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AHOTAIISA

Ilnockina $.JI. Po3poOka MapKeTHMHIOBMX 3aXOdiB 3 YIOCKOHAJICHHS
00CJIyroByBaHHS KJII€HTIB MiINPUEMCTBA.

B kBamidikamiiiHii poOOTI PO3MIAHYTO TEOPETUYHI OCHOBU OOCITYyroByBaHHS
KJIIE€HTIB MiAMPUEMCTBA, BUZHAYEHO KJIIEHTOOPIEHTOBAHICTD MiIMPUEMCTB Ta BAXKIUBICTh
SKICHOTO OOCITyrOBYBaHHS; PO3IJVIIHYTO OCOOJMBOCTI MapKETHHTOBHUX 3aXOJiB 3
YIOCKOHAJIEHHS OOCIyroBYBaHHS KIIEHTIB MANPUEMCTBA;, BUJILJIEHO OCOOJHUBOCTI
MOCIYr KIHOTEaTpiB Ta YMpaBiiHHA iX skicTio. [IpoBeneHo aHaii3 MapKETHHIOBOTO
cepenopumia [IPAT «Mynprimiekc-XoIIUHT», OXapaKTePU30BaHO TOCIOJIAPCHKY
JISJIBHICTh Ta BHYTPIIIHE CEPEJOBHUINE JOCTIIHKYBAHOTO TIIMPUEMCTBA, BHUIIJICHO
OCHOBHI TeHJAeHIIT puHKy, npoBeaeHo SWOT-ananiz ta PEST-anami3, BHU3HaueHO
OCHOBHI HamNpsIMKU JisUTBHOCTI MIANPUEMCTBA. 3aJU1sl YAOCKOHAJIEHHSI 00CIIyrOByBaHHS
kiieHTiB [IPAT «MynbTimiekc-XouIuHr», MPOBEAEHO MAPKETUHTOBE OCIIKEHHS
ynoao0aHb KIIEHTIB  MIANPUEMCTBA, PO3POOJEHO 3aXOId 3  YJIOCKOHAJICHHS
OoOCITyrOByBaHHSI KJII€HTIB TMIJNPUEMCTBA, a TAaKOX BH3HAYCHO OIOKET A
YIIOCKOHAJIEHHS 00CITYyrOBYBaHHS Ta OLIHEHO €PEKTUBHICTh 3aPONOHOBAHUX 3aXO/I1B.

Kurouosi ciioBa: 00CiryroByBaHHS KJII€HTIB, KJIIEHTOOPIEHTOBAHICTD, yIIOA00AHHS
KJIIEHTIB, BHYTPIIIHE MAapKETHHIOBE CEPEJOBMUIIE  MIANPHUEMCTBA, 30BHIIIHE
MapKETUHIOBE CEPEOBUIIE MiAMPHEMCTBA, MAPKETHHIOBI 3aXOIH, YAOCKOHAJICHHS
00CITyroByBaHHSI KJTIEHTIB.

SUMMARY

Ploskina Ya.L. Development of marketing activities to improve the company's
customer service.

In the qualification work, the theoretical foundations of the company's customer
service were considered, the customer orientation of the companies and the importance
of quality service were determined; the peculiarities of marketing measures to improve
the company's customer service are considered; features of cinema services and their
quality management are highlighted. An analysis of the marketing environment of PJSC
"Multiplex-Holding" was carried out, the economic activity and internal environment of
the investigated enterprise were characterized, the main market trends were highlighted,
a SWOT analysis and a PEST analysis were carried out, and the main directions of the
enterprise's activities were determined. In order to improve the customer service of PJSC
"Multiplex-Holding", a marketing study of the preferences of the company's customers
was conducted, measures were developed to improve the customer service of the
company, and a budget for improving the service was determined and the effectiveness
of the proposed activities was evaluated.

Keywords: customer service, customer orientation, customer preferences, internal
marketing environment of the enterprise, external marketing environment of the
enterprise, marketing activities, improvement of customer service.



SMICT
5 T 2 1 6
PO3AUI 1. ObCJIYI'OBYBAHHA KJIICHTIB IIIAITPUEMCTBA TA BAXIJIMBICTD
MIOr0 TIOCTIMHOI'O VIOCKOHAJIEHHS: TEOPETUYHI OCHOBH. ............... 9

1.1. KinieHTOOpi€HTOBAHICTD MIAIPUEMCTB Ta BAXKIIUBICTh SKICHOTO OOCIyrOBYBaHHS. ..9

1.2. Oco0auBOCTI MApPKETUHTOBUX 3aXO/lIB 3 yIOCKOHAJIEHHS OOCITYyrOBYBaHHS KJIIEHTIB

11001001017 (a0 (o2 1 2 O P 16
1.3. Oco6MBOCTI MOCIYT KIHOTEATPIB T YIPABIIHHS iX SAKICTIO....vveenereennnneennennn. 24
PO3AUI 2. AHAJII3 MAPKETUHI'OBOI'O CEPEJOBHUILA ITIAITPUEMCTBA
[MPAT «MYJIbTHIIEKC-XOJIAMHI ... 30
2.1. XapakTepucTuka TOCHOJApPChKOi [ISJIBHOCTI Ta BHYTPIIIHBOTO CEpPEIOBUIIA
mianprueMcTBa [IPAT «MyTbTIIICKC-XOMIIHT . ... v euveeteeenteneeenneenneenneeannenneans 30
2.2. OTIT OCHOBHHMX TE€HICHITIH PIHKY ... vvvuseenntenneeenseenseenneenneeanseanneenneenneenns 38
2.3. AHaji3 30BHIITHBOT0 MAPKETHHIOBOTO CEPEAOBHINA MIAMPUEMCTBA. ................. 40
2.3.1. AHAJTI3 MIKPOCEPCIOBHIIIA. . ... uvveneeeneeeenseenreenneeaneeeneeenseenneanneeaneeenneanes 40
2.3.2 AHani3z MakpocepenoBuia. PEST-aHami3. .......ooooviiiiiiiiii e, 46

2.4. SWOT-anani3 Ta BU3HAY€HHS] OCHOBHUX HAMPSAMKIB JTISIIHOCTI MAMPUEMCTBA. . .. 50
PO3AI 3. VIOCKOHAJIEHHA OBCIYTOBYBAHHA KIJIIEHTIB TIPAT
AMVYIJIBTHUIEKC-XOJIAMHI Y. ..o e, 55
3.1. MapkeTuHTOBE JAOCIIKEHHSI YIIO100aHb KJIIEHTIB MIAMPUEMCTBA. . ...'uvveenenes.... 55

3.2. Po3po6ka 3axo0/1iB 3 yAOCKOHAJIEHHS 00CIyrOBYBaHHS KJIIEHTIB MiANMPUEMCTRA. ....62

3.3. BroxeT Ta o1iHka ePEeKTUBHOCTI 3aMPOTIOHOBAHMX 3aXOMIB. . .vvenereerreenneennnnns 69
BUCHOBKI. ..o e e e e, 76
CITMCOK BUKOPUCTAHUX JIKEPEJL. ..ot 78

TIOTATKIL. ..o, 84



