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Lowcon [Lloyn uzeecmen Kax 2ypy Kyabmypvl 00CAYHCUBAHUSA. Y He20 CO8EPULEHHO YHUKATILHBIL

832140 Ha oobcayxcusanue Kiuenmos. Owu cuumaem, 4mo CHOCOOHOCMb KOMNAHUU
3apabameiéams O0eHbeU 3A6UCUM OM 6nedamieHus, KOmopoe 6ce COMPYOHUKU NPOU3BOOAM Hd
KAUEHMOo8. Dmo eneyamienue co30aemcs Kaiecmeom u d¢hghekmusHocmvio npooykma uiu yciyau,
Komopule npooaem KOMNAHUS, MOYHOCMbIO, HAOEHCHOCMbIO U ObICIPOMOU O00CIYHCUBAHUSA, A
maxoice OMHOUEHUEM K KIUEHM).

IIpouumas smy KHU2y, pyKo8ooumeu, MeHeoN cepbl 8bICULE20 U CPEOHE20 36EeHA YIHAIOM, KAK

MOMUBUPOBAMb COMPYOHUKOB NPEOOCMABIAMb CEPBUC BbICOYALULE20 YPOBHS, UMO NO3EOIUM
NOBbICUMb NPUOBLLILHOCMb KOMAAHUU, Y8ETUUUMb 0010 PbIHKA, 3A80€8aMb JNOAILHOCMb KIUEHMOB.

Ipusnannvle 1udepvl polHKA U YeMNUOHBI CEPBUCA MOSYM UCHOIb308AMb IMY KHUZY, YmMoObl
coenamov Kynomypy o00CAyducuéanus cmpamecueu Komnanuu. Mnodcecmeo unmepecHvlx uoel
Hatioym u npeonpuHumMament, jxceiaiowue obecneuums pocm ceoe2o buzHeca 3a cuem NnoGvluleHUs
VPO8HsL cepsucal.

Ha xonxpemmuwix npumepax llloyn oOoxaszvieaem, umo cepsuc — cmpamecus CHodb Hice
MOWHAR, KAK MAPKeMUHe, U CIOJIb JHce I peKmuenas, Kak 8blCOKOKAYECMEeH b NPOOYKM.

Kypc na nepsoxnaccuolii cepeuc — cmpameus uHMeEPHAYUOHATLHAS, NPUMEHUMAS 8 TH000L
cmpane. [lpumepvl nioxozo cepsuca cywecmeyiom 6 cmpaHax ¢ OASHUMU PbIHOYHBIMU
mpaouyusmMu, U aemop HpUEOOUM Npumepvl Kpaxa KpPYNHLIX KOMHAHUL UMEHHO U3-3d
He00CmAamoyHOU NPUBEPHCEHHOCIU Udee NePBOKIACCHO20 Cepaucd.
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IIpeoucnosue Kk pycckomy uz0aHuro

Heoasno s obpamuna énumanue — 6 cynepmapkeme, Kyoa s 00bIYHO 3aX0HCY NOCILE pAOOmMbl
3a npOOYKmamu, Kaccupvl Hadanu 208opums «/[obpulil eeuepy. Koneuno, um max eenenu, u nem 6
UxX 20710cax menua u UCKpPEHHOCMU, U pabomamv Jyuuie OHU He CMAIU, HO YMO-MoO MeHAemcs.
Komnanuu u ¢ Poccuu Hauunarom 3a0ymul8amuCsl 0 8AHCHOCIU CePBUca.

B axonomukax passumeix cmpan cgepa yciye cezoa 3aHumana sHavumenvHoe mecmo. Ho
Ce200Hs 2080pAM yice 00 IKOHOMUKe Cepsucd, 8 npomueosec cmapoli IKOHOMUKE NPOU3B00CMEa
moeapos. B cnucke xkpynueiwux xomnanui mupa Fortune 500 6ce meHbuie npouzeo0cmeeHHbix
KOMRAaHUl U ce 601buie KOMNAanuil u3 cgepwvl yciye.

Ha u camu mosapvl UBMEHUTUCL—CEPBUCHAS COCMABIAOWASA 3aHUMAem 6  HUX
Heomwemaemyro u ece bonvuyto yacmes. Mvl nepecmanu npomusonocmasisims mogapvl U yciyeu.
Camvle pasznvie opeanusayuu — OAHKU U MOP20Gble cemu, asuarunuu u Mumepnem-nposatioepul,
20cyoapcmeennvle,  MeOUYUHCKUue U obpazoeamenvhbvle  YupedtcoeHus, od U  MHO2Ue
npou3B00CmEeHHble KOMNAHUU — HA CAMOM Oelle 3aHUMAIOMCA meM, Ymo OKA3blearom yCiyeu —
KOMAAHUAM UTU JIFOOSM.

Kynomypa  obcnyocusanusa, — 6e3ycioeno,  bazupyemcs —HaA — mpaouyuu, HO MO0
Hedocmamoyno. Ha 3anaode xynomypy obcnysxcusanus yeieHanpasieHHo co30arm, mam 6 yucie
npouezo yuam cepeucy u paccMampusarom e20 KAk OOUH U3 BAMCHEUWUX CmpameuiecKux
uncmpymenmos. Ce200Hs, K020a OONLUUHCMBO KOMNAHUU Npednazaom oOUHAKO8ble moeapuvl No
CXOJCUM YEHAaM, Cepeuc cmajil meM KOHKYPEHMHbIM NpeuMyuecmeom, Komopoe nomozaem
KOMAAHUAM 8b10€TUMbCSL U 3AHAMb OOMUHUPYIOUee NOI0NHCEHUEe HA DbIHKe.

Cmpameeus cepsuca cmoum 6 0OOHOM pAOY C MapKemunzo8ou cmpameeueu. Pexiama u
MapKkemuHe npueieKkym KiueHmos, Ho Om 4e20 3a8Ucum, OCMAanymcs iU OHU 0080bHbI, NPUOYM JiU
K 8am CHO8a, 6YOym i peKOMEHO08aMb 84C CGOUM OPY3baM U 3Hakomwuim? Om Kauecmea cepsuca.

/a, xauecmeennwvlii cepsuc mpebyem 3ampam, HO OHU OKYNAMCA MHO20KPAMHO 0.1a200aps.
NOBbIUEHUIO YOO0BIEeMEOPEHHOCIU KIUEHMOS8, COXPAHEHUIO U POCMY KIUEHMCKOU 0a3bl, YEeaudeHUI0
npooasic u npudbwLiu. Ho umobvl npunocums npubviiv, cepsuc 00xHceH cmams cmpameuell.

Kax pazpabomamv u enedpumv cmpamezuio cepsuca 8 000U KOMIAHUU, PACCKA3bIBAem
kuuea [{ocona Iloyna «llepeoknaccHuiii cepguc Kax KOHKypeHmHoe npeumyujecmeoy. OHa
COBePUIUNA HACMOAWYIO DPEBOTIOYUIO 8 KYAbMYpe OOCIVHCUBAHUSA, 6bl0epHCald mpU U30AHUA 8
CIIIA, nepesedena na Opyeue A3bIKU U YCHEUWHO NPOOAemcs no 6Cemy mMupy. Imo He npocmo KHu2d,
a Hacmosiujee pyKo8oOCME0 K 0elicmsuio, cledys KOMmopoMmy bl CMOdCeme NoSMmopums, d Moxicem
Obimb  Oadice npeg3oUmMuU  pe3yibmamvl auUoepos cepsuca. Mol padvl, umo ce200Hs ModHceM
NPeoNoAHCUMsb 3MY KHULY POCCUUCKUM YUMATNENAM.

Aemop xnueu Jowcon Illoyn 3anumaemcs obyuenuem u pazsumuem nepcouHana yxce 35 nem,
bonee yemeepmu 6exa U3 KOMOPLIX OMOAH MPEHUH2AM O CO30AHUIO U NOOOEPIHCAHUIO BbICOKO2O
ypoeus cepeuca. B 1979 e., 3a00120 00 moeo Kax KOMNAHUU HAYAIU CO3ZHAMENIbHO 00pawame
BHUMAHUE HA KAYecmeo U Cepeuc, NoCmasus yelb NO8biCUMb NPOU3BOOUMENTbHOCHb NEPCOHAd,
JDicon paspaboman nepsylo 6 mupe HpoOcpAMMY 00yYeHUs OOCIYHCUBAHUIO KIUEHMO8. IDma
npocpamma, a makdxice nociedyrowue paspabomxu jeaiu 8 0CHO8y cmpameuu cepsuca [[cona
Hloyna — mowHo2o opyacus, 2omosoco nopasums Joovle yenu. Service Quality Institute,
npe3udeHmom Komopozo Aensemcs [xicon, nomozaem KOMNAHUAM 60 6CeM Mupe co30aeamuv U
noooepacugams Kyiomypy oobcuyscueanus kiuenmos. Ilo npoepammam Service Quality Institute
06yueno 6onee 2 man yenosek 6 40 cmpanax.

Knuea «llepsoxnacchulii cepguc Kax KOHKYDEHMHOE NPEUMyujecmeo» — 3mo €80e20 pood
IHYUKIONEOUs, PYHOAMEHMANTbHBIL MPYO, 8 KOMOPOM PACCMAMPUBAIOMCS 6Ce 2NA8HbIE 80NPOCHI
cepsuca, 6KIIOYAS NIAHUPOBAHUE U OP2AHU3AYUIO npoyecca, Haem, oOyuenue U MOMUBAYUIO
NnepcoHana, 0CHO8bl NOMPEOUMENbCKO20 N0BEOeHUsl U YOOBIeMEOPEHHOCMU KIUSHMOS, U3MepeHue
BNUAHUSL CEpBUCa HA KIlouegble NOKA3amenu O0esimelbHOCMU KOMNAHUU U OYEHK) pe3)Ibmamos.



Aemop npusooum 6 npumep 1UO0EPos cepsuca — KpynHeuuiue, U36eCmHuvle 60 8cemM Mupe KOMRaHuu,
Komopble coenanu Cmagky Ha 00cayxicusanue KiueHmos u oocmueau ycnexa. Ho npeoicoe ecezo smo
KHU2a O cmpameauy, O MOM, KAK HOIMANHO €030A6aMb U NOOOEPAHCUBAMb  KYIbIMYPY
obcnydcusanus, Kaxk coeramo ee gunocoghueli sauiet

KOMAAHUU, d BAWUX KIUEHMO8 — NPEeOaHHbIMU OpPY3bAMU, 20MOBbIMU NPUXOOUMb K 6aM
CHO8A U CHO8A.

Mur 6nazo0apuevr uzoamenvcmsy «Anvnuna busnec Bykcy 3a ummepec k meme cepguca,
NOMOMY YMO 3HAEeM, KAK CIONXCHO 2080pUMb O MOM, YMO 6Ce elje Bbl3blédem CKenmuyecKoe
omuouenue. Mol xomum nobrazodapumse 6cex, Kmo paboman Ha0 KHU2OU, KMo coenan éce, 4moonvl
gaule 3HAKOMCMEO ¢ Hell ObLI0 NPUANMHBIM U NOJIe3HBIM.

H30anue na pycckom a3vike YHUKATILHO 8 C80eM poode, 3Mo «08d 8 00HOM» — KHuea ¢ DVD.
Knuea oaem npeocmasnenue o [[cone [lloyne xax asmope, 21yb0KomM ananumuke u 3HAMOKe
gonpoca. Omo mekcm, KOMOPbIU XOUemcs yumams u nepevyumvlieamnv. llomumo meopuu, Knuea
HACHIWEeHA 02POMHBIM KOIUYECME8OM WILIIOCMPAMUBHO20 MAmMepuala: cmamucmuyeckue OaHHule,
pe3yibmamyl UCCLe008AHUL, ONbIM 8eOVWUX MUPOBLIX KOMHAHUU — 6Ce Mo oOenaem udmeHue
VBIeKAmenbHbIM U 8eCoMa NOJIe3HLIM.

DVD-0uck npedcmasnsem [[ocona [lloyna xax manianmiuso2o cnukepa u HAcmosiuezo 2ypy
cepeuca. J{ocon 3apsagxcaem dHepauel, U K KOHYY 8bICMYNIIeHUs 6 3ale He OCMAemcs HUK020, KMo
Obl ewje comHesancs 6 cuie KavyecmeeHnoeo obcayxcueanus. [con Illoyn — 2mo uenogex,
KOmopomy epsim, U 01 3Mo20 eCMb 8Ce OCHOBAHUL.

Iicon [loyn pazsusaem memy cepsuca u 6 opyeux kuueax — The Customer is Boss,
NOCBAUeHHOU 3awume npas nompeoumenel; e-Service— 0 pegoOYuUU, KOMOPYIO COBEPUIUT
Humepnem 6 obOcayocusanuu kiuenmos, Loyal for Life — wHogou KHuce, 6 KOmMopou
pacckazvléaemcs 0 mom, KaK UCHPAGUMb OWUOKU 8 O0OCIYHCUBAHUU, KOMOpble Heu3De#CHvl 6
pabome 10001 KOMAAHUU, U COXPAHUMb NPU IMOM JOATLHOCMb KIUCHMOS.

Knuea aopecosana 6 nepsyro ouepedv pyko8oOCcmey KOMNAHUL, MeM, KMo omeeuaem 3d
paspabomky u eneopenue OuHec-cmpame2uti U pazeumue KOMnanuu 6 yeaom. Mnozo noiesnozo 6
Hell Hatdym pyKogooumenu omoenoé no pabome ¢ KIUSHMAMU, A OUPEKMOpd NO NePCOHATLY
NOYEePNHYM HeMalo UHMEPECHbIX UOell U3 21as, NOCEAUJEHHBIX 00YUeHUI0, PA36UMUI0 U MOMUBAYULU.
Mooicno ¢ yeepennocmoio ckazams, ymo kHuea /[couna Llloyna — onsa écex, kmo xouem u 20mos
cosepuums pegoaoyuio 8 0OCIYHCUBAHUU KIUEHINOE CBOUX KOMNAHUIL.

Buvixoo knueu «llepsoxnacchulii cep8uc Kax KOHKYPEHMHOE HpPeuMyuwecmeoy Hda pPYCcCKOM
A3bIKe — 2MO, 0e3YCI06HO, 8ANCHBIU Wa2 68 HANPAGIeHUU CO30AHUs KYIbMYpbl 0OCIYHCUBAHUSA &
Haweti cmpane. Kpome mozo, menepb u 6 Poccuu ecmv 6o3modxcnocms npoumu odyuenue no
npoepammam [cona Lloyna.

Komnanus Service First sensiemca oguyuanvnvim napmuepom owcona Illoyna u Service
Quality Institute ¢ Poccuu u CHI'. Service First cneyuanusupyemcsi Ha 00y4eHUu NepcoHana
UCKYyCCm8Y — 00CIYHCUSaHUsi KIUEHMO8 U npeodiazaem KOMNWIEKC YY4eOHbIX NpocpamMm U
MOMUBAYUOHHBIX KAMNAHUU O]l COMPYOHUKO8 6CeX YPOGHeEll, Om psii08020 NepCoOHANd 00 MON-
MeHeO0HCMeHmMa, 8 CaAMbIX PAZHLIX OMPACTSX.

Hckpenne Haoderoco, umo «kHuea «llepsoknaccuwiii  cepsuc  Kak — KOHKYpEeHmMHOE
npeumywecmseoy u npeonazaemvle Komnanueil Service First npocpammvl cmanym yeHHbIM
UHCMPYMEHMOM, C NOMOWbIO KOMOPO20 6bl CMOdCeme c030amsv 00JN20CPOUHOE KOHKYPEHMHOE
npeumMyuwecmaso u 00Cmuib HeObIBANbIX 8bICOM 8 C80eM OusHece.

HKenaio eam yoayu!

Ceemnana Aspyykas,

Lupexmop SQI Russia, Service First

OT aBTOpa



51 xouy moOnaromapuTh Bcex coTpyAaHHKoB Service Quality Institute 3a MX HeoleHHMYIO
MIOMOILb IPY HAIIMCAHUM 3TOW KHUTH U B paboTe Haj TpeTbUM u3fanueM: Pozamnen dapost, Moero
BULIETIPE3UACHTA; Xel3en bpayH, MOEro MCIOJIHUTENBHOTO AUPEKTOpA B TEUEHUE MOCIEIHUX 29
JeT.

Mosi ceMbsi TIOCTOSIHHO TOAJEpXKHBajla MEHS B Moell (aHATUYHON NMPUBEPKEHHOCTH HJEe
KadecTBeHHOTro ceppuca. OrpomHas OarogapHocTs Ilat, Moeit cyTHHIIE )KM3HU BOT yXKe 25 JIeT,
Kpucrtune u Matero. Most maTh, Arnecc Illoyn, BocniuTaia BO MHE YyBCTBO YBEPEHHOCTH U YMEHHE
LIEHUTh ce0s1 — OHU HEMAJIO IOMOIJIM B IOCTHXKEHUU MOUX LeJIeH.

Ho rnaBHoe, s1 xoTen Obl MOOIAroAapuTh THICIYM JIIOJEH — KIMEHTOB, C KOTOPBIMU MHE
J0BeNoCch paboTarh 3a mocieaHue 30 JeT U KOTopble NOMOINIM MHE C(HOPMHUPOBATh KOHIIEMLUIO
9TOU KHUTH.

BeedeHue

YeM nosie3Ha 3Ta KHUra?

Bbl ycranu cinymaTh M 4MTaTh O TOM, CKOJIb HU3KUM CTall ypOBEHb oOcCIyxuBaHus? Bam
HACKYYMJIM TYCThIE CIIOBA O BAXKHOCTH KAa4eCTBEHHOT'O CEpBHUCA ISl BallUX KJIMEHTOB U Balllei
npuOBLUTH? BBl TOTOBBI MEPEUTH K aKTUBHBIM JIEHCTBUSAM? 3HAUUT, 3Ta KHUTA JIJIS Bac.

MaccupoBaHHasi aTaka MOJHBIX B TIOCJIEIHEE BpPeMsl KHUT W CTaTed, MPOIOBEIYIOIINX
HEe0oOXOIMMOCTh KauyeCTBEHHOTO cepBHca, yOedamna Jae CaMbIX 3aKOpEHENbIX CKeNnTHKOB. K
COYKAJICHUIO, aBTOPBI HE OOBSACHSAIOT, KaK PEaTn30BaTh Ty UACK0 Ha MPAKTUKE. 3ajada 3TON KHUTH
— CHaOAUTH Bac 3()pPEeKTUBHBIMU UHCTPYMEHTAMHU, C TOMOIIBI0 KOTOPBIX BbI CMOKETE BOIUIOTUTH B
KHU3Hb YK€ JOKAa3aHHOE: CEPBUC — CTPATETHUS CTOJIb K€ MOIIHAS, KaK MapKETUHT, U CTOIb XKe
s¢dekTuBHAs, KaK BBICOKOKAYECTBEHHBIH MPOAYKT. ITa CTpaTerus IMO3BOJIAET KOMIIaHHUH
MaKCHMaJIbHO Pealn30BaTh CBOW MOTEHIIHAI.

Orta KHMra noJpoOHO, 1Iar 3a IIaroM Hay4HMT Bac, Kak pa3paboTaTb M BHEAPUTH CTPATETHIO
CepBHCa, MPUHOCSIIYIO TAPAaHTUPOBAHHYIO MPUOBLIT.

CriocoOHOCTh KOMITAaHUU 3apalaThIBaTh JEHBIY 3aBUCUT OT BIIEUYATIIEHUS, KOTOPOE BCE €€

COTPYOHUKHA TPOU3BOJAT Ha KIUEHTOB. OJTO BIICUATIICHHWE CO3/Iae€TCS KAadeCcTBOM U
3¢ (HEeKTUBHOCTHIO TOBapa WM YCIyTH, KOTOpPbIe MPOJaeT KOMIIaHUs, TOYHOCTBIO, HAJEKHOCTBIO U
OBICTPOTOM 0OCTYKUBAHUS, @ TAK)KE OTHOIICHUEM K KIHEHTY. Bech KOJIJIEKTUB — OT FeHEPaTbHOTO
JTUPEKTOpa 10 CaMbIX HU3KOOIUIAYUBAEMBIX COTPYIHUKOB — BIIMSIET (XOTS U B pa3HOM CTENEHH) HA
penyTanuoo KOMIaHud U (HOPMUPYET OTHOIIEHUE K HEH KIMEHTOB M oOmecTBeHHOCTH. [loaTomy
HUCKYCCTBY OOCITY)XMBaHHS CleAyeT o0ydaTh BCEX COTPYJHHUKOB, OCOOEHHO Te€X, KTO
HEMOCPEACTBEHHO KOHTaKTUPYeT ¢ KiIWeHTaMmu. [loMHUTE: yMeHHe OOCTYyXHBaTh IPYTHX —
OTHIOJb HE BpOXIeHHas depra. WM mamee mocine oO0ydeHUs MOTHBAIUSA (MPUBEPKEHHOCTH)
COTPYJTHUKOB TpeOyeT MOCTOSHHOTO MOAKPETIIICHHSL.

B 1979 r., 3amonro mo Toro, Kak CEpPBUC CTAJl MOJHOW TEMOH, sl pa3paboTasl 00yJaromnIyro
MPOrPaMMy C IIeJIbI0 TTIOMOYb KOMITAHUSIM H3MEHUTH OTHOIIIEHUE U TTOBEICHUE CBOMX COTPYIHUKOB.
K Tomy BpemeHH s yke IeBATH JIET 3aHUMAJICSl KOHCYJIBTUPOBaHHEM U 00ydYeHHEM NepcoHaIa.

S Buzaen, Kak KOMITAHUU TPATAT MUJUIMOHBI JOJUIAPOB HA PEKJIaMy B CTPEMIICHUU TPUBIIEYb
HOBBIX KJIMEHTOB — JIMIIb ISl TOTO, YTOOBI TOTOM O€icOOMBbHBIMU OuTamMu (00pa3HO BBIPAKASICH)
ororHate ux. CTpaHHas TakTWKa, AyMan s. Ecnu Obl 9TH KOMITAHWM XOPOIIO OOCITYKHBAIIU
MIPUBJICYEHHBIX PEKIAMON KIIMEHTOB, YTOOBI T€ MOYYBCTBOBAIM, YTO UX JIOOAT U IIEHST, OHU OBI
yaep Kaliv ToJIaBJstonee OOIbITUHCTRBO.

Cucremoii o0yueHus, pazpabotanHo MHOU B 1979 r., MOMB3yIOTCS MUJUTHOHBI JIFOJEH BO
BceM mupe. OHa Hemoporas, yaoOHas W TOHSATHAs JIJsl PSAAOBBIX COTPYJHUKOB, a HE TOJBKO JUIS
PYKOBOJICTBA U MEHEKEPOB 110 00yUEHHUIO.



Knura, xoTopyto BBl JE€pKUTE€ B pyKax, HalHMCaHA Il PYKOBOJIUTENIEH — MEHEIKEPOB
BBICILIETO U CPEIHEr0 3BeHa, KOTOPHIE OMpEAeNsAioT YPOBEHb CEpBHCAa B KOMIIAHMM: OHU PEIIAIOT,
9T0 OYAYT JeJaTh COTPYAHUKH, HEMOCPEACTBEHHO padOTaloNUe ¢ KIMEHTaMH, KaK OHU 3TO OyayT
Jenath, W, TJIaBHOE, OyIyT JM OHM BoOOIIe uTO-1H0O0 AenaTh. VIMEHHO MeHeIKepbl T'OBOPAT
COTPYIAHHKAM, YE€TO OT HUX OXKUIAIOT C TOYKH 3PEHUS IIPEIOCTABICHUSA CEPBUCA, KOHTPOIUPYIOT U
OIICHUBAIOT UX PaboTYy.

HpI/IBHaHHBIC JIMACPBI PbIHKA U YCMIIMOHBI CCPBUCA MOT'YT UCIOJB30BATh 3TY KHUTY, ‘ITOGBI
CeNaTh KyJbTYyPYy OOCITY>KUBaHHsI CTpaTeruell KOMITaHUU. MHOKEeCTBO HHTEPECHBIX WJeH HAUIYT U
MpeNPUHIMATEIH, JKeTarIIue 00eCeYnTh POCT CBOETO OM3HECa, MOBLICHB YPOBEHb CEpPBHCA.

Ho HecMoTpst Ha Bce TOBOJIBI M pacCyA€HUs (BIIOJIHE CIIPaBEJIMBbIE) O POJIM PYKOBOJICTBA B
NPEOCTaBIEHUN KAuyeCTBEHHOTO CEpBUCA, OyIeT HEMPOCTUTENbHOM OIMOKOW CYUTaTh, YTO
o0y4aTh CepBUCY HY>KHO TOJBKO PYKOBOJCTBO KOMMaHHH. /[0 B ToM, uTo moutu 95% (akTopos,
BJIMAIOIIUX Ha PCIMyTAlMIO KOMIIAHHWMW B TJla3aX HMCIOMUXCA W TMOTCHIUAJIBHBIX KIMCHTOB,
HAXOJUTCS B pyKaxX PSAOBBIX COTPYIHHUKOB. Jlaske eclii MEHEIKep Ha CaMOM JieJie HEBBICOKOIO
MHEHHUA O JIMYHBIX Ka4yeCTBAX CBOUX MNOAYHMHCHHBIX (‘ITO B BEICIIEH CTEIIEHU HCIIPAaBUJIBHO U
HECIPaBEeJINBO), UMEHHO 3TH JIIOJIU TJIaBHbIE C TOUKH 3PEHUS 00CTY>KUBaHUS KIMEHTOB. MIMEHHO
OHM CO3/Ial0OT BIIEYATJICHHE, U3 KOTOPOTO CKJIAJIbIBAETCS penyTanus Bcei kommanuu. [lostomy um
0co0eHHO HY»XHO oOy4denue. M 310" o0ydeHrne CTOUT JCHET.

Ho cerogHss MHOrMe KOMIIaHMM BOOOIIE HE OO0YyYalOT CBOMX COTPYIHHUKOB HCKYCCTBY
oOciyxuBaHusi. OHU TOJIBKO PEKJIAMUPYIOT, MPUYEM BeChbMa OXOTHO, CBOM «IPEBOCXOIHBIN
CCPBUCH. HO-BI/II[I/IMOMY, PYKOBOACTBO HAACCTCA, UTO UX HNOAYUHCHHBIC MNPOUYUTAIOT PCKIIaMy H
couTyT ceOsi 00s3aHHBIMH BOTUIOTHUTH B JKH3HB 3TO oOemanue. Umes oOydeHUs U MOTHBAIMH
COTPYTHUKOB, KOTOpPBbIE HEMOCPEJACTBEHHO OOCTYXHMBAIOT KIHUEHTOB, IUIIOC KOHKPETHBIE
MHCTPYKLHUH, «KaK 3TO C/IeTaThy», — BOT JBa TJIaBHBIX CTOJIIA, HECYIHE Ha ce0e BCI0 KOHCTPYKILIHUIO
ATOM KHUTH. DTU UJEHU CTAIIU:

* OCHOBHOW MPUYNHOM, MOOYIUBIIIEH MEHS HAITUCATh ATy KHUTY;

* OTJIMYUTENBHON YepTOil, BBIIENSAIONIECH 3Ty KHUTY Ha (JOHE APYTUX KHUT HA TEMY CEpBHCA.

[IpounTaB 3Ty KHUTY, BbI IOJIYYUTE KOHKPETHBIE UJIEU U METOIbl, IPUMEHUMBbIE Ha MPAKTUKE;
y3Haere, Kak C(QOpPMHUPOBATH Y COTPYIHUKOB HEOOXOJUMBIE HABBIKH, KOTOpBIE CTaHYT IS
KOMITAaHUU MOIIHBIM JBUTATEJIEM Ha MYyTH K NPUOBLILHOCTH, OOJbIIEH J0J€ PhIHKA U JIOSUIBHOCTH
KIINCHTOB.

Kak nmocTpoeHa 3Ta KHUTa

Kaura cocTouT u3 OTAeNbHbIX, (PAKTHUECKH CaMOCTOSTENbHBIX 0I0KOB (Tn1aB). Kaxkgas rimasa
MOCBSIIIEHA OMpEJeIEHHON TeMe W JaeT Kak COOCTBEHHO HH(OpMAIUIO, TaK M HHCTPYMEHTHI,
MO3BOJISIIOIINE €€ UCTIONb30BATh.

I'maBa 1 comep>XUT MHOXKECTBO (PaKTOB, CTATUCTUYECKHUX JAHHBIX U YOAUTENbHBIX JOBOJOB,

KOTOpBIE BBI C YCIIEXOM MOXKET€ HCIIOJIb30BaTh B CBOMX JIOKJIA/IaX M CIYKEOHBIX 3aIHCKaXx.
['maBHOE MpeuMyIEeCTBO KAUECTBEHHOTO CEpBHUCA — €ro MOJIOKUTEIbHOE BIUSHUE HAa NMPUOBLIb
KOMITaHUH.

XOpommii CepBUC — ATO HE 3aTPaThl, & BEICOKOJOXOHbIE MHBECTULIMH. [I[prMepbl MUPOBBIX
munepoB — General Electric 1 Home Depot, npencraBneHHbIe B r71aBe 2, IOMOTYT HOHSATH, IIOYEMY
KauecTBEHHOE 00CIyKUBaHUE TaK BaXKHO JJIs TPOLBETAHUSI KOMIIAHHH.

W3 cnenyrouux riaB Bbl y3HAETE, KaK U € YETO HA4YaTh: TJIaBa 3 MOCBAIICHA [JIAHUPOBAHUIO, a
riaBa 4 — BOIpPOCaM OpraHU3alNM.

['maBa 5 mocBsiliieHa OCHOBE OCHOB — KaK y3HaTh, YE€rO0 XOTSAT Balld KJIMEHTHI, YTO BbI
JOJDKHBI clieNaTh, 4yTOObI 3aBOEBATh MX JOBEPHE U JIOSUIBHOCTh. OJTO HAWBaXHEHIIWH Imiar B
pa3paboTKe CTpaTernu cepBuca JIt0OOH KOMMaHWH. Y3HalWTe CBOMX KIUEHTOB, M3YYHTE UX —
HEJOCTaTOYHO MPOCTO BCTaBUTh B IUIAH PabOThI pe3yJbTaThl HAIMOHAIbHBIX HCCIIETOBAHUM



MOTPEOHOCTEN U 3apOCOB MOTPEOUTENEH.

JIroOast mporpaMMa MOBBIIIICHHUST KaueCcTBa cepBUca OyneT OyKCOBaTh, €CITM €€ aKTUBHO HE

MOJICP)KUBAIOT BCE COTPYJHHMKH KOMIAHMM. BOT mouyemy si BKIIOYWI TJaBy 6 O TOM, Kak
MIPUBJIEYb KIMEHTOOPHUEHTUPOBAHHBIX COTPYIHUKOB. OCHOBHAsI MBICJIb ATOW TJIaBbl 3aKJIIOUAETCS B
TOM, YTO CIIOCOOHOCTB K paboTe C KIMEHTOM — BPOXJIEHHOE KauyeCTBO, eMy HEBO3MOXKHO OOYUYHTh
(3a peIKUM UCKIIFOUCHHEM ).

Ho naxe mroau ¢ BBICOYANIIUM ITOTEHIIMATIOM HYXAAK0TCA B MoTuBanuu. [loaromy rnasy 7 s

MOCBSITHJI METOJIaM MOTHBAIIUU B CTPATETUH CEPBUCA.

Crenyromye TpH IJ1aBbl — IUIOTh M KPOBb 3TOM KHUTH. UUTaTeI0 MOTpeOoBAIUCEH ObI T0ONTHE
roJpl, 4YTOOBI TMPEJCTABICHHYIO 37ech HMH(OpPMALMIO CcOOpaTh M3 PA3IUYHBIX HCTOYHHUKOB.
[TpuBeneHO MHOTO KOHKPETHBIX MPUMEPOB M3 ONbITa KOMIaHui, padotaronmx kak B CIIIA, Tak u
10 BCEMY MUDY.

I'maa 8 OyauT TBOpUYECKOE BOOOpaKEHHE YHWTATENs, 3HAKOMS €ro C CEpPBHCHBIMHU
MporpaMMaMiu CO3JIaHUsl M TOJAJIepKaHus JOsUIbHOCTU. [7aBa 9 conmepkuT psAj «OCHOBHBIX
MPUHIIUIIOB KAaYEeCTBEHHOTO OOCITYXMBAaHHUSA», M3 KOTOPHIX YUTATENIb MOXET BBIOpaTh Hamboiee
MOAXOIAIINe A ero Komrnanuu. B rmase 10 onucaHbl NPOEKThI, KOTOPbIE MPUHECIH HAUOOIIBIIYIO
npuOBIb — ATH PE3YNbTaThl BBI3OBYT BOCXHUIIEHHE CaMBIX CYpPOBBIX TOI-MEHEIKEPOB.
Copep:kaHue 3TOM riIaBbl — TsKENas apTHIIIEPUs, KOTOpasi MOMOXET T0OUTHCS MOAJIEPKKH Balllen
MIPOTPaMMBbI CO CTOPOHBI CKENITUYECKH HACTPOEHHBIX MEPBBIX JIUL KOMITAHUH.

Ho mano 3amyctuth nporpammy. Heob6xoaumo moaaep uBaTh €€ U PEryjisipHO MPOBOJUTH
«IpoUIaKTUYECKHEe MEpOIpHsITUs». B rmaBe 11 roBoputcs, 4To BBl TOJDKHBI MPUIATH UMITYIIBC
HOBOW mporpaMme OOCIY)XMBaHUS KIHUEHTOB, YTOOBI OHa HalOpasia HEOOXOAMMYKO CKOpPOCTD,
OLICHUBATh €€ MCIIOJHEHHE, BBIABIATH CIIydad HEYAOBJIETBOPEHHOCTH KIMEHTOB M YCTPAHATH MX
MIPUYMHBI, & TAKXKE OMPENENSITh U COXPAHITh UCTOUHUKH YIOBJIETBOPEHUS KIHNEHTOB.

B rnaBe 12 paccmatpuBaetcs pabora ¢ xanodaMu: Kak TOMOYb KIMEHTY BBIPa3UTh CBOE

HEJIOBOJIbCTBO, KaK MPEAYNPEANTh KajdoObl (KOraa 3TO BO3MOXKHO), Kak TNEpeyoeauTh W
yliep>KaTh HEJIOBOJIbHBIX KIIMEHTOB.

N3 rtnmaBel 13 BBl y3HaeTe, Kak pa3paboTaTh COOCTBEHHYIO KOPIIOPATHBHYIO CHCTEMY
o0y4yeHus. 31ech NpencTaBieHa WH(GOPMAIHS O HOBEHIIMX METOAax oOydeHus, o pazpaboTke U
odopMIIeHNH MaTepranoB, KOMMYHUKAaTUBHBIX TEXHUKAX U IPYNIOBON JUHAMUKE.

Orta KHMTa B IIeJIOM HAy4YHUT Bac, Kak CO3JaTh W BHEIPUTh CTPATETHIO KayeCTBEHHOTO
oOcCiTykKMBaHUs, KOTOpash YBEJIMYUT Bally NPHUObUIb, MOBBICUT YpPOBEHb YIOBIETBOPEHHOCTH U
JOSATIBHOCTH KJIMEHTOB. JOBOJBHBIE KIMEHTHI MOKYMArOT OOJNbIIE W Yalle, OHM He YXOIiIT K
KOHKypeHTaM. Pacmpenue 0a3bl TOCTOSHHBIX KJIMEHTOB KaK €CTECTBEHHBIH pe3ysbTar
MIPEJOCTABICHUS] XOPOIIET0 CEepBHUCA CHMXKAET NMOTPEOHOCTh B pekiaMe W MapkeruHre. [louemy?
[ToToMy 4TO OTHBIHE rOpa3 0 MEHbIE KJIMEHTOB OYyIeT yXOJIWTh K KOHKYpPEHTaM, OCTaBIIss 3a
co00# MyCTOTY, AJIsl 3aMIOJTHEHUS KOTOPO# TpeOYIOTCSI HOBBIE KJIMEHTHI, IPUBJIEKaeMble PEKIaMOi U
MapKETHUHTOM.

I'raea 1. KauecmeeHHblil cep8uc sauie cekpemHoe opyycue

KAK 3APABOTATDb AEHBI'M HA OBC/IYKUBAHUU K/IMEHTOB

CeroaHs, B YCIOBHSIX JKECTKOW PHIHOYHOW KOHKYPEHLUH, PELIAONIM (pakTopoM
IUIl JOJITOCPOYHOI'O IIPOLBETAHUS KOMIIAHMM CTAHOBATCSI NPOYHbIE JOBEPUTEIIHHBIC
OTHOLUECHHMSA C KineHTamu. KadecTBeHHOE 00CiIyKUBaHUE KIMEHTOB — HE TOJIBKO OJHO



W3 KOHKYPEHTHBIX TPEHUMYINECTB, BO MHOTHX cdepax JesTeNbHOCTH 3TO CTalo
€/IMHCTBEHHBIM KOHKYPEHTHBIM TpEeUMYINecTBOM. KadecTBO 00CITy)KUBaHHS — HOBBIA
CTaHJIapT, IO KOTOPOMY KIIMEHTHI CYJSIT O KA4eCTBE IPOIYKTA.

Yunvam brno, napmuep, Strategic Management Practice, Coopers

&amp; Lybrand Consulting Group (Toponumo)

He Bo Bcex KOMIaHUSAX MOHUMAIOT, YTO 0OCTY)KMBaHUE KIMEHTOB — 3TO, IO CYTH, TPOJAXKH.
[Touemy? Jla moTomy, 4TO Xopoiiee 0OCTyKUBAHUE 3aCTaBUT KJIMEHTA MPUXOAUTH K BaM yalle U
nokynathb y Bac Oousbiie. CoOrJIacHO MCCIIEJOBaHUI0 AMEPHKAHCKOM acCOIMAllMd MEHEIKMEHTa
[American Management Association], MOCTOSHHBIE KJIMEHTHI, KOTOPBIE TIOKYMAIOT y BaCc CHOBAa U
CHOBa, MOTOMY YTO WM HpAaBUTCS OOCITyKHUBaHHe, oOecreuuBaroT B cpeaneM 65% oOopora
KOMITaHUH.

OpnHa U3 rIaBHBIX IPOOJIEM 3aKITI0YAeTCs B TOM, YTO MEHEKEPhI HE JKEIal0T pacCMaTpUBaTh

o0ciTykMBaHHE KJIMEHTOB KaK MApKETHHTOBYIO CTpaTeruto. MHOTrMe CKIOHHBI CUUTATh €ro
YeM-TO BpOJIE MOCIENPOJAKHOTO OOCITY>KUBAHHS, OTHOCAIIETOCS K COBEPILIEHHON CHENKe, a He K
OyIyIIMM MpoAakam.

Ho uccnenoBanus mokas3bpIBalOT, YTO IS MHOTUX KOMITAHUW TOBBINIEHUE KayecTBa CepBHCA
CTaHOBUTCS Oojiee 3(PGEeKTUBHBIM MHCTPYMEHTOM YBEIWYEHUs 00BbeMa MpOoJaX M MPUOBLIN, YeM
MapKeTHHT, MPOJBIKCHUE WM pekiama. U s mojo3peBar, 4To B KOMIIAHUAX, T/I€ Pa3pabOTaHbI
MPOJyMaHHbIe, TPAMOTHbIE CTpaTeruu padOThl C KJIMEHTaMH, 3TO HampaBiIeHHE AEsITeNbHOCTH
NPUHOCUT OOJBIIE YUCTONW NpUOBUIM, YeM HayyHbIe HCCIEIOBaHMA M pa3pabOTKH, BHEAPEHHE
HOBBIX MPOJYKTOB U 00OPYIOBaHUS, IIUPOKUI aCCOPTUMEHT, IPOAaka B KPEIUT U JIIOObIE Ipyrue
CTpaTETHH.

Kypuan Electrical Contractor 3ameTnn: «B HameM OpHEeHTHPOBAHHOM Ha CEPBHC OOIIECTBE
KayecTBO OOCHTY>KMBaHHs CTajlo Topa3no Ooyiee BaXHBIM (PAKTOPOM ycmexa KOMIIaHWU, YeM
KauecTBO ee Mpoaykra. M Te KoMmaHuM, KOTOpbIE HAYT IO IYTH COBEPIIEHCTBOBAHUS CBOETO
CepBHCa, NOTYYal0T HECOMHEHHOE KOHKYPEHTHOE IPEUMYIIECTBO HAJ TEMH, KTO B 3TOM OTCTAaeT».
UTo06b! JOOUTHCS 3TOTO MPEUMYIIECTBA JIJIs Ballle KOMIIaHUU, HEOOXOAUMBI CIIEAYIOIIUE YCIOBHUS.

1. TIpuBepEHHOCTb PYKOBOJICTBA. DTO TIJIaBHAS MPENINOChUIKA IS yclieXxa MpOrpaMMBI
MOBBILIECHUS YPOBHSI 00cykuBanusa. He cTouT npuberats kK rpOMKUM PEKJIAMHBIM JIO3YHTaM,

MPOTNOBEAYIONIMM OOCIy)KMBaHUE KIUEHTOB B cTwiie «Mbl Bac JOOMM», €ClIM BBICIIEE
PYKOBOJICTBO HE BEPUT B UHAMBHUAYAIbHBIN MOAXOA K KaKJOMY KIMEHTY M KaueCTBEHHBIH CEPBHC
CTOJIb JK€ UCKPEHHE U CHITHHO, KaK B CEMEHHBIC IIEHHOCTH, TATPUOTHU3M H MIPUOBLIH.

Bce crmoBa ¥ MOCTYNKHM TOIN-MEHEIKEPOB JOJDKHBI  CBHJIETENBCTBOBATH 00 HX
MIPUBEP)KEHHOCTH 3asBIEHHOMY NpHHIMIY. K cokaneHuio, 3a MHOTHE Tojibl paboOThl B 00jacTu
oOyueHusi OOCITY)KMBaHHUIO S HE TepecTaBajl YIUBIATHCA MPHUBEPKEHHOCTH PYKOBOJCTBA...
00CITYKMBaHUIO TTyCTHIMH CIIOBAMH.

2. Jocrarounoe ¢uHancupoBanue. Kommanuss OXOTHO BBIIENSET CpEICTBa Ha
npoeCCHOHATBHYIO Pa3pabOTKy U pealn3alnio CTPATeTu CepBHCA.

3. 3aMeTHOe yIydlIeHHE KadecTBa oOcCiyxkuBaHus. CepBUC YIIy4IIaeTcsl HACTOJBKO, YTO
KJIMEHTHI 3aMEYaloT 3TO M, KaK CJIEJICTBHE, CUYMTAIOT, OyJTO KauecTBO MPOJYKTa (Ocs3aeMoe WU
Heocs3aeMoe) Takke yiaydmuioch. OOcnyKMBaHUE KIMEHTOB B Balllell KOMIIAHWU JIOJDKHO CTaTh
3aMETHO JIy4Ille, YeM Y KOHKYPEHTOB.

4. OOyuenue. COTpyJAHHMKH TIIATEIHLHO OOYYAIOTCS TOMY, KaK pealii30BaTh CTPATETHIO
CEpBHCA, OTBEYAIOLIYI0 KOHKPETHBIM HYKJaM M 3arpocaM Bamux kiueHtoB. C 1980 r. s ynopno
MBITAIOCh BHYIIUTH KOMITAHHSAM HJIEI0 O BaXXHOCTH OOy4yaTh Bech KoOJIJIEKTUB. K coxanenuro,
KOMITAaHUU OOBIYHO TMpeHeOperaT OoO0y4YeHHEM CBOWX COTPYAHHKOB HUCKYCCTBY OOCIYXKMBATh
KJIMEHTOB, XOTS MMEHHO 3TOT IMOAXOJ MOTr Obl OONbLIE OTPa3UThCS HAa MX NPUOBLUIH, YEM BCe
OCTaJbHBIC YCUITHSI.

5. OTHOIIEHUST BHYTPH KOMIIAaHUHU. B pO3HWYHOM MaraswHe OTAeNl O(pOpMIIEHUS TOPTOBOTO
3ajia ¥ MPOJIAaBIIbI TOJDKHBI IOMOTaTh JIPYT JIPYTY MPEICTABUTh TOBAPHI U YCIYTU TaKUM 00pa3oM,
yTOObl  O0ECreYuTh MaKCHUMaJbHOE YJOBIETBOPEHME W  JIOSUIBHOCTh ToOKymnarenei. B



HpOHBBOI[CTBGHHOfI KOMIIaHHUU OTHACI TCXHUYCCKOI'O OGC.Hy)KI/IBaHI/IH 148 HpOI/I?)BOI[CTBeHHBIﬁ OTOCII
TECHO B3aWMOJICHCTBYIOT MEXKIY COOOM, CTpPEeMsICh K OOIIeH Iear — MPEIJIOKUTh KIUEHTaM
BBICOKOKAQUYCCTBCHHBIC HpOIIyKTBI H, KakK CJICACTBHUC, 3aBOCBATh HUX JOAJIBHOCTB. PaBHbIC
MOoApa3AeNIeHUs TOMOTAIOT APYT IPYTY, a HE TAHYT 0JIesI0 Ha ceOs.

6. Yyactue Bcex COTpYAHUKOB. Kaxniplii COTpYyIHUK JOJDKEH MOHMMAaTh, YTO €ro paborta
BIIMSET HAa BOCIPHUATHE KIMEHTOM KadeCTBA CEPBHUCA M JIa)Ke KauecTBa MPOJYKTa — HEBAXKHO, KaK
JAJICKO HaAXOIUTCA OH OT «JIMHUU (prHTa» n HCHOCpeHCTBeHHOFO OGH.ICHI/IH C KJIMCHTaMHU. BOT
movyeMy si mo3amMcTBoBasl y ['pynmbel mepcrnekTuBHoro meHemkmeHTa [Advanced Management
Group]| nmpuUHIUI BCEOOIIETO yyacTus U HJI€I0 MOTUBAIIMOHHBIX KaMIIAaHUH CPEIH COTPYIHHUKOB.

KOMITIAHHA SATURN

Kommanust Saturn Obmia co3gana General Motors ¢ [enbl0 COCTaBUTH JIOCTOWHYIO
KOHKYPEHIIUIO SIMOHCKUM IPOU3BOIUTENSIM aBTOMOOUie. UToOb KOHKYpUPOBATH C SITOHCKUMH
mamrHamu, General Motors 10iKHa Obljla CHU3UTH II€HBI M TOBBICUTH KAU€CTBO CBOEH MPOITYKIIHH.
JlJis TOBBINIEHHS KadyecTBa M MPOM3BOJUTENILHOCTH TpyJa BCE COTPYIHUKHM KOMIIAHMU Saturn
eXKeromHo mpoxomwmn 92-yacoBoe oOydenume (okono 5% pabouero Bpemenu). B 2001 r.
MPOJIOJDKUTENIBHOCTh  OOydeHUsI Juisi  WIeHOB Tpodcoro3a pabOTHUKOB — aBTOMOOMIIBHOM
npomsiiieHHOCTH [United Auto Workers] cocraBuia 131 uwac Ha Opurany. [Ing menemxmeHTta
HU3IIET0 3BEHA 3TOT MOoKa3areab cocTaBuil He MeHee 80 yacoB. HoBbie

COTPYIHUKU JOJKHBI OBLIM TMPONTH MIECTUHEICTbHBIC MOJTOTOBUTEIBHBIC KYPCHI, MPEKIE
yem

MIPUKOCHYTHCSI K aBTOMOOMITIO.

Komnanust Saturn oOydana CBOMX COTPYIHHUKOB HE TOJBKO TOMY, KaK YIPaBISATHCS C
MEXaHH3MaMU Ha KOHBEHepe, HO U CBOMM KOPIIOPATUBHBIM I[EHHOCTSM W MpHHIOHNAM. JKypHaT
Customer Service Management nutupyeT KoMranuro Saturn: «Hama 1menb — 9To0bl KJIMEHT ObLT B
BOCTOpre. MbI TBEpJIO BEPUM, YTO, XOTS MBI, KaKk M JApyriue MpOU3BOJUTENN aBTOMOOUIICH, TpaTUM
JIeHbIW Ha PEeKJIaMy W TOMY MOJ00HOE, B KOHEUHOM CYETe MMHJIK MAIIUHBI CKJIaJbIBAaeTCS W3
OT3bIBOB M pekoMeHaanuid. Kakyro Mammny Bbl BeiOepeTe, B OOJbIIel CTEIeHN 3aBUCUT OT MHEHHUS
BalllNX JIpy3€i, CeMbU U KOJUIET, YeM OT MH(OpMaIuu, NOTy4YEHHOU JIIOOBIM JIpYTrUM IyTeM. Mbl
MO-TIPE)KHEMY 3aHUMAEM UYETBEPTOE MECTO B CIIMCKE CaMbIX MpoaBaeMbiXx MaminH B CHIA».

3armoMHUTE: CKOJIBKO OBl HU TpaTHJia KOMIAHUS HA yIydlIeHHe 00CTyKUBAaHUSL, ITH 3aTPaThI

OKYIISITCS JIMIIB B TOM CITy4yae, €CJIM UMEIOIINECs U MOTEHIMAIbHBIE KJIMEHTHI 3HAIOT O BallleM
MPEeBOCX0IHOM cepBuce. KauecTBo o0cayXKHUBaHUS JTOJKHO OBITH 3aMeTHBIM. 1 0HO AOMKHO OBITH
BCerjga, a He BpeMs OT BpeMeHH. Kpome TOro, KIMEHTOB HEOOXOIUMO HH(OPMHUPOBATH O
npearaéMbplX KOMITAHWEH YCIyrax U peryjisijpHO HallOMHHATh O BO3MOXKHOCTH BOCIIOJIb30BAThCA
MU,

Ecnu Bammm KiaMeHTH! (CyIIECTBYIOLIME WM MOTEHIMAJIbHBIE) 3HAIOT O KAuyecTBE Ballero
cepBHUCa, TO JaeT BaM OIPOMHOE NMPEHMYILECTBO. Bamemy mpozgaBiy Jierde yOeIuTh udeloBeKa
COBEpIINTH MOKYIKY, €CJTH OH MOXKET YBEPEHHO CKa3aTh, 3Hasl, 4TO 3TO Mpasaa: «Eciu Bel Kynute y
MeHs, Bbl He moxaneere. OOCTyXMBaHUE Balleli KOMITAHWM CTaHET MOEH MepBOOYEPETHOM
3agadeiny.

Slu Kapncon, ObBmMii mpe3uneHT aBuakommanuu Scandinavian Airlines (SAS), B kHure
«Mowmentsl uctuabl» [The Moments of Truth] mammcan: «...kaxaeii u3 Hammx 10 MHJIIJTMOHOB
[IaCCa)KUPOB KOHTAKTHPOBAJI IMPUMEPHO C MATHIO ciykamuMmu SAS. Kaxaplii KOHTaKT JJIUJICS B
cpeaHeM 15 cekyHa.

Taxum o6pazom, umMumK SAS "co3naBasics” B MBICISX HAIIMX KIMEHTOB 50 MUIIJTMOHOB pa3 B
roj, KaxIbld pa3 B TedeHue 15 cexkyHa». MMenHo »tu 50 MIH «MOMEHTOB HMCTHHBI», KOTJa
KIIMEHTbl MOTYT CyAUTh 00 ypoBHE cepBHca B SAS, ompeaessioT, npeycneer SAS WM MOTEPIUT
Heyagy.



JIr000ii MeHeKep MOXKET MPOBECTH MOAO0HBIN aHATN3 TPUMEHUTEIBLHO K CBOSH KOMITAHHH.

KOHKYPEHTHOE IIPEUMYIIECTBO

[TockonbKy KauyeCTBEHHBIH CEpBHUC — 3TO0 J(PQPEKTHUBHBIH HHCTPYMEHT MPOJAX, OH
o0OecrieunBaeT YCTOWYMBOE KOHKYPEHTHOE MPEUMYIIECTBO. 3auacTyl0 JTO €IUHCTBEHHOE
KOHKYPEHTHOE MPEUMYIIECTBO, KOTOpPO€ €CcTh y KOMIaHWH, paboTarolield B OTpaciu, TIJIe
MHOECTBO KOMIIAHUH ITPeJIaratoT, 0 CyTH, OJIMHAKOBBIE TOBAPHI UIIN YCIIYTH.

[IpencraBeTe cebe TOMOXO3SHKY, CTOSIIYIO TepeA IIUHHBIM PSIOM  OETOCHEKHBIX
XOJIOMUIILHUKOB. Bece oHM moxoxu Ipyr Ha apyra. M nenaroT oHU OJHO M TO ke — oxjaaxpaarot. Ho
OUY€Hb BEPOSITHO, UTO JOMOXO03siKa cpa3y HAMPaBUTCS K KOHKPETHOMY XOJIOAMIBHUKY — TOMY, Ha
KOTOPOM HANMCAHO HAa3BaHWE HW3BECTHOIO €W MPOU3BOAUTENS, COrpeBaroliee el aymry
BOCTIOMHUHAHUEM O JPYKETIOOHBIX, 3200 TIMBBIX, KOMIETCHTHBIX MPOIABIAX WIH 00 OT3BIBUNBOCTH
KOMIIaHHH KO BCeM ee 3anpocam. BepHo?

Jla, MBI )KMBEM BO BPEMEHA, KOI'Jla 3a4acTyl0 €AMHCTBEHHOE pa3linuue MEX]y TOBapaMu U
ycllyramu, KOTOpO€ CIOCOOEH YBUAETHh KIHMEHT, 3TO pasziuuue B KauecTBe oOcimyxkuBaHua. Ho
HMMEHHO 3TO Pa3jIN4Me CO3JAET Y KIMEHTA MO3UTUBHBIN HACTPON M PACHOIOKEHHOCTh K KOMIIAaHUU
U €€ TOBapaM WIN yCIIyraMm.

DTO U €CTh KOHKYPEHTHOE MPEUMYIIIECTBO.

ABHUAKOMIIAHHUA SOUTHWEST AIRLINES

ABunakommanusi Southwest Airlines — werBepThlil Mo BennuuHe aBuanepeBo3unk B CIIA.
Xep6 Kennexep ocHoBan Southwest B 1 966 r., nuanHo BiioxkuB B kKommanuio 10 Teic. momr. Ceigac
ero jois ouneHuBaercs Oonee yeM B 200 muH momt. Ha3Banue «Southwest» crano CHHOHMMOM
Ka4ueCTBEHHOT'O CepBHUca U OTAuYHOro padoromarens. Kemnexep rosopur: «Kynbrypa Southwest —
BEPOATHO, €€ IJIABHOE KOHKYPEHTHOE NpenMyliecTBO. Ho HET HMYero CioXxHee, YeM IbITaThCs
MPEB30MTH IyX HAIIUX JIFOJEH.

Cotpynnuku Brnajetot npumepHo 13% axuuii komnanuu. Xota 83% cOTpyIHUKOB COCTOSIT B
npodcoro3e, B KOMIAHWUM HHUKOTJAa HE OBUIO 3a0acCTOBOK, B TO BpeMs Kak OOJBITMHCTBO
aMEpPHKAHCKUX aBUAIEPEBO3YMKOB, KAXKETCS, TOCTOSHHO HAXOAATCS MO YTPO30ii 3a0aCTOBKH.

B 2001 r. Southwest Airlines (www.southwest.com) 3apa6orana npu6suts S11,1 MiH 10T
(625,2 mur B 2000 r.). TTono6HOE HE ymanoch HU omHOM aBuakommanuu: B 2001 r. American
Airlines motepsina 1,76 mupa noinn., Continental 95 muta mosun. Tlocne coOwrtrii 1 1 centsaops 2001
r. Southwest Airlines Obi1a eqMHCTBEHHBIM aBUanepeBo3unkoM B CIIIA, KOTOpHIH HE YBOJIWI HU
OJIHOTO COTPYAHMKA U HE IPOJall HU OJJHOTO CaMoJIeTa.

Ceronns 144 ropona B CIIA XOTST npHBIiedb B CBOU a’ponopThl Southwest, ockonbKy OHU
3HAIOT, YTO CTOMMOCTb aBHamnepeneroB cHuszurca Ha 50-70%, a obOcinyxuBanue Oynaer
BEITMKOJICTTHBIM. XOTENOCh OBl BaM TMONy4YaTh Takue MPEIJIOKEHUS OT PhIHKA XOTsA OBl pa3 B
KBapTan?

PerHouHas kanmurtanmmzanmsi Southwest TPEBBINIACT KAMUTATU3AlUI0 BCEX €€ KPYMHEHIIX
koHKypeHTOB B CIIIA BmecTe B3saThIX. KOoMITanwus 3HaeT, 4To oHa paboTaeT B chepe 00CTyKUBaHUSI.
Ee KOHKypeHTBI CUMTAIOT, YTO OHU 3aHMMAIOTCS aBUANIEPEBO3KAMHU.

Jlo cux mop HM OOUH KOHKypeHT Southwest, ¢ 3aBUCTbIO MOIUIA/EB Ha €€ (UHAHCOBOE
COCTOSIHME, HE PEUIMJICS CKOIMPOBATh CKOPOCTh, TEXHOJIOTHIO U LIEHBI, U3 KOTOPBIX CKJIAIbIBAETCS
CTpaTerusi KOMIaHUU.

Kennexep cunTaer 3aHOCUMBOCTD CaMOIl CEpbE3HON OMACHOCTBIO JUIsSl YCHEIIHONM KOMIIaHHUH.
On roBoputr: «JlocTurass BepLIMHBI yCIeXa, KOMIIAHHWS CTAHOBHUTCS  yA3BUMOM st



CaMOYCIIOKOCHHOCTHU U
CaMOa0OBOJILCTBa».

YyBCTBO 0406peHUs

Korna knmeHT BBIOMpaeT MEXIy KOMIAHMUSIMH, «I0JICO3HATENIbHOE YYBCTBO OJOOPEHUS»
o0J1a1aeT TaKoM ke CHIION YOKICHMsI, KaK COBET OJIM3KOTO JIpyTa.

Jlxen I'eittc, MeHemxkep 1o padote ¢ kaueHtamu komnanuu Chef Francisco, mpousBoautens
3aMOpOXKeHHBIX MpoAyKToB U3 IOmkuna (mrar OperoH), 3HaeT O KOHKYPEHTHOM MPEUMYILECTBE
KauecTBEHHOI0 cepBuca. «B Hamelt orpaciu, Kak U B APYyTUX OTPacisiax, — IOBOPUT OHA, — PBIHOK
HackIaeTcss. Mosi KOMITAHUS BCET/Ia MpoJaBaia KaueCTBEHHBIC MPOAYKThl. Ho Teneph MmosBUIOCH
MHO>KECTBO JPYTrUX KOMIIAHUH, KOTOpBIE TOKE MPOJAIOT BBICOKOKAYECTBEHHbIE MPOAYKTHI, U
MPUMEPHO I10 TeM ke eHaM. [103ToMy HaM HY»KHO Mpo1aBaTh 00CTYKUBAHUEY, — 3aKIIOYAECT OHA.

bankam XOpomio HM3BECTHO, YTO CErofHs Ba)XHO IMPOJIaBaTh KaueCTBEHHOE OO0CIy)XHBaHHE,
MMOCKOJIbKY IIeHBI HA OAHKOBCKHE yCIYTH, KaK MPaBWJIO, MPUMEPHO OJAMHAKOBBIE. OHH 3HAIOT, YTO
KpynHbIe Kopriopamuu pabotator ¢ 20-30 OaHkamMu 1O BCEMY MHpPY, M TOHHMAIOT, YTO
€IMHCTBEHHBIN CIOCO0 yJepKaTh UX U BBIICIUTHCS Ha ()OHE KOHKYPEHTOB — XOPOIITUI CepBUC.

PykoBosicTBO 0aHKOB TpaJMLIMOHHO CYUTAET, YTO YPOBEHb CEpPBUCAa B OTpACiId BecbMa
BBICOKUH.

OpHako caMu KJIMEHTHl OOBIYHO OIICHMBAIOT KayecTBO CepBHCAa B 0aHKaX Kak HU3KOE,
HEPEeJIKO MPUMEPHO Ha YPOBHE aBTOAHUIIEPOB.

JIMJAEPCTBO HA PbIHKE

Ecniu B xOMIaHWM HAaYMHAIOT MOHUMATh, YTO KIUEHTBI — TOXKE JIOJU, U KadeCTBY
o0CITy’KMBaHUSl HAYMHAIOT YJENATh HE MEHbIIe BHUMAaHUS, YeM (UHAHCOBBIM pacdeTraM, 3TO
O3HAYaeT, YTO KOMIIAHHUS HA BEPHOM NYTH K CO3JAaHUI0O YCTOMYMBOIO KOHKYPEHTHOTO
MperMYIIecTBa U JOMUHUPOBAHUS Ha pbIHKE. Ha myTH, KOTOPBIl MPUHOCHUT JEHBIH.

K coxanenuto, MHOTUMU KOMIAHUSMHU YIPABISIIOT «(aHaTel mudp», OHU HE TOHUMAIOT
LIEHHOCTHU MOCTOSIHHBIX KIIMEHTOB, KOTOPHIE MPUXO/AT K BaM roJlaMu, J1a eIle PacCKa3bIBalOT CBOUM
Ipy3bsM, KaK C BaMH Xxopomo paborath. [lokolHblii DaBapae JleMuHT, TpOCTaBICHHBIHA
KOHCYJIBTaHT IO BOIPOCAM YIPABJICHUS, YUUBIINN Ka4eCTBY CAMUX SIIOHIIEB M M3BECTHBIN CBOMMHU
METOJaMHU CTaTUCTUYECKOTO0 KOHTPOJISl, CKa3aj, 4TO, €CIU Bbl YIPaBIsA€Te KOMIIAHUEH TOJILKO Ha
OCHOBE IHU(}P, «Bbl HEMPEMEHHO Pa30PUTECH, MOCKOJIBKY IUGPBHl — HEe TN1aBHOe». OH crpaluBait:
«A Kak HacueT MYJIbTUIUTHKATUBHOTO (P deKTa TOBOIBHBIX KIIMEHTOB — U B cepe MPOU3BOACTBA,
nu B chepe obOcmyxuBaHus? A Kak HacueT MYJIbTHUIUIMKATUBHOTO d(QeKTa HETOBOJIBHBIX
KIMeHToB?» VIMEHHO MOTOMYy, YTO OOJBIIMHCTBOM KOMIIAHWUH YIPaBISOT (UHAHCOBHIE WM
KOMMEpUECKHEe OTJIeNbl, KAUeCTBEHHOE OOCITYKMBAaHHE TaK BBICOKO LIEHUTCS KIMEHTAMU U CTOJb
3¢ (HeKTUBHO AJIs yBEIWYSHUS 00beMa MPOJaXk U MPHOBLIH.

3aHMMasiCb BONpPOCAMHU  OOCIY)XMBaHHs, $ TOCTOSHHO CTaJKUBAalOChb C TE€M, 4TO
MIPOU3BOJICTBEHHBIC KOMITAHWU OO0Jiee MPUBEPKEHBI BHICOKOMY YpPOBHIO cepBHCa, 4eM cdepa
oOciyxuBanus. Eciu Obl mpOM3BOJACTBEHHAs KOMIIAHUSI TaK JK€ pPacKHUJbIBAJIaCh CBOUMU
KIIMEHTaMH, KaK TUIIMYHAs CepBHCHAas, OHAa Obl ObICTpo mTporopena. IlpuumHa TaKOM
MIPUBEPKEHHOCTH MPOU3BOJIUTENIEH XOpolieMy 00CITyKMBaHUIO, 10 MOEMY MHEHHIO, B TOM, YTO
YHCII0 MX KJIMEHTOB orpaHnueHo. CepBHCHBIE KOMIAHUM, HAMPOTHB, OMIMOOYHO MOJIATAIOT, YTO
KOJIMYECTBO MX KJIMEHTOB OYKBaJbHO Heuccsikaemo. [loTepsienis 01HOT0, HO Ha €ro MEecTO BCerjaa
MPUIET AI0KUHA APYTUX !

