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AHHoOTauus

[bxoH Loyn m3BecTeH Kak rypy Kynstypbl o6cnyxusanus. OH cYMTaeT, YTO CNOCOBHOCTL
KoMnaHwuy 3apabaTbiBaTb EeHbIM 3aBUCUT OT BNeYaTnieHusl, KOTopoe BCe COTPYAHUKM MPON3BOAAT
Ha knneHToB. Ha KOHKpeTHbIX npumepax Loyn gokasbiBaeT, YTO cepBUC — CTPAaTErs CTOSMb Xe
MOLLIHas, Kak MapKeTUHT, U CTOrMb Xe adeKTUBHAsA, Kak BbICOKOKa4E€CTBEHHbIN NPOAYKT.

Kypc Ha nepBOKNaccHbli CepBUC — CTpaTerns WHTEepHauMoHarnbHas, MpuMeHuMas B
nobon crtpaHe. MNpumepbl NNOXOro cepBuca CyLECTBYIOT B CTpaHax C AaBHWMU PbIHOYHbIMU
TpaguumsmMu, U aBTOp MNPUBOAMT MNPUMEpPbl Kpaxa KPYMHbIX KOMMAHUWA WMEHHO Wu3-3a
HEeLOCTaTOYHOW NPUBEPXEHHOCTUN MAee NePBOKITAaCCHOrO CepBumca.

MpounTas aTy KHWUIY, MEHeKepbl BbICLLENO U CpedHero 3BeHa y3HatoT, kak MOTMBUPOBaTb
COTPYAHMKOB NPEOoCTaBnATb CEPBUC BbICOYaAWLLErO YPOBHS, YTO MO3BOMWUT MOBbLICUTL
NPUBLINBHOCTE KOMMaHWW, YBENMWUYUTL A0S0 PbiHKA, 3aBOeBaTh NOANbHOCTb KNUEHTOB.
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Bce npasa 3awuwenvl. Huxakas uacmo 31eKmMpOHHO20 IK3EMNIAPA MO KHUSU He MOMCem
ObIMb BOCNPOU38E0EHA 8 KaKOU Obl MO HU ObL10 hopme u Kakumu 6bl Mo Hu ObLIO cpedcmeamu,
eKI0Yas pasmewerue 8 cemu MumepHem u ¢ KOpROPAMUBHbIX Cemsx, O YACMHO20 U NYOTUUHO20
UCNONb306aHUS De3 NUCbMEHHO20 PA3peueHUs] 81a0e1byd ad8MopPCKUX npas.
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OT aBTOpPAa

S xouy nobnarogaputh Bcex coTpyaHukoB Service Quality Institute 3a ux HeoleHUMYIO
TIOMOIIIb TIPH HAIMCAaHWU STON KHUTH U B pabOTe HaJl CEAbMBIM H3aHUEM.

Most ceMbst IOCTOSTHHO TMOZJICPKHUBAIa MEHSI B MOel (paHATUYHOW NMPUBEP)KEHHOCTH HIIEE
KauecTBeHHOro cepBuca. OrpomHast 6marogapHocts [1at, Moeit ciiyTHuUIe XKU3HU BOT yke 34 roaa,
Kpucrune 1 Mateio. Most math, Arnecc Loy, BocriuTana Bo MHE UyBCTBO YBEPEHHOCTH U YMEHUE
IICHUTH Ce0s1 — OHM HEMaJIo MIOMOIJIH B JIOCTHKEHUH MOUX IIETICH.

Ho rnaBHoe, st X0Ten ObI MOOIAronapuTh THICSYH JIIO/IEH — KIIMEHTOB, C KOTOPHIMH MHE JIOBE-
J0Ch paboTaTh 3a mocienHue 39 JeT U KOTOpble IOMOTIIM MHE COPMHUPOBATh KOHLIEHIIUIO 3TON
KHUTH.
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BBeaeHue

YemM nonesHa 3Tta KHura?

Bbl ycranu ciymare M 9UTaTh O TOM, CKOJIb HU3KUM CTal ypOBeHb 0OchmykuBaHus? Bam
HACKYUYWJIH IyCThIe CJIOBa O Ba)KHOCTU KAauE€CTBEHHOT'O CEpBHCA JUIS BAIIMX KIMEHTOB M Ballel
npuObLTH? BBl TOTOBBI MEPENTH K aKTUBHBIM JIEHCTBUSAM? 3HAYUT, 3Ta KHUTA AJIs Bac. Bel nepxkute
B PYKax y>k€ BOCbMOE€ M3/IaHH€ 3TOW KHHUTH, KoTopoe BoIILIO B 2011 . ¥ comepKUT MHOTO HOBOM
U T0JIe3HOM nH(pOpMaIUu.

MaccupoBaHHas aTaka MOAHBIX B TIOCIIEIHEE BPEMsI KHUT U CTaTei, MPOMOBEIYIOIUX HE00-
XOJIMMOCTh Ka4eCTBEHHOTO CEepBHUCa, YOeauia 1ake CaMbIX 3aKOpeHeNbIX ckenThkoB. K coxare-
HUIO, aBTOPBI HE OOBSACHSIOT, KaK peajn30BaTh 3Ty UJCI0 HAa IPAKTHUKE. 3a7a4a 3TOW KHUTH — CHA0-
TUTH Bac 3 (HEeKTUBHBIMI UHCTPYMEHTAMH, C TIOMOIIBIO KOTOPHIX BbI CMOXKETE BOIUIOTHTD B KU3Hb
yKe JJOKa3aHHOE: CEPBUC — CTPATETUs CTOJb K€ MOIIHAS, KaK MapKETUHT, U CTOJb ke d(deKTun-
Hasl, KaK BBICOKOKAQU€CTBEHHBIN MPOAYKT. ITa CTpaTerus Mo3BOJIsIeT KOMIIAHUM MaKCUMaJIbHO pea-
JM30BaTh CBOM MOTEHIIUAT.

DTa KHUra noxpoOHO, IIar 3a [IaroM HAay4yuT Bac, Kak pa3paboTarh U BHEAPUTH CTPATETHIO
cepBHCca, MIPUHOCSIIYIO TAPAHTUPOBAHHYIO MTPHOBLIB.

CnocoOHOCTh KOMIIAaHUM 3apalaThiBaTh JACHBIU 3aBUCUT OT BIIEYATICHUS, KOTOPOE BCE €€
COTPYIHUKH MPOU3BOAAT Ha KIMEHTOB. DTO BIIEUATICHUE CO3JAETCsl Ka4eCTBOM U 3(PPeKTHUBHO-
CTBIO TOBapa WJIH YCIYTH, KOTOPbIE MPOIAeT KOMIAHUs, TOYHOCTHIO, HAJIEKHOCTHIO U OBICTPOTOMN
00CITyKMBaHMsI, a TAK)KE OTHOIIICHHUEM K KIHEHTY. Bech KOIIEKTHB — OT reHepaJIbHOTO AUPEKTOpa
JI0 CaMbIX HU3KOOIJIAYUBAEMBIX COTPYIHUKOB — BIUSAET (XOTS U B pa3HOW CTEMEHM) Ha peryTa-
IIUIO0 KOMITAHUU U (DOPMHUPYET OTHOIIEHUE K HEel KIIMEHTOB M 00I1IecTBeHHOCTH. [loaToMy HCKyc-
CTBY OOCIY>KMBaHHUSA CJIE€AyeT 00y4aTh BCEX COTPYAHUKOB, OCOOCHHO T€X, KTO HEMOCPEACTBEHHO
KOHTaKTHUPYeT ¢ kineHTamu. [loMHuTE: yMeHHE 00CIyKUBATh IPYTUX — OTHIOAb HE BPOXKICHHAs
yepra. U naxe mocie oOyueHus MoTuBaius (MIPUBEPKEHHOCTh) COTPYIHUKOB TPeOyeT MOCTOSH-
HOTO MOJKPEIUICHUS.

B 1979 r., 3amonro a0 TOro, Kak CEpBHUC CTadl MOAHON TEMOH, s pa3paboTan 00ydarolryro
IporpaMmy C IeJIbI0 MTOMOYb KOMITAHUSIM U3MEHUTh OTHOIICHUE U TOBEICHNUE CBOMX COTPYIHHUKOB.
K Tomy BpemeHH 5 yKe IeBATH JIeT 3aHUMAJICSl KOHCYJIETUPOBAHUEM M 00yUEHHEM TepCoHaa.

S Buzen, Kak KOMIIAHUU TPATAT MUJUTHOHBI TOJUTAPOB HA PEKJIaMy B CTPEMIICHUU MPUBJIEYb
HOBBIX KJIMEHTOB — JIUIIIb JJISI TOTO, YTOOBI MOTOM OelicO0bHBIMU OUTaMK (00pa3HO BHIPAXKASCH)
ororHath ux. CTpaHHas TakTHKa, [yMai . Eciau Obl 3TH KOMIaHUM XOPOIIO OOCTYKUBAIH TPU-
BJICYCHHBIX PEKIAaMON KIHMEHTOB, YTOOBI T€ MOYYyBCTBOBAIH, YTO UX JIIOOAT U LIEHSAT, OHU ObI yaep-
YKaJu MOJABIISIIoNIee OOIbIIMHCTBO.

Cuctemoil 00yuenus, pa3paboTaHHoi MHON B 1979 I, moab3yl0TCs MUUIMOHBI JIOAEH BO
BceM mupe. OHa Hepoporasi, yaoOHas W MOHITHAS JUIS PSIOBBIX COTPYIHUKOB, a HE TOJBKO IS
PYKOBOZCTBA U MEHEIXKEPOB MO 00YUEHHUIO.

Kuwra, koTopyio BbI A€pKHUTE B pyKax, HaMmucaHa Jisl pyKOBOAUTENEH — MEHEI)KEPOB BBIC-
IIETO U CPEAHETO 3BE€HA, KOTOPBIE OMPEENISIIOT YPOBEHb CEPBHCA B KOMIIAHUU: OHU PEIIAIOT, YTO
OyaoyT Aenarbh COTPYAHUKH, HEMOCPEACTBEHHO paboTarolye ¢ KIMeHTaMH, KaKk OHH 3TO OyayT
JieNaTh, U, IMIaBHOE, OyIyT TU OHU BOOOII[e UTO-1100 Aenars. IMEHHO MeHE)Kephl TOBOPSIT COTPY/-
HUKaM, Yero OT HUX OXKHJAIOT C TOUKH 3PEHUS MPEAOCTABICHHUS CEPBUCA, KOHTPOIUPYIOT U Olie-
HUBAIOT UX PadoTYy.
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[Ipu3HaHHbIE TUAEPH! PHIHKA U YEMIIMOHBI CEPBUCA MOTYT UCHOIb30BATh ATY KHUTY, YTOOBI
CIeNaTh KyJIbTYpYy OOCITYyKUBaHHUS CTpaTerueil KoMnaHuu. MHOXXECTBO HHTEPECHBIX UIEH HAUAYT
U TIPEeIIPUHUMATEIH, JKEJIAIONIHE 00ECTIEYUTh POCT CBOETO OM3HECA, TOBHICHB YPOBEHb CEPBHCA.

Ho HecmoTpst Ha Bce 10BOJIBI U pacCy KIeHUs (BIIOJIHE CIPABEUIMBbIE) O POJIM PyKOBOJICTBA
B [IPEIOCTABJICHUN Ka4€CTBEHHOTO CEPBUCA, OyeT HENPOCTUTEIBHOM OMIMOKON CYUTATh, YTO 00Y-
4yaTh CEPBUCY HYXHO TOJBKO PYKOBOJACTBO KoMHIaHHH. Jleno B ToM, 4To moutu 95 % ¢akxtopos,
BIIMSIFOIIMX Ha PEMYTaLMIO0 KOMIIAHUHM B [T1a3aX UMEIOIIMXCS U TOTEHLUAIbHBIX KJIMEHTOB, CBA3aHO
C PAIOBBIMU COTpPYAHHMKaMHU. Jlaxke eciim MEHeKEep Ha CaMOM JIeJIe HEBBICOKOIO MHEHUS O JIN4-
HBIX Ka4eCTBaX CBOMX MOJYMHEHHBIX (YTO B BBICUIEH CTENEHM HEMPABUIBLHO U HECIIPaBEAJIUBO),
MMEHHO 3TH JIIO/IY ITIABHBIE C TOYKHU 3PEHHS 00CITYKUBAHUS KIMEHTOB. IMEHHO OHM CO3/Iaf0T BIIE-
YaTJieHHe, 13 KOTOPOTO CKIIAIBIBACTCS peIyTalysl Bcei koMmnaHud. [1oaToMmy uM 0coOOEHHO HY>KHO
oOyudenue. U 3To 0OydueHre CTOUT JCHET.

Ho ceromus MHOTHE KOMITAaHUH BOOOIIE HE 00YYar0T CBOUX COTPYIHHKOB HCKYCCTBY 00CITY-
xuBaHus1. OHU TOJIBKO PEKJIaMHUPYIOT, IPUYEM BECbMa OXOTHO, CBOM «IIPEBOCXOIHBIN cepBucH. [1o-
BUJMMOMY, PyKOBOJICTBO HAJIEETCS, UTO UX MOAYMHEHHbIE TPOYUTAIOT pEKIIaMy U COUTYT ceOs 005-
3aHHBIMHU BOTUIOTUTH B )KHM3HB 3TO obemianue. Maes oOydeHuss 1 MOTHUBALUN COTPYJHHKOB, KOTO-
pbI€ HEMOCPEICTBEHHO OOCITYKUBAOT KJIMEHTOB, IJIIOC KOHKPETHBIE NHCTPYKIIUHU, «KaK 3TO CIe-
JaTh», — BOT JIBa IIaBHBIX CTOJINA, HECYIIME HAa ce0e BCIO KOHCTPYKIIMIO 3TOM KHUTH. DTU UJEU
CTaju:

® OCHOBHOI NPUYMHOM, MOOYUBIIEH MEHS HAaKCaTh ATY KHUTY;

® OTIIMYUTEIHLHON YePTOil, BBIICISIONICH 3Ty KHUTY Ha ()OHE IPYyTUX KHUT HAa TEMY CepBHUCa.

[IpounTaB 3Ty KHHTY, BBl ITOJIyYUTE KOHKPETHBIE UACH U METOABI, IPUMEHUMBIE Ha IPAK-
TUKE; y3HaeTe, Kak c(hopMHUpOBATh Y COTPYAHUKOB HEOOXOIMMBbIE HAaBBIKU, KOTOPbIE CTAHYT AJIs
KOMITAHUHU MOLIHBIM JBUTATEJIEM Ha MYTU K NPUOBUIBHOCTH, OOJIBIIEH JJ0J1€ PhIHKA U JOSIbHOCTU
KJINECHTOB.
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Kak nocTtpoeHa 3Ta KHura

Kawura cocTouT u3 OTIeNbHBIX, (PAKTHYECKH CaMOCTOATEIHHBIX O10KOB (T1aB). Kaxtas rasa
MIOCBAIICHA OMPEICIICHHON TeME U JJaeT KaKk COOCTBEHHO WH(POPMALIUIO, TAK M HHCTPYMEHTBI, T103-
BOJISIIOLIME UCIOIb30BAaTh €€.

I'maBa 1 comepxuT MHOKECTBO (PaKTOB, CTATUCTHYECKUX TAaHHBIX M YOS TUTEIHHBIX TIOBO/IOB,
KOTOpBIE BBl C YCIIEXOM MOKETE UCIOJIb30BaTh B CBOUX JOKJIAJaX U CIyKEOHbIX 3anuckax. [aB-
HOE IIPEUMYIIECTBO Ka9Y€CTBEHHOTO CEPBUCA — €TO TOJIOKUTEIHFHOE BIMSHUE HA TIPUOBLTH KOMITa-
HUHU. XOPOIIMIA CEPBUC — 3TO HE 3aTPaThl, @ BHICOKOJIOXO/AHbIE MHBECTULIMH. [IpriMeppl MUPOBBIX
manepoB — General Electric 1 Home Depot, nmpencraBieHHbI€ B IJ1aBe 2, TOMOTYT ITOHSTb, IIOUYEMY
Kaue€CTBEHHOE 00CITy’)KMBaHUE TaK BaXKHO JJIs1 IPOLBETAHUSI KOMIIAaHUH.

W3 cnenyromux miaB Bbl y3HaeTe, KaK M ¢ 4YETO HayaTh: [VIaBa 3 MOCBSILEHA MJIAHUPOBAHUIO,
a m1aBa 4 — BolpocaM OpraHu3aluy.

['maBa 5 nocasiieHa OCHOBE OCHOB — KaK Y3HaTh, YETO XOTST BaIlld KIIMEHTBI, YTO BbI JIOJIKHBI
c/enarb, 4ToObl 3aBOEBATh WX JIOBEPUE M JIOSUIBHOCTh. DTO HAaMBAKHEHIIWI mmar B pazpaboTke
CTpaTeruu cepBuca Jito00i KoMnaHuy. Y3HalTe CBOMX KIIMEHTOB, U3yUNTE UX — HEJOCTATOYHO IIPO-
CTO BCTaBUTh B IUIaH pabOThI PE3YyNbTaThl HAIIMOHAIBHBIX HCCIEI0BaHUI MOTPeOHOCTEN U 3arpo-
COB TIOTPEOUTENECH.

JIrobast mporpamMma MOBBIILIEHUSI KauecTBa cepBuca OyzneT OyKCoBaTh, €CJIM €€ aKTUBHO HE
HOJIEPKUBAIOT BCE COTPYAHUKN KOMIIaHUH. BOT moyemy s BKJIIOUMII IM1aBy 6 O TOM, KaK IPUBJIEYb
KJIMEHTOOPUEHTUPOBAHHBIX COTPYAHUKOB. OCHOBHASI MBICJIb 3TOU IVIaBbl 3aKJIIOYAETCS B TOM, YTO
CIOCOOHOCTB K paboTe ¢ KIMEHTOM — BPOXKJIEHHOE KauyeCTBO, eMy HEBO3MOXKHO OOY4HTH (32 pe-
KUM HCKJITIOUCHHEM).

Ho naxe nronu ¢ BeICOYAMIIMM IIOTEHIIMAJIOM HYKJIAIOTCS B MOTUBanuU. [loatomy miaBy 7
sl IOCBATUJI METOJJaM MOTHBAIIMK B CTPATErUH CEPBHUCA.

Crenyromnye Tpy I1aBbl — IUIOTh U KPOBB ATOM KHUTH. YnTarenro moTpeOoBaIich Obl JONTHe
TOJIbI, YTOOBI MPECTABICHHYIO 3/1e6Ch MHPOPMAIIUIO COOpaTh U3 Pa3IMIHBIX UCTOUYHUKOB. [IpuBe-
JIEHO MHOTO KOHKPETHBIX MPUMEPOB U3 ONbITa KoMnaHuil, padotatouux kak B CLIA, Tak u no
BCEMY MHUPY.

