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PenyTtaunsa kak gpaneep npogax B pO3HUYHOWU TOProsrie

BBenoeHue

O poBepumn 4acTo roBopsT, Kak 06 0gHOM 13 YCIOBUN
9KOHOMMYECKOro pocTa. YTBepXaaeTcsl, YTO YEM BbiLLE
OOBepMe Mexay yHacTHUKaMu SKOHOMUYECKUX TPaHcaKLum,
TeM ObICTpee NpoLecchbl U HXKE U3OEPKKN.

B nepBOM YacTtun uccnenoBaHUsa OTBETbI yH4aCTHMKOB Onpoca
B OCHOBHOM rnoaTeepxganu aty teoputo. [na 6onblIMHCTBA
pPeCrnoHOeHTOB KOMMaHUA, Bbi3blBaloLLasa borbluee OoBepUE,
BbIMMAOUT NpuUBNeKkatenbHee C TOYKN 3peHUA NOKYMKU, gaxe
ecnun npeanaraet UeHbl Bbille, YeM Y KOHKYpeHTOB. Kpome
TOro, OMpPOLUEHHbIE NOKyNnaTenu Bbipasunu 6oree BbICOKYHO
rOTOBHOCTb MPOOOBaTb HOBLIE NMPOAYKTbI, CMOTPETb PEKNnamMy u
pekoMeHaoBaTb KOMMAHUIO, KOTOPOW OHM O0BEPAIOT. Taknm
obpa3om, NOTEPIO AOBEPUSA MOXKHO CHMUTATb OCHOBHbIM
penyTaunoHHbLIM PUCKOM, KOTOPbLIN MOXET NOBINATL Ha
CHMXXEHMEe MapPKETUHIOBbLIX UMM KOMMEPYECKUX noKasaTeneu.

AwmaHoB
M napTHepbl

B TpeTben 3aknoymTenbHoM YacTu aHannTUM4ecKoro oT4yeTa
«PenyTauuna Kak gpaneep npogax B PO3HUYHOWN TOProsne» Mbl
pa3bepem, Kak popMUpyeTca goBepue cpeam rnokynarenen

B CeTun, Kakme NnpuvnHbl NPMBOAAT K €ro noTepe M Kak ero
BOCCTaHOBMUTD.

TpUWIKUH AHTOH,
pykoBoauTtensb "LleHTpa nccnegosaHun U aHanuUTUKA®



https://www.ashmanov.com/tech-i-services/lab/reputation-as-a-sales-driver-1/
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AwmaHoB
M napTHepbl

BonbLWMHCTBO NoKynaTtesien NpoBepsOT KOMMNaHUW

U TOJIBKO MOTOM OOBEpPAIOT

[loBepue — BaXkHasi cocTaBnaloLlasa penytaumum KOMnaHmm, Nno3ToMy
OaHHblE NOHATUS TECHO NepensieTeHbl MeXay cobon B BOCNPUATUN, YTO
noaTBepPXOaeTcda peayrnerataMmu nccrnenoBanms. lNokynarenm yawe
Bcero (63%) accoumnnpyroT penyTtaumio ¢ 4oOPOCOBECTHOCTbLIO U
4YECTHOCTbIO, @ YBEPEHHOCTb B YbeU-NTMOO JOOPOCOBECTHOCTU U ECTb
OQHO M3 onpeaeneHnn goBepuUs.

Kak 1 B cny4yae doopMmmnpoBaHus penyTtaumn B LIENOM, JOBEPUE K

KOMMaHWM Yalle Bcero popmmpyeTcsa nocrie CoBepLUEHNs MOKYMKM n/
NI YTEHUS OT3bIBOB.

OpgHako ecnu B cny4ae bopMmupoBaHust penyTtaumm onbIT
MCNONb30BaHUSA KYMMEHHbIX TOBAPOB U YCNYr ABMAETCS KMHOYEBLIM
MOMeEHTOM (75%), To ans doopmMmnpoBaHUa OoBepusi B OONbLUMHCTBE
cnyyaeB (59%) ooctaTo4yHO YTEHUS OT3LIBOB.

13 OTBETOB Nnokynarteneun Takke BMAHO, YTO NepBMYHOE OOBEPUE Halle
doopmMmpyeTcsa He 3a CHET NPAMOro B3anMMoOeNUCTBUSA C KOMMNaHNEN
(MOKynKa, BU3UT USTN 3BOHOK), a NMpu U3y4eHnn CTOPOHHEN

nnn opuymanosHon nHdopmauum o komnaHum B Cetu. K Takon
MHdopMaLnUN MOXXHO OTHECTU HE TOJMbKO OT3bIBbI, HO U NPOCMOTP cauTa
komnaHum (31%), uteHne ctaten nnm noctoB y dnorepos (20%).