51 He MOry MOHSTH, MOYEMY CEpBHUCHbIE KOMIAHHH, Ybe Oyayllee BCEIENO0 3aBUCHT OT



KadeCTBa O6C.Hy)I(I/IBaHI/I}I, CTOJIb JICTKOMBICJICHHO OTHOCATCS K CBOCMY 6H3Hecy.

CepBuC — Ball cacaTe/ibHbIH KPyT

[Topoii kayecTBeHHOE OOCITYy’KHBAaHUE MOXKET CHACTH Ja)K€ KOMIIAHHH, MEYaTbHO H3BECTHBIC
CBOEH MEJTUTETbHOCTBIO, JIEHBIO, BHICOKOMEPHEM, HEBEKECTBOM, HEMCKPEHHOCTHIO, PABHOAYILINEM
1 0€3pa3IMYueM... WIH MyCTHIMU OOCIIAaHUSIMU... UJTU TPUBBIYKOM MIHOBEHHO MCU€3aTh, KaK TOJBKO
KJIIMEHT 00paIaeTcs ¢ )KaIo0oM.

I'pamoTHBIE TpOTrpaMMBbl  TOBBIMIEHUS KYJIBTYPbl OOCHYXHBaHHS ¥  MPOCBEIICHUS
notpeduTenell BOCCTAaHABIMBAIOT JIOAJIBHOCTh OpeHAy, [OBepHe€ M HaMEpPEeHHE COBEPIIHUTH
MOBTOPHYIO TOKYNKY y KIWEHTOB, PaHEee HEIOBOJIBHBIX OOCTYyXHBaHHEM B 3TOW KommaHwu. K
TaKOMY OTKPBITHIO MPUIILUIA UccieaoBareny u3 kommnanun Technical Assistance Research Program
(TARP — I'pynma uccinenoBareinbCKuX MporpaMM TeXHUYecKod mopaepxkku. — Ilpum. mep.) u3
Bammnarrona (oxpyr Komym6Ous). Pe3ynbrarsl uicciietoBaHusi ObLUTH OIYOJIMKOBAHBI B CTaThe IO
Ha3zBaHueM «Kak oTpaxaroTcsi HEyHOBJIETBOPEHHBIC OXXKUIAHUSA MOTpeOHTeNneld Ha MPUOBUIBHOCTH
kommanuny. TARP sBrusercs omHON W3 BeAymMX MCCIIENOBAaTEeIbCKUX Tpynm B cdepe
o0CITyKHBaHUS.

B armocdepe xecTkol KOHKYpeHIIUH, XapakTepu3yrorieil Hauano XXI B., KOMIAaHUU JOJKHBI

HAy4YUTh CBOMX COTPYIHHMKOB HCKaTh AJIEMEHT OOCITY)KMBAaHUS BO BCEM, YTO OHM JEINAOT.
Kaxxapiif cOTpyTHUK KOMIIAHUU, Y KOTOPOH €CTh KJIMEHTHI, JOJDKEH MOCTOSHHO CIPAIlUBaTh ceOs:
«Kak s MOry BBINOJIHUTE 3Ty paboTy, YTOOBI KIIMEHT OBLI TOBOJIEH?»

[Inoxoe oOcmyXkMBaHHWE 3acTaBisieT OpraHU3alMI0 JenarTh Iar Hazaja. Xopollee
o0CITy>)KMBaHHE IO3BOJSIET €l yaep:karbcsi Ha MecTe. M TONbKO MpeBOCXOJHOE OOCITyKUBaHHE
MO3BOJISIET €M NpPOABUTaThCS BIEpel, MO HaMpaBiIeHHIO K OOJbIIed NpUOBLILHOCTH, MO Mepe
JBUKCHHSI HAPAIIUBasi CKOPOCTb.

POCT IIPUBbIV/IN? TAPAHTUPOBAH

Cuna 9yBcTBa OJOOpEeHHS KaK KOHKYPEHTHOTO MPEUMYIIECTBA CTOJb BEIUKA, YTO POCT
YIOBJIETBOPEHHOCTH KIIMEHTOB BIIOJHE MOXKHO HM3MeEpsATh 1o pocty npubdsumm. Kommanus Bell
System — oAMH U3 MEepPBBIX MOMX KJIMEHTOB, KTO Hayajl OLICHUBATh YPOBEHb YJIOBJIECTBOPEHHOCTH
KJIMEHTOB mpu oMot Telsan Survey eme 1o pa3aena AT&amp; T 1 3a70aT0 10 TOTO, KaK IpYyrue
KOMITAaHUU 33 yMaJIUCh O MOAOOHBIX UCCIEOBAHUX. S C paOCTHIO MOTY CKa3aTh, YTO PE3YJIbTATHI
ONPOCOB HEM3MEHHO TOKa3bIBAJIM TOBBIIIEHHE YPOBHS YIOBIETBOPEHHOCTH KIHMEHTOB IOCIE
00y4eHHs COTPYAHUKOB HaBBIKaM

o0CITy>)KUBaHUSI.

Onun u3 npeameroB ropaoctu TARP — HoBaropckoe mccnenoBanue B o0igacTu paboThHI €
x)anobamu, mposeaerHoe B 1981 1. mist koproparuu Coca-Cola. Beuto ycTaHOBIICHO, YTO JIFOAU B
JIBA pa3a yalle KalIyITCs Ha OTPULIATEIbHBIN OIBIT, Y4eM 00CYKIAI0T MOJIOKUTEIHHBIN.

B xone npyroro uccnenoanusi TARP o6Hapyxuia, 4To cpeHss OTAa4a OT MHBECTUIIUN B

KAueCTBEHHBIA CEPBHUC IJIS TPOU3BOAUTENEH NOTPEOUTENHCKUX TOBAPOB JIUTEIHHOTO
M0JIb30BaHUS (CTUPATBHBIX MAIIMH U XOJIOAUIBHUKOB) cocTaBisieT 100%. Jpyrumu cioBamu, eciu
KOMIIAHUSI TPATUT | MIIH JOJUI. Ha MPOrpaMMy YITYYIIICHHUsI CEpBHCA, €€ MPUOBUIH BO3pacTaeT Ha 2
MIH pgoil. Jlns OankoB oTmada Ha TOAOOHBIE HWHBECTHOHMHM goxomuT a0 170%. B
BBICOKOKOHKYPEHTHOH cdepe PO3HUUHOIM TOProBIHM OTAada MOKET ObITh emie Bbime — a0 200%.
3/1ech KauyecTBEHHOE OOCITYKMBaHUE U MHAMUBUAYAIbHBINA MOIX0A — 3TO (yHIaMEHT, Ha KOTOPOM
CTOUT 37aHUE — JIOSTIbHOCTh KJIUEHTOB.

OpHako HacTall MOMEHT HEMHOTO CMEHUTh HallpaBiieHue. 1 BIpYr BCIIOMHUII, YTO €Ile He



JaJl OTIpeieNIeHUe TIaBHOTO TepMUHA — «OOCITyKUBAaHUE KIMEHTOBY. S HCIIONIB3YIO €ro TaK, OyaTO
BCE UMTATEIM BKJIAABIBAIOT B HErO TOT )K€ CMBICH, YTO U 5. UTOOBI TOYKM OTCYETa YUTATENs U
aBTOpA COBIIAJIH, ITO3BOJIBTE MPEJICTABUTH CBOE ONpE/esieHHe 00CITy>)KUBaHUS KIMEHTOB. KTo-T0 u3
BAaC COTIACHUTCS C HUM.

Kro-To 3axoyer ero pacmpuTb. A KTO-TO COYTET, YTO OOCIHYXHBaHHE — 3TO HEYTO
COBEPLICHHO UHOE.

YTO TAKOE KAYECTBEHHOE OBC/IY; KUBAHUWE K/IMEHTOB?

CepBHc TMOHMMAETCS Pa3HBIMH JIFOJBMHU COBEPIIEHHO IMO-pazHoMy. s ogHHMX cepBHC —
PEMOHTHAsA MACTCPCKad W TOXKWJIAA KCHIIWHA B 34aCTUPAHHOM IUIATHEC B 6y;[1<e C TaGHHqKOﬁ
«O0cTy)KUBaHUE KIMEHTOB» B IICHTPE TOPTOBOTO 3aja, C IMOJHBIM Oe3pa3iMurueM OTBedaromias Ha
BOIMPOCHI U KaloObl KJIMEHTOB. sl Ipyrux — 3aydeHHoe npuBeTcTBUE «Bcero BaMm xoporeroy,
KOTOPOE MOCITYITHO MPOU3HOCHT OOCITY)KUBAIOMINN TiepcoHall. [t TpeThux — yn00Has OJTUTHKA
BO3BpaTa TOBApPOB U KYJIbTypa OOCITYXHBaHUS, KOTOpbIe caenanu Nordstrom JTuaepoM Mo YpoBHIO
cepBHUca cpear po3HUYHBIX cerei. Kakyro Obl popMy HUM MpUHHMAIO OOCITY)XHBaHHE, HEKOTOPHIC
MEHE/KEPhl PacCCMaTPUBAIOT 00CTYKMBAaHUE KaK OOHYC, T. €. KaK JOTIOJTHUTEIHHYIO HEOTIAYCHHYIO
yCIyTy, KOTOPYIO KOMIaHUs 100aBIsIeT K TIOKYIKE HCKITIOYUTEIBHO U3 COOCTBEHHOH MIEAPOCTH.

KOMITAHHA ORGANIZACION RAMIREZ CINEMAS

Mekcukanckas cetb kuHoTearpoB Organizacion Ramii'rez Cinemas — MHUpOBO# Juaep B
npeocTaBlIeHuN KayecTBeHHoro cepBuca. B 2000 r. Service Quality Institute nHazBam 3Ty
KOMITaHUIO CBOUM KJIMEHTOM ToJia 3a €€ MPUBEPKEHHOCTh BBHICOKOW KYJIbType 00CIHyKHBaHUS. ITO
JIeBsITas 110 BEIMYMHE CETh KMHOTEaTpoB B Mupe. KpymHelmuii 1uctpudbioTop npoaykToB Pepsi B
Mekcuke Dupuke Pamupec Busutanon, Bnagenen u npesuaeHT Organizacion Ramirez, moHUMaer,
YTO HET JIy4lIero crnoco0a BBIAETUTHCS Ha (POHE KOHKYPEHTOB, YEM XOPOIIO OOCITYKHBATh CBOMX
KIIUEHTOB.

Komnanun npunaanexur 130 kuHoTeaTpoB ¢ 848 3amamu B 48 HacelEHHBIX IYHKTAax B
Mekcuke u I'Baremaiie, eme 150 3a10B HaXOOWUTCS B MPOIIECCE CTPOUTENbCTBA. B KoMmaHuu
pabotaer 7200 uenoBeK, KOJMYECTBO HOBBIX pabOuMX MecT OyIeT YBEIWYHBATHCS NMPUMEPHO Ha
1000 B rox. Exeromno kommanusi oOydaer Oosnee 1500 HOBBIX coTpymHukoB. B 2001 r. ee
kuHoTtearpsl nocetunu 53 347 628 yenosek. s cpaBHenust: B 2001 r. kpynHeiiias amepukaHcKas
ceTh kuHOTEaTpoB Regal Cinemas pazaenuia nevanbHyio cyas0y Loews Cineplex u Carmike, cras
06aHKpOTOM. DTO OBUIM KpyIHEHue ceTn kuHoTearpoB B CLIA.

KauectBo oOcnyxuBanuss B Organizacion Ramirez Ha MHOTO CBETOBBIX JIET OIEpPEKAET
YpOBEHb OOCITY)KHBaHHUS y KpynHeWmmx mnpexactasureneir orpaciu B CIIIA, na u ypoBeHb
KHMHOTEATPOB 37IeCh TOpasio Beime. Bo Bcex kade n kaderepusx paboTaroT oQHUIIHMAHTHI, KOTOPHIE
BEJIMKOJIETTHO OTHOCATCS K KiueHTaMm. Kommanus oOydyaeT M yBakaeT CBOMX COTPYJHHMKOB, OHa
HaJeJseT UX MOJHOMOYHUSIMH, HEOOXOIUMBIMHU ISl PEAOCTaBICHHS KaUeCTBEHHOTO CEpBHUCa.

Ecnu BBl umere B JlaTuHCcKON AMepHke mpumep AJsl MOApaKaHUsl, CIIOCOOHBIN 3aTKHYThH 3a
MOsIC aMepUKaHCKHE KOMIaHuM, Ramirez — otiauunbid obOpazen. Organizacion Ramirez Cinemas
OCO3HAeT, YTO IIy4luili crmocod oOpaTUTh Ha ce0si BHHUMAaHHE KIHMEHTOB — TMPEIOCTaBIAThH
MPEBOCXOIHBIN CEPBHC.

Komnanust BKIIaZpIBAaeT JEHBI'M B CBOMX JIIOJCH, 00ydasi UX MCKYCCTBY OOCIYXHBAaHHUSA, U B
pe3yNbTaTe MOXKUHAET 3aBUAHBIE TIO/IBI.

WNudopmannonssiii Orouterens Quality Assurance Report yTBepxmaeT, 4To TOJIBKO KOTJa
KOMIIaHUSI TOYHO 3HAET, KAaKOro OOCIY)XMBaHHsI OXKUIAIOT €€ KIMEHThI, BCEr/Ja M TOJHOCTBHIO



VIOBJIETBOPSIET STH OXHJIAHUS 32 T€ JCHbIH, KOTOPhIE KIUEHTHI TOTOBHI 3aIUIaTUTh, U MPU ITOM
MOJIyJaeT JKeJlaeMyl0 TMpPHOBUIb, OHAa MOJXET 3asBIIATh, 4YTO JOOWIAcCh COBEPIICHCTBA B
00CITyKBaHUH KJIMEHTOB.

Haunbomnee TouHOoe ™ BceoObeMITIONIEE  OMpeAclieHHEe  OOCTYy)KMBAaHUS  KIHUEHTOB:

«O0cmyXMBaHUE — 3TO TO, YTO AYMAIOT O HEM Ballld KIWEHTHI». S Tonocyro 3a Hero obenmu
pyKaMmu.
KOMIIAHUSA LANDS'END
Kommanuss Lands' End w3 JomkBwmins (mraT BHCKOHCHH) — OTJIMYHBIA TpUMeEp

OPUEHTUPOBAHHOTO Ha CEPBUC YCIIEIIHOIO MHTEpHEeT-Mara3uHa. Co3ganHas 39 neTt Ha3aj, CeroHs
¢dupma obcmyxkuaetr 100 miuH kinuentoB. OHa gocrtaBiseT ToBapsl B 1 75 cTpaH, u ee menp —
«CTaTh Mara3uHoOM OJICKIbl Ui BCEro Mupay». PO3HMYHOM TOpProBied MO KaTajioram 4Yepes
MHTEPHET OHA Hayasa 3aHuMatbest B 1995 r.

B 2000 r. 00bemM OHIAHHOBBIX MpoJak KomrmaHuu Beipoc Ha 10%, a o6opot cocraBui 1,32
miapa powt. B 2001 r. mpogaxu gqocturau 1,6 mupa qoi. ToproBisi OHJIAMH MIPUHOCUT € OOJIbIIe
MpUOBLTHA, YeM TOPTOBIs MO Karaioram: 11,2 MIIH KIMEHTOB CAeNand XOTs Obl OJHY MOKYIKY 32
MOCJEHNE TpU roja u 6,7 MIIH KJIIMEHTOB JeJaiv MOKYIIKM B TeUeHHE nociaeaqHux 12 mecsueB. baza
JaHHBIX KOMITaHUM conepkuT 6omnee 31 mun umen. B 2001 r. Lands' End pa3ocnana no Bcemy mupy
269 MIJIH KaTaJoroB C MOJIHBIM MPANCIUCTOM.

B mae 2002 r. xomnanuio Lands' End mpuoGpen rurant Sears 3a 1,9 mupa momn. D10
HEMEJJICHHO JaJio0 OpeHAy JIOCTyN B OJHY W3 KpynmHedmux po3HudHbix cereir B CIIA (870
Mara3suHOB).

busnec Lands' End cocrour w3 Tpex CErMEHTOB: OCHOBHOH  aCCOPTHUMEHT,
CHEIMATM3UPOBAHHBIE TOBapbl H TMpojgaxku 3a pyoexxom (B Amonwn, [epmanum u
Benukobpurtanun). Karanoru, paccbuiaeMble B 3TUX CTpaHax, NepeBeeHbl HA MECTHBIE SI3BIKHU, a
IIEHBl YKa3aHbl B MeCTHOH BamtoTe. OOBEM TOBapooOOpOTa B 3TOM cerMeHrte coctaBui 133 muH
nomn. B 2001 ¢unancoBoMm roxy (143 muma B 2000 1. 1 146 MuH gomn. B 1 999 r.). Bee ToBaphl
Lands' End moxHo npuoOpectu yepe3 Murepuer (www.landsend.com). O6bpem MHTEpHET-TIpOIAX
coctaBmi 218 miH goi. B 2001 ¢dunancoBom roay (138 mua B 2000 1. 1 61 MuH gosut. B 1999 1.).

3onute Bbl B Lands' End no tenedony, cBsa3piBaeTech mo noute win uepe3 MHTepHET, Ball
3aKa3 [MoMaJaeT B HaJAeKHble pyku. becruiatHele TenedoHHBIE HOMEpa IO MpoJaxkaMm H
OOCITy’)KHUBAaHHIO KJIMEHTOB KOMIAHMU paboTraioT 24 yaca B CyTku 364 1HS B rogy — Kpome
Poxnecta. LlenTp mpuema 3akazoB umeeT 300 BXoasmmx Tene(OHHBIX JIMHHMA, YTO TMO3BOJSET
oneparopam Lands' End orBeuars Ha 40-50 ThIC. 3BOHKOB B JiIeHb. B ropsiane nepuossi, Hapumep
nepen PoxaectBom, 1100 tenmedoHHBIX NWHUN eXeTHEBHO oOpabaTeiBatoT Oosee 100 ThIC.
3BOHKOB. EsxeromHo omeparopsl npuHuMaroT 15 muH 3BoHKOB. C Land's End mokymarenn moryt
CBSI3aThCSA T10 AJIEKTPOHHOU mouTe. EskerogHo kommanus moiydaeT O0ojsiee 141 ThIC. 2JIEKTPOHHBIX
MHUCEM U OTBEYAET Ha KaXI0e€.

Land's End oGydaer cBoii mepconan: 70-80 yacoB 0a30BOM MOJATOTOBKH IUTIOC 24 dYaca
MOBBIIICHUS KBATH(HUKAINK eXeronHo. MX 3agadya — He TOMbKO MPUHUMATH 3aKa3bl. ATEHTBI, WIH
COTPYIHHUKU TO OOCIY)KMBaHHUIO KJIMEHTOB, HE MMEIOT OTPAaHUYEHHUI MO BpEMEHM Ha 3BOHOK. Mx
o0y4aroT ObITh BHHUMATEIHHBIMU K KJIMEHTaM M HMCIOJIb30BaTh CBOM 3HAHHS, YTOOBI IMOMOYb UM
MIPUHATH PEIICHUE O MTOKYIKe — He 00s13aTeNbHO HanboJee BeirogHoe s Lands' End.

B centsabpe 1999 r. kommanus 3amycTuia MHTEepakTHBHBIM caiT Lands' End Live, rae
KJIMEHTBl MOTYT OOMIAThCsl C COTPYAHHKAMHU B PEXKHME PEalbHOTO BPEMEHH, COBEpIlasi MOKYIKH
onnaitH. KIMeHTHI 3a1a10T BOMPOCHI U MOJIYYal0T HEMEIJICHHBIE OTBETHI MO0 uepe3 HTepHeT-4ar,
160 1o TenedoHy, 4To JAenaeT oomeHne 0onee TUIHBIM.

[Toxynku mocTaBISIOTCSA B TeUeHHE 48 94acoB Mocie 3aka3a WM 72 4YacoB, €Clid TpedyeTcs
Kakas-To Tepejiesika, KOTopyro aenaroT o6ecruiatHo. Ecinu Bckope mocie mokynku Bapekek B Lands'



End pebGenok Tepsier oany, Kiny0 moTepsHHBIX BapeKeK 3aMEHHUT €€ 3a TOJIEHBI, a CTOUMOCTb
noctraBku Lands' End 6eper Ha ce0s.

Kamnanusa «l'apaHTuilHplii nepuon» — OJHA U3 CaMbIX HOMYJSPHBIX KaMIaHWM II0
MIPOJBUIKEHUIO

openna Lands' End. TTokynarensM MOTHOCTBIO U B JH000€ BpeMsi BO3BPAILAIOT JIEHBIU, €CIIU
OHU HEJIOBOJILHBI MPUOOPETEHHBIM TOBapoM. HeBaskHO, UTO 3Ty OJIeXkAY YK€ HOCHIIM U CTUPAJIH.
JIeHbI'M BO3BpAIAOTCs 0€3 BO3paKeHU! 1 0€3 BOIIPOCOB.

Ecam BBl X0THTE MTUYHO YyOeauThes, kKak komranus Lands' End 3a6oTtutcst 0 cBOMX KJIMEHTaX,
3aiiauTe Ha cait www.landsend.com wnu no3Bonute no Homepy 800-356-4444 B xakoe-HUOYNb
HEOOBIYHOE BpEMsi, U BBl YCIBIIMIUTE 3a00TIMBBIA M BHUMATEIBHBIM YEIOBEUECKHH TOJIOC. ITO
ATaJIOH, K KOTOPOMY JIOJIKHBI CTPEMUTHCS BCE KOMITAHUH.

Bor kak 3Byunt peknama kommnaHuu (cM. pucyHok): «[apantust Lands' End mpocta, kax
KperKoe pyKomokarue. Mbl TOBOPUM  BCEro JIBa  HANOJHEHHBIX CMBICIOM  CJIOBa:
I'APAHTHUPOBAHO. TOYKA [Guaranteed. Period].

[apanTiy Ha KaXXJIOM Iary, ¥ Bce OHU pazHble. Kak mpaBuio, yem 0okl B HUX CIIOB, TEM
Oonpie orpannueHuid. ['apantus Lands' End He craBut Hukakux ycnoBuii. OHa rinacut: "Ecnu BeI
HEJIOBOJIbHBI JIIOOBIM KYIJICHHBIM Y HAaC TOBAapOM, BEPHUTE €ro HaM B IIFO00€ BPEMs, M MBI
ITOJIHOCTBIO BEPHEM BaM 3aIIAYEHHBIE 32 HErO JE€HbrU".

Mps1 noanuckiBaeMcs 3€Ch oA KaxabIM ciaoBoM. Yto yroano. Korna yronno. Beerma. Ho
a0kl cenaTh Hallly TapaHTHIO €llle YeTue W MOHSTHEe, Mbl CBOJUM €€ BCEro K JIByM CKa3aHHBIM
BBIIIIE CJIOBAM.

«Kperkas, kKak pyKomo>kaTue».

Yero xoTaT KJIUEHTbI?

MHorue crpaxoBble KOMIAHHM BKJIAIbIBAIOT CEpbe3HbIE JEHBI'M B YIy4YllleHHE KauecTBa
obciyxuBaHus. Ho WHOTrIa 3TH MHBECTUIIMU MPHHOCAT MUHUMAIBHYIO MPUOBLIb, €CIIH MPUHOCAT
BOOOIIle, TOTOMY YTO KAa4E€CTBEHHBII CEPBUC CTAHOBUTCS KOHKYPEHTHBIM MPEUMYIIECTBOM JIHILIb
TOTJa, KOT/Ia BIIMSET Ha MPHUHATHE pEUICHUS O TIOKYNKe, M KIMEHThl CIIOCOOHBI 3aMETHUTh
yIIy4dIlIeHue.

Hanpuwmep, cokpaiienre BpeMeHd Ha 0OpMIICHHE JOrOBOpa IPYIIIOBOTO CTPAXOBAHUS OT

HECYACTHBIX cly4yaeB W OO0JIe3HEW MeHbIle MOBIMSIET HAa PElIeHHE KIMEHTa O MOKYIKE, YeM
COKpAlllEeHHE BPEMEHHU Ha BbIJauy CTpaxoBoro yeka. CokpalleHue BPEMEHU KaJbKYJALMU LieH ¢ 1
IHS 710 4 4acoB HE CPaBHUTCA C MPEIOCTaBICHHEM YCIYr OHJIaliH, KOTOPBIMU TMOTEHIMAIbHBIN
KJIMEHT MOXET BOCII0JIb30BaThCs, IO3BOHMB B KOMITaHUI0. OTCIO1a CIIEAYeT:



t Lands’ End, even our guarantee
comes as close to a simple Wisconsin handshake
as 1t can in two no-nonsense words:

GUARANTEED. PERIOD.

he world is full of guarantees, no two alike. Asarule, ¥ o frve catalog.
the more words they contain, the more their  lands'End Dept, HV-35
protection is limited, The Lands’ End guarantee has v Dodgeville, W1 53595
always been an unconditional one.

We mean every word of it. Whatever.
Whenever. Always. But to make sure this is

: Naw ...
It reads: “If you are not completely satished withany |
item vou buy from us, at any tme during your use of it, -
retun it and we will refund your full purchase price.” p o ,
s Wi t
U

Please send indormation ot
your pew mierrationdl senvice

perfectly clear, we simplify it even Write or call toll free:
further, in the two words above, _8( X) 356 4444
Bindiﬂk a8 a handﬁhakl‘. o Lomis End ine aue .1. ...................... a

THIZ ADYE R ISEMENT
VAEPSRED E RULUSSELOROR

LANDS END

ADNO LE 3% HANOSHANE

REVILL A o

y3HaiiTe, 4ero XOTAT BalllM KJIUEHTHI, T. €. KaKk OHM MOHMMAIOT Xopoliee oocmyxkuBanue. Kak
00 3TOM y3HaTh, MBI PAaCCKa)XeM B TJaBe 4.

HecoMHEHHO OAHO: TPECTABIICHUS KIUEHTOB O KAaYECTBEHHOM OOCITY)XKHBAaHHH CETOJHS
paguKanbHO W3MEHUIUCh. CerojHs ATO OMpeeieHUEe BKIIOUYAeT YI00HOE MECTOPACIIONOKEHHUE,



LIIMPOKUN aCCOPTUMEHT, JHUAEPCTBO B TOBApHOM TIpynne M ONEpaTUBHOCTb, a Ioa4ac H
KOHKYPEHTOCIIOCOOHBIE 1IEHBI.

Ho rnyOunHast npupoia 00CIyXKUBaHUS OCTaNach HEM3MEHHOM. JIF0M XOTAT OT COTPYAHUKOB
KOMITAaHUH BEXKIIMBOCTH, 3HaHUS IPOJYKTA, IOMOLIM U DHTY3Ha3Ma.

KauecTBeHHBII cepBUC — 3TO KOHIIEHTPALM BCEX PECYPCOB U BCEX COTPYIHUKOB KOMITAHUU
Ha YJOBJIETBOPEHUU KJIMEHTOB. VIMEHHO BCEX COTPYyIHHUKOB, a HE TOJBKO TE€X, KOTOpBIE
HETMOCPEJCTBEHHO O0IIAI0TCS C KIIMEHTOM — JIMYHO, TI0 Tenedony win yepe3 MIHTepHeT.

CepBuc — 3TO BCE: NPOJAXKH, CKIALCKOE XO3SMCTBO, IOCTABKA, TOBAPHOMAaTEpUAJIbHbBIE
3amachel, 00paboTKa 3aKa30B, Kapbl, OTHOILIEHHS C COTPYAHUKAMHU, YCTAHOBKA M MOHTaX,

KOPPECTIOHIEHIMsI, BBICTABJIEHUE CUETOB, MPOJIAXKHU B KPEIUT, (PUHAHCH U OyXyueT, pekjiama
U CBSI3U C OOIECTBEHHOCTHIO, 00paboTKa JAaHHBIX U T. JI. DJIEMEHT OOCIYy)KMBAaHUSI €CTh BO BCEM,
YTO AeNaeT KaKAblil COTPYAHUK B KOMIIAHUH, IIOTOMY YTO B UTOr€ JIt00ast A€ATEIbHOCTh BIUSET Ha
peanbHOe MM BOCIPUHUMAEMOE KaueCTBO MPOIYKTA WK YCIYTH, IPUOOPETAEMBIX KITUEHTOM.

DyHKIMH cepBUCAa — COXPAHUTh UMEIOIINXCS KIMEHTOB, IPUBJICYb HOBBIX M CO3J1aTh Y BCEX

KJIMEHTOB TOTPEOHOCTh MPOAOIDKATh COTPYJHMYECTBO C Bamied kommnaHued. HHbIMH
CJIOBaMH, 3a1a4¥ Ka4Y€CTBEHHOI'O CEPBHCA:

- TIOJ|/Iep’KaHue KIIMEHTCKOM 0a3bl;

* pa3BUTHE KJIUEHTCKON Oa3bl.

C ToukM 3peHHUs1 OTHOIIEHNU KaUYECTBEHHBIN CEPBUC — ITO:

- 3200 TINBOCTD;

* BEXJIUBOCTH;

* YE€CTHOCTB;

* TOTOBHOCTb ITIOMOYb;

* OIIEPAaTUBHOCTB;

* JOCTYTIHOCTB;

* IPYXKETI0OHE;

* 3HAHUS;

- PO ECCUOHATH3M.

BonbmmHCTBO %an00 Ha maoxoe 00CIy)KHBaHUE BBI3BAHO PABHOAYIIHBIM, XOJIOAHBIM H JIaXe
OCKOPOUTENBHBIM  OTHOIIEHHWEM OOCIIYy)KMBAIOLIETO0 IIepCOHaNa K KJIMEHTaM. 3allOMHHTE:
OTHOILIEHHE, KOTOPOE YBEJIMYUBAET YIOBOJIBCTBUE OT IpOLIECCa MOKYIKH, JUIsl KIMEHTOB Ba)KHEE,
4eM HaJEeKHOCTb WIIN LI€HA.

Ho MbI mo-npexHeMy YIMOpHO TNpHIEpKUBaeMcs 3a07yKIEHHs, YTO JIIOAM POXKIAAIOTCA CO
BCEMU

HaBBIKAMH, HEOOXOIMMBIMHU JJISI MPEOCTABICHUS KAUeCTBEHHOI'O CEpBHCA, M C KEJIAHUEM
IIPUMEHSTH OTU HaBBIKH.

CepBHUC — 3TO 6/IarOTBOPUTEIBHOCTD?

Y IMBUTENBHO, HO MHOTHE KOMITAHUU HE BUIAT CBS3H MEXTY 00HEMOM MPOJIAK U KAaYeCTBOM

CCpBUCA. OHH CUYHTAIOT CBOU HETJIACHBIN KOHTPAKT BBIINOJIHCHHBIM, KOI'/Ia KJIMCHT IMOJY4YacT
toBap. OOCIy)XMBaHWE OHH PACCMATPUBAIOT KaK HEOIIAUueHHBIH, HEMPEeIyCMOTPEHHBIH H, KaK
CIIEJICTBUE, COBEPILIEHHO HEHYXHBII OOHYC.

Kommanusi Achieve Global u3 Tammel (mrat ®nopuma), pa3pabOTIMK OOydarOIIMX
pOrpamM,

OOHapyXXWjia, 4TO MHOTHE MPEIIPUHUMATENIH OTHOCATCS K OOCITY)KMBAaHHIO TaK K€, Kak
aBToauiepbl. O6caykuBaHue o3HadaeT peMoHT. [lo TpeGoBaHMIO KIMEHTA COTPYIHUKH KOMIIAHUU
€ro OOCITYXHBAalOT (PEMOHTHPYIOT €ro MamuHy). g 3THX KOMIAHWUW YIydIlleHHE CepBUCA
3aKJIIOYaCTCA B YIIYYIICHUH KaUCCTBa pCMOHTA. A JOBOJICH KIIMCHT UJIN HET — p2136€p€MC$I II0TOM,
B aHkeTax u TenedoHHBIX ompocax. K Ttakum BeBogam mnpumnnia Achieve Global, u3yuus



IIPOrpaMMbl 0OCTYKHUBaHHSI KIIMEHTOB B KOMITaHUSAX c(hepbl PUHAHCOBBIX YCIYT, 31PaBOOXPAHEHUS,
PO3HUYHOM TOPIrOBIIM U IPOU3BOJCTBA, & TAKXKE I'OCYJaPCTBEHHOI'O CEKTOPA.

Teopun [emunra, @ununa Kpocou u /[xennun Taryuu o Ba)KHOCTH KayecTBa MPOAYKTA ISt
o0CTykKMBaHUs KJIMEHTOB, O€CCIIOPHO, MPAaBMIIbHBI U XOPOIIHN camu 1o cede. Ho komnanus gomkHa
MIOHATh, YTO KAyeCTBO €€ MNPOAYKTa M KadecTBO CEpBHCAa B3aMMOCBS3aHbl. JTO 3HAYUT, YTO
OTJIMYHBIN MPOAYKT MPHU TUIOXOM 00CTYKUBAHUHU Oy/AET TOJBKO pa3ApaxkaTb KINEHTOB.

MHorue KOMMaHuu 3a00TATCS TOJBKO O MaTepHaJbHBIX AaCHEeKTax CepBUCa, HAIpPUMEpP O
peMoHTe. Tak OHHM yHyCKalOT HAWBAKHEWINWWA, C TOYKH 3pPEHUS KIHUEHTOB, (akTop —
OT3BIBUMBOCTHh, BHUMAHUE M HAACKHOCTh. Takoi BbeIBojJ crenana Forum Corporation, KpymHas
MeXIyHapoaHasi KOHCAITHHIOBas pupma.

HccenepoBanue Forum mokasano, 4To KOMIIAHUM, MEHSIOIIME B CBOMX OIEpaldAX TOJIBKO
MaTepuaIbHble JJEMEHTHI, T. €. KOTOpbIe JEeTrKO yBHJIETh W W3MEHHUTh, HApUMep OQUIIHAIbHBIE
nporenypsl paboTel ¢ JKanobaMu, He TOJIY4aloT 3aMETHOr0, YCTOHYMBOTO KOHKYPEHTHOTO
MIPEUMYIIIECTBA, KOTOPOE AET KaueCTBEHHOE 00CITyKUBAaHHUE.

HeBuaumas pasHuna

HeBunnMeble 351eMeHTHI Ype3BbIYaiHO Ba)KHBI JUIsl KAUECTBEHHOIO OOCITYKHUBaHMS KJIMEHTOB.
['maBHBIE cpen HUX — HAAEKHOCTh, OT3BIBYMBOCTH U y4acTHE.

HanexHocTb opazyMeBaeT, 4YTO COTPYAHUKN YMEIOT CAMOCTOSITENILHO CTaBUTh Iepes co00it
LIeJIM, KOTOpble, OyAy4H JOCTUTHYTBHIMH, MO3BOJISIOT YIOBIETBOPUTH WJIM TPEB30MTH OXUIAHUS
KJIUEHTOB.

Kak MbI yBH1€/IM, TOHUMaHKE CEPBUCA Pa3HBIMU JIOABMHU pa3ninvaercs. Ha Hu3mem ypoBHe

00CITy’)KUBaHHE — 3TO TO, HA YTO KJIMEHT HE UMEET MpaBa, HO YTO Bbl MOXKETE JaTh €My Kak
nojmapok. Ha Gosiee BBICOKOM ypoBHE OOCITY)XKMBAaHUE IPEAINOaraeT HEKOTOpPOe BHHUMAaHHE K
B3aMMOJICHCTBHIO C KIIMEHTAMHU, HO TOJIBKO B CIy4Yae BOZHUKHOBEHHUs Mpobiem («He unnu, noka He
cliomanock»). Ha BeiciieM ypoBHE Iiefb OOCIY>KMBaHHS — JaTh KJIMEHTY OOJblle, 4eM OH
OKUJIaeT, HO B YEM, BEPOSITHO... HYXKJIaeTCH.

Bo MHOrmx KOMHaHusx OOCIy)KMBAaHHE KJIMEHTOB WIPAaeT pOJIb TOAJCPKKH MPOAAK,
MIOCKOJIbKY MO3BOJISIET MTPOJABLIaM 00JIbIlIe BPEMEHHU 3aHMMATHCS COOCTBEHHO NMpojakaMu. FIMeHHO
tak ooctout neno B Ore Ida Foods u3 boiice (mrat Aiinaxo), cunraer [uk J[>KOHCOH, TUPEKTOP
CIIy’KOBI 110 paboTe ¢ KIMeHTaMH. TakoBa riaBHast (yHKIUS cepBrCca BO MHOTUX KOMIIAHUSX.

Pazymeercsi, MOXHO paccMaTpuBaTh 0OCIIy)KMBaHHE Kak 3J1eMeHT npojax. Ho 3To panexo He
MIOJTHOE TIPE/ICTaBIEHUE O HEM.

B xoMnaHusx, T CEpBUC — JIOMOJHEHUE K MpojaaxaM, Bce pabOTaloT C IENbI0 MOBBICUTH
IIPOM3BOIUTENILHOCTh TOPTOBBIX MpeacTaBuTeneil. KTo-to orBeuaetr Ha BOmpocsl, 4TOObI MPOJaBIIbI
HE TpaTWJIM Ha 3TO BpeMsl. KTo-To 3aHMMaeTcst 10CTaBKOM.

B xommnanusx, rae QyHKIus cepBuca — MOAJCPAKKA MPOAAXK, COTPYIAHUKOB ydaT 3aJaBaTb
ce0e clenyromue BOpoCH:

- Kak 06paboTtarth 3TOT 3aKka3 ObicTpee?,

- Kak nmocraButh ero OvicTpee?,

- Kak yny4qmmts Moo paboTy, 4TOOBI TOMOYb KIUEHTY?,

- Kak moBBICHTH Ka4ecTBO MPOYKTA 32 CUET 00CTYKMBAHUS?

PykoBoauTensaM cpeiaHEro M HU3IIEro 3BE€Ha MPUXOJUTCA PEryssIpHO Mepeodydarb CBOUX
COTPY/ZHUKOB, YTOOBI T€ HE 3a0bIBaJIM KOHTPOJIMpPOBaTh ceOs M 3amaBaTh cebe 3TH Bompockl. Ho
CTOUT MEHE/XKepaM OCJIa0UTh JaBlIeHUE, U KaUeCTBEHHBIH CEpPBUC MTHOBEHHO HUCYE3AET.

Hepenako kadecTBEHHBIH CEpBUC paccMaTpUBAETCs Kak JEsATEIbHOCTb, oOJerdaromnias
KJIMEHTaM Tpoliecc MOKYNKH. B 3ToM ciyuae 1mosx moHATHE cepBHca NOANANAIOT MPUEM 3aKa30B U
JOCTaBKa TOBApOB. MHOTME KOMIAHMM JMOO B MHCCHH, JHOO B OMNEPATHBHBIX HMHCTPYKIHIX
IIPONMCHIBAIOT KPUTEPUHU KauE€CTBEHHOT'O CEpBHCA.



I'106a/1bHBIE HMII€PATHUBbI

Kax npaBuiio, 3ty omnpeaeneHus: NpUHUMAIOT (OpMY II00ANBHBIX HMMIEpaTUBOB. «KiHeHT
Bcerza npas» U «Bce g kiameHTa» — TUNWYHbIE npuMepbl. Ho 3TH JI03yHIM HE BUIUT HUKTO,
KpoMe akIMOHEpoB. Jla 1 Te BUAAT JMIIb B TOJOBBIX oTyeTax. Mimu, ecim Mbl pelnian MOJAENIUThCs
CBOMMH OXUJAHUSMH C COTPYAHHKAMH, MBI €IUHOXKIBI YBEAOMIIIEM HX OO0 JTHX BBICOKHX
CTaHJIapTax U MojaraeM, 4YTo 3TOro OyAeT AOCTaTOYHO, YTOObI U3MEHUThH WX OTHOIIEHHE U METO/IbI
paboThI.

JI1st CepBUCHBIX KOMIIAHUM CaMO€ y3KO€ OIpEAEIICHHE KaYeCTBEHHOI'O CEPBUCA — «TOYHOCTh
u ObicTpoTa neiicTBuit». Omneparop MpaBUIBHO MPUHUMAET 3aKa3 MU BBINOJHAET €ro TOYHO U
OBICTPO.

[TponaBerr B Mara3uHe COBEPIIAET MHOTO MPOJAX ¢ HEOONBUIMM KOJHMYECTBOM BO3BPATOB M
xano6. Ha apyrom KoHIle cheKkTpa HaxXOAATCS TakKue OINpeeNieHUs KadyeCTBEHHOI'O CEpBHCA,
KOTOpbIe (DOKYCHUPYIOTCSI Ha KJIHMEHTE, MPOAYKTe WIM omnepanuu. [IpuHIMIBI 0OCTyXHBaHUS
BBIpaXKalOTCs B (QopMe NpuKa3za WIM HENPENOXHOW HCTUHBI, Hampumep: «YIOBJIETBOpSIiTE
OKUJaHUs KIMEHTOB» WIH «EIMHCTBEHHOE pa3inyie MEXIy Mara3uHaMH — B UX OTHOILIEHUH K
MOKYIaTEIAM».

[Tocnenuuii «rnoOadbHBI MUMIEPATHBY OTPaKaeT yOeXJEeHUE, YTO KadyeCTBEHHBIH CEpBHC
CTAHOBUTCS KOHKYPEHTHBIM IPEUMYLIECTBOM, KOTJa KOHKYPUPYIOIIHE KOMIIAHUM MPEIIararoT
MOXO0’KHE MPOAYKTHI U YCIIYTH OJJHUM U TEM K€ KaTeropusiM MOTpeOHTeeH.

Bonee npoasunyTOE M rIIy0OKOE TIpE/ICTaBIeHHE 00 OOCTY)KHUBAHUH KJIMEHTOB MOKHO

NPOMJLTIOCTPUPOBaTh Ha npumepe punocopuu IBM, xoropyro chopmynuposan d.Jx. (bak)
Pomxepc, OpiBmMiA Buie-npesuaeHT IBM no mapketunry: «Her Hukakoi BosmeOHON (Gopmysibl
WJIM CTPOTO OXPAHSAEMOT0 CeKpeTa, KoTopble moMoraroT IBM coxpaHuTh "BEpHOCTH" KIIMEHTA MOCIIE
TOrO, KaKk 000pyqOoBaHWE OIUTAYE€HO M ycTaHoBIeHO. [Ipocto mocne mpogaxu IBM oTtHOcHTCS K
CBOEMY KJIMEHTY C T€M K€ BHUMAHHMEM U MHTEPECOM, C KAKUM IIbITaJach IPUBJIEYb €ro, KOIrja OH
ObUT MOTEHIIMATBLHBIM KIIHEHTOM).

Ho HekoTOpble KOHKYPEHTBI HE MOIYT IIOHATH IPUYMHY yCTOMYUBOrO IponseraHus IBM,
XOTsI KOMIMaHUs OOBSCHSIET CBOM YyCHeX B 3HAYUTEIBHOM CTETEHH BBICOKOH KYJIbTYpPOM
o0CITyKHBaHUS.

PaccMoTpeB Bce MHOXXECTBO ONpPEACTICHUN M TOJKOBAHMH «KAYECTBEHHOT'O CEpPBHCA», Mbl
CHOBa MPHUXOJUM K MBICIIH, YTO OOCIYKUBAaHHE — 3TO TO, YTO TyMAIOT O HEM BaIlld KJIMEHTHI.
Bamm cotpyaHukyn mo paboTe ¢ KIMEHTaMu NPEIOCTaBIsIOT OOCTyXHUBaHUE, M3 KOTOPOTO
CKJIa/IbIBA€TCsl BIIEUATIICHHE O KOMIIAHMM, & 3TO CO3AAET PEIyTALHMIO... KOTOPasl OKYMAETCs 3a CUET
MMOBTOPHBIX MPOJAXK, pOCTA MPOAAXK, YIOBIECTBOPEHUS KIIMEHTOB U PEKOMEHJAIUH.

OBCJIYKUBAHUE K/IMEHTOB UJIM OTHOEHHWA C KIMEHTAMUA?

Ha mnpaktuke oOciayXuBaHUE KIMEHTOB — O3TO TMPUHATHIE B KOMIIAHWW TMpaBujia u
npoucaypbl, a OTHOLICHUA C KIIMCHTAMH — IMOBCCOAHCBHOC O6H_ICHI/IC C HUMMU. O6CJIy)KI/IBaHI/Ie
KJIMEHTOB OIpe/IeNIsieT YPOBEHb CEPBUCA, KOTOPBIN MOIY4alOT KIUEHTHI, @ OTHOLIEHUS C KIIMEHTaMH
pean3yoT €ro.

Tak, B xomnanuu Del Monte, mpou3Bosieii MpoAyKThl MUTaHUS, Ha TEIePOHHBIC 3BOHKH
OTBCUYAKOT COTPYAHUKHU, OTBCTCTBCHHLIC 3a «OTHOMICHUSA C KIIMCHTAMW»: OHU IMPUHHUMAIOT 3aKa3bl U
OTMPABIIIOT MAIIMHBI U BaroHsl ¢ (PyKTOBBIM canaToMm B Kroger's, Safeway u A&amp;P. Onu xe
NPUHUMAIOT U PACCMATPUBAIOT JKAJIOObI KIIMEHTOB.



BbICOKHE TEXHOJIOTHH = BBICOKHUE OTHOILHEHHUA

CeropHs, B 31I0XY BBICOKHX TE€XHOJIOTHI, KaUeCTBEHHOE 00CITY)KHBaHUE CTAHOBUTCS BAXKHBIM,
Kak HUKorjga. Uem Oouibllie Mbl CTAJIKHUBAEMCSl C BBICOKMMHU TEXHOJOTHSIMH, TeM OOJbIIE XOTUM
BBICOKUX OTHOIICHUH, — yTBepxkaaeT KoHcynbTaHT /[xoH HeiicOur. B Hamem ciydae «BbICOKOE
otHomeHue» (high touch) o3nawaer «muHOe obOCHyXMBaHUE». [[pyruMu cioBaMH, 4eM MEHBIIIE
MBI 00IIaeMcs C JIF0JIbMU B IaHHOW OpraHM3alliy, TEM BaKHEE Ka4eCTBO KaXJ0ro KOHTakTa. M uem
yaiie Mbl BBIHYXKICHBI B3aMMOJEHCTBOBATh C MAalllMHAMHU, TEM CUJIbHEE KaXKJIeM YeJIOBEYECKOIro
oOmieHusi. MamuHbpl, KOTOpble HE TMO3BOJSIOT KIHMEHTY OOIIAThCS C IKUBBIM, 3a00TIUBBIM,
MOHUMAIOIIUM COTPYAHHKOM, CIIOCOOHBI MOTYOUTH JIFOOBIE YCHIIMSI KOMIIAHUM, HalpaBieHHbIC HA
YIIOBJIETBOPEHHE KIMEHTOB U 3aBOCBAHNE UX JIOSUIBHOCTH.

«[IpoxnsiTue» COBpEeMEHHONW 3KOHOMHKH — COCTaBJIEHHBIE Ha KOMIIBIOTEpPE IOTOBOPHI 00
apeHse aBTOMOOWJIEH, TpOBepKa TOCTHHUYHOIO cueTa M0 KaOeIbHOMY TEJIEBUICHUIO,
aBTOMAaTHYecKasi OIUlaTa CYETOB KPEIUTHBIMU KapTOYKaMH U TeleQOHHBIE CHCTEMbI, KOTOpbIE
3aCTaBJIAIOT 3BOHSINETO JKJIaTh, MOKA MEXaHUYECKUH TOJIOC 3aYMTHIBAET €My CIHCOK OIIUi,
MIPEK/IE YEM COCTUHUT C HYKHBIM a0OHEHTOM.

bankomatrer (270 Teic. B 2001 T1.), 2MEeKTpOHHBIE OAHKOBCKHE IEPEBOJIbI, ABTOMATHI II0
MpoJjake aBUaOMIIETOB — BCS 3Ta aBTOMATU3AlMs MPUBOIUT K OOpaTHBIM pe3yibTaTaM C TOUKH
3peHHs JIOAJIBHOCTH KIHUEHTOB (TOTOBHOCTh YHTH K KOHKYpEHTaM), K PaBHOIYLIMIO M Jaxe
OTUYXKICHHUIO.

Wnes 3acTaBUTh KIMEHTA IUIATHTD 32 JIMYHOE 00CTY)KMBAHUE CTOSIINM 32 MPUIABKOM >KUBBIM

NMpOJABIIOM Hayajga pacrpocTpaHAThCs Mo Bced Amepuke B 1994 r., xorma ee BIEpBbIC
ucnonb3oBan First National Bank u3 Yukaro. MHe KakeTcsi, HEKOTOpble OaHKH JIETKO MOTYT
mumuth First National Bank storo mpeummyimiectBa, cnenaB JUYHOE OOCIY)XKHBAaHUE KUBBIMU
corpyanukamu OecruatHbiM. Commerce Bank, pa®otarommii B @unanenshuu, Hero-Jxepcu n Ha
ManxsTTeHe, yKe 10Ka3al 3To.

lT'osi0coBas mo4ra = OTCYTCTBHE CEpBHUCA

[Tapa cioB 0 Tak Ha3bIBAEMOM TOJIOCOBOM MOYTE. DTO OTIWYHBIA TMPUMEP OTCYTCTBUSA
cepBuca. Eciii KOMITaHUs KCIOJIb3YeT TOJIOCOBYIO MOUTY JUIsl OOMICHHS CO CBOMMH KIMEHTAMH,
3HAYUT, Y HEE CIUIIKOM MHOTO KJIMEHTOB M CIMIIKOM MHOTO Mpojaax. MHaue 3aueM Obl eil Tak
HACTOMYMBO U YCHEIIHO COKpaIIaTh CBOW Ou3Hec?

Penxuii KIMEHT OTHOCUTCS K TOJIOCOBOM MOYTE KAaK K YCIyre, TAKOBOM €€ CUUTAIOT pa3Be uTo
camu Kommanud. Kpome TOro, B BBIUTpHINIC Tene(oHHAS KOMIAHUS: COTJIACHO pe3ysbTaTraM
UCCIIEIOBaHMM, 4acTO MPUXOJIUTCS JenaTh OoJybllle OJHOrO 3BOHKA, HE JO3BOHMBILIUCH Cpasy.
TenedhonHble KOMIaHUM 000XKAOT TOJIOCOBYIO TIOUTY, TIOTOMY YTO JIJIsi HUX KKIBINA TelieOHHBIN
3BOHOK 0€3 0TBeTa — 3TO (DAKTUYECKU TPH 3BOHKA, T. €. OJIMH OCCIUIATHBIA 3BOHOK IIPEBpAIaCTCS B
TpH TUIAaTHBIX. BOT Kak 310 paboraer:

* mepBblii 3BOHOK. IlepeaapecoBbiBasi HEOTBEUEHHbIE 3BOHKM Ha TOJIOCOBYIO IIOUTY,
TeneOHHAs KOMITaHUS 3apabaThIBacT JCHBIH;

* BTOpOH 3BOHOK. BbI3piBacMbIii aOOHEHT (KOMITaHMsI) CBSI3BIBACTCS CO CBOEH TOJIOCOBOM
MOYTOH, YTOOBI IPOBEPUTH COOOILICHHS;

* TpeTuii 3BoHOK. [Ipociymias cooOuienus, abOHEHT, Kak MPaBUIIo, IEPE3BaHUBAET JIOSIM,

KOTOPBIE UX OCTaBHUIIH.

[To-BuaguMoOMy, TOJOCOBasl TMOYTa TPHUBJICKAET KOMIIAHWUM OOMAaHUYMBOW TEPCTIEKTUBON
COKOHOMUTH OJIarofapsi TEXHOIOTHH.

Ho ecnu Obl OHM M3y4yWsiM €€ BO3JIEHCTBHE HAa KAue€CTBO CEPBHCA, YHCIO TaKUX CHUCTEM B



CIIA pe3ko cokparuiock Obl. K cuacTeio, OonpImmMHCTBO KommaHwii 3a mpeaenamu CIIA He
MOMAJIUCh HA YJI0YKY ATOM JOPOTOCTOSIIEN TEXHOJIOTHH.

KnueHTsl nuiieHsl BO3MOXKHOCTH HETOCPEACTBEHHO OOIIATHCS C IKUBBIMHU JIFOJBMH.
l'onmocoBas

MoYTa BRIHYK/IA€T UX OCTaBUTh COOOIIeHHE. EClii OHM 3TOTO HE AENaloT, CBSA3b MPEPHIBACTCS.

[To ompITy 4 3HAI, YTO B KOMMAHUIX, HCIOIB3YIOMIHUX TOJIOCOBYIO MOYTY, NEpe3BaHUBAIOT
JlaJIeKO0 HE BCEM KIIMEHTaM, KOTOpBIE MPOCAT 00 3TOM, OCTaBiss COOOImIeHus. YacTo royiocoBas
MouyTa HCMONb3yeTcs Ui OTCEMBAHMS HEHYXKHBIX 3BOHKOB. Torma pasymHee MOIKIIOYHUTD
(YHKIIUIO aBTOOTBETYHKA. DTO JCIIEBJIE, YEM roJI0cCOBas MOUTa.

10 cepBuC?

VYpok 3akioyaercss B TOM, YTO TOJIOCOBasi MOYTa, KaKk M OOJBIIMHCTBO TEXHOJIOTHYECKUX
HOBILIECTB U peKJiama, IPOUTPBIBAET B KOHKYPEHTHOW OopnOe 110001 KOMIAaHWHM, IJi€ KIHEHTOB
00CITy’)KUBAIOT KHUBBIE JIFO/IM, BIIAJCIONINE BBICOKOW KYIbTYpoil oOciyxkuBanus. Jlydiie cosnaiite
COOCTBEHHYIO CEPBHCHYIO KOMaH]ly, ODUEHTHPOBAaHHYIO Ha KIMEHTOB. [loMrMo Bcero npoyero, 3To
ropaszio ACIIEBIIE.

[IpuemiieMyro ¢ TOYKM 3pEHHMSI KayecTBa CEPBHCA CHCTEMY I'OJIOCOBOM IOYTHI HMCIIOJIb3YET
ctpaxoBass komnanus Delta Dental Plan of Massachusetts. 3BoHsieMy KJIMEHTY MpeIIararT
NEePEeKIIIOYUTECS Ha ()KUBOTO) omepaTopa, HaxaB «0». Ha cooOuieHus, ocTaBlieHHbIE B IIOYTOBOM
AIMKE, OTBEUYAIOT B TEUEHUE HECKOJBKMX MHUHYT. KaXnblil 1eHb 3BOHSLIME KJIMEHTHI CIIBIILIAT
HOBOE ITPUBETCTBHE.

CucreMsbl roJ10COBOM MOYTHI, HECOMHEHHO, BBITOJIHBI UX IPOU3BOAUTENSAM. BBIro1HEI OHU U

MEHEKepaM, OTBEYAIOIIMM 33 UX DKCIUTyaTallMi0 B KOMIIAHUAX IOJIb30BATENSX, TOCKOJIBKY
TE€ CTAHOBSTCS TEPOSIMH JHS, SKOHOMS «OOJIbIINE JEHBIU» Ha 3apIliaTe ONepaTopoB. XOTS UMEHHO
3a yCTpaHEHHE OIEepPaTOPOB 3THM MEHeJKepaM CJe0BajI0 Obl OOBSBUTH CTPOTMH BBIFOBOP — C
TOYKH 3pEeHUs OOCIY)KMBaHHs KIMEHTOB. HakoHel, roiocoBas IouTa BBITO/HA OyXraiTepuw,
IIOTOMY YTO J€JIA€T KOPOYe IIATEKHYIO BEAOMOCTD.

EQuHCTBEHHBI NPOUIPAaBIIMM — KJIHUEHT, KOTOPBIM CTAJKUBACTCA C HEBEPOSATHBIMU
TPYAHOCTSAMH, TBITasICh IO3BOHUTHCA B KoMmaHuioo. OH ket 30 cekyHZ, IOKa 3BYYMT OJIHO
cooOuieHue, notom emie 30 ceKyH/I, oKa 3ByYHT JPYroe, ¥ Tak Jajiee, MoKa eMy He HaJJ0eCT KAaTh.
Korma ero, HakoHell, COEOUHSIOT, OH HEPENKO IONANAcT HE TyAa, Kylda XOTEN, WU 3BOHOK
cpbiBaeTcs. Majo KoMy 3TO TOHPABUTCSL.

[NonocoBas mouTa nosiBUIaCh KaK CpeCTBO BHYTPEHHEH KOMMYHUKAIMK. Tak U UCIIOJIb3YyHTE
€€ JUIsl BHYTPEHHEH KOMMYHMKAIMH, €CJIM Balll IEPCOHAJ TIOKa HE OBJIAJENl HAYKOW U MCKYCCTBOM
IIPEIOCTABIIATH KIIMEHTaM KaueCTBEHHBIN CEPBUC.

CornmacHo wuccnenoBanusM, 34% KIMEHTOB, KOTOpbI€ BEIIAIOT TPYOKy, OoJble He
Nepe3BaHnBaIOT. [ moTepsiHHbIE B pPE3yNbTaTe 3TOr0 JOXOABI MOTYT OBITh CYILECTBEHHBIMH.
IIpocTo kKOMIaHuM, KOTOpPBHIE SKOHOMAT Ha KOJUI-LIEHTPAaX M BBOJAT TOJIOCOBYIO IIOUTY, HE
MOICYUTAIIN 3TH MTOTEPH.

YenoBeueckoe 00IIEHHE B IpOIlecce MOKYIKH — BOT YTO, KaK MPaBUIIO, OCTAETCS B TAMSTH, a
BOBCE HE JIEKTPOHHBIE yCTpoiicTBa. OJJHAKO BCE KOHTAKTHI C JAHHOW KOMITAHWEH BIMSIOT Ha HAIIIE
BOCIIPUSTHE U MHEHHE O HEM.

HeBaxxHO, Kak Aajeko BIepel LIarHyT TEXHOJOTHMHM, — KIMEHTHl Bcerga OyayT LEHUTh
BEXIJIMBOE, 3a00TIMBOE OOCITYXHBaHHME, IPEIOCTABIsIEeMOe KHUBBIMH JroAbMUA. OHU OynyT
yabpl0aThCs, KOTAa Bbl oOpallaeTech K HUM IO MMEHH, MPEIOCTaBiIseTe UM HH()OpPMaLUI0 WM
OKa3bIBaeTe MOMOIIb, KOTOPO OHM He oxxkuaanu. Y onn OynyT pacckas3biBaTh CBOMM 3HAKOMBIM O
ApYKeIt00HOM, BHUMATEIIbHOM OOCIYKUBAaHUM U COTPYAHMKAX, KOTOpbIE 3HAIOT, YTO JENAIOT, U
KOTOPBIM HPaBUTCS 3TO JI€NaTh.

KoHKkypeHTHOEe NpeuMyIlecTBO Bcerja OyAeT Ha CTOpPOHE TeX KOMIAaHMH, Ie KIMEHTOB



o0CITy>KUBaIOT kuBbIe puBeTMBHIe JIFOIN.

Mesioun?

MHorue koMmmnanuu, padortaromniie B cepe oO0CIyKUBaHUS, MPEeHEOPEraroT IEMEHTAPHBIMH
MpaBWJIaMH, «MEJI0YaMI», HallpuMep oOpalaThesi K MOCTOSTHHBIM KJIMEHTaM 10 UMEHU. B TeueHue
YeThIPEX JIET IO JIBa pa3a B HEAENIO s 3ae3Xajl Ha OJHY U Ty K€ aBTO3allpaBOYHYIO CTAHLUIO.
[Iponasern 3Han, Kak MEHS 30BYT: Kbl pa3 OH BHAEI MO€ UMs Ha KpeAUTHON KapTouke. Ho oH
HU pa3y He o0paTWiIcs KO MHE Mo UMeHHU. M BooOIe HUKTO Ha ATOH 3arpaBKe HU pa3y HE KUBHYII
MHE B 3HaK IIPUBETCTBHUS.

bonpminHCTBO aBTO3ampaBOK HUYYyTh He Jsyudmie. Iloaromy s Hawanm moctynarh Tak, Kak,
[IOA03PEBal0, IOCTYNAlOT MHOTME, — S 3ae3kal0 Ha INEpPBYI IMONABIIYIOCA 3allpaBKy C
NpUeMJIEMBIMU IIEHAMH M HE PACCUMTHIBAI0O Ha OCOOBIA cepBuc. S mepecran OBITH JIOSIIBHBIM
KJINEHTOM.

Eme ogna npuuuHa, moyemMy JIMYHOE 00CITYKUBAHHE KHBBIM UYEIOBEKOM IPEBOCXOAMT JTH000€
TEXHOJIOTUYECKOE YyZO, 3aKJII0UYaeTcsi B TOM, YTO IIOKa HE H300peTeHbl BEUHbIE [BUTATENH,
KOTOpbIE€ HUKOT/Ia HE JIOMAlOTCS W He OmMOaroTcs. A ecinu U M300peTeHbI, TO OOCIYKHUBAIOT,
BEPOSITHO, JTUIIb HEMHOTUX M30paHHBIX.

[lepexoa OT 3MOXM MAapOBBIX MAIIMH K 3M0Xe WH(GOPMAIMOHHBIX TEXHOJOTUH M CepBUCA
TpeOyeT KapAWHAIbHO HOBBIX TOAXOJOB K YIPABICHUIO KOMIIAHUSAMH, YTOOBI JIMYHOE
00CITy’)KUBaHHE HE CTAJIO KEPTBON «IKOHOMUYHBIX TeXHOJIOTUIY. 13 rnaB 3 u 4 BBl y3HaeTe, Kakue
yIpaBleHYeCKHEe U OpraHU3allMOHHBIE U3MEHEHHs HYXKHbI, YTOOBI MPeo0pa3oBaTh TPaJAUIIUOHHYIO
KOMIIAaHUIO B KOMIIaHUI0, OPUEHTUPOBAHHYIO Ha CEPBHUC.

YTO JAET YJIYYIUEHHUE CEPBHUCA

CepBuc ob6namaer >pQPeKToM MyIbTHILUIUKATOPA: OH YMHOXKAeT PE3yNbTaThl, JOCTUTHYTHIE
peKxiIamMoi, MapKeTMHIOM W TpoAakaMu. B ocCHOBe 3TOro MyNbTUILTMKATUBHOTO 3(dexra —
MO3UTUBHOE OTHOIIEHHE K KOMIAHHH, KOTOPOE CO3JaeTCs Y KIMEHTOB Oyiarojapst KaueCTBEHHOMY
JTUYHOMY OOCTY>KUBAHUIO U MOTHUBHPYET UX PEKOMEHJ0BATh KOMIIAHUIO APYTUM JTFOSIM.

Ecnmu peknamy pgaer KoOMIaHUs, KIWEHTBI KOTOPOH JIOBOJNBHBI OOCTYXHBaHHUEM U
MPOJIYKTaMH, TO €€ KacCOBBIE ammapaTbl HAYMHAIOT HAWTphIBaTh Becenylo Meinoauio. Ho ecnu
COTPYTHUKHU PETYJSPHO 3aCTABIISIOT KIMEHTOB XKJIaTh, a TIOTOM BEIyT ceOs Tak, OyITO OKa3bIBAIOT
UM MHJIOCTh, TTIOMOTasi COBEPILIUTH MOKYIKY, TO HEZeJNs JOPOroCTosIel TelepeKiaMbl B Mpaim-
TalM MOMJET KOTY MO XBOCT.

Korna komnanus ycremnrHo peaansyer npodeccuoHaIbHYIO CTPAaTErHI0 CEPBUCA, €€ MPOJaXKH,

npUOBUTE U PEHTA0ENBHOCTh PAcTYT HE IMPOCTO MPOMOPIHOHATIBHO, @ B T€OMETPHYECKON
nporpeccuu, mnpuueM O0e3 BCAKOW pekjiaMbl M MapKeTHHra. 3HAUMTEIbHO TMOBBIIIAETCS YPOBEHB
YIOBJIETBOPEHHOCTH U JIOSUTBHOCTH KJIMEHTOB. A KOJMYECTBO JKajJ00, HAMPOTUB, YMEHBIIIAETCS.

KadecTBeHHBIN cepBUC — ATO Kak MepBOKIaccCHBIM (opBapa. Korma oH BBIXOIUT Ha ToOJIE,
OCTaJbHBIC UTPOKU HAUMHAIOT UTPATh JIYUIIIe U BEIUTPHIBACT BCS KOMaH/IA.

