Copnep>xaHue:

BBepneHue

B Hawe BpeMs nobas KOMMNaHUSA HY)KOAeTCA B MPUBJIeYEHNN KAMEHTOB. 15 3Toro
HY>XHO MOCTOSIHHO MOAAEP>XMBATb MOTOK U POCT KJINEHTOB ANA CTPEMUTESIBHOIO U
cTabunbHoro pa3sntus busHeca. Ho gep>xaTbCA Ha OAHUX MPUBJIEYEHNAX 3TOrO
He[oCTaTo4YHO. Hy)KHO elle TakXKe X 3aMHTepecoBaTh N 3a4ep>KaTb KaK MOXXHO
bonbLee Bpems.

YT106bI NpMBEeYb BHUMaHUE KneHTa kK cebe, HeobxoonMMo nmMeTb NpencTaBsieHNe O TOM,
Kakoro poga npeanoxeHuns 6osiblie BCEro 3anHTEpPeCcyoT AaHHbIM KaneHTaM. s 3Toro
HY>XHO OLEeHUTb KJIMeHTCKYIo Ba3y Ha npeaMeT ee CKJIOHHOCTU K OTKJIMKY Ha
npenocTaBJIeHHOe NpensnoeHne. B AaHHOM c/lydae Mbl BocnosiblyeMmca RFM-aHannsom.
OH ynobHo noaxoanT A8 Hawero csy4vas, Tak Kak KOMMNaHus, KOTOpyto Mbl byaem
aHaM3NpPoBaTb, 3aHUMAETCA NpoAaKen N A0CTaBKOM pa3anyHbix 6nton. Cama 6asa
[aHHbIX bblna NnpegocTasieHa Ha 060 AHOM cornaleHnn B KOHUAeHUnaNbLHOM Buae,
KpOMe TakKuX OaHHbIX, KakK AaTa NOKYMNKN N CTOMMOCTb NMOKYMKU KJIMEHTOB (CamMun
NOEHTUMUNKATOPLI KJIMEHTOB Mbl CreHepupoBann Assa bonbLuen HarnagHocTn). 3Toro Ham
noctaTto4yHo osia RFM-aHanusa.

RFM-aHann3 aBnsgeTcs caMbiM pacnpoCTPaHEHHbIM METO40M NCCenoBaHNA B JaHHOM
chepe. JaHHbIM aHaNN3 ONUCHIBANIN pPa3/INdHbIe POCCUNCKNE yYeHble. P.. baxeHOB 1
B.A. Bekcnep npumeHsann RFM-aHann3 B pa3paboTaHHOW aBTOPCKON KOHUrypaumm gns
cuctemsl 1C: MpeanpuaTtue "AHann3 notTpebutenbckmnx kop3uH". E.M. Nonybkos
paccMaTpuBan CyWHOCTb N MeToAuKY npoBeneHna RFM-aHanu3sa. B.W. AnekcaHppoBs v
A.A. KntoeBa nsydanum ceasdb RFM-aHanmsa n e-mail-MmapkeTuHra mn, pacckasbiBas, Kak
RFM-aHann3 moxeT ObiTb NPUMEHEH K peasibHOW knneHTckon 6ase. B.. AnekcaHapoB
nccneposan npuMmeHeHne RFM-aHanmsa B cipepe e-commerce 1 npuBes CXeMbl, KOTopble
Harnsa4HO NOKa3bIBAOT CErMeHTauuMo NnoTpebntenen NHTepHeT-MarasmHa No KpUTepmusm
0ABHOCTU M 4acCTOTbl. Pa3nnMyHble CTOPOHbI aHann3a onuckiBanan A.A. Haymos, P.I.
Ba>keHOB 1 Ap. B MPMMEeHeHUN K pa3nnyHbiM obnacTam 3HaHuA. Takxe RFM-aHanns
nccnenoBanu n 3apybexxHble yyeHble.

NnaBa 1. «Topuiyeckue ocHoBbl RFM-aHanusa».



1.1 NMNoHaTne RFM-aHanusa v ero nokKkasartesnu.

RFM-aHann3 — cbop maHHbIX 06 aKTUBHOCTW MOKymnaTenen, AeseHne nx Ha rpynnbl ans
MHOWBUAYaNbHOW PaboThbl C Ka>kaoMn.

[aHHbIN aHaNn3 OCHOBbIBAETCHA Ha TpeX NMokKka3aTenax:
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Puc.1 NapameTpbl RFM-aHanu3a.



