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Nadiia Proskurnina (Ukraine)

PURCHASING DECISIONS MAKING IN
THE CONTEXT OF DIGITAL
TRANSFORMATION OF RETAIL

Abstract

The paper analyzes the impact of retail transformation on the consumers’ expectations and behavior
in the electronic environment and identifies the main directions of digitalization of the marketing
activities of domestic retail enterprises at each stage of the purchasing decision-making process. It
also systematizes the consumer expectations in the context of the digital transformation of retail,
which made it possible to establish the importance of managing customer acquisition for retailers and
demonstrated how technology changes the way customers purchase. The results of an online study
of the impact of marketing efforts in retail outlets to highlight digital transformation tools at every
stage of consumer decision-making by consumers are presented and the main directions of digitaliza-
tion of marketing activities of domestic retail enterprises are summarized. The legitimacy of taking
consumer expectations into account when determining the impact on the business model of retailers,
returning it to the plane of mobility, digitalizing the purchase process, and the integration of digital
and physical trading, has been proven. It is suggested to consider the main areas of digital transforma-
tion as digital interaction with customers, innovation in the development of products and services,
distribution channels, marketing and sales; digital implementation, risk optimization, strengthening
corporate control, intelligent information management and customer service, managing customer
and contact center experience, customer relationship management. This made it possible to specify
promising areas of digital transformation in the retail industry, in particular, optimizing human re-
sources, creating new ways of cooperation, attracting labor and assistance (flexible work, social co-
operation, corporate cooperation, integrated communications), as well as employee training for the
retail industry.

Keywords retail sales, digital transformation, digitalization, technical
assistance, innovation, buying and selling
JEL Classification M31, M37, 181, O14

H. B. IIpockypnina (YkpaiHa)

MPUNHATTA KYNIBE/IbHUX PILLEHb B
YMOBAX LIM®OPOBOI TPAHCOOPMALLIT
PO3/PIBHOI TOPTIB/II

AHoOTAaLiA

Y cTaTTi MpoaHaTi30BaHO BIVIMB TpaHCchOpMallii po3fpiOHOI TOPriB/i Ha OYiKyBaHH: Ta MOBEAIHKY
CIOKMBAYiB B €IEKTPOHHOMY CEepefOBMINI Ta BMABIEHO OCHOBHI HampsMu Iudposisamil
MapKeTVHIOBOI [Iis/IbHOCTI BITYM3HAHMX IIAIPUEMCTB PO3HPIOHOI TOPriB/Ii Ha KOXXKHOMY eTari
IIpoLieCy IPUIHATTA KYIiBEIbHOTO pillleHHA. B po60Ti cricTeMaTi30BaHO 04iKyBaHHA CIIOXKMBAYiB
y KoHTeKCTi indpoBoi Tpanchopmalii po3apiOHoi TOPriBiIi, 10 FO3BOIIMIO BCTAHOBUTI BXX/INBICTD
3aBJJAHHA YIPaB/IiHHA 3a/ly4eHHAM IIOKYIIB UL PO3APIOHNUX IMPOJABIiB i IIPOXEMOHCTPYBATH
AK CaMe TeXHOJIOTii 3MiHIOITb CHOCi6 3/iiicHeHHA NOKYIOK. IIpefcTaBlIeHo pesy/IbTaTi iHTepHeT-
IOCTIKeHHsI BIUIMBY MapKeTHHIOBUX 3yCI/Ib ¥ TOPTOBUX 3a/IaX MIiAMPUEMCTB po3fpibHOI TOpriBi
3 METOK BMAIEHHS IHCTPYyMeHTIB um¢poBoi TpaHcdopmalil Ha KOKHOMY eTami NPUITHATTS
KyIiBe/lbHMX pillleHb CIIOXMBayaMy Ta BUOKPEMUTH y3araJbHeHi OCHOBHI HanpsaMu nmdposisariii
MapKeTUHTOBOI [is/IPHOCTI BITYM3HAHMX IiIPUEMCTB po3fpibuoi Topriem. [loBemeHo
IIPaBOMIpHICTh BpaxXyBaHHS OYiKyBaHb CIOXMBadiB Oe3[OCepefHbO NPM BU3HAYEHHI BIUIMBY
Ha 6i3Hec-MOfe/b MiANPUEMCTB pO3Api6HOI TOpriBii, moBepTalouM il y IUIOMMHY MOOGITbHOCTI,
udposisanil Mpolecy 3AiliCHeHHS IOKYIKY, iHTerpanii umdposol Ta ¢isudHOI TOPriBIi.
3anpornoHoBaHO i cepu pos3apibHOI TOPriBli BBaXKaTM OCHOBHMMM obmactsamu 1udpoBoi
TpaHchopManii 1udpoBy B3aeMofii0 3 KlieHTamy, iHHOBaIi y po3po6Li MPORYKTiB Ta IOCIYT,
PO3IOBCIOIKEHHSI, MAPKETHHT Ta IPOfaXi; I poBa peanisallist, ONTUMI3allist pU3KKIB, TOCUIEHHS
KOPIIOPaTMBHOIO KOHTPOJIIO, iHTe/leKTyalbHe YIpaBIiHHA iHdopMalielo Ta 06CTyroByBaHHA
KJII€EHTIB, YIPABIiHHA JOCBiIOM KJI€HTIiB i KOHTAKT-LI€HTPIB, YIPaBIiHHA B3a€MOBiJIHOCMHAMMU 3
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KJTi€HTaMU, 110 ZO3BOIMIO KOHKPETU3YBAaTy HEPCIeKTUBHI Hampsmu 1udposoi Tpanchopmanii y chepi posppibHOI TopriBii, a came:
ONTMMI3alil0 MIOACHKUX PeCcypciB, CTBOPEHHS HOBMX CIIOCOOIB cHiBIpalji, 3amydeHHsa po6o4oi cumm i cupusHHA (THydka pobora,
colfianpHe CIiBpO6ITHUIITBO, KOPIIOPATUBHE CMiBPOGITHUIITBO, YHibiIKOBaHI KOMYHIKAIii), a TAKOXX HaBYAHHS CIiBPOOITHUKIB.

