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®IHAHCOBO-EKOHOMIYHI OCOBJINBOCTI BUBHAYEHHSA
BAPTOCTI SAJTYHYEHHA KIIEHTA
HA NIANPUEMCTBAX

B crarTi 3a3HadeHO, IO MiANPHEMCTBAM HEOOXIIHO MparHyTH 3alydaTH «00-
IPYHTOBAHUX» KIIIEHTIB, TOOTO TaKHUX, YMI BHECOK y KIIEHTCHKHUN KaIiTal MEpeBUIyBa-
THME BUTPATH Ha iXHe 3amydeHHA. OMUCaHO MiAXOOW A0 OLIHIOBaHHS BapTOCTI 3aiy-
gyenns wiientis: BGT, BN, GL, RLZ, CAC, VK. 3anpornonoBaHo ¢opmyiny BU3HAYCHHS
BapTOCTI 3aJIy9eHHs KIII€HTIB Ha IiIIPUEMCTBO.

KirouoBi cioBa: BapTicTh 3aydCHHsS KITI€HTA, MiJIPHEMCTBO, KIIEHTCHKUNA Ka-
TIiTaN, BUTPATH, CHCTEMHUH PU3UK.

Polinkevych O.
FINANCIAL AND ECONOMIC FEATURES OF DETERMINING
THE VALUE OF CLIENT ATTRACTION AT ENTERPRISES

The article states that enterprises need to seek to attract «substantiated» clients,
that is, those whose contribution to client capital exceeds the cost of their involvement.
The approaches to assessing the value of customer involvement are described: BGT,
BN, GL, RLZ, CAC, VK. The formula for determining the value of customer
involvement in the enterprise is proposed.

The capitalization of the company is growing through processes that involve the
creation of entirely new business models, new products and services. Under these
conditions, intellectual assets, such as knowledge, trademarks, human resources,
computer systems, and reputation create value for the company.

Examples of rational use of customer capital in synergy with manufacturing and
technological development are companies such as Apple, Microsoft, Toyota, Kraft
Foods, Samsung, Coogle, etc. In this regard, it is worth paying attention to the cost of
customer involvement in enterprises.

At the stage of market development, the main indicator of the effectiveness of
marketing processes is the level of attracting and retaining customers. Accordingly,
increasing the level of customer retention makes it possible to make sure that consumers
are loyal to the company and, therefore, will give preference to it in the future.

We believe that it is necessary to differentiate the cost of attracting a client (for
B. Balfour CAC) and payment for actions aimed at obtaining a potential client (for B.
Balfour CPA). The costs of an enterprise are divided into those that include the costs of
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attracting a client and obtaining a potential client. The latter include the cost of creating
free or trial versions of programs, registration, purchase of company products. Attracting
customers is a marketing department that has staff costs, non-productive costs and costs
of tools. All of them should be reflected in determining the cost of customer
involvement in enterprises.

Taking into account the fact that approximately 60 days, according to B.
Balfour’s calculations, takes place so that the potential client receives a new status -
permanent, it is necessary to use a formula which takes into account not only the
aggregate of all expenses for attracting the client, but also the systemic risk of the
country of origin of the buyer. The higher this risk, the higher the cost of attracting the
buyer. Developed countries have the lowest systemic risk, and developing countries are
higher. Systemic risk takes into account the state of development of the economy of a
separate crane and the risks that the enterprise may incur from the loss of such a buyer.

Key words: cost of customer involvement, enterprise, client capital, expenses,
systemic risk.

ITomuakesnua O.H.
OPUNHAHCOBO-3KOHOMUWYECKUE OCOBEHHOCTHU
OMPEOENEHUA CTOUMOCTU NMPUBNEYEHUA KITUEHTOB
HA NPEOANPUATUAX

B cratbe ykazaHO, 4TO NpPEANPUSITHIM HEOOXOAMMO CTPEMUTHCS HPHBIICKATH
«00OCHOBAHHBIX» KIMEHTOB, TO €CTh TaKHX, Yeil BKJIAJ B KIHEHTCKUIl KaHUTAJ MPEBbI-
IaTh 3aTpaTthl HA MX NpHBiIedeHHe. OMUcaHbl MOAXO0/bl K OIICHKE CTOMMOCTH TIPHBIIC-
yenns kmeHToB: BGT, BN, GL, RLZ, CAC, VK. IlpeanoxeHa GpopmMyia onpeaeneHus
CTOMMOCTH NPHBJICUCHHUS KJIMEHTOB Ha MPENPUSITHE.

