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Mapraiiu Ileiitepc

[TapTHep, pyKOBOAWTEIb IIPAKTUKY I10 IIPEJOCTABIEHUIO
YCJIyT KOMIIAaHUAM CEKTOpa PO3HUYHON TOPTOBIU

Y IPOU3BOZCTBA [TOTPEOUTENBCKUX TOBAPOB

PwC B Poccun

ITadeHue nompeoumenbCK020
cnpoca u Heo6xo0uUMoCms
UHB8eCMUpPOBAHUA 8 pa3sumue
cucmem MHOZOKAQHAJIbHO20
oo0cayMUBaHUA cmasam nepeo
poccuiickumu pemeiliepamu
PA0 cepve3Hblx 3a0ay

YBajkaeMbIU YUTATEND!

Y:Ke B IATHIH pa3 Poccus MpUHUMAET yyacTHe B HallleM IVI0OaIbHOM OIpoce
noTpebuTesell B CEKTOPe MHTEPHET-TOPTOBIN, B paMKaX KOTOPOTO B 3TOM rofy ObLI0
ompouieHo cBeiie 24 000 moTpebuTeneii B 29 crpaHax MUpa Ha BCeX KOHTMHEHTAX.

HecMmoTps Ha CJI0XKHBIE YCJIOBUA BeAEHUA PO3HUYHOTO OM3Heca M U3MEeHEHUs Mozeei
HOBeZieHNs oTpebuTesneii B Poccuy, OHIaHH-TOPTOBIIA OCTAETCA OAHUM M3 HEMHOTUX
CEKTOPOB, TPOJODKUBIINX PaCIIMPEHE B peaTbHOM BhIpaxkeHnHU B 2016 rogy u
CTaBLINX 6J1aroZapsi TOMY TOYKOM POCTa I KIFOYEBBIX UT'DOKOB. Psiji MarasuHoB
3asBWIU O IPOJOJDKAIONIEMCS POCTE, BEIPAXKAIOIIEMCS ABY3HAYHBIMU YHUCTIaMH,
OZIHAKO OOJBUIMHCTBO TPAAUIIMOHHBIX PETEHIEPOB COOOLIVIIN O CHIDKEHUH 00BHEMOB
IIPOJAK B PeaJbHOM BBIp@XKEHUU B MarasuHax, ¥ pOCT POk HabJII0AaICs TOTBKO

10 KaHaJIaM OHJIaH-TOPTOBJIU.

HeKomopre OCHOBHblE NOJIONCEHUA

CoryacHo pe3yjibTaTaM Halllero ucCjiei0oBaHud, U3SMEHEHUA HOTpe6I/IT€‘JIbCKOI‘O noBezeHud B Poccun
n3 roza B rof CTaHOBATCA BCE MEHEE 3aMETHBIMMU, YTO ABJ/IACTCA IIPU3HAKOM 3PE€JIOCTU PbIHKA:
MOZEJIN MOBEAEHUA B PA3HBIX CETMEHTaXxX O6p6TaIOT Bce OOJIBbIIIE CXOXKUX 4epT, a pa3andud TEIEPDb

B OCHOBHOM O6YCJIOBJIEHLI Pa3IMYHBIM YPOBHEM 3PEJIOCTHU HOTpe6I/ITe]IH, YTO 3aBUCHUT OT PETrvOHa,
1 HaJIM4YUEM aJIbTEPHATUBHBIX KaHAJ/IOB B33HMOAeﬁCTBHH C KJIMEHTOM B POSHUYHOM CETMEHTE.

OCHOBHOI1 CTUMYJI POCTa — 3TO YBEJIMUYEHHE YaCTOTHI COBEPIIEHMsI IIOKYIIOK TaK Ha3bIBAEMBIMU
no3aHUMU nocnenoBaTenamu (late adopters) u pacTyInas MoIy/IsIPHOCT HOBOTO CETMEHTA.
HecmoTps Ha Kpu3uc, 6oiee BaXKHBIMU (paKTOPAMHU, BIUAIOIIMMYI Ha TPUOOPETEHNE TOBAPOB
VMEHHO B UHTepHeT-Mara3uHax, BJIAI0TCS yZA06CTBO COBEPIIEHNUS TOKYIIOK U HAJIMIYE IIHPOKOTO
acCOpPTHUMEHTA, a He IieHbl. B Poccun, Kak 1 BO BceM MUpe, OYpPHBIMU TeMITaMU Pa3BUBAETCsI CETMEHT
MOOGWIBHBIX ITPOZIAK: MOOMIbHBIE CAWTHI IPEBPATUWIMCH B CAMBINM OBICTPO PaCTyIIUi KaHaJ CObITA,

Y OHH OIIYTUMO CTUMY/IUPYIOT YBeJIUYeHIEe 00'beMOB TOPTOBIIH.

OcHOBHble NPUUUHbL, MOMuUBuUpylOWUe nokynameJeil
K cogepuleHUI0 noKynku oHaaiiH 8 Mockee u Cankm-Ilemepoypze,
a makdice Opyaux pezuoHax Poccuu

Mockea u Cankm-IlemepGypz /Jlpyeue pezuonst Poccuu

|

MokynaTtb OHNawH aelwesne

@ MokynaTtb oHNawH yaobHee
A

CCOPTUMEHT/NPOAYKTOBOE
NPeAnoXeHne OHMaiH nyule 28%
@ [pyrve npuumnHbI @
| f T J

UctouHuk: uccneposaHue PwC «ToTanbHbie npogaxu», 2017 .
Bblbopka: 653 pecnoHaeHTa.

[2]



IMocnedcmaus dns pemeilnepos

B oTZeNbHBIX CerMeHTax, TAKUX KaK OBITOBAA
2JIEKTPOHUKA, YKe ZIABHO 3HAYUTETbHAA OIS
IIOKYIIOK COBEPINAETCs B pE)XHMe OHJIANH, U CeTOHSA
MBI BUUM, UTO Ja)Xe B CErMEeHTe PO3HUYHON

[IPOZ KU NTUIIEBHIX IPOAYKTOB B KPYIIHBIX FOPOJAX,
HanpuMmep B MockBe, HabII0AaeTCst TEHAEHITNA K

pacrpocTpaHeH!I0 OHIANH-IIONIINHTa, U peTelIepsl

BBHIHY>K/IEHBI OIIepaTHUBHO IIPUCIIOCAOINBATECA K
HOBBIM YCJIOBUAM PBIHKA.

3aziaya coxpaHeHUs MPUOBLTHHOCTU TIPU
BHEJIPEHUH CUCTEM OHJIAWH-TIPOJA’K COXPAHAET
CBOIO aKTYaJbHOCTD KaK /IJI1 HHTEpPHET-MarasuHoB,
TaK U /i1 TPAAUIIMOHHBIX PO3HUYHBIX CETEH.
OpHaKo, KaK IOKa3bIBaeT ONBIT POCCHY U IPYTUX
CTpaH, y peTeiIepoB HeT Pyroro MyTH: OHU
JIOJDKHBI IEPEUTH Ha MHOTOKAHAJIBHBIA PEXXUM
B3aUMOZIEICTBUA C IOKYNATEeNAMH, a Te, KTO 3TOr'0
He C/IeJIaeT, TIOTEPAIOT CBOIO 00 PHIHKA.

B aTOM rozy B HaleM oT4eTe Mbl aHAIU3UPYEM
HMHBECTHUIINH, KOTOPEIe HEOOXOAUMO CZieiaTh

JU1s obecrieveHus nepexoza Ha 3G GEKTUBHYIO
MO/leJTb MHOI'OKQHaJIBHOT'O OOCIY)KUBAHUA U
VZOBJIETBOPEHUA TOTPEOHOCTEN COBPEMEHHOT'O
TIOKyTaTess, KOTOPBIY B PaBHOM CTeNleH! aKTUBHO

NocellaeT MarasuHbl 1 COBepIIaeT IOKYNKH CosepuleHUe NOKYNOK OHATIH 8 HEKOMOPbLIX

B pexkuMe OoHJIaliH. HecMOTps Ha TO 4TO B TEK IUX
i 5 v MOoEAapHbIX KAMezZopusx
SKOHOMHNYECKUX YCIIOBUAX NHBECTUIITVIOHHAA

ACATEC/IbHOCTDb UCIIBITBIBAET CUIbHeIIee JaBJIEHHE,
Ha Halll B3IVIAJ, pEIIeHne 3TOU HpO6JIeMbI —3TO
BOIIPOC )XM3HU U CMEPTH, X BEIUT'PAET TOT, KTO Bbsimoeas JIEKMPOHUKA U KOMNbOMepusl

IIOUZET Ha PUCK. 47%

M5!I HaZieeMcs, YTO BaM TIOHPABUTCS JaHHBIN OTYET,

u OyzieM pazibl 6osiee oAPO6HO 06CYAUTH

C BaMU pe3y/bTaThl aHAIN3a POCCUACKOTO PHIHKA

U OTZIEIbHBIX €T0 CETMEHTOB. Bsimosas mexHuka

C yBaXXEHUEM,

HpOOOBO]IbCTTlGeHHble moeapul IMoan Havanm nokKynatb
OHNamnH Aaxke NPOAyKThI,
. 0CO6EeHHO 3ameTHa

3Ta TeHaeHuusa B MockBe

Mapraiiu IleiiTepc

[TapTHep, pyKOBOAUTEb IPAKTUKU
TI0 [IPEZIOCTABIEHUIO YCIIyT KOMITAHHAM

CeKTOpa POSHHUHOI TOProBIH

Y IPOM3BOZCTBA [TOTPEOUTENBCKUX TOBAPOB

1
Hepywiru

PwC B Poccun

Odexcda u 06yss
35%

UcTouHuk: uccnegoBaHne PWC «ToTanbHbie npogaxku», 2017 .
Bbibopka: 653 pecrnoHAaeHTa.
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B uccnedosanuu npusn yuacmue 24 471 pecnonoeHm u3 29 cmpaH, pacnoyioneHHsLx Ha 6 KOHMUHeHmMax.

CneuuanucTbl MeXXAayHapoaHou npakTuku PwC no npegocTaBrieHUIO YCIyT KOMMaHUAM CeKTopa PO3HMYHON TOProBiM U NPOU3BOACTBa NOTPEOMTENIbCKUX TOBAapOB COBMECTHO

c uccneposarteNbckum otaenom (r2i) PwC npoBenu rnobanbHbI ONpoc, 4TOObl MOHATbL U CPaBHUTbL MOAENU NoBeAeHUA NoTpebutTenen U UCNONb30BaHMe pPa3fIMYHbIX KaHaoB
PO3HUYHOW TOProBNU B 29 cTpaHax u pernoHax: ABctpanus, benbrua, BnvxkHun Boctok (Ermnet, OAJ n Caynosckana ApaBus), Bpasunua, Benukobputanua, BeHrpua, BeetHam, [laHus,
lepmanua, UHaoHe3ua, Upnanaua, Ucnanua, Utanua, KaHapa, Kutai/loHkoHr, Manausus, NMonbwa, Poccusa, CuHranyp, CLUA, TaunaHa, Typuua, dununnuHbl, ®paHuma, Yunu, LLiBenuapus,
Liseuun, OAP 1 AnoHuAa. O6wana cymma moXkeT He paBHATbCA 100% 3a cHeT OKpyrieHus.
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Cmasku 6 chepe
pacnpeodenieHus
uHeecmMuuuil 8bLCOKU,
KAk HUkoz0a

yr[paBJ'IEHI/Ie peHTa6EJIbHOCTblO I/IHBeCTI/IHI/Iﬁ — 3aJjior
yCIIEONTHOT'O BEAEHUA 6usHeca. Ha MHBECTUIVOHHbIE DEMIEHUS
BJIIMAIOT MHOI'iI€ (baKTOpr — Ha4yYMHa#dA C Toro, KaKou TOBap B
KaKoe BpeMA rozia mipoAaBaTh, U 3aKaHYMBas TEM, CKOJIBKO
Mara3mHOB OTKPbIBAThb B JAHHOM DETMOHE. N pETeﬁHepOB €CTb
BO3MOXHOCTb BHUMATE/NBHO U3YYUTh CBOM MHBECTUILIVU B
Ka4yeCTBO O6CJIy)KI/IBaHI/IH KJIMEHTOB, II€EPCOHAJI, TEXHOJIOTUU 1
HEeABMXKMMOCTD.

Jl7Is1 HE3aBUCHMBIX PETEMIEPOB CTaBKU BBICOKH, KAK HUKOTZIA.
Bo-1mepBhIX, TaKOM KeCTKOM KOHKYPEHIIH PaHbIIle He OBLIO.
Jl71s1 TOTO YTOOBI B HACTOSAIIEE BPEMS BECTH YCIIEITHYIO
KOHKYPEHTHYI0 60pb0y B chepe mpoAask, HOBBIM YUaCTHUKAM

He HY)XHBI Mara3uHbI WIX CKIabl. I10400HbIE KOMITAHUN MOTYT
pacrosiaraTbcs KaK COBCEM PsIZIOM, TaK U Ha APYroM KOHIle
cBeTa. Kaxxzas kaTeropus ToBapoB OKa3bIBaeTCA OXBauyeHa
HOBBIMU MHTEPHET-Mara3uHaMu. /i TOTO YTOOBI OIIEHUTD,
Kakas )KeCTKas KOHKYpeHIIUA celfyac apuT Ha POCTOpax
cerMeHTa PO3HUYHOM TOPIOBJIU, OCTATOYHO OJHOTO B3IJIAAA

Ha pUCYHOK cIipaBa. /laHHBIe oIIpoca 3TOr0 rofia MOKa3blBaloT,
YTO peTeiiepaM IPUXOAUTCS OOPOTHCS 3a OO0 PHIHKA C
Amazon. 28% pecnioHZIeHTOB BO BCEM MUpe IIPU3HAJN, YTO peKe
JIeTafoT MOKYMKU B PO3HUYHBIX MarasuHax u3-3a Amazon, B CIIIA
ata nudpa cocraBwia 37%. PecrioHzeHTH U3 KuTtas 3asgBiiy o
TOM, YTO Pe’Ke JIeJaloT MOKYIIKU B PO3HUYHBIX Mara3uHax u3-3a
Tmall.com (24%), kuTarickoro aHajaora Amazon.

He cTouT 3a6bIBaTh 1 O TOM, YTO IIPOU3BOAUTENN OPEHIOB
MBITAIOTCS CO3/IaTh COOCTBEHHBIE CETH PACIIPOCTPaHEeHNsI, Oe3
TIPUBJIEYEHMS K TIPOIIECCY IPOJAK PETENUIEPOB, Ui TOTO YTOObI
HanpsMyIO B3aMO/ENCTBOBATH C MOTpebuTenamu. MHorAa i
3TOTO MPUXOAUTCS PEATU30BBIBATH TOBAP IO TOIUCKE WU JJaXKe
MpUOGPETATh APYTYI0 KOMIIAHUIO, KOTOpas HaJlaZua MpsIMyIo
CBSI3b C MOTpebuTensiMu. B kauecTBe IprMepa MOXKHO TPUBECTU
npuobperenrie Unilever kommanuu Dollar Shave Club.

Ton-4 cmpaH, 8 kKOMOpPbLX nOMpedumenu pexce
cogepuilarom NOKYNKU 8 pO3HUYHbLX MA2A3UHAX U3-3A
aKmMueHO020 UCNOAb308aAHUSA caiima Amazon.com

@ Arowwa 39%

37% - [epmaHuA

Bo Bcem o
Mupe o

WcTouHuk: nccneposaHue PwC «TotanbHble npoaaxu», 2017 r.

bpasnnna 35%
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BTopoii pakTop, KOTOPHIN BEIHYK/IAeT peTeiliepoB
6oJiee B3BENIEHHO IIOAXOUTH K PELIEHUIO BOIIPOCOB B
00;1acTy UHBECTUIIMOHHOM ITOJIUTUKHY, — TAK Ha3bIBaeMast
obanbHas HoBast HopMa. Temiibl pocTta BBII Bo

BCEM MHpPE OCTaBJIAIOT XKeJlaTh Jy4IIero, Aaxe poCcT
Kutas causwiics 3a nmepuoz ¢ 2013 o 2016 1. PocT

BBII BBICTyIIaeT B poJi Mepbl 00'beMa MPOU3BOZACTBA

U [IOXO/IOB B CTPaHE U 4acTO KOPPeNUupyeT ¢ yPOBHEM
MTOTPEeOUTENBCKOTO CITPOCa.