KarouoBi c/10Ba po3zpibHa Topriss, nudposa Tpancdopmaris, udposisais,
OYiKYBaHHA CIIOXKMBaYiB, iIHHOBAallii, KyIliBe/lbHe PillleHHA
Knacudikauia JEL M31, M37, 181, O14

BCTYI

[Indposa TpaHchopMaLis NPUCYTHS y BCIiX acleKTaX iHAYCTpil po3ppibHOI TopriBi: Bif onTuMiszanii faHuX,
nudposisalii NaHIIOKKIB MOCTaBOK, O 30BHIIIHbOTO iHTepdelicy, fe OYiKyBaHHsS KII€HTiB BUMAramoTb
IIepeTBOPEHDb i y/JOCKOHajleHb Oe3nepe6biitHOl B3aeMoOpii 3 KIiEHTaMM He3ajle)XHO Bij KaHalIy OTPUMAHHSI
HOCTYIN.

di3uyHi MarasuHm sAK i paHile fy>ke Ba>K/IUBI /151 po3ApiOHOI TOPriBiIi, asie i TyT CHOXXMBadyi TAKOXX OYiKYIOTh
HOBaTOPCBKMX BpakeHb, sKi MOEXHYIOTHh (isuuHe Ta unudpose BinBigyBaHHsa Marasuny. Kpim Tpagnuiiiaux
TEXHOJIOTII1, TAKMX SIK BeNMKi HaHi, icHye 6e3/iu HOAATKOBUX TEXHOJIOTH, AKi MOBHICTIO 3MiHIOIOTb BUIJISA[
po3apibHoi TOpriBmi. AHamiTUKYM 6a4aTh 3pOCTal4y ponib [HTepHeTY pedelt B po3ApiOHiit TOpriBii, HAIPUKIAZ,
y uudpoBuX BUBICKax Ta B MiXKKaHaJbHUX ClieHapisax [5]. OueBuaHO, 10 1i BapiaHTM BUKOPUCTAHHS TiCHO
MOB»sA3aHi 3i 3TaJaHMMU TeXHOJIOTisAMMI.

[Indposa Tpancdopmaris po3npi6HOI TOPriBiIi OXOIIIOE BEJIMKY Ki/bKiCTD IPOIIECiB, B3aEMOfi, TpaH3aKIiiL,
TEXHOJIOTIYHMX 3MiH, BHYTPIIIHIX i 30BHIIIHIX (aKTOpiB, ramyseil.

Tpancdopmarnis B KoHTeKCTi I poBoro 6isHeCy 03HAYAE JeljeHTpali30BaHe 3MillleHHs aKIIeHTY B 6iK KOpPZOHiB
KOpIIOpaTuBHOI exocucTeMu. K/i€HT, B HallIMPIIOMY CEHCi, € K/II0YOBUM €/IeMEHTOM CUCTeMU, Jie B SAKOCTi
KOMIIOHEHTiB BUKOPUCTOBYIOTbCS JJOCBiJ| K/Ii€HTA, 3a[JOBOJIEHICTh NIPalliBHMKIB, L[iHHICTb Ta pe3y/JAbTaTU IJIA
3alliKaB/IeHVX CTOPiH, HAPTHEPChKi BIJHOCHHM i YiTKMII OpieHTOBaHMII Ha KJli€eHTa miaxin [4].

Tpancdopmaris TeXHOMOTiYHOI €BOMIONIT i TEXHO/IOT1, HOYMHAIOYY Biff Be/TMKIX JaHNX, PO3LIVPEHOI aHAIITUKY,
IITYYHOTO iHTe/MeKTY, MAIIMHHOTO HaBYaHHA Ta MOOIIBHOCTI i o IHTepHeTy pedeit i 6i/blI MisHiX HOBITHIX
TEXHOJIOTIYHMX peajiili, BIUIMBAE Ha MOBENIHKY cHOXyBauiB. IIpymumHM, 3a AKMMM BiTYM3HSAHA PO3ApiOHa
TopriBns TpaHcopmyerbes, uucnenHi. o mpuumH umudposoi TpaHcdopmanii posppibHOi TOpriBmi cmif
BUIITUTH:

e TeXHONIOTiYHi iHHOBaIii — mosiBa IHTepHeTY peyeit, ITYYHOTO IHTE/IEKTY, CK/IAHNX 004NC/IeHb, BIpTya/lIbHOI
i mOIIOBHEHOI peanbHOCTI, O/I0KYelTH;

e 3MiHa €KOCUCTEMM, HAIIPUKIIAJl, EKOHOMiuHi 3MiHM, BUMOIM KOHTPAreHTiB, €BOMIOLisA B 6iK criBnpani B
TpaHchopManitHNX Gi3Hec-eKoCucTeMax, HOBI HOPMAaTMBHI aKTH, 11O PeTy/IIOTh pi3Hi cdepu posppibHOI
TOPTiB/Ii, BUMaraTbh TpaHcOpPMaLifHNX MiJXORIB Ha PiBHI /IIOfell, MpoleciB, cTpareriii i TeXHOMOTiN
[6]. 3 mpyroro 60Ky, nudposa TpaHchopMmallis BIVIMBAE Ha OYIKyBaHHSA Ta IIOBEHIHKY CIIOXXMBAdYiB Y
e/IeKTpOHHOMY cepemoBuiLi (Tabmuys 1).

Tao s 1. OuikyBaHHSA CHOXXKUBAYiB Y KOHTEKCT1 nudpoBoi TpaHcdopmarii po3apibHOI TOpriBiIi

[skepeno: Po3pobaeHo aBTOpoM Ha OcHOBI [4-6].