KiroueBbie CllOBa: CTOMMOCTH MPUBICYEHHs KIMEHTA, TPEANPUITHE, KIHEHTC-
KU KalnTaj, pacXo/ibl, CACTEMHBIH PHUCK.

IlocTanoBka npodJeMu y 3arajdbHOMYy BHUIJAAi i il 3B’f130K 3
BaKIMBUMH HAYKOBHMH Ta MPAKTHYHUMHU 3aBaaHHsimu. Kamitai-
3alis MigIPUEMCTBA 3pOCTAE Yepe3 MPOLECH, Ki OB s3aHi i3 CTBOPEH-
HsIM aOCOJIIOTHO HOBHX Oi3HEC-MOjIe/eii, HOBUX MPOAYKTIB 1 MOcyr. 3a
OUX YMOB IHTEJIEKTyalbHI aKTHBH, TaKi SK 3HaHHS, TOPrOBI MapKH,
JIIOACHKI pecypcH, KOMIT FOTEPHI CUCTEMH, pelyTallis CTBOPIOIOTH Bap-
TicTh kKoMmaHii. [[i akTHBM y TO€JHAHHI 3 MaTepialbHUMHU aKTHBAMH
3a0e3MeuyloTh HOBI MOMKJIMBOCTI, Oi3Hec-Mozeii i crnocoOu BelneHHS
MIANPUEMHHIIBKOL JisUTbHOCTI. BaxivBe 3HaYeHHS y CTPYKTYpi iHTele-
KTyaJIbHOTO KalliTady HaOyBa€ KII€HTCHKHH (CIOXHBYMM, PUHKOBHUIA)
Karitan. BiH nokasye BHYTpIilIHI BiJTHOCHMHHU Ha MiAIPHEMCTBI, 33710BO-
JICHICTh KJIIEHTIB 1 IXHIO JIOSUTBHICTB 10 HBOTO. Po3ymiHHS moTped i Oa-

184



ExoHomiuHi Haykw. — Cepis «Obnix i ¢pinaHcw. — Bunyck 15 (57). — 2018.

JKaHb 3AJIYYEHOTO KIII€HTA CTa€ HEBI €MHUM acCleKTOM [isUTbHOCTI
Oynb-sxoro OizHecy. llpuknagamu pamioHaTEHOTO BUKOPHUCTAHHS KITi€-
HTCBHKOTO KaliTajly B CHHEpPTii 3 BUPOOHUYO-TEXHOJIOTTYHIM PO3BHTKOM
€ Taki migmpueMcTBa, fK «Apple», «Microsofty, «Toyota», «Kraft
Foods», «Samsung», «Coogle» Toro. 3BaXkarouu Ha 11 BapTO MPHIiIH-
TH yBary BapTOCTi 3aly4eHHsI KJIi€HTa Ha HiIMPUEMCTBAX.

AHai3 OCTAaHHIX JOCTiIXKeHb, Y AKUX 3all0YATKOBAHO BUPIi-
meHHsi npodaemu. Cepen HAYKOBILIB, sIKi copMyBanu (QyHAaMEHT
I[bOTO HAMpPSMY IOCHi/pKeHHs, BiamiTumo npaii E. Bpykinra (Brooking
A.) [8], JI. ExBincona (Edvinsson L.) [11], T. A. Crioapta (Stewart
T.A)) [13], K.E. Cgeiiou (Sveiby K.E.) [14], b. bandyp (B. Balfour) [1]
ta inmn. Cepen BiTumsHsHuX BueHux 3aiimamucs O. B. Kenmroxos [2],
I'. 1. Ocrposckka [5], O. O. Tumesnko [6], O. Oituep [4], JI. . Jlinuu
[3].