Ecnu xommaHust XOpollo OTHOCHTCS K CBOMM KIJIMEHTaM, BCerjaa paja UM M MpsMO JaeT
MOHATHh, YTO IIEHUT WX MPEAAHHOCTh, TO POCT NPUOBLTH 3akoHOMepeH. Ho ecnm xommaHwus
OTHOCHUTCS K OOCITY’)KMBaHHUIO MPEHEOPESKUTEIBHO («MOYKHO, €CII €CTh BPEMs»), OHA HEMPEMEHHO
CTOJIKHETCS C TeM, YTO, KaK HU cTapaiics, T00bIe IPYyTrHe cTpaTeruy, HalmpuMep pekiiama, MpUHECyT
CKPOMHBIE pe3yibTaThl, 1 OHA HUKOI/Ia HE CMOXET Peau30BaTh CBOM MOTEHIMAl U ONpPaBAaTh
oxunanus. KakuMm Obl HOBBIM HU OBLI MarasvH, KakuMU OBl MPUBJICKATEIbHBIMA HH OBUIA €Tr0
BUTPHHBI, KaKOW OBl MPOPECCHOHAIBHOW HH OblIa peKiama, Bbl HE JOCTUTHETE IIeJIEBOr0 00bhema



MIPOJAXK.

W3-3a MynbTUILIMKATUBHOTO 3¢ (eKTa KaueCTBEHHOTO CEepBHCAa HEKOTOphle KOMITaHUU
HAYMHAIOT CEPbhE3HO PACIIMPATh CBOM MAPKETHUHIOBBIE MPOrPAMMBI, KaK TOJILKO BCTYMAET B CHIY
HOBasi MporpaMMa [OBBIIIEHUS KYJIbTYpbl OOCITY)KHMBaHHSA. OTO MYJAPBIA IIAr, I[OCKOJIBKY
KaueCTBEHHBIN CEPBUC 3HAUUTENILHO MOBBIIIAET PE3YNIbTAThl, KOTOPHIE JA€T MAPKETHHT.

KOHKPETHBIE IPEUMYIIECTBA

YroOsI eme pa3 MOAYEPKHYTh BaXKHOCTh Kaue€CTBEHHOT'O CEpPBHUCA, IMOBTOPIO: Ka4eCTBEHHBIN
CEpBHC ylIEpKUBAET KIMEHTOB, KOTOPbIE Y Bac yXke eCTh, IPUBJIEKAET HOBBIX KIMEHTOB U CO3JAeT
TaKyl0 PEeNyTaluio, KOTOpasl BBI3BIBAET y CYIIECTBYIOIIMX M MOTEHIMAIbHBIX KIMEHTOB JKEIaHUE
COTPYIHUYATh UMEHHO C Balleil KoMIaHued. JTa 1eb JOCTUTaeTCsl YOBIETBOPEHUEM KIHUEHTOB,
KOTOpbIE HAYMHAIOT PEKOMEH/IOBaTh Bally KOMIAHMIO CBOMM JIpY3bsSM, POJCTBEHHUKAM U
3HAKOMBIM ¥ CBOMMHM OJarokeilaTelbHbIMH  OT3bIBAMH  CO3JAIOT M YKPEIUISIIOT — Bally
MOJIOKUTEITBHYIO PEIYTAIMIO HA PHIHKE.

Jlxon Kemmu, Bnagenen komnanuu John E. Kelly &amp; Sons 3 Bepxnero Mans6opo (mrart
MbpuiieH), 3HaeT O MYJIbTUIUIMKATUBHOM J(¢eKTe KaueCTBEHHOTO OOCITyKUBaHHUS HE
noHacaslmke: «[IpumepHo 20% Hammx KIMEHTOB NPUXOIST 110 PEKOMEHIALUN .

MHorue KoMnaHuM (PAKTUYECKH IOJHOCTBIO CTPOSIT CBOM OHM3HEC Ha PEKOMEHAALUAX H
MOBTOPHBIX clenkax. «McciaenoBaHusi MOKa3bpIBalOT, YTO OJUH JIOBOJBHBIM KIMEHT MOXKET
HAmpaBUTh K BaM JBYX-TPEX HOBBIX KIHEHTOB», — roBopur Jly Tanmbsideppe, AUPEKTOp
MapkeTuHTroBo# ciry)0bI B National Electrical Contractors Association (NECA).

YcTHasa pekiama

Ecnm BBI XOTUTE cIeNaTh CBOI PEMYTALUIO JIMAEPA MO0 KAa4eCTBY CEPBHCA KOHKYPEHTHBIM
MIPEUMYIIECTBOM, He 3a0bIBaiiTe 0 BaXKHOCTH YCTHOM pexyiamMbl. [Ipu mpuHATHH pelIeHns o MOKYIKe
yCTHas pekjama 0ObIYHO AEHCTBYET Ha JIIO/IeH ropasio CHIIbHEe, YeM OObIuHasl.

B xone wuccnenoBanus kommanuss TARP ycraHoBuia, 4TO KIMEHT, KOTOPOTO XOPOIIO
OOCITyKWJIM TIPH TIOKYIKE HEOPOroro ToBapa WK YCIYTH, PacCKa3bIBaeT 00 3TOM B CPEJHEM IISITH
moasiM. Ho 00 oTpumarenbHOM OmNbITE KIMEHT pacckaszbiBaeT B cpeaneM 9-10 momsm. 3to
OTJIMYHBIA APryMEHT B IIOJb3y YCWJINM, HANpPaBICHHBIX Ha YJOBJIECTBOPEHHE KIIMEHTOB, €CIIU
TaKOBBIE XOTh KOTAA-TO MPEANPUHUMAIINCS.

Yro kacaeTcsl peaklMM KIMEHTOB Ha IUIOXO€ OOCIyKMBaHHE IPHU COBEPILIEHUH KPYIHBIX
nokynok, To TARP oOHapy»kuia, 4To 0 XOpOIIEeM OMbITe YCIBIIIAT MPUMEPHO 8 YeJIOBeK, TOr/1a Kak
KOJIOCCAJIbHOE KOJIMYECTBO — 16 4enoBek — B MOJPOOHOCTAX Y3HAIOT O BCeX MpolieMax.

BbiBoa: ciyXW O MmIoXoM OOCTYXMBAaHWWM HAHOCAT KOMIIAHMM (M ee oO0beMaM MpOoaax)
00BN BpeJl, 4eM MPUHOCST MOJIB3bI CIIYXH O XOPOIIEM 00CITyKHUBAaHUH.

IloBbILIEHH E MNpOU3BOAUTEC/IbBHOCTH

Eme onuH cepbe3HbIil T0BOJ B MOJIb3Y KAYECTBEHHOTO CEPBUCA — POCT MPOU3BOJUTEIEHOCTH
Tpyaa (moxpobHo cM. rnaBy 7). Korma kommanus Bio-Lab u3 Jlekarypa (wrar J[xopmxus)
BHEJIpHJIA CHCTEMY OOCTY)KMBaHMS KIMEHTOB, NMPOM3BOJUTEIBFHOCTh TPYIA COTPYAHHUKOB Hadaia
HEYKJIOHHO TOBBIMATHCSA. BoT uro roBoput DHH IlMHKEpTOH, muUpekTop ciayxObl mo padore ¢
KJIMEeHTaMu: «3a roji Mel 00paboTany Ha 5 MIIH JIOJUI. 3aKa30B OOJbIIE, YeM 3a MPEeAbI YN To,



IIpHU TOM K€ KOJIUYCCTBEC COTPYAHUKOBY.

2Ka/106b1 KJINEHTOB

[TO3UTHUBHBIM CJECTBHEM IOBBIIICHUS! Ka4eCTBA CEpBUCA MOXKET CTaTh YBEIMUYEHUE TMOTOKA
*ano0. KimeHTsl HaunHaIOT OOJIBINE KAIOBATHCS, M ATO XOopoino. JKago0bl — 3TO BO3MOKHOCTH
UCTPAaBUTH MPOOIEMBI, O KOTOPBIX KOMITAHHSI MOTJIa ObI HUKOTAa HE Y3HaTbh, €CJIM Obl HE CTpaTerus
cepBHca.

Ho cotpyanuku, Kak MpaBuiIo, He JIOOAT Kaja00bl, IPOCTO MOTOMY, YTO MX HUKOTAA HE YUUIIH
paborath ¢ HUMH. Tak, 80% HamMCaHHBIX MHOM MHUCEM C kajobaMu ocTajioch 0e3 OTBeTa, B TOM
qHcIIe U TO, KOTOpOe sl Halucall Mpe3uIeHTy TOCTHHUYHON cetn Marriott Courtyard. B ToT mepBsiit
(w1 mocnenHMit) pa3, koraa s octaHoBwiIcs B otene Courtyard, y MOETO TECTs CIIYyUHIICS CepACUHBIN
npuctyn. Ho coTpyHuKH OTelnst He Mepeaid OCTaBIEHHOE Ul MEHsI cpoyHoe coobuienue. bonee
TOTO, OHU He pa30yauiIi MEHs Ha CIIeAYIolee YTPO, XOTs HaKaHyHE BEYEPOM S IPOCHIT UX 00 STOM.

Ha camom nene cuctema o0ciny)KMBaHUS KJIMEHTOB, KOTOpasi MOOLIPSET U j YIPOIIAET HoJauy
xaynob, yBenuuuBaeT Bamly npuObuib. [louemy? Jla moTOMYy, YTO KJIMEHTHI, KOTOPbIE MOTYT
MOKAJIOBAThCS CAaMOM KOMITAHUH, PEeXKe OYAYT KaJlOBaThCs MOCTOPOHHHUM, PACIIPOCTPaHss TypHYIO
CJIaBYy M OTIYTUBas MOTEHIIUAJIbHBIX KIHNEHTOB.

Puyapn I'smropr, ObIBIINi COTpYyIHUK N0 paboTe ¢ KJIMEHTaMHu B KommaHuu | Armstrong
World Industries, roBoput: «Mbl TIpHOOpPENN HECKOJBKO TOCTOSHHBIX KJIHEHTOB, YbE
COTPYZHUYECTBO C HaIIel KOMIaHKWEH Havauoch ¢ xanoObl». [loBepbTe, 3TO OYeHb MYIpbIH mar —
JaTh KJIMEHTaM BO3MOXKHOCTh, CBOOOJHO BbIpakaTh cBoe MHeHue. (IlompoOHee o pabote ¢
Kanmobamu cM. riaBy 12.)

He roBopuTte, 4TO BBl HE TONy4aeTe Kajao0, 3TO HE MOBOA i ropaocTH. [Ipusnaiite, 4TO
XKaJoObl, 0 KOTOPBIX BaM M3BECTHO, — BEPOSITHO, JIMIIb BepXyIIKa aiicOoepra. DTo MOYTH BCET/Aa
TakK.

He xa3HuTe roH1a, eciiu rouen (COTpyJHUK) MPHHOCUT BaM BECTH O )Kaj00ax KIMEHTOB.

OcHOBHBIE IpeuMylLecTBa

MOHO COCTaBUTh MEPEUYEHb MPEUMYIIECTB, KOTOPbIE MPUHOCUT KOMIIAHWM KAauyeCTBEHHBIN
cepBUC (Kaxa0€ U3 HUX Oy/eT MoAPOOHO pAaCCMOTPEHO Jajiee B 3TOH KHHTE).

1. JIossIbHOCTD KIIMEHTOB, YBEJIHMUEHHUE JIOJIH PHIHKA H 00beMa MPOoAaxK.

2. Poct npu6sun.

3. bonee gacteie mpogaxu. bonee kpynubele npogaxu. bonee noporue 3akasbl. IloBTOpHBIE
3aKasbl.

4. YBenu4eHue KIMEHTCKON 0a3bl M KOJIMYECTBAa HOBBIX KJIMEHTOB.

5. CokpaiieHre 010)KeTOB Ha MapKETHHT, PEKJIaMy, IPOJIBUKEHUE.

6. YMeHblIEHME KOJIMYEeCTBa »aylo0 Tam, TJe >kajloObl BeposiTHEe Bcero. Paspemenue
0oJIBIIIETO KOJMMYecTBa kanno0. CoxpaHeHHE KIIMEHTOB.

7. Xopowas pernyrauus KOMIaHUH.

8. Bo3MOXHOCTB BBIZICIIUTHCS Ha (POHE KOHKYPEHTOB.

9. TloBblIeHHE TPYIOBOH MUCHMIUIMHBI M MPOU3BOAMUTENBHOCTU Onarojaps MO3UTUBHOMY
HACTPOIO KJIUEHTOB.

10. YnydmieHre OTHOIEHUH B KOJUIEKTUBE: JIFOJIM OXOTHO OOIIAI0TCS APYT C IPYTOM, IOTOMY
YTO y HUX XOpOIllee HACTPOCHHUE U OHM JIENAI0T paboTy € yIOBOJILCTBUEM.

11. MeHbliie HEZJOBOJILCTBA, MIPOTYJIOB U OMO3JaHUN.

12. CHUKEHHME TEKYUYECTH KaJIpOB.



JIOAAJIbHOCTb K/IMEHTOB

OpaHuM U3 BaXXHEHIIMX MPEUMYIIECTB KauyeCTBEHHOTO CepBHCa SIBISETCS JIOSUIBHOCTh
KIIMEHTOB. A BaKHa OHAa MOTOMY, YTO OOJbIlNas YacTh Ballero OW3HECa — 93TO MOBTOPHBIC
npojaxu. JIOSIIbHOCTh KIIMEHTOB CTAHOBHUTCSI MPETpajioi, KOTOpash HE MO3BOJISIET KOHKYpPEHTaM
pa3MbIBaTh Bally KIMEHTCKYIO 0a3zy.

«UTto MOXeT OBITh BakHee OOCTyXKHMBaHWs KIMEHTOB? — cmpammuBaeT bproc bommxkep,
penakTop xypHaina Incentive. — Penkas KOMIIaHUs MOKET HAAEATHCS HA HEHCCSKAEMBIA MOTOK
HOBBIX KJIHMEHTOB. PaHO WM mMO37HO, HO OOJNBIIMHCTBY M3 HHUX HPUIETCS CO37aBaTh KpyT
MOCTOSTHHBIX KIHEHTOB. UeM myuiie oOCTyKUBaHUE, TEM IIHPE 3TOT KPYT...» JIOSIbHBIE KIHEHTHI,
KOTOpbI€ MPOJIOJKAIOT TOKYMaTh y Bac CHOBA M CHOBA, CO3/al0T OCHOBY CTaOWJILHOTO,
JOJICOCPOYHOTO yCIexa.

«XOopomo H3BECTHO, — TOBOpPHUT MapBa MakapTyp, AUPEKTOp CIyXObl Mo pabore c
xnueHTaMu Waddell and Reed Services u3 Kanzac-Cutu, — 4T0 111 KOMIIAHMH HAMHOT'O BBITOIHEE
3aKJII0YaTh MOBTOPHBIE KOHTPAKTHI C OAHUMH U TEMH K€ KJIMEHTaMH, YeM UATH Ha PHIHOK U UCKATh
HOBBIX KIIUEHTOBY.

JleficTBUTENBHO, TOPA3A0 pasyMHEe — U JICHIEBJIEe — MOCTapaTbCs XOPOLIO OOCTYXHUTh H,
TakuM 00pa3oM, yaepkKaTh OOJNBITMHCTBO KIUEHTOB, C KOTOPBIMH BBI YK€ paboTaiu, 4eM TPaTHUTh
HEMaJble CpeiCTBa Ha MPHUOOpPETEHNE HOBBIX KIIMEHTOB.

@pencuc Tpurr u3z Kanzac-Cutu (mtar Muccypu), KOHCYJIBTAHT IO OOCITYXKHBAHHUIO
KJIMEHTOB, TOBOPUT, YTO MOCTEIIEHHO BCE OOJIbIIIE KOMITAHUN, KOTOPbIE paHblile Opocaiu Bce CBOU
CWJIBI Ha Pa3pabOTKy HOBBIX MPOAYKTOB M MPHUBJICYCHUE HOBBIX KIMEHTOB, HAUMHAIOT OCO3HABAThH,
YTO CJIEyeT HAIIPABUTh YCHIINA Ha yJep:KaHUE y)Ke UMEIOIINXCS KIMEHTOB.

[ToyuurensHo, uro ¢unocodus 6usHeca ot L.L.Bean, Inc., mocraBumka ofexasl 1 TOBApOB
JUIS Typu3Ma U OTAbIXa, COJAEPXKUT Takyr (pasy: «...o0pamiaiiTecb cO CBOMMHU KIMEHTaMH IIO-
YEJIOBEUECKH, U OHU HEITPEMEHHO BEPHYTCS K BaM CHOBa».

Kak kimou K ynep)kaHUIO KJIMEHTOB paccMaTpUBAaeT CBOIO CTparervio cepsuca M Eastman
Kodak Corporation: «YnepkaHue KIUEHTOB KH3HEHHO Ba)KHO, €CIIH BBl XOTUTE HAroJoBY
OTepeXaTh CBOMX KOHKYPEHTOB U OCTaBaThHCS MPUOBLTEHOM KOMITaHUEH.

Sn Kapncon, ObBmMN mnpe3uaeHT aBuakommnanuu Scandinavian Airlines System, Tak
Hamucal B cBoed KHUre «MOMEHTh HUCTHUHBI»: «MBI HACTpOWJINCh Ha TO, YTOOBI CTaTh
OpPUEHTUPOBAHHOW HAa KJIMEHTOB KOMIIAHUEN, KOTOpas IIOHUMAET, YTO €€ E€AWHCTBEHHBIN
HACTOSAIIMN aKTUB — JOBOJIbHBIE KIMEHTHI, KaXJbIH U3 KOTOPBIX OKWIAET WHIMBUIYaJTbHOTO
MoAX0Ja, W, HE CcAelaii MbI ITOro, HE BBIOEPET HAC CBOWM aBHANEpeBO3YMKOM». Hambonee
HarJIsiTHO 3Ha4YeHHE JIOAJBbHOCTH KIMEHTOB MOXKHO IIOKa3aTh Ha MpUMEpPE TMOCIEACTBUNA HX
HEJIOSUIBHOCTU U, CIIeJI0BaTelIbHO, NoTepb. Bo3bMmeMm ceTh cymepmapkeToB co 100 marasuHamu.
Ecnu xaxaplii cynepMapkeT BOCCTAHOBUT MPOTUB ceOsl XOTA Obl OJJHOTO KIMEHTA B JI€Hb, CKOJIBKO
JICHEeT, KaK BbI cuuTaere, OyaeT Tepsath ceTh u3 100 marazuHos exeroqHo? [1o omenkam, s 0THOM
TaKOM CETH MOTEPHU COCTABAT Mopsaka 94,4 MiIH J0JII.

CKOJIBKO CTOMT NOoTeps KJIueHTa?

«MccneqoBanusi TOKa3bIBAlOT, YTO OTEIM MOTYT TepATh a0 12% romoBoro aoxoja B
pesyanaTe TOro, 4T0 HCAOBOJIBHBIC KIHNCHTBI HepeKJHO‘-IaIOTCH Ha ):[pyrI/Ie oTcian», — I‘OBOpI/IT
Yunbsam luxan, 6sBmmii npe3ugaeatr 1 CEO Omni Hotels.

MOI‘y HO[[TBep[[I/ITB OGOCHOBaHHOCTb 3TOT0 3asiBJICHUS. O[[Ha)K[[bI s OCTAHOBHUIICSI B
Doubletree Hotel B Maiiamu. DTOT OTenbh peKIaMHUpPOBaJ CBOK OT3BIBUYMBOCTh M BHHUMAHHE K



rocTsiM. S 3amoiHMI MX aHKETYy O KauecTBe OOCHYXHBaHMA, HO [0 CHUX TOp HE MOIyYHI
0J1aroTapHOCTH.

CMoTpuTE Ha KaXKJI0r0 KJIMEHTA KaK Ha MOTEHIUAIBHOTO MOKU3HEHHOIO MTOKYyaTess, KaK Ha
Balll MAPKETUHTOBBII aKTHUB. J[OBOJIBHBIE KIIMEHTHI HAPABIAIOT K BAM HOBBIX KIMEHTOB, I03TOMY,
Tepsisl KJIMEHTa, Bbl MOJApBIBacTE CBOW phIHOK. HO 4eM nonblie BBl yJIep)KUBAeTe KINEHTA, TEM
BBIIIIE€ IEHHOCTh 9TOT0 MApKETUHTOBOTO AKTUBA.

Ocoboe BHMMaHHUE yJAeIUTEe HeMaTepualbHbIM YepTaM Ballero NpOoAyKTa WM ycinyru. B
JOITOCPOYHOM  IEPCHEKTUBE  OTHOUICHMS,  KOTOpPbIE  OCHOBAaHBI  HAa  BIICYATJICHUSX,
(bopMHpOBaBIIUXCS B TEUCHHE JITUTEIHLHOIO BPEMEHH, Ba)KHEE MaTePUAIbHBIX XapaKTEPUCTHUK.

Ho cepBuc — 3T10 ropasno Oosblie, yeM yiablOKH. B uaeane 3To oTHOIIEHUS M Bce, YTO C
HUMHU CBSI3aHO.

OpHAaKO JOANBHOCTh HENPOYHA M HEAOITOBeYHA. KIMEHTHI NOCTOSHHO IOJCO3HATEIBHO
3a7at0T cebe BOMPOC: «A UTO BBI CHIENAIH Il MEHSI B ITOCTIETHEE BpEMsi?»

[Tpexonsmas npupoaa J0AIbHOCTH KIIMEHTOB — BECKasl IPUUUHA, YTOOBI IPEBPATUTh CEPBHC
B YCTOMUYMBYIO KOPIOPATUBHYIO cTpaTeruto. OHa OIHKHA MOJIKPEIUIATHCS PEryIIpHBIM 00y4eHHEM
COTPYIHUKOB M BBICOKOM IPHBEPKEHHOCTBIO PYKOBOJCTBA, JEMOHCTPUPYEMOW Ha CJIOBAaX W Ha
nene.

AMepHKaHCKas accolManys MEHEDKMEHTa YCTaHOBWJIA, YTO YCIEHNIHbIE KOMIIAHUU
BKJIAJIBIBAIOT B CBOM MEpPCOHAN, BKJIIOYAs e€ro oOydeHue, npumMepHo Ha 20% TpoIEeHTOB OOIbIIe
CPEACTB, Y€M HEYyCIIEUIHble KOMIAHWKM. DTH JAHHBIE BEPHBI U1 KOMIIAHUH JHOOBIX pPa3MepoB,
paboTaroLIMX BO BCEX OTPACIIAX.

JloABHOCTD 3ariyliaeT «IeCHU CUPEH» — KOHKYPEHTOB, COOTA3HSIOIINX BallUX KIMEHTOB
HOBBIMH TOBapaMu M yciayramud. YToOBl yBECTHM NOCTOSHHOTO KIIMEHTA, KOHKYpEHTaM NpUIeTCs
HNOTPYAUTHCA OOJIbIIE, YEM €CJIM YEeNOBEK IOTEepsAa JOSIbHOCTh K KOMIIAHMM H3-32 €€
HEHaJIS)KHOCTU U BPAXXJI€OHOCTH COTPYIHUKOB.

PacckaspiBaer Ilerrn XeitHu, ObIBIIMI BHUIIE-TIPE3UJICHT MO padOTe ¢ KIMEHTAMU KOMIAHUU
American Express: «biarogaps Hamieil cTpaTerdul cepBHCa M JIOBOJIbHBIE KJIHEHTBI, U T€, KTO
CTAJIKUBAeTCAd € MpoOJeMaMH, KOTOPbIE Mbl MOXEM OBICTPO PAa3pEeIlIUTh, CTAHOBITCS HAMHOIO
JIOSUTbHEE K KOMITAHUM.

DTy TOuKy 3peHus pazaenser Pomkep Hannum, OBIBIIMIA AMPEKTOpP IO OTHOIICHUSM C
KiIueHTaMu U napTHepamu kommaHun Coca-Cola. OH roBoput: «C TOYKH 3peHHs JOSIBHOCTU
OpeHly B HHTepecax KOMIIAHMM BIHATh HE TOJBKO Ha Ty TpYIIy KIUEHTOB, KOTOpHIE
HaMepeBaIOTCsl CMEHUTh OpeH 1, HO ¥ Ha BCEX, KTO BPSJ JIU ObI 0OpaTHUIICS K HaM.

Xopomee oﬁcnymnBaHne BOCCTAaHABJ/IMBAET JIOAJIBHOCTH

Xopotee 00CTyKUBAaHHE HE TOJIBKO MOAJIEPKUBAET JOSIBHOCTh. OHO €€ BOCCTaHABJIMBAET.
Uccnenosarensckas rpynna TARP npuBoauT TOKyMEHTaIbHO MOATBEPKIACHHBIEC JOKa3aTEIbCTBA
TOTO, 4YTO XOpollee OOCTYyXMBaHHE W MPOrpaMMbI TPOCBEIICHUS TOTPEOUTENEH CIOCOOHBI
BOCCTAaHOBUTH JIOSUIBHOCTh OpeHAy, JOBEPUE U TOTOBHOCTb K MOBTOPHOW MOKYMNKE Yy KIHUEHTOB,
CTOJIKHYBIIHXCSI ¢ KAKUMHU-TTUOO0 TpoOIeMamH.

I'pynna GonpHUIl W3 mTaTa MuYWraH Ha COOCTBEHHOM OIBITE yOeauiIach, 4TO XOpPOIIee
00CITy>)KUBaHHE TOMOTaeT BOCCTAHOBHUTH JIOSIIBHOCTh. Ha OONpHUIBI 0OpyIIMIICS Ball CyIeOHBIX
HCKOB B CBsI3U C BpaueOHbIMH omnOKkamu. [loaToMy Oblia co3gaHa ropsiyasi JIUHHS, KyAa MOTJIH
MO3BOHUTH JIFOJIM, COOMPAIOIINECs MOAaTh UCK.

brnaronapst ropsiueit TMHUM MEIUKH OOHAPYKHIIA, YTO TJIABHOW NPUYMHOMW, 3acCTaBJISBIICH
OBIBIINX TAIIMEHTOB HJITH B CYyJl, OBLIO MJIOXO0€ OTHOIICHWE W TIOBEJIEHHE MEIPaObOTHUKOB, a BOBCE
HE HM3KOE€ KayecTBO MeIUUMHCKOW momomu. [locme Toro kak Obuia BBISBIIEHA U YCTpaHEHa
WUCTUHHAs TIpUYMHA HEIOBOJILCTBA TMAIMEHTOB — HEHAJJIekKaIlee OoOpalieHHe ¢ HHUMH
MeZrepcoHana, — MHOTHE JIIOJU OTKa3aJIuCh OT HAMEPEHHUS M01aTh UCKU.



Xopouiee 06CayKUBAaHUE M YUCTAsA MPUGHLIb

Baxxna 1M JOATBHOCTH KIWMEHTOB IS Bamied mpuObUM? MeCTHBIM  cynmepMapKeT
paccuuThIBaET

MOJYYUTh OT Ka)KJI0ro mokymnarenst oT 4,4 Toic. 10 22 ThIC. JOJUL. 3a MSATh JIET — CTOJBKO,
COTJIACHO MAapKETHHTOBOMY HCCIICIOBAaHUIO, JIIOJM JKUBYT B OJHOM paiione. IIpomsBogutenu
OBITOBOM TEXHUKH CUUTAIOT, YTO JIOSTILHOCTh OpeHAy NMPHUHOCHUT OoJiee 2 ThIC. JOJUI. TPHOBLIN B
teuenue 20 net. B 0aHKOBCKOM Jienie mpuObUTh OT OHOTO KIMEHTAa COCTaBIsAET B cpeaHeM 80 mouul.
B roj u 6osbie. Bee aTu mudpel pactyT o mepe HHQIAINN.

HccnenoBanuss B aBTOMOOWJIBHOW IMPOMBIIIJICHHOCTH TOKAa3ald, YTO BBIPYYKa JHIEPOB,
MPOJAIOIINX HOBbIE aBTOMOOWIIH, OT JIOSUIBHOTO OpeHIy KJIHMeHTa cocTaBiseT He MeHee 140 Teic.
JIOJUL. 32 BECh TMEPUOJ COTPYAHHYECTBA ¢ HUM. Tereph MOHATHO, HACKOIBKO HEJCTIBIM BBITJISAHUT
CIIOp MEHEKepa OT/eNIa TEXHUYECKOT0 OO0CITY)KMBaHHsI C KIIMEHTOM O TOM, KTO JOJKEH 3aIU1aTUTh
3a JieTajgb CTOMMOCThio 40 10I.

OT0 Heneno, MOTOMY 4TO IMPUOBLIb, KOTOPYIO JAMIIEP MOXKET 3apadoTaTh Ha JETalld C TaKOH
I[[EHOM, HECOMOCTaBUMa C MOTEPSMHU U3-32 YXO0/1a PA3APaKECHHOTO KIIMEHTA.

KAK KAYECTBEHHOE OBbC/YKUBAHHUE ITOBBIIIAET JIOAJIBHOCTD
K/IMEHTOB

Xopormiee 00CTY)XKMBaHHE TIOBBIIIAET BOCIPUHUMAEMYI) CTOMMOCTh MaTEPUAIBHOTO HIIH
HEMaTepHUaJIbHOTO TMPOAYKTAa. ECIM KIMEHT CYMTaeT, 4YTO CTOMMOCTh MIpPOAYKTa BbIpocia 0e3
COOTBETCTBYIOIIETO MOBBIIIEHUS [IEHBI, €T0 JIOSUTbHOCTh, 00BEM M 9acTOTa IMOKYIIOK, KaK MPaBHIIO,
BO3pacTaloT. DTO MPONKUCHASI UCTUHA.

3ayacTyro HeoO0s3aTeNbHO CHW)XATh IIEHBI, YTOOBI JOOWUTHCS YIOBIIETBOPEHHS KIHECHTOB.
[TpocTo ymyuimnTe o0CTy)KUBaHUE.

OOciyxuBaHWe, YyTKOE K TOTPEOHOCTSIM MW 3ampocaM KIMEHTOB, — 3TO J100aBJICHHAsS
CTOMMOCTH MPOJYKTa, JOCTAIOIIascs BaM Mo aemeBke. OnepaTHBHOE OOCIYy)KMBAaHUE M JIOCTABKa,
MOMOIIlb KJIMEHTY B PEUICHWW MpoOJIeM, WHAWBHUIYAIBHBIA TOIAXOM K KIHUEHTaM — YTOOBI
peann30BaTh BCE 3TU MPHUHLMUIIBI, HY’KHO JIUIIb IEPEHANIPABUTh YCUJIHS, KOTOPbIE BCE paBHO OyayT
notpadeHsl. [103ToMy OHU MpaKTHYECKH OECTUIATHBI.

I'naea 2. Cepsuc Mupo8ozo Kjaacca: npumepbsl 015 N0OpadcaHus

KOMIIAHHUA GENERAL ELECTRIC

EnuHCTBeHHAs TapaHTHUS 3aHATOCTH — JTOBOJIbHBIC KIIUCHTHI.
Jicedpgp Hmmenom, CEO General Electric

General Electric — ny4iras B MuUpe KOMIaHUsI ¢ TOYKU 3PEHHS MEHEDKMEHTa, a Jlxek Yamu
obut mpusHaH cambiM dPdextuBHbIM CEO B mupe. Korma 1 ampens 1981 r. Yamu Berynmun B



JOIHKHOCTH, akii GE kotupoBanuch mo 1,40 gonn. Korga on yxonuin B oTcTaBky 0 ceHTs0pst 2001
T., KOTUPOBKHU BBIpociu 110 40,50 mosn. 3a akiuto. Ecnu 661 B1 30 gexadpst 1983 r. Biaoxunu B GE
10 000 momn., k 22 mapta 2001 r. onu npeBpatmiuck 661 B 241 165 nomnapos. Korma Yamu Ot
Ha3HA4YeH, B KOMIAHUU paboTasio 425 ThIC. YEJOBEK M 00BEM MPOJaX COCTABISI 25 MIIPJ JIOJI.
Kornma oH yxoaun B OTCTaBKy, B KOMITAHUU OCTaOCh 0K0J0 300 ThIC. 4eloBeK, a 00beM MpoIak
coctaBmi 135 mup qoJu.

B cBoeit kaure «Jlxek. Camast cytb» [Jack: Straight from the Gut] (Tpansutkuaura, 2004)
Vo514 numieT, 4To «KOMIIaHUSI HE MOXKET TrapaHTUPOBaTh CBOUM COTPYJHHKaM 3aHATOCTb. JTO IMOJ]
CUJTY TOJIBKO JIOBOJIBHBIM KJIUEHTaM.

VYamua xoren, uro6sl Bxomsmue B GE xommnanuu Oblu uaepamMu (Wid, IO KpaiHEW Mepe,
BTOPBIMH) Ha CBOMX pBIHKAaxX. Te jke, KTO HE OTBeYaJd STOMY TpeOOBaHWIO, Aaxke Oymydu
peHTa0eIbHBIMU, JTOJDKHBI OBITH PECTPYKTYPHUPOBAHBI, IPOJAAHBI HIIM 3aKPBITHL. 3a MEpPBbIe YEThIpEe
roga coero npeosiBanusi B gomkHOCTH CEO VYamu mpoman 125 komnanmii. Beero 3a mepBbie
necsath jet ero npaeneHus GE mpuoOpena kommanwu ¢ oOmmM mratoM 1 50 ThIC. YeNOBEK,
Mpojajia KOMITAaHUKA ¢ oOmmM mmraroMm 135 Teic. yenoBek, cokpartmia 120 Teic. pabouux MecT,
BbIcBOOOIMIA 1 55 THIC. YEIIOBEK.

B 2000 r. Va4 3akpein Montgomery Ward, onny u3 kpynaeiimmx B CIIA, HO Hauxyamyo ¢
TOYKM 3PEHHUS CEepBHCA PO3HUYHYIO ceTh M3 250 marazuHoB co mTatoM 37 Thic. yenoBek. GE
npuobperaet nopsaaka 100 koMmnanuii exeroHo.

Yoy JUKBUIUPOBAI MacCcy PYKOBOISAUIMX JOJDKHOCTEH B IMPOLECCE TaK Ha3bIBAEMOIO
«COKpAILIEHUs YPOBHEW». 3a JECATh JIET uepapxus MexIy IpejcerareeM COBETa JUPEKTOPOB U
PSAIOBBIM COTPYIHUKOM COKpATHIIACh C IEBITHU YPOBHEH /10 UEThIpEeX—IIIECTH.

PykoBonctBo General Electric cTpeMuTcsi K COBEPILIEHCTBY, HEHABHIUT OIOPOKPATUIO H
OTKPBITO JJI HOBBIX MJIeH, OTKyAa OBl T€ HU UCXOIUIIH.

[TepBoe mpensTCTBUE, KOTOPOE HYKHO MPEOJ0JIETh Ha MYTH K «KOMIAHUHU 0€3 TpaHuIly), —
3TO MOJAXOJ «IIPUAYMAHO HE HamMm». Yamd numier: «OTCYTCTBUE TPaHUI] 03HAYaeT, YTO BbI UIIETE
Ty4lIne UACeH IMOBCIOAY, IO BceMy MHUpPY. Bbl moHuUMaeTe, 4to tobas BCTpeya MOXKET JaTh BaM
HOBYIO UJEH0. JIydIime uaen poxaaroTcs €xXeTHEBHO, U 3a/1ada Kaxaoro cotpyaanka GE — nckartb
Ux».

B coBmectHoM unTepBBIO ¢ Xepobom Kemnexepom, CEO Southwest Airlines, Yamu ckazai:
«Ecnmu xommaHus 3ampIxaercs, pa30eiTe ee Ha 4acTH, BCTpPSXHHTE, paspymbre. KoHTponupyiite
CUCTEMY, IOTOMY 4TO JIt00asi CUCTEMa CTPEMUTCS CTaTh OIOPOKPATHUECKON MAIIUHOMN.

«Bce name Bpemss Mbl TpaTuM Ha jrojed. CTOUT Ham JOMYCTUTh B 3TOM JieJie pPOMax, U
KOMITAaHMH KOHEI, — TOoBOpUT Yamu. — W30 nua B nenp GE nomkHa mpeBoCXoauTh camy cels B
MbICIsSIX U aedcTBusx». Cam Yamu 1 5-20% cBoero BpeMeHH MOCBSINAN BCTpeYaM C KIMEHTaMu U
6omee 50% — KaJIpOBBIM BOIIPOCAM.

OueHb TOYHO MO3MLMS Y3JI4a pacKpbiTa B HUHTEPBBIO KypHainy Fortune B 1995 r. OH cka3zan:
«/leno B ToMm, 4yTO HET Mpenena coBeplleHCTBY. Haia mpou3BOIUTENBHOCTh MOKA HAXOAUTCS B
3a4aTOYHOM COCTOSIHUU. M31Mep:KKu CIMIIKOM Beluku. Ham CTOIBKO MpEeACTOUT cAenatb — 3TO
MPOCTO HEBEPOSITHO. HOo MHOTHE MOYEMY-TO CUMTAIOT, YTO BCEMY €CTh IIPEIEI.

VYomu nocrenenHo caenan u3 General Electric To, yTo OH Ha3biBanm «paOpHKON IOIEiH»,
KOTOpasi MPOU3BOJUT YyCHeX, IIEeApO BO3HArpaxkjas TaJaHTIMBBIX MEHEKEpOB M 0e35KajoCTHO
0TOpaKoBBIBAsl MOCPEACTBEHHBIX. KaXkb1ii o1 OH TpeboBa 0T pykoBoauTesei noapasnenennit GE
OLICHHMBATh BCEX CBOUX TOMN-MeHekepoB. OH 3acTaBisyl pyKOBOJUTENEH KOMIIAHUNA JEIUTh CBOMX
COTPYAHHMKOB Ha Tpu karteropuu: aydmme 20%, cpeanue 70% u xynmme 10%. Hanpumep, eciu
yIpaBlIeHUYECKasi KoMaHAa cocTosiia u3 20 4enoBeK, Y374 XOTel 3HaTh 4YEThIpEX JYUIIUX
MenekepoB (20%) u aByx xyamux (10%) — ux uMeHa, JOJDKHOCTH, 3apruiaThl. XYAIIMX, Kak
MIPaBUJIO, YBOJIbHSIIH.

Takast knaccugukanus Mo3BOJSET BBIIEIUTh COTpyIHUKOB Kiacca A, B u C. CorpynHuku
Kjlacca A — 3TO JIIOJU, IMOJIHbIE U3HU M CTPACTH, 3aCTABIIAIOIINE MHUP j BEpTEThCS, OTKPBITHIE
HOBBIM HJIeIM M ycTpemiieHHble B Oynymiee. OHHM CHOCOOHBI 3apakaTh CBOCH JHEpPrHei u
ONTHUMHU3MOM BCeX OKpyxkaromux. OHU yMEIOT caenaTh paboTy oJHOBpeMeHHO 3((PEeKTUBHOU H



uHTepecHOi. IMeHHO 3Ta 00Xbsl CKpa OTJIMYAET COTPYTHUKOB Kiacca A u kinacca B. Kimacc B —
ATO CepJAle KOMIIAHWHW, 3aJor ee ychemHoW pabdoTel. GE ynenser MHOTO CHJI Pa3BUTHIO
COTPYZHUKOB 3TOTO KJlacca. Y34 XO4YeT, YTOObI OHM IOCTOSHHO paboTanu Hax coOoil, uyToOBI
nepeitu B kiacc A. U 3a1ada pykoBOJUTENS] — MTOMOYb UM B 3TOM.

Cotpynuuku kimacca C — 3TO 10U, HECTIOCOOHBIE BBHIMOJIHATH CBOIO paboTy. OHM ckopee
paccnabiifioT, HeXeNr BIOXHOBIAIOT. OHU TOPMO3ST, a He yCKOpAIOT. Ha HUX HET cMbIciia TpaTUTh
Bpems. Tem He meree UE mpunaraer ycuiusi, 4ToObl HAUTH UM JIPYTYIO paboTy.

PykoBonuTenu, HecrocoOHBIE OLEHUTh CBOMX MEHEKEPOB, BCKOpE CaMU IOMaJaroT B
kareroputo C.

CotpynHukH kjiacca B JOMKHBI MONTy4aTh COJNMIHBIE €XKETroAHble MPUOABKHU K 3apIuiaTe B
3HaK MPHU3HAHUA UX BKJIajaa B obmiee aeno. OHAKO y COTPYIHUKOB Kiacca A MpHOaBKU JOJKHBI
ObITh B nBa-Tpu pasza Bbime. CorpynHuku kiacca C HHYEro HE NOJDKHBI mosiydarh. Kimace A
II0JIy4aeT ONIMOHBI Ha NOKYyNKYy akuuil. [Ipumepno 60-70% knacca B Takke mosy4aroT ONIIMOHBI,
HO 3TO He Bceraa oaHu I u e xe nroau.

[TorepsTs coTpyanuka kiacca A — rpex. JlroOute 3THX Jtoaei, xonbre ux u I neneiite,

yaepxxuBaiite ux Bcemu criiamu! CE Bcerja BeISICHAET IPUYMHBI yXO0Ja KaKA0Tr0 COTPYIHUKA
KJlacca A, U pyKOBOJICTBO HECET OTBETCTBEHHOCTH 3a 3TH moTepu. Takoil moaxox padoraet: CE B
rox TepsieT meHee 1% coTpyIHHUKOB Kiacca A.

Ho tpyanee Bcero c¢ xymmmmu 10%. B mepBbiii Tog cBoelt pabOThl B KOMIIAHWHM HOBBIC
MEHE/Kephl C TOTOBHOCTBHIO Ha3bIBAIOT caabelnx coTpyaHUKOB. Ha BTOpo# roa oHU eNaroT 3TO
MEHee 0XOTHO. Ha Tperuii rog HaunHaeTcsi CONPOTUBIIEHHUE.

Ecnu pykoBoauTens noapasiesieHus mojilaBaji ClMCKY Ha MPEeMHUI0, He HasbiBas xyamue 10%.
VYom4 oTmpaBisl UX OOpaTHO, MOKa He moiydan Tpedyemyro auddepeHunanuio. 3acTaBiiTh
MEHE/KEPOB U3 rojia B Toj U30aBIATHCSA OT XYAIIUX COTPYAHHMKOB CTajO JYYIIUM IMPOTHUBOSAMEM
OT OIOPOKpATHUH.

Krto-t0 couter, uro perymsipHo yBoJdbHATH 10% CBOMX COTPYIHUKOB O€3:KajJOCTHO U
xectoko. Kak pa3z HaoOopoT. JKecToko ynepKuBaTh y ceOsi JTIOJCH, KOTOPhIE HE XKENAIT PacTH H
n00UBaThCS ycrexa.

IIVIOXOE OBC/IY:KUBAHHUE CBOAUT PEK/JIAMY HA HET

Puwapn U3pasnb, KOHCYJIBTAHT MO PO3HUYHOW TOPrOBJIE, PACCKA3bIBAET, KaK OrPOMHBIC
WHBECTUIIMN B pEKIaMy KPYIHOW CETH MeOeTbHBIX Mara3uHOB OECCIEIHO HCMApsUIUCh B TOT
MOMEHT, KOI/Ia IOKyHaTelb Iepecekall MOpOor Mara3pHa W Tonajan B «HEOJaromnpHsITHYIO
MopaibHyto 00cTaHOBKY». (IlepeBoxy: mMpomaBlIbl HWTHOPUPOBAIM TOKYIATENe, HE MOTIH
OTBETUTH HAa MX BOMPOCHI U HEOXOTHO BBIMOJIHSIN UX POCHOBL.)

JIroObie Bamy ycuius 1O MPOABMKEHUIO, pEeKIIaMe U MAPKETHUHTY MOXKET NMEPEUEPKHYTh OJNH
rpyOBIi WM PaBHOIYIIHBIA COTPYAHHMK. Bce 3aTpaThl Ha pekinamMy MONAYT MpaxoM, €CJIM KIIMEHTHI
OTKJIMKHYTCSl Ha Balll MPU3bIB, HO YHUIYT, YBUJIEB JIEHb, XaMCTBO, HEKOMIIETEHTHOCTh, JIOXKb U
paBHOIYILIKE.

«enb pexnambl, — roBopuT M3pasnp, — NpUBECTH KIMEHTA K JBEPSM Ballero Mara3uHa.
Bbonbiie oHa /Ui Bac HUYEro caenath He cMoxkeT. [Ipeogoseer KIMEHT MOoCiIeqHUN METp WK HET,
3aBUCHUT TOJIBKO OT BallIUX COTPYTHUKOBY.

Ho MBI NpUBBIKIN CUNTATh, YTO HAIIM COTPYAHUKH C POXKACHUS 3HAIOT, KAK TIOMOYb KJIIUEHTY

MPEOIOJIETh ATOT MOCIECIHUN MeTp. [lake eciu 1 3HaK0T, TO HE IPUMEHSIOT 3TO 3HaHue. Her,
OHM HE TMPHUXOJAT HAa pabOTy C TOJHBIM HAOOPOM HABBIKOB, HEOOXOIMUMBIX IIJISI OOCITYKUBaHUS
KJIIUEHTOB. $I HACTOATENbHO PEKOMEHIYI0 PEKIAMOJATENsIM BBIACNATh YaCThb CBOETO PEKIAMHOTO
Oro/pKeTa Ha pa3paboTKy OO0ydYarIMUX MPOrpaMM JUIsl CBOUX COTPYIHHUKOB, YTOOBI KOHKPETHBIMU
3HAHUSMH W HaBBIKAMH TI0 OOCIY’)KMBAHHMIO KIMEHTOB IOJIEPKATH JOPOTOCTOSIIYIO PEKJIaMy B
CpeacTBax MaccoBoW MH(MOPMaLIUU.



HeﬁCTBHTGHBHO, PeKiIaMa NpUuBOJUT KIMCHTOB K BalllUM JIBCPAM, HO IJIOXOC OGCHy)KI/IBaHI/IG
3aCTaBJICT UX XJIOIIATh TEMH KE IBCPAMMU.

“I WANT IT ON TIME and in
the proper hands. I want it done
correctly, accurately, exactly, pre-

cisely, perfectly, efficiently, reliably,
expertly, proficiently, faithfully,
totally, absolutely, unequivocally,
unmitigatedly, maturely, flawlessly,
supremely, unsurpassedly and
certainly without fault. T want it
unharmed, unbotched, untainted
and unscrewed-up. And most of all

I want it done CH EAP! 9

‘When the pressure ks on to do It right—and do it package tracking system in the business, n moncy-
Tor less—-do It with Fed Ex Standard Overnight= =7, \ P98 back guarantec and on-call pickup at no extra
Service. All the reliability of Federal Express, but . & charge. Call us at 800-238-5355. It's everything
for less money, because your package arrives M you llke about our 10:30 AM FedEx Priority
by 3 PM the next day.” As always you get the best Overnight™Service. .Just a lttle later in the day.

OUR MOST IMPORTANT PACKAGE IS YOURS™

S1030 AM unid 3:00 PM elivery is AA wrest. Contilt oir Servics Gulde for details nnd restriction of air mosey-bick guarsnies 11992 Federal Exprew Corporation

Does this Federal Express ad convey to customers and
prospects the impression that they're likely to receive
speedy, high-quality service at low cost? FedEXx, to be sure,
is a paragon of quality customer service, a role model for
any business or other organization.

OnvH ©3 KpYHNHEWIIMX aMEpUKAHCKUX NPOM3BOJIUTENECH HCKal crmocod OopoTbes ¢
COKpAIIlEHHEM CBOCW JOJU phIHKAa 0e3 OONbIIMX 3aTpaT U «OOHAPYXKHUJ, YTO 3a CUET PEKJIaMBI
npojaBanock Bcero 17% toBapa, — roBoputr Puuapn 3enbpTiep, BeAyUIMil KOHCYJIBTAHT IIO
KynbType oOciyxuBaHusi. — OctanbHble 83% mnpojaBaiich 3a CUET PEMyTaluud KOMIIAHUU —
MMPOIIOTO OIbITA KIIMCHTOB, OT3bIBOB 3HAKOMBIX, cTaTteil 0 KOMITaHUHU B nmpecce u T.4.».

Bot kak 3Byunt pexnama Federal Express (cM. pUCYHOK): «3TO JOJKHO OBITH JTOCTABJIECHO



BOBpEMsI U B HYXHBIC PYKHA. ITO JOJDKHO OBITH CHENAHO BEXKIMUBO, MPABUIHHO, TOYHO, aKKYPATHO,
MYHKTYyaJIbHO, OBICTPO, HANIEKHO, MPOPECCHOHAIBHO, YMENIO, YeCTHO, Oe3ynpedHo, 00lyMaHHO,
0€3yKOpU3HEHHO, TIPEBOCXOTHO, TIOJHOCTBIO M, pazymeercs, 0e30MnO0YHO. DTO HE JOHKHO OBITh
MOBPEXKICHO, UCIIOPYEHO, HAPYIICHO, CIIOMAHO M pa3BUHYEHO. Ho rimaBHOE — 3TO OMIKHO OBITH
JEILIEBO!»

Camas Baxnas Ilocwuika Jist Hac — Bammay.

Co3maer nu pexinama Federal Express y HMEIOMMXCS W TMOTEHUUAIbHBIX KJIMEHTOB
BIIEYATJIEHUE, YTO OHM MOJIYy4aT OBICTPOE, MEPBOKIACCHOE OOCTYKHUBaHUE 110 HU3KOHU IIeHe?

FedEx, HECOMHEHHO, 3TaJIOH Ka4YeCTBEHHOT'O CepBHUCa, 00pasell Ul MOApaKaHus s 000
KOMITaHUH.

«Kopoue roBopsi, Korja Mporu3BOIUTENb YBUEIN, CKOJIBKO OH TPATUT Ha PEKJIaMy, OKa3aiocCh,
YTO OHA He JaeT Toro 3¢ dexTa, Ha KOTOPBIA OH PACCUUTHIBAI, — MPOJIOJIKAET

3enbTiiep. — B pe3ynbpTaTe ObliIa 3amyiieHa HoBast mporpamMma paboThl ¢ Kamo0aMm.

[Tpon3BOCTBEHHBIM KOMITAHHUSM OCOOEHHO TPYAHO MOHATH, YTO OHU TOXKE paboTaroT B chepe
obciyxuBaHus. X MeHeIKepbl HUKAK HE MOTYT OCO3HATh, YTO MPUOBLUTL KOMIIAHUH HAIPSIMYIO
3aBUCHT OT YPOBHS CepBHCa. DTH KOMIAHHM JOJDKHBI JHOO cAenaTh yImop Ha CepBHC, JIHOO
CMHUPHUTHCS ¢ TEM, YTO BCEr/ia OyIyT MIIECTUCH B XBOCTE Y KOHKYPEHTOB — Te€X, KTO MOHUMAET, YTO
XOpOIIUI CepBUC MOBBIIIAET LIEHHOCTD MPOIYKTA U JOSIbHOCTD KIIMEHTOB.

CEPBUC KAK UCTOYHHUK IIPUBbI/IN

Hctopus mepBasi: 6e3 BCSIKMX M3MEHEHHI, 32 MCKIIOYEHHEM IOBBIIICHUS] YPOBHS CepBHCa
Bcemu corpyaHukamu (30 Teic.), aHrnuiickas kommanus Woolworth's mo6unace 30%-ro pocra
npoAax B cBoUX 799 marazunax.

HcTopus Bropasi: HA MOHUTOpaxX KOMITbIOTEPOB B KoMIaHuu Zellers, TpeTheii Mo BeInuuHe

po3nnuHoit cetm B Kanazne, ropao BeicBeTwnach Iudpa 20 MIIH J0JJI. — Ha CTOJIBKO
YBEHUMIICS O0BEM MPOJAXK IOCIE BBEACHHS HOBOW CHUCTEMBI OOCITY)KHBAHHS TOKYIATENeH H
MIPOrpaMMBbI PETysipHOro o0yueHus: coTpynHuKoB. [Iponaxu B marazunax Zellers pocnu na 12,5%
B MeCsIl. JTa TEHACHIIUS MPOJI0JDKAIACH MHOTO MECSIIEB, HECMOTPS Ha 0011Iee CHUKEHHE MPOJIaXK U
MOTOKA MOKYTAaTeseil B OTpaciau B TOT MEPUOI.

OnHako MpoJIOHKEHUE Y ATOM UCTOpUU AOBOJBHO nedanbHoe. Kynus cets Woolco, B Kanany
npumien Wal-Mart. Zellers orpearupoBana Ha 3To 0e31€CTBHEM — PYKOBOJICTBO OCIAOMIIO CBOM
YCHIIMS TIO TIOJACPKAHUIO KadecTBa OOCITYKHBAHHS KIWEHTOB, PEIIMB, YTO OHO W TaK HAa
JIOCTaTOYHO BBICOKOM ypoBHE. K coXajneHuro, MHOTME TOKYIATeNId ¢ 3TUM HE COrJacuiuch: 3a 30
THel croumocTs akuuit Zellers ynana Ha 27,5%.

OTU JBE HUCTOPUHU TOATBEPXKAAIOT, KAKUM MOIIHBIM HHCTPYMEHTOM MAapKETHUHIa SIBISETCS
CEepBHC, U MPOOYKIAIOT HHTEPEC KOMITAHUH K TIporpaMMam 0OCITY)KUBAaHHS KIIUEHTOB.

Wtak, BBl ellle COMHEBAaeTECh B TOM, YTO YPOBEHb YIOBIETBOPEHHOCTH BaIIMX KJIMEHTOB
HaMpsIMYIO BITUSIET HA IPUOBLTH?

KOMIIAHUA HOME DEPOT

Cetp marasuHoB ToBapoB miig gqoma Home Depot, TpeThsi o BelIMUYMHE PO3HUYHAS CETh B
CIIJA, — oauH U3 MPUMEPOB JJI MOJIPaKaHUs C TOUYKU 3PEHUS CEpBHCA.

bepuu Mapkyc u Aptyp bnank, ocnoBarenu Home Depot, oTkpbuin niepBbie Tpu Mara3uHa B
1 979 r. B Atnmanre (mrrar Jxopmkus). 3a neBsath mecsieB 2001 r.o6beM mpojax KOMITAHHH
coctasua 40,1 mipa nomt., a mpubbuls gocturia 2,33 mupa gowt. CTOMMOCTh akIUil BeIpOCia B
250 pa3. K konmy 2001 r. komnanuu npuHaiexano 1332 marazuna, B KOTOpeix padotanu 160 Teic.



napTHepoB. (B koMmaHuM BceX COTPYIHUKOB TPAIUIIMOHHO HA3BIBAIOT «IapTHEpAMH MO OH3HECY»
— IIpum. nep.) B 1999 r. npudsuis Boipocia Ha 1 1%, a 8 2000 r. o6beM npoaax Beipoc Ha 19%. B
2001 r., korma cutyanusi Ha aMEepUKaHCKOM PBIHKE Oblia MI0X0H, 00beM Mmpojaxk Beipoc Ha 16%.
Mapkyc roBoput: «CBOUX KIMEHTOB HYXXHO BBIpPAIIMBaTh TaK, KaK Bbl BBIPAIIMBAETE IMOMUIOPHI.
[ToaroroBkTe 3eMitto, B3pbixiuTe ee. [locaaure cemeHa. Y pansiiTe HEHYXHbBIE JTUCThs. Y T0OpsiiTe
pactenue. BeipbiBaiiTe copHsku. Ecnu 3a00THTHCS O pacTeHUH, OHO BBIPACTET Topas/io OOJbIe U
JACT OTIIMYHBIA YPOXKaAN».

Po6ept Hapnemmm -cran npesunentom 1 CEO Home Depot B 2001 r., mocie Toro kak He ObUT
Ha3HaueH Ha JOJDKHOCTh TeHepasibHoro aupekropa GE. Mapkyc u biiaHk MTHOBEHHO yXBaTHIJIMCh
3a Hapnennm u yctynuinu emy cBoe MecTto y pyist kommnanuu. [lo muenuwto Happemnw,
«CaMOYCIIOKOEHHOCTb — TJIaBHBIM Bpar ycnexa. A Hall caMblil ONTacHbIM KOHKYPEHT — BOBCE HE
Lowe (ceth MarazuHoB ToBapoB st joMa Ne 2), a MbI camu.

I'oBoput Aptyp bnank: «Ham 6u3Hec — 3TO B3aMMOOTHOIIEHHUS C JIIOAbMHU, a HE TOPTOBBIE
onepauun». HeMHorne B pO3HUYHON TOProBii€ MOHUMAIOT CHITY TAaKOTO MOAXO0/A.

Bnymaiitecy B cinoBa brnanka m Mapkyca: «J/ltogu OyayT oTnuuHO paboTarh, €Clid y HUX
Takasi BHyTpeHHssl ycTaHoBKa. Hukto He mobutr xommnanuio. KomnaHuss — Bcero JMIIb CUMBOJ.
Pa3Be kToHHOYH OyIeT XOpoIIo paboTaTh U3 JFOOBU K CUMBOIY?»

TpaguMOHHO KOMITaHHMSI HAaHMMAaeT JIyYIIMX JIIOJEAd B CBOEM OTpaciu, daBasg UM
BO3MO>KHOCTh

3apabaTbIBaTh OOJbILE, YEM HX KOJUJIETH y KOHKYPEHTOB. DTO MEpBBIM IIar K JOSIbHOCTU
HOBBIX COTPYAHMKOB. BTOpO# mar — ONuuoHbI Ha MOKYNKY aKIHUi, OHU YKPEIUIIOT JOSUIBHOCTD.
Hakonen, mro19M HpaBUTCS, KaK K HUM 31€Ch OTHOCATCA.

bnaronaps cneuuanbHO#l mporpamme O€3pHMCKOBOM TOKYNKH aKIUH BCE MapTHEPHI MOTYT
npuobpectu akimu Home Depot ¢ 1 5%-it ckuakoil oT Texyieil pplHOYHON IEHBI.

C tex mop kak komnanuss B 1981 r. BHepBble BBITYCTHJIA AKIMH, COBOKYIIHBIE TEMIIbI
rogoBoro pocra coctaBmin 48%. Ortupl-ocHoBatenn Home Depot cuurtanu, 4To HEIOCTATOYHO
BBICTPOMTh C TIOKYNATeJIsIMM M TapTHEPAMM JI€JIOBBIE OTHOIIEHHUS — HYXHAa TECHasd
SMOIMOHAJIbHAS CBS3b.

B koHIIe KOHIIOB OM3HEC — 3TO JIOAU. A JIOASIM Ba)XKHbI YEJIOBEUECKUE OTHOIICHUSI.

bynyun npesunentom u CEO komnanuu, Aptyp biiank 4eTBepTh CBOETr0 BpeMEHU MPOBOAMII
B MarasuHax. Bce wiensl coBera aupektopoB Home Depot n0omKHBI ObUIM €XKEKBapTalbHO
rocemars no 12 mara3suHoB.

Bor xiroun k ycriexy komnanuu Home Depot.

1. Knuent — 3t10 koposb. UTOOBI OH TpHIIEN K BaM CHOBa, CIeJaiTe JJIsi HEro BCE, YTO
HY’KHO U KOT'/1a HY’KHO.

2. He BepbpTe cmyxam. EquHcTBeHHBIN CITOCOO y3HATDH, YTO HA CAMOM JIEJIe POUCXOIUT B

MarasuHe, — MOoObIBaTh B HEM. MTOCITYIIAaTh, YTO TOBOPST MOKYHATEIH, TOCMOTPETh, YTO OHH
JIENA0T.

3. bynere OnurtensHbl. Beerma OyabTe TOTOBBI MEPECMOTPETh U M3MEHHUTH CBOM IIJIaHBI,
9TOOBI YJOBJIETBOPUTH HOBBIE TMOTPeOHOCTH U 3ampochl. JloOuBImIMCH ycmexa, u3zberanTe
camoycrokoeHHocTH. He 3a0bIBaiiTe, 4TO PHIHOK HE CTOUT Ha MECTE.

4. Toompsiite nHUIMATHBY. [IpegocTaBpTe COTPYIHHUKAM TOJTHOMOYHMSI, YTOOBI OHU MOTJIU
caenaTh JUIsl KJIMEHTa TO, YTO HYKHO B JaHHOM CHUTyallMd, a HE TOJIbKO TO, YTO HAIlMCaHO B
MHCTPYKLUU. DTO MOXKET CTATh CYLIMM aJI0M JUIsl HOCTABIIHMKOB, HO YAEPKHUT BAaIIUX KJIUEHTOB.

Ecnu BB X0THTE TOOJIMKE TO3HAKOMUTBCS € JIUZIEPOM CEpBHCAa MUPOBOTO KJIacca, MOCETUTE
cait www.HomeDepot.com win npouutaiite kuury Mapkyca u bnanka «IloctpoeHo ¢ HyJsa»
[Built From Scratch], niam xynuTe HECKOJIBKO aKIMHA, YTOOBI MOTYYaTh TOJOBBIE OTYETHI (IIPH 3TOM
3apaboTaeTe Ky4dy JCHET).

HenaBHo mHe mpumiock BepHyTh B Home Depot nse nmokynku. OJHy MHE NPOCTO HYKHO
OBLII0O OOMEHSATH Ha TO K€ caMoe OOJbIIero pazMepa. Ha BTOpyro MOKYyNKy y MEHSI HE OBLJIO 4YeKa.
MarasuH nepeBesl MHE Ha KpeIUTHYIO KapTy JIeHbI'M 3a 00a ToBapa 0e3 exuHoro Bompoca. Koraa
K€ S OMBITAJICS OIUIATUTh KPEAUTHOM KapTOW TOBap CTOMMOCTBIO 53 1eHTa, bet, kaccup, ckazana



MHE, YTO MUHUMAaJbHasl CyMMa IMpHU OIIaTe KPeAUTKOW cocTapisieT 1 momr. Y MeHs He ObUIO ¢
co0ol HM HAJTMYHBIX, HU YeKOBOM KHIKKHU. Torma ber ckazana: «He Gecniokoiitech, y MeHs ecTh 53
1eHTa». CKOJIbKO BalllUX COTPYAHUKOB

noctynuin Obl Tak ke? Bpliing n3 marazuHa, s TO3BOHMJI AMPEKTOPY M MO3JPaBHI €ro C
OTIMYHOHU paboToit ber.

Korga te6s Tak o6cmyxuBaroT, 3aueM UATH Kyaa-To eme? Home Depot Ha MHOTO CBETOBBIX
JIET OTEpEeKaeT Apyrue Mara3uHbl TOBAPOB JJI JIoMa MO KauyecTBY cepBuca. Bricouaiiias KynbTypa
oOCITyKMBaHUs, CO3JaHHAs KOMIIAHHMEW, ACPKHUTCS Ha JIOASX, OPUEHTUPOBAHHBIX Ha CEPBHUC U
HaJCNIEHHBIX HEOOXOIMMBIMH MTOTHOMOYHSIMH. ['0]1 32 TOJIOM €€ COTPYTHUKH COBEPIIICHCTBYIOTCS B
uckyccTBe oocmyxuBanus kiueHToB. Cerognst Home Depot — sto 1 332 marasuna u 250 ThIC.
ciyxamux. B 2000 ¢purancoBom roxy o0beM Mpojak KOMIIaHUU cOCTaBUA 45,7 MIIpa 10T

Kak cepBucC B/iMsieT HA IPUObLIb?

Xopomuii cepBUC BIUSET Ha NPUOBUIL pa3HbIMH criocobamu. OIUH U3 HUX — KIMEHTHI
JETar0T

3aKa3bl Ha OoJbIue cyMMBl. CKakeM, MOKYIaTeb 3aKa3blBaeT Mo TeaeQOHy TOHHY CBIPhs, a
COTPY/IHUK, OTBEUAIOIINK HA 3BOHOK, TOBOPHUT eMy: «3HAeTe, €CJIM BBl KYIIUTE y HAC IMOJITOPHI
TOHHBI, TO Tony4dnTe cKuAKy 10%y». [lokynarens roBoput: «bepy». ITo Oosee moporoit 3aka3. ITo
yBEIIMYCHHE 00beMa MPOJaK U, BEPOSTHO, IPUOBLIN 3a CUET KaYecTBa CepBHUCA.

