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OT aBTOpPOB

ABTOpBl 3TOH KHUTM 3aHMMAIOTCS KJIMEHTCKMM CEpBHCOM Yyxke OOoJbllie [BalaTd JIeT.
Ham nosesnock co3maBaTh cMCTEMbBI B3aMMOOTHOLIEHUH C KJIMEHTaMM, PYKOBOAS MOAPa3AEICHUAMU
MapKETHHIa, IPOJaXK U CEpPBUCA B KOMITAHUAX Pa3HOro pa3Mepa. I1o3xke Mbl KOHCYIbTUPOBAJI MHO-
r'ieé KOMIIaHUM, TIOMOrasi UM CTPOUTh ¥ ONITMMU3MPOBATh KOHTAKT-LEHTPbI, OTKPHIBATh KJIMEHTCKHE
o(pHChl ¥ BBIBOAAMTH HAa PHIHOK HOBBIE MPOLYKTHL. B 00111eM, y Hac Oblj1a BO3MOXXHOCTb U3YUUThb IPO-
O1eMaTHKy KJIMEHTCKOTO CepBUCa C CaMblX pa3HbIX CTOPOH. Ml padoranu B IT u TeiekomMmmyHHKa-
ISIX, CTPAXOBBIX KOMITAHUAX M OaHKaX, PO3HUYHON TOProBJIe U PECTOPaHHOM Ou3Hece. Y Kaxaou
U3 TUX OTpacieil — cBosi creluduka padoTsl ¢ KimeHTamu. Ho ecTs 1 o01ye npuHIMIBL KJIMEHT-
CKOTO CepBHCa, KOTOPbIe Mbl IIPOBEPHJIA Ha COOCTBEHHOM OITBITE.

XOpomux KHUKEK PO CEPBUC MHOT'0. 3a4eM HyKHa ele oqHa? Bo-nepBsIx, JIydIiye U3 3Tux
KHUT HallMCaHbI 3aaJHBIMK aBTOPaMH, 2 Mbl YOEK/IEHBI, UTO POCCUICKUI KIIMEHT UMEET CyIIeCTBEeH-
HbIe 0COOEHHOCTH M He Bce, 4To padotaer, Haripumep, B CLLIA, Gyner padorats 1 y Hac. Bo-BTopbIX,
Ha Hall B3I/, BO MHOTMX KHUIaxX OTVIMYHO OIMCAHBI OTIAEJIBHBIE JIEMEHTHI KJIMEHTCKOIO CEPBUCA,
HO HET HU OJHOM, JAIOIIEN KOMIUIEKCHOE, CUCTEMHOE ITPEACTABJIEHUE O TOM, KaK KOMITaHUS JOJIKHA
B3aMMOJEVICTBOBATh C KJIMEHTAMHU.

MBI He X0THM, cllelys Mozie, (POpMYJIMPOBaTh MArMueCKUe MPaBUjIa, KaK 3TO CAENAIN, HAITPU-
mep, JIn Kokepenn! i len Xaiiken?. Mbl He TulaHUpyeM yriTyOmsThCs B CHEM(UKY KOHKPETHOTO
ousHeca, kak [lon Bpayn u Kapn Ceioan® wnm Tonu Illeii*. Hamma rnaBHast 1iesb — oKasaTh YMTaTeTio
BHYTPEHHIOIO JIOTMKY CUCTEMbl KJIMEHTCKOIO cepBUCa, OObSCHUTD, KaK CBSI3aHbI OTJEJIbHbIE €e JJie-
MEHTHI U TIOYEMY HU OJIMH U3 HUX HE MOXKET CYIIECTBOBATh O€3 JpyruX.

CraBs mepesi coOOM CTONb aMOMIIMO3HYIO 3a]a4y, Mbl BBIHYKJEHBI MTOXEPTBOBATh MHOTUMHU
NOIPOOHOCTAMU. DTO HE SHIMKJIONEINS KIMEHTCKOTO CEpBHCa, 3TO, CKOpee, 0030p OCHOBHBIX UJIEH,
KOTOpPBIE MBI CUMTAE€M BaKHBIMH JIs1 JTOOOW KOMITAHWH, MOHUMAIOIIEH, YTO KJIMEHTHl — IJIaBHBINA
UCTOYHMK ee OnarococTostHus. M naxe ecii KTo-TO M3 YHTaresiell He COIVIAaCUTCSl C HAaMU B TOM,
YTO 3TH MJeU 00Pa3yIoT €IMHYI0 U HEPA3PhIBHYIO CUCTEMY, OH TEM MEHEe HaBepHsKa Hal/IeT B HaIllei
KHUTe HEMaJIO MPaKTHYECKUX IPUEMOB, KOTOPbIE PUTOASATCS eMy B padoTe.

! Koxepenn JI. Bee nuis xivenTa. 39 npaeuin He3aObiBaeMoro cepsuca. — M.: A30Oyka-ATtukyc, 2014.

2 Xaiixen I11. Kiaentam 510 HpaBUTCA. 52 mpaBuia il CEpBUCa Ha BhICIIEM ypoBHE. — M.: Dkemo, 2015.
3 Bpayn I1., Coioan K. KnmenTs! Ha Bclo sku3Hb. — M.: ManH, MBanoB u ®epbep, 2010.

* Ileii T. loctagnss caactbe. OT HyJIs 10 MuwuMapaa. — M.: Mans, MiBanos u ®epbep, 2010.
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Berynuienue

Tema KJIMEHTCKOTo cepBUca, KJIMEHTCKOro 00CIyKUBaHUsl, KIMEHTUHIA, KJIMEHTOOPUEHTUPO-
BAaHHOCTH — OJJHA M3 CAMbIX aKTyaJIbHBIX JUISI COBpeMeHHOro OusHeca. [Ipy 3ToM pasHble SKCIIepThI
TI0-Pa3HOMY OIPEAEJSIOT ST TEPMUHBI U € IIEHOH Y pTa OTCTarBaIOT CBOIO NpaBoTy. Kak nmumier [IxoH
[loyn B kHMre «IlepBOKIacCCHBII CEPBUC KaK KOHKYPEHTHOE ITPEUMYILECTBO», «CepBUC OHUMAETCS
Pa3HBIMU JIIOIbMU COBEPILEHHO NMO-pa3HoMy. IJ1sl OIHMX cepBUC — PEMOHTHAsI MacTepcKas U MOXH-
Jlasi )KEHIIMHA B 3aCTMPAHHOM IUIaThe B OyaKe ¢ TaOmmukoi «OOCIyKrBaHUe KJIMEHTOB» B LIEHTPE
TOPrOBOIO 3aJ1a, C MOJHBIM Oe3pa3IMuueM OTBEevalolas Ha BOMPOCHI U KaJoObl KJIMeHTOB. i aApy-
T'MX — 3ay4eHHOE IPUBETCTBUE «Bcero BaM XopoIrero», KOTopoe MOCIYIIHO TPOM3HOCHT OOCITYK1Ba-
IOIIWH iepcoHat. [is TpeThrx — yIoOHas HOMTHKA BO3BpaTa TOBAPOB U KYJIBTYpa OOCITYKMBaHUSD» >

He meHbllle cnopoB BbI3BIBa€T BOIPOC, KAK COOTHOCATCS paboTa KOMIAHUU C KJIMEHTaMU
1 MapkeTuHr. EcTe MHeHMe, 4To 3T0 0fHO U TO ke. Harpumep, mapkerunrosbiii rypy Ilpadxy I'yn-
Tapy MUILET, YTO «MAPKETUHT — 3TO (pustocodusi OuszHeca, KOTOpasi CTaBUT KJIMEHTOB B LIEHTP CTpa-
Terun OusHeca». Jlpyrve aBTOPUTETH CUMTAIOT MApPKETHHT YacThlo KJIMEHTUHIA WM, HA00OpOT, —
KJIMEHTUHT 4acTbl0 MapKeTHHIa. Bee 3TO CHIIbHO HallOMUHAET KJIACCUYECKHIA CIIOp O TOM, 4TO ObLIO
paHbllie — Kypulla uim siino. Ham He Xouetcs BBA3BIBATHCS B 3Ty OECKOHEUHYI0 TUcKyccrio. [Toatomy
MBI OyIeM HCIIONb30BaTh TEPMUH «KJIMEHTCKUH CEpBHUC», UMesl B BHUIY, YTO OH OXBAThIBAaeT BCE
acIeKThl B3aMMOJEWCTBUSI KOMIIAHUM CO CBOMMM HBIHEIIHUMM U MOTEHLMAJIbHBIMU KJIMEHTAMH,
BKJII0YAst MHOTME (POPMBI JEATEIbHOCTH, TPAJULIMOHHO OTHOCHMBIE K MAapKeTUHTY. OTIEeNbHO Bbljle-
JIUM KJIMEHTOOPUEHTUPOBAHHOCTh — KaK OCO3HAHUE BCEMHU COTPYAHMKAMM KOMIIAHUM 3HAYMMOCTH
Y LIEHHOCTH KJIMEHTCKOTO CEpBUCA.

Kax m3BecTHO, HOBOE — 3TO XOPOLLIO 3a0bITOE cTapoe. BakHOCTh KAYECTBEHHOTO KJIMEHTCKOTO
cepBuca OblJIa OCO3HAHA Y€JI0OBEYECTBOM OYEHb M OUeHb J1aBHO. [IpumepHO Toraa ke, Koraa 3apoau-
nachk Toprosiis. [IpeacraBum cede IpeBHUIA rOpoj, KyAa MPUILIBIBAJ KOpaliib U3 JaJIbHUX CTPaH, Ipy-
’KEHHBII TOBapaMu 151 POJIAKH, WJIH, IPEOJOJIEB JIeCa U IyCThIHU, PUXOAMUII KYyIIEUYECKUI KapaBaH.
UYro npoucxoguio nansiue? Kynipl HaYMHaIM CBOM ToBap NpoAaBaTh. BHauasie 310 mponcxoauio
COBCEM IPOCTO: I1e-TO Ha Oepery Mopsl WM Ha LIEHTPaJbHOM IUIOIIAAM TOpOfia PACKIIa/IbIBAINCh
TOBAphl, TyJa MPUXOJUIM MECTHBIE KUTEINU U MOKYIAIU TO, YTO CUMTAIM HYKHbIM. [y mpoaBLoB
9T0 OBUIO He OYEHb YIOOHO, TIOCKOJIBKY MIPO/IABaTh BECh IPHMBE3EHHBII TOBAP OHU MOTJIH JOCTATOYHO
J0Jr0. 32 MHOT'O BEKOB /10 TOTO, Kak benaxkamuH @ paHkiInH chopMyIMpOBall, YTO BPEMS — 3TO TOXE
JEHbTY, TOPTOBIIbl PEKPACHO TIOHUMAJH, YTO CKOPOCTh 000pOTa HEe MeHee BakKHa, YeM NPUObLIb
OT KOHKpeTHO# criesiki. COOTBETCTBEHHO, OHM CTAJIM MCKaTh CIIOCOOBI ClieJIaTh TOT Mpotiece Oonee
MHTEHCHBHBIM M OblcTpbIM. HampaimBaromieecs: pelieHre — HaiTH MapTHEPOB B KaXJOM ropofe,
KOTOpbIE BO3bMYT Ha ce0sl IpoLiece peain3auuy ToBapa. M B 3TOT MOMEHT TeMa KJIMEHTCKOIO cep-
BHCa BBIXO/IMJIA HA MEPBBIH IJIaH, MOCKOJIbKY B TOpPOJie HaBepHAKA ObLT JAJIEKO HE OJMH KeJAIOIIUii
3aHATHCS peay3alyieil, U y Biajielblia Topapa Oblia BOSMOKHOCTb BHIOMpaTh U3 HUX. [Ipudem Ha ero
BBIOOP BJIMsUIa OTHIOAb HE TOJIBKO CyMMa KOMHMCCHOHHBIX, HO U, HAallpUMep, TO, TOTOB JIM MOTEHLU-
aJIbHBIA MApTHEP MOMOYb pa3rpy3uTh TOBAp, XOTEJl OH MPUHATH TOBAp Ha peajau3auuio 0e3 rapaH-
THU TPOZAKHU BCEH MApTUU WM COMJIAlIasCs BBIKYIIMTh €€ OITOM, B35IB Ha ceOsl Ia/IbHEHIIINe PUCKH.
W enpa M He r1aBHOE — ObUIM JIM Y TOTO MOTEHMAIBHOIO apTHepa JIosIbHble nokynatenu. Coot-
BETCTBEHHO, TOProOBELl BbIOMpaJl TOrO MapTHEpa, KOTOPbIA HE TOJNBKO Mpejylarai Jyqilre YCIOBHUS,
HO 1 MOT' 00€CeYUTh ONTUMAJIBHBII CEPBUC — KaK J1s1 CAMOI0 TOProBIIa, TAK U /1151 KOHEYHOT'O MOKY-
nareJs.

Ha 3aMOpCKUX TOProBhIX FOCTSIX HABEPHSIKA CTPEMIITICH 3apad0TaTh HE TOJIbKO KOMMEpUECKHUe
nocpeaHuKH. Benp BMecTe ¢ HUMU ObUTH MOPSIKH, KOTOPbIe HECKOJIBKO MECSLIEB ITPOBEJH B IJTABAHUH,

5 Jowcon Lloyn. TlepBOKIACCHBIN cepBUC KaK KOHKYPEHTHOe IperMylecTBo. — M.: AnbiiiHa busnec Bykc, 2006.
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VJTA KapaBaHIIUKH, TTPOMAXIue BepOI0KbUM MoToM. OHU, KOHEYHO, XOTEJIU IIOMBITHCS, TOOPUTHCS,
BKYCHO TO€CTh, BBIITUTH XOPOIIETO BUHA, HACIAIUTHCS KEHCKMM oOmecTBoM. [IoaToMy MX mpsMo
B TIOPTY WU PSIZIOM C KapaBaH-capaeM OXKHJIaJI0 O'POMHOE KOJIMUECTBO 3aBEICHHUI, TOTOBBIX MPEIo-
CTaBUTh BCE ITU pazHOOOpa3Hbie ycayru. U, pazymeercs, BRIOMpast MEXAY pa3InIHbIMU MTPEAJIOKe-
HUSIMH, OHU PYKOBOJZICTBOBAJIFICh OTHIO/Ib HE TOJIBKO IIEHAMH, HO elIle U TeM, pa30aBJIeHHBIM JI1 BHHOM
ux OyIyT MOUTh, CUMIIATHYHBIC JIU IEBYIIKU Oy/IeT 9TO BUHO MOJaBaTh, MHOTO JIU HACEKOMBIX Oy/IeT
HapylIaTh UX HOUYHOM COH U Tak jajee. Bce 3T0 — KIMeHTCKUI cepBUC B YMCTOM BHJE. Tak 4To yxe
B Te BpeMeHa BCe JIIOJW, TaK WM MHA4Ye BOBJIEUCHHBIC B MTPOIECC MPOJAXH TOBAPOB U YCIIYT, ObUIN
BBIHY’K/ICHBI 33/IyMbIBaThCs1 00 ypOBHE 00ECIIeYMBAEMOr0 UMM CepBHCa.

Bcerma nmu KJIMEHTCKUE cepBUC ObLT OOHUM M3 KJTIOYEBBIX (DAKTOPOB YCIIENIHOro OusHeca?
[Tepenecemcs B ropazno Menee najnekoe npoiioe. Bee, kto sxxun B CCCP, ¢ netcTBa MOMHST JIO3YHT
«Knuent Bcerma npap». Kazanock Obl, B 3TOM JIO3yHIe — BCSI CYTh KJIMEHTCKOTo cepBuca. OHaKo
B COBETCKME BPEMEHa 3TOT JIO3YHT ObLT He Oosiee ueM cioBaMu. Eciy B MarasuHe 4To-TO «BBIOpACHI-
BaJIn», JIOOU 6LI)II/I CYACTJIMBBI 3TO YTO-TO KYIIMTh, JaK€ HE OUCHb BHUKAA, YTO 9TO TAKOEC U ITOHA-
IIO6I/ITC5I JIX 3TO UM KOFIIa-HI/I6YIIb B XHN3HU. BI/I,Z[H o4yepeab, Cpa3dy KE B HEC CTAHOBUJIUCh. ITonacte
B PECTOpaH TOKE€ MOXHO OBLJIO, TOJBKO BBICTOSIB OIPOMHYIO OYepeb WM MMes 3HAKOMOTO MeTp-
notens. [locemmtbest B rocTUHMITY Oe3 Oyata MM B3SITKH BOOOIE ObUIO MOYTH HEBO3MOKHO. COOT-
BETCTBECHHO, Ha PbIHKE HC 61)1)]0 KOHKYPEHIMN MCKAY INOCTABIIUMKAMU TOBAPOB U YCIIYT. ITo CyTH,
3TO OBUT «PBIHOK MPOJABIIA», TO €CTh MPOJABEI] MOT YCTAaHABJIMBATH JTIOOBIE MPAaBUJIA U HABS3BIBATH
HUX KJIIMEHTaM.

qCTBepTL BE€Ka — HUYTO IO UCTOPUYECCKUM MEPKaM. PriHOYHBIE OTHOIIEHUS BOILIA B Halry
’KU3Hb COBCEM HEJaBHO, OSTOMY B Halllell OM3HeC-MPaKTUKE TMPUHLIUI MPHOPUTETA Ka4eCTBa KJU-
EHTCKOTO CepBHCa He TIPOHUK IIIyOOKO B CO3HAHUE MpeJIpUHAMATENIeN U IO CUX MOp BOCIIPHHUMA-
eTcsl UMM KaK He4TO HeoOsi3aTesIbHOe, JaXe MCKYCCTBEHHO HaBsI3aHHOE. Y O4YeHb MHOTHMX UTPOKOB
POCCHUICKOTO pPBIHKE BCE €I1l€ B CO3HAHUU CUJIUT MBICIIb, YTO [JIJABHOE — UMETh XOPOILMUI MPOAYKT,
OCTAJIbHO€ — HEIIPUHIUITNAJIBHO.

Hano 3ameTuTh, 4TO 3Ta 0COOGHHOCTb MBIIUICHUS] XapaKTepHa He TOJIBKO /ISl HAIlleH CTPaHBI.
Kak nummet yxe ynomuHasimiicst [xon oy, «HEKOTOpbIe MEHeKepbl pacCMaTpUBAIOT OOCITYKH-
BaHMeE KaK OOHYC, TO €CTh KaK JOMOTHUTEIIbHYIO HEOITAYeHHYIO YCIIYTy, KOTOPYIO KOMITaHUsT 100aB-
JISIeT K TIOKYIIKE UCKIJTIOUMTENTHHO U3 COOCTBEHHOM IIEAPOCTI .

Emre et 30-40 Ha3ajg B 3amagHOM MEpe ObLIO JIOCTATOYHO MHOTO JIIOfIEH, HOCUBIIIMX OJIEKITY
TOJIBKO OILHOfI MAapK1 WA INOCTOAHHO IOKYIABIIMX MAIIWMHBI OAHOIO U TOT'O K€ IMPOU3BOIUTEIIA.
[NoTpebuTtenbckas JOSIBHOCTh OblIa CUIBHO Bbime. CBsi3aHO 3TO OBUIO TpEkAe BCEro C TeM,
YTO CIIEKTP MpEeAJIOKEeHHUs1 ObUT CYIIECTBEHHO MEHbIle, yeM ceivac. Hanpumep, sSimOHCKUE U eBpo-
TMeViCKMe MalIMHBI MOSIBUIMCh HA AMEPUKAHCKOM PbIHKE M HAYaJIM CEPbEe3HO KOHKYPHPOBATh C MECT-
HBIMU ITPOU3BOJUTEIAMMU JIMIIb HECKOJIBKO IIGCHTI/IJ]CTI/II‘;I Ha3al. EH.[G CPaBHUTCJIbHO HEJABHO TPYJIHO
ObLTI0 cebe MpeaCcTaBUTh COBPEMEHHBIM YPOBEHDb PACTIPOCTPAHEHHU ST KUTAUCKOM MeKTPOHKKH. To ke
KacaeTcs 1 JIETKOM TPOMBIITUIEHHOCTH, 1 MHOTHX JIPYTUX oTpacieid. Ipyrumu BakHbIMU (pakTOpamu,
BBIZbIBAIOIIMMU CHUKEHHE JIOSITIBHOCTH, SIBJISIIOTCA POCT JIOXOJOB M pacrpocTpaHeHue VHTepHera.
TunYHBIA TIOKYTaTe b B HAIlle BpeMsI He TOJIBKO XOYeT, HO M MOXET IMOMpoOOBaTh pa3HbIe MPeIo-
KEHUsI, IMEIoIIMeCs Ha phIHKE. A yIpoIleH:e JOCTyIa K MH(POPMAIUH MO3BOJISIET EMY 3apaHee U3y-
YHUTh 9T NIPEAJTIOKEHHS U BHIOpaTh HanOosee /1J1sl Hero Moaxosiiiee.

Mup cmarnosumcs ece bonee 2nobanvhvim. H npeonodicenue na 2100a1bHOM
PbllKe CIMAHO8SIMcs 8ce bonee paznooopasuvimu. Ilpu smom éce menvlte pazHuua
8 Kauecmee npeonrazaemvlx moeapos U Yycaye u ux «PyHKUUoHane», mo ecno
nOomMpeoUmMenbCKux COlCMeax, Komopole NO380ASAU Obl NOKYNAMeAsM 0enams
OCMbICAEHHDIIL 8bl00D. B pesyavmame dnst nompedumens Ha nepewiii NAaH 6bIX00UM
NO3UUUOHUPOBAHUE NPOOYKINOB, UX NPOOBUNCEHUE U, KOHEUHO, KAUEHMCKULE CEPBUC.
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Kak ormMevaeT reHepasbHbI JUPEKTOP CETH CAJIOHOB COTOBOM CBsi3U «CBsi3HOI» Maiiki Tauy,
«KJIMEHTCKUAN CEPBUC ABJIACTCA KIIIOUCBBIM TPUITCPOM B IIPUHATUN PEIICHUSA O ITOKYIIKE 06opy11013a-
Hus. B CUTYyallH, KOraga CaJIOHbl KOHKYPEHTOB PACIIOJIOKCHBI B [IarOBOM AOCTYIIHOCTHU APYT OT Apyra,
MOKyTaTesIb [EPEe] TeM, KaK OKOHYATEJIbHO OMPEESIUTHCS C MOJIEJIbI0 CMapT(oHa, KOTOPYIO OH KYITUT,
yaile BCEero 3aX0JUT B HECKOJIBKO TOYEK MPOJak, IPUYEeM B KaXKIyI0 U3 HUX — HE 110 OIHOMY pa3y.
AB YCJIIOBUAX CXOXen HGHOBOﬁ MOJIMTUKH TIOKYIATEJIb B KOHCYHOM HTOIC KYIIUT B TOM CaJIOHE,
T7ie TIPO/IaBell JIyullle YIbI0aeTcs».

Hacrynun Bek kimenta. B XXI Beke Bce yuacTHHKM OM3HECa BHIHYKIEHBI, B IEPBYIO OUepe/ib,
AaymaThb 0 KiueHTe. M He TOJIbKO O TOM, KaKue y Hero NoTpeOHOCTH, KaKue JKeIaHUs OH XOUeT YAO-
BJIETBOPUTH C MTOMOIIIBIO PHOOPETAEMBIX MPOIYKTOB, HO M KAKME YyBCTBA OH UCIIBITHIBAET, BCTYMAsI
B KOHTAKT C IPOAABLIOM, KaKM€ BIIEYATVIEHUsI OH BBIHECET U3 9TOI0 KOHTAKTa, KAKME PEKOMEH ALK
3aTeM JAcCT JIPYrUM MOTEHIMATbHBIM KreHTaM. OO0 9TOM U TIOWIeT pedb B Halllel KHUTE.
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Yacrp 1. Ilcuxosornyeckne 0CHOBbI KJIMEHTCKOI0 CepBUca

DOMOINHI KJIHEHTOB

CepBuc co3naercs 151 KJIMEHTOB, UCTIBITHIBAIOIINX Pa3InyHble sMorun. [loatomy ero, k coxa-
JIEHU10, HEBO3MOKHO CBECTU K HAOOPY MpaBul U cTaHaapToB. Jlioau, paboTalolye B CEpBUCE, BHIHY K-
JeHbI ObITh HEMHOXKO TIcMXosioraMu. Kak MUHMMYM, OHU JIOJDKHBI YMETh Paclio3HaBaTh HanOosee
YacTo BCTPeyaloIrecs MPOsBICHUS U 3HAaTh, KAK Ha HUX PearupoBarh.

HauyneM ¢ HO3HMTHBHBIX SMOIM.

Omyimenne koMcpopTa 1 6€30MaCHOCTH

OpHa W3 IMaBHBIX 3a7a4 CepBHca — CAeJaTh TaK, YTOOBI KJIMEHT YyBCTBOBAJ ceOsl CIIOKOMHO
1 paccnadieHHo. IMEHHO B TAKOM COCTOSTHUM OH Yallle COBEPIIIAET MOKYITKUA U TPATUT OOJIbIIE ICHeT,
Jlerde BOCIIPHHUMAET JII0ObIe HECOOTBETCTBUS OXHUAAHUSAM, OXOTHEE CIyIIaeT W OOJIbIe 3arioMU-
HaeT. OH JIOJKeH MOHUMATh, YTO MPHIIE]T UMEHHO TYJIa, Te MOTYT YIOBJIETBOPHUTH €r0 MOTPeOHOCTH
Y PelIUTh ero mpodsieMbl. DTO OIIYIIeHUe He TaK MPOCTO CO3/1aTh, 3aTO OYEHB JIETKO Pa3pyIIUTh.
KpyThle cTymeHbKky, TYro OTKpPBIBAIOIIASCS JBEPh, JOJITOEC OXKHUIAHUE B OUepe/id, HEYTOOHBIH CTYI,
HEJIOCTATOYHO BEKJIMBBIA OTBET COTPYAHMKA KOMITAHUH — JII00as MeJIOYb MOXKET BhI3BATh Y KJIMEHTA
pazzipakeHue, U OT 9yBCTBa KomdopTra He ocTaHeTcs U ciiefa. IMEHHO Mo3ToMy, Y4TOOBI TTOCTPO-
uTh 3PEKTUBHYIO CUCTEMY CepBHCa, HEOOXOIUMO MPOIyMaTh KaXIbli IIar KJIMeHTa, pa3padoTarb
CIICHApUH TIOBE/IEHHSI COTPYAHUKOB B JTIIOOOW THUIIOBOW CHUTYyAIlMd W JOOUBATHCS WX COOJIOICHUS.
Ho mockonbKy Bce BO3MOXHBIE CUTYAIIUM He TIPeACKaXkelllb, HAJI0 YUYUTh COTPYIHUKOB YJIaBIUBATh
BO3HUKAIOITee Y KJIMeHTa OeCIIOKOMCTBO M FACUTh €r0 — U3BUHSATKLCS, YCIIOKauBaTh, 0OenaTh B KpaT-
YaWITie CPOKU PEIIUTh JII0OYI0 IpodiemMy.

AMOUINN

Bce mbI xOTHM OBITH WIIM XOTSI OBl Ka3aThCsl YeM-TO OONBIIMM, YeM Ml siBistemcsl. CepBuc
HY)KHO CTPOUTH TaK, YTOOBI KaXKABIH KJIMEHT TIOAHUMAJICS B COOCTBEHHBIX IJIa3ax XOTsI Obl HA OHY
cTyneHpKy. Jlyulne oOcIyKUTh HULIETO, KaK JIopAa, 4eM HaoOopoT. Brpouem, y 31Ol Meaanu ectb
u oOparHasi cropoHa. Ecm kieHT ¢ KprkoM «OJTHOBa jKMBEM | » TIBITAETCs IOTPATUTh HAKOTUICHHbIE
rofamu cOepekeHs1 Ha HOPKOBYIO IIyOy IUIsl KeHBI WM ITyTeBKY Ha KaHapbl, yacTo MMeeT CMBICIT
aKKypaTHO yMEPHTh €ro aMOUIMH U TIPEIIOKUTE Oosiee OlokeTHBI BapuaHT. Koraa kimeHT ogyma-
eTcsi, OH Oy/IeT ICKpPEHHE 3a 3TO MpHU3HATENIEH.

JIro00Bb 1 3200TA

3a00Ty 0 HAMMX OMU3KKUX MBI ICHUM JIa)ke Oosbile, yeM 3a060Ty o Hac camux. Ocobo 1ieHHa
Ui poaMTesier 3a00Ta 0 AeTsAX. DTO MPEKPACHO 3HAIOT BJIAJE/IbIbl TOPIOBBIX LIEHTPOB, BBIIEIISIO-
I1IMe TIOMEIIEHHUS TTOJ] UTPOBBIE KOMHATBI, MJIK PECTOPATOPHI, MPUTJIAIIAIOIINE B BHIXOIHBIC KIIOYHOB
Ha JeTckue yrpeHHMKH. He mMeHee 1ieHHa 3a00Ta 00 MHBAIMAAX: HAJIMYKME B Mara3uHe Win oduce
naHayca it KOJISICOUHMKOB € OJIarolapHOCTbI0 BOCIIPMHUMAETCST HE TOJIBKO UMH, HO M UX POJIHBIMU
1 OJIU3KUMM.
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JIr000IBITCTBO

CTPCMJICHI/IC HOHpO6OBaTL YTO-TO HOBOEC, YEMY-TO HAYUYUTHCHA, pA3raddThb 3drajiky — 3aMeya-
TEJIbHBIC KAYE€CTBA, KOTOPbIMH YMHbIC KOMITAHNU AKTUBHO IMOJIb3YIOTCA. Onnu CTapalTCsd YAUBUTD KJIU-
€HTa, [I0Ka3aTb €EMY YTO-TO TAKOE, YE€Iro OH HC YBUUT OoJIbIIIE Hurne. IMeHHO Takye KOMIIAaHWUM 3ario-
MHHAIOTCA, O HUX pACCKA3bIBAIOT APY3bAM U 3HAKOMBIM. HpI/I‘{eM YAUBUTHL NIPOAYKTOM CTAHOBHUTCA
BC€ TpyAHEEC, IIOTOMY BCE YalllC YAUBIIAIOT KJIMEHTA CEPBUCOM.

PagocTh KUBOro 00LeHNs

JI71s1 MHOTHX KJIMEHTOB OOILEHHUE SIBJISIETCS] OMHOM M3 IJIaBHBIX MOTPEOHOCTEN, TOCKOJIBKY UM
ero He xBataeT. OOyBHOIM MHTEPHET-MarasuH “Zappos”, IPOCIaBUBIIMICS HA BECh MUP HE3aY PsIJHbBIM
KJIMEHTCKUM cepBHCOM (He 3ps 0 cepBuce “Zappos” HAMMCAHO HECKOJIBKO KHHT), 3apadoTall CBOKO
PEIyTaIIo B YaCTHOCTU TEM, YTO €r0 OIepaTopbl TOTOBBI YacaMu OOIIATHCS C TIO3BOHUBIINM B KOM-
MAHUIO KJIMEHTOM, 0OCYXAaTh C HUM JIIOObIE BOIPOCHI, JaXke JAJIEKO BHIXOIAIIME 32 paMKH O0YBHOM
teMatuku. COTpyIHUKAM CITy)XObl CEpBHCa Yallle BCETO MPUXOAUTCS CTATKUBATHCS C OOIIUTEIBHO-
CTBIO KJIMEHTOB, OHU JIOJDKHBI OBITH K 9TOMY TOTOBBI U TOJJIEP)KUBATH Pa3roBOP CTOJIBKO, CKOJIBKO
XOYeT KJIMEHT, — €CJIi, KOHEUHO, 3TO He MPUBOIUT K 00Pa30BAHUIO OYEPEN U3 IPYTHX SKaKIyIIHUX
OOIIEHHST KJIMEHTOB.

He meHee BaxHO yuuThIBaTh HeraTUBHbIE SMOIUH.

I'neB, Bo3MylieHne, pa3pakeHme

Vmets [1es10 ¢ BO3MYILEHHBIM KJIMEHTOM CJIOKHO. MHOrue npoueiypbl KIMEHTCKOTO cepBHca
BBICTPAMBAIOTCSI IMEHHO B pacyeTe Ha TAaKOTo KJIMEHTA — €ro Hy’KHO 00€30pYKUTh YJIBIOKOM, YCIIOKO-
UTb, 3apsAANUT oNTUMU3MOM. [1o CyTH, UMEHHO yMEeHHe KOMITaHUH BBICTPAaUBAaTh OOIIEHHE C TAKUMU
KJIMEHTaMH ¥ IIPEBPAILATh UX B YJOBJIETBOPEHHBIX — OJJMH U3 OCHOBHBIX MHAMKATOPOB KauecTBa cep-
Buca. Kcratu, nockosbKy OT JIIOOBU JJO HEHABUCTU — OJIMH IlIar, UMEHHO KJIMEHTHI, BIIEPBbIE CTOJK-
HYBIIIMECS C CEPBUCOM KOMITAHUM B COCTOSIHMM Pa3JpaXeHus1, HO YCIIOKOEHHbIE ¥ BOOYIIIEBICHHBIE
KaueCTBEHHBIM PEIlIeHHEM CBOEH MPOOIeMbl, YaCTO CTAHOBSATCS JIOSUTBHBIMU 1 JIaKe HAUMHAIOT TIPO-
NaraHMpoBaTh 3Ty KOMMaHMIO0. TO ecTh BO3MYIIEHHE KJIMEHTa — OTIMYHAsA BO3MOKHOCTb ISl KOM-
[IAHUM TTPOJIEMOHCTPUPOBATh CBOM CEPBUC «B OOEBBIX YCIOBUSAX» U 3aBOEBATh HAJOJIO €ro CepLe.
Kax numter I'appu Bexsut B kHure «IIponaBas He3puMoe», «Bbl IPUHUMAETE yap Ha ce0s U pella-
eTe BO3HUKIIYIO POOIeMy TaKUM 0Opa3oM, YTOOBI TOKa3aTh KIMEHTY: «Bbl NECTBUTETBHO BaXKHbI
U151 HAaC, M ceiyac Mbl paJy Bac Bce UcrpaBuM»S. Kpome Toro, 000CHOBaHHBII I'HEB KJIMEHTA OOBIYHO
yKa3bplBaeT KOMIIAHUM Ha KaKue-TO MpoOJeMbl B ee padoTe, UTO TOXe sIBISIETCS BaKHOM MPUYH-
HOH oOpalate Ha TaKUX KJIMEHTOB 0CO0O€ BHUMAHME U TILATEJIbHO pa3dupaTh KakIyl0 CUTYaIMIO,
BBI3BABIIYI0 BO3MYILIEHHE KJIMEHTA.

Kannocrtnb

Ota 3MOIMS BIMSIET Ha MOTPeOUTEIbCKOe ToBeeHne IBOSIKO. C OJHOM CTOPOHBI, KIIMEHTY
TPYAHO PEIIUTHCA 3aBEPLIUTh CHEJIKY, OH OO0 U MyUYMTEJIbHO B3BELIMBAET, COMOCTABIISAET BBITOLY
1 3arpathl. Takoi KJIMEHT, B IPUHIIUIIE, SBJISAETCS YIOOHBIM OOBEKTOM BO3JIEHCTBHUSI, OH TOTOB CIIy-
1aTh OOBSICHEHHSI, EMY MOKHO apr'yMEHTHPOBAHHO JJOKA3bIBATh, UTO KOMITAHHS MpeJylaraeT BhIro/-
Hble /151 Hero ycioBus. Ho mpu 3ToM B3aMMOIENCTBUE C HUM OTHUMAET y COTPYIHMKOB KOMIIa-

® Bexeum I. Iponasas He3pumoe. — M.: AnbninHa busnec Byke, 2004.
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HUM MHOTO cHJI 1 BpeMeHH. C Apyroi CTOpOHBI, TAKOW KJIMEHT BOCIIPUMMYMB K Pa3HBIM OOHYycam,
eMy MOXHO M HY)KHO TMpeJjiaraTb CKUIKH, MOAPKH, TOTIOIHUTENIbHBIE CEPBHUCHL. YacTo MMEHHO 00e-
II[aHUEe 0COOOT0 OOCITYKMBAHUS «3a T€ ke JICHBIM» OKA3bIBACTCS PEIIAONIM apryMEeHTOM, Tiepe]l
KOTOPBIM NPYKUMUCTBIN KJIIMEHT HE MOXKET YCTOATh. A YK €CITH C KJIMeHTa 3a YTO-TO OepyT JIUIIIHUE
JEHbI, YIy4leHNe CepBHCa YacTo SIBJIAETCS JJIs KOMIIAaHUM €AMHCTBEHHBIM BO3MOXXHBIM OIpaB/a-
HueM. Harpumep, Kora B KpyIHOM CETH CyNepMapKeTOB B CBSI3U C KPU3UCOM ObLIO MPUHSATO pellie-
HHE He BbIJABaTh TUIACTUKOBBIE MTAKETHI OECIIIATHO, a MPOJaBaTh MX 3a AEHBIM, ObUTH BCE OCHOBAHUS
OXU/IaTh CHYKEHHM S JIOSITBHOCTH MOCTOSTHHBIX MOKymatesieid. [1oaToMy kaccpoB 00s13aJ11 OTKPbIBATh
MaKeThbl ¥ IIOMOraTh MOCETUTENISIM CKJIabIBaTh B HUX MPOAYKTHI. DTO HE TOJIBKO CHU3UJIO HEJJOBOJIb-
CTBO TOKyIaTeseld yBeJMUEHUEM LIEHbI, HO M COKpAaTUJIO OYepe/d, NOCKOJIbKY KAaCCUP OTKPBIBAET
MaKeT CYIIECTBEHHO ObICTpee, YeM CPEeJHUN MOKYTaTeNb.

Arpeccusi, BLICOKOMepue

OTn SMOLNU OOBIYHO CBSI3AHBI C TEM, UYTO B KOMIIAHHUU €CTb HpO6HCMbI C OHCHKOﬁ Tpe6yeMoro
KJIMEHTY YPOBHA CEpBHCA. NubiMu crioBaMM, KJIMEHT OOBIYHO CTAHOBUTCS aI'p€CCUBEH U BBICOKOME-
PEH, KOrga CYUTaAcCT, 4YTO UMECT IIPAaBO HA ocoboe OTHOIIIEHUE, a KOMIIAHUSA €0 HE MTPOABJIACT. Ecnu
€ro NpeTeH3nn 06OCHOBaHbI, 9TO CEPbC3HAA OIINOKA B HaCTPOﬁKaX CEPBUCHBIX ITPOLIECCOB, KOTOPYIO
HCO6XO,HI/IMO HUCTIPABJIATD. Ecnu xe HeT — HUYEM XOopomuMm O6H_ICHI/IC C TaKMM KJIMEHTOM HE€ 3aKOH-
YUTCA, HO Y KOMITAHWU OOJIZKHbI OBITh MMpOAYMAHHBIE METObI BbIXO4Ad U3 TAKHUX CI/ITyaL[I/Iﬁ C MHUHU-
MaJIbHBIMU TTOTEPAMU IJIA UMULKA.

3aBUCTH

OpnHa U3 CUJIBHEHIIINX CTPACTEl, KOTOPO BCE Mbl IOABEPKEHBI B TOPa3/i0 OOJbIEH CTENeHH,
YeM HaM caMuM KaxeTcsi. OueHb MHOTHE PELIEHHS], B IEPBYIO OUepe/lb — KACAIOLIUECs HAILIEro NoTpe-
OUTEILCKOTO TMOBEAEHM S, Mbl IPHHUMAEM, CTPEMsICh OBITh He XyKe KOro-1o. IMeHHO o3ToMy OueHb
BaXXHO KPacHBO pacCKa3blBaTh KJIMEHTaM O IMPEUMYILECTBAX SKCKJIIO3MBHOIO CEpPBHCA U MOAYEPKU-
BaTh MCKJIIOYUTEJIBHOCTh M BBICOKMI CTaTyC Te€X, KTO UM noib3yercs. [1o Toil ke nmpuyrHe oyeHb
BaXHO CTUMYJIMPOBATh MO3UTUBHBIE OT3BIBBI O CEPBUCE KOMIIAHUM CO CTOPOHBI Pa3HbIX MEAUMHBIX
JIUI] — OHU OOBIYHO SIBJISIIOTCS OOBEKTaMK TIOPaKAHUS, TSI MHOTMX BaKHO HE TIPOCTO JIeTeTh B OM3-
Hec-KJlacce, HO JIeTeTh B Ou3Hec-kiacce psgoM ¢ [lyraueBoil.

Pa3ouapoBanue

Ecnu kimeHT pa3oyapoBaH, 3TO OIHA U3 CaMblX HEMIPUATHBIX 11 KOMIAHUM cuTyauuid. Takoit
KJIMEHT BPsAJ, JIU CTAHET JIOsIbHBIM. Yaliie Bcero npuyMHON pa304apoBaHus CTAHOBUTCS UMEHHO Cep-
BHUC. UTOOBI 3TOTO HE MPOUCXONIIO, HEOOXOAMMO, BO-TIEPBBIX, JaBaTh peajbHble OOCHIaHNs], He pac-
CKa3bIBaTh MMyOJIMYHO O TOM, YTO KOMITAHHS HA CAMOM JieJie He TOTOBA IIPeJOCTABUTh KIIMEHTaM, a BO-
BTOPBIX, TIIATEIbHO MpopadaTeiBaTh BCe OM3HEC-TIPOLIECCH CEPBUCA U JKECTKO KOHTPOJIMPOBATh UX
coOMoeHNE BCEMHU COTPYAHUKAMU.

Camoit pacripocTpaHEHHOM HETaTUBHOW 3MoLMeN ABisercsa crpax. O pa3HbIX cTpaxax KJIMEH-
TOB M O TOM, KaK C HUMH OOPOTBCS, CTOUT IIOTOBOPUTH MOIPOOHEE.
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JIekapcTBa IPOTHUB CTPAXOB

BCC MBI HOIIBCp)K@HLI TEM NJIU UHBIM CTanﬂM. OHI/I HeI/I36e)KHO BJIUAIOT HA BCE HpI/IHI/IMaeMbIC
HaMMn pCH_IeHI/IH, B TOM 4YMCJIEC 1 Ha pCHIeHI/IH, CBA3aHHBIC C HOTpe6I/ITCHbCKI/IM IIOBCICHUEM. quO XKe
qarre Bcero 0OSTcs KJIUEeHThI?

bosizap o0OMaHa

«He oOmaHenb — He npojalb» — keje3Hoe MpaBuwio Topropiu. [lo kpaitHell Mepe, Tak Hac
YUWIH ¢ JIeTCTBA. M CKOJBKO Obl YECTHBIX M BBITOAHBIX MOKYIOK Mbl HU COBEPIIMIN, CKOJIBKO Obl
pa3 Mbl HU CTOJIKHYJIMCh C OTBETCTBEHHBIM BBIIIOJTHEHUEM CBOMX 00s3aTesIbCTB, B HAC BCE PaBHO
KUBET TOACO3HATEIbHASI YBEPEHHOCTh B TOM, YTO JII0OAs KOMIaHHs, C KOTOPOW Mbl UMEEM JEO,
CIIUT Y BUJIUT, Kak Obl HAXKUTbCA 3a Halll cueT. CTpax pokJaeT HeJIoBEpUe, HalpsKEHHUE U arpeccuio.
EcrecTBeHHO, 3TO He JIy4IlUil HACTPOW /ISl IPUHATUS PALIMOHAJIBHBIX PELIEHH.

Kak seunts? Hu B KoeM cilyyae He 1aBUTh Ha KJIMEHTA, BCAYECKU CO3[1aBaTh y HETO BIIe-
YaTJIeHre, YTO BCE PEIleHHs OH MPUHUMAET a0COTIOTHO CaMOCTOSITENNBHO. JlepkaTh CJI0BO, BBINOJ-
HATb BCE, YTO 00ELIAHO KJIMEHTY. [IposBIATh OTKPBHITOCTh — KJIMEHTAM MHTEPECHO 3HATh, KAK MIMEHHO
permaiotcsi ux npooneMsl. bpayH n Cbio31 IpUBOIAT IPHMEP aBTOCEPBHICOB, B KOTOPBIX Yepe3 O0JIb-
II0€ OKHO KJIMEHThl MOTYT HaOJIo/laTh, KaK PEMOHTUPYETCS MX MAallMHA, U PECTOPAHOB C OTKPHI-
TOl KyxHell’. [1os1e3HO He TOJIBKO MOKa3bIBaTh, HO M PACCKa3bIBaTh, OOBSICHATh KJIIMEHTaM CBOM AeH-
crBusl. Kak numer ['appu BekBUT, «TOKTOP B MPOBUHIIMAJILHOM 'OPOJIKE CUMTAETCS CBETUIIOM HAYKH,
MOCKOJIbKY OXOTHO TOBOPUT C JIIOJbMH Y MOMY/ISIPHO OOBSICHSIET UM JaXe CIIOKHbIE BEIn» b,

Bos13HL COOCTBEHHON HEKOMIIETEHTHOCTH

Bo MHOrux orpacisx Ou3Heca HOBbIE TOBAPhI U YCIYTY MOSIBISIIOTCA TaK 4acTo, YTO MOTPeOH
TeJIb HEe YCIIeBaeT YCJIEAWTh 32 U3MEHEHUsIMU. PecTopaHbl peryisipHO J00aBJsSIOT B MEHIO Omoaa
C KpacHBBIMHU, HO COBEpIIIEHHO HEMOHSTHBIMU Ha3BaHUSIMH, OAHKH TMOCTOSIHHO M300peTaloT Mpo-
OYKThI, SIKOObI OOECIIEUMBAIOIINE KJIMEHTY MAKCUMAJIbHYIO BBITOMY... A Y& B HOBBIX TajKeTax
WA JOCTHXKEHUSIX aBTOIPOMA CIOCOOEH OBICTPO Pa3o0paThCs TONBKO TOT, KTO CEPhe3HO MHTEpe-
cyeTcsi JaHHOW TeMou. B pe3synbrate Mokymnaresib BHIHYXKAEH COJMMIHO KUBATh, CIAyIIas MPOAABIA,
KOTOPBIY CHIIJIET KPACUBBIMA MHOCTPAHHBIMU CJIOBaMH M a00OpeBUaTypaMu, HO U3 €ro 0ObsICHEHUI
HE MOHUMAET MPAKTUYECKU HU4Yero. Masio KTo U3 Hac He OOMTCS IPOSIBUTH CBOE HEBEKECTBO U HAYATh
3a7aBaTh BOIPOCH], KOTOPbIE MOTYT TIOKA3aThCsl COOECETHUKY ITynbiMU. [103TOMy MOTEeHIIMATBHBIE
KJIMEHTHI CTapaloTcsi 30eraTh MoJgOOHBIX HEJIOBKMX CHUTYAIlMH, a €CJIM BCe-TaKU MOMNajaloT B HUX —
UCITBITHIBAIOT TTOTOM BEChbMa HEMPHUSATHBIE SMOLHH.

Kak jeuntb? OO0Imarscs ¢ KJIMEHTOM Ha TIOHSATHOM eMy si3bike. JIioOble TepMUHBI, KOTOpBIE
MOT'YT MOKa3aThCsl eMY HETIOHSATHBIMH, CTAPAThCS MPOCTO U JJOCTYITHO OOBSICHUTD, XKEJATeIBHO C TIPH-
MepamMH. DTO MPAKTHUECKH BCera BO3MOKHO MPH YCIOBUM TINATEIBHON MPOPAOOTKHU CLIEHAPUEB
auanora ¢ KiaveHToM. OueHb TOJIE3HO HCHOIb30BaTh «HAMNISAHYIO aruTallio» B TOPrOBOM 3aJie —
OaHHEepBI, TJIAKATHI, BUCOPOIIUKH, TOCTYITHO Pa3bsCHSIONINE BCe OCOOEHHOCTH MPOLYKTa, KOTOphIe
MOT'YT OKa3aThCsl HEMOHATHBIMU. [Tpr 3TOM Ba)KHO MOMHHTB, YTO BCE XOPOIIO B MEpY, HE CTOUT O0U-
KaTb KJIMEHTA, OOIAsCh C HUM, KaK ¢ MAJICHPKUM PeOEHKOM, HE 3HAIOIIMM COBCEM JIEMEHTAPHBIX
BEIIEH.

7 Bpayn I1., Coioan K. KnmenTs! Ha Bclo sku3Hb. — M.: ManH, MBanoB u ®epbep, 2010.

8T appu b. Yto mobaT kiarenTsl. [IpakTrieckoe pyKOBOJICTBO MO pacuivpenuio Bamtero 6usHeca. — CII6.: [Tutep, 2004.
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bosi3Hb CTATYCHOI'O HECOOTBETCTBUA

CepBuc — IMEHHO Ta 00J1aCTb, IIE MbI IIOJICO3HATEIBHO TpeOyeM 0COO0ro BHUMAHUS K CBOEMY
crarycy. Mbl TBepIo yOeX/IeHBI, YTO HAC JIOJKHBI OOCITYKUTh B COOTBETCTBUU C HUM, U OY€Hb OOU-
’KaeMcsl, €CIIA HaM KaKeTCsl, YTO 3TO HE TaK. ITO JOBOJIBHO HENPUATHOE KAaYECTBO, HO OHO, K COXKa-
JIEHUIO, CBOMCTBEHHO O4Y€Hb MHOTUM U3 Hac. OCOOEHHO SIPKO 3TO MPOSBIIAETCS, €CJIM He(hOPMAJIbHBIN
CTaTyc NOATBEPXKIEH e1le U (pOpMaIbHBIMU OCHOBAaHUAMU — Halpumep, kapron VIP-kimenra. B atom
clly4ae KJIMEHT rOTOB B CaMOil kecTKoi popMme TpedoBaTh cOOMIOIEHNS CBOMX 0cOObIX MpaB. CiioBa
«TIEPCOHAJIBHBIN MEHEKep», «IPHOPUTETHOE OOCITYKMBAaHUE», «0C00ast CKU/IKa» 3Bydar IJIsl HEro
Kak mMy3blka. Ho 1 tam, rae kiameHT noka He uMeet popmasibHoro VIP-cratyca, OH BCe paBHO OXKH-
JaeT, YTO B HEM OIO3HAIOT (M0 aBTOMOOWIIIO, KOCTIOMY, YacaM, OCaHKe, BBIPRXEHUIO JIUIA), TOrO,
KEeM OH ceOsI CUMTAET, BBIIEIST U3 TOMIbI, MPOSIBAT 0co00e OTHOMEeHHe. He MeHee BaXHO 1JIs1 HEro,
YTOOBI UHTEPbEP OpHCca KOMIIAHUM, ACCOPTUMEHT, LIEHbl — BCE 3TO COOTBETCTBOBAJIO CTATYCY, KOTO-
Ppblii OH OOUTCS YPOHUTb.

Jlpyrasi cropoHa Me[iaji — UCKYCCTBEHHOE 3aHMKEHHE COOCTBEHHOTO CTaTyca, KOrjga KJIMEeHT
curTaer ceOsl HeIOCTAaTOYHO COJIMHBIM JJIsl KaXyIIErocst eMy CIIMIIKOM IIMKAPHBIM OTEJIsl, PecTo-
pana umm Oytuka. Hepenko ero ouenka BepHa. Ho ObIBaloT cuTyalimu, Korja KOMIaHus Kak pa3 IbITa-
eTCsl PaCLIMPHUTh CBO aCCOPTUMEHT TOBAPOB MJIM YCIYI B pacuere Ha OoJiee JEMOKPaTUYHYIO LieJie-
BYIO ayIUTOPUIO, 3a0bIBAsI ITPU STOM COKPATUTh OTITYIMBAIOIINE IMKAPHBIE JIEMEHTh 0O(DOPMIICHHUS.

Kak neuntb? Bo-nepBbIX, CTpOKafIIIM COOMIOAEHUEM COOCTBEHHbIX MPABUI B OTHOLIEHUU
VIP-kymenToB. Bee npedepennmu, npenxycMorpeHabie VIP-ctaTycoM, HOMKHBI ObITH MPEIOCTaB-
JIeHbl KJIMEHTY B 00s13aTeIbHOM MOpsiaKe. Bo-BTOpbIX, JI000W COTPYIHUK CHUCTEMBI KJIMEHTCKOTO
cepBuca 00s13aH 00JaaTh YMEHHEM C TEepBOro B3IVIs/a OLEHUBATH KJIMEHTAa M OMNpeNessaTh CTa-
TyC, Ha KOTOpBI OH IpeTeHAyeT. DTO HerpocTras 3ajaya, MepuoAnvecKrue OUIMOKU HeU30€KHbI,
IIOCKOJIbKY HET IapaHTUM, YTO KJIMEHT MEYTHl HE 3aXOUeT OJHAX/bl MIOCETUTh BAaC C CEMHUJHEBHOU
IIETUHOM U B pBaHbIX JkMHCcax. Ho ¢ onblTomM BeipaOaThiBaeTcsl HaBBIK y3HaBaHUs VIP-kineHTOB
Jaxe B TAKOM KaMy(uisike. B — TpeTbux, eciim KOMIaHus IOJTHOCTBIO CMEIAET PHIHOYHYIO CTPATETUIO
B CTOPOHY OoJiee HU3KOrO CerMEHTa LeJIEBON ayAUTOPUM WM MPOBOAUT CHELAKIHMIO, PACCUMTAHHYIO
Ha 9TOT CEIMEHT, HEJJOCTATOYHO MPOCTO I00aBUTh B ACCOPTUMEHT O0Jiee AeIIeBble TTIO3UIMN U TTPH-
MEHWUTb KPYIHbIE CKUJKH, HYXKHO €111e JOHECTH A0 3TUX KJIMEHTOB, YTO UM Pafpbl.

bosi3Hb mOTEepH BpeMeHu

JJ1s1 COBpEMEHHOTr0 YeJIoBEeKa BPeMsI CTAJIO IJIABHOM LIEHHOCTBI0. TemI KU3HU TaK YCKOPHIICH,
YTO MaJIO KTO TOTOB MOTPATUTD JIake JIUIITHUE 5 MUHYT Ha okujgaHue. EctecTBeHHO, KJIMEHTOB OTITY-
TMBAIOT OYEPEeU, HO He MEHbIIIEe MyraeT JAJIUTeIbHAs MPOLIeypa 3aroTHeHUs PA3IMYHbIX JOKYMEH-
TOB.