RFM-aHann3 poguncsa nis npasuna MNapeto: 80% npubbian npnHocnT ToNbKo 20%
KNMeHTOoB. To eCcTb 3adava bu3sHeca - pacno3HaTb Te caMble 20%
Ny4wunx notpebutenen n HanpaBUTb Ha HEE MAaKCUMYM peKJIaMHbIX YCUINNA.

Takon aHanu3 BNepBblie NCNOb30BaAnN g cermeHTaumm 6asbl email-paccbinkn. Ho oH
noaxoAuT 1 oNna opyrux obnacrten MapkeTuHra, Hanpumep, 4§ 3arnycka peTapreTuHra.
Mbl paccka>kemM o ToM, Kak paboTaTb ¢ RFM-aHann3oM B paccbiyike No ba3e NHTepHeT-
MarasuHa.

O6nacTblo NpUMEHEHNA AaHHOro MeToaa aBnaTCca B2C KoMNaHUM C KNMeHTCKon 6a3on
oT 10 000 KoHTaKkTOB. MOXXHO NpuMeHaTb U ana B2B, Ho Tam 6a3a, Kak npasuno,
ropa3fo MeHblle. B TakoM c/iy4ae CTOUT COKPaATUTb KOJIMYECTBO CEerMeHTOB.

Yalle BCero 3ToT MeTo[ CerMeHTaunm ncnonb3lyeTca B email-paccbinikax. TakXKe oH
NPUroANTCSA NPW NOANOTOBKE CKPMMATOB A1 TeNedOHHbIX 3BOHKOB KJIMeHTaM Un ntobbix
Yy3KO TapreTupoBaHHbIX MapKEeTUHIOBbIX KAaMMNaHNN Ha CYLLEeCTBYOLNX KJINEHTOB.

Kpome Toro, RFM-aHann3 noaxoanT, eCIn KOHBEPCUOHHOE AeNCTBUE OT/INYHO OT
MOKYMKN N He 3aKaH4YMBaEeTCs MoJsiyYeHneM AeHer oT KJMEeHTOB (40onyCcTuUM, MpocMoTp
cTaTewn 6siora).

RFM-aHann3 noMoraeT BbISABUTb pPa3Hble CerMeHTbl NoKynaTenen. Hanpumep, nyywue,
cnawme n NoYTU NOoTepAHHbIE:

e Jlyqywne — nokKynatT MHOIo, He4aBHO 0OPMIANN NOKYMKY, TPaTAT bosbLue
OCTalbHbIX.

e CNsAWMe — COBEpLUAIN HECKOJIbKO MOKYMOK, TPATAT CpefHne CyMMbl, MOKynaau
nocsegHnN pas He TakK AaBHO.

e [1OYTK MOTEPSAHHbIE, YWeawmne — Kynunm 1-2 pasa, noTpaTuam Maso, AaBHO He
3aKa3blBau.

3T0 TonbKo Npumep rnobanbHom cermeHTaunn. Ha nene RMF-aHann3 nomoraer
CerMeHTUpoBaTb ayAUTOPUIO MO MHOXXECTBY NapaMeTpoB 1 nogobpaTb Ay4wmninm crnocob
BEPHYTb KJIMEeHTa NaKn nepesecTun ero B 6bnaronpmaTHbIN ona Bawero busHeca cerMeHT,
roe oH bygeT npuHoCUTb Bonbwe Npubbinn. 3TOT aHann3 NoMoraeT BUsHecy paccTaBUTb
AKLEHTbl N peLlnTb YeTbipe OCHOBHbIX BOMNpPOCA:

1. Kakux notpebutenen Hano otbpakoBaTb, 4TOObLI HE TPATUTb Ha HUX BPEMS U
brooxXeTbl?
2. Kakune notpebutenn BepossTHee BCEro 0OT30BYTCA Ha peksaMHble akLunmn?



3. Kakue notpebutenn 9Bas0TCA NyYLWUMN, TO €CTb NMPUHECYT HanbonbLLyto Npubbib
busHecy?

4. Kakune peksiaMHble KaMnaHnum Hanbosiee shPeKTUBHbI AN TEX NN UHbIX
notpebutenen?

ECTb N NpoMeXyTo4YHble cerMeHTbl. Hanpumep, Te, KTO NpuxognT 1-2 pa3a B rog un
3aKa3blBaeT Ha cyMmMmy, B 10-15 pa3 npeBbillalowyo CpegHNn Yek, Nan 4acTble KJINEeHThI,
HO C HN3KMM LLEeHHUKOM 3aKa3a. K Ka>kgoun rpyrnne nokynaTesnen Hy>XeH CBON NoAxXon, v
RFM-aHann3 noMoraeT MOHATb, K KAKOMY Ce€rMeHTY OTHOCUTCS KJINEeHT.

