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B KHUTe U3BECTHBIX OM3HEC-TPEHEPOB TIO MPOIaXKaM TMOIMYISPHO U TOXOTIMBO
PaCKPBIBAETCS MOJIHBIN LUK MPOJAX KPYIHBIM KJIMEHTaM — OT UX TIOUCKa J0
MOANMCAHUS C HUMU JIOroBopa. Pa3oOpaHbl Takue TeMbl, Kak MEPBUYHBIN TIOMCK
KJIMEHTOB, paboTa C BXOJALIMM [TOTOKOM KJIMEHTOB, COCTaBJI€HNE KOMMEPUECKUX
MPeUIOKeHUI KPYITHBIM KJIMEHTaM, MPe3eHTaIUU, TIepEroBophl, padoTa ¢ 1IeHOBBIM
BO3pakeHUeM U Jip.« TeXHuKa mpojax KPymHbIM KJIMEeHTaM» TpeCcTaBiIsieT coOon
00K pHOE cOOpaHKe OTBETOB HA YacCTO 3a/laBaeMble BOIIPOCHI, KOTOPbIE aBTOPBI
coOupasy B Te4eHUe HeCKObKUX JIET, TIOIy4dasi UX OT peasbHbIX JII0fIel, MMEIOIIUX
3a IJIeYaMu ONbIT B popaxax.MiHdopmalus, KOTOpyIO CONEPKUT TaHHasl KHUTA,
paHee B OCHOBHOM ObLjIa JOCTYITHA JIMIIb COTPYIHUKAM KPYITHBIX KOPHOPALIUH.
Cenvac oHa npejJiaraeTcsi BHUMaHMIO IMPOKOTo Kpyra JIIJer — MEHEeAKepam 110
npojakaM, MeHeIKepaM Mo padoTe ¢ KITIOUYEBBIMU KJIMEHTaMU, MEHeKepaMm 110
Pa3BUTHIO OU3HECA, PYKOBOIUTENSIM OTAEJIOB MPOAAXK, & TAK:KE BCEM TEM, KTO XOUeT
npojaBaTh Ha OOJBIIIUE CYMMbI KPYITHBIM 3aKa3UMKaM.

© Jlyknu P. M., 2011
© Anpnuna dumxutan, 2011
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Coaep:xanue

K 4uraremo

06 aBTOpax

Ot aBTOpOB

[IpenucnoBue
1. [Ins koro 3Ta KHUTA?
2. ITouemy aBTOpBI PEIINIIU TOACTUTHCS B KHUTEe OeCIIeHHOM
uH(opMalyen, paHee TOCTYITHOIM TOJIbKO Ha IOpPOrvX ceMuHapax?
3. B Kakux oTpacisix NpUuMEHUMbl METO/IbI, OIIMCAHHBIE B TOM
KHUTE?
4. Komy He cToUT 4nTaTh 3Ty KHATY? B Kakux oTpaciisx onucaHHbIe
METO/IbI He OymyT padoTaTh?
5. YeM 31a KHUTA HE ABIISAETCS?
6. Ha uyto noxoxa 3ta KkHura?
7. OTKyna B3sJIUCh BOIPOCHI 151 TAaHHOW KHUTH?

Yacrs 1
8. UTo Takoe KpyMHHbIi KJIMEHT U KPYIHBII KOHTPAKT?
9. Yro Takoe KJI04eBOi KJIMEHT?
10. O6s13aTeNIBbHO T KJTIOYEBOW KJIMEHT SIBJISICTCS] KPYITHBIM
KJIMEHTOM U JIOJKEH PUHOCUTh MHOTO J€Her?
11. CxonbKO KPYNHBIX (KJTIOUEBBIX) KJTMEHTOB MOXET ObITh
3aKpeIUIeHO 32 OJHUM MEHeIKepoM?
12. Crout 11 MeHekepy 1o paboTe ¢ KITIOUeBbIMU KJIMEHTAMU
padoTaTh ¥ ¢ MEJIKUMU KJIMEHTaMH TOXe?
13. Yem npoaaku KpyIHbIM KJIMEHTaM OTJIMYAIOTCS OT MTPOAAK
OOBIYHBIM CPETHECTATUCTUIECKUM KJIMEHTaM?
14. B yem pa3Huiia Mexy Mpojaxken MPOAYKTOB U MPpoAaken yciyr?
15. Kak nponaBarh yciyru KpynHbIM KJIMEHTam?

Konen o3HakoMUTENBHOTO (PparMeHTa.
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kJnenraM. 111 BonpocoB u 0TBETOB

PykoBogurens npoekra M. Conogvesa
Komnsiorepnas Bepctka M. [lomawkun

© Pagmuiio Jykuu, EBrenuit Konorunos, 2011
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Bce npasa 3auwuwienvl. Huxakas uacmo 31eKmMpoHHOU 8epCUL MOl KHUZU He MOXMcem Oblmb
80CNPOU38e0eHA 8 KaKoli Obl Mo HU ObLA0 opMe U KAKUMU Obl MO HU ObLAO CPeOCBAMU, BKAHOUAS
pasmewjerue ¢ cemu MHmeprem u 6 KOpnopamueHuix cemsix, Oas YACMHO20 U NYONUUHO20 UCNONB3O0-
8aHUs 0€3 NUCbMEHHO20 PA3PEULeHUs. BAA0ENbUA ABIMOPCKUX NPAB.

IIpounTaB 3Ty KHUIY BbI y3HaeTe:

* KaK HaXO/UTh aKTUBHBIM ITOMCKOM KPYITHBIX KJIMEHTOB;

* KaK MOArOTOBUTh UM KOMMEPYECKOE MPEJIJI0KEHHUE;

* KaK JIOOMThCS BCTPEUM C KPYIHBIM KJIMEHTOM;

* KaK [IPOBOAMTH BCTPEUM U MTPE3EHTALIUY C KPYITHBIMU KJIMEHTAMU;

* KaK OTCTOSITh CBOIO LIEHY B IIEPErOBOpaXx C KPYIHBIMU KJIMEHTAMU;

* 1 ellie OYeHb OYEHb MHOTO€, U3 TOTO UTO JOJIKEH 3HATh KasK/IbIH YBAKAIOIIUI ceOsl MeHeKep
IO IPOJAKAM.
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K yurarearo

Kuura Pagvmuno Jlyknua u EBrenns KonotusnoBa — ckopee BpeiHasi, 4eM Ioie3Hasl.

Bpennasi, B mepByio ouepesib, MOTOMY, YTO 3a0MpaeT y MeHekepa 1o MpoakamMm BO3MOKHOCTb
CKazarh: «S1 He 3Halo, KaK JI0CTy4aThCs [0 JIMLA, IPUHUMAIOLIETO PelIeHHe. . .» WK «S1 He 3Hao, rae
MHE HalTW CBOW CJIEAYIOUIMI KPYIHBIN 3aKa3. ..»

Macca «He 3Hat0», «He YMEI0» U «HE MOT'y» aBTOMaTHUECKH YXOAMT B IPOLIIOE P TPOYTEHUH
Y MPOPadOTKE ITOW KHUTH.

