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MOJEJII TOBEJAIHKH CIIOKUBAYIB Y OMHIKAHAJIBHOMY
CEPEJOBMILII

Y cmammi posenadaemocs 3navenns eusuenHs noeOiHKU CHONCUBAYIB K BANCIUBUL ACHEKM
dopmysanHs OMHIKAHATLHOI cmpame2ii MmapkemuHzy Oisi e@heKmueHo20 6NAUBY HA CHONCUBYY
ayoumopilo; ananizyemvcs 6NAUE YUPPOBUX MEXHONO2iU HA NOBEOIHKY CHOXCUBAYIE 6 YMOBAX
OMHIKAHANILHO20 MAapKemunzy; OOTPYHMOBAHO KIIOHU08i HUHHUKY, WO 6NIUBAIOMb HA NOBEOIHKY
CHOJICUBAYIB 8 YMOBAX OMHIKAHATLHOCMI, (DAKMOpu ce2MeHmayii CHONMCUBAYI8 8 OMHIKAHAIbHOMY
KOHMeEKCMi; Memoou 3anyyeHHs KIIEHMIB, Wo 0036018€ GUOLIUMU MOOeNi NOBEOIHKU CNONCUBAUIE Y
OMHIKAHATbHOMY cepedosuwyi. Busnaueno OCHOGHI MoOeni NOGeJiHKU CHOJICUBAYI8 8 YMO08AX
OMHIKAHANbHO20 MapkemuHey. Poskpumo egpexmusnicmo omuikananvhoi cmpamezii mapxemunzy, saxa
3anexcums 6i0 GUKOPUCMAHHS HO80 MEePMIHON02IL, NiOX00i8 Ma NOKA3HUKIE.

KirouoBi ciioBa: MOBEJiHKA CIIOKHBA4iB, MOJENI IOBEIIHKH CITOKHMBAYiB, OMHIKaHAIbHUI
MapKEeTHHT, IIU(POBI TEXHOJOT11, OMHIKaHAJIbHA CTPATETisl.
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IlocTanoBka mpobiemMH B 3arajJilbHOMY BHUIUIAAL Ta il 3B’30K 3 BasKJIMBUMU
HAYKOBUMHM a00 NPaKTHYHUMHM 3aBJaHHsAMH. CydacHuUH pPHUHOK MapKETHHIOBUX
KOMYHIKaIill XapaKTepu3yeThbCsl PO3BUTKOM LHU(POBUX MIaTGOpM Ta IHTErpalli€l0 OHJANH 1
ornaiiH kaHaiB B3a€EMOIIi 3 KJIIEHTAMH.
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MapkeTHHr i TUpPOBI TEXHOIOTI1 Tom 9, Ne 2, 2025

AJDKe cydacH1 TIOKYMII 3HAYHO BiJIPI3HSIIOTHCS BiJl TUX, SIKUMH BOHH OYyJIM KiJIbKa POKIB
TOMY, BOHU TIOCTIHHO NOTPeOyIOTh HOBOI iH(popMalii Ta 6axaroTh OTPUMYBATH Ii 3 PI3HUX
JUKepes, TOMY Cy4acHUX CIOXKHBadiB HA3WBaIOTh OMHIKAHAJbHUMH, 1 BOHH MalOTh OyTH
npiopuTeTOM Ui OpeHMiB, OCKUIbBKM NpUOYTKM KOMHaHii (OPMYIOTBCS dYepe3 MpHU3My
«3aI0BOJICHOTO CIIOKKBaya», TOOTO OGi3HEC MOBUHEH OPIEHTYBATUCS HA KIIIEHTA, 8 MAPKETUHT
— Ha OYiKyBaHHS 1 Oa)KaHHSI KJTI€HTIB.

Metoaomorist JOCIiKEHb MOJIeNIel TTOBEAIHKH CIIOKUBAYiB y chepi OMHIKAaHAIBHOTO
MapKETUHTY BUIIIY€e BaXIUBI 3aBIaHHS, BiJl TOYHOTO BU3HAYCHHS LUILOBUX ayIUTOPINA 110
BJIOCKOHAJICHHS CTpaTeTid KOMYHIKAIlli B pI3HUX KaHaax, auke IMU(POBl IHCTPYMEHTH J1aI0Th
MOYKJIMBICTh CTBOPIOBATH MEPCOHAI30BaHI CTpaTerii, OIIHIOBaTH €(PEKTUBHICTh KaMIlaHii Ta
aJlanTyBaTH CTpATeTii IMiJl 3MiHIOBaH1 MOTPEeOH CIIO’KUBAYIB.

Huni, nmimkwtan TexXHONOTIT 3MIHMIM TPAAMIINHI MTIXOAH 10 MapPKETHHTOBUX
KOMYHIKAIlii 1 CTaad MpaKkTUYHO OCHOBHOK (OPMOK B3aeMOJii MK OpeHaamMu Ta
CIIOKMBAaYaMH, aJDKE JO3BOJIIIOTH OpeHaaM MiATPUMYBaTH Oe3NepepBHUN 3B 30K 31
CIIO’KMBaYaMH, MiJBUIIYBATH iX JIOSUIBHICTG 1 3aly4aTd HOBUX KIi€HTiB. Ha oCHOBI 1boro, B
yMOBaxX OMHIKaHAJIbHOTO MAapKETHHTY, BIIOYyJHMCS 3MIiHM Yy TOBEMIHII CHOXHBAdiB, SKi
CTOCYIOTBCSI CIIOCO0O1B MOKYIIKH, BIIHOIIEHHS 10 OpEH/IiB, OUiKyBaHb LIOJ0 SKOCTI Ta CepBicy,
BCE II€, BUMArae BJIOCKOHAJICHHS METOMIB JTOCIIPKEHHS CIIOKUBAIIbKOI MIOBEAIHKH, PO3POOKU
HOBUX MIXO/IB 10 MEPCOHANI3allii MApKETUHTOBUX KaMIIaHii Ta aHalli3y TPEHIB y MOBEIIHII
CIIOKMBAYiB. AHali3 MOJENCH MOBEMIHKH CIIOKUBAYiB CTAa€ BCE OUIBII aKTyaJIbHUM Yepe3
TpaHcopMaIlito TpaAuLiIHHUX MIAXO0/1B 10 MAPKETUHIOBUX KOMYHIKAIIil Ta iHTerpalito HOBUX
mudpoBux miathopm. bisHEC Mae po3ymiTH, SIK CIIOKMBAYi MOEJHYIOUYH OHJIAMH 1 odiaifH
JIOCB1/I OPIEHTYIOTHCS B PI3HUX KaHallaX KOMYHIKallli, a BUKOPUCTAHHA Cy4yaCHUX LU(POBUX
IHCTPYMEHTIB JI03BOJISIE€ IM TOYHO BiZICTEKYBATH IMOBEIIHKY CIIOKHMBAYiB 1 iXHI ynoq00aHHSI.

[IpakTuuHe BUpIIICHHS 3aBJaHHS BUKOPHUCTAHHS IU(POBUX I1HCTPYMEHTIB IS
e(pEeKTUBHOTO BIUIMBY Ha CIIOKHWBYY AayJHUTOPil0, IOCTI[UKCHHS MOJENeH IOBeIiHKH
CIO’KMBAYiB B YMOBaX OMHIKaHaJIbHOCTI JOMOMOXKE MapKEeTOJoraM TOYHIIIEe MPOTHO3YBaTH
noTpedu CroXuBayiB, (GopMyBaTH e(QEKTHBHI OMHIKaHAJIbHI CTpaTerii MapKeTHHTY Ta
MOKPAIyBaTH B3aEMOJIIIO 3 KIII€EHTaMH, 110 MiABUIIUTH KOHKYPEHTOCTIPOMOXHICTh Oi3HECY.

AHaJi3 ocTaHHiX gociailzkeHb 1 myOaikaniii, B SIKUX NOKJIAJeHMIl T0YATOK
BUPIIIEHHIO 1aHOI NPo0JieMH i HA AKi CIUpPaeThbCsl ABTOP. AHaI3 OCTaHHIX JOCIHIIKEHb 1
nyOmikaliid MoA0 BIUIMBY IU(GPOBUX TEXHOJOTIH Ha IMOBEAIHKY CIIOKHBA4ylB B YMOBax
OMHIKAHAJIbHOTO MAapKETHUHTY IOKa3ye TEHJIEHII0 O 3pOCTarouoi BaXJIMBOCTI IU(PPOBHX
IHCTpYMEHTIB A (opMyBaHHS €(PEKTUBHUX MapKETHHTOBUX cTparerii. B octanHi poku
BiJI3HAYAE€THCS 3HAYHUI PO3BUTOK HAYKOBUX JOCIIIKEHb, IKi CIIPSIMOBaHI Ha BUBYCHHSI 3MIH Y
MOBE/IIHIII CIIO’KMBAYIB Yepe3 IHTErpallito pI3HUX KOMYHIKAI[IITHUX KaHaliB (OHJIAH 1 0¢uiaiiH)
Ta BIUIMB IU(PPOBUX TEXHOJOTIH Ha MPUNHATTS pillleHb MOKYIISIMHU, 30KpeMa TMpalli BYCHUX
AOnynaesa P., I'aiiBanosu4 H. B., I'punesuy JI.B., Cmotposa JI.B., binoyc C.I1., Cynpys JI.A.,
[Tepenenuni €.B., [Ipockypuina H.B., bectyxepa C.B., Ko3zy6 B.O., Ky6amescbkoro O.€.,
Boitrouu H.B., Ky3smak O., I'asisamu B., Knimosuy O.M., boxko FO.B. 1 iHmmx.

laitBanoBuuy H. B. [4] 3a3Hauae, mo TpaaumiiiHi (odnaitH) marasuHu Oynu i
3aJMIIATHMYThCS BRXKIIMBOIO CKJIaIOBOIO YaCTHHOIO iHPPACTPYKTYPH CIIOKUBUYOTO PUHKY, aje
y BIANOBIIb Ha CTPIMKI 3MIHM 30BHILIHBOTO CEPEJOBHIIA Ta iHHOBaIlii B iH(popMaliiHo-
KOMYHIKalliiHi cdepl y4YyaCHHUKHM pO3APIOHOrO pPHUHKY TIOBMHHI AaKTHBI3yBaTHUCS U
PO3IIUPIOBATH apceHal MAPKETUHTOBUX IHCTPYMEHTIB B3a€MO/Iii Ta BIUIMBY Ha CIIOKHBAYiB.
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IIpockypuina H.B., becryxesa C.B., Ko3y6 B.O. [7] mocmimkyBaiu TIOBEIIHKY
CHOXHBA4YiB B yMOBax IH(POBI3aIlii €KOHOMIKM YKpaiHH, MOCHJICHHS TIJ00ali3aniiHoro
BIUTMBY 1 ITiJIBUIIICHHSI PiBHSA HECTAO01IHFHOCTI Ta HEMPOTHO30BAaHOCT1, HUMU OYJI0 JIOBEJICHO, 110
CIIOKMBaYi, sIK1 BII4yBAIOTh IMEPCOHATI30BAHUI MiX1/l, OLIBII JIOSUTBHI 40 OPEH/IB 1 CXUIIBHI
3MIMCHIOBATH MOBTOPHI MOKYIKH. OKpeMHUM HaIIPSIMKOM € JTOCITIIPKEHHS IOCB1Ty KOMIaHiH, sKi
e(eKTUBHO IHTETPYIOTh U (POBI Ta (i3UYHI KaHATH KOMYHIKalii, CTBOPIOIOYM Oe3nepepBHUN
1 32JIOBUTbHUI KOPUCTYBAIIbKUH JOCBIiJI.

