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KOMMYHHMKAIIMIA B TOCTUHUYHOM BU3HECE
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AHHoTauusi. MapKkeTHHIOBble KOMMYHHUKAllMd B TOCTMHHYHOM OH3HECe 3aHMMAIOT KII0YeBOE MECTO B
(hopMUpPOBaHUM CHpOCA, YIPABICHUH OXUAAHUAMH KIMCHTOB U CHIDKCHUH HEOINPEAeIEHHOCTH, O0YyCIOBIECHHON
HeMaTepuaIbHON MpUpOI0il yCiayru. B ycloBUsIX NOCTHAHAEMUYECKOTO BOCCTAHOBJIEHUSI MEXAYHAPOIHOIO TypU3Ma U
ycuieHust IM(POBOH 3aBUCUMOCTH CIIPOCa aKTyalbHOCTh HHTETPUPOBAHHOTO MOAX0/A K YIPABICHUI0 KOMMYHHKAIMSIMA
CYLIECTBEHHO Bo3pocia. llenb NaHHOrO HCCIENOBaHMS — CHCTEMAaTU3UPOBaTh OCHOBHBIE IOAXOAB! YIIPABICHUS
KOMIIJIEKCOM MapKeTHHToBbIX KoMMyHuKanui (KMK) B roctuanaHOM On3Hece M 000CHOBAThH YIIPABIEHUECKYIO MOJETb,
00€eCIeunBaIOIIyI0 COIACOBAHHOCTh COOOIIEHUH N SKOHOMHIECKYIO 3(()EeKTHBHOCTS B OMHHKAHAIBHOH cpene. Haydnas
3HAYMMOCTh PA0OTHI OMpENeNseTcs BOCIOIHEHHEM NpoOena B SMIIMPUYECKOH JINTEepaType MO WHTETPUPOBAHHBIM
MapKeTHHTOBEIM KoMMyHHUKarusM (MMK) nmpuMeHnTensHO K TOCTHHHYHON MHIycTpud. [IpakTHdeckas 3HaYMMOCTH
COCTOHUT B TOM, YTO NPEJIOKEHHBIE YIPABICHUECKHE TIPUHIUIbLI IPUMEHUMBI B TOCTUHHLIAX PA3IWYIHBIX (popmaToB u
MacmTaboB. B mcciaenoBaHuM NMPUMEHSIOTCS CHUCTEMHBIM M CPAaBHUTENBHBIN aHallN3, KOHTCHT-aHAIN3 HAyYHBIX U
OTPAaCJICBBIX UCTOYHUKOB, a TAKKEC aHaJIN3 BTOPUYHBIX JaHHBIX IO paclpE€aCICHUIO U HI/I(I)pOBBIM KaHaJIaM. Pe3yJ'[I>TaTI)I
MOKa3bIBAIOT, YTO CHCTEMHO-MHTETPAalMOHHBIA monxon K ympasiennto KMK obecneunBaer Gonee ycToifumBbie
PBIHOYHBIC PE3IYJIBTATHI IO CPAaBHCHHUIO C KaHAJI-OPUCHTUPOBAHHBIM YIIPABJICHUCM, 0COOEHHO B YCIOBUAX BBICOKOM
3aBHCUMOCTH OT oHJaiH-areHTCcTB nyremecTBuil (OTA) u meranoucka. Ilpemoxkena ympaBiaeHueckass MOJENIb U3
YeThIPEX KOHTYpPOB: CTPAaTerMYeCcKOro, IpPOLECCHOIO, OPraHM3allMOHHOTO M KOHTypa KOHTpoJs. Bxmax pabotsr
3aKJII0YaeTCsl B THIIOIOTUH MOoAX00B K ynpasinennto KMK 1 B 000cHOBaHMM YCIIOBHH IPUMEHUMOCTH Ka)XKJJOTO U3 HUX.
[IpakTnueckne peKoMeHAAIMY HalpaBieHbl Ha opMHpoBaHKue Moaen yrpasinenuss KMK, nepexon K IIaHMpOBaHHIO MO
MyTU KIMEHTa U pa3BuTue cucteMsl MeTpuk UMK,

Ki1ro4eBble ¢10Ba: TOCTHHUYHBIN OM3HEC; MapKETHHIOBbIE KOMMYHHUKAIINN; HHTETPUPOBAHHbIC MapKETHHIOBBIC
KOMMYHHKAIIMH; OMHUKaHAJIBHOCTB; IH(poBsie kaHansl; OTA; ynpasnenue OpeHIOM.
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Abstract. Marketing communications in the hotel industry play a central role in demand generation, customer
expectation management, and reducing uncertainty inherent in the intangible nature of hospitality services. Against the
backdrop of post-pandemic recovery of international tourism and increasing digital dependence of demand, the relevance
of an integrated communications approach has grown substantially. This study aims to systematize the key approaches to
managing the integrated marketing communications (IMC) mix in hotel businesses and to justify a managerial model
ensuring message consistency and economic efficiency in an omnichannel demand environment. The scientific
contribution lies in addressing a gap in empirical literature on IMC within the hospitality industry. The practical
significance consists in the applicability of the proposed managerial principles to hotels of various formats and scales.
The study employs systemic and comparative analysis, content analysis of academic and industry sources, and secondary
data analysis of distribution and digital channel reports. Results demonstrate that a system-integration approach to IMC
management yields more stable market outcomes compared to channel-oriented management, particularly under
conditions of high dependence on online travel agencies (OTAs) and metasearch platforms. A four-contour managerial
model is proposed, comprising strategic, process, organizational, and control contours. The study contributes a typology
of IMC management approaches and a justification of conditions for each approach's applicability. Practical
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recommendations focus on building an IMC governance model, transitioning to customer journey planning,
and developing a comprehensive IMC metrics system.

Keywords: hotel business; marketing communications; integrated marketing communications; omnichannel;
digital channels; OTA; brand management.

KOHAK YH BU3HECIHJIEI'T MAPKETUHI TIK KOMMYHUKAIUSJIAP KELIEHIH
BACKAPY/IbIH HEI'I3I'T TOCUIAEPI

1D o
E.H. Hazap6ex* ® , I'.K. BaiixakcbiHOBa
Anmatel MenemxkmenT Y HuBepcutet, Anmarsl, Kazaxcran
*e-mail: erkezhannazabek@gmail.com

Tyitinneme. Konax yii Ou3HeciHJeri MapKeTHHITIK KOMMYHHKAIUsJIap CYPAaHBICTBI KaJbINITaCTHIPYAbIH,
KJIMEHTTEP KYTYJIEePiH OacKapyIblH jKOHE KBI3METTIH MaTepUAIBIK €EMEC CUIIaThiHA OaiiIaHbICThI OCJTICI3MIKTI a3alTyIbIH
Heri3ri Kypajisl 0oibin TaOblIajpl. [lanaeMusan KeHiHrl XanbIKapajblK TYPH3MHIH KaJllbIHA KeJTyl )KoHe CYPaHbICThIH
UQPIIBIK TOYEIAUTITIHIH KYIIET01 KaFAaibIH 1a HHTEeTpalMsUIaHFaH KOMMYHHUKALUSIIap TOCUTIHIH ©3€KTUIIr aifTapibIKTai
apTThL 3epTTeyNiH MaKkcaThl — KOHAK YH OM3HeciHaeri MapKeTHHITIK KoMMyHuKanusuiap kemenin (MKK) Gackapynbia
HETI3r1 ToCUIIEpiH XKyiiesey >koHe OMHHapHAIIBI OpTa/ia XabapiaManap/AblH KeJiCiMIUIIrT MeH SKOHOMHUKAJIBIK THIMIUTITIH
KaMTaMacbhl3 eTeTiH OacKapylIBUIBIK MOJENbIl Heri3ney. JKYMBICTBIH FBUIBIMA MAaHBI3IBUIBIFBl HHTETPAlMsIIAHFaH
MapKeTHHTTiK kommyHuKasuiap (MMK) OolipiHIIa KOHAK Yil HHIYCTPHSACHIHA KATHICTHI SMIIMPUKAJIBIK 3epTTEylIepaeri
OJIKBUIBIKTHI TOJITBHIPYNAH TYpajbl. [IpakTHKaIbIK MaHBI3ABLIBIFG] YCHIHBUIFAH 0AaCKapyIIBUIBIK KaFUIATTapIbIH SPTYPIi
(hopmarTarsl skoHE MacmTaOTarkl KOHAK Yillepae KOJAaHBUTYbl MYMKIH €KeHAITiHeH Typapl. 3epTTeyae KyHeliK KoHe
CaBICTBIPMAJIBl TaJlay, Ma3MYHIBIK TaJlay, COHIal-aK eKiHII PeTTIK JepeKTepll Tajnay KoJjaHbUIansl. Hotmkenep
MKK 6GackapynslH SKyHeTi-MHTeTpalusuIbIK TOCLT HAPBIKTHIK HOTWDKEICPHiH TYPaKTBUIBIFBIH KaMTaMachl3 €TETiHiH
kepcereni. Tepr KOHTypAaH TyparblH OacKapylIbUIBIK MOJENb  YCBIHBUIQABI: CTPATErHsUIbIK, MPOLECTIK,
YHBIMIIACTHIPYIIBUIBIK JkoHE Oakpuiay KOHTYpbI. IIpakTukansik yeeiHbiMaap MKK Gackapy MopeniH KaibITacThIpyFa
JKOHE KITMECHT JKOJIbI OOMBIHIIIA JKOCTIapiiayFa KeIlyre OarbITTaFaH.