B-TpeTbuXx, CeKTOp PO3HUYHON TOPTOBJIU B MUDE

B II€JIOM IIO-TIPEKHEMY UCIBITBIBAET TPYZHOCTH,
0COOEHHO B CErMeHTax IMPOU3BOZACTBA MPOJAYKTOB
MIUTaHWA, IPeIMETOB JIOMAIlIHero 00Uxo/a, a TaKXKe
ozex el 1 00yBu. Hapumep, CIIIA — KpymHe It

B MUpe MOTPEOUTENTHCKUN PHIHOK C TOYKU 3PEHMUS
MTOKYTIaTeNbCKOM crioco6HoCcTH. COIIacHO MPOTrHO3aM,

posHuyHble npogaxku B CIIIA BeipacTyT Ha 3-4% B 2017 T.

nocse pocta Ha 3,8% B 2016 r. [Ipy1 5TOM OCHOBHOU
MIPUPOCT OXKUAAETCA B UHTEPHET-MPOJaXKaxX, B TO BpeMsd
KaK POCT 00beMa IPOZAAXK B OOBIYHBIX Mara3mHax
COCTaBJIAET JIUITh OKOJIO 1%!. B ocHOBe yBeTM4eHUsT
ZI0XOZIOB PO3HMYHBIX KOMIIAHUH B TIOC/IeIHNE HECKOIBKO
JIET JIeXKaT UCKII0YUTEIbHO NHTEepHeT-KaHaIbl, KOTOPBIE
JIEMOHCTPUPYIOT POCT Ha 7% BHIIIIE, YeM PO3HUIHBIN
CEKTOD B IiesioM. TakuM 06pa3oM, TpaJULIMOHHbBIE
peTeiieps! B CIIIA CTONKHY/INCH CO CTarHallMen Wik
CHIKEHUEM IIPOZasK, €C/IM He CYUTATh POCT J0XOZ0B OT
MPOJaXK B UHTEPHETE.

Hawubosee ycnelHble peTeiiepbl CTPeMATCS ITOACTPOUTHCA MO/
CUTYaIMIO0 CAaMbIMH pa3HbIMU criocobamu. Kommanus Nordstrom
6sarozrapss ”HBECTULIUAM CTaJIa IPUMEPOM MHOTOKAaHAJIBHOT'O
00CIyXKMBaHUSA KJIMEHTOB Y MHHOBAITUH, IUTOIA/IKOH /1S
BEPTUKAJIbHO MHTErPUPOBAHHBIX OpeH0B: Bonobos, Madewell

u J. Crew. Kommanus Saks Fifth Avenue oTkpbuia Mmara3uHs!

B leHTpe MaHX3TTeHa, HallOMUHAOIIeE ee caiT. Best Buy co3zana
COBEpIIIEHHO HOBBIN OU3HEC — UHUBUAYATbHYIO0 TEXHUYECKYTO
momoIib. B Benmukobpuranuu Marks & Spencer ycTaHaBJIUBaeT
HOBBIY CTAHZAPT UHTErpally Mara3uHa U UHTEPHeT-TIPeIOKEeHUH.

Alibaba B Kutae nepeocMbIc/IMBaeT TPAAUIMOHHYIO PO3SHUYHYTO
TOPTOBJIIO, IPEZIOCTABIIAA YCIYTH, KOTOPBIE BBIXOAAT aJIEKO 32 PaMKU
TPaZAULIMOHHOTO IOHUMAaHU MOKYTIOK, /I TOTO YTOOBI MTPUOOIIUTD
MOKyTIaTeslel K OHJIalH-TIOKYIIKaM. B To ke BpeMs eBponencKas
MHTepHeT-IIaTdopma Zalando 3asBuia o cebe Kak o IITaBHOM
pecypce s IpUOOPETEHHS OEXK Bl U aKCECCYapOB. DTU peTeliephl
3aHAIN JIUZIepCcKye TTO3UIINY, TIpeZiiaras MoTpebuTenaM yao0HbIe
BAapHaHThI COBePIIeHUs MOKYIIKY U3 000 TOUKH: B MarasuHe,

C KOMIIbIOTEPa, MOOWIBHOTO TesedhOoHa WU TUIAHIIIETa.

By CribBepMaH, CTapIIUK AUPEKTOP KOPIIOPATUBHOTO
Hanpasienus Fitch Ratings B CIIIA, B koH1e 2016 r. mrcast o

TOM, YTO pPeTeiiepbl, KOTOpPbIe OyAyT UTHOPUPOBATH HOBBIE
TEXHOJIOTUY U He CMOTYT 00ecleunTh 0OCIyKMBaHe Ha MUPOBOM
YPOBHeE, CTaHYT «IOHOPAMU» PBIHKA JJIf TeX PeTeiiepoB, KOTOphIe
CMOTIJIY TIPUCIIOCOOUTHCA. «Pa3enuTenbHast TMHUA MEXY
JIyYLIUMU peTeiiiepaMy U JOHOPAaMH JI0JIY PhIHKA Bce yalre OyzeT
OTIpeIeNIAThCA TeM, KTO U3 HUX CMOXKeT YAOBJIETBOPUTh TpeOOBaHUA
pa3BUBalOIIErocs peIHKA, — KOHcTatupyeT CribBepMaH. — Te, KTO
ZO6WICS ycrexa, BKIQIbIBAIOT IeHbI' B MHOTOKAHAJIBHYIO MOZENb
1 1upbepeHIMPYIOT CBOIO IIPOAYKIINIO ¥ OOCTYy>KUBAHUE, AJIS TOTO
YTOOBI IPUBJIEYb KJIMEHTOB»>.

1 Fitch Ratings Services, 12 nekabpna 2016 r., «<bopbb6a 3a knueHTOB B chepe po3Hu4Hou ToproBnu CLUA npogonykaetca B 2017 . B CErMeHTE PecTOpaHOB».
2 Fitch Ratings Services, 12 nekabpa 2016 r., <bopbba 3a KNMeHTOB B cthepe po3Hu4Hom Toprosnu CLUA npogonykaetca B 2017 I. B cermMeHTe pecTopaHOB». 6]



KoHe4HO, MBI ITpe/IIoiaraeM, 4To MozooHast
WHBECTUIIMOHHAA IeATENbHOCTh BBI30OBET Y MHBECTOPOB
TPYAHOCTH. Y OOJBITMHCTBA PO3HUYHBIX KOMIIaHUH

HET BO3MOXKHOCTEH /71 I7100aILHOT0 OXBaTa
MOTPEOUTENBCKOU ayZIUTOPUN U TAKOTO OIOKETa,

KaK y UX [TapTHEPOB-TIPOU3BOAUTENEH, [TOITOMY
peTeiyiepaM 3HAYUTENBbHO CJIOKHEE HAUTU pecypchbl
Uist nHBecTunni. Ha rpaduke crpaBa, AJid MOCTPOEHUs
KOTOPOTO ObUTU HCITOJIb30BaHbI JaHHbBIE, TTOJTyYeHHBIE

B X0/Ie OTIpoca KOMITAaHUU PO3HUYHOM TOPIOBJIH,
npoBegeHHOT0 PWC/SAP, oTpaskeHO octabJstonee
BJIMAHHUE HEOOIBIINX OI0/KeTOB KOMITAaHUM Ha OGM3HeC-
JeATeIbHOCTh CEKTOPA PO3HUYHOM TOPTOBJIU.

Kak moTpeburesnu, Mbl pagyeMcs IUPOKOMY BIOODY

Y [IEHOBOM ZIOCTYITHOCTH TOBapOB, YTO CTAJIO
CJIeICTBUEM Pa3BUTHSA II0OATBHOTIO PhIHKA. B oinume
OT cuTyaIiui ¢ peksamoit Colgate 100-1eTHEM JaBHOCTH
ceifuac BO3MOXXHOCTH BJIUSTHUA U yIIPABIEHUS [TepPeIUIU
OT TeX, KTO TPOU3BOJUT U MPOAAET IPOAYKIUIO, K TEM,
KTO ee TOKymaeT. Ho cTpeMyieHrie K HU3KUM LIeHaM

1 obecrieueHUI0 y00CcTBa MOTPeOUTE el BCE BHIIIE

Y BBIIIIE TIOJHUMAET IUIAHKY JIJIsl pETEIEepOB.

9mo ebi3bleaem y sauleil KOMNaHUU HauUbGoabwue 3ampyoHeHUs
npu npedocmaeneHUU MHO2OKAHA/IbHO20 00CLYyICUBAHUSL CBOUM
KaueHmam?

= 30% BroaXxeTHble orpaHun4eHunA

?\ CNULLKOM MHOTO yCTapeBLnX
( 21% CUCTEM, KOTOPbIE HEOHXOANMO MEHATb

0/\ CNOXHO 06beanHNUTD
0
f 20 CYLLECTBYIOLLME CUCTEMBI

-
13% He ABnAeTcA NpuopuTeTHOM 3aa4ven
( ANA PYKOBOACTBA Hallen KoOMMnaHum

W
(e 10% HexsaTka ornbiTa
b — !
g e 6% HexBaTka BHYTPEHHUX pecypcoB

WcToYHUK: onpoc KoMMaHU PO3HMYHOW TOProBfiu, NpoBeAeHHbIi PWC n SAP.
Bbibopka: 312 pecrnoHAEHTOB.
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B 2017 2. pemeilnepam npedcmoum Co3aaﬂue 6}’0}’1‘!320:

CMOJIKHYMbCSA € CaMOll cepbe3HOll

KOHKYpeHyuell 3a nociedHue Jecsmuiemus. decamb HanpaBJleHUﬁ uusecmuquHHOﬁ
C yuemom mozo, umo noKynamenil ece desmensHocmu pemeﬁJlepOB

yauwe desiarom 8bL60p 8 NOJIb3Y UHMeEPHeM-
Maz2a3uHos, a makice 8 c8s3u

€ OIUMENbHBIM CNAObLM POCMOM 80 MHO2UX
CMpaHax u HeymoJUMbLM MUPOBLIM PbIHKOM,
Komopblil mpebyem becnpeyedeHMHO20
passumusi mexHosio2uil, neped HeKOMOpPbIMU
pemeilnepamu ecmaem peaibHds y2po3a
nomepu cgoezo busHeca. B Hekomopuwlx
Haubosiee pa3suUMmMbLX MUPOBbLX IKOHOMUKAX,
grxrouas CIIIA, HegblcOoKUE pe3yibmambl
NPasoHUUHbLX pacnpooaxic 8 KOHue 200a
MONBKO YCUNUNU MPEeBONCHble HACMPOEHUS,

MOOWIBHBIA CaliT BesomacHsie m1aTGopmel

[ToBhIllIEHYE JIOAIBHOCTH

Ka,Z[pr KJIMEHTOB

cesi3aHHble ¢ 6ydywum mpaduyyuoHHO20
PO3HUUHO020 bu3Heca.

AHan3 O0JIBIINX
MaCCUBOB JJAHHBIX

HToy-pyMel
B uccnedogaruu PwC «TomanvHble
npooaxcu» 3a 2017 2. MbL ONPOCUNU OKOJIO
25 000 onnaiin-nokynameeti uz 29 cmpau
06 UX NOKynamenbckux NpednoumeHusIx

u oxcudaHusax. Mx omeemasl Mo2ym nomous
pemeiliepam pewums CONCHYH0 3a0auy:
NOHAMb, 80 UMO UHBECMUPOBAMb, UMOObL
He MOJIbKO 8blICUMb, HO U Npoy8emams

8 biuncatiwiue 200vt. Mol 8bl0enunu
decsimb HanpasJieHull UHBECMUYUOHHOU
dessmesibHOCMU pemeiliepos, KOmMopbwle
dymarom o 6ydywem.

Crpareruda Amazon [lognHHOCTD

340pOBbE U 3/I0POBHIN

[Tpe3enTarys 6peHza
006pa3 )KU3HU

00000
0000
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5

Hueecmupyiime 6
co30aHUe U N000epPIKKY
MOOUWIBLHOZ0 caiima,

a He MOOWIbHOZ0
npuioxceHus

Euwe 8 pamkax uccnedosanusl «TomanbHble
npooaxcu» 3a 2014 2. mblL cnpawusanu
nompebume.ieil 0 MoM, KAk OHU npednoUUMarnm
cosepluLams NOKYNKuU: uepe3 MOOUNbHbLIL catlm unu
MobunbHOe npunoxceHue pemetinepa. Pezynsmam
NoJLyuUnCcst HEOOHO3HAUHBIM: PECOHOEHMbL 0eNanu
8bL60p 8 NOJB3Y MOOUNBLHBLX NPULONHCEHULL (Mam
UM npedocmasiNUC, 00NOJHUMebHble OOHYCbL),
HO cuumanu mobunbHsle cailmsl 3HAUUMENbHO
- 6o1ee yoobHbMuU. C mex nop nosi8UL0Ch HeMAlO0
dokasamesnbcma npeumyuecmas MoOUIbLHO20
caiima, a makce ycmanocmu nompebumeJetl
0M 02POMH020 KOUUEC8ad NPUNOHCEHULL.




Kax GbI MBI HU OLIEHHBA/IU PEHMYIIECTBA MOGHIBHOTO ITokynku ¢ mobunvHozo menedona / cmapmgona: 30ecs u ceiiuac
caiTa ¥ MOOWJIBHOTO TIPWIOXKEHUST, MOOUIbHBIH TeledoH,

HCIIOIb3yeMbIl B KaueCTBe HHCTPYMeHTa IIOKYIIKYU U OILIaThHI,

OCTaeTcs Ha MMUKE IOMy/IApHOCTH. [10 JaHHBIM oIlpoca 3TOro ExcedHesHble NnoKynkKu

roza, 3a TOBapaM¥ B MarasyH IIO-IIpeKHeMy Hanboree

YacTo 3aX0ZAT Te IOKyIlaTe/Ir, KOTOPhIe COBEPIIAIOT v I |

TIOKYTIKY €KEeHEIENbHO U €)KeZHEBHO, a YUCJI0 TIOKYTIOK, ry
OCYIIIeCTBIIAEMBIX IIPY TIOMOIIIY MOOMIBHOTO TenedoHa, : i‘l
TIPEBBINIAET KOJTMYECTBO MOKYIIOK C IIAHIIETA TI0 PSAY b

TOKa3aTesell U MPaKTUIECKU JOTOHSIET MOKYIKH C TOMOIIbIO @Mo@mwblﬁ WS AN
[IK. I'paduk «[1oKymKu ¢ MOOMIBHOTO TesedoHa / cMapTdoHa: TenegoH [MnaHweT MNK

34eChb 1 ceityac» IIOKa3bIBA€T, YTO CpeaAUn HOKyHaTeﬂeﬁ,
COBEpIIAIOIINX IMOKYIIKU €XXE€JHEBHO U €XKE€HEAE/IbHO,
GOJIBITUHCTBO PECIIOHAEHTOB U3 PAa3HbIX CTPAaH YTBEPXK/AAIOT,
YTO 4Jale J€J1arT IIOKYIIKH CO CMapTCbOHOB, 4YeM C IVIaHIIETOB.
Y «eKeTHEBHBIX» HOKyHaTe]IefI, I10 CyTH, IIPOLE€HT ITIOKYIIOK

Cco CMapT(l)OHa 1 C KOMIIbIOTEPpA OANHAKOB.

ExceredenbHble NOKYNKU

my

Kpome Toro, y YMC/IEHHOCTU CTOPOHHHUKOB MOOMIbHBIX ITOKYIIOK
€CTb BCe MPEeATIOChIIKY AJIA JadbHeHIIero pocta, IOCKOIbKY .I
OTpaHUYeHMUsI, CBI3aHHBIE C 0OCIY)KMBaHUEM, BEPOSTHO, BCKOPE MoGUNLHBIA * n
OyZyT CKOPPEKTHPOBaHbL. Harpumep, Halll PECIOH/IEHTHI, TenedoH MnaHweT MK
IIpeZicTaBIAIOININe Pa3Hble CTPaHbl MUpa, Ha3Balu pasMep

dKpaHa caMbIM CEpbe3HBIM Heyzo6cTBOM (40%) A

COBEPILIEHUS MTOKYIIOK C MOOWIBHOTO TestehoHa, a 26%

CYWTAIOT, YTO MOOUJIbHBIE CAUTHI CJIOXKHBI B MCIIOTb30BAHUU.

UctouHuk: uccnegosaHue PwC «TotanbHbie npogaxu», 2017 r.
Bblbopka: 24 471 pecrnoHAeHT.