Sk mokaszye mpans Ky6Gamescekoro O.€. [13], BUKOpUCTaHHS OMHIKaHAJIBLHOTO
MapKETHUHTY IiJIKPECITIOE€ BAXIIMBICTh TIIMOOKOTO PO3yMIiHHS MOTPEO ayAUTOPii, 10 T03BOJISE
ONTUMI3yBaTl MAapKETUHTOBI 3yCHUJUIS, IiJIBUIIYBAaTH pPiBEHb 3a0BOJCHOCTI KIIEHTIB 1
MIATPUMYBATH JIOSTILHICTD CIIOXUBAYiB Yy JJOBTOCTPOKOBIHM MEPCIICKTUBI.

BoiitoBna H.B. [3] po3rasHyTo MapKEeTHHTOBI CTparterii, sKi TmependadaroTh
BUKOPUCTAHHS IE€PEBIPEHUX MAapKETUHIOBUX TAaKTUK JUId 3alydyeHHs KiieHTiB. HaseneHo
OCHOBHI KpPOKH, SIKi JOHNOMOXYTb PO3POOMTH BIACHY YCIIIIHY MapKETHHIOBY CTpAaTETiio
BUKOPHUCTOBYIOUYH LIU(PPOBI TEXHOIOTI.

Kyspmak O. [14] akumeHTye Ha BaXIMBOCTI €(QEKTHBHOTO BUKOPUCTAHHS
MapKETHHTOBUX TEXHOJOTIH, sSki O BpaxoByBaJIM pPI3HOMAaHITHI YMHHUKH 30BHIIIHBOTO
cepenoBuIna Ta crenudiky (GpakTopiB ippalioHaIbHOI MOBEIIHKH CIIOKHWBAYiB; 3a3HAYaE, 110
OIHUM 13 1HCTPYMEHTIB 3a0e3le4YeHHs MepelyMOB KOHKYPEHTHUX IiepeBar cy0’ ekTa
rOCIOJapIOBAaHHS, 3MIIIHEHHS IMIJKY € B3a€MOJIis 3 ICHYIOUMMH Ta MOTCHIIHHUMH KIIIEHTaMHU,
3aJy4eHHs Ta yTPUMAaHHS CII0KHMBAYiB, PO3BUTOK A1aJIOTy Ta BITHOCUH 3 KJII€EHTaMH.

Kpim Toro, y poborax mioo BIUTMBY HH(PPOBHX TEXHOJOTIH Ha CIOXHBALBKY
NOBEJIHKY aKTHUBHO pO3IVISIIAIOTHCS MUTAHHSA BHMKOPHCTAHHS IITYYHOI'O IHTEJEKTY Ta
AQHAJIITUKY BEJIMKHUX JAHUX JUTS TIOKPAIEHHS] MApKETHHIOBHUX CTpaTeriil. Sk 3a3Haydae y cBOix
nocmimkennax, lamsma B. [5], KmimoBuu O.M. boxko FO.B. [8], mTyuHuii iHTenekrt
JoroMarae OpeH/iaM y peaJbHOMY 4aci aJjanTyBaTH CBOI CTpaTrerii KOMyHIKallii 3 KJIi€HTaMu,
nepeadayaTy iX MOBEIIHKY Ta 3a0e3nedyBaTd OUIbII TOYHE CIPSIMYBaHHS MapKETHHTOBHX
3yCHIIb.

binoyc C.II., Cynpyn [.A., Ilepenenuus €.B [2] aHanizyloTh BUKIMKH, [TOB’5I3aH1 3
YOPOBAPKEHHAM 1HHOBAlIMHUX IHCTPYMEHTIB, TaKUX SIK IUITYYHUH IHTEJEKT, BEJUKI JaHI,
aBTOMAaTH3allisl Ta TMepcoHati3allis KOMYHIKallii, pO3MNIANaloTh MEPCIeKTHBU I1HTerpaiii
nU(GPOBUX TEXHOJIOTIM JUIsl 3alydeHHs] HOBHUX CIOXHUBYMX cerMeHTiB. OcoOnuBy yBary
NPUJUIEHO PoJii 1HHOBaWid y (opMyBaHHI IEpCOHANI30BAHUX MApPKETUHIOBHMX CTpaTerii Ta
BUKOPHUCTAHHIO COL[IaJIbBHUX MEpeX, MOOUTbHOTO MAPKETUHTY W aHAJIITUKU BEJTMKUX JIaHUX.

€ 1 pan iHmMX nyOmikamii, fKi aKIEeHTYIOTh yBary Ha BaXJIMBOCTI I1HTerparii
TpaaAuLIHHUX 1 HU(POBUX KAHAIIB y CTpaTerii OMHIKaHAJIbHOI'O MApPKETUHTY. JlochmiKeHHs
NOKa3aliy, 110 B YMOBaXx, KOJIU CIIO’KMBayi B3aEMOIIOTH 3 OpeHIaMu uepes IeKiIbKa miathopm
(comianmbHi Mepexi, BeOcailTH, MOOLIBHI JOJATKH), BiIOYyBAa€ThCA 3HAYHA 3MiHA IXHBOTO
JocBiqy Mokymnok. Tak, iHTerpaiist oHiaifH-1 oaiH-KaHallIB 03BOJsiE OpeHaM He TiIbKU
30UIPIIMTH €(EKTUBHICTh MAapKETUHTOBUX KaMIMaHii, a ¥ MOJIMIIWTH SKICTh B3a€MOAIl 3
KJiieHTamMu. HaykoBIll MpoJOBKYIOTh JOCIHIKYBaTH BIUIMB HOBUX LIU(POBUX IHCTPYMEHTIB Ha
e(eKTUBHICTh MAPKETUHIOBUX KaMIIaHii, 0COOJIMBO B yMOBax MIBUAKOI TpaHC(hOpMallli pUHKIB
1 moTped crokuBauiB. OAHAK, MOEIi TOBEIHKH CIIOKHBAUIB Ta iX JOSUIbHICTh B KOHTEKCTI
OMHIKaHAJIBHUX CTpaTeT1i T0C1 HEOCTaTHHO BUBYCHI.
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BupainenHs HeBUpIIIEHUX paHillle YaCTHH 3arajbHoi Npo0IeMu, KOTPUM IIPUCBIUY€ThCS
CTaTTs. Y CTaTTi BUAUIIOTHCS KUJTbKA HEBUPILIICHUX paHillle YaCTHH 3arajibHoi MpoOsieMu, 110
CTOCYIOThCS IIOBE/IHKH CIIO’KMBAYiB B yMOBaX OMHIKaHAJIbHOI'O MapKETUHTY. 30KpeMa, BILUIUB
MOBEIHKM CIOXKMBaUiB Ha 1MOOYNIOBY OMHIKAHAJBHUX CTPATETid MapKETHUHTY: MOCIIKCHHS
B3aemMonii MDK (i3MUHMMH Ta [OUPPOBHUMH KaHAJAMH; CETMEHTallii CHOXXHBadiB B
OMHIKaHaJIbHOMY KOHTEKCTI; HE JOCTATHHO BU3HAYEHO METPHKH, SIKi JO3BOJIAIOTH BUMIPIOBATH,
K P13H1 KaHaJIM B3a€MO/I11 BIUVIUBAIOTh HA JIOSUIBHICTh CIIOXKMBAYIB, IXHIO IOKYTIKY Ta 3arajbHe
CHOpUHHATTA OpeHIy; 3aJUIIAl0ThCS HE BHBYCHHMMH B JOCTaTHROMY 00Cs31 MeToau
MepCcoHaIi3aIlii JOCBiy CIOXKHMBAa4YiB B YMOBaX, KOJU BOHH MOXYTh 3JIMCHIOBATH MOKYIIKH
yepe3 pi3HI KaHaIM Ta JOCHIHKEHHS ICUXOJIOTIYHMX AaCHEKTiB MEepexoJy MK OHJIaiiH Ta
odnaiiH ceperoBHILIaMH, 30KpeMa, YOMY II€BHI CIIOKMBayl BIAJAIOTh IepeBary KOHKPETHUM
KaHaJlaM B3aeMOJii a00 3MIHIOIOTh CBOi 3BHYKHU 3aJI€KHO BiJ] KOHTEKCTY, MOJIEINI MOBEIIHKA
CIOKMBAYiB Ta iX JIOSUIBHICTH B KOHTEKCTI OMHIKAHAJbHUX CTpAaTeriif, € HeIOCTaTHbO
BUBYCHHMH.

i HeBUpiIIeH] YaCTUHU IPOOIEMHU CTAHOBIISATH OCHOBHUM (DOKYC CTATTi, OCKUILKA BOHU
JIO3BOJISIFOTH OUTBIII IETAIBHO JTOCTIAUTH MEXaHi3MU OMHIKaHAJIBHOI MMOBEIIHKU Ta CIPUSIOTH
PO3po01Ii HOBUX CTpATeriil Al KOMIaHIi y Cy4acCHOMY MapKEeTUHTOBOMY CEPEIOBHIIIL.

