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SUMMARY 

 

Smotrova D.V. Organizational Support for Omnichannel Marketing in Retail 

Enterprises. – Qualification scientific work as a manuscript. 

Dissertation for the degree of Doctor of Philosophy in specialty 075 «Marketing». 

– Simon Kuznets Kharkiv National University of Economics, Kharkiv, 2025. 

The dissertation research is dedicated to substantiating the theoretical foundations 

and developing practical recommendations for the organizational support of omnichannel 

marketing in retail enterprises. The relevance of the topic stems from the urgent need for 

business entities to adapt to the challenges of digital transformation, the increasing 

expectations of consumers, and intensifying market competition. The study examines the 

essence of omnichannel marketing as a comprehensive system for managing channels of 

customer interaction, which ensures a unified, personalized, and seamless customer 

experience regardless of the communication channel used. It is demonstrated that the 

effective implementation of the omnichannel approach enhances customer satisfaction, 

stimulates repeat purchases, and fosters long-term brand loyalty. The research takes into 

account current trends associated with trade digitalization, the development of internet 

technologies, mobile applications, social media, and the growing role of data analytics in 

customer interaction. 

The theoretical section explores the conceptual and methodological aspects of 

omnichannel marketing as a modern strategy for integrated business-to-consumer 

interaction within the context of digital transformation. Rapid technological 

advancements, shifts in consumer preferences, the growing importance of mobile devices, 
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and heightened expectations regarding convenience, personalization, and consistency of 

brand experience are discussed. In an increasingly competitive environment and with the 

rising role of online channels, businesses must synchronize all customer touchpoints – 

both physical and digital – to ensure stable loyalty, increased profitability, and long-term 

competitive advantage. The study emphasizes that omnichannel marketing represents a 

logical evolution in marketing strategy – from production-oriented approaches to 

relationship marketing and digital-age transformation. 

The methodological framework includes systems analysis, structural-functional 

comparison, content analysis of key marketing definitions, and the examination of both 

domestic and international approaches to omnichannel implementation. Special attention 

is given to differentiating between multichannel and omnichannel strategies, with a focus 

on the synergistic nature of the latter. The study presents an overview of foreign 

omnichannel marketing models and their adaptation to the Ukrainian market. Tables 

provide comparative criteria for marketing channels, stages of omnichannel strategy 

implementation, and consumer segmentation models, highlighting the applied orientation 

of the research. 

The scientific novelty lies in the refinement of the definition of <omnichannel 

marketing= as an integrative approach to organizing marketing activities that encompasses 

all sales and communication channels, allowing customers to move freely between them 

without loss of service quality. The author presents an original interpretation of 

omnichannel marketing as a business philosophy centered on creating a unified customer 

experience across all channels. Key success factors identified include the use of CRM 

systems, customer behavior analytics, personalized communication, and a high level of 

organizational coordination. The research also analyzes integration challenges in 

Ukrainian companies, from limited IT synchronization to financial constraints. 

The practical value of the study lies in its applicability for developing marketing 

strategies in retail enterprises and improving internal business structures to ensure 

consistency across all customer interaction points. 
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The analytical section addresses the analytical and organizational support for 

omnichannel marketing in Ukraine9s retail sector – a topic of growing significance amidst 

digital transformation, competitive pressure, and economic instability driven by global 

shifts and the full-scale military aggression against Ukraine. The author asserts that 

omnichannel strategy is not merely a trend but a necessity for sustaining marketing 

effectiveness in a dynamic market. Particular emphasis is placed on the influence of socio-

economic changes, digitalization, and evolving consumer habits on retail organization. 

This section provides a comprehensive analysis of the retail trade landscape from 

2016 to 2022, highlighting trends in enterprise numbers and trade volume, including the 

effects of the COVID-19 pandemic and the ongoing war. For the first time, cluster analysis 

is applied to classify Ukrainian regions by levels of retail development, enabling 

regionally adaptive omnichannel strategies. Regions are grouped into three categories – 

high, medium, and low development – providing a practical foundation for targeted 

marketing solutions. 

Research methodology in this section includes statistical analysis, hierarchical 

clustering (Ward9s method, k-means), expert surveys, ranking methods, and the 

calculation of concordance coefficients, ensuring comprehensive and reliable findings. 

The author introduces a methodology for evaluating the effectiveness of marketing 

communications through an integral indicator based on 13 key criteria, including ROI, 

customer loyalty, innovativeness, and conversion rates. 

The scientific novelty of this part lies in the comprehensive application of cluster 

analysis to the regional retail market in the omnichannel context, enabling strategic 

classification of regions and formulation of region-specific guidelines. Additionally, a 

methodological approach is developed to assess sales performance factors, grounded in 

regional macroeconomic data. A comparative analysis of companies implementing 

various omnichannel strategies helps identify the most effective organizational models in 

Ukraine9s market. 

The practical significance lies in the potential to improve marketing strategies and 
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build more effective organizational models for marketing operations in dynamic market 

conditions, enhancing the competitiveness of Ukrainian retail enterprises. 

The empirical section presents a systemic approach to improving the organizational 

support of omnichannel marketing in Ukrainian retail businesses. The relevance is driven 

by the need for adaptation to digital transformation, changing consumer behavior, and 

rising demands for service quality. The author argues that the capacity to create a seamless 

customer journey – regardless of communication channel – is now a key competitive 

advantage. 

This section thoroughly analyzes the components of organizational support, from 

CRM implementation and marketing automation to personalized content and logistics. An 

original model is proposed that integrates these components into a unified system focused 

on customer experience. The process-based approach is substantiated as the most suitable 

managerial paradigm due to its flexibility, adaptability, and client-centric nature. A 

comparison of process management with other models further validates its effectiveness 

for omnichannel execution. 

Research methods used include systems analysis, comparative and case analysis, 

SWOT and PEST frameworks, correlation analysis, and surveys with marketing experts. 

Case studies of leading Ukrainian companies such as Rozetka, EVA, and Nova Poshta are 

explored. Recommendations are developed for TM <Rohanska= based on an analysis of 

its current marketing communication structure, proposing a new scheme that integrates 

online and offline channels. 

The scientific novelty of this section is the formulation of a ten-step algorithm for 

implementing organizational support for omnichannel marketing – from strategy 

development and readiness assessment to deployment, monitoring, and continuous 

improvement. Furthermore, a methodological approach to evaluating communication 

effectiveness is proposed, based on metrics such as conversion, ROI, customer 

satisfaction, channel transition rates, and repeat purchase percentages. For the first time 

in Ukrainian academic literature, a set of integration indicators for omnichannel marketing 
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has been developed and tailored to local market conditions. 

The results hold significant practical value for businesses seeking to optimize their 

marketing communication strategies, improve marketing efficiency, and deliver a 

seamless, personalized customer experience across all channels. 

Keywords: omnichannel marketing, retail enterprises, marketing strategy, 

marketing tools, marketing communications, organizational support for marketing, retail 

trade, marketing activities of the enterprise. 
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4>EV4 =0 4CHC =0A5;5==O) 2?;820є =0 :C?V25;L=C A?@><>6=VABL A?>6820GV2 V ?>?8B 

=0 B>20@8 B0 ?>A;C38. #V4 G0A 5:>=><VG=>3> A?04C <0@:5B8=3>2V AB@0B53VW <>6CBL 

1CB8 A?@O<>20=V =0 7=86:8 01> ;>O;L=VABL :;Vє=BV2; 

:>=:C@5=FVO. �>=:C@5=B=5 A5@54>28I5 2?;820є =0 281V@ AB@0B53VW <0@:5B8=3C. 

�8A>:0 :>=:C@5=FVO 28<030є 1V;LH 03@5A82=>W @5:;0<8, 48D5@5=FV0FVW ?@>4C:FVW B0 

?>:@0I5==O >1A;C3>2C20==O :;Vє=BV2; 

A>FV0;L=V B0 :C;LBC@=V D0:B>@8. �<V=8 2 A>FV0;L=8E 2?>4>10==OE, FV==>ABOE V 

AB8;V 68BBO A?>6820GV2 2?;820NBL =0 281V@ <0@:5B8=3>28E :0=0;V2 V ?>2V4><;5=L. 

!0?@8:;04, 7@>AB0==O V=B5@5AC 4> 5:>;>3VG=> G8AB8E ?@>4C:BV2 28<030є 2V4 

:><?0=V9 040?B0FVW A2>WE <0@:5B8=3>28E AB@0B53V9; 

B5E=>;>3VG=V 7<V=8. �?@>20465==O =>28E B5E=>;>3V9 (0=0;VB8:0 25;8:8E 

40=8E, 02B><0B870FVO <0@:5B8=3C, <>1V;L=V 4>40B:8) <>65 ACBBє2> 7<V=8B8 ?V4E>48 

4> <0@:5B8=3C, 2V4:@820NG8 =>2V <>6;82>ABV 4;O 270є<>4VW 7 :;Vє=B0<8; 

?@02>2V B0 @53C;OB>@=V D0:B>@8. �<V=8 2 70:>=>402AB2V (@53C;N20==O @5:;0<8, 

70E8AB ?5@A>=0;L=8E 40=8E) <>6CBL 28<030B8 :>@5:FVW <0@:5B8=3>28E AB@0B53V9 V 

B0:B8:. 

"<=V:0=0;L=89 <0@:5B8=3 ?5@5410G0є C73>465=C 270є<>4VN 7 :;Vє=B0<8 G5@57 

@V7=V :0=0;8 :><C=V:0FVW – >=;09= B0 >D;09=. �;O 5D5:B82=>3> 70157?5G5==O 

><=V:0=0;L=>3> <0@:5B8=3C :><?0=VW <0NBL 2@0E>2C20B8 4>40B:>2V D0:B>@8, I> 

287=0G0NBL WE 740B=VABL V=B53@C20B8 @V7=V :0=0;8 B0 C?@02;OB8 =8<8 O: є48=>N 

A8AB5<>N. 
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!0O2=VABL A?5FV0;V7>20=>3> 2V44V;C ><=V:0=0;L=>3> <0@:5B8=3C B0 5D5:B82=0 

:>>@48=0FVO <V6 @V7=8<8 DC=:FV>=0;L=8<8 2V44V;0<8 (<0@:5B8=3, ?@>406V, IT, 

;>3VAB8:0, >1A;C3>2C20==O :;Vє=BV2) є :@8B8G=8<8 4;O CA?VH=>3> 70157?5G5==O 

><=V:0=0;L=>3> <0@:5B8=3C. �=CG:0 <0B@8G=0 AB@C:BC@0 C?@02;V==O 4>72>;Oє 

H284:> @503C20B8 =0 7<V=8 @8=:C, 70157?5GC20B8 V=B53@0FVN :0=0;V2 V ?>:@0IC20B8 

270є<>4VN 7 :;Vє=B0<8. �>@?>@0B82=0 :C;LBC@0, O:0 ?V4B@8<Cє V==>20FVW B0 

>@Vє=B0FVN =0 :;Vє=B0, B0:>6 A?@8Oє 5D5:B82=><C 2?@>20465==N ><=V:0=0;L=8E 

AB@0B53V9. #>ABV9=5 =02G0==O A?V2@>1VB=8:V2 =>28< V=AB@C<5=B0<, B5E=>;>3VO< B0 

><=V:0=0;L=8< AB@0B53VO< є 206;828< D0:B>@>< 70157?5G5==O 5D5:B82=>ABV. 

%?V2@>1VB=8:8 <0NBL @>7C<VB8, O: ?@0FNNBL @V7=V :0=0;8 B0 O: WE V=B53@C20B8 4;O 

4>AO3=5==O <0:A8<0;L=>3> @57C;LB0BC. 

&5E=>;>3VG=V 7<V=8 (=0?@8:;04, 2?@>20465==O HBCG=>3> V=B5;5:BC, 0=0;VB8:8 

25;8:8E 40=8E) B0 7<V=8 2 ?>254V=FV A?>6820GV2 (?5@52030 4> <>1V;L=8E ?;0BD>@<, 

>=;09=-:0=0;V2) 28<030NBL 040?B0FVW ><=V:0=0;L=8E AB@0B53V9 4;O 70157?5G5==O 

:>=:C@5=B>A?@><>6=>ABV =0 @8=:C. �?@>20465==O V V=B53@0FVO ACG0A=8E 

B5E=>;>3V9, B0:8E O: CRM-A8AB5<8, A8AB5<8 C?@02;V==O :>=B5=B>< (CMS), 

?;0BD>@<8 02B><0B870FVW <0@:5B8=3C B0 0=0;VB8G=V V=AB@C<5=B8, є :;NG>28<8 4;O 

CA?VH=>W ><=V:0=0;L=>W AB@0B53VW. �>=8 4>72>;ONBL 70157?5G8B8 є48=89 ?>3;O4 =0 

:;Vє=B0 B0 5D5:B82=> :5@C20B8 40=8<8 7 @V7=8E :0=0;V2. #@>F5A8 V=B53@0FVW @V7=8E 

<0@:5B8=3>28E :0=0;V2 (>=;09= B0 >D;09=), ?5@A>=0;V70FVW ?>2V4><;5=L, 

A8=E@>=V70FVW :><C=V:0FV9 є :@8B8G=8<8 4;O AB2>@5==O є48=>3> V 157?5@5@2=>3> 

1@5=4-5:A?V@Vє=AC 4;O :;Vє=BV2. '73>465=VABL V ?>A;V4>2=VABL ?@>F5AV2 4>?><030NBL 

?V428I8B8 @V25=L 704>2>;5=>ABV :;Vє=BV2 V 70157?5G8B8 AB01V;L=89 @V25=L ?@>406V2. 

$V25=L :>=:C@5=FVW =0 @8=:C 2?;820є =0 281V@ ><=V:0=0;L=8E AB@0B53V9. /:I> 

:>=:C@5=B8 0:B82=> 28:>@8AB>2CNBL ><=V:0=0;L=89 ?V4EV4, :><?0=VW 4>2>48BLAO 

V=25ABC20B8 2 0=0;>3VG=V B5E=>;>3VW B0 @5AC@A8 4;O 715@565==O A2>єW 

:>=:C@5=B>A?@><>6=>ABV. 
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(0:B>@8, I> 2?;820NBL =0 <0@:5B8=3>2C 4VO;L=VABL V >@30=V70FV9=5 

70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, <0NBL @V7=5 ?>E>465==O V E0@0:B5@, 0;5 

2AV 2>=8 270є<>4VNBL V 2?;820NBL =0 CA?VE <0@:5B8=3>2>W 4V;L=>ABV. �=CB@VH=V 

D0:B>@8 287=0G0NBL, =0A:V;L:8 4>1@5 :><?0=VO <>65 >@30=V7C20B8 A2>N 4VO;L=VABL, 

0 7>2=VH=V D0:B>@8 48:BCNBL C<>28, 2 O:8E FO 4VO;L=VABL @50;V7CєBLAO. $>7C<V==O 

F8E D0:B>@V2 B0 WE 2?;82C є >A=>2>N 4;O CA?VH=>3> ?;0=C20==O V @50;V70FVW 

><=V:0=0;L=8E <0@:5B8=3>28E AB@0B53V9. 

�;O 287=0G5==O 2=CB@VH=VE G8==8:V2, O:V 2?;820NBL =0 >@30=V70FV9=5 

70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C 1C;> @>7@>1;5=> 0=:5BC (�>40B>: �). 

�>=0 4>72>;8BL 28O2;5==O A;01:V V A8;L=V AB>@>=8 ?V4?@8є<AB20 =0 >A=>2V 

?>1C4>20=>W SWOT-<0B@8FV ?> >B@8<0=8E @57C;LB0BV2. 

!0 >A=>2V 2V4?>2V459 =0 40=C 0=:5BC A?V2@>1VB=8:V2 &  <$>30=AL:0=, 1C;> 

?@>2545=> 0=0;V7 @57C;LB0BV2 4;O ?>1C4>28 SWOT-<0B@8FV. � FL><C 28?04:C B0:>6 

1C;> AD>@<>20=> D>:CA 3@C??C 7 10 ;N459, I> 709<0NBL ?>A048 <0@:5B>;>3V2 C 

2V4?>2V4=V9 :><?0=VW, 01> A?>@V45=V ?>A048. !86G5 1C45 ?@54AB02;5=> 2V4?>2V4V 

A?V2@>1VB38:V2 &  <$>30=AL:0= =0 0=:5BC20==O. 

1. "A=>2=V A8;L=V AB>@>=8 (>1@0=> 4> 3-E 20@V0=BV2): 

28A>:0 O:VABL ?@>4C:FVW / ?>A;C3; 

A8;L=0 @5?CB0FVO 1@5=4C; 

28A>:0 :20;VDV:0FVO ?5@A>=0;C; 

2. "FV=:0 206;82>ABV A8;L=8E AB>@V= (A5@54=V9 10; 70 H:0;>N 1-5): 

28A>:0 O:VABL ?@>4C:FVW / ?>A;C3 - 4.5 

A8;L=0 @5?CB0FVO 1@5=4C - 4.2 

5D5:B82=V ?@>F5A8 28@>1=8FB20 / ?>AB0G0==O - 3.7 

28A>:0 :20;VDV:0FVO ?5@A>=0;C - 4.4 

AB01V;L=0 DV=0=A>20 A8BC0FVO - 3.5 

3. "A=>2=V A;01:V AB>@>=8 (>1@0=> 4> 3-E 20@V0=BV2): 

=54>AB0B=V9 @>728B>: V==>20FV9; 
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A;01:0 :><C=V:0FVO <V6 2V44V;0<8; 

>1<565=V DV=0=A>2V @5AC@A8 

4. "FV=:0 206;82>ABV A;01:8E AB>@V= (A5@54=V9 10; 70 H:0;>N 1-5): 

=54>AB0B=V9 @>728B>: V==>20FV9 - 4.3 

A;01:0 :><C=V:0FVO <V6 2V44V;0<8 - 4.6 

28A>:V 28B@0B8 =0 28@>1=8FB2> / ?>AB0G0==O - 3.8 

=54>AB0B=O <0@:5B8=3>20 0:B82=VABL - 4.0 

>1<565=V DV=0=A>2V @5AC@A8 - 4.5 

5. "A=>2=V <>6;82>ABV (>1@0=> 4> 3-E 20@V0=BV2): 

28EV4 =0 =>2V @8=:8; 

@>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO; 

?0@B=5@AB20 7 V=H8<8 :><?0=VO<8 

6. "FV=:0 206;82>ABV <>6;82>AB59 (A5@54=V9 10; 70 H:0;>N 1-5): 

28EV4 =0 =>2V @8=:8 - 4.5; 

@>7H8@5==O 0A>@B8<5=BC ?@>4C:FVW / ?>A;C3 - 4.0; 

V=25ABC20==O 2 =>2V B5E=>;>3VW - 4.2; 

@>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO - 4.7; 

?0@B=5@AB20 7 V=H8<8 :><?0=VO<8 - 4.3 

7. "A=>2=V 703@>78 (>1@0=> 4> 3-E 20@V0=BV2): 

7@>AB0NG0 :>=:C@5=FVO; 

5:>=><VG=0 =5AB01V;L=VABL; 

B5E=>;>3VG=V 7<V=8, I> ?>B@51CNBL 040?B0FVW 

8. "FV=:0 206;82>ABV 703@>7 (A5@54=V9 10; 70 H:0;>N 1-5): 

7@>AB0NG0 :>=:C@5=FVO - 4.6 

5:>=><VG=0 =5AB01V;L=VABL - 4.5 

7<V=8 C 70:>=>402AB2V 01> @53C;OFVOE - 4.1 

B5E=>;>3VG=V 7<V=8, I> ?>B@51CNBL 040?B0FVW - 4.3 

2B@0B0 :;NG>28E :;Vє=BV2 01> ?>AB0G0;L=8:V2 - 4.2 
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9. �C<:8 I>4> V=H8E A8;L=8E, A;01:8E AB>@V=, <>6;82>AB59 G8 703@>7: 

?V4?@8є<AB2> "$>30=AL:0" <0є ?>B5=FV0; 4;O 7@>AB0==O G5@57 ?V428I5==O 

O:>ABV 2=CB@VH=VE :><C=V:0FV9 B0 2?@>20465==O V==>20FV9. 

10. �@>:8 4;O ?V428I5==O 5D5:B82=>ABV <0@:5B8=3>2>W 4VO;L=>ABV: 

@>7@>1:0 ?;0=C 24>A:>=0;5==O :><C=V:0FVW <V6 2V44V;0<8; 

V=25ABC20==O 2 =>2V B5E=>;>3VW B0 @>728B>: >=;09=-?@>406V2. 

!0 >A=>2V >B@8<0=8E 40=8E <>6=0 A:;0AB8 SWOT-<0B@8FN 4;O ?V4?@8є<AB20 

"$>30=AL:0" (B01;. 2.9). 

"45?<JO 2.9 

SWOT-<0B@8FO 4;O ?V4?@8є<AB20 "$>30=Aь:0" 

 %8;L=V AB>@>=8 (Strengths) %;01:V AB>@>=8 (Weaknesses) 

 >6;82>ABV 
(Opportunitie

s) 

SO-%B@0B53VW: WO-%B@0B53VW: 

1. �8EV4 =0 =>2V @8=:8 7 28A>:>O:VA=>N 
?@>4C:FVєN B0 A8;L=>N @5?CB0FVєN 

1@5=4C. 

1. $>7@>1:0 2=CB@VH=VE B@5=V=3V2 
4;O ?>:@0I5==O :><C=V:0FVW <V6 

2V44V;0<8. 

2. $>728B>: >=;09=-?@>406V2, 
28:>@8AB>2CNG8 :20;VDV:0FVN ?5@A>=0;C. 

2. �=25ABC20==O C =>2V B5E=>;>3VW 
4;O 7<5=H5==O 28B@0B B0 
?V428I5==O V==>20FV9=>ABV. 

3. %B2>@5==O ?0@B=5@AB2 4;O @>7H8@5==O 
48AB@81CFVW B0 4>ABC?C 4> =>28E @8=:V2. 

3. #>A8;5==O <0@:5B8=3>2>W 
0:B82=>ABV G5@57 ?>:@0I5==O 
2=CB@VH=L>W :>>@48=0FVW. 

�03@>78 
(Threats) 

ST-%B@0B53VW: WT-%B@0B53VW: 
1. �8:>@8AB0==O A8;L=>W @5?CB0FVW 
1@5=4C 4;O 1>@>BL18 7V 7@>AB0NG>N 

:>=:C@5=FVєN. 

1. "=>2;5==O V==>20FV9=>W 
AB@0B53VW 4;O 040?B0FVW 4> 
B5E=>;>3VG=8E 7<V=. 

2. �0;CG5==O :20;VDV:>20=8E 
A?V2@>1VB=8:V2 4;O H284:>W 040?B0FVW 4> 

7<V= =0 @8=:C. 

2. "?B8<V70FVO 2=CB@VH=VE 
?@>F5AV2 4;O 7<5=H5==O 28B@0B V 
?>:@0I5==O DV=0=A>2>W ABV9:>ABV. 

3. �8:>@8AB0==O DV=0=A>2>W AB01V;L=>ABV 
4;O ?V43>B>2:8 4> 5:>=><VG=>W 

=5AB01V;L=>ABV. 

3. %B2>@5==O ?;0=C <V=V<V70FVW 
@878:V2 2V4 2B@0B8 :;NG>28E 
:;Vє=BV2 01> ?>AB0G0;L=8:V2. 

 

%8;L=V AB>@>=8 ?V4?@8є<AB20 &  $>30=AL:0: <0є 28A>:C O:VABL ?@>4C:FVW, 

A8;L=C @5?CB0FVN 1@5=4C V 28A>:>:20;VDV:>20=89 ?5@A>=0;. *V D0:B>@8 <>6=0 

28:>@8AB>2C20B8 4;O @>7H8@5==O =0 =>2V @8=:8 B0 @>728B:C ?0@B=5@AB2.  
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%;01:V AB>@>=8 2:;NG0NBL =54>AB0B=V9 @>728B>: V==>20FV9, A;01:C 

:><C=V:0FVN <V6 2V44V;0<8 B0 >1<565=V DV=0=A>2V @5AC@A8. �;O WE ?>4>;0==O 

?>B@V1=> V=25ABC20B8 C =>2V B5E=>;>3VW, ?>:@0IC20B8 2=CB@VH=V :><C=V:0FVW B0 

>?B8<V7C20B8 DV=0=A>2V ?>B>:8.  

 >6;82>ABV ?V4?@8є<AB20 F5 28EV4 =0 =>2V @8=:8, @>728B>: >=;09=-?@>406V2 

V AB2>@5==O ?0@B=5@AB20 4;O @>ABC V 4825@A8DV:0FVW. #V4?@8є<AB2> <>65 

28:>@8AB>2C20B8 A2>W A8;L=V AB>@>=8 4;O @50;V70FVW F8E <>6;82>AB59. 

�03@>78 ?V4?@8є<AB20 - F5 7@>AB0NG0 :>=:C@5=FVO, 5:>=><VG=0 =5AB01V;L=VABL 

B0 B5E=>;>3VG=V 7<V=8 є 703@>70<8 4;O ?V4?@8є<AB20. ->1 <V=V<V7C20B8 WE=V9 2?;82, 

=5>1EV4=> 040?BC20B8 AB@0B53VW 4> 7<V= 7>2=VH=L>3> A5@54>28I0, 7 >:@5<0, 

>=>2;N20B8 V==>20FV9=C AB@0B53VN B0 ?>:@0IC20B8 2=CB@VH=V ?@>F5A8. 

SWOT-<0B@8FO 4>?><030є 287=0G8B8 AB@0B53VW, O:V <0:A8<V7CNBL A8;L=V 

AB>@>=8 B0 <>6;82>ABV ?V4?@8є<AB20 "$>30=AL:0", 0 B0:>6 <V=V<V7CNBL A;01:V 

AB>@>=8 B0 703@>78. �8:>@8AB0==O F8E AB@0B53V9 4>72>;8BL ?V4?@8є<AB2C 5D5:B82=> 

:>=:C@C20B8 =0 @8=:C, @>72820B8AO V ?>:@0IC20B8 A2>W @57C;LB0B8. 

�0;V 1C45 ?@54AB02;5=> 0=:5BC (�>40B>: �) 4;O ?>1C4>28 PEST-<0B@8FV, 

0=0;V7C 2?;82C ?>;VB8G=8E, 5:>=><VG=8E, A>FV0;L=8E B0 B5E=>;>3VG=8E D0:B>@V2 =0 

4VO;L=VABL :><?0=VW. 

!0 >A=>2V 2V4?>2V459 =0 40=C 0=:5BC A?V2@>1VB=8:V2 &  <$>30=AL:0=, 1C;> 

?@>2545=> 0=0;V7 @57C;LB0BV2 4;O ?>1C4>28 PEST-<0B@8FV. !86G5 1C45 

?@54AB02;5=> 2V4?>2V4V A?V2@>1VB=8:V2 &  <$>30=AL:0= =0 0=:5BC20==O, 

B01;8FO 2.10.  

"45?<JO 2.10 

�V4?>2V4V A?V2@>1VB=8:V2 &  <$>30=Aь:0= =0 ?8B0==O 0=:5B8 

#>:07=8: �V4?>2V4L 
#>;VB8G=0 AB01V;L=VABL C :@0W=V 2?;820є =0 
4VO;L=VABL =0H>3> ?V4?@8є<AB20 

�C65 A8;L=> 2?;820є - 40% 

%8;L=> 2?;820є - 30% 

#><V@=> 2?;820є - 20% 

%;01:> 2?;820є - 10% 

!5 2?;820є - 0% 
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�DB8B6:9AAO F45?<JV 2.10 

#>:07=8: �V4?>2V4L 
+0AB>B0 7<V= C 70:>=>402AB2V, O:V 
2?;820NBL =0 >?5@0FV9=V ?@>F5A8 

�C65 G0AB> - 35% 

+0AB> - 45% 

$V4:> - 15% 

�C65 @V4:> - 5% 

!V:>;8 - 0% 

�0:>=>402GV 7<V=8, O:V <>6CBL =091V;LH5 
2?;8=CB8 =0 4VO;L=VABL =0H>3> 
?V4?@8є<AB20 

#>40B:>25 @53C;N20==O - 50% 

�:>;>3VG=V AB0=40@B8 - 30% 

&@C4>25 70:>=>402AB2> - 40% 

$53C;OFVW I>4> 157?5:8 B0 O:>ABV ?@>4C:FVW - 20% 

�=H5 - 10% 

�:>=><VG=0 =5AB01V;L=VABL 2?;820є =0 
4VO;L=VABL =0H>3> ?V4?@8є<AB20 

�C65 A8;L=> 2?;820є - 45% 

%8;L=> 2?;820є - 30% 

#><V@=> 2?;820є - 15% 

%;01:> 2?;820є - 10% 

!5 2?;820є - 0% 

�:>=><VG=V D0:B>@8, I> <0NBL =091V;LH89 
2?;82 =0 ?V4?@8є<AB2> 

�=D;OFVO - 55% 

�C@A 20;NB - 45% 

�C?V25;L=0 A?@><>6=VABL =0A5;5==O - 60% 

�V4A>B:>2V AB02:8 - 30% 

$V25=L 157@>1VBBO - 25% 

�?;82 5:>=><VG=8E C<>2 =0 ?@>406V 
?@>4C:FVW 

5 - 40%; 4 - 35%; 3 - 15%; 2 - 10%; 1 - 0% 

�<V=8 2 A?>682G8E 2?>4>10==OE 2?;820NBL 
=0 4VO;L=VABL =0H>3> ?V4?@8є<AB20 

�C65 A8;L=> 2?;820NBL - 40% 

%8;L=> 2?;820NBL - 35% 

#><V@=> 2?;820NBL - 15% 

%;01:> 2?;820NBL - 10% 

!5 2?;820NBL - 0% 

%>FV0;L=V D0:B>@8, I> <0NBL =091V;LH89 
2?;82 =0 ?V4?@8є<AB2> 

�5<>3@0DVG=V 7<V=8 - 40% 

�<V=8 2 :C;LBC@=8E V A>FV0;L=8E FV==>ABOE - 30% 

$V25=L >A2VB8 B0 :20;VDV:0FVW =0A5;5==O - 50% 

�<V=8 2 AB8;V 68BBO V 2?>4>10==OE A?>6820GV2 - 
45% 

$V25=L 704>2>;5=>ABV :;Vє=BV2 =0H>N 
?@>4C:FVєN 

5 - 50%; 4 - 30%; 3 - 15%; 2 - 5%; 1 - 0% 

,284:VABL 040?B0FVW :><?0=VW 4> 
B5E=>;>3VG=8E 7<V= 

�C65 H284:> - 20%; ,284:> - 40%; %5@54=L> - 
30%; #>2V;L=> - 10%; �C65 ?>2V;L=> - 0% 

&5E=>;>3VG=V D0:B>@8, I> <0NBL 
=091V;LH89 2?;82 =0 ?V4?@8є<AB2> 

�?@>20465==O =>28E B5E=>;>3V9 C 28@>1=8FB2V - 
45% 

$>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO - 
50% 

�==>20FVW C ?@>4C:B0E G8 ?>A;C30E - 35% 

$>728B>: V=D>@<0FV9=8E B5E=>;>3V9 B0 
:V15@157?5:8 -30% 

�06;82VABL V==>20FV9 B0 2?@>20465==O 
=>28E B5E=>;>3V9 4;O CA?VEC ?V4?@8є<AB20 

5 - 55%; 4 - 30%; 3 - 10%; 2 - 5%; 1 - 0% 



125

&0:>6 =0 >A=>2V 40=8E 7 0=:5B8 <>6=0 ?>1C4C20B8 PEST-<0B@8FN, O:0 

4>72>;8BL >FV=8B8 2?;82 7>2=VH=VE D0:B>@V2 =0 ?V4?@8є<AB2> &  "$>30=AL:0". � 

FL><C 28?04:C B0:>6 1C;> AD>@<>20=> D>:CA 3@C?C 7 10 ;N459, I> 709<0NBL 

?>A048 <0@:5B>;>3V2 C 2V4?>2V4=V9 :><?0=VW, 01> A?>@V4=5=V ?>A048. PEST-0=0;V7 

2:;NG0є G>B8@8 >A=>2=V :><?>=5=B8: ?>;VB8G=V, 5:>=><VG=V, A>FV0;L=V B0 

B5E=>;>3VG=V D0:B>@8 (B01;. 2.11). 

"45?<JO 2.11 

PEST-0=0;V7 4;O ?V4?@8є<AB20 &  "$>30=Aь:0" 

(0:B>@8 (0:B>@8 �?;82 =0 ?V4?@8є<AB2> &  "$>30=AL:0" 

#>;VB8G=V 
 

 

1. #>40B:>25 
@53C;N20==O 

+0ABV 7<V=8 C ?>40B:>2V9 ?>;VB8FV <>6CBL 2?;8=CB8 =0 
DV=0=A>2C AB01V;L=VABL V 28<030B8 H284:>W 040?B0FVW 
DV=0=A>28E AB@0B53V9 

2. &@C4>25 
70:>=>402AB2> 

�8<>38 4> 157?5:8 ?@0FV B0 @>1>G8E C<>2 <>6CBL 
28<030B8 4>40B:>28E 28B@0B B0 >=>2;5==O ?@>F54C@ 
C?@02;V==O ?5@A>=0;><. 

3. �:>;>3VG=V 
AB0=40@B8 

!>2V 5:>;>3VG=V @53C;OFVW <>6CBL 28<030B8 7<V= C 
28@>1=8G8E ?@>F5A0E, I> ?>B@51CNBL V=25AB8FV9 2 
<>45@=V70FVN. 

�:>=><VG=V 
 

 

1. �=D;OFVO 
�@>AB0==O V=D;OFVW <>65 ?V428I8B8 28B@0B8 =0 
A8@>28=C B0 7<5=H8B8 :C?V25;L=C A?@><>6=VABL 
A?>6820GV2, I> <>65 2?;8=CB8 =0 >1AO38 ?@>406V2. 

2. �C@A 20;NB 
�>;820==O :C@AC 20;NB <>65 2?;8=CB8 =0 V<?>@B>20=C 
A8@>28=C B0 28B@0B8 =0 5:A?>@B, I> <>65 A?@8G8=8B8 
DV=0=A>2V 2B@0B8 01> 28<030B8 7<V= 2 FV=>2V9 ?>;VB8FV. 

3. �C?V25;L=0 
A?@><>6=VABL 
=0A5;5==O 

�<5=H5==O :C?V25;L=>W A?@><>6=>ABV 157?>A5@54=L> 
2?;820є =0 ?>?8B =0 ?@>4C:FVN ?V4?@8є<AB20. 

%>FV0;L=V 
 

 

1. $V25=L >A2VB8 B0 
:20;VDV:0FVW 
=0A5;5==O 

�8A>:89 @V25=L :20;VDV:0FVW ?@0FV2=8:V2 A?@8Oє 
?V428I5==N ?@>4C:B82=>ABV B0 O:>ABV ?@>4C:FVW, I> 
<>65 AB0B8 :>=:C@5=B=>N ?5@5203>N. 

2. �5<>3@0DVG=V 
7<V=8 

%B0@V==O =0A5;5==O 01> 7<5=H5==O G8A5;L=>ABV 
=0A5;5==O C ?52=8E @53V>=0E <>65 7=878B8 >1AO3 
?@>406V2, I> 28<030є ?5@53;O4C <0@:5B8=3>28E 
AB@0B53V9. 

3. �<V=8 2 
:C;LBC@=8E V 
A>FV0;L=8E 
FV==>ABOE 

#V4?@8є<AB2C ?>B@V1=> 040?BC20B8AO 4> 7<V=8 
A?>682G8E ?5@5203 V B5=45=FV9, I> ?>ABV9=> 
7<V=NNBLAO, I>1 70;8H0B8AO :>=:C@5=B>A?@><>6=8<. 

&5E=>;>3VG=V  
1. �?@>20465==O 
=>28E B5E=>;>3V9 C 
28@>1=8FB2V 

�=25AB8FVW 2 =>2V B5E=>;>3VW 4>?><>6CBL ?V4?@8є<AB2C 
?V428I8B8 5D5:B82=VABL 28@>1=8FB20 B0 7<5=H8B8 
28B@0B8, I> 70157?5G8BL ABV9:VABL =0 @8=:C. 

 



126

�DB8B6:9AAO F45?<JV 2.11 

(0:B>@8 (0:B>@8 �?;82 =0 ?V4?@8є<AB2> &  "$>30=AL:0" 

 

2. $>728B>: >=;09=-

?@>406V2 B0 
4V468B0;V70FVO 

#V4?@8є<AB2> <0є <>6;82VABL @>7H8@8B8 A2V9 @8=>: 
71CBC V 7<5=H8B8 28B@0B8 =0 B@048FV9=V D>@<8 
?@>406V2, I> 4>72>;8BL ?V428I8B8 ?@81CB:>2VABL. 

3. �==>20FVW C 
?@>4C:B0E G8 
?>A;C30E 

#>ABV9=5 24>A:>=0;5==O ?@>4C:BV2 01> ?>A;C3 4>?><>65 
704>2>;L=8B8 =>2V 28<>38 :;Vє=BV2 V ?>A8;8B8 ?>78FVW =0 
@8=:C, I> >A>1;82> 206;82> 2 C<>20E H284:8E 
B5E=>;>3VG=8E 7<V=. 

 

+0ABV 7<V=8 2 ?>40B:>2><C @53C;N20==V B0 B@C4>2><C 70:>=>402AB2V <>6CBL 

=530B82=> 2?;8=CB8 =0 DV=0=A>2C AB01V;L=VABL ?V4?@8є<AB20 "$>30=AL:0". �>=8 

?>B@51CNBL 2V4 ?V4?@8є<AB20 H284:>W 040?B0FVW DV=0=A>28E B0 C?@02;V=AL:8E 

AB@0B53V9. �@V< B>3>, 7@>AB0==O 5:>;>3VG=8E 28<>3 <>65 7<CA8B8 ?V4?@8є<AB2> 

V=25ABC20B8 2 <>45@=V70FVN 28@>1=8G8E ?@>F5AV2 4;O 2V4?>2V4=>ABV =>28< 

AB0=40@B0<. 

"A=>2=V 5:>=><VG=V 28:;8:8 4;O "$>30=AL:>W" 2:;NG0NBL V=D;OFVN, 20;NB=V 

:>;820==O B0 7<V=C :C?V25;L=>W A?@><>6=>ABV =0A5;5==O. �@>AB0==O V=D;OFVW B0 

20;NB=8E @878:V2 <>65 ?V428I8B8 28B@0B8 =0 A8@>28=C V 7=878B8 

:>=:C@5=B>A?@><>6=VABL ?@>4C:FVW ?V4?@8є<AB20 O: =0 2=CB@VH=L><C, B0: V =0 

7>2=VH=L><C @8=:0E. �<5=H5==O :C?V25;L=>W A?@><>6=>ABV =0A5;5==O B0:>6 

=0?@O<C 2?;8=5 =0 ?>?8B =0 ?@>4C:FVN ?V4?@8є<AB20. 

#V4?@8є<AB2C 206;82> 2@0E>2C20B8 @V25=L :20;VDV:0FVW ?@0FV2=8:V2 V 

45<>3@0DVG=V 7<V=8 C @53V>=V. �8A>:89 @V25=L :20;VDV:0FVW ?@0FV2=8:V2 A?@8Oє 

?V428I5==N ?@>4C:B82=>ABV B0 O:>ABV ?@>4C:FVW. "4=0: AB0@V==O =0A5;5==O 01> 

9>3> 7<5=H5==O <>65 2?;8=CB8 =0 >1AO38 ?@>406V2, I> ?>B@51Cє ?5@53;O4C 

<0@:5B8=3>28E AB@0B53V9. #V4?@8є<AB2C B0:>6 20@B> 040?BC20B8AO 4> 7<V= C 

:C;LBC@=8E V A>FV0;L=8E FV==>ABOE, I>1 70;8H0B8AO 0:BC0;L=8< 4;O A?>6820GV2. 

�=25AB8FVW C =>2V B5E=>;>3VW B0 V==>20FVW є 206;828<8 4;O ?V4?@8є<AB20 &  

"$>30=AL:0" 4;O ?V4B@8<:8 :>=:C@5=B>A?@><>6=>ABV. �?@>20465==O =>28E 

B5E=>;>3V9 4>72>;8BL >?B8<V7C20B8 28@>1=8GV ?@>F5A8, 7=878B8 28B@0B8 B0 



127

?V428I8B8 5D5:B82=VABL. $>728B>: >=;09=-?@>406V2 V 4V468B0;V70FVO 4>?><>65 

?V4?@8є<AB2C @>7H8@8B8 @8=>: 71CBC, 7<5=H8B8 28B@0B8 =0 B@048FV9=V D>@<8 

?@>406V2 V ?V428I8B8 ?@81CB:>2VABL. 

PEST-0=0;V7 ?>:07Cє, I> ?V4?@8є<AB2C "$>30=AL:0" =5>1EV4=> ?>ABV9=> 

<>=VB>@8B8 B0 040?BC20B8AO 4> 7<V= C 7>2=VH=L><C A5@54>28IV, 2?@>2046C20B8 

=>2VB=V B5E=>;>3VW B0 040?BC20B8 A2>W <0@:5B8=3>2V B0 >?5@0FV9=V AB@0B53VW 

2V4?>2V4=> 4> 7<V= C ?>;VB8G=8E, 5:>=><VG=8E, A>FV0;L=8E B0 B5E=>;>3VG=8E 

D0:B>@0E. *5 4>72>;8BL 715@53B8 AB01V;L=VABL B0 70157?5G8B8 ?>40;LH5 7@>AB0==O V 

@>728B>: ?V4?@8є<AB20 =0 :>=:C@5=B=><C @8=:C. 

�0 4>?><>3>N <5B>4C ?>@V2=O;L=>3> 0=0;V7C <>6=0 287=0G8B8 D0:B>@8, I> 

74V9A=NNBL =091V;LH89 2?;82. �8:>@8AB>2Cє<> >FV=:8 206;82>ABV D0:B>@V2, 

7V1@0=V 2 0=:5B0E, 4;O 287=0G5==O WE=L>3> @V2=O 2?;82C. (0:B>@8 73@C?>20=V 70 

:0B53>@VO<8: ?>;VB8G=V, 5:>=><VG=V, A>FV0;L=V B0 B5E=>;>3VG=V (PEST). �>65= D0:B>@ 

>B@8<Cє >FV=:C 70 H:0;>N 2V4 1 4> 5, 45 5 – 4C65 206;82>, 0 1 – 7>2AV< =5206;82>. 

$>7@0E>2Cє<> A5@54=є 7=0G5==O 4;O :>6=>W 3@C?8 D0:B>@V2 =0 >A=>2V >FV=>:. 

#@8A2>Nє<> @0=38 3@C?0< D0:B>@V2 70;56=> 2V4 WE A5@54=VE 7=0G5=L. �@C?0 7 

=0928I8< A5@54=V< 7=0G5==O< >B@8<Cє @0=3 1, 4@C30 – @0=3 2, V B0: 40;V. 

%5@54=O >FV=:0 4;O ?>;VB8G=8E D0:B>@V2 = 4.1.  

%5@54 5:>=><VG=8E D0:B>@V2 (5:>=><VG=0 =5AB01V;L=VABL - 4.5, 7@>AB0NG0 

:>=:C@5=FVO - 4.6, 28A>:V 28B@0B8 =0 28@>1=8FB2> / ?>AB0G0==O - 3.8). %5@54=O >FV=:0 

4;O 5:>=><VG=8E D0:B>@V2: A5@54=O >FV=:0=4.5+4.6+3.83=4.3  

%5@54 A>FV0;L=8E D0:B>@V2 (;>O;L=VABL :;Vє=BV2 V 704>2>;5==O - 4.5, 

?V428I5==O :20;VDV:0FVW ?5@A>=0;C (28A>:0 :20;VDV:0FVO ?5@A>=0;C) - 4.4, ?>B@510 C 

?V428I5==V :><C=V:0FVW <V6 2V44V;0<8 - 4.6). %5@54=O >FV=:0 4;O A>FV0;L=8E 

D0:B>@V2: A5@54=O >FV=:0=4.5+4.4+4.63=4.5  

%5@54 B5E=>;>3VG=8E D0:B>@V2 ( B5E=>;>3VG=V 7<V=8, I> ?>B@51CNBL 040?B0FVW 

- 4.3, @>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO - 4.7, V=25ABC20==O 2 =>2V 

B5E=>;>3VW - 4.2). %5@54=O >FV=:0 4;O B5E=>;>3VG=8E D0:B>@V2: 



128

A5@54=O >FV=:0=4.3+4.7+4.23=4.4  

!0 107V F8E @57C;LB0BV2 ?@>2>48<> @0=6C20==O 3@C? D0:B>@V2 70 WE 2?;82>< 

(B01;8FO 2.12) . 