Yem cnabee nHpopmaunMOHHbIN (POH KOMMAHUUN, TEM CNOXHEe
noTeHUMarnbHOMY NOKynaTesilo NPOHUKHYTbLCA K HEU AoBepuem
A0 coBepLUeHUS MOKYMNKU
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Kak 1 B cny4yae doopMmmnpoBaHus penyTtaumn, AoBepme K KOMMaHUM Yalle @ Y XeHLWunH gosepue @ Y MY>X4YMH Yalle nocne
BCero opmMmpyeTcs Nocrie CoOBepPLUEHNSA MOKYMKA U/UNN YTEHUS OT3bIBOB. Yyalle, YEM Y MYXKUMH, MPOYTEHUSA CTATbU
OpHako B cny4yae dopMnpoBaHUS penyTaumn UCNorb30BaHME KYMEHHbIX CKNnaablBaeTcd Ha 3Tane nnm ob3sopa y brorepa,
TOBapPOB U YCNYT ABMSAETCS KNHOYEBLIM MOMEHTOM, AN OPMUPOBAHUS MPOYTEHUS OT3bIBOB, nocne nocetieHus oduca
nosepus B OONbLUMHCTBE Cry4YaeB JOCTATOMHO YTEHUSA OT3bIBOB. nocne CoBEpPLLUEHMS UM MarasmHa KoMmnaHumm
MOKYMKWN. BXXWUBYIO, nocre obLeHns

C nepcoHasioM KoOmMnaHun.
YTOObI Y BaC BO3HUKITO0 AoBepue K KOMrnaHnNn, Bam HeoOxoauMo...

MounTaTh OT3bIBb! 59% Y mMonogexu gosepue Y onpoLUeHHbIx oT 40
Yyalle cknaablBaeTcs 0o 55 net gosepue
nocne NPoYTEHUA CTaTby yaLle ckinaabiBaeTcs

CoBepLumnTb MOKyMky 95% nnun ob3opa, nocne nocre noceLleHus
obLLEeHNs ¢ nepcoHarom ounca, marasmHa

N3y4nTb caiT KOMMNaHUK 31% KOMIMaHUMN. KOMMNaHUN BXXUBYHO.

B MHTEPHETE

MpounTaTh O KOMMaHWK CTaTbHO 20% @ B HM3kogoxoaHou Y noagen co cpeaHnMm

AT AR AT rpynne goBepue yalle 0OX0O0M JOBEpUe Yalle
doopmmpyetcsa nocne doopmMmupyeTcs

aﬂ%exmggomwmcBM;;B;ASF%MH 199, NPOYTEHNA CTaTbW nocpencTtBoM YTeHUd
nnun ob3opa. OT3bIBOB, U3y4eHne

: canTa KOMMaHuu
e el o 16% B MHTEPHETE.
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[TouCKOBUKM U CauTbl C OT3bIBaMU - Handbonee 3Ha4YNMble UCTOYHUKH
MHpopMmaLuumn ona nokKkynareneu

[ns nonyyeHunst tHopmauuu, Heobxoanmon ans PopMmnMpoBaHUS CTtouTt nNu cunTtaTb, YTO coumMmeauna, capadaHHoe paano nnn peknama —
OoBepud, NoKynaTenn Yalle BCEro rnosib3yrTca NOMCKOBbIM CUCTEMaAMMU Hea(pdPEKTUBHbIE MHCTPYMEHTHLI ANA yripaBrneHuns gosepmnem? Her,
Anpekca nnu Google n cantamum c orabiBamm — 63%, Ha BTOPOM MeECTe HO OHM paboTaloT ckopee Ha atarne dopMUPOBAHNSA NN NOALEP)KAHUS
OHNanH-MmarasuHbl — 54%. [NokynaTtenun pexe npmuberatoT K cCOBETaM OCBEOMINEHHOCTN O bpeHae, Korga NoTpedbHOCTb

3HAKOMbIX U K coumnanbHbiM ceTam — B 42% cnydaeB. MeHbLNHCTBO B JOBEpPUM Y NoKynaTesnid He CTOosb BbicOoKa (66%).

PECMNOHOEHTOB OPUEHTUPYETCH Ha peknamy (16%) nnu otnpasnseTcy

B odpuc nnu marasmH komnanmun (20%).
PenyTauuoHHbIN hakTop nmeet HanbonbLee 3HavyeHue (81%)
Ha 3Tane BblIOOpa, Koraa y nokynarens yxe ectb
NOBEPXHOCTHOE npeacTaBrieHne 0 KOMMNaHUAX U3 HY>KHOU
TOBapPHOWU KaTeropum n Hy>HO pelunTb, B YbIO NMONb3y caenatb
BblIOOp. [MonckoBbIe CUCTEMbI U CalTbl C OT3bIBaMu (BKIO4as
OHJlanH-mara3nHbl) — Haubornee opraHn4Hasa v yaobHasa cpena
ONA 3TOU 3a4auun
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CanTbI-0T30BUKM U Bblga4va NoncKkoBbIx cuctem AHpgekca u Google
Nosib3yTCA HAaMbONbLLLIMM AOBepueM B Ka4eCTBe NCTOYHUKOB
nHdopmMmaunm ana nokynareneun. Bropasa rpynna 3Ha4MmMbIX
NCTOYHUKOB MH(OPMAaLNK — 3TO couuanbHble CETU N oduLnanbHble
CanTbl KOMMAaHUWN.