@opMy./TI0BaHHS MeTH CTATTi (IOCTAaHOBKA 3aBJaHHs). MeTor CTarTi €
JMOCTIPKeHHS 3MIH Yy TIOBEIIHII CHOXXKMBa4yiB B yMOBaX OMHIKaHAJILHOTO MAapKETHHTY,
BU3HAYCHHS KIIOYOBUX (DaKTOpiB BIUTMBY Ha BHOIp KaHANIB KOMYHIKamii Ta 3IiHCHEHHS
MOKYTIOK, a TAKOXK aHaji3 BIUIMBY OMHIKaHAJIbHHUX CTpaTeriii Ha eEeKTUBHICTh B3aEMOIT MiXkK
OpeHJamMu Ta CIIOKUBAaYaMH. 3aB/JIaHHSAMH, SKi MAlOTh OYTH BUKOHAHI B MPOIIECI JOCITIKESHHS,
€. BU3HAUUTH CYTHICTb OMHIKAHaJIbHOI'O MAapKETHUHIYy Ta HOro OCHOBHI XapaKTEpUCTUKH;
MpOoaHaTi3yBaTH 3MIHU Y TIOBEJIHIII CITO)KMBAUYiB B KOHTEKCTI BUKOPUCTAHHS PI3HUX KaHAIB
B3aemMo/ii (OHJalH, odaitH, MOOUIBHI JOJATKH TOIIO); BUSBUTH (PaKTOPH, SKi BILTUBAIOTH Ha
BUOIp KaHAJIB KOMYHIKaIii Ta 3IHCHEHHS MMOKYIOK CIIOKMBa4YaMU B YMOBaX OMHIKaHAJIBHOT
CTparerii; OLIHUTH POJb TNEpCOoHANI3alii Ta 3pPY4YHOCTI MOKYNOK B OMHIKaHAIbHOMY
CepeIOBUIII; JOCIIUTH BIUIMB OMHIKaHAJIbHUX CTPATErii Ha JOSUIBHICTh CIIO’KMBAYIB 1 HA IXHI
CHOXHBYI 3BUYKM; HAJAaTH PEKOMEHJALil MO0 ONTHUMI3allii MAapKETUHIOBUX CTpaTerid uis
e(heKTUBHOI B3aEMO/II{ 3 CYYaCHUMH CITO)KMBAaYaMHU B yMOBaX OMHIKaHAIBHOCTI.

BukiageHHs1 OCHOBHOIO MaTepiajay JOCTIAKEHHSA 3 NOBHHM OOIPYHTYBAHHAIM
OTPMMAHHUX HAYKOBHX pe3yJbTaTiB. Y CydyacHOMY CBITI BaXJIMBO OyJyBaTH CTpaTeriyHi
BITHOCUHH 3 KJIiI€EHTaMU 4epe3 OpenauHr. KilieHTH XouyTh BiUyBaTu cebe 4aCTHHOIO YOroCh
OUIBIIOT0, HDK MPOCTO IOKYNKa TOBapy 4M mociayrd. EmouidHuii 3B’S30K 3 OpeHAoM,
NO3UTUBHUH IMIJDK Ta KOPIIOpAaTHBHA COLiaJibHA BIAMOBIIAIBHICT CHPHUSIOTH (HOPMYBAHHIO
nosnpHOCTI [4]. B yMoBax IHTepHET-MapKeTHHTY, OpeH/], MaloYH JOJaTOK, BUKOPUCTOBYE HOTro
K JI0AaTKOBUI CTUMYJIATOP MPOAXKIB, IK KApTKU JUIs1 OOHYCIB 200 HAaKOIMMYEHHS 3HIKOK. J[71s1
CTUMYJISIT 3M1IMCHEHHST TTOKYIIOK Yepe3 J0JIaTOK KJIIEHTY MPOMOHYIOThCS JTOAaTKOBI OOHYCH
ab0 3HMXKKH, SKIIO BiH 3pOOMTH 3aMOBJIEHHS 3a HOro JOMOMOrow. BpeHauHr nae 3mory
AaKTUBHO CTHUMYJIIOBATH MPOJaXi 3a JOMOMOror0 push-moBiIOMIIEHb, K1 TOBIIOMIISIIOTH IIPO
akuii 1 HaAXOJKEHHs TOBApiB y HEHaB sA3MBiM Gopmi, cxoxkill Ha mopagy abo JOMOMOry y
BHOODI.

OMHiIKaHaTBHUI MapKETHHT CTaB KJIIFOUOBUM ITiXOJ0M Y B3aEMOJIiT MiXK OpeHIaMu Ta
cnokuBayamu. BiH mepenOadae iHTerpaiio pi3HUX KaHaliB KOMYHIKallli, TAKUX SK OHJIAliH
wiatpopMu, MOOUIBHI JOJAaTKH, COIiaJbHI Mepexi Ta (i3W4YHI Mara3uHu, IO J03BOJISE
CIOKMBayaM B3a€MOJIATH 3 OpeHJaMH uepe3 pI3HOMAaHITHI TOYKH JOTHKY. 3MIHH, IO
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B1I0YyBalOTHCS HA PUHKY, TAKOXK 3MIHIOIOTh CaMy MOBEAIHKY CIOKUBAa4iB, BOHU CTAJIX OUIbII
BUMOTJIMBUMH Ta BUOIPKOBHMH y CBOEMY JTOCBiJli TIOKYTIKH.

OMHIKaHaIBHICTh (aHen. omnichannel) — 1€ TOEIHAHHS Ta CHHXPOHI3AIS PI3HUX
KaHaJliB, 30KpeMa OHJIAlH Ta oduiaiiH, 3a SKUMHU KIIEHT MOKE KOHTAKTYBaTH 3 OPEHIOM TaM 1
Tak, sSK WoMy 3pydHo. HaliBakiuBiimie, IO NMpU IbOMY 30€piraeTbcs MOINEpeaHs 1CTOpis
KomyHikamii [1].

B yMoBax oMHiIKaHaJIBLHOCTI CIIOYKKBaUi O1IbIIIE HE 0OMEKYIOTHCS OJTHUM KaHAJIOM TIPH
3IHCHEHHI MOKYTOK, BOHM MOXYTb I10YaTH MOKYIIKY B IHTEpHET-Mara3uHi, a 3aBepIIUTH ii B
odnaitH-marasuni, ado HaBmaku (puc. 1). Lle 3ymoBiItoe moTpedy y cTBOpEHHI «0e3IIOBHOTO»
JIOCBITY JIJIsl KJTIEHTIB, A¢ iH(GOpMaIIis 1 JOCBII MOKYIKH JIETKO MEPEXOATh BiJl OJJHOTO KaHAITY
10 1HIIIOTO.

® po0JIIO MOKYNKH y oduIaifH Mara3uHax

® pOoOJIIO MOKYNKH y oduIaifiH Mara3uHax, aje
oOuparo oHIaiH

POOITIO TOKYIIKK OHJIAHH

= po0JII0 MOKYIKU OHJIAH , ane o0uparo y
odaitH MarazuHax

= poOIIIO MTOKYIIKH MO-Pi3HOMY

Pucynox 1 — [IpuiHATTS pilieHHs PO MOKYIKY CIOKUBAYaMHU B YMOBaX OMHIKaHAJIbHOCTI
Jlxepeno: po3po0ieHo aBTOpaMu 3a pe3yIbTaTaMHu OMUTYBaHHS ™

*Byno mpoBeneHo onuTyBaHHS cepen 202 PECHOHIEHTIB, SIKE BKIOYAJIO YOTHUPH
OCHOBHI BIKOBI Tpymiu: 10 19 pokiB — 48 pecnionaeHTiB (24%); 20-45 pokiB — 75 (37%); 46-65
pokiB — 47 (23,5%) Ta 32 ocobu BikoM 65+ (15,5%).

besmoBHuit KOpUCTYBalbKUI JOCBI (seamless user experience) — I1e Mpoiec B3aeMo/Iii
JIOJUHU 3 MOOUIBHMM 3aCTOCYHKOM, caiiToM a0o I1HIIMM IU(GPOBUM HPOAYKTOM, SIKHH
BiJI0OYBa€THCS TUIABHO, O€3 mepedoiB a00 He3pyUHOCTEH.

Takum 9MHOM, B YMOBaX OMHIKaHAJFHOTO MAapKETHHTY MOBEIHKA CIIOKMBAYiB CTalla
OUIBII THYYKOI, KOMIUIEKCHOIO Ta OaraTtokaHanbHOIO. CHOXKMBadi MalTh MOKIIHUBICTh
B3a€EMOAIATH 3 OpeH/aMu Yepe3 Pi3HI KaHalM, 110 CTBOPIOE BUMOTY 110 Oi3HeciB OyTH OUIbII
a/IalITOBAaHUMHU 1 THYYKMMHM Yy CBOIX CTpaTeriix MapKeTUHTy. BaxiuBumu acmnekramu €
MepCcCoHai3aIlis JOCBiAY, 3pYYHICTh BUKOPUCTAHHS KaHaJ1B KOMYHIKAIIil Ta IHTerpallisi OHJIaitH
1 odmaiin nocsigy. Tomy OpeHau, K1 YCHIIIHO MOETHYIOTH I1i €1eMEHTH, MAOTh OLJIbIIIe ITAHCIB
Ha 3aJly4€HHS 1 YTPUMAaHHS JOSJbHUX KJIIEHTIB y Cy4YaCHOMY KOHKYPEHTHOMY CEpEIOBHIII.
BaxnBoro pucoro MOBEIIHKU CIIOKMBAviB € BUCOKUN piBEHBb MEpPCOHai3allli Ta OUiKyBaHHS
HIBUAKOCTI 1 3pyYHOCTI y B3a€EMO/I1i 3 OpeHaamu.

To610, OMHIKaHAJIBHUI MAPKETHHT — 1€ MiJXi[, PH SKOMY Oi3HECH BUKOPHUCTOBYIOTh
KIJIbKa KaHaJIB 1 B3aEMOIIT 3 KI1€HTaMU, 11100 3a0e311eYn T OE3II0BHUH 1 B3a€EMOMOB ’ I3aHUI
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JIOCBIJ] TOKYIOK 4epe3 Bci moctymHi miargopmu (pi3uuHi Mara3uHd, OHJIAHH-KaHAIH,
MOOUIBbHI JOJATKH, COLIaJIbHI MEPEXi, EIEKTPOHHA MOIITA TOIIIO).

