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Coaep:xanue

Baenenne
I'naBa 1. Yto Takoe pemnyTtanus?
U3 vero popmupyetcs penyrarus?
LeneBble aynuTopuu, BAUSIOIIME HA PEITyTALUIO
Kak cocrosinue penyranuu BiausieT Ha MPOAAXKU U IPyTUe aCleKThl
OuzHeca
Uem «pemnyTaiysi» OTIMYACTCS OT «<UMUIKa» U «OpeHga»?
4 TpOCTHIX CrIoco0a y3HaTh, BaXKHA JIM JJIs1 BaC PeIyTaIys
I'naBa 2. Kak npoBepuTh U OLIEHUTh COCTOSIHUE PEITyTaluu?
AynuT peryTanuu 1ar 3a 1arom
Yem uzmeputh penyraruio?
Cunraem yOBITKM OT HEraTuBa B UHTEPHETE
I'naBa 3. 3aueM Hy)X€H MOHUTOPHUHT, KaK €r0 HACTPOUTb U UCIIOIb30BaTh?
Kak HacTpouTbh MOHUTOPUHT?
OueHka pe3y/bTaToB MOHUTOPUHTA
Konen o3HakoMUTENBHOTO (pparMeHTa.
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BBenenne

MHorouuceHHble KOJIbI IMJEPCTBA, IICUXOIOTH, KOYyUH, TPEHEPbl TMYHOCTHOTO POCTa COBE-
TYIOT IIPEOI0JIEBATh 3aBUCUMOCTb OT YYyKOTr0 MHEHHSI: He 00palaTh BHUIMaHHUsI Ha OLIEHKH OKPYKalo-
IIUX, JeNaTh TO, YTO KaXKeTCs MPaBUIIBHBIM, A0CTParupoBaThCcsl OT KOMMEHTAPUEB «3aBUCTHUKOBY . ..

CoBeT OIMHAKOBO MPABUIIBHBIA 1 aOCYPIHBIN.

Jla, MHOrMe M3 Hac — BO3MOXXHO, HAYMHAs C IOHOTO BO3pacTa — CTPEMSTCS K HE3aBUCHUMO-
CTH, CaMOCTOSAITEJILHOCTH, cBoOoe. Hallle BnkeHue BHEpEnR 1Sl KOrO-TO SIBJISIETCS HEOXKUAAHHBIM
u 6osie3HeHHBIM. OLIEHKH TpecieyloT Hac MOBCIOAY, M OTHAX bl Mbl IOHUMAeM: €CJIU HeJIb3sl OCBO-
OOIUTHCS OT HUX MOJHOCTBIO, HYKHO HayYUThCSl MU YIIPABJIATh. Pa3 Mbl OKa3aIMCh YacThiO TOW WIN
MHOW CHUCTEMBI, HEIUIOXO OBl CTaTh YCIIEITHON €€ YacThIo.

Penyrarus kak oTpaxeHue 0T3bIBa, MHEHUSI UJTU CYKAEHUSI — 3TO TO, UTO COIMPOBOXKIAET JIIOAIEH
Y KOMITaHUM, MEIIasi OHUM U YCUJIMBAs! IPYTUX. DTO KOHIIEHTPAT BHELIHUX OLEHOK, KOTOPBIM MOXET
CTaTh TOKCUYHBIM, 2 MOKET IpUIaTh CHI. M eciv Bbl IPUTOTOBUTE €ro CaMy — OOJIbIIIEe ITAaHCOB, YTO
OH OKQXeTCsl JKMBUTEJIbHBIM U TOJIE3HBIM IS BAC.

OnHMX NpeceayoT «IPexy MPOILIOro», U MATHA Ha PeyTalliy He TO3BOJISIIOT JBUIaThCs BIle-
pén. [pyrue BBIXOAAT Ha PHIHOK M CTPEMSITCS K YUCTOTE U Oe3YIPEYHOCTH peHOME. A KTO-TO TOTal
B SMHLIEHTP PEIyTAlMOHHOTO KPHU3KCA MM CTall 00bEKTOM aTaku. Kak cripaBisThes ¢ TAKUMU CUTY-
alMsMU U He HaJesaTh OUIMOOK, Bbl y3HAETe, IPOUUTAB 3TY KHUTY.

Sl mosTanHO ONMCHIBAIO MPOLECC YIpaBJeHUsl peryTauuell B uHTepHere. PacckasbiBalo, Kak
Ou3Hecy paboTaTh C OT3bIBAMHU KJIMEHTOB M KaK pearnpoBarh Ha HeraThB. OObBsCHSIO, Kak yOparh
13 MOVCKOBOM BBIIAUM HEYTOIHYI0 MH(OPMALIMIO U KaK 3(P(PEKTUBHO paclipoCTPaHATh CBOIO TOUKY
3peHus1, HaIlOJIHATh COLMaNIbHBIE ceTh U odmmaTbess co CMU. U, HakoHel, Kak ce0st BECTH B pasrap
PeryTalMOHHOTO KpU3uca Wi MHGOPMAIMOHHOW BOWHBI. KHHra n3odusyer kelicamMu U aHTUKEH-
CaMHU T10 KaXJJOMY HallpaBJICHUIO.

S 0000MmMII COOCTBEHHBI OMNBIT U PEKOMEHJIALIMU MHOTHX CIIELMAIUCTOB (IO YIPaBJIECHUIO
peryTanuei, MoMcKOBOMY IIPOABUKEHHUIO, BEICHUIO COLICETel U JIp.), C KOTOPIMU COBETOBAJICS MPH
HANMCaHUM 3TOW KHUTHU. 371eCh Bbl Hal/IETe HEOOXOAMMBIN 0a30BbI MHCTPYMEHTAPHUI YITPABJICHUS
peryTanuen, MpakTHYeCKUe COBEThI M YEK-JICTHI.

KHura Oyner uHTepecHa:

* Haunnaromum 6m3HecMeHam. VM npe/icTOUT BBICTPanuBaTh CBOIO PEITYTAIIUIO C HYJIS.

Knuza nomoaicent yuecnib, HACMpoumnov U acmee NPpUMEHANb 6Ce H€06XOauMbl€ UHCMPYMEHMbL,
umooOvl ObIMb 80 BCEOPYIHCUU, NPEOYNPEOUNb BOIMON’CHBLE Y2PO3bl PENYMAUUU U UBDEHCATNL UX.

* Brageabniam KoMnaHuii, ep e;KUBAIOMINM PenyTallHOHHbIA KPU3KC . Y HUX €CTh OIBIT
BeJIcHUs1 OM3Heca, HO Kak MPaBWJIO, HeyaayHblil. [IpOMCKM KOHKYPEHTOB MM ONIMOKH MOCTPOEHUS
OW3HEC-TTPOLICCCOB 3aBEJIM UX MPEANPUATHS B «IEPHYIO MOJNOCY»: PA3BUTHUS HET, KIMEHThI yXOJISAT,
OT3bIBbI HETATUBHBIE, KBATU(DUIIMPOBAHHBIC KaIPhI HE XOTAT OCTABAThCsI B KOMITAHWH, BJIACTH M MHBE-
CTOPBI HE TTPUHUMAIOT HY)KHbIC PEIIICHHUSI.

Knuza nodc;caofcem, KAaxK omvlCKambsv U 3a.1amainsv 6p€M/tl/t 6 penymauyuu, 8blCnipounlo 060p0Hy
om aaﬂbHeﬂme amdak, cc)etumb Cc mecma H€O6XOaI/LMbl€ PeUEHUA U 6€PHYNTb YMPAUECHHblE NO3UUUU
HA PblHKE.

e Ily6iimuHbIM mepcoHaM (MOJMTHKAM, OW3HECMEHaM, CeJIeOPHTH) M HMX Mpecc-
arrame. OHU NOCTOSTHHO HA BUJIY, UX «BXOKECTb» B pa3IMUHble KAOWHETHI, «PYKOIOKATOCTb» U,
Kak CJIe/ICTBUE, JOXO/bl HAMPSIMYIO 3aBUCSIT OT COCTOSTHUSI PEIyTallUH.

Knuea nayuum, kax cghopmuposams ynpasasiemyro penymauuro, u3oasumvCcsi On HezamueHo20
LM/leﬂ(ﬁa u onepaniuéHo npomueoCcmosmb 6HE3ANHbIM ny@mtmz;m Hdl’laaKaM.
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* CtynenTaM u mpemnojaBarejisiv HanpapJieHusi «Pexksama, mapkerunr, PR» — kak
yueOHUK. PR, MapKkeTUHT U yrpaBjieHHe pernyTallield BIUICTeHBI APYT B APYra, U U3y4aTh MX CTOWT
OTHOBPEMEHHO.

e CnenpaJucTaM Mo CBA3sIM ¢ 00IIEeCTBEHHOCTbI0 — B KAYECTBE HACTOJILHOM KHUTHU JIJIsI
€KeTHeBHOTO TIPUMEHEHUS N3JI0KEHHBIX PEKOMEHJAINN Ha TIPAKTHKE.

Yro Bac KIET

B rnaBe 1 Mbl pa3zdepéMcs ¢ TEpPMUHOM «pemyTalys» M OTACIMM €r0O OT MOHATHI «UMHUIIK»
U «OpeH». Y3HaeM, OT KaKuX IeJIeBbIX ayTUTOPHIA 3aBUCUT COCTOSIHUE PEITyTalliy KOMITAHUY JTH
niepcoHsl. [ToimMEM, 13 Yero ckiiaablBaeTcs penyTalus, YTO BIMSET Ha €€ COCTOSIHAE U Ha YTO BJIM-
SIeT OHA.

W3 raBel 2 BbI y3HaeTe, /7151 YEro HyKEH ayJUT pelyTalyuu, Kak ero MpoBEeCTH, Ha YTO CTOUT
0oOpaTuTh BHUMaHUE, KaK ¥ — CAMOE TJIABHOE — YeM MOKHO M3MEPUTh COCTOSTHHE Balllell peryTalum.

B raBe 3 peub MoMAET O MOHUTOPUHIE YIOMUHAHUU. Bbl MOWMMETE, YTO MpU MPABUIBHO
HACTPOEHHOM MOHUTOPHHIE MOKHO HE TOJBKO y3HATh, YTO O BAaC MHIIYT, HO U cOOpaTh JIMIbI,
BOBpEMSI y3HAaTh O KJIIOYEBBIX COOBITHSX B Ballleld OTPACIv U Jake MpeaylnpeanTb Ha3peBaOIIUii
PeIyTalMOHHBIN KpU3KC. S 00BSICHIO, KaK MPAaBUIILHO HACTPOUTh MOHUTOPHUHT M ONITUMAJIbHO TTO0-
Oparbh MHCTPYMEHTHI JIsI HETO.

I'naBa 4 npo T0, KaK ynpaBJsATh pe3y/bTaTaMy IIOMCKOBOM BbIJAYM 110 HYKHBIM BaM 3alIPOCAM.
3HAaKOMCTBO C KOMIIaHMEH, KaK MpaBUJIO, HAUMHAETCS C TOTO, YTO MOTEHIUAIbHBIN KJIMEHT TYIJIUT
nH(pOpMAaIMIo 0 Hell B orckoBrKax. Kak ckaszana Koko [lanens, «y Bac He OyaeT BTOpPOro IaHca
IIPOM3BECTU TepBOe BleuamieHne». [103Tomy Tak BaXKHO 3HaTh HABEPHSKA, KAKUE CCHUIKM YBUIMT
Balll OyAyIIHid KJIMEHT Ha MIepPBOi CTpaHMIIe TOMCKOBUKA I10 3aIPOCy C HA3BAHUEM Balllell KOMITAHUH.

Hanee, B T71aBe 5, Mbl pa3oepémcst, Kak padoTaTh ¢ OT3bIBAMH B MHTEPHETE M MIPAaBUJIHO pearu-
POBaTh Ha HUX, KaK MOTYyYUTh OT3bIBBI HA HY)KHBIX BaM TUIONIAJKAX U CTOUT JIM MPHOEraTh K IOMOIIH
(erikos.

3areMm B 171aBe 6 9 paccKaky, Kak padoTrarh ¢ HeraTuBHOW nH(MOpMaryeid. Bel moiiMére, Bee-
1A JI1 HY)KHO pearupoBaTrh Ha HETaTUB U B KAKOU (hOpMe 3TO JIeNaTh.

B r1aBe 7 mbl nepeiieM K ygaieHuo H(pOpMauK U3 UHTEPHETA U BBISICHUM, KAaKUMU CIIOCO-
6amM 3TO czieNaTh, HAYMHAsI ¢ He(POPMATBHOM MPOCKOBI M 3aKaHYMBAsI alleJUTMPOBAHUEM K HOpMaM
npaBa U CyAeOHBIM PEIlIeHHUSIM.

Hanee, B r1aBe 8, Mbl IO3TAITHO PACCMOTPUM, Kak MPaBWJIbHO CTPOUTh OTHOIeHUs: co CMU,
Ja’ke ecliv y Bac HeT nuapiuuka. Hayunmcs nucars npecc-peusbl.

3areM B I71aBe 9 BbI y3HaeTe, KaK yCTPOEHbl MH(POPMAIIIOHHBIE aTAKK ¥ YEM OHH OMacHbl. S
OIMUIIlY OCHOBHBIE IIPUEMBI MH(POPMAIIMOHHBIX aTaK U METOIb! 3P(PEKTUBHON 3aLUTHI OT HUX.

B maBe 10 Mbl pacCMOTPHUM HNOIIArOBYI0 MHCTPYKIIMIO PEaripoBaHus Ha pelyTallMOHHbIE KPU-
3UCHI, pa30epEéMCsi C 0OCOOEHHOCTSIMU Pa3HbIX KPU3UCOB, A TAKXKe MOWMEM, KaK MpeaynpeIuTh pery-
TAMOHHBIN KPU3HUC U HE J1aTh €My Pa3BUThCS A0 MACIITaO0OB KaTacTpodBbl.

B 3akmouenun Bac KAET COOPHUK KJIACCHUECKHUX OIMIMOOK MITH «BPEIHBIX COBETOB» T10 YITPaB-
JICHUIO peryTaluei. 9To KOHIEHTPAT BCEro, YTO BbI 37€Ch IIPOYTETE.

Ternepb 0 TIABHOW LIEJU: s XOUY, YTOOBI BbI TIOHSUIM, HA YTO CTOMT OOpaTUTh BHUMAHHE TPH
yIIpaBJIeHUU peryTanueid U B paboTe ¢ BalllMMU 1eJIeBBIMHU ayAUTOPUSIMH, KaK He JOMYCTUTh CTaH-
JapTHBIX OIMIMOOK, KaK HE MOWTH Ha MOBOMY Y «CHEIUAJIMCTOB», KOTOpbIe OOCIIAIOT PEIIUTh BaIlH
npoOieMbl 32 Bac.

VBepeH, C MOMOIIIBIO STOW KHUTH BbI BO BCEM pa3OepeTech.
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I'nasa 1. YUto Takoe penyranus?

e I3 yero popmupyercst penyranusi?

e [lesieBble aynuTOpuN, BANSIIOIIHE HA PeMyTalHIo.

e Kak cocTosiHHe penyTanui BJHsIeT Ha MPOJAKH H IPyrue acneKThl Ou3Heca?
e YUem «penyTanusi» OTIHYAETCS OT «HMH/Ka» U «OpeHa»?
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N3 yero popmupyercsi penyranusi?

Jl1s Havasa onpeAeauMcs C MOHATUSMU.

N camoe KJ1104EBOE U3 HUX — «PEIyTALUAS».

CyluecTByeT MHOIO Hay4HBIX TPYAOB, aBTOPbl KOTOPBIX HM3YYalOT MOHSATHE <«PEIyTalusi»:
YITyOJISIIOTCS] B 9TUMOJIOTHIO, CPABHUBAIOT 3HAUSHUSI CJIOBA B PA3JIMUHBIX CIIOBAPSIX, KOHCTATUPYIOT,
KaK 9TO MOHATHE yNOTpeOIseTcs] B MUPOBOM JIMTEpaType, HAXOAAT OOIIMe U OTIIMYUTETbHbIE YEPTHI.

CornacHo croBapo Oxerosa, penyTaius — 3To puodOpeTaeMasi KeM-HUOYIb WA YeM-HUOY/Tb
oOIIecTBeHHas! OlleHKa, 00Ilee MHEHUE O Ka4eCTBax, JJOCTOMHCTBAX M HEIOCTATKAaX.

CoBeTCKUI SHIMKJIONEINYECKUI CTI0Baph TPAKTYET MOHATHUE «PEIyTalUs» KaK «CO3/1aBILIEecs
o011iee MHEHHE O KauecTBe, JOCTOMHCTBAX U HEIOCTATKAX KOTO-TMOO WM YerO-T00».

CrnienianucTbl HacuMTHIBAIOT cBbillie 30 onpeneneHuid perytauyu. Y pogHUT UX OTHO:

Penyranmsi — T0 COBOKYIIHOCTH MHEHHUH H CYK/IeHHH 0 eé HOocHUTeJIe.

Janee mbl OyieM paccMaTpUBaTh MOHATHE «PEMyTallvs» UMEHHO B 9TOM 3HAYCHUH.

N3 4gero cocrout penmyranus?

Ounenkn. OHY MOTYT OOBEKTUBHO OTPAXaTh PEAbHOCTD, & MOTYT ObITh MCKJTIOUMTEILHO CYOb-
eKTUBHBIMH YOEKICHUSIMU JTIOJICH.

Mmuenust. Jlioayu MOTyT MOEMTHCS CBOMM MHEHHMEM O TIEPCOHAX U KOMITaHUAX KaK MyOIUYHO
B CMMU nm B Giiore, Tak ¥ IPUBATHO C APY3bsIMH Ha KyXHE.

Bneuyatiaenns. K HUM OTHOCATCA M IIEpBOE BIleUaT/IEHUE IIPY 3HAKOMCTBE, Y BBIBOJIBI 10 UTO-
ram B3auMOJICHCTBUSI C KOMITAaHUEH: «BEPHYCh CIOAa WA Oyay OOXOAUTH 3TO MECTO CTOPOHOM», IO/~
XOIUT MHE 3TOT (haCOH MJIM, HA0OOPOT, TIOJHUT ?»

Cyxnenusi. Kommentapun jozieil 0 COOBITUSIX M UX YYaCTHUKAX, MPEINONIOKEHUsI, BEPCUH,
OObsICHEHHSI IPUYHH, TIOUCKU BUHOBATHIX.

OT13bIBbI. Pacckasbl 0ueBU/IIIEB 00 MX OIMbITe B3AUMOJICHCTBYSA ¢ KOMITaHKWeH. IHTepHeT Moo
OT3bIBOB O pa3HbIX (pUpMax, MOCEIIEHHBIX MECTAX U 3aBEIEHUSIX, TOBApax u yciyrax. M He Toabko
WHTEPHET: MOJPOCTKH IMUIIIYT HA CTEHaX MMEHA CBOMX «OBIBIIINX», TA3€ThI IUIITYT O KOPPYIIIUOHEPAX.

IloBeneHune niu «roJiocOBaHue HOramm». Eciu moisiM He HpaBUTCS 3aBe/IEHUEe, OHU 1IPO-
CTO B HETO HE XOJAT. A OTCYTCTBUE MOCETUTENEN B 3aBEAECHUM B Yac-TIMK TOBOPUT O TOM, YTO 3/IECh
YTO-TO HE TaK.

3ameTbTe, YTO BCE MEPEUYMCIICHHbIE KOMIIOHEHTbI pEelyTalud HAaXOHATCS WCKJIIOYUTEIBHO
B IOJIOBAX JIIOJEW, Ha YPOBHE MICUXMKU. BHEIlIHe OHM HE3aMeTHBI Y POSIBIISIIOTCS TOJIKO B JEUCTBUSIX
U peaklusX: Kakoe BhIpAKEHHUE JIMIa Oy[eT y 4elloBeKa, KOrAa OH YCIBIIIUT YbE-TO MMsl, KaKue
00pa3bl P STOM BCIUIBIBYT B €0 MaMSTH, YTO IPH STOM YeJIOBEK CKaKeT M KaK MOCTYIHUT.

Y KaxJ0ro U3 Hac O yMOJTYAHUIO €CTh PeryTalus, KoTopas paboTaeT 3a uiu npoTus Hac. OHa
MIPUCYTCTBYET, JIaXe eCJIU, Ha TICPBBIN B3I, €€ HEeT: «HUKAKOW» WA «HeMyOJIMYHBIN» — 3TO TOXKE
peryTalroHHasl XapaKTePUCTHKA.

Beixogut, yto pemyranysi He NPHUHALJIEKHT e€ Biaageabny! OHa HaXOIUTCA MO KOHTPO-
JIeM BHEIIIHUX CHJI, JIIoJIel 1 00CcToATeNbCTB. HO 9TO He 3HAUMT, UTO HEJb3sl YIPABJIATh PemyTarei.

Haripotus, ynpasisaTh penyTaiyeil MOXHO U JIake Hy)KHO, M B TOM KHUTE Mbl pa3zdoepémcs,
KaK 3TO JeJaTh.
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HEJIEBI)IC AYAUTOPHUH, BJINAOIIINEC HA pennyTramnnro

BoT HeckonbKO rpymi mofei, MHEHHST KOTOPBIX BaKHBI TSI KakaA0ro OuszHeca. Mapketosnoru
HAa3bIBAIOT UX «IIEJIEBBIMU AyAUTOPUSMU»

* IOTpeOUTENH

« CMU

* BJIACTU

* SKCIEPTHI, AHAJIMTUKU

* KPEAUTOPHI

* MHBECTOPBI

* TIEpPCOHAJI Balllell KOMIaHUU

* )KUTEJIM rOpoja, II€ PACIONOKEHO MPEpUsATHE.

NmenHo ux yoesxaenus Mol OyaeM (popMHUpOBaTh B XOZ€ yIIpaBJIeH!s pernyTaiueil. Baxno npu
3TOM padoTaTh KOMIUIEKCHO CO BCEMH IIEJIEBBIMU ayTUTOPUSIMU. Y KaXJJOH 11eIeBOM ayAUTOPUU CBOH
LIEHHOCTH, CBOU KaHAaJIbI MOTy4eHUsI UH(OpMalum, Aaxe cBOi si3bIK. CTOUT yIYCTUTh OfIHY TPYIIITY
U3 BUJLy, M BCSI CUCTEMa YIPaBJICHUsI PeyTallell MOKET JaTh CEPhE3HBIN COOM.

Baxnblii MmomenT! PeryTanust — 3TO Takke U TO, YTO TOBOPHUT WJIM JyMaeT O Balleld Komria-
HUHM YEeJI0BEK, KOTOPBIM HU pasy He MOJIb30BAJICS BAIIMMU MPOAYKTaMu/yciayramu. J[laxe Takue Joau
MOTYT CTaTh Balllel LIeJIEBOM ayAUTOPUEN.

YTo n KaK paccKa3bIBaTh Pa3HbIM IeJIeBbIM ayIUTOPHUAM?

Kanentsol

PacckaspiBaiiTe UM O NOJIb30BATEILCKOM OIIBITE: KAK MPOU3BOAUTCS MPOAYKT, KaK OH MCIIOJb-
3yeTcCsl; OKa3bIBAMTE «TEXMOIEPAKKY>» BalllM KJIMEHTaM, pa3bsCHSITE HEMOHATHbIE MOMEHTHI. [log-
XOASIIUI KaHa OOIIEHHsI C KJIMEHTAaMU — COLICETH.

cMHn

Onu BiazeoT ayauropueil. Bamma penyrtaius cpenu KypHaIMCTOB MOXKET IPEBPATUTHCS
B OLIEHKY Ballero OM3Heca ThICsTYaMH Jiofie. [[pyxuTe ¢ )KypHATMCTaMU M peJaKTOPaMH, PacChUIATe
MIPECC-peNr3bl O 3HAYUMBIX COOBITHSX, IPUTJIALIIANTE UX HA MEPONpUATUSL. ByabTe MHTEpecHsI OTpac-
JIEBBIM MeJlua, U OHU 3aMHTEPECYIOT CBOIO ayAUTOPHIO BAIIUMH UIESIMMU.