"45?<JO 2.12 

$0=6C20==O 3@C? D0:B>@V2 70 WE 2?;82><  
�0B53>@VO D0:B>@V2 %5@54=O >FV=:0 2?;82C $0=3 

%>FV0;L=V 4,5 1 

&5E=>;>3VG=V 4,4 2 

�:>=><VG=V 4,3 3 

#>;VB8G=V 4.1 4 

 

%>FV0;L=V D0:B>@8 <0NBL =091V;LH89 2?;82 =0 ?V4?@8є<AB2> "$>30=AL:0" 

(@0=3 1). *5 2:07Cє =0 206;82VABL ;>O;L=>ABV :;Vє=BV2, :><C=V:0FVW <V6 2V44V;0<8 B0 

:20;VDV:0FVW ?5@A>=0;C 4;O CA?VH=>W 4VO;L=>ABV :><?0=VW. 

&5E=>;>3VG=V D0:B>@8 ?>AV40NBL 4@C35 <VAF5 70 2?;82>< (@0=3 2). *5 A2V4G8BL 

?@> 7=0G=C @>;L B5E=>;>3VG=8E 7<V=, 4V468B0;V70FVW B0 V=25AB8FV9 C =>2V B5E=>;>3VW 

2 @>728B:C :><?0=VW B0 WW :>=:C@5=B>A?@><>6=>ABV. 

�:>=><VG=V D0:B>@8 ?>AV40NBL B@5Bє <VAF5 (@0=3 3). �@>AB0NG0 :>=:C@5=FVO 

B0 5:>=><VG=0 =5AB01V;L=VABL 28<030NBL 2V4 ?V4?@8є<AB20 040?B0FVW B0 5D5:B82=>3> 

C?@02;V==O 28B@0B0<8. 

#>;VB8G=V D0:B>@8 <0NBL =09<5=H89 2?;82 (@0=3 4), I> <>65 2:07C20B8 =0 

2V4=>A=> AB01V;L=C ?>;VB8G=C A8BC0FVN 4;O :><?0=VW 01> <5=HC 70;56=VABL 

?V4?@8є<AB20 2V4 7<V= C 70:>=>402AB2V. 

*59 0=0;V7 4>72>;Oє ?V4?@8є<AB2C &  "$>30=AL:0" 7>A5@548B8AO =0 B8E 

D0:B>@0E, O:V <0NBL =091V;LH89 2?;82, V @>7@>18B8 AB@0B53VW 4;O WE 28:>@8AB0==O 

G8 <V=V<V70FVW @878:V2. 

' <560E 4>A;V465==O 1C;> @>7@>1;5=> <5B>48:C B8?V70FVW D0:B>@V2, I> 

2?;820NBL =0 >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C. *O <5B>48:0 



129

4>72>;Oє A8AB5<0B87C20B8 D0:B>@8 70 B0:8<8 3@C?0<8: 5:>=><VG=0 283>40, 

5D5:B82=VABL @50;V70FVW, 28B@0B=VABL V @V25=L 704>2>;5=>ABV :;Vє=BV2. 

�:>=><VG=0 283>40 2@0E>2Cє 2?;82 =0 7=865==O 28B@0B B0 ?V428I5==O 

?@81CB:>2>ABV, B>4V O: 5D5:B82=VABL D>:CACєBLAO =0 @57C;LB0B82=>ABV 

>@30=V70FV9=8E ?@>F5AV2. �8B@0B=VABL >FV=Nє @5AC@A8, =5>1EV4=V 4;O 2?@>20465==O 

><=V:0=0;L=>W AB@0B53VW, 0 @V25=L 704>2>;5=>ABV :;Vє=BV2 2V4>1@060є O:VABL 

:;Vє=BAL:>3> 4>A2V4C 2 @V7=8E :0=0;0E. "A>1;82C C203C ?@84V;5=> D0:B>@C 

B5E=>;>3VG=8E 7<V=, O:89 >E>?;Nє 2?@>20465==O V==>20FV9=8E V=AB@C<5=BV2 4;O 

V=B53@0FVW :0=0;V2 B0 0=0;V7C :;Vє=BAL:8E 40=8E. 

�0?@>?>=>20=0 B8?V70FVO 4>72>;Oє ?V4?@8є<AB20< 3;81H5 @>7C<VB8 2?;82 @V7=8E 

D0:B>@V2 =0 CA?VE ><=V:0=0;L=8E AB@0B53V9, I> A?@8Oє >?B8<V70FVW ?@>F5AV2 

>@30=V70FV9=>3> 70157?5G5==O B0 ?@89=OBBN >1ґ@C=B>20=8E C?@02;V=AL:8E @VH5=L. 

 

 

�8A=>2:8 4> @>74V;C 2 

 

 

�@C389 @>74V; 48A5@B0FVW 1C2 ?@8A2OG5=89 0=0;V7C ACG0A=>3> AB0=C @>74@V1=>W 

B>@3V2;V 2 ':@0W=V, 4>A;V465==N :;NG>28E B5=45=FV9 WW @>728B:C, 0 B0:>6 

28O2;5==N D0:B>@V2, I> 2?;820NBL =0 >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> 

<0@:5B8=3C. 

$>74@V1=0 B>@3V2;O 2 ':@0W=V ?@>E>48BL 5B0? B@0=AD>@<0FVW, I> >1C<>2;5=> 

5:>=><VG=8<8 7<V=0<8, @>728B:>< F8D@>28E B5E=>;>3V9 B0 7<V=>N ?>254V=:8 

A?>6820GV2. #V4?@8є<AB20 2A5 1V;LH5 >@Vє=BCNBLAO =0 >=;09=-?@>406V B0 

:><1V=>20=V <>45;V >1A;C3>2C20==O, I> 7C<>2;Nє =5>1EV4=VABL 2?@>20465==O 

><=V:0=0;L=8E @VH5=L. 

%5@54 3>;>2=8E B5=45=FV9 @>728B:C @8=:C 20@B> 2V47=0G8B8 0:B82=5 

28:>@8AB0==O F8D@>28E :0=0;V2 :><C=V:0FVW, ?5@A>=0;V70FVN 270є<>4VW 7 :;Vє=B0<8, 



130

7@>AB0==O 7=0G5==O 02B><0B870FVW B0 V=B53@0FVN B5E=>;>3V9 HBCG=>3> V=B5;5:BC 2 

<0@:5B8=3>2V ?@>F5A8. 

$07>< V7 <>6;82>ABO<8 ><=V:0=0;L=>3> <0@:5B8=3C C:@0W=AL:V ?V4?@8є<AB20 

AB8:0NBLAO 7 @O4>< 28:;8:V2, A5@54 O:8E – 28A>:V 28B@0B8 =0 2?@>20465==O 

ACG0A=8E B5E=>;>3V9, =54>AB0B=V9 @V25=L F8D@>2>W 3>B>2=>ABV <0;>3> B0 A5@54=L>3> 

1V7=5AC, A:;04=>IV 7 V=B53@0FVєN @V7=8E :0=0;V2 ?@>406V2 V :><C=V:0FVW, 0 B0:>6 

2V4ACB=VABL 5D5:B82=8E <5B>4V2 >FV=:8 @57C;LB0B82=>ABV ><=V:0=0;L=8E AB@0B53V9. 

' E>4V 4>A;V465==O 1C;> 287=0G5=> >A=>2=V D0:B>@8, I> 2?;820NBL =0 

>@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, B0 70?@>?>=>20=> WE=N 

B8?V70FVN 70 B0:8<8 :@8B5@VO<8: 5:>=><VG=0 283>40, 5D5:B82=VABL, 28B@0B8 B0 

@V25=L 704>2>;5=>ABV :;Vє=BV2. *5 4>72>;Oє >FV=N20B8 C<>28, =5>1EV4=V 4;O 

CA?VH=>3> DC=:FV>=C20==O ><=V:0=0;L=>W AB@0B53VW 2 @>74@V1=V9 B>@3V2;V. 

�06;82>N C<>2>N 5D5:B82=>3> ><=V:0=0;L=>3> <0@:5B8=3C є 9>3> 

>@30=V70FV9=5 70157?5G5==O, O:5 2:;NG0є C73>465=VABL 2=CB@VH=VE ?@>F5AV2, 

28:>@8AB0==O ACG0A=8E B5E=>;>3VG=8E @VH5=L B0 AB2>@5==O 7@CG=>3>, 

157?5@5@2=>3> :;Vє=BAL:>3> 4>A2V4C =0 2AVE 5B0?0E 270є<>4VW 7V A?>6820G5<. 

$57C;LB0B8 FL>3> @>74V;C AB2>@NNBL >A=>2C 4;O ?>40;LH>W @>7@>1:8 

?@0:B8G=8E ?V4E>4V2 4> 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C B0 287=0G5==O 

0;3>@8B<C 9>3> @50;V70FVW, I> 1C45 @>73;O=CB> C =0ABC?=><C @>74V;V. 

"B@8<0=V @57C;LB0B8 0=0;V7C ACG0A=>3> AB0=C @>74@V1=>W B>@3V2;V 2 ':@0W=V, 

B5=45=FV9 WW @>728B:C B0 2?;82>28E D0:B>@V2 >@30=V70FV9=>3> 70157?5G5==O 

><=V:0=0;L=>3> <0@:5B8=3C >?C1;V:>20=> 2 [85, 92, 94, 95, 102, 112]. 

%?8A>: 28:>@8AB0=8E 465@5; [74, 84-89, 90, 91, 92, 93, 94, 95, 96, 97, 98, 99, 

100, 101, 103, 104, 106-110, 112-116, 118, 119]. 

 

  



131

$"���� 3 

'�"%�"!���!!/ "$��!���*��!"�" �����#�+�!!/ 

" !���!��Ь!"�"  �$��&�!�' !� #��#$�Є %&��) $"��$��!"� 

&"$����� 

 

 

3.1. "@30=V70FV9=89 ?V4EV4 4> D>@<C20==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 

 

 

� ACG0A=8E C<>20E @>728B:C F8D@>28E B5E=>;>3V9 B0 7@>AB0==O 28<>3 

A?>6820GV2 4> @V2=O >1A;C3>2C20==O, ><=V:0=0;L=89 <0@:5B8=3 AB0є :;NG>28< 

V=AB@C<5=B>< 70157?5G5==O :>=:C@5=B>A?@><>6=>ABV ?V4?@8є<AB2. "<=V:0=0;L=89 

?V4EV4 4>72>;Oє :><?0=VO< 70157?5G8B8 FV;VA=89 B0 C73>465=89 4>A2V4 4;O :;Vє=BV2 

=570;56=> 2V4 :0=0;C :><C=V:0FVW G8 ?@>406C, 1C4L B> V=B5@=5B-<03078=, DV78G=89 

<03078=, A>FV0;L=V <5@56V 01> V=HV :0=0;8. 

'A?VH=5 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =5<>6;825 157 GVB:> 

>@30=V7>20=>W A8AB5<8, O:0 ?>є4=Cє B5E=>;>3VW, ;N459, ?@>F5A8 B0 40=V. ' E>4V 

4>A;V465==O <8 287=0G8;8 >A=>2=V A:;04>2V >@30=V70FV9=>3> 70157?5G5==O, O:V 

2?;820NBL =0 5D5:B82=VABL @>1>B8 ><=V:0=0;L=8E AB@0B53V9, 0 B0:>6 

?@>0=0;V7C20;8, O: 2>=8 270є<>4VNBL <V6 A>1>N. 

�> :;NG>28E 5;5<5=BV2 >@30=V70FV9=>3> 70157?5G5==O <>6=0 2V4=5AB8: 

B5E=>;>3VW – F5 2AV BV V=AB@C<5=B8, O:V @>1;OBL ><=V:0=0;L=VABL <>6;82>N: 

CRM-A8AB5<8, <>1V;L=V 4>40B:8, ?;0BD>@<8 0=0;VB8:8. %0<5 2>=8 V=B53@CNBL 

:0=0;8 270є<>4VW 9 02B><0B87CNBL ?@>F5A8. 

:><0=40 – ;N48, O:V ?@0FNNBL V7 B5E=>;>3VO<8, 0=0;V7CNBL 40=V 9 

70157?5GCNBL O:VA=C :><C=V:0FVN 7 :;Vє=B0<8. �E=V9 ?@>D5AV>=0;V7< – F5 >A=>20 

CA?VEC. 



132

;>3VAB8:0 – F5 >48= V7 :;NG>28E <><5=BV2, I> D>@<Cє 2@065==O :;Vє=B0. 

�=CG:VABL V H284:VABL 4>AB02:8 – A8;L=89 :>=:C@5=B=89 D0:B>@; 

:;Vє=B>>@Vє=B>20=VABL. 'A5, I> @>18BL :><?0=VO, <0є 1CB8 A?@O<>20=5 =0 

AB2>@5==O ?>78B82=>3> :;Vє=BAL:>3> 4>A2V4C. *5 >7=0G0є 2@0EC20==O ?>B@51, 

7@CG=VABL C :>@8ABC20==V A5@2VA0<8 B0 ?5@A>=0;V70FVO. 

0=0;VB8:0 – F5 40=V, O:V 4>72>;ONBL :@0I5 @>7C<VB8 :;Vє=BV2, ?@>3=>7C20B8 

WE=V ?>B@518 9 040?BC20B8 AB@0B53VN 2 @50;L=><C G0AV. 

*V 5;5<5=B8 =5 ?@0FNNBL V7>;L>20=> – 2>=8 D>@<CNBL є48=C A8AB5<C, 45 

:>65= 5;5<5=B ?V4B@8<Cє V=H89. &5E=>;>3VW 70157?5GCNBL V=AB@C<5=B8 4;O 0=0;V7C 

40=8E V ?5@A>=0;V70FVW 270є<>4VW. �><0=40 ?>28==0 1CB8 ?V43>B>2;5=>N 4;O 

5D5:B82=>3> 28:>@8AB0==O F8E B5E=>;>3V9. �>3VAB8:0 70;568BL 2V4 0=0;VB8:8 – 40=V 

?@> :;Vє=BV2 4>?><030NBL >?B8<V7C20B8 <0@H@CB8 9 ?@>?>=C20B8 7@CG=V 20@V0=B8 

4>AB02:8. �;Vє=B>>@Vє=B>20=VABL AB0є @57C;LB0B>< A8=5@3VW 2AVE 5;5<5=BV2: 

B5E=>;>3V9, :><0=48, ;>3VAB8:8 B0 0=0;VB8:8. 

#V4 G0A 4>A;V465==O <8 >FV=8;8, O: :>6=0 A:;04>20 2?;820є =0 2?@>20465==O 

><=V:0=0;L=>ABV. �> ?@8:;04C, ?V4?@8є<AB20, O:V 28:>@8AB>2CNBL ACG0A=V F8D@>2V 

V=AB@C<5=B8, 4>AO30NBL H284H8E @57C;LB0BV2 V :@0I5 704>2>;L=ONBL >GV:C20==O 

:;Vє=BV2. � 157 :20;VDV:>20=8E ?@0FV2=8:V2 =02VBL =09:@0IV B5E=>;>3VW =5 1C4CBL 

5D5:B82=8<8. +VB:> >@30=V7>20=0 4>AB02:0 7=0G=> 2?;820є =0 ;>O;L=VABL :;Vє=BV2, 

>A>1;82> 2 @>74@V1=V9 B>@3V2;V. �8:>@8AB0==O 40=8E 4>72>;Oє ?V4?@8є<AB20< 1CB8 

=0 :@>: ?>?5@54C :>=:C@5=BV2. 

!0 >A=>2V ?@>2545=>3> 0=0;V7C AD>@<>20=> <>45;L, O:0 ?>:07Cє, O: FV 

5;5<5=B8 270є<>4VNBL C <560E є48=>W A8AB5<8. �W >A=>2=0 V45O – V=B53@0FVO 2AVE 

?@>F5AV2 V D>:CA =0 :;Vє=B0. &5E=>;>3VW, ;N48, 40=V B0 ;>3VAB8:0 ?@0FNNBL @07><, 

I>1 70157?5G8B8 =09:@0I89 :;Vє=BAL:89 4>A2V4. 

"@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C >E>?;Nє @V7=V 

:><?>=5=B8, O:V BVA=> 270є<>4VNBL <V6 A>1>N, I>1 AB2>@8B8 5D5:B82=C A8AB5<C 

C?@02;V==O <0@:5B8=3>< B0 ?@>4060<8. �;NG>28<8 A:;04>28<8 FVєW A8AB5<8 є 



133

C?@02;V==O 40=8<8 ?@> :;Vє=BV2, :>>@48=0FVO F8D@>2>3> <0@:5B8=3C B0 V=B53@0FVO 

:0=0;V2 ?@>406V2. *V 5;5<5=B8 4>72>;ONBL :><?0=VW 718@0B8 B0 0=0;V7C20B8 40=V, 

5D5:B82=> :><C=V:C20B8 7 :;Vє=B0<8, 2?@>2046C20B8 ?5@A>=0;V7>20=V <0@:5B8=3>2V 

AB@0B53VW, 0 B0:>6 70157?5GC20B8 ?;02=89 ?5@5EV4 :;Vє=BV2 <V6 @V7=8<8 :0=0;0<8 

?@>406C (@8A. 3.1). 

 

 

 

 

 

 

 

 

 

 

 

 

 

$8A. 3.1. %:;04>2V >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C 

(E>?489AB 46FBDB@) 

 

&0:8< G8=><, AE5<0 >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> 

<0@:5B8=3C 2V4>1@060є :;NG>2V 5;5<5=B8 B0 WE 270є<>72'O7:8, I> =5>1EV4=V 4;O 

AB2>@5==O V=B53@>20=>W <0@:5B8=3>2>W AB@0B53VW, O:0 70157?5GCє <0:A8<0;L=5 

704>2>;5==O ?>B@51 :;Vє=BV2 V A?@8Oє AB0;><C @>728B:C 1V7=5AC 2 C<>20E 28A>:>W 

:>=:C@5=FVW. 

"@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C – F5 3>;>2=0 

:0B53>@VO, O:0 >1'є4=Cє 2AV 5;5<5=B8 70157?5G5==O. '?@02;V==O 40=8<8 ?@> :;Vє=BV2 

"@30=V70FV9=5 70157?5G5==O 
><=V:0=0;L=>3> <0@:5B8=3C

"@30=V70FVO C?@02;V==O 
40=8<8 ?@> :;Vє=BV2

"@30=V70FVO :>>@48=0FVW 
F8D@>2>3> <0@:5B8=3C

"@30=V70FVO :0=0;V2 
?@>406V2

�1V@ V 
715@V30==O 
40=8E

"?5@0FVW 2 
e-commerce

#>;V?H5=-

=O 4>A2V4C 
2 <03078=V

�=0;V7 
40=8E V 
?5@A>-
=0;V70FVO

%B2>@5==O V 
C?@02;V==O 
:>=B5=B><

�0;CG5==O 2 
A>FV0;L=8E 
<5@560E

Email <0@:5B8=3 V 
02B><0B870FVO

'?@02;V==O ;>3VAB8:>N 
V ;0=FN3>< ?>AB0G0==O



134

– 2:;NG0є 2 A515 71V@ 40=8E, WE 0=0;V7 B0 28:>@8AB0==O 4;O ?5@A>=0;V70FVW 4>A2V4C 

:;Vє=BV2. �1V@ V 715@V30==O 40=8E – 2V4?>2V40є 70 AB2>@5==O V ?V4B@8<:C 107 40=8E 

:;Vє=BV2. �=0;V7 40=8E V ?5@A>=0;V70FVO – 0=0;V7Cє 7V1@0=V 40=V 4;O AB2>@5==O 

V=482V4C0;L=8E ?@>?>78FV9 V :0<?0=V9.  

�>>@48=0FVO F8D@>2>3> <0@:5B8=3C – 2V4?>2V40є 70 C?@02;V==O 2AV<0 

F8D@>28<8 <0@:5B8=3>28<8 0:B82=>ABO<8. %B2>@5==O V C?@02;V==O :>=B5=B>< – 

@>7@>1:0 :>=B5=BC, O:89 28:>@8AB>2CєBLAO C 2AVE :0=0;0E :><C=V:0FVW. �0;CG5==O 2 

A>FV0;L=8E <5@560E – C?@02;V==O A>FV0;L=8<8 <5@560<8 B0 270є<>4VO 7 0C48B>@VєN. 

Email <0@:5B8=3 V 02B><0B870FVO – @>7A8;:0 5;5:B@>==8E ;8ABV2 V 02B><0B870FVO 

<0@:5B8=3>28E :0<?0=V9. 

�=B53@0FVO :0=0;V2 ?@>406V2 – 2V4?>2V40є 70 :>>@48=0FVN 2AVE :0=0;V2 

?@>406V2 (>=;09= V >D;09=). "?5@0FVW 2 e-commerce – C?@02;V==O V=B5@=5B-

<03078=0<8. #>;V?H5==O 4>A2V4C 2 <03078=V – 040?B0FVO <03078=V2 4;O 70157?5G5==O 

є48=>3> 4>A2V4C :;Vє=BV2. '?@02;V==O ;>3VAB8:>N V ;0=FN3>< ?>AB0G0==O – 

2V4?>2V40є 70 C?@02;V==O 70?0A0<8 V 4>AB02:>N. 

"@30=V70FV9=5 70157?5G5==O 4VO;L=>ABV ?V4?@8є<AB20 є :;NG>28< 0A?5:B>< 

9>3> 5D5:B82=>3> DC=:FV>=C20==O B0 4>AO3=5==O AB@0B53VG=8E FV;59. �>=> 2:;NG0є 

2 A515 AC:C?=VABL <5B>4V2, V=AB@C<5=BV2, B0 ?V4E>4V2, I> 28:>@8AB>2CNBLAO 4;O 

:>>@48=0FVW 4V9 @V7=8E AB@C:BC@=8E ?V4@>74V;V2 B0 70157?5G5==O 28:>=0==O 1V7=5A-

?@>F5AV2.  

' 40=V9 @>1>BV >1@0=> A0<5 ?@>F5A=89 ?V4EV4 4> >@30=V70FV9=>3> 

70157?5G5==O, >A:V;L:8 2V= =091V;LH 2V4?>2V40є ACG0A=8< C<>20< 48=0<VG=>3> 

@8=:>2>3> A5@54>28I0 B0 28<>30< 4> 5D5:B82=>ABV C?@02;V==O. #@>F5A=89 ?V4EV4 

4>72>;Oє 3=CG:> 040?BC20B8AO 4> 7<V= 7>2=VH=L>3> A5@54>28I0, 70157?5GC20B8 

H284:5 ?@89=OBBO @VH5=L B0 ?V428IC20B8 @V25=L :>>@48=0FVW <V6 ?V4@>74V;0<8. *5 

>A>1;82> 206;82> 2 C<>20E 28A>:>W :>=:C@5=FVW, :>;8 H284:VABL V 040?B82=VABL 

AB0NBL :;NG>28<8 D0:B>@0<8 CA?VEC. 

�81V@ ?@>F5A=>3> ?V4E>4C ґ@C=BCєBLAO =0 9>3> 740B=>ABV 040?BC20B8AO 4> 



135

?>B@51 ACG0A=>3> @8=:C, >@Vє=BCNG8AL =0 :;Vє=B0. ->1 :@0I5 ?>OA=8B8 F5 @VH5==O, 

?@>2545=> ?>@V2=O;L=89 0=0;V7 ?@>F5A=>3> ?V4E>4C V7 V=H8<8 ?V4E>40<8, B0:8<8 O: 

DC=:FV>=0;L=89, A8AB5<=89 B0 ?@>є:B=89 B01;.3.1. 

"45?<JO 3.1 

#>@V2=O==O ?V4E>4V2 4> <0@:5B8=3>2>W 4VO;ь=>ABV 
%:;04>2V 
?V4E>4V2 

(C=:FV>=0;L=89 
?V4EV4 

%8AB5<=89 
?V4EV4 

#@>є:B=89 
?V4EV4 

#@>F5A=89 ?V4EV4 

 5B0 "?B8<V70FVO 
@>1>B8 >:@5<8E 
2V44V;V2. 

#>1C4>20 
є48=>W, 

:><?;5:A=>W 
A8AB5<8. 

�8:>=0==O 
:>=:@5B=>3> 
70240==O 2 
<560E 
?@>є:BC. 

�0157?5G5==O 
157?5@5@2=>ABV B0 
5D5:B82=>ABV 
1V7=5A-?@>F5AV2. 

(>:CA �V44V;8 
?@0FNNBL 
V7>;L>20=>. 

"E>?;5==O 
A8AB5<=8E 

270є<>729O7:V2. 

&8<G0A>20 
:><0=40 
?@0FNє =04 
:>=:@5B=8< 
70240==O<. 

%?@O<>20=VABL =0 
:;Vє=B0 B0 

=040==O FV==>ABV 
=0 :>6=><C 5B0?V 

?@>F5AC. 
�=CG:VABL !87L:0 G5@57 

2C7L:C 
A?5FV0;V70FVN 
DC=:FV9. 

#><V@=0, 0;5 
70;568BL 2V4 
A:;04=>ABV 
A8AB5<8. 

�8A>:0, 0;5 
BV;L:8 2 
<560E 
?@>є:BC. 

�C65 28A>:0: 
?@>F5A8 ;53:> 
040?BCNBLAO 4> 
7<V= @8=:C. 

%?@O<>20=VABL 
=0 :;Vє=B0 

�451V;LH>3> 
>@Vє=B0FVO =0 
2=CB@VH=V 
DC=:FVW. 

�030;L=89 D>:CA 
=0 1V7=5AV, 0;5 =5 
702648 =0 
:;Vє=BV. 

&8<G0A>20 
>@Vє=B0FVO, 
70;56=> 2V4 
70240==O. 

 0:A8<0;L=0 
C2030 4> ?>B@51 
:;Vє=B0. 

�65@5;>: A:;045=> 02B>@>< 70 [134] 

 

#@>F5A=89 ?V4EV4 <0є =87:C ?5@5203, O:V @>1;OBL 9>3> V450;L=8< 4;O 

2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C: 

C F5=B@V ?@>F5A=>3> ?V4E>4C 702648 7=0E>48BLAO :;Vє=B. 'AV 1V7=5A-?@>F5A8 

1C4CNBLAO B0:, I>1 70157?5G8B8 <0:A8<0;L=> 7@CG=89 V O:VA=89 4>A2V4 4;O 

A?>6820G0; 

3=CG:VABL, ?@>F5A=89 ?V4EV4 4>72>;Oє :><?0=VO< H284:> 040?BC20B8AO 4> 

7<V= @8=:C, 2?@>2046C20B8 =>2V B5E=>;>3VW G8 >?B8<V7C20B8 VA=CNGV ?@>F5A8; 

V=B53@0FVO, F59 ?V4EV4 70157?5GCє 270є<>4VN 2AVE DC=:FV9 3>A?>40@G>W 

4VO;L=>ABV: 2V4 B5E=>;>3V9 V ;>3VAB8:8 4> 0=0;VB8:8 B0 @>1>B8 7 ?5@A>=0;><. 



136

 0AHB01>20=VABL, 1V7=5A-?@>F5A8 ;53:> @>7H8@NNBLAO, 4>40NG8 =>2V 

:0=0;8 G8 040?BCNG8AL 4> =>28E C<>2. 

$>73;O=5<>, =0?@8:;04, :><?0=VN "Rozetka", O:0 CA?VH=> V=B53@C20;0 

?@>F5A=89 ?V4EV4 C A2>N 4VO;L=VABL. �>=0 >?B8<V7C20;0 2AV 5B0?8 270є<>4VW 7 

:;Vє=B0<8: 2V4 281>@C B>20@C =0 A09BV 4> 4>AB02:8. �=H89 ?@8:;04 – :><?0=VO 

"EVA", O:0, >@Vє=BCNG8AL =0 :;Vє=BV2, AB2>@8;0 V=B53@>20=C A8AB5<C, I> >E>?;Nє 

O: >=;09=-, B0: V >D;09=-:0=0;8. 

"1ґ@C=BC20==O 281>@C ?@>F5A=>3> ?V4E>4C 4;O 40=>W @>1>B8 ?>;O30є 2 B><C, 

I> 2V= 4>72>;Oє 7>A5@548B8AO =0 >?B8<V70FVW :;NG>28E 1V7=5A-?@>F5AV2 

?V4?@8є<AB20, B0:8E O: C?@02;V==O >?5@0FVO<8, <0@:5B8=3><, ?@>4060<8 B0 

;>3VAB8:>N. *5 4>72>;Oє =5 BV;L:8 ?V428I8B8 5D5:B82=VABL 4VO;L=>ABV 

?V4?@8є<AB20, 0;5 9 70157?5G8B8 AB0;VABL V ABV9:VABL 4> 7<V==8E C<>2 7>2=VH=L>3> 

A5@54>28I0. #@>F5A=89 ?V4EV4 =040є <>6;82VABL 1V;LH B>G=> 28<V@N20B8 

@57C;LB0B8 4VO;L=>ABV, I> A?@8Oє ?@89=OBBN >1ґ@C=B>20=8E C?@02;V=AL:8E @VH5=L 

B0 ?;0=C20==N @>728B:C ?V4?@8є<AB20 2 4>23>AB@>:>2V9 ?5@A?5:B82V. 

"B65, ?>@V2=O2H8 2AV ?V4E>48, <8 4V9H;8 28A=>2:C, I> ?@>F5A=89 ?V4EV4 є 

=091V;LH 4>FV;L=8< 4;O ><=V:0=0;L=>3> <0@:5B8=3C. �V= =5 ;8H5 70157?5GCє 

3=CG:VABL V V=B53@0FVN, 0;5 9 4>72>;Oє AB2>@8B8 C=V:0;L=89 :;Vє=BAL:89 4>A2V4 – B5, 

G>3> 28<030є ACG0A=89 @8=>:. 

�>2>@OG8 ?@> >@30=V70FV9=5 70157?5G5==O 4VO;L=>ABV ?V4?@8є<AB20, A;V4 

>?8A0B8 VA=CNGC AE5<C <0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB2V 

&  "$>30=AL:0" (@8A. 3.2), @>73;O=CB8 ?>B>G=C AB@C:BC@C :><C=V:0FV9 B0 

70?@>?>=C20B8 ?>:@0I5==O =0 >A=>2V ACG0A=8E B5=45=FV9 V ?>B@51 @8=:C. 

!0 ?V4?@8є<AB2V "$>30=AL:0" <0@:5B8=3>2V :><C=V:0FVW, O: ?@028;>, 

107CNBLAO =0 B@048FV9=8E :0=0;0E V V=AB@C<5=B0E, I> 70157?5GCNBL 107>2C 

270є<>4VN 7 :;Vє=B0<8 V ?0@B=5@0<8. �A=CNG0 AE5<0 2:;NG0є B0:V A:;04>2V, O: 

@5:;0<0, 7024O:8 =V9 ?>H8@NєBLAO V=D>@<0FVO ?@> ?@>4C:FVN G5@57 B@048FV9=V 

<54V0 (@04V>, B5;510G5==O, 4@C:>20=V � �). 



137

 

 

$8A. 3.2 %E5<0 <0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB2V &  <$>30=AL:0= 

(E>?489AB 46FBDB@) 

 

"A=>2=89 0:F5=B @>18BLAO =0 ;>:0;L=V @8=:8 7 <5B>N ?V428I5==O >1V7=0=>ABV 

?@> 1@5=4 V AB8<C;N20==O ?>?8BC, 0;5 VA=CNBL ?52=V >1<565==O, 1> 3V4=0 @5:;0<0 

2 B@048FV9=8E <54V0 ?>B@51Cє 25;8:8E 28B@0B, B0:>6 ?@>AB56CєBLAO =54>AB0B=O 

3=CG:VABL 2 040?B0FVW @5:;0<=8E ?>2V4><;5=L ?V4 @V7=V A53<5=B8 0C48B>@VW. 

�=0G=C @>;L C <0@:5B8=3>2V9 4VO;L=>ABV :><?0=VW 2V4V3@0NBL >A>18ABV ?@>406V 

G5@57 B>@3>28E ?@54AB02=8:V2. "A=>2=0 C2030 ?@84V;OєBLAO @>1>BV 7 25;8:8<8 

>?B>28<8 ?>:C?FO<8 B0 48AB@81'NB>@0<8, 0;5 @07>< 7 F8< O: @57C;LB0B <0є<> 

28A>:V 28B@0B8 =0 CB@8<0==O ?5@A>=0;C, >1<565=C <>6;82VABL >E>?;5==O H8@H>W 

0C48B>@VW, =87L:89 @V25=L 02B><0B870FVW ?@>F5AC. 

#01;V: @8;59H=7 (PR) ?@>O2;OBLAO G5@57 @>1>BC 7V � �, CG0ABL C 28AB02:0E B0 

O@<0@:0E, A?>=A>@AB2> <VAF528E 70E>4V2 4;O ?V4B@8<:8 V<V46C :><?0=VW. �;5 

=060;L =5 ?@84V;OєBLAO 4>AB0B=O C2030 A8AB5<0B8G=V9 @>1>BV 7 >=;09=-:0=0;0<8 4;O 

AB2>@5==O ?>78B82=>3> V<V46C 2 V=B5@=5BV. 

#@O<89 <0@:5B8=3 ?@>O2;OєBLAO G5@57 @>7A8;:C 4@C:>20=8E <0B5@V0;V2, 

;8ABV2>: B0 :0B0;>3V2 7 ?@>4C:FVєN ?>B5=FV9=8< :;Vє=B0<. �;5 =5 70157?5GCєBLAO 

28A>:>3> @V2=O V=B5@0:B82=>ABV B0 ?5@A>=0;V70FVW ?>2V4><;5=L, <>6;82VABL 

28<V@N20==O 5D5:B82=>ABV B0:>6 >1<565=0. 

 0@:5B8=3>2
V :><C=V:0FVW

$5:;0<0

"A>18ABV 
?@>406V

#01;V: 
@8;59H5=7 

(PR)

#@O<89 
<0@:5B8=3



138

�0?@>?>=>20=0 C4>A:>=0;5=0 AE5<0 <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB2V &  "$>30=AL:0" >@Vє=B>20=0 =0 ><=V:0=0;L=89 ?V4EV4, I> 2:;NG0є 

V=B53@0FVN B@048FV9=8E V F8D@>28E :0=0;V2 4;O AB2>@5==O є48=>3> :;Vє=BAL:>3> 

4>A2V4C. *5 4>72>;8BL =5 ;8H5 ?V428I8B8 5D5:B82=VABL :><C=V:0FV9, 0;5 9 

@>7H8@8B8 0C48B>@VN V ?>A8;8B8 ;>O;L=VABL :;Vє=BV2 (@8A. 3.3). 

 

 

 

$8A. 3.3 %E5<0 <0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB2V &  <$>30=AL:0= 

(E>?489AB 46FBDB@) 

 

#@>?>=CєBLAO 28:>@8AB>2C20B8 ?V4EV4 F8D@>2>3> <0@:5B8=3C, A?V2?@0FN20B8 

7 V=B5@=5B-:0=0;0<8 (A>FV0;L=V <5@56V, :>=B5:AB=0 @5:;0<0, SEO, SMM, :>=B5=B-

<0@:5B8=3) 4;O ?V428I5==O >1V7=0=>ABV ?@> 1@5=4, 70;CG5==O =>28E :;Vє=BV2 V 

AB8<C;N20==O ?>2B>@=8E ?>:C?>:. *5 40ABL 28A>:C 3=CG:VABL C =0;0HBC20==V 

@5:;0<=8E :0<?0=V9, <>6;82VABL B>G=>3> B0@35B8=3C 0C48B>@VW, 28<V@N20=VABL 

5D5:B82=>ABV 70 4>?><>3>N 0=0;VB8:8. 

#5@A>=0;V7>20=89 <0@:5B8=3 ?@>?>=CєBLAO =0;0HB>2C20B8 G5@57 CRM-

 0@:5B8-
=>2V 

:><C=V:0FVW

5mail-
<0@:5B8=3 
B0 02B><0-
B870FVO

<0@:5B8=3C �=0;V7 B0 
>?B8<V70FVO 
<0@:5B8=3>2
8E :0<?0=V9

Influencer-
<0@:5B8=3 
B0 @>1>B0 7 
;V45@0<8 
4C<>:

�>=B5=B 
<0@:5B8=3

#5@A>=0;V-
7>20=89 
<0@:5B8=3

�=B53@0FVO 
>D;09= B0 
>=;09=-

:><C=V:0FV9

*8D@>289 
<0@:5B8=3



139

A8AB5<8 4;O 71>@C 40=8E ?@> :;Vє=BV2 V AB2>@5==O ?5@A>=0;V7>20=8E ?@>?>78FV9, O:V 

2V4?>2V40NBL WE ?>B@510< B0 V=B5@5A0<. *5 ?V428I8BL ;>O;L=VABL :;Vє=BV2 70 @0EC=>: 

V=482V4C0;L=>3> ?V4E>4C, ?V428I5==O A5@54=L>3> G5:0 B0 G0AB>B8 ?>:C?>:. 

�8:>@8AB0==O :>=B5=B-<0@:5B8=3C 4>72>;8BL AB2>@N20B8 :>@8A=89 B0 

FV:0289 :>=B5=B (AB0BBV, 1;>38, 2V45>, 251V=0@8) 4;O 70;CG5==O :;Vє=BV2 B0 

?V428I5==O WE >1V7=0=>ABV ?@> ?@>4C:FVN. �024O:8 =L><C 1C45 1C4C20B8AO 

5:A?5@B=89 V<V46, 70;CG5==O @30=VG=>3> B@0DV:C, <>6;82VABL 4>23>AB@>:>2>3> 

2?;82C =0 0C48B>@VN. 

Email-<0@:5B8=3 B0 02B><0B87>20=89 <0@:5B8=3 28:>@8AB>2CєBLAO 4;O 

@>7A8;:8 =>28=, A?5FV0;L=8E ?@>?>78FV9 B0 @5:><5=40FV9 7 28:>@8AB0==O< 

02B><0B87>20=8E ?;0BD>@<. *5 40ABL 28A>:C :>=25@AVO 70 @0EC=>: B>G=>3> 

=0;0HBC20==O B0 A53<5=B0FVW 0C48B>@VW, <>6;82VABL <>=VB>@8=3C B0 >?B8<V70FVW 

:0<?0=V9 C @50;L=><C G0AV. 

�=B53@0FVO >D;09= B0 >=;09=-:><C=V:0FV9 4>72>;8BL A8=E@>=V7C20B8 :0<?0=VW 

=0 DV78G=8E B>G:0E ?@>406C V >=;09= (=0?@8:;04, ?@><>0:FVW, 7=86:8, ?@>3@0<8 

;>O;L=>ABV). *5 =040є <>6;82VABL є48=>3> :;Vє=BAL:>3> 4>A2V4C, ?>A8;5==O 5D5:BC 

:><C=V:0FV9 70 @0EC=>: :><?;5:A=>3> ?V4E>4C, 7@>AB0==O ;>O;L=>ABV B0 ?>2B>@=8E 

?>:C?>:.  

Influencer-<0@:5B8=3 B0 @>1>B0 7 ;V45@0<8 4C<>: ?>B@V1=0 4;O ?@>AC20==O 

?@>4C:FVW A5@54 WE 0C48B>@VW (A?V2?@0FO 7 1;>35@0<8 B0 V=D;N5=A5@0<8) 4;O 

71V;LH5==O 4>2V@8 4> 1@5=4C, @>7H8@8BL 0C48B>@VN B0 =040ABL 28A>:>3> @V2=O 

270є<>4VW. 

�8:>@8AB0==O 0=0;VB8G=8E V=AB@C<5=BV2, B0:8E O: Google Analytics, 4;O 

>FV=:8 5D5:B82=>ABV <0@:5B8=3>28E :0<?0=V9 B0 WE >?B8<V70FVW 4>?><030є 1V7=5AC 

?>ABV9=> 24>A:>=0;N20B8 AB@0B53VN ?@>AC20==O. *5 4>72>;Oє ?V428IC20B8 ROI 

(@5=B015;L=VABL V=25AB8FV9), >?5@0B82=> 040?BC20B8AO 4> 7<V= C ?>254V=FV 

A?>6820GV2 V ?@89<0B8 >1ґ@C=B>20=V @VH5==O =0 >A=>2V @50;L=8E 40=8E. 

�8:>@8AB>2CNG8 @57C;LB0B8 SWOT B0 PEST 0=0;V7C, O:89 1C;> ?@>2545=> 2 



140

?0@03@0DV 2.2 02B>@>< 70?@>?>=>20=> >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> 

<0@:5B8=3C =0 ?V4?@8є<AB2V (@8A. 3.4). 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

$8A. 3.4. "@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C (E>?489AB 

46FBDB@)  

�B0? 4. (>@<C20==O 70240==O >@30=V70FV9=>3> 70157?5G5==O 
><=V:0=0;L=>3> <0@:5B8=3C

�B0? 3. (>@<C20==O ?@8=F8?V2 =0 O:8E ?>1C4>20=5 4>A;V465==O 
70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C

�B0? 5. �=0;V7 ?>B>G=>W A8BC0FVW B0 3>B>2=>ABV 4> 2?@>20465==O 
><=V:0=0;L=>3> <0@:5B8=3C

�B0? 1. $>7@>1:0 AB@0B53VW ><=V:0=0;L=>3> <0@:5B8=3C

�B0? 9 #;0=C20==O V=B53@0FVW :0=0;V2 :><C=V:0FVW

�B0? 6. �81V@ B0 2?@>20465==O 
B5E=>;>3VG=>W V=D@0AB@C:BC@8

�B0? 6. !02G0==O 
?5@A>=0;C B0 C?@02;V==O 

7<V=0<8

�B0? 7. &5ABC20==O ><=V:0=0;L=>W AB@0B53VW B0 WW 040?B0FVO

�B0? 8. #>2=><0AHB01=5 2?@>20465==O ><=V:0=0;L=>W AB@0B53VW

�B0? 10.  >=VB>@8=3, >FV=:0 5D5:B82=>ABV B0 ?>ABV9=5 24>A:>=0;5==O

�B0? 2. �87=0G5==O <5B8 >@30=V70FV9=>3> 70157?5G5==O 
><=V:0=0;L=>3> <0@:5B8=3C



141

#>@O4>:, ?@54AB02;5=89 =0 @8A. 3.4, є @57C;LB0B>< ?>є4=0==O B5>@5B8G=8E 

7=0=L V ?@0:B8G=>3> 4>A2V4C. �>3> @>7@>1:0 A?8@0єBLAO =0 45B0;L=89 0=0;V7 

=0C:>28E 465@5;, ?@0:B8G=8E :59AV2 C:@0W=AL:8E ?V4?@8є<AB2 B0 5:A?5@B=8E 

>?8BC20=L.  

$>7@>1;5==O 40=>3> 0;3>@8B<C AB0;> <>6;828< 7024O:8 0=0;V7C ACG0A=8E 

=0C:>28E 4>A;V465=L B0 ?@0:B8G=8E ?@8:;04V2 7 @50;L=>3> 1V7=5A-A5@54>28I0. ' 

?@>F5AV >?@0FN20==O B5<0B8:8 1C;> 28:>@8AB0=> =0?@0FN20==O ?@>2V4=8E 

C:@0W=AL:8E B0 <V6=0@>4=8E 4>A;V4=8:V2, I> A?5FV0;V7CNBLAO =0 282G5==V 

><=V:0=0;L=8E AB@0B53V9. *V 465@5;0 4>72>;8;8 28>:@5<8B8 :;NG>2V 5B0?8, 

=5>1EV4=V 4;O 5D5:B82=>3> 2?@>20465==O ><=V:0=0;L=>3> ?V4E>4C 2 4VO;L=VABL 

?V4?@8є<AB2. &0:>6 1C;> 74V9A=5=> ґ@C=B>2=89 0=0;V7 ?@0:B8: 2VBG87=O=8E 

:><?0=V9, 7>:@5<0 B0:8E, O: «Rozetka», «�?VF5=B@», «!>20 ?>HB0» B0 V=H8E, 7 

<5B>N 28O2;5==O D0:B>@V2, I> 7C<>28;8 WE=N CA?VH=C @50;V70FVN ><=V:0=0;L=8E 

@VH5=L. 

