SADRZAJ

§. POVLIESNI RAZVOI MARKETINGA ... it iiseninnisssatssanssmessusasinbmnsisssseifisussssessshi 1
B ONOIE MIREETINGIL . - o o sspurens s s Brarbrunies et i s i tidiunedh 27
SRR T AT PR LG o i O NN ) N S 43
4. UPRAVLIANJE ODNOSIMA S KUPCIMA — CRM .......ooeeeeeeeeeeeeeeeeeeeeveeseeesesenenen 59
R L P O R ) o et eyt o el e S o 81
6. UMJETNA INTELIGENCIJA U MARKETINGU........ooooeeeeeeeeeeeeeeseeeeeeeereeeveseeeeseeneens 149
7. INTERNET STVARI I MARKETING ......ooeeeeeeeeeeeeeeeeseseeresesesseneseesesees s sseesssenene. 201
e 8 W T T R O e e S e S R I 217
9. VIRTUALNA I PROSIRENA STVARNOST U MARKETINGU.......oooeeeeeeeeeeeeeeeerenens 229
10. DIGITALNI MARKETING — POJAM I DEFINICIJA DIGITALNOG MARKETINGA,
STRATESKO PLANIRANJE U DIGITALNOM MARKETINGU............cocoeveeeeevreerenn.. 249
11. DIGITALNI MARKETING — OKRUZENJE DIGITALNOG MARKETINGA................... 277
12. DIGITALNI MARKETING — PONASANJE POTROSACA........ooooveeeeeeeeeeeeeeereeeeens 293
13. DIGITALNI MARKETING — ISTRAZIVANJE ONLINE TRZISTA ........ocoooeeeeereererenn. 309
14. DIGITALNI MARKETING — SEGMENTIRANJE, CILJANJE I POZICIONIRANJE ......345
B SIRKETING PUTEM TRAZILICA -~ SEM .5 Vst Talno i iasiifen il b i 369
8 IDRELINT MARKETING oo s il ARSI IR 0 et L S 403
B OVLINE ODNOSI S JAVNOSCU .00 o B X A e o e e 431
0 MARKETING USMENOM PREDAJOM. ... . L S i Sl L 455
P MARKETING NA DRUSTVNIM MREZAMA.............cocoivoroioes it e s arasines 481
20. MARKETING NA NAJPOPULARNIJIM DRUSTVENIM MREZAMA ...........couueen..... 507
W1 MARKETING PUTEM ELEKTRONICKE POSTE ..ot L e 545
B UL T VA RKETING i i i s e b i L B b 569

VII



SADRZAJ

1. POVIIESNERAZFOL MARKE TN G A 0 it i il e s saeblssng s s oot 1
1.1 InausiniSkE TEVOINCHIE .. ..o L s e R i lihicvenn v eiynns Ransivassnsunes stenssnnipsastossshnnsmssusnssienesees 4
(e B et e T L M el S O - R e O SpRRPR SRR 8

gl b T (i e R S G PR e g g e e S, 9
1.2.2. MArKeting 2.0 ......ccooiiiiiieieiiieiriteee e e eeeeecrirreeeesesesbaraeeesessennsaeaeesesssssnsennssaseesns 11
B IE R  C OTUC ST S S S . 14
8670 B U O e e e S g ume et e S L S 18
F2.5. BAMTKelNT D) ... 0. 0000 eevus cortimniiytonsss Smavivsses i nes Smnsa Pessosbnsvabnsssrius b besabonss 19

O TGO T R L R e She S R RSO O SR 27
2.1. Poyjmovno odredenje marketinga. ...........cccuveeeeiiiiiiieeiiiiieeeeeiee e e 29
2.2. Toanslonmnaeia narkeapn o ool el ai La bl St ST SR b st b Sk 8 S T L 33
2.3, LGus iR e o A KO IR s s L s arhion i el B S s s e S BT kR 35

S DIRERTNIMARKETING ... 00k 3 s o s ooty it il Rl T B e AURUL T S S 43
3.1. Poymovno definiranje dirckinog marketiBgar.. .. ... i irass i iemsisbhbosdiotogbdorivsessvisaes 45
3.2. Ebbhcikdiclovanigdizektnog marketiNBE o - oo s s s S b e dii s i 48

3.2.1. Tradicionalny direkitni marKeng. . ot .ol 0L bk i Skt ol Mo s AT i b i 48
3. 2. Thre kit Qi il INaTKe g 1. o0 s csnssisiiorsmnaris s S it S L RIS o St L N 33