Kint ce3mep: konak yi# Ou3Heci; MapKETHHITIK KOMMYHHUKalWsUlap; HHTETPAlMsUIaHFAaH MAapKETHUHITIK
KOMMYHUKAIUsIIap; OMHUAPHATBLTBIK; UG PIbIK apHanap; OTA; Operari 6ackapy.

BBenenue

l'octuHuYHEI OHM3HEC — OJHA W3
HEMHOTHX OTpaclied, T/Je€ MapKETHHTOBBIC
KOMMYHHKAITUU OJHOBPEMEHHO (POPMHUPYIOT
CIIPOC, YHOPABISIOT OXKHUJIAHUSAMH KJIHUCHTA H
CHUXAIOT HEOMNpPEeJeIEHHOCTh, BBI3BAHHYIO
HeMaTepuaIbHOU MIpUPOAOH YCIIYTH.
IlocTnangemudeckoe BOCCTAHOBJICHHUE
Typu3Ma 0OHaKUJIO CTPYKTYPHBIEC H3MCHCHHS:
0  JaHHBIM UN Tourism (2025),
MEXKIyHApOJAHbIC TMPUOBITHS BEPHYJIUCH K
ormetke 1,5 mupa B 2024 roamy, oJHAKO
MOTPEOUTENLCKOE TIOBEICHUE MPUHITUTTHAIBHO
W3MEHWJIOCh ~ —  YCWIWJIach  II€HOBast
YyBCTBUTEIBLHOCTH, BO3POCIIA 3aBUCUMOCTD OT
HU(PPOBBIX TOCPETHUKOB, a YUCIO TOUYEK
KOHTakKTa TOCTS C  OTelIeM  KpaTHO
ymuoxmiocs. World Travel & Tourism
Council (WTTC, n.d.)) omeHuBaer BKIaj
orpacnu B rinobansabii BBIT B 10,9 TpmH
pomn. CIHIA — oxono 10% MupoBoit
SKOHOMMUKH, 4TO MOoAUEPKUBACT eé

cTpaTeruueckoe 3HadyeHue. Kazaxcran
KaK 4YacTh TJ00aJBHOTO TYPUCTCKOTO DPBIHKA
TaKXke JEMOHCTPUPYET pOCT TOCTUHUYHON
UHPPACTPYKTYpHl, (opMupys 3ampoc Ha
npodeccHoHaIbHOE yIpaBiieHue
KOMMYHUKAIUSIMHU Ha ypOBHE
MEXIYHAPOIHBIX CTaHIAPTOB.

Poinox OpOHUPOBAHUI cran
OMHHKaHaJIbHBIM u 1aTGOPMEHHBIM.
Cornacao RateGain (2025), OGponupoBanus
pacmpeneneHbl  MPaKkTUYeCKH PaBHOMEPHO
Mexay nsaTeio kaHamamu: OTA  (ommaiin-
areHrcTBa nyremectBuil) — 21%, npsmoit
upposoit kanan — 21%, GDS (rmo6ansHbIe
TucTpuOynnonueie  cucrembl) —  20%,
rojiocooi ka"ain — 18%, walk-ins wu
rpynnossie npogaxu — 19%. B Takux
YCIIOBHSIX pa3po3HEeHHOE yIpaBJeHUE
pexnamoii, PR u mpomaxkamu mNpUBOIUT K
HECOTJIaCOBAaHHOCTH o0elanuii OpeHa, pocTy
CTOMMOCTH TIPUBJICUYCHUS U CTPATETHYECKOU
YSI3BUMOCTH nepen aTGopMamu-
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MOCPETHUKAMM. Hapacraromas poIIb
metanoucka — Google Hotel Ads npumensitoT
80% espomneiickux oteneit (HOTREC, 2024)

— ¥ BbIcOKag gosst ormMeH o OTA-
kaHanaM (0ko110 42% npotus 18% 1o npsimMbiM
OoponupoBanmsiv, D-EDGE, 2024) nenator
ynpaBjieHue KOMMYHHUKAIMSIMU U MOJUTHKON

OpOHUPOBAHUS B3aUMOCBSA3aHHBIMUA
2JIEMEHTaMU €IMHON CUCTEMBI I0XO/0B.
Hecmotps Ha OYEBUHYIO

MPAKTUYECKYI0 MOTPEeOHOCTb, TOCTUHUYHBIN
KOHTEKCT OCTa€TCsl HEJOCTATOYHO N3YYCHHBIM
B JuUTeparype IO  HMHTErpUPOBAHHBIM
MapKeTUHToBbIM KoMMmyHukauusMm (MMK):
Porcu et al. (2019) koHcTaTHpYIOT, YTO
BIIMSIHUC CHCTEeMHOM MHTErpanuu
KOMMYHUKAIMH Ha pe3yIbTaThl TOCTUHUYHOTO
OusHeca  TpeOoBaio  Ooyiee  CTPOTUX
SMIIMPUYECKUX JOKa3aTelabcTB. B Oozee
HIIPOKOM 1U(ppoBOM KoHTekcTe SO et al.
(2021) neMOHCTPUPYIOT, YTO BOBJICYEHHOCTH
KIIMEHTOB Yepe3 HHTETPUPOBAaHHBIE TU(PPOBBIC
KaHaJIbl MIOJI0KUTENILHO BIUSAET HA JIOSUIIBHOCTh
Y HaMepeHHUe TOBTOPHOTO OPOHUPOBAHHUS, TEM
caMbIM TOJTBEPXk/asi IIEHHOCTh CHCTEMHOIO
MOJIX0Aa K KOMMYHHUKAIlUsIM B  OTpPACIIH.
Oco0yl0 aKTyalbHOCTh JaHHas TeMaTHKa
npuoOpeTaeT Al Ka3aXCTaHCKOTO PHIHKA, T/e
YCKOpPEHHOE pa3BuTHE TOCTUHUYHOMN
UHPPACTPYKTYPHl B COYETAaHUU C AKTHBHBIM
pocToM OHJaMH-OpoHMpOBaHU (opMupyet
3apoc  Ha  yNpaBJICHYECKHE  MOJEINH,
a/lalITUPOBAHHBIE K BBICOKOH 101e u(pOBBIX
KaHaymoB. Hacrosimast cTaThsl HaleleHa Ha
3all0JIHEHME JTOro mnpobena: e€ Leap —
CHCTEMaTH3HPOBATh MOJIXOMABI K yIPaBICHUIO
KOMIIIEKCOM MapKETHHTOBBIX KOMMYHHKaIIUH
(KMK) B rocTiHMYHOM OH3HECE M 000CHOBATH
yIpaBJIEHYECKYIO0 MOJIEb, 00ECIeUHBAIOLIYIO

COIIACOBAaHHOCTH co001IeHNH B
OMHUKaHaJIbHOU cpene. enTpanbHas
TUIOTE3a: CUCTEMHO-UHTET PAIIMOHHBINA

noaxon k ymnpaeineHuto KMK obGecneunBaer
0oJiee YCTOWIMBBIC PHIHOYHBIC PE3YJIETATHI 10
CPaBHEHHMIO C  KaHaJI-OPHUEHTHPOBAHHBIM
yIOpaBlIeHUEM, OCOOCHHO TIpH  BBICOKOH
3aBucumoctH oT OTA u MeTaloncka.