Kak jieuntb? MakcuMaibHBIM YCKOPEHHUEM U YIIPOIIIEHHEM BCeX OU3HEC-TIPOLIECCOB, CBSI3aH-
HBIX C cepBucoM. KimoueBbie (hakTOpbl — KOMIIETEHTHOCTh COTPYHUKOB, MX YMEHUE YETKO U KOPOTKO
OTBeuaTh Ha JIIObIE BOIPOCH KJIMEHTOB, TIIATENILHO MPOpadOTaHHAs MpoIieaypa opopMIIeHUs He0O-
XOIUMBIX JOKYMEHTOB, JETAJbHO MPOAYyMaHHasi U BBHICTPOEHHAsl JIOTUKA IMEpeIBUKEHUs KJIUEHTA
B 30He 00cTy)xuBaHusA. OUeHb BaKHBI MOMEHT — HAJIMYKE U YIOOCTBO aBTOMAPKOBKH, BOBMOKHOCTh
3apaHee 3a0pOHMPOBATH MAPKOBOYHOE MECTO, TOTOBHOCTh COTPYAHUKOB MOMOYb KJIMEHTY YIOOHO
3anapkoBarbcsl. Einie onuH oveHb 3(h(eKTUBHBI MHCTPYMEHT — IPEIBAPUTEILHOE COIIAaCOBAHUE
C KJIMEHTOM BPEMEHH ero MpHuxofa C TapaHTHed NpeaocTaBieHus yciyru Oe3 ouepeaud. MHorue
KOMITaHUM TTPUMEHSIIOT XOPOIIIO U3BECTHBII MAPKETUHIOBBINA MIPUEM: OHH MPEIOCTABISAIOT KJIUEHTY
CKHIIKH, €CJTM O)KUIaHHUE KJIMEHTA 3aTATUBAETCS JOJIble 0ObHOr0. Hampumep, B OTHOM M3 MOCKOB-
CKUX TUIIEPMAapPKETOB, €CJIM He BCE KACCHl OTKPHITHI, @ B OYePEIU CTOUT OOJIbIIIe TPEX UeIOBEK, KITH-
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CHT UMCCT HpaBO Ha 66CHJIaTHbII./JI CTakaH HpOXJIaIII/ITCHBHOFO HarmmTKa, 4asd Ujinu KO(pe. AB OJHOM
U3 pecTopaHoB BopoHeska Ha KaI0M CTOJIe CTOSIT IIECOYHbIE Yachl. B MOMEHT npuema 3akasa Kiu-
SHT TepeBopaynBacT vachl. EC/TM Bech MecoK BBICHIMAJICA, a 3aKa3aHHOE OJIOJIO ellie He TPUHECIH,
MOCETUTEITh TOTyYaeT 3To OJo10 OecIIaTHO.

Bos3ub BHIOOpa

Bri6op yacto BecbMa MyuuTeNeH AUl KJIMEHTA. ANPUOpPH JII0OOH M3 HAC CUMTAET, YTO YeM
Oonblie BbIOOp, TeM Jyuduie. Ho, CTONKHYBIIMCh Ha Aese ¢ CUTyallMel, Korja rasa pasoerawrcs,
MBI JAJIEKO HE BCET/1a CIOCOOHBI BBIPAOOTaTh OOBEKTUBHBIA HAOOP KPUTEPUEB U CIEJATh PALIMOHAIIb-
HbIIA BeIOOp. [IprueM MPOMCXOAUT 3TO HE TOJBKO MPH COBEPIIEHMH IMOKYIKH, HO U TpH BHIOOpE,
HarpuMep, OHOTO U3 HECKOJIBKUX BapUaHTOB rapaHThy. OOBIYHO MIPU 3TOM PAllMOHAJIbHASL COCTaB-
JISI0IIAs] MBIIIJIEHHUS YCTYIaeT MECTO SMOLIMOHAJIBHOM, MBI JIeJIaéM MMITYJIbCUBHBIN BBIOOD, a 3aTeM,
OCO3HAaBAas1 3TO, MIEPEKUBAEM, UTO BHIOOP OKa3asics He TydrM. Y aBakapl otyMaeM, CTOUT JIU elle
pa3 MOMTH TyAa, IIe Mbl CHOBA CTOJIKHEMCS C 9TOH MPOOIEeMON.

Kak jgeunts? I[IponeMoHCTpUpOBaB IIMPOTY AaCCOPTUMEHTA, 3aAaTh KJIMEHTY HaBOASAILME
BOITPOCHI, YTOOBI AKKYpPaTHO M TAKTUYHO COKPATUTh AJIs1 HErO CHEKTp BbiOopa. ONTUMaIbHO — CBe-
CTH BBIOOP K TPEM-YEThIPEM BapUaHTaM, 3TO UMEHHO TO KOJIMYECTBO, KOTOPOe OOJIBIIMHCTBO U3 HAC
CIIOCOOHO PallMOHAIBHO B3BECUTD M OLICHUTb.
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MaHunyJaupoBaHue KJINEHTOM

B 3101 T71aBe peus moiaeT 00 MHCTPyMEHTaX MaHUIYJIMPOBAHMS. DTO CIOXKHAs W OMacHast
TeMa, TMIOCKOJIbKY TaKMe WHCTPYMEHTHI MOTYT OBbITh UCIIOIb30BaHbl BO Bpe/l KJIUEHTY. TeM He MeHee
MBI CUUTAEM HEOOXOJMMBIM 00 STOM ITOTOBOPUTb, MOCKOJIBKY, BO-TIEPBBIX, TUM apCEHAIOM IIPUEMOB
00s13aTEJILHO JIOJIKEH BJIAJIETh JIIOOOH CHEUAIMCT N0 KJIMEHTCKOMY CEPBHUCY, a BO-BTOPBIX, MOJIE3HO
3HATh TU MPUEMbl U PACTIO3HABATH CUTYAIMU, KOTJa UMH 3JI0YIOTPEOIISIIOT MO OTHOIICHHIO K HaM,
Be/Ib KK/IBII U3 HAC PETy/ISIPHO OKA3bIBAETCS B POJIM KJIMEHTA.

Bce 3Ti npueMbl OCHOBaHbBI Ha MCTIONIb30BAHUM PA3JIMYHBIX OCOOEHHOCTEH HAIIIErO MBIIUICHHUS
1, KaK CJIeJICTBUE, TIOTpeOUTeIhcKOoro noseaeHus. OMHON U3 TaKUX OCOOEHHOCTEH SIBNsieTCs MpH-
BeP:KeHHOCTh CTePeoTUNnaM. B KakoM-To cMbICJIe MbI BCE IyMaeM OJMHAKOBO M B CBOEM MOTpeOu-
TEJIbCKOM TIOBEJCHUM MTPOSIBIISIEM CXOKHE YePThl. THITMYHBIM MPUMEPOM TaKOH CUTYalluu SIBJISIETCS
Hallla peakiys Ha odepesb. Mbl yke BCIOMHHAIM, KaK B COBETCKHE BpEeMeHa, KOI/ia JIOAN BUICIH
JUTMHHBIN XBOCT, BBHITJISIIBIBAIOIINI M3 Mara3uHa, OHM CTAaHOBUJIMCH B 3Ty Ouepellb, Jake He TOTpY-
JMBIINACH Y3HATh, 32 YeM OHA CTOUT. MBI BefieM ceOsl Tak OTHIO[b HE TOJIBKO B CUTYallU TOTAJIBHOTO
neduuta. ONbITHRIE MAHUITYJISITOPH STUM aKTHBHO TIOJB3YIOTCS, B TOM YHCIIE CO3JaBasi M UCKYC-
cTBeHHBIN edpurmt. Eciim BaM cooOmaoT B Mara3uHe Wik pecTopaHe, YTo Yero-To OCTajioch Majo,
TO, CKOpee BCEro, 3TO 03HAYaeT, YTO BAC MBITAIOTCS YOAUTh KYIUTh TOBAP WM YCIIYTY, KOTOPYIO BbI
He Kynuid Obl IPH APYTUX OOCTOSITENbCTBAX.

