKOMULLHbLOIO cepeaoBuLLa

® HaBkonuiiHe CEpeIOBUILE CKIAAAETHCA 3 COTECHb
€JIEMEHTIB, K1 IOBUHHI IIPAIIOBaTH Pa3oM, 100 CTBOPUTH

HEOOX1IHY1 YMOBH CEPEIOBUIITY
® YMOBM HAaBKOJIMIIHBOTO CEPEAOBHUIA CIIPUNMAETHCS SIK
OKpPEMO, TaK 1 KOMIIEKCHO, 1 BKIIOYaIOTh:
® OCBITJICHHS Ta MOE€HAHHS KOJIbOPIB
® 3anaxu
® 3ByKM, TaKl 5K IIyM 1 My3HKa
® Posmipu 1 popMu
® SIxicTh OBITPS Ta TEMIIEpaTypa

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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® SIK13amaxy BU OYIKY€ETE B POYKTOBOMY MarasuHi?
® Slke OCBITIICHHSI Ma€ OyTH B rocHiTal?

® SIKkoro koabOpy I8 KIMHaATa? SIKOT0 KOJIbOpYy BOHA
IIOBUHHA OyTH?

® Slka My3HKa MOBUMHHA I'paTv B PECTOpPaH1?

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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BnnuB 3ByKa

® My3uKa MOXE 3MPUYUHUTHA 3HAYHUU BILUIMB HA
CIIPUHHSATTSA Ta ITOBEIIHKY, HABITh SIKIIIO I'PA€E HA JICIBE
YyTHOMY PIBHI

® CTpyKTypHI1 XapaKTEPUCTHUKH MY3HUKH - TaKl, SIK TEMI],
I'YYHICTb, 1 TAPMOHIWHICTD - COPUMMAIOThCS [IIIICHO

® [lIBuakuii TeMII My3UKH 1 BUCOKA IT'YYHICTh
301IBIIYIOTh 30y KEHHS

® Jlrogu pearyrots (HACTO MUMOBOJII) Ha Temn
MY3HKH

® PerenbHui n1101p My3UKH MOXHA BU3HAYUTH
HEeNPaBUJIbHUM THUI KIIIEHTIB

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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3anax

® Moxe a00 HEe MOXKE CBIJIOMO CIPUMMATHUCS KIIIEHTaMuU

® He noB's13aH1 3 KOHKPETHUM IIPOIYKTOM

® 3amaxu MaroTh P13HI XapaKTEPUCTUKHU 1 MOKYTh OyTH
BUKOPHUCTAaHI JIJISI OTpPUMaHHS €MOLIMHOI1, (P1310JI0TTYHO1
Ta MOBEIIHKOBO1 peaKIli

® JlocmmKeHHs IOKa3aly, 0 3allaXxu MOKYTh pOOUTH

ICTOTHHUM BILJIUB HAa CIIPUAHATTS, BITHOIIICHHS 1
MTOBEIIHKY KJI1€HTA

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Potential Psychological
Aromatherapy Class Traditional Use 05:[:,' ,,.'S,:p.ﬂ'“

Eucalyptus Camphoraceous Toning, stimulating Deodorant, antiseptic, Stimulating and energizing
soothing agent

Lavender Herbaceous Calming, balancing, Muscle relaxant, soothing Relaxing and calming
soothing agent, astringent

Lemon Citrus Energizing, uplifting Antiseptic, soothing agent Soothing energy levels

Black pepper Spicy Balancing, soothing Muscle relaxant, aphrodisiac Balancing people’s emotions

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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Konip

® KoJibopu COpaBiIsiFOTh CUJIBHUN BIUJIUB HA MOYYTTSA JIFOJEH

® Koiabopu MOKYTh Bap1rOBAaTUCS 3a: IHTCHCUBHICTIO
BIATIHKY, HACHYECHICTIO 1 ICKPaBICTIO

® JlochipKeHHs IToKa3aiy, 110 He3BaKardy Ha P13H1
KOJIbOPOB1 YIOAO0OAHHS, JIFOASM, SIK IIPABUIIO,
0A00a0ThCs “TEII1 KOJIbOPU CEpPEAOBUIIA