[lokynaTtenu OoBepsAT canTamM C OT3biBaMK NMOYTU B NONTOPa pasa
bonbLie, 4emMm odounumanbHbIM canTamM KoOMraHum mn coucetam — 56%
npotuB 39%. Ha BTOpomM MecTe No YpPOBHIO JOBEPUS NOCIIE OT30BMKOB —
nomnckoBas Bblaada Axgekca n Google (48%). Youtube-kanHanam
nokynaTtenu 4oBepsoT valle, 4yem Telegram — 32% npotus 24%.
HanmeHbLwnM goBepmMeM cpeau rnokynarenen nonb3yrTca oHnanH-CMN,
[13eH, Buknnegusa n nHtepHeT-peknama.
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HanbonbLwmnm goBepmem n BoCTpebOBaHHOCTLIO NOSb3YKOTCHA CalTbl-
OT30BMKU N NOMNCKOBbIE cnuctemMbl AHgekca n Google. Bropaga rpynna
3HAYUMbIX UCTOYHMKOB MHADOPMAaLMK — 3TO coLnarnbHble CETH

N odpuuUmnanbHble canTbl KOMMaHUN.

Kakune nctoyHukum nHcpopmaumm o KOMnaHum Bbi3bIBaKOT Kakne MctouyHUKM Bbl UCNONb3yeTe, YTOObI CAMOCTOATESIbHO
y Bac Hanbonsbliee gosepue? oUueHUTL/MpoBepUTbL penyTauuiro bpeHaa?

OT30BUKU

63%
o, S o A
3 MovickoBble CUCTEMBI 63%
ouuanbHble 39%
cCeTH
OdmumanbHble 399 NHTepHeT-marasmHbl 54%
canTbl KOMMNAHUW
CnpalwwuBato coBeTa
o 0
Youtube 32% B e 42%
.. s . 2w
B Telegram CouparnbHble ceTu 42%
VHTepHeT-CMW 18% Eny B oprc KomnaHnn unm
B MarasuH, YToObl yBUOETb 20%
n 16% BCE CBOMMMU Masamu
3€EH (i
OpuneHTUpYOCh 16%
0
Bukunegus 15% Ha peknamy
Peknama 14% [pyroe 1%

B UHTEPHETE
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CouunanbHo-gemMorpadunyeckme pasnmyuuvs

AwmaHoB
M napTHepbl

My>XUnHbI Yalle npeanoymTaroT B Ka4eCcTBE MCTOYHUKOB
MHdopmMaL MM NOUCKOBLIE CUCTEMBI, KaHasbl B Telegram,
Youtube, [13eH.

XKeHLKnHbI Yalle obpallatoTca K opumumnanbHblM cantam
KOMMaHUN, OT30BUKAM, coLManbHbIM CETAM.

[NoTpebuTtenn c JOX0O0M HUXKE CPeAHEero Yyalle cripallnBatoT
COBETa Yy 3HaKOMbIX, OPUEHTUPYIOTCS Ha peknamy.

Jltogn co cpegHUmM OoX0O0M Yalle npmberaroT K OT30BUKaM,
NOUCKOBbIM cucTtemMmam. J1toan ¢ BbICOKUM OOXOO0M Yalle
OPUEHTUPYIOTCA Ha nocelleHne odpmca KoMnaHUu.

Morogasa ayautopus Yalle OpMEHTUPYETCH Ha peKnamy,
Buknneaouto, kaHanbl B Telegram, Youtube.

B Bo3pacTte ot 25 go 39 net nHdgopmaumio npegnovntaroT
nony4yartb Yepes3 couunanbHbIe CETH.

B Bo3pacTte 40 go 55 net npeanoyTUTeNnbHbIMU UCTOYHUKAMN
NHJOOPMAaLIMKN ABNAKOTCS NMOUCKOBbIE CUCTEMbI, OT30BUKN.

Xutenu Mocksbl Yaule npuberatoT K Telegram-kaHanam.

B apyrux ropogax 6onee BocTtpedboBaHbl couuanbHble CETH,
odpmumanbHble canTbl KOMMOAHUMN.
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Kakme NCTOYHMKM Bbl UCMNOSIb3YyeTe, YTOObI CAMOCTOATENIbHO OLEeHUTDb/
npoBepuUTb penyTauuro opeHga?