Ota KHUTA — OOJIbLIIE, YeM TPEeHUHT. Bosblie, yeM pyKOBOJICTBO K JeHcTBUIO. Bosblie, yem
CITPaBOYHOE M3JaHue. ABTOPBI Pa300pasIH MOMHBINA IUKJI POAK KPYIMHBIM KJIMEHTaM — OT TIOHMCKa
MOCJIEJHUX 10 MOANMCAHUS C HUMM JIOTOBOPA: 3TO U MEPEroBOPhl, U BHICTPABAHNE KOMMEPUYECKUX
MIPEAJIOKEHUI, U aKTUBHbIE MPOJIAKH, M padOTa ¢ BXOAALIMMY MOTOKAMH 3aMHTEPECOBAHHBIX OTEH-
LMAJIbHBIX KJIMEeHTOB. VH(opmanus gaercs cxaro, Mo CyLIeCTBY, WUTIOCTPUPOBAHA KOHKPETHBIMU
IIpUMepaMHu.

ITpocro 6epu u BHeApsi. C mobdoro mecra. [Ipsamo ceituac.

OueHb MOIITHOE CPE/ICTBO YBEIMUYEHHS Balllero o00opoTa 1 Ballei MpruObLIH.

Anopeii Ilapabennym,
npoekm Infobusiness2.ru



http://infobusiness2.ru/
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00 aBTOpax

Pagvmio JIykuy, 6n3Hec-TpeHep H KOHCYJIbLTAHT B o0JiacTn npoaak B2B.

B tpenepckom 6msnece ¢ 01.04.2000 roga. Bnanenen kommanuii PINTA LAB LTD u «JIa6o-
paropus Pagmuiio Jlykuya». Toproeas mapka SALECRAFT, caiit www.salecraft.ru.



http://www.salecraft.ru/
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[Tposen 6omee 2000 TpeHUHT-AHEH B (hOpME OTKPHITHIX U KOPIOPATUBHBIX TPEHUHIOB, CEMU-
HapoB 1 MacTep-KiaccoB. [1o peiiTuHry, KoTopsiii Aesai kypHai «CekpeT (prupMbl», Ha OCHOBE OT3bI-
BoB HR-ayguropun, Bxoqut B 10 nyumux tpeHepoB P® u 3aHumaer 1-e Mecto cpeu TpeHEPOB O
nponaxam B2B.

Ponwiics 27 uions 1956 rona B Benrpaze. [To Mmatepu makenoHell, 1Mo oTily cepd. 3aKOHUYMI
JEKTPOTEXHUYeCKU (pakyabTeT benrpaackoro yHusepcurera.

Orer 2 coiHOBe#: Mupko (1988 r.p.) u Hukona (1991 r.p.).

Cobakoon. JIioout BCE nopoasl codak, HO BHIOpal BEHIEPCKYIO TIOPOY ITyJIH.

JxumoBoz co craxkem. Jliooutr BCE mopoap! 1xumnoB, HO BeIOpal Heckoibko LR.

Crnenmanusupyercss Ha CIEAYOIIUX TeMax: YIpaBjeHHe OTAeJOM Mpofax, mpofgaxu B2B,
padorta ¢ KJOYeBbIMU KJMeHTamu. Beictyman mepen ayauropueir 1o 3000 yenoBek, medyTaeT O
BBICTYIUICHUSIX Ha cTauoHe. JIIoOUT To, 4TO JesaeT, MHaue He JIeJaeT 3TO BOoOIIe.

EBrennii Kosornios
busHec-Tpenep no nmpopaxkaMm U MapKETUHI'Y, KOHCYJIBTAHT.
http://www.kolotiloff.ru
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OcHOBHasl CrienMaIn3alys: yBeJIMueHne o0beMa MpoJaX U MPHUBJICYCHUE HOBBIX KJIMEHTOB.
EsxerogHo npoBOIUT AECATKM CEMUHAPOB HAa TeEMY MPOAAX U MapKeTHHra 1o Bceid Poccun.

Vuauics y nydmux OuM3Hec-TpeHepoB MUpa, Takux Kak [[xum Pon, D6en Ilaran ([IaBun nu
Amnxeno), [Ion Kennequ, ®pank Keépn, Ixeit Adpaxam, [Ixo Burane, [Ixon Kapnron, Ixeit Konpan
JleBuncoH, Dutonn Pooounc, bun [neitzep, [dxo [Nomumr, [Ton Xennu.

OmpiT paboThl B mpogaxkax u Mapkerutre ¢ 1994 roma. IIpenogasan na nporpamve MBA B
PY/IH u B MHcTUTYyTEe GaHKOBCKOTO Nenia APB.

ABTOp M pa3pabOTUMK YHUKAJIBHOTO Kypca «KJIMeHTbI Ha XaJlsIBY», TO3BOJISIIONIETO IIPUBJICKATH
HOBBIX KJIMEHTOB C HYJIEBBIM OI0/KeTOM. ABTOP KHUT-OecTcesiepoB: « 100 moacka3ok MeHeIKepy 1o
MpoJakam», « YIBOCHUE JIMUHBIX [TPOIAK>.

B 2009 romy napsiny ¢ Pagmuino Jlykudem ObUT Ha3BaH KypHAJIOM «YIIpaBJIeHUE COBITOM»
ofiHMM U3 Jyunmx B Poccuu OnsHec-TpeHepoB.

HarpasneHue TpeHMHIOB: KOPIOPaTUBHbIE TPEHUHIY MPOAAK, MPOAAXKU KPYITHBIM KJIMEHTaM,
NIePErOBOPbI, IPE3EHTALIUN, MAPKETHHT .
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OT aBTOpPOB

ITon coBoM «ITpoaBen» WK «MeHeIkep No npogaxam» eme 10—15 ner Ha3an Kaxaplil IOHU-
MaJl TO, YTO XOTeJl MOHUMath. [103TOMy cerogHs camo NOHATHE «MeHeKep Mo padoTe ¢ KPYIHBIMU
KJIMEHTAMU» BBIMJISIIUT KaK OTHOCUTENIbHO MoJjiofoe. st TeX, KTO CUMTaeT, YTO OH — BCEro JIMIIIb
OOBIYHBII TIPOJIaBeL], 3TO He OoJiee yeM OaHaJIbHOE Ha3BaHKE. A 11 KOTO-TO 3TO COBEPIIEHHO OIpe-
J€JEHHBIN TUI MTPOpECCUU ¢ YHUKAJIbHBIMA HABBIKAMH U 3HAHUSAMM.

W3BecTHO, uTO A1 3a6era Ha 100 MeTpoB u a1 6era Ha 10 KMJIOMETPOB HyKHBI COBEPILIEHHO
pasHble JIoM. YHUBEpCcall, KOTOPBIN Oeraer Ha JIIoOble JUCTAHIMN, MOXET BBIUTPATh JTIOOUTEIBCKIE
COPEBHOBaHMs, HO YEMITMOHOM MHpa OH, CKOpee BCero, craTb He cMoxeT. [IoToMy 4To pa3Hble
JAUCTAHLIMK TPeOyIOT pa3HOM MOATOTOBKH, paOOThI PA3IMYHBIX I'PYII MbIIILL, PA3JIMYHOM UIMHBI 11ara
Y pa3HOro THMA JbIXaHHs. B oqHOM ciydae 9T0 a3pOoOHbIN TUI HArpy3KM HA OPraHu3M CHOPTCMEHa,
a B IpyrOM — aHA3POOHBIH.