® Termm KoJIbOPH 3a0X0YYIOTh 10 IIBUIAKOTO IIPUAHATTS
pIIICHB (IMITYJIbCHUBHI OKYIKH)

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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m Nature Symbol Common Association and Human Responses to Color

Warm High energy and passion; can excite and stimulate emotions,
expressions, and warmth

Orange Warmest Sunset Emotions, expressions, and warmth
Yellow Warm Sun Optimism, clarity, intellect, and mood-enchancing
Green Cool Growth, grass and trees Nurturing, healing and unconditional love
Blue Coolest Sky and Ocean Relaxation, serenity and loyality
Indigo Cool Sunset Mediation and spirituality
Violet Cool Violet flower Spirituality, reduces stress, can create an inner feeling of calm

@ k.e.H. Jluma Onexcannp OnekciitoBnd, KHEY
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CurHanun. 3Haku. AptedrakTis

® Jlorotun KomItaH1i

® /[onomMararoTh KJI1€EHTY Y BUOOPI

® IloscHioe ciieHapid HOBEAIHKH Ta 11

® KilleHT aBTOMaTU4HO IIyKa€ 3HaKH, CAMBOJIH 1
apTe(aKTiB

® HescHl curHany B1J1 CEPEIOBUIIA MOXYTh IPU3BECTH
110 TPMBOTHY 1 HEBIICBHEHICTD

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[loKkpalleHHA cepeaoBuLLa
o0CnyroByBaHHA

® CnocTepekeHHs 3a NOBEAIHKOIO KJI1€HTIB 1 HOCTIMHE
BJIOCKOHAJICHHS

® 3BOPOTHIi 3B'130K 3 PSIOBUMH CIIIBPOOITHUKAMM 1
KIIIEHTaMH, BUKOPUCTOBYIOYH ITUPOKUH CIIEKTP
IHCTPYMEHTIB JOCHIJKEHHS ((DOKYC-TpyIl, OUTYBaHHS,
KHUTra 1o0akaHb TOIIO).

® I[lonpoBI JOCTIAKEHHS Ta EKCOEPUMEHTH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Jlekuia 10

Jlronu

@ k.e.H. luma Onekcannp Onekciiiosuy, KHEY /




“The Secret Sauce of
Wegmans Is People”

@ k.e.H. Jluma Onekcanap Onexciiopuy, KHEY
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BaXxnueicTb NnepcoHany

® 3ab0eccrneyeHHs MO3UIIIOHYBAaHHS KOMITaH11

® BoHU € YaCTHHO}O:
® OCHOBHA YaCTHHA IIPOTYKTY
® bpenay koMnaHii
® “IlepenoBa niHisA~ € Ba)KJIMBUM YMHHUKOM JIOSIIBHOCTI
KJIIEHTIB
® [lependadcHHs MOTPEOU KIIl€EHTA
® [HYYKIiCTb CHCTEMH OOCIyTrOBYBaHHS
® IlepcoHami30BaH1 3B SI3KU

® Ienepamis npogax. IlepexpecHi mpoaaxi.

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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PyTUHHI onepadil

® bararo pyTHHHHMX OIl€pallii MOKYTh BUKOHYBAaTHCh 0€3
y4acT1 JIIOJIUHMU:
® Automated Teller Machines
® Interactive Voice Response
® Caiitu 1151 OpoHIOBaHHS / 3aMOBJICHHS, OILJIATH 1 T.J

® Xoua TEXHOJOT1i caMOOOCIYTOBYBaHHS CTalOTh KIIFOUOBUM
JABUTYHOM JIJISl HAIaHHS MOCIIYT, CIIIBPOOITHUKH
3aTMIIAIOTHCS BKpa BaXKJIMBOKO YaCTUHOKO CEPBICHOI
KOMIIaH11, OCKIJIbKM BIUTMBAIOTh Ha YIIOAOOAHHS KITIEHTIB

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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Poni cepBicHOro cniBpoOITHMKA

® CepBicHI CHIBPOOITHUKY MOEIHYIOTh KOMITAH1IO 3 30BHIIIHIM
CBITOM 1 JTy?K€ 4aCcTO BIAYYBAIOTh CTPEC BIJI PETYISPHOI
B3a€EMOII.

