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THE MAIN ASPECTS OF CUSTOMER-ORIENTED ENTERPRISE 

MANAGEMENT 

 

Yevheniia Lavryk, PhD student,  

Sumy State University, Ukraine 

 

One of the most important tasks of any enterprise is to ensure its success and 

loyalty to customers for further effective development. Poor service delivery is a 

problem that can and should be solved. Consumers who are dissatisfied with the 

quality or provision of incomplete services begin to go to competitors. And in this 

case, the company loses the customer and profits. 

Research has shown that in practice the success of the formation and 

development of market potential of modern enterprises depends on a number of 

trends: the use of innovation and investment programs, updating the range, 

technological, financial, material resources and implementation of customer-

oriented marketing policy. It is important not just to be able to produce a certain 

number of products or provide services, but to be able to sell them (Roberts-Phelps, 

G., 2003; Pimonenko et al., 2021; Pimonenko et al., 2021; Ziabina et al., 2020; 

Novikov, 2021a; Biewendt et al., 2021; Niftiyev et al., 2021). 

Customer-oriented approach has recently become significantly relevant and 

for successful businesses is becoming a leading concept of doing business. The main 

advantages of the customer-oriented approach as a paradigm of modern business: 

- unique competitive advantages are quite difficult to create due to new 

technologies, range, increase of operational efficiency and decrease of prices, 

because these elements are copied rather quickly; 

- the attitude to the client cannot be created "under the copier", it is developed 

over the years and acts as an integral part of corporate culture. 

The customer-oriented approach emerged as a product of the evolution of the 

concept of interaction marketing and marketing management, because this type of 

marketing combines the main features and characteristics of concepts, 

complemented by an understanding of the specifics of their implementation in 

customer (consumer) orientation. 

Customer focus should lead to increased productivity and development of the 

company. If there is no additional income from quality service, then there is no 

customer focus. Failure to understand this fact leads to inefficient use of resources, 

ie additional costs (Anderson, K., Kerr, C., 2002). The main entity that implements 

a customer-oriented approach in the organization is its staff. Customer-oriented staff 

is a set of knowledge, skills, abilities, which due to the appropriate motivation, 

values, guidelines and personal qualities of employees contribute to the formation of 

certain behaviors, establishing and maintaining relationships with customers to 

obtain the desired result (Bouchetara et al., 2020; Zolkover and Georgiev, 2020; 
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Nemmiche et al., 2019; Moskovicz, 2019; Kaya, 2020; Starchenko et al., 2021; 

Zainea et al., 2020;). 

Consideration of the customer-oriented approach involves the transition to 

marketing based on customer-oriented. Customer-oriented marketing is a part of 

marketing, the main task of which is to focus on the most loyal customers who are 

able to make a profit for the company and trust it more than competitors. It is to such 

buyers that it is advisable to use tools and methods that strengthen the customer's 

positive attitude towards the company (Ruvenny I., 2015). 

 

 
 

Figure 1 – Benefit categories of the customer-oriented approach for customers 

 

There are three categories of benefits of a customer-oriented approach for the 

customers themselves, namely: 

- psychological - close communication with the company; 

- social - friendly relations with staff; 

- economic - receiving discounts, various bonuses, individual service and 

goods that are tailored to a particular consumer. 

The benefits of a customer-oriented approach for companies should also be 

highlighted, in addition to gaining competitive advantages, additional profits and 

market success (Greco and Matta, 2021; Khaliq et al., 2021; Novikov, 2021b; 

Dzwigol, 2020; Shkarlet et al., 2019; Fila et al., 2020; Kordos, 2019; Partlova et al., 

2020; Us et al., 2020; Letunovska et al., 2020; Prudnikov and Nazarenko, 2021; 

Antonyuk et al., 2021; Tiutiunyk et al., 2021). Establishing long-term trust with 

customers allows you to reduce transaction costs of market transactions: information 

retrieval, contracting, measuring product quality, protection of property rights and 

protection against dumping and aggressive behavior of firms and customers. The 

application of a customer-oriented approach in the activities of Ukrainian enterprises 

is the key to strengthening their competitive position, which is achieved through the 

stabilization and expansion of the customer base. Qualified application of the client-

oriented approach gives the chance to provide qualitative efficiency, quantitative 

efficiency, profitability and economy of administrative activity. 

 

benefit categories of the customer-

oriented approach for customers 

economic social psychological 



44 

 

References 

 
Alexander, D., Turner, C. (2002) The C.R.M. Pocketbook, Published by Management 

Pocketbooks Ltd, U.K., 128 p 

Anderson, K., Kerr, C. (2002) Customer Relationship Management, Published by The 

McGraw-Hill Companies, USA, 177 p. 