MoTpe6u cnoxuBayie : OuikyBaHHA cnoXuBadiB y KOHTeKCTi undpoBoi TpaHchopmauii
: po3apioHol Toprisni

: BukopucTtaHHsa LMMPOBUX IHCTPYMEHTIB i KaHaniB Ha KOXXHOMY MOXIUBOMY eTani
HesanexHa Big kaHany no4oOpOX Mo : BiABiAyBaHHA MarasuHy: noLyk ToBapis abo marasuHis, NOPIBHAHHS, YTAHHS OrMAAIB,
mMarasmHax : bakTMYHa TpaH3aKUia NoKynku (B MarasuHi, Yepes undposi nnatdopmu) i nicns Hei

: (Bigryku, obcnyroByBaHHs KNiEHTIB, ManbyTHi MOKYNKM).

: OuikyBaHHs1 6e3nepebiHOi B3aEMOZIiT 3 MOKynuUeM i NOKyrnkamMu B pi3HMUX ToYKaXx i
BeslwoBHi 3aHypeHHs i focsif i KaHanax, B pe3ynbTaTi 4Yoro cnoxusay Bigjobpaxae Tak 3BaHy OMHi-KaHanbHy NOBeAiHKY
i i Wykae nerki, WBWAKI | 6e3npobnemHi MOXNMBOCTI 3AINCHUTN NOKYTKY.

’| 2 http://dx.doi.org/10.21511/ed.18(4).2019.02
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MoTpebu cnoxuBayie : OuikyBaHHA cnoXxusBadiB y KOHTEKCTi LumdpoBoi TpaHchopmauii
po3apioHoI Toprieni

3pocTatoyi BUMOry cnoxmnsayiB 4o iHHOBALiHUX MOXITMBOCTEN NOKYMNOK i AoCBiaY,
IHHOBaLUisA K HOBE OYiKyBaHHS SIKi € YHIKanbHUMU | 3240BOMbHSAIOTL IXHIi NOTPebu y BUCOKOSIKICHOT MpoaykKuii Ta
o6cnyroByBaHHS.

Mokynui oTpMMyIoTh iHOpMaLito | OYiKytoTb 06CMYroByBaHHSA Bif, NepcoHany marasmHy.
MoTtpeba B iHdopMaLii Npo NPoAyKTM | MarasmHn o4eBnaHa B LMPPOBOMY KOHTEKCTI.

LBnakui goctyn Ao iHopmauii MpoTe, NoKyneub TakoX X04e OTpMMaTy WBUAKY iHpopmauito B isNYHOMY MarasuHi, i
Le BNMBae Ha nepcoHan i Ha HeobXiAHICTb PO3LUMPEHHS MOXITMBOCTEN 3@ AOMOMOTO0
BiAANOBIAHNX IHCTPYMEHTIB Ta pecypciB.

{ Po3pgpibHi NoKynLji BUKOPUCTOBYIOTb LMMPPOBI IHCTPYMEHTU Ha AEKiNbKoX eTanax

: KyniBeNbHOro npouecy, HaBiTb sKLWOo 90 BiACOTKIB TpaH3aKLii BCepeauHi MarasmHy
BinbyBaeTbCA B IHTEpHETI. 3Ha4YHa YacTUHa UMX 3aBAaHb BUKOHYETHCS 3a AOMOMOroH

i MoBinbHOro npucTpoto. binbL Toro, B MarasuHi 3Ha4HWI BiACOTOK NOKYNLiB AicTae

i CBOI CMapT(OHM AN BUKOHAHHSA Pi3HUX 3aBAaHb, Yepes L0 3HUKATb KOPAOHU MiX

: UMPOBUM | PIBUYHUM, 3aBASKN «MOBINTbHUM MOXITMBOCTSIMY» CMOXMBaYiB.

MoGinbHicTb

Hocnimxenus, nposeneni OV UM, nokasany, 10 yIIpaBIiHHA 37Ty 4eHHAM HOKYIILiB - Ile Hail6i/1bIl Ba)Xk M BilIe
3aBJaHHA [JIs1 po3gpiOHMX POAABIB, sIKe IIOKA3Y€ K TEXHOJIOTIi 3MiHIOIOTH CIOCIO 3Ii/ICHEHHS ITOKYIIOK.

Konu 6yno mocrapieHO NMUTaHHA PO Te, SIK TEXHONIOTisA 3MIHMTb KyHiBelbHMIl [ocBix y 2020 poui, 6yB
NpUBENEHNUI psAJ TEXHOJOTiNI — iHTeNeKTyaabHI NpUMipOYHi, HM3BKO eHepreTuyHi Bluetooth-mpuctpoi, mo
3a6e31euyI0Th MOMEHTa/IbHI IJIaTeXi, yIpaB/IiHHS TOPTOBOIO IIOLIEIO i iHTepaKTMBHUMY BUBICKaMI, TepeBipKy
BapTOCTi BCOTO KOIINKA i JOAATKOBUX IIOCTYT AJIsI MOCTIMHMX KIiEHTIB. 3po3yMiro, mo InTepHeT pedeit Oyzne
rpaTi K/II04OBY PO/Ib B po3ApibHiit TOPriBii, B TOMY 4KCIIi B KOHTEKCTI rineprnepconarisanii [5].

HInpoxnit CIEKTP JOCTiKEHb, IPOBEJEeHNX He3a/IeXK HMMM KOMIIaHi AMY, KOHCY/IbTAHTAMM TaTIOCTa4Ya/IbHMKAMU,
HiATBePIKYE OiNMbLUIICTD 3ralaHNX 3MiH.