Kak npaBunnao, NpoueHT noKynaTesien, pearnpyowmin Ha obime peknamMmHbie
npennoxxeHus, HesesiMk. RFM-aHanns - 3To NpoCTOM U, B TO XXe BpeMs, 3PPEKTUBHbIN
MeTon. icnonb3ys ero, MOXXHO npefckasaTb peakuuo nokynartens, yay4ywnTb
B3aMMOOeNCTBME N MOBbLICUTb NMPUObLINIL. B 3aBUCMMOCTN OT NPUHAZNEXHOCTUN KJIMEHTA K
OOHOW N3 BblAesIeHHbIX Py NMPUMEHSATCA pa3Hblie Crocobbl BO3AENCTBUA. BaXKHOCTb
rnokasaTenen paH>XXmnpyeTcs corsiacHo nocsienoBaTesibHOCTU: [laBHOCTb, HacToTa, CyMmMa
npoaax.

1.2 NMniocbl 1 MUHYCbl RFM-aHanusa.

Ho Kak 6bl H1 6611 xopow RFM aHanns, Ba>XXHO NOHMMAaTb, YTO B peaJibHOM MUpe He BCé
TakK naeasibHO U 3TOT MHCTPYMEHT MMeeT CBOU MJI0Cbl N MUHYCbI:

MNntochbl:

e DKOHOMUA. [NoMOraeT yMeHbLWNTb 3aTpaTbl HA MapKETUHIOBbIE KaMMaHUM 3a CYET
onNTUMMU3aALNN TapreTUHra;

e Yno6cTBO. MoaxoanT oas OHNaNH-TOProB/IN, PACChINIOK, MPAMOro MapKeTuHra u
HEKOMMEpPYECKMX OpraHnu3aumnin;

e CoyeTaemocTb. Ero ynobHo kombrnHmnpoBaTb C ApyruMm MHCTpyMeHTaMun no pabote
C KJINeHTaMu;

e JIOANbHOCTb. YMEHbLUIAeT HeraTUBHOE NOBeAEHNE KJIMEHTOB 3a CYET
KOHTPOAIMPYEMOro TapreTuHra.

MuWHYyCbI:

e Knnentckas 6a3a. 9pHekTUBHOCTb aHaM3a 3aBUCUT OT Ba3bl AaHHbIX KOMMAaHUN
(Ha 5 KnneHTax oaneko He yenellb);



LIMKNMYHOCTb NOKYNOK. He roanTcs As8 KOMMNaHUM € “04HOPa30BbIMU” KJIMEeHTaMu

Wan ToBapamu;
OnbIT coenok. RFM-aHanns ocHoBaH Ha nctopun. OH Noka3blBaeT MpoLuioe n He
nporHosmpyeT byayuiee;

CNno>XHoCTb pacyeToB. be3 N0 n ckpunToB paccynTaTh RFM-oLeHKU CNoXHO,
0CcObeHHO ONS KPYMNHbIX KOMMaHWUN;

[OBu>XeHne KnneHToB. ba3a faHHbIX - )XWBas, CEerMeHTbl MOIrYT MEHATbCSA, U

npunaeTtcsa obHOBNAATL aHanm3 (xoTa 6bl pa3 B ron).

1.3 Kak npoBectu RFM-aHanu3 nu cerMmeHTaumio.

HenpepbiBHOE ncnosb3oBaHne RFM-aHanm3a He nongeT Ha nonb3y busHecy. Ecnan
MOCTOSAHHO €ro NPUMEHATb AN PeLeHnsa BONpoca: KOMY U3 KJIMEHTOB HanucaTb UK
MO3BOHUTb, - TO HEKOTOPbLIE U3 HUX BOODOLLE HUKOrAa He noJslydyaT OT BaC U3BeCcTun, a
apyrue - Hanbonee akTUBHO pearunpyrowme, ByayT NCNbITbiBaTb YCTasoCTb OT
MOCTOSAHHOIN0 BHUMaHNS, MOCKOJIbKY Bbl OyaeTe CBA3bIBaTbCA C HAMU CJIMLLKOM 4acTo.
Heobxoaumo pa3spabaTbiBaTb CTPaTErno KOHTAaKTUPOBAHMA N NOAYMaTb, C KAKNM
npennoXxeHmeM MoXXHO 0bpaTUTLCA K MeHee BOCNPUNMYUBLIM KJIMeHTaM, NPOCTOo 4TOObI
OHW 3HaNN, YTO O HUX MOMHSAT.

