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HJIAXHU NIABUINEHHSA AKOCTI OBCJOAYI'OBYBAHHAA
Y MEPE’KEBOMY PUTEMNWJII

B crarTi po3risiqaroThes UISX M M ABUIIEHHS €DEKTHBHOCTI (D)YHKI[IOHYBaHHS pO3ApiOHOT
MEpexi 3a PaxyHOK 3aJy4eHHs CIIOKHBAYiB 710 31IHCHEHHS ITOKYIIOK B PUTEIII I BUCOKOTO
piBHA IX JIOSUIBHOCTI #K BU3HAYAIBHOIO (haKTOPy 3pPOCTaHHS TOBapoOOOOPOTY B yMOBax
BOEHHOT'O CTaHy. BCTAQHOBIEHO METOAM OLIHKH SIKOCTI OOCIYrOBYBAaHHS B TOPTOBEJIBHHX
MIAMPUEMCTBAX 3aJ€KHO BiJ crienu(iku iX MisUIBHOCTI W CTYIEHS MPUCTOCYBaHHS JI0 3MiH
30BHILIHBOrO CEpeIOBUINA JUIsl LIeH 3aydeHHs] ¥ yTPUMAaHHS NPUXHUIBHOCTI CIIOKHBAYIB.
Po3rnsiHyTO 3arayibHi TPEHIHM PO3BUTKY CYYACHOTO PUTEHITY, 0COOIMBOCTI BOPOHKH ITPOJaXKiB.

Bupineno HaiOiibp BIUIMBOBI (pakTOpu Ha OpraHizaiiio JisUIbHOCTI Cy0’eKTiB
rOCIOIaPIOBaHHS Y Chepi TOPTiBIIi, 30KpeMa: I poBi3ailis TOProBO-TEXHOIOTTYHKX IPOIIECIB
1 yTpUMaHHS KJTI€HTIB 3aB/ISKU IITYYHOMY 1HTEJICKTY; PO3LIMPEHHS BipTyalbHOTO TOPrOBOTO
MPOCTOPY Ta aBTOMATH3allisl BHYTPIIIHIX TPOIECIB; IMEepcoHami3amisi o0CIyroByBaHHS
CIOXWBaYiB. BUSABIEHHS Cy4acHHUX TEHICHIIM PO3BUTKY TOPTIiBII BH3HAYAE€ MOTPEOH
CIIO’KMBAUiB, iX MOBEAIHKY, BUOIP CUCTEMH MPO/IAXKIB HA KOHKPETHOMY ITiJIIPHEMCTBI.

BcranoBneHo, 10 BHKOPHCTaHHS B MPAKTUIl TOPrOBEIbHUX  ITiIIPHEMCTB
3araJlbHOMPUUHATHX IMiIXOMIB 10 (JOPMYBAaHHS BOPOHKH IMPOAAXIB JO3BOJISIE 30UTBITYBATH
obcAr TpoJakiB TOBApiB W piBeHb NPUOYTKOBOCTI AISUTBHOCTI. 3a TakuM TiJIXO0JIOM
BU3HAYAIOTHCS 3aBJIaHHS MEPCOHANY IOJ0 B3aeMOJIT 3 KilieHTaMu 3 ()OKYyCyBaHHSIM Ha iX
MOTHBAIIIIO 10 3MIHCHCHHS MOKYIIKH.

[IpoBeneHO MOCHTIMKEHHS CTYIEHS 3aJ0BOJICHOCTI CIIOKHMBAYiB Ta BU3HAUYEHO DPiBEHBb
00CITyTOBYBaHHS ISl LUIEH MOJANBIION0 BHOOPY MOJETI MOTHBAIii TOPrOBOTO MEPCOHAITY
B Mepexi MmarasuHiB «IB Pome» meromom Mistery Shopping. [list po3paxyHKy piBHs
00CIIyroBYBaHHSI BUKOPHUCTAHO aHKETy, po3pobiieHy Yves Rocher, mo ckiamaersest 3 Takux
OJIOKIB: 3araibHi BpayKEeHHS;, Cy0 €KTHUBHI BPa)KCHHS; OI[IHIOBAaHHSA IIPOLIECIB MPOJaXKy; podoTa
3 3aMePEYCHHSIMU; OIlIHKA pOOOTH KacHpPIiB Ta 30BHIIIHIX (haKTOPIB.

BusnadyeHo 0alibHY CUCTEMY Ta METOAMKY OLiHIOBaHHs. PO3p00JIeHO Ha MMifCTaBl MIKAIN
Xappinrrona Mou]piKoBaHy MaTPHIIO OL[IHIOBAHHS POOOTH MEPCOHAY TAEMHUM ITOKYTILIEM.
BupineHo XapakTepuCTUKY KOXKHOT OIIIHKH ISl yTOYHSHHS CTYIICHS BUKOHAHHS IIEPCOHATIOM
(hyHKITIOHATBHUX 000B’SI3KIB Ta BUSBJICHHS KIIIOUOBUX HAIPSIMIB MOKpaIIeHHs. BcTaHOBIEHO
piBeHb OOCIYyroBYBaHHs JUisi CIMHAALSITH MarasuHiB Mmepexi «IB Pome» 3 BuaineHHsIM
iHpopMmanii mpo cy0’€KTHBHE BpaKEHHsS TAEMHOIO IIOKYMIS BiJ BI3UTY [0 Mara3uHis,
[0 OIIHIOBAIOCS 3a AECATHOATBHOIO IIKANO. 3a pe3ylbTaTaMH OLiHIOBaHHS Mistery
Shopping KoHCTaTOBaHO, 110 BiMIHHHUI piBEHb OOCIyroBYyBaHHsS MalOTh 6, Xopouuid — 4,
3aJI0BUIbHUN — 2, TPUHHATHUN — 5 Mara3uHis.
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[IpoBeneHi JOCIIIKEHHS HOCSATh YHIBEPCAIBLHHI XapakTep, a 3aydeHi MiIX011 MOXYTh
OyTH BUKOPHCTaHI PO3APIOHUMH MiANPHEMCTBAMH ISl BUSBICHHS PE3epBIB ITiBUIICHHS
PIBHS SIKOCTI 0OCITyTOBYBaHHSI.