Baactu

VYuyacTByiiTe B MEpONPHUATUSX TPH OpraHax BJIACTH, B 3aCEIaHUSX OOIIECTBEHHBIX COBETOB,
OTBEvaiiTe Ha 3alpoChl, BHICTpauBaiiTe OTHOMIEHUS. DPPEeKTUBHO cpadaThiBaeT 3armycK MH(QOMOBO-
JIOB B TIOAJIEPKKY (peiepalibHON WIIM PerMOHAILHOM MOBECTKHU (MaliCKKe yKa3bl TPEe3UIeHTa, OTKPbI-
THE AETCKUX CaJoB M T. 1.). Korga Bel TOBOpUTE B TOHAJIIBHOCTH BJIACTEH, BBl [IOMOTA€Te UM BBITOHO
OTYUTAThCSA Tiepel] HadasibeTBOM. [1mioc K perytanuu oOecrieyeH.

PoH0BBIE AHANNTHKH

Onu BbITyCKaIOT 0030pbl (POHAOBOTO PHIHKA, JAI0T PEKOMEHJAMH Mo akuusM. JloOaBbTe Ux
B CITUCOK PacChUIKU O (PMHAHCOBBIX UTOTAX, O CJMSIHUSX U MOIJIOIMEHHUSIX, O COOPAHUSIX aKIIMOHEPOB
Y COBETaxX JUPEKTOPOB, YTOOBI Yallle IMOMaaaTh B 0030pHl U ObITh Ha CITYXY.

Kpeautopsi

HevictByiiTe yepe3 nenoBbie CMMU: OTUMTHIBATECH O MPUOBUIH, TEMOHCTPUPYHTE CBOIO TJIa-
TEXKHYIO TUCLMIUIMHY, aleKBaTHOCTb U MOCJIEA0BATEIbHOCTh BALIETO0 MEHE)KMEHTA, IJIaHbl U TIPO-
IpamMMBbl pa3BUTHSI, IOKA3bIBAKWTE UCKJIIOUUTENBHO 1I€JIEBOE UCTIONb30BAHUE CPEJICTB, a TAKKeE TO, UTO
BCE Ballly O1aroTBOPUTENbHbBIE TIPOEKTH HOCAT Oe3010/)KETHBIN XapaKTep.

HNuBecTopsbl

DTOM 11e1€BOI ayJUTOPUM MHTEPECHBI BALIM AOJITOCPOYHBIE IUIaHbl M JUBUICHJHAS TTOJIUTUKA.
Paccepinaiite um IR-penussbl, npurnamaiite Ha road-show u conference-call.
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E. KypaHoB. «¥YmnpasieHue pemyTaiyei: nomaroBoe pyKoBOojiCTBO»

Ilepconan Bamei KOMIAHUN

ITO OMJIOT JIOSUIBHOCTH JIJIs1 OM3HECA, MOCKOJBbKY Y KakJI0r0 COTPYJHUKA €CTh CEMbsI U KPYT
Apy3el, ¢ KOTOphIMUA OH OOIaercsi. B 3ToM Kpyry Balv COTPYAHMKHU TMPEACTABIISIOT KOMITAHUIO.
OT TOro, Kak OHM 3TO JEJAI0T, BO MHOTOM 3aBUCHUT pernyTauusi OusHeca. I maBHas 1ie1b B padoTe
C COTPYTHUKAMHU — TOBBIIIICHHUE JIOSTTBHOCTH. TeMbl 17151 00CYKICHUSI: COINAKET, KOJJIEKTUBHBIC MHU-
[IUATUBBI, KOPIIOPATUBHAS OJIAarOTBOPUTEIHHOCTD (JIETAOM, JOHOPCTBO), TOPAOCTh 32 YCIIEXU COTPY/I-
HUKOB 3a TIpeieslaMu padoThl, COPeBHOBaHUS, KpyTo oduc, odyueHue. [laBaiite KOJICKTUBY OIIIY-
IIeHre OOIIero Jeja U MPUYACTHOCTU K OObIIOMY Tporieccy. IHCTpYMEHTBI 1J1s1 JOCTHKEHHST STOM
LIeJIA: BHYTPEHHUI TOPTaJl, KOPIIOpaTUBHASI ra3eTa, COLICETH.

I'maBHBIM aKIIEHTOM B TAKMX KOMMYHUKAIIMAX JOJKHBI CTaTh JIIOU: OHU MEPEKUBAIOT 32 KOM-
MAHWI0, MHOTOE O He 3HaloT. C Ipyroit CTOPOHBI, Bbl HE CMOXKETE UX KOHTPOJIMPOBATh — KaK MPOU3-
BOJUTE/IM KOHTEHTA OHU HEeyNpaBisieMbl. EciM KOMITaHWs TEPIUT Heyady, TO 00 STOM HEOOXOTUMO
B [IEPBYIO 0Yepe/lb MPOUHMOPMUPOBATH €€ COTPYIHUKOB BO N30eKaHWe TAHUKU U TIOsIBJICHUs (heil-
KOBBIX HOBOCTEH, CITyX0OB. «[lo3uiust crpayca», MpsSYyIIero rojoBy B MIECOK, 3[1eCh SBJISETCS HAMXY/I-
IIei.

Kurenn

ra 1eseBast ayIuTOPHUs IIPOCTO KUBET B TOM rOPOJIE, T7Ie HAXOAWTCS Balll On3Hec. PazbsacHsiiiTe
KUTENISIM Kbl 3HAUUMBIH IIar KOMIIAHUW 32 TPAHUIAMH TIPEANPUATHSA. DTO 0COOEHHO BAKHO
TSI TIPOMBIIIUIEHHBIX TTPEANPUATHH (Y HUX MOTYT OBITh BpeTHBIE BHIOPOCHI, OHM 3aHUMAIOT OOJIBIITYIO
TePPUTOPUIO, 0OECTICUNBAIOT MHOTO pabOUMX MECT) WJIA CBepXOOraThIX KOMITAHWH (OHY MTPUBJIEKAIOT
MOBBIIEHHOE BHUMaHuKe). JKUTeny Xopoio BOCIPUHUMAIOT TEMBI «/1JIs1 FOpoJa» — NEPeHOC MPOou3-
BOJICTBA 32 IpeJIeJibl HACEJIEHHOTO IyHKTa, PeKy/IbTUBALMsI TEPPUTOPUH, O3esleHeHue. Pacckaxkure
KUTENISIM O AOCTHKEHUSIX — TOYEMY Y Bac Takasl yCrellHasi KOMIaHus (HarmpuMep, Bbl OCTPOUIIH
caMblii OOJIBITION JBUTATEh B MUPE WM 3aIyCTHIIM MTPOPHIBHYIO TEXHOJIOTHIO). Takke paccKakute
0 TOM, KaKyl0 peasibHyIo MOJIb3y MUPY Ja€T Bama kommnanus. [Ipu padote IMEHHO C 3TUM CEerMEHTOM
LIA 6u3Hecy HyKHO OCBEIaTh TeMy KOPIIOPATUBHOW COIMAIBHON OTBETCTBEHHOCTH M OCTEPEraThCsl
PEAKLIUM «C KUPY OecATCs».
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E. KypaHoB. «¥YmnpasieHue pemyTaiyei: nomaroBoe pyKoBOojiCTBO»

Kak cocTosiHue penyTanuy BJMsIeT
Ha NPOJaKu M JPyrue acneKkThl Ou3Heca

[NonoxwurenbHast penyTarys 1aET KOMIIAHUU BO3MOKHOCTD MPAKTUYECKU OECIIATHO MOy YUTh
CIIeAlyIolIre PerMYIIecTBa:

oBepue 0penay. Korna kiveHThl JOBEPSIOT TOBapaM M YCIIyraM KOMITAHUM, HE pa3ayMbIBast
KaX[blil pa3 y BATPHHBI O BHIOOpE, KOMIaHUs oOecredeHa CTabMIbHBIM TTOTOKOM MPOJaK.

Honaepxkka. B ciyyae kpusnca KOMIAHUS C XOPOILUEH peryTalyel MOIy4YUT MOJJIEPKKY
KOHTPAreHToB — el JJake MOTYT OTCPOUMTh 00s13aTesIbHbIE TUIATEKH, «3aMicaTh Ha CYET», KaK 3aBce-
raTan 0apa «J10 MOIYYKH».

IlepconaJ. Takas KOMIIaHUsI MEHbIIIE TPATUT BPEMEHH U JICHEeT Ha TIOMCK ¥ 00ydYeHHe HOBBIX
KaJpOB, MOCKOJIbKY COTPYAHUKHU JIOBEPSIOT €l M He COeraioT Mpu MepBOil OTKPHIBIIEHCS BaKaHCUU
«Ha CTOPOHE».

IMapTHépsl. 111 HOCUTENSI OTJIMYHON peryTalvy MOUCK JEIOBbIX MapTHEPOB U MOAIMCAHUE
KOHTPAKTOB MPOXOAAT HAaMHOTO Tpoiie. Kommanus MoxeT cebe Mo3BOIUTh TPOBOAUTH TOCTOILIATY
IO JIOTOBOPAM.

IIpuBieyenue uaBecTuiui. [ToprdenbHbie 1 OMpkeBble MTHBECTOPHI JIOSIIbHEE OTHOCSTCS
K OM3HECY ¢ MO3UTUBHOH peryTaluei, Mo3ToMy eMy Tpolie PUBJIEKAaTh CPEACTBA B CBOU MIPOEKTHI.

Kanuraauszanusi. B KoHIle KOHIIOB, Ha 3arajie peryTaiys SBiseTcs HeMaTepraibHbIM aKTH-
BOM. Y MHOTMX KOMITaHWIA OHa (hOPMUPYET CYIIECTBEHHYIO YacTh KanuTanu3armu opera. [Iupoko
u3BecTeH (pakT, uyTo y Kopropauuu Coca Cola HemaTepuaibHble aKTUBbBI COCTaBIISIOT 96% cTOUMO-
CTU KOMIaHHUHU'.

KoMmanum ¢ BBICOKUM ypOBHEM peIyTalluyd MOTYT PacCUMTBHIBATh Ha CEPbE3HYIO MOIIEPKKY
CO CTOPOHBI MoTpeduTenel. PenmyTars — 9T0 MOIHBINA phlYar BAMSHUS, OT HE€ HAMIPSMYIO 3aBHCHT
YPOBEHb MPOAIAK, OHA (POPMUPYET OKUAAHKS KIMEHTOB B OTHOIIIEHUU Ka4eCTBa MPOYKTa U YPOBHS
cepBuca KomnaHuu. PenyTaius OpeHzia — OIUH U3 BECKUX apryMEHTOB ISl pelIeHUs O TIOKYIIKE.
B ycnoBusiX jKECTKOM KOHKYPEHIIMH Ha TIEPEHACHIIIIEHHOM PhIHKE, TP OTHOCHTENILHO PABHBIX IpE[I-
JIOKEHUSX, KJIMeHTA MOTyJyaeT TOT MPOIaBell, KOTOPBI BbI3BaJ OOJIbIIE JOBEPHS.

Coraacao nccaeaoBannio «2020 Global RepTrak»:

* 70% notpeduTeneir XoTAT padoTaTh B KOMIIAHUK C BBICOKOHM peryTaluen.
[Mpu stom smmb 11% rotoBel paboTaTh B KOMIAHUSIX C HU3KMM YPOBHEM
peryTaiuu.

* 78% motpeduTeneil XOTAT MOKYNaTh MPOAYKT Y MPEINPUATHIA C BBICOKOR
penyTauuen, v ToJabKo 9% 3TOT (hakTOp HE UHTEPECYET.

* 64% ONpOLIEHHBIX TOTOBBl MOAJEPKMBATh KOMIIAHUIO C BBICOKON
pernyTanuei B nepuos Kpusuca.

Penyraius HyHa He TOJIbKO OM3HECYy, HO U OOBIYHBIM JoAsAM. Korna ciy:x06a 6e30macHOCTH
OaHKa 0OHAPYKUT MPO(UIb HA COMHUTEIBHOM CaiiTe ¢ peasibHOM (haMuIMel KJIMEHTA WU €r0 KOM-
[poMeTHpYIoILIKe celu B apXUBax COLMAIBHBIX CeTel, 3aéMIIMKY MOTYT OTKa3aTh B KpeAUTe WM
OLIYTUMO MOBBICUTb €T0 MPOLIEHT.

IIpu ycrpoiictBe Ha pabOTy COMCKATeNsIM TaKke CTOMT 03a00TUThCS CBOEH peryTaluen.
Caoitie 60% criennaIucToB 1o Nog0opy MepcoHaa 3anpalBaoT 2—3 COLMaIbHBIE CETH IS IIPO-
BEPKM COMCKaTeNs Ha JIIoOYyI0 JOJKHOCTh BbILIE Kypbepa WM cTopoxa. HekoTopele U3 HUX camo-
CTOAATEJIbHO MPOBEPSIIOT NPUCYTCTBUE KAaHIU/IATa B COLICETSAX — YTO OH MMUIET, YTO MUIIYT O HEM,

! B Poccuu noka He pasBuTa METOAOJIOI'UA U IIPAKTHUKA MaTepPIaJ'leOﬁ OLICHKU penyTannun 6M3Heca, a TakKe — e€ BJIMSIHUSI Ha KaIlu-
TaJIU3aluio.
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E. KypaHoB. «¥YmnpasieHue pemyTaiyei: nomaroBoe pyKoBOojiCTBO»

Kakue ero ¢ororpadgpuu ecTb B MHTepHeTe. [lesaeTcs 3T0 UCKIIIOYUTENBHO IS TOTO, YTOOBI IMPOBe-
pUTh UH(OPMALIMOHHBIE PUCKH, KOTOPbIE HECET HAIM MMEHHO 3TOro yesnoBeka. Masenias orioni-
HOCTb ITPY HAMIOJTHEHUH MPO(UIIS — U IIAHCHI TPYAOYCTPOUTHLCS Ha CONMAHYIO JOJKHOCTh MTHOBEHHO
ajiaior.

Emg 6ornee npuctaibHoe BHUMAaHHE yISISeTCS PeIlyTallii U3BECTHBIX JIIOJICH : IIOJTMTUKOB, TOTI-
MeHeKepoB, ceneOpuTH. Kaxaplii COMHUTEbHBIN (PakT B MX Ouorpadusix paccMaTpuBaeTcs oOIe-
CTBEHHOCTBIO U KYPHAIUCTaMU M0]] YBEJIMUUTEIIbHBIM CTEKJIOM.

O0nasicovl nocae HA3HA4eHUs: HA OONHCHOCHTb 2eHOUPEKMOopa O4eHb KPYNHOU
POCCULICKOTE  KOMNAHUU NbUNAUBbIE  HCYPHANUCTIBL  OOHAPYICUNU  HECIbIKOGKU
6 Ouozpagpuu HosoucneuérnHozo pykosooumens. Tam Ovblau wavivle OeHbeU
U 00nNCHOCMU, (PedepanbHblll PO3bICK, CMeHA PaMUMU U 0adice GHEUHOCMU.
Koz0a 6cé packpulrocs, akyuonepam KOMRAanuu He 0CmaganoC HUue2o0, Kpome Kak
PacnpouamsbCsi ¢ SMUM OUPEKnopoM.

C pa3BUTHEM COLIMATIBHBIX CETEl MPUHLIMITAAIBHO U3MEHWIACh KOHLETILNS «3Be3/1bl». PaHblie
3HAMEHUTOCTU ObUIM JAJNeKH, SIPKM U HEAOCATaeMbl, 32 HUMU MOXHO OBUIO TOJIBKO HaOIIOATh.
Digital-cpena omyctuia 3B€371 Ha 3eMJ10. Tenepb Aaxe caMo CJIOBO «3B€3/1a» CTaJI0 HENOAXOAALIMM,
Y MHOTHE cesleOpPUTH CUUTAIOT ero OckopouTeIbHbIM. ['oBOpAT: «HeT, 1 0OBbIUHBII YesIOBEK, KaK BCe».
W 31ech HaunHaeTcs mpodiieMa, MOCKOJIbKY OHU He OOBIYHBIE JIIO/IU, HE TaKKe, Kak Bce. B corpansHoM
KpYry 0ObIYHOro yesoBeka 150 3HaKOMBIX, U3 HUX TOJIbKO 10 MM MEHbIe BXOAAT B OJVKHUAN KPYT.
B oTMume oT mpocThIX Jioziel ceae0puTy HaXOAUTCA Ha BULY Y OTPOMHOM TOJIIIBL, U K KaXKJIOMY €ro
CJIOBY M IIOCTYIIKY HAIIPaBJIEHO MPUCTAIbHOE BHUMAaHME.

Ckopocts coBpemeHHoM digital-koMMyHMKaIMK OLIYyTMMO MOBBICHJIa BOZMOXKHOCTb pa3pyllie-
HUA pertyTauuu. Ceiiuac U3 mpoliecca yrpasieHus penyTalyeil 3HAMEHUTOCTH TPAKTHUECKH UCKJTIO-
YyeHa KOMaH/1a JIIoied UM HeKasl CIIpOJIOCUpOBaHHas cucteMa. Terneppb Ha penyTaloHHON Hepeao-
BOI1 caM IEPCOHAXK, a HE €ro MPOoJIocep, Kak 310 Obu1o JieT 15—20 Hazaa. DTo oueHb ObICTPBIN A0CTYI
«K Teny». [Ipsamoit a¢pup B Instagram He orpepakTupyelib. Ero cpa3y 3anuchBaioT U KAyT, YTO ThI
AOMycTuIlb OIMOKY. I KaxJjoe c10Bo, Kaxaast OyKBa, 3arsrasi, OoroBOpka UMeloT 3HayeHue. Ommoku
3HAMEHUTOCTEN — 3TO MaTepHal AJsl 0O0CYKAEHHs, KOHTEHT AJIs1 JKENTOM MPecchl, KOTOpasi MpoBajiaM
Bcerja pagyercs Oosblie, yeM ycnexam. Peiisibl IpoAaloTcss HAMHOTO JOPOXKe.

Kak pa6oraer penyramusi. [Ipumepsbi

ITpakTHKa MOKa3bIBaeT, YTO U OOBIUHBIE JTIOU, U PYKOBOAUTEM OU3HECA Pe/IKO MPUAAIOT 3Ha-
YEeHUE peryTaluu, oKa He «000KIyTcs». [IoHnMaHue BaXHOCTH «J0OpOro UMEHM», KaK MpaBUIIo,
MIPUXOIUT C OMBITOM.

IIpumep Nel. Orteun

KpymHblil MOCKOBCKHI OTeNb MOMY4YHI Ha booking.com 3 HEraTWBHBIX OT3bIBa, Ha KOTOpPbIE
HUKTO U3 aIMUHUCTpaly He pearrpoai. CpadoTtan «3(pGeKT pa3OMThIX OKOH» 2: TOBOJIbHBIE MTOCE-
THUTEJN MePECTAIN MUCATh OT3bIBbI, @ HEIOBOJIbHBIE — JOOABJISII HOBBIE.

B utore 3arpyeHHOCTb OTEJISl B HEKY pOPTHBIN ce30H cCHU3MWIach Ha 20%. Bponnposanus yepes
booking.com BooO1e MPeKpaTUIMCh! AMUHUCTpALMS BBEJIA BBIHYKAEHHYIO aKIIMIO — CKMJKA MPU
O6poHurpoBaHuu yepe3 booking.com. I[Tocse nosienenus 50 MOI0KUTENBHBIX OT3bIBOB B TE€UEHHUE TPEX
MecsLIeB MOKa3aTeIM KOMIAHUKM BEPHYJIUCh K UCXOOHBIM. OJHAKO 3TO I0pOro 00OIIIOCh OTENI0, TaK
Kak booking.com OepeT KOMUCCHIO 32 KaXJJOro KJIMEHTa, 3a0pOHMPOBABILIETO HOMEP Yepes3 ITOT CAMT.
A 6e3 OpOHU — He OCTaBUTh OT3bIBA. Tenepb aIMUHUCTPATOPBI TOCTUHULIBI O0YU€eHbl y3HABATh OLICHKY
kymenTa [1O ero orbe3na u 0co00 HEIOBOJIBHBIX 33/1a0pUBaTh MOJAPKAMU.

IIpumep Ne2. OnnaiiH-cepBuc

2 ['unoTe3a o TOM, YTO €CJIM B 3laHUU pa36m0 OJIHO OKHO U CTEKJIO B HEM JIOJITO HE 3aMEHSIIOT, TO YEepE3 HEKOTOPOE BPEMS B 3TOM
3JaHUU HE OCTAHETCA HU OJJHOI'O IICJIOrO OKHa.

13



E. KypaHOB. «YmpapieHue peryTainyei: rnomaroBoe pyKoBoACTBO»

VY KpymHHOro OHJIAfH-CEepBUCA Ha 3Tarle BHIXOJA HA PHIHOK ObUTH CephE3HbIE BHYTPEHHHUE MPO-
OJ1eMbl ¢ MOJIEPKKON KIMeHTOB. [1o Mepe pocTta KOMITAHUM HEJOYETH B padoTe TOMACPKKU ObUTH
ycrpareHbl. OJJHAKO HeraTHBHbIC YIIOMUHAHUS 3aKPENUINCh B TOME TIOMCKOBOW Bbigaun. Heratus
OWJI IO TpofIAKaM M Mellasl PUBJICUYSHUIO MHBECTHLIUI.

Boima pazpaboTaHa cTpaTervsi MOHOMOM3AIMK TOMA U CTUMY/IMPOBAHHUSI KJIMEHTOB THCATh
TOJIOKUTEJTbHBIE OT3BIBBI. DTO BHIMPABIIIO cuTyaluio. [Toip30BaTe i Hauaam OCTaBISATh O3UTHBHbIC
OTKJIMKH: B COIICETsIX, Ha CaliTax OT3BIBOB, B Oyorax.

Bckope B Bbijaue He OCTAJIOCh CTAPBIX HETaTUBHBIX YIIOMUHAHUWU. PermyTarus nojxoKuTe bHO
cKazasiach Ha MPUOBLIM KOMITAHUH U Ha OJ1arOCKJIOHHOCTH MHBECTOPOB.

IIpumep Ne3. United Airlines

Hukomy He u3BecTHbIl KaHTpU-My3blKaHT [[31iB Kappomn neren B 2009 romy Ha KOHIIEPT
B Hebpacky. Asnakommnanus United oTka3zana eMy B pochkOe B35ATh TMTapy Ha OOpPT U 3acTaBUIIA
coaTh MHCTPYMEHT B OaraxkHoe otaenenue. [Ipu morpyske Oaraxka rutapy ciomanu. COTpyaHUKA
ABMAKOMIIAHMM HE TOMOIJIA YPeryJIMpoBaTh JAHHYIO CHTYallMI0 U OTKa3aJiCh BO3MECTHTH YIIEpO.
[NeBeir He cTam 0OpaIaThCs B CYII, & CHSJT KJIUIT 00 TOW UCTOPUH M BBUTOKIII ero Ha YouTube. Ponmk
coOpaut 6onee 18 MITH MPOCMOTPOB.

Bupneo crano BupycHbIM, IIPO HETO Jaxe nucai KypHai Time.

JIo1B MTHOBEHHO CTajl MUPOBOM 3Be30M. Komnanus-npousBoauress rutap Taylor mopapusia
eMy cpa3y [Be HOBBIE THTapbl. A 4yepe3 yeThipe JHS Mociie myonukamu kiuna Ha YouTube aBua-
kommanus United Airlines notepsiia 10% Oup:keBOi CTOMMOCTH, YTO OOOIILTIOCH JIepKaTesIsIM aKIii
B 180 MJIH J10/U12pOB.

Corpynuuku United npenyaranu [[piiBy XOpolie OTCTYIHBIE 32 TO, YTOOBI OH YIAJIHJI KJIUI
u3 cetd. HoO My3bIKaHT CKa3ajl pelIMTEIbHOE «HET» ... U HAIMcal 00 9TOM Cliydae KHUTY>,

3 https://www.davecarrollmusic.com/book/
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E. KypaHoB. «¥YmnpasieHue pemyTaiyei: nomaroBoe pyKoBOojiCTBO»

Yem «penyTanusi» OTINYAETCS OT «<UMHUIKa» U «OpeHaa»?

Penyranmsi — 3T0 COBOKYITHOCTb CYIIECTBYIOIIMX OLUEHOK. OHU HaXOASTCSA «B roJ0Bax>» Mpej-
CTaBUTEJIEN 1IEJIEBBIX ayIUTOPUI.