[Ipote B ixHIX poOOTaX MPOBOIWIOCS MOCTIIHKECHHS JIUIIE OKpe-
MUX aCTEKTiB, SKi CTOCYIOTBCS KIIEHTCHKOTO KaIliTalry Ta HOTO CKIano-
Bux. [IpoTe 10 chOTOHI BiACYTHIM KOMIUIEKCHHN TAXIJ] 10 BU3HAUYEHHS
BapTOCTI 3aJIy4YCHHS KJIIEHTA B YMOBaX MOBEIIHKOBOT CKOHOMIKH.

Hini crarTi. BpaxoByrouun ckiagHy npupoay KI€EHTCHKOTO Karli-
Tay, NOJIacCTIeKTHICTh HOT0 3MiCTOBHOTO HATIOBHEHHS, a TAKOX BiICYT-
HICTh BHBR)KEHUX IIIXOJIB /IO OI[iHIOBAaHHS Ta BU3HAYEHHS BapTiCTh
3aJlydeHHs KJII€HTa Ha MiJIPUEMCTBO, BUHUKAE HEOOXITHICTH JOCIIi-
JoKeHHs ineHTH(iKaii ckimagoBux (GopMyBaHHS BapTOCTI 3aTydeHHS
kiieHTiB. [lo3a AOCHTiKEeHHAMH BYCHHUX 3QJIAIIAETHCSA 0araTo cyreped-
JUBUX 1 BOJHOYAC aKTYaIbHUX NMHUTAHb OO BapTOCTI KIIEHTCHKOTO
KaIliTany, B3a€EMO3B’sI3Ky HOrO €JIEMEHTIB 3 IHIIMMHU aKTHBaMH. Tomy
BB@)KAEMO HEOOXIJHUM CKOHIICHTPYBAaTH yBary i oOIpyHTYBaTH aBTOP-
ChKY TIO3MIIIIO IIOJI0 BU3HAYEHHS BAPTOCTI 3aIy4CHHS KIII€HTa Ha M-
PHEMCTBO.

Buxiaaa oCHOBHOT0 MaTepiany A0CTiIKeHHsI 3 00IPYHTYBaH-
HSIM OTPUMAaHUX HaykoBuX pesyabTatiB. O. OifHep BBaxae, MO «Ki-
JIBKICTH 3aJyYeHHUX KITI€HTIB 1 4acTKa PUHKY, SKa HAJIEKHUTh KOMIIaHii, €
OCHOBHUMH 1H/IMKATOpPaMH pPE3yJIbTaTHBHOCTI Ha eTami (GOopMyBaHHS
pUHKY» [4]. 3a3Ha4uuMO, UIO MIANPHEMCTBAM HEOOXiTHO MparHyTH 3a-
Jy4aTu «0OIPYHTOBaHUX» KIIE€HTIB, TOOTO TaKMX, YN BHECOK Yy KIIEHT-
CHKHU KalliTaJ MePeBUIIyBaTHME BUTPATU Ha XHE 3amydeHHs. Ha cranii
PO3BUTKY PUHKY OCHOBHHM 1HIWKAaTOPOM PE3YyIbTaTUBHOCTI MapKEeTHH-
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TOBUX TPOLECIB € PiBEHb 3ayYeHHs Ta yTPUMaHHA KIi€HTiB. Binmosin-
HO, TIBHUINEHHS PiBHSI yTPUMAHHS KJIIEHTIB Ja€ 3MOTY MEPEKOHATHCH B
TOMY, LIO CIIOKMBadi JOSUIbHI J0 KOMIIaHii, a OTKe, B MaliOyTHROMY
BiJIadyTh IlepeBary came iu.