* 1% * 2%

--¢16% —* 18%
-+ 19% -+ 19%

- 42% - 39%

—e 42%

45%

-* 53%

53%

-* 64%

64%

-e 65%

61%

Opexna ONEeKTPOHMKa
n o00yBb N ObITOBast TEXHUKA

* 2%

--*19%
-+ 18%

Mebenb
N TOBapsbl
anga goma

47%

36%

52%

69%

58%

°* 1%

--*13%

KocmeTunka
N napdgromepums

- 22%

41%

44%

57%

61%

61%

¢ 1%

--*13%

[MpoayKThl
nuTaHuA

-* 21%

-* 43%

- 41%

-* 53%

-* 57%

- 70%

B kateropuu

AwmaHoB
M napTHepbl

[MTonckoBble cucTembl ® Eny B ohmc KOMMAHUN UNK
MarasuH, 4ToObl yBUOETb

OT30BUKK BCE CBOMMM rnasamu

NHTepHeT-marasuHbl OpueHTUpyoCchb Ha peknamy

CoumarnbeHble ceTu ® [lpyroe

CnpawwuBato coBeTa

3HAKOMBbIX

MoTpebutenu kateropum

SNEKTPOHNKN N ObITOBOM KOCMETUKMU

TEXHUKN Yalue
npuberatoT
K coumanbHbIM CETAM

[ns kateropun mebenu
n TOBaApOB OS19 Aoma
oonblue, Yyem angd
OpYyrux Kkateropuu,
aKTyanbHbl OT30BUKN,
COBETbI 3HAKOMbIX

N NapdromMepun vatle
NCMONb3YOT UHTEPHET-
MarasuHbl

N coumnanbHble CeTu

B kaTeropuu NpoayKToB
NUTaHUs Yalle, YeMm

B APYrvX KaTeropusix,
NCMONb3YOTCH
MONCKOBbIE CUCTEMBI
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AwmaHoB
M napTHepbl

HeratuBHbIe OT3bIBblI CMYLLAKOT NOKynaTenen MeHblle, YeM NoJsiHoe
OTCyTCTBUE MHopMaLum o KomnaHMu B noncke AHpgekca n Google

HecMoTps Ha 3HAYMMOCTb OT3bIBOB Af1d NoKynarenen, Hanun4dune
MHdpopmaumn o0 KOMrnaHum B MNOUCKOBOM Bbla4ve ABnsieTcs bonee
BaXXHbIM penyTauMoHHbIM pakTopoM. OTCyTCTBUE MHPOPMALNK
Bbl3blBAET pa3Hyo cTeneHb HegoBepua y 51% pecnoHaeHToB. Ecnu ke
NHJOPMAaLIMEA O KOMMaHUM MPUCYTCTBYET B NMOUCKE, TO YPOBEHb
HegoBepusa cHuxaetcs 0o 40%, naxe npu ycnoBun, YTO OHA HOCUT
4aCTUYHO HEraTUBHbLIN XapaKTep.

[MokynaTtenu Takke JOBONbHO CKEMTUYECKN OTHOCATCS K KOMMaHUMU,
KOrda y HEe HET CTPaHWULL B coLMarnbHbIX CETSX UMK O HEN eCTb
HeraTuBHble OT3bIBbl. [1py 3TOM pecnoHAeHTbl 4OCTATOYHO NOSAMbHbI

K KOMMaHUSAM, Y KOTOPbIX HET U3NYECKNX NnpeactaBuTenscTe (0dnCoB,
MarasmHOB), a TaKKe K KOMMaHUSAM, KOTOpPble HE HPaBATCA UX 3HAKOMbIM
NI Ybl0 PEKNamMy OHWN HUKOr4a He BUAENW.

[MTokynaTenun 6onee pacnonoXxeHbl K KOMNaHUU UNn dpeHAY,

O KOTOPbIX MOXHO JIerKko HauTu pasHooobpa3Hy UH(popmMaLuio
B MOUCKOBbLIX cuctemax. Hem aktuBHee KomnaHuma coopmupyet
3HaHue o cebe (C NnoMoLbLIO peKnamMbl, Meama u T.4.), Tem
ybeanTenoHee OOMKeH ObITb ee HhopMaLUMOHHBLIN POH

B MOUCKOBOM Bblaaye. B ngeane oH AonkeH BKIKO4YaTb
pa3rinyHble TUMNblI Meana U aBTOPOB, @ C TOYKU 3PEeHUSA KOHTEeHTa
3aKpbiBaTb Haubonee peneBaHTHbIE 3anNpPoOCbl ayaANTOPUMN.
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OueHuTe Bally CTerneHb AoBepudAa K KOMnaHUN NMpun Kaxxaom

