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tlro caHaropldflM nlDI(Ho
3HATb O CBOMX KJI'IEHTAX

W KAK B gTOM IIOMO)KCT
l|,

HefipoMapKerI{Hr?

f louemy caHaTopr{Io BaxHo sHaTb CBoero rrtuenta? Kaxumu qepTaMtl

o6nagaer  notpe6nte l lb  caHaTopHO-KypopTHbIx ycnyr? Karue,qaHHbIe

HerZpomapKerr4Hra yqr4TbrBarb rrpr[ paspa6orKe peKnaMHblx raunanutZ

caHaTopils,? ?ru,t ,qpyrile Bonpocbl no TeMe vrrr o6cygvllIu c MaplrrotZ

Anexcan4pounotZ IUea.ryx, gKcnepToM B caHaTopHO-KypopTHoM MapKe-

Tr{Hre c L5-netHmM ollblToivr pa6otbl c cauaTopuo-KypopTHbIMI4 opIaHIt-
gaurtfll'4u Pocctztvt.
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dupexmop u ocHoaametb

MApKemuHzoaoeo

azeHmcmaa caHamopuee
oBueam Sdopoeue>, Master

of b u s"i n es s aclministratio n

(MBA) - Marketing

PeAaxqns : MaprHa AaexcaihpoBHa, noqetry rnQopwraqrn

o Klrerrre (ero QnawuorttqecKrtx, Bo gpacrHbrx' rrcll xoJlorr-
qecKux r 4p. oco6ennocrrx) Ba)KHa,4Jrfl canaropnn?

Mapuna Anexcan4poBHa: 3ra uuQopnnalll4.t xI43HeHuo seo6-

xo,qr4Ma gnn parpa6orKl4 crpareruuupo4Bt4x.letrnr. Begr MbI AoJIXHbI
He roJrbKo AoKa3arb KJIteHTy BDKHocrb n otf$exrr,reHocrb caHarop-

HO-KypOprHOrO reqeHus.,Ho I4 cnoABl4rHyrb ero KynI{Tb nyreBKy

r4MeHHo n gauuufi cauaropnft. A Ans atoro Heo6xoAI4Mo KaK MoxHo

n)ru u e 3 Harb K.[ 14 e HTa, vtgeur ufivtgl4p o B arb KJI I4e H Tc KI4 e rpyn n bI

c pag.nilqHblMI4 npu3HaKaMuu ilpeAnor{TeHnAtvlu. KorAa BbI 3Haere,

KTo Barrr KJII,IeHT, B qeM ero oco6esHocrx, BbI Moxere no4o6parl

agexnarHulZ ua6op MapKert4HroBblx I4HcrpyMeHroB Anq nosAefi crel4s

Ha Hero rr r4cnoJlb3oBarb gTtI I4HcrpyMeHtnt sau6olee e$$exrunno

c roqKr4 3peHl4g BpeMeHHbIx u SuuaucoBbtx 3arpar Hatlx npl,lMe-

HeHr4e r{ non}qeH I4s xeJlaeMoro pe 3ynbrara. Co6creeHuo, ln6ofi

MapKeTI4Hf r4 Har{l4Haercq c roHI4MaHI4q TOIO, KTO BaUII4 KJII4eHTbI

14 KaK C HXMI4 BbICTpatIBaTb KoMMyHUKaIJVTU r4/Iff npo.qaxl4 ycnyr.
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MAPKETI4HT B MEII/IUI{HE

3rO saxHO nOHI{MaTb He TOIIbKO A/Iff peueHt4s 3an,Alq.u nO nepBI4IIHOMy npl4Bner{eHl'{rc

KrrrreHroB, Ho r4 rro noBTopHoMy (ygepxaHl4e, noBbIIIreHIle JIorIJIbHocrx)' fiocKorlbl(y Morl4B

noBropHoro o6pau{eHl4.fi B caHaropl4fi Hepe,4Ko Or;11aqaerc.g or MorxBa flepBl'lqHoro o6pa-

rqeHr4g. Iuluesuo BbrcrparlBaHr4e,4onrocpor{Hblx oTHoIIIeHI,IIZ c KnI4eHToM Hat{6onee BaxHo

Ails. cra1l/'nbHolz pa6orbl nlo6oro 6usueca, B r.r{. caHaropHo-KypoprHoro'

PeA.: Kaxre ogo6eHgocTr( IloTpe6wteaeit cagaTopgo-KypopTHblx ycJryr cneAyeT

)^II,ITbIBaTb CaHaTOp I}lg;M?

