TexH0JI0rusl ONMTOBBIX H PO3SHUYHBIX ITPOAAK

Texnonorust (ot rped. téchne — HCKycCTBO, MacTepCTBO, YMEHHE U Tpeu. JIOTUS — U3yueHue) —
COBOKYITHOCTHh METOJIOB M MHCTPYMEHTOB JJIsI JOCTHKCHHSI J)KEIIAeMOTO pe3ysIbTara.

Taxum 00pa3zoM, TEXHOJIOTHUS MPOAAXK — 3TO YHOPSAJOYSHHAS ¥ MOCJIEAO0BaTeIbHAas COBOKYIMHOCTDH J€UCTBUMN
JUISL OCYIIECTBIIEHUS MPOJAKH, TO €CTh 3TO HEKUI MHCTPYMEHT (MHCTPYKIIMS, CXeMa, IaMsITKa IPOoAaBIa), B
KOTOPOM OIKCaH ajJropuTM (IOCiea0BaTebHOCTh ASMCTBUIA) Mpoliecca B3auMOICHCTBUS € MOTEHIIUATbHBIM
HJIN pCAJIBHBIM MOKYIIATCJIECM TOBAPOB HUJIN YCIIYT, HaHGHeHHBIfI Ha TOCTHUXKCHUC IOCTaBJICHHOU Oejn, TO €CTh
3aKITIOYEHHUS] CIICIKHU KYTITH-TIPOJIAXKH UITH TIOCTaBKH.

dopmanu3oBaHHBIC TEXHOJIOTHH MPOAAXK HCIIOIB3YIOTCS IS MOBBIMIEHUS Y()()EKTUBHOCTH TPy/Ia TOPrOBOTO
MepCcoHaa MPH BBHIOJHEHUH TIJIaHA MPOJIAK.

Jns 5>pPEeKTHBHOTO HCIOIB30BAHUS TEXHOJIOTMH MPONAX XapaKTepHO COONIOAEHHE TpPeX OCHOBHBIX
MIPUHIIUIIOB: PAIMOHAIBHOCTD, 00€3TMUYEHHOCTh U TUPAKUPYEMOCTb.

PaIII/IOHaJIBHOCTB — BI>I60p HanboIee «IKOHOMUYHOTIO) IMyTU OOCTUIKCHUS KOHEYHOU neiau,
O06e31MUeHHOCTh — MUHUMH3AIUS BIUSHHUS YeloBeYecKoro (axTopa Ha Mpolecc Mpojax. TexHOIoruu
MPOJIaXK JOJDKHBI OBITH OPUEHTUPOBAHBI Ha CPEHHI YPOBEHBb OATOTOBICHHOCTH TIEPCOHAA.
TupaxxupyeMocTh O3Ha4aeT BO3MOXKHOCTH IEpelaud TEXHOJOTHH MPOAaXK M €€ HCIONb30BaHUU Jaxke Mpu
YaCTUYHOM WJIM TTOJIHOM CMEHE MEePCOHANIA.

HekoTopsie aBTOPHI BBIACISAIOT CIEAYIOUINE BUIbI TEXHOJIOTHI MPOAaXK: BHYTPEHHHE, BHEITHUE TEXHOIOTUU
npoaax, MapKCTUHI'OBBIC TCXHOJIOTHHU IMMPOJAK U TCXHOJIOTHN pa6OTBI C IMCPCOHATIOM.

BHyTpeHHHE TEXHONOTMM TPOAaX — HSTO TEXHOJOTHMH TMPOJAX, HAMNpaBiICHHbIE HAa TOBBIIICHHE
3¢ dEeKTUBHOCTH pabOTHI MEHEKEPOB B OTIEIIC TIPOIAK.

MapxkeTuHroBble (MH(POPMAIIMOHHBIE) BUJIBI PO — 3TO TEXHOJIOTHUHU MPOJAX, HAIIPaBIEHHbIE Ha cOOp U
aHaJM3 HH(pOpPMAIIMK BHYTPH OTAEIIA TIPOIAXK.

BHemrnne TeXHOIOTUU MPOIaXk — ATO TEXHOJIOTUHU MPOAAK, KOTOPhIE MHULIMUPYIOTCS PYKOBOJCTBOM OT/ElIa
poAaX (IPOMO-CEMHHAPBI, BO3BPATHI KIIOTEPSHHBIX KIMEHTOBY).

TexHonoruu pabOThl C MEPCOHATIOM HaNpaBlieHbl HAa pabOTy C TOPTOBBIM IEPCOHANIOM (BHYTpEHHEE

oOy4deHue).

B 3aBucumocTty ot AecTBHS MPOJaBIa BBIACISIOT CIASIYIONINE BUIBI TEXHOJIOTHIA MTPOAAXK:
1. [Iponaxa Ha OCHOBE JIMYHOW CUMIIATHH.

2. IIpe3eHTarnmonHas npojaxa.

3. KoncynwsraruBHas mpopgaxa.

4. AKTHBHas MpoAa)ka Ha OCHOBE BBISABICHUS TOTPEOHOCTE.

5. OkcnepTHas (aganTUBHAs) IpoaXxa.

3HAUMMOCTh JTHYHBIX npoaax BO3pacCTacT C KaXIAbIM I'OJO0M. Ecmm PpaHbIIC OHU KaK CpCACTBO KOMIIJICKCA
MapKCTUHIT'OBBIX KOMMyHI/IKaIII/Iﬁ AKTUBHO HCIIOJIB30BaJIUCh TOJIBKO HAa PBIHKAaX TOBApPOB IMPOMBINIJICHHOTO
Ha3Ha4YCHUA, TO CETOAHA JIMYHBIMHU IIPpOAdaXKaMH 3aKAHYHMBACTCS 0001 npouece MpHUHATHUA PCIICHUA O
MOKYIKE — KOHCYHBIMHA WJIM OPraHU3al[MOHHBIMU IMMOKYIIATCIIAMN Ha PBIHKC TOBAPOB U YCJIYT.

BJ'IaI[eHI/Ie TEXHOIOTUEH IMpOoaAaXKH HeO6XO,I[I/IMO BCEM ClICOHAIMCTaM — PO3HUYHBIM TOPIroBLAM,
CrICuaJIMCTaM I10 PEKJIIaM€, BCEM TEM, KTO OPUCHTUPOBAH Ha (bOpMI/IpOBaHI/IC AOJTOCPOYHBIX OTHOIIIGHHUI CO
CBOUMMHU KIIMCHTAMM U IMOKYIIATCIIAMMU.

I'maBa 1. MapkeTHHIOBbIH aCHEKT JUYHOI MPOAAKH
1.1. JInuHble NPOAAKN B KOMILJIEKCE MAPKETHHIOBBIX KOMMYHUKALM A

Komruiekc MapKeTHHTOBBIX KOMMYHMKALMH MpENCTaBlIsAeT cOO0M €IMHBIN KOMIUIEKC KOMMYHUKAIIMOHHBIX
KOMITIOHEHTOB, OOBEIMHSAIOINN YYaCTHHUKOB, KaHalbl M CpPEACTBA KOMMYHMKAI[MM W HaIpaBJIECHHBIA Ha
YCTAHOBJIEHHE M MOJJEpKaHUWE B3aMMOOTHOIIEHUH MeXIy OpraHu3alueil ¥ MapKeTMHIOBOW cpeloi B
pamKax JOCTH)KEHUSI MapKETUHIOBBIN Lieseit [S].

ITo cymiecTBy, MapKeTHHIOBbIE KOMMYHHMKALIUU CTPEMATCS BIMATH Ha MOBEJCHHE MOTpedUTesel, TOITOMY
HE0OXOMMO MOHMMATh MPHUPOLY MApPKETMHIOBOI'O MBILIUIEHHS U, B YaCTHOCTH, MOBEIAECHHE MOTPEOUTENS.
EcTb HeckonbKO OTHpaBHBIX BOIPOCOB, Ha KOTOPbIE KOMMYHHMKATOp JOJDKEH OTBETHTh, HCXOAS U3
MOHMMAHHUS UM CYIIIHOCTHM MapKETHMHIOBOTO MBILIUICHHUS: KaKOBbI NPEANOYTEHUs MOTPEOUTENIS; YTO BIUSAET
Ha IOBEJCHUE MOTPEOUTENss Ha PBIHKE; KTO BIMAET HA NMPHUHATHE PELICHUH O MOKYIKE; KaK MOTpeOuTenH
IIPUHUMAIOT CBOM PEIICHHUS; KAKOM MHCTPYMEHTapUil MapKETUHTa MOXKHO U HY)KHO MCIOJIb30BaTh?
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CaMm mpouecc NMpoAaku TOBapa — 3TO TaKKE KOMMYHHKAILHMs, KOTOPYIO PACCMaTpHUBAIOT, NMPEXKIE BCETO,
COLIMOJIOTH U MapkKeTojord. OKOHUYaTeNbHOE pElIeHHE KYNHUTh (HE KyNUThb) NMPUHMMAETCA B pe3yabTare
BO3/IeHCTBUsSL Macchl (pakropoB. BoszgelictBue 3Tux (akropoB M oOpaTHas peakuus IOKyHaTens |
COCTaBJISIFOT CYIIHOCTh KOMMYHHKAaTHBHOTO IPOIEcca B TOPTOBOH cdepe.

Ecnu paHbllle OCHOBHOW LI€NbI0 MapKETHHIOBBIX KOMMYHMKALMH ObUIO MPOJBM)KEHHE TOBAPOB (YCIYT,
OpraHM3alii, TOPrOBBIX MAPOK), TO LEIbI0 COBPEMEHHOIO MAPKETHHTA SBJISETCS MAPKETUHT OTHOIIEHUN —
TO €CTh ()OPMUPOBAHHE JIOJTOBPEMEHHBIX, JOOPOKeIaTeIbHBIX B3aUMOOTHOILIEHUN MEX/ly OpraHu3anuen u
MapKETHHIOBOM Cpeloii, B KOTOPO MPOJBMKEHIE TOBAPOB (YCIYT, TOPrOBBIX MapoOK W OpraHu3amnuii) Oyaer
COBEpIIAThCS C MEHBIIMMH 3aTpaTaMd W OOJiblIed SKOHOMHUYECKOM M KOMMYHMKAllMOHHOM
3P PEKTUBHOCTHIO.

MapKeTHHIOBbIE KOMMYHUKAllMM MOXHO PAa3lelIuTb Ha TPHU TIPYNIbI: OCHOBHBIE, NOACPKHUBAIOIINE,
JonoaHUTENbHBIE, puc. 1.1 [16, c. 86].

OcCHOBHBIE MapKETHHIOBBIE KOMMYHHKALIMU CIYXaT CPEICTBOM HENOCPEICTBEHHOIO IIPOABMKEHUS TOBApa,
yCIIyTH, TOPrOBOM MapKu M OpPUEHTUPOBAHbI Ha LEJIEBYI0 ayIuTOpui0. B kauecTBE OCHOBHBIX
MapKETHHIOBBIX KOMMYHHUKAIIUH BBIJEIUM pEKIaMy, CTUMYIHPOBAaHUE COBITA, TUYHYIO NPOAAXKY U TUPEKT-
MapKETHHT.

[TonnepkuBaromiue MapKETHHIOBbIE KOMMYHHMKALIMM  BBIMOJHAIOT (YHKLUHIO TPOABMKEHHUS CaMOM
OpraHu3allii B MAapKETHHIOBOW cpeze, POPMUPYIOT €€ UMUK B OOIIECTBE U OPUEHTHPOBAHBI HA LIEJIEBYIO
oOmecTBeHHOCTh. K monaep kuBarolMM MapKEeTHHIOBBIM KOMMYHHUKAIIUSIM OTHECEM NaOJIMK pUIIEHIIH3,
BBICTaBKHU U SIPMapKu, CYBEHUPHYIO IPOAYKLUIO, CHIOHCOPCTBO U JULIEH3UPOBAHUE.
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Puc. 1.1. Komnnekc mapkemuH208biX KOMMyHUKayul

JlonoHUTENbHBIE MAapKETUHTOBBIE KOMMYHHKAIIMA OPHUEHTHUPOBAHBI Ha MOTpeOUTENEH U MPOJBI)KECHHE B
MecTax mnpopaxku. K TakuM MapKEeTMHIOBBIM KOMMYHMKALMSIM OTHOCSATCS MEPYCHIAN3UHI, YIAKOBKa,
pEKIIaMHBIE MaTepualbl B MECTax MPOJAXH, JEryCTallMd U JIp. B 3aBUCUMOCTH OT KOHKPETHOM TOBapHOU
KaTErOpUHU 3TOT CIIMCOK MOXKET OBbITh PACIIMPEH U JOIOJIHEH.

JInynas mnpomaxka — O5TO HMHCTPYMEHT MApPKETUHIOBBIX KOMMYHMKALMN, KOTOPBIM HCIOJB3YeTCsS UL
OCYUIECTBIICHHS NPOAAXX HENOCPEICTBEHHO B XOJAE JUYHOIO KOHTAaKTa IIpoaasla W mokynarens [5]. Kak
CIENyeT U3 OIPEACIICHHUs], JINYHbIE NPOAAXKH SBISIOTCA OQHUM W3 MHCTPYMEHTOB IIPOJABHIKEHUS, YaCTBIO
KOMIIJIEKCAa MAPKETUHIOBBIM KOMMYHUKALUN, U HOCAT XapaKTep HENOCPEICTBEHHOW JIMYHON KOMMYHHUKALIUH.
Jpyrue cpencTBa MapKETHMHIOBBIX KOMMYHHUKAIMKA (pekiama, CTUMYIUPOBaHHUE COBITA, MAOIUK PHIICHIIH3,
JUPEKT-MapKeTUHI U JIp.) BHOCST CBOM BKJIQJ B IPOAAXH, HO WX BO3ACHCTBUE SIBISETCS KOCBEHHBIM:
OTCYTCTBHE JIMYHOTO KOHTAaKTa, crHeuu(pUUecKue 3aladd MPOJABMKEHHUS, HE OpPHUCHTUPOBAHHBIC Ha
HEMEUICHHYIO IIPOAAKY.

JInynble mpomaku, Kak IMPAaBWIIO, ACCOLUUPYIOTCS C IMPOMBINUICHHBIM MapKETHHIOM, HO CETOIHSA OHH
CTaHOBATCS 00s3aT€IbHBIM HMHCTPYMEHTOM IIPOABMXXEHUS M HpU paboTe C KPYNHBIMU IOKYyNaTelsIMHU,
pabortatouiMu B cdepe PO3SHMYHONW TOPrOBIM, M C JIFOOBIMH OPTaHU3AIMSIMHU, OCYIIECTBISIOIUMHU
MaciTaOHble TOKYNKH. OTIMYUTENbHON YepTOM TaKUX 3aKyINOK SIBJISETCS TO, YTO PELIEHHE O COBEPLICHUU



MOKYIIKH MPUHUMAETCS CIeNuanbHON Tpymnmnoil — rpynmnoi npunsatus peumenuit (I'TIP), cocrosimeit u3
HECKOJIbKUX YYaCTHUKOB.

Jns kaxgoro Tuma ToBapa (opMHpyeTcs CBOM «KOMMYHHKAIIMOHHBIM MHKC» — HabOp cpencTs
KOMMYHUKAITIH, KOTOPBIH SIBISETCS ONTUMAIBHBIM C TOYKH 3pCHHS 3arpar u HauOoiee dPPEKTUBHBIM C
TOYKM 3peHuss KoMMYyHuKaruu. @DopMupoBaHHMEe TaKOTO MHKCa TMPEANOoNaraeT He TOJIbBKO BbIOOD
ONTUMAIBHOTO HAa0Opa CPEACTB KOMMYHHKAIUU (CTPYKTYpbl MHKCA), HO M OIpeAeNICHHe 3HAYMMOCTHU
KaXXJ0r0 U3 HUX (Mepapxuu MuKca). Hampumep, Ans MpOABHKEHHUS YIMAaKOBAaHHBIX TOBApOB MacCOBOTO
CIIpOCa CaMbIM 3HAYMMBIM CPEJACTBOM IPOABUKEHUS Oy/leT, KOHEUHO, peKama, IMPU 3TOM JTUYHbIE TIPOAAKU
UTPAIOT MUHUMAIBbHYIO POJib. A JUIsl TIPOJIaXKH MPOMBILIUIEHHOTO O0OpPYIOBAaHUS POJIHM PEKJIaMbl U JTHYHBIX
MpOJaX MEHSIOTCA Ha MPOTHUBOMOJOXKHBIE: B 3TOM CJIydae JUYHbIC MPOAAKH WIPAIOT IJIABHYIO POJb, a
peKaMa — BTOPOCTETICHHYIO.

Paccmotpum nogpobHee (pakTophl, KOTOPBIE OKa3bIBAIOT BIMSHUE HA (HOPMUPOBAHHE KOMMYHHKAITHOHHOTO
Mukca. Ha cTpykTypy KoMILIeKkca MapKeTUHTOBBIX KOMMYHUKAIIUHN BIHSIOT:

- THII TOBapa (TOBapBI IIHUPOKOTO HOTpC6J'ICHI/IH, TOBAPbI IIPOMBIIIIJICHHOT'O HA3HAYCHUA U T.H.);
- 9Tall )KUBHCHHOT'O LIUKJIa TOBApa,
- CTCIICHb HOKyrI&TCJ'II:CKOfI T'OTOBHOCTH IIOTCHIHMAJIBHOT'O KJIIMCHTA,

- CTpaTerusi NPOJABM)KEHUS, KOTOPYIO peaju3yeT oOpraHuzainus (CTpaTerusi NpOTAJKUBAaHUS WU
NPUBJICYCHHUS);

- 0COOEHHOCTH KOMIIJIEKCa MAaPKETHHTOBBIX KOMMYHUKAIIUI KOHKYPEHTOB;
- (uHaHCOBbIE BO3MOKHOCTH OpraHU3alNH;

- OCBEIOMIICHHOCTH U NIPUBEPKEHHOCTH MOTPEOUTENEH TOProBOi Mapke U IpyTHe.

OTHOCHUTEIbHAS 3HAYUMOCTh CPEJICTB MPOJBUXKEHHUS B 3aBUCMMOCTH OT THUIIA TOBapa MoKazaHa Ha puc. 1.2.
EcTecTBeHHO, peub MIET O YCPEOHEHHBIX JaHHBIX — CPEAHEM IIOKa3aTelie JJIA YIMaKOBaHHBIX TOBAPOB,
MOTPEOUTETHCKUX TOBAPOB JIIUTEIBHOTO MOJIB30BAHUS, TPOAYKIIUU IPOU3BOJICTBEHHOTO HA3HAYCHHUS.
Jlnynas mponmaka — €IMHCTBEHHBIH KOMIOHEHT MapKETHHTOBBIX KOMMYHMKAITUH, KOTOPBIA IPEIoiaract
JUYHBIN KOHTAKT TPOJIaBIla C OKYIaTelIeM, B IPOIECCe KOTOPOTO YCTHO MPEACTABISIOTCS MTOTPEOUTEIIbCKIE
XapaKTEPUCTHKH TOBapa, ¥ MPHUHUMACTCS COBMECTHOE PEIICHUE O BO3MOXKHOCTH CHEIKH, KYIUIH-TTPOJIAXKH.
JInyHbIA  KOHTAKT SIBISIETCS  KOJOCCAJIbHBIM  MPEUMYIIECTBOM TEpell JAPYTMMH HHCTPYMEHTaMH
MIPOJBIDKEHUS, TaK KaK IMO3BOJISIET MPOBECTH HEMOCPEICTBEHHYIO MPE3EHTAIMI0 TOBapa MOTCHIIMAIBHOMY
MOKYTIATENt0, KOHTPOJUPOBATH MPOIECC KOMMYHHUKAIMM B PEXHME OOpaTHOW CBsI3U U (POpMHPOBATH
WHIUBHUIYTBHBINA MTOAXO K KaXKIO0MY TOKYIIATEeIIO.
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Puc. 1.2. Omnocumenvhas 3Hauumocms cpeocms nPOOSUNCEHUS 8 3A8UCUMOCIU O MUNA MOBAPA.:
P — pekiama;
CC — crumynupoBaHue cObITa;
[1P — nmabnuk puieiiss;
JIIT — nu4HbBIE TPOAAXKH



JluuHbIe TPOJAKHU OTIMYAIOTCS OT JPYTUX AIIEMEHTOB MapKETHHIOBBI KOMMYHHUKAIIU TE€M, YTO OCHOBHOM
uX 3amadeil sBusgercs (GopMUpOBaHME KaHala COBITa MPOAYKIMH C TIOMOIIBIO YCTAaHOBJICHHUS MO
BEPUTENIbHBIX OTHOIICHUH C TOTCHIMATBHBIM MOKymnareneM. CBeeM B TaOIUIly KOMIUIEKC MapKETHHTOBBIX
KOMMYHUKAIMH U pelraeMble 3a1a491 IpOABMKeHuUs, Taom. 1.1.

Tabnuya 1.1. Buovl koumyHuxayuu u peuiaemvle 3a0a4u npOOGUNCEHUS

Bunst TunuuHble pemaeMsle 3a/1a41 IIPOIBUKECHHUS KonTakrHas aynuropus
MapKETHHIOBBIX
KOMMYHUKaUN
Pexnama Co3znaHue 0CBEOMIIEHHOCTH O TOBAapaX, TOPTOBBIX Maccosas aynuropus

MapKax, opraHu3alru, IO3UIUOHUPOBAHUEC C
IIOMOIIBIO Ha3BaHUs, 5JICMCHTOB q)HpMeHHOI‘O CTHJIA,
PEKIIaMHOT0 IIEPCOHAXKA U CJIOraHa

CTumynupoBaHue CrumynupoBaHu€e NPoAax MOCPEACTBOM OnpeneneHHbie TPYIIbI JTOAEH
cObITa (bopMHPOBaHUS MEPOTIPUATHI CTUMYITUPOBAHHS (Y4acTHHKH cOBITOBOTO
MOCPEIHUKOB, TOPTOBOTO MIEpCOHAIa, PO3HUIIBI U mporecca) ¥ MaccoBast
KOHEUHBIX MOTpeduTeneit ayauTopusl (KOHEUHbIE
noTpedurenn)
[TaGmux dopMupoBaHuE OIATOMPHUATHOTO OOIIECTBEHHOTO [leneBast 0OIIECTBEHHOCTB,
pUIeHIIH3 MHEHHSI MAPKETUHTOBOM CPEJIbI C LENBIO YCIIEIIHOTO 4acTb KOTOPOl MOXKET U HE
pa3BUTHA OM3HECA U CO3/IaHUs OJIOKHUTEIBHOTO U OBITh OTEHIMAIbHBIMU
YIOPABIISIEMOTO UMHJIXKA OpTraHU3aIuu NOTPEOUTEIMU
JInunble IpoaKU dopmupoBaHKe KaHana cObITa MPOIYKIIHH C OnpeneneHHble auLa B
[IOMOIIbIO YCTAHOBJICHUS JIMYHBIX JTOBEPUTEIbHBIX | OpraHu3auusix (PyKOBOAUTEIU
OTHOILIEHUH C ITIOTEHLIMAJIbHBIM IIOKYIIATEIEM Y MEHEKEPBI BBICIIETO

YIIPaBJICHYECKOTO 3BE€HA) U
IPYIIIBI 3aKYIKU B
opraHu3anusax (y4acTHUKU
nporecca MPUHATHUS PEIICHUsS
0 MOKYTIKE)

Jlnunas nmpogaxka — 9TO, TMpeXIe BCEro, AHPQPEKTUBHBIM MHCTPYMEHT NPOJABHKEHUS TOBAapOB
MPOM3BOJICTBEHHOTO HAa3HAUEHHs U aHAJIOTUYHBIX, KOTOPBIKA 00aaeT psIoM MPEUMYILECTB, B CPAaBHEHUH C
JIPYTUMHU CpecTBaMU npoaBrxkeHus. [lepeuncnum aTu npeumyuiecTna [5].

1. Jlmusbii xoHTakT. Kakpgas yuwacTByromas B KOMMYHUKAallMd CTOPOHA MOXKET O3HAKOMUTBCS C
MPEeUIOKEHUSMA U TOXKETaHUSIMU JIPYTOM, MCIIONIb3ysl BCE CBOM KaHalbl BOCHPUATUS (BU3yaJbHBIH,
ayMaJbHbIN, KHHECTETHUECKU).

2. T'mbkocte oTHowmeHui. C OIHOM CTOPOHBI, JUYHAs NpojAa)ka IO3BOJISIET MPOJAABIY NPAKTUYECKU
MT'HOBEHHO BBIOPATh COLMAIBHO 3HAUUMbIE HHCTPYMEHTHI KOMMYHUKAIMH (peUb, B3IV, XKECThI, CTpaTerus
MOTHBALIMK) M, C JIPyroi, — JIM4YHasl MpojiaXka MO3BOJISIET Pa3BUBATHCS BCEM THUIIAM OTHOILEHUN MEXIy
CTOPOHAMU — OT IMOBEPXHOCTHOH CBS3H «IIPOJaBEell—IIOKYIATeNby» 10 JUUYHOU APYKOBI.

3. JnasioroBelii peXxuM KOMMYHUKauuu. JIMuHas mpopaaka BCerga OCYIIECTBISIETCS B peXHUMe 0OpaTHOM
CBSA3M. OJTO JAaeT BO3MOXHOCTb IIPOAABIY HM3MEHATh CTPATErHMI0 M TaKTUKY IIEPETOBOPOB B IpolEcce
KOMMYHHKAIMHU C KIIMEHTOM, aHAJU3UPYs B PEeXKUME PEaTbHOr0 BPEeMEHHU MHGPOPMAIHIO, MOCTYNAONIIYI0 OT
MIOTEHIUAJILHOTO ITOKYIIATEs.

4. BoO3MOXHOCTb HCIIOJIb30BaHUSI AJIEMEHTOB CTUMYJIUpPOBaHUS CObITa, OpPUEHTHUPOBAHHBIX Ha
UH/IMBUYyaJIbHbIe OCOOCHHOCTHM TOKymarens. Jlias yCHeIIHOro OCYLIeCTBISHHsS MPOAAXH IPOAABILY
HEOOXOJMMO YSICHUTbh, Kakue 0a30Bble MapKETHHIOBbIE (DAKTOpHI (TOBapa, phlHKa, MOTpEeOUTENEH) JexaT B
OCHOBE PEILEHUS O ITOKYIIKE.

Kak u npyrum nHCTpyMEHTaM KOMMYHUKALIMH, IMYHBIM IPOJIaYKaM ITPUCYIIN HEKOTOPbIE HEAOCTATKH.

1. Bricokue u3nepxku. IT0 camblii TOPOrOM MHCTPYMEHT NMPOJBMKEHHUS, TaK KaK 3aTpaThl HA OJUH KOHTAKT
BKJIIOYAIOT B ce0sl pacxonbpl pabovero BpEMEHH, MOE3/AKH, 3apadOTHYIO IUIaTy TOPrOBBIX MpEICTaBUTENEH,
oOy4eHune nepcoHaia TEXHOJIOTUSAM MPOJIaKH.

2. CnoxHOCTh YHU(UKAIIMU TEXHOJOTUHU MPOJAXH. B 3aBUCHMOCTH OT CHElU(HUKU TOBapa, OpraHU3alUN
pa3pabarbIBaloT GUPMEHHbIE CTAHIAPTHI MIPOJIAXKH HIIM TEXHOJIOTHUHU MPOJIaKH.



B snmuHBIX npopaxkax OOBEKTOM BO3IEHCTBHSI SBISETCS MOKYIATelb, a 3HAHHE MAapKEeTHMHIOBBIX (DaKTOpPOB
TMgHOU Tpojaxku ((hakTopsl ToBapa M (HAKTOPHI MOTPEOUTENSI) CIYKUT OTHPABHOW TOUKOW pazpaboTKu
TEXHOJIOTUU MPOoAaXxH, puc. 1.3.

MAPKETUHIOBbLIE ®AKTOPGI
NMWYHOM MPOOAXKW

ToBap norpeburtens
= TVN TOBapPa * CTaiWA rcTOBHOCTW NOKYNaTena
* KNIHEHHBIIA UnKn Toeapa * MOTWBBl NOKY MKW
* QCAIEEMEIE W HEQCRAISEMbIE * TpE'ﬁGBaHIJ'Iﬂ K TOBapy
XapaKkTepucTuEn Tosapalycnyrm * NPOUECC NPUHATWA peLleHns
* QEPpY®EHWe TOBAPA O Nokynke
* LgHa * LEHHOCTW OpraHu3aunn (UeHHocTuY
W CTUNL XWU3HW noTpebuTtens)

Puc. 1.3. Mapkemunzoguvle pakmopul 1uunot npooaxicu
OpHako, B pealbHBIX PBIHOYHBIX YCIOBUSX, IpOJaBel] AOKEH TI'MOKO pearupoBaTb Ha IIOBEACHUE
NOTEHIMAJIbHOTO MOKYyMaTes, MPOsBIISis IPU 3TOM TaJaHT KOMMYHHKAaTopa, ONBITHOTO ICHUXO0JIOora, MacTepa
npe3eHTanuu. Jleno B TOM, YTO COBPEMEHHBIM PBIHOK — 3TO PHIHOK AaKTUBHBIIX IOKYyIaTeNled, 4To
IpeArnoaraeT akTUBHbBIX U MPo(ecCHOHaIbHBIX MPOIABLOB. XapaKTePHBIMU OCOOCHHOCTSMH TaKOTO PHIIIKA
SABJISIOTCSA:

- CXOJICTBO TOBApPOB U YCIIYT;

- CXOJICTBO LIEH;

- CXOACTBO OOPMIICHHS;

- y3Kasi CETMEHTallUs MOTPEOUTETHCKOTO PhIHKA;

- U30BITOK CXOXKHX MPEITIOKEHHI;

- KECTKasi KOHKypeHTHasi 60pb0a;

- OCTAIOLIMICS HA OJTHOM YPOBHE MJIM YACTUYHO CHUKAIOUIUICA CPOC;

- BO3POCIIINE 3aPOCH TOTPEOUTENEH K Ka4eCTBY TOBAPOB U YCIIYT;

- BO3poOCIIre TpeOoBaHM MOKyNarenel K KBalu(UKaluy NpoaaBIoB.

B menoMm, Ha COBPEMEHHOM PBIHKE OIPEICISIONINM SIBISETCS KPUTHYECKOE OTHOIICHHE MOTPEOHTENs K
TOBapaM M KOMMAHUAM. OTH (aKTOPhl HE TOJIBKO YCHUJIMBAIOT KOHKYPEHIIMIO B OTPACiIM, HO W MPHAAIOT
0CO0YI0 3HAYUMOCTh KOMMYHUKAIMSIM OpPTraHU3aliu ¢ MapKEeTHHTOBOM cpenoii. [ToaTomy B monuTke cObiTa
OpraHu3aliy JIOJKeH OBITh CAENaH OCOOBIH aKLEHT Ha MOCTPOEHUE JOBEPHUTEIbHBIX M JIOJITOCPOYHBIX
OTHOILIEHUH C KIMEHTaMHU U TIOCTOSIHHOM Y4ET€ UX U3MEHSIOIIMXCS 3alpOCOB U YKEJIaHUH.

[Ipoxaka, Kak TakoBas, UTPAET )KU3HEHHO BXKHYIO POJIb B SKOHOMHUYECKO cucteme. OHa:

- IIPEJCTaBIISIET PbIHKY HOBOBBEACHMS;

- CHOCOOCTBYET MOTPEOIICHUIO;

- nepenaeT 3HaYMMyH0 HH(pOopMaIuio;

- NEHCTBYET B KQUECTBE KaHalla CBA3H,

- MMOMOracT pClinuTb HpO6J’I€MLI MOKYyHaTeJIs.
PeanpHas TCHACHLUA K YCUJIICHUIO KOHKYPCHIIUN O3HAYACT, YTO OpraHHU3allvi JOJIKHBI IPU OCYHICCTBIICHUU
MMpOoaaXKN UMCThb:

- BO3MOKHOCTBH BBIABJICHUS, YEM 3dHUMACTCS IOKYIIATCIIb,

- CIIOCOOHOCTh C06paTL BOCIHWHO I'PYHIIBI TOBAPOB JISA (I)OpMPIpOBaHI/IH ACJIOBOI'O MMPCAJIOKCHUS
- BO3MOXHOCTbD IIPOAAaBaTb 3a6J'IaI‘OBpeMCHHO IIOATOTOBJICHHBIM IMOKYIIATCIISAM,

- BO3MOXHOCTB COBCPUICHCTBOBATH TCXHOJIOTUHU IIPOIAAKHU;



- CIOCOOHOCTH YBETMYMBATh CTOUMOCTH Oaroapst mpoeCCHOHAIBHOMY 00CTY)KMBaHUIO;

- BO3MOXKHOCTh 3(PPEKTUBHO MCIIOJIb30BaTh T€ MPEUMYIIECTBA, KOTOPHIMHU 00JIaaeT UX COOCTBEHHAs
IIPOAYKLIHA [0 CPAaBHEHUIO C MPOLYKIUEH KOHKYPEHTOB;

- aJIeKBaTHYIO CTPATErHIO YIPABJIECHUS CIIELUAINCTAMHU 10 COBITY.

[Tponaxa, opueHTHpOBaHHAs Ha IOKYMaTess, — 3TO HalpaBieHHE, TpeOyrollee CHOCOOHOCTH TOYHO
OLICHMBATh  CUTYyallMl0, [PUHUMATh  CAMOCTOSATENbHBIE  PEIIEHUS, CTPOUTh  JOJITOBPEMEHHBIE
B3aMMOOTHOIIIEHUS, CO3/1aBaTh YCIIOBHsSI JUIsl B3aMMHOTO YIOBJIETBOPEHHsI CTOPOH M J10OMBAThbCS HMCTHHHO
JIEJIOBOTO MapTHEPCTBA.

B coBpeMeHHBIX YCIOBUSIX OpHUEHTAalMs Ha IMOTPEOUTEINs SIBISETCS CIEACTBUEM NPUHATHS KOHLEMIUH
MapKEeTUHra OTHOILIEHWI KaK OCHOBHOIO MPUHIMIA OPraHu3alli{, MOCTPOEHHOIO Ha YEeTHIPEX ITIaBHBIX
IIPEIINOCHIIKAX.

1. Yemex mo0oii opraHu3aIii Ha PHIHKE 3aBUCHT, MIPEKIE BCETO, OT MOTPEOUTEINSI, OT TOTO, 3aX04YET JIH OH
YTO-HUOY/b KyIIUTh U OIUIATUTh MOKYTIKY.

2. Opranu3anus J0JDKHA 3HATh O MOTPEOHOCTSAX IMOKYMATesel, MPeAnOYTHTEIbHO — 3aJ0JIr0 J0 Hadaja
IIPOM3BOACTBA, a B ClIydae BBICOKOTEXHOJIIOTMYECKHX M KaOUTAJIOEMKHX OTpacie — 3aJ0iro Jao
IUTAHUPOBAHMSI TPOU3BOJICTBA.

3. IlorpeGHOCTH MOKymareynel JOJKHBI MOCTOSHHO OTCJIEKMBAThCA M aHAJTU3UPOBATHCS TaKUM 00pazoM,
9TOOBI 1O MO3UIHAM IIPOAYKT» U «Pa3BUTHE PHIHKA» OpPTaHU3alMs BCET/a ONepexaa CBOMX KOHKYPEHTOB.
4. MeHemxepsl BBICILIET0 3BEHa JOJDKHBI JOOMBAaTHCS MHTErpaliMd BCEX KOMIIOHEHTOB MAapKETHHIOBOM
cTpateru (T.e. 4YeTbIpeX (aKTOPOB MAPKETHHTOBOTO KOMIUIEKCA: YCOBEPIICHCTBOBAHMS TPOIYKTA,
Ha3HAYeHUs II€HbI, Pa3MELICHUs NPOJAYKTa M €ro MpOABMKEHHUS) B €AMHBIA CTpaTerMyecKuil IJiaH,
OCHOBAHHBII Ha TOHUMAaHUU TIOBEICHUS TIOTPEOUTEIIS.

Mkl yxe oTMedanu, 4To, KOrja pedb MAET O JMYHBIX MPOAAKaX, UMEIOT B BUAY KaK NPaBWIIO, MPOJAXKY
TOBAapOB TPOM3BOACTBEHHOTO HAa3HAueHHs, CHIPbs, oOopymoBaHusi. Ho W Bce Ooiee TEXHOIOTUYHBIC
NOTPEeOUTEIBCKUE TOBaphl BCE Yalle TPeOYIOT JIMYHOTO YYacTUsl MPOJABLA-KOHCYIbTAHTa (KOMIIBIOTEPHI,
ObITOBas TEXHUKA, OTJEJIOUHBIE MaTepUabl).

B nocnennee BpeMsl CyIECTBYIOT TEHIEHLMHU IEPEX0Ja Ha pacIpOCTpaHEHUE METOJAMU JIMYHOW MPOAAKU
TOBapOB MIMPOKOTO TOTpeOsieHus. Takum 00pa3oM BO3HUK IEJNbI KOMIUIEKC COBITOBBIX MEPOIPHSTHH,
OCHOBAHHBIN Ha JIMYHON Npofake. Ha mu4HOM npona)xe 0CHOBAH U MHOTOYPOBHEBBIN MapKETHHL.
MHOTroypoBHEBBI MAapKETHHI — 3TO OpraHM3alisl CUCTEMbI COBITA MO MPHUHIMILY «CaMOPa3MHOXKEHUS
JUCTPUOBIOTOPOB, KOTOPbIE B PaMKax 3TOH CHUCTEMbl MMEIOT BO3MOXKHOCTh IOJIyUYEHHs] MYJIBTUILUIEKCHOTO
noxona. Ilo mpuHIMIY MHOrOypOBHEBOIO MapKETHHIAa pa0OTal0T TaKMe HM3BECTHBIE CETH KOMITAHUH, Kak
«AVON» u «lentop». B npunHImne, mocpeacTBOM MHOTOYPOBHEBOTO MAapKETHHIA MOTYT PaCIPOCTPAHATHCS
MPAKTHYECKH JIF0OBbIE TOBAPBI MACCOBOI'O CIPOCA.

1.2. TexHos0ruu npoaasku

CeroaHsi opraHM3allMOHHBIA M KOHEYHBIM MOTPEOUTENh KYyNMUT TaM (MpU HPOYMX PABHBIX YCIOBHSX), IIE
Oonee MpogeCCHOHAIBHBIM OKAXETCs MPO/IaBEL-KOHCYIBTAHT, KOTOPBIM BlIaJeeT TEXHOJOTHEH MpoJaku U
NEMCTBYeT B COOTBETCTBUM C KOMMYHHMKAIIMOHHOW CTpaTerueil opraHmzanuu. Texnomorus (rp. techne —
HCKYCCTBO, MAacT€pPCTBO) — COBOKYITHOCTb METOJOB, HayKa O CIIOCO0ax BO3AEHCTBHS Ha OOBEKT WU
CHUCTEMY C IIeJIbI0 ee u3MeHenus [21, c. 495].

C omHOM CTOPOHBI, TEXHOJOTHs MPOJAXH — 3TO CTaHAApTHAs HpOLEAypa MpOoJaxu, pazpaboTaHHas i
KOHKPETHOTO ToBapa (yCIyrH) U Uil KOHKPETHOM OpraHu3aliy U OCHOBaHHAs Ha CTienU(UKE TPOIaBaeMoro
TOBapa M cHenuduke KiIMeHTa. JTa MpouLeaypa U CIYXKHT OCHOBOM OOydyeHMsI TOProBOro IepcoHaia
OpraHu3alIiy.

C [1pyroil CTOpOHBI, TEXHOJIOTHA NPOJAaXHM — 3TO COBOKYINHOCTb METONOB MAapKETMHIOBOIO,
KOMMYHHUKAI[MOHHOTO, NICUXOJIOTUYECKOTO BO3/IEHUCTBUS Ha MOKyMareis, pa3pabOTaHHBIX Ha OCHOBE 3HAHUS
crnenu(UKH TOBapa U MOKYIaTeNei ¢ IeNbl0 OCYIECTBICHUS MPOAAKU, U TUPAKUpyeMas B paMKax OJHOU
OpraHu3aliHy.

B yem pazHuIa Mexy NPEKHUM MOAXOJIOM («aKTHUBHBIE MPOJAKW») U HOBBIM ((TE€XHOJIOTHH MPOAAKI»)?
Ee moxHO onucare opHoil (paszoii: «He mpomaBare mnpoaykuuio, npojgaBaTb — MOKyHarenasMm!»
CeronHsIHUI MOKyNaTenab Bce 0ojiee UCKYIIEH, IPUYEeM HE TOJIbKO OTHOCHUTENIBHO TOBApPOB WIIM YCIYT, HO
TaK)kK€ B OTHOIIEHUHU TOPTyloIuX opraHuzanuil. [Toxynarenu Oosnblie JOBEPSIOT TEM TOProOBbIM areHTam,
KOTOpBIE COCPENOTOYEHBI MPEXAE BCET0 HAa HUX, HA MX HYXKJaX, a He Ha camoM ToBape. Mcxons u3
CKa3aHHOT0, NIPEICTaBUM MOJIENb JTUYHBIX IPOAAXK, puc. 1.4.
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Puc. 1.4. Mooenv auunvix npooasic

W3 pucyHKa BUIHO, KaK U3MEHHJIMCH MPUOPHUTETHI JMYHBIX MPOoJaK. Ecu mpexkHss mKoia nmpogax Obuia
OCHOBAaHAa Ha «HUCKYCCTBE» YIIPABICHMs IOKYNATEIbCKUM IOBEICHUEM C IOMOIIBIO ICUXOJIOIMYECKHX
IIPUEMOB ¥ METOJ0B (BILJIOThH /10 MAHUIYJIUPOBAHUS), TO COBPEMEHHAs! TEXHOJIOTHS MPOJak COCPEAOTOUEHA
Ha MapKETUHIOBBIX aCIEKTaxX MPOAAKU, B OCHOBE KOTOPBIX JIeXKaT 3HAHUSA:

1) xakum 00pa3oM IpoJaBAEMBI TOBAP MOXKET YIOBJIETBOPUTH MOTPEOHOCTH KIIMEHTOB;

2) KaK IOCTPOUTH JOJATOBPEMEHHBIE OTHOILIEHUS C KIIMEHTOM Ha OCHOBE JJOBEPHSL.

HoBblii moaxoa HE UCKIIIOYAET UCIOIb30BAHUS IICUXOJIOTHYECKUX IPUEMOB B aKTe JIMYHOW MpoJaxH, dosee
TOTO, OHU OCTAlOTCA OAHMM M3 3HAUMMBIX €€ AacClEeKTOB, M3MEHWIIUCH JUIIb IPHUOPUTETHl NPONAXK —
AaKTHBHAs NIPOJaKa YCTYIHIIA CBO€ MECTO MAPKETUHI'Y OTHOILECHU.

JloBepue — 3T0 0cHOBa XOpolIei npogaxu. JloBepue 03Ha4aeT, 4To MpEAoIaracMblii IOKyaTellb JOBEPSET
IIPO/ABILY, YBaXKaeT €ro 3HaHUs, YIOBJIETBOPEH CTaHAAPTaMH 00CITyKUBaHUS.

VYenex npojasua B NPOAakax B 3HAYMTEIBHOM CTENEHM 3aBMCHUT OT €0 IPEIBAapPUTEIbHOM MOATOTOBKH K
MOBEACHUIO B TUIIMYHBIX CHTyalUsAX npoAaxu. llo3Tomy HBIHE MHOrME OpraHM3aluy IPUXONAT K
MOHUMaHHMIO HEOOXOAMMOCTH CO3[aHHs KOPHOPATUBHBIX KHHUI CO CLEHapUsMHU Hpojax — «TexHomoruu
npoaaxu komrnanuu ABCy.

Takasi KHUTa COAECPKUT MOAPOOHOE OMUCAHKE BCEX 3TANOB Mpoaaxu. Ocoboe BHUMaHUE yAEIEHO AeTalbHOM
pa3paboTKke KOMMYHUKAIIMOHHBIX M TICHXOJIOTHYECKHX OCHOB IMpoaaxu. Ha ocHOBe ombiTa, HAKOTUICHHOTO
CHelMalicTaMi OpraHu3alMM, NpPEeACTaBICHbl Hanbosee THUIHWYHBIE CHUTyallud paboThl C KJIMEHTOM,
MOBEJICHYECKUE M S3BIKOBBIC IIAOJIOHBI, CIIEIUANIBHO pa3padOTaHHBIE WIIHM aalTHPOBAHHBIC MO MPOAYKT
WIM YCIYTy IaHHOW OpraHu3aluy, MOJA NPHUHATHIE B HEHW HOPMBI IPOJAXH M IO OCHOBHBIE THUIIBI €€
KJINEHTOB.

IIpu ompoce pykKoBOAUTENEH, KOTOPBIM MPOBOAMI LIEHTP MApKETHHIOBBIX TEXHOJOrWW «/lemoBonn Mup»
(HoBocubmpck), OOTBIIMHCTBO OPTaHU3AIMH, TPONAIONINX CIIOKHBIC U3/ICTHS U YCIYTH, XOTEIH Obl UIMETh B
MapKETHHIOBOM apCEHajle TaKue KHUIM, HO HE MMEIOT UX B IIEYaTHOM BUZE. BOJIBIIMHCTBO U3 HUX COMIACHO
C TEM, 4TO MOBEACHHUE MPOAABIA JOHKHO Ha 75% periaMeHTUPOBAThCS NMPEABAPUTENBHO MOATOTOBICHHBIM
TUIIUYHBIM CLIEHAPUEM U TOJIBKO Ha 25% Ompenenarbes TBOPYECKH MoaxonoM. Hamuuume KoprnopaTUBHBIN
KHUT TI0 TEXHOJIOTHSM MpPOAAKU B OpraHM3alusaX (IO JaHHBIM yKa3aHHOTO OMpOcCa) MPEACTaBICHO Ha PHUC.
L.5.