Y 3Biri [12] cepen iHworo BusBua, mpo [11]:

o mrobanpHMit maHAmAdT po3mpiOHOI TOPriBai LIBUAKO 3MIHIOETHCSH, HiABULIYETHCS PONb €IeKTPOHHOL
KoMepIiii, a TpaguuiiiHi nmpoxasLi po3apibHOI TOpriBmi Gayath cepito3He MafiHHA JOXOMiB, BUK/IMKAHE
¢poBuMu 3605AMu, 00YMOB/IEHUMU MIBUAKICTIO BIPOBAJ>)KEHH A HOBYX TEXHOJIOTiI;

e  3PYYHICTDb 3[iJICHEHHA NOKYIOK 3a/IMIIAETHCA BaXK/IMBOI, IIPOTE CIIOXKIVBAaYi CIIOYaTKY 3BEPTAIOTh yBary
Ha 1iHy ToBapy. ITocTae mpobnema onrumisanii BUTpart, 06 MigBUIUTY PiBeHb 3PYYHOCTI 3HiICHEHHS
MIOKYIIOK i OJHOYACHOTO 3HVKEHHA LIiH Ha TOBapW;

e JIOCBiJ poOOTH 3 IOKYMIIsIMYU B Mara3iHi 3pOCTae, Tak K CHOXXMBadi X049y Th OTPUMATH Oi/IbIII 32 XOIUTIOI0Y M
i mepcoHanizoBaHMIT JOCBif;

e  3HaHHA HeoOXinHi: 40% peclOH/IeHTiB BBAXXAIOTD, IO AJIA HUX BaXK/IMBi TOProBe/IbHi IapTHEPY 3 IINOOKUM
3HAaHHSAM aCOPTMMEHTY IPOAYKILii (a Takok 3HaHHA Hpo iHmIOI iHdopMalii, HoBs3aHOl 3 po3ApiOHOIO
TOPTiBJIEI0, TAKUIL SIK CTaH 3amaciB);

e coLiaZbHi Mefia Ta JYMKM KOJIET MAalOTb K/IIOYOBE 3HAYEHHA JIA IPUMHATTA KYIiBeIbHMX pillleHb i
CIIPUIHATTA AiliCHOCTI OpeHpy, 45% pecIOHIEHTIB BBaXKAIOTh, 110 YNTAHHA NYMOK i KOMEHTapiB BIUIMBA€E
Ha IX MMOBEAIHKY LIO/{0 NOKYIOK (i BOHM TOTOBI caMi JIUTHUCA [yMKaMu).

KoxxHmit croxmBay Hpy NPUITHATTI KyNiBelIbHOrO pillleHHA IPOXOAUTDb JeKijlbka eTaliB: YCBiJOM/IEHHS
notpeby — nomyk iHdopmanii mpo Te AK BUPIMINUTK MPOOIEMy — OLiHKY 3Hail[leHUMX BapiaHTiB BMpiIIeHHS
npo6nemMu — KymiBelbHe pillleHHs — peakljis Ha MOKynky [11]. Ha xoxxHOMY eTami mifnpueMcTBo po3pgpioHoi
TOPTiBJIi MOXKe BIIZIMBATY Ha YMKY CIIO>KMBa4iB, JOK/IaJal049y IIEBHI MApKETUHTOBI 3yCHUJI/IA Ta BUKOPUCTOBY UM
neBHi iHcTpyMeHTH 1idpoBisanii. Y 3B’A3Ky 3 IIBUAKUM POCTOM €leKTPOHHOI KoMeplii Ta MO6inbHOI KoMepii,
MiIBUIIEHO0 YBarow 10 CIIOXKMBaya i POSMIMPEHMMY MOXIMBOCTAMM aBTOMAaTK3allii, AeAKi HigIpueMcTBa
poszpi6Hoi Topriei Ykpainu Bxe nepeocMucniu coi fiii y cepi uudposoi rpancdopmanii, mob BnopaTtmcsa
3 BUMOTaMu cydacHoro cBity. Kinro4oBi enemenTn ix crpareriit nudposisanii HaBegeno y Tabmmui 2.
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Economics of Development, Volume 18, Issue 4, 2019

Tao s 2. KitiodyoBi eyleMeHTH Ta iHCTPYMEHTH IUPOBi3aIlii miimpueMCTB po3ApiOHOI TOPTiBIIi
3a eTarlaMu Mporecy MPUUHATTA KYIiBEJIbHUX PillleHb

[kepeno: Po3pobieHo aBTopom Ha ocHOBi [7, 14].

Etan npouecy ¢ EnemeHTn . .
NPUAHATTA i cTparterin _ ! BukopucTtoByBaHi iHCTpyMeHTU LuucpoBoi TpaHchopmadii
KyniBenbHUX pilleHb | uudposisauii :

i noefHaHHsA uMdpoBoro i isnyHoro Joceiay 3a 4ONOMOrot MobinbHUX AoaaTkis,
ycBigoMmneHHs notpebu, :iHTerpauisi Bcix | npucTpois 3 nigTpumkoto Bluetooth, wo BignpaBnsaoTe NnepcoHanisoBaHi pekomeHaadii

nowyk iHdopmauii KaHarniB MOKYNoK : Ta CBOEYACHO CMOBILLa0Tb MPO akuii Ha NoNuUsX nopsaa 3i CNoXneBayamu, KOHTEKCTHA
peknama
nowyK iHdopmaui aHANITUKA JAHUX BMKOPUCTaHHA MOXNUBOCTEN Benuknx aaHux (bigdata), wob otpumaTy yaBneHHs npo

noBseiHKy Ta BNOAobOaHHSA cnoxueadis

noLuyk iHdopmaLii,  Undpposisalia i umMdpoBa HaBirauis ycepeamnHi NpuUMiLLieHb, NOWMPEHHA KOHTEKCTHOT peknamu,

. - ¥ : hisauyHoro : . .
oLiHKa BapiaHTiB . maraauHy : KOPUCHOT iHcpopMmaLii 4nsa cnoxuBadis

: —_—  po3LmnpeHi : : . : :
OUiHKa BapiaHTiB, | MOXKHMBOGTI i BCTAHOBIIEHHA TepMiHaniB camoobcnyroByBaHHsi, BAKOPUCTaHHSA MOBiNnbHUX goaaTkiB
KyniBenbHOro pilLeHHS onnaTy i ANst onnaTu NOKYMnokK

i 3pocTarye NOLMPEHHS WTYYHOrO IHTENEKTY i Bennye3Ha nonynsipHicTb AoaaTtkis
undpose i yaTy BiAKpMBalOTb MOXIMBOCTI ANSA aBTOMaTM3auii paay pyTUHHMX GisHec-npouecis,
: : i TakuX SIK NigTpMMKa KnieHTiB. BukopncToBytoum po3ymHoro 6oTa Anst BUPILLEHHS
peakuis Ha nokynky gig%:?ﬁgByBaHHﬂ : BinbLOCTi TMNOBUX Npobnem, TakMx SK BiANOBiAi Ha cTaHAAPTHI 3anuTaHHs abo
: : 0bpobka noBepHeHb, PO3ApPiGHI KOMNaHii MOXYTb CKOPOTUTK NepcoHar, 0AHOYacHO

: NiABMLLYIOYM edPEeKTUBHICTb | 3340BONEHICTb KNIEHTIB.

