Kapn Cbroann

KnueHtnl "™
Ha BCHO YKU3Hb

Carl Sewell
Paul B. Brown

Customers For Life [Xopomuﬁ nepenon!]



Kapn Ceroamn

KJaneHTHI HA BCIO KN3HD

«ManH, BanoB u ®epdep (MUD)»
1998



Y ]IK 339.138:658.8
BbbK 65.290-2

Coro311 K.

Knuents Ha Bclo xxu3Hb / K. Chioamun — «Mann, iBanoB u ®epbep
(MUD)», 1998

Kapn Cplo3111 — ycnienHblii OM3HeCMeH, KOTOPOMY YIaJIOCh MOTHSITh

NPOJAKU 1O HEBUJAHHBIX BBICOT Oylaroyiapsi MpUBJIEYSHUIO U YIEPKAHUIO
nokymnareneil. Ero kaura sipyisier co0oii pakTU4ecKoe PyKOBOJCTBO I10

paboTe ¢ KIMeHTaMu (a MOMYyTHO U N0 OPraHM3alui padoThl MPEANpUsITUS,
MapKETUHTY U MepUYeHIAN3UHTY). Chl03JJ1 pEKOMEHIyET BCEM AeJIaTh CTABKY

Ha MOCTOSIHHBIX KJIMEHTOB, ITOCKOJIbKY HACTPOW Ha pa30BbIE MPOAAKY JIENAET
Ou3Hec HeycToMYMBbIM. W yOeauTebHO JOKA3bIBAaeT: YTOOBI yep:KaTh KJIMEHTa,
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IIpeauciaoBue aBTOpa K poCCHIICKOMY H3IaHUIO

I[MepBoe, uTo X0OUeT czenarh oo Gu3HecMeH, padoraer Ji oH B Poccuu, Vtamn nmm mo6oit
APYTOii CTpaHe, — 3TO YBEINYUTh MAPKETUHTOBBIN OIO/KET, YTOOBI ITPUBJICYh HOBBIX KJIMEHTOB.

KoHneuHo, B 3TOM ecTb 3apaBblid cMbici. Ho eciii Bbl He 3a/lyMbIBa€TeCh O TOM, YTO IPOUCXO-
JUT TIOCJIe TOTO, KaK HOBBIM KJIMEHT Hal/IeH, 9TO MOXET BaM JIOPOro 0OOUTHCh. Mex1y TeM OT yike
CYILIECTBYIOIIUX KJIMEHTOB MOKHO MOJIYYUTh ropas/io OOJbIIe BBITO/IBI, M IIEHa TAKOro Ou3Heca OyaeT
HAMHOTO MEHBIIIEe, YeM TP MMOCTOSTHHOM TIOMCKE HOBBIX PBIHKOB COBITA.

Mopaub: ipex e yem OpocaThcsi Ha MOMCKY HOBBIX KJIMEHTOB, OMPOOYITE MPEeBPaTUTh MOKY-
natesiei, c/IeJIaBIIMX Y Bac OJHY MOKYIIKY, B KJIMEHTOB Ha BCIO KU3Hb.

JlaHHasl KHUra LEeJMKOM IOCBSAIIEHA TOMY, KaK 9TOTO JIOOMThCS.

ITouemy crouT npuaepkuBaThcs Takoro noaxoga? CMoTpuTe: eciy Bbl peycreeTe B IpeBpa-
IIEHUH CITyYalHBIX MOKYTaTeNell B TIOCTOSIHHBIX KJIMEHTOB, PE3y/IbTaThl OyAyT TOJIBKO MOJOKHUTEb-
HbIE.

* [IpogaBath yciyru uim ToBaphl CyLIECTBYIOLEMY KIMEHTY HAMHOT'O MPOIIie, Y4eM HOBOMY. Bbl
YK€ YCTAaHOBWJIM C HUIM OTHOIIEHHS U 3HAeTe ero MmoTpeOHOCTH. UMCThIN pe3yibTar: Ballld pacXoibl
Ha MapKETHUHI CHUKAIOTCS.

» Bam He Hano OynmeTr TpaTUTh MHOTO CHJI, BpEMEHHU U CPEIICTB Ha TO, YTOOBI BAIM KJIMEHTHI
cHOBa BeIOpay Bac. OHM CKOpee MPUCITYHIAIOTCS K BalllUM NPeUIOKEHHUSAM, TIOTOMY UTO yKe MMEITH
TIOJIOXKUTEJIbHBINA OMBIT OOIEHUs ¢ BaMU. (DTO 3epKaJIbHOE OTPakEHHE NEPBOro MyHKTA, C aHAJIOIMY-
HBIM PE3YJIbTATOM: MOBBIIIEHNE TPUOBLIH. )

* Ec/iu KJIMEHTHI IOKYNAIOT Y Bac, OHU He MOKYMNAIOT Y KOHKYpeHTOB. [IpeBpartas ciyyaidHbIX
TMIOKyIIaTesiell B KJIMEHTOB Ha BCIO )KU3Hb, Bbl BBIMTPBIBAETE, 4 BALLIM KOHKYPEHThI, KOTOPbIE HE Ie/Ial0T
3TOrO, IPOUTPHIBAIOT.

* [TocTOsIHHbBIE KJIMEHTHl HE TaK YyBCTBUTEJIBHBI K LIeHE. Bbl yke yCTaHOBMIM XOpOIIIME OTHO-
IIEHH, ¥ TIOKYIIaTeJIsIM JIerye 3arlaTUTh HEMHOT'O OOJIbLIIe BaM, YeM TPATUTh BpeMsl Ha ITOUCKHU JIpY-
roii KOMIIAaHUH, KOTOpasi CMOKET OOCITY)KUTh X Ha TAKOM K€ BHICOKOM YpPOBHE.

* OHu ¢ GobIIel TOTOBHOCTBIO MOMPOOYIOT U APYTHe BAIlM MPOLYKTH U yCIyru. Bel Haxoau-
Tech B 00JIee BBITOIHOM TTOJIOKEHUH, YeM Apyrue (prupMsbl, ¢ KOTOPBIME OHM He uMenu aena. Jlosepue,
KOTOpOE Bbl 32aBOEBAJIM M3HAYAJIBHO, PACHIPOCTPAHUTCS U HA JIpyrye Bally MPeIoKeH .

Kak BuauTe, HalleleHHOCTh Ha MPOJAKy CYIIECTBYIOLUIMM KJIMEHTaM SIBJISIETCSl Topaso Oonee
PEe3yJIbTaTUBHOM M MEHee 3aTpaTHOWM MAapKETHMHIOBOH CcTpaTerrei, Y4eM MOMCK HOBBIX MOKYyMaTeseH.

[Mouemy e Takoro mogxona He MPHUAEPKUBAETCS OOJBIIMHCTBO MapketonoroB? Tomy ecTb
LeJIbII psi/l IPUYMH, HAYMHAS C TOTO, YTO MHOTHE ITPOCTO OPUEHTUPOBAHBI TOJIBKO HA HOBBIE CHEIIKH —
TO €CTh B ITPUHLIUIIE CIOCOOHBI [yMaTh TOJBKO O PACIIMPEHNH PHIHKOB COBITA, — M 3aKaHYMBAs CKYy-
KOM: «MBI yXe JaBHO pab0OTaeM C 3TUM YeJIOBEKOM (MJIM KOMITAaHUEH ), XOUETCsl Yero-T0 HOBEHBKOT 0.