(98]
on

(A
(=]

[ ]
o

Hanuyue kHue, %
1%
[ ]

Y
o

2|4‘ _ T 33 _ 5

-
o

n

NpowssogcT-  KoMmep- Cipepa
BEHHRIE YECKWE ycny'r

Tune! komnanud

Puc. 1.5. Hanuuue knue no mexnono2uu npooasxcu 8 op2aHu3ayusix



OCOOEHHOCTh TaKOW KHHUIM B TOM, YTO B HEM HET TEOPETUYECKHUX MOCBUIOK M O0O0OIIEHHH, OHA COOEPKUT
TOJIBKO IPAKTHYECKUE PEKOMEHIALMM II0 KaKIOMY JTamy npoxaxu. Kaura He mmaer npojaasna
WHUIMATHUBBI, HAlPOTUB — Yy HEr0 INOSABISAETCS BO3MOKHOCTb TBOPUECKM MONOWTH K aeny. Takyro
TEXHOJIOTHIO NPOJAXKU MOKHO CPAaBHHUTh C JKA30M: HUKOIZIA HE ChIrpaclllb TAK, KaK B MPOLLIBIM pa3, HO
OCHOBHAsI TeMa BCET/1a HEU3MEHHA U TOYHa.

ConeprxkaHue KOPIOPaTUBHOIO U3/1aHUSA 10 TEXHOJIOTMH MPOJAKH JOHKHO ObITh MAKCUMAJIBHO 3aIlUIIEHO OT
KOHKypeHTOB. MHorma mx mnevyartaloT Ha CHHUX WM KpacHbIX JHMCTaXx OyMaru, 4yToObl NpPeJoTBPATHTH
BO3MOKHOCTb KCEPOKOIIMPOBAHMS, & BCE YK3EMILIAPEI HYMEPYIOT U JI€Ja0T UMEHHBIMU.

[TogroroBka Takol KHUTM TpeOyeT MOMOIIM CHEelHUanucTa. Tako CHEerUaTuCcT-KOHCYJIbTaHT Ha OCHOBE
KOPIIOPAaTUBHOTO TPEHHWHTa, B KOTOPOM YYacCTBYIOT BCE CHEIMAJIHMCTHI MO COBITY, COOMpPAeT U OpraHU3yeT
UMeIylocss uHpopManuio. Pe3yabraTbl 3TOro TPEHMHIA, JOMOJHEHHbIE KOMMYHHMKALMOHHBIMU H
IICUXOJIOTUYECKUMHU TpHUEMAaMH, pa3pabOTaHHBIMU KOHCYJABTAHTOM IO IpOAa)kaM, U JIOXKAaTrcsi B OCHOBY
TEXHOJOTMM mpojnaxu. CTpyKTypa KHUTH MOXET OBITh DPA3IMYHOM, HO OTAEIbHBIC pa3Aeibl JOJIKHbI
cozepxKarb:

- YHUKAJIbHbIE KOHKYPEHTHBIE IIPEUMYIIECTBA OPraHU3aL1H;

- caMmble BaykHbI€ (DaKThl 00 OpraHu3alliy, BbI3BIBAIOIIUE TI0BEPHUE K HEH;

- yAayHble BOIPOCHI K KIINEHTY, IIO3BOJISIOLINE ITOHATh €10 MOTPEOHOCTU U pa3TOBOPUTH €I0;

- THUINAYHBIE BO3PAXKECHUSI KIIMEHTAa U OTBETHI HA HUX;

- HaunOosee ynauHble MeTa(opbl, CPaBHEHUS! — MPUMEHUTEIHHO K IPOJaBacMbIM TOBapaM U YCIIyTaMm.
Hpyrumu cioBamu, BaXKHbIM WHCTPYMEHTOM IIPOJBMKEHMsI CTAHOBUTCS TEXHOJOTHS IPONAXKHU, KOTOPAs
3aKJIIouaeTcsl B pa3paboTke (PMPMEHHBIX CTAaHAApPTOB MPOJAKU HA OCHOBE 3HAHUS TOTO, KaK MPOAaBaeMbli
TOBAp WM yCIyra MOXKET yIOBIETBOPUTH MOTPEOHOCTH MOKYIATEIS.

1.3. PbIHOK JIUYHBIX POAAK

Opranuzanuy, KOTOpPhIE 3aHUMAIOTCS IMMOCTaBKAMH KOMIUICKTYIONINX, OOOPYIOBaHHS M TPOMBIIUICHHBIX
TOBApOB, BBHIMOIHSAIOT HECKOJIBKO HHYIO (DYHKIIMIO, YEM T€ OpTraHU3aI[UH, KOTOPbIE UMEIOT JIEI0 C KOHEUHBIMH
noTpeduTensIMu uX ToBapa. PeiHOK Ou3Heca — npodeccroHanbHbI PEIHOK. OH CYIIECTBEHHO OTINYAeTCS
OT MOTPEOUTENHCKOTO PhIHKA MHOTHMH (haKTOpamMH, OINpPENeSIONIMMHA PHIHOYHYIO CTPAaTerHio U MyTH ee
OCYILIECTBIICHHSI, B TOM YHCJIE U TAKUMH, Kak [3]:

1) Ha mpodeccHoHANBbHBIX PBIHKAX OpPTaHU3allMd UMEIOT JEN0 C ONTOBBIM IOKYyIaTeleM, ONEpHUPYIOIIUM
KPYITHBIMH MAPTUSIMHA TOBAPOB, CYMMaMHU JIeHET, OoJiee TpeOOBaTEIbHBIM U IMOATOTOBICHHBIM, Ye€M PSTOBON
MOTPEOUTEB;

2) opraHuzanuell TOPTOBIM HA TAaKUX PBIHKAX 3aHUMAIOTCS YKOMILICKTOBAHHBIC BBICOKOKIIACCHBIMH
CHEIHAINCTaMU TOPTOBBIE OT/ENbI, KOTOPHIE B COBEPIICHCTBE BIAACIOT CUTyalluel Ha PHIHKE U CIIOCOOHBI
OKa3aTh TPAMOTHOE COJICHCTBUE MPOJIBIKCHHUIO TOBAPA HA ATOT PHIHOK;

3) Takue pbIHKU CYIIECTBYIOT Kak Obl HE3aBUCHUMO OT OOBIYHOTO, PSIIOBOTO MOKYTIATENS;

4) Ha MPOECCUOHATLHBIX PHIHKAX 3aKIFOYAFOTCSI MHOTOMHJUTHOHHBIC CJIETKU, TO €CTh TOPTOBBIC OTIEpaIliu
COTIPSIKEHBI C OTPOMHBIMU JIEHE)KHBIMU CPEJICTBAMH, & COOTBETCTBEHHO BO3PACTaET OCTPOTa KOHKYPEHTHOU
O0pHOBI, YBETMUNBASTCS MHBECTUIIMOHHBIN PUCK U IPOYEE;

5) omepanus KyIUTH-TIPOAaKU YCIOKHSIETCS, 3aHUMaeT OOJbIle BPEMEHH, YTO COMPSIKEHO C MeperoBopamH,
MEPEUNCIICHUEM JICHEKHBIX CPEICTB, OPOopMIIEHHEM OAHKOBCKUX IOKYMEHTOB H T.]I;

6) B TOpPrOBbIE CAETKHU BOBJEKAeTCS OONBIIOE KOIMYECTBO JIIOACH, y KaXJAOro U3 KOTOPBIX CBOU
MIPEJICTABJICHUS U MHEHWSI 10 TOMY WJIH HHOMY BOTIPOCY;

3HayuTeNbHAs YacTh NPSMBIX MPOJAX — OTO MPOJAXHU OpraHu3auusM. B mpunstuu Oonblueil yactu
pelieHnil 0 TMOKyNKe OyJIeT y4acTBOBAaTh HECKOJBKO YEJIOBEK, YTOOBI OOECIEYUTh pa3yMHBIA BBIOOP M
UCKJTIOUYUTH OIIUOKU.

OpraHu3anuoHHbIE TOKYMATEIM — 3T0 KOMMEPUYECKHE CTPYKTYphl W Jpyrue OpraHU3alliu, KOTOPBIC
MOKYTAOT TOBApbl M YCIYTU ISl HYXKJ COOCTBEHHOTO MPEANPUATHS WIM AN UX Mepenpoiaxu (c
nepepaboTKko wiau 0e3) APYrduM OpraHu3alvsM WM KOHEYHBIM MOTpeOuTenssM. OpraHu3aiuoHHBIC
MOKYTIaTeNI — 3TO BCE MOKyNaTeIu, KpOMe KOHEUHBIX MOTPEeOUTENEH.

OpraHu3anuoHHbIE TTOKYIIATENN TMPEACTABIISIOT TPU OCHOBHBIX THIIA PHIHKOB:

1) mpompiniutennbii (industrial), uam oTpacieBoil peIHOK;

2) peiHOK niepenpoaaBios (resellers);

3) rocynapcTBeHHBIN PBIHOK (government).



[TpoMmblIliUIeHHBIE TOKYyNATeIN MOKYHAlT TOBAphl U YCIYTH AJIS UCHOJIB30BaHUS B MPOIECCe MPOU3BOICTBA
JPYTUX TOBApOB.

[lepenponaBiibl — 3TO OpraHW3alMil ONTOBOM M PO3HUYHON TOPTOBIH, MOKYMAIOIINE MPOAYKTHl U
MIEPETPOIAIONINEe UX BHOBBH 03 KakoW-JIMOO TmepepaboTKu (3a MCKIIOUEHUEM pac(acOBKHU, KOMILICKTAIIUH,
TECTUPOBAHUS U APYTUX BUIOB MPEANPOJAKHON MOATOTOBKH).

[ocynapcTBeHHBIE TOTPEOUTENM — OSTO OpPraHbl TOCYIApPCTBEHHOTO YIPABIEHUS W TOCCTPYKTYPHI
dbenepanbHOTo, pecnyOIMKaHCKOTO, KPaeBoro, 00JIaCTHOTO WMJIM MECTHOTO YpPOBHS, MOKYHAIOIINe TOBAphl U
YCIIYyTH JUIsl O0eCTieueHus] TOCYIapCTBEHHBIX MOTPeOHOCTE — B 000poHE, Oe30MmacHOCTH, 00pa3oBaHUM,
3IpaBOOXPAHEHUHU, Hayke, KyabType U Jp. [ocymapcTBeHHBIE MOKYMaTeNd HEPEIKO OOsS3aHbl MPOBOAUTH
3aKyINKU HA KOHKYPCHON OCHOBE.

Cpenu cyOBEKTOB PBIHKA JTUYHBIX MPOJaXx (MM MOCPEIHUKOB) BBIIEISIOT CIEIYIOIINE BUABI — OINTOBBIE
OpraHu3aly, JUCTPUOBIOTOPHI, AUIIEPHI, aT€HThI, OPOKEPHI, KOMMHBOSIKEPHI, K000eps! U T.1. PaccMoTpum
OCHOBHBIE U3 HHX.

OnToBBIE OPraHU3ALNU — TOPTOBbIE MPENNPUATHS, UMEIOIINE IUPOKUI aCCOPTUMEHT MPOIYKIHH, a TAaKXKe
OKa3bIIIAONIME TOTPEOUTENISIM pa3NUYHbIE YCIYyTd — TPAHCIOPTUPOBKA M JIOCTaBKa, XpaHEHHeE,
KOMIUIEKTAIsI, Hape3Ka, yrnakoBka W T.. ONTOBBIE OpraHU3alMy NpUOOPETaloT TOBap B COOCTBEHHOCTH,
MMEIOT CBOM COOCTBEHHBIE CKIIAJbl U CKJIAJICKHE 3alachl, TPAHCIOPTHBIE CPENICTBA, TOPrOBYyI0 Mapky. OHH
TOPTYIOT OT CBOErO MMEHH, Ha CBOW CTpax W PHUCK, MO COOCTBEHHBIM II€HAM, KOTOpPbIE MOJIYYarOT MyTeM
YCTAHOBJICHHs OTpENeCHHOW HalleHKU Ha KaXIblii BUA mpoaykiuu. ONTOBblE OpraHu3alid HMEIOT
JOCTATOYHO MPOYHBIE M JOJITOBPEMEHHBIE KOHTAKTHI CO CBOMMH MOKYTATEIISIMH.

JucTpuOBIOTOPBI U AUIEPHI — PA3HOBUIHOCTU ONTOBBIX OPraHU3AIIMIA, XOTS HEPEIKO UX MpaBa Mo JOTOBOPY
OTpeJieNieHbl Ha YPOBHE areHToB. JIMCTPUOBIOTOPHI MOTYT OBITH KpPYIMHBIMH OITOBBIMH ITOKYIIATEIISIMH,
UMEIOUIUMH CBOM CKJaJabl M TpaHcrnopT. OJHaKo wyalle BCEro OHM HE IMOKYMalT TOBap B IMOJIHYIO
coOcTBEHHOCTh. OHM HMMEIOT Pa3IMYHOIO POAA CKUIKU W JIBTOTHBIE YCJIOBHS 3aKYIKHU OT IOCTaBLIMKA —
TOBApHBIM KPEIUT, MOCTAaBKM TOBapa Ha YCIOBUSX KOHCUTHAIIMHU, OOJIBIIYIO OTCPOYKY IjIaTrexa, MpaBo
NEpBOM OTIpY3KH M T.I. DTHU JIBIOTHBIE YCJIOBHS OHHM IOJIy4alOT B OOMEH Ha OCYILECTBICHHE CTPOroi
PBIHOYHOM MOJNIMTUKHU, 3aIUTAHUPOBAHHOMN MPOU3BOIUTENIEM Ha JAHHOM PBIHKE.

JucTpruObroTopsl 0053aHbI BECTH IMIMPOKYIO PEKIAMHYIO M INPOINAraHAMCTCKYIO0 paboTy IO MPOABHKEHUIO
TOBApOB IMPOU3BOAMTENS, MOMYISIPU3UPOBATH TOPTOBYIO MapKy, pPacUIUpATbh KPYT MOCTOSHHBIX KJIHEHTOB,
MCKaTh HOBBIX MEPCIEKTHBHBIX KINEHTOB, IPOBOJAUTH MPE3ECHTAINN, CEMHUHAPBI U BCTPEUH C MOKYIATEISIMH
3THX TOBAapOB U T.II.

Jlnst moimy4yeHus BceX BBIILIECNIEPEUMCIIEHHBIX JIBIOT IPU 3aKyIKe TOBapa 00s3aTeNbHBIM JUIsl AMCTPUOBIOTOPA
YCIIOBUEM MOXKET CTaTh 3ampeT Ha MNpPHOOpEeTeHHWEe M pealn3allii0 aHAJOTHYHON MpOAYKIHMH (UpM-
KOHKYPEHTOB OCHOBHOTO ITOCTaBIIMKA.

Yame Bcero AUCTPUOBIOTOPHI OOCTYKHBAIOT OMNpeelieHHble reorpaduyeckue TepPUTOPUU — PETHOHBI.
Hekoropeie AMCTpUOBIOTOPHI MONYYAaIOT AKCKIIO3MBHBIE IpaBa Ha JEATEIbHOCTh Ha OOCIyXHUBacMOU
TEPPUTOPUHU, YTO O3HAYAE€T OTCYTCTBHE BO3MOXHOCTH Yy KOHKYPEHTOB 3aKylmaTh M PEaJU30BHIBAThH
aHAJIOTHYHBINA TOBAp MOCTABIINKA B JAHHOM PETHOHE.

Taxum 00pa3oM, IPOU3BOIUTEND UCIIONB3YET TUCTPUOBIOTOPA OOBIYHO B KAYECTBE CPEACTBA MOMYIIAPU3ALIUN
CBOET0 TOBapa M 3aBOEBAHMSA HOBOIO pbIHKA. [lo Mepe pa3BUTHS JaHHOTO PBIHKA 3KCKIIO3UBHOE IPaBO
aHHYJIUPYETCS, U TOBAp PACIPOCTPAHSIETCS M0 MACCOBBIM KaHaJIaM pacrpeieeHusl.

JuctpuOpIoTOp Takke MOXKET ObITh opuIHanbHbIM. OQHUIMANTBHBIA CTaTyC HE O3HAYaeT SKCKII03UBa Ha
peanuzanuio. OH TUIIb AaeT JUCTPUOBIOTOPY U €ro KIMeHTaM HEKOTOpbIEe MPEeUMYyIecTBa B OONACTH IIEH,
YCIIOBUH TOCTaBKH, CEPBHCHOTO OOCITYKMBAaHUS M T.I. B KaXJIOM KOHKPETHOM Cllydae BO3MOXXHOCTU H
0053aHHOCTH JTUCTPUOBIOTOPA OTOBAPHUBAIOTCS CIEHHUATbHBIM KOHTPAKTOM C TIPOM3BOJAUTENEM WU
MOCTaBIIMKOM TOBapa.

B otnuune or muCTpUOBIOTOPOB AWUJIEPHI SBISIOTCS MEIKUMU ONTOBBIMH IOKYMATeIsIMH, BCE OCTajbHbIE
00s3aHHOCTM M TpaBa HUX CXOKHU C JUCTpuObroTOopamu. Yaiie Bcero Auiepsl SBISIOTCS areHTaMu
JTUCTPUOBIOTOPOB, CIYXAIIUMU Ui OXBaTa JIPYTMX PETMOHOB M CETMEHTOB PBIIIKA U HAXOMATCS B HX
HETIOCPECTBEHHOM MoaunHeHnd. [Ipu yBenndeHnn oO0beMOB peann3aliy JTUIep MOXKET MOJTYYHTh CTaTyc
JTIUCTPUOBIOTOPA, U HA0OOPOT.

COBITOBBIE areHThl — JIMIA, MPECTABISIONINE UHTEPECHl ONPEACTICHHBIH MPOU3BOAUTENEH TpU COBITE MX
ToBapoB. COBITOBBIE areHTHI MOMYYalOT CBOE BO3HArpa)KJACHHE B BUIEC KOMUCCHOHHBIX. OHU HE MOKYMaoT
TOBapbl B COOCTBEHHOCTh, OIHAKO MHOT/IA PacloylaraloT TOBapHBIMU 3allacaMH Ha yCIOBUSAX KOHCUTHAIIUU —
oriaTa 3a peajr30BaHHbIN TOBap Yepe3 OMpe/eIeHHbIE paBHBIEC IEPHOIbI BPEMEHHU.

31ech YMECTHO BBIJICIUTH areHTa MPOU3BOAUTEINS U areHTa M0 COBITY. ATEHT MPOU3BOAUTEIS MTPOIAET YaCTh
MPOAYKIIUU TPOU3BOIUTENS, OrPAHUYMBAETCA KaKOW-TO reorpaduyeckoil Tepputopuei, UMeeT TOBapHBIN



3amac Ha yCIIOBHUSIX KOHCHUTHAIIMHM. ATEHT MO COBITY OOCIy)XHBaeT moTpeOuteneil ompeneneHHOW oTpaciu
HE3aBUCHUMO OT MecTOomoNokeHHus. COBITOBBIE OMNEpaIMi OCYIIECTBISIOTCS CO CKJana IMPOU3BOIUTEIS.
ATeHTBl MOTyT OBITh 3aBHCHUMBIMH OT TOCTaBIIMKAa U HE3aBUCMMBIMH. B ciyyae 3aBUCHMOCTH OT
MOCTaBIIMKAa OHM MOTYT OBITH JIMIIEHBI IMpaBa PaCIpPOCTPAHATh AHAJOTHYHBIE TOBApPHl MOCTABIIHMKOB-
KOHKYPEHTOB.
Vcnonb30BaHne COBITOBBIX areHTOB IIENIECO00pa3HO B ciydae, €ClM MPOW3BOIUTENh M3TOTABIMUBACT OTUH
TOBAap WJIM OYEHb Y3KHH aCCOPTUMEHT TOBAPOB C OTPAHUYEHHBIM OOBEMOM COBITa B KaKJOM M3 pailOHOB
peiaKa. OnToBas pupma He OyneT yAensiTh 0co00ro BHUMAHHs OJJHOMY TOBapy, HMEIOLIEMY OTPaHUYCHHBIH
PBIHOK. ATEHT TOpryeT He Oojiee 4eM TPUAIAThI0 HaMMEHOBAHMSIMH M 0ojiee BHHUMATEIbHO OTHECETCS K
TOBapY.
CObITOBBIE areHTHl PabOTAlOT Ha OCHOBE 3aKIIOYEHHUS areHTCKOTO COINMAIEHHS — 3TO COINAllIeHHE,
3aKIII0YaeMO€ MEXJy OpraHu3alMel W ee TOPIrOBHIM areHTOM Ha HEONPENEICHHOE BpeMsl C MPaBOM
pacTOpruyTh €ro B OTOBOPEHHBIE CPOKHU. Paznuyaror cortamieHus mo o0bemMy mpaB U 00s13aHHOCTEH CTOPOH.
Bbiensror Takke CorameHus ¢ mpeIoCTaBIeHHEM UCKITIOYUTEIBHOTO TIPaBa.
Bbpoxepbl 1 KOMUCCHOHEPBI — 3TO PA3HOBUIHOCTU COBITOBBIX areHToB. KoMuccHoHep NEeHCTBYET Kak areHT
MPOM3BOJUTEINS, IPOJIAET TOBAP HAa YCIOBHUSIX KOHCHTHAIIMU, TO €CTh HE TapaHTHUPYET COBIT U paboTaer 6e3
KOHTpakTa. bpokep sBIsETCS JUIIOM, KOTOPOE CaMOCTOSITEIbHO MIJIM OT OPOKEpCKO KOHTOPHI paboTaeT Ha
Oupike, Ie 1Mo 3aKa3y MPOU3BOTUTENS pealn3yeT YacTh MPOAYKIUU. [IpogyKius s 10omycKa K 0OpaIieHuo
Ha OHpKe JTOJKHA YIOBIETBOPSTH OMpPEEICHHBIM TpeOOBaHUSM, a UMEHHO UMETh COPTHOCTbh M CTaHJIAPT,
MIPUHSTHIE B TOPTOBIIE.
Hcnonp30BaHue TOTO WJIM MHOTO MOCPEIHUKA MOXET TaK)KE 3aBUCETh OT BHUJA PACHPOCTPAHSIEMOro TOBapa.
Tak, HanmpuMmep, 3alacHbIE YacTH K MallMHAM OOBIYHO PACIPOCTPAHSIOT Yepe3 IIMPOKYIO CETh areHTOB,
MMEIOINX CKJIaJICKHE MOMEIIEHHUS, YTO MO3BOJIIET 00eCIIeunBaTh BHIMOIHEHNE 3aBOK HHOCTPAHHBIX (UPM B
JIOBOJIBHO CYKaThI€ CPOKH.
Ha pbIHKax CBIpBEBBIX TOBAPOB UCTOPUUECKHU CIOKUIUCH 0COOBIE (POPMBI TOPTOBIH — OUPKU U AyKIIHOHBI.
Cuctema cObITa CBIPHEBBIX U TIPOJIOBOJILCTBEHHBIX TOBAPOB CTPOUTCS] TAKUM 00Pa30M, UTO MPSIMBIE TTPOIAKH
TPaJAUIIMOHHO 3aHUMAIOT 3HAYMTENbHOE MECTO. 37IeCh Hallla CBOE OTPa)KEHHE TEHJICHIUS K YCTPAaHEHHUIO
MOCPETHUYECKOTO 3BEHa B TOProOBiIE (32 MCKIIOUYEHHEM MAaIIMH M OOOpYIOBaHUS, T/E CYIIECTBOBAaHHUE
MOCPEIHNKA O0bACHAETCA ClIEU(PUKON YCIOBUIN MPOJAXKH).
OCHOBHOI 3afa4yeil CHEeNUAIMCTOB MO COBITY SIBISETCS MOBBIINIEHHE ToBapoobOoporta. [[ns ycmemHoro
YBEJIMUYEHHUS TOBAPOOOOPOTa UMEIOT OTPOMHYIO BaXKHOCTD MSITh CIEAYIONUX (DYHKITUI:
1) mouck nepcneKTUBHOTO MOKYTIATENS;
2) perucTpanus MoKymnarenei u uX OTKJIUKOB;
3) camoympaBieHue;
4) ynpapneHHe OTHOUICHUSIMH;
5) ycTpaHeHue HapeKaHUM U peKiaMaliuii.
TunuyHble 33141 TOPrOBOTO MEPCOHANa MOTYT OBITh CTPYIIIUPOBAHBI MO CIAEAYIOIINM HarpaBieHusM [9, c.
27]:

— COOCTBEHHO TMpoJa)xka, BKIIOYAIOIIAs BBISBICHUE TOTEHIMANBHBIX KIUEHTOB, H3y4YeHHE UX

noTpeOHOCTEH, o0CyXcHHE YCHOBUMI MPOJIaKH u 3aKJIFOUCHUE CIEIIKH;
— OKazaHHe YCIyr KIHWEHTaMm, BKJIIOYas TMOMOIIb IO HCHOJIb30BAaHHIO TOBapa, MOCIEHPOAAXKHOE
o0cmyKUBaHUE, IIPOABMKEHUE TOBapa u ap.;

— cbop wuHboOpMaIMU IS OpraHU3aIlid OTHOCHTEIIBHO HM3MEHEHUsS NOTpeOHOCTEH, aKTMBHOCTH
KOHKYPEHTOB, aJallTHPOBAHHOCTH TOBApOB.
B camoli opranuzaiuy MOXHO BBIICJIUTH CIEAYIOIIUE TUIIBI CIICIIMATUCTOB 0 TIpojaxkam [9, c. 28—29].
[IpencraBuTENb MO JOCTABKE, OCHOBHAS POJIb KOTOPOTO COCTOUT B (DM3MUECKOM JocTaBke ToBapa. Pabora B
OCHOBHOM 3aKJIFOYAETCS B TIOCEHICHUH CYIICCTBYIOIIMX KIMEHTOB JUISI TMEPUOJUYCCKOTO TOTYUICHHS
(Bo300HOBNIEHUS) 3aKka3a. Hampumep, mojanucanue npeicTaBUTeNIeM M0 JOCTaBKe KOMMaHUM «Yucrast Boma»
JIOTOBOpA C APYrod KoMIaHuen «X» — Ha CISAYIOIINHA TO/I WM YBEIIMUYeHUE 00BEMOB MOCTABIISIEMON BOJIBI
B TEKYIIIEM TO/1y IO MOCTYNUBIIEMY 3aKas3y.
[TponaBer, 1eWCTBYIOMUK B 30HE MPOJIAXKH MPUHUMACT 3aKa3bl M1 MOXKET BBIIIOJHATH POJIb COBETHHUKA WIIH
KOHCYJIBTaHTa KITUEHTA, 0COOEHHO B KPYITHBIX Mara3uHax ObITOBOW TEXHUKH, OJICK]IbI U T.1.
Pa3be3qHoi mpeacTaBUTENh BCTPEYAETCS C ONTOBBIMH M PO3HUYHBIMH TOPTOBIIAMH C IEJIBIO TOTYYEHUS
3aKa3oB M obecreueHus OecrepeOOHOCTH TOBAPHBIX OCTABOK.
[IpencraBuTenh MO CTUMYIUPOBAHUIO MTPOJAXK OPTaHU3YeT PEKJIaMy TOPTOBOM MapKH B MECTax MPOAaXH H
MPOBOJUT PEKJIAMHBIE MEPOIPHUATUS HEMOCPEACTBEHHO B NYyHKTE Mpojaxu. OTBedaer 3a BCe aKIHMH
CTUMYJIUPOBAHMS COBITA U OCYIIECTRIISIET UX TOJHBIN KOHTPOJIb.



KomMmMmepueckwii mpornarauiucT He MPUHUMAET 3aKa30B, a JIUIIbL HHPOPMHUPYET O HOBBIX TOBapax. ITOT THII
TOPTOBOTO TIPENCTABUTENs] 0COOEHHO XapaKTepeH s cepbl MEAMIMHCKUX TOBApOB W TpemnapartoB. Ero
paboTta mpenmonaraeT cosgaHue arMocdepbl T00pPOKENATeTbHOCTH, HH(POPMAIMOHHOE MPOABIKEHUE
IIPOAYKILIMY B paMKaX MOCTOSTHHOTO OOLIEHMSI ¢ TOTEHLUAIbHBIMU OKYIIATEISIMHU.

Wmxenep mo mpoaakaM, TEXHUYECKH KOMIETEHTHBI U CIOCOOHBIM Wrparb poJib KOHCYJBTaHTa,
MIOMOTAIOIINK KJIMEHTY B pelIeHHH ero mpobiem. JlanHas padora TpedyeT mTyOOKOTo 3HAHMS TEXHHUYECKUX
XapaKTEPUCTUK MPOAYKIIMH.

KommuBosokep (pp. commis voyageur) — pa3be3qHONW TOPTOBBIM areHT, MPEAIararoliuii MOKYMaTeNIsIM
TOBApbl, UMEIOLINECS Y HEro B HaJWUYMU, MPOJAIOIIUI MO KaTalory moj 3aka3 (¢ co0oil mMeeT oOpasIibl
TOBAPOB W M3EJIHI), MPUHUMAIOIINNA 3aKa3bl MOCJE JEMOHCTpAIlMU ToBapa Ha JoMmy wiu B oduce [21, c.
240]. Kak mnpaBuio, mpoJaeT TOBAapbl HECIOXKHBIE B OHKCIUTyaTallMd, NpeIHAa3HAYEHHbIE KOHEYHBIM
NOTPEOUTENAM: IIEKTPOOBITOBA allllaparypa, SHIKUKIONEINH, CTPAX0OBbIe MOJIUCHL. Pemraromuii ycrex Takux
MpoAaX O0ECHeunBaeTCs OYeHb BBHICOKMMH KOMMYHUKATHBHBIMH HaBBIKAMH W TBOPUECKHM IOIXOIOM K
IIpoaXKam.

CocTaBuTenb KOHTPaKTa MO CIOKHOMY MPOEKTy. Takoil crenuaiucT KpoMe TeXHHYeCKOM U (hUHAHCOBOU
KOMITETEHTHOCTH JOJKEH 00J1aZiaTh TaJaHTOM BEJICHUS TIEPErOBOPOB.

3ajaua OopraHuzaldd COCTOUT B MPABHIBHOM PAacCHpelesieHUd O00S3aHHOCTEeH MEXAY CIelUaTNCcTaMH IO
npojakaM, cOBITOBOI CEThIO M CpEeACTBAMH KOMMYHUKAIMH. Bo3MOXKHA pa3nuyHas opraHu3anusi paboThl
TOPrOBOTO TMEepPCOHANA: PErMOHANIbHAS, TOBApHAs, MO THITY KIIMEHTOB MU 110 KOMOMHHUPOBAHHOMY MPUHIIUITY
[9, c. 29].

PervonanbHasi opranuzanus — caMas paclpOCTpaHEHHas Onarojgapsi CBOEH JJOTHYHOCTH U MPOCTOTE, B TO
K€ BpEMsI OHA MO3BOJISET MOJIYYUTh HAMOOJIBIIUI KOHTPOJb 3a PHIHKOM IIPH HaUMEHbIIUX 3aTparax. llpu
TaKoW OpraHHU3aIly MPOAABel] SABISETCS SKCKIIIO3UBHBIM IMpeACcTaBUTeeM (GUPMBI [0 BCEM €€ ToBapam s
BCEX MOTEHIMAIBHBIX U peabHbIX KINEHTOB PErHOHA.

Takoii, camblii JEMIEBbII NOAXO0 MPUMEHUM JIMIIb B ClIydae, KOraa TOBApbl HEMHOTOYMCIIEHHBI WIIA CXO0XKH, &
BCE KJIMEHTHI UMEIOT aHaJOTHYHbIe oTpeOHOCTH. Tak, HampuMep, OpraHu3anys, BHIITYCKArOIas KPacku |
JIaKW, KJIUEHTaMH KOTOPOM SIBISIOTCS ONTOBbIE M PO3HUYHBIE TOPTOBIIBI, @ TaKXKe MPOMBIIUIEHHbIE (PUPMBI
(cTpouTenpHBIE, aBTOMOOMIIbHBIE) HE MOKET HMETh OTHOTO MPEACTABUTENS IS IFOOBIX KITMEHTOB.

ToBapHasi opraHu3anusi NPEANOYTUTENIBHEE, KOIJAa TOBapbl HE MOXOXKHM JAPYr HA Jpyra WU CIOXKHBI B
UCHOIb30BaHUM. YUTOOBI OTBEYaTh Ha 3ampoChl KIMEHTOB M INPOTUBOCTOATH KOHKYPEHILMH, TOProBBIN
MPEICTaBUTENb JOKeH ObITh Oojiee crenuaan3upoBaH. Pacxoisl MOTYT BO3pacTH, OCOOEHHO eclu
HECKOJIBKO MPEICTaBUTENEH JOIKHBI TOCENaTh OJJHOTO KIMEHTA.

Opranuzanusa mo kineHTaM >(QQEeKTUBHA, €CIM KIUEHTHl MMEIT BechMa pasziIU4YHble MOTPEOHOCTH U
TpeOytoT crnenuduyeckoro oOcmyxuBaHus. KIMEHTOB MOXHO KiIacCH(UIMPOBATH MO  CEKTOpam
MIPOMBILIUIEHHOCTH, 10 pa3Mepy MOKYMOK M IPYTMM KpUTEpHsM cermeHTaruu. Hampumep, OONBIIMHCTBO
KOMIBIOTEPHBIN (QHUPM pacrpenenseT CcBOK ciayxkOy cObITa MO CIEAYIOIMIMM TpyNnaM MOKyHaTeleu:
aIMUHUCTpanusi, OaHKH, TPOMBIIUICHHBIE TNPEANpPUATUS, Topromis. JlocToMHCTBAa TMoOIX0Ma — B
BO3MOKHOCTH CIIEIMAIIM3ALNHU U XOPOILIEH aanTallud TOPTOBbINA MPEICTABUTEIEH.

Opnako B ciiydae 0OJbIIOr0 reorpaduueckoro paccesHus KIMEHTOB TAaKOM THUIl OpraHU3alui MOXET ObITh
OYEHb JIOPOTHM.

B nenom, opraHuzanusi mo THUIy TOBapa WJIH KJIHEHTOB PE3KO CHUXkaeT 3()(PEeKTUBHOCTH HCIONB30BaAHUS
paboyero BpeMEHH CIYKObI COBITAa, €CIHM TOJBKO THIBI KJIWEHTOB WJIM TOBapa HE CTPYNIHPOBAHBI IO
TEPPUTOPUSIM.

He3aBucumo OT TOro, Kakoi Mojaxoj UCHONb3yeTcsl, OpraHu3alusa-IpoIaBell JOJKHA IPUHATh BO BHUMAaHHE
P BOKHBIX ()aKTOPOB PHIHOYHOIN KOHBIOHKTYPBHI.

HexoTopble 3aKa3unky 3aCIyKUBAIOT (M JOJDKHBI MOJTYYHTH) OOCITYXHBaHHE O0Jiee BBICOKOTO YPOBHS, YeM
octanbHble. Crenyer o0s3aTeNIbHO YUWUTHIBATH MPUPOAY PHIHKA UM KOHKYpPEHIIMIO Ha HeM. Ha pacrtymem
pBIHKE oOpraHu3anus JODKHA OBITh B COCTOSHHMM HAHATh W OOYYMTh HOBBIX IPOJABLIOB, YTOOBI
YAOBJIETBOPUTH PacTyLIUi cripoc. Ha phllike ¢ )KeCTKOW KOHKYPEHIIMEN MOXKHO CTapaThCsl MMPOJABaTh HE TaKk
MHTEHCUBHO, KaK Ha PbIHKE, I7I€ €CThb BO3MO)KHOCTh YBEJIMYUTHh CBOIO PHIHOYHYIO JI0J0. Teppuropuu
JOJDKHBI OBITH JI0CTATOYHO OOJIBIIMMHU B CMBICJE MOTEHIIMANa pealu3alid U CTUMYIUPOBAHUSA XOPOIIEH
paboTHI POJIABLIOB, HO IOCTaTOYHO MAaJI€HbKUMH, YTOObI HE YIIYCTUTh IOTEHIIMAJIbHO BAaXKHBIX 3aKa3YUKOB.
Kpome Toro, He Bce MpoOAaBIbI PaBHBI 1O KOMIIETEHTHOCTH M CIOCOOHOCTSIM, MOCIEAHHI (akTop HaIo
IIPUHUMATh BO BHUMaHUE MpU UX HaliMe.

[lepen Temu, KTO 3aHMUMAaeTCs MPOJAXKaMH, CTOST JIBE 3aJadl — COBIT ToBapa W 3a00Ta O MOKyMarene.
HemHoro npoky ObITh ITPOAABIIOM, KOTOPOTO BCE JIIOOST, HO HUYErO y HEro He MokymnatoT. He mydie toro



«TPOBEPHYTH» HECKOIBKO MPOJAXX, HO OCTAaBUTh HEIOBOJILHBIMH CBOUX TMOKyHareiaeil M OTOMTh y HHX
JKEJIaHUE BIIPEb UMETh JIEJI0 C TAKUM MPOJABLIOM.

BooOmie, cpeau mponaBlOB MO TEMIEPaMEHTY M MaHepe MOBEACHHUS MOXKHO BBIJCIUTH CIEAYIOIIHEe
OCHOBHBIE THIIHI [4, ¢. 12-20].

Bynbao3epsl — 3TO Te, KOTOPBIM BOJHYET JIMIIb OAHO — YAACTCA JIM UM 3aHATh BEPXHIO CTPOYKY B
peiiTiHre MpoaBIoB cBoel (upmbl. OHH JEHCTBYIOT HAIOPHCTO M arpeCcCMBHO. B KOMIaHWSIX OHH, Kak
MIPAaBUIIO, CIIUXUBAIOT Pa3bIPEHHBIX MOKYMATeNe OTIeNy M0 00CTyKUBAHUIO KIIMEHTOB. «bynbro3epam» HET
Jiesa 10 TOro, 4YTO MOKYIaTeNlb MOXKET BIOCIEACTBUN aHHYIMPOBATh 3aKa3 WIM NEPEHTH K KOHKYpEHTaM, JJIs
HUX Ba)XHO, YTOOBI HE MAJall0 YMCIO CIENOK, 3aKIIOYEHHBIX MMU 3a HeNeno. B KoHIle KOHIIOB, OHHU
BBIPA0ATHIBAIOT pecypc MOKymnareineld B OHON 00IacTH U ePeXOAsT B APYTYIO OPraHU3aIHIo.

Jlyumiue npy3bsi — AMaMeTpalibHas IMPOTHBOIIOIOKHOCTh «Oynbao3epam». Y TOKymarenei, Kak MpaBHIIo,
HUKOTJIa He ObIBa€T K HUM HPETEH3UH, HO IpPH O3TOM YpPOBEHb MPOJAX y HHUX HEBBICOK. JTO U
HEY/IMBUTEIHHO, BEIb HA CaMOM JieJie OHM 3aHUMAIOTCS MPOJaKaMH, «UYTOOBI OOIIAThCA C JIIOABMUY.
HecMoTps Ha TO, UTO TakKe POAABIIBI AETAIOT MacCy 3BOHKOB, MaJIO KaKH€ U3 HUX 3aKaHUMBAIOTCS CIEIIKOM.
3agem? OHHM Tak MUJIO OOIIAIOTCS C MOKYMATENSIMH M CTApaAlOTCs HE «HANpAraTh» UX MPOChOAMU ClienaTh
3aKka3. OJTH JIIOAM BCEIia TOTOBBI 3aBEPHTh CBOETO MEHEKepa, 4ro pabora y HuMX KHMUT. Kak jerko
JIOTaJaThCs, IMOKyNaTead, KaK MpaBWIO, 3aKIOYAIOT CAEJIKHM HE C <«JIYYIIMMH JPYy3bsSMH», a C HUX
KOHKYpEHTaMH U3 TeX, KTO He OOUTCs JOOMBATHCS 3aKa30B.

[IpueMHUKHN WK, KaK UX €II€ YacTO Ha3bIBAIOT BO MHOTI'MX TOPIOBBIX KOMIIAHUAX, IIOTEPSHHBIE TYILIN».
OHu npencTaBiIAOT cOO0M MPOJABLIOB, YTPAaTUBIIUX CTUMYJI M BCSKUN MHTEpec K cBoed pabore. X He
O4YEeHb 3a00TUT, TOHPABSITCS OHU MOKYTATENIO WM HET, OHU HE OTATOIIAIOT ce0sl TIATENbHOM MOATOTOBKOM K
IIpOaXKe, HE CTAparoTCsl B HAWJIYYIIeM CBETE€ NPEICTaBUTh CBOMl ToBap WM yciayru. Ecim knMeHT cam
MIOXKEJIaeT ClIeNaTh 3aKa3 — OHU €ro MPHUMYT, €CJIH ke HEeT — MaJbleM He IMOIIEBENST, YTOOBI 3aMoIyYuTh
ero.

VYHuBepcanpHble TpoAaBUbl. bonblias 4yacTe MNPEYCNEBAIOUIMX IMPOAABIOB OTHOCUTCS HMEHHO K JTOU
kateropuu. OHM cIIOCOOHBI MPOU3BECTH MPUATHOE BIIEUATICHUE HA TIOKYIIATENsl, YMEIOT 33J1aBaTh BOIIPOCHI U
BBICJTYIIIMBATh OTBETHI, XOPOIIO MPEACTABIAIOT cBOM ToBap. [lokymnaressM NpusaTHO UMETh C HUMU JIeTI0, H0O
OHM YYBCTBYIOT B HHX MpodeccHoHaIoB. [paMOTHO O0O0Iasch € TOKYyNaTelsiMH, «yHHBEpCAJIbHBIC
MIPO/ABIIB) HE CTECHSIOTCS TOOMBAThCS y KIMEHTOB 3aKa30B Ha cBOM ToBap. OHU 0071a/1a10T CIIOCOOHOCTHIO
IIOCTOSTHHO MEHSTh MaHepy MOBEACHUs, IPUOINKASCh TO K OTHOMY, TO K JPYrOMY M3 BBIIIENIEPEUNCIEHHBIX
tunoB npojasua. [louemy? /la moromy, yTO BCTpeyaroTCsa pa3Hble TUIBI NOKynarened. MHorna onun u ToT
K€ MTOKYTaTeNlb B pa3HOE BPEMsI MOXKET BECTH Ce0sl TIO-pa3HOMY.

Hecxkonbko ymporiasi, MOKHO BBIICIUTh HECKOJIBKO KaTEropui nmokymnaresnei [4].

[TapoBbie katku. Uto onu genaror? «Haesxkaror». Takue nokymnarenu BCcerja 3HaKOT O ToBape Ooblle, YeM
MPOJABEL, OHU CTPEMSTCS YAWYUTh BaC B HEKOMIIETEHTHOCTH M LEIUISIOTCS K CJIOBAM, OHM HEU3MEHHO
IBITAIOTCS COUTH 1IeHY. OHU HUKOIZIa HE CIIYIIAIOT, YTO Bbl UM TOBOPUTE. 3a4€M, BE/lb OHU U TaK BCE 3HAIOT
nyumie Bac. X pa3apaxaer cama HEOOXOAMMOCTh MOKYIAaTh 4TO-TH00. AX, ecinu Obl OHH MOIJIH MPOXKHTD,
Hudero He mokynas! Takue KIMEHTHI A MPOJAABLOB, MOXKaTyH, camble oOpeMeHuTenbHbIe. Bac Tak u
MOAMBIBAE€T IOCTAaBUTh WX Ha Mecto. Ho mocrapaiiTech BbICHymIaTh UX, OyIbT€ «YHHUBEPCAITbHBIM
npoJaBoM». BeTymaiiTe B meperoBopbl, He Tepsisi KOHTPOIIS HaJl co00i, He MOAaBasCh cOONa3Hy TUTIOHYTh
Ha BCE.

Henocrosaapie. OHU C TPYIOM pemIaroTCs Ha YTO-TO, MO0 3TO 3HAUUT B3SATh HA Ce0S OTBETCTBEHHOCTD.
CrouT UM crenarh 3aKa3 Ha TOBAp, KaK TYT K€ OHU MPUXOAAT K BBIBOAY, UTO MOTYT IOJIYYUTh €r0 JICHIEBIIE.
DTO OAMH U3 PEIKHUX CIIy4aeB, KOTJA JCIUKATHBIA Ha)KMM Ha KIHMEHTa (apus «Oynbao3epa») OmpaBiaH.
Taxum 06pa3oM, Bbl TOMOXKETE €My MIPUHATDH PEIlIeHUE.

OOwxeHHbIe )XKU3HBIO. ENBa 1 BaM ynacTcsl pacro3HaTh 3TOT THII MPH IEPBOM 3HAKOMCTBE. JIumb mocie
TOTO, KaK OHU HECKOJIBKO pa3 OTMEHST CBOM 3aKa3, Bbl HAYHETE MOHUMATh, C KeM uMeete Aeno. Ux mpobiema
B TOM, YTO OHH OTYAsUIUCh MOHPABUTHCS KOMY-JIMOO MPOCTO TaK, OHMU HCIIBINBIBAIOT OCTPHIH JePHUIHT
obuienus. OHu OynyT coryamarbcsi Ha Bce, 4To Obl BBl HU MPEAJIOKIIN, HO BBI €lIe He YCIeeTe BEPHYTHCS K
cebe B oduc, KaKk OHU TO3BOHAT M COOOIIAT, YTO TEperyMajH, MOCKOJIbKY 3TO JacT MM IOBOJ CHOBa
BCTpeTUTbCA ¢ BamMu. C HUMH BaM CTOMUT OBITh <JIYUIIUM JPYroM» WM JaKe «IPUEMHUKOM»; €CIU
nonpoOyeTe Ha/laBUTh HAa HUX, CHOBA IIOJyYUTE OTKa3 U paclpollaeTech C HUMU HaBCET/a.