To ke camoe ¥ ¢ MEHeKepaMu MO MpoJakaM, KOTOpbIe MPOJAI0T pa3HbIM TUIaM KJIMEHTOB.
Menemxep 1o paboTe ¢ KITI0YEBBIMH KJIMEHTAMU — 3TO OYeHb CEPhE3HOE OpPYAUE, ITO KPYMHOKAIIH-
OepHas MmyIKa, KoTopasi ObeT MO OYeHb OONBIIMM M CEPhE3HBIM LIEJISIM.

Ecnu Ta KHUra moMoXeT BaM JIydllle MOHSTh M OLEHUTH MPOECcCHI0 MEHeKepa 1o padoTe ¢
KJIIOYEBBIMU KJIMEHTaMU, Mbl CBOIO 3ajauy BHINMOMHWIN. Ho elnie mydiie, ecim Bbl HE TOJIBKO NOJIOOUTE
Y TIOMIMETE €€, HO U TMOoXeJlaeTe 3aHUMAaThCsl 3TUM J0Jrue rofpl. Y ecinu Bbl JEHCTBUTENBHO XOTUTE
ObITh M0OOEUTENIEM, IOMHUATE, YTO HUKAKOM HA0Op TEXHMK, 3HAaHUN M HABBIKOB HE MOMOXET BaM
BBIMTPaTh O€3 OIpeieSIEeHHOr0 HACTPOSI.

YcnexoB Bam!

Paomuno Jlykuu, Eszenuii Konomunog

C asmopamu MONCHO C853AMbCS NO INEKMPOHHOL noume.
Paomuno Jlykuu: radmilo@salecraft.ru

FEezenuii Konomunos: kolotiloff @reklamy.ru
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IIpeaucaosue
O kHure

1. Inst koro 3Ta KHUra?

Jl71s1 MeHeKepoB 1o padoTe ¢ KJIIoYeBbIMU KimeHTamu (key account managers)!, nepes KoTo-
PBIMH CTOMT 3a/1a4a MPOAATh STUM KJIMEHTaM HAMHOTO OOJIbIIe, YeM PaHbIIIe.

Jlnst MeHekepoB 1o paboTe ¢ KJIMeHTaMu (account managers) M Uil MEeHEKEpOB IO Tpojia-
*kaM (sales managers), KOTOpbIe XOTAT ITPOJaBaTh Ha OOJIBIINE CYMMbI KPYITHBIM 3aKa3UMKaM.

Tl MeHekepoB 1o pasBuThio Or3Heca (business development managers), KOTOPbIM HYKHO
IIPUBJIEKATh HOBBIX KJIMEHTOB HA HOBBIX PbIHKaX.

JI7151 MapKeToJIoroB, KOTOPBIE XOTAT [IOMOYb CBOMM IPOJIABLIaM YBEJIMUUTh MPOAAKH.

JL71s1 BBICIIMX PYKOBOAMTENEH KOMITAaHUH, KOTOPBIE XOTeNU Obl pa3o0parhcs B IpoIiecce KpyI-
HBIX POJIAK.

J171s1 HaYaTbHUKOB OT/IEJIOB MPOJIAK, KOTOPBIE XOTSAT HAWTH YTO-TO HOBOE /IS YBEJTMUECHUS 00b-
eMa Mpoax.

! B knaccuueckoM MOHMMaHUU MEHELKEP 110 pa60Te C KJIIOYEBBIMU KJIMEHTAMU — 9TO COTPYAHUK, 3a KOTOPBIM 3aKPEIUJIEHBI OT
OJHOI0 10 TPEX OYEHb KPYIHBIX KJIUEHTOB. (0)¢ pa60TaeT TOJIBKO C HUMU, U €CJIN NOABJIAIOTCA APYTrU€ 3aKa3uyuKH, OH NEPEACT UX

IPYrUM MeHe/KepaM.
11
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2. IToueMy aBTOPBI pPeIINJIN NOAEAUThCS
B KHHTIe OeculieHHOM nH(opMalmen, paHee
JOCTYIIHOH TOJBbKO HA JOPOTrUX ceMHHapax?

HevictButenbHO, MH(MOPMAIIHS, KOTOPYIO COACPKUT JaHHAs KHUra, paHee ObUla JOCTyITHA B
OCHOBHOM TOJILKO COTPYAHUKAM KPYITHBIX KOPIIOPAIIUH, IIe OPraHU30BBIBAIOCH OOyUEHHe MepcoHaIa
T10 TAKUM TeMaM, Kak «PaboTa ¢ KJIioueBbIMH KTMeHTaMu» 1 «[Ipofiaku KIIoueBbIM KJIMeHTaM». B To
e BpeMs [UIs Jiofiel, paboTalomux B HEOOJBIIMX KOMITAHUSX, TYTh K TOMY 3HAHUIO ObLT 3aKPHIT.

[TpuunHON HamMcaHUsI KHUTHM OBUIO KeJIaHWE CesIaTh MPOoIece Mmepeaayn MoJgoOHbBIX 3HAHUN
OoJiee IEMOKPATUIHBIM: TTPEJOCTABUTh OOJIBIIIOMY YHCITY JOJICH, MPOSBIISIONINX UHTEpeC K JaHHOW
TeMe, MPAKTUIECKYI0 WH(POPMAIIMIO TAKOTO KavyecTBa, KOTOpOe paHee ObLIO MPUBUIIETUEH TOJIBKO
KOPHOPATUBHBIX CITYKaIIMX.

dakTuyecku COTPYIHUK MAJICHbKOW KOMIIAHUHY, T7Ie paOOTAIOT BCETO MSITh YeJIOBEK, MOCIIe Mpo-
YTEHUSI 9TON KHUTU OyJeT TEOPeTUYeCKU IMOJKOBAH JIydllle, YeM CITyXaIluid TpaHCHAIIMOHATBHOW
KOpHOpauuu.

12



E. Konotwios, P. M. Jlyknu. «TexHuka npopax KpynHeIM KjiueHTam. 111 BOmpocoB 1 0TBETOB»

3. B kakux oTpacasax NpuMeHNMbI
METO/Ibl, ONIMCAHHbIE B 3TOH KHUre?

Knura aGcomoTHO TOYHO MOMOXET KOMITAHHMSAM, 3aHUMAIOIIUMCS TPOJakell KOMITIEKCHBIX
MPOIYKTOB, YCIIYT U MPOEKTOB, & TAKKe KOMITAHUSIM, Y KOTOPBIX JUTMHHBIN IUKJI caeku. OHa OyneT
T0JIe3Ha TeM, KTO BeJIeT YeCTHYI0O KOHKYPEHTHYI0 OOpbOY Ha OTKPBITOM PHIHKE.

