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Abstract: the article compares LLC "AM" with competitors, analyzes the internal and external factors of the organi-
zation. The main minuses and pluses, as well as areas in which the company needs to improve, are identified. The
organization was found to have high potential. The result of this study should be an increase in customer loyalty,
which in turn will lead to an increase in the company's profits. The basic strategic direction is work with clients.
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AHAJIN3 CTPATETUYECKOI'O MOJIOKEHUSA OO0 «AM» U TIEPCIIEKTUBBI
PA3BUTUA IPEAIIPUATUA
I'eBoprsin I' A. (Poccuiickas ®degepauns)

T'egopean I'esopz Axonosuu — caywamens,
Buicwas wxona xopnopamusnoeo ynpasnenuss PAHXul C,
2. Mockesa

Annomayusn: 6 cmamve daemcs cpasnenue OO0 «AMy» ¢ KOHKYpeHmamu, ananusupyiomecs GHympeHHue 1 6HeuHue
@axmopul opeanusayuu. Onpedenenvbl OCHOBHbIE MUHYCbL U NAIOCHL, A MAKICe HANPAGLEHUs, 8 KOMOPLIX KOMRAHUU
Heobx00umo yayyuwamscs. buino eviasneno, umo opeanusayusi ooradaem GviCOKUM NOmeHyuaiom. Pesynemamom
O0aHHO20 UCCIE008AHUS OONINCEH CINAMb POC NOKA3AMENs IOSATbHOCIU KIUEHMO8, YMO 6 C80I0 0uepedsb npusedem
K pocmy npubvliu komnanuu. bazosvim cmpameauueckum nanpaeienuem Aeiaemes paboma ¢ KiueHmamu.
Knroueevte cnosa: cunepzemuueckutl 3¢pghexm, HayKoemKue npouzgoocmed, KOHKYPEHMOCHOCOOHOCMb, KOPNopa-
mueHoe ynpaeiexue, OnmumMusayus.

In the current situation, the Mercedes brand has a winning position by continuing to bring to the market great
cars that are in demand in their segment and in crisis conditions.

However, the rise in prices cannot but affect the behavior of consumers even with a relatively high demand for
Mercedes cars. Inevitably, the demands of customers to the level of service are increasing. The presence of several
dealer centers allows the buyer to choose in which of the salons to purchase their preferred car and where to carry
out its further maintenance. In this regard, the level of customer service, which, in turn, forms the level of loyalty
not to the brand, but to a particular salon, is becoming increasingly important.

Mercedes has a balanced model line, bestsellers are equally popular. All this keeps a high level of brand loyalty,
prompting dealerships to fight for the client among themselves.

"AM" tries to be as flexible as possible in relation to customers, and offers a full range of services that help make
buying a car in the Center more profitable and convenient. For example, it is actively offered to purchase a car on
lease. If earlier this program could only be used by legal entities, today it is also available for individuals. Clients are
actively offered a buyback option with a guaranteed residual value. The service station operates around the clock
and there is no serious decline in client activity.

AM, like the manufacturing company, has always prioritized the development of long-term loyal relationships
with customers. LLC works every day to ensure that the operation of the car for the client brings exceptionally posi-
tive emotions. For more than 130 years, Mercedes has been developing and implementing procedures for interacting
with customers in such a way that they remain highly satisfied with the quality of the services provided. Therefore,
LLC does not change its strategy based on the economic situation on the market, but strives to always keep the bar
at a high level.

In the future, customers of the Mercedes brand will face a significant renewal and expansion of the model range,
the use of innovative technologies that make the operation of serial models more comfortable, economical and safe,
and the introduction of new services.

Regardless of the economic situation, the period of ups and downs, the LLC tries to conduct a well-thought-out
financial and investment policy. And also pay utmost attention to the growth and retention of the client base through
high-quality service, i.e. be extremely customer oriented.

It is difficult to single out the competitive advantage of an LLC, since its activities are limited by strict require-
ments of standards. The main task facing the company is to do it better than others. The automotive business is
heavily influenced by the human factor. To increase competitiveness, it is necessary to focus on quality indicators.
This can only be achieved through highly qualified personnel and well-organized processes. The analysis of factors
was carried out by the author together with the management of the LLC, representatives of the importer company



based on statistical data on the LLC and competitors. In addition to the author, 7 people took part in the analysis.
Were collegially exposed to the joint assessment of the factors and assigned weights (Table 1).

According to the results of the analysis, LLC shares the first place among the closest competitors. However, this
analysis made it possible to clearly identify strengths and weaknesses, which should subsequently become the basis
for developing a strategy. For the near future, this should be a strategic benchmark in the development of the com-
pany. In the eyes of customers, you need to become number one in these areas.

In order to consider the development paths in more detail, we will use the SWOT analysis. To do this, the man-
agement of the LLC was assembled and the main opportunities and threats in the market were identified and the
main strengths and weaknesses of AM were identified (Table 2).

Table 1. Comparison with competitors.

Key Factors LLC «A» «Bx» «Cx» «D»
(success, strength score) 8 4 8 6 5
Repair quality (0.2) 9 4 10 10 8
Reputation / image (0.15) 8 9 6 9 9
Production (0.05) 5 7 7 4 7
Pricing policy (0.1) 7 9 6 7 8
Location (0.1) 8 7 9 8 4
Marketing/advertising (0.05) 6 9 8 8 6
Financial position (0.05) 8 6 4 10 9
Comfort (0.1) 6 4 5 6 6
Quality of service (0.2) 7,25 5,65 6,95 7,25 6,75

Table 2. SWOT analysis "AM".

Internal factors

External factors

Strengths:

1. Production capability
2. Location

3. Financial opportunities

Possibilities:

1 Large potential customer base due to the total population
and standard of living in the region.

2 A large number of potential employees in the labor mar-
ket

3 Declining average wages in the labor market

Weak sides:

1. Insufficient quality of repair

2. Insufficient high quality of service

3. Comfort in the client area does not meet the required
level

4. Lack of systematic work with customer loyalty

Threats:

1 General decrease in the purchasing power of customers
due to the depreciation of the ruble

2 External economic threats

3 Low qualification of personnel in the labor market

4. Increasing customer turnover

The "Total" columns show the sum of scores for the rows of the matrix, the column "Total" - the total sum for
the rows of the matrix. The line "Total" shows the sum of the columns of the matrix. The analysis of factors was
carried out by the author directly with the management of the LLC and the representative of the importer (Table 3).

The final evaluation of the matrix is negative. Based on the analysis, it is necessary to develop strategic direc-
tions in order to use the market opportunities and strengths of the company, as well as to take a number of measures
to reduce the impact of market threats and neutralize its weaknesses.

Table 3. Quantification of factors.

External environment Internal environment
Weak sides Strengths
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Possibilities
Lar_ge potential customer base in the | 3 -3 1 ) -9 3 2 2 7 )
region
A large number of potential employ-
ees in the labor market -1 -1 0 0 -2 3 1 3 7 5




Decrease in the average level of wag-

es in the labor market 0 0 0 0 0 2 0 3 5 5
Threats
Decreased purchasing power of cus- | 2 -3 1 3 -9 0 1 5 3 6
tomers
Foreign economic threats -2 1 0 0 -3 0 0 1 1 _2

Low qualification of personnel in the

-2 -2 0 -1 -5 1 0 3 4 -1
labor market
Increasing customer turnover -2 -2 -2 -3 -9 0 0 0 0 -9
Total -12 | -12 -4 -9 - 37 9 4 14 27 -10

The company can offer customers same-day service and repairs. But in order to start loading production capaci-
ties, we need to solve the problem with the quality of repairs and the quality of service. Otherwise, we risk leaving a
negative experience for the client, which will undermine the company's reputation. The solution to the problem of
the quality of service and repair is in the plane of the correct organization of processes and the availability of quali-
fied personnel.

A large number of employees in the labor market is a good opportunity for the company. It is possible to under-
staff and replace staff within the organization. There are production capacities and financing.

A decrease in the average level of wages in the labor market will have a positive effect on the company, since,
given its financial capabilities, it can motivate employees even more. Thus, to keep the existing ones and poach pro-
fessionals from other companies.

Decreased purchasing power of customers. This is a serious threat, as customers have begun to pay more atten-
tion to the price and quality of the services offered. In order to reduce the influence of our weak sides, it is necessary
to raise the quality of repair and maintenance. Given the good financial capabilities of the company, it is possible to
launch several loyalty programs for customers of the post-warranty period.

Foreign economic sanctions may adversely affect the purchase of spare parts and equipment, and there may be
interruptions in supplies. In order to minimize the influence of this factor, it is necessary to optimize and increase
the stock of spare parts and already now it is necessary to purchase equipment for the future. It is possible for us to
do this, as the company has good financing.

The low qualification of personnel in the labor market will negatively affect the increase in personnel to com-
plete production capacities. We can compensate for this impact by launching a program for the selection, training
and advanced training of personnel.

It should be noted that the intensification of work with customer loyalty and, as a result, a decrease in their turn-
over can change the negative overall rating of “~-10” to a positive “+5”

After conducting a SWOT analysis, we were able to identify the main minuses and pluses, and most importantly,
the areas in which we need to improve. The organization was found to have high potential. The most important thing
for us is getting feedback from our customers and employees. Only thanks to this information and its correct analy-
sis, we will be able to develop further, constantly improving in all directions. The result of this improvement should
be an increase in customer loyalty, which in turn will lead to an increase in the company's profits. The basic strate-
gic direction is work with the client.
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