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The article focuses on the generalization of scientific approaches to defining the essence of
the concept of «internal marketing» and setting its place in the marketing system of the
enterprise. Addressing the need for a theoretical search for new tools for personnel
management from the standpoint of internal marketing, which ensures the achievement of
competitive advantages of commercial enterprises, modified the choice of topic, goal
setting and objectives of this study. The purpose of the article is to identify the elements of
internal marketing, which determine the direction of development of human resources of
the enterprise. Clarification of the conceptual apparatus of «internal marketing» allows to
systematize its individual elements to achieve an effective impact on the consumer. In
identification of the term of internal marketing, its focus on the consumer was noted,
which is carried out by activating the object of internal marketing - staff. Three key units
have been identified, forming three controlled links: 1) «consumer firm»; 2) «firm-staff»;
3) «staff-consumer». It was found that since the object of internal marketing is the staff of
the firm, and the quality of service provided is determined by the quality characteristics of
its seller, «there is a problem of creating a quality performer». The creation of a quality
performer is realized through the development of its human resources. The unity and
interconnection of personnel, process and product was established; the role of personnel
in the chain of quality assurance was proved, as a result of which the task of internal
marketing is determined by the formation and / or improvement of personnel quality. The
development of human resources of commercial enterprises is presented in the form of a
cyclical management process, which involves constant monitoring of changes in personnel
characteristics and the implementation of corrective measures for their formation. Providing
that, internal marketing is seen as a tool for shaping the characteristics of the staff of
commercial enterprises.
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Introduction and problem statement

Restructuring of Ukraine’s economy in the
direction of growing trends in the scale and share of
trade is not accompanied by an increase in its quality,
which is determined by the efficiency of staff. This
necessitates a theoretical search for new tools for
personnel management from the standpoint of
internal marketing, which ensures the achievement
of competitive advantages of commercial enterprises.
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However, despite the changes that have taken place
in the Ukrainian economy in recent years, internal
marketing as a tool for personnel management is
practically not used by Ukrainian managers, in
particular, trade enterprises.

Analysis and exploration of publications

The works of K. Gronroos, E. Gummeson, M.
Dunmore, L. Berry, A. Parasuraman, [5] are devoted
to the issue of «internal marketing». Some issues
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were considered in the works of F. Kotler,
K. Lovelock [2], P. Eiglie and E. Lanjar. Among
domestic researchers, the tools and content of
«internal marketing» were considered by
I. Reshetnikov [5], O. Okuneva [4], M. Sagaidak
[6,7], A. Fedorchenko [8].

However, the complex of internal marketing
as a new tool of personnel management for
commercial enterprises has not yet been developed,
which delays the process of its mass use to improve
the efficiency of trade. Such a statement of the
problem in the theory and practice of personnel
management of the enterprise, as well as the identified
need for practical activities of enterprises, indicates
the relevance of the topic.

The purpose of the article

The purpose of the article: identification of
elements of internal marketing, which determine the
direction of development of human resources of the
enterprise.

Presentation of the main research material

Indeed, the marketing activities of the company
are aimed at conquering the relevant markets and
consumers. However, based on the high degree of
contact between staff and customers, improving the
efficiency of trade enterprises requires the allocation
of the process of interaction between customer and
staff of the enterprise in a special element of
marketing activities. Therefore, marketers began to
divide the marketing complex into external marketing
(marketing activities aimed at the external
environment of the enterprise, such as development
of new services, market research and competitors,
pricing, promotion and advertising) and internal
marketing, such as the principles of organization,
formation and operation of which are aimed at
process of staff interaction with the client.

Some marketers also excrete interactive
marketing (or interaction marketing) as «the ability
of staff to serve the customer» [2], or as «the process
of interaction between the consumer and the staff of
the service firm».