Knrouosi cnosa: sxicmv 00Cny208y8aHHsA, mepediceguil pumeil, mpeHou pumeiny, ULiaxu
niosuuerts, 60poHKa npooasicie, memoo Mistery Shopping

JEL classification: D11, L66, L81, M21

The article examines the ways to increase the efficiency of the retail network by involving
consumers in making purchases in retail stores and a high level of their loyalty as a determining
factor in the growth of turnover in the conditions of martial law. Methods of assessing the
quality of service in trade enterprises have been established depending on the specifics of their
activity and the degree of adaptation to changes in the external environment for the purposes
of attracting and maintaining consumer loyalty. General trends in the development of modern
retail, features of the sales funnel are considered.

The most influential factors on the organization of business entities in the field of trade
are identified, in particular: digitization of trade and technological processes and customer
retention thanks to artificial intelligence; expansion of the virtual trading space and automation
of internal processes; personalization of customer service. The identification of modern trends
in the development of trade determines the needs of consumers, their behavior, and the choice
of a sales system at a particular enterprise.

It has been established that the use of generally accepted approaches to the formation of the
sales funnel in the practice of trade enterprises allows to increase the volume of sales of goods and the
level of profitability of the activity. According to this approach, the tasks of the staff are determined in
relation to interaction with customers, focusing on their motivation to make a purchase.

A study of the degree of consumer satisfaction was carried out and the level of service
was determined for the purposes of further choosing the model of motivation of sales staff in
the chain of stores «Yves Rocher» using the Mystery Shopping method. To calculate the level
of service, a questionnaire developed by Yves Rocher was used, consisting of the following
blocks: general impressions; subjective impressions; evaluation of sales processes; working
with objections; assessment of the work of cashiers and external factors.

The point system and evaluation method were defined. Based on the Harrington
scale, a modified mystery shopper evaluation matrix was developed. The characteristics of
each evaluation are highlighted to clarify the degree of performance of functional duties by
personnel and to identify key areas of improvement. The level of service was established for
seventeen stores of the Yves Rocher chain, with information on the subjective impression of
a mystery shopper from a visit to the stores, which was evaluated on a ten-point scale. Based
on the results of the Mistery Shopping evaluation, it was found that 6 stores have an excellent
level of service, 4 are good, 2 are satisfactory, and 5 are acceptable.

The conducted studies are of a universal nature, and the involved approaches can be used
by retail enterprises to identify reserves for improving the level of service quality.

Key words: quality of service, network retail, retail trends, ways of promotion, sales funnel,
Mpystery Shopping method.

JEL classification: D11, L66, L81, M21

I[MocranoBka mnpodJjeMu y 3arajbHOMY BHIJIsIAI Ta i 3B’A30K i3
BAXK/JIMBHMH HAYKOBHMH YM NPAKTHUYHUMH 3aBIaHHsaMH. Po3apiOHa
TOPTiBIIs, €YEKTHBHICTE Ta AKICTH 0OCIYTrOBYBaHHs CIIOKHBAYIB MAIOTh CYTTEBE
3HAYCHHS JUIS 3a0€3MEUCHHS iX KUTTEAIATBHOCTI Ta € MAIPYHTSIM U PO3BHTKY
KOHKYPEHTOCIIPOMOXHOI0 Oi3HECYy B Cy4aCHOMY JAWHAMIYHOMY CEpEeIOBHIIIL.

102



ISSN 2074-5362 (pring), ISSN 2522-9702 (online). European Vector of Economic Development. 2023. Ne 2 (35)

OmHuM 13 NDIAXIB MiIBUIICHHS €(QEeKTHBHOCTI (YHKIIOHYBaHHS pO3apiOHOT
MEpE:Ki € 3pOCTaHHs TOBAPOOGOPOTY 3 IPSMKM BILIHBOM Ha (hiHAHCOBI IIOKA3HHKH.
JlocHmi/pKeHHST  TisTIbHOCTI  TOPTOBEJIBHUX MEPEX TI0Ka3ye, 0 B OKPEMHUX
TOCITOJIAPIOIOYHMX CYO’ €KTaxX CIOCTEPIraloThCs TEHICHINT 0 3HWKCHHS OOCSTIB
MPOJIaKiB, 3MEHIICHHS BapTOCTI CEPEIHBOTO YEKy Ta KIJIBKOCTI MOKYIIIIB, IO
MIPU3BOJIUTH JI0 CTPHOKOIOIIOHOTO XapaKTepy OCHOBHHUX IMOKA3HUKIB JTisITHHOCTI.
Leit Tpena mniaTBepkye o¢imiiiHa cTaTUCTUYHA 1HGOPMALIL OUHAMIKONO
¢i3maHOrO 06CATY 060pOTY pO3MPiOHOT TOpTiBMi Yy 2022-2023 pp. (puc. 1) [1].
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Puc. 1. Ingexc ¢iznunoro odcsary o6opoty po3apionoi ToprisJiy 2022-2023 pp.,
Bi/ICOTKIB /10 MonepeIHbOro Micsust
Po3paxoBano 3a: https://www.ukrstat.gov.ua/

3 onmHoro OOKy, Taka JUHAaMiKa CBIIYUTH NPO 3POCTAHHS CTYICHS
MIPUCTOCYBAHHSA PO3ApiOHOT TOPTiBIIi A0 BIUIMBY BOEHHOTO CTaHy Ha (hOpMyBaHHS
nonuty U niportosuttii Ha FMCG (mosapu macosozo cnoscuamnis), a, 3 iHWo2o,
BUOKPEMIIOE 3AITYYECHHS CIIOKUBAYIB JI0 3/11CHEHHS MOKYTIOK B PUTEWJI1 if BUCOKUI
piBEHb iX JIOSUTBHOCTI 5K BU3HAYAJIBHUN (DAKTOpP 3pOCTaHHS TOBApPOOOOPOTY
B YMOBaX BOEHHOTO cTaHy. Sk mokasyroTh gociimkeHus [2], Big 40% mo 70%
KJII€HTIB KyIIyIOTh TOBApH Y pasi, SIKIIO AOBIPATh Mara3uHy-Ipo1aBleBi B YaCTHHI
HAJIGKHOTO PiBHS 00CITyrOByBaHHS.