Ecnu roBopuTh KOHKPETHO 00 OTpacisX, TO 3TO MOTYT ObITh (PMHAHCHI, PEKJIAMHBIE YCIYTH,
MH(MOPMAIIOHHBIE TEXHOJIOTUH, BHICOKHE TEXHOJIOTUH, CTPOUTENILCTBO, MTPOaXka JOPOroro o0opy-
JOBaHMS, YCIIYTH JIs1 KOMITAaHUM, MPOIaka aBTOMOOMJIeH KOPIIOPATUBHBIM KJIMEHTaM, paboTa C roc-
CEKTOPOM H T. TI.

B 10 %e Bpems JIl000# YnTaTe b, CyMEIOIINA «CIIPOCIMPOBATH» KHUTY HAa CBOM OITBIT U chepy
OEATEJIBHOCTU, CMOXKET HOJIy‘II/ITb OT KHUT'H 3Haq1/1Teany10 HO)II)3y, OaXXe €CJIN OH BCEro JIUIIb ITOCTaB-
JISIET CIIMYKHA B pO3HI/I‘leI€ Mara3vHbI.

NHbiMu crioBaMu, 3Ta KHUTa TIOMOXKET BCEM, KTO MPOAAET MPOAYKTHI UM YCIIYTU B CEKTOPE
«OusHec 17151 Ou3Heca» (business to business).

13
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4. Komy He cTouT yutarth 3Ty KHUry? B kakmx
0TpPACJISIX ONHCAHHbIE METO/AbI HE OYaYyT padoTaTh?

UreHue 3TON KHUTHY BPsII JTU TIOMOXET KOMITaHHUSIM, paOOTAIOIIMM B YCJIOBHSIX MOHOTIOJUY VJTH
3aKPBITOI'O pbIHKA. He nmomMmoskeT oHa Takxke TaM, IJ€ MPUHATUC PCHICHUA O ITOKYIIKE 3aBUCHT JIUIIb
OT KOpPPYINUMOHHON COCTaBJISIIOILIEH.

Mertopl, ONMCaHHBIE B 3TOM KHUTE, HE TOASATCS JIJIs MPOJIAXKU TperaepaMu OMpKeBbIX TOBAPOB.

He MoAXOOAT OHU U TEM, Y KOI'O OUCHDb KOpOTKI/IfI IHUKJI CACJIKHX 1 MHOXECTBO MEJIKUX KJIIMEHTOB,
HaIpUMep PO3HUYHBIM Mara3uHaM.

14
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5. YeM 3Ta KHHUTA HEe ABJSIeTCA?

OTa KHUTA HE SBNSIETCS HU aKaJeMUYeCKUM YYeOHHUKOM, HU TEOPETHUYECKOW MOHOTpaduei,
HU TIOIIarOBBIM MOCOOMEM ISl HOBUYKOB, KOTOpPbIE HE MMEIOT OMbITa B Mpofakax. [JaHHas kHura
HE SIBJISIETCS OMMCAHUEM TPIOKOB, MIOKA3bIBAIOIINX, KAK HAaBSA3BIBATh KJIMEHTaM HU3KOIIPOOHbBIEC U HE
HY)XHbIE UM TOBaphI.

OTa KHUTa He SIBJISETCS MaHaleell oT Bcex MpodsieM, ¢ KOTOPHIMU MOXET CTOJIKHYTBCS MPO-
naserl. OHa He SBJSIETCS KECTKUM HaOOPOM IPaBUII, KOTOPBIE CIIE/lyeT BHITIOMHATh OE30roBOPOYHO,
MIOCKOJIBKY B Pa3JIMUHBIX CUTYAIUSIX B 3aBUCUMOCTHU OT KOHTEKCTa MOKET IMOHAI00UTHCS MHIUBUILY-
aJIbHOE pellleHue TOW UM MHOM 3a1a4M.

15
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6. Ha yTo moxo:ka 3ta Kkaura?

DTa KHUTA TIOX0kKa HA HAOOp MATKUX MPABHJI, KOTOPbIE OCTABIISIOT MECTO JUIsl TBOPUECTBA U
B COOTBETCTBHHU C KOTOPHIMU PEIIWIIH JACHCTBOBATh OUSHb IPAMOTHBIC MEHEKEPHI [0 padoTe ¢ KJTI0-
YEeBbIMU KJIMCHTAMHU.

DTa KHHTA MOX0Xa HAa YCKOPUTEIb, KOTOPbI MOXKET JIOBECTH BpeMsl pa3roHa MEHeKepa Io
poJakaM — ¥ HAYMHAIOIIETO, M YK€ MMEIOIIErO HEKOTOPBIH OMBIT — 10 HY’KHOM CKOPOCTH U HYKHOTO
YPOBHSI KOMIIETEHIHH.

Ora KHUTA MPEJICTaBIIsSIeT cOO0I OOIMPHOE COOpaHUE OTBETOB HA YaCTO 3aJaBaeMble BOIPOCHI,
KOTOpBIE COOMPAJTH B TEUCHUE HECKOJIBKHUX JIET, MONyYast UX OT peaibHbIX JI0CH, MMEIONHX 32 T1Ie-
YaMU OIIBIT B MPOJakKaXx.

Dta KHUATA TIOXO0Ka Ha IIIAPrajKy, B KOTOPYI0 MOXHO 3aIjIsiHyTh, KOTJIa He 3Haelllb OTBETa Ha
BO3HUKIIMI BOMPOC, CBSI3aHHBIN C MPOAAKAMHU.

JlaHHasT KHUTa TMOXOXa Ha METOIMYEeCKOoe MOocOOMe, B KOTOPOM MOKHO HAWTH TOAPOOHBIC
OTBETBI HA MHOXECTBO KOHKPETHBIX BOIPOCOB. DTO MOIBITKA COOpATh U CUCTEMAaTU3UPOBATh B OJTHOM
MecTe 3HaHHUsI TI0 MPOJaXkaM KPYITHBIM KJIMEHTaM.

DTa KHWTA OX0XKa Ha KOHCTPYKTOP, K KOTOPOMY MOKHO JJOOABJISATh HOBBIE OJIOKH.

Dta KHWUIa MOX0Xka Ha pacCKa3yMKa, KOTOPbIH CIOXKHBIE BEIH, paHee MOHSTHBIE TOJIBKO MPOo-
(beccroHanaM B 00J1aCTH MTPOAAK, PACCKA3bIBAET HACTOJIBKO MPOCTHIM SI3BIKOM, UTO OHU CTAHOBSITCSI
MOHSATHBI JTIOOOMY COTPYJHUKY KOMITAHUH, HUKOT/IA TPeX/Ie He MMEBIIEMY Jejia C TPOIaKaMH.

ta KHUTA MTOX0Ka HA MUHU-YYEOHUK 15 CIICIIMAIMCTOB, JKEJIAIOIINX COBEPIIICHCTBOBATLCS B
CBOEM JIeJie.