Antonyuk, N., Plikus, I., & Jammal, M. (2021). Sustainable business development vision 

under the covid-19 pandemic. Health Economics and Management Review, 2(1), 37-

43. https://doi.org/10.21272/hem.2021.1-04 

Biewendt, M. et. al. (2021). Motivational Factors in Organisational Change. SocioEconomic 

Challenges, 5(3), 15-27. https://doi.org/10.21272/sec.5(3).15-27.2021 

Bouchetara, M., Nassour, A., Eyih, S. (2020). Macroprudential policy and financial stability, 

role and tools. Financial Markets, Institutions and Risks, 4(4), 45-

54. https://doi.org/10.21272/fmir.4(4).45-54.2020 

Dzwigol, H. (2020). Innovation in Marketing Research: Quantitative and Qualitative 

Analysis. Marketing and Management of Innovations, 1, 128-135. 

http://doi.org/10.21272/mmi.2020.1-10 

Fila, M., Levicky, M., Mura, L., Maros, M., & Korenkova, M. (2020). Innovations for 

Business Management: Motivation and Barriers. Marketing and Management of 

Innovations, 4, 266-278. http://doi.org/10.21272/mmi.2020.4-22 

Greco, F., Matta, L. (2021). Entangled Entrepreneurial Competitiveness Advantage: An 

Opinion Paper. Business Ethics and Leadership, 5(3), 42-

46. https://doi.org/10.21272/bel.5(3).42-46.2021 

Kaya, H. D. (2020). The Efficiency of the Financial System: A Comparison of Developed and 

Less Developed Countries. Financial Markets, Institutions and Risks, 4(2), 16-24. 

https://doi.org/10.21272/fmir.4(2).16-24.2020. 

Khaliq, A., Umair, A., Khan, R., Iqbal, S., Abbas, A. (2021). Leadership and Decision Making 

among SMEs: Management Accounting Information and the Moderating Role of Cloud 

Computing. Business Ethics and Leadership, 5(2), 78-

95. https://doi.org/10.21272/bel.5(2).78-95.2021 

Kordos, M. (2019). British-Slovak Foreign Trade Relations: Consequences of Brexit. 

Marketing and Management of Innovations, 3, 341-353. 

http://doi.org/10.21272/mmi.2019.3-26 

Letunovska, N., Kwilinski, A., & Kaminska, B. (2020). Scientific research in the health 

tourism market: a systematic literature review. Health Economics and Management 

Review, 1, 8-19. https://doi.org/10.21272/hem.2020.1-01 

Moskovicz, A. (2019). Financial Qualitative Research: A Comprehensive Guide for Case 

Study usage. Financial Markets, Institutions and Risks, 3(4), 106-116. 

http://doi.org/10.21272/fmir.3(4).106-116.2019. 

Nemmiche, K., Nassour Ab., Bouchetara, M. (2019). Firm growth vs. external growth: a 

behavioral approach. Financial Markets, Institutions and Risks, 3(4), 16-23. 

http://doi.org/10.21272/fmir.3(4).16-23.2019. 

Niftiyev, I., Yagublu, N., Akbarli, N. (2021). Exploring The Innovativeness Of The South 

Caucasus Economies: Main Trends And Factors. SocioEconomic Challenges, 5(4), 122-

148. https://doi.org/10.21272/sec.5(4).122-148.2021 

https://doi.org/10.21272/hem.2021.1-04
https://doi.org/10.21272/sec.5(3).15-27.2021
https://doi.org/10.21272/fmir.4(4).45-54.2020
https://doi.org/10.21272/bel.5(3).42-46.2021
https://doi.org/10.21272/bel.5(2).78-95.2021
https://doi.org/10.21272/hem.2020.1-01
https://doi.org/10.21272/sec.5(4).122-148.2021


45 

 

Novikov V. (2021a). Bibliometric Analysis of Economic, Social and Information Security 

Research. SocioEconomic Challenges, 5(2), 120-

128. https://doi.org/10.21272/sec.5(2).120-128.2021 

Novikov, V.V. (2021b). Digitalization of Economy and Education: Path to Business 

Leadership and National Security. Business Ethics and Leadership, 5(2), 147-

155. https://doi.org/10.21272/bel.5(2).147-155.2021 

Partlova, P., Strakova, J., Vachal, J., Pollak, F & Dobrovic, J. (2020). Management of 

Innovation of the Economic Potential of the Rural Enterprises. Marketing and 

Management of Innovations, 2, 340-353. http://doi.org/10.21272/mmi.2020.2-25 

Pimonenko, T., Lyulyov, O., Us, Ya., Dubyna, O.,  Kumah, Os.Ow.E. (2021). Gender 

Stereotypes and Green Banking Toward Carbon-Free Economy. Financial Markets, 

Institutions and Risks, 5(4), 29-38. http://doi.org/10.21272/fmir.5(4).29-38.2021 