Despite the different goals of external, internal
and interactive marketing, these elements form a
holistic marketing complex of the firm. Internal and
external marketing are different planar elements of
marketing organization, where internal marketing is
aimed at staff as a service provider, external — at the
buyers of these services, and marketing interactions
is the middle link between suppliers and customers.
Since currently internal marketing and marketing
interactions are usually not separated, they are
combined into a single unit within internal marketing.
The author’s approach, consisting in the allocation
of external and internal marketing in the marketing
system, is based on the fact that in various sources
there is a description of internal marketing as the
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application of «marketing philosophy and its
approaches to people who serve customers so that
their work was better than at competitors ...» [2].
F. Kotler considers internal marketing as «work on
training and motivating employees of the company,
aimed at improving the quality of customer service».
«The concept of internal marketing is built so that
employees at all levels of the organization do business
in practice and realize that their various activities
and the state of the business environment shape the
customer’s consciousness. The purpose of internal
marketing is to help employees provide the customer
with services that satisfy him» [2]. K. Gronus,
evaluating the concept of internal marketing,
emphasizes that «employees of the firm should be
best motivated to meaningful service and performance
of customer-oriented work [5]. The concept of
internal marketing involves an active marketing
approach and appropriate coordination of staff.
E.D. Novatoroff, for their part, notes: “Internal
marketing involves the application of the philosophy
and methods of traditional marketing in relation to
the company”s staff. Quality standards for the
provision of services to external consumers are
considered as an internal product (good), which is
sold to the staff of the firm as an internal consumer»
[3]. Analysis of the substantive characteristics of
internal marketing allows to conclude about the high
theoretical and methodological potential of the
concept of internal marketing, aimed at meeting the
needs of external customers by meeting the needs of
employees, creating working conditions for staff that
motivate and customer focus. Thus, even with the
successful use of the concept of external marketing,
the firm may not achieve maximum efficiency if not
use all the potential of its most valuable internal
resource — staff, through the formation of internal
marketing, the practical implementation of which is
the most important direction of external marketing.
All things considered, internal marketing is a modern
effective tool for personnel management of the
enterprise. This necessitates the deepening of
theoretical research on internal marketing
technologies and determining the possibilities of their
application in commercial enterprises.

F. Kotler puts forward a number of
requirements for the complex of internal marketing:

— introduction of requirements to the culture
of service, ie organizational culture that supports the
customer service system through company policies,
circulars, incentive system and other actions;

— development of a marketing approach to
human resource management, namely: creating jobs
that could attract proper staff; hiring and training,
as well as lifelong training;

— dissemination of marketing information
among employees, which involves establishing
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communication with consumers through employees
who work directly with them,;

— introduction of a system of incentives and
rewards, which provides the evaluation of the work
of employees, compliance with the developed
standards of service, remuneration and
encouragement for the work performance [2].

E.D. Novatoroff argues that internal marketing
«... is designed to create such motivational and
organizational working conditions that would actively
contribute to the creation of functional quality of
service». At the same time, using marketing
terminology, the author proposes to consider work
as «internal product» and the staff as an «internal
consumer»: «... Before selling a quality service to an
external consumer, it must first be «sold» to an
internal consumer, ie staff who are a «part-time
marketer». In other words, the staff must be
consciously motivated by the quality standards set
by the management of external customer service»
[3]. K. Gronus identifies the process of quality service
and behavior of staff who provide services as the
main factors of internal marketing.

Thus, within the general idea of internal
marketing different directions of its formation are
allocated, the structure of its elements is differently
defined. On the one hand, this is due to the
differentiation of services provided by firms, on the
other — to the peculiarities of business and national
traditions of different countries.

Since the object of internal marketing, as
already mentioned, is the staff of the company, and
the quality of service provided is determined by the
quality characteristics of its seller, there is a «problem
of creating a quality performer». Creating a quality
performer is realized through the development of its
human resources.

In determining internal marketing, its focus on
the consumer was noted, which is carried out by
activating the object of internal marketing — staff.
Three key units form three controlled links:
1) «consumer firm»; 2) «firm-staffs; 3) «consumer
staff> [2].

Based on the informationabove, the following
definition can be offered: the development of human
resources of a commercial enterprise is a continuous
and cyclical process aimed at quantitative and
qualitative changes in the composition, structure and
forms of the object in order to improve it by vertical
and horizontal movement of stakeholder interaction,
which allows to form the appropriate characteristics
of human resources to achieve the strategic goals of
the trading company and meet the socio-economic
interests of employees and economic demands of
consumers.

Indeed, the development of human resources
is presented as a socio-economic flow-process in
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the form of the movement of resources-results,
activities-consumption by stages of the development
cycle (Figure).

Resources-results characterize a certain set of
characteristics of human resources, reflecting the
qualitative and other state and functioning of human
resources. For example, there are quantitative
resources-results, qualitative resources-results of
human resources of the enterprise, the characteristics
of the use of human resources, which have and can
have a generalized and necessary specific form and
shape at the enterprise. This selection makes it
possible to specify the subject area and the object of
knowledge in the dynamics from general to specific,
overall.