U3 yCnoBuun

O KoMnaHun HET HUKaKoW MHdopmMaumm
B NMOMCKOBUKaX

Y KOMMNaHUM HET CTPaHULL B coLmanbHbIX
CETHAX UM CTPaHULbl AABHO
He OOHOBNAKTCH

B nouckoBoun Bblgaye ecTb HEraTuBHas
NHpopmMaLmsa 0 KoMMNaHUK

O KoMMaHuM ecTb HeraTuBHbIE OT3bIBbI

Y KOMMaHuUM ecTb TONbKO CaWuT,
HO HET MarasuHoB UM odncoB

KomnaHusa He HpPaBUTCA BallMM 3HAaKOMbIM

Bbl HM pa3y He Buaenu peknamy gaHHoOU
KOMMNaHun

OCHOBHbIM CbaKTOpOM HEOOBEPUNA K KOMIMaHNN ABJITAETCA OTCYTCTBUE VIHCbOpMaLI,I/IVI O KOMMNaHn"
B nomnckoBukax. CKenTnyeckn oTHOCATCH K KOMMaHUN, ecnu Y HEE HET CTPaHWNLbl B COUUAJIbHbIX CETAX,
B MOVMCKOBOW Bbla4ye €CTb HEraTuBHasd |/|chop|\/|au|/|;| O KOMIMaHUN NJiin eCtb HErATUBHbIE OT3bIBbI.

AwmaHoB
M napTHepbl

OTHoLYCb HENTPanbHO

® He gosepsito

® CkKopee He OoBepsito

® Ckopee noBepsito

® /[loBepsito

C MeHbLUNM JOoBEPUEM OTHOCATCS MYXXUNHBbI
N XeHWmHbl oT 40 neT u ctaplie, nogu

CO CpeaHMM OoX0o4oM, noTpebutenn
SNEKTPOHUKN U BbITOBON TEXHUKU

910 Bonee KpUTUYHO Ans XeHwuH ot 40 ner,
Xutenem ropogoB-MUNNMOHHNKOB

C MeHbLUNMM JOBEPUEM OTHOCATCS MYXXYNHBbI
oT 40 net u cTaplue, XeHLWnHbl oT 25 net
n ctapLue

Bornee ckenTnyeckn HaCTPOEHbI MY>XYNHBbI
oT 40 net u cTapLue, XeHLWnHbl oT 25 neTt
W cTapule, nan co cpeaHnM 4OX040M

970 Bonee KPUTUYHO AN N0LEN B BO3pacTe
ot 40 po 55 nert, notpebutenen kateropum
NPOaYKTOB NUTaHUS

bonee ckenTn4eckn HaCTPOEHbI XXEHLMHbI
o1 40 po 55 nert

bonee ckenTnyeckn HaCTPOEHbI XKEHLLMHbI
oT 18 no 24 net



napTHepbl
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[MpUYUHBbI YXYALLeHUsA penyTauMm 1 MOTMBaLMKM ANst BOCCTAaHOBJIEHUSA
nosepus

[10 MHEHMIO Yy4aCTHNKOB Onpoca, OTHOLLEHNE K KOMMaHUM YXYOLAaEeTCS
npexae BCEro n3-3a pasoyapoBaHMs B Ka4eCcTBe TOBaApOB UM cepBuca
(65%), Kak eguHOPAa30BOro, Tak U CUCTEMATUYECKOro, U U3-3a pocTa
Yyucna HeraTMBHbIX OT3bIBOB O KOMMNaHuu nnu tosape (50%).
[TogopokaHne ToOBapOB UMK YCIyr pexe Bbl3biBaeT HeratTuBHoe

Ecnu nepea KoMnaHuen CTouTt BbIOOP MexAay NoBbILWeHNeM
LeHbl U 3aMeTHbIM CHWXXEeHUEM Ka4yeCcTBa, C TOYKU 3peHUs
penyTauum ny4uwe BblOpaTb NepBbiN BapuaHT

OTHOLLEHME, HO TaKkXke aBndeTcsa 3HauynMMbIiM dpakTopom (40%).
NHTEepecHO, YTO NPUYNHBI, KOTOPbIE YAaCTO OTHOCAT K OCHOBHbIM
penyTaunmoHHbIM pUCKaM B npodpeccmnoHansHou cpeae (nybrmyHble
CKaHAarbl C yHaCTUEM KOMMAHUWU, CHUXXEHNE MeOUNHOW aKTUBHOCTMH,
CMEHa LIEHHOCTEN KOMMNaHuM, HeraTuBHoe capadpaHHoe pagmo),
OKa3blBalOT MeHbLLEE BIUSAHUE HA yXyOLWeHue penyTtaumu, No MHEHUIO
nokynareneu.
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PenyTau,vm KOMMNaHUUN yXyaAuurinacb Obl B BaLunXx rmas3ax, ecrin...

KayecTtBo TOBapOB U CepBUC
CUcTeMaTU4ecKkn CHUXaeTcd

CepBuc unu Toeap
pasodapoBanu

YyacTunmcb HeraTuBHbIE
OT3bIBbl O KOMIMaHNA

LleHbl Ha ToBap MnNu ycnyru
nogopoXxanu

3Ha4ynmMble Noan ctanu
N10OX0 OT3bIBATbLCS
O KOMMNaHuu

[Monutmnka komnaHum
nepecrtana CoOTBETCTBOBATb
BaLIMM LLEHHOCTSAM

[Mpounsowen nyénuyHbIn
CKaHgarsn c y4yactmem
KOMMaHuu

KomnaHua nponana
N3 Nons oencTBunA

—>

AwmaHoB
M napTHepbl

Ecnn penyTaumna kKomnaHusa ncnopTunacbh, Kakue NpUYnHbI
MOTUBUpPOBanu 6bl Bac K Hel BepHYTbCA B Ka4ecTBe KnneHTta?