CyH_IeCTByCT Ja  npsaMasgs  3aBUCUMOCTb MCKAY HpI/I6bIJIBIO KOMIIaHMKU W YPOBHCM
YIIOBJIETBOPEHHOCTH KIMEHTOB? YBepeH, uro na. Korja Bl Jenaere 4TO-TO JJIS KJIMEHTA, Jaxe
TaKyl0 MeJoYyb, KaK BO3BpaT JICHET WJIM CKHJKA, OTJada OyJeT ropas3io OOojbllie, YeM 3aTparthl,
MOCKOJIBKY y HETO OCTaHETCsI TEIUIOe YyBCTBO K KOMIIAHUU OJIarojiapsi BaleMy MoCTYTIKY.

KOMIIAHHUA GATEWAY

Pa6ota Gateway, KpyImHOTr0 IpOU3BOJUTENSI KOMIIBIOTEPOB, OCHOBAaHA Ha KaueCTBE U CEPBHUCE.
B suBape 2000 r. ee ocHoBarenb Tex YoHT ymien B OTCTaBKy M caM BblOpain ceOe mpeeMHHKa —
Jlxedda Beittiepa.

Uepes rox mocine OTCTaBKM YOUT JIMYHO YBOIWa BeWrnepa ¥ mOYTH  BCHO  €ro
yrnpapieH4yeckyto komanay. B 2001 r. yucras npuObliIbs KOMIAaHUU CHU3MIACh HA 59%, 1o 241 muH
nomn. O6bpeM npoaax cHuswics Ha 37% u coctasun 6,079 mupa gom. o cpaBHenuto ¢ 9,600 mipa
nomt. B 2000 r.

BeiiTiiep Hayas ¢ Toro, 4To BBeJ BHI3BABILIKE BCEOOIYI0 HEHABUCTh MPABUIIA U TIPOLIEYPHI,

KOTOpbI€ NPEINUCHIBAIN BCE — OT TOT0, KaKue IUIaKaThl COTPYAHMKH MOTYT BelIaTh Ha
CBOUX pabounx MecTax, 10 TOYHOTO BPEMEHHM, KOTAa OHU MOTYT IONTH Ha 00e/I.

MHorue u3 3THX HOBOBBEJCHHII HE TOJBKO HCHOPTHIM aTMochepy B KOJUJIEKTHBE, HO U
HaHecau ypoH OusHecy. Hampumep, OJHO M3 MpPaBUI OTPAHUYMBAIO TPOJOIKUTEIBHOCTD
Tele(OHHBIX pa3rOBOPOB OT/eNa OOCTY)KHMBAaHUS KIMEHTOB: €CIM COTPYAHUKH TpaTWiIu Ha
pasroBop C KJIIMEHTOM Oosiee 13 MUHYT, HX JIMIIATN MECSAYHON npemun. B pesynbraTe J10A1 HavYaIu
M3BOPAUMBATHCA, JIUIIL OBl OTAENaThCS OT 3BOHKOB — TOBOPWIIM, YTO Yy HHUX HE paboTaroT
TenedOoHbl, Bemanu TpyOKy WM — 3a4acTyl0 — OTHPABISUIN KIIMEHTaM JIOPOTOCTOSIINE 3aI9acTH
JUIS KOMITbIOTepoB. HeyauBUTENbHO, UTO IMOKa3aTeld yJIOBJIETBOPEHHOCTH KiHeHTOB Gateway,
KOI'/Ia-TO JIy4IlI€ B OTPACIIH, YAl 10 YPOBHS HUXKE CPEAHETO.

Xye TOro: MHOTHE KIMEHTBl IepecTalii pekoMeHaoBaTh (Gateway CBOMM pOAHBIM U
Apy3bsiM; JOJS MPOJAX MO peKOMEHAalusM, KoTtopas coctaBisia 50% Bcero obdbema Ipojax,
causuiack 10 30%. [To Bo3BpamieHnn Y UT HEMEIJIEHHO OTMEHWI 14 «IypaluKkux NpaBui», KaK OH



UX Ha3Bal, BKJIIOYas 13-MUHYTHBIN JUMUT BpEMEHH Ha TeleOHHBIE pa3roBopsl ¢ ! kiueHTamu. K
Maro 2001 r. ypoBeHb yJIOBIETBOPEHHOCTH KIIMEHTOB BbIPOC 110 73%.

J1o7151 HOBTOPHBIX CAENIOK U CETIOK 110 PEKOMEHAIMAM Npu Ya3iiTe yBenuumiack ¢ 36% Bcero
o0Bbema mpojax B yerseprom kBaptaie 2000 r. go 48% B nmepBom kBaptane 2001 r. YT BepHyn
CBOIO CTapyI0 KOMaH]ly TOI-MEHEKEPOB U PE3KO CHU3UJI LICHBI.

CKOJIBKO CTOMT XOPOIUUM CepBUC?

Jla, BHEIpEHNE CTpAaTErny cepBuca CTOUT JieHer. K coxkaneHuto, 11 HEKOTOPbIX KOMITaHUMN

NepBOHAYAJIbHBIE PACXOAbl 3aTMEBAIOT JIOJTOCPOYHbIE NEPCHEKTHBBI; IOTOMY OHHU HE
TOPONSATCS C HOBBIMM ITPOTrPAaMMaMH ITOBBIILIEHUS Ka4eCTBA CEPBUCA.

Ho pa3Be BkiaabiBaTh JEHBIM B TO, YTO HPUHECET NPUOBUIb, MOXKET OBITh KaMHEM
MPETKHOBEHUS Uil KoMIaHuu? Benb OONBIIMHCTBO PYKOBOJIUTENEH CaMbIX Pa3HBIX KOMITAHUHN HE
OTBEPraloT XOpOIIWE HAEU JMIIb IOTOMY, 4TO Te Joporu. lleHa He noykHa OBITH pelIaroIyuM
¢dakTOpoM M TOrJa, KOrja peyb HAET O PAa3BUTUM WM COXPAHEHHWH XOPOIIMX OTHOLICHHH C
KIIMEHTaMHU.

«XO0TUTE 3HATh CaMyl0 CTpAIIHYIO TaiHy rio0anbHOM sxoHOMHKH? Tak BoOT, ecnu y Bac
UCKJIFOUNTEINIbHBIN, MOTPSCAIOIINI CEPBHC, TO BBl pazdorareeTe HaCTOIBKO, YTO TOJBKO ycleBaiiTe
MOKYyNaTh MEIIKH, YTOOBI MepeTackaTh JAEHbI'M JoMoii», — numeT Tom [lutepe B cBoeit KHUTE
«IIporBeranne Ha xaoce» [Thriving On Chaos].

Ha3oBeM HeCKOJIBKO W3BECTHBIX KOMIIAHHMH ¢ moTpsicaromum cepBucoM: Disney, Federal
Express, Wal-Mart, Commerce Bank, Nordstrom, GE, Dell, Home Depot 1 Amazon. HemxaBHo
aBuakoMmanus British Airways 00bsiBrIa, 4TO ee ynucTast NpuObLIL cocTaBmia 189 MiIH 101 TIpU
BBIpYyUYKE 7 MIIpA JOJUI. —3TO OAHA U3 CaMbIX BIEYATISIOMUX LU(DP B UCTOPUM MEXKTYyHAPOAHBIX
aBuanuHui. Ho miecTpio roaMu paHbllie KOMIAaHUS OblUTa OJHUM U3 JIUJEPOB MO YOBITKAM Cpenu
aBUAKOMIIaHWM.

B uem xe neno? Bce geno B cepBuce. OJHOBPEMEHHO C PE3KUM IOBBIIIEHUEM
PEHTA0EIbHOCTH KOMIIaHUS JOCTHUIIIA HEOBIBAJIBIX BBICOT B YPOBHE YAOBJIETBOPEHHOCTH KJIMEHTOB.

VYcneurHple  aBHANepPeBO3UYMKU  YIOBIETBOPSIOT HEJAOBOJBHBIX  KJIMEHTOB, «IIOAPOOHO
OOBSICHAA WM, MOYEMY OHU HE MOTYT BBINOJIHUTH HUX TpeboBaHHe», — roBopuT JIPH Cwmwur,
IUPEKTOp TO JenaM MoTpedurenei AccouualMy MacCaKUPOB MEXKIYHAPOIHBIX aBUATMHHHA
(dammac).

HoBple (akThl NOATBEPKIAIOT, YTO YPOBEHb YIOBIETBOPEHHOCTH KIMEHTOB HANPSAMYIO
BIIMSET Ha MPHUOBLIL. DTO oaHa u3 mpuuuH, nmoueMy kommnanuu — GE, Whirlpool, Coca-Cola u
British Airways — TpaTsT MUITHOHBI JOJIAPOB, YTOOBI YIIYUIIUTh pabOTy ¢ MPETEH3USIMHU.

Mapuann PacmycceH, ObIBIIMIT BUIIE-TIPE3UICHT 10 Ka4€CTBY MEXKIYHAPOIHBIX ONeparuii B
kommanuu American Express, roBoput: «5l ucnomnp3yro cieayromyro GopMmyiy — Jdydiias padoTa ¢
IPETEH3UsIMU paBHsIeTCsl 0oJiee BBICOKOM yIOBIETBOPEHHOCTH KJIMEHTOB, YTO paBHsAETCsS Oojee
BBICOKOM JIOSUTBHOCTH OpEHJTY, UTO paBHsETCs O0jiee BBICOKOW MPUOBLINY.

CEPBHUC KAK CPEACTBO 3KOHOMHUH

Ecnu KJIMEHTHI JOBOJIBHBI CEPBHCOM, 3TO IMOMOTaeT HE TOJBKO 3apaboTaTh ACHBIH, ITO
MOMOTaeT WX 3KOHOMHUTb. Belb COXpaHUTh KIMEHTOB — 3HAYUT YMEHBIIUTH pPAacXoAbl Ha
MapKEeTUHT. A ICHbI'H, COKOHOMIIEHHBIC Ha MAPKETHHTE, — JTO Ballla IPUOBLIb.

I'pamoTHas nmporpamma oOCITyKHUBaHHUS KJIMEHTOB TMO3BOJISIET KOMIIAHUU COKPAaTUTh 3aTpaThl
Ha MAapKETHHT, MOCKOJbKY MEHbBINE KIMEHTOB yXOAuT. M1 MeHbIe OBIBIIUX KIMEHTOB TpeOyer
3aMEHBI.



Club Industry, »xxypHanm aisi pykoBOIUTeNeH KIyOHBIX OpraHu3auuii (Hampumep, (urHec-
KIIyOOB), MOJCYMTAJI, YTO TNpPU OOLIEM KOJMYECTBE WIEHOB 2 THIC. YEJIOBEK M €XKEroJHOM
COKpaleHun yncieHHocty Ha 40% kiy0 nomkeH npusiekaTh A0 800 HOBBIX WIEHOB B I'OJl, YTOOBI
OCTaBaThCsl Ha TUIaBy. 3arpaThl Ha mpuoOpereHrne 800 HOBBIX UYJIEHOB — 3TO OobIIast Opemib B
Or0/KeTe, MPOIOJIKAET KypHAIL. «Xopolee 00CTyKUBAaHHE CTOUT JCHET, HO €XKeroJHbIe KaMIIaHU!
10 MPUBJIEYEHNIO HOBBIX YJICHOB CTOAT HECOU3MEPHMO Oolbliie, — 3ameuaeT xypHail. — Ecin 0bl
TOT Xe KIy0 cymMeNn CHHM3UTh NOTEpPHU KIMEHTOB XOTS Obl HANOJOBHHY 3a CUET KauecTBa
00CITy’)KUBaHMsI, EMY IPUILIOCH ObI pUBIEKaTh Bcero 400 HOBBIX WIEHOB B IO.

YMHOXKbTe Ha NATH

Bot eme oana BakHas ¢opmyina: CKOJbKO BBl MOTPATUTE HA OOCITYKMBAaHUE KIMEHTOB,
CTOJIBKO KIIMEHTOB yJEpXKHTE. A TOCKOJIbKY H3-3a MPoOJIeM ¢ 00CTyKMBAaHUEM KIMEHThl MEHSIOT
[IOCTAaBUIMKOB B IISITh pa3 dyalle, 4eM M3-3a HEIOBOJIbCTBA LIEHAMHM WJIM Ka4eCTBOM MPOJYKTa,
XOPOIIUH CepBUC — BAKHEHINAsl COCTABISIONIAs yCIexa 001 KOMIIaHUH.

OTKpbITHE, YTO KJIMEHTHI B TMSATh pa3 dYalle MEHSIOT IOCTaBUIMKOB H3-3a MpoOJieM ¢
o0CITy>)KUBaHHEM, YEeM H3-32 HEIOBOJILCTBA IIEHOW, caenana kommanusi Forum Corporation. Ona
onpocwia 2374 KIueHTa U COTPYAHUKA Pa3HbIX KOMIIAHUM.

HHTEepecHo, UTO HETOBOJIBHBIE KIIMEHTH YXOAAT K KOHKYPEHTaM TakXe B IATh pa3 (OIATh TOT
xe kodhdurenT!) yarie, yeM JOBOJLHEIE.

CootHomenue 5:1 mosBIseTCs CHOBA, KOTJa Mbl CPAaBHHUBAaeM CTOMMOCTb INPHOOpETEHHUs
HOBOT'O KJIMEHTa CO CTOMMOCTBIO YIEp)KaHHUsS HMMEIoLIerocs. JTo MpaBUJIO JEiCTBYeT B cdepe
o0cCITy>)KuBaHMsl ye MHOTo JieT. OcoOeHHO XOpOIIO BUHA PAa3HUIIA B CTOMMOCTU «IIPUOOPETEHHS»
U «yIep>KaHUs», €CIU CpaBHUTH 3aTpaTbl Ha MPHOOPETEHHWE HOBOTO KJIMEHTa CpeACTBAMHU
MapKeTHHra (pekjiaMa, NpsMbIEPACChUIKH, MTPE3EHTAlMM B MECTAaX IPOAAXK U T.J.) C 3aTpaTaMH Ha
KaueCTBEHHOE 00CTyKUBaHUE UMEIOIIETOCS KINEHTA.

Kak cepBMC 9KOHOMUT JJeHbI'u?

BoT kak kauecTBEHHBINH CEpPBUC SKOHOMHT JIEHBI'H: BAllld COTPYJHUKHU Jydlle OOCTYKUBAIOT
KJIIMEHTOB M TEM CaMbIM MpPEAYNPEXAAI0T HEJOBOJBCTBO M MPETEH3UU. DTO COKpAIlaeT M Jaxe
MOJIHOCTBIO  yCTpaHseT W3IACPKKU, CBA3aHHBIE C peHIeHHeM MpobjieM, B TOM YHUCIE C
HEO0OXOIMMOCTBIO COJIEpXkKaTh OONBINYIO CIYy)0y 1o paboTe ¢ kireHTaMu. Kpome Toro, Xopommi
CepBUC TMO3BOJIAET YKOHOMHUTh HAa MAapKETHHIE, OTOMY YTO MPOJaBaTh MMEIOIIMMCS JOBOJIbHBIM
KJIMEHTaM Tropa3zo Jierye u AelieBlie, YeM MOTCHIIMAIbHBIM KIIMEHTaM.

MHOrUM pyKOBOJUTENSIM TPYAHO OCO3HAThH, YTO KAUECTBEHHBIN CEPBHUC COKPAIIAET PacXObl
Ha MapkeTwHr. boiiee Toro, kauecTBeHHas paboTa (Korja Bce Jelaercs ¢ MEPBOro pas3a) Kak
HeoTheMJIeMasl YacTh Ka4eCTBEHHOI'O CEpBHCA BeJET K CHUKEHHIO M JPYTrUX pacxoioB — Ha
MepesienKy, Ha PEeMOHT M 3aMeHy, a TakkKe Ha paboTy C MPEeTEeH3USMH — HX TPOCTO HET, eCIH
KOMITaHUS TIPEJOCTABIISET KAUYeCTBEHHBII CepBUC.

Hakonen, kayeCTBEHHBIM CEpBHC 3HAYMTEIBHO YMEHBIIAET KOJIMYECTBO MMOTEPSIHHBIX
KJIIMEHTOB, TpeOyromux 3aMeHbl. CorjaacHo pe3ysibTaraM mpoBeaeHHOro B 1990 r. KOHCAIITUHTOBOM
¢upmoit Booz, Allen &amp; Hamilton wuccrenoBanusi, 1mioxoe o0OCTy)KHBaHHE CTaHOBHTCS
MPUYMHON 1oTepu KianueHToB B 40% cioydaes.

HekoTtopeie MeHeIKephl MOJAralT, YTO KadyeCTBEHHOE OOCTy)KWBaHWE — 3TO JOPOro,
ormeuaeT Ponanpn JI. Bon, mpesunment YuuBepcutera Tammbl. OHako, 3aMeyaeT OH, TaKue
MPU3HAKA KA4eCTBEHHOTO CEpPBHCA, KAK BEXJIMBOCThH, APYKETOOWE W TO3UTHBHBIA HACTPOU B
OOIIEHUH ¢ BHYTPEHHUMH U BHEIIHUMU KJIMEHTaMHU, COBEPIICHHO OecIIaTHbI!



Ceanc — 3TO A0X0Abl, 4 HE pACX0Abl

Ha nepBoHauvanbHbIe 3aTpaThl, HEOOXOAUMBIE 1JIs1 BHEIPEHUS CTPATETUH CEPBHUCA, MOXKHO

MIOCMOTPETh M C JPYroil CTOpoHbl. HeoBOMBHBIN KIMEHT 000i1eTcsi BaM ropasao JT0pOXKe,
YeM €ro KaueCTBEeHHOE 00CTy )kuBaHue, ToBOpuT Ponana BoH.

CepBuc — 310 HE pacxoabl. ITO 10X0Abl. Eciau BbI JienaeTe CBOUX KIMEHTOB CUACTIIMBBIMU,
TO o0Jeryaere NpoJaxxu, TEM CaMbIM SKOHOMHUTE HAa MAPKETHHTE.

B OonpmmHCTBE cnydaeB BBIOOp OpeHJa, MPOAYKTa WM KOMIIAHMM — HE CTOJBKO
CO3HATEJIbHBIM, CKOJIBKO IOJICO3HATENbHBIM akT. A TOJCO3HAaHHE MOATAJIKUBAET KIMEHTa IO
HAIpPAaBJICHUIO K TOM KOMIIAaHUH, K KOTOPOM OH HCIIBITHIBAET TEILJIbIE YyBCTBA, BHI3BAHHBIE XOPOIINM
00CTy>)KUBaHUEM.

JIro60#1 OM3HECMEH JOJKEH MOHMMATh, YTO CEPBUC HYKHO CTAaBUTh CTOJNb )K€ BBICOKO, KaK
MapKETUHT, He HWXKE JIOOBIX APYIMX NMPOrpaMM pa3BUTHs, IOCJIE TOTO KAaK CO3/laHa KIMEHTCKas
0aza.

Moii porHo3: B HeAaIeKoM OyayIeM cepBUC OyIeT paccMaTpUBAThHCs KaK OJHA U3 CTOPOH

MapKeTUHTa, a HE KaK HM3JIMIIECTBO WM HE3aCIy)KEeHHBbIH OOHYC, KaK 3TO 4acTO ObIBaeT
CEeroJHsl.

BbITb BTOPbBIM, YTOBbI CTATb IIEPBbBIM

HecmoTpsi Ha oueBHIIHBIE MPEUMYIIECTBA KaYECTBEHHOTO CEPBHCA, OMBITHBIE MEHEIKEPhI
[I0T9aC He KEeNaloT 3aIlyCKaTh MPOrpaMMy HOBBIIIEHUS YPOBHS 00CIYXKHUBaHHUS TOJIBKO TOTOMY, YTO
KOHKYPEHT 3allyCTHJl TaKyl MporpaMMmy panbiie Hux. Kak Obl OHM HHM OOBSACHSIM W HHU
000CHOBBIBAJIN CBOE O€3/1eHCTBHE, MPUUNHA 3€Ch OJJHA — TOP/IBIHS.

HecomueHnHO, TOpAOCTh — BakHasi COCTaBJISAIONIAs JII0OOOH KOPIMOPATHUBHOM KyJabTyphl. Ho
MHOT/Ia TOPJOCTh ObIBaeT MOMEXOH, HallpUMep, KOT/ja 3aCTaBiIsIeT MOPIIUTh HOC M KPUBUTH POT MIPU
pasroBope O CepBHUCE JHIIL MOTOMY, YTO KOHKYpPUPYIOIAs KOMIIAHUS IEpPBOM 3aHsIACh 3TOM
npo6aemoit. CHHIPOM «IIPUIYMaHO HE HAMU» JIUIIAET MEHEIKEPOB CIIOCOOHOCTH 3/IpaBO MBICIHUTH
(ayxast uaes, pacCyXIarT OHHU, HE MOXET ObITh Xopomiei). I oHu ropmo 3asBistoT: «Mbl HE
XOTUM OBITh MOJPAXKATEISIMU ! »

Menemkepsl CpeTHEro 3BeHa OMacaroTcsl, 4To OyAYT IUI0XO BBITJISAETH B TJ1a3aX PyKOBOJICTBA
U KOHKYPEHTOB, €CJIM MONBITAIOTCS IEPEHSITH UX CTPATETHIO.

OTnen MOXET MOTPAaTUTh HECKOJIBKO MECAILEB Ha pa3pabOTKy CTpaTeruu OOCITYyKHUBaHUS
JUIIb I[OTOMY, YTO PYKOBOJCTBO KOMIIAHMM OOWTCS PAacCKas3blBaTh CBOMM COTPYAHHUKAM 00
YCHENIHOM cTpaTeruu KOHKYPEHTOB. PyKOBOACTBO CUMTaeT, 4TO 3TO MOXKET JeMOpalu30BaTh
nepcoHain. [lomoOHble SMOLMOHANBHBIE PEAKLIUU CTAHOBATCS TJABHOM NPUYMHOM, MOUeMy
KOMIIaHUs, TEPBOM 3amycKaromasi mporpamMmy OOCTY)KUBaHUS KIMEHTOB, M30aBieHa OT JHOOBIX
MIOTIBITOK KOHKYPEHTOB CONEPHUYATh C HEW B 9TOW 00JIAacTH MO KpaifHel mepe B Onmxaiiiive rof-
nBa. Jlpyrue KoMmaHUM MPOCTO HE 3aXOTAT COOOMIaTh CBOMM COTPYIHUKAM, YTO MX OIEPEIUIH.
OnHako KOMMAaHWU B c(epe aBHanepeBO30K W B aBTOMOOMJIBHOM MPOMBIIUICHHOCTH HE
UCIBITHIBAIOT MOJOOHBIX KOMITJIEKCOB: CTOUT KOMY-HUOYAb OOBSIBUTH O CIEUIPENIOKEHUH, KaK B
TE€YEHHE OJHOTO-/IBYX JHEH BCE KOMIIAHUU OTPACIIH JIENAIOT TO K€ CaMoe.

Crynnm Mapkyc, TOYeTHBIM mpeaceaaTelb COBETa JUPEKTOpoB kKommanuu bleran-Marcmn
(ceTb Mara3uHOB, MPOJIAIOIIKUX TOBAPHI OT BEIYIIHMX AU3AHHEPOB), CUMTAET, YTO TOJIBKO KOHKYPEHT
MOXKET JI0Ka3aTh 3HayeHHe cepBuca. Ho B MOJIOBMHE Ciy4yaeB KOMIIAaHUS MPOUTPAET TaKoe
COCTSI3aHHME B CEPBUCE, HE BCTPETUB NONIECPKKU U MOHMMAaHUs. OJHAKO CEPBUC CIMIIKOM BaXKEH,
YTOOBI MO3BOJIATH CBOEMY BHYTPEHHEMY <«sI» IMPEMSITCTBOBATH OMNEPAaTUBHOMY 3aIlyCKy TaKOM



MPOTrpaMMBI.

BorT emie HeCKOJIbKO MPUMEPOB TOTO, KaK MHTEIJIEKTyaIbHbIe U SMOIMOHATIbHBIE CTEPEOTHUIIBI
MOTYT MEIIaTh pealiu3allii CTPATeTuu CepBuUCca.

1. Menemkepy, KOTOPBIM TPHUBBIK K CIOXHEHIIMM YIPaBICHYSCKUM U (PUHAHCOBBIM
WHCTPYMEHTaM, MOpOH OBIBa€T TPYAHO MOHSThH, KaK YTO-TO CTOJh MPOCTOE, KaK OOCIYyKHBAHHE
KJINEHTOB, CITOCOOHO YBEJIMYUTH MPUOBLIb.

2. PykoBoACTBO OOHTCS OOUAETH JItOJIeH, OTBEUAIONUX B KOMIIAHUM 33 CEPBUC, NPEIIOKUB
UM pa3paboTaTh HOBYIO CTPATETUIO OOCITYKMUBAHUS KJIMEHTOB HA OCHOBE MPOTrpaMMbl KOHKYPEHTOB.

3. Ecnu kommaHus paboTaeT B OTpPaciv, B KOTOPOH IUAMPYET OJIUH HIPOK, CEPBUCOM
KOTOPOTO BCE BOCXMINIAIOTCS, PYKOBOJCTBO 3a4acTyl0 HE MOXKET IMOBEPUTh, YTO HEYTO CTOJIb
HEZIOPOroe W DJIEMEHTApHOE, KaK 0OCITy)KUBAaHUE KIIMEHTOB, MOXKET CIY>KUTh NMPUYUHOHN ycriexa H
pocta peHTabenbHOCTH uHBecTUlui Ha 20%.

4. CepBHUC, HaNpaBJICHHbI HAa YCTAaHOBJICHHE IMPOYHBIX JIOBEPUTEIHHBIX OTHOIICHUH C
KJIMEHTaMH, — TSKEJIbIA TPy, a JUIsl HEKOTOPBIX KOMIAHWW U BOBCE HEMOCUIIbHBIN. Bo3MOXHO,
3TO TJIaBHAs NpPHUYWHA, MMOYEeMy MHOTHE (UPMBI HE OOpallaroT BHUMAaHHUS Ha OOCITYKHBAaHHE
KJINEHTOB.

5. CepBuc — 3TO HEUYTO HeMaTepuanbHOE, HeocsizaemMoe M abcrpakTtHoe. Pa3 cepBuc He
TpeOyeT OCHOBHBIX CPEJICTB, HApUMEp KOMIIBIOTEPHBIX CHCTEM 3a MHUIMOH JOJJIapoB, Mapka
IPY30BbIX aBTOMOOWJIEH, IPOMBIIIJICHHBIX POOOTOB, CTaHKOB ¢ UIIY uiau HOBBIX 34aHUM, 3HAUUT,
OH HE MOXET ObITh BaXXHbIM. HEKOTOpBIX MEHEIKEepPOB TPYIHO YOEAUTh, UYTO Ha MPOTpamMmy
o0CITyKMBaHUS KJIMEHTOB HA/I0 TPATUTh BPEMsI U CUITBI.

[IpeumyriecTBa, KOTOpbIE JAaeT MPOTrpaMMa KaueCTBEHHOTO CEPBUCA, OTMETAIOT BCE MYCThIE

paccyxaeHusl.

[leyanpHO, YTO MHOTHME KOMIIAHUU Ja’Ke€ HE MBITAIOTCS MPUHATH BBI3OB, OPOIIEHHBIH UM
nuaepaMu cepBuca B UX oTpaciax. [IpoXonasT roabl U Oaxe NECATWIETHS, MPEXKIE 4YeM OHU
MOJIHUMAIOT MIepPUaTKy Ha pUHTE 00CTYKUBAHUS KJIMEHTOB.

HernacHelii makT 0 HEHANaJEHUHU 3aKIIOYWIN MEXIy coOoi «3Be3nbl cepBuca» — Delta
Dental Plan, Neiman-Marcus, Allied Van Lines, 3M, Ritz Carlton, Dow Chemical, Lands' End,
General Electric, Eastman-Kodak, Home Depot, K-VA-T Food Stores, Federal Express, Disney,
Nordstrom u ap.

['on 3a rogoM KOMIaHUU C IEPBOKJIACCHBIM CEPBUCOM HAroJIOBY ONEPEXKAIOT KOHKYPEHTOB BO
BCEM, 4TO Obl OHU HU Jienanu. Bo3MokHO, Ballli KOHKYPEHTHI YK€ MOHSUIN 3TO.

KAK PACCYUTATD INIPUBBLJIb OT CEPBHUCA

®penepuk Paituxens, TMpeKTOp MPOrpaMMbl O YIAEPKaHUIO KIHEHTOB B pupme Bain &amp;
Company, u VY. Dpn Caccep, npodeccop I'apBapackoil mkonsl Ou3Heca, CUUTAIOT, YTO «UEM
JIOJIbIIE TMPOJOJIKAIOTCS OTHOILIEHHUS KJIMEHTa ¢ KOMIaHHel, TeM Oosbllie NpUHOCHMAs WM
npuObLIb. YXOJA KJIMEHTAa KpaifHEe HEraTMBHO CKasbIBaeTcs Ha MpHObUIM KoMmaHuu. OOBIYHO
KoMIaHuu B r1ona TepstoT 15-20% cBoux kimeHTOB. Korja OTTOK KIMEHTOB YMEHBIIAETCA
HAToOJOBUHY, CPEeJHHE TEMIIbl pocTa YBEJIWYMBaIOTCA Oonee ueM BIBoe. Poct koaddummenta
yaepKaHHs KIIMEHTOB Bcero Ha 5% MOBBIIIAET NPUObUTH KoMaHuu Ha 25-100%». Tlo-moemy, 3To
camMoe yOemuTelbHOE WCCIeAOBaHUEe B O0ONACTH OOCIY)XMBAHHS KJIHNEHTOB, IPOBEIACHHOE 32
MOCJIEHUE JIBA AECSITUIICTHSI.

HecMoTpst Ha MONOXKUTENBRHOE BIUSHUE, KOTOPOE OKA3bIBAET COKPAIICHUE OTTOKA KIMEHTOB
Ha TPHUOBLIL, CYNIECTBYIOIINE CHUCTEMBl ydeTa HE CIIOCOOHBI TOKa3aTh, KaKoW OyaeT MpHuOBLIb
KOMITaHUH, €CJIM OHa MPCAOTBPATHUT YXOJ WM BCPHCT KIIMCHTA. Komnanun JaX€ HEC CUHTAROT,
CKOJIbKO KJIMEHTOB yIII0. B pe3ynpTaTe pyKOBOAMTEIH CEPbE3HO HENOOLEHUBAIOT CTOMMOCTH
MOTCPU KIIMCHTOB.

BonbmmHCTBO cucTeM ydera (OKYCHPYIOTCS HUCKIIOYMTENBHO Ha TEKYIIMX 3arparax u



JI0X0J1aX, HTHOPUPYS MPeIoiaracMbie JeHE)KHbIE TOTOKA B TEUEHHE BCErO CPOKa COTPYIHUIECTBA
¢ KIHeHTOM. boree niam MeHee GopMaTu30BaHHAs MPOTrpaMMa KOHTPOJISI OTTOKA KIMEHTOB MOTJIA
OBl CTaTh OOJNBIIIMM MOACIIOPHEM B paboTe.

KOHTPOJIb OTTOKA K/IMEHTOB

CozpnaiiTe rpynmy 0co00ro Ha3HauUCHUS

Bxitounte B 9Ty TPYIIy CBOMX CaMbIX MPO(ECCHOHANBHBIX COTPYAHHKOB. MX 3amaya:
CBSI3aThCS C YXOMSAIIUMU KIHUCHTaMU U YOSIUTh JaTh Ballleil KOMIIAHUH €IIIe OJ1H IIaHC.

CocraBbTe nepeueHb Mep 1Mo MPO(UITAKTHKE OTTOKA KIIMEHTOB

CocTaBbTe Takue CHHCKU IJI OTACTBHBIX COTPYJHUKOB, MOJpa3AeleHUN U KOMIAHUH B
EJIOM.

OOyuenue

[IpoBomuTe 00ydeHHE CBOMX COTPYIHHUKOB Kaue€CTBEHHOMY OOCIY)XKMBaHUIO (MeHsist opmar
WIH COJIep KaHUe MPOTPaMMbl) KaXK/IbIe IIECTh MECSIIEB, TOTOMY YTO OJMHEIUHCTBEHHBIA TPEHUHT
HE CIOCO0EH paJMKaIbHO M3MEHUTH TIOJXO0IbI ¥ MPUBBIYKU. OOyuaiiTe Bech mepcoHall. 3aTpaThl Ha
o0yueHre HEBEJIUKH 110 CPABHEHUIO C BO3MOXKHBIM POCTOM 00BbEMa MPOJIaXx U MPUOBLITH.

Ecmu BBI xoTuTE Y3HaTb, HACKOJIBKO CCpPbE3HA CUTyallUd C OTTOKOM KIIMCHTOB B Barei
KOMITAaHWW ¥ HE CJIeIyeT JIM BaM MPHHATH MEPHI 10 yIAEPKaHUIO0 KIIMEHTOB, HEOOXOIUMO CeaTh
cienyromee. Bo-nepBeIX, ONpEeNeNnuTh MPOLEHT OTTOKA M YCTAaHOBUTH IIPUYMHBL. BO-BTOpBIX,
OTIPENIENIUTh CPEHIOI0 TIPOIOJKUTEIIBHOCTD COTPYAHHUYECTBA C JIOSUTHHBIM KIIHEHTOM U CKOJIBKO OH
TPATHT B T'OJ B TEUEHUE BCETO CPOKA COTPYAHHYECTBA C KOMITAHHUEH.

Co3pmaiite (OKyC-TpYNIBI U3 PSAIOBBIX COTPYAHHKOB, MEHEDKEPOB HH3IIETO W CPEIHETO
3BCHA W MOCTABbLTC IICPCA HUMHU 3adady COCTABUTH CIIMCOK NPHUYHMH OTTOKA. Ecmu ot Bac YXOoOdaT
MOCTOSTHHBIE KJIIMEHTHI, 003BOHUTE MX U CIIPOCHUTE, MouemMy. OnpalimBaiTe psIoBBIX COTPYIHUKOB:
OHHU HCIMOCPCACTBCHHO KOHTAKTUPYIOT C KIIMCHTAMHU U OGBI‘IHO TOYHO 3HAKOT, [TOYEMY TC YXOIAT.

MO>XHO pa3ociiaTh aHKEThI OBIBIIMM KJIMEHTaM, HO He 3a0yJbTe MPeIUIOKUTh KaKOH-HUOYIb
CTUMYII, I-ITO6I:I OHHU OTBCTUIIHN. KpaﬁHe MOJIC3HO NOTOBOPUTH C YXOOAIIUM KIIMCHTOM JIMYHO HUJIA 110
Tenedony.

Onpenensem CTOUMOCTD HyneBoro oTToka KJIMeHTOB

KakoB nmpo1eHT OTTOKa KIIMEHTOB B Balllel KOMIAHUM?

KakoBa npoAomKUTEIBbHOCTD COTPYAHUYECTBA JIOAJIBHOIO KiIMEHTa ¢ komnaHueil? CKoJIbKo
JIOSTTbHBIA KJIMEHT TPATUT €KEroJHO B TEUEHHE BCEro CpOKa COTPYAHMYECTBA C KOMMIaHUEW? OTa
udpa T0DKHA YBETHYUBATHCS €KETOTHO.

HeoOxonumo y3HaTh pazMep MpuObLINA, KOTOPYIO JIOSUIbHBIN KIMEHT MPUHOCUT KoMmaHnuu. C
KOKIBIM TOJIOM TPUOBLUTHL JOJDKHA YBEIMYMBATHCA OJjarogapsi COKpAIIEHUIO pacxoJoB Ha
MapKETHHT U YBEITUYECHUIO JI0XO/I0B.

ITosnydyeHHbIE JaHHBIE IO3BOJIIOT ONPEIEINUTD:

[IporieHT OTTOKa KJIMEHTOB B TOJ

Oouiee cHIKeHNE 00BeMa PO

OO6mrast cyMmMa moTepsiHHON TPUOBLITH

Hroro: Bece norepu

[Tocne moacyera 001IEH CYyMMBI TOTEPh Y BAC MOKETE CIYIUTHCS CepIeUHbIN mpuctym. Jis

OOJBINMHCTBA KOMITAHUW O3THU TOTepU OyIyT HU3MEpAThCS MWJUIMOHAMH. Bam mmaH 1o
MPEIOTBPALEHUIO OTTOKA KJIMEHTOB JOJKEH YUUTHIBATh:

* CTOUMOCTB MPUOOPETEHHSI HOBOT'O JIOSUIBHOTO KITHEHTA,;

* FOJIOBOM OI0/KET HAa MApKETHUHT U pEKIIamy;




* CPETHIOI0 CYMMY MOKYITKH, COBEPIIAeMOM JIOSITbHBIM KITUEHTOM;

* KOJIMYECTBO JKAI00 KITMEHTOB B TOJI;

¢ CUCTEMY KOHTPOJIA U USMEPCHHUA OTTOKA KIIMCHTOB.

Teneps y Bac ecTh Bcsi HeoOxoaumasi HHGOpMaIus, 9To0bI TPOAHAIU3UPOBATH, BO YTO BaM

€XKErolHO OOXOAWTCS OTTOK KIMEHTOB, T. €. KaKyl NpPUOBUTHL BbI TepseTe KaXKIbId TOI.
[ToncraBpTe HY)HBIE IU(GPHI B IPUBEICHHYIO HIDKE POPMYITY:

CronMocCThb IMOTEPU KIIMEHTOB

OO6m1ee KOJIMYECTBO YXO0B B TOJ

X
CoBoKyIHas MpUOBLTH 3a BPeMs COTPYIHHYECTBA ¢ KIIMEHTOM
OOt rog0BOM OXO/, HETOTOJYYCHHBINA B pe3y/IbTaTe yX0/1a KIMEHTOB
OO111ee KOJIMYECTBO YXOJIOB B TOJ

X

CoBokynHast TpUOBLIb 32 BpeMs COTPYTHHUECTBA C KIMEHTOM

OOm1ast rogoBast NpuObLIb, HENOTOIyUYEHHAs! B pe3ysIbTaTe yXo/a KIMEeHTOB

Crnenure 3a X0JJOM pealM3alliy Ballel MporpaMMbl KOHTPOJIS OTTOKA KJIIMEHTOB: BBIITyCKaiTe

eKeMeCAYHble OTUEThl, B KOTOPBIX YKa3bIBaliTe, HA CKOJIbKO CHU3WJICS MPOLEHT yXOJIOB U
CKOJIbKO JIEHeT KOMITaHUSl COKOHOMMIIA Onarojaapst atomy. JloBonuTe 3Ty MHGPOpPMAILUIO O BCEX
CBOMX COTPYJIHUKOB.

Ob6s3arenbHO OnarofapuTe, XBaIUTE M BO3HArpa)xJalTe TeX, KTO 00eCHeunBaeT HYJIEBOU
OTTOK.

OOBIYHO 5 COBETYIO YAETUTHh IJIaBHOE BHHUMAaHHME MPU3HAHUIO 3aCIyr. DKOHOMHUS MOXKET
OKa3aTbCs CTOJb CYIIECTBEHHOW, YTO, BO3MOXXHO, BaM CIEAyeT MOJAEIUTHCS YacCThIO
COKOHOMJIEHHBIX CPEJICTB CO CBOUMHU COTPYJHUKAMHU.

[IpuszHanue HEOOXOIUMO, €CJIM BBl XOTUTE, YTOOBI Ballla MporpamMma padoTtaja, a Bbl 3TOTO
XOTUTE, MOCKOJIbKY IPEUMYIIIECTBA, KOTOPBIE JAET COKPAILEHNE OTTOKA KJIMEHTOB, OTPOMHBIE.

[Touemy HEOOXOIUMO KOHTPOIUPOBATH OTTOK KIIMEHTOB?

Kommnanus Service Quality Institute mpoBena uccienoBanue B KPyImHOM JIOHOPCKOM IIEHTpE
Plasma Group, 4To0BI ONIpeACIUTh, KaK OTTOK KJIMEHTOB BIUSET HA MPUOBLIb. Y 3TOM OpraHU3aIuu
17 ¢mmanoB u 300 corpyaHUKOB. ['0/10BOM 10X0A KOMOAHMU OT KaXJOTO JIOHOPA COCTAaBIISET
5035,88 mom. PacueTsl ObUTM OCHOBAHBI Ha CIEAYIOIINX UCXOIHBIX JTaHHBIX:

* [Iponient orroka 6% / 40 600 1OHOPOB B TOA

- CpenHuii CpOK COTPYIHHYECTBA C JOSUTBHBIM JoHOpOoM 41 mecsir/3,4 roma

* O6mwmit 06beM MaTepuaa, CIaHHOTO JIOSUTbHBIM JIOHOPOM 32 Bech Cpok 164 nutpa

COTpYJHUYECTBA

- Cpenusist pplHOYHAs LieHa ma3mbl 11,48 moi.

- CpenHsisi mpuOBbUTE HA OWH JIUTP TUTa3MBbI ocie nepepadoTku 40 mou.

* [IpuObLIB, MPUHOCUMAS JIOSUIBHBIM JOHOPOM 3a CpeIHUI cpok 6560 H0I1.COTpyTHUYECTBA

Bbutn paccunTansl 001IME TOTEPH OT YX01a KIIMEHTOB (JI0JI1.):

* HeIONOy4eHHbIN goxox 3a roa 103 320 000

* HEJIOTIOJIYYEeHHBIN JJOXO/ 32 BECh CPOK coTpyanuudectna 351 288 000

- HeJloToJTydeHHasi mpuObLIb 3a ro 59 040 000

* HEIOMOJTyYeHHasi TpUOBLTE 3a BeCh CpokK cotpynuudectsa 200 736 000
- obmas cymma mmoteps 3a roz 162 360 000



- o0I1ast cymMMa motephb 3a BeCh Cpok coTpyaaudectsa 552 024 000

Ecmun yxomutr omun moHop, Plasma Group Ttepser 18 040 momn., koTopeie Moria Obl
3apa0oTaTh 3a BeCh CPOK COTpyAHMYECTBA ¢ HUM. Ha ogHOM noHOpeE!

Kommanust TARP u3 Bammarrona (okpyr KomymOust), koTopasi 3aHUMaETCsl UCCIIS0BAHUSIMU
¥ KOHCAJITHHIOM B OOJIACTH CEpBHCa, pa3padboTasia IKOHOMHUYECKHE MOJIEIH, KOTOPbIE TO3BOJISIIOT
MIPOTHO3UPOBATh OKYIAEMOCThb CPEJICTB, BJIOXEHHBIX B pabOTy C MPETEH3USIMU M 3alpocamu
KIMEHTOB. MoJenu y4YUTHIBAIOT XapakTep IOBEACHUS TIIOKyNaTeled, pa3Mepsl NpUObUTM U
MHOECTBO JPYTHUX (HDaKTOPOB.

Eme omgna monens TARP mo3Bonsier oneHuTh 3((HEKTUBHOCTH CYIIECTBYIOUIEH CHUCTEMBI
o0CITyKMBaHUSl KJIMEHTOB, a TaKXe ONpEeNeluTh, KaK MOXHO C MHUHHUMAaJbHBIMU 3aTpaTaMu
YIIY4IIUTh CEPBHUC.

«Mopenb 3KOHOMHYECKOro 3(deKkTa cepBHCa» JaeT BO3MOXXHOCTh PAaCCUUTATh, KAKUMHU
OyayT pe3yNbTaThl, €CIH HaJaIuTh KOHTAKT C HEIOBOJIBHBIMH KIIMEHTAMHU U PELIUTh UX MPOOJIEMBI.
OnHa mnoOKa3bpIBa€T PYKOBOAMUTENSM pEabHYIO JEHEXKHYI0 OTAAauy OT CYHIECTBYIOIIETO YpPOBHS
cepBHCa W YIYYIIEHUS CEPBHCA; KOJIMYECTBEHHO OLCHUBAET pa3jMYHblE YPOBHU CEpBUCA;
KOHKPETHO YKa3bIBaeT, YTO HEOOXOJUMO M3MEHHUTHh B CYIIECTBYIOIIEH CHCTEME CEpBHCA, YTOOBI
IOOUTbCS MaKCHUMAaJbHOrO pocra mpuoObuin. Kpome TOro, sTta Mojenb IMO3BOJISET PYKOBOJCTBY
OTpEENUTh, KaK TMOBBIIIAETCS NPUOBLIL U PEHTA0ENIbHOCTh HWHBECTULMH MO Mepe CHIKEHUs
YPOBHSI CKpBITOI'O HEJIOBOJIbCTBA, T.€.KOJUYECTBA HEBBICKA3aHHBIX NpeTeH3ui. Hakonen, ona
OTlpesieNisieT, KaKk Ha NpUObUIb M PEHTA0ENbHOCTh HHBECTULIMN BIMSIOT CHUKEHHE 3aTpaT Ha
KOHTAKT C KJIMEHTOM M YBEJIMUEHUE J10JIA JOBOJIbHBIX KIMEHTOB.

Orta MoJelb — HACTOSIIEee CHAaceHHe MJII CEPBHUCHBIX OTHENOB M CIyxk0 mo paboTe ¢
kiaueHTaMd. OHa MO3BOJIIET Ha KOHKPETHBIX LU(pax MOKa3aTh, YTO OHU HIPAIOT POJIb LEHTPOB
MpUOBUIA U CTUMYJISITOPOB MTPOJAXK B KOMITAaHUU.

JlaHHast MOZIETIb TIPEAIIOIIAraeT, YTO OT/Aa4a OT MHBECTULIUN B 00CITYKHBAaHUE MOXKET UMETh

cnenyromye GOpMBI.

1. YBennuenne oObeMa MPOAaX U MOBBIIMIEHUE PEHTA0EIbHOCTH MHBECTHIIMNA B Pe3ylbTaTe
ynyudmeHus: ceppuca. CepBHc ynydinaeTcs: Oiaronapsi MepaMm, HalpaBJICHHBIM Ha MPOQUIaKTHKY
HEYJI0OBJIIETBOPEHHOCTH KJIMEHTOB.

2. CHIKeHue 3aTpat Ha cepBUC Onarojaps npoduiakTuke Hey10BIETBOPEHHOCTH KIMEHTOB.

3. PocT nmonm peIHKA, pe3yinbTaT pocTa YHcia JOBOJBHBIX KIMEHTOB OJjarogaps XOpouemy
CEpBHUCY.

[Tpu momomu 3toit moxenn TAWP mpemocTaBisieT KOMIAHUM KOHKPETHYIO HH(OpPMAIHIO,
HampuMep, O COOTHOLIEHUH MPUPOCTHBIX U3AEPKEK U MPUPOCTHON MPUOBLITH.

[TpupocT B JaHHOM Cllydae — 3TO YBEJIMUYEHHUE 3aTPaT HA MEPCOHAN B JaHHOM o(uce, YTOOBI
no0uThes, K mpumepy, 3%-ro pocra JOSUIBHOCTH KIMEHTOB. 3aTE€M pacCUMTHIBACTCS BIIMSIHHE
TaKOT'0 POCTa JIOATBHOCTH HA KOHEYHYIO IPUOBLIB.

Jlisg oueHKM pocTta o0beMa MPOJaX W PEHTA0ENbHOCTH WHBECTHUIMI B CEPBHC MOJEIH
UCTOJB3YeT JaHHbIE, MPEAOCTaBIseMble KOMIIAHWEH M TOJy4YeHHBbIE IPU BHIOOPOYHOM ONpoCce
KJIMEHTOB. B pe3ynbraTe MOXHO OIIEHUTH CIEAYIOIIHNE TapaMeTphl:

" YUCTBHIA 00bEM MOKYTIOK KIIMEHTOB, YbH JKAI00bI OBLIIH YIOBJIETBOPEHBI;

* YUCTBII 00bEM MOKYIIOK, COBEPLICHHBIX OJaroaapsi yCTHOM peKiame;

npuOBUTH OT MPOAAX B Pe3yJbTaTe pa3pelieHHs *Kajlo0 M IMOJOKUTEIbHBIX OT3BIBOB O
KOMITaHUY;
- peHTa0eNbHOCTh MHBECTULIMH B YIyUIIEHUE CEPBUCA.

KAK NNOAJIEPXKATh BEICOKW YPOBEHb CEPBHCA

[IpencraBbTe, 4YTO BBl HAILIM COTPYJHUKOB C HEOOXOJMMBIMH  3afaTKamMH s
MIPEIOCTABIICHUS] OTIMYHOTO CepBUCAa U OOYUMIIM HUX CBOEH cHCTeMe OOCIY)KMBAHHS KIIMEHTOB.



Tenepp Bamieil rnaBHOW 3a00TOH JOKHO CTaTh MOJJEPKAHUE HEM3MEHHO BBICOKOTO YPOBHS
CepBHcCa.

['opaocTs — Ball JTy4ymnid MOMOILTHHUK B 3TUX ycWiIHsX. JIroau ropastes TeM, 4yTo paboTaroT
Ha KOMIIAHUIO, TI/Ie€ MpPE3UIEHT M TOI-MEHEIKEPhl IOCTOSHHO TOBOPAT O HEOOXOJUMOCTH
KayeCTBEHHO OOCHYXHBaTh KJIMEHTOB M IMOJTBEPXKJAIOT CBOM cioBa nenoM. OHU ropasrcs
KOMIIaHHEH, KOTOpasi JEMOHCTPUPYET CBOIO MPUBEPIKEHHOCTh OTIIMYHOMY CEpBUCY, 00ydasi CBOMX
COTPY/ZHUKOB M CO3/1aBas COOTBETCTBYIOLIYIO aTMOC(epy, U JIOKa3bIBae€T 3Ty MPHUBEPKEHHOCTH
KOHKPETHOW (DMHAHCOBOM TOICPIKKOM.

Ilnoxoe 06CJIY)KI/IBaHI/le noBbINIAE€T TEKYYE€CTb KaApPOB

Cormacao uccnenoBanuto Forum Corporation, TeKydecTh KaapoB HANpPSIMYH) 3aBUCUT OT
TOT0, KaKk COTPYAHMKM OLIEHMBAIOT YPOBEHb CEpBHCA B CBOEM KoMIaHUU. Eciau coTpynHUKH
CUMTAIOT CEPBUC KAueCTBEHHBIM, TO OHHM OoJjee IOsUIbHBI K Kommnanuu. M Haobopot: ecnu
o0CITy>)KUBaHHE B KOMITAHUU TIJIOXO0€, TO OHA TEPsIeT HEe TOJBKO KIIMEHTOB, HO U COTPYAHUKOB.

B otuere Forum Corporation roBoputcs: «Cambie BBICOKHE ITOKAa3aTEIN TEKyUYeCTH KaJpOB

HAOMIOAAI0TCA B KOMIIAHMSX, I/I€ CIYyXallde OICHMBAIOT KauyeCTBO MPEJOCTaBIISIEMOTO
cepBHCca KaK OYEHb HHU3KOe... Takue (akTopbl, KaK MPOJOJIKUTEIBHOCTh PabOThl B KOMIIAHUH,
JOJKHOCTHBIE 00SI3aHHOCTH M 9acTOTa KOHTAKTOB C KIIMEHTaMH, ()aKTUYECKH HE BIUSIOT HA TOT
MTOKA3aTENb.

ITockONBKY COKpallleHHE TEKYy4yeCcTH KaJpoB — JOKa3aHHOE CIEIACTBHE MOTHUBALUU
MepcoHaNa, co3/1aBaeMoil MporpaMMaMy KayeCTBEHHOTO CEpBHCA, TO OOpaTHOE SIBIEHHE — POCT
TEKy4eCTH KaJpOB — CIIEAYyeT paccMaTpuBaTh KaK TPEBOXKHBIM (DaKT, MPEeayNnpexAalonfi o
HaJIMYUU CEPbE3HBIX MPOOJIEM C CEPBUCOM.

3TO OAMH U3 TIaBHBIX BBIBOJIOB, KoTOphIe caenana Forum Corporation B Xoje Hcciae10BaHuUs
oonee yem 700 xomMmaHWN MO BCceMy MHUPY. TeKydecTh KaJpOB HAMPSMYIO 3aBHCHUT OT MHEHHUS
IIEpCOHANA O Ka4eCTBE IIPEIOCTABIIIEMOIO CEPBHCA.

OnuaemMusi OTCYTCTBHSI TOPJIOCTH 32 CBOIO pabOTy CBUPENCTBYET B HAIIM JHH, U BBIBOABI
Forum smme noaTBep)KIalOT €€ OmacHOCTh. KOMIaHWM JOJDKHBI 3TO YYUTBIBAaTh, €CJIM XOTST
3aBOEBATh IPOYHYIO PEMYTALMIO JIUIEPOB IO KAYECTBY MPEJOCTABISIEMOrO CEPBUCA.

N ckmounTenbHblil cepBUC — Bbl MOXKETE 3TO caenath! BoT riaBHast unes »toi kHuru. Kak
TOJIBKO FeHepaibHBINA AUPEKTOP KOMITAHUU IPOHUKCS HEOOXOJUMOCTBIO PEaIbHOTO (a HE TOJIBKO Ha
CJIOBAaX) CEpBHCA U PACIIPOCTPAHMUII CBOE IIOHMMAHUE HA BCIO YIIPABJIEHYECKYIO KOMAH]y, HACTyNaeT
MOMEHT, KOIZla HYXKHO OT CJIOB IEPEXOJINUTh K JEUCTBUSAM. VIMEHHO HEeUCTBUSAM MOCBSILIEHBI
CJIEYIOINE TJIaBbl KHUTH.

I'araea 3. B Haua.ie 6bl... NJ1aH

CHHUMAEM IIOPbI

Ceromust cambie  3((deKkTHBHBIE  OW3HEC-CTPATETHMH  OPHUCHTUPOBAHBI  Ha
obciykuBanue  KinueHTOB.  OOCIy)XKMBaHWE  KJIMEHTOB  CTaj0  HEOThEMJIEMOM
COCTABJISIFOIICH MEATETLHOCTH JII000M XOPOIIO YIIPaBIIsIeMON KOMITAaHUH.

Apux /rcoyns, dvreuwiuil npezudenm noopaszoenenusn Data
Systems Group, Texas Instruments



Jlyammit cioco6 mpoaath — caenarh YA0OHBIM KYITHTh.
Heu3zeecmuulit aemop

I'opnocth, KOTOpasi 3acTaBiseT MpodecCHOHATIOB TPEOOBATh COBEPIIECHCTBA OT ce0sS M OT
JIPYTUX, K COXAJICHHUIO, MOJYaC MOXKET CTaTh MIOpaMH, HE MO3BOJSIONIMMHU YBUACTh H3bSHBI,
HampUMep TUIOXOH CepBUC. ITU U3bSHBI Pa3pyLIal0T pEenyTalUi0 KOMIAHUH.

l'opnocts — riIaBHAs MpHUYMHA, MMOYEMY PYKOBOJUTENM HUKAK HE PEarupyroT Ha BBICOKHE
3aTpaThl Ha MapKeTHHT. (A 3aTpaThl OYEHb BBICOKME — BE€b IPUBIICYCHHE HOBBIX KIHUEHTOB
BMECTO CTapbhIX, MOTEPSHHBIX U3-3a IJIOXOT0 00CTYKUBaHUS, 00XOTUTCS HEJIEIICBO. )

I'oprocTh He MO3BOJISIET MPU3HATH, YTO HEYKJIIOHHOE CHUKEHHE 00beMa MPOJIaxk — CIIEJICTBUE
HEHAIC)KHOCTH, MEJIJICHHON JIOCTaBKH, HEBHITIOJHEHHS TPEOOBAaHUI KIMEHTOB WJIM UTHOPUPOBAHHUS
UX Kanoo.

lopnocts MemaeT yBUAETH PACTEPSHHOCTh M TICHXOJIOTMUECKUN JTUCKOMQOPT PSIOBBIX
COTPYJIHUKOB, KOTOpBIE €KEAHEBHO CTAJKUBAIOTCA C BpaxaeOHO HACTPOCHHBIMH KJIHEHTAMU,
YCTaBIIMMU OT IUIOXOTO CepBHCA. ['OpIOCTh MeIIaeT MOHSATh, YTO MMEHHO ICHUXOJOTHYECKHMA
IUCKOM(OPT — IJIaBHAs MPUYMHA HU3KOW TPYAOBON AUCUUITIIMHBI U BBICOKOM TEKY4YeCTH KaJIpOB.

l'opnocth, KOTOpasi 3acTaBisieT PYKOBOJCTBO CYHTATh ce0si MO0 HEMOTPEeImIUMBIM, OO
HENPUKOCHOBEHHBIM, WM TMOJAJEpXKHUBaeT (paHaTUYHYI0 Bepy B aOCONIOTHOE MPEBOCXOJCTBO
KOMITaHUU HaJI BCEMH KOHKYPEHTaMH, — 3TO MIOPHI, KOTOPbIE 0053aTeIhbHO HEOOXOIUMO CHSTH C
TJ1a3 TOM-MEHEKEPOB. DTO HYKHO CIeTaTh A0 pa3padoTku 3(HEKTUBHOMN CTpaTeTuy CEpBHUCA.

Kak 310 cmemars? OOBEKTHBHOE, TPE3BOE HM3yUEHHE BCEX MPEHMYIIECTB KadeCTBEHHOTO
CepBHUCa — BeChMa JICMCTBEHHBIN CTI0CO0.

KpaTKOCpquble BbBITOAbI — LIOPbI

CepBuc 4acTo HE BXOJHUT B MPHUOPUTETHI PYKOBOJICTBA KOMIIAHUM. B 3HaUNTENbHON cTeneHn
BUHY 3a TNpPeHEOPEeKUTETbHOE OTHOIIEHHE K CEPBHUCY CIEAYEeT BO3JIOKUTh HMEHHO Ha TOI-
MEHE/KMEHT.

Eme opna xapakTepHas uepTa WJIEOJOTMM MHOTHUX KOMIIAHWM, Hapsiay C TOpPAOCTBIO
OCTIEIUIAIOIIAs MEHEIKEPOB MPH pa3pabOTKe CTPATETHUH CEPBUCA, — ATO aKIEHT Ha KPATKOCPOUHBIX
BBIF0JIaX B yIIEPO TOITOCPOYHBIM MPEUMYIIeCTBaM KadecTBEHHOro cepBuca. [lomyac mMeHemkeps
MIPOCTO BBIHYKJIEHBI OPUEHTHUPOBATHCS HAa KPAaTKOCPOYHbIE pe3yibTaThl. Eciau Bac OLEHMBAIOT MO
KBapTaJIbHBIM HJIM TOJIOBBIM NPUOBLUISM, IMEHHO UX BbI U Oy/ieTe CTaBUTh BO IJ1aBYy yIJia.

l'opnocTth, HeEmpaBWIBHO pacCTaBJIEHHbIE MPUOPUTETHI, OPHEHTAlMs Ha KpPaTKOCPOYHbBIE
BBITO/IbL... IUIFOC HENOHMMAaHHWE peaiuii CEpBHCHON 3KOHOMHUKH — TIJIaBHbIE IPUYUHBI, IOYEMY
KOMITaHUM TaK YacTO YAEJSI0T MaJo BHUMAHUS 00CITY>KUBaHHUIO KJIMEHTOB.

XoTs yXe MHOTO JIeT Hallla 5KOHOMUKa OPUEHTHPOBaHA B OOJIBIICH CTETIEHN Ha CEPBHC, YeEM
Ha MPOU3BOJCTBO, MHOTHE MEHEKEPHI MO-TNIPEKHEMY KHUBYT B CTAPOM MPOMBIIINIEHHOM MHpE, a He
B HOBOM Mupe cepBuca. Tak cuutaer Onnen Kuneliton, ObBmMi rinaBa MHCTUTYTa MapKeTHHTa,
HEKOMMEPUYECKOTO0 HCCJIEI0BATENILCKOT0 IIeHTpa Mo mnpobiemam Oum3Heca B KemOpumxke (mrat
Maccauycerc).

06cayKMBaHHE... MyCThIMM C/IOBAMU

[Tpu3HaBas, 4TO cepBHC — 3TO MOJUIMHHAS OCHOBAa TpuyM(pa MHOTHX BEAYIIUX KOMIIaHU,



HEKOTOpble MEHEJDKEphl He JeNaloT HUKAKUX YCHJIUHM, YTOObI peaJbHO aJalTHPOBATHCS K HOBOU
atMoctepe cepBuca. OHU JIMIIb OXOTHO LUTUPYIOT HAOWBILIKME OCKOMHHY JIO3YHTH O CEpBHUCE:
«Kunnent Bcerna npasy», «KauecTtBo rapantupoBano», «KnueHT — kxopoiib». OHU MOTYT BHEAPUTH
nporpaMMy OOCIYXXUBaHUS KJIMEHTOB, JaTh €Ml IIYMHBIH CTapT, €XKEKBapTaJbHO MyOJIMKOBAThH
MOTHBHUPYIOIIME CTaTbU B KOPIIOPATHMBHON Ta3ere, OOKJIEUTh CTEHBI IUIAKaTaMH, pPAcIHChIBATH
BaYKHOCTb MEPBOKJIACCHOTO CEpPBHUCA B

€KEroIHOM IOCIIaHUH COTPYTHHKAM.

Wnu onn MoryT HadaTh O€CCMBICTIEHHOE CpaskeHUe ¢ KOHKypeHTaMu. OHU O€30TIsSAHO TPATAT
JICHbI'M Ha JI00OMpOBaHME HMHTEPECOB KOMIAHUH. OHU TOPIKECTBEHHO MPOBO3IVIAIIAIOT HOBYIO
KOPIOPAaTUBHYIO  (PuiIocohui0 WIM MHUCCHIO, B KOTOPOW KISHYTCS B 0€30TOBOPOYHOM
MIPUBEP)KEHHOCTH KaueCTBEHHOMY CepBHCY. BIo/KeThl Ha pekiiaMy M MPOABIKEHHE pa3ayBaroTCs,
9TOOBl CO3/1aTh KOMIIAHUM HOBBIM HMMHJK OpHUEHTHPOBAHHON Ha KiueHTa. (BeposTHo, oHH
HAJICIOTCS, 4YTO MX IMOJYMHEHHBIE MPOYMUTAIOT pEKJIaMy W TyT >K€ BOCHBUIAIOT KEJTaHHEM
MPEBOCXOTHO OOCTYKUBATh KIMEHTOB. MeuTtaTtenu!)

Ho Bce »T10 He cepBuc. He nmognasaiitech nmogo6HOMY camMooOMaHy. YUYUTECh paclo3HaBaTh
ero. He TpatbTe Ha HEro BpeMs U CHIIBI.

CepBuC — 3TO HEYTO JApyroe. 3aliMHUTECh AaKTUBHOW pa3pabOTKON JOJITOCPOYHOIO IIaHa
oOCTy’KMBaHUSI KJIMEHTOB, KOTOPBIA CTaHET BallMM IPOBOJHUKOM Ha MYyTH K BBICOTaM
KaueCTBEHHOI'O CEPBHCA.

Eciu xomnanus pexjiamMupyeT MPEeBOCXOJHOE OOCITy>KMBaHUE, STO PEIKO COOTBETCTBYET
neiicrurensHocT. Hactosimue munepst cepsrca — Federal Express, Nordstrom, Wal-Mart, Home
Depot u Commerce Bank — ero He pexnmamupytot. B xonie 2001 r. 6ank U.S. Bancorp 3amycTu B
CpeAcTBax MaccoBOW MH(pOpMAIMM MHOTOMHJUIMOHHYIO PEKJIAMHYIO KaMIaHuio «[IaTn3Be3n0unbIi
CepBUCY». DTO TOT caMblil OaHK, CTOMMOCTb aKIuil KoToporo 6 nekadps 1999 r. causunacs Ha 27%,
a pBIHOYHAS KalWTAIM3alUs YMEHBIIWIACh HAa 7 MIIPA JOJJI. BCIEICTBHUE TOTO, YTO KAayeCTBO
00CITyKMBaHUS KJIMEHTOB MEPECTaN0 ObITh IPUOPUTETOM!