OTa KHUra — reHepaTop HOBBIX UJIEH.
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7. OTKyaa B3sJICh BONPOCHI [JIsl JAaHHOM KHUTH?

Bce Bompock! 1151 3T0M KHUTH OBbUTH JIMOO B pa3HOE BpeMsl TIPUCIIaHbl aBTOPaM KOHKPETHBIMU
MEHe PKepaMH T10 IPOJaXxaMm, TMOO MOCTABJICHBI B XO/I€ MTPOBOJJMMbIX HAMH TPEHUHIOB U CEMUHAPOB.
Ha camom pnese BOrpocoB ObUI0 HAMHOTO OOJIbIIIE; U3 HAanOOoJIee YacTo MOBTOPSIEMBIX U aKTyaJIbHBIX
MbI otoOpamu 111 u 11 yno6cTBa CrpynmimupoBaIv UX MO TEMaM.
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Yactb 1
BBenenne

8. UTo Takoe KpynHbII KJIUEHT U KPYHbIN KOHTPAKT?

JUts pa3HbpIX KOMIIAHWI OIPE/IEICHUS ITUX MOHATUN HEOAWHAKOBBI. [IJI1 OMHUX Mpogaxa Ha
30 000 py6. Oymet KpymHOU, Wist Apyrux npogaka u Ha 300 000 101 MOXET OKa3aThCsl MEJIKOW
pagoBo# caenkoi. [1oaToMy «KpyIHBIN KIMEHT» — MOHSATHE OTHOCUTEIIbHOE.

B kavecTBe yCJIOBHOrO OpuMEHTHpA MO CIOBAMU «KPYMHBIA KJIUEHT» OyJeM Moapa3yMeBaThb
KJIMEHTa, TOJIOBOI 0OBEM MPOJIaX KOTOPOMY cocTaBiisieT He MeHee 10 % oOIux J0X0N0B BCeli Balliei
komranuu. Hanpumep, eciin 000poT Batlield Komranuu coctaniisiet 20 MJTH pyO. U OVH U3 KJIMEHTOB
KyIWI y Bac Ha 2 MJTH pyoO., TO TAKOTO KJIMEHTA MbI U OyJIeM CUMTaTh KPYITHBIM.

Crout 3HaTh U IOMHHTB, YTO €CJIM KJIMEHT MPUHOCUT BaM Oosibiiie 20 % OOIMX J0XOI0B, TO
3TO MOXKET BbI3BaTh KPUTUYECKYIO 3aBUCUMOCTb KOMIIAHUY OT JAHHOTO KJIUEHTA.

Korga onun kimeHt obecnieunBaet 6omee 50 % oOriero 10Xona, CUTyarust IpUOIMKaeTCs K
TOMY, YTO Ha3bIBAETCSI «MOHOKJIEHT».

Komnanuu, pabotatoriye ¢ HECKOJIBKMMUA KPYITHBIMHU KJIMEHTaMU, KOTOPbIe B COBOKYITHOCTH
MIPUHOCSAT €M JIbBUHYIO JIOMIO I0XO/1a, TOJIKHBI OTEIBHO OCYIIECTBIISTH TPOrpaMMy MO 00ECTIEYeHUI0
JIOSTBHOCTH TaKUX KJIMEHTOB.

Kpome Toro, cymecTByloT oTpaciu, rjae KpyrnHblM CYUTAETCS KIUEHT, KOTOPbIA, HECMOTPS Ha
MaJTBIH YEIbHBIN BEC B 00IIeM 000pOTe KOMITAHUM, TPUHOCUT B HECKOJIBKO Pa3 OOJIbIIIE, UeM Cpe/IHe-
CTaTUCTUYECKUI KJIMEeHT. Harpumep, COTOBBIM Orepatop CBs3H, i€ CPEAHSAS CyMMa CYeTa 3a MeCsI
cocrapiseT 300 pyO., MOXET CUMTaTh BCeX KJIMEHTOB, Yeil MecsuyHblil cueT npesbiaer 1500 pyo.,
KPYIIHBIMU U IpucBavBarh uM VIP-craryc.
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9. Y10 TaKoe KJIYeBON KJHEeHT?

IMon cnoBamu «KJIIOYEBOHM KJIMEHT» ClelyeT MOHMMATh KJIMEHTA, CTPaTernyecKy 3HAYMMOro
AJ1s1 KomnaHuu. IIoMuMo KJIMEeHTOB, puHocsMx Bam 6omee 10 % noxona, 3T0 MOXKET OBITh U KJIH-
eHT, C KOTOPBIM KOMITaHHsI TIOKa He pad0TaeT WM padoTaeT B HE3HAYUTEIIbHBIX 00beMaXx, HO KOTOPbIN
OYeHb MEepCIIeKTUBEH IJIsl TAIbHEHINX OTHOIIeHUH. K TakuM KiMeHTaM B MepByI0 Ovepeib OTHO-
CAT TeX, Y KOro CyIIECTBYET 3HAYUTEIIbHBIA OIKET Ha 3aKYIKU TOBAPOB U YCIIYT, MPOAAKENH KOTO-
PbIX 3aHUMAETCsl Ballla KoMnaHus. JIlydimm 10Ka3aTebCTBOM UX MEePCTIeKTUBHOCTY SIBJISIOTCS 3HA-
YHUTEbHBIE TOXO/IbI, OJyYaeMble KOHKYPEHTAMH Balllell KOMITAaHUH B pe3y/IbTaTe paOoThI C TaHHBIMU
3aKa3zumKamu. PaccmarprBasi BO3MOKHOCTH paOOThl C TAKUMH KJIMEHTaMH, KOMIIAaHUS JOJKHA Mak-
CUMAaJILHO TOYHO OIIEHUTh CUJIBHBIE U ClIa0ble CTOPOHBI KOHKYPEHTOB, yke padoTaloux ¢ HUMU. MHo-
I71a CTOUT MOMPOOOBATh JOTOBOPUTHCS C KOHKYPEHTaMU O CyOINofipsiie WM IPOCTO O COCYIIECTBO-
BaHMU.

KimoueBbIMM MOKHO CUMTATh U KJIMEHTOB, U3BECTHBIX B CBOEH OTPAC/IM UM HA CBOEH TEPPUTO-
pun. COTpyJHUYECTBO C HUMU MOKET 3HAUMTETLHO TOMOYb IIPH JATbHEHIIIEM POABUKEHUH MPOIYK-
TOB M YCJIyT KOMITAHUH. DTO, B YACTHOCTH, IEPCTIEKTUBHO JJ1s KOMITAHUH, €CJIA OHA (DOKYCUPYETCs Ha
paboTe B BEPTUKAIBHBIX PBIHKAX, T. €. TIpelaraeT TUIIOBbIE MJTM MHAWBU/IyaJIbHbIE PEIICHUS] OIpejie-
JIEHHBIM TpyNIaM KJIMEHTOB (HarpuMep, KOMITAHUSM TeJIEKOMMYHUKAIIMOHHOTO CEKTOpa, Trocydpe-
KICHUSIM | T. 11.). DTUX KJIMEHTOB MOKHO Ha3BaTh TAKXkKe UMHUJIKEBHIMU KJIMEHTAMH.
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10. O0s13aTEeJIBbHO JM KJIIUYEBOH KJIMEHT SIBJSIETCS
KPYIHbIM KJIHEHTOM U J0JKEH IPUHOCHTH MHOIO J1eHer?