I'maBa 8 OynuT TBOpUECKOE BOOOpaKEHUE YUTATENS, 3HAKOMSI €T0 C CEPBUCHBIMH IPOTPaM-
MaMU 3aBOEBAaHUS M NMOJAEpKaHUS JOsIbHOCTU. [T1aBa 9 copepKUT psii «OCHOBHBIX MPUHIIUIIOB
KaueCTBEHHOTO OOCITY)KUBAaHHS», U3 KOTOPBIX YHTATEIhb MOXKET BBIOpaTh HanOosee MOAXOIAIINe
Juis ero komnanuu. B maBe 10 onmucaHbl MPOEKTHI, KOTOPbIE MPUHECTH HaWOOJbIIYI0 TPUOBLIL
— 3TH pe3yJbTaThl BHI30BYT BOCXMILEHUE CaMBIX CYpPOBBIX TON-MEHEKepoB. CoaepxaHue 3TOH
IJ1aBbl — TSDKENAsk apTUIUIEPHs], KOTOpasi IOMOXKET JA0OUTHCS MOAJIEPKKH Balllel IPOrpaMMbl CO
CTOPOHBI CKENITUYECKU HACTPOEHHBIX MEPBbIX JHIL] KOMITAHUH.

Ho mano 3amyctuts nporpammy. HeobxoauMo moaiep:xuBath €€ U peryisipHO MPOBOIUTH
«TpOo(UITAKTHIECKIE MEPOTIpUATHsY. B tmaBe 11 ToBOpHUTCS, YTO BBI JOJKHBI IPUIATH UMITYIIEC
HOBOH IporpaMMe 00CITyKHBaHUs KJIIMEHTOB, YTOOBI OHA HaOpaja HEOOXOAUMYIO CKOPOCTb, Olie-
HUBATh €€ UCIOJIHEHNE, BBISBIIATh CIIy4al HEYIOBIETBOPEHHOCTH KIIMEHTOB U YCTPAHATh X IPHU-
YUHBI, a TAKXKE ONPEAETATh U COXPAHITh HUCTOYHUKH YIOBIETBOPEHHOCTH KIMEHTOB.

B maBe 12 paccmarpuBaetcsi pabora ¢ xano0aMu: Kak TOMOYb KJIMEHTY BBIPa3UTh CBOE
HE/I0BOJILCTBO, KaK MPEAYNPENNTD KaJlo0bl (KOraa 3T0 BO3MOXKHO), KaK IepeyOeiuTh U yAepKaTh
HE/I0BOJIbHBIX KJIMEHTOB.

W3 tnaBer 13 BhI y3HaeTe, kKak pazpaboTaTh COOCTBEHHYIO KOPIIOPATUBHYIO CUCTEMY O0yude-
HUSL. 37eCh MpeaCcTaBlIeHa HHPOPMaIUs O HOBEHIINX MeToax 00ydeHus, o pa3paboTke 1 0popM-
JIEHUM MaTepUajoB, O TEXHOJOTHSIX KOMMYHHUKAIIMHU U IPYNIIOBOI TNHAMUKE.
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OTa KHUTra B 1IEJIOM HAay4YMT Bac CO37aBaTh U BHEAPSTH CTPATETUI0 KAYECTBEHHOT'O 00CITYKH-
BaHUS$, KOTOpasi yBEJIMYUT Ballly PUObLIb, TIOBBICUT YPOBEHD YAOBIETBOPEHHOCTHU U JOSIBHOCTU
KJIMEHTOB. J|0BOJIbHBIE KJIMEHTHI OKYNAIOT OOJIbLIE U Yallle, OHU HE YXOIAT K KOHKypeHTaM. Pac-
mupeHue 0a3bl HOCTOSTHHBIX KIMEHTOB KaK €CTECTBEHHBIN pe3yabTaT NpeJoCTaBIECHUS XOPOILIEro
CepBHCa CHUKAET MOTPEOHOCTH B pekiiame u Mapketure. [louemy? [Toromy 4TO OTHBIHE TOpPaA3I0
MEHbIIIE KIMEHTOB OyIeT YXOIUTh K KOHKYPEHTaM, OCTaBIIsIs 32 COOOM MyCTOTY, /AJIsl 3all0JIHEHUS
KOTOpOU TpeOyIOTCsI HOBbIE KJIIMEHTBI, IPUBJIEKAEMbIE PEKIaMON U MApPKETUHIOM.
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Naga 1
KayecTBeHHbIN CepBUC — Balle CEeKpPeTHOe opyxue

Kak 3apaboTaTb AeHbIrn Ha 06Cny>XMBaHUN KINIMEHTOB

Ce2o0Hs,, 6 YCIOBUAX — JCECMKOU  PbIHOYHOU  KOHKYPEeHYuU,
pewarowum Gakmopom 01 00A20CPOYHO20 NPOYEEMAHUS KOMHAHUU
CMAHOBAMCA  NPOUHbIe O00BEPUMETbHbIE OMHOWEHUS ¢ KIUESHMAMU.
Kauecmeennoe obcnyscusanue KiueHmMos8 — He MOAbKO OOHO U3
KOHKYPEHMHbIX NPEeUMYUIeCm8, 60 MHO2UX chepax O0esmeibHOCU MO
Cmano  eOUHCMBEHHbIM KOHKYDEHMHbIM — npeumywecmeom. Kauecmeo
00CTYHCUBAHUS — HOBbIL CMAHOAPM, NO KOMOPOMY KAUEHMbl CYOAm O
Kauecmee npooyKma.

Yunvam bno, napmnep, Strategic Management Practice, Coopers &
Lybrand Consulting Group (Toponmo)

He Bo Bcex KoMMaHUsAX NOHUMAIOT, 4YTO OOCITY>KHBaHUE KIIMEHTOB — 3TO, 110 CYyTH, IPOJAXKH.
[Touemy? Jla moTomy, 4To Xopoliee 00CTyKHUBAHNE 3aCTaBUT KIMEHTA MIPUXOAUTh K BaM 4alle U
nokynare y Bac 6onbue. CoracHo McClIeJOBaHUID AMEPUKAHCKOM accolManuy MEHEIKMEHTa
[American Management Association], TOCTOSIHHbIE KIMEHTBI, KOTOPbIE MIOKYMAl0T y BaC CHOBA U
CHOBA, IIOTOMY YTO UM HpPaBUTCS 00CIIy’KMBaHHE, 00eCeUnBalOT B cpeiHeM 65 % obopoTa KoM-
HaHUU.

OnHa u3 maBHBIX IPOOJIEM 3aKIIF0YAETCs B TOM, YTO MEHEKEPHI He XKeIaroT pacCMaTpUBaTh
00CITy’)KUBaHHE KIIMEHTOB KaK MAPKETUHIOBYIO CTpATernio. MHOTHE CKJIOHHBI CYMTATh €r0 YeEM-TO
BPO/I€ MOCIENPOJaKHOTO 00CITYKUBaHHSI, OTHOCSILErOCs K COBEPILIEHHOH C/IETIKE, a He K OyayIuM
IpoJaKaM.

Ho uccnenoBanust moka3plBaroT, UTO /Ui MHOI'MX KOMITAHUH MOBBIILICHHE KaueCcTBa CepBUCA
CTaHOBUTCS Oosee H3PPEKTUBHBIM MHCTPYMEHTOM yBEJIUYEHUsI 00beMa PO M NpUObLIN, YeM
MapKeTHHT, IPOJBMKEHUE UK peksama. U s momo3pesaro, YTO B KOMIIAHUSX, Il pa3paboTaHbl
IpOIyMaHHbIE, TPAMOTHBIE CTPAaTETUH pabOThI C KIIMEHTAMHU, 3TO HAIIPABJICHUE AEATEIbHOCTH ITPU-
HOCHUT OO0JIblIIe YUCTOM NMpUObUIN, YEM HayuHbIE UCCIIEOBAHUS U pa3pabOTKU, BHEIPEHUE HOBBIX
IPOIYKTOB M 0OOPYIOBaHUS, IIUPOKUI aCCOPTUMEHT, IPOJIaXka B KPEIUT U JIHOObIE ApYrHe cTpa-
TETUu.

Kypnan Electrical Contractor 3ameTuin: «B HalieM OpMeHTHPOBaHHOM Ha CEPBHC OOIIECTBE
KauecTBO 0OCITYy>KHBaHHsI CTAJIO ropas3ao 0ojee BaXKHbIM (aKTOPOM ycIexa KOMIIaHUH, YeM Kade-
CTBO ee ImponaykTa. 1 Te koMmaHuu, KOTopble UIyT IO IIYTH COBEPIICHCTBOBAHUS CBOETO CEPBHCA,
HOJTY4at0T HECOMHEHHOE KOHKYPEHTHOE MPEUMYIIECTBO HaJ TEMH, KTO B 3TOM OTCTaeT». YToObI
JOOUTHCS ATOTO MPEUMYIIECTBa AJIs Ballleil KOMIIaHUH, HEOOXOUMBI CIIETYIOIIUE YCIOBHSL.

o [IpuBep:keHHOCTH PYKOBOACTBA. JTO IVIaBHAs MPEINOChUIKA Ui yclexa MporpaMmbl
HOBBIIIEHUS ypOBHsI 00cyxuBanusi. He Hajo npuberarb K TpOMKUAM pEKIaMHBIM JIO3YHI'aM, PO-
HOBEAYIOIIMM 00CITYXHBAaHUE KIMEHTOB B cTuie « MBI Bac IIOOMM», €CJIN BBICILIEE PYKOBOJCTBO
HE BEpUT B MHAMBUIYAIbHBIM MOAXOJ K KaXKAOMY KIHMEHTY M KauyeCTBEHHBIH CEPBHUC CTOJb K€
UCKPEHHE U CHJIbHO, KaK B CeMEeHbIE IIEeHHOCTH, MaTpUOTU3M U NpUOBLIb. Bee ciioBa n moctynku
TOI-MEHEIKEPOB JI0JIKHBI CBHJIETENILCTBOBATh 00 UX MPUBEPKEHHOCTHU 3asBJICHHOMY MPUHIIMITY.
K coxanenuto, 3a MHOTHe Tofibl paboThl B 001acTH 00yueHHs 0OCITy>)KUBAaHHIO S HE MepecTaBall
YAUBIIATHCS MPUBEPIKEHHOCTH PYKOBOJICTBA. .. 00CITY>KHBAaHUIO ITyCTHIMH CIIOBaMH.
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e JlocraTouHoe ¢puHaAHCHPOBaHMe. KoMImaHWs OXOTHO BBIAETISET CPEACTBA HA TIPodeccro-
HaJIbHYIO pa3paboTKy U pean3alfio CTPaTeruy CepBUCa.

e 3aMeTHoOe yJIy4yllIeHHe KadecTBa 00cay:;kuBaHusi. CepBHC yIydIlIaeTCsl HACTONIBKO, YTO
KJIMEHTHI 3aMEYaloT 3TO U, KaK CIEICTBHE, CUUTAIOT, OyATO Ka4eCTBO MPOAYKTa (0OCSI3aeMOE HIIH
HEOCs3aeMOe) TakxKe ymydmmiock. OOcaykuBaHue KIMEHTOB B BAalllei KOMITAHUY JOJDKHO CTaTh
3aMETHO JIy4lle, YeM Y KOHKYPEHTOB.

e O0yuenue. COTpyHUKH TILATEIBHO 00Y4alOTCs TOMY, KaK pealn30BaTh CTPATETHIO CEp-
BHCA, OTBEYAIOIIYI0 KOHKPETHBIM HYX/1aM U 3arpocam Bamux kiaueHToB. C 1980 1. s ynopHo neiTa-
I0Ch BHYILIUTh KOMIIAHUSAM HUJIEI0 O BaXKHOCTU 00yyaTh Bech KOJUIEKTHUB. K coxkaneHuto, KoMnanuu
00BIYHO TpeHEeOperaroT 00y4eHNEM CBOMX COTPYIHUKOB UCKYCCTBY OOCTYKHBATh KIIMEHTOB, XOTS
MUMEHHO 3TOT ITOJIX0J] MOT OBbI OOJIbIIIE OTPA3UTHCS HA UX MPHUOBLIH, YEM BCE OCTAIBHBIC YCHITHSL.

e OTHoueHUs] BHYTPH KOMIIAaHMM. B po3HUYHOM Marasuwue otaen o(opMIIEHHUS TOPro-
BOTO 3aJIa ¥ MPOJIABIIBI IOJDKHBI TIOMOTaTh APYT APYTY MPEICTABUTH TOBAPHI U YCIIyTH TaKUM 00pa-
30M, YTOOBI 00ECTIEYNTh MAaKCUMAJIbHOE YIOBJIETBOPEHUE U JIOSUIBHOCTH MOKymnarenei. B mpous-
BOJICTBEHHOW KOMITAHUU OTJEJI TEXHUYECKOTO 00CTYKUBAHUS U IPOU3BOICTBEHHBIN OT/IE] TECHO
B3aMMOJIEUCTBYIOT MEXy OO0, CTpeMsICh K OOIIeH 1esI — MPEAJIOKUTh KINEHTaM BbICOKOKaue-
CTBEHHbIE IIPOLYKTHI U, KaK CIIEICTBUE, 3aBOEBATh UX JIOAIbHOCTb. Pa3Hble nojpa3aeneHus nomo-
raroT JIpyT IpYyTY, a HE TSHYT OZEsUI0 Ha ceOsl.

e YyacTHe BceX COTPYIHUKOB. Kaxplii COTpYyAHMK JOJKEH MOHUMATh, YTO €ro pabora
BJIMSIET Ha BOCHPUATUE KIMEHTOM KaueCTBa CEPBUCA U JIaXKe KaueCTBa MPOAYKTAa — HEBAXKHO, KaK
JIAJIEKO HAXOAWUTCS OH OT «JIMHUU (POHTa» M HEMOCPEICTBEHHOTO OOIICHUs C KIMEeHTamMH. Bot
HovyeMy s TI03auMCTBOBaN y I pymmel nmepcnekTuBHOro MenemkMenTa [Advanced Management
Group] npuHLUI BCEOOUIET0 y4acTusl U UI€t0 MOTUBALIMOHHBIX KaMIIaHUM Cpeld COTPYIHUKOB.
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KoHKypeHTHOe npenmMyLiecTBO

[TockonbKy KaueCTBEHHBIH CepBHUC — APPEKTUBHBIN HHCTPYMEHT MPOJIAXK, OH 00ECTIeUnBaCT
YCTOMYMBOE KOHKYPEHTHOE MMPEUMYIIECTBO. 3a4acTyI0 3TO €IMHCTBEHHOE KOHKYPEHTHOE IPEuMy-
IIECTBO, KOTOPOE €CTh Y KOMIIAHWH, paOOTAIOIIEH B OTPACIIH, TI€ MHOXKECTBO KOMITaHUH Tpeia-
TaroT, 10 CYTH, OAMHAKOBBLIC TOBAPLI NI YCIIYT'H.

[IpencraBeTe cebe TOMOXO3SHKY, CTOAIIYIO TIEPEN AJIUHHBIM PSAIOM OEIIOCHEKHBIX XOJIO-
TUIHLHUKOB. Bee oHM moXoxu npyr Ha apyra. M genaroT oHl 0JTHO U TO ke — oXJaxaaroT. Ho oueHb
BEPOSATHO, UYTO JOMOXO3sMKa Cpa3y HaIlPaBUTCA K KOHKPETHOMY XOJIOAWIBHUKY — TOMY, Ha KOTO-
POM HaNMCaHO Ha3BaHWE U3BECTHOTO €i MPOU3BOIUTEIS, COTPEBAIOIIEE i TyITy BOCTIOMUHAHHEM
(6] IIPY)KCJHO6HBIX, 3a6OTJ'II/IBI)IX, KOMIICTCHTHBIX IMpOoJAaBUax WA 06 OT3bIBUUBOCTHU KOMIIAHUU KO
BCEM ee 3anpocaM. Bepno?

I[a, MBI )KUBEM BO BPEMCHA, KOIla 3a4aCTyl0 CAMHCTBCHHOC pa3jIninue MCKAY TOBapaMHu U
yCIllyraMu, KOTOpO€ CIIocOOeH YBUIETh KIIMEHT, — pa3Inyue B KauecTBe 00cayxuBaHus. Ho umenHo
3TO pa3IMUKe CO3/IA€T Y KIIMEHTA MO3UTUBHBIN HACTPOU U PACTIONOKEHHOCTh K KOMITAHUH, €€ TOBa-
pam Wiu yciayram.

DTO ¥ €CTh KOHKYPEHTHOE MTPEUMYIIECTBO.

ABuakommnanus Southwest Airlines

Komnanus Southwest Airlines — kpynueiimuii aBuanepesozunk B CILIA,
ee Bo3nywHbIH (oT HacuuthiBaeT 481 camoner. XepO Kemmexep ocHoBan
Southwest B 1966 r., muuno BiaoxuB B kommanuio 10 Teic. momr. Celiuac ero
noisg ounenuBaercs oonee yeM B 500 muH pomn. Hassanme «Southwest» craio
CHHOHMMOM KaueCTBEHHOTO CepBUCa M OTIMYHOro padoromarens. Kemnexep
rooput: «Kynerypa Southwest — BeposTHO, €€ TJIaBHOE KOHKYPEHTHOE
npeumyiecTBo. Ho HET HUYero ciokHee, YeM MbITaThCs MPEeB30MTH JyX HALINX
monei». COTpyIHUKH BIaAetoT npumepHo 13 % axuuit komnanuu. Xots 83 %
COTPYAHHMKOB COCTOSIT B PO CcoI03e, B KOMIAaHUK HUKOTAA He ObUIO 3a0aCTOBOK,
B TO BpeMsi KaK OOJBIIMHCTBO aMEPHUKAHCKUX aBHANEPEBO3UYHMKOB, KaXKETCH,
MOCTOSTHHO HAXOJATCS MOJ] yIPO30ii 3a0aCTOBKH.

B 2010 r. Southwest Airlines (www.southwest.com) noxy4uiaa npuObUIb
459 muH oy, ipu oobeme foxonoB 12,104 mupx nosut. mpoTus 99 MiIH A0III.,
3apaboranubix B 2009 r. Takum o6pazom, 2010 1. ctan mis Southwest 38-m
TOJIOM PEHTa0ETbHOM AeATeNbHOCTH noapsan. IlonoOHoe He yaanoch HU OTHOU
aBuaxommnanuu: B 2004 r. Delta norepsina 3,3 mupa nom., United — 1,2 muipa nos.
[Mocne cobbrtuii 11 centsiops 2001 1. Southwest Airlines ObuTa e IMHCTBEHHBIM
aBuariepeBo3uukoM B CIIIA, KOTOpBIN HE YBOJWI HU OJHOTO COTPYIHHMKA U HE
npoxan Hu oxHoro camonetra. B 2001 1. ee mpubbuib cocraBmia 511 muH mos.
A B 2010 ., xorma Bce KpyNHEHIINE aMEPUKAHCKHE NEPEBO3YMKHU IOTEPSIU
MuIHapabl, Southwest 3apaboTtana MUITHOHBL. biaarogapst cCBOUM HU3KUM IIeHaM
U TpeBoCcXonHOMY obciyxuBanuto Southwest u JetBlue mocraBumm cBomx
KPYITHEHIITNX KOHKYPEHTOB Ha TpaHb OaHKPOTCTBA.