C yero HayMHaeTCA IJIAH

Haunute ¢ mpodeccmoHallbHONW OIIEHKHM YPOBHSI CEepBHCAa B Ballell KOMIAHWU. BeisiBuTe
OCHOBHBIC TIPOOJIEMBI, MPOAHATUZUPYUTE MHEHHUS KJIHMEHTOB O KaueCTBE IMPEIOCTABIIEMOTO
oOciyXMBaHUs, pa3paboTaiiTe CTaHAAPTHl KaueCTBEHHOTO OOCITYXHBaHHS, OINpEAeTuTe LeNu U
CpEeJICTBA MX JOCTHUKCHHSI — U BKIIFOUUTE BCE 3TO B cBOM CepBUCHBIN TIJIaH.

bonbuie nenma, MeHbIIEe CIOB — HMHA4Ye BHEJIPEHHE MPOrpaMMbl OOCTY>KMBaHUS KIHMEHTOB
3aTsgHeTcs Hajonro. Jlonroe BpeMs sSpKUM MPUMEPOM Takoro mojxoxa Obut kouiepH General
Motors. 3a uckmroueHrueM nojpasaenaeHus, Beimyckasmiero Cadillac, General Motors monroe Bpemst
MPUHUMAJ JIMIIh KOCMETHYECKHE Mephl B OTHOIICHWH cepBHca. MeHemkepsl Mo pabore ¢
KJIMEHTaMH TMpouuid oOydeHue. VX y4min BeXIMBO OTKa3bIBaTh KiKMeHTaM. Bce xano0wl
MPUHUMAIUCH (M OTKJIOHSUIINCH) MO OECIUTATHBIM TeJIe(OHHBIM JIMHUSIM.

OTOT moAX0a O0epHYJICS MPOTHB camoi Kommnanuu. Kimentsl pemminu, uro General Motors
OTHOCHUTCSI K HUM «C TPEHEOpPEKEHHEM» U UYTO «OHU TaM BCE OYEHb BEXKIUBBIC, HO HE XOTAT
PEMOHTHPOBATH MOIO MAILIUHY.

B 1987 r. noppazaenenne Oldsmobile npennoxuno 3amycTuTh NporpaMmy yJI0BIETBOPEHHUS

KJIMEHTOB, KoTopyto Service Quality Institute pazpaboran s aBToaunaepoB. Te U3 HUX, KTO
BHEJPUII 3Ty Mporpammy, noOumuch B cpeaHem 4%-ro pocrta HHIEKCA YIOBIETBOPEHHOCTH
kJneHToB. O0yyeHne NPUHOCUT CBOM I10/1bl. OJTHAKO TPYAHO YOEIUThH B 3TOM PYKOBOJICTBO.

«BexnmBoe YKIOHEHHE» BOCCTAaHABIMBACT JIOJCH MPOTUB BaC Tropas3lio CHUIbHEE, YeM
OTKPBITHI OTKAa3 BBIMOJHUTH WX NPOChObl. C TOYKHM 3peHus TaKTUKH OecIuiaTHble Tele(OHHBIE
JUHUHU — ITO XOPOIIIo, HO B ciydae ¢ GM OHU He MPHUBENU K POCTY YIOBICTBOPEHHOCTH KIIMEHTOB
13-32 OTCYTCTBUS CTPATETHH CEpBHCA.



CEPBUC DPPEKTHUBHAA BU3HEC-CTPATETHUA

CepBuc — mpOCTO HAXOJKa [JIsi KOMIIAHUM B 3MOXY JXECTKOM KOHKypeHuunu. Camble
YCTICIIIHBIE

KOMITAaHUM CJIealii CTaBKy Ha CEpPBHUC, a HE Ha LeHbl. JlelcTBUTEIbHO, KOHKYPEHTHBIE I[EHBI
MIPUBJIEKAIOT MOKyNaTesei, HO He KJIMeHTOB. CHU3UTH LieHy MOoeT Jro0oil. Ho naiite xnueHTam
HEYTO JEWCTBUTEIBHO IIEHHOE, HAlpUMEp BEXKJIMBOE, BHUMATENbHOE, 3a00TIMBOE OTHOIICHUE, U
OHH C PaJIOCTHIO 3AIUIATAT, CKOJILKO BEI IPOCHUTE U MPUIYT K BaM CHOBA.

[IpousBoauTenu OBITOBOM TEXHUKH BCE Yallle MPUOETaloT K KaYeCTBEHHOMY CEPBUCY, YTOObI
BBICTUTBCS Ha (OHE KOHKYPEeHTOB. «XomomHas nuHus» Whirlpool, mpemHasznauenHnas s
nH(popManuu u npereH3uii, Oputa BBeaeHa B 1967 r. (Bot HoMepa GecraTHBIX TenehOHHBIX JTUHUN
OCHOBHBIX TNpousBoauTenel 0biToBoM TexHuku B 2002 r.: Whirlpool — (800) 253-1301; Kitchen
Aide — (800) 4221230 u Roper — (800) 447-6737.) B 1985 r. General Electric BBena Takyro
yenyry, oTkpbeiB «llenTp orBeToB GE». (Bonee moapoOHO 0 GecriaTHBIX Tene()OHHBIX JTUHUSIX H
JIPYTUX CHCTeMax MpeAoCTaBlIeHUs HHGOpMAIMK/TIpreMa IPEeTeH3ui CM. TJ1aBy 9.)

MapBa Makaptyp, OBIBIIMI COTPYAHHMK CIYXObl MO paboTe C KIMEHTaMu (PUHAHCOBOM
kommaanu Waddell and Reed Services (Kanzac-Cutu), roBoput: «Mbl MOHHMAaeM, 4TO MHOTHE
KOMITAaHUU TPEATIAral0T MPAKTHUYECKH Te KE camble B3aWMHBbIC ()OHIBI U OIIMOHBI, YTO M MBI.
[ToaToMy, 4TOOBI KOHKYPUPOBATH C HUMH, MBI CTapaeMcsi OOCIYKHBaTh HALIUX KIMEHTOB ropa3/o
ObICTpee U KaUeCTBEHHEEY.

Homewood/Flossmoor Racquet and Fitness Club (Uukaro) mosydusi MHTEpECHBIE JTaHHBIC,
KOTOpBIE OYAYT MOJIE3HBI BCEM KOMIAHUAM, 3aMHTEPECOBAHHBIM B pocTe MPUOBLTH. OPUITHATBHBIHA
ONpoc TMOKa3zall, 4To 72% 4YIEHOB CUMUTAIOT CaMBbIM Ba)XXHBIM «CKOPOCTh OOCTY>KUBaHUS U
atMocepy, co3gaBaeMyr0 TMepcoHaoM KiyOa». LleHpl OBLIM TOCTaBICHBI HA TPEThE MECTO,
MOJATBEPK/1as UJICI0, YTO WiICHAM KiTy0a, Kak M KJIMEHTaM B LIEJIOM, HY>KEH MPEXJIe BCET0 XOPOIINii
CepBHC, M OHU TOTOBBI TUTATUTH 32 HETO.

Heyxenn Tor ¢akT, 4YTO KIMEHTHl MNPUAAIOT MEPBOCTENEHHYIO BaXXHOCTh KayeCTBY
oOcyXuBaHUS, HE yOeXJaeT KOMIAHWM B TOM, 4YTO OOCIY)KHBAaHHE ICHCTBUTEIHHO CTOHT
3HAYUTEIIbHBIX BIOKEHUN BPEMEHU U JeHETr?

«CepBuC, CepBUC M €Ille pa3 CEepBUC — BOT YTO CETOJHS MMEeT 3HAYCHHE», — TOBOPHT
Iaponpn Comep, aupexrtop mo paboTe ¢ KOPIOPATUBHBIMU KIMEHTaMU KOMIAHHM IO MPOKaTy
aBToMoOmielt Budget Rent-A-Car.

MPEJBAPUTEJ/IBHBIN 3TAII

[Ipexxnge uyeM mNPUCTYNHTh K pa3pabOTKe MpOrpamMMbl COBEPIICHCTBOBAHHUS CEPBHCA,
KOMITaHUSI

JOJI2KHA IIOHATH, YTO BAXHO AJII €€ KJIHMCHTOB. HOBTOMy HYXHO ITPOBECTHU UCCIICAOBAHUA.
(ITonpoOHee 00 rcciieI0OBaHUSX U OTIPOCaX CM. TJIaBy 5.)

HekoTopeiM KOMIaHUsIM JIJIs1 HaYaIa HE0OXOIUMO Pa3o0paThCsi ¢ TEM CEPBUCOM, KOTOPBIH Y
HUX YXe ecTh. [lopoii OHM MOTYT OOHApYXHTh TpyOble ONIMOKH B CBOMX HCKPEHHHX YCHIIHSIX
YAOBJICTBOPUTH OKUAAHUS KIIMCHTOB.

Yero XoT4aT Balllu KJIMEHTHI?



[lepBoe, 4TO BBI JOJDKHBI U3Y4WTh, MPUCTYNAS K TJIAHUPOBAHHWIO, — YPOBEHb OXHIAHUN
BalIMX KJIMeHToB. KoMmmaHus 1oiKHA 3HATh YPOBEHb OKUAAHUNA CBOMX KJIMEHTOB MO CIEAYIOIIEH
npuunHe: «CrenaiTe MEHbIIE, YeM OXKUAA0T KIUEHTHI, U o0CTykuBaHue Oyaer ioxum. Caenaiite
MMEHHO TO, YTO OHU OXHJAIOT, U 0OCiIyxuBaHue OyaeT xopomuM. Ho crenaiite Oomblne, dem
OKUJIAIOT KJIMEHTHI, U OHU COUTYT 0OCTYKUBAHUE TIPEBOCXOTHBIM.

Sl HacTOATENBHO COBETYIO JeNaTh OOJbIle, YeM OXXHUIAIOT KIUEHTHI, €CIM Bbl XOTHUTE
yaepxkarh ux. llocTymas Tak, BBl 3allyCKaeTe IEMHYI PEaKIUI0 TOJOKUTEIbHBIX OT3BIBOB H
PEKOMEHTaLHiA.

KoHkpeTHble 0XUIaHUS KIMEHTOB OIPEACTSIOT MX YPOBEHb OXUIAAHWWA. Bpsii U MOXHO
yOenuTh roctei MATHU3BE3J0YHOIO OTENsl B TOM, YTO OHHU JIOJDKHBI OKHUJATh YE€ro-To JAPYyroro,
KpOMe TMATHU3BE30YHOr0 00chmykuBaHusa. [lodToMy oTent0 HE HAIO TPaTUTh BpPEMs U CHIIBI,
MBITAsACh CHU3UTH YPOBEHb UX OKUJAHHM.

He Hano meiTathecst co37aTh y KIMEHTOB OXUIAHUS, KOTOPHIE CYIIECTBEHHO PACXOASATCS C
peanpHOCThIO. Maptun CraifH, aHAJIWTHK, CHCHHAIM3UPYIOMUNACS Ha  aBTOMOOMIILHOMN
MPOMBIIIJICHHOCTH, 3ameuaeT: «Peknmamuas kammanwmst General Motors ¢ ydacTeM MUCTepa
I'ynperua (Muctep [T'aeunbrit Kitou), muduyeckoro abToMexaHuWka, He paboraer. Jlroam
COMHEBAIOTCSI B TOM, 4YTO JCHCTBUTEIHLHO MOTYT IMOJYYHUTh OOCIIaHHOE KadecTBO CepBHCA.
Bo3MoskHO, oHu nibITanuck HailTu B GM Takoro mucrtepa ['yipeHua, HO Tak M HE HaIILJIA €roy.

CornacoBaHve CTpaTerdud CEpBUCA C OXKMUJAHMSIMHU KIMEHTOB, IO CYTH, IOXOXE Ha
MO3UIIMOHUPOBaHNE KOMITAHUU WJIM MPOIYKTa Ha pbiHKe. [lo3uiimonnpoBanue cepBrca HauMHaeTcs
C YETBIPEX UCXOHBIX JTAHHBIX:

* IIEJIEBbIE CETMEHTHI;

* OKUJaHUS KIIMEHTOB BHYTPHU 3TUX CETMEHTOB;.

* CTpaTerusl, MO3BOJISIIONIAs TPEB30MTH 3TU OKUIAHMUS;

* OXHUJAHUS B OTHOILEHUM YPOBHS CEpBHCA, KOTOPBIE YK€ CO3/JaHbl y BalIMX KJIMEHTOB
KOHKYpeHTaMH. L{eqb — mpeB30UTH 3TH OKHUIAHUS.

Crparerust Federal Express — yIoBIETBOPATH OXHIAaHUS KIUEHTOB B OTHOIICHHHU BCEX
oTiepalyii u yciyr, 3a KOTOpble, KaK CUYMTAIOT KIMEHTHI, OHU 3aIlJIaTUIIU, BKJIIOYasi HE TOJIBKO BBI30B
Kypbepa W JOCTaBKy, HO W O(QOpPMIICHHE JOKYMEHTOB, M WH(OPMALUIO O MECTOHAXOXKICHHUH
OTIIPaBJICHHUS.

BridrpeiiiiHoe MO3UIMOHUPOBAHUE CEPBUCA YAOBIECTBOPSET JABYM KPUTEPHUSIM: BBIIEISET
KOMIIaHUIO Ha (JOHE KOHKYPEHTOB; 3aCTaBJISIET KJIMEHTOB OXHAAaTh YyTh MEHbINE CEpPBUCA, YEM
KOMITaHUS MOXKET npefocTaButh. Tak, ¢pupma Network Equipment Technology (NET) daktuuecku
HaKa3bIBa€T CBOMX IIPOJIABIIOB 3a «upe3MmepHble oOemanus». NET mnoHMMaeT, Kak BaXHO
MOCTOSIHHO TOJJIEPKUBATh OXUJAHUS KJIMEHTOB Ha CTYNEHBKY HM)KE TOTO, YTO OHU pPeajbHO
MOJTyYaloT.

MHoro JsieT Ha3a Avis TO3UIIMOHUPOBAJ cedst Kak KoMIaHuio Ne 2 10 IpoKaTy aBTOMOOHIIEH,
KOTOpasi JI0JDKHA CTapaTbes, HE ykajiess cuil. TOoT jke MpueM OHa MCIOJIb3YeT U Cero/iHs, u3o0paxas
U3 ce0sl KOMIAHWIO, KOTOpasi CTapaeTcsi OOJBIINE OCTANBHBIX, TOTOMY YTO KOMIAHHUEH BIIAJICIOT €€
KE COTPYAHUKHU.

Hamportus, Maytag 3asBIisieT, 4TO UX CTUPAIbHBIC MAIIMHBI HACTOJILKO HAJEKHBI, UTO TEXHUK
B CEPBUCHOM IIeHTpe Maytag N3HBIBaeT OT CKyKH. Pe3ylnbTaT — BBICOKHE 0KHUJAHUS MOKYTaTeleH.
Bynem HanesThCs, YTO OHU MOJIYYAIOT HE MEHBIIIE, YEM 0XKHIAOT.

IlosnuMoHUpOBaHUE CepBUCA

JI71sl TO3UIIMOHMPOBAHUS CEPBUCA UCIOJIB3YIOTCSA TE€ YK€ CPEACTBA KOMMYHHUKAIIMHM, YTO U B
MapKeTHUHIe — peKjiama, MPOBHKEHHUE, CBSA3H C 00IECTBEHHOCTHIO U T. 1. M3-3a HeMaTepHuanbHOM
MIPUPOJIBI CEPBUCA €T0 HEOOXOAMMO MPEICTABISTH TaK, YTOOBI CACNATh MPEUMYIIECTBA, KOTOPBIE OH
MPUHOCUT KJIMEHTaM, BIIOJIHE pealbHbIMU U MOHATHBIMH. Bce 3TH MHCTPYMEHThI KOMMYHUKAIIMH



JOJI?KHBI 6BITB HaIlpaBJICHbI Ha ONPCACICHHYIO HCJICBYIO ayAUTOPHUIO, IOCKOJIBKY KIIMCHTBHI OYCHb
BOCIIPUUMYHUBHI K TOMY, KaKOi 00pa3 co3/1aeTcsl peKIaMoil.

[TocnencTBust NpUBJICUEHHS HE TEX KaTErOpUil KJIMEHTOB MOTYT OKa3aThcs MaryOHbIMH. Ecin
YeJIOBEK, COBEPILAONIUI JIEJIOBYIO MOE3/IKY, PETUCTPUPYETCS B JICLIEBOM MOTEJE U BUAMUT B XOJIJIE
CIAICTO MbAHOI'0, €T0 OXKUJAHUSA PAOAUKAIIBHO MCHAKOTCA.

[Ipu pazpaboTke miaaHa HEOOXOAUMO YUECTb, YTO MO3UIIMOHUPOBAHHE CEPBUCA OTINYAETCS OT
MO3UITUOHUPOBAHUA KOMIIAHUW WA HNPOAYKTaA. Hy)KHO INOMHHUTB, YTO KIUCHTBI OYCHb YYTKO
pearupyroT Ha MaTepHalbHbIe aTpuOyThl cepBuca — (OPMY COTPYAHHKOB, aBTOMOOWIN
TEXHUYECKON TTOMOIIIH, OYKIIEThI, BECTUOIOJIU B OTETSX U T. II.

Yacro TpeOyroTcs BelleCTBEHHbIE JOKA3aTeNbCTBa, YTOObI yOEIUTh KIMEHTOB, YTO CEPBUC Ha
caMoOM JieJie TPEAOCTaBJIeH: KBUTAHIMM C TMOAPOOHBIM MepedHeM paboT M3 aBTOCEpBHUCA WU
MoJIocKa OyMaru, KOTOpOM 3aKJIEWBAIOT CHUJIEHBE YHHUTA3a B OTENSIX, YTOOBI MMOKA3aTh TOCTSIM, YTO
OH 6131)'[ BBIMBIT. O)KI/II[aHI/IH KIIMCHTOB CTPCMUTCIILHO PAaCTyT HJIM CHUIKAIOTCA B OTBCT HA JOTH,
Ka3aJI0Ch Obl, HE3HAUUTENIbHBIE MEJIOYH.

DTOT BaXXHBIA aCIEKT CCpBUCA O6$I3aTeJILHO CJICAYCT OTPA3UTH B BalICM IIJIAHC: KJIIMCHTbLI
JOJKHBI 3aMETUTh, YTO MOJIYYaloT OTIMYHOE O0CTYy)KHBaHHE.

OcHoBa m1aHa: cTpaTeruda 06CJIy}Kl/IBaHI/lH K/IIMEHTOB

Tenepp, Korja KOMIAHUS OINpEAeTWiIa, YTO Ba)KHO JUIsl €€ KIMEHTOB, M pa3odparnach ¢
HEJ0CTaTKaMU CYIIECTBYIOIIETO CEPBHCA, OHA TOTOBA K pa3padoTke CEepBUCHOTO TUIAHA.

B ocnoe CepBHCHOTO M1aHa J0JKHA JIEKATh YeTKas CTpaTerusi 00CIy>KUBaHUs KIIMEHTOB.

Crparerusi JoJDKHa COJAEpKaTh SICHOE BUACHUE KOPHOPATUBHBIX LIEJIEH, CBS3aHHBIX C
o0cCiTy’kKMBaHUEM KIMEHTOB, IUTIOC MPOJAYMaHHbBIN, JOTUYHBIN, TPOPAOOTAHHBIN TUIAH JTOCTHKEHUS
STHX Lenei. Bee yacTu 3ToM MO3anKH JOKHBI OBITH HA MECTE.

Kpome Toro, crparerust noiKHa BKJIIOYATh XApPaKTEPUCTUKY KIMEHTCKOW Oas3bl, OLIEHKY
KIIMEHTAMH  pPa3JIMYHBIX AaclEeKTOB CEpBUCA, OILEHKY 3aTpaT Ha TOBBIIEHWE YPOBHS
YIOBJIETBOPEHHOCTH KJIMEHTOB M TMPOTHO3 pocTa MNpuObUIM. be3 Takoil cTpaTeruu TpPyIHO
pa3paboTaTh KOHIICTIIUIO CEPBHCA, KOTOpAsl CIUIOTHT BAIIUX JIOJACH... HIIM TPEIOTBPATUTH Pa3phIB
MEXy KOPIOPAaTUBHOM CTpaTerueil W peasbHbIM OOCITYKMBAaHHWEM KIMEHTOB... WIH pa3paboTaThb
METO/IbI OI[EHKH Pa0OTHI BAIIMX COTPYAHHKOB M BOCIIPHHIMAEMOT'0 Ka4ecTBa CepBHUCa.

Kopoue rosopsi, 6€3 cTpaTerun Bbl HE CMOXKETe ABUTaThCs Janbline. Pazpaboras crpareruto,
BBl CMOXETE OINPEACTUTh ONTUMATbHBIA HA00Op pa3IUYHBIX COCTABISIONIUX CEpBUCA W
ONTUMAJILHBIA YPOBEHb OOCTY>KMBaHUS JJISl pa3HbIX KaTeropuil KianeHToB. CepBuca HETOCTATOYHO
WIM HE TOT CEpBUC — H KIWEHTH OYAyT BHUMATEIIbHEEC NPUCTYIIUBATHCS K PEKIAMHBIM
3asBJICHUSIM KOHKYpeHTOB. CepBHUCa CIMIIKOM MHOIO, MYCTh JaXX€ TaKOro, KaK OHU XOTAT, — U
KOMITAaHHUSI ' HE YKJIAJbIBA€TCAd B IIEHOBbIE PAaMKH M B KOHIIE TOJa HE MOXXET CBECTH KOHIIBI C
KOHIIaAMH.

Cnaboe MecTo O0NBIIMHCTBA KOMITAHUI — OTCYTCTBHUE Y BBICIIETO PYKOBOJCTBA CTPATETHHI

oOCITyKMBaHUSI KIMEHTOB. TOMN-MEHEKephl HHKAK HE MOTYT OCO3HAaTh CTpaTernyecKue
BO3MO>KHOCTH, KOTOPBIE JAa€T CEPBUC KAK MHCTPYMEHT, MO3BOJISAIONIMM 3aBOEBATh JIOJIO PhIHKA U
CTaTh €ro JujaepoM. TolnMeHemKephl 3Be3]] CEpBUCA €KETHEBHO JIOKA3BIBAIOT 3TO HA MPAKTHKE, a
(hMHAHCOBBIE TTOKA3aTENIN ATUX KOMIIAHUH — sipyaiflliee TOMY IMOATBEPKICHHUE.

Com YouroH, ocHoBarens Wal-Mart, kpymnHeiimieii B MUpe PO3HUYHOM CETH W OJHON W3
KPYITHEMIIMX KOMIIAHWUM, CO3Jaj] MOJJIMHHBIA 3TAJIOH cepBuca. HeMHOro Haiijercss KOMITaHWM,
TOTOBBIX cocTs3aThesi ¢ Wal-Mart B kadecTBe oOcaykuBaHusl KIMEHTOB. CoM YOITOH ObUT CaMbIM
OorateiM 4enoBekoM B mupe. [locie ero cMepTH, yIuiaTuB BCE HAJIOTH, €r0 CEMbs MO-TIPEKHEMY
ocTraercs caMoil Ooraroii B Mupe. MHe TpyAHO TOHSATH, MOYEMY APYTrUe NPEANPUHUMATEIN HE
MBITAIOTCA IOBTOPUTH 3TY CTPATETHUIO.



CepBHC He TEPIUT pa3yMHui

CepBHCHBIN TUIaH JTOJKEH OBITH 00S3aTENIbHONM YacThiO JIIOOOr0 HOBOTO MapKETHHTOBOTO
wiaHa. Hukorma He BBIBOAWTE HAa PBHIHOK HOBBIM IPOAYKT, IOKa HE TpOJAyMaeTe U He
IPOTECTUPYETE CONpPOBOXkKAaroIIee ero obciyxuBaHue. CepBHUC — 3TO HE JOHOJHEHHE. OTO
HEOThEMJIEMasi COCTABJISIONIAasi MApKETHHTOBOTO TIJIaHA.

Kaxnas kommaHus, KOTOpas HMpHOOpeTaeT ApYryro, JOJDKHA MpOayMarh, Kak oHa Oyaer
00CITy’)KMBaTh HOBBIX KJIIMEHTOB, M BBIICIUTH B OIO/PKETE JEHBITM HA OTH LETH OJHOBPEMEHHO C
MOJITOTOBKOM (PMHAHCOBOTO M ONEPAIIMOHHOTO IJIaHOB. HO 3a4acTyio MpOMCXOMUT TaK: KOMIAHHUS
TPAaTUT MUJUIMOHBI Ha TOHOpPAphl OPOKEpaM M HOBBI KOPIIOPATUBHBIN CTHIIb, HOBBIE YHH(DOPMBI U
«30JIOTBIE TApAIIOThI», HO HU Tpollla Ha OOCITy)XKMBAaHUE KIMEHTOB — TE€X, OT KOTO 3aBHCHUT €€
(MHAHCOBBIN yCITIEX WIIN TIOpaKEHHE.

IIpyHIMNBI

BoT HeckoNbKO MPUHILIKIIOB, KOTOPHIE IIOMOTYT MpH pa3padoTke CepBUCHOTO IJIaHa.

1. OGemaiiTe MeHbIIIe, nenanTe Oobie. [IpaBuibpHO 3a0aiiTe OKUIAHUS KITUEHTOB.

2. BHUMaTensHO M3y4YUTE MOTPEOHOCTH W 3alPOCHl CBOUX KIMEHTOB. TOJMBKO KIMEHT 3HACT,
Yero OH XO4erT.

3. Pa30eiiTe ppIHOK Ha CETMEHTHI M pa3paboTaiiTe OCHOBHBIE MIPOAYKTHI U YCIIYTH, YTOOBI

YIOBJIETBOPUTH MOTPEOHOCTH BallIUX KJIMEHTOB. KIMEHTHI MOTYT MOKyHaTh OAMH U TOT XKe
MPOJYKT UITU YCIYTY, HO MOTPEOHOCTH B OOCTY)KHBAaHUHM MOTYT Pa3IndaThCsl.

4. IToakpenuTe miaH KOHKPETHON CTpaTETUEH.

Coop unpopmanuu

OnumuTe CBOMX KIHMEHTOB C TOYKH 3PEHHS MX TOTpeOHOCTEeH M 3ampocoB. Ecnu BB He
3HaeTe, KTO Ballll KJIMEHTH U KaKOBBI UX MOTPEOHOCTH, MOBEPHTE, YAOBIECTBOPUTH UX BaM OyaeT
BechbMma HempocTo. Cobepute mHGOPMAINIO, HEOOXOAUMYIO JUIsl TIOCTAHOBKM KOHKPETHBIX 3aj1ad,
HampuMep ONPEACTUTE CPETHHUIA TOXO/I HA KIMEHTA U IeJIEBYIO JIOJTI0 PhIHKA.

[Ipu pa3zpaboTke m1aHa OTBETHTE Ha CIIEAYIONINE BOMPOCHL:

* Uero XOTST Ballld KIIHUEHTHI 1 4TO UM HYx)HO? (boyiee mo{poOHO ATOT BOIPOC OCBEIICH B

riaBse 5.);

* Kakue yciayru Mpl MOYKEM TPEJUIOKHUTh KIMEHTaM, KOTOPBIX HET Y KOHKYPEHTOB?

» Kak MOXXHO yJydIITUTh CYIIECTBYIOIIEE 00CTy)KUBaHHUE?

* Kak moxHO >¢dexTnBHEe HH(OPMUPOBATH KIMEHTOB O JIOCTYITHOM OOCTYXHBaHUU?
(CaMmpIii IPEBOCXOJIHBIN CEPBUC a0CONIOTHO OECTOJNIE3eH, €CIM KJIUEHT HE 3HAeT O HEeM WM HE
3aMeyaeT ero.)

PazpaboraiiTe u BHEOpHUTE CHUCTEMY peryisspHOro cbopa wmHOpMAIMKM OT KJIMEHTOB IS
OLIEHKHU KadecTBa cepBuca. Onpenenure:

* BpeMsi, KOTopoe TpeOyeTcs Ui pellieHus] THTUYHBIX TPooieM;

* JIETKOCTH JOCTYIa K KOMIIAHUU U €€ YCIyraM;

* KauecTBO pabOTHI MepCcOHANa;

* CTEMNeHb YJOBIETBOPEHHOCTH KIIMEHTA IPEIPUHATHIMU JISHCTBUSIMU;

* HaCKOJIbKO TPYJIHO KJIIMEHTY MPUBJIeYb BHUMaHUE MepCcoHala 1 TOOUThCS PeaKIny;



* HACKOJIbKO TOYHOM, MOJHOM 1 3 PEeKTHUBHOI OblIa 3Ta peaKiiysl.

Jlanee, pa30OeiiTe KakIbId YKa3aHHBIM BBIIIE IMapaMeTp CEpBHCA HA COCTABHBIE YaCTH.
Hampumep, «Ierkocts nocTyma», C TOYKH 3pEHUS KIMEHTa, MOXET BKJIIOYATh: BO3MOYKHOCTb
JI03BOHUTHCS C IEPBOr0 pa3a; HEOOXOJUMOCTb JKIAaTh y TeleoHa; BpeMs OXHIAHHUs OTBETA;
3HaHUE HOMepa, IO KOTOPOMY HYXHO TIO3BOHUTb, YTOOBI MOJYYUTH IKEIAEMYIO YCIYTY;
JOCTYIHOCTh yCIYI'M, KOIJla OHa HEOOXoQuMa, — BKJIIOYas Bedyepa M BBIXOJHBIC JHH;
o0CITy’)KUBaHHE TEPBBIM COTPYAHHUKOM, C KOTOPBIM CBS3QJICS KIMEHT (MO OH oOOIIaercs ¢
HECKOJIbKUMU COTPYTHUKAMH).

B CepBucHOM IJ1aHE YKa)KUTE KOHKPETHBIE MEPBI, KOTOPbIe HEOOXO0AUMO MPEANPUHATD IS

YIYULICHUS KaXXJIO0M COCTaBJISIONIEH BCEX acmekToB cepBHca. OIlleHKa CYHIECTBYIOUIETO
YPOBHSI cepBUca — 00s3aTesIbHAs 4acTh dTana coopa uH(popMaruu. ITO MO3BOJIUT BaM JEp>KaTh
PYKY Ha IIyJIbCE IPOrpaMMBbl 00CITYKUBaHHSI KIIMEHTOB.

PerynsipHO KOHTpOIUPYHUTE U OLICHUBAWTE, 3a/1aBasi CJIEYIOLIUE BOIIPOCHI:

* JICCTBUTEIBHO M KOMIIAHUS MPOU3BOAMUT BBICOKOKAYECTBEHHBIN MPOAYKT WIA OKa3bIBAECT
BBICOKOKAUECTBEHHYIO YCIYT'y, KaK OHA YTBEP)KIAeT?

» CorsiacHsbl JIM € 3TUM KIIMEHTHI?

* Kak MOXHO ynmy4ymuTh OOCIIy)KMBAaHHE M YAOBJIETBOPATH MOTPEOHOCTH KIMEHTOB TaKUM
o0pa3oM, 4ToOBI 00eCTIeYnTh pOCcT On3Heca?

Jlyumuii crioco0 y3HaTh, 4ero XOTST Ballld KJIMEHTHI, — CIPOCUTH 00 3ToM y HuX. Crenaiite
3TO, a MOTOM MpOAHATM3UPYWUTE WX OTBETHL. [logpoOHEe O Meromax ompeneNieHUs >KETaHUuN M
noTpeOHOCTEH KIIMEHTOB M OOHOBJICHUS 3TOM MH(pOpPMAIMK BbI y3HaeTe B I7laBe 5. B 3Toif riaBe Mbl
3aTPOHEM pPsii MOMEHTOB, HauboJee BaXHbIX I NOArOTOBKU CepBUCHOIO IUIaHA.

OuneHka YPOBHA CepBHUCA: OIIPOCHI KJINEHTOB

UccnenoBanuss moTpeOHOCTEH W OXHIAHWK KIUEHTOB JOJDKHBI HMCUCPIBIBAIONIE U
O00OBEKTHUBHO OILIEHUBATH B3aMMOJICHCTBHE MEXKIY KOMITAaHHWEH U KIMEHTaMU Ha BCEX dTanax padoThlL.
Bbl Beib XOTUTE TOYHO 3HATh MHEHMS BaIIMX KIMEHTOB, YTOOBI MCIONb30BaTh 3Ty MHGOPMAIUIO
s pa3paboTku 3(h(HEeKTUBHOMN CTpaTeTUH CepBHCA.

He 3a0sbiBaiiTe, 4TO OMpOCH ClieAyeT MPOBOAUTH PETYISIPHO U OOHOBIATH HA UX OCHOBE CBOIO
cTpateruro. be3 oOHOBIEHHSI CTpaTeTMU BbI, KAK CIIOPTCMEH Ha OErymiel JOpOKKe, — SHEprus
pacxolyeTcsi, a Bbl OCTAETECh HA MECTE.

3amnaHupyiTe peryispHbIe ONpPOChl KIMEHTOB. He OoiiTech, YTO KIHMEHTHI TOIMPOCST
OCTaBUTh MX B Mokoe. OOBIYHO OHM OXOTHO TOBOPST O CBOUX MOTPEOHOCTAX M 3ampocax u
OLICHUBAIOT CEPBUC, KOTOPBIN YK€ MOTYUUIIH.

bena B TOM, 4TO OOJNBIIMHCTBO KOMMAHHM MPOBOJAT OJUH-€IUHCTBEHHBIH OMPOC W IOCIIE
3TOrO JIOJITHE TOABl OCHOBBIBAIOT CBOM pEIICHHs] Ha ero pesynbrarax. [lomoOHas mpakTuka
HCKa)XaeT KAPTUHY OXUJAHUU KIMEHTOB — BEIb CEPBHUC JOJDKEH YAOBIETBOPATH TEKYLIUE
notpeOHOCTH 365 nHEl B rofy.

PacchlyiKa aHKeT

Korna /Ixek Illoy 6bU1 TUPEKTOPOM IO SKCILTyaTalluu U 00ECIIEYeHUI0 KaueCTBa B KOMITAHUH
Northern Telecom, mpou3BoasIIel TeIeKOMMYHUKAIMOHHOE oOopyaoBanue (mrar TeHHeccH), oH
MIPOBEJI CIIEIUATLHOE HCCIE0BAaHUE C IeNbI0 Y3HATh HanOoiee 3(PPeKTHBHBIN CIOCOO MOTYIHUTH
uHpOpMaIHIo 0T KIneHToB. OKa3alock, YTO OHM HanOoJIee OXOTHO PEarnpyroT Ha MEPHOTUYECKH
pacchlilaeMble aHKETBI.

[lloy oOHapyXwuia emie OAHO IPEUMYIIECTBO PACCHUIKM AaHKET: OHA YJIydIlaeT MHEHHE



KJIMEHTOB O KOMIIaHHH, IOCKOJBbKY IOKAa3bIBAET MM, YTO KOMIIAHWIO MHTEPECYIOT UX MHEHHUS U
UJEH.

B npyroii koMnaHuM KakIbplii MEHEIKEep 3BOHUT pa3 B MeECALl OAHOMY M3 1 KIMEHTOB H
crpammBaeT y Hero: «Kak Mb1 paboTaem?»

CosepiieHcTBa B cepBuce gocturia kommnanus Stew Leonard's (KoHHEKTHKYT), Biajeromas
CEThI0 Mara3MHOB MOJIOYHBIX NMPOAYKTOB. OHa IpeBpaTHia B KyJIbT CBOIO PEIIMMOCTb BBIITOJIHATH
Bce oOemaHus, JaHHble moKynarensMm. Kaxnaplii aeHp MarasuHbl mnosydaioT okoso 100
MPEJI0KEHUN U OT3bIBOB. M KaXK/Iblil MOKYMHATENb MOJIYyYaeT OTBET B T€UCHHE 24 4aCOB.

Cnenoatp npumepy Stew Leonard's st Ob1 pekoMeH10BaJ JIF0OOMY MPEANPHUATHIO PO3HUYHON
TOPIOBJIM, KOTOPOE CTPEMUTCS K COBEPILIEHCTBY B OOCIYKMBAHUU KIMEHTOB. Majlo KTO OTBEUaeT
Ha BCE OT3BIBBI CBOMX KJIMEHTOB B TeueHHE 24 4yacoB, Ha camoM jeie 95% xommanuii BooOIle Ha
HUX HE OTBEYaroT!

CopocuTe y COTPYAHUKOB, YTO AYMAKOT KJIAUEHTbI

IToBeppTe, IEHHYIO MH(MOPMALIMIO O TOM, YTO AYMArOT BAIU KJIUEHTHI, MOKHO MOJIyYUTh OT
CBOUX COTPYJIHHUKOB. PSI0BbIE COTPYIHUKH OYE€Hb TOYHO OLEHHBAIOT OOIIHIA YpPOBEHb cepBUca. JTa
uHpopMalMs BecbMa II0JIe3HA, HO €€ Hellb3s paccMaTpUBaTh KaK albTEpPHAaTHBY JaHHBIM,
MOJTyYeHHBIM HEMOCPEJCTBEHHO OT KIMEeHTOB. OHa JOJDKHA JIOTOJHATH 3TH JaHHbIE. B KoHIe
KOHIIOB, 3TH JIFOJY KOHTAaKTUPYIOT C KIIMEHTAMHU JINYHO, U30 JIHA B JIEHb.

B oremsix Omni Hotels npuHATO coBeTroBarbcs coO CiuyXammMmu. Kaxnaelii wmecs
PYKOBOJIUTENN NOJPA3/CIICHUI aHAIM3UPYIOT OT3bIBBI IOCTOSJIBIIEB, BBIOMPAIOT MNPOOIEMBI B
00J1acTH OOCIYXKMBaHHUS M CIPALIMBAIOT KaKIOTO COTPYAHMKA, KaK OH OBl PeHIMi KOHKPETHYIO
npobiemy.

Kak He Hago IMIPpOBOAUTD OIIPOCHI

Omnpocsl HeobxonuMbl. Ho 6ea B ToM, 4TO MHOTHE MEHEIKEPhI OYATO 3aTKHYJU YU BaTOM:
OHH HE CITYIIAIOT, YTO TOBOPAT KIHEHTHl. OHU IUIATAT 32 ONPOCH U UTHOPUPYIOT MX PE3YIbTaThI,
€CJI T HE YKJIa/IbIBAIOTCS B UX MPEACTABICHUS O TOM, YTO OHU JJOJIKHBI y3HATh.

Jlpyras mpoOiema cBsi3aHa CO CIOCOOOM MPOBENEHUS TaKWX OIMPOCOB, HAMPUMED, KOT/a
KJIMEHTY TMpeajaraloT caMoMy 3arlojHUTh KapTOUKy OT3bIBa WJIM IO3BOHUTH IO O€CIUIaTHOM
tenedonHoil nuHMKM. OOe3NMWYCHHAss W TOBEPXHOCTHAs HH(OpMAIHs, KOTOPYIO J0OpPOBOIBHO
COOOIIAIOT KIUEHTHI, — 3TO KaJlkasi 3aMeHa HacTosAumx (¢okyc-rpynn. «lIpobiema 3TuX MeTO/10B
(KapTO4YeK OT3BIBOB M 3BOHKOB MO OECIUIATHBIM JIMHHUSIM) B TOM, YTO OHHU JIUIIb BBISBISIOT
KpaiitHocTH, — roBoputT Kpucrodep XapT, anbloHKT-ipodeccop B YHUBEPCUTETE mTata MuuunraH,
u3yJarmui chepy odciayxuBanus. — Bam mo3BoHsT r-H [leccumuct u -0 ONTUMUCT; HO BaM HE
MO3BOHUT I'-H OOBIKHOBEHHBII.

Tem He MeHee HEOOXOAMMO OOCTOSTENBHO HW3Yy4aTh MOTPEOHOCTH W 3aMpPOChl CBOMX
KJIMEHTOB, MIPEXK/IE YeM MPUCTYIAaTh K pazpadoTke CepBUCHOTO IJIaHa.

C/ie Ay 3Tan: eJIn

Tenepp, Korga Bl 3HAaeTe MOTPEOHOCTH M 3aMpOChl BAIMX KIUEHTOB, MOCTABbTE IEIU H
pa3paboTaiiTe CcTpaTerur0 uX JOCTIKCHUS. Bwimenurte pecypchl, BKIIOYAs TEPCOHAN, KOTOPHIC
TPeOYIOTCS ISl TOCTHIKEHUS ITUX Iiesiel. PaccTaHOBKa CHJT — caMblil BaXKHBIM OpraHW3aIllMOHHBIN



mar. OHa OpUEHTHpPYeT KOMIIAHWI0O Ha KIUEHTOB, CO3JaeT HH(PacTPyKTypy, BBICTpaHBaET
KOPHOpaTUBHYIO KynbTypy. Korja koMmaHus HampaBisieT CBOM YCHJIMS Ha CEPBHC, y BCEX —
PYKOBOJACTBA, MCHCIPKCPOB CPCAHCIO W HU3UICTO 3BCHA, PAAOBBIX COTPYAHHUKOB — O6H_IaSI Ocib.
MHTEPECHI KIIMEHTOB.

BOBMO)KHO, BaM INPUACTCA OTKa3aTbCAd OT OTJIIMYHBIX 6H3H€C-I/II[GI>'I, KOTOPBIC HE
COOTBETCTBYIOT HOBBIM LieisiM. Peanuzanus >Tux uaei norpedosana Obl pecypcoB U OTBIEKIIA Obl
BHUMAHUE KOMIIaHUU OT OGC.Hy)KI/IBaHI/IH KIINCHTOB.

Wtak, nMes MOJHOE W TOYHOE MpeiCTaBlieHne 00 0XHIaHUAX, MOTPEOHOCTIX U 3ampocax
BalllMX KJIMCHTOB, BbI TOTOBBI HAITUCATD IIJIaH UX YAOBJICTBOPCHUS.

Ho npexne nasaiite o0cyaum CTpYKTYpy IJIaHa.

CtpykTtypa CepBHUCHOrO IJIaHA

B kauecTtBe pyKkoBojacTBa MpH pa3zpaboTke CTpyKTypbl CepBHCHOTO IUIaHA MBI IpejiaraeM
UCTOJIb30BaTh «MoJIeNb SKOHOMUYECKOT0 3(pdekra cepBrcay, pa3pabOTaHHYIO UCCIIEI0BATEIbCKON
rpynnoii TARP. Dta Moaens ykas3pIBaeT, KaKM€ MEPbl HYKHO MPUHATH IJI JOCTHXKEHUS
BBIOpaHHOW IeNu, Hampumep, [Uis oOserdeHus goctyna kK ycayram. OHa Takke IOMOTaer
PYKOBOIUTEISM ONPENEIUTh, KaKhe MEPhl OKaXKYTCsl Hanbosee 3(pPeKTUBHBIMU AJI1 UX KOMITAHUU.
Korma peur maer o6 yciyrax, oka3plBaeMbIX MO TeleQOHY, OCTYNl MOJEHO OOJEeTr4YuTh MyTeM
BBEJICHUS JIOMOJIHUTENbHBIX JMHUA WM TPHUBJICYEHUS JONOJHUTEIBHOTO IEepPCOHAaNa, YTOOBI
KIIMEHTHI pen&lt;e CpIany CUTHAI «3aHATO.

«Mopens sKOoHOMHUYECKOro 3(h@dexkTa cepBHuCca» MO3BOJSIET OINpPENEIUTb, KAaKUE AaCIeKThI
cepBUCa HYXKHO YJIYYIIUTh, YTOOBI Ha ONPEAEICHHYIO BEIWYHHY YBEJIWYHUTH JIOJIO PbIHKA WIH
MOBBICUTH TPHOBUTE. MOJIENb ONpeAeNsaeT «yAeIbHBIH BeC» KaXJIOW COCTABJISIONICH CepBHUCA, €€
BIMSIHME Ha OOIIyr0 3(PQeKTHBHOCTh. 3aTeM 3TH LU(PBI MOJACTABISIOTCS B MPOCThIE (HOPMYIIBI,
KOTOpBIE MO>KHO MCHOJIb30BaTh MPHU IUIAHUPOBAHUH.

Tumorn @upncran, ocHoBatenb 1 CEO cetn pecropanoB Satisfaction Guaranteed Eateries
(Cud1i), pa3paboTast COOCTBEHHBIN CEPBUCHBIN TUTaH B Hamucan o HeM B Harvard Business Review.
Ero crparerus ynoBiaeTBOpeHHs KIMEHTOB «COTBOpMIIA Uy/leca B KOMIIAHUW) (YETBIPE pECTOpaHa B
Custie). U o yOexieH, 4To 3Ta cTpaTerus CnocoOHa TBOPUTH YyJieca U B IPYTUX KOMIaHHSIX.

Ero TpexcryneHuaras cCUCTEMa BKJIIOYAET:

1. TapaHtuio... 4yTO KJIMEHTHl OyayT YIOBIETBOPEHBI BCEMU NPOAYKTaMU M yCIyraMu
KOMITaHUH.

2. MexaHnusm nepenadyd PSAJOBBIM COTPYJHUKAM IOJTHOMOYMI M OTBETCTBEHHOCTH,
HEOOXOAUMBIX JUISI BBITIOJIHEHUS 3TOW TapaHTHH.

3. Ilpouecc BwIsIBICHUST cOOEB B CHCTEME, MPOOJIEM B OpPraHU3alMH, OOYYCHHH U JIPYTUX
BHYTPEHHUX NPOTrpaMMax, KOTOPbIE BbI3bIBAIOT HEJOBOILCTBO KJIMEHTOB.

Ero nman neiicTBuil OoTBepraeT «TaMHCTBEHHBIE MUCCHH, TOJlaMU HE IepecMaTpUBaBIINECS
CTpaTerHYecKue TUIaHbl U TalfHbIE MEUTHl PYKOBOJACTBa». BoT coBeTsl PupHCcTana mo pa3zpadoTke
IJIaHa TEUCTBUMN.

1. Pa3zpabotaiiTe mpocTyro, JIETKYI0 A MOHMMaHHs cucreMy rapantuid. Ilomymaiite, uTto
camoe TJIaBHOE JUIsl BalllUX KJIMEHTOB M KaK Bbl MOXKETE UM 3TO JaTh. «B Hamiem ciyyae riaBHoOe,
YTO MOJY4YarT KIMEHTHI, — 3TO yIOBOJLCTBUE. /{151 KOro-to 3T0 HagemmocTs. s Koro-ro —
HU3KHUE LIEeHbI UM TUOKUN TTOJIXOT.

2. Hayuute CBOMX COTPYIHUKOB I0Jb30BaThCS CBOMMH IIOJIHOMOYMSIMH, T. €. JielaTb BCE
HE0O0X0MMOe, YTOOBl KJIIMEHT ObUT JOBOJICH. YOeauTech, YTO OHU HCIOJIB3YIOT MX B TIOJHOM
oobeme. Hayuute nx npuHUMaTh MEPHI 10 TOTO, KaK KIMEHT TOMPOCUT 00 3TOM.

3. Cnenaiite mporpecc HariasaaHbiM. Hampumep, cocraBisiite rpadukyd BMECTO JIMHHBIX
IIMCBMEHHBIX OTYETOB.



CraBbTe pea’ibHbIE LeJIU

Jnst pa3zpaborku CepBHCHOTO TIaHA MOXKHO BOCIOJB30BAaThbCS TEOpUEH yIpaBIIEHUS 10
LeJISIM WJIA IPYTOM MoJ00HON METOIMKOW, OCHOBAaHHOW Ha JOCTWIKEHUU IIeNiel (MPEeTBOPEHUHN UX B
KHW3Hb), BHEJIPEHUU CTAHAAPTOB, OINPEACICHUU HHIMBUAYATbHBIX O0O0S3aHHOCTEH U OIICHKE
pesynbraTtoB. Cpeau NpEeUMYIIECTB YIpaBiICHHs MO LEIsIM MOXXHO Ha3BaThb MOTHBAIMIO,
KOMMYHUKAIMIO U YIPABICHYECKUN KOHTPOJIb.

PaboTer mpu3HaHHBIX aBTOpUTETOB — YwmibsiMa Oyun, /[xona Heiicoutra m Toma Ilutepca
— TmoOMOTYT BaM mpu mnoarotroBke CepBucHoro miaHa. OCOOEHHO s PEKOMEHIYIO CIeIyHOIue
kaHuTH: «Teopust Z: KaKk MOXET OTBETUTh aMEpPUKAHCKUK OW3HEC Ha BBI3OB sinoHIeB» [Theory Z:
How American Business Can Meet the Japanese Challenge] V. Oyun; «3aHOBO OTKpBIBas
koprnopanuio» [Reinventing the Corporation] /I. Heiicoura; «IIponBeranue Ha xaoce» T. [Tutepca.
I'oToBsiii CepBUCHBIN IIJ1aH JOJKEH COAEPKATh:

* aKTHBHBIE ACWCTBUS 110 U3yYEHUIO TOTPEOHOCTEH U 3apOCOB KIUEHTOB;

* mepcoHasn, oOyuyeHHBIH M MOTHBUPOBAHHBI Ha YJOBJIETBOPEHHE 3THUX MOTpeOHOCTEH U
3aMpoCoB;

* 3 PeKTUBHBII KOHTPOIH UCTIONHEHUS, B TOM YHUCIIe HATMYUE OOPATHOH CBSI3H C KIIMEHTaMH,
T. €. OIICHKY KauecTBa CEpBHCA.

Muccusa

Muccusi —  MOTHMBAIlMOHHBIH WHCTPYMEHT, OTJIWYHBIA CHOCOO  cIenath  CEPBUC
KopriopaTuBHOH (unocodueii. Ho ojHOI MHCCHU HEZOCTATOYHO.

B muccun otnena mo pabore ¢ kimeHTaMu komnanuu Bio-Lab nepedrciieHs! Bce oneparu,

KOTOpBIE TaK WJIM WHAYe CBS3aHBI C KIMEHTAMHU U, KaK CIIEJCTBHUE, JOJHKHBI HAXOAUTHCS O]
KOHTpOJIEM 3TOU Ciy>kObl. BoT kak onHa 3ByuuT: «Mmuccus otnena mo pabore ¢ KIWEHTaMU —
yaepKaTh KJIHNEHTOB U CTUMYJIHpPOBaTH pPOCT oOO0BeMa oOlepanuii KOMIIAaHUW Oyarojaps
ONepaTUBHOMY U BHUMATEIIbHOMY YJOBJIETBOPEHUIO WX MOTPEOHOCTEH B YACTU MPUHATHUS 3aKa30B,
JIOCTaBKH, BBICTABJICHHSI CUETOB, MPETEH3UN U UX YPETYIUPOBAHHUSI, OTBETOB Ha 3alIPOCHI M JKaJIOOBI
U IPYyTUX JEUCTBUI.

Muccus komnanuu Bio-Lab tak onpenenser posb 3Toro otnena: «bynyun 0OCHOBHON TOUYKOM
CONPUKOCHOBEHMS KJIMEHTOB M KOMIAHHM, OTAEN M0 paboTe ¢ KIMEHTaMH — 3TO BaKHEHIIUN
3JIEMEHT B CHUCTEME OOECIeUYeHHs M TMOBBIIICHUS PEHTA0eNbHOCTH KOMIaHumy». JHH [TuHneprtoH,
JTUPEKTOP CIyKObI 1Mo pabore ¢ kiaueHTamMu B Bio-Lab, Tak komMMeHTHpyeT muccuio: «B rmazax
KJIMEHTa MbI NIPEJICTaBIIsIeM KOMITAaHUIO, TO3TOMY TO, KaK MbI C HUM 0OpaiaeMcsi, B 3HaUNTEIIbHON
Mepe OMpeeIsIeT ero BleyarieHue 0 KOMIaHUH B LIETTOM.

[lepecMoTpHTE CyLIeCTBYIOLME MPABUJIA U HHCTPYKIUH

Tomn-meHemkepbl KOMIIAHUN JIOJDKHBI PETYISPHO OLEHUBATh OPraHU3alMOHHYIO Cpeny M
BHOCUTH B Hee HEOOXOJWMBbIE HW3MEHEHMs, 4TOObl ONTHMHU3MPOBATH YCHJIUS IIepCOHANa IO
MPEIOCTAaBIICHNI0 KayecTBEHHOro cepBuca. McciemoBanue, mposeneHHoe Forum Corporation,
MOKAa3ajo, 4TO pEryispHas KOPPEKTUPOBKA KOPHMOPATHUBHBIX MPABHI U TPOIEAYP B CTOPOHY
00JIbIIel OPUEHTUPOBAHHOCTH HA KJIMEHTOB MPUHOCUT KOMIAHUH PSIJI YCTOWYMBBIX KOHKYPEHTHBIX
MIPEUMYIIECTB.

OcHOBBIBasiCh Ha pe3ylibTaTax CBOMX HccienoBaHui, Forum mpuiia kK BBIBOY, YTO Ba)XKHO



pa3BUBATh Y COTPYIHUKOB YMEHUE YOKIaTh, OT3bIBUNBOCTD, YBEPEHHOCTh B CE0E U yyacTuHe.

YMmenue yoexxaaTh O3HA4YaeT, 4TO COTPYAHHKH YMEIOT CO3/1aBaTh y KIMEHTOB NpPaBUJIbHBIC
OXKHUJaHUs, uTOOBl peajbHOe OOCIYy)KMBAaHHE COOTBETCTBOBAIO JTHUM OXUIAHUAM WU
MIPEBOCXOUIIO HX.

Ckaxure COTPpYAHUKAM, Y€ro Bbl OT HUX KA ETE

Yerko M moApoOHO OOBACHUTE CBOUMM COTPYAHHKAM, YTO OHHU JOJDKHBI JeNlaTh, YTOOBI
YIY4YIIUTh KayecTBO cepBUca. Eciam mpocTo mpukaszaTh <JIydmie OOCIyKHBaTh KIHMEHTOBY», UX
BBIOOp CTpaTerMM MOXKET OKa3aThCs «YCIOBHO ONTHUMalbHbIM». Hampumep, MHOTHE KIHEHTHI
IIPEBBILIE BCETO LIEHAT HAJEKHOCTD, a IIEPCOHAI IIPEANIOUYUTAET JI€1aTh aKIIEHT HA OT3bIBYMBOCTH.

OOBsicCHUTE UM, YTO, KOT/1a BOSHUKAET MPpo0JieMa, peluTh €€ HY)KHO TakK, YTOOBI OB JIOBOJICH
KJIMEHT, @ HE PYKOBOJCTBO. Y KaXJOTO COTPYIHHMKA JOJDKHO OBITH MPAaBO HapyllaTh IpaBUia,
9TOOBI Cpa3y W Ha MecCTe M03a00THTHCS O KIMEHTE W PEIHTh ero mpoodsemy. Kommanus Saturn
oOHapyXuIa, 4TO XOPOIIO OOYYEHHBIM U CAaMOCTOSITENLHBIM MEPCOHAT CIOCOOCTBYET CHIKEHHUIO
OTIEpAI[MOHHBIX PACXOJIOB U MOBBIIIEHUIO KauecTBa.

KoMnanum nAOKHBI YAENATh BHHUMaHHE BCEM acleKkTaM cepBHca. MHorue mbITaroTcs
MOBBICUTH

OpUEHTHUPOBAHHOCTh HAa KJIMEHTOB, BHEIPSS NPOrpamMMbl, KOTOPHIE 3aTParMBalOT TOJIbKO
MaTepuajgbHbIe 3JEMEHTHI, T. €. TO, YTO JIETKO YBHAETh U HM3MEHUThb, HApUMEpP, BBOJAT IS
COTPYJHUKOB HMMEHHBIE OCUDKHKU C TMOXKeTaHHueM «YaauyHoro BaMm JHsS». Ho Takue ycumus
YCIIOBHO ONTHMAaJbHbIE, TOCKOJIBKY KIMEHTHI XOTAT HAJI€XKHOI0, BHUMATEIHHOTO U KOMIIETEHTHOTO
obciyxuBanus. Ha camom fene B ycioBusIX kKecTKOM KOHKypeHIMH XXI B. KOMIAHUH JOJKHBI
yepe3 MPU3MYy CepBHCa paccMaTpuUBaTh BCE, UTO OHHU JenaioT. Kaxaplii COTPYTHUK OJIKEH
MIOCTOSIHHO 3ajaBaTh cebe Bompoc: «Kak s MOry chenath CBOIO pabOTy Tak, YTOOBI 3TO ObUIO B
uHTEepecax kiaueHTa?» Bce, uTo nemaercs B MHTEpecax KIMEHTA, JAeNaeTcsl B MHTepecax KOMIaHHUH.
Bort psa komnaHuii, KOTOPBIE AHAIIM3UPYIOT BCE CTOPOHBI CBOEH AEATEIbHOCTH U HAIPABIIAIOT €€ Ha
JOCTIDKEHHE TIOJIHOTO yhaoBieTBopeHus kineHToB: Northeast Delta Dental, Coborn's, Nedbank of
South Africa u Singapore Airlines.

Uro0Obl mepecTpouTh MpaBuiia U MPOLENypbl, cO3/1aliTe 0COOble B3aMMOOTHOIICHHS MEXITY
KOMIIaHUEHN U KIIMEHTaMU. DTO 03HAYaET CIIEAYIOLIEE:

* HaIleJIbTE JII0JICH U CUCTEMBI Ha 00CTyKMBaHUE KIIMEHTOB;

- cAellaiiTe aKkI[eHT Ha HadeKHOCTH;

* HE JIONyCKaiTe caMOJI0BOJIbCTBA;

* COXpaHsIITE CyLIECTBYIOIINE OTHOUICHHUS],;

* IOJIIEP’KUBANTE Ka4eCTBO OOCTYKHUBAHUSI.

OOBsicHUTE MEHEKEpaM, YTO OHH JIOJKHBL:

1. LleHuTh CBOUX COTPYJHUKOB, OCOOEHHO T€X, KTO HEMOCPEACTBEHHO pabOTaET C KIMEHTAMHU.
(JIromu mOKHBI 3HATH, YTO UX IIEHSAT. )

2. Pa3BuUBaTh COTPYIHUKOB.

3. Caymath CBOMX MOJYMHEHHBIX U TOOLIPATH OOPATHYIO CBSI3b.

4. YCcTaHOBUTDH CTaHAAPTHI KAYECTBEHHOTO 00CTYKUBaHUS.

PykoBoauTe 1 MOTUBHUPYITE BCEX COTPYJHHUKOB TakK, YTOOBI:

* K&KIbIA y4acTBOBAJ B CO3JAaHUU Y KJIINEHTOB MOJIOKUTEIBHOTO BIIEYATICHHUS;

* CHCTEMBbI 00ECTIeYMBAIIU Ba)KHBIE JIJIS1 KIIMEHTOB aCIEKTHI CEPBHCA;

* PYKOBOJICTBO YTIOJIHOMOYMJIO COTPYIHUKOB JI€HCTBOBATH B MOJIb3Y KJIMEHTOB.

Bxmrounte B cBoi CepBUCHBIN IUIaH JOBEPUTENBHBIN MOAXOM K IPETEH3USIM U CUETaM HMKE
OTpEeNIeTICHHON CyMMBl. OJTO TpPHUBEIET K OOIIeH SKOHOMHM 3arpaT Ha OOpabOTKy MEIKHX
NpEeTEeH3Uil U 3HAYUTENbHO YIYYLIMT OTHOIIEHHE KIMEHTOB K KOMIaHuHM. B OonpmmHCTBE chep
nesitenbHOCTH O0Jiee 90% Bcex mpeTeH3uil U TpebGoBaHU 0OOCHOBAHO, MOITOMY pacclieZJOBaHHE



KaX/J0To ciydas — HampacHas Tpara JneHer. Target Corporation, uyeTBepTas IO BEJIWYHHE
PO3HUYHAS CETh HEMPOJOBOILCTBEHHBIX TOBApOB (MUHHEanoauc), 1aBHBIM-/IaBHO BBeJIa MOJUTHKY
BO3Bpara ToBapa 0e3 BonpocoB. Ken Mk, ObIBIINi npescenatens coeta nupekropoB U CEO sroii
KOMIIAaHUM, CUUTAaeT, 4YTO JuOepalibHas TMOJMTUKA BO3BpaTa M pa3HOOOpa3Hble KaHAaJbI
B3alMOJICICTBUS C KIMEHTaMHM WIpaja HEMaJyl poJib B JOCTM)KEHHHM KOMIIAHHEW PEKOpPIHOTrO
o0beMa MpoIaK U PEHTA0EITbHOCTH.

B 2001 r. Target paaukansHO U3MEHIIIA CBOIO OJMTHUKY BO3BpaTa ToBapa, (pakTuyecku

JUKBUJIMPOBAB €€: OHa Iepecraja MPUHUMATh TOBapbl 0e3 udeka. JTa NepeMeHa CHU3HT
JOATBHOCTh OpeHAY M IO3BOJUT KOHKypeHTaM, Hampumep Van Mauer, kotopasi mpeajaraet
OecIIaTHYIO JOCTaBKY M BO3BpaT 0€3 BHIYETOB M BOIIPOCOB, YBETUUYHUTDH CBOIO JOJIO PHIHKA.

Ho, moBTOpsit0, KaUeCTBEHHBII CEpBUC — 3TO ropasao 0oJblle, 4eM JudepanbHas MOJIUTHKA

Bo3Bpara ToBapa. M kopnopanus Target cnoTkHysach 0 CBOe HEIOHUMaHue Toro (akra. B
Hayaie 1980-x TOZOB pPYKOBOJACTBO Mara3uHoB Target HAacTOMYMBO HAMOMUHAJIO CBOUM
COTPYJIHHKaM, YTO OHM pabOTaIOT B Mara3uHax camMooOCTyKUBaHUs, a TOTOMY HE JOJKHBI TPATUTh
BpEMsl Ha pasroBOpsl M MoOMoIIb nokynarensMm. PykoBoxctBo Target cumrano, 4ro 3a
oOciTy’)kMBaHUE HY)XHO IUIATUTh, TOSTOMY OIPAaHUYMIO OOCITY)XMBaHHE KIHEHTOB TrapaHTHen
BO3BpaTa JICHET.

B 1988 1. Target pemmuia, 9To npuiuia mopa CyueCTBEHHO MEPECMOTPETh CBOIO (huocoduio
u chokycupoBaThCcs Ha oOcCHyxuBaHUHM. Tomuok K sTtomy man Wal-Mart, nuaep mo KadecTBy
cepBHca CPelld POZHUYHBIX CETEH.

AKIMY 1 KaMIIAaHUH

Korga HyXHO 3a/1aTh KOMIIAHMM HOBBIM KypC Ha Kaue€CTBEHHBIN CEpBHC, MPHUBEPKEHHOCTH
PYKOBOJICTBA CTaHOBHUTCS OCOOEHHO BaXHOW. W mywmie Bcero A 9TOM NENH CIyKaT akiud |
KaMIIaHUU.

HHTepecHyr0 HOBaTOPCKYIO aKLHUIO JUUIsl PyKOBOJICTBa KOMIIAHMHU U €€ IepCcoHalla IpoBesa B
1989 1. ceth oteneit Hyatt — «Jlenp xonTakToB B Hyatt» B macmrade CIIIA. Hyatt 3akpsuia Ha
OJIH JIeHb CBOU o(HcC, U ee TON-MeHeKephl padoTaiu 00K 0 OOK ¢ PSIOBBIMU COTPYAHUKAMU B 67
otensix: 400 cOTpYIHUKOB IITa0-KBAPTUPBL, OT MPE3UIACHTA IO Kypbepa, HOCHIH Oarax, youpaiu co
CTOJIOB I'PSI3HYIO MOCYAY M 3acTwianu nocrenu. lIpesunent kommanuun Happun Xapmiu Jleonapn
paboran B orene Hyatt Regency B Umkaro mmBeiliapom, agMUHUCTpATOpOM M OapmeHOM. Tom
IIpuuxkep, npeacenarens coBeTa JUPEKTOPOB, IPOBEN LENbIN JIEHb 32 KOHTOPKOW aJMHMHUCTpaTopa
B Grand Hyatt B Bammunarrone. Kypsep Jxedd Jlanr napkosan mammast B Park Hyatt 8 Uukaro.