Her, He ob6s3arenbHO. KpynHbIA KJIMEHT MOXET ObITh KJIIOYEBBIM, 2 BOT KJIIOUEBOW KPYITHBIM
OBITh HE 00s13aH.

KimroueBBIM KITHEHTOM MOXKET OBITh TAK HA3BIBAEMBIN «IMUIKEBBIN KJIMEHT» : 9TO KJIMEHT, KOTO-
PBIii TIOKYTIAET Y BaC MaJio, HO IPH TOM SIBJISIETCS Y3HABaeMbIM M M3BeCTHBIM. CyIIIECTBYET OIMO0Y-
HOE MHEHHE, 4TO paboTa ¢ UMUIKEBbIMU KJIMEHTaMU Oecriosie3Ha Jisi KOMIIAHUH, €CJTA OHU He TPH-
HOCAT el MHOTO JieHer. OIHAaKO eCii Bbl B CBOeM OM3HEece HauHeTe pasleliaTh TO, Ha KaKue ICHbI1
BBI )KUBETE CETOIHS, U TO, Ha UTO OyeTe KUTh 3aBTPa, BAXXHOCTh UMH/IKEBBIX KJIMEHTOB CTAHET OUe-
BuaHOU. CChUIasACh HA TO, YTO BBI paboTaeTe ¢ STUM MMUJIKEBBIM KJIMEHTOM, M UCTIONb3Ys €r0 PeKo-
MEH/IAlMH, BBl CMOXKETE OTKPBITh JBEPU BO MHOTHE JPYrUe KPYIHbIE KOMITAHUY.

Kpowme Toro, nHoria KiMeHTa JeiaoT KII0YeBbIM (Jake MPU He 0Y4eHb OOJIBIIIOM JIOXOJIE, TIOJTY-
YaeMOM OT HEro) ero 0coOble KOMIIETEHTHOCTh U TPEOOBATEILHOCTD, TaK KaK padoTa ¢ TAKUM KJIUEH-
TOM CIOCOOCTBYET COOJTIOIEHUI0 KOMITaHMEel BBICOKUX MPO(ECCUOHATBHBIX CTaHIAPTOB U ee TIOCTO-
STHHOMY COBEPIIEHCTBOBAHMIO.

[TomoOHBIe KJIMEHTHI 3a4acTyI0 TIOMOTal0T OOHAPYKUTH Cabble MecTa KOMITAaHWU, U MHOT 1A OJ1a-
rofapsi UM MHUIIMUPYIOTCS TaKUe TTPOEKTHI, KaK «YIIyUIlleHUe CXeMbl B3aUMOJICHCTBUS MoIpa3eie-
HUI KOMIIaHUK», «OpraHu3anys 4eTKOro yrpasjeHus npoekramu», «[locrpoenue cucremsr CRM».
Ecnu kpynHble KJIMEHTHI HEMOCPEACTBEHHO M CYIIECTBEHHO BIIMSIIOT Ha (PMHAHCOBBIE MOKa3aTesu
KOMITaHWM, TO KJTIOYEBbIe KJIMEHTHI STOrO TUMA OKA3bIBAIOT 3HAYUTEJILHOE BJIMSIHUE HA BHYTPEHHUE
MPOLIECCHI U TIPOLEYPhl B KOMITAHUU, a Takke (OMOCpeIoBaHHO) Ha MPO(ECCUOHAIbHBIN YPOBEHb
COTPYIHUKOB KOMITaHUU. O4eBUHO, UTO U T€ U IPYTHe HYKHbl KOMITAaHUHU.
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11. CkoJbKO KPYNHBIX (KJIHYEBbIX) KJIHEHTOB
MO2KeT ObITh 3aKpeNJieHo 3a OJHIM MeHeIKepoM?

3a OMHUM MEHE/IKEPOM, KaK MPaBUJIO, 3aKPEIUISAETCS OT OTHOTO JIO TPEX KPYIHBIX UM KJTO-
YeBbIX KJIMEHTOB. PaboTa ¢ HUMU TpeOyeT OoJIbIlle aHATMTHKY, YCepaUs U TIOATOTOBKH, YeM paboTa ¢
APYTUMH KJIMEHTAaMU. DTO JUKTYET ¥ OCOOBIN TOIXO/ K Hel — HeJIb3si COOMPAaTh CBEJICHUSI O KPYITHOM
(KJII0UEBOM) KJIMEHTE B TOM ke (hopMare, UTo M O Pa30BbIX U MEJIKUX KJIMEHTAaX.

HpaBI/IJIbHee BCE€ K€ UCXOAUTHh U3 KOJINYECTBA JCHET, KOTOpre HpI/IHOCI/IT KOMITAaHUA KOHKP@T-
HBII MEHelKep, a He U3 YHCIIa KJIMEHTOB.

Ecnu Bamma komnanus ere He padoTaeT ¢ KJII0YeBbIM KJIMEHTOM, a TOJIBKO TBITACTCSI HAJIAIUTh
C HAM OTHOIIIEHUSI, TO 3TUM MOXET 3aHUMAaThCSl U MEHeKep 10 pa3BUTHIO OM3Heca.

21



E. Konotwios, P. M. Jlyknu. «TexHuka npopax KpynHeIM KjiueHTam. 111 BOmpocoB 1 0TBETOB»

12. Ctour Ji1 MeHeIKepy 0 padoTe ¢ KJIYeBbLIMH
KJHEHTAaMH PadoTaTh U ¢ MEJKUMHU KJIHEHTaMH ToKe ?

Buneane meHemxepy 1o padoTe ¢ KITIOUEBHIMU KJIMEHTAMH HE CTOMT 3TOro jenarh. [loaxon
«KypO4YKa TI0 3epHBIIIKY KJIOET» 37eCh CKOpee BPEe/IeH, YeM MoJie3eH. 3a TO BpeMsi, KOTopoe ObLIo
MOTPAYeHO UM Ha MEJIKMX KJIMEHTOB, OH MOT Obl IIPUHECTH CBOEW KOMITaHUU OOJIbIIE JISHEeT, CKOH-
HEHTPUPOBABIINCH TOJBKO HAa KJIIOUYEBOM KJIMEHTEe, HallpuMep MPOJIaB eMy 4TO-HUOY/Ib ellle.