IcHyroTh  pi3HI METOAWKH  JIOCHIDKEHHS  JIOSJIBHOCTI  CIIOYKHMBAYIB,
BUKOPHUCTAHHS SKHX CTa€ MIiJACTaBOIO JUISI BHUPINICHHS MMWTaHb, TMOB’S3aHUX 3
Pe3yJIbTaTUBHICTIO B3a€MOJIIi MEPCOHANY 3 KJIIEHTaMH, pO3POOKOIO 3aXOMIB AJIs
MIBUIICHHS SKOCTI 0OCIIyTOBYBaHHSI Ta 3aJJ0OBOJICHHS 3alMTIB CIIOKHUBAYiB, 1110
Oe3rmocepeIHbO BIUTMBAE HA OOCSAT TOBApOOOOPOTY Ta MOKPALICHHS peryTarii
TOPTrOBEILHOTO MiAIMPUEMCTBA.

AHaJi3 ocTaHHIX AocailzkeHb i myOJikanii, y sIKHX 3am04aTKOBaHO
BUPillIeHHS noc.ﬂizmcynano'l’ npoodjemMH, Ta BUAJICHHS] HeBUPILIEeHUX paHile
YaCTHH 3arajbHOI npoﬁ.neMn, KOTPHUM NMPUCBAYYETbCA cTATTS. J{OCTiKeHHS
MEpPEeKEBOr0 PUTEIlTy, SKOCTI OOCIyroByBaHHS B KOXXKHOMY KOHKPETHOMY
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TOCIIO/[APIOI0YOMY CYO’€KTI, IHUTAHHS BHKOPUCTAHHS BOPOHKM NPOAXKIB st
Mi{BUIICHHS PE3yIbTATUBHOCTI JIsIBHOCTI, OOIPYHTYBAHHS BHOOPY METOIMKH
JOCTIDKEHHST KJTIEHTIB 3HAWNUIM BiOOpakeHHS y HAMpallOBaHHIX BYCHHX 1
MPaKTHKIB, cepen sikuX: /. Byrenko [8], K. Beuip [10], I. Bucouns [6], €. JlobaHOB
[2], C. Mimenxko [9], K. Hemamxkano [8], A. Pomanosa [13], H. Tuxonrok [9]
Ta iH.

BriM, oco0nuBocTi (YHKIIOHYBaHHS TOPrOBEIbHUX MIANPHUEMCTB 3a
CyJaCHMX YMOB MOTpeOYIOTh KOHKpETH3alii BUOOPY METOMIB sl 00 €KTUBHOT
OLIIHKU SIKOCTI OOCIYrOBYBaHHS B TOPIOBEJIBHUX MIANPHEMCTBAX 3AJICKHO BiJl
cneun¢iku iX AIAIBHOCTI M CTyNEHS HPUCTOCYBAaHHS /O 3MiH 30BHIIIHBOIO
cepenoBuINa. Y 3B’S3Ky 3 IIMM, aKTyaJbHUM € BHUBYECHHS 3arallbHUX TPEHIIB
PO3BUTKY Cy4aCHOTO PUTEWITY, 0cOOIuBOCTEN (hOpMyBaHHS BOPOHKU MIPOAAXKIB i
BUIUICHHST METO/IIB JOCIIKSHHS JIOSUTBHOCTI CTIOYKMUBAYIB IS IIUJICH 3aiTydeHHs
W yTpUMaHHS iX NPUXUIBHOCTI.

@opmyJloBaHHs Wiseil crarTi. MeTOI0 CTATTI € cUCTeMaTH3allis HUIAXiB
i BUIIICHHS SKOCTI 00CIYyrOBYBaHHS B MEPEKEBOMY PUTECIIII HA iACTaB1 OI[IHKU
3arajgbHOrO PIBHS 33J0BOJICHOCTI MOKYMIIB SIK MIATPYHTS PO3PAaXyHKY pPIiBHS
00CITyrOBYBaHHS Ul MOJANIBIIOTO BH3HAYCHHS KIIOUOBHX HANpsIMiB MOTHBALi
nepcoHay Ta €peKTUBHOCTI pOOOTH TOPrOBEIBHOIO MIANPUEMCTBA.

BukJiiax 0cHOBHOI0 MaTepiajny 10C/HiIKeHHS 3 TOBHUM O0IPYHTYBAHHAM
OTPUMAHHUX HAYKOBHMX pe3yJbTaTiB. Orisin jniTepaTypHHX W CTaTUCTHYHHX
Jokeped [3-7] 103BOJIMB BUJIITUTH HAHO1TBIIT BIUTMBORBI HA OPTaHi3allito AisUTbHOCTI
cy0’exTiB TOCTOaproBaHHsa y cdepi TOpriBii (GakTopd B yMOBax BIiHCHKOBUX
I Ta TNPUCTOCYBAHHS JI0 CY4ACHUX BUMOT 3 METOIO 3aJTy4eHHS CIO’KMBAYiB Ha
(homi 3pocTaHHs LiH W BUCOKOI IHQIIALIT, cepes AKUX: u(ppPOBi3aLlis TOProBo-
TEXHOJIOTIYHUX MPOLECIB i yTpUMaHHS KJIIEHTIB 3aBIsSKU IITYYIHOMY 1HT€J‘I€KTy,
PO3IIMPEHHS BipTYaJbHOI'O TOPTOBOTO MPOCTOPY Ta aBTOMATHU3allisl BHYTPIIIHIX
MIPOIIECiB; TIEPCOHANTI3aIliST 00CTYTrOBYBaHHS CIIOKUBAYIB.

