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ISBN 978-5-9693-0187-0 © Bapnoy /1., 2008
© Omumr-busnec, 2008



H. Bapmoy, K. Mémnep. «Kano6a — 310 nopapok. Kak coxpaHuTh JIOSUTBHOCTh KJIMEHTOB B CJIOKHBIX CUTYaITUSIX»

Coaep:xanue

006 aBTOpax

Ot aBTOpOB

BerynurensHoe €10BO

Baenenne

Yacrs [

I'nasa 1

[MorpoGyeM HEMHOTO U3MEHUTH CIICHAPUT
Uro Takoe xanobda’?

Kownen o3HakomuTeIbHOTO (pparmMeHra.

11
12
13
23
24
24
26
27



I. Bapnoy, K. Mémnep. «Kanoba — 310 nogapok. Kak coxpaHUTh JIOSAJIBHOCTb KJIMEHTOB B CJIOKHBIX CHUTYalHsIX»

Hxxkaneaua bapaoy, Kinayc Méaaep
Kanoo6a — 310 nogapok. Kak coxpanurthb

JOAJBHOCTDb KJIMCHTOB B CJO7KHbIX CUTYAIIUAX

© 2008 by Janelle Barlow and Claus Mgller

First published by Berrett-Koehler Publishers, Inc., San Francisco, CA, USA
All rights reserved.

© 3A0 «Omnumi-bushec», nepeBoj Ha pyc. s13., odopmiienue, 2012

k% %k

Om3wi8bl 0 KHUZ2e

Bapnoy u Mémiep moka3plBaloT HaM, MOYeMY HEJIOBOJBHBIN MOTpeOUTENb
MOKET OKa3aTbCsl CaMbIM LIEHHBIM aKTUBOM KOMIaHUM. OHM Takxke JAeTaJbHO
Pa3bACHSIOT, KaK BEpHYTh MOTPeOUTEIs1, 3aBOEBATh HOBBIE I0JIM PHIHKA U MOTYYUTh
TMOJIOJKUTENIbHBIE OT3BIBBI O CBOel pabote. Ecnu ycriex B On3Hece BakeH Jisl Bac, Bbl
JOJIKHBI IPOYECTh 3Ty KHUTY !

Pon Kaygpman, asmop xnue u ocnosamenawv UP Your Service! College

J11s1 TeX mpenpuHUMATeNIeld, KOTOpbIE TPATST Bee OOJIbIIe ¥ OOJIbIIIe CPE/ICTB
Ha U3y4YeHue OXUIaHWN MOTpeOuTesNiell, KHUTa CTaHEeT IJIOTKOM CBEXEro BO3IyXa.
Eit momorio 661 MeTKoe Ha3zBaHue «Kak mpeBpaTuTh 31paBblii CMBICIT B IPUOBLUIb> .
Iloa Kaapx, oupexmop omoena padomul ¢ kauenmamu Country Energy, Aecmpanus

B kHure «Kamoba — 3T0 MOmapoK» H3JIOKEHBI MPEKpacHbIe apryMeHTHI,
OOBSCHSIONINE, KAaK Tpeiarath MPeBOCXOMHBIA CEpBHUC M padoTaTh C KaJoOamMH,
COBEpILCHCTBYs B3aUMOOTHOINCHUSI C TIOTPEOUTENSIMA U B KOHEUHOM CyUeTe
JOOKMBAsICh POCTA IOXOIA U MOBBIIICHKS YI0BIETBOPEHHOCTH.

Tom Peii, zenepanvriviii oupexmop British Telecom

B Hame Bpems Bce kaxercsd TakuM cioxkHbIM. OnHako bapnoy m Mémep
KOCHYJIUCh HEJIETKON TeMbl U C/IeNIaIi ee TIOHATHOW He TOJBKO ISl Mupa Ou3Heca,
HO U JUIsl TWYHOU ku3HU. Tenepb 51 yxke He Oyly BOCHPUHHMATH KaloOy Kak
WHCTPYMEHT JeCTPYKIIUH.

Pacc Boaxmarn, dokmop nayk, uzoamens u peoakmop «Integral Leadership Review»

B Toproene ToBapamH TMOBCEIHEBHOTO CIIPOCa KAayecTBO CepBHca TOCTe
CKOPOCTH OOCITY)XMUBaHUsI — 3TO Bce. ABTOpbl KHUTH «Kayoba — 310 momapok»
JeTaIbHO U3yYaloT YCJIOBU s, HeoOXoauMble 111 3 PEKTUBHON paObOTHI C KamodaMu
Ha MOCTOSIHHOM OCHOBE.

Jlubapn3, npeaudenm Family Fare Convenience Stores

DTa KHWATra MpeaaraeT BOOMYIIEBISIONIUI pelenT U3MEeHEHUs] OTHOIICHUS
00CITyKUBAIOIIETO MEPCOHANA, TPAKTUIECKHE COBETHI M PEKOMEHIAINU JJIs1 PA0OTHI
¢ kayiobamu 1 (POPMUPOBAHKST HOBOTO 00pa3a MeHeIKepa.

Pux bpanoon, coasmop xknuzu «Survival of the Savvy» («Bvlorcuearue uckyueHHbix»)
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ABTOpBl KHUTM pacCMaTpuBalOT padOTy € kanodaMu Kak HCKYCCTBO.
Hacrosimas npoBepka [yisi BbLIaoIerocsi OpeHja — 3T0 yMeHHe UCIIONb30BaTh BCe
BO3MOXHOCTHU JIJII CO3/IaHUSI B3aMMOOTHOINIEHWI ¢ HOBbIMU ToTpedutensmu. C
MOMOIIIBIO TIIATENILHO MOAOOPAHHOTO COYETAHUS aHAJIN3a, AEIOBOM KPeaTUBHOCTU
U SIPKUX TPUMEPOB 3T CTPAaHUIBI YOEAST Bac, 4TO Kajoda JAEHCTBUTETHHO
OKa3bIBaeTCsl MOJApKOM !

Maiix Hneauw, euye-npe3udenm noopazoeneHusi KOHmaKm-yeHmposa ons KAUeHnos
Starwood Hotels & Resorts Worldwide, Inc.

Konuenuus, n3noxeHHas B 3TOM KHuUre, craja B komnanuu Royal Plaza on
Scotts (Cunramyp) 06pa3oM MBIILIICHHUS, KOTOPbIN MbI TIPHHSUTA, YTOOBI JIOTIOTHUTh
oOelanue Haiero OpeHaa. Mbl BHYIIWIN €€ BaKHOCTh BCEM CBOUM PaOOTHUKAM:
Terepb OHU yd4arcsl ObITh WUCKPEHHE OJIaroJapHBIMH 3a JIIOObIe OT3bIBBI HAIIUX
rocref, KakuMy Obl OHA HU OBUIH.

Iampuk I'apcua @Puam, 2enepanvhwiii oupexkmop Royal Plaza on Scotts (Cunzanyp)

Drta KHWATA TIOMaJaeT TOYHO B 1eib. OHa oOparmaercs K pyHIaMeHTaTbHBIM
(pakTOpam, ABWKYIIMM Hallly OTpacib. ABTOpPbl TPOBOAAT 4YHTATeNIs uepes
npolecc pa3OMpaTesbcTBA HETaTUBHOTO OIbITA YEJOBEKAa M IPEBpAlICHUs ero
B «IIOXM3HEHHOTO» KJIMEHTa pectopaHa. Ha3BaHume KHUIM Kak Hesb3s JIydile
OTpa’kaeT ee CyTb.

Puu Xukc, npeaudenm Tin Star Restaurants

Mbl pacnosnioxkeHbl B OJHOM U3 CaMbIX BHEUATJISIOLIMX MECT B MUpE — Y
«He6ecHoii Tponbi» . Ho Bce paBHO nostydaeM xajio0bl! DTa KHUTA HOMOKET JII000I
OpraHu3aluy ONPaBAATh OKUIAHUS OTpeduTesnei. [JaHHas KOHUENMs IpeKpacHoO
paboTaer B pa3HbIX Ky/IbTypax. CerogHs 0coOEHHO BaskKHO MPUAATh JAEHCTBUTEIBHO
MHTEPHALMOHAJIbHBIA OTTEHOK MOIXOY K MOTPEOUTENIO.

Vaiinon Xonea, zenepanvrviii oupexmop Grand Canyon West

OrTa KHUra npefHa3sHayeHa KaXJIOMYy PYKOBOAUTENIO, KOTOPBI MMOHUMAET,
YTO TIO-HACTOSIIIEMY JOBOJIbHBIE TIOTPEOUTENM TPUYMHOKAIOT BO3MOXKHOCTU
MIPUBJICUYEHNS HOBBIX KJIMEHTOB. « Kasoba — 3To mogapok» — MOIIHBIN HHCTPYMEHT,
KOTOPBIM MOT'YT BOCIIOJIb30BaThCsl BCE COTPYIHUKN KOMITAHUU.
Snou J]xcopuniu, nepaulii suye-npe3udeHm noopazdenenust nAaHos u unnosayuii The
Zimmerman Agency

Knura — Hacrosiiee XygokecTBEHHOE MpousBeleHue. S pekoMeHayl ee
BCEM, KTO, CTPEMsCh K COBEpIIEHCTBY, XOYeT MOHATh, KaK Jydllle 3a00TUThCS O
KJIMEHTaX B I1eJIOM M KaK paboTaTh ¢ kanodamMu B 4aCTHOCTH !

Ompan anv Ilancu, cmapwuii meneddcep no pabome c dcanrooamu Emirates
Telecommunications Corporation (Ob6vedurentivle Apabckue Imupanmot)

«Kamoba — 310 MOmApPOK» — YyIMBHUTENbHAS KHUTA, coAepkaiias Habop
MPAKTUYECKUX CPE/ICTB U PUEMOB MPEI0CTaBIIEHN S KITMEHTaM IMO3UTUBHOTO OIIbITa
U pa30upaTebCTBa CaMbIX CIIOKHBIX kano0. OHa IMOJHA IMOACKA30K M COBETOB,

! 3namenmThiii cTekIAHHBIA MOCT, OTKPBITHII B OIHOM U3 Kpacuseimx mecT KanboHa Ha BbicoTe okono 1200 M ot ero jgHa. —
Ipumeu. peoaxmopa.
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TOJIE3HBIX ISl OPraHU3aluK BBIIAIOIIETOCS] CEPBUCA B CAMBIX TPY/IHBIX CUTYaIUSIX.
Bce 311 mpriembl paboTAalOT ¥ OCYIIIECTBUMBI C JIETKOCTHIO!

Maiixn Kpamnak, Ovlewuti oupexkmop no obyuenuro u pazeumuto Ilanramol
npeocmasumeneli Konepecca CIIIA

Konuienmus «xkanoba — 3To MoAgapok» Mpejiaraet JOJrui MyTh U3MEHEHU.
Kak cetb 0aHKOB Mbl yBEepEeHbI, YTO MOXKEM HCIPAaBUTb MHOTHE CBOM OIIMOKH,
TMOJIb3YSICh OT3bIBAMU KJIMEHTOB. DTO C/IENAET HAC €JUHCTBEHHBIMU B CBOEM pOJE,
KTO TIpefJiaraeT YHUKaJIbHBIN cepBuc. PadoTa ¢ xanodamu sIBIsSETCA BaXKHEUITUM
9JIEMEHTOM Hallleil Ou3HeC-CTpaTeruu.
Anopeii Jlumeuros, nepewiii suye-npemvep Life Financial Group (Poccust)

[MoTpsicatornie, 4TO TeMy «KaJaoObl» HAKOHEI[ CTAIM M3ydaTh M OOCYKHATh.
Hamm 6u3Hec, ocHOBaHHBIN Ha (hOPMHPOBAHUY B3aMMOOTHOIIIEHHH C TIOKYTIATEISIMHU,
M3BJIEK HEOLIECHUMYIO TIONIb3Y W3 WJIeH, M3JIOKEeHHBIX B KHUTe «Kamoba — 310
MOJIAPOK» !
Kaugph Munnep, enadeney M.J. Christensen Diamonds

dunocodus kxanoOsl Kak Mogapka Mo3BoJIsIeT COTPYAHUKAM KPENUTh HAIN
JNOCTMKEHHSI U OTHOIIEHHS C KJIMEHTaMHU. DTOT YHHKAJIbHBIA TOIXOH K CEpBUCY
oboramaer OpraHM3aluio, yayuiias padoTy U YKPErUisis KOJUIeKTHB.
THampuyus Jlamonm, oupexmop omoena 0Oy4eHUst U OpPeaHU3AUUOHHO20 PA3GUIMUSL
Business Services, u Illeiina Mopxeo, cmapuiuii Oupexmop noopaszoeneHusi 00y4eHus.
u opearuzayuonHoeo pazeumusi Business & Industry Group, ARAMARK

«7Kanoba — 3T0 MogapoK» 3aCTaBUT BAaC MEPECMOTPETh CBOE OTHOIIEHHE K
MpeTeH3usIM KJIMEeHTOB. Ee 00s3aTebHO crieayeT MpovyecTb KakIoMy, KTO XO4eT
y3HATh CEKPET COOTBETCTBUS OKUIAHUSIM TIOTPEOUTEIICH, TIEPEOnpe/IeNTUB 1151 ceOst
noHsATHE <«Xkanoda». [IpekpacHas ¢opmyna U3 BOCBMH 3TAllOB JICHCTBUTETHHO
padoTaeT ¥ oMoraeT JioAsiM 3(P(PEKTUBHO CIPABIATLCS C TPYIHBIMU CUTYALIUSIMHU.
Ilema Ilumep, menedxncep no odyuenuro u mperuream Amway of Australia and New
Zealand

Kuura sBnsercsi OeclEHHBIM MHCTPYMEHTOM B HallleM HaOope Cpe/CcTB
JUIsl CO3/1aHusl HeoTpasuMon U audepeHIMpoBaHHON KYJIbTYpbl cepBuca. OHa
(pokycupyercst Ha yuere kajoO morpedutesnen, 3acTapAIONIMX COBEPIIIEHCTBOBATh
CEPBUC U yIePKUBATh KJIMEHTOB, M HE pACCMaTPHUBAET KaI0OBl KaKk HEN30eKHOE 3710.
Miopuenw Poyk, menedicep Operoa u opeanusayuonHozo pazeumust Air New Zealand

B teuenne mHorux ner s Obul mocienoBateneM [Ixanenn u Kiayca.
HoBble kaHaJIBl KOMMYHHKAIIUY ¥ TIPO3PAYHOCTh TIpoIiecca 3asBIeHUs PETEH3UH,
BO3HUKIIMX 32 CUeT OJIOrOB U 4aToB, TpeOyIoT OosbIieit 3(ppeKTUBHOCTU B padoTe
C kano0amH.