1. META AOC/NIAXKEHHA

Meroo [OCTifEXEHHA € aHajli3 O4YiKyBaHb CIOXMBAd4iB y IpolLieci NPUMHATTA KYIiBeJIbHUX pillleHb B
ymoBax Iudposoi TpaHchopmaiii pos3npibHOI TOpriBmi Ta BUABIEHHS OCHOBHMX HamlpsAMiB Iydposisarii
MapKeTVHIOBOI Iis/IbHOCTI BiTUYM3HSAHUX HifIIPUMEMCTB po3[piOHOI TOPriBMi Ha KOXKHOMY eTami Ipolecy
HNPUIHATTA KYIiBeJIBHOTO pillleHHS.

2. METOAMU AOC/IAXKEHHSA

ABTOpOoM Oy/I0 TNIpOBEEHO iHTEPHET-JOC/I/)KEHHA BIUIMBY MAapKeTMHTOBMX 3yCWIb Yy TOPTOBMUX 3ajIax
HiATPUEMCTB po3ApibHOT TOPriBii 3 METOI BUAIIEHHS iHCTPYMeHTIB 1M@poBoi TpaHchopMallili Ha KOXKHOMY
eTalli IPUIHATTA KyliBe/IbHMX pillleHb CIIOXKMBa4YaMy 3 BUKOPUCTAHHAM METOJ|iB IOPiBHAHHA i y3araJlbHEHHA.
IIpoananisyBaBiu 114 aHKeT, 3aI0BHEHMX y TpaBHi 2019 poky xurensaMu Micta XapKoBa, aBTOPOM BUABJIEHO
HACTYIHMIT IOPTPET TUIIOBOTO CIIOXKMBaYa: kiHKa 18-25 pokiB a6o 36-40 pokiB, He3aMi>KHsI, BIleBHEHa y cobi,
3 BUIIOKI0 OCBITOI0, 3 IOXOAOM Bifj 5 0 15 THCAY TpUBEHbD, sKa BifBifye mifnpueMcTBa po3apibHoi TOpriBmi
2-3 pasm Ha TVDKJIeHb Ta Bififjae mepeBary cymep- abo rinepMapkeTaM Ta MarasmHaM, IO BXO[ATH O BiTOMUX
CIeliali30BaHNX MEPEX.

3. PE3Y/IbTATHU

3a pesynbraTaMy aHKeTyBaHHA 48.2% pecHOH[EHTIB BiiNOBiNY, 110 3AiJICHIOIOTh NOKYIIKM IIPY YCBiJOM/IEHH]
cBO€i moTpe6bn, 33.3% - y BunajiKy, Ko IeBHUI ToBap 3akiHymBcA. HaM npomy ertami nifnpremMcTBo po3zpi6Hoi
TOPTiB/Ii MOXKe IIPOIIOHYBATY CBOIM CIIOXKMBaydaM aK1jii y MOOITBHMX JOfaTKaX, HIPOBOAUTY aKTUBHI peKIaMHi
KaMIIaHii, HaJjaBaTy CIIO>KMBaYaM YHiKaIbHUI JOCBif MoeHaHH A (i3nIHOro Ta 111 POBOTo CBIiTY 32 OIOMOT 010
BipTya/IbHOI Ta JOIIOBHEHOI PeaJIbHOCTI.
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YcBigomuBLIM TOTpeby, CIIOXKMBA4Y IEPeXOANUTb [0 MOWYKy iHdopmauii. ABTOpoM B XOfi IpOBeleHHSA
focif>KeH A 6y OTpMMaHi HacTyIHI gaHi. binbiicTb cioxxuBavis (71.7%) mrykaoTb iHpopMaliito mpo ToBapu
CaMOCTITHO 32 JOTIOMOTOI0 [HTepHeTy, crieniiasizoBaHol niteparypu abo iHmux mxepen. Peknama BIMBae Ha
BuUOip Marasuny nuiue y 37.7%. IIpoTe Ha Haum MOT/IAN, A4 iHIIMX BOHA MOXKe CTaTH JOBifKOBOM iH(poOpMalii€o,
sIKa MOYKe 3HaOOUTHCS y MaitOyTHbOMY IS IIOLIYKY iHIIMX TOBapiB.

BaxxnmBuM € Te, mo 33.3% onuTyBaHUX IYKAOTh iHOpMalilo y Mepexi IHTepHeT, 1110 CIOHYKa€ MiAIpueMcTBa
po3apibHOI TOpriBIi 1O pO3pOOKM CTpaTeriii MapKeTMHTOBOI IPUCYTHOCTI y COLjiaIbBHUX MepeXkaX, MeHe[)Kepax,
Mmepexi Inrepuer (PucyHoxk 1).

Ha nactynHomy etami, nmpoaHamisyBaBum iHdopMaliito, CoXuBayd MepPeXOoAUTb IO OL[iHKM BapiaHTiB. [lis
MapKeTO/IOriB BayK/IMBUM € Te, 10 56.1% ONUTYBaHMX TOYHO 3HAIOTb, IO OaXKal0Th KyIUTH (MapKy, MOJe/Nb,
KOMIUIEKTallilo, KOMip, L[iHOBUII fiama3oH ToBapy Tomlo) i 36% HOBro oOMipKOBYIOTb IIOKYIKM, BifBifyroun
6araTo marasuHis. To6TO OCHOBHOIO 3a/laueo MApKETMHTY Ha IIbOMY eTalli € MAKCYMa/IbHO TOYHe iHQOpMYBaHHA
IIPO aCOPTUMEHT Maras3uHy, HasABHi akilii, po3KpuTTs MoBHOI iHpopMalii mpo Tosap. s 84.2% Ba>kIMBUM €
BEJIVIKUII aCOPTUMEHT IIpe/iCTaB/IeHNX TOBApiB (BI/iB TOBapiB), BiICYTHICTD Yepr B MarasnHi, 60.2% onuTyBaHUX
6a>karTb 3pOOKUTH YCi TOKYIIKY B OJHOMY MarasyHi.