BusiBieni TpeHaM BH3HAaualOTh NOTpPeOM CHOXKHUBAYiB, iX MOBEIIHKY,
a, BiAgTak, BUOIp CUCTEMHU MPOJAXiB HA MIANPHUEMCTBI 3 aKIIEHTOM Ha HOBI
dbopmatu Toprieii, MoAU(BIKOBAaHI TEXHOJOTIi, CTPYKTypy W Xapakrtep
nokyniiB [3]. [IporuHo3yBaHHsI pO3BHUTKY €JIEKTPOHHOI KOMEpIii CBIIYHUTH
PO OMHIKaHaJIbHICTH TOPTiBIi. Tak, 3a mociipkeHHsIMHU [4], o6car cBiTOBOT
po3apibHoie-commerce3pocTe Ha56%1B2026 p. Oyie CTAHOBUTH OPIEHTOBHO
8,1 Tpunpiiona gonapis. ¥ 3B 53Ky 3 BININBOM BiliHU Ha TOPT1BIIIO, SIK B YKpaiHi,
Tak 1 B yCbOMY CBiTi OyJIO BiJI3Hau€HO 3MiHY CIIO)XHUBauaMH CTPYKTypH
nonuTy B OiK Horo 3MilieHHs Ha KyIMIBIIO TOBapiB nepuroi He0OOXigHOCTI
[5]. e MPH3BEIIO J10 HeoOX1THOCTI (GOpMYyBaHHS OMITUMI30BAHOTO TOBAPHOTO
noprdens i HAajaHHsS NEPEBAru y PO3BUTKY 4-ro MOKOIIHHs ¢-commerce,
OCKIJIBKH JUIst CIIOKMBAYIB CTANIA [IEPEBAKHO BAXKITMBOIO MIBAU/IKICTE JJOCTABKH
iX 3aMOBJICHb. Y HBOMY CEHCI CIIIJl MOTOAUTHCSA 3 [6] 00 HOCHICHOT yBaru
HABYAHHIO 1 PO3BUTKY NEPCOHANY C(hepu TOPTiBIi, OCKIIBKH Le BAKIHBHIH
IHCTpYMEHT 34y 4CHHS KJII€HTIB, HE3BAXKAIOUM HA BipTyasi3aililo TOproBoro
IpPOCTOPY. 3a JOCIIKEHHIMU Wakefleld Research [7], mo 06a3yroTbcs Ha
onutyBaHHi 2000 cnoxkuBauiB Ta 500 BIacHUWKIB 1 MEHEIKEPiB po3apiOHOT
TOPTiBJi, BCTAHOBJIEHO, O «43% BUPYYKH MiANPUEMIIB MPUXOAUTHCS Ha
OoHJaWH-TIpomaxi, a 22% mnokynuiB 0a)karoTh O3HAWOMHUTHCS 3 TOBapamu
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y BlpTyaJ'IBHOMy MarasuHi». Hopsn 3 mum, 86% peCHOHI[eHTlB oqu(yIOTL
NOCTiiHOT iHpOpMALIT PO TOBAPH 1 MOCTYTH Bij cy6 €KTIB cpepu TOpriii,
IHIIUMU CIIOBaMU, «MOO1IbHA KOMepIIisl ctae pymiiiHoo cuioio» [7]. Tox,
JUTs1 3a0e3nedeHHs Maiil0yTHBOTO PUTEHITY CITiJI BBECTH B IPAKTHKY 3a3HAUYEHI
IHCTPYMEHTH, 110 TOPSI 3 BUKOPUCTAHHAM 3araJbHOMPUNUHATUX MiAXO0I1B
110 Q)opMyBaHHﬂ BOPOHKHU TPOJaXiB TO3BOJIUTH 30LJIBIIATH OOCT MPOIaKiB
TOBapiB i piBeHb MPHOYTKOBOCTI AisnbHOCTI [8]. B CTpyKTypi BOpPOHKH
MpOJaXiB CJiJ BUAIIWTH: Hamip (intent) (3aBHaHHAM € TEpPEeKOHAHHS
MOTEHIIHOTO KJIIEHTA 3yNMUHHUTHUCS Y BUOOPI TOBapy caMe B Iliii KOMIaHii);
3amoBiieHHs (purchase) (pakTuyuHe 371iMICHEHHS MOKYNKU TOBAapiB KJII€EHTOM
€ HAWTOJIOBHIIIUM 3aBaaHHsIM); yrpuMaHHs (loyalty) (kJi€eHT MOBHHEH CTaTH
MOCTIHHUM), 110 TEXK € CKJIaJOBUMHU Mpoliecy o6cayropyBanus [9]. Buxonsuu
3 TOTO, IO MEPCOHAJ IMOJHS B3a€EMOJI€ 3 KII€HTaMH, TO CIiJl 30CEPEIUTH
(okycyBaHHA Ha yrojaax, Ki «po3MillleH1 OJuKue 10 KIHII BOPOHKH, TOOTO
MaroTh OyTH 3aBeplieHi HailOmmxdum bacom» [10]. YV mpoMy BHUIAIKy
JOCII)KEHHS MOBEAIHKH CITOKUBAUiB, iX MOTHBALIS A0 MOKYIKH J03BOJIUTH
roCIOapIOI0UYOMy Cy0’ €KTY HOCATTH LiJCH.