Ha npakTuke BCcTpevaeTcs ynpouweHHbI RFM-aHanus, KoTopbln Ha3biBatoT RF-
cerMeHTauus, Korga nokasatesib CyMMa npogak He UCnoJsib3yeTcs, MoOTOMY 4TO ero
3Ha4yeHne 4acTo 3aBUCUT OT YacToTbl. C NOMOLLbLIO TaKOro aHasn3a HEeCJI0OXKHO BblAENNTb
TexX, C KEM HY>XXHO MPOBOANTb aKTUBHYIO paboTy, N UMEeHHO A1a HUX pa3pabaTbiBaTb
crneumnasnbHble NpeasioXeHus.

Ecnn Bbl XoTnTE pa3butb kaneHTckyto 6a3y Ha 50-100 rpynn vam y BaCc MHOIo
nokynaTtenen, obpatTntecb K NnpodeccnoHanam. ECam xe Hy>XHO NOHATb 00LL Y0 KapTUHY
N KJINEHTOB CpaBHUTEsNIbHO Masio, HanpuMmep 100-500, ncnonb3symrte cepBuUChl

Tnna Mindbox, nporpaMMHble peLlleHnsa Tuna CKPpMNToB A 06paboTkM AaHHbIX Ha
Python. Unn coenanTte BCe BPY4HYO CaMOCTOSATESNIbLHO, @ Mbl PaCCKa)KeM, Kak.

[Noka3aTenu mMbl paccMaTpuBanu Boilwe: Recency, Frequency, Monetary. BHyTpu Ka>xaoro
N3 HNX HY>XHO CO34aTb FPynrbl, K KOTOPbIM MOTOM MOXXHO OTHeCTWU KaneHTa. Hanpumep,
AN noka3saTtena Recency co3ganTe cerMeHTbl TeX, KTO NoKynan HeLaBHO,
CpaBHUTENbHO HefJaBHO U AaBHO. [Ina Frequency — Tex, KTO NOKYyNaeT MHOIMro, HEMHOI 0
n o4eHb Masio. Ona Monetary — Tex, KTO TPaTUT O4e€Hb MHOro, CpegHe U MaJo.



MpunyeMm, nokasaTesb Monetary He 06a3aTeslbHO NPMBSA3bIBATb K A€HbraM. OTO MOXET
6bITb Nt060I HUNBLTP, HAJIOXKEHHbIA HA OCHOBHbIE MOKa3aTenn 3Toro MeToAa: JaBHOCTb
n YactoTa. MoHeTU3aumMo He BCerfa yaaeTcs CBECTU K NMoKyrnkam. Hanpumep, ons
NHMOPMALMOHHOIO NMopTaJia MOXXHO B35STb BPEMSI MPOCMOTPA CTPAHULblI AKX FNyOuHY
NPOCMOTpPA CTPAHWUL, Ha canlTe.

Ecnn y Bac noka 41o Hebosblas 6ba3a KNMEHTOB, A40CTaTO4YHO byaoeT Tpex rpynn BHYTpuU
Ka)K[4oro nokasatens. Kaxgow rpynrne npucesonTe undpy ot 1 Ao 3 n ykaxuTte
3HaveHue.

pynnbl Bbl onpenensieTe camu, NOTOMY YTO Ka)kAblh BU3HeC nHOMBMAyaneH. Hanpumep,
€C/IN Yy BaC UHTEPHET-Mara3mH 3/1IeKTPOUHCTPYMEHTOB, NYYLLINMU KAMEHTAMM MO
nokasaTesto Recency 6yayT Te, KTO KyMnuJ B Te4eHne nocnegHmnx 1-2 mecsues,
cnawmMMmn — Te, KTo obpallanca B Te4eHne nocsegHux 2-12 mecsues, No4Tn
NOTEPSAHHBIMM — Te, KTO Nokynas 6onblle roga Ha3ag.

3aBeanTe oTAeNbHY0 TabNYKy, B KOTOPOWN YKa)KeTe KOHKPETHbIe 3HaYeHUsa ans
Ka)xOoW rpynmnbl BHYTPU NoKasaTenen.