[10]



[To Mepe cOBepUIEHCTBOBAHUA MOOWIBHOTO HHTEPdeiica
MOOWJIBHBIH HIOMMHT TaK)XXe OyZieT pruobpeTaTh BCe
661b1IyI0 TONyIApHOCTh. Ha Tpaduke cupaBa oTpaxkeHo,
KaK C TeYeHHeM BpeMEeHU N3MEHSLTUCh TIOKYTIaTelbCKIe
MIPEATIOYTEHNS HAlTUX PECITOHEHTOB: MOOWIBHBIN IIOMUHT
MIPOZIOJDKAET HEYKJIOHHO PACTU IO CPABHEHUIO C IPYTUMH
nudpoBeiMu kaHamamu. Ha rpaduke cnpaBa, B KOTOPOM
IIpe/ICTaBJIEHbl OTBETHI PECIIOH/IEHTOB O €)XXeJHEBHOM

U e)XXeHeZIeIbHOM HCII0JIb30BAHUH MOOWIBHBIX YCTPOUCTB
3a MOCIeAHUE TISTh JIET, BUAHO, YTO MOKYIIKYU C TOMOIIBIO
[1K cTanu MeHee NOMy/IAPHBIMU, TOKYIIKU, COBEPIIIaeMbIe
C IUTaHIIETa, OTHOCUTENBHO CTAOWIbHBI, & YHUCIIO IIOKYIIOK
¢ MOOMIBHOTO TeedoHa pacTeT.

PaccMOTpUM Ipoliece MOKYNKU. Ml 3alaji peCIIOHAEeHTaM
BOIIPOC: «YTO U3 IEPEIUCTEHHOTO BHI IeIaju, KOTZa
COBEpIIATN OHJIAWH-TTOKYIIKY C IIOMOIIIHI0 MOOWIBHOTO
TesnepoHa / cMapTdoHa?» 37% OTMETIIH, YTO OHU OIUIATHIN
TIOKYIIKM cpasy Mocjie «M3y4eHusA ToBapoB» (44%)

U «CpaBHEHUs LieH ¢ KOHKypeHTaMm» (38%). CiezoBaTenbHO,
B HACTOsII[€e BPEMSI JJIsI MHOTHX IOTPeOUTENEe MOOWIBHBIHN
TesiepOH SABJISETCS YHUBEPCATbHBIM UHCTPYMEHTOM /IS
MTOMCKA U U3yYEHUs aCCOPTUMEHTA, MMOKYIIKU U OILIATHL.

«Celfyac HacTaJ MepeOMHbII MOMEHT HCIIOJIb30BaHUS
Mob6mIbHOTO TenedoHa, — roBoput CtuB bapp, pyKoBogUTENb

IIpaKTUKHU PwC 1o IIpeAOCTaBJIECHNIO YCIIYT' KOMIIAHUAM CEKTOpa

PO3HUYHOU TOPTOBJIY U TPOU3BO/CTBA IOTPEOUTENBCKUX
ToBapoB B CIIIA. — IToTpebuUTeNIM OUeHb YI0OHO C TOMOIIBIO
MOOWJIBHOTO yCTPOMCTBA HE TOJBKO M3y4aTh LIEHbI U HAJTHYKe

TOBapa, HO X COBEPIIATD IMOKYIIKH. Bosee TPETU PECIIOHAECHTOB

u3 CIIIA HECKOJIBKO JIET MOAPSA/, OTMEYAIOT, YTO UCIOIb3YIOT
MOOWIbHBIE YCTPOUCTBA JISI COBEPIIEHUS IIOKYIIOK»®.

3 PwC interview.

Hcnonv3oeaHue pasiuvHblX KAHAI08 NPooaxc

2013 r. ‘2014r ‘2015r. .2016r. .2017r.

UcTouHuk: nccneposanua PwC «ToTanbHble npoaa)ku», 2013-2017 rr.
MpumeyvaHue. Ha rpachmke oTpa)keHbl eXkeAHEBHOE U e)XeHeAelNlbHOe UCMNOoNIb30BaHUEe MOOUITbHbIX YCTPOWUCTB.

| 11]



DTOo 03HAvaeT, YTO peTeiyiepaM ciaeLyeT ONTUMU3UPOBATh
CBOU MOOWIbHBIE yCIyTry. MOGUIbHBIE CAUTHI TT0 CPABHEHUIO
C IPUWIOXKEHUSIMU HAXO/SATCS B BHIUTPBIITHOM MOJIOXKEHUH.
Vcnonb30oBaHue MPUIOKEHUM NMEET MHOTO HEZJOCTATKOB,
TaK KaK M0Jb30BaTeNN He XOTAT 3arpyKaTh Ha CBOU
TenedoH OOJBIIOE KOTUIECTBO IIPUIOKEHN, KOTOPBIMU

He Tak 4acTo nosib3ytorcd. Hanpumep, B mae 2016 .

15 KpymHeHmux coszaresiel npuiokenuit CIIIA Habroganu
20%-HOoe CHMKEHUE 3arPpy3KHU IMPUI0KEHUH 110 CPaBHEHUIO
¢ npeapigymyum rogom*. Io pesynasratam onpoca PwC/SAP?,
KOTOPBIH OyzieT onmy6iukoBaH B 2017 T., IoAaBAAOLIEE
GOJBIIMHCTBO PETENIEPOB YKa3aau, YTO OCHOBHBIMHU
KaHaJaMU TeHepUPOBAHUS MPOJaK ABJSAIOTCS «Mara3uHbl»
(79%) u «caitt» (73%). Tonbko 25% OMPOIIEHHBIX BBIOpaIU
«MOOUIbHBIE TIPUIOKEHUS», KOTOPbIE HE3HAUUTETHHO
obonuu «karaaor» (24%).

JlaHHas TeHeHINA 0cO6EHHO aKTyanbHa A Kutas, rae
MOOWJIBHBIH OIBIT ITIOTPe6OUTENE OCHOBAH Ha CHCTEME OOMeHa
coobmenuamu WeChat, KoTopoii nonb3yercs 6osee 750 MIH
AKTHUBHBIX [T0JIb30BaTENEN €KeMeCTIYHO. BMECTO TOro YTOObI
€O3JaBaTh MOOWIbHBIE IPHIOXKEHUS, OONBIIMHCTBO OPEHZIOB U
peTeilyiepoB NHTETPUPYIOTCA B MOOMIIbHEIH Kouesnek WeChat.
Hanpuwmep, JD.com — ogHa U3 KPyITHENIINX KUTAUCKUX
KOMIIaHWH Ha PbIHKE 2JIeKTPOHHOU KOMMEPIIUU — 3aKII0UNIa
cTparernyeckoe napTHepcTBo ¢ Tencent (roIoBHasA KOMIIAHUA
WeChat), 6iarogaps 4emMy €i yanoch CTaTh KCKIIO3UBHBIM
TOPTOBBIM KaHaIoM MOGMIbHOTO Kotenbka WeChat. [TopTasn
CTajl OCHOBHBIM KaHaJIOM, ITIOCPeACTBOM KoToporo JD.com
MIpUBJIEKAET HOBBIX MOMb30BaTenel. 11 Hos6pst 2015 1., B X0z€e
decTUBaNA UHTEPHET-IIONUHTA, 52% HOBBIX IIOTb30BaTEIEH
JD.com 6butn u3 npunoxkenus WeChat.

4 SensorTower, Nomura Research.
5 Onpoc PwC/SAP BkntovaeT 71% MHOrokaHasnbHbIX peTensiepos.

Kananwl, ucnons3yemole 011 2eHEPUPOBAHUS NPOOANC

MarasuHbl

\

% N
79 3%

Cant

_ N\ MobunbHbie NPUNoXeHnA

Ao

\
24% = Karanor

CTOpOHHWMI
271%  MHOroKaHasnbHbIN
nposangep

\

18%  Kon-ueHTp

'

4%  [pyroe

McTOYHMK: onpoc KOMNaHWA PO3HUYHOM TOProBiv, NpoBeAeHHbI PWC n SAP
Bbibopka: 312 pecnoHAEHTOB.
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PyKOBOAMTENSIM PO3HUYHBIX KOMITAHUH OBLI 3aZIaH BOIIPOC

0 TOM, BO UTO OHU IUIAaHUPYIOT BKJIAZbIBATh cpeAcTBa. [1o

WX OTBETAM CTAaHOBUTCS MTOHATHO, HACKOJIBKO BBICOKO OHU
OIIeHMBAIOT Ba)KHOCTh MOOMIbHBIX TEXHOJIOTUH. B X07€ ompoca
PYKOBOZHUTENEH KOMITAHUI CEKTOPa POZHUYHOM TOPTOBIIH,
npoBezieHHOro Shop.org, Ha BONpoc, KyZla PECIIOH/IEHThI
coOMpaloTcs HaPaBUTh OOIBIIYIO YaCTh TEXHOJIOTHYECKUX
uHBecTUIMi B 2017 1., 39% BhIOpavi MOOMIbHBIE TEXHOJIOTHH,
U TOJIBKO 6% OTMETHIIN «Ha Pa3BUTHE MarasuHoB». PWC
CTPEMUTCS HAUTU [I0Ka3aTeNbCTBA 3TOU AUHAMUKH HA

peiake. Hampumep, Hukosnsa ®pasiie, rio6aabHbIH AUPEKTOD
BEPTUKAJIbHBIX CEPBUCOB KoMIaHuu Facebook, oTBeTCTBEHHBIH
3a coTpyaHudectBo Facebook ¢ kommanusmu cektopa
PO3HUYHOM TOPrOBJIH, B HOsIOpe pacckasan PwC o Tom, 4To
HaJIMYMe LeJI0OCTHOM CTpaTeruu, KOTopas MpeoCTaBIseT
JIIOZIIM KOMQOPTHBIN CEPBUC B Pa3pO3HEHHOM Cpejie, ABIAETCS
OJHUM W3 JIy4IIUX HallpaBJIeHU Pa3BUTHS JJI PETEMIEPOB.
Tak, IpaBUWIbHBIN BEIOOP CZeJIai PETENUIEPHI, TO3BOJISIONITE
MOKyTIaTessIM HAalPSIMYIO IIEPEXOAUTb Ha CBOU MOOUIbHBIE
caiiTel ¢ Facebook, B KOTOPEIH ¢ MOOUIBHOTO TeledoHa 3aXOASIT
60Jiee MUUTHAP/A YEeJIOBEK €XKeMeCTIHOC.

6 WHTepsblo Global R&C Academy, 1 HoA6pa 2016 .

O000O0O0O00CO00GE

|13 ]



O

LD <

e
. o i N
o o a | !
HHBecmupyllme 6 Kaapbl m.
- W

OObbluHble Ma2a3uHblL 8 OiuKcatiulee 8peMsi He N
ucue3Hym. OOHAKO NpU IMOM 803MONCHOCMb N
- L

L[5
L
cosepluLams NOKYNKU € NOMOWbH0 YUPPOBbIX -~ g
MexHON02UTL 87156 UCKAHOUUMENbHO 8ANCHOTL o
o1 nompebumenetl. Pemeiliepam Heob6x00uMo 7
Y yuumbl8ams 06e meHOeHUUU 80 8PeMSL NOUCKA
cOmpyoHUKOS.

L

- ]
—— e >y = \
- g AN e == Y - - [/



PI/ICYHOK CIipaBa JEMOHCTPUPYET, YTO MarasvHbl HE CYE3al0T,
u HOTPE6HOCTB B IIOBBIIIIEHU N KBaJII/I(l)I/IKaHI/II/I nepcoHasa
MarasmHOB TOJIBKO YCUJINBAETCA.

YuuTBEIBas Ba)KHYIO POJIb MarasuHa, Mbl €XKeroZHO
CIpallBaeM HalllUX PecIOHZAEeHTOB 06 YPOBHE 00CTyKIBaHUA
B MarasuHe. B mponuiorogHeM oT4eTe Mbl OTMETIIIH, YTO

y PECIIOH/IEHTOB HA6JII04AI0TCA BO3POCIINE OXKUAAHUA
OTHOCHUTEJIBHO OOCTyKMBaHHUA KIHEHTOB. DTO O3HAYaeT,

YTO KBaJIMGUITMPOBAHHBIN IIEPCOHAJ, KOTOPHIN pa3bupaeTcs
B TEXHOJIOTUAX U TOBapax, JeMCTBUTEIbHO ABIAETCA
IIperMyIIeCTBOM MarasyHa.

ITo pe3ysbTaTaM OIIpOCa 3TOTO rofia, 3HaY€HKE TOPIrOBOTO
IepcoHasIa CTajo ele 60jiee OYeBUAHBIM. Korzia MbI TOIIPOCHIN
PECIIOH/IEHTOB OLIEHUTh BAaXKHOCTD Pa3IMYHbIX XapaKTePHUCTUK
MarasuHa, 78% ykasaju, YTO HanuboJjiee BaXKHBIM GpaKTOPOM /IS
HUX SBJIAIOTCSA «IIPOJABIIBI, XOPOIIIO 3HAIOIINE aCCOPTUMEHT>.
Elle ofiuH KJII0u€eBo GakTop AJisA TOKyIaTesieli B MarasuHe,

IT0 MHEHUIO HAIlIUX PECIIOHAEHTOB, — 3TO «CIIOCOOHOCTH

OBICTPO MMPOBEPUTH HAJIMYKE TOBapa B IPYTOM MarasuHe

WIY Ha CKJIaze oHarH» (68%). B COOTBETCTBUU C JAHHBIM
KPUTEPUEM ITePCOHAT MarasrHa J0JIKeH ObITh 3HAKOM

C aCCOPTUMEHTOM, CUCTEMaMHU, TEXHOJIOTUSIMU U CETHIO
pertetinepa. [I0aTOMy OTpa’KeHHbIE Ha PUCYHKE JJaHHbIE TAK)Ke

OT4YaCTHU CBUAETEJIbCTBYIOT O 3HAYE€HUU IIEPCOHAJIA X YKAa3bIBAIOT

Ha HEOOXOJMMOCTD BKJIQ/[BIBATh CPE/ICTBA B 00yueHre
COTPYZHHUKOB.

ITokynku @ mazasuHe: meHOeHUUS NOCAEOHUX NIMU Jiem

38% 40%

2013 . 2014 r. 2015 r. 2016 . 2017 r.

UcTouHuk: nccneposanuna PwC «TotanbHble npoaaxku» 3a 2013-2017 rr.
MpumeyaHue. Ha rpachmke oTparkeHbl eXkefiHEBHbIE U e)XeHeAerbHble MOKYMNKU B LiesIoM.
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OfHaKo COTPYAHUKU Mara3uHa — JIMIIb YacTh KaJpoBOM
WHBECTUI[MOHHOU CTpaTeruu. Y HeKOTOPhIX COBPEMEHHBIX
peTeiIepoB Zjaske HeT COOCTBEHHOI'O Mara3uHa, Ho3TOMY Hzest
WHBECTUPOBATh B 00yYeHUEe COTPYAHUKOB TOPTOBOTO 3aJ1a JJIst
HUX HeaKTyasbHa. O0s3aTeTbHO HYKHO BKJIQIbIBATh CPEACTBA
B MapKeTUHT U COLIaIbHbIE CETH HE3aBUCUMO OT TOT'O, ECTh

y peTeliepa iobanbHasI CeTh Mara3uHOB WM CaT, KOTOPBIN
NIPOZAAET OAHY JIMHUIO IPOAYKTOB.

B 5TOM rozy Mbl 33/1aJ7111 BOIIPOC O TOM, KaK1e UHTEPHET-
PeCypChl CTUMY/IUPYIOT PECIIOHIEHTOB COBEPLIATH MOKYIIKH.
BBIACHUIOCH, YTO COLMAIbHBIE CETH UMEIOT IIpeobiazarolee
BiusiHUE: 47% ONPOIIEHHBIX BBIOPAJIH JINOO «COLIMANbHBIE
CeTH», TOO0 «BU3yasIbHbIE COIIAIbHBIE CETU>» B KAYECTBE
OCHOBHBIX MOTUBHUPYIOIMX GaKTOPOB. MBI TaKKe Y3HAIH, YTO

BBaHMOAeﬁCTBI/Ie COIIMAJIbHBIX ceTen ¢ TIOITYyJIAPHBIMU 6peH,an1/I

3acTaBwiIo 44% peCIOH/IEHTOB TPAaTUTh Ha OpeH; 60JIblire

Y CTUMY/IUPOBao 46% BbIKa3aTh OpeHZY OOJBIIYIO TOAAEPKKY,
yeM 0OBIYHO. MBI CYMTaeM, YTO MHBECTHUIIVH B OTJEJIB I10
paboTe C COIMaNTbHBIMU CETAMH B pAMKaX MapKeTHUHI'OBOH
CTpaTeruy MOoBJIeKyT 3a COOO OBHIIIEHNEe PeHTa0eTbHOCTH.
CoTpyZHUKH, OTBeYalole 3a 3Ty cdepy, MOT'YT pa3pabaTeiBaTh
MapKeTHUHIOBbIEe KAMIIAHUH B COLICETAX, OTCIEKNUBATh
oblecTBEHHbIE TEHJIEHIINH, CJIEJUTH 32 TEM, YTO TOBOPAT

B UHTEPHETe O peTeilyiepe, 1 paspabaTbiBaTb COOTBETCTBYIOIILE
OTBETHBIE MepHI.