Ho Hajgo noHATh, 4TO, €CiM Bbl HE MbITAETECh NPETEHAOBATh HA JJIMTESbHBIE OTHOLIEHUS C
BaIllM KJIMEHTOM, BbI T€psieTe Ha STOM JIeHbI'H. V1 BO3MOXHO, OOJIbIIINE JEHBIH.

JlaBaiite paccMOTpUM TpOCTOM MpUMEp U3 Moero OmsHeca. §l Mpomaio JIerkoBble MalllFHBI.
YToObl HE YCIIOKHSATH PACUEThI, Oy/IEeM CUMTaTh, YTO CPeAHsIs leHa MamvHbl — 25 000 gomtapos. Kak
IIPAaBUJIO, 32 CBOIO )KM3Hb CPEAHNN KJIMEHT NoKynaeT y Hac 10 mammH. To ectb 310 250 000 nosmnapos
(6e3 yuera undnsamu, B gowiapax 2005 roga). Kpome toro, Ha 00cmyXMBaHIE MalIMHbI (OT 3aMEHbI
MacJa 10 peMOHTa MOMSATBIX KPbUIbEB) KJIMEHTHl TPATAT CyMMY, PaBHYIO IPUMEPHO TPETH €€ LIEHBI.
10 naer eme okoio 82 500 pomtapos, u B cymme — 332 500. DTy cyMMy MOKHO 3apaboTaTh, €CIi
IIPEBPATUTh MOKYTIATEJIsl OJHOW MAIIMHBI B KJIMEHTA Ha BCIO KU3Hb.
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Termepb mpeACcTaBUM, UTO YEJIOBEK KYITWIT y HAac MarmmHy 3a 25 000 goiapoB u 60s1bilie HUKOT/IA
HE TMOSIBJISIJICS, TOTOMY YTO €My Y Hac He MoHpaBwiIock. Pasauna B mpuosum — 307 500 gomnapos.
CKOJTBKO peKJIaMbl HaJI0 pa3MEeCTUTh U CKOJIBKO pacIipofiak MPOBECTH, 4ToObl 3apadorars 307 5007

TpyaHo npencTaBuTh cede MapKETUHTOBYIO KAMITAHUIO, KOTOpast CIIOCOOHA MTPUHECTH TaKOH ke
a0X04d, KaKOU BBl MOXKETE MOJIy4YUTh, y6€I[I/IB BalICro CymeCTBYIOMIETO KJIMEHTA MMOKYIIaTh TOJIBKO Yy
Bac. BcriomHuTe 00 3TOM, BepcTasi Balll MApPKETUHTOBBIN OrojikeT. BMecTo Toro 4toObl 3amyCcTUTh
HECKOJIbKO HOBLIX MPOrpaMM JIs1 MPUBJICYCHUA HOBBIX HOKyHaTCJICIL/'I, rnouemy 6I>I HE y66I[I/ITLCH B
TOM, YTO Bbl MAKCHMAJILHO YIOBJIETBOPSIETE MOTPEOHOCTH CYIIECTBYIOIINX KIUEHTOB?

Bel cripainmBaete, kakoy nepBblii miar cenath? B Tedenue cienyoreit Heaeau nospoxnute 10
KJIMEHTaM, IIPUHOCSIIAM BaM HAaUOOJBIINI TIPOIEHT I0X0/a, MOOIArofiapute MX U HAYHUTE 00CYK-
JEHUE TOI'0, KaK Bbl MOXKETE CIE/1aTh UX JXU3Hb JICTYE.

Kapn Coro91n
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IIpenucaosue Toma Ilutepca

B 371011 HEOOBIYHOI KHHTE €CTh LEJbIA pa3ziesl — YeThIPE IJIaBbl, — MMOCBSILIECHHbBIN BBISICHEHHIO
TOr'0, Y€ro Xo4eT KJIMEHT. ECThb I1aBa, NOCBALIEHHAsA TyaJleTaM, a BEPHEE, UX BO3AECUCTBUIO HA BOC-
IpUATHE KJIMeHTa. U ele B 0qHOM IVIaBe peub UIET UCKJIIOUUTENBHO O BBIBECKAX U YKa3aTellsX.

N 060 BceM 3TOM rOBOPHUT YeJIOBEK, KOTOPBIA yBeIU4ms cBoi OmsHec ¢ 10 MuIH m01apoB
B 1968 roxgy o 250 MJIH J0/11apoB CerofiHs, ¢ MpUOBLIBIO, BEIPOCHIEN B TaKOM ke rponopuuu. Kapi
Crioa711 nponaet aBromoomn: «Kamwnaku», «Jlekcycel», «Xenngain» u «lIlleBpone». I[Tokazarenu
YIOBJIETBOPEHHOCTH €T'0 KJIMEHTOB HEBEPOATHO BEJIMKU. OH HE TOJIBKO BO3IVIABJIAET pa3IMYHOIO poza
PEUTHHIY — OH KaXJbIi pa3 BHOCUT BCE HOBBIE OTTEHKU B ITOHATHE «JTyYILUI».

Mectamu 3Ta OIIEJIOMIISIONIAs KHUra BBINISAUT KaK-TO MO-JOMallIHEMY: He OepHTe ¢ KJIMeHTa
JIEHeT 3a Te YCIIyI'd, KOTOpBIe Bbl OKa3aaM Obl OecIuaTHO Apyry. (DTO MOXKET, Halpumep, 03Ha4aTh
OTIPaBKy TEXHHMKA — OHU JEKYPAT KPYIJIOCYTOYHO, CEMb JHEN B HEAETIO — B a3POIOPT B IOJHOYb
17151 OECIIATHOM 3aMEHbI CJIOMABIIETroCcsl Y KJIMEHTa KJI0Ya 3aKUTaHMsA.) DTHYECKUI TTOAXO 3/1€Ch
TaKOW: yIpaBIIsIiTe CBOMM OM3HECOM, BCE BpeMs 3a/1aBasi ce0e BOMpPOC: «A ecii 00 9TOM HalMIITyT
B 3aBTpALIHEN rasere?»

Mecramu 31a KHUra usymisier: Chloa/1 BEpUT B MCUXOJOTMYECKOe TeCTUPOBAHUE OymyInX
COTPYZIHUKOB. /1 €ro r1aBHbIN TECT TAKOB: €P3a€ET JIM YEI0BEK BO BpeMs UHTEpBbI0? Eciu BB mooiceme
CHJIETh CTIOKOIHO BCE BpeMsi MHTEPBBIO — BbI Tepoil He ero poMaHa. OH JTI0OUT SHEPIrUYHBIX JIIOJCH.

Kapn Cploa/11 ycTaHaBaMBaeT CTaHAAPThl aBTOAUJIEPCKOro OM3Heca yxe MHoro Jiet. Ero cep-
BHUCHBIN OT/IEJ IIEPBBIM CTaJl padoTaTh 10 Cy0OO0TaM M MEPBBIM CTaJ IPEAOCTABIISATH CBOUM KJIMEHTaM
BPEMEHHBII aBTOMOOWIIb, TTOKA UX COOCTBEHHbIM Haxoautcs B peMoHTe. Ceifuac ero mapk TOJbKO
BpeMeHHbIX «Kaansutakos» cocrasiser 150 maimH (a eme ecTb 1 BpeMeHHble « XeHaan»). Ho oH He
MIOYMBAET Ha JIABpax: TENEPh €r0 CEPBUC-LEHTPbl HAHSIN COTPYAHUKOB, KOTOPbIE CaMy MOATOHSAIOT
BpPEMEHHBIE MalllMHbI MIPSIMO K AOMaM KJIMEHTOB, a MX MAIlMHbI 3a0MpPalOT B PEMOHT WJIM Ha 00CTy-
KHMBaHUE.