�1V@ 5<?V@8G=8E 40=8E 74V9A=N202AO H;OE>< 5:A?5@B=>3> >?8BC20==O, 

7>:@5<0, 1C;> ?@>2545=> V=B5@29N 7 <0@:5B>;>30<8, O:V 157?>A5@54=L> ?@0FNNBL C 

AD5@V @>74@V1=>W B>@3V2;V. �E=V9 ?@0:B8G=89 4>A2V4 4>72>;82 CB>G=8B8 

?>A;V4>2=VABL 5B0?V2, I> <0NBL 28@VH0;L=5 7=0G5==O 4;O D>@<C20==O B0 @50;V70FVW 

><=V:0=0;L=>W AB@0B53VW. ":@5<C C203C 1C;> ?@84V;5=> 0=0;V7C >A>1;82>AB59 

040?B0FVW ><=V:0=0;L=8E ?V4E>4V2 2 C:@0W=AL:8E @50;VOE, 7>:@5<0 2 C<>20E 

>1<565=>ABV DV=0=A>28E B0 V=D@0AB@C:BC@=8E @5AC@AV2. 

�0?@>?>=>20=5 >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, 

2@0E>2Cє ACG0A=V 28:;8:8 F8D@>2>W B@0=AD>@<0FVW C AD5@V @>74@V1=>W B>@3V2;V B0 

A:;040єBLAO 7 ?>A;V4>2=8E 5B0?V2: 0=0;V7C ?>B>G=>3> AB0=C ?V4?@8є<AB20, 

287=0G5==O AB@0B53VG=8E FV;59 ><=V:0=0;L=>W AB@0B53VW, D>@<C20==O :><0=48 

A?5FV0;VABV2, V=B53@0FVW ACG0A=8E B5E=>;>3V9, ?;0=C20==O B0 @50;V70FVW 70E>4V2, 

<>=VB>@8=3C @57C;LB0BV2 V 2=5A5==O :>@5:B82. 



142

#5@H89 5B0? ?5@5410G0є 287=0G5==O AB@0B53VW ><=V:0=0;L=>3> <0@:5B8=3C, 

O:V ?>28==V 1CB8 4>AO3=CBV. �06;82> @>7@>18B8 ><=V:0=0;L=C :0@BC :;Vє=BAL:>3> 

H;OEC (customer journey map), I>1 7@>7C<VB8, O: :;Vє=B8 270є<>4VNBL 7 1@5=4>< 

G5@57 @V7=V :0=0;8. !0 >A=>2V 0=0;V7C <>6=0 287=0G8B8 :;NG>2V :0=0;8 :><C=V:0FVW, 

<5B>48 ?5@A>=0;V70FVW, ?V4E>48 4> C?@02;V==O 40=8<8 B0 <5E0=V7<8 V=B53@0FVW 

:0=0;V2. %B@0B53VO <0є 2:;NG0B8 GVB:V KPI 4;O 28<V@N20==O CA?VEC. 

�@C389 5B0? - 287=0G5==O <5B8 >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> 

<0@:5B8=3C, 2>=> ?5@5410G0є D>@<C20==O AB@0B53VG=8E V B0:B8G=8E FV;59, O:V 

:><?0=VO E>G5 4>AO3B8 70 4>?><>3>N ><=V:0=0;L=>3> ?V4E>4C. *59 5B0? 70157?5GCє 

>A=>2C 4;O ?>40;LH8E 4V9 2 ><=V:0=0;L=><C <0@:5B8=3C, 2:;NG0NG8 @>7@>1:C 

B0:B8:, 281V@ V=AB@C<5=BV2 B0 >FV=:C 5D5:B82=>ABV. 

&@5BV9 5B0? – D>@<C20==O ?@8=F8?V2, =0 O:8E ?>1C4>20=5 4>A;V465==O 

70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, I> ?5@5410G0є 287=0G5==O >A=>2=8E 

<5B>4>;>3VG=8E 70A04, I> 1C4CBL 28:>@8AB0=V ?V4 G0A ?@>2545==O 4>A;V465==O B0 

2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C. #@8=F8?8 A;C3CNBL >@Vє=B8@0<8 4;O 

?@89=OBBO @VH5=L, 281>@C <5B>4V2 B0 V=AB@C<5=BV2, 0 B0:>6 4;O 70157?5G5==O 

?>A;V4>2=>ABV B0 5D5:B82=>ABV 4>A;V465==O. 

+5B25@B89 5B0? – F5 D>@<C20==O 70240==O >@30=V70FV9=>3> 70157?5G5==O 

><=V:0=0;L=>3> <0@:5B8=3C, I> ?>;O30є C AB2>@5==V :>=:@5B=8E 70240=L V :@>:V2, 

O:V =5>1EV4=V 4;O 4>AO3=5==O 287=0G5=8E FV;59 ><=V:0=0;L=>3> <0@:5B8=3C. !0 

FL><C 5B0?V 0:F5=B @>18BLAO =0 45B0;V70FVW 7040G, 2AB0=>2;5==V ?@V>@8B5BV2 B0 

AB2>@5==V GVB:>W 4>@>6=L>W :0@B8 @50;V70FVW ><=V:0=0;L=>3> ?V4E>4C 

!0 ?9OB><C 5B0?V =5>1EV4=> ?@>25AB8 45B0;L=89 0=0;V7 ?>B>G=>3> AB0=C 

:><?0=VW, 2:;NG0NG8 >3;O4 VA=CNG8E <0@:5B8=3>28E :0=0;V2, @V2=O WE V=B53@0FVW, 

=0O2=>ABV є48=>W 1078 40=8E :;Vє=BV2, B5E=>;>3VG=>W V=D@0AB@C:BC@8 B0 2=CB@VH=VE 

?@>F5AV2. "FV=NєBLAO 3>B>2=VABL >@30=V70FVW 4> 2?@>20465==O ><=V:0=0;L=>W 

AB@0B53VW, 287=0G0NBLAO A8;L=V AB>@>=8 B0 ?@>30;8=8. $57C;LB0B>< FL>3> 5B0?C є 72VB 

?@> 3>B>2=VABL :><?0=VW 4> ><=V:0=0;L=>3> <0@:5B8=3C, I> 2:;NG0є SWOT-0=0;V7. 



143

,>AB89 5B0? <0є 420 ?0@0;5;L=8E 5B0?8:  

281V@ B0 2?@>20465==O B5E=>;>3VG=>W V=D@0AB@C:BC@8, O:0 =5>1EV4=0 4;O 

?V4B@8<:8 ><=V:0=0;L=>3> <0@:5B8=3C: CRM-A8AB5<8 4;O C?@02;V==O :;Vє=BAL:8<8 

40=8<8, ?;0BD>@<8 4;O 02B><0B870FVW <0@:5B8=3C, A8AB5<8 0=0;VB8:8 40=8E, 

V=AB@C<5=B8 4;O C?@02;V==O :>=B5=B>< B0 V=B53@0FV9=V @VH5==O. !5>1EV4=> 

70157?5G8B8 V=B53@0FVN F8E A8AB5< 4;O >1<V=C 40=8<8 B0 C73>465=>ABV :><C=V:0FV9. 

!0 FL><C 5B0?V B0:>6 >FV=NNBLAO DV=0=A>2V 28B@0B8 B0 2818@0NBLAO ?>AB0G0;L=8:8 

B5E=>;>3V9;  

@>7@>1:0 B0 2?@>20465==O ?@>3@0<8 =02G0==O 4;O A?V2@>1VB=8:V2, O:V 

70;CG5=V 4> @50;V70FVW ><=V:0=0;L=>W AB@0B53VW. !02G0==O ?>28==> >E>?;N20B8 =>2V 

B5E=>;>3VW, <5B>48 ?5@A>=0;V70FVW, C?@02;V==O 40=8<8 B0 ?>:@0I5==O :;Vє=BAL:>3> 

4>A2V4C. �06;82> B0:>6 @>7@>18B8 AB@0B53VN C?@02;V==O 7<V=0<8, I>1 ?V43>BC20B8 

?5@A>=0; 4> 2?@>20465==O =>28E ?V4E>4V2 V 7<5=H8B8 >?V@ 7<V=0<. 

%L><89 5B0? ?@>2545==O B5AB>2>3> 70?CA:C ><=V:0=0;L=>W AB@0B53VW =0 

>1<565=V9 G0AB8=V :;Vє=BAL:>W 1078 01> @8=:C. *5 4>72>;8BL >FV=8B8 5D5:B82=VABL 

AB@0B53VW, 28O28B8 <>6;82V ?@>1;5<8 B0 ?@>30;8=8, 0 B0:>6 040?BC20B8 ?V4EV4 4> 

2?@>20465==O. !0 FL><C 5B0?V 206;82> 0:B82=> <>=VB>@8B8 @57C;LB0B8, 718@0B8 

72>@>B=89 72'O7>: 2V4 :;Vє=BV2 V :>@83C20B8 AB@0B53VN =0 >A=>2V >B@8<0=8E 40=8E. 

#VA;O CA?VH=>3> B5ABC20==O 2V41C20єBLAO ?>2=><0AHB01=5 2?@>20465==O 

><=V:0=0;L=>W AB@0B53VW =0 2AL><C ?V4?@8є<AB2V. !0 FL><C 5B0?V =5>1EV4=> 

70157?5G8B8 C73>465=VABL CAVE :0=0;V2 :><C=V:0FV9, B5E=>;>3VG=8E A8AB5< B0 

2=CB@VH=VE ?@>F5AV2, I>1 30@0=BC20B8 FV;VA=VABL :;Vє=BAL:>3> 4>A2V4C. �0?CA: 

AB@0B53VW AC?@>2>46CєBLAO 0:B82=>N :><C=V:0FV9=>N :0<?0=VєN O: 4;O :;Vє=BV2, 

B0: V 4;O A?V2@>1VB=8:V2. 

�529OB89 5B0? ?5@5410G0є @>7@>1:C 45B0;L=>3> ?;0=C V=B53@0FVW 2AVE :0=0;V2 

:><C=V:0FVW (>=;09= B0 >D;09=) 7 <5B>N 70157?5G5==O C73>465=>3> V 157H>2=>3> 

:;Vє=BAL:>3> 4>A2V4C. *5 2:;NG0є 251-A09B8, <>1V;L=V 4>40B:8, A>FV0;L=V <5@56V, 

5;5:B@>==C ?>HBC, DV78G=V <03078=8, :>;-F5=B@8 B>I>. �87=0G0NBLAO B5E=VG=V 



144

28<>38 B0 V=AB@C<5=B8 4;O V=B53@0FVW, 2:;NG0NG8 V=B53@0FVN CRM-A8AB5<, 

?;0BD>@<8 02B><0B870FVW <0@:5B8=3C, 0=0;VB8G=V V=AB@C<5=B8 B>I>. 

"AB0==V9 5B0? – F5 >FV=:0 5D5:B82=>ABV ><=V:0=0;L=>W AB@0B53VW =0 >A=>2V 

2AB0=>2;5=8E KPI, B0:8E O: @V25=L 704>2>;5=>ABV :;Vє=BV2, :>=25@AVO, A5@54=V9 G5:, 

:>5DVFVє=B CB@8<0==O :;Vє=BV2 B>I>. #>ABV9=89 <>=VB>@8=3 @57C;LB0BV2 V 

@53C;O@=89 0=0;V7 4>72>;8BL 28O2;OB8 A8;L=V B0 A;01:V AB>@>=8 AB@0B53VW, 2=>A8B8 

:>@5:B828 B0 040?BC20B8 AB@0B53VN 4> =>28E C<>2 @8=:C B0 ?>B@51 :;Vє=BV2. 

�06;82> 2?@>2048B8 F8:;8 ?>ABV9=>3> 24>A:>=0;5==O, I>1 70157?5G8B8 ABV9:89 

@>728B>: V CA?VE ><=V:0=0;L=>3> <0@:5B8=3C. 

�0?@>?>=>20=5 >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C 

4>72>;8BL :><?0=VW A8=E@>=V7C20B8 A2>W 4VW, 70157?5G8B8 V=B53@0FVN 2AVE :0=0;V2 B0 

?V428I8B8 7030;L=C 5D5:B82=VABL <0@:5B8=3>28E 7CA8;L, AB2>@NNG8 C73>465=89 B0 

?@8201;8289 :;Vє=BAL:89 4>A2V4. 

"A>1;82VABN 70?@>?>=>20=>3> >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> 

<0@:5B8=3C є 9>3> >@Vє=B0FVO =0 AB2>@5==O 157?5@5@2=>3> :;Vє=BAL:>3> 4>A2V4C 

G5@57 70157?5G5==O A8=E@>=V70FVW 2AVE :0=0;V2 270є<>4VW 7 :;Vє=B0<8. *59 ?V4EV4 

4>72>;Oє <V=V<V7C20B8 @878:8 2B@0B8 :;Vє=BV2 =0 5B0?0E ?5@5E>4C <V6 :0=0;0<8, I> 

A?@8Oє ?V428I5==N @V2=O WE=L>W 704>2>;5=>ABV B0 ;>O;L=>ABV. 

�@V< B>3>, 040?B82=VABL >@30=V70FV9=>3> 70157?5G5==O 4> 48=0<VG=8E C<>2 

@8=:C 4>72>;Oє ?V4?@8є<AB20< 5D5:B82=> @503C20B8 =0 7<V=C A?>682G8E ?>B@51, 

2?@>2046C20B8 =>2V B5E=>;>3VG=V @VH5==O B0 ?V428IC20B8 :>=:C@5=B>A?@><>6=VABL, 

I> 70157?5GCє :><?;5:A=89 ?V4EV4 4> >@30=V70FVW ><=V:0=0;L=>3> <0@:5B8=3C, 

2@0E>2CNG8 O: 2=CB@VH=V, B0: V 7>2=VH=V D0:B>@8 2?;82C. 

#V4?@8є<AB20 AD5@8 @>74@V1=>W B>@3V2;V >@Vє=BCNBLAO 7451V;LH>3> =0 B5, I>1 

704>2>;L=8B8 ?>B@518 A2>WE A?>6820GV2, 0;5 @07>< 7 B8< 72VA=> :>6=5 ?V4?@8є<AB2> 

70FV:02;5=5 2 >B@8<0==V ?@81CB:C V ?>:@0I5==V A2>3> DV=0=A>2>3> AB0=C, @>728B:C 

?V4?@8є<AB20 B>I>. �;O B>3> I>1 70157?5GC20B8 @>728B>: V >B@8<0==O ?@81CB:C, 

:>6=5 ?V4?@8є<AB2> @>7@>1;Oє A2>N AB@0B53VN, <>=VB>@8BL ?52=V ?>:07=8:8, I> 



145

2:07CNBL =0 5D5:B82=C G8 =V @>1>BC ?V4?@8є<AB20 [121] .  

�87=0G5==O ?>:07=8:V2 4Vє2>ABV <0@:5B8=3C 2 @>74@V1=V9 B>@3V2;V є 206;82>N 

A:;04>2>N AB@0B53VW C?@02;V==O @>74@V1=8< ?V4?@8є<AB2><. #>:07=8:8 4Vє2>ABV 

<0@:5B8=3C - F5 :>=:@5B=V G8A;>2V B0 :V;L:VA=V ?>:07=8:8, I> 4>72>;ONBL >FV=N20B8 

<0@:5B8=3>2V AB@0B53VW B0 70E>48, O:V 28:>@8AB>2Cє ?V4?@8є<AB2> 4;O 70;CG5==O B0 

CB@8<0==O :;Vє=BV2, 71V;LH5==O >1AO3V2 ?@>406V2 B0 4>E>4V2, ?>:@0I5==O 270є<>4VW 

7V A?>6820G0<8 B0 71V;LH5==O :>=:C@5=B>A?@><>6=>ABV. &0:>6 1V;LH>ABV 

<V6=0@>4=8E 2840=L [121–127] 74V9A=NNBLAO <0@:5B8=3>2V 28B@0B8 @>73;O40єBLAO 

O: V=25AB8FVO 2 5D5:B82=VABL ?V4?@8є<AB20.  

"A=>2=8<8 :0B53>@VO<8 ?>:07=8:V2 4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C 2 

@>74@V1=V9 B>@3V2;V є: 

>1>@>B B0 ?@81CB>: – 2V4>1@060NBL 7030;L=C DV=0=A>2C 5D5:B82=VABL 

<0@:5B8=3>28E 70E>4V2. "1>@>B 2:07Cє =0 >1AO3 ?@>406V2 B>20@V2 01> ?>A;C3, 0 

?@81CB>: 2V4>1@060є G8AB89 4>EV4, I> 70;8H0єBLAO ?VA;O 28@0EC20==O 2AVE 28B@0B; 

:V;L:VABL :;Vє=BV2 B0 WE=V9 @V25=L 704>2>;5=>ABV - 28<V@NNBL @>7<V@ B0 O:VABL 

:;Vє=BAL:>W 1078. $>ABCG0 :V;L:VABL :;Vє=BV2 B0 28A>:89 @V25=L WE=L>W 704>2>;5=>ABV 

A2V4G0BL ?@> 5D5:B82=VABL <0@:5B8=3>28E 7CA8;L C ?@825@B0==V B0 CB@8<0==V 

:;Vє=BV2; 

:>=25@AVO 2V42V4C20GV2 C ?>:C?FV2 – 28<V@Nє 5D5:B82=VABL <0@:5B8=3>28E 

:0=0;V2 C 70;CG5==V FV;L>2>W 0C48B>@VW B0 ?5@5B2>@5==V WE C 0:B82=8E ?>:C?FV2. 

�8A>:0 :>=25@AVO 2V4>1@060є 5D5:B82=VABL :><C=V:0FVW B0 ?@8201;82VABL 

?@>?>78FV9; 

2V4A>B>: ?>2B>@=8E ?>:C?>: – 2:07Cє =0 B5, O:C G0AB:C :;Vє=BV2 A:;040NBL 

?>2B>@=V ?>:C?FV. �V= 2V4>1@060є 5D5:B82=VABL AB@0B53V9 715@565==O :;Vє=BV2 B0 

O:VABL >1A;C3>2C20==O; 

ROI (?>25@=5==O V=25AB8FV9 2 <0@:5B8=3) – >FV=Nє 5D5:B82=VABL 28B@0B =0 

<0@:5B8=3 C 2V4=>H5==V 4> >B@8<0=>3> ?@81CB:C. �V= 4>72>;Oє 287=0G8B8, 

=0A:V;L:8 5D5:B82=> 28:>@8AB>2CNBLAO <0@:5B8=3>2V @5AC@A8 B0 O:VABL AB@0B53V9. 



146

�;O :>6=>3> @>74@V1=>3> ?V4?@8є<AB20 206;82> 281@0B8 B0 28<V@OB8 BV 

?>:07=8:8 5D5:B82=>ABV <0@:5B8=3C, O:V =091V;LH5 2V4?>2V40NBL 9>3> 1V7=5A-

<>45;V B0 FV;O<. �V4AB565==O B0 0=0;V7 F8E ?>:07=8:V2 4>72>;Oє ?V4?@8є<AB20< 

@>74@V1=>W B>@3V2;V 5D5:B82=> >FV=N20B8 @57C;LB0B8 <0@:5B8=3>28E 70E>4V2 B0 

2=>A8B8 :>@5:B828 C AB@0B53VN 4;O 4>AO3=5==O :@0I8E @57C;LB0BV2 [128].  

�8<V@N20==O 5D5:B82=>ABV <0@:5B8=3C 4;O ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V 

<0є 28@VH0;L=5 7=0G5==O 4;O CA?VH=>3> DC=:FV>=C20==O B0 @>728B:C 1V7=5AC. 

"FV=:0 @57C;LB0B82=>ABV <0@:5B8=3>28E AB@0B53V9 V 70E>4V2 4>72>;Oє :><?0=VO< 

5D5:B82=> 28B@0G0B8 @5AC@A8, C?@02;OB8 1N465B0<8 B0 24>A:>=0;N20B8 A2>W 

?V4E>48 4> ?@825@B0==O B0 CB@8<0==O :;Vє=BV2. �8<V@N20==O 5D5:B82=>ABV 

<0@:5B8=3C 4;O @>74@V1=8E ?V4?@8є<AB2 <0є 25;8:5 7=0G5==O. 

�0 WW 4>?><>3>N >FV=NNBLAO @57C;LB0B8 B0 287=0G0NBLAO AB@0B53VG=V 

=0?@O<:8. �8<V@N20==O 4Vє2VABL <0@:5B8=3>28E 70E>4V2 =040є ?V4?@8є<AB20< 

<>6;82VABL >FV=8B8, =0A:V;L:8 CA?VH=> 2>=8 4>AO30NBL A2>WE FV;59 B0 70240=L. 

�=0;V7 @57C;LB0BV2 4>72>;Oє 287=0G8B8 =091V;LH 5D5:B82=V AB@0B53VW B0 =0?@O<:8 

4VO;L=>ABV, 0 B0:>6 74V9A=N20B8 :>@5:FVW 2 ?;0=0E <0@:5B8=3>28E 4V9 4;O 

<0:A8<V70FVW @57C;LB0BV2 [129]. 

�AV FV ?>:07=8:8 4>?><030NBL >FV=8B8 4VO;L=VABL ?V4?@8є<AB20 @>74@V1=>W 

B>@3V2;V. !0?@8:;04 G8 @0FV>=0;L=> 28:>@8AB>2CєBLAO G0A ?@8 74V9A=5==V ?>:C?>: 

A?>6820G5<, 7030;L=0 >FV=:0 4VO;L=>ABV ?V4?@8є<AB20, 5D5:B82=VABL 3>A?>40@AL:>W 

4VO;L=>ABV, G8 5D5:B82=> 28:>@8AB>2CєBLAO B>@3V25;L=0 ?;>I0 <03078=C B>I>. 

"?B8<V7>2CєBLAO <0@:5B8=3>289 1N465B, H;OE>< 28<V@N20==O 5D5:B82=>ABV 

4>72>;Oє ?V4?@8є<AB20< @>7C<=> @>7?>4V;OB8 A2V9 1N465B <0@:5B8=3C, V=25ABCNG8 

:>HB8 C =091V;LH ?5@A?5:B82=V :0=0;8 B0 V=AB@C<5=B8. *5 4>72>;Oє 7<5=H8B8 

28B@0B8, ?V428I8B8 @5=B015;L=VABL B0 70157?5G8B8 <0:A8<0;L=89 72>@>B=89 ?>BV: 

V=25AB8FV9. 

#V428ICєBLAO :>=:C@5=B>A?@><>6=>ABL, G5@57 >FV=:C 4Vє2>ABV <0@:5B8=3>28E 

70E>4V2 4>72>;Oє ?V4?@8є<AB20< 2V4AB56C20B8 B0 0=0;V7C20B8 4VW :>=:C@5=BV2, 0 



147

B0:>6 287=0G0B8 WE=V A8;L=V B0 A;01:V AB>@>=8. *5 4>?><030є @>7@>1;OB8 AB@0B53VW, 

A?@O<>20=V =0 ?V428I5==O :>=:C@5=B>A?@><>6=>ABV B0 74>1CBBO ?5@52038 =0 @8=:C. 

�4>A:>=0;NNBLAO :><C=V:0FVW 7V A?>6820G0<8, 28<V@N20==O 4Vє2>ABV 

<0@:5B8=3C 4>72>;Oє ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V 7@>7C<VB8, O: A?>6820GV 

@503CNBL =0 WE=V <0@:5B8=3>2V ?>2V4><;5==O B0 ?@>?>78FVW. *5 4>72>;Oє 

?V4?@8є<AB20< 040?BC20B8 A2>W :><C=V:0FV9=V AB@0B53VW B0 ?>:@0IC20B8 270є<>4VN 

7V A2>єN FV;L>2>N 0C48B>@VєN. 

#@>E>48BL AB8<C;OFVO @>728B:C V==>20FV9 H;OE>< 28<V@N20==O 

5D5:B82=>ABV <0@:5B8=3>28E 4V9 =048E0є ?V4?@8є<AB20 4> 2?@>20465==O 

=>20B>@AL:8E @VH5=L B0 B5E=>;>3V9. �>=8 <>6CBL 5:A?5@8<5=BC20B8 7 =>28<8 

?V4E>40<8 B0 V45O<8, 24>A:>=0;N20B8 A2>W ?@>4C:B8 B0 ?>A;C38, I>1 :@0I5 

704>2>;L=OB8 ?>B@518 :;Vє=BV2 V 70157?5GC20B8 WE=є 704>2>;5==O. 

&0:8< G8=><, 28<V@N20==O 5D5:B82=>ABV <0@:5B8=3C є :;NG>28< 5;5<5=B>< 

AB@0B53VG=>3> C?@02;V==O @>74@V1=8<8 ?V4?@8є<AB20<8, O:5 4>?><030є ?V428IC20B8 

WE=N :>=:C@5=B>A?@><>6=VABL, 5D5:B82=> 28:>@8AB>2C20B8 @5AC@A8 B0 4>AO30B8 

CA?VEC =0 @8=:C. 

�?;82 <0@:5B8=3>28E AB@0B53V9 =0 CA?VH=VABL @>74@V1=8E ?V4?@8є<AB2 є 

28@VH0;L=8< D0:B>@>< C :>=:C@5=B=><C A5@54>28IV ACG0A=>3> 1V7=5AC. 

 0@:5B8=3>2V AB@0B53VW 287=0G0NBL, O: ?V4?@8є<AB20 270є<>4VNBL 7V A2>W<8 

:;Vє=B0<8, O:V ?@>4C:B8 01> ?>A;C38 2>=8 ?@>?>=CNBL, V O: 2>=8 ?>78FV>=CNBL A515 

=0 @8=:C. �?;82 <0@:5B8=3>2>W AB@0B53VW =0 CA?VH=VABL @>74@V1=8E ?V4?@8є<AB2: 

@5:;0<0, ?@>AC20==O 2 A>FV0;L=8E <5@560E, :>=B5=B-<0@:5B8=3 B0 V=HV, 

4>?><030NBL @>74@V1=8< ?V4?@8є<AB20< 70;CG0B8 =>28E :;Vє=BV2 B0 71V;LHC20B8 

A2>N FV;L>2C 0C48B>@VN; 

70;CG5==O B0 CB@8<0==O :;Vє=BV2, B0:V O: ?@>3@0<8 ;>O;L=>ABV, 

?5@A>=0;V7>20=V ?@>?>78FVW B0 ?>A;C38, ?V4B@8<:0 :;Vє=BV2 ?VA;O :C?V2;V, 

4>?><030NBL 715@V30B8 V ?V4B@8<C20B8 2V@=8E :;Vє=BV2; 

287=0G5==O A2>єW C=V:0;L=>W FV==VABV B0 709=OB8 283V4=V ?>78FVW =0 @8=:C. 



148

+VB:5 @>7C<V==O A2>єW <VAVW, FV;L>2>W 0C48B>@VW B0 :>=:C@5=B=>3> >B>G5==O 4>72>;Oє 

?V4?@8є<AB20< 28>:@5<8B8AO A5@54 V=H8E 3@02FV2; 

D>@<C20==O ?>78B82=>3> >1@07C 1@5=4C, I> є :;NG>28< 4;O CA?VH=>3> 

@>728B:C @>74@V1=>3> 1V7=5AC. �@50B82=V @5:;0<=V :0<?0=VW, 5<>FV9=> 70@O465=V 

1@5=4>2V ?>2V4><;5==O B0 270є<>4VO 7 :;Vє=B0<8 G5@57 @V7=><0=VB=V :0=0;8 

4>?><030NBL ?V428IC20B8 2?V7=020=VABL B0 ?@8201;82VABL 1@5=4C; 

71V;LH5==O >1AO3V2 ?@>406V2 B0 ?V428I5==N ?@81CB:>2>ABV ?V4?@8є<AB20. *5 

<>65 1CB8 4>AO3=CB> 70 4>?><>3>N ?@028;L=>3> FV=>CB2>@5==O, @>7@>1:8 0:FV9=8E 

?@>?>78FV9, :@>A-?@>406V2 B0 V=H8E <5B>4V2. 

040?B0FVO 4> 7<V= C A?>682G8E C?>4>10==OE. ,284:5 2?@>20465==O =>28E 

B@5=4V2 B0 V==>20FV9 4>72>;Oє ?V4?@8є<AB20< 70;8H0B8AO :>=:C@5=B>A?@><>6=8<8 

=0 @8=:C; 

"B65, <0@:5B8=3>2V AB@0B53VW <0NBL 25;8G57=89 2?;82 =0 CA?VH=VABL 

@>74@V1=8E ?V4?@8є<AB2, 2>=8 287=0G0NBL WE=N :>=:C@5=B>A?@><>6=VABL, 740B=VABL 

?@825@B0B8 B0 CB@8<C20B8 :;Vє=BV2, 0 B0:>6 4>AO30B8 1060=8E DV=0=A>28E 

@57C;LB0BV2. 

 >=VB>@8=3 B0 0=0;V7 >A=>2=8E ?>:07=8:V2 5D5:B82=>ABV 4>72>;Oє 

?V4?@8є<AB20< @>74@V1=>W B>@3V2;V >FV=N20B8 4Vє2VABL A2>WE <0@:5B8=3>28E 70E>4V2, 

2=>A8B8 :>@5:B828 2 AB@0B53VW B0 4>AO30B8 :@0I8E @57C;LB0BV2 C ?@8201;5==V B0 

715@565==V :;Vє=BV2, 71V;LH5==V ?@>406V2 B0 ?@81CB:C. 

 5B>48 71>@C B0 0=0;V7C 40=8E є :;NG>28< 5B0?>< 2 ?@>F5AV 287=0G5==O 

5D5:B82=>ABV <0@:5B8=3C 2 @>74@V1=V9 B>@3V2;V. *V <5B>48 4>72>;ONBL 74V9A=N20B8 

>1'є:B82=C >FV=:C @V7=8E 0A?5:BV2 4VO;L=>ABV ?V4?@8є<AB20 B0 @8=:>2>3> 

A5@54>28I0.  

�;O 40=>W >FV=:8 <>6=0 1@0B8 2=CB@VH=V 40=V :><?0=VW. *5 2:;NG0є 2 A515 2AV 

4>ABC?=V 40=V, O:V 718@0NBLAO B0 715@V30NBLAO 2 <560E A0<>W :><?0=VW. *5 <>65 1CB8 

V=D>@<0FVO ?@> >1AO38 ?@>406V2, ?@81CB>:, 28B@0B8 =0 <0@:5B8=3>2V :0<?0=VW, 40=V 

?@> :;Vє=BV2 B0 WE=V ?>:C?:8, 0 B0:>6 V=HV 2=CB@VH=V ?@>F5A8 B0 ?>:07=8:8. �;O 



149

71>@C B0:8E 40=8E 28:>@8AB>2CNBLAO @V7=><0=VB=V 465@5;0, 2:;NG0NG8 

1CE30;B5@AL:C 72VB=VABL, CRM A8AB5<8, A8AB5<8 C?@02;V==O 70?0A0<8 B0 V=HV 

2=CB@VH=V A8AB5<8 >1;V:C B0 0=0;V7C 40=8E. 

&0:>6 ?V4V945 28:>@8AB0==O 7>2=VH=VE 40=8E (0=0;V7 @8=:C, 4>A;V465==O 

:>=:C@5=BV2). *59 <5B>4 2:;NG0є 2 A515 71V@ B0 0=0;V7 V=D>@<0FVW ?@> @8=>: B0 

:>=:C@5=BV2. *5 <>65 1CB8 0=0;V7 B5=45=FV9 @8=:C, >FV=:0 @>7<V@C @8=:C, 0=0;V7 

?>254V=:8 A?>6820GV2, 4>A;V465==O :>=:C@5=BV2, WE=VE ?@>4C:BV2 B0 AB@0B53V9. �;O 

71>@C B0:8E 40=8E 28:>@8AB>2CNBLAO @V7=><0=VB=V 465@5;0, 2:;NG0NG8 

AB0B8AB8G=V 72VB8, 4>A;V465==O @8=:C, 0=0;VB8G=V 72VB8, 0 B0:>6 2;0A=V 

A?>AB5@565==O B0 0=0;V7 4VO;L=>ABV :>=:C@5=BV2. 

 >6=0 28:>@8AB>2C20B8 0=0;VB8G=V V=AB@C<5=B8 B0 ?@>3@0<=V 70A>18. *59 

<5B>4 2:;NG0є 2 A515 28:>@8AB0==O @V7=><0=VB=8E 0=0;VB8G=8E V=AB@C<5=BV2 B0 

?@>3@0<=8E 70A>1V2 4;O >1@>1:8 B0 0=0;V7C >B@8<0=8E 40=8E. *5 <>6CBL 1CB8 

A?5FV0;V7>20=V ?@>3@0<8 4;O 0=0;V7C 40=8E, AB0B8AB8G=V ?0:5B8, BI A8AB5<8, CRM 

A8AB5<8 B0 V=HV V=AB@C<5=B8. �>=8 4>72>;ONBL 28:>=C20B8 @V7=><0=VB=V 0=0;VB8G=V 

>?5@0FVW, 2:;NG0NG8 287=0G5==O :;NG>28E ?>:07=8:V2 5D5:B82=>ABV, ?>1C4>2C 

72VBV2 B0 3@0DV:V2, ?@>3=>7C20==O B0 V=HV 0=0;VB8G=V 70240==O [129]. 

*V <5B>48 4>?><030NBL ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V >B@8<C20B8 

>1'є:B82=C B0 4>AB>2V@=C V=D>@<0FVN ?@> WE=N 4VO;L=VABL B0 @8=:>25 A5@54>28I5, 0 

B0:>6 2G0A=> @503C20B8. 

#@0:B8G=0 @50;V70FVO ?>:07=8:V2 4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C 2 

@>74@V1=V9 B>@3V2;V 2V4>1@060єBLAO G5@57 @V7=><0=VB=V :59A-ABC4VW B0 0=0;V7 

@50;L=8E ?@8:;04V2 CA?VH=8E <0@:5B8=3>28E AB@0B53V9. !0?@8:;04, 71V;LH5==O 

>1>@>BV2 B0 ?@81CB:C 70 @0EC=>: ?5@A>=0;V7>20=>3> ?V4E>4C 4> :;Vє=BV2 -  <>6=0 

2?@>2048B8 A8AB5<C 2V@BC0;L=8E 7=86>: B0 ?5@A>=0;V7>20=8E ?@>?>78FV9 4;O A2>WE 

:;Vє=BV2. ,;OE>< 0=0;V7C ?>:C?:>28E 728G>: B0 ?>254V=:8 :;Vє=BV2, =04020B8 

V=482V4C0;L=V 7=86:8 =0 B>20@8, O:V <>6CBL 70FV:028B8 :>6=>3> :>=:@5B=>3> 

:;Vє=B0. *O AB@0B53VO 4>72>;8BL :><?0=VW 71V;LH8B8 >1>@>B8 B0 ?@81CB>:, 



150

715@V30NG8 28A>:89 @V25=L 704>2>;5=>ABV :;Vє=BV2. 

 >6=0 B0:>6 ?V428IC20B8 :>=25@AVN G5@57 24>A:>=0;5==O =0 A09BV. "=;09= 

<03078= Y ?@>2V2 0=0;V7 A2>3> 251-A09BC B0 28O282 A;01:V <VAFO, O:V <>6CBL 

2?;820B8 =0 :>=25@AVN. ,;OE>< >?B8<V70FVW V=B5@D59AC, ?>;53H5==O ?@>F5AC 

>D>@<;5==O 70<>2;5==O B0 ?>:@0I5==O H284:>ABV 7020=B065==O AB>@V=>:, 2>=8 

7<>3;8 ?V428I8B8 :>=25@AVN =0 25%. *O AB@0B53VO 4>72>;8;0 :><?0=VW 71V;LH8B8 

>1AO38 ?@>406V2 B0 ?>:@0I8B8 5D5:B82=VABL WE=L>3> <0@:5B8=3C [130]. 

�8:>@8AB0==O A>FV0;L=8E <54V0 30@=> ?V4E>48BL 4;O 70;CG5==O =>28E 

:;Vє=BV2. !0?@8:;04, <5@560 <03078=V2, I> 0:B82=> 28:>@8AB>2Cє A>FV0;L=V <54V0 

4;O ?@>AC20==O A2>WE B>20@V2 B0 70;CG5==O =>28E :;Vє=BV2. ,;OE>< ?C1;V:0FVW 

FV:02>3> :>=B5=BC, CG0ABV 2 @V7=8E 0:FVOE B0 :>=:C@A0E, <>65 71V;LH8B8 A2>N 

0C48B>@VN =0 A>FV0;L=8E ?;0BD>@<0E B0 70;CG8B8 =>28E ?>:C?FV2. �=0;V7 40=8E 

?>:0702, I> F59 :0=0; <0@:5B8=3C AB02 >4=8< V7 =091V;LH 5D5:B82=8E 4;O :><?0=VW 

C 70;CG5==V :;Vє=BV2. 

�?@>20465==O ?@>3@0<8 ;>O;L=>ABV B0 AB8<C;N20==O ?>2B>@=8E ?>:C?>: B56 

AB8<C;Nє <0@:5B8=3.  5@560 <03078=V2 <>65 70?CAB8B8 ?@>3@0<C ;>O;L=>ABV 4;O 

A2>WE :;Vє=BV2, 45 :>65= ?>:C?5FL >B@8<C202 18 1>=CA=V 10;8 70 :>6=C ?>:C?:C. *V 

10;8 <>6=0 1C;> >1<V=OB8 =0 7=86:8 01> ?>40@C=:>2V A5@B8DV:0B8. *O AB@0B53VO 

4>72>;8;0 1 71V;LH8B8 2V4A>B>: ?>2B>@=8E ?>:C?>: B0 ?V428I8B8 ;>O;L=VABL 

:;Vє=BV2 4> <03078=C. 

&0:8< G8=><, FV ?@8:;048 45<>=AB@CNBL CA?VH=C @50;V70FVN ?>:07=8:V2 

4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C 2 @>74@V1=V9 B>@3V2;V, O:V 4>72>;8;8 

?V4?@8є<AB20< 4>AO3B8 A2>WE FV;59 B0 >B@8<0B8 7=0G=V @57C;LB0B8. �=0;V7 B0:8E 

?@8:;04V2 4>?><030є V=H8< :><?0=VO< =02G8B8AO 24>A:>=0;N20B8 A2>W 2;0A=V 

<0@:5B8=3>2V AB@0B53VW. 

"B65, @>74@V1=0 B>@3V2;O ?>ABV9=> 707=0є 7<V= ?V4 2?;82>< =>28E B5E=>;>3V9, 

7<V=8 A?>682G8E C?>4>10=L B0 5:>=><VG=8E D0:B>@V2. !0?@8:;04, 7@>AB0є 7=0G5==O 

>=;09= B0 <>1V;L=>3> H>?V=3C, I> 28<030є 2V4 @>74@V1=8E ?V4?@8є<AB2 0:B82=>3> 



151

?@8ACB=>ABV 2 V=B5@=5BV B0 28:>@8AB0==O F8D@>28E <0@:5B8=3>28E AB@0B53V9. &0:>6 

A?>AB5@V30єBLAO B5=45=FVO 4> ?5@A>=0;V7>20=>3> >1A;C3>2C20==O B0 71V;LH5==O 

7=0G5==O ABV9:8E 1@5=4V2.  0@:5B8=3 ?>28=5= 040?BC20B8AO 4> F8E 7<V=, 70;CG0NG8 

=>2V :0=0;8 :><C=V:0FVW B0 V==>20FV9=V AB@0B53VW [131]. 

%?>682GV C?>4>10==O ?>ABV9=> 52>;NFV>=CNBL, I> 28<030є 2V4 @>74@V1=>3> 

<0@:5B8=3C ?>ABV9=>3> >=>2;5==O AB@0B53V9. !0?@8:;04, 7@>AB0є ?>?C;O@=VABL 

74>@>2>3> A?>A>1C 68BBO, 5:>;>3VG=>W A2V4><>ABV B0 F8D@>28E @VH5=L.  0@:5B>;>38 

?>28==V 2@0E>2C20B8 FV B5=45=FVW ?@8 @>7@>1FV ?@>4C:BV2 B0 <0@:5B8=3>28E 

:0<?0=V9, 0 B0:>6 2?@>2046C20B8 =>2V B5E=>;>3VW, B0:V O: HBCG=89 V=B5;5:B, 

0=0;VB8:0 40=8E B0 V=B5@0:B82=VABL. 

#@0:B8G=0 @50;V70FVO ?>:07=8:V2 4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C 2 

@>74@V1=V9 B>@3V2;V 45<>=AB@Cє 206;82VABL @>7@>1:8 ?5@A>=0;V7>20=8E AB@0B53V9, 

28:>@8AB0==O >=;09= B0 <>1V;L=8E B5E=>;>3V9, 0 B0:>6 AB2>@5==O ?@>3@0< 

;>O;L=>ABV B0 28:>@8AB0==O A>FV0;L=8E <54V0 4;O 70;CG5==O B0 CB@8<0==O :;Vє=BV2. 

�;O ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V 206;82> ?>ABV9=> <>=VB>@8B8 B0 

0=0;V7C20B8 ?>:07=8:8 4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C, @503C20B8 =0 7<V=8 2 

A?>682G><C @8=:C B0 B5E=>;>3VOE, 0 B0:>6 2?@>2046C20B8 V==>20FV9=V ?V4E>48. 

&0:>6 <>6=0 284V;8B8 @5:><5=40FVW 4;O ?V4?@8є<AB2: 

?>ABV9=5 24>A:>=0;5==O AB@0B53V9 <0@:5B8=3C 2@0E>2CNG8 7<V=8 2 A?>682G8E 

C?>4>10==OE B0 B5E=>;>3VOE, @>7@>1;O9B5 B0 24>A:>=0;N9B5 AB@0B53VW <0@:5B8=3C, 

I>1 70;8H0B8AO :>=:C@5=B>A?@><>6=8<8 =0 @8=:C; 

28:>@8AB0==O 0=0;VB8:8 B0 40=8E 4;O ?@89=OBBO >1ґ@C=B>20=8E @VH5=L I>4> 

<0@:5B8=3>28E AB@0B53V9 B0 @5AC@AV2; 

040?B0FVO 4> >=;09= B0 <>1V;L=8E B5E=>;>3V9 G5@57 ?@8ACB=VABL 2 V=B5@=5BV B0 

<>1V;L=8E ?;0BD>@<0E, I>1 4>AO30B8 1V;LH>W 0C48B>@VW B0 ?V428IC20B8 7@CG=VABL 

4;O :;Vє=BV2; 

V==>20FVW B0 5:A?5@8<5=B8, I>1 284V;8B8AO =0 B;V :>=:C@5=BV2 B0 ?@825@=CB8 

C203C :;Vє=BV2. 



152

&0:8< G8=><,�><?0=VW =5 <>6CBL 4>72>;8B8 A>1V 2B@0G0B8 1C4L-O:C 

<>6;82VABL 5D5:B82=>3> 70;CG5==O :;Vє=BV2. /:I> 79O2;OєBLAO B5=45=FVO 4> ?04V==O 

?@>406V2, ?>:8=CB8E >=;09=-:>H8:V2 01> AC?5@5G;828E 40=8E ?@> :;Vє=BV2, =0AB02 

G0A @>73;O=CB8 1V;LH :><?;5:A=89 ?V4EV4. "<=V:0=0;L=0 AB@0B53VO @>74@V1=>W 

B>@3V2;V ?@>?>=Cє 1574>30==C B0 5D5:B82=C 270є<>4VN 7 :;Vє=B0<8, CAC20NG8 

@>7@82 <V6 B>G:0<8 270є<>4VW >=;09= V >D;09=. � >AL G><C O:VA=V @>74@V1=V ?>A;C38 

7 @>7@>1:8 ?@>3@0<=>3> 70157?5G5==O 206;82V. �><?0=VW 7 =04V9=8<8 

><=V:0=0;L=8<8 AB@0B53VO<8 70;CG5==O :;Vє=BV2 CB@8<CNBL 2 A5@54=L><C 2 3 @078 

1V;LH5 A2>WE :;Vє=BV2 C ?>@V2=O==V 7 :><?0=VO<8 7V A;01:>N ><=V:0=0;L=VABN. 