KomMmnaHua ncnpasumna
OLLIMBOKN, KOTOPbIE NMPUBENN
K YXyOLIEeHUO penyTtaumm

-+ T1%

O koMnaHun ctano bonbLue

NONOXUTENbHBLIX OT3bIBOB, 62%
4yeMm oTpuLaTenbHbIX
3HaunTernbHbIE CKUOKA 51
Ha ToBapbl KOMMNaHUK e
O koMnaHuM NO3NTUBHO 47
OTKIIMKAKTCA 3HAaKOMbIe 0
KomnaHus Bbinyctuna 42%
HOBbl€ TOBapbl U YCyru
KomnaHua ctana sameTHee

27%

Ha PbIHKe
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K 6asoBbiM (hakTopam, BNUAOLLMM Ha U3BMEHEHNE OTHOLLEHUS K penyTauuu,
OTHOCHATCSI KQ4ECTBO TOBapa N CEPBUCHBIX YCNYT (AaXke eauHOXabl
pa3o4yapoBaBLUNCL, OTHOLLEHWE K penyTauun MEHSIETCH); yBENMYEHNE HEraTuBHbIX /
NO3NTUBHbIX OT3bIBOB O TOBapax / ycnyrax (4to SsBnsieTcs cneacTBMemM KavyecTBa
TOBapa 1 cepBuca), a Takke N3MEHEHNS LEHOBOW MOMUTUKN.

CouunanbHo-gemMorpadunyeckme pasnmyuuvs [/

a My>4MHbl Boree YyBCTBUTENBHBI K LIEHOBOW NMONUTUKE. a [lns niogei co cpeaHUM A0X0A0M Boree BaxXHbl Ka4eCcTBO
TOBapa U cepBuca.
ﬂ YKeHLUMHBI, OLleHMBas penyTaumio, Yyalle obpaiyarot ﬁ [1ns nogen ¢ BbICOKUM AOXOA0M YYBCTBUTEMbHBIMY
BHMMaHMe Ha Ka4yeCcTBO OT3bIBOB. SBNSAOTCA NyBNMYHblE cKaHAanbl C y4acTeM KOMMaHuu.
Monopgas ayauTtopus Yaile obpallaeT BHUMaHVE Ha OT3bIBbl YKutenu CankT-MeTepbypra yale Apyrux obpaiiator
O TOBapax, a Takke Ha NpeacTaBNeHHOCTb KOMMaHU BHUMaHWE Mpu OLEHKe penyTaummn Ha LEHOBYHO MOMUTUKY.

B MHQOPMaALMOHHOM NPOCTPAHCTBE.

m B apyr1x ropogax penyTaums Yyalle CBA3bIBAETCH C

B Bo3spacTe ot 40 8o 55 nert penyTaums yalle CBsSi3aHa F R

C ueHaMum Ha ToBapbl, Ka4eCTBOM U CEPBNCOM TOBAPOB




PenyTtaunsa kak gpaneep npogax B pO3HUYHOWU TOProsrie

Cnocobbl noaaepXxaHnsa n gpoBepun

YnyJweHue penyTtaumm U BO3BpAaT KNMEHTOB K NpoAayKTamMm unu
ycnyramm KOMnaHmm BoO3MOXHbI, €Cfin KOMNaHUsA ucnpasuna
aonyweHHble owunobku (71%) n oT3bIBbI O ee padoTe ynyylwunnucb
(62%). Ckngka B KayecTBe U3BUHEHUA — TaKXe OENUCTBEHHbLIN Crocob
BOCCTaHOBMeHMA penyTtaunm ans 51% pecnoHOeHTOoB.

B cny4yae ytpartbl goBepums 60MNbLIMHCTBO OMPOLLUEHHLIX XOTENU Obl
(56%), 4TODBLI KOMMAHMA ncnpasuia oWMbKN N yBegomMuna nx od aTom
nnyHo (28%) nnn onocpegoBaHHO (26%).

B uenom pecnoHaeHTbl c4nTatoT Nofie3HbIM A8 penyTauumn, ecrnm
KOMMaHUsA NoaaepXuUBaeT pasfndHble KOMMYHUKALMN C HUMMU:
OKa3blBaeT CEPBUCHYIO NOAOEPKKY, YBEAOMISET 006 N3MEHEHUNAX
1 NnaHax, NPoBOAUT ONPOCHI cpeau nokynatenemn n Tak ganee.
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M napTHepbl

PenyTtaunsa kak gpaneep npogax B pO3HUYHOWU TOProsrie . Aumaos

[oTpebuTtenn cumTaloT, YTO BEPHYTb JOBEPUE K KOMMAHUM MOrMo Obl pelleHne npobrnemMbl NocpeacTBOM NPAMON KOMMYHUKaLMK, YIyYlleHne
Ka4yeCcTBa TOBApPOB U cepBuca 1 onocpeaoBaHHOE MHPOpMUpoBaHNE 06 STOM.

