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AHOTALIS

3oo6niea C.M. Po3pobka mapkemuH208ux 3axo0i6 3  YOOCKOHAJIEHHS
obcnyeosysanns kuicumis (na npuxiadi Inmepuem-mwazazuny « SOLMAR»).

VY kBamidikamiifHii poOOTI TOCHIKEHO MIAXOAU 10 BIOCKOHAJEHHS CHUCTEMU
OOCITyrOByBaHHSl KJI€HTIB MUIIXOM BIPOBAa[KCHHSI €()EKTUBHUX MAapKETHHTOBHX
3axo/1iB. PO3IIsiHyTO T€OpEeTHUYHI OCHOBH CEPBICHOTO OOCIYrOBYBaHHS, Oro BIUIMB Ha
(opMyBaHHS JIOSUIBHOCTI CIIOXKHMBAYiB, a TAKOX MPOAHAII30BAHO CYYaCHI ITHCTPYMEHTHU
MEePCOHAJII30BAHOI KOMYHIKAIIll B €JIEKTPOHHIA KoMepIli. Y poOOTI BUBUEHO MOTOYHHIMA
piBEHb KIIIEHTChKOTO cepBicy B IHTepHeT-marazuni «SOLMARY Ta BUSIBIEHO OCHOBHI
npo0sIeMH, sIKI IEPEIIKOKAI0Th €(PeKTUBHINA B3a€MOIII 3 IIUILOBOIO aAYJUTOPIEIO.

[IpoBeneHO cerMeHTyBaHHS KJIIEHTIB Ta 3[AIMCHEHO KOHKYPEHTHUM aHali3 Ha
OCHOBI €KCIEPTHOTO OLIIHIOBAHHS. [ToOynoBaHo 0araToOKyTHHUK
KOHKYPEHTOCIIPOMO>KHOCTI, KM JO3BOJUB Bi3yadi3yBaTW MO3MIIIO JOCIIIKYBAHOTO
HiANPUEMCTBA CepeJl aHAJIOTIYHUX KOMIaHiil. Po3po0iieHO KOHKpEeTHI MapKEeTHHIOBI
3aX0AW MIOJ0 TOKPAIICHHS CEPBICHOT TMONITHKHA: ONTHMI3AIlil BOPOHKHU MPOJAXIB,
NOCWJICHHSI PEKJIaMHO1 aKTUBHOCTI, MIiJBUINEHHS SKOCTI OHJIAWH-KOHCYJbTAIlN Ta
IHAMBIAYyami3alis npono3uilii. EdeKkTHBHICT, BHIPOBaIKEHUX 3MIH MIATBEpIKEHA
KUTbKICHUM aHaJli30M — PiBEHb KOHBEPCii 3pic y MOHA/ JBa pa3H, a KOCPII[IEHT B3aEMOI11
3 pEeKJIAMHUMH MOBITOMJICHHSIMU 3HAYHO MOKPAITUBCA.

Kuarw4oBi cioBa: o6CiIyroByBaHHS KIIIEHTIB, MapKETUHIOB1 3axoiu, IHTepHeT-
MarasuH, KOHKYPEHTOCHPOMOJKHICTh, KJIIEHTCBKHH CepBiC, MapKETUHIOBa BOPOHKA,
nepcoHaizaiisi, €heKTUBHICTb.

ANNOTATION

Zobniya S.M. Development of Marketing Measures to Improve Customer Service
(on the example of the online store "SOLMAR").

The qualification paper explores approaches to enhancing customer service
systems through the implementation of effective marketing measures. The theoretical
foundations of customer service and its impact on consumer loyalty formation are
considered, along with modern tools of personalized communication in e-commerce. The
study examines the current level of customer service at the online store "SOLMAR™" and
identifies the main issues that hinder effective interaction with the target audience.

Customer segmentation and a competitive analysis based on expert evaluation were
conducted. A competitiveness polygon was constructed to visualize the market position
of the studied enterprise compared to similar companies. Specific marketing measures
were developed to improve the service policy: optimization of the sales funnel, increased
advertising activity, improved quality of online consultations, and individualization of
offers. The effectiveness of the implemented improvements was confirmed through
quantitative analysis — the conversion rate more than doubled, and the response rate to
advertising messages significantly increased.

Key words: customer service, marketing measures, online store, competitiveness,
client service, sales funnel, personalization, effectiveness.
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