4. UPRAVLJANJE ODNOSIMA S KUPCIMA — CRM.........uuuceevuerecrveesereessssueesssssessssssssssasssses 59

4.1, Upravhianie odnosima s kupeima — CRM 2000 it s b i a0 b S R s 61
Al 1o SEMeia L I s S S SR R R R iy, Rk Ersadu e n 64
4.1. 2. OO0t RND b, s e o N L S B B A TR A Ml A ST R s 69
4.1.3. Analilii CRM U o0 ihn. ol e i G i S s A s b s 70
418 - DaSteetii CRNE . /e s I e S e L 71

NI B R R e KRR AT RO R PRI S SN, A VT U LI A o T SE SRR 13

T o SRR R T e T R RN NI NN SR I SIS SRR A EPSI O 75

4.4, CRM i Internet stvari (I0T) ......ceeeeuiiiiiiiiiiie e 76

5. VELIKI PODATCI (BIG DATA) .......ccouuueeeeueeresreeesirieeesiresssssesssssssssssssssssssssssssssssssassssses 81
3.1, Delinisanye velRkih POORAKA . rioinessmcnsiiismss srsmines sristasburiny st S et s roaodns Soshans 83
D2 NI POARIERN .. .. . o s iivenonninsenssassmsnsniurssavsespin ssosy konrbsasiuasiin ity bunanh s es Ees arstsasnts 90
5.3. Analiza podataka..........ccccccuiiiiiiiieiiiiiiieeiccitee e e e s ae e s e raa e e e s aaa e e s e anns 93

o B 0 (IR0 TS T RS S Mol TS St SR A T M S SRR 93
582 APBNED GOVOTR . isovsisicois slbersnsiaisbnanasiabpassixpossis avsshsmssmnsbin ¥k Lhin 45353 b S i SR Eaha S 99

VIII



3. 330 Analza VINBOSBITIANE L. s mmmsnssenssovsrnsss el TR on oA ST e o i st 100

S A NIz 18 DOIAtRKR ol s e R R s e e B S 100
s A e e L o R e A L 103

0.0l P rvatnost L el BOUAICE s ansrmtid v o T s el e e T s e 105
5.0 BUEnost Vel Bo0ate i i il e s ke e e Sl e B el A 106
5.7. Veliki podatci U MarketinguU ..........cccueeeueeeiieeiiieeiiesie e eeee e e e e 108
Sl Mskrndivame WHSIR 2 ocind fo b el tn . i e i o R Sl il R 108

Da iy BOgMenAC A L POTSONALIZACIA. . . cocee mmrnss b5 s B o L0 s AN S0t s A s e 111
D.4.3: Marketinitki miKs SPIOtY 1o bhi it mmv e il G e e o DS v b 114

S S A O L e o L e e L e R e e 116

s T e B ol BT T TR U LA s R ko s e et bt ek P S 118

D135 N (BT G IR L ot s v nnssedonsnssissn Busss s chsin  iasshs Ensatir S aA e 125

5.7.3.4. Promocija (marketin§Ska komunikacija)...........ccccoevveeiieeiiiiiecinieeneeene, 125

i T N B DU 5 1> - A LY QXA RS ITT BOSNILt s bl 0l s oo 901 1 e e OO 133

s RN BT VG T (e v v e e e o s o s S I S 140

6. UMJETNA INTELIGENCIJA U MARKETINGU.........ouuueeeeeereeeeeeeeereereeireeireeersenseennas 149
6.1. Umyjetna inteligencija 1 Marketing ..........cceovuvieriiiiiiiiiiiieeie e 151
6.2. Pojam 1 razvoj umjetne inteligencCije........cceevuereireeiieeiieieieeieecieeeee e 152
6.3. Umjetna inteligencija vs. Strojno UCENJE .....cc.eecuierieeieeieieeiieeieeereeeeee e eeeeeeeeaeeeneeas 155
B2 SHOIB0 TCOTIE 511 s irvvtssbnosasss A an oA s oA e A koo S o A A P A AP AS S 158
5 2 bl T 1o | B S PR PO el o gl s Mo SR Y ool Ll 0 R SRV B 159
6:4.2. VISte SIUOINOZ UCBIIA ..o iidivss essmssiensnsrsinsosssonssniskosasinnsoensshbsstsns saamsssunssioniassnnnssssans 161

T WL e g L || A e e e S ol e e b R S 163
6.4.2.1.1. Klasifikacijski algoritmi...........ccccceeeveiecriiiiieciiccie e, 162

6.4.2.1.2. Regresijski algoritmi...........ccoouveeiiiiiiiiiiiiiiecceececeeeeeee e 174

LRI 1T U e s W3 e I e e s R b o oo e BB L el 178

1o AR SR o oLl o e R s N S R et et S S e 187

5.5, Chatbot — r0bot Za CAVITJAIIE .........coiuissmiisinsimrossnssnssssisassssonsrssssnassasisisassssasansoasssnissss 189
6.5 1.7 Primjena chatbotova M MBTKEUNEU. .. ....s i eecnsisssion sassaessnesssersnssssassssssnnassassssstss 194

/. INTERNET STVARI I MARKETING ......ccccocvessrcuencssvesssssossssesssssarsnssssnssssassssessasossnssssasssssns 201
L g UL 3 A B USRS SRR SR B e R UL L SR A e RO S S 203
e dInternet StVar 1 TIAEKEtIE SIVATT (01 i iiivisomeastsiaasisioninnssessussinssassnsssnnsennnsasossnse 208
16 PrIvatnost 1 INTEMEt SEVALT .......coi i eriiissisisnsesmsssssasssnnassnssossssssabsss asossssossssssssssons 211
A 5 TR N SO NN ) SR e 0 N e IO SO e e At T N 217



8:1. Pojam 1 defiiicija bIockchaing. ... oseveiviiiomssm i Dbt b i S it fesetosnansnsion 210

8.2.. Primjer kavidtenia blockchain tehnologiie ...t i il ol 220

9. VIRTUALNA I PROSIRENA STVARNOST U MARKETINGU ......ccooveeveeereeeeseseerreenen, 229

9.1. Defihicija proSirene i VIrtualne STVATNOBIL ...wisswsmuiius o srbassss siness sttt b sinontt 231

911 Prossrent StVamnons Lol o a o e s e v N i i 231

912 NI Ing STRATBORE Lol tirmrseishis o s e I e o st AT et s 234

9.2 Nirhoalna stvarnost 1 veliki POdRICLL ...cudbmmimn B al i e le i s s oiins s 236

9.3. Profirena stvarnost 0 MArketIgN .. oo i i T S L Bt s evdatanns 236

9.4. Virtualna stvarnost U MarketingU ..........c...cccueeeeieeeiieeeieeeerecereeeee e eaee e e enneas 242
10. DIGITALNI MARKETING — POJAM I DEFINICIJA DIGITALNOG MARKETINGA,

STRATESKO PLANIRANJE U DIGITALNOM MARKETINGU............ccoveeeeeeeeeeeennnnnn. 249

10.1. Pojam 1 definicija digitalnog marketinga.............c.occeeieviiiieiieiiicieccceeece e 251

10.2. StrateSko planiranje u digitalnom marketingu...............ooeeivuiiieiiiciiicieeeieeeee e 253

10.2.1. SOSTAC model — Analiza STtUACIJE ......c..eeevveeevueeeeeieeeieeeeieeceeeeeeeceee e 233

FO.222 . SOSTRC B10de] — VL Lo D i oo ensttns depabos b ba b ouniisss sy easrmossvammins 264

102 3. SOUSTAC model — SITaRRIR L .00 it munmisis iartseaitstoiieshssomibsdss i g bissss 267

10.2.4. SOSTAC mMOdel — TAKEIKE ........cocrsvueesieresscsesssrecssnessssesssnesssssssssasssssssasassnssesons 270

10.2.5. SOSTAC model — Diclovanje/AKGIIA. ....iiis mvissasanmossmsons ssosensnensassssasaineihndsuse 271

10.2.6. SOSTAC model — Kontrola.........ccccceeerreeemrereecienrisnicsniessessuessuesssessssesssessaesnses 272

11. DIGITALNI MARKETING — OKRUZENJE DIGITALNOG MARKETINGA.................... 21T

11.1.0kruzZenje digitalnog marketinga...........c.oooueevieiieiieieiiieecceceececeee e 279

11.1.1. Mikrookruzenje digitalnog marketinga..............c.cooveeviecceeeeiiieieeeeee e, 279

bl NV A OO P CNIO i e i v o i et amad i s sl SR e o 283

12. DIGITALNI MARKETING — PONASANJE POTROSACA ..., 293

12.1. Pongianie JOtEORACH, . ..ot buetsobisiimmi ik st v ST sgea s Ssass s sB s eaph s 295

12.1. 1. KonisniCke 1skustvo/PulOVEIE ..o st iness ioiinebris sadid oo fodoiasassslenohisyent 302