® Casi3anncb CO MHOM JIMYHO M peLumnnn Gbl ® Ecnu komnaHuna cHoBa cymeet
Ecnu komnaHusa Bac pa3ovyapoBala, Kak Hauny4dwunm O6pa3OM OHa Morna B e T e TR (4105 EETT ) MRS
Obl BOCCTaHOBUTb AoO0Bepue B BalluX rnasax? ® Ynyuwwmnm Gbl KaYECTBO TOBAPOB K e S Gl
cepsuca n nponHdopmMmupoBanm 6bl MEHS ® Ecnu gpyrvne nogu ctanu 6ol
(0]0] 9TOM, NYCTb AaXXe He HanpAamMmyto pekoMeHgoBaTb MHE 3Ty KOMMNaHUKO
" 0% . 0% " 1% . 0% i 1% " 1% ® [lpepoctaBunu 6bl MHE CKUAKY UNn AT NS B ISl 9 Ysaym:
e 29, ' e 2% ' e 39 : . —e 2% : L _e 29% ' 4% noaapokK B Ka4ecTse N3BUHEHUA Hwuuyero n3 nepevncneHHoro
¥ ® [lpyroe
e 12% - 13% - 8% e 13% -+ 13% P
————————————————————— « Yauwe otmeyanu My>x4uHbl oT 25 go 39 net
-e 15% -e 21% - 17% e 99% -e 16% -¢ 11%
————————————————————— » [1lpegnoumnTator Mmy>x4nHbl oT 18 o 39 ner,
XeHLWuHbl oT 18 no 24 net
- 17%
_e 17% ~e 19% —e 21% : -e 13% -* 15%
-eo 28%
—e 26% —e 25% A -o 27% ~e 30%
—————————————————————  [lpegno4ynTatoT XeHLwuHbl oT 18 go 24 net
; - 26%
~e 28% ~e 21% LS v _e 33% ~e 26%
—————————————————————  [NpegnounTatot notpedbutenn ot 40 go 55
nert, xutenun Cl1b
[1lo BCEM Opexpa ONEeKTPOHMKA Mebenb KocmeTuka [MpoayKThl
noTpedoutensm n obyBb N bbiITOBas TEXHUKA N TOBapbI N napdromepus NUTaHUA

ang goma
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Haunboree 3Ha4YMMbIM A9 KOMMAaHUU C TOYKN 3PEHUSA
yryJlleHns penyTtaumm aBnaeTcs KNMeHTCKoe obcnyXnsaHue
24/7. Ha BTOpOM MecTe — nHdopmMauunga oT KOMrnaHum

O KPYMHbIX N3MEHEHUAX

Hackonbko nonesHbIMU Bbl cCHUTaeTe cneayrolie oencTems
KOMMaHUN C TOYKU 3peHnA ynydlleHUs ee penyTauuu:

KomnaHusa Bcerga Ha CcBsi3u B OHMManH-4aTe
N Mo TenedoHy 1 rotoBa NOMoYb

KomnaHua nHdopmMmupyet Bac 0 KpYmnHbIX
N3MEHEHUSAX, KOTOPble MOryT BaC KOCHYTbCH

KomnaHusa nyénnyiHo nHdgopmmpyet
noKynartenem o CBOeEN AeATESNTbHOCTU
N nraHax

KOTOpbI€ Bbl pasgensiete

KomnaHus npeanaraeT NpuHATb ydactume
B onpoce, YTOOLI Y3HaTb Balle MHEHUE

KomnaHus nogaepxvBaeT UHTEPECHI, I

AwmaHoB
M napTHepbl

® becnonesHo

® Ckopee becrnonesHo
HeuntpanbHo

® Ckopee nonesHo

® [lonesHo

[lone3HoCTb Yalle oTMmedanu
XEHLLUUHbI OT 25 Ao 55 nert, xxutenu
MUNTTMOHHUKOB

[Nlone3HoCTb Yalle oTMmeYyanm
XeHLWwuHbI oT 18 oo 39 ner,
noTpebutenun co cpegHnM 0oXo40M

[lone3HoCTb Yalle oTMmeYyanm
XEHLLWHbI B BO3pacTe oT 25 ao 39 net

[Nlone3HoCTb Yalle oTMmedanm
XEeHLWMHbI oT 18 go 39 nert, Xutenu
MUINIMOHHNKOB, NOTpedbunTenu
KaTteropuu napdroMmepum 1 KOCMETUKN