B KpymnHBIX KOMIAHUSX MEHeKepaM Mo padoTe C KIIIOYeBHIMU KJIMEHTAMU 3aIlpelleHo 3aHu-
MaTbCsl MEJIKMMHM 3aKa34MKaMy. DTOT 3alIPeT MOXKET BHIVISAETh U KaK OrpaHUYEHHE 0 YUCITY KJIH-
€HTOB, C KOTOPBIMHU OH UMEET MPaBo padoTaTh (He Oojee IBYX-Tpex), M KaK OrpaHHMUYeHHUE M0 CyMMe
KOHTpPaKTa, KOrJa BCEX KJIMEHTOB, JIEJAIONIMX 3aKa3 MEHbIIE OINpPEeAe]IeHHOro pa3Mepa, OH 00s3aH
riepeaBaTh APYTUM COTPYIHUKAM, CIIEIIMAIBHO HALIEJICHHBIM Ha padOoTy C MEJIKUMH KJIMEHTaMHU.
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13. YUem npogasky KPYNMHbIM KJIHEHTAM OTJINYAKTCS OT
NPOJa’K 0OBIYHBIM CPeAHECTATHCTHYECKHM KJINEeHTaM?

[Tpu npopaxax KpynHbIM KJIMEHTaM IMKJI COCJIKY JUTUHHEE, T. €. IPOXOIUT OOJIbIlie BpeMEHH
C MOMEHTa HavyaJia OOIIEHHsI ¢ KJIMEHTOM JI0 TIOJTyYeHUsI 3aKas3a.

[Tpu mpopaxax KpyMmHBIM KJIMEHTaM B MPOIECC MPUHATHUS PElIeHUs] O MOKYIKE BOBJICUEHO
OoJbIIIee YUCTIO JIIOJIEH.

HamHoro cepbesHee [11s1 KOMITAaHUM TIPOAABIA ¥ TIOCJAECTBHS TOTO, HACKOJIBKO KaueCTBEHHO
MOCJIEJHUI BBITOJTHMI MOCTaBKY. OT 3TOro 3aBUCAT U UMUK KOMIIAHWH, U €€ peryTalus, 1 Moce-
AyIOIIUe PEKOMEH/IAIMY STHM 3aKa3YMKOM Balllell KOMIIAaHUM IPYTUM KJIEHTaM.

Pabota ¢ KpynmHbIMU KJIEHTaM# OOJIbIIE MTOX0XKa Ha yIpaBJIeHHe MPOEKTaMH, a C MEJIKUMU —
Ha BBITIOJITHEHUE CTAH/IAPTHBIX KOHBEUEPHBIX OIEpaluil.

Ocy1iecTBiisisi IPOAAXU KPYITHOMY KJIMEHTY, MEHE[Kep 3a4acTylo BHIHYKICH 3a/eiCTBOBATh
J0OpyI0 TOJIOBUHY COOCTBEHHOW KOMITAaHHH, a TP padoTe ¢ MEJIKMM 3aKa34MKOM B IPOIIECC BOBJIE-
YEHO Topa3/io MeHbIIIe JIOJel — BCe HAMHOT'O TPOIIe U ObICTpee.

[Mponaxa KpynHbIM KJIMEHTaM MOX0a Ha KOMaHAHBIN Buj criopta. Kak B hyrOone Hananato-
U HEe MOXET HUYero cienaTh 6e3 MOMOIIIH IPYTHX UT'POKOB, TaK U TP MPOAAKE KPYITHOMY KJIMEHTY
BaM HYKHAa MOMOIIIb KOJUIEr. DTUX COTPYAHUKOB HYKHO MPUBJIEKATh, BOBJIEKATh, 3AMHTEPECOBBIBATD
Y MOTUBHPOBaTh. [Ipr 3TOM O4YeHb BaXXHO, YTOOB OHM OCO3HABAJIM COOCTBEHHBIE POJIb M 3HAUSHNUE B
paboTe ¢ KJIIMEHTOM, a He BOCIIPUHUMAJIH ce0s1 KaK CTyYaiHbIX B JAHHOM IPOEKTE JIOJCH.

[Tpu nmponaxe KpynHbIM KJIMEHTaM BBIIIIE U IIeHa omMOKU. EcTh MHOKECTBO IIPUMEPOB, KOTIa
KOMITaHHU I TPOJABIA Pa30psiach U3-3a COOCTBEHHBIX OIIMOOK U IMPOCUETOB B pabOTE C OYEHb KPyII-
HBIM KJIMEHTOM.

Ecnu ¢ Menkum# KJIMeHTaM# paboTaoT B OCHOBHOM TPOJIABIIbI, KOTOPBIE BCE BPEMsI CyeTsITCS,
BBINIMCHIBAIOT HAKJIaJHbIE, BHICTABJISIOT CUETA, MOAMMCHIBAIOT aKThl CIAYM-TIPUEMKH U T. JI., TO MEHe-
IoKep, paboTaloIIUi ¢ KPYIMTHBIMU KJIMEHTaMH, CKOpee TOX0XK Ha aHaIuThKa. EMy TpeGyercst Gosnbiie
BpPEMEHU Ha TIOATOTOBKY, OOJbIIE pa3BeIaHHBIX.
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14. B yem pa3Huia Mexxay npojaaxkem
NMPOJYKTOB U MPOJAKeH yCJIyr?

[Mponaxa ycayr — 310 mpoaaxa ceOsi ¥ BUICHUS TOTo, YTO Mpou3oiaeT B OyaymeM. [IpogykT
MOKHO MOTPOraTh PyKaMu, CPaBHUTH C IPYTMMU MpoayKTamu. Harpumep, eciiu Bbl OKyMaeTe KOMu-
POBAJIBHBIN armapart, TO, BHIOMpasi U3 HECKOJIBKHMX MOJIENe, MOXeTe COMOCTaBUTh UX XapaKTepH-
CTUKU W 3aTeM MPUHATH pellieHue. YCayry, B OUIMYMe OT MPOAYKTa, MOTporarh Henb3s. Eciu Bbl
MOKYIIaeTe YCIYTy, TO OMpPeIe/IuTh, B YeM OTIMYHUE YCIIYT, OKa3bIBAEMbIX OJHOU (PUPMOIL, OT YCITyT
Apyroi (bUpMBI, 329aCTyI0 HEBO3MOXKHO, ITOKA BBl HE MOMPoOyeTe ¢ HUMH MopadoTaTh.

IIponaxa yciayru — 3TO Ha4aJI0 COTPYAHHYECTBA, MPOJAKa NPOJAYKTA — 3TO KOHeI|
001meHus1. be3ycoBHO, eciv BbI MPOJIAJIH MPOAYKT, KOTOPBIN KJIMEHT WCIOJIb3YeT MOCTOSTHHO, BO3-
MOYHBI JOTIOJIHUTETbHBIE TTPEIOKEHUS U TOTIOHUTE IbHBIE MTpoaaxu. Ho BooOie-To, nmpoaas mpo-
JOYKT Y TIOJTyYUB JIEHBI'H, BbI JIOCTUTJIN LIEJIU. A B MOMEHT, KOTJIa Bbl IIPOJIAJIM YCIIYTY, BbI BCETO JIMIIIb
JOCTHUIJIM HEKOI JOTOBOPEHHOCTH O TOM, 4TO OyeTe JesaTh.