VY 11bOMy KOHTEKCTI pO3yMiIHHS YHHHUKIB, 0 BIUTMBAIOTH HA MTOBEAIHKY CITOKHBAYiB B
OMHIKaHaJIbHOMY CEPEIOBHILI € KIIFOYOBUM JUIsi OpPMYBaHHS MOIEIICH TOBEIHKU CIIOKHBAYiB
Ta pPO3pOoOKH e(EeKTUBHUX OMHIKAHAJIBHUX MApPKETHMHTOBUX CTpAaTerid, sKi TO3UTHBHO
BIUIMBATUMYTh Ha TOBEIIHKY CHOXHBadiB, OyIyTh CHpPSMOBAaHI Ha IMOKpAIIEHHS CIIOCO0Y
B3a€EMOJIII CHOKMBAYiB 13 OpeHJaMH Ta PO3BUTOK €(PEKTHMBHUX KaHAJIIB MapKETHHTOBOI
KOMYHiKariii [6].

Y TpamuiniiHOMy MAapKETHHTY TIIOBEIIHKA CIOXKMBA4YiB 3aJIGKUTh BiJl IXHBOTO
CBITOTIISAY (BUXOBaHHS, BPO/DKCHUX OCOOJIMBOCTEH) Ta Bij 30BHINIHIX YAHHUKIB BIUTMBY Ha
Hei. [loBemiHKy crnokuBadiB (OPMYIOTh Taki ()aKTOpPH SK IICHXOJIOTIYHI Ta OCOOMCTICHI,
COLIIOKYJBTYpHI Ta ()aKTOPU CUTYaLIHHOTO BIUIMBY, KOMILJIEKC MAapKETHUHTY IiIIPUEMCTBA-
BUPOOHUKA YH MPOJIABLS IEBHOTO TOBApY.

Kito4oBi YMHHMKH, OO0 BIUIMBAIOTh HA TMOBEAIHKY CHOXKHBAadiB B OMHIKaHAJIBHOMY
cepenosuili [1; 4; 6; 12]:

1. JlocTymHICTh Ta 3py4HICTh KaHATIB KOMYHIKAIIi.

HoctynHicTh iHdopMalii Ta MOXIUBICTH MUTTEBOTO MOPIBHSIHHS TOBAapiB Yepe3 pi3Hi
KaHAJIM J1a€ MOYKJIMBICTh CIIOYKUBAYaM 3pydHillIe TOCITKYyBaTH MPOYKTH, TOPIBHIOBATH IiHHU,
YUTATH BIATYKH 1 MpUAMATH pIlIEHHS Ha OCHOBI KoMIUlekcHoi iHpopmarii. Kpim Toro,
iHTEerpaIiss OHJIaH Ta OQaifH JOCBIAY MO3BOJISIE KOMITAHISIM Kpalle PO3yMIiTH MOTPeOu
CIIO’KMBAYiB 1 Ha/1aBaTH M O1NIbIIE 1HINUBITyaIbHUX MPOTO3ULIIH.

2. Tlepconamizarist 1OCBiay.

Haganus nepconanizoBaHoro nocBify (iHAMBiAyallbHI MPOMO3UIT Ta 3HIKKH) — 1€
OJIUH 13 Haile(heKTUBHIMINX CIIOCOOIB YTPUMaHHS KITI€HTIB. BUKOpHCTaHHS TaHUX PO MHUHYIII
MOKYNKHU KJIIEHTA, JAaHUX PO MOBEAIHKY MOKYIIIB Ha PI3HUX KaHallaX, Horo iHTepecH Ta
nepeBaru 03BoJIsie OpeHaM CTBOPIOBATH Ta MPOMOHYBATH CIICIialIbHI MTPONO3HIIii, IKi oMy
OynyThb IiKaBi, LI0 3HAYHO MiABHINYE HMOBIpHiICTH moOKynkH. I[lepconanizoBani email-
PO3CHWJIKH, MPOTPAMH JIOSIILHOCTI YH CIICHiabHI 3HUKKHU JIONIOMAraroTh HE JIUIIE 301UIBIITUTH
Npojaxi, aje i MOKPaIUTH PiBEHb 33JJ0BOJICHHS KJIIEHTIB, CTBOPIOIOYM OibIll e(hEeKTUBHY Ta
NEPCOHAII30BaHy B3a€MO/III0. YTPUMYBATH KJIIEHTIB.

3. CormianbHuil BIUIMB Ta OHJANH-BIATYKH.

HasiBHICTD BIArYKiB, PEWTHHIIB Ta PEKOMEHAALl € BaXJIMBUM (HAKTOpOM st
OPUNRHATTA PilIEHHS PO MOKYNKY Ta 301UIbIICHHS MOKYIOK CIoXKUBadaMmu. J[is 3a10BoIeHHS
noTpedU CHOXKMBadl 4acTO 3BEPTAIOTHCS J0 OHJIAMH-BIATYKIB Ta Mopaj JApy3iB 1 3HaOMUX,
nepul HixX 3pooutu mokynky. CorianbHi Mepeki TakoX BIUIMBAaIOTh HAa BUOIpP CIOXKUBAUiB,
aJke peKOMEHJAIll] BiJ] IHIIUX KOPUCTYBayiB 4acTO MalOTh OUIbILY JIOBIPY, HIK TpaaulliiiHa
pexnama. Tak, 3riHO JgaHUX JociipkeHHs kommanii Datareportal 3a 2024 pik, 82%
YKpalHChKUX MIJIPUEMCTB BUKOPHCTOBYIOTh COLIIAJIbHI MEpEXi Ui HPOCYBaHHS CBOET
npoaykuii i nocayr. Ipu ipomy, 63% 13 LUX MIAOIPUEMCTB BiA3HAYAIOTh MO3UTUBHUM BIUIUB
COLIIaJIbHUX MEPEX Ha piBeHb MPOoJIaxkiB, a 58% — Ha piBeHb BII3HaBaHOCTI OpeHay [15].

Hagaroun ximieHTaM MOXKITUBICTH BHUCJIOBIIOBATH CBOi MOOAXKaHHS Ta BIATYKH, Oi3HeEC
CTBOPIOE aTMOC(Epy B3aEMOPO3YMIHHS Ta AOBipH. BaXMBO He Nnilie OTpUMyBaTH 3BOPOTHHI
3B’A30K, aJie i pearyBaTu Ha HHOTO, 1110 MiJIBUILY€E PIBEHb 33JJ0BOJICHOCTI KIII€HTIB.

4. MoOu1bHI TEXHOJIOTIT Ta IHTErpallis KaHaJiB.

3pocratoye BUKOPUCTAHHS CMapTQOHIB JUIs TMOKYNOK CTaBUTh Ha Teplie Micle
aJanTainilo CcaiTiB 1 Mara3uHiB J0 MOOUIBHUX MPHUCTPOIB. IHTerpamis pi3HUX KaHaIIB
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KOMYHIKaIlii, TaKUX SK OHJAWH-Mara3uHh, MOOUTbHI JOJATKH, COIliabHI Mepexi 1 (i3udHi
TOYKHU MPOJIAXKY, ToTIoMarae 3a0e3neunTH OE31I0OBHUH JOCBI] TS MTOKYTILIB.

[3 BpaxyBaHHSM YUHHUKIB,

10 BIINIMBAKOTb Ha l'IOBeI[iHKy

CHOKUBAa4YiB B

OMHIKaHAJIbHOMY CEpEJOBHII HEOOXiJTHO MPOBOJUTH CETMEHTYBaHHS CIIO)KMBaYiB 3a
dakTOpaMu CEerMeHTallli BOXJIMBUMH B YMOBaX OMHIKAHaJIbHOCTI. YCIIITHA CErMEHTAaIlis
CHOXHBA4YiB B OMHIKaHAJIbHOMY KOHTEKCTI J103BOJIsi€ OpeHaaM e()eKTUBHO aJalTyBaTH CBOi
cTparterii Ta 3a0e3MmeynuTH OUIBII MEPCOHAI30BAaHUMN 1 3pYYHHMI JTOCBIJ JJIA KITIEHTIB 4epes3
BIIMOBIAHI KaHamu. PosrisHeMo QakTopu cerMeHrarlii CroXMBadiB B OMHIKaHATBHOMY
KOHTEKCT1 y Tad. 1.

Tabauis 1 — [Ipuknaau cerMeHTallli CoKMBavyiB B OMHIKaHAIBHOMY KOHTEKCTI

Knacudikamiitna Hassa Kanam
XapaKTEepUCTUKH CEIMEHTY IIpuknan
03HaKa CETMCHTY B3aeEMOJIIT
BHCOKA TCXHIYHA MOOLITBHI CIIOKMBAY IIyKae
TeXHITHO 0013HaHICTh, AKTUBHE IOJATKH, aKIIifiHI TOBapH B
Texniuna mimroropeni | BAKOPHCTAHHA MOOUTBHHX OHJIalH- IHTEpHETI, 3aMOBJISIE
MM ATOTOBIIEHICTE TIOKHBATI IONATKIB 1 OHJIAIH- MarasuHH, gepe3 MOOLTEHIHA
wIaThopM, MOCTiiHe corianbHi JOJATOK 1 Bimpasy
MOPIBHSAHHS IPOJIYKTIB Mepexi 3a0upae iX y Marasusi
. . colianbHi
IBUKI, CIIOHTaHHI MEDESKL CTIIOKWBa4 Oa4ynB
. . MTOKYIIKH, 9aCTO POKL, peKIaMHUiT TOCT B
IMITyJIBCHBHI MOO1IBHI .
Tum moxkymok . 3HIKYIOTHCS Ha TIPOYKTH Instagram i ompasy
MOKYIIIII S JTOIaTKH,
gyepe3 pekiiamy abo BUTiTHI OrIAMH KYIHB TOBap depes
MPOTO3HUITT N— MOOLTBHHUH T0IaTOK
BHCOKA JIOSUTBHICTB IO ¢biznuni CIIOXXHBAY KyITy€e
TloSIBHICTS 110 HOSUIBHI KOHKPETHHUX 6peHz[@.1'3, MarasuHH, MIPOAYKIIiIO ymo?neHorq
Gpennin CHOKABAi MOKYIIKa PO TYKIIi OHJIAIH- OpeHy K OHJIAiH, TaK i
P MIOCTIHHO BiJI TOTO CaMOTo wiatdopmu odrnaiiH, KOPUCTYIOUHCH
OpeHay Yepe3 pi3Hi KaHAJIH OpeHiB BCiMa HOoro KaHajiaMu
. . N CIIO’KBa4Y BUKOPHUCTOBYE
. BUOIp TOBapIB i MOCITYT OHJIalH- S JBHKOP 4
CITO’KMBaYi, P Ppi3HI MOOITBHI TOTATKH
CriokuBYa . . 3aJIEXKUTH BiJ IHOBUX MarasuHH, o
. Opi€HTOBaHi o P JUTSL TIOIYKY HAWKpaIux
MOBEIIHKA . MIPOMO3HUIIiH, AKTUBHO MOOLTBHI 2 -
Ha [iHYy TIPOTIO3HUIIIH 1 BUT1THUX
HIYKAIOTh 3HMKKH Ta aKIlil JIOIATKH
3HIKOK
. . . CITO’KHMBAY OTPUMYE
CIIOXWBAYi, | MIYKAIOTh IEPCOHAII30BaHI e COHaJ'IiSOBaHI;?,HI/}II)KKI/I
Iarepec no SIKi MIHYFOTh MIPOTIO3HIIiT Ta email- pqe o3 email mics
nepcoHai3anii MepcoHaiza | IHIUBIAyaIbHUH MiAXIT Bi/ MapKETHHT p o .
Hito Gperin peecTparii Ha caifTi