 

 

3.2.  5B>48G=5 ?V4EV4 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 

 

 

 5B>48G=89 ?V4EV4 – F5 7030;L=0 :>=F5?FVO 01> AB@0B53VO, O:0 287=0G0є, O:8< 

G8=>< 1C45 74V9A=N20B8AO >FV=:0 5D5:B82=>ABV <0@:5B8=3>28E 70E>4V2. *5 A2>3> 

@>4C 4>@>6=O :0@B0, I> 287=0G0є =0?@O<>: V >A=>2=V ?@8=F8?8, O:8E ?>B@V1=> 

4>B@8<C20B8AO ?V4 G0A >FV=:8. 

 5B>48G=5 ?V4EV4 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V =02545=> =0 @8A. 3.5 

 5B>48G=5 ?V4EV4 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 2:;NG0є 0=0;V7 ?>B>G=>3> AB0=C, 287=0G5==O 

AB@0B53VG=8E FV;59, V=B53@0FVN B5E=>;>3V9, ?;0=C20==O B0 <>=VB>@8=3 5D5:B82=>ABV, 

I> 2V4?>2V40є ?V4E>40<, ?@54AB02;5=8< C @>1>BV [136]. 

!0 ?5@H><C 5B0?V 287=0G0NBLAO :;NG>2V ?>:07=8:8 >FV=N20==O 4Vє2>ABV 

<0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V.  

 



153

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

$8A. 3.5.  5B>48G=5 ?V4EV4 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V (E>?489AB 46FBDB@) 

 

*V ?>:07=8:8 4>72>;ONBL >FV=8B8 @V25=L 4>AO3=5==O <0@:5B8=3>28E FV;59 B0 

287=0G8B8 CA?VH=VABL AB@0B53V9 <0@:5B8=3C: 

>1AO3 ?@>40=8E B>20@V2 01> ?>A;C3 G5@57 @V7=V :0=0;8 71CBC B0 4>?><030є 

287=0G8B8 5D5:B82=VABL <0@:5B8=3>28E 70E>4V2 C ?@825@B0==V :;Vє=BV2 B0 

71V;LH5==V >1AO3V2 ?@>406V2; 

:>=25@AVO 2V4>1@060є 2V4A>B>: 2V42V4C20GV2 01> :;Vє=BV2, O:V 74V9A=8;8 

?>:C?:C 01> 28:>=0;8 1060=C 4VN, B0:C O: 70?>2=5==O D>@<8 01> ?V4?8A:0 =0 

$>7@>1:0 A8AB5<8 :;NG>28E ?>:07=8:V2 5D5:B82=>ABV, 2:;NG0NG8 >1AO38 
?@>406V2, :>=25@AVN, @V25=L 704>2>;5=>ABV :;Vє=BV2 B>I>.

�87=0G5==O 465@5; 40=8E B0 71V@ V=D>@<0FVW ?@> ?@>406V, :;Vє=BAL:V 
?5@52038, ?>254V=:C ?>:C?FV2 =0 @V7=8E :0=0;0E B>I>. 

�@0EC20==O <5B@8:, O:V 2V4>1@060NBL CA?VH=VABL V=B53@0FVW @V7=8E 
:0=0;V2 71CBC B0 270є<>4VW 7 :;Vє=B0<8.

�=0;V7 >B@8<0=8E 40=8E 4;O 287=0G5==O 5D5:B82=>ABV <0@:5B8=3>28E 
70E>4V2 B0 28O2;5==O <>6;828E ?>:@0I5=L.

$>7@>1:0 B0 2?@>20465==O AB@0B53V9 4;O >?B8<V70FVW ><=V:0=0;L=>3> 
<0@:5B8=3C =0 >A=>2V @57C;LB0BV2 >FV=N20==O.

 >=VB>@8=3 @57C;LB0BV2 2?@>20465==O >@30=V70FV=>3> 70157?5G5==O 
><=V:0=0;L=>3> <0@:5B8=3C.

#@>2545==O @53C;O@=8E >FV=>: 5D5:B82=>ABV B0 0=0;V7C @57C;LB0BV2 4;O 
?>ABV9=>3> 24>A:>=0;5==O A8AB5<8 <0@:5B8=3>28E 70E>4V2.



154

@>7A8;:C. �>=0 2:07Cє =0 5D5:B82=VABL <0@:5B8=3>28E :><C=V:0FV9 B0 

:>=25@B0FV9=>W ?>BC6=>ABV :0=0;V2 71CBC; 

@V25=L 704>2>;5=>ABV :;Vє=BV2 – 28<V@Nє ABC?V=L 704>2>;5=>ABV :;Vє=BV2 2V4 

270є<>4VW 7 ?V4?@8є<AB2>< B0 9>3> ?@>4C:B0<8 01> ?>A;C30<8. �V= є 206;828< 

V=48:0B>@>< O:>ABV >1A;C3>2C20==O B0 2?;82C <0@:5B8=3>28E AB@0B53V9 =0 

A?@89=OBBO 1@5=4C :;Vє=B0<8; 

@V25=L 2V4<>2 (2V4B>: :;Vє=BV2) - 2:07Cє =0 :V;L:VABL :;Vє=BV2, O:V ?@8?8=8;8 

270є<>4VN 7 ?V4?@8є<AB2>< 01> 725@=C;8AO 4> :>=:C@5=BV2. �5;8:89 2V4BV: :;Vє=BV2 

<>65 A2V4G8B8 ?@> ?@>1;5<8 2 >1A;C3>2C20==V 01> =55D5:B82=VABL <0@:5B8=3>28E 

70E>4V2; 

ROI (?>25@=5==O V=25AB8FV9 2 <0@:5B8=3) – 28<V@Nє 2V4=>H5==O ?@81CB:C, 

>B@8<0=>3> 2V4 <0@:5B8=3>28E 70E>4V2, 4> 28B@0B =0 WE @50;V70FVN. �V= 4>72>;Oє 

287=0G8B8 5D5:B82=VABL V=25AB8FV9 C <0@:5B8=3 B0 >FV=8B8 9>3> 2?;82 =0 DV=0=A>2V 

?>:07=8:8 ?V4?@8є<AB20. 

!02545=V ?>:07=8:8, 2V4>1@060NBL 4Vє2VABL <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V B0 4>72>;ONBL >FV=8B8 @V25=L >@30=V70FV9=>3> 

70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. 

�1V@ B0 0=0;V7 40=8E 4;O >FV=:8 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V H;OE>< 0=0;V7C 2=CB@VH=8E B0 7>2=VH=8E 

465@5; V=D>@<0FVW. �> 2=CB@VH=VE 465@5; V=D>@<0FVW 2V4=>AOBLAO: 

A8AB5<0 C?@02;V==O ?@>4060<8 (POS), I> =040є V=D>@<0FVN ?@> B@0=70:FVW 

2 <03078=0E, 2:;NG0NG8 G0A, <VAF5 V AC<C ?>:C?>:; 

CRM-A8AB5<8 (Customer Relationship Management) – 35=5@Cє 40=V ?@> 

:;Vє=BV2, WE=V ?>:C?:8, 270є<>4VW 7 :><?0=VєN, A:0@38 B0 70?8B8; 

ERP-A8AB5<8 (Enterprise Resource Planning) V=B53@Cє 40=V ?@> DV=0=A8, 

;>3VAB8:C, C?@02;V==O 70?0A0<8 B0 V=HV 2=CB@VH=V ?@>F5A8; 

0=0;VB8G=V V=AB@C<5=B8 251-A09BV2 B0 <>1V;L=8E 4>40B:V2 A8AB5<0B87Cє 40=V 

?@> 2V42V4C20==O A09BV2, :;V:8, B@820;VABL ?5@51C20==O =0 AB>@V=:0E, 4VW 



155

:>@8ABC20GV2, :>=25@AVW. 

�> 7>2=VH=VE 465@5; 40=8E 2V4=>AOBLAO: 

72VB8 ?@> @8=:>2V B5=45=FVW, :>=:C@5=BV2, A?>682GV C?>4>10==O, 5:>=><VG=V 

C<>28; 

0=0;VB8:0 270є<>4V9 7 1@5=4>< C A>FV0;L=8E <5@560E, 2V43C:8, :><5=B0@V, 

>FV=:8; 

40=V 7 A09BV2 2V43C:V2, @59B8=3>28E ?;0BD>@< B0 >=;09= >?8BC20=L. 

�1V@ V=D>@<0FVW 74V9A=NєBLAO 02B><0B8G=>, 01> G5@57 =0;0HBC20==O 

0=0;VB8G=8E V=AB@C<5=BV2 4;O 71>@C V=D>@<0FVW 2 @50;L=><C G0AV. �V1@0=0 

V=D>@<0FVO >1@>1;OєBLAO B0 0=0;V7CєBLAO 7 <5B>N ?>40;LH>3> 28:>@8AB0==O 4;O 

>FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FVOE =0 ?V4?@8є<AB20E @>74@V1=>W 

B>@3V2;V (@8A. 3.6).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

$8A. 3.6 %E5<0 ?@>2545==O 0=0;V7C 40=8E (E>?489AB 46FBDB@) 

 

�!���� ��!�%

�=0;V7 :V;L:VA=8E ?>:07=8:V2 �=0;V7 O:VA=8E 
?>:07=8:V2

%B0B8AB8G=89 0=0;V7 -

28O2;5==O B@5=4V2, :>@5;O-
FV9 B0 70;56=>AB59 C 40-
=8E. !0?@8:;04, 0=0;V7 
?@>406V2 70 ?52=89 ?5@V>4, 
45<>3@0DVG=V E0@0:B5@8A-
B8:8 :;Vє=BV2.
�=0;V7 :>=25@AV9 -28-

7=0G5==O 2V4A>B:0 2V42V-
4C20GV2, O:V 28:>=0;8 10-
60=C 4VN, =0?@8:;04, 
?>:C?:C 01> @5єAB@0FVN.

�>=B5=B-0=0;V7 -0=0;V7 
B5:AB>2>W V=D>@<0FVW, 
B0:>W O: 2V43C:8 :;Vє=BV2, 
:><5=B0@V C A>FV0;L=8E 
<54V0.
�=0;V7 ?>254V=:8 - 

282G5==O H;OEV2 
:;Vє=BV2 =0 A09BV 01> 2 
4>40B:C, G0AB>B=>ABV B0 
?>A;V4>2=>ABV WE 4V9.

BI-A8AB5<8 (Business Intellig-
ence) - V=AB@C<5=B8 4;O >1@>1:8 
25;8:8E >1AO3V2 40=8E, ?>1C4>28 
V=B5@0:B82-=8E 72VBV2 V 40H1>@4V2 
(=0?@8:;04, Power BI, Tableau).
#@>3@0<=V 70A>18 4;O 0=0;V7C 
25;8:8E 40=8E -28:>@8AB0==O 
B5E=>;>3V9 Big Data 4;O 0=0;V7C 
25;8:8E <0A82V2 V=D>@<0FVW, 
28O2;5==O ?@8E>20=8E 
70:>=><V@=>AB59.

�8:>@8AB0==O 
0=0;VB8G=8E 
V=AB@C<5=BV2 



156

#VA;O 71>@C V 0=0;V7C 40=8E 2V41C20єBLAO V=B5@?@5B0FVO >B@8<0=8E @57C;LB0BV2 

(@8A. 3.7). 

 

 
 

$8A. 3.7 %E5<0 ?@>2545==O V=B5@?@5B0FVW @57C;LB0BV2 (E>?489AB 46FBDB@) 

 

�1V@ B0 0=0;V7 40=8E є >A=>2>N 4;O ?@89=OBBO >1ґ@C=B>20=8E @VH5=L C AD5@V 

><=V:0=0;L=>3> <0@:5B8=3C, I> 4>72>;Oє ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V 

5D5:B82=> 270є<>4VOB8 7 :;Vє=B0<8 G5@57 @V7=V :0=0;8 B0 >?B8<V7C20B8 A2>W 1V7=5A-

?@>F5A8. 

"FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :0=0;V2 :><C=V:0FVW =0 ?V4?@8є<AB20E 

@>74@V1=>W B>@3V2;V ?5@5410G0є A8=E@>=V70FVN B0 C73>465==O 2AVE B>G>: 270є<>4VW 7 

:;Vє=B0<8, I> 4>72>;Oє 70157?5G8B8 є48=89 B0 157?5@51V9=89 4>A2V4 4;O ?>:C?FV2. 

(>@<C20==O ?5@5;V:C ?>:07=8:V2 V=B53@0FVW :0=0;V2 107C20;>AO =0 2A51VG=><C 

4>A;V465==V, O:5 >E>?;N20;> B5>@5B8G=89 0=0;V7, ?@0:B8G=89 4>A2V4 ?V4?@8є<AB2 

@>74@V1=>W B>@3V2;V B0 >?8BC20==O 5:A?5@BV2 30;C7V. *59 ?V4EV4 4>72>;82 =5 ;8H5 

284V;8B8 :;NG>2V ?>:07=8:8 5D5:B82=>ABV, 0;5 9 040?BC20B8 WE 4> @50;L=8E C<>2 

�8O2;5==O ?@>1;5<=8E 7>= G5@57 0=0;V7 40=8E 4;O 
287=0G5==O A;01:8E <VAFL C <0@:5B8=3>28E 
AB@0B53VOE, B0:8E O: =87L:0 :>=25@AVO 01> 28A>:89 
2V4BV: :;Vє=BV2.

$>7@>1:0 @5:><5=40FV9 =0 >A=>2V 0=0;V7C 40=8E, 
AB2>@5==O @5:><5=40FV9 4;O ?>:@0I5==O 
<0@:5B8=3>28E AB@0B53V9 B0 ?V428I5==O 
5D5:B82=>ABV ><=V:0=0;L=>3> <0@:5B8=3C.

 >=VB>@8=3 B0 :>@83C20==O: #>ABV9=5 2V4AB565==O 
:;NG>28E ?>:07=8:V2 B0 2=5A5==O :>@83C20=L C 
<0@:5B8=3>2V AB@0B53VW 4;O 040?B0FVW 4> 7<V= =0 @8=:C 
B0 ?>B@51 :;Vє=BV2



157

@>1>B8 C:@0W=AL:8E ?V4?@8є<AB2. 

#@>2545=> 0=0;V7 =0C:>28E ?C1;V:0FV9 B0 72VBV2, ?@8A2OG5=8E ><=V:0=0;L=><C 

<0@:5B8=3C 4>72>;82 A:;0AB8 107>289 ?5@5;V: ?>:07=8:V2 >FV=N20==O 4Vє2>ABV 

<0@:5B8=3>28E :><C=V:0FV9 [137-138] B01;. 3.2. 

"45?<JO 3.2 

#>:07=8:8 4;O >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V  
#>:07=8:  5B>4 @>7@0EC=:C �:>=><VG=89 7<VAB ?>:07=8:0 

�>5DVFVє=B :>=25@AVW 
<V6 :0=0;0<8 (�:) 

 

�: = �; / � E 100,% 

 

45 �; :V;L:VABL ;V4V2 (?>B5=FV9=8E 
:;Vє=BV2); 
� - 7030;L=0 :V;L:VABL 2V42V4C20GV2)  

#>:07Cє, =0A:V;L:8 5D5:B82=> 
:0=0;8 ?V4B@8<CNBL >48= 
>4=>3> B0 A?>=C:0NBL :;Vє=BV2 
4> 7025@H5==O ?>:C?:8. 

�>5DVFVє=B ?5@5E>4C 
<V6 :0=0;0<8 (�?) 

 

�? = �F / � E 100% 

 

45 �F - :;Vє=B8, O:V A:>@8AB0;8AO 
:V;L:><0 :0=0;0<8 ?V4 G0A >4=>3> 
F8:;C 270є<>4VW; 
� - 7030;L=0 :V;L:>ABV :;Vє=BV2, O:V 
A:>@8AB0;8AO E>G0 1 >4=8< :0=0;>< 

*59 ?>:07=8: 28<V@Nє, 
=0A:V;L:8 5D5:B82=> :;Vє=B8 
?5@5E>4OBL 7 >4=>3> :0=0;C =0 
V=H89, =0?@8:;04, 7 
<>1V;L=>3> 4>40B:C 4> 
DV78G=>3> <03078=C 01> 7 251-
A09BC 4> :>;-F5=B@C. 

+0AB:0 :;Vє=BV2, I> 
28:>@8AB>2CNBL :V;L:0 
:0=0;V2 (d:;) 

 

d:; = �>< / � E 100% 

 

45 �>< - :;Vє=B8, O:V 28:>@8AB>2C20;8 
1V;LH5 >4=>3> :0=0;C (=0?@8:;04, O: 
>=;09=, B0: V >D;09=); 
� - 7030;L=0 :V;L:VABL :;Vє=BV2 

*59 ?>:07=8: 287=0G0є 
2V4A>B>: :;Vє=BV2, O:V 
270є<>4VNBL 7 :><?0=VєN G5@57 
45:V;L:0 :0=0;V2 :><C=V:0FVW. 

�=45:A 704>2>;5=>ABV 
:;Vє=BV2 V=B53@0FVєN 
:0=0;V2 �7: 

%5@54=є 7=0G5==O >FV=>: 
704>2>;5=>ABV :;Vє=BV2, >B@8<0=8E 
G5@57 >?8BC20==O 01> 2V43C:8 ?VA;O 
270є<>4VW G5@57 :V;L:0 :0=0;V2. 

#>:07=8:, O:89 28<V@Nє 
@V25=L 704>2>;5=>ABV :;Vє=BV2 
2V4 270є<>4VW 7 :><?0=VєN 
G5@57 :V;L:0 :0=0;V2. 

�>5DVFVє=B 2V4<>28 
?@8 ?5@5E>4V <V6 
:0=0;0<8 (�2) 

 

�2 = �?? / � E 100% 

 

45 �?? - :;Vє=B8, O:V ?>:8=C;8 ?@>F5A 
270є<>4VW ?@8 ?5@5E>4V 7 >4=>3> 
:0=0;C 4> V=H>3>; 
� - 7030;L=0 :V;L:VABL :;Vє=BV2, I> 
@>7?>G0;8 F59 ?5@5EV4 

#>:07=8:, I> 28<V@Nє 
2V4A>B>: :;Vє=BV2, O:V 
?5@5AB0NBL 270є<>4VOB8 7 
:><?0=VєN ?@8 ?5@5E>4V 7 
>4=>3> :0=0;C 4> V=H>3>. 

#>:07=8: CB@8<0==O 
:;Vє=BV2 C @V7=8E 
:0=0;0E ('�) 

�V4A>B>: :;Vє=BV2, O:V ?@>4>26CNBL 
270є<>4VOB8 7 :><?0=VєN G5@57 @V7=V 
:0=0;8 ?@>BO3>< ?52=>3> ?5@V>4C 
G0AC. 

"FV=Nє 740B=VABL :><?0=VW 
CB@8<C20B8 :;Vє=BV2, O:V 
270є<>4VNBL G5@57 :V;L:0 
:0=0;V2. 

�:9D9?B: E>?489AB 46FBDB@ [138] 



158

� @>1>BV 1C;> ?@>2545=> >?8BC20==O A5@54 :5@V2=8:V2 <0@:5B8=3>28E 2V44V;V2 

V D0EV2FV2 7 >1A;C3>2C20==O :;Vє=BV2 ?@>2V4=8E C:@0W=AL:8E @>74@V1=8E 

?V4?@8є<AB2. �< ?@>?>=C20;>AO >FV=8B8 206;82VABL @V7=8E ?>:07=8:V2 V=B53@0FVW 

:0=0;V2 B0 WE=V9 2?;82 =0 1V7=5A>2V @57C;LB0B8. �024O:8 FL><C 240;>AO 284V;8B8 

?>:07=8:8, O:V <0NBL =091V;LH5 ?@0:B8G=5 7=0G5==O A0<5 4;O <VAF52>3> @8=:C. 

#V4 G0A 4>A;V465==O 1C;> 282G5=> 4>A2V4 B0:8E :><?0=V9, O: «�;OA:0» B0 

«$>30=AL:0» B>I>, O:V 0:B82=> 2?@>2046CNBL ><=V:0=0;L=89 <0@:5B8=3W. �2VB8 F8E 

:><?0=V9, I> <VABOBL V=D>@<0FVN ?@> ?>:07=8:8 ?@>406V2, G0A >1@>1:8 70<>2;5=L 

B0 @V25=L 704>2>;5=>ABV :;Vє=BV2, AB0;8 206;828< 465@5;>< V=D>@<0FVW 4;O 

CB>G=5==O B0 4>?>2=5==O ?5@5;V:C ?>:07=8:V2. 

�V1@0=V 40=V 1C;> >1@>1;5=> 70 4>?><>3>N :>@5;OFV9=>3> 0=0;V7C, I> 

4>72>;8;> 28O28B8 :;NG>2V ?>:07=8:8, O:V 45<>=AB@CNBL 28A>:89 2?;82 =0 

5D5:B82=VABL V=B53@0FVW :0=0;V2. &0:89 ?V4EV4 70157?5G82 :><?;5:A=5 >E>?;5==O O: 

:V;L:VA=8E, B0: V O:VA=8E 0A?5:BV2 >FV=:8. 

' @57C;LB0BV ?@>2545=>3> 4>A;V465==O 1C;> 284V;5=> ?>:07=8:8 V=B53@0FVW 

:0=0;V2 <0@:5B8=3>28E :><C=V:0FVW ><=V:0=0;L=>3> <0@:5B8=3C: 

G0AB:0 :;Vє=BV2, O:V 28:>@8AB>2CNBL :V;L:0 :0=0;V2 4;O 74V9A=5==O ?>:C?:8. 

*59 ?>:07=8: 4>?><030є 7@>7C<VB8, =0A:V;L:8 5D5:B82=> :;Vє=B8 ?5@5E>4OBL <V6 

:0=0;0<8. 

A5@54=V9 G0A >1@>1:8 70<>2;5==O 2 ><=V:0=0;L=><C A5@54>28IV. +8< <5=H89 

G0A >1@>1:8, B8< 1V;LH A:>>@48=>20=>N є @>1>B0 :0=0;V2. 

@V25=L ?>2B>@=8E 70<>2;5=L G5@57 @V7=V :0=0;8. #>:07=8: 45<>=AB@Cє 

;>O;L=VABL :;Vє=BV2 4> V=B53@>20=>3> >1A;C3>2C20==O. 

704>2>;5=VABL :;Vє=BV2 V=B53@>20=8< 4>A2V4>< 270є<>4VW. "FV=:0 

704>2>;5=>ABV ?@>2>48;0AO =0 >A=>2V 72>@>B=>3> 729O7:C 2V4 :;Vє=BV2. 

:V;L:VABL ?5@5E>4V2 <V6 :0=0;0<8 2 @0<:0E >4=>3> F8:;C ?>:C?:8. *O <5B@8:0 

4>72>;Oє >FV=8B8 7@CG=VABL B0 ?>A;V4>2=VABL @>1>B8 :0=0;V2. 

�024O:8 B0:><C ?V4E>4C ?V4?@8є<AB20 <>6CBL :><?;5:A=> >FV=N20B8 



159

5D5:B82=VABL V=B53@0FVW :0=0;V2 <0@:5B8=3>28E :><C=V:0FVW ><=V:0=0;L=>3> 

<0@:5B8=3C B0 2G0A=> 040?BC20B8 WE 4> ?>B@51 :;Vє=BV2 V 7<V= @8=:C. 

�8:>@8AB0==O ?>:07=8:V2 V=B53@0FVW :0=0;V2 4>?><030є >FV=8B8, =0A:V;L:8 

5D5:B82=> @V7=V :0=0;8 ?@0FNNBL @07>< V O: 2>=8 2?;820NBL =0 704>2>;5=VABL 

:;Vє=BV2 B0 1V7=5A>2V @57C;LB0B8.  

!09:@0I5 4;O WE 2V4AB565==O ?V4E>4OBL =0ABC?=V V=AB@C<5=B8 [139]:  

Google Analytics 4>72>;Oє 2V4AB56C20B8 270є<>4VN :;Vє=BV2 =0 @V7=8E 

?;0BD>@<0E B0 =040є 72VB8 ?@> ?5@5B8= :0=0;V2, O:V ?>:07CNBL, O: :;Vє=B8 

?5@5<VICNBLAO <V6 @V7=8<8 :0=0;0<8 ?5@54 ?>:C?:>N; 

CRM-A8AB5<8 4>72>;Oє 718@0B8 V 0=0;V7C20B8 40=V ?@> :;Vє=BV2 7 @V7=8E B>G>: 

:>=B0:BC B0 4>?><030NBL 2V4AB56C20B8 ?>254V=:C :;Vє=BV2 V WE=V 270є<>4VW 7 1@5=4>< 

G5@57 @V7=V :0=0;8; 

><=V:0=0;L=V ?;0BD>@<8, O:V 4>72>;ONBL C?@02;OB8 V 2V4AB56C20B8 

<0@:5B8=3>2V :0<?0=VW G5@57 2AV :0=0;8 B0 =040NBL V=AB@C<5=B8 4;O 0=0;V7C 

5D5:B82=>ABV V=B53@0FVW :0=0;V2, 2:;NG0NG8 72VB8 B0 0=0;VB8:C; 

A>FV0;L=V <54V0 0=0;VB8:0 4>72>;ONBL ?@>25AB8 0=0;V7 270є<>4VW :;Vє=BV2 C 

A>FV0;L=8E <5@560E B0 4>?><030NBL 7@>7C<VB8, O: 270є<>4VO 2 A>FV0;L=8E <54V0 

2?;820є =0 ?>254V=:C :;Vє=BV2 C V=H8E :0=0;0E. 

�0?@>?>=>20=89 <5B>48G=89 ?V4EV4 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E 

:><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 4>72>;Oє >FV=N20B8 @V25=L 

V=B53@0FVW :0=0;V2, ABC?V=L 704>2>;5=>ABV :;Vє=BV2 B0 @57C;LB0B82=VABL 

<0@:5B8=3>28E :><C=V:0FV9, I> ?V4B25@46CєBLAO =0C:>28<8 4>A;V465==O<8 [140]. 

"B65, VA=Cє =5>1EV4=VABL 28:>@8AB0==O ?>:07=8:V2 V=B53@0FVW :0=0;V2, I> 

4>72>;Oє ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V 3;81H5 @>7C<VB8 270є<>4VN :;Vє=BV2 7 

1@5=4>< G5@57 @V7=V :0=0;8, 287=0G0B8 5D5:B82=VABL ><=V:0=0;L=8E AB@0B53V9 B0 

2G0A=> 2=>A8B8 :>@5:B828 4;O >?B8<V70FVW ?@>F5AV2. *V ?>:07=8:8 є 206;828< 

V=AB@C<5=B>< 4;O ?V428I5==O @V2=O 704>2>;5=>ABV :;Vє=BV2 B0 7030;L=>W 

5D5:B82=>ABV <0@:5B8=3>28E 70E>4V2. 



160

!0ABC?=89 :@>: <5B>48G=>3> ?V4E>4C 4> >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E 

:><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V є V=B5@?@5B0FVO B0 >FV=:0 

@>7@0E>20=8E ?>:07=8:V2 B01;. 3.3 

"45?<JO 3.3 

�=B5@?@5B0FVO >B@8<0=8E @57C;ьB0BV2 >FV=N20==O 4Vє2>ABV 
<0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 

!0720 :@>:C �:>=><VG=89 7<VAB 
�1V@ V 
03@530FVO 
40=8E 

71V@ 40=8E ?@> ?@>406V 7 CAVE :0=0;V2 (DV78G=V <03078=8, >=;09= ?;0BD>@<8, 
<>1V;L=V 4>40B:8), V=D>@<0FVN ?@> ?>254V=:C :;Vє=BV2 (:;V:8, ?5@53;O48 
AB>@V=>:, 4>4020==O B>20@V2 C :>H8:, 7025@H5==O ?>:C?>:), 40=V 7 CRM-A8AB5< 
?@> :;Vє=BV2, WE=V 270є<>4VW 7 :><?0=VєN, VAB>@VN ?>:C?>:, 40=V 7 0=0;VB8G=8E 
V=AB@C<5=BV2 (Google Analytics, A>FV0;L=V <54V0 0=0;VB8:0); 
03@530FVO 40=8E 7 @V7=8E 465@5; C є48=C 107C 4;O A?@>I5==O 0=0;V7C, 
28:>@8AB0==O A?5FV0;V7>20=8E ?;0BD>@< 4;O >1@>1:8 25;8:8E >1AO3V2 40=8E 
(Big Data B5E=>;>3VW) 

�=0;V7 
:;NG>28E 
?>:07=8:V2 
5D5:B82=>ABV 
(KPI) 

?>@V2=O==O >1AO3V2 ?@>406V2 70 @V7=V ?5@V>48 (<VAOFL, :20@B0;, @V:) B0 G5@57 @V7=V 
:0=0;8. 28O2;5==O A57>==8E :>;820=L B0 B@5=4V2; 
0=0;V7 :>5DVFVє=BV2 :>=25@AVW 4;O @V7=8E :0=0;V2 B0 <0@:5B8=3>28E :0<?0=V9. 
287=0G5==O D0:B>@V2, I> 2?;820NBL =0 7<V=C :>=25@AVW (=0?@8:;04, 7<V=0 
48709=C A09BC, 0:FV9=V ?@>?>78FVW); 
0=0;V7 @57C;LB0BV2 >?8BC20=L B0 2V43C:V2 :;Vє=BV2. 282G5==O net promoter score 
(nps) 4;O 287=0G5==O @V2=O ;>O;L=>ABV :;Vє=BV2; 
287=0G5==O 2V4A>B:0 :;Vє=BV2, O:V ?>25@B0NBLAO 4;O 74V9A=5==O ?>2B>@=8E 
?>:C?>:. 0=0;V7 D0:B>@V2, I> A?@8ONBL CB@8<0==N :;Vє=BV2; 
@>7@0EC=>: A?V22V4=>H5==O <V6 4>E>40<8, >B@8<0=8<8 2V4 <0@:5B8=3>28E 
70E>4V2, B0 28B@0B0<8 =0 WE @50;V70FVN. 287=0G5==O =091V;LH @5=B015;L=8E 
<0@:5B8=3>28E :0<?0=V9 

�8O2;5==O 
?@>1;5<=8E 
7>= 

V45=B8DV:0FVO A;01:8E <VAFL G5@57 28O2;5==O :0=0;V2 01> :0<?0=V9 7 =87L:>N 
5D5:B82=VABN B0 0=0;V7 ?@8G8= =87L:>W 5D5:B82=>ABV (=0?@8:;04, 
=54>A:>=0;VABL ?@>F5AC >1A;C3>2C20==O :;Vє=BV2, =54>AB0B=O 2848<VABL C 
?>HC:>28E A8AB5<0E) 
0=0;V7 2V4B>:C :;Vє=BV2 H;OE>< 287=0G5==O ?@8G8=, G5@57 O:V :;Vє=B8 
?@8?8=ONBL 270є<>4VN 7 1@5=4>< V @>7@>1:0 AB@0B53V9 4;O 7<5=H5==O 2V4B>:C 
(=0?@8:;04, ?>;V?H5==O A5@2VAC, 22545==O ?@>3@0< ;>O;L=>ABV). 

$>7@>1:0 
@5:><5=40FV9 

@>7@>1:0 @5:><5=40FV9, =0 >A=>2V 0=0;V7C 40=8E AB2>@5==O :>=:@5B=8E 
@5:><5=40FV9 4;O ?>:@0I5==O <0@:5B8=3>28E AB@0B53V9 V 2@0EC20==O 
72>@>B=>3> 72'O7:C 2V4 :;Vє=BV2 B0 2=CB@VH=VE 2V43C:V2 :><0=48. 
2?@>20465==O 7<V= H;OE>< @50;V70FVW 70?@>?>=>20=8E ?>:@0I5=L C 
<0@:5B8=3>28E AB@0B53VOE B0 :0=0;0E 71CBC, 0 B0:>6 B5ABC20==O =>28E ?V4E>4V2 
=0 >1<565=V9 0C48B>@VW 4;O >FV=:8 WE 5D5:B82=>ABV ?5@54 <0AHB01=8< 
2?@>20465==O<. 

 

 



161

�DB8B6:9AAO F45?<JV 3.3 

!0720 :@>:C �:>=><VG=89 7<VAB 
 <>=VB>@8=3 B0 :>@83C20==O, ?>ABV9=5 2V4AB565==O :;NG>28E ?>:07=8:V2 ?VA;O 

2?@>20465==O 7<V= V 2=5A5==O :>@83C20=L =0 >A=>2V >B@8<0=8E @57C;LB0BV2 B0 
7<V= =0 @8=:C 

�8:>@8AB0==O 
0=0;VB8G=8E 
V=AB@C<5=BV2 

BI-A8AB5<8 (Business Intelligence), 28:>@8AB0==O WE 4;O V=B53@0FVW 40=8E 7 @V7=8E 
465@5;, ?>1C4>28 V=B5@0:B82=8E 72VBV2 B0 40H1>@4V2, 2>=8 =040NBL <>6;82VABL 
?@>2>48B8 3;81>:89 0=0;V7 B0 2V7C0;V70FVN 40=8E. 
<0H8==5 =02G0==O B0 HBCG=89 V=B5;5:B, 2>=> 28:>@8AB>2Cє 0;3>@8B<8 
<0H8==>3> =02G0==O 4;O ?@>3=>7C20==O B@5=4V2 B0 ?>254V=:8 :;Vє=BV2 V 
>?B8<V7Cє <0@:5B8=3>2V :0<?0=VW =0 >A=>2V ?@>3=>7>20=8E @57C;LB0BV2. 

 

&0:8< G8=><, V=B5@?@5B0FVO @57C;LB0BV2 >FV=N20==O 4Vє2>ABV <0@:5B8=3>28E 

:><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 4>72>;Oє ?V4?@8є<AB20< 

@>74@V1=>W B>@3V2;V =5 ;8H5 >FV=8B8 ?>B>G=C 5D5:B82=VABL A2>WE AB@0B53V9, 0;5 9 

28O28B8 <>6;82>ABV 4;O ?>:@0I5==O. �8:>@8AB0==O A8AB5<0B8G=>3> ?V4E>4C 4> 

71>@C B0 0=0;V7C 40=8E 70157?5GCє 3;81>:5 @>7C<V==O ?>B@51 :;Vє=BV2 B0 4>72>;Oє 

5D5:B82=> 040?BC20B8 <0@:5B8=3>2V AB@0B53VW, I> A?@8Oє 71V;LH5==N ?@>406V2, 

?V428I5==N 704>2>;5=>ABV :;Vє=BV2 B0 7<VF=5==N ?>78FV9 =0 @8=:C. 

�0;V 2?@>2046CNBLAO :>@83C20;L=V 70E>48, O:V A?@8OB8<CBL ?V428I5==N 

5D5:B82=>ABV <0@:5B8=3>28E 70E>4V2, 704>2>;5=>ABV :;Vє=BV2 B0 71V;LH5==N >1AO3V2 

?@>406V2. � B01;. 3.4 =02545=> 5B0?8 2?@>20465==O :>@53C20;L=8E 70E>4V2.  

&01;8FO 3.4 

�B0?8 2?@>20465==O :>@53C20;ь=8E 70E>4V2 
!0720 5B0?C )0@0:B5@8AB8:0 5B0?C 

�45=B8DV:0FVO 
?@>1;5<=8E 7>= 

1.1. �=0;V7 @57C;LB0BV2:
287=0G5==O :0=0;V2 7 =87L:>N 5D5:B82=VABN =0 >A=>2V :;NG>28E ?>:07=8:V2 
28O2;5==O B5=45=FV9, O:V <>6CBL 2:07C20B8 =0 ?@>1;5<8;
1.2. �8:>@8AB0==O 72>@>B=>3> 72'O7:C:
0=0;V7 2V43C:V2 :;Vє=BV2 B0 @57C;LB0BV2 >?8BC20=L 4;O 28O2;5==O :>=:@5B=8E 
?@>1;5< C 270є<>4VW 7 1@5=4><.
>FV=:0 2=CB@VH=VE 72VBV2 B0 2V43C:V2 :><0=48 I>4> 5D5:B82=>ABV 
<0@:5B8=3>28E 70E>4V2. 

2. $>7@>1:0 
:>@@5:B82=8E 
70E>4V2 
 

2.1. (>@<C20==O AB@0B53VW ?>:@0I5==O: 
@>7@>1:0 :>=:@5B=8E 70E>4V2 4;O CAC=5==O 28O2;5=8E ?@>1;5<; 
287=0G5==O :>@>B:>AB@>:>28E V 4>23>AB@>:>28E FV;59 4;O :>@5:B82=8E 
70E>4V2. 

 



162

�DB8B6:9AAO F45?<JV 3.4 

!0720 5B0?C )0@0:B5@8AB8:0 5B0?C 
 2.2. �0;CG5==O <V6DC=:FV>=0;L=8E :><0=4: 

A?V2?@0FO <V6 @V7=8<8 2V44V;0<8 4;O @>7@>1:8 5D5:B82=8E @VH5=L. 
?@>2545==O @>1>G8E 3@C? B0 1@59=AB>@<V=3V2 4;O 35=5@C20==O V459. 

3. �?@>20465==O 
7<V= 

3.1. #V;>B=5 B5ABC20==O: 
2?@>20465==O :>@5:B82=8E 70E>4V2 =0 >1<565=V9 0C48B>@VW 01> 2 >:@5<8E 
:0=0;0E 4;O >FV=:8 WE 5D5:B82=>ABV. 
28:>@8AB0==O A/B B5ABC20==O 4;O ?>@V2=O==O @V7=8E ?V4E>4V2 B0 281>@C 
=09:@0I>3>. 
3.2.  0AHB01=5 2?@>20465==O: 
?VA;O CA?VH=>3> B5ABC20==O 2?@>20465==O 7<V= =0 2AVE :0=0;0E B0 C 2AVE 
@53V>=0E. 
70157?5G5==O 4>AB0B=L>W ?V4B@8<:8 B0 =02G0==O ?5@A>=0;C 4;O @>1>B8 7 
=>28<8 AB@0B53VO<8. 

4.  >=VB>@8=3  4.1. #>ABV9=89 <>=VB>@8=3 KPI: 
2V4AB565==O :;NG>28E ?>:07=8:V2 5D5:B82=>ABV 4;O >FV=:8 2?;82C 
:>@5:B82=8E 70E>4V2. 
28:>@8AB0==O 0=0;VB8G=8E V=AB@C<5=BV2 4;O ?>ABV9=>3> <>=VB>@8=3C B0 
0=0;V7C 40=8E C @50;L=><C G0AV. 
4.2. �=CG:VABL B0 040?B0FVO: 
2=5A5==O 4>40B:>28E 7<V= =0 >A=>2V @57C;LB0BV2 <>=VB>@8=3C. 
?V4B@8<:0 3=CG:>ABV C AB@0B53VOE 4;O H284:>W 040?B0FVW 4> 7<V= @8=:C B0 
?>254V=:8 :;Vє=BV2. 
4.3. "?B8<V70FVO :>=B5=BC B0 :0=0;V2 :><C=V:0FVW: 
28O2;5==O =095D5:B82=VH8E :0=0;V2 4;O @V7=8E A53<5=BV2 0C48B>@VW B0 
040?B0FVO :>=B5=BC 2V4?>2V4=> 4> WE=VE ?>B@51. 
28:>@8AB0==O ?5@A>=0;V7>20=8E ?>2V4><;5=L 4;O ?V428I5==O 
@5;520=B=>ABV B0 70;CG5=>ABV :;Vє=BV2. 
4.3. #>:@0I5==O :;Vє=BAL:>3> 4>A2V4C: 
24>A:>=0;5==O ?@>F5AV2 >1A;C3>2C20==O :;Vє=BV2, 2:;NG0NG8 H284:VABL 
2V4?>2V4V B0 O:VABL ?V4B@8<:8. 
2?@>20465==O ?@>3@0< ;>O;L=>ABV 4;O 70>E>G5==O ?>2B>@=8E ?>:C?>: B0 
CB@8<0==O :;Vє=BV2. 
4.5. #V428I5==O 5D5:B82=>ABV <0@:5B8=3>28E :0<?0=V9: 
0=0;V7 B0 >?B8<V70FVO 28B@0B =0 <0@:5B8=3 4;O 70157?5G5==O 1V;LH>3> ROI. 
28:>@8AB0==O 40=8E ?@> ?>254V=:C :;Vє=BV2 4;O B0@35BC20==O @5:;0<=8E 
:0<?0=V9. 
4.6. �==>20FVW B0 B5E=>;>3VG=V @VH5==O: 
2?@>20465==O =>28E B5E=>;>3V9 4;O ?>:@0I5==O ><=V:0=0;L=>3> 4>A2V4C, 
=0?@8:;04, G0B-1>BV2, A8AB5< HBCG=>3> V=B5;5:BC 4;O 0=0;V7C 40=8E. 
28:>@8AB0==O V=AB@C<5=BV2 02B><0B870FVW <0@:5B8=3C 4;O ?V428I5==O 
5D5:B82=>ABV :0<?0=V9 B0 7<5=H5==O 28B@0B. 

 

&0:8< G8=><, 2?@>20465==O :>@53C20;L=8E 70E>4V2 =0 >A=>2V @57C;LB0BV2 

>FV=N20==O 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W 



163

B>@3V2;V 4>72>;Oє W< 040?BC20B8AO 4> ?>B@51 :;Vє=BV2 B0 @8=:>28E C<>2, ?V428ICNG8 

B0:8< G8=>< 7030;L=C 5D5:B82=VABL <0@:5B8=3>28E 70E>4V2. #>ABV9=89 <>=VB>@8=3 

B0 3=CG:VABL C ?V4E>40E 70157?5GCNBL 740B=VABL :><?0=V9 H284:> @503C20B8 =0 7<V=8 

B0 70;8H0B8AO :>=:C@5=B>A?@><>6=8<8 =0 @8=:C. 

� B01;. 3.5 70?@>?>=>20=> 70E>48, O:V 4>FV;L=> 2?@>2048B8 ?VA;O <>=VB>@8=3C 

@57C;LB0BV2 2V4 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB2V 

@>74@V1=>W B>@3V2;V. 

"45?<JO 3.5 

$57C;ьB0B8 2V4 2?@>20465==O ><=V:0=0;ь=>3> <0@:5B8=3C =0 
?V4?@8є<AB2V @>74@V1=>W B>@3V2;V  

$57C;LB0B 2?@>20465==O 
><=V:0=0;L=>3> 
<0@:5B8=3C 

�><?;5:A 70E>4V2 

!5<0є 7<V= (5D5:B 
2V4ACB=V9) 

?@>2545==O 0C48BC 40=8E (Google Analytics, CRM). 
�/� B5ABC20==O <0@:5B8=3>28E :0<?0=V9. 
?5@A>=0;V70FVO :><C=V:0FV9 7V A?>6820G0<8. 
>?B8<V70FVO :0=0;V2 71CBC (2V4:;NG5==O =55D5:B82=8E). 
0=0;V7 :>=:C@5=BV2 B0 WE=VE AB@0B53V9. 
:>@83C20==O <0@:5B8=3>28E 4V9. 

#@81CB>: 7@>AB0є @>7H8@5==O :0=0;V2 71CBC (<>1V;L=V 4>40B:8, <0@:5B?;59A8). 
02B><0B870FVO <0@:5B8=3>28E ?@>F5AV2 (G0B-1>B8, email-<0@:5B8=3). 
28:>@8AB0==O @5B0@35B8=3C B0 @5<0@:5B8=3C. 
>?B8<V70FVO ;>3VAB8:8 (H284:VABL 4>AB02:8, 7=865==O 28B@0B). 
2?@>20465==O ?@>3@0< ;>O;L=>ABV. 
@>7H8@5==O ?@>4C:B>2>W ;V=V9:8. 

"B@8<0=> 718B:8 A:>@>G5==O 28B@0B =0 =55D5:B82=V :0=0;8. 
>?B8<V70FVO @5:;0<=>3> 1N465BC. 
?5@53;O4 0A>@B8<5=BC (CAC=5==O =5?@81CB:>28E B>20@V2). 
28:>@8AB0==O ?5@A>=0;V7>20=>3> ?V4E>4C 4;O 70;CG5==O :;Vє=BV2. 
?5@53;O4 FV=>2>W ?>;VB8:8. 
B5ABC20==O 0;LB5@=0B82=8E 1V7=5A-AB@0B53V9 (B2B, 7<V=0 
<0@:5B8=3>2>3> D>:CAC). 