MeuTa npopaaBma. DTOT MOKynareiab OyAeT 3aJaBaTh BaM BOIPOCHI, CTapaThcsl pa3oOpaThCs B KauecTBaX
NpeasiaraéMoro ToBapa. 3aKJIIOUMB CAEJKY, OH OyJeT MpUIepKUBATHCS MPHHATOTO pelieHus. Bbl Moxkere
paccnadbutbcs. [Ipu paboTe ¢ TakuM KIMEHTOM POJIb «YHUBEPCAIBHOTO MPO/IaBlia» HE OTHUMET y BaC MHOTO
CHII.



JInunabre IMpOAAXH IO3BOJIAIOT YCTAHOBUTL ITPOYHBIC CBA3U C q)HpMaMH—HSFOTOBI/ITeH}IMI/I u HOTpe6I/ITeJ'I}IMI/I,
Oosiee THOKO pearnpoBaTh Ha H3MEHEHHSI PBIHKA, IPUCIIOCAOIUBATHCS K €T0 TPEOOBaHUSIM.
MpakTuyeckune coBeThbl
MNAaTb uunuMHApoOB ABUraTens npodeccMoHanbLHOU TOProBK
1. 3HaHue busHeca
MpodbeccrmoHanbHbIN NpoaaseL, AoMmKeH ObiTb NpekpacHo MHOPMUPOBAH O COBPEMEHHON CUTyauun B
cchepe BusHeca. BbICOKO LEHSITCSt HAUMTAHHOCTL, 06Pa30BaHHOCTL, PAMOTHOCTL M CMOCOBHOCTL BECTU C
KnueHToMm Gecenly O TEHAEHUMSX Pa3BUTUA MapKETUHIa, U3MEHEHUAX KnnMaTa B cdepe 6usHeca, o
BHYTPEHHEN 1 MeXAyHapOAHOW NONUTUKE.
2. BHaHue npoussodcmea
MpodeccrnoHanbHble NpoAaBLbl JOMKHBI XOPOLLO 3HaTb NPOM3BOACTBO, K KOTOPOMY OHU NPUYACTHbI, ObITb
3HaKOMbI C NPOAYKTaMu, LeHaMn 1 PENTUHraMmn KOHKypeHToB. OHM JOMMKHbI 3HaTh Ntogen, paboTaroLumx B
cchepe 3TOro NPOU3BOACTBA, a TAKKe NMYHKTbI MPOAAXKM U peanusaLm HOBOW NPOAYKLMN CBOMX
KOHKYPEHTOB.
3. 3HaHue komnaHuu
MpodheccrmoHanbHbIN NpoaaseL, AomKeH ObiTb AOCTONHBbIM NPeacTaBUTENEM CBOEN KOMMaHUK, T.e. XOPOLUO
3HaTb ee MONUTUKY: TOBApHYH, COLITOBYHD, KOMMYHUKALUMOHHY. OH A0MmKeH GbiTb NOMHOCTLIO
MHPOPMUPOBAH O MapPKETMHIE CBOEW KOMMaHMUN U ee peKnamHbIX NporpaMMax, a Takke 3HaTb
HeobXxoanMbIX ANs KOHTaKTa NoAer 1 CBA3M MexXay OTAenaMmn opraHmsaumm, YTobbl B criyyae
HeobXoaMMOCTM HanpaBWUTb CBOETO MOKYNaTensi Ui KINMEeHTa B HY>KHOM HanpaBneHuy Ansi nonyyYeHus
MOMOLLM UMK NPOAOIKEHNS Aena.
4. 3HaHue npodykma
To, uTo NpoaaBeL, AOMKEH 3HaTb CBOWM NPOAYKT AOCKOHANBHO, KaXeTcst o4eBUaHbIM. OfHaKo yaNBUTENBHO,
Kak MHOrO NpoaaBLIOB HEAOCTAaTOYHO 3HAKOMbI C TEM, YTO OHM MbITAOTCA NpoaaTh. [ns nokynarens HeT
bonee obeckypakmBatoLLen BELK, YEM NPOLABELL, MNI0XO 3HAKLWNIN cBOM ToBap. Ho elle BaxHee TO, YTO
6e3 rnyboKoro 3HaHUs CBOEro NpoayKTa Bbl HE CMOXETE Hay4YMTbCs UCKYCCTBY y6exaaTs. MNpoaasey 06s13aH
BbI3blBaTb AoBepue. OH JomkeH yMeTb ybeauTb KMeHTa, YTo TOMY NoaxoauT NpoaaBaeMblii ToBap.
5. Haenbiku rnipodaxu
Co BpemeHeM gaxe Te, KTO paboTaeT B cchepe TOproenu gonrue rogpl, 3abbiBatoT OCHOBHbIE NpaBuna
npodeccuoHanbHol npogaxu. OHKM MOTYT MX 3HATb, HO BCErda Ny NPUMEHSIOT Ha NpakTuke? Bbicokoe
[laBIeHNe COBPEMEHHOTO AefI0BOro KnnmMata BblHYXXAaeT MHOMMX XOPOLUMX NpoAaBLOB BelibupaTh
NPOTOPEHHYIO KONet Unm «3o0Hy komdopTa». OHM 3abbIBaOT O TBOPYECKOM NOAXOAE K NpoAaxam, a Bedb
nokynaTenv MeHsItTCs Tak GbIcTpo!

P. OeHnun. MNpopgaxa, paau ycnexa. M.: lopu, 1998, ¢ 11-24.
1.4. ToBap 1 NMYHbIe NpoAaXun
1.4.1. MapkeTuUHroBble pakTopbl
ToBapa
ToBap — 3TO BCe, YTO MOXET
YOOBMNETBOPUTL XernaHue nnu
noTpebHOCTb U NpegnaraeTcs pblHKY C
Lenblo NPUBNEYEeHNa BHUMaHUs, NpruobpeTeHns, NCnonb3oBaHns Unu notpebnexHms. 3To MoryT
ObITb hnanyeckne obbLEKTHI, YCNyru, nuua, Mecta, opraHmsaumm n ngev [15, c. 621]. Yenyrm — ato
npegriaraeMble K npofaxe ToBapbl, KOTOPble COCTOAT U3 AENCTBUMN, MPEUMYLLECTB UMK
BO3MOXHOCTEN YOOBNETBOPEHNSA TOW UIIU NOTPEOHOCTH.
Hanbonee maccoBbivi B4 TOBApOB — TOBapbl LUMPOKOro notpebneHna (npnobpetaemble
notpebutenamu ans IM4HOro Nonb3oBaHWs), cloga OTHOCATCS TOBapbl NOBCEAHEBHOIO crpoca
(MpoaykTbl NUTaHuUsA, 6uITOBast XMMUS 1 T.M.), TOBapbl NpeaBapuTenbHOro Boibopa (ogexaa,
mebernb, OblToBas TexHUKA), TOBapbl 0COOOro Bbibopa (MapoyHble TOBapbl C YHUKANbHbIMU
XapaKTepucTmMKkamm), ToBapbl MACCUBHOMO Crnpoca (ToBapbl, 0 KOTOPbIX NOTPEBUTENM Mano 3HatoT).
Yxe ans ToBapoB npeaBapuTenbHOro Bblibopa opraHusaumm paspabartbiBaloT UPMEHHbIE
TEXHOMNOrMN NPOoJaxu, KOTOPble NOMOraroT NPOAaBLYY-KOHCYNBTaHTY B TOProBOM 3arie He TOSbKO
yaepkaTb BHAMaHWE nokynartesnsi, HO U MOTUBUPOBATbL €ro K COBEPLUEHUIO MOKYMKMU.
Ewe 6onbliee 3Ha4YeHEe MMEIOT NNYHbIE NPOLAXM ANA NPOABUXKEHUSA TOBApOB
NPON3BOACTBEHHOIO Ha3Ha4YeHWs1, KOTopble NPUOBpeTatoT opraHM3aumn Ans ganbHenwen
nepepaboTKn UM NCNonb30BaHNSA B MPOM3BOLACTBEHHOW UITN XO3AIMCTBEHHON AesaTenbHocTH. K
TOBapaM NPON3BOACTBEHHOIO Ha3Ha4YeHUs OTHOCATCA MaTepuarbl U KOMNEKTYLWme (Cbipbe,
nonydgabpukaTtbl 1 getann), KanutanbHOe NMyLLLECTBO (06opyaoBaHMeE, 30aHNS U COOPYXKEHUS),
BCMOMorarernbHble MaTepuansl 1 ycryru (genosble ycnyru) [15, ¢. 626]. [ins aton kateropum
TOBApPOB JIMYHbIE NPOAAXM ABMAAOTCH CaMblM 3HAYUMbIM CPEACTBOM NPOABMXKEHUS. 3HAHUE
CBOWCTB, XapaKkTepUCTUK ToBapa — TOro, YTO MapKeTONor HasblLWatT OKpY>XeHMeM ToBapa,

Tosap — smo ne mo, ymo npednazaem npooasey, a mo, 4ye2o
arc0em om He2o nompedumenb.

Teonop JleButt



Nno3BONSAET NPoAaBLy ONpeaennTb, Kakme Bbinoabl ToBapa byayT UMeThb KIodeBoe 3HaYeHue s
noKynaTtens B pa3HbIX CUTYyaUUsIX.

[ymas o ToBape, Mbl 00bI4HO NpeacTaBnsiem cebe peanbHbli 06BHLEKT C MaTepmanbHbIMU
Xapaktepuctukamu, Hanpumep, MMKPOBOITHOBAs neYvb, Tenesm3op. Ho ToBap ecTb HeYTo BornbLuee,
YyeM COBOKYMNHOCTb €ro MatepuarnbHbIX XapakTepUCTUK, 1, roBOpsi O ToBape, Bcerga cregyet UMeTb
B BMAY W ero Heocs3aemble KadyecTBa. Hanpumep, pedb MOXET naTu O JONONHUTENbHbIX
YHKLMSX, O KOHKPETHOM TOProBon Mapke. To eCTb onucaHne ToBapa He CBOOUTCS K ero rnaBHON
nonesHon dyHkumm (IMAP) n matepmanbHbIM XapakTepUCTUKam, OHO JOSMKHO coaepXaTb BECb
CMEeKTpP ero okpyxeHus, puc. 1.6 [16, c. 143].

Penytauywnn

CepBuc gonpo-
AaMHeIn, nocne-
NPoOAaMHLIA

Popma onnaTtkl

Pacdacoeka MNEapadTrn

KpeouTl

Puc. 1.6. Togap u e20 oKkpyxeHue
Kpome xapakTepucTuk 4aHHOro ToBapa U ero OKpyXeHus npogasel, JOMKEH 3HATb Kak MOXHO
GonbLue o gpyrmx ToBapax (obopyaoBaHum, ycnyrax), NpeacTaBneHHbIX He TONbKO B CBOEW
opraHu3aumm, Ho 1 B oTpacnu B uenom. Npoaaeey, AormkeH ObiTb 3HAKOM C TOBapamu KOHKYPEHTOB
He XyXXe YeM C COBCTBEHHbIMUN, NHAYe ero NpeacTaBneHne KOHKYPEHTHbIX NPENUMYLLECTB
npogasaemMoro ToBapa byaet HeybeanTensHbiM. Mogens 3HaHWA O ToBape Ha npuMmepe
obopynoBaHNa AN CKafCcKoro XpaHeHUs Ha cTennaxax npegcrasneHa Ha pucyHke 1.7 [3, c.
121].
[MonHoe 3HaHWe NpoaYyKUMM — 3TO HEe TOMbKO 3HaHME TOro, YTO OHa COBOoK NpeacTaBnsEeT, HO U
(4To ewe BaxkHee!) Kak OHa cnocobHa yaoBNETBOPUTL NOTPEBHOCTU N TpeboBaAHUSA KITMEHTOB.
TepMUH «xapakTepUCTUKN» NPUMEHSIETCA ANs TOro, YTobbl onucaTtb ToBap. HekoTopble cBOMCTBa
0oCcA3aeMbl M O4EBUAHbLI: 3TO AN3aNH, AaHHbIE UCMbITAHUIN, BHELWHMI BUA, SKCMyaTaunoOHHbIe
XapaKTePUCTMKKN, KOMMNOHEHTLI. [1pyrne CBOMCTBa HemaTepuarbHbl, HANpUMep, cepBUCHas
noaAepKa, UMUaX Nnpon3BoguTens, ero MHaHCOBOE NOSIOXKEHME, aBTOPCKOE NPaBo UMW NaTEHT.
JTioam He nokynatT CBOMCTBA — OHM MNOKYNaoT NpenmyLLecTBa, KoTopble obecneyart M Bbirogl,
HO YTO OHW 3Ha4aT Ansa KnMeHTa?

OSopyaosaHne
AMA CKMNancroro
KpaHeHWA
Ha cTennaiwax

Bece chcrembl 4ns crnancroro
XpaHeHnA Ha cTennamax
n B wrabensax

CucTeMBl aBTOMATKHIMWMPOBaEHHOMD
CKMNagCcKoro xXpaHeHuWA

Apyrue CucTemMmsl xXpaHeHuA

MexaHYeCcKkne n KOMNeTepHBIS
crcTemMbl NepepadoTHn IPy306

Puc. 1.7. Modernb 3HaHUU 0 mosape



MpenmywectBa — npeobnagaHne Habopa NonoXMTENbHbIX XapakTePUCTUK (CBOMCTB)
npodasaemMoro ToBapa Haf aHanormdHeiMn Habopammn TOBapOB-KOHKYPEHTOB UM TOBApOB-
Cy6CTUTYTOB, UMEILLNXCS Ha pbilKe. [1oa «NONOXUTENbHBIMU XapakTEPUCTUKaMMN» Mbl MOHUMaeM
XapakTepuCTUKK, 3Ha4YnMble Ana notpedbutenen. Kaxxgas xapaktepuctuka, npesbiatowas (¢
TOYKWN 3peHNs NOTPeOUTENS) aHaNOMMYHY0 XapakTEPUCTUKY TOBApPOB-KOHKYPEHTOB, MPUHOCUT EMY
BbIroAyY.

Bbirogbl — 370 LLEHHOCTM (FTIUYHbBIE UM OPraHN3aUNOHHbBIE) N 3HAYEHNS, KOTOpble NoTpebuTenu
NPUCOEaNHSAIOT K CBOMCTBAM (XapakTepuctukam) ToBapa unuv ycnyriu. KoHuenums CBOUCTB 1 BbIros
OYeHb BakHa ANns Nu4HbIX npogax. CylecTByeT Tpu KaTeropum Bbirog: yHKUMOHaNbHbIE,
CUMBOJIMYECKNE N IMMUPUYECKNE (OCHOBAHHbIE Ha ONbITE).

®PyHKLMOHamNbHbIE BbIrOA4bl 06bIYHO COOTBETCTBYOT CBOMCTBAM, HANPsiMyt0 CBA3aHHLIM C TOBApPOM.
CumBonunyeckme Bbirogbl 06bIMHO KacaroTCs XapaKTepUCTUK, KOCBEHHO CBSI3aHHbIX C TOBAPOM —
OHU nexaT B cpepe noTpebHoCcTeN NOTpedbuTena (IMYHbIX NN OPraHN3aLMOHHbIX).
AMnNnpunYeckme Bbirogbl — Te, YTO NI0AN OLLYLLIAIOT MPU UCMOSb30BaHUKM ToBapa Unu ycnyru.
Bo3Hukasi Ha OCHOBE COOTBETCTBYIOLLMX CBA3€EN NOTpebutens ¢ ToBapHbIMU 1 HETOBAPHbIMM
CBOWCTBaMW ToBapa, OHN YOOBMNETBOPSIOT XXU3HEHHbIE HYXbl, TAKUe Kak CEHCOpHOe
yooBonNbCTBME (BUA, BKYC, 3BYK, 3anax, Apyrve owyuieHuns), noTpebHocTb B pa3Hoobpasuu, B
HOBOW CTUMYNUpPYOLLLEN MHpopMaL MK N OLLYLLIEHUSIX.

MpenmyLlecTBa, CBA3aHHbIE C XapaKTEpPUCTUKaMn COGCTBEHHO TOBapa, Ha3biBalOTCH
paunoHanbHbIMU NpenMyLLiecTBaMun, NpemMmyLLLecTBa B cdhepe CepBUCHOM NOAOEPXKKN Ha3bIBaOTCH
CEPBUCHBLIMM NPEUMYLLIECTBAMU, N TOXE OYEHb BaXkHbl, BeAb OOMbLMHCTBO NPOMbILLSEHHbIX
TOBapoOB TpebyeT He TONbKO AOCTaBKU U YCTAHOBKW, HO M NOAKNIOYEHUS, 0BydYeHnst nepcoHana,
AOBOLKN N KOHTPOIS CO CTOPOHbI NpoAaBLa.

YTBEpPXXAEHUN B PEKITaMHbIN MaTepuanax o «npekpacHom» CepBUCHOW NoaaepKKe HeA0CTaTOYHO,
Ba)XXHO YTOYHUTbL, YTO COBON NpeacTaBnseT ata cepBMCHaa nogaepxka. bonbwmHCTBO
opraHmsaunmn, KpynHbIX U MeSikux, HEM3MEHHO 3asBIISIOT O TOM, YTO OHW NPEAOCTaBMAIT LWMPOKNE
rapaHTuMn 1 NOfHOe nocnenpoaaxHoe obcnyxmnBaHue. YTo 310 03HavaeT? Kakne nmeHHo
rapaHTUn K Ha 4T0? YTO Takoe «nocnenpogaxHoe obcnyxmsaHme»? HeobxoanMo He TOnbKo
MOMHOCTBIO PacKpbITb Nepes KIIMEHTOM 3TN NOHATUS, HO U NPEBPATUTL UX B €ro NpenmyLlecTBa.
[MoTeHumnanbHbIN NOKynaTesib OMKEH NOHATb, KakMe npeuMyLlecTsa A4alT eMy rapaHTum
npoaasLa, NepeyeHb Kakux paboT BkoyaeT B cebs nocnenpogaxxkHoe obcnyxmeaHue,
nocrnenpogaxHoe ConpoBOXAeHWE, TONbKO TorAa OH MOXET NpeBpaTUTbLC U3 NOTeHUUanbLHOro
nokynatensa — B peanbHOro, 3ateM — B NOCTOSAHHOrO, a B ByayLiem — B NOSSbHOrO.

[Mpun oBCyXaeHn xapakTepPUCTUK TOBapa UK yCrnyrn n BblTEKaOLWNX U3 HUX NPENMYLLECTB
TOProBbIN areHT YacTo ynotTpebnsaer pasbl-CBA3KN, HANPUMEpP, «4TO O3HAYaET...» UNN «4TO AaeT
BaM...». BONbLIMHCTBO OpraHn3aunin, Kak, BNpodeM, U ux npogykums, obnagatoT MHOXECTBOM
XapaKTePUCTUK, N3 KOTOPbIX MOXXHO BbIBECTU LIENbIN P NPEMMYLLECTB.

[Mepevncnum HeKoTopble COCTaBMAIOLLINE NOHATUS «Ka4ecTBO ToBapa (yCryrm)», KOTopble MOXHO C
MOMOLLIbIO peveBbIX NPUEMOB NEPEBECTN B JOCTOMHCTBA M NpeMMYyLLECTBA, CNOCOBCTBYOLLNE
npoueccy nokynku, Tabn. 1.2.

Tabnuya 1.2. Cocmaesrnsouwue noHImMus «kadecmeo moeapa (ycriyau)»

Cocrasinsroniye KauecTsa ToBapa CocTapnstomue KayecTBa yCIyru
Ocs3aemsle: - KOMIIETEHTHOCTb OpraHu3aluu;
- MOIIIHOCTb;- (DyHKI[MOHAJILHOE COOTBETCTBUE; | - HAZEKHOCTh AEATEIIBHOCTU U 0043aTEIIbHOCTb;
- IOTIOJTHUTENbHbIE (DYHKIINH; - OT3bIBUMBOCTb U BHUMATEIBHOCTh COTPYIHUKOB;
- OCTETUYHOCTb; - JU3alH; - TOCTYIIHOCTb KOMMYHUKAIUH;
- IPOJYKTUBHOCTB; - OBICTpOE TOHMMaHHUE MOTPEOHOCTEN KIINEHTa;
Heocszaemsie: - 6e30MacHOCTh 00CITYKUBaHUS (B FOPUAUYECKOM,
- COOTBETCTBUE HOPMaM U CTaHAApTaM; (bMHAHCOBOM M MOPAJIbHOM OTHOIICHUSX );
- IOJITOBEYHOCTD; - HAJC)KHOCTB; - CEPBUC - JOCTYITHOCTb UHPPACTPYKTYpPbl OpraHU3aluy;
(npeanpoaxHbIi, rapaHTUHHBIN, - KyJbTypa 00CIy)KHUBaHUS
HOCIENPOJAKHBIN);
- BOCIIpUATHE (peryTanus, UMUK );
- TOProBas Mapka; - y100CTBO;
- DKOHOMHUS

MeHemxepy nNo npogaxam BakHO JOCKOHarbHO 3HaTb BCE KOMMOHEHTbI OKPY)XKEHUSI TOBapa,



MOTOMY YTO KITMEHTbI — NOTPEOUTENM MK 3aKynLUKN TOBapa 4151 NPON3BOACTBEHHbIX HYXA,
npuobpeTasa ToBap, nNpexae Bcero AymatoT O ero Bbirogax, T.e. 0 TeX KayecTBax, KoTopble
noTeHuManbHO COOTBETCTBYIOT UX TpeboBaHuaM. [ns npogasLa BaXXHO 3HaTb, YTO Npu npoaaxe
TOBaApOB MOKynaTenu ULyT peLleHnss CBOMX Npobnem, 1 OH JOIMKEH YMETb ONpeaenuTb, Kakme
BbIrodbl ToBapa b6yayT MMETb KMo4eBOE 3Ha4YeHMe Ang nokynaTens.
ToproBble areHTbl N MeHeKepbl NO Npofaxam, NnpogatoLme ToBapbl NPOMbILLEHHOIO
Ha3Ha4YeHNs1 N BbICOKOTEXHONOMMYHbIE TOBapbl LUMPOKOro NoTpebneHuns, JOMKHbI pa3BmBaTth U
pacLnpsTb CBOW 3HAHUSA O ToBape, KOTopble LOSMKHbI BKMYaTh:

— UCTOPM1IO CO3[aHus ToBapa;

— nccnegosaHua 1 paspaboTky ToBapa;

— CBSI3@HHbIE C HUM NPOWN3BOACTBEHHbIE NPOGNEMbI;

— MeTOoAbl N3roTOBMNEHWS;

— cNocoObl NUCNOb30BaHUSA;

— cepBuCHoe obecnyxnsaHue [3, c. 121].
Ha pblHKe NU4YHbIX NpogaXk HanbonbLUee 3Ha4YeHNe UMEKOT Te XapaKTEPUCTUKKN, KOTOpbIEe
onpenensitoT cnocobHOCTbL ToBapa yaoBNEeTBOPSATb NOTPEBHOCTN NoTpebutens. 3akynLimk ToBapoB
AN NPOMBbILLIIEHHOCTU, eCTeCTBEHHO, byaeT 6onee 3amHTepecosaH B Kl (koadduumnente
NonesHoro AencTansa) obopynoBaHns, NPON3BOANTENBHOCTI 3NEKTPOUHCTPYMEHTA, YeM B €ro
dopme nnu uBeTte. Takne xapakTepUCTUKN BaXXHbI A5 MOKyNaTens nub nocne Toro, Kak oH
MOHSAM, Kakue (PyHKUMOHarnbHbIe BbIroabl NpegocTaBnsaeT ToBap.
OpraHunsaunoHHble nokynatenu, npuobpeTtas TOT UM MHOW ToBap, CTPEMATCS NOMYYUTb Kakme-To
BbIroAbl, KOTOPbIX Y HUX ceryac HeT. ATO MOryT OblTb:

— OKOHOMWS BPEMEHU U EHET;

— 3KOHOMWUSA 3aTpaT Ha pabouyto cuny;

— BO3pOcCLUas NPOn3BOANTENBHOCTb;

— ynpoLyeHne npomM3BogCTBEHHOIO npoLecca;

— noBblweHne 6e30nacHoOCTH;

— MOBbILEHNE LEHHOCTN UX COBCTBEHHbIX U3OenNuN;

— MOBbILLEHNE BO3MOXHOCTWN NPOAAXN X COOCTBEHHbIX U3AENUI;

— NnyJyllee UCMNONHEHne U3nernum;

— MOBbILLEHNE HAOEXHOCTU U3aenui;

— CHWXEHME 3KCMnyaTaLMOHHbIX pacXxo4oB 1 TpeboBaHMI K 06CNY>KMBAHWIO;

— ynyduleHme CBoen penytauum Kak 3akynmkos [3].
Bce 311 BbIrogbl MOryT 6biTb pasnnyHbl N0 CTENEHM BaXXHOCTU, MPUYACTHOCTU, AOMUHUPYET, Kak
npaBuno, o4Ha Uy HeckornbKo. MoaToMy cneayeTt onpeaennTb BaXKHOCTb KaXOoW ANs KaXKaoro
KOHKPETHOro npogasaemMoro ToBapa.
JTiobble aBa npouecca, cBA3aHHbIE C NpogaXaMu, HAKOr4a TOYHO He MOBTOPSIOT ApYyr Apyra —
MHOXeCTBO (paKTOpPOB BMMNKAET Ha npouecc npogaxu (Tun ToBapa, noBeaeHne nokynatens,
YHUKanbHOCTb KOMMEPYECKOro NpeasioKeHns, Hanu4ne ToBapoB-KOHKYPEHTOB U T.4.). TeM He
MeHee, MOXXHO ONMcaTb HECKONbKO 06LLMX BUAOB npogax Ang 6onbwmx rpynn ToBapoBs, YTobbl
AaTb HEKOTOPOE NpeacTaBrieHne O LUMPOKOM CNEKTPE BO3MOXHOCTEN UCNONb30BAHNUSA NNYHbIX
npogax B 3aBUCMMOCTM OT TUMa NpoJaBaemMoro ToBapa u cneungukn pbiHka.
1.4.2. CTpaTernm nM4HbIX Npogax
Mo>xHO Ha3BaTb «TpW KATa», Ha KOTOPbIX OEPXUTCA NpeacTaBrieHMe ToBapa BO BpeMs NIMYHOM
NpOoAaXn N KOTopble OTpaXKalTca B PUPMEHHbIX CTaHAapTax Npogaxu.
1. MHagnBngyanusaums nHgopmarmm o Tosape, npefocTaBnaeMon KOHKPETHOMY NoKynaTento
(rpynne nokynartenen), CTUMyNupytoLas NPUHATAE peLLEHNS O MOKYMKe.
2. BO3MOXHOCTb YCUMNNTb KOHKYPEHTHOE NPeuMyLLeCcTBO OpraHM3aunmy ¢ MOMOLLBIO JINYHbIX
npoaax.
3. BO3MOXHOCTb npe3eHTauumm ToBapa B MecTe Npogaxmu.
B KoHe4yHOM cyeTe, noBefeHne npoaasLa U u3bpaHHasa UM cTpaTerns nepegadm MHopmaLmm
ABNAOTCS onpegenatowmmmn npu Bblibope ctpatermm npogaxu. k. bepHet n C. Mopuaptu [5]
BbIAENSAIOT criefyoLwme cTparternn Nnpogaxun: OTBETHasA nNpoAaxa, npogaxa npeacrtaButensm
TOProBnn, MMCCUOHeEPCKasi, TEXHNYECKas, co3uaaTterbHas U KOHCYIbTaTUBHAA NPoaaXMu.
OtBeTHas npogaxa. Npn oTBETHOW Npoaake TOProBbIN areHT pearnpyeT Ha NoKynaTenbCKUN
cnpoc. Noe3aka no MmapLpyTy U po3HMLa — BOT [Ba BMAa OTBETHOW npogaxu. K npumepy;,
BOAUTENN OpraHn3aumnm, TOPryoLwmnx YUCTON NNTLEBOW BOAOW, AOCTaBNAIOT Kynepbl U 6annoHbl ¢



BOZOM NO 3anpocy KnveHTa. AHaNorM4yHo NpoaasLbl B Mara3nHax GbITOBON TEXHUKM U O4eXabl
3aHUMaloTCa NpoAdaxewn, Korga KNmeHT obpallaeTcs K HUM 3a NOMOLLbHO.

Mpogaxa npencrasutensam Toproenn. Kak n B cnydae ¢ OTBETHOW Npodakemn, TOProBbIn areHT
NpenMyLLeCcTBEHHO BbICTYMNaeT B Ka4eCTBe NpueMLLMKa 3aKka3oB, HO ero TOproBble 06893aHHOCTU B
BonbLuen cTeneHn BKoYalT cepsuc. MNMpoaaxa nocpeaHkaMm 3aknoyaeTcs B 3BOHKaxX gunepam,
npveme 3akasoB, OCYLLECTBEHNUN JOCTaBKW, YCTAHOBKE peKNaMHbIX 3KCMO3ULMIA U OTCREXMBaAHUN
3anacoB. JTOT TUM NPOAaX YacTo UCMONb3YeTCs B NMULLEBON, TEKCTUNBHOW NPOMbILLIIEHHOCTH,
oTpacrnsx no NPoOU3BOACTBY oAeXAbl M TOBAapoB Ans Aoma. CrneumanbHble 3a4a4u, Takme Kak
pasBepTbilaHMe 3KCNo3nLmMm B MecTax nNpodax, Bblkfazgka pekniaMHbii MmaTepuanoBs —
BbIMNOMHSATCA UMEHHO 3TOW Pa3HOBUAHOCTLIO TOProBbIN areHToB. YacTo Takon TOProBbIv areHT
nrpaeTt o6beanHAILYIO POrb B NOAAEPXKaHUM B3aUMOOTHOLLEHUI C NpeacTaBUTENsIMU TOPTroBIW.
MwuccuoHepckasa npogaka. ToproBbli areHT MUCCUOHEPCKOro Tuna 0bbIYHO HE 3aHNMMaEeTCs
cbopom 3aka3oB. Ero rmaBHas 06513aHHOCTb COCTOMT B TOM, YTOObI pacnpoCTpaHATb MHAOPMALMIO
O HOBOM TOBape [0 TOro, Kak OH MOABUTCS B LUMPOKOW npoaaxe. Knaccuyecknn npumep
MMUCCUOHEPCKOro TOProBOro areHTa — 9TO TOProBble NpeacTaBuUTeNy NpoaaBLOB MeAUKAMEHTOB,
KOTOpble TEM UK UHbILL CNOCOB0M MHPOPMUPYIOT Bpaden O HOBbLIMX SiekapcTBax, npeanaraemblx
dhapmaueBTUYECKMMU KOMMAHNAMUN. 3a4acTyo TOProBbIN areHT-MUCCUOHEP pasfdaeT Bpadam
BecnnaTtHble 0bpasLbl ekapcTs, C TeM YTOObI Bpayn MO He TONbKO NMOPeKoMeHA0BaTb 3TU
npenaparbl NauneHTam, HO N HeNnocpeaCTBEHHO NPOAEMOHCTpUpoBaTh caM Tosap. [laumeHrT,
npuasa B anTeky, CKopee BCEro KynuT TO NIeKapCTBO, KOTOPOe pekoMeHAoBar Bpay 1 ynakoBKy
KOTOPOro OH 3arnOMHUI.

TexHnyeckune npogaxu. B naHHOM criydae Toprosble areHTbl npeanaratoT ToBapbl, obopygosaHve
N yCnyrun, CNocobHble pelmnTb TEXHNYECKMe Npobrnembl KNMEHTOB, HA OCHOBE NepBOHaYanbHOM
3KCNepTu3bl U cCOBCTBEHHOMO ONbITa B AaHHON cdepe. TexHnYeckasi npogaxa obbITHO
NpUMeEHsIeTCS AN NPOMbILLIIEHHbBIX TOBAPOB, TakMX Kak MaLUUHbI U NMPOMbILLIIEHHOE
obopynoBaHune. CnocobHOCTbL TOProBOro areHTa onpeaenuTb, NPoaHanM3npoBaTh U PeLLNTb
npobnembl KNMeHTa sABNsieTCA KntoyeBon. Kak npaBuno, TEXHUYECKUIA TOProBbIN areHT 3BOHUT
NoTeHUMarnbHbIM KIMEHTaM, Y KOTOPbIX UMEKTCS onpeaeneHHble npobnemsl, n npeanaraeT ycnyru
CBOEW opraHM3aunm No NONCKY BO3MOXHbIX pPeLLUeHUN.

CosuparenbHble npogaxu. ATOT BUA NPOAAXW, Kak NpaBmio, OTHOCUTCA K HOBbIM TOBapam Unu K
yXXe MMelLWmnMcsa ToBapaMm, KOTopble BbIBOASATCHA Ha HOBbIM PbIHOK. TOProBbIA areHT JOSHKeH
y6eanTb noTeHumanbHbIX KITMEHTOB, YTO OHU UMEIT CEPbE3HYI0 Npobnemy nnm
HeyaoBMNEeTBOPEHHYO NOTPEBHOCTL 1 YTO TOBAp, NpeanaraemMbli TOProBbiM areHToOM, ABMSIETCA
HaUNy4LWMM peLLeHneM B 9TON cuTyaumn. TOproBbIn areHT BbICTYNaeT B KayecTBe
«pacnpocTpaHuUTens 3akas3oB», KOTOPbIA CO30aeT U CTUMYNUPYET CNPOC Ha ToBapbl. ToproBble
areHTbl, paboTalLme Ha Takme koMmnaHun, kak Procter & Gamble, npogatoT nmeHHo B
co3ngatensHoMm ctune. K npumepy, TOproebin NnpeacraBuTeSib U3 nogpasnerneHns rno cpegcrsam
AN COXpaHeHUs 340pOBbA U KpacoTbl KoMnaHum P&G MOXeT NnpoBecTy pag npeseHTauum ans
MeHeKepoB MO 3aKynkam B cynepmapkeTax, YToObl NpoAEeMOHCTPMPOBAThL, YTO HOBbIM LIaMMNYHb
«Head and Shoulders» ynoBneTBopsieT 3anpockl NoTpebutenen nyyile, Yem gpyrme aHanormyHble
LaMnyHW.

KoHcynbratnBHas npogaxa. 3ToT BUA NPOLaXU SBNAETCS OOHON U3 (hopM MapKeTuHra
OTHOLWEHUN. TOproBbIv areHT CHavana BCTPeYaeTCs C KIMeHTaMn u MHPOPMUpyeT ux o
BO3MOXHbIX HanpaeneHusix COTpyaAHNYeCTBa, Co30aeT OCHOBY B3aUMOOTHOLLEHUI. [lanee ¢
MOMOLLIbIO HAaBOASLLMX BONPOCOB YTOYHAET NOTPEOHOCTU KNNEHTOB. TONbKO NOCne 3TOro TOProBbIv
areHT npepjraraeTt CBOe peLleHne, CONpoBOXAaeMoe npe3eHTaumnen, agantTMupoBaHHOM nog,
noTpebHocTM KnneHTa. B xoge nocnepytowero obcyxaeHnsa npegnaraeMoro peLleHus
BblpabaTbiBaeTCs COrnacoBaHHbIN NOAXoA4, 3aTeM odhopMnsieTcsa 3akas. [ocne coepLieHus
CAENKM TOProBbI areHT OKasblBaeT NOCNENPOAAXKHYI0 NOAAEPXKKY, YTOObI NOAKPENUTL CamMy
npoaaxy, rapaHTMpoBaTh YOOBNETBOPEHNE KIMEHTOB 1 NogaepXaTtb 40Opble B3aMMOOTHOLLEHWS.
CyLHOCTb KOHCYNbTAaTUBHOW NPOAaXM, Kak CaMO COBPEMEHHOM U BOCTpeboBaHHOM, COCTOUT B
TOM, YTO NpoAaBel, He NPOoAaEeT NOKynaTento ToBap Uy YCnyry, a KOHCYNbTUPYET KITMEHTa,
npeanaraeT cnocob pewnTb Ty MU UHYIO NPOBNemMy KnMeHTa ¢ NOMOLLbIO JaHHOrO ToBapa Unu
ycnyru, T.e. npogasel, NPoAAET KITMEHTY HE KOMMbIOTEP C NMporpaMMHbIM obecrneyeHnem. a
TEXHUYECKOE peLleHne Npobnembl KOMMYHMKaLMK. KOHCYNbTaTUBHbBIE NPOAAXW OTANYaOTCA OT
TPaANLMOHHLIX LIENbIM PSAOM XapakTepUCTuk, Tabn. 1.3 [22, c. 96].



Tabnuya 1.3. CpagHUMesbHbIU aHannu3 KOHCYIbmupo8aHUsi U rpodaxu

KoHcynbsTrpoBaHue KiueHTa IIpomaxa
[Iponasen npegyaraeT nojib3y [Iponasen npenaraet OpoOLyKT
KiuenT nenaetr nHBeCTUIIUIO Knuent nnartut neny
[Iponasen npennaraer KIMEHTY OOpOTHCS C [Tpomaserr GopeTcsi CO CBOMMH KOHKYpEHTaMHU
KOHKYpPEHTaMH KJIHEHTa [TponaBern mpogaeT MeHeIKEPY MO 3aKyImKaM
[Iponasen npopaeT ynpasieHLy, S3bIK: yOekIeHue, 1aBJICHIE, MOHOJIOT
MIPEIPUHUMATEIIO
SI3BIK: COBET, pEKOMEHIallUU, TUATOT

NTak, KoHCynbTaTMBHAA nNpogaxa npegnonaraeTt criegyoLwme waru.

1. CosgaHue knneHTckon 6asbl AaHHbIX Ha OCHOBE BTOPMYHOW M NEPBUYHON MapPKETUHIOBOW
NHdopMaLun.

2. NiccnepoBaHue 6asbl AaHHbLIX AN onpefeneHns onTMMarnbHbIX BO3MOXHOCTEN pocTa
3APPEKTUBHOCTU OEATENBHOCTU KIMEHTOB.

3. PaspaboTka n oeMOHCTpaums KNMEeHTY NpeanoXeHnst No CO30aHNI0 HOBbIX BO3MOXHOCTEMN.

4. [locTuxKeHne cornacusi 0 HarmMyYnm y KOHCYrbTaHTa BO3MOXHOCTEN pa3BUTUS ANS KUeHTa.
CoBMecTHas paspaboTka NepBUYHOIrO NPEAIOKEHUS.

5. MNMpeseHTaunsa COBMECTHOrO NpeanoXeHUs-nNpoeKkTa nuuy, NpMHMMaloLLeMy peLueHue.
3aknoveHne caenku.

6. OueHka yooBNeTBOPEHHOCTN KNNMEHTa U pa3BuUTME AanbHeNLWero napTHepCTBa.

YKn3HEHHbIV LMK TOBapa Takke OKa3blBaeT OFPOMHOE BIIMSIHNE Ha BbIGOP CTpaTernm n TakTUKm
nn4HoM Npodaxun. HoBbIN, HE3HAKOMbI ToBap TpebyeT Bonblle BpeMEHU AMsi MPUHATUS peLleHus
O MOKYMKe, a 3HAa4YnT, TOProBOM areHT JOSMDKEH NPeanoXuTb NOTEHUMANbHOMY KIMEHTY peknamMHo-
NHPOPMALMNOHHBIN NakeT, KOTOPbIN NOMOXET eMYy MOSTYYUTb TOYHYIO U NCHEPMbIBAOLLLYIO
MHopMauumio (B HacTosiLLiee BpeMs 3Ta 3aadva CyLeCTBEHHO YNpoCcTuUnach, NOCKOMbKY Takomn
NnakeT MOXHO co3faBaTb, MOAMMULMPOBATL N NPEAOCTaBNATb KMUEHTY B LM POBOM dhopmarte).
Ecnn ToBap HaxoguTcs Ha cTaguu pocTa, TOProBbl areHT AenaeTt akueHT Ha
YyCOBEPLUEHCTBOBAHHbIE Y3Mbl, HanM4ymne HOBbIX YHUKANbHbIX XapakTepPUCTUK, KOTOpble OTNMYatoT
npogaBaembliil TOBap OT CYLLECTBYHOLLMX HA PbIHKE aHasoros.

Ecnu ToBap HaxoguTcs Ha cTaamuy 3peniocTu, TO B Npe3eHTaunmn TOproBbl areHT MOXeT COCNnaTbCs
Ha CBMAETENbCTBA TeX, KTO YXXe AaBHO Morb3yeTcs 3TUM TOBapOM U XapakTepusyeT ero Kak
HaOeXHbI, 3KOHOMWUYHbLIA U T.4.

MpakTnyeckue coBeTbl

B noHaTHe «npogyKT» BXOOAT Takke ycnyrn. [maBHOe n3aMeHeHue, KOTopoe 3aTPOHYO AaHHbIN
3ANEeMEHT «MapKEeTUHI-MUKCa», — 3TO ABUXEHME B CTOPOHY OT PM3MYECKOro, MatepmanbsHOro
NpoAyKTa K ycnyram n ocobomy, HeBUOAUMOMY «MHPOPMaLMOHHOMY MPOAYKTY», UMK, Kak eLle
rOBOPAT, «OT aTOMOB K GuTam».

BHumMaHue npodpeccrnoHanoB MapKkeTHra JOSMKHO OblTb COCPegOTOMEHO Ha CrieayoLmx
BOMpocax.

1. UameHunTCsa nn npupoaa Toeapa?

2. Yto 910 BygeTt o3HavaTb AN nokynarenen n MapKeTonoros?

3. Kakum Byget BocnpusiTue NpoaykTa, KOrb CKOPO KIMEHT paccyYUTbIBAET €CN He Ha CEPBUCHOE
obcnyxuBaHue, To, BO BCAKOM Crlyvae, Ha OCTaTO4YHO LWMPOKMI BbIGOP M BbICOKOE KayecTBO
npoaykra?

4. B kakon mepe yooBNeTBOPEHHOCTb (UM, HAOBOPOT, HEYAOBNETBOPEHHOCTL) KITMEHTA
obycnoBneHa HageXHOCTbIO, O4EBMAHON OOPOTHOCTBLIO NPUOBPETEHHON BELLM U B KAKON —
BrneyaTrneHneM HenocpenCcTBEHHO OT rnpolecca NpoAaXu U OT rapaHTUMHOIO U NOCTrapaHTUNHOTO
obcnyxmBaHuna?

5. Mepedpasunpysa: kakoro poga onbIT — MOMOXKUTENbHbBIA NN OTpULaTeNbHbIN — NpuobpeTaeT
NnoKynaTtesnb Ha BCEM MPOTSKEHMM LIEMOYKN «NPUOBpeTEHNE BELLN — NONb30BaHMNE €10 —
PEMOHT»?

6. B kakon mepe npefcraBneHns KnneHTa, 4To npnobpeTtaemasi Bellb OKaXeTCs NoSIe3HON MMEHHO
Ans Hero, 6a3npytoTca Ha hakTU4eCcKon MHopMaumm O ee TEXHUYECKNX XapaKTepuUCTuKax?