OpeHIy

Jlxepeno: y3araibHeHO Ha ocHOBI [4; 10; 11; 12]

B yMoBax OMHIKaHaJIbHOCTI, CErMEHTAllii NMOBHMHHA BpPAaXxOBYBaTH, SIK CIIOXHMBaul
BUKOPUCTOBYIOTh Pi3HI KaHaJIU Ta B SKUX CUTYyallisIX BOHM HAJalOTh IepeBary OJHOMY 4
IHIIOMY KaHaily Ta0i. 2.

Tabmuis 2 — CerMmeHTanisl CroXUBaylB MapKeTIICHCIB YKpaiHu B OMHIKaHAJIbHOMY

KOHTEKCTI
Bikosi TexHiuHO . . CnosxuBaui, CroxxuBaui, SKi
. . IMmynbcuBHI JlosnbHi . . .
KaTeropii, [ ArOTOBJIEH] . . OpIEHTOBaHI Ha LIHYIOTh
X . TTOKYTIIII CIIO)KHMBaYl . .
POKIB CIIOKHMBaYl LiHY TIEPCOHATI3AIII0
10 19 96 % 14 % 9 % 73 % 15 %
20-45 93 % 39 % 37 % 41 % 36%
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[Iponos:kenHs Tabi. 2
46-65 88% 13% 44 % 35% 38 %
65+ 64% 6% 35% 62 % 19 %

Jlxepeno: po3po0IeHO aBTOpaMU 3a pe3yJibTaTaMH ONUTYBaHHS

Jlyis aHami3y KymiBeJIbHOT MOBEIIHKH CIIOKHBadiB MapkeTiuieiciB Ykpainu (Rozetka,
Olx, Kasta, Ammo, Prom, Epicentr)B oMHiKaHaIbHOMY KOHTEKCTI HamMH OYJIO TPOBEIECHO
onutyBaHHs 202 pPEeCNOHJCHTIB, SIKE OXOMUJIO YOTHPU OCHOBHI BIKOBI Ipymnu: 70 19 pokiB —
24% pecnionaentis; 20-45 pokiB — 37%; 46-65 pokiB — 23% Ta 16% — Bik 65+, ToO6TO Haie
JOCITIJKEHHSI OXONWJIO YOTHPH IOKOJiHHS: 0e6i-Oymepu (1943-1963 pp.), mokominus X
(1964—1983 pp.), nokomiaasa Y (1984-2003 pp.) Ta nokomiaHs Z (3 2004 p.).

Sk BuAHO 3 TabnMii 2, OCHOBHOIO TPYNOI0 KOPHCTYBayiB BiIOMHX YKpPaiHCBKUX
MapKeTIUIeiciB € oau BikoMm 20—45 pokis. Ha npyromy miciii — BikoBa kareropis 10 19 pokis,
- 1€ TIOKOJIIHHS € OUIBII «OIU(pPOBAaHUMY, ajJe B €JIEKTPOHHIN KOMepLii BOHO MOCTYMAEThCS
oM BikoM 20—45 pokiB yepe3 MEHILy KyHiBelIbHY CIIPOMOKHICTb.

3a pe3ynbTaTaMH ONUTYBAaHHS, HAHOUIBIIE KOPUCTYIOTHCS MEpeBaraMu eIeKTPOHHOI
KOMepIIii mpeIcTaBHUKHU MOKOJIiHb Z, Y Ta X. 30KpeMa, MOKOJIiHHS Z 3/1e01IbIIOr0 3aMOBIISIE
OJIAIT, B3YTTSI Ta aKCecyapH, TOBapH ISl IOMY, KHUTH, iTpH; TOKOJIIHHSA Y — OJST, B3yTTS Ta
aKcecyapu, KOCMETHKY Ta MOOYTOBY XiMit0, TOBapH AJIsl JOMY, AUTSUIl IrPALIKU; TTOKOTIHHS X
— TOBapH ISl AOMY, IOOYTOBY TeXHIKY, KHUTH, OJIST Ta B3yTTs. bebi-OymMmepH He € aKTHBHUMHU
OHJIAMH-NOKYHISIMU, aJle 1HKOJIM KYIYIOTh IOOYTOBY TE€XHIKY, TOBapH JAJs IOMy Ta MEJIU4YHI
npenapatd. 36% NpeACTaBHUKIB IBOTO TOKONIHHS HIKOJIM HE 3AIHCHIOBAIA CaMOCTIHHO
nokynok B [ntepHeri. Cepes ouTaHUX NPEICTaBHUKIB MOKOMIHHSA Z, 55% KyIyroTh TOBapH Ha
Binomux mapketmieiicax (Olx, Kasta, Rozetka, Prom), 45% —y comianeaux mepexax. OnuTasi
MPEICTAaBHUKU MTOKOJIIHHS Y pOOJISATH MOKYIIKH SK B [HTepHETI, Tak 1 B oduiaiiH-Mara3uHax.

CTBOpeHHsI MIIHUX BIIHOCHH € OZHMM 3 (akTopiB, IO 3abe3rnedye 3pOCTaHHS
penyTarii OpeHIy, OCKUIbKU MOCTIHHI KJIIEHTH — II€ HE JIMILEe JIIOJMHA, 10 CUCTEeMaTUYHO
KOPUCTYETHCS TOBApaMH Ta TOCIYyraMH, a ¥ CBOEPIAHUN TPEACTAaBHUK MPOIYKTY (aIBOKAT
OpeHny). 3a10BOJICHHUH MOKYIIEIb, B OLIBIIOCTI BUIIA/IKIB TOPEKOMEH/IY€ TOBAp CBOIM JIPY3sIM,
poAuHi, 1 MOKE€ MPUTATHYTH JAOCUTh 3HAYHUX KIIEHTIB. {151 3amydeHHs] HOBUX KIIIEHTIB B
OMHIKaHaJIbHOMY CEPEIOBHUII HEOOX1HO MPOBOIUTH JIeTalbHUM aHaNi3 [HTepHeT-MapKeTHHTY
(IpKUTAN KaHaIB 3aJy4YeHHs! KIIIE€HTIB), MICIS YOro MOYMHATH PO3POOKY OMHIKaHaJIbHOT
MapKETHHTOBOI CTpaTerii, M0 JO03BOJUThH 3IYYUTH HEOOXiIHY ayAUTOpII0 Ta IiJABHIIUTH
TIOTTUT Ha TOBAap KOMIMaHii, Y1 HOTro OKpeMy KaTeropiro.

Kananu 3amy4eHHs KIIEHTIB (auen. acquisition channels) — 1€ pi3Hi TOYKH 10YaTKOBOT
Ta HE TUIbKU B3a€MO/I1i OpeHy 3 MOTEHIITHUMHU KilleHTaMU. [HIuMu croBamu, 11e miathopMu
(abo micist), uepes Kl KOMIaHist MPOCyBa€e MPOIYKTH 4M cepsicu [1].

Cepen OCHOBHHX METOIB 3aJTy4€HHS KIIE€HTIB BUAUTAIOTHCS [2; 12; 14]:

SEO (Search Engine Optimization) — onTuMizaiisi caiTy A MOUIYKOBHX CHCTEM.
3aBISKM TPABMIBHOMY BHKOPHCTAHHIO KITFOYOBHX CIIB Ta MOKPAIICHHIO CTPYKTYpH CaHTy,
613HEC MOJKe MiJIBUILIUTH BUIUMICTb B IHTEPHETI.

SMM (Social Media Marketing) — mpocyBaHHs OpeHIy 4Yepe3 COollialibHI MEpexl.
[Tnatrdopmu, Taki sk Facebook, Instagram, LinkedIn, 103Bosit0TE HE TIIBKK peKIaMyBaTH
MIPOJIYKIIIFO, aJIe ¥ B3AEMOJIISITH 3 KIIIEHTAMHU B PEXKUMI PEATBHOTO Yacy.

KoHnTekcTHa pexinaMa — MBUAKUA CHOCIO MPUBEPHYTH yBary MOTEHLIMHUX KIIIEHTIB
Yyepe3 TapreTOBaHi OTOJIOMICHHS, 1110 3’ SIBIISFOTHCS MPH MOITYKY MEBHUX TOBAPIB YH MOCIYT.
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ToOTo, OMHIKaHaJIPHA CTpaTeTisl BUMarae BiJ OpEHIIB BUCOKOTO PiBHS oprasizamii i
Y3rOJKCHHSI CBOIX KOMYHIKallild Ha BCiX kKaHanax. Lle Bkirowae B cebe amanrailiro 0 3MiH y
CHOXHMBYUX BIOJO0AHHSX, MOCTIHHE OHOBJICHHSI MApPKETUHTOBUX CTPATETil Ta BUKOPUCTAHHS
HOBITHIX HU(POBUX IHCTPYMEHTIB JJIsl aHANI3Y Ta MIPOrHO3yBAHHS MOBEIHKH KIIIE€HTIB.