CaMblii Ba)KHBIN BOTIPOC Ka/IpOB B CEKTOPE PO3HUYHOM TOPTOBJIH

KacaeTcs TOII-MeHe/P)KMeHTa. B TeueHne MHOTUX /1eCATHIETHI
peTeiiepsl TpebOBaIK OT PYKOBOJUTENIEN KOMIIAaHUH JBa
HaBbIKa: yIIPaBJeHUE HEABIKUMOCTBIO, TO ECTh CEThIO
MarasuHOB, U MepYaHJal3WHT JJIs pa3MelleHHs TOBapoB

Ha TI0JIKaX.

7 WHTtepBblo PWC.

Teniepb 3T¥ HaBBIKM BTOPUYHEI 110 OTHOIIIEHUIO K HaBbIKaM BJIa/IeHUS
111 (POBLIMY TEXHOJIOTUAMHE, PAOOTHI C MHOTOKaHATBHON CUCTEMOM
U IIeTIOYKOM NTOCTaBOK U HaBBIKAM OIepaTUBHOTO YIIpaBIeHUA.
«/171s1 peTeiyiepoB IIPUBBIYHON OBLIA MOZENb “IPOTANKUBAHUA”,

1 OCHOBHOM yTIOp PYKOBOAUTENHU AeJalu Ha OTKPBITUN MarasuHoB

U [IPOJBIKEHUU TOBapa, — TOBOPUT ToM /KOHCOH, AupeKTop, PWC. —
CerofHsa peus yxke He WJeT UCKII0YUTENbHO O CO3ZaHNHU CeTU
MarasuHOB, I0O3TOMY TPeOOBaHMA K KOMIIETEHITAM U3MEHIINCh.
Hacrosiee 6eCIIOKOMCTBO y PETEIIEPOB JOIKEH BBI3BIBATD
CJIeZlyIOIINI BOIIPOC: COOTBETCTBYET JIM UX TON-MeHePKMEHT
HOBBIM ITpuopureTam?».” [To MHeHUIO /’KOHCOHA, peTeiiiepsl
JOJDKHBL oOpalaTh 0coboe BHUMaHMe Ha pPaboTy pyKOBOAUTeNeH
110 ITUPPOBBIM TEXHOJIOTUAM U OIIePAI[MOHHOMY YIIPaBJIE€HUIO, I
TOTO YTOOBI YIIPABJIATH CKUMAIOIIENCS CEThI0 Mara3uHoB, bosee
CJIOXKHBIMU IIETIOYKaMH ITOCTABOK U ITU(GPOBBIMU TEXHOJIOTUAMH,

a TakKe BBIBOAUTD HA PHIHOK HOBBIE YCIYTH B IIe/IAX COXpaHEHUA
IIOCTOSIHHBIX KJIMEHTOB.

Hacmosuiee 6ecnokoiicmeo y pemeiiiepos 00/iceH
6bl3bl6amb c1edyroulUil 60Npoc: coomeemcmaeyem
JiU UX MOn-mMeHedHcMeHIM HO8bIM Npuopumemam?

— Towm JI»xoHCOH, fupeKTop, PWC

CerofHA aKTyaJIbHOCTD OIpeZiesisieTCs HUPPOBOI U TEXHUYECKON
«IIPOZBUHYTOCTBIO». [lepcoHas Mara3uHa, COTPYAHUKY odrica

Y TOI-MEHe/PKMEHT JJOJDKHBI BRICTYIIATh B POJIU 3epKaJjia I
noTpe6uressi. Eciu peTeitiep He pa3bupaeTcs B COIUATBHBIX CETAX
Y 1UPOBBIX TEXHOJIOTHAX, OH HE aKTyaJIeH U He IIpUBJIeKaTeleH
HU JIJI1 MOJIOABIX IPOABUHYTHIX KIMEHTOB, HU /I IIOTEHI[UATbHBIX
COTPYZHUKOB.



Q;% HHneecmupyiime 6 l
aQHaUu3 60abUWUX
maccueoe OaHHbIX,

a He MOJIbKO 8 Ux C60p

I'nasnas 3adaua pemeiinepos cocmoum 8 mom,
umMo0bbL NpespamumMb 02POMHbLI Maccug OaAHHbLX
0 nompebumMessix 8 NOAE3HyH UHPHOPMAYUIO.



PeTeiisiepbl — y4aCTHUKU OIIPpOCca KOMIIAHUN PO3HUYHON TOPTOBIIH,
npoBezgeHHOro PWC/SAP, oTMeTHIN, UTO caMOe TPYAHOE JJis HUX —
U3BJIEKATD T0JIh3Y U3 MACCUBA JAHHBIX O OTPEOUTENAX.

Ha ceropHAHMT IeHb MEX/Iy JAaHHBIMU, KOTOPBIE €CTh Y PETEIIEPOB,
Y UIX CTIOCOOHOCTBIO U3BJI€Yb U3 TUX JAaHHBIX MOJIE3HYIO MH(OPMAIIHIO
COXpaHseTcs OTPOMHBIN fucbanaHc. YacToTa mocelleHnii MarasuHa,
HaJIMYue TOBapa B MarasmHe U Ha CKJIa/ie, MHOTO JIU BpEMeH! KJINEHThI
IIPOBOZAT Ha caiiTe... MexX/y STUMH CBeIEHUAMHU U peTeiiepaMu
BO3HHUKAET 3UAOIIAS MPOIIACTh, KOTOPas 06pasyeTcs n3-3a

MIPUHIIUITUAJIbHOI'O OTVIMYMA PE3Y/IbTaTOB c6opa JAHHBIX OT X 06pa6OTKI/I.

9%

peTeliepoB Ha3BaIM CBOEU caMOM CJIOKHOU
3a/1aueli IpeBpalleHue JaHHbIX O TOKYIaTeNAX B
VHTEPECHYIO U M0JIe3HYI0 HHPOPMAIIHIO.

McTOoYHMK: onpoc KOMMaHUA PO3HUYHOM TOProBiu, NpoBeAeHHbI PWC n SAP
Bbibopka: 312 pecnoHAEHTOB.

B Tabuile cIipaBa Mpe/cTaBIeH CPABHUTENBHBIN aHANMN3 (paKTOPOB,
KOTOpBIE MOTPEOUTENH IIEHSAT B Mara3uHe, U WX YZIOBJI€TBOPEHHOCTh
STUMHU XapaKTepUCTUKaMU. THGOPMUPOBAHHOCTD SIBJISIETCS
HE/IOCTAOIIVM 3BEHOM /IJIST UCIIOIb30BAHMS MHOTHX M3 3THX
dakTopoB. Pa3priB Mex Ay 3HaYeHEM HaKTOPa «BO3MOKHOCTHU
OBICTPO TIPOBEPUTH HATHUYKE TOBApa B [PyTrOM MarasvHe WIx

Ha CKJIa/le OHJIaliH» U YIOBJIETBOPEHHOCTHIO MM, HATIPUMEp, BBI3BaH
HE/IOBOJIIECTBOM KJIMEHTOB TEM, YTO Mara3uHbI He TIPeOCTABIISIOT
HeoOX0oANMYI0 MHPOPMAIIUIO O 3allacaX CBOMX TOBApOB.

Koneuno, nudopmanys o ToM, B KAKOM UMEHHO Mara3uHe B IPUTOPOJE
mrara KOHHEKTUKYT MOXHO HaWTH TTapy CAaMBIX IOMYJIAPHBIX 6aCKETOOIBHEIX
KPOCCOBOK, IZle-TO eCTb. HO MOXKeT Jii MarasuH, B KOTOPOM TOBap
pacrpozaercsi 6BICTPO, BBIICHUTD, KyZja CJIelyeT OTIIPABUTHCS KJIUEHTY

3a IIOKyIIKaMu?

[TpaBza 3aK/II09aeTCca B TOM, YTO CUCTeMbI OOJIBIIMHCTBA peTeiIepoB
GYHKIMOHUPYIOT HEZOCTATOYHO JUHAMMYHO, I TOTO YTOOBI OTPaXKaTh
HaJIM4yye ToBapa IIOMUHYTHO, ¥ He CIIOCOOHBI cO00IIaTh 06 3TOM IMOKyTaTeNAM
B PeKUMe peasbHOr0 BpeMeHHU. 3/1eCh MOKHO ITPOLIUTHUPOBATh ITPUITIAIIEHHOT'O
JIOKJIa[IYVKa, BBICTYIIABIIETO HA OIHOM 13 KOH(EPEHINH, CIIOHCUPYeMBIX PWC:
peTeiiepaM HeoOX0MMO UMETh OHY UHTEIPUPOBAHHYIO IUIAaTGOPMY JaHHbIX,
YTOOBI Y HUX He 6bUT0 «20 BepCHi TPaB/bL».

ITokynku 8 mazasuHe: 3HaueHUe HEKOMOPbLx hakmopos ot nompebumeneil

Uu cCmeneHsb uxydoeuemeopeﬂﬂocmu
63%

78%

MpoaaBLbl, MPEKPacHO 3HatoLme
aCcCoOpPTUMEHT

CnocobHOCTb BbICTPO NPOBEPUTH
Hannyvne ToBapa B APYyroM MarasvHe
W Ha cKnaae OHnanH

68% 58%

MepcoHan“anpoBaHHOe NMPEanoXeHue,
(PyHKLMOHMpYIOLLEE B PEXMME PeanbHOro
BPEMEHM, CO3aHHOe CreumasnbHO ANA MeHA

59% 50%

Bo3MoXHOCTb yBUAETh/3aKa3aTh
pacLUMpPEHHbIN aCCOPTUMEHT NPOAYKLMM
Ha 9KpaHe B MarasuHe

59% 53%

UctouHuk: nccneposaHue PwC «TotanbHbie npopaxu», 2017 r.

B Tabnuue otobpa)keHbl hakTopbl C CaMbiM 60SbIUMM Pa3pbiBOM MEXAY «3Ha4E€HUEeM» U «yAOBIIETBOPEHHOCTbIO».
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Erie ogHO pacxoxzaeHre: 59% pecroH/IEHTOB BhIPA3IUIH XKeJlaHUe
MIOJTy4YaTh CIelfalbHbIe TIPEJIOXKEHUS OT PETEMIEPOB B PEIKHME
peaybHOTO BPEMEHHU, UTO HE COOTBETCTBYET CTEIIEHH, B KOTOPOU
9TH OXKUZIAHUSA ONpaBAbIBatoTcsA. ToabKo 50% pecrnoHZeHTOB
JIOBOJIbHBI OTBETHBIMU JIEUCTBUAMHU PETEUIEPOB. Y IPOZABIIOB,
KaK IPaBUJIO, €CTh JAHHbIE O TOM, YTO MOOYKJAET KINEHTOB
JleNIaTh MOKYIIKYA B Mara3uHe, HO OHU PEKO HCIIOIb3YIOT 3Ty
nHGOPMALINIO /I CO3aHUSA IEPCOHAIBHOTO TIPEJIOKEHUS

JUTSA KJIMEHTA, KOTOPOE MOXKHO OTIIPABUTh I10 3JIEKTPOHHOM
[IOYTE WIN B BUJIE TEKCTOBOTO COO0IIeHNsA. Boslee KaueCTBEHHOE
WCIIOJIb30BaHUE JJAHHBIX, TO3BOJIAIOIINX BOCCO3/ATh TIOIHYIO
KapTHHY XXeJIaHUW TIOTPeOUTeN, — 9TO 33/la4a, B KOTOPYIO
HeoOX0ZMMO BKJIA/IBIBATh CPEJICTBA, U PETEMIEPHI 3TO IIOHUMAIOT.
Tak, COIIacHO MOJIyYeHHBIM JJaHHBIM, 79% peTeiiepoB
3aHUMAIOTCA PelleHHeM 3TOTO BOIIPOCa Ceiyac Win TOTOBATCA K
IIOVICKY OTBETOB B OyZyIIIeM.

BakHO Tak)xe NMeTh HeOOX0AUMBIH GYHKI[MOHAJ /I aHATHU3a
ZlaHHBIX. «BOIIPOC He B HEJOCTATKe JaHHBIX, 0COOEHHO C YYeTOM
TOr'0, YTO OTPOMHOE KOJUIECTBO TaHHBIX O TIOBEEHUN OHIAMH
u oIaliH Bce Yallle OTCIEKUBAETCS B IGPOBOM BU/IE.

3ajjaua 3aKJI09aeTCs B POBEIEHUH TIATEIbHOIO aHAIKN3a,
KOTOPBIN MOXKET IIPUHECTH IT0JIb3y KaK IIOTPEOUTENSIM, TaK U
KOMITaHUSIM, HAal[PUMep, ITyTeM CO3JaHUsI TIEPCOHATU3UPOBAHHBIX
MpeJIOKEHNI Ha OCHOBE ZIaHHBIX, — cauTaeT Jenus Janrxodpd,
nupekTop Baker Retailing Center YopTOHCKO# IIKOJIBI OM3HECA
Yuausepcurera [leHcunbBaHUU. — AHAIUTUYECKUE JaHHbIE
SIBJISTIOTCSI KJTFOUEBBIM aKTUBOM JIJIST COBPEMEHHBIX PETENUIEPOB,
U UX TIPaBWIbHOE IIPUMEHEHNE MOKET CTaTh KOHKYPEHTHBIM
MIPENMYTIECTBOM». IIpOBeZIeHHe TPOTHO3HOT'O aHAIN3a — 3TO
TOBOJIBHO CJIOJKHBIH TIPOIIECC Ha BCEX ATAIaxX — OT BEIOOPKU

IO MOJETUPOBAHMUS.

Bonee mpemu pemeilnepos He MO2Zym 8HeOpUMb cMpamezutro
NnepcoHanU3UpoO8aHHO20 N00X00d K NoKynameJto, a eue mpems
nslmaemcs yay4uums c8ou 00CmuiceHus 8 amoil obracmu.

Ham cnoxHo BHeopuTh

nogxoga K nokKynartesnto

Mbl pobunucbh 3TOro,
HO HaMm eLle ecTb
K YeMy CTPEMUTLCA

Peanusauma aTon nHuumaTuBhbl
3annaHnpoBaHa
Ha 6bnwxanwmue 1-2 roga

McTO4YHMK: ONpOC KOMMNaHU PO3HMYHOWU TOProBsu, npoBeaeHHbIn PwC u SAP
Bbibopka: 312 peCnoHAEHTOB.

cTpaTeruio NepcoHanma3npoBaHHOMo
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Hueecmupyiime 8
cmpamezuro Amazon.com

B Hacmosiujee 8pems cyuiecmayem He makx
MHO020 27100A1bHBIX pemeiliepos, Komopble
npeodiazarom wWuUpoKULl accopmumeHm
moeapos, u Jiyuulue u3 Hux 0agHo
3apexomeH008aU cebsl HA PbIHKE.

B nocaeduetl sepcuu cnucka 250 ayuuwiux
pemeilnepos, cocmagieHH020
HauuoHanvHotl ¢hedepauyuetl po3HUUHOL
mopzoeau (8 seape 2017 2.), Amazon.com,
OMHOCUMENIbHO MOJI00As KOMNAHUSA

N0 CPABHEHUIO C KOHKYPEeHMAamul, 3aHsna
10-e mecmo, nodHs8WUCH ¢ 12-20 Mecma

8 NpouLiom 200y. A 8e0b NPOULIO UYMb
bosiee 08yx decamuiemuil ¢ MOMeHMA
ee 8bLx00d HA PbIHOK.



O0O00O00O00CO00@C

KommaHuss Amazon ycTaHOBIIIA Psifi HOBBIX CTAaHZAPTOB B
PO3HHUYHOI TOProBJie 6arofapsi CBOei KpeaTUBHOCTH U Yepezie
DEBOJIIOLMOHHBIX HHHOBAL[HH, KOTOPHIE JeIaf0T MOKYIIKHI 1
JKU3HB JIerde 1 KoMopTHee. JIoCTaTOYHO BCIOMHUTH Amazon
Echo /17151 ro10coBBIX 3aKa30B U CBS3U 10 IPYTUM BOIIPOCAM

¢ KoMnaHueil, kHonky Amazon Dash 151 6bicTporo 3akasa
[IOBTOPSIONIMXCA TIOKYIIOK, HarpuMep Kode 1 CTUPaIbHOTO
[IOPOIIKA, IPOHBI AMAazon, YCKOPSIIOIIUe JOCTaBKY, OTKPHITHE

B CKOPOM BpeMeHU MarasuHoB Amazon Go 6e3 KacCOBBIX
anmapaToB ¥ Amazon Studios i1 AzucTpubynnu GUIbMOB.