Recency Frequency Monetary
CermenT 1 NoKyNany & Te4eHue nocnegHero MecAua  Gonee 10 zakasor octaewnw Gonee 20 000 £
CermeHnT 2 nokynanu 1-3 mMecAua Hazag 3-59 2avazoe 500020000 #
CermeHT 3 noxynanu 3—9 mecAuees Ha3ag 1-2 zakaza ao 50008

Puc. 2 PazbuBka Ha rpynnbl BHYTpU rnokasaTtenen npu RFM-aHanuse.

NMoTom Ha ocHoBe 3Ton pa3bueBkm nosyvatcsa RFM-cermeHTbl. ObbIYHO nx 0603HavalT
undpamun. Hanpumep, RFM-cermeHT 123 — 370!

e pynna 1 B Nnoka3aTesie Recency — KAMEHTbI NOKyMasan B Te4eHne Mecsua
e [pynna 2 B nokasaTesne Frequency — KJMeHTbl caenann 3-9 3akasoB
e [pynna 3 B Noka3aTesne Monetary — cyMMa 3aka30B MeHbLue 5000 P

Ecnn ncnonb3syeTte Tpu rpynnbl BHYTPU Ka)40ro nokasartens, nony4mtca 27 RFM-
cermMeHToB. Ecnm pewunnu nposectu 6bonee getanbHyto NpopaboTKy n ncnonblyete 5
rpynn, To cerMeHTOB ByneT y>xe 125. Ecnv pewmnnm NoNTU No npocToMy nyTu, To
OCHOBHbIX CErMEHTOB, Ha KOTOpble CTOUT 06paTUTb BHUMaHWe, ByaeT HECKOJIbKO:



e 111 — ny4ywne KANEHTHI, T€, KTO MNOKYMNaeT 4acTo, TPaTUT MHOro, HeJaBHO caenan
3aKas

e 222 — TaK Ha3blBaeMble CrfMe: Y HUX B NOKYMKax cpefHune 4ekun, oHn opopmumnan
HEeCKOJIbKO 3aKa30B, NoCNefHUN U3 HUX — He TaK OaBHO

e 333 — noTepsHHbIE, NOKYyNaoLWmMe Mano, 0O4eHb peako, oYOpMUBLLME MOCTEeaHNN
3aKa3 OaBHO

e 1XX — NnosiNibHbIE, HEJaBHO COBepPLUMBLLVE NOCeQHIO MOKYMNKY 1, BO3MOXXHO,
roTOBble BEPHYTbCS BHOBb

e XX1 — Te, KTO TpPaTUT BOoNbLUe OCTasIbHbIX WU NPUHOCUT BOMbLUE BCEro LLeHHOCTU
KoOMNaHuu

e 311 — Te, KTO N0 KAaKNM-TO NpPUYMHAM OTKa3asiCsa OT NOKYMOK Yy Bac, HO Obln nosneH

PaHbLUE
111 121 131
HEQaBHWE, YACTbIE, BLICOKMIA YeK HELABHWE, peakUe, BLICOKUA YeK HEOaBHWe, pa30Bkie, BLICOKMA YeK
112 122 132
HegaBHWE, YacTele, CPedHHA Yek HeO3aBHWE, pegkre, CpeaHui YeK HeOaBHWe, pasoBkle, CPEOHUIA Yek
113 123 133
HEOABHUE, YACTHIE, HU3KWA Yek HEOZEHWE, DEDKWE, HU3KMI Yex HEABHWE, PA30BLIE, HU3KWIA Yek
21 221 231
CNALME, YACThIE, BoICOKMA Y&k CrALME, PEAKME, BRICOKMA Y4k CRALLME, PA30BbLIE, BRICOKMA YeK
212 222 232
CNALME, HYACTeIE, CPEOHWIA YeK CNAWME, peaKkue, CpenHWn Yex CNALME, PA30BLIE, CPEAHHIA YeK
213 223 233
CMALYME, HACTHIE, HN3KWIA HeK CNALME, pEOKME, HU3KMIA Yex CNALME, PA30BLIE, HU3KWI YeK
311 321 331
YXOQALWME, YACTEIE, BEICOKWA YeK YXOOALME, PEaKHE, BEICOKHIA YeK YXOQAWMWE, PA30BLIE, BLICOKMA YeK
312 322 332
YXOAALME, YACTEIE, CREOHWIA Yek YXOOAWME, PEOKME, CPEOHWUA YEK YXOOALME, PAZ0BLIE, CPEOHWUA Yex
313 323 333
YXOAALME, YACTRIE, HU3KMA YeK YXOAALME, PEOKME, HU3KMA Yek YXOAALWME, PA30BLIE, HU3KMIA YeK
R F: M
* HegasHwe — Te, KTO Nokynan ® YacTolie — cAenany MHOMo e BbICOKWA Y&k — TPaTAT GoNblue
HEAaBHD 3akazos BCEX
¢ Cnawmue — nokynand s Pensuwe — coenanu cpegHee s CpenHui Yek — TpaTaT cpegHe
CPaBHUTENEHO AaBHO YUCNO 33Ka308 ®  HWIKWA YeK — NOKYNAT Ha
» YXOgALME — NOKYNanu o4eHb = Pa3joeble — odopMANK Mano HeGONbLLIME CYMMEI
O3BHO 3aKazos