[udposi TexHONOrIi CTalOTh OCHOBHUM JPAaBEpPOM 3MiH y TOBEIIHII CIIOKHBAYiB,
OCKIUJIBKM BOHHU 3HAYHO PO3IIUPIOIOTH JOCTYM A0 iH(opMaIllii, CIpONIyIOTh MPOLECH MOKYITKU
Ta B3a€MOJII 3 OpeHJaMH, a TaKOX JIO3BOJISIIOTH NIEPCOHANI3YBAaTH JOCBIJ CIIOKHMBa4a 4epes
aHaimiz Woro ymogo0aHb Ta TOBEOIHKM. 3aBISKH IIbOMY CIIOKMBAdi CTalOTh OLIbII
BUMOTJIMBUMH, TMParHydd 10 OE3IOBHOI Ta 1HTYITMBHO 3p03yMiioi B3aeMoii 3 OpeHIaMu
yepe3 pPi3HOMaHITHI KaHalW, SIK OHJIAWH, Tak 1 odaifH, a OMHIKaHAIBHUHN MIAXiJ JO3BOJISIE
OpeHIaM JOCATTH OUTBII TIIMOOKOT Ta TPUBAJIOT B3aEMO/IIT 3 KiTieHTaMu. 301p Ta aHaJli3 METPUK
OIIHKY TOBEJIHKU CIIOKHMBAYiB B YMOBaX OMHIKaHAIHHOI'O MApKETHHTY J03BOJIsiE OpeHIam
rUOIIe PO3YMITH TOBEIIHKY CIOKMBAYiB, OLIHIOBATH €(DEKTHUBHICTh IXHIX MapKETHHTOBHX
CTpaTeriii i mpuiiMaTe OOTPYHTOBAHI PIlICHHS JJIs BJOCKOHAJICHHS B3aEMOJIIT 3 KIIEHTAMH B
YMOBaX OMHIKaHAJIbHOCTI1, OPMYyBaHHS OMHIKaHAIbHOI MAPKETUHIOBOI cTparerii (Tadm. 3).

Tabnums 3 — [loka3HUKM OLIIHKHM MOBEIIHKH CIIOKHBAadiB B YMOBaX OMHIKaHAJIIbLHOTO

MAapKETHHIY

TToxa3Huk

Ommuc

BrunB Ha JIOSIIBHICTB Ta
CIPUUHATTS OpeHy

SIK BUMIpIOETBCS

YacroTa NOKyInok
(Purchase Frequency)

YacToTa, 3 KO KIICHTH
3MIMCHIOIOTh  TMOKYIKH
Yepes pi3Hi KaHAIN

BHUCOKaA 4acCTOTa IMOKYIIOK
MOXC BKa3zyBaTH Ha
JIOSUIBHICTD CITOXKHBaya

KIJIBKICTh  TIOKYIIOK Ha
OJTHOTO KJII€HTa uYepes3
KOKEH KaHal 3a NEeBHUU

mokymok (Repeat
Purchase Rate)

TTOBEPTAIOTHCS
3IHCHEHHS TOKYTIKH

IS

CBIYUTH IIPO JOSIIEHICT
KJIIEHTIB

nepion
. .. BIIHOWIEHHS  KIJIBKOCTI
.. .. . | BUCOKHI1 KoeimmieHT . .
KoedirieHT moBTOpHUX MPOLIEHT ~KIEHTIB, SKi MOKYIIIB, AKI 3AIHCHUIN
MOBTOPHUX MOKYTIOK

OinmpIre OnmHIET TMOKYTKH,
0 3arajdbHOI KIJIBKOCTI
KJIIEHTIB

KoedimieHT BinMoB
(Bounce Rate)

BIICOTOK  BiJBiTyBadiB,
SKI TOKHMJAIOTH KaHa, HE
301MCHUBIIHN KOIHOI [l

BHUCOKHN KoeimmieHT
BiZMOB, HETATUBHO
BIUIMBAE HA JIOJIBHICTH

NPOLEHT KOPHCTYBaYiB,
SKi TOKMHYJIH CalT 4u
JIOZIATOK 0e3 B3aeMoIil

Inmexc 3a10BOIEHOCTI
kiienTiB (CSAT)

OIL[iHKA CHOXKHUBaYaMHU
TXHBOTO JIOCBiY
B3a€MOJIi1 3 OpeHI0M

BUCOKUUI piBeHB
3a/I0BOJICHHST BKa3ye€ Ha
JIOSUIBHICTE CITOXKHBaya

OIlIHKa  3aJI0BOJICHOCTI
KJIIE€HTIB (HaNpuKiIaj, 3a
mkaior 1-5 abo 1-10)

CyMa BCIX B3aEMOMINA 3

BHCOKA JIOBipa ITiIBUIILy€E

YacroTa B3acMOJIiH i3 KIUIBKICTE B3acMOJii | Oinbina KIJIBKICTh N
. . OpeHaoM 3a  MEBHUH
openmom (Channel KITiEHTa 3 OpEHJIOM 4uepe3 | B3aeMOJIii  BKa3zye Ha . .
. .. . mepiox  uepes  pi3Hi
Interaction Frequency) Pi3HI KaHAIH JIOSIBHICTB CIOKHBavda
KaHaJn
HeteprmMicTs 110 TOTOBHICTh CIIO)KMBAdiB | BHIIA TEPHUMICTh IO | OI[IHKA KJIII€HTaMH
mpobuem (Tolerance to mpobayntd  mpobiemu | mpobdiem CBIUUTH | TOTOBHOCTI  IpOOavYHUTH
Issues) OpeHIy BKa3Y€ Ha JIOSUTEHICTh Openay npobieMu
PiBens moBipu 110 OLIHKAa pIBHA JOBipH OIIiHKa JIOBIpH 10 OpeHITy

1HIITUM

OpeHay

openny (Brand Trust KIi€HTIB 10 OpeHay Ha . yepe3 ONUTYBaHHSA YU
Level) OCHOBI iXHBOTO JTOCBiILy JOATBHICTE 1HIII METOIH

OILlIHKA r“MoBipHOCTI | Bucokuii NPS cBiguuTh | OIliHKa, HACKIJIbKHA
Net Promoter Score TOTO, o KIIEHTH | TPO JIOSUTBHICTH KIIIEHTIB | HMOBIPHO, IO KIEHTH
(NPS) MTOPEKOMEHAYIOTh OpeHA | 1 MO3UTHUBHE CIIPUHUHATTS | pEKOMEHAYBAaTHMYTh

Openn (mkana 1-10)
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[Iponos:xkenHs Tab. 3

Bapricts npuadaHHs . HHM3bKa BapTICTh IpHU | BapTiCTh MapKETHHTOBUX
. BapTICTh 3aydeHHS . . .,
KJIi€HTa Yepe3 KaHaIH . BUCOKIH JOSUIBHOCT] | KaMIaHiii Ha  KaHau,
L HOBOTO KIIIEHTA 4epe3 . . .
(Customer Acquisition BKa3zye Ha e(EKTHUBHICTh | MOJUICHA HA KUIBKICTh
KOJKCH KaHaJl B3aEMOIi ; - _
Cost per Channel) OMHIKaHaJIBHOI CTpaTerii | HOBUX KIEHTIB

Jlxeperno: y3araapbHeHO Ha OCHOBI [12; 13; 14]

OmiHka TOBENIHKM CIIOKMBAa4iB B OMHIKaHAJIbHOMY MAapKETUHTY BHMAarae
KOMILJIEKCHOTO ITIXO0y, IO BKJIIOYA€E aHaIi3 0araToKaHaJIbHOCTI, EpCOHaNI3allli, 3pyYHOCTI
MOKYIIOK, €MOIIIHOTO JOCBily Ta colianbHUX (akTopiB. bpeHmu, siki BMiIOTh €(EKTUBHO
IHTETpyBaTH Il AaCMEKTH, OTPUMYIOTh MOMJIMBICTh CTBOPIOBAaTH OiJbII THYYKI Ta
MIEPCOHATI30BaHI CTpATETii MAPKETUHTY, IO CIPHSIE IMiIBUIICHHIO 33 JOBOJICHHS CIIOKUBAYIB 1
3MIITHEHHIO iXHBOT JIOSTIBHOCTI. [li MOKa3HUKHM MOMOMAararoTh JETadbHO OI[IHUTH TOBEIIHKY
CHOXHBA4YiB B OMHIKaHAJIbHOMY MapKETHHTY, IO J03BOJIIE OpeHJaM ONTHUMI3yBaTH CBOIO
CTpATeriio, BAOCKOHAIIOIOYM B3a€EMOJIIIO 3 KIIEHTAMU 4Yepe3 Pi3HI KaHAIM Ta IMiABUIIYIOYH
JIOSUTHHICTE 1 €EKTUBHICTH MAPKETHHTOBHX 3YCHIb (pHC. 2).

B BiaBinanu Be6-caiiT 70

B [TepernsiHyau Bizeo 61,5
C : 60
TEKHUIIN y COIlAJIBHUX Mepemax

B BiBifany CTOPiHKY y COLIaTbHUX Mepexkax

50
B [IpounTany eleKTPOHHOTO JIUCTA 200 PO3CHIKY

3aBaHTaXMIH a00 BUKOpHUCTAJIU 101aTOK

40
B Bukopucrany KHOIKY «Ilopimutrcsy y comianbHiit
Mepexi Ha BeO-calTi
B Brixopuctanu QR-koz, HagaHUi KOMIIaHIEIO
30
B HaTHuCHY/IM Ha PeKJIaMHE OTOJIOIICHHS OpeHIy y 23,629 9
comiabHii Mepexi
B HaTyCHYIIH Ha OHJIAiH-OrOJIOIICHHS Ha BeO-caiiTi 20
8,1
: e 162154151151 5
B 3anuuinig Biaryk abo orsisi Ha BeO-caiTi 3,8 1.7
11,4
M 3a/1a)¥ TUTaHHS |y COIiaNbHII Mepexi 10 8.4 7 6
B [IpUNMHUIN CTEKUTH 38 OPEHIOM Y COLianbHii
Mepexi
B [Tpoyuranu 6101 0

Pucynox 2 — B3aemonis cioxkuBauiB 3 MapkeTIuieiicamMu YKpaiHnu

Jxepeno: po3pobsIeHO aBTOpaMH 3a PE3yJIbTaTaMH ONUTYBaHHS *

*OnuryBaHHs poBeeHO cepe 202 PeCIIOH/ICHTIB, AKI HaJISKaJIX JI0 YOTUPHOX OCHOBHHX BIKOBUX TPYIL:
1o 19 pokiB — 48 ocib (24%); 20-45 poxkiB — 75 ocib (37%); 46-65 poxkiB — 47 ocib (23,5%) Ta 32 pecnoHmeHTH
BikoM 65+ (15,5%).