Ha xaxqoM HOBOM pbIHKE, T/I€ TOSBIISETCS KOMITAHUS, BO3HUKAET TaK
Ha3piBaeMbll «3pdexr Southwesty. C ee mpuUxXoOIOM IpyTrUM IEpPEeBO3UUKAM
MIPUXOIUTCS Ha 2/3 CHUKATh CBOU TapHu(]bl, YTOOBI YPABHATH UX C MPEUIOKECHUEM
Southwest. B 2010 r. komnanus nepesesna 88 191 322 maccaxxkupa npu cpenHeit
croumocty ounera 130,27 moi.

Southwest nemaer cTaBKy Ha CHHXKEHHE CEOECTOMMOCTH IEPEBO3OK,
JIeTISICh COKOHOMJICHHBIMH CPEJICTBAMH CO CBOMMH KJIMEHTAaMH M 3a CUET 3TOr0
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YBEIUYMBAs OO PhIHKA. BpeMs MOATOTOBKM caMoiieTa K TIOBTOPHOMY BBUIETY
B Southwest cocraBiser Bcero 25 MUHYT. DTO 3HAYHT, YTO KOMITAHUHU TpeOyeTcs
MEHBIIIE CAMOJIETOB, YTO TIIO3BOJISICT €H SKOHOMHUTh Ha AKTHBAX HECKOJBKO
MUJUTHAPIOB J0J11apoB. Southwest Takke Obliia MepBOi aBUAKOMITAHUEH, KOTOpast
HayaJia mpojaBarh Onnersl yepe3 MHTepHerT.

B Southwest Bcero 65 uenoBek 00CTyKHBAIOT CAaMOJICT Ha 3eMJIE U B TIOJIETE,
torga kak y United, KpymHEHIIEro aMepruKaHCKOTO aBUAIePEeBO3YHKa, 3Ta Udpa
cocraBnseT 129 yenoBek. B 3TOM OTHOIIEHUU C HEW CIOXHO KOHKYPHpOBATh
Ja’ke TOCYIapCTBEHHBIM aBHAKOMITAHUSM W3 PA3BHUBAIOLIMXCS CTPaH, KOTOPHIE,
HECMOTpS Ha HU3KHE 3apIUIaThl, HECYT BBICOKHE 3aTpaThl Ha pabouyro cuiy (Kak
94acTh OOIIMX 3aTpar) BCIEACTBHE MEpen30bITKA MepCcCoHalla, HaBsI3bIBAEMOTO UM
podcor03aMu U IPABUTEITHCTBOM.

CpemHee KOMMYECTBO JIETHBIX YacOB B Mecsl] y mwioToB Southwest
nocruraet 70 yacoB no cpaBHeHUIo ¢ 36 yacamu B United. [Ipon3zBomuTensHOCTE B
pacuete Ha corpynuuka Ha 20 % Breimie, geM B United, xotst Southwest ucmonb3yer
B OCHOBHOM HEOOIIBIIIME CAMOJIETHl Ha BHYTPEHHUX JIMHUSX, T. €. PACCTOSHUS
0osiee KOPOTKHE.

[Ipennaraemas Southwest mporpamMMa ajisi 9acTo JIETAIOMIUX MTACCAKUPOB
MOJIB3YETCsl 0COOON TMOMYJIIPHOCTHIO, MOCKOJIBKY KOMIAHMS CHsJIa KBOTHI Ha
KOJIMYECTBO MECT ISl y4aCTHUKOB TOM nporpammsl. Eciu Ha kakoM-1u0o peiice
UMeeTcs CBOOOTHOE MECTO, €TO MOYKHO TTOJTYYUTh 33 ONPEACTICHHOE YHCIIO OUKOB.

Southwest TBepmo yBepeHa, 4TO €€ CaMblii IICHHBIH KamuTal — JIFOH.
«XOTsI MBI JIETa€M Ha camoJieTaX, MPEXIE BCETO MBI OOCIYXXHBAaeM JIIOICH, —
roBoput Kommua bapperT, npe3uaeHt. — Southwest Airlines — He aBuanepeBo34nK
C OTJIMYHBIM OOCITY’)KHBaHHEM KIMEHTOB, a CEPBHCHAs KOMITAHUS, KOTOpasi, TaK
MOJTYYHIIOCh, 3aHUMAETCS aBHAIIEPEBO3KAMI.

Xep06 Kennexep, npencenaresb coBeTa JUPEKTOPOB, TOBOPUT: «BbI 10IIKHBI
oOpamareCcsi ¢ COOCTBEHHBIMH COTPYAHHMKAMH, KaK CO CBOMMH KIHMEHTaMHU.
Ecnu BbI npaBuibHO oOpalaeTech CO CBOMMH ~“BHYTPEHHUMHU KJIMEHTaMH‘, BbI
Oyznere MpaBWJIBHO OOpamIaTthCs W C BHEIIHUMW». UM peub maer BoBce HE O
Bo3HarpaxaeHuu. Corpynnuku Southwest B cpennem 3apabatsiBatoT Ha 50 %
MEHBIIIE, YeM MX KOJJIETH B KPYITHBIX aMEPUKAHCKUX aBUAaKOMIaHUsAX. Pasnuane
B TOM, YTO COTpYAHHKH B American, Delta, Northwest, United u T. 1. HeHaBUIAT
CBOM KOMITAHHUHY U CBOIO paboTy, a COTPpyIHHUKHU Southwest ux JTrOOsIT.

l'azera Wall Street Journal uutupyet cnoBa ['apu Kemnu, renepaibHOTO
mupektopa Southwest: «C HaMU TBITAOTCS COCTS3aThCsS Camble pa3HbIe
KOMIaHUHA. MHOTHE U3 HUX CHOCOOHBI MPEUIOKUTh TAaKUE YK€ HU3KHE TapuQBbl,
Kak u Mbl. M1 TouHO Takme ke camoneTsl. Ho 10 cux mop HU OJHa W3 HUX HE
CMOIJIa COCTSI3aThCS C HAIIMMHU JIFOABMH. DTO HCTOYHHK HAIISH TIOJTMHHON CHIIHI,
KOTOPHBIH JTaeT MHE YBEPEHHOCTH B Oymyriem Southwest Airlinesy.

PerHOUHAs kKanuTanm3amus Southwest mpeBpIIacT KaMUTATH3AIHIO BCEX €€
KpynHenmmx koHKypeHToB B CIIIA BMecte B3sThIX. KomMmanus 3Haet, 4yTo oHa
pabotaert B cepe o0cmyuBanus. Ee KOHKypEeHTBI CYUTAIOT, YTO OHU 3aHUMAIOTCSI
aBHAINepeBO3KaMHU.

Jlo cux mnop numb JetBlue, ¢ 3aBucThIO TOmIAAeB Ha (DPUHAHCOBOE
cocrosinue Southwest, penrmiach CKOIMMPOBATh CKOPOCTh, TEXHOJIOTHIO U LIEHHI,
13 KOTOPBIX CKIIQABIBAeTCs cepBUCHaAs ctparerust Southwest. Kemrexep cuuraer
3aHOCYMBOCTb CaMOW CEpbE3HOM ONMAcCHOCTHIO Ul ycreumrHod kommnaHuu. OH
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roBopHT: «JlocTurass BepIIMHBI yCIIeXa, KOMIIAHHWS CTAHOBHUTCS OCOOEHHO
YSA3BUMOH JUISI CAMOYCITOKOCHHOCTH U CAMOJIOBOJIBCTBAY.

B 2011 . Mapk uddep 3 Ragan.com Bxmounn 6mor Southwest B
JleCsTKy JIydIuXx KOPIIOPATHBHBIX OJIOTOB, MOCTAaBUB KOMIIAHHIO Ha 8-€ MECTO.
B 2010 r. Southwest crana nobenurenem B HomuHauu «IInoHepbl connaabHbIX
meana» Web 3.0. A B koakypce PRNews Platinum Awards aBuakommanus Obia
BKJTIOUEHA B «3aJI CIIaBbD» 32 3TAJOHHBIN YPOBEHb OPUTHHAIBHOCTH U Ka4eCTBA B
00J1acTH OTHOILIEHUH C 001IECTBEHHOCTBIO.

BOT HECKOJIBKO KJTFOUEBBIX MPUHITUIIOB U cTpateruid Southwest, KoTopele, ¢
MOEH TOYKH 3pEHHSI, MHOTHE KOMIIAaHWUH JIOJKHBI B35ITh Ha BOOPYKCHHE:

1. I'maBHas 3amaya — oOCTyKMBaHUE KJIMEHTOB, a HE aBUAIEPEBO3KH Kak
TaKOBbIE. DTO Kap/IWHAJIbHO UHOM 00pa3 MbILIUIEHUS U cucTeMa oTcuera. O4eHb
HeMHOTHEe (PUPMBI TOHUMAIOT, YTO OHH PaboTaloT B cpepe 00CTyKHUBaHUSI.

2. Mcrionb30BaTh TEXHOIOTHY JUISl YBETMYECHUSI CKOPOCTU M CHIDKEHHSI [IEH.

3. LleHUTh CBOMX COTPYOHHKOB. DTO WMIEPATHB Ui CEPBUCHBIX (upm,
KOTOPBIH, K COYKAJICHUIO, BHITIOHACTCS. OY€HB PEIKO.

4. XoTs TaBHBIM JBUTareieM OW3HEcCa BBICTYMAaeT IIeHA, caM OW3HeC
OCHOBaH Ha CEpBHUCE.

5. Kommnianust omIMIHBIA paboTOATEb.

6. braromapst cBoeii penmyTaniy KOMIIAaHUS IMEET BO3MOXKHOCTD ITPUBJICKATh
JyYIIUX HA PBIHKE TPY/a.

7. llpu3HaHue, a HE JIEHBI'H, CIY>KUT 3aJI0TOM BBICOKOM 3(pdeKTUBHOCTU
nepcoHania.

8. PBIHOK LIEHUT JHIIEPOB CEpBUCA, HEAAPOM PBHIHOYHAS KAITUTAIU3AIISL
Southwest mpeBpIIIaeT KanuTaIU3anUI0 €€ KPYMHEHITNX KOHKYPEHTOB BMECTE
B3SITHIX.

9. Kommanusi MCTONB3yeT CBOM AKTHBBI, CAMOJETHl M TOIUIMBO OoJee
3G PEeKTHBHO.

YyBCcTBO 00006peHus

Kornma xiameHT BBIOMpaeT MEXIy KOMIAHHMSIMH, IOACO3HATEIbHOE YYBCTBO OAO0OpPEHUS»
HMMEeT TaKYIO K€ CHITy YOexAeHUs, KaK COBET OIM3KOro JApyra.

Jlxen I'eiitc, Menemxep mo padote ¢ kmuentamu komrmannu Chef Francisco, mpousBoauTens
3aMOPOKEHHBIX MPoaykToB U3 KOmkuna (mrar OperoH), 3HaeT 0 KOHKYPEHTHOM MPEUMYIIECTBE
KaueCTBEHHOT'0 cepBHca. «B Hariel oTpaciu, Kak U B APYTUX OTPACIAX, — TOBOPUT OHA, — PHIHOK
HaceklaeTcs. Mos KoMIIaHus BCera MpojaBalia KauecTBEHHbIe MPOoAyKThl. Ho Teneps mosiBuiioch
MHO’KECTBO JIPYTMX KOMITAaHUH, KOTOPbIE TOKE MPOAAIOT BHICOKOKAUE€CTBEHHBIE MPOAYKTHI, U MPH-
MEpHO 10 TeM ke 1eHaM. [loaToMy HaM HY>KHO MpoAaBaTh 00CITyKUBaHHE», — 3aKJII0YAET OHA.

baHkaMm X0OpomIo M3BECTHO, YTO CEro/iHs Ba)KHO MPO/AaBaTh KaueCTBEHHOE OOCIy>KHMBaHUE,
MOCKOJIbKY II€HbI Ha OAHKOBCKHE YCIIyTH, KaK MPaBUJIO, IPUMEPHO OAMHAKOBbIe. OHU 3HAIOT, YTO
KpymnHbIe Kopriopaiuu padotatoT ¢ 20-30 6aHKaMu 110 BCEMY MUY, U TTOHUMAIOT, YTO €TMHCTBEH-
HBIH crtoco0 yaep:kKaTh UX U BbIIEIUTHCS Ha (hOHE KOHKYPEHTOB — XOPOILIUIl CepBHUC.

PykoBoicTBO GaHKOB TPaJUIIMOHHO CUMTAET, UTO YPOBEHb CEPBHCA B OTPACIIU BEChMa BBICO-
kuif. OTHAKO caMU KJIIMEHTHI OOBIYHO OLIEHUBAIOT KaueCTBO CepBUCA B 0aHKaX KaK HU3KOE, HEPEIKO
MIPUMEPHO Ha YPOBHE aBTOUJIEPOB.
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INlnpepcTBO Ha pbIHKE

Ecnu B KoMnaHuy HAYMHAIOT IOHUMATh, YTO KIIMEHTHI — TOXKE JIFO/IU, U KaU€CTBY OOCIIYKHU-
BaHMS HAYMHAIOT y/AEJISTh HE MEHbIIE BHUMAHH, YeM ()MHAHCOBBIM pacdeTam, 3TO O3HAYaeT, YTO
KOMITaHUSI Ha BEPHOM ITyTH K CO3JaHUI0 YCTOWYMBOTO KOHKYPEHTHOI'O PEUMYIIECTBA U JIOMUHHU-
poBaHMIO Ha pbIHKE. Ha myTH, KOTOpPbIl IPUHOCUT JEHBIH.

K coxxanennto, MHOTMMH KOMITAHUSIMH YIPABISIIOT «(haHaTsl nudp», OHNU HE TOHUMAIOT IIeH-
HOCTH TOCTOSIHHBIX KJIIMEHTOB, KOTOPBIE MPUXOAAT K BaM I'OJJaMH, Aa €IEe PACCKa3bIBAlOT CBOUM
JPY3bsiM, Kak C BaMHU Xopoio padotars. [lokoitHbiil DaBapac JleMuHT, MPOCIaBIeHHBIH KOHCYIb-
TaHT 10 BOIIPOCaM yNpaBJICHUs], YIUBIINN KaU€CTBY CAMMX SIOHIIEB U U3BECTHBIN CBOMMH METO-
JlaMU CTaTUCTHUYECKOIO KOHTPOJIS, CKa3all, YTO €CJIU BbI YIIPABIIAETE KOMIIAHUEH TOJIBKO HA OCHOBE
Qp, «BBI HETIPEMEHHO Pa30PUTECh, MOCKONIBKY IU(PBI — HEe mIaBHOE». OH cHpammBai: «A Kak
HAacyeT MYJBTUIUIMKATHBHOTO A(QeKTa JTOBOJIBHBIX KIUEHTOB — U B c(epe MPOU3BOJICTBA, U B
cdepe obcmyxuBaHUA? A KaK HaCYET MYJIBTUIUIMKATHBHOTO 3(h(heKkTa HeTOBOIBHBIX KIIMEHTOB?)
HmMeHHO 1OTOMY, 4TO OOJIBIIIMHCTBOM KOMITAHUH YTPaBISAIOT (PUHAHCOBBIC MM KOMMEpPYECKHE
OT/IETIbI, KaUeCTBEHHOE 00CITY)KHBaHUE TaK BHICOKO IICHUTCS KITMEHTAMH U CTOJIb d3PPEKTUBHO IS
yBEJIUYEHUS 00beMa IpoiaXx U MPUObUIH.

3aHuMasichb BOIPOCAMHU OOCITY>KUBAHHSA, 51 TIOCTOSHHO CTAJKUBAIOCh C TEM, YTO MPOU3BO-
CTBEHHBIE KOMITAHUH O0JIee PUBEPKEHBI BEICOKOMY YPOBHIO CEPBHCa, YeM cepa 00CITyKUBAHHSL.
Ecnu 661 mpon3BOACTBEHHASI KOMITAHUS TaK )K€ PACKH/IBIBAaJIach CBOMMH KIIMEHTAMU, KaK TUITHYHAS
CEepBHCHasl, OHa ObICTpO nporopena Obl. [IpruunHa Takol NpUBEPKEHHOCTH MPOU3BOIUTENEH XOPO-
1ieMy oOCIIy>KMBaHHIO, [0 MOEMY MHEHHIO, B TOM, YTO YHUCJIO UX KJIIMEHTOB orpaHndeHo. CepBuc-
Hbl€ KOMIIAHUH, HAIIPOTUB, OLIMOOYHO MOJIAraloT, YTO KOJIMYECTBO UX KJIIMEHTOB OyKBaJIbHO HEHC-
csikaeMo. [loTepsienib 01HOTO, HO Ha €ro MECTO BCeria NPUAET AHKUHA APYTrux!

CepBuc — Baw cnacartesnbHbIN Kpyr

[Topoii kayecTBeHHOE OOCITYKMBAHWE MOXKET CIACTH JakKe KOMIIAHWH, MeYalbHO H3BECT-
Hbl€ CBOEH MEIUIMTENbHOCTbIO, JICHbIO, BHICOKOMEPUEM, HEBEKECTBOM, HEMCKPEHHOCThIO, PAaBHO-
JTyUIMeM U 0e3pa3inyueM. .. WIH IyCThIMHU OOCIaHUSIMU.. . . UM IPUBBIYKOM MIHOBEHHO HUCU€3aTh,
KaK TOJIKO KJIMEHT 00paliaercs ¢ xajno0oil.

I'paMmoTHBIE TpOrpaMMBbl MOBBILIEHUS KYJIBTYPbl 00CITYKUBaHHSI U MIPOCBEIIEHUS TOTpeOu-
TeJIel BOCCTAHABIIMBAIOT Yy KJIMEHTOB, pPaHee HEJOBOJIBHBIX OOCITYKMBAaHUEM B ATOM KOMIIaHUH,
JOSUTBHOCTB OpEH/TY, 10BepUe U HAMEPEHUE COBEPLINTD TOBTOPHYO MOKYIKY. K TakoMy OTKpBITHIO
npuIUH KccnenoBarenu u3 komnanuu Technical Assistance Research Program (TARP — I'pynna
UCCIIEIOBATENIbCKUX MPOTPaMM TEXHUUECKON MOANEPKKU. — [Ipum. nep.) n3 BammHrrona (okpyr
KomymOus).