7. BbITb NOKynarteneMm, KnMeHToM, Y4To 3To — Bnaro, yaoBOMbCTBUE UIN CKOPEE HEe CIULLKOM
npusiTHas Heo6XxoaANMMOCTb?

. Angep. MapkeTuHr 6yayuiero: gnanor cosHaHun. — M.:
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1.5. MNoKynaTenb N ero xapakTepucTuKu
1.5.1. NoTpebHOCTN NOKynaTenen
MoTpebutenu — ato nogu, rpynnbl
nogen, a Takke pasnnyHble
opraHusaumm, ncnonbe3ylouime ToBapbl,
ycnyrun, ngeun. C TOYKu 3peHuns
MapKeTuHra notpebuTtenen MoOXHO pasaenuTb Ha ABe rpynnbl:
1) KOHe4YHble NoTpebuTenn — 31O OTAENbHbBIE NOKyNaTenu, npuobpeTtatowme ToBapbl 451 NINYHOMO
(cemenHoro, goMallHero) nofib30BaHus;
2) opraH13aunoHHble NOTpPebuTenn — 3To ONTOBbIE MOKyNaTenu, NnpuobpeTatoLume ToBapbl Ans
AanbHenwen nepepadboTkn UM NCNosb3oBaHNA (3KCNyaTaunmn) B npoLecce Npon3BoACTBa
COBCTBEHHbIX NPOAYKTOB, a Takke AN Nepenponaxu.
Mokynatenb (KNWeHT) — rnaBHbI 0ObEKT MAPKETUHIOBBIX yCUnun. Cnyx6e mapkeTuHra
TOPryrLeNn opraHM3aLmm BaXKHO BbISSBUTb U NPOAHanNn3npoBaTh HYXObl 1 BO3MOXHOCTHU
noTpebuTtens, MOTMBbI NMOKYMKX M CNOCOBbI MPUHATUSA peLLeHnsa O NOKynKe A5s TOro, YTobbl
pa3paboTtatb 3(pPEeKTUBHbIE MAPKETUHIOBbIE KOMMYHUKaLIMW.
MNoBeneHwne noTpebutenen — 310 AEeATENBHOCTb, HEMNOCPEACTBEHHO OTHOCALLLASACA K
npuobpeTeHnto, NoTpebneHnto n nepegade NPoOAYKTOB, YCNYT, MAEW, BKIIOYAs NPOLECChl MPUHATUSA
peLleHnin, NpeaLllecTBYoLWne 3TON AeATeNbHOCTN U crieaytowmne 3a Hen [28]. N3yyeHune
noTpebuTeNbCKOro NOBEAEHNS — BaXXHeNLWas 3a4ada B MapKeTUHre, peLleHne KoTopon gaet
BO3MOXHOCTb Npou3BoauTeNto (Mpogasuy) Hanny4dwmm obpasom pacnpenenntb CBOU pecypchbl
AN Nony4yeHns MakcMmMmasnbHOW NpubbInv Npu Npoaaxe ToBapoB U ycnyr. 3HaHue
noTpebuTenbCcKoro NoBeAeHNs ABMASETCA OCHOBOM ANA MPUHATUSA peLLeHU B chepe peknamsl,
CTMMYNUpoBaHus cbbiTa, Nabnuk punenLwH3, NUYHbIX Npogax. He cekpeT, 4To BbICTpO
MeHsioLLeecsa noBeaeHne notpebutenen TpedyoT HOBbIX MOAXOAO0B U HOBbIX CTpaTerun rnpu
OCYLLIECTBMNEHMM NPOAAXKN TOBAPOB W1 YCAYT.
MHorve KnueHTbl cTanu KputndHee, Yem npexage. OHM NposaBnaloT 6onblue nHTepeca K
cobCTBEHHON NOMb3e, Yalle CnpalmnBaoT O Ha3HaYeHUN N HegocTaTkax npeanaraemMbiX TOBapOB U
yCnyr, NposiBNsAT 60MbLUYI0 HEAOBEPUYNBOCTD, 3a4al0T HosbLle BOMPOCOB, CpaBHUBAIOT
NpeanoXeHnsa pasHbiK NPOAABLIOB, ULLLYT LOCTOBEPHbIE KpuTepumn, 6onbLue y4nTbiBatoT hakTopsl,
BMMSOLLME HA 300POBbE, MEHbLLE JOBEPSIOT 3aBEPEHNAM PeKaMbl.
MHorve knueHTbl ctanu 6onee TpeboBaTenbHbl. OHM NpeanoYnTaloT KONMYECTBY Ka4yecTBO, XOTAT
nony4aTtb NpodeccnoHanbHble U NO-NapTHEPCKM YECTHbIE KOHCYNbTaLUW, NOKYNatoT pasnuyHble
MapKn OANHAKOBbLIX NPOAYKTOB, DOMbLUE YYUTLIBAOT UMUAXK, PUNOCOGUIO U Lenn ToprytoLlemn
opraHmsaumm, a TaKke LeHHOCTU, UCnoBeadyeMble €0, 3a4yMbIBAlOTCH O CTaTyce W1 penytaumm
NpeanpuaTUA-NPON3BOAUTENS.
PesynbTathl npoBefeHHOro B lepMaHum onpoca cpean MeHemXepoB Mo npogaxam (MccnegoBaHue
6bILO NPOBEAEHO KOHCYNbTaUMOHHON koMnaHue BBE) cBnaeTenbCTByOT O criegyloLlem:

— B NepByto ovepeb CNpOCOM MOSb3YHTCH HOBUHKN, TEXHMYECKN Bonee coBepLUEHHbIE U

Gonee mogHbIe TOBapbI;

— MapOYHble TOBapbl CTAHOBATCS CPeaCTBOM BbIpaXXeHUss MIHAUBUAYaNbHOCTY;

— nokynatenb obpawiaeTt 6onbliee BHUMaHMe Ha Ka4eCcTBO TOBApPOB M NpeTeHayeT Ha

KBanmMpuumMpoBaHHbIe KOHCYIbTauuu;

— 3aMOouMK UrpatoT Bce Bonee 3Ha4YNTENbHYHO POSib — «Kak» CTAHOBUTCS BaXHee, YeM

«CKOSbKOY;

— noTpebutenn obpawatoT 6onbLLe BHUMaHUA Ha BOMPOCHI 3aLLMTbl OKpY>XKatloLLen cpeap;

— pasnu4yHble rpynnbl NoTpebutenen obpasyoT HOBbIE CYOKYNbLTYPbI.
Bce 310 BMecTe B3sTOE CBMAETENBLCTBYET O TOM, YTO NoBeAeHne notpedbutenen npyu NpuHATUN
peLLeHnn O NOKYMNKe CTaHOBUTCS BCe Bonee HenpeackasyemMblM U HENOCTOSAHHbIM. XopcT LynbL,
npe3ngeHT 1 npeacenatens coBeta anpektopos cetn otenen Puty (Ritz-Carlton Hotel Company)
(komnaHua — obnagarens HaunoHaneHom Mpemun no Kayectsy Manbkonbsma bongpugxka) no
3TOMY noBofy ckasan: «[lo Tex nop, noka Bawum notpedburtenu He ygosnetBopeHbl Ha 100%, u He
NPOCTO YAOBMETBOPEHbLI, @ B BOCTOPre OT TOro, YTO Bbl A5 HUX AenaeTe, BaM eCTb K YeMY
cTpemuTbea» [8, ¢. 136].
Ansa popmmnpoBaHnsa CBOEro BAUAHUSA Ha KPUTEPUM MOKYNKN NpoAaBeL, MOXeT NPUMEHUTb
npoueaypy u3 criegyowwmx waros [24, c. 233]:

IIpooasyy, Kak u 6CAKOMY 4eNo8eKy, C80UCMEEHHO
owmubamscs, Ho NOKYnamento He C80UCMEEHHO NPOWAMb.

AMepuKaHCKUN OU3HEC-(POIBKIOP



1) BbISiBNEHME CYLLECTBEHHbIX (PakTOPOB — HEOBXOANMMO onNpeaennTb Te PakTopbl, peLleHnem

KOTOpPbIK OyAeT yAOBNETBOPEH NOKynaTesb;

2) onpeperneHue xenaTternbHbIX PakTOPOB — BblAeNneHne «aHTasnnHblix» NoTpebHoCcTEN

KNUeHTa, He Boeawmnx B nepeveHb 06s3aTenbHbIX KpuTepnes NOKYNKN (CyLLLeCTBEHHbIX

drakTopoB);

3) BblaeneHune akTopoB NpeanovTUTENbHOCTM Ballen opraHmM3aumm — BblAeneHne Tex

XapaKTepPUCTUMK, MO KOTOPbIM BaLuu NO3NLMKM Hambonee CUnbHbI;

4) yyacTtune B BblpaboTKke KpUTEPUEB MOKYMKN — OYEHb BaXXHO, YTOObI MOKyNnaTernb OTKPbITO

pa3bACHUIT CBOM KPUTEPUM MOKYNKN 1 cornacuncsa obcyanTb nx ¢ Bamm (310 GnaronpuatHas

BO3MOXHOCTb AN npogasual);

5) NOCTOSIHHBIV MOHUTOPWHI KPUTEPUEB — HEOBXOANMO afeKBaTHO pearnpoBaTbh Ha U3MEHEHUSA

KpUTEPUEB N ONEPaTUBHO NpeasiaraTb CBOK KOPPEKTUPOBKY AAHHbIX KPUTEPUEB;

6) NnpeacTaBneHne TOProBoro NPeasIoKeHNs, KOTOpoe Kak MOXXHO MofiHee COOTBETCTBOBAso bbl

BCEMY CMUCKY KPUTEPUEB;

7) oTcnexunBaHue TpeboBaHM — HEOHXOANMO BHOCUTb M3BMEHEHMS U OOMNOMHEHNS B Balle

TOProBoe NpeasiokeHne nocne ero NnpeactaBneHnst u 06CyXaeHust C 3aKa34yMKoM.

Ecnu cymmmpoBaTth ckasaHHOe, NpoAaBLy AN yCnewHon Npoaaxu HeobxoauMbl YeTbIpe B1aa

cBefleHun 0 nokynarene:

1) cBegeHns o NoTpebHOCTAX NoKynaTens;

2) cBefeHunst 0 TOM, Kaknum o6pa3om Ball ToBap yAOBNETBOPSET 3TU NOTPEOHOCTY;

3) cBegeHMs 0 MexaHM3Max MoOTUBaLMK MOKYMNKK;

4) cBegeHna o npouecce NPUHATUA NOKynaTenem peLLeHni.

CeeaeHunsa o noTpebHOCTSX CBOEro KNMeHTa, AernoBoro napTHepa Unn NnoTeHUnanbHoro

noKynaTensa MOXHO y3HaTb TOMbKO NYyTEM U3YYeHUs TEX, KTO COBEPLLAET NOKYnKy. /13 naccmBHbIX

NnpoaaBLOB NPOLUMbIX IET COBPEMEHHbIA MEHEIKEP MO NpoAaKe CTaHOBUTCH aKTUBHbLIM

nccrnegosaTtenem 1 cosgarenemM KOMMYHUKATUBHbBIX CTpaTernn CBoen opraHnsaumn. B kadyecTtse

npyMepa MOXHO NPUBECTU CNEeayoLL Y0 CUTYaLMIO: COBEPLUEHHO pa3fnyHble NoTpebHOCTH

YOOBMETBOPSIET NOKyNaTernb KOMMbOTEPA, €CNM OH — MOMb30BaTeNb-YanHWK, NpenogasaTesb

BY3a, AN3anHep, XyA0XKHUK-aHUMaTop, XakKep.

Mpn aHanu3e akTopoB U3MEHEHNS CYLLIECTBYHOLLMX N NOSBIEHNSA HOBbIX NOTPeBHOCTEN

HeobX0AMMO y4nTbIBaTb, YTO NOTPEOHOCTN AENATCA Ha NNYHbIE N NPOU3BOACTBEHHbIE, A

ANHaMKKa TEX U OPYrnX B OCHOBHOM XapaKTepU3yeTCH CrieayroLwmmmn nokasarensamu, taon. 1.4.
Tabnuya 1.4. ®akmopel, enusrowue Ha nompebHocmu

JInuHble noTpeOHOCTH [Tpou3BoaCTBEHHBIE TOTPEOHOCTH

Bospact N3meHeHne maciitaboB opraHu3anuu
CocrosiHuE 310pOBbs M3MeHeHue 10X0A0B OpraHu3aluu

CemeliHO€E NONOKEHNE JuBepcudukanus AeTeIbHOCTH OPTaHU3aIIH
YpoBeHb 10X010B N3meHeHune ChlpbeBOM CUTYallUU

ConuanbHblii cTaTyc W3menenue cutyanuu ¢ padboueit cuiioi

Mona N3meHeHne s3HepreTU4eCcKol CUTyaluu
N3menenune oOpaza )KU3HMA CaMOTo YelloOBeKa N3meHeHune counanbHO-IPKOHOMUYECKON CpeIbl
H3MeHeHune okpykaromen couuaibHo-

SKOHOMHUYECKOH CpeJIbl

OcHoBHble 0COBEHHOCTM NOTPEBOHOCTEN MOXHO COPMYNMPOBaThL crieayrowmm obpasom [15]:
— npupoga NoTpebHOCTEN M NMPUYNHBI UX UBMEHEHNST ONpeaensatoTCsa NPON3BOACTBEHHON
0eATenbHOCTbLIO NIAEN U OpraHn3aLunig,
— NOTPEBHOCTN HOCAT OBLLECTBEHHbIN XapakTep, T.e. o6LWnin Kpyr noTpebHOCTEN N hopMbl NX
KOHKPETHOro yooBNeTBOPEHNS 3aBUCAT OT NOTpebHOCTEN opraHm3aumm n obLlecTsa B LLENOM;
— ANaneKkTn4ecknin xapakrep NoTpebHOCTEN BbipaXkaeTcs B CNOCOBHOCTM M3MEHATLCA (MHOoraa
[0BONbHO BLICTPO), COBEPLLEHCTBOBATLCS, NPE0OPa3oBbLIBATLCS.
[nsa BbisBNeHnst noTpebHocTen nokynaTenen cambiM 3pPEKTUBHBIM NHCTPYMEHTOM SIBMSHOTCS
BOnpockl Npoaasua. NpogaseLl 3agaeT nokynaTerto BONpockl € uenbto 4obUTbes onpeaeneHHomn
peakumm — pacckasa 0 notTpebHocTax, npobnemax, TEKyLMX 3agavax n nepcnekTmBax
opraHmsaumm.
[nsa aTon uenu ncnonb3yeTcs HECKOMNbKO TUMOB BOMPOCOB, KOTOPbIE MOMOratoT pas3roBOpPUTb
cobeceqHvKa, yCTaHOBUTbL JOBepUTENbHbIE OTHOWEHUSA. Hanpumep Mappu NyamaH pasgenset



BOMPOCHLI Ha OTKPbITbIE, Y3KNe, 3aKpblTble, HaBogswme, puc. 1.8 [10, c. 123].

CHavana 3agatoTca OTKpbITble BOMPOCHI, KOTOPbIE MOMOratoT NPoAaBLy pasBuUTb AalNbHENLLYHO
Geceny, npeacrtaBuTb MacwTab aeaTenbHOCTU opraHm3almm-nokynatens. Ha atane cbopa
NHopMaunn 3pEeKTUBHLI UMEHHO OTKPbITbIE BOMPOCHI, MO3BOSISOLLME BbISICHATD YEM
nokynaTtenb Monb30BasiCa B MPOLUIIOM, YeM MOrb3YeTCH B HACTOsLLIee BPEMS, YTO eMYy HPaBUTCS,
YTO HE HPaBUTCS, KaKMM OH NpeacTaBnseT ceoe byayulee. Kak npaBuno, KNMEHT OXOTHO OTBeYaeT
Ha Takme BOMpOCHI.

Puc. 1.8. lNocnedosamerisbHOCMb 80r1POCO8 01151 8bisierieHUs1 nompebHocmedl rnokynamereu
Hanpumep, MOXHO CNpoCcuTb Y KNneHTa:

— Bawa komnaHusa nposoguna npexae MapkeTuHrosble UccrneqoBaHns?

— Mo4emy Bbl yBEpPEHBI, YTO CHUXKEHNE 06BEMOB NPOAaXKN CBA3AHO C HEA(EKTUBHON

peknamomn?

— Mo4emy Bawa komnaHuns pelunna npoBeCTU MapKETUHIOBbIE UCCNeaoBaHMA?
MpaBunbHas nocnegoBaTenbHOCTbL BONPOCOB packpbiBaeT KNMEHTa U NokasbiBaeT ero
notpebHocTML.
Y3kue Bonpockl yxxe npeanonaratoT 6onee To4HbIe OTBETLI, OHY MO3BOMSOT U3BMEYb U3 KIMeHTa Ty
crneumduyeckyro HOpMaLUIo, Ha OCHOBE KOTOPOW MOXHO ONPEAENUTb YTO Xe KOHKPETHO emy
TpebyeTca. Y3kme BonpoChl MO3BOMSAOT NOKyNaTento AaTb KONIMYeCTBEHHOE onpeaeneHe ero
HeyaoBnNeTBOPEHHbIM NoTpebHocTaAM. BHUKasa B nogpobHOCTK, Ha 9TOM 3Tane pasroBopa, cam
noKynaTenb MOXET NofiHee 0Co3HaTb XapakTep cBoMx notpebHocTen. Hanpumep, npogased,
npoaomkas TeMy MapKeTUHIoBbIX NCCNeAOBaHUN, MOXET CnpocuTb: «Kakoe HanpasneHne
MapKeTUHIOBbIX nccrnegoBaHun Ans Bac cerogHs Hanbonee akTyanbHO — uccregoBaHne
OTHOLLEHMA NOTpebuTenen K TOProBon Mapke, oLeHKa NosNIbHOCTU TOProBOW MapKe nnun ayamut
BaLLEN peKNamMHOM OeATENBbHOCTU? »
3akpbITble BONPOChl TPEOYOT YETKOro oTBeTa «Aa» unum «Het». OHWM Npu3BaHbl 3aCTaBUTb KNMEHTA
cKasaTb, B YeM OH XoTes Obl NONy4YnTb NOMOLL U Kakne KOHKpPEeTHble NPobnems! peLwmnTb.
Hanpumep, «Bbl NpyrotoBUTE TEXHUYECKOE 3a4aHne ANs Halero areHTCTea, Unn Mbl NPUrOTOBUM
AJ151 Bac NPOEKT MapKETUHIOBLIX MCCNeoBaHUN AN AaNbHENLWEro cornacoBaHua?»
HaBogsime Bonpockl npegHa3HayvyeHbl 418 TOMHOro 0603HavYeHnst YCnoBuin JOroBopa U, Kak
npaBuno, kacawTcs bomkeTMpoBaHus npoekta. MOXHO NpPAMO cnpocuTb nokynatens: « CKonbko
Bbl npegnonaraete noTpatuTb HA MapKETUHIOBbIE UCCNEAOBAaHUA? 3Has NPUMEPHO BblOENEHHYHO
Bamu cymmy, Mbl cMOXeM 6onee TOYHO COCTaBUTb NilaH MapKETUHIOBbLIX UCCNeaoBaHUN 1
NpeaycMOTpeTb BO3MOXHOCTb 3KOHOMUK BrogpkeTa». KNnneHT okasbiBaeTcsa nepea
HeobX04MMOCTbLIO COOTHECEHUSI CBOEN NOTPEBHOCTM B NOBbLILLEHNN 3PP EKTUBHOCTN PEKITAMHON
AeATENbHOCTN 1 pa3Mmepa broaxeTa, BblAENEHHOro Ansi NPOBEAEHMS CCNeaoBaHUN.
Hewnn PekmaH onucan metoauky KomnnekcHoro onpoca knnenta CINH, Bkntovatowyo YeTbipe
TuNa BONPOCOB, 3aaBaeMblIX KIIMEHTY B ONpeAeneHHon nocnenoBaTesibHOCTU. 3TW BONPOCHI
POKYCUPYIOT KNneHTa Ha ero npobrneme 1 Ha BO3MOXHOCTU ee pa3peLunTb NocpecTBOM
npegnaraemoro Toeapa [19, c. 45].
CutyauunoHHble: hoKyCcMpOBKa Ha cuTyaumu. 3TO OTKPbITblE BOMNPOCHI, HanpasrneHHble Ha
BbISICHEHME O6LLEN CUTyaLMm KIMeHTa, KOCBEHHO CBA3AaHHOM C KOMMEPYECKUM NPEANoXEHNEM.
MpobnemHble: doKkycupoBKa Ha npobnemax, CBsA3aHHbIX C TOW UM UHOW CUTyaumen. JTo
BOMPOChHI, YTOUHSAOLMNE XapaKTep KOHKPETHOM NPo6nembl KNMeHTa B TEKYLLEN CUTyauun.



[MpobnemMHble BONPOChI NOMOratoT NEPENTU K BbIICHEHUIO CYTU KOHKPETHbIX Npobnem u
notpebHoCTEN KNNEHTA.
N3Bnekatowime: oKycMpoBKa Ha KOHKPETHOW nNpobneme, CBA3aHHOW C BallMM KOMMEPYECKUM
npeanoXxeHnem. TN BONPOCHI MOMOratoT BbISICHUTb AENCTBUTENbHbIE pa3mepbl NpobnemMbl Ang
KNneHTa, y3HaTb, HAacKonbKo npobnema Ans Hero akTyasnbHa. OTO BONPOCHI, KOTOPbIE MOMOryT
nepenTn K NpeseHTauumn ocobeHHOCTEN 1 BbIrog NS KIMeHTa Ballero KOMMep4yecKoro
npeanioxeHnsa. Kak npasusio, 310 3aK- pbinbIi pe3toMUPYIOLLNIA BONPOC, MOCTPOEHHbIN C MOMOLLbIO
BOMNPOCUTENbHON CBA3KMN.
Hanpagnstowme: doKycMpoBKa Ha peLlleHnn npobnemMbl NOCpeaCcTBOM NPUHATUSA BaLLEro
NpeanoXeHus.
Cwmbicn paboTbl NpoaaBua Npu NCNONb30BaHUM 3TOM TEXHUKWU 3aKnioYaeTcs B TOM, YTOObI
3acTaBuUTb nokynartens gymatb. Ho nepBoHayarnbHO 3aaymaTbCcsa Haao npofaBLy — € TeM, YTobbl
npaBubHO COCTaBUTb NOCNEAOBaTENbHOCTb U3 YeTbIpex BOoNpocoB. Mprnyem o BonbLuern yactu
OTBETOB MpoaBeL, JOSMKEH JoraabiBaTbCsa 3apaHee.
3apasatb knneHTy Bonpockl no metoagy CIMNWH BoBce He 03HayaeT npogaBaTb eMY €ro xe
cobCcTBEHHbIE NpobreMbl. HanpoTMB, OHW MOMOratoT KIIMEHTY apryMeHTUpoBaTh ero CObCTBEHHOE
peLleHue.
[MoHATHO, YTO 3agaBasi BOMNPOCHI, MpoAaBeL, JOMMKEH NONYYNTb HA HUX OTBETHI, MPU 3TOM
HeJOCTaTOYHO NPOCTO BHUMATESTbHO CMOTPETL Ha MOKynaTesis, HY>KHO NPOSBNATL peakuuio Ha
ckasaHHoe. Kak npaBuo, akTMBHOE CyLlaHne CONnpoBOXAaeTCs COOTBETCTBYHOLLUM
HeBepbanbHbIM NoBeAEeHNEM: Bbl CMOTPUTE Ha cobeceaHuKa, Balla no3a BblpaXkaeT BHUMaHWeE, Bbl
roTOBbI 3anNUChILATb N (PUKCUPOBaTb CaMble BaXkHble MOMeHTbI 6ecefbl, Bbl KUBAaETe rofioBON U
n3gaete 3BYKM o0obpeHus.
OCHOBHbIe NpYeMbl aKTUBHOIO CyLUAHUSA NPUBEAEHbI B NMPAKTUYECKUX COBETAX.
MpakTnyeckue coBeTbl
[MpreMbl akTUBHOIO CryLlaHus
lNpuem «3xo»
[locrnoBHoe NOBTOPEHME NPOaaBLOM OCHOBHbIX NMOMOXEHWU, BbICKa3aHHbIX KIMEHTOM.
[MoBTOPEHUIO BbiCKa3blBaHUS KITMEHTa A0SMKHbI NpeaLlecTBOBaTb BBOAHbIE dpasbl TUNa:
«Hackonbko s Bac noHan...», «Bbl cuntaete, 410...»
lNpuem «Pesromer
BocnpoussegeHue cyTu BbiCka3biBaHUI KIMEHTa B cxxaToM 1 0606LeHHOM Buae. [pu 3ToM MOXHO
ncnonb3oBaTh TakMe BBOAHbIE dpasbl, Kak: «/Tak, Bac nHtepecyer...», « CaMbiMy BaXKHbIMU
KpuTEpUSMM BblIbOpa SABNSAIOTCA...»
lMpuem «Jloeuyeckoe criedcmeuex
[Mponasel BbIBOAUT NOrmyeckoe cneacrane n3 BblickasbiBaHUN KnneHTa. Hanpumep, npogasel
roBOpPUT KNNeHTY: «Ecnn ncxoants ns toro, 4to Bbl ckaszanu, Bac uHTepecytoT NoBbILLEHHbIE
CPOKW rapaHTum».
[Mpuem «YmoyHeHue»
Bbl npocuTe yTO4HUTE OTAENbHbIE MOMOXEHUS BbiCKasblBaHWA kKNneHTa. Hanpumep, npoaasel,
FOBOPUT KINNEHTY: «OTO OMEHb UHTEPECHO; HE MOMNK Bbl Bbl yTOYHUTB...»

C. Pebpuk. TpeHuHza npogheccuoHarnbHbix npodax. — M.: Skemo, 2005, c. 47.
B 3akntoyeHune ckaxxem, 4To NoTpebHOCTH, ECTECTBEHHO, MOTYT OblTb CamMbiMK pa3HOO6pa3HbIMK,
HO BCE OHM TakK UNKN nHa4ye cBA3aHbl Mexay cobomn, YTo NO3BONSAET UX pacCMaTpuBaTh Kak
OTKPbITYIO MHTErPUPOBaHHYO cuctemy, obbeanHsaoLLyto B cebe ecTecTBEHHbIE NOTPEOHOCTU
yenoseka, NOTPebHOCTU NPOM3BOACTBEHHbLIE U COLMArbHbIE.
O PeKkTUBHOE pbIHOYHOE NoBeAeHME BO3MOXHO TOMBKO NpY YyCNoBUK TLATENbHOro aHanunaa
COOTBETCTBUA TOBapa/ycnyru onpeaeneHHbIM NoTpebHOCTAM NoTpedbuTensa nnmn opraHnsauuu.
1.5.2. LleHHOCTM TOBapoOB U Nnokynateneu
LleHHOCTb — aTO ycTON4YMBOE yOEXaeHNEe B TOM, YTO Kakas-nmbo doopma noBeaeHus unm
COCTOSIHUMSA, ABNSieTCA ANa YenoBeka u obuwecTtsa bonee npegnoyvtTuTensHon, Yem niobasa gpyras
dopma. VccnenoBaHune YernoBeyYecKnX 1 OpraHnM3aunoHHbIX LLEHHOCTEN hOKYyCUMpyeTCcs Ha
nepapxumm uenen, KoTopbix CTPEMUTCHA JOCTUYb YENOBEK UMW OpraHn3aums.
B npakTuke nMYHbIX NpoAax AOMKHO cobniogaTbCa COOTBETCTBME LIEHHOCTM TOBapa LLEHHOCTSM
notpebutenen (nokynartenen). LiIeHHOCTbIO TOBapa Ha3biBalOT €ro CocoBHOCTb YAOBNETBOPUTD
Kakyto-nmbo notpebHocThb (rpynny NOTPeBHOCTEN) YernoBeKka Unn opraHn3aumm.
LleHHOCTM TOBapa knaccmduumpyoT cneayowmnm obpasom [15]:



1) pyHKUMOHaNbHasa LEHHOCTb — 3TO BOCMNPUHMMAaEMas Nofe3HoCTb ToBapa, 0bycrnoBneHHas ero
CMOCOBHOCTLIO UrpaTh PYHKLMOHASBbHYIO UM (OU3NYECKYIO POfb;

2) coumanbHas LEHHOCTb — 3TO BOCMpPMHMMaemMas None3HoCTb ToBapa, 0bycrnoBneHHas
accoumaumnen c kakon-nnbo counanbHOM rpynnou;

3) aMmoumMoHanbHas LLEHHOCTb — 3TO BOCMPMHMMaemas None3HoCTb ToBapa, 0bycnoBneHHasa ero
CMOCOBHOCTLIO BO30YXXAaTb NONOXUTENbHbIE YYBCTBA;

4) anucteMmmnyeckasi LLeHHOCTb — 3TO BOCNPUHUMaeMasi NoNe3HOCTb ToBapa, 00yCcnoBneHHas ero
CnocoBHOCTLIO BO3OYKAaTh NMo6oNbITCTBO, Co34aBaTh YyBCTBO HOBU3HbI U/MNK YOOBMNETBOPATL
CTPEMIEHNE K 3HAHUSAM;

5) ycrnoBHas UeHHOCTb — ToBapbl NPUOBPETAIOT ee MPU HaNMYUKU Ype3BbITalHbIX UK CYyYanHbIX
du3nyeckmx, counarnbHbIX CUTYaL M, NOAYEPKMBAOLLNX (PYHKLMOHATMBHYO UM COLManbHYHO
3Ha4YMMOCTb TOBapa.

LleHHOCTM nHAMBMAYanbHbIX UM OpraHNU3aunoHHbIX NOTpebUTeNen TECHO CBSI3aHbl C
noTpebHoOCTAMN N NpeacTaBnsoT cobon uramyeckoe (IKOHOMMYECKOE, MPON3BOACTBEHHOE) UMK
WHTENMeKTyanbHoe BonsoLleHmne notpebHocten. LieHHocTn nobyxaatoT niogen CTpemMmTbCs K
NprobpeTeHnto Tex NN NHbIX 6nar, n ykasbiBaloT noaxogdlume nyTu Ang JOCTUKEHUS
NMOCTaBMEHHbIX Lienen. YCTONYNBOCTb LEHHOCTEN, X LeHTpanbHas no3nunsa B CTPYKType
OTAENBbHOWN JIMYHOCTU UMK cTpaTernm opraHn3auumn obycnoBmnm NCNoMNb30BaHWE LIEHHOCTHbIX
KaTteropuin B aHanmse notpedbunTenbckoro noBeaeHnst (KOHeYHOro noTpebutens unm
OopraHn3auMoHHbIX NoKynaTenen) — Bblbopa NpoaykTa, TOProBoM Mapku, NOCTaBLLMKa NPOaYKLMM
NN yCnyr.

LleHHOCTM MOryT BbITb NepPCOoHarnbHbIMU U COLManbHbIMU.

CoumanbHble LLeHHOCTM — BEpPOBaHWs, NpeacTaBneHns, HOpPMbl, NPUOPUTETLI MPU3HaBaEMbIE
obectBom (coumanbHon rpynnon). CoumanbHble LEHHOCTM ONPeaensoT «kHOpManbHOE»
nosegeHne B pamkax obuiectsa (rpynnbl). CoumanbHble LEHHOCTU OKa3blBalOT CYLLECTBEHHOE
BNUSHME Ha PoOpMMpPOBaHNE N MOAUMUKALINIO NEePCOHArbHbIX LLEHHOCTEN.

[MepcoHanbHble LEHHOCTN OCHOBBLIBAOTCA Ha NOTPEBHOCTAX MHAMBMAYYMA 1 No BonbLuen YacTu
npeacTaBnsoT cobom BbI6Op N3 U3BECTHLIX €My LEHHOCTHbIX cucteM. OHM onpeaensioT
«HOpMarbHOEe» NOBeAEHNE C TOYKN 3pEHMS UHOMBUAYYMA.

Ncnonb3oBaHue nepcoHarbHbIX LEHHOCTEN NS aHanu3a notpebuTenbckoro noseaeHns
npeanonaraeT Ux onucaHue, nsmepeHne, mogenvposanue. Lkana ueHHocten Pokeya (Rokeach
value scale) npeacraBnsaeT CNEKTp TEPMUHANbHbIX U UHCTPYMEHTanbHbIX LEHHOCTEN. Pokey
cunTan, Yto LeHHOCTU CBA3aHbl Kak C Lensammn (KOHeYHbIMU, TEPMUHANbHBIMU COCTOSIHUAIMM), TaK U
C NYTAMU OOCTUXKEHUSA 3TUX Lienen (MHCTpyMeHTanbHbIMU KOMMOHeHTamu), Tabn. 1.5.

Tabnuya 1.5. lllkana yeHHocmeu Pokeya (LULIP)

XKenaemoe cocTosiHuE (3KeIaeMoe KOHEUHOE WNHcTpyMeHTBI (MOAETN OBEIECHMS)
COCTOSIHHE)

KomdoprHas Ku3Hb Yecromobue
VBIIEKaTeIbHAS JKU3HD [Iupora B3mIS,A0B
VYenex Tanant

Kusnb B Mupe boapocts

2Kuznb B kpacote Yucrora
PaBHonpaBue Cwmenoctb
be3zonacHoCTh ceMbu [Ipowenue
CBobona [Tomomnip
Bnyrtpennee obasiHue YectHOCTH
3penas 1000Bb BooGpaxenue
Hanmonanphast 6€301macHOCTb HezaBucumocts
Hacnaxnenue HNuTtemiexkr
Cnacenue Jloruka
CamMoyBaxeHUe JIro60Bb
CoumanbHO€ ITPU3HAHUE [Tocnymanue
Wctunnas npyxoa OTBETCTBEHHOCTh
MynpocTh CaMOKOHTPOJIb

YKasaHHble LLleHHOCTU SIBMSOTCSA HE3aBUCUMbIMU 1 MOTYT BHOCUTb AnddepeHLMpoBaHHbIA BKNag,
B PbIHOYHBIN BbIGOP KOHEYHOro noTpebuTtens. OaHako OHWM OTpaXkaloT UHAMBUAYANbHbIE LIEHHOCTU




1N MOryT ObITb NPaAKTUYECKM MCNONb30BaHbI B NpoLecce NpOoAaXmn KOHEYHOMY noTpeduTento.
OpraHn3aumnoHHble U NOTpebUTENBLCKNE LLEHHOCTN MOTYT ObITb pa3aeneHbl Ha 06L Y LEHHOCTb
(ueHHOCTb TOoBapa, TOProBon Mapku, obCcnyxmneaHus, nepcoHana) n obLyto CTOMMOCTb (CTOMMOCTb
B (pMHaHCOBbLIX 3aTpaTtax, BO BPEMEHMU, YCUITUIA, IKCMyaTaLuMOHHAs CTOMMOCTb, NCUXosiornyeckas
cTouMmocTb), puc. 1.9.

LIeHHOCTHbIN nogxoa NO3BOMSAET NPEANOoXKUTbL UCCNeLoBaTENIO PbiHKA CXeMy ANS aHanuaa
CTPYKTYpPbl LLEHHOCTU, NOCTaBASIEMOW MHANBUAYANbHOMY UM OpraHn3aUMoOHHOMY NOKynaTerto,
KoTopasi MOXET ObITb NPaKTUYECKN NCMOSb30BaHa B MPOLIECCE NTIUYHON NPOOAXN.

LLEHHOCTb,
NOCTABNAEMAA KNWMEHTY
B NPOUECCE NPOOAXMWN

[ O6wWwan ueHHoCTL j [ Ofwan cToMMoCTb j

* UEHHOCTE TOBapa * CTOMMOCTb B AeHbrax

* LIEHHOCTE TDFI'I'OEOIH M= EN * CTOMMOCTE BO BpEMEHMW

* UEHHOCTB 06CNyKNBaAHWUA * CTOMMOCTb YCUNNIA

* UEHHOCTL nepcoHana * HCNNYATAUMOHHAA CTOMMOCTb
* NCUXONONMMYECKAA CTOUMOCTE

Puc. 1.9. Cucmema uyeHHocmet nompebumerns u op2aHu3ayuu
[Mpun ocyLwiecTBneHMn Npogax MeHemkepy HeobxoaMMo 3HaTb KOMMSEKC LEHHOCTEN, KOTOPbIMMN
PYKOBOLCTBYETCS MOKynaTenb B Npouecce NPUHATUSA peLLeHns O MOKYyrKe.
1.5.3. Mogenb nokynatenbCKOro nosBegeHUsi opraHMsauum
B HekoTOpoOW cTeneHn opraHnM3aunoHHbIE PbIHKM MOXOXK Ha noTpebutenbckue. M Ha Tex, un Ha
APYrux ecTb J0AN, UrparoLme porib nokynaTeneun u npMHMMaroLwme pelleHunst o nokKynke ans
YLOBETBOPEHUS onpeaereHHbIn notpebHocTen. OgHako opraHM3aLMOHHOe NOoKynaTenbCcKoe
noBeaeHne oTnNn4aeTca OT MHANBUOYANbHOIO PSAOM XapaKTepUCTUK B CUIY TOrO, YTO
nokynaTtenem 3gecb ABMSETCA opraHm3aumns. AT 0COBEHHOCTN HEOBXOAMMO y4UTbIBATL NpU
nnaHMpOBaHUM rpoLecca NNYHbIX NPoaaX.
1. Cnpoc Ha ToBapbl MPOMBbILLIIEHHOIO Ha3Ha4YeHUs NPON3BOAEH — OH, B KOHEYHOM CYeETE,
onpegensaeTca cnpocoM Ha noTpebutenbckme ToBapbl. [103TOMY CnNpoC Ha ToBapbl
NPOMBILLIIEHHOIO Ha3Ha4YeHWs HasblWaT BTOPUYHLIM CIPOCOM UIM NPOU3BOAHBLIM CMPOCOM
(derived demand). [ins Toro, 4tobbl yBENUYNTL CPOC HA OPraHN3auMOHHOM pbiHKE, CyObeKTbl
3TOro pblHKa MHOrAA PEKNaMUpyroT CBOW TOBapbl HEMOCPEACTBEHHO HA PbIHKE NOTPEOUTENBCKOM.
2. Yncno noteHumanbHbIX NoKynaTenen Ha opraHM3aumMoHHbIX PbiHKaX HEBEMWKO, a 3akasbl Ha
MOKYMKY — KPYMHble, T.e. CyObeKT OpraHn3aLumMoOHHOro pbiHKa, B OTNIMYME OT CyObeKTa pbiHKa
noTpebuTenbcKkoro, 06bIYHO MMEET 4EeN0 C HEMHOTOYMUCIIEHHBIMW, HO KPYMHbIMUK NoKynatenamu. Ha
PbIHKE KPYMHbIX NPeanpuaTUin JOCTAaTOMHO MMETb BCEro HECKOMbKUX NoKynartesnen, YToobl
peanu3oBaTb OCHOBHYIO YacTb MPOAYKLUMMU.
3. LUenb nokynku. MNMokynaemMble NpoayKTbl U YCIyru AOMKHbI CNOCOBCTBOBAaTL MOKynaTento B
AOCTWXKEeHUN ero uenen. NponssoguTtenn TOBapoB M YCIyr CTPEMATCSA YBENUYNTDL NPUOLINK Yepes
CHWXEHMe 3aTpar Unu yBernuyeHne npogax.
4. Kputepum nokynku. Kputepmamm opraHn3aumoHHbIX 3aKynokK Cry>XaT 06 bekTUBHbIE U SBHbIE
aTpnbyTbl NpoaykToB. MNMOoKynKkn genatTca Ha OCHOBaHUN TEXHUYECKOW AOKYMEHTaLNN, SKCNEePTHbIX
OLIEHOK 1 XOpOLUEro 3HaHNA TOBapHOW KaTeropum.
5. NpodeccrnoHannam nokynartenen. OpraHn3aunoHHbIE NOKYMKX AenatoTcsa npodeccuoHanamu.
PeLueHns OCHOBbLIBAIOTCS Ha MPOLLUSIOM OrbiTe U TWaTeNbHOM pacCMOTPEHUN arnbTepHaTUB.
MMnynbCuBHbIE NOKYMKW peaKu.
6. CrnoXHbIN Npouecc NPUHATUA peLleHns o nokynke. OpraHM3aunoHHbIE peLleHNs O NOKYynKe



Bonee CrnoxHbl U, COOTBETCTBEHHO, TPpebytoT BonbLiero BpemeHun, 6onee obwmMpHoro obmeHa
NMHpopMaumen, Tak Kak xapakTepuayrTcs 60nbLLMM (PMHAHCOBbLIM PUCKOM U HeonpeaeneHHOCTbLIO.
7. lpynnoBoe B3anmogenctaune B npouecce npogaxu. OpraHmM3almMoHHbIE MNOKYNKW NpeanonaratoT
rpynnoBoe peLleHne o NoKyrnke. PelleHns, kak npaBunio, NpUHUMAalOTCs rpynmnon cneunannuctos
n/vnun rpynnon NpogecCnoHarnbHbIX 3aKyNOYHbIX areHToB. B NPUHATUM peLLeHns O CIIOXHbIX U1
AOPOroCTOALLNX OpraHN3aLUMOHHbIX MOKYNKax Bcerga y4acTByeT HECKOSbKO YernoBek,
006beaAnHEHHbIX 0OLWMMU LIensiMn, PUCKOM U 3HaHusMU/nHdopmaumen. OHn obpasytoT
NOKynawLLmMi (3aKynoyHbln) LeHTp. OpraHnsaumoHHbIe NOKYMKK NpegnonaratT TeCHoe
B3aMMOAENCTBME MexXay NoKynaTenemM 1 npogasLoM.

8. NpodeccrnoHannam npogasLoB. OpraHn3aunoHHOE peLleHne O NOKYMNKe MOXET npegnonaraTb
WHTEHCUBHbIE NEPEroBopbl, 0COOBEHHO KOraa opraHM3auumn OroBapmMBatoTCa NoKynaTb Apyr y
Apyra. ToproBbI NepcoHar urpaeT KyeBy porb B OpraHM3aunoHHbIX Npodaxax, NOCKOMbKY
BeAET NeperoBopbl N0 HEMHOMOYUCIEHHBIM, KPYMHbIM U NOTOMY 0CO60 3Ha4YMMbIM 4151 06eunx
CTOPOH cAenkam.

9. MNMocnenokynoyHbIn npouecc. OpraHn3aumoHHbIN NoKynaTesnb 06bITHO paccuMThiBaeT Ha bonee
OOLINPHbIE NOCNENOKYNOYHbIE KOHTAKTbI, YeM MHAUBMAYarbHbIA. [109TOMY (pakTOpbl yCTAaHOBKM
(MOHTaxa, Hanaaku), CEPBUCHON NOAAEPKKN 3aKyNieHHOro obopyaoBaHus, rapaHTUm KadecTBa,
COOTBETCTBUSA U T.M. YACTO UrPaIOT 3HAYMMYIO POSib B 3aKYMNOYHbIN NeperoBopax.

MpuHATNE OpraHM3aLMOHHOTO peLleHnsa O NoKynke TpebyeT npeaBapuUTENbHOIO peLleHus
KOMMnekca 3agay, 3Ha4ymTenbHO NPeBOCXOAALLMNX NO CAOXHOCTU NpobremMbl, BO3HMKatoLme npu
NPUHATUN UHOMBUOYANBbHOMO/AOMOXO3ANCTBEHHOIO peLleHus. MoaTomMy MapkeTuHroBas
AEeATEeNbHOCTb Ha OpraHM3auMoOHHOM pbilIKe 3Ha4YUTErNbHO Bonee KOMMNEKCHasa 1 CrioxHas.

Ha puc. 1.10 npeacraeneHa mogens opraHM3aunoHHOro nokynaTensckoro nosegeHnsa [28]. Agpo
MOZENN COCTaBMsAET aHanor XM3HEeHHOro CTUIA UHOUBUAYYMa — OpraHU3aunoHHbIA CTUMb.
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Puc. 1.10. Modernb opeaHu3ayUOHHO20 MOKyrnamesibCKo20 noeeoeHUs

OpraHun3aumnoHHbIN CTUb — 3TO 06pas XKN3HWM OpraHn3aunn, oTpaxarowmm n oOpMUPYHOLLUIN ee
NOoTPeBHOCTM 1 OTHOLLEHMS, BIMAOLWLME HA NPUHATUE PELLEHNS O NOKynke. Pasnuune
OpraHmM3aumMoHHbIX CTUNEN MOXET BbITb 4OCTAaTOYHO CYLLECTBEHHbIM. Tak, Hanpumep,
00LLEeCTBEHHbIE, KOMMEPYECKMNE W FOCYOAaPCTBEHHbIE OpraHn3auun UMeEKT pasHble Lenu,
NoTpeBbHOCTM 1 OpraHn3auMoOHHbIE CTUMK U NO-Pa3HOMY peLLatoT CBOU NOKYMNOYHbIE Npobnembi.
OpraHn3aumnoHHbIe CTUNMN NEPUOOMNYECKM MEHSAIOTCA — MO MEPE POCTa, CIIUAHUIA U NOTMOLLEHWUA.
Oco3HaHune npobnembl. Ha oco3HaHne npobnemMbl BNUSOT NULa Kak BXOAsSLME B COCTaB
MOKynarLero LeHTpa, Tak u Haxoasawmecs BHe ero. Oco3HaHue npobrnembl NponcxoanT
pasnnyHbIM NyTeM. Ha BbICOKOTEXHOMOMMYHbIX, HAYKOEMKMX PbliHKaX Yalle Bcero npobnemy
OCO3HaeT pykoBoAUTENb nNogpasaenenus. NosToMmy BaxXHO MMETb B BUAY, YTO Nnua,
HenocpeacTBEHHO 0hopMAsitoLME 3aKynKy (MeHeaXepbl Mo 3aKynkam unu, Hanpumep,



KOOpAMHaTOpbl NporpamMmM y4ebHOoro LeHTpa), He ABASOTCA UCTOYHMKOM OCO3HaHMsA Npobrnemsl.
3 aToro cneayer, 4To obpalleHme TOMbKOo K niuam, 0opMIsoLWLMM NOKYMNKY, — owmnbka. Ha
TaKknx pblHKax 0CO3HaHWe NpobnemMbl 1 onpeaeneHne cneundmrkalmm Yacto BoodLe nponcxoguT
6e3 3HauUMMOoro BoBfeYeHns COBCTBEHHO 3aKyrnoYHOro nepcoHana. OpraHmM3aunoHHble nokynaTenu
BCerga vyt nyTy paumMoHanmsaumm CBOMX onepawmm, HoO MOryT He 0CO3HaBaTb Npobrnem,
NPenaTCTBYIOLMX TakoW paumoHanusaumu. 3agaden npogasLa SBnseTca NnoHMMaHme
noTpebHoCTEN KNMeHTa 1 NpeanoXeHne peleHnin npobnem, KOTOpbIX CaM KIUEHT eLle He
oco3Harn.

NHdopMaLmMOHHbIN nonck. NHopMaLMOHHbBIN MOMCK MOXET ObiTb Kak dhopMarnbHbIM (MO
onpegeneHHbIM KpUTepuam), Tak n HecpopmanbHbiM. HedopmarnbHasa YacTb Noncka MoXeT
BKMOYMaTb COMOCTaBNeHne nmunaoxa (M3BECTHOCTH, cTaTyca) opraHu3auuin, 063op nybnmkaumn,
Becefbl C pykoBOAUTENSMWN.

OueHka anbrepHaTtmB. OueHKa BO3MOXHbIX MOCTaBLUUKOB M BbIGOP OAHOro U3 HUX YacTo
npovcxogAaT B ABa aTana. Ha nepBom aTane cocTaBnAeTCs CMCOK BO3MOXHbIX MOCTaBLLMKOB:
yCTaHaBNMBAOTCA MUHUMAarbHbIE TPEOOBAHMS NO KaXX4OMY KPUTEPUIO OLIEHKN 1 0TOMpatoTcs
BapuaHTbl, yAOBNETBOPSAOLWMNE 3TUM MUHUMATTbHBIM TpeboBaHUAM.