Cploa1u1 Kynut yOOPOUHYIO MallvHY AJIs1 YUCTKH YJMIL U JOPOT BO3JIe CBOMX LIEHTPOB, TOTOMY
YTO, MO €r0 MHEHMIO, MyHUIIMIIAJIbHBIE YOOPIIMKY HE JI0BOJAT CBOIO padoTy A0 Osecka (a mepsoe
BIIEYATJIEHUE, KaK OH TFOBOPHUT, OYEHb BAKHO M CIMILIKOM 4acTo UrHopupyercs). Kpome toro, o
yroBopu pecropan Celebration OTKpBITh (pUIHa B OTHOM M3 CBOMX LIEHTPOB — YTOOBI 3aHATH TEX
KJIMEHTOB, KOTOPBIE XOTST 3a0paTh CBOIO MAIIMHY Cpa3y Mocje 00CIyKUBAHHUS.

Bce 310 3acTaBisger BHUMATENbHEE IPUCMOTPETHCA K BOBMOXKHOCTSAIM M pe3yJIbTaTaM Helpe-
B30IJIEHHOr0 00CITy’)KMBaHUsI KJIMEHTOB. DTOT MOAXOM NMPUMEHUM IpU NpoAaxe Kak «XeHIail» U
«[eBpone», Tak u «Kanunnakos» u «Jlekcycop». 51 6b1 no6aBMI, X0Th Kapi sToro u He caenan, 4yTo
TakoW Moaxof OyaeT padoTaTh OIMHAKOBO XOPOILO U JUTSl HEOOJIBILIOTO PeCcTOpaHYMKa, U AJIs KPYII-
HEWILEro POU3BOAUTENS CYIIEPKOMITBIOTEPOB.

V 37001 KHUTH ecTb U Jipyrasi cTopoHa. «CUCTeMBI, a He YJIbIOKH» — JIACUT Ha3BaHUE OTHOM
u3 raB. Chlo3J11 — MMOHEP KOMIbIOTEpU3aLUK B aBTofese. Ero corpyaHuky, 3aHuMaromyecst o0ciy-
’KMBaHUEM, paboTalOT OBICTPO UMEHHO TMOTOMY, UTO HY)KHasl IeTaJlb OKa3bIBAETCS B HY’KHOE BpeMsl B
HYKHOM MecTe — Oyiarogapsi YHMKaJIbHOM M CJIOKHOW MTpOorpamMme yrpasjieHus ckiagoM. TouHo Tak
e BBIOOpP M I071aya HYXKHOW KJIMEHTY MalllMHbl U3 TUTAHTCKOW MapTUM MPOUCXOIUT MTHOBEHHO —
Onaroziapsi Apyroil KOMIbIOTEPHOW CUCTEME.

Chi03711 u3MepsieT a0ComoTHO Bee (cM. rm1aBy 18). OH u3MepsieT padboty kaxjoro. bonee Toro,
OH CTaBUT BCEX, BKJIIOYasl MOMIIMKOB MAllIMH, Ha CAEJIbHYIO (popMy oruiatsl. [Ipu aToM Bo3Harpaxae-
HUeE /1151 pa0OTHUKOB HAXOJUTCS Ha 3200JIa4HOM YPOBHE, U €CTb ellle O oJblIie BO3MOXHOCTU — HO U
TpeboBaHus BechMa BbICOKU. B aBronieHTpax Chloa/1/1a HET MecTa MaJIOAYLIHBIM M HEPELIUTEIbHBIM.

Kapn Cproa/11 1aeT npoBOKALMOHHBIE COBETHI IO MOBOAY JIMAEPCTBA, MO MOBOLY CO3/aHUSA
BHEILIHEW M BHYTPEHHEN aTMOC(EPBI, O TOM, KaKOW 3TUKM HAJO0 MPUAEPKUBATLCA U KaK OTMEYaThb
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ycrex NoqurMHeHHbIX. OH Takke OTKPBIBAET CEKPET ycriexa: BOpoBcTBO uieil! MHoro set Hazaza Chlo-
9JUT JaJl Pe3KUil TOTYOK PAa3BUTUIO CBOETO OM3HECa 3a CUeT MPOrpaMMbl ITOMCKA HOBBIX PEIICHUH —
HayaB C TIOCEIIEHHMs] JIYUIIINX aBTOLIEHTPOB TOro BpemeHu. OH Takxke mojcMarpuBaet ujaen y Marriott,
American Airlines, The Mansion at Turtle Creek, Chuck E. Cheese, Stew Leonard, Neiman Marcus
Y MHOXECTBA JIPyTrMX KOMIIAHUH.

MeHst HeMHOTO OecrioKouT, uTo Kaps mopoil muIeT Tak, 4To CKJIaAbIBAETCS OLIyIIEHHUE Jier-
KOCTH, C KOTOPOW OH BeJleT CBOM Jiesia. Ero pacckasbl HACTOJBKO KPACOYHBI, YTO YaCTO OTBJICKAIOT
OT MYZIPbIX U TOHKHUX COBETOB, KACAIOIIMXCS HAalIMa, OTIAThI, MOTUBAIMHU, U3MepeHHsT 3(PEeKTHBHO-
CTU ¥ ApyTruX BorpocoB. Onucanue 060eB 1o 250 10/U1apoB 3a PyJIOH, KOTOPHIMU OKJICCHBI TYaJIeTh
aBTorieHTpoB Cadillac, MOkeT 3aTMUTB paccKa3 O €XkKeJHEBHBIX COBEIIAHUSX M0 KAUueCTBY, O CXeMax
MOMCKA MTPUYMH TOBTOPSIOMIMXCS TIpodsieM U 00 ycepaHoM oOydeHnr Chioasuia y SMOHCKUX MacTe-
OB KOHTPOJIS KauecTBa (OH MEPBBIM MPUMEHI MX MJIeU U3 00IACTH IPOU3BOJICTBA B CEKTOPE YCIIYT).

T'oBOps KOpOUe, 3Ta KHUT'a HACTOJBKO K€ Cepbhe3Ha M pacCyJuTe/IbHa, HACKOJIBKO OHA yBJIEKa-
TeJIbHA U Becesia. Y Hee MPOCTOM SA3BIK, HO IJIABHAS MBICITb BOBCE HE TIPOCTA.

Hpyras nmpoGnema: MHOTHE YMTaTeT MOTYT IOyMaTh, YTO TA KHUTA MOCBSAIIEHA TOJbKO TOP-
roeiie aBToMoOmIsiMuU. K yect Cpioasiia, OH He MCTIONB3YeT CBOIO TPUOYHY YCHEIIHOrO OM3HECMeHa
TSI TIPOTIOBEIeN O MpoOIeMax roCyJapcTBEHHOIO JI0NTa, Kpu3uce B cepe 00pa3oBaHUs W JIakKe
o Cola-oitHax. OH MpUAEPXKUBACTCS TOTO, YTO OH 3HaeT. M 1 He Mory ImpeacTaBuTh cebe Ou3Hec,
WM OM3HECMEHa, WJTM PYKOBOJUTEISI TOCYAAPCTBEHHOTO OpraHa, KOTOpble He CMOTJIA Obl U3BJIEUb IS
ce0s1 BBITOTy U3 9TOW KHUTH. f TIaHupyIo ofapuTh ee cBonM Jpy3bsiM B Hewlett-Packard u Apple,
PO3HUYHBIM TOPrOBIIaM, OAHKHMPaM M AaXe HECKOJIBKUM CBSIIIIEHHUKAM.