Puc 3. PacwunppoBKu cermeHToB



1.4 lWarn npoeeneHnsa RFM- aHanunsa.

LLlar 1. C6op AaHHbIX. 3a Kakon nepuofd 6paTb AaHHbIE, 3aBUCUT OT creundumnkn busHeca
(B Tom 4yncne B2B nnm B2C). Kak npasuno, cobupatoT nHpopMaumio 3a nociegHun rog. B
KayecTBe OJaHHbIX KJIMEHTOB BbICTYNAOT caeytowmne nosnynn:

e ID KnneHTa (3T0 MOXeET BbITb HOMep TenegoHa, PUO nnm e-mail);
e [laTbl NOKYNOK, CAENIOK UIN UHbIX OENCTBUN;

e KONIM4eCTBO NOKYMOK;

e CyMMa 3TUX MOKYMOK.

LLar 2. Fpynnmnpyem notpebutenen n oueHmsaem. Yem 6onblue 6aza AaHHbIX, TEM
fbonblUe rpynn 1 TeM WMpe LWKaa oueHoK. To ecTb ecnin y Bac 3 rpynnebl, TO WKana
oueHok bynetotrl o 3,ecoim4 -o1rl o4, ecam5 -0t 1 po 5.

CTaHpapT - 3TO TpuW rpynnbl, HA Hero Mbl N byaem onnpaTbcsa. UTak, Tenepb NpnceonM
Ka)K[oWn rpynre oueHKYy:

e pynna 1. MoTpebuntenn c xopowmmm nokasatenamm (bonblie NoKynatoT, AenaT
3TO 4aCTO M OoCTaBAAlT HaM 6onbLine cymmbl). lNpnceanBaem oueHky “1”;

e [pynna 2. MoTpebuntenn c HopMasibHbIMN NOKa3aTeNaMu (MHOrga NPUXoANT, He
BCerga rnokynatT, 0Obl4HO Ha cpefgHue CyMMmbl). [pucBamBaeM OLEHKY “27;

e pynna 3. MoTpebutenn ¢ NI0XMMmM NoKasaTenamm (pegkme rocTm, Maso NoKynatoT,
4Yyekun coBceM HebonbLume). NpucBanBaeM OLEHKY “3”.

O6o03Hauy cpa3y, 4To BCtlo 6a3y Mbl pasbupaem onga Ka>kaom 6ykBbl N0 oTAENLHOCTU. TO
€CTb HalWun 3 cerMeHTa B pa3pese

“R”, noToM “F” n HakoHel no “M”. UToro y Hac nony4nTtcsa 27 cerMeHToB (3*3*3).

KcTaTn, ecnu Bbl 3HakoMbl ¢ ABC aHanm3oMm, To meTtoa RFM byaeT ana Bac goctaTto4HO
MPOCTbIM, TaK KakK NPUHLWM Y HEro NOXOXXUN, Mbl TaKXXe AeNNM Ha rpynnbl.

YT00bl YNPOCTUTL AaHHbLIN War, Ayywe aBTOMaTU3MPOBaTb NPOLLECC U MPUMEHUTDb
cneuunansHoe MO, HanpuMmep, CRM-cuctemy. TaM BbIFPY3UTb 3TU OaHHble 4OBOJIbHO
nerko.

Tak)xe cpa3y B HalleM OOKYMeHTe rnocje AaThbl NocnefHen rnoKynkn gesaem ctonbubl
“Tekywasa gata” n “Konm4ecTBo AHEN C nocnenHen rnokKynkn”. A B KoHUe Tpu cTonbua
“R", “F", “M". Nx NnoKa He Tporaem, HO AajibLle OHU NPUroaATCA.