OcHOBHI gpaliBepy NpUITHATTS KYIiBe/IbHOTO pillleHHA IpeficTaBaeHi Ha PucyHok 2. BinpuicTh onuTyBaHUX
KepPYITbCA BIACHOIO JYMKOI, IPUIIMAIO4y pillleHHA IIPO MOKYIKY. IIpoTe njikaBuM € Te, o 7% CuparoThCcsa Ha
LYMKY, IPOYNTAHY Y COLIia/IbHMX Mepexkax abo (opymax, 110 TOBMHHO CHOHYKAT! HiAPUEMCTBO PO3ApibHOL
TOPTiB/Ii TOCU/IIOBATY CBill aBTOPUTET Ta pemnyTalilo y Mepexi InTepHet. Takox ciify 3BepHYTH yBary, 1o Ha
pineHHs 63.7% ONUTYBaHMUX BIUIMBAE HAsABHICTDb 3HVMKOK, aKIIiJl y MarasmHi, Ipo fAKi CIIo)K1MBayi NIOBMHHI 3HATH
stkoMmora Oinblire. 711 1bOTO C/1ij] BUKOPUCTOBYBATY MOOI/IbHI HOAATKY, PO3CHU/IKM 3 €/IeKTPOHHOIO IIOIITOIO Ta
1QPOBi €KpaHM y TOProOBUX 3aJIax.

ITic/s 3pificCHEHHS IOKYIIKM CIIOXKVBa4 BUpIlIye 41 OyB 110T0 JOCBiJ y IEBHOMY Maras3uHi 3a0Bi/IbHUM, 4 Hi.
Tak 13.2% onuTyBaHNUX 3a/1M1IaTh HETATUBHMUI BiITYK y Mepexxi IHTepHeT, a 51.8% HeraTuBHO 0XapaKTepu3yIOTh
MarasyH cepef CBOro 0/113bKOr0 OTOYEHHS.

3 SKHX JDKepel Ji3HaeTecs iHpopMariio nmpo Toap, sikuii Bac mikaBuTh? Yu BrumBae Ha Baur BuGip pexiama marasumy?
©® Tk
[ ] npw KoHcynbTaujii 3 npogasLem @ i
@ sin apysie / poauuis / 3naiiomux
CaMOCTIlHO, 3a 10MOMOrot [HTepHeTy /
cneuianisoBaHol nitepatypu / iHWUX
Ixepen
“l @ 3 pexnamu B 3MI
Yuero [yMKoio By kepyeTecs IIpH 11049aTkOBOMY BHOOpi MarasuHy? Slkum unHOM Bu 1miykaiite inopmartito npo Marazunu?

@ aKTVIBHO PO3NUTYETE 3HANOMUX
@ wykaeTe peknamy

@ sracHoio AyMKOIO;
@ nymKo poanHU
AYMKOW Apy3iB
@ pexoveHAaLisMU B coLianbHNX @ xoauTe no mMarasuHam, Wob
mMepexax / dopymax ‘ ccopmyBaTU BNacHy AyMKy
=

@ uekaeTe, noku iHdopmaLisi cnnuee cama

58,8% LyKaeTe BiAryku y mepexi I[HTepHeT

80,7%

[xepeno: MobyaoBaHO aBTOpPaMM 3a AaHUMM aHKETYBaHHA*.

Mpumimku: * aHKeTyBaHHA AOCTYNHO 3a nocunaHHam https://docs.google.com/forms/d/1qNt6uOpYwsptBC-aMi9WENTAxrRpwImJRtTNHTWoqR8/edit#responses.

PucyHoxk 1. Pe3ysnbsratu fociiikeHHS clIoXkuBaviB 3a eranoM «Ilomryk ingopmarii»
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Yuero nymxoro Bu kepyerecs, npuiiMarouu pillieHHs PO NOKYIKY?

)

LR

@ snacHo gymMKoo
@ oyvKoo poanHm
D aymKolo Apysis
[ ) pekoMeHaauisMu B couianbHUX
mMepexax / dhopymax

o BaknmBo U1 Bac npu npuitHATTI pillIeHHs IO MOKYNKY?

@ HasBHiCTb 6e3KOLITOBHOMO NPOBHIKY /
3pasky
@ sHvxKu/akLil y MarasuHi

D 0hOpMIIEHHS! [IMCKOHTHOT KapTKu y pasi
30iNCHEHHS MOKYMNKX

@ cynyTHi nocnyru MarasuHy

[xxepeno: NobyaoBaHO aBTOPaMM 3a AAHUMU aHKETYBaHHA®.

Mpumimku: * aHKeTyBaHHA AOCTYNHO 3a nocunaHHam https://docs.google.com/forms/d/1qNt6uOpYwsptBC-aMi9WENTAxrRpwImJRtTNHTWoqR8/edit#responses.

4. OBrOBOPEHHA

PucyHnoxk 2. OcHOBHI ipaliBepy NPUUHATTS KYIIiBeJIBHOI'O PillleHHA

OTtxe, Maroun yAB/IEHHS PO NMOBEAiHKY CIIOXMBaya y IIpolieci MpUIHATTA KYIiBe/lIbHOTO pillleHHS, MOXKHA
y3araJbHUTM OCHOBHI Hampsmu nudposisanii MapKeTMHIOBOI [is/IBHOCTI BITYM3HAHUX IifPUEMCTB
po3apibHOI TOPriBIi, 110 TAKOX IiATBEPAKYETHCA OINIAIaMy, po3MilljeHNMM Ha odiniriHoMy caiiTi Aconiamii
pireiinepiB Ykpainu y pospinax [Jocsin/Mapkerunr Ta Jocsin/Innosanii (Tabnuis 3) [16].