® CepBiCHI CHIBPOOITHUKHA BUMYIIICHI BUKOHYBAaTH OAHY 3 TPhOX
POIJIEN.
Opranizaiiisi IpOTH KIIIEHTA

OcCoOHUCTICTh IPOTH CITIBPOOITHHUKA
KitieHT poTH KITiEHTA

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Tpwu poni cepBICHOro nepcoHany

Oprasizarliisi IpOTH KJIIE€HTA: CJI1IYyBaTH MpaBUIaM KOMIaHIi a0o
3aJ0BOJIBHATH NOTPEOy Ki1€HTIB. Llel KOH(IIKT 0COOIMBO rOCTPO CTOIThH
B OpraHi3alisx, skl He OpIEHTOBAaHI1 Ha KJI1€HTA.

OcoOucTicTh NPOTH CHIBPOOITHUKA: KOH(MIIKTH M1k THM, 110 poOOTa
BUMArae 1 BJIaCHOIO MO3UIIIEL0

KnieHnt npotu kimenTa: KoHQIIKTH MK KJIIEHTaMU, SIK1 BAMararoTh
BTPYy4YaHHS 00CIIyTOBYIOUOT'0 IEPCOHATTY

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY

-




Emoui!

® BupakeHHs comiajJbHO Oa)kaH1 €eMOIIIT T 9ac
00CIyrOByBaHHS

® Po3puB MiXK THM, IO CIIIBPOOITHUKH BIAYYBaKOTh, 1 TUM, 1110
KEP1BHUIITBO BUMAarae BiJ HUX HOKa3yBaTH KI1€HTY

® CrnocTepeKeHHS Yy KHX €MOIIIM IIPU3BOJINUTH JI0 CTPECY
® AHTH-CTpPEC TPCHIHTH

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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Turnover Repeat Emphasis on
/ Attracting New Customers
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Margins . Narrow Design of
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oor Service Quality \ \
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cniBpobITHKUKA

® BysbpkonpoduibHa mooyaoBa poOoUnX 3a1a4 s
HEeKBaJ1(h1KOBAaHUX CIIIBPOOITHHUKIB

@ AKIICHT Ha IIpaBuUJIa, a HE CEPBIC
® BuKopuCTaHHS TEXHOJIOTTYHUX METOIB KOHTPOJIIO SKOCTI

® CmiBpOOITHUKH BII4YBalOTh HYIBI'Y B1J] pOOOTH, OCKIIIBKH HE
MarOTh MOKJIMBOCTI pearyBaTu Ha po0JIEMH KJI1€HTIB

® He3anoBoJIeHICTh CHCTEMOKO
® Husbpka SKICTh TOCTYT

® Bucoka INIMHHICTB Kaap1B

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[lpoBan uMKNy cnoXkneada

® IlocTiiiHMM aKIIEHT Ha 3aJTy4€HH1 HOBHX KJI1€HTIB
® KiieHTH HE3a70BOJIEHI POOOTOIO CIIBPOOITHHKA
® Kiienra 3aBxau 00CITyroByIOTh HOB1 OOJIMYYS

® [lIBuakuii 00OPOT KIIIEHTIB

® Hes3natHiCTh CPOPMYBATH IIOCTIMHY KIIIEHTYPY

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[ lpny4nHmM HeBoau

® Bucok1 BUTpaTH Ha MOIIYK Ta HABYAHHS IEPCOHAITY
® HusbKa IpOayKTUBHICTh HEJIOCBIIUEHHUX PAI[IBHUKIB
® Brucoka BapTICTh 3a1y4C€HHSI HOBUX KIIIEHTIB

