alte*

JM0NIO0Mo00MO 30M3AOBN63N PO
303600630 3aM3LOLIMIBAL 60BVMBI

306063 d>emoboo
“707096-0980070[} @mj@méo, 3(6090‘39[)0960

oy 960395bodgde

Marine Alania
Doctor of Economics, Professor
Alte University

m.al56@mail.ru

RELATIONSHIP MARKETING AND
CUSTOMER SERVICE IN THE MARKET

Abstract

The modern stage of scientific and technical progress, the globalization of production
and consumption processes, has led to the development of relationship of marketing, which
means establishing not one-time but permanent mutually beneficial relationships with the
customer or the transition from mass to individualized, based on the dialogue with the cus-
tomer marketing.

In order for a service company to achieve stronger relationships with the customer
and better meet its needs, it is necessary to use one of the following three approaches: 1.
Bring additional financial benefits to the customer’s relationship; 2. Bring additional social
benefits with addition to financial; 3. Involvement of structural connections with financial
and social benefits.

In the context of the relationship marketing concept, in order to further develop the
customer service, it is important to properly use the methods of service process formation
and analysis. Receiving benefits in the field of services and meeting the needs of the cus-
tomers themselves mainly takes place in the process of providing services in the two-way re-

lationship between the buyer and the seller. Therefore, in order to identify the consumer
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,benefit cart”, the following are used: 1. Diagrammatic design method; 2. Method of con-
cept of ,,point of contact”; 3. ,,Consumer Protocol” method.

Much has been written in the economic literature about relationship of marketing, but
so far there is no clear and general algorithm for how to build long-term relationships with

customers.

Keywords: Relationship Marketing, Customer Service, Markets.
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bc%égbob:

o 3m0gbhgdol mmoommEmds O gemgnmgdd Boé8mowmggbl ool écnbo
0 8olo dmggdol gocagdel dotomoce 358md&ogggem doemsl;

*  3096hgd0l mmosmmEmds O gEhmgnEmgds 3o8mBnbotgmdl 8omo Lodmadb-
dobrgdmm 330ymazoemgdocosb;

o Lo8m3bIoergdemm 38oymazamgds 960l 03 ggolgnemmdcl Igrgge, GmIgemboy
098L 8m3borgdgemo gacdaligob 3mb 3mEgbhnem d03563g;

396939 3emogbhobogal gocs3g8yemo a3obgyemmds 0ddbgds 38oymazacmo, cmmos-
60, G0z ©d 3GmEJheyemo Jos 3emogbiol (396Lmbacmal) Bogé.

30960l emmosmm)BHEMmdd o ghmgyemgds 960l 0goédal o 3emagbhol Néoog-
MM Ydomemgbo bobyéggemo hoedo, Gm3gemo goolb Gog gho3gdl, 38symagocmg-
0l Bo6>h0g0 3gmBotrgmdasb 93 NBHM0gEMmBsMS goblo 3megdnm mbgdwy. oyd-
3% 399639933000 96LgdMBabmgel m0cg8ob g3oo8Byggthe 360336g9emmds 5ggL dob Bgman-
bg 306mdol 967 030680bo O 39ELmbomol YBMEgEHNMIsMS gaggdhoobmdsl. sdodhm3d
b3o6roco Jongem 3mblihyd300L goboboemoggb, Gmame3 nEBm0gemmdoms bod 3ymbgcol
980 emglo 3969%396d0 — 3g6Lmbocmo — 3emagbie” 96 ,13ocemgbo 39693896¢he — Jacos
dn8b3oérgdgemo — 396939 3emogbhe”. vbobadbogos, HmI Joéggrm 0330, IBo6ragg-
0™M0m0 Yneomgdol ogm3mbdo gdi3930 ,Lo3mbhodhem 3gelmbocma”, Gmdgemoa; ndye-
e 30bogdhdo 08ymazqds 306939 3em0gb0b. 080largal, B3 3blidEYd;3008 03yds-
@b, oy30emgdgemos 3 ggqbobhgdol s&lgdmds. ,n3scmemgbo 396938960 — gotg3g emdb-
dobgdgemoe” 93 mbgdg oy30cmgdgemos dg0ddbol 3emagbholiorgal Bobobmgdgeme agolg-
ool go3gghesbe Boédmgaal ggqlobhgds, HmBgemoaly godmobohgds botolbosbo 8m3-
Lbobygdel 3948600, Bob bdotroco PBMEgdgb ImBbIoEIgdgEMc06 NEMagmmdgdol dgbg-
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alte*

$396¢hL.