TaGsuns 3. OCHOBHI HaNIpsAMY UQPOBi3aIlii MApKETHHTOBOI AisIIPHOCTI BITUN3HSIHUX
MiITPUEMCTB pO3APiOHOI TOPTiBIIi

[xepeno: Po3pobeHo aBTOpOM Ha OCHOBI [6].

Eran npouecy Enementn  MMignpuemcTeo OcHoBHi HanpAMK undposizauii MapKeTUHIoBOI
NPUAHATTA cTpaTerin po3Api6HOI AiANbLHOCTI BITYN3HAHMX NiANPUEMCTB PO3ApPiGHOI
pilleHHA npo uundpogisauii TopriBni TopriBni
MOKYMNKY
CtBOpeHHsA MobinbHoro goaatky AuchanKids 3 meToto 3anyyeHHs
HOBMX KNIEHTIB Ta 36inbLUEHHS NPoAaxiB y CErMeHTi irpaLlok.
i MobinbHuU fogaTok MOXHa 6yno BUKOPUCTOBYBATU SIK OHMaMH-
i rpy AN jopocnux Ta Aitewn, Sk 4oaaTtok Ans cendi 3 enemeHTamu
. [OMNOBHEHOI peanbHOCTi Ha (POHI cneuianbHUX gekopauin y
?I/g?;)qeoﬁnanigrﬂw IHTerpauis Beix Auchan $i3sMYHNX MarasuHax, K Katanor ANTSYUX irpallok
iH(bopma'uiT ; kaHarnis nokynok Mob6inbHnin foaaToK AN BipTyalibHOro TecTyBaHHsA Makisxxy Cosmia
‘ : Mo6inbHuin foaaTok 3 iHTepakTUBHUM iHTEpdEencom,
: nepcoHanisauieto akLinHMX NPono3unLin Ha ToBapu Nopsa 3 AKUMU
.......... : 3HaX0AMTbCHA CnoXuBaY )
Lamoda i Mo6inbHuIA foaaTok, WO A03BONSAE BipTyanbHO NPUMIPATU KPOCIBKM )
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Eran npouecy EnemeHTH NignpuemcTso ! OcHoBHi HanpAMK undposisauii MAPKETUHIOBOI
NPUAHATTA cTparterin po3api6GHOI DiANLHOCTI BITYN3HAHUX NiANPUEMCTB PO3APiIOHOI
pilleHHA npo uundposisauii TopriBni TopriBni
NOKYynKy ‘
Gi | BUKopucTaHHs faHnx Big MoBinbHoro onepatopy Vodafone ans
) ; Linbno | CTBOPEHHSA aKTyanbHOro NopTpeTy CNoXuBadis, LU0 BiABIAY0ThL
Mowyk iHdopmauii ) _dopa i MaraauH 3 cermMeHTaLieto iX Ha NPOXMBaKYMX/NpaLoYnX/
. AHarniTuka aaHux T | TPAH3UTHUX, BU3HAYEHHS cTaTi, piBHA OXOAY, HAsIBHOCTi aBTO TOWO
{ ATPOMAT : BukopuctaHnHsa gannx Wi-Fi onsa cermeHTauii cnoxusadis (3a
i __{ |OMoMorot peecTpauii npu 4ocTyni 4o Mepexi)
M | BUKOPUCTaHHSA eneKTPOHHMX LiHHUKIB, L0 B PEXMMI peanbHOro yacy
: Mope nuea | NOKa3yloTb aKTyarbHi LiH1 Ta MigAalTb MUTTEBIA aBTOMATUYHIN
 Anno | KOpeKLUiT y pasi NpoBeAeHHi aKuiit / 3HMKOK abo nepeoLiHKu
S i 3anuwkis Ha cknagi
‘ Auchan : CniBpobIiTHMLTBO 3 HOBOK NOLWITOM — BiAKPUTTS MiHi-BiagineHs y
; o e ~_ BCIX (Di3UYHMX MarasuHax Mepexi
flowyk Hepopmauf, %gﬁggg;\“&aum : QR-koA Ha BiTpMHaX MarasuHy, 3 SKOro MoXxHa AisHaTncs npo
oLiHKa BapiaHTie . maraaumy ; : aCOPTUMEHT NpoayKUii, T cknaa i kanopiAHiCTb, iHLWolo KopUCHOIo
: Novus ; IHCbOpMaLl,ICIO
: : Digital-ekpaHu 3 akTyanbHUMUK akUigSMWU/3HUXKaMW, AeMOHCTpaLismMu
: CTpaB BracHOro NpuroTyBaHHs
; : Mo6inbHui pogatok ServeMe-GetServed fo3Bonsie WBUAKO 3HAUTH
: MetroCash & Carry : HeobxigHy iHpopmauito npo ToBap, BUKNMKaTN NpoAaBLus, oTpuMaTn
i __ npodpecinHy KOHCyrnbTauilo
‘N : TepmiHanu camoobcnyroByBaHHsi BCTaHOBMEHO B 11 marasmHax
i Novus : ¢
i mepexi
: : KastalD — 6iomeTpunyHa onnaTta noKynok 3a 4onoMorot MobinbHoro
) ) . : (K : TKY (H XiOH BaHTaXuTu B H TOr itoT
OuiHka BapiaHTiB, . Poswupeti : asta - Aoparky (HeobxipHo 3aBaHTa nacHy dotorpadito Ta
 MOXITMBOCT i _ npue’asaty 6aHKiBCbKY KapTKy 40 0611iKoBOro 3anucy)
pillieHHs MPpo NOKYMKY : onnaty " dopa : Cepsic «KnweHbkoBa kaca» - onnaTa 3a 4ONoMOro MobinbHoOro
il P _ popartky yoCard
: Benmapt i CamocrTiliHa onnarta 3a gornomorot Mob6ineHoro goaatky Pick&Go
R : Cinbno i Onnata 3a 4ONOMOrot BfacHoro MobinbHoro goaaTky
: Undppose : c "
. . aMoHaB4anbHa nporpama KISSA, sika koopauHye poboTy rapsyoi
Peakuis Ha nokynky : ggg:'i?geysawﬂ : Cinbno : MiHIN MepeXi | BiagnoBigae Ha NUTaHHSA, Wo 3a4aloTbCs HanvacTile

