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Summary. The article examines the strategic management of consumer emotional reactions in the 

electronics market of Ukraine. A conceptual model of consumer decision-making has been 

developed that integrates six sequential stages of consumer behavior with a system of twenty-six 
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partial indicators of emotional responses. A methodology for calculating strategic reserves and 

strategic gaps has been proposed and validated, enabling quantitative assessment of the 

improvement potential of individual emotional perception indicators while accounting for their 

relative significance. The empirical study was conducted on the example of three leading Ukrainian 

electronics retailers: Rozetka, Comfy, and Foxtrot using expert evaluation. Comparative analysis of 

the results revealed common trends and specific differences in the structure of problem areas for 

each enterprise. Based on the obtained data, ranked strategic action plans with designated 

responsible structural units have been developed. The research findings confirm the necessity of a 

personalized approach to formulating emotional marketing strategies and provide a 

methodological foundation for further empirical research in the field. 

Keywords: emotional marketing, consumer behavior, strategic gaps, electronics market, emotional 

loyalty, marketing tools. 

 