B armocdepe xecTkoil KOHKypeHIMM, Xapakrepusyromed Hadano XXI B., KOMIaHUH
JIOJKHBI HAyYUTh CBOMX COTPYAHUKOB UCKAaTh AJIEMEHT OOCITy>KUBaHHS BO BCEM, UTO OHHU JEJAOT.
Kaxiplif coTpyJHUK KOMITAaHUH, Y KOTOPOH €CTh KIMEHTHI, JOJKEH MOCTOSIHHO CIpaIINBaTh ce0sl:
«Kak s MOTy BBINOJIIHUTB 3TY pabOTy, YTOOBI KIUEHT ObLI TOBOJIEH?»

[Tnoxoe o6cmy)uBaHUE 3aCTaBIAET OPraHU3ALMIO JIeJIaTh IIar Ha3al. Xopolee 00CTyK1Ba-
HHE T03BOJISIET ei ylepxKarbesi Ha MecTe. Y ToJIbKO MPEeBOCXOAHOE 0OCITyKUBAaHUE MTO3BOJISIET el
IPOJBUTaTHCSI BIIEPE, 110 HANPaBIEHHIO K 00JIbIel MPUOBIIBHOCTH, 10 MEpe IBUKEHUS Hapaly-
Basi CKOPOCTb.
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PocT npubbinun? NapaHTupoBaH

Cua gyBCTBa 0JJ0OpEHUS KaK KOHKYPEHTHOTO MTPEUMYIIECTBA CTOJIb BEJIMKA, YTO POCT YIO0-
BJICTBOPEHHOCTH KIIMEHTOB BIIOJIHE MO’KHO U3MEPSATH IO POCTY MPUOBLIH.

B xone onnoro uccnenoanus TARP oOHapyskumna, 4To cpeansisi oTAadya OT UHBECTUIIMH B
KaueCTBEHHBIH CEPBUC JJIsl POU3BOAUTENEH MOTPEOUTEIHCKUX TOBAPOB UIUTEIBHOTO MOIB30Ba-
HUS (CTUPAJIBHBIX MALINH U XOIOAUIBLHUKOB) cocTasiseT 100 %. [pyrumu cinoBaMu, eciiu KOMIa-
HUS TPATUT | MIIH JTOJUI. HA IPOTPaMMy YITy4IIeHHsI CEpPBHCA, €€ MPUOBLIL BO3PACTACT HA 2 MIIH
nosut. J{is 6aHKOB oTAa4a Ha Mo100HbIE MHBECTULIMU TOXOAUT 10 170 %. B BBICOKOKOHKYpEHTHOM
chepe pO3HUYHON TOPTOBIM OTAa4a MOXKET OBITh ermie Bbime — g0 200 %. 31ech Ka4eCTBEHHOE
00CITy>)KMBaHHE M MHIUBUAYAILHBIN ITOIXO0 — 3TO (YHIAMEHT, Ha KOTOPOM CTOUT 3JJaHHUE — JIOSTb-
HOCTb KJIMEHTOB.

OnHako s BCIIOMHIJ, YTO JIO CHX TIOP HE JaJl OTIpeIeICHUs TIIABHOTO TEPMUHA — «Ka4€CTBEH-
HOE O0CITY>KHBAHHE.
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YTo Takoe KauecTBEHHOE OOCIy)XUBaHUE KITMEHTOB?

HecoMHEHHO O/THO: MIPEICTaBICHHSI KITMEHTOB O KaYe€CTBEHHOM O0CITY’)KHBAHUU PATUKATBHO
u3MeHWINCh. CerofiHa 3TO OMpeNeieHUE BKIIOYACT YI0OHOE MECTOPACIOJIOKEHUE, IIUPOKUN
ACCOPTHMEHT, JTUJICPCTBO B TOBAPHOW I'PYIIIC M OMEPATUBHOCTD, a TTOJYaC U KOHKYPEHTOCIIOCO0-
HBIC IICHBI.

Ho ry6unnas npupoaa o0cay>KuBaHUsI OCTaIaCh HEM3MEHHOM. JIFOTU XOTST OT COTPYAHUKOB
KOMITAHUH BEXJIMBOCTH, 3HAHUS MTPOYKTA, TOMOIIH U SHTy3HUa3Ma.

KauecTBeHHbIN cepBUC — 3TO KOHLIEHTPAIKS BCEX PECYPCOB U BCEX COTPYIHUKOB KOMITAHUHT
Ha yJOBJIETBOPEHUH KIUEHTOB. IMEHHO BCEX COTPYIHUKOB, a HE TOJIBKO T€X, KOTOPBIE HETIOCPE/-
CTBEHHO OOIIAIOTCS ¢ KIIMEHTOM — JIUYHO, 10 Tenedony win uepe3 UHTepHer.

CepBHUC — 3TO BCE: MPOAAXKHU, CKIAJICKOE XO3SHCTBO, JOCTaBKa, TOBAPHO-MAaTE€pHATbHBIC
3arackl, 00paboTKa 3aKa30B, KaJIpbl, OTHOIICHUS C COTPYIHUKAMHU, YCTAHOBKA M MOHTaX, KOppe-
CTIOHJICHITHS, BBICTABIICHUE CUETOB, MPOJIAXKH B KPEIUT, GUHAHCHI M OyXydeT, peKjiaMa U CBSI3U C
00IIeCTBEHHOCTHIO, 00pabOTKa NaHHBIX U T. 1. DIEMEHT 00CITy>)KUBAaHHSI €CTh BO BCEM, UTO JEJIaeT
KaXKbI COTPYIHUK B KOMIIAHWH, TIOTOMY YTO B UTOTE JIt00ast IEATENbHOCTD BIUAET HAa pealibHOE
WJIM BOCIIPUHUMAEMOE Kau€CTBO MPOIYKTa UIH YCIYTH, TPUOOPETAEMBIX KIIMEHTOM.

OYHKIUU CepBUCA — COXPAHUTH UMEIOIINUXCS KJIMEHTOB, MPUBJIEYh HOBBIX M CO3/IaTh y BCEX
KJIMEHTOB K€JIaHUE U MOTPEOHOCTh MPOJOKATh COTPYIHUYECTBO C Balel komnaHnuen. MusimMu
CJIOBaMH, 3a/1a4¥ Kau€CTBEHHOTO CEpBHCa:

® T0/I/IEP’)KaHKNE KITMEHTCKOM 0a3bl;

® Pa3BUTHC KIIMEHTCKOW 0a3bl.

C TouKu 3peHHs] OTHOLIEHUM Ka4eCTBEHHBIN CEPBUC — 3TO:
® 3200TJIMBOCTbD;

® BE)KJIMBOCTH;

® YECTHOCTH;

® TOTOBHOCTH I1OMOYb;

® OIEpPaTUBHOCTB;

® JI0CTYIIHOCTH;

® Jipyxeinooue;

® 3HAHUS;

® 1IpOoeCCHOHAITU3M.

Nudopmarnmonnsiii 6roiuierenb Quality Assurance Report yTBepmaet, 9To TOJIBKO KOTja
KOMIIaHUSI TOYHO 3HAET, KAKOTO OOCITY)KUBAHHS O’KUAAIOT €€ KIIMEHTHI, BCETa U TOJIHOCTHIO YJI0-
BJICTBOPACT OTU OXKUJAHUA 3a J€HBI'Y, KOTOPBIC KIIMCHTHI 'OTOBLI 3aIlJIATUTh, U IPHU 3TOM I10JTy4acT
KeJIaeMylo MpHOBLIb, OHA MOXKET 3asBISATh, YTO JOOMIACH COBEPIICHCTBA B OOCIYKMBAHUHN KITH-
eHToB. [loaToMy Hanbosee TOUHBIM U BCEOOBEMITIOIINM ONPEACIICHUEM 00CITyKUBaHUS KJIMEHTOB
MHe KaxkeTcs cieaytomiee: «O0cimy)KuBaHUE — 3TO TO, YTO TyMAIOT O HEM Ballll KIIMEHTHD. 51 roro-
CYIO 3a HETO 00euMU pyKamH.

Komnanuss CINEPOLIS Cinemas

Mexkcukanckas cetb kuHoTearpoB Cinepolis Cinemas — MUPOBOi JHep
B IIpeocTaBIeHNH kadecTBeHHOro cepBuca. B 2000 r. Service Quality Institute
Ha3BaJI 3Ty KOMIIAHUIO CBOMM KJIMEHTOM T0fla 3a €€ MPUBEPKEHHOCTh BBHICOKON
KyJbType OOCIy)KHBaHHs. DTO MATasi MO BEIUYMHE CETh KMHOTEATPOB B MHpE
n nepsass B JlatuHckoii Amepuke. OHpuke Pamupec Bustanon, Bnaxpenern
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u mpesuneHT kommaHuu Cinepolis, MOHMMaeT, YTO HET JIy4mIero crocoda
BBIJICIUTHCS HAa (POHE KOHKYPEHTOB, Y€M XOPOIIO 00CITYKHBATh CBOMX KIHEHTOB.

Komnanuu npunamiexur 243 xunorearpa ¢ 2300 3amamu B 91 ropoxe
B Mekcuke, I'Batemane, Kocra-Puke, Ilaname, T'onnypace, Ilepy, bpasunuu,
Nunnu n CanbBanope, emie 323 3a1a HaAXOJATCA B MPOIIECCE CTPOUTENHCTBA. B
2010 r. komrmanuy puHAIEKAT0 58,2 % peiaka. Cinepolis MHUPOKO HCIIOIB3YET
HOBEHIIIME TEXHOJIOTHH — 3ByKOBBIe cucteMbl Dolby Laboratories, DTS, THX u
JBL, ycwmurenu QSC, npoekropsr Christie u oMHI3KpaHbl. B koMnanuu padoTaeT
16 569 uenoBek, U KOIMYECTBO HOBBIX PabOYMX MECT OyIET yBEINYMBATHCA
npumepHo Ha 1300 B roa. C yyeToM TEKy4eCTH KaJIpOB €XKETOJHO KOMIIAHHUS
oOyudaer 6onee 2000 HOBBIX coTpynHukoB. K konmy 2011 r. ee KuHOTEaTphl
noceTsaT 130 mutH yenoBek 1o cpaBHeHuto ¢ 117 man B 2010 .

Jlna cpaBuenus: B 2001 r. kpynHeiiias aMepUKaHCKasi CETh KHHOTEAaTPOB
Regal Cinemas pa3nenwia neqansnyto cynb0y Loews Cineplex u Carmike, cras
O6aHkpoToM. DTO ObUIM KpynHeWiue cetu kuHotearpos B CLIA.

KauectBo oOciryxuBanus B Cinepolis HA MHOTO CBETOBBIX JIET OTIEpEkKACT
YPOBEHb OOCTY>KHUBaHHS y KpynHeWmmx npeacraButeneit orpaciau B CLIA, na
U ypOBEHb KMHOTEATPOB 3/1€Ch ropaszno Bbime. Bo Bcex kade u kaderepusx
paboTaroT opuIIaHTHI, KOTOPBIE BEIIMKOIECTTHO OTHOCATCS K KineHTaMm. Komnanus
o0y4aeT M yBakaeT CBOMX COTPYIHHMKOB, OHA HAJESET WX IOJTHOMOYHSIMHU,
HEOOXOIMMBIMU TSI TPEJOCTABICHUS KaYeCTBEHHOTO CEPBHUCA.

Ecan Bel mmere B JlarmHckoM AMepuKe NpuMep I IOApakKaHus,
CIIOCOOHBIN 3aTKHYTH 3a MOSIC aMepHUKaHCKHe KoMmanuu, Cinepolis — OTIHYHBIH
obpazen. Cinepolis Cinemas oco3HaeT, 4To Iy4IIUd crocod oOpaTHTh Ha
ce0si BHUMaHUE KJIIMEHTOB — MPEIOCTABIATh MPEBOCXONHBINA cepBuc. Kommanus
BKJIQ/IBIBACT JICHBIYM B CBOMX JIIOZICH, 00y4ast UX UCKYCCTBY OOCIYXHBAaHUS, U B
pe3yabTare NOKMHAET 3aBUIHBIE TIIOABI.

Komnanus Lands’ End

Komnanms Lands’ End u3 omxsmwuig (mrar BUCKOHCHH) — OTIMYHBINA
NpUMEP OPHEHTHPOBAHHOTO HA CEPBHC YCIEUIHOTO HMHTEPHET-Mara3suHa.
Cosznannas 42 roma Hazaa, cerogus pupma oocmyxubaer 100 miH kimenToB. OHa
JIOCTaBJISIET TOBaphl B 175 cTpaH, U ee Lelb — «CTaTb Mara3suHOM OJCKIIbI IS
Bcero mupa». B mae 2002 1. komnanuio Lands’ End mpuoGpern ruranT Sears 3a
1,9 mupa mon. DTo HEMEIEHHO Jalio OpeHAy AOCTYI B OAHY M3 KPyMHEHIINX
po3nnuHbIx cereil B CIIA (926 mara3suHoB).

3Bonwurte Bbl B Lands’ End no Tenedony, cBsi3pIBacTECh MO MOYTE WITH Yepe3
WuTepHer, Bam 3aka3 momajgaeT B HaAeKHbIE pykd. becrarHeie TeneoHHBIC
HOMEpa IO TpojxaxkaM M OOCTY)XKMBaHHWIO KJIMCHTOB KOMIaHWH paboTaror 24
yaca B CyTku 364 aHs B rogy — kpome PoxxnectBa. Kommanus oTBeuaeT Ha
K2XJI0€ MUChMO, TMOJNyYeHHOE IO 3JeKTpoHHOW moure. Lands’ End oOyuaer
cBoit mepconan: 70—-80 yacoB 0a30BOI MOATOTOBKH IUTIOC 24 4Yaca MOBBIIICHUS
KBasn(uKauuu exerofgHo. Ilokynku nocTtaBisiorcst B TedeHHE 48 yacoB mocie
3aka3a. Eciu BbI XOTHTE TMYHO POBEPUTH, Kak koMmrnanus Lands’ End 3ab6oturcs
0 CBOMX KJIMEHTaX, 3aiaure Ha caiT www.landsend.com uau MO3BOHMTE II0
Homepy 800-356-4444 B kaxkoe-HUOYIb HEOOBIYHOE BpPEMS, U BbI YCIBIIIUTE
3a00TJIMBBIA M BHUMATEIBHBIA YEIOBEYECKHI TOJOC. DTO ATAJOH, K KOTOPOMY
JOJDKHBI CTPEMHTBCS BCE KOMITAHUH.
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B 2009 r. Lands’ End Obpuia mpu3HaHa moOeAuWTeNeM II0 Ka4eCTBY
cepuca cpeau 100 Begymux KOMIAHMW MHTEPHET-TOPIOBIIM IO pPE3yJbTaTam
11-ro exeromnoro uccienoBanus Mystery Shopping Study, mpoommmoro E-
tailing Group. Bcero aeBsare komnanuid, BKkirodas Lands’ End, ymoBnerBopuin
JEBSATH KJIIOYEBBIM KPUTEPUSM HCCIEAOBAaHUS, TAaKUM KaK KOMIIETEHTHBIM U
CBOEBPEMEHHBIM OTBET Ha MOCTYHAIOIIME IO AJIEKTPOHHON IOYTE BOIPOCH B
TeyeHue 24 4acoB; MEHEE IIECTH KJIMKOB JUIsl OCYIIECTBIEHHUS MOKYINKH, U
MOATBEP)KICHUE 3aKa3a M yBEIOMJICHHE 00 OTIpaBKe 3aKa3a IO AJIEKTPOHHON
MoYTe.

Kamnanus «lapaHTuiiHblli NEpUOL» — OAHA M3 CaMbIX IOMYJSIPHBIX
KaMnaHuid 1o mponaBmwxkeHuto Openna Lands’ End. IloxkymarensiM momHOCTBIO U
B JIt000€ BpeMsl BO3BpAILAlOT JE€HBIU, €CJIM OHHU HEIOBOJbHBI MPUOOPETEHHBIM
ToBapoM. HeBaxxHO, 4YTO 3Ty onexay YK€ HOCWIM WM CTHpaiu. JleHbru
BO3BpAIAIOTCs 6€3 BO3pakeHHl 1 0€3 BOPOCOB.

MHorue cTpaxoBble KOMIIAHWM BKJIAJbIBAIOT CEPbE3HBIE JEHBIU B
yAy4llleHHe KadecTBa oOciyxuBaHusd. Ho mHOrma 3T MHBECTHLMM MPUHOCHT
MUHUMAaJbHYIO NMPUObLIb, €CIIM MPUHOCIT BOOOIE, TOTOMY YTO Kau€CTBEHHBIH
CEPBHUC CTAHOBUTCS KOHKYPEHTHBIM IIPEUMYIIIECTBOM JIMILb TOT/A, KOTJA BIMSIET
Ha [IPUHSTHUE PELICHUS O MOKYIIKE, U KIIMEHThI CIIOCOOHBI 3aMETUTh YITydIlIEHUE.
Hanpumep, cokpamieHue BpeMeHU Ha O(OpPMIIEHHE J0roBopa TIpYyNIOBOTO
CTpaxOBaHUSl OT HECYACTHBIX CIy4aeB M OOJIE3HEH MEHBIIE TOBIUSAET Ha
pelleHre KIUEeHTa O MOKYIKE, YEM COKpallleHHEe BPEMEHU Ha BblJauy CTPaxoBOI0
yeka. CokpallleHne BPEMEHHU KaJbKYJSLUU LIEH C OJHOIO JHS JI0 YEThIPEX
4acOB HE CPABHUTCS C MPEIOCTABICHUEM YCIyI OHJAiH, KOTOPHIMH MOXET
BOCII0JIb30BaThCsI MOTEHIMANIBHBIN KiIMEHT. OTCIo/1a CeyeT: y3HANTE, YETO XOTAT
BalllM KJIMEHTHI, T. €. KAK OHM TTOHUMAIOT Xopoiee oociyxuBanue. Kak 06 stom
y3HaTbh, Mbl PACCKa)XeM B I1aBe 4.

BonbumHCTBO %as100 Ha Ma0x0e 00CTyKMBaHUE BBI3BAHO PABHOMYILIHBIM,
XOJIOZHBIM U JIa’KE OCKOPOUTEIHHBIM OTHOIIEHHEM 00CITYKHBAIOIIETO TIEPCOHAA
K KJINEHTaM.

3aroMHUTE: OTHOUIEHHE, KOTOPOE MOBBILIAET YIOBOJILCTBUE OT Ipolecca
MOKYTIKH, JUIsl KJINEHTOB JIa)Ke BayKHEE, YEM HAJIeKHOCTh WM LIEHA.

Ho MBI mo-mpexxkHeMy YINOpHO MpHIEpKUBaeMCs 3a0MyXAECHUS, YTO
JIIOIM POXKJAIOTCS CO BCEMHM HaBbIKaMH, HEOOXOJUMBIMU JJISl MPEAOCTABICHUS
KaueCTBEHHOI'0 CEPBUCA, U C KEJIAHUEM IPUMEHSATh 3TH HAaBbIKU.