B 3T0i1 KHUre CKphITa MOJTHOILICHHAS TEOPUsI YIIPABJIEHUS 1 OOCTYKUBAHUS KJIMEHTOB. f Xouy
TMIOJITOJIKHYTh BAC K TOMY, YTOObI BB yIJTyOMJIUCh B UTEHHUE, YIBIOHYIHICH, OOTyMAaIi — U HAYaJTh AeH-
CTBOBATb.
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Touka orcuera

HpOGJIeMLI A BOSMOZKHOCTH XOpOoLI€ro cepsuca

C tex nop kak Ilon 1 51 HayaM padoTaTh HaJ| IEPBBIM U3/IaHUEM STOW KHUTH, MHOTO€ U3MEHH-
nock. Hanpumep, ceituac GOIBIIMHCTBO KOMIIAHUH TTOHSIT HEOOXOAMMOCTb MTPEIOCTABIICHHS XOPO-
I1IEr0 CepBHca — UX KJIMEHThI HE OCTABWJIM UM APYToro BIOOpA.

KimenTsi ceftuac 60see 06pa30BaHHBI, MHOTO Iy TEIECTBYIOT M BUAST OOJIbIIIE, YeM KOTaa-1moo
npexje. Kak pesyabrar — y HUX Oosblile IpUMepoB 71 cpaBHeHUA. OHU 3HAIOT BKYC HACTOSAILEH
(paHiy3ckoil KyxHH. OHM 3HAIOT, KaK BHIVIAAUT padoTa UTAJIbSHCKOTO MOpTHOro. OHM 3HAIOT, YeM
JOJIKEH ObITh HAUMHEH aBTOMOOWIIb, YTOOBI OH OIPAB/IBIBAJI CBOIO IIEHY.

To xe camoe MOXHO cKka3aTb 0 cepBuce. CerofHAIHNE KJIMEHTH UMEIOT ONBIT KAY€CTBEHHOTO
00CITy)KMBaHMsI, ¥ OHO MM HpaBuTcsl. OHM yXe PUBBIKJIM K HeMy. Boree Toro, onu ero tpedyior!

Ternepb BbI yKe HE MOXETe CKa3aTh KJIMEHTY: «BpiOupaiite Mex/1y HU3KMMU IIeHaMU U XOpO-
MM 00CITyKMBaHuEeM». Eciti BB 00 3TOM 3aMKHETECh, BaM OTBETSAT: «XOTUM U TOTO U JPYroro!»

HeoGxonumocTh npeaocTaBiaeHuss XOpolero o0CayKUBaHUsl CTABUT Iepel HaMH LeJblid psif
npo0OJieM, HO BMECTe C TeM CO3/1aeT W OoJbllle BOZMOXHOCTEH. [laBaiiTe MOroBOpiMM M O TOM U O
APYTOM.

Bo-niepBbix, IpoOIeMBl.

MpbI CKJIOHHBI 00€IaTh CJAHIIKOM MHOTO. JKenas nmpeocTaBuTh Xopoliee 00CIyKMBaHHE,
MBI 329aCTyI0 OOeIaeM 4TO-HUOYAb HepeabHOe. A MOTOM, KOTJa Y Hac He ToydJaeTcs 3alyMaHHOE,
HallIM KJIMEHThl Pa304apOBbIBAIOTCSA — MO MPaBy.

D70 Hama coOCTBeHHAs1 BUHA. MBI TIOOHSIM UX OKUAAHUS CITUIIKOM BBICOKO U HE C/IepKan
CBOETO CJIOBA, TaK YTO HEUYETO YAUBJIATHCA HEAOBOILCTBY MOKymnareseld. COBEPLUIEHHO HE BaXXHO, UYTO
HalI¥ HaMepeHUs! ObUTM UCKPEHHUMU. PaKT TOT, YTO Mbl 3TOTO HE CIeJIalIH.

MBbI OJTKHBI YCTAHOBUTD BBICOKHE, HO PEAJTUCTUYHbIE OKUAAHKS TOTO, KAKOM YPOBEHb CepBHCa
MBI MOEM IpeJoCcTaBUTh. II0TOM MBI JOJIKHBI clieslaTh BCe, YTO 00eaii, U, BO3MOKHO, JaXe YyTh
oonble. (I1aBa 4 0ObACHSET, KaK Mbl 9TO MOXEM CAeNaTh, a [J1aBa 13 Mokas3blBaeT — MOKET ObITb,
HEO)XUJJaHHO, — YTO KJIMEHT He BCerja Mpas.)

Bbl He cMoO:KeTe OrpaHUYUTHCA YACTHYHbIMH yayumeHusavH. Emie B 1980-x rogax pos-
HUYHbIE NIPOAABLBI HAYaJlM MOHUMaTh, YTO HAaUXyZLIee MECTO HaxonuTcs B cepeauHe. Ecnu Bamm
LIEHbI «CPEAHUE», HANIETCS KTO-TO, KTO MPEJIOKUT IIeHbl HUke. Eciu Baliii ToBaphl HEIIOXHe, Hail-
AeTcs KTO-TO, KTO MPEAJIOKHUT ITPEBOCXOAHOE KayecTBO. Tex, KTo JepiKajics cepearHbl, BHITECHUIN
c peiHKa. (BcroMHMTe cetn yHHBEpMAaroB, KOTOPHIX OOJIbIIE HET.)

To ke camoe MpOUCXOOUT cefuac U ¢ cepBucoM. OOCITyKMBaHUE YPOBHSI «COMAET M TaK» He
npuHecer ycriexa. Tenepb Marasunsl Tuna Wal-Mart 1 Home Depot npeaoctaBisiioT BbICOKUI Ypo-
BEHb 00CITY)KMBaHUS, M KOMITAHUH, IPOJAIOIINE JIIOKCOBbIE TOBAPbI, KOHEYHO, HE C/IENIAI CBOU CTaH-
JapThl MEHEe CTPOTMMHU.

Korga neno poxoaut 10 npegoctaBieHus yCIyr, y Hac HeT BbIOOpa. Mbl OJKHBI JIMOO yiTyd-
marb 0OCITyKMBaHHUE, MO0 3aKPBIBATH JTABOUKY.

Tenepb MOrOBOPUM O HOBBIX BO3MOKHOCTSIX.

«KauectBo» Bpemenu. ['oBopuiiy, uro Bpems B 90-X rogax CTaHeT BaTlOTOM. DTO OKa3al0Ch
npaBoi. KiMeHThl He TOJIBKO K 1yT Ooslee KayeCTBEHHBIX MPOLYKTOB U YCIIYT, HO U XOTAT NOJIyYaTh
ux OpICTpee U Ipouie.

