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1. Cxopoborarosa A.O. OpraHi3aliiHO-eKOHOMiYHe 3a0e311e4eHH KIIi€eHTO-OPi€HTOBAHOCTI MiANPUEMHUIIBKOI
IisIIBHOCTI HA CIOXXUBYOMY pUHKY. — KBanidikauiiiHa HayKoBa Ipallst Ha IpaBax pykonucy. Jucepralist Ha 3000y TTs
HAyKOBOT'O CTyIeHs IoKTopa ¢inocodii 3a 0CBITHLO-HAYKOBOIO Mporpamolo «IlizlpueMHULITBO, TOPTiBIIs Ta
6ip>koBa OistIbHICTB» ranysi 3HaHb 07 «YIpaBiiiHHS Ta aMiHICTPYBaHHS» — YHIBEpCUTET MUTHOI CIIPaBU Ta
¢dinancis. - [JHinpo, 2026. Y guceprauii po3rsiHyTO TEOPETUYHUN 6a3uC 3a0€311e4eHHS KJIIEHTOOPi€HTOBAHOCTI
HigIPUEMHULIBKOI TisSIBHOCTI Ha CIIO>KUBYOMY PUHKY. JIOCIIII)KEHO CTaH Ta IEPCHIEKTHUBU BIPOBAIKEHHS
KJIIEHTOOPiIEHTOBAHOI MOAEJII MANPUEMHUILTBA HA CIIOKMBYOMY PUHKY YKpaiHU. PO3IJIIHYyTO METOIUYHE
3a06e3ne4eHHs KJIieHTOOPiEHTOBAHOCTI NiIIPUEMHMLBKO]I isI7IbHOCT] HA CIIOKUBUYOMY PUHKY. YIOCKOHAJIEHO
TeopeTHYHe OOI'PYHTYBaHHS IeTePMIiHAHT peasnidalii KJIieHTOOPiEHTOBAHOTO MiTXOAY B MiATIPUEMHHULIBKIN

IiSTIBHOCTI Ha CIIO>KMBYOMY PUHKY, 11O, HA BiIMiHY BiJl iCHYIOUMX MiJIXO/IiB, BDAXOBY€ iHTETPYIOUNN XapaKTep



KJIiEHTOOPi€EHTOBAHOCTI SIK XapaKT€PUCTUKU B3a€EMOBIITHOCUH MIX MiJIIPUEMCTBOM i KJIiEHTOM IIpU (OPMYBaHHI
opranizauifiHO-eKOHOMIYHOI0 3a6e3Ie4eHHs KIIi€HTOLLeHTPUYHOCTI YIIPaBIiHHS 6i3Hec-TIpoliecaMy CTBOPEHHS,
YTPUMAaHHS Ta PO3BUTKY JOBrOCTPOKOBOI CIIOKMBYOI LIIHHOCTI, 1[0 JO3BOJISI€ PO3MUPUTU KOHKYPEHTHI IIepeBaru
MiJIPUEMCTBA Ha OCHOBI MiABUINEHHS JIOSIJIBHOCTI CIIOKMBAYiB. YIOCKOHAJIEHO METOAUYHUN MiAXif, 010
OpraHi3alifiHOTO PerjaMeHTYBaHHS Ta iHCTPYMEHTAJIbHOTO 3a0€3Me4eHHs! KJ1i€HTOOPIEHTOBAHOCTI BHYTPIIIHIX
NiANpUEMHULIBKUX Gi3HEC-TIPOLIECiB, BiIMIHHICTb SIKOTO I10JIra€e y po3pooOlli B paMKax CIiBBiIHECEHHs apaMeTpiB
371ifICHEHHS BHYTPpIllHiX 6i3Hec-nipouecis (BBII) i BUMOr 11070 CTBOPEHHS KJIiEHTChKO 3HAUyLIOrO Pe3yjbTaTy
iepapxidyHOro NpeacTaBIeHH A [IPOLECHOI OCHOBU KJIIEHTOOPIEHTOBAHOCTI Yepe3 y3arajJbHEHHS BILJIMBY [1aPaMETPIB
PEe3yJIbTaTUBHOCTI, CTIIKOCTi Ta ajantuBHOCTI BBII Ha BUSBIEHHS YIIPAaBIiHCHKUX 3alIUTiB OO0 BUOOPY HAJIEKHOTO
iHCTpyMeHTapilo YIIpaBJiHChKOTO BIUIUBY Ta 3a6€3I1€4€HHS Y3Tro)KeHHsI BHYTPIlIHbOI JIOTIKM (PYHKLIOHYBAaHHS
nianpuemMcTBa 3 noTpebamy (pOpMyBaHHS, NiITPUMAHHS i BiITBOPEHHS CIIOKMBYOI LIIHHOCTI Ha CIIO>KUBYOMY PUHKY.
YIoCKOHaIeHO .TexHOJIoriI0 GOpMYyBaHHS CTpaTerii 3a6e3nedeHHs KJIi€HTOOPiEHTOBAHOCTI MiTITPUEMHUIIBKO]
IiSITIBHOCTI Ha CIIO>KMBYOMY PUHKY, BiIMiHHICTb SIKOTO I'PYHTYETBHCS Ha IHTETPaJIbHOMY OLIHIOBaHHI PiBH4 3pinoCTi
KJlieHToopieHToBaHocTi nignpuemctsa (CX Index) 3a CKIaL0BUMU MacIITady IisiyIbHOCTI, ollepaLiifHoi
e(eKTUBHOCTI Ta CTabiIbHOCTI PO3BUTKY, IO€JHAHHI KJIACTEPHOTO aHasli3y Ta cTpareriyunoi CX-marpui «Scale x
CX». [lictanu nopanpioro poO3BUTKY METOAMYHI MOJIOKEHHS OO0 OL[iHKU CTaHY KJIiEHTOOPi€EHTOBAHOCTI
IiSJIBHOCTI MigIIpUEMCTBA 10 Ha BiIMiHY Bifl iHIINX ITiAXOMiB, IPOIIOHYETHCS 3MiMICHIOBATU HA OCHOBI
6araTOBUMIipHOTrO MiIXOy WOAO y3arajabHEHHS iHHOBALiHO-aJalTaliiHOi, onepaliliHO-pecypCHOi Ta
MapKeTHMHTOBO-30yTOBOI [1€PCIEKTUB (POPMYBAHHS CIIOKUBUO] LIIHHOCTI 3 OAJIbIINM arperyBaHHSIM OTPUMaHUX
3HA4EHb B iHTErpasbHi MOKa3HMKU 33 OKPEMHMMU IIEPCIIEKTUBAMYU Ta y3araJbHIOIOYMI ITIOKA3HUK
KJIIEHTOOPiI€EHTOBAHOCTI. JlicTany Mojanbuoro po3BUTKY HAyKOBO-METOAMYHI [TOJIOKEHHS 10A40 OpraHizauiiHoi
nigTpuMku n1uppoBoi TpaHcpopmalii 6i3Hecy, sKi, Ha BiIMiHY Bifl iCHyIOYMX, [PYHTYIOTbCS Ha PO3IJIsAi
KJIIEHTOOPiEHTOBAHOI MOIeJli MiANPUEMHHUIITBA SIK 6araTOKOMIIOHEHTHOI CUCTEeMH, IO iHTerpye uudpoBsi
TEXHOJIOTI, KJIiEeHTChKI aHi, 6i3Hec-Ipouecy, iIHCTpPyMEHTH IlepCoHasizallii, KOMyHiKallifiHi KaHaiy Ta MeXaHi3Mu
(opMyBaHHS KJIiEHTCHKOI LIIHHOCTI, a piBeHb ii 3piIoCTi BUBHaYa€e MOXKJIMBOCTI MiJIMIPUEMCTBA LI0JJ0 CTBOPEHHS Ta