CyuacHa Teopisi yHpaBliHHS KIII€EHTCBKUM KalliTaJlloM MPOIIOHYE
TIeBHI METOIHU I MOTO OITIHIOBaHHS 1, BIIIOBIIHO, MaKCHMI3allii Bap-
tocti kmienta (Customer lifetime value, CLV), mpoTe oeH i3 HUX HE €
yHIBepcaabHUM. BUIAUIAIOTE Taki miaxoau o oriHroBaHHS BGT-miaxin
(P. Brierr6epr, k. I'etir ta k. Tomac) [9], BN-miaxinx (T1. Beprep i H.
Hacp) [6], GL-mixxin (C. I'ynra ta . Jleman) [12], RLZ-miaxix (P.
Pact, K. Jlemon ta Y. Iatitamn) [10], CAC-miaxia (b. Bandyp) [1],
VK-mizgxin (P. Benkarecan, B. Kymap) [15].

VY mexax GL-miaxixy oTpuMarty iH(GOpMAIiO MI0OA0 Map KHHATh-
HOTO MPHUOYTKY Ta CepelHiX BUTpAT Ha MapKETHHT MOXKHA depe3 3ara-
JILHOJIOCTYIIHI JaHi Ha piBHI mianpueMmctBa; 3a RLZ-minxomy st BH-
3Ha4YeHHs cepeaHboro 3HaueHHs CLV BHKOPHCTOBYIOTH NaHi 3 BUOIPKH;
BN-migxin rpyHTy€eThCS Ha TaHUX BHYTPIITHBOTO 3BITy MiATIPHEMCTBA 3
ypaxyBaHHSM Koe(illieHTa yTpUMaHHS KIIIEHTIB 1 CEPEeJHBOTO 3HAUCHHS
MapKeTHHIOoBUX BUTpart. IlepeBara po3paxyHKy BapTOCTI CIIOKMBa4a B
MeXaxX HECHCTEMHOIO MiAXO0y TMoJisrae B ToMy, 1o 3HaueHHs CLV Ha
piBHI KITi€HTa BifioMe, a 11e crpoirye su3HadenHs: CLV Ha piBHI mianpu-
emcTBa [5].

Kpim Toro, B ycix migxonax, 3a BuHsATKoM GL-migxomy, BUKOpHC-
TOBYIOTh OOMEKEHHUIN YacCOBHM Mepioj I PO3PaXyHKY KIIEHTCHKOTO
kamitany. B GL-nigxoni nepeadavyaerses, mo KoeQillieHT yTpUMaHHS
KITIEHTIB 3JIMIIA€THCS HE3MIHHUM YIPOJOBK HEBU3HAUYEHOT'O IIPOMIKKY
yacy. Pozpoouuku BN-, BGT-, RLZ- i VK-migxomiB BiIKHIAIOTh IIFO
i7Iet0, BBaKAlOUW TPUITYIIEHHS PO HE3MIHHICTh Koe(illieHTa yTpH-
MaHHS KJIi€HTiB a00 WMOBIpPHOCTI 3A1MCHEHHS MOKYNKM HepeasiCTH4-
HuM. Okpim Toro, 3a BGT-minxomzom koedilieHT yTpUMaHHS KITi€HTIB,
BIpOT1JIHICTh 3AJTyYSHHS KITI€HTIB, KOHTPAKTHA MapKa Ta MapKETHHIOBI
BUTPATH MOXYTh OyTH DPIi3HUMH JIJISl KOKHOTO CETMEHTY CIIOKHBAdiB
YIPOJOBXK BU3HAYCHOTO YaCOBOTO MeEpioAy. 3alexHO Bifl TOTO, SIKHi
MiX11 3aCTOCOBAHO, KOSMIIIEHT YTPUMaHHS KIII€HTIB MOXe OyTH Ipe/-
CTaBJICHUI a0o K cepeAHiil piBeHb YTPUMAaHHS KIII€HTIB, a00 SK HMOBI-
pHICTH puAOaHHs TOBapy MEBHOrO OpeHa CIIOKUBAa4YeM y MallOyTHBO-
My. Bognouac y BGT- i RLZ-nigxogax mig wac po3paxynky CLV Bpa-
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XOBaHO KoeQilieHT 3amydeHHs KiieHTiB. OJHaK BIUIMB JOJaTKOBHX
MpoaaxiB po3risHyTo Tinbku y BGT-minxoni. Bognouac RLZ-ninxin €
JOCUTH YHIKaJbHUM, OCKUTBKM OEpyThCS 10 yBark KOHKYPEHIIisl Ha pu-
HKYy, 8 TaKoX HasBHiI Ta MailOyTHi xmieHTn. Ha Biaminy Big BGT- i
RLZ-nmigxonis, y GL-migxomi Ui po3paxyHKy BapTOCTi KIIEHTa BHKO-
PHUCTOBYETHCS HECKIHYCHHUH MEPIOI.