M.A.: Krro'{ega.f, oco6eHHocTb KITT4eHTOB CaHaTopI4eB 3aKIIOqaeTcrI B TOM, rITO OHI4

Anpmlpvt TOTOBbI 6ltt l nOCrogHHbIMt{' IOIIIbHbIMU. OCHOBHble npl4qI4HbI STOto CIe-

AyroqI4e.
1. CtarucrrqecKr4 AOCTOBSpHO, qTO OCHOBHaq Macca K/II4eHTOB' nphe3xaloq;ax B caHa-

TOpuh,-JIIo.qI4 B BogpacTe 6Olee 40 ner. I'IueUgO B 9TOM BO3pacTe MyXqI4HbI I{ XeHIUI'{HbI

Haqy1HaIOT O6paularl BHrMaHI4e Ha COcTOgHIle CBOeIO opraHI4SMa, T'K'Y HI4X noflBn'IIoTCg

Bbtpa)KeHHbIe CI4MflTOMbI XpOHI4tIeCKyIX 3a6oneBaHI4ft, KOTOpbIe, XOTb 14 He qBnqlOTCg

noKa3aHI,IgMI4 Anfl gKcTpeHHOlZ rocnuralnsaullrl, cI4tIbHo yXyA[IaIoT KaqecTBo >KI 3Hu'

Arq NIHoTNX 9To .gBr.gerc.g <(gBoHor{KoM>r orloBeIqauII4M o crapeHwvl.llocxoalxy '[IoAtM'

OCO6eHHO CoIII4anbHO AKTI4BHbIM, He XOqeTC.g Ce6q O1{yillaTb CTapblM V V foilbrblMU' OHI4

6pocaror Bce crrrbr na 6opr6y c yxyAruarcn\uMeI KaqecrBo tlx)KIlsHu 06crosrelbcrBaMl4'

2. Oco6enHocrb xpoHrrqecKr4x 3a6OneBaHrrfi n roM, r{TO OHI4 IIOqrI4 He BblrleqI4BaIOTCfl'

MOXHO AO6I4TbC.g /II4lIIb peMI4CCIAtl,KOr,4a CI'IMIITOMbI 11460 COBCeM He 6eCnOKOgT' '11460

BbrpaxeHbt cJIa60. f loerorvry 11aqr{eHT-XpOHI4K AoIIxeH peryn'flpHo npoxo,U'I4Tb no'qAep-

*r"uorrtra Ierre6Hbre Kypcbr. To ecrl MI4HI4MyM OAI,IH pa3 B IOA OH,q,oJIXeH npl4e3xaTb

B CaHaTopI4 i,t sa 2-3 He,4eJII4. ECfllr, KOHSqHO, MbI npaBl4tlbH6 eMy O6tflcuru, nOrIeMy 9TO

Heo6xoAI4MO.

Ecnu sll c[pocr4Te y nporynl4Ba]Oulelocq no AopoxKaM CaHarop]4q K'IIyeHTa, B KOTOpbII4

pas oH rrpr4exaJl x norleMy, craHAapTHblfi orBer 6yner: <flprexan B nsrblft (r 6onee) paa'

A npuesNaro KaxAbrrz roA noroMy, qro ecJIil He nPfegy, ro Becb roA IIyBcrByIo ce6s ro-

pa3AO xyxe).

5.  lem CTapue qeIoBeK, TeM OH KoHcepBaTI4BHee.  OCO6eHHO B OTHOIxeHul4 3AOpOBbq

KaK TIeHHOCTT,{, KoTopyro He Kynilub 3a,q,eHbII,1. f lOgromy' oAHaxAbI AoBepl4BIUI4Cb Bpaqy

r4nr4 ner{e6HoMy yr{pe><AeHlaIO, KOTOpble noMornr CrrpaBI4Tbc'I c npo6neMaMI4 cO 3'q'opo-

BbeM, gpenblf r{eJIOBeK C BbICOKOft BepOqTHoCTbIO He 143MeHIIT CBOI4M rrp]'IBbIqKaM u 6y4er

Bo3BparqaTbc.tr r4MeHHO K sroMy Bpar{y I4 B 3ro neqe6Hoe yqpexAeHl4e.