Ha BTOpOM 3Tane pelleHns NpuMeHsieTcs Apyroe npasusiio — pasgernbHoe, nekcukorpaguyeckoe,
KOMMeHCaunoHHOe, aNMMUHMPOBaHKe Mo acnektam. Hanpumep, npy npuMmeHeHuu
nekcukorpadnyeckoro npasuna KpUTepUM paH>XUpYTCa NO 3HAYNMOCTU U BblIOUpaeTcst BapmaHT,
nyywmmn no Hanbonee 3Ha4uMMoMy Kputeputo. B pesynerarte BblbrpaeTcs oanH NOCTaBLUMK.
Mpouecc oueHkM 1 BbIbOpa BapuaHTOB, ECTECTBEHHO, OCITOXHSAETCHA TEM, YTO pasfnnyHble YreHbl
3aKyno4YHOro LUEeHTpa MMET pasfiMyHble OLLEHOYHbIE KPUTEPUMN.

Mokynka. MNocne npuHATUS pelleHns o BbIbope NocTaBLinKa NPUHUMAETCS peLleHNEe O TOM, Kak U
Korga caenka 6yaet onnavvBatbCs. OTO peLleHne BaXKHO, NOCKOSbKY BUSET HA UCTMONHEHNE
NOCTaBKM.

Mcnonb3oBaHue 1 nocrenokynovyHas oueHka. Ecnv ncnonb3oBaHue (3Kkcnnyatauus) 3akynyieHHoro
TOBapa COOTBETCTBYET 3asdABMNEHHbIM KPpUTEPUSM, TO MOCIIENOKYNOYHAsA oueHKa Ansa opraHn3auum
HoCUT Bonee popmarnbHbIA XapakTep, YeM A58 UHOUBUAYarnbHbIX NOKynaTenen.

N3 ckazaHHOro BUOHO, YTO OpraHn3auMOHHbIN PbIHOK KAYECTBEHHO OTNN4aeTca ot
noTpebuTenbckoro (04HaKo He crneayeT 3abbiBaThb, YTO OpraHM3aLMOHHbIE MOoKynaTenm
OQHOBPEMEHHO SABMAKTCA N NOTPebUTENAMMN 0ObIYHBIX TOBApPOB U YCYT, U XOTS Ha UX NOBEAeHME
BMUSOT 0COBEHHOCTU X paboTbl, OHN TEM HE MEHee OCTaloTCHA MPOCTO NOAbMU C TEMU Xe
peakumsiMn Ha cobbITust, YTO N 0BblYHbIE NOTPebUTEnn). MIMeHHO Ha OCHOBE aHanu3a matepuanos
OpraHn3aumMOHHbIX COENOK MAapPKETUHI OTHOLLEHWU C NoTpebuTenamm b1 NPU3HaH HOBLIM U
BaXXHbIM MapPKETUHIOBbLIM HanpaBfeHneM.

OpraHn3aumnoHHbIN PbIHOK OTNIYAETCS PAAOM CYLLECTBEHHbIX OCOBEHHOCTEN: 30eCb MEHbLLIE
nokynaTtenen (4To cnocobeTByeT pas3BuTUIO 6onee TECHbIX B3aMMOOTHOLLEHWI), OHW, Kak NpaBuno,
MOKYNarT TOBap KPYNHbIMU NapTusaMu. B ycTaHOBRNEHMM 1 nogaepxaHum NOCTOAHHbIA KOHTaKTOB
00bI4YHO 3amMHTepecoBaHbl 06e CTOPOHbI, A5 3TOro UCNONb3YKTCS BCe cnocobbl CBA3WN, Hanpuvep,
CUCTEMbI 3NEKTPOHHOIo obMeHa JaHHbIX NO3BONAIT OOMeHMBaTLCHA MHOPMaLUMEN B pexume
pearibHOro BpeMeHM!.

WNHorga nokynatenun cTaHOBATCA N5 NOCTaBLLMKOB napTHepamMu rno 6usHecy. Hanpumep,
HEKOTOpble SAINOHCKME aBTOMOOWIbHbIE KOMNAHUM OTNPAaBASIIOT CBOUX MHXXEHEPOB K NOCTaBLLMKaM
KOMMNNEKTYIOLNX ANA COBMECTHOMO MOMCKa NyTen yrny4ylleHUs KayecTBa N XxapakTepuUcTUK 3TUX
aetanen. OHM Takke NPUMEHSAIOT MHTENPUPOBAHHbIE KOMMBIOTEPHbBIE CUCTEMBI, ObecnednatoLmne
pexunm paboTbl, KOTOPbIA HA3bIBAETCA « CUHXPOHU3NPOBAHHbLIN aBTOMaTU3M». OTO AanbHeunwas
pa3paboTka METOAOB TMMNa «TOYHO B CPOK», MO3BONSAOLAA KOOPAMHMPOBATL CKOPOCTb
NPOM3BOACTBEHHbIX NIMHUIA NOCTaBLuKa ¢ paboTon o6opyaoBaHUA NokynaTens.
OpraHunsaunoHHble NoKynaTenu 3a4actyto 6onee CKOHLEHTPUPOBaHbI B reorpacnyeckomM nnawxe,
YeM KOHeYHble Morib3oBaTeny Ha NoTpebuTenbckoM pbiHKe. CNpoc Taknx opraHn3aumoOHHbIX
nokynaTtenen okasbiBaeTcsi 6onee nporHosmpyembiM. O6Lmne TpeHObl Ha TaKOM PbIHKE MOXHO
nokasaTb npu NnomoLuun 6a3oBbIX MOAENen CoBepLUEHUs NOKYNOK Tuna busHec—Ou3Hec. [nga Takux
PbIHKOB TUMMYHA MEHbLLAsA LeHOBasi aNacTUYHOCTb, YEM Ha NOTPEOUTENBCKMUX PbIHKAX.
OpraHunsaunoHHble nokynartenu 6ornee 4yBCTBUTESNbHbI K YPOBHIO NpodeccnoHannama
npeacTaBuTenen opraHmsaumm-npogasua. EctecTtBeHHO, OHM 1 camu Gonee paumoHasnbHO
noaxoaaT K 060CHOBaHWMIO NpHMMaemoro pewennd. OgHako cnegyert yunuTbiBaTh, YTO
OpraHmM3auMoHHbIE NOKyNaTenu Takke NOABEPKEHbI BIIMSIHUIO AMOLMIA, Kak 1 ntobon apyromn



nokynarenb. B KOHLEe KOHLOB, OHM NOCTOSIHHO PUCKYIOT Cry>KeOHbIM NonoXeHnem, BeAb nodas
cepbesHasi onbKa MOXET CUIbHO CKa3aTbCsA Ha UX NPOodeCcCMOHanNbLHOM U NIMYHOM cyabbe.
[MO3TOMY OHWM MOTYT CTaTb U3MNULLHE OCTOPOXHBbIMU U AenaTb Bce, YTOObl MMHUMN3NPOBATb
npeanonaraemblin PUCK, Yero Nerko MoXXHO JOBUTLCA, HanpuMep, NPU NOMOLLU NOKYMKM TONBbKO
onpegeneHHbix 6peHao0B UM B3anMOLENCTBUS C Y)Ke NPOBEPEHHbIMW NocTaBLmukamum. OHM Takxke
MOTYT HEKPUTUYHO OPUEHTUPOBATLCHA Ha MHEHUS UIK NpeanoyvTeHnsa ceomx 6occos. Kpome Toro, y
HUX MOTYT ObITb 1 NUYHbIE NPEANOYTEHUS U CUMMNATMK, KOTOpble ByayT BNUATL Ha BbIGOp 1
XapakTep B3aMMOOTHOLLEHUI C NOCTaBLUUKamu.
B cBA3M ¢ TeMm, 4YTO Npu COBEPLLEHMNN OPraHN3aLUMOHHOM NOKYMNKM B NPOLECCe NPUHATUSA peLLeHns
yyacTByeT Lenas rpynna niogen, B 3Tom rpyrnne MOXHO BblAENUTb HECKOSbKO AOMOSTHUTENbHbIX
nokynatenbckux ponen [8]:
— HavyanbHWKM — N0aK, KOTOpble Jal0T paspeLleHne Ha npegnaraemMble JenNCTBUs;
— «MPUBPATHUKNY» — NIOAN, KOTOPblE MOTYT NOMeLlaTb UK NOMOYb NOAYYUTb SOCTYN K nvuam,
NPYHMMaIOLLMM peLLeHns (CekpeTapu, onepaTopbl CBA3W UMM areHTbl NO 3akyrnkam);
— KOHCYNbTaHTbl — CTOPOHHME CNEeUManmncTbl-aKCNepTbl, NPEAO0CTaBMAOLINE OLEHKM
npodeccnoHanbLHOro xapakrepa.
PeanbHbI NpoLEeCcC 3aKymnku MOXET Takke OTNMyaTbCsl OT aHanorm4yHoro Ha NOTpPebUTENbCKOM
pblHKE. 34eCb B KaHarne MapkeTuHra MOXeT ObiTb MeHbLLE NMOCPEAHNKOB U Apye BblpaXXeHOo
CTpeMIeHne NokynaTb HENOCPEACTBEHHO Y OCHOBHOMO NOCTaBLUMKa ToBapa unu ycnyru. 3gecb
Takke MOXET ropasgo curbHee NposiBNATLCA OXuaaHne B3anMHocTu. K npumepy, ecnu
npoussoauTenb GyMaru 3akrnodaeT KOHTPAKT C TPaHCMOPTHOW KOMMaHWen Ha 4OCTaBKy CBOEN
NPOAYKLMM NOoKynaTensam, OH MOXET OXuUAaTb, YTO aTa KomnaHusa 6yaet npnobpeTtaTb
Heobxoanmyto en BymakHyro NPOAYKUMIO Y O4HOIO U3 Takux NoKynaTenemn.
KauecTtBo obcnyxuBaHus, ypoBeHb HAAEXHOCTU 1 cobntogeHne rpadomka JOCTaBKN Takke
OKa3bIBaKOT CYLLECTBEHHOE BIIMSHNME HA KOHEYHbIN pe3ynbrart. Yalle Bcero opraHM3aumoHHble
noKynaTenu NposiBNSAT 3aMHTEPECOBAHHOCTb B KOMMSIEKCHOW NOKYMKe (ToBap + TpaHCnopTUpoBKa
+ MOHTax + oby4yeHune nepcoHana + cepBucHoe obcnyxmnaHue). NoaToMy NOHMMaHWE TOro, YTO
MOXeT noTpeboBaTbCa NOTPEOUTENIO N B KaKON hopMe 3TO JOSMKHO NOCTaBNATLCA, MOXET CTaTb
KNOYEBbIM C TOYKN 3PEHNSI B3AUMOOTHOLLEHWUI C NOKynaTenem.
Kak npaBuno, opraHMsaumoHHbIe NOKynaTenu JOCTaTOMHO YacTo NpMobpeTaroT KpynHble napTum
ogHoTMnHOro ToBapa. lNoatomy, Nogo6HO 06bIYHLIM NOTPEOUTENAM, UM HEOBXOAMMBI CNOCO6bI
OTAENeHUst PYTUHHbIX onepaunin oT HecTaHAapTHbIX. B 9koHOMMYeckon nuTepaTtype onvcaHbl
pasnunyHble cnocobbl hopmanmaaLmMm 3aKynovyHoro npowecca.
PerynapHo pasmellaembiin 3aKa3 — NOBTOPHbIV 3aka3 6e3 Bcakon mogmduvkaumn. Ecnu Bl yxe
oCyLLeCcTBnsieTe NOCTaBKN NPOAYKUNN KOHKPETHOMY NOTpebuTento, Balla OCHOBHas LiENb C TOYKM
3peHnsa MapKeTMHra B3aMMOOTHOLUEHUI — oBneryMTb emy coBepLueHne NOBTOPHOro 3akasa. Npu
3TOM MOSABNATCS BO3MOXHOCTU 4151 NPOAaXK COMYTCTBYOLLEN NPoAYKUUKN (KOTopasa AONOnHAEeT
nepBoHaYyanbHYy NMOKYMNKY) UNn Ans peanusaunmn yCoBepLUEHCTBOBAHHbLIX Mogenen ToBapos nnm
YCNyr.
3MeHeHHbIN NOBTOPHbIN 3aKa3 — eCcnun notpedbuTens XenaeT NOMeHATb NoCTaBLUMKa Unu
N3MEHUTb HEKOTOpPbIE acnekTbl 3aKka3a, B TO BpeMs Kak cam ToBap WUiu ycriyra eMy no-npexxHemy
Heobxoanmebl. I3MeHeHHbIN NOBTOPHbIM 3aKa3 YaCToO OKa3bIlWaeTcs caMbiM BEPHbIM TECTOM
KayecTBa MapKeTMHra B3aMMOOTHOLLEHWI ¢ noTpebutenamu. MNMotpebutenes, ¢ KOTObIM HE yaanoch
NpaBuUIibHO BbICTPOUTb B3aMMOOTHOLLEHUS, HAYHET paccMaTpuBaTb BapuaHThbl, YTOObI
NepeKknYNTLCA Ha APYrnx NOCTaBLLMKOB.
Cutyaumsa «HoBas 3agava» BO3HUKAET, Koraa y notpeduTtenst HeT cO6CTBEHHOMO onbiTa Mo
KOHKpETHOMY ToBapy vnu ycnyre. B atom cnyvae notpebutens obbl4HO TpebyeT macy
AOMNOMHUTENBHOM MHAOPMaLIMK, MOXET 00paTUTBLCH K TPETbUM fMLIAM 3a KOHCYNbTaunen nnm
9KCMNEPTHOWN OLEHKOW, OXOTHO BbICNYLUMBAET MHEHUSA ApYy3en u konner. B Takon cutyaumm
OCHOBHas 3aaya MapKkeTuHra — COBEpPLUMTb NPOAaXy U YCTAaHOBUTb LOBEPUTENbHbIE
B3aMMOOTHOLLEHMS C NOTpebutenem, 4To 4OCTAaTOYHO CroXHO. Ecnun Bbl ByaeTte cnmwkom
HacTamBaTb Ha npogaxe, Ballu B3aMMOOTHOLLEHNSA C NnoTpebuTenemM MoryT yXyawmnTbes,
BO3MOXXHO, MMEHHO NPOTUBOAENCTBYS BalleMy AaBrneHuto noTpebutens npnobpeTteT apyron ToBap
unu ycnyry. B Tabn. 1.6 onncaHbl 0CO6EHHOCTN OpraHM3aLMOHHOIO MNOKYNaTenbCKOro noBeaeHus
[8, c. 83].
Tabnuua 1.6. OcobeHHocmu opeaHuU3ayUOHHO20 OKynamesibCKo20 MNogedeHus 8 3agUucuMocmu
Om moeapa U ypO8HsI pucka



Crnenuduka Bricokuii puck Hwuzkuit puck
TOBapa/yciyru

bonbuas cnoxxHocTs | JuTenpHble IpOLEaypsl, CBsI3aHHbIE ¢ | [JOMHUHUPOBaHUE TEXHUUECKUX
TOBapa WIN yCIyr 3aKyIKaMHM ¢ IPUBJIEYEHUEM OOJIBILIOTO | CIIEUATNCTOB
4KCJla COTPYIHUKOB

Manas Cl10XKHOCTb IIpeanoyreHue mWITaTHBIM PyTuHHBIE pemieHus o 3aKylKkax u
TOBapa WU yCIyru COTPYIHUKAaM, OTBEYAIOIUM 32 CTaHJapTHBIE MPOLIEYPHI
3aKYIIKH, IPY aKTUBHOM IPUBJIEYEHUN
CIIEIUAJIUCTOB MO (prHAHCAM

YTpaydeHHbIX noTpebutenen MOXHO pa3genntb Ha ABe kateropun. CyllecTByoT notpeburtenu,
KOTOPbIX Bbl MOTEPSNN MOTOMY, YTO CaMu C HUMKU He xoTenu paboTaTtb. B xoge HavanbHoro
00LeHnsa okasanochk, YTO 3TN NOTPEOUTENN OTHOCATCS K KAaTEropun «nnoxmx» KnMeHTos. Moatomy
Bbl BbIOpanu BapnaHT obLeHns, KOTOpbIn NoMor n3baBuTbCst OT HUX. OQHAKo BO MHOMMX Cryyasx
noTpebutenn yxogaT nmbo 1M3-3a HecoBepLleHCTBa TOBapoOB (ycnyr), nnbo ns-3a owmbok B
dhopMupoBaHUM B3aNMOOTHOLLEHUIN C HUMU. OCOBEHHO BO BTOPOM Clly4ae MOXHO AOCTaTO4HO
ObICTPO YCTPaHUTbL OLIMOKN U NONbITAaTbCH BEPHYTh Takux notpeburtenen.
JInyHble npogaxu ctaHoBATCA BCce 6onee rubkuM MHCTPYMEHTOM B CUCTEME MPOABMKEHNSA
TOBaApOB W YCNyr U NPEBPAaLLalTCA B HOBbIV BUA MHTETPUPOBAHHON KOMMYHUKALUK: JINYHbIE
NPOAAXN NHTErPUPYHTCA B (PUPMEHHbIE KOMMYHUKATUBHbIE CTPaTerm NpoaBXeHUs.
3akaHumBas paccmMoTpeHne 0BLLMX MAPKETUHIOBbLIX OCHOB SIMYHOW NPOAaXu, OTMETUM, YTO ee
NNYHBIN XapakTep onpefenseT yHUKarnbHble XapakTePUCTMKN Kak 3KOHOMUYECKOro U CoLMarnbHOro
deHomeHa, obecneynBaroLLEero HENOCPEACTBEHHYIO CBSA3b MPOM3BOAUTENS C NOTpebutenamu,
npoAasLa — C KIMeHTaMMU.
MpakTuyeckue coBeTbl
Hanbonee onacHbie owmnbKu npm npoga)xax
. Bbl npeBpalyaeTe npogaxy B 0AHOHanNpasneHHOe roBOPEHME.
. Bbl npepbiBaeTe knneHTa Ha Nonycnose.
. Bbl HU4eM He nNokasbiBaeTe, YTO CrnyLlaeTe KNneHTa.
. Bbl He ncnonb3yeTe COOTBETCTBYHOLWUM 0O6pa3oM MHTOHAUMIO.
. Bbl 3akaH4mnBaeTe 3a knveHTa ero ¢pasbl.
. Bbl nposiBnsieTe HeTepneHue, 4Tobbl Ha4aTb rOBOPUTL CAMOMY.
. Bbl Ha4YMHaeTe cnopuTb C KNMEHTOM.
. Bbl He penaeTe naya.
. Bbl 3agaeTe MeHbLLE BONPOCOB, YeM crneayer.

10 Bbl NbiTaeTecb CANLLKOM XXECTKO KOHTPONMPOBaTb CUTYyaLUUIo.
11. Bbl He Ha3bIBaeTe LiEeHHbIE KayecTBa ToBapa B OTBET Ha 3asiBMEHHbIE KIIMEHTOM NOTPEBOHOCTMW.
12. Bbl He pacno3HaeTe NoTPebHOCTU 1 NpeXxaeBpeMEHHO roBOpUTe 0 AOCTOMHCTBAX ToBapa.
13. Bbl fenaete HeygadHble NOMNbITKW 3aBEPLUNTL CAENKY: HE yNnaBnMBaeTe MOMEHT UMK
HenpaBunbHO BbiOMpaeTe cnocob 3akniYeHnst CAEmnKu.

C. Pebpuk. TpeHuHe npogheccuoHaribHbIx npodax. — M.: 9kemo, 2005, c. 78.
MaBa 2. KoMMyHUKaLUOHHbIe acneKTbl IMYHOW NPoAaXu
2.1. KommyHuKaLnoOHHasa moaenb Npoaaxu
KoMmMyHuKaums — 310 npouecc,
nocpeacTBOM KOTOPOro Hekast
NHpopmauna nepegaeTcsa OT UCTOYHMKA
COOBLLEHMS K MOMyYaTento ¢ Lerbio Jlao-L{zv!
N3MEHEHNS YPOBHSA 3HAHWUIN, YCTAHOBOK, NoBeAeHus nonyyvartens [28]. 3To ogHa 13 OCHOBHbIX
YHMBEPCanbHbIX XapakTEPUCTUK, KaK YernoBeveckoro obLeHnst, Tak N AeaTenbHOCTU NObIX
opraHunsaumin. Cdepa NpUMeHeHNs KOMMYHUKaL MM OXBaTbiBaeT BCce 0OLLEeCTBO, MOCKOMbKY 6e3
KOMMYHUKaLMN He 0BXO4MUTCS HM OOWH aKT CouMarnbHOro B3anmogencTaus.
B mapkeTuHre KomMyHukauum npuobpetatoT 6onee KOHKPETHbIN CMbICH: OpraHM3auuns JosmKHa
npoasuratbe TOBapbl U YCyrn, CBOM UMUK, MHGOPMaLUMIO O CBOEN AEeATENbHOCTM AN
nogaepXXaHnsa BbICOKOW CTENEHN N3BECTHOCTU, ECNN pedb MOET O ToOBapax As1s KOHEYHOro
notpebutensa, T.e. Nonb3oBaTens.
CnoBo «KOMMYHMKaLMA» NPOU3OLLIIO OT NTAaTUHCKOro communico — Aenato obLmm, cBA3bIBato,
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obuwatock. Cnosa com 1 munis MMeLOT BykBanbHbIN NEPEBOA;: «C NtoabMu». akTUYECKN,
KOMMYHMKaUnen apnaetca nobdoe B3aMmogencTeme Mexay fnoabMun, opraHn3aumsiMn u nogabMu,
ocyLecTBnsieMoe npu nomowm BepbanbHbIX U HeBepbanbHbIX CPEACTB C Lienbio obecnevyeHuns
ycrnewHon nepegaym ageksatHon MHdgopmaunmn. KOHeYHON Lenbio KOMMYHUKaLUK SBIsSIeTCA
nony4yeHne onpeaeneHHon peakumm — obpaTHOM CBA3KN, KOTopas AOSMKHA coBnagaTth C
3annaHupoBaHHOMN.

Ba3oBbIMK xapakTepucTuKkaMmm KOMMYHUKaLMN ABASIOTCA OTMpaBrieHne 1 NofnyyYyeHne 3HaHum,
naen, baktos, 06pasos, Lenemn, aMounn n ueHHocten. OgHako pearbHbIN NPOLECC XXMUBOMO
obLweHnsa cogepXuT ropasgo bonbLe 3NeMEHTOB, YeM NMPUHATO BbIAENATH NPU HAYy4YHOM OMMCaHNN
akTa KOMMYHMKaLWUK, 3TO NpoLiecc, B KOTOPOM NOMUMO BepbanbHbIX 00s3aTenbHO NPUCYTCTBYIOT
pasnnyHble HeBepbarbHbIE KOMMOHEHTbI, OTPaXXatoLMe Hally YerTOBEYECKYHO CYLLHOCTb.
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Puc. 2.1. Cuna eo3delicmeusi pa3nu4HbIX 3/1eMEHMO8 KOMMYHUKauuu

NccnenoBaHusa nokasbiBatkoT, YTO BO BpeMs npeseHTaunmn 55% BO34encTBus Ha aygutopuio
onpegensieTcs A3blKOM BalUMX TenoasmkeHun (Nosbl, XKecTbl, MUMUKa), 38% onpenensieTcss TOHOM
N MoAynsaumMen Ballero rofioca 1 nuwb 7% — CMbICNIOBbIM coaep)aHnem coobLueHus, puc. 2.1
(M. Apoxann u gp., B bputaHckom XypHane coumarnbHON U KIHn4Yeckon ncmxonoruu, 1970, T. 9,
C. 222-231).

KOHEYHO, 3TO COOTHOLLEHNE MOXET N3MEHATLCS B pasHbIX CUTyaLuMsaX, HO, B NIIOGOM crnyyae, A3biK
TENOABMXXEHNN N TOH rofloca CyLLEeCTBEHHO BANAIOT Ha CUY BO3AENCTBUS U CMbICI TOrO, YTO Mbl
roBopumM. Takum o6pa3omM O4YeHb BaXXHO HE TOMNbKO TO, YTO Mbl FOBOPMM, HO U TO, KaK Mbl 3TO
roBopuM. Ecnu cnoBa aBNAOTCA cogepXaHneM coobLLEeHNs, TO NO3bl, XXECTbI, BblIpaXKeHne nuiua u
TOH ronoca npeacTasnstoT cobor OH, KOHTEKCT, B KOTOPbIN NOMELLATCA COOOLEHNS, N BMECTE
OHM 06pasyloT CMbICIT KOMMYHUKaLMN.

Mbl NOCTOAHHO NCNOMNBb3YEM HalLM KOMMYHUKALNOHHbBIE YMEHNS, YTOObI OKa3biBaTb BIIMSHUE Ha
nogen: Tepanusi, MEHEOKMEHT, NMYHbIE Npodaxu, obpasoBaHne — oba3aTernibHO BKIHOYAtoT B
cebs ymeHne obLwaTbCs 1 OKasbiBaTb BIIMSIHNE Ha NOOEN.

[MpakTnyeckn Bce, YTO AenarT pyKoBOAMTENM AN JOCTUXKEHMUS LIenen CBOUX OpraHmM3aunn,
TpebyeT adhpekTMBHOrO 06MeHa nHgopmaumen. Ecnu niogn He 6yayT o6MeHMBaTbCS
NHOpPMaLMEN, SAICHO, YTO OHM HE CyMeIT paboTaTb BMecTe, (OOpMynMpoBaThb Lenu n gocturatb
nx. CNocoBHOCTb K 3h(PEKTMBHON KOMMYHMKaALMM YPE3BbLIYAHO BaXKHa U A1 MapKeTUHra,
oTBevatloLlero 3a npoweccbl 0bMeHa npon3soanTens ¢ pblIHOMHOW cpegon. Ha ocHose
KOMMYHMKaLMOHHBIX NPOLIECCOB CNeunanmncT MOXeT CTPOUTb LeNbli KOMMMEKC B3aunMOCBA3aHHbIX
LenesbiX MEPONPUATUN NO NPOABUXKEHMIO CBOEN NPOAYKLUNN C UCNONb30BaHMEM JTIUYHbIX U
6e3nNNYHbIX KOMMYHUKaLWA.

N3yyeHne nuyHbIX Npogax ¢ NO3nLMin KOMMYHUKALMN MOXET NPOXOAUTb Ha OCHOBE MOLENu
TMMOBOIrO KOMMYHUKALMOHHOMO npouecca, U3 KOTOPOro UCKMYeHbl CpeacTsa nepenayn
COOBLLEHUS, TaK KaK NUYHbIE NPOAAXM — 3TO NIMYHAA KOMMYHUKaLUNSA MeXay oTnpaBUTeNnem u
nonyyatenem, puc. 2.2. IMeHHO ¢ Takon Mogenu 1 Ha4nHaeTCcs pacCMOTpPEHME BO3MOXHOCTEWN,
KOTOpble nony4aeT npoAaseL, Npu NpaBuIbHOM MCNONb30BaHUM KOMMYHUKALMOHHBIX
WHCTPYMEHTOB A4 ynpaBneHns npoasumxeHnemM.

AKT Npoaakm MOXeT ObITb BblpaXXeH B KaTEropusix TeOpun KOMMYHUKaLUN, NOCKOSbKY SIBNSIETCS
OLHOM N3 pasHOBUOHOCTEN B3aMMOOTHOLLEHWNIA NepedaroLen 1 npuHuMmarowen nHgopmasmo



CTOPOH. HeobxoanMbIM 3BEHOM Takoro B3aMMOOTHOLLEHUS SIBRSieTC o6paTHasi CBsi3b, KoTopast
AaeT NnpoaasLy BO3MOXHOCTb KOHTPONMPOBATb Y KOPPEKTMPOBATbL NOTOK MHbopmaLmy,
HanpaensieMow KIMEHTY, 32 CHET MOHUTOPUHIA OTBETHON peakumu.
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Puc. 2.2. KommyHuKayuoHHasi MoOesb fIUYHbIX MPodax

JInyHasa koMMyHMKaums npeabsasnsaeT cneumdudeckne TpedboBaHNA K KaXXAOMY M3 YH4aCTHUKOB
B3aMMoOAencTBus. Tak, Kaxabi NpoaaBel, 4ormkeH obnagaTb BCceMn HeOOXOAMMbIMWU 3HAHUSIMU B
cdepe NUYHbIX NpoAax, BrageTb TEXHOMOMMen Npoaaxun, OCKOHaNbLHO 3HaTb TOBap 1 apyrue
MapKETMHIOBbIE acneKTbl MPOA4aXKW, BKIHOYast KOMMYHUKALNOHHbIE NPUeMbl U METOAbI, KOTOpbIe
YypesBblYarHO BaXXHbl NPU NeperoBopax o npogaxe. ApdekTnBHas KOMMyHukauna Tpebyet ot
KaXKgon U3 CTOPOH OnpedernieHHbIX HaBbIKOB M YMEHUN, a TakKe Hannyus onpeaeneHHon cTenenm
B3aMMHOIO NOHNUMaHUA N AOBEPUS, KOTOPbIE NO3BONAT ChOpMUPOBATLCA OTHOLIEHMSM. [okynka
coBepLUaeTcs TONbKO Toraa, korgaa BCe KOMMOHEHTbI NMpoLecca Npoaaxu, 0 KOTOPbIX Mbl FOBOPUITM
Bbile, hopmmnpytoT GnaronpuaTHbIE OTHOLLEHUSA MeXAyY NOoKynaTenem u npoaaBLOM.
Cnoco6HocTb NpogaBua chopMMpoBaTh OTHOLLEHUS C NOKyNaTenemM 1 COBEPLUNTL NPogaxy
onpenensieTcs nATbIO rMaBHbIMU NepeMeHHbIMU [28]:

— BOCMPUHMMAaeEMble 3HaHUS U OMbIT;

— BOCMPUHUMaeMoe AoBepue;

— 3HaHWe 1 NoHNMaHne NoTpeduTens;

— nNpucnocobnsaemocTb;

— UCMoMb30BaHME CTpaTernn yoexaeHus.
BocnpuHumaembie 3HaHUA 1 onbiT. CNoCOBHOCTb MeHemkepa no npogaxkam ObiTb yoeanTenbHbIM
3aBUCUT OT TOrO, HACKOSbKO OMbITHLIM OH KaXXeTcs nokynaTtento. ViccneaoBaHus y4eHbix
MOKa3bIBalOT, YTO B CMTyauuun, Korga npoAaasel, Bbirnsiaen 0CBegOMIEHHbIM, ABE TPETU KIMEHTOB
coBepLuanu NoKyrnku, Torga kak nx Yncrno nagano o 15%, ecnv cosgaBanock BneyatrneHne, 4To
npoaaseL, NyIoX0 3HaKOM C TOBApOM.
BocnpuHumaemoe gosepue. MNpeasaputensHoe MHEHME NOKynaTens o TOM, 3acny>KMBaeT N
npoaasel, LOBEPUS, BIMSIET HA NPOLECC NeperoBopoB B LienoM. BbICOkuin ypoBeHb JOBEPUS
nokynaTtens B COMeTaHMM C HEHaBA34YMBOM HACTOMYMBOCTLIO NPOAABLA, Kak NpaBuno, NPMBOAAT K
HY>XHOMY pe3ynbTaTy B neperoBopax.
3HaHne n noHMMaHune notpebutens. B psage nccnegoBaHuin nokasaHo CyLLEeCTBOBaHMNE
MOMNOXUTENbHOW KOPPENALUN MEXAY YCNELHOCTbIO NPOAAX U YPOBHEM 3HAHUIN TOProBOro
nepcoHana npogasua o notpebutene. 3HaHus, B CBOKO o4epeab, COCTOAT M3 OBYX KOMMOHEHTOB:
3HaHUA KaTeropum NOTpPebuTens 1 3HaHUA cueHapusa BEPOSATHOrO Pa3BUTUSI NEPETOBOPOB.
3HaHuMe KaTeropuu Bknto4YaeT 3HaHMe 06 0COBEHHOCTSIX, MOTUBAX M NOBeAEHUM NOTpebutenen,
OHO HeoBXo0AMMO As1 ONUCaHMA U Knaccudurkaumm pasHbix TUNOB noTpebutenen. 3HaHve
cueHapus 3aknto4yaet B cebe nHdopMaumio 0 CTUNSAX U CUTyaumsix NPpoA4axu, KOTopble MoryT
CNY>XUTb PyKOBOACTBOM ANS NepcoHana.
MpucnocobnsiemocTb. 3HaHWe NoTpebuTens, B CBOK ovepeb, AOMKHO BbITb YBA3AHO C yMEHMEM
npoAasLa aganTMpoBaTbCs K cuTyauumn. BoopyXeHHbIN TakuMmn KayecTBamu o6Cny>KmBaroLLmm
nepcoHan cnocobeH OTBETUTb Ha HYXAbl N OXnaaHna notTpebutens.
Wcnonb3oBaHue cTpaTternn yoexaeHnsa nogpasymeBaeT BnageHne npogaBLoM HaBblkaMu
npodeccnoHanbHOM NpogaXxu, TEXHONOMMENn NPOAaXKN KOHKPETHOIO ToBapa U yCcnyru, Hanudme y
npoAasLa 3HaHUN 0 NOTPEBHOCTAX, LEHHOCTAX M MOTMBaX NOKynartens u BnageHne
KOMMYHWKaLMOHHLIMW HaBblkaMn Be4EeHUs NEPEroBOPOB C LiENbIo yoexxaeHnst nokynatens
COBEPLUNTb MOKYTIKY.



WNTak, nokyrnka coBepLluaeTca Torga, korga Mmexay npogaBuoM 1 nokynatenem AOCTUrHYTbI
AoBepuTenbHble OTHOWEHUS. OTHOLLEHNE — 3TO YCTOMYMBAs OpraHn3aumst KOrHUTUBHOIO
(3HaHuA), aMoLMoHanbLHOro (4oBepme) 1 MOTUBALMOHHOIO (MOTPEBHOCTL) NPOLLECCOB B
NPUOXEHNN K acnekTam cpeabl (B HaLLEM Crydae cpeaon ABAATCA NIMYHbIE Npogaxu). OT0
npnobpeTeHHas pacnonoXeHHOCTb pearnpoBaTb 6naronpUATHLIM UM HEBNAroNpPUSITHLIM
obpasom Ha kakomn-nmbo ob6bekT. OTHOLEHNS MOrYT BbITb ONMCaHbl NO NapamMeTpam:

— HanpaBneHHOCTb OLEeHKN (NO3UTUBHAZA, HEraTUBHas, HerUTparnbHas);

— WHTEHCMBHOCTb OLIEHKM — MOTPEOMTENN MOryT NO3UTUBHO OTHOCUTLCA K ABYM Mapkam

ToBapa, OAHaKo K OAHOM U3 Mapok — Bonee 6naronpuaTHO, TO eCTb OTAaBaTb en

npeanoyTeHune;

— CTabUNbHOCTb OLEHKN — TO €CTb CONPOTUBIISAEMOCTb M3BMEHEHUAM MO BO34ENCTBMEM

BHeLLHMX dhakTopoB. OTpaxaeT noTeHuman fnosinbHOCTU NOTpebuTenen K Mapke;

— YCTONYMBOCTb OLIEHKM — TO €CTb CMOCOBHOCTb COXPaHATLCA B TEYEHNE JOCTATOYHO

NPOAOIPKUTENBHOIMO BPEMEHM;

— YBEPEHHOCTb NOTPebuTens B NpaBuNbHOCTUN CBOEN oueHKN. OHa Cly>XMT OCHOBOW

yBEPEHHOIO NOKynaTenbcKkoro nosegeHns. CoMHeBatoLMeCs B NpaBUIiIbHOCTM CBOETO

OTHOLLEHUS K TOBapy NOTpebuTenn He MOryT nonaratbCa Ha CBOK OLIEHKY M CKINOHHbI UCKaTb

OONOSTHUTESNbHYO MHOpMaLMIO.
3 onpeaeneHnsi NOHATUS «OTHOLLEHME» Mbl BUOUM, YTO OTHOLLUEHUSI MOTYT U3MEHATLCS Nog
BO3AENCTBUEM KOTHUTUBHbIX, AMOLMOHAsNbHbIX N1 MOTMBALMOHHbLIX (haKTOpPOB, KOTOPLIE U
COCTaBNSAT OCHOBY OTHOLEHU. BO3MOXHOCTb N3MEHEHUs 3TUX PaKTOPOB, TO eCTb
dhopMmnpoBaHNA N N3MEHEHUST OTHOLLEHUSA MeXAY NpoAaBLOM M MOKynaTenem MOXHO onpeaenuTb
Kak ynpasneHne OTHOLEHUAMUW. YnpasneHne OTHOLEHUSAMU NMPOUCXOANT B 30HaX
COTPYAHUYECTBA, KOTOPble CBA3aHbl C KOMMOHEHTAMWN OTHOLLUEHNSA — 3TO MOTYT ObITb 3HAHUSA,
amoumn n motusbl. . AnneH n [x. ByTTeH pasgennnu 30Hbl OTHOLIEHUA MeXay NPOoAaBLIOM U
nokynaTtenem Ha 30Hy NpUemMneMbiX YCIOBUIN, 30HY HEMPUEMITEMbIX YCITOBUIA N 30HY
HeonpeaeneHHoro oTHoweHus, puc. 2.3 [3, c. 105].
Cornawascb ¢ TakuM NoAXo40M, Mbl MOXEM cAenaTtb BbIBOA O TOM, YTO C MOMOLLIbIO
LeneHanpaBneHHbIX KOMMYH/KaUMA NpoaaBeL, MOXET co3aaTb GnaronpuaTHbIe YCroBus s
COBEpLUEHMS MOKYMKK, CHOPMMPOBaTL 4ONTOBPEMEHHbBIE OTHOLLEHMWS U YNPaBnaTb MU B
NHTEepecax obenx CTOPoH.
KoMMmyHuMKauum, kak ocHoBa (oOpMUPOBAHUSA OTHOLLEHWI, OOMKHbI 6bITb CUCTEMHBIMU. CUCTEMHAs
KOMMYHUKaLNA — 3TO HenpepbIBHbI KOMMYHUKaALMOHHBIA Npouecc Mexay npoaaBLOoM U
nokynatenem, KOTOPbIN HAYMHAETCA 3a40S1M0 40 COBEPLUEHNS MOKYMNKN (C NnepBoro obpatleHuns
cpeacTBamMu AUpeKT-MapKeTUHra) U Npo4oriKaeTcs nocne coBepLleHns Nokynku. Teopyeckoe
MbILLSIEHME TOPrOBOrO areHTa NOACKAXET eMY BO3MOXHbIE BapaHTbl KOMMYHUKaL MK Nocrne
COBEPLLEHMS NMOKYMKK: 3TO MOXET OblTb MHGOPMaLUMs O TEKYLLLEM aCCOPTUMEHTE, HOBUHKAX,
MHOPMaLNA YaCTHOIO XapakTepa, No3gpaBneHns ¢ NpasgHuKaMm, CyBeHUpbl U T.0.

J0Ha HENPHEMNEMBIN ¥CAOEHH 30Ha NPHERMNEMLIX ¥EN0BHH
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Puc. 2.3. 3oHbI omHoweHul mexAy rnpodasuyom U rnokKynamernem
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JNInyHas npogaka, kKak Mbl 3HAEM, CaMblil CIIOXHbIV 3NEMEHT MapPKETUHIOBbLIX KOMMYHUKaLWIA:
penKo caernka CoBepLlaeTcsi B pesyrnbraTte NnepBoi BCTPEUN, NPOTSXKEHHOCTb BO BPEMEHU KaXXaoM
KOMMYHMKaLMK He onpeaeneHa, nMyHas npogaxa TpebyeT 3HaHUI 1 onbiTa OT NpoAasLa U,



HaKOHeL,, CTOMMOCTb OAHOroO KOHTaKTa C NoKynaTtenemMm 4oCTaTO4MHO BbICOKa NO CPaBHEHWUIO C
peknaMmon, CTMMynmpoBaHnem cbbita n Nabnuk punemnLLH3.

Cawma xe npofaa ABnsieTCA He XaoTUYHbIM HAarpOMOXAEeHNEM AMaroros, a CTPONHON CUCTEMOM
KOMMYHWKaLMA, KOTopas No3BonseT npoaasLy addeKkTMBHO paboTaTb C KNMeHToM, npuobpeTtatb
HaBbIKN N OMbIT CUCTEMHOW KOMMYHMKALWMW.

MpakTuyeckue coBeTbl

Hecatb cnocoboB anddepeHLMpoBaHns BalmMx B3aMMOOTHOLLEHMI C NOTpebutensmm

1. NocMoTpuTe, UMEIOTCH NN NIYHbIE B3aUMOOTHOLLEHUSA MeXAY MeHeKepoM, KOTOpbIN BeaeT
CYeT, 1 noTpebutenem, 1 penTe, KakuMm No XapakTepy AOSMKHbI ObITb 3T B3aMMOOTHOLLEHUS.

2. ObecneybTte, YTOObLI NpK NOOLIX KOHTAKTax ¢ NoTpebuTenaMmmn cobnoganncb BEXINBOCTb U
OOIMKHbIN NPOdECCUOHANN3M.

3. MNpepocraBnanTe MHopMaLmIo, U He TONbKO O ToBapax M ycnyrax, HO U 0 TEKYLLEM COCTOSIHUN
B3amMMooTHoLlleHu. ObecneybTe NOCETUTENIO AOCTYN K KOMMNAHUN NpY MOMOLLM MHTEPAKTUBHbIX
COOBLLEHNIN, ANEKTPOHHOIO 0bMeHa AaHHbIMU, NHTepHEeTa, SNEKTPOHHOW NOYThI, LMdpPOBOro
NHTEpPaKTUBHOIo TenesmaeHus. NoscHuTe, kakum obpasom noTpedbutenn MoryT nony4mTb GonbLue
NMHpopMaunmn o0 TOM, Kak NonNb3oBaTbCH BalMMM NPOAYKTaMN N Kak npunobpeTtaTb UX, 4518 Yero Bbl
MOXeTe co3aaTh crneumnarnbHble KOHCYNbTauMoHHble NMHUK. Obecnevste NoTpedbuTento
BO3MOXHOCTb NiaTUTb 3a TOBapbl U YCNyru pasnuyHbiMu cnocobamu. Heobxoanmo noHnmatb, 4TO
BO3MOXHbl pasnunyHble (hOpMbl B3aMMOOTHOLLEHWI U YTO OHU AOMKHbI OblTb AOCTYMHbI ANS TEX
notpebuTenen, KOTopble XOTAT B HAX y4acTBoBaTb. Hanpumep, Takummn popmamm MoryT 6biTb
NapTHEepPCTBO, COO3, CAENKM C y4aCTUEM HECKOSbKMUX CTOPOH, KOMMEHCALUMOHHbIE CXEMBI,
Koornepaums n ynpasneHne CTpyKTypamu.

4. MNonyyante nHcdopmaumo o 3anpocax notpedbutenen n npobnemax, ¢ KOTOPbIMU OHK
CTarkuBarTCs, U UCMONb3ynTe 3TN CBEAEHWS B CBOUX UHTepecax. Y4OCTOBepbTECh, YTO
noTpebuTenn 3HaT 06 3TOM. YNy4lumTe KNOYEBblE AN1eMEHTbI B BalleM 06CnyXuBaHum, Takue,
Kak HaleXXHOCTb JOCTaBKun NPOAYKUMM U BPEMS pearmpoBaHust Ha obpaTHy CBA3b OT
notpebutenen. ObecneysTte, YTOOLI BCE Xanobbl nepeaaBancb TOMY COTPYOHUKY, KTO CMOXET
oTpearnposaTb Ha HUX ONepaTMBHO U HENOCPEACTBEHHO.

5. AHanuaupymnTe, Kak Bbl KOHTaKTUpyeTe ¢ NOTpebUTensammn; He NNAHUPYNTE UCXOOALLMIA
TenemMapKeTUHr Tak, 4Tobbl Ball 3BOHOK B BenvkobpuTaHuio npyHMMarncs Tam B LWECTb YacoB
yTpa. He cTouT Takke natn Ha KOHTaKT ¢ xutenem CayaoBckon Apasum B NaTHULY. [NpocneaunTe,
4yTObbI OTCREXMBanach LOMMKHas YacToTa KOHTAKTOB. OTO NO3BOSUT HE JONYCKaTb HU CIIULLKOM
B0onbLLON HAaBA3YMBOCTU, HM CANLLKOM 60MbLUNX NEPEPLIBOB B OOLLEHNN.

6. Yoenute goctaTtodHOEe BHMMaHue noctaskam. Ecnv cutyaumsa nossonset, npeanoxuTe
noTpeduTento OCyLEecTBNATb UX B aBTOMATUYECKOM peXnmMme, TO eCTb 6e3 MOBTOPHOro
pasMeLlLeHns1 3aKas3oB.

7. MocTapavTteck 3akynatb Tpebyemble BaM KOMMOHEHTbI HA OCHOBE KOHTPAKTOB MU ANUTENbHbIX
3aka3oB. Oba ykasaHHbIX gencteus (6 n 7) nerde genatb Npyv NOMOLLM 3NEKTPOHHOW CUCTEMbI
obmeHa coobLueHnAMM.