O030p JuTEpaTyphI

TeopeTnueckas JTUHUSA HCCIEIOBAHUN
NMK/KMK neMoHCTpHpYET TMOCTETIeHHBIN
CABUT OT KOOpPJAWHAIIMM HWHCTPYMEHTOB

npoaBmwkeHuss K  TpakroBke MMK  kak
CTPaTErnyecKoro ymnpaslIE€H4YECKOro Iporecca.
Daszkiewicz & Pukas (2016)
CUCTEMATU3UPYIOT ONPEIENIECHUs, B KOTOPBIX
NMK onuceiBaercs Kak CTpaTerMuecKui
Ou3Hec-TpoliecC IIAHUPOBAHUs, pa3pabOTKH,
peayn3allii M OLIEHKM KOOPAMHHPOBAHHBIX,
U3MEPUMBIX POrpamMM OpeHI-KOMMYHUKALIUN
C pa3HBIMU ayIUTOPUSAMHU. B 3THX TpakToBKax
MIPUCYTCTBYIOT: ()OKYC Ha COIJIACOBAaHHOCTHU
(«omuH  TOJNOCY»),  pacuIMpeHHe  Kpyra
ayJIMTOpUN 10 CTEUKXOJIEPOB, TpeOOBaHUE
U3MEPUMOCTHU u TEXHOJIOTUYECKas
00yCJIOBJIEHHOCTD UHTETpaluu.
TneybepaunoBa u CabnenbekoBa (2018)
noguépkuBaroT, uro HWMK npenmnonaraer
oobenuHeHne  pexinambl, PR,  mpsmoro
MapKeTHHIa, CTUMYJIHpPOBaHUs cObITa U
JUYHBIX TpOJaX B E€AUHYIO CHCTEMY
BO3JICHCTBUS Ha MOTPEOUTEIS.

CoBpeMEHHBIN KOHTEKCT TOCTUHUYHOTO
Ou3Heca yCUIMBAET NPUKIIAHYIO 3HAYMMOCTh
NMK 1o HeckosbKMM HampasieHusM. Bo-
MEPBBIX, OMHUKAHAIBHOCTb  OOBEKTHBHO
YCIIO’)KHSET YIIPaBJICHNUE KIMEHTCKUM OIBITOM.
Lemon & Verhoef (2016) momx4épkuBaroT, 4TO
KJIMEHTBl B3aUMOJCHCTBYIOT C KOMIIAHUSMHU
4yepe3 MHOKECTBO TOUYEK KOHTAKTa B Pa3HBIX
KaHalax, W 4YTO 3TO TpeOyeT HHTerpanuu
OomsHec-pyHkumii u  maptHépoB. s
TOCTHHHMIIBI oOemanue OpeHja JTOJDKHO OBITh
OJIMHAKOBO JIOCTOBEPHBIM B KOMMYHHUKALHIX
70 OpOHMpOBaHUs, B MPOLIECCE CEPBUCA U B
IIOCTKOMMYHUKAaIMKU. Kakplil pa3spsiB MEXIY
o0eIaHueM M pealbHOCTbIO (PUKCUPYETCS B

OT3bIBax u TPaHCIUPYETCS Ipyrum
MIOTEHIUATIbHBIM F'OCTSM.
Bo-BTOpBIX, QpoBBIE KaHaJIbl

YCUJIMIIN POJIb MTOJTb30BATENILCKOT0 KOHTEHTA U
nosepusi.  Sparks & Browning (2011)
MOKa3bIBAIOT, YTO XapaKTEPUCTHKH OHJIAMH-
OT3BIBOB — TOHAJBHOCTh, MOPSAOK MOJAYU
uH(pOpMAIMY, HaJTMYNE YUCIOBOTO PEUTHHTA

— 3HAUYMMO BIMAIOT HAa HAMEpEHHE
OpoHHpOBaHUs U J0BepHe K oTenmo. Xiang &
Gretzel (2010) ¢uxcupyroT, 4TO COIHATbHbIC
Menua  COCTAaBISIOT  3HAYUMYIO  JIOJIO
MTOMCKOBOM BBIZIAYH IO TYPHCTCKUM 3aIpocaMm.
DTO O3HAYaeT, 4TO YNpaBIICHHE PEMyTaluei
U TIOJNB30BATEIbCKAM  KOHTEHTOM  CTajo
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HEOTJCIMMON YacCTbl0 KOMMYHHUKAIHOHHOW
crpareruu orensi. Buhalis & Volchek (2021)

JIOTIOJTHUTEIBHO apryMeHTUPYIOT, 4TO
UHTETpanus 00BIINX JTAHHBIX B
MapKeTUHTOBYIO  aTpUOyLMIO  IO3BOJISET

TOCTHHHIIAM TOYHEE OIICHWBATh BIHMSIHHE
K0 TOYKM KOHTAaKTa Ha HUTOrOBOE
perieHue 0 OpOHNUPOBAHUH.

B-TpeTpux, B TOCTUHUYHON HMHAYCTPUH
HAKOIUICHBI ~ OMITMPHUYECKHUE  OCHOBAHMUS
paccmaTpuBarh NMK KakK ¢axTop
pesymbraTuBHOCTH. Seri¢, Gil-Saura & Ruiz-
Molina (2014) uccienyrot Biausaue UMK u
TEXHOJOTMM Ha NOTPeOUTENbCKUN KamuTal
OpeHzna B KOHTeKcTe roctunuil. Porcu et al.
(2019), mnpoBenms ompoc TOM-MEHEIKEPOB
TOCTUHUYHBIX KOMIAHWUH, JAEMOHCTPHPYIOT
MIOJIOKHUTEITHHYIO CBSI3b CUCTEMHOU
MHTETpaluil KOMMYHUKAIUI € pPHIHOYHBIMU
pe3ynpTaTaMu, BKJIIOYas MPOAAaXKH, OpeHn-
IPEUMYIIECTBA M KIMEHTCKHE  HCXOJBI.
Luxton, Reid & Mavondo (2015)
aprymentupyotr, uro HWNMK-crnocobHocts
bupMBI MOJIOKHUTEITHHO BITHSIET Ha
3¢ (GEKTUBHOCTh KaMIaHUN U JOJATOCPOUYHYIO
pe3yabTaTuBHOCTH Openma. So et al. (2021),
uccienys BOBICYEHHOCTh KIMEHTOB B cdepe
TOCTETPUIMCTBA, HOJTBEPIKIAIOT, qTO
COTJIACOBAHHOE  B3aUMOJEHCTBHE  4Yepe3
nU(pPOBBIE KaHAJBl YCHIUBACT JIOSUIBHOCTh U
MOBTOPHBIE MOKYTIKH.

B-uerBépThIX, dposas
TpaHc(opManus 1 HCKyCCTBEHHBI HHTEIUICKT
040%)) MOBBILIAIOT TpeOoBaHuUs K
MepCOHANM3AMN M YIPaBICHUIO JTaHHBIMU.
OECD (2024a) Beinensier renepatuBHbiii MU

cpenu TEXHOJIOT Ui, (GyHIaMEHTATBHO
menstonmx  typusMm.  OECD  (2024b)
NOA4YEPKHUBAECT, 4TO HepPCOHANTN3AIINS

KOMMYyHHMKauil ¢ npumenenneM U tpedyer
HaJEKHBIX Mep 3aIUTBI JAHHBIX
norpedureneit. s roctumaunel  CRM-
cerMeHTauusi (ynpaBlieHUE OTHOLICHUSMHU C
KJIMEHTaMH), JAUHAMMYECKUH KOHTEHT U
MIPEIUKTUBHBIE PEKOMEHJAIMU CTAHOBATCS
TE€XHOJIOTMYECKH  JOCTYNHBIMH,  OJIHAKO

GbopMUPYIOT HOBBIE PUCKH B 0OJIACTH
COOTBETCTBUSI HOPMaTUBHBIM TpeOoBaHusIM. B
OTEYECTBEHHOW MpakTHKe PermerHukoBa &
TperbsikoBa (2025) nDOATBEP)KIAIOT, YTO
MHTErpalusi MHCTPYMEHTOB HPOJABHKEHHS C
y4ETOM CIEMU(PUKH PETHOHAIBHBIX PHIHKOB
MOBBIIIAET YCTOMYUBOCTh KOMMYHUKAIUH.