BpaxoBytoun BIIMB LU(POBUX TEXHOJOTIH Ha IMOBEAIHKY CIIOKHMBaYiB, KJIIOYOBI
YUHHUKY, 110 BIUIMBAIOTh HAa TOBEJIHKY CIIO’KMBAa4yiB B YMOBaX OMHIKAHaJIbHOCTI, METOAU
3aJIy4eHHs KJIE€HTIB, (aKTOpH CerMEeHTallii CIOXKHMBAaYiB B OMHIKaHAJIbHOMY KOHTEKCT1, MOKHA
BHUJIUTUTH MOJIEJI TOBEIIHKHU CIIOKMBAYIB Y OMHIKaHAJILHOMY CEPEIOBHIII, 5K BPaXOBYIOTh
pPI3HOMAaHITHI acCHeKTH TOBEIIHKM Ta OMHIKaHANbHWNA TiAXia. Po3ymiHHS mMOBediHKH
CIIO’KMBAYIB JIONIOMAararoTh 0i3HEcaM Kpalle po3yMiTH CBOIX KJIEHTIB, IPOrHO3YBATH IXHI il
Ta popMyBaTH €(eKTUBHI cTpaTerii MapKeTUHry (Tadi. 4).
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Tabmuis 4 — Mogeni noBeliHKY CII0KUBayiB B OMHIKaHAJIbHOMY CEpEIOBHUIII

THYYKOI'O KaHally

THYYKICTh BUOOPY /IS TIOKYTIOK

Monenb .
) OCHOBHI XapaKTEPUCTHKH IMpuknan
TOBE/IIHKH
Monens . . . . | crioxuBa4 mIykae y (i3WdHOMY MarasmuHi,
TOIIYK 1 TOPIBHSHHSA y O(aiH-MarasuHi, .
0araToeTamrHoro . . mo0 TepeBipuTH UM Macye/momo0aeThCs
oopMIICHHS TOKYIIKH B OHJIAIH KaHATI . .
mpouecy TOBAp, aje KyIlye B IHTEPHET MarasuHi
o . CIIOXKHBAY BUKOPHCTOBY€ MOO1ITBHAI
Mognens BHUCOKa MOOIUTBHICTP MDK KaHAJIAMH,

JOJATOK JJIS TIOKYTIKH KaBH, a IOTiM 3a0mpae
3aMOBJIEHHS B MarasuHi

Monens iHTerpamiss oHJaiH 1 odriailH JIOCBimy, | CIIOKMBAY KYIy€ OJT B IHTEpHET-MarasuHi, a

IHTErpOBaHOTO OIMHUI Tmpollec TOKYNKA uYepe3 Bci | MOTIM moBepTae abo oOMiHIOE TOBap Yy

JIOCBiy KaHaJIU ¢i3nuHOMY MarasuHi OpeHy

Monens MepcoHadi3alis dYepe3 /JaHi IOKYIIOK, | OHJIaifH-MarasuH NpPOIOHY€ MepCOHai30BaHi

MIEpCOHAJII30BAaHOI | BUKOPUCTaHHS peKoMeHzalii Ta | 3HWKKM Ta TOBapH Ha OCHOBI IONEpPEaHIX

B3aEMOi CreliaJbHUX IPONO3HILIH TIOKYTIOK 200 meperyisiiiB

Monens L . CIIOJKMBa4 TNEperyisifac BIATYKHM Ha caiTi i

. KoMOiHaIlsl ¢i3udHOTO Ta IH(pPOBOro N .

3MIIIaHOTO . . 3aMOBJISIE IPOYKT OHJIAlH, a MOTIM 3abupae
. JOCBily, OaraTokaHaJbHA B3aEMOJIis . )

JOCBiTy TOBap y (hi3MYHOMY MarasuHi

Monens B3a€EMOJiI B pI3HWHA dYac dYepe3 pi3HI | CIOXWBa4 OayUTh pPEKIAMHAH TMOCT Y

ACHHXPOHHOTO KaHAIM, OKpeMi eramd B3aeMonil 0e3 | coumMmepexax, a 4Yepe3 Kijlbka JHIB KyIye

JOCBiTy TPHB’SI3KH 0 KOHKPETHOI'O MOMEHTY TOBap 4Yepe3 MOOUIbHUIT JOJaTOK OpeHIy

Jl>xepeno: BiIacHi TOCIIIKEHHS aBTOPIiB

Bunmn wMomeneil TMOBEMIHKM CIIOXKHUBAYiB BiOOpaKaroTh Pi3HI CIOCOOM, SKUMU
CIOKMBa4Yl MOXYTh B3a€MOMISATH 3 OpeHIaMH, BUKOPHCTOBYIOUM OMHIKaHaJIbHUM MiAXig.
BaxnmBo, mo0 KoMIaHii amanTyBaJid CBOi CTparerii, 3a0esmeuyroun O€3MIOBHY Ta
HEPCOHANI30BaHy B3a€MO/IiI0 Ha BCIX eTanax HUIAXY MOKYIILS.

Bu3HaumBImIM MOJENi TIOBEMIHKH TMOTCHIIMHUX KIIE€HTIB, SIKi JOMOMOXYTh Kpalie
3pO3yMITH, K CHOKMBa4l B3a€EMOJIIOTH 13 OpeHIOM depe3 pi3HiI KaHAIM MOXKHa (OpMyBaTH
OMHIKaHaJIbHY MapKETHHI'OBY CTpATerilo, sika J0MoMarae OpeHaaM 3pO3yMITH pi3HI Tpynu
CBOIX KIII€HTIB 1 afjanTyBaTH KOMYHIKAI[il0, IPOMO3HIIil Ta KaHaIu B3a€MOJii BIAMOBITHO 10
notped Ta ynogo0aHb KOKHOI IPYIIH.

OMHiKaHaJIbHA MapKETUHIOBA CTPATErisd — 1€ CTpaTeris MapKeTHHTY, 110 nepeadavae
IHTErpaliio Ta B3aEMO/II0 BCIX KaHaJIIB KOMYHIKaIli Ta MPOJaXy, sIKl KOMIIaHisl BAKOPUCTOBY€E
JUTSL B3AEMOJIIT 3 KIIiEHTaMH, 3a0e3Medyroun O0e3IOBHUN TOCBIA IS CIIOKHUBAUiB, HE3aJIEKHO
B1JI TOTO, UM WJIETHCS MPO OHJIANH 4K OdJIaiiH KaHAIH.

Komu crpateris peani3yeTbcs, BaXJIMBO MaM ATaTW MpO YTPUMAHHS KII€HTIB, Y
Cy4acHOMY KOHKYPEHTHOMY CEpEIOBHINI, — II€ TOJIOBHE 3aBIAaHHS ISl KOXKHOTO Oi3Hecy,
HE3aJIeXKHO B1Jl HOTro po3Mipy uM cdepu IisiibHOCTI. BpaxoByroun Benukuii Bubip ToBapiB Ta
MOCITYT Ha PUHKY, 3a0€31€UeHHs JIOSIbHOCTI KJIIEHTIB CTA€ CTPATEriUHUM IIPIOPUTETOM.

YTpumaHHs CIOXHMBaYiB 3aJ€KUTh BiJl TOTO, HACKIJIBKM 3pYy4yHI Ta JOCTYIHI pPi3HI
KaHAJIA 71 B3a€MOJIT 3 OpEHIOM: MPOCTOTa HAaBITAIlll MO calWTax 1 MOOUTPHUX JOJATKaX,
MOYJIMBICTh IBUJKOI MOKYIKHM Ta JIETKOro O(OpPMIIEHHS 3aMOBJIEHHS, O€3IOBHMI IpoIiec
nepexoly MK pI3HUMH KaHallaMu (OHJIalH 1 o¢uiaiin). IIporpamu J10sUIBHOCTI IoMOMararoTh
HE JIMIIE 3aJTyYUTH HOBHX KIIIE€HTIB, @ i yTPUMATH iCHYIOUHX, M1ABUILYIOUN TXHIO JIOSUTBHICTD 1
320XOUYYIOUH JI0 TIOBTOPHUX MOKYIIOK.

[Iporpamu JOSIABHOCTI, K 1HCTPYMEHT Ul YTPUMAaHHS KII€HTIB MOXYTb OyTH Y
BUIJIAJII 3HUXKOK, OOHYCIB, MOJAPYHKIB YM HaBITh HAKONMHMYYBAJIbHUX OaniB, fKI MOXHa
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OOMIHATH Ha TOBApH YH IMOCITYTH. 320XOUYCHHS MOCTIHHUX MMOKYIOK JIONIOMAarae yTpuMyBaTH
KJIIEHTIB y JJOBFOCTPOKOBIH MEPCIEKTUBI.

MoskHa 0o0MpaTH Pi3HI MPOrpaMH JIOSUIBHOCTI, TOJIOBHE, 1100 BOHA MiAXOIMIA JUIS
pi3HUX THIIB Oi3HECY Ta KIIEHTCHKUX CErMEHTIB (Talu1. 5).

