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OBIIAA XAPAKTEPUCTHUKA PABOTbI

MHTEPHET-MAPKETUHI, MAPKETHUHI' B3AUMOOTHOIIIEHMIA,
PBIHOK HMHTEPHET-YCIIYI, JIOAJIBHOCTH KJIMEHTOB, YAT-bOT,
[TEPCOHAJIM3MPOBAHHAA E-MAIL PACCBUIKA.

Heab uccaenoBanus: pazpaboTKa MPeIOKESHHMA M0 MOBBIIICHUIO JIOSUIBHOCTH
kimeHToB OO0 «Bebkom I'pynm» kak (hakTopa KOHKYPEHTHOIO NPEUMYIIECTBA
NPEANPUATHS.

O0beKT Hccaef0BaHMA: ITPOTPaMMa MOBBIIIEHUS JIOSJIBHOCTH KIMEHTOB Ha
PBIHKE UHTEPHET-YCIIYT.

IIpeamer wuccjeqoBaHMs: MNPEIJIOKEHUS JJIA TOBBIIICHUS JIOSUIBHOCTH
kimeHToB OO0 «BebkoMm ['pymmy».

MeToabl uccae0BaHMsI: aHAIU3, pacueTHo-aHamuTuyeckui, ABC- u XYZ-
aHanus3, mopTheabHBINA aHAIN3, aHAIN3 KOHKYpeHTocrocooHocTr, SWOT-ananus.

UccaenoBanusi u pa3padoTKU: HU3YYEHBI TEOPETUKO-METOI0JIOTHUECKUE
OCHOBBI JIOSUIBHOCTH, 3KOHOMHUYECKHE MOKA3aTeNln MPEeIIpUsATHs, MPOaHAIU3UPOBAH
PBIHOK HMHTEPHET-YCIYT, a TaKKe OMNpEeNEJICHbl OCHOBHBbIE KOHKYPEHTBHI; MPOBEACH
aHall3 MCIOb3yeMbIX MHCTPYMEHTOB MpojaBikeHus, NPS-ananu3 nosmeHOCTH. B
pe3ynbTare ObUIO BBISIBJICHO, 4YTO JIOSJIBHOCTh MOTPEOUTENIEH YCIyr KOMITAHUH
SBJISIETCSI OTHOCUTEIBHO HU3KOM.

DJIeMeHTbI HAYYHOIl HOBM3HBbI: NPEIOKEHBI 1 000CHOBAHBI CUCTEMA CKUAOK
it nosuibHBIX KiMeHToB OO0 «Bebkom ['pymm», mepcoHammsupoBanHas e-mail
pacchllka U aBTOMAaTU3HPOBAaHHAS CUCTEMa KOMMYHHUKAIIMUM KOMIIAHUU C KIMEHTAMHU
MOCPEACTBOM 4aT-00Ta.

O0s1acTe  BO3MOKHOI0O NPMMEHEHMS: TIPAKTUYECKOE IIPUMEHEHHE B
MapkeTuHTroBOM AesrenbHocTd OO0 «Bebkom ['pynm» 1j1si MOBBIIICHUS JIOSUTBHOCTH
KJIMEHTOB.

TexHNKO-IKOHOMHUYECKAS, CONMAIbHAS 3HAYUMOCTB: TIPEIJIOKEHHbIE
MEpOMNpUATHS MO3BOJAT yKpenuTh noszunuio OO0 «Bebkom I'pynm» B KaudecTBe
OJIHOTO M3 JUACPOB HA PbIHKE WMHTEPHET-yCIYyr Onarofapsi MOBBILICHHUIO KauecTBa
00CITy>KMBaHUS U IPUOOPETCHUIO CTAOUIIBHON 0a3bl JIOSITLHBIX KIMEHTOB.

ABTOp paboOThl TOATBEPKIAET, UTO MPUBEICHHBIH B HEH pacyeTHO-
aHAIMTUYECKUI Marepuan MpaBWIbHO M OOBEKTUBHO OTPaXaeT COCTOSHUE
UCCJIEIyEMOT0 MpOIEcca, a BCE 3aUMCTBOBAHHBIE M3 JIUTEPATYpPHBIX M APYrHX
MCTOYHHUKOB COMPOBOK/IAIOTCS CChIJIKAMH HA UX aBTOPOB.

(TToanHCh CTYAEHTA)



GENERAL CHARACTERISTIC OF THE WORK

DIGITAL MARKETING, RELATIONSHIP MARKETING, INTERNET
SERVICES MARKET, CUSTOMER LOYALTY, CHAT BOT, PERSONALIZED
E-MAIL NEWSLETTER.

Purpose of the study: development of measures to increase customer loyalty
of Webcom Group LLC as a factor in the competitive advantage of the enterprise.

Object of research: a program for increasing customer loyalty in the Internet
services market.

Subject of research: propositions for increasing customer loyalty of LLC
"Webcom Group".

Research methods: analysis, computational and analytical, ABC analysis,
XYZ analysis, portfolio analysis, competitiveness analysis, SWOT analysis.