Ha »tom dQone coxpansercs psin
ucclieIoBaTeNbCKuX mpoOenoB. B mpaktuke
roctuanl UMK Hepenko paspsiBaeTcs MexXay
byHKIMAMU MapKeTHHIa, IPOJIAK,
YIpaBJICHUS JOXOJJaMH, AJIEKTPOHHOU
kommepiuu ¥ PR, Torna kak OMHHUKaHaJIbHOE
MOBEJICHUE KJIMEHTa TPeOyeT eTUHON JOTHKH
MyTH KJIKEeHTa U obemanus Openaa (Lemon &
Verhoef, 2016). JlauHbIii pa3pbIB MPOSIBISIETCS,
B YaCTHOCTH, B CHUTyallUsiX, KOIJa ILI€Ha H
ycioBus, TpaHcaupyembie gepes OTA,
pacxoisaTCcsl C TEMH, 4TO NPEACTaBICHbI Ha
opunmarbHOM calfTe WIM B PEKIaMHBIX
KaMIIaHUSIX: KIMEHT BOCHPUHUMAET 3TO KakK
HECOOTBETCTBHE, CHIDKAIOIIEE JIOBEpHUE K
Openny. Meronst wu3mepenuss MMK kax
cucTeMHOTO 3¢ (deKTa OCTAIOTCS CIIOKHBIMH:
Ewing (2009) noaué€pkuBaeT HEOOXOIUMOCTh
OLIEHKM CHUHEPTHH, BBIXOISMIEH 3a paMKu
aTpulOynuyd MO KaHalaM, M YKa3blBaeT Ha
neQuIuT MHCTPYMEHTOB, CTIIOCOOHBIX
3aQUKCUPOBAaTh  KyMYJSITUBHOE  BIIMSHUE
MHTETPAallMd Ha TOBEJACHUE NOTPEOUTEII.
byxanuc u Bomuek (Buhalis & Volchek, 2021)
pa3BUBAIOT Ty WJEK0, T[OKa3bIBas, 4TO
TAaKCOHOMHUS MAapKETUHIOBOW aTpuOyIuu B
muppoBoil  cpene  JODKHA — YUYUTHIBAThH
B3aMMOJICIICTBIE MEXIy KaHallaMH, a He
paccMaTpuBaTh ~ MX  KaKk  HE3aBUCHMBIE
HUCTOYHUKH KOHBEPCHH. Haxowner,
watopMeHHasE apXUTEKTypa OPOHUPOBAHUMA
CO3/1a€T BHEUTHUI KOHTYP KOMMYHUKALIUH, I/1e
TOCTHHHUIIA YAaCTUYHO TEPSieT KOHTPOJIb Haj
CBOMM TPEJCTaBICHUEM: KOHTEHT KapTOUYKHU
OTA,  anropuT™Mbl  paHXHpPOBAHUS U
MOJIb30BATEIbCKUE  OT3BIBBI  (POPMUPYIOT
BOCTIpHATHE OpeHIa HE3aBHCHMO OT YCHIIMH
MapKeTUHTOBOM KOMaHAbl. 3IT0 Tpelyer
BKJIIOYCHHUSI YTPABICHUS OTHOUICHUSMHU C
mwiatGpopMamMu-nocpeTHUKaMd B COCTaB
KOMMYHUKAIIHOHHON CTpaTeruu KaK
MIOJIHOIICHHOTO €€ DIIEeMEHTA.
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MeTtonoorus

HccrnenoBanue BBIONHEHO B (hopmaTe
aHAIUTUYECKOTO 0030pa M KOHLIENTYalbHOTO
CUHTE3a. OMIMpuyeckas 6a3a cgopmupoBaHa
3a CU€T YETBIPEX I'PYII UCTOYHUKOB. llepBas

— o¢uuuanbHble OTpPaAcieBble OTYETHI
MeXITyHapoaHbix opranm3anuid: UN Tourism
(2025), WTTC (n.d.), OECD (2024a, 2024b),

European Travel Commission (2025).
OT160p ocyuiecTBIsUICA MO KpUTEPUSIM
oumanbHOrO CcTaryca M aKTyaJbHOCTH
naHHbIX (He crapiue 5 sier). Bropas — oTuéTsl
[0 TOCTUHUYHOMY  PpAaCHpENEICHUI0 U
mudpossiM kaHamam: RateGain (2024, 2025),

HOTREC (2024), D-EDGE (2024),
AHLA

(2025). Tpetsss — peneH3UpYyEeMbIe
Hayunble crtath 1o HWMK/KMK, nyrtu
KJIMEHTA, I10JIb30BATEILCKOMY KOHTEHTY U
Kanurtaiay OpeHJa B TOCTHHUYHOM KOHTEKCTE;
MOMCK TpoBoMIICS B Oa3ax Scopus u Google

Scholar. Yerséprass —  KopmopaTuBHasI
OTYETHOCTD y4aCTHHKOB
OKOCHUCTEMBI OHJIAMH-

oponuposanuii (Booking Holdings, 2026) kak
WH/IUKATOp KOHKYPEHTHOW MHTEHCUBHOCTH.
Jloruka paboOTHl BKIIOYAla YEThIPE
srana: (1) aHanM3 KOMMYHUKAIIHOHHOW CpPEJIbI
TOCTHHHIlT W  BbIAeNeHHEe (akTopoB €€
tpanchopmarmm —  TIATHOPMHUBAIINH,
OMHHUKaHaIbHOCTH, pocra poim
MOJTE30BATENILCKUX OT3BIBOB M METATIONCKA; (2)
CpPaBHUTEIBHBIA  aHAIM3  MOAXOJOB K
ynpasienuto KMK ¢ pa3zpaboTkoil kputepues
CpaBHEHHsI TO TISITH TapamMeTpamM: JIOTHUKa
KOOp/AMHAIINH, pacrpeaesieHne OJKETOB,
KPI, cBs13b KaHAJIOB MTPOJAX 1 KOMMYHHUKAIIHH,
MEXaHU3M OOECTeUeHHs COTIIAaCOBAaHHOCTH
Openna; (3) KOHTEHT-aHAIM3 KIFOUEBBIX
nccnenoBanuil o BiustHuM UMK Ha peIHOUHYIO
Pe3yIbTaTHBHOCTH, HOTPEOUTETHCKHUIA
Kanurtaja OpeHJa M KIMEHTCKHE UcXonbl; (4)
KOHIICNITyalIbHAsl pa3padoTKa yIpaBICHYECKOM
mogesn  KMK  Ha  ocHOBe  cuHTE3a
TEOPETUYCCKUX TOAXOJOB U  OTPACIECBBIX
naHHbIX.  Kpurepum  otOopa  Hay4HBIX
myOMMKanui BKITIOYATH HHICKCAIMIO B SCOPUS
i Web of Science, nutiupyeMocTs He MeHee
50 pa3, a TaKKe TEMAaTUYECCKYIO
peneBantHocTh Teme MMK B chepe
rocrenpuuMcTBa. OrpaHUuYEHHUE: CTaThsi HE

BKJIIOUAET TMEPBUYHBIA ONPOC Ha BBIOOPKE

KOHKPETHBIX TOCTHHHI. OTOT (akT
MpHU3HAETCS aBTOPAMH KaK METOJJ0JIOTHYECKOE
OTpaHUYEHHE, KOTOpPOE, BMECTE C TeEM,
SABIISICTCS TUMMYHBIM JUISI KOHIENITYaJbHO-
aHAIMTHYECKNX  paboOT, HAICICHHBIX Ha
CHCTEMaTH3allMI0 CYUIECTBYIOIIUX 3HAHUN U
hopmynupoBaHue YIIPABICHYECKUX
IPUHIUIIOB, MPOBEPSAEMBIX B IMOCIEAYIOIINX
AHMITUPUYECKUX UCCIICIOBAHUSIX.