Pimonenko, T., Us, Ya., Myroshnychenko, Yu., Dubyna, O., Vasylyna, T. (2021). Green 

Financing for Carbon-Free Growth: Role of Banks Marketing Strategy. Financial 

Markets, Institutions and Risks, 5(3), 71-78. https://doi.org/10.21272/fmir.5(3).71-

78.2021 

Prudnikov, Yu., & Nazarenko, A. (2021). The role of content marketing in the promotion of 

medical goods and services. Health Economics and Management Review, 2(1), 23-

29. https://doi.org/10.21272/hem.2021.1-02 

Roberts-Phelps, G. (2003) Customer Relationship Management: How to turn a good business 

into a great one!, Reprinted by Thorogood, London, 243 p. 

Ruvenny I.Ya. (2015) Client-oriented approach to the development of the organization, 

Tambov,  p. 132-135 

Shkarlet, S., Kholiavko, N., Dubyna, M. (2019). Information Economy: Management of 

Educational, Innovation, and Research Determinants. Marketing and Management of 

Innovations, 3, 126-141. http://doi.org/10.21272/mmi.2019.3-10 

Starchenko, L.V., Samusevych, Ya., Demchuk, K. (2021). Social and Eco-Friendly 

Enterpreneurship: The Keys to Sustainability. Business Ethics and Leadership, 5(1), 118-

126. https://doi.org/10.21272/bel.5(1).118-126.2021 

Tiutiunyk, I., Humenna, Yu., & Flaumer, A. (2021). Covid-19 impact on business sector 

activity in the EU countries: digital issues. Health Economics and Management Review, 

2(1), 54-66. https://doi.org/10.21272/hem.2021.1-06 

Us, Ya., Pimonenko, T., Tambovceva, T., & Segers, J-P. (2020). Green transformations in the 

healthcare system: the covid-19 impact. Health Economics and Management Review, 

1(1), 48-59. https://doi.org/10.21272/hem.2020.1-04 

Zainea, L.N., Toma, S.G., Marinescu, P., Chițimiea, A. (2020). Combating Unemployment 

through Social Entrepreneurship in the European Context. Business Ethics and 

Leadership, 4(4), 85-98. https://doi.org/10.21272/bel.4(4).85-98.2020 

Ziabina, Ye., Pimonenko, T., Starchenko, L. (2020). Energy Efficiency Of National Economy: 

Social, Economic And Ecological Indicators. SocioEconomic Challenges, 4(4), 160-

174. https://doi.org/10.21272/sec.4(4).160-174.2020 

Zolkover, A., Georgiev, M. (2020). Shadow Investment Activity as a Factor of 

Macroeconomic Instability. Financial Markets, Institutions and Risks, 4(4), 83-

90. https://doi.org/10.21272/fmir.4(4).83-90.2020 
 

https://doi.org/10.21272/sec.5(2).120-128.2021
https://doi.org/10.21272/bel.5(2).147-155.2021
http://doi.org/10.21272/mmi.2020.2-25
http://doi.org/10.21272/fmir.5(4).29-38.2021
https://doi.org/10.21272/hem.2021.1-02
https://doi.org/10.21272/bel.5(1).118-126.2021
https://doi.org/10.21272/hem.2021.1-06
https://doi.org/10.21272/hem.2020.1-04
https://doi.org/10.21272/bel.4(4).85-98.2020
https://doi.org/10.21272/sec.4(4).160-174.2020
https://doi.org/10.21272/fmir.4(4).83-90.2020


89 

 

Наукове видання 

 

 

 

БІЗНЕС-ЕТИКА ТА ЛІДЕРСТВО 

 

 
Матеріали 

 Міжнародної науково-практичної конференції 

 
 

(Суми, 29-30 листопада 2021 року) 

 

 

 

 
Стиль та орфографія авторів збережені. 

Організаційний комітет і редакційна колегія можуть не поділяти точки зору авторів. 

Автори відповідають за точність, достовірність і зміст матеріалів. 

 Посилання на матеріали конференції обов’язкові. 

 

 

 

Відповідальний за випуск Т. А. Васильєва 

Комп’ютерне верстання Я. О. Ус 

 
 

 

 

 

Формат 60×84/16. Ум. друк. арк. 29,86. Обл.-вид. арк. 38,58.  

 

 

 
Видавець і виготовлювач 

Сумський державний університет, 

вул. Римського-Корсакова, 2, м. Суми, 40007 
Свідоцтво суб’єкта видавничої справи ДК № 3062 від 17.12.2007. 


	The main aspects of customer-oriented enterprise management