Kak rmokasasy pe3y/bTaThl HaIllero Uccie0BaHusd, boee
IIOJIOBMHBI OIIPOIIEHHBIX ABIAIOTCA KIMeHTaMu Amazon. OgHako
60Jiee TOYHOE IIPOLIEHTHOE COOTHOIIEHNE BapbUPYETCs OT
cTpaHbl K crpane. Ecin B Iimonun, Mtanuu, Benukobpuranuu,
CIIIA u l'epmaHuu Z0514 KIreHToB Amazon Beiuie 90%, To B
JPYTHUX CTPaHax CyLIeCTBEHHO HIbKe: B bpasunuu — 47%, B
Asctpanuu — 37%. B Kutae norpebureny JeMOHCTPUPYIOT
AQHAJIIOTUYHOE MOBe/leHNe B OTHOLIEHUH MeCTHO! BepCcuu
Amazon - Tmall. 97% KuTaliCKUX PeCIIOHAEHTOB Ha3BaIK ce6s
ee ximeHTaMu. «B CIIIA HEBO3MOXKHO TOBOPUTH O peTeliie,

He yIOMAHYB Amazon, — ToBopuT CTuB bapp, pykoBoAUTEb
npakTuku PwC 1o IpefjoCcTaBIeHNIo YCIYyT KOMIIAaHUAM CEKTOpa
PO3HHUYHOM TOPrOBJIX U IIPOU3BOZACTBA IOTPEOUTENCKUX
ToBapoB B CIIIA. — biarozaps NpuBbLIYKe Ae1aTh MOKYIKY Ha
Amazon aMepHUKaHCKHe OKyTIaTe/ly CTaIN PexXe 3aX04UTh

B MarasuHbI ¥ Ha ZIpyTrHie UHTePHEeT-PeCypChI»®.

8 MWHTepBblO PWC.

Cosepuwiaeme niu 8bL NOKYNKU HA cailme Amazon?

UctouHuk: uccnepgosaHue PwC «TotanbHbie npopaxu», 2017 .
Bbibopka: 24 471 pecroHAEHT.
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B pamkax uccieoBaHUA MBI TPOAHATU3UPOBAIN KOJIHNYeCTBeHHbIE
JlaHHbIe (TI0 cTpaHaM) O BAMAHUUA Amazon Ha MOKyIaTeabcKoe
noBeZieHue. B 11e710M MOXKHO BBIIeIUTD /iBa HallpaBlIeHUA BAUAHUA
Amazon. [lepBoe 3akIro4aeTcs B TOM, YTO IIOKYIIaTeIN UCIOAb3yIOT
Amazon B KayecTBe I1aTGOPMBI /1JIs1 U3yYeHUs [IeH U TOBapOB

(47% 1 39% CcOOTBETCTBEHHO — CpeIHMe 3HaUY€HUA 110 BCEMY MUPY).
Bropoe HanpasyeHne — KAHHUOAIU3AIUA IPYTUX PETEHIEPOB,
IIpe/iCTaBAIONINX KaK TPAAULIMOHHBIe, TAK U UHTepHeT-MarasyiHbl.
Kax nokasano Ha pucyHKe cripasa, 28% HallluX PeCIIOH/IEHTOB
YTBEPXKJAIOT, YTO U3-3a Amazon OHU CTaId peske IOKyIaTh TOBaphl

B MarasuHax, a 18% craiu pexe fienaTh IOKYIIKU Ha caliTax JApyrux
peTeiinepoB. B Kanaze, Hanpumep, 24% ONpPOLIEHHBIX peXke AeIaloT
IIOKYIIKY B Mara3yHax M3-3a IPUBBIYKY IIPHOOPETATh TOBAPEI HA CaliTe
Amazon. I'lo cnoBam Jluno Kazanuno, naptHepa PwC B Kanazge, aTo
ABJIeHUe TIPUBJIEKJIO BHUMaHNe TPOU3BOANUTe el TOBAPOB IINPOKOTO
oTpebeHus. «JTHU KOMIIAHUH TIBITAI0TCA HAMTH CI10co0 ITOCTPOUTD
IIpAMBIE OTHOIIEHUS C IOTPpebnuTenaMu, — roBoput Kazanuuao. — OHu
BU/IAT, YTO OObIYHBEIE MAara3uHbI TEPSIOT CBOIO aKTYaIbHOCTh, IIOITOMY

OPUEHTHUPOBAHLBI Ha CO3JaHNE COOCTBEHHBIX CBSI3EH C HOTPE6I/ITEHHMI/I>>.

Yro Apyrue peTeiiepbl MOTYT IIPOTUBOIIOCTABUTh OTPOMHOMY
BIUAHUIO Amazon? BesylpeyHyo peryTauio B CBOeU HUIIIE,
COKpallleHre BHYTPEHHUX aZIMUHUCTPATUBHBIX PACXO/IOB, a TAKIKE
JIOCTaTOYHYIO TUOKOCTD, TO3BOJIAIOILYIO TIPeAIaraTh pa3HOOOpas3HbIE
WHHOBAI[MOHHbIE TPOAYKTHI. TaKkKe BaKHO MHBECTHUPOBATh B IEITh
MMOCTaBOK, GYHKIIMOHUPYIOIIYIO B PEXXMME PEATbHOTO BPEMEHH.
d¢ddexT Amazon MOBBICKHI OKUAAHUSA OTHOCUTENIBHO CKOPOCTH
[IOCTAaBKU TOBApOB. YTOOHI HE OTCTABATh U MPEJIOKUATH OTTUYHBIM
OTIBIT TIOKYTIKH / OTTPY3KH /A0CTaBKH, KOTOPOT'O OXKU/AIOT BCE KIUEHTHI,
peTeiiephl HY)XJAal0TCs B aKTyaabHOM MHPOPMAIIUH JJIs1 06eCTieYeHus
MaKCUMaIbHO 3¢ HEKTUBHBIX OHIAMH-OMEPALIUMA, TOTUCTUKH U
I[ETIOYKY ITOCTABOK. Byrarozapst 5TUM MHBECTULIUAM PeTeMIepbl CMOTYT
JIydIIle YIIPaBJIATh CIIPOCOM Ha MPOAYKIINIO, OTCIEXKUBAThH BXOASIIHE

U UCXO/ISIIIME 3ATIAChI, TIOBHIIIATh 3P PEKTUBHOCTD U Y/Iy4IlIaTh
0b6CITy>KUBaHKE KIUEHTOB.

B KuTtae ecTb mpekpacHble IpHMephl YCIEeIIHOTO COTPYAHNYeCTBa KOMITaHUH
C KJIMEHTaMU B cdepe 2I1eKTPOHHON KoMMepIuu. B aToii ctpane 6osee 75%
Bcex npozgax B2C B nnrepHete npuxoautcsa Ha Tmall u JD. /lins coxpaHeHUs
CBOEM aKTyaJbHOCTHU Cpeid KUTANUCKUX OHJIAaWH-TIOKyTIaTesell MpoJaBIibl U
IIPOM3BOZUTENIN TOBAPOB HAPOAHOTO OTPebIeHNs JOJDKHBI COTPYAHUYATh

C 3TUMHU IU1aThOpMaMu, YTOOBI TOBBICUTH Y3HABAEMOCTh OpeH/Ia, IIPUBJIeYb
oTpebuTesNe U CTUMY/INPOBaTh Npogaku. Hampumep, B JIeHb XOJIOCTAKOB —
KpYIIHENIIN TOpProBuii ¢pectuBanb B Kurtae — cets Macy’s 06berHMIACH

¢ Tmall Global (MexzAyHapOAHOM TOPTOBO¥ IIATHOPMOIL), /ISl TOTO YTOOBI
KHUTaMCKHe NOTPeOUTeNV T03HAKOMIIHCH C JIETeHAaPHBIM HbIO-HOPKCKUM
MarasuHoM Macy’s B BUPTyaabHOU peasbHOCTH.

Kax onbeim NOKYNnokK Ha Amazon noseausii Ha eaule
nokKynamejbCkKoe noseodeHue?

A pexxe pgenato NOKynKu
B PO3HMYHbIX Mara3mHax

Ha Apyrnx camrtax
PO3HMUYHOWN TOProBNN

A nenato nokynku
TONbKO HAa Amazon

UcTtouHuk: uccnegosaHue PwC «TotanbHble npopgaXku», 2017 r.
Bbibopka: 13 675 pecnoHAEHTOB.

A pexxe genar NOKynku
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Y peTeiisiepoB ecTh HECKOJIBKO CII0c000B 6ostee 3 HeKTUBHO
HICIIONIb30BATh CBOU AKTHUBBI ¥ CUJIbHBIE CTOPOHBI:

[TepcoHas MOXXeT COOMPATh JaHHBIE O KIMEHTaX, KOTOPBIE
peTeiiiep Jo/KeH MPaBWIbHO UCIOIb30BaTh, HAIPUMep, AJIA
COCTaBJIEHUsI UHAUBUAYATbHBIX PEKOMEHJAIUI U TIPUBJIEUEHUS
TOKyTaTesiel B MarasuH. COTPYZHUKY TaK)Ke MOTYT IIpe/laraTh
B MarasuHe YHUKaJIbHbIE YCIIYTU, KOTOPBIE OI[EHAT KIUEHTBI,
HampuMep KOHCY/IBTAIUH IO CTUII0, MUHU-MaCCasK JIUIA WX
IIpolielyphl B MaccaKHOM KpecJie.

* /cmonp30BaTh MPEUMYIIECTBA PEATBHOTO TPUCYTCTBHS.
[ToKynaTenu Io-TIPeKHEMY JIFOOAT TPOraTh U IPUMEPSITh
BellY ITepe/, TIOKYIIKOM. YToOb! cZiesiaTh MarasuH bosee
IIPUBJIEKATEIbHBIM, PETEMIEePHI Z0KHBl NTHBECTUPOBATh
CpeZICTBA B CO37IaHIE YIOTHOH U IPUTATATENbHON OOCTaHOBKH,

B yZI0OHOE pacrosiokeHue U 00513aTeTbHO CBA3bIBATD
peasbHBIN MarasvH ¢ MHTepHEeT-KaHa/IOM, HallpuMep,
TIO3BOJISAA Zle/IaTh OHJIAaH-3aKa3bl HAa TOBAPhI, KOTOPHIX HET

B MarasuHe. KpomMe Toro, MoO>XXHo IoZlyMaTh O TOM, KaKue
0co06BIe COOBITHS MOTYT 3aMHTEPECOBATH I[EJIEBYIO ayZIUTOPHIO
peteiinepa. Harmpumep, MeponpusaTys A VIP-KJINEeHTOB —
OKCKJIIO3WBHBIE TIPe/IBApUTETbHbIE TTIOKA3bl MOAHBIX KOJUIEKIU
C HallUTKaMH, COITPOBOXKAAIOIIMECs COBETAMU JIUYHOTO
KOHCY/IbTaHTa; CEMUHAPHI Y 3aHATUA 110 TEMaM, CBA3aHHBIM

c 6peHzIOM peTefiiepa (MacTep-KIacchl 0 PUCOBAHUIO U
ToZieJIkaM, 3aHATHA HOToM U IIKoJIa MUTaHWsA, My3bIKaJIbHbIE
BBICTYIUIEHUS, IUTEpPaTypHble YTEHUA WIU [pyrue
nmpeseHTanuu). Kpome Toro, peTeiineprl ¢ ceTbio MarasiHOB
HMMEOT BO3MOXHOCTh 00BEIUHATD MECTHBIE OOIIHHEI

BOKPYT' CBOMX MarasvHoOB, IIpMBJIEKasi KJIMEHTOB K YYaCTUIO B
MeponpuATHAX. TaK, Mara3uHbI CIIOPTUBHOMN OZEK/IbI U 00YBU
OPTraHU3YIOT PETY/IAPHBIE TPYIIIIOBbIE 3a0€TH U BEJIOIIPOOETH,
3aHATHUA HOTOM U CUJIOBBIE TPEHUPOBKU. PecTopaHbl 1 Kade
OBICTPOTO TUTAHUS TOXKE OPTaHU3YIOT IPYIIIOBHIE 3a0€ru U
CyOOOTHUKH.

MakcrMaibHO 3a/IeHiCTBOBaTh IIepcoHasl MarasuHa. ObleHue,
COBETHI U OTHOILIEHHS BAXKHBI /I MHOTHX KJIMEHTOB, U 3TO TO,
YTO HE MOTYT IIPEJJIOKUTD LN(POBBIE KaHAJBI. TaKUM 00pa3oM,
VMHBECTHIIMY B TIEPCOHAJI ITyTeM HaliMa Ha paboTy TPaMOTHBIX
CITEI[UAJIVICTOB U UX 00y4eHre MOTYT 00eCIIeYnTh peTeiiepam
[IPENMYIIECTBO.

e [lpeayaraTb yHUKaJIbHbIE, DKCKIIO3UBHbIE TOBAPBHI.
[TpuBekaTenbHbIE COOCTBEHHbBIE OPEH/IBI MOTYT IIPUBJIEYD
MIOKyTIaTesel U 3al[UTUTD pETeiiepa OT KOMPOBAHUSA
Y [IEMITMHTA CO CTOPOHBI KOHKYPEHTOB. /[pyroii BApHUaHT —
9KCKJII03UBHOE COTPYAHUYECTBO C IM3aHEPCKUMU OpeHjaMH,
TakUMH Kak y cetu Target ¢ Missoni, Phillip Lim u Alexander
McQueen.

° BOSHaI‘pa}K,Z[aTb 3a JIOAJIbHOCTbD. HpOI‘paMMbI JIOAJIBHOCTH MOT'YT
I10JIb30BAaTbHCA YCIIEXOM, €C/IM OHU IIpeAjiaraloT IpeuMyIiecTBa,

KOTOpBbIE LIEHAT KJIMEHTHI. [Tomumo TPpaAUIIMOHHBIX
BOSHaPpa}KAEHHﬁ, TaKHX KaK Kp€IUTHBbIE Bay4€Phl HA ITIOKYIIKY

3a OIIpe/IeJIEHHYIO TOTPAYeHHYI0 B Mara3uHe CyMMY, PETEIIEPhI

MOTYT NPEAJIOXKUTL YHUKAJIbHbIE Harpa/Zibl, KOTOPbI€ OCTaBAT

y KJIeHTa He3abbIBaeMble BlleuaTeHus (HalpyuMep, IPUIIaCUTh
Ha 9KCKJIIO3UBHYIO BCTPeUy C IU3alHEPOM WU 11e(-[I0BAPOM).

Kpowme Toro, 151 TOTO YTOOBI UCIIOIb30BaTh CBOM YHUKATbHBIE
BO3MOYKHOCTH, PETEMIEPHI IOJDKHBI HE OTCTaBaTh OT Amazon
B HaIIPaBJIEHUSX, KOTOPBIE BXKHBI /IS KJIMEHTOB, B TOM YHCJIE

B IIPOCTOTe OIuIaThl. Hanprmep, B 0OObIYHOM MarasuHe IulaTeXxHast

wiaThopma MOKET CO3/aTh IPObIeMy st GECIIPENATCTBEHHOTO
pacyeTra, 0cOGEHHO /IJIsI PETEIIEPOB, MEPEXOSIINX Ha YATIOBbIE
TEXHOJIOTUH, TIpeIHA3HAYE€HHBIE /IJIs IPEA0TBPAIeHIs
MOIIIeHHUYeCTBa. UTOOBI 000MTHU CJIOXKHYIO CICTEMY YHUIIOB,
MOXKHO ITPE/JIOXKUTh MOOWJIbHYIO TUIATEXKHYIO CUCTEMY, KOTOpast
HAIOMUHAET OHJIAMH-TEXHOJIOTHIO OIIAThI OHUM KJIMKOM

Ha Amazon.
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HHeecmupyiime 8 «UCmMopuio», gi!
a He 8 MPAOUUUOHHYIO
pexaamy

PexnamHble poniuku 8ce pexce 0kasvlearom
peluaroulee 8o3oeticmaue Ha 8bLO0P
noxynameJetl. JIrodu xomsam umems noo pykoil
00CMOBepHYH0 UHGHOPMAYUI: YMOo denarm

ux dpy3bsi, Kakue 6peHObL NONYNSAPHbL 8
COUUAILHBLX CEMSIX, UMO 8 MpeHOe Yy UX
JN0O6UMBLX 3HAMeHUmocmell.
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MBI CITPOCHUTH, KaKVe MHTEPHET-PECYPCHI TOOYKAal0T
TIOKyTIaTesieli coBeplIaTh MOKYNKU. Ha mepBoe MeCTO BBIIIUIN
«TpaJUIMOHHbIe» COIMATbHBIE CETH, TaKue Kak Facebook

u Twitter (Bu3yanbHbIE COI[UATBHBIE CETH, TAKUE KaK
Instagram, Snapchat, Pinterest u YouTube, 3ansmu 5-e mecTo),
3a HUMHU CJIeZlyl0T CalThl peTeilepoB, CAlTHI [JI1d CpaBHEHNA
1LIeH ¥ MyJIbTUOPEH/IOBbIE CAUTHI, KaK IOKa3aHO Ha PUCYHKe
«MoTHBaLYA K COBEPUIEHHUIO TOKYIIKI>».