Ecnu BB npoaete mpoaykT (IOMyCTUM, 9TO TYPHUKET ISl JIOCTyMa B TIOMEIIEHHUE), BbI CIIpa-
[IMBaeTe KJIMEHTa O TOM, KaKOBBI €0 OKUAAHUS U TPeOOBaHMS, CKOJIBKO JIIOeH OyJIeT MpOXOIUTh
Yyepe3 TYPHHKET 32 JICHb, KaK 3TOT TYPHUKET BIKCHIBACTCS B CYIIECTBYIONTYIO CUCTEMY O€30IacHOCTH,
KOT'O OHU XOTAT PErMCTPUPOBaTh, a KOrO HET, U T. 1. Ha OCHOBaHMM 3THX JaHHBIX Bbl MOXETE Mpe/-
JIOKUTh KJIMEHTY KOHKPETHYIO MOJIEJb, YIOBJIETBOPSIOILYIO €ro 3anpocaM. B npoaaxe yciyr ropazno
OoJIbIIIe HEOTIPEAEIeHHOCTH. 3a4acTyi0 y HEOMBITHOTO MPO/IABIIA YCIIYT CKJIAbIBAETCS BIICUaT/ICHUE,
YTO KJIMEHT CaM He 3HaeT, Yero XouerT.

Ecnu BBl OKyMaeTe nNpoayKT, HApUMep CIIOPTUBHBIN TPEHAKEP, KOMITaHU s, KOTOPasi BaM €ro
MIPOJIAET, IPOBEPSIET €TI0, BBIAET FAPAHTHIO U paccTaercs ¢ Bamu. Ho ecim BbI ¢ KeM-TO 1I0rOBOPHIIUCH
00 yciyre, cKaxeMm, TOMPaBUTh CBOE 3[J0POBbE MyTEM IMOCEIIEHHUsI CIIOPTUBHOTO 3aj1a, M3MEHEHU s
PUTMA KU3HU, TMTaHUS], HABBIKOB U T. [I., 9TO O3HAYAET, YTO Bl CAMU BOBJICUEHBI B ITPOIIECC OKA3aHUsI
BaM YCJIyT.
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15. Kak npogaBarh yCJayru KpylHbIM KJIAEHTaM?

Hpemne BCEro HaJO IIOHATb. BMECTO TOI'O YTOOBI KyII1UTb Balllk YCJIYI', KJIMCHT C BBICOKOU
10J1ell BEpPOSITHOCTU MOKET 3aXOTEeTh CIeJIaTh BCE TO CBOMMU cujlaMU. M HeI0CTaTOYHO MPOCTO 00b-
ACHUTD KJIIMCHTY, TIOYEMY €MY HE CTOUT AEJIATh 9TO CAMOCTOATEIIbHO (CKprTbIe 3aTpathl, IOTPAYCHHOE
BpeMs1 Ha 00yuYeHUe, OTOHUTEbHbIC COTPYJHUKH ), — HYXHO ellle YOeIUTh ero UMeTh JIeJIO C BaMH,
a He C BalllMHU KOHKypeHTamMu. B 3ToM momoraeT 3HaHne OnM3Heca KJIHEHTa, a HMEHHO NOHHU-
MaHHe, HA KaKHe Ba)KHbIe COCTABJISIONINE ero OM3Heca BO3/1efiCTBYeT yCJayra, KOTOpyIo Bbl
OKa3bIBacETeE. HaHpI/IMCp, €CJIM Bbl 3HACTC, YTO OKA3aHHBIC BaMU YCJIIYI' BJIUAIOT HA UMUK KJIMEHTA,
BBI BCETJIa CMOKeTe OOBSICHUTD 3aKa34MKY, UTO, 0Opalasich K OoJiee IemeBoMy MOCTABIIUKY YCIYT —
BalleMy KOHKYPEHTY, — OH PHCKYeT UMHIKEM CBOEi KoMIaHuu. MoxHO OyJeT cKka3aTh eMy Ciey-
I0IlIee: eCJIM KOHKYPEHTHI TIOCTABUIIM HU3KYIO 1IEHY UCXOJIsl U3 HU3KOTO KayecTBa CBOed padoThl, TO
HaBCPHAKA OHHU UMEJIU HA TO OCHOBAHU . Crourt 11 13-3a HEOOJIBIIION Pa3HUILIBI B HEHEC TAK pPUCKOBATH
MMU/IKEM Ballleil KoMIaHuu?

CymiecTByIOT yCIIyru, KOTOpbIe MOKHO MPesIaraTh 1o MpUHIKUITY «IIOMpoOyi U Kymu» (try and
buy): JOmycTUM, MPEOCTaBIATh YCIyry OecIUIaTHO B TeueHue Mecsa. KiMeHT nocie MecsuHOro
OecIuIaTHOrO OOIIEeHHsI C BaMK MOHMMAET, YTO Bbl KAYECTBEHHO OKa3blBaeTe YCJYry, M HaYMHAET
COTPY/IIHMYATh C BaMH Yke 32 JeHbI'M. MeTojl XOpoIlo paboTaeT, HO, K COXKAJIEHUIO, OH HE TOIUTCS
IJIA YCIIYT, KOTOPLIE ABJIAIOTCA YaCThIO KaKOM-JIMOO CHUCTEMBI WA CBSI3aHBI C JJIMTEJIBHBIM ITIOATOTO-
BUTEJIbHBIM 3TallOM (JII/ILICH3I/IpOBaHI/IeM urT. H.), IMOCKOJIbKY 31ECHh YK€ 1 APYTO€ BPEMA BLITIOJIHCHN A,
U Jpyrue TPyA03aTpaThl.

[pu mponasxe yciryr BaM O4eHb IIOMOXKET CPABHEHHUE TOTO, YTO OBUIO do Havyaa paboThl C BaMH
BaIllero KJIMEHTA, U Pe3y/bTaTa, KOTOPHIA OH MOY4UI noce.

Hekotopsle Jioy, Mpofaioiiye yCIyr, YTBepKIAlT, YTO MpoAaka MPOAYKTOB U Mpoaaka
YCIIyT HE MMeIT MexIy coOoil Huuero odmero. Ha camom fene 310 He Tak. DTarisl NEpPBUYHOTO
MOKCKA KJIMEHTOB B 0OOMX CJIy4yasiX BO MHOTOM COBIQJIAIOT. DTallbl OnpeesieHus moTpedHoCTerd —
Toxe. B pabote ¢ Bo3paxkeHUsIMUA MOTYT ObITh pa3Hble IIPHUEMBI, HO TOT ke CMbICI. TeXHUKa 3aKJTio-
YCHUA CACIIOK IMPpU MPOAAKE U IMPOAYKTOB, U YCIYI' IPAKTUYECKHU OAWHAKOBAA. OIIHaKO, INOCKOJIbKY
KaueCcTBO OKa3aHMsI YCIYyIH 3a4acTyl0 3aBUCUT OT TOTO, Kak ObUIO MOHSTO 33jIaHKe UCIIOJHUTEIICM,
4acToTa OOILIEHHs C KJIMEHTOM B JaHHOM Clly4ae, BO3MOXHO, Oojiee 3HauMMa, YeM IpH Mpojake
MPOJIYKTA.
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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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