VIPaBIIiHHS KJIIEHTCHKUM JIOCBiZIOM Y 1M(POBOMY CEpeIOBHUIL.

2. Skorobogatova A.O. Organizational and Economic Support for Customer Orientation of Entrepreneurial Activity
in the Consumer Market. — Qualifying scientific work as a manuscript. Dissertation for the degree of Doctor of
Philosophy under the educational and scientific programme “Entrepreneurship, Trade and Exchange Activity” in
the field of knowledge 07 “Management and Administration” - University of Customs and Finance. - Dnipro, 2026.
The dissertation examines the theoretical foundations of ensuring customer orientation in entrepreneurial activity
in the consumer market. The current state and prospects for implementing a customer-oriented entrepreneurship
model in Ukraine’s consumer market are investigated. The methodological framework for ensuring customer
orientation in entrepreneurial activity in the consumer market is considered. The theoretical substantiation of the
determinants underlying the implementation of a customer-oriented approach to entrepreneurial activity in the
consumer market has been improved. In contrast to existing approaches, the proposed framework takes into
account the integrative nature of customer orientation as a characteristic of the relationship between an
enterprise and its customers when developing organizational and economic support for customer-centric
business process management aimed at creating, maintaining, and enhancing long-term customer value. This
approach enables enterprises to strengthen their competitive advantages by increasing customer loyalty. The
methodological approach to the organizational regulation and instrumental support of customer-oriented internal
business processes has been improved. Its distinctive feature is the development of a hierarchical representation
of the process-based foundations of customer orientation by aligning the parameters of internal business
processes (IBPs) with the requirements for creating customer-relevant outcomes. The approach generalizes the
influence of IBP performance, resilience, and adaptability parameters on identifying managerial needs related to
the selection of appropriate management tools. It also ensures the alignment of the internal logic of enterprise
operations with the need to create, maintain, and reproduce customer value in the consumer market. The
methodology for developing a strategy to ensure customer orientation in entrepreneurial activity in the consumer



market has been improved. Its distinctive feature is the integrated assessment of the maturity level of an
enterprise’s customer orientation using the Customer Experience Index (CX Index), based on the dimensions of
business scale, operational efficiency, and development stability, as well as the combined application of cluster
analysis and the strategic “Scale x CX” matrix. The methodological provisions for assessing the level of customer
orientation in enterprise activities have been further developed. Unlike existing approaches, the proposed
assessment is based on a multidimensional framework that integrates the innovation and adaptation, operational
and resource, and marketing and sales perspectives of customer value creation. The values obtained are
subsequently aggregated into composite indicators for each individual perspective and an overall customer
orientation index. The scientific and methodological provisions concerning organizational support for digital
business transformation have been further developed. Unlike existing approaches, they are based on viewing the
customer-oriented entrepreneurship model as a multicomponent system integrating digital technologies,
customer data, business processes, personalization tools, communication channels, and customer value creation
mechanisms. The maturity level of this system determines an enterprise’s capacity to create and manage customer

experience in the digital environment.
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