PeTeiiepbl 1 KOMIIAHUH TI0 IIPOU3BO/ICTBY TOBAPOB HAPOJHOTO
oTpe6IEHNS JOKHBI HAMTH HOBBIE MHHOBAI[MOHHBIE CITOCOOBI
JIOHECTH CBOIO MCTOPUIO U JIOCTy4YaThCsA 10 KJIMeHTOB. Hanpumep,
MHOTUE 3ama/iHble peTeiiepsl ucronb3ytoT Facebook, ams Toro
9TOOBI OIPPOBATH CBOW KATAJIOT C IIOMOLIBIO «KapyCeTbHON
PEKJIaMBbl», B TO BpeMs KaK KUTaNCKUe KOMIIAHUY UCITOIb3YIOT
cucTeMy obMeHa coobimeHussMu kommnanuu Tencent QQ/WeChat,
CTPEMSCh yZIOBIETBOPUTH IIOTPEOHOCTH KIIMEHTOB, KOTOPBIE
XOTST y3HATh O HAJIMYHMU TOBapa Ha ckyiaze. Facebook Tenepn
MOJKET B PEXKMME PeaJIbHOTO BPEMEHH MTOKA3bIBaTh CChLUIKU

Ha TOBaphl HEKOTOPBIX PeTeNIepOB, OTMeYasi, ECTb JIU TOBAP

B HAJIMYUU. DTO CTUMYJIUPYET II0JIb30BaTeIel COITUaTbHbBIX
ceTell HE OCTAHABJIMBATHCS TOJIBKO Ha TPOCMOTPE U 3aKa3bIBaTh
ToBap. /lpyrue pereiiyiepsl pa3BUBAIOT CIO)KETHBIE JIMHUY,
HaIloOMMHaloII}e KOPOTKHe pacCKasbl CO CKPBITOM pekIaMoi,

U Iy6uKytoT ux Ha Facebook u B pyryx conpanbHBIX CETSAX.

Co1raibHbIE CETU HY>KHBI /1T KOHTAKTa C KJINEHTaMU.

Tak)ke BaKHa SMOLIMIOHAIbHAsA BOBIEYEHHOCTb, TIO3TOMY

cepusi POJIMKOB C PACCKa30M UCTOPHH, T7ie YIIOMUHAIOTCS
MIPOZIBUraeMBbI€e IPOAYKTHI U YCIYTH, MOTYT CTaTh 3)GEKTUBHBIM
WHCTPYMEHTOM IPO/BKEHUS.

Momueauus K cogepuleHU0 NOKYNKU

CanTbl peTennepos

CoumanbHble ceTn
(Facebook, Twitter)

=

[£]

[ J [ J

- -
Cantbl ona MynbTnbpeHaoBbie
CpaBHEHNA LieH CanTbl

UcTouHuk: uccnegosaHue PwC «TotanbHble npogaxu», 2017 r.
Bbibopka: 24 471 pecrioHAEHT.
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PaccMOTpyM B KauecTBe IpUMepa KUTANCKYI0 KOMITAHUIO
Alibaba. HeckosbKo jieT Ha3az ToproBas miomazka Tmall
xomnanuy Alibaba 6pu1a OprEeHTHPOBaHA UCKIIOYUTETHHO

Ha 3JIeKTPOHHYI0 KoMMepuuio. OgHako B 2016 I. mpousolesn
SIBHBIN CABUT B cTpareruy kommnanuu Alibaba, koropas crana
6oJiee aKTUBHO MCIIO/Ib30BATh KOHTEHT U MHTEPAKTUBHYIO
BOBJIEYEHHOCTB [T0CPEZCTBOM ITOTOKOBOT'O BHZIEO

Y BUPTyaJbHOU peanbHOCTH. Ha CBEpXKOHKYPEHTHOM PHIHKE
3JIEKTPOHHON KOMMEPIIUH 3TU JeHCTBUSA O3BOIWIN IPUBJIEYD
6oJIbIlIe KJIMEHTOB U MOBBICUTD UX JIOSUTBHOCTD.

VIHBECTHUIINY B COIIMA/IbHBIE CETH UMEIOT OOJIBIION NOTEHIUAI C
TOYKY 3PEHUs IPUOBLIH C YI€TOM BCEX Pa3paboTOK COITMATbHBIX
ceTeli, KOTOPbIE TI03BOJIAIOT IIOKYTIATh TOBAPH! OHUM Ha)KaTUEM
Ha TIOCT WIY KapTUHKY B coliceTsaX. OHUM U3 KJII0YeBbIX
3JIEMEHTOB YCIIEIITHOM CTPATErHH COLUATbHBIX CETEH ABIAETCA
CTparerys KOHTEHTa U pecypca — BEIOOD I1aTpopMBbl, 4acToTa
oCTOB U 11p. [IpuBIeYeHne 1 00ydeHNE CIenUaaicTOoB,
KOTOpBIE ZIOCKOHAJIBHO 3HAKOMBI ¢ OPeH/IOM, TOBapaMH U
TeMaMU, O KOTOPBIX IIUIIYT, & TAK)KE [leeBasi ayZAINTOPUs — BOT
IJIaBHBIE IPUOPUTETHI B 9TOM HalpaBleHUH. [Ipyroi BaKHOHI
cdepoii ABIAIOTCA HHCTPYMEHTHI «CIIyIIAHUA» COLUATBHBIX
ceTeli. Cly4aliHBIH «IIIyM B CICTEMe» O peTeilyiepe WK NPOAyKTe
He)KeJlaTesleH.

[

ITouck B COIMANBHBIX CETAX MHPOpMAaIH, GopMUpPYOLIei
HETaTUBHBIN 06pa3 OpeH/a, IOMOXKET 3alIUTUTh UCTOPHUIO
OpeHza. PerieHus B 3To 061aCTH BKIIOYAIOT MOHUTOPHHT
COIIMATBHBIX CETEeH, OCYIECTBIIAEMBIN CIIEIIUATN3UPOBAHHBIMU
¢dupmMamu Ha YCIIOBUAX ayTCOPCUHTA.

Cailm pemeiinepa ésicmynaem

| 00HOBpEeMEHHO 8 POU U

n MapKemuHz208020 UHCMpymMeHma,
u uHmepHem-maza3uHda.

CaWT peTelinepa, 110 JAHHBIM OIIPOCA STOTO T'O/IA, — TO BTOPOH
10 3HAYMIMOCTH OHJIAHH-PECYPC, BEI3bIBAIOIUH JKeJIaHVe
COBEpIIUTH MOKYIIKY. OH I0JDKEH UMETh e[JUHBI KOHTEHT

1 OBITB CBf3aH CO CTPAHWYKAaMU KOMITAHUY B COLIUAIbHBIX
CeTsX, IOTIOMHATD UCTOPHIO OpeHza, obecrieynBaTh
COIVTaCOBAaHHOCTh NHGOPMAIINY U ITO3BOJIATD OBICTPO MEHATH
TEKCTBI B COI[UAIBHBIX ceTaX. CaliT peTeliiepa BBICTyIIaeT
OZHOBPEMEHHO B POJIX 1 MAPKETUHI'OBOT'O NHCTPYMEHTA, U
VHTEpHeT-Mara3uHa 1 3aC/Iy’KMBaeT He MeHbllle BHIMAaHUs,
YeM CTPATEerus B COIMAIbHBIX CETAX B LIEIOM.
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Hueecmupyiime
8 0o.1ee be3onacHble
naamgpopmol

C 00HO1l CMOPOHBL, MeXHOJI02UU
OMKPbLBAOM MHO20 HOBbLX U
UHMepeCcHbLX 803MONCHOCMe Tl

0211 nokyname.etl, ¢ Opy2otl —
no8bIULAM PUCK CO8epPLUEHUS
KkubepnpecmynueHuil, 8 mom uucje
83710Ma 6a3 OaHHbBLX.



Harure ncciejoBaHue OATBEP)K/JAET, YTO IIPUMEDPHO JIBE

TPETH MOKyIaTesnel 60ATCs, YTO KTO-TO HOTYIHUT JOCTYII K

VX TIepPCOHAIBHBIM JAHHBIM, KOTZIa OHU OYZYT IT0JIb30BATHCS
MOOWIbHBIM TeslehOHOM. B HEKOTOPHIX CTpaHax 3Ta MpobieMa
CTOWUT OcTpee, 4eM B Apyrux. Hanpuwmep, B IOAP, OrmmnnuHax,
CuHranype, Manatizuu u Tamiaszie 06eCIIOKOEHHOCTD 110 TOMY
IIOBOZY BBIpKAIOT 0K0JI0 80% PEeCrIOHAEHTOB, B TO BpeMA KaK

B besbrun, ®paniuy u SIOHUH TOIBKO YyTh OOJIee TI0JIOBUHBI
OTIPOLIIEHHBIX OIIACAIOTCS B3IOMa MOOWIBHOrO TenedoHa.

2%

MOKYyTIaTesnel 60SITCs, YTO KTO-TO HOJIYYUT AOCTYII
K UX JIMYHON MHOOpMAIy Ha MOOMIBHOM TeledoHe

UcTouHuk: uccneposaHne PwWC «ToTanbHble npoaaxu», 2017 r.
Bbibopka: 23 426 pecrioHAEHTOB.

[ToMmuMoO 3TOT0, KaK MOKa3aHo Ha PHUCYHKE, 60J1ee TIOJIOBUHBI

OITPpOIIIE€HHBIX o6pama}0Tc51 TOJIBKO K TeM CalTaM U1 IIOCTaBIIMKaM

IUIaTEXHBIX YCIYT, KOTOPbBIE, II0 UX MHEHHNIO, OCYIIECTBJIAIOT
AEATEJIBHOCTD JIETAJIbHO U 3aCIYKUBAlOT JOBEPUA.

Zosepue, dosepue u ewe pas dosepue:
6e30nacHoOCmMb OAHHBLX

6 30\@ Mcnonb3ytoT TONbKO 3acny>xusarowme
noBepwuA / neranbHbie CanTbl

N\ [Monb3ytoTcA ycnyramm TOMbKO Tex
59% B komnaHuiA, KOTOPbIM LOBEPAIOT

=4

BbibupatoT nocTaBLUNKOB
NNaTeXHbIX YCIyT,
KOTOPbIM JOBEPAIOT

M

UctouHuk: nccnepgosaHue PwC «TotanbHbie npoaaxu», 2017 r.
Bbibopka: 24 471 pecnoHAEHT.
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TakuM 06pa3om, pefocTaBIeHIe 6€30IMacHO MIATGOPMEI
NP B3aUMO/IEMCTBUY C KJIMEHTaMHU SBJISIETCS 00513aTeTbHBIM
YCIIOBUEM JIeATENbHOCTH peTeiiepoB. C ydeToM Maciitaba
MMOTEHI[UATBHBIX PUCKOB TEXHOJIOTMH 06ecredeH st
6€e30MacHOCTH 1 HHPOPMAI[HOHHbIE CUCTEMBI IOJKHBI OBITH
HaWBBICIIIETO YPOBHS, U HEOOXOJUMO BBIIESATh CPECTBA

Ha CHCTEMBI OBBIIIIEHHO# 6€30TTIaCHOCTH, TEXHUYECKOE
obciyxuBaHue 1 06HOBIeHMs. Kpome Toro, peTeiieps
JIOJDKHBI CJIEAUTD 32 HOBOCTSAMU B chepe obecrieueHus
K16ep6e30macHOCTH, a TAaKXKe U3ydaTh CIydau ee HapyIIeHUs
U [leJ1aTh Ha OCHOBE 3TOM MH(OpMaIUK BEIBOAL. MOKHO
TaKKe MPUBJIE€Yb K COTPYAHUIECTBY BHeITHUX UT-
CITEIIUATUCTOB IO 6€30MaCHOCTH, KOTOPhIe OYAYT CIeUTh

3a MMOCIeHUMH pa3paboTKaMU U IaBaTh COBETHI O TOM, KaK
3aIUTUTH CUCTEMBI U KJINEHTOB peTeiyiepoB. MOGHIbHEIE
TEXHOJIOTUH 0COOEHHO TIOIBEPYKEHBI PUCKY. «Eciu iroau
OyayT MPOAOJDKATD TOTh30BAThCA MOOWILHBIMU TeleOHaAMU
[T OBICTPBIX U Y0OHBIX TIOKYTIOK, AOJKHBI TOSIBUTHCS
6oJiee HaZIe)KHBIE CHCTEMBI, O0eCIedrBalolie 6e30IacHOCTb
JIAHHBIX ¥ TIO3BOJIAIOIINE CAeIaTh MOOWIBHYIO cpesy 6osee
YCTOMYNBOMH, — oTMedaeT MazyieH TOMCOH, pyKOBOAUTE

IIpaKTUKN PwC o IpeAOCTaBJICHUIO YCIIYT KOMIIAHUAM CEKTOPA

PO3HUYHOM TOPrOBJIX U IIPOU3BOACTBA IOTPEOGUTENTbCKUX
TOBapoB B Benmkob6putanuu. — KoMmaHuy BHIKIaBIBAIOT BCE
6osblre U 6osrblte MHOPMAIMHY B 001aK0, Bo3naras QyHKIIUN

1o obecreyeHuIo ee 6€30TMacCHOCTH Ha IIeYH HpO(l)ECCI/IOHa)'IOB,

AJIAA TOT'O YTOOBI HE 6ECITOKOUTHCS O COXPAaHHOCTHU JaHHBIX».

«Ecau iro0u 6y0ym npooo/Kams noab308amses
MOOWIbHBIMU MenedoHamu 01 ObLICMPBIX U YOOOHbBLX
NOKYNOK, MO 00/CHbL NOABUMbC 00J1ee HadedcHble
cucmemsl, o6ecneuusarousue 6e3onNaAcHOCMb OAHHbBLX
U no3eoasarouiue coenams MoGWIbHYI0 cpedy 6oiee

ycmoiiuueoii».

— Magznen ToMcoH, pyKoBogUTeNb pakTuku PwC 1o

NIpeZloCTaBIeHUIO YCIYT KOMIIAHUAM CeKTOPa PO3HUYHOMN

TOPTOBJIA U TIPOM3BO/ICTBA IIOTPEOUTETHCKUX TOBAPOB
B Besmko6puranuu

[MoAroTOBKA U TIEPETIOATOTOBKA KaZIPOB — €IIIe OHO
HarnpaBJIeHUe, B KOTOPOE peTeiIephl JOKHBI MHBECTUPOBATh
cpezactBa: UT-COTPYAHUKY JIOKHBI 061a/1aTh aKTYaTbHBIMU
3HAHUSAMU U HaBbIKaMU B chepe Kubepbe3ornacHOCTH.
COOTBETCTBYIOIIUE OT/EJB B POBHUYHBIX KOMIIAHUAX JO/KHBI
OTCJIEXKUBATh HOBBIE 3aKOHO/IATEIbHbBIE aKThI, HATPUMED
JlupekTuBy EBpomeiicKkoro coro3a o 3amuTe AaHHbIX (GDPR),
HOPMBI U IMPEKTUBBI TAKOTO PO/IA /JIsI OLIEHKH [OCIe/CTBUM
¥ pa3pabOoTKH IUIAHOB Ha Oy/yIee.
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Hueecmupyiime 6

noumukKy, HanpaejaeHHyro

Ha yoepicaHue JOSLIbHbIX »
KAUEeHmMo8 ' *

U3 npedwldywux ucciedosaHuil
«TomanvHble NPOOANCU» Mbl 3HAEM,
umo noumu ece OHIALUH-NOKYNAmMenu

yuacmayrom 8 npo2pammax JOSJIbHOCMU.
Ho xax eue pemeilnepsbl Mo2ym yoepicamsn
CeOUX KJlUueHmoa?