Tabmuus 5 — Orasig mporpam J0osIbHOCTI

npemMiyM-Kiacy

HalOUIbI JIOAJILHUX 200
VIP-KkiieHTiB

abo dYacTo KymyloTh, CIICLialbHi
MpoTo3uLii, NepCcoHaJi30BaHe
00CITyroBYBaHHs

Tun nporpamu Omnuc OcobnuBocTi IIpuknanu
JIOSUTBHOCTI
BonycHi KITI€EHTH OTPUMYIOTh | HAKONMMYYBaJIbHI 0ay, MOXIHUBICTh | CHCTEMa OaniB y
IIporpamu Oonycu abo Oanm 3a | oOMiHy OaniB Ha MOJApYHKM YM | MarasMHax  KOCMETHKH
KOYKHY IOKYTIKY 3HUKKH (manpuknan, Sephora)
CIIOXXUBa4l OTPUMYIOTH . . .
3HW)KKU Ha TIeBHI KaTeropii ToBapiB | KapTKU JIOSJIBHOCTI Y
3HW)KKH Ha TOBapu 4YH
. .. | abo Ha BCIO MOKYTIKY, | HIPOLYKTOBUX
IMporpamu MOCIYyTH IICNIST TIEBHOI
) . BUKOPHCTOBY€ETHCS U | cymepMapKeTax
3HIDKOK KIJTBKOCTI TTOKYHOK a0o0
CTUMYITIOBaHHA HNOBTOPHUX | (HampwKian,  «AIIaH»,
yepe3 nporpamy
) TIOKYTIOK «Dyper»)
i ATHCKA
. KemoOeKk Moke OyTH BKa3aHO SK | KapTKH KPEIUTHUX
KITI€EHTH OTPHUMYIOTb .
Kem6ex MIPOLEHT BiJ CyMH MOKYIKH, MOKE | KAPTOK 3  KembexoMm
YaCTMHY  BUTPaYCHUX . .
IIPOrpaMu ™ OyTn HapaxoBaHWil Ha neBHI | (Hampukian, Mastercard,
rpoiueii Ha3az (Kembek) . .
Kareropii ToBapis abo moCIyT Visa)
nporpamMu s KII€HTIB,  fKi
nporpamu Js1 | BUTPAvyaroTh BEJUKY CyMYy TpoOIIei
IIporpamu porp A P Y CyMy TP VIP-kapTku B

pecTopaHax abo TOTeNIxX

KITI€HTH OTPUMYIOTh

CTPOKOBI nporpamu (IOMICSYHI 41

wIaTGopMH  MMOTOKOBHUX

[Iporpamu 3HIDKKM a00 CIIeIianibHi | pidHi  TiATHACKA OCTYTI 0 e
Porp 1 P A ), A y A cepBiciB (Hampukmam,
M ATACKA MpOMo3uIii B OOMIH Ha | eKCKIIO3UBHHUX  MPOAYKTIB  YH . )
. Netflix, Spotify)
i ATHACKY OCIyT
KIIIEHTH OTPUMYIOTh
O0oHycH a00 3HIDKKH 32 KOXHOTO
BUHATOPOLY 3a . Uber: OoHyCH A7 BOJIiB
MIPUBEJICHOTO KIII€HTA, 3aTy4YCHHS | . .
[porpamu 3aTy4eHHs HOBHUX L . S| Macaxupis 3a
.y N HOBHX KIIIEHTIB dYepe3 COIlialbHi
peKoMeHaliil | KIEHTIB yepes . . | 3amporeHHs HOBHX
. Mepexi abo NepCoHaJbHI .
pedepanbHi OCHITAHHS KOPHCTYBayiB
pexomeHzanii
a00 3ampoIICHHS
KIIIEHTH OTPUMYIOTH Oanu abo iHmIi
. BUKOPUCTAHHS BHHArOPO/IY 32 BUKOHAHHS 3aBIaHb .
Irposi . S Duolingo:  orpumanHs
€JIEMEHTIB IPU | YA JOCATHEHHS MCBHHUX pIBHIB, . O
IIporpamu U GamiB Ta piBHIB 3a
. (reiimiikarii) JUIsl | CTBOPEHHS B3a€MOJIL Ta 3aly4EHHs
JIOSUTHHOCTI Lo . . . | HaBYAHHS MOBaM.
3aJy9deHHS KITi€HTIB KOPHCTYBa4iB  d4epe3  irpoBuit
poIec.

Jxepeno: y3araqbHeHO Ha ocHOBI [1; 2; 10]

JUis yTpuMaHHS KJIEHTIB BaXJIMBO IMOCTIHHO BJIOCKOHAJIIOBATH CBOI NPOAYKTH Ta
MOCIYTH, 3aMpOBa/HKyBaTH HOBI TE€XHOJOTIi ab0 HaBiTh CTBOPIOBATH HOBI Oi3HEC-MOAEII.
InoBawii, MmO BIANOBIAAIOTH HAa 3MIHIOBaHI MOTPeOM Ta IHTEPECH CIIOXKHUBayiB, POOJISTH
KOMITaHi10 TPUBAOJIMBOIO JUISI KIIIEHTIB Y IOBITOCTPOKOBIH MEPCIIEKTUBI.

BucHoBKM i mepcneKTHBH NOJAJBLIIMX A0CTiIKeHb. OMHIKaHAJLHUNH MapKETHHT
3HAYHO 3MIHIOE MTOBEJIIHKY CIIO’KMBAYiB, OCKUIKA BOHU OTPUMYIOTh MOKJIMBICTh B3a€MOIISITH
3 OpeHIaMH Yepe3 Pi3HOMaHITHI KaHAJIW — OHJIaWH 1 odyaiiH, Mo 103BOJsIE€ iM OyTH OUITBII
THYYKHMH y CBOEMY BHOOpI Ta pOOMTH MOKYIKHU B 3pyYHHMH Il HUX CIOCi0, 3a0e3neuyroun
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OC3MIOBHUN TIepeXiJi MK KaHajlamMu. BIUiMBarouM Ha TIOBEMIHKY CIOKHMBadiB, Oi3HecCy
HEoOXiHO 3a0e3meunTu Oe3nepepBHUM, Y3TOJUKEHHUH TOCBiI Ha BCIX eTamax B3aeMomii 3
OpeH/IoM, a/DKe CIIOKMBa4i B yMOBaX OMHIKaHAJIBHOTO MAapKETHHTY CTald 3BUKATH [0
IHTETPOBAaHOTO JIOCBiy, 1€ BOHM MOXYTh pPO3MOYaTH NOKYNKYy B OHJAifH-MaraswHi, a
3aBEPIINTH ii B (PI3WYHOMY MarasuHi, a00 HaBMaKu. B yMoBaX OMHIKaHAJIBHOTO MAapKETHHTY
0i3HecH OBUHHI AKTUBHO BUKOPHUCTOBYBATH Pi3HI KaHAIH IS 3aTy4EeHHS KJII€HTIB 1 MOCTIHHO
aZlanTyBaTH CBOi CTpaTerii, BpaXxOBYHOYHM HOBI MOJEJI TOBEAIHKHM CIOXMBAYiB. Y CITIIIIHI
OpeHay, SKi 37aTHI IHTETPyBaTH CBOI KaHAIM 1 MEPCOHANI3YBATHU JIOCBiA KIIEHTIB, MAalOTh
OibIIIE MIAHCIB HA YCIIX Y KOHKYPEHTHOMY CEPEIOBHIIL.

[Momanpuri HayKoBi JOCHIIKEHHS OyAyTh CHPSAMOBAaHI Ha JOCHIIKEHHS BIUIUBY
BUKOPHUCTAHHS 1HHOBAI[IMHUX TEXHOJIOTiM Ha TOBEMIHKY CIOXKHMBadiB, TaKUX SK IITYYHUN
IHTETIeKT, JomoBHEHa peanbHicTh (AR), BipTyalbHI aCHCTEHTH Ta 4aT-O00TH JJIs MOKPAIICHHS
B3aeMOIii 3 KIIIEHTaMU.
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Consumer behavior models in an omnichannel environment.

The article aims. The purpose of the article is to study changes in consumer behavior in the
context of omnichannel marketing, identify key factors influencing the choice of communication
channels and purchases, as well as analyze the impact of omnichannel strategies on the effectiveness of
interaction between brands and consumers. The tasks to be performed in the research process are: to
determine the essence of omnichannel marketing and its main characteristics; to analyze changes in
consumer behavior in the context of using different interaction channels (online, offline, mobile
applications, etc.); to identify factors that influence the choice of communication channels and
purchases by consumers in the context of an omnichannel strategy; to assess the role of personalization
and convenience of shopping in an omnichannel environment; to investigate the impact of omnichannel
strategies on consumer loyalty and their consumer habits,; to provide recommendations for optimizing
marketing strategies for effective interaction with modern consumers in the omnichannel environment.

Analyses results. Nowadays, digital technologies are changing traditional approaches to
marketing communications, they have become the main form of interaction between brands and
consumers, which allows brands to maintain continuous communication with consumers, increase their
loyalty and attract new customers. However, in the context of omnichannel marketing, there have been
changes in consumer behavior related to purchasing methods, attitudes towards brands, expectations
for quality and service, which requires improving methods for researching consumer behavior,
developing new approaches to personalizing marketing campaigns and analyzing trends in consumer
behavior. Analysis of consumer behavior patterns is becoming increasingly relevant due to the
transformation of traditional approaches to marketing communications and the integration of new
digital platforms. This requires understanding how consumers navigate different communication
channels, combining online and offline experiences. The use of modern digital tools allows you to
accurately track consumer behavior and preferences. Practical solutions to these problems will help
marketers more accurately predict consumer needs, create effective omnichannel strategies, and
improve customer interactions, which will increase business competitiveness. Omnichannel marketing
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significantly changes consumer behavior, as they gain the opportunity to interact with brands through
various channels - online and offline, which allows them to be more flexible in their choices and make
purchases in a way that is convenient for them, ensuring a seamless transition between channels.
Influencing consumer behavior, businesses need to provide a continuous, consistent experience at all
stages of interaction with the brand, because Consumers in the context of omnichannel marketing have
become accustomed to an integrated experience, where they can start a purchase in an online store and
complete it in a physical store, or vice versa.

Conclusions and directions for further research. In the context of omnichannel marketing,
businesses must actively use different channels to engage customers and constantly adapt their
strategies, taking into account new consumer behavior patterns. Successful brands that are able to
integrate their channels and personalize the customer experience have a better chance of succeeding in
a competitive environment. Further scientific research will be aimed at investigating the impact of using
innovative technologies on consumer behavior, such as artificial intelligence, augmented reality (AR),
virtual assistants and chatbots to improve customer interactions.

Keywords: consumer behavior models, omnichannel marketing, digital technologies, consumer
trends, omnichannel strategies, channel integration.
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