�:9D9?B: DB;DB5?9AB 46FBDB@ [141-145] 

 

' <560E 4>A;V465==O 1C;> @>7@>1;5=> <5B>48G=89 ?V4EV4 4> >FV=N20==O 

4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. *59 

?V4EV4 107CєBLAO =0 @>7@0EC=:C ?>:07=8:V2, O:V 2V4>1@060NBL O:VABL V=B53@0FVW 



164

:0=0;V2 :><C=V:0FVW B0 71CBC, 0 B0:>6 @V25=L C73>465=>ABV ?@>F5AV2 2A5@548=V 

>@30=V70FVW. "A>1;82VABN <5B>48:8 є 2@0EC20==O O: :V;L:VA=8E, B0: V O:VA=8E 

?>:07=8:V2, O:V 4>72>;ONBL >FV=8B8 5D5:B82=VABL =5 ;8H5 7 B>G:8 7>@C @57C;LB0BV2, 

0 9 ?@>F5AV2 WE 4>AO3=5==O. 

 5B>48:0 ?5@5410G0є 28:>@8AB0==O <C;LB8:@8B5@V0;L=>3> 0=0;V7C 4;O 

2@0EC20==O B0:8E 0A?5:BV2, O: G0AB:0 :;Vє=BV2, O:V 28:>@8AB>2CNBL :V;L:0 :0=0;V2, 

@V25=L ?5@5E>4V2 <V6 :0=0;0<8, G0A >1A;C3>2C20==O :;Vє=BV2 C :>6=><C 7 :0=0;V2 B0 

@V25=L ?5@A>=0;V70FVW. *5 70157?5GCє 1V;LH 3;81>:5 @>7C<V==O D0:B>@V2, O:V 

2?;820NBL =0 5D5:B82=VABL ><=V:0=0;L=8E AB@0B53V9. 

�0?@>?>=>20=89 ?V4EV4 4>72>;Oє ?V4?@8є<AB20< =5 ;8H5 >FV=N20B8 ?>B>G=89 

AB0= >@30=V70FV9=>3> 70157?5G5==O, 0;5 9 28O2;OB8 ?@>1;5<=V 7>=8, =0 O:V A;V4 

725@=CB8 C203C 4;O 24>A:>=0;5==O ?@>F5AV2. &0:89 ?V4EV4 A?@8Oє ?V428I5==N 

:>=:C@5=B>A?@><>6=>ABV ?V4?@8є<AB2 C AD5@V @>74@V1=>W B>@3V2;V. 

"B65, ?>ABV9=5 24>A:>=0;5==O <0@:5B8=3>28E 70E>4V2 є :@8B8G=> 206;828< 

4;O CA?VEC ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V 2 C<>20E H284:8E 7<V= @8=:C B0 

7@>AB0NG8E >GV:C20=L :;Vє=BV2.  

$53C;O@=V >FV=:8 5D5:B82=>ABV, 0=0;V7 @57C;LB0BV2, 28:>@8AB0==O ACG0A=8E 

0=0;VB8G=8E V=AB@C<5=BV2 B0 3=CG:VABL C 2?@>20465==V 7<V= 4>72>;ONBL :><?0=VO< 

=5 ;8H5 715@V30B8 :>=:C@5=B=V ?>78FVW, 0;5 9 ?>ABV9=> ?>:@0IC20B8 A2>W 

<0@:5B8=3>2V AB@0B53VW. *59 ?@>F5A 28<030є 7;03>465=>W @>1>B8 2AVєW :><0=48 B0 

?>ABV9=>3> @>728B:C :><?5B5=FV9, I> 70157?5GCє 4>23>AB@>:>289 CA?VE B0 

704>2>;5=VABL :;Vє=BV2. 

 

  



165

3.3. �87=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 

 

 

' ACG0A=8E C<>20E @>728B:C @>74@V1=>W B>@3V2;V ><=V:0=0;L=89 <0@:5B8=3 

AB0є >4=VєN 7 :;NG>28E AB@0B53V9 4;O 70157?5G5==O :>=:C@5=B>A?@><>6=>ABV 

?V4?@8є<AB2 B0 ?V428I5==O @V2=O 704>2>;5=>ABV A?>6820GV2. "<=V:0=0;L=89 ?V4EV4 

?5@5410G0є 28:>@8AB0==O @V7=8E :0=0;V2 :><C=V:0FVW B0 ?@>406C, O:V V=B53@>20=V 

<V6 A>1>N 7 <5B>N AB2>@5==O FV;VA=>3> B0 7@CG=>3> 4;O A?>6820G0 4>A2V4C 

270є<>4VW 7 1@5=4><. &0:89 ?V4EV4 70157?5GCє <>6;82VABL A?>6820G0< 270є<>4VOB8 

7 1@5=4>< C 7@CG=89 4;O =8E A?>AV1 V C 1C4L-O:><C <VAFV, 1C4L-B> >=;09= 01> 

>D;09=. "4=0: 5D5:B82=VABL @50;V70FVW ><=V:0=0;L=>W AB@0B53VW ?>B@51Cє 

A8AB5<0B8G=>W >FV=:8 B0 0=0;V7C, >A:V;L:8 ?V4?@8є<AB20 AB8:0NBLAO 7 28:;8:0<8 

V=B53@0FVW :0=0;V2, C73>465=>ABV :><C=V:0FV9 B0 >?B8<V70FVW 28B@0B =0 WE @50;V70FVN. 

�87=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V є =52V4'є<=>N A:;04>2>N C?@02;V=AL:>W 

4VO;L=>ABV, >A:V;L:8 4>72>;Oє 287=0G8B8 @57C;LB0B82=VABL :><C=V:0FV9=>W AB@0B53VW, 

28O28B8 WW A;01:V <VAFO B0 >?B8<V7C20B8 ?@>F5A8 704;O 4>AO3=5==O =09:@0I8E 

@57C;LB0BV2. �@0E>2CNG8 7@>AB0NGC A:;04=VABL ><=V:0=0;L=8E AB@0B53V9, >FV=:0 

5D5:B82=>ABV ?>B@51Cє 28:>@8AB0==O :><?;5:A=>3> ?V4E>4C, I> ?>є4=Cє O: 

:V;L:VA=V, B0: V O:VA=V ?>:07=8:8. *5 2:;NG0є 0=0;V7 ?>:07=8:V2 70;CG5=>ABV B0 

CB@8<0==O :;Vє=BV2, @V25=L :>=25@AVW C @V7=8E :0=0;0E, 0 B0:>6 ABC?V=L 

704>2>;5=>ABV A?>6820GV2 2V4 V=B53@>20=>3> 4>A2V4C 270є<>4VW. 

&0:8< G8=><, >FV=:0 2?;82C @50;V70FVW ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V <0є 206;825 ?@0:B8G=5 7=0G5==O 4;O ?V428I5==O 

WE :>=:C@5=B>A?@><>6=>ABV, ;>O;L=>ABV :;Vє=BV2 V 7030;L=>W @5=B015;L=>ABV 1V7=5AC. 

 0@:5B8=3>2V :><C=V:0FVW є >4=VєN 7 =09206;82VH8E A:;04>28E CA?VH=>3> 

DC=:FV>=C20==O ?V4?@8є<AB20 =0 @8=:C, >A:V;L:8 2>=8 287=0G0NBL, =0A:V;L:8 



166

7CA8;;O ?V4?@8є<AB20 C AD5@V :><C=V:0FV9 A?@8ONBL 4>AO3=5==N 9>3> AB@0B53VG=8E 

B0 >?5@0B82=8E FV;59. ' ACG0A=8E C<>20E, :>;8 V=D>@<0FV9=5 A5@54>28I5 

?5@5?>2=5=5 @V7=><0=VB=8<8 :><C=V:0FV9=8<8 A83=0;0<8, 740B=VABL 

<0@:5B8=3>28E ?>2V4><;5=L ?@825@B0B8 C203C, D>@<C20B8 ?>78B82=89 >1@07 1@5=4C 

B0 AB8<C;N20B8 A?>6820G0 4> 4V9 є :@8B8G=> 206;82>N 4;O 4>AO3=5==O 

:><5@FV9=8E FV;59 [146]. 

#V4 4Vє2VABN <0@:5B8=3>28E :><C=V:0FV9 @>7C<VєBLAO @V25=L 4>AO3=5==O 

:><C=V:0FV9=8E FV;59 ?V4?@8є<AB20, B0:8E O: ?V428I5==O >1V7=0=>ABV A?>6820GV2 

?@> 1@5=4, AB8<C;N20==O ?>?8BC =0 B>20@8 01> ?>A;C38, D>@<C20==O ;>O;L=>ABV 

A?>6820GV2 B0 AB2>@5==O :>=:C@5=B=8E ?5@5203 =0 @8=:C. "A=>2=>N <5B>N 

<0@:5B8=3>28E :><C=V:0FV9 є 4>=5A5==O ?>B@V1=>W V=D>@<0FVW 4> FV;L>2>W 0C48B>@VW 

B0:8< G8=><, I>1 70157?5G8B8 <0:A8<0;L=89 2?;82 =0 ?>254V=:C A?>6820GV2 7 

<V=V<0;L=8<8 28B@0B0<8 @5AC@AV2. 

�Vє2VABL <0@:5B8=3>28E :><C=V:0FV9 <>65 1CB8 28<V@O=0 G5@57 :V;L:VA=V B0 

O:VA=V ?>:07=8:8, O:V 2V4>1@060NBL @57C;LB0B8 :><C=V:0FV9=8E 7CA8;L. �> >A=>2=8E 

?>:07=8:V2 :V;L:VA=>W >FV=:8 4Vє2>ABV :><C=V:0FV9 =0;560BL >E>?;5==O 0C48B>@VW, 

G0AB>B0 :>=B0:BV2, @V25=L 2?V7=020=>ABV 1@5=4C, :V;L:VABL 725@=5=L 4> :><?0=VW, 

>1AO3 ?@>406V2, 0 B0:>6 :>5DVFVє=B8 :>=25@AVW. /:VA=0 >FV=:0 7>A5@5465=0 =0 

5<>FV9=><C A?@89=OBBV 1@5=4C, @V2=V 704>2>;5=>ABV :;Vє=BV2, 0 B0:>6 ;>O;L=>ABV 

A?>6820GV2, I> 28<V@NєBLAO 70 4>?><>3>N V=AB@C<5=BV2 72>@>B=>3> 72'O7:C, B0:8E 

O: 0=:5B8, >?8BC20==O 01> V=B5@2'N. 

�Vє2VABL <0@:5B8=3>28E :><C=V:0FV9 B0:>6 70;568BL 2V4 =87:8 D0:B>@V2, 

A5@54 O:8E >A>1;82>ABV FV;L>2>W 0C48B>@VW, E0@0:B5@8AB8:8 B>20@C 01> ?>A;C38, 

@V25=L :>=:C@5=FVW =0 @8=:C, 0 B0:>6 28:>@8AB0==O V==>20FV9=8E B5E=>;>3V9 C 

:><C=V:0FV9=V9 4VO;L=>ABV. %CG0A=V <5B>48 B0 B5E=>;>3VW, 7>:@5<0 F8D@>2V 

?;0BD>@<8, A>FV0;L=V <5@56V B0 V=AB@C<5=B8 02B><0B870FVW <0@:5B8=3C, 4>72>;ONBL 

?V4?@8є<AB20< 1V;LH B>G=> =0;0HB>2C20B8 :><C=V:0FV9=V AB@0B53VW B0 >?B8<V7C20B8 

WE ?V4 ?>B@518 >:@5<8E A53<5=BV2 A?>6820GV2 [147]. 



167

�Vє2VABL <0@:5B8=3>28E :><C=V:0FV9 70;568BL 2V4 =87:8 D0:B>@V2: O:>ABV 

:>=B5=BC, 2V4?>2V4=>ABV >1@0=8E :0=0;V2 :><C=V:0FVW ?>B@510< FV;L>2>W 0C48B>@VW, 

ABC?5=O ?5@A>=0;V70FVW, 0 B0:>6 @53C;O@=>ABV B0 ?>A;V4>2=>ABV ?>2V4><;5=L. �024O:8 

70AB>AC20==N :><?;5:A=>3> ?V4E>4C 4> 0=0;V7C F8E ?>:07=8:V2, :><?0=VO <>65 

>?5@0B82=> 2=>A8B8 :>@5:B828 C :><C=V:0FV9=C AB@0B53VN, ?V428IC20B8 

5D5:B82=VABL 270є<>4VW 7 :;Vє=B0<8 B0 ?>:@0IC20B8 7030;L=C 

:>=:C@5=B>A?@><>6=VABL =0 @8=:C. 

"FV=:0 4Vє2>ABV <0@:5B8=3>28E :><C=V:0FV9 4>72>;Oє =5 ;8H5 287=0G0B8 

CA?VH=VABL >:@5<8E :0<?0=V9, 0;5 9 40є <>6;82VABL ?>1C4C20B8 B@820;V AB>AC=:8 7 

:;Vє=B0<8, 7<VF=NNG8 4>2V@C B0 ?@8E8;L=VABL 4> 1@5=4C. 

"B65, 4Vє2VABL <0@:5B8=3>28E :><C=V:0FV9 2V4>1@060є 740B=VABL 

?V4?@8є<AB20 4>AO30B8 A2>WE FV;59 C AD5@V :><C=V:0FV9 7 >?B8<0;L=8<8 28B@0B0<8 

@5AC@AV2. 

 0@:5B8=3>2V :><C=V:0FVW є 206;828< V=AB@C<5=B>< 4;O 4>AO3=5==O 1V7=5A-

FV;59 B0 AB2>@5==O AB01V;L=>3> 729O7:C <V6 1@5=4>< V 9>3> FV;L>2>N 0C48B>@VєN. 

%CG0A=89 @8=>: ?@>?>=Cє :><?0=VO< 157;VG <>6;82>AB59 4;O 270є<>4VW 7 

:;Vє=B0<8: 2V4 B@048FV9=8E 70A>1V2 :><C=V:0FVW, B0:8E O: @5:;0<0 B0 PR, 4> =>2VB=VE 

F8D@>28E :0=0;V2, O:->B A>FV0;L=V <5@56V B0 :>=B5=B-<0@:5B8=3. #@>B5, 4;O 

4>AO3=5==O <0:A8<0;L=>3> @57C;LB0BC 2V4 F8E :><C=V:0FV9=8E 7CA8;L 206;82> 

@53C;O@=> >FV=N20B8 WE 5D5:B82=VABL, I> 4>72>;Oє 2G0A=> 040?BC20B8 AB@0B53VN 4> 

7<V= @8=:C B0 ?>B@51 :;Vє=BV2. "FV=:0 5D5:B82=>ABV <0@:5B8=3>28E :><C=V:0FV9 

4>?><030є 79OAC20B8, O: A0<5 :><C=V:0FV9=V 70E>48 2?;820NBL =0 A?>6820GV2, G8 

4>AO30NBL 2>=8 ?>AB02;5=8E FV;59 B0 =0A:V;L:8 2>=8 28?@024>2CNBL 28B@0G5=V 

@5AC@A8. 

�0=89 ?V4@>74V; ?@8A2OG5=89 287=0G5==N =0A;V4:V2 2?@>20465==O 

><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V, 0 B0:>6 @>73;O4C 

<5B>4V2, O:V <>6CBL 1CB8 70AB>A>20=V 4;O >B@8<0==O >1'є:B82=8E 40=8E ?@> 

@57C;LB0B82=VABL <0@:5B8=3>28E 70E>4V2. $>7C<V==O F8E 0A?5:BV2 є :@8B8G=> 



168

206;828< 4;O :><?0=V9, O:V ?@03=CBL ?>:@0I8B8 A2>N :><C=V:0FV9=C AB@0B53VN B0 

?V428I8B8 :>=:C@5=B>A?@><>6=VABL =0 @8=:C. 

�87=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V є 206;828< ?@>F5A><, A?@O<>20=8< =0 

287=0G5==O B>3>, =0A:V;L:8 4>1@5 :><C=V:0FV9=V 70E>48 :><?0=VW 4>AO30NBL 

?>AB02;5=8E FV;59 V 70240=L. *59 ?@>F5A 4>72>;Oє :><?0=VO< 7@>7C<VB8, O: WE=V 

<0@:5B8=3>2V 7CA8;;O 2?;820NBL =0 FV;L>2C 0C48B>@VN, =0A:V;L:8 5D5:B82=> 

:><C=V:0FV9=V 70E>48 A?@8ONBL 71V;LH5==N 2?V7=020=>ABV 1@5=4C, AB8<C;NNBL 

?@>406V B0 ?V4B@8<CNBL ;>O;L=VABL :;Vє=BV2. �=0==O ?@> 5D5:B82=VABL 

<0@:5B8=3>28E :><C=V:0FV9 4>72>;Oє >@30=V70FVO< :@0I5 @>7?>4V;OB8 @5AC@A8, 

>?B8<V7C20B8 28B@0B8 =0 <0@:5B8=3 V 4>AO30B8 1V;LH 28A>:>W @5=B015;L=>ABV 

V=25AB8FV9. 

"A=>2=>N <5B>N 287=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> 

<0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V є 28O2;5==O B>3>, O:V A0<5 70E>48 

?@0FNNBL =09:@0I5, O:V :0=0;8 V ?>2V4><;5==O 70157?5GCNBL <0:A8<0;L=89 2?;82 

=0 0C48B>@VN, 0 B0:>6 287=0G5==O >1;0AB59 4;O ?>:@0I5==O. *5 >A>1;82> 0:BC0;L=> 

2 C<>20E ACG0A=>3> 1V7=5A-A5@54>28I0, 45 :><?0=VW <0NBL A?@02C 7 H8@>:8< 

281>@>< :><C=V:0FV9=8E :0=0;V2 B0 V=AB@C<5=BV2 – 2V4 B@048FV9=>W @5:;0<8 4> 

A>FV0;L=8E <5@56 V :>=B5=B-<0@:5B8=3C. �>65= 7 F8E :0=0;V2 <0є A2>W A?5F8DVG=V 

E0@0:B5@8AB8:8 V 28<>38, B><C 206;82> @>7C<VB8, O:89 2=5A>: :>6=>3> 7 =8E C 

7030;L=C <0@:5B8=3>2C AB@0B53VN. 

�87=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 2:;NG0є 2 A515 0=0;V7 O: :V;L:VA=8E, B0: V O:VA=8E 

?>:07=8:V2. �> :V;L:VA=8E ?>:07=8:V2 =0;560BL B0:V ?>:07=8:8, O: :V;L:VABL 

>E>?;5=8E >AV1, @V25=L 70;CG5=>ABV, G0AB>B0 ?>2B>@=>3> 725@=5==O 4> 1@5=4C B0 

@V25=L ?@>406V2, 35=5@>20=8E 70 @0EC=>: :><C=V:0FV9=8E 70E>4V2. *V ?>:07=8:8 

40NBL >19є:B82=5 CO2;5==O ?@> >1AO38 2?;82C :><C=V:0FV9 =0 @8=:C. /:VA=V 6 

?>:07=8:8, B0:V O: @V25=L 704>2>;5=>ABV A?>6820GV2, WE ;>O;L=VABL 4> 1@5=4C, 0 



169

B0:>6 5<>FV9=5 A?@89=OBBO 1@5=4C, є =5 <5=H 206;828<8, >A:V;L:8 2>=8 

2V4>1@060NBL AC1'є:B82=V 0A?5:B8 270є<>4VW 7 0C48B>@VєN B0 4>?><030NBL 

7@>7C<VB8, O: A0<5 A?>6820GV @503CNBL =0 ?>2V4><;5==O 1@5=4C. 

 5B>48 >FV=:8 <>6CBL 20@VN20B8AO 70;56=> 2V4 :>=:@5B=8E FV;59 B0 @5AC@AV2 

:><?0=VW. "4=8< V7 =09?>H8@5=VH8E <5B>4V2 є 0=0;V7 @57C;LB0BV2 @5:;0<=8E 

:0<?0=V9, O:89 <>65 2:;NG0B8 2V4AB565==O ?@>406V2, 0=0;V7 B@0DV:C =0 251A09BV B0 

0:B82=>ABV 2 A>FV0;L=8E <5@560E. �=H89 <5B>4 – ?@>2545==O >?8BC20=L B0 V=B5@29N 

7 :;Vє=B0<8 4;O >B@8<0==O 72>@>B=>3> 72'O7:C I>4> WE=L>3> A?@89=OBBO 1@5=4C V 

704>2>;5==O ?@>4C:B0<8 01> ?>A;C30<8 :><?0=VW. �06;82C @>;L 2V4V3@0NBL B0:>6 

V=AB@C<5=B8 251-0=0;VB8:8, O:V 4>72>;ONBL 2V4AB56C20B8 ?>254V=:C :>@8ABC20GV2 C 

F8D@>28E :0=0;0E V 287=0G0B8, O:V A0<5 :><C=V:0FV9=V 70E>48 є =091V;LH 

?@8201;828<8 4;O FV;L>2>W 0C48B>@VW. 

� @57C;LB0BV >FV=:8 <0@:5B8=3>28E :><C=V:0FV9 :><?0=VW <>6CBL 1CB8 

CE20;5=V >1ґ@C=B>20=V @VH5==O I>4> ?>40;LH8E :><C=V:0FV9=8E AB@0B53V9, 

287=0G0B8, O:V :0=0;8 A;V4 @>72820B8, 0 O:V – <>6;82>, A:>@>B8B8 01> 7<V=8B8. 

"FV=:0 4>72>;Oє =5 ;8H5 :>=B@>;N20B8, 0 9 :>@83C20B8 <0@:5B8=3>2C 4VO;L=VABL, 

>@Vє=BCNG8AL =0 48=0<V:C ?>B@51 @8=:C B0 ?>254V=:8 A?>6820GV2, I> є :;NG5< 4> 

?V428I5==O :>=:C@5=B>A?@><>6=>ABV :><?0=VW 2 4>23>AB@>:>2V9 ?5@A?5:B82V. 

�87=0G5==O =0A;V4:V2 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V 2:;NG0є A8AB5<=89 ?V4EV4 4> 28<V@N20==O, 

0=0;V7C B0 V=B5@?@5B0FVW @57C;LB0BV2 <0@:5B8=3>28E 70E>4V2. *5 70157?5GCє B>G=VABL, 

=04V9=VABL B0 @5;520=B=VABL >B@8<0=8E 40=8E, I> 4>?><030є ?@89<0B8 >1ґ@C=B>20=V 

C?@02;V=AL:V @VH5==O. "A=>2=V 5;5<5=B8 <5B>48G=>3> 70157?5G5==O 2:;NG0NBL 

287=0G5==O :;NG>28E ?>:07=8:V2 5D5:B82=>ABV (KPI), <5B>48 71>@C B0 0=0;V7C 

40=8E, 28:>@8AB0==O 0=0;VB8G=8E V=AB@C<5=BV2 B0 A8AB5<0B8G=89 ?V4EV4 4> 

>FV=:8 [148]. 

#@>?>=Cє<> 45B0;L=VH5 @>73;O=CB8 ?>:07=8:8, O:V 4>72>;ONBL 287=0G8B8 

ABC?V=L 4>AO3=5==O <0@:5B8=3>28E FV;59, 5D5:B82=VABL 28:>@8AB0==O :0=0;V2 71CBC 



170

B0 2?;82 <0@:5B8=3>28E 70E>4V2 =0 7030;L=C ?@>4C:B82=VABL ?V4?@8є<AB20. 

�?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C 28<030є V=B53@0FVW @V7=8E :0=0;V2 

:><C=V:0FVW B0 70157?5G5==O C73>465=>ABV <0@:5B8=3>28E 4V9, I> @>18BL 

<>=VB>@8=3 V >FV=:C @57C;LB0BV2 =04728G09=> 206;828<8. ' FL><C ?V4?C=:BV @>1>B8 

45B0;L=> @>73;O40NBLAO :;NG>2V ?>:07=8:8, O:V <>6CBL 28:>@8AB>2C20B8AL 4;O 

>FV=:8 5D5:B82=>ABV ><=V:0=0;L=>3> <0@:5B8=3C 2 @>74@V1=V9 B>@3V2;V. 

#5@H89 ?>:07=8: – F5 >1AO3 ?@>406V2, O:89 є >4=8< V7 =09206;82VH8E 

?>:07=8:V2, I> 28<V@Nє 7030;L=89 >1AO3 @50;V7>20=8E B>20@V2 01> ?>A;C3 G5@57 @V7=V 

:0=0;8 71CBC (>=;09=, >D;09=, <>1V;L=V 4>40B:8 B>I>). *59 ?>:07=8: 4>72>;Oє 

>FV=8B8 5D5:B82=VABL <0@:5B8=3>28E 70E>4V2 C ?@825@B0==V :;Vє=BV2 V 71V;LH5==V 

>1AO3V2 ?@>406V2. �8<V@NNG8 7030;L=89 >1AO3 ?@>406V2, ?V4?@8є<AB2> <>65 

287=0G8B8, O:V :0=0;8 71CBC є =091V;LH 5D5:B82=8<8, 0 B0:>6 >FV=8B8 2?;82 

<0@:5B8=3>28E :0<?0=V9 =0 ?@>406V.  

 5B>48:0 @>7@0EC=:C >1AO3C ?@>406V2 2:;NG0є ?V4@0EC=>: 7030;L=>W AC<8 

?@>40=8E B>20@V2 01> ?>A;C3 70 ?52=89 ?5@V>4. �@V< FL>3>, <>6=0 0=0;V7C20B8 

>1AO38 ?@>406V2 70 >:@5<8<8 :0=0;0<8 71CBC, :0B53>@VO<8 B>20@V2, A53<5=B0<8 

:;Vє=BV2 B>I>. *5 4>72>;Oє 1V;LH 45B0;L=> >FV=8B8, O:V <0@:5B8=3>2V 70E>48 

?@8=>AOBL =09:@0IV @57C;LB0B8 B0 2 O:8E A53<5=B0E @8=:C [149].  

�@C38< ?>:07=8:><  є :>=25@AVO, 2>=0 2V4>1@060є 2V4A>B>: 2V42V4C20GV2 01> 

:;Vє=BV2, O:V 74V9A=8;8 ?>:C?:C 01> 28:>=0;8 V=HC 1060=C 4VN, B0:C O: 70?>2=5==O 

D>@<8, ?V4?8A:0 =0 @>7A8;:C 01> @5єAB@0FVO =0 A09BV. �>=25@AVO 2:07Cє =0 

5D5:B82=VABL <0@:5B8=3>28E :><C=V:0FV9 V 740B=VABL :0=0;V2 71CBC ?5@5B2>@N20B8 

?>B5=FV9=8E :;Vє=BV2 C @50;L=8E ?>:C?FV2. �8A>:89 @V25=L :>=25@AVW A2V4G8BL ?@> 

B5, I> <0@:5B8=3>2V 70E>48 5D5:B82=> ?@825@B0NBL C203C FV;L>2>W 0C48B>@VW B0 

AB8<C;NNBL WW 4> 4VW. �;O @>7@0EC=:C :>=25@AVW 28:>@8AB>2CєBLAO D>@<C;0: 

 К>=69@Aія (%) = Кі;ь:іABь ?>:C?>: 45> 8і9:і;ь:іABь 6і86і8C64чі6 45> ;і8і6 ∗ 100%                     ( 3.1) 

 



171

*59 ?>:07=8: 4>72>;Oє ?>@V2=N20B8 5D5:B82=VABL @V7=8E :0=0;V2 71CBC, 

<0@:5B8=3>28E :0<?0=V9 V B0:B8:. !0?@8:;04, :>=25@AVO 4;O >=;09=-<03078=C <>65 

?>:07C20B8, =0A:V;L:8 5D5:B82=> ?@0FNNBL @V7=V 465@5;0 B@0DV:C (SEO, PPC, 

email-<0@:5B8=3 B>I>) 2 ?>@V2=O==V 7 >D;09=-:0=0;0<8. 

&@5BV9 ?>:07=8: - @V25=L 704>2>;5=>ABV :;Vє=BV2, O:89 28<V@Nє ABC?V=L 

704>2>;5=>ABV :;Vє=BV2 2V4 270є<>4VW 7 ?V4?@8є<AB2>< V 9>3> ?@>4C:B0<8 01> 

?>A;C30<8. �V= є V=48:0B>@>< O:>ABV >1A;C3>2C20==O, ?@>4C:FVW, FV=>2>W ?>;VB8:8, 

7@CG=>ABV :0=0;V2 71CBC B0 2?;82C <0@:5B8=3>28E AB@0B53V9 =0 A?@89=OBBO 1@5=4C 

:;Vє=B0<8. �04>2>;5=V :;Vє=B8 1V;LH AE8;L=V 4> ?>2B>@=8E ?>:C?>:, @5:><5=40FV9 

B0 AB2>@5==O ?>78B82=>3> V<V46C :><?0=VW. "FV=:0 @V2=O 704>2>;5=>ABV :;Vє=BV2 

<>65 ?@>2>48B8AO 70 4>?><>3>N @V7=8E <5B>4V2: >?8BC20==O, V=B5@2'N, Net Promoter 

Score (NPS), Customer Satisfaction Score (CSAT) B0 V=HV.  

+5B25@B8< ?>:07=8:>< є @V25=L 2V4<>2 01> 2V4B>:C :;Vє=BV2, O:89 2:07Cє =0 

2V4A>B>: :;Vє=BV2, O:V ?@8?8=8;8 270є<>4VN 7 ?V4?@8є<AB2>< 01> ?5@59H;8 4> 

:>=:C@5=BV2. *59 ?>:07=8: є 206;828< V=48:0B>@>< ?@>1;5< 2 >1A;C3>2C20==V, 

?@>4C:B0E 01> <0@:5B8=3>28E AB@0B53VOE. �8A>:89 @V25=L 2V4B>:C :;Vє=BV2 <>65 

A2V4G8B8 ?@> =5704>2>;5=VABL :;Vє=BV2, =54>AB0B=N 5D5:B82=VABL ><=V:0=0;L=>3> 

?V4E>4C 01> 2V4ACB=VABL ;>O;L=>ABV 4> 1@5=4C. $>7@0EC=>: 2V4B>:C :;Vє=BV2 <>6=0 

74V9A=8B8 70 4>?><>3>N D>@<C;8: 

(3.2)  і69=ь 6і8B>:C (%) = Кі;ь:іABь 6B@4ч9=8х :;іє=Bі6 74 ?96=89 ?9@і>8З474;ь=4 :і;ь:іABь :;іє=Bі6 =4 ?>ч4B:C ?9@і>8C*100% 

 

�=0;V7 FL>3> ?>:07=8:0 4>72>;Oє 28O28B8 A53<5=B8 :;Vє=BV2 01> :0=0;8, 45 

2V41C20єBLAO =091V;LH89 2V4BV:, V 268B8 2V4?>2V4=8E 70E>4V2 4;O ?>:@0I5==O 

A8BC0FVW. 

#9OB8< ?>:07=8:>< є ROI – F5 :;NG>289 DV=0=A>289 ?>:07=8:, O:89 28<V@Nє 

@5=B015;L=VABL V=25AB8FV9 C <0@:5B8=3>2V 70E>48. �V= ?>:07Cє, =0A:V;L:8 5D5:B82=> 

28B@0G5=V :>HB8 =0 <0@:5B8=3, ?>@V2=NNG8 >B@8<0=89 ?@81CB>: V7 28B@0B0<8. ROI 



172

4>72>;Oє >FV=8B8 2?;82 <0@:5B8=3>28E 70E>4V2 =0 DV=0=A>2V ?>:07=8:8 

?V4?@8є<AB20 V є 206;828< V=AB@C<5=B>< 4;O ?@89=OBBO @VH5=L I>4> @>7?>4V;C 

1N465BC =0 <0@:5B8=3. (>@<C;0 4;O @>7@0EC=:C ROI 283;O40є B0:: 

 ��� = (�@85CB>: 6і8 <4@:9B8=7.74х>8і6−В8B@4B8 =4 <4@:9B8=7)В8B@4B8 =4 <4@:9B8=7 ∗ 100% (3.3) 

 

�=0;V7 ROI 4>72>;Oє 287=0G8B8, O:V <0@:5B8=3>2V :0=0;8 B0 :0<?0=VW є 

=091V;LH ?@81CB:>28<8, 0 B0:>6 45 <>6;825 ?>:@0I5==O 5D5:B82=>ABV. 

"B65, =02545=V ?>:07=8:8 – >1AO3 ?@>406V2, :>=25@AVO, @V25=L 704>2>;5=>ABV 

:;Vє=BV2, @V25=L 2V4<>2 B0 ROI – 2V4>1@060NBL @V7=V 0A?5:B8 5D5:B82=>ABV 

<0@:5B8=3>28E AB@0B53V9. �>=8 4>72>;ONBL ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V 

>FV=8B8 @V25=L >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, 28O28B8 

?@>1;5<=V 7>=8, 287=0G8B8 A8;L=V AB>@>=8 B0 ?@89=OB8 >1ґ@C=B>20=V @VH5==O 4;O 

?>40;LH>3> 24>A:>=0;5==O <0@:5B8=3>28E 7CA8;L. $53C;O@=89 0=0;V7 F8E 

?>:07=8:V2 70157?5GCє A8AB5<=89 ?V4EV4 4> <>=VB>@8=3C 5D5:B82=>ABV B0 040?B0FVW 

><=V:0=0;L=8E AB@0B53V9 C 2V4?>2V4L =0 7<V=8 @8=:C B0 ?>B@518 :;Vє=BV2. 

#@>2545=V 4>A;V465==O 4>72>;ONBL 70?@>?>=C20B8 <5B>48G=5 70157?5G5==O 

>FV=:8 4Vє2>ABV @50;V70FVW ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W 

B>@3V2;V B01;.3.6, I> <VAB8BLAO 2 �>40B:C 7 �>65= <5B>4 >FV=:8 A:;040єBLAO 7 

45:V;L:>E 5;5<5=BV2: >?8AC A0<>3> <5B>4C, V=AB@C<5=BV2, O:V <>6=0 

28:>@8AB>2C20B8 4;O 9>3> @50;V70FVW, 0 B0:>6 @5:><5=40FV9 I>4> 9>3> 

70AB>AC20==O. 

 5B>48 0B@81CFVW :>=25@AV9 2:;NG0NBL @V7=V <>45;V 0B@81CFVW, B0:V O: <>45;L 

>AB0==L>3> B>@:0==O, ;V=V9=0 <>45;L, ?>78FV9=5 107C20==O B0 0;3>@8B<VG=0 <>45;L. 

$5:><5=4CєBLAO 28:>@8AB>2C20B8 3V1@84=89 ?V4EV4 4> 0B@81CFVW, I>1 >B@8<0B8 

710;0=A>20=C :0@B8=C 2=5A:C :0=0;V2. 

 5B>48 0=0;V7C 40=8E 0:F5=BCNBL =0 V=B53@0FVW B0 C=VDV:0FVW 40=8E 7 @V7=8E 



173

465@5; 4;O AB2>@5==O FV;VA=>3> CO2;5==O ?@> :;Vє=BAL:C ?>254V=:C. �=AB@C<5=B8 

2V7C0;V70FVW 4>?><030NBL C ?@>ABVHV9 ?>40GV @57C;LB0BV2 4;O ?@89=OBBO @VH5=L. 

 5B>48 28<V@N20==O :;NG>28E ?>:07=8:V2 5D5:B82=>ABV (KPI) 4>72>;ONBL 

>FV=N20B8 @57C;LB0B8 =0 >A=>2V :>=:@5B=8E <5B@8:, B0:8E O: CPA, CTR, CLV, 0 

B0:>6 @V25=L ;>O;L=>ABV :;Vє=BV2 G5@57 NPS 01> CSAT. *5 70157?5GCє <>6;82VABL 

2V4AB565==O @57C;LB0BV2 4;O :>6=>3> :0=0;C V A2>єG0A=5 @503C20==O =0 7<V=8 2 

B5=45=FVOE. 

 >45;N20==O B0 :0@B>3@0DVO :;Vє=BAL:>3> H;OEC 4>?><030NBL AB2>@N20B8 

:0@B8, O:V 2V4>1@060NBL 5B0?8 270є<>4VW :;Vє=BV2 7 @V7=8<8 :0=0;0<8. *5 4>72>;Oє 

2@0EC20B8 2AV B>G:8 :>=B0:BC V :@0I5 @>7C<VB8 H;OE8 @V7=8E B8?V2 :;Vє=BV2 4> 

:>=25@AVW. 

 5B>48 A53<5=B0FVW B0 :>3>@B=>3> 0=0;V7C >@Vє=B>20=V =0 3@C?C20==O :;Vє=BV2 

70 @V7=8<8 :@8B5@VO<8 (45<>3@0DVG=8<8, ?>254V=:>28<8) B0 0=0;V7 WE=L>W @50:FVW =0 

<0@:5B8=3>2V :0<?0=VW. 

 5B>48 ?@>3=>7=>W 0=0;VB8:8 B0 HBCG=>3> V=B5;5:BC 28:>@8AB>2CNBL AI 4;O 

?@>3=>7C20==O ?>254V=:8 :;Vє=BV2 B0 ?5@A>=0;V70FVW B0@35BC20==O, I> A?@8Oє 

?V428I5==N @5;520=B=>ABV :>=B5=BC. 

 5B>48 B5ABC20==O B0 >?B8<V70FVW 2:;NG0NBL A/B B5ABC20==O B0 

<C;LBV20@V0=B=5 B5ABC20==O, I> 4>72>;ONBL >?B8<V7C20B8 :>=B5=B =0 @V7=8E 

:0=0;0E, 70157?5GCNG8 :@0I89 @57C;LB0B. 

 5B>48 71>@C 72>@>B=>3> 729O7:C B0 0=:5BC20==O :;Vє=BV2 4>?><030NBL 

>FV=8B8 @V25=L 704>2>;5=>ABV :;Vє=BV2, 0 B0:>6 28:>@8AB>2C20B8 7V1@0=89 72>@>B=89 

72'O7>: 4;O 24>A:>=0;5==O :;Vє=BAL:>3> 4>A2V4C. 

/:I> 6 284V;OB8 =09206;82VHV :@8B5@VW >FV=:8 5D5:B82=>ABV :0=0;V2 71CBC, 

B> =0 ?5@H5 <VAF5 28E>4OBL BV, I> 157?>A5@54=L> 2?;820NBL =0 ?@81CB>: V ABV9:VABL 

1V7=5AC. %5@54 =8E A;V4 284V;8B8 45:V;L:0:  

?@81CB:>2VABL, 1> 2>=0 4>72>;Oє 287=0G8B8, G8 20@B> V=25ABC20B8 2 F59 :0=0; 

=040;V; 



174

:>=25@AVO 2V42V4C20GV2 C ?>:C?FV2, V O:I> 2>=0 28A>:0, B> F5 >7=0G0є, I> :0=0; 

5D5:B82=> ?5@5B2>@Nє 2V42V4C20GV2 =0 :;Vє=BV2; 

 >1AO3 ?@>406V2 C :>6=><C :0=0;V, 1> 2V= >72>;Oє 7@>7C<VB8, O:V :0=0;8 

?@0FNNBL :@0I5, 0 O:V 20@B> 7<V=N20B8 01> 70:@820B8; 

"B65, O:I> :0=0; 71CBC ?>:07Cє 28A>:89 ROI, E>@>HC :>=25@AVN, AB01V;L=89 

>1AO3 ?@>406V2, 2V= ?@8=>A8BL <0:A8<0;L=C :>@8ABL 1V7=5AC. /:I> E>G0 1 >48= 7 

F8E ?>:07=8:V2 «?@>AV40є», 20@B> ?5@53;O=CB8 @>1>BC :0=0;C 01> 7<V=8B8 ?V4EV4 4> 

9>3> 28:>@8AB0==O [150-155]. 

' <560E 4>A;V465==O @>73;O=CB> V=AB@C<5=B8 0=0;V7C 5D5:B82=>ABV :0=0;V2 

><=V:0=0;L=>3> <0@:5B8=3C. "A=>2C F8E V=AB@C<5=BV2 A:;040NBL <>45;V 0B@81CFVW 

:>=25@AV9, O:V 4>72>;ONBL 287=0G8B8 B>G=89 2=5A>: :>6=>3> :0=0;C C 4>AO3=5==O 

<0@:5B8=3>28E FV;59. �>:@5<0, 28:>@8AB0==O 0;3>@8B<VG=8E <>45;59 0B@81CFVW, 

:>3>@B=>3> 0=0;V7C B0 B5?;>28E :0@B ?>254V=:8 :;Vє=BV2 70157?5GCє 45B0;L=5 

@>7C<V==O :;Vє=BAL:8E 4V9 =0 2AVE 5B0?0E WE=L>3> H;OEC. 

�=B53@0FVO >B@8<0=8E @57C;LB0BV2 C CRM-A8AB5<8 4>72>;Oє AB2>@N20B8 

?5@A>=0;V7>20=V AB@0B53VW 270є<>4VW 7 :;Vє=B0<8, I> A?@8Oє ?V428I5==N WE=L>W 

;>O;L=>ABV. �@V< B>3>, =>2V V=AB@C<5=B8 >@Vє=B>20=V =0 1030B>28<V@=89 0=0;V7 C 

@568<V @50;L=>3> G0AC, I> 70157?5GCє <>6;82VABL >?5@0B82=>3> :>@83C20==O 

><=V:0=0;L=8E AB@0B53V9. *5 4>72>;Oє ?V4?@8є<AB20< >?B8<V7C20B8 @>7?>4V; 

@5AC@AV2 <V6 :0=0;0<8, 7>A5@546CNG8 C203C =0 =091V;LH 5D5:B82=8E. 

#>є4=0==O @V7=8E <5B>4V2 0B@81CFVW, 0=0;VB8:8 B0 ?@>3=>7C20==O 4>72>;Oє 

>B@8<0B8 FV;VA=C :0@B8=C 2=5A:C :>6=>3> :0=0;C B0 70157?5GCє <>6;82VABL 

?5@A>=0;V70FVW 270є<>4VW 7 :;Vє=B0<8. �8:>@8AB0==O AI B0 :>3>@B=>3> 0=0;V7C A?@8Oє 

:@0I><C @>7C<V==N ?>254V=:8 :;Vє=BV2 B0 040?B0FVW AB@0B53VW 2V4?>2V4=> 4> 7<V= C 

?>254V=FV =0 @8=:C. �1V@ 72>@>B=>3> 729O7:C B0 2V7C0;V70FVO 40=8E A?@>ICNBL ?@>F5A 

?@89=OBBO @VH5=L, 4>72>;ONG8 2G0A=> 28O2;OB8 A;01:V <VAFO B0 24>A:>=0;N20B8 

><=V:0=0;L=C AB@0B53VN <0@:5B8=3C. 



175

' <560E 4>A;V465==O 1C;> @>7@>1;5=> <5B>48G=5 70157?5G5==O 4;O >FV=:8 

5D5:B82=>ABV @50;V70FVW ><=V:0=0;L=>3> <0@:5B8=3C. �>=> 107CєBLAO =0 

:><?;5:A=><C ?V4E>4V, O:89 2:;NG0є O: :V;L:VA=V, B0: V O:VA=V ?>:07=8:8, I> 

70157?5GCNBL 1030B>28<V@=89 0=0;V7 @57C;LB0BV2. "A=>2C FL>3> 70157?5G5==O 

A:;040NBL :;NG>2V ?>:07=8:8 5D5:B82=>ABV, 7>:@5<0 @V25=L :>=25@AVW, V=45:A 

704>2>;5=>ABV :;Vє=BV2, :>5DVFVє=B CB@8<0==O :;Vє=BV2, @5=B015;L=VABL V=25AB8FV9 B0 

V=HV @5;520=B=V <5B@8:8. 

 5B>48G=5 70157?5G5==O B0:>6 2@0E>2Cє ACG0A=V B5E=>;>3VG=V <>6;82>ABV, 

B0:V O: 28:>@8AB0==O CRM-A8AB5<, ?;0BD>@< 02B><0B870FVW <0@:5B8=3C, 

V=AB@C<5=BV2 :>3>@B=>3> 0=0;V7C B0 <>45;59 0B@81CFVW :>=25@AV9. *5 4>72>;Oє 

>B@8<C20B8 B>G=C >FV=:C 5D5:B82=>ABV :>6=>3> 7 :0=0;V2 :><C=V:0FVW C @568<V 

@50;L=>3> G0AC. "A>1;82C C203C ?@84V;5=> 2?@>20465==N A8AB5<=>3> 0=0;V7C 

40=8E, I> A?@8Oє 28O2;5==N A8;L=8E V A;01:8E AB>@V= <0@:5B8=3>28E AB@0B53V9. 