Ecnu BB pemnTe IpUMEHHUTH MOJOOHYIO TaKTHUKY, HEIPEMEHHO M3BECTUTE Mpeccy, Kak 3TO
cnenana komnanusi Hyatt. Hyatt monyunna MONIHYIO MOJOKHUTENBHYIO PEKJIAMy IO BCEU CTpaHe,
KOTOpas ONPE/IeTICHHO He MOBpeuia OU3HeCYy.

Peasmn3anusa CepBUCHOrO njiaHa

Onwupasicb Ha COOCTBEHHBIH OIBIT B KOHCAITHUHTE, UCCIEIOBAHNS U OOLIMPHYIO 0a3y TaHHBIX,
Forum Corporation ycTaHoBuia, Kakue JCHCTBUS 4Yallle BCEro MPEINPUHUMAIOT YCIEITHbBIE
KOMITaHUU IJId p€ain3ali CCPpBUCHOTIO IJIaHA. Ona CAciiajia BbIBOA, YTO OpraHHU3allu, KOTOPBIC C
YCIEXOM pean3yloT, KOHTPOIUPYIOT U KOPPEKTUPYIOT CBOM CEPBHUCHBIE MJIaHbI, TOHUMAIOT:

* 4Cr0 KJIIMCHTBI OKUJAAIOT U YTO IMOJTYyHar0T,

* YTO pYKOBOJICTBO TOBOPUT M UYTO JIEJIAET;

* UTO COTPYAHUKH NOJIKHBI J€JIaTh U UTO JCJIAK0T.

Xeitnn w3 ATEx rooput: «Hama o0s3aHHOCTE — HWH(POPMHUPOBATH MEHEIKEPOB O



MOTPEOHOCTSAX KJIMEHTOB. Tak OHU MOTYT BKIIOYNUTH OPUCHTUPOBAHHBIC HA KIUEHTOB IEJIM B CBOU
WHIUBUAYaIbHbIE OU3HEC-TIaHbl. MBI y4acTByeM B MPUHATHH PEIICHUN Ha BCEX YPOBHIX).

Co3aaHue HHPPACTPYKTYPhI CEpBUCA

Urto nenaroT KOMIAHWUHU, YTOOBI TTOIJIEPKUBATh TECHBI KOHTAKT CO CBOMMH KiueHTaMu? OHH
YOPOILIAIOT  B3aUMOJEHUCTBHE MEXAY OTACIaMH, BHEAPSIOT HOBbIE TEXHOJOTUM WU
MOJIEPHU3UPYIOT HMEIOIUECS,, TPUBUBAIOT LIEHHOCTH, KOTOpbIe JOJDKHBI pa3liesTh Bce
corpynauku. Tak co3gaercs uHGpACTPYKTypa cepBUCa — KYJIbTypa oOCiyxuBaHus. Tawm, rie oHa
CYLIECTBYET, YOBJIETBOPEHHUE KIIMEHTOB CTAHOBUTCS JIEJIOM KaXKIOTO.

Kynbrypy 0OCTy:XKMBaHHS MOXHO OIPEACTUTh KaK OOIIMI HACTpOH Ha MpPeroCTaBIICHUE
KauecTBEHHOro cepBHUca. Bce MOHMMAIOT U MPU3HAIOT, YTO KIUEHTHI IJIATAT JIEHBIH, MO3TOMY
HEJO0CTATOYHO TPEJOCTaBUTh UM TOBAp WIH YCIYT'Y — OHHU JIOJDKHBI OBITH JIOBOJIBHBI, C HUMH
HYKHO 00pamiatbcs Kak ¢ APY3bsSIMHU, a BOIPOCHI U MPETEH3UU JOKHBI pacCMaTpUBATHCS OBICTPO.
Takoe OTHOIIEHUE TPOHU3BIBAET BCE MPUHUMAEMBbIE PEIICHUSI.

KoMmmnanuu ¢ BbICOKON KyJIbTypoil 0OCTYXUBaHUS OObEIMHSET HATUYHUE MPEEeMCTBEHHOCTH,
Wik Tpagunuii. TemMa KayecTBEHHOTO OOCTY>KMBAaHHS 3aTParuBacTCsl Ha KaXJIOM COOpaHHH
PYKOBOJICTBA, B K&XJIOM IUIAHE M OTYETE, B KaXJI0M pemieHuu. CoTpyaHukaM u3BectHo, uto CEO
OJIEP’)KUM  OOCTY)KMBaHHWEM KIMEHTOB. BceM W3BECTHO, YTO KOMIIAHUS MPEAOCTABIISIECT
MPEBOCXOJHBIA CEPBHUC. DTO pemyTalus KOMIAaHHH, €€ UMUK, CepBUC B KOMIIAHUHU C BBICOKOMU
KYIbTYpOH OOCITY>KMBaHHUS TIOXOX Ha HHUTH, KOTOpPHIE MPOHU3BIBAIOT BCHO KOPIOPATUBHYIO
CTPYKTYPY.

BaxHblii MOMEHT: HM O KakoW KyJabType OOCIY)KMBAaHUS HE MOXET ObITh peun 0e3
MPUBEP)KEHHOCTH W Y4YacTHs BBICIIEr0 PYKOBOACTBa. M 3Ta mpHUBEpKEHHOCTh JOJKHA OBITH
UCKpeHHell. Ee Hy)XHO NeMOHCTpPUpPOBATh M Ha CIOBaX, U Ha JieJe, MOCTOSHHO, a HE BpEMsS OT
BpeMeHH. OHa J0KHA BIUATH Ha BCEX M KaJICJOTO B KOMITAaHUU.

Hckpennsisi Bepa pyKOBOJICTBA B HJICI0 KQUECTBEHHOTO CEPBHCA IMTOMOTAET j CO3/1aTh KYIbTYPY
o0CITy’KMBaHUs, KOTOPOH MOXKET TOPIUTHCA BCA KOMIIaHUsA. BOT Kak KOMMEHTHUPYET 3TO TOII-
MEHEKEP KOMIIAHUM — TMPOU3BOJUTENSL MPOAYKTOB NuTaHusA: «CTpeMIIeHHE K KaueCTBEHHOMY
CEpPBUCY HaUYMHAETCA C PYKOBOJICTBA. FIMEHHO MBI 3apakaeM UM paboTarmmx Ha Hac moaeir. U o
CBOCH TPHUBEPKEHHOCTH MBI COOOIaeM UM JUYHO, BCTPEYasCh M OOMIAsiCh ¢ HUMH, a HE B
CITy>KeOHBIX 3aIHUCKax».

IIpoaBMKEHM E POTPAMMBbI

UtoObl mporpamMma OOCITYXMBaHMsI KIMEHTOB He 3a0yKcoBajia, HEOOXOIUMO PETYISPHO
o0ydaTh BeCh MEpCcOHAN (PEBONIOIMOHHAS Waes s OOJBIIMHCTBA KOMIIAHWH!), MOOMpPSATh U
BO3HArpaXaaTb COTPYAHHKOB, TMPEJOCTABISIONIMX OTJIMYHBIA CEPBUC, BHEAPATH CTAHIAPTHI
yIpaBieHus, KOTOpPbIe OyIyT MPUMEHSATHCS U PETYJSIPHO TOBBIIATHCS. TOM-MEHEKEPhI TOJKHBI
BCEMHU CBOMMH IMOCTYMKAMH JIEMOHCTPUPOBATH HEMOKOJIEOUMYIO BEpy B BaXKHOCTh Kaue€CTBEHHOTO
cepBuca. K mnpumepy, xopmnopatuBHas kyiabrypa EDS Corp. ocHOBaHa Ha CTpOroM KoOJeKce
ATUYECKUX TIPABUI U MIPOYHO YKOPECHHBINEHCS dhrmocouu oOCTyKUBaHUS KIUEHTOB.

Korma pykoBOJACTBO €XKETHEBHO CIOBOM U JIEJIOM JOKa3bIBAaCT CBOKO MPHBEPKEHHOCTH
KaueCTBEHHOMY CEpBUCY, BO3HHMKAaeT IMpOYHas, OTJIaXXeHHas CHUCTeMa, KoTopas oOjeryaer
BHYTPEHHIOI0 KOMMYHUKAIIMIO U CO3JaeT KOPIOpPAaTHBHYIO KyinbTypy. Pampd Kunman,
MpenoaBaTeNib JICJIOBOTO aJMHUHUCTpHpOoBaHus B busHec-mkome wumenn Jxo3eda Karma
Yuusepcurera [IuTTcOypra, oTMe4aeT, 4To MPUBEPKEHHOCTH MOBBIIIAET KYIbTYPY OOCITYyKHUBAHHSI,
a o9Ta KyJIbTypa B CBOIO oOdYepelb YKpEIUiaeT NpUBEpPKEHHOCTh. [Ipyrumu crioBamu,



NPUBEP)KEHHOCTh  PYKOBOJACTBA M  KYyJIbTypa OOCIYXHBaHHS — B3aUMO3aBUCHMbIE U
B3aMMOIIO/1JIEP’KUBAIOIINE JIEMEHTHI.

JI1st KOPIIOPaTUBHOI'O PYKOBOJCTBA CEPBUC JIOJKEH CTaTh MTOYTH PEIIUTUEN, TOBOPUT Y UIIbSAM
JlaBunoy, TiaBHBIM mMapTHEp BeHYypHOW Kommanuu Mohr, Davidow Ventures (Kammudopuus).
O[[HaKO, — HOpOoA0JIKACT OH, -——— IMPUHHUMAasA BO BHUMAHUEC, YTO OGCHy)KI/IBaHI/Ie KIINEHTOB — 2TO
00JIbI1Iast SMOIMOHATbHASI HATPY3Ka, HY)KHO IEHUTh U YBaXKaTh PSIIOBBIX COTPYIHUKOB, KOTOPHIE €€
HecyT». OH MPUBOAMT B MpUMEDP ceTh oTenelt Embassy Suites, Tie psioBbIe COTPYIHUKH aJIEKO HE
TIEMIKH.

ITonmHOMOYHSA U OTBETCTBEHHOCTD ACJICTUPOBAHBI 3/1CCh HA HIDKHUAHT YPOBCHB KOpHOpaTHBHOﬁ
CTPYKTYpPBL. YTPaBISIOMIKE OTENIEH MOAACPKUBAIOT MEHEIKEPOB CPEAHEro 3BeHA. HemoBOIbHbIN
roCThb BCEraa Ipas.

BocnuTaHHe OPUEHTHPOBAHHOTO HAa KJIMEHTOB NEpPCOHAJIa

Kak MokeT pyKOBOJACTBO KOMIIAHMM IIOBJIMATH HAa IPUBEPKEHHOCTb IEpCOHANIA
KadyecTBeHHOMY cepBucy? OOyuaiiTe, oOydJaiiTe W eme pa3 oOydaldiTe CBOUX COTPYIHHKOB.
[TyOnukyiiTe B KOPIIOPAaTUBHOMN ra3eTe CTaThl O KAUECTBEHHOM cepBuce. Pa3BemnBaiiTe miakaTel U
PErysipHO OOHOBIISIITE UX.

Hcnonb3yiiTe 1ocku 00bsiBieHui. [lycTh MeHEIKephl CPEAHET0 U HU3IIETO 3B€HA PErYIISIPHO
3aTparuBarOT TeMy 0OCIyKMBaHHsI KIMEHTOB Ha COOpaHUsX MepcoHaa.

B ¢upmax, koTopsle 3aHUMAlOTCS OOCIy>KMBAaHHEM JIMIIb Ha cioBax, PR-kammanuu 1o
obOcimyxkuBaHuto KIMEeHTOB usatcst 30, ot cuibl 90 nueid. M Bce dyBcTBYIOT cebs otimuHo! OHH
«co3nanm» cepuc! Ho kak TOJIBKO cTHXAET NEpBOHAUYAIBHBIN aXKHOTaX, TEMA CEPBHCA TIOCTENIEHHO
McYe3aeT U3 MUCbMEHHOTO M YCTHOrO 000pOTa, U YCHJIMS 3aBOEBATh YJOBJIIETBOPEHHE KIIMEHTOB
UIYT Ha criaf.

Jlume Korga pyKoBOJCTBO MO-HACTOSILIEMY NPENAHO HJIE€ KAYECTBEHHOI'O CEpBHCA, KOTIa
CepBHCHBIN IJIaH THIATEIBHO BBIMOJIHAETCA U PETYSIPHO OOHOBISIETCS, OPHEHTUPOBAHHOCTH HA
KIIMEHTOB CTAaHOBUTCSA TPAAUIMOHHOM W B 3HAYUTENbHOM Mepe (HO HHMKOTAA MOJHOCTHIO)
CaMOIOAJEP>KUBAOLIEHCS.

«ITocTOsIHCTBO — BOT YTO BakKHO, — TOBOpHUT J[ketimc Poouncon 111, OpiBIINiA ipeacenarens

coseta qupektopoB 1 CEO American Express. — ToibKo mociie MHOTHX JIET €T0 yIOPHOTO
HacaxJeHusi OoHO (oOcCiyXHBaHHE KJIMEHTOB) CTAHOBUTCS 4YacTbi0 KOPIIOPATUBHON KYJIbTYpHI.
CoTpyIHUKM B KOHII€ KOHILIOB HAa4MHAIOT IIOHMMAaTh, YTO BCE JENAETCs JUIsl KIMEHTa, a HE Kak
MPOILE U JEIIEeBIIE 151 KOMIIAHHUH.

KnmneHTsl n Bce OKpyskaromue BUIAT 3T0. 1 koMnaHus MproOpeTaeT XOPOLIYIO PEIyTaILUIO.

CEO pomxHBl BHyHIaTh CBOMM COTPYAHUKAM 3Ty HJACH: BCE, YTO JENAETCS B MHTEpecax
KJIMEHTa, IO OINpEICIICHUIO JENacTcsl B HMHTEpecax caMoi KOMIAHMM U B HMHTEpecax ee
COTPYAHMKOB. Eciii Bamy JIF0AM B 3TO MOBEPAT, UM HE COCTAaBUT TPYZAa YBHJETh JEMEHT CEpBHCA
BO BCEM, YTO OHM JIENIAIOT.

[Ipu BHeIpeHUH MPOrpaMMbl OOCITYKHUBaHHS KJIMEHTOB MOKHO BOCIIOJIb30BAThCS MTPHUEMaMH,

B3STBIMH U3 0TYeTa AMEPHUKAHCKOW accOIMallii MEHEIKMeHTa 00 uccienoBanuu «Psgom ¢
KIINEHTOM»:

* ©XKEKBapTaJbHbIE HArpajbl, KOTOpbIE MAapKETHHIOBas CIyX0a TPHUCYXIAeT pPsTOBBIM
COTpPYJIHHUKAM 3a BbIIato1Ieecs: 00CITyKHUBAaHUE KIHEHTOB;

* peryisipHoe 00y4eHre MepcoHana HaBbIkaM 00CTyKUBaHUS KIIUEHTOB;

* PYKOBOJCTBO ITyT€M JIMYHOTO MPUMEPA;

* IOHMMAaHME, 4YTO €CIM BBl IO-IIPEKHEMY CUYHMTAETE€ CBOM YypOBEHb CEpBUCA JIMIIb
MpUeMJIEMbIM, 3HAYUT, Ballla Mporpamma He paboTaer;

* PEryJIsIpHO OOHOBJIIEMBIE TUIAKATHI, TOBOPSILIUE O BAXKHOCTH KIHEHTA.



AO0JITOCPOYHAA CTPATEI'A

Uro HyXHO s pa3paboTKM M peanu3anuu crpareruu cepsuca? Tpes3Bblii aHamms3,
TaJaHTIUBbIN MEHEKMEHT, UCKPEHHSISI IPUBEP)KEHHOCTh — U 3HAYUTEJIbHbIE MHBECTULINH.

Kypnan Fortune onpenenser cTpaTeruio cepBuca Kak «TOYHOE 3HAaHHE TOT0, KAKMX KJIMEHTOB
BBl XOTHTE OOCTYXXUBaTh, M IOHUMaHHE, KAaKOW THUIN OOCIYyXMBaHHs OTKpPOET UIi Bac UX
KOULIEJIBKI.

HeoOxonuMo npoananm3upoBath Ciienyroliee:

1. Bce npaBuna u npouenypsl. [lepecmorpure ux. OHH JAOJKHBI OBITH OPUEHTHPOBAHBI Ha
KIIUEHTOB.

2. CeOecTOoMMOCTh MPOAYKIMH, BKJIIOYAsl 3aTpaThl Ha TpaHCIOPTUPOBKY. llomymaiite, kak
cenaTh 00CIy)KHUBaHHE HaUMEHEE 3aTPATHBIM.

3. IlpousBoactBeHHbI mpouecc. Hampumep, paspabortaiiTe cTpaTeruu, I[O3BOJISIOLINE
BBIPOBHSATH HArpy3Ky Ha CKJIaJ, YTOOBI KIIMEHTHI HE CTPAAAIIU OT 33Je€P>KEK B JOCTABKE.

4. CrnocoOHOCThP KOMIIAHMM  pearupoBaTh Ha  HENPEIBUACHHBIE OOCTOSTENHCTBA.
Pa3zpaboraiiTe «upe3BbIYaiiHBINY TUTAaH, B KOTOPOM OyJeT MOJIPOOHO pacmucaHo, KaK 00eCreyuTh
00CITy>)KUBaHHE KITMEHTOB, KOTJIa BBIXOIAT U3 CTPOS KOMIIBIOTEPHI WIIN MPUOIIIKAETCS TOPHATIO.

5. IlorpebHOCTH M 3amPOCHl KIIMEHTOB. BO3bMHUTE 3a TIPaBUIIO, YTOOBI HA BAITUX COBEIIAHUSIX
Bcerja Obliia MpescTaBlIeHa TOYKa 3PEHUS KIMEHTOB. BBl JOKHBI 3HATH CBOMX KJIMEHTOB JIy4IIe,
4eM KTO-JIN0O0 IPYyToi.

Crparernyeckas mporpamma, KOTOPYIO HPOBOJSIT KOHCYJIBTaHTHI MOEW KoMMaHuu [Service
Quality Institute], BoBJIeKaeT B IpoIIECC BCIO KOMITAHUIO, CBEPXY JOHM3Y. [IporpamMma HaunHAETCS C
M3YyYEHHS OIbITa KJIWEHTOB M TIOMOraeT pa3paboTaTh CTPAaTEeTHd W TaKTUKH, IO3BOJISAIOLINE
MOBBICUTH KAYECTBO 0OCTYKUBAHUS.

S cunraro, 4YTO LENbIO CTPAaTETMHM CepBHCA JIOJDKHA CTaThb WMHCTUTYLHOHAJINM3AlMS,
«BCTpauMBaHUE B CHUCTEMY» IMPOrpaMMbl OOCITYXHBaHUS KIMEHTOB. Benp nonrocpouyHas, mpoyHO
YKOPEHMBILASICSI B KOPIIOPATUBHON KYJIbTYpe MporpamMma Hy>KHa JIH000H KOMITaHUH.

OpHako MpeuMyIlecTBa, MPUHOCUMBbIE Kaue€CTBEHHBIM CEPBHCOM, OBICTPO HCYE3aI0T, Kak
TOJIBKO MPEKPAILAETCS WIH, YTO BEPOSTHEE, IOCTENIEHHO YracaeT akTHBHOE IPUMEHEHUE CTPAaTEeruu
cepBHca.

OO6cyXuBaHUE KIMEHTOB — 3TO HE pa3-/iBa, M BEUHBIN yCIleX rapaHTUPOBaH. DTO HE KAMEHb
Ha BEpIIMHE TOPbI, KOTOPBIA HAJIO JIUIIE CerKa MOJATOJIKHYTh, M OH MoKaTuTcs caM. OTHOCUTECH K
OOCITy’)KMUBAaHHIO KJIMEHTOB KakK K JOJTOCPOYHOM CTpaTerud HapaBHE C JAPYTUMH OH3HEC-
CTpaTErusiMi U B COOTBETCTBUU C CAMBIMH MPOJIBUHYTHIMHU YIIPaBICHUYECKUMU KOHIETIUSIMHU.

Crparerus cepsuca TpeOyeT HeociaadeBaromiel MPUBEPKEHHOCTH PYKOBOJICTBA M TIOIEPIKKU
NepcoHana B TE€YEHHE JJIUTEIBHOIO BPEMEHU — €CIIM Bbl XOTHTE, 4TOObI OHAa HE IpeKparliaia
TBOPUTH UyJieca JIOSUIBHOCTH KIIMEHTOB.

Bot Tpu BaxHeliMe 10ArocpoYHbIe CTpaTeruu ceppuca. Eciin XoTure, iX MOYKHO Ha3BaTh

MIO/IXOJIaMHU.

1. CepBuc kak ToBap. Y OOJBIIMHCTBA IMOKYyIaTejaeld HET HEOOXOJMMBIX 3HAHWMA, YTOOBI
IpaMOTHO BBIOpaTh TOBAp, HAIIPUMEP KOMIIBIOTEPHOE 00OPYAOBaHUE, aBTOMOOMIIb WIH O(UCHYIO
TexHUKy. OHHM XOTAT OBITh yBEpEHbl, UYTO B CJIy4ae BO3HHUKHOBEHHUS MpoOieM Moiay4yaT
TEXHUYECKYIO MOJIEPKKY U OOCITy)KUBaHHE.

2. Kimment — 710 60cC. DTOT IeBU3 BUCUT B KaXKI0M KaOnHeTe KkoMnanuu Bio-Lab.

3. T'apantusa HanexHocTtu. Hane)xHOCTh MOpa3yMeBaeT HEM3MEHHO KauyeCTBEHHBIH CEpBUC,
KOTOpBIN YIOBJIETBOPSIET BCE OXHUAAHUA BCEX KIMEHTOB Bce BpeMda. Koneuno, »to uaean. Ho
nporpamMma OOCITy>KMBaHHsI KJIMEHTOB IMOJBEJET Bac OJMke K 3ToMy uaeany. KimeHThl cuuTaroT
HaJIe)KHOCTh KIIIOUYEBOW COCTAaBIISAIONICH XOpomiero oOCTyKWBaHUsS, TOBOpUT Puyapn VYaiitiwm,
3aMeCTHUTeNb MpejcenatTens coBera aupekropoB Forum Corporation. Ho on mpenocteperaer: He
cTapalTech MPEeB30UTH ceOs U TapaHTHUPOBATh KIMEHTY TO, YTO BBl HE CMOXETE TOTOM BBITIOJIHUTD.



Bonee Toro, oH coBeTyeT: eciM Bbl MOXKETE€ BBINOJHHUTH PalbOTy 3a TpHU IHs, oOeriaiTe
clenarh ee 3a mATh. ECIIM MOTOM BBI ACWCTBUTEIHHO BBIOJHUTE €€ 32 TPH JHS, KIUECHT OyIeT «B
BOCXHUIIIEHUN»: K 3TOMY Bcerna crpemmics Komnou Yenmiep, koraa oH ObUT MpejceiaTeieM COBEeTa
mupektopoB Eastman Kodak. (XoTs ecnm kiauMeHTy BakHa CKOPOCTh, BO3MOXKHO, CTOUT BBIOpaTh
APYTyI0 TakTUKY.) Vnu ke, cCOCTaBisisl CMETY, He MOCTYMalTe TaK, KaK MOCTYMaeT OOJBIIMHCTBO —
He 3aHWkKaiWTe cymmy. Jlydmie 3aBBICBTE €€ — H «BOCXHINEHHE» KIHEHTa BaM Oyaer
rapaHTUPOBAHO, KOTJIa CYET OKaKETCsl MeHbIe cMeThl. KoHeuHo, 310 mokasyxa. [Toatomy, mpexae
YeM ee MPUMEHSTH, B3TJITHUTE Ha Hee Ti1a3aMH KIIMCHTA.

,Z[pyrne Ba’KHbI€ J0JITOCPOYHbIE€ CTPATEIrnn

1. HemennenHo pearupoBaTh Ha HEJOBOJLCTBO KIMEHTOB. XOTS HEMEIJIEHHAs peaklus Ha
HEJIOBOJIBCTBO KJIIMEHTOB — II€1h B OOIIEM-TO KpaTKOCpodHas. DToT (akT mpusHaeT Pudvapn
I'smropt, nupekTop mo obecreyeHHIO KadecTBa U paboTe C KIMEHTaMU KOMMIaHuu Armstrong
World Industries.

«JlonrocpoyHoii 11e1bI0, — TOBOPUT OH, — JOJDKHA OBITH OTJIQ)KEHHAsl CUCTEMa MOTYYeHHS
o0OpaTHOM CBSI3M OT KJIIMEHTOB, KOTOpasi 00ECIEYUT BaM peallbHOE MPEACTABICHUE O TOM, KaK Balll
MPOJYKT YJOBIETBOPSET HMX MOoTpeOHocTh». I[Iporpamma oOcCiTyXHBaHUS KIMEHTOB JaeT BaM
OTIUYHYI0 BO3MOXXHOCTh MOJJIEPKUBATh KOHTAKT C KJIMEHTaMH, YTOOBI YETKO IMOHUMATh HX
MOTPEOHOCTH.

2. KpaiiHe Ba)HO BBISBIIATH M UCTIPABISATH BCE, UTO MEMIAET paboTe BalluX COTPYIHHUKOB, —
Oyab TO 3aTpy/AHEHHAs KOMMYHHUKaIUs, [J10Xas JJIOTUCTUKA U T.1. Jlake ean KOMITaHUs He 3asiBIIsieT
O CBOCH OPHEHTUPOBAHHOCTH HA KJIMEHTA, OOJNBIIMHCTBO COTPYIHUKOB BEpSAT B BaJICHOCTh
XOpoILIero oocnyKuBaHus. 3a4eM ke BCTaBaTh y HUX Ha MyTH, HAlIpUMep, ¢ HAOOPOM HEPYILINMBIX
MpaBUJl, OTKJIOHEHHE OT KOTOPBIX CTPOTO Kapaercsi?

3. Crapatbcs yaepxaTh KIIMEHTOB, KOTOPbIE TOBOPST, YTO BCE B MOPSAJIKE, OHU JOBOJbHBI, HO
OLICHUBAIOT YPOBEHb BAIETO CEPBUCA KaK €Ba IPUEMIIEMbI MU HU3KUW. B 0gHOM U3 Onpocos
Forum Corporation 10Ji5 HEYCTOWYMBBIX KIHMEHTOB cocTaBmia Ienbix 40%! Xots st droam
TOBOPSAT, YTO B MPUHLIUIE OHHU JOBOJIbHBI, OHHU JIETKO YXOJAST K KOHKYPEHTaM, Y KOTOPbIX YPOBEHb
cepBHUca BHIIIIE.

B mocnenHue ronbl «I0ATOCPOYHBIE CTPATETUNY TOTEPSUIA OBUIYIO MOMYJSPHOCTh B 3aiax
3aceJaHuil COBETOB JUPEKTOPOB B CBSI3M C BOJHOW CHMsHUM. PyKOBOACTBO MNOHUMAET, 4YTO
CHIDKCHHE TPUOBUTM MOXET TPUBIEYh KOPIOPATUBHBIX peiaepoB. [losTomy oHEM craparoTcs
caenaTh NpUOBUTH «IIOXHUPHEE» M OCHOBHOE BHUMAHHUE YJENSIOT KPaTKOCPOUHBIM (PMHAHCOBBIM
pe3yiabTaTaM M SKOHOMHMH (CHMIKEHHUIO 3aTpar). OTOT HaBSI3aHHBIA YOII-CTPUT MEHTAJIUTET
O0OBSCHSIET, TOYEMY PYKOBOJCTBO OOJILITMHCTBA KOMITAHUA HECTTOCOOHO MOKEPTBOBAThH MPUOBLIBIO
CIIEYIOIIEr0 KBapTaja paadl JOJTOCPOYHBIX IeJIei, HalpuMep KauyeCTBEHHOTO OOCITY>KHWBaHUS,
KOTOpPO€ MOKET OBITh JOCTUTHYTO JIMILB IPU YCIOBUU J0JITOCPOUYHOM MPUBEPKEHHOCTH.

INTPUBEPKEHHOCTb PYKOBO/ACTBA

Kakumu Ob1 BaKHBIMH HU OBLITH CTPATETHs, 1IEJTH U CUCTEMBI o0ecrieueHus (MHppacTpyKTypa)
KaK OCHOBa IpOTrpaMMbI OGCJIy)KI/IBaHI/ISI KIIMCHTOB, BCA MpOrpaMMa 3aBAHCT, KaK IBCTOK 663 BOJBI,
0e3 KOpPIOpaTHBHON KYJIBTYpBI, KOTOpas IOAJIEPKHBACT €€, W 0e3 T'eHEepPaTbHOIO JUPEKTOPA,
KOTOPOMY — 3TO BHIMUT Ka)I(Z[bIﬁ COTPYAHUK — BaAXHO, I-ITO6I:I KIIMCHTHI 6BIJII/I JOBOJIBHBI HE€
MEHBbIIIE, YeM aKIIMOHEPHI.

Camas OyiecTsiIasi CTpaTerus MOXKeNTeeT Mo 00JI0KKOM apXUBHOM TAIKH, €CITU PYKOBOJICTBO
HE BEPHUT B IICHHOCTh KaUYECTBEHHOTO CEpBHCA M HE TOATBEPIKIAET CBOIO BEPY CIOBOM U JICIIOM.



PykoBOICTBO JOMKHO MPOIMOBEOBATH CEPBUC U TPeOOBATh CEpBUCA, ITOKA OH HE BOKIET B IJIOTh H
KpPOBb KOMIIQaHHH.

3amoMHUTE: «CepLe» MPEBOCXOHOTO CEPBHCA HAXOAUTCS B KaOUHETE pyKOBOAUTE !

B cBoeii kaure «Ctpacthb k coBeprieHCTBY» [Passion For Excellence] Tom ITutepe n Haucu
OCTMH mNUOIYT: «..B HAalleM TMPEACTABIEHUU pPYKOBOJIUTENb — JTO... JHAEP, 3aBOJWIIA,
BJIOXHOBUTEINIb, TPEHEP UYEMITMOHOB, BOCIHTATENIb TI'epOEB, CTPAHHUK, JIpaMaTypr, HacTaBHHK,
YUMTENb U TBOpEL». Bpsia I MOXKHO CKa3aTh JIydlle.

CoTpyIHHMKH TOJHKHBI YaCcTO CIIBIINIATE U BUIETh, KaK WX MPE3HUICHT, TIpeceaTe]lh COBETAa

JAPEKTOPOB U JPYrue TOI-MEHEMKEPHI IIPOaranfupyoT HEHHOCTH KaYEeCTBEHHOI'O CEpBUCA
U CIICYIOT CBOMM COOCTBEHHBIM COBETaM.

[IpucranpHOE BHUMaHHUE PYKOBOJICTBA CKOPEE, YEM TOPIKECTBEHHBIC PEUH WIIH | CTATHH II0

ClTydaro», TMPUHECET peajbHble TUIOABI. Pa3zymeeTcs, HayaThb MOXHO W CO CJIOB, HO CJIOBa
AOJDKHBI TOAKPCIIIATHECA ACIIaMU.

IMoaaepkaHUe MPUBEPKEHHOCTH

be3 HacToiuMBOCTH M ymOpCTBa NMPUBEPKEHHOCTh Oecroiie3Ha, — roBopuT Xapsu [ omy0,
OwIBIIMIA TIpencenarens coBera nupekropoB 1 CEO American Express. IlocTossHCTBO — BOT 4TO
BAXKHO.

Pa3zpaboraiiTe MexaHu3M [UId MOAJEP)KaHUS NPUBEPKEHHOCTH, HANPUMEP, PEryJspHbIE
3acelaHusl BbICHIETO pPYyKoBojcTBa. IlycTh Ha KaXKIOM 3acellaHud OJUH W3 TOI-MEHEKEPOB
BBIPA)KAET TOUYKY 3pPEHHUs KIMEHTOB. 3HAaHHWE W YYET HMHTEPECOB KJIMEHTOB JOJIKHBI CTaTh CaMo
co00i pa3yMEIOMMMHUCS JUIsl BCEX BaIllMX MEHEKEpOB. [ TaBHas IeNb TaKUX 3acelaHuid —
BOOJAYUIEBUTH Ballly YINPAaBICHYECKYI0 KOMAHAY U NOJJEPKATh €€ MPUBEPKEHHOCTh CTPATErMu
cepBHca, OOYYUTh METOJIAM peaTH3al[iy 3TON CTpaTeTuu.

B American Express cymectByeTr mnomoOHas mpakTtuka. CrnenuanbHas KOMHUCCHS 10
00CITYKMBaHUIO KIMEHTOB COCTOMT W3 KJIFOUEBBIX NPEICTABUTENCH BCEX OTNEIOB CIYKOBI IO
paboTe ¢ KIIMeHTaMH.

CrenuanpHasi KOMHCCHUS — 3TO WHGOPMAIMOHHBIN IEHTP, TAE JIOJU MOTYT OOCYIUTh
MpoOJieMbl, ¢ KOTOPHIMH CTAJKHUBAIOTCA UX OTHAEIbl. Takke OHM MOTYT MpOaHaTIU3UpPOBATh
3HAUEHHUE ITUX MPOOIEM IS KOMITAHUU B I[EJIOM.

Koprnopammst IBM He nepectaer BOMBaTh B TOJOBBI CBOMX COTPYJAHHKOB MBICIH O TOM, YTO
1[elb UX paboThl — YIOBJIETBOPEHHE KIMEHTOB. [locie mpomaku ee COTPYIHUKH TPOJOIIKAIOT
MPOSIBJIATh K KIMEHTAM TaKOe K€ BHUMAaHHME W MHTEpEC, KaK /10 3akitoueHus caenku. Xors IBM
aKTUBHO 3aHUMAETCs NPHUBJICUCHUEM HOBBIX KIMEHTOB, €IIE AaKTUBHEE KOMIIAHUSI CTapaercs
YAEPKATh TE€X, KOTOPBIE Y HEE UMEIOTCS. DTO U €CTh IIPUBEPKEHHOCTh PYKOBOJCTBA B JACHCTBUU.

Msl cornacesl ¢ MaiikiaoM JlypuKOM, HUCIOJIHUTEIBbHBIM BULE-TIPE3UIEHTOM IO KaJpam
kommanuu The Limited Stores, Inc., KOTOpBIM Tak TOBOPUT O HEMOKOJIECOMMOW MPUBEPKEHHOCTH
pykoBojcTBa: «IIpuBEpKEHHOCTh — 3TO CO3HATENIBHOE yCHUJIME, KOTOPOE HAYMHAETCS HABEpPXY U
TpeOyeT MOCTOSIHHOTO TMOAKPEIUICHUS, B TOM YHCJE MOOMIPEHUS OTIUYMBILUXCS COTPYTHUKOBY.
«ITocTosiHHOE TOAKPEIUVICHUEY» TMOJAPa3yMEBAET PEryISPHYI0 KOPPEKTUPOBKY CEpBUCHOTO IjIaHa,
HEIPEPBIBHOE €r0 COBEPIICHCTBOBAHNE.

Kaxnpiii pa3, korma Bel OyJeTe€ COMOCTAaBISATH IJIAH C peadbHBIM TOJIOKEHUEM JIe, BaM
MPUETCS BHOCUTH Kakuennbo usmeHeHus. [IpuBeTcTByiiTe nX. DTO 3a10T HEU3MEHHO BBICOKOTO
YpOBHSI 00CTyKUBAHUS.

H3o0/1A1M1 pyKOBOACTBA



M3oms11s — 3T0 MojHAasi MIPOTHUBOIIOJIOKHOCTh NPUBEPKEHHOCTH. K coxkaneHuto, u3onauus
pacrpocTpaHeHa KyzAa OoJjibllle, Ye€M IPUBEPKEHHOCTb. 3ayacTyl0 PYKOBOJCTBO OTOPBAaHO OT
IIOBCEIHEBHOM JEATEIbHOCTH, KOTOpask CO3aeT PEIyTALMI0 KOMIIAHUH KaK MECTa, I1€ XOPOILO UIU
IUI0XO 0OCTYKHBAIOT KIIMEHTOB.

Kennery bepuxapary, mnpenogaBatento Ou3Heca B yHUBepcuTeTe mTara JKopmxus,
JIOBEJIOCh MCIBITaTh Ha cebe, 4TO Takoe W30JsIus pykKoBojicTBa. B 1983 1. oH BMecTe ¢ ceMbeit
nepeexall B bBOCTOH, MONMy4uB MpENIOKEHHE IIPOYUTaTh Kype Jekuuil B l'apBapackom
yHuBepcuTeTe. OT4asBUIMCH 110 OOBIYHBIM KaHajlaM PELIUTh MPOOJIEMBbl C KPYITHOW TPaHCIOPTHOM
KOMIIaHUEH, MEepEeBO3UBLIEH ero BemM, bepHxapAT mo3BoHma ee npe3uaeHTy. OH npeacTaBuiICs
cekpeTapro kKak npogeccop ['apBap/ICKOro yHUBEpCUTETa, U Ta IOMHTEPECOBAIACH, 3BOHUT OH IO
pabote unu no nuuHomy aeny. Korma bepHxapar oOBsICHUI, YTO Y HErO BOZHUKIM NMPOOJIEMBI C
Ipy34MKaMu, CeKpeTaphb ckazana: «Ho nmpe3naeHT He pasroBapuBacT ¢ KIIMEHTaMmI.

Bot uro bepHxapaT roBoput o BbICHIEM pyKOBOACTBE: «OHHU HE XOJAT B Mara3uHsl. Eciu oHn
JeTalT, TO Ha KOPIOPATUBHBIX CaMOJIETax, a €34T B CIyXeOHbIX auMmy3uHax. OHM camu He
OpOHHPYIOT HOMEpA B OTEJSIX M HE 3alOJIHAIOT perucrpauroHubsie Gopmel. [lopoii nake mogapku
Ha PoxecTBO UIsl HUX NOKYIaeT cekperapsb. M yx, KOHEYHO, OHM HE CUSAT IOMa U HE XKAYT, KOTAa
OPUIET MacTep YHMHUTH TEJIEBU3UOHHBIM Kalemb». « OONBIIMHCTBO M3 HUX HUKOTIa HE
pasroBapuBaeT ¢ KimeHTaMu». bepaxapar npojosmkaer: «Koraa Beiciiee pyKOBOACTBO 3a00TUTCS O
CBOMX KJIMEHTAaxX, Bbl HE HaWJeTe B KOMIIAHUU HU OJHOIO COTPYAHHMKA, KOTOPBIM OTKAXKETCS BaM
IIOMOYb.

Kak npeaoTBpaTHUTb U30JIALNIO

Hexkoropsie kommanuu, Hanpumep IBM, 00s3bIBaloT cBOMX TOM-MEHEIKEpoB He MeHee 30
JHEW B TOAY IMOCBSIIATh HEMOCPEACTBEHHOMY oOmieHuto ¢ kiaueHtamu. Korma PoGept TayHcenn
ObUT MPE3UIEHTOM KOMIIAaHUU AViS, €r0 TON-MEeHEeKEePbl KaX/IbIil TOJ OJIHY HeJIeI0 MPOBOAMIN Ha
JOJDKHOCTSIX, CBA3AHHBIX C OOCIY>KMBAaHHEM KIMEHTOB. MEHEKephl ee KOHKYPEHTa, KOMIaHUU
Hertz, nomxHbl OoIuH Mecsll B Trofy pabotath 00K 0 OOK C PSAOBBIMU COTpyAHHMKamH. Takas
MPaKTHKAa 0COOEHHO PAaCIpOCTpaHeHa B TOCTUHUYHOM OM3HECe U TypU3Me.

[TpuBepxkeHHOCTH TBOPHUT uyaeca. Oquaxasl Posmapu ['peko, B To Bpems npe3uaeHT Fidelity
Bank B ®unanenshuu, cama mo3BoHUIA KIMEHTY-TIEHCHOHEPY, Y KOTOPOTO BO3HUKIIM CEPbE3HbIE
MpoOJIeMbl C BBIUCKONM C HMHIMBUIYaJbHOTO TEHCHOHHOro cyerta: «OH ObUI MPEUCIOIHEH
OnmarofapHoOCTH. A s TOJNy4WIa BaXKHBIH YpOK: BCerja JaBaiiTe 3HAaTh CBOMM KJIMEHTaM, YTO
PYKOBOJICTBO JIMYHO 3aHUMAETCS UX MpodIeMamMm».

YTO0 KaeT npUBEPKEHHOCTh?

Korna uckpeHHss MpHUBEPXKEHHOCTh M JIMYHBIM TpUMEp PYKOBOAMTENEH MPUHOCAT CBOU
IJI0Abl — IMPUBCPKCHHOCTL Ha YPOBHC Bcel KOMIIaHUH, TOT'Jda Ka)KI[BII\/'I COTPYAHUK HAYHUHACT
MHCTUHKTUBHO MCKaTh 3JIEMEHT CEpBUCA BO BCEM, UTO OH JefnaeT. Bormpoc, «kak MOXXHO BBIMOJIHHUTD
3Ty paboTy Tak, 4yTOOBI yIOBIETBOPUTH WHTEPECHl KIMEHTA», HAINPaBIsAET BCE UX PELICHHUS U
JIEUCTBUSL.

Ecmu PYKOBOJACTBO YCTKO AACT IMOHATH CBOUM COTPYAHUKAM, YTO OT HHUX OKHAACTCA U
Tpebyercs OBICTpOE, BEXJIMBOC W BHUMATEIbHOE OOCIY)KMBAaHHUE, PEAKHUA COTPYAHHK OyaeT
OTKPBITO  CONPOTHUBIIATHECS  MPHUHATBIM  YIOpPaBICHYECKMM  craHpapram.  lIpeBocxomHoe
o0cTy’)KUBaHUE CTAaHET HOPMOA.

Tak pokmaeTcss HEOOBIKHOBEHHAs, MOAYAC JIETCHIApHAsl PEmyTalus KOMITAaHWH, KOTOopas
MPOSIBIISIET «T€POU3M» B OOCIY:KMBAaHMU KIHMEHTOB. KiMeHThI He mpocTo ynoBieTBOpeHbl. OHuU



cuacTinuBbl. 1 MOTOMY NpH BCSIKOM yTOOHOM CiIydae PacCKaszbIBalOT 00 3TOW KOMIIAHWU CBOUM
APY3bsIM, IPUTIOMUHAS CBOU CaMble TFOOMMBIE HCTOPHUH.

KommanusM ¢ Takod pemyralnpeld MHOTo€ CXOAMT C pyK. KimeHTBHI He 3ameuaroT WiH
npomaT omuoOku. boree Toro, 3a4acTyio UM NMPHUITKUCHIBAETCS JIydlllee OOCTYy)KUBaHHE, YEM €CTh
Ha camoM jene. Ho Bce aTu HeoxunanHble O1ara 3apaboTaHbl UMHU.

HeT 06c/1y’kMBaHHUIO Ha CJI0BaX

Ectp mronu, xoTopble Ha MyOJMKE C MEHOW y pTa TOBOPAT O BAXXHOCTH KAayeCTBEHHOTO
cepuca. Ho mpu MHOUBUIYyaJdbHBIX OIMpOCax Te K€ JIOAM CTaBIT OOCITy>KMBaHUE KIMEHTOB B
CaMblif KOHEI] CBOET0 CIUCKA MPHOPUTETOB.

[Topoit OGbIBaeT, YTO «IIPEBOCXOJIHOE OOCITYKHBAHUEY PEKIAMHUPYIOT KOMIIAHUU, U TaJIbLIEM
HE

MOILIEBETIMBIINE PATU TOTO, YTOOBI XOTh KaK-TO MOBBICUTH CBOIO KYJIbTYpY OOCTY>KHBaHUS.
Bo3MOXXHO, OHM HE MNPEANPHUHUMAIOT HUKAKUX JEHCTBUH IMOTOMY, YTO [JIi TOTO YTOOBI
NEHCTBUTENBHO HAYYUTHCS MPEAOCTaBIATh NEPBOKIACCHBIA CEPBUC, HY)KHO HEMAJIO MOTPYAUTHCS U
BJIOXKHTDH CEPbE3HbIE JCHBIH.

OdeHb HEMHOTHE KOMITAHUU JIOCTHUIJIM MO-HACTOSIIEMY MPO(ecCHOHATbHOTO — BBICOKOTO U
CTaOUIBPHOTO — YpOBHsI 0OcTHykuBaHUs KiueHTOB. [lo moum manubM, 70% BCEX WHUIIMATUB B
o0nactu oOCITyXMBaHHUS KJIMEHTOB — IycThle cioBa. Jlrogu B oOIIEM-TO HE MpOYb MOBBICHUTH
Ka4yecTBO CEPBHCA, HO PEIIUTEIBHO HE JKEJIal0T BKIIAIbIBATh B ATO JICHBIU.

Bmecrto Toro utoObl BKIJIAIbIBaTh JIEHBI'M B CEPBHUC, KOMIIAHUM IEPEJMIIOBHIBAIOT YiKe
CYIIECTBYIOIIME TPOTPaMMBI, MpHUaBas UM BUJ OPHEHTUPOBAHHBIX HAa KIMEHTOB. BhIBaeT, 4TO
KOMIIaHUSI TPOMKO TPOBO3IJAIIAET HOBYIO «IIpOTpamMMy OOCITYKHBaHHUS KIHEHTOB», MOMPOCTY
nepeuMeHoBaB «OTtxaen xanob» B «Otnen nmo padore ¢ kiaveHTamm» uin «Ciyx0y coruanbHON
OTBETCTBEHHOCTH.

[IIupokoe pacmpocTpaHEHHE TaKOrO «OOCIY)KMBAaHUS Ha CJIOBax» IMOATBEP)KIAET
koHcantuHroBass gupma Achieve Global, koTopas ucciemnoBaia CHTyallMi0 ¢ OOCTY)KHBAaHHEM
kiueHToB Oosee ueM B 200 xopropanusx. [To cmoBam mpencraButens Achieve Global Ponanbaa
Jlroma, rccienoBanme Mmokas3ajgo, 4To «3Ta mpobdiieMa (I1oxoe 0OCITyKMBAHUE) BBI3BIBACT OOJIBIIIE
pPa3roBOpOB, YEM JIEUCTBUNY.

[Touemy? Hu onHa KOMmaHUs HE XO4YET MPOCIABUTHCA TEM, UYTO OHA IUIOXO OOCIY)XHBAET
CBOMX KIMEHTOB. [lo3TOMy, make eciM y KOMIIaHUU HET CEepPBHCA, OHA YTBEPIKIAET, YTO CEPBUC
MIPEBOCXOJIHBIM, B HaJEXJe, YTO CYIIECTBYIOLUIME U TMOTEHIMAIbHbIE KIUEHTHhl moBepsaT. Ho
MIPUBEP)KEHHOCTh JIOJDKHA OBITh HAacTOALIeH W UCKpeHHed. OHa He MOXKET OBITh JAEKOPATHBHBIM
(dacamom, WM MAPAXKOM, WIIH PEKIaMHON yioBKOU. Mim Omectsimei 00epTKO Ha CYIIECTBYIOITNX
nporpammax. K cokaneHuto, B Hallly JTHU 37I€Ch CIIUIIKOM MHOTO TIOKa3yXH.

Onpocsl — 3TO He CepBUC

Otenu, KIWHUKHA, aBHAKOMITAHWW, OaHKW M JPYrue KOMIAHUHM MPOCTO 3aCHINAIOT CBOUX
KJIIMEHTOB aHKeTaMM O KadecTBe oOcimyxkuBaHud. Ho s MHOrMX U3 HHUX Iporpamma
o0CITyKMBaHUS KJIMCHTOB HA 3TOM U 3aKaHYMBACTCS.

Ceromusi, Kyna Obl BBl HHU B3IJISIHYJIM, BBl YBHAWTE OOCTYXHBAIOIIUN TEpPCOHAT C
MPUKOJOTHIMA Ha JallkaHax [HUJPKAKOB 3HAYKaMH, TOPJO MPOBO3TJAIIAIONIUMU MPUMEPHO
cienymomee: «Mbl — IuAepsl M0 00CTy)XKUBaHHUIO KIMEHTOB». U «Mbl cTapaemcsy».

Co3pmaercst BIleUaTIIEHUE, YTO HEKOTOPBhIE MarasuHbl CHEIHMAIH3UPYIOTCS HAa O0CITYXKHUBaHUU
nycTeiMU cioBamu. [IpsiMo mepesn IIaBHBIM BXOJOM OHHM YCTaHAaBIMBAIOT KAaOMHKY € OpOCKOM



BBIBECKOHM, Ha KOTOPO# OonbIMMu OykBaMH HamucaHo: «OO0cmyKuBaHHE KIUEHTOBY. Crpocure y
CHJIAIIETO B KAOWHKE YENIOBEKa, YTO OH 37IeCh JIENIaeT, U BBl YCIBIIINTE: «3aHUMAIOCh BO3BPATOM
JIeHET, OOBSICHSIO JIFOSIM, TJIe OHH MOTYT HAWTH HYHBII TOBap, OTBEYal0 Ha BOIMPOCHL...»

OpmHaXIBI BEYEpOM 51 XOTEJ KYIMUTh IIWHBI B MarasuHe pacnponaax. Ho mpomaBma HUTIE He
obuT0. Sl TpU paza mompocui yenoBeka B KabnmHke «OO0CIy)XHBaHHE KIIMEHTOBY BBI3BATh MPOJIABIIA
10 TPOMKOM CBsI3H. 51 BoceMb pa3 HaXkaJl KHOIIKY 3BOHKA. HakoHeIl OTKy1a-To MOSBUIICS MPOJIABEII,
YTOOBI TOMOYb MHE ITOTPATUTh MOU JCHBI'H.

3ayacTyro BHJHO HEBOOPYKEHHBIM TJ1a30M, YTO TPUBEPKEHHOCTh PYKOBOJICTBA KOMITAHHMA
00CITy’)KUBAaHHIO KIIMEHTOB — BCETO JIHMIIb BHJIUMOCTh. ToI-MeHepKep KpYyMHOro OaHKa TopJo
pacruchiBajl CYIIECTBYIOIIYIO Y HHX CHUCTEMY TOOIIPEHHUs COTPYIHHKOB 3a 3aCIyTH B OOJIACTH
NpoAaX W OOCTYXMBAHMS KIMEHTOB. 3a BBICOKHE MPOJAXH Iojarajach JEHEeXXHas MpeMus, 3a
Xopoliee 00CITyKUBaHUE — 3HAYOK.

[TooOHBINE KOHTpAcCT B XapakKTepe BO3HATPAXIEHUS MHOTOE€ TOBOPUT COTPYIHHMKAM O
IIEHHOCTSIX PYKOBOJCTBa. KakoB pesynbratr? Bpsin inu mepcoHan 3Toro 6aHka OyaeT BOCIPUHHUMATD
BCEpbE3 CIIydaifHble HAIIOMHHAHUS O TOM, YTO «C KJIMEHTaMH HYXHO OOpaIlaThCs Tak, Kak Bbl ObI
XOTEeJH, YTOOBI 00PAIIATUCEH C BAMUY.

Cisioransl 1 cepBUuC

Kommanun nro0sT cioransl u go3yHru. Delta Airlines 3arnana ce0st B yroJi, Korjaa 3asBHia;
«Delta roToBa, Korma roToBel BbI». To ke camoe caenana cerb oreneil Holiday Inn cBoum
cinoranom: «["apantupoBano. be3oroBopouHo». OTH KOMHaHUHM Kak OYATO MHpPU3BIBAIM BEYHO
HE/IOBOJIbHBIX, TpPEOOBAaTENbHBIX BOPYYHOB, M OHHM HUX TMONy4yWsid. B KOHIlE KOHIIOB OHHU
MEPEKITIOUUITUCH HA MEHEe TPOMKHE JIO3YHTH.

Kak-To pa3 s ocranoBmics B orene Holiday Inn B Heiinnce (mrar ®nopuna) u nmonpocuit
NEKYpPHOTO aJIMUHUCTpaTopa pa3OyauTh MeHs Ha cienymomee yrpo. Ho yTpoM MHe HUKTO He
MO3BOHWII, U sl IOMHTEPECOBANICSA Y JISKYPHOTO aJIMUHHCTparopa, noyemy. OH uTo-TO OGOpM™MOTAal,
MSIMJIWJI, HO TaK W HE OTBETWJI Ha MoW Bompoc. Hakonen s Hamen ympasisiomero. TOT ynpsamo
OTpHLIAJT, YTO OTEJNb MOT COBEpUIHTh OImMOKY. «I'apantupoBaHo. be3zoroBopouno»?! Bombiie
MOX03K€e, YTO OTTOBOPKU TapaHTHPOBAHBI.

OdeHb 4YacTO MOYKHO YBMJIETh PE3KOE PACXOXACHHUE MEXAY CIIOTaHaMHU, IPUIyMAaHHBIMHU
CHelHaMCTaMi 10 peKJiaMe, U pPeaJTbHOCTbIO, CO3JaBacMON OOCITYKMBAIOUIUM I€PCOHATIOM.
CroraHnbel MOTYT 3aBECTH KOMITAaHUIO B JIeOpH, AaJieKHe OT peasibHBIX perieHuil. Croransl 1 Opockas
peKjamMa CO3/al0T y KJIMEHTOB BBICOKHE OXUIaHHUS. Eciu 3T OXuIaHUs HE COBHAAAIOT C
peanbHBIM  OOCITY)KUBAaHUEM, IOCIEACTBUSMHU CTAHOBSTCA IOTPAUYEHHBIH BIYCTYIO PpEKJIaMHBIH
OIO/KET M YTPaTUBILINE WITIO3UU KIIMEHThI, KOTOPbIE YXOAT K KOHKYPEHTaM.

Takue womnanum, kak Holiday Inn, gomkspl nubGo0 THIaTeNhbHO 00y4aTh W PETYISPHO
HallOMHMHATh CBOUM COTPYAHHKAM, KaK HY)KHO IPETBOPSATH B )KU3Hb CIIOTAHbI; JIN0O BHIYEPKHYTH X
U3 CBOMX PEKJIAMHBIX IPOCIIEKTOB U IPE3EHTALNOHHBIX MATEPHAIIOB.

Bce xoMmanuu — OT TpaHCHAIIMOHATIBLHON KOpIiopauu 10 GOTOCTYIUN Ha YTy — JOJIKHBI
IIOHUMAaTh, YTO KAa4ECTBO MX OTHOLIEHWH C KJIMEHTaMHM HE YJIy4LIMTCS Jullb nortomy, yto CEO
MPOM3HEC IJIAMEHHYI0 peyb, B KOPIOPATHMBHOW Tra3ere OMyOJIMKOBAalM TPU CTAaTbU WM Haj
KaCCOBBIM aIlnapaToM noBecuin Tabianuky «Knuent — Hamr 60cey.

[TpaBUIBEHBIM TTyTEM TOIIIA CETh CylepMapkeToB Bruno's co mtab-kBapTupoii B bupmunreme
(mrat Anabama). HeiHe mokoiinbiii AHmxkeno bpyHo, ObIBIINIA MpejiceaTeNlb COBeTa JUPEKTOPOB,
c/eag KOMIIAaHUIO OJTHOM M3 CaMbIX YCTOWYMBO peHTabenbHbIX po3HWYHBIX ceTeit B CILIA. Tappu
Bpeccnep, MCHONHUTENbHBINA BHUIIE-IPE3UCHT PEKJIaMHOTO areHTcTBa Steiner, Bressler &amp;
Zimmerman, KOTOpPBIH 3aHUMAJCS TMPOEKTOM Bruno's, NpemIoXuil KpymHYI pPEeKIaMHYIO
KaMIIaHUIO C aKIEHTOM Ha CEPBHUC U JPYXKETIOOHBIH, KBATU(HUIMPOBAHHBIA MepcoHAN. DTO ObUI
MYJIpBIN IIar, Y4uThIBasi TOT (akT, 4To Bruno's y)xe JoMHHHpOBalla Ha phIHKE Ojaroaaps HU3KUM



LIEHAM.

Ho camMbiM MyzapbeIM miaroM ObLIO pelieHHe OOY4YHMTh BECh IMEPCOHAN Iepe HaydaloM
peKIaMHOMI

KaMnaHuM. Bruno's xoTtena OBITH yBepeHa, 4TO OHA CMOKET JaTh IOKYIMATENIsAM TO, YTO
cobupanack moobemare, MOATOMY KoMIaHus npuriiacuia Hac [Service Quality Institute], B Bruno's
MBI POJIEMOHCTPUPOBAIIN, YTO 3aTpaThl HA 00yYEHHE BCEX COTPYJHHKOB HaBbIKaM OOCITYKUBAHUS
KIMEHTOB COCTaBIAOT 1-5% pexnamuoro Oromkera. Eciam  KoMmaHus —MO-HAcTOSILEMY
OpPHEHTUPOBaHa Ha 00CIyKMBaHHUE KJIMEHTOB, OHA CIIOCOOHA «3aBJIaJI€Th» CBOUM PHIHKOM.

[lonayanmy HM OJUH M3 KOHKYPEHTOB Bruno's He MOHsUI MOIIHEWIEro BO3AECUCTBUS
KayeCTBEHHOI'0 OOCIIYy)KMBaHUSI — OOCIIaHHOTO M MpeAoCTaBisieMoro. JIumsp yepe3 1Ba roja OHU
MOCTENIEHHO HauyalM TEepeHHMaTh 3Ty cTpareruto. Ho 3asBUTH, YTO BBl XOpPOIIO OOCIY>KHUBAeTe
CBOMX KJIMEHTOB, M pa3 B TOJ DPa30ciIaTh NEPCOHAIYy MEMOPAHAYM O BA)KHOCTH Ka4€CTBEHHOI'O
CepBHUCa SIBHO HEJOCTATOYHO, €CIM BBl XOTUTE CHENaThb CEPBUC HEOTBEMIIEMOM COCTaBIAIOLLEH
KOPIIOPaTUBHOMN KYJIBTYPBI.

S 3ameTmi, 4YTO KOMIIAHHWH, KOTOpPbIE TpOMYE BCEX PEKIAMHUPYIOT JpYXKeTOHOe,
BHUMATEIbHOE OOCITYy)XMBaHUE, pEXE BCEro €ro IpeloCTaBIsIIOT. PeanbHOe KayecTBEHHOE
00CITy>)KUBaHHE — JIYUIIHH PEKIaMHBIN areHT.

Bk/1agbiBaiiTe J€eHbI'M B TO, 0 Y€M rOBOPUTE

3HaKOMBIE TOI-MEHEKEPBl SHEPIMYHO KHBAIOT T'OJIOBOM B 3HAK COTJIACHs, KOTJIa UM TOBOPST
O BaXXHOCTH KauyeCTBEHHOTO CEpBUCA JJIsi MOBBIIICHHS JIOSUIBHOCTH KJIMEHTOB M YBEIMYEHUS
o0beMa mpojax u npudsUieil. Ho B MOMEHTHI 3aTUIIbs, TOCIE CyMaTOXH TPYIOBOTO JIHS, OT HHUX
MOKHO YCIIBIIIAaTh, YTO OOCITYXMBaHHE KJIMEHTOB — 3TO 3aMeyaTelIbHO, HO HE HaJa0 TPaTUTh Ha
HEro MHoro jeHer. KoMnanuu po3HUYHONM TOProBIM MOYEMY-TO OCOOCHHO HEOXOTHO BKJIQ/IBIBAIOT
JICHBI'H B 0OYYEHHE CBOETO NIEPCOHaa 00CTyKUBAHUIO.

Otoli 00JIe3HBIO CTPAAIOT MHOTHE KOMIaHWU. HelaBHO Mpe3uaeHT OJHON M3 KPYMHEeHIInX
aMEpUKAHCKUX KOMIBIOTEPHBIX (PUPM KpPAaCOUYHO >KMBOIKCAT B MHTEPBBIO OTPACIEBOMY H3JIAaHUIO
CBOIO NMPUBEPKEHHOCTh 00CTYKMBAHUIO KJIMEHTOB. [103TOMY s Hamucan eMy MUCbMO M TPEATIOKHUIT
BCTPETUTHCS, YTOOBI 0OCYIUThH CTPATErHio cepBrca. Uepes Kakoe-TO BPEMsI €r0 CeKpeTaph COOOIIUIT
1o Tesie()oHy, YTO UM ITO HE HYKHO.

«MHoOTrve KOMIaHUM TPaTIT OrPOMHBIE CYMMBI JIEHET Ha MPUBJIEYEHUE HOBBIX KIHEHTOB, HO
TeX, KOTOpble y HUX YK€ €CTh, 00CIYXHBAIOT JHIIb PEKJIAMHBIMU CIOTaHaAMH, — MHUIIET bproc
Bonmxkep, ObiBIIMIT pegakTop xypHaia Incentive. — BONMBIIMHCTBO PYKOBOIUTENIEH 3asBISIOT, UTO
MX KOMIIAHWU CTaBAT Xopoluee 00CITy)XKMBaHUE BO TJIaBy yIJia, HO CKOJBKO JICHET U BPEMEHH TOIl-
MEHE/P)KEPOB OHU peajbHO BKJIAABIBAIOT B OOCTYy)XMBaHUE KIMEHTOB?» Bce OHM BBICTYMAlOT 3a
Xopoiiee 00CITy)KUBaHHE, TTOKa 3TO OECIUIATHO... WK JIEIIEBO.

Kommanust Achieve Global cooOmaer: «Mbl 0OOHApYXKHIIM, YTO TIEPCOHAN PEAKO O0YyYaroT
HaBBIKaM TPEJAOCTABICHHS CEpBHCA. 3aTpaThl HA CO3JaHHE KYJIbTYpHl OOCITYXMBaHHS B CPEIHEM
COCTaBJIAIOT 2,58 MOJUI. B pacyeTe Ha OJHOTO COTPYJHHKA B TOJ, 3TO CUMBOJIMYECKAs CyMMa IO
CPaBHEHHUIO C JECSITKAMU THICSY U JaKe MUJUTMOHAMH JIOJUTAPOB, PACXOAYEMBIX Ha JIPYTHE LIETN.

Service Quality Institute nmperaraet TpeXJIETHIOK TPOrPaMMY MOBBIIICHUS KYJIbTYPBI

OOCITy>)KUBaHMsI, KOTOpasi TO3BOJSIET OOY4YMTh BeChb MEpcoHan Bcero 3a 32-97 nosmi. Ha
yeloBeKa B TojA. B 1enoM kommaHusi JOKHA OBITh TOTOBAa BKJIA/bIBaTh B OOYYEHHE CBOETO
nepcoHana okosio 100 gosu1. Ha yenoBeka B rol.

Cnpocute cebs: «ComoctaBuM OMOJDKET HAIIed MporpaMMbl OOCITY)XKHBaHUS KIHWEHTOB C
pPEeKJIaMHBIM ¥ MHBECTUIIMOHHBIM Orojxeramu?y U eme: «KakuM o0pa3oM Hallu TON-MEHEIKEPHI
Y4acTBYIOT B MporpaMmax, HalpaBiIeHHBIX Ha YIy4YIlIeHHE OTHOIIEHUH ¢ KiIueHTamu?» 1 Hukorga
HE CIBIIIAN O CTaplIeM BHIE-TPE3UJIeHTe M0 OOCITY)KHBAHUIO KIUEHTOB. XOTS B JIIOOOWH KPYIMHOU
KOMITAaHUHU UMEIOTCS BUIIETIPE3U ICHTHI [0 MAPKETUHTY, (PMHAHCAM, TPABOBBIM BOIPOCAM U T.J.



IlycTbie 06emaHuA: 00paTHbIN 3¢ PeKT

B cmywae cepBuca mycrteie oOemaHus HE TOJBKO OECIOJE3HbI, HO W BpeaHbl. [louemy?
HOTOMy YTO KIIMCHTBI BUJAT MPUTBOPCTBO U HCTOJKOBBIBAIOT €r0 KaK CO3HATCIBbHYIO IIOIIBITKY
o0MaHyTh uX. YacTo OHM OTBEYAIOT TEM, YTO COKPAIIAIOT KOJIMYECTBO CIIEJOK C KOMIaHHeH Hin
YXOJAT K KOHKYPEHTaM.

BcnomunTe m3pedenne ABpaama JInakombpHA: «MOXHO OOMaHBIBaTh HEKOTOPHIX JIFOACH BCE
BpEMSI, BCEX JIFOJICH HEKOTOPOE BpeMsi, HO HEBO3MOKHO OOMaHBIBATh BCEX JIIOJIEH BCE BPEMSI».