BucnoBku. BBaxkaemo, mo moTpiOHO PO3MEKOBYBaTH BapTiCTh
3amyuyeHHs kimieHTa (3a b. bandypom CAC [1]) Ta ormuaty 3a aii, ski
CIpsMOBaHI Ha OTPUMAaHHA TMOTEHIiHOTO KiieHTa (32 b. bandypom
CPA [1]). Burparu mignpueMcTBa MOIUISIOTBCS HA Ti, SIKi BKIIOYAIOTh
BUTpATH Ha 3aJly4eHHs KII€HTA Ta OTPHUMAaHHs MOTECHIIIHOTO KJi€HTA.
Jlo ocTaHHIX Halle)XaTh BUTPATH HAa CTBOPEHHS OE3KOIITOBHUX a0o Mpo-
OHUX BEpCiii Mporpam, peecTparito, KymiBIO MPOAYKTIB KoMMaHii. 3a-
JIY4EHHSIM KIIIEHTIB 3aliMa€ThCsl MApPKETUHIOBUU BN, SIKHH Ma€ BH-
TpaTH HA YTPUMAaHHS NEpPCOHATY, HEBUPOOHHYI BUTPATH Ta BUTPATH HA
iHcTpymenTd. Bei BoHm moBuHHI OyTH BigoOpa)keHHI TpW BHU3HAYEHHI
BapTOCTI 3alyueHHs KJII€HTa Ha MiANpHUEMCTBax. BpaxoByroue Te, 1o
npubim3Ho 60 nHiB, 3a migpaxynkamu b. bandypa, mpoxoauts, mo6
MOTEHIIHHUHN KITIEHT OTPUMAB HOBOTO CTAaTyCy — IOCTIHHOTO, CIiJ| BHU-
KOpHCTOBYBaTH (popMyiy, sika 3arpornoHoBaHa [1] Ta 3miHeHa:

Biann =((Bo(N-60)+1/2 TB (n-30)+1/2 TB (N))X(1+P.))/TLu(n),

1€ Biay, — BApTICTh 3aJIyUEHHS HOBOT'O KJIIEHTA,;

B, — BUTpaTH HA MAPKETHHT;

TB — TopriBenbHi BUTpaTH;

I1,,— HOBI Ta MOTEHIIIITHI MOKYIIIII;

N — HOTOYHMH MiCSIIIb;

P. —cucreMHuii pu3nk KpaiHU MOXOHKEHHS ITOKYTIIIS.

dopmMyna BpaxoBye He JIMIIE CYKYIHICTh BCIX BUTpaT Ha 3ally-
YEHHS KIIIEHTA, aJle i CHCTEMHUH PU3HUK KpaiHW MOXOKEHHS MOKYIILI.
UuM BUIIMH el PU3MK, THM BUIII BUTPATH HA 3aIyYEHHS MOKYIII.
Po3BuHYyTI KpaiHu MarOTh HAWHWKYWN pPIBEHb CHCTEMHOTO PH3UKY, a
KpaiHu, 0 PO3BUBAIOTHCS BUIMHMHA. CHCTEMHHMA PU3UK BPAaXOBYE CTaH
PO3BHUTKY €KOHOMIKH OKpPEMOi KpaHH Ta PU3UKHU, SIKIi MOXKE MOHECTH
I ITPUEMCTRBO BiJI BTpPATH TAKOTO TIOKYTIIIA.
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