UroOsl ycnieTsb Bee: pacTuTh JAeTe, JTI0OUTh, padoTaTh, 3aHUMATHCS CIIOPTOM, OTABIXaTh, — HAM
HY’XHO OoJbinie BpeMeHu. [Iporserars OyayT TOJBKO Te, KTO paboTaeT OpicTpee U JTydlle.
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BaskHocTb skeJlaHuil. Mbl MIOHSUTH, YTO y HAC €CTh TOJIBKO OJMH CIIOCOO OTIIMYATHCS OT APY-
I'MX, ¥ OH 3aKJII0YeH B HamMX paboTHMKax. Beab Bce MPMBI MMEIOT JOCTYIT K OTHUM U TEM Ke
MCTOYHMKAM KaruTaja. MIHHOBalMu MOTYT OBITh CKONMMPOBAHBI HA clenyloliee yTpo. Jlioobie HyX-
HbIe TEXHOJIOTUU BHEPSIOTCS TI0 MAHOBEHMIO PYyKH. Tak 4TO KOHKYPEHTHOE MPEUMYILIECTBO MOTYT
CO31aTh TOJILKO HAIIH JIIOIA ¥ CEPBUC, KOTOPBIN OHU MPEIOCTABISIOT.

Ho Haem XopoImx 1 yMHBIX COTPYIHUKOB — 3TO ellle He Bce. DTO BaXKHO, U 3TOMY JIake MOCBsI-
IIeHa 3HaYMTe IbHAs YacTh Hatell Kauuru (paszen I11), Ho 3Toro y:xe HeA0CTaTOYHO.

ITpoBOIs MHTEPBBIO C KAaHIUIATAMMU, MbI JOJIKHBI UCKATh <«JKENAOIIUX» Jofed. OHM Ha caMOM
nene ocenarom padortars y Hac? U, 4o eine BakHee, OHU HA caMOM JIesie Jiceadaron 3a00TUThCS O
HaIIUX KJIMEeHTax?

Ecnu 310 Tak, To Hall GM3HEC CTaHeT He TOJIBKO OoJiee MPUOBLILHBIM (CM. I71aBy 34 1 r1aBy 36) —
OH CTaHeT MPOIIe U TPUHeCeT HaM OOJIbIIe YIOBOIbCTBUSA. UTO MOXeET ObITh MpHUsATHEE, YeM padoTa
C YMHBIMU JIIOJIbMH, pa3iesIsionMe Bammm B3rsaab? Korga s codupatoch Ha paboty B cyOOOTHee
yTPO, MOsI KeHa Bceraa JpasHUT MeHst: «Thl uzels He padortath. Thl Maelb pa3BiekaThcs». OHa
npaBa. f IefCcTBUTEIBHO HACIAKIAI0Ch PA0OTON ¢ TAKMMHM 3aMevaTeIbHBIMU KOJJICTAMHU.

Kak mMb1 Mo2keM cTaTh Jydine. Kak co3mare Takoro poaa okpyxenue? XoTs 5 caM YIHICS
B HO’xHOM METOAMCTCKOM YHUBEpCUTETE, s XOTe I Obl MOXBAIMTH MapHel n3 YHuBepcutera Texaca.

Oxono 25 nieT Ha3a OHU MPOBEJU UCCIIEOBAHUE, YTOOBI BBISICHUTD, YTO CAEIAI0 CTO CaMbIX
YCTICIITHBIX JIIOJISH UX IITaTa TAKUMH YCTICITHBIMU. V1 ObUTA YIUBIIEHBI TEM, KaK MaJIO OOITIero MexX Iy
HUMHA. OTHM ObLIM XOPOIIMMH CTYAEHTaMH B OTJIMYHBIX By3aX — TOIJIA Kak JApPyrue ¢ OOJIbIINM TPY-
JIOM TIOJTYYMJIM BhICIiee oOpa3oBaHue. ToIbKO HeOOMbINas YacTh MPOUCXOIMIA U3 OOraThIX CEMEH.
daktryecku OOIMM OBUIO TOJBKO OHO: BCE OHM IMPOBEIM MHOTO BPEMEHH C YCIICIITHBIMU JTIOJJbMHU.
Jlpyrumu CJI0BaMU, OHU HAYUYHMJIKCh OBITh YCTICIITHBIMH.

MBpI He MOKeM TIO3BOJIUTH ceOe MPEKPATUTh YIUTHCS. 3HAHKS YeJIOBEYeCTBA TTOCTOSTHHO YMHO-
JKAIOTCS, U €CJIM Mbl HE UJIeM B HOTY CO BPEMEHEM, TO He CMOXKEM OCTaBaThCSI KOHKYPEHTOCIOCOO-
HBeIMU. JIUIIb TIPOJOIIKasi CBOe 0Opa30BaHUE, Mbl MOXKEM YJIYUIUTh HAITy Kapbepy, Hallly CIOco0-
HOCTh MBICJTUTH U Hallle Onaromnonyure. Har Mo3r noxox Ha Myckysibl. EMy TpeGyioTcst ypakHeHu .

Wrak, uro ke B cyxom octatke? Haiinure paboTy, KOTOpasi BaM HPaBUTCS, KOTOPYIO BBI BOC-
MPUHUMAETE KaK UIPY M IJIe €CTh BO3MOXHOCTb PACTH U YUUThCA Y BEMKUX yuntesei. [Torom yoe-
JMTECh, YTO Bbl 3a00THTECH O TEX, KTO pabOTaeT BMECTe C BAMH, M O BAIIIMX KJIMEHTAX.
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HecaThb 3anoBe/ieil 00C/y:KHBaHUS KJINEHTOB

1. BACTABJIIUTE NX BO3BPAIIIATHCA.

CripaivBaiTte KJIMEHTOB O TOM, Yero OHU XOTSIT, U JIaBaliTe UM 3TO CHOBA U CHOBA.

2. CUCTEMBDI, A HE VJIbIGKN.

To, 9TO BB TOBOPHTE «ITOKATYHCTa» U «CMacu00», BOBCE HE FAPAHTUPYET TOrO, UTO BHI JIejIacTe
padoTy MPaBUIILHO C MEPBOro pa3a. TONbKO CUCTEMHBIN TIOIXO/] MOKET TapaHTUPOBATh ITO.

3. OBEIIIAWTE MEHBIIIE, TEJIAVITE BOJIBIIIE.

KiuenTs! x1yT, 4TO BBI CIEpKUTE CBOE CJIOBO. [IpeB3oiauTe Ux OXKUAAHUS.

4. KOI'JIA KJIMEHT O YEM-TO IMPOCUT, BAIII OTBET BCEI'TA — «[1A».

Touka.

5. YBOJIBTE BAIIINX KOHTPOJIEPOB 1 BECH JIEITAPTAMEHT OTHOIIIEHUI C
KIIMEHTAMMU.

Kaxapiii paOOTHUK, OOIIAIOIIUICS ¢ KIMEHTaMU, JIOJDKeH UMETh TOJTHOMOYMsS U pa3dopa
kano0 ¥ pereHus npoosiem.

6. HET XAJIOB? UTO-TO HE TAK...

[NoomipsiiTe KIMEHTOB TOBOPUTH BaM O TOM, UTO BbI I€J1a€T€ HEMPABUJILHO.

7. UBMEPSIUTE BCE.

CDYT6OJILHI)IC KOMAaH/bI 3TO AEJIaloT. BrI TOXE AOJUKHBI ITOCTYIIATh TaK.

8. BAPIIVTIATBI HECTIPABEJIJINBBI.

[LnaTute moasam Kak napTHepam.

9. BAIIIA MAMA BbUJIA TTPABA.

JleMoHCTpHpy#iTe yBaXkeHHe K JIIoasaM. Byabpre BeIMBHL. DTO padoTaer.

10. «ITIOHU3UPYUTECD».

V3HaiiTe, Kak JeHCTBYIOT Jyuinve. Buenpure y ceOst ux cucremy. [Torom ymydmmmre ee.

Ipenynpexaenne. mu decsamv npagun He CMoOANM HU 2POUAA. .. KPOME TEX CllydyaeB, KOrjaa

BBI TIOJTy4aeTe MpuObUTb. Bbl TOTKHBI 3apadaThiBaTh JEHBIHM, YTOOBI OCTABAThCSl B OM3HECE U MPEao-
CTaBJISATh XOpolliee 00CTyKUBAHKE.
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Touka orcuera: Bbl X0OTHTE OBLITH EPBHIM?

SInoHITB! — MpeBocxoiHbIe X03sieBa. Korma s1 0p11 B TOKHMO Ha aBTOIIIOY, BCE, C KeM sl BCTpevaics,
6I>UII/I HaCTOJIBKO JIIO6C3HLI N TOCTCIIPUMMHDBI, YTO MHE 61)1)10 TPYOAHO COBMECTUTD TaKyl0 BEKJINBOCTb
SITIOHIIEB C X arpPECCUBHOCTHIO B OM3HEce.

$1 HaKOHeII TIOHSLT, B YeM JIeJNO, TOJIBbKO Ha cTeHe Toyota, Korjua ycblmai 0ObsICHEHUS] MOJIO-
JI0T0 SITOHCKOTO UHKEHepa O TOM, UTO UX LIeJIb COCTOUT B TOM, YTOOBI OBITh «HIUOAH», TO €CTh «HOME-
POM TIEPBBIM», CAMBIM OOJIBIIINM, CAMBIM JTY YIITHM.

S crpimian Ty hpasy HEOTHOKPATHO, Be3Jie, IJie MHE JIOBEJIOCh TOOBIBATh. «DTO KPYITHEUIIIHIA
0aHK MUpa», «DTO KpynHeuias Opokepckas ¢pupma». M KOHEUHO, Mbl IPUCYTCTBOBAIN Ha KPYII-
HEHIleM aBTOIIIOY B MUPE.

IMockonbky 51 u3 Jlannaca, s CUUTAN, YTO IMEHHO TeXacllaM MPUHAJICKUT IKCKITIO3UBHOE ITPABO
OBbITh CaMbIMU OOJBIIUMH M caMbiMU JydimrMu. Ho 310 yxke He Tak. Ham mpuaercs kak MuUHH-
MYM TIO/IETUTHCS 3TUM MpaBoM. SIMOHCKOe cTpemIieHHe ObITh EPBBIM HOMEPOM (KOTOpPOE, KakeTcs,
HAaIpaBJisieT BCe, YTO OHU JIEJIAIOT) MO3BOJIMIIO UM OTHAThH Y HAC 3HAYUTEIbHYIO YaCTh 9TOTO TUTYJIA.
«Mumnban» — 310 pemanmmid (pakTop UX ycrexa.

N naiero ycriexa Toxe.

Camas BaxxHasi Belllb, KOTOPYIO MBI C/IJIaji 32 BCE BPeMsI CYIIeCTBOBAHUS HAIIMX MSATH aBTO-
LHEHTPOB, — 9TO PCIICHUE 6I>ITB JIyYIIUMMU. Banonro A0 TOro, Kak 4 BCTPETHUJICA C MOUMMH HOBBIMU
Apy3bsMU U3 STOHUM, KOHIIETIHS «MYrOaHa» ObUIa BaKHA JIST MEHS.

S npucoenunmiics k Sewell Village Cadillac B 1967 roay, nocie Bo3BpaiiieHus1 U3 apmuu. B To
Bpems B [laynace 6bu10 TONbKO Tpu amnepa Cadillac, 1 Mbl ObUTH Ha TPETbeM (TO €CTh TIOCIISHEM )
MecCTe 1O MpoAaxkaM. ITo MeHs KpaiiHe OecroKomio. 51 XoTes1 ObITh HOMEPOM TIEPBBIM.

SI Torma aTOTO elre He MOHUMAJT, HO 3TO pellieHre ObIJI0 TOBOPOTHBIM MOMEHTOM [T Halllen
KOMIIaHUU. Hpem)le YEM JaXC Ha4aTb 1yMaTb 06 YIAy4lI€HUN O6C_Hy}KI/IBaHI/IH KJINEHTOB, BbI JOJIZKHbBI
OIPe/IeNIUTh, HACKOJIBKO XOPOILIMM BBl XOTUTE ObITh. MBI COOPAMCh OBITH MEPBHIMH.

IT0 peleHre B KOHIIe KOHIIOB CesIasio JKU3Hb MPOIIE, Becesiee U ONpee/ieHHO Ooraye.

[Tporire moToMy, 4TO OHO TIPEKPATUIIO MACCy CIIOPOB. Tereph Bce UCKYCCHU OCTaHABITMBAIOTCS
Ha OJHOM BOMPOCE: €CIM MbI 3TO clesiaeM, Mbl cTaHeMm Jiyuie? Ecinu f1a (M eciiv ecTb pa3yMHbIi
CIOCO0 BBITIOJTHUTH 3TO), TO MBI 3TO CJIEJIACM.

Becenee nmoroMy, 4To HAMHOTO MPUSATHEE PAOOTATH C JIIOABMU, CTPEMSIIIIUMUCS K TeM XKe CaMbIM
HeJIAaM. Te, KTO HE BEPUT B TO, YTO MbI JOJIZKHBI 6LITI) Jy4YIIMMH, Y HAC HAJOJITO HE 3aACPKUBAIOTCA.

W 6orave nmotomy, 4TO Temeph KJIMEHTAM HPABUTCA TO, KaK MX 0OCITYXKUBAIOT, U OHHU oOpaliia-
I0TCS1 K HAM ITOBTOPHO. BMECTO MOKYNKY y HAC OJTHOM MAIIIMHBI M OECCIIeTHOTO CUE3HOBEHUS KJIIMEHT
BO3BpaIlaeTcs BCeraa, Korja eMy Hy’KHa HoBasi MallvHa. B TedeHue cBoeii )KU3HU OH 3aIUIaTUT HaM
oyeHb MHOTO — 332 000 mostapoB, eciii OBITh TOYHBIM.

Uepe3 HEKOTOpoe BpeMsi STOT CIOCOO BejieHWsl OM3Heca CTAHOBHUTCS CaMOIIOJICPKUBAIO-
IIAMCS.

* Eciiit BBl XOpo11o oOpaiaerech ¢ KIMEHTaMU, OHUA OyIyT K BaM BO3BpAILlaThCsl, IOTOMY 4TO
Bbl UM HPAaBUTECh.

* Eciiu BB UM HpaBUTECh, OHH TIOTPATST OOJBIIIE JEHET.

* Ecii oHM TpataT OoJbIlie ICHET, Bbl 3aX0TUTE 00palarhcsi ¢ HUMH ronyuine. (Kak He yronutsb
YeJIOBeKy, KOTOpbIi codupaercs 3ariatuth Bam 332 000 pomnnapos!)