Jlromu, KOTOpBIX BBl HE CyMenud oOOMaHyTh, pa3HECyT BeCTh 00 OTBpPaTUTEIHLHOM
00CITy>)KUBAaHHH B Balllell KOMITAHUH 110 BceMy cBeTy. Ha pajocTs BalmmM KOHKYpEeHTaM.

Pazpabotka u peanusanus CepBHCHOTO IUIaHa TPEOYIOT HCKPEHHEW NPUBEPKEHHOCTH
PYKOBOJICTBA, JOJTOCPOYHOM CTPATErMH M MOCTOSIHHBIX YCHIJIMH IO YIIYYIICHHIO OOCITY>KMBaHHUSL.
[Ipupona cepBrca TakoBa, 4TO €CJIM Bbl aKTUBHO HE CTAPAETECH CAENATh €0 Jy4lle, OH CTAHOBUTCS
XYXKe.

Urto eme TpeOyeTcs mis KadecTBeHHOro cepBuca? Opranmzamusa. OTo Oyaer Temou
CHEAYIOUIEH TJ1aBbl.

I'nrasa 4. Co3daem cmpykmypy

KAK 10CTHUYb PE3YJIbTATA

Ilens OM3HECA — IPUBIIEYB U yACPKaTh KINCHTOB.
Ilumep /[pyxep, KOHCYIbMaAHmM RO 60RPOCAM YRPAGIECHUSA

Kaxxnprit pa3, mepecTymasi mopor Balleil KOMITaHUH, KIMEHT Kak Obl 3a/1aeT BOMPOC: «A 4YTO
BBl MOXETE€ MHE CEroJHs MPeIokKUTH?» M B mHTepecax 000 KOMIIAHUU CO3[AaTh CHUCTEMY
00CITy’KHBaHUS KJIMEHTOB, KOTOPasi IOMOKET Ha HETO OTBETUTb.

I'oBoputr Ctbio Jleonapa-mmammuii, ynpasnstonmii cetu Stew Leonard's: «Hu omgun
MOKYyIaTeNbh HE 3aXOAUT K HaM B Mara3uH ¢ MbICIbIO: "UeM s Mmory ObITh mone3eH Stew Leonard's?"
Her, on nymaet: "W uto xe Stew Leonard's ceronus cnemaer mist meHs? [lycts Toiapko mompoOyer
HE C/eNIaTh TOTO, YTO 5 X04Yy, W s croAa Oosbiie HU HOroi'". U s He BUHIO 3a 3TO MoOKymnareneid. A
MOYeMy OHU JOJIKHBI TyMaTh UHAYE?)

Wnes, kak TOBOPUTCS, BIIOJHE SICHA.

lactponomer Stew Leonard's w3BeCTHBI MWJUIMOHAM. DTO y HHUX Teped BXOAOM CTOST
IPaHUTHBIE TJIUTHI C BICEYEHHBIM TEKCTOM:

ITpaBumiio Ne 1: KnneHt Bcerna npas.

[TpaBuno Ne 2: Ecnu knueHT Henpas, nepeunTtait [TpaBuiio Ne 1.

[lenp opraHM3allMOHHOTO IUIAHUPOBAHUS MPUMEHUTEIBHO K OOCITY)KHBAHUIO KIMEHTOB —
JOCTHKEHHE CTaOMJIBHOTO KauecTBa cepBHca B MaciuTabe Bced KkommaHuu. JlBa napyrux
00s13aTeNBHBIX YCIOBUS — OTKPBITAsl MPUBEPKEHHOCTH BBICIIETO PYKOBOJCTBA UCKIIOYUTEILHOMY
00CTyJIIIIBAaHMIO TUTFOC OOIIIEKOPIIOpaTUBHAS KYJIBTYpa 00CTyKUBaHUSI.



HEHTpaJII/IBOBaHHaH OTYETHOCTDb

[IpenBecTHUKOM OyaymIero MOXHO Ha3BaTh MOJpA3AeleHUE JIIEKTPOMOTOPOB KOHIIEpHA
General Electric, koTopoe NpPOWU3BOAUT IMIMPOKUH ACCOPTUMEHT DJIEKTPUUYECKHUX JBUTATEICH.
Opranu3oBaHO OHO TaK, YTO O BCEX acCMeKTax MPOU3BOJCTBA, AUCTPUOYIIUU U IMOCICIPOJAKHOTO
00CITy’KMBaHUs BCETO aCCOPTHUMEHTA MPOJYKIIUU OTUUTHIBAIOTCS HAIIPSMYIO NIEpe]l TUPEKTOPOM 10
CCPBUCY. He otuntriBaeTcs nepea HUM TOJILKO OTACIT IPOJaK.

Teppu T'ayu, Oompmryro dacTth cBoedd kapbepbl B GE mocCBATHMBIIMI MapKeTHHTY |
pa3paboTkaM, OJHO BpeMs paboTand JUPEKTOpoM 1o cepBucy. OH TOBOPUT: «JIOIU MOJKHBI
MOHSTH, YTO CETOAHS KaueCTBO OOCITYXMBaHHs KIMEHTOB O3HA4aeT He TOJBKO TO, KaK OBICTPO BBI
oTBeuaeTe Ha Tese(POHHBINM 3BOHOK. JTO MOHATHE BKIIOYAET Ka4eCTBO MPOIYKTA, CBOCBPEMEHHYIO
JIOCTaBKY, OT3BIBUMBOCTH K jkajlo0aM, MOCIENpoAa)kHOE OOCIy)XHBaHHE... KOpOUe TOBOpS, BCeE.
OObenrHeHNe Pa3pO3HEHHBIX HANpaBIeHUH paOOThI TOJ] HAYaJIoOM OJHOTO MEHEKepa CIeNaio
OTHOIICHUS MEXIy paHee He CBSI3aHHBIMU OTJeslaMu 0oJjiee TECHBIMU M OTKPBITHIMU. OIHO J1e10
TOBOPUTH, YTO BBl KOHTPOJIUPYETE BCIO JIOTUCTHKY, U COBCEM JIpYroe — J0OUThCS, YTOOBI BCE, KTO
CBSI3aH C JIOTUCTHKOM, OTYMTHIBATIMCH MEPe]l OJHUM HauaJbHUKOM. Takas opraHu3aius paspyliaer
MPUBBIYHBIC KOMMYHHKAIIUOHHBIC 6apbepbl».

CepBuCHBII IUIaH, PEryJispHOEe OOy4YeHHE W pPa3BUTHUE HABBIKOB IE€pPCOHANa, MOTHBAIUS
MepcoHaNa, CTPOTHA KOHTPOJL COOJNIOACHHSI CTAaHJApTOB OOCTYXKUBaHUS, HEMPEMEHHOE
BMEIIATENILCTBO B CIy4yae CHU)KEHMsSI YPOBHSI CepBHCAa — BCE 3TO CIOCOOCTBYET MOAJIEPKAHUIO
HENU3MCHHO BBICOKOI'O Ka4€CTBa 06CHy)KI/IBaHI/I$I KIINCHTOB.

TpebyeTcsi: KOHCEHCYC

Eme onHo mpeuMmylnecTBo, KOTOpPOE JAaeT MpaBWiIbHAs OpraHu3alusi, — 3TO KOHCEHCYC,
€IMHCTBO MOJX0JIa, KOTOPOE CIYXUT OCHOBOM KaueCTBEHHOT'O OOCITY>KHMBaHHS BO BCEX YroJIKax
KOMITAaHUU TaK K€, KaK KOHCEHCYC JIOKUT B OCHOBE HJEH JIEMOKpPATHH B AMepHKe. DTO OOIIHiA
HACTPOW Ha yJIOBJIETBOPEHHUE MOTPEOHOCTEN M OXKUIAHUI KIMEHTOB. TaKkol HACTPOH BIUSET HAa BCE
peliCHUd — IMPUHHUMAIOTCA OHH 3a MNPHUIIABKOM Mara3mHa WJIHW 3a CTOJIOM 3ace;[aH1/n>'1 COBCTa
JTUPEKTOPOB.

UYepes HEKOTOpOE BpeMsl IOCIe BHEIPEHUS TINATENBHO pa3dpaboTanHoro CepBHCHOTO TIaHA
CEpPBUC CTAaHOBUTCSA Tpaauiumed. Tak mpoumsonuio B yHHBepMmarax Dayton's, oremsx Marriott,
kommnanusx IBM, American Express, Disney World, Maytag u Coleman Corporation.

[Toguac xopomiee 0OCTy)KHMBaHWE HAYMHAET J>XUTh COOCTBEHHOW J>XHU3HBIO. VMIMEHHO OHO
IIOMOTJIO

cetu yHuBepmaroB Dayton's B 1988 r. IlpenoTBpatuTh MOMBITKY MOTJIOMIEHUS. XOpoIias
pemnyTaius YHHBEpMaroB, Kak COOOIIAIOCh B Tpecce, CTajla TIaBHOW MPUYHUHOM, MO KOTOPOM
3aKOHOJATENbHbIE OpTraHbl IITaTa MUHHECOTa HAJIOKUIIM 3alpeT Ha CHENKY.

Korga Bcst cTpykTypa M opraHu3anus Balleil KOMIAHUM OPUEHTUPOBAHBI HA CEPBUC, BbI
MOKETe MPOCIEIUTh €ro MO3UTUBHOE BO3JEWCTBHE Ha O00BEM NpPOAaX. JTO M €CThb OCHOBHAs
npruynHa, MMO4YCeMy BCAYIIMC KOMIITAHHU [JCJIal0T CTOJIb CUJILHBIN AKICHT Ha CCPBUCEC. OH
CTUMYJIHPYET MPOJAXKH.

INECTb OPTAHHU3ALIMOHHBIX COCTABJIAIOIIHNX

Bor mectn OpTraHHU3allMOHHBIX COCTABJIIIOIINX, KOTOPBLIC ITO3BOJIAKOT KOMIIAHHMKW CO34aThb



MPOYHYIO 0a3y /Ui MPeJOCTaBICHHUS KaUeCTBEHHOTO CEpBHCA.
* Ctparerus. CepBUCHBIN I1aH.
* [IpuBepKEHHOCTh U HENOCPEACTBEHHOE Y4aCTHE BBICILIETO PYKOBOJCTBA.
* Xopo1o oOy4eHHBI 1 MOTUBUPOBAHHBIN 00CTY>KUBAIOITUI TIEPCOHAI.
» KauecTBO MpOYKTOB U YCIIYT.
» Hanimune nndpacTpyKkTypHhI.
» MeTo/1bI OIIEHKU KauyecTBa OOCITYKUBAHHUS.

CTPATEI'ud CEPBHUCA

[Tpexne Bcero, HEOOXOIUMO pa3pabOTaTh CTPATETHIO/TIONIUTUKY CEpBUCA, O YeM MOAPOOHO
roBopuiioch B riase 3. KimmeHrckas 6a3a cerMeHTUpPYeTCss — JAEIUTCS Ha TPYIIBI B COOTBETCTBHUU C
OKUJAHUSMH B OTHOIICHWU CEepBHUCA. DTO JaeT KOMIIAHMHM BO3MOXKHOCTH Oojee 3(h(HEeKTHBHO
YIIOBJIETBOPATh OXXKMJAHMSI BCEX KIMEHTOB, MPENOCTaBIssli UM HMEHHO TO OOCIyXHBaHHE IO
YPOBHIO, KAY€CTBY U THILY, KOTOPOE OHU OXKH/IAIOT.

Hanpumep, B 0HON KaHaJACKON KIMHHMKE CYIIECTBYET Takas IOJIMTHKA: e€clyd OOJIbHBIE B
COCTOSIHUM 3TO CJeJlaTh, TO UM pPa3pelIaeTcsi CaMOCTOSTENbHO HUATH B ONEPAI[MOHHYIO U 3aTeM
BO3BpAILaThCs B MOCJIEONEPALMOHHYIO NTAJIaTy, BMECTO TOr0 YTOOBI BE3TH UX TyJla U OOpaTHO Ha
karasnke. Kpome Toro, murarorcst 60s1bHbIE B O0IIEH CTOIOBOM, @ HE B CBOMX nanarax. [loromy uTo
UM TakK OOJIbIIIE HPABUTCS.

[TonuTuka Xopormiero oOcmyXHBaHUsA Tpeackazyema. KineHTH 3HAIOT, yero oxuaarb. U,
caMmo co0oil pazymeeTcs, X He CllelyeT Pa304apOBbIBATh.

KOMIIAHHA DELTA DENTAL PLAN OF MASSACHUSETTS

Oxunanust knueHToB kommanmu Delta Dental Plan of Massachusetts 3akperuiensl B
cneunanbHoi «l"apanTum copepiieHcTBa B obcmyxuBanun» (Guarantee of Service Excellence).
KoprnopatuBHbIM ¥ UHAMBHAYaJIbHBIM KJIMEHTaM BBIIUIAYMBAETCS 3apaHee OTOBOPEHHOE
BO3MEIICHNE, eClu OOCTy)XMBaHUE, KOTOPOE OHHU IOIYYarOT, HE YIOBIETBOPSET BBICOKHM
CTaHJapTaM, 3asBJIeHHBIM B ["apanTuu.

[IpoBens uccnenoBanust U coOecenoBaHus C (QOKyC-TPYyNIIaMU B OpPraHHU3aIUsAX, KOTOPHIC
BBIOMpAJIM CTpaxOBaHWE CTOMaToyiorudyeckux yciuyr, Delta Dental ompenenuna psig BaKHEUIINX
TpeOOBaHUM, MPEIBABISEMBIX K CTPaxXOBOW KOMITAHUU: KAYECTBEHHO pabOTaTh KaXKIbId [ICHB,
pa3paboTaTh MiaH OOCTYXUBaHUS M TapaHTUPOBATh €r0 HCIOJHEHHUE, MOJAKPENUTh TapaHTUIO
nenbramu. Komnanusa Delta Dental rapantupoBana cBOMM CTpaxoBaTelsiM BBINOJIHEHHE Beex | 5
KJIFOUEBBIX YCJIOBH, KOTOpPBIE BIIOCIEICTBUU ObUIM CBEJICHBI K 7:

* Muaumym 10% 5KOHOMHH TIO CTPaXOBBIM TPEOOBAHUSM B TEUECHUE KAXKIOTO rojia IeHCTBUS
CTpaxoBOro MOJHCa.

 OnepaTHBHOE U BHUMATEILHOE 00CITYKUBaHUE KITUEHTOB.

* bricTpast 00paboTKa CTpaxoBBIX TPeOOBAHUH.

« [TnaBusIif nepexon B Delta Dental.

* Hukakux cueToB Ha OCTaTKU OT COTPYAHUYAIOUINX JAHTHCTOB.

* TouHas u orepaTHBHAs BbIJa4a UACHTU(DUKAITMOHHBIX KAPTOUEK.

* OTYeThl 10 CTPAXOBOMY OOCITYKMUBAHHUIO.



Wutepecubiii MomeHT B mporpamme Delta Dental: cratuctudeckue
JIOKa3bIBAIOT, YTO PE3YJILTAThl XOPOILIETro 00CIYKUBAaHUS BIIOJHE OCSI3a€MBbI.

DELTA DENTAL PLAN'S
GUARANTEE OF SERVICE EXCE

ENCE

L

Deltat Dental Plan of Massachuserss is commisted o providing the highest level of service to all its customers.

Thar is why e have daveloped one of the imdustry's most comprehensive service guarantees. Our Guarantee of Service

Excellence guaranzees qualiey customer service in wrinnig and is backed by a comrehensive vefund policy.

I THe GUARANTEE: Minimum 10% Savings on
Massachuserts Claims over the Course of Each
Policy Year

These savings reflect the total dolkar value of
denvists' wsual and staved fees, which are not
balance hilled back to patients.

THE REFUND: Monetary credit given to the group
equal to the difference between [0% and the
lesser smount actually saved,

2. Trie GUARANTEE: No Hassle Customer Relations.

Delta Dental Plan will eicher resolve your question
immediacely over the phone or we guarantee

you an initial update within one business day and
continuous follow-up through to resolution.

T REFUND: $50 paid to the group per occurrence.

3. Tre GUARANTEE: Quick Processing of Claims.

During the course of a policy year, 90% of the
group’s clains will be processed accurately within
15 business days upon receipt of completed
claim forms.

THE REFUND: The administrative fee charged for
the group’s last month of service,

4. The GUARANTEE: Smooth Conversion as Defined
by the Group.

The criteria for cach group’s successful convenion
to Drelus Dental Plin is based upon a checklise tha
is mutually determined between the group and
Dela Dencal Plan,

THE REFUND: The administrative fee charged for
the group’s second month of service.

3. The GUARANTEE: No Balance Billing of Pacients by
Purticipating Massachusetts Dentlsts.

Patients who receive treatment for covered
services from u participating Massachusetts
dentist will not be inappropriarely billed.

THe REFUND: The group will be reimbursed
$50 per occurrence.

b. The GUARANTEE: Accumte and Quick
Turnaround of 1D Cards.

A complere snd accurate identificarion card for
each subscriber will be mailed to the group or
subscribers’ homes wirhin 10 business days.

Tie REFUND: $25 paid to the group per ID cand

7 Ti GUARANTEE: Management Reports.

At the group's request, three standand reporis
(one claims report and two utilization reports)
will be mailed to the group within 10 business
days following the end of cach month.

THE REFUND: §50 per late package paid
the group.

© DELTA DENTAL

Delta Dental Plan of Massachusetts

JaHHBIC KOMIIaHHUU



OTKpoOBEHHE AJISl TEX, KTO HE CUUTAET CEPBUC «HACTOSIIUM OU3HECOM», HE TaK JH?

MynapeiM marom co ctopoHsl Delta ObuTo 3amycTuTh CBOIO ['apaHTHIO COBEpIIIEHCTBA B
00CITy’)KUBaHHHM TOJBKO IOCJTE TOro, Kak BeCh MepcoHal OblT 0O0y4yeH HaBbIKaM M (uiocoduu
cepBuca (cMm. c. 98).

PoGeptr XaHTep, IOKTOp CTOMATOJIOTWH, MPE3UIEHT HEKOMMepueckoW opranHuzamuu Delta
Dental Plan of Massachusetts, TOBOpUT, 4TO IMEHHO TIIATEIbHAS TOATOTOBKA, MIPEANISCTBOBABIIIAS
3amycky ['apaHTuu, crajga TJIaBHOM NMPUYMHOW MHHHMMATBHBIX BBITUIAT — HMX pa3Mep 3a JIEBATh
MmecsieB 1990 r. coctaBun Bcero 1610 momt. B To ke BpeMs B GrojpkeTe OBIIO 3aJI0KEHO 75 THIC.
nomt.! Komnanuu gaxe NpuxoauiIoch 3BOHUTH KIMEHTaM, 4YTOObI Te MpU3HaIu coBepiueHHble Delta
Dental ommOku.

Korna XanTep npumen B Delta Dental Plan of Massachusetts, komnanust Haxoauinach B

KPU3UCHOUM cUTyaluu u Oopoisiack 3a BbDkuBaHue. B 1986 r. B Hell paboranmo Bcero 125
yenoBek. Ceromuss — 425. Ilo-moemy, MenkuM (upmam, BBIHY)XKICHHBIM KOHKYpPHPOBATh C
00JIBIIMMHU, XOPOIIO U3BECTHBIMHU KOMITAHUSMHU, CTOUT CJIEJIOBATh €€ CTPATETUH.

XanTtep npopabotan cromaronoroM 20 net, u koraa oH B 1989 r. npumen B Delta, y Hero He
ObUIO HUKAKOTO MPAaKTUYECKOro ombiTa B OusHece. B To Bpems nons Delta Ha priHke cocTaBisiia
10%. A ypoBeHb cepBHCa B CTPaxOBaHHH, [0 MHEHHIO XaHTEpa, BCErO Ha OJMH IIar omepexain
aBTO3aMpPaBKU C CaMOOOCITYKUBaHHEM.

Opnnax bl Ha T71a3a XaHTepy nonanack ctathsi Kpuca Xapra u3 ["'apBapckoro yHuBepcureTa,
MOCBSIIIEHHAss 0€3yCIOBHBIM rapantusM B chepe oOciyxuBanus. OH pemini BOCIOIb30BAThCS
3TUM METOJIOM, 4TOOHI BeIIENUTh Delta Ha oHe ee KOHKYPEHTOB.

Chauana koMranusi ompenenwia 27 o0nacTeil, KOTOpble OHAa CUMTajla Ba)KHBIMHU JUIS
kiueHToB. Ho, mpoBens uccienoBaHust ¢ (OKyC-TpyNIaMyd U MOOOIIABIIMCH C OPraHU3ALMUSAMHU,
KOTOpbIC BBIOMpAIM CTpPaxOBaHHWE CTOMATOJOTHYeCKuX yciyr, Delta oOnapyxkwuia, 49To ist
KJIMEHTOB 3HAUYMMBI COBCEM JIpyrue 27 obnacTeil.

B KoHIle KOHIIOB KOMIaHHsS BbLIECTWIA CeMb OOJacTed, MPUHIMIIHMAIBGHO BaXKHBIX IS
KIIMEHTOB, U OOBSBHIIA, YTO KOMIICHCHPYET KaXAYIO JONMYIIEHHYIO B 3THX paMKax OIMHOKy. JTa
rapaHTusi W pe3yiapTaTbl €€ MPUMEHEHMs] TMpeACTaBlieHbl Ha caidiTe Wwww.customer-
service.com/deltadental. OOpaTuTe BHUMaHUE, YTO CpPEeIU ITHX KIIOUEBBIX 001aCTEl KIMEHTHI HE
Ha3Basu 1ieHy. OCHOBHOE BHUMaHHE OHU YENIUIN KaueCTBY 00CITy)KHUBaHHUSI.

[Ipexne yem 3amyckaTh NPOTrpaMMy TrapaHTHH, IOPUCKOHCYNbT Delta mpoBen uccnenoBanue
10 BCEMY MHpY, HO HE Hallel HU OJHON CTpaxoBOW KOMIIAHWHU, KOTopas Jenajga Obl HEYTO
no100HoE.

C Tex mop kak Delta BBena cBoto ['apaHTHiO COBepIIEHCTBA B OOCTY)KWBaHWH, €€ JOJSI Ha
peiHke BbIpocna ¢ 10 mo 55%. B 2001 r. ee obobeM mpomax coctaBuin 430 MIH JA0MI., H
HEKOMMepuecKas opraHu3aius 3apadoTana npuosLUTs 30 MIIH A0

Hu ogun koHKYpeHT B Maccauycerce He nepeHsul ee ['apanTuio o6caykKuBaHuUs.

CepBuc — €IMHCTBEHHOE CTPAaTErHYecKoe OpyKHe, KOTopoe AacT BaM (opy MATb—IecsITh
JIET Ha BallleM pbIHKE. Eciau Bbl CHU3UTE LIEHBI HA OCHOBHOM MPOAYKT Win yciayry Ha 50%, aepxy
napy, 4TO BalllM KOHKYPEHTHI CHIENAalT TO K€ caMoe B TeueHHe cyTok. Eciau HauHeTe HOBOe
CTPOUTEIBCTBO, KOHKYPEHTHI CIENAIOT TO K€ caMoe B TeueHue 6-12 mecsues. Ho moueMy-1o HUKTO
HE KOMUPYIOT Ballly CTPATETHI0 CepBUCa.

Ecnu BBl XOTHTE CTATh TUAEPOM Ha CBOEM PBIHKE, TOOUTHCS POCTA JOXOA0B M MPUOBLIH, 5

MPU3BIBAI0 Bac pa3paborarh cTpareruto odcmyxkuBanus. Kaxasie mate et Delta Dental Plan
of Massachusetts yaBauBaeT CBOM pa3Mepbl; uepe3 IMATh JIET CTOMMOCTh KOMITAHUHU JIOJKHA
COCTaBHUTH | MIIpJT JTOJLI.

Ee xoaddunuent yaepkanus KIMeHTOB cocTaBisieT 97%. On cocraBisn Ob1 Bce 99%, ecnu
Obl KOMITAHUS HE YYHUTHIBaNa (UPMBI, KOTOPbIE MOKUHYJIU MITAT WIK O0AHKPOTUINCH. B 11emmom no
OTpaciii IPOLEHT yAepxKaHUs cocTaBisieT 89-92%.

Cerogust 60nbpmMHCTBO KoMnaHuit TpaTsaT moutu 100% cBoMX pecypcoB Ha MOUCK HOBBIX
kiaueHToB. [loTpatbre 5% Ha TO, YTOOBI yAEp)KaTh YK€ MMEIOLIUXCS, U BBl CMOXETe JOOUTHCS
TakuX ke ycrnexos, kak Delta Dental Plan of Massachusetts.



Pesynbrarel BHenpenus ['apantum BrnedarisioT. Jl0XOX4, KOTOpBIM IPUHOCHUT ['apaHTus,
HaMmHOTO TIpeBbImaet Te 1 344 070 moi., YTO KOMITAaHUS BBITUIATHAJIA 32 OJIMHHAJIATH JIET PaOOThI
no 3ToMy IiaHy. OueHb HEMHOTHE CEpPBUCHBIE KOMIIAHWHU JIOCTATOYHO YBEpPEHbI B cebe U Io-
HACTOAIIEMY BEpHBI UJEE CepBUCA, YTOObI MPUMEHUTH MOJAOOHYIO CTpPATETHI0 OOCTYKUBaHUS. Y
Delta Dental Plan of Massachusetts ona paboraer, moTOMy YTO KOMIAHHS BBIIOJHSET TO, YTO
o0eniaer, ¥ rOTOBA BKJIAJbIBATh B 3TO JCHBTU.

PocT 0oO6beMa mpogak ¥ CHIKEHUE M3CPKEK MHOTOKPATHO OKYIHIIM 3aTparhl Ha ["apaHTuio
COBEPIIICHCTBA B 00CIyXMBaHUM, TOBOPUT Tomac Padduo, crapmmii BuUlle-IPE3UICHT KOMITAHUH
Delta. On u PoGept XaHTep ObuIM TJIaBHBIMM MHUIMATOpPAaMHU Pa3pabOTKU U peaju3alMyd dTOU
CTpaTeruu.

Yepes roj nocie BCTyIuieHUs ['apaHTuu B CUITy KOMIIAHUS COOOIIHIIA, YTO CHIDKEHHE 3aTpaT
coctaBuio B cpenHeM 15% (Obuto 3arutanupoBano 10%). OtHeiHe 98% cTpaxoBbIX TpebOBaHUMN
oOpabatbiBasioch B TeueHue 15 nHell (mepBoHauyanbHO obemranock 85%, HO BHOCIEACTBUM LUDPY
yBenuumin 10 90%). B uncne 3acayr ['apantun Delta Ha3piBaet cienyromue:

* 20% wu3 589 THIC. HOBBIX YYacTHUKOB, KOTOpbIX Delta mpuoOpena Onaromapsi cBoeit
MepeI0BOM MHUIIMATHBE B 00JIaCTH OOCITYKHUBaHUS KIHEHTOB;

* 1890 HOBBIX rpynm;

* MIOBBIIIEHUE MPOIEHTA YAEPKaHUS KIMEHTOB 10 97%;

* COKpaIlleHUEe a]IMUHUCTPATUBHBIX U3EPKEK 3a CUET U3MEHEHUM, B PE3yJIbTaTe BHEAPECHUS

["apanTm coBepiieHCTBA B 0OCITYKHUBaHUHY;

* JBYKpaTHOE YBEJIWYeHHE O0beMa MpOoJaX MO CPAaBHEHUIO C pe3yJibTaTaMH JIYYIIHX
MapKETUHTOBBIX KaMIIaHU B TIPOIILIIOM.

Yacto nu unBectunuu B pazmepe 1 344 070 gosn. mpuHOcAT noxon 335 miuH Aol.? Otu
pe3yNbTaThl U3BECTHBI BCEM CTPAaXOBBIM KOMIAHHSIM B IITaTe MaccayyceTc U BCEM OTIEIECHUSIM
Delta Dental Plan B CIIIA. Ho HMKTO M3 HUX HE CKONHPOBAI ATy TapaHTHIO OOCTY)XHBAaHUS —
MOKaTyH, caMblii MOIIHBIM MapKETHHTOBBI MHCTPYMEHT, KOTOPBI MOJKET HCIOJIb30BaTh JIFOOAs
KOMITAHUS JJIs1 yBENTUYCHHsI 00beMa MPOJIaK U JOJIH Ha PHIHKE.

W eme: B 3HAUMTENBHON CTENEHW OJiaromapsi TapaHTUU TuTaBHOTO mepexona Delta ymamock
yBecTH [Ipodcoro3 pabounx mrata Maccauycetc ¢ 30 ThIC. WICHOB OT KPYITHOTO KOHKYPEHTA.

B 2001 r. o6sem npomax Delta coctaBun 440 muta gosut., mpu6sute — 30 MutH gosut. byay4an
HEKOMMEPUYECKOW OpraHu3aliei, oHa Ha3bIBae€T 3TO yBEJIHMUEHHEM pe3epBHOro ¢ouma. IIpudbuib
Bcex 39 ormenenuii Delta Dental 8 CIIIA cocraBmia 72 muiH gpoiui. Bxitaxg Delta Dental of
Massachusetts coctaBuin 37,5% 3T0ii CyMMBI.

B 2001 r. ona mpuoOpena KpPymHOTO KOPHOPATHBHOTO KJIMEHTA, KOTOPBIA OTKa3aJics OT
SKOHOMUH B pazmepe | MIIH J0JUl. y KOHKYPUPYIOIIEH CTpaxOBOW KOMITAHHH, TOTOMY YTO CUWTAJ,
YTO MpeBOcXoiHOe oOcmykuBanue Delta crout Takux nener. Jla, 1 mwmmnona 1omapoB!

B Maccauycerce y3naBaemocTh Openna Delta Dental cocraBusier 80%. bapbep mist Bxona Ha
PBIHOK CTaJI CTOJIb BEICOKUM, YTO KOHKYPEHTHI YXOJST B IPYTHe IITATHI.

bnaronaps 55%-#1 nosie pblHKA, PEKOPAHBIM J0XOAaM U MPHOBUIM HU OAMH KOHKYPEHT He
pemnaetrcs BocripousBectu ['apanTtuio cepsuca. S cmpocun y Pobepra Xanrtepa, modyemy apyrue
oraenenus Delta Dental He mepeHrMalOT ero cTpaTeruio cepBuca. TOT OTBETHI — «H3 PEBHOCTH.

Tomac Paddwuo, xoropsiii momoranm XaHTepy B pa3paboTke W peanusanuu [ apaHTHH
obciyxuBanus, B 1995 . cran npesunentTom u CEO Northeast Delta Dental, 30HTHYHOM KOMITaHUN
st ornenenuii Delta Dental B8 Hero-Xammmupe, Mane u BepmonTe. OH HeMenJIeHHO BHEIPWIT B
komnanuu ["apantuto oOciyxxuBanus. Cy/s 1o BceMy, OJecTsIuil ycnex 3Toi nporpamMmsel B Delta
Dental of Massachusetts cTai ogHOM U3 TpUYXH, TToYeMy TOM MOTyUYnII 3TY JOKHOCTb.



Northeast Delta Dental’s
Guarantee Of Service Excellence®™ Program

Northeast Delta Dental is committed to providing extraordinary service to all its customers.
Accordingly, we have cstablished the region's first comprehensive guarantee program called
Guarantee Of Service Excellence®™, We believe that when our people are inspired to pursue excel-
lence in order to achieve 2 higher level of customer satisfaction, all those who share in Northeast
Delta Dental will benefit. To emphasize our commitment, we guarantee these seven major areas of

service and reinforce them by our comprehensive group refund policy.

THE SERVICE

SMOOTH

1 IMPLEMENTATION
TO NORTHEAST
DElTA DENTAL

2 EXCEPTIONAL
CuUSTOMER SERVICE

3' Quick PROCESSING
J  oF CraimMs

NO INAPPROPRIATE
4 BILLING BY
' PARTICIPATING
DENTISTS

ACCURATE AND QUICK

5 TURMNAROUND OF

IDENTIFICATION CARDS

6 TiMELY EMPLOYEE
BooKLETS

7 MARKETING SERVICE
ContacTs

THE GUARANTEE

Successful implementation will be
determined by the group through
the results of a survey conducted by
Northeast Delta Dental.

Northeast Delta Dental will resolve

atelephone inqu:’g immediztely or
tee an initial updare within one

E:siness day and noufication upon

resolution.

During the course of a contract

year, 30% of a group's accurately com-
pleted claim forms will be processed
correctly within 15 calendar days.

Patients will not be charged for more
than the appropriate co-payments

at the time of service or for any
difference between a participating
dentist's submitted fee and
Northeast Delta Dental’s approved
amount, as indicated on the
Notification of Benefits form.

A pair of accurate identification cards
will be mailed within 15 calendar
days upon receipt of a completed
enrollment form or request.

Standard Northeast Delta Dental
Summary Plan Description Booklets
and/or Outline of Benefits will be
mailed within 15 calendar days of
request, finalized benefits change, or
receipt of signed contract.

Each group will receive at least 2
Marketing service contacts during a
contract term.

THE REFUND

The group will be reimbursed the
administrarion fee charged for its
second month of service per the
contract with Northeast Delta
Dental.

The group will be reimbursed $50

per occurrence.

The group will be reimbursed the
administrarion fee for its last
month of service per the contract
with Northeast Delra Dental,

The group will be reimbursed $50

per occurrence,

"I'he group will be reimbursed $25
per pair of identification cards,

The group will be reimbursed $50

per occurrence.

The group will be reimbursed $50
per occurrence,

O DELTA DENTAL

Northeast Delta Dental

Bcero tpu ¢hupmMbl B MuUpe Bocipon3BenH ycnemnyto ['apantuto odciaykuanust Delta Dental
Plan of Massachusetts. I'apanTtusi, kotopyto BBen Tom Padduo B Northeast Delta, Ha 95%
coBnazgaeT ¢ Heil. [{omst Northeast Delta Ha peiake Beipocia ¢ 20% B 1996 1. 1o 60% B 2001 1. B



Hero-Xomnmmupe, 1o 50% B Bepmonte u a0 35% B Mbdue. K konmy 2001 r. mraT koMnaHuu
yBemmumiics ¢ 90 no 140 yenoBek, npoaaxu BeIpociau ¢ 30 MIIH JTOJI.

1o 150 mutH gosut., mpuObLUTE CocTaBUIa S MITH 101 J{0 3amycka rapaHTUU y KOMITAHUU OBLIO
200 ThIC. 3acTpaxoBaHHBIX, Teneps — 600 ThIC.

PazpabotaiiTe COOCTBEHHYIO TOJHMTHUKY OOCITYKMUBaHHS W PACCKaXUTE O HEH CBOUM
kiueHTaMm. Ele 10 Toro Kkak OHU CMOTYT €10 BOCHOJIB30BaThCS, UX JOSIBLHOCTD MO OTHOLIEHHUIO K
BaM BO3pacTeT Ha MOPSJIOK MPOCTO TOTOMY, YTO BBl MPOSIBIIIM O HUX 3a00Ty — BBENIH
OPUEHTUPOBAHHYIO HA KJIMEHTOB MOJIUTUKY U cooOuIiii uM o6 3tom. Ho s coBeryro

BaM OBITh IMOCIIEJIOBATEILHBIMHA U BBIMIOJIHATH TO, YTO BBI oOemraere. MHaue Bam mpuaercs
CTaTh CBUJIETEJIEM Y’KaCAIOIIET0 3peinia — MacCOBOr0 OErcTsa KIMEHTOB.

["apanTHIO COBEPIIICHCTBA B OOCITY)KHBAHUH M €KETOIHBIC CBOJIKH 110 €€ TPUMEHEHUIO MOXKHO
HaWTH Ha caliTe www.customer-service.com/deltadental.

B 2001 r. Kondepennus no kauyectBy mrata Hpro-Xommmup Harpaauia Northeast Delta
MIPECTHKHBIM 3HAKOM «3a TOCTHKEHUS B 00s1acTh KadecTBa B [’ panutHoM 1mtate» (Hero-Xommmmp.
— Pen.). Kpurepuu BbiOOpa mobeauteneil pa3paboTaHbl HA OCHOBE Te€X, YTO MCIOIB3YIOTCS MPHU
MIPUCYXK/ICHNN HAIIMOHAJILHOTO «3HaKa KauecTBa UMeHU Manbkoibma bomapumxay.

B 1998 1 1999 rr. xomnanus Bonuia B CIIUCOK JAECATH JIydlInxX KoMnanuil Hero-Xammmmpa.
MosxeTe npeacTaBUTh cee, CKOJIBKO MPECTHKHBIX KIIMEHTOB OHa Mpruodperna oiarogaps sTomy!

Exxeromno Northeast Delta Dental BknampiBana B oOydeHue cBomx 123 COTpYyIHHUKOB He
Menee 500 mosn. Ha yenoBeka. B mociemaHuwe Tpu roma 3To cocraBiser npumepHo 1,7% donma
3apabOTHO TIIATHI.

[Tocne Berymnenus Padduo B momkaocts CEO nons koMmmanum Ha peiHKE BbIpocia ¢ 20 1o
45%. I'onoBo# 10X0J 1OCTUT 55 MIIH JOJLI.

Uwucno nepBuuHbIX crpaxosateneid B Northeast Delta mpessicuiio 200 Thic. DTO 03Ha4aeT, 4To
noutu 500 TeIc. yenoBek B Mane, Hpro-XoMmnmpe n BepMoHTE 0XBaueHO IMIaHAMM TPYIIIOBOTO
CTpaxOBaHHUS.

Knuentos Northeast Delta MokHO pa3ennTh Ha TpU KaTETOPHUH.

1. TD'pynmoBele y4yacTHUKM — pabOoTojaTenu, MNpoQcoro3bl, accolHalii, a TaKkKe
WHIUBUAYAIBHBIE CTPaxoBaTeld W COTPYIHUKH TPABUTEIHCTBEHHBIX M MYHUIUIMATHHBIX
YUPEKIACHUN.

2. lnpuBuayanbHble YYaCTHUKH, KOTOPBIE MOKPBIBAIOTCS CTPAXOBKOM Yepe3 IPYIIOBbBIX.

3. Bpaun-cTomMaToi0ru.

Northeast Delta Dental ctpemutrcss mpeaoCTaBUTh HCKIIOUYUTENBHOE OOCTYKMBAHHUE BCEM
CBOMM KJIMeHTaM. UTOoObl MOJUYEPKHYTh 5TO, KOMIAHHUS JaeT CEeMb KIIIOUEBBIX TapaHTHl u
MOAKPEIUISIET UX CBOEH MOJUTUKOM Bo3MmeneHus (cm. c. 102).

ViepxaHue KIMEHTOB: 3a TMOCIEIHHE MATh JieT KommnaHus coxpanwia 100% cBoux
KpYIMHEHIINX KIUEHTOB 1 0osee 95% ocTanbHBIX.

Hu oiuH 13 KOHKYpEHTOB HE BBeJl y ce0sl TaKyI0 K€ TapaHTHIO 00CITyKHBaHUS. BombIIMHCTBO
U3 HUX UIIYT COCOOBI HaNaAUTh coTpyaHndectBo ¢ Northeast Delta Dental.

Korna kommanus ydacTByeT B TeHJEpax OJHOBPEMEHHO CO CBOUM CaMbIM CEpPbE3HBIM
koHKypeHToM, CIGNA, oHa BBIMTpBIBaeT B IecTh pa3 vamie. Ameritas u Blue Cross Shield of
Maine BemrphiBatot emie pexe, yem CIGNA.

Crparerusi cepBuca — €IMHCTBEHHOE OpYXHE MAaCCOBOTO TMOPAXKEHUs, IMPU TMOMOIIN
KOTOPOTO BbI YBEJTUYHUTE JIOJIIO PHIHKA, HE 005ICh, YTO KOHKYPEHTHI IPUMEHAT €ro NpoTuB Bac. OHO
obecrieynt BaM 5-10 Jet auaepcTBa Ha PhIHKE.

3a Bpems aeicTBus ['apaHTHHM COBEpIIEHCTBA B OOCIYXKHBAaHUM OBUIM OCYIIECTBIICHBI
CJIEIYIOIME BHITLJIATHI:

KomnuectBo Cpennsii cymmaOOmas cymma ['of BeITUIAT BBITIIATHI, JOJUI. BBITLIAT, JTOJUIL.
199636744,541634819976897,273957319981862,551695199934107,714863420002629625177200
12775715865B 2001 r. noxox Northeast Delta Dental coctaBum 150 miH g051., a UncTas TprObLTH
— 5 muH nomn. ExeromHo oOHOBISIEMBIE pe3yNbTaThl CMOTPUTE Ha caiiTe: wWww.customer-
service/deltadental.



BbIABUTE CBOU «MOMEHTbI UCTHUHbI»

Tom BunHHHHrep, KOTOpBI BeAET CEeMUHAphl U YUTAET JIEKIMU Ha TEeMYy OOCITYXHBaHUS
kiueHToB 1o BceMm CoenuHeHHBbIM [lITataM, TOBOPHT, YTO BCE TOM-MEHEKEPHI, KEIAFOIIHNE, YTOOBI
X KOMIAHWM MPOCIABUINCH MPEBOCXOIHBIM OOCTYKUBAHUEM, JOJDKHBI ONPEAETUTh «MOMEHTHI
uctuab» (Moments of Reality), xapakrepasie Ay ux 6usHeca. Heo6xoauMo oOy4YHTh mepcoHal
TaK BECTU ce0sl B 3TH MOMEHTBI, YTOOBI 00ECIIEUUTD YIOBIETBOPEHHOCTH KJIMEHTOB.

MoMeHTbl HUCTUHBI, TOBOPUT BUHHUHIrEp, 3TO TE€ MOMEHTHI, KOTJa YpPOBEHb OXKUJIAHUU
XOpOILIETO KJIMEHTAa COOTHOCHUTCSI C YPOBHEM CEPBHUCA, KOTOPBIA MpeaocTaBiseT KoMrnanus. CBoro
KOHIIEMIIUIO OH MoIpo0HO u3naraet B kHure «lleHoBwie BoitHb» [Price Wars].

Hanpumep, koria KJIMeHT 3BOHUT 1O TeJIePOHY, OH CPABHUBAECT YPOBEHb CBOMX 0XKHMJIAHUH C
peasibHBIM OOCTyXUBaHUEM. ECIU COTpYIHHUK CHUMaeT TPyOKy HE IMO3)Ke 4YeM Ha YeTBEPTOM
3BOHKE U 3a00TIUBO cropamuBaeT: «Uem s MOTy BaM MOMOYb?», TO OXHJIaHUSA KJIMEHTa OyayT
YAOBJIETBOPEHBI U J1a3K€ MTPEB30MICHBI.

OTBET HA YETBEPTOM 3BOHKE — 3TO CPEAHUN YPOBEHb OKUJIAHUI aMEPUKAHCKUX KIIMEHTOB.

CHumute TpyOKy 4yTh TIO3KE, U BBl X pazodapyere.

MOMEHTBI UCTHHBI MOTYT pa3indyaThCsl B 3aBUCUMOCTU OT KOMIAHUH, cephl AesITeTbHOCTH,
TUIA KJIUEHTA, KaTeTOpUM MPOJYKTa U Jlaxe, B HEKOTOPBIX CiIydasX, BpeMeHu rojaa. OnpenenuThb
TaKle MOMEHTHI UCTHHBI I CBOEro OM3Heca MOXHO B Xojie cobeceoBaHMi ¢ (OKyc-rpynnamu
knueHToB. Kpome Toro, 3mech TpeOyeTcsi TOHKOE MOHMMAaHHE PEAKIM KIWEHTOB, KOTOPOE
CBOMCTBEHHO OOJILITUHCTBY MPEANPUHUMATEIICH.

[IpennoxxuTe CBOMM KIUEHTaM OOCITY)XKMBAHHE Ha TOPSIAOK BBIINIE TOTO, YTO OHHM OXKHUIAFOT.
OnHu 00s3aTeBHO 3aMETST €ro, OyIyT XBaJUTh U PEKOMEHJ0BaTh CBOMM POJHBIM U 3HAKOMBIM U
BEpPHYTCS K BaM €l1Ie He pa3.

YTO MEIHAET XOPOIIEMY OBCJ/IY:KUBAHHU10?

Kak HM cTpaHHO, Y KOMIIAaHHU MOKET OBbITh OTJIMYHASA CTPATErus CEpBHCA, HO METOJIBI
BEJICHUsl OM3HECa U CIIOXKUBILAACS JIEJI0Basi Cpefa MOTYT MPENATCTBOBATh PEANNU3ALUN CTPATETHH.
Hanpumep, koMnanust MOXeT paboTaTh Ha PBIHKE, I7I€ KIMEHTOB MPUHATO OOCIYXHBATh IUIOXO,
MIOTOMY YTO BCE€ KOHKYPEHThI 03a004€HBI TOJIBKO COKpAIlleHneM 3aTpaT. B pe3ysnbrare koMnaHus He
BUJHUT CMBbICTIAa BBIOJHATH CBOM OOCIIAaHUS B OTHOIIEHHHM OTIMYHOTO cepBuca. Mnum kommaHus
MOKET OOHApYXHTbh, YTO OHA IPOAAET MPOIYKT, CIIPOC Ha KOTOPBIH BBICOKHH, a MPEAJIOKEHHE
HeznoctaroyHoe. HecriocoOHOCTE 00ecreunTh BCEX KIMEHTOB HYJICHBIM HMPOAYKTOM — 3TO TOXeE
TIJI0X0€ O0CTY)KHBAHHE.

B nepuonbsl OypHOro pocTa KOMIAHUH CBS3aHHBIE C ATUM MPOOJIEMBI 4acTO OTOIBHUTAIOT Ha
BTOPOH IJIaH NMPHUBEPKEHHOCTh XOpOLIEMY OOCIIy’)KUBAaHHUIO U, IO CyTH, CBOJSAT Ha HET MOJIUTUKY
cepuca. Mim sxe cepBUC TmepecTaeT OBITh NPUOPUTETHOM 3ajaueil ¢ TPUXOAOM HOBOIO
PYKOBOJICTBA WJIM BJaJeNblia, AT KOTOPHIX Oojiee BaXKHbI APYTHE HANpPaBIICHUs, HaIpUMeEp
pa3paboTKa HOBBIX MPOIYKTOB.

CO3JAEM CTPYKTYPY CEPBHUCA

Korma Bbl pa3paboraere NOJUTHUKY OOCTYXHBaHHMS KIHMEHTOB, OpPraHU3YHWTE COBEIaHUE,
YTOOBI 3apyUUTHCS MOAJIEPKKON yHpaBiieHYeckoi komaHbl. Ha 3Tux 3acegaHusix pyKOBOACTBO



KOMITaHUU OOJDKHO IMOCTABHUTb KOHKPCTHBIC HEJIHM W BBIACIUTL Ha UX HOCTHIKCHUC HGO6XOZ[I/IMBIC
peCypCHI.

Ot e AOOJIKHBI 6BITB pPCATUCTUYHBIMHU, T.C. NOCTHXXUMBIMU IJIA Barei KOMIIaHUHU, U
JOJDKHBI CITY’)KUTh JIOTHYECKUM TIPOJI0JDKeHHEM Bamero CepBUCHOTO IIIaHA.

CeMI/lHapr AJA MEHEeKEepoB

ITocne coBemnianus ¢ BBICIIUM PYKOBOJCTBOM IPOBEIUTE CEMHHAPHI (IIPOAOIIKUTEIBHOCTBIO,
KaK TpaBWIO, MOJJAHSA) A JHHEWHBIX MEHEKEPOB, YTOOBI MPEACTaBUTh MM IPOrpaMMy
00CITy’)KUBaHMs KJIMEHTOB, MOTUBUPOBaTb MX K PYKOBOJCTBY IOCPEICTBOM JIMYHOI'O IMpPHUMEpA.
Hy»Ho co3naTh KIMMat, 6JaronpusTHBIN JUTs peaau3alii 3TOH POrpaMMBl.

Heau gnsa oTaesos

Kommnanusi Bio-Lab Tak o0o3Haumna CBOIO TIIaBHYIO Ieb: «YIEPKUBATh KIHEHTOB U
CTUMYJIMPOBaTh UX YBEIUYMBATh OOBEM OIEpalMii ¢ KOMIIAHWEW, ONMEpaTHUBHO M BHHUMATEIHHO
YIIOBJIETBOPATH X MOTPEOHOCTH B OTHOIIEHUH 3aKa3a, JOCTABKH, BHICTABIICHHS CYETOB, IPETCH3HH
U UX YyperyJupoBaHus, OTBETa Ha 3alpochl U KajJoObl U APYrHX MOAOOHBIX omepauuit». Kaxnas
KOMITaHHUS JI0JIJICHA COPMYJIMPOBATh KOHKPETHBIE 1IENTU: ONPEACTUTh, YTO U KaK OyIyT Jenath ee
COTPYIHHUKHU, HETIOCPECTBEHHO padoTaromue ¢ kKiueHTamu. Llenn MoryT ObITh pa3HBIMH: CHUMATh
TpyOKy TenedoHa, He TOKUAAACH YETBEPTOIO 3BOHKA; OTIPABIATH 3aKa3bl B OOCIIAHHBIN J€Hb WU
paHbIlIe; CBI3BIBATHCS C KIMEHTOM, YTOObI OOBSCHUTH MPUUYMHBI 3a/I€PKKH; BBIMOIHITH PEMOHT B
TEUYEeHHUE JIBYX JHEW WIM MPEeJOCTaBIATh OecriaTHO 00OpyAOBaHHE HA MOJAMEHY, WIH JTOOUTHCS
HYJIEBOTO YPOBHsI Opaka 3a onpeiesIeHHbIH CPOK.

Heo0xonuMoe ycroBHe: KOPHOPATUBHBIE LEIHM IO CEPBUCY MOJDKHBI OBITh BKIIOUEHBI B
JINYHBIE

eI BceX CcoTpyaHUKOB. CoriacHo pesyibTaTam omnpoca AMEpPHUKAHCKOW accolMaluu
MeHeKMeHTa, 42% KOMMIaHW, pealu3yoluX MporpaMMy OOCITYKUBaHUS KIMEHTOB, BKJIIOYAIOT
LIEJIM 3TOW MPOrpaMMbl B CBOM CUCTEMBI OLIEHKM mepcoHana. B IBM pomxHOCTHas MHCTpYyKLMS
Ka)KJIOTO COTPYAHHUKA OCHOBaHa Ha OOILIEKOPIIOPATUBHOM II€JIM MPEIOCTABIATh CYIIECTBYIOIIUM U
MOTEHIMAJIBLHBIM KIMEHTaM, a TaKXkKe MPOAaBlaM caMmoe Jydliee 00CIyKUBaHHeE.

B KOHIlE KOHIIOB MMEHHO KOHKPETHBIE JIFOJIM CaMOCTOATEIBbHO NPUHUMAIOT PELIECHUsS W
UCTIOJHSIOT UX, TEM CaMbIM 00€CIIeurBasi peaTn3alnio 1eell KOMITaHUH.

Y4yacTue nepcoHasia

Crnenyronmm maroM JI0JIKHO CTaTh IPUBJIEUEHUE PAJIOBBIX COTPYIHUKOB BalllEil KOMIIAaHUM K
peanu3anuu  CTpaTeruu oOcCiaykuBaHUsA KIMEHTOB. CoOTpyaHMKM BceX (YyHKIIMOHAJIbHBIX
HaNpaBICHUH JIOJUKHBI y4YacTBOBaTh B pa3pa0OTKe KOHKPETHBIX MHCTPYKIUH IS CBOeH
noskHocTH. IIpuHAB yyacTe B ONpeseNeHnu JIUYHbIX LeJIeH, 01 ckopee Oy1yT OTOXKAECTBISTh
ce0si C HUMU | MOJTHOCTBIO TOHUMATD UX.

PykoBoacTtBo aBmakommanuu British Airways BBemo mpakTuky padoumx rpynn «KioueHT
MPEeX/e BCEro», 4ToObl pa3paboTaTb KOHKPETHBIE KPUTEPUU OLIEHKHM KayecTBa OOCTYKMBaHHUS
PAIOBBIM IIEPCOHATIOM. TUNHMYHAs MHCTPYKIMS HAYMHAETCS C OMMCAHUS OXKUJAHUI KIMEHTOB B
OTHOIICHUH KOHKPETHOH YCIyTH, HalmpuMep, TPaHCIIOPTUPOBKU Oaraxka, OpOHHPOBaHUS OHIIETOB
1o TeneoHy MM NMUTaHUS Ha O0pTy. Bo BTOpPOI YacTu MHCTPYKLUH NEPEUUCIIEHO, YTO TOJKEH



JenaTh MepPCOHal, YTOOBI YAOBIETBOPUTH 3TU OXKHJIAHHSL.

Llens pabGounx rpymnm «KnmeHT mpexse Bcero» B BenmkoOpuTaHuM M APYrHX CTpaHax —
coOpaTh pSOBBIX COTPYAHMKOB M JaTh MM BO3MOXKHOCTh MONPOOOBaTh NPUMEHHTH HOBBIE
HOJXO0/IbI B 0OCITY>KUBAHUHU KIINCHTOB.

Korma pykoBonctBo British Airways pemmsio pa3paOoTaTe HOBbIE CTaHAAPTHl KauecTBa
00CITy’)KMBaHHs, OHO TMOPYYHIO 3TO pabounm rpymnmam «KIMEHT mpekae BCero», BMECTO TOTO
YTOOBI MPOBOAUTH MPOLEAYPHI U MEPOTIPUSTHS CBEPXY.

B pesymnbrare paGoume rpynibsl BHECIM HECKONBKO THICSY MPEAJIOKEHUI MO YIyYIICHUIO
00CITy>)KUBaHHSI KIIUCHTOB.

IlotTHOMOYMA — COTpYAHUKaM!

OOcnyXxuBasg KIMEHTOB, BaIlld COTPYIHUKU JIOJKHBI TPOSBISATH COOOPa3UTENBHOCTh U
SHTY3HAa3M... U 1yMaTh, HHaue TepstoT cMbIci U CepBUCHBIN IJIaH, M OpraHU3alMOHHAs CTPYKTYpa.
be3 aroro maxe camplii TpoyMaHHBIA U MPO(ECCHOHANBHBIN MJIaH — KaK LUIAHT JUIS TIOJIMBA C
3arnymikoi Ha KoHue. Ha mosie He momazeT HU Kariu BoAbl. Y KiMeHTaM He TOCTaHeTCs HU KaIulH
00CITy>)KUBaHHUsI, €CIIM Balll IEPCOHAJI [T0 PyKaM U HOTaM CBSI3aH KECTKUMH MPaBUIAMH M CTPOTHMHU
HaKa3aHUSIMU 32 OTKJIOHEHHE OT HUX.

Jlenerupyiite COTpyAHMKAM TOJTHOMOYHS, HAJEIUTE UX BIAcTblO JenaTh BCE, UTO
noTpeOyeTcsi, 9ToObl 0OCITYKUTh KJIMEHTa — Ha 0Jlaro KjiWeHTa, a He KoMmmanuu. OOydeHune —
00s3aTeNIbHOE YCIIOBHE JJIsl JeNETHPOBAaHUS TOJHOMOYHMH, a HaJeleHHEe NOJHOMOYHMSIMH -—
00s13aTeIbHOE YCIIOBHUE JIJISl CO3/1aHUs KYJIbTYpPhI OOCITY)KMUBaHHUSL.

Ecnu Bamm coTpyaHUKH OOSATCS MPUHUMATH PEUICHHs, KOTOpble HE MPEAYCMOTPEHBI B HX
CIIy’)keOHOM MHCTPYKIIMHM, — 3TO 3ariiylllka Ha KOHIIE TPYObl. Y HUX JOJKHO OBITH MPaBO AeNaTh
BCE, YTO HEOOXOIUMO, YTOOBI yIOBIETBOPUTD KIMEHTA. OHU JTOJKHBI OBITH YITOTHOMOYEHBI.

XOTSl 3TOT MOMEHT MOJAPOOHO 00CYX)AaeTCs B TJIaBe 7, sl XOUy 3aTPOHYTh €r0 M 371eCh, UTOOBI
MOTYEPKHYTH €r0 BAXKHOCTh B OPraHU3allMOHHOM CTPYKTYype cepBHCa.

Brl korga-HuOyAb CIBIIIANIHA O TOTPSCAIOIIEM O00CTyKUBaHUH KiaueHTOB B Disney World?

JlenerupoBaHue MOJTHOMOYNN — penurust KoMmnanuu. COTpyIHUKOB THIATEIBHO 00y4aloT U
3aTeM OOBSCHSIOT, YTO Y HUX €CTh MOJHOMOYHS JIeJIaTh BCE, YTO YTOAHO, YTOObI HA MECTE peniaTh
BO3HHUKAOIIHUE MTPOOJIEMBI, YTOOBI KIIMEHTHI OBLITH JIOBOJILHEI.

I'oBoput [Ixeiimc Iloiizent, Tpenunr-menemkep B Walt Disney World: «Ecnu menemxkep
3aMeYaeT, YTO MPOJaBell MOJIb3YEeTCs CBOUMH MOJIHOMOYMAMHU O€3 JOJDKHBIX HAa TO OCHOBAaHHM, OH
00CYIIUT C HUM 3Ty CUTYalHIO 1o3xke». OH MOJ0XKIET, HO He OyeT BMelnBaTbes!

AKTepbl (Kak Ha3bIBaIOT PAJOBBIX coTpyaHHKOB B Disney World) Hukorna He ckaxyT Bam:
«39T0 HE Mos paboTa, s MO30BYy MeHemmKkepay. Korga yenosek 3BoHuT B Disney World ¢ kakoii-To
poOJIeMOH, EPBBIN ke COTPYIHUK, KOTOPbI CHUMAeT TPyOKy, JIeNIaeT BCE BOZMOXKHOE, & TOPOU U
HEBO3MOXKHOE, YTOOBI pemuTh mpodiieMy. KiineHTa He OTHpaBIIsIOT «TYJATHY MO BCEH KOMIaHUH.

Korna Bel moxxoaure k okHy oocinyxusanus rocreit B Llentp EPCOT (TemaTndeckuii nmapk B
Disney World B Opianno, mporotun ropoja oyaymero. — [Ipum. miep.), *anyerech Ha 4TO-HUOYIb
¥ TIPOCHUTE BEPHYTH JE€HBIM, TO COTPYAHUK CKOpEE BCETrO BBIOJHHUT BCE BalllM TPeOOBAaHMUS, U BBI
Oyzaete TOBOJIbHBL. BMemaTensCcTBO pyKOBOJCTBA HE MOOLIPSIETCS.

Ouens TOyHO ¢mitocopus Disney World BblpaxkeHa B cieayromeM 3asBICHUH, KOTOpPOE
KOKIOW KOMIAHHH, CTpeMsLIeicsi K JOSJIBHOCTH KIMEHTOB, CJIeJOBaJl0 Obl MOBECUTH B 3aje
3acelaHusl CBOETO COBETa AMPEKTOPOB: «PYKOBOJCTBO JOJKHO HE TOJBKO MOJAEPKHUBATH CBOMX
corpyaankoB, HO u JIOBEPATD um». Disney World cunrtaer, 9Tto psioBbie COTPYIHUKN JOJKHBI
OBITh TIEPBBIMU — W €TUHCTBEHHBIMU — TPEJCTABUTEIISIMA KOMIIAHUH, C KOTOPBIMH KOHTAKTUPYIOT
KIMeHThl. K 3TUM coTpyaHukam u BooOIIe Ko BceM coTpyaHukaMm B Disney World oTHOCsSTCS €
YBaKCHHUEM.

[Tognepxanue craHaapTOB KauecTBa oOCTyx)uBaHus TpuHOcHT Disney World otnnunyro



¢uHaHCcOBYIO OoTaqy. [T0CKOJIBKY KIMEHTHI TOTOBBI IUTATUTH 32 3a00Ty U OpyKelto0ue, YUCTOTy U
XOopollee HacTpoeHue, mapk paspiedeHuid Disney World MoOXeT ycTaHOBHTH BXOJHYIO TUIATy Ha
20% BeIIIe, YeM ApPYrUe KpYyMHbIE pa3BiekareibHble 1eHTpbl Bo Dnopune winu Kamupopuum.
AKIMM KOMITAHUU KOTHPYIOTCS BBICOKO. TOM-MeHeKephI MOy4atoT 3HAUNTEIbHbIE OOHYCHI.

Cerp Mmara3zuHoB TOBapoB JUisi qoma Home Depot Takke HaznensieT CBOMX COTPYIHUKOB
nosiHoMouusiMu. Heckonbko JieT Ha3aj j1eToM s Kynui y Hux repounua Ortho, 4ToObl YHUUTOXHUTD
COopHsikM Ha ra3oHe. K coaneHuro, TepOMINI YHUYTOXKHI BCIO TpaBy. Ha crienyromuii roa B
amperte s 3amen B marazud Home Depot u yBuaen miacTukoByr 0aHKy ¢ TeM ke repounmmom. Ha
STHKETKE sI MPOYUTAJ TapaHTHUIO, B KOTOPOH KommaHusi oOelana BO3MECTHTh JH0OOH yiepo,
HaHeceHHBIN ee mpoaykToM. S monpocun Kesuna Jlapcena u3 oTaena TOBapoB Il cajaa/oropoja
MoMOYb MHE pa3zobpaTbcsi ¢ kommanuerd Ortho. BmecTo 3TOro OH NpemsioKUI MHE PEIIUTh
npobnemy 3a cyer Home Depot. S oTkazancs, 3asBUB, 4TO BCS OTBETCTBEHHOCTH JIGKHUT Ha
npousBojuTee npoaykra. Torga KeBuH nonpocuit aepkath €ro B Kypce nmpoucxozsmero. Yeka y
MeHns He O0bu10. Kommnanus Ortho criopuiia u ToproBangack co MHOHM J1Ba MecsIia, HO B KOHIIE KOHIIOB
coryiacuiaach Bo3MecTUTh MHE 10 J0JUI., MOTOMY YTO y MEHsI He ObUIO HH 4YeKa, HU MYCTOW OaHKU
u3-moja xumukara. Coriacutech, HEMHOTHE JIOAM COXPAHUIN OBl TO WM JIPYTOE.

3aiing B Home Depot, s pacckaszan Kesuny o pemennn Ortho. OH monHTepecoBacs, CKOIBKO
JICHET sI TIOTpaThj, 4ToOBl BOocCcTaHOBUTH razoH. S orBetwn: 300 mommapoB. Torma oH crpocwi,
MOTY JIM sl HEMHOTO TI0J10%/1aTh. Uepe3 NsATh MUHYT OH BepHyJics U otaan Mae 300 momapos.

B ToT %€ neHp s motpartwi B Marazuue 50 10JUI. HA ApYryue MOKYIKH, & BCEro ¢ TeX Mop A
notpatui B Home Depot 6onbiie 12 Toic. o1 3aueM MHE UATH Kyla-To emre?

JesernpoBaHye NOJTHOMOYMMI

Kommnanust Dow Chemical umeer noxoxyto punocoduto. ['oBopur Mutuemn KépH, aupexrop
CITyx)0bI 10 pabore ¢ kiueHTamu: «Hamr otaen oOcayKMBaHuS KIMEHTOB paboTaeT Mo MPUHITUITY
OJTHOTO OKHAa. MBI XOTHM, 4TOOBI KITUEHT KOHTAKTHPOBAI B DOW C €IMHCTBEHHBIM COTPYIHUKOM,
KOTOPBIM MOKET MOJHOCTBIO OOCTYXHUTh €ro: MPUHAThH 3aKa3, MPelOCTaBUTh KPEIUT, 00eCIeYnTh
J0CcTaBKy U T.1. Korjga 3BOHUT KJIIMEHT, MBI CTapaeMcsi He 00elaTh eMy Mepe3BOHUTH MO3KEe U He
nepeiaBaTh €ro U3 pyK B PYKH».

S cumTaro Takoe AENErHpoOBaHHE IMOJHOMOYHUHN IMEpPCOHANTy, OTBETCTBEHHOMY 3a paboTy ¢
KJIMEHTaMH, KHOBBIM U3MEPEHHEM» B 00JIaCTH IPEOCTAaBICHUS CEpBHUCA.