Nmupx (Or aHm. «image» — KapTUHKA) — 9TO «KapTUHKa», KOTOPYI0 KOMIIAHUS IbITAETCS
BHEJIPUTBH B TOJIOBBI TEX, KOTO CYUTAET CBOEH 1I€/IEBOM ayIUTOPUEH: «KaK Mbl IOJKHBI BBIITISIETD 17151
HuX». Tak poXAATCA UMUIKU «MOJIOABIX U YCHEIIHbIX» KoMMaHuil. [Ipu 3ToM B X0 MIYyT MO3M-
LIMOHUPOBAHUE, peKJIama, CJIOTaHbl, MUCCUU U p. IMUK, KaKk IIPAaBUJIO, COBCEM HE IEpECEKaeTCs
C ONBITOM B3aMMOJEUCTBHUS KJIMEHTA U KOMIIAHUU.

bpena — 370 KOMIUIEKC accolMalvid, CBSI3aHHBIX C TOPrOBOW MapKOW, — BU3YaJbHBIX, 3BY-
KOBBIX, CEMAaHTUYECKUX M T. 1. Pe3ynpraroM padboT Mo BHEAPEHUIO OpeH[a SIBJISETCS TOBBIICHUE
y3HABa€MOCTH KOMITAaHWMH WJIM TOBapa: Ha 3TO paboTaloT (pMpMeHHbIN CTUIIb (aliICHTUKA), CIIOTaHbl,
JUKUHIIIBL. BpeHa-cTparern cuuTaior Ooljiee BaKHOM YaCThI0 MPOABMKEHUS MMEHHO duiiocoduio
OpeH/ia, MUCCHIO ¥ TIO3UIIMOHMpOBaHue. PaboTa ¢ peryTtanyeid MOXeT BBICTYNaTh OMHUM M3 UHCTPY-
MEHTOB OpEeH/IMHTa 1 pelaTh BaXHble TaKTHUeCKKe 3a1aun. C Ipyroil CTOPOHBI, peryTalueid MOKHO
YIIPaBJISTh, Jake He UMest HUKaKoro OpeHaa. bosee Toro, MHOrma 1yist KpaTkoCTH «OpeHI0M» Ha3bl-
BaIOT JIIOOOM IPOABUTAEMBbIN OOBEKT: KOMITAHHUIO, TOBAP, TOPrOBYIO MapKy, MEPCOHY WJIM MEPOTIPHSI-
THE.

Ha npakTuke Mex 1y UMHUIKEM U penyTalieid CylecTByeT onpeieI€HHbIN 3a30p. B koMmnanum,
I7ie CJI0Ba 1 OOEIIaHMsI He pacXOAATCs C JeJIOM, 3Ta pa3HUIla MUHUMaIbHa. HacTonbKo ke MuUHUMa-
JIeH ¥ PUCK CHCTEMHOTO PemyTallMOHHOTO Kpu3uca. Hao0opoT, ecim KoMITaHusI UCTIOBEAYET COBCEM
HE Te LIEHHOCTH, KOTOPbIE OHA OMNKCBHIBAET B PEKJIAME, TO PEMYTALMOHHBIN KPU3UC MOXKET CIIyYUThCS
B M000i MOMeHT. Harprmep, BO MHOTMX KOMIaHUAX MpUHIUN «KiueHT Beceraa npas» UCHob3yeTcs
TOJIBKO KaK KPaCHBBIH JIO3YHT, COBEPILIEHHO He MOJK PETUIEHHBIN JiesioM. Branesnbiiam takoro 6usHeca
HE CTOUT YAMBJIATHCS, KOTZIa OHU OOHAPYXKAT, YTO MX peryTalys MoIopBaHa.
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E. KypaHoB. «¥YmnpasieHue pemyTaiyei: nomaroBoe pyKoBOojiCTBO»

4 mpocThIX cmoco0a y3HaTh, Ba’KHA JIU JIJIs1 BaC pemyTaiusi

1. ITocmoTpuTe, YTO MUUIYT O Bac B ceTH. [locTaBbTe cebs Ha MECTO MHTEPHET-IONIB30-
BaTeJsIsl, KOTOPbIH BIIEPBBIE CTOJKHYJICS C Balleld KOMIIAHWEW M 3alpalivBaeT MH(GOPMAIMIO O Her
B TorckoBuKax. 3anpocute B Annekce u Google Ha3zBaHuWe Baleil koMmranuu / ToBapa / Openpja /
PO pykoBoaurens. [Tounraiite nepsbie 10—20 crpok nouckooit Beigaun. Ilocne storo caenaiire
TaKKe K€ 3arpochl, HO C I00ABJIEHHEM CJIOBA «OT3bIBBI». B pe3ynbrare Bl y3HaeTe, KAKOe MHEHHUE
0 Bac CKJIa/IbIBAETCS y MOJIb30BATENIsl MHTEPHETA €ILE 10 IEPBOM BCTPEUHU C Ballleid KOMITaHUEH.

2. V3naiiTe, YTO NUIIYT 0 BalIMX KOHKypeHTax. Crenaidte Te ke 3arpochl, 4TO U B II.
1, HO ¢ Ha3BaHUsMHU BalllMX MPSAMBIX KOHKYpeHTOB. Eciu B MHTEpHETE MMIIYT O HUX, TO AOJIKHBI
PaHo WJIM MO3/IHO HAITMCATh ¥ IIPO Bac. ByabTe K 3TOMy rOTOBBI — ONPE/IEIUTE KIIIOUEBbIE OTPAC/IEBbIE
IUIOUIAJKYU U IIPUCTAJIBHO CJIEAUTE 32 MOSABJICHUEM MATepUAJIOB HA HUX.

3. Cnpocure y BalIuxX MeHeKepPOB 0 MPOJA’KaM O NPUYHHAX OTKAa30B KJIHEHTOB.
Jlst 3TOroO crocoda HyHa IrpaMOTHas! MOATOTOBKA MEHEXKEPOB 110 padoTe ¢ KJIMEHTaMU U TIaTe b-
HOE BeJIeHNEe KJIMEHTCKON 0a3bl, HO OHO TOTO CTOMT.

Ha sTom 3Tane oOparuTe BHUMaHUE HA TAaKUE OTBETHI KJIMEHTOB:

® «Mp1 0 8ac Hukoz0a He caviuaau». Takoi OTBET TOBOPUT O TOM, YTO Ballla
penyTauus He cpopMuUpOBaHa.

* «Bawa xomnanus mue Kadxcemcs HeHa0Ex cHOUL». TlocTapaiiTech y3HaTh
MMPUYMHY TAKOI'0 OTBETA. EE€ BaxHO He TOJIBKO BbIABHUTDH, HO U YCTPAHUTD.

* «fl wuman npo eac n.aoxue om3viébl 8 UHMEPHeme». JKeaTeIbHO y3HaTh,
rg€ MMCHHO BBIXOAAT HEIraTUBHBIC OT3bIBHI. Ecimu B Teuenue MECdALa BaM pas
3a pa3oM roBOPAT 00 OHOM M TOM e IUIOIIAJKe, HA KOTOPOU OMyOJIMKOBAaH HEraTuB
0 Bac, — Ballla peryTalys IPUHOCUT peasibHble YObITKU.

4. IlpoBeauTe aHKeTHPOBaHNeE BAalIUX KJIMEHTOB. Bbl y3HaeTe, Kak OHM OLIEHUBAIOT Ballly
KOMIIaHUIO ¥ TOTOBBI JIN PEKOMEH/IOBATh €€ CBOMM 3HAKOMBIM. CaMblil IPOCTON CEPBUC /11 AHKETH-
posanus — Google.Forms.
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I'naBa 2. Kak nposeputhb
H OLIEHUTh COCTOSIHHE peImyTanumn?

e Uto Takoe ayauT penyTaiui U KOrjaa oH Hy:KeH?

e Kak copmupoBarh HcuepnbiBalIINi NepevyeHb 3apocoB IS ayauTa pemyra-
nuu?

e Kak 1 rjje MO:KHO HAiTH Bce YIIOMUHAHUS 0 KOMIIAHUH?

¢ Kak 00beKTHBHO OI[€HNTH CJOKHBIIYIOCS penyTanuio? MeTpuKH 1JIs1 ypaBJIeHAS
penyranuei.

B TOT MOMEHT, Korjia Bbl TIOHSITM HEOOXOAMMOCTD YIIpaBJICHUS JETOBOM peryTaryen (Barei
KOMIIaHUM WJIM Balllell JIMYHO), OOBIYHO BO3HMKAET BOIPOC: C Yero Hayarhb 3Ty padoty? OTBEeTUTH
Ha JAaHHBIA BOIMPOC MOMOXKET ayIUT PeIryTaluu.

PenyranmoHHBIN ayqUT — 9TO aHAJIU3 TEKY[ero MH(opManuoHHOro )oHa KOMIIAHUHI
HWJIN IIEPCOHBI ¢ BIBOJAAMU H PEKOMEHJal[isIMM.

[TpoBoaUTh ayAUT penyTalyy CTOUT B CIEAYIONIUX CIydasx:

* Brl senaere mepBbie IIard B yrpabjieHUM COOCTBEHHOW peryTalvell U He 3HaeTe, C 4ero
Hayarb.

* Bbl 3ammyckaeTe HOBOE pellieHUe, MPOAYKT UK YCIIYTY.

* Bbl 1aBHO Ha PbIHKE, HO O BAC MaJio TOBOPSIT.

» KoHKypeHTBI Be/lyT MPOTUB Bac MH(POPMAITMOHHYIO KAMITAHHUIO.

* Bai OusHec nepexuBaeT KpU3Kc, U Bbl UILETE TOYKU POCTA.

* O Bac MHOI'O HETATUBHBIX OT3bIBOB B CETH.

UroObl POBECTU KAYECTBEHHBI PEMyTAIllMOHHBIA ayIuT, HY’KHO BAyMYMBO M TOCIIEIOBa-
TEJIbHO OTBETUTh Ha CJIEAYIOUINE BOIIPOCHI:

Bomnpoc Nel. KakoBa Bamia meJib B HaCTOSIIHII MOMEHT?

[Tpumeps! tienel uis On3Heca:

* YBEJIMYEHHUE MPOJAXK (IEPBUYHBIX WU MIOBTOPHBIX )

* pacUIMpPEHUE 10JM PbIHKA

* BBIBOJI HA PHIHOK HOBOT'O MPOAYKTa

[Tpumepsl Liesien 17151 NEPCOHBI:

* TPyAOYCTPOWCTBO B KOMITAHUIO MEUTHI

* [IPUBJICYEHUE €TUHOMBIIIIICHHUKOB B HOBBIN ITPOEKT

* TIOMCK MHBECTOPOB

Bama ueinp nomkHa ObTh noctasieHa nmo SMARTH:

S — Specific

M — Measurable

A — Achievable

R — Relevant

T — Time bound

Lenp gomkHa OBITH SICHOW, U3MEPUMOM, TOCTHKUMOM, COIIACOBAHHOM C OCTAaJbHBIMU I1J1a-
HaMU KOMIIAaHMU/TIEPCOHBI M OTpaHMYEHHOM 1O BpemeHu. Korzma Bl chopmynmpyere CBOIO LIEJb

* O3HAKOMHTHCA C TIOCTAHOBKOI 1eseil o SMART Bbi MokeTe, HanpuMep, B kHure Anekcanapa Kakynosa «SMART 2.0. Kax
CTaBUTH LIEJIH, KOTOPBIE pabOTaloT>»
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o SMART, noctrus e€ Oyaet HaMHOTO Mporiie. bosee Toro, HEKOTOpBbIE 1IENTN, He COOTBETCTBYIOIIHE
SMART, npu geTajbHOM pacCMOTPEHUH OKa3bIBAIOTCS HEJOCTUKUMbIMU.

HenpaeuneHO MpaeuneHO (Wens no SMART)

OTHPLITE HOBBIH MarasuH OTKPBITE HOBBIA MarasuH no agpecy: KpacHoreapaeickui Bynseap, g. 27
K 3BrycTy 2022 r., He Npesbiwan DaHeT 8 1 maH pyb.

HanMcaTe KHUMY BoINYCTUTE KHMMY Ha Temy «Ynpasnedue penyTaumen» obbémom He
MeHbLe 250 cTpaduy, K mapty 2022 .

YEEnUYuTE Npoaasu YBenMuHTE roaceoi obbvém npoaam Ha 10 % k gexabpeo 2021 . 33 cuét
YBEAHYEHWA CPEaHero Yexka

YBEAHYHTD KOHERPCHIO NHO0E MogHATe KoHBepcHio (oBpaboTtry) AMAaoe go 15 % c nomowso

NOBLILWEHMA NPOPECCHOHANMIME NPOLAAMHUKOE
YEENMUWTE HONMUECTEO CABNOK 33 6 MECAUEE YEENMUMTE KOMMUECTBO 33HAKIYaEMBIX 00roBopoE Ha 20 %
nyTém eHeapeHnA CRM-cucTembi

Bonpoc Ne2. Kro saBiasiercs Bameil nesaesoin ayguropueit (ITA)?

B 3aBucMMOCTH OT 11e1M, KOTOPYIO BbI Teped COOOH MOCTaBWIIM, LIEJEBBIMU AyTUTOPHSAMHU
MOT'YT OBITh TTOKYTIATENN, COTPYAHUKY OaHKOB i HR-noppasnenenuii, coTpymHUKY (pUpM-KOHKY-
peHToB u ap. s kaxaon LIA kenaTebHO COCTaBUTD A€TAIbHBIN IOPTPET €€ MpeACTaBUTENS (OHOTO
WM HECKOJIbKUX). [Ipr 3TOM 0OpatuTe OTAeIbHOE BHUMAaHKME Ha 3aIpOChl, OXKUAAHHS U IIEHHOCTH
Bamen 11A.

BoT Kak MOTYT BBITJISIIETD JIeTaIbHBIE IOPTPETHI 11eJIeBOM ayAUTOPHHU IS TeX,
KTO XOUeT MOCTPOUTH Kapbepy OeOucuTTepa:

@® Mapus, 34 roga. Opranuzarop cBaneO, pa3BejieHa, Mama 2 ChIHOBeW
(12 m 5 ner). JloOMT paHHME MPOTYIKM B TUIIM TapKa W BEYEPHUN MPOCMOTP
ceprasnioB. TpeOoBarenbHa, JesiTelbHA, HE NpUEMJIET HerpopeccHoHATN3MA.
BuiBIIMii My KMBET B ApPYroM ropoge, 0aOyIIKH IO COCTOSIHUIO 30pPOBbSI
HE MOIyT MoMorath B BocnuTaHuu jeteid. CTapiiuil ChlH TOCEIIaeT KOy,
CHIOPTUBHBIE U 0Opa3oBaTeIbHbIE KPY:KKUA. MIIaAvii ChiH He TOCEIaeT NeTCKUi
cajl, TaKk Kak IUIOXO aJjanTupyercsl B KojulekTuBe. Panee Mapusi Moria mo3BOJIUTh
ceOe MPEeuMYIIECTBEHHO padoTy Ha JAOMY, Terlepb, BBUAY JTHMUHBIX OOCTOSITEILCTB
U TIONTy4YeHUs OOJIBIIOTO KOJMYECTBA 3aKa30B MO padoTe, BBIHYKJIEHA YAEISTh
OCHOBHOE BHMMaHUE padoyell AesTeNbHOCTH. Haxomurtcss B TOWMCKE HSIHH ISt
MJIQJIIIIET0 ChiHA, KOTOpas Moria Obl OKPYXHTh PAaHUMOTO M YyTKOTOo peOEHKa
3200TO¥ U JTIOOOBBIO, a TAKXkKe MOIEPKUBATH U PA3BUBATh €r0 MHTEPEC K UTPOBOMY
00y4YeHHIO B pa3uuHbIX cpepax. VICTIBITHIBACT CTpaxXu: HAHECTH BPEe JCTAM U3-3a
pa3Boja, He CTaTh OTIMYHON MaMOW M OTJIMYHBIM paOOTHUKOM.

® Oubra, 29 aer. Crnemmamict nmo SMM, 3amykeM 3a JUPEKTOPOM
MapKeTHHIOBOIO areHTcTBa. BocmuThiBaeT a04b, 3 roma. OdveHb oOOIMIUTEsbHA,
amMOUIIMO3Ha, BeIET KaHat Ha YouTube opmara «Obl0TH». YCIIOBUS IEATETBHOCTH
MO3BOJISIIOT padoTaTh AMCTAHLIMOHHO, OIHAKO NMPHUBBIYHAsI aTMocdepa MepecTaér
BJIOXHOBJISITh, BOCIIUTaHUE AOYEepU TpeOyeT MHOIO BpPEMEHH, W3-3a 4ero HeT
BO3MOKHOCTU COCPEAOTOUYMTLCS M 3alucaTb BUAEO B CIOKONHOW armocdepe.
Haxogutcss B moucke HsIHM, OTBETCTBEHHOM, MOPSAOYHON, XOPOIIO JaAsIien
C JIETbMU, KOTOPOM MOXHO OyneT JoBepuTh peOEHKa Ha 2—4 yaca. VcnbIThiBaeT
CTpaxu: MOTEPSATh KOHTAKT C 3aHSATHIM MYyKeM, He peau30BaTh ceOsl.

® Okcana, 41 roa. 3amykeM 3a HHXEHEPOM-KOHCTPYKTOPOM, MaTh
tpoux paeret (15, 13 u 8 ner). [losiBMIach MOTPeOHOCTH BBIUTU Ha padbOTy
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TOCJIe 3aTSIHYBILIErocsl JEKPETHOTro oTmycka. Hyxknaercs B ieByIIKe-IOMOLTHUIIE,
KOTOpasi cMoryia Obl BCTpeuarh 8-JIETHIOK JI0Yb W3 IIKOJBI, KOPMHTh, TOMOTaTh
C BBITIOJTHEHUEM JIOMAIITHETO 3a/1aHUsI, OTBOIUTH HA 3aHATHS B KPYKKaX U CEKIUSIX.
OkcaHa HECKOJIBKO HEIOBEPUMBA, IIPU 9TOM CUUTAET, YTO C EPBOTO B3IVISIA MOKET
MOHSAATh, XOPOILINIA YeJOBeK WM HET, MpOoNaraHaupyeT 3I0POBBIA 00pa3 KU3HH,
HE MpUeMJIET KYPSIIUX JIOIEH.

Heo6xo11umo cocTaBUTh HECKOJIBKO MOPTPeToB LIA — 1o oqHOMY 17151 Ka)KOTO TUIUYHOTO CITy-
Yasi, TIOCKOJIbKY Pa3HBbIE JIIOIU MO0 pa3HOMY MOTMBHMPOBAHBI, M K B3aUMOJEUCTBUIO C TEM WJIA UHBIM
OU3HECOM OHU MPUXOAAT MOJL BIUSHUEM Pa3HBIX OOCTOSITENIBCTB.

UrtoObl cocTaBUTh TakKe MopTpeTsl LIA, pekoMeHayeTcsl MPOBECTH Psifi TITyOUHHBIX MHTEPBBIO,
B XOJIe KOTOphIX npejacTaButenu LIA onpammBaioTtes no onpeneaéHHoi metonuke . Koraa Het BO3-
MOHOCTH B3SITh MHTEPBBIO, IOMPOOYITE C/IeNaTh KpaTKuil onpoc 1o tenaedony. B mpoTuBHOM city-
Yae BaM MpUAETCs NpUOErHyTh K MOMOIIM (paHTa3uu MpH COoCTaBieHnU nopTperoB LIA, Tem cambiM
Ha CTapTe Ballero UCCIeOBAaHUS Bbl 3aJI0KUTE OOJBILION PUCK OMIMOKH B BHIBOJAX O IEJIeNONaraHum
Bameit 11A.

Bonpoc Ne3. Kak BbI BbirIsiiuTe B riiazax pameit [A?

ITO MIaBHBIM BOIPOC, pajid OTBETA HA KOTOPbIM MPOBOAAT pelyTalMOHHbIM ayauT. Korga Bbl
3Haerte, 4to Tpedyercs Baiel LIA, u monumaere, kak [{A Bac BOCIIpMHUMAET, Bbl MOXETE BHISIBUTD
PacXOXJIEHUS B 9TUX JABYX «KAPTUHKAX» U MOHSTh, KAK UCIPABUTh PA3HOIIACUSI MEXK/Ly HUMHU.

Hampumep, OOO «VYpanBara» HyxkJaeTcs B HaJ€KHOM IOCTaBIIuKe. Baia
KoMIanuss xoder padorath ¢ OOO «YpanBata» W uUMeeT OOJBIIOW OMbIT
B mnocTtaBkax. OjHAKO 4YMTast OT3BIBBI B HMHTEPHETE O Bac, MOXHO C/eNaTh
BBIBOJI, UTO B Balllell KOMIIAHUM He BCE CTAOMJIBHO: OBIBAIOT COOM B IOCTABKaX,
a Ballli MEHe/DKEepbl YXOIAT K KOHKYypEeHTaM, IMPUXBAaTUB C COOOH KJIMEHTCKYIO
6azy. Jlaxe ecau 310 JIoKb, TO Bpsaa i OOO «Ypansata» OyaeT 3aKkjoyaTbh
C BaMM JOJITOCPOYHBIA KOHTPAKT. Baia 3agaya — U3MEHUTh BOCIPUSATHE Ballen
KOMITaHUH B IJ1a3aX UHTEPHET-00LIECTBEHHOCTH U pyKoBoacTBa OO0 «YpanBara»
B YaCTHOCTH.

I'maBHO¥ 3aayell aynuTa peryTalyu sBJISeTCs OLleHKa BceX YOMUHaHMM o Bac. [lo-gpyromy
9TO Ha3bIBaeTCs «aHaIM3 MH(pOpMalMOHHOTO (hoHa». B xome Hero Hy:KHO HaWTU M UCCIIeNOBaTh
BCE YIIOMHHAHMS O Ballleld KOMIIAaHUU CO CTOPOHbI KJMeHToB, CMMU, JOANBHBIX TAPTHEPOB M JIake
HE CJIMIIKOM MOPSAAOYHbIX KOHKYPEHTOB. OCHOBHOM MAacCUB TaKHMX YIIOMUHAHUI O Bac XpaHUTCS
MIPEUMYILECTBEHHO Ha IPOCTOPaX MHTEPHETA.

5 [TogpoGHee o  MeToguMKe  MHpoBeleHUs — DiyOuHHoro  uHTepBblo  https://skillbox.ru/media/management/

chto_takoe_glubinnoe_intervyu/
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AyauT penmyTanyy mar 3a marom

AynuT peryTaiuu COCTOUT U3 CIIEAYIOIIMX TAIOB:

* OnpenenuTs OOBEKT 3AIIUTHI peryTaun (OpeH, ToBap WM yCIyra, pyKOBOIUTEb KOMIIa-
HUM U T. [.) U cpOPMUPOBATh CEMAHTHUKY 3allPOCOB.

* [IpoBecT MOHUTOPUHT U HAWTH BCE YIIOMUHAHUS.

* O1eHUTDb UX BIMSHKUE Ha PEIyTalUIo.

* CocTaBUTb IJ1aH KOPPEKTUPOBKU PEITyTallMH, TO €CTh IOHATh, B KAKOM IOPSIIKE PearupoBaTh
Ha BBISIBJICHHBII HETaTUB U BHIITYCKATh COOCTBEHHBIN KOHTEHT.

Aran 1. PopMupyeM CNHCOK KJIOUYEBbIX 3alIPOCOB

UYroObl HANTH B MHTEPHETE MAaKCUMAJIbHOE KOJIMYECTBO YIIOMUHAHHI O ceGe, BaM oTpedyeTcs
COCTaBUTh TIEPEUeHb MOUCKOBBIX 3aIPOCOB, M0 KOTOPHIM TOJIb30BATENN UIINYT MH(MOPMALIMIO O Bac
¥ BaleM rnpojaykre. YToObl COCTaBUTh TAKOM CIHMCOK 3aIPOCOB, BHIOEPUTE OOBEKT YITPABICHUS Pery-
Tanuend. ITo MOXeT ObITh KOMIIAHUs, B KOTOPO BbI padoTtaete, uin Baiie uMst. CocTaBbTe CIHMCOK
CJIOB U CJIOBOCOYETAHUH, [0 KOTOPBIM MOKHO HailiTH MH(OPMALIMIO O Bac B CETU. TaKuX CJIOBOCOYE-
TaHUI MOXeT ObITh OT 2 110 10.