Hatiosicen Pobepmc, nepavtii uye-npezudenm The Langham Hotels & Resorts

OOcnyxuBaHWe TIOTpPEeOHMTENIC WMMeeT TapaJoKCATbHBIA XapakTep: YeM
Oonplie 'y OW3Heca B3aWMOACWCTBUH C KJIMEHTAMH, TeM OOJIbIIe 3BYYHT
HEraTUBHBIX OT3BIBOB. OTHAKO ITPH STOM MBI IIPHOOPETaeM BO3MOKHOCTH CO3/1aBaTh
MMOBUTHUBHBIA ONBIT. MHOIME 3JEMEHTHI KOHLEIIMN <« KaJI00bl» HCIOIb30BAJIUChH
Boyd Gaming u oka3amuch O4YeHb TMOJIE3HBIMHM, KOTJIAa Mbl IPOJOJIKUIN
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(hopmupoBaTh CBOI CepBUC, OPUEHTHPYICh Ha OpEH]l, MOHUTOPUHI U AKTHUBHBIC
IIPOrpaMMBI ITPOrHO30B.

bBpaiian Ilyavy, euye-npezudenm no mapkemurey Boyd Gaming Corporation,
Midwest and South Region

OTO KHWra O TICUXOJIOTUM ~— T[ICHXOJIOTMH TMOTpeOuTeNell, KOTOpbie
MO-TIPE)KHEMY  JKQJIYIOTCSl, TICUXOJOTMHM OpraHu3alliid, KOTOpble JOCTATOYHO
CaMOYBEPEHHbI, YTOObI «HAMpAIIMBaTbCsS» Ha KaloObl U MPUHUMATh MEpHI, a
TaK’ke — CaMO€ IJIABHOE — IICUXOJIOTMU OTHEJbHBIX JIIOAEH U Pa3HOM CTENEHU UX
yOeKIEeHHOCTU B Ba)KHOCTH KaJo0.

Canoorcaii Taiisapu, oupexmop no npooadxcam u oocaydxcusaruio Kauermos KLM
Cargo USA

Ecmu Bbl XOTHTE 3HATh, YTO JEWCTBUTENBHO 3(P¢EeKTUBHO B padoTe
c kajobamu, wu3ydaite 3Ty KHUry! B Hel BBl HaijeTe SIpKUe IPUMEphI
M caMble aKTyajJbHble WJEM Ha 3Ty TeMy. Penko BCTpeTullb KHUTY,
KOTOpasi JTaeT MOIIHOE MPAKTHYECKOE «OPYXKHE» JIOAAM, CTAJKHABAOIIUMCS C
HEJJOBOJIbHBIMU TIOTPEOUTENISIMUA, HO TIPH 3TOM OCHOBBIBAETCS Ha HAJIEKHBIX
HAayYHBIX UCCIIEJOBAHUSIX.
Licoxern Yupuy, npogpeccop Hauuonanernozo ynuseepcumema Curzanypa u coasmop
«Services Marketing: People, Technology, Strategy» («Mapxemune cepsuca: aoou,
MexHoN02Usl, cmpamezusi»)

DTOT KUBHUTENBHBI MOAXON K pabore ¢ KajlodaMu U JIOSUIBHOCTBHIO
notpeduTeNelt cran 4acTplo crpareruu kopropauuu Butterfield Bank. [xanenn u
Knayc ganu Ham nuriy 1J1st pa3MbIIUIEHH, PUMEPbI, KOTOPbIE yuaT U Pa3BIIEKAIOT,
a Tak’Ke JIerKoe JIIsl TOHUMaHUS PyKOBOACTBO JJIsI UCTIONIb30BAHUS STOM CTpATEruu
Ha MPaKTHKE.

Jlopu  beiikep-J1ioiio, euue-npesudeHm no oOpeaHU3AUUOHHOMY PA36UMUIo U
uenoseueckum pecypcam The Bank of N. T. Butterfield & Son Limited, Bermuda
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00 aBTOpax

Hxanenn BapJaoy, noktop Hayk, MHOToe 3HaeT 00 oOparHoii cBs3u. Bonee 30 et cobupaer
PELIEH3UH Ha CBOM JIEKLIMU Y CEMUHAPBI U1 TPYIIT PYKOBOAUTENIENU, KHUIH, CTAaTbH U JJa)KE OT3bIBBI
Ha CBOH CTWIb ynpapieHusl. M Bce 310 — He cuMTasi MHEHUH WieHOB ee ceMbl. OCOOEHHOE YyThe
JI)xaHesut K HOBBIM HJIesIM U TIOAXOIaM B MEeHeKMeHTe chOpMUPOBAIOCh OTYACTH OJ1arofapsi Tpex-
JIETHEMY NPOXMBaHUIO B A3uu. W ceronHs oHa MpoBOAUT OOJIbIIYIO YAaCTh CBOETO BPEMEHU B ITyTe-
IIECTBHSIX 110 BCEMY MUY, pacCKasbIBasi CIIyIIATessiM O padoTe ¢ 5Kajao0aMu U O CepBHCE, OPUCHTH-
poBaHHOM Ha OpeHJ1. OHa IoMoraeT UM pa3ouparbCcs ¢ PETeH3USIMU, IPUBOANTH OPraHU3ALOHHYIO
KYyJIbTYpPY B COOTBETCTBHE C OPEHJOM U ACHCTBUTEIBHO ITPe00Pa30BbIBATh CBOU KoMMaHuU. B 1996 .
JIKaHeyn crana Mpe3uIeHTOM amepukaHckoro otrgeneHus komnanuu TMI US. [Ixanenn Bapnoy
ABgercs wieHoM HanyoHansHOM acconmanyy JIEKTOPOB U MOJTyYWIIa 3BaHUE CEPTU(PULIPOBAHHOTO
npopeccuoHaIBHOTO opartopa. B Hacrosmee Bpemsa oHa BXoguT B coctaB CoBera MexayHaponHou
(beneparmy npoecCHOHAIBHBIX JIEKTOPOB.

JIKaHeyn fABJIAETCS aBTOPOM M COaBTOPOM HECKOJIBKMX KHUI, BKJo4ass «Emotional
Value» («IMonmoHalIbHAs LIEHHOCTh» ), «Smart Videoconferencing» («,,YMHbIE® BUAEOKOH(pEPEH-
un») U «Branded Customer Service»?. Bce kHuru Obutn OImyOMMKOBaHBI B U3JaTelIbCTBe Berrett-
Koehler. bapnoy Takke Harucana kaury «The Stress Manager» («Menemkep crpeccos») n «Unbind
Your Mind: The Freedom to Be Creative» («Packpernoctu cBoe co3HaHHe: CBOOOIa TBOPUECTBA» ).

JxaHesn npenogaet B YHuBepcuteTe (punocopCcKux uccieioBaHni. JJOKTOPCKyIo CTeneHb OHa
nonyunia B KanmmpopHuiickom yHuBepeutere B bepkim, rae usydasa MOJUMTONOIHIO U NIEJArOTUKY.
Bapnoy nmeer 1Be creneHn Marucrpa — OgHy IO MeXIyHapOOHbIM OTHOLIEHUSM B YHUBEPCUTETE
ITurTcOypra u BTopyio no ncuxonoru B Yuusepcutere Conoma (Kanudopaus).

Kaayc Méaiep — Beaymuil KOHCYJIBTAHT M IJIaBHBIIA JIEKTOp B oOJacTU MeHemxkMeHTa. J1o
cozganus Claus Mgller Consulting oH ocHoBasl komnanuio Time Manager International (TMI). B
2003 r. on npoxasn TMI u npoomkaeT CBOM HOBaTOPCKUE HMCCIIE0BAHUSI B OONACTSX JIMAEPCTBA,
MEHEKMEHTA, YITPABJICHUS KAY€CTBOM U CEPBUCOM, a TaKXke B c(pepe SMOLMOHAIIBHOIO UHTEJUIEKTA.
3a 30 siet cBoel Kapbepbl IPO(pECCHOHAIBHOIO KOHCYbTaHTa Kitayc chopMynupoBai B CBOUX KHU-
rax ciaenywomue koHuenuuu: «Putting People First» («Yenosek npexnae Bcero»), «Complaint is a
Gift» («Xanoba — 3to nomapok»), «The Human Side of Quality» («YenoBeueckuii paktop Kave-
cTBa»), «Employeeship» («IlapTHepcTBO pyKOBOACTBA M NepcoHaia»). OH aBTOp HECKOJIBKUX OecT-
CEJUIEPOB 110 MEHEUKMEHTY U JIaypeaT MHOTOYMCIIEHHBIX Harpaj 3a MHHOBAlLIMOHHBIE UIEH U IIPO-
ekThl. Kiayc paspabortan usBectHble B Mupe mnporpammbl «Time Manager® planning and results
tool» («Time Manager® — MHCTPYMEHT IUIAaHUPOBAHUS U YCIIEXa» ), OH AKTUBHO COTPYAHMYAIT C MHO-
TOUMCIICHHBIMU «TONTyObIMU (priiikamu» — oT IBM 1o American Express.

B nacrosmee Bpems komnanus Claus MOller Consulting npeaJiaraeT cBOUM KJIMEHTaM WH[IU-
BU/1yaJIbHBIE 3aHATUSA AJI1 PyKOBOIUTENEH, 00yUeHue JUIepPCTBY, CeaIM3MPOBAaHHbIE CEMUHAPBI,
IIPOrpaMMHBIE JIEKLIUY, KHUTH U NUHCTPYMEHTBI JUATHOCTUKH.

JlonnoHckas «Sunday Times» HazBana Kinayca Ménnepa «Bukropom Bopre? MenemxmeHTa»,
Y OH OCTAeTCsl OJIHUM U3 BBIAAIOIIMXCS JIEKTOPOB 1O OU3HECY U YIIPABJICHUIO.

Knayc umeer crenens Mmarucrpa no mapketuHry IIIkosel skoHOMUKM 1 yripasiieHus B KoneH-
rareHe, sBJII€TCs NOYETHBIM WIEHOM BceenHaenckon acconyalyy MEHEAKMEHTa.

KontakTel [Ixxanenn bapnoy:

’Ha PYCCKOM $I3bIKE KHHTA BHIMyIIEHA M34aTesbeTBOM «Ommmr — BusHec» B 2006 1. o Ha3BanmeM «CepBHC, OPHEHTHPOBAHHBII
Ha 6penn. HoBoe KOHKypeHTHOe MpenMyIecTBO». — [Ipumeu. pedakmopa.
3 Bukrop Bopre (1909-2000) — 3HaMeHUTbII MYy3BIKaHT, KOMIIO3UTOP M aKTEP JATCKOTO MPOUCXOKIEHUS. — [Ipumeu. nepegoouuxa.
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JaBarlow @tmius.com

T™I US

8270 West Charleston Boulevard,
Las Vegas, NV 89117 USA
Ten.: (702) 939-1800
WWW.tmius.com

Konraktel Kiayca Ménnepa:
CM@ClausMoller.com
Claus Mgller Consulting,
Batzkes Bakke 3,

DK-3400 Hillerod, Denmark
Ten.: + 45 48 22 51 00
www.clausmoller.com

O xomnanuu TMI

TMI Boipocna u3 rpynmnsl Athens PRC Group B ogHy M3 caMbIX KPYyIHBIX B MUpPE KOMIIa-
HUIA, 3aHUMAIOIIMXCSl KOHCAITUHIOM M TPEHUWHraMHy 10 MEHEKMEHTY. B Hactosiiee BpeMmsi OHa
MMEET CBOM Mpe/IcTaBuTeNbCTBA B 43 crpaHax. bonee 150 cenmaincroB-uHCTPYKTOPOB ITpeCTaB-
nsot uaen TMI Ha 24 s3pikax. Kaskapii roJ KpymHble M MeJIKMe OpraHu3aliii BO BceM Mupe pado-
TaIOT ¢ KOHCYJIbTaHTaMU TMI, 4T0ObI HAyYUThCSI OPUEHTUPOBATH CBOU OpraHU3aluK Ha (POPMUPOBa-
HUE KPENKUX B3aMMOOTHOILIEHUH C MOTpeOuTesiMu, 3pdeKTUBHEE YIPABISATh BPEMEHEM, JIIOAbMU
Y MIPOM3BOAUTENBHOCTBIO, TIPEeIarath MPEBOCXOAHBIE CEPBHUC U KAUECTBO, YIPABJATh U3MEHEHUEM
OPraHU3aLMOHHON KYJIBTYpPBl U OTHOCUTBCS K kano0aM Kak K MOAApPKY.
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OT aBTOpPOB

Cnoo GnarogapHOCTH — 3T0 3(PPEKTUBHBIN cIOCOO MPU3HATH, YTO Kajoda sBJsieTcs moxap-
koM. Ho 370 eme u 4yaecHass BO3MOXHOCTb BO BCEYCJIBIIIAHUE BBIPA3UTh MPU3HATEIBHOCTD BCEM,
KTO ITOMOT HaM JIOHECTH PYKOIIMCh 3TOW KHWUTM 110 n3narenscrsa Berrett-Koehler. Komtern no TMI
U3 Pa3HBIX CTPaH MOCTOSHHO OKa3blBaJM HaM mnomoiib. Cracu6o Bam, Kocrac Xauureopruy, Jlus
®Pumep, Camut Caxnu, Pansd Cumndennopdep n Hagexna bornanosa.

Cnacu60 1 BceM amMeprKaHCKUM Kosuieram — JIstorcy Baproy, dxeddpu Muniasy, besepiu
JIu, Tnane Kennwu, I[Tony Xonaeny u boOy Bpancony.

Me1 G6aromapuM Haiero areHta Puty Po3eHKpaHIl 1 BCIO pelakTOPCKYI0 KOMaHIy M3aTelb-
crBa Berrett-Koehler. 1o oHu caenany BO3MOXKHOM IMyOIMKAIMIO KHATH, HauaB pabOTy C MEPBBIM
nzaanveM Oosbiie 12 ner Hazan, — CtuseH Ibepcanty, JxuBan CruBacyOpamanuam, Maiiki Kpo-
yiau, Mapus Xecyc Aruibo, Kpucren ®@panu, Katpun Jlenrpons, Mapuna Kyk, Iutep KaBanbsipo
u Tucdann JIn. Ocobas 6narogaprocts Ixony I'yamany u3 TARP u JIu bapu3y u3 Family Care.

W camoe rnaBHOE — MBI TOBOPUM CHAcHOO BCEM, KTO MPUCHLIAT HaM MUChbMA IO JIEKTPOHHOM
1ouTe, HEOCPEACTBEHHO O0IIAJICS ¢ HAMH MJIM pa3roBapuBal 1o TenedoHy. 3agaBast CBOM BOIPOCH,
BbI MIPUJIABAJIM HAM UMITYJIbC JUIsl HOBBIX Pa3JyMHid M 0OOramiaam Haul OfbIT IPUMEPAMH UCTIONb30-
BaHUsI 9TUX UJel. Bbl He mepecTaeTe BOCXMINATh HAC M YAMBIIATH TEM, KaKOH CHJIOH oOnmagaer Oma-
TOIAPHOCTD 32 OOPATHYIO CBSA3b C YUTATENISIMHU.
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BerynuressHoe ¢a0BO

HasBaHue KHUTM MOXET BBECTH YMTaTeNsl B 3a0JIyKICHHE, TOCKOIbKY B HEll TOBOPUTCS Kak
Oyaro Obl TONMBKO O padoTe ¢ xkanodamu. U XOTs clioBa «kasoda», «IPeTeH3Us», «PeKIaMariys»
BCTPEYAIOTCS B HeW OYKBAJILHO Ha KasKJIOM IIary, KHATa MOCBSIIIeHa ropasio 0osee BaKHOH 1 IIHPO-
KOW TeMe: KaK JI0OMThCS TIPEBOCXO/ICTBA B 0OCITY)KUBAHIHU TTOTPEOUTEIEH.

W3BeCTHO, YTO BEJIMKOJIEITHBIA CEPBIC HEOOXOAMM, HO BCE 3HAIOT, YTO JIMIITh HEMHOTHE KOMIIa-
HUM IIPEeAJIaraioT ycIyryu Beicoyaiiiiero yposHs. Ilouemy tak npoucxonut? KoHuenims npeBocxos-
HOT'O cepBHca JIOCTaTOYHO MPOCTa, HO OCYLIECTBUTh €€ Ha MPaKTHUKEe Ype3BblUaiiHO TPyIHO. B cBoeil
KOMITaHUU Zappos Mbl ObeMcsl HaJ] 3TUM KpyriiocyToyHo. Kuura «7Kano6a — 310 nomapok» CiryKuT
PYKOBOZICTBOM B COBEPLIEHUH IEPBBIX IIAroB Mo (hOPMUPOBAHUIO OPraHU3aLK, OPUEHTUPOBAHHOM
Ha CepBHC.

BcrnomaunTe, Kak B OCTIEAHMI pa3 Bbl KAJIOBAIMCH KOMITAHUH HA TUIOX0e OOpalieHue ee pador-
HUKOB. A Ternepb MojyMaiiTe: MOBJMsIIA JIM HA Ballly JIOSJIbHOCTh PEAKLMs KOMIIAaHUU Ha 3TO oOpa-
menre? B Mupe exeIHEeBHO B OpraHM3alliK MOCTYNAIT MUJUTMOHBI %ano0. M XoTs G0NBIIMHCTBO
KOMITaHUH CTapaloTCsl CIPATAThCS OT HUX, KAXKA0€ TaKoe 0OpallieHe JaeT UM TMraHTCKUEe BO3MOK-
HOCTH TOBBICUTb CBOIO PHIHOYHYIO CTOMMOCTb, @ KHUI'A IEMOHCTPUPYET BCEM 3TH BO3MOXKHOCTH.

Harmia niestb coctout B TOM, 4TOOBI OpeH «Zappos» CTall AJ1s TOTpeduTenell CHMBOJIOM ITPEBOC-
XOIHOTO cepBHca. Mbl yOeKIEHbI, UTO JIyUIIHiA CIOCO0 JOCTHYb €€ — ClIeIaTh IEPBbIM IPHOPUTETOM
KYJIbTYpY, OPUEHTUPOBAaHHYIO Ha cepBHc. Kpome Toro, Mel He COMHEBaeMcsl, UTO MOCIIE €€ YCIEIIHOTO
BHEJPEHMs B MEHTAJIMTET PyKOBOZCTBA M MEPCOHAJIAa BCE OCTAJIbHOE CTAHET HAa CBOM MECTA.

Ecnm BB cymeeTe nmpeoOpa3oBaTh CBOI0 KOMITAHMIO B OPraHU3aLIo, IPYKECTBEHHO OTHOCSIIITY-
10c4 K Kano0aM KJIMEHTOB, CIeys STaraM, MPeAJoXKeHHbIM aBTOPaMH, TO CTAHETE OTHUM U3 TeX pel-
KUX MPEANPUSATHAIN, KOTOPbIE MPEIOCTaBISAIOT IPEBOCXOIHBINA CEPBUC. DTO HEMTPOCTOM My Th, U paboTa
PACTSHETCS HE Ha OfIUH JIEHb.

Bam npuaercs npoaBUraThCs K MOCTABJIEHHOM LIEJU 11ar 3a 11aroM, ¥ OAHUM U3 CaMbIX BEPHBIX
Y CBOEBPEMEHHBIX CTAaHET YTEHHE JaHHON KHUIHU.

Tonu Xcu 2enepanvhblii oupekmop Zappos.com

Kuuea noceswaemcss Kougpyuuro, myopo ckazaeuemy: «Yenogex,
Komopblil coseputaem owuOKy U He ucnpaensiem ee, cosepuiaem Opyzyro
owuory». Kougpyuuii (6epossimuo, cam moz0 He 3HAsL) 00BSACHUN, NOUEMY
2#CAN00LI HEOOBONBLHBIX NOMPeOUmMeneil 8AIOMCsL 0Nl HAC NOOAPKAMU.
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BBenenne
T'oBopur KiaueHT

[Tpouwto 10 ¢ mumHMM JieT nocie Bbixoaa nepeoro m3nanus «A Complaint Is a Gift. Using
Customer Feedback As a Strategic Tool»*. Teriepb HETOBKO B 9TOM MPU3HABATHCS, HO Mbl HAUBHO
TI0JIarajiv, YTo 10 Mepe PaclpoCTpaHeHU s Halllel KHUTH IJIOX0€ OTHOLIEHHE K jkajlo0aM YIJIEeT B ITpo-
nuioe. [lo Hac 10XOANIN HEKOTOPBIE CEHCALIMOHHBIE U3BECTHS: B YACTHOCTH, OCHOBBIBASICh UCKJTIOUH-
TEJIPHO Ha PYCCKOM M3JaHNU « KasnoObl», 0fiHa KOMITAHHS TT0 CHAOKEHUIO MEAMIIMHCKUMH TTPUHA/I-
nexHocTsiMu B Kuese (VkparHa) OTHOCTBIO IEpecMOTpesia CBOM MOIX0/ K paboTe ¢ HEAOBOIbHBIMU
kireHTaMu. [lomydas nmonoOHy0 nH(pOPMAIHMIO U3 pa3HBIX YTOJIKOB MUPA, MBI yMaJId, YTO BCKOpPE
TeMa ucuepraer ceds, Jaxe ecm HaM (Kak KOHCYJIbTaHTaM) ee 1 OylieT He XBartaTh. Besp jkamo0br —
TaKOW YBJIEKaTeJIbHBIN MpeaMeT 1151 00CcykaeHus. VicToprn o HenmpaBuIIbHOM padoTe ¢ 3asBICHHBIMU
NPETEeH3UsIMHU BBI3BIBAIOT BCeoOIIee COUYBCTBHE, M HAM Ka3aJloCh, YTO BCE YK€ OCO3HAJM: Kajtooa —
3TO MOJIAPOK.

OpHaxo storo He ciyumnock. B onpoce 3200 amepuKaHLEB U €BPONEULIEB, TPOBEJAEHHOM B
2006 r., 86 % pecroH/IEHTOB 3asBWJIM, YTO «3a MOCJEIHUE MATh JIeT UX JOBEpUE K KOpropauusm

CHU3MIIOCH» . B 2007 T. RightNow Technologies® coobmmia, 9to, UCIBITAB IJIOX0e 00CITY:KUBaHHE:
80 % B3pOCIBIX aMEPUKAHIIEB PEIMIIA HUKOT/Ia He 00paIarhcs K JaHHON KOMIIAHWY;

74 % 3aperucTpupoBaIN KATOOBI WIIM PaccKa3aid O CBOEM HETaTUBHOM ONBITE 3HAKOMBIM;
47 % pyrajiuch UM KpUYasu;

29 % npU3HAJIKCH, YTO MOYYBCTBOBAJIM TOJIOBHYIO O0JTb, CIABJIICHHOCTH B TPYIH WJIA pacIlia-

KaJINCh;

2
* 13 % BbInIECHY M CBOE BO3MYIIIEHHE B Osiorax U Ha hopymax ‘.

Hakoser, orpoc obrectBeHHOro MaeHus 1o ['aiany, npoBeneHHblid Better Business Bureau
(BBB)® B nepuon mexay 22 aprycta u 8 ceHtssops 2007 r., mokasai, 4To 3a IpeAblayIui roJ y

18 % nacenenus CILA nosepue k Ou3Hecy ynano3 . ITpu aToM 93 % pecrioHIeHTOB yKa3aJiu, YTo JIsl
HUX KpaiiHe Ba)KHa peryTalys YeCTHOM U CIpaBeIJIMBON KOMITAHUU. DKCIEPThI IPUXOAST K BHIBOALY,
YTO KOrjla OM3HEC He BBIMOJHSIET 00NIaHHOrO (IpUYMHA OOJBITMHCTBA kaj100), KIMEHTHl YXOIAT K
apyrum pupmam. Kapruna HeBecenas.

K coxanenuio, HeCMOTpsI Ha TO YTO UeN KHUTHU «7KanmoOa Kak MojiapoK» Cepbe3HO MOBIUSLIH
Ha MHOTYX, KOMIIAHUH TO-TIPEXKHEMY YIOPCTBYIOT B CBOMX 3a0IyXJEHUSIX, a MOTPeOUTe M IPOao-
XKaIOT JKaJloBaThCs (B JTydlieM ciaydae!). Yarie Bcero mocTaBvKy yCIyT TMO0 BUHAT CAMUX KJIMEHTOB
B OIIMOKAax, Ha KOTOPbIE Te KAITYIOTCS, TMOO 3aCTaBJISAIOT UX JOKa3bIBATh CBOIO MPaBOTY. Bo MHOTMX
CIyJasix pa3oupaTebCTBO TSHETCS TaK JOJIT0, YTO JIIO/M, MOTYyYMB HAKOHEI[ OTBET Ha CBOE oOpaile-
HHe, YCIeBaIoT 3a0bITh, O YeM UeT pedb. [loTpeduTesin HepeKo BHIHYKAEHBI TOBOPUTH C aBTOOTBET-
YMKaMH, YTO C OOJBIION HATSKKOM MOXHO CUMTATh JUAJIOTOM, XOTS, K COXaJIeHHIO, B HEKOTOPBIX
CIyJasix 9TH «Oecelbl» OKa3bIBalOTCs TOJIe3Hee, YeM XKUBOe vesnoBedeckoe oomieHne. CTaTUCTUKY
MIPOJIOJIKUTEIBHOCTY OKUAAHUS OTBETA MO TesIe(POHY MbI 1a’ke HEe XOTUM 3/1eCh IPUBOAUTH. A Korjaa
HaKOHell KJIUEHT MOJTyYaeT I0Jr0Xk JaHHBIN OTBET, OIIEpaTOPOM YacTO OKa3bIBAETCsl COTPYAHUK, HAXO-
JSIIANCS Ha JAPYTOM KOHIIE CBETa, YUTAIOIIUHN TeKCT 1o Oymaxkke. OT Takoii KOMMYHUKAITMHA HEKO-

4 Ha PYCCKOM sI3bIKe KHHMra BbIyLIeHa u3narenbcTBoM «Omumn — Busnec» B 2006 r. mox Ha3BanueM « Kano0a Kak MOAapOK.
OO6parHasi CBsA3b C KJIMEHTOM — HHCTPYMEHT MAapKETHHIOBOM cTpateruu». — Ilpumeu. pedakmopa.

5 AMepHKaHCKast KOMITaHUS, KOTopasi 3aHUMAaeTCsl pa3pabOTKON IPOrpaMMHOTO 0OeCTIedeHus UTsl yIpaBJIeH!s] B3aUMOOTHOIIIE-
HUSIMH € IOTpeOuTensMi. — [Ipumeu. pedakmopa.

© Accoumanst yacTHbIX NpeANpUsATHIA 1o noanepxkke norpedurensckux npas B CIIA u Kanane. — Ipumeu. pedaxmopa.
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TOpbIE IPUXOAAT B IPOCTh U K TOMY MOMEHTY, KOT/ia APYIroil KOHELl POBO/IA «OKUBAET», HAUMHAIOT
THEBHO KpHWYaTh, HEMUHYEMO ToTajiast B pa3psiji «MPpOOJeMHBIX» KIMEHTOB. A BeJb IeJIbI0 3BOHKA
OBLJIO MPOCTOE KeJTaHKUE YTO-TO KYIUTh WU MOJTYYUTh OTBET Ha SJIEMEHTapHbINA BOIpoc!

Cutyarysi CKJIa/IbIBa€TCsl HE B TMOJIb3Y OPraHU3allfii, CTAPAIOIIMXCS YAOBJIETBOPSTh TpeOOBa-
HUS noTpeduTesnei. Jlioau 0kuaaloT Xopoiero oocykuBanusa. Ho ciryyan rioxoro cepuca pe3ko
BBIJIJISIOTCS] Ha 00111eM (poHe, JTydllie 3aOMHHAIOTCS U TOTOMY TEPEBEIINBAIOT B OOIIEM BIevar-
JeHnH. [lecaTok cAenoK 3aBepIiieHbl YCHeHO, HO MUMEHHO OJHA — OIMO0YHAast — BPEe3aeTcs B MaMSsITh.
PeaspHOCTB TpeOyeT OT HAC COCPEIOTOUMTHCS HA TOM, YeMY MOKHO HAYUUThCSl Y HEOBOJIbHBIX KJTU-

eHToB”.

OnHako opraHM3aIMy Bce-TaKH HE M3BJIEKAIOT YPOKOB U3 00IIeHHs ¢ noTpedutensimMu. O6 sTom
CBUJIETENILCTBYET TOT (DAKT, YTO OOJIBIIMHCTBO KJIMEHTOB CHOBA M CHOBA CTAJIKHMBAIOTCS C TEMH Ke
npoOieMaMu, Ha KOTOpbIe KaJIOBAIHCh Mpexae. Camoe I1aBHOE, YTO MHOTHE KOMITAHUH — TIOCTaB-
IIMKU YCIIYT TO-TIPEKHEMY PAacCMaTpUBAIOT kajlo0bl Kak TO, YEro cieyeT u3derarb, U MpogoJIKaIOT
BBIIJIAYMBATh OOHYCHl MEHE)KepaM Ha OCHOBAHMH COKpAIIEHHs YKciia OOpaleHnid KJIneHToB. B to
K€ BpEMs OIIPOCHI, IPOBOJUMBIE 10 BCEMY MUPY, IIOCTOSIHHO JEMOHCTPUPYIOT, YTO KOMITAaHUU C JIyY-
IIMM PEATUHIOM B OOCITY’KMBaHUH NIOTPEOUTENEH OKa3bIBAIOTCS HarOoJIee MPUOBLILHBIME. DTO JIeH-
CTBUTEJILHO TaK MPOCTO. A padoTa ¢ kajlo0aMu SIBJISETCS HEOThEMJIEMOI COCTaBJISAIONIEN JAHHOIO
peuTuHra.

Hazno npusHath, 4T0 MHOTHE JIIOIM ¥ OPraHU3alMY HAYYMIIUCH JIydllle paboTaTh C jKajJoOamu.
Heckombko KpyIHBIX KOMITAaHUI BHEAPUIIM CIIOKHBIE TEXHOJIOTMUYECKHE METOAIbl [is Oonee 3ppek-
THBHOTO pearnpoBaHMs Ha Takue ooOpaineHus. MHorue pupMbl OOyUMIM CBOW MEPCOHAI JIyUIIM
criocodam padoThl C HENOBOJIBHBIMU KJIMEHTaMU. TeM He MeHee Kak/Iblil rof] 0OHapyKMBaeTCsi HOBasI
rpyIIa MOCTAaBIIMKOB YCJIyT, He MPaKTHKYHIMX mogodHoe odydeHue. ([Ipyu BBICOKOM mporieHTe
TEKY4YECTH KaJpOB B KOHTAKTHBIX LIEHTPaX KOMIIAHWM HE AHAIM3UPYIOT MH(MOPMALMIO B KaXJIOM
OTHeJbHOM ciyyae.) Kaxplii rof BO3HUMKAIOT HOBbIE BUJBI Kajlo0 OT norpedutesneid. JloBeneHHbIe
10 OTYasIHUSA SHEPTUYHBIE MEHEKEPBI IPOJOJIKAIOT MPEJaBaThCA WLIIO3UAM, CUMTas JIydllled Tak-
THKOW M30aBISAThCS OT MPOOJIeM, BBI3BIBAOIIMX MOSBICHUE Kalo0 (Kak OyATO pealbHO YCTPaHUTh
BCE HEJNOCTaTKM). M BOT ceromHs, CIycTs rofsl NOCIE NOSABJICHUSA HAa Mara3uHHbBIX INOJIKAX KHUTH
«7Kanoba kak mogapok», Bce Oosbliie 1 OOJIbIIe I3BUTEIBHBIX KaJI00 HEAOBOIBHBIX KIIMEHTOB HABO/I-
Hsaer MHrepHer.