�0?@>?>=>20=89 ?V4EV4 40є 7<>3C ?V4?@8є<AB20< @>74@V1=>W B>@3V2;V 

A2>єG0A=> 2=>A8B8 :>@5:B828 C A2>W ><=V:0=0;L=V AB@0B53VW, I> 4>72>;Oє 

?>:@0IC20B8 :;Vє=BAL:89 4>A2V4 V 4>AO30B8 :@0I8E DV=0=A>28E @57C;LB0BV2. *5 

70157?5GCє 5D5:B82=5 C?@02;V==O <0@:5B8=3>28<8 :0<?0=VO<8 2 C<>20E H284:>W 

F8D@>2>W B@0=AD>@<0FVW B0 7<V=8 A?>682G8E 2?>4>10=L. 

' :>=B5:ABV F8D@>2>W B@0=AD>@<0FVW 5:>=><V:8, ><=V:0=0;L=89 <0@:5B8=3 

AB0є :;NG>28< V=AB@C<5=B>< <>45@=V70FVW A8AB5<8 :><C=V:0FVW <V6 ?V4?@8є<AB20<8 

@>74@V1=>W B>@3V2;V B0 WE=V<8 A?>6820G0<8. 'A?VH=0 @50;V70FVO ><=V:0=0;L=>3> 

?V4E>4C 4>72>;Oє AB2>@8B8 157?5@5@2=89 :;Vє=BAL:89 4>A2V4 =570;56=> 2V4 B>G:8 

270є<>4VW – >D;09= G8 >=;09=. �>4=>G0A, 70?@>20465==O B0:>W AB@0B53VW <0є 3;81>:V 

9 :><?;5:A=V =0A;V4:8 O: =0 >?5@0FV9=C 4VO;L=VABL ?V4?@8є<AB20, B0: V =0 ?>254V=:C 

A?>6820GV2. *5 7C<>2;Nє =5>1EV4=VABL ґ@C=B>2=>3> 0=0;V7C =0A;V4:V2 

><=V:0=0;V70FVW 2 A8AB5<V ACG0A=>W @>74@V1=>W B>@3V2;V. 

"<=V:0=0;L=89 <0@:5B8=3 ?5@5410G0є V=B53@0FVN 2AVE :0=0;V2 270є<>4VW 7 

:;Vє=B>< - DV78G=8E <03078=V2, 251A09BV2, <>1V;L=8E 4>40B:V2, A>FV0;L=8E <5@56, 



176

call-F5=B@V2 - C є48=C A8AB5<C, I> 70157?5GCє 157H>2=89 :;Vє=BAL:89 4>A2V4. !0 

2V4<V=C 2V4 <C;LB8:0=0;L=>3> ?V4E>4C, 45 :>65= :0=0; 4Vє 02B>=><=>, 

><=V:0=0;L=VABL A?@O<>20=0 =0 C73>465=VABL CAVE B>G>: :>=B0:BC, I> 70157?5GCє 

?V428I5==O O:>ABV >1A;C3>2C20==O B0 7<VF=5==O ;>O;L=>ABV :;Vє=BV2 [36-45]. 

�0?@>20465==O B0:>3> ?V4E>4C ?>B@51Cє =5 ;8H5 B5E=>;>3VG=>3> >=>2;5==O, 

0;5 9 >@30=V70FV9=>W B@0=AD>@<0FVW: 7<V=8 C ;>3VAB8G=8E ?@>F5A0E, CRM-A8AB5<0E, 

:04@>2><C <5=546<5=BV, 0=0;VB8FV ?>254V=:8 :;Vє=BV2 B>I>. 

"4=8< V7 :;NG>28E 5:>=><VG=8E 5D5:BV2 ><=V:0=0;V70FVW є 7@>AB0==O 28@CG:8 

7024O:8 @>7H8@5==N :;Vє=BAL:>W 1078 B0 ?V428I5==N G0AB>B8 ?>:C?>:. �3V4=> 7 

4>A;V465==O<8 McKinsey & Company [104, 109], ?V4?@8є<AB20, O:V CA?VH=> 

@50;V7C20;8 ><=V:0=0;L=V AB@0B53VW, DV:AC20;8 71V;LH5==O ?@>406V2 C A5@54=L><C 

=0 15–20%. *5 ?>OA=NєBLAO 1V;LH 7@CG=8< H;OE>< ?>:C?FO B0 <>6;82VABN 

?5@A>=0;V7>20=>W ?@>?>78FVW. 

�@V< B>3>, ><=V:0=0;L=VABL 4>72>;Oє 7=878B8 28B@0B8 =0 70;CG5==O :;Vє=BV2 

7024O:8 ?V428I5==N 5D5:B82=>ABV <0@:5B8=3>28E :0<?0=V9. %8AB5<8 02B><0B870FVW 

4>72>;ONBL :@0I5 A53<5=BC20B8 0C48B>@VN B0 ?V418@0B8 @5;520=B=V ?@>?>78FVW. 

'BV<, =0 5B0?V 2?@>20465==O <>6CBL 7@>AB0B8 :0?VB0;L=V B0 >?5@0FV9=V 28B@0B8 

G5@57 ?>B@51C C <>45@=V70FVW V=D@0AB@C:BC@8 B0 =02G0==V ?5@A>=0;C. 

�<V=0 <0@:5B8=3>2>W AB@0B53VW BO3=5 70 A>1>N =5>1EV4=VABL @5>@30=V70FVW 

2=CB@VH=VE 1V7=5A-?@>F5AV2. *5 AB>ACєBLAO :>>@48=0FVW <V6 2V44V;0<8 >D;09= V 

>=;09=-?@>406V2, ;>3VAB8:8, A:;04C20==O, >1A;C3>2C20==O :;Vє=BV2. #@0FV2=8:8 

<0NBL 2>;>4VB8 C=V25@A0;L=8<8 :><?5B5=FVO<8 B0 >@Vє=BC20B8AO =0 

:;Vє=B>F5=B@8G=89 ?V4EV4. 

�=0G=8< 28:;8:>< є 70157?5G5==O C73>465=>ABV 40=8E ?@> :;Vє=BV2 7 @V7=8E 

:0=0;V2. 'A?VH=V ><=V:0=0;L=V ?V4?@8є<AB20 2?@>2046CNBL є48=V 0=0;VB8G=V 

?;0BD>@<8 4;O 71>@C, >1@>1:8 B0 0=0;V7C V=D>@<0FVW, I> 4>72>;Oє D>@<C20B8 є48=C 

107C 7=0=L ?@> :;Vє=B0. 



177

"<=V:0=0;L=VABL 7<V=Nє =5 ;8H5 1V7=5A-<>45;V ?V4?@8є<AB2, 0;5 9 ?>254V=:C 

A?>6820GV2. %CG0A=89 :;Vє=B >GV:Cє 3=CG:>ABV: <>6;82>ABV ?>G0B8 ?>:C?:C 2 

Instagram, ?@>4>268B8 =0 A09BV, 7025@H8B8 C DV78G=><C <03078=V B0 >B@8<0B8 B>20@ 

G5@57 :C@9є@0 01> A0<>282V7. !0O2=VABL B0:8E 20@V0=BV2 ?V428ICє @V25=L 704>2>;5==O 

B0 ;>O;L=>ABV :;Vє=BV2. 

#@>B5 >4=>G0A=> 7@>AB0NBL V 28<>38 4> 1@5=4V2. !5A:>>@48=>20=VABL :0=0;V2, 

2V4ACB=VABL ?@>7>@>ABV I>4> =0O2=>ABV B>20@C G8 =5C73>465=0 FV=0 2 @V7=8E :0=0;0E 

<>6CBL 28:;8:0B8 @>7G0@C20==O B0 2B@0BC 4>2V@8. &0:8< G8=><, 70?@>20465==O 

><=V:0=0;L=>3> ?V4E>4C <0є AC?@>2>46C20B8AO ?>ABV9=>N 0=0;VB8:>N B0 

24>A:>=0;5==O< :;Vє=BAL:>3> 4>A2V4C. 

#@>B5 7=0G=0 G0AB8=0 <0;8E V A5@54=VE ?V4?@8є<AB2 AB8:0єBLAO 7 B@C4=>I0<8 

- 2V4 =5AB0GV @5AC@AV2 4> 2V4ACB=>ABV A?5FV0;VABV2. �;O AB8<C;N20==O ><=V:0=0;V70FVW 

=0 45@602=><C @V2=V 4>FV;L=> AB2>@8B8 ?@>3@0<8 ?V4B@8<:8 F8D@>2>W 

B@0=AD>@<0FVW <0;>3> 1V7=5AC. 

�0?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C 2 @>74@V1=V9 B>@3V2;V <0є 

1030B>28<V@=89 E0@0:B5@ V 2?;820є =0 5:>=><VG=V ?>:07=8:8, >@30=V70FV9=C 

AB@C:BC@C ?V4?@8є<AB20 B0 ?>254V=:C A?>6820GV2. �0 =0;56=>3> AB@0B53VG=>3> 

?;0=C20==O B0 V=25AB8FV9, ><=V:0=0;L=VABL AB0є V=AB@C<5=B>< ?V428I5==O 

:>=:C@5=B>A?@><>6=>ABV B0 70157?5G5==O AB0;>3> @>728B:C. �;O C:@0W=AL:8E 

?V4?@8є<AB2 ><=V:0=0;L=89 <0@:5B8=3 – F5 =5 ;8H5 28:;8:, 0 9 <>6;82VABL 

V=B53@C20B8AO 2 3;>10;L=V ;0=FN38 20@B>ABV B0 289B8 =0 O:VA=> =>289 @V25=L 

>1A;C3>2C20==O :;Vє=BV2. 

"4=VєN 7 ?@>2V4=8E 2V4?>2V459 1V7=5AC =0 FV 28:;8:8 AB0є 2?@>20465==O 

><=V:0=0;L=>3> <0@:5B8=3C, O:89 70157?5GCє FV;VA=89 B0 ?>A;V4>2=89 :;Vє=BAL:89 

4>A2V4 C @V7=8E B>G:0E 270є<>4VW. �>4=>G0A >AB0==V @>:8 45<>=AB@CNBL 0:B82=C 

V=B53@0FVN HBCG=>3> V=B5;5:BC (,�) C <0@:5B8=3>2C AB@0B53VN ?V4?@8є<AB2 

@>74@V1=>W B>@3V2;V. ,� 28ABC?0є =5 ;8H5 O: V=AB@C<5=B 02B><0B870FVW, 0 O: @CHV9 

O:VA=>W B@0=AD>@<0FVW 1V7=5A-<>45;59, 70157?5GCNG8 ?@8=F8?>2> =>289 @V25=L 



178

?5@A>=0;V70FVW, ?@>3=>7C20==O B0 C?@02;V==O 270є<>4VєN 7 :;Vє=B0<8. *5 7C<>2;Nє 

?>B@51C 3;81>:>3> 0=0;V7C =0A;V4:V2 V=B53@0FVW ,� 2 ><=V:0=0;L=V <0@:5B8=3>2V 

?@0:B8:8. 

"<=V:0=0;L=89 <0@:5B8=3 O: AB@0B53VO ?5@5410G0є >1'є4=0==O 2AVE 4>ABC?=8E 

:0=0;V2 270є<>4VW 7 :;Vє=B><. ' FL><C :>=B5:ABV ,� AB0є :;NG>28< V=AB@C<5=B>< 

@50;V70FVW ><=V:0=0;L=>3> ?V4E>4C. �0 4>?><>3>N 0;3>@8B<V2 <0H8==>3> =02G0==O, 

>1@>1:8 ?@8@>4=>W <>28, :><?9NB5@=>3> 7>@C B0 V=H8E B5E=>;>3V9, ?V4?@8є<AB20 

>B@8<CNBL <>6;82VABL >?5@0B82=> 0=0;V7C20B8 25;8:V >1AO38 40=8E, ?5@5410G0B8 

?>254V=:C :;Vє=BV2, D>@<C20B8 ?5@A>=0;V7>20=V ?@>?>78FVW B0 02B><0B87C20B8 

>1A;C3>2C20==O. 

"4=8< V7 =091V;LH >G5284=8E =0A;V4:V2 2?@>20465==O ,� 2 ><=V:0=0;L=89 

<0@:5B8=3 є 5:>=><VG=0 4Vє2VABL. �2B><0B870FVO ?@>F5AV2 4>72>;Oє 7=878B8 28B@0B8 

=0 ?5@A>=0;, 7<5=H8B8 B@820;VABL >1@>1:8 70<>2;5=L B0 >?B8<V7C20B8 

28:>@8AB0==O @5AC@AV2. !0?@8:;04, 2?@>20465==O G0B-1>BV2 =0 >A=>2V ,� 40є 7<>3C 

A:>@>B8B8 =020=B065==O =0 :>=B0:B-F5=B@8, 70157?5GCNG8 FV;>4>1>2C ?V4B@8<:C 

:;Vє=BV2. �@V< B>3>, 7024O:8 0=0;V7C ?>254V=:>28E 40=8E ,� 4>72>;Oє >?B8<V7C20B8 

<0@:5B8=3>2V :0<?0=VW, 70157?5GCNG8 28A>:89 @V25=L @5;520=B=>ABV @5:;0<=8E 

?>2V4><;5=L. *5 A?@8Oє ?V428I5==N :>=25@AVW B0 7@>AB0==N 4>E>4V2 ?V4?@8є<AB20. 

�0 40=8<8 4>A;V465=L McKinsey, ?V4?@8є<AB20, I> 28:>@8AB>2CNBL ,� C A2>W9 

><=V:0=0;L=V9 AB@0B53VW, 45<>=AB@CNBL 7@>AB0==O ?@81CB:C 2 A5@54=L><C =0 20–

25% 70 @0EC=>: :@0I>W ?5@A>=0;V70FVW B0 0=0;VB8:8. 

�=H8< 206;828< =0A;V4:>< є <>6;82VABL ?@>3=>7C20==O ?>?8BC B0 

C?@02;V==O B>20@=8<8 70?0A0<8. %8AB5<8 =0 >A=>2V HBCG=>3> V=B5;5:BC 740B=V 

0=0;V7C20B8 VAB>@8G=V 40=V ?@> ?@>406V, ?>254V=:>2V ?0B5@=8 :;Vє=BV2, A57>==V 

:>;820==O B0 =02VBL 7>2=VH=V G8==8:8 (B0:V O: ?>3>40 01> ACA?V;L=V ?>4VW), I>1 7 

28A>:>N B>G=VABN ?@>3=>7C20B8 ?>B@518 A?>6820GV2. *5 4>72>;Oє C=8:=CB8 

=04;8H:V2 =0 A:;04V 01> 45DVF8BC ?@>4C:FVW, I> >A>1;82> :@8B8G=> 4;O 

H284:>?AC2=8E B>20@V2 01> B>20@V2 7 >1<565=8< B5@<V=>< @50;V70FVW. 



179

� B5E=>;>3VG=>W B>G:8 7>@C, 2?@>20465==O ,� AB8<C;Nє F8D@>2C 

B@0=AD>@<0FVN 1V7=5AC. �45BLAO ?@> =5>1EV4=VABL C=VDV:0FVW 40=8E, 28:>@8AB0==O 

E<0@=8E @VH5=L 4;O 715@V30==O B0 >1@>1:8 V=D>@<0FVW, 2?@>20465==O A8AB5< 

C?@02;V==O 2V4=>A8=0<8 7 :;Vє=B0<8 (CRM) =>2>3> ?>:>;V==O, 740B=8E 

040?BC20B8AO 4> 7<V= C @568<V @50;L=>3> G0AC. �@V< B>3>, 28:>@8AB0==O HBCG=>3> 

V=B5;5:BC C ?>є4=0==V 7 �=B5@=5B>< @5G59 (IoT) AB2>@Nє 4>40B:>2V <>6;82>ABV 4;O 

V=B5@0:B82=>W 270є<>4VW - 2V4 «@>7C<=8E ?>;8FL» C <03078=0E 4> V=482V4C0;V7>20=8E 

push-A?>2VI5=L =0 >A=>2V 35>;>:0FVW :;Vє=B0. 

�>4=>G0A 2?@>20465==O ,� 2 ><=V:0=0;L=5 A5@54>28I5 <0є V A>FV0;L=V, V 

>@30=V70FV9=V =0A;V4:8. !0 @V2=V ?5@A>=0;C 7@>AB0є ?>B@510 2 =>28E :><?5B5=FVOE - 

D0EV2FV ?>28==V 2<VB8 ?@0FN20B8 7 0=0;VB8G=8<8 ?;0BD>@<0<8, @>7C<VB8 >A=>28 

@>1>B8 0;3>@8B<V2 B0 28O2;OB8 :@8B8G=5 <8A;5==O I>4> 02B><0B87>20=8E @VH5=L. 

*5 AB8<C;Nє ?V4?@8є<AB20 V=25ABC20B8 C 2=CB@VH=є =02G0==O, 7<V=N20B8 AB@C:BC@C 

:><0=4, AB2>@N20B8 2V44V;8 F8D@>2>W 0=0;VB8:8 01> Data Science. �>4=>G0A 

02B><0B870FVO >:@5<8E DC=:FV9 ?@872>48BL 4> A:>@>G5==O B@048FV9=8E ?>A04, 

>A>1;82> C AD5@0E >?5@0FV9=>3> >1A;C3>2C20==O, I> 28<030є 10;0=AC20==O <V6 

5D5:B82=VABN B0 A>FV0;L=>N 2V4?>2V40;L=VABN. 

�;O A?>6820G0 =0A;V4:8 2?@>20465==O ,� 2 ><=V:0=0;L=89 <0@:5B8=3 

?@>O2;ONBLAO, =0A0<?5@54, C ?V428I5==V O:>ABV >1A;C3>2C20==O. �024O:8 

02B><0B87>20=V9 ?5@A>=0;V70FVW :;Vє=B >B@8<Cє @5;520=B=V ?@>?>78FVW, =0304C20==O, 

V=482V4C0;L=V 7=86:8, 4>ABC? 4> VAB>@VW ?>:C?>: C 1C4L-O:><C :0=0;V. "4=0: B0:0 

3;81>:0 V=B53@0FVO B0:>6 28:;8:0є 70=5?>:>є==O I>4> 70E8ABC ?5@A>=0;L=8E 

40=8E, ?@>7>@>ABV 0;3>@8B<V2 B0 5B8G=>3> 28:>@8AB0==O V=D>@<0FVW. �2V4A8 ?>AB0є 

70240==O @>7@>1:8 @53C;OB>@=8E @0<>:, I> 70157?5GCNBL 10;0=A <V6 

V==>20FV9=VABN B0 157?5:>N A?>6820GV2. 

� C:@0W=AL:><C :>=B5:ABV, ?>?@8 7=0G=V 28:;8:8, V=B53@0FVO ,� 2 

><=V:0=0;L=V <>45;V 45<>=AB@Cє 48=0<VG=89 @>728B>:. �5;8:V =0FV>=0;L=V 

@8B59;5@8, O:->B «Rozetka», «�?VF5=B@», «�;;>», 0:B82=> 28:>@8AB>2CNBL ,� C 



180

A2>WE F8D@>28E ?@>4C:B0E: 2V4 @5:><5=40FV9=8E A8AB5< 4> 040?B82=>3> 

FV=>CB2>@5==O. #@>B5 <0;89 B0 A5@54=V9 1V7=5A I5 ;8H5 =0 5B0?V CA2V4><;5==O 

?>B5=FV0;C FVєW B@0=AD>@<0FVW. �>;>2=8<8 ?5@5H:>40<8 є =5AB0G0 V=25AB8FV9, 

2V4ACB=VABL :20;VDV:>20=8E :04@V2 B0 >1<565=89 4>ABC? 4> B5E=>;>3V9. ' FL><C 

0A?5:BV @>;L 45@6028 B0 <V6=0@>4=>W ?V4B@8<:8 є :@8B8G=> 206;82>N – O: C 

AB8<C;N20==V F8D@>2>W 3@0<>B=>ABV ?V4?@8є<FV2, B0: V C AB2>@5==V V=D@0AB@C:BC@8 

4;O B5ABC20==O B0 2?@>20465==O V==>20FV9. �?@>20465==O HBCG=>3> V=B5;5:BC 2 

><=V:0=0;L=89 <0@:5B8=3 є =5 ?@>AB> =>28< B5E=>;>3VG=8< B@5=4><, 0 3;81>:>N 

AB@C:BC@=>N B@0=AD>@<0FVєN, O:0 7<V=Nє ?@8=F8?8 DC=:FV>=C20==O @8=:C 

@>74@V1=>W B>@3V2;V. �>3> =0A;V4:8 >E>?;NNBL CAV @V2=V 4VO;L=>ABV ?V4?@8є<AB20: 2V4 

5:>=><VG=>W 5D5:B82=>ABV B0 B5E=>;>3VG=>W <>45@=V70FVW 4> >@30=V70FV9=>W 

AB@C:BC@8 B0 :;Vє=BAL:>3> 4>A2V4C. �;O C:@0W=AL:8E :><?0=V9, O:V ?@03=CBL 

CB@8<0B8 :>=:C@5=B>A?@><>6=VABL C 3;>10;L=><C A5@54>28IV, V=B53@0FVO ,� 2 

><=V:0=0;L=V A8AB5<8 є =5 ;8H5 1060=>N, 0 =5>1EV4=>N C<>2>N AB0;>3> @>728B:C. 

#@8 FL><C 206;82> 715@V30B8 10;0=A <V6 5D5:B82=VABN B0 5B8:>N, V==>20FV9=VABN 

B0 4>2V@>N, 02B><0B870FVєN B0 ;N4O=VABN – I> V є 3>;>2=8< 28:;8:>< F8D@>2>W 

4>18. 

�Vє2VABL ><=V:0=0;L=>3> <0@:5B8=3C ?>;O30є C 740B=>ABV 70157?5G8B8 

157?5@5@2=89, C73>465=89 V ?5@A>=0;V7>20=89 :;Vє=BAL:89 4>A2V4 C 2AVE :0=0;0E 

270є<>4VW 7 1@5=4>< – 2V4 DV78G=8E <03078=V2 V A09BV2 4> <>1V;L=8E 4>40B:V2 V 

A>FV0;L=8E <5@56. �>=0 28O2;OєBLAO C 7@>AB0==V ;>O;L=>ABV A?>6820GV2, 

?V428I5==V :>5DVFVє=BV2 :>=25@AVW, 71V;LH5==V A5@54=L>3> G5:C B0 7030;L=><C 

?>:@0I5==V DV=0=A>28E ?>:07=8:V2 ?V4?@8є<AB20. �024O:8 A8=E@>=V70FVW 40=8E, 

V=B53@0FVW B5E=>;>3V9 B0 C=VDV:>20=><C ?V4E>4C 4> :><C=V:0FVW, ><=V:0=0;L=89 

<0@:5B8=3 4>72>;Oє 1V7=5AC 3=CG:> @503C20B8 =0 ?>B@518 :;Vє=BV2, 5D5:B82=> 

C?@02;OB8 WE=V< H;OE>< 4> ?>:C?:8 9 AB2>@N20B8 :>=:C@5=B=C ?5@5203C =0 @8=:C. 

 

  



181

�8A=>2>: 4> 3 @>74V;C 

 

 

' B@5BL><C @>74V;V @>1>B8 1C;> 7>A5@5465=> C203C =0 ?@8:;04=8E 0A?5:B0E 

C4>A:>=0;5==O >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C. � 

@57C;LB0BV ?@>2545=>3> 4>A;V465==O 70?@>?>=>20=> =87:C ?@0:B8G=8E @VH5=L, 

A?@O<>20=8E =0 ?V428I5==O 5D5:B82=>ABV @50;V70FVW ><=V:0=0;L=8E AB@0B53V9 C 

@>74@V1=V9 B>@3V2;V.  

' ?@>F5AV 0=0;V7C B0 C7030;L=5==O >B@8<0=8E @57C;LB0BV2 1C;> @>7@>1;5=> 

0;3>@8B< 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C, O:89 ?5@5410G0є ?>A;V4>2=5 

?@>E>465==O :;NG>28E 5B0?V2 – 2V4 >FV=:8 ?>B>G=>3> AB0=C ?V4?@8є<AB20 4> 

2?@>20465==O V=B53@>20=>W A8AB5<8 :0=0;V2 270є<>4VW B0 >@30=V70FVW 5D5:B82=>3> 

72>@>B=>3> 729O7:C 7 :;Vє=B0<8. 

�0?@>?>=>20=> <5B>48G=89 ?V4EV4 4> >FV=N20==O 5D5:B82=>ABV 

>@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C, I> 4>72>;Oє 2A51VG=> 

>FV=8B8 ABC?V=L @50;V70FVW ><=V:0=0;L=>W AB@0B53VW =0 ?V4?@8є<AB2V. "A=>2=0 C2030 

?@84V;OєBLAO O:>ABV V=B53@0FVW :0=0;V2, @V2=N 2=CB@VH=L>W C73>465=>ABV ?@>F5AV2, 0 

B0:>6 ?>:07=8:0< @57C;LB0B82=>ABV 270є<>4VW 7V A?>6820G0<8. 

!0 >A=>2V ?@>2545=>3> 4>A;V465==O AD>@<>20=> :><?;5:A=5 <5B>48G=5 

70157?5G5==O >FV=:8 4Vє2>ABV ><=V:0=0;L=>3> <0@:5B8=3C, O:5 2@0E>2Cє 

1030B>3@0==VABL FL>3> ?V4E>4C B0 9>3> 2?;82 =0 2AV 0A?5:B8 DC=:FV>=C20==O 

?V4?@8є<AB20 @>74@V1=>W B>@3V2;V. �0?@>?>=>20=0 A8AB5<0 >FV=N20==O 107CєBLAO =0 

?>є4=0==V O: :V;L:VA=8E, B0: V O:VA=8E ?>:07=8:V2, I> 4>72>;Oє >B@8<0B8 >19є:B82=5 

B0 710;0=A>20=5 CO2;5==O ?@> @57C;LB0B82=VABL <0@:5B8=3>28E 4V9. �> :V;L:VA=8E 

V=48:0B>@V2 2V4=5A5=> 48=0<V:C ?@>406V2 C @V7=8E :0=0;0E, @V25=L :>=25@AVW, 

A5@54=V9 G5:, G0AB>BC ?>:C?>:, :>5DVFVє=B CB@8<0==O :;Vє=BV2, 0 B0:>6 

@5=B015;L=VABL <0@:5B8=3>28E V=25AB8FV9 (ROMI). ' A2>N G5@3C, O:VA=V ?>:07=8:8 

2:;NG0NBL >FV=:C :;Vє=BAL:>3> 4>A2V4C (Customer Experience), I> 28<V@NєBLAO 



182

G5@57 @V25=L 704>2>;5=>ABV (CSAT), 3>B>2=VABL @5:><5=4C20B8 1@5=4 (NPS), 0 B0:>6 

7030;L=5 A?@89=OBBO ?>A;C3 V 7@CG=>ABV 28:>@8AB0==O :0=0;V2. "A>1;820 C2030 

?@84V;OєBLAO 0=0;V7C @V2=O ;>O;L=>ABV :;Vє=BV2, 7 C@0EC20==O< WE=L>W 270є<>4VW C 

4>23>AB@>:>2V9 ?5@A?5:B82V B0 ?5@5E>4V2 <V6 :0=0;0<8. �@V< B>3>, 4> A8AB5<8 

>FV=:8 V=B53@>20=> <>=VB>@8=3 >?5@0FV9=8E @57C;LB0BV2 4VO;L=>ABV ?V4?@8є<AB20, 

B0:8E O: H284:VABL >1@>1:8 70<>2;5=L, B>G=VABL 28:>=0==O 4>AB02:8, 5D5:B82=VABL 

@>1>B8 :>=B0:B-F5=B@V2 B0 @V25=L ?5@A>=0;V70FVW. &0:89 1030B>@V2=5289 ?V4EV4 

4>72>;Oє =5 ;8H5 28O28B8 A8;L=V B0 A;01:V AB>@>=8 ><=V:0=0;L=>W AB@0B53VW, 0 9 

70157?5G8B8 WW AB@0B53VG=5 24>A:>=0;5==O =0 >A=>2V >1ґ@C=B>20=8E @VH5=L, 

?@89=OB8E =0 ?V4AB02V 40=8E. 

"1ґ@C=B>20=>, I> >@30=V70FV9=5 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C 

<0є @>73;O40B8AO O: FV;VA=0 C?@02;V=AL:0 A8AB5<0, O:0 >E>?;Nє :04@>2V, 

V=D>@<0FV9=>-B5E=>;>3VG=V B0 :><C=V:0FV9=V :><?>=5=B8 9 4>72>;Oє ?V4?@8є<AB20< 

3=CG:> @503C20B8 =0 7<V=8 @8=:>2>3> A5@54>28I0, >4=>G0A=> ?V428ICNG8 @V25=L 

704>2>;5=>ABV :;Vє=BV2. 

&0:8< G8=><, @57C;LB0B8, 28:;045=V 2 B@5BL><C @>74V;V, 40NBL 7<>3C =5 ;8H5 

>FV=8B8 5D5:B82=VABL C65 2?@>20465=8E ><=V:0=0;L=8E @VH5=L, 0 9 

28:>@8AB>2C20B8 70?@>?>=>20=V ?V4E>48 O: V=AB@C<5=B 4;O ?>40;LH>3> 

AB@0B53VG=>3> @>728B:C ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V 2 C<>20E F8D@>2>W 

B@0=AD>@<0FVW. 

"B@8<0=V @57C;LB0B8 4>A;V465==O >?C1;V:>20=> 2 [143, 144, 145, 148, 149]. 

%?8A>: 28:>@8AB0=8E 465@5; [104, 109, 121-127, 128, 129, 130, 131, 134, 136-

138, 140, 141-145, 146-149, 150-155]. 

  



183

��%!"��� 

 

 

' 48A5@B0FV9=V9 @>1>BV =0C:>2> >1ґ@C=B>20=> B0 ?@0:B8G=> @>729O70=> 

?@>1;5<C C4>A:>=0;5==O >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C 

=0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. !0 >A=>2V ?@>2545=>3> 4>A;V465==O 

AD>@<>20=> B5>@5B8G=V 70A048, @>7@>1;5=> ?@8:;04=V V=AB@C<5=B8 B0 <5B>48G=V 

?V4E>48, O:V 2V4?>2V40NBL ACG0A=8< 28:;8:0< F8D@>2>W B@0=AD>@<0FVW. 

'B>G=5==O ?>=OBBO ><=V:0=0;L=>3> <0@:5B8=3C є ?5@54C<>2>N D>@<C20==O 

:>=F5?BC0;L=> FV;VA=>3> B5>@5B8G=>3> ?V4ґ@C=BO ACG0A=>W <0@:5B8=3>2>W 4VO;L=>ABV 

2 C<>20E F8D@>2>W B@0=AD>@<0FVW. 'A2V4><;5==O ><=V:0=0;L=>ABV =5 O: AC:C?=>ABV 

@>7@V7=5=8E V=AB@C<5=BV2, 0 O: FV;VA=>W DV;>A>DVW 2545==O 1V7=5AC, I> >@Vє=B>20=0 

=0 AB2>@5==O C=VDV:>20=>3> :;Vє=BAL:>3> 4>A2V4C, 4>72>;Oє ?V4?@8є<AB20< 

70?@>2046C20B8 A8AB5<=V @VH5==O 7 28A>:8< @V2=5< V=B53@0FVW :0=0;V2 :><C=V:0FVW. 

&0:89 ?V4EV4 D>@<Cє ?V4ґ@C=BO 4;O 4>23>AB@>:>2>W ;>O;L=>ABV :;Vє=BV2, ?V428I5==O 

O:>ABV >1A;C3>2C20==O B0 7<VF=5==O @8=:>28E ?>78FV9 1@5=4C. 

' :>=B5:ABV ?@0:B8G=>W @50;V70FVW ><=V:0=0;L=>3> ?V4E>4C >A>1;825 7=0G5==O 

<0є B8?V70FVO @53V>=V2 ':@0W=8 70 @V2=5< @>728B:C @>74@V1=>W B>@3V2;V. �0AB>AC20==O 

:;0AB5@=>3> 0=0;V7C 4>72>;Oє ?V4?@8є<AB20< >1ґ@C=B>20=> >18@0B8 AB@0B53VW 

2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C 7 C@0EC20==O< 5:>=><VG=>W, A>FV0;L=>W 

B0 V=D@0AB@C:BC@=>W A?5F8DV:8 >:@5<8E B5@8B>@V9. *5 C=5<>6;82;Nє H01;>==5 

?;0=C20==O <0@:5B8=3>28E 70E>4V2, =0B><VABL A?@8ONG8 5D5:B82=V9 040?B0FVW 

@VH5=L 4> ;>:0;L=8E C<>2, I> є >A>1;82> 0:BC0;L=8< 2 C<>20E 2>є==>3> AB0=C B0 

@53V>=0;L=>W =5@V2=><V@=>ABV @>728B:C. 

�>4=>G0A 4;O ?V428I5==O @57C;LB0B82=>ABV <0@:5B8=3>28E :><C=V:0FV9 C 

<560E ><=V:0=0;L=>3> ?V4E>4C 1C;0 @>7@>1;5=0 2V4?>2V4=0 <5B>48:0 >FV=N20==O WE 

4Vє2>ABV. �0?@>?>=>20=89 V=AB@C<5=B 107CєBLAO =0 V=B53@0;L=><C ?>:07=8:C, I> 

2:;NG0є =87:C @5;520=B=8E :@8B5@VW2, 7>:@5<0: @5=B015;L=VABL V=25AB8FV9 (ROI), 



184

@V25=L :>=25@AVW, ABC?V=L ;>O;L=>ABV :;Vє=BV2, G0AB>BC ?>2B>@=8E ?>:C?>: B>I>. 

&0:89 ?V4EV4 4>72>;Oє <0@:5B>;>30< ?@89<0B8 72065=V <0@:5B8=3>2V @VH5==O, 

A?@O<>20=V =0 >?B8<V70FVN <0@:5B8=3>28E 1N465BV2 B0 ?V428I5==O 7030;L=>W 

5D5:B82=>ABV <0@:5B8=3>2>W 4VO;L=>ABV ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V. 

"4=8< V7 :;NG>28E G8==8:V2 CA?VH=>3> DC=:FV>=C20==O ><=V:0=0;L=>3> 

<0@:5B8=3C 28ABC?0є 9>3> >@30=V70FV9=5 70157?5G5==O. %B2>@5==O V=B53@>20=>W 

2=CB@VH=L>W A8AB5<8, I> >E>?;Nє B5E=>;>3VG=V, :04@>2V, ;>3VAB8G=V B0 0=0;VB8G=V 

5;5<5=B8, 70157?5GCє C73>465=VABL 4V9 CAVE ?V4@>74V;V2 ?V4?@8є<AB20. *5 4>72>;Oє 

@50;V7C20B8 FV;VA=89 :;Vє=BAL:89 4>A2V4, 5D5:B82=> ?>є4=CNG8 >=;09=- V >D;09=-

:0=0;8, 0 B0:>6 >?5@0B82=> @503C20B8 =0 7<V=C ?>254V=:>28E <>45;59 A?>6820GV2. 

� <5B>N 70157?5G5==O C73>465=>ABV V ?>A;V4>2=>ABV @50;V70FVW ><=V:0=0;L=>3> 

<0@:5B8=3C 4>FV;L=8< є 2?@>20465==O ?@>F5A=>3> ?V4E>4C. !0 2V4<V=C 2V4 

D@03<5=B0@=8E C?@02;V=AL:8E <>45;59, ?@>F5A=89 ?V4EV4 4>72>;Oє AB@C:BC@C20B8 

<0@:5B8=3>2C 4VO;L=VABL O: A8AB5<C 270є<>?>29O70=8E 4V9, I> ?V440NBLAO 

?>ABV9=><C <>=VB>@8=3C, :>@83C20==N B0 24>A:>=0;5==N. *5 A?@8Oє ?V428I5==N 

3=CG:>ABV ?V4?@8є<AB2, WE 740B=>ABV 4> 040?B0FVW 2 C<>20E 48=0<VG=>3> @8=:>2>3> 

A5@54>28I0, 0 B0:>6 4>AO3=5==N AB@0B53VG=8E FV;59. 

�025@H0;L=8< 5;5<5=B>< :><?;5:A=>3> ?V4E>4C є V45=B8DV:0FVO >A=>2=8E 

10@9є@V2 =0 H;OEC 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C. �>:@5<0, 945BLAO ?@> 

B5E=VG=V B@C4=>IV V=B53@0FVW �&-A8AB5<, =5AB0GC :20;VDV:>20=8E :04@V2, 2V4ACB=VABL 

C=VDV:>20=>W :;Vє=BAL:>W 1078, 0 B0:>6 B@C4=>IV C 28<V@N20==V 5D5:B82=>ABV 

>:@5<8E :0=0;V2. �8O2;5==O B0 A8AB5<=5 CAC=5==O 707=0G5=8E ?@>1;5< G5@57 

?>5B0?=5 B5ABC20==O, ?V428I5==O :20;VDV:0FVW ?5@A>=0;C B0 <>45@=V70FVN 

2=CB@VH=VE 1V7=5A-?@>F5AV2 є :@8B8G=> 206;828<8 4;O D>@<C20==O AB01V;L=>W, 

5D5:B82=>W B0 :>=:C@5=B>A?@><>6=>W <>45;V <0@:5B8=3>2>W 4VO;L=>ABV ?V4?@8є<AB2 

@>74@V1=>W B>@3V2;V. 

  



185

%#�%"� ���"$�%&�!�) ���$�� 

 

 

1. Akter, S., Babu, M. M., Hossain, T. M., Dey, B. L., Liu, H., & Singh, P. 

(2023). Omnichannel management capabilities in international marketing: The effects of 

word of mouth on customer engagement and customer equity. International Marketing 

Review. https://doi.org/10.1108/IMR-09-2022-0203 

2. Shankar, V., & Kushwaha, T. (2021). Omnichannel marketing: Are cross-

channel effects symmetric? International Journal of Research in Marketing, 38(2), 290–

310. 

3. Cui, T., Ghose, H., Halaburda, A., Iyengar, H., Pauwels, R., Sriram, K., 

Tucker, S., & Venkataraman, C. E. (2021). Informational challenges in omnichannel 

marketing: Remedies and future research. Journal of Marketing, 85(1), 103–120. 

4. Herhausen, D., Schoegel, M., & Binder, J. (2014). Integrating bricks with 

clicks. Journal of Retailing, 90(2), 309–325. 

5. Cao, L., & Li, L. (2015). The impact of cross-channel integration on retailers9 

sales growth. Journal of Retailing, 91(2), 198–216. 

https://doi.org/10.1016/j.jretai.2014.12.005 

6. �@8=528G, �. �., & %<>B@>20, �. �. (2023). �0B53>@V9=89 0?0@0B 2 

><=V:0=0;L=><C <0@:5B8=3C. #@>1;5<8 ACG0A=8E B@0=AD>@<0FV9. %5@VO: 5:>=><V:0 

B0 C?@02;V==O, (9). https://doi.org/10.54929/2786-5738-2023-9-04-17 

7. McCabe, C., & Rolls, E. T. (2007). Umami: A delicious flavor formed by 

convergence of taste and olfactory pathways in the human brain. The European Journal of 

Neuroscience, 25(6), 1855–1864. https://doi.org/10.1111/j.1460-9568.2007.05454.x 

8. Dane, A. (n.d.). 3 Easy Steps to Omnichannel Success. Retail TouchPoints. 

Retrieved from http://www.retailtouchpoints.com/features/executive-viewpoints/3-easy-

steps-to-omnichannel-success 

9. Sealey, D. (n.d.). Why retailers need a strategy to plan for omnichannel retail. 

https://doi.org/10.54929/2786-5738-2023-9-04-17


186

Smart Insights. Retrieved from http://www.smartinsights.com/online-brand-

strategy/multichannel-strategies/a-briefing-on-managing-omnichannel-retail 

10. Rouse, M. (n.d.). Omnichannel. TechTarget. Retrieved from 

http://searchcio.techtarget.com/definition/omnichannel 

11. Munk, J. (2015, February 17). A process for executing an omni-channel 

strategy. SAS Blogs. Retrieved from 

https://blogs.sas.com/content/hiddeninsights/2015/02/17/a-process-for-executing-an-

omni-channel-strategy 

12. Verhoef, P. C., Kannan, P. K., & Inman, J. J. (2015). From multi-channel 

retailing to omni-channel retailing: Introduction to the special issue on multi-channel 

retailing. Journal of Retailing, 91(2), 174–181. 

https://doi.org/10.1016/j.jretai.2015.02.005 

13. Omnichannel marketing: What it is, why it matters, and how to execute it. 

(n.d.). G2 Learning Hub. Retrieved from https://learn.g2.com/omnichannel-marketing 

14. Cook, G. (2014). Customer experience in the omni-channel world and the 

challenges and opportunities this presents. Journal of Direct, Data and Digital Marketing 

Practice, 15(4), 262–266. https://doi.org/10.1057/dddmp.2014.16 

15. Cummins, S., Peltier, J. W., & Dixon, A. (2016). Omni-channel research 

framework in the context of personal selling and sales management: A review and 

research extensions. Journal of Research in Interactive Marketing, 10(1), 2–16. 

https://doi.org/10.1108/JRIM-12-2015-0094 

16. Multi-channel, cross-channel, omni-channel retailing: Business in all its 

forms (1/2). (n.d.). AT Internet Blog. Retrieved from http://blog.atinternet.com/en/series-

multi-channel-cross-channel-omni-channel-retailing-business-forms-12/ 

17. Smart Insights. (n.d.). Why retailers need a strategy to plan for omnichannel 

retail. Retrieved from http://www.smartinsights.com/online-brand-strategy/multichannel-

strategies/a-briefing-on-managing-omnichannel-retail 

18. $>1C;, .. �. (2010). �2>;NFVO 7040G <0@:5B8=3C =0 @V7=8E 5B0?0E 

http://www.smartinsights.com/online-brand-strategy/multichannel-strategies/a-briefing-on-managing-omnichannel-retail
http://www.smartinsights.com/online-brand-strategy/multichannel-strategies/a-briefing-on-managing-omnichannel-retail
https://doi.org/10.1016/j.jretai.2015.02.005
https://doi.org/10.1108/JRIM-12-2015-0094


187

52>;NFVW :><?0=VW.  5E0=V7< @53C;N20==O 5:>=><V:8, 2(3), 158–154. 

19. �CFV9, �.  . (2015). �2>;NFVO :>=F5?FV9 <0@:5B8=3C O: 2V4>1@065==O 

B5=45=FV9 @>728B:C @8=:>2>W 5:>=><V:8. !0C:>289 2VA=8: '63>@>4AL:>3> 

=0FV>=0;L=>3> C=V25@A8B5BC. %5@VO:  V6=0@>4=V 5:>=><VG=V 2V4=>A8=8 B0 A2VB>25 

3>A?>40@AB2>, (5). 

20. Wezom. (2024). CRM-A8AB5<0 4;O >?B>2>W B>@3V2;V. Retrieved from 

https://wezom.com.ua/ua/blog/crm-sistema-dlya-optovoj-torgovli 

21. Agius, A. (n.d.). 12 Examples of Brands With Brilliant Omni-Channel 

Experiences. HubSpot Blog. Retrieved from http://blog.hubspot.com/marketing/omni-

channel-user-experience-examplesMopinion:  

22. Mopinion. (n.d.). Albert Heijn caters closely to online shoppers9 needs with 

customer feedback. Retrieved from https://mopinion.com/albertheijn-caters-to-online-

shoppers-with-customerfeedback/ 

23. New York Times. (2017, September 10). As Amazon pushes forward with 

robots, workers find new roles. Retrieved from 

https://www.nytimes.com/2017/09/10/technology/amazon-robots-workers.html 

24. Nielsen. (2015). Global e-commerce and the new retail report. Retrieved 

from https://www.nielsen.com/content/dam/nielsenglobal/vn/docs/Reports/2015.pdf 

25. Statista. (n.d.). Albert Heijn supermarkets. Retrieved from 

https://www.statista.com/study/50836/albertheijn-supermarkets 

26. Techemergence. (n.d.). Artificial intelligence in retail – 10 present and future 

use cases. Retrieved from https://www.techemergence.com/artificial-intelligence-retail/ 

27. Tescolabs. (n.d.). Shop with Tesco on your Google Home – via IFTTT. 

Retrieved from https://www.tescolabs.com/ifttt-google-home/ 

28. Arora, N., Dreze, X., Ghose, A., Hess, J. D., Iyengar, R., Jing, B., Joshi, Y., 

Kumar, V., Lurie, N., Neslin, S., Sajeesh, S., Su, M., Syam, N., Thomas, J., & Zhang, Z. 