Bot kak 3ByuHMT pekiamMa KomMnanuu (cM. pucyHOK): «['apantusi Lands’
End npocTa, kak Kpemnkoe pykonokaTie. Mbl TOBOPUM BCETO J[Ba HAITOJHEHHBIX
cmbiciiom cinoBa: TAPAHTHUPOBAHO. TOUKA [Guaranteed. Period].

lNapanTun Ha Kax0M LIary, 1 Bce OHM pasHble. Kak npaBuio, yuem 0osblue
B HHX CIIOB, TeM Oojbine orpanndeHuil. l'apantus Lands’ End He craBur
HUKakux ycioBuil. OHa macut: «Ecny Bbl HEOBOJIBHBI JIFOOBIM KYTIJIEHHBIM Y
Hac TOBapOM, BEPHUTE €r0 HaM B JH0O0€ BpeMsi, U Mbl IOJHOCTbIO BEPHEM Bam
3aIIa4eHHbIE 32 HETO JIEHBIMY.

Mbl mognuchiBaemMcsi 31€Ch MOJ KakabiM ciioBoM. YUto yromno. Korma
yronHo. Beerna. Ho uto0bl cienars Halry rapaHTHIO €lie YeTue U MOHITHEE, Mbl
CBOJUM €€ BCETO K IBYM CKa3aHHBIM BBILIE CJIOBAM.

Kpenkas, kak pykonoxxaruey.
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At Lands’ End, even our guarantee

comes as close to a simple Wisconsin handshake
as it can in two no-nonsense words:

GUARANTEED. PERIOD.

protection is limited. The Lands' End guarantee has + Ehodgesle, WE B335
alwnys been an wncondilional one,

Bt reads: “If vou ane nol comgletedy satbfied withany
et you by from us, at any Gime during your use of it,
redurn it and we will refund your full parchase price,”

W mean every word of it. Whatever.
Whenewer. Always. But to make sire this is
perfectly clear, we simplify it even
fuurther, in the two words above.

Iirsdirng as a handshale.

FE

r I W e workd is full of guarantees, no twoalibe. Asarde,  § Rl i Nl
‘the more wonds they contain, the more their 1 Loty Einet Jx;x. [ :

[T

- )

[ P e st st

o ey e matiead ervee. )
e or ol il e J

HeBngnmas pasHunua

CepBHC TIOHMMAETCs pa3HBIMU JIIOIBMH COBEPIIEHHO IO-pazHoMy. Ha Hu3IIEM ypoBHe
00CITy’>)KHUBaHHE — 3TO TO, HA YTO KJIIMEHT HE UMEET MPaBa, HO YTO BBl MOXKETE JIaTh €My Kak Moja-
pok. Ha Gosiee BEICOKOM ypoBHE OOCITYy’)KHBaHHE IPEAIIONaraeT HEKOTOPOe BHUMAHKUE K B3aUMO-
JIEMCTBUIO C KIIMEHTaMH, HO TOJBKO B ClTydae BOZHUKHOBEHUs podiem («He unHu, moka He cio-
MaJsioch»). Ha BrIcIeM ypoBHE 11e7Tb 00CTYXKHBAaHUS — AaTh KIUEHTY OOJIbIIE, YeM OH OXKUIACT.

Bo mHOrmx kommaHusiX OOCITy)XHMBaHHE KIMEHTOB HIPAET POJb TOAICPKKH TPOAAK,
IIOCKOJIbKY TIO3BOJISIET TIPOJABIIaM OOJIbIIE BPEMEHH 3aHUMAThCS COOCTBEHHO TPOAAXKaMH.
Nmenno tak obcrout aeno B Ore Ida Foods u3 Boiice (mrar Aiinaxo), cautaer uk J»KOHCOH,
JTMPEKTOP CITY>KOBI 10 padoTe ¢ KineHTaMu. TakoBa Ii1aBHast (PyHKIUS CEPBHCA BO MHOTHX KOMIIa-
HUsIX. Pazymeercs, MOXKHO paccMaTrpuBarh 00CITy)KMBaHHE Kak IeMeHT nponax. Ho ato maneko
HE MTOJTHOE MPEACTABICHUE O HEM.

B xomnanusx, rae cepBUC — JOMOIHEHHE K MPOJakaM, Bce padOTarOT C LEIbI0 MOBBICUTH
POU3BOAUTEIBHOCTh TOPTOBBIX areHTOB. KTO-TO OTBewaeT Ha BOIPOCHI KIMEHTOB, YTOOBI MPO-
JIABIIBI HE TPATHIIN HA 3TO BpeMsl. KTo-To 3aHMMaeTCst TOCTaBKOM.

B xommanmsx, rae GyHKIMSA cepBHca — MOAACPKKA MPOAaXK, COTPYAHUKOB ydaT 3a/1aBaTh
cede cieIyroIIe BOIPOCHI:

e Kak 00paboTarb 3TOT 3aKa3 OpicTpee?

e Kak joctaBuTh ero onictpee?

e Kak yiay4luTh MO paboTy, YTOObI IOMOYb KIHEHTY?

o KaK MOBBICUTH Ka9€CTBO MPOAYKTA 32 CUET OOCITYKUBAHMUS?
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PykoBomuTensiM cpeaHero M HU3IIETO 3BEHA MPUXOAMUTCS PErYSIPHO Mepeodydarh CBOMX
COTPYZIHUKOB, YTOOBI T€ HE 3a0bIBAJIM KOHTPOJIMPOBATh ceds U 3ajaBaTh cede 3Tu Bormpockl. Ho
CTOUT MCHCIKECpaM 0CJIa0UTE JaBJICHUEC, U KauyeCTBCHHBIN CCPBUC MIT'HOBCHHO MCYEC3ACT.

Mmob6anbHble uMnNepaTuBLI

Kak mpaBuno, 3Tu onpezaeneHuss NpuHUMAIOT (GopMy oOanbHBIX UMIEpaTUBOB. [l cep-
BHCHBIX KOMITAHUN caMO€ y3KO€ OIpele]IeHHe Ka4eCTBEHHOTO CEPBUCA — «TOUHOCTh U OBICTPOTA
neiictBuily. Oneparop npaBUIbHO MPUHUMAET 3aKa3 U BBITIOJIHSIET ero TOYHO U ObicTpo. [Iponasen
B Mara3uHe COBEpIIIaeT MHOTO MPOJaX ¢ HEOOIBIINM KOJIMYECTBOM BO3BPATOB M kajo0. Ha apy-
TOM KOHIIE CIIEKTpa HaXOJSATCS TaKUE OIpeIelIeHHs] KaYeCTBEHHOTO CEpBHCa, KOTOphIe (POKycHpy-
IOTCSl HA KJIMEHTE, MPOIyKTe Wiu onepanuu. [IpuHIune o0ciyXkuBaHus BbIpaXkaloTcs B (hopme
NPUKa3a WM HEMPEJIOKHON MCTUHBI, HAPUMEP: «YIOBIETBOPSITE OKHUJaHUS KIMEHTOB» WIIU
«EIMHCTBEHHOE pa3Inyune MEK/y Mara3uHaMu — B UX OTHOLIEHUU K NoKymnareiasim». [locnennuit
«ro0aIbHBIA UMIIEPATUBY» OTPAXKAET YOSKICHHE, YTO KaueCTBEHHBIN CEPBUC CTAHOBUTCS KOHKY-
PEHTHBIM MIPEUMYIIIECTBOM, KOIZ1a KOHKYPUPYIOIINE KOMIIAHUH MPEAJIararoT MOX0XKHE MPOTYKThI
U YCIYTH OIHUM U T€M K€ KaTerOpHsM MOTPeOUTENeH.

Bonee npoasunyToe U riybokoe mpeacTaBieHre 00 00CTyKHBAaHUH KIMEHTOB MOXHO IPO-
WLTIOCTpUpOBaTh Ha mpumepe ¢unocoduu IBM, kotopyro chopmynuposan @.Jx. (bak) Pon-
xepc, ObIBIINI BUIle-Ipe3uieHT IBM mo mapketunry: «HeT Hukakoi BonmeOHOM (popMyIIbl HIn
CTPOTO OXPaHsIEMOI0 CeKpeTa, KoTopble moMoratoT IBM coxpanuts “BEpHOCTH” KJIMEHTA MOCIE
TOTO, Kak 000pyJ0BaHKE OIIau€HO U ycTaHoBiIeHO. [Ipocto mocne nponaxu IBM otHOCcuTCS K
CBOEMY KJIMEHTY C TEM K€ BHUMAHUEM U MHTEPECOM, C KAKUM IIbITAIaCh IPHUBIEYD €r0, KOIa OH
ObLJT MOTEHLUATBHBIM KIHEHTOM». HO HEKOTOpbIe KOHKYPEHThI HE MOTYT MOHSTh MPUYHHY YCTOM-
yuBoOro npouseTanus IBM, xoTs kommanust 0ObSICHSET CBOH ycIieX B 3HAUNTEIbHON CTETIEHH BBICO-
KO KyJIBTYpOH OOCITYy)KMBaHHUS.

PaccmoTrpeB Bce MHOXKECTBO ONPEAEICHUN U TOJKOBAaHUN «Kau€CTBEHHOT'O CEPBUCA», MBI
CHOBA MPUXOJIUM K MBICIIH, YTO 00CITY>KUBAaHUE — ITO TO, YTO AYMAIOT O HEM Ballli KIMEHTHI. Bamu
COTPYIHUKH O paboTe C KIMEHTaMU MPEAO0CTaBISIOT 00CITyKUBaHUE, U3 KOTOPOTO CKIIAbIBACTCS
BIIEYATJICHUE O KOMIIAHUH, & 3TO CO3/1a€T PEIyTalHI0... KOTOpas OKyHaeTcs 3a CUET MOBTOPHBIX
IpOoAax, pocTa NPOAaX, yIOBIETBOPEHUS KIIMEHTOB U PEKOMEHJAU .
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BbiCOKMe TexXHONorum, BbiCOKUe OTHOLLEHUSA

CeroaHsi, B 3110Xy BBICOKMX TEXHOJOTHM, KaYECTBEHHOE OOCIYKUBAaHUE CTAHOBUTCS BaXK-
HBIM, KaKk HHKOTZa. Yem Ooble Mbl CTAJIKUBAEMCS C BBICOKMMH TEXHOJIOTHSIMH, TeM OOJIbIIe
XOTHM BBICOKMX OTHOIIEHHUH, — yTBepxkAaeT KoHCyinbTaHT JlxoH HeiicOut. B namem ciydae
«BBICOKOE oTHOMmEeHue» (high touch) o3ravaer «maHOE 0OCTY)KHMBaHUEY. JpyrUMu CJIOBaMH, 9eM
MEHbIIIE Mbl O0IIaeMCsl C JIIObMU B IaHHOM OpraHMU3aliy, TEM BaKHEE Ka4eCTBO Ka)KJIOTO KOH-
TakTa. M yem yailie Mbl BBIHYX/IE€HbI B3aUMOJIEHCTBOBAaTh C MAlllMHAMU, TEM CHJIbBHEE YKaXJeM
YeJI0BEYECKOT0 O0IIeHHsI. MalIiHbI, KOTOPbIE HE TIO3BOJISIOT KIIMEHTY OOIIATHCS C AKHUBBIM, 3200T-
JIMBBIM, TOHUMAIOIIAM COTPYIHHUKOM, CIOCOOHBI ITOTYOUTH JIFOOBIE YCHITHS KOMITAaHHUH, HAIIPaBJICH-
HbIE Ha Y/IOBJIETBOPEHUE KJIMEHTOB U 3aBOEBAHUE UX JIOSUIBHOCTH.

«IIpoknsiTHe» COBpeMEHHOW PKOHOMHMKH — COCTaBJIEHHBbIE Ha KOMIIBIOTEPE JOrOBOPHI 00
apeHie aBTOMOOMIIEH, IPOBEPKa TOCTUHUYHOTO CYETa M0 KaOeIIbHOMY TEJICBHICHHIO, aBTOMAaTHYE-
CKas OIlIaTa CYETOB KPEIUTHBIMHU KapTOYKaMH U TeJIe(hOHHBIE CUCTEMBI, KOTOPbIE 3aCTABIISIOT 3BO-
HSIIETO JKJaTh, I0Ka MEXaHUYECKHUH r0JI0C 3aUUTHIBAET EMY CIIMCOK OMIUM, MPEeXkae YeM COelu-
HUT C HY’KHbIM a00oHeHTOM. bankomars! (270 toic. B 2001 1), 21eKTpOHHBIE OAHKOBCKHE NEPEBOIBI,
aBTOMAThI N0 MPOJIaXKe aBUAOUIIETOB — BCS 3T aBTOMATU3aLlUsl IPUBOJUT K OOpaTHBIM pe3ysbTa-
TaM C TOYKHU 3PEHHUS JIOSUIBHOCTU KJIMEHTOB (FTOTOBHOCTh YHTH K KOHKYPEHTaM), K paBHOIYILIHUIO
U J1aXKe OTUY>KJICHUIO.

Wnes 3acTaBUTh KIMEHTA IUIATUTH 32 JMYHOE OOCITY)KMBAaHHME CTOSIIUM 3a MPUIABKOM
YKUBBIM MPOJABLIOM Hadajla paclpocTpaHAThes Mo Bcell Amepuke B 1994 1., xorna ee BIepBbie
ucnionb3oBain First National Bank 3 YUnkaro. MHe KakeTcs, HEKOTOpPbIE OaHKH MOTYT MOJTYYHTh
npeumyniectBo nepen First National Bank, cienaB nmuHoe oOcCiTy)KUBaHHE >KUBBIMH COTPYIHH-
KaMu OeCIIaTHBIM.

FonocoBas no4yTta — 31O OTCyTCTBUE CepBUCa

T'onmocoBas moura — prKI/Iﬁ IIPpUMEP OTCYTCTBUS CCpPBUCA. Ecau xommnanus HCIIOJIB3YET I'0JIO-
COBYIO IOYTY AJIsA O6IJ_[CHI/I$I CO CBOMMHU KIIMCHTaMH, 3HAYUT, Y HEC CJIHUIIKOM MHOI'O KJIMCHTOB U
CJIMIIKOM MHOTO ITPpOAaX. S cuuraro 9Ty TEXHOJIOTHIO camoin I[OpOl"OCTOSIH_Ieﬁ nu HCOHpaBHaHHOﬁ
HOKyrIKOI‘/’I, KOTOPYIO TOJIBKO MOXXHO CACJIATh. Mano TOI'0, 4YTO 3a HEC MMPUXOAUTCA ITIOCTOAHHO IJIa-
TUTH. Mou ucciieqoBaHus IIOKa3bIBAIOT, YTO 6onee 90 % KIMEHTOB HCHABUJAT T'OJIOCOBYIO ITOYTY.
(DI/IpMBI, KOTOPBIC €€ UCIIOJIB3YIOT, IIOIIPOCTY 3aHUMAKOTCS CaMOY6HﬁCTBOM.

HO-BI/I,I[I/IMOMy, T'OJIOCOBAA Mo4YTa IPUBJIICKACT KOMIIAaHHH 0OMaHYMBOH HepCHeKTHBOﬁ COKO-
HOMUTDH 6J1aroz[ap51 TexHonoruu. Ho HO,Z[O6HO€ KpOXO60pCTBO IPpUBOAUT K IIOTCPC KIIMCHTOB U B
uTore O6XOI[I/ITC${ (1)I/IpMaM ropasago aopoxe. Ecnu Obl KoMOaHuu HU3yUnJIn BO3ACUCTBHE IOJI0CO-
BOH IOYTEI HA KAYECTBO CEpBHUCA, YUCIIO TAKUX CUCTCM B CIIOA PE3KO COKPATUIOCh 6n1. K coxxane-
HHUIO0, MHOT'MC KOMITAHWU BHYTPH U 34 IpEACIIaMU CIIA monanuchk Ha YAOUKY 9TOM ,I[OpOFOCTOfIH_Ieﬁ
TexHonoruu. Eme TpyAHEC OOBSICHUTE H606HKHOBCHHy}O MOIIYJIPHOCTD 9TOM TEXHOJIOTHH cpeau
KPYIIHBIX (1)I/IpM B pa3BUBAOIINXCA CTpaHax, IIC YPOBCHD 3apIljiaT JOCTATOYHO HU3KUH.

Ecau BBI IeHUTE CBOMX KIWEHTOB M XOTUTE obecneunTs cede HO6CI[y HaJa KOHKYPCHTaMH,
HUKOrJga HE YCTaHaBHHBaﬁTe OTy CUCTEMY. Ecau ona Yy BacC YK€ €CTb, BBI6epI/ITe Ccpeau CBOUX KOH-
KYPEHTOB CaMOTI'0 OIIACHOI'O U TOAApUTEC €MY BCC NMCIOIICCCA O60py,Z[OBaHI/Ie.

T'onmocoBas nmoura nuiaeT KIUEHTOB BO3MOKHOCTHU HCIIOCPCACTBCHHO O6I_HaTLC$I C JXUBBIMH
JIOAbMH. Y HHUX HET MHOIO BBI60pa, KpOME€ KaK OCTAaBHUTb COO6H.[CHI/IG. Ecau xe oHm 3TOro HE
ACJIar0T, CBA3b IIPCPBLIBACTCA.

IIo OIIBITY S 3HAK0, YTO B KOMIIAHUAX, UCIOJB3YIOIUX T'OJIOCOBYIO IMOYTY, IICPE3BAHUBAIOT
JAaJICKO HC BCCM KIIMCHTAM, KOTOPLIC ITPOCAT 00 9TOM, OCTaBJIAA COO6H_[CHI/I$I. YacTto ronoconas
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mo4urTa MCIOJb3YCTCA OJI1 OTCCUBAHUA HCHYKHBIX 3BOHKOB. TOFI[a pasyMHEC IMOAKIIOYHUTH CI)YHK-
U0 aBTOMAaTU4YCCKOI'O OIPCACICHUA HOMEpPA. 910 JACHICBIIC, YEM I'OJIOCOBAdA I1mo4dra.

LleHTpbI npnema 3BOHKOB B UHAUK

MHuorue amepukanckue GUPMBI B LEISIX CHIKEHUS 3aTpaT MEePEeBOAST CBOM LIEHTPHI IprUeMa
3BOHKOB B MHaut0. OHaKko, HECMOTPS Ha JCIIEBU3HY MECTHON pabodeil CUIIbI, C TOUKH 3peHUs
yAepxKaHUs KIUEHTOB U 3((EKTUBHOCTH 00paOOTKH 3BOHKOB rOpa3ao BHITOJHEE OCTABUTH UX B
CIIIA: Bo-miepBBIX, Ballll COTPYAHUKU OYyIyT TOBOPUTH HA AHTIMICKOM SI3bIKE, TTOHATHOM KJIHEH-
TaM; BO-BTOPBIX, aMEPUKAHIIbI HAMHOTO OBICTpEe MPUHUMAIOT PEIICHUS U UMEIOT OOJIBIIIE MOJIHO-
MOYHI U B UTOTE 00eCIIeYnBaIOT O0Jiee BHICOKOE Ka9YeCTBO 0OCTYKUBAHUS.