Jlpyrium pacripocTpaHeHHBIM CTEPEOTHUIIOM SIBJISIETCSI MHEHUE, YTO YeM J0PO:Ke, TeM JIydlle.
OueHb YyacTo Mbl PyKOBOJCTBYEMCSI STOM TOUKOW 3peHHs ITPH BEIOOpe IpoayKTa. OCOOEHHO 3TO Kaca-
eTCs1 TOBAPOB, SIBJISIOIIMXCS IPECTHKHBIMU, TAKMX, KAK MOOWJIbHBIE TeJIe()OHBI, HOYTOYKH, aBTOMO-
Owm 1 T. 1. YacTo B TaKUX CHUTYyallMsIX MbI JIEHCTBYeM BOIIPEKHU JIOTHKE, CUMTAsl BHICOKYIO IIEHY
HE HEJOCTaTKOM, a MPEUMYIIIECTBOM, OTHOCAIIMM [aHHBII TOBap K OoJiee BBHICOKOW IIEHHOCTHOM
Kateropuu. Yto, 3aMeTUM, J1aJIeKO He BCerJa MOATBEPKAAETCS ero MOTPeOUTETbCKUMH KaueCTBAMH.
Pazymeercs, co3aaBasi WJIIO3MI0 BICOKOM IEHHOCTH NPOAYKTA, HE0OX0AUMO NOAKPeNIsSTh
ee COOTBETCTBYIOIIHNM O(hopmiieHHeM TOYKH MPOJA’K U BbICOKHM KauyeCTBOM O0O0CJIY:KH-
BaHHs KJHeHTa. OH BpsJ JIM NOBEPHUT, YTO FKCKIIO3UBHBINA NPOJAYKT €My MOTYT NpeJio-
*KHTHh HEeONPSITHbIE NPOAAaBIbI B o0mapnanuoM oduce. Kak nmumer Muxann [IpIMITIAI B KHUATE
«MaHUITyTMpOBaHUE TOKYIATENeM», «B BOCIIPUSTUH YCIYT 1U1ane003(gekT® HOCUT aObCOMOTHBINA
xapaktep. JIIoy MiaTaT He CTOJNBKO 32 T€ WJIM MHBIE /ISl CTBUS MPU OKa3aHWU YCIyTH (Hampumep,
MapUKMaxepCcKue yCIyTu, «TOTOBKa» B PECTOpaHe WM YCIYTH IO JIOCTaBKe ToBapa OJIMKe K JIOMY
TIOKYTIaTeIs1 17151 TOPrOBJIN), a 32 TO YAOBJIETBOPEHUE COOOH M OKPYKAIOIIUM MUPOM, KOTOPOE CO3/1aeT
JaHHasl yCIIyra, ¥ OTUIAUYMBAIOT MIMEHHO 3Ty YOBJIETBOPEHHOCTD. Pa3iimuHbie XapakTepUCTHKH MecTa
00CITy’)KMBaHUSI MOKHO pa3/ieITh Ha T WM UHBIE COCTaBsIIHe (odopMieHue, yHudopma rnepco-
HaJia, BHICOTA MOTOJIKOB U T. JI.), HO MPUITUCHIBAHKE TOTO WJIA MHOTO 3HAYEHMSI U CMBICIIA SJIeMEHTaM
MHTEpbhepa WK KeCcTaM 0OCITyKHMBAIOIIEro MepcoHasa MPOUCXOAUT B pe3y/IbTaTe sIBHOTO WM HesIB-
HOT'O COIVIACHSI CTOPOH CIEJIKH. YUUTBIBAsI, YTO MPH OKA3aHUU YCIIYT BCEr/ia MPOUCXOAUT HErocpeI-
CTBEHHOE OOIIIeHNe MEeXAy MPoAaBIOM (O(pUIIMAHTOM, MACTEpPOM U T. J.) U MOKyIareaeM, 0COOeH-
HOCTH TIOBEJICHUsI OOCITYKHMBAIOIIETO TIepCOHANIA MOTYT JIETKO pa3pyIIUTh JIIoOo# 1uiane0o3ddext
y KJIMeHTa, M0TOMY TaK BaKHA yBEPEHHOCTh MIEPCOHAIA B 3HAUMMOCTH OKa3bIBAEMBbIX YCIIYT U COIJIa-
cHe TiepcoHaJla COOTBETCTBOBATh MPEAbsBIISEMBIM TpeOOBaHUSIM» 10,

Eine omaM, 00IIUM 17151 BCEX HAC CBOMCTBOM SIBJISIETCSI TO, YTO MbI CKJIOHHBI TTPUCITYIIIUBATHCS
K MHEHHIO aBTOPUTETOB. B poiu aBTOPUTETOB MOTYT BBICTYNATh CaMble pa3Hble JIOIU, TPUIEM

o I1rayebo — BemecTBO Oe3 SIBHBIX JICUEOHBIX CBOKCTB, JieueOHbIN 3(P(EeKT KOTOPOTO CBS3aH C BEpOU MAIMEHTa B ICHCTBEHHOCTh
nipenapata. Igghexm naaye6o — yydieHre 300pOBbs YeToBeKa Oarofapst ToMy, 9To OH BepHT B 3((eKTUBHOCTD Ipenapara.

10 Aoy, M. H. ManunynipoBasue nokynarenaeM. — M.: Omera-JI, 2004.
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AaJICKO HE BCErga OHU ABJIAIOTCA CIICHUAIMCTAMU B TOM BOITPOCE, B KOTOPOM Mbl OPUCHTUPYEMCHA
Ha X MHCHUC.

Mnozue u3z Hac nouemy-mo NPUCAYWUBAIOMCS K CAOBAM APMUCTIOB
UNU MY3LIKAHMOB NO NOBOOY NOAUMUKU UMY IKOHOMUKU. M npu evibope mosapa
UAU YCayeu Mol CHAOWb U PSOOM 20MO8blL CAYULAMb UYEN08eKd, KOMOPO20 3HAEM
C Xopouteli CmopoHbl U Yeadcaem 3a KaKue-mo 3acnyeu, He UMeoujue OmHoOuleHuUs
K OGHHOU cumyauuy, npu 3mMom He o0paujaem 6HUMAHUSL HA PEeKOMEHOAUUU
uenoeeka, KOmopwvlili pazoupaemcsi 8 Bonpoce, HO NO KAKUM-MO NPUMUHAM
He 516151emcst ONsl HAC a8MOPUmMeno.

CKJIOHHOCTb 10BEPATh 3HAMEHUTOCTSIM aKTUBHO UCIIONB3YeTCs B peKJlaMe, IJie B KauecTBe nep-
COHaXel MOABJISIOTCS y3HaBaeMble BCEMH JIMIIA, HUKAK HE CBA3aHHbIE C TEMU TOBAPAMU U YCIyraMH,
KOTOpbIE OHU PEKJIAMUPYIOT.

Jlpyrum npruMepom MCHob30BAaHUSI 3TOTO MPUHLIUIA SIBJISETCS aKTUBHASL pa0d0Ta MHOTMX KOM-
NAHUI ¢ HUILIEBBIMU «TYpPY», TO €CTh JIOKJIbHBIMU JIMAEPaMH OOLIeCTBEHHOro MHeHus. Hanpumep,
B Pa3/IMYHBIX CETEBBIX COOOIIECTBAX, MOCBAIIEHHBIX ONPEIEIEHHON TeMe, HeU30eKHO BbIAEISETCS
HEKOTOpOe KOJIMYECTBO JIIOJEN, KOTOpble pa3oupaioTcs B 3TOH TeMe Jiyduie apyrux. Mx aBropurer
YeCTHO 3apadO0TaH, HO UM 3a4acTylo MOJIb3YIOTCs MaHUIYAATOPBL. [IpeBpaTtuB 1uepoB OOIIEeCTBEH-
HOTO MHEHHUs TeM WJM UHBIM CIIOCOOOM B NOKJIOHHUKOB OINpeJesIeHHOro OpeHJa, MOXHO OKa3bl-
BaTh CEpbE3HOE BIMSIHUE HA MHOKECTBO JIIOAEH, MPUCITYIIMBAOIIMXCS K X MHeHMI0. EcrecTBeHHO,
U TIOJIOKUTEJIbHBINA OT3bIB «TYPYy» O CEPBUCE TOWU MM MHOW KOMITAHUH SIBJISIETCS MOILHBIM (DAaKTOPOM
BO3/IEIICTBUS Ha 1IE/IeBYI0 ayAUTOpuIo. «['ypy» Mpy 3TOM MOXET M caM He JIOrajIblBaThCs, UTO MOKa-
3aTesIbHbIN CHEKTaK/b Ha TeMy OOCTyKMBaHHS IO BBICHIEMY KJacCy ObLJI OPraHM30BaH CIEMaIbHO
IJ151 Hero.
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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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