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OmmoOKu coBepIIaloT BCe, Jaxe Beaylue KoMnaHuu. To, Kak COTpYTHUKU
UCTIPABJISIIOT 3TU OMIMOKH, — BOT UTO OTJIMYAET JIMAEPOB CEPBHCA OT BCEX
octayibHbIX. KoMrieHcatust — 310 Oorbliiie, yem u3BnHeHus. KomrieHcupoBath —
3HAYUT JIaTh KJIMEHTY YTO-HUOY/b IEHHOE M TeM CaMbIM ITOKa3aTh, YTO OH JJIsI Bac
JEVICTBUTENILHO BaskeH. [IOBOJIbHBIE U JIOSIIbHBIE KJIMEHTHI HE TOJIbKO OCTaHYTCs
C BaMH, HO U OyAyT peKJaMHpPOBAaTh Ballly MPOAYKIIUIO BCeM BOKpyT. B sToi
kuaure JxxoH [loyn — npu3HaHHBINA Typy B 00J1aCTH cepBHCa — aeT KOHKPETHbIS
PEKOMEHAALIMMN ¥ IPUBOIUT ITPUMEPHI TOTO, KaK CO3[1aTh B KOMIIAHUU CUCTEMY
KOMIICHCAIIMH, HALIEJICHHYIO Ha (DOPMUPOBAHKE JIOSUIBHOCTH KJIMEHTOB. KHMra
MPEIHA3HAYCHA 71 CIIEMAJIMCTOB 10 TPOAAXaM, COTPYJIHUKOB OTIEJIOB MO
00CITy)KMBaHUIO KJIMEHTOB U BCEM, KTO CTPEMUTCSI OKa3bIBaTh Ka4eCTBEHHDIM
CEPBMUC.

© IMloyn M., 2005
© Anprmmna Jumxurtai, 2005
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Bce npasa 3auwuwienvl. Huxakas uacmo 31eKmMpOoHHOU 8epCULL 3MOLL KHUZU He MOXMcem Oblmb
B0CNPOU38e0eHA 8 KaKoli Obl Mo HU ObLA0 hopMe U KAKUMU Obl MO HU ObLAO CPEOCBAMU, BKAHOUAS
pasmewjerue 6 cemu MHmeprem u 6 KOpnopamueHuix cemsix, OAs YACMHO20 U NYONUUHO20 UCNONB3O-
8aHUS 0€3 NUCbMEHHO20 PA3PEULeHUs. BAA0ENbUA ABIMOPCKUX NPAB.
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IpeauciioBre K pyCCKOMY H3aHHIO

VBaxaemble unTaresnu!

[Mpennaraem BameMy BHUMaHHIO BTOpyio kHuTY [[)oHa Illoyna o cepuce.

B Heil oH pacckaspiBaeT 00 OUYeHb ACHCTBEHHOM MeToe paboThl ¢ KJIMEHTAMH — O KOMIIEHCa-
r. KomreHcars BEIXOOUT Ha IEPBBIH TUIaH B CTy4yae, KOraa KOMITaHUS JOITyCTHIIa OIIMOKY repe]
KJIMEHTOM U JIeJIaeT BCe BOBMOKHOE, YTOOBI OH HE YIIeJ K KOHKYPEHTY.

BHe 3aBrcMocTy OT 00pa30BaHMsI M HABBIKOB KakKJblii YEIOBEK UMEEeT BHYTPEHHUI OapoMeTp.
CkaxeM, ecii Bbl YTO-TO KYIWJIM U MOKYIIKA CTOMJIa CBOMX JIEHET, TO Bbl JOBOJIBHBI: CTpeJIKa Oapo-
MeTpa HaXOOUTCS OKOJIO HyJS. A ecli BBl KyIWIM KJIACCHYIO, JOPOTyIO Belllb Ha Pacrpoiake u ¢
OO0JIBIION CKUAKOM, TO CTpesika GapoMeTpa OTKJIOHUTCS B CTOPOHY «ILTIOCA», U BbI €11ie HE pa3 BCIIOM-
HUTE CBOE y/lauHOe MpuoOpeTeHre. ITO MOKHO CKa3aTh M O CEPBUCE. YBEPEH, MHOTHE MOT'YT BCIIOM-
HHTH MOXOXKYIO CUTYallMIO: BBl KYITMJIM MOOHJIbHBIN TesiepOH, HO Yepe3 JIeHb OH NepecTas paboTarh.
Bp1 oTKIaApIBacTE BCe e1a M HAMTPaBJIsSIeTeECh B CEPBUCHBIN IIEHTP WJIM Mara3uH, KOTOPBIH MPoJajl BaMm
stoT TesedoH. [To GonpioMy cyery nonoMka TenedoHa — 3TO «OIMOKa KOMITaHUN», 2 He KJIMEeHTa,
HO B OOJIBIIMHCTBE CTyYaeB MMEHHO KJIMEHT IUIATUT 3a OIIMOKY KOMITAaHUM KaK MHUHHUMYM CBOUM
BpEMEHEM, a 3TO HANpPSMYIO CBSI3aHO C IeHbraAMHU.