J. (2008). Putting one-to-one marketing to work: Personalization, customization, and 

choice. Marketing Letters, 19(3), 305–321. https://doi.org/10.1007/s11002-008-9056-z 

https://www.tescolabs.com/ifttt-google-home/


188

29. ResearchGate. (n.d.). The Path to Customer Centricity. Retrieved from 

https://www.researchgate.net/publication 

30. Wired. (n.d.). Amazon is about to transform how you buy groceries. 

Retrieved from https://www.wired.com/story/amazon-wholefoods-acquisition-grocery-

shopping/ 

31. Ukrainian Retail Association. (n.d.). Retrieved from https://rau.ua 

32. Yin, R. K. (1984). Case study research: Design and methods. Beverly Hills, 

CA: Sage Publications. 

33. Statista. (n.d.). Albert Heijn supermarkets. Retrieved from 

https://www.statista.com/study/50836/albertheijn-supermarkets 

34. �>@>BC=, ". #., �18@8B, %. Є., &  0@B8=N:, �. .. (2024). 

"<=V:0=0;L=89 <0@:5B8=3: AB2>@5==O FV;VA=>W 270є<>4VW <V6 1@5=4>< B0 

A?>6820G5<. �:>=><V:0 B0 ACA?V;LAB2>, (63), 136–142. https://doi.org/10.32782/2524-

0072/2024-63-20 

35. �>:89, �. �. �V7=5A-B5E=>;>3VO ><=V:0=0;L=>3> <0@:5B8=3C 2 C?@02;V==V 

?V4?@8є<AB2><. �:>=><V:0 V >@30=V70FVO C?@02;V==O. 2024. № 1(53). %. 130–140. DOI: 

10.31558/2307-2318.2024.1.14. 

36. Boiko, N. (2024). Zastosuvannia tekhnolohii Beacon v omnikanalʹnomu 

marketynhu: yevropeiskyi dosvid, perspektyvy dlia Ukrainy. Visnyk Khmelnytskoho 

natsionalʹnoho universytetu. Seriia: Ekonomichni nauky, 334(5), 351–356. 

https://doi.org/10.31891/2307-5740-2024-334-52 

37. Heseleva, N. V., & Bondar, S. V. (2017). Omnikanalʹnyi marketynh. In 

Aktualʹni problemy ta perspektyvy rozvytku marketynhovoho upravlinnia: Tezy 

dopovidei V Vseukrainsʹkoi naukovoi konferentsii molodykh uchenykh ta studentiv (p. 

151). Kyiv: KNUTD. https://er.knutd.edu.ua/handle/123456789/10349?mode=simple 

38. Ladiuk, Ye. (2023). Omnikanalʹnyi marketynh: stvorennia bezshovnoho 

kliientsʹkoho dosvidu mizh onlain ta oflain kanalamy prodazhiv. In Neiromarketynh, 

shtuchnyi intelekt ta tsyfrovoi marketynh: Materialy konferentsii. Ternopil: ZUNU. 

https://rau.ua/
https://doi.org/10.32782/2524-0072/2024-63-20
https://doi.org/10.32782/2524-0072/2024-63-20


189

https://conference.wunu.edu.ua/index.php/naidm/article/view/211 

39. Khudolii, Yu., & Kosolapenko, V. (2023). Osoblyvosti zastosuvannia chat-

botiv na osnovi shtuchnoho intelektu u finansovii sferi. Ekonomika i rehion, (3)90, 97–

103. https://doi.org/10.26906/EiR.2023.3(90).3036 

40. Bilan, O. (2024). Hlobalʹni ryzyky vykorystannia chat-botiv, kerovanykh 

shtuchnym intelektom. Informatsiia i pravo, (3)50. https://doi.org/10.37750/2616-

6798.2024.3(50).311717 

41.  Kostiuk, O. V. (2021). Tsyfrovyi marketynh i shtuchnyi intelekt: aktualʹni 

aspekty vzaiemodii. Upravlinnia rozvytkom skladnykh system, (46), 123–128. 

42.  Frog Design. (n.d.). Making a list: Albert Heijn Appie. 

https://www.frogdesign.com/portfolio/albertheijn-appie 

43. Herhausen, D., Binder, J., Schoegel, M., & Herrmann, A. (2015). Integrating 

bricks with clicks: Retailer-level and channel-level outcomes of online–offline channel 

integration. Journal of Retailing, 4, 10–18. 

44. Arora, N., Dreze, X., Ghose, A., Hess, J. D., Iyengar, R., Jing, B., Joshi, Y., 

Kumar, V., Lurie, N., Neslin, S., Sajeesh, S., Su, M., Syam, N., Thomas, J., & Zhang, Z. 

J. (2008). Putting one-to-one marketing to work: Personalization, customization, and 

choice. Marketing Letters, 19, 305–321. 

45. Tesco Labs. (n.d.). Shop with Tesco on your Google Home – via IFTTT. 

https://www.tescolabs.com/ifttt-google-home/ 

46. Doherty, N. F., Ellis-Chadwick, F. E., & Hart, C. A. (1999). Cyber retailing 

in the UK: The potential of the internet as a retail channel. International Journal of Retail 

& Distribution Management, 27(1), 22–36. 

47. �@8=528G, �. �., & %<>B@>20, �. �. (2023). �>A2V4 28:>@8AB0==O 

><=V:0=0;L=>3> <0@:5B8=3C 70:>@4>=><N �V:A4DB8A4 A4G>B6B-CD4>F<KA4 

>BAH9D9AJVO <!F4?<= DB;6<FB> 9>BAB@V><, EGECV?PEF64 F4 

CV8CD<є@A<JF64=.(A.473-476). �20=>-(@0=:V2AL:. �20=>-(@0=:V2AL:89 =0FV>=0;L=89 

B5E=VG=89 C=V25@A8B5B =0DB8 V 307C. 

https://www.frogdesign.com/portfolio/albertheijn-appie


190

48. Accenture. (n.d.). The future for food: new retailers in the industry. 

https://www.accenture.com/usen/_acnmedia/PDF-70/Accenture-Future-OfFood-New-

Realities-For-The-Industry.pdf 

49.  Accenture. (n.d.). Retail industry challenges with digital. 

https://www.accenture.com/us-en/insightadaptive-retail-campaign 

50.  Accenture. (n.d.). Food shopping gets a dash of innovation. 

https://www.accenture.com/ro-en/successcoop-italiaAcc  

51. KPMG. (2017). Global retail trends 2017. Retrieved from 

https://assets.kpmg.com/content/dam/kpmg/xx/pdf/2017/06/retail-trends.pdf 

52. KPMG. (2018). Global retail trends 2018. Retrieved from 

https://assets.kpmg.com/content/dam/kpmg/xx/pdf/2018/03/global-retail-trends-

2018.pdf 

53. Market Research. (2018). 4 disruptive food industry trends to watch in 2018. 

Retrieved from https://blog.marketresearch.com/4-disruptive-food-industry-trends-to-

watch-in-2018 

54. Market Research. (2017). Food firms could cash in on five key retail trends 

for 2018. Retrieved from https://www.foodmanufacture.co.uk/Article/2017/12/11/Food-

manufacturers-could-gain-from-five-key-retail-

trends?utm_source=copyright&utm_medium=OnSite&utm_campaign=copyright 

55. Marketwatch. (2017). The future of grocery shopping is all about data. 

Retrieved from https://www.marketwatch.com/story/the-future-of-grocery-shopping-is-

all-about-data-2017-10-24 

56. McKinsey Global Institute. (n.d.). What AI can and can9t do (yet) for your 

business. Retrieved from https://www.mckinsey.com/business-functions/mckinsey-

analytics/our-insights/what-ai-can-and-cant-do-yet-for-your-business 

57. McKinsey. (n.d.). The future of grocery–in store and online. Retrieved from 

https://www.mckinsey.com/industries/retail/our-insights/the-future-of-grocery-in-store-

and-online 



191

58. McKinsey. (n.d.). The secret to smarter fresh food replenishment? Machine 

learning. Retrieved from 

https://www.blueyonder.com/sites/default/files/the_secret_to_smarter_freshfood_repleni

shment_machine_learning_0.pdf  

59. Medium. (n.d.). AI and the Evolution of Demand Forecasting. Retrieved 

from https://medium.com/@Aera_Technology/ai-and-the-evolution-of-demand-

forecasting-147dd4e783aa 

60. Medium. (n.d.). Top 14 retail trends of 2018 that will redefine the industry. 

Retrieved from https://medium.com/@Michael_Spencer/top-14-retail-trends-of-2018-

that-will-redefine-the-industry-d718877daa6 

61. �53CA, ". �. (2017). �=B53@>20=89 ?V4EV4 4> >@30=V70FVW ?@>406C 2 

@>74@V1=V9 B>@3V2;V.  0@:5B8=3 V <5=546<5=B V==>20FV9, 1, 62–72. 

62. �VAVF0, �. (2017). "<=V:0=0;L=V ?@>406V: B5=45=FVW, ?@>1;5<8 B0 

?5@A?5:B828 @>728B:C 2 C:@0W=AL:><C @8B59;V. #@>1;5<8 V ?5@A?5:B828 5:>=><V:8 

B0 C?@02;V==O, 2(10), 100–110.  

63.  >73>20, �. �. (2013). �=AB@C<5=B8 V=B5@=5B-<0@:5B8=3C B0 WE ?5@52038 

4;O ACG0A=8E C:@0W=AL:8E ?V4?@8є<AB2. �D5:B82=0 5:>=><V:0, 10. Retrieved from 

http://www.economy.nayka.com.ua/?op=1&z=2429 

64. Coughlin, D. (2001). The innovative executive. Retrieved from 

http://www.thecoughlincompany.com/innovative_october_2001.html 

65. Tauber, E. M. (1974). How marketing research discourages major 

innovation. Business Horizons, 17, 22–26. 

66. �=B>=N:, �. �., #>@CG=8:, �.  ., & %02GC:, �. %. (2003). �==>20FVW: 

B5>@VO, <5E0=V7< @>7@>1:8 B0 :><5@FV0;V70FVW: <>=>3@0DVO. �8W2: �!�'.  

67. �;;OH5=:>, %.  . (Ed.). (2008).  0@:5B8=3 V==>20FV9 V V==>20FVW 2 

<0@:5B8=3C: <>=>3@0DVO. %C<8: �&� «'=V25@A8B5BAL:0 :=830». 

68. Beinhocker, E. D. (2006). Origin of wealth: Evolution, complexity, and the 

radical remaking of economics. Boston: Harvard Business School Press. 



192

69. �>B;5@, (., �5;;5@, �. �., #02;5=:>, �. (., B0 V=. (2008).  0@:5B8=3>289 

<5=546<5=B: ?V4@CG=8:. �8W2: �8402=8FB2> «)V<465AB». 

70. �03>@=0, &. "., & %B0AN:, ".  . (2012). �>=F5?FVO E>;VAB8G=>3> 

<0@:5B8=3C: 465@5;0 ?@>1;5<0B8:8 B0 5;5<5=B8.  0@:5B8=3 V <5=546<5=B 

V==>20FV9, 2, 32–38 

71.  �>@70:>2AL:0, �. �. (2013). �>=F5?FVO E>;VAB8G=>3> <0@:5B8=3C: 

ACB=VABL B0 B5>@5B8G=5 ?V4ґ@C=BO.  0@:5B8=3 V <5=546<5=B V==>20FV9, 2, 85–94. 

72. $>1C;, .. �. (2011). )>;VAB8G=0 :>=F5?FVO 5D5:B82=>ABV <0@:5B8=3C. 

 0@:5B8=3 V <5=546<5=B V==>20FV9, 4(2), 124–130. 

73. �5@0A8<O:, !. �. (2012). )>;VAB8G=89 <0@:5B8=3 O: =>20 ?0@0483<0 

@>728B:C <0@:5B8=3C. �D5:B82=0 5:>=><V:0, 7. Retrieved from 

http://www.economy.nayka.com.ua/?op=1&z=1280 

74.  V=VAB5@AB2> DV=0=AV2 ':@0W=8. (2024). %B0B8AB8:0 @>74@V1=>W B>@3V2;V 

2 ':@0W=V. Retrieved from https://index.minfin.com.ua/ua/economy/trade/retail/  

75. !092V42V4C20=VHV V=B5@=5B-<03078=8 C 3@C4=V 2021 @>:C. Retrieved from 

https://retailers.ua/news/menedjment/13142-nayvidviduvanishi-internet-magazini-

grudnya-2021-roku#:~:text=3@0DV:%203 

76. Coughlin, D. (2001). The innovative executive. Retrieved from 

http://www.thecoughlincompany.com/innovative_october_2001.html 

77. Nielsen Analytics. (n.d.). /: 7<V=8;8AO ?@>406V @V7=8E 3@C? B>20@V2 C 

?5@V>4 :0@0=B8=C 2 ':@0W=V. Retrieved from http://www.ua-retail.com 

78. Koetsier, J. (2020). COVID-19 accelerated e-commerce growth 84 to 6 

years9. Forbes. Retrieved from 

https://www.forbes.com/sites/johnkoetsier/2020/06/12/covid-19-accelerated-e-

commerce-growth-4-to-6-years  

79. !>2V C<>28 1CBBO C:@0W=AL:>3> @8B59;C B0 48AB@81'NB>@V2. Retrieved 

from https://trademaster.ua/articles/313132 

80. �0@0=B8= vs 1V7=5A: O: 4VOB8 2 5?>EC >1<565=L. Retrieved from 



193

https://mind.ua/publications/20208709-karantin-vs-biznes-yak-diyati-v-epohu-

obmezhen 

81. SECL Group. (2024). $>7@>1:0 ?@>3@0<=>3> 70157?5G5==O CRM 4;O 

@>74@V1=>W B>@3V2;V. Retrieved from https://secl.com.ua/solutions/crm-software/  

82. Proxima Research. (2024). ,BCG=89 V=B5;5:B B0 70AB>AC20==O C ACG0A=8E 

CRM-A8AB5<0E. Retrieved from https://proximaresearch.com/ua/ua/novini/ai-crm-

systems/ (accessed March 3, 2025)  

83. eSputnik. (2024). �094 V7 A53<5=B0FVW :;Vє=BV2: 7=0G5==O, :;0A8DV:0FVO B0 

:59A8. Retrieved from https://esputnik.com/uk/blog/gajd-iz-segmentaciyi-kliyentiv-

znachennya-klasifikaciya-ta-kejsi (accessed March 3, 2025) 

84. +5230=>20, �. /. (2021). $>;L A53<5=B0FVW @8=:C C 282G5==V ?>254V=:8 

A?>6820GV2. �0;8FL:89 5:>=><VG=89 2VA=8:, 71(4), 116–122. 

85. (8;8?5=:>, ".  ., �>;єA=V:, &. %. (2019). �=0;V7 AB0=C B0 ?5@A?5:B828 

@>728B:C B>@3V2;V )0@:V2AL:>W >1;0ABV. �:>=><VG=89 ?@>ABV@, 148, 59–71. 

https://doi.org/10.30838/P.ES.2224.290819.59.571  

86. �@8=528G, �. �., & %<>B@>20, �. �. (2023). #@>1;5<8 V ?5@A?5:B828 2 

C?@02;V==V @>74@V1=>N B>@3V2;5N 2 ':@0W=V. ' �  V6=0@>4=0 =0C:>2>-?@0:B8G=0 

:>=D5@5=FVO «�@0A;02AL:V G8B0==O. �:>=><V:0 ))�» (A. 92–94). "45AL:89 

45@602=89 03@0@=89 C=V25@A8B5B. http://surl.li/ynieax 

87.  �@>2:V=0, .. ". (2017). &5=45=FVW B0 ?5@A?5:B828 @>74@V1=>W B>@3V2;V 2 

':@0W=V.  >;>489 2G5=89, (10), 802–806. 

88.  Pro Consulting. (2023). �=0;V7 @8=:V2 B@5945@V2 2 ':@0W=V. https://pro-

consulting.ua/ua/issledovanierynka/analiz-rynka-trejderov-v-ukraine-2023-god 

89.  Forbes Ukraine. (2023, 22 ;NB>3>). $>74@V1=89 B>20@>>1V3 C?02 =0 20% 

C 2022 @>FV. https://forbes.ua/company/rozdribniy-tovaroobig-upav-na-20-u-2022-rotsi-

riteyleriv-tratili-torgovi-tochki-ukraintsi-viizdzhali-za-kordon-22022023-11907 

90. �5@602=0 A;C610 AB0B8AB8:8 ':@0W=8. (n.d.). �AGFDVLAO FBD7V6?O. 

https://ukrstat.gov.ua/operativ/menu/menu_u/spr.htm 

https://forbes.ua/company/rozdribniy-tovaroobig-upav-na-20-u-2022-rotsi-riteyleriv-tratili-torgovi-tochki-ukraintsi-viizdzhali-za-kordon-22022023-11907
https://forbes.ua/company/rozdribniy-tovaroobig-upav-na-20-u-2022-rotsi-riteyleriv-tratili-torgovi-tochki-ukraintsi-viizdzhali-za-kordon-22022023-11907


194

91.  Interfax-':@0W=0. (2023). $>74@V1=89 B>20@>>1V3 ':@0W=8 C 2022 @>FV. 

https://interfax.com.ua/news/economic/900559.html 

92.  &0@0=5=:>, ". ". (2012). &5=45=FVW B0 G8==8:8 @>728B:C @>74@V1=>W 

B>@3V2;V ':@0W=8. �>BAB@VKA<= CDBEFVD, (64), 126–131. 

http://dspace.puet.edu.ua/bitstream/123456789/1898/1/&0@0=5=:>%20"."..pdf 

93. �@8=528G, �. �., %<>B@>20, �. �., & ,0810=, �. (2025).  5B>48:0 

B8?V70FVW D0:B>@V2 >@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C =0 

?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. #>D4WAEP><= :GDA4? CD<>?48ABW 9>BAB@V>< F4 

F9IAV><, 10(1), 82–86. 

94. �01V=5B  V=VAB@V2 ':@0W=8. (2016). �BDO8B> CDB648:9AAO FBD7B69?PABW 

8VO?PABEFV F4 CD46<?4 FBD7B69?PAB7B B5E?G7B6G64AAO A4 D<A>G ECB:<6K<I FB64DV6. 

http://zakon2.rada.gov.ua/laws/show/418-2016-@ 

95. �@8=528G, �. �., & %<>B@>20, �. �. (2023). �=0;V7 ACG0A=>3> AB0=C 

@>74@V1=>W B>@3V2;V 2 ':@0W=V. # �V:A4DB8A4 A4G>B6B-CD4>F<KA4 VAF9DA9F-

>BAH9D9AJVO "КBA>GD9AFBECDB@B:AVEFP F4 VAAB64JVW: CDB5?9@< A4G>< F4 

CD4>F<><" (A. 727–730). )0@:V2AL:89 =0FV>=0;L=89 5:>=><VG=89 C=V25@A8B5B V<. %. 

�C7=5FO. 

96.  %<>B@>20, �. �. (2024). �;0AB5@=89 0=0;V7 >1AO3V2 @50;V7>20=>W 

?@>4C:FVW ?V4?@8є<AB2 @>74@V1=>W B>@3V2;V 2 ':@0W=V. # І �V:A4DB8A4 A4G>B6B-

CD4>F<KA4 VAF9DA9F->BAH9D9AJVO « 96B?NJVO >D94F<6A<I VA8GEFDV=: O> @4D>9F<A7 

V @9A98:@9AF EF6BDNNFP @4=5GFAє». )<5;L=8FL:89 =0FV>=0;L=89 C=V25@A8B5B. 

97. El País. (2025, 24 AVG=O). La IA, la personalización y la interacción en redes 

sociales lideran las tendencias de marketing digital en 2025. 

https://elpais.com/economia/formacion/2025-01-24/la-ia-la-personalizacion-y-la-

interaccion-en-redes-sociales-lideran-las-tendencias-de-marketing-digital-en-2025.html 

98. Hub Kyivstar. (2025). 10 <0@:5B8=3>28E B@5=4V2 2025 @>:C. 

https://hub.kyivstar.ua/articles/10-marketingovih-trendiv-2025-roku 

99.  GoIT. (2025).  0@:5B8=3>2V B@5=48 B0 ?>@048. 

https://elpais.com/economia/formacion/2025-01-24/la-ia-la-personalizacion-y-la-interaccion-en-redes-sociales-lideran-las-tendencias-de-marketing-digital-en-2025.html
https://elpais.com/economia/formacion/2025-01-24/la-ia-la-personalizacion-y-la-interaccion-en-redes-sociales-lideran-las-tendencias-de-marketing-digital-en-2025.html


195

https://goit.global/ua/articles/marketynh-trendy-ta-porady/ 

100.   8=D8=. (n.d.).  B;8DV5A4 FBD7V6?O 6 #>D4WAV. 

https://index.minfin.com.ua/ua/economy/trade/retail/ 

101. �>@>=V=0, �. �. (2018). &>@3>2V <5@56V ':@0W=8: >A>1;82>ABV 

DC=:FV>=C20==O, C?@02;V==O B0 @>728B:C. �>BAB@VKA<= HBDG@, (4), 56–62. 

102. $>25=AL:0, �. �., & �C@:0FL:89, .. .. (2019). �=0;V7 ACG0A=>3> AB0=C 

@>728B:C B>@3V25;L=>W 30;C7V ':@0W=8. �>BAB@VKA<= 6VEA<> �BA54EG, (2), 145–150. 

103. �@8=528G, �. �., & %<>B@>20, �. �. (2022). &5=45=FVW @>728B:C @VB59;C 

2 ':@0W=V 2 ?5@V>4 ?0=45<VW COVID-19. ' Marketing of innovations. Innovations in 

marketing: Materials of the International Scientific Internet Conference (A. 263–268). 

Bielsko-Biala: WSEH. 

104. �H0@0B, !. (2019). %CG0A=89 AB0= B0 B5=45=FVW @>728B:C ?>B5=FV0;C 

:>=:C@5=B>A?@><>6=>ABV B>@3>25;L=8E ?V4?@8є<AB2 ':@0W=8. ІA69EF<JVW: CD4>F<>4 

F4 8BE6V8, (18), 62–69. 

105. �0@=0CH5=:>, �. %. (2019). �=0;V7 ACG0A=>3> AB0=C B0 ?5@A?5:B828 

@>728B:C @>74@V1=>3> B>20@>>1>@>BC 2 ':@0W=V. �H9>F<6A4 9>BAB@V>4, (1). 

http://www.economy.nayka.com.ua/?op=1&z=6768 

106. Alaska. (n.d.). https://mywatershop.com.ua/ru/catalog/voda-v-

butlyakh/alaska/ 

107. 107. $>30=AL:0. (n.d.). https://voda.kh.ua 

108. 108. �:20<>;. (n.d.). https://akvamall.kh.ua/dostavka-ta-oplata/ 

109. 109. VodaUA. (n.d.). https://vodaua.ua 

110. 110. $>I8=AL:0. (n.d.). https://vodar.in.ua/uk 

111. Hub Kyivstar. (n.d.). *V=0 7<V=. &@0=AD>@<0FVO @>74@V1=>W B>@3V2;V ?V4 

G0A 2V9=8. https://hub.kyivstar.ua/news/czina-zmin-transformacziya-rozdribnoyi-

torgivli-pid-chas-vijny/ 

112.  >73>20, �. �. (2013). �=AB@C<5=B8 V=B5@=5B-<0@:5B8=3C B0 WE ?5@52038 

4;O ACG0A=8E C:@0W=AL:8E ?V4?@8є<AB2. �H9>F<6A4 9>BAB@V>4, (10). 

https://goit.global/ua/articles/marketynh-trendy-ta-porady/
http://www.economy.nayka.com.ua/?op=1&z=6768
https://hub.kyivstar.ua/news/czina-zmin-transformacziya-rozdribnoyi-torgivli-pid-chas-vijny/
https://hub.kyivstar.ua/news/czina-zmin-transformacziya-rozdribnoyi-torgivli-pid-chas-vijny/


196

http://www.economy.nayka.com.ua/?op=1&z=2429 

113.  �@8=528G, �. �., & %<>B@>20, �. �. (2024). $V25=L >@30=V70FV9=>3> 

70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. 

�B?B8V:A<= 9>BAB@VKA<= 6VEA<> %��# V@. !.КG;A9JO, (1), 106–108. 

114. Bocklund, L. (2015). The multichannel Contact Center becomes 

«Omnichannel». http://www.strategiccontact.com/articles/2015/Contact-Center-

Omnichannel-Jan2015.pdf 

115. "?5=40B01>B. (n.d.). https://opendatabot.ua/c/42201052 

116. ,52G5=:>, �. �., & $C4A:0O, �. !. (2015). "<=8:0=0;L=0O AB@0B538O: 

8=B53@0F8O :0=0;>2 ?@>42865=8O 10=:>2A:8E ?@>4C:B>2 8 CA;C3. �B?B8B= GK9AO=, 

(10), 850–861. 

117. Simon-Kucher & Partners. (2020). Digitalization in Healthcare: Trends and 

Challenges in 2020. https://www.simon-kucher.com/en-be/blog/digitalization-

healthcare-trends-and-challenges-2020 

118. MoEngage. (n.d.). Seven amazing brands that have mastered omnichannel 

marketing. https://www.moengage.com/blog/7-biggest-mistakes-in-omnichannel-

marketing-and-how-to-fix-it 

119.  Coveo. (n.d.). Three reasons why your omnichannel strategy is failing. 

https://www.coveo.com/blog/why-your-omnichannel-strategy-is-failing 

120. PracticalEcommerce. (n.d.). Five reasons your omnichannel retail strategy 

is failing. https://www.practicalecommerce.com/5-reasons-your-omnichannel-retail-

strategy-is-failing 

121. �?>?V9, �. �.,  VIC:, �. #., $518FL:89, �.  ., B0 V=. (2005). �D74AV;4JVO 

FBD7V6?V (2-35 284., ?5@5@>1. B0 4>?.; �. �. �?>?V9, @54.). *5=B@ =02G0;L=>W 

;VB5@0BC@8. 

122. Verhoef, P. C., Kannan, P. K., & Inman, J. J. (2015). From multi-channel 

retailing to omni-channel retailing. Journal of Retailing, 91(2), 174–181. 

https://doi.org/10.1016/j.jretai.2015.02.005 

http://www.economy.nayka.com.ua/?op=1&z=2429
http://www.strategiccontact.com/articles/2015/Contact-Center-Omnichannel-Jan2015.pdf
http://www.strategiccontact.com/articles/2015/Contact-Center-Omnichannel-Jan2015.pdf


197

123.  Brynjolfsson, E., Hu, Y. J., & Rahman, M. S. (2013). Competing in the age 

of omnichannel retailing. MIT Sloan Management Review, 54(4), 23–29. 

https://sloanreview.mit.edu/article/competing-in-the-age-of-omnichannel-retailing/ 

124. Porter, M. (2011). КBA>GD9AFA4 EFD4F97VO: �9FB8<>4 4A4?V;G 74?G;9= V 

>BA>GD9AFV6 (..  8=5@28=, ?5@.). �;L?V=0 #01;VH5@. 

125. &><?A>=, �., & %B@8:;5=4, �. (2006). !FD4F97VKA<= @9A98:@9AF: 

>BAJ9CJVW V E<FG4JVW 8?O 4A4?V;G (12-5 284.). �8;LO<A. 

126. $50;V70FVO AB@0B53VW E>;VAB8G=>3> <0@:5B8=3C ><=V:0=0;L=>3> @8B59;C 

=0 ?@8:;04V <5@56V «(>:AB@>B». (2024). !BJV4?PAB-9>BAB@VKAV D9HBD@<: EGFAVEFP, 

9H9>F<6AVEFP F4 GCD46?VAAO, (3), 124–130. 

https://ser.net.ua/index.php/SER/article/download/486/496 

127. "<=V:0=0;L=89 <0@:5B8=3. (2024). �>BAB@V>4 V EGECV?PEF6B, (48), 89–97. 

https://economyandsociety.in.ua/index.php/journal/article/download/4089/4018 

128. "<=V:0=0;L=VABL 4;O 1V7=5AC: O: V =02VI> 70AB>A>2C20B8. (2024). 

eSputnik. https://esputnik.com/uk/blog/omnikanalnist-dlia-biznesu-yak-i-navishcho-

zastosovuvaty 

129. �?@>20465==O ><=V:0=0;L=8E B5E=>;>3V9 4;O ?V428I5==O 

:>=:C@5=B>A?@><>6=>ABV :><?0=V9. (2024). �>BAB@V>4 V EGECV?PEF6B, (50), 115–122. 

https://economyandsociety.in.ua/index.php/journal/article/download/4743/4684 

130. -> B0:5 ><=V:0=0;L=89 <0@:5B8=3 B0 O: 2V= ?@0FNє. (2024). Horoshop. 

https://horoshop.ua/ua/blog/what-is-omnichannel-marketing 

131. �@M25=A, �. (2008). !FD4F97VKA<= @4D>9F<A7. �8;LO<A. 

132. Kumar, V., & Reinartz, W. (2012). Customer relationship management: 

Concept, strategy and tools (2nd ed.). John Wiley & Sons.  

133. Lenskold, J. D. (2003). Marketing ROI: The path to campaign, customer, and 

corporate profitability. McGraw-Hill. 

134. McDonald, M., & Mouncey, P. (2009). Marketing accountability: How to 

measure marketing effectiveness. Kogan Page. 

https://sloanreview.mit.edu/article/competing-in-the-age-of-omnichannel-retailing/


198

135. $>7C<59, %. �., & $>7?CB=O, �. #. (2012). �@8B5@VW >FV=N20==O G;5=V2 

:0=0;V2 @>7?>4V;C. �4G>B6V CD4JV �4JVBA4?PAB7B GAV69DE<F9FG I4DKB6<I F9IAB?B7V=, 

(43), 115–120. https://dspace.nuft.edu.ua/bitstreams/399a1d32-c365-409e-8cd6-

03f5617f6f6d/download 

136. ";5DV@5=:>, ".  . (2015). "A>1;82>ABV >@30=V70FVW A8AB5<8 71CBC =0 

28@>1=8FB2V. �H9>F<6A4 9>BAB@V>4, (2). 

https://www.economy.nayka.com.ua/?op=1&z=5848 

137.  0@:5B8=3>20 ?>;VB8:0 @>7?>4V;C V 71CBC:  5B>48G=V @5:><5=40FVW. 

(2024). %EV4=>є2@>?59AL:89 =0FV>=0;L=89 C=V25@A8B5B V<5=V �5AV ':@0W=:8, 35–40. 

https://evnuir.vnu.edu.ua/bitstream/123456789/25043/1/reikin_pr.pdf  

138.  0@:5B8=3>20 ?>;VB8:0 @>7?>4V;C: !02G0;L=89 ?>AV1=8:. (2023). 

':@0W=AL:89 45@602=89 C=V25@A8B5B 70;V7=8G=>3> B@0=A?>@BC, 122–130. 

https://lib.kart.edu.ua/bitstream/123456789/2458/1/!02G0;L=89%20?>AV1=8:.pdf 

139. (5@@8A, '. #., �5=4;, &. !., #D09D5@, �. (., & $591HB59=, �. �6. (2009). 

�4D>9F<A7B6V CB>4;A<><: 5V?PL9 50 CB>4;A<>V6, O>V 64:?<6B ;A4F< >B:AB@G 

>9DV6A<>G (�. �. &0@0=5=:>, @54., ?5@. 7 0=3;.). �0;0=A �V7=5A �C:A. 

140. �>B;5@, (., �@<AB@>=3, �., %>=3, )., & &0=, +. (2018). �EAB6< 

@4D>9F<A7G. �8402=8G89 4V< "�.�.%.". 

141. �>B;5@, (., & �5;;5@, �. (2017). �4D>9F<A7 @9A98:@9AF. #8B5@. 

142. �52VBB, &. (2017). �4D>9F<A7 6 D94?PAB@G K4EV. �;L?8=0 #01;8H5@.  

143. �@8=528G, �. �., & %<>B@>20, �. �. (2023). /: >@30=V70FV9=> 

70157?5G8B8 ><=V:0=0;L=VABL ?V4?@8є<AB2C? �DB5?9@< EGK4EA<I FD4AEHBD@4JV=. 

!9DVO: 9>BAB@V>4 F4 GCD46?VAAO, (7). https://doi.org/10.54929/2786-5738-2023-7-04-13 

144. %<>B@>20, �. �. (2024). �;3>@8B< >@30=V70FV9=>3> 70157?5G5==O 

><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. �DB5?9@< 

EGK4EA<I FD4AEHBD@4JV=. !9DVO: 9>BAB@V>4 F4 GCD46?VAAO, (13). 

https://doi.org/10.54929/2786-5738-2024-13-04-08 

145. �@8=528G, �. �., & %<>B@>20, �. �. (2024).  5B>48G=5 70157?5G5==O 



199

>FV=:8 5D5:B82=>ABV @50;V70FVW ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E 

@>74@V1=>W B>@3V2;V. ІAHD4EFDG>FGD4 D<A>G, (81). 

146. #@>:>?5=:>, ". �. (@54.). (2013). �>BAB@VKAV CDB5?9@< EF4?B7B 

DB;6<F>G: @4F9DV4?< �V:A4DB8ABW A4G>B6B-CD4>F<KABW >BAH9D9AJVW, CD<E6OK9ABW 

C4@’OFV CDBH. �4?4JP>B7B �. $. (@. !G@<, 24-26 >6VFAO 2013 D.) (&. 4, A. 21–22). 

%C<AL:89 45@602=89 C=V25@A8B5B. 

147. �0:C;VG, ". "., & �>:89, �. �. (2022). "<=V:0=0;L=89 <0@:5B8=3 O: 

5D5:B82=89 A?>AV1 270є<>4VW 7 A?>6820G5<. �VEA<> �4JVBA4?PAB7B FD4AECBDFAB7B 

GAV69DE<F9FG. !9DVO <�>BAB@VKAV A4G><=, (2(52)), 33–39. 

https://doi.org/10.33744/2308-6645-2022-2-52-033-039 

148. %<>B@>20, �. �. (2024).  5B>48G=5 70157?5G5==O >FV=:8 5D5:B82=>ABV 

@50;V70FVW ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E @>74@V1=>W B>@3V2;V. # 

�V:A4DB8A4 A4G>B64 >BAH9D9AJVO «�459;C9K9AAO EF4?B7B DB;6<F>G 9>BAB@V>< 6 

G@B64I 7?B54?V;4JV=A<I 6<>?<>V6». �5@602=89 C=V25@A8B5B V<5=V /=0 �>E0=>2AL:>3> 

C <VABV �5;LF5 ($5A?C1;V:0 #>;LI0). 

149. %<>B@>20, �. �. (2024).  5B>48G=89 ?V4EV4 4> >FV=N20==O 5D5:B82=>ABV 

>@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;L=>3> <0@:5B8=3C =0 ?V4?@8є<AB20E 

@>74@V1=>W B>@3V2;V. �>BAB@V>4 F4 EGECV?PEF6B, (67). 

150. Iansiti, M., Levien, R. The Keystone Advantage: What the New Dynamics 

of Business Ecosystems Mean for Strategy, Innovation, and Sustainability. Harvard 

Business School Press, 2004. DOI: 10.2307/j.ctv1nh3h6d. 

151. Moore, J. F. The Death of Competition: Leadership and Strategy in the Age 

of Business Ecosystems. Harper Business, 1996. DOI: 10.5465/amr.1996.9506803247. 

152. Scott, A. J. Creative Cities: Conceptual Issues and Policy Questions. Journal 

of Urban Affairs, 2006, 28(1), A. 1–17. DOI: 10.1111/j.0735-2166.2006.00256.x. 

153. Throsby, D. The Economics of Cultural Policy. Cambridge University Press, 

2010. DOI: 10.1017/CBO9780511845253. 

154. Parry, G., Battisti, G. Digital Transformation in Practice: The Pathway to 

https://doi.org/10.33744/2308-6645-2022-2-52-033-039


200

Intelligent Automation. Springer, 2019. DOI: 10.1007/978-3-030-04174-6. 

155. Rifkin, J. The Zero Marginal Cost Society: The Internet of Things, the 

Collaborative Commons, and the Eclipse of Capitalism. Palgrave Macmillan, 2014. DOI: 

10.1057/9781137437761. 

156. Oakley, K., O9Connor, J. The Cultural and Creative Industries: A Critical 

History. Springer, 2015. DOI: 10.1007/978-3-319-27617-2. 

157. Mulgan, G. The Process of Social Innovation. Innovations: Technology, 

Governance, Globalization, 2006, 1(2), A. 145–162. DOI: 10.1162/itgg.2006.1.2.145. 

158. Murray, R., Caulier-Grice, J., Mulgan, G. The Open Book of Social 

Innovation. NESTA, 2010. DOI: 10.2139/ssrn.1811563. 

159. Samli, A. Activating the Marketing Multiplier. In Dynamic Markets and 

Conventional Ignorance. Palgrave Macmillan, 2014. 

160. Fisk, G. Green Marketing: Multiplier for Appropriate Technology Transfer? 

Journal of Marketing Management, 1998, 14(6), A. 657–676. DOI: 

https://doi.org/10.1362/026725798784867725. 

161. Samli, A. A Totally Unknown Concept: Marketing Multiplier. In Dynamic 

Markets and Conventional Ignorance. Palgrave Macmillan, 2014. 

162. Simon, H. Marketing multiplier and marketing strategy simplified dynamic 

decision rules. Alfred P. Sloan School of Management, Massachusetts Institute of 

Technology, 1979. 

163. Samli, A. Coskun. The Future of the American Market System. Dynamic 

Markets and Conventional Ignorance: The Great American Dilemma. New York: 

Palgrave Macmillan US, 2014, A. 163–170. 

164. Corstjens, M., Doyle, P. A dynamic model for strategically allocating retail 

space. Journal of the Operational Research Society, 1983, 34(10), A. 943–951. 

165. Köhler, C., et al. A meta-analysis of marketing communication carryover 

effects. Journal of Marketing Research, 2017, 54(6), A. 990–1008. 

166. Arndt, C., Jensen, H. T., Tarp, F. Structural Characteristics of the Economy 



201

of Mozambique: a SAM‐based Analysis. Review of Development Economics, 2000, 4(3), 

A. 292–306. 

167. Simon, H. ADPULS: An advertising model with wearout and pulsation. 

Journal of Marketing Research, 1982, 19(3), A. 352–363. 

168. Skiera, B., Albers, S. Prioritizing sales force decision areas for productivity 

improvements using a core sales response function. Journal of Personal Selling & Sales 

Management, 2008, 28(2), A. 145–154. 

169. Pfeiffer, J., Weiss, J. Diving into a New Reality: How Immersive 

Experiences along the Customer Journey Succeed. NIM Marketing Intelligence Review, 

2023, 15(2), A. 54–59. 

170. Rahtz, D. R., McDonagh, P., Bouchet, D. 2001 Macromarketing Conference 

Abstracts: Globalization and Equity: Macromarketing Contributions. Journal of 

Macromarketing, 2001, 21(2), A. 217–226. 

171. Dumitrescu, L., Țichindelean, M., Vinerean, S. Discovering social media 

behavior patterns in order to improve the marketing strategy in the current chaotic 

environment. Revista Economică, 2012, 6, A. 24. 

172. Samli, A. C. The Necessary Micromarketing Functions in LDCs for Macro 

Benefits. Proceedings of the 1984 Academy of Marketing Science (AMS) Annual 

Conference. Cham: Springer International Publishing, 1984. 

173. Albers, S. A framework for analysis of sources of profit contribution variance 

between actual and plan. International Journal of Research in Marketing, 1998, 15(2), A. 

109–122. 

174. Laitinen, E. K. From complexities to the rules of thumb: towards 

optimisation in pricing decisions. International Journal of Applied Management Science, 

2009, 1(4), A. 340–366. 

175. Carvalho, G. F. Modeling the law of demand in business simulators. 

Simulation & Gaming, 1995, 26(1), A. 60–79. 

176. Simon, H. Dynamische Erklärungen des Nachfragerverhaltens aus 



202

Carryover-Effekt und Responsefunktion. Konsumentenverhalten und Information, 1979, 

A. 415–444. 

177. Labadens, N. How to Crush Social Media in Only 2 Minutes a Day: Youtube, 

Google, Amazon, Cross Promotion, blogs and Shapr. Vol. 2. Lannconsultings.com, 2018. 

178. Samli, A. C. Government: A Leader and a Partner. Dynamic Markets and 

Conventional Ignorance: The Great American Dilemma. New York: Palgrave Macmillan 

US, 2014, A. 71–79. 

  



203

 

 

 

 

 

 

 

 

 

�"��&�� 

 

  



204

�>40B>: � 

"45?<JO �.1 

"1AO3 @50;V7>20=>W ?@>4C:FVW (B>20@V2, ?>A;C3) ?V4?@8є<AB2 70 @V7=8<8 
2840<8 5:>=><VG=>W 4VO;ь=>ABV C @>7@V7V @53V>=V2 (2014−2021), B8A. 3@= 

"1;0ABL 
$V: 

2014 2015 2016 2017 2018 2019 2020 2021 

':@0W=0 
358783952,

2 

4133229

76,0 

4866111

45,7 

5396566

95,2 

6863663

02,1 

7785938

85,5 854726138,1 

105147120

3,3 

�V==8FL:0 
>1;0ABL 2667489,4 

2905527,

5 

3721715,

1 

4705697,

4 

7257873,

6 

8071244,

0 9264897,4 

11345637,

0 

�>;8=AL:0 
>1;0ABL 28247965,7 

3584064

3,8 

2841937

7,3 

1894662

0,1 

2299198

9,0 

2729075

2,2 28860286,6 

37143816,

1 

�=V?@>?5B@
>2AL:0 
>1;0ABL 54701811,0 

6073755

8,0 

8869412

4,5 

1092909

57,6 

1432259

49,0 

1698677

55,0 195310042,6 

243553152

,5 

�>=5FL:0 
>1;0ABL 7445350,8 

9135233,

6 

6308373,

0 

3403829,

0 

3640689,

7 

4443237,

6 4895113,6 6691344,9 

�8B><8@AL
:0 >1;0ABL 3237012,9 

3091643,

7 

4293620,

0 

5082218,

9 

6678536,

8 

7300301,

1 7368548,0 8540780,1 

�0:0@?0BAL:
0 >1;0ABL 3616906,3 

4323317,

6 

5427509,

5 

4899768,

8 

5415760,

5 

6515137,

1 6809138,9 8629681,9 

�0?>@V7L:0 
>1;0ABL 5792766,3 

5709832,

9 

7192068,

6 

1068177

0,2 

1259675

3,2 

1262874

4,9 13273236,5 

17760844,

4 

�20=> - 

(@0=:V2AL:
0 >1;0ABL 2287484,6 

2525778,

7 

3133051,

2 

3911758,

4 

4284683,

8 

5093137,

0 4989287,8 5877023,8 

�8W2AL:0 
>1;0ABL 61548050,4 

7220457

4,4 

7710114

0,1 

3624463

2,2 

4587311

7,5 

5153739

0,6 52893929,8 

57981865,

0 

�V@>2>3@04
AL:0 
>1;0ABL 2457353,3 

2290394,

8 

3347426,

3 

3655811,

4 

4616279,

6 

5078705,

4 5687696,2 6829261,6 

�C30=AL:0 
>1;0ABL 1343155,1 444580,4 778463,1 987870,1 

1535566,

9 

2215440,

9 2901640,5 1335853,5 

�L2V2AL:0 
>1;0ABL 12121736,7 

1479090

7,8 

2013200

9,8 

2489098

1,7 

3302408

4,1 

3811934

4,4 42249312,5 

54306749,

5 

 8:>;0W2AL
:0 >1;0ABL 1724400,8 

1546586,

7 

2168092,

8 

4541911,

2 

3419362,

1 

4008172,

0 4271118,8 6194962,4 

"45AL:0 
>1;0ABL 14429620,6 

1785536

0,3 

2140649

2,4 

2360522

0,7 

2705239

1,9 

2997081

1,9 35870891,1 

42211697,

3 

 



205

�DB8B6:9AAO 8B84F>4 � 

�DB8B6:9AAO F45?<JV �.1 

"1;0ABL $V: 

2014 2015 2016 2017 2018 2019 2020 2021 

#>;B02AL:
0 >1;0ABL 

3839172,

3 

3663427,

7 

4434723,

2 

4260362,

0 

6163229,

8 7110622,3 6998949,9 

1356720

9,7 

$V2=5=AL:
0 >1;0ABL 

2649495,

7 

2672494,

0 

3636989,

2 

4534346,

6 

4679229,

6 4857956,9 4123278,4 

5172186,

9 

%C<AL:0 
>1;0ABL 

1680642,

4 958830,3 

1654209,

2 

2396668,

7 

2828103,

1 2736633,7 2718174,7 

4086634,

8 

&5@=>?V;L
AL:0 >1;0ABL 

1311539,

4 

1811118,

5 

2533157,

5 

3241970,

3 

2358222,

3 2460100,8 3033417,0 

4314553,

0 

)0@:V2AL:
0 >1;0ABL 

11663765

,3 

21426434

,8 

19353998

,0 

25659382

,3 

27429929

,5 29626777,6 

31647616,

8 

4494272

9,4 

)5@A>=AL:
0 >1;0ABL 

2021731,

8 

1933804,

1 

2458934,

4 

2904587,

1 

3893973,

2 3500922,4 3415021,4 

3664046,

5 

)<5;L=8F
L:0 >1;0ABL 

2307554,

5 

2591770,

5 

3405829,

7 

3959117,

8 

4824637,

3 6802084,8 5689764,9 

6645448,

0 

+5@:0AL:0 
>1;0ABL 

2498353,

1 

3504062,

7 

4768488,

5 

5634941,

7 

6735604,

9 6977522,1 6270278,1 

8353729,

4 

+5@=V25FL
:0 >1;0ABL 

1760089,

1 

1463899,

6 

1444732,

8 

2498673,

2 

2733728,

0 2515318,9 2774872,4 

4026260,

0 

+5@=V3V2AL
:0 >1;0ABL 

1720273,

9 

2078924,

7 

2330872,

9 

2293594,

8 

4232314,

5 2766991,4 2741277,5 

3341343,

0 

<. �8W2 
12571023

0,8 

13781626

8,9 

16846574

6,6 

22742400

3,0 

29887429

2,2 

337098780,

5 

370668346

,7 

4449543

92,6 

�65@5;> A:;045=> 02B>@>< [89] 

 

 

  



206

�>40B>: � 

�=:5B0 4;O 5:A?5@BV2 щ>4> 2?@>20465==O ><=V:0=0;ь=>3> <0@:5B8=3C 2 

@>74@V1=V9 B>@3V2;V 

,0=>2=89 5:A?5@B5, 

 8 ?@>2>48<> 4>A;V465==O 2?@>20465==O ><=V:0=0;L=>3> <0@:5B8=3C 2 

@>74@V1=V9 B>@3V2;V. #@>A8<> 20A 70?>2=8B8 FN 0=:5BC. �0H0 4C<:0 є =04728G09=> 

206;82>N 4;O >B@8<0==O >19є:B82=8E @57C;LB0BV2 4>A;V465==O. 

1. �0H 4>A2V4 @>1>B8 C AD5@V <0@:5B8=3C G8 @>74@V1=>W B>@3V2;V: 

□  5=H5 5 @>:V2 

□ �V4 5 4> 10 @>:V2 

□ �V;LH5 10 @>:V2 

2. /:V :0=0;8 :><C=V:0FVW 7 :;Vє=B0<8 28:>@8AB>2Cє 20H0 :><?0=VO? (<>6=0 >1@0B8 

45:V;L:0 20@V0=BV2) 

□ %>FV0;L=V <5@56V (Facebook, Instagram, TikTok B>I>) 

□  >1V;L=V 4>40B:8 

□ �51A09B V7 DC=:FVєN >=;09=-?>:C?>: 

□ (V78G=V <03078=8 

□ +0B-1>B8 

□ �=H5 (2:06VBL): _____________ 

3. /: G0AB> 20H0 :><?0=VO 0=0;V7Cє 40=V ?@> :;Vє=BV2 4;O ?5@A>=0;V70FVW A5@2VAC? 

□ #>ABV9=> 

□ $07 =0 <VAOFL 

□ $07 =0 :20@B0; 

□ $V4:> 01> =5 0=0;V7Cє 

 



207

�DB8B6:9AAO 8B84F>4 � 

4. /:V >A=>2=V ?@>1;5<8 28=8:0NBL ?@8 2?@>20465==V ><=V:0=0;L=>3> 

<0@:5B8=3C? (<>6=0 >1@0B8 45:V;L:0 20@V0=BV2) 

□ !5AB0G0 DV=0=AC20==O 

□ &5E=VG=V B@C4=>IV ?@8 V=B53@0FVW :0=0;V2 

□ !87L:89 @V25=L F8D@>2>W 3@0<>B=>ABV ?@0FV2=8:V2 

□ �V4ACB=VABL є48=>W AB@0B53VW 

□ �=H5 (2:06VBL): _____________ 

5. /:V V=AB@C<5=B8 28 22060єB5 =091V;LH 5D5:B82=8<8 4;O 2?@>20465==O 

><=V:0=0;L=>ABV C 20HV9 :><?0=VW? (<>6=0 >1@0B8 45:V;L:0 20@V0=BV2) 

□ CRM-A8AB5<8 

□ %>FV0;L=V <5@56V 

□ $5:><5=40FV9=V A8AB5<8 

□  >1V;L=V 4>40B:8 

□ �=H5 (2:06VBL): _____________ 

6. /: 28 >FV=NєB5 2?;82 ><=V:0=0;L=>3> <0@:5B8=3C =0 @57C;LB0B8 4VO;L=>ABV 

20H>W :><?0=VW? 

□ #>78B82=89 (7@>AB0==O ?@>406V2, ?>:@0I5==O ;>O;L=>ABV :;Vє=BV2) 

□ !59B@0;L=89 

□ !530B82=89 (25;8:V 28B@0B8 157 ?><VB=8E @57C;LB0BV2) 

7. ->, =0 20HC 4C<:C, є =091V;LH ?5@A?5:B82=8< =0?@O<:>< @>728B:C 

><=V:0=0;L=>3> <0@:5B8=3C? 

(2V4:@8B89 :><5=B0@)  



208

�>40B>: � 

"45?<JO �.1 

#>@V2=O;ь=89 0=0;V7 ?V4?@8є<AB2 70 >A=>2=8<8 5;5<5=B0<8 
>@30=V70FV9=>3> 70157?5G5==O ><=V:0=0;ь=>3> <0@:5B8=3C (EF6>D5=> 46F>D>< 

74 44=8<8 105-109) 

�@8B5@V9 �;OA:0 $>30=AL:0 �:20<>; VodaUA $>I8=AL:0 

"@30=V70FV9=0 

AB@C:BC@0 

 0є 

F5=B@0;V7>20=C 

AB@C:BC@C 7 

GVB:8< 

@>7?>4V;>< 

>1>29O7:V2 

�5F5=B@0;V7>20=0 

AB@C:BC@0, 

>@Vє=B>20=0 =0 

;>:0;L=89 @8=>: 

�=CG:0 

AB@C:BC@0, 

4>72>;Oє 

H284:> 

@503C20B8 =0 

7<V=8 @8=:C 

�V;LH ?;>A:0 

AB@C:BC@0 7 

D>:CA>< =0 

5D5:B82=VABL 

>?5@0FV9 

&@048FV9=0 

Vє@0@EVG=0 

AB@C:BC@0 7 

0:F5=B>< =0 

C?@02;V==V 

&5E=>;>3VG=V 

@5AC@A8 

�8A>:89 

@V25=L 

02B><0B870FVW 

28@>1=8G8E 

?@>F5AV2 

%5@54=V9 @V25=L 

B5E=>;>3VG=8E 

@5AC@AV2, 

28:>@8AB0==O 

AB0@8E A8AB5< 

�=25ABCє 2 

ACG0A=V 

B5E=>;>3VW 

4;O >1@>1:8 

V @>7;82C 

2>48 

�8:>@8AB>2Cє 

=>2VB=V 

B5E=>;>3VW 

4;O 

70157?5G5==O 

O:>ABV 2>48 

"1<565=V 

B5E=>;>3VG=V 

@5AC@A8, 

1030B> @CG=>W 

?@0FV 

 0@:5B8=3>2V 

?@>F5A8 

�:B82=> 

28:>@8AB>2Cє 

F8D@>289 

<0@:5B8=3 B0 

A>FV0;L=V 

<5@56V 

#5@5206=> 

B@048FV9=89 

<0@:5B8=3 

(?@5A0, 7>2=VH=O 

@5:;0<0) 

(>:CACєBLAO 

=0 5:>-

<0@:5B8=3C 

V 74>@>2><C 

A?>A>1V 

68BBO 

�:B82=> 

?@0FNє 7 

1;>35@0<8 B0 

2?;82>28<8 

>A>10<8 

�8:>@8AB>2Cє 

<V=V<0;L=V 

<0@:5B8=3>2V 

0:B82=>ABV 

�><C=V:0FV9=V 

AB@0B53VW 

"@Vє=B>20=0 =0 

B2C A53<5=B, 

28:>@8AB>2Cє 

?@O<V ?@>406V 

� >A=>2=><C 

A?@O<>20=0 =0 

;>:0;L=V 

A?V2B>20@8AB2 

%8;L=> 

>@Vє=B>20=0 

=0 B2B 

:><C=V:0FVW 

#V4B@8<Cє 

0:B82=89 

:>=B0:B 7 

:;Vє=B0<8 

G5@57 

A>FV0;L=V 

?;0BD>@<8 

�8:>@8AB>2Cє 

AB0=40@B=V 

:0=0;8 

:><C=V:0FVW 

(@04V>, &�) 



209

�DB8B6:9AAO 8B84F>4 � 

�DB8B6:9AAO F45?<JV �.1 

�>=B@>;L V 

>FV=:0 

5D5:B82=>ABV 

�8A>:89 @V25=L 

:>=B@>;N, 

@53C;O@=V 0C48B8 

 V=V<0;L=V 

?@>F5A8 

:>=B@>;N, 

1V;LH5 4>2V@8 4> 

?@0FV2=8:V2 

�8:>@8AB>2Cє 

KPI B0 

<5B@8:8 4;O 

28<V@N20==O 

5D5:B82=>ABV 

#>ABV9=89 

<>=VB>@8=3 

5D5:B82=>AB

V G5@57 

0=0;VB8G=V 

?0=5;V 

�07CєBLAO =0 

72VB0E 

:5@V2=8FB20 

�N465BC20==O 

V @5AC@A8 

�8:>@8AB>2Cє 

?@>3=>7=5 

1N465BC20==O 

"@Vє=BCєBLAO =0 

:>@>B:>AB@>:>25 

?;0=C20==O 

 0є 

4>23>AB@>:>2V 

V=25AB8FV9=V 

?;0=8 

�=CG:5 

1N465BC20=

=O, I> 

040?BCєBLAO 

?V4 @8=:>2V 

C<>28 

 V=V<0;L=5 

1N465BC20==

O 7 0:F5=B>< 

=0 5:>=><VW 

!02G0==O V 

@>728B>: 

?5@A>=0;C 

$53C;O@=V 

B@5=V=38 B0 

=02G0==O 4;O 

2AVE @V2=V2 

?5@A>=0;C 

 V=V<0;L=5 

=02G0==O, 

>@Vє=B>20=5 =0 

107>2V =028G:8 

#@>2>48BL 

:>@?>@0B82=5 

=02G0==O 7 

D>:CA>< =0 

V==>20FVW 

%B8<C;Nє 

@>728B>: 

G5@57 

2=CB@VH=V 

?@>3@0<8 

"1<565=5 

=02G0==O, 

2V4ACB=VABL 

?@>3@0< 

@>728B:C 

�;Vє=B>>@Vє=B>

20=VABL 

�8A>:89 @V25=L 

:;Vє=B>>@Vє=B>20

=>ABV, 0:B82=0 

@>1>B0 7V 

72>@>B=8< 

729O7:>< 

�0;56=VABL 2V4 

VA=CNG8E 

:;Vє=BV2, 

<V=V<0;L=V 

7CA8;;O =0 

70;CG5==O =>28E 

#>ABV9=> 

?@0FNє =04 

?>:@0I5==O< 

:;Vє=BAL:>3> 

4>A2V4C 

�8A>:89 

@V25=L 

?5@A>=0;V70

FVW V 

>1A;C3>2C20

==O :;Vє=BV2 

�V4ACB=V 

A?5FV0;L=V 

70E>48 4;O 

?V428I5==O 

@V2=O 

>1A;C3>2C20=

=O 

 

 

 

  



210

�>40B>: � 

"45?<JO �.1 

#>?0@=5 ?>@V2=O==O ?0@0<5B@V2 (EF6>D5=> 74 44=8<8) 

#0@0<5B@
8 

�;OA:
0 

$>30=Aь:
0 

�:20<>
; 

VodaU

A 

$>щ8=Aь:
0 

#V4AC<:>20 
>FV=:0 

'8A;>25 
7=0G5==O 
:>5DVFVє=B0 
?5@52038 (aij) 

1 2 3 4 5 6 7 8 

E1 V E2 > > > < > > 1,5 V 0,5 
E1 V E3 > > > > > > 1,5 V 0,5 

E1 V E4 > < > > < > 1,5 V 0,5 
E1 V E 5 > > > > > > 1,5 V 0,5 
E1 V E6 > > > > < > 1,5 V 0,5 
E1 V E7 > > > > > > 1,5 V 0,5 
E1 V E8 > > > > > > 1,5 V 0,5 
E1 V E9 > > > > > > 1,5 V 0,5 
E1 V E10 > > > > > > 1,5 V 0,5 
E1 V E11 > > > > > > 1,5 V 0,5 

E1 V E 12 > > > > > > 1,5 V 0,5 
E1 V E13 > > > > > > 1,5 V 0,5 
E2 V E3 < < > > < < 0,5 V 1,5 
E2 V E4 > < > > < > 1,5 V 0,5 
E2 V E5 > > > > > > 1,5 V 0,5 
E2 V E6 > > > > < > 1,5 V 0,5 
E2 V E7 > > > > > > 1,5 V 0,5 
E2 V E 8 > > > > > > 1,5 V 0,5 

E2 V E9 > > > > > > 1,5 V 0,5 
E2 V E10 > > > > > > 1,5 V 0,5 
E2 V E11 > > > > > > 1,5 V 0,5 
E2 V E12 > > > > > > 1,5 V 0,5 
E2 V E13 > > > > > > 1,5 V 0,5 
E3 V E4 > < > > < > 1,5 V 0,5 
E3 V E5 > > > > > > 1,5 V 0,5 
E3 V E6 > > > > < > 1,5 V 0,5 

E3 V E7 > > > > > > 1,5 V 0,5 
E3 V E8 > > > > > > 1,5 V 0,5 
E3 V E9 > > > > > > 1,5 V 0,5 
E3 V E10 > > > > > > 1,5 V 0,5 
E3 V E11 > > > > > > 1,5 V 0,5 
E3 V E12 > > > > > > 1,5 V 0,5 
E3 V E13 > > > > > > 1,5 V 0,5 
E4 V E5 > > > > > > 1,5 V 0,5 

E4 V E6 > > > > > > 1,5 V 0,5 
E4 V E7 > > > > > > 1,5 V 0,5 
E4 V E8 > > > > > > 1,5 V 0,5 
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1 2 3 4 5 6 7 8 

E4 V E9 > > > > > > 1,5 V 0,5 
E4 V E10 > > > > > > 1,5 V 0,5 
E4 V E11 > > > > > > 1,5 V 0,5 

E4 V E12 > > > > > > 1,5 V 0,5 
E4 V E13 > > > > > > 1,5 V 0,5 
E5 V E6 > < > > < > 1,5 V 0,5 
E5 V E7 > > > > > > 1,5 V 0,5 
E5 V E8 > > > > > > 1,5 V 0,5 
E5 V E9 > > > > > > 1,5 V 0,5 
E5 V E10 > > > > > > 1,5 V 0,5 
E5 V E11 > > > > > > 1,5 V 0,5 

E5 V E12 > > > > > > 1,5 V 0,5 
E5 V E13 > > > > > > 1,5 V 0,5 
E6 V E7 > > > > > > 1,5 V 0,5 
E6 V E8 > > > > > > 1,5 V 0,5 
E6 V E9 > > > > > > 1,5 V 0,5 
E6 V E10 > > > > > > 1,5 V 0,5 
E6 V E11 > > > > > > 1,5 V 0,5 
E6 V E12 > > > > > > 1,5 V 0,5 

E6 V E13 > > > > > > 1,5 V 0,5 
E7 V E8 > < > > < > 1,5 V 0,5 
E7 V E9 > > > > > > 1,5 V 0,5 
E7 V E10 > > > > > > 1,5 V 0,5 
E7 V E11 > > > > > > 1,5 V 0,5 
E7 V E12 > > > > > > 1,5 V 0,5 
E7 V E13 > > > > > > 1,5 V 0,5 
E8 V E9 > > > > > > 1,5 V 0,5 

E8V E10 > > > > > > 1,5 V 0,5 
E8V E11 > > > > > > 1,5 V 0,5 
E8 V E12 > > > > > > 1,5 V 0,5 
E8 V E13 > > > > > > 1,5 V 0,5 
E9 V E10 > < > > < > 1,5 V 0,5 
E9 V E11 > > > > > > 1,5 V 0,5 
E9 V E12 > > > > > > 1,5 V 0,5 
E9 V E12 > > > > > > 1,5 V 0,5 

E10 V E11 > > > > > > 1,5 V 0,5 
E10 V E12 > > > > > > 1,5 V 0,5 
E10V E13 > > > > > > 1,5 V 0,5 
E11 V E12 > > > > > > 1,5 V 0,5 
E11 V E13 > > > > > > 1,5 V 0,5 
E12 V E13 > > > > > > 1,5 V 0,5 
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$>7@0EC=>: 203><>ABV ?0@0<5B@V2 (D>7D>5;5=> 46F>D><) 
 #0@
0<5B
@8 Ej  

#0@0<5B@8 Ej #5@H0 VB5@0FVO  �@C30 VB5@0FVO 

E1 E2 E3 E4 E5 E6 E7 E8 E9 E10 E11 E12 E13 bi fi bi fi 

E1 1 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 19 0,11 244 0,12 

E2 0,5 1 0,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 17 0,10 208 0,10 

E3 0,5 1,5 1 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 18 0,11 225,5 0,11 

E4 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 16 0,09 191,5 0,10 

E5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 1,5 1,5 1,5 1,5 15 0,09 176 0,09 

E6 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 1,5 1,5 1,5 14 0,08 161,5 0,08 

E7 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 1,5 1,5 13 0,08 148 0,07 

E8 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 1,5 12 0,07 135,5 0,07 

E9 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 1,5 11 0,07 124 0,06 

E10 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 1,5 10 0,06 113,5 0,06 

E11 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 1,5 9 0,05 104 0,05 

E12 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 1,5 8 0,05 95,5 0,05 

E13 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 0,5 1 7 0,04 88 0,04 

�AL>
3>                           169 1 2015 1,00 
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?V4?@8є<AB20 (70 H:0;>N 2V4 1 4> 5, 45 1 - 7>2AV< =5206;82>, 5 - 4C65 206;82>): 

28A>:0 O:VABL ?@>4C:FVW / ?>A;C3 

A8;L=0 @5?CB0FVO 1@5=4C 

5D5:B82=V ?@>F5A8 28@>1=8FB20 / ?>AB0G0==O 

28A>:0 :20;VDV:0FVO ?5@A>=0;C 

AB01V;L=0 DV=0=A>20 A8BC0FVO 

$>74V; 2: %;01:V AB>@>=8 ?V4?@8є<AB20  

3. /:V, =0 20HC 4C<:C, є >A=>2=V A;01:V AB>@>=8 =0H>3> ?V4?@8є<AB20?  

(�59DVFP 8B 3-I 64DV4AFV6 45B A4C<LVFP E6V= 64DV4AF) 

=54>AB0B=V9 @>728B>: V==>20FV9 

A;01:0 :><C=V:0FVO <V6 2V44V;0<8 
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28A>:V 28B@0B8 =0 28@>1=8FB2> / ?>AB0G0==O 

=54>AB0B=O <0@:5B8=3>20 0:B82=VABL 

>1<565=V DV=0=A>2V @5AC@A8 
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?>:@0I5==O <0@:5B8=3>2>W AB@0B53VW 

V=H5: ___________________________ 

6. "FV=VBL 206;82VABL =0ABC?=8E <>6;82>AB59 4;O =0H>3> 

?V4?@8є<AB20 (70 H:0;>N 2V4 1 4> 5, 45 1 - 7>2AV< =5206;82>, 5 - 4C65 206;82>): 

28EV4 =0 =>2V @8=:8 
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V=25ABC20==O 2 =>2V B5E=>;>3VW 

@>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO 

?0@B=5@AB20 7 V=H8<8 :><?0=VO<8 

$>74V; 4: �03@>78 4;O ?V4?@8є<AB20  
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7@>AB0NG0 :>=:C@5=FVO 
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7<V=8 C 70:>=>402AB2V 01> @53C;OFVOE 
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2B@0B0 :;NG>28E :;Vє=BV2 01> ?>AB0G0;L=8:V2 

71V;LH5==O 20@B>ABV @5AC@AV2 

V=H5: ___________________________ 

8. "FV=VBL 206;82VABL =0ABC?=8E 703@>7 4;O =0H>3> ?V4?@8є<AB20 (70 

H:0;>N 2V4 1 4> 5, 45 1 - 7>2AV< =5206;82>, 5 - 4C65 206;82>): 

7@>AB0NG0 :>=:C@5=FVO 

5:>=><VG=0 =5AB01V;L=VABL 

7<V=8 C 70:>=>402AB2V 01> @53C;OFVOE 

B5E=>;>3VG=V 7<V=8, I> ?>B@51CNBL 040?B0FVW 

2B@0B0 :;NG>28E :;Vє=BV2 01> ?>AB0G0;L=8:V2 

$>74V; 5: �>40B:>2V :><5=B0@V 

9. �C4L ;0A:0, ?>4V;VBLAO A2>W<8 4C<:0<8 I>4> V=H8E A8;L=8E, A;01:8E 

AB>@V=, <>6;82>AB59 G8 703@>7, O:V, =0 20HC 4C<:C, 206;82V 4;O =0H>3> 

?V4?@8є<AB20: 

 

10. /:V :@>:8, =0 20HC 4C<:C, ?>B@V1=> 7@>18B8 4;O ?V428I5==O 

5D5:B82=>ABV <0@:5B8=3>2>W 4VO;L=>ABV ?V4?@8є<AB20? 
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�>40B>: Є 

 

�=:5B0 4;O A?V2@>1VB=8:V2 ?V4?@8є<AB20 4;O ?>1C4>28 PEST-<0B@8FV 
 

 5B0 >?8BC20==O: *O 0=:5B0 A?@O<>20=0 =0 287=0G5==O ?>;VB8G=8E, 

5:>=><VG=8E, A>FV0;L=8E B0 B5E=>;>3VG=8E D0:B>@V2, I> 2?;820NBL =0 4VO;L=VABL 

?V4?@8є<AB20. �V1@0=V 40=V 1C4CBL 28:>@8AB0=V 4;O ?>1C4>28 PEST-<0B@8FV, O:0 

4>?><>65 @>7@>18B8 AB@0B53VW 4;O ?>40;LH>3> @>728B:C. 

$>74V; 1: #>;VB8G=V D0:B>@8  

1. !0A:V;L:8, =0 20HC 4C<:C, ?>;VB8G=0 AB01V;L=VABL C :@0W=V 2?;820є 

=0 4VO;L=VABL =0H>3> ?V4?@8є<AB20? (�<59DVFP B8<A 64DV4AF) 

4C65 A8;L=> 2?;820є 

A8;L=> 2?;820є 

?><V@=> 2?;820є 

A;01:> 2?;820є 

=5 2?;820є 

2. /: G0AB> 7<V=8 C 70:>=>402AB2V 2?;820NBL =0 =0HV >?5@0FV9=V 

?@>F5A8? (�<59DVFP B8<A 64DV4AF) 

4C65 G0AB> 

G0AB> 

@V4:> 

4C65 @V4:> 

=V:>;8 

3. /:V 70:>=>402GV 7<V=8, =0 20HC 4C<:C, <>6CBL =091V;LH5 2?;8=CB8 

=0 4VO;L=VABL =0H>3> ?V4?@8є<AB20? (�59DVFP 8B 3-I 64DV4AFV6 45B A4C<LVFP E6V= 

64DV4AF) 

?>40B:>25 @53C;N20==O 

5:>;>3VG=V AB0=40@B8 

B@C4>25 70:>=>402AB2> 

@53C;OFVW I>4> 157?5:8 B0 O:>ABV ?@>4C:FVW 
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V=H5: ___________________________ 

$>74V; 2: �:>=><VG=V D0:B>@8  

4. /:, =0 20HC 4C<:C, 5:>=><VG=0 =5AB01V;L=VABL 2?;820є =0 4VO;L=VABL 

=0H>3> ?V4?@8є<AB20? (�<59DVFP B8<A 64DV4AF) 

4C65 A8;L=> 2?;820є 

A8;L=> 2?;820є 

?><V@=> 2?;820є 

A;01:> 2?;820є 

=5 2?;820є 

5. /:V 5:>=><VG=V D0:B>@8, =0 20HC 4C<:C, <0NBL =091V;LH89 2?;82 =0 

=0H5 ?V4?@8є<AB2>? (�59DVFP 8B 3-I 64DV4AFV6 45B A4C<LVFP E6V= 64DV4AF) 

V=D;OFVO 

2V4A>B:>2V AB02:8 

:C@A 20;NB 

@V25=L 157@>1VBBO 

:C?V25;L=0 A?@><>6=VABL =0A5;5==O 

V=H5: ___________________________ 

6. /: 28 >FV=NєB5 7030;L=89 2?;82 5:>=><VG=8E C<>2 =0 ?@>406V =0H>W 

?@>4C:FVW? (�4 L>4?BN 6V8 1 8B 5, 89 1 - ;B6EV@ A9 6C?<64є, 5 - 8G:9 E<?PAB 6C?<64є) 

$>74V; 3: %>FV0;L=V D0:B>@8  

7. !0A:V;L:8 7<V=8 2 A?>682G8E 2?>4>10==OE 2?;820NBL =0 4VO;L=VABL 

=0H>3> ?V4?@8є<AB20? (�<59DVFP B8<A 64DV4AF) 

4C65 A8;L=> 2?;820NBL 

A8;L=> 2?;820NBL 

?><V@=> 2?;820NBL 

A;01:> 2?;820NBL 

=5 2?;820NBL 

8. /:V A>FV0;L=V D0:B>@8, =0 20HC 4C<:C, <0NBL =091V;LH89 2?;82 =0 

=0H5 ?V4?@8є<AB2>? (�59DVFP 8B 3-I 64DV4AFV6 45B A4C<LVFP E6V= 64DV4AF) 

45<>3@0DVG=V 7<V=8 
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7<V=8 2 :C;LBC@=8E V A>FV0;L=8E FV==>ABOE 

@V25=L >A2VB8 B0 :20;VDV:0FVW =0A5;5==O 

7<V=8 2 AB8;V 68BBO V 2?>4>10==OE A?>6820GV2 

V=H5: ___________________________ 

9. /: 28 >FV=NєB5 @V25=L 704>2>;5=>ABV =0H8E :;Vє=BV2 =0H>N 

?@>4C:FVєN? (�4 L>4?BN 6V8 1 8B 5, 89 1 - ;B6EV@ A9 ;48B6B?9AV, 5 - 8G:9 

;48B6B?9AV) 

$>74V; 4: &5E=>;>3VG=V D0:B>@8  

10. /: H284:> =0H0 :><?0=VO 040?BCєBLAO 4> B5E=>;>3VG=8E 7<V= =0 

@8=:C? (�<59DVFP B8<A 64DV4AF) 

4C65 H284:> 

H284:> 

A5@54=L> 

?>2V;L=> 

4C65 ?>2V;L=> 

11. /:V B5E=>;>3VG=V D0:B>@8, =0 20HC 4C<:C, <0NBL =091V;LH89 2?;82 

=0 =0H5 ?V4?@8є<AB2>? (�59DVFP 8B 3-I 64DV4AFV6 45B A4C<LVFP E6V= 64DV4AF) 

2?@>20465==O =>28E B5E=>;>3V9 C 28@>1=8FB2V 
@>728B>: >=;09=-?@>406V2 B0 4V468B0;V70FVO 
V==>20FVW C ?@>4C:B0E G8 ?>A;C30E 
@>728B>: V=D>@<0FV9=8E B5E=>;>3V9 B0 :V15@157?5:8 

V=H5: ___________________________ 
12. !0A:V;L:8 206;828<8 є V==>20FVW B0 2?@>20465==O =>28E B5E=>;>3V9 

4;O CA?VEC =0H>3> ?V4?@8є<AB20? (�4 L>4?BN 6V8 1 8B 5, 89 1 - ;B6EV@ A9 64:?<6B, 
5 - 8G:9 64:?<6B) 

$>74V; 5: �>40B:>2V :><5=B0@V 
13. �C4L ;0A:0, ?>4V;VBLAO A2>W<8 4C<:0<8 I>4> V=H8E ?>;VB8G=8E, 

5:>=><VG=8E, A>FV0;L=8E 01> B5E=>;>3VG=8E D0:B>@V2, O:V, =0 20HC 4C<:C, 
206;82V 4;O =0H>3> ?V4?@8є<AB20:  

14. /:V :@>:8, =0 20HC 4C<:C, ?>B@V1=> 7@>18B8 4;O ?V428I5==O 
5D5:B82=>ABV C?@02;V==O 7>2=VH=V<8 D0:B>@0<8, I> 2?;820NBL =0 =0HC 
4VO;L=VABL? 

 



�>40B>: � 

&01;8FO �.1 

 5B>48G=5 70157?5G5==O >FV=:8 4Vє2>ABV @50;V70FVW ><=V:0=0;ь=>3> <0@:5B8=3C (EF6>D5=> 46F>D><) 

 5B>4 �<VAB <5B>4C �=AB@C<5=B8 $5:><5=40FVW 

 5B>48 

0B@81CFVW 

:>=25@AV9 

 >45;L >AB0==L>3> B>@:0==O 

 >45;L ?5@H>3> B>@:0==O 

�V=V9=0 <>45;L 

+0A>20 453@040FVO 

#>78FV9=5 107C20==O 

�;3>@8B<VG=0 <>45;L (=0 

>A=>2V AI) 

Google Analytics: ?@>?>=Cє @V7=V 107>2V <>45;V 

0B@81CFVW, B0:V O: >AB0==є B0 ?5@H5 B>@:0==O, 

;V=V9=0 <>45;L. 

Adobe Analytics: ?@>?>=Cє 1V;LH @>7H8@5=V <>45;V 

0B@81CFVW, 2:;NG0NG8 <C;LB8:0=0;L=C 0B@81CFVN 

B0 0;3>@8B<VG=V <>45;V. 

Rockerbox, Attribution App: A?5FV0;V7>20=V 

V=AB@C<5=B8 4;O 1030B>:0=0;L=>W 0B@81CFVW, 

2:;NG0NG8 <>6;82>ABV 4;O AI-0=0;V7C. 

�8:>@8AB>2C9B5 3V1@84=89 ?V4EV4 4> 0B@81CFVW: :><1V=C9B5 @V7=V 

<>45;V, B0:V O: ;V=V9=0 B0 0;3>@8B<VG=0, I>1 >B@8<0B8 710;0=A>20=C 

:0@B8=C 2=5A:C :0=0;V2. 

�@0E>2C9B5 4>268=C :;Vє=BAL:>3> H;OEC: 4;O :>@>B:8E H;OEV2 

(=0?@8:;04, V<?C;LA=V ?>:C?:8) >15@VBL <>45;L >AB0==L>3> 01> 

?5@H>3> B>@:0==O; 4;O 4>238E – 1V;LH A:;04=V 0;3>@8B<VG=V <>45;V. 

$53C;O@=> ?5@53;O409B5 <>45;L 0B@81CFVW: A?>6820FL:0 ?>254V=:0 

7<V=NєBLAO, B><C 206;82> 040?BC20B8 <>45;V 4> ?>B>G=8E C<>2 

@8=:C B0 :;Vє=BAL:8E ?>B@51. 

 5B>48 0=0;V7C 

40=8E 

�=B53@0FVO B0 C=VDV:0FVO 

40=8E (718@0==O 40=8E 7 

@V7=8E 465@5; 2 є48=C 

A8AB5<C) 

�030B>:0=0;L=89 0=0;V7 

40=8E 

�2VB=VABL C @50;L=><C G0AV 

Customer Data Platforms (CDP): B0:V O: Segment, 

Treasure Data – 718@0NBL V ?>є4=CNBL 40=V ?@> 

270є<>4VN :;Vє=BV2 7 CAVE :0=0;V2. 

Data Management Platforms (DMP): Oracle BlueKai, 

Lotame – 4>72>;ONBL C?@02;OB8 40=8<8 B0 

=0;0HB>2C20B8 0C48B>@VW 4;O ?5@A>=0;V7>20=>3> 

B0@35B8=3C. 

Google BigQuery, Microsoft Power BI: 4;O 71>@C B0 

0=0;V7C 25;8:8E >1AO3V2 40=8E 7 @V7=8E :0=0;V2. 

�=B53@C9B5 2AV 40=V 2 >4=C A8AB5<C: CRM, 0=0;VB8G=V V=AB@C<5=B8 

B0 <0@:5B8=3>2V ?;0BD>@<8 ?>28==V <0B8 є48=C B>G:C 40=8E, I> 

4>72>;8BL >B@8<0B8 FV;VA=C :0@B8=C. 

�0;CG09B5 V=AB@C<5=B8 2V7C0;V70FVW (=0?@8:;04, Power BI 01> 

Tableau), I>1 7@>7C<V;> ?@54AB02;OB8 @57C;LB0B8 4;O 

<0@:5B8=3>28E V :5@V2=8E :><0=4. 

�8:>@8AB>2C9B5 40=V 4;O I><VAOG=>3> 0=0;V7C: @53C;O@=89 

<>=VB>@8=3 4>?><030є ?>10G8B8 7<V=C B5=45=FV9 B0 H284H5 

040?BC20B8 AB@0B53VN. 
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�DB8B6:9AAO 8B84F>4 � 

�DB8B6:9AAO F45?<JV �.1 

 5B>4 �<VAB <5B>4C �=AB@C<5=B8 $5:><5=40FVW 
 5B>48 
28<V@N20==O 
:;NG>28E 
?>:07=8:V2 
5D5:B82=>ABV 
(KPI) 

$>7@0EC=>: CPA (20@BVABL 70 
4VN), CTR, CPC, CLV 

�8<V@N20==O ?>:07=8:V2 
;>O;L=>ABV :;Vє=BV2 (NPS, 
CSAT) 

Google Analytics, Facebook Ads Manager: 

2V4AB56CNBL ?>:07=8:8 5D5:B82=>ABV F8D@>28E 
:0<?0=V9 (CPA, CTR, CPC). 
CRM-A8AB5<8 (Salesforce, HubSpot): 4;O 
2V4AB565==O ?>68BBє2>W FV==>ABV :;Vє=B0 (CLV) B0 
C?@02;V==O :;Vє=BAL:8<8 2V4=>A8=0<8. 
SurveyMonkey, Qualtrics: 4;O >?8BC20=L I>4> 
;>O;L=>ABV :;Vє=BV2 (NPS, CSAT). 

"18@09B5 @5;520=B=V KPI 4;O :>6=>3> :0=0;C: =0?@8:;04, CTR V CPC 
4;O F8D@>28E >3>;>H5=L, NPS 4;O DV78G=8E <03078=V2. *5 4>72>;Oє 
>19є:B82=> >FV=8B8 2=5A>: :>6=>3> :0=0;C. 
�V4AB56C9B5 48=0<V:C KPI C G0AV: ?>@V2=N9B5 @57C;LB0B8 <VAOFL 4> 
<VAOFO 01> @V: 4> @>:C, I>1 28O2;OB8 B5=45=FVW B0 @503C20B8 =0 7<V=8. 
�8:>@8AB>2C9B5 ?>:07=8:8, I> 2V4>1@060NBL O:VA=89 0A?5:B 
270є<>4VW 7 :;Vє=B0<8, B0:V O: NPS V CSAT, I>1 <0B8 ?>2=5 CO2;5==O 
?@> 5D5:B82=VABL ><=V:0=0;L=>W AB@0B53VW. 

 >45;N20==
O B0 
:0@B>3@0DVO 
:;Vє=BAL:>3> 
H;OEC 
(Customer 

Journey 

Mapping) 

%B2>@5==O :0@B8 
:;Vє=BAL:>3> H;OEC 
(287=0G5==O 5B0?V2, G5@57 O:V 
?@>E>48BL :;Vє=B) 
�V7C0;V70FVO 
<C;LB8:0=0;L=8E H;OEV2 

Lucidchart, Microsoft Visio: 4;O AB2>@5==O 
2V7C0;L=8E :0@B :;Vє=BAL:>3> H;OEC. 
Smaply, Touchpoint Dashboard: A?5FV0;V7>20=V 
V=AB@C<5=B8 4;O <>45;N20==O :;Vє=BAL:8E H;OEV2 
C <C;LB8:0=0;L=8E AB@0B53VOE. 
UXPressia: 4>?><030є AB2>@N20B8 :0@B8 
:;Vє=BAL:>3> H;OEC 7 <>6;82VABN V=B53@0FVW 40=8E 
7 @V7=8E :0=0;V2. 

�@0E>2C9B5 2AV B>G:8 :>=B0:BC, =02VBL O:I> 2>=8 740NBLAO 
4@C3>@O4=8<8. �>6=0 270є<>4VO <0є 7=0G5==O V <>65 2?;8=CB8 =0 
:;Vє=BAL:5 @VH5==O. 
"=>2;N9B5 :0@B8 :;Vє=BAL:>3> H;OEC ?@8 7<V=V <0@:5B8=3>2>W 
AB@0B53VW 01> 2?@>20465==V =>28E :0=0;V2. 
�V7C0;V7C9B5 H;OE 4;O @V7=8E B8?V2 :;Vє=BV2 (=>28E, ?>ABV9=8E, 
;>O;L=8E), I>1 7@>7C<VB8, O: @V7=V A53<5=B8 ?@>E>4OBL H;OE 4> 
:>=25@AVW. 

 5B>48 
A53<5=B0FVW B0 
:>3>@B=>3> 
0=0;V7C 

�5<>3@0DVG=0 B0 
?>254V=:>20 A53<5=B0FVO 
�>3>@B=89 0=0;V7 4;O >FV=:8 
5D5:B82=>ABV ><=V:0=0;L=8E 
AB@0B53V9 

Google Analytics (Cohort Analysis): 4>72>;Oє 
74V9A=N20B8 :>3>@B=89 0=0;V7, I>1 ?>10G8B8, O: 
@V7=V 3@C?8 :;Vє=BV2 270є<>4VNBL 7 :0=0;0<8 7 
G0A><. 
CRM-A8AB5<8 (Salesforce, HubSpot): 4>72>;ONBL 
A53<5=BC20B8 0C48B>@VN 70 @V7=8<8 :@8B5@VO<8. 
Mixpanel, Amplitude: V=AB@C<5=B8 4;O ?>25-
4V=:>2>W 0=0;VB8:8, 2:;NG0NG8 :>3>@B=89 0=0;V7. 

%B2>@N9B5 >:@5<V AB@0B53VW 4;O :>6=>3> A53<5=BC 0C48B>@VW, 
7>A5@546CNG8 <0@:5B8=3 =0 :>=:@5B=8E ?>B@510E B0 V=B5@5A0E 3@C?. 
�=0;V7C9B5, O: @V7=V :>3>@B8 :;Vє=BV2 @503CNBL =0 <0@:5B8=3>2V 
:0<?0=VW, I>1 287=0G8B8, O:V :0=0;8 ?@0FNNBL :@0I5 4;O ?52=8E 
3@C?. 
#@>2>4LB5 :>3>@B=89 0=0;V7 =5 @V4H5 >4=>3> @07C =0 :20@B0; 4;O 
@>7C<V==O 7<V= C ?>254V=FV :;Vє=BV2, I> 4>72>;8BL H284:> 
040?BC20B8 ><=V:0=0;L=C AB@0B53VN. 
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�DB8B6:9AAO 8B84F>4 � 

�DB8B6:9AAO F45?<JV �.1 

 5B>4 �<VAB <5B>4C �=AB@C<5=B8 $5:><5=40FVW 
 5B>48 
?@>3=>7=>W 
0=0;VB8:8 B0 
HBCG=>3> 
V=B5;5:BC (AI) 

#@>3=>7C20==O :>=25@AV9 B0 
:;Vє=BAL:>W ?>254V=:8 
#5@A>=0;V7>20=5 
B0@35BC20==O 70 4>?><>3>N 
AI 

Google Cloud AI, IBM Watson, Amazon Forecast: 4;O 
?>1C4>28 ?@>3=>7=8E <>45;59 B0 ?5@A>=0;V70FVW. 
Adobe Sensei, Salesforce Einstein: AI-DC=:FVW 4;O 
?5@A>=0;V70FVW <0@:5B8=3>28E :0<?0=V9 B0 0=0;V7C 
:;Vє=BAL:>W ?>254V=:8. 
Looker, Tableau: V=AB@C<5=B8 4;O ?@>3=>7C20==O B0 
2V7C0;V70FVW 40=8E 7 <>6;82>ABO<8 AI-0=0;VB8:8. 

�8:>@8AB>2C9B5 AI 4;O ?5@A>=0;V70FVW <0@:5B8=3>28E ?>2V4><;5=L, 
I>1 ?V428I8B8 @5;520=B=VABL :>=B5=BC 4;O @V7=8E A53<5=BV2. 
#@>3=>7C9B5 B5=45=FVW =0 >A=>2V VAB>@8G=8E 40=8E, I>1 :@0I5 
?;0=C20B8 <0@:5B8=3>2V :0<?0=VW B0 C?@02;OB8 1N465B0<8. 
!0;0HB>2C9B5 @53C;O@=V >=>2;5==O ?@>3=>7V2, I>1 2@0E>2C20B8 
=>2V B@5=48 B0 D0:B>@8, O:V <>6CBL 2?;8=CB8 =0 ?>254V=:C :;Vє=BV2 

 5B>48 
B5ABC20==O B0 
>?B8<V70FVW 

A/B B5ABC20==O 4;O 
?>@V2=O==O @57C;LB0BV2 
@V7=8E AB@0B53V9 
 C;LBV20@V0=B=5 B5ABC20==O 
(MVT) 4;O >?B8<V70FVW 
:>=B5=BC =0 @V7=8E :0=0;0E 

Google Optimize, Optimizely: V=AB@C<5=B8 4;O A/B B0 
<C;LBV20@V0=B=>3> B5ABC20==O, O:V 4>72>;ONBL 
?>@V2=N20B8 5D5:B82=VABL @V7=8E 25@AV9 :>=B5=BC. 
VWO (Visual Website Optimizer): 4>72>;Oє 
?@>2>48B8 B5ABC20==O @V7=8E 20@V0=BV2 :>=B5=BC B0 
48709=C =0 A09BV. 
Hotjar, Crazy Egg: V=AB@C<5=B8 4;O 71>@C 72>@>B=>3> 
729O7:C B0 2V4AB565==O ?>254V=:8 :>@8ABC20GV2. 

#@>2>4LB5 A/B-B5ABC20==O =>28E :0=0;V2 G8 :@50B82V2 ?5@54 
<0AHB01C20==O<, I>1 287=0G8B8 WE=N 5D5:B82=VABL. 
�0AB>A>2C9B5 <C;LBV20@V0=B=5 B5ABC20==O 4;O @V7=8E 5;5<5=BV2 
><=V:0=0;L=>W AB@0B53VW, =0?@8:;04, B5:ABV2, 703>;>2:V2, G0AC 
@>7A8;>:, V 28:>@8AB>2C9B5 283@0H=89 20@V0=B. 
�18@09B5 B0 0=0;V7C9B5 40=V 7 B5ABV2, 0 B0:>6 4V;VBLAO @57C;LB0B0<8 
7 CAVєN <0@:5B8=3>2>N :><0=4>N 4;O ?>40;LH>W >?B8<V70FVW 
:0<?0=V9. 

 5B>48 71>@C 
72>@>B=>3> 
729O7:C B0 
0=:5BC20==O 
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