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CONCEPTUAL MODEL OF MARKETING TECHNOLOGIES FOR CUSTOMER 

SERVICE BASED ON AN INDIVIDUAL APPROACH 

The modern marketing model is based on the perceptions with which a customer perceives a 

product or service. The conceptual model of marketing technologies is a set of methods and 

techniques, means of obtaining, processing and handling not only information, but also materials and 

resources, which will help achieve the planned result. Effective marketing technologies contribute to 

the analysis and creation of value for the consumer, and form its value. The main technologies are 

Design Thinking and the Value Proposition Framework. It is the basis for the development of effective 

marketing technologies for customer service. 

"Design of thinking" was proposed by scientists at the Hasso-Plattner Institute of Design at 

Stanford (D.school). The essence of the technology is to explore new opportunities for solving 

customer problems by understanding human needs, developing ideas, and generating them. The 

stages of technology implementation are compassion, problem definition, idea, prototype, and test [1; 

3; 5]. The Value Proposition Framework technology model was developed by Osterwalder A. [1; 4]. 

The value proposition framework is a technology that promotes a service or product in the value 

plane, taking into account the needs of the client. This technology is based on the analysis of the 

relationships between services, actors, and real market needs. It can be used to improve an existing 

offer, as well as to explore a new one. Thanks to the Value Proposition Canvas, a product or service 

can be studied through the prism of the preferences and expectations of a demanding customer. 

The conceptual model of marketing technologies for organizing hotel customer service is 

represented by the main blocks: 1. Block of goal setting. 2. Block of analysis. 3. Listening unit. 4. 

Block of technologies. 5. Management and control unit. 6. Block of correction and implementation 

of individual customer service (Fig. 1). 
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It has been established that the modern marketing model is based on the perceptions with 

which a customer perceives a product or service. Marketing technologies are based on the 

relationships that arise in various areas, marketing, management, production, in each business process 

using consistent operations, techniques and actions. The main technologies are Design Thinking and 

the Value Proposition Framework. The essence of Design Thinking is to explore new opportunities 

for solving customer problems through understanding human needs, developing ideas and generating 

them. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Fig. 1. Conceptual model of marketing technologies for customer service on an individual 

approach* 

* compiled by the author 

Block of goal setting 

1. Definition of the mission. 2. Defining the vision. 3. Determining 

the goal of creating customer service with an individual approach. 4. 

Development of the development philosophy 

Analysis unit 

1. The level of awareness of the target audience with the company. 

2. Attitude of the target audience. 3. Positive goodwill. 4. Level of 

consumer loyalty 

There is a philosophy of 

development 
There is not a philosophy of 

development 

Listening unit 

1. Analysis of the hospitality industry. 2. Analysis of competitors. 3. 

Analysis of the macro environment. 4. SWOT analysis 

Block of technologies 

"Design thinking". The canvas of the value proposition. Development of 

scenarios for customer stay in the hotel 

Control and monitoring unit 

1. Monitoring of scenarios of guests staying in the hotel. 2. Use of 

marketing technologies to promote goods and services. 3. Performance 

monitoring 

Correction and realization unit 
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The value proposition framework is a technology that promotes a service or product in terms 

of value, taking into account the needs of the client. On this basis, a conceptual model of marketing 

technologies for customer service based on an individual approach is built. The marketing tools for 

customer service based on an individual approach are: advertising, sales promotion, public relations, 

personal selling, Internet marketing, branding, franchising, telemarketing, merchandising. 

Subsequently, based on the generalizations and conclusions of the conceptual model, it is necessary 

to develop a customer service program based on an individual approach in the following stages: 

determining the target audience of the product; developing a stay plan; creating a product; selecting 

partners; adding extra services and experiences; expanding the product; promoting the product; 

packaging the product. 
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АНАЛІЗ РИНКОВОГО КОШИКА ЯК ОСНОВА  

АСОРТИМЕНТНОЇ ПОЛІТИКИ 

Аналіз ринкового кошика є одним із найбільш часто використовуваних методів аналізу 

даних для маркетингу. Базуючись на інтелектуальному аналізі даних, цей метод спрямований 

на виявлення моделей покупок клієнтів шляхом визначення зв’язків із даними про транзакції 

в торговій точці. Отриману таким чином інформацію про асоціації предметів можна 

https://doi.org/10.1080/00043125.2016.1224844
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