Resources-results characterize a certain set of
characteristics of human resources, reflecting the
qualitative and other state and functioning of human
resources. For example, there are quantitative
resources-results, qualitative resources-results of
human resources of the enterprise, the characteristics
of the use of human resources, which have and can
have a generalized and necessary specific form and
shape at the enterprise. This selection makes it
possible to specify the subject area and the object of
knowledge in the dynamics from general to specific,
overall.

At the same time they can be classified by forms
in accordance with the law of conservation of power:
useful resources-results (work performed or being
performed), losses, useless, harmful resources-results,
reserves of resource-results with a plus, zero, minus.
Types of activity-consumption generally reflect the
functional activity of the enterprise in the process of
transformation of resources-results. All types of
transformation of resources-results are carried out
in types of activity-consumption. They also have the
opportunity from general to individual to conduct
knowledge and research in terms of certainty and to
classify according to the law of conservation of power.
Cycles and stages of development in their turn reflect
the beginning, the order of transformation — the
sequence, direction of movement, completion of
movement and transformation of resources-results,
activities-consumption, which are characteristic of
the development of human resources of the
enterprise. It is also possible to determine the degree
of efficiency of each stage, the entire cycle, each
resource-result and type of activity-consumption. As
a result, knowledge of the development of human
resources and its components is conducted in a
complex, in the relationship of resources-results,
types of activities-consumption in the dynamics of
specific cycles and stages of development at a
qualitatively new — holistic level.

Together, they create a holistic adequate idea
of the development process, reflect quantitatively
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and qualitatively the structure, form, content,
direction and repeatability in continuous motion —
dynamics. Development as a creative process is aimed
at changing the direction and speed of free energy
flows (useful power) in space and time. This change
is achieved through the implementation of ideas that
arise in people’s minds.

Thus, the process of human resource
development is proposed to be considered as a
sequence of stages of development (formation,
expansion and stabilization), including a set of actions
that involve resources and managed to convert inputs
into outputs.

The process approach is not just a description
of a sequence of actions to transform something.
For the process, in addition to the technology of
execution, the requirements for inputs and outputs,
requirements for resources (personnel, production
environment, information, etc.), criteria for assessing
the effectiveness of the process and customer
satisfaction. For each of the processes, an «owner»
must be identified, a person, responsible for the
effectiveness of the process. And most importantly
— before presenting any activity as a process, it is
needed to make sure that this activity brings added
value to the company (ie, firstly, the result of the
activity is of value to the customer, and secondly,
this activity is appropriate in terms of costs its
implementation). For instance, it is enough to
identify the «key competencies» that bring the
greatest added value to the business, and manage
them as processes. All processes defined in this way
must have their owners. They must have the resources
needed to complete the process.

Thus, the main elements of the process are:

a) participants of the process: they include all
active and passive members of the workforce, whose
interests are affected by changes (the number of
participants in the process can be judged by its nature,
scale and level of coverage) that occur at the
enterprise;

b) the subject (initiator) of the process: one of
its participants, who has significant resources to
maintain the dynamics and direction of change for
a long time. The initiator of the process is able to
have a serious impact on the course of such changes
by reproducing favorable conditions aimed at
achieving the expected result. The influence of the
initiator on the process may not be conscious, which
causes certain changes against the will and interests
of the initiator. This can (among other factors)
stimulate widespread cases of loss of control by the
initiator over the changes caused by it;

c¢) causes of the process. The reason is
organically inherent in the process and is its internal
source. These changes occur under the influence of
factors (causes of the process);

ISSN 2415-3974. Exonomiunuii eichux JABH3 YIXTY, 2021, Ne 1(13)

d) observer — a formal or informal member of
the workforce; is a source of cognitive parameters of
the process. Reflecting the process, the observer,
based on scientific approaches, seeks to recognize
the logic of the process, actualizing the fact of its
course, and develops some imaginary scheme of
understanding and explanation of events obtained
during the observation, ie examines the development
of human resources to meet the standards of capacity
development. The observer is mainly a passive
participant in the process, which is an idea of his
character, gives it some meaning and significance.