[Nlone3HoCTb Yalle oTMmedyanm
XEHLMHbI B BO3pacTe oT 18 oo 24 net



PenyTtaunsa kak gpaneep npogax B pO3HUYHOWU TOProsrie

3aKknw4yeHue

| 1 BbiBO

[ToTpebHOCTb nokyrnaTenen B 4OBEPUNU NPOSABIIAETCS

B pa3HOM CTeneHn B 3aBUCMMOCTW OT 3Tana KIMMEHTCKOro nyTu
N popmMmpyeTcs ¢ NOMOLLbIHO pa3HOODpa3HbIX MICTOYHUKOB
MHdopMaLnn U TUMOB KOHTEHTA — OT OHJTANH-PEKNaMbI

0o 6noros n oT3biBOB. OgHAKO Yalle BCEro nokynatenm
CKNOHHbI NPOBEPATbL MHJOPMALIUIO O TOBapax, KOMMaHUSX
nnn bpeHgax Ha aTane BbIbopa U UCNoNb30BaTb AJ18 3TOro
NONCKOBbIE CUCTEMbI M CanTbl C OT3biIBaMU, BKI1HOMas OHIAUH-
MarasuHbil.

AwmaHoB
M napTHepbl

[1ns nocTpoeHnsa goBepust Ha aTare Bbibopa BaXKHO
obecnevnBaTb MHOOPMALMOHHOE MPUCYTCTBUE, BbICTPOEHHOE
nof 3anpockl NoKynaTerien, NCcnosb3ysd COOCTBEHHbIE PECYPCHI
(cawnT, coumarbHble CETU U T.4.), TaK U CTOPOHHNE
BbICOKOpaHXupyemble nnowagkm (orzosukn, CMU,
MapKeTnneuncsl, coumeama n 1.4). Yem donblue KomnaHus
paboTaeT Ha y3HaBaeMOCTb U NPUBMEYEHNE HOBOWN ayanToOpuu,
TEM curnbHee JOIMKEH ObITb €e MHOPMAaLIMOHHbIN dOOH

B NMOUCKE.




PenyTtaunsa kak gpaneep npogax B pO3HUYHOWU TOProsrie

3aKknw4yeHue

| 2 BbiBo

Hanbonee yacTHble NMPUYUHLI NoApPbIBa AOBEPUA K KOMNAHUN —
yXyAdLleHNe KadecTBa TOBaApOB U yCrnyr unm npeobnagaHue
HeraTuBHbIX OT3bIBOB. [TokynaTenu 6oree cHUCXoauUTENbHbI

K NpOoCYeETaM B MAPKETUHIOBbLIX UMM MMUIKEBbIX
KOMMYHUKaumnsax. MoxHo coenaTb BbIBOA, YTO CKaHAarnbHas
pekrnamMHasi KamnaHus HaHECET MEHbLLUN Bpen OU3HECY, YeMm
NPOnyLIEHHbIE Xanobbl N HEPELLEHHbIE NMPOBIEMbI
nokynareneu.

KoMnaHnam CTOUT perynspHoO OLEHUBaTb CTerneHb JOBEPUS
kK cebe ¢ NOMOLL b Pa3nNnUYHbIX MHCTPYMEHTOB — OT OMNPOCOB
10 MOHUTOPUWHIa KNMMEHTCKUX YIOMUHAHUI N OT3bIBOB.

[ 3 BbiBo

OcCHOBHas cTpaTerns No BOCCTaHOBIEHNIO AOBEPUS
nokynatenemn — ncnpaeneHne Hambornee 4YacTbix OLLIMOOK
N JOHeceHne 00 KNneHToB nHdopmaunm 06 namMeHeHusX.
Ecnn mMbl BUAWM, YTO 3HAYMMOE KOJTMYECTBO KITMEHTCKNX
OT3bIBOB UM YTOMUHAHUI KacatoTCsl ONpeaeneHHOn TEMb
N 0ONs HeraTuea Bbillie CPeaHEN, HAM CTOUT He TONbKO
ncrnpaBuUTb NPOONEeMy C KOHKPETHbIMU KITMEHTAMMU,

HO N BbICTPOUTb KOMMYHMKaLWK B LIESTOM C YNIOPOM Ha TO,
4YTO B 3TOM 0BNAcTX Mbl YIyYLUUIN.

AwmaHoB

M napTHepbl



ALLMaHOB U NapTHepbI S f f N e

Y f Y K r o s e a— <

Y f N ¥ & 4 4 a— a—

Y Y ¥y

BenyLuee areHTCTBO digital-MapkeTuHra P/ Y ¥ ¥ & 4

C MHOIOfieTHEN UCTopUen. MHOrokpaTHbIM obnafgaTenb / / / W N s A 4 4—
npemMun Adindex. B Ton-10 caMbIX LUTUPYEMBIX areHTCTB

Nno Bepcum «Menunanormms. / / / / y & L & — —
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