B 3TOM rozly MBI CIIPOCHJIM HAIIUX PECIIOHAEHTOB O TOM, KAKUMU
MTOKYIIATEe/NIIMU OHU ce0s1 CIUTAIOT: 3HAIOT JIU OHU, YTO UM
HPaBUTCS, U CIeYIOT I OHU CBOUM NIPUBA3aHHOCTAM, WIN

JKe MTOKYIAIOT BCE, YTO UM Ka)XKeTCsI HOBBIM M HEOOBITHBIM ?
Bosee 60% ompolIeHHBIX, Kak 0TOOpakeHO Ha PUCYHKe CIIpaBa,
NIPEeAIIOYUTAIOT JeJIaTh TOKYIIKY OIIpeZie/IEHHBIX OPEH/I0B U He
JII06AT IPOOOBATH YTO-TO HOBOE. B fIMOHNY TaKWX PeCIIOH/IEHTOB
83%, B CIIIA u ®panuuu — 71%.

HOCKOJI])Ky KJIMEHTBI CKJIOHHBI XpPaHUTh BEPHOCTDH 6peH,qy,
YKpEIUVIEHHUE JIOAIbHOCTU IYTEM MHBECTUPOBAaHUA B YHUKAJ/JIbHbBIC
Y IpUBJIEKATEJIbHBIE CBOICTBA 6peHaa, HaIllpuMep B
ClienyaJbHbIC IPEAJIOKEHUA 1 0COOBIN AOCTYII K BBI'OJHBIM
AKOUAM, MOXET CYJIUTb CEPbE3HBIE BHIT'OAbI.

Best Buy, peteiiiep u3 MUHHECOTBI, KOTOPBIUA ITPOJAET
KOMIIBIOTEPHYIO JIEKTPOHUKY, CAeal yAep>KaHue I0CTOSHHbIX
KJINEHTOB IPUOPUTETHOM 3a/laueil KoMnaHuu. DTa Gpupma
OpraHusyeT clielliaIbHble HU TOIBKO JAJIA KIUEHTOB,
NIPOZEMOHCTPUPOBABILUX CBOIO JIOSIBHOCTD, IIpeZiaras
TIpe/iBapUTENbHBIN 3aKa3 Ha TOBAaPHI, BHIIYIIeHHbIE
OTpaHUYEHHBIM TUPAKOM, SKCKJIIO3UBHBIE YCIYT'H 10 DEMOHTY,
ITOMHMMO OOIIETO CEPBHUCA, & TAK)KE CKU/IKY 3@ CYeT COOCTBEHHOU
TOProBOM MapKU U KapT JIOIbHOCTH. HeZlaBHO KOMITaHUA
J00aBMIa HOBYIO YCIIYTY «KOHCYJIBTALIUM» Ha JOMY, KOTOPYIO
MOTYT IIOJIyYUTb TOJIBKO JIOSIbHBIE KJIKEHTHL. Best Buy
OTIIPaBJIIET K KJIMEHTY XOPOILIO [TOATOTOBIEHHBIX CIIEIMATHCTOB,
KOTOpBIE ZIal0T COBETHI 110 JOMALIHUM TEXHUYECKUM IIPOEKTaM:
HanpuMep, KaK YCTAaHOBUTh MY/IbTU30HATbHBIN JOMAITHUH]
KUHOTEATP C 06bEMHBIM 3BYKOM WJIN KaK IIPABIJIBHO
MIPOJIOXKUTD IIPOBOJKY I yIy4IlleHUA 3ByKa. I/l HOBBIX
KJIMEHTOB 3Ta yCJIyTa IUIaTHas, a Y IOCTOSAHHBIX KJIMEHTOB eCTh
onpezeeHHble IPUBUWIETHH.

Kaxue u3 cnedyrouwiux ymeepycoeHuil onucslearom
eaulu NPUBbIYKU Kak nokynamens?

A nosnbHbLIL NOKynamens, y MeHs
ecmb J00UMble OpeHObL U M0o8apbl,
KOmopble s NOKYNAw udaile 8ce20

A no6aro npobosams
HOBble Mo8apbl

Y MTOKYTIA0 BCE, YTO
MHe Ka)KeTCsI HOBBIM
Y HEOOBIYHBIM

UcTtouHuk: uccnegosanue PwC «ToTanbHble npopgaXku», 2017 r.
Bbibopka: 24 471 pecrnoHAEHT.
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YT0O6BI TOMOYb pPeTeliiepaM IOHATh 0COOEHHOCTH JIOSITBHOTO
OTHOILIEHUS K OPeH/y, MbI CIIPOCHUIN PECITOHJIEHTOB, KOTOPBIE
CUUTAIOT cebs1 Haubostee osUIbHBIMU O6peHay (61%), Kakue
WHTEPHET-PeCYPCHl aKTUBHEE BCETO CIIOCOOCTBYIOT IPUHATHIO
pEIIeHNs O MTOKYIIKe. BOJBIIMHCTBO JIOSUIbHBIX IOKYyIIaTe el
BbIOpasu cauT pereiiiepa. OHU MeHee CKJIOHHBI U3y4aTh JPyrue
PECypCHI — MyJIbTUOPEHZIOBbIE CAWTHI MU COLIMAIbHBIE CETH.
Tak)ke MX CTUMYJIUPYIOT K ITOKYIIKE TAKHUE NHCTPYMEHTBI, KaK
IIpsIMBIE PACCHUIKY 10 2JIEKTPOHHOH [TOYTe U OJIOTH, HO BCe

JKe X BJIMSHYE Heslb3s IPU3HATh CHIbHBIM. KaKoB Ke BBIBOZ?
KiroueBoe 3HaueHHe (BCIIOMHUM Hallly IepBYI0 PeKOMeHAAIINIO)
VMeIOT MHBECTUIIVY B XOPOIINH CalT, ONTUMU3NPOBAHHBIN /I
J1060T0 YCTPOMCTBA.

Ellle ofHa BO3MOYXHOCTb YKPEIUTb JIOSUTbHOCTD — CO3/1aTh
COOCTBEHHYIO TOProByr0 MapKy. Co6cTBeHHAsA TOProBasi MapKa
ceifuac momysipHa, Kak HUKorza. Birarogaps mpeioskeHnio
KauyeCTBEHHBIX TOBAPOB COOCTBEHHAsI TOPTOBas MapKa
CITOCOOCTBYET YAEP)KAHUIO KIIMEHTOB, TAK KAK OHU HE MOTYT
KYIIUTh 9TH TOBAPHI B IPYTUX MarasuHax.

ITpaxkmuuecku kaxcosblil namaolii
Josap 8 MUupoeoii po3HU4HO
mopezoene mpamumcs Ha
NpooyKuuro coocmeeHHoil
mop2060ii Mapku KOMNaHUuu.

B MupoBom MacinTabe cpescTBa, KOTOPhIE pETENIEPHI BRIIETISIIOT
Ha puoOpeTeHre IPOAYKIINY COOCTBEHHOU TOPTrOBOM MapKH, IO
COCTOSTHUIO Ha HOA6PH 2014 1. (ToC/IeiHYE JaHHBIE, TOIyYeHHbIE

Nielsen) 3anumatoT 0710 B 16,5%°. JI[pyrMu cI0BaMU, IPaKTUYECKU
KaXX/J bl IATHIN JOJUIap B MUPOBOM PO3HUYHOW TOPTOBJIE TPATUTCS

Ha MPOAYKI[UI0 COOCTBEHHOM TOPTOBOM MapKU KOMIIAHUH.

VHBeCTUIINU B COOCTBEHHYIO TOPTOBYIO MapKy, 0COOEHHO B PETHMOHAX
C HU3KHUM YPOBHEM POCTA, I/ie BOIIPOC LIeHBI ABISETCSA ITIaBHBIM JIJIA
MOTpebUTeNEl, MOTYT CTaTh OTVIMYHBIM pellleHreM. [Ipogaku TOBapoB

COOCTBEHHON TOPTOBOI MapKU B Pa3HBIX CTPaHAaX CYIIECTBEHHO
pasusaTcs. Tak, B [IIBefillapuu Ha COOCTBEHHBIE TOPTOBBIE MapKU
npuxoautcs 45% obbeMa npogak, a B Kurae — 1%.

9 Nielsen Insights «Cutyauua c co6CcTBEHHOW TOProBoW MapKoi B Mupe», HoA6pb 2014 1.
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Hueecmupyiime

8 paszsumaie woy-pymoa,
a He cemu Maza3uHo8

8 uejlom

Maza3suHbl 8 biuxcatiulee spems
He UCUe3Hym, U UX UeJlb —

npusieueHue noxynameJeil. Ecmo
HeonpoesepicuMble 00KaA3ameibcmad
mMo2o, umo 100U CMpemMsamcsi

K pusuueckomy KoHmaxkmy

C mosapamiul, HO UX He ycmpausdaem
npouecc ob6CynUuU8aHuUsl 8 MA2A3UHAX.
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ITo pesysnbraTaM uccireoBaHus «ToTaIbHBIE TPOJAXKH» STOTO
rozia, MoTpebuTeNN OXKUAIOT, 9YTO B Mara3uHax: UM OyzeT
IIpejoCTaBIeHa BO3MOXKHOCTh OBICTPO IIPOBEPUTH HATMYUE
TOBapa B pyroM MarasuHe WIX Ha ckjaze oHnalH (68%),

4TOo OyzeT npuATHaa atMocdepa (59%) 1 BOSMOXKHOCTD
ITIOCMOTPETH/3aKa3aTh PACIIMPEHHBIN aCCOPTUMEHT ITPOAYKIIMH
(59%). B TO ke BpeMsI Ha OCHOBE aHa/IN3a JaHHBIX GAaKTOPOB
MOJKHO C/ZIeJIaTh BBIBOZ, O TOM, YTO YPOBEHb YZIOBJIETBOPEHHOCTH
STUMU acleKTaMU 3HAYUTeTbHO HIDKE.

OZHUM 13 BO3MOXKHBIX PEIEHUH /I PeTeIepOB MOTYT
CTaTh UHBECTUIIMH B IIIOY-PYMBI — MECTA, TIpeJHa3HAYEHHbIE
He JUIs1 IPO/JBIKEHNS TOBAPA, a /I TOTO, YTOOBI IPUBJIEYD
norpe6uTesneil. Hanbosee NOHATHOE OTIIMYHE IIOY-PyMa

OT TPaZMIIMOHHOTO Mara3uHa 3aKJII04aeTcs B TOM, 9YTO
€IMHCTBEHHOM I1eJIbI0 IEPBOTO SBJISETCSA JEMOHCTPALIYSA, a He
npozaxa.

B 1moy-pyme Beerza yqo6Has, KpacuBasi, MHOTZA AaXKe
POCKOIITHAs 06CTaHOBKA, 3/1eCh MOXKHO OCMOTPETD TIPOAYKIIHIO,
MTOJIyYUTh KOHCYJIBTAIIMIO 110 Pa3Mepy U CTUIIIO U OPpOPMHUTD
3aKa3. 3aTeM TOBaphl OTIPABJIAIOTCSA 110 aipecy IOKyTaTessa
CO CKJIaZla WIM U3 MarasuHa. Tak Kak y IIoy-pyMa HeT
HeOoOXOZMMOCTH TPATUTh CPEZICTBA Ha MPOAAXKY U JOCTABKY
TOBapOB, OH MOXET OBITh BECbMa 3KOHOMHUYECKY BBITOJHBIM.
U peTeiinepsl, CyZAsA 10 BCEMY, TOTOBBI BKJIAJIBIBATh JIeHBI'U

B MarasuHbl. Kak cieayet us onmpoca PwC/SAP, cpeau TUTIOB
MHOT'OKaHaJIbHBIX UHBECTHUIINY Ha IIepBoe MeCTO peTeiieprl
CTaBAT MHBECTUIINH B Mara3uHsl (37%) U IIaHUPYIOT UX
yBeJIUYEHUE.

Bce HUMaHUe HA KUeHMA: pemeiliepbl HANPABAAOM UH8eCMULUU
Ha o6ctyncusaHue 8 MazasuHe U NPoOBUNCEHUE 8 COUUANLHBLX CEMSX,
a makxice 8vipabamslearom uHOUBUJYANLHBLI NOOX00 K KJAUEHILY

Paclmpntb/co3aaTtb HOBYHO
p ! y 37%
06CTaHOBKY B MarasuHe
MHBecTVpoBaTh B coumarnbHble
ceTu AN1A NOBbILIEHMA 31% ‘
0OCBEAOMIIEHHOCTU K/IMEHTOB
YRyYlnNTb KIMEHTCKNE CUCTEMBI,
OnfA Toro 4YTobbl BelipaboTaTtb 31 % ‘
VHOMBWAYanNbHbIA NOAXOA K KINEHTY

NcTo4HMK: onpoc KOMMNaHU PO3HMYHOW TOProBsu, NpoBeAeHHbI PWC n SAP
Bbibopka: 312 pecrioHAEHTOB.
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O0O0C0ODO00O0E

Ha ta6uuiie cripaBa oTpakeHO, KaKHe KaTeropruy TOBapoOB
JIIOAIY TIPEITIOYUTAIOT TIOKYIIaTh B MHTEPHETE, & KaKue —

B OOBIYHOM MarasvHe. HeKoTopble KaTErOpUY TOBapOB
(MebeJtb, TOBAPEI 151 loMa, OBITOBAst TEXHUKA) TIOTPEOUTENH
MPEeANOYUTAIOT OCMAaTPUBATh B MarasuHe. Ho pereiiiepam
cJlefiyeT MmoAyMaTh HaJl TeM, He 0ObIOTCS JIU OHHU ellle
6OJIBIIIETO yCITeXa B peain3al[ii STUX MPOAYKTOB, €CIH
BO3BMYT Ha BOOPY>KEHHE MOZEIb IIOy-pyma?

DTa MOZiesTb TaKXKe OTINYHO ITOAXOAUT /11 TOBAPOB,

KOTOpBIE HAa3bIBAIOT «AUGGEPEHITMPOBAHHBIMI», HATIPUMEP
dupMeHHOM o1 /bl 1 00YBY, HOBUHOK JIEKTPOHUKY VTN
JIOPOTHUX IOBEJMPHBIX ufenuil. ludpdepeHIpOBaHHBIE
MIPOZYKTHI CJIOXKHO TIPO/IAaBaTh B MHTEPHETE, IOTOMY

YTO NMOTPEOUTENN TPEJIIOYUTAIOT OCMATPUBATh UX
CaMOCTOATENIHHO U /JaYKe COBETOBATHCS C KEM-TO O TIOKYTIKE.
KBaymmdunupoBaHHbIM M BHUMATEIbHBIN TEPCOHAI IIOY-pyMa
MOJKET ITPEBPATUTD ITOCETUTENEN B PEIbHBIX KJIMEHTOB.

DTO CI0XKHAsA 3a/1a4a KakK /I MHTEPHET-IUIOA/IOK, TaK U

JUTs OOBIYHBIX Mara3uHOB, HO Pe3YJIbTaT dTUX YCHINN — POCT
npozax. /laHHbIe, Ipe/cTaBIeHHbIE Ha TabInIle CIIpaBa,
[TOKa3bIBAIOT, [I0YEMY FOBEJIMPHBIE U3/ENNA U Yachl (XOPOLIH
npuMep aubdepeHIIIPOBaHHON IPOAYKIINHM) — OTIUIHBIN
BBIOOD 1AL ILIOY-pyMa.

Hpeanoumeuuﬂ OMHOCUMEJIbHO NOKYNKU moeapos

8 UHmMepHeme wiu maza3uHe

B unmepneme

60%
39%
43%
36%
37%
40%
32%
33%
30%
30%
23%

UcTouHuk: nccnegoBaHue PwC «TotanbHble npoaa)ku», 2017 r.

rpywkn ABNAKTCA KOMNPOMMUCCHBIM
BapMaHTOM, TaK Kak KIIMeHTbI
npeanoYnTaloT NoKynaTtb X, NCNONb3yA
oba kKanana.