The model of the process of development of
human resources at a commercial enterprise can be
very conditionally represented in the form of a
diagram shown in Figure. At the input of the circuit
there is the initial object to be further transformed
and undergoing intermediate stages. The output is
an object with new, predefined and specified
properties. The initial object is defined by a system
of properties, the presence of which is controlled by
standardized means of control and measurement
procedures. Since fluctuations are always possible in
any system and not all properties of the object are
controlled, it is necessary to organize constant
feedback between the subject and the object, and
the properties of the final product must be set, taking
into account the range of permissible values. The
initial object of transformation is often quantitative
and qualitative characteristics of human resources
(Figure). Transformation into a final object is carried
out with the help of human resources development
tools depending on the stages of the development
process (formation, use and stabilization of human
resources) The end result of the transformation is
the formation of characteristics of the use of human
resources.

In general, the flow process of development of
human resources at a commercial enterprise should
consist of a set of elements that ensure the
development of the enterprise in accordance with
its goals. In the process of movement of human
resources, it is advisable to allocate a single
management of individual operations and functions
of this process, which will provide more effective,
both in terms of content and in terms of targeting,
formation and transformation of human resources.

It should be noted that the process exists due
to the needs of the consumer and is performed to
meet these needs. The application of the process
approach begins with those processes that relate
primarily to the needs of external consumers. Thus,
the process of human resource development is a
process that is focused on the consumer, both external
and internal (the company as a consumer of this
process). Therefore, to assess the quality of this
process, external and internal expertise of the human
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resources development process is used. Basically, it
is necessary to pay the attention to an important
element of the process of human resources
development — those who carry out the examination
of human resources development (the fourth element
of the process — the observer). From one hand, an
internal observer is discussed, ie the examination of
human resources development is carried out by the
company itself. On the other hand, an external
observer is discussed, ie the examination of human
resources development is carried out by the consumer.
In both cases, the essence of the examination is to
assess the quality of service according to the service
standards.

Conclusions

Since the purpose of internal marketing is to
create the most favorable conditions within the
company for the staff serving customers, the object
of internal marketing is the staff, the level of activity
and skills which directly determines the level of
customer satisfaction and, accordingly, economic and
financial performance. Internal marketing leads to
the creation of such a human resource management
system of the enterprise, the use of which determines
the successful development of not only the enterprise
itself. The main elements of internal marketing are
aimed at achieving the personal needs of employees
in the process of work, meeting their needs, desires
and aspirations. This leads to a more efficient use of
enterprise capital. As the aim of the organization is
one of the elements of the marketing system, there
is a high correlation between a clear vision of the
goals of the enterprise and the effectiveness of its
operation [1]. As a rule, different companies have
different intermediate goals: conquering the market,
increasing sales, making more profit. But the main
goal is to achieve customer satisfaction as a basis for
high financial and other results. Nomination of this
goal as the main allows you to present other goals as
the results achieved by the company by moving to
the main goal. Due to this, intermediate goals (market
conquest, increased sales, large profits) are only the
result of customer focus.
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PO3BUTOK ITEPCOHAJLY IIIAITPUEMCTBA 3
BUKOPUCTAHHAM IHCTPYMEHTIB BHYTPIIIHBOI'O
MAPKETHUHI'Y

Tapmioep JI., Cmaweecoxa 1., Tonuap JI.