Pe3yabTarhl 1 00CyK1eHUE

KoMMmyHuKanmmoHnHasi cpena TOCTHHHUIL
Kak OCHOBa BbIOOpa  yNpaBIEHYECKOTO
oaxo/aa

CoBpeMeHHas TOCTHHHIIA
(GYHKIMOHUPYET B Cpelie, I/Ie KaHall MpOoaax
OJTHOBPEMEHHO ABIISETCS KaHaJIOM

kommyHukanuu. RateGain (2025) dukcupyet
naputet npsimoro nugposoro kanaia u OTA,
a Takke crabwipHylo gomo  GDS wm
rOJOCOBOTO KaHajla, 4YTO YKa3blBaeT Ha
HEOOXOOUMOCTh  YHpaBIATh  MOpTQeseM
KaHaJIOB KakK eIuHOM cuctemoil. 1Io maHHBIM
RateGain (2024), JIOJISt OHJIaWH-
OpoHupoBanuii npessimaer 50% y rocTUHMIL
Bcex pasmepoB. Corimacio HOTREC (2024),
npsiMble KaHaabl cOCTaBIAOT 50,9% HOUEBOK,
a DJIeKTpoHHas mucTpuOymus — 45,1%;
MIPUMEPHO Ka)bIil MATHIA OTENlb UMEET JOII0
OTA cBoitie 50%. MeTanouck nie-¢hakto crai
00s13aTeNIbHBIM AIIEMEHTOM
KOMMYHUKAIIMOHHOW 3KocucTembl:  Google
Hotel Ads wucrnomb3yror 80% OMpOIIEHHBIX
TOCTHHHIL.

Takoe OKpyKeHHE MEHSET IKOHOMUKY
KOMMYHHMKaIUi B ABYX u3MepeHusx. C ogHoun
CTOPOHBI, YCWJIMBAeTCSd KOHKYpPEHIHS 3a
BHUMaHMe: mo ngaHHeIM Booking Holdings
(2026), MapkeTHHIOBBIE PACX0/IbI KOMIIAHUH 32
2025 ron cocraBunu 8,186 mupa mosn. CIHA,
HaTJIITHO JIEMOHCTPUPYS BBICOKYIO «IIEHY
tpaduka». C npyroit — pactyT puUCKH H3-3a
ormen: D-EDGE (2024) d¢uxcupyer nomio
oTMeHEHHOH BBIpyukn y Booking.com B
EBpornie okono 42%, torga Kak y NpsSMBIX
OponupoBanuii — okoisio 18%. PaspeiB B 24
MPOLIEHTHBIX TMyHKTa JelaeT YIpaBJieHUE
KOMMYHUKAITUSIMHU u TIOJTUTUKOU
OpOHUPOBaHUS B3aMMOCBSI3aHHBIMU
AJIEMEHTAMH €IMHOW CHCTEMBI JT0XO/I0B.
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CpaBHUTENBbHAS THUIOJOTHS IOAXOJO0B
ynpasieanss KMK

s TOCTUHUIIBI KOMMYHHMKAIH
BKJIFOUAET HE TOJIBKO PEKIaMHBIC COOOIICHN,
HO M CEpBUCHBIC B3aUMOJICHCTBUSA, LU(PPOBBIE
uHTEpPechl, OTBETH HA OT3BIBBI U IOBE/ICHUE
nepcoHanga Kak Hocutens Opennpa. C yuérom

BBISIBJICHHBIX JIPaliBEPOB 11€J1eC000pa3HO
BBICIUTh JIBa KJIIOYEBBIX IMOAXOJAa K
yopasieauto KMK, paznuuarommxcs 1o
JOTMKE  KOOPIWHALIMM,  PacHpeiesICHHIO
OI0JDKETOB M KIIIOYEBBIX  IOKa3aresien
s¢dexruBHocTH (Tabnuua 1).

Taﬁ.lmua 1-ConocraBienue MmoAX0A0B YIIPABJICHUA KOMIIVICKCOM MAPKETUHI'OBBIX

KOMMYHHMKAIMHA B TOCTUHHYHOM OM3Hece
Ilonxox Kpatkoe onucanue

CucremHo- KMK paccmatpuBaeTcs Kak

HHTETPAIMOHHBIH

(MexyHKIIOHA
IeHEIH, «firm-
wide IMC»)

OpraHn3alMOHHAs
CHOCOOHOCTE: €IMHOE
TIO3UIIMOHUPOBAHHUE U
TIPUHIHIT «OTHOTO TOJIOCay,
MEX(PYHKIIMOHATBHOE
IUTAHUPOBAHNE KOHTEHTA U
KaHaJlOB, CHHEPIHs
KOMMYHUKAIUI U cepBHca,
YIPaBJICHUE CTEHKXONIEpaMuU
(roctu, mapTHEPHI, IEPCOHAI).
D dexTr OleHUBAIOTCS TIO
poJiaxxam, OpeHy u
KIIMEHTCKHUM HCXOJIaM.

Kanan- KMK ynpaBnsiercs «1o

OpPHEHTHUPOBaHH
Bl (TaKTHKO-
niepdopmMaHCHbIH

KaHajam»: OT/eJbHbBIE
oromxersl 1 KPI g OTA-
MapKeTHHI'a, TIATHOTO
MOUCKA, COUATBLHBIX CETEH,
PR; pokyc Ha KpaTKOCPOUHOM
kousepcun, ROAS/CPA u
3arpysKe; KOOpIHHAIINS
OrpaHUYeHa YPOBHEM
KaJIeH/Iapsi KaMIaHUH.

IIpeumymecTa Henxocrarku Curyauuu
TPUMeHEHHUS
CortacoBaHHOCTE Bricokue Cetn

obemtanuii OpeHna;

TpeOOBaHUS K

TOCTHMHHUIEI C

CHIKEHHE JIAHHBIM U Pa3BUTHIM
«KaHHUOAITM3AIKMY) = AHAIUTHKE, OpeHoM;
KaHAJIOB; OpraHU3aIl[MOHHAs | BBICOKAs
yCTOHUYMBOE CIIOYKHOCTB; KOHKYPEHIINS;
yIpaBleHUE IyTEM | JUTUTENbHBIN LMK | CTPEeMJICHHE
KJIMEHTA U BHEJIPCHUS, CHHU3UTH
penyTanuen; HE00X0AUMOCTh 3aBUCHUMOCTb OT
MOTEHITHAT pEriIaMeHTOoB U OTA;
JIOJITOCPOYHOM IpaBUJI BJIAJICHUS OpUEHTalus Ha
JIOSITBHOCTH U KOHTEHTOM. MIOBTOPHEIE
Openn- TPOJIAKH U
MPEeUMYIIECTBA. JIOSUTHHOCTb.
BricTpas Puck He3aBucumslie
OTITUMH3AIIHS; HECOTJIACOBaHHBIX | OTEINH,
npo3pavHast COOOIIEHHH; POCT | OPUEHTUPOBAHH
aTpuOyIUs B 3aBUCUMOCTH OT bIC Ha
npejenax KaHaja; TIOCPE/THUKOB; KPaTKOCPOUHYIO
y1o0CTBO ciabast pabota ¢ 3arpysKy;
ayTCOPCUHI'a; pernyTanuen; KpU3UCHBIE
TOJXOIHUT MPH TPYJHOCTD TICPHOJIBI;
nedurmre YIIPAaBIICHUS OrpaHUYCHHBIH
pecypcos. JIOJITOCPOYHBIM LITaT U
OpeHIoM. aHAJIMTHKA.

HpI/IMe‘IaHI/Ie — COCTaBJICHO aBTOPOM Ha OCHOBE aHaJIn3a HAYYHBIX U OTPACJICBbIX HCTOYHHUKOB.

CHCTEeMHO-MHTETPAIMOHHBIA  TIOJXO0.
CTaHOBHUTCA 0Oo0jiee pEJeBaHTHBIM IO Mepe
YCIIOXKHEHHUS ITyTH KITMEHTa U POCTa BHEITHUX
TOYEK KOHTaKTa. Ero mpakTuueckas IeHHOCTb
MOJITBEPKIACTCSI TOCTHHUYHON SMITHPUKOM:
Seri¢ et al. (2014) yka3pIBaroT Ha KIIIOUEBYIO
poJb KITMEHTCKHX BOCIIPUSTHIA
COTJIACOBAHHOCTH KOMMYHHUKanuii; Porcu et al.
(2019) moka3bIBaIOT MOJOKUTEIHHOE BIUSHUE
CHCTEMHOW WHTErpallil Ha  PBIHOYHBIC
pe3ynabTaThl M KIMEHTCKHE UCXOabl. B
oTe4yecTBEHHOH JuTeparype TieydepanHoBa U
CabnenbexoBa (2018) u PemerHukoBa &

TpetbsikoBa (2025) moATBEPKAAIOT, YTO

npaktuka UMK aBuxkercs B HanpaBIeHUH OT
Habopa  OTHENBHBIX  MHCTPYMEHTOB K
CUCTEMHOMY YIIPABJICHUIO.