Yro npoucxoaut fainbiie? B rydiem ciydae Bam 0OMEHSIIOT TOBap U CKaxyT «3Bunute». Ho
BBI IOTPATHUJINA BPEMsI, MOKET ObITh, HECKOJIBKO YacOB, 3HAYMUT, MTOKEPTBOBAJIM YEM-TO pay Mocerie-
HUS Mara3uHa. XoTs Balll TesiehoH Terepb padoTaeT, HO B yIlie BBl Bce paBHO OyJeTe HeI0BOJIbHBL.
Kak Oynro Bac oomanymu. Ctpenka 6apoMeTpa OTKJIOHWIACh B CTOPOHY «MHHYca». C OofHOH cTO-
POHBI, MarasyH pelIuT, YTo MpodieMa peleHa 1 OHU YeCTHO TOCTYIWIIN, 3aMeHUB TesieoH, HO, C
IPYTOil CTOPOHBI, TTOW/IETE JIM BBl TIOKYNATh HOBBIH TeJiepoH B TOT ke Mara3uH? BoT B uem Borpoc.
Tak moyemMy ke KOMITAaHUH He TIOJIb3YI0TCS TaKOH (PaHTACTHUECKON BO3MOKHOCTBIO UCIIPABUTh CBOIO
otIoKy?

MB&I cTapanuch BHEIPUTD CUCTEMY KOMITEHCALIMIA B OTHOM M3 POCCUICKMX KOMITaHHA, HO PyKO-
BOJIUTEJIb CKA3aJl, YTO €CJIM OHM pa3periar apuTh YTO-TO HEOBOJIBHOMY KJIMEHTY, TO STUM CIIPOBO-
UPYIOT 37I0ynoTpedieHrs B komnanuy. Ha camom nene otdacti oHu mpasbl. Ho cucremy mpeno-
CTaBJICHUsI KOMIIEHCAIIMK MOKHO MTPOAYMATh YeT4e, YTOObI MCKITIOUHThH 3I0yIOTPeOIeHUSI.

Camoe MHTEpecHOE B HCKYCCTBE IPEJOCTAaBJIECHUS KOMIIEHCALMA — HEJIOBOJIBHBI KIJIMEHT
MOXeT ObITh JJaxke Oosiee MHTePeCeH KOMITAaHUH, YeM JTOBOJIBHBIN. JII000ii YenoBek, motyJas OTInd-
HBII CEpPBHUC, PAHO WJIH MTO3JHO MPUBBIKAET K STOMY YPOBHIO, ¥ YAUBHUTH €T0 CTAHOBHUTCS BCE CIIOXKHEE.
Ecnm emy KoM OpPTHO ¢ KOMITaHUEH, OH BPSIL JIM YHZIET K KOHKYPEHTY. A €CJIi BBICTPOUTH CUCTEMY,
KOTZIa HEJIOBOJIBHBIN KJIMEHT caM COOOIIMT BaM O HEOBOJBCTBE, TO 9TO YHUKAIbHASI BO3MOKHOCTh
CIeNaTh €ro JIOSUTbHBIM, ITPEI0CTABUB KOMITEHCAIHIO. TaKko KJIMEHT C yI0BOJILCTBHEM OylleT paccKa-
3bIBaTh O Balllell KOMITAHUM CBOMM 3HAKOMBIM.

Komnencanusi, mpo KoTopyo roBoput I’kOH B CBOE KHUTE, B KAKOM-TO CMBICIIE OapTep: mpel-
Jlarasi paBHOLIGHHYIO YCIIYTY WJIM TOBap, BBl TepsieTe TOJBKO Ha CeOECTOMMOCTH CBOETO MPOIYKTa,
HO pelaerte rnpoosiemy 1 npuoOperaere ropssyero NoKJIOHHMKa Balleil komnanuu. Camoe IiiaBHOe —
«TpOfIaTh» KJIMEHTY LEHHOCTh KOMIIEHCAIIMK IO PO3HUYHOM, a He 110 3aKyNOYHOM IIeHe.

Knwra [I)xoHa B JeTajisx pacCKakeT, UTo JaeT KOMITeHCAIMs KOMITAHUH 1 KJIMEHTY U YTO HYKHO
cenarh, 9ToObl 3Ta cucteMa padboTtana 6e30TKa3Ho.

7Kenaio nHTEpeCHOro YTeHMs ¥ PUMEHEHUsI TIOJTyYeHHbBIX 3HAHUI Ha TIPaKTHKE.

T'eopeuii I[xeupasaweu.iu,
ynpaeasiowguii napmuep Service First — ogpuyuanvrozo napmuepa /icona 1lloyaa
é Poccuu u CHI'
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OT aBTOpa

MHe noc4acIMBIIOCh UMETh 3aMeYaTe/IbHYyI0 KEeHY U CEMbl0, KOTOpbIe Ha MPOTSKEHUU BOT
yXKe Tpex JeCATHIETUI TeprelruBO NOLAEPKUBAIOT MO0 UCKPEHHIO PUBEPKEHHOCTh UJIESAM Kaue-
CTBEHHOro cepBuca. Mos sxeHa I1at, noub KpuctiHa u cblH M3ThI0 HAIIONHSAIOT MOIO KU3Hb CMBIC-
soM. Bornee Toro, oHM camu CTOJTb ITyOOKO POHHUKJIICh MOMMH MESIMH, YTO Teriepb TpeOyloT BHU-
MaTeJIbHOI'O OTHOIIEHUS K ceOe Be3zie U MOBCIOY.

4 MmHOrMM 00s13aH CBOEH MaTepH, KOTOpasi yMepiia HECKOJIBKO JIeT Ha3a/l B Bo3pacte 102 ier.
Ona BOOXHOBJIATIAa MEHA U BCETa BEpWIa B MOM Uien. MHe ee oueHb HejocTaeT. MHe Takke He XBa-
taer Xeisen bpayH, agMuHHCTpaTopa, kotopas 29 set npopadoTana 60K 0 60i co MHOM B KOMIIaHUU
Service Quality Institute 1 yluia Ha EHCHIO B IIPOLLJIOM TOZLy.

DTa KHUra HUKOT/IA OBl HE yBUjIeNa CBET Oe3 MUCaTeNIbHULIBI M KypHAIUCTKU Brukn CreiiBur.
OHa nomorJia MHe SICHO U yBJIEKaTeJIbHO M3JI0KUTbh MOM UIeM OOCITYKMBAaHHS KJIMEHTOB, 3a 4TO 51 ei
Cep/IeuHo OaroiapeH.
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IIpeaucaoBue aBropa

Bor YiKe 25 NIeT s aKTUBHO nponaranupyro Ba’kHOCTb KAYCCTBEHHOI'O O6CJ'Iy>KI/IBaHI/IH KJIMCH-
TOB. 51 OBLT OJHUM M3 IICPBLIX, KTO MMOHAJI, YTO ITIOCTEIICHHO CEPBUC IPEBPATUTCS B KJTIOUEBOU @aKTop,
OT KOTOPOro 6y,I[CT 3aBUCETH YCIIEX WJIM HEydada komrmaHui. K COXaJICHUIO, KayeCTBEHHBIN cepBUC
A0 CUX 1op OoJbIIas PEAKOCTb.

HJIH PYKOBOACTBA O0OJBINMHCTBA KOMIIAHHI npeaoCcTraBJCHUE
KOMIIeHCalluI 3a IJI0XOM CepBUC — l'lyCTOﬁ 3BYK

B 1972 r. s ocHoBan kommanmio Service Quality Institute u ¢ Tex mop paspadoran 6onee 40
TPEHUHTOBBIX MIPOrPaMM MO KYJIbTYpe OOCTyKMBaHHS, KOTOPbIE MPOILIM MHOTHE OPraHU3alliy U3
Pa3HbIX YTOJIKOB 36MHOTO I1apa.

XOTsl IEPBOKJIACCHBIN CEPBUC CETOAHSI KPUTHYEH IS ycriexa JT000M KOMITAaHWH, 51 PU3HAIO,
YTO Ja’ke MUPOBBIE JINAEPHI CEPBUCA, TaKKe Kak Amazon.com, MHOTAA COBEPIIAOT OmmOKu. To, Kak
KOMITAHUH U UX COTPYOHUKH HUCHPABIAIOT 3THU OHII/I6KI/I, — BOT 4YTO OTVNIMYACT JIUACPOB CEpBUCA OT
BCE€X OCTaJIbHBIX.

1 TaksKe OHSUII, YTO PyKOBOIUTENM OOJBIIMHCTBA KOMIIAHUN HE MUMEIOT HU MaJIeUIIero mpe-
CTaBJIEHUSI O TOM, YTO TaKOe KOMIIEHCAllMs 3a IJIOXOM CEepBUC (Jlajiee — MPOCTO «KOMITEHCAIUS ).
Ecnu Tak gymaer pykoBOACTBO, YEro MOKHO OKHMIATh OT PAJOBBIX COTPYAHUKOB?

VimeHHO M03TOMY 51 HarmMcas 3Ty KHUTY — IO CyTH, a30yKy Ipe/loCTaBIeHNs] KoMITeHcarmu. $1
OOBSCHSIIO, YTO TAKOE KOMIIEHCAIMS, U TIOKa3bIBal0, KaK OHA PEaTM3YeTCsl Ha MPAKTUKE, MTPUBOXKY
MIpUMEpPbl JEUCTBUI MUPOBBIX JIMJIEPOB CEPBUCA U JAl0 HECKOJIBKO IOJIE3HbIX COBETOB, Kak 3a 60
CEeKYH/I ¥ JJake 0osiee KOPOTKHIA CPOK MPEBPATUTH PA3rHEBAHHOTO KJIMEHTA B CYACTIIMBOTO — U JIOSIITb-
HOT'0, KOTOPBIA Oy[eT pactpOCTPaHATh MOJOKHUTENBHYIO PEKJIaMy O Ballell KOMITaH|HA BCEM BOKPYT.
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1. Yto Takoe KkoMneHcanusa?

KomrnieHcrpoBaTh — 3HAUUT BEPHYTH YJIBIOKY Ha JIUIIO KJIMEHTA ITOCIe TOr0, KaK Bbl COBEPIIHIIH
OIIMOKY. DTO 3HAYUT PEIIUTD €ro MPoOIeMy WU Pa3pelIuTh ero KajloOy Tak, YTOObI OH BBIIIENT OT
BaC YBEPEHHBIM B TOM, YTO TOJBKO YTO 3aKJIIOUMI CAEIKY C CaMOM 3aMeyaTebHOM KOMIIaHWed B
mupe. Caenartb 910 HaJo He Oonee yeM 3a 60 cekyH[.

K coxanenuio, oueHp HEMHOT'ME PyKOBOJIUTEIN MOHUMAIOT, YTO TaKOE KOMIIEHCAIIUsI, — a eCld
3TOr0 HE 3HAeT [Ja)ke caMO PYKOBOACTBO, YTO MOXHO CKa3aTb O PAJOBbIX cOTpyaHUKax? Cekper
ycriexa JI000i KOMITAaHUH KPOETCS B TOM, UTOOBI KaXKIbI — OT TeHEPAJIbHOTO TUPEKTOPA JI0 PSIOBOTO
COTpY/IHUKA — TIOHUMAJI BCIO BaXKHOCTh MPEIOCTABICHUS] KOMIIEHCAIIMU U MpUOeras K Hel Ha mpak-
THKe. B MHOM ciTydae KJIMEeHTHI Oy/lyT He TOJBbKO YXOAUTh CaMH, HO ¥l YBOIUTH C COOOM TOTEHIIAAITb-
HBIX KJIUEHTOB, PACCKa3bIBasi BCEM O TOM, KaK BBl HX TJIOXO OOCITYXUBAJIH.