ITpumepsl 3artpocoB AJis eKTpoceTeBor KoMmnanuu «Poccern Ypan»:

Poccetu Ypan — Ha3zBanue 6peHga

MPCK Vpaua — npexHee Ha3BaHHE KOMIIAHUU

Me:xpernoHaabHas pacnpeaeanTelbHas1 ceTeBast KOMIIaHHUS YpaJja —
IIOJIHOE HAaMEHOBAaHUE I0PUINYECKOTO JIULA

CrepmiioBanepro, Yeass6suepro, [lepmauepro — puimaibl KOMIIAHUN

Exarepunoyprckas 3JIeKTpoceTeBast KOMIIaHUs,
ExaTtepnHOypraHeprocObIT — J0YepHUEe KOMIIAHUN

Baaguvup BoJIoTHH — UMs reHepabHOTO JUPEKTOpa

NOAKJIYeHHe K ceTAM / TexnpucoeJuHeHHE K 3JEKTPOceTAM +
B CBepanoBckoii / Yensounckoii ooaacru / llepMckom Kpae — o1Ha U3 yCIyr

Poccern YpaJj padora — nouck BakaHCUI KOMITAHUA

PocceTrn Ypaa oT3bIBbI — [TOMCK OT3bIBOB O KOMITAHUH

ITorac cBeT, Kya 3BOHHTB — CUTYALMOHHBIN 3al1pOC MOJIb30BATES

UrtoObl Balll CIIMCOK KJIIOUEBBIX 3aIIPOCOB ObLT MAKCUMAJILHO TOJIHBIM, ITPOBEPHTE:

* [ToAgcka3ky MOMCKOBUKOB IO 3TUM 3arpocam

o Jlannple fAHIekc. MeTpuKM O MOUCKOBBIX 3allpocax, KOTOpPbIE MCHOJB3YIOT MOCETUTENN
BaIlIero caiiTa MpH 3aX0/e Ha Hero

* MOHUTOPHHIOBbIE CEPBUCHI /1J151 IOMCKA YIIOMUHAHUI KOMIIAHUM U OPEHIOBbIX 3aIIPOCOB

» CTaTUCTUKY CXOKMX 3arpocoB B SIHaexkc Wordstat.

Ha ocHoBe nosyyeHHBIX JQHHBIX COCTABJISIETCS CHMCOK IOMYJISIPHBIX OpPEH/IOBBIX 3allpOCOB,
[0 KOTOPBHIM JIIOM O4YEeBHUHEE BCEro OyAyT MCKaTh Bac WM Bail OpeHj. CoxpaHHMTe TOT CIMCOK
3aIpOCOB, UMEHHO C HUMH BbI OyieTe padoTaTh Jasblie.
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Yro nckanu co chosom suwdpycs — 14 309 noxasos B
MECAL
0 e CTatMeTIEa N0 CHOBAM MOKIICE B MICAL
Lty 14 309
MAranaH Wy 3 186
umndbpye 2834
2645
UWPPYC OTIBIBGI JMcIDVE MOCKES 934
undpye exatepuHypr MR Y 8629
Lnipyc NpoMOoRDL Dy " 906
undpyc oneplus LM MHTEET MR TN MOCKRS TTE
undpyc andpom EYIMTE Lndony 729
UNDPYC NoMeMy Tak QSWeBo umchiy 470
— 469
undbpye pixel 4a e 8
L0V Sy T WHTEOHET WMATAIAH 475
UrdpyC NPOMOKOD AR KAK NPOCTO e ol
MBIBIHH CMATLOHDB 422
() '.1."'{.5'3‘(: CAMCYHr
MEAraxaH WA oy 415

‘ uwhpyc paccposKa
414

Touckoevle noockasku Google (cresa) u cmamucmuxa nouckogwlx 3anpocos 8 Anoexc Wordstat
(cnpasa) no 3anpocy «uugpyc»

dran 2. Nimem ynoMHHaHUSI H KOMMEHTApUH 0 KOMIIAHUH

Ornpocute ocHOBHBIE TOUCKOBBIE cucteMbl (Anmekc, Google, YouTube, Mail.Ru, Bing)
IO BallleMy CITUCKY 3allPOCOB M OLIEHUTE Kak/1yl0 CChUIKY B IIOUCKOBOM BblJaye.

Ata paboTa MOKET BHIIOIHATHCS BPYUHYIO JIMOO C MOMOIIBI0 aBTOMAaTU3UPOBAHHBIX CEPBHCOB
MOHUTOPHHTA. PydHO! MOMCK yIIOMUHAHUIA cuMTaeTcsi ojiee TOUHBIM, HO Tpyno€MKuM. B mporiecce
TAaKOTO MOMCKA HEOOXOAUMO ITPOCMOTPETH MIOUCKOBYIO BhIAUy ¥ 3a(pUKCUPOBAThH HAl/IEHHBIE OT3bIBbI
B TaOJIMIIE C TIOMETKaMU O TOHATBHOCTH KOMMEHTapUeB 1 OOIIeM MpeCcTaBIeHIH O OpeH e.

HeToummue + = | H MNpuredarme

1 3 |1 HerobparHod ceaanc
KAMEHTAMK

5 0 0 Ouexsa 3 b Her ofpaTHod
CEA3N C KINEHTEMM

4 2 0 HerobpaTHod cBAIM C
HAMEHTEMK

Tpumep mabauypl ynomuraruii

He 3a0wiBaiiTe mpo aHanm3 pemyrtarmu B coriceTsix. Twitter, Instagram®, Facebook’, BKon-
TAKTE — 3TO IUIOMIAAKH, IJ€ JIIOIAU MTHOBEHHO JEJIATCS CBOUM MHEHUEM C APY3bsIMU U €AMHOMBIII-
neHHuKamu. [lyOonukanus 34ech MOXET UCTIOPTUTh PEITyTalMIo KOMITAaHUM B I71a3ax OOJBINON ayau-
TOPUM.

Corcetn u3-3a OOMIBIIOTO 00BEMA MOCTOSHHO MOSIBISIONIECS B HUX MH(pOPMALK, KaK mpa-
BWJIO, IJIOXO MHAEKCHUPYIOTCS MOMCKOBHKAMH. YTOOBI OTCIIEIUTh YIIOMHHAHUS O cede B COICETsIX,
UCIIONB3YHTE PyYHOH ONPOC BCTPOEHHBIX MOUCKOBBIX MEXAaHU3MOB COLICETEN (IIOMCKOBYIO CTPOKY)
MO0 aBTOMATU3MPOBaHHbIE cepBUCH MoHHMTOpUHTa (Brand Analytics, YouScan, IQbuzz u npyrue).

6 3nech u ganee: 3anpemenHas B PO conmanbHas cetb

" 3pece n manee: BanperueHHas B PP coumanbHas ceTh
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[ToMuMoO OTCIIEKMBaHKSI IOUCKOBBIX CUCTEM U COLIMANIBHBIX CETE MPOBEANUTE PyUYHOM MOHMU-

TO];)I/IHF8 BCEX BO3MOXHBIX IIIOIIAJ0K, BKJIIOUYAA:

* ®opymbl (OHHM, KaK U COIICETH, IUIOXO WHJEKCHUPYIOTCSI TIOMCKOBUKAMU, TO3TOMY JIydIlie

HCIIOJIb30BAaTh BCTPOCHHBIC CUCTEMBI HOI/ICKa)

* Buaeo-maccus

» Apxussl CMU

* CrienaJin3upOBaHHbIEC U CKPBIThIE UICTOYHUKHU

* [1o1maaKku, HEAOCTYIHBIE V11 UHIEKCAlUU.

Kpome Toro, n3yuure Bce Ballid akKayHThI U O(PUIIUATIbHBIE TTPEICTABUTECTBA B UHTEPHETE.
Haiinute Bc€, uTo BB MOXeTe HalTH O ceOe, U U3JIOKUTE Bce cOOpaHHbIe cBeleHus B (hopme

CIIPaBKM WJIM JOChe O Bac. TONBKO cAenaiTe 3T0 «HEMpeAB3sITO», OCTapaTeCh BIMISIHYTh Ha ce0s
ra3amu Bamx LIA, KoTopble Ipo Bac HUYETO HE 3HAIOT, HO Y HUX €CTh ONpe/IeIEHHbI BHY TPEHHUI
3anpoc u npodiema, 60ib. B 3ToM «10cke» onuImTe, YTo 3a KOMITAHUSI TIEPe BAMH, YTO Bbl BUIHTE,
a Jero Obl BaM (Kak Bamed LIA), BO3MOXHO, XOTesnoch Obl YBUIIETh, peliaeT JIM 3Ta KOMIIaHHS Tpo-
Onembl cBoeit 11A?

caM

Iran 3. OueHuBaeM pe3yabTaThl MOUCKA MO OPEeHJOBbIM U PeNyTAIHOHHBIM 3aNpo-

Ha ocHoBe JaHHBIX, IONyUYEHHBIX B pe3y/IbTaTeé MOHUTOPUHIA, MOXKHO:

* MTOHSITh, YTO TOBOPST O KOMITAHUY WK OpEeH/ie B CETH;

* BBISIBUTH IJIOMIAIKHU, T]IE HY)KHO TOJJIep)KUBATh OOPATHYIO CBSA3b C KIIMEHTAMU;

* HAlTU CalThl, HA KOTOPBHIX HEOOXOOMMO CKOPPEKTUPOBATh MH(OPMALIMIO O KOMITAHUH;

* c(hopMUPOBATH PEKOMEHJAIIUH TI0 TTPOBEPKE U YIIyUIIEHUIO BHYTPEHHUX OM3HEC-TIPOIIECCOB.

AHTOH K.

MoceTunu 25.01

JocTouHCcTBa:

+BKyCcHBIA GyNbOH B pamMeHe

+AyTeHTWYHas aTMochepa

+ OTKPBITAA KYXHA

HegocTaTr:

- pgem gecepT yxe 45 MUH, nocne 3aeepeHns obULMAHTa, 4TO NpUHEeCYT Yepes 1.5 MuH,
AecepT NpUHecnH ewe Yepes 10 MuH

- M3 MeHo He BCE NO3MLMK OOCTYNHEI, B YACTHOCTW, Xoaosol Pamed N 1
- OTCYTCTEME BOIMOXHOCTH CA8NaTe Gniogo ocTpee

- U3 NWBa TonbKo AcaxK 3a 350p

Pectopany sAroHckoll KyxHM B TIpUMEpe Ha PUCYHKE HEOOXOAUMO
MPOMHCTPYKTUPOBATh O(PUIIMAHTOB M PAOOTHUKOB KYXHHU O BPEMEHH MMoAa4Yu OMIof,
a TAaKXKE€ OTBECTUTH HEIOBOJIbBHOMY KIIMEHTY OT MMCHU O(I)I/ILII/IaJII)HOFO dKKayHTa
3aBefeHus1. YenoBeK ocTaBUJl KOMMEHTApUI HETIOCPEICTBEHHO B JJEHb NOCEILEHUS
pecTopaHa — «I10 TOPSIYMM CJIe/IaM», U OH TOYHO XKJIET PEaKIUK Ha CBOe COOOIIICHUE.
Ecnu cnenatps BCE rpaMOTHO, €CTh IIAHC BEPHYTH €I0 JI0BEPUE.

Buabl penyranmonsoro pona
Beck 00bEM cOOpaHHBIX YIIOMHHAHUI HA3BIBAIOT PEYTAIIMOHHBIM (POHOM.

8 Meromuka MPOBEIEHNSI MOHUTOPUHTA NMOAPOOHO OMNHKCaHA B IIaBe 3.
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HeratusHblil penyTanuoHHbiil (poH. B 3TOM cilyyae NMpOLEHT THEBHBIX OT3BIBOB IPEBbI-
1aeT mo3uTuB. Takas cuTyalus ObET MO MPOIaXKaM C CHUJIOW TPOIIMUYECKOTO yparaHa.

HeiirpanbHblil penyTanuoHHblil (poH. YIIOMUHAHUS €CTh, OHU MPEUMYILECTBEHHO HEil-
TpajbHble. CUTYalMIo MOKHO ONKUcaTh ciioBaMu: «B bariazne Bc€ criokoitHO», HO Ha KOJIMYECTBE IPo-
JaX OHa HUKaK He oTpaxkaercs. HeoOXomumMo MEeTOIMYHO U aKKypaTHO CMeIaTh OajaHC B CTOPOHY
MO3UTHBA.

Ilo3uTuBHLIN penyTanmoHHblii poH. BraronapHocreii Oosnbiie, yem nperensuil. [lozutus-
HBII (POH OTJIMYHO BIIUSIET HA POCT MPOIAXK, HO O3 JOKHOTO BHUMaHMSI, caM 1o cede, pacTET KpaiiHe
MeieHHO. [Ipr 3TOM He CTOUT 3a0bIBaTh, YTO CIUIOMIHOM MEN Oe3 JOXKKHU AEITS BHIVISIIUT BEChMa
TO/I03PUTEITBHO.

HyJsieBoii penyranuoHHbIil (pOH. YIIOMMHAHUS B CETH BOOOIIE OTCYTCTBYIOT, HAIpUMep,
B CUTYallUW cTapramna. B 3ToMm ciyyae HeoOXOAMMO CO3/1aBaTh HYKHBIA pemyTallMOHHBIN (DOH: pa3-
MelaTh MHPOpPMALIMIO B KaTajlorax, ClipaBOYHMKax, reocepBucax, coucersix. HaunmHath 310 HyKHO
C MOMEHTa 3alycKa IPOeKTa, a TO U paHbllle, €CIU BEJETCS aKTUBHBIN MOAOTPEB aynuTopuu. MHaue
Ballly penyTaruio OyayT ()OpMUpPOBaTh KOHKYPEHTHI, ¥ BaM 3TO TOUHO HE TIOHPABUTCS.
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Yem n3mMepuTh penyranuio?

UYtoObl MOHSATH, HACKOJIBKO BbI MPUOSIM3WIIMCH K CBOEH 1€/, MOTPeOyI0TCS] COOTBETCTBYIOIIUE
eIMHUIIBI U3MEPEHUs] — METPUKH. B 3aBUCMMOCTH OT HanpaBJieHUsT paOOTHI 110 YIIPABJIEHHIO pertyTa-
[IMel M OT HAMEUEHHBIX LIeJIel UCTIONB3YIOTCS COBEPIIIEHHO pa3Hble MeTpuKu. [IpuBeném psia Hanbo-
Jiee MOMyJISIPHBIX U3 HUX.

MeTpuku s ynpaBJjeHUs1 penyTanueil B IOUCKOBOI Bbljave

 Jlosisi HETaTUBHBIX CCBUIOK B BbIJaue TMOUCKOBBIX CHUCTEM MO penyTallMOHHBIM 3arpocam
(«Ha3BaHME KOMIIAHUMW», «Ha3BaHHE KOMIIAHUU + OT3bIBbI», «HAa3BaHUE TOBapa + OT3bIBBI» U T. JI.)
CTPEMMTCS K HYJIO.

* OTCyTCTBME HETaTUBHOTO KOHTEHTA B TOIME BbIJIa4YM MOUCKA 110 KAPTUHKAM U BUJIEO.

* OTCyTCTBUE HEeraTuBa B MOJCKAa3Kax.

VYKkazaHHbIE METPUKM PACCUMTBIBAIOTCS OTAEBHO Il KaK/101 MMOMCKOBOM CUCTEMBI.

MeTpuku 1Js OleHKH NPOABH:KEHUS caiiTa nwim 6jora

* Yucno nmpocmMoTpoB

* YHUKaJIbHBIE MOJIb30BATEIN

* BepHyBILMECs MOIb30BATENHN (JI0SAIbHAS AyAUTOPUS)

» HoBble nosb3oBarenu

* McTtouHukM Tpauka — IpOCMOTPBI U3 COLICETEN, U3 ITOUCKA

» KommeHTapuu

* PenocTsl B coriceTsix

* lockposibl. JIOYMTHIBAIOT JIK 10 KOHLIA?

» Koppensuums ¢ npogaxamu

* ['myOGuHa mpocMoTpa

* [loceleHue cTpanuil

e JIMMTENbHOCTh HAXOXKICHUSI HA CTPAHULIS

* KoadppuimeHT BUpanbHOCTU (KOJIMYECTBO PENOCTOB MaTepuasia / KOJTMYECTBO IPOCMOTPOB
matepuasia X 100). OTpaxaer MHTEpeC ayIuTOPUM K 3asIBJICHHOU TEMeE.

* Bo3Bparts! u3 coriceTelt (KOJMYECTBO PENOCTOB MaTepHrasa / KOJIMYEeCTBO IPOCMOTPOB U3 COILl-
cetent).

Vka3zaHHble METPUKU PACCUMTHIBAIOTCS C MOMOIIBIO CTAHAAPTHBIX WM PACIIUPEHHBIX CUCTEM
BeO-craructuku (Aunmexc. Metpuka, Google. Analytics, Meauatop ot Mail.Ru, SimilarWeb, Popsters
U JIpyrue CYETYMKU MOCEIIAEMOCTH UHTEPHET-PECYPCOB).

MeTtpuku s n3mepenus 3¢ g ekTuBHOCTH cBsi3ell ¢ o0mecTBeHHocThI0 1 CMU

KoJsimuyecTBO ymoMiUHAHMIT U POJIb KOMIIAHUH B MyOJIMKAMH. DTO, MOXKATY, CAMBINA pac-
MPOCTPAaHEHHBIN, HO OUEHb YCIIOBHBIN MOKa3aTesb KauecTBa padoThl. [IoToMy YTO 3TUM NOKa3aresieM
MOYHO JIETKO MaHUITYJUPOBATh 32 CUET «HECTIOPTUBHBIX» CIIOCOOOB YBEIMYCHHUS YHCIIA Tieperneya-
TOK (HanmpuMep, UCIOJIb3Ysl arperaTtopbl ¢ HyJeBoy ayauropuei). Ho ecim K KomMyecTBy yroMyHa-
HUH I00aBUTH IMOKa3aTe b «POJIb KOMIIAHUYU B HOBOCTSIX» (TJIABHASI WJIM BTOPOCTETICHHAs) + BHIOpATh
OIPE/ICNICHHBIN Iy UCTOYHUKOB, KOTOPbIE MPEICTABISIOT ISl BAC HAMOOMBIIYIO IIEHHOCTb, TMOMTY-
4yaTcsl BIIOJIHE TOBOPSIIIME ITUDPHI.

Share of Voice (SoV) mim mHaexc npsmon peuu. [IpoueHT ynoMuHaHUII KOMIIaHUU
OT 00IIIero KOJIMYeCTBa HOBOCTEH oTpaciu. [1py 3TOM eciiv KTO-TO U3 KOHKYPEHTOB pa3MellaeT COTHU
MIpecc-per30B, TO UX JoJis1 Oyaer Oosblile, Jaxke MpU HU3KOM KauecTBe yrnoMuHaHui. [Tostomy
Jydiie cuuTath SoV 1o ornpeneneHHoMy niepeurio CMU, mi6o — cMOTpeTh Ha MHIIEKC TIPSMOU pedH,
KOTOPBIY MOKAa3bIBAET CHITy BaIlero rojioca. OH yUUTHIBAET JOJIO ITAT KOMIIAHUM B OOIIEM KOJIH-
YyecTBe MyOIMKaIuii o Heil. PaccunTteiBaetcs B mporieHTax 1o mkaje ot 0 g0 100%. Yem Bbiiie npo-
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LIEHT, TeM CUJIbHEe Balll rojioc. JlaHHass METPUKa XOPOIIIO MOJXOAUT /7151 OUEHKHU JENCTBUN KOMITAaHUU
B KPHM3KCHBIX CUTYalIUsIX.

Media Visibility nam naaexc 3aMmeTHocTH. PaccunThiBaeTcst Ha OCHOBE PENTUHIA LIUTHPY-
emoctt CMU u nokazaresist «poib KOMIaHUM B myOnukanusx». [logxomur mist pazpadorku KPI:
MO’HO 3a(PMKCHpPOBaTh MaKCUMaJIbHOE 3HAYEHNE U3 IPOILIOrO KaK STAJIOHHBIN IOKa3aTesb U CpaB-
HUBATh ce0s1 B ICTOPHUECKOM MEePCIIeKTUBE, JTMOO MOKHO CPaBHMBATh CBOM TIOKA3aTeJ C TIOKa3arte-
JISIMH JIU/IEPOB OTPACIIH.

Media Favorability nim nHaexc penyTaoOHHOT0 PUCKa. ITO COOTHOIIEHUE HETaTUBHBIX
Y TIO3UTHBHBIX MyOIUKAIMI 32 ONPEIENIEHHBIN MEPUOI, BHIUMCIISAETCS B IpolieHTax. MHIeKe xopor
IJIs1 OLICHKH TIPUCYTCTBHS B COLICETSIX, OCOOEHHO €CJIU O BaC MOSIBIIsIETCS O0JIee MATU THICSY YITOMHU-
HaHui B Mecsil. [Ipy MeHbIIeM KoIu4ecTBe MyOIMKaI|id MOrPelTHOCTh JITOPUTMA, OMPEIeISIONIEro
TOHAJIBHOCTh, MOXET CEPbE3HO MCKA3UTh peasibHYyI0 KapTuHy. MHIEKC Takke MOJoMAET TeM, KOro
YIIOMUHAIOT PEJIKO, U IaHHbIE MOXHO JIETKO ITPOBEPUTH BPYUHYIO.

Media Outreach niau oxBar. 9710 olieHKa aygutopHoro oxsata B CMU. Metpuka akTyalibHa,
eci y Bac OOJBIION OM3HEC WM KOMITaHHS TOJBKO BBIXOJWT HA PHIHOK, U BBl XOTHTE, YTOOBI KaK
MOXHO OOJIbIlIee KOJMYECTBO JIIOAeH y3HAJIO O BalleM NponaykTe (ToBbiieHre brand awareness).
Mo:XHO cpaBHMBaTh 3HAYEHUSI PAa3HBIX MEPUOJOB UM COMOCTABIIATh CO 3HAYEHUSIMU KOHKYPEHTOB.
Takum 00pa3oM, Bbl OLIEHUTE, CKOJIbKO Y€JIOBEK MOIJIH MOTEHIIMAIBHO y3HATh O Bac. DTUM TOKa3a-
TeJleM yAOOHO OIEHMBATh OT/e/bHbIE WH(OIOBOIBL: MEPEKPhUIa JIM TMO3UTUBHAS HOBOCTh HETATHB.
Ecnu BBl ¢ KOHKYpEHTaMHM 3aITycKaeTe MapasuiesibHble TPOEKThI, TO OyJeT HHTEPECHO OLEHUTH, PO
koro CMU Hamucanu Oosbliie, y KOro mupe MeIuaoxBar.

Cpeanuii oTKJIHK npecc-penan3a. KonnuecTBo myOnuKaimii, OCHOBaHHBIX Ha IIPECC-pen3ax
KOMITaHWH, TIOJIEJIEHHOE Ha KOJMUYECTBO Mpecc-pean3oB. UeM BbIlle OKasaTenb, TeM Ooliee mpecc-
penu3sl BocTpeOoBans B CMU.

BpI60p 3THX METPHUK MOTHOCTHIO 3aBUCUT OT II€JIM, KOTOPOW BBl XOTUTE 10CTUYb. PaccMoTprm
3TO Ha PUMEPAX.

Heasn 1: Co3aaTh HY>KHbI HMH/I2K B IJ1a3aX CTEMKXO0JI/1€POB

Bel xoTHuTE, 4TOOBI Balll OpeH 1 MPaBUIBHO BOCTIPUHUMATU. Harpumep, BaM BaXHO 3aKpenUTh
B OOIIIECTBEHHOM CO3HAHWU OIpeIe/IEHHBIE MEeCCEeI)KU BaIllell KOMIaHUU: « Mol — audepvl Ha poiHKe
Ob1moeolt xumuu!» um «Mvit — 3a 3xonoeuro!». Takyio 11e1b ipecieyeT OOJbIIMHCTBO MyOTMYHbIX
KOMITAaHUH BHE 3aBUCUMOCTH OT pa3mepa OusHeca. i a¢ppeKTMBHOrO BIUSHNS HA MHEHHE CTEHK-
XOJIAepOB (akmoHepoB, kianentoB, CMU, convenua, uiepoB MHEHUI U JIp.) IPUTOTOBHTECH BHU-
MaTeJTbHO CJIEIUTh He TOJIBKO 32 KOJMMYECTBEHHBIMU ITOKA3aTeIIMU PaOOTHI, HO M 32 KAUeCTBEHHBIMH.

Merpuku:

* MIH/1eKC 3aMETHOCTY KOMIIAHUM B KOHTEKCTE HYKHBIX TEM.
e JluHaMuyKa NOsIBJIEHUs IyOuKanuii B BIOpaHHbIx CMI.
 CpaBHeHMe C NIOKa3aTeIsIMU KOHKYPEHTOB.

Ilean 2: BoiBecTH HA PHIHOK HOBBII OpeH;1/cepBUC/TPOAYKT

Jns ymayHoro «e0rTa» Ha PbIHKE BaXHO CETMEHTHUPOBATH CBOK IIEJIEBYIO AYJUTOPUIO
Y BBICTpaMBaTh KOMMYHHKAIIMIO TI0 BCEM HEOOXOAMMBIM KaHajIaM. YTOp OOBIYHO JIENAeTCs Ha Mac-
mMTabHOCTh M OXBAT: YeM OOJIBIIYI0 ayIUTOPHIO BBl OXBATHTE, TeM OOJIbIIEe YMCIIO MOTEHIIUATbHBIX
KJIMEHTOB Y3HAeT Mpo Bac. B 3aBUCHMMOCTH OT IMOCTABJIEHHBIX 3a/1a4 HY’KHO CIIeJIaTh aKIIeHT Ha paboTe
¢ ¢heepabHBIMU, OTpacAeBbIMU WK pernoHaibHbiMu CMU u conmenua.

Merpuku:
 KonmmuecTBo myOnuKanyii.
* AyouTopHBIi OXBaT U cniucok CMU.
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o JluHaMKKa WHJIEKCA 3aMEeTHOCTH. B Kakoii pomu BeICTyMan OpeHpa/ cepBuc/
nponykt B CMU u Hackonbko 3HaunMbele CMU nucanu o HEM.

* ToHaJILHOCTD COOOIIEHUI — KaK OT3bIBAIOTCS O BAaC HA PHIHKE.

* OxBaT W BOBJICUEHHOCTb AyTUTOPHU B coliceTsx. Havana nu aynuropusi
TOBOPHTH O BallleM HOBOM OpeH/ie/cepBuce/TIPOAYKTE.

Heab 3: CHU3UTH J0J10 HEraTUBa 0 KOMIIAHUH

[Tpumep: B8 CMU ObUI0 MHOTO HEOJHO3HAYHBIX YIOMUHAHUI O KOMIIAHWU. PyKOBOICTBO
penmsio 60poThCs € TON MPOOIEMONA: C TIOMOILBIO JOSUIBHBIX KOMMEHTATOpOB U auajora co CMU
JOHOCHUTb MO3ULMI0 KOMIIAHUU IO CIIOPHBIM BOITPOCAM.

Mertpuku:

* [IpoueHT Herarua B uH(porosne. MHOrue KpyrnHble KOMIIAaHUU CYUTAIOT, YTO
HeratuBa B MH(OIIOJe JOKHO ObITh He Oonee 5%.

 JlnHaMUKa NOSBJIEHUsI HEraTuBa.

* TOHaJILHOCTh C YYETOM MH/EKCA 3AMETHOCTH U BECA UCTOUHUKA.

ean 4: IToBBLICUTH CTOUMOCTh KOMIIAHUM Tepe]] MpoIakeil

Cunraercs, 9To ec/ii O KOMITaH|H TOBOPSIT MHOTO, HEBAXHO, XOPOIIIO UJIH TUIOXO, — 3TO TI03H-
THBHO OTpakaeTcsi Ha MHTepece phiHKA K Hell. Te3wc COopHBIN, TTOTOMY YTO HOBOCTHM MOTYT Kak
TIOBBICUTh CTOMMOCTh KOMITAaHUH, TaK U OOHYIHTH e€. [oaToMy BakHO (hpOpMUPOBATH YCTOWIHUBYIO
TIO3UTHBHYIO MOBECTKY O€3 JIMIITHETo IIyMa, YTOOBl OH HEHAPOKOM He cpadoTas MpOTUB Bac.

Mertpuku:

o JluHamMuKka myOIMKaIyi.

* OxBar.

e IHneKC 3aMETHOCTH.

* PejleBaHTHOCTh Y KOHTEKCT TEMATUK HOBOCTEN O KOMITAHHH.

Ieanb 5: OTCTPONTHCSH OT KOHKYPEHTOB
Ota 1eNib MoX0Xka Ha MEPBYI0 — 0 (POPMUPOBAHMM UMUJKA B Ia3zax crerkxongepoB. Hamo
OIpPEACINTD LEJICBYIO AyAUTOPUIO, ITOHATD, B yEM Balllu KOHKYPEHTHBIC ITPEUMYIIECTBA, OIPEACIINTD

Ha0Op KaHAJIOB, Yepe3 KOTOpbie BbI OyJeTe MX TPAaHCIMPOBAaTh, U HAOOP MHCTPYMEHTOB: UHTEPBbIO,
KOJIOHKM, CTaTbH U T. [1.

Mertpuku (U3MEpSIIOTCS B CPABHEHUN C KOHKYPEHTaMM):

* KonuectBo cooOIIeHUH, /16 KOMIIAHUS UI'PAET IJIABHYIO POJib.
* IHaeKc 3aMeTHOCTH.

e OxBar.

* YOMUHaHus B HY)KHOM KOHTEKCTE.

* Inaekc npsmon peyu.

Hean 6: MapkeTos0ry Wi NMAPIMKY HOJYYUTH IPEMHUI0

Camblii CIOPHBII, HO MOPOM BOCTPeOOBaHHBIN 3ampoc. YTOOb! MOTYyYUTh NPEMUIO, HE BCErAa
JOCTAaTOYHO UMETh BBICOKMI OXBAaT, HY)KHO BBIMOJHATh MOpPYYEeHUs1 pykoBoicTBa. Hampuwmep, Ban
med meuraer nonacte Ha crpaHuibl Forbes/ Harvard Business Review/ exenenenbHuka «Oxota
u pbidanka». [Tyonukaims B Forbes moxer ObiTh MeHee 3¢deKkTuBHOH, yeM 20 KOMMEHTapueB
B IOMYJIAPHBIX oTpacieBbix CMU, HO nopyuyeHue ectb opyyeHue.

Merpuka: [Tocne padotsl co CMU HyKHO OTCIIEUTH TOSIBJICHUE CTAThy. [Jis
3TOr0 HACTPAMBAEM MOHUTOPHHI IO KJIIOUEBBIM CIIOBaM.
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CuuTaeM yObITKHM OT HEraTuBa B HHTEPHeTe

Cpem/l BCEX METOOOB OLICHKU peIyTallui CTOMUT OTACJ/IbHO BbIAC/IUTL OLICHKY CTOMMOCTU HETa-
THBHBIX IMyOyMKanuii. Kak nmpaBuio, HeraTuB B MUHTEPHETE — 3TO HEJONOTyYeHHAas PUOBLIb 17151 O3~
Heca. B 0c060 cepbE3HBIX CiTydasx OHa MOKET UCUHUCIISATHCS MIJUTHOHAMH, €CJIF BOBPEMSI HE IIPUHSITH
Mepbl ! He TIOraCUTh CKaHAAJI B caMOM Hauajie. He cTouT HeloolieHUBaTh WM TIepeolieHUBATh Hera-
THMB — HY)KHO KOHBEPTUPOBAaTh €ro B pyosu. OIHO MOXHO CKa3aTh TOUHO — €CJIM Ha TIEPBOW MO3UIIMN
CTOUT HEraTHB O Bac U Ballleil (pupMe, TO Bbl ONPEEJIEHHO TePSIETE BIPYUKY U KJIMEHTOB.

BaxHbIil HEraTuB OT MaJIO3HAYMTENIBHOTO PA3IMYAETCsl 10 KOJMYECTBY Tpaduka, MpoXois-
miero yepe3 Hero. [Toatomy 06s13aTesibHO OlleHUBaliTe 0XBaT HeraTusa. Korna Bbl BUaAUTE Hera-
THUB O Balllel KOMIIaHNH, BaC JOJIKEH BOJIHOBATh HE CMBICJI HAITMCAHHOI'O, a HOTGHHI/IEU]I)HI)Iﬁ OXBar.
3anaiite cebe BOIPOCHL:

¢ CKOJIBKO Y€EJIOBEK B JAEHb BUAAT 3TO?
* CKOJbKO YeJIOBeK OymyT BUIETh 9TO Yepe3 Mecsil?

BriBaer Tak, 4To aBTOp CO3/1a1 OJHY HETaTUBHYIO IUIOMIAAKY C OJHUM HETaTUBHBIM ITOCTOM.
[Mrapumk rogamu MeITaeTCs €ro yAaauTh, MOTOMY UTO BJajesiel] KOMIaHUHM IIOMHUT 00 9TOM Hera-
THBE, PO KOTOPBIN BCe JaBHO 3a0buTH. HayunTech X0MOqHO olleHMBaTh HeraTuB. KoHeuHo, Henpu-
SITHO, KOT/Ia MUUIYT Ta/I0CTH, HO B MEPBYIO OYEpeb IyMalTe O TOM, CKOJBKO JieHer U3-3a Hera-
THBA BbI TepsieTe.

[Tocuurare penyTalMOHHBIE MOTEPU OT KOHKPETHOrO Herarvea B Tom-10 BIOJHE peasbHO,
MYCTh U ¢ OrpettHocThIo 20%. ToYHOCTh OyNeT 3aBUCETh OT UCTIONb3YEeMbIX METOJMK aHAIHM3A.

MeTtoauka Nel. Unaekc penyTanun KOMIIAHUU B MOMCKOBBIX cucremMax — Ex

[To3BosisieT MOCMOTpPETh HA M3MEHEHHWE penyTaludyd B JAWMHAMUKE, TO €CThb IOCje 3aIycKa
u Bo BpeMs peasmzauuu SERM-kamnanun. Ex moxer umers 3HaueHue ot muHyc 100% no mmoc
100%, ¢ ero mOMOIIBI0 MOKHO OTIPE/IE/INTh, KaKOe BIieUaTieHre O OpeH/Ie MOy YHT CITyYaiHbIN MT0JTh-
30BaTellb, CTOJIKHYBIIMICS C Ballleld OpraHu3aluei B CeTH.

Kak paccuntbiBaeTcst HHIEKC

B niepBy1o ouepenr HeOOXOAMMO MPOBECTH MOHUTOPUHT YIIOMUHAHWH B HAMOOJIee TIOMYJISIPHBIX
B Poccun nouckoBeix cucremax — SAunekc, Google u Mail.ru. BBenuTe B MOMCKOBYIO CTPOKY Ka10T0
MOMCKOBHKA 3aIPOCHI «YCJIYra + OT3bIBbI», <Ha3BaHHe OPeH/1a + OT3bIBbI» U JPYyTrHe KIT0YeBbie
3arpockl 13 chOPMUPOBAHHOTO paHee CITUcKa OpeHI0BBIX 3anmpocoB. CripaBa OT BelauM B SIHIEeKce
Bbl YBUJIUTE KOJIMYECTBO 3aPOCOB BAIIMX MOTEHIMAIBHBIX KJIMEHTOB. Harpumep:

Hamuiocs 9 MJiH pe3yabTaToB
48 ThIC. TTIOKA30B B MECSII]

ITo pe3ynpraTam orpoca MOMCKOBUKOB COCTABbTE TAOIMIly TOHAIBHOCTU PE3yJIbTATOB MOUCKO-
BOU BBIIAYU:
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MNosvuma OBwee yucno  Konwyectso Konwuecteo TOHaNbHOCTb
pe3ynbTata YNOMWMHaHWA O NONOHMWUTENLHBIX  OTPMUATENBLHBIX  HaWgeHHOH
BbIOAYM N0 KOMMAHWKM HA  YNOMMHaHUK O YNOMHUHEHWIA O CTpaHULbI
sanpocy CTpaHMue KOMMNaHWK Ha HOMMaHWK Ha
cTpaHuue CcTpaHuue
g r r+ r- T1
2 r r+ r- T2

dopMmysa pacy€Ta TOHAIBHOCTH CTPAHULIBI:

T=a"-r)/r*100%
Hanee onpenaensieTcss MHACKC peryTanuu EX MOUCKOBOro 3ampoca «X» I Kak 101 MOMCKOBOMN
CHACTEMBI:

n
ex(S, x) = Z Ti(S, x) * Pi
i=0

P — BeposiTHOCTDB Eepexo/1a nob30BaTesIs 1o pe3yJIbTaTy B IOMCKOBOM Bblladye. 3HAUEHUE 3aBU-
CHUT OT MecTa B Torie (CM. Tabmuiry).

Moznyma BepoaTHocTe CTR
nepexoga (P) (% nepexopos)
1 26,90% 43%
2 17,10% 28%
3 14,90% 23%
4 8,90% 22%
5 7,10% 17%
6 5% 16%
7 5,60% 15%
8 5,10% 16%
9 4,70% 15%
10 4 70% 17%

Beposimnocme nepexooa ons nozuyuii 6 mon-10 Hdndexca’®

® Uctounnk: https://www.searchengines.ru/aktualnyy_ctr_yandex.html
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3arem Mo NepBoy HIKENPUBEAEHHOU (hOopMyJie MOICUMTANTE UHACKC IJIs1 KaXI0U MOMCKOBOU
cucteMsl. 1o Bropoii (popmyJie onpesennuTe MHAEKC B LIEJIOM 1Sl BCEX IOMCKOBUKOB:

’}”:1 (’I(S,XJ.) * P

!
m
i=1 P.I'

E'x¥|'r'u:t.;f(.'x |Ir'rmln;;!(.'|."lr.f.:1[!...| —

Perynsapubiii MonuTopusr Ex nossosnser nposeputs a¢ppextusHocTh SERM-Kkamnanum, ckop-
PEKTUPOBATH €€ MPU HEOOXOIUMOCTH, OTMETUTh POCT YIIOMUHAHUIA U JIPYrUX MOKa3aTesei.

MeTtoauka Ne2. BoJiee npocToii cnoco0 OneHKH penyTaniuu

CocraBbTe TaONUILy C pe3ysibTaTaMU MOMCKOBOH BBIJAYM 10 KJIIOUEBBIM 3aripocaM. Pasmersre
TaOJMILLy [IBETOM B 3aBUCMOCTH OT TOHAJIBHOCTH:

* KpacHsiil — HeraTuB

* 3eNEHBIN — MO3UTUB JIMOO Balll HOJKOHTPOJIbHbINA CalT

* CuHMI1 — HEUTPaJIbHbIA KOHTEHT C PUCKaMH (HaIIp., OT30BUK)

* Cepblil — HEpEJIEBAHTHBI KOHTEHT

[Nocuuraiite, CKOMBKO TpaduKa MOTYyYalOT HEraTWBHBIE CANTBI. DTO MOXKHO CHejaTh, 3a0MB
TOT 3ke K104 B AHekc Wordstat — Tak Bbl y3HaeTe o011iee KOJIMYECTBO 3aIpocoB. 3aTeM o0I11iee KO-
YECTBO 3aIPOCOB pacIpeiesisieTcs Mo JaHHBIM O KJIMKa0eIbHOCTH NMOo3ULMiA B SIHAeKce (cM. TaOuiy
BBIIIIE).

VYMmHO)kaeM JaHHele u3 Wordstat Ha IIPOLEHT NEPEXONOB I KaXIOW IMO3ULIMU
B 1on-10 fHgekca. CymmupyeM HeraTvB M IOJIYy4aeM KOJIMYECTBO KJIMEHTOB, NMOTEPSHHBIX W3-
3a HEraTvBa B CETU €XKEMECAYHO. YMHOXKBTE KakJIOro NOJIb30BaTeNsl HA CTOUMOCTb IPUBJIEYEHUS
OJIHOTO KJIMEHTA — 3TU JaHHbIE JOJIKHBI ObITh Y MapKeTosoroB. CI0kHTe ¢ MPOM3BEICHUEM KOIUYe-
CTBA MOTEHLIMAJIBHBIX KJIMEHTOB U CPEAHEN MPUOBbLIM OT OAHOTO KJMeHTa. [ToiydaeM noTeHa bHbIi
yOBITOK OT HEraTuBa B CETH.

He 3a0biBaiiTe, uTO 3TO TOJBKO JaHHbIE MO SAHAekcy. [TosTomy moiydeHHYI0 LU(pPY MOKHO
CMEJI0 YMHOXaTb Ha 2, Tak Kak gois Google B NpeanovYTeHUsaX POCCUMCKUX MOJIb30BATENEN MTPU-
MEPHO paBHa 101U SIHaeKca.

Nozuuma Google Anpexc CTR NocewaemocTs NAOWAAKK

B Bblfaue (aaHHbIe Wordstat
YMHOMKMTE Ha CTR)

43%

28%

23%

22%

17%

16%

15%

16%

15%

17%

WO =~ gh U B b b =

—
(=]
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3anonHuTe Ta0IUITy.

Ilo camoMy Ba)XHOMY KJIIOYEBOMY 3allpocCy CAEIaiTe MOHUTOPHHI BbLAAYM
ton-10 Annexca u Google. He 3a0ynpTe BKIIOUMTh AHOHMMHBIN PEXUM B BalleM
opaysepe. B Chrome u Opera 310 couyeranue knasuil CTRL+SHIFT+N. B Mozilla
Firefox — nprBaTHOE OKHO B HAaCTpONKax. YKaxure B SIHIeKce Balll pErMoH.

Kaxnyio mno3unuio OTMETbTe IBETOM: TMO3UTHUB (3€JI€HbIN), HErarus
(KpacHbli1), HEUTPaJIbHASI TOHAJTBHOCTD (CUHUI ), HEPEJIEBAHTHBI KOHTEHT (CEpbIii).
CmMmoTpuTe TOJIBKO Ty CTpaHUILy, Ha KOTOpylo nepexoaute. He npocmarpusaiite cait
LEJIMKOM (TaK MOCTYHAIOT TOJIKO 7% MoJb30Batesiei).

Ha caiite fupgekc. Wordstat mocMoTpute 4acTOTy YHNOMHHAHMS 3aIpoca,
KOTOpbIA Bbl BBIOpaJIM. YMHOXBTE€ 3TO YHMCIO Ha 3HaueHue B KoimoHke CTR
Y CJIOKUTE OKA3aTEeNIM CTPOUYEK, OTMEUYEHHBIX KPACHbIM IIBETOM. Tak Bbl y3HaerTe,
CKOJIbKO JIIOZIEN €KEMECSYHO MPOCMAaTPUBAIOT HETATUB IIPO Bac.

ITO OYeHb NPUOIU3UTETBHBIN MOACYET, HO U3 HETO MOHSATEH MOPSAA0K CTOUMOCTH Ballleil pery-
tauun'®. ViHOrna cymma nosydaercsi He3HauuTeNlbHas. B TakoM ciyuyae ynpapieHue pemyTarueit
HE TaK aKTYaJIbHO, KaK CKpbIThI MapkeTuHr. Ho nomuure, yro 10—30 3anpocoB o Baiuen KomIa-
HUM B MECAL] MOT'YT UCXOOUTh OT BalIMX KJIIOUEBBIX MAPTHEPOB WJIM MHBECTOPOB. DTO Yalle BCETO
KacaeTcsl OJIMTUKOB, TOM-MEHEKEPOB MJIM U3BECTHBIX NIEPCOH.

Iran 4. PopmMupyeM nporpaMmy ynpapJieHHs penyTanuei

[Tocne Toro, kak Bbl OOHAPYKUJIM BCE JAOCTYITHbIE YIIOMUHAHUS O BAaC M KOMIIAHUU, OIIEHUIN
UX BJIMSHYE Ha Ballly penyTalluio, Bbl MOHSUIM, KaK BHIVISAUTE B I1a3ax Bamux LIA.

Tenepb Bbl 3HaeTE:

* CKONbKUX MOTEHIMAIbHBIX KJIMEHTOB MHTEPECyeT Ballla peryTarusl.

* Ha kakux miomiagkax yaiie BCero 0 Bac MUIIYT OT3bIBbL.

» KakoBo cnoxusineecs: MHeHHe L{A o padoTe Balieil KOMIIAHUU U O Balllel MPOIYKIUH.

* Kakoi 5MOLIMOHAIbHBINA OKPAC HECYT OT3bIBbI — ITOJIOKUTEIIbHBINA, OTPULIATEIbHBIN, HEUTPaJIb-
HbII — U1 1toyeMy. OT 3TOro 3aBUCUT CTpATErusl JAJbHEUIINX JAEUCTBUM.

» Kakue ocHOBHbIE TIPOOIEMbl KOMITAHUX/TIPOAYKTA BBIAEIISAIOT Bl KJIMEHTHI.

Crnenyromumii mar — MOJBECTU UTOT ayJuTa PeryTalluy: COCTaBUTh MPOrpaMMy JaTbHEUIINX
nevictBuil. Tak Bbl epereTe K MPaKTUYECKON YaCTH YIIPABJIEHUS PEIlyTaluei.

B 3aBUCMMOCTHM OT YacTOTHI MOSIBJIEHUs] YIIOMUHAHWIA Bbl OyJieTe 3HAaTh, C KAKOW MHTEHCHUBHO-
CTBIO HYKHO MTPOBOAUTH PETyJIsIPHBIA MOHUTOPUHT M KAKWE MHCTPYMEHTHI [IJ151 3TOrO MOHAJ00SITCA.

[To kaxmoMy BbIsIBJIEHHOMY (DaKTy HEraTuBa COCTaBbTE MEpPeYeHb Mep pearupoBaHusi. Bel
MOJKETE:

* CBSI3aThCA C ABTOPOM

* OTBETUTH HA HETATUB

* MOMBITATHCSA YIATUTH HETaTUB WJIM BBITECHUTD ero u3 tor-10

* IIPUHSATH pellieHre 00 U3MEeHEeHNH OU3HEC-TPOLIECCOB.

[Nocrapaiitech BBISIBUTH MOTEHIIMATbHBIE MCTOYHUKM HEraTWBa, KOTOPHIM CJEAyeT YAeNsiTh
MOBBIIIIEHHOE BHUMAaHKUE. DTO MOTYT ObITh CalThl WK (DOPYMBI, HA KOTOPBIX OOCYKJAIOT Balll Mpo-
IYKT, a MOXKET ObITh XeUTep, pery/sipHO MUILIYIIWIA HEraTUB O Balllei koMraHuu. [TocTaBbTe 3TH 1U10-
IIaJJKUA HA PEryJIspHbIii MOHUTOPUHT U B OydylleM MocTapaiTech MpeaebHO ONepaTuBHO pearnupo-
BaTh Ha NOSBJISIOIIMICSA TaM HETAaTUB.

10 Omcanme metomukn — https://www.ashmanov.com/education/articles/kak-mozhno-poteryat-1-000-000-rubley-ne-reagiruya-
na-otzyvy/
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He 3a0biBaiiTe mMpo pa3MeIIEHHbIN B CETH MO3UTUB O Bac. Omnpesesute «OCTPOBKHU JIOSTTbHO-
CTW», IJIe Bbl MOXKETE PACCUMTHIBATH HAa MOAJCPKKY ayAUTOpuU. B nanpHelieM nocrapaitech cie-
JIaTh aKLEHT Ha 9TOM Mo3uTuBe ¢ noMotbio SEO, CChIJIOK B COICETSIX M IPYTHX CIIOCOOOB MIPUBIIE-
YEeHUs] BHUMaHUS ayAUTOPHU.

B 3aBucuMocTH OT HarpaBjeHHs Baliero OuzHeca U OCOOEHHOCTEN TeMaTUKU CpOPMUPYHTE
CIUCOK TIIOMIAIOK IS pa3Mentienust uHgopmarmu. 1o MoryT 6eiTh CMU, Katanoru, nabivku wim
arperaTopsl.

CocraBbTe nepeveHb TeM U rpauk «moceBa» WH(popMaIK O Bac (KOHTEHT-TUIAH). YKaKuTe
B HEM:

* TE€3UCHI

* 1aThl MyOJIVKAIN

* IJIOIIA/IKH, HA KOTOPBIX OyIeT pa3Menarbcsi nHGOpMaIus.

OueHb BaxHO, YTOOBI BalllM Te3UChl OTBeuasnu 3ampocam Bammx LIA. IlpoBepsre, Bce nm
3arpocsl Baiux LA Bbl oTpasuiu B iepeuHe Te3ucos. [Inanupyiite paBHOMEpHOE pa3MelleHUe Te3U-
COB T10 Pa3HbIM IUIOMIAAKaM, YTOObI HE BO3HUKJIO TIEPEKOCca B TeMax.

CocraBbTe nepeuyeHb TEXHUUECKUX 111aroB, KOTOPbIE HYKHO ITPOBECTHU MEpe]] HaualIoM ITPaKTHU-
YEeCKHX MEpOIPUATHI MO YIPaBJISHUIO penmyTaipeil. B 3ToT nepedeHb HEOOXOIUMO BKITIOUHTH:

* (hopMupoOBaHUe TyJIa TIOMIAOK IS ITyOIUKAIIH

* PErucTpalyio O(PULMAIBHBIX U BCIOMOIaTeIbHBIX aKKAYHTOB Ha 3TUX IUIOLIAIKAX

* HaroJIHEHUE MyOJIMYHBIX poduiieit 6a30Boi nH(popMalue (onucanue, aBatapbl, KOHTaKT-
HbIE JIaHHBIE, CCBHLJIKM)

* MIeperoBOphl ¢ (hopyMaMu O B3SITUM TO7I KOHTPOJIb ONPEAEIEHHBIX BETOK OOCYKICHUHN WU
00 yJaJIeHU! OT3bIBOB M T. [I.