HekoTopsie mpodeccroHanbl KpUTUKYIOT UICHO JEIETHPOBAHUS TOJIHOMOYUH. JTO, BOPOUEM,
HE MeIlaeT UM I'POMKO pacCyAaTh O BaXKHOCTH KOPHOPATHUBHOW KYJIbTYpbI, KOTOpas MOOUIPSET U
BO3HArpa)K1aeT COTPYTHUKOB 32 UJIEH U TBOPUYECKUIN TTOIXO]] B CIIOKHBIX CUTYaIUsX.

Kommanus Saturn oOHapykuia, 4to Hed(PHEKTHBHO IepkKaTh CIUITKOM MHOTO MEHEHKEPOB.
nu

€IMHCTBEHHBII CIOCO0 COKPATUTh UX YHUCIO — IMepelaTh MPUHATUE PElIeHUNH Ha HIKHUN
YpOBEHb KOPIIOPATUBHOW JIECTHUIBL. AMEpPUKAHCKHI OW3HEC HAdYWHAET IMOHUMATh, YTO
COTPYIHUKOB HENb3s 3aMEHUTh pPOOOTaMH, HO MEHEIKEPOB BIIOJHE MOXHO 3aMEHHUTH
COTPYTHUKAMHU.

Ioeun Koyn, aupektop bropo wuccrmenoBanuii B aBTOMOOMJIBHOW MPOMBINIIEHHOCTH B
YuuBepcurere mrata Mudnras, roBoput: «He-MeHemKepsl TOJDKHBI TPUBBIKHYTh K MBICIH, YTO
UM HeoOXOIMMO NpPHUHUMATh Ha ceOsi OONbIIYI0 OTBETCTBEHHOCTh. A MEHEIKEphl, KOTOpHIE
HAJCIOTCS BBDKUTD, JIOJDKHBI JICTTUTHCS BIACTHIO, IOTOMY UYTO CETOJHS BbI HE CMOXKETE BBICTOSATH
MO/l HATHCKOM KOHKYpPEHTOB, e€clii Oy/leTe HCIOIb30BaTh 4YEIOBEYECKHUE PECYpPChl TakK Ke
HeR(P(HEKTUBHO, KaK PAHBIIIE).

[lpuHuMn ynpaBieHUs, HW3BECTHBIM KaK <«JIeJETUPOBAHUE IOJHOMOYMIL», HMEET CBOU
CIIO)KHOCTH. BOT HECKOJBKO NPUYUH, KOTOPBIE, TIO-MOEMY, OOBICHSIOT, TIOYEMY JEIeTUPOBAHUE
MOJIHOMOYUI HE NMPUMEHSETCS] B MOJHONM Mepe M KaK CJIEJCTBUE HE OKa3bIBaeT CTOJIb CHUIIBLHOTO



BJIMSIHUSA, KaK MOTJIO Obl. (XOTs OOJBIIMHCTBO PyKOBOAMUTENEH HUKOT/Ia HE MIPU3HAIOT 3TO.)

1. PykoBOJACTBO HE BEpHUT, YTO MX MOJYMHEHHbIE, MPEIOCTAaBIEHHbIE caMu ce0e, CMOTyT
MIPUHUMATH PA3yMHBIE PEILICHHUS.

2. PykoBOACTBO € MOJO3PEHHEM OTHOCHUTCS K KiMeHTamM. OHO CUMTaeT, YTO KIMEHTbl —
JTYHBl M MOIIEHHHMKH, OHM HArjo HCIOJb3YIOT KommaHuio. Ckopee BCEero KOBapHbIE KIHEHTHI
oJlypavar psiI0BbIX COTPYIHUKOB, KOTOPBIE HE TaK OMBITHBI M KOMIIETEHTHBI, KAK MEHEI)KEPHI.

3. MHoOrue COTpyJHUKHU HE CTPEMSITCSI CAaMOCTOATENbHO TPUHUMATh CJIOXKHBIE pElIeHUs, KaK
TOTO TpeOyeT JeNerupoBaHre MOIHOMOYMMA. JIF0IM Tak MPUBBIKIMN CIEI0BaTh «IIPaBHJIaM», YTO HE
KEJalT PUCKOBATh U OpaTh Ha ce0si OTBETCTBEHHOCTH 3a MPUHSATUE PEIICHHH.

4. PyKOoBOJIUTENN CPEHETO U HIDKHETO 3BeHa OOSTCS MOTEPATh CBOIO paboTy, ecliu psAIOBbIE
COTPYAHHMKHU TOJIy4aT peaibHbIe TOJIHOMOYHMS. 3a4eM MOAIEPKUBATH CUCTEMY, KOTOpasi TPO3UT UM
YBOJIbHEHUEM?

JlenerupoBaHue MOJIHOMOYUN SIBHO HE CTOSUIO HA TOBECTKE JHS B JIBDKHOM MarasuHe B Puno
(wrtaT HeBazna), rae st mblTancs 10rOBOPUTHCS € MPOJIABLIOM O CKUAKE Ha mapy 00THHOK. Mosl skeHa
TPH pasa K HeMy MOJAXOAMJIa, HO TIPOaBell Bce Koebamncs.

K HecuacTbio ayid mpojaBlia, Hall pa3roBOp YCIHbIIIajia HEBECTa BiaJieNblla Mara3uHa u
3amnpeTuiia AaTh CKUAKY. KpacHasi OT rHeBa, OHa OTpyTajia e€ro B HallleM MPUCYTCTBUU U IPUTPO3UIa
yBoJibHEHHEM. OrmpefeneHHO 3TOT COTPYIHUK HE ObLI «HAJAeNeH MOJTHOMOYMSIMHY, a JIBDKHBIN
Mara3uH CTpajajl OT JUKTATOPCKUX 3aMallleK U HEONpaBJIaHHOW MOJIO3PUTEIBLHOCTH HEBECTHI €ro
BJIQ/IETIBIIA.

CEPBUC-ITIPHOPUTET AJIA KAXKA0T'0O COTPYIHHUKA

OO0s3aTeNbHO BKJIIOYUTE OOCITY)KMBaHWE KJIMEHTOB B JOJDKHOCTHYIO MHCTPYKIIMIO KaXKJIOT'O
corpyaHuka. CepBHC, KaK 30HT, JIOJDKEH OXBATHIBAaTh BCIO OPraHM3ALMOHHYIO CTPYKTYpY Balen
KoMmraHuyd. He HyXHO BTHCKHMBATh BEChb CEPBHC B «OTHEN» OOCIYXHMBAaHHUS KINEHTOB. OTO
OTJIMYHBIN C1IOCOO cabOTUPOBATh PEATH3AINIO CEPBUCHOTO IJIaHA, SKOOBI HAIIEIEHHOTO Ha MOJIHOE
yJIOBJIETBOPEHNE KIINEHTOB.

bena B ToM, 4TO HanmW4yHMe CIEUUAIBHOTO «OTHeNIa OOCITY)KMBAHUS KIMEHTOBY» IOPOXKIACT
MOJXOJ «3TO HE MOs paboTa». B 0omHON M3 CBOMX CaMbIX M3BECTHBIX CIEHOK roMopHcT Ppemau

[Tpunn Ha m00yI0 MPockOy M BONPOC — OT «IepeiaiTe, MoKalyicTa, Colb» 0 «y Bac ecTh
BpeMs?» — oTBedas Ppa3oit «3To HE MOsT paboTay.
Bama 3agauya — co3zmaTh MOIXOA «3TO Mos paboTa» Ha ypoBHE Bcel kommanuu. Ho

aMEepUKaHCKUE TOIMEHEKEPhI MPEANOUYNTAIOT OCTABIATh 3a00Ty O KJIMEHTAaX HAa COBECTU OJHOIO
ornena. C ria3 00, U3 cepaua BoH. OHM pacCYUTBIBAIOT, UTO AECATOK-IAPYTON «OTBETCTBEHHBIX
3a cepBHC» JaAyT KIMEHTaM BCe, 4TO Te€ XOTAT. B pe3ynbTare Takoil crnenualn3alud OCTalbHbIE
COTPYIHUKHA CHUMAIOT C Ce0sl OTBETCTBEHHOCTh 3a OOCIIYy)KHBaHUE KIMEHTOB U MEPEKIAIbIBAIOT €€
Ha IJIe4u «IIpopecCHOHAIOBY.

HekoTtopele koMIaHuM Aake CO3[JalIM CHELHAIbHbIE PYKOBOIAILIUE JOJKHOCTH, MOJJIMHHOE
IpeJHa3HauYeHHe KOTOPBIX — CHATh CO BCEX OCTAlIbHBIX B KOMHAHMM (YHKIHMIO 3a00THI O
KJINEHTAaX.

CepBuC U3 IEpBOUCTOYHUKOB

Hamboro »s¢¢extuBHee K OOCTYKHBaHMIO KJIMEHTOB MOIXOAUT CTPaxoBas KOMITAHHS
Hartford's Travelers. Tam psimoBble COTpyAHUKH OOJIBIIIE HE 3arOJHSIOT OCCKOHEUHBIE OJIAaHKH
3asfBJICHUN O BBIIUIATE CTPAXOBBIX BO3MEILICHHH, KOTOPBIE MOTOM JOJDKEH YTBEPAUTHh HauyalbHUK.
BmecTo 3TOrO0 OHHM OOJNBIIYIO YacTh MEJKHUX TPeOOBaHWI YIOBJIETBOPSIOT HA MECTe, HaKaB



HECKOJIBKO KIIABUII KoMmmbioTepa. boo @denn, ObBIMI gupektop mo oOydenuto B Hartford's
Travelers roBoput: «PsioBbIE COTPYIHUKH JOJDKHBI YMETh HCIOJB30BaTh HHGOPMAIHIO H
NPUHUMATD PELICHUS.

KpynHbIe KOMIBIOTEpPU3NPOBAHHBIE KOMIIAHHH PEIKO TPEOYIOT OT CBOMX COTPYIHHKOB
OT3BIBYMBOCTH M BHUMAHHS K KIHEHTaM, OCOOEHHO KOTJa BCE HEMOCPEACTBEHHBIC HYXKIBI U
3aIpoChl  KJIMEHTOB  BBIJCHSAIOTCA B CIEHUAIBHYIO O0JIaCTh  MOAJEPIKKH/TEXHHYECKOTO
00CITy>KUBAHHSI MJIH KOTJIa 3Ta «(QYHKIHSD OTHOCUTCS K 007aCTH MPOJIAXK.

He Hago BTHUCKMBATH BECh CEPBHUC B KPOUICYHBIM HM30JIMPOBAHHBIA OTAEN, ropaszio Jydlle,
€CIT KaXKJpIi OTJeNl OyJeT BHOCUTH CBOM BKJIaJ B OOCHyKMBaHHE KIUEHTOB. Otaen mo pabdorte ¢
KJIMEHTaMU MOXKET OTBeYaTh Ha BOIPOCHI M MPHHUMATSH Ka100bl. OTIeN Ipo/1ak MOXKET IPOBOIUTD
MPE3eHTAIlM U 3aKJII0YaTh CAEJIKH, CIIEHUAIUCTHI 0 MAPKETHHTY — MPOBOAMUTH (POKYC-TPYIIIIBL,
OT/IEJ WCCIEeIOBAaHMH M HOBBIX Pa3pabOTOK — IMPOBOJHUTH aHAIN3 CEOECTOMMOCTH IMPOAYKTOB M
COITPOBOKIAIOIIETO X O0CITY>KUBAHHS, OTJEIN JOCTABKU — BOBPEMS JOCTABIISATH K ABEPH KINEHTOB
BBICOKOKQ4ECTBEHHBIE TIPOIAYKTHI.

Ho y Bcex 3THX OTIenoB ecTh 0Ha 001mas GyHKIHUS — 0OCIyKUBATh KIUEHTOB.

HHTerpanus cepsuca

AMepHuKaHCKasi aCCOIMANUS MEHEI)KMEHTA YCTAaHOBHIIA, UTO «YCIICIIHBIE, OBICTPO pacTyIIHe
KOMIIAaHUU... UHTETPUPYIOT BCE OSTU DBJEMEHThl B CBOM CTpaTerMueckue Ou3Hec-IUIaHbl, IJIs
peaiM3anii KOTOPBIX TpeOyercs ropas3ao OoJble, YyeM MPOCTO HAOOp JI03yHroB». Hackombko
YCHEIIHO KOMITaHMSI JTOCTHTaeT W TMOJJIEPKUBAET BBICOKHI YpPOBEHb OOCIY)KHBAaHUS KJIHEHTOB,
3aBHCHT OT BCErO, YTO JENaeT KXl €€ COTPYIHHUK. JTO TaK, MOCKOIbKY Kan&lt;plii 4enoBek,
HE3aBHCHMO OT JIOJKHOCTU — OT HIBeiIapa 10 reHepaibHOro AUPEKTOpa, — BIUSET HA pElIeHHE
KJIMEHTA O TIOKYTIKE.

«He TonbKO mpoOAaBIbl, HO BCE COTPYAHMKH — OT IMOACOOHBIX pabOuuX A0 ONEpaTopoB,
OTBEUAIONINX HA 3BOHKHU, — OKA3bIBAIOT BIMSIHHUE HA MOKyMHarelns»,— cuutaeT Jn&lt;on ['yacnapu,
MpenoaBaTellb ¥ aBTOp KHUTH «S1 y3Haro 310, koraa yBwky» [I Know It When I See It], B koTopoit
pedb UIET O KauyecTBe.

Ero momgnepxuBaer Puwapn ['>mropt, aupekTop Mo oOecleueHHuro KadecTBa W padoTe C
KiaueHTaMu B komnanuu Armstrong World Industries: «Msb1 yaum, uTo 00cIy)kKMBaHUE KIMEHTOB —
3TO 00s13aHHOCTH KaJICAOTO: U MPOJABLOB, U JIIOJEH U3 OT/IeNa HcCael0BaHUI 1 HOBBIX pa3paboTok,
Y TEXHUYECKOTO NIEPCOHANA, U COTPYIHUKOB OT/IeJIa MAPKETUHTaY.

He nuraiite ce0s uiuio3uei, 4To JOCTaTOYHO 3asBUTH O BAYKHOCTH KaYeCTBEHHOI'O CEpBHUCa B
nH()OPMAIIMOHHOM OFOJIIETEHE AJIs TepCcoHaa, yToObl pacmpocTpaHuTh (pritocoduro cepBuca Mo
BCEell KOMITAaHMM M TapaHTHPOBATh €€ BOIUIOIIEHHE B >KM3Hb. 3allOMHUTE: OOJBIIMHCTBO BAaIIUX
COTPYTHUKOB CKOpEee BCEro HE 3HAIOT, YTO TaKoe Xopoliee OOCTyKUBAaHUE, €CIIM B Balei
KOMIIAaHUU HET TJIYOOKO YKOpPEHUBLICHCS KyIbTypbl oOcinyxuBanus. [loaToMy mnpukazarb UM
XOpOIIO O0CITYKHBATh KJIMEHTOB — BCE PABHO UTO MOMPOCUTH MEPBOKIACCHUKA HAPUCOBATH KAPTY
CIHIA. CorpynHuKaM HYXXHO OOBSCHHUTH M IOKa3aTh, YTO TaKOE KAaYECTBEHHOE OOCITY)KHBaHHE,
JIaTh TOMPAKTUKOBATHCS U B JAIBHEHIIEM PEryJsiipHO MOJACPKUBATh M PAa3BUBATh UX HABBIKU U
MOTHBAIIHIO.

Ecnmu coTpyaHukaM HHKOT/Ia HE TOBOPUIIM, YTO OOCTY)KMBAaHWE KIHMEHTOB BXOJIUT B HX
00513aHHOCTH, OOJIBIIIMHCTBO M3 HHUX TepsET OUIylIeHHe paboThl Ha KIIMEHTOB U MPUXOJIUT K TOMY,
9T0 paboTaeT TOJBKO Ha JIMYHBIC IENIM WM LETH OTAena. A 3TH LeIM MOTYT HMPOTHBOPEUYHUTH
KOPIOPaTUBHON CTpaTErnuu cepBuca.

CO3JATb ATMOC®EPY 3ABOTbI O K/IMEHTE



Uto0b1 chopmupoBaTh armMocepy OpPHUEHTHPOBAHHOCTH Ha KIWEHTOB, OJHA BeAyIIas
KOMITAHUSI PETYJSPHO MEPEMEIIAeT CBOMX COTPYIHHUKOB MEXAY PYKOBOJSAIIMMU U JUHEHHBIMHU
JNOJDKHOCTSIMU. B OCHOBE 3TOM MpaKkTUKU JIEKUT TEOpPHUS, 4YTO COTPYAHUKH, HANPSIMYIO
KOHTaKTUPYIOIIKE C KIMEHTaMH, Jy4lle UX YyBCTBYIOT. [l03TOMY cTanmpoBka afMUHUCTPALIMU Ha
«TIepeI0BOI» HE TOJIBKO JAET UM Jydllee MTOHUMAaHNUE KIMEHTOB, HO U PACTIPOCTPAaHSAET 3TO 3HAHHE
Cpeau X KOJUIET U, TAKUM 00pa3oM, 10 BCEil KOMITaHHH.

Jlpyrue KOMIIAaHMM PETYJISPHO OO0YydYaroT IepcOHal HaBbIKaM OOCITYKMBAaHUS KJIMEHTOB,
Pa3BeIIMBAIOT U PETYISPHO OOHOBIISAIOT IUIAKATHI, HAIOMUHAIOIIME O LIEHHOCTH KJIMEHTOB. OHH
MIPOBOJST MBICJIb O BAXKHOCTH KaU€CTBEHHOTO OOCITYKHBaHUS /Il CAMUX COTPYIHUKOB U KOMIIAHUH
B IICJIOM B KOPIOPATUBHBIX WH(OPMAIMOHHBIX JIHCTKAX, ra3eTax W BKJIAJBIIMIAX B KOHBEPTHI C
3apIIaTHBIMU YEKaMHU.

Jlyx 3a00Thl O KJIMEHTE Ha OOIEKOPIIOPATUBHOM YPOBHE HEOOXOIMM, MOTOMY YTO KIIHEHTBHI
BOCIIPUHMMAIOT KOMIAHUIO Kak enuHoe neinoe. OHM HE JeNalT CKUJAOK W HE MallyT
CHHCXOJHUTEIBHO PYKOH: «AX, /1a OH 3aHMMAETCsl aJMHUHUCTPAaTUBHOU paboToi. OTKyna xe emy
3HaTh, 4ero Mbl XOTHUM?» CTOUT KJIMEHTY HAaTKHYThCS Ha IUIOXO€ OOpalieHHe B OJHOM
«HECO3HATEIILHOMY OT/IEJIE, U €T0 BIIEYATICHNE O KOMITAaHUN MOXKET ObITh UCTIOPUYEHO.

OO6yuaiiTe mepcoHasn Kajcaple monroaa. Hemb3s mpoBecTH OAWH-EAMHCTBEHHBIN THTaHTCKUN
OO0IIEKOPIIOPATUBHBIN TPEHUHT, M TIOTOM Ha JIOJTHE TOAbI BHIYEPKHYTh 00yueHHE 13 TOBECTKH JIHS.
Bo3moxHO, mapy MecsIeB ociie TPEHUHTa Ballly JI0AN OyIyT XOpOIIO 00CTYKUBATh KIUEHTOB, HO
IIOTOM BCE BEPHETCSI HA CBOU MECTA.

B Takux cimyuasx MeHemkepsl MoryT noaymarth: «HaBepHoe, nporpamma o0yueHus Oblia He
CIIMIIKOM Xopoieit». Ho Bce meno B ToM, 4To JtoOble 3HAHUS M HABBIKU TPEOYIOT PEryJsipHOTO
3akperyieHuss U oOHoBieHus. COTpyqHHMKaM HYXHO BpeMsi OT BpPEMEHH HallOMHHATh, Kak
00CITy’)KUBaTh KIINEHTOB; UX HEBO3MOKHO OOYYHTh 3TOMY pa3 U HaBCEr/a.

Eme ogna ommoOka B 0Oy4eHHH TEpcOHajda — IOBTOPEHHUE OJHOM M TOHM K€ MPOTPaMMBI.
JIronu

CKY4YaroT U OTBJIEKAIOTCSI, KOTJ1a IporpaMmma MoBTOPSAETCA OAUH K OJHOMY.

PexnamHuble areHTCTBa, paboTtatonme Ha Oombinue kopropauuu (Sprint, AOL u Dell), menstor
pEKJIaMHBIE POJMKHA KaXKJbI Mecsl M Jaxe Kaxayr Heaemo. Ha mx mpoms3BOACTBO TpaTsaTCs
MUWUIHOHBL. [lodemy OBI ATHUM KOpHOpalusM HE TOPYYUTh areHTCTBY CO3/IaTh COBEPIICHHBIN
PEKJIaMHBIN POJIMK, KOTOPBIA MOKHO MCIIOJIL30BaTh B TEUEHUE, CKaxeM, nsatu Jiet? [Ipeacrasisere,
CKOJIBKO JIEHEeT COKOHOMMJa Obl KoMmmaHusi. Ho HHMKTO Tak He MOCTymaeT, MOTOMY YTO HHM OJHA
pekiama He ObIBAa€T COBEPIICHHOM, €€ BO3/eCTBHE BCerJja OTPaHUYEHO, U HY>KHBI CBEXKHE POJIUKH,
9TOOBI yAepKaTh BHUMaHUE 3pUTeis. MUIITHOHBI, TOTPaUY€HHBIE HAa TO, YTOOBI ISTh JIET KPYTUTH B
npaiM-TaiiM HaOMBIIMI OCKOMHHY PEKJIaMHBIH pONHK, OyayT BeIOpomieHbl Ha BeTep. OmaHAKO CO
CBOMMH TpOrpaMMamMu oOydeHHus OOJIBIIMHCTBO KOMIIAHMH TOCTyNmaeT WMEHHO Tak. OHH He
MOHUMAIOT, YTO CTOMMOCTh pabovyero BpeMeHHU MOpOoH He MEHbIIEe CTOMMOCTH pekiaMbl. Ho ecnu
MHCTPYMEHT He paboTaeT, 3HAUUT, BN JCHbI'H MIOTPAYEHBI BITCTYIO.

BxitounTe B mporpaMMy HOBBIE IOJXOJbI, HOBBIE MPUMEPHI, HOBbIE UMEHA U HOBBIE UJEH,
4yTOOBI MpHUBJIEYs BHUMaHHE COTPYAHHMKOB. B apcenane Service Quality Institute nmeercs Takoe
KOJMYECTBO pa3HOOOpa3HBIX MpOrpamMM, 4YTO Ball IMEpPCOHal MOXKHO oOydaTb HCKYCCTBY
00CITyKMBaHUS KJIMCHTOB ABAXK/IBI B TOJl B TEUCHUE MHOTHUX JIET, HE YTOMIISISI JIFOJIEH TTOBTOPAMHU.

CucremMa BHeCEeHUA NpeaJ10KeHUH

«B Smonuu s perneHus OMHOW TpPoOJeMbl BHOCUTCS OKouo S50 mpemiokeHui», —
YTBEP)KIAaeTCsl B UCCIeN0BaHNU SMOHCKOM accornuanuu pamroHanu3atopoB (Japanese Suggestion
Association). «B Slmonun Bcero 10% npeanoxeHui 1Mo yIyqIIeHHIO KaueCcTBa HCXOIUT OT KOMaHI,
90% — OT OTHENBHBIX COTPYAHUKOB», — TOBOpPUT NokTop Kaopy MmmkaBa, oTen JBHKEHHUS 3a



MOBBIIICHUE KAYECTBA U UAEH KPYKKOB KaueCTBa.

B Tabnuue cpaBHUBaeTcs cuTyalus ¢ MporpaMMaMu BHECEHUs MpeIokKeHU B SMOHUU U
CIIA.

YacTe AgaHHBIX B34Ta W3 HCCIENOBaHUSA SMOHCKOW accOIMalMU PallMOHAIM3AaTOPOB, YacTh
npenocrasiieHa Acconuaiueit BopiedeHHocTH niepconana (Employee Involvement Association).

SAnonus CIIA KonuuectBo npemioxennit Ha corpyaHuka 32,40,171IpoueHT yd4acTBYIOIMIMX
corpyaaukoB 72,00%6,50%lIpouent peanuzoBanHbix mnpeioxkeHuid 87,00%35,00%Cpennuii
pasmep Bo3HarpaxaeHus $ 2,50 $§ 592,00 Cpennss 4yuictas SKOHOMHsI Ha OJHO TPEUIOKCHHE $
129,00 $ 7906,00 ExeroaHast uuctasi 5kOHOMHUsI Ha o7jHOTO coTpyauuka $ 3792.00 $ 469,70 Service
Quality Institute mpeaaraer a8e MporpaMMbl, KOTOPbIE TOMOTAIOT 3G (HEKTHBHO

CTUMYJIUPOBAThH Y4aCTHUE MEPCOHAA.

1. IIpoBepennas Bpemenem kammnanus BAD (Buck-A-Day). llens — cHmKeHHE U3IEPIKEK.
[Tepen KaXXapIM COTPYTHUKOM CTABHUTCS 3a/1a4a: HAUTH CIIOCOO YMEHBIIIUTh U3JIEPIKKH XOTs ObI Ha 1
JI0JUTap B JICHb.

2. Kammanms GOOD IDEA. Ilene — TOBbIIIEHHE KayecTBa OOCIYKMBAaHUS H
YIOBJIETBOPEHUE

KiueHToB. O0e mporpaMMbl HUCIONB3YIOT JIMLEH3MOHHBINA MPOrpaMMHBIN MPOAYKT Innovation
Manager nis aHanu3a, CUICTEMaTU3allMH, PACCTAHOBKH MPUOPUTETOB U KOHTPOJIS peau3aluu uaeu
B 0071aCTH 00CITY>KUBaHUS KIIMEHTOB.

[Tepconan oxotHo ydactByer B mnporpamme BAD. Cpeaum UHTEpPECHBIX aTpUOYTOB
MIPOrpamMMBbI:

pe3unoBbie nosutapsel, miakatel «PASBICKMBAETCS Y, kpyXKku ¢ HaANUChl0 «Y MEHS €CTh
KpyTas WAes», BKIAIBIIUA B KOHBEPTHl C 3apIUIAaTHBIMH YEKaMU U CKEHEACNbHBIC
nH(OpMaLlMOHHBIE OIOJUIETEHH, B KOTOPBIX OIMHCHIBAIOTCS TBOPYECKHUE YCIEXU OTIEIbHBIX
COTPYAHHUKOB U TPYIMII.

Kpome Toro, o6e mporpammbl BKJIIOUYAIOT €XKEHEAEIbHbIE JIOTEPEH, B KOTOPBIX
Pa3bITPBIBAIOTCS

MeZalu, Y>KUHBI Ha JIBOUX, OWJIETHl B KMHO U JApPYyrue MpU3bl, — CBUJIETENHCTBA NMPU3HAHUS
3acnyr. Ha 6onpmux WHOOPMAIIMOHHBIX Ta0JIO CPABHUBAIOTCS JAOCTHIKCHHS PA3THUYHBIX TPYII H
OTJIEJIOB, YTOOBI CTUMYJIHPOBATh IPYKECKOE COPEBHOBAHHUE.

[Touemy 3T TporpaMMbl paboTaroT Tak ycremHo? [loromy 4To Bo3HarpakaeHue, KOTopoe
OHM TpeUIaraloT 3a HUAeH, — OTO IpHU3HaHHe, a He JeHbr'u. Kpome Toro, oHM MpOCTHIE,
HEMY/PEHbIE, BECEJIbIC U JIETKUE B IPOBEACHUM.

«Mp1  BkIHOUMIM KammaHuio BAD B CBOWO JEHCTBYIONIYIO MpOrpaMMy BHECEHHS
NPE/UIOKEHU, — TOBOPUT OTBETCTBEHHBIH 3a ATy KaMIIaHWIO B CTpaxoBoil kommnanuu Blue
Cross/Blue Shield uz Memduca.

— Bcero 3a Tpu Hezlenu ypoBeHb ydacTus nepcoHana Beipoc ¢ 8 10 80% B roay.

[Ipu mnpoBeneHnu nporpamMM B OONBIIMX KOMIIAHHUAX B HHUX JOOPOBOJIBHO YYacTBYET
npumepHo 60-80% nepconana. B pupmax nmomenslie HepeIKko BOBJIEKaroTcs Bce. B memnom 3a Bce
BpeMs cymiecTBoBaHus nporpamMm BAD u GOOD uepe3 Hux nponuto 6osiee 3 ThIC. OpraHU3aIii.

B ocHOBE 3THX KaMITaHHUM JIeXKAT CICAYIOLINE IIPUHIIUIIBL.

1. BoBieueHHOCTH IEpCOHaa BEJET K MPUBEPKEHHOCTH.

2. IMeHHO y TeX, KTO padOTaeT Ha «IIepefoBOI», 3a4acTyl0 POKAAIOTCSA OTIMYHBIC HJIEH,
BakHbIE 1A ycriexa komnanuu. Kamnannn BAD, HanenenHas Ha cHbkeHue uszaepxkek, 1 GOOD
IDEA, HameneHHas Ha YJOBIETBOPEHUE KIIMEHTOB, HEAOPOTH U MPOBOJSATCS JTUIICH3UPOBAHHBIMH
TUCTpUOBbIOTOpaMH U KOHCynbTaHTaMu Service Quality Institute mo Bcemy mupy. ObGe mporpamMmbl
aNanTUpyTCs TOX  CHeNU(PUKY KOHKPETHOW KOMIIAHWH, YTOOBI TpPHIATh WM  BHI
BHYTPUKOPIOPATUBHBIX pa3pabOTOK.

OTH TporpaMMbl — OTIMYHBIA CIIOCOO /1aTh HOBBIM MMITYJIbC JACHCTBYIOIIUM MpOTpaMMam
oOydeHus: OOCTY)KMBAaHHWIO KJIMEHTOB, B TOM uwucie mporpamme Feelings mist coTpyaHUKOB,
HENOCPEACTBEHHO padOTAIOIIUX C KIMEHTaMHU.



JloirocpoyHas BbIroga

[lepemenienue (IycTh Jaxke BPEMEHHOE) COTPYIHUKOB C aIMUHHCTPATHBHBIX Ha JIMHEUHbIC
JOJKHOCTH HE BCer/a yA00HO JJii KOMIAHUM U caMHUX COTpyIHUKOB. Ho, oco3HaBasi BaKHOCTb
OO0IIEKOPIIOPATUBHOTO HACTPOS HAa OOCITYXKMBaHHUE KIMEHTOB, PYKOBOJICTBO JOJKHO OBITH TOTOBO
CMHUPUTBHCA C KPATKOBPEMEHHBIMH HEY100CTBAMH PaJ JOCTHKEHUS T0OJITOCPOUYHOM BBHITOJIBI.

B mpouecce 00ydeHus: KaKAOMY COTPYIHUKY HEOOXOIUMO MPHUBHUTH MOHMMaHUE TOTO, YTO,
oOciTykHBasi KJIMEHTOB, OH BHOCUT CBOW BKJIaJ B OOILIME YyCHJIMS KOMIAHUU B OOJACTH MPOJAXK.
Kaxnoro corpyaHuka He0OXOAMMO HAy4YHTh, UYTO JIFOOOM YEeIOBEK, C KOTOPHIM OH BCTpEeYaeTcs Mo
paboTe, — 3TO KIMEHT WM MOTeHUUAIbHBINA KIUEHT, U 00paliaTbcsa ¢ HUM HYXKHO Tak, OyATO ero
paboTa 3aBUCHT OT YAOBJIETBOPEHHS STOr0 KiIHMeHTa. [IpuyeM BHYTpEHHHH KIMEHT TaK e BaJICEH,
KaK BHEIIHUM.

Asunakommanus Scandinavian Airlines System 3apasuna unpeeil oOCayXKMBaHHS KIMEHTOB
BECh CBOI MEpCOHAI, BEICTYIIUB C IPU3BIBOM IIOJHATH IPUOBLIL A0 HEOec, CTaB OpUEHTUPOBAHHOM
Ha cepBUC aBuakommaHuei». SIn Kapncon, ObBmmit npesuneHT SAS, roBoput: «Tem cambIM MbI
Jaayd  UMIYJIbC PAJUKATbHOMY HW3MEHEHHIO KyIbTyphl SAS. TpaauilmoHHO MEHEIKEPHI
3aHUMAIOTCSI MHBECTUIIUSMHU, PYKOBOJCTBOM W aJIMHHHCTPATHBHBIMU Bompocamu. CepBHC OBLI...
TEPPUTOPHUEH PSIIOBOTO TIEPCOHANIA, PACIIONIOKEHHOH TIe-TO AaJieko Ha nepudepun kommanuu. Ho
TEeNephb ACATEIbHOCTh BCEH HAIIE KOMIIAHUU — OT TOI-MEHEHKEPOB 0 CIYKAI[UX 3a CTOMKaMH
PErUCTpaLMY MTACCAKUPOB — HAIIpaBJIEHA Ha

00CITy)KHBaHHE.

Pa3gesinTe 3a60Ty 0 KJIMEHTE C MapTHEpPaMHu

Paznenute Opems 3a00ThI O KIIMEHTE CO CBOMMHU JUIIEPAMHU, TUCTPUOBIOTOpAMU U (paHUuaii3,
CO3/1aB €MHYIO0 CUCTEMY PACIpPOCTpPaHEeHMsI MPOAYKTa/OKa3aHus yciyr. JlaiiTe UM MOMHBIN 1OCTYI
K oIepaiusM KOMIIAaHWH, CBS3aHHBIM C MPOJKaMU U OOCIYKMBAHHEM, a TaKXKE TEXHHUYECKUM
oOcCiTy’kMBaHHEM U HaJMYMeM 3amdacTedl B peKuMe OHJIaliH, — 3TO Ba)KHO JJIsL YAOBJIETBOPEHUS
KJIUEHTOB.

Taxxe oOcynure ¢ TOCpeIHMKAMH pa3felieHue OTBETCTBEHHOCTH 3a OOCITYyXHBaHUE
kiueHToB. Kakue mpoOiembl 00CTyXKMBaHHS OHU JIOJDKHBI peliaThb CaMH, a Kakue IepeaBaThb
KOMIIaHUH, CIEAYEeT 00CYIUTh 33J0JT0 /10 TOr0, Kak OHM BOSHUKHYT.

Ho OONbIIMHCTBO KOMMIAHMK HE JKENAal0T BBOAMTH MOJOO0HBIE MOMUTUKU. OHU HE XOTAT
JIOMyCKaTh JWJIEPOB U JUCTPUOBIOTOPOB K CBOMM cHcTeMaM KoMMyHHKauuu. [loatomy
MIPUBEPSICEHHOCTh KaUeCTBEHHOMY OOCIY>KMBAaHHIO 3a4acTylO YBSJAeT, KaK IIBETOK IOCJIE MIEPBOTO
MOpO3a, TIe-TO Ha OTPE3KE MEXKIY MPOU3BOJUTEIIEM U €T0 IPEICTABUTEISIMH.

Ho nns ximeHTa u aunep, U AUCTPUOBIOTOD, U PpaHUaii3u — mpou3BoauTens. Bee, 4To oHM
JIEJAK0T, HAMPSIMYIO OTPaXaeTCsl Ha OTHOIIEHUH KIIMEHTa K CAaMOMY MPOM3BOAUTENt0. Bes 3Ta 1enb
HACTOJIBKO MPOYHA, HACKOJIBKO MPOYHO €€ camoe ciaboe 3BEHO.

B cBoeit knure «Ctpacth k coBepuieHCTBY» Tom Ilutepe m Honcu OcCTuH Tak mumyT o
HEOO0XOMMOCTH BCEOOIIEro HACTpOsi Ha OOCIy)XKHMBaHUE KIHEHTOB: «CTpeMileHHE K KadecTBY
TOJIBKO B TOM CIIy4yae MOXET CTaThb HEOTheMJIEMOW 4acThio (hUI0cOpUU KOMIIAHUH, €CIH BCE ee
MEHEKepbl —HET, Bce pabOTaIONINe B HEH JIFOAH — KUBYT dTOU UICEH».

OLEHKA YPOBHA CEPBUCA



Korna BbI Bepere MannHy, BaM IPUXOAUTCS MOCTOSSHHO KOPPEKTHPOBATh MOJIOKEHUE PYJIs,
4TOOBI yJAepKaTbCcsl Ha CBOEW Mmoioce W Ha jJopore. TOyHO Tak »ke, YTOOBI TOANEPKUBATDH
HEU3MEHHO BBICOKUN YpPOBEHb CEpPBHCA, KOTOPBIA yJAEp)KUBAET KIMEHTOB, BaM HYXKHBI
MHCTPYMEHTBI JJIs1 €r0 KOHTPOJIS U U3MEPEHHUS.

Heo0xoauMo mepHoAMYecKH OIICHHMBAaTh BCE CHUCTEMBbI O00ECHeueHHUs CepBHCa, YTOOBI
YIOCTOBEPUTHCS, UTO OHU COOTBETCTBYIOT Ballleil cTpareruu cepBrca. Hajo MOMHUTE, YTO CHCTEMBI
obecriedeHrs: MOT'yT 3a0JIOKHMPOBATh WIIN OCIA0UTh CTPATETHIO.

OTBeThTE Ha ClEeyIOIINEe BOIIPOCHL, UCXOS U3 CUTYallH B Balllei KOMIIaHHUH:

* Ormen KaJpoB HAXOAWT MW HAHMMAET JIOJEH, KOTOphle CHOCOOHBI HAYYHTHCS
po¢eCCHOHATPHOMY 00CTYKMBAaHUIO KIIMEHTOB?;

* IlporpamMmbl OpHEHTAIMU [JII HOBBIX COTPYJHUKOB TPUBHUBAIOT WM TIOHUMaHUE
KOPIIOPATUBHOM CTpaTEruu CEpBHCA C IEPBOTO JIHS?;

» KopriopaTuBHast razeTa npornaraHigpyer Te e YOeKACHUs, YTO U TeHepaJIbHbINA AUPEKTOP?;

* [IporpamMmbl 00ydeHUST COACUCTBYIOT MPEIOCTABICHUIO MPEBOCXOIHOTO cepBrca’?;

+ Cucrema OIICHKH UCTIOITHEHUS 00eCTIeYnBaET COTPYIHUKOB OOPAaTHOM CBS3BIO O TOM,

HACKOJIbKO d(DPEKTUBHBI UX YCUITUS 110 OOCTY>KUBAHUIO KIIMEHTOB?

I'oBoput Puuapn ['smropr u3 komnanun Armstrong: «Harmra cinyx6a mo pabote ¢ KIHMEHTaMH
B3sIa Ha cels 3a7ady pa3paboTaTh METOAbl M YIPaBIEHUS CHCTEMaMHU, KOTOPble 00ECIeurBaoT
MOCTOSIHHBIM KOHTPOJb W OOpaTHyIO0 CBfA3b, UYTOOBI OLIEHUTH, HACKOJIBKO XOpOILIO MBI
YIOBJIETBOPSIEM OXUAAHHUS KIMEHTOB». OTBETCTBEHHOCTh 3a HaJJieXkallee pearupoBaHUE Ha
00paTHYIO CBS3b U HCIIPaBIICHHE HEJAOCTATKOB HECYT PA3JIMYHbIE MOIPa3/ICICHHUS.

UccnenoBatenbckas rpymnmna TARP pa3pabotama nBe CTaTUCTHYECKHE MOJEIH, KOTOpPHIS
JIENIal0T BO3MOYKHOM YINOMSIHYTYIO OLIEHKY YPOBHSI CEpBHUCAa — H3MEPAsS MOJE3HOCTb CHCTEMBI
oOcnmy)kuBaHUs KIHWEHTOB (OmeHWBas ee paboTy) W omnpenensis HanOoyiee SKOHOMHUYECKH
s dexTuBHBIE crocoObl ee copepiieHcTBOBaHUS. Kpome Ttoro, momenu TARP mozBosstor
MIPOTHO3UPOBATH PE3YJbTAThI, KOTOPbIE IPUHECET BHEPEHNUE CUCTEMBI 00CTYKMBaHUS KIIUEHTOB, U
JI0Ka3aTh, YTO pacCMaTpUBAEMOE HOBOBBE/ICHHE MTO3UTHBHO OTPA3UTCS HAa PUOBLIH.

Moaesb 3KOHOMUYeCKOro a¢pdekTa cepBuca

«MoJienb 5KOHOMHUYECKOT0 3 PeKTa cepBHCa» MO3BOJISET ONPEACTUTH PE3YIbTaThl, KOTOPHIX

MOKHO OKHJaTh, €CJIM YCTAHOBUTH KOHTAaKT C HEIOBOJBHBIMH KJIMEHTaMHU MU YCTPaHUTh
IIPUYMHBI UX HEAO0BOJIbCTBA. OHA MOKa3bIBAET PYKOBOJAUTENSM PEAIbHYIO JEHEXKHYIO OTIady OT
CYLIECTBYIOIIETO YPOBHSI CEepBHCA, a TaKK€ YKa3bIBaeT, YTO HEOOXOIHWMO HU3MEHHUThH, YTOOBI
MaKCHMaJIbHO MO3UTUBHO MOBIHITH Ha TPUOBLTE KOMIIAHUH.

JlomycTuM, OTIIeN MOAACPKKH MPOoAak/00CTyKUBaHUS KJIMEHTOB BO3bMET Ha ce0s OOJBITYIO
YacTh MOCITENPOJAKHOTO OOCITYKMBAaHUSI — JOCTaBKY, OOMEH M PEMOHT, — KOTOpPBHIM paHbIIe
3aHUMaINCh camu TipodaBlbl. Moaens TARP mokaszana, 4To mpoOU3BOAUTENIBHOCTH MPOAABIIOB
MOKET BO3pacTH Ha 5%. B JeHEXHOM BBIpaXEHUHU ATO SKBUBAJIECHTHO OJHOW JIOMOJHUTEIBHOU
BCTpeue C KJIMEHTOM B Hefenmto. [IpuueM Takas 1ONMOJHUTENbHAS MPOU3BOJUTEILHOCTh 000MIETCS
BaM moutu OecratHo. Poit UurByn, aBTop kHuHru «IIpomaxu mmpoBoro kiacca» [World Class
Selling] u nmpesuaent komnanuu Max Sacks International, roBopurt, 4TO B CpeaHEM BCTpeya ¢
KIIMEHTOM OOXOJHUTCSI KOMIaHuH B 99-452 nmoit., mpudeM HE3aBUCUMO OT JIMYHOU I(PPEKTUBHOCTH
poJaBIa.

Mogens 3koHOMHUYeCKOro 3¢ddekra cepBuca MO3BOISIET PYKOBOAMUTENISAM OIPENEINUTh, KaK
pacTyT mnpuObUIb U peHTa0eIbHOCTh WHBECTULMH MO Mepe CHUXEHHS YPOBHS CKPBITOTO
HE0BOJIbCTBA.

HenoBonbcTBa, 0 KOTOPOM KIIMEHTHI BaM HE CKa)KyT, HO KOTOPOE MOKET BbI3BAaTh MX yXOJ K
KOHKYPEHTaM.

Hakowner, Mofenb moMoraer paccuuTaTh pa3Mep SKOHOMHHU 32 CUET YMEHbBIIECHUS KOJUYEeCTBa



KOHTAKTOB C KIIMCHTAMU U YBCIIMYCHUA KOJIMYCCTBA JOBOJILHBIX KJIIMCHTOB.

O Ba)XHOCTHM cepBHUca B nudpax

Ota Mo/ieIb — MOJUIMHHOE CTIaceHHe Il PYKOBOJHUTENEH, OTBETCTBEHHBIX 32 KOHTPOJIb HaJl

cucTeMoi oOciyxuBaHusl KineHTOoB. OHA aeT UM KOHKPETHbIE IU(PHI, MOATBEPKAAIOIINE,
YTO BBEpEHHAs UM CITy’K0a — KOPIOPATUBHBINA HEHTP NMPUOBUTH, CTUMYIHUPYIOLIHHA POCT MPOJIaXK.

Wtak, Moaenb s3koHOMHYECKOT0 3(eKTa cepBrca MOKa3bIBAET CIeAYyIOLIee:

1. Poct nmpogaxk 1 peHTabeIbHOCTH WHBECTULIMI B pe3yibTaTe yiyduieHus cepBuca. CepBuc
yiydinaercs 6Jaroaaps Mepam, HalleJICHHBIM Ha MIPeI0TBPAllleHUE HEIOBOJIBCTBA KJIMEHTOB.

2. CHuKeHue 3aTpaT Ha cepBUC Onaroaps NpoQUIaKTHKE HEJJOBOJIBCTBA KIIMEHTOB.

3. OOt mo3uTUBHBIN AP(DEKT 3a CUET pacIIUpPEeHUs KpyTa JOBOJBHBIX KJIMEHTOB OJiaromaps

XOPOIIEMY CEPBHCY.

UToOBI TPOTHO3WPOBATh YBEIMYECHHE OOBEMa MPOAAK M TIOBBIIIEHHE PEHTAOCIHHOCTH
MHBECTULIMI, MOJIETIb MCIIONIb3YeT KaK JaHHbIC, PEAOCTaBIsIEMble KOMITAHUEH, TaK U Pe3yIbTaThl
OIPOCOB KIMEHTOB. BOT kakue nudppl mosyyaeT KOMIaHUS:

* YUCTHI 00BEM MOKYIOK KIMEHTOB, YbH 5KaJ00bI OBLITH YI0BIETBOPEHBI;

* YUCTHIN 00BEM MTOKYIOK 0JIaroaaps MOJIOKUTEIFHOW YCTHOM peKiiaMe KOMIIaHuH, T. €.

Omarosapst peKOMEH/IAUsAM T10 pe3yibTaTaM dPPEeKTHBHOTO pa3peleHus Kaoo;

* 00beM IPOJIaXK 3a CUET PEKOMEHIAlUK JOBOJIBHBIX KIIMEHTOB U MOJIOKUTEIHLHONU YCTHOM

PEKIIaMBbl;

* MPUOBLTH OT MPOJAXK B pe3yibTare 3(h(PEKTUBHOTO pa3penieHus Kano0 U MOCICTYOITHX

PEKOMEHIALINIA;

* peHTa0eIbHOCTh MHBECTHUIINI B MOBBILLIEHHE YPOBHS CEPBHCA.

I'maBHast 3amaua «MoJenu 4yBCTBUTENBHOCTH K IpuObUIN» (Sensitivity to Profits Model) —
MIPOTHO3UPOBATh BIMSHUE PA3JIMYHBIX 3aTpaT Ha YAOBJIETBOPEHHE KIMEHTOB /10 TOTO, Kak 3TH
3arparthl OyAyT caenaHbl. OTa MoOJeNb CHaOXaeT pPYyKOBOJHMTENEH Moje3HoW HuH(opManuei,
MTOMOTAOIIEeH UM 000CHOBAaHHO BHIOUPATh IPHUOPUTETHI.

MOHUTOPHHT CHCTEMBI OOCITY)KHBAaHUS KJIMEHTOB TAaK)K€ IO3BOJISIET OIPENENINUTh, KaKOM
YpOBEHb y/IOBIETBOPEHUS KJIMEHTOB FrapaHTUPYET COXPaHEHUE JIOSUIbHOCTH OpeHIy WM KOMITaHUU.
OTH JaHHbIEe Ba)XHBI U HEOOXOAMMEI. VccienoBaHus MOATBEP)KIAIOT: YIOBIECTBOPEHHUE KIMEHTOB
— KJIIOYEBOE YCJIOBME JJIsi CO3JaHMs JOSJIbHOCTH OpeHny. A JOSIbHOCTh OpeHNy OIpeiaenserT,
CMOXET JI KOMITAHUS COXPAHUTh WIH YBEIHMUUTH CBOIO JIOJIFO HA PHIHKE.

HETATUBHAA PEAKIIUA

HoBas, oprieHTHpOBaHHASI HA CEPBUC CTPYKTYPA MOXKET CEPhE3HO MOCTPATaTh OT «caboTaxay,
€CJIi HE TPUHATH NPEBEHTUBHbIE Mepbl. «HeyMbllieHHbIe ca00TaXHUKNW» — 3TO MEHEIKEpHI,
KOTOpBhIE OTBEYAIOT araTueil, NpeHeOpeKeHHEeM W JaKe BPAKICOHOCTHIO HA <IIOJIPBIBY HX
PYKOBOJIAIIEH pOIH.

MGHGI[)Kepr MOT'YT CUUTATh, YTO BHCAPCHUC UJCOJIOTHU CCPBUCA HA YPOBHC BCEU KOMIAHUU

YMEHbBIIIAeT UX BIACTh, MOTOMY YTO PSAOBbIE COTPYAHMKH OOBIYHO MOJIy4aloT OOJIbIIIE
MHOJIHOMOYHH IIpu NpUHATHN peH_ICHI/If/'I, HGO6XOI[I/IMLIX AJId YAOBJICTBOPCHH S KIIMCHTOB. OTHEBIHE B
UX JIOJDKHOCTHBIE OO0S3aHHOCTHM, CYHMTAIOT OHHU, BXOJUT HACTaBHUYECTBO, WH(OPMHUpOBAHHE,
BBICKA3bIBAHUEC KPUTUKHU U ITOXBAJIbI, 06yquHe nepcoHala.

OTBETCTBEHHOCTb 32 NPUOGHL/Ib U CEPBUC



YroObl HE JOMYyCTUTh TOAOOHON HEraTUBHOM pEaKIMH, HYKHO CBS3aTh IOOIPEHUE
MEHEJKEPOB C O0CITYKMBAaHMEM KIMEHTOB TaK K€, KaK OHO CBS3aHO C NPUOBUIBIO: MPEMUU U
pe3yJIbTaThl aTTECTALIMM JOJDKHBI 3aBUCETh OT TOI'O, HACKOJBKO PYKOBOJHMMBIE UMM COTPYIHUKH
IIPEYCHENN B TOCTHKEHUN KOPIOPATUBHBIX LIEJIEH B OTHOIIEHHH cepBHca. CTENEHb NOCTHKCHUS
ATHX IIeIei CleyeT OnpeaAesaTh MOCPEACTBOM ITOCTOSSHHONW 00BEKTHBHOI OIleHKH. Pexomenayercs
IPUBJIEYB I ATOT0 HE3aMHTEPECOBAHHYIO BHEUIHIOK OPraHU3alMIO U MOPYYHUTh el pa3paboTarh
«MHAeKc 00cTyKMBaHUS KIMEHTOBY.

CBsKUTE OLIGHKY CO 3HAYMMBIMU MOKa3aTeIsIMH OOCIy)XKMBaHMsA KIMEHTOB. OHa J0JKHA
OBITh

OCHOBAaHa Ha ONpOCaxX KIHEHTOB M HENOCPEACTBEHHOM HAOIIOJEHUM, a HE Ha JOrajkax.
OTcyTcTBHE TOUHBIX METOJIOB OLEHKM IMPHUBOAMT K €1a0Oi MOTHBAMM Ha OOCITYXHBaHHE U K
nuHU3My. Korja MeHemkepbl OCO3HAIOT, UYTO JOCTHIKEHHE LieJed Mo 0OCIy)KMBAHUIO KIMEHTOB,
c(OpPMYIHPOBAHHBIX KaK MX JIUYHBIC LIEJH, TIOMOTaeT UM B MOCTPOSHHM YCHEUTHOW Kapbepbl, OT
BpaKA€OHOCTH HE OCTAaHETCS U Clefa.

Sny Kapncony u3 Scandinavian Airlines ecTb 4TO pacckaszaTh O IIMHU3ME U BPaXaAeOHOCTH
YIPaBIEHYECKOW KOMaHAbl. BOT 4TO OH mumeT B cBOel KHUTEe « MOMEHTBI HCTUHBDY:

«...MEHE/KEPbl CPEeIHEro 3BEHa 10 TOHATHBIM NPUYMHAM OBUIM CMYIIEHBI CBOEH HOBOM
POJIbIO BHYTPHU KOMIAHHUM (KOTJa PAJOBbIE COTPYIHUKHU MOJYYHIIN OONbIIE OTBETCTBEHHOCTH), OHU
CTaM BPaXACOHBI M KOHTPHPOAYKTHBHBI. MBI MOMECTWIM MX B COBEPIIEHHO HETPHUBBIYHYIO
CUTYyallUl0, TJ€ OHM ObUIM 3axaTbl ¢ 00eux cropoH. CBepxXy NOCTyHajlu IpHKa3bl, KOTOpbIE
IIPOTUBOPEUMIIN UX OKUAAHUSIM U OIBITY; OHU CIIBIILIAIH, YTO MBIl UM TOBOPUJIM, HO HE 3HAJIU, KaK
OCYILIECTBUTH 3TO Ha IpakTuke. CHU3y TpeOOBaIM OTBETCTBEHHOCTH M MOJIHOMOYMI Ha NMPUHATHE
pEeLICHUH, YTO OHU PACCMATPUBAIA KaK yrpo3y CBOEH AOJKHOCTH. MBI IpUKa3aaud MEHeIKepaM
CPEAHEro 3BeHa BBINTH U3 KaOMHETOB U MOCIYIIATh PSIOBBIX COTPYIHUKOB, YTOOBI Y3HATh, UTO UM
HEOOXOAMMO JJIsl BBINMOJIHEHHUs] paboThl. HOo MeHemkepbl HE MPUBBIKIM BBINOIHATH (YHKIHIO
HOJICP>KKH, TeM 0oJiee UTO Telepb UM HY)KHO ObUIO NOJAEP)KUBATh JIO/I€H, KOTOPHIX paHbIlIe OHU
CUMTAIN CBOMMU IIOJYMHEHHBIMH.

CnoBo "noanepkka" acCOMUpyeTcsi y HaC ¢ BHUMaHUEM K HYXK/1aM U C IOMOIIbI0, HO HUKAK
HE ¢ pyKoBOACTBOM. B SAS, kak ¥ B Apyrux KOMIAHUIX, (PYHKIIMH TOJAEPICKH U OOCITYKHUBAHUS
BCEIZla MepefaBalnCh Ha HIDKHIOK CTYIEHb KOPIOPAaTHUBHOW JiecTHUIBL. Kaxk1oe moBwlIEHHE IO
ciry>k0e Bce OoJIblie yIasiio J0Ael OT HEOCPEICTBEHHOT'O KOHTAKTa C KITMEHTaMHU.

Korga psgoBbie COTPYyIHHMKH CTainu '"HapymiaTh NpaBmiia’, 9TOObI OOCIYXHTh KIMEHTOB,
BIIOJIHE €CTECTBEHHO, YTO MEHE/KEPbl CPEIHEro 3BEHAa OTPEarupoBajd TEM, YTO HATSIHYIH
oBOJIbsA. Takoe OTHOLIEHHE NTPUBEIIO B IPOCTH PAJOBON MEPCOHAID.

Kak caenaTthb MEHEeAXKEepPOoB CHACT/INBbIMHA

Uto0bI pemmTh polaeMy OOMKEHHBIX MEHEIKEPOB, SAS mopydmia UM pa3OUTh KpyIHBIC
KOPIIOpaTHBHBIE 1[I Ha OoJiee MEJKHE W KOHKPETHBIE, KOTOPhIE MOXHO IOCTaBUTH IEpe
PSAIOBBIMU COTPYAHUKAMHU.

OO0s13aTeNbHO MOOOIIANTECh CO CBOMMHU MEHEKepaMH, MPEkKIAe YeM 3alyCKaTh HOBYIO WIIH
pacIIMpeHHYI0 Mporpammy oO0cCiyXuBaHHs KIUEHTOB. OOBSCHUTE, YTO UX POIH H3MEHATCS, HO
BJIACTh OCTaHeTCs mpexHel. [locrapaiiTech, 4TOOBI OHM TIOHSJIU: TEMEpPh KOMIAHUS KaK HUKOT/A
3aBUCHUT OT UX MpodeccuoHaan3Ma B HACTaBHUYECTBE, HHPOPMHUPOBAHUH, OOYUCHUHU TIEpCOHAIa 1
YMEHHH BBICKA3aTh KPUTHUKY U TIOXBATY.

KopnoparuBHas crparerusi cepBuca Jlaxe paciidpsieT BIacTh MEHEIKEpOB, BO3Jlaras Ha HUX
OTBETCTBEHHOCTh 3a IMEpeBOJ] OOIIMX CcTpaTerdii B MPAKTUYECKUE 3aJaud, KOTOpble OymyT
BBITIOJHSATH PSAAOBbIE COTpYAHUKU. Kpome Toro, Ha MEHEKEepOB JOKUTCS MOOUITM3AIUS PECYPCOB,



KOTOpBIE TPEOYIOTCS TIEpCOHAITY JUTsl TOCTIoKEHUs 1eneld. ChenaiTe akieHT Ha TOM, YTO HOBasl pOJib
TpeOyeT OT HUX PeaTMCTUYHOIO MOAX0/1a K OU3HEC-TUIAaHUPOBAHUIO U 3[JOPOBOM IO TBOPYECTBA U
M300peTaTeIbHOCTH.

OO0s13aHHOCTH MEHEKEPOB CYILIECTBEHHO M3MEHSIOTCS MpH Mepexoje KOMMaHUH K
OpHEHTAIlMM Ha KJIWEHTOB. MepapXudeckyro MupaMuay OTBETCTBEHHOCTH CIIENYET clenaTh Oosee
IJIOCKOHM, YTOOBI paboTaromuii ¢ KIMEHTaMH IEePCOHAT MOT HEMOCPEJICTBEHHO W OBICTPO
YAOBJICTBOPATL HUX HYXKJBIL. COTPYZ[HI/IKI/I, BOBJICYCHHBIC B KOHTAKT C KIHMCHTaAMHU, CTAaHOBATCA
MeHeIKepaMl — B KOHKPETHOM CUTYyalluU, C KOHKPETHBIM KIMEHTOM.

B pa3BuToii cucreme oOCITyKHBaHUS KIMEHTOB COTPYIHUKH UMEIOT MPABO CaMU BBIOMPATh,
YTO U KaK HY)KHO CJIeaTh, YTOOBI yIOBIETBOPUTDH KIIMEHTA.

Ho mpexie ueM 1aTh mepcoHaly Takylo BJIACTh, HEOOXOAUMO IMOATOTOBUTS JItOJIEH Ha Ooiiee

BBICOKMX YPOBHSIX CTAapOi YIpaBICHUYECKON MUpaMHIbl K 3HAYUTEIBHOMY H3MEHEHUIO HX
poneit. OTHBIHE MX 3aJa4a Kak PYKOBOJMTENEH: CO3[aTh TE€M, KTO HEIMOCPEICTBEHHO paboTaer C
KJIMEHTaMH, YCIIOBUSl MPUHUMATh MPOU3BOACTBEHHbIE penieHus. Ho BMecTe ¢ TeM UMEHHO OHH —
MEHE/KEphl CPEHEr0 3B€HAa — HECYT IMOJHYI0 OTBETCTBEHHOCTH 3a JOCTH)KCHHE TOCTaBICHHBIX
LIeJIeH 110 CEPBHUCY.

CTPYKTYPA NOAYNHEHHUA

CymiecTByIOT pa3Hble MHEHHSI O TOM, KTO JOJDKEH PYKOBOJIHUTH (DYHKIMEH OOCITyKHBaHUS
KIMeHTOB. O/IHM CYMTAIOT, YTO OTIENbI MPOJAX M cepBUcCa OYAYT COTPYAHMYATH JIUIIb B TOM
cinydae, ecnmu o0e (yHKiuM OyaeT KOHTPOJIUPOBATh HAudaJbHUK OTAeNa mpoxax. Jlpyrue
YTBEPXKIAIOT, 4YTO (YHKUUS OOCITYy)KMBAHUS KIHEHTOB HYXKIAETCI B OTICIBHOW CTPYKType
YIIPaBJIeHUS, ITOCKOIBKY TOJBKO TaK MOYKHO HAlENUTh OTBETCTBEHHBIX 33 CEPBUC COTPYAHUKOB
MCKJIIOUUTENILHO Ha Y/IOBJIETBOPEHHE KIMEHTOB, a HE Ha KBOTHI M IIPOYME CBSI3aHHBIE C MIPOJAaXKaMU
BOTIPOCHI.

B nanbonee peHTaOEIbHBIX CEPBUCHBIX KOMIAHUAX PYKOBOJIUTENH (PYHKIHUU OOCITYKUBAHHS
KJIMEHTOB TOAYMHSACTCS MO0 TpeceaTeNo, TM00 IPE3UACHTY MOIpasiesieHus . DTO MPaBHIILHO,
MOTOMY YTO UMEHHO OHH OTBEYAIOT 3a MPHOBLI.

B GonbmmHCTBE CEpBUCHO OPHUEHTHUPOBAHHBIX KOMITAHHH CITY>KOBI MapKeTHHTa, MPOAAX U
paboThl C KIMEHTAMH MOJYHHSAIOTCS OJHOMY YEJIOBEKY, OOBIYHO NpeACeaaTesi0 WIN MPE3UICHTY,
KOTOPBIM OTBEYAET 3a BCE B3AUMOACUCTBHS C KIIMEHTAMH.

K coxanenuto, yaiie BCTpedaeTcsi Jpyras CHTyalMs, KOrja 3a (QYHKIUIO OOCITy>KUBaHHS
KJIMEHTOB OTBEYAIOT OTAEIB MapKeTHWHTa, cObITa, OyXrantepus WM MpOW3BOACTBeHHBIH. MHOTHA
3TO HAa3bIBACTCS «OTHEN JKanob», KOTOPHI BechbMa HHU3KO KOTHPYETCS B OPraHM3alMOHHOU
CTPYKTYPE.

PykoBoauTens (QyHKIUU OOCTYy)KMBAaHUS KIHMEHTOB — 4alle BCEro aJIMHHHUCTPATOD,
MOJUUHSIONIHICS HETTOCPECTBEHHO BBICIIEMY PYKOBOJACTBY. EciM B KOMIIaHUH HET CIIEHAIBLHOTO
otaena OOCTYXHBaHHUS KIMEHTOB, HEPEIKO TJIaBHBIM PYNOPOM KOMIAHMM CTAaHOBUTCA OTJEI
KJIMEHTCKUX OTHOIIEHWH MM paboTHI ¢ KineHTaMu. HampruMep, B pOZHUYHBIX CETSIX OTAET paboThI
C TMOKYIATENISIMU JIOJDKEH ONMMpaThcs Ha MOIIb BCEM KOMIIAHWU NPU PEIICHWH C MOCTaBIIMKAMU
BOIIPOCOB TapaHTUHHOTO PEMOHTA.

KnueHt IpeBbilI€e BCETO

Ha camom pene Ha BepluiMHe HepapXUUYECKOl CTPYKTYpbl KOMIIaHUU A0JKeH cTosTh He CEO,
a wimuenT. Kommanms Xerox Canada HarmsimHo wu300pasuna 3Ty wmuaeto. Ona  crenana
METAJUTMYECKYI0 TUPaMUAy BbICOTOM 6 (yTOB, Ha KOTOpO# BhITpaBHpoBajga uMeHa Bcex 4500



COTPY/IHUKOB KaHAaJCKOro otaeneHus. Llemb 3Toil cepeOpucTo-roay0oil mupaMuabpl — MOKa3aTh
BCEMY MUpY, 4TO «KiaueHTa», CTOSIIET0 Ha €€ BepLIMHE, MOAEPKUBACT KaX /bl IEPEUNCICHHBII
HUXKE COTPYAHUK KOMIIaHUH XErox.

Cerp MarazuHOB TOTOBOHW Ofekabl U yHHBepMmaroB Mansour's B KomymOyce u Jlarpamxe
(wrat JKOpaus) «CTaBUT Ha BEpIIMHY NHpaMuAbl NPOAABLOB», — roBoputr ®Ppen Mancyp,
MPE3UTCHT 3TOro cemeitHoro Ou3Heca. Kaxkaplif mponaBell KU3HEHHO BaXKeH NJISl JEsTebHOCTH
KOMITAaHHUHU M ITOTOMY JIOJKEH YyBCTBOBAThH €051 HEOTHEMIIEMOI €€ 4acCThIO.

Takoe oTHOