
HAPPY CLIENT = A LOYAL CLIENT 

A story in 3 parts with a prologue and an epilogue 



PROLOGUE 



RUSSIA IN 2017 

GDP growth 1,4% 
 
Inflation  3% 
 
Value of RUR  
increased by 10% 
 
 

…STAGNATION 
 



MR IN RUSSIA 

Turnover of Russian MR industry for the period 2006-2016, 
mln. USD 

Turnover of MR industry in 2016, 
mln. USD 

 

USA     $19 487  
UK    $6 646 
Germany    $2 767 
France        $2 334 
 



PART 1 
BACKGROUND 



RETAIL INDUSTRY IN RUSSIA 

TURNOVER FALLING                                                         CHAINS GROWING 

Top 5 largest chains (from 70): 

……………………………………… 

№1 

 

№2 

 

№3 

 

№4 

 

№5 

 

 

№9 



GLOBUS 

• Established in 1828 
 

• The 1st supermarket in Germany (in 1945) 
 

• Shops in Germany (47), Czech Republic (15) 
and Russia (12) 

Thomas Bruch, the owner 



GLOBUS IN RUSSIA 

• Annual turnover of $15 bln 
• Highest turnover per m2 in industry 
• 8000 employees  
• 1-2 new hypermarkets per year 
• Own land and buildings 
 
AVERAGE HYPERMARKET: 
• 13000 м2, 120 cash desks 
• 50000 SKUs 
• 15-20k customers per day 
• Own bakery, butcher, restaurant 



GLOBUS + SOCIS 



PART 2 
APPROACH 



MROC: ADVANTAGES AND DISADVANTAGES 

• Cost-cutting 
 

• Faster 
 

• Quick feedback 
 

• Research AND communication 
 

• Clients involved in process 
 

• Increase in client loyalty 

• Lower budgets 
 

• Replaces  
 

• Choosing the right 
software 

VS 



RIGHT SOFTWARE? 



PART 3 
THE RESULT 



MROC FOR GLOBUS: PARAMETERS 

• Phone recruitment 
• Segmentation 
• 3 cities 
• 150 participants per city 
• 20% new participants every year 
• Quarterly incentives 



TYPES OF STUDIES 

• DIFFERENT TOPICS: «idea of the 
month», «complains», 
«comparisons with competitors» 
etc. 

• EXPRESS - POLLS 
• ON-LINE BLOGS 
• OFF-LINE STUDIES RECRUITMENT 
• «MEETINGS WITH TOP-

MANAGEMENT» 



CASE: ON-LINE BLOG 



CASE: FOCUS-GROUPS 



CASE: ACCOMPANYING PURCHASE 



CASE: MEETING WITH MD 



EPILOGUE 



EPILOGUE 

«…Roman, the store in Tver is eager to 
begin recruitment. They are looking 
forward to the start of the project in 
their city»… 



THANK YOU FOR YOUR 
ATTENTION 