VYopasieHdeckass MOIENb BHEAPEHUS
CUCTEMHO-UHTETPALMOHHOTO MOAX01a

I[J'ISI MMPAKTUYCCKOTI'O BHCIPCHUA
CUCTCMHO-UHTCT PALTMOHHOI'O noaxoaa
npeajaractcsa yIrpaBJICHUCCKass MOICIb U3

YETBIPEX KOHTYPOB.

Crparernyeckuii KoHTyp (OpeHn u
[EHHOCTHOE Tmpemiokenue). Ddopmupyercs
ennHoe obemanue OpeHna M CerMeHTHas
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JIOTUKA: KOMY, KaKyl LEHHOCTb U IIOYEMY
MIMEHHO 9TOT  OTEIb. PuKCUpyOTCA
HEU3MEHsSEMbIE DJIEMEHTBI: TOH M CTHIb
KOMMYHUKAIH, TapaHTHPYEMbIe aTpHOYTHI

cepBuca, pamKu JIOILy CTUMOM
[epCOHANU3allUd U IpaBuwia paboThl €
NapTHEPaMHU. Crparernyeckuii KOHTYD
o0ecreunBaeT  «SIKOpbY»,  YAEPKUBAIOLIHUMA
OCTaJbHBIE  KOHTYpPbl ~ OT  TaKTUYECKHUX
npotuBopeunii.  HeoOxoaumocts  Takoro

ypoBHs omnpaBiaHa TpakToBkoili MMK kak
CTpaTErM4ecKkoro Ipouecca, a He Habopa
uHcrpymenToB (Daszkiewicz & Pukas, 2016).

[IpoueccHplii  kKOHTYp  (ympaBieHHUE
IIyTEM KJIMEHTA). KommyHukanumu
BBICTpaMBAalOTCA MO [T d3TamaMm IMyTH

kiuenra (Lemon & Verhoef, 2016): (a) mouck
u Bei0Op — SEO/SEM, meTanouck, KOHTEHT

OTA, ot3bIBbl, conualbHble Menua; (0)
OpoHupoBaHue — KoHBepcHus Ha caiite/OTA,
MPO3PAayHOCTh  YCJIOBUM, TOATBEPKIACHHE
noBepusi; (B) Tpem3ae3] — HHCTPYKIIUH,

arceis1, nepcoHanu3anys; (r) NpoXUBaHUE —
CepBUCHBIE KOMMYHHKAIINH, IU(YPOBBIC TOUKU
KOHTAaKTa, pabota NIEPCOHAIA; ()
MMOCTKOMMYHHKAIHS yTpaBJIeHUE
OT3bIBaMH, BOCCTAHOBJICHHE nocie
WHIUJICHTOB, MIOBTOpPHBIE MIPOIAXKH.
KitoueBoit mpuHIMMI «OECIIOBHOCTBY:
KIIMEHT HE JIOJDKEH OIIYINATh pa3pbiBa MEXKIY
00€IaHHBIM U TOITyYEHHBIM.
Opranu3alnioHHbII KOHTYp
(ynpaBnenne u  ponu).  Onpeaenstorcs
BJIAJENbIBI KOHTEHTAa M JaHHBIX, IpaBHUIIa
COIJIACOBAHUS, €IUHBIH KOMMYHHUKAIIMOHHBII
mTad (MApKETUHT + MPOAAXKHU + yIpaBleHUE
J0X0aMH + D3JIEKTpOHHas KoMMmepuus +
CEepBUC), a TAK)KE PETIIAMEHTHI 10 YIIPABICHHIO
penyTarueii. B cpene ¢ Beicokoi moneit OTA
STOT KOHTYp JOJDKEH BKIJIIOYATh YIPABJICHUE
OTHOIIEHUSIMU c HOCpETHUKaMH u
METaIoOMCKOM KaK 4acTh KOMMYHHUKAIIHOHHON
TOJUTHUKHU. Perynsphsie Kpocc-
(YHKIIMOHAIBHBIE ~ BCTPEYM M eIuHas
aHaJIUTUYECKast cucrema MIOMOTa0T
CHHXPOHU3UPOBATH JICHCTBUS MOIpa3IeIICHAN.
Kontyp  koHTpons  (MeTpuku U
aHasiutuka). Merpuku KMK cBs3biBatotes ¢
TpeMsi ypoBHAMHU 3¢ dexToB. OnepalioHHbIE:
KOHBEpPCHST TIO0 KaHajaM, JOJsi MPSAMBIX
OpOHUPOBaHUH, CTOMMOCTb HPUBJICYCHUS

10

KJIMCHTA, YPOBCHbL OTMCH B p336I/IBKe 1o

KaHajaM. Kiuentckue: JIOBEPHE,
yIOBJIETBOPEHHOCTb, MTOBTOPHBIE
OpOHHpOBaHUS, NPS (uHOEeKC

NOTPEOUTENBCKOM JIOSJIBHOCTH), JWHAMHKA
OHJIAWH-pEUTUHIa. DBpeHI-MeTpuku: 3HaHUE
Openna, BOCIIPUHUMAEMOe Ka4yecTBo,
JOSTIBHOCTh W TIOTPEOHTENbCKHIA  KaIrUTall
openna (Serié et al., 2014). Do cornacyercs ¢
tesucom Ewing (2009) o HeobOxommmocTH
OLICHUBATh UHTErpaluio KaK
MHOT0o(akTOpHbIl 3(p¢eKT, a He TOJIbKO
aTpUOYIIMIO 110 KaHATIaAM.

OTnenbHBIA acTeKT — MePCOHATU3AIHS
u . OECD (2024b) ykasbiBaeT Ha pucku
npumeHennss WM nng nmepcoHanm3anuu
TYPUCTCKUX BHeuyaTIeHUH. [lJii TOCTHHMIIBI
MIePCOHATN3UPOBAHHBIC KOMMYHHKAITIH
clieyeT  BHEIpSATb HE  TOJNBKO  Kak
MapKETHHTOBYIO BO3MOKHOCTh, HO H Kak
yIpaBJIsieMbli pHCK B obnactu
KOH(pHUICHITNATBHOCTH JTAHHBIX.
[Ipo3payHOCT, B HCHOJB30BAHWU JTAHHBIX
KIIEHTOB CTaHOBHUTCS YJaCThIO
JIOBEPUTEIIBHOTO 00Oelanus OpeHa.

O0cy:kneHue pe3yJibTaTOB

Kirroueson pe3ynbTar
KOHIIETITyaJbHasE THUIOJIOTUS TOAXOJIOB K
ynpasinennto KMK u obocHoBanue ycnoBuit
MIPUMEHUMOCTH KaXKJIOT0 U3 HUX. DTOT BBIBOJ
OIHpAETCS Ha COBOKYITHOCTb
B3aUMO/IOTIOJIHAIOLINX apIyMEHTOB.

Bo-niepBbIX, aHHBIE O pacHpeleeHun
MOJTBEPKIAIOT ~ MHOTOKaHAJIBbHOCTh  KakK
Hopmy: maputer OTA u npsiMoro uuppoBoro
KaHajla 03Ha4aeT, YTO TOCTUHMIIA HE MOXKET
6e300JIe3HEHHO OTKa3aThCs OT YacTH KaHAJIOB
6e3 morepu cmopoca. CrienoBarenbHoO,
COTJIACOBAaHHOCTh  COOOLIEHMM B  pa3HBIX
TOYKaX KOHTaKTa SBIAETCS 00s3aTelbHbIM
ycnosueM (RateGain, 2025; HOTREC, 2024).
HecornacoBanHocTh 00emaHnii — Korja LeHa

nu ycnopuss ©Ha OTA ommuarorcs oOT
TPaHCIUPYEMBIX B COOCTBEHHBIX
KOMMYHHKAIIUSAX — pa3pyllaeT I0BEpue u
MOBBIIIACT BEPOSATHOCTD OTKa3a oT
OpOHHPOBAHUSI.
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Bo-BTOpBIX, pe3yabTaThl pelieH3UPYEMBIX
WCCIICIOBaHUA  TMOJNTBEPKAAIOT  THIIOTE3Y:
Porcu et al. (2019) meMoHCTpPHPYIOT
MO3UTHUBHOE BIUSHUE CUCTEMHOM MHTET AN
KOMMYHUKAIIMi Ha PBIHOYHBIE DPE3YJIbTAThI;
Luxton et al. (2015) unrepnperupyror UMK-
UHTETPalUI0 Kak (PUPMEHHYIO CIIOCOOHOCTD,
BIIUSIOIIYIO Ha (hrHAHCOBYIO
pesyiapTatuBHOCTE. SO et al.  (2021)
N00aBJISIOT, YTO COIJlacOBaHHOE LU(ppoBOE
B3aMMOJICHCTBHE IOBBIIIAET BOBJICYEHHOCTh
KIIMEHTOB ©W  (OPMHUPYET  YCTOWYHBYIO
JOSTBHOCTD B CEKTOPE TOCTENPUUMCTBA.