s OIiHKM 3a70BOJICHOCTI CIIOKHMBAdiB Ta BHOOPY MOJENi MOTHBAIIii
TOPrOBOTO MEpCOHATYy OyJIO MPOBEACHO JOCIIHKEHHSI B Mepexki MarasuHiB «IB
Pome» meromom Mistery Shopping [11], skuii € HaiOLIbII TiEBUM CHOCOOOM
OIIIHKH Cy0’€KTHBHHUX BPaXCHb KJIIEHTIB 1 KOHTPOJIIO SKOCTI iX OOCITyrOByBaHHS
[12] ta mpocTuM 1 HeBUTpaTHUM Yy Bukopuctanui [13]. Jlns mocmimpkeHHs
BHKOPHCTAHO aHKETY, sIKy po3pobneHo Yves Rocher [11]. AHkera ckiamaeThcs
3 KJIFOUYOBHUX OJIOKIB:

1. 3aranbHi BpaskeHHsI (OLIHKA IEpIINX BPakK€Hb TAEMHOTO TOKYMIS Bif
BI3HTY, BKIIIOYAIOYH 3arajibHy aTMOC(epy Ta CIPUHHATTS MarazuHy).

2. Cy0’exkTHBHI BpaxeHHs (TIepcoHAIi30BaHA OIliIHKA TAEMHHUM TOKYTIIEM
piBHSI 00CITYyTOBYBaHHS).

3. OuiHioBaHHA NpOLECIB MPOAaXY (BCTAHOBICHHA KOHTAKTy Ta
NPHUBITAHHA: IIBHAKICTE BCTAHOBIICHHS JIaOTy MHPOJAABLS 3 IOKYIIEM;
BH3HAYCHHS MOTpeO KIi€HTa MPOAaBIEM: CHOCIO, SKMM MpoJaBelb aJganTye
MAXI IO Pi3HUX TUIB KIIEHTIB; BU3HAYEHHS MOTPEO KJIi€HTa: 3/aTHICTh
BU3HAYHUTH Ta 3PO3YMITH 3alUTH TOKYIIISA; MPE3EHTAIlsl TOBapy: SKICTh Ta
MEePEeKOHJIMBICTh MPEACTaBICHHS, 1110 BIAMOBIJAa€ 3aUTaM KJII€HTA; TOAATKOB1
MIPOTIO3HIIII: 1HIIaTUBHICTh MPOJABIS y HPOIMO3UIII JOMOMIKHUX TOBapiB/
MOCIIyT).

4. Po6ota 3 3anepeyeHHsIMH (CIIPOMO’KHICTb ITPOJIABIIS BUPIIIYBaTH CUTYaLT
y BHIIQ/IKaxX, KOJIH KJIIEHT BUCIIOBIIIOE CyMHIBU YU HE3TO.Y).

5. Ouinka po0GoTu Kacupa (IIBHAKICTb, €(PEKTHBHICTb Ta KOPEKTHICTh
00CITyroByBaHHS M Yac (hiHAIBHOTO €TaITy MOKYIIKH).

6. OrniHka 30BHIIIHIX (haKTOPIB (30BHiLuHiI71 BUIJISJ] TA TOBEIIHKA nepcoHany;
OLIHKa IPO(ECIHHOro PIBHS Ta MAHEPH CILIKYBAHHS CIIIBPOOITHUKIB; 30BHIIIHIH
BUTJISIA MarasuHy (YUCTOTa, OpraHi3aiis IpocTopy Ta MPUBAOIUBICTh Mara3uHy 3
TOUYKH 30pY TOKYIILIS).

KoskeH 3 myHKTIB OIIiHIOBAaBCS 32 0aTbHOI0 cHCTEMOTO (Tadut. 1), 1o 103BosIsIe
OTPUMATH KUIbKICHY METPUKY JJIsl OJAJIBIIOT0 aHaMI3y SIKOCTI pOOOTH NEpCOHATY
Ta 3arajibHOi aTMOCc(epu MarasuHy.
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Tabnuys 1
bajibHa oliHKA 32 AHKETOI0 TAEMHOT0 MOKY IS *

[Toxasnukwu ouinrosanns (17) Kig;;ii;m I;Z?%’;gg?f
BCTaHOBJIEHHS KOHTAKTY, IPUBITAHHS, BASHAYEHHS TUITY 19 0.148
KJIi€HTa
BusnauenHs norped kirieHTa 16 0,125
[Ipesenraris TOBapy 3a 3aIIUTOM KJII€HTA 27 0,211
Honatkosa MTPOTIO3HIIIs iI.—IH_II/IX_TOBapiB, JIOTIOMIXKHUX 2 0.172
TOBAPIB/TIOCIYT Ta MEPEXif 0 iHIIIOTO CErMEHTY
PoboTa i3 3anepeueHHIMH 5 0,039
PobGora Ha xaci 22 0,172
[Ipomanus 6 0,047
30BHINIHINA BUTJISA Ta MOBEAIHKA TEPCOHATY 7 0,055
30BHILIHIN BUTJISL Mara3uHy 4 0,031
3arajibHa KTBKICTh OalTiB (max) 128 1,0

*CrkrajieHo aBTopamu 3a [11]

Koxen cy0’exT 1ociipKeHHS OI[IHIOBABCS HE MEHIIIE HIXK TPhOMa TAEMHUMU
MOKyMIsIMU-eKcriepTaMd.  OOpoOKka pe3ysibTaTiB Uil  BU3HAYCHHS  PIBHS
obcnyroByBanns (P . ) mpoBoauiacs 3a Gopmyor:

P —ini
oBcn — — m

ne 11— i-uu NoKa3HUK OIIIHIOBAHHS, # — KIJIBbKICTh MOKA3HHUKIB OI[IHIOBAHHS; /71 —
KiNbKiCTb TAEMHHX MOKYTI[iB-€KCIIEPTIB.