13. DIGITALNI MARKETING — ISTRAZIVANJE ONLINE TRZISTA .......ocoooeveeeererrrerrrenen. 309

15.1. Isuarvanic DRIINE RISIA . I ol e bt R et A e ET e e 314

13.1.1. Proces online istraZiVanja WEISIA. . ..co.oor i sosssonmsmssiapaiunssonsrssnssisihnssfonsrstssons 312

E3. 1.2, DAreIna SOl . s s ne skt b S e S e b T R B mee bR 315

13.1.3. Metode kvalitativnog iStraZivanja ...........c..ccueeeveeereeereeereeeeeeeeceeceeee e 326

13:2. UZDECET HZOIROVAIIC L i il ot e seses Conesaais ik momtons it it s s e e L i 8 332

13.2.1. OSNOVE NZOTKOVANJA ..oveiiesiosaneissmnassmmmmnsosssinmonissasiviesssonsamesanbois ssssasssssnpsssssasninng 332

13.2.2. Uzorkovanje u internetskim iSIraZiVanilia. .......co.vvevvusrersnresmmsisssinrsopsssssssnasss 334



oA W ISRt —UDIMIHK oot s st st o he s nsmlema s 337

13.3: 1. LJeStVICe WCTENIA DOFEVA.L foonishet stad b iy h g Sh kb s s s s oo o S LR it el 339

14. DIGITALNI MARKETING — SEGMENTIRANJE, CILJANJE I POZICIONIRANIJE ....... 345
el 1. L BERIMERtACHAIZISH .. .. s n 2l enes sxprab b ki en s SRR Ssiin A R o s o ois S 53 s 347
14.1.1. Idealni kupac (engl. buyer persona)............c..coeeeeeeeevveeeniueecnieeinsnneeiennnn. 352

1d. 2, Ciljanie (targetivani®) Komsmika sl i i S L R S L i s 354
14.2.1. Povratno ciljanje (engl. retargeting, remarketing) .............c.cccccvevcuvievunnnnnee. 356

143, - Poziciomiran|e DA RIS it i smmremnsimbsnssbiimmde st St s i) posrs P abs it 358
IGEMARKETING PUTEM TRAZILICA — SEM civ..covovscissinssissssinsssenssssinssassessonisssinsisntisnsnsmisbe 369
13.1.. Neplaceni obhik oplaxavania . ... ot i st e e A BT oot 371
15.1.1. Optimizacija internetskih stranica — SEO .........ccccccciiiivirencciiininnisicensnneenn. 371

15 Lok Rad Internetske MaBIlIC . v vnnnvicimiimi o b e as ot s imes 373

15.1.1.2. Unutarnja optimizacija internetskih stranica..............ccccevviennnenn 376

15.%:1.3. Vanjska optimizacija{engl off-site SEQ) | v nioiisimioemiatats: 387

B PICeno Oglaiavanil i ... el s eh i S S s e T s 389
152 1 Googleaglagavaie s ool annituamielng. ma Mot S Jdinia L Lo e 390

15.2. 1.1 (Gaogle pretealiVALKA IICT A ..o -cnumsnpssmoissvieisinbans s sash sapanbs Sombb b ants 390

15.2.1.2. Google prikazivacka mreza (engl. display network)......................... 395

RIS ATIRN ZAINT MARKETING .....ooicoiniimr Bt i bt e ittt st ocbnrond 403
16.1. Pojmovno definiranje sadrzajnog marketinga...........ccceeeveevuieerierseenneeeneeeseeennees 405
16.2." Strategija sadrZajnog MArKCtIIGA . ......cccccvinieicaosessmsmasssssrossssnnsvsssnssodonsissasusossssranss 407
30 Viste tnediga 1l nating disttiDUCLIe SBAYEATE /Ll s vis ittt i sisstonmsssosstsissmesinsses 416
Rl A Vle saltd iR o s IR N AL A AR s o v st il 420

17. ONLINE ODNOSI S JAVNOSCU ......c.ooouvevereveseeverreeesresesssssssssissssssssesssssssssessssasssssssses 431
B Online odnosi § JAVHOBOIL...cisistarestorsn rasmestolamsss aes b astrs v s s oo B saind saoarbRs veoss 433
oo Inlluencertkt ATKEUIND ... aviiesiadoiyls o el e b s dironenthomagdsrisiin sessnnnss 436
B2 ko A O I e O L e S T e Bl by et oo s 440