Taxuwr o6pa3oM, Bo3pacr IIeneBoft Ay1t4r.opuvl caHaToptzteB sBJLIerc'tr npe14MylqecrBoM'

KoTopoe' oAHaKo, Mo)I(Ho peanx3oBaTb ToJIbKo npu rrpaB4nbHoM nocTpoeHl4'{ MapKeTI,{Hfa

14. B qacTHOCTr4, HacTpolzre peuamHofi AeqrenbHocTI4 CaHaropI4',I' Haura KoMnaHI4q roToBa

B 3TOM I IOMOI{b.

Pe4.: MaprHa AneKcaHApoBHa' rrro raKoe HefipoMapKeruHr r KaK oH Mox(er rro-

Moqb caHaropnrc B rroHrrMaH uu cBoeirrleJreBoft ayiluroprilv 'l rroBbIIueHrT gOOeK-

TT,TBHOCT'! MapKernHroBoft Qynxqru?

M.A.: HeftporraapreTl4Hr - 9TO KOMnIIeKc MeToAoB VIswe:Hj/ls IIoBe',qeHI4s noKynaTe/lelz',

BO3.q,erZcTBI4rI Ha HerO 14 SMOI{p1OHaJIbHbIX 14 11OBe,qeHIIeCKI4X peaKI{I4fi Ha 3TO BOSAeITCTBI'Ie'

Os nCnOlt3yeT pa3pa6OrxU He TOJIbKO B O6naCTI4 MapKeTI4Hra, HO TaKxe KOTH'IT'IBHOfi
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MAPKETI4HI B MElr{UyrHE

ncl4xo/rofr{il v Heirpofugvtororuvt To ecru ero 3aAaqa v cocro:.zrt B roM, o qeM Mbr roBo-
pvM,* nlrque floH.fiTb noKynarens, tr Ha ocHoBaHr4r4 sroro Bbr6parb Harrr) {ur{e cpe.qcrBa
KOMMyHr4Kar\nU C Ht4M.

.[la aucrpaI BaHIAfl eQ$exruanolZ pexramu caHaropr4s peKoMeHAyro r{r4rarer.flM npo-
qmrarb KHI4ry llarpura PeHnyaae u KpucroSa Mopeua <TpeHuur no nefiporvrapKerr4Hry.
l4e Haxogrrct KHonKa "Kyrr4rb" B co3HaHr4r4 noKyfiarelr.s?>. B uefi anroprr no4po6uo
pas6upaur ocHoBbr Boctrpvrsrt q qeroBeKovr unQopwrat\uw, nrtwyr o ponr yqacrKa Mo3ra
noA Ha3BaHueM (cTapbtlZ nno3r> (rnr <uoar penrwtuit>>), rOroprttZ oTBer{aeT ga ilpuqflTue
peureuutZ. B ueft onlrcblBalorc.fi KrIIoqeBbIe MoMeHTbr, Koropbre ueo6xo4uluro ) {rrrbrBarb npr4
paspa6orre peK.rraMHbrx xamnauuft .

Pe4.: Ha Kar(yro NrrQoprua\uw rrs groft xnru{ caHaropr,lflM cneAyer o6parurr
BHrrMaHr{e vcxory r,€ paccMarpl,rBaeMofi rervrrr ?

M.A.: .fl 6rt o6ogHaquila r{erbrpe KJrloqeBbrx MoMeHTa, Koropble Heo6xo,qumo f{I4TbIBarb
npu paspa6orKe peKrraMHbrx ravrnaurrT, T.K. npaKTr,rqecKr,r B Kaxqq,oM ug HnxcaHaropuvr

AonycKaror ouru6ru,
1. <CrapruZ Mosr)> - a6conrorHrrfi gror4cr uBocnpuHvnraaer uuQopMar{r{ro rorrbKo B roM

clr) {ae, KorAa B uefi ronopurc.fi o HeM. llosromy peK;raMa, rrocrpoenHaq Ha onr4caHvrw fiperl-
MyIIIecrB caHaropl4s, MeHee sQQerrreHa, r{eM Ta, B KoropolZ axqeur 4erraercs ua npo6aemax
K.[r4eHTa u cnoco6ax rfx pelreHr4ff.