OTtpumani pesyibTaTu st ONpaIOBAHHS OLIIHOK Ta€EMHHX HOKynuiB
JI03BOIISIIOTH KEPIBHULITBY MEPEKi: aHANi3yBaTH PE3yIbTATHBHICTH TPEHIHTIB Ta
MpOrpaM HaBYAHHS NIEPCOHAITY, MOPIBHIOIOYH TONEPE/IHI Ta MOTOYHI pe3yJIbTaTH;
BUSIBIISITH CJIA0KI MicIsi B 0OCIyroByBaHHI Ta Ipoliecax MpoJaxy, a TaKoX B
1HTep’€pi Ta aTMOCdEpi MarasiHy; MOTHBYBATH CITIIBPOOITHHKIB, BUKOPHCTOBYIOUH
cucTeMy OOHYCIB 3a BUCOKI OLIHKH TAEMHHX HOKYIILIB; PO3POOIATH 3aX01H I
MiBUIIEHHS PIBHS 3aJJ0BOJICHOCTI KITIEHTIB Ta JOSIIBHOCTI A0 OpeHmy Yves
Rocher.

Takum umHoM, meTton Mistery Shopping € BaJIMBUM IHCTPYMEHTOM s
CTpPATETivHOTO YIPABIIiHHS Ta OTIEPATHBHOT'O KOHTPOJTIO IKOCTI pOOOTH Mara3uHiB,
HENepepBHOr0 BJOCKOHAJICHHs 00CIYyroBYBaHHS Ta TOTPUMAaHHS CTaHIapTiB.

Bukopucrosyroun mmkany Xappinrrona [14], pospobieno moxudikoBany
MaTPHIIIO OL[IHIOBAHHS pOOOTH MEPCOHAITY TAEMHUM IOKYIILIEM (Ta6J1 2).

3acTocyBaHHS 3a3HAYEHOT CUCTEMH JI03BOJISIE BU3HAYATH CTYIIHb BAKOHAHHS
MepCcoHAIOM  (PYHKITIOHAIBHUX OOOB’S3KIB Ta BHSBISITH KITIOYOBI HAIPSIMH
MOKpaIIeHHs. XapaKTepUCTHKA KOKHOT OLIHKY HaBeeHa B TabI. 3.
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Tabauys 2

CucreMa oLiHIOBaHHSA NePCOHAIY 32 iHGopMalLi€lo Bil TAEMHOr0 MOKyNus *

IaTepBany 3HaYCHD PiBHSA Mexi banbna JIiHrBiCTHYHI OIIHKH
oOciyroByBanHs (P _) | ouiHioBaHHS, % OlLIiHKa piBHS 00CITyroBYBaHHS
0,9 = P = 1,0 90-100 115-128 Binminauit
0,8 = Py, =0.,89 80-89 102-114 Xoporuuii
0,7 = Py =0,79 70-79 90-101 3a710BiIbHUN
0,6 = Py, = 0,69 60-69 77-89 IMpuiiHsATHMI
0 = Py < 0,6 110 60 no 77 HesanoBinbHuii
*CrutazieHo aBTopamu 3a [14] ta Tadm. 1
Tabauys 3

XapakTepuCcTHKA OLiHIOBAHHA NEPCOHAIY ™

Ominka piBHS
obcmyroByBanus (%)

XapaKkTepucTHUKa OIIHKH

90-100 (BimMiHHUIT)

CriBpoOITHUK JEMOHCTPY€ BHCOKHI piBEHb MPpOQecioHanizMmy
1 3HaHb TOBAPIB, BII3HAYAETHCS 3/IATHICTIO NIBUIKO
o0ciyroByBat Ta e()eKTHBHO KOHCYJIbTYBATH KIII€HTIB,
BUSIBIISIIOUHM 1XHI TOTpeOu. MarasuH AJOTPUMY€EThCS CTAaHAAPTIB
YHCTOTH Ta MOPSIKY 3TiHO CTAHJIAPTIB OpeHIY.

80-89 (xopormii)

CriBpoOITHHK € KOMIIETCHTHHM, IIPOTE B pOOOTI
CIIOCTEPIrarThcs OKpeMi Henolliku. He3Bakarouu Ha
MIBUJKICTH OOCIYTOBYBaHHS Ta XOPOIIi 3HAHHS TOBAPIB,

€ MOTEHIIIaN JUTS MOKPAIICHHS KOMYHIKAIT 3 KITIEHTAMH.
Mara3uH B OCHOBHOMY JOTPHMYETHCSI BUMOT YMCTOTH Ta
MOPSIIKY 3TiHO CTAHIAPTIB OPCHIY, 3 OKPEMUMHU BUHATKAMHU

70-79 (3a70BUIbHUI)

CriBpoOiTHUK BUKOHY€E 00OB’sI3KH Ha 0a30BOMY piBHi 3
MMOMITHAMH HeollikaMu. CIoCTepiratoThesl 3aTPUMKH B
00CITyroByBaHHI Ta HETOYHOCT] Y 3HaHHI ToBapiB. KOHTAKT 3
KIIIEHTaMH He 3aBXKI1 e()EeKTUBHUIL, a CTaH YUCTOTH MarasuHy
Ta JJOTPUMAaHHS CTaHJAPTIB OPEHTY MOTPEOYIOTH MOIMIICHHS

60-69 (mpuiAHATHHN)