® BTrpara noToky g0XO/1B B1J HE3aJ0BOJICHUX KJIIEHTIB, SIK1
MIYTh B 1HIIIC MICILIC

® Brpara nOTEHIIMHUX KIEHTIB, SK1 OTPUMAJIN HETaTHUBHI
BIATYKH

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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.- Rules Rather
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® CraHaapTH30BaHI HOCIYTH

® Kap'epa = cTpok ciryx0u

® BuMiproeTbCs BIJICYTHICTh IOMUJIOK

® HapyaHHA JOTPUMAHHIO PABUII

® Omnepairli HOBTOPIOIOTHCS

® BijcyTHS 1HILIATHUBA, sIKa TPUCIKAETHCS

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[ lpny4nHmM HeBoau

® KinieHTH He 0a)KaroTh MaTH CIIPaBy 3 KOMIAHIEI)

® Mano cTuMyIIB IS KJI1€EHTA CIIIBOPALIOBATH JJIS
AOCSITHEHHS Kpallloro o0CIyroByBaHHs

® CkKapru 4acto poOsIThCS BXKE HE3aJ0BOJICHOMY
CIIIBPOOITHUKY

® KilleHTH 4acTO yTpUMYIOTHCS Ye€pe3 BIACYTHICTh
BHOOPY

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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® [uBecTHINI B TIOAEH

® IIpuBaOaMBI1 3apOOITHI MJIATH 1 MBI 3aTy4YarOTh
KpalluX NPETeHACHTIB Ha po00Ul MICIIA

® [HTCHCHUBHE HaBYaHHS, 1 IM1JBUIICHHS 3ap00I1THOI IJIaTH
pPOOUTH CIIBPOOITHHUKA:
® [I[acauBimIMM Ha CBOIK POOOTI
® 3a0e3nedye BUIIY SKICTh 00CIYyTrOByBaHHS

® Po3mmpeHHs TOBHOBAXXEHb CIPHUSIE Kpallii poOOTI
IepCoHaNy

@ k.e.H. Jluma Onexcannp OnekciiioBuy, KHEY
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CnoxuBau
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The customer has taken
justice into their own hands
and become a consumer
activist.

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Homy cnoXuBadl ckapKaTbC4A

® BurnpaBuTtu IOMUIIKY
® EmoniriHe 3BUILHEHHS Bl pO34apyBaHHS

® 3aX0[I1 KOHTPOJIIO IIJIAXOM NOMIUPEHHS HETaTUBHUX
YyTOK

® [lomyk yBaru
® [lomyk KOHCEHCYCY

©® CTBOpEHHS BpaXKEHHS, 110 OLIbII PO3YMHHH 1
[IPOHUKJIUBUA

k.e.H. [luma Onekcanap Onekciitouy, KHEY




Homy He ckapaTbCH

® He 3Har0TH KOMY

® He gymarors, mo e 10moMoxe

® CyMHIBaIOThCS Yy BJIACHIM Cy0 €KTUBHIN OLIHIII
® bepyTth MpoOBHHY Ha ce0O€

® He xouyTh KOH(ppOHTAII]

® He BucTavae gocBigy

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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Komy xanituca

Menemxep

[Ipoctuii criiBpOOITHUK
YnoBHoOBaXkeHa 0co0a
CTOpOHHS JHOAWHA

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY
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[loganbLui ail

® buibllie HE CIIOKUBATH ITOCITYTH
® KynyBaru 1o Mip1 He0OX1JHOCTI (P11KO)
® [IpooBXKyBaTH CIIOKUBATH HA MOIIEPEIHHOMY P1BHI

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY

-




LLlo cnoXuBad ouiKye

Justice Dimensions of the Service Recovery Process

——————————

Customer Satisfaction with the

Service Recovery

@ k.e.H. [{luma Onekcanap OnekciitoBuy, KHEY
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HacTynHi ail

