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AHOTALIS

KBanidikamiitna po6ora Ha Temy «CTpaTerii miABUIIEHHS JOSJIbHOCTI KIII€HTIB
yepe3 OMHIKaHAIBHUM MiAX11 Ha mpukiaal Mepexi «Cuibno» MicTUTh 98 cTopiHOK, 24
Tabnuik, 21 pucyHnkis i 1 qonatok.

AKTyaJIbHICTb TeMM OOYMOBJIEHA 3pOCTaHHSM KOHKYpPEHIIl y puTeilni Ta
HEOOXITHICTIO BIPOBAJKEHHS I1HHOBALIIMHOI CTpaTerii Ajs yYTpUMaHHS KIIIE€HTIB.
Takor MapKEeTUHIOBOI CTPATETi€I0 € OMHIKAHAJIBHUN MIAXiA, sSKUi 3a0e3mnedye
IHTETpalio yCiX KaHalliB B3aeMOJIl 3 KJII€EHTaMU (OH-JIaH Ta o(-naiiH), 1o Crpuse
MiJBUILICHHIO PIBHS 3aJI0BOJICHOCTI Ta JIOSUIBHOCTI KJIIEHTIB 1 €(EeKTUBHOCTI
MapKETUHTOBHUX 3aXO/IiB.

MeTor0 po060OTH € JOCIDKCHHS BIUIMBY OMHIKQHAJIBHOTO TIJAXOAY Ha
dbopMyBaHHS JIOSUTBHOCTI KJIIEHTIB Y Mepexki «Cutbio» Ta po3poOka peKkoMeHAaIlin
I10J10 HOTO BIOCKOHAJICHHS.

O06’€KTOM 0CTiIAKEHHS € TIPOIIeC B3aEMO/IIT KITIEHTIB 13 Mepexero «CLIbITo.

IIpeameTom nociaigaeHHsl € CTpaTerii OMHIKaHAIBHOTO MIAXOY Ta iX BILUTUB Ha
JIOSUTBHICTH KJTIEHTIB.

Y pob6oTi mpoBENEHO KOMIUIEKCHUW aHali3 OCHOBHHMX TEHJCHIIIM Ha PUHKY
IIPOJIYKTOBOTO pUTEHNTy YKpaiHM B yMOBaxX BiHHM, €KOHOMIYHOI Ta €HEPreTUYHOI
KpU3H, JOCIIDKEHO CydYacHl Miaxoau 10 (GOpMyBaHHS KIIEHTCHKOTO JOCBITY,
IIPOAHAII30BaHO €(PEKTUBHICTh BIPOBA/KEHUX IHCTPYMEHTIB OMHIKaHAJIbHOTO
MapKeTUHTy B Mepexi «Cinbrnoy». Ha 0OCHOBI OTpUMaHUX PE3yNbTATIB 3alPONOHOBAHO
peKOMeHaIi s BAOCKOHAJEHHS MapKETHHTOBUX OMHIKAHAJIBHUX CTpaTeril s
[MABUIIEHHS JIOSJIBHOCT] KJII€HTIB.

Kiro4oBi cioBa: crpaterii MapKeTHHTOBO1 MisUIBHOCTI, OH-JIAWH Ta o(-JaiH
TOPTiBJISI, OMHIKAHAIBHUN IAX1J, TiABUIISHHS JOSUIBHOCTI, TMPOJYKTOBUN PHUTEHI,

Mepexa «Cimproy, iHHOBaIiitHa qisIIbHICTD, €()eKTHBHICTB.



ABSTRACT

Qualification Work on the Topic: «Strategies for Enhancing Customer Loyalty
Through an Omnichannel Approach on the Example of the Silpo Network» consists of
98 pages, 24 tables, 21 figures, and 1 appendice.

The relevance of the topic is determined by the increasing competition in retail
and the need to implement an innovative strategy to retain customers. Such a marketing
strategy is the omnichannel approach, which ensures the integration of all customer
interaction channels (online and offline), contributing to increased customer
satisfaction and loyalty, as well as the efficiency of marketing activities.

The aim of the work is to study the impact of the omnichannel approach on
shaping customer loyalty within the Silpo network and to develop recommendations
for its improvement.

The object of the study is the process of customer interaction with the Silpo
network.

The subject of the study is the strategies of the omnichannel approach and their
impact on customer loyalty.

The work provides a comprehensive analysis of the key trends in the Ukrainian
grocery retail market under the conditions of war, economic, and energy crises. It
examines modern approaches to customer experience formation and analyzes the
effectiveness of implemented omnichannel marketing tools in the Silpo network. Based
on the findings, recommendations were developed to improve marketing omnichannel
strategies to enhance customer loyalty.

Keywords: marketing strategy, online and offline retail, omnichannel approach,

customer loyalty enhancement, grocery retail, Silpo network, innovation, efficiency.
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40. Acomianis pureiopiB Ykpainu. Pexxum goctymy — https://rau.ua.

41. KomriekcHasi aBTroMaTu3aius ousneca npeanpustus //Iatepaer-pecype. -

Pexum noctymy: http://esp.dm.ru/EnterpriseSolutionPlatform.
42. OrypsieBa K. ['icTb roTOBHI MIATUTH OUIbIIE, SKIIO LIHHICTH BIJMOBIIAE

ouikyBaHHsAM. Pexum poctymy: https://rau.ua/novyni/novini-kompanij/silpo-gist-

gotovij-platiti.

43. OmHiKaHaIbHUN MapkeTuHr y 2023 potii: nopaau, IHCTpPYMEHTH Ta KEUCH.

Pexxum  moctymy:  https://esputnik.com/uk/blog/yak-i-dlya-chogo-vprovadzhuvati-

omnikanalnist-u-2023-roci.

44. Odiuirinuii caiit mepexi Ciapro https://silpo.ua

45. TlonmymsapHICTh COIMEPEXK 1 MOMKIMBOCTI i OpeHmiB. SIK JIOACTBO
B3aemojie 3 uudpoBumMu TexHomorismu — 3BiT Digital 2024. Pexum pocrymy. —
https://mediamaker.me/yak-lyudstvo-vzayemodiye-z-czyfrovymy-tehnologiyamy-
zvit-digital-2024-8566.

46. Tpenau puTeiily: Ik HAJIATOJIUTH 3B’ SI30K 13 MOKYMUIAMH. Pexxum noctymy:

https://rau.ua/novyni.

47. Tpenau puteiiy: siK HaJaroAUTH 3B'S30K 13 MOKyNIsMU. PesxxuM noctymy:

https://mind.ua/openmind/20221856-trendi-ritejlu-yak-nalagoditi-zvyazok-iz-

pokupcyami.
48. Ilo Take OMHIKaHAJIBHMN MapKETHHI — 3HAYCHHsS OMHIKaHAJIBHOTO
MapKETHHTY. Pexum JOCTYIY: https://outsourcing.team/ua/blog/smm-

blog/omnikanalnij-marketing-integrujte-vsi-kanali-dlya-maksimalnogo-efektu.

49, Illo Take OMHIKaHAJIBHUW  MapKeTHHT. Pexum  goctymy:

https://marketer.ua/ua/what-is-omnichannel-marketing.

50. 4k nmpamoe  OMHIKaHATbHUW  MapKeTHHr. Pexum  mocTymy:

https://leadpanda.media/blog/yak-pracyue-omnikalnii-marketing.
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