Y emammi ocnoena ysaea npudinena y3aeanrbHeHHIO HAYKO-
8ux nioxodie w000 6UHAUEHHS CYMHOCMI NOHAMMS «GHYMPIUWHIU
MapkemuHe» ma GU3HA4eHHS 1020 Micuys 6 cucmemi MapKemuHey
nionpuemcmea. Bupiwenns numane Heobxionocmi meopemuyHoeo
NOWYKY HOBUX IHCMPYMEHMI@ YNPABGAIHHA NEPCOHAAOM 3 NO3UYIL
GHYMPIUHBb020 MAPKeMUH2y, w0 3a0e3neuye 00CsAeHeHHs KOHKYDeH-
MHUX nepegaz mopeogeabHUX NIONPUEMCMEG, BUSHAUUAO BUOIp meMU,
NOCMaHO8KY memu i 3a60aHb 0aH020 docaioxcents. Memoro cmammi
€ GUABNCHHS eAeMeHMi6 6HYMPIHb020 MAPKEMUHNZY, AKI 3yMO6AI0-
10Mb CNPAMOBAHICMb PO3GUMKY KAOPOB02O NOMEHUIaNy NiONpUem-
cmea. Ymounenns NOHAMILIHO20 anapamy 3 «6HYMpIUHb020 Map-
Kemumuey» 0036045€ CUCMEMAmuU3yeamu OKpeMi 1020 eaemeHmu
0ns docsieneHHs eghekmuero2o énaugy Ha cnoxcusada. Ilpu eusna-
YeHHI BHYMPIUHBO20 MAPKEMUHEY 8i03HAHANACS 1020 CHPIMOBAHICIY
Ha cnojcusa4a, uio 30iLCHIOEMbCS 3a 00NOMO2010 aKmueizayii 00-
‘eKma HYmMpIiWHb020 MapkemuHey - nepconany. Busnaueno mpu
KAI0406i 00UHUYI, W0 YMEOPIOWMb MPU KOHMPOAbOBAHI NAHKU:
1) «ghipma-cnoxcueay»; 2) «gipma-nepconan»; 3) «nepcornar-cno-
acueay». 3’1c08aHo, wo 0CKinbKu 00 €Kmom HympiulHb020 MapKe-
MmuHey € nepcoHan ipmu, a AKicmb nocayeu, w0 Ha0aemocs
BUBHAYAEMbCA AKICHUMU XapaKkmepucmukamu i npooasys, mo «6u-
HUKac npobiema cmeopeHHs AKICHoeo eukoHaeys». CmeopeHHs
AKICHO20 BUKOHABYSI Peanizyemucs uepe3 po3eUmoK 1020 Kaopogoeo
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nomenyiany. Bcmanoeneno ednicmy i 63a€mM036 530K nepcoHary, npo-
yecy ma npodykmy; 008edeHo poab NepcoHany 8 Aanyoey 3abesne-
YeHHsL IKOCME 00CAY208Y8AHHSL, Y Pe3YAbIMAami 4020 3a60aHHAM GHYM-
PIUHb020 MApKemuHey 8U3HA4eHO (hopmyeanHs ma/abo nioguuyeH-
HA sKocmi nepconany. Poszgumok Kkaopoeoeo nomeHuiary mopeo-
BENbHUX NIONPUEMCME NPeOCMABAeHO Y U0l YUKATYHO20 YNpaes-
AIHCbK020 Npouecy, AKUl nepeddauae NOCMIUHULL KOHMPOAb 3MiH
Xapakmepucmux nepcoHany ma 30iliCHeHHsl KOPUSY8aabHUX 3ax00i6
ons ix gpopmysanns. Ilpu yvomy, eHympiwHii mapkemute po3ensi-
daemucs AK IHCMpYMeHm QOPMYSAHHS XAPAKMEPUCIMUK NePCOHANY
MOpe06eAbHUX NIONPUEMCINS.

Karouoei cao6a: TOProBesibHi MiANPUEMCTBA, BHYTPILIHIi
MapKeTHHT, KJIi€HTOOPiEHTOBAHICTb MEPCOHay, PO3BUTOK
KaJ[poBOTro MOTEHIiay.

PA3BBUTHUE INIEPCOHAJIA ITIPEAITPUATHUSA C
HNCITIOJIb3OBAHVMEM UHCTPYMEHTOB
BHYTPEHHEI'O MAPKETHHTI'A

Tapmudep JI., Cmawescxasn H., Tonuap JI.