W3-3a Tex WCHBITaHUI, KOTOPBIE BHIHYK/ICHBI TIEPEHOCUTH TIOTPEOUTENN, MHOTHE COTPYAHUKH
KOHTaKTHBIX LIEHTPOB MOCTOSIHHO CTAJIKMBAIOTCS C HEMPUATHBIMU, PACCTPOEHHBIMHU JIIOAbMH, KOTO-
PBIM JINYHO OHHM HUYETO TIOXOT0 He caestany. OHaKO 4TOOB! XOPOIIIO BHIIOIHSATH CBOIO padOTY, HAJJ0
YMETh YCTIOKOUTB 3THX JIOAEH TaK, YTOOBI Te Yepe3 KaKoe-TO BpeMsl 3aX0Te M BEPHYThCS U IPOJIOI-
KUTh JesoBoe odmeHre. K HecuacTbio, MHOTHE COTPYJHUMKU MPUHUMAIOT arpeCCUBHOE MOBEJCHUE
KJIMEHTOB Ha CBOW CUeT (TaK ke, KaK MoTpeOuTesh BOCIPHUHUMAET TJIOX0e OOCITYKHMBaHHUE), U UX
3alIUTHAs PEAKLMs CTAHOBUTCS OYEBUIHOM.

HeynuButenbHO, 4TO OONBIIMHCTBY KOHTAKT-LIEHTPOB HEJIETKO YAEPKHUBATh COTPYJHUKOB, €CITH
HE IIpeyIaraTb UM CaMylo BBICOKYIO OILIATy B JAHHOM cpepe aeaTenbHoCTh. M3-3a OCTOSHHOM TEKy-
YeCTH KaJpOB PYKOBOJCTBY YacTO MPUXOOUTCS MPUHMMATh Ha paOOTy HETOITrOTOBJIEHHBIX JIIOZIEH.
B pesynbrate MHOTME KOHTaKT-IIEHTPhl HE PacrojiaraloT NepcoHaioM, 0OydeHHBIM 3((eKTUBHON
paborte c xanodamMu. B HUX YacTo TpynsATcs Te, KTO He pacro3HaeT kajuoOy /0 TeX Mop, MoKa He
YCTIBIIIUT CJIOBA: «Y MeHS eCTh Kajlooa. ..»

Hayunble uccrieoBaHus OTHOIIEHUS K Kajo0aM He BBISIBUJIM HOBOW BaXKHOH MH(OpMaLuu
C Tex INOp, KaK Mbl IIPOBOJWJIM OINPOCH! JI NepBod KHUTM. Tem He MeHee 3a nociaegnue 10 ner
MOXHO HaOMoAaTh OOJIbIIME JOCTHKEHHS B Pa3BUTHUH ITporiecca paboThl ¢ skanodamu. Tak, Bce yarie

M3yYaloT OTJIMYMS B CTUJIE Kalo0 Pa3sHBIX HAIIMOHATBHBIX rpynns. Otu Gonee TIyOOKUE 3HAHUS O
MOBEICHUM MTOTPEOUTENISI OTKPBUTHA JONIOJHUTEIbHBIE 001acTh ISl rcclienoBanuil. [IpountaB coTHH
HAYYHBIX padoT, MBI C/IeJIaIH Psi/i BHIBOJOB.
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* Uem Oosbllie MBI y3HAEM O TMpHeMax pa3duparesibcTBa kKajaoO, TeM 6ojiee KOMIUIEKCHBIM
CTaHOBMTCSI Hallle IOHMMAaHUe.

* Yem Oosnbirie nH(GOPMAIIUU MBI TIOTyYaeM, TeM OOJbIiie HeOOXOAUMO 3HaTh, YTOOBI I0OU-
BaThCS JKEJTAeMbIX Pe3yJIbTaTOB MPU 00padOTKe Kayoo.

* YeMm Oosibllie MBI y3HAEM, TeM OOJIBIIE CIIEYeT SKCIEPUMEHTUPOBATh, YTOObI IIOHSATH, KAKHE
MPUEMBI «PadOTAIOT» B KOHKPETHBIX CUTYAITUSIX.

Hecmotpst Ha HEKOTOpble U3MEHEHM ], PE3YJIbTaThl UCCIEAOBAHUM, IPOBEAECHHBIX B MEPHUO] C
1960-x o 1990-¢e roapl, 60s1ee mim MeHee cxoxu ¢ JaHaeiMu 2000-x rogoB. Hudero HoBoro o xajo-
6ax! Ha camom jiesie CTpaIllHO MPEACTaBUTh, YTO MOSIBUIOCH Obl COBEPIIEHHO HOBOE MOHUMaHKE
CMBICIA kaJioObl, Tpedylolee KapAWHAILHO HOBOTO MoAxoja K padote ¢ Heto. OTcioa BHIBO/: KOH-
LEMIHS «XkKajgo0a — 3TO MOJApOK» CErOqHS aKTyaJlbHa B TOMW e CTENeHH, UTO U JIeCATUIETHE Ha3a/l.
)KaHO6bI HUKOr'Ja HE UCYE3HYT, 4 OpraHu3alvi U X COTPYAHHUKU OOJUKHBI IPUHATH CTPATETHIO, 103~
BOJISIIOIIYI0 BOCCTAHAB/IMBATD JIOBEPHE U JIOSUIBHOCTh NOTPEOUTENIEH, KOTa IPOUCXOIAT COOH.

Y10 N3MEeHII0CH?

MHorue opraHu3alyy, HalpaBiseMble BeCbMa YOeAUTEIbHBIMU UCCIIEI0BAaHUAMU ® nocrurm
6oJee TTyOOKOro MOHMMAHUS TOTO, KaK BaXHA [UIsl yep:KaHHs JIOSUTbHBIX KJIMEHTOB 3 (eKTUBHAS
paborta c xanodamu (06padbOTKa kanod, Kak ee CTaiy HasbiBaTh ¢ Hadaa 1980-x romoB). dtu opra-
HU3ALMU OCO3HAJIU LIeHY, KOTOPYIO OHM IUIATAT, Tepsisl KJIMEHTOB U MEPCOHAJ, KOIa HEI0OBOJIbHBIE
NOTPEOUTENHN HE MONYYaIoT JOJKHOTO 0OCTYKUBAHUS.

HekoTtopsle KOMIaHUM OCO3HAIM TaKke, 4To 3(PpdheKTUBHAsE 00padOTKa Kaylo0 SBISETCS BaK-
HBIM 2JIEMEHTOM B co3JaHuu MolHoro Openja. B 2004 r. [Ixxanest bapnoy u ITon Crioapt B KHUre
«Branded Customer Service»’ u3ydaiu, Kakoe BJIMsIHAE Ha OpeH]| OKa3biBaeT 3(pdeKkTuBHAsT padboTa

¢ Kano6amu’ . BBBOJ TAKOB: MOTPEeOUTENN YAUBUTEIIBHBIM 00Pa30M «IIPOIIAI0T» OpPEeH/Ibl, He BBITIOJI-
HUBILIHE 3asIBJICHHBIX 00513aTENIbCTB, TIPH YCIOBUH, UTO MPEICTABUTEIIN STUX OPEH/IOB JEUCTBUTEIBHO
pearupyiorT Ha oOpallleHUsI KIIMEHTOB, BBHITIOMHSIOT TIepBOHaYaIbHbIe OOCIaHUsl U IeMOHCTPHUPYIOT,
YTO CUTYaIMsi MeHsIeTCs K JTydriemy. [lemy momoraeTt ciiibHbIN MMuIk OpeHia Ha peiHKe. KimoueBbiM
(akTOpoM ycrexa sIBJISeTCs CAESPKMBAHUE OTAEIOB MApKETHUHTa, YTOOBI Te HE JaBajiv OOCIaHui,

KOTOPbIX HE MOTYT BBITIONHHT".
B s10 )¢ Bpems dxanenn bapioy crana coaBropom padotsl «<Emotional Value: Building Strong
Relationship with Customer» («2MolMOHabHAA LEHHOCTh: (POPMUPOBAHUE MTPOYHBIX OTHOLUEHUIA

c KJII/IeHTaMI/I>>)9. KHura nocssiieHa Tomy, Kak HapyllieHHble OOeIaHusl, OIMOKY ¥ HeHa IexaIee
oOparieHre SMOIMOHATIBHO BIUSIOT Ha ToTpeduTesnieil. HekoTopble KIIMEHThI TOTOBBI IMPOITATh BOTIH-
IOIKE IMPOMaxv IpH YCJIOBUHM, YTO MOCTABIIUKH YCIYT JEMOHCTPUPYIOT UCKPEHHOCTH, TOTOBHOCTD
MOMOYb ¥ 3aUHTEPecOBaHHOCTD. [1o KpaiiHell Mepe, OHM MOTYT 3aKpBITh IJIa3a Ha OIIMOKHU, €CITH Te
HE MOBTOPSIIOTCS peryiisipHo. Koraa coTpyqHUKY MpUAEpKUBAIOTCS TIO3UIMHU, YTO 0OpaTHast CBSI3b —
OJIVH W3 JIyUIIIAX CIIOCOOOB OOIIECHNS C KIIMEHTaMH, OHU CTPATerMUeCKy MPABIJIBHO HAUMHAIOT (DOp-
MHPOBaTh SMOITMOHAJIBHYIO IIEHHOCTh OTHOIIEHUH C TIOTPEeOUTESMHU.

brnaropapHocTh 32 HeraTBHYI0 MH(OPMAIIUIO OCTAETCS TAKOU Ke AEWCTBEHHON MEPOH, Kak 1
15 ner Ha3zaa. Hamo oTMeTUTh, UTO CTpaTerusi, CTosIIAs 3a TOW OJIarolapHOCTHIO, TIPE/ICTABIIACTCS
ceronHs ere Oosee BaxxHOU, yeM B 1996 r. O6pa3 MbIciiel JeWCTBUTELHO BIMSAET HA TO, KaK MbI
pearnpyeM Ha oOpallleHHs1 KJIMEHTOB; TIO9TOMY KOHIICTIIUS «XkKajlo0a — 3TO TOIApPOK» MOITHO IOJI-

"Ha PYCCKOM $I3bIKE KHHTa BhITylleHa U3aTestbcTBoM «Omumi — busHec» B 2007 1. ox Ha3BaHueM «CepBHUC, OPHEHTUPOBAaHHBIN
Ha 6peHzi. HoBoe KOHKYpEeHTHOe IPenMyILecTBO». — [Ipumeu. pedakmopa. pedakmopa.
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AepKUBaeT HOBBIN OM3HEC-MEHTAIUTET MPH MPEJOCTABICHUH YCIYyT, KOTJa HAIIM JIy4IlIie MOMBITKH
TEpIISIT Kpax U He yIAeTcsl B MOJHON Mepe ONpaB/AaTh OKUAAHUS MOTpeOuTeNeH.

[Ipexnae yem pacckazarh O CTPYKType HOBOTO M3JaHUsI, IPUBE/IEM BBIIAIOMINICS U ONTHMU-
CTUYHBII ITPUMeEp OTHOIICHUS K kanode, 0 KOTOpOM ellie Joiro OyayT BcmoMuHath B Family Fare —
CEeTHU KPYIVIOCYTOUHBIX Mara3uHoB B CeBepHoil KaponuHe. DTOT oka3artebHbIi TPUMED 10Ka3bIBaET
MpoJaBliaM KOMITAHWUM, YTO HUKOT/A HE CJIe/lyeT OCTaBIsTh Oe3 BHUMaHU JJake MaJieiiee pa3oJa-
POBaHUE MOKyMaTelist, KOTOPOe Ha MEePBBIA B3I OOBSCHSIETCS CIIyYallHBIM ITPOMAXOM.

CHauvasna u310kuM ocHOBHBIE cBesieHUs1. Family Fare crpemuTtcst npeanarate camoe Jiydiiee
o0CITy’)KMBaHKe TI0 CPABHEHMIO C JTIOOO APYroll aMepUKaHCKOW CEThIO KPYIJIOCYTOYHBIX Mara3MHOB.
Komnanus BKJIagpIBaeT CyniecTBeHHbIE IEHEKHbIE CPEACTBA B MOATOTOBKY BJIAJETIbIEB U MEHEIKe-
POB CBOMX TOProBbIX TOueK. MM pacckasbBaloT 0 OpeHjie cepBrca KOMIIAHUM U O criocoOax oOpa-
00TKU k100 nmokynaresnei. Kommanus cpopmynrpoaia mpoctoe oderanve OpeH/a v u30 BCeX CUIT
CTapaeTcsi BBIIIOJIHUTH €T0 MOJTHOCTHIO.

Family Fare mpencraBnsier coboii onucannbiii [larpukom bBap-Baitom B kHure «Simply
Better» («ITpocTto my4ine» ) kiacciuueckuii mpumep (hopMUpPOBaHUS OpeH/Ia PH MTPABUIIBHOM COOJTIO-

JEHNN Oa30BBIX l'IpI/IHLlI/IHOBlo. Family Fare xo4yer ObITh MPOAYKTOBBIM Mara3uHoM [IJIsl IOMUHTA B
OylHUE JHU, TaK KaK MOHUMAET, YTO HE MOXKET COMEPHUYATh C OOJBIIMMU CylepMapKeTaMH, Kyria
TMOKYyTaTes M OTHPABJISIOTCS B YUKEeH. B TO jke BpeMsi KoMIaHUs He COOMPAETCs XUIIIHUYATh U 00Ma-
HBIBATh MOTpeOuTeNel, 3aBblliasl LIEHbl ¥ MOJNb3YsACh TEM, UYTO Y HUX HET BbIOOpa. ToproBbie TOUKU
Family Fare otiyatotcst 4McTOTOM M XOPOIIMM OCBEIlIEHHEM, & OCHOBHBIE MPOAYKTHI MTUTAHUS YacTO
MMEIOT Ty K€ LIEHY, 4TO U B cynepMapkeTax. bonbimHcTBo nocetuteseit Family Fare muuHo 3HakoMBl
C MpoAaBLAMU (OUY€Hb MUJIBIMU U CAMBIMU ITPUBETIMBBIMU JTIOJJbMU, KAKUX TOJIbKO MOXKHO BCTPETHUTD)
1 00T uX. 11 HEKOTOPBIX 9TH Mara3uHYMKU PEBPATUIIUACH B IIEHTPHI OOIICHHUS.