8. YoocToBepbTeCh, YTO TEXHUYECKOE Ka4yeCTBO U CTaHAApTbl 06CNY>XMBAHUS COOTBETCTBYIOT
3afaHHbIM TpeboBaHMAM.

9. NMomoranTte notpebutenam npoboBaTtb, NOKYNaTb NN NCNONb30BaTb Ball NPOAYKT TakUM
o6pasom, 4ToObl NPK 3TOM OH Nony4an oT Hero MakcMmarsbHyo Bbirogy. He ctapantech yaepxatb
CBOIO MO3MLMIO MOCTaBLUMKa AAaHHOro NpoaykTa npu nobbix cBomnx 3aTtparax. [puyyante
noTpeduTens K MbICNK, YTO Balla KOMMNaHUA — nepBoe MEeCTO, Kyaa emy Haao obpatuTbes npu
BO3HUKHOBEHUWN NOTPEOHOCTM B COOTBETCTBYIOLLEM TOBape unu ycnyre. [NycTb OH 3HaET, YTo Jaxe
€Cnn Bbl HE CMOXETEe caMu NPeaoCTaBUTb EMY HYXXHbIN NPOAYKT, TO LieneHanpaBieHHo
nepeagpecyete ero B ApYryto KOMMaHuio, KOTopas CMOXET Y40BNETBOPUTL €ro NoTpebHOCTW.

10. BosHarpaxganTe npeaaHHoOCTb NnoTpebutenen n cosgasante MOTMBALMIO 45151 TAKOBOW. OTO
COBCEM He 3Ha4yuT, YTO BaM BCce BpeMs Hago npuberaTb K AeHeXHbIM BOo3HarpaxaeHusm. bonee
onepaTtMBHas CBA3b C ONepPaToOpPCKMM LIEHTPOM MOXET CTOUTb NOTPEOUTENO HEMHOIO AOPOXE, HO
3a 9TO OH MOMNYYUT NPUBUNENMPOBAHHbLIN JOCTYN K MHopmauun. MoTneaLmio MOXHO NoBbIWATL 3a
CYeT MeHbLUen BymaxkHon nepennckn, 6onee npuenekaTenbHbIX YCITOBUIN COBEPLLEHWST NOKYMNKM
nnu GonbLuen 4obaBNeHHOM CTOMMOCTU, YTO, B HaCTHOCTU, MOXET BbITb CAenaHo Npu NoMoLLn
anddepeHumanmm npogyKumnn.

. Andep. MapkemuHe 6ydyuwezo: [Juanoa co3HaHul: ObweHue ¢ nompebumensamu e XX eexke /
[ep. ¢ aHan.



C. lNomaneHko. — M.: QAUP-TIPECC, 2003, c. 309-310.
2.2. OCHOBHbI€ 3Tanbl NIMYHON NMpPOAAXKMU

JInyHas npogaxa npencrasnsieT cobon
psaLg nocrnegoBaTesibHbIX 4ENCTBUN,
coBepLUaeMbIX NPOAABLIOM C LENbH
ybexxaeHnsa nokynatens B
HeobxogMmocTn npnobpeTeHnsa Toeapa
UK ycrnyru, yooBneTBOPSAOLWMX ero notpedHocTu. B npouecce npogaxu npogasLbl (TOProBbie
areHTbl, MeHeKepbl NO CObITY, KOHCYNbLTAHTbI) CO34aT AONONHUTENBHYHO NOTPEOUTENBCKYHO
CTOMMOCTb B BUE Ka4eCTBEHHOIO 06CNyXMBaHNA NOKynaTenem n yctaHaBneHnsa ¢ HUMN
AONroBpeMEHHbIX 0OpoXKenaTenbHbIX OTHOLLEHWA.

[Mpouecc NnpoaaXkm — COBOKYMHOCTbL 3TarnoB, KOTOpblE MEHELXeEpP MO nNpodaxkam NpoxoauT BO
BpeMS Npogaxu TOro Unn MHoro Toeapa unu ycnyrn. Croga OTHOCATCA NOUCK U OLlEHKa
noKynaTtens, NoAroTOBKa K KOHTAKTY, KOHTaKT, NpPe3eHTaunsa unm 4eMOHCTpaLums, yCTpaHeHne
pasHornacum unu NpeoaoneHne NPOTUBOPEUNI, 3aKITHOMEHME COENKN U COMPOBOXAEHME COENKM,
puc. 2.4.

T'0e nyms npsamoti, mam He e30u no KpUgol.
IIpunacu nocox na nyme, a c1080 Ha Omeen.

Pycckue HapogHbie TOCIOBUIIBI

3TAMBI NPOLIECCA NPOAAXK

| aTan Mownck u oueHka Nokynarens

Il 3tan MNoaroTOBKA K KOHTAKTY

Il aTan KoHnTakT ¢ noTpeburanam

IV aran lNpeseHTauna W AeMOHCTPaUuA Toeapa

V 3Ttan MNpecponenne pasHornacuil KNKW BO3pameHui

VI atan 3aKn4eHne CAeNKu

Vil 3Tan ConposowaeHne caenkn

et

Puc. 2.4. Omanbi npouyecca npodaxu
[MoBTOPUM, YTO KaXabI U3 3TUX 3TANOB, pa3paboTaHHbLIN cneynanMcTaMmm opraHmsaunmn ons
KOHKPETHOro Bnaa ToBapa unuv ycnyru, npeacraensaeTt cobor TeXHONOrn npoaaxu, Kotopas
AomkHa 6bITb OCBOEHA MeHeLKepamm Mo nNpogakaM B COBEPLLEHCTBE.
OTanbl Nnpouecca NpogaXxu ogNHAKOBbI, NPOAAETCS Nn Cbipbe, 060pyaoBaHMe Unm ToBapbl
MaccoBOro crpoca. A BOT TEXHOSTOrMN — pPasfnnyHbl, HO UMEHHO OHM MO3BOSIAKOT YCTAHOBUTL
AONrOCPOYHbIE B3aMMOOTHOLUEHUS C MOTPEOUTENSMIN U KITUEHTAMMN.
Mownck nokynatensa — NepBbii 3Tan Npouecca Npoaaxu, Ha KOTOPOM TOProOBLIW areHT Bblgenset
NepcrnekTUBHbIX MOTEeHUMarnbHbIX KNMMEHTOB. TeXHMKa 0TOOpa NoTeHUMArnNbHbIX KITMEHTOB — 3TO
COCTaBHas YacTb CTpaTermm KOMMyHuKauumn. NMonck KNMEHTOB MOXET OCYLLECTBIATLCS C NOMOLLLHO
neyaTHbIX U KOMMbIOTEPHbLIX MCTOYHMKOB, Cpeaun KOTOPbIX MOryT ObITh:

— OoTpacneBble CNPaBOYHUKN OpraHn3aumi;

— KOMNblOTEPHbIE 6a3bl AAHHBIX;

— BuaHec-kapTbl Poccun n permoHos;

— perncTpbl NpoM3BoauTENen TOBapOB U YCIyr;

— MeCTHas CTaTUCTUKA;

— TenedoHHble CnpaBoOYHMKM «XKenTble CTPaHULbI».



OueHka nokynarens NnpoM3BoanTCs Ha OCHOBE MHAOPMaLMK O TOM, B KAKOW CTEMEHU KITUEHT
NCNbITbIBAET NOTPEOHOCTL B BalleM TOBape WUin ycnyre, KakoBbl LLEHHOCTW, Ha KOTOpble OH byaeT
OPUEHTUPOBATBLCHA NP MOKYMNKE N KakMe xapakTepUCTUKM ToBapa 4SS Hero Hambornee 3Ha4yMMbl.
[MoaroToBKa K KOHTaKTY. Ha aTom aTane npouecca npofaxun, TOProBbl areHT CcTapaeTcs y3HaTb Kak
MOXHO GorbLUe 0O CBOEM NOTEHUMANbLHOM NoTpebuTtene nepen Tem, Kak BCTYNUTb C HAM B
KOMMYHMKaALMOHHbIN KOHTAKT. B npouecc nogrotoBkM KOHTakTa BXOAAT: onpeneneHne
NepcnekTMBHOCTM JaHHOro nokynaTtend, cbop nHgpopmauumn, NOCTpoeHne cTpartermm MoTuBaLnn u
T.4. OTOT aTan NO4roTOBKM K BCTPeEYe LaeT BO3MOXHOCTb MEHEXKEPY MO npofaxam nposiBUTb
MaKCMMyM CHOPOBKM, YTOObI cOBpaTb AOCTYMHbIE CBEAEHMSI O NOTEHUMANIbHOM MoKynaTene yepes
BrvKHEE OKpYXXEHUE: cekpeTapsi, COTPYAHMKOB, KOHKYPEHTOB.
Yxe Ha 9TOM aTane, 4O NepBOM BCTPEYM Y MEHeMKepa NO NpogakamM AormkHa chopMmMpoBaTbC
cTpaTtermsi KOMMYHUKaL MM, OCHOBOW KOTOPOW Cry»aT NOTPeBHOCTU U LLeHHOCTH nokynaTtens. Ecnn
KpaTKo onmcaTb KOMMNSIEKC TON MHpOpMaLUK, KOTOPYKD MEHeAXep Mo npogakam AOMKEH NMETb 0
BCTPEYM C KITIMEHTOM, TO ee MOXHO npeactaButb popmynon NMNOMOCT, T.e. BpeMeHHoe
OCHOBaHwue, (hyHOaMEHT, Ha KOTOPOM ByayT NPOMCXOANTL BaXHeWLLMe cobbiTua npoaaxu. B aton
dopmyne:
MO — 370 06BLEKTMBHbBIE NOTPEOHOCTUN KNNEHTA M €ro opraHM3aLmm B BallemM ToBape WUin ycryre;
MO — 06beKkTUBHbIE MOTMBbLI NMOKYMNKK, T.€. TOYHOE 3HAHWE TOr0, 3a4EM HYXXEH Ball TOBAP KITUEHTY,
Kakvue noTpebHOCTN OH yAOBNETBOPSET, NpuobpeTas ToBap;
C — cooTBeTCcTBME CTOMMOCTM NPOAABAEMOro ToBapa BO3MOXHOCTAM NoKynaTens;
T — TpeboBaHus, KOTopble NOKynaTernb NPeabABsET K TOBapYy.
Ecnn MOMOCT 6ygeT Kpenko CKonodeH ga nagHo cbut — caenka ceepumntcs!
KoHTakT ¢ nokynatenem. Ha aTtom aTane npouecca Nnpogaxu npogaBeL, BCTpeYaeTcs ¢
noKynatenem v BCTynaeT B aKTUBHYIO dhady KOMMYHUKaLMK, KOTOpas BKIKOYaeT B cebs:
NPUBETCTBME, NPEACTaBNEHNE OpraHM3aunn-npoaasua, npeacraBneHme coOGCTBEHHOM NEPCOHLI,
AEMOHCTpaLMs XXenaHnsa ycTaHOBUTb J06pble AeNnoBble OTHOLWEHNSA 1 3a60Tbl 06 MHTepecax
nokynatens. BcnomHum nocnosuuy: «Y Bac HUKoraa He ByaeT Apyroro crnyvasi Npon3BecTy NepBoe
BnevaTneHune».
[Mpe3eHTaums n geMoHcTpaums. Ha aTom atane npouecca Npoaaku TOProBbI areHT nanaraet
noKynaTento MHGOpPMaLuo O ToBape aganTUPOBaHHYIO K NOTPEBHOCTSAM, LEHHOCTSIM U MOTMBaM
nokynaTtensa n NnpoBoANT AEMOHCTPaLUMIO U Npe3eHTaumto ToBapa. lNpeseHTaums gormkHa bbiTb
nocTpoeHa Takum obpasom, YToObl Nogaya MHopMaLuum CoOOTBETCTBOBAsIA 3Tanam YCBOEHUS
NHopMauuu.
Mpe3eHTaums Takke AomkHa ObiTb OpMEHTUPOBAHA Ha MHTEpPECHI NokynaTtens. Kpome Toro, oHa
AOMKHa 6bITb NpUBREKaTenbHON, MakcMmarnbHO KpaTkomn (Ho 6e3 yuwepba gnsa obuwero
BReYaTneHuns), CTUMynMpoBaTh XenaHue KnMeHTa Bnagetb TOBapoM, 3KCMNOHUPOBATb
BO3MOXXHOCTb AOMOSTHUTENBHbIX (NIbFOTHBIX) YCIIOBUIN Npoaaxu. [JononHUTENbHbIE YCroBUSA
npogaku npeanonararT Nofy4YeHne KIIMEHTOM CKUAOK, OTCPOMKY nnartexa, YaCTUYHYH
npegonnary u T.A4.
MpoBeaeHne npeseHTaumm — 310 B BOMbLUEN CTENEHM UCKYCCTBO, HEXENN TEXHOMOMNS, HO, TEM HE
MeHee, CYLLLeCTBYIOT OnpeaeneHHbIe CXeMbl MPOBEAEHNS NPe3eHTaUunn:

— Npe3eHTaunsa-mHhopmaLms;

— Npe3eHTaunsa-4eMoHCTpauus;

— Npes3eHTaumsa-npogaxa.
[MpeogoneHue pasHornacum nnm Bo3paxKeHnn KnmeHTa. Ha aTom atane npouecca npogaxu
TOProBbI areHT onpeaensieT BCe pasHornacusa 1 aamedaHns KnmeHTa no noBody ToBapa U camom
CAENKN N NpeogorneBaeT 3TU pasHornacus.
EnBa nn xoTb ogHa aenosas 6ecena, a 3Ha4YUT, U 3aKNOYeHMe XOTb OQHOW caenku obxoamtcs 6e3
BO3paXXEHUIN CO CTOPOHbLI KNneHTa. Bo3paxkeHus oTpaxkatoT NpoTMBOAENCTBUNE KIIMEHTA B
cnosecHoun hopme.
Ecnu Bbl BHUMaTeNbHO NpoaHanuanpyeTe Bo3paXKeHusi, To, HECOMHEHHO, NPUAETE K BbIBOAY, YTO
3a4acTyt0 UMEHHO OHW MOryT BaM NOMOYb J0OUTLCA NOoNyyYeHns 3akasa. 3agasas BOMNpOCHI,
AENsiCb CBOMMM COOBPaKEHNAMMN NO TOMY MM MIHOMY BOMPOCY, BbiCKa3biBasi 3aMe4aHus 1
BO3paXX€HUS, KITMEHT NOHEBOSIE AOBOSBHO MHOMO coobLuaeT o cebe. BHMmaTenbHO crnywas ero,
MOXHO Yy3HaTb:

— €ro UCTUHHOE NULIO, NMO3ULINIO;

— WHTEpPECHI 1 HAMEPEHUS;



— MOKynaTenbCkMe MOTUBbLI U MOTUBbI, ABVXKYLLNE UM NPU NPUHATUN PELLEHWI;

— NpeaB3daTble OLEHKN, OrnaceHusi U NPUYMHbI NPOTUBOAENCTBUS.
[enas 3amevaHunsi, KNMEHT NOKa3bIBaET, rAe B apryMeHTax npogasua ecTb npobern, kakne
apryMeHTbl 6bInn HeyaauyHbIMU UM HeJOCTaTOYHO yoeauTenbHbIMU. Bo3paxkeHns nokasbiBator,
KaK KIMMEeHT HacTPOEeH Mo OTHOLLUEHMIO K NpodaBLy. BbickasbiBas BO3paXKeHUs, OH NPOSIBNSET CBOW
NPUHLUMNManNbHbIN MHTEPEC K NpeasioXeHnto. BospaxkeHnsa cBnaeTenbCTBYOT, YTO OH BHUMATENbHO
crneauT 3a cnoBamm Npogasua U 06ayMbIBaeT UX.
Kakve Buabl conpoTnBneHns Yatle Bcero nposiBNATCA B Xoge Kommepyeckon beceabl? Bee mx
MOXHO NOAENUTb Ha LWeCTb rpynn:
1) conpoTmBreHne n3ameHeHusM: 60S3Hb HOBOrO, MIHEPTHOCTb, HEAOCTATOK MHOpMaLumn O ToBape
nUnNn NpoaaBLe;
2) conpoTuMBIIEHME LIEHE N pacxogaM: HepeHTabenbHo, NpobnemMbl ¢ PUHAHCMPOBAHMEM U T.4.;
3) conpoTMBNEHNE KOMMEPYECKOMY NPEaSIOKEHNIO: HE4OCTAaTOMHO YAOBNETBOPSIET CNPOC, He
YL, OBNETBOPSAIOT CPOKM NOCTaBKN U T.4.;
4) conpoTMBIEHME HACLILEHMIO: B HACTOsILLLEE BPEMSI HET Cnpoca unu 6ornbLue HeT Cnpoca;
5) conpoTMBneHne aMoLMOHaNbHOro Xxapakrepa: 3ataeHHas obuaa, ckpbiTas BpaxaebHOCTb Unu
npeaybexneHus;
6) conpoTMBNeHne, BbI3BaHHOE HEraTMBHbLIM OMNbITOM: HEYAOBNETBOPUTENBHOE KAa4YeCTBO UMK
HECOOTBETCTBME paHee KyNneHHbIX Nog0OHbIX TOBApOB.
3aknoyeHne caenkn. Ha atom atane npouecca Npoaaxu TOProBbIN areHT nonyyaeTt oT
noTpebuTtens 3aka3 Ha NOCTaBKy CBOEro ToBapa Unu, Kak MUHUMYM, COrflacue Ha MoKynKy.
Ha aTtom atane BaXHO yMeTb pacno3HaTb NPU3HAKM rOTOBHOCTM NOKyNaTerns K 3aknioyeHnto
caenkn. O6 aToM MOryT CBMAETENBCTBOBATL PasfnnyHble 4ENCTBUSA C €r0 CTOPOHbI, 3aMevYaHns Unm
BONpocCbl. Hanpumep, KNMeHT BCTaeT 1 og4obpuUTeNnbHO KMBAET, CripalunBaeT O LieHe Un yCrioBusaX
AOCTaBKM Unu onnatbl.
ConpoBoxaeHue caenku. NocnegHui atan B NpoLecce Npoaaxu, Npyu KOTOPOM TOProBbIN areHT
yXXe nocrie 3akniveHnsa caenku genaert Bce Ans 1oro, Ytobbl 3aka3ynk octancs LOBOSEH, U
nblTaeTca 3aBA3aTb JONTOCPOYHOE COTPYOHUYECTBO.
Cpasy e nocrne 3aknio4eHns CAenKkn TOProBbI areHT LOMMKEH OKOHYaTeNbHO COornacoBaTb BCe
AeTanv no JOroBopy Kynnn-npogaxu: CPoKn NocTaBku, ycrnosus onnatsl U T.4. OpraHusauus-
npoAasel, U Nocrne 3akroyeHnst CAenkm CTPEMUTCA NPOAEMOHCTPUPOBATL KIMMEHTY, YTO OHa
obnagaet BCeMU HEOHXOANMBIMU KadyecTBaMu AN ero BbICOKOKa4eCTBEHHOIro 06CnyXuBaHus B
pamkax A40NnroBpeEMEHHOro ABYCTOPOHHEr0 B3aMMOBBIFOAHOIO COTPYAHNYECTBA.
MpakTuyeckue coBeTbl
Mounck MHdopmMaLmMm 0 NOTEHUMANbHbIX KIMEHTax
CneumnanbHas Toproas 1 peknamHas npecca — 6e3ycrnoBHO, MMEHHO C Hee 1 cnegyeTt Hayatb.
Bawe BHUMaHue gomkHo 6biTb 06palleHo Ha peknamMHble cTaTbl U 06bSABNEHNA NOTEHUNANbHbIX
notpebutenen Ballero Toeapa.
OO6bl4yHas npecca — 304ecb CTOMT 06paTUTb BHUMAHWE Ha CTpaHWULbl, NOCBSALLEHHbIE 4ENOBON
XW3HU. B yacTHOCTUW, Ha Ha3BaHMS YCMELLHO pasBMBaoLLMXCa pupm, pupm, garowmnx o0bABIEHU
0 Habope nepcoHana, 1 T.n.
OTpacneBble CpaBOYHUKM AOCTYMHbI BO BCEX KPYMNHbIX Bubnuotekax. B HUX Bbl HangeTe nmeHa
pykoBoguTenen NnpeanpuaTuin, CBEAEHNST O YUCITIEHHOCTU COTPYAHMKOB 1 Ap. JTa MHopMaLms
MOXET OKa3aTbCH MOe3HON, ecriv Bbl NpofaeTe 04eHb AOPOroCTOALWMIA TOBap NN ToBaphbI
mMaccoBoro notpebneHuns. Ho He cnuwwkom 3acwxunsanTecb B Gubnunoteke. M3berante upeamepHomn
noTepu BpeMeHu, MOMHUTE, MHPOPMaLMS BaM HYXXHa Ans TOro, YTobbl 3aHMMaTbLCH AENOM.
TenedoHHbIe CNPaBOYHUKM MOTYT CTaTb HACTOALMM Krage3em MHopMaL MM O NOTEHUMaNbHbIX
noTpebuTensax Balnx ToBapoB unu ycnyr. 1o peknamHbiM 06baBneHnsM pasHbix UpM Ha
CTpaHuLax CrNpaBOYHMKOB Bbl MOXETE CYAUTb O TOM, HACKOSbKO CUbHA KOHKYPEHLNS MeXay HUMU
N, crieqoBaTeribHO, HACKOMbKO OHWM 3aMHTEPEeCcOBaHbl B BalLMX ycryrax. Yutas peknamy,
obpawjante BHMMaHME 1 Ha ee CoAepXaHue, a He TONbKo Ha TenedoHbl N agpeca.
PernctpaumoHHble cnuckn. B MecTHbIX (MyHUUMNANbHbIX) opraHax BNacTu CyLLecTBYIOT NepeyHu
dbunpm 1 NpeanpusiTUA, OTKPbIBLLMXCS B BalLEM pavioHe Ui HEA4ABHO NepeexaBLUnX B HETO.
MocTtapanTecb 03HAKOMUTLCS C ATUMU JOKYMEHTaMU U UCMOMb30BaThb MOMTYYEHHYO MHOPMALMIO,
COCTaBIAs CBOW MiaHbl.
Metoa BCC — 370 03Ha4aeT «BCTaHb cO cTyna». CnegyeTt o6xoanTb CBOWM panoH. ToNbKo
nepeaBurascb no ynvuam, Bbl CMOXeTe 0OHapyXnTb NOTEHUMArbHbIX KITMEHTOB Cpean 06bEeKTOB



NPOMbILLIIEHHOW 30HbI UMM HA BOCbMOM 3TaXe HOBOro 0oMCHOro 3aaHus. [lepxute rnasa
OTKPbITbIMUM M 3a Npeaenamu Bawero panoHa. Bawa 3oHa npogax — BcA cTpaHa. AbcontoTHas
OTKpbITOCTb. ECnn yX Bbl 3aHANUCL Npoaaamu, NOCTOAHHO ByabTe roToBbl BNUTbLIBATb
MHopMauuio, oTkyaa 6bl OHa HM Npuwna. BHMMaTenbHO YnuTanTe raseTbl, CnyLwwanTe paguo,
CMOTpUTE TeneBm3op, obpallanTte BHUMaHNE Ha peknamHble 06bABNEHMSA U NnakaTbl HA yrvuax.
L. AmkuHcoH. Bce o npodaxax. — M.: PAUP-TIPECC, 2002, c. 26—-29.

2.3. Npe3seHTauus

2.3.1. Buabl npeseHTauum Toou e 5
Hepe,u,Ko y npoAaBLa BO3HUKaeT ywaron yuamu, a noKynaront mo, 4mo e6uoAim
noTpe6HOCTb B NpoBeaeHUn npeseHTauuin >
— AN TOro Yto6bl UMETb BO3MOXHOCTb
npeacTaBuTb TOBap NOTEHUMaNbHOMY
nokynarento, Hanbonee NOMHO MHAPOPMMPOBATL €0 O CBOMCTBAX, NPEUMYLLIECTBAX,
0COBEHHOCTSIX, AaTb NOKyNaTesito BO3MOXHOCTb «MOoLynaTb» TOBap, OLEHUTb ero AOCTOUHCTBA.
[MpeseHTaumo MOXHO NPOBOANTL KaK s TOBAPOB MPOU3BOLACTBEHHOIO Ha3HayYeHus, Tak n ons
TOBapOB MaccOBOro crpoca. B 3aBucumocTu ot Tuna ToBapa 1 BblbpaHHON LeneBon ayqutopum
pasnuyalroT npeseHTaunn-mnHpopmMaunn, npeseHTaunn-geMoHCTpaLmm N Nnpes3eHTaunn-npoaaxu.
[MpeseHTaums-nHpopmauunsa npegHasHavyeHa a5 CNOXHbIX TOBapOB UMW UHTENNEKTYanbHbIX
YCNyr, NPOLIECC NPUHATUS PELLEHNS O MOKYMNKE KOTOPbIX HE MOXET 6bITb UMNYNbCHbIM. OCHOBHas
uenb Takown npe3eHTaunm — AOHECTU MOSTHY MHOPMaLUMIo A0 NOTEHUNANbLHOrO KIMeHTa,
Bbl3BaTb UHTEPEC, BPYYUTb EMY NpUBNeKaTenbHble peknamMHble matepuansl. Kak npasuno, Takomn
TUN Npe3eHTauun NpoBoaAT A4S NPOMbILLNIEHHbIX TOBAPOB-HOBUHOK UITM HOBbIX YCIYT.
MpoBoanTcA Yalle BCcero B crneymanbHO 060pyaoBaHHbIX 3anax 6usHec-ueHTpoB. Ha Takyto
npeseHTaunto MoxkHo cobpatb o 100 Yenosek. [MpoBoanTL ee AormKeH NPodeCcCUOHaNbHbIN
mMogepaTtop, KOTopbli 06nagaet HaBblikamu paboTbl C 6oNbLIMMK ayaUTOPUSMU B CTUNE
nHanBMAYyanbHOW KOMMYHUKaLuMM. CTOMMOCTb paboTbl TaKOro MofepaTtopa CoCTaBnseT oT 3 ThiC.
py6. B 4ac go 300 gonn. B Yac, a cama npeseHTauusa He AoSKHa NpeBbIWAaTh NOnyTopa Yacos.
[MpeseHTauma-4eMOHCTpaLMSA UMEET CBOEN LieNbo AEMOHCTPaLM0 BO3MOXHOCTEN TOBapOB,
nporpaMmHoro obecnevyeHns 1 T.4. U NpeaHasHavYeHa aAnsg TeEXHUYECKN COXHbIX TOBApOB 1
obopynoBaHunsa. OCHOBHas Liefb Takon nNpeseHTaumm — NpoAeMOHCTPUpOBaTh NOTEHUNaNbHbIM
KNMeHTaM BO3MOXXHOCTWU CaMOro ToBapa, Bbl3BaTb MHTEPEC U MOTMBUPOBATL K AalibHeNnLWeMy
COTPYOHUYECTBY.

Kak npaBuno, Takon Tvn npeseHTaumm npoBoaAT Ha TEPPUTOPUN NPON3BOANTENS, NHOTAA NPSIMO B
uexe (oNs kpynHorabapuTHOro n3genus) unu B KOHepeHu-3ane npogasua. Ha takyto
npeseHTaunio MoXXHoO npurnacutb o 30 YenoBek No MHANBUAYaNbHbLIM NPUrNaLeHNaMm.
[MpoBOANTE TaKylo Npe3eHTauunio OIMKEH CneumanncT, KOTopbl obragaeT HeobxoanMbIMU
3HaHUAMM 1 onbITOM paboTbl ¢ 06opygOBaHNEM.

AnNuTenbHOCTb TakoM Npe3eHTaLmMmM MOXeT COCTaBnATb bonee ABYX YacoB C NepepbIBOM, a nocne
€€ OKOHYaHUS MOXHO YCTPOUTb PypLUeT. Ha Takyro npeseHTaumo MOXHO npurinacuTb cpeacTea
MacCcoBOW MHGOpPMaLMK, B 3TOM Clydae HeobxoaMMOo BbIAENUTb cneynanbHoe BpeMs AN CbeMOoK
N OTBETOB Ha BOMPOChI XXypHanMcToB. MOXHO npurracuTb cneumansHOro orneparopa Ha Bce BpeMs
npeseHTaunn, OTCHATBLIN MaTepuan NpUroguTca Ans BbICTABOK-IPMapPOK Uy ANg MeponpusiTum
nabnvk punemnLHs.

[MpeseHTauma-npogaxa — cambli pacnpoCTpaHeHHbIM BN, NpeseHTaumm, NpoBogmMTCa Ans
TOBapOB MaccOBOro cripoca (MpoAyKTbl MUTaHUSA, KOCMeTUKa u 1.4.). Llenb Takon npeseHTaumm —
NonosiHeHNe MHopmMaLmm o CBOMCTBax ToBapa, 3HAKOMCTBO C TOProBoM MapKown unn ee
nogaepXaHne Ha KOHKPETHOM pbIHKe, yBenuyeHue npogax. NpoBoasT Takue npeseHTauum camum
TOProBble areHTbl B MecTax, rae no Apyrum npu4rHaMm yxxe MMeeTcs noteHumanbHas ayanTtopus
cnywaTtenen. 3To TOProBble 3arbl CyrnepMapKeToB, O(PUCHI pasfiMyHbIX KOMNaHWN, one
yHMBepcuTeToB U T.4. NomelleHe apeHayeTcs Ha onpeaeneHHoe BpeMsl, B HEM OTCYTCTBYeT
crneumanbHoe obopyaoBaHMe, NOITOMY BaXXHa KOMMYHUKaALWMOHHAA akTMBHOCTb Be4yLLEero n ero
BHELLHWIA B, B KOTOPOM BUAHOE MECTO JOSMKHA 3aHUMaTb oupMeHHas atpubyTuka
npoasuraemon ToproBon MapKMu.

Takue npeseHTauum Yalle BCero NpoBOAAT NpodeccroHanbHble MPOMOYTEpPbl, KOTOPbIX FOTOBAT B
crneunanmaMpoBaHHbIX areHTCcTBax. [peseHTaunn-npogaku Hegoporu B NOArOTOBKE U
nposegeHnn, No3TOMY MOryT OAHOBPEMEHHO NPOBOAUTLCSA HA PasnMYHbIX NowagKax.
MpakTnyeckue coBeTbl

Panbd Dmepcon



[MpaBuna rpaMOTHOM NMpe3eHTauumn:

MpencraBnanTe 0OQHOBPEMEHHO TONbLKO OLHY UAEHO.

[MycTb noan «KynaT» aTy naeto, 3ateM nepexoguTe K cnegyoLen.

ByabTe KOHKpeTHbI, n3derante 0606LLEHNNA.

Pearnpynte Ha amoumn y4acTHMKOB. BoBnekante nx B guanor.

ByabTe nornyHbl M nocnegoBaTenbHbI.

Ncnonb3ynTe obLwmin 93bIK C BalUMMK CRyLlaTensmu.

[aBante obpaTHyO CBA3b.

ByabTe BHMMaTENbHbIM CrylwiaTenem.

T. A. Conmuukas. TpeHuHe npodax. — CI16.: N30-eo C-lNlemepb. yH-ma, 2002, c. 92.

2.3.2. OcHOBHbI€e 3Tanbl NOAroTOBKU U NPOBeAEeHUs1 Npe3eHTauumu

Becb npouecc noarotoBky M NpoBeAeHUs Npe3eHTaL MM MOXHO YCITOBHO pa3buTb HA HECKOSNbKO
3Tanos.

1. MNocTaHoBKa 3agayu.

2. OnpegeneHue Ueneson ayauTopun.

3. CocTaBneHue nnaHa npoBegeHus npeseHTaunmn.

4. Pac4yeT 3aTpaT Ha npoBedeHue npeseHTauum.

5. Bibop ¢hopm OTHETHOCTU NO NPOBEAEHUIO NPE3EHTaLMMN.

6. 3aka3 obopygoBaHus, ogexabl ANA nepcoHana y4acTBYOLEro B Npe3eHTaumm n peknamMmHbix
mMaTepuarnos.

7. Moabop n NHCTpyKTax nepcoHana.

8. [NpoBeaeHne npeseHTaunun.

9. AHanu3a pe3ynsTaTos.

MocTaHoBKa 3agayn. [nsa Hayana HeobxoauMo YEeTKO chopMynmnpoBaThb Liefb niiaHMpyemMon
npeseHTaunn. ATo MOXET ObITb BHEAPEHME HA PLIHOK HOBOrO TOBapa, NOBbILLEHNE N3BECTHOCTH
TOProBOW Mapku, CTUMyNUpoBaHWE Npoaax, co3fgaHne NosioXnTENbHOro MMNOKa opraHnsaunm u
T.0. B 3aB1CMMOCTM OT BbIGpaHHON rMaBHOW LENn BbICTPaMBaETCs nepapxms BCoMoraTenbHbIX U
BTOPOCTENEHHbIX Lenen 1 3agau.

Onpepenenne ueneson ayautopun. Nepen Hadanom nobor KaMmnaHum NPOABMXKEHMS,
HeobxoanMo onpeaenvTb LeneByo ayauTopuio, Ha KOTOPYH MOXET OblTb OpUEHTMPOBAH AaHHbIN
TOBap unu ycnyra. 9T0T NoAXo4 OCTaeTCH B cUrie v nNpy NOAroToBKe K NpOBEeAEHMI0 Npe3eHTauuni.
[MpaBunbHO onpegenue LiENeByo ayauTopuio, MOXHO SOCTaTOYHO TOYHO NPEANnOnOXnUTb ee
HaKTOHHOCTW, UHTEpPECHI, YUTAaEMYIO NuTepaTypy, nocellaemMble MarasuHbl 1 1.4. KOHeYHo, Bcerga
nyywe BbIGUpaThL LENeByo ayauTOpPUIO Ha OCHOBE CreunarnbHbIX MapKeTUHIOBbLIX UCCIeq0BaHUN,
MOTOMY YTO OLIMGKM Npu BblIGOpe «Ha rnas» MoryT NPUBECTU K MONYCTY NOTPaYeHHbIM BPEMEHM U
AeHbram.

CocrtasrneHuve nnaHa npoBeaeHnsa npeseHtaunn. lNepen Ha4anom npeseHTaunm ToBapa Hy>XHO
UMeTb rpadmK C TOYHBIMW CpOKaMK, BpeEMEHeM NpoBeAeHUs, MECTOM NposeaeHns. Ecnu
npoBeaeHne Npes3eHTaunn nNaHMpyeTca B cynepmapkeTax, MaradmHax, Ui OKOmMo HuX,
HeobxoaMmo 3apaHee cornacoBaTtb C agMUHUCTPaLUMENn BO3MOXHOCTb U CPOKU, YCINOBUS U (hOpMY
npoeegeHns (06bIYHO aAMUHUCTPALMSA OXOTHO MOET HAaBCTPeYY, T.K. 3TO cnocobeTeyeT
NOBbILIEHWIO U3BECTHOCTM MarasuHa v yBernmyeHno npubbinu).

Hanbonee nogxogawmm BpemMeHeM 451 NPOBEAEHWS NPe3eHTauMn B MarasmHax siBfsieTcs nepnog
¢ 16.00 go 19.00. meHHO B 3TO BpeEMS OCHOBHasi Macca NoA4en coBepLlaeT BeHepHUE MOKYMNKMU.
Bpemsa npoBefeHns npeseHTaunin Ha OTKPbITOM MeCTe onpeaensercs B 3aBUCMMOCTU OT AHSA
Hedenu, MecTa npeseHTaunmn, BpeMeHu roga U MHOrMX Apyrnx hakTopoB, pasnnyHbIX AN KaXaoro
KOHKPETHOro cny4yas.

Pacuet 3atpaTt Ha npoBeaeHue npeseHTaumn. [Ana pacyeTa 3atpaT Ha NpoBedeHue npeseHTaumm
HeobXxoanmo onpeaenvTb BPeEMS, B TEYEHUN KOTOPOro NpeanosiaraeTcst NpoBOANTbL CaMu
MEepPONPUATUS, KONMYECTBO NepcoHarna, y4acTBYHOLLEro B NpeseHTauusaXx, Konm4ecTBO pacxXoaHbIX
mMaTepuanoB (ob6pasupl, peknamHble OyKkneTbl, CyBEHUPbI U T.4.) U JONONHUTENbHbIE pacxoabl
(TpaHcnopT, peknama B CMW, wtengepbl, dMpMeHHasa ogexaa, cTonbl U T.4.).

[nsa aT0ro nogrotaBNMBaOTCA cneumanbHble 6naHku OTYETHOCTH, KOTOPble OObIYHO OXBaTbIBAOT
onpegeneHHbI BpeEMEeHHON NPOMEXYTOK (AeHb, HeAento, MecsL,) N NPUMEHSIIOTCA ANs aHanusa
npeseHTaunn Kak BO BpeMs UX NpoBeLeHWs, TaK U MNOCIe OKOHYaHUS.

Bbi6op doopm oTHETHOCTM NO NPOBEAEHMIO Npe3eHTaunn. Kak 1 npu niobon apyron 4esTenbHOCTH,
Korga BO3HMKaeT HeOBXOAMMOCTb TpaTUTb AEHbIW, NpY NPOBEAEHNN NPEe3eHTaUn OpraHn3yeTca



yyeT 3aTpavyeHHbIX PUHAHCOBbLIX CpeacTB. B 3aBMCMMOCTM OT hopMbl NPOBEAEHUS Npe3eHTaunn
y4nTbIBaeTCs 0TpaboTaHHOE NepCcoHanom Bpemsi, UCNoNb30BaHHbIE pacXxoaHble Matepuarnbl,
KOnmM4yecTBO 06CNy>KeHHbIX ntogen (4To obbIMHO onpeaenseTca No NCNoNb30BaHHbIM PaCcXo4HbIM
mMaTepuanam), o6bemMbl Npoaax BO BpeMsi NpoBeAeHUs Npe3eHTaunn, AMHamMmmka noceLleHnss Mect
npoBeaeHnsa Npe3eHTaunm No Yacam, AHSAM, Heaensm u T.4. [Ana y4eta ncnonb3yTca TUMNoBble
GnaHkM OTYETHOCTU, pa3paboTaHHble ANst TUNOBLIX Npe3eHTauni, (4Ns YHUKanbHbIX, Pa3oBbiX
npeseHTaunn paspabaTbiBatoTca cneyunanbHble BraHkn). bnaHku 3anonHSTCA BO BpeMs
npoBeaeHns Unn cpasy Nnocre OKOHYaHWUs Npe3eHTauumn (cepumn npeseHTauun).

3aka3 ob6opygoBaHus. B 3aBUCMMOCTI OT MeCcTa NpoBeAeHNS Npe3eHTaumnm MoXeT NoHagobuTbCA
pasnn4yHoe obopyaoBaHue. Ecnu npeseHTauus npoBoguTcs B cneunanbHo 060pyaoBaHHOM
BGusHec-3ane, Tam, CKopee BCErO, YXXe MMETCSA NPOEKTOPbl, MUKPOMOHbI, cneunanbHoe
ocBelLLeHne n npoyee Heobxoanmoe obopyaosaHue. Ecnv opraHmsauna cama 6epetcs 3a
NMOAroTOBKY M NPOBEAEHME Npe3eHTaumm, To 060 Bcex HeobxoanuMbIX aTpubyTax npes3eHTaumm
Heobxo4MMo nogymaTth 3apaHee u obecneynTb UX Hanuvme n pabotocnocobHocTb. [lenosas
npeseHTauna TpebyeT 4enoBoro KOCTIOMa BeadyLLEero.

Opexpga ans BegyLwmx n npomoyTepoB. Bo BpemMs NoaroToBkM K NpoBeaeHUI0 Npe3eHTauum
Heobxoanmo nNo3aboTUTbCA O BHELLHEM BUAE NPOMOYTEPOB (OT aHrn. promoting —
npoaBuratoLLnin), 4ns Toro YTobbl OHW BbINM BUAHBI n3ganeka, YTobbl Ha HUX obpallany BHUMaHue
N K HAM noaxoamnu. [1na aToro xenatenbHO 3apaHee 3akasaTb CneunanbHyo ogexay ¢
NOroTUNOM TOProBON Mapku ToBapa (KOTOpbIA, MO BO3MOXHOCTW, AOIMKEH NPUCYTCTBOBATbL HAa BCEM
ncnonb3yemMmom obopygoBaHun) U 4EBU3OM PEKNAMHON KamMnaHuu.

LiBeT bopMbl AomKeH BbiTb APKMM 1 COYHbIM (MO3TOMY Yallle BCEro UCNOMb3YyTCS KOHTPACTHbIE
LBeTa), B TO K€ BPEMSA OH AOMMKEH COOTBETCTBOBaTb OCOOEHHOCTSIM LIBETOBOIO peLLEeHUs
NMPUHSITOrO B pEeKITaMHOM KaMnaHuu.

YHucpopma npomoyTepoB 06bIYHO COCTOUT U3 ManKn (TONCTOBKM)  Gencbornku. Ho ecnu
npeseHTauun NpeanonaraeTcsi BECTU B TEYEHUM ANUTENBHOIO BpEMEHMW, MMEET CMbICI 3aKasaTb
MOMHbIN KOMMNIEKT ogexabl. ATO NO3BONUT caenaTtb NpoMoyTepoB bonee 3aMmeTHbIMKU. Ecnn
dopma npoBeneHUs NpeseHTauumn NoapasyMeBaeT Takke U oKka3aHue KOHCYynbTauumi no ToBapy, To
Ansa yaobcTea KNMEHTOB XenaTtenbHO CHabauTb NpoMoyTepoB 6araxamu.

PeknamHble matepuansl. B xoge noarotoBku npeseHTauum Heobxoanmo 3apaHee NoaroToBUTb
PEKNaMHYI0 NPOAYKLUMIO, KOTOpasi NOMOXET MPOBECTU HAMEYEHHbIE MEPONPUATUS ¢ HanbonbLuen
achdbekTuBHOCTLIO. Cloga BXoAAT peknamHble OyKneTbl 1 IMCTOBKM, OTpaKatoLLmne BCo
nHcpopmauuio o ToBape. Hapsiay ¢ nepegaden nHopmauumn GykneTbl U IMCTOBKM MOXHO
MCNoNb30BaTh A5 Pa3NUYHOro poda akuuini, NodyxaarLmnx NoKynaTens K COBEPLUEHNIO NMOKYMKMY,
Ha4YMHasA OT KYNOHOB Ha MOyYeHne CKUOKN N 3aKkaH4YmBasi notepeen.

ObhekTMBHOCTL NPOBEAEHMSI NPE3EHTaLMM HAaNPSIMYHO 3aBUCUT OT KONMYecTBa
NPUCYTCTBOBABLUMX HA HEW NtoAen, MO3TOMY XernaTernbHO eLle B Npouecce NOAroTOBKM K
NnpoBeaeHnio Npe3eHTaUun N3roToBUTb HarnsaHble peknaMHble Matepuanbl. ATo MOryT ObiTb
nnakarbl, LUTEHAEpPsI, cneumansHoe obopyagoBaHme. VX nonesHo nCcnonb3oBaTh Kak 40 Havana
npeseHTauun, pasmellasl B Mectax, rage 0yaet NnpoxoamTb Npe3eHTauus, MIMCTOBKM C aHOHCaMU
NPEACTOAWMX MEPONPUATUI, TaK U BO BPEMS €€ NPOBEAEHNS, YCTaHaBNMBas WTeHaepbl C
peknamHon nHdopmauunen. Beceraa npuenekaroT BHUMaHWe, cobmnpas ayautopuio, pasmeLleHHble
B MeCTe NpoBeAeHUs Npe3eHTaunm BCEBO3MOXHbIE CTEHAbI, CTOMKX, 30HTUKK, donarn u T.4.
Mon6op nepcoHana. Npu NoaroToBke K NPOBeAeHUIO Npe3eHTauumn, OaHNUM U3 Hanbonee BaXkHbIX
MOMEHTOB SABMAETCA MOMCK U NPUBMEYEHNE MPOMOYTEPOB, NOTOMY YTO MMEHHO 3TUM NIOOAM
NPeAcTouNT A0OBEPUTb UMUK CBOEro ToBapa U AeHbIM, KOTopble ByayT NoTpayeHsbl.

Cam nepcoHan MoXHo HabpaTb 13 Yncna CoTpyaHMKOB OpraHM3aLmm, Kotopasi NPoBOAUT
npeseHTaunto, YTo 4OCTaTOYHO 3P HEKTUBHO, ECNN PEYb UAOET O CINOXHbIX TEXHUYECKUX N3OENUsX,
Korga HeobxoauMO AaTb KBanMUUMpoOBaHHY MHOPMaLMIO N0 XapakTepuctmkam Tosapa. [Ans
TOBapOB MaCcCOBOr0 Crpoca ny4lle BOCNoNb30BaTbCs YCnyramm cneumannanpoBaHHOro
PEKNamMHOro areHTcTBa.

Tak Kak cBOM amoLuMK OT 06LLEHMSI C MPOMOYTEPOM NOTEHLUManNbHbIA NOTPebuTenb NepeHoCUT Ha
npeseHTyeMbl TOBap, Heobxoaumo npu nogbope nepcoHana obpailartb 0coboe BHUMaHNE Ha
00WMTENBHOCTL, KOMMYHNKABENBbHOCTbL, BHELUHUIA BUA N0AEN, KOTopble OyayT ydacTBoBaTh B
npeseHTaunn, a Takke B 3aBMCUMOCTM OT OCOBEHHOCTEN peknammpyemMon NpoayKumMm y4nTbiBaTb
BO3pacT, non, pocT u T.4.

Mepen Havyanom npoBefeHus Npe3eHTaunmn NpoBoANTCA UHCTPYKTaX nepcoHana. NpomoyTtepam u



BeAYyLLUMM HeOBX0AMMO 06BACHUTL Lenb MX paboTbl, BblgaTb BCHO HEOOXOAMMYIO MHCPOPMaLMIO NO
npeacTasnseMomMy ToBapy, onpeaennTb Pexmm nx paboTtbl, 03HAKOMUTb C rpaddMKOM NPOBEAEHUNS
npeseHTauunn, 3apaHee npovrpaTtb passiMyHble BapuaHTbl NOBEAEHNS, YTO MNO3BONUT NpoMoyTepam
B Npouecce paboTbl NpaBUSIbHO pearMpoBaTb Ha T€ UNKU UHblE CUTYaLMN, OCOBEHHO KOHMPINKTHbIE
(koraa NpeaB3ATbIV KNMEHT 3a4aeT KaBep3Hble BOMPOChI, MelaeT pabote u 1.4.).