NnaBa 2. «[lpakTuyeckoe peweHme RFM- aHanusa»

Onsa Toro 4Tobbl Ha4YaTh NpoBoANTbL RFM- aHann3 Hy>XKHO co3aaTb Tabauuy C KAneHTamu,
N NX nocnegHNMM NOKynkKamMmu C gatamu.

Mage noffpund or type unknown

Hanee cyntaem obLyyto cyMMy NoKyrnok. M cospgaem ele Tabnvuy ¢ TakKMMu
NnoKa3aTesI sMUN KaK: YNCJI0 NMOKYMOK 1 06Las cymMa NOoKYMoK.

Mage nojfpund or type unknown

PaccynTbiBaeM Kakoe KOJINYeCTBO AHEN NPOLUIO C MOKYMNKM Y Ka)K40ro U3 KJINeHTOB.
Takue gaHHble HaM NoHaZobAaTCa ONa NPUCBOEHUS YACOBbLIX NMoKa3aTenen R, F, M.
HaHHble 3TUX NokasaTenen Mol bepem 13 Puc.2. NMpuceanBaem Ka>kK4oMy KJIMEHTY CBOU
rnokasatenun RFM- aHannsza.

Mage noffpund or type unknown

MNocne NpuUCBOEHMA NoKasaTesien Hy>KHO paccynTaTb «CermeHT» BOCMNOJ1b30BaBLUUCH
dopmynon: R¥100+F*10+M. Nony4ms Heobxoammble nokasaTtenun «CermeHTa»,
BOCMNOJ1b30BaBLUNCL (Pnc.3) MOXXHO caenaThb BbIBOAbI:

e KnneHT 1- yxoOauwmun, pa3oBbin, HU3KUN YeEK;
KnneHT 2- cnawmnn, peakun, BbICOKNIN YeK;
KnueHT 3- yxoasawmin, pa3oBbiv, BbICOKNIN YeEK;
KnneHT 4- yxogoauwmin, pa3oBblf, HU3KUW YeEK,;
KnneHT 5- HegaBHUN, peaKknin, BbICOKUN Yek.

Ha oCHOBaHMM TaKOro AesieHns Bbl MOXXeTe yay4ywaTb CUTYaUNUto C KIIMeHTCKon 6a3on.
Hanpumep, ncnonb3oBaTb peTapreTuHr, 4Tobbl «40rOHATL» ObIBLUMX NOSASbHbIX
KJIMEHTOB UM TeX, KTO Y>K€ Havya/l MOKynaTb B BalleM MHTEpPHeT-MarasuHe.

Wnwn npucnatb Ka>x4omn rpyrnne noannmc4HNKoB NnNepCcoHaIn3npoBaHHbIE MPEAJIOKEHNA:!



Jlyqwinm mn3 cermeHTa 111 npennoXXuTb NporpamMmy N10AJIbHOCTU NN pacCKa3aTb O
HOBbIX MOCTYMJEHNSAX.

TeM, KTO TpaTuT BonbLle BCeX, U3 cerMmeHTa xx1, paccka3aTb O CaMbIX AOPOrnX
ToBapax.

MoYTK NOTEPSAHHbIM, HO PaHbLUe MNOKYMaBLWWUM YaCcTO U MHOro, U3 cermeHTa 311,
npennoXunTb BonbLUMe CKUAKN NN YyNYyHLWEHHbIA CEPBUC.

MoYTn NOoTEpPSAHHLIM U3 cerMeHTa 333 HaNOMHUTbL 0 cebe 1, ecnm oHM He caenatT
Lenesoe AencTene, yaanutb 13 6asbl.

Takasa cerMeHTaumMsa KJIMEHTOB MO3BOJINT NOBbIWATbL CPEeAHUN YeK NOKYMOK MOCTOAHHbIX

KJINEHTOB, NpoAaBaTb 60sibLUe, BO3BpallaTbh TeX, KTO M0 KAKUM-TO NpuYnHam rnepecrtan

MoKynaTb y BaC N NepeBOANTb KaK MOXXHO bosiblie aygntopun B VIP-knneHTbl. Bce 310 B
KOHEYHOM uTore rpmeeneT K yBesnveHuto npubsinu.