[Tpesunent JIu BapH3 NOMHOCTHIO MOTJIONIEH Ujeel KaUeCTBEHHOTO 00CTyKUBAHUS MTOKYyTaTe-
neft. Bee kasioObl, OTIpaBiIeHHbIE 110 JIEKTPOHHOM T0UTe Ha BeO-CallT KOMITAHUM, TIOCTYIIAIOT HETlo-
CPEINCTBEHHO K HEMY, M OH caM OTBedaeT Ha HuX. Bot xkajoba, KoTopasi, 1o ero cjioBaM, Obuia JieH-
CTBUTEJILHO KaK «I'POM Cpe/in sicCHOro Heba». Cujisi B ManmHe (K cyacTblo, He 3a pysiem!) bapH3 unrain
Ha cBoeM neikepe «BlackBarry» kano0y oT OKynaTeIbHHIIBI, KOTOpask cooOIaa, uto el 3arpe-
TWJIM y4acTBOBATh B PO3BIIPHIIIE MPU30B, MOCKONBKY aJpec ee MPOKHUBAHUSI HE BXOAUT B PaJHyC
oXBaTa JaHHOro MarasuHa cetd. OHa Hamucaa, 4To BJIageeT HEABMKUMOCTBIO ITOOIU30CTH OT OJHOTO
W3 Mara3vHoOB, a ee MYX, BOCHHBIH, 3aIllpaBjisieT TaM CBOW aBTOMOOWIIb. JKeHIuHa Oblia TaKk BO3MY-
IIeHa, 4TO pellnia HUKorga Ooiblile He Mojb3oBaThes yenyramu cetv Family Fare u obemiana, 4yro
CeMbH 3HAKOMBIX BOEHHBIX MOCIENYIOT ee puMepy. «Kak anb, 4To BH ymycKkaeTe U3 BUIY TMOKY-
naresend, kotopple PABOTAIOT pspaom ¢ BammMu marazuHamu, gaxe eciv onu Tam HE ITPOKH-
BAIOT B koHIIe KOHIIOB, €CTh MHOTO IPYTHUX MECT, [ie Mbl MOKEM IMOKYIAaTh Ta3UPOBKY U OCH3MH.
[pomaiite, 1, BO3MOXHO, B CJCAYIOIIUI pa3 Bbl HaliMeTe Ha pabOTy OMBITHOTO YEJIOBEKa, YTOOBI B
Oy/yileM He TepsATh CBouX KiueHToB». Ox! Takue ciaoBa OONBHO paHAT, 0COOEHHO OT CEMbU BOEH-
HOTO.

BapH3 HemeIeHHO (TIPsIMO C TIeH/Kepa) Harmcal KOPOTKUN OTBET, B KOTOPOM MO0 Iarogapul
KJIMEHTKY 34 CUTHAJI ¥ 3aBEPUJI, UTO pa3pellaeT eil yuacTBOBaTh B MOJOOHBIX JIOTEpEesiX. BIsICHUIOCH,
4yTO JIesio OBUIO BOBCE HE B €€ aJipece, MPOCTO Tak cpadaThiBajl cepBep BeO-caiTa, WCKITIOUABIINN
9TUX JIIOJieW U3 po3bIrphiiia. JlaMa okazanach He €IMHCTBEHHOHN MOCTpaJaBIlel, HO JIMIIb OHA OJHA
Harmcana xano0y. BepHysimck B oduc, BapH3 nocian cBoeil KiMeHTKe JUIMHHOe uchMo. OH elre
pa3 mobnarogapuil ee 3a To, YTO OHa JOBeNa JI0 €ro CBeJeHUs] BO3HHUKIIYIO CUTYAIMIO U Aaia eMy
BO3MOXXHOCTb UCITPABUTh ONIMOKY U YJIYYIIHUTH OMBIT KiMeHToB Family Fare. BapH3 B cBOoeM npyxke-
MOOHOM MUChMe J00ABUJI, UTO eI Obl He OHA, HUKTO HIYETO He Y3HaJI Obl, ¥ YTO OH JIMYHO BHECET
ee UMsI B CITUCOK YYaCTHUKOB JIOTEPEU.

OTBeT NOKyINaTeJIbHUIIBI Ha BTOPOE TIHCHMO ObUI, KaK TOBOPUTCS, «TOHOM HUXe». OHa Haru-
cajia, 4To y JIBOMX €e Jpy3eil BOBHUKJIU Te ke mpodiemsl. Eie 6onee BakHy0 MH(GOPMAIIAIO KOM-
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MaHus MOJTy4YMIIa, KOrJa JlJama yKasasa, 4To, COIIACHO COOOLIeHU0 00 OmuoKe, ee mepBoe MIChMO
C aJIo00M He TPOIILIO, MOCKOIBKY OBUIO OTIPABJICHO M3 JIOMA, pacrojiokeHHoro 6onee yem B 10
MuIsgx ot MarazuHa Family Fare. B TpeTbem nocnanum «xanoOmmuia» yxe pacckasbiBaia O CBOEH
KU3HU U JeTsax: «Hy naaHo. Bel ObUTH TAKUM MUJIBIM, U 51 HE CTaHy OOWKOTUPOBATH BAIllM Mara3uHbl.
Ha camom niene mue Hpasutcs Family Fare». B cBoeM nByXcTpaHMYHOM NHCbME OHA COOOIIMIIA, YTO
B TOT JIeHb, KOrj1a OblJTa HarMcaHa repBasi xkanoda, Morud KOMaHAUp ee MyXka, 4To y Hee eCTh IpH-
€MHBIH CbIH U YTO HEJJABHO OHA B3$1J1a HA BOCIIMTAHUE €1Ile IBOUX JIETeH, OJMH U3 KOTOPBIX POAMJICS C
HApPKO3aBUCUMOCTHIO. [IprOmskacs IeHb pOKJISHUs ee CTapIIero ChIHA, OH XOTEJ MOTyYUTh UTPo-
BYIO IIPUCTaBKY XbOX, KOTOPYIO KaK pa3 pa3bIrphlBAIM B JIOTEPEE, a MO3BOIUTH Cce0e TaKyIO MOKYIIKY
Ha 3apIuiaTy BOGHHOCTYKAllero CeMbsl POCTO He Moria. «0-0-0-0-0, KOrja s yBHjeJa CIMCOK IpH-
30B, TO NO/lyMaJjia, YTO CMOTY BHIMIpaTh ee A Jlxecca, HO He cyMesia BOWTH Ha CailT. TO U CTaJlo
TOCJIE/IHEN Karliem».

K tomy Bpemenu bapH3 1 ero KimeHTKa yke Iepeluii Ha «Tbl». OH ObUT TPOHYT €€ UCTOpUeit
U pert noaaputh [xeccr Xbox HE3aBIUCMMO OT UTora Jioteper. Bed-an3aiiHep KOMITaHUH, TIOCBSI-
IIIEHHBIN B JIeJI0, 100aBWII OT cesl ellie ¥ Buaeourpy. B cBoem crenyiorieM nucbMe sKeHIIMHA OCTO-
POXXHO OOBSICHUIIA, YTO HE PACCUMTHIBAJIA HA COUYBCTBUE WJTH OIAarOTBOPUTEILHOCT M CMYITIEHA TEM,
yto Hanvcasia BHavase. [1o ee cnoBam: «§ He oxkuana, 4to Bel npuiiiete MHe UTPOBYIO IPUCTABKY.
4 mpocto OblTa pasa ToMy, uTo B Baieid KoMmaHuy IeUCTBUTENBHO MPUCTYIIMBAIOTCS K MHEHUIO
kimeHToB 1 PEATMPYIOT Ha %anoObi». BapH3 OTBETHII, UTO OH BOBCE HE YCIIBIIIAT B OOpaIieHHBIX
K HEMY CJIOBaxX MPOChOYy O COUYBCTBUH M UTO y KOMIIAHMM €CThb JIMIITHUAE UTPOBbIE MPUCTABKU. EMy
Ka3aJiock, 4To BpydeHre Xbox Jlxeccu u ero muajiiemMy Opaty OyaeT JHIIb 3HAKOM OJIaroqapHOCTH
3a TO, YTO OHA He TM0XaJena BpeMeHH U OTIIPaBUIIa MMChMO, ONKCAaB MpodieMy ¢ caiitom. Yepes nBe
Henemu xxeccu noyuwst cBou rpus. [lociieaHee micbMo OT MaTepy U CbIHA TPYAHO YUTATh O3 cies.

JlaHHas1 UCTOPHST BBIXOAUT JAJIEKO 32 PaMKH MPOCTOTO YAEpKaHWS HEJOBOJIBHOTO KJIMEHTa —
peyb B HEll MIET O YyBCTBaX M 4esnoBedHOCTH. OropueHue marepw M ee xajnoda mamu bapHsy u
komranuu Family Fare manc nposiButh ce6st rymanuctamy. OJHAaKO Ha YpOBHE TOBCEAHEBHOCTH
BapH3 co3nai kjiaccuieckuil y4eOHbIN MprMep, KOTOPBIN TIOKa3biBaeT BCeM BiajesIbliaM ero TOpro-
BBIX TOYEK, YTO IIPOMCXOJNT, KO/ Kajl00a MOCTYyIMaeT OT KOro-To, KTO IMPOCTO MOKYTaeT OSH3MH WK
ra3MpOBKY B KPYIJIOCYTOYHOM Mara3uH4MKe.

Jlaneko He Bcerja kanoObl MPEeJOCTaBISIOT BO3MOKHOCTh MOKa3aTh ceOsi B CaMOM JIydllleM
ceere. Yaile Bcero BamM He yAaeTcsl IPOHUMKHYTh B JIMUHYIO JKU3Hb JIIOAEH, O KOTOPOW HE Y3HAaTb,
€CJIM He MOy YHUIIIb kasio0y. OMHAKO B KaXKAOM OOpAIIEeHUH MOKHO PasIyIsAeTh YaCTUUKY STOU YIH-
BUTEJILHOW McTopuH. M Koraa kanoba TOXOAUT A0 BaC B TAKOM 3aBEPIIEHHOM BHUjE, KaK B Ciydae
Family Fare, uenure 310. 31€Ch BHIUTPHIBAIOT BCE.

W ne Goiitech, YTO B CACAYOIIUI pa3, KOT/a Bbl BKJIIOUYMTE B YMCIIO IPU30B XbOX, BCE 3aXOTAT
HaIMcaTh BaM MUChMa C ’KaJIOCTHBIMHU UCTOPUSIMHU, YTOOBI TIOJTyYMTh BBIUTPHIIL. Bbl Bceraa oTmynre
peaibHyI0 UCTOPUIO OT BBIMBICTIA.

Kano6a kak meracpopa nmogapka

Be3 norpebuteneii HeT 6uzHeca. OIHAKO CO3/1aeTCs BIIEUATJIEHUE, YTO OHU ObUI OOHAPYKEHBI
coBceM HeJaBHO. TONBKO B MOCTeAHME 25 JIeT Mbl HA4YalId TOBOPUTH O MOTpeOUTeNsaX Ooliee Min
MeHee cepbe3Ho. CerofHsi Takue (ppasbl, Kak 8CeCmopoHHee 0OCAYHCUBAHUE NOMPeOUmMensl, KAUeH-
MOOPUEHMUPOBAHHOCIb, PLIHOK NOMPeOUmMensl, UHOEKCbl NOMPeOUmMenbCKoll YOo8NemeopeHHOCHIU,
KYAbmypa, OPUEHMUPOBAHHASE HA NOMPeOUmensi, npooaxtcy, OPUeHmMUpPOBaHHvle Ha NOmMpeoumensi,
3ab6o0ma 0 KAUEeHMAx, KAruesvle U 6CNOMO2amensvhvle Yycayeu ONst KAUEHMA, YYECHBUMENbHOCHb
nompeoumens, GHYMpeHHUe U 6HEUHUe KAUCHMb, OPUECHMAUUS HA KAUEHMA U 0adHce MAZKUE U Hcechl-
Kile 83aUMOOMHOUEHUS] C KAUEHMAMU , HE CXOMIST C SI3bIKA JICIOBBIX JIOJEH, 0COOEHHO KOHCY/IbTaHTOB.
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JlekMoHHBIE KYPCHI IO 00padoTKe %ajod (0 TOM, Kak MPeBpaTUTh HEAOBOJIBHBIX MOTpeduTe-
JIeH B JIOSTTBHBIX KJIMEHTOB) C HEKOTOPBIX TOP MOMAJX B YHACIO CAMBIX BOCTPEOOBAHHBIX CEMUHAPOB BO
BCeM MUpe. B coBpeMeHHOI MHITyCTPUH YCITyT KOHIIETIIMY KauecTBa U CEepBICA HEPA3PHIBHO CBSI3aHbI.
[Tpu moaroToBKe MepBOro M3/1aHUsI JAHHOW KHUTM Mbl BOCTIOJb30BIUCH KOMITBIOTEPHON CUCTEMOM
«Dialog» 1u1s noucka B crieqaaM3upOBaHHBIX OTPACIEBBIX KypHaiax (HauuHas ¢ 1981 r.) craren
C YIIOMHHAHHUAME O Kajnodax M 0OHAPYKWJIM HapacTaloluii HHTepec K 3Toi nmpodieme. C Tex mop
MHTEpeC MCCIeIoBaTeNiel K kanodam U crocodam ux 00padOTKH HEYKJIOHHO BO3pacTal (M. puc. 1).
A 49TOOBI IOJHOCTHIO MCHOJIB30BaTh BO3MOXKHOCTU VIHTEpHETA, MBI PELIMIM MMOCMOTPETh, CKOJIBKO
BBOJIOB MH(OpMAIMHK O kajio0ax MoTpedutesiei 3aperucTpupoBaHo B Google B TeueHHe Kakaoro
rofia, BXOIAIIETro B JaHHBIN Mepro/l. Pe3ynbTarsl peacTaBieHbl Ha PUCYHKE 2.
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TOGY 999 2001 2003 2005 20OV

Pucydok 1. Yucno ctatel, nocsaweHHBX NRpoSnamMamM MeHeKMeHTA,
OOCNYXMBAHMA U KOMMYHWKALLMM
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Pucynok 2. [aHHeie GOOGLE o xanofax notpetutenei
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BesycnoBHO, B HEKOTOpBIX ciiydasx AaHHble (Google MoBTOPAIOTCS, IOITOMY, HE BAABasCh B
AETaM PeruCTpally BBEICHHOW B KaKJIOM Tofly MH(OPMaIMK, HEBO3MOXKHO Y3HATh YHCJIO TIOBTOP-
HBIX BBOJIOB. TeM He MeHee C TeUeHHeM BPEeMEeHM YHMCIIO 3apEerMCTPUPOBAHHBIX BBOJOB HEYKJIOHHO
MIPOJOJIKAJIO PacTH, 3a uckmoueHreM nepuozna nocie 2000 r. TpyaHO ¢ yBEpeHHOCTBIO cKa3aTh, UTO
MOCITY’KWJIO TIPUYMHON TOr0, HO MHOTHE TOMHSIT, Kak nocie coobituil 11 centsaops 2001 r. xano-
BaThCsl CUUTAIIOCH HelMpIMIHBIM. B 2007 1. 9rcio %anod CTpeMUTETbHO YBEINIIIoCh. Bo3MoOXKHO,
3TO OTYACTH OOBSICHSETCS MEPEKPECTHBIMU KOHTAKTAMU OJIOTepOB. YCTOMYMBBIN POCT IAHHOTO TTOKa-
3aresisi B MOCIeAyoNye Toapl (3a uckimoueHueM nagenus nocie 2000 r.) mokasbBaeT, 4To ¢ Kax-
IbIM TOJIOM TOSIBJISITIOCH TOpas3io Oomblie MHPOPMAILIUK O KajloOax, KOTOpasi BbI3bIBajla MOBHIIICH-
HBII UHTEpEC.