JI6ass ommoKa J0oJKHA OBITH KOMIIEHCHPOBaHa

KomrnieHcarus 3a Tioxoi cepBUC — 3TO ropasfo OoJbile, YeM IMPOCToe pUHeCeHne N3BUHE-
HUU. DTO YyHUKAIIbHOE U 3(h(PEKTUBHOE CPEJCTBO, MO3BOJIAIOIIEE 3aBOEBATH JIOSTIBHOCTh KJIMEHTOB U
MPEeJOTBPATHTh MX YXOI.

KomrmeHcarus — 31o 00s13aTeIbHBIN I1ar, KOTOPBIN JI0JIKEH CIIeIOBATh 32 OIMUOKOM. BbI JOJIKHBI
MIPUHECTU U3BUHEHM S, B3ATh Ha ce0s1 OTBETCTBEHHOCTH 32 COBEPIICHHYIO OIMMOKY WM MPHYNHEHHOE
HEeyI0OCTBO U JIaTh KJIMEHTY 4TO-HUOY/Ib IIEHHOE B Ka4eCTBEe KOMIIeHcaluu. biarogaps 3TuM HEXUT-
PBIM JEWCTBUSIM MOXHO TOJYYHUTh CTOJIb JOBOJIBHOTO KJIMEHTA, YTO OH PACCKaXeT IMATH WM Jaxke
JECSITH JIPYTUM JIO/ISIM O TOM, YTO BBI JIJIsl HETO CJEJIaJIH.

ITpocto ckazath «Mbl IPUHOCHM CBOM W3BMHEHHS» XOPOIIIO, HO HefgoctatouHo. [Togaputs $5
WM HEJJOPOTYI0 Oe3/IeyIIKY TOXe He 0YeHb-TO 3(P(EKTUBHO U BPSL I OCTAHOBUT COOPABIIErOCs
yUTH KJieHTa. To, 9TO BHI 1aeTe KJIMEHTY B KA4eCTBe KOMITEHCAITUH, JOJIKHO UMETh IIEHHOCTh B €r0
r71a3ax. DTo JIOJKHO OBITh YTO-TO HACTOJIBKO BECOMOE, UTO KJIMEHT He TOJIBKO MPOIOKUT COTPY/THH-
YECTBO C BAMH, HO M PACCKaKET BCEM CBOMM 3HAKOMBIM O TOM, KaK BEJIMKOJICITHO B Balllell KOMITAaHUU
OpraHU30BaHO OOCITyKUBaHHUE.

HeT Hu4Yero Jaydiie JUYHON peKOMEH/AMH T0BOJbHOT0 KJIHNEHTA

XOTs KOMIeHcalus 000iaeTCs: BaM He1oporo, 3(pheKT OT YCTHOW peKJiaMbl OyAeT CTOUTh MUJI-
JIMOHBI 1oJutapoB. Hanpumep, npopasen KHUKHOTO Mara3yHa I0JKEH UMETh COOTBETCTBYIOLIME 101
HOMOUMS, YTOOBI CKa3aThb: «$1 oueHb coxaiero o cBoeil omnoke, rocrogud CoHr. S BUHOBAT, U B
Ka4yecTBe KOMIICHCALIUU 51 XOTeJ1 Obl MOAAPUTh BaM KHUTY».

Tenepb Bbl MOXeTe ObITh YBEpeHbl, UTO rocroauH COHI MPUMET Balld U3BMHEHUS] — BMECTe
C MOJAPEHHON KHUTOi — U OylIeT OXOTHO paccKa3blBaTh YIEHAM CBOEH CEMbH, JIPY3bsM U KOJUIEraM
1o pa®oTe O BEJIMKOJIEITHOM OOCTYKUBAHUM MOKyaTesiel B BalleM KHUKHOM MarasuHe. Het Huvero
JIy4lle JMYHOW PEKOMEHJALMH JOBOJIBHOTO KJIMEHTA.