* Eci BBI 0Opaliaerech ¢ HUMH XOPOIIO, OHU Oy/lyT BO3BpalaThes K Bam. Kpyr 3aMKkHycs.
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YetoBeKOM, KOTOPBIF MOMOT MHE PaCcCUMTaTh HACIMOSUYH CTOUMOCTh KJMeHTa, Obul Tom
[Mutepc. OH Bce BpeMst HACTauBaJI HA TOM, YTOOBI MbI IIPHICPKUBAJIFICH HAIIIETO Kypca U ObUTH ONnKe
K KJIMEHTaM.

Ho y MeHs y1iuio 10BOJIBHO MHOTO BPEMEHH Ha TO, YTOOBI MOHSATH, KaK 3TO CHAEJIaTh Ha MpaK-
THKe. Bce, uTo s 3Ha BHavase, — 3TO TO, YTO Mbl JOJDKHBI CTaTh JIy4IIMM aBTOLEHTpoM B Jlanace.
W nns storo, Kak sl CKOPO TMOHSUI, MBI JOJDKHBI ObUTH HaliTu criocod aud depeHnmpoBath cedst oT
KOHKYPEHTOB.

CHavana s fymaJl, 9To Mbl MOKeM OBITh JIeIIIeBJIe BCEX, HO HA CAMOM JIeJie 3TO COBCEM HE TO,
Yero Xo4eT OOJbIIMHCTBO JTofei. KoHeuHO, KakIplii XOUeT 3aKJII0YUTh BHITOTHYIO CHEJIKY, HO IIeHa
OYeHb PE/IKO SIBJISIETCS] €AMHCTBEHHBIM KpuTepueM. [lociie mocerenns pectopana Bbl Bpsijl JIM TOYHO
MIOMHHTE, CKOJIBKO CTOMJIN OJTI0/Ia, HO Bl IOMHUTE, MOHPABMIIUCH OHU BaM WM HET.

Kpome Toro, Hestb3s1 KOHKYpHpOBaTh TOJIBKO MO 1ieHe. He3aBucuMo oT Toro, CKOJIBKO MbI 3aIpo-
CHM, KTO-TO O0JIee YMHBII (HaIeImi crocod ObITh 6osiee 3¢ eKTUBHBIM) UK O0JIee TIYIIbIH (Tpo-
CTO HE 3HAIOIINI CBOMX 3aTParT) 3allPOCUT Ha JOJUIAP MEHBIIIE.

Wrak, nena ve Obu1a pereHreM. Toraa st mombITaacs MOCMOTPETh Ha HAIIly KOMITAHHIO C TOYKH
3peHust KIIMEHTOB. M MOHS11, YTO GOJIBIIMHCTBO JIIO/IEH BOOOIIE He JIIOUIA UMETH JIEJIO C MPOIABLIAMHU
apromoOmsier. OHM OKMIAJIM MOCEIeHHUsI aBTOLIEHTPA C TAKUM K€ YYBCTBOM, C KAKUM COOMPAIUCDH
K CTOMaToJIOTy.

1 3HaJ1 TO UHTYUTUBHO, HO HE 3HAJ, IOYEMY TaK NMPOMCXOAUT. Toraa Mbl CTajay CHpariBaTh
KJIMEHTOB, 10 KAKUM IMPUYMHAM OHH He JII0OST MMETh C HAMH JIeJI0, ¥ OHU BBICKA3aJIM CBOE MHEHHUE —
MHOT/IA HE CMsATYast BRIPAXKCHUH.

Onu roBOpuIIH, 4TO BpeMsi padboThl (0OBIYHO € 8 10 15 YacoB ¢ moHeaeIbHUKA 110 TATHUILY ) IS
HUX HeyH0OHO. OHM CUMTAITH, YTO HEKOTOPBIE HAIll PAOOTHUKH IPyObl, OHU HEHABHU/IEM OCTABAThCSI
0e3 MalIMHBl Ha TO BpeMsl, TIOKa OHa OblIa Ha OOCTY)KUBAaHWUW; U OOJIbIIIE BCErO UM He HPaBUIIOCH
BO3BPAIATHCS IO HECKOJIBKY pa3 sl TOTO, YTOObI PEMOHT ObLI HAKOHEI-TO BBHIIIOJIHEH MPABUIIBHO.
Hekotopble OTMETHITH JJake, UTO MOJ y HAC YMCT He HACTOJIbKO, HACKOJIBKO CIIEI0BAJIO Obl, a MeOeb
BBITJISITUT U3HOIIICHHOW M HE OYEeHb Y00HA.

VY HEX He ObLJIO KOHKPETHBIX PEKOMEHJAIUI 10 YIy4IIEHHUIO, HO BOT PO TO, YTO M He Hpa-
8UN0Cb, OHM TOBOPHWJIM BIOJIHE ompesiesieHHo. OHU TOBOPWIJIM O TOM, YTO JUIsl HUX BaXHO, — U TEM
CaMBIM JJaBaJIA OTpEe/Ie/ICHNE BHIJAIONIEMYCs] KAUeCTBY CEpBHCa.

Kax TOJIbKO MBI MOHSIIH, Yero XOTST HAIlX KJIMEHThI, MbI PN IaTh UM 3TO — Be/lb €CJIM UM
MIOHPABHUTCS] UMETh C HAMH JIJIO0, OHH TIEPECTaHyT Ha HAC OCKATMBATBHCS U, BO3MOXHO, OyIyT MPHUXO-
IWUTHh K HaM 4Yaiie. Mbl HauaJli ¢ MPeJoCTaBlIeH!s] UM OeCIUIaTHOM BPEeMEHHOW MaIlIMHbI, TIOKa UX
ABTOMOOWJIb HAXOAUTCS HA 0O0ciyskrBaHUK. CriepBa y Hac ObUIO MSTh TAKMX MAaIIWH, HO CO BpeMeHeM
Halll MapK BeIpoC 10 257.

Harmm kJIMeHTsI Takke TOBOPWIIM, UTO HE IIOHUMAIOT, TIoUeMy MBI He paboTaem 1o cyoooTam, —
BeJIb IPyrie Mara3uHbl B 3TO BpeMst OTKpbIThL. B Hauate 1970-x HU OfiiH aBTOMOOMJIbHBIN JAWJIEP B
HAIlleM IITaTe He padoTasl B cyOOOTY MOJHBIN AeHb. MBI TOMPOOOBAIN ClIeNIaTh 9TO, U B TIEPBbIA ke
YUK-3H]] IBAIATh MATh YeJIOBeK noodnaropapuin Hac. Y, 4ToObl cienath X KU3Hb elle Ipole, Mbl
YBEJIMYMJIM Hallle pabouee BpeMsi — Terepb Mbl OTKpbiBaeMcsi B 7.30 u 3akpeiBaemcs B 20.00.

Ho HekoTopble Beru crienath ObIJIO HAMHOTO TpynHee. Kak rapaHtupoBarh, 4to padora Oyaer
BCEr/Ja BHIMOJIHEHA MpaBuibHO? Kak COKpaTHTh BpeMsi, KOTOpOe KJIMEHThI BBIHYK/IEHBI TPATUTh B
aprorieHTpe? Kak MCKIIIOYMTh BCe BO3MOXHBIE MPOOJIEMBI, C KOTOPBIMH OHM MOTYT CTOJIKHYThCS,
uMmes J1eN10 ¢ Hamu?