[pexacraBienne o noTpeduTeNe 3a MOCIESIHION YETBEPTh BEKa TaKXke pacHIMpuiIock. Tenepb
3TO HE TOJILKO TOT, KTO IIPOCTO IUIATHUT, & JTI000E JIUIIO, TOJTyYaloliee MoJb3y OT YCIYT WU IPOAYKTOB,
B TOM YHCJI€ MAIMEHTHl B OOJIbHUIIAX, CTYIEHTHI M IIKOJIBHUKY B YUEOHBIX 3aBEJCHUSIX, ACCAKUPDI
o01ecTBeHHOro TpaHcnopra. Kpome Toro, B opraHm3anusix HOsIBUJIOCh MOHSTHE BHYTPEHHETO KJIH-
eHTa, Ky[a BXOAAT KOJIJIETH ¥ Ha4aJbCTBO. XOTS BPsiZl JIM HAMIYTCS XKeJAIoIIe HAa3bIBaTh ApY3el U
YJICHOB CBOEY CEMbH KJIMEHTAMHU, TaHHAS! KOHIETIIHS IPUMEHNMA U K JIMYHBIM B3aUMOOTHOIIICHUSIM.
Mb1 00CyAMM HEKOTOPbIE BOIPOCHI MO3/IHEE.

Wnes sicHa: nompedumeny OKa3anuch B LIEHTpe JTUCKyccuu. MHaue roBopsi, OHU MepeMecTu-
JIMCh HA BEPILINHY UEPAPXUIECKON CTPYKTYpbl Opranu3anuu. 1 modast KHUTa, MOCBSIIEHHAs] MEHEI K-
MEHTY, CEPBUCY WJIM Ka4eCTBY, Kak 9X0, OyaeT NoBTOpsATh cioa [utepa [pykepa, cka3aHHbIE UM B
1951 r.: noTpedutesnu — BOT MPUYKMHA, IO KOTOPOM MBI JOJUKHBI OCTaBaThCsl B OM3HECE.

Kaxk yacto mbI 3a0p1BaeM 00 3ToM! MHOIHMe KOMIAHUM JOBOASAT IO COBEPIIEHCTBA CBOU IPU-
3BIBBI B CTUJIE «MbI )KUBEM JIJISI CBOMX KJIMEHTOB» M CUMTAIOT, YTO STOTO JOCTaTOUYHO. Kak KOHCYIb-
TaHTHI TIO CEPBUCY MBI BCTPEYAEM CJIHMIIKOM MHOTMX PYKOBOAMTEJIEH, HE TIOHMMAIOIIUX, YTO MAJIo
OOBSIBUTH TIEPCOHATY O HOBOM IOBE/IEHUU. «MBI yke TOBOPHIM UM 00 3TOM», — CETYIOT OHH, KaK
OyIITO TPOCTOTO PACTIOPSIKEHUST «U3MEHUTLCS» MOXKET ObITh I0CTaTOUHO. [IecATKM OIpOCOB MOTpe-
ouTenel JaloT OCHOBAHUE T0JIaraTh, YTO B 0OCITY)KMBAaHUH €CTb e11Ie MHOT'O BOZMOXKHOCTEH 1 COBEp-
IIIEHCTBOBAHUSI — U JIO U TIOCJIe 3aBEpIICHUs] CACNKH, TIOKYIIKH, MONTyYeHus ycayru. PaboTHuky u
CHUCTEMBI, B KOTOPBIX OHHM BBIHYKIEHBI JIEHCTBOBATH, LIEJICHANPABICHHO MPOABUTAIOTCS B CTOPOHY
(bopMupOBaHMS MO3UTHBHOTO OIBITA Y KJIMEHTOB. DTO OCOOEHHO 3HAYMMO B CBSI3U C HEM30EKHBIM
MIEPeX0A0M OT SKOHOMHMKH TOBapOB K SKOHOMUKe yciyr. B Amepuke 1920-x rofoB B ceKTope yciayr
OBbLTH 3371eWiCTBOBaHbI 53 % paOOTHUKOB, HE 3aHATHIX B CEJILCKOM X03sHcTBe; B 1960 I. 3TOT MOKa3a-

TeJb oBbICHIICS 110 62 %; B 2000 1. — 10 81 %. Takas TeHAeHIMS XapaKTepHa s 000U pa3BUTON

12
9KOHOMUWKHU MUpaA .

Korga 6usHec no-HacTosiieMy 3aMHTEPECOBaH B Pa3BUTUU KYJIbTYpPbl, ODUEHTHPOBAHHON Ha
NOTpeOUTENS], TIOBBIIIIEHUH 3a00Thl O HEM WM TPEIOCTABICHUH BCECTOPOHHETO OOCITYKMBAHUS,
Mo00e HEeTOBOJIbCTBO KJIMEHTA Oy/eT B IIEHTPEe BHUMaHMs. A caMblil HEMIOCPEACTBEHHBIA U yOeI1-
TEJIbHBIN CII0CO0 BbIpaKeHHs HEYOBJIETBOPEHHOCTH — TO, UTO Mbl IIPUBBIKJIM HAa3bIBATh 5KaJIO0O0M.

Ha nene xommanuy B OOJBIIMHCTBE CBOEM CUMTAIOT KaJOOBI TIOATBEPKACHUSIMH JIHOO CBOHX
Hey/ziay, KOTOpbIe He XO4eTCsl TPU3HABaTh, JIMOO CBOMX IMOI03PEHUH 110 TIOBOY OTpeOUTENei, KOTo-
pble TOJIBKO M MEUTAIOT MOJIYyYuTh YTO-HUOYIb JapoM. IToatoMy, HECMOTpS Ha TO YTO KOMIIAHUM
BBIHYK/IEHBI IPUHUMATD KaJTOOBI, OHU CTPEMSTCS] COKPATUTh UX YHUCTI0. MHOTHe fake CTaBsAT cede
1LIeJIb YMEHBIIATh YUCIIO 3asABIseMbIX NpeTeH3uid. OHako xkanoda 11 noTpeOuTesiei — caMblil psi-
MOH ¥ 3DEKTUBHBINA COCOO COOOLUTh KOMITAHUKM O TOM, UTO y HEe €CTh MEPCIIEKTUBBI K COBEP-
IIIEHCTBOBAHUIO. A €CJIU B YCJIOBUSIX KOHKYPEHTHOW PBIHOUYHON SKOHOMMKH YJIYYIIEHUS HE MPOUC-
XOZIUT, TO TOTPEOUTENIN HAWAYT APYrHX MapTHEpOB MO Ou3Hecy. BeckMa BeposITHO, UTO ypOBEHb
cepBuca Apyroi (pupMsbl TOxe OyIeT HEeYIOBJIETBOPUTESIEH, TOI/IAa Yepe3 HEKOTOPOe BpeMs ITpUaeTCs
BEPHYThCA K MpexHed koMnaHuu. OO0pOT KJIMEHTOB OYeHb HaKJIAJeH Ui OM3HEca U OKa3bIBaeT
CUJIPHOE HeraTMBHOE BO3/ICHCTBUE HA IIEHHOCTh OpeH/a.
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B cBoeii kHUre MBI UCTIONB3YeM MeTaopy «kKamoda — 3TO MoAapok». sKamoObl OKa3hIBAIOTCS
MeXaHM3MOM OOpPaTHOM CBSI3U, TIOMOTAIOIIMM OPraHU3aIMy OBICTPO U HEAOPOTO U3MEHSTh MPOIYKT,
CTUJIb CepBHCA U OOBEKT MPUJIOKEHHUS PHIHOUHBIX YCUJIUI, YTOOBI OTBEUATh MOTPEOHOCTSIM KJIMECH-
TOB — TeX, KTO B KOHIIE KOHIIOB IIATUT IO cyeTtaMm. Hacrano BpeMs BceM MoOayMaTh O kajnode Kak
O CTpaTermyeckoM WHCTPyMEHTe, JAI0IIEeM BO3MOKHOCTh Y3HATh HOBOE O CBOMX IMPOMYKTaX U yCITy-
rax. Toria %aaoObl CTaHYT HAIIUMU aKTUBAMU, a He TIOMEXaMH, JIOTIOTHUTEILbHBIMU 3aTpaTaMy WJIH
«TOJIOBHOU OOJTBIO».

7KaoOsl mpecTaBiIsgioTCs OAHUM U3 BXKHEHUINNX CPEJICTB MPAMOM KOMMYHUKAIIUH C TIOTpe-
outenssmu. B KOHIIE KOHIIOB, MHOTO JIU Hal/IETCS JTIOJICH, TOTOBBIX CHSITh TPYOKY, YTOOBI TOOONTATh C
KOMITQHUEH, €CJIM y HUX HeT nipodiiem? Yaliie KJIMEHTOB MPUXOAUTCS OYKBATBHO «TIOIKYTIATh», YTOObI
OHU COTJIACHJIMCH 3aTIOJTHUTh HAIIIM OMPOCHBIE JTUCTHL. Kor/ia ke BOSHUKAeT CHTYarus kaaoOkl, y Hac,
IO KpaitHel Mepe, MOSIBIISIETCS] MAJICHbKUI 1IAHC BCTYITUTh C HUMHU B HEMIOCPEICTBEHHBIN KOHTAKT.

Knura oOpariaercs kK TeM, KTO UMEeT JIeJIO ¢ KJIMEHTaMU U XOUYeT U3BJIeUb MOJIb3Yy U3 UX OT3bI-
BOB, KTO HECET OTBETCTBEHHOCTH 3a BO3BpAIlleHHE JOBEpHsI HEOBOJIBHBIX MOTpeOuTeelt. Mbl mosa-
raeM: ecim OM3HEC HAMEPEH «JIeHCTBOBATh», a HE «TOBOPUTH» O KYJIbType, OPUEHTUPOBAHHON Ha
KJIMEHTA, eMY TIPUJIETCS MOTHOCTHIO M3MEHUTh CBOE OTHOIIICHHUE K kasio0aM. Koryia kommanuu cTaHyT
JIydIlie yIPaBJIATh Kajio0aMu U paboTaTh C HUMH, KOrJa OyIyT paclieHMBaTh UX KaK MOAAPOK, Tiepe]t
HUMU OTKPOETCS] HOBBIN CII0OCOO KOMMYHUKAITMH ¢ TIoTpeduTenssvu. Harma 1iesis — mokasarh BaM, Kak
CTpaTeruvyecKuil CIBUT B PACCMOTPEHUH KaJI00 MOKET CTaTh IEPBHIM IIIaTrOM B COBEPITICHCTBOBAaHUU
Y pa3BUTUH OM3HECA.

CTpykTypa KHUTH

Knura cocrout u3 tpex vacreit. [lepas — «Kanoba: nqopora xu3sHHU, BenyIas K KJIUEHTY» —
UCCIIelyeT CTPATeruio, KOTopasi IMOMOXKET MOIIEPXKUBATh MO3UTUBHOE OTHOIIEHNE K HEOBOJbHBIM
KJIMEHTAM U MOHATb HEHHOCTb YMCHH A BbICTYIIMBATD UX. Onucana POJIb )KaHO6 KaK CTpaT€run4eCKoro
MHCTPYMEHTA B pa3BUTHH OM3Heca. MBI TaKke paccMaTpruBaeM BOIIPOC O TOM, TIOUEMY pa30uyapoBaH-
HbIE TTOTPEOUTENN PEAKO MPETbsBIAIOT MPETeH3UH (TMOAaBIIsoNee OONBITMHCTBO HUKOTA STOTO He
JIEJIaeT, HECMOTPS Ha IIUPOKKUE BO3MOKHOCTU VIHTEpHETa). MBI MbITAEMCS IOHATh, YTO POUCXOJUT
B AyII€ Y HCAOBOJIBHOI'O KJIMEHTA HA OCHOBAHUM €T0 CJIOB, ITIOCTYIIKOB, JKEJTAHUH.

Bropas vacth — «,,2Kanoda — 310 momapok“: ctpaTerus Ha MpakTHKe» — MOCBSIIeHa padoTe ¢
MOTyYeHHOH kai000i. MbI aHATM3MpyeM BOCBMHUATAITHYIO (hOPMYITy «XkKajioOa = MogapoK» JJIs MPH-
BEICHUS HAlMX (POPMYJIMPOBOK, B3AUMOIEHCTBUI U JIEATEIBHOCTU B COOTBETCTBHUE C 3TUM yTBEp-
KJeHreM. Mpl MHOroe y3HaId O TOM, Kak ele 3¢ (eKTUBHee UCIOIb30BaTh JaHHYI0 (pOopMyI1y, U
o0Cyk1aeM crocoObl TIpeBpallieHrs pa3rHeBaHHBIX KjMeHTOB B maptHepoB. (I[Tocie 11 ceHTs0ps
2001 r. MBI TIEpecTaI Ha3bIBaTh UX MEXAY COOOW «Teppopuctammu».) Ocodoe BHUMAHUE yIeTeHO
MUChMEHHBIM kasio0aM. Korza BbIIUIO TiepBoe M3aHWe KHUTH, B VIHTEpHeTe OpraHu30BBIBAJICS
dbopym 17151 HemOBONIBHBIX TIOTpeduTesneln. HammomauM, 9to Tombko ¢ 1995 r. oy Havaim MaccoBO
ocBauBarh Becemuphyio cets. U 10, 4TO CHavasa 3Byyasio Kak IIEMoT, 3a nociaenaue 10-15 ner crano
I'POMKHUM TOJIOCOM, CJIBIIITHBIM BO BCEM MHUpe. XOpollel HOBOCTHIO SIBJISIETCS ONpe/esieHHast 3alllu-
IIIEHHOCTb OT %aJi00, pa3melieHHbIX B VIHTepHeTe. B cBs3U ¢ 3TUM MBI paccMaTprBaeM, Kak OpraHu-
3all1 CMOT'yT UCIIOJIb30BATh I/IH(I)OpMaLII/IOHHbIC TEXHOJIOTMU B CBOUX MHTEPECAX.

B MEPBOM H3AdHUH KHUI'M OJHA 4YaCTb Ha3bIBaJ1dChb «Kak BHCAPHUTL B Ballly OpraHuv3alnuio
TMOJIOKUTEIbHOE OTHOIIeHUE K kayiodam». [TocKobKy BTOpOe M3AaHue 3aMETHO PaCIIUpPUIOCh, MbI
PeIIIv TIOMECTUTh 00CyKIeHue 3Tou TeMbl Ha ctpanuily TMI US B MHTepHETE (WWW.tmius.com).
Tam HaxooATCA JOKYMEHTBI, KOTOPBIC YUTATE/Ib MOKET CKa4YaTb U IPOKOMMEHTUPOBATD. Mu1 ocTo-
SITHHO OOHOBJIsSIeM MH(OPMAIIUIO TIO CIASIYIONIMM BOmpocaM: 1) Kak MPUBECTH Mpoliecc 00padOTKU
’ka100 B COOTBETCTBHE C IMOJIOKEHUEM Barliero OpeH/1a; 2) Kak OIlleHMBATh CBOIO CTPATETHIO U CHCTEMBI,
YTOOBI BOHUKJIO OJIarokenaTesibHoe OTHOIIEHHE K KanoOaM, U 3) Kak pa3BUBaTh U MOAJCPKUBATH
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KyJIbTYpY HPaBUJIBHOTO OTHOIIEHHS K *kanodam. Ha BeO-cTpaHuile pa3MelieHo onucanue rnporecca
BHEJJPEHMSI HAIIero TIOIX0/1a, KOTOPbIN IIOMOKET Balllel OpraHu3alyy B OOJIbIIIeH CTelleH! OPUEHTH-
POBaThCsI HA MOTPEOUTEIS, CKOHIIEHTPHPOBABIIMCH HA YIPABJICHUH KaJT00aAMH.