B cmamve ocroenoe enumanue ydeaeno obobwenuro Hay4-
HbIX N00X0008 K ONpedeNeHUr) CYUWHOCMU NOHSIMUS «GHYMPEeHHUI
MapKemuHe» U onpedeseHue e20 Mecma 6 cucmeme MapKemunea
npednpusmus. Pewenue eonpocoé Heobxodumocmu meopemutec-
K020 NOUCKA HOBbIX UHCMPYMEHMO8 YNPAGACHUS NePCOHAAOM C NO-
3UYULl BHYMPEeHHe20 MapKemunea, 0becnevusaruec0 0ocmuiceHue
KOHKYPEHMHbIX NPeUMyU4ecms mopeogolx npeonpusmuii, onpeoeiu -
/10 8b100p MeMbl, HOCMAHOBKY Ueau U 3a0a4 0AHHO20 UCCAe008AHUS.
Llenvto cmamou s6asemcs GoisigaeHUe INEMEHMOE GHYMPEHHE20
MapKemuHea, Komopsie 00ycA06AU8arOM HANPAeAeHHOCMb PA36u-
mus Kadpoeoeo NomeHyUana Npeonpusmus. Ymounenue noHsImuLi-
HO20 annapama no <«6HympeHHeMy MAapKemuHey» no3eoasem Cuc-
memamu3supoeams Omaoenvhvle €20 2NeMeHmybl 04 00CMUNCEHUs
aghghexmueroeo eosdeiicmeus Ha nompebumens. I[Ipu onpedesenuu
GHYMPEHHe20 MapKemuHea Omme4anach e20 HanpasaeHHOCMb Ha
nompebumens, OCyujeCmensemas nOcpeocmeom aKmueu3ayuy 00sex-
ma eHympeHHe20 mMapkemutea - nepconana. Onpedenervl mpu Kaio-
yegwle eOUHUYbL, 00pasyrowue mpu Konmpoaupyemole 36eHa: 1) «gup-
Ma-nompebumenv»; 2) «pupma-nepconan»; 3) «nepcoHar-nompe-
oumenwv». Boviacheno, 4ymo nockoabky 00seKmom 6HympeHHe20 mMap-
KemuHea A613emcsi nepcoHan KOMNaHuu, a Ka4ecmeo npedocmae-
AEMOU Yeay2Uu onpedensiemcs KavecmeeHHbIMU XapaKmepucmura-
MU ee npooasya, mo «GO3HUKaem npodaemMa co30aHUs Ka4ecmeeH-
H020 ucnoanumens». Coz0anue Ka4ecmeeHHo20 UCNOAHUMeNs pea-
AU3yemcest yepe3 pazeumue e20 Kadpoeoeo Nomenyuaid. Ycmarnoe-
AeH0 eOUHCMEBO U 83AUMOCEA3b NePCoHand, npoyecca u npooykma,
doKazana poab NepcoHana 6 yenu obecneveHus: kavecmea oocay-
JcUeanus, 8 peyabmame ueeo 3ada4ell GHympeHHe2o0 MapKemuHea
onpedeneHo Gopmuposanue U NOBbIUIeHUs Ka4ecmed NepCoHaq.
Pazsumue kadpoeoeo nomenyuasa mopeogvix npednpusmuil npeo-
CMaegAeHo 6 ude YUKAUUECK020 YPABAEHHECK020 npoyecca, Komo-
Dbl npedycmampugaem nOCMOSHHbLI KOHMPOAb UBMEHeHUll Xapak-
MepUCmuK NepcoHana U 0CyuecmeneHus KoppeKmupyouux mep oas
ux gopmuposanus. Ilpu smom, eHympennuli mapKemune paccmam-
puUBaemcs KaxK UHCMpymeHm ghopMupoeanus XapaKmepucmux nep-
COHANA MOP2OBLIX NPEONPUAMUIL.

Karoueevte caoea: TOProBuie TPEANPUATUS, BHYTPEHHMM
MapKeTHHT, KJIIMEHTOOPUEHTUPOBAHHOCTD IEPCOHAIA, Pa3BUTHE
KaJ[pOBOTO MOTEHI[UAA.
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The article focuses on the generalization of scientific
approaches to defining the essence of the concept of <internal
marketing» and setting its place in the marketing system of the
enterprise. Addressing the need for a theoretical search for new tools
for personnel management from the standpoint of internal marketing,
which ensures the achievement of competitive advantages of
commercial enterprises, modified the choice of topic, goal setting
and objectives of this study. The purpose of the article is to identify
the elements of internal marketing, which determine the direction of
development of human resources of the enterprise. Clarification of
the conceptual apparatus of «internal marketing» allows to systematize
its individual elements to achieve an effective impact on the consumer.
In identification of the term of internal marketing, its focus on the
consumer was noted, which is carried out by activating the object of
internal marketing - staff. Three key units have been identified,
forming three controlled links: 1) «consumer firm»; 2) «firm-staff>;
3) «staff-consumer». It was found that since the object of internal
marketing is the staff of the firm, and the quality of service provided
is determined by the quality characteristics of its seller, «there is a
problem of creating a quality performer». The creation of a quality
performer is realized through the development of its human resources.
The unity and interconnection of personnel, process and product
was established; the role of personnel in the chain of quality assurance
was proved, as a result of which the task of internal marketing is
determined by the formation and / or improvement of personnel
quality. The development of human resources of commercial
enterprises is presented in the form of a cyclical management process,
which involves constant monitoring of changes in personnel
characteristics and the implementation of corrective measures for
their formation. Providing that, internal marketing is seen as a tool
for shaping the characteristics of the staff of commercial enterprises.

Keywords: trade enterprises, internal marketing, customer
orientation of personnel, development of personnel potential.
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