TakyuM 4MHOM, pe3y/nbTaTy aHaNIi3y OYiKyBaHb CIIOKMBa4YiB B yMoBax Ludpooi TpaHcopmalii po3gpibHoi
TOPTiB/Ii [O3BONMMIM BUABATM TakKi HampsamMu Iu¢poBizanii MapKeTMHIOBOi HisfIBHOCTI BIiTYM3HAHUX
HiATPUEMCTB po3/piOHOI TOPTiBIIi: SIK iHTerpallis KyIiBe/lbHUX KaHasIiB, BIPOBaKeHH [[MPPOBOI aHATIITUKYI
faHux, nudposisanis QisMuHOrO MarasmHy, BBe[EHHs IIOCTYT PO3LIMPEHMX MOXX/IMBOCTEN OIUIaTH Ta
11GpoBOro 06CIyroByBaHHs KIIi€HTIB.

3 MeTOI 3MeHIIeHHs He3a[OBI/IPHUX BITYKiB olepaTopaM po3ApibHOI TOpriBii HEOOXiZHO BIPOBAJKyBaTH
y CBOIO [is/IBHICTb aBTOMAaTMYHMUX 4YaT-OOTIB, LITYYHWII iHTeNeKT, sAKmit Oyme oOpoOmsATH pekmamarii Ta
BUPILIYBaTy CTaHAAPTHI IpobIeMn 11i107060Bo.

Takoxx crif BpaxoByBaTyu, L0 OYiKyBaHHS CIIOKMBA4iB 0Oe3locepefHbO BIUIMBAIOTh Ha Oi3HeC-Mopenb
HiATPUEMCTB pO3apibHOI TOPTiBi, HOBepTaoun i y IIoumHy Mo6i/IbHOCTI, MdpoBisalii mpoiecy 3ailicHeHH
HNOKYIKM, iHTerpauii 1udpoBoi Ti ¢i3uyHOI TOPriBi, 110 CIIOHYKa€e B CBOIO Yepry onepaTopiB po3fpibHOI
TOPriBIi 6inblI peTesIbHO BUbMpaTy GopMy B3aEMOAIT He Ti/IbKM 3 ITOKYIILEM, a i3 BTACHMM IIEPCOHAJIOM.

BUCHOBKMU

ITpoBemeHi aBTOpOM [OCTi)KEHHs IOKa3yITbh, 10 y cdepi pos3npiOHOI TOPriBmi OCHOBHMMM 06IacTAMU
nudposoi Tpancopmarii e:

o 1ndpoBa B3aEMOJidA 3 KTIEHTaMM - K/TIOYOBMII €/IEMEHT, IIPY AKOMY 6araTo LnpoBIX IepeTBOPEHb ABJIAIOTD
co6010 o€ HAHHS onTUMIi3allii B3aeMOpii 3 KJIiEHTaMM i HOMINIIeHHs IIPOLleCiB eKOHOMIT BUTpAT;

o inHOBawiiy po3poO1i MPOAYKTIB Ta MOCTYT, fie, HAIIPUKJIAZ, MO>KYTb BUKOPUCTOBYBATICS MO/ CIIi/IBHOTO
CTBOPEHHs, TeCTyBaHH Ta anpobarii;
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e PO3IOBCIOI>)KEHH A, MAPKETVMHT Ta IPOAAXKi;

o 1nudposa peayisaris, ONTUMi3allis PU3KKIB, HOCUIEHHS KOPIIOPATVBHOTO KOHTPOJIIO;

o iHTenexTyasbHe yupasninHsa iHpopMaliero (inpopmaris, faHi Ta mpolecu € KI0Y0BUMI i GOKYCYIOThCS Ha
akTmBauii nudposoi Tpancdopmariii po3gpibHoOI TOPriBIi);

o 0OCTyroByBaHHS KJ/I€HTiB, YyIpaBIiHHA [OCBIJOM K/Ii€HTIB i KOHTAaKT-LEHTPiB, YIpaBIiHHA
B3aEMOBITHOCMHAMMU 3 K/TIEHTAMMU.

Pe3ynbpraty mpoBeeHOTo HOCTiKeHHSA NEeMOHCTPYIOTb, [0 B YKpaiHi BiZOyBalOTbCA MOCTYIOBI 3pyLICHHSA
y Hanpsami nudposoi TpaHchopmariii posppibHoi Toprismi. Benuki mignprueMcTBa BIPOBaIKYIOTh y CBOIO
HisITBHICTD pi3HOMaHITHI 1MQpPOBI IHCTPYMeHTH, 5Ki CIPUAIOTH iHPOPMYBAHHIO Ta CIIOHYKAHHIO CIIOKMBaYiB
IO 3[iliICHEHHS ITIOKYTIOK.

OTXe, B fAKOCTI IepCHEKTMBHMX HampsMiB 1udposoi Tpancpopmauii y cdepi posppibHoi Toprismi mis
YKpalHCBPKMX OIepaTopiB C/liJ BUAIIMTY ONTMMI3allil0 JIOACBPKUX pecypciB, HOBMUX CIocobiB cmiBmpaii,
3ajydyeHHs pobo4oi cwnmm i crnpusHHA (THydka po6oTa, coliajbHe CHiBpPOOITHMIITBO, KOpPHOpaTMBHE
CiBpOGITHUIITBO, YHiikoBaHI KOMyHiKaIlii), a TAKO)X HaBYaHHS CHiBPOOITHUKIB.
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