[Iporpamma yripaBieHHs! peryTanyei He uMeeT oOIIero madioHa U 3aBUCUT UCKITIOUUTEIBHO
OT Balley 1eM U CIOKUBIIEHCs cuTyaru. OJHUM KOMITAaHUSIM HY)XHO TOpadoTaTh C OT3bIBAMH,
ApYruM — HapacTUTh npucytcreue B CMU, TpeTbuM — BBITECHUTh HETaTUB M3 IMOUCKOBOM BBIAAYM.
OTH U Ipyrue BONPOCH! PAKTUKY YIPaBJIeHNUs pelyTalel Mbl pACCMOTPUM B JAJIbHEHNIIMX TJ1aBaXx.
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I'naBa 3. 3auem Hy:KeH MOHUTOPHHT,
KaK ero HaCTPOUTb M UCNO0Jb30BaTh?

® UT0 MO:KHO BBISICHUTH B pe3yJibTaTe MOHUTOpHHra?

¢ Kak npaBujIbHO HACTPOUTH MOHHUTOPHHI?

e Kak onTumMaiabHo mogo6parh GecriiaTHbIE H IUVIATHbIE HHCTPYMEHTHI /IJIsl aBTOMa-
TU3al[U¥ MOHUTOpHUHTra?

ByKBaJIbHO IO HEIaBHETO BpeMEHM HACTPOSHUSIMHU JIIofiel BO BcéM mupe yrpasisuin CMU.
Ceifuac Mbl BCTYITWIM B HOBYIO 3TOXY — HA CMEHY TPaUIIOHHBIM MeIHa TP OJIoTepbl U KOM-
MEHTATOPbl. MBI JIOJDKHBI BOCIIPUHUMATh KaX[IOTO TMOJIb30BATE sl MHTEPHETA W COIMAIbHBIX CeTei
KaK CpeJICTBO MaccOBOU MH(MOPMAITUK CO CBOSH YHUKAILHOW ayUTOPUEH — APY3bsIMH U TIOIITUCYH-
kamu. braronaps aymutopHoMy Becy KOH(IMKTHBIC CUTYAITUH WA 3HAYMMble KOMMEHTapHH HE OCTa-
10TCsl 0e3 BHUMaHUSI OOIIECTBEHHOCTH. [0510C JTI000r0 OOMKEHHOT0 MOXKET ObITh MTHOBEHHO pac-
THPAKUPOBAH OJIOTEpOM C MUJUIMOHOM TOANUCYMKOB — ISl TOTO €My JIOCTATOUYHO OTHOTO KJIMKA
«peHOCT».

B kpuTtHueckoii cutyaryu (WM MpU TPAMOTHOM OpraHU3alliy Iporiecca) nHGopManus pac-
MPOCTPaHSETCS] B MHTEPHETE B CUYMTAHHBIE Yachl, a TIOMYAC — WM MUHYTHL. [l OM3HEca MMEHHO
CKOPOCTh pacrpocTpaHeHusi HHpOpPMAIMK BCE Yallle YpeBaTa HeonpeIeaEHHOCTMU, KOTOpBIE Ipe-
BpaIlalOTCS] B PUCKU. A PUCKHM Pean3yloTCsl HACTOJIBKO OBICTPO, UTO Jake pajuKajbHbIe Mephl
HE MOMOTYT KOMIIaHHMSM OCTAHOBWTH TIOTEPU pENyTalvu, PUOBUIM, CBOCH JOJM PBIHKA, a TaKXKe
yTpaTy NOTPEeOUTETbCKUX MPEINIOUTEHUI U IPyruX (haKTOPOB YCIIENTHOro Ou3Heca.

YroObl UCKITIOYUTh HEOXUJIAHHOCTUA M 3a0JIarOBPEMEHHO OOHAPYKWTh 3aYaTKU KPH3HCHBIX
SIBJICHUH, y OM3HECa eCTh TOJBKO OJVH MYTh — IMOCTOSTHHBIA MOHMTOPUHT CTPAaTerMYecKd BaskHOM
vHpopMaIuH.

MOHHMTOPHHT — 3TO CHCTeMAaTHYeCKHil cO0op m 06padoTka mH(popMamum, KOTopas
MOXET OBbITh UCTIONb30BAHA IS

* MPUHSATUS YIPABJICHYECKUX PEIICHUIA WIN [Tt pa3pabOTKU CTpaTeruu Ou3Heca

* TIOJTyYeHUs1 OOPATHOM CBSI3U O TOM, KaK IeJIeBbIe ayIMTOPUH OIIEHUBAIOT TIPS PUHSATHIEC KOM-
TIaHUEN Iaru

* OIIEHKH TOTO, KaK OOIIECTBEHHOCTh BOCIIPUHUMAET pab0Ty KOMITAHUH.

Jl1s1 GM3Heca MOHUTOPHHT BBITIOJTHSIET OfIHY (MJTM HECKOJIBKO) M3 CIIETYIONINX 33/1a9:

* BoisiBIsIeT COCTOSTHME KPUTHUECKUX WU HAXOISIIUXCS B COCTOSIHUM U3MEHEHUs SIBJICHUI,
TpeOYIOIHMX PeakIu cO CTOPOHBI OM3Heca. [Ipexae Bcero, 3T0 MOHUTOPHHT YPOBHSI KJIMEHTCKOTO
CepBHCa, a TaKKe HaOJo/IeHNe 3a eCTBUSIMU BJIACTEH.

* BoicTpanBaer OTHOIIEHHS] OW3Heca ¢ OKpyXeHHEeM, OOecIieurBaeT MOyvYeHHe OOpaTHON
CBSI3U B OTHOIIIEHUM paHee MPEANPUHSATHIX OM3HECOM IaroB. Takum 00pa3oM KOMIIaHUS y3HAET, KakK
1ieJIeBbIe ayTUTOPHU OTHOCSATCS K €€ MHUIMATABAM.

* YcraHaB/IMBaeT COOTBETCTBUE MPABUJIaM U KOHTPAKTHBIM 00513aTe/IbCTBaM. 3a TO HarpaBJie-
HHE OTBEYAIOT: MOHUTOPHHT JISMCTBUH MOCTABIIMKOB, BHICKA3BIBAHUI COTPYIHUKOB KOMITAHHUH O HEH,
BbIsIBJIeHHE MH(OPMAIIMY O TIPOTUBOIPABHBIX JAECHCTBHUAX B OTHOIIEHUH KOMITAHUH.

B xone MOHUTOpPHHTA HCCIIeTYIOTCS:

* nyonmukanun CMMU, 6roroB, popyMoB 1 coricereit
* KOMMEHTApUU K HUM

* BUJICO- U ayIMOMAaTEpUaIIbI

* opuLMaIbHBIE JOKYMEHTHI M UX TPOEKTHI.
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MoHUTOpPUHT HampaBjieH Ha 3a0JaroBpeMeHHOe MpeaynpexacHue puckoB. OH HUCTONb3YeTCs
1Tl TOTO, YTOOBI KOMITAaHUSI KaK MOXHO paHbIlie Obl7Ta TOTOBA K M3MEHEHHSIM Ha PhIHKE U HE JIOIY-
CTUJIa HACTYIUICHUS KPU3UCA B CBOEM PAa3BUTHM.

B pesynabrare MOHUTOPUHIa MOKHO:

1. Y3HaTh 0 TOM, YTO NHUIIYT Balll KJIHEHTHI 0 pad0oTe KOMIAHIU

KimeHTs! HecripocTa MuIIyT HeraTuBHbIE KOMMEHTapHK O KOMITAaHUH Ha (hOpyMax, OT30BUKAX
U B COLICETsIX. 3HAYMT, YTO-TO TMOIUIO HE TaK W TJe-TO eCcTh cOOM B padote. UTOOB MOTEHINAIb-
HbIE TOKYyIaTeIu He yOeraiau oT Bac, 0OpaTuTe BHUMAaHUE Ha OT3bIBbI M MCIPaBbTe CUTYAIMIO. Tem
CaMBIM MOHHMTOPHUHT TO3BOJISIET BBISIBUTH Clla0ble MecTa B padOTe U CKOPPEKTUPOBATh OM3HEC-TIPO-
ueccsl. [IpaBuiIbHO HACTPOEHHBI MOHUTOPUHT NIOAYAC AAET HE MEHbIle MH(POPMALIMH, YEM JOPOro-
cTosiIiee MapKeTHHIOBOE MccliejoBaHrue. MOHUTOPUHT OOIIEOCTYITHBIX COOOIIEHHH O A TeTbHOCTU
KOMITAaHUH M €€ PYKOBOACTBA CITYXKUT JJIS1 IPEyNPekICHUSI BHEITHUX U BHYTPEHHUX peryTalioH-
HBIX YTPO3 ¥ CBOEBPEMEHHOI'0 pearnpoBaHus Ha HUX.

Takske ¢ TOMOIIBI0O MOHUTOPUHTA KOMITAHUSI MOXET BBISIBUTD:

* nH(pOpPMaLIMIO 00 aYIUTOPUM TOBAPA WU YCIYTU

* MHEHUE ayTUTOPHU O PaboTe KOMITaHUU

* HE/IOCTaTKU CEPBUCHOTO OOCTYKUBAHUS

* MTOTBITKY KOHKYPEHTOB OUEPHUTH BaC B I71a3aX KJIMEHTOB.

2. PazBenarb nHgopManiio 0 KOHKypeHTax

UroObl HE MOTEepsTh, & YBEJIMUUTh CBOIO JIOTMIO HAa PHIHKE, KOMIAHUS JOJKHA OBITH TOTOBA
K TeM Ilaram, KOTOpble MPeANpUMYT KOHKYPEHTHl. Bbl ¢ KOHKYPEHTOM JeuTe OfHY HMIIY pbIHKA
Y OJIHUX U TeX e KJIMeHTOB. Ecin y Hero mosiBUTCSt HOBast yCiyra, He OTCTaBaiTe U TOXE paclIdpsiiTe
CBOI OM3HEC. A ecii KOHKYpPEHT MOTepIies MPpoBaJl, ero MpuMep JacT BaM BO3MOXKHOCTh M30eXkKaThb
TaKMX ke OmMOOK. Baia 3amaua — MaKCUMaJIbHO OTIEPATUBHO OTCIIEIUTh 3TH OIIHOKH.

3. YuecTh HHTEpeCHI PbIHKA U OBbITH B TPEeH/e

N3 conpanbHbIX Mera MOKHO Y3HaTh TPEHAbI CE30HA U MOcIeiHMe HoBOoCcTU. Ecii He ciiequthb
3a HIMH, TO €CTh BEPOSITHOCTh CTaTh MOCJIEHIUM B TOHKE 3 KJIMEHTaMHU.

Jlio6oMy M3MEHEHHIO MOTYT MPE/IIIECTBOBATh pa3Hble CUTHAIIBI. OCTaETCs yIOBUTH UX U UHTEP-
MpeTUpoBaTh. [IJ1s1 3TOro Hy’KHO OTYETIIMBO MPECTABIATh, KaK OYAyT BHIIJIIIETh ST CUTHAJIBI U T1E
OHH MOTYT IIPOSIBUTBCS.

Hanpumep, n1d xoMIiaHuid, KOTOpblE MPOU3BOIAT BbICOKOTEXHOJIOIMYHbIE
IIPOLYKThl, B)KHO HE MPOIYCTUTh MOSBICHUS MHHOBALMK B CBOeW orpaciu. s
9TOr0 KOMIIaHUS JI0JDKHA, HAllpUMeEp, OTCIIEXKMBATh MH(OPMALIMIO O PETUCTPALUU
HOBBIX MATEHTOB. 3a4acTyl0 3TU CBEIEHUS SBJSIOTCA OTKPBITBIMM, UYTO IIOMOIAET
6e3 0coOO0ro Tpy/a y3HaTh O HepCHEeKTHBaX KOHKYPEHTa 3a/J0JIr0 JI0 TOro, KaK HOBBI
MIPOLYKT PEAJIbHO BHIAAET HA PHIHOK.

CBOEBpeMEHHO MOy4YeHHass MH(pOpMAIKs O CyAeOHBIX [eJlax B OTHOLIEHHU KOHKYPEHTOB,
MOCTAaBILUKOB, KJIIOUEBbIX KJIMEHTOB MOKET ObITh UCIOJIb30BAHA JIIS:

* [IpeJOTBpalleHus MOJOOHBIX UCKOB K Ballleil KOMITaHUU

* ONEPATUBHOIO COKPAILEHUsI AEOUTOPCKOM 3a/10TKEHHOCTH

* 320J1aroBpeMEHHOr0 (pOPMUPOBAHUS MyOJMYHON MO3UIIMM KOMIITAHUM B OTHOIIEHUU KOH-
(priukra

* BbISICHEHUs1 apOUTPAXHOI MPAKTUKY I10 ONPEAEIEHHOMY POy JIell.
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MoHUTOpUHT MH(pOPMALIUK SBJISETCS OMHOM M3 0A30BBIX COCTABJISIONIMX YIPABICHUS peIty-
Talyel B uHTepHeTe. bornee Toro, 6e3 TIIaTeJbHOr0 MOHMTOPHHIA YIPaBJieHHe pelnyTanuei
HEBO3MOKHO.

Jlo Havazma MepBHIX MPAKTUYECKUX IIAroB MO YIPABICHUIO peryTalyell HeoOXOOMMO TpH
MOMOIIY UHCTPYMEHTOB MOHUTOPHHTA MPOBECTH MOJTHOLIEHHOE UCCIIEJOBAHUE TEKYILETO COCTOSIHUS
penyraiuu. 1o ero pesysnbratam OyaeT CTpOUThCS AalbHEWIast permyTaliOHHAs CTPaTerusl.
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Kak HacTpOuTHL MOHMTOPUHT?

Aran 1. Onpegenure npeaMeT M 1[eJJd MOHUTOPUHTA

Jns Havanma moiimute, MHGOPMAIIUID O KaKUX OOBEKTaX, COOBITUSX WM JIOASX BBl XOTUTE
OTCJICKUBATh, a TaKXke C(hOPMYITUPYITe, 3aU4eM BaM 3TO HyXHO. OT 3TOro OyJer 3aBUCeTh BCS J1ajTb-
HeWInas HaCTPOUKa Balllell CHCTeMbl MOHUTOPUHTA, HAYMHASI C TIOMCKOBBIX 3aITPOCOB U 3aKaHYMBAS
HaOOPOM MTPUMEHSIEMBIX MHCTPYMEHTOB M ITYJIOM UCTOYHUKOB, TIOJIJIEKAIMX MOHUTOPHHTY.

O0BbeKThl MOHUTOPHHTA

Yare Bcero a1 OM3Heca akTyajieH MOHUTOPUHT CIISAYIOIIMX HATIPABICHWIA:

* JlesiTeIbHOCTh KOMITAHMH.

* ToBaps! WM yCITyTH KOMITAHUH.

* Jluia, peacTaBIIsIoNe KOMIIAHUIO.

* JlelicTBUSI OCHOBHBIX MTPOKOB PHIHKA, KOHKYPEHTOB U BJIACTEH B OTHOIIICHUW KOMITAHUH.

* 3HauuMmBble IS paObOThl KOMITAHUH U3MEHEHHUsI B OTPACTIH:

— CJIMSTHUSA Y TIOTJIOIIEHU ST

— 3asIBJICHHSI TOCYJAPCTBEHHBIX OPraHOB
— W3MEHEHUs1 3aKOHOJATENIbCTBA

— cyneOHasi MpaKkTUKa

— OTCTaBKM ¥ HA3HAYEHUS U JIp.

* AKTyaJbHbIe TPEH/Ibl U BHEIIIHUE BBI3OBbI, TPEOYIOIIUE PearnpoBaHusl CO CTOPOHBI KOMITAHUH
(HanpuMmep, cUJIaMu MPeCcC-CITyKObI, IOPUANIECKOTO OT/eNa WU CTy:KObl 6€30MacHOCTH).

» Hactpoenust notpeduTesiel o OTHOIIEHUIO K AesITeTbHOCTU MOAPa3AeIeHUH 1 TOJKHOCTHBIX
JIVILT KOMITaHUM.

B 3aBucHMOCTH OT LIe/M M 0OBEKTA CYIIECTBYIOT CSAYIOIIMEe BU/Ibl MOHUTOPUHTA:

1. MounTopuHT HH(POPMATHMOHHOTO OJISI OpeHa

Or1oT (opmMaT MOHUTOPUHTA MPEACTAaBIsET COOOM OTCIeKMBAHUE YIOMUHAHUN OpeHna
Ha CHelUaTM3UPOBAaHHBIX caliTax, (popymax, OoTpacieBbiX IUIOMIAAKAX U B KPYIMHBIX COOOIIECTBAX.
B pesynbrare uccienyercs ooiiee KOMMYecTBO YIIOMUHAHUM, a TaKKe 107151 TIOJIOKUTENTbHBIX U OTPH-
LATeNIbHBIX YIOMUHAHUI.

Takoil MOHUTOPUHT BOCTIPUSITUSI OpeH[Ia 11eIeBBIMU ayIUTOPUSIMU [TO3BOJISIET:

* Y3HAaTh COCTOSIHME OOIIIECTBEHHOTO MHEHHSI O KOHKPETHOM MPOEKTe, MPOAYKTe Wi OpeH/Ie;

* BBISIBUTH IJIOMIAAKU B MHTEPHETE, rae OpeH HauOosee yoMUHAeM;

* BBIYKC/IUTH CTOPOHHUKOB OpeH/1a /17151 MX MOCTIEAYIOIIEro MpUBIEYEHNs B KAUECTBE IKCIIEPTOB
WJIA IPOTUBHUKOB MPH MOATOTOBKE MPEBEHTUBHBIX OTBETOB HAa OCTPbIe MYOIMUHBIE BOIPOCHL.

W3 3TOro0 TMmnma MOHUTOPUHTA BBHITEKAIOT €€ Ba BU/A:

* MOHMTOPHMHI HMH/I2KA TON-MEeHE)KMEHTa — OTC/IeXKUBAET BIMSHUE SKCIIEPTOB Ha ay/Iu-
TOPHUIO, UX aBTOPUTET.

* MOHMTOPHHI OTPACJU — U3y4aeT TPEHIbl OTPACH U YIIOMUHAHUE OpeH/Ia B €€ paMKax.

Onu nogurHeHbl H(GOPMAIIMOHHOMY TIOJTIO, TIOSTOMY MbI HE BBIIIENISIEM UX OT/IENBHO.

2. MOHUTOPHUHT KOHKYPEHTOB

[TpencrapnseT codoii OTCIeKUBAHUE YIIOMUHAHUN O KOHKYPEHTAX U UX JIEATeIbHOCTH B UHTEP-
HeTe: MOHUTOPUHI KOPIOPATUBHBIX OJIOTOB, COLMANIBHBIX ceTel (BKJIoYasi MPogHid COTPYIHUKOB).

OcHoBHas 11eJ1b TAKOTO MOHUTOPUHI'A — BBISIBIEHHE CIA0ObIX CTOPOH KOHKYPEHTOB: OT MOUCKA
MHCalIepCcKoi nHMOpMAIK 10 OOHAPYKEHUsI HETaTUBHBIX KOMMEHTApPHEB B UX aJipec.

3. MOHUTOPHHT KJINEHTCKOT0 CepBHCa

MakcruMabHO MMPOKO U3YYaeT OHJIAH-B3aUMOJIEHCTBIE C KJIMEHTOM:

* MOHUTOPHUHT MOTPEOHOCTEN KJIMEHTOB
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* cOOp OT3BIBOB O KaYeCTBE MPOAYKIMHU U CEpBUCA

* OJIArONApHOCTH 32 OT3BIBBI M BOITPOCH

* CBOEBPEMEHHOE pearupoBaHue Ha MpoOJieMbl KJIMEHTOB

* BHe/IpeHue HOBBIX digital-cepBrCOB, ypoIIaomyx o0meHne ¢ KIUEHTOM.

INockonbKy coBpeMeHHbIN OM3HEC B KOHKYPEHTHBIX OTPACHISIX CTPEMHTCS CTaTh MAKCUMAIIBHO
KJIMEHTOOPUEHTUPOBAaHHBIM, MOHUTOPUHI KJIMEHTCKOTO CEpBUCA TAET MHOXKECTBO IMPEUMYILECTB
B OTHOIIIEHUSIX C KOHKPETHBIMH JIIOIbMH, KOTOPbIE COOMPAIOTCS BOCIIONB30BATHCS YCIYTOW MU YKe
TOJIb3YIOTCS €10:

* [Tomoraet KOMIaHUK BOBPEMsI pELIUTh IPOOJIEMBI KJIMEHTOB. DTO MOBBIINIAET ABTOPUTET KOM-
MIAaHWUU U NTO3BOJISIET € HAJIaJUTh JI0JITOCPOYHBIE U JOBEPUTESIbHBIE OTHOILIEHUS C KJIMEHTOM.

* JIaéT BO3MOXHOCTb KOMITAHMHU TIOCTPOUTH COOCTBEHHOE WH(OPMAIIMOHHOE TIOJIe BOKPYT
CBOMX KJIMEHTOB, HE JJaBasi KOHKYpEHTaM MeCTa B CETEBOM IIPOCTPAHCTBE KJIMEHTA.

* [To3BOMNsIET HANPABUTH HETAaTUBHYIO MH(OPMAIIHIO OT KJIMEHTA BHYTPh KOMITAHUH, a HE B Iy0-
JIMYHOE TIPOCTPAHCTBO.

* JIaét curaasbl 0 HEOOXOAMMOCTH KOPPEKTUPOBKY OU3HEC-TIPOIIECCOB, CBA3AHHBIX C KJIMEHT-
CKUM CEpPBHCOM.

4. MOHUTOPHUHT AHTHKPU3HMCHBIX KOMMYHUKAIM

[TpumensieTcs 11 MPOAKTUBHOIO BBISIBJIIEHUS] TOTEHIMAIBHBIX yYIPO3, KPUTHUECKUX OLEHOK,
HOBAaTOPCTBA KOHKYPEHTOB U JIJI CBOEBPEMEHHON KOPPEKTUPOBKM MUMM/KA WM NMpoAyKuuu. s
3TOro HEOOXOAMMO OOHAPYKUTh CAalThl C KPUTUYECKM HACTPOESHHBIMHU K Ballleld KOMIIAHUU TIOCETH-
TEJISIMH, a TAKKe CJIEAUTh 32 MH(OPMAITMOHHBIMU BCILJIECKAMM KaK HEraTWBHOW, TaK W MO3UTHUBHOU
SMOLIMOHAJIBHOM OKPACKH.

AHTUKPHU3UCHBIA MOHHTOPUHT TaKKe HEOOXOIMM TpH BeAeHUM WH(POPMAIMOHHBIX BOWH
B MHTEPHETE /JIs1 OTCJIEKUBAHUSI aKTUBHOCTU OIIIOHEHTOB Ha IJIOIIAAKaX, I1Ie BEAyTCsS 3TU MEpo-
MIPUSATHS.

5. MoHUTOPHUHT IpH pa3padoTKe NPOAYKTA

STOT MApKETUHIOBbIA MOHUTOPUHI MCHOJNb3YETCs MPU TUIAHUPOBAHUU CTPATETMU M TaKTUKHU
pa3BuTHs OpeHa/ToBapa/ycayr U 3aKTI0UaeTCsl B U3yYSHUH:

* KOMMEHTApHEB B aJIpec TEKYILEH MPOAYKLIUU

* HOBBIX MTOTPEOHOCTEH 1 3aIPOCOB ayAUTOPUH

* 00paTHOM CBSI3M 1O UTOTaM OeTa-TeCTUPOBAHUI

* UHTEPECHBIX peIlIeHUI B TPOLYKTaX KOHKYPEHTOB.

Croa Takke OTHOCHTCSI MOHUTOPHHI TIOJIb30BAaTEILCKUX 3aMeYaHuil 00 OIMMOKax Ha Balllem
caiTe WK B IPUJIOKEHUU.

Takoli MOHUTOPHHT TMO3BOJISIET KOMITAHUU y3HATh O HOBBIX CIIOCOOAX MPUMEHEHUs U PacIpo-
CTpPaHEHUsI CYIIECTBYIOIIMX MTPOLYKTOB, a TAK)KE OTKPBITH /7151 ce0s1 yHUKAJIbHBIE KauecTBa MPOAYKTa
C TOUKH 3peHHUs MOTpeduTeNeH.