® Ckapru npuMMaroThCs MPoQECIHO 1 HE OCOOUCTO

® bynpTe roTOB1 MaTH CIPaBy 3 CEPAUTHUM KIIIEHTOM, SIK1
MOXKYTbh O0OpakaTu IIepCOHaJl, BAHHUI Y HaJlaHHI
HESIKICHOT ITOCITYTH

® KileHT, SKUi CKapKUThCS, Aa€ (P1pMI LIaHC
® BunpagpieHHs npooieMu
® Bi1HOBIEHHS BITHOCUH
® [lominiieHHss MaliOyTHHOTO 3aI0BOJICHHS 1J151 BCIX

® Po3poOutH e(heKTHBHI OPOLIEAYPH BUIIPABICHHS
ITOMMJIOK

@ K.e.H. [luma Onekcanap Onekciitosuy, KHEY
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— DAMNTTVIDICTD briTTipab)TChA

NOMMUATOK

® Biairpae BuplimajibHy pOJib Y JOCATHEHHI 3a0BOJICHOCTI
KJIIEHTIB

® IIpepeBipka 37aTHOCTI KOMIIaHIT 70 3a40BOJICHHS ITOTPEO 1
00CIyrOByBaHHS
® HapuaHHs Ta MOTHBAIIiS [IEPCOHATY MAIOTh 3HAYCHHS

® Mae BIJIMB Ha JOSJIBHICTh KIIIEHTIB 1 MAlOYTHIO
IpHUOYTKOBICTh
® Ckapru ciijg po3misaaTy K JKepesio NpuOyTKy, a He BUTpaT

@ k.e.H. [luma Onekcanap Onekciitouy, KHEY




Feedback Laoop
l A Y A A
Develop a Failure R Failure «| Recovery Strategy Recovery Ly Tracking, Monitoring, &
Recovery Culture Identification "I Attribution 4 Selection Implementaticn Evaluating Effectiveness
> Belicls * Group | Failures * Locus * Apologetic * Recovery Outcomes * Tracking Failures
- relating to -Who is - Front-line - Distributive Justice and Attributions
* Behaviors the core business responsible? - Managerial - Systematic
- employee * Compensatory * Recovery Process identification of
* Practices * Group 2 Failures = organization = Gratis = Procedural Justice failures and
- relating to - customer - Discounts attributions
implicit/explicit - external - Coupons * Human Interaction
customer requests forces - Upgrades - Interactional Justice * Monitoring
- Ancillaries Recovery Efforts
* Group 3 Railures = Stability = Reimbursement - Systematic review of
- relating to - Is tha cause - Cash refunds employee recovery
unprompted/ likely to - Credit efforts
unsolicited reoccur! * Restoration
employee actions - Corrections * Evaluate Recovery
* Controllability - Replacement Effectiveness
* Group 4 Failures - Did the - Substitutions - Organizational
- relating to responsible * Unresponsive benefits
problematic party have = No response = Customer benefits
customers control over - Emplayee benefits
the cause?
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3aBOaHHSA

CucreMa nociIyr Ta 00CIyroByBaHHS Ha H1AMPUEMCTBI
® [locayruy, mo HagarThHC

® OxapakTepu3yBaTH IPoLEeC 00CITyTOBYBaHHS
® IrOpUTM IIpolieCy 0OOCITYyTOBYBaHHS

@® 000B'S3KOBI Ta JOMOBHIOIOUI €JIEMEHTH IIPOLIECY
00CIyroByBaHHS

@® KOMIUICKC MApKCTUHTY

® Po3risiHyTH MOXKJIHUBOCTI:

® BJIOCKOHAJICHHS MPOLIECY OOCIYTOBYBaHHS Ta MIHIMI13allll
BUTpAT

@ BUKOPHCTAHHA Cy4YaCHUX 1H(POPMAIIMHUX TEXHOJIOT 1M
@ BHKOHAHHS OKpEeMHX (DYHKI[IM TPETHOK CTOPOHOIO
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