In8Lobyergdol beggérmdo 3m3nemotyemos Five gags (gags model of service quality)
1600gH0MmImS 3Mb(39e3300, GM3> 3eogbhl og3L Bgedol crobodagemmdemol gob(3cos.
LoByolo Embg 560l 030680l 3mBLobyGgdem 3emagbiel 38oymazacmgdal mby. gL 6ol
3835600L Bogé 3cmagbholongol Boi3g8ycme o306gdgd0l oM dgLenemgds; 8gm-
69 embg 960l 3cm0gbhol Mmooy mdnl dpgmBotrgmds vby gobdgmégdome 3emagb-
hgdolb o6Lgdmds. ghmgnmgds — ggaédolo o Jemoagbhol NGmoglmmdsms 393gze
b boloomgds dmdbdotrgdemol cnmosmn®mdol g8mblhoeom, Gobog gdstgos
#Bohy30960 gogo39emgds”. 3emogbho osbemmgdeo by bbgs 5od00bL 1yggds mogolo
93000 3Yo39em™md0mo godmzocmgdol dglobgd. smbobedboges, ™I bggohono
393m300emgdol 00md0Bg 30m0gbhgdl LRgggaom, méigé 3ghl b7 covobemmgdoo v
5003006L 5(36m3mb. 3emagbho obegbl domsmo mbol crmosmmyGmdal, o Lbgo 3mdb-
306930l oLo&EYbgdmo — ogocomb gb 3Gmeygho, domoemo mbob doemalibdggol
©93mblhGotgdol. ool o 3emogbhol PBm0gehmmdgdol ydsmemglo mbg — gb
060L 30096l Bogé G380 ,,096039L0 3G gMdOL” gob30l vwgds. ob, g0l dmge-
cgmdo dooBbggl bgemddmgobgemmmdnlbogel 6g3m89bcos30gd0l 8o(39800m, ogbdsemb
3330600L 939009L0 3Bmc7dhel 39986030. gl Lhocoas Boowmbggs 3emogbiols o ggeédal
160096030000 56060 3cmgd 5 Bemob 0rog8q. [HosaTopos, 2001, 4]

00BgE0mo ocogmdgde o6 o6l LEyemo o gemsEgecme Igbsdemmgdgamo ,bizgbe-
6920, 3bm3g690s, ©rgoem7E0 360gh030 393600 RE® Mmoo, olobo 8o 3ghmenm-
398L 1ygbgdgb sE0lyobrosGdyem 93m(30bgoL o L3gzeoemalihgdl 1Bgger dgLodsdaboco

oéob@oSQoé(lm@o 60@0633&@0@&6&60[) 80@850.
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3°dmyqbgdymeo de)aéad)néb:

1. MAPKETUHI OTHOLWEHWI:
http://crmonline.ru/phparticles/show _news one.php?n id=794 (25.06.2021)

2. TpoHpyc XpuctnaH, MAPKETUHI OTHOLLUEHMA B C®HEPE YCNYI: MAPKETUHI WY
NOBEOEHWNE OPTAHU3ALNWU:
http://www.webstarstudio.com/marketing/articles/art23.htm (25.06.2021)

3. MapKeTuHr  oTHOoWweHu ¢ notpebutenamu:  https://buklib.net/books/31344/
(25.06.2021)

4. Hosatopos 3.B. 2001. ,,MeToapbl pa3paboTkn n aHanmM3a npouecca obCayKMBaHUA B

MapKeTuHre ycnyr”, MapKketuHr B Poccum 1 3a pybexkom Nel.

https://www.cfin.rupressymarketing>novatorov (25.06.2021)
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