OpHaxapl Ha TOPHOJIBDKHOM KypopTe B Belisie Mbl ¢ MOMM JIpyroM 3acTpsiii Ha TIOIbEMHUKE.
Tpu pasza B TeueHHe yaca K HaM MOAXOAN JbLKHBIA NaTpPyJib U COOOIAN O XO[€ PEMOHTHBIX padoT.
Ilox xoHel Hac mpexynpeauv, YTo HaBEpXy Hac OkMAaeT noaapok. Korga noqbeMHUK NOYMHWIN
Y MBI TIONIAJIM Ha BEPILIMHY TOpbl, HAC BCTPETWIIM TPU COTpyAHMKa komnanuu Veil Resorts, koTopble
M3BMHUJIMCH 32 JIOCTABIEHHOE HEyJ0OCTBO M MOJAPUIIM HaM [1Ba OueTa Ha MOABEMHUK U TAJIOH Ha
OecIIaTHble HATIUTKY.

¢ ¢exTUBHAA KOMIEHCANMS — CAMbI MOIIHBbIH HUCTOYHUK YCTHOM
peKJIamMbl

OCTaBH_IYIOCH YaCTb JHA U BECb C)IC,HYIOH_II/Iﬁ ACHb MbI paCCKa3bIBaJIM BCEM, C KEM OKa3bIBAJIUCb
pPAOOM, O TOM, YTO ITPOU3ONLLJIO XU YTO HaM IIOJapHJIA. Bort uTo Takoe IrpaMOTHaA KOMIICHCAlIW . JIpK-
9
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HUKH, 3aCTPABIINC BMECTE C HAMU HAa MOJbEMHUKE B Befme, 6bIHI/I CYACTJIMBBI U paCIIpOCTpaHAIA
MOJIBY O 3a00Te M JyIIEBHOM TeIlle, C KOTOPBIMH OTHOCSITCS K OT/ABIXAIOIIMM Ha 3TOM KypopTe. DTo
ObLJ1a MOIIIHASI YCTHAs peKJIama.

Yuratenu xxypHaia Ski HazBasiu kommnanuio Vail Resorts oqaum u3 myudinux onepatopos CeBep-
Hori AMepuku. OT ce0s1 MOTy JI00aBHTh, YTO 9Ta KOMITAaHUSI — OJMH M3 MUPOBBIX JINAEPOB cepBuca. 5
cripocun y Knaiina Buchepa, oTBevaroriero 3a paboTy moabeMHUKOB B Betise, o mpaBuUiIax KOMIICH-
CallMu B €ro KoMIaHuM. «Mpl ocTynaeM Tak, Kak CYMTaeM HYKHBIM B KaXKJ0il KOHKPETHON CHUTY-
aluun. Hamm COTPYOHUKH HAJCJICHBI BCCMU H606XOILI/IMI)IMI/I IIOJIHOMOYMAMU, IITO6I)I 3a6OTI/ITbCH (6]
HAalllUX rOCTsIX», — cKa3aj oH. Ilo ero cioBam, BOBce He ClIyyailHO, YTO COTPYJHHMKH JIBIKHOIO MaT-
Py ¥ CITyKObl OOCITYKMBaHHSI TOCTEH BCTPEUYaId HAC HAa BEPIIMHE TOPbl WIIK YTO Y HUX ObLIU TIPU-
T'OTOBJICHHI 1JId HAC 66CHJIaTHI)IC 6I/I)I€TI>I Ha IMOABEMHUK U TAJIOHbI HA HAITUTKHA.

10
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[IpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB IIOJHYIO JIEraJbHYIO Bepcuio Ha JlutPec.

BesomnacHo onnatuTh KHUTY MOKHO OaHKOBCKOM Kaprtoit Visa, MasterCard, Maestro, co cuera
MOOWIIBHOTO TenepoHa, C TUIaTeKHOro tepMuHana, B catone MTC wm Cesi3Hoii, yepes PayPal,
WebMoney, fAunekc.densru, QIWI Komesnek, 60HyCHbIME KapTaMu WX APYTUM YIOOHBIM Bam crio-
COOOM.
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