[Tocne nepemenienus: CBOMX LIEHTPOB NMpuema 3B0HKOB B MHuto kommanus Dell momyunna
MaccCy HETaTUBHBIX OT3bIBOB U 3aMETHOE CHIDKEHUE YPOBHS YIOBIETBOPEHHOCTH KIMEHTOB. [ToTe-
PSIB MUJUIAAP/IBI I0JIJIAPOB HAa PHIHOYHOM CTOMMOCTH M KypCe€ aKLUW, KOMIIaHUs Oblia BBIHYX-
JIeHa BEpHYTH IeHTPhI nmpuema 3B0HKOB B CIIIA, octaBuB B MHauu u Ha OununnuHax TOIBKO T
orepalu, KOTopble He TPeOyIOT HEMOCPEICTBEHHOTO KOHTAKTa ¢ KiineHTaMu. KauecTBo u cepBuc
ropaszio BakHee IICHBI.

Axuuu 6anka Commerce Bank (CBH) nponaBanuce ¢ 8 %-Hol mpemueiil Onarogapsi ero
aKILIEHTY Ha «IOTpscaroleM cepBuce». Ero neHTpsl nmpremMa 3BOHKOB YKOMITJIEKTOBAHbI YKHUBBIMU
oreparopaMu, KOTOpble CHUMAaOT TPYOKY BCEro mocje OJHOTO-ABYX TyAKOB 24 yaca B CYTKH 7
ITHEH B HEJEIIO.

lonocoBas mouTa mosBUIIACKH KaK CPEACTBO BHYTPEHHEW KOMMYHUKaIMU. Tak 1 UCHIONB3yiiTe
ee 7151 BHyTPEeHHEH KOMMYHHUKAIIUY, €CJIH Balll IEPCOHAJI TTOKAa HE OBJIAJIE] HAyKOW U UCKYCCTBOM
NPEIOCTABIATh KIIUEHTaM KadyeCTBEHHBIN CEPBHC.

CornacHo uccnenoBanusiM, 34 % KIHEHTOB, KOTOPhIE BEIIAIOT TPYOKy, OOJblile HE Mepe3Ba-
HUBAIOT. U moTepsiHHbBIE B pe3yibTaTe 3TOT0 JIOXOABI MOTYT OBITh CyIIeCTBEHHBIMU. [IpoCcTO KOM-
MaHUH, KOTOPbIE BBOISAT FOJIOCOBYIO MOUTY, HE TOACYUTAIIN ITH MOTEPH.

Yenopeueckoe 00IIEHNE B IPOIECCE MOKYNKH — BOT UTO, KaK MPABUIIO, OCTAETCS B IAMSTH, a
BOBCE HE IEKTPOHHBIE yCTpoiicTBa. OTHAKO BCE KOHTAKTHI C TAHHOW KOMIIaHHUEH BIUAIOT Ha Hallle
BOCIPUATHE U MHEHHE O HEH.

HeBaxxHo, Kak Janexo BIepe. MIarHyT TEXHOJIOTHH, — KJIMEHTHI Bceraa OyayT [EHUTh BEX-
JMBOE, 3a00TIMBOE 00CTyKUBAaHUE, MTPEAOCTABIAEMOE KUBBIMH JtoAbMH. OHU OyayT yasiOaThes,
KOTJIa BBl OOpalaeTech K HUM M0 MMEHH, MPEAOCTaBIseTe UM MH(OPMALIMIO WM OKa3bIBaeTe
MIOMOIIIb, KOTOPOI OHU He oxkuganu. Y onu OynyT paccka3blBaTh CBOUM 3HAKOMBIM O APYKEII00-
HOM, BHUMATEJIBHOM OOCTYXHUBaHUH U O COTPYIHUKAX, KOTOPBIE 3HAIOT, YTO JENIAI0T, U KOTOPBIM
HPABUTCSI 3TO J€NIaTh.

KonkypeHTHOe NpenMyliecTBO Bcerna OyeT Ha CTOpPOHE TeX KOMIAHWUM, TJe KIHMEHTOB
00CITyKHBAIOT >KUBbIE MPUBETIIUBHIC JIFOIH.

Menouu

MHorue Komrnanuy, padoratomnue B cepe o0CyKuBaHMs, TPEeHEOPETaroT AIeMEHTAPHBIMH
MpaBUJIaMU, «MEJIOYaMm», HAIPUMEP 00paIaThCs K MOCTOSIHHBIM KJIMEHTaM 110 UMEeHH. B Teuenue
YETHhIPEX JIET MO J[Ba Pa3a B HEJEIIO 5 3a€3’KaJl HA OJHY M Ty K€ aBTO3aPaBOYHYIO cTaHUuIO. [Ipo-
JIaBel] 3HaJl, KaK MEHsI 30BYT: KaXblil pa3 OH BUJEI MO€ UM Ha KpeAuTHOM KapTtouke. Ho oH H1
pa3y He o0paTuics Ko MHE 1o UMeHH. 1 BOOOIIie HUKTO HA 3TOH 3ampaBKe HU pa3y HEe KUBHYJ MHE
B 3HAK MPUBETCTBHUSL.
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bonsmuucTBO ABTO3allpaBOK HUYYTH HC JIy4IIC. HOBTOMy s Ha4daJ MOoCTyIaTh Tak, Kak, rmoao-
3peBaro, MOCTYMAlOT MHOTHUE, — 5 3a€3)Kal0 Ha MEPBYIO MOMABUIYIOCS 3aIPaBKy C MPHEMIIEMBIMH
IICHAMH 1 HE PaCCYUTHIBAIO Ha 0COOBII cepBUC.

Eme OJHa MNpHUYMHA, MOYECMY JIMYHOC O6CJ'IY)KI/IBaHI/I€ JKMUBBIM YCJIOBCKOM IPCBOCXOAUT
11000€ TEXHOJIOTHYECKOE Uy/I0, 3aKITF0YAETCS B TOM, YTO TIOKa HE M300pETEHBI BEUHBIC JIBUTATEIIH,
KOTOPBIC HUKOT/IA HE JIOMAIOTCS U HE OMIMOAIOTCS. A eClIi U H300PETEHBI, TO 00CITYKHBAIOT, BEPO-
SATHO, JIMIIIb HEMHOT'UX I/136paHHI)IX.

[epexon OT 310XH MAPOBBIX MAIIHMH K 3TI0XE HHPOPMALIMOHHBIX TEXHOJIOTHIA U CEpBHUCA Tpe-
6yeT KapaAWHAJIBbHO HOBBIX IMOAXOAO0B K YIIPABJICHHUIO KOMIIAHUSAMU, '-ITO6BI JIMYHOC O6CJ'Iy>KI/IBaHI/I€
HE CTaJIo )KePTBON «3KOHOMHUYHBIX TEXHOJIOTUI». 13 m1aB 3 u 4 Bbl y3HaeTe, KaKue HYKHbI yIIpaB-
JICHUCCKHEC U OpraHU3allMOHHBIC U3BMCHCHMA, '-ITO6BI Hp606pa3OBaTI) TPAAUIIUOHHYIO KOMIIAHUIO B
KOMITaHUIO, OPUCHTHPOBAHHYIO HA CEPBHC.

24



[. Woyn. «[lMepBoKnaccHbIV CEPBUC KaK KOHKYPEHTHOE NPENUMYLLIECTBOY

UTto paeT ynydweHue cepBuca

CepBuc o0nanaer 3QpPeKToM MyIbTUIUIMKATOPA: OH YMHOXAET PE3yJbTarhbl, TOCTUTHYTHIE
PEKIIaMOii, MApKETHHIOM U TpoJjaskaMi. B 0CHOBE 3TOr0 MyJIBTHILTMKaTHBHOTO 3(dekra — mo3u-
TUBHOE OTHOLIEHHE K KOMIIAHUH, KOTOPOE CO3/1aeTCsl Y KIMEHTOB Onarofapsi KaueCTBEHHOMY JINY-
HOMY OOCITy’)KHBaHHIO U MOTUBHUPYET UX PEKOMEH10BaTh KOMIIAHUIO JPYTUM JHOISM.

Ecnu pexnamy naet kommaHMsl, KIMEHThl KOTOPOH JOBOJIbHBI OOCIYy’)KMBaHUEM U MPOAYK-
TaMU, TO €€ KaCCOBbIE allllapaThl HAYMHAIOT HAUTPBIBAaTh Becenyto Menoauto. Ho ecnu corpynnuku
PEryJsipHO 3aCTaBIISIIOT KJIMEHTOB JK/JaTh, a IOTOM BeAyT ce0sl Tak, Oy/ATO OKa3bIBalOT UM MUJIOCTbD,
IIOMOTasi COBEPIINUTH IOKYIIKY, TO HEAENs TOPOrOCTOSIIEH TeJepeKaMbl B IPAMM-TaiiM MOUIET
KOTY IOJI XBOCT.

Korna xomnanus ycmemHo peanusyeT MpodecCHOHANbHYIO CTPAaTerrui0 cepBHCca, €€ IMpo-
Tk, IPUOBLUTHL ¥ PEHTA0ETBHOCTh PACTYT HE MPOCTO MPOMOPIIMOHAIBHO, 3 B TEOMETPUIECKOM
nporpeccuu, npuyeM 0e3 BCAKOM pekslaMbl U MAPKETUHIA. 3HAYUTEIBHO MOBBIIIAETCS YPOBEHb
YIAOBJIETBOPEHHOCTH U JIOSUIBHOCTU KIIMEHTOB. A KOJIMYECTBO kajl00, HAaPOTHUB, YMEHbILIAETCS.

KauecTtBeHHbI cepBHC — ATO Kak MEpBOKIACCHBIN GopBapa. Korga oH BBIXOOUT Ha moiie,
OCTaJIbHbIE UTPOKU HAUMHAIOT UTPATh Jy4Yllle U BBIMTPHIBAET BCSI KOMaH/1a.

Ecnu xoMnaHusi XOpouio OTHOCUTCSI K CBOMM KJIMEHTaM, BCETJa paja UM U IPSIMO JaeT
HOHATb, YTO LIEHUT UX MPENAHHOCTb, TO POCT NPUOBLIN 3akoHOMepeH. Ho ecnu koMmaHus OTHO-
CUTCS K OOCTYXMBAHHWIO TPEHEOPEKUTEIHLHO («MOXHO, €CIIH €CTh BPEMs»), OHa HEMPEMECHHO
CTOJIKHETCSI C TEM, YTO, KaK HU CTapaics, JIIOObIE Ipyrue CTpaTeruy, HalpuMep peKyiama, MpH-
HECYT CKPOMHBIE PE3YJIbTaThl, 1 OHA HUKOIJIA HE CMOXKET Pean30BaTh CBOM MOTEHIMAI U ONpPaB-
natb oxunanus. M3-3a MyJabTUILIMKATUBHOTO 3((eKTa KaueCTBEHHOIO CEPBHCA HEKOTOPBIE KOM-
HNaHUM HAYMHAIOT CEPbE3HO PACUIMPATH CBOM MAPKETHUHIOBBIE ITPOrPAMMBbI, KaK TOJIBKO BCTYIAET
B CHJIy HOBas IporpaMMa MOBBIIIEHUS KyJIbTYpbl 00CIIy>KMBaHUSA. DTO MYAPBIM 1IaT, MOCKOJIbKY
Kau€CTBEHHBIN CEpBUC 3HAUNUTEIBHO MOBBIIIAET PE3YNIbTAThl, KOTOPBIE AE€T MAPKETHUHT.

UroOsI erie pa3 Moaq4epKHyTh BAXKHOCTh KaU€CTBEHHOTO CEPBHCA, TIOBTOPIO: KAY€CTBEHHBIN
CEPBHC YIEPKUBAET KIMEHTOB, KOTOPBIE Y BAC YK€ €CTh, IPUBJIEKAET HOBBIX KJIIMEHTOB U CO3/1a€T
TaKyl0 peryTaluio, KOTOpas BbI3bIBAET y CYIIECTBYIOUINX U MOTEHIMAIBHBIX KIIMEHTOB JKEJIaHNE
COTPYZIHMYATh UMEHHO C Balllell KOMIaHUEH. JTa 11eIb TO0CTUTAETCs YIOBIETBOPEHUEM KIIMEHTOB,
KOTOpbIE HAYMHAIOT PEKOMEHI0BaTh Bally KOMIIAHUIO CBOMM JPY3bsSM, POJCTBEHHUKAM U 3HAKO-
MBIM ¥ CBOMMH OJIaroyKeNaTeIbHBIMI OT3hIBAMHU CO3AIOT U YKPEIUIAIOT Ballly MOJIOKHTEIBHYIO
penyTaluio Ha PbIHKE.

Jlxon Kemnm, Bnagenen komnanuu John E. Kelly & Sons u3 Bepxaero Mans6opo (mrat
Mbpunenn), 3HaeT 0 MYJbTUILIMKATUBHOM 3((eKTe KauyeCTBEHHOIO OOCIYKMBAaHUS HE IOHa-
cablke: «[Ipumepro 20 % HamMX KIMEHTOB IPUXOAAT IO PEKOMEHAALIUNY.

MHorue koMnaHuy (PaKTHUECKHA MOJTHOCTBIO CTPOSAT CBOM OM3HEC Ha PEKOMEHIAIMAX H
MOBTOPHBIX CHEIIKAX.

Emie oguz cepbe3Hblil JOBOA B [10JIb3y KaU€CTBEHHOT'O CEPBHCA — POCT IPOU3BOIUTENBHOCTH
Tpyna (moapobuee cM. may 7). Hampumep, xorna komnanus Bio-Lab u3 Jlekarypa (mrat J{xop-
JUKMSI) BHEIPUJIA CUCTEMY OOCIY)KMBAaHUS KIMEHTOB, IPOU3BOAUTEIBLHOCTD TPYAAa COTPYJHUKOB
Hayajia HEyKJIOHHO MOBbIAThcs. BoT uyTo roBoput OHH [InHKEepTOH, AMpPEKTOp CIyX)ObI 110 paboTre
C KJIMeHTaMu: «3a roj Mbl 00paboTaau Ha S MJTH JTOJIJI. 3aKa30B OOJIBIIE, YEM 3a MPEIbI YA TO/I,
IPU TOM K€ KOJIMYECTBE COTPYIHUKOBY.
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YcTHasa peknama

Ecnu Bel XOTUTE chenath CBOIO pEMyTalMIo JUAepa MO KayecTBY CEepBHCA KOHKYpPEHT-
HBIM TPEUMYIIECTBOM, HE 3a0bIBaliTe O BaXKHOCTH YCTHOM pekiiaMbl. [lpu npuHATHYN pelieHus o
MOKYTIKE YCTHas peKkiamMa OObIYHO IEHCTBYET Ha JIO/IeH Topasio cujibHee, 4eM OObIYHasl.

B xone uccnenopanus komnanus TARP ycranoBmiia, 4To KIMEHT, KOTOPOTO XOPOIIO 00CTy-
WU TIPH MOKYIIKE HEIOPOTOro TOBapa WM YCIYTH, PACCKA3bIBAET 00 STOM B CPEIHEM 5 JIOMSM.
Ho 00 oTtpuniatrensHOM OMbITE KIMEHT paccka3biBaeT B cpeaneM 9—10 mroasam. ITo OTINYHBIN apry-
MEHT B I0JIb3Y YCHJIHIA, HAPABICHHBIX HA YIOBJIETBOPEHUE KJIMEHTOB, €CIIM TAKOBbIE XOTh KOT/Ia-
TO MPEITPUHUMAIHCH.

BriBon: cnyxu 0 miioxoM 0OCITy:KMBaHUU HAHOCST KOMITaHUU (M 00beEMY ee Mpojax) O0ob-
M Bpe1, YeM MPUHOCST MOJIB3bI CIIyXU O XOPOIIeM 00CITy>KUBaHUU.

JInnepsl cepBrCca XOPOIIO MOHUMAIOT BCIO CHITY YCTHOM peksiaMbl. OOX05Ch KOMITaHUSIM pa3
B JIECATH JieleBie oObrdHOM pekiaMbl B CMIU, Ha nene oHa oKa3bIBaeTCs pas B JAECATH pa3 Oosee
a¢dekTuBHON. IMEHHO 3a c4eT yCTHON peKkiaMbl Amazon mocTpousa cBoi OM3HEC CTOMMOCTBIO
34 mupn goni., a Costco, caenaB CTaBKy Ha yCTHYIO pekiiamy, B 2010 1. mocTuriia o0bema mpoaax
76 MIIpA 1O,

YKanooObl KNMeHTOB

[103UTHBHBIM CIIEICTBHEM MOBBIIICHHUS KAY€CTBA CEPBUCA MOXKET CTATh YBEINYCHUE ITOTOKA
*ano0. KnueHTsl HaYMHAIOT OO0JIBIIIE KAJOBAThCs, U ATO XOpoIno. XKago0bl — 3TO BOZMOXKHOCTH
pemuTh MPOOIEMBI, O KOTOPBIX KOMITAaHUS MOTJIa ObI HUKOTZIA HE Y3HATh, €CIIU OBl HE CTPATErHs
cepBuca.

Ho cotpynnuku, Kak mpaBuiIo, He JIIOOSIT KaI00bl, IPOCTO MTOTOMY, YTO X HUKOT/IA HE YUHIIH
paborars ¢ HuMH. Tak, 80 % HamMCaHHBIX MHOIO IHCEM C KaJlo0aMH OCTAJIOCh 0e3 OTBETA, B TOM
YHUCJIE U TO, KOTOPOE 51 HAalKMCcall MPe3uACHTY rocTUHUYHOU ceTu Marriott Courtyard. B ToT nepBsiii
(v mocnemHMit) pa3, koraa s ocraHoBuiICs B oTene Courtyard, y MOETo TECTS CITyYHIICS CePIeUHBIN
npuctyn. Ho corpynHuku otesst He mepeiain 0CTaBICHHOE JIsl MeHsI CpouHoe cooOienue. bonee
TOTO, OHU He Pa30yIniIM MEHs Ha CIEIYIOIee YTPO, XOTS HAaKaHyHE BEUEPOM S IPOCHIT UX 00 ITOM.

Ha camom zene cucrema o0cy)kKMBaHUS KIIMEHTOB, KOTOPAst MOOIIPSIET M YIPOIIAET MOIaqy
Xaso0, yBeTnuuBaeT Baury npuobsuis. [louemy? Jla moToMy, 4TO KIMEHTHI, KOTOPBIE MOTYT ITOYKAJIO-
BaTbCsl CAMON KOMITAHUH, peXe OyIyT JKAIOBaThCS TIOCTOPOHHUM, PACIIPOCTPAHSS AYPHYIO CIIaBY
Y OTIIyTUBAsi IOTEHITUAIBHBIX KITUECHTOB.