2. <Crapuft Mo3r> nw6vrc KoHTpacr, KorAa BuAlr.a pa3HXrIa MexAy npeAMeraMu. I4ruesno
noeroMy oqeHb BaxHa orcrpofixa caHaroprls or KoHKypeHroB. ArpagwtlttosnulZ ura6-
lonnruZ orBer Bcex or.qenoe 6pourpoBarug, caHaropr4en (<9ro BKlrroqeHo B cror4Mocrb
nyren<u?> - <llpoxueaHr{e, nr4TaHr4e 14 JreqeHr4e>) ue peuaer npo6nemy Krr4eHTa, a npocro
c6usaer ero c ronKy.

3. <Craprrfi Mo3r)> rto6ttr, KorAa npeAMerbl 3HaKoMbL lloerony BKrIoqeHtIe B peKJIa-
wty Qopruyn14poBoK <,6albseoreparrr4r>, <cynlQu4uo-MarHr4eBo-cynrSaruo-xnopr4AHaq
BoAa)> I4 aHarorI4r{HbIX He BocnpxHrrMaerc.rr Mo3roM KrrueHTa r ue 4o6anller 6ouycon
caHaropr4r.o. "

4. <<Crapl';'ft Mo3r> nw6vtr, KorAa 3arparr,{Barorcg oMoqr4rr. lloorowry.4JrxHHbre 14 HyAHbre
TeKcrbI, KoropbrMx fpeuI4T 6oruurucrBo caHaropr4eB Ha cBor4x cainax, cHr4)r(alor KoHBep-
cilro peKrraMurrx xamnasufi .

KonevHo, 9To He Bce, r{To ueo6xo4umo } {r4TblBarb cneql4a/Ir4craM no peK/IaMe 14 Map-
KeroJroraM caHaropr4eB npr4 paspa6orxe peKnaMHbrx xamnasrrZ. flnn pacuvtpeHr4q npo-

QeccrouarbHoro Kpyro3opa q peKoMeH,4yro He ro.[bKo npoqr4rarb ynoMrHyryro KH14ry,
Ho noo6qe rrr4rarb 6orrrue coBpeMeHH oitt tuteparypbr rlo crrer{r4aJrbHocrr,r, yqacrBoBarb
a ee6uuapax fi rlcrroJrbgoBarb [on) {eHHbre gHaHr4s AJrs noBbnuenun eS$eKTr4BHocrr4 Map-
Kerr4Hra caHaropr4r. Srovry 6yler cnoco6crsoBarb r4 saaumogerZcrBr4e co cneqilanricrawr4
c n e rI 14 an r4 3 14 p o B a H H o ro Ma p Ke Tr4 H ro B o f o a Ie H TCTB a.

Peg.: HacxoJrbKo MHe rsBecrHo, HeKoropbre caHaropxrz rtpv:lnewsror nu6o-
porrHoe aHKerlrpoBanrde Ans nonyqeHr4s uuQoprvraquu o cBovrx KJrrreuTax, 06 rx
yAoBnerBopeHHocru npe6rrraHrreM B caHaropurr, rroBTopHbrx rroceuleHusx.
.flea.fierc.E Jrr4 TaKoe aHKerrpoBaHre 4eficrreHHbrM rHcrpyMeHToM AJrs rtosna-
HUg CaHaTOprIeM CBOI4X KJITTeHTOB 't, B qaCTHOCT'I, rrx MOTI,IBOB Anff nOBTOpHbIX

Br{s}rroB n canaropnli? )
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MAPKETI{HI B MEAI{qYIHE

M.A.: Ha moft nsux4, ntr6opovuoe aHKerr4poBaHr4e Knr4eHroB He.qocraror{Ho e$@extueuo,