B-tperbux, UCCIIEIOBAHUSA 1o
MI0JIb30BATEIbCKOMY KOHTEHTY I10Ka3bIBAIOT,
9TO JOBEpHE M HaMEpeHHWe OpOHHPOBAHUS
YyBCTBUTENbHBl K (opMe U CTPYKType
or3biBoB (Sparks & Browning, 2011; Xiang &
Gretzel, 2010). OTo mepeBoOIUT ymHpaBicHHE
orseiBaMu B saapo KMK, a He Bo
BcrioMorarensHyto ¢ynkuouro. Leung et al.
(2017), uccnengyst COOOIICHHS HA CTpPaHUIAX
TOCTHUHHUYHBIX OpeH0B B Facebook,
MOKa3bIBAIOT, YTO BU3YAIbHBIH KOHTEHT W

nyOMKaIuu, OpPUCHTHUPOBAHHbBIE Ha
BOBJICUEHHOCTh, paboTtatoT  dpdexTuBHEE
npomo-coobmienuii. Buhalis & Volchek (2021)
MOJTBEPXKIAIOT, 4YTO TOYHAsS AaTpPHOYyIHUs

U(POBBIX TOYEK KOHTAKTA C UCIIOIB30BaHUEM
AQHAJUTUKA OOJBIINX JAHHBIX CYIIECTBEHHO
MOBBIIIAET OKYHNAa€MOCTh  MapKETHHTOBBIX
WHBECTUITUH.
B-ueTBEPTHIX, European Travel
Commission  (2025)  ¢ukcupyer,  UTO
KJIIOYEBBIE  OINACEHUsI IMYTEIECTBEHHUKOB
CBSI3aHBI C POCTOM CTOMMOCTH TIOE€3I0K H
TeOMOJIUTUYECKOM  HEeCTaOMIbHOCThIO  —
(dakTopaMu,  YCHIWBAIONIUMH  IICHHOCTH
MIPO3payHbIX u COTIACOBAaHHBIX
kommyHukanuii. AHLA (2025) nomuépkuBaet
OXUJaeMyl0 TpaHCc(hOpMalUI0 OTpaciu 3a
cuétr UN-uHumaTuB, KOCBEHHO MOJAEPKUBAS
TE3UC O HEOOXOTUMOCTU YIPABICHYECKOTO

«sIpa» HMHTErparuu, CHOCOOHOTO
alanTHPOBATHCS K TEXHOJIOTUYECKUM
CIBUTaM.

Kanan-opueHTHpOBaHHBIN TIOJTXOJT

orpaBAaH KaK TaKTUYCCKas JIOTUKAa TIIpH
PECYPCHBIX OrpaHUYCHUAX UK KPUSUCHOM
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ynpaBieHuM 3arpy3koil. be3 cucremHoro
KOHTYpa WHTETpAllid OH TMOBBIMIAET PHCK
JIOKaNbHOU 3¢ hEeKTUBHOCTH npu
CTpaTeruyeckoi ySI3BUMOCTH: poct
CTOUMOCTH Tpaduka, HapacTawooas
3aBUCHUMOCTh oT MIOCPETHUKOB u
HECOIJIaCOBaHHOCTh oOemianuii. CucremHo-
MHTETPalMOHHBIN moaxoa Tpedyer OoJbIINX
yIpaBJIeHYECKUX YCWIMH, HO (opmupyet
OCHOBY [UIsl yCTOWYMBOCTH OpeHaa U
BOCIIPOU3BOAMMBIX KIMEHTCKUX PE3yJIbTaTOB.

BaxxapM U3MEPEHUEM
Pe3yJIbTaTUBHOCTH SABIISICTCA TaKxKe
B3aMMOCBSI3b MEXAY CTPYKTYpOH KaHaJlOB U
(UHAHCOBBIMH TOKA3aTEISIMU  TOCTHHULIBL
Breicokass  gomst  OTA B cTpyKType
OpOHUPOBAaHMI  HampsAMyl  BIHSET  Ha
Map)KUHAITBHOCTh: KOMHCCHOHHBIE BBITLIATHI
mwiatgopmaM B cpeiHeM cocTaBistoT 15-25%
or croumoctu OponupoBanus (HOTREC,
2024), Torma Kak OpsIMOM KaHal MO3BOJIAET

CYIIECTBEHHO COKpPAaTUTh JTH H3JIEPKKHU.
CucTeMHO-UHTETpallMOHHBII MIOJXO0/,
HaIllpaBJICHHbII Ha YKPEIUIEHHE MpPsSMOIo

KaHaJla yepe3 COIIaCOBAHHbIE KOMMYHHKAIIUU
U MPOrpaMMbl JIOSUIBHOCTH, OOECIIEUNBAET HE
TOJILKO MapKETUHIOBBIN, HO U ()MHAHCOBBIN
addexr. Leung et al. (2013), ananusupys posb
COLIMAJIBHBIX Meaua B TypHu3Me,
NMOMYEPKUBAIOT, YTO AKTUBHOE YIIpaBJICHUE
1M (pPOBBHIM NPUCYTCTBHEM CHUXKAeT
3aBUCHUMOCTh OT IOCPEJHUKOB M IIOBBIIIAET
MPSAMYIO KOHBEPCHUIO. CrnenoBaTenbHO,
nHBectuiuu B uHTerpauuto KMK cnepyer
paccMaTpuBaTh HE Kak MapKETUHIOBbBIE
3aTpaThl, @ KaKk CTpaTernYecKue MHBECTULINU B
CHUKEHUE CTOMMOCTH TPUBIICYEHUSI KIUEHTA
Y pOCT JOJIH IPSMBIX OPOHUPOBAHHIA.

He menee BaxkeH Bompoc 00 U3MEpeHUN
ycriexa wuHTerpaimun KMK  Ha mnpakrtuke.
TpanulMOHHBIE MTOKA3aTENN — OXBAT, KJIUKH,
KOHBEpCUSI — OTpaxarT 3(PPeKTUBHOCTD
OTJIENbHBIX KAHAJIOB, HO HE CHUCTEMHBII
apdexr. Ewing (2009) aprymeHTupyer, 4to
OIleHKa UMK OJKHA BKJIIOYATh
MHOTOYpPOBHEBBIE METPUKH, (UKCHUPYIOIIKE
CUHEPTUI0 MEXy KaHajlaMU U J0JITOCPOYHOE
H3MCHEHHE BOCIIPUSITUS OpeHna. Ha
OMEPALMOHHOM YPOBHE 3TO O3HAYaeT aHaJIM3
HE TOJIBKO JIOJIU NMPSAMBIX OPOHUPOBAHM, HO U



Eurasian Journal of Entrepreneurship, Vol. 2. No. 2, 2026

ISSN 3106-1524, eISSN 3106-1516

JMHAMUKHA CTOUMOCTH TPUBJICUCHHS KIIMEHTA
B pa3pe3e  KaHaloB,  Kod(dummeHTa
MOBTOPHBIX ~ OpOHMpPOBAaHMN W  HHAEKCA
norpedurensckoit  nosuteHOCTH (NPS). Ha
ypoBHE OpeHJa — MOHUTOPUHI OHJIAMH-
pPEUTHHTOB,  TOHAIBHOCTH  OT3BIBOB M
y3HaBaeMOCTH. TOJBKO COYETaHHE 3TUX
METPUK I[O3BOJISIET OLEHUTh, HACKOJIbKO
COIJIaCOBaHHBIMHU BOCIIPUHUMAIOTCS
KOMMYHUKAI[MH OTEJI C TOYKH 3PCHHUS
KIMEHTa — YTO M SBJSIETCS KOHEYHBIM
kputepuem ycrexa UMK-unTerpammu. So et
al. (2021) MOMONHUTENBHO YKAa3bIBAIOT, YTO
BOBJICUEHHOCTh KJIMEHTOB, U3MEpsieMasl uepes
4acToTy B3auUMOJeWcTBUS C OpeHIoM B
uM(pPOBBIX KaHaJIaX, SABJISETCS ONEPEKAIOIINUM
UH/IUKATOPOM JIOSUIBHOCTM UM TOBTOPHBIX
MOKYNOK, 4TO JeiaeT e€ o00s3aTeabHbIM
aneMeHToM cuctemsl usMmepenuss KMK B
TOCTHHHLIE.