[epBoe m3nanue kuuru «Kanoda Kak Mogapok» MOJYYMSIO MHOTO OT3bIBOB OT YMTATEsIeH,
MOSTOMY MBI Pl JOOABUTh K HEH JOMOJHUTENBHYIO YacTh: «,,OTMBIThCS" OT OOBUHEHUN WJIH
MPOSIBUTH MMOHUMAaHKE: JINYHAS CTOPOHA KaJloObl». JIIoAM pacckas3blBalid HaM, Kak ¢ TIOMOIIBIO (hop-
MYJIBI «KaJlo0a = MOAAPOK» MM YAABAIOCh COXpaHATh ceMbu! OUH U3 JIYUIINX CIIOCOOOB MOHSTh,
Yero Xo4eT KJIMEHT, — BBICAYIIaTh ero kano0y. OIuH U3 JIy4dIlrMX coCOOOB BOCCTAHOBUTH JINUHBIC
OTHOILICHUSI — 3AMETHUTh UY)KYI0 OOMy M TIOCTYIUTh TaK, YTOOB! pa3permutb KoHGIUKT. KopoTkue
JMAJIOTY ¥ TOTOBHOCTB BBICITYIIATh APY3€H, KOJUIET U YWIEHOB CEMbHU, UTO BCEI/1a IOMOTAJIO YCTPAHUTh
BO3HHMKIIIEE pa3zpaxkeHre (yIpaBlieHue KaloOo, Tak cKa3aTh), COXPAHSIOT TAPMOHHIO OTHOIICHUI
U JIeNaloT ux Kperue. Hamekasi cBomM codeceJHUKaM, YTO He PacoIOKEeHbI CTYIIATh UX HBITHE, MbI
3aTBIKAEM UM POT, U OHHM HE YCIEBAIOT PaccKa3aTh O TOM, YTO MX BOJIHYeT. OIHAKO 3TO HE O3HAYAET,
YTO OHU Cpa3y YCHOKOATCS U MX MpoOieMbl ucue3HyT. Kak u morpedurenu, Hammm OIU3KUE MOTYT
YITH, HE CKa3aB HU CJIOBA. A MOTYT yIapuTh TI0 BaM «13 Bcex opyauii» Ha MySpace?. B 2004 r. T'op-
noH betbioH, renepaiibHbiil upekTop Continental Airlines, ckazan: «He nymaiite, 4To Bam rapaHTu-
POBaHa BEPHOCTH AEBYIIKH WJIM JIOSUTBHOCTh KJIMeHTa. Bee 310 KoHUaeTcst otnHakoBo. OHU yXOAST

K Jpyrum» 13

B KoHIle Kak[Joil I71aBbl TPHBEICHBl BOMPOCH JJIs1 OOCYKICHHS, MOCBSIIEHHBIE MOIUTHKE
Balllell OpraHU3aliy B OTHOIICHWUH kajlod 1 Bailedl padoTe B JAHHOM HAIlpaBJICHUH. DTH BOITPOCHI
MO>XHO MCIIOJIb30BaTh Ha OOLIMX COOPaHUSX MEPCOHAIA, YTOObI CTUMYJIMPOBATH TUCKYCCHIO U JTydllIe
MOHSTH CYTh IAHHOTO SIBJIEHHSI; MOXKHO BKJIIOUAaTh 3TH TEMBI B y4eOHBIE ITPOrpaMMBI TI0 00paboTKe
MIPETEH3UI KJIMEHTOB.

B kHure npuBoAsTCS NpUMEpH YCIIENTHON paboTHI C KaJ00aMy KJIMEHTOB. MBI pacIIupiiIn UX
YHCIJIO U 3aMEHUJIA OOJIBIIMHCTBO OMMCAHHBIX CUTYyallMi HOBBIMHU 10 CPAaBHEHUIO C MEPBOI KHUTOM1.
B oT3bIBax uMTaTesNn nucaiy, YTO HaIM IPUMEPHI CIIMIIKOM COCPEIOTOUYEHBI Ha OTPAC/IU aBUariepe-
BO30K, KOTOpasi BbI3bIBAET OYEHb MHOTO HApeKaHWil. Mbl MPUCIYIIATNACh K 3TUM 3aMEYaHUSM U B
pe3yJbTaTe JOOABMIM HOBBIE OTPACM, HECMOTPS Ha TO YTO HEKOTOPblE MHTEPECHbIE TPUMEPBI I1J10-
XOr0 cepBHca M OTHOIIEHHS K Kao0aM Mo-MIpeKHEMY UCXOAAT OT aBUaKoMIaHuid. (MBI, Kak 1 60J1b-
IIMHCTBO HAIIMX KOJJIET, MHOTO BPEMEHH ITPOBOJIMM B Kpecjiax CaMoJIeTOB, BUIMM Maccy He0CTaT-
KOB U CJIBILIIMM MHOTO %aJ100.) MBI peKOMeH/1yeM 3aMMCTBOBATh XOPOLLIME U/IEH Y APYTHX KOMITaHUA,
Aaxe AENCTBYIOIIMX B APYTUX OTPAC/ISAX SKOHOMHKHU. [Iesi0 B TOM, UTO €ciM Bbl HE SIBJISIETECh BJla-
ZeJblieM aBHAKOMITAaHUH, 9TO He O3HAYaeT, YTO BaM HeJIb3s1 YUMThHCS HA OIIMOKAX STUX MPEeIIPHUSITHA.
Ha camom jsiesie MHOTHE OTpAaciiv epekUBalOT KPU3UCHBIE CUTYALMH, aHAJIOTYHbIE MHIyCTPUH aBUa-
nepeBo3ok. CoObITusA 11 CeHTAOpPs U jKeCTOKask KOHKYPEHLIMsI CO CTOPOHbI HU3KOOIO/IKETHBIX KOM-

MaHW# TOTPSCIIN JAaHHYIO OTpacyb, IOITOMY aBUAJIMHUSM MPUILLIOCH HpI/ICHOCEl6JII/IBaTbCH14. Yomm
Bok, m3BecTHbIN Osorep, roBoput: «Men, KOoTopble MOYTH HaBEpHsKA CPabOTAIOT, YeprnaloTcs U3
NepeIoBOM MPAKTUKH cBoel oTpaciau. Ho peBomoIMOHHbIE W YacTO IPUXOAAT U3BHE, U3 APYIOro

61/13Heca, KOTOprfI PYTUHHO pemacT HpO6JIeMbI, HOBBIC JJI Bac» 15. M&I ¢ HUM COTJIacHBI.

Bce namm NpUMEPBI B3ATbl U3 PEAJIbHOCTU. 3apaHee IMPUHOCUM HaAIlll HU3BUHEHUA, CCIIU
HEBOJILHO MCKa3WJIM Kakue-To Jeranu. B OOJIBIIMHCTBE HETaTUBHBIX MMpEHCACHTOB Mbl U3MCHSJIN
Ha3BAHUE KOMIIAHWH, €CJIN TOJIBKO OHAa HE IMPEKpaTHjia CBOEC CYHIECCTBOBAHUC WUJIN €CJIN ’kao0a He
cTrajia JOCTOAHUEM ITIaCHOCTH. 310 OBLIO CIejIaHoO O6IIYM3HHO. (O3HaKOMMBIINCH C HETaTUBHBIM Ipu-
MEpPOM, YUTATC]Ib MOKET HprITPI K BBIBOAY, YTO YKa3dHHAsA KOMIIAHUA MpEJIaracrt TUIOXOM cep-
BUC MJI HEKaueCTBEHHBIN IMPOAYKT. Yacro HEKOTOPLIC HOTpC6I/ITCJ'II/I CKJIOHHBI HaBCETla ITPEKPATUTDb
JEJIOBBIC OTHOLICHUA C KOMITaHUEN M3-3a OJHOI'O JOCAAHOIO IMpoMaxa. OI[HaKO BpEMA OT BpEMEHU

8 «MySpace» («Moe npocTpaHCTBO» ) — MOMYJIsIpHAas MEXAyHapOIHas COLUaIbHAs CETh, AHAJIOT OTEYECTBEHHBIX MOPTaIoB «OqHO-
KJIACCHUKH», «B KOHTaKTe» U T. 1. — [Ipumeu. nepesoouuxa.
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Mo6ast KOMITaHUsI COBEpIIAET OMUOKK. Y MBI He XOTHM, YTOOBI Y UMTaTeN el CIOKHUIOCh MHEHHE: pa3
Ha YIOMSIHYTYIO B KHUre (pUpMy I0KaJIOBAINUCh, 3HAUUT, OHA IUIOXasl.

W HakoHell, B KHUTe COOEPKUTCSI MHOTO OOOOIIEHHBIX HAYYHBIX JAaHHBIX. YUTaTeN b OBICTPO
HIOKMET, YTO B JIMTEPAType, MOCBSIICHHOH ITPpo0ieMe Kao0, CyIIecTBYeT I0CTATOYHO OTKJIOHEHHH 1
NPOTHUBOPEUHI, HO BCE UCCIIEIOBAHNSI CBUIETEIBCTBYIOT 00 OJHOM: HEJJOBOJIbHBIE TIOTPEOHTENH, KaK
MMpaBUJIO, HE XKAJTYIOTCA, 4 KOra 3TO IMPOUCXOIUT, K UX MTPETCH3UAM YaCTO OTHOCATCA HE CIIMIIKOM
BHUMAaTEIbHO M HEMPABIJIBHO YJIaXUBAIOT KOH(MIUKTHL. Eciu Mbl coOMpaeMcsi OTHOCHTBCS K Kajlo-
0aM Kax K 1mojiapKam, Ipu/IeTcst U3MEHUTD He TOJIbKO CBOE MOBEIeHNEe, HO M MbIlIIeHHe. OTpaIHo To,
YTO TaKasi BO3MOKHOCTb CYIIECTBYET MPAKTHUYECKU BO BCEX OPraHU3AIMSIX, ¥ KaX/1as MOXET Kap/u-
HAJILHO YCOBEPIIIEHCTBOBATH padoTy € KanodaMu.
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Yacrs 1
Kanoba: nopora Kku3HHU, Beayliasi K KJANEHTY

Korpma norpeburenu HeJOBOJIBbHBI MPOAYKTAMH WM CEPBUCOM, Y HUX €CTh BBIOOp: MOKAJO-
BaThCsl WM YUTU BOCBOSICU. YXO[Isl, OHU HE JAIOT OPraHU3alliy [IaHCa YCTPAHUTh TPUUYMHBL UX Pa3o-
yapoBaHusl. KIIeHThI, BRICKa3bIBAIOIIHE CBOU XKaT00BI, IapAT HAM BO3MOXHOCTh BHOBb ITPHUBJIEYb UX
MHTEpeC K KOMIIaHUM, U TOT/Ia Y HUX MOXET MOSIBUTHCS JKeJlaHue MPUITU K HaM OIsATh. B Haiiry snoxy
WHTtepHeTa ycTHOE OOIeHUE, BOHUKIIEE U3 TIPOCTOM OeceIbl 32 CTOJIOM, BBIPOCIIO IO MaciITaboB
17100aJIBHOTO TOMOHA Ha 3BaHOM 00e/Ie, TJie IPUCYTCTBYIOT THICSYM YesIOBeK. Takum oOpa3oM, XOTh
HaM U He HPaBUTCS MOJTy4YaTh HETaTUBHBIE OT3bIBBI O CBOEH paboTe, KIIMEHTHI, BHICKA3bIBAIOIIIUE CBOE
HEJIOBOJILCTBO, — 3TO MOAAPOK ISl HAC.

Ecnu Mbl ©13MEHHUM CBOU MEHTAIUTET 110 OTHOUICHUIO K jkai00aM M HAUHEM CUUTATh UX MOoap-
KOM, HaMm OyJIeT Jierye YYuThCsl Ha HEraTUBHBIX MpuMepax. 3asiBJICHHbIE MPETEH3UU OKa3bIBAIOTCS
OJIHUM U3 CaMbIX JIOCTYITHBIX, XOTsI M HEIOOIIEHEHHBIX, ICTOUHUKOB MH(OPMAITIH O MOTPEOUTENSAX U
pbIHKax. B cuiy 3Toro xano0sl MOTYT CTaTh OCHOBOM KOPHOPATUBHBIX MPOrpaMM KadecTBa 1 oOpa-
60TKH kaj100. DTO JOPOrOro CTOUT!

UroObl BBl MOIVIM JIy4Ille TIOHSTh Pa304apOBaHHBIX MOTpeduTeNel, B yacTu I uccnenyiorcs ux
MbllIIeHUE U noBeJeHre. C MOHMMaHUEeM MPUXOOUT W MpU3HaHUE. Mbl IOJKHBI IPUBETCTBOBATD
KATYIOUIMXCS U MTOPOY 3aBEIOMO TPYAHBIX KJIMEHTOB M BBI3BIBATH y HUX JKeJIAHUE MPUITH K HaM CO
CBOMMH TIPOOJIEeMaMK BMECTO TOTO, YTOOBI IOJIMBATh HAC I'PsA3BIO 32 IJia3a.
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I'masa 1
Hama cTparerusi: «:xajota — 3To moJapoK»

He tak-To nerko 1esblidi JeHb HApOJET BHICIYIIMBATh kanoObl. Cremyomas aajgee Tupaga
areHTa Mo ycjayram, W3jMBaloiiero aymy B VIHTepHeTe, MaJio OTIIMYAeTcsi OT TOrO, YTO MBI YacTo
CABIIIMM B XKU3HU. BBl mouTH HasiBy HaOmonaere KOH(IMKT, MEpeKUBAEMBIN 3TOM KEHIMHOW Ha
padote, 0cOOEHHO KOrJja OHa CTAJIKUBAETCS C BOBMYIIIEHHBIM MTOTPEOUTENIEM.

Kano6s! 3arsruBaior. B 90 % ciydaeB KJIMEHTHI KaIylOTCs, TIOTOMY 4YTO
y HHUX ObLJI HEyAAayHBI JIeHb W HYXHO Ha KOM-TO OTHIrpatbcs. $1 pabotaio B
KOMITAaHUM MOOWJIBHOM CBSI3M U MOJYYal0 CTOJIBKO KajloO, YTO MPOCTO TOIIHO. .. f
JOJDKHA TIOMOTaTh JIOAsM, HO JIIOOOMY TEPIIEHHUIO eCThb mpenes. MHe onpoTuBenu
*anoObl. He BaskHO, Kak s1 CTapaioch, OHU BCE PABHO HEIOBOJIbHBI TEM, UTO MOXKET
cliesiaTh COTPYIHHUK B paMKax MOJMTUKM OpraHu3auuu. Yacto mpuxomsT 3apaHee
npeayOekIeHHbIe KJIMEHThI, 1 OYeHb TPYAHO AepXkaTh ce0sl B pyKax, Korjaa Ha Te0s
KpUJaTr 1 OOBUHSIOT B TPyOOCTH.
Anonum

IlonmpoOyeM HEMHOr0 H3MEHHUTD CIleHAPUIl

[IpencraBbTe, 4TO K BaM Ha JieHb POXIEHUs MIPUXOAMT JApYr ¢ nopapkoM. HasepHsika nocne
oOMeHa MPUBETCTBUSIMH BbI TIEPBBIM JIeJIOM rodarogapute ero: «5 ouens pan. Kak xoporo, 4to Thi
TIPUIIIENT, ¥ CacKOO0 32 TAaKOK YyJIeCHBIH MofapoK». Bain BepOanbHbIl U HeBEpOATBHBIN S3BIK OyIeT
CUTHAJIM3UPOBATH 00 YIOBOJILCTBUH OT BCTPEUHU U MOAPKA.