6. MonuTopuHr 3(p(eKTHBHOCTH PeKJIaMbl H MAPKeTHHIa

BrisiBiisier:

* OTHOIIEHHE ayAUTOPUH K PEKJIAMHOW KaMITaHUU ¥ K OpeH/y B LIeJIOM

* OXBAaT PaCIpPOCTpaHEeHUsI PeKJIaMHBIX cooOIIeHu, yHukaapHbix URL u xemreron

* peaKLMIO ayIUTOPUM HA PEKJIaMHbIe aKTUBHOCTH KOMIIAaHUU

* OTKJIMK MHTEPHET-COOOIIECTBA HA TIPOBOKALIMM BUPYCHBIM KOHTEHTOM.

OcHoBHas 11e/Tb TAKOTO MOHUTOPHUHTA — MOUCK TUIOIIA/IOK, OIXOASIIINX KOHKPETHOMY OpeH 1y
111 BBICTPAaUBaHUs KOMMYHUKAIUNA C ayIUTOPUEN.

7. MonuTopusr nonckoBoi ontumusanuu (SEQ)

3akJsmoJaercsi B moadope HEOOXOAMMBIX KJTIOUEBBIX CJIOB, KOTOPBIE MCTIONMb3YIOTCS KOIMpaiiTe-
pamMu MpH HAITUCAHUM TEKCTOB JIJIsl CaliTa KOMITAHUU U TIPU Pa3padOTKe WHTEPHET-PEKIIaMBbl.
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C nomotpio SEO-MOHUTOPUHIa MOKHO BBISICHUTH HOBBIE KJIIOUEBBIE CIIOBA B OTPACIM U MX
3 PeKTUBHOCTb, OOHAPYKUTHh HOBBIE TIOIIAIKH /7S TPOIBIIKEHUS OpeH A, TPUBJIEUb HOBYIO ayIu-
TOPUIO, M, YTO HEMAJIOBAXKHO, CO3/1aTh UMUK OOBEKTA IMPOIBIKEHHUS.

8. Monutopunr nyoaukanuin CMHU

JTaét BO3MOKHOCTb KOHTPOJIMPOBATH CIEAYIOIIEE:

* IntencuBHOCTh PR-0CBemeHus — KOIM4eCcTBO MarepyuasioB O KOMIIAHWU WM 110 JPyroi
MHTEPECYIOILEN TEMaTHKe.

* Kanasabl pacnpocrpanenus nHgopmanun — nepeyeHb CMU, B KOoTOpbIX OcBelaercs
AeATeTbHOCTh KOMIIAHUY WJI BaXKHBIE [JIsI HEE COOBITHS.

* TemaTnuyeckasi HanPaBJeHHOCTb — TEPEUeHb OCHOBHBIX TEM M COOBITHH, B KOHTEKCTE
KOTOPBIX YIIOMUHAETCS] KOMITAaHU S, €€ MEHEIKMEHT WU MPOAYKLMSI.

3HAauYMMOCTh ITOTO TUIA MOHUTOPUHIA 3aBUCUT OT YaCTOThl YIOMUHAHUI KomnaHuu B CMU.

Ecnn koMnanus He 04eHs IOIYJIApHA B CPEJIe KYPHAIMCTOB U HE pacroaraet cepbe3HbiM PR-
OI01’KETOM, MOHUTOPHHT TIOMOJKET € BBISIBUTD JIOSTTHBIX Ky pHaIUCTOB 1 CMU. OHM ¢ HanOosbIien
BEPOSITHOCTBIO MOIJIM OBl HAMKCATh O KOMITAHWH, TPUYEM COBEPILIEHHO OECILIaTHO.

9. MOHMTOPHUHT IOMCKOBO BbIJAYH

CamocCTOATEIbHBIII MOHUTOPUHT MO3BOJIUT HAWUTH YIIOMUHAHU S, KOTOPBIE NIOAJIU B [TIOUCKOBYIO
BbIJAYY.

B nouckoBukax MOXHO OTCJAEJUTH YIIOMUHAHUS — 3a IMOCJIEAHUN MECSL, HEelIelio U Aaxe
3a 24 yaca. O4eHb yI0OHO OTCIIC)KUBATh TIOTEHITUAIBHO OMACHBIN HETaThB.

10. MoHUTOPHHT H3MEHEeHU Ha calTax

[Nopoit 6usHecy TpedyeTcsi BOBpeMsl Y3HAaTh O TOM, UTO Ha OIPEAEIEHHOM CaiiTe MOSIBUIACH
HOBas1 MH(popMaIyst. ITO MOKET ObITh HOBBIN MPANC-TTUCT KOHKYPEHTA, OOBSIBICHUE O BAKHOM TEH-
Jepe, packpbiTe MH(pOPMAIMU 1JIsI UHBECTOPOB U T. 1. B Takux cilyyasix MmoMoraeT MOHUTOPUHT
M3MEHEHUH Ha caiTax.

B niporiecce ynpapiieHus penyTauuen JaHHbIM BU MOHUTOPUHIA UCTIOb3YETCS B OTHOILIEHUN
CalTOB, OIPEJEIEHHBIX B KAUECTBE IMOTEHIIUATbHBIX UICTOYHUKOB PENYTALMOHHBIX YIPO3.

K 1M otHOCATCA:

* (hopymblI 1 O110TH, TIe 0OCYKAAIOTCS TOTEHIIMAIBHO HETaTUBHBIE [1s1 KOMIITAHUY CBEJICHUS;

* [UIOUIAJIKH, TJIe BeIyTcsl MH(POPMALIMOHHBIE BOIHBI, B KOTOPbIX Y4aCTBYET KOMITAHHUS;

* KAPTOYKM KOMITAaHUY Ha F€0CEepBHUCaX U OT30BUKAX.

NmenHo Ha 3THX MJIOIMIAAKaX KOMIIAHMSAM HYKHO MaKCHMaJbHO ONEPATMBHO pearupoBaThb
Ha HEraTUBHBIE BbICKA3bIBAHUS KJIMEHTOB.

[NepeuncienHple BUABI MOHUTOPHHIA TIOMOTAOT OBICTPO MPOAHATM3UPOBATH PEIMyTAIUIO
OpeHpa, MpUBJIeYb HOBYIO ayAUTOPUIO U MOCTPOUTH I(P(PEKTUBHBIC IJIaHBI TOBEJCHUSI KOMITaHUU
Ha pBIHKE.

Iran 2. CobepuTte nepeyeHb MOUCKOBBIX 3alIPOCOB

Korga BbI ornpenenutech ¢ TeM, Kakas WHGOpMaIys Bac UHTepecyeT (OpeHa, TOBaphbl WM
YCIIYTY, KOMIIAaHUSI B KauecTBe paboTopaTessi, pyKOBOAUTEIb KOMIIAHUM U T. 11.), COCTaBbTe CIMCOK
KJIIOUEBBIX TTOMCKOBBIX 3aIIPOCOB, 10 KOTOPbIM 3TY MH(OPMALIMIO MOKHO HAalTU B UHTEPHETE.

VY HeOonbImux OpeHJOB CIHUCOK COCTOUT U3 5—10 3arpocoB, y KpyIHOTO U MHOTOITPO(UIIb-
HOTo OM3HECa OH MOKET UCUUCISITHCS IECATKAMU MOMCKOBBIX 3aIIPOCOB.

B niepBy1o ouepe/ib B CIMCOK JOJIKHBI [TONACTh: HA3BaHWE KOMITAaHUH, ToBapa wim ycayru, PO
pykoBonuTess. JIIoquM MOryT UCKaTh Bac MO-pa3sHOMY, IOITOMY HE OrpaHUYMBaiTeCh 1—2 MOKUCKO-
BBIMH (ppa3amMu — IMyCTh Balll MepevYeHb MOMCKOBBIX 3aIPOCOB OyJeT MaKCUMAaJIbHO PACHIMPEHHBIM.
[TpoBepbTe Tak Ha3bIBAEMBIE «PEITyTAIIMOHHbBIE» 3aITPOCHI:

* «Ha36aHUE MOBAPA + OM3blEbl»

* «HA36AHUE KOMNAHUU + padoma + oms3viebl»
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* «HA36aHUE KOMNAHUU + OM3bl6bl COMPYOHUKOB .

YUroOBl COCTAaBUTh CIHMCOK KJIIOYEBHIX CJIOB, IO KOTOPHIM IMOJIH30BATEIM UITYT MH(OPMAITUIO
0 KOMITaHUH, HY)KHO TIOCMOTPETh CEPBUCHI JIJTs IIOMCKA YIIOMUHAHUI KOMITAHUU U OPEHIOBBIX 3aIpo-
COB:

* [louckoBbie nojacka3ku B fAuaekc n Google

Haunwute 3a0MBaTh BaIlim 3ampockl B IOMCKOBYIO CTPOKY U IIOCMOTPHTE, KaKKUe BApUAHThI OKOH-
YaHUS MTPEJIOKUT TTOUCKOBUK.

* CucremMbl BeO-aHAJUTHKY Bamero caiita (anekc. Merpuku, Google. Analytics)

Ecnmu y Bac ecTh caiiT 1 Ha HEM YCTaHOBJICHBI KOJbI AHAJIMTUKY, BBl MOKETE Y3HATh, 110 KAKUM
MOVCKOBBIM 3aITpocaM TOJIb30BaTE A IPUXOAWIN K BaM Ha CaiT.

* CepBuc noaoopa ciaoB Augexc. Wordstat nmn SERM-momyib ot Seopult

[MoouepénHo BOENTE BAIK 3aITPOCHl B TIOUCKOBYIO CTPOKY M HAXKMUTE KHOMKY «[lomoOpath».
Tak BBI y3HaeTe, YTO UCKAJIH MOJIb30BaTen SIHIeKca BMecTe ¢ BalmMMHu 3arpocamu. HoBbie pe3yiib-
TaThl TAK)Ke BHECHUTE B BAIll CITUCOK.

G gle T AT MR TNTLHE SOt Py e U0 SRR GO CROBOM =CTYIHA e — 370
CTVANE K MPEFTOR et Eiens ORI B MECRL
CTYRME oo ApEFTOR CTenam Datewa 13 e Mt 8 i fm
VRN K WPEFTOR R SR M
VAN R mPRFTER meEloRa M egon
CTYOHE Kol ADRFTON D) T3

CTYRNE K MpEyTCR
LTS Kl DI TON b

Touckosvie noockasku é Google, Anoexce u Andexc. Wordstat

Ha ocHOBe 3THX JaHHBIX JOTOJHUTE Balll CIIMCOK TMOIMYJISIPHBIX OpeHI0BHIX 3ampocoB. Korma
3aKOHYHTE, MMOKAXKUTE CIIFICOK KOJIJIeraM WJTM OJIM3KMM U BHECUTE WX JOMOHeHHs. VIcTomnb3ys cBe-
KU B3JISI] CO CTOPOHBI, BBl TOYHO HUYETO HE YITYCTUTE U3 BULY.

Takoil nmepeyeHb 3alpOCOB MOCIYKUT BaM HE TOJIBKO B HACTPOMKE MOHUTOPUHIA, HO U MpU
MOVCKOBOU ONTUMU3AIMK TEKCTOB O KOMITaHUM (TIPECC-PEN30B, OMUCAHUM, TTOJIOKUTEIbHBIX OT3bI-
BOB KJIMEHTOB U JIp.) Ha aBTOPUTETHBIX pecypcax.

Iran 3. OnpeaejnTe HCTOYHNKH MOJIYYeHUs1 HH(oOpManun

OcHoBHbIE BU/Ibl ICTOYHUKOB MH(OPMAIIMU B UHTEPHETE:

* CMU (neyatHble uznanus, TB, paauo, UHTEpHET-U3/1aHUS)

* TeMaTUYECKUE CalThI

* Oyioru

* (pbopymbl

* COIMAaJIbHBIE CETH

* BUJIEO-MacCUB

* KAPTUHKHU

* pe3yJIbTaThl TOMCKOBOW BbIIAYU

* MH/IMBU/IyaJIbHbIE OOpaIieHNs, KOMMEHTapHH, OT3bIBbI

* apxubl CMU

* HEJOCTYIHBIE Il MHIEKCAIMKM CHelMalIn3UpPOBaHHbIE MCTOYHUKY (TIOANUCHbIE W3JaHUs,
6a3bl TAaHHBIX APOUTPAKHOU IPAKTUKH, TIPOEKTH HOPMATUBHBIX aKTOB, CEPBUCHI HA BEOMCTBEHHBIX
caittax, deepweb).

[epeyeHs 100K, MOAJIEKAITMX MOHUTOPUHTY, B KQKAOM ClIyyae 3aBUCHUT OT IieJield MOHU-
TOPUHTA!
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Uens moHHUTOpHUHIA MCTOMHHMKHW MOHMTOPMHIA

YaHaTb, 4TO rOBOPAT O Bac MAKM O KOHKypeHTe CMMW, couceTtH, dopymbl

HMay4uTb KavecTeo SEOQ-onTHMMIALMKM PeaynbTaTel NOMCKOBOW BbI4aYM

CnegMTe 3a HOBOCTAMM B OTPAcAH CMM, TeMaTHYBCKHE CaWThl, HOPMATHEHBIE
Bazbl, 3kcnepTHele hopymel

KomnnekcHo ynpasnaTe cBOSH penyTayven Bcé BoilwenepeYncneHHoe

Pacnipenenure nojasexaniye MOHUTOPUHTY UCTOUHUKY MO KateropusM. B kaxaoil kareropuu
OTMETbTe HanboJsiee 3HAYMMBbIE PECYPChI IS UX 00S13aTeIbBHOIO MOHUTOPHHIA. DTO MOT'YT OBITh CIIe-
LMAJIM3UPOBaHHbIE (DOPYMBI WJIM OTJEJIbHBIE BETKH, 3aKPbITHIE JICHTHl HOBOCTEH, CTPaHULbI KJIIoue-
BBIX OTPACJIEBBIX IKCIIEPTOB B COLICETSX U T. 1.

Jns monutoprara CMU coctaBbTe MeauakapTy. B Hell onuimTe MakCUMabHO BO3MOKHOE
KoMuecTBO nHTepecyoimux Bac CMU ((penepanbHbIX, pErMOHAIBHBIX, OTPACIEBbIX). YKAXKUTE aBTO-
puretHocTh 3TMX CMMU, creneHb HoBepHsi PECOHAEHTOB, OXBAT ayAUTOPUM, apPUIMPOBAHHOCTD
C Pa3IMYHBIMH CTPYKTypamHu u jip. [Jo6aBbTe B MeAMakapTy KOHTAaKTHI KypHAIUCTOB, U 'y Bac OyaeT
TOTOB MHCTPYMEHT He TOJILKO JUIsi MOHUTOPHHTA, HO U 1is1 oOmenus co CMMU, a Takxke 11 aHTH-
KPU3UCHOTO pearupoBaHUsl.

Itan 4. HacTpoiiTe HHCTPYMEHTHI CBO€BPEMEHHOI0 MOJIy4YeHNs1 HH(popMaun

MOHUTOPUHT TIPOBOIAT AJISL TOrO, YTOOBI ONEPATHBHO BBHISIBUTH 3HAUMMBbIE IS KOMITAHUH
BHEIIIHHE U3MEHEHUs U aJIeKBaTHO OTPearupoBarh Ha HUX. [109TOMy OHOI M3 KITIOUEBBIX XapaKTe-
PUCTUK MOHUTOPHHIA SIBJISIETCS] CBOEBPEMEHHOCTD MOTy4eHHs] UH(OpMAaLIUH.

* [Ipy BO3HMKHOBEHMH MyOJIMYHOrO KOH(MIMKTA OT OpeHsia TpedyeTcs MpaKTUIeCK He3aMe/l-
JIUTEJIbHAS peaKLvsl.

e JIy1s mosyyeHust OTpacieBbIX HOBOCTEH, KaK MPaBUJIO, JOCTATOUYHO €XEeJHEBHOIO MOHHTO-
pUHTra.

* BO/MBIIMHCTBO COBPEMEHHBIX MHTEPHET-NOJIB30BATENEH XOTAT IMONYyYUTh OTBET Ha CBOM
BOIPOC KaK MOXHO ckopee. Eciii Bbl 3aMHTEpecOBaHbl ONEPATUBHO PearupoBaTh Ha KJIMEHTCKUE
oOpallieHus1, TO BaM CJIe/lyeT IPOBOIUTH MOHUTOPUHT B PEKUME PEabHOrO BPEMEHHU.

[MTosTomy npu HacTpoiiKe MHCTPYMEHTOB MOHUTOPUHIA 00SI3aTEIbHO OINpesieNuTe U 3a(pUKCH-
pyiiTe JOIMyCTUMOE JUTS Balllero OU3Heca «BpeMsl OTKJIMKa» Ha Pa3HbIe CUTYallUH.

B 3aBucumocTH ot 3T0TO MOOGEPUTE HEOOXOIMMBIE MHCTPYMEHTHI.

MOHUTOPUHT MOXET BHIMONHATHCS BPYYHYIO WJIM aBTOMAaTUYECKU — C IOMOILIBIO CEPBUCOB.
Cy1iecTByeT MHOXECTBO MHCTPYMEHTOB, C IIOMOLIbI0 KOTOPBIX MOKHO OpPraHM30BaTh MOHUTOPHHI:
or npocrenmx RSS u fAnpekc. biorn no onnaiin ¢okyc-rpynn, CRM-cucrtem u crienpanbHbIX
CEpBUCOB [IJIs1 MOHUTOPUHIA B COLIMAJILHBIX ceTsAX. I mocTpoeHus cucteMsl MoHuTOpuHra CMU,
MHTEPHET-TIJIOMA/IOK, COLIMAJIBHBIX CETEel U IPYTMX UCTOYHMKOB (B 3aBUCHMOCTH OT CTOSILIMX 3a/a4,
CPOKOB U PECYpCOB) MOTYT UCIIOJIb30BAThCS:

1. CucreMbl aBTOMAaTH4Y€CKOr0 IOTOKOBOI0 MOHUTOPHHTIA

Onu 00padaTHIBAIOT THICSYM COOOIIEHUI B IeHb HA MHTEPECYIONIYIO Bac TeMy. DTH CHCTEMBI
MOHUTOPHHIA CO3/1aHbl 15 (peiepalibHbIX M PErMOHAIbHBIX OPraHOB BJIACTH, JJIS1 TPAHCHAIIMOHAIIb-
HBIX KOMIIAHUH 1 OpeHIoB (eepaibHOro macmrada ¢ pa3BeTBIEHHBIMHA (DHIMAIBHBIMUA CETSIMH.
OO0 3THX KOMITAHUSAX €KEMECAYHO MOSIBIISIOTCS THICAYM YHOMUHAHUN. CUCTEMbI TOTOKOBOTO MOHM-
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TOPUHTa CIIOCOOHBI COOMPaTh U 0OpadaThBaTh WH(GOPMAIHIO, ABTOMATUYECKHU ONPEesATh SMOLH-
OHAJTLHYI0O OKPACKy COOOIIEHU, BBIIEIATh BO3HUKAIOIIME TPEHIbI M0 MHTEPECYIOIUM OObEKTaM
u iepcoHam. OHM MOTYT caMO00YyYaThCsl, MISHTU(UIMPOBATH B IIOTOKE IAHHBIX ONPEEICHHbIE TEMBbI
Y TIOMOTaTh ONEPATUBHO pearupoBaTh Ha HUX.

Horyctum, BbI omyunii cBoaky u3 5000 cooOrmeHuid, 1 cucteMa 1o o0ydJaroiieid BHOopKe,
KOTOPYIO BBl JAJIUTE €M, CaMa OIpe/IeIsieT, K KaKOM TeMe OTHECTH Te WM MHbIe yrioMuHaHus1. Hanpu-
Mep, B OOIIIEM MOTOKE MOKET ObITh BbIAEJIeHa IpyIa COOOIEHUI 0 Ka4ecTBe CepBrca, U Ha HUX
clIelyeT pearupoBarh B TeueHue 2 4acoB. CooOIIeHus MeHee CPOYHOTO XapaKTepa MomnajaioT B Ipy-
I'yI0 KaTeropuio U MOryT ObITh 0Opa®oTaHbl B TeueHHe Tpex nHel. [Ipu Takom 00bEME BXOASIIEH
MH(pOPMAIMHX TIOTPEIIHOCTD OMpeIeSIeHUs] SMOLMOHATIBHON OKPAcKu cooOIIeHnii B 2—3% He sBIIs-
eTCsl KpUTUYHOM U TO3BOJISIET BIIOJTHE a[JIEKBATHO OLIEHMBATh cuTyario. [IpumepamMu Takux cuctem
ABys0TC «MHIMIEHT MeHeKMeHT» oT «Meauanorun», «[Ipusma», «JlaBuna Ilyiabe» wim pas-
padotka I'apBapackoro ynusepcutera — Crimson Hexagon (HoBoe Ha3zBanme — Brandwatch). Jlns
MAJIOTO M Cpe/IHero OM3Heca TaKMe CHCTEMbI He TIOAXOIAT HU M0 CTOMMOCTH, HU 10 MacIiTady 3a1ad.

2. IToaryaBTOMaTn4yecKne cHCTeMbl MOHNTOPHHTA

UroObl HauaTh padOTy B TMOMOOHOM CEpBHUCE, NOCTAaTOYHO 3aperuCTPUpPOBATHCS W yKa3aTb
CHCTEMe KJIIOUEBBIE CJIOBA, TI0 KOTOPLIM Oy/IeT MTH MOUCK YIOMHHAHUH. B KauecTBe KITIOUEBBIX CIIOB
IJIs1 TIOMCKA HYKHO yKa3aTh OpeH/IoBble 3arpochl. [Ipumepamu Takux cuctem siBiistiotcst «Meauna-
norusi», «CKAH-UuTepdakc», Youscan, Brand Analytics, IQBuzz, «Kpubpym», «IIpeccluaexkc»
1 MHOrHe ipyrie. CUCTeMBl He OTJIMYAIOTCS IPYT OT ApYra MO MPUHIUITY «JTyYIle WA XYKe», KakK-
Jas crielMaJIu3upyeTcs Ha pellieHny CBOMX 3aad. Tak, coricetu aydine MoHuTopuT 1Qbuzz, 6moru —
Brand Analytics.

VY 31HX crcTeM Oojiee MPOCThIe ArOPUTMbI 00paOOTKK MH(POPMAIIMH, YeM B CHUCTEMax IMOTO-
KOBOTO MOHUTOPHHTA, HO U Y HUX €CTb:

* UHTYUTUBHO MOHATHBIE HOBUYKY MOMCKOBBIE AOIOHbI

* BOBMOXXHOCTb CPABHUBATH 33]]aBaeMble METPUKH (HAIIPUMEp, YIIOMUHAEMOCTh KOHKYPUPYIO-
X OpPEeH/IOB)

* AaBTOMATUYECKOE OIPe/iesIeHrE SMOLIMOHATIBHON OKPACKH TEKCTa (HEraTUB/TIO3UTHUB) TT0 OTHO-
IEHUIO K 0OBEKTY MOHUTOPHHTA.

OcBoWTH CHCTEMBI MOHUTOPUHTA MOXHO OYeHb JIerko. Kaxaas u3 Hux cHaGxeHa mporpamMmmoit
oOyueHust. AJrOpruT™M pabOTHI Be3Jie MPUMEPHO OIMHAKOBBIN:

* Vkaxute 00s13aTesbHbIe KII0UYEBbIe CIIOBA, KOTOPHIE JAOJKHBI BCTPEUYaThCs B YIIOMUHAHUY.

* Eciu Hy)XHO, BHECHUTE CTOI-CJIOBA, KOTOPBIX HE TOJKHO OBITh B Pe3y/IbTaTaX MOHUTOPHHIA.
Ecnm Ha3BaHue Baitiero OpeHa uin mpoayKTa He YHUKAIbHO, OyJbTe TOTOBBI IEPBbIe HECKOIBKO AHEH
WY 1aXKe HeZIeNb BBIYMINATD BbIIAUy OT HEPEJIEBAHTHBIX CJIOB U TIATEIbHO HACTPAUBaTh CTOI-CJIOBA.