BaxxHo noauepkHYTh  MO3TaNHOCTh
nepexoga. Ha mnepBoM »3Tame roctuHMIA
dbopmupyer CTpaTeruyecKuit KOHTYD:

¢bukcupyer obemanue OpeHAa M KIIOUEBHIE
LIEHHOCTH KOMMYyHHUKaiuu. Ha BTopoM -

MPOUECCHBI: MPOBOAUTCS ayguT TOYEK
KOHTAaKTa,  BBIBISIFOTCS ~ pPa3pbhiBBI B
COOOIEHUAX, pa3pabaTbIBaeTCs  CAMHBIN
KOHTEHT-TIJIaH. Ha TpeTheM -
OpraHU3aIMOHHBIN: Ha3HAYaI0TCS
OTBETCTBCHHBIC, dbopmupyercs

KOMMYHUKAIIMOHHBIA KOMHUTET, YTBEPKAAIOTCS
periIaMeHTHl. Tonbko nocie 3TOrO
L[eJIECO00pa3HO BHEIAPATH KOHTYP KOHTPOJIS.

JUids  ManblX W HE3aBUCUMBIX TOCTHHHIL
ONTUMAaJIbHOU cTpareruen SBJISICTCS

«MHMHHMMAJIbHAsl HHTETpalUs». €IUHOE
MO3ULIMOHUPOBAHNE ILTIOC

CTaHJApPTU3UPOBAHHOE YIIPABJICHUE OT3bIBAMH
u koHteHToM OTA. Jlaxke Takoll 4acTUYHBIN
MepeXo]l CYLIECTBEHHO CHUXAET pa3pbIBbl B
obemannu Openpa: mo pganaeiM D-EDGE
(2024), TOCTHHHIIBI C TIOCJIEIOBATEIHLHBIM
yIpaBiieHUEM MPSIMBIM KaHaJIOM
JEMOHCTPUPYIOT Oojiee HU3KUH ypOBEHb
OTMEH ¥ 0OoJiee BBICOKHH IIOKa3areib
MTOBTOPHBIX OPOHUPOBAHU.

Hakonen, mnepconan Kak HOCHUTEIb
Openna - HEJ00LICHUBAEMbIi
KOMMYHHMKAlIMOHHBIN KaHal. Eciii BHyTpeHHUE
KOMMYHHKaIUU u oOydeHue HE
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CUHXPOHHU3MPOBaHbl C MO3ULMOHUPOBAHUEM
OpeHa, UHBECTUIIMH B U(POBYIO pEKIIaMy HE
KOMIICHCUPYIOT ~ HECOOTBETCTBHE MEXIY
oOellaHNEeM U PEAJIbHBIM CEPBUCHBIM OIBITOM
(Lemon & Verhoef, 2016).

3akiroueHue

Llenb uccnenoBanus cUCTEMaTU3UPOBATh
MOAXOJbl K  YNPaBICHUIO  KOMIUIEKCOM
MapKETUHTOBBIX KOMMYHHKAIUH B
TOCTUHUYHOM OM3HECe U 000CHOBAaTh MOJEIb
HMHTErpaLyu KMK B YCIIOBUSX
OMHMKaHAJIbHOTO cIpoca - Obljla JOCTUTHYTa
IIOCPEACTBOM CHCTEMHOI'O W CPAaBHUTEIBHOIO
aHaJi3a, KOHTEHT-aHaJIu3a HAy4YHBIX U
OTpacIeBbIX HCTOYHHMKOB, a TAK)K€ aHaIu3a
BTOPUYHBIX JaHHBIX. BpieneHsl 1Ba 0a30BbIX
YIPAaBIEHYECKMX IOIX0Ja — CHCTEMHO -
VMHTETPALIMOHHBIN U KaHAI-OPUEHTHPOBAHHBIN

- U PAaCKpbITBl pa3javyuus HX JIOTHUKH,
MIPEUMYIIECTB U OTPaHUYEHUH.

[lomyuennsie pE3yJbTaThl
MOATBEPXKAAIOT TUNOTE3y: 3(PPEeKTUBHOCTH
KMK  onpenensercds  He  IUIOTHOCTBIO
MPUCYTCTBUS B KaHajgaX, a KayecTBOM

HHTCrpann - COTJIaCOBAHHOCTBIO 06CIJ_I3.HI/II‘/’I

OpeHna, MeK(YHKIMOHATEHON
KOOpJMHAIIMEH, yIpaBJICHUEM BHCIIHUMU
toukamMu  koHTakTta (OTA, MeTamouck,

OT3BIBBI) M HW3MEPHUMOCTBIO 3(DPEeKTOB Ha
YPOBHSIX TpoAax, OpeHga M KIMEHTCKUX
HCXOJIOB.

[IpakTuyeckue MIEPCIEKTUBBI
BHenpeHus BkiouyarT: (1) dopmupoanue
moaenu ynpasienuss KMK ¢ onpenenennem
ponieli U mpaBUI KOHTEHTa; (2) mepexoxd K
IUIAHUPOBAaHUIO IO MYyTH KJIHEHTAa W
OMHHMKAHAJIbHOMY  yMPaBICHUIO  TOYKaMU
KOHTakTa; (3) pa3BUTHE CHUCTEMBI METPHUK
UMK, COoYeTaroIen IoKa3aTelun
3pGEKTUBHOCTH U OpeHI/KIHEeHT-METPHUKH;

(4) BHeapenue mepcoHanuzanuu u MU
IpU  OJHOBPEMEHHOM YCWJIGHHHM 3allUTHI
JTAHHBIX.

OrpannyeHus UCCIICTOBAHHUS -
OTCYTCTBHE TEPBUYHBIX TMOJEBBIX JAHHBIX -
ONPEACISIOT  HANpaBJICHUS  JaJIbHEHIIEH
pabotel: (1) mocTpoeHHEe U TECTHpPOBaHHE
WHTETPAllMOHHBIX MOJENEeH Ha BBIOOpPKaX
oTeneil pa3HbIX KaTeropuil u 3BE3aHOCTH; (2)
OLIEHKAa MPUYHNHHO-CJIEJICTBCHHBIX  CBS3EH
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MEXIY NMK-unrterpanueit u
(UHAHCOBBIMU  pe3yJibTaTaMH C  YYETOM
CTPYKTYpbI KAaHAJIOB M yPOBHS 3aBUCUMOCTHU OT
OTA; (3) wm3yuenme »HddekroB WU-
MEepCOHAIM3AIMHU Ha JIOBEPUE U JIOSUIBHOCTh B

TOCTUHUYHOM KOHTEKCTE, BKJItOYast
cneuupuky Ka3aXCTaHCKOTO u
LEHTPAIbHOA3UATCKOIO PBIHKOB; 4)

pa3paboTka M anpoOalnus HHCTPYMEHTapHs

HNUMK xak cHCTEMHOT0  SBJICHUS,
BBIXOJAIEIO 33 pPaMKH  TPaJAULMOHHON
KaHalnbHOM arpubyumu. Peammszaums 5>THx
HalpaBJICHUN  TO3BOJIMT  MEpPEeUTH  OT
KOHILIENITYaJIbHOT O 000CHOBaHUs
nHTerpupoBanHoro ynpasiieHns KMK k ero
SMIIUPUYECKON BepupUKanuu u
MIPAaKTUYECKOW  aJanTallid B YCIOBHAX
KOHKPETHBIX PBIHKOB.

JUIsL MU3MEpEeHUs] cuHeprerudeckoro s¢dexra

baarogapnocts
ABTOp BbIpaxkaeT 0JaroJapHOCTb HAYYHBIM PYKOBOJHUTEISM 33 METOAMYECKOE COIPOBOXKICHUE.
Konduukr uatrepecoB oTcyTcTBYeT. BHelHee puHaHCHpPOBaHKE HE IPUBIICKATIOCH.
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