A 9TO IPOM3OWAET, KOT/Ia BBl pacrakyeTe MoJapoK M YBUIUTE KOMITAKT-IWCK, BHIOPaHHBIN CIie-
uatbHO 111 Bac? Bamma peakims? «Criacn6o, BOT 310poBo! MHe JTaBHO XOTEJIOCh UMETh ITOT JUCK !
Kak mMujio ¢ TBOeil CTOpPOHBI, YTO Thl BHIOpA /JIs1 MEHsI MMeHHO ero. OTKyza Thl 3Haelllb, YTO ITO
MO JIFOOMMBIIA ucroTHUTeb? S1 Oymy BCTOMUHATH TeOsT KaKAbIi pa3, CIyIasi IUCK». BO3MOXHO, 9Ta
peub OKaX)eTCsl He CTOJIb IPOCTPAHHOM, HO CMBICIT IPUMEPHO TAKOB.

A Teriepb JIOIYCTUM, YTO BaM 3BOHMT KJIMEHTKA C xkasio0oi: «MeHs 30ByT Kpuc Kyrep, Bara
CBsI3b BOOOINE He padoTaet! S1 He MOry HMKOMY JO3BOHHTBLCS, @ B CBOEW peKjamMe Bbl oOelraere
TMOJTHBIN OXBar 1o Beeil crpane! U 1o eie He Bce! TlepBblii cyeT s monyyunia 3a 3BOHKH, KOTOPBIX
He nenana. Ho meHst 3to He ynuBisiet! Pa3 Bbl He MOXeTe 00ecreunTh HOPMaTbHYIO CBSI3b, 3HAUMT,
BUIMMO, HE MOKETe U ITPABUJIBHO BBICTABIIATH cueta!!!» Ckakere i BH B OTBeT: «Bosbimoe criacu6o
3a 3BOHOK M 3a MH(popmanmio. Kak Musio ¢ Baiieil cropoHsl. Mbl 0ueHb LIEHUM Balll 3BOHOK» ? Bpsin
JIN.

OpHako, mosyvas MoJgapoK Ha JieHb POKICHUsI, Mbl 0e3 KoJieOaHHI BhIpakaeM CBOIO OJ1aronap-
HOCTh. MbI roBopuMm: «Criacu6o». [Touemy? IloTomy 4TO APYT MOTpATHII BpeMsl, YTOOBI KYITUTh UTO-
TO 0COOEHHOE (B OOJBIIMHCTBE CIy4aeB). A Kak HACUET KaTylomuxcs KIneHToB? KTo oHu — 1py3bs
v Bparu? Yero nodusatorcs? Yto Ml MOKEM MOTY4UTh OT HUX?

HenoBonbHbIE KIIMEHTHI — 3TO JIIOAH, AAIOIIMe BaM BO3MOXKHOCTh Y3HaTh 00 MX MpoodieMax, a
3HAUUT — MOMOYb M. Torna y Hux OyayT Bce OCHOBaHHMSI €llle pa3 BOCIOb30BATHCS BAIIMMU YCITy-
ramMy Wiv npuodpecTy Bami ToBapbl. OHU CJIOBHO IMPEMOAHOCAT B MOAAPOK CIEIMAIBHO I Bac
HarvcaHHbIi O1tor: «IllaHc Ha BBDKMBaHKE: BBICTYIIATE MEHS M COXPaHUTE CBOW Ou3Hec». [Toatomy
HE TOBOpUTE: «YXOAUTE, y MEHS YXKE €CTh KOMIAKT-AUCK 3TOTO UCTIOMHUTES, U 51 HE XOUy CIIyIlaTh
Apyroro. 5 oueHs 3aHAT».

CrankuBasich C KJIMEHTKOW, KOTOpasi kaJyeTcsl Ha MOCTOSIHHBIE CPBIBBI TEJIE(POHHBIX 3BOH-
KOB M TOBTOPSIONIHMECS OMIMOKYM B CUYETaX, MHOTHE MPEJCTABUTENN KOMITAHUM OyIyT 3acChilaTh ee
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BOIPOCAaMH, YCTaHABJIMBAIOIIMMHU JIMYHOCTh: «Bama damunusa? Kak ona numercs? Bam tenedon-
Hbelil HoMep? Bamn agpec? Kornma Bl cTanu mosnp3oBarhesi HAlMMU ycayramu? CepuiiHblil HOMep
Batero tenedona? (Mexay mpourM, ero Aajeko He Tak MPOCTO YBUAETb — OH HAXOAUTCS BHYTPH
anmaparta, a i psl TAKKe MeJIKKe, YTO BaM MOXET IMOHAJ00UThCS JIyIa, YTOObl MX TpouecTh.) EcTb
JIM Y Bac MOJ PyKOH cueT 3a mecsl? YKaxkuTe HOMep 3aKa3a M MHTEPHET-3asBKH. Barl modToBblit
unaekc? Koraa Bbl coBepimim nociaeaHui miatex ?» OHU MOTYT B3bIXaTh U KaJIOBAThCS HA OT/IEN
yueTta BbI30BOB: « MBI MMoJTydaeM MHOXECTBO HapeKaHWi Ha cOOM B UX padoTe». OHU MOTYT pyrarhb
COOCTBEHHYI0 KOMITAHUIO, TOBOPsI: «CpBIBBI 3BOHKOB MPOUCXOASAT MOCTOSIHHO. [TpocTo HEeBeposTHO,
YTO MPH STOM HaIllla peKJiaMa cooOIIaeT O HaC Kak O JydIlen ceTh MOOMIbHOM CBsI3U. Bynib 910 mpas-
IO, BbI OBI 33yMaJIUCh, 3a4eM CYIIECTBYIOT BCE ITPOUME KOMIIAHUW». EC/M KIIMEHTY MoBe3eT, nepej
HUM W3BUHSTCA.

B penkux ciyyasix mokymnarenab cpasy ke YCIBIIUT OT MPeICTaBUTeNeld KOMITAaHUH clioBa Oia-
rogapHocT. OHM MOTYT MOOIArOAPUTh BAC B KOHIIE Pa3roBOpPa, TO €CTh TOT/A, KOTa 9Ta HUYero He
3Havam@as pasza TOIbKO BBHI3OBET y BaC JAOMOTHUTENBHOE pa3ipaxkeHue.

Tenepsb npeacTaBbTe, UTO B ICHb POXACHUS BaM JAPSIT KOMIIAKT-AMCK, & BbI OOPYIINTE HA TOCTS
IIKBaJI BONPOCoB: «I'ae Thl ero Kymwi? [1naTin HaMMIHBIME WK KapToukoi? Thl 3ariaTuil nojiHyo
CTOMMOCTb WJTU KYNUJI IUCK 1o ckujke? Hy naaii, npusHaBaiicsi! CKOIBKO B HEM mieceH? A caMm Thl
ero MmpocJyIal, ckayai Ha rmieep? [ToueMy Thl JapuIib €ro MHe, ecii He ciymman cam? Thl gymaerb,
pa3 3TOT JWCK IMOMaj B AyparKuil CIMCOK XUTOB iTunes’, s JOKeH TpaTUTh Ha HETO CBOE BpeMs 7»
BrI HUKOTI2 He OyeTe cTolb rpyObl MO OTHOUIEHUIO K JAPUTEITIO, €CJIM Y BaC HET CEPhEe3HbIX JIMYHBIX
npo0JieM, XOTsI B 9TOM CJIydae OH U He CTAHeT JIesaTh BaM MojapoK. Bl ckaxkeTe «crnacnbo» u Oyaere
WCKPEHHH, JIa)Ke €CIIM y BaC yKe eCTh TaKOH JIMCK WM €CIM BaM He HPaBUTCs OOJBIIMHCTBO MECeH
Ha HEeM.

YMoHacTpoeHHe MepcoHaa, BCTYNAOINEro B KOHTAKT C MOTPEOUTEISIMH, OKa3bIBAE€T O POMHOE
BJIMSIHME HA TO, YTO MPOM3OMIET MPH JTOOO0W BCTpede C KJIMEHTOM, OCOOEHHO KOrJa TOT 3asiBJIsET
MPETEH3UI0 WM MPOCUT TOMOIIM. B mccienoBaHuu, MOCBAIIEHHOM BIMSHHUIO 0O0pa3a MbIIUICHUS
Ha 00padOTKy *kajo0, yueHble U3 YHUBepcuTeTa Asabambl CIIpAIIMBaIA COTPYIHUKOB, CBSI3AHHBIX

C MPeJOCTaBJIEeHUEM YCIIYT, KaK OHM CaMM OTHOCATCSA K TEXHOJIOTHAM C8.M006CJ'IY)KI/IB8.HI/IH2 (self-
service technologies, SSTs)!°. Te U3 HUX, KTO CYMTAI, YTO STH TEXHOJIOTMHU MTOMOTAIOT JTyYIlle BBITIOJ-
HSTh JIOJDKHOCTHBIE 0OSI3aHHOCTH, HE XKaJlesI BpeMEHH, YTOOB! 00yJaTh KIMEHTOB padoTe ¢ TaKMMHU
ycrporictBamu. PadotHuky, cunrtaonme SST nuimHuM OpeMeHeM, CTAIKUBAsICh C MOTPEOUTENISIMH,
KOTOpbIE HE MOT'YT CaMOCTOSITEJILHO CIPaBUThCS C YCTPOMCTBAMMU, MPOCTO MPEANIOYUTAIOT CIEATh
BCE CaMU. A JIIO[Y JIMINAIOTCS [IAHCA YEMY-TO HAyUUThCS U, 3HAYUT, B CJAECAYIOIIMI pa3 HENMPEMEHHO
CTOJIKHYTCSI C TEMH k€ TPYAHOCTAMU. Takum 0Opa3om, MEHTAIUTET OOCITYKMBAIOLIETO MepcoHasa
OnpereieHHO BIMSIET Ha ero padoTy, MPHU STOM JIIOAM HE OCO3HAIOT TOTrO, KaK OH CKa3bIBAaeTCsl Ha
MIOBEJICHUH.

Onpoc pO3HUYHBIX €BPOIEUCKUX OAHKOB IMOKa3aj MPAMYIO CBSI3b OTHOLLIEHUS PYKOBOACTBA
(pMHAHCOBBIX MHCTUTYTOB K KaJl00aM, MOBEJEHUS KJIMEHTOB, Y KOTOPbIX BO3HUKAIOT NPETEH3UH, U,

€CTECTBEHHO, PAGOTHI ¢ Kano6aMu-. VIHBIMU CJIOBAMH, KJIMEHTHI 1yBCTBYIOT, KOIIA OPraHu3aLis BOC-
MPUHUMAET KaJlo0y Kak MOJapoK, a Korjga Kak Hem30exHoe 3J10. YIITyOJeHHOe HCCTIeJOBaHHe BYX
IIBEJICKUX OAHKOB TaK)ke MOATBEPXKIAET MPEIOIOKEeHHEe O TOM, YTO OTHOIICHHE PYyKOBOIUTEIIEH
(busMaIoB K MOCTYMAIOMIMM kaj00aM OKa3bIBaeT BO3/ICHCTBHE HAa OTHOIIICHUE COTPYAHUKOB K KJIH-
CHTaM U Ha MX OTBETHYIO PEaKIMUIO. Yuennie YCTaHOBUJIU, YTO YCIICHIHBIC PYKOBOAUTEIN HUCIOJIb-

% «iTunes» — MeJuaruieep AJIst TPOUTPHIBAHUS 1 CHCTEMATU3ALNHY ayquo— 1 Buaeodaiinos. [Ipenocrasiser focTyn K (pupMeHHOMY
oHnaiH-Marasuny iTunes Store. — ITpumeu. pedakmopa.

10 Texnmueckne UHTepderichl, NO3BONAIONIME TOTPEOUTEAM HOTyYaTh HEOOXOAUMBIE YCIIyTH Oe3 NPUBJIeUEHU s 00CITYKUBAIOLIETO
TNiepcoHaia KOMNaHuu. — [Ipumeu. pedakmopa.
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3YIOT JKaJIOOBI KAK OCHOBHOM MHCTPYMEHT /J1s1 (POPMHUPOBAHUSI TOTOCPOUHBIX CBSI3EW C KJIMEHTaMU

4
— NpeACTaBUTCIIAMUA MaJIOro 6I/I3Heca .

I/ITaK, KaKuM 06pa30M HUHTCPHAJIM3UPOBATL CTPATCTHUIO0 OTHOLICHUA K )Ka)'IO6C KaK K HO,HapKY?
Hauunarts HaJo C U3YyUCHHUA (peHOMeHa )KaJ'IO6bI.

Yro Takoe xkajunoda?

[Mporie Bcero omnpenenuTh kano0y Kak 3asBJICHHE O He ONpaBIaBIIMXCs OxuaaHusx. Ho
KanoOa OKa3bIBACTCS — U, OBITh MOKET, 3TO TOPa3[0 BaXHEe — BO3MOXHOCTBIO [l OpPraHU3aIuu
BEPHYTh PACIONIOKEHNE HEJIOBOJIBHOTO KJIMEHTA, YCTPAHUB HEJJOCTATKH YCIYTW WM ToBapa. Takum
o0pa3om, xkajioda ABJISeTCs MOJAPKOM, KOTOPBIN MOTPeOUTEb JieaeT opraHu3anuu. JIoOo ToIbKO
BBIMI'PAET, €CITU OEPEKHO PACKPOET «YMAKOBKY» M TIOCMOTPHT, YTO BHYTPH.

Ha niepBbiii B3JIsA]], CMBICIT aJI00BI TIOTPEOUTEIS 3aKJTI0YAETCsI B COOOIIEHUH O TOM, YTO €ro
HOBBIC JIKUHCHI MOCJIe CTUPKHU CEJIY WJIM TIOJIMHSLIHA, UCTIOPTUB TOpy CBET/IbIX Bemed. Ha Gonee riy-
OOKOM YPOBHE KJIMEHT JIaeT Mara3uHy, B KOTOpPOM ObUT IPUOOPETEH TOBAp, IIAHC MPUHATh MEpHI,
YTOOBI OH MPOIOJIKAN U Jajiee MOKYaTh Bl Y 3TOTO JKe MOCTABIIHKA.

Kaskercs, OyATO KJIMEHTKA MPOCTO KAJYeTCsl: TONBKO YTO KYILUICHHBIH TBLUIECOC HE COOTBET-
cTByeT ee morpedHocTsIM. OHaKO Ha OoJiee TITyOOKOM YpOBHE OHA TIPOBEPSIET CBOETO JuJIepa, Kelast
y3HaTh, MOKHO JI1 BEPHYTb TOKYIIKY.

BHernHe noTpeOuTeINTH KalyIoTcs Ha TO, YTO OHM KJ1aJIi O0JIee TPeX C MOJIOBUHON YacoB, YTOObI
MM HACTPOUJIM HOBBII JOPOrOCTOSIIMI KoMITbioTep. Ho Ha caMoMm fiesie OHM CUTHATM3UPYIOT O CBOUX
OIACEHUSIX 110 MOBOY 00lyMaHHOCTH MOKYIIKH — O CTpaxe, KOTOPbIi OyIyT KaX bl pa3 CIBITHIBATS,
CajIsSICh 32 ATOT KOMIIBIOTED.
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasinen OO0 «JIutpec».

IIpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB II0OJHYIO JIETaJIbHYIO 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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