Uepes HebombLLION NPOMEXYTOK BPEMEHW NOCIE Havyana cepum npeseHTaumm HeobxogumMo BHOBb
cobpatb NpomoyTepoB. K 3TOMy BPEMEHU Y HUX BO3HUKHYT BONPOChI, MOSIBATCSA NPEATIOXKEHNS.
YKenartenbHo 06CcyauTb C HAMKM BCHO MHPOPpMaLMIO N BO3HUKLLME TEXHUYECKME BOMPOCHI. YacTo
ObIBaeT, 4YTO ANs AOCTMXKEHNSA HambonbLuen ahPekTMBHOCTU paboTbl NPOMOYTEPOB, NX HYXXHO
pa3mMecTuTb Ha 6ornee BMAHOM MeECTe UM NepPeEBECTU B APYrov MarasuH (ecnu, Hanpumep, B
HacTosiLee BpeMs B JIaHHOM MarasnHe HeT BCEro acCopTUMEHTa ToBapa), TakMx BOMpPOCOB
OblBaeT MHOro.

NMpoBeneHne npeseHTaunn. Korga npongeHbl BCe NOArOTOBUTENbHbIE 3Tanbl, MOXHO NEPENTU
HenocCpeaCTBEHHO K NpoBeAeHMo npe3eHTaunn. Mecto ons npoBeaeHust npeseHTaumm ToBapoB
MacCOBOro cripoca 00bl4HO BbiGUpaeTca HENOCPEACTBEHHO Y NpogaBaeMoro Toapa. Yacro
noKynaTtenb B Xo4e Npe3eHTauumn peLllaet CoBEPLUNTb MOKYMKY, NO3TOMY HEO6XoaMMOo, YTOObI
ToBap Obin Bcerga «noa pykom», a aAns aToro Aepxartb CBsI3b C OTBETCTBEHHLIM MEHEAXXEPOM
npogasua. B pamkax npeseHTaumin MOXHO bopmmpoBaTb onpeaeneHHoe obLecTBEHHOE MHEHME,
BblpabaTtbiBaTb (OMPMEHHbLIN CTUMNb, CO34aBaTb UMK NPOAOKATb KOPNOpaTUBHbLIE TPAAULINN.
MpodheccmnoHanbHbIV NOAX04 K NPOBEAEHUIO NPe3eHTaL M NO3BONSEeT 4OOUTBCA MakCUManbHbIX
pe3ynbTaToB NPU MMHUMAarbHbIX 3aTpaTax.

AHanua pesyneraTtoB. [locne 3aBepLueHnst npe3eHTaumm (Lmkna npeseHtaumin) Heobxoanmo
npoaHann3npoBaTh NONyYeHHble pesynbrathbl. [1na aToro notpebytoTca 6naHkm OTYETHOCTH, O
KOTOPbIX Y>X€ rOBOPUIOCH BbILLIE.

MpakTuyeckue coBeTbl

AcnekTbl Npe3eHTaLuM C y4eTOM onpeaeneHHbIX TUNOB XapaKkTepa nokynarens
MeaonutenbHbin. Caenatb ynop Ha NnpeMMmyLlecTsa, KOTopble He ByayT Nony4YeHbl, eCnv He
NpeanpuHATbL HEMELEHHbIX 4EUNCTBUIN; NOAYEPKHYTb NOMOXEHME NOTEHLUMANBHOMO 3aKasynka,
3aHMMaeMoe MM B KOMMaHUK1, N BO3MOXXHOCTb MPUHATUSA UM PELLEHUS O 3aKyrKe.

Mon4yanusbii. [MoCTOSAHHO 3agaBaTb BOMPOCHI, 3aCTaBrsisi NOTEHUMANbHOro NokynaTens rosopuThb,
nonbiTaTbCsl NOBYAUTL €ro NOAENUTLCSA MHAOPMaLMEN NMMYHOMO XapakTepa; B TeYeHE BCEN
npeseHTaunn NnogaepknBaTtb pasroBOp Ha OYEHb JIMYHOM HOTe.

Ckentuyeckuin. lNpuaoepkmnBatbCs KOHCEPBATUBHOM MaHEpPbLI NPOBEAEHUS Npe3eHTauuum,
NPUBOANTL MHOXECTBO (PaKTOB.

Ynpsimbi. BHMMaTenbHO cnywaTtb TO, YTO rOBOPUT NOTEHLMAanNbHbIA 3aKa34vmK, HUKOrga HanpsiMyro
He BblpaXkaTb HECOrNAacus C BblPaXX€HHbIMWU MHEHUSIMU; NO BO3MOXHOCTU rOBOPUTL O TEX
CBOMCTBax npegraraemMon Nnpoaykumn, KOTopble COOTBETCTBYIOT €r0 Ui ee npeacTaBrneHnsaMm.
MmnynbcmBHbIN. [poBeCTU KpaTKyto Npe3eHTaunto, nogyepkHyB Hambonee BaXXHble MOMEHTHI,
onyckasi gonrme nogpobHOCTK; ObICTPO NOAONTU K 3aBEPLLEHUIO NPOAAXKMN.

PasroopumBbii. CneanTb 3a TeM, 4TOObI HE MetoLas 0cobo BaXKHOro 3Ha4veHust becena He
cKasanacb Ha xofe npeseHTauun; crnywatb BHMMATeNbHO, HO BO3BpaLLaTbCA K OCHOBHOW TeMe
npes3eHTaunn, Kak ToNbKO NPeaoCTaBnseTCs BO3MOXHOCTb.

MeTtogunyHbii. CaenaTtb Tak, YToObl TEMN NPOBEAEHNSA NPe3eHTaumMmM COOTBETCTBOBAS TEMNY,
XapaKTepHOMY A5l AaHHOMO NoTEHUMANbHOMO 3aKasyunka; NpMBoguTb MHOMO NogpobHOCTEN,
NOAYEPKHYTb KMOYEBLIE MOMEHTDI.

BeyHo HenoBoOMbHbIM. He cnopuTb 1 He NbITaTbCs 3alMLLaTbCs; 3a4aBaTb BONPOCH! U NOCTapaTbes
MOHSATb CYTb OCHOBHbIX NPOBneM 1 TO, YTO, KPOETCA 3a AaHHOM NO3NLMEN; COornallaTbCsa Kak
MOXHO YaLle.

PL. Xucpuk, PB. [I)xekcoH. Topaoens u MeHeOXmeHm rpodax. — M.: ®unuHb, 1996, ¢ 111.
2.3.3. NpoBeneHune npeseHTaummn

KpacHopeuune Ha Bymare — 310 04HO, Y6eanTenbHOCTb XKe B YCTHOM BbICTYMNNIEHNUN — COBCEM
apyroe. [laxe camas npocTtasi npe3eHTaums — Bpoge cnosa Ha ceBagebHoOn LepeMOHNN — MOXET
NPeBPaTUTBLCS B HAaCTOSALLMI KOLUIMaPp, NPUYEM KaK ANS BbICTynarowero, Tak u ans 6essawmTHon
ayoutopun.

OcHoBHas uenb BbICTYNAaKLEro C YCTHbIM 06paLleHnem cCoOCTomT B TOM, YTOObI yoeantb
cnywaTtenen, ¢ MOMOLLBIO ACHbLIX M KOHKPETHbIX BbiCKa3blBaHUI Nepeaatb UM CBOW 3HAHUS,
4YyBCTBa, 3apa3nTb UX CBOeN Bepol. BeicTynneHne Beayuwiero dyget Tem 6onee agpecHbiM, bonee



3P PEKTMBHBIM, YeM BonbLLe OH 3HaeT 06 ayanTopuun, Yem fy4dLle OH ee NOHUMaET.

CoBepLUeHHO 04EBUAHO, YTO KaXaas KOHKpPeTHasi NpeseHTaums oTnnyaeTcsa oT ApYromn, Tak YTo He
MMeEeT CMbICNa NOrpyXaTbCs B MeNKue Aetanu CTPYKTYpbl U coaepkaHus npeseHTaummn. Boobue
roBops, Npe3eHTaunst COCTOUT N3 CrieayoL X OCHOBHbIX YacTen:

1) BCTYNneHus;

2) OCHOBHOM YacTy;

3) 3aKn4eHns.

[MpucTynas K HaNMCaHUIO TEKCTA BbICTYMMNEHUS, HYXKHO MOMHUTbL, YTO yCnex npeseHTauumn B
3Ha4YMTENBLHOM Mepe 3aBUCUT OT MHTEPECHOro Havana, OT TOro yaacTcs Ny Beayllemy 3asnagetb
BHMMaHnem ayautopun. Camo BbICTYNNeHNe AOMKHO COOTBETCTBOBATb «KPUBOW BHUMaHUS»,
oTpakaroLLien 3aBUCMMOCTb YPOBHSA BHUMAHUA OT NPOAOIMKUTENBHOCTY Npe3eHTaumu, puc. 2.5 [14,
c. 39]. N3 aToro pucyHka cneayroT Tpu BbiBoAaA:

1) Ha HayanbHbIM O0Tpe3oK (10—15 MUHYT) NPUXoOANTCA MakKCUMYM BHUMaHUS;

2) camas 3HayMMasi MHopMaLmsa JOMKHa NPo3ByYaTh B CAMOM Hayare u B CaMOM KOHLe
npeseHTauum (otpesku A un C);

3) Ha OTPEe30K BPEMEHMN, B KOTOPOM BHUMaHWe ayauTtopum ocrabesaet (oTpesok B), cnegyet
NOArOTOBUTb CaMble AMHAMUYHbIE KOMMYHUKALMOHHbIE NpoLeaypbl ¢ 0bpaTHOM CBA3bIO (CNOpbI,
ANCKYCCUW, BONPOCHI U T.4.), 4TOoBbl nogaepXaTb 3T0 BHUMaHME.
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Puc. 2.5. Tunu4yHas Kpueasi 6HUMaHUsI

EcTecTBeHHO, NOArOTOBKA Takoro BbICTynneHnsa TpedyeT ropa3no 6onbLlue BpeMeHu, Yem caMo
BbICTynneHune. M1 camo cobon, byaet ropasgo nydile He YuTaTb «TEKCT BbICTYNNEHUNA», a
NPOU3HECTU «PeYb», peYb, UMEIOLLYIO HEKME YepTbl SKCNPOMTa, B MepPY YKpaLLEHHYI0 LuMTaTtamu,
KOPOTKMMU UCTOPUAMM U T.4. TAKOro poaa BCTaBKM Nydlle 3annucaTtb Ha OTAENbHbIX KAapTo4Kax.
He3aBnCUMO OT CTPYKTYpPbl KOHKPETHOW Npe3eHTaumm B ee HavyanbHOM 6noke (BCTynneHumn)
AOIMKHbI 06513aTENBHO NPUCYTCTBOBATL CreayoLlme anemeHTsl [4, c. 61].

1. NpeacTtaBneHne cebsi, Konner n opraHM3aumm.

2. BolpaxkeHne bnarogapHOCTU NPUCYTCTBYIOLLMM 3a BCTPEYY.

3. NanoxeHne uenu npeseHtauyuun. Hanpumep: «A noctapatocb B TeHeHWe nosfyyaca pacckasartb
Bam, kak Haluen KoMnaHun BUOUTCHA UCMOSb30BaHWE HaLero ToBapa Asis Hauny4wero
yooBneTBopeHus Bawwmx notpebHocTen. B uensax aKoHoMuM Haluero obLiero BpeMeHn s
npeanarato OTNIOKUTb BONPOCHI Ha KOHeL, 6beceabl, 1 Ha HUX 06s3aTenbHO OTBEYY, a NOTOM Mbl
obcyoMm Hawwm ganbHenLwmne warmy.

Takas cxema nNo3BonnUT NPaBUNbHO NOCTPOUTL CTUMb NPEe3eHTaumMn 1 NnocrneaoBaTesibHO NepenTu K
ee OCHOBHOW (base — npeacrasneHunto Tosapa. OCHOBHasA TPYAHOCTb BBOAHOW YacTh —
npuBNeYeHne n yaepxaHme BHAMaHUs ayqutopumn, a OCHOBHas Lieflb — YCTaHOBMEHNE
3aMHTEPEeCOBAHHOIO KOHTAKTa C ayauTopuen, JOBEPUTENBHOW U HENPUHYXOEHHOW aTMocdepbl.
[na npuBnevyeHns BHUMaHUS CyLLECTBYET HECKOSbKO NPUEMOB, HEKOTOPbIE U3 HUX ONUCaHbI B
«[MpakTnyeckmx cosetax» (c. 96—97).



OcHoBHas 4acTb npeseHTauum — camMasi BaXxHas, ee Lerb — AOHECTN 0 cryliaTtenen 3Haunmyro
MHopMauuio, cchopmmpoBaTb 06pa3 HageXXHOro NnapTHeEpPa 1 MOTUBMPOBATL K NOKynke. [Nepexoa
OT BCTYNIIEHUSA K OCHOBHOW YacTu criegyet 0603Ha4NTb U3MEHEHMEM TeMna peyu (3ameanutb),
TeMbpoMm rornoca, xXectamu. B oCHOBHOM 4acTu, Kak NpaBuio, AOSMKHbI MPUCYTCTBOBATb
crnegyoLmne acnekTbl:

— OLeHKa cuTyaumm (B oTpacnu, B opraHmsauum 1 T.n.);

— cOoBpeMeHHble TpeboBaHMWs, NONOXUTENbHAs OLEeHKa COOTBETCTBUSA OpraHM3auumn HOBbIM

TpeboBaHusMm;

— npeacTaBneHve ToBapa, ero CnocobHOCT Hauny4ywmmMm obpas3omM peLnTb Npobnembl Unu

3aJa4m NoTeHumManbHbIX Nonb3oBaTenen;

— BbIroAbl OT NpnobpeTeHus;

— TeXHUYecKne nokasaTenn N pacyeTsbl;

— BO3MOXHble YCTYMKM B Criydae NocTynneHns 3akasa B brnivkanwiee nocne npeseHtauunm

Bpemsa. Cpok OeNCTBUA YCTYMKU 3aBUCUT OT TMNa ToBapa u Apyrux pakTtopos.
B ocHoBHOWM YacTu npe3eHTaumu KpanHe XenartenbHO UCMNonb30BaTh BU3yarbHble CpeacTsa.
CyLecTByeT norosopka: «Jltoau crywatoT ylamu, a nokynaroT rrnasamm». BoT noyemy ocobeHHo
3(pPeKkTMBHO MMETHL BO BPEMS BbICTYMNEHNA BU3yanbHYO nogaepxky. Ecnvn Tosap HeBenvik, a
AEeNCTBME ero HarnsaHo, MOXHO NPOAEMOHCTPUPOBaTL cam ToBap, Takyr AEMOHCTPaLMNI0 MOXHO
yCUnNuTb nnn (B cnyvyae HeobxoauMOoCTH) 3aMEHUTb ANEKTPOHHONM Npe3eHTaumMen — NoaroToBUTb
KpacoyHble crianabl, Tabnuupbl n cxemMbl. ECnn 3T0 HEBO3MOXXHO UITM HEYMECTHO, MOXHO
NonNbITaTbCA A4OCTUYb HY>XHOTO 3dheKTa, anennumpysa K BOoBpaXKeH o cnylaTenen, «pucoBatby
MbICMEHHbIE KapTUHbI, UITMIOCTPUPYIOLLINE paccKas BeayLLero.
3aBepLueHVe npeseHTaLmmn — HenpocTas 3ajada, oHa TpebyeT OT BegyLlero MakcMmarbHOM
KOHLleHTpaumu. Llenb 3aknounTenbHON YacTu Npe3eHTaumm — yctaHoBneHne obpaTtHom CBA3N C
ayouTopuen.
«MoeanbHbIN KOHEYHbI pe3ynbTtat» (TepMuH IL.C. AnbTwwiynnepa) npe3eHTaumm — 370 LUKBas
BOMPOCOB BeayLlemy. Ecnu BonpocoB HET — Lenb Npe3eHTaunm He JOCTUrHyTa.
Ecnu BcTynneHne 1 oCHOBHas 4acTb B 6ombLUen CTeNneHn SBNAITCA « JOMaLUHUMKN 3aroTOBKaMmny,
TO 3aBepLUeHne Npe3eHTaunm — 6onee nnm MeHee YNCTbIN SKCMPOMT BeayLLEero «34ech U
cenyacy». OH JOMmKeH NoracuTb HaMNPs>KeHHOCTb ayaAnTOpUK, pacceaTb onaceHusi, obecneynTb
[0OBepUTENbHYIO 06paTHYHO CBA3b.
B KOHLe npeseHTaumm yxxe BeayLlemMy HeobxoauMo 3agasaTb BONPOCHI ayaAuTopum, YToObl
ybeanTbcs, 4TO crywateny npaBuibHO BOCMPUHANN MHPOPMaLUIO, YKPeNnTb 06paTHYHO CBA3b.
Hanee cnegyet no3aboTuUTbCA 0 TOM, YTOObLI NoApobHas MHOpMaLMs B Ne4aTHOM Buae rnonana K
TeM, KOMYy OHa MokKasaracb UHTEPECHOW, a He pa3oLUnach «Mo PaBHOAYLUHBIM pyKam».
YMecTHO NnogBeCcTn UTOr BCEMY CKa3aHHOMY — HO Takoe 3akritodeHre A0mkHO 6biTb obobLatowmm
N onnMTbCsa He 6onblue NATU-LWECTU MUHYT, YTOOblI HE BO3HUKIIO BMeYaTtneHunsl, YTo Bbl
NoBTOpPSiETECH. Takoe NoabITOXNBaHNE MOXET OKasaTbCs BeCbMa aP(PEKTUBHbIM 4115
npeseHTauunin, B xoge KOTOPbIX MCNOMb30Banoch 60MbLIOe KONMYEeCTBO XapakTepuCTuK, hakTos,
undp, B 3TOM crydae o600LeHHOe noBTopeHne ByaeT o4eHb NONesHo. 3aknoveHne npeseHTaunm
(nocne oTBETOB Ha BONPOCHI) AOIMKHO cogepaTb crnefyroLwme SreMeHTbl: KOMMITMMEHT
ayouTopun, Npu3biB K AEUCTBUIO (HE K MOKYMNKe, KOHEYHO, a K HOBbIM TEXHOMOMMsIM, HOBOMY
NOHUMAHMIO MapKeTUHra, HoBbIM POpMaM COTpyaHMYEeCTBa U T.N.).
[Mocne Takon npeseHTaumu, paccTaBasiCb C rpynmnon KNMeHTOB UM Jaxe C OOAHUM NoKynartenem,
6b1110 Obl HENPOCTUTENBLHOW OLIMOKOM 3aKOHYMTL: «[peKpacHo, S yXoXy, a y Bac eCTb BpeMs
nogymatb» Unu «Xopowo, 9 6yay xaaTb Ballero peleHuns». Heobxoanmo TBepao nNonpocuTs O
cnegywoulen BcTpede: «Ha kakoe Bpemsa Bbl MOXeTe 3annaHnpoBaTth CnegyoLLyo BCTpedy Ans
00CyXXAeHMs KOHKPETHbIX BOMNPOCOB HaLlero fanbHenwero coTpygHuyecTsa?»
MpakTnyeckue coBeTbl
[MpuxoauTe B ayanTopuio B TOYHOE BPEMS Hayana npeseHTauuun, ecnv Bbl ee BegyLmm n cpasy
3aHMManTe MecTo BefyLero.
He cmelumBanTech ¢ ayguTtopuen n He BCTynanTe B NeperoBopbl, Jaxe ecrnv BCTPeTUnn ctapblxX
Apy3eun, 3HaKOMbIX 1 Kornner. Hukorga He KpUTUKYnTe ayguTopuio.
He nbiTanTech YKNOHATLCA OT 06CYXAEHUS CKOMb3knx MoMeHTOB. OcTaBnanTe BpemMs Ans oTBeTa
Ha Bonpockl. /36erante HEyMeCTHbIX 3amMmedaHui.
XOpOoLLO 3HaNTEe CBOW HarnsiaHbIe NOCOOMs 1 3apaHee NOyNPaXXHSAUTECh B X UCMONb30BaHUN.
Mopy4nte npoBepuTb opdrorpaduro Ha UCMOMNb3yeEMbIX ANANO3UTUBAX PeaakTopy, Tak Kak CBOUX



owmnboK, Kak NpaBuno, aBTop He BUAMT.

MpeanoxuTe OTKMYMTb MOBUIbHBIE TENeOHbI. [1IEMOHCTpUpYNTE yBEPEHHOCTL B cebe,
CTPEMUTECH K JOBEPUTENBHOCTN OBLLIEHMS.

[ns yBepeHHOCTU co3ganTe cBon obpas, B KOTOPOM Bbl 4OCTAaTOYHO BbICOKOIO pOCTa U BbillEe BCEX
NpuUCyTCTBYOLWMX. ECNK 4TO-TO NOLWSIO He TaK, HE N3BMHANTECH 3a HEAOCTATO4YHYIO
NOArOTOBIIEHHOCTb.

He pasroBapuBarite ¢ KEM-TO OQHUM, obGpaLlanTechb KO Bcen ayautopum. He cmoTpute Ha Yacel.
[MycTb 4O Ha4Yana npeseHTaunmn COTPYOAHUKM NPOBEPST, YTO BCe paboTaeT, pa3beMOoB U PO3EeTOK
XBaTaeT, HUKoraa He fenanTte 3Toro camu, ecnv Bel — BeagyLwunn.

Bcerga 6yabTe rotoBbl rOBOPUTL M NPOJOSHKaTh NpeseHTaumo 6e3 cnangos (MOryT OTKIHOYUTD
3NEeKTPUYECTBO BO BCEM 3[aHUN).

maBa 3. lNcmnxonornyeckne acnekTbl TMYHOW NPOAAXKM

3.1. lnarHocTuKa KfIneHTa No KaHanam BOCNpUATUSA

[Mcnxonorna npogaxum — 3To NCUXONorus
KOMMYHMKaLWUK, TO eCcTb Npepenayu
NHopMaunmn N0 KOMMYHUKATUBHBLIM
KaHarnam (kaHanam BOCNpuaTUSA
yenoseka): ayananbHOMY (CIyxXxoBOMY),
BU3yaribHOMY (3pUTENbHOMY), KUHECTETUYECKOMY (OLLyLeHuns). B HacTosiwee BpeMa aTa Tema
OYeHb JMHaMUYHO paspabaTbiBaeTcs 3apybexxHbIMU U POCCUACKMMI cneyuanuctaMmm B obnactu
MCUXOSIOrMn U KOMMYyHUKaumn. B pamkax gaHHoro y4ebHoro nocobusi Mbl CO3HaTENBHO
OrpaHn4YMMcs oBLLNMMM NONOXKEHUAMMN NCUXOSTOrMM KOMMYHUKaUUKW, UMEoLLUMU
HenocpeacTBEHHOE OTHOLLEHME K MPOLECCY NMMYHOM MPOAaXxH.

Ba3oBbIMU NOHATMAMM NCUXONOTMN KOMMYHUKaLMK SBNAIOTCA: BOCNPUATUE, YCBOEHME, YoexaeHue
N OTHOLLEHNE.

Bocnpusitne. MoTMBMpoBaHHbIM YeroBeK roTOB K AeUCTBUIO, N XapaKTep ero AeNCcTBus 3aBUCUT OT
TOro, Kak OH BOCMpPUHMMAET cuTyauuto. [1sa pasHbix Yyenoseka, 6yay4m oguHakoBO
MOTMBUPOBAHHbLIMMW, B O4HOM N TOW & 0OBEKTUBHOW CUTyaL MM MOryT AENCTBOBATb MNO-pPa3HOMY;,
TaK Kak no-pasHoOMY BOCMPUHUMAIOT 3Ty cuTyaumto. Hanpumep, oanH MOXET BOCMPUHATD
CNOBOOXOT/IMBOIO NpoAaBLa Kak Yeroseka Harmnoro, a ApyroMy aToT NpofaBeL, MOXET NoKa3aTbCH
YCNYXNUBbIM.

Bocnpuatne MoxHO onpeaenyTb Kak npouecc, NoCpeacTBOM KOTOPOro MHAMBUA OTOUpaeET,
OpraHu3yeT 1 MHTEePNpPeTUpYyeT NOCTynarLyo MHOPMaUUIO NS Co34aHNA 3Ha4YMMOWN KapTUHBbI
oKpyxatowero mupa. Bocnpuatne scerga nsbuparenbHo. YenoBek NpoCcTo He B COCTOSIHUM
pearmpoBaTtb Ha BCe pasapaxuTtenu. bonblMHCTBO 13 HUX OH oTcenBaeT. Kak npasuso, niogu
CKIMOHHbI 3amMeYaTb pasfpaxuTenu, CBA3aHHbIe C UMEKLWMMNCS Y HUX B [@aHHbIA MOMEHT
NOTPEBHOCTAMU, UMK TE, KOTOPbIX OXMUAAIOT, UIK XXe HEOObIYHbIE.

[axe 3ameyeHHble nokynaTenem KOMMYHUKaTMBHbIE pasgpaxuTenn He obs3aTenbHO
BOCMPMHMMAIOTCH UM TakK, Kak 310 6bIfo 3agymaHo oTnpaBuTenemM KOMMyHukara. Npouncxogut
n3bupaTtenbHoe uckaxeHue [28]. Yenosek cTpemMuTca BnvcaTb NocTynatoLee cooduieHmne B pamku
yXXe MMeloLencs y Hero nHopmMauuu.

Mop n3bupatenbHbIM UCKaXXEHMEM UMEETCS B BUAY Takasa TpaHcopmaumnsa nHdopmaumm
nonyyatenem, KoTopas npuaaeT en NMMYHOCTHYI 3HAYMMOCTb. JTloan CKITOHHBI MHTEPNpeTMpoBaTh
MHpopmauuio Takum obpasom, 4TobbI OHa Nogaepxmearna, a He onposeprana ux CrnoXmneLLNecs
naev n CyxaeHus.

He BClO NOCTYNMBLUYIO MHPOPMALUUIO YernoBeK 3anoMUHaET. 3anoMrMHaHue Takxke nsbuparensHo.
MHoroe 13 Toro, 4To OH y3HaeT, YeroBeK NPocTo 3abbiBaeT. OH CKITOHEH 3anoMUHaTh N1Lb Ty
NHpopmauuio, KoTopas NoaaepXKnBaeT ero OTHoLEHUA U yoexaeHus. OnbIT NOKasblBaEeT, YTO
BGONbLUMHCTBO NoAEN cpady « MEXaAHNYECKN» U HEHAAO0MNTO 3anoOMMHAlOT 04eHb HebonbLION 06beM
NMHpopMaLUUN — HECKOMbKO COB, HECKOSbKO MPOCTbIX 0Opa30B.

Takas ocobeHHOCTb — n3bmpaTenbHOCTb BOCNPUSATUS, UCKAXKEHMS U 3aNOMUHAHNS, O3HAYaEeT, YTo
HeobXxo4MMO NPUNOXNTb HEMAMNO yCUnNuKn, 4Tobbl LOBECTU CBOE obpalleHme Ao agpecata. ATUm
006bACHATCS HaBA34MBas addekTaumsa n NOBTOPbI B pekname, a Takke O4HO U3 OCHOBHbIX
TpeboBaHWI K pekname — KpaTKoCTb.

OOHMM 13 BaXKHbIrX acnekToB BOCNPUATUSA ABNAKOTCA CTepeoTurnbl. KaXabii U3 Hac XXMBET B CBOEWN
YHUKaNbHOW peanbHOCTWN, NOCTPOEHHOW N3 COBCTBEHHbLIN BNeYaTneHnn n UHANBMAYANbHOIo
XXM3HEHHOrO onbITa, N Mbl EeCTBYEM, ONMNPAACh Ha TO, YTO BOCMPUHUMAaEM — Ha Hally Mofenb

ﬂCJlley u:- 3a6bl€ai0, S BUIICY U 5L NOMHIO, A denaio u s
NOHUMAIO

Kongyuuit



MUMpa, KapKac KOTOpPOM NOKOUTCA Ha Hawwmx ctepeotunax. Mup Bcerga 6oraye, 4em Halle
npeacTasneHne o HeM. XyooXHUK, nnecopyb n 6oTaHuK, NporynnBasicb No TOMY e camoMy Jiecy,
nonyyaTt BeCbMa OTSIMYHbIE BNeYaTNeHns U 3aMeTAT COBEPLLEHHO pa3sHble BeLLU, MOCKOMbKY UX
BOCMpusTHE ByaeT, B 3HaUMTENbHOW CTENEHN, ONpeaensTbCcsa Ux NpogeccmoHanbHbIMN
cTepeoTunamu.

MoMMMO HaLLMX COBCTBEHHbIX NPEACTaBEHUI CTEPEOTUN HaNosIHEH BevYaTNeHnaMn U 3HaHUSMN
Apyrux nogen. 3TMM OH U LLeHeH — HepeaKo OH JaeT HaM NpeacTaBneHns O Bellax U SBIeHUsIX
3a0Mro o TOro, Kak Mbl JIMYHO cTankmsaemcs ¢ HuMu. CTepeoTunbl OKa3biBalOT BUSHME Ha
dhopMmnpoBaHne MHEHUSI O TOBape eLle 0 TOro, Kak MPUHSATO peLleHne O NOKyrnke. YonTtep
JlnnnmaH nuwet B cBoen kHure « ObLlecTBeHHOe MHeHUe: «[1o bonbLuen YacTu, BMECTO TOrO,
4yTObbl CHa4Yana yBuaeTb, a NOTOM ONPeAenuvTb, Mbl, HANPOTUB, CHa4Yana onpegensiem, a NoTom
BUOMM. A 3aMeyaeM TOMbKO TO, YTO YXKe CROPMYNUPOBAHO A1 HAC HaLLen KyrnbTypour, npudem
BOCMNPUHUMAEM 3TO 3aMevYeHHOe B (bopMe CTEPEOTUNOB CBOEN KYNbTYPbI».

YcBoeHune. Henosek ycBanBaeT 3HaHUA B nNpoLiecce AeATeNbHOCTU. YCBOEHUe — 3TO
onpeaeneHHble NepemMeHbl, Npoucxogsawmne B NoBeAeHUN MHANBMAA Nog BINSHUEM HAKOMMEHHOro
UM onbiTa. Yenoseyeckoe noBefeHne ABNSETCA B OCHOBHOM BnaronpnobpeTeHHbIM. YCBOeHue
CUNTAIOT pe3ynbTaToM B3anMogencTBus NnobyXaeHUNn, CUbHbIX U cnabbix pasgpaxutenen,
OTBETHbIX peakuni 1 3aKpenneHus.

Y6expaeHue. Y niogen ectb yoexxaeHusi, KOTopble KacarTcs KOHKPETHbBIX TOBApOB U yCnyr. N3 aTux
ybexaeHunin cknagpiBatotca obpasbl ToBapoB. Ha ocHoBaHUKM y6exxaeHu niogm cosepLuatoT
aencTteus. Ecnun kakne-To yoexxaeHms HeBepHbl U NPENSTCTBYHOT COBEPLLEHWUIO NMOKYMKX, NpoaasLy
WHOr4a NPUXoauTCA NPOBECTU LIeNy KaMmnaHUIo Mo UX UCMPaBIIEHUIO.

OTHOLWEHNE — CNOXUBLLASACA HA OCHOBE MMEILLIMXCA 3HAHUA yCcTonYmMBasa bnaronpuaTHas unm
HebnaronpuATHas oueHKa NHOUBUOOM KaKoro-imbo obbekTa unv naeun, UCnblTbiIBaEMbIEe K HUM
YyBCTBa M HarnpaslieHHOCTb BO3MOXHbIX AeNcTBMA. OTHOLIEHNA onpeaenstoT roTOBHOCTb Nogen
NMOBUTb UK He NOUTL 0OBHLEKT OTHOLLIEHNS.

Kpome Toro, OTHOLLIEHMS ONPeAEnsitoT CPaBHUTENbHO CTabunbHOE NoOBeAEHNE OTHOCUTENBHO
CXOAHbIX 06BbEeKTOB. OTHOLLEHWS MO3BOMST 9KOHOMUTbL (PU3UYECKYIO Y YMCTBEHHYIO SHEPTUIO.
PasnunyHble OTHOLEHMA HAMBNAA 06pasyloT CBA3HYK CTPYKTYPY, B KOTOPOWN N3MEHEHNE OAHOro
anemeHTa MoxeT noTpeboBaTb CNOXHOW NepecTponkn psga apyrmx. lNpogasuy Bcerga BolrogHee
NoACTPOUTLCA NOA YXKe CYLLEeCTBYIOLME OTHOLIEHUS PblHKA, YeM MblTaTbCA UX N3MEHUTD.

Kakumun pecypcamu (kaHanamu) obnagaert 4enoBek AN OCYLEeCTBNEHNS KOMMYHMKaL MK C
APYTMMU NIOAbMU U BHELLHMM MUPOM? YTO Takoe KaHarnbl BOCNpusaTMa? KaHanbl BOCNpUSTUS —
3TO penpeseHTaTUBHbIE CUCTEMbI YENOoBeEKa, C MOMOLLLIO KOTOPLIX OH Nony4aeT n obpabaTtbiBaeT
NOTOKM MH(POPMaLMK 1 BrieYaTneHnn, NocTynawLne U3 BHELLHEro Mympa: 310 3peHue (Bn3yasnbHbIn
KaHan), cnyx (ayananbHblin KaHan), owyLieHns (To ecTb 060HSAHNE, Ocsi3aHne N BKYC —
KOHTaKTHbIe KaHasbl BOCNPUATUS, pacCMaTpyBaeMble B HaLLEM Clyyae KakK equHbIN
KMHECTETUYECKUI KaHan).

MMeHHO Halm opraHbl YyBCTB M €CTb OCHOBAa NtHBOro akta KoMMyHukaumn. Kak nogyepkmsan
Onpoc Xakcnu, «aABepu BOCNPUATUS — 3TO HaLLM OpraHbl YyBCTB: rMasa, HOC, YLK, POT N KOXa —
9TO Halla eANHCTBEHHAas TOYKa KOHTaKTa C BHELLUHUM MUPOMY.

Y pasHbIX nrogen KaHanbl BOCMPUATUS pasBUTbl HEOANHAKOBO: O4HW NyYlle 3anoMuHaoT
MHopMaUMIo, Koraa cnylwarT ee, Apyrne — Korga YvTaroT, eCTb U Takme, KOTopble Jornrne rogbl
MOrYT NOMHUTb KaKOM-TO apoMmar, BKYC Unu Aaxe TakTUIbHOE OLLyLLEHME.

Mbl NOCTOAHHO MCNONb3yeM BCE HaLUW KaHasnbl BOCMPUATUSA, HO OAMH U3 HUX SBNSAETCS NEPBUYHBIM
— Haubonee NpeanoYTUTENbHBIM 4S5 CaMOro Yenoseka. A 3TO 3HAYMT: eCnn Bbl XOTUTE BbITb
YCNbILWAHHbIM, Nyylle obLwaTbCcs ¢ KMMEHTOM Ha €ro POAHOM A3blKe, NONb30BaTLCA TEM Xe
KaHanom BOCNPUATUS, NO KOTOPOMY OH BaM OTNpaBnseT CBOM NocnaHua (aymaet u roeopuT). Kak
onpenennTb, «AMarHOCTMPOBaTby 3TOT BeOYLMIN KaHan BOCNpusaTusa knueHTa? Kto nepen Bamm —
aygwarn, Busyan unm KWHeCcTeTuk?

[nsa oTBeTa Ha 3TOT BONPOC HEOBXOAMMO NpoaHanNM3npoBaThb pedb 1 NoBeAeHME KnneHTa. B
3aBUCMMOCTW OT BeAYLLEro kaHarna BOCNpUATUS Noan BbIBUpaKT TOT UM MHOW CTUMb OBLLEHNS,
NMOACO3HATENbHO UCMOMb3YHOT NEKCUKY, OTPaXKatoLLytd OCOBEHHOCTUN NX MbILLSEHNS, CTPEMSATCA
rapMOHN3MpPOBaTh NPOLECC KOMMYHUKaLMN CO CBOMM BHYTPEHHUM MUPOM [2].

Ckaxem, ecnv Mbl pasroBapvBaem C «B1U3yarioM», TO HaBepHsika byaem 4acto cnblwaTb
BblpaXXeHns Tuna: «3To ACHO», «KapTuHa NOCTENeHHO MPOSACHAETCA» UNN: «H BUXY, K YEMY Bbl
KNnoHuTe». «Ayanana» Mbl TakKe y3HaeM Mo xapakTepHbiM dopasam, Hanpumep: «4 cribiy, Y4To Bbl



rosopute», «3By4nT 6ecnogobHO». M3 yCT «KMHECTETMKAY, ANs1 KOTOPOro rnaBHOEe — MNoLLynaTb
BCe COBCTBEHHbLIMM pPyKamMu, CKopee BCEro Mbl U YCIbILLMM BblpaXXeHUs1, oTpaxkatoLme naero
TeNecHoro KOHTakTa: « Takoe oLlyLeHne, YTo 3TO B CamMbli pa3y», «[daBanTe Bo3bmeM Obika 3a
poray. NoaobHble BblpaXeHUsi, KOTOPble Ha3bIBalOT CEHCOPHBIMU NpeauKkaTaMun, XapakTepHbl Kak
ANS YCTHOW, TaK U AN NMCbMEHHOW peYn.

Mo TakMM CEHCOPHbLIM NpeankaTtam gaxe B Xxo4e KopoTkon 6eceabl (Hanpumep, KOHCynbTauum B
TOProBOM 3arie cyrnepmapkeTa) MOXHO ornpeaennTb BeAyLUNA KaHarn BOCNPUATUS YeroBeka, C
KOTOPbIM UMEELLIb AENO0, N COOTBETCTBEHHO pacCTaBUTb CBOW aKLIEHTHI.

AKLEHT Ha 3puTensHOM psade, K NnpuMepy, OCTaBUT PaBHOAYLIHbIM YenoBeKa C SIPKO BblpaXXeHHOM
OpVEHTaLMEN Ha CNYXOBOW KaHar BOCMPUATUSA. 3aTO TakMM FOAAM, Kak NpPaBuIio, OMeHb MNo aylue
3BYK XOPOLLIO MOCTaBMNEHHOro, MeSIOANYHOIo YenoBeYecKoro rosioca. fABHble «KMHECTETUKNY Nepes
TeM, Kak Ha 4YTo-nbo cornacuTbCsl, HENPEMEHHO BbIPa3sT XXenaHne nogepxartb BELLb B pykax, a
ecnu pedb naet o6 ycnyre — nony4nTb Kakon-1o om3ndecknii (BNnoTb 4O TaKTUBHOIO)
3KBMBAmNEHT.

[MycTb faxe ncnosnbdyemoe Ans KOMMYHUKaLUMN CpeaCTBO HaknagblBaeT CBOW OrpaHUYeHns
(ckaxkeMm, peknamHoe ob6bsABNEHME MO TENEBUOEHUIO HE AAET BO3MOXHOCTM UCMNOMNb30BaThb
KMHECTETUYECKUIN, a B Npecce — N 3BYKOBOW KaHarsl), TeM He MeHee, MOXHO 3TU OTCYTCTBYIOLLNE
KaHarbl B KaKOW-TO MEpPEe CUMYNMPOBaTb, OPraHM3ys CyLLIECTBYIOLLMI KaHan Taknm obpasom,
4YTOObl OH HanNpaBnsn BOCNPUATUE KNNEHTa Ha aTpubyTbl N CEHCOPHbIE NpeauKaTbl
OTCYTCTBYHOLLMX KaHaros [2].

3 BbllLeCckazaHHOrO MOXHO BbIAENUTb ABE Y3M0BbIX NPOGneMbl NpakTUYeckoro xapakrepa. Bo-
nepBbIX, HEOOXOAMMO 3HaTb, Kaknm 00pa3oM BbISIBUTb TUM CEHCOPHOIO NPEeLnoYTEHNS, NMPUCYLLNIA
AAHHOMY KOHKPETHOMY KNUeHTY. Bo-BTOPbLIX, HY>XHO 3HaTb, KakK UCMOMb30BaTh MOSTy4YeHHYH
MHOPMaLNIO C MaKCUMarbHOW BbIrOAON ANSA peLUEHNS MapKETUHIOBbLIX 3a4a4y U co3aaHns
NPOYHbIX, JOSITOBPEMEHHbLIX OTHOLLIEHU COTPYOHNYECTBA MeXay NPoaaBLIOM U NoKynaTenem.
MpakTuyeckue coBeTbl

CeHcopHble NpegmkaTbl, N0 KOTOPbIM MOXXHO ANArHOCTUPOBATb KIneHTa:

AyavanbHble

Bbicnywan meHss BHAMATENbHO

3BYYNT YydECHO, «KMNacCHO» / yXKacHo

UTo Thbl CKaXellb Ha 3TO

He ynyctun, cnywas

OHa BbIcnylwaetT MeHsa ¢ 6naroCKNoOHHbIM BHUMaHUEM

3amonBuTb CMNOBLIO

Becb obpaTtutcsa B cnyx

HanTtu oT3BYK, 0TO3BaTbHCA

HauunHaeT 3By4aTb cOBEPLUEHHO MO-APYroMy

O6cyxnaTb

3agaBaTb TOH

BbickaszaTb MHEHME

C wymom / co ckpunom

Coobuwarb, AoknagbiBaTb

KoMmmeHTupoBaTb

Hwn 3Byka (He CrbILWHO)

HacTtpauBaTtbcs / OTKNOYaThCS

[NeTb TO e camoe, 4YTO WU...

PexeT yxo

N3 gpyron onepobl

Haxogutb oOLwuni A3bIK

MmeTb 6onbLuon pe3oHaHc

HecnbixaHHbIN

MpmcnywmnBaTbCs K TOMY, YTO FOBOPSAT BOKPYT

BusyanbHble

MoaxoauTb C TOYKM 3pEHNS

He ynyckas ns Bugy 10 06CTOATENBCTBO

B aTom cBeTe

bpocutb B3rMsaa



BarnaHyTb Ha / nocTapaTtbCs OTbICKaTb
OcBeluaTtb Kakon-To BOMNpoC

Mpoberatb 4YTO-TO rnasamm

OxBaTbiBaTb B30OPOM

BuaeHue npobnemsbl

NMpocBeuunBaTtbh, 6riucTath, 6bITb DONEEe APKUM, YEM...
FCHO / HEACHO; YeTKO / HEYETKO; NPOACHATb
O6HaxaTb, aBaTb BO3MOXHOCTb YOeaAnTbCA BOOUUNIO
CnocoBHOCTb XOPOLLIO NogMeyvaTb Aetanu
MbIicneHHbIM B30OpOM

30pKO CMOTPETb

3aTmeBaTtb

He ynyckatb 1u3 Buay / 3 nons 3peHus
[MponueaTb cBeT

MocmoTpeTb 3a YeM-HNBYAb / 4TOGbI BCce Obino B nopsiake
BnyxaaTtb B noTeMkax («NOsHbIN MpaK»)
O3zapsaTtb

3amevaTtb

Bot nornagum

[MocmoTpu, B Yem TyT WITYyKa

LUnpoknin oxeat

O603peHune

OTkpbIBaTbh MMasa Ha...

CocpenotounTbes Ha / HaxoanTbCA B (hOKyce BHMMaHUSA
MepcnekTnBa

Henatb cMoTp

MmeTb YeTKoe NoOHMMaHWe, YTO HYXXHO caenaTb
CtapaTtbcs 06HapyXuTb

YMeTb He TONbKO CMOTPETb, HO U BUAETb
OcnennseTt; ocnenuTensHO

B ynop He Bngut

BHumaTtenbHo cmoTpeTb / HabnogaTth 3a...
O6paTtuTb NpucTanbHOe BHUMAHME Ha...
OTpaxaTb, oTpaxeHune

To4ka 3peHuns

OrnagbiBascb Has3ag

Ecnun mbl nocmoTpum Ha...

[Mpomopratb, NPOCMOTPETL

C rnasy Ha rmas

OpanHakoBo / no-pasHOMY CMOTPETb Ha YTo-nnMbo
3penuLue, XXMBOMUCHOE 3penuLie
OcmoTpuUTENbHbIN

Bugetb 4TO-TO B ONpeaeneHHom ceeTe
MonbITaTbCa NOCMOTPETL HA CUTYaLMIO FMasamMu...
MpencTaBbTe cebe

[MonyynTb YeTKyo KapTUHY npeactaBneHnm
O6was kapTnHa

MpogomkaTb (Ha4YaTb) NpekpaTuTb

Habniopgatb

KuHecTeTnyeckue

YkasblBaTb

[Nokas3biBaTb NanbLem

MpuBnekaTtb, NpUTArMBaTh

[MopaxaeT meHs

[MonacTb B camyto TOUKY

[MogaHo Tak (B TaKoW ynakoBKe), YTo...