Ham Hamo Ob10 pa3paboTtarh YEeTKYI0 CUCTEMY — HO Kak? §l mbiTancs moveprHyTh CBE/IeHUs
U3 BCEX JIOCTYIHBIX UCTOUHUKOB — KHUTH, JKYPHAJIbI, KOHCYJbTAHTBI, — HO HUYTO HE Jaji0 TAKOro
apdekTa, Kak MmocereHne yCremnHbXx KoMImaHui. Mbl 00IIanch ¢ JIIOAbMEU U3 aBTOMOOMIBHOM UH/TY-
cTpuw, a ere Oosblne nogcMoTpenu B otensx (Marriott 1 The Mansion on Turtle Creek), pecropa-
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Hax (McDonald’s u Lutece), aBuakommnanusix (American 1 Southwest). Mbl XoTe/ 1 3HaTh, KaK y HUX
MOJTyYaeTCsl MPEIOCTaBIIATh MPOAYKTHI U YCIIyTH HEU3MEHHO BBICOKOTO KauecTBa.

MBp! HavasIM ¢ HallUX KOJIJIeT — IMPOJIABIIOB aBTOMOOMJICH. Mbl TO3BOHWIIM HECKOJIBKUM JIECSIT-
KaM JIIoiel B HAIllel WHIYCTPUM U CIIPOCHIIA MX, KTO TIPOoJaeT aBToMOOWIN Jiyuie Bcex. [loceTun
Be/IyIIlMe aBTOICHTPHI ¥ IIOTOBOPUB C JIIOIBMH, KOTOPBIE TaM PadOTaJ!, Mbl TIOHSITH, KaK BEAYT Aeja
JIydIliie B cTpaHe Auiiepbl. Mbl 3a1aBajiv BOITPOCHI, (hoTorpadpupoBaIv U KOMMPOBAJIU BCE UYTO MOTJIH.

MbI no3anMCTBOBAIA Maccy uieil. Mbl alanTUpOBaJIA UX U B HEKOTOPBIX CTyvasix Jaxe yayd-
HIWIK, HO CaMble YJauHble MBICIIA TTPUIIUTA OT JIIOAEW, C KOTOPBIMU Mbl BCTPEUYAJIUCh, U OT MPEIPU-
SITUIA, KOTOPbIE Mbl TTOCETWJIA. DTU UICU CTAJM JIJIs1 HAC ITyTEBOIUTEIIEM.

Hakowner, pa3paboTaB Bce Hy)KHbIE HAM CUCTEMBbI, Mbl CMOTJIH Ha4aTh MPOrpaMMy ITOCTOSTHHOM
MIPOBEPKH TOTO, KaK pa3BUBAETCS HAIIl OU3HEC, U TOTO, HACKOJILKO MBI MTPUOJTHKAEMCsI K HaIlIeH 1eJTH —
OBITH JIyUIIIUMU, — TIOCTOSTHHO CITPAIIMBasi KJIMEHTOB O TOM, Yero OHU XOTST, U JIaBasi UM 3TO.

Bce 310 6e3ymHO TpyaHo. Ha BeTpeun yXxomaut Bpems, U eliie O0JIbIIe ero yXOauT Ha TO, YTOObI
3aCTaBUTH UyXkue ujer padorath Ha Hac. Ho, pa3 yx Mbl mocTaBwiIu ceOe Le/blo ObITh TIePBBHIMH,
HYXHO UITU BIEpe]l.

S xody mokazarh BaM, Kak Mbl yIIpaBJisieM CBOMM OW3HECOM, U HAJIEI0Ch, YTO 3TO BaM TIOMO-
KeT, — paboTaeTe Jid Bbl B OOJIBIION KOMITAHUY WJIM TOJIbKO HAUMHAeTe HOBOE J1eJI0. B KOHIIe KOHIIOB,
€CJIM Halll TIOAXO/ K 0OCTyKMBAHUIO KJIIMEHTOB ClIeJall IPUATHBIM Jlake TaKoe JIeNio, Kak Mpojaaxa
aBTOMOOWJIEH, TO BO3MOXKHO BCE.
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I. Cipocure KJIHMEHTOB 0 TOM,
yero OHM XOTST, U JaiiTe UM 3TO

I'maBa 1. KiimeHTBI camM¥ OJICKAXKyT BaM,
KaK o0ecreuynBaTh XOPOIIUIl CePBHC

MBI He ieflaeM HUKAKHUX TPEATONOKEHHU.

Hanpuwmep, y Hac HET YCTAHOBJICHHBIX MPABKJI O TOM, YTO KJIMEHTA HAJO MOMPHUBETCTBOBATH B
TeYeHUe TPUILATU CEKYH]| WM 4YTO Telie(hOHHYIO TPYyOKY HAaIO MOIHATH HE TMO3KEe YeM Ha BTOPOM
3BoHKe. [TonoOHbIe MpaBKiia CO3AAI0TCS JIIOIBMHU, MTPEIIIONAralIMMK, YTO OHU 3HAIOT, Yero XOTAT
npyrue. Mbl He pemonaraeM Huuero. Ml IbITaeMcst y3HATh Bce Y CaMUX KJIMeHTOB. Eciv BbI naiute
UM BO3MOXHOCTb ITIOTOBOPUTH U Y BaC XBAaTUT BOJIM UX BBICTYIIATh, OHH CAMH PACCKAXYT, Yero OHU
XOTHIT.

B namem 6usHece (Kak ¥ B OOJBLIMHCTBE APYTUX ) OOLIETIPUHATOMN ABISAETCA MBICIIb O TOM, YTO
KJIMEHTBl HEHABUIST, KOTJIA TIPOJABIIbI MX aTaKylT HEMEUICHHO, €/IBa OHM BXOIAT B ABepb. Hau
KOHCYJIFTAHThl TOBOPHJIM, YTO CJIEAYEeT IMO3BOJUTh KJIMEHTaM MOTYJISTh MO TOPrOBOMY 3aJIy MUHYT
IS Th «/UTsSI aKKJTMMATU3ALAN» , IPEX/Ie YeM K HUM MOJIOM/IET KTO-TO U3 IepCcoHaJIa. 51 3Ha10 HECKOIBKO
ABTOLICHTPOB, T/I€ 3TO MPABUJIO YCTAHOBJICHO U CTPOTO COOMIOACTCSI.

Ho 3a Bce Mou rofipl B aBTOMOOKIBHOM OU3HECE 51 HA pa3y He CJIbIIIA HU OJTHOM %KaJo0bl Ha TO,
YTO HAIM [TPOJABLIGI ObLTM arpeccuBHBI. HanmpoTuB, s OMyYHIT CIIMIIIKOM MHOTO ITHCEM OT JIIOIEH,
KOTOpbIE CUMTAJIN, YTO MbI ObLTA HEJOCTATOYHO BHUMATEIIbHBL.

Ortciona BbIBOJ: HET CMBICTIA CITYIIATh, YTO TOBOPAT KOHCYJIBTAHTBI MIJIM KTO-TO €IIie O TOM, KaK
BaM CJie/lyeT MPUBETCTBOBATH MoceTuTeneld. EMMHCTBEHHOE, YTO BaKHO, — 9TO TO, Y€ro XOTAT CaMH
KJIMeHTHI. VIX ¥ HaJ0 CrIpallBaTh.
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[TpouuTaiitTe 3Ty KHUTY LIEIMKOM, KYIHB IIOJHYIO JIeraabHYI0 Bepcuio Ha JIutPec.

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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