CriBpoOITHHKH MalOTh IPOPECIMHNIN pIBEHb HIDKYHN BiJ
NPUHHSTHOTO, 3 IOMITHAMY BaJaMH B 00CIIyrOByBaHHI

Ta YACTUMHU 3aTPUMKaMH. 3HAHHS IPOJIyKIIil HEAOCTATHI,
BIZITOBI/Ii HAa 3aIIMTaHHS KITI€HTIB HETIOBHI a00 HEBIpHi, KOHTAKT
3 HOKYIIISIMU BCTaHOBJIIOEThCS Hee(eKTUBHO. UncToTa i
MOPAZOK Y Mara3uHi HEAOCTaTHHOT'O PiBHS, CTAaHAAPTH OpeHITY
HE 3aBXIH JOTPUMYIOTECS. [loTpebye 3HAUYHOrO KOPHTYBaHHS

*CritaZieHo aBTopamu 3a [11]

Pe3y.l'II>TaTI/I OI_IiHKI/I TAaEMHHUMHU  TTIOKYIISIMU

CIMHAAUATA Mara3uHiB

z[ocnimeBaHo'l' Mmepexi «IB Pome» HaBeneHo B Tabi1. 4 (HOMEpH Mara3uHiB yMOBHI
y 3B’13Ky 3 KoH(iieHUiHiCTIO MicIt iX posTautyBaHHs). BriroueHo indopmartito
HpO CY6 €KTUBHC BPAXXCHHS TAEMHOI'O NOKYIIA Bl)l B13I/ITy a0 Mara3I/IH1B 1o
OLIIHIOBAJIOCS 32 JIECSATUOATBHOIO IIKAJIOK0.
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Tabnuys 4

PesynbTaTi oniHIOBaHHSI TA€MHHM NOKYIIeM MarasuHiB Mepe:xki «IB Pome»*

, OriHka piBHSA . Cy0’ekTUBHE
Cy6’exr babna O6CHYFOII;YB3HHH, Pisen, BgaH(GHHH BifJ
JIOCHIIKEHHS OLIHKA o, 00CITyrOByBaHHS BI3UTY
Ne 1, m. Jlginpo 115 90 Bigminamii 10
Ne 2. M. JIninpo 79 62 [TpuiinaTHui 6
Ne 3, m. JIninpo 116 91 BigMinauit 10
Ne 4, m. JIginpo 119 93 BiaMigauii 8
Ne 5, M. JIginpo 77 60 [TpuitaaTHuil 6
Ne 6, m. JIginpo 90 70 3a10BIILHAN 9
Ne 7, m. Iginpo 78 61 [TpuiiHaTHHi 6
Ne 8, m. JIginpo 77 60 Ipuitugarauii 4
Ne 9, M. Opteca 114 89 Xopomui 9
Ne 10, M. Ozieca 102 80 Xopoluit 10
Ne 11, M. Opieca 109 85 Xopouuit 8
Ne 12, m. Onieca 77 60 ITpuitngaTamii 5
Ne 13, m. Ozteca 90 70 3a/10BiIBEHAI 7
Ne 14, m. Onieca 113 88 Xopouuit 9
Ne 15, m. Kpuswnii Pir 115 90 Bigminuunii 9
Ne 16 m. KpormuBaumpkuii [115 90 Bigminauii 9
Ne 17, m. Mukonais 115 90 Bigminauii 10

*CKJIaJICHO aBTOPaMHU 3a pe3yJibTaTaMH JOCHIHKeHHS Ta Tab. 1, 2

OmiHIOBaHHS MarasWHiB TAaEMHUMH TIOKYMIIMH Hajmae iH(opMariio s
BUSIBIICHHS OO0 €KTMBHUX Ta CYO €KTMBHUX TPHUYMH 3HW)KEHHS OCHOBHHX
MOKA3HUKIB JISUTBHOCTI MaraswHiB Mepexi «IB Porme», Mexi BigxwuiieHHS BiJ
CTaHIApTIB OOCITYrOBYBaHHS, IO BIUIMBA€ Ha 3MIHY MpOrpaMH HaBYAHHSI
MIEPCOHATY 3 MMTaHb 3HAHHS TOBAPiB, TEXHIKM MPOIAXKIB, TIPOITO3UIIIi TOTATKOBUX
nociyr Tomo. OLIHIOBaHHS TAEMHUM IIOKYIILEM TOProBOi TOYKH IIiJ{ YaC BI3HTIB
JI03BOJISIE BHJILINTH KIIFOUOBI aCIICKTH 06cnerByBaHH;[ SIKi BIUIMBAIOTh HA 3aTraJIbHY
3a/I0BOJICHICTh KIIIEHTIB Ta CBiAYaTh MPO CTYIMiHb iX MPUXMIBHOCTI 10 OpeHLy Yves
Rocher, a, omxe, BopoHka npoz[amB OyIa opraHizoBaHa Ha BUCOKOMY PiBHi.

3a pesynpTaramMu omiHioBaHHS Mistery Shopping BCTaHOBIEHO, IO
BIJIMIHHHI piBE€Hb 00CIyTOBYBaHHS BUSIBICHO Y 6, XOpOIInii — y 4, 3a10BUTbHUIN —
B 2, MPUHHATHHIA — y 5 MarasuHax (puc. 2).

TIpmitEaTHmi, o =
290 BimmimHmi,
35%

3a[0BUIBHIE, — .
12% Xopormii,

24%

Puc. 2. Po3noain marasunis mepe:ki «IB Pouie» 3a piBHeM 00¢c1yroByBaHHs
3a oninkoro Mistery Shopping
IToOynoBano aBTOpaMu 3a Tabi. 4
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OnHMM 3 eJIeMEHTIB JOCHTIDKEHHS € TIOPIBHSHHS 3arajbHOi OIIHKH PiBHS
00CIIyroByBaHHSI Ta OIIIHKM CyO’€KTHBHOTrO BpaxkeHHs Mistery Shopping Bin
BI3UTY 10 Mara3uHiB OCIIDKyBaHOi Mepexi (Tadm. 4). B ocHOBHOMY, I1i OIIIHKH
CHIBMAJAIOTh, alle € PO3XOKEHHS, 110 MA€ CTaTH MiJCTaBOIO JJIS pO3pOOICHHS
KOPUTYIOUHX JIIH.