«TOMOB MPEMHOIMX TsHXEnemn»



OTKonaTb YTO-TO UHTEPECHOE
(MpownsBoaunTh) BNevaTneHne

XKecTtkas y3na (KOHTpOrb)

[MpoHuKkaTb

XOopoLlo 4YyBCTBOBATb YTO-TO
MarHeTnanpoBaTb, pacnpoCTPaHsiTb CBOW Yapbl
OwyuwaTtb nynsc

«CBsA3bIBaTb KOHLIbI»

YyBcTBOBaTL OAMHAKOBO

BcTpsixHYTbCS, CTPAXHYThL (rpy3 € cebs)
TaroteTb K 4eMy-TO

C HaTskkon

MpogBuratbcs Bnepen

MogTankueaTb KOro-To K YeMy-TO
OTxBaTunTb (COpBaTh KyLU)
CKOHLEHTpMpPOBaTb CBOK 3HEPruio
Bnapgetb cutyaumen (4yBctBoBaTth cebsi Ha KOHe)
KoCHyTbCA, 3aTPOHYTb

NmeTb Bec

OKyHyTbCH B...

MopaepmBaTb NOCTOAHHbBIA KOHTAKT
KOCHYTbCA (OMHULLHOW NEHTOYKN
MpobuBHbIe cnocOBHOCTH

TBepabin

Ocsazaembli

MoweBenuBaTbCs, HAXXMMaTb Ha neganu
OwywaTtb NOTpebHOCTL

OTmaxHyTbCS OT...

ATt Ha owynb

[MponTMCb NO NOBEPXHOCTH

Kakne yyBCcTBa 3TO BbI3bIBAET Yy HEE / HEMO
TbikaTb HOCOM

KocHyTbCA nerknum Kpbiniom

Taxenbin

3oHaupoBaTb

BnnoTHyto 3aHATbLCA

BaaTtbca 3a geno

Yxxanutb (HeMTpanu3oBaTb A1)

YuyaTb, NPOHIOXaTb

LLlarn B HEn3BeCTHOCTb

KoHTakT

XoOuTb BOKPYr a OKOS1o

Tenno oTHOCUTBLCA K KOMY-NNMB0
Okasatbcs / ObiTb NOAaTNINBLIM
3akopeHensbin (ero He NPoMMeELLb HAUYEM, K ero cepauy He AOCTYHYULLbLCS)
He cnvwwkom KpyT / MSrok c...

Msrko ctenert, aa XecTko cnatb

OcTbin, oxnagen

Pa3noxuTb BCe «MNO NOfovYKam»
LLlekoTaTb (paHTasmo, BoobpaxxeHue)
Tak n nogmbIBaeT (PyKn YeLyTcs)
CouyBcTBOBaTb KOMY-NNMBO

[MocBexeTb

CoBaTb HOC

HaTkHyTbCA Ha...

. Andep. MapkemuHe 6ydyuwezo: [Juanoa co3HaHul. ObweHue ¢ nompebumenamu e XXI eekxe.
— M.: QAUP-TIPECC, 2003, c. 439-441



Mebl y>xe ynoMmnHanu o uccrnegoBaHnax aMepukaHCKMUX NCUXOnoroB, KOTopble NogcyuTanu, Yto
BepbanbHag, crnoBecHas HdopMauusa B obueHnn coctasnsiet 1/6, a A3blk N03, MHTOHALNA,
AbIXaHusa 1 puTMa (HecrnoBecHasa nHdopmMaunsa) — okono 5/6. CosHaTernbHoe AoBepue B NepPBYHO
ovepeb CBA3AHO C coaep)kaHueM, a nogco3HaTenbHoe — C HeBepbarnbHbIM obLeHeM. A Beab
MMEHHO 3Ta YacCTb OOLEHNS, KOTOPYIO Mbl HE OCO3HAEM, SABMSIETCA rMaBHOM B NIl0OOM akTe NIMYHOWN
KOMMYHMKaumn. Hac ¢ getctea MHOro obyyanu Tomy, 4To roBOpUTb, HO O4EHb Mario TOMy — Kak.
3.2. Tunbl Bo3paxeHUn U NpmeMbl UX NpeoaoneHus

MHorve cneumanucTsl NO Npogaxam
naHn4Yeckn 6oATCA BO3parKeHUN
nokynaTtens, CTapalrTCs He 3aMedaTb UX U
BCAYECKN UrHOPUPOBaTb. Takne Toprosble
areHTbl, Kak nornyraun, NOCTOAHHO rOBOPSAT OOHO W TO Xe U AENCTBYIOT, Kak OYeHb XXeCTKUI npecc,
BCEe NPUBOAUMbIE UMW apryMeHTbl CBOAATCH K TOMY, YTO UX TOBap WUin ycnyra — naHawesi oT Bcex
npobnem. MNMpodeccmoHanbHbIN NpoaaBeL, TONbKO NPUBETCTBYET BO3PAXKEHUS, TaK Kak OHN —
CUrHan UCTUHHOTO MHTepeca.

MpencrtasbTe cebe, YTO Ha Npe3eHTaunn UNU NPeacTaBneHun ToBapa Unn yCryrm HAKTO He
BO3pa3un BeAyLLEMY, U HUKTO He 3adan HM O4HOro Bonpoca. AToro-To u crieqyeT 0COBeHHo
onacaTbCs: Beb Tak BO3MOXHbIE KITUEHTbI JEMOHCTPUPYIOT NOIHOE OTCYTCTBUE NMHTEPECca KO
BCEMY TOMY, YTO OH FOBOPWUI, U TOMY, YTO OH NpeacTaBusl.

BospaxeHusi He Bcerga YeTKO CPhOopMYynMpOBaHbl U Bbi3BaHbI, Kak NPaBuio, UHbIM JINYHbLIM
OMbITOM, MPUCTPACTUAMMU, BKYCOM.

ToprosbI NpeacTaBuUTENb AOMKEH 3HATb CriefyoLWwmii Nopsaaok paboTbl C BO3paXKEHNSIMN:

1) yCTaHOBUTb MPUYUHBLI BO3PaKEHWUM;

2) knaccmgumumpoBaTb BO3paXKeHUs;

3) oTBeYaTb Ha BO3paXKEHMUSI.

Mpexae Yem oTBeYaTb Ha BO3paXKeHUs, HEOBXOAMMO YETKO MOHATb, MOYEMY OHU BO3HUKIIU, C TEM
4YTObbl CBECTU K MUHUMYMY UX BINSIHME Ha BECb NPOLIECC NPOAAXKMN.

YUT0 Xe ckpbiBaeTcsa 3a Bo3paxeHnamun? Ecnv npasunbHO onpegenuTb, Kakoro poaa
COMPOTUBNEHME OHO MAacCKMpyeT, 3TO MOMOXET cchopMynupoBaTb Hanbornee yaayHbIi OTBET,
CrMocOoBCTBYIOLLMIA, HECMOTPS HU Ha YTO, NOSTyYEHUIO 3aKasa.

Haunbonee yacTble NpMYnHBI BO3paXXeHNS Npu Npogakax MOXXHO CBECTU K cneayroLwmnm odwmm
crny4asm.

. Cnabas npeseHTauus.

. «OcnenneHne» nogen HayvyHbIMU BbIKNagkamu.

. NMogyepkmBaHWe He3Ha4YNTENbHbIX CBONCTB U MPENMYLLECTB.

. Heymenas npemoHcTtpaums.

. Cnaboe 3HaHue TOBapa.

. HepobporxenaTtenbHoe OTHOLLEHWE NIOAEN K BalleMy ToBapy.

. HeymeHune cnywatb 1 BbISICHSATb NOTPEOHOCTM KIMeHTa.

. HepocTaTtok nHgopmauum.

Moyemy nokynaTtenu so3paxatoT? Jlioan He Bcerga OTKpbIBAKOT UCTUHHBIE NPUYMHBI CBOUX
BO3PaXXeHUN, U YaLle BCero, He rno Kaknm-To TanHbIM NPpUYMHaM, a NPOCTO, YTOObI YKNOHUTLCS OT
obcyxageHns. A MOXET BbiTb, UM MPOCTO HE NOHPABMUIICA 3TOT TOProBbIN areHT. [1oaTomMy rmaBHoe
AN NpoAasLa — Hay4uTbCs KnaccuuumnpoBaTb Bce BO3paXeHUst U YMeTb rpamMoTHO,
npodeccnoHarbHO Ha HUX pearmpoBarTb.

BospaxeHnst MOXXHO pa3fenuTb Ha UCTUHHBIE U NTIOXHbIE.

NCTUHHBIE BO3paXKeHUs1 — 3TO BO3PaXKeHWs!, KOTOPble BO3HWUKIN KaK crneacTeme npoLusioro onbita,
WNK >Xe NOTOMY, YTO AaHHbIN NOKyNaTeNb KOHCEpPBaTUBEH U HE NIOOUT HOBLLECTB, UIN Xe
npoaasel, He4oCTaTO4HO ybeamn ero B npemMMyllectsax ToBapa. Bce NCTUHHBIE BO3paXXeHus
crnegyeT paspeluatb B Nonb3y KNMeHTa eLe B npouecce neperoBopoB — 40 MOMEHTa nognucaHus
A0roBopa Mnun Havana obcyxaeHns COBMECTHbIX MaHOB Ha GyayLee.

JloXHble BO3paxeHus — 3TO 3aByanMpoBaHHbIA OTKa3 OT MOKYMKW B CUy HeaocTaTka
MHcpopmauumn o ToBape U 0 caMOM NpofaBLe, HeagocTaTka A0BepUsl, HeA4OCTaTO4YHONW COBCTBEHHOM
KOMMeTeHUMN, HegocTaTka NoSTHOMOYNIA A58 NPUHATUSA peLleHns O 3aKNioYeHnn caenku, 60a3HN
OTBETCTBEHHOCTU U XeNaHUsa nepeHecT OTBETCTBEHHOCTb 3a NOKYMKY Ha Apyroro. IMeHHO B 3TOM
CYTb [ieB13a KoprnopaTuBHOro uagaHna komnadmm HP: «Bac Hukorga He HakaxyT 3a MOKynKy
HaLlen TEXHUKNY.

Onepembc;z MOIHCHO MOJIbKO HA MO, 4mo COnpoOmueBJslenics

bnes Ilackans

ONO TR WN -~



Tenepb paccMoTpum nopsaaok paboTbl ¢ Bo3paxeHusamu [19].

War 1 — cnywaHue. [lenctemtensHoO, B NpoLecce cnyLllaHna MeHeLkep rno npogaxam MOXET He
TONbKO YCTAHOBUTb MNCUXONOMMYECKUIA TUN KNMEHTa, HO 1 6onee NOMHO NOHATb ero NOTpebHOCTH.
LWar 2 — cornacoBaHue. B npouecce yTOMHEHNA U COrNacoBaHUA MO3ULUIA KITUEHT paCCKaXeT He
TONbKO O CBOMX MNOTPEBHOCTAX, HO N O CBOMX MOTUBAX, CTpaxax, OonaceHusX, COMHEHUSX, BCE 3TO
npuroguTca Ans AanbHenLwero npouecca nNpogaxu 1 no3sonuT dornee npogeccmoHarnbHO
NPOBECTU pe3yribTaTUBHYHIO MPOAAXY.

LWar 3 — komnpomunce. Komnpomucec — 3To He Bcerga npsimas ycTynka ¢ notepen CobCTBEHHOM
BbIroAbl, 3TO MOXET OblTb BCEro NULWb Lar Hasaz, YTobbl Nny4ylle «yBUAETbY KNNEHTa U AaTb eMy
BO3MOXHOCTb Kak criefjyeT pasrnsaeTb napTHepa.

Lar 4 — aprymeHTbl. B pacnopsbkeHnn meHemxepa no npogakam Bcerga OOSMKHbI ObITb BECKMe
apryMeHTbl B MOSib3y NpoJaBaeMoro Topapa, 3HaHue ero oTNIn4mi OT TOBapOB-KOHKYPEHTOB,
crnocobHoCTen ToBapa peLLmnTb NpobnemMbl KnmeHTa. ApryMeHTbl MOryT ObiTb paumoHanbHbIMU U
3MOLMOHasTbHBIMW. AMOLMOHANbHLIMU apryMeHTaMn He CTOUT npeHebperaTtb, HO OHU He LOIXHbI
npeBanupoBaTtb HaJ paunoHanbHbIMW.

LWar 5 — pencreue (ganbHenwas ctpaterns). Ha atom atane Heob6XxoauMO BbISICHUTb, XXenaeT nu
Baw cobecenHVK NpoaomKaTb OTHOLWEHUS. OTO MOXHO MOHATL MO NOBEAEHMIO KITMEHTA, B
4YaCTHOCTHU, MO KMNoYeBbIM hPpasam, KOTopble Hamboree YyacTo ynoTpebnarTca CTOpoHaMu BO
BpeMs AenoBbIX NeperoBopos.

Cnocobbl NpeoaoneHuns BO3paXKeHu ny4iue BCero onncaHbl B kHure Pygoneda LWWHannayda
«lMpakTtunka npogaxu» [27].

1. MeTtog 6ymepatra.

KrneHT: «3TOT NPOEKT KaXXeTCst MHe O4YeHb PUCKOBAHHbLIM, KpOME TOro, MHe NpuaeTcs CANLIKOM
MHOrO NNaTuUTb 3a YCIyrmny.

Bo3MOXHbIN OTBET: «IMEHHO NOTOMY, YTO YCNyrM okasbiBalOTCA cneynanuctamm, pabotasummMmm
HaJ NPOEKTOM, OMbITY KOTOPbIX Mbl BMOSIHE JOBEPSIEM, CTEMEHb PUCKA CBEAEHA K HYITHOY.

MHorvne Bo3paxeHusi, Ha camoM gerne, cogepXar B cebe npsmble NN KOCBEHHbIE yKa3aHNSa Ha
npevmMyLlecTBa Ballero KOMMep4Yeckoro npeanoxeHnsa. Henb3ss ynyckatb LWaHC BOCMNOMb30BaTbCA
3TMM 0BCTOATENLCTBOM B CBOK MOSIb3Y, MPOCTO HYXKHO CAenaTh Takoe BO3paKeHNe OTNpaBHbIM
NMyHKTOM Npu bopMynuMpoBaHMmM CBoero oTeeTa. «llepeBepHyB» BO3paxkeHue 1 npeobpasoBas ero
B BOMPOC, MEHEKep NO npogaxam CMArYnT ero 1, Kpome Toro, BblIUrpaeT Bpems Ans
00ayMbIBaHNA ganbHenLWnX 40BOOOB.

2. MeTopg NOBTOPEHUS U CMATYEHNS.

KnueHT: «[0Ba roga Ha3ag Bbl HACTOATENBHO peKOMeHO0Bann MHe nporpammMHoe obecnevyeHue,
KOTOpOe Mbl C TeX NOp Mcnonb3yeM. Tenepb e Bbl yTBepXKAaeTe, YTo OHO 6onbLue He
3APPEKTUBHOY.

Bo3amoxHbI 0TBET: «[la, B TO BpeMS Mbl BMECTE C BaMy MPULLIN K BbILLOAY O HEOHXOANMMOCTH
MCNoNb30BaHWs BaMu TOro NporpaMMHoro obecneveHms. Bawwm torgawHve npeacraBneHns n Haw
00K ypoBEHb 3HAHWUI BbILWM MMEHHO TaknMK. Pa3Be 9To 03HaYaeT, YTO ABa roga Hasag Bbl
NPUHANW HENpaBubHOE peLleHne?»

Takon meToa 0COGEHHO peKOMEHAYETCA NPU OTBETE HA HEOOBHEKTMBHbIE NN NPeyBESNTMYEHHbIE
yTBEepXaeHus naptHepa. [1oBTOpuB NX B CMAMMEHHOM BapuaHTe, Bbl NMPpeAcTaBuTe UX B peasibHOM
ceeTe. OTO N03BONUT chopmynmpoBaTh Bonee gokasaTenbHbI A0BOA.

3. CoobLanTe oT3bIBbI.

KnueHT: «Bbl roBopuTte, 4TO 3TO NO3BONUT CHN3NUTL aHepro3atpaTbl Ha 10%. bbino 6bl HeNMoxo, HO
BOT TOSIbKO COOTBETCTBYET NN 3TO AENCTBUTENbHOCTU? »

BoamMoxHbI oTBeT: «CornaceH, 310 BbICOKUW NPOLEHT, U1 MHE NOHATHbI Balln COMHeHUs. Hau
knneHT XY, bypma KOTOporo HaxoguTcsa Henoaarneky, Toxe noHayany coMmHesarics. A cenyac oH
yCMELLHO UCMONb3YeT 3Ty HOBYIO NporpaMmmMmy onTumMmuaauumn notpebneHuns anekTpoaHepruu. Mpu
nocregHen BCTpeye OH ckasan MHe: «BHavane s1 o4eHb CkenTu4eCcku BOCNPUHAN BallK CroBa, HO
Tenepb, MOXeTe cebe npeacTaBuTb, NOCIE TOro, Kak Mbl CTany NPUMEHATb HOBYHO NPOrpammy;,
HalLM aHepro3aTpaTbl CHU3UNIUCL gaxe Ha 15%!».

[MokynaTtenb MMeeT NOoMHOe NpaBO COMHEBATbLCS, MOCKOSbKY Y HEro HET COOTBETCTBYHOLLEro onbITa.
Ero comHeHnsa npoLe Bcero paccedTb, yka3as Ha y>Ke LOCTUrHyTble pesynbrathbl. TOMbKOo CrioBam,
He nogkpensieHHbIM OT3blBaMU N peKoMeHAauusaMn, OH BEpUT MeHbLLUE, Tak Kak BUAUT nepesn
cobow npogasua, To eCTb ML, 3aMHTepecoBaHHOe B cObiTe ToBapa.

Hy>XHO NO3BOMUTL LOBOSIbHBIM COTPYAHUYECTBOM C BaMU KINMeHTaM Bbicka3aTbcs. Jlyylue Bcero,



KOHEYHO, €CNN OHW Jal0T CBOM OT3bIBbl B MMCbMEHHOM Buae. ATO BbIrMaauT 6onee ybeantenbHo.
Ha oT3bIB TpeTbero nuua (npuyem Takoro e NoKynaTtesisi, HO y>Xe MMEIOLLEro NonoXnTerbHbIn
OnMbIT) ropasgo TpygHee BO3pasuTb, YEM Ha 3aBepeHus npogasLa.

4. O606LanTe HECKOSNBbKO BO3paXXEHUN.

KnueHT: «Bawwe npegnoxeHne He ycTpaMBaeT MEHS MO HECKOSNbKMM NpuYnHaM. Bbl
OTKa3sblBaeTeCb NPeAOCTaBUTb MHE CKUAKY, 3@ Ballly CEPBUCHYIO NOAOEPXKKY S AOIMKEH NnaTuTb
AONOMHUTENBbHO, @ BallM pacyeTbl NO 3KOHOMMUU, NO KparHen Mepe, B OTHOLLEHUWN NepcoHana,
KaXyTCsl MHE HepearibHbIMUNY.

Bo3amoxHbIn oTBET: «Mory nn 51, ucxogsa n3 Toro, YTo Bbl NEPEYMCNNAN, CAENATb BbIBOA O TOM, YTO
Balle rnaBHas NPeTeH3ns K Hawemy nNpeanoXeHuo 3aKnyaeTcsl B YpOBHE peHTabenbHOCTU?»
PasymeeTcs, MOXHO AaBaTb OTAENbHbIN OTBET Ha KaXxkgoe Bo3paxeHune. OgHaKo ecnn Bce OHU
nmeroT nog cobon eauHyro OCHOBY, TO LienecoobpasHee BCEro OTTONMKHYTLCA UMEHHO OT Hee.
Bnarogaps aToMy MOXHO 0CnabuTb 3HAYMMOCTb OTAEMNbHbIX BO3PaXXEHWI U CMPaBUTLCA CO BCEMMU
BMeCTe «O4HUM yaapom». B To e Bpems nokynaTtenb yBUAUT, YTO ero BHUMATENbHO CryLLaoT U
MOHMMaIOT.

5. MNpnHumanTe onpeeneHHble YCroBUA.

KnueHT: «lMpn ncnonb3oBaHum Balmx 6aHKOB AaHHbBIX MOTYT OblTb YHUYTOXEHbI MOW. OTO HaHeceT
yiep6b Moen opraHn3aunoHHON CTPYKTYpe».

Bo3amoxHbI oTBET: «[1peanonoxmnm, Baw 6aHK AaHHbIX MO KaKUM-MB0 NpU4MHaM NMKBUAMPOBAH.
UTo Bbl MOXETE NpeanpuHATbL B Takon cutyaumm? Obesonacutb cebsi, caenas 3apaHee ero
AyénukaTt Ha ApyromMm MarHMTHOM gucke. B aTom criyyae Bbl B Nto6oe BpeMsi MOXXeTe BOCCTaHOBUTb
CBOM DaHK AaHHbIX».

Ecnu Bo3paxeHne He npeacTaBnseT cepbe3HOoM Yrpo3bl 411 KOMMEPYECKOro NpeasioXKeHns, ecnm
ero BbIrofia He nogsepraeTca COMHEHUIO, MOXHO NMpU3HaTh BO3paXkeHue npaBusbHbIM U nokasatb,
4YTO M B 3TOM Clyyae CyllecTByeT npuemnemoe pelleHue. NpuHnmasn BospaxeHue, npoaasel]
AEMOHCTpUpYeT CBOK A06PYIO BOMHO.

6. CornawanTtecb 1 KOMNEHCUPYNTE HEAOCTATOK APYrMM NPENMYLLIECTBOM.

KnuneHT: «[ns paspaboTtkm kogoB noTpebyeTcsi MHOTO BPEMEHWN Y.

Bo3moxHbI 0TBET: «Bbl NpaBbl, pa3paboTka kogoB TpebyeT 3HaYMTENbHbIX 3aTpaT BPEMEHM.
OpHako Takasi pasoBasi nepecTponka paboyero npowecca gacT Bam crieaylolne npemmyLlecTsa:
COOTBETCTBUE OMNpPEAENEeHHOro ToBapa onpeaeneHHoMy MecTy, ObICTPbI AOCTYN, CHMKEHME
3aTpart BpeMeHU Ha NOUCK, YHU(PMKaLNS MapKUPOBKM BO BCEX CKraaax, rae 6bl OHU HK
Haxoaunmuchb.

To ecTb, AN Bac 3T0 O3HAYaET, YTO Bbl MOXETE ONTUMarbHbIM 06pa3oM peopraHM3oBaTb CBOE
CKNaacKoe X035MCTBO M No3aHee B Oy MUHYTY MMETb BO3MOXHOCTb NONYYNTb
ncYepnbIBaoLLYy0 HOpMaLNIo O HanNnU4MM Toro UNU MHOro ToBapa. B nocneayrowem ato
no3BoNUT BaM BbICTpee pearmpoBaTtb Ha TpeboBaHWE pbiHKa U NMMKBUOVPOBATL CKOMMEHNe
TOBapOB Ha ckragax. ATo CyLeCTBEHHO NOBbLICUT 0B0pa4YMBaEeMOCTb CKNaACKMX 3anacoBy.

[MoYTM HEBO3MOXHO (M HE CTOMT) ONPOBEPraTb BEPHbIE MO CYLLECTBY BO3PAXEHUS, MOITOMY
CHavana criegyeT noaATBepAMTbL NPaBoTy NapTHepa, a 3ateM obpaTuTb ero BHUMaHue Ha SBHble
npevmyLlecTsa cBoero npeanoxeHns. OcobeHHO BaXXHO B 3aKrto4YeHne nogsBecTn utor
CKa3aHHOMY M MOAYEPKHYTb NONb3Yy N BbIBOAY NPEANOXEeHNa AN KnneHTa. Takum obpasom,
OrpaHn4MBaEeTCA NpakTU4YEeCKoe 3Ha4YEeHNE BO3PaXKEHWS.

Mponasuy nerye 6yaet oTBeyaTb Ha BO3paxeHusl, ecnv oH ByaeT BOCNPUHMMATL UX HE Kak
NpenaTcTBME, a Kak NoAOEPXKKY, KakK XKenaHne KnMeHTa y3HaTb ewe 6onblue 0 NpenmyLLecTBax ero
npeanoxenunsa. CrnegyeTt paccMaTpuBTb BO3PaXKeHUS Kak ykasaTenb nyTu, No KOTOPoOMy Hado
HanpaBUTb MOTOK CBOMX apryMeHTOB.

MpakTuyeckue coBeTbl

Kak npaBunbHO pearmpoBaTtb Ha BO3paXKeHnA?

Hukoraa He NpoM3HOCUTE CNOBO «BO3paXeHue» BO BPEMSA KOMMepYeckon becefbl — 3TO CIOBO
aBngaeTcsa pasgpaxutenem. Onpegenunte 3HavyeHue BblpaXeHusi. He NpoTMBopeysTe CBOEMY
napTHepy NPSIMO 1 OTKPLITO. He ocTaenanTe Bo3paxeHusi 6e3 oteeTa. [lepuTte nog KOHTPOnem
peakumio napTHepa. [0ToBbTECH BO BCEOPYXUN BCTPETUTL BO3MOXHbIE BO3paxkeHus. Camu
npvBOaUTE BO3PaXKEHUS.

HobueariTecb NONHOrO cornacus KNueHTa ¢ Bawmmmn gosogamu. lNepexoanTte Ha cneaylowmnn atan
NpoAaxu TONMbKO NOCMe TOro, Kak NpeoaorieHbl BCe BO3PaXKEHUS KIMEHTA.



3.3. 3aBepLueHne npoaaxu
3aBepLueHre Npogaxun — 3T0, NoXanywn,
CaMbI NCUXONOrMYECKN CITOXHbIN
MOMEHT npogaxu. MomeHT, korga
npogasey, NPOCUT NOKynaTens, NPUHATb
OKOHYaTernbHOE peLleHne — «aa» unm «HeT». B npuHumne, aTo nocnegHun war B npouecce
NneperoBopoOB M NPoAax, HO Ha NPakTUKe 3TOT MOMEHT MOXET HaCcTynuTb Ha nbon ctagun
neperoBopoB.
OcHoBHas 3agaya 3Toro arana npogaXk — 3akntoyeHne caenku. Ha atom atane HeobxogmMmo
NMOMOYb KINMEHTY NpeoaoneTb 6apbep HepelwmnTenbHOCTH, 60513Hb OTBETCTBEHHOCTM 3a NPUHATUE
peLueHns o Nokynke. Ho npexae Bcero cam npoaasel, A0MKeH npeogonetb cobCTBEHHbIN Gapbep
cTpaxa nepen BO3MOXHbIM OTKa30M.
[laBHO JOKa3aHO, YTO UMEHHO Ha 9TOM 3Tane He 3akrtoyarTcs MHorne caenkn. OCHOBHBIX NPUYNH
30ecb Tpu.
1. MNMpoaaseL NPOCTO HE CAPOCUM N HE YTOYHUI.
2. [pogaseL He cNpOCUST U HE YTOYHUI B HY)KHOE BPEMA.
3. Mpoaasey, NpUHAN NepBoe «HET» 3a OKOHYATENbHOE.
YTobbI coenka He copBanacbh, MeHeKepy Nno npogaxam urm ToproBoMy areHTy Heobxoammo
XOPOLLO YCBOUTb OTBEThI HA crnegyroLine Bonpochl:

— YTO TaKoe 3aBepLUeHne NeperoBopoB.;

— YeM U KaK UMEHHO JOSTKHbI 3aBEePLUNTLCS BaLln NeperoBopbl;

— KOrga HacTyrnaeT MOMEHT 3aBepLUeHNs NeperoBopos;

— KTO JOSMKEH BbICTYNUTb UHULMATOPOM 3aBepLLEHUS NeperoBopos;

— K Kakomy Tuny 3aBepLueHnsi NpuberHyTb;

— CKOJTbKO pa3 HY)XHO 3aBepLuaTb NneperoBopbl.
UTo Takoe 3aknounTenbHas ctaausa neperoBopoB O npoaaxe? 3aknioumTensHas ctagns — aT1o
TOT BOMPOC NpofasLa, OTBET Ha KOTOPbIA OKOHYaTENbHO onpedensier, CorfaceH unm He cornaceH
noKynaTenb KynuTb TO, YTO eMy npegnaratoT. Bo MHOMMX NeperoBOpHbIX CUTYaLUMSX — KOHTPaKTax
NITN KPYMHBIX KanuTanoBIOXeHNAX — NpoLecc NPoaaXmn MOXET PacTAHYTbLCS Ha MHOXECTBO
BCTPEY Ha MPOTSXKEHUN MHOTUX Hedenb U MecsaueB. TeM He MeHee, NMpu KaXkaon BCcTpeye
MeHeKep OOIMKEH CTPEMUTBLCS K NPOAOIMKEHNIO OTHOLWEHNA. Takum 06pasom, 3aBepLueHme
NpoAaxun — 3TO He NPOCTO BOMPOC O 3aKase, a BONPOC O JarfbHenWeM CoTpyaHNYeCTBe.
UTo6bl yCcnewHo 3aBepLlunTb NPOAaxy, Npoaasel, AOMKeH 3a4aTh 3aBepLuatoLmMi Bonpoc —
BOMPOC MokynaTterto, KOTopbIv NpegnonaraeT nofy4yeHnue ero cornacus Ha npogaxy (caernky)
nocre nNpoBefeHNsa BCero npouecca npogaxu. B camom npocTom BapuaHTe 3TOT BOMNPOC 3BYYUT
Tak: «bepeTte?». B xoae peanbHbIX NEPErOBOPOB 3TOT BONPOC 00bl4HO NpuobpeTtaeT bonee
«obTekaemyro» opMy, HO CyTb Aena OT 3TOro He MEeHSETCS.
Ha npaktuke, pegko KnueHT 6epeT Ha cebs pelleHne 3akNioYMTb CAENKY, Yallle OH NYLb TEM UNn
WMHBbIM CNOCOBOM AEMOHCTPUPYET CBOK 3aMHTEPECOBAHHOCTb U XAET 3aBepLUeHmns oT npogasua. U
B 3TOM CUTyauuK CrMLLKOM YacTo BbiBaeT Tak, YTO NpeacTtaBuTenb NpodasLa He 3aBepLuaet
NpoAaxy Nuib NOTOMY, YTO onacaeTcsl NONYYNTb OTPULATENbHbBIA OTBET, BOMTCA NOBEPUTL B
yoady, bouTca puckoBaTb CBOMM JOCTOMHCTBOM. A Beb OTKa3 06blMHO MOXHO paclungpoBaTh Tak:
«MHe Hy>XHO GonblLue MHopMaLuMK, Bbl HE NOMTHOCTBLIO YAOBNETBOPUIIN MOW NOTPEBGHOCTMY.
Koraa 3aBepLuaTb neperoBopbl? Yxe korga npogasel, NaHUpyeT CBOM BU3SWUT K NOKynaTerto unm
XOET BCTPEYM C HUM, YTOObI NPOBECTM NEPEroBopbl N NPe3eHTaLnto, OH TEM CaMblM Ha4YMHaeT
rOTOBUTLCS K 3aBEPLUEHNIO NeperoBopoB. A NyTb K UX 3aBepLUEHMIO, OTBET Ha BOMPOC: KOraa u Kak
3aBepLuaTh, 3aKKYaEeTCA B CNOCOOHOCTM HE TONbKO CNyLlaTth, HO U CrbIWaTb TO, YTO FOBOPUT
cobeceHuK, «unTaTby ero nosegeHue. KnneHt cam HayMHaeT nofgaBaTtb CUrHarbl O FOTOBHOCTHU K
nokynke — BepbanbHble nnn HeeepbarnbHble NPU3HAKK TOrO, YTO OH AENCTBUTENBHO
3anHTEpPeCcOBaH B NPUHATUM peLUEHNS.
BepbanbHble npuaHaku MOryT 6biTb MPUMEPHO TaKUMMU:
«3BYYNT AOCTATOMHO NMpUBMEKaTeNbHO ANA MEeHS».
«Korga MOXHO oxuaaTtb NOCTaBKy?»
«He BMXy B 3TOM HMYEro nroxoroy.
«Bbl nponssoguTe ato (ToBap) U Apyrux LBETOB/pasMepoB?»
«KakoBbl CpOKM nnaTexen?»
Mpumepbl HeBepbanbHbIX NPU3HAKOB (MUMMKA, XECTbl, NOBEAEHME): KIMEHT NPOsBASET

He cmompu Kaxk oeno Haivamo, a cmompu KaxKk 3aKOH4Y€HO.

Pycckast HaponHas mocaoBUIIA



3aMHTEPeCOBAHHOCTb (BHUMATENbLHO CryLaeT, U3y4yaeT ToBap, YNTaeT AOKYMEHTauuo), aenaet
yTBEPAUTENbBHbLIE XECTbI (KMBAET rofloBon, AenaeT oqodpuTenbHbIN XECT Konnere),
paccrnabnsiercs, CH/UKaeT TeMn 1 TOHanbHOCTb beceabi.

Kak Tonbko npogaseL, 3aMeTUT O4MH N3 3TUX CUrHaNoB — He3aMea ITENbHO cneayeTt NnpucTynatb
K 3aBepLUEHMIO MpoLiecca NeperoBopoB, CrneayeT cnpawmBaTh O 3akase U 0 AanbHenLWwmnx
nocTaBKax.

3aBepLieHune caenku. CylecTByeT, No KparHen Mepe, AeCATb PasnmyHbiX CNocoboB 3aBepLUeHNs
COESIKM UK NONYyYeHNa cornacua Ha ee npogornkeHne. Het xecTkux npasun, onpegensiowmx, K
KakoMy M3 HUX nNpuberHyTb. BbiGop 3aBUCUT OT MHOMMX DaKTOPOB: NIMYHbIE YepPTbl U XapakTep
KNueHTa, BHELWHNe 00CTOATENbCTBA U, HAKOHEL,, XapakTep camoro npogasua. M B kaxgom
KOHKpPETHOM cry4ae Bbl6Op ocTaeTcs 3a npoaaBLoM, nbo He BbiBaeT ABYX OAMHAKOBbLIX CAENOK.
Hwxxe npuBoaaTca HEKOTOpble M3 Hanbonee pacnpPOCTPaAHEHHbIX TUMOB 3aBEPLLUEHNS C
pekoMeHaauuaMm no nx NPUMEHEHUIo B TeX U UHbIX CUTyaumsx [27].

AnbTepHaTUBHOE 3aBepLueHne. HaBepHoe, 3TO caMblil pacnpOCTPaHEHHbIN Cnocob, NPUMMEHSEMbIN
B 60OMbLUMHCTBE CUTYyaUUI, U, NO CYTU CaMbli €CTECTBEHHbIN. ECnn BEpPOATHLIN NOKynaTtesnb
«noTenneny K npeasiaraeMomy ToBapy Unm ycnyre, MOXHO 3afaTb eMy BOMPOC, CoAepKaLlmm
ansTepHaTuBy. Hanpumep:

«Bbl BO3bMeTE YeTbIpe fAwmka unu asa?»

«Bbl npegnoytete mogens A nnu b6?»

«Bbl x0TUTE, YTOBLI BaM NOCTaBWN TOBAp Ha 3TOW HeLEene UNn Ha cnegyoLwen?»

He cnenyet cnpalwumBaTtb NOKynaTens, peLmn OH NoKynaTb Uu HET, HO HY)XHO AaTb eMy BbiOOp B
pasmepe, hacoHe, LUBETe UNu KONNYeCTBE, KOTOpble OH XoTen 6bl NpnobpecTu.

3aBepLueHne Ha Bo3paxeHue. [pn paccMOTpEHNN BO3PaXKEHUN N peaKkLMn Ha HUX Mbl TOBOPUIN,
YTO BO3paXXEHUS YaCTo ABNAKOTCA HENOCPEACTBEHHON Nperntoanen Kk npogaxe. OTeevas Ha
BOMpPOC-BO3paXeHne, MOXHO 3a4aTb crieyroLme Bonpochi:

«Ecnu a cmory y6eontb Bac B goctaBke...»

«Ecnu s cmory nokasatb Bam, 4TO 3TO NONHOCTLIO yaoBneTBopsieT Bawm notpebHoCcTH...»

«Ecnun mHe yaacTtca ybeantb Bac B ToM, 4YTO NnpemMmyLLecTBa CTOAT 3aTpar... »

3aBepLueHre Ha onaceHue. CTpax — npucyLLasa YernoBeky peakuuns, 1 OH nHorga urpaet
ornpeferieHHyo posib B NpoLiecce 3aBepLUeHns, HanpuMep, Korga KnneHT onacaeTcs CHUKEHNA
KonmMyecTBa NOCTaBOK UM NOBbILLEHUS LIEHbI 3@ BpEMS, Noka ByaeT NpMHMMAaTbCS peLueHmne.
[Mpn ycrnoBnn KOHCTPYKTUBHOIO NPUMEHEHNS, 3aBEpPLLEHNE HA ONaceHne B HEKOTOPbIX CrlydasnX
MOXeT ObITb BECbMa 3EKTUBHO.

3aBepLueHne Ha nNpeanonoXxeHme. 3To eLle O4HO LUMPOKO NMPUMEHAEMOE «ECTECTBEHHOE
3aBepLlueHuney. [pogasel npeanonaraet, YTo KNMeHT cobupaetcsa caenaTtb 3akas Unu nepenTu K
cnepywoulemy atany, U 3agaeT BOnpoc 0 TOBape B MOMEHT, KOra KIMEeHT 3aHAT n3ydyeHnem
TOBapa, Hanpumep:

«loe Bbl pacnonoxure ero?»

«Korga Ham cnefyeT [OCTaBUTb €ro Bam?»

«Korga mbl mornu 6bl HayaTb 0bydeHne nepcoHana?»

OT10T cnocob BecbMa noneseH, korga umeellb Aerno C HepeLwnTenbHbIM NoKynaTenem.
3aBepLueHne noa oCcTpbIM YrnoM. YacTo npuMeHsieTcs, Koraa nokynatenb — HanopUCTbIN
yenosek, NdAWMA NpMHMMaTL pelleHus. Koraa oH Hanpsmyto cnpalunBaet, K TpuMepy:

«Bbl MOX€eTe NoCcTaBUTb 3TO B TEYEHME MecaLa?»

«Bbl MOXeTe npeanoXxuTb NakeT MO yCTaHOBKE?»

npogasel, oTBeYaeT: «A Bbl JENCTBUTENBHO XOTUTE 3TOrO?»

3aBepLueHune Bonpocom «bepete?». BepoaTHO, HaMMeHee NpakTUKyeMblin cnocob 3aBepLueHus,
NMOCKOJIbKY TOProBbI areHT 6ouTcs yenblwaTb oTpuuaTenbHbi OTBET. ECniv oH npodeccmnoHansHo
npoBen KOMMEpPYECKYH0 Npe3eHTauuio, yaoBneTBopus Bce NoTpebHOCTM KNMeHTa, TO 3TOT BONPOC
— NPOCTO crnefyoLmn TIormyeckni war. [laxe ecnu KNMeHT CHavyana oTkasblBaeTcs, OH, Kak
npaBuno, AaeT BO3MOXHOCTb nepeybeantb cebsa. AToT cnocob cnegosano 6bl caenatb cambiM
NPaKkTUKyeMbIM.

3aBepLueHre nyTemM pe3toMMpoBaHNA NpenmMyLLecTB. B xoae npeseHTaumnmn KIIMEHT MOXET He
YCBOUTb BCEX MPENMYLLECTB, YNOMSHYTbIX NPOAaBLIOM, MO3TOMY UX CriedyeT eLle pas
pestoMmmnpoBaTb. Haunyywmin cnocob caenatb 9T0 — CyMMUPOBaThb BCE NPenUMyLLIECTBA, KOTOPbIMU
KITMEHT 3aMHTEepecoBarica BO BpeMa npeseHTaunmn, 1 NpogeMoHCTpUpPOBaTh, Kak 3Tu
npevmyLlecTBa NpogaBaemMoro Toeapa (ycrnyru) Haunyywmm obpasom MOryT yAOBMETBOPUTb



NoTPeBHOCTM KNMeHTa.

3aBepLueHne yCTYnKon. Yacto npakTuKkyeMbl B NOMUTUYECKUX NeperoBopax, 3T0T METOA MOXET
ObITb 3¢pPeKTUBHBIM CNOCOBOM 3aKMOYEHNSA 1 TOProBOW CAENKN. HeKoTopble TOProBble areHTbl
(XxOTa 9TO MOXXHO CYMTaTb PUCKOBAHHOM NPAaKTUKOW) BKIOYAKOT pe3epB Ha YCTYMNKN B CBOE
KOMMepyecKoe npeasioxkeHune. Yernoseveckas npupoga Tak yCcTpoeHa, Y4To nokynaTento Bcerga
NPUSATHO AyMaTb, YTO eMy yaanocb A0OUTBCHA XOTb KaKOM-TO YCTYMKU OT Npogasua. OTOT MeTos
MOXET OKa3aTbCHA BeCbMa AeNCTBEHHbIM, HO TPEBYET OCTOPOXHOIO NpUMeEHeHus. Ecnu yctynntb
He BOBPEMS UMK YCTYNUTb CANLLIKOM MHOFO — MOXHO B UTOre notepsaTb AOBEpUe KNneHTa n B
KOHEYHOM UTOore copBaTtb CAENKY.

[MpobHoe 3aBepLueHne. K HeMy MOXHO NpuBerHyTb Ha paHHUX aTanax KOMMepPYeCKNX
neperoBopoB, eCnv NpoAaBeL, BUANT NOMOXUTENbHYIO peakUmto KNneHTa Ha CBOU JeNCTBUS.
OpaHa n3 Hanbonee pacnpocTpaHeHHbIX OLWNMOOK NpoaaBLIOB — NPOLOIKEHNE NEPEroBOPOB UMK
npeseHTauumn ToBapa B MOMEHT, KOrga nokynartesb y»Ke rotoB K nokynke. B cesoen kHure «Kapbepa
MeHemxkepa» Jln fAkkoka onucbiBaeT aHanm3 npouecca npogaxu asBToMmobunen B Xxoge KoToporo:
«OKasanocb, 4To 6ONbLUMHCTBO NPOAABLOB YCNELIHO CNPaBATCA C NpeaBapuTenbHbIMU
cTagvsiMu npoLecca NpoAaxu, HO Ha NocrneaHeM aTane HacTornbKo 60ATCHA OTKasa nokynaTtens ot
NpMobpeTeHNa MaLLMHbI, YTO MNO3BOMNSAT eMy AENCTBUTENBbHO NMOKMHYTL CanoH, HE COBEPLUMB
nokynku. NpoaaeeL, NPoOCTo He B COCTOSIHUM coBpaTbCa 1 TBepao ckasaTtb: «BoT gorosop.
Mognuwnte»».

CKomnbKO pas HY>XHO 3aBepLuaTb NeperoBopbl? B yCroBUAX XXeCTKOM KOHKYPEeHUUN 1 60MnbLIoro
pa3Hoobpa3nsa 0QHOTMMHBLIX TOBAPOB NOKyNaTenu, KNMeHTbl unn nioboe gpyroe nuuo,
NpYHMMatoLLLee peLleHne O NoKynke, OSMKHbI BbITb NOMHOCTLIO YBEPEHbI U YOeXaeHb! B
NpaBUbHOCTU CBOETO pelleHnd. Korga oHM roBopsaT «HET», 3TO HEM3MEHHO O3HadaeT «Bbl MeHs
He ybeaunux». 3agada MeHegkepa no npogaxam 3aknioyaercs B TOM, YTObbl BbISBUTb U pasBesTb
9TW COMHeHusA. MHorme onbITHbIe MeHeLXepbl N0 NpoAaXkam MOryT ckasaTb, YTO ecnuv
NPeanpUHATO MeHbLUEe TPeX NOMbITOK 3aBepLUUTb NPOAaXy, ee MOXHO CYMTaTb NPOBariEHHON.
eHepan ogHon Nno6egoHOCHOW apMUY Of4HaXAbl Tak BOCXBansi CTOMKOCTb CBOMX conaat: «Hawm
congartbl HUCKONBbKO He Xxpabpee congat NPOTUBHKKA, OHU NPOCTO Xpabpee Ha NATb MUHYT
AonbLuey.

MpakTnyeckumn coset

3asepuwarowuti sornpoc

YT06bI 3aKNOYNTL KOMMEPYECKYIO COENKY UK NONYYNTb Corflacue Ha nepexop K cneayoLuen
dasze npogaxu, HeobxoanmMo 3afaThb 3aBepLuatowmm Bonpoc. M koraa Bbl 3aganu 3ToT BONPOC —
3amonyute. Monunte u xauTe.

Mcnonb3ynTe BCIO CUIy BONM — MOSYUTE, HE TPEBOXLTE KNNEHTa B npouecce 06ayMbIiBaHUS.
BcTpeBatb B Tako MOMEHT — patanbHO! IMEHHO B 3TOT MOMEHT MHOMMe npogaxu 6binm
npourpaHbl TONbKO NOTOMY, YTO TOProBbl€ areHTbl HE MOMK AepXaTb A3blk 3a 3ybamu. NycTb
naysa NoKaxeTcs BaM BEYHOCTbIO — XAUTe, NOKa KNMEHT He 3aroBopuT nepebiM. Ecnu
3aBepLUEeHNE NPOU3OLLSIO B HYXKHbI MOMEHT, OTBETOM, CKOpee BCero, ByaeT «aa» unm xe
YTOYHEHWE Kakux-To AeTarnen ¢ nocneayroLwmum «aay.

Ecnu e npo3By4yano «HeT», He CTOUT paccTpanBaTbCs. BbisiCHUTE, No4YeMy BO3HUKIM COMHEHUS,
N NpPoaBUranTeChb K CrieayroLen 3asepLiaroLen cutyaumn. 3asepLiaTthb fy4dlle paHbLue, Yem
nosxe. CaMcoH ybun gecatb Thicsad PUNMCTUMNaH 6eCCMbICAIEHHBIMU OCITIMHBIMU peYaMMu.
ABaauatb TbiCaY Npoaax B AeHb NOrmbatoT OT TOro Xe OPYXKUS.
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