Hanpumep, npoussonurento mkonbHou (opmbl Skylake mpunércsa ouenb
J0JITO HACTpauBaTh CTOI-CJIOBA /111 MOHUTOPHHIA YIIOMUHAHUI CBOEH MPOAYKLIUU
U3-32 KOHKYpPEHLIMM C OJHOMMEHHBIM KOMIBIOTEPHBIM IpoueccopoM oT Intel.
[Monb30Barenu 4acto OOCYXHAIOT 3TU IPOLECCOPbl Ha CHELHUATN3UPOBAHHBIX
(opymax u B colcersix, HO3TOMY PO CTOM-CIOB OyAeT UCUUCIATHCA JeCATKAMU
CMHOHHMOB CJI0Ba «IIPOLIECCOP», «KOMIBIOTEP» U MPOY.

* BriGepurte nepros, 3a KOTOpbIiA HY’KHO cOOpaTh YIIOMUHAHUSI.

* [TogosxuTe, Moka cucremMa cooepeT Bce YIOMMHAHUS MO 33/IaHHBIM XapaKTEPUCTHKAM.

* Jlanbine cuctema OyaeT padoTaTh B PETYJISIPHOM PEXUME.

AJrOpUTMBI CCTEM MOHUTOPHMHIA MTPUCBAUBAIOT BCEM YIOMHHAHUSAM Ty WM UHYIO SMOLIMO-
HaJIbHYIO OKPAacKy (TOHaJILHOCTD). [Tosib30BaTe b MOKET BPYUHYIO CKOPPEKTUPOBATh STOT MapaMeTp.
BbIOOpKY yNOMMHAHUI MOXKHO COPTUPOBATH MO PAa3HBIM KPUTEPUSM: HalIpUMEp, MO aBTOPaM HJIH
no miomaakam. Ha ocHoBe coOpaHHO# nH(popmanuu cuctemMa (hopMHUpYeT OTUYETHI C HAIJISAAHBIMU
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ararpaMMmamMu 1 rpadpukaMu. VX MOKHO 9KCIIOPTHPOBATH B 000 ynooHbIi popmar (Word, Excel,
JPEG, PDF). CroumocTb MoJlyaBTOMaTUYE€CKUX CUCTEM MOHUTOPUHTA CUUTAETCS MPUEMIIEMOM /st
KOMITaHU# CpeIHero OusHeca.

CTOUT OTMETHTh, YTO STU CUCTEMBI 324aCTYI0 OpPAaHUYEHBI [0 0XBATy UCTOYHUKOB. OCOOEHHO
CJIOKHO UM JaioTcsi MecTHble nedyatHble CMU B ManeHbkux ropopax, a takxke CMMU agpupHoro
Bemmanus — pagro u TB. DT UCTOUHMKH, KaK MpPaBUIO, He (PUKCUPYIOTCSI B MHTEPHETE, TIOTOMY
1T IX MOHUTOPHUHTA TpeOyeTcsl MHOTO BPEMEHHBIX, KaJPOBBIX U MaTepUaibHBIX pecypcoB. Mmeiite
B BUj1y, uTo 100% yrnoMuHaHUI OTC/IEIMTh HEBO3MOXKHO. OOparaiTech K aIMUHUCTPATOpaM Balen
CHUCTEMbl MOHUTOPHHIA, YTOOBI OHH MOAKJIIOYATIA K CUCTEMe OOHAapy:KeHHbIE BAMU CAWThI, TJIe YaCTO
NUIIYT Ha BaKHbIE Ui Bac TeMbl. POPYMBI IJI0OXO MOMAAIOTCS aBTOMATHYECKOMY MOHHUTOPHHIY,
MO3TOMY 32 HUIMU HEOOXOIMMO 00s13aTesIbHO CIIEAUTh BPYUHYI0. MOXeTe MONPOCUTh TEXTIOIEPKKY
no6aButh RSS-1eHTy HyKHBIX BaM (hOPYMOB B CITUCOK UCTOYHUKOB JJIsI MOHUTOPHHTA.

Kak ormeueHo Bbilnie, B OOJBIIMHCTBE YKA3aHHBIX PECYPCOB €CTh (DYHKIIUSI aBTOMATUYECKOTO
OIpe/ieNieHr st TOHAJIbHOCTU OT3bIBOB. OJJHaKO OHA He Bceraa padboraet KoppekTHo. Hampumep, KoH-
HOTaIMIo (ppasbl «Hy, BOOOIIE MOJIO/IbI, KOHEUHO!» MalnHa He onpenenut. Kpome Toro, aBroma-
TUYECKHE CUCTEMBI HE CUMTHIBAIOT NIPUJIOKEHHBIE poTorpacuu 1 gpyrue Meauadaiisl, TO €CTb OHU
HE CMOTYT OINpeJenTh, N300paXEH Ha CHUMKE KaueCTBEHHBI TOBAP WJIM KJIMEHT JEMOHCTPUPYET
Opak POLYKIIUH.

faypa

Diauia

Hezamuenvie om3vievl nHa 5 36¢30

[ToaToMy cambIM MOIYJISIPHBIM CLIOCOOOM MOHUTOPHHI'2 CYMTACTCSI KOMOMHUPOBAHHBIN. YacThb
MH(pOPMAIMK CHCTEMa COOMPAeT aBTOMATHYECKH, 3aTeM BECh MACCHB YIIOMUHAHUI ITPOCMATPHBAET
JKMBOW YEJIOBEK U MIPOBEPSIET, TTPABWIIbHBIE JIU BHIBOJBI C/IE/Iajia MAIIMHA.

3. Pyunble (KOMIOWJISIUOHHbIE) CHCTEMbI MOHUTOPHUHTA

Bei60p cuctemM aBTOMaT4eCcKOro MOHUTOPUHTA BEJIMK, HO HET CUCTEMBI, KOTOpast peruia Obl
BCe 3aJ]auu OJHOBpeMeHHO. [1oaTomy HanOomee 3(pheKTUBHBIN BapUaHT — 9TO COBMeleHne (hyHK-
IIMOHAJIa HECKOJIBKMX CUCTEM B OIHY «PYy4HYI0» crcTteMy. OHa MpeacTaBiisieT CoO0i coueTaHue pas-
HBIX MOHUTOPHHTOBBIX PEIICHWIA:

3.1. CamocTosITEJLHBINA IPOCMOTP MacCUBOB HH(OpManu.

3.2. MOHUTOPHUHT MOMCKOBOI BbIJIa4ll HHTEPHET-NONMCKOBUKOB.
Bl caMocTOATENTEHO HITIETE BCe HOBbIE YIIOMUHAHUS O OpeHJIe B CETH.

JI7151 TOHKOM HACTPOMKM UCTIOJIb3YWTE SI3BIKM MTOUCKOBBIX 3aIIPOCOB:
* https://yandex.ru/support/search/query-language/qlanguage.html
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* https://support.google.com/websearch/answer/2466433

Bor kak 310 fenaercs:

* BBeauTe B MOMCKOBYIO CTPOKY 3ampoc («Ha3BaHHE KOMITAaHUM» WM «Ha3BaHUE KOMITAHUU +
OT3bIBbD», «OPEH/IOBBIN 3aMPOC + OT3bIBbI». Hampumep, «mMatpac ACKOHA OT3BIBBI»).

* Bribepute nHTEpecyoiee Bac KoaumuecTBo nosuimii B Tore (10, 20, 30).

* Bpyuny1o nocmorpure crpanuusl B Google u AAnnexc. He mpocto npoururte ocHOBHOE coaep-
’KaHHMe HAIMCAHHOTO, HO U MPOCMOTPUTE KOMMeHTapuu. Yalie BCero MMEHHO TaM CKpPbIBAeTCsl Hera-
THB, KOTOPBII OY€Hb JIETKO YITyCTUTb.

* Bce HaliieHHbIE HEraTUBHbIE YIIOMUHAHUA 3apukcupyiite B (popme Tadbnuipl. B Heil oTMeThTe
BCe COOpaHHbIE JIaHHBIE, CKOJIBKO Ha KAKOW IUIOIIAJKE IMOJOXKHUTEIbHBIX, OTPULIATEbHBIX U HEH-
TPAJIbHBIX OT3BIBOB. BRIUMCIIMTE MPOLIEHT NOJIOKUTEIBHBIX ¥ OTPULIATEIbHBIX OT3BIBOB U ONPEeIUTe
00110 TOHAJILHOCTD Kax 0¥ Tutoiaaku. Kpome toro, B onmcanue BeO-pecypca 100aBbTe HOMEp ero
MO3UIMU B TTOMCKOBOH BblJaye (C yKa3aHUEM IMOUCKOBUKA M IMOMCKOBOI'O 3arpoca). DTO HYKHO s
TOr0, YTOOBI CO BpEMEHEM MOXKHO ObLIO OTCIIEKMBATh M3MEHEHHE TIO3UIIMI TUIOIIA/I0K B pe3yJbTare
padotst SERM.

* MonuropsTe u3mMeHeHus nporpammon WebSite-Watcher.

3.3. MOHUTOPHHI COMAJLHBIX CeTeN:

Cosem: ecau 6 xo0e MOHUMOpUHea coucemeﬂ 6bl 06Hapy.)fCI/L/lLt, ymo o eauteri
KomMnaHuu nuwynt nos3umue, He ocmasasiime KOMMeHmapuﬁ 0e3 6HUMAHUSL.
HanpuMep, HAa XOpOI/MMﬂ OMm3bl8 MOXMCeme NOCMAGUNb AAUK UAU HANUCAMDb.
«Cnacubo 3a eaut om3vié».

Monutopunr BKonrakre

Ha rmaBHOW cTpaHuIle BBeJUTE CBOH 3allpoc B MOKMCKOBYIO CTPOKY, OH JIOJDKEH OBbITh OpeH-
JIOBBIM, YTOOBI pe3y/IbTaThl MOKMCKa ObUIM MaKCHMAJIBHO pejieBaHTHBHIMHU. Hampuwmep, «marpachl
AckoHa». [1py 3TOM He Bee 3anucy OyIyT COOTBETCTBOBATD 3AIIPOCY.

Mounutopunr Twitter

Berpoennstit mouck mo Twitter paboTaeT KOPPEKTHO, C €ro MOMOIIBI0 MOXKHO OOHAPYKHUTh
rociieJHue 00CyXAeHUS 1 KOMMEHTap1y NoJIb30BaTeNieil. BBequTe B MOMCKOBYIO CTPOKY 3aIpoc.

Pe3ynbraThl MOXXHO OTCOPTHPOBATH IO MOMYJISIPHOCTH U Jate myonukanuy. C MoMoIIpio pac-
IIMPEHHOT'O TIOMCKA BBl MOXKETE COCTABUTH OOJIee JeTaTM3MPOBAaHHBII 3apoc, KOTOPBI OylIeT cooT-
BETCTBOBATh BCEM BAaIIIUM TPEOOBAHUSM.

Monutopunr Facebook u Instagram

B 3THX corcersax HET aBTOMaTU4eCcKOro Moucka. Ecim Bbl XOTUTE HalTH 4TO-TO KPOME UMEHU
MOJIb30BaTeNsA, TO MPHUIETCs OYeHb nocraparbes. Hanpumep, B Instagram aist momcka padoraior
Tonbko xamrterd. B Facebook BooO1e ciioxHo Bectn norck. OfHaKO HEKOTOPhIe aBTOMATU3MPOBaH-
HbIE CEPBHCHl MOHUTOPUHI'A YIIOMUHAHUI pa3padoTaiy CrieluaIbHble CKPUIITHI, KOTOPBIE TIO3BOJISTIOT
BBIABUTH MH(opMalmio Jaxe B Facebook u BeikauaTh e€ orTyaa.

3.4. lloanucka:

* Ha 3aKpsIThie JIeHThl CMU

* Ha PacChUIKM KOHKYPEHTOB U MX OJIOTH

* Ha BETKM OOCYK/IEHUI Ha TeMaTHYeCKuX (hopyMax

* Ha 3HAYMMBIE aKKAYHTbI B COLICETSAX

* Ha CIIelMAJIM3UPOBaHHbIE cepBUCH (Harp., Google Alerts).

MHor1e OTKpbITbIE PECYPChl MOKHO MOHUTOPUTD C MIOMOLBIO MOANMCKY Ha HUX B RSS-arpe-
raropax.

[Tpn HEoOxoaMMOCTH CTOMT O(OPMUTH TUIATHYIO TIOIMCKY HAa 0CO00 3HAYMMBIE OTPACIIEBbIE
CMMU, naxopsiuecs: B 3aKpbITOM JIOCTYyIIE (Hanpumep, Ha oTpacieBble JeHThl «HTepdakca» nim
oupxeBble HOBocTH Reuters). OOpaleHne K IaTHBIM pecypcaM Takke LeJecooOpasHo B TeX CIly-
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Yasix, Koraa OecrulaTHble UCTOYHUKM HE JIAI0T OJHO3HAYHBIX OTBETOB HA TMOCTABJIEHHBIE BOIPOCHI
MO0 KOTAa HyXHbIe JOKYMEHTHI OTCYTCTBYIOT B OECIIAaTHOM JOCTyIe (Hampumep, JOCTYI K TeK-
CTaM JKypHaJia, KOTOPBIA pacrpoCTpaHsETCsl UCKJIIOYUTENBHO MO 3aKphITON nommnucke). K 3akpbi-
THIM TUIATHBIM PECYpcaM MOKHO OTHECTH TaK’ke JIOCTYIIbI K JIeKTPOHHbIM Oubimotekam Public.Ru,
LexisNexis, «Menuanorusi», «MHTErpyM», cailT [J1TaBHOrO Me)kperuoHa bHOTO IEeHTpa 00padOTKU
M pacnpocTpaHeHHs craTucTudeckoi mHpopmarmu Poccrara, 6a3bl qanneix u3 EI'PIOJI, ETPUILT
U apyrux uctouHukoB 1o opuanyeckuM juiam (CITAPK, «Kommepcants Kaproreka», Kontyp.
®okyc, Dun & Bradstreet u MmHOTUE ApyrUe).

3.5. KactomHas apToMaTu3anusi MOHUTOPHHIA OT/E/IbHBIX CAWTOB, (DOPYMOB, KOMMEHTA-
pHeB TIO/T KJIIOUYEBBIMH ITyOJTMKAITUSIMH.

B Hacrosiiee Bpemsi pa3paOOTaH LIeNbIi psifl peIlIeHU, HANPaBIEHHBIX HA TO, YTOOBI OBLIO
BO3MOXHO CBOEBPEMEHHO M TOYHO OTCJECUTh U3MEHEHMs] Ha CTPaHMIE: OT MOYTOBOW MOANMCKH
Ha OOHOBJIEHHSI ONIPE/IENIEHHBIX BETOK (POPYMOB 1 MOANMMCOK Ha RSS-moToKM 10 MOIIHBIX ITpOrpamMm-
HBIX KOMIUIEKCOB — CTOPOKeBbIX poOoToB. Takue podoTsl (WebSite-Watcher, Avalanche, Copernic
Tracker, Check&Get, InfoMinder u 1p.), 03HAKOMUBIIIMCH CO CTPAHUIIEH, COXPAHSIOT e€ 00pa3 B 6aze
naHHbIX. [Ipy TOBTOPHOM 00X0/€, KOTOPBIH 3aITyCKaeTCcsl BPYUHYIO MM aBTOMATUYECKH IO PacIiu-
CaHMIO, pOOOTHI CPABHUBAIOT AKTYaJIbHOE COCTOSIHUE CTPAHMIIBI C €€ paHee COXpPAaHEHHBIM 00pa3oM.
J1s1 ynoOcTBa Mob30BaTesiel mporpaMMa OTMeJaeT cle/laHHbIe I3MEHEeHHs M (PUKCUpYeT yaaJleHue
1 100aBJIeHre KYCKOB MH(OpMAIIUH.

3.6. MOHUTOPHHT JJUTEJbHbIX H3MEHEHNH O/JHOT0 cailTa

3ajava M0 MOHUTOPUHTY JJMTEbHBIX M3MEHEHMI BO3HMKAET MPH HEOOXOIUMOCTH PeTpo-
CIIEKTUBHOM OICHKHM COOBITHIA, HOBBIX TEHACHIMI Pa3BUTHS, & TaKKe KOIJa HY)XHO BBISIBUTH OCO-
OEHHOCTH TIOBEJIeHUsI OTJEIbHBIX YYaCTHUKOB pblHKA. Hampuwmep, eciu TpeOyercsi HATH cBefe-
HUS, OIMyOJMKOBaHHBIE HA CaliTe HECKOJIBKO JIET Ha3ajl, OCOOEHHO, KOTr/Jja CallT HECKOJIBKO pa3 MEHSLT
CTPYKTYpy W Ou3aiiH. IJisi TAKOro MOHUTOPUHTA MPUMEHSIETCS TaK Ha3blBaeMbId «ApXHUB WHTEP-
Heta» (archive.org), COXpaHSIOLIMI apXUBHbIE KOITMM MUJJIMOHOB CATOB C ONpPENEIEHHON PeryJisip-
HocThi0. ObpalieHre K «ApXUBY MHTEpHETa» TakKe TO3BOJISIEeT B ClIyyae HeOOXOAUMOCTH cOOpaTh
JOKa3aTebeTBa Mo ¢hakTaM MH(POPMALIMOHHOM BOWHBI, KOT/Ia HAlaAaBliasi CTOpPOHA yalnuja paHee
OIyOJTMKOBAHHbBIC CBE/ICHHMS.

3.7. UcnoJsib30BaHue paHee YIOMSIHYThIX BHEIIHUX aBTOMATHYECKHX H MOJIyaBTOMA-
THYECKHX CHCTeM MOHUTOPHHrA.

Py4HOl (KOMOMHUPOBAHHBIN) MOHUTOPUHT — CaMbIid HAJJEKHBII METOJ, MOHUTOPHHIA C TOUYKH
3peHus KauecTBa 00padoTKM MH(OPMAIMH, BAPUATUBHOCTH UCTOUHUKOB, THOKOCTH HACTPONKH TIO]T
nocrasyieHHble 3a7auu. OH 12T BO3MOKHOCTh MPOBECTU JOCTOBEPHBIN U TOUHBIN aHAIU3, HO OTHU-
MaeT MHOTO CWJI, U Ha Hero He Bceraa octaércs Bpems. [109ToMy Takoil MOHUTOPHHI MOTYT ceOe
TMIO3BOJIUTH TOJIBKO B CPEAHUX M KPYITHBIX KOMIAHUX, CTATKUBAIOIIUXCS ¢ OOJBIIMM TTOTOKOM YTIO-
MUHAHUI U JPyroy BXOAsIEd MH(OpMaLK, KOTOPYIO HYKHO OTCJEKMBAaThb. DTU KOMIIAHUH, KaK
MIPABUJIO, HE UCTIBITHIBAIOT CEPbE3HBIX OrPAaHUYCHUN (DMHAHCOBBIX U KaJJPOBBIX PECYpPCOB U B COCTO-
SITHUW HaHSTh OTAEIbHOTO YeJIOBEKa JJIsl HACTPONKY U TIOCTOSIHHOTO BEJIeHNsI MOHUTOPHHTA.

Marnomy 6u3Hecy peKOMeHIyeTcst XOTsI Obl OIMH pa3 Ha CTapTe yIpaBJieHUs CBOSH pernyTarueit
MPOBECTH PyYHON MOHUTOPHHT U CAENATh aylIUT CBOEH perryTallum:

* BBISIBUTH Bce Tuiomaaku u CMU, ynomuHaiomuye KoMIaHuio

* OIIEHUTh TOHAIBHOCTh YIIOMUHAHUI Ha TUIOMIAAKAX

* 00paboTaTh HAMJCHHBIC OT3BIBHI 1 KOMMEHTAPUH

* HACTPOUTDH OMNEPATHBHOE OTCIICKMBAHNE U3MEHEHUI HA 3HAUYMMBIX TUIOMIAAKAX C TIOMOIIBIO
ABTOMATU3MPOBAHHBIX CEPBUCOB.
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OueHka pe3yJbTaTOB MOHUTOPHHIA

Bapuanr 1. Bbl nckaiu, HO HU4ero He HaILJIH.

TOMYy eCTb JiBa OOBSICHEHHS:

* Bbl IUI0XO MOHUTOPWIIH.

* O Balleil KOMIAaHUK JEWCTBUTEILHO HUYETO He MUINYT (Takoe ObIBaeT, HO He YacTo).

Yem rpo3ur? Korga noTeHIMaTbHBIA KJIMEHT OyleT MCKaTh WH(MOPMAIMI0 O KOMIIAHUU
Y HUYETrO He HAWJET, Y Hero MosIBATCS COMHEHUs B HAJIEKHOCTH Balllel opraHu3aiiuu. BeposTHOCTb
TOTO, YTO MOKYIAaTesIb HE 3aKaXET y BaC YCIyTH U TOBAPbl, OUE€Hb BHICOKA.

Yro neJsiath, ecjan 0 BaC He TOBOPST?

ChopmupyiiTe MONOKUATETbHBIA 00pa3 KOMIIAHUW: MHUIIUMPYWATE BBIXOA MyOIMKAIMA Ha CTO-
POHHHUX pecypcax, MOMPOCUTE BaIlIMX KJIUEHTOB OCTABUTH OT3bIBHI B MHTEPHETE, 3a/lyMAlTECh HAJI
co3JaHueM HHTepecHoro nuHgonosoaa B CMU.

Cospnasaiite no3utuBHbe PR-cTaThil: pacckaspiBaiiTe 0 OpeHjie, ero JOCTHKEHUSIX U TIPEeuMYy-
IIECTBAX.

Paboraiite ¢ HeratuBom. Ecii oy Bammumu PR-cTathsiMu KTO-TO pa3MecTrl HeraTuB, 3TO M03-
BOJISIET BaM IMOKa3aTh CBOIO KJIMEHTOOPHUEHTHUPOBAHHOCTH U OPUITUATIBHO OTpab0TaTh KOHCTPYKTHB-
HbIE HETaTUBHbBIC 3aMeUYaHUS.

[Toompsiite no3utus. Ecnu nosp3oBaTem OCTaBUIM MO3UTUBHBIE KOMMEHTAPUU TO]] Balllel
CTaThEN, 00s13aTeIbHO MyOIMYHO modarogapute ux. Ecim oyeHs XxoueTcs — ceaTe WHANBUIYaTb-
HBIT TTOJAPOK Yepe3 JIMYHbIE COOOIIEHHMS.

dopmupyiite coodiecTBo aaBokaroB 6penaa. [Ipoie Becero 3To caenars B couceTsix. B cooo-
IIeCTBE, YIeHBl KOTOPOT'O TOTOBBI K TIO3UTHBHON KOMMYHUKAITUH ¢ OpPEH/IOM, BHI MOKETe IOOOIIAThCS
C KJIMEHTaMH U OOCYIWTh C HUMH CBOM MPOAYKT, a TaKke B OYepPEeTHON pa3 MPOJEMOHCTPUPOBATh
CBOIO KJIUEHTOOPUEHTUPOBAHHOCTb.

BapuanT 2. O Bac nuuiyT, HO Jy4ine Obl TOro He JeJaJu.

BbI 0OHapy®kuim 0 cede OYeHb MHOTO CTaTel ¥ OT3bIBOB HETAaTUBHOI'O XapaKTepa, O CYIIEeCTBO-
BAaHWU KOTOPBIX HAXKE HE NOTraJblBaJIMCbh, 4 MO3UTUBHLIX HUJIA XOTHA 6I)I HCﬁTpaHLHbIX YHOMI/IHaHI/II;'I
MPAKTUYCCKU HET. HpeIICTaBbTC, CKOJIBKO BalllX MOTECHUHAJIBHBIX KJIMCHTOB MPOYUTAJIA 3TOT HETa-
TiB! BoBpemst 0OHapyXuB 1 OTpabOTaB TAKOW HEraTWB, Bbl CMOXETEe MUHUMU3UPOBATH €r0 BIMSHUE
Ha Ball Ou3Hec.

Yem Fp03I/IT? Heratus orrajkuBaeT IIOTEHIIUAJIbHBIX KIIMEHTOB. Tlocie MMPOYTEHHUA OT3bIBOB
0 BallleM HeKaueCTBEHHOM TOBAPE WJIU IJIOXOM CEPBHUCE JTIOIM TEPSIIOT JKeJIaHUE YTO-TMO0 3aKa3bIBATh
y Bac.

Yro genarh, ecJu Bbl 00HAPYKUJIN HEraTuB o cede?

He BOCHpI/IHHMaﬁTe HEratTmuB B HITBIKU. I[ame N3 OTpULATEJ/IbHBIX OT3bIBOB MOXHO H3BJICYb
BoIrony. K nprmMepy, ¢ MX NOMOIIBIO Bbl y3HAETE CJIa0ble CTOPOHBI Balllero OM3Heca, KOTOpble MEIalT
eMy pa3BUBATHCSI.
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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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