[ToBeprTe, 3TO OUEHB MYIPBIH AT — 1aTh KIIMEHTaM BO3MOXKHOCThH CBOOO/IHO BBIPAXKaTh CBOE
muenue. (ITompoOuee o pabdote ¢ xanodamu cM. raBy 12.)

OcHOBHbIe NnpeumMyLLecTBa

MO)KHO COCTaBUTH MEPEUCHD MPEUMYIIECTB, KOTOPhIC PUHOCUT KOMITAHUN KaueCTBCHHBIH
cepBHUC (KaX10e U3 HUX OyJeT moApOoOHO PACCMOTPEHO Jajiee B 3TOW KHUTE).

1. JIossIbHOCTH KIIMEHTOB, YBEJIIMYCHUE JTOJH PHIHKA 1 00beMa MPOIaK.

2. Poct mpuOpLm.

3. Bonee vacteie mponaxwu. bonee kpymHbie mponaxu. boiee noporue 3akasel. [loBTOpHBIC
3aKas3bl.

4. YBenuueHue KIMEHTCKOM 0a3bl M KOIMYECTBA HOBBIX KIIMEHTOB.

5. CokpaiieHue O010KeTOB HA MAPKETHHT, pEKJIamy, MPOJIBUKEHHE.
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6. YMEHBIICHHE KOJIMYECTBA KaJ00 TaM, T/1e kKano0bl BeposiTHee Bcero. Pazpemenne 60b-
Iero KoJaudecTBa kanod. CoxpaHeHHE KIINEHTOB.

7. Xopoias penytanys KOMIIAHUH.

8. BO3MOXXHOCTB BBIJICIUTHCS HA ()OHE KOHKYPEHTOB.

9. IoBpIIeHUE TPYIOBOM JAUCIHUILTUHBI M MPOU3BOAUTEILHOCTH OJaroaapsi Mo3UTHBHOMY
HAaCTPOIO KJIMEHTOB.

10. Yny4iieHue OTHOIIEHUH B KOJUIEKTUBE: JIFOAU OXOTHO OOLIAIOTCS APYT € IPYTOM, IOTOMY
YTO Y HUX XOPOLIEEe HACTPOECHUE U OHU JIETA0T padoTy € YIOBOJBCTBUEM.

11. MeHbl11e HEAOBOJILCTBA, IPOTYJIOB U OMO3/1aHUH.

12. CHmkeHHne TeKy4eCTH KaJIpoB.
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JNToANbHOCTb KINIMEeHTOB

OpHMM M3 BaXHEHIIMX NMPEUMYILIECTB KaYECTBEHHOI'O CEPBUCA SIBJIETCS JIOSUIBHOCTh KIIU-
eHTOB. JIOSIbHOCTh KIIMEHTOB CTAHOBUTCS MPErpajion, KOTopas HE MO3BOJSET KOHKYPEHTaM pa3-
MBIBaTh Ballly KJIMEHTCKYIO 0azy.

«YT0 MOXKET OBITH BakHEE 00CTYKMBaHUS KIMEHTOB? — cripaiuBaeT bproc bommkep, penak-
TOp KypHana [ncentive. — Peikasi KOMITIaHUSI MOXKET HAJESIThCSl HA HEHCCSIKAaeMblii TIOTOK HOBBIX
KITMEeHTOB. PaHo WiIH 10o31HO, HO OOJBIIMHCTBY M3 HUX MPUAETCS CO3/1aBaTh KPYT IMTOCTOSTHHBIX KITH-
eHToB. UeMm sydiie oOcmyKuBaHUE, TEM LIUPE 3TOT KPYT...» JlosiabHBIE KIMEHTBI, KOTOPbIE MIPO-
JIOJDKAIOT MOKYTIaTh Y BaC CHOBA M CHOBA, CO3JJAI0T OCHOBY CTAOMUJILHOTO, OJITOCPOYHOTO yCIexXa.

«XopoI10 U3BECTHO, — TOBOPUT MapBa MaxkapTyp, TUPEKTOp CIYKObI 110 paboTe C KIMEH-
tamu Waddell and Reed Services n3 Kanzac-Curi, — 9To 1151 KOMIIAHAA HAMHOT'O BEITOLHEE 3aKIIIO-
4aTh IOBTOPHBIE KOHTPAKTHI C OTHUMU U TEMU K€ KIIMEHTaMH, YeM UJITH Ha PbIHOK M MCKaTh HOBBIX
KIIUEHTOBY.

JleiicTBUTENFHO, TOPa3/l0 pa3yMHee — M JCHIEBIIE — MOCTapaThCsl XOPOIIO OOCITYXUTh H
TaKUM 00pa3oM yaep>KaTh OOJIBIIMHCTBO KIMEHTOB, C KOTOPBIMHU BbI YK€ paboTalii, 4eM TPaTuTh
HeMaJlble CPeACTBA Ha MPUOOPETEHHE HOBBIX KIMEHTOB.

®pencuc Tputt n3 Kanzac-Cutu (murat Muccypn), KOHCYJIBTaHT 110 00CTYKUBaHHUIO KJINEH-
TOB, TOBOPHUT, YTO IMOCTENEHHO BCE 0OJIbIlIE€ KOMIIAHUHM, KOTOPbIE paHblile Opocalii BCE CBOM CHJIbI
Ha pa3pabOTKy HOBBIX IPOAYKTOB M MPHUBJIEUYECHHE HOBBIX KJIMEHTOB, HAYMHAIOT CO3HABaTh, UTO
CJIelyeT HalpaBUTh YCUJIUS HA yAepKaHUE YK€ UMEIOLINXCS KJIUEHTOB.

[MoyuutensHo, uto punocodus 6uzneca ot L.L. Bean, Inc., mocTaBmmka oex 1sl 1 TOBApOB
JUIS TYpH3Ma W OT/ABIXa, COIEPKHUT TaKylo (pasy: «...00paliaiTech CO CBOUMHU KIMEHTaMH I10-
YeJIOBEUYECKH, U OHU HEITPEMEHHO BEPHYTCS K BaM CHOBa».

Kak ximrou k yaepxaHHIO KIMEHTOB pacCMaTpUBAaeT CBOIO CTpareruto cepsuca Eastman
Kodak Corporation: «Yaep:xaHue KIMEHTOB )KHU3HEHHO Ba)KHO, €CJIM Bbl XOTUTE Ha TOJIOBY OIlepe-
KaTh CBOMX KOHKYPEHTOB U OCTaBAThCS NPUOBIIILHON KOMITAHUEHY.

Sn Kaprcon, ObiBIMiA pe3uaeHT aBuakoMnanuu Scandinavian Airlines System, Tak Hanu-
can B cBoeill kaure «MomeHTsI UCTHHBD [Moments of Truth]: «MbI HaCTPOWIKCH HA TO, YTOOBI
CTaTb OPUEHTHUPOBAHHOW Ha KJIMEHTOB KOMITAHWEH, KOTOPasl MOHMMAET, YTO €€ €IMHCTBEHHBIN
HACTOSINM aKTUB — I0BOJIbHBIE KIIMEHTBI, KQXK/IbIi U3 KOTOPBIX OKUJAET UHIUBUIYAIbHOIO TOA-
X0J1a, M, He CIIeNlaii MBI 3TOTO, He BBIOEpET HAC CBOMM aBHANEPEeBO3YMKOM». Hanbonee HarsiiHO
3HAYEHHE JIOSUIbHOCTU KIIMEHTOB MOXKHO I10Ka3aTh Ha IPUMeEpe MOCIEACTBUN UX HENOSIBHOCTH H,
cJIeIoBaTeNbHO, MOTEPh. Bo3bMeM ceThb cynepmapkeToB co 100 marazunamu. Eciu kaxapiii cynep-
MapKeT BOCCTaHOBHT MPOTHB ce0s1 XOTsl OBl OJJHOTO KIIMEHTA B JICHb, CKOJIBKO JICHET, KaK BBl CUH-
taete, Oyner TepsaTh ceth U3 100 marazuHoB exeroaHo? [1o omeHKam, MOTEpH OITHOM TaKkoW ceTH
COCTaBAT nopsiaka 94,4 MITH JOJUI.

CKONbKO CTOUT NoTeps KNueHTa?

«HMccnenoBanus MOKa3bIBAIOT, UTO OTENIU MOTYT TepATH 10 12 % romoBoro 10xoaa us-3a Toro,
YTO HEIOBOJbHBIC KIMEHTHI IPEANOYUTAIOT IPYTHE OTEIN», — TOBOpUT YuubsiM lllvxaH, ObiBIIniA
npe3uaeHtT u CEO Omni Hotels.

CMoTpuTe Ha KaXKIO0T0 KIIMEHTa KaK Ha MOTEHINAIbHOTO MOKMU3HEHHOTO MOKYTIATeNsI, KaK Ha
BaIll MAPKETUHTOBLII akTUB. J[OBONbHBIE KITUEHTHI HAMIPABIISIOT K BaM HOBBIX KJIMEHTOB, I0ATOMY,
Tepsisi KJIMEHTa, BBl MOJPhIBaeTe CBOM phIHOK. Ho uem foblie BBl yAep)KUBAeTe KIMEHTA, TEM
BBIIIIE IIEHHOCTh ATOT0 MAapKETHHTOBOTO aKTHBA.
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Oco0oe BHUMaHHE y/IeIUTE HEMaTepualbHbIM YEpTaM Balllero NpoayKTa Ui yciayru. B non-
TOCPOYHOM MEPCIEKTUBE OTHOLLIEHUS, KOTOPhIE OCHOBaHbI HA BIEYATIIEHUAX, (POPMUPOBABIIUXCS
B TEUEHUE JIUTEILHOTO BPEMEHH, BaKHEE MATEPUATIbHBIX XapaKTEPUCTHUK.

Ho cepBuc — 310 ropasno 6oinbliie, 4eM yaplOKu. B nieane 3To OTHOLIEHUS U BCE, YTO C HUMU
CBSI3aHO.

OpHako JOSANIBHOCTh HEMpPOYHA M HeAoNroBedHa. KIIMEHThI MOCTOSHHO IO/ICO3HATENBHO
3a/1at0T cede BOMPOC: «A YTO Bbl CACNAIH /111 MEHSI B IIOCIIEIHEE BPEMSI?»

[Ipexoasmas npupoaa JOSIBHOCTH KIMEHTOB — BECKasl MPUYKMHA, YTOOBI MPEBPATUTH CEP-
BUC B YCTOMUYMBYIO KOPIIOPATUBHYIO cTpareruio. OHa OJDKHA MOAKPEIUISTHECS PETYISIPHBIM 00Y-
YEHHEM COTPYIHUKOB U BBICOKOM MPUBEPKEHHOCTHIO PYKOBOACTBA, IEMOHCTPUPYEMOI Ha clloBax
U Ha JIeie.

AMepHKaHCKas acColMalls MEHEKMEHTa yCTaHOBUJIA, YTO YCIEIIHbIE KOMIAHUM BKJIA IbI-
BAaIOT B CBOW NEpCOHAJ, BKIIIOUAst €ro o0ydeHue, npuMepHo Ha 20 % npoieHToB O0JIblIe CPENCTB,
YeM HeyCIIeUTHbIE KOMITAaHWH. DTH JJaHHBIE BEPHBI JIJIs1 KOMITAHHIA JIIOOBIX Pa3MepoB, pabOTarOIINX
BO BCEX OTpaCsX.

JlosinbHOCTD 3aMIyIIAET «IIECHU CUPEH» — KOHKYPEHTOB, COOJIa3HSIOIIMX BAalIUX KIMEHTOB
HOBBIMU TOBapamH U yciiyramMu. YToObl yBECTH MOCTOSIHHOTO KJIMEHTA, KOHKYPEHTaM MpUIETCs
HOTPYAUTHCS OOJbIIE, YEM €CIIH YEJIOBEK MOTEPSUT JOAIbHOCTh K KOMIIAHUU U3-3a €€ HEHA/IeKHO-
CTH U BpaXk/1€0HOCTU COTPY/IHUKOB.

PacckaseiBaet Ilerru Xeiinu, ObIBIINI BUIIE-TIPE3UACHT 1O padOTE ¢ KIMEHTAMH KOMITAHUH
American Express: «brnarogaps Hamiel cTpaTeruu CepBHUCca U JOBOJIbHBIC KIIMEHTHI, M T€, KTO CTaJl-
KHUBAeTCs ¢ MpobaeMaMu, KOTOPbIE Mbl MOXKEM OBICTPO PEIINTh, CTAHOBATCS HAMHOTO JIOAJIbHEE K
KOMITAaHUUY.

Oty TouKy 3peHus pasaenser Pomxep Hannu, ObIBIINI JTUPEKTOP IO OTHOILIEHUSIM C KJIMEH-
tamu 1 naptaepamu komnanuu Coca-Cola. On roBoput: «C TOYKH 3pEHMSI JOATIBHOCTU OpeHIy
B MHTEpECcaxX KOMIIAHUU BIUATH HE TOJIBKO Ha Ty IPYMIy KJIMEHTOB, KOTOPbIE HAMEPEBAIOTCS CME-
HUTH OpEH/I, HO ¥ Ha BCEX, KTO BPSI JIU OBl OOpaTHIICS K HAM.

XopOLuee OGCHy)KVIBaHVIe BOCCTaHaBIInBaeT JIOAJNIbHOCTb

Xopotiee 00CTyKHBaHUE HE TOJIBKO MOAJIEPKUBACT JOSUIbHOCTh. OHO €€ BOCCTaHaBIIMBAET.
UccnenoBarensckas rpynna TARP npuBoauT 1oKyMeHTanbHO MOATBEPKICHHBIE 10KA3aTeIbCTBA
TOTO, YTO XOpollee 00CTyKMBaHUE U MPOTrpaMMbl MPOCBEUICHHSI MOTpeOuTeNnei CrocoOHbI BOC-
CTaHOBHTb JIOSUIBHOCTH OpEeHTY, JOBEPHE U TOTOBHOCTH K TOBTOPHOM MOKYTIKE Y KJIMEHTOB, CTOK-
HYBIIUXCS ¢ KAKUMU-THOO0 mpoOieMaMu.

I'pynna 6onpHMI U3 mTaTa Muuuran yoenunach B 5TOM Ha COOCTBEHHOM OTIBITE, KOTJa Ha
Hee oOpyIInICs Ball Cy[IeOHBIX UCKOB B CBA3M ¢ BpaueOHbIMU omrOkamu. [loaTomy Obliia co3nana
ropsiuas JUHHSI, KyJja MOTJIM MIO3BOHUTH JIFOAH, COOMpPAIOIINECs MOIaTh HCK.

bnaronapst ropsiueit TMHUM MEeIUKA OOHAPYXKHIIM, YTO IMIABHOM MPUYMHOM, 3aCTaBISBILEH
OBIBIINX MAI[MEHTOB UATHU B CY/, OBLIO IJI0X0€ OTHOIICHHUE U MOBEACHUE MEIPAOOTHUKOB, a BOBCE
HE HU3KOE KauyeCTBO METUIIMHCKON moMoInu. Korna Oblia BISBIIEHA M YCTpaHEHa UCTUHHAS TIPU-
YMHA HEJIOBOJILCTBA MAlMEHTOB — HEHAAJEeXalee oOpalieHne ¢ HUMU MeepcoHana, — MHOTHE
JIIOIM OTKA3aJIUCh OT HAMEPEHUS IOJaTh UCKHU.

Xopoliee o6cnyxXuBaHme U Yuctasi NpubbLINb

BakHa 5111 10s1bHOCTD KJIMEHTOB 15 Banlei npuoObuin? MecTHbIN cyniepMapKeT pacCUnThI-
BaeT MOJYYUTh OT KaXKAOro mokymarens oT 4,4 Thic. 40 22 ThIC. IOJUI. 3a IATh JET — CTOJBKO,
COIIaCHO MApKETUHTOBOMY MCCIIEJOBAHUIO, JIFOAM )KUBYT B OTHOM paitoHe. [IponsBoaurenu 6b1To-
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BO TEXHUKH CYHUTAIOT, YTO JIOSIIBHOCTH OpEH/Ty IPUHOCHUT Oostee 2 THIC. TOJUL. TPUOBLIN B TEUYCHHUE
20 net. B 6aHKoBCKOM Jienie NpuObLIb OT OHOTO KJIIMEHTA COCTaBiseT B cpeHeM 80 10I1. B roa u
6onbmie. Bee atu udpsr pacTyT mo Mmepe HHOIAINN.

NccnenoBanwus B aBTOMOOMIFHON MMPOMBIIIIIICHHOCTH MTOKA3aJIH, YTO BRIPYYKA JUIICPOB, ITPO-
JAIOIIMX HOBBIE aBTOMOOMIIH, OT JIOSUIBHOTO OpEeH/Iy KJIMEHTa cocTaBiseT He MmeHee 140 Thic. 1o.
3a BEChb MCPHUOJ COTPYAHHNYICCTBA C HUM. Tenepb IIOHATHO, HACKOJIBKO HCJICTIBIM BBIITISAAUT CIIOP
MEHEJDKEpa OT/Iea TEXHHYECKOTO 00CITy)KUBaHUS C KIIMEHTOM O TOM, KTO JIOJDKEH 3arjIaTUTh 3a
JeTaIb CTOUMOCTBIO 40 10JUT. DTO HEJeNo, IOTOMY YTO PUOBLIL, KOTOPYIO TUJIEp MOXKET 3apabo-
TaTh HA JICTAJIU C TAKOH [IEHOH, HECOMOCTaBUMa C TIOTEPSIMH U3-3a yX0/1a Pa3IpaKeHHOTO KINEHTA.
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maBa 2
CepBuC MUPOBOro Krnacca:
npumMepsl ANA nogpaxaHus

Komnanus General Electric

EnuHCTBEHHAs rapaHTHsI 3aHATOCTH — JOBOJIBHBIC KIIMEHTHI.
Iicegpdh Ummenom, CEO General Electric

General Electric —iy4iiasi B MUpe KOMITAHUS C TOYKU 3PEHHS] MEHEJ[KMEHTA,
a Jlxek Yamu 6pu1 ipusHan cambiM dhdextuBabiM CEO B Mupe. Korna 1 anpens
1981 . Yamu BcTtynui B 0MKHOCTH, akimu GE kotupoBanuch no 1,40 mom.
Korma on yxomwmi B orctaBky 6 ceHtssops 2001 1., kotupoBku Beipociu 10 40,50
noiu. 3a akiuo. Eciu 661 BB 30 nexadps 1983 1. Binoxunu B GE 10 000 mos., k 22
mapta 2001 r. onu ipeBparwmiiuch 061 B 241 165 nomr. Korma Yama Obut Ha3HaueH, B
KOMIaHuU paboTano 425 ThIC. 4€TOBEK U 00BEM MPOJIaXK COCTABIISIT 25 MIIPI JOILIT.
Korna on yxoaun B OTCTaBKy, B KOMIIaHUU OCTanoch 0kojo 300 ThIC. yenoBek, a
o0BeM mpogaxk coctaBmil 135 Miap g0,

B cBoeit kuure «Jhxek. Camas cyts» [Jack: Straight from the Gut]
(Tpansutkuura, 2004) Y14 numet, 94To «KOMIAHUS HE MOXKET rapaHTHPOBATh
CBOMM COTPYAHHMKAM 3aHSITOCTh. JTO MOJ] CHITY TOJIBKO TOBOJBHBIM KITUEHTaM.