Marasunn, siki orpuManu BigMistery Shopping 9-106amiB, xapakTepu3yOThCS
BUCOKHM Ta XOpOIIMM pIBHEM OOCIyroByBaHHs; 7-8 OamiB — 3aJ0BUIBHUM Ta
NPUHHATHUM piBHEM 00ciyroByBaHHs. OIIHKH X B Mekax 4-6 6ajiB BKa3yloTh
Ha MpoOJIEeMH MO0 3aJ0BOJICHOCTI KIIEHTIB, SKi TMOB’s3aHi 3 mpoOilamu B
oprasizailii 00CIyroByBaHHs Ta CTBOPEHHI BiAMOBIAHOI aTMOC(hepH B Mara3uHi.

Taxi pe3yJIbTaTi MOKYTh Oy TH BUKOPHCTaH1 JIJIsI TOJATBIITIOTO BIOCKOHAICHHS
pobGotu MarasuniB mepexi «IB Pomie» 3 MeToro miJBUIIECHHS 3a0BOJICHOCTI
KIII€HTIB Ta 3017bIICHHST 00CATIB TIPOIAXKIiB.

BucnoBku. JlocmimkeHHsi, TpoBe/ieHe B Mepexki MarasuHiB «IB Porey,
IOKa3aJM, 10 Cy0’€KTH rOCHOJapIOBaHHS MarOTh pi3HI PiBHI 0OCIyrOBYBaHHS.
YacTkoBo iX popMyBaHHS OB’ s13aHE 3 /IIF0YOI0 CHCTEMOIO0 MOTHBAIli{ IepcoHay,
sika 0a3y€eThCsl Ha BCTAHOBJIGHHI BM3HAYEHOT'O PO3MIpy 3apOOITHOI MaTH Ta
MIpeMirOBaHHI 32 BUKOHAHHS TUIAHIB MPOJAXKIB, Ta € HEJOCTATHHO €(hEKTUBHOIO.
VY 3B’43Ky 3 IUM, BHHHMKAae MoTpeda B Meperyisial Ta MOJepHi3aulii cucteMu
MOTHUBAI] 3 METOIO MiJBUILEHHS NMPOAYKTUBHOCTI i e(peKTUBHOCTI Ipari Ta iX
BIUIMBY Ha TMOKA3HUKHU AISTBHOCTI TOPTOBEIBHUX IiIMPUEMCTB, IO J03BOJISE
11eHTU(IKyBaTH HOB1 BEKTOPH MOKPAIIECHHS KIIEHTCHKOTO CEPBICY.

[TpoBeneHi MOCHIKEHHS HOCSTH YHIBEpPCATBbHUI XapakTep, a 3allydeHi
MIIXOAM MOXYTh OyTH BHUKOPUCTaHI PO3APIOHUMH MIANPUEMCTBAMM IS
BUSIBJICHHS PE3€PBIB IIABUILEHHS PIBHA SKOCTI 00CIyrOBYBaHHS.

[Momanpini JOCHIKCHHS B IbOMY HampsMmi OyIyTh TIOB’s3aHi 3
YIOCKOHAJIEHHSIM ~TPOILIEypu BUKOpUCTaHHS Metoay Mistery Shopping,
PEUTHHTYBaHHSAM TOPTOBEIBHUX CTPYKTYpP Ta YIOCKOHAJCHHSM CTaHIApPTY
00CITyroByBaHHS B YaCTUHI MOTHUBALli IPALlIBHUKIB.
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The article examines the ways to increase the efficiency of the retail network by involving
consumers in making purchases in retail stores and a high level of their loyalty as a determining
factor in the growth of turnover in the conditions of martial law. Methods of assessing the
quality of service in trade enterprises have been established depending on the specifics of their
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activity and the degree of adaptation to changes in the external environment for the purposes
of attracting and maintaining consumer loyalty. General trends in the development of modern
retail, features of the sales funnel are considered.

The most influential factors on the organization of business entities in the field of trade
are identified, in particular: digitization of trade and technological processes and customer
retention thanks to artificial intelligence; expansion of the virtual trading space and automation
of internal processes; personalization of customer service. The identification of modern trends
in the development of trade determines the needs of consumers, their behavior, and the choice
of a sales system at a particular enterprise.

It has been established that the use of generally accepted approaches to the formation of
the sales funnel in the practice of trade enterprises allows to increase the volume of sales of
goods and the level of profitability of the activity. According to this approach, the tasks of the
staff are determined in relation to interaction with customers, focusing on their motivation to
make a purchase.

A study of the degree of consumer satisfaction was carried out and the level of service
was determined for the purposes of further choosing the model of motivation of sales staff in
the chain of stores «Yves Rocher» using the Mystery Shopping method. To calculate the level
of service, a questionnaire developed by Yves Rocher was used, consisting of the following
blocks: general impressions; subjective impressions; evaluation of sales processes; working
with objections; assessment of the work of cashiers and external factors.

The point system and evaluation method were defined. Based on the Harrington
scale, a modified mystery shopper evaluation matrix was developed. The characteristics of
each evaluation are highlighted to clarify the degree of performance of functional duties by
personnel and to identify key areas of improvement. The level of service was established for
seventeen stores of the Yves Rocher chain, with information on the subjective impression of
a mystery shopper from a visit to the stores, which was evaluated on a ten-point scale. Based
on the results of the Mistery Shopping evaluation, it was found that 6 stores have an excellent
level of service, 4 are good, 2 are satisfactory, and 5 are acceptable.

The conducted studies are of a universal nature, and the involved approaches can be used
by retail enterprises to identify reserves for improving the level of service quality.

Ooeparcano 25.08.2023.
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