B r{acrHocrl,r Arq orcrexvBaqug KJII4eHToB, npl4e3xarcql4x rIoBTopHo. A oto or{eHb eaxHttlz

noKagare/rb Ae.sreJlbHocrr4 caHaropun. Auanvtg, npoBeAenHrtfi Ha ocHoBe ru6opovuoro

aHKerr4poBaHr,r.rr, r4Meer 6oaruryto norpelrHocrb I4 He Moxer cnyxl4Tb AocroBepHoft craru-

crurofi o rroBTopHbrx nocerr1eHr4.rrx, Koropar ueo6xoguMa An.s KaqecrBeHHoro ynpaBneHI4q

6 usuec-npoqeccaMI4 caHaropt4rl.
flosrotry caHaropntM or{eHb BilKHo rrpoBoAl4Tb anarug AaHHbIX vtz gcefi MaccbI npt{e3-

xarculrrx u Aerrarb 3To c noMox{bro cleqr4arruofi uacrpolZxu [porpaMMHoro KoMIL[eKca'

B KoropoM IIpoBoAr4Tcr 6pouNporaHve v noceJreHr4e K/IXeHToB. K coxalesrrc, caHaropl4l4

IrpaKTr4rlecKr4 He lrcnonb3ylor 4anurtfi floreHldraJl. Maxcruyu, tITo oHI4 AeJIa]or,- flpe,qo-

craB/rgror cKvrEKu 3a noBTopHble BI43tlTbI.

PeA.: Ha rrro Bbr 6rr pexorvreH4oBaJrr,r caHaropt{.sm o6parrtb BHtrMaHue, uto6ur

noBbrcrrrb e$Sexrunnocrb cBoero MapKewrHra Id yBenr,rlMTb KoJIrdtIecrB o KJIUeHToB'

B qacruocrrtrex, xto 6y4er flpresxarb B canaroprft [oBTopHo?

M.A.: llpexge Bcero, caHaropr4ffM ueo6xogl,rlro rroHr4Marb, Kro.fiBJIffercr norpe6ure/IeM

caHaTopHo-KypoprHbrx yuyr, KaKoBbr ero MoTr4Bbr rroJlb3oBarbcfl 9Tt4Mt4 ycJIyraMI4, a TarcKe

ilo Be.qeHr{ecxre oco6eu Hocrl4.
Cauaropulo cneAyer [oHr4Marb cBor4 nper,rMyil{ecrBa nepeA p.pyrt/twvt leue6ultluu yr-

pe)K,4eHr4ffMlr, oco6eHHo B qacrr4 rreqeHI4fl xpoHl4qecKux ga6oreeauufr., u eStfexrrauno

rpaHcnxpoBaTb 9TI4 rlpel4MyuecrB a cBo tlM KlII4eHTaM.
Hanoneq, caHaropr4qM cneAyer KaqecrBeHHo 14 ct{creMHo opraHI43oBarb un$opwraqu-

oHHyro pa6ory, o6ecneqr,rsarcqyrc BoBreqeuHocrb KrI4eHra e reqe6HulZ npoqecc, nocr-

npoAaxHoe o6c4mrnauue, pa6ory tro crrrMyrrupoBaHI4Io <capa$auuoro paAIlo>, ycl4neHXe

cBoero VTlll u aBTopr4rera r err6pauHoM MeAr4rIr,rHcKoM Qoryce, onl4pascb Ha AaHHbIe
HelZpomapxerl4Hra. Mtl ecerAa roroBbl B gToM rloMoqb.

PeA.: Cuacu6o, MapnHa AnercangporHa. 0 
*

,[[,. Vunepeuxo

IloR6opxa KHI,IT uo reme HefipoMapKerllHra (n nomoqb ql4rarenlo)

1. Buyology: YsnexareabHoe nyreruecrBr4e B Mo3r coBpeMeHHoro norpe6vreilfl, (Maprun

.IIuu4crpovr).
2. HefiporvrapKerr4Hr s Aeiacrsrau. Kax npoHuKHyrb B Mo3r rloKynarent ([eau4 lllrcrc).

3. HelZporraapKertHr. Kax gnlt.sro Ha no.qco3HaHl4e norpe6urets (Pogxep AyrtN).
4. HefiporvrapKeruHr: BI43yanl4saIIwn smoqtuit (Apn4r Tpafi nal)'

5. Heft porvrapKerl4Hr (Maprapura Aryaru).

Pe\ax4uni

I Ysrramnoe roproBoe npepoxeHl4e (npuueu. ped.).
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