VYomy xorten, uroObl Bxomsmme B GE kxomnanum Obutn suaepamu
(unu, mo KpalHell Mepe, BTOpPbIMH) HAa CBOMX pBIHKax. Te e, KTO He
OTBEYaJ ATOMY TpeOOBaHHIO, Naxke Oymydd pPEHTAOEIbHBIMHU, IOJIKHBI OBITh
PECTPYKTYpUPOBaHbI, MPOJAHbl WM 3aKPHITHL. 3a MEpBbIE YETHIPE ro/la CBOETO
npedbiBanms B nospkHoctd CEO Yamu nponan 125 komnanuii. Beero 3a nepsbie
necath aet ero npasieHus GE npuoOpena komnanuu ¢ o6mmm mraroM 150 Thic.
YelloBeK, Mpojajia KOMIaHUHU ¢ oOuMM mraroM 135 ThIC. 4enoBeK, COKpaTuia
120 TBIC. pabourx MecT, BICBOOOMIA 155 THIC. YeIOBEK.

B 2000 1. Yamu 3akpbur Montgomery Ward, onny u3 kpynaeimux B CILA,
HO HAMXYAUIYIO C TOUYKH 3PEHHSI CepBHCA PO3HUYHYIO ceTh U3 250 Mara3uHoB cO
mratoM 37 Teic. yenoBek. GE exxerogHo nmpuobdperaer mopsiaka 100 komnaHui.

Yoy JUKBUAMPOBANI MacCy pYKOBOISIIMX JOJDKHOCTEH B Ipolecce
TaK Ha3bIBAEMOIO «COKpAILEHHUS YpOBHEW». 3a JECATHb JIET UepapXus MeExXIy
MpeJiceaTeIeM COBETa JUPEKTOPOB U PSAOBBIM COTPYIHHUKOM COKpaTuiach C
JIEBSITH YPOBHEH J0 YETHIPEX — IIECTH.

PykoBonctBo General Electric ctpeMuTcsi K COBEpIIEHCTBY, HEHABUAUT
OIOPOKPATHIO U OTKPBITO JJIsE HOBBIX MJIEH, OTKyAa Obl T€ HU UCXOIUIH.

[IepBoe npenarcTBre, KOTOPOE HYKHO MPEOJO0JIETh HA MYyTH K «KOMITAHUU
0e3 rpaHuI, — 3TO MOAXO «IPUAYMAHO HE HAMI». ¥Yarmd nuiet: «OTcyTcTBHE
IpaHUI] 03HAYaAET, YTO BbI UILETE JYyYIIHe HJIEU MOBCIOLY, 10 BceMy Mupy. Bol
MOHMMAaeTe, 4To J1I00asg BCTpedya MOXKET AaTh BaM HOBYIO ujueto. Jlydmine uaeu
POXKAAIOTCSI €KEIHEBHO, U 3a/1aua Kaxaoro corpyanuka GE — uckare ux».

B coBmectHOM nHTEpBBIO ¢ Xepoom Kemnexepom, ObiBimumM CEO Southwest
Airlines, Yamu ckazan: «Ecim xommaHus 3aipixaeTcs, pa30eiTe ee Ha 4acTH,
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BCTPSXHHUTE, pa3pymsre. KoHTponupyiite cuctemy, HOTOMY 4YTO JJr00ast cuctema
CTPEMHTCS CTaTh OIOPOKPATHYECKON MAITHHOM.

«Bce Hamie BpeMs Mbl TpatuM Ha jrofed. CTOUT HaM JOMyCTUTh B 3TOM
Jiesie IpoMax, U KOMITAaHUH KOHEIl, — TOBOPUT ¥Yamu. — 130 nus B nens GE nomkna
MIPEBOCXOAUTH camy ceds B MbICISIX U AercTBusix». Cam Yamu 15-20 % cBoero
BpEMEHH MOCBsIILAJ BCTpeyaM ¢ KiaueHTaMmu 1 0osee 50 % — KapoBbIM BOIIpOCaM.

OuyeHb TOYHO MO3MIMS Y34a pacKpbiTa B MHTEPBBIO XypHay Fortune
B 1995 . OH ckazan: «Jleno B TOM, YTO HET Ipenena coBepiueHcTBY. Harma
MIPOM3BOAUTEIBLHOCTh TOKAa HAaXOAWUTCA B 3aU4aTOYHOM COCTOSIHMM. M3nepikku
CJIMIIKOM BeJMKH. HaM CTOJIbKO MpencTouT caenarb — 3TO MPOCTO HEBEPOSATHO.
Ho MHOrue nmouemy-To CUMTalOT, 4YTO BCEMY €CTh MpeAea». B HHTEpBbIO TOMY *Ke
xKypHaiy B 2006 1., oTBeuasi Ha BOIMpOC 00 OJHOM M3 CBOUX NMPHUHIIUIIOB «OBITh
TOUIMMH B M30aBIIATHCS OT U3IEPIKEK», YOI 3asBUIL: « S MHOTO c/1eial uis TOTo,
YTOOBI BEIPOBHSATH U YIPOCTUTH opranu3anuio. Ceroans s coOuparoch BBIPOBHSTh
ee eme Oombiie. Hekoropble HalllM KOMIIAHUM BCE €II€ CTPAAAI0T OT Yepecuyp
XKECTKOM nepapxuu. bynro onu ciaenansl U3 “BUGICEMCKON CTAN .

Vonu mocrenenno cnaenan u3 General Electric To, 4To OH Ha3bIBal
«pabpukoii mromel», KoTopas MPOU3BOAWT YCIIEX, INEAPO BO3HATPaXIas
TaJaHTIUBBIX MEHEIKEPOB U O€3KaJOCTHO OTOPAKOBBIBAs IOCPEICTBEHHBIX.
Kaxxaplii ron oH TpeboBai ot pykoBoauTenei noapasnenennii GE onenuBars Bcex
CBOMX TOI-MeHeKepoB. OH 3acTaBIsUl pyKOBOAUTENEH KOMIIAHUHN I€UTh CBOMX
COTPYIHUKOB Ha Tpu Kareropuu: jydimue 20 %, cpennue 70 % u xymmme 10 %.
Hanpumep, ecnu ynpasineHueckast KoMaHJa coctosiia u3 20 yenoBek, Y214 XoTesl
3HATh YeThIpex Jy4Inx MeHemkepos (20 %) u aByx xyamux (10 %) — ux umena,
JOJDKHOCTH, 3apIiiaThl. XyIIIMX, KaK IPaBUII0, YBOJIbHSIIH.

Takas xmaccupuKanys NO3BOJISAET BBIACITUTh COTPYIHHUKOB Kiacca A, B u
C. CoTpynHuku Kiacca A — 3TO JIIOH, TIOJIHBIE )KU3HU M CTPACTH, 3aCTaBJISIONINE
MHUp BEPTEThCS, OTKPBHITHIE HOBBIM HICSIM W ycTpemiieHHble B Oymymee. OHu
CIIOCOOHBI 3apakaTh CBOEH 3HEpruel M ONTUMHU3MOM BCeX OKpyxaromux. OHU
YMEIOT CJIeaTh padoTy OMHOBPEMEHHO 3(PPEKTUBHONM U MHTEPECHOM.

NmennHo sTa 00Xbsl HICKpa OTIMYAET COTPYIHHUKOB Kiacca A u kiacca B.
Knacce B —3T0 ceparie kommanuw, 3aior ee ycnemHoi padotel. GE ynenser MHOTO
CHJI Pa3BUTHIO COTPYIHUKOB ATOTO KJIacca. Y4 X0UeT, YTOObI OHU MOCTOSTHHO
pabortanu Hax co0oif, uToOBl mepeiiTi B kimacc A. M 3amaya pykoBomuTenss —
IIOMOYb UM B 3TOM.

Corpynauku kmacca C — 3TO JIOIU, HECMOCOOHBIE BBHIMOIHATH CBOIO
paboty. OHu, ckopee, paccinadiisioT, HeXeJIU BAOXHOBIAIOT. OHU TOPMO3ST, a HE
yckopsitoT. Ha Hux HeT cmbicia TpatuTh Bpems. Tem He menee GE mpumaraer
yCHIIHS, YTOOBI HANTH UM JIpyTyIo padboTy. PykoBonuTtenu, HeCmocoOHbIE OLICHUTD
CBOMX MEHEKEPOB, BCKOpPE caMH MomnajatoT B kareroputo C.

CotpynHuku kiacca B 1omKHBI TOTydaTh COMUAHbBIE €KETOHbIE TPUOABKU
K 3apIuiaTte B 3HaK NIPU3HAHUS UX BKJIazaa B oouiee aeno. OJHAKO y COTPYIHUKOB
Kj1acca A npuOaBKu JAOIKHBI OBITH B JBa-TpH pasa Bbiiie. CoTpyaHuku kiacca C
HUYEro HE JOJDKHBI nosydark. Kiacc A momyyaeT onuMoHbl Ha MOKYIKY aKIUH.
[Tpumepno 60—70 % kitacca B Takke rmosy4aroT ONMIMOHBI, HO 3TO HE BCETa OIHU
U T€ K€ JIIOMHU.

[ToTepsiTh coTpynnuka kiaacca A — rpex. Jlrobure sTux mtoaei, XoabTe ux u
nenewre, ynepxxupaite ux BceMu cuiiamu! GE Bcerna BbISICHSIET IPUUMHBI yX0Ja
Ka)KJI0r0 COTpyIHHUKA Kiacca A, U PYKOBOJCTBO HECET OTBETCTBEHHOCTbH 3a ITH
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norepu. Takoit nmoaxon paboraer: GE B ron tepsier meHee 1 % coTpyIHUKOB
Kiacca A.

Ho tpyanee Bcero c¢ xymmumu 10 %. B mepBwiif rom cBoeit paboOThI
B KOMIIAHMHM HOBBIE MEHEKEPhl C TOTOBHOCTBIO HA3bIBAIOT Cia0eHIInX
corpynHukoB. Ha BTopoii ron oHuM AenaroT 310 MeHee oxoTHO. Ha Tperuii roa
HAUMHAETCS COIIPOTUBIICHHUE.

Ecnu pyxoBonuTens moapasfesieHus IojaBajl CIUCKM Ha MPEMUIO, HE
HazbiBass xyawmue 10 %, Yanu ormpaBmsii uX 0oOpaTHO, MOKAa HE MOJIyyall
TpeOyeMyto auddepeHumanuio. 3acTaBisTh MEHEKEPOB M3 Troja B TOJ
n30aBIATHCS OT XY[AUIMX COTPYAHHUKOB CTalO JYYIIMM TPOTHUBOSIAUEM OT
OIOpPOKpATHUH.

Bor uyto B wmrone 2006 r. ckazan Yan1u O BBEAGHHOM KM CHCTEME
Kiaccu(uKauy coTpynHuKoB: «Pa3ymeercs, Bce 310 criopHo. M30aBiaTecst oT
cnabeiimmx. Ho 3naere, ceroqus Beuepom Red Sox BcTpeuaercs ¢ Mets. [lymaere,
OHM BBICTaBAT HA TOJIE BTOPOPA3PSAHBIX UTPOKOB? Jla oHM cobepyT nydiue
KOMaHIpI! A B OM3HECE TaKOW MOIXO OYEMY-TO CYUTACTCS KECTOKUM. JKeCTOKO
HE TOBOPUTH JIOASIM NPaBAy O TOM, I/I€ OHM HAaXOAATCSA HA CaMOM JIEJIe.

Kro-to couter, yto perymasipHo yBoibHATH 10 % CBOMX COTPYIHHKOB
0e3xaocTHO U kecToko. Kak pa3 HaoOopoT. besxanocTHo ynep:kuBarh y ceds
JIIO7Iel, KOTOpBIE HE JKENat0T pacTH U JOOMBAThCs ycrexa.

Jxebdpu HWmmenst, renepanbbiii mupekrop GE, mpunpepkuBaercs
AHAJIOTMYHON mo3ulnu: «Pa3BUTHE W MOTHBALMS JIOAEH — Ba)KHEWIAs 4acThb
Moeil paboTsl. ExxerogHo Mbl BKitaaeiBaeM | miipa 1osul. B 00yyeHHUe MepcoHarna.
B sTOM rony s mpoBen Bech ampesb, yY4acTBYS B Halllell NMPOrpaMMe pa3BUTHS
TanaHToB. bomblnyro yacTe BpeMeHH s MOCBATWI oOmeHuo ¢ 600 Bemymmx
pykoBonutene kommnanud. MMEHHO Tak co3fmaercss KyiapTypa. S cumTaro
BOCIIMTAaHUE KOPIOPATUBHBIX JUIEPOB CBOEH MpsiMoi 00si3aHHOCTRIO. Ha nroneit
sl Tpady NPUMEPHO TPETh CBOEro pabodero BpeMeHH. Mbl HaHUMaeM, o0yuaeM,
pa3BUBAEM, COBEPIIEHCTBYEM JIFO/IEH — MBI IOCTOSIHHO JTyMA€M O JIFOZISIX).

B 2010 1. Beipyuka GE coctaBwmia 150 mapn most., a mpuosuts — 11,6 muipa
noiu1. B ee otaenenusix mo Bcemy mMupy padotaet 287 ThIC. YETIOBEK.

General Electric cuuraercst onHoi u3 Hanbosee 3 (HEeKTUBHO yIpaBIsieMbIX
KoMmnaHu# B mupe. Bor HemHoroe u3 toro, uro aenaetr GE «Benukoiny.

Kak B xopomne, Tak M B IUIOXME TOAbl OHa HEU3MEHHO J100MBaeTCA
Pe3yabTaTOB, O KOTOPBIX APYTHE MOTYT TOJBKO MEUTATh.

Ona criocoOHa CMEJI0 MEHSITh HalpaBJICHHUE.

Omna pa3BHBaeT CBOUX JIIOJIEH, OLICHUBAET UX U IEUCTBYET B COOTBETCTBUU C
pe3yabratamu. Tak co3maercs yHUKallbHasA, BEICOKOA(D(EeKTUBHASI OpraHu3aLusl.

Ona akTMBHa MW HaCTymarellbHA, MBICIUT MacmTabHO W He OowWTcs
PHUCKOBATh.

Ee pykoBOJICTBO MOCBAILIAET MHOTO BPEMEHU pabOoTe C EPCOHATIOM.

Ha nmro6om mecte y Hee pabotarot nyumue Jirogu. Hu y koro HeT mydmmx
mozaeit, uem y GE.
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Mnoxoe ob6cnyXuBaHMe CBOAUT peKnamy Ha HeT

Puuapn M3pasnb, KOHCYIBTaHT IO PO3HUYHOM TOPTOBJIE, PACCKA3bIBAET, KAK OTPOMHBIE NHBE-
CTUIIMHU B PEKJIaMy KPYIHOM CETH MeOEIbHBIX Mara3uHOB OECCIIEIHO UCTIAPSIIUCH B TOT MOMEHT,
KOT/Ia TOKYyIIaTelh MepeceKasl MOpor Mara3uHa M TOoMajall B «HEOJIArompUSTHYIO MOPAIbHYIO
o0ctanoBky». (IlepeBoxy: mpojaBibl HITHOPUPOBAIN TOKYTATeIeH, HE MOIJIM OTBETUTh Ha MX
BOIIPOCHI U HEOXOTHO BBIMOJIHSIIN X MTPOCHOBI. )

JIroObIe BaIM yCHIINSA 1O MPOJBUKEHUIO, PEKJIAME M MAPKETHHTY MOXKET MEPEUCPKHYTh ONMH
rpyOBbIi WM PAaBHOAYIIHBIN COTpYAHUK. Bee 3aTparsl Ha pekaamMy MONUIYT MpaxoMm, €CIIu KIUEHTHI
OTKJIMKHYTCS Ha Balll TPU3bIB, HO YIAYT, YBUEB JIEHb, XaMCTBO, HEKOMIIETEHTHOCTb, JIOKb U PaB-
HOJYILHE.

«enp pexnambl, — roBOpUT M3pasib, — NPUBECTH KIMEHTA K JIBEPSIM BAIIEro mMara3uHa.
bonpuie ona s Bac HUYEro caenarb He CMOXKeT. IIpeooneeT KIMeHT MOCaeIHUM METP WIN HET,
3aBUCHUT TOJBKO OT BaIIUX COTPYIHUKOBY.

Ho MbI npUBBIKIIM CUUTATD, UTO HAIIK COTPYIAHUKH C POXKICHHSI 3HAIOT, KAK TOMOYb KIIUEHTY
IIPEOOJIETH ATOT MOCIEAHMUM METP. [laxe eCiu ¥ 3Har0T, TO HE IPUMEHSIOT 3T0 3HaHue. Het, onu He
PUXOIIT Ha PabOTy C MOJHBIM HAOOPOM HABBIKOB, HEOOXOIUMBIX IS 0OCITY)KUBAHUS KIIUCHTOB.
Sl HAaCTOATENFHO PEKOMEHYIO PEKJIAMOJATENSIM BBIICSATh YacTh CBOETO PEKJIIAMHOTO OIOIKETa
Ha pa3pabdOoTKy OO0yJarOIIMX IPOTrpaMM JJIsi CBOMX COTPYJIHHUKOB, YTOOBI KOHKPETHBIMU 3HAHUSIMU
Y HABBIKaMHU 1O OOCITY>KUBAHHUIO KJIMEHTOB MOJIEPKATh JOPOTOCTOSIIYIO PEKJIaMy B CPeICTBax
MacCOBOH MH(OPMAIIHH.
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KoHel o3HakomuTtenbHoro doparmeHTa.

Tekct npenoctabien OO0 «JlutPecy.

[IpounTaiiTe 3Ty KHUTY UEIMKOM, KYIIMB IOJIHYIO JIeraabHy10 Bepcuto Ha JlutPec.

Bbe3omacHo omnarute KHUTY MO>KHO OaHKOBCKOM KapToit Visa, MasterCard, Maestro, co cueta
MoOMIBHOTO TenedoHa, ¢ IIaTexHoro TepMunana, B caione MTC unu CsasHol, uepe3 PayPal,
WebMoney, Annexc.densru, QIWI Komenek, 60HyCHbIMM KapTaMH WU APYTrUM ynoOHbIM Bam
CII0COOOM.
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