3aKJsiloueHue

B coBpeMeHHbIX YC/I0BMSAX Pa3BUTUS PbIHKOB yO0OBIETBOPUTL BCEX NOTpebuTenen npu
MOMOLLM OOHOIo TOBapa WK yCayrn NpakTU4eCKn HEBO3MOXXHO. Y Ka>kAoro eCTb CBOU
>KeNaHus, MHTepechbl OXKNaaHNa OoT ToBapa Uan ycayru. Mo3ToMy y KOMMaHWn BO3HMKaeT
HeobXoANMMOCTb YYMTbIBaTb OT/INYNSA B TpebOBaHUAX N OXXMAAHUAX noTpebuTenen npu
pa3paboTke MapKETUHIOBOW CTPAaTErnm N KOMMIEKCA MapKeTUHra.

MeTogunka RFM - naneko He abCoNOTHBIN, HO KpaHe NONe3HbIN MHCTPYMEHT aHann3a
KneHTckon 6asbl. Npoaenas cpaBHUTENbHO HeboNbLLYIO paboTy, Bbl yBUAUTE, KaK
peann3oBaTb MHOUBUAYAJIbHbIA NOAX0 K CBOUM KJIMEHTaM.

[Mocne pacnpeneneHns n N3y4eHNa KJIMEHTOB Mbl MOXXeM COCTaBJIATb CBOWU
nHonBmayaJjibHble noaxoabl K HUM, 014 TOro 4TObbI YBEJINHYNTDb I'Ipl/l6b|)'|b OaHHOWN
KOMMaHWN N NMOBbICNTb JIOAJIBHOCTb KJIMEHTOB OJ14 YCNELWHOro busHeca.

Ha oCHOBaHMM TakKoro AeneHuns Bbl MOXKeTe ynyylaTb CUTYyaunto ¢ KnmeHTckom 6asomn.
Hanpumep, ncnonb3oBaTb peTapreTuHr, 4Tobbl «4OroHATb» ObIBLLUNX NOSANbHbIX
KJINEHTOB WJIN TeX, KTO y>Xe Ha4vaJl MoKynaTb B BalleM UHTepHeT-Mara3unHe. nn
npuciaTbh KaXx4on rpynne NnoAnMCcYNKOB NepCcoHaIM3NPOBaHHbIE NMpenoXeHus:

Jlydwimm 13 cermeHTa 111 npeanoXuTb NporpaMmmy NossibHOCTU UK pacCckasaTb O
HOBbIX NOCTYMJIEHUSIX.



TeM, KTO TpaTuT HBoNblLUue BCEX, U3 CerMeHTa xx1, paccka3aTb O CaMbIX AOPOrMX TOBapax.

MoYTV NOTEPSAHHbIM, HO paHbLUe NMOKYMaBWWUM 4YaCTO U MHOro, U3 cermeHTa 311,
npennoXunTb BonbLUME CKUAKN NN YNYyHLWEHHbIA CEPBUC.

Mo4YTn NOTEPSAHHBLIM U3 CerMeHTa 333 HarMoOMHUTL 0 cebe 1, eCcaim OHU He caenatT
Lenesoe AencTeue, yaanantb U3 6asbl.

Takas cerMeHTaunsa KJIMEHTOB MO3BOJIUT NOBbIWATbL CPEeAHUN YEK NOKYMNOK NOCTOAHHbIX

KJINEHTOB, NpoaaBaTb 60sblLUe, BO3BpaLLaTbh TEX, KTO MO KaKMM-TO NMpuUYMHaM nepecTtan

MoKynaTb y BaC M NepeBOANTb KaK MOXXHO bosiblie aygntopun B VIP-knmeHTbl. Bce 310 B
KOHEYHOM UTOore npmBeneT K yBean4yeHuto npuboinu.

He 3abbiBanTe nepnoamnyeckm npoBOANTb NOBTOPHbLIN aHaNn3, 4TobObl BUOETb U3MEHEHUS
N KOPPEKTMPOBATb MapKETUHIOBYIO CTpaTerui. YactoTa NOBTOPHOI0O aHaM3a 3aBUCUT
OT HUWW. Hanpumep, ecsin npofaeTe YTO-TO CJI0OXKHOE Tuna NPonu3BOACTBEHHOIO
obopynoBaHNA, MOXXHO NMPOBOAUTL ero pa3 B 1-2 roaa. Ecnn KaXkabli Ae€Hb B UHTEPHET-
Mara3uHe coBepwatoT 6onee 50 NOKynok, NnpoBeanTe aHaan3 NOBTOPHO Yyepe3 1-2
Mecsua.
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