Research and development: the theoretical and methodological foundations
of loyalty, economic indicators of the enterprise have been studied, the market for
Internet services has been analyzed, and the main competitors have been identified,;
the analysis of the used promotion tools, NPS loyalty analysis was carried out. As a
result, it was revealed that the loyalty of consumers of the company's services is
relatively low.

Elements of scientific novelty: proposed and substantiated a system of
discounts for loyal customers of Webcom Group LLC, personalized e-mail
distribution and an automated system of communication between the company and
customers via a chat bot.

Possible application: practical use in the marketing activities of Webcom
Group LLC to increase customer loyalty.

Technical, economic, social significance: the proposed measures will
strengthen the position of Webcom Group LLC as one of the leaders in the Internet
services market by improving the quality of service and acquiring a stable base of
loyal customers.

The author of the work confirms that the calculation and analytical material
given in it correctly and objectively reflects the state of the process under study, and
all borrowed from literary and other sources are accompanied by links to their
authors.

(student’s signature)



AT'YJIBHAS XAPAKTAPBICTBIKA ITPAILBI

IHTOPHAT-MAPKETBIHI', MAPKETBIHI" Y3AEMAAJIHOCIH, PEIHAK
[HTOPHOT-ITACJIVT, JTASAJIBHACID KJIIEHTAY, YAT-BOT,
[TEPCAHAJII3ABAHAE E-MAIL PACCBIJTAHHE.

MbaTa gaciegaBaHHsI: pacrparoyka MpanaHoy Ta MaBBIIIDHHIO JasuIbHACII
kmientay TAA  «Bosbkom TI'pyn» gk Qaxtapy KaHKypIHTHail mepaBari
paanpbleMCTBA.

AO0'eKT aaciegaBaHHsI: IparpaMa MaBBIIIDHHA JIasUIbHACILI KIIIEHTay Ha
PBIHKY 1HT3PHAT-TIACIIYT.

IIpagMeT nacjexaBaHHsA: MPANaHOBbI JIJIsl MABBIIIDHHS JIAsJIbHACI( KJIIEHTaY
TAA «Ba0oxom ['pym».

MeTtaasbl 1acjiegaBaHHA: aHali3, pa3iikoBa-aHamiTeiuHbl, ABC-ananmi3, XYZ-
aHai3, napT@erbHbIX aHalli3, aHAII3 KaHKypaHTa3aobpHacui, SWOT-anamnis.

JaciaenaBanHi i pacnpamoyki: BbIBy4aHbl TdIapAThIKa-MeTaJalariuyHbIs
aCHOBBI JasyIbHACL{, SKaHAMIYHBIS MaKa3yblKli MPAJINPbIEMCTBA, IpaaHaIi3aBaHbl
PBIHAK IHTIPHAT-TIACIYT, a TAKCaMa BbI3HAYAHbl ACHOYHBISI KAHKYPAHTBI; IPABEA3ECHbI
aHaji3 1HCTpyMeHTay mnpacoyBaHHs, NPS-anami3 nasuibHacii. Y BBIHIKY OBLIO
BBIAYJICHA, IITO JIAsUIbHACIh CHAXBIYIIOY MAcIyr KamIlaHil 3'syisenia aaHoCHa
Hi3KaH.

DJieMeHTbl HABYKOBAail HABIi3HbI: MparaHaBaHbld 1 aOrpyHTaBaHbIs CiCTAIMa
CKiaK Juis nasuibHbIX KitieHTay TAA «Babkom ['pym», mepcanamizaBanae e-mail
paccbUlaHHE 1 ayTamaTrbi3aBaHasl CICTOMA KaMyHIKalbli KamIaHil 3 KJIIeHTami 3
IaramMorau yar-0ora.

BoOsiacub MarybiMara mNpbIMSHEHHSI: TIPaKTbIYHAE NPBIMSHEHHE ¥
MapkeTbiHTaBail n3eriHaci TAA «Ba0kom ['pym» s maBbIISHHS JasibHACLI
KJIICHTAY.

Thxnika-3kaHamivHas, canbIsiJibHas1 3HAYHACHb: nparnaHaBaHbIs
MepanpbleMCTBbl J1a3BOJIALb yMalaBalp naszinsito TAA «Bsbkom ['pyn» y sikacii
aJHaro 3 JiA3pay Ha PBIHKY IHTIPHAT-NACIYT [3SKYIOUbl MaBBIIMIPHHIO SIKACII
abciyroyBaHHs 1 HAOBIIII cTabUIbHAN Oa3bl JasIbHBIX KIIEHTaY.

A¥yTap mpalpl marBspjkae, IITO MPBIBEI3EHBI ¥ €l pasiiikoBa-aHATIThIYHbI
MaTaIpBISI TpaBUIbHA 1 a0'eKThIYHA aUTFOCTPOYBae CTaH JOCieaHara mparpcy, a yce
3ama3bluaHblsl 3 JIITAPATYypPHBIX 1 THIIBIX KPBIHIL CYMpaBaKarolliia CracbuikaMi Ha 1X

ayrapay.

(moxmic crympHTa)
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