B mazasume

28
37%
51%
442
479
51%
494
56%
52%
59%
70%

WTtoroBana Tabnuua npeaAnoYTeHUin OTHOCUTENBHO NMOKYMOK B MarasuHe U UHTepHeTe.
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PeTeiisiep My>KCKoM oziex/ibl Bonobos npezicTaBiseT coboit
IIPEKPACHBIN IIPUMep HUCIO0Ib30BaHUA MOZeNH moy-pyma. C
2012 r. 5TO 0fHA U3 CAMBIX IOMY/IAPHBIX KOMIIAHUM A1 MY»KUHUH
oT 18 710 40 s1eT, OHa SKCIIEPUMEHTHPYET C AeMOHCTPALMOHHBIMU
3anmamu Guideshop, yrciio KoTopsix ZocTurio yxe 30.
[ToTpebuTeny MOTyT IIPOCTO 3aUTH WIIN 3apaHee 3alcaThCs

Ha IIpreM, BBITUTH OOKaJI TMBA WIN APyrUe IPOXIauTebHbIe
HaIUTKY ¥ TO0OLIATHCSA C KOMIIETEHTHBIMU IIPO/IaBIIaMU.
Casons! Guideshop mo3BomIy CHU3UTE 3aTPaThI, TAK KaK

JUIA HUX TpebyeTcs MeHbllle IlepcoHana u Mecra. Kpome toro,
IIOCKOJIBKY /JaHHBIE O IIOCTOSTHHBIX KJIMeHTax (Harpumep
pasMep U JIFOOUMBIH CTHIb) XpaHATCS B cucTeMe Bonobos,
KJINEHTHI ¢ 60JIbIIIEN BEPOATHOCTHIO CMOTYT B OyZyIieM

JleJIaTh OHJIAWH-TIOKYIIKY CAMOCTOSATENBHO, YTO CTUMY/IUPYET
JIOSTTBHOCTD Y CHIKAeT PACXOZBI IaKe /I SIEKTPOHHBIX
TpaH3akIuii. BHe MarasuHa y KJIMEeHTOB eCTh TPU KaHaJIa CBA3U
C KOMIIaHUEH: YaT, 3JIeKTPOHHAA 1104Ta U TesepOHHAA JINHUA.

C KImeHTaMu 00IIaroTCsA TaK Ha3bIBaeMble «<HUH/I351», TOPTOBBIE
IIpe/ICTaBUTENH, 33/ja9a KOTOPBIX — BEIUTH 32 PaMKU OZIHOM
IIPOZIYKH Y TIPOZIBUTATh OPEH/; IOCPeACTBOM B3aNMOZENCTBUSA C
KJINEHTaMU.

Korga 6puTanckas kommanus Topshop BriepBhie osiBUIACH B
Kurae, oHa ncmonb3oBazia Ty »Ke CTpaTeruio, HO TOJbKO OHJIAlH,
B COTPYZHUYECTBE C KUTAWCKUM MHTEPHET-Mara3uHoM MOJHOMN
onexxabl ShangPin. Mix pexkiamHas kammnaHus «MoOWIbHbIE
NIPUKJII0YEHYA» B IIEKUHCKOM TOPIOBOM II€HTPE II03BOJIWIA
TOKYyIIaTeJIAM IPUMEPATH OfEXAY U IIOKYIIATh €€ IIOCPeACTBOM
QR-koza. ToBapsl OCTaBIINCH TOKYTIATEI0 Ha CIeAYIOIINN
JIeHb.
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Hueecmupyiime
8 NOO/IUHHOCMb
OpeHO0B8bLX MOBAPOS

ITodnuHHOCMb 6PEeHO08bLX M0OBAPO8 —
Mo 02pomHas npobaema ons
pemeiinepos. OcobeHHO 3mo kacaemcs
moeapos, Komopbsle NPOU3BOO0SIMCS

U npodarmcsl Ha pa3euUBarOULUXCS
PbIHKAX WU UYenouku N0Cmasok
KOMOpbLX Npoxodsim uepe3
passusaroujuecst polHKLL.




B pamMkax uccie[oBaHuUsA TOTO TOJa MbI 33/[aJIi PECIIOHIEHTaM
BOITPOCHI O TOBApax, /I KOTOPBIX TIOATMHHOCTh BCErza

ObUTa [JIABHOM XapaKTEPUCTUKOMU, — IIPEAMETaX POCKOIIIH.

Ha rpaduke crpaBa oTpaKeHO, HACKOJIBKO BEJIMK ITPOIIEHT
PECIIOH/IEHTOB BO BCEM MHPE, KOTOPBIE OTIACAIOTCS, YTO TAKHE
TOBaphI, KAK I0OBEJTUPHbIE U3/, OZ€K/a, 0OYBb I KOCMETHKA,
npejjiaraeMbie B MHTEPHETE, He SIBJISIOTCS MOJTUHHBIMHU.
[T03TOMY OHH He MOKYIAIOT TaKKe TOBaphl OHJIAMH.

ITouemy @bt He noKynaeme npedmemst POCKOWU 8 UHMepHeme?

6% 47%

24% 31% 39%
31%  29% 99y  31%
15% 18%
15% I

A onacatoch, A npeonounTato Mpexae yem Y MeHA ecTb
4YTO TOBapbI, obLaTbeA ¢ COBEPLUNTb BO3MOXXHOCTb
npogaBaemMble npojasLaMu- MOKYMKY, MHE nocewaTb MarasuHbl
OHJIalNH, He KOHCYJIbTaHTamu HY>KHO YBUAOETb pALOM C OMOM,
ABNAIOTCA 1 noTporatb paboTomn nunm Bo
NOASIMHHBIMU ToBap BPEMA MyTeLecTBUM
KocmeTtuka Opexpa, obyBb lOBenupHble n3genua
1 napcromepua N U30enua N3 KoXu 1 vachbl

UcTouHuk: nccneposanne PwC «TotanbHbie npopaxu», 2017 T.
Bbibopka: 4 515 pecnoHAeHTOB (KocMeTuKa u napdromepus), 4 147 pecnoHaeHTOB (oaexaa, obysb
U U3AENUA U3 KOXXU), 4 782 pecnoHAeHTa (I0BENTMPHbIE U3AENUA U Yachl).
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O0O0C0ODO00Q0E

Bosi3aHb OTpe6UTENEN KYIIUTD MOAEKY MOACKA3BIBAET
peTeiisiepam, KaK CTOUT IPOAaBaTh MPEAMETHI POCKOIIIH.

Ha pucyHKe cripaBa BUIHO, YTO IIOABJIAIOIIEE GOIbITHHCTBO
OIIPOIIEHHBIX BO BCEM MUPE IPEANOYNUTAIOT [TOKYIIATh
MpeAMETHI POCKOIIN Ha calTax, MpeAiaraiux IMUPOKUI
BBIOOD OpeH/10B. [To700Has TEHAEHIHs OOBACHAETCS TEM, UTO
ST CalTHI 60J1ee MacITaOHbl M U3BECTHHI U, CIe0BATEIbHO,
BBIIIIE BEPOSITHOCTh TOTO, YTO OHU IIPUAEPKUBAIOTCS bojee
CTPOTMX CTaHJAPTOB KayecTBa.

ITompebumenu npednouumarom npuobpemams npedmemal
pocKoulu 8 UHMepHeme HA MylbmubpeHO08bLX cailmax

KocmeTtuka
1 napdgromepusa

Opexnpa, 0byBb
n usgenva
N3 KOXWU

lOBenupHble
n3genva n vachbl

L

UcTouHuk: uccnegoBaHne PwC «ToTtanbHblie npoaaXku», 2017 r.
Bbi6opka: 11 961 pecnoHpgeHT (KocmeTuka n napgromepun), 15 216 pecnoHgeHToB (Opgexnaa,
obyBb u nspenua u3 koxu), 10 314 pecnoHpaeHToB (lOBenUpHbIE U3AENUA U Yacbl).
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S

Hueecmupyiime 6
MeduuuHckue ycayau

ITompebumenu, cpasHus8as noxoo

8 00bIUHDBLI MA2A3UH U OHAATIH-
ulonuHe, ueHsim yoobcmeo
cogepuleHUsl NOKYNOK 8 UHMepHeme,
HO J1106011 8U0 PO3HUUHOL MOP208.JIU
Kaxcemcsi 60iee yOOOHbIM U
KJIUEHMOOPUEHMUPOBAHHBLM 8
CPasHeHUU C 3anymaHHol cucmemotl
oniamast MeOUYUHCKUX YCILY2 KaK

8 CIIIA, mak u 8 Opy2ux CmpaHax.
[Io amotl npuuuHe, a makxice no
UeHOB8bIM CO0OPANCEHUSM 8 NOCTeOHUE
decamuiemust pemeilniepsl 3as18UJU O
cebe Kak 0 HOBbLX HeMPAOUYUOHHbLX
U2POKAX HA PblHKE MEOUUUHCKUX YCTye.




Jljist moTpebuTeNel, KOTOPhIE YCTAMU OT BOJBINNX OvYepeeit

U BBICOKHX PACXO/IOB, peTeiIephl TPEBPATUINCH B CBOEOOPA3HBIi
«cracaTeIbHbIN KpyTr». OHU BOCIIOMHAIOT MPOOEJTBl B COBPEMEHHOM
MEZUIIMHCKON NHGPACTPYKTYPE U YAOBIETBOPAIOT MOTPEGHOCTH
kineHToB. B CIIIA KIWHUKY, TPUHA/JIEKAIINE alITEIHBIM CETSIM
Walgreens u CVS, cTaGWIBHO OI€HUBAIOTCSA KIMEHTAMHU BBIIIIE,
yeM BU3HUTHI K 06BIYHBIM Bpayam. Y CVS Health, kpymHeiimiei ceTr
kanHUK B CIIIA, ecThb 607ee 1 000 kauHUK B 33 mTatax'C.

«PO3HUYHBIN MarasuH CTAHOBUTCS LIEHTPOM MEIUIIMHCKOTO
obcmykuBaHus, — 3asgBisieT CTUB bapp, pyKOBOAUTENDb IIPAKTUKU
PwC 110 IpeJoCTaBIEHUIO YCIYT KOMITAaHUAM CEKTOPa PO3HUIHOM
TOPTOBJIX U IIPOU3BO/ICTBA MTOTPEOUTENBCKUX TOBApoB B CIIIA. —
CoBpeMeHHbBIE TIOTPEOUTENN TOTOBBI OTIIPABUTHCS B MarasuH WA
aInTeKy 3a onpeAeIeHHBIMU MEAUITMHCKUMU yCIyraMu. PaHblile TaKoe
HEBO3MOKHO OBLTO MPEACTaBUTh. 3I0POBbE, 30POBBIN 00pa3 JKU3HU
1 00C/Ty’KMBaHUE B MarasuHe CAWINCh BOEAUHO»!L,

Ho aToT peHomeH oxBarui He TobKo CIIIA. FEMSA Comercio,
KpymnHe#mnii 3aBog Coca-Cola B Mekcrke, TpruoOpest 06IIUPHYTO
CeThb alTeK U yIpasiseT eto. B [epmanuu, cornacHo ofHOMY U3
rccaenoBaHui, 43% moTpe6uTesNel TOTOBHI OTYYaTh YCIYTH U
TOBaphl OT HETPAAUIMOHHBIX UT'PDOKOB Ha PBIHKE MEAUIUHCKUX YCIIyT
IIPY YCJIOBUH, YTO UX KAYECTBO U PE3YJIBTATHI HE OyAyT OTIMYATHCS OT
MIPUBBIYHOT'O YPOBHS'2.

YTo6HI JIydllle TIOHATH Oy/yliie MHBECTUI[MOHHBIE BO3MOXXHOCTH
peTeiiepoB B 3TOM 06JIaCTH, MBI 3a/[a) T HECKOJIBKO BOIIPOCOB
PECIIOH/IEHTaM U USMEPWIN YPOBEHbD UX JOBEPUS K MEAUITUTHCKUM
ycIyram, OKa3bIBa€MbIM PA3TUIHBIMU TUTTAMU PETENIEPOB.
PesynbTaThl OKa3aauCh OYeHb IIOKA3aTeNbHBIMI: OHU OTPa3WIN
TO, HACKOJIbKO T'OTOB IVI0OAIBHBIHN ITOTPEOUTENH K ITONYIEHUTO

Me;[HHHHCKOfI IIOMOIIIH B TOpI‘OBOfI TOYKE, U IIOJYEPKHY/IN JOBEPUE

HOTp86HTeHeﬁ K MEAUITMHCKNM yCIyraM peTeﬁJIepOB, a TaKKe K UX

yaoOHOMY

pacnosnoxeHnuto. Kak ciaefyeT U3 pucyHKa CIipaBa, 4eTBEPTh OIPOIIEHHBIX

¢ yZAoBoIbCTBUEM cenana 01 MPT win Y3U B anTeke.

Hoeble MedUUUHCKUE YCLy2U U MOBAPLL 8Ce Haule npediazarom
me KOMNAHUU, KOMOPbLle 00bIYHO He ACCOUUUPYIOMCSA C CEKMOPOM
30paeooxpaHeHus, makue Kak pemeiliepsl Wil CNEUUANUSUPOBAHHDbLE

caiimot. [IposedeHue Kakux u3 ciedyrouiux

npouedyp Bul 661 0osepunu

HempaouuuoHHOMY Npoeaiidepy MeOUUUHCKUX yCay2?

250

Mpouenypsi MPT, y3)
wnnn PeHTreH

B PO3HUYHOM MarasuHe
1nu anteke

10 Hospital & Health Networks «Po3Hu4Hble MarasuHbl OTKpbIBalOT ABEPU AJIA MeAULIMHCKUX YCIyr: NATb nocneacTsun AnAa 6onbHuy», 17 maprta 2016 r.

11 WHTepsbio PwC.

12 PwC B [epmaHuu «HoBble UITPOKM Ha PbIHKE MEAULIMHCKUX YCNyr U hapMaleBTU4eCKUX npenapaTtoB» (CeHTA6pb 2014 r.).

50)

OxoKapanorpamma
(BKT) Ha nomy
nocpeacTBOM
cmapTdoHa
-is
eé{

[ 41|



Emie ogHa chepa, KoTopasi OIIpeeIeHHO TIPe/CTaBIAET

UHTEPEC /I pETEUIepOB, — 3TO TOBAPHI JIS 3[0POBbBSI.

47% pecrnoH/IeHTOB UMEIOT WU XOTAT UMETb HOCUMBbIEe
YCTPOUCTBA. YYaCTHUKU OITPOCca MOJIEPKUBAIOT UX OTPOMHBIN
MMOTEHITMAN B chepe OTC/IEKUBAHUS BBITOTHEHUS GU3NIECKUX
yIpaKHeHUH, peKuMa MUTAaHUA U CHA, MOHUTOPUHTA KU3HEHHO
Ba)KHBIX TIOKa3aTeel U yIydIleHUusT GU3nIecKoi GOpMBHI.

Ha BTOpOM pHCYHKe CIIpaBa BbI/I€IEHbI TIPENMYIIECTBA,
KOTOpBbIe ITOTPEOUTENTH, IT0 UX MHEHHUIO, ITOIYIWIN ObI
OT HOCHUMBIX YCTPOMCTB.

Ecmb niuy 8ac Hocumoe ycmpoiicmeo, komopoe omcaexcugaem
Wiu KOHMpOoaUPYem cOCMosiHue 8aulezo 300po8bs?

npuobpecTtu

UctouHuk: uccnegosaHue PwC «TotanbHbie npopaxu», 2017 r.
Bblbopka: 24 471 pecrnoHAeHT.

Kakue npeumywecmaea, no eauemy MHeHUIO, MOJXCHO NOJy4UMb
NpuU UCNOJb308AHUL HOCUMBLX ycmpoiicme?

Bo3MOXXHOCTb OTCneXxuBarb Bo3MOXXHOCTb N3MEePATb

6.3% W BbinonHeHne ranyecknx 54% | ceov nokazatenu
yNpa>kHEHUI (nynee, Bec)
Bo3MoXHOCTb

53% @ KoHTponvpoBathb pexxvMbl 49% Bo3MoXHOCTb ynyylumnTL

NUTaHWA U cHa CBOIO (PM3NHECKYI0 hopmy

UctouHuk: uccnegosaHue PwC «TotanbHbie npopaxu», 2017 r.
Bbibopka: 11 583 pecnoHpaeHTa.
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Hecamob HanpaseieHuil
uHeecmuuuii, ONUCaAHHbLE 8
JaHHOM omueme, oxeamslLearom
ueaslii psaod obaacmeii:
uudgposyro undpacmpyxkmypy,
mpaouyuoHHY10 pO3HUYHYIO
cems, KOMMYHUKAUUOHHbLE
cmpamezuu, aHalumu4eckKue
6803MOMCHOCMU, JIOSLUIbHOCMb
KJIlUEeHMOo8 U Kadpoaeblil
nomeHuuan. IfIodo6Hoe
pasHoo6pasue nymeili
passumust C8A3aHO C
8o3poculeil C/10WCHOCMbIO
eedeHUs Ou3sHeca, c KOMopoii
cmankuearomces pemeiiiepasl.
H3-3a pasauuuii 8 GusHec-
MO0elsx U o2paHudyeHHocCmu
0r00J)cema npuopumem u
aKmyanibHOCmMs npeoiazaemoblx
uHeecmuuuii 6yoym sasucemsos
Om KOHKpemHoii KOMNaHuu.
Kak evL pacnpedenume

amu decsimb HAnpaeaeHuil
uHeecmuuuii 8 ceoeil komnaHuu?
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