228 Sirategija influencerskog markeRaEa il Sl b e rebressanines 442

18. MARKETING USMENOM PREDAJOM ..........uovvviiviurreriennrnsssensasssssssssssssssssssssessaessassonses 455
B < Marketmp usmenom preta) o 1 L b i b s st s snamanssns suasrs 457
§8.1.1. Viste 0sobne predaie. . .. i i A i d . sa B Mk sl h et b Sty 461
18.1.1.1. MArketing ZAINOTA ... oo ieidssrossossisesmansesserssrssehunsassssrisunssss bustesnenssssans 463

18.1.1.2. Virusni marketing (engl. viral markefing) ........coimnsisimmssssmsvanios 467

18.1.1.3. Marketing u zajednici (engl. community marketing) ........................ 470



18. L1 4. Blog i DIOBEING. ... ...oiunecssmssornenn AU T AR s e et 471

18.1.1.5. Progiani prepomales: i .. .t it S s v i b b besin st 475

19. MARKETING NA DRUSTVNIM MREZAMA .....cooeveeverversrereresrrersssisssissssssesssesssnsanns 481
19.1. ‘Drostveti el 00000 S STRRE vt S ek B s Sk 483
19.2. Znalaj droftvenih mrefa U pOSIOMBIMIE il ik luttuim v isessissmsevesosssmssossindssoinss 488
19.3. Stratesko planiranje marketinga na drustvenim mrezama..............c..ccccoeeeuveennnnnee. 493

20. MARKETING NA NAJPOPULARNIJIM DRUSTVENIM MREZAMA .............covuveen... 507
201 “Niatkeng ua FaccOookmiem). st A s s B Gt i 509
2020 Marketing 18 TWIHEI0 . At cusiamibsin s s abisrshodle bbb be s igs oy oo Sah L 514
20.3. Murketing 18 LinKed i fo bl s tomnsni bbb b i b Ao e e et tuee hatnd 520
204 " Marketing DA ¥ ou TUDBUL.. o biilerio bt ot bossuss st s oo iek e s s na s sssss 323
200, Daarkeiing nn VIKTOKTE .ot s oot e A I T L el T E i e v memn o 529
20.6. Matketing fia INSIATTAINI Lo loniivnbassmincl sbimism st mmkih i sns son s s bsswasssasssussnn 535
21. MARKETING PUTEM ELEKTRONICKE POSTE........ccuuisiviisivasiamnmsinsssissiossasssmssnsenss 545
21.1. Osnove marketinga putem elektronicke poste ...........ccceeeiiiviiceiieiieccieeeeeeeee, 547
21.2. Upravljanje marketin§Skom kampanjom putem €-posSte ...........cccoeeeveeevvreeicnneeennnn. 550
22O N MARKE TING . osicnminisness it e s o e e T s B b b b s o M 569
221, Oshove MOBINOE MATKCTHIZR. ... ...k iiarssusiosihdonimimind bl bhsbbsraisesbusessab bessnssasrasasss 571
22.2. lIzgradnja strategije mobilnog marketinga .............ccceevveeveeiviivieeciiniccie e, 574
229 R angh oo NarkEH o SR ot b e A leel Lt s L AT T 575
2231 SMS IRRRIINE ... occcitino i s S et e S 373
22.3.1.1, Tipovl SMS KomimiCace o i b atnnsll ik, sl e 579

22.3.1.2. Pokazatelji uspjeSnosti SMS kampanje............ccocvevevveeevnererneeeinnen. 580

22.3.2. MINES DOAEREUNG .. .. iocteemmsrissssmomsansnsnumnraiesrit s et kot e S R 583

22.3.3. Marketing putem mobibaide aphRacha ... illtil e diiiimmn sl il o 584

22 Ial. FOTUKE UIIIAT ADURGICHIR. .. ciess < vinesio it e e A b ] 590

22.3:5.2. Oglasavanic Itar ApNREele e o n el s L n R L E s 292

22.3:3.2. L Tipoyi og lsied e e s i L O R 593

22.5.32. 2, Kot platamia vk il Bl o AN 594

22.3.3.3. Mjerenje uspjesnosti marketinga putem mobilnih aplikacija............ 596

22.3.:4. Lokactjski mobilni marketing ....... iccvesomsisisis s (LS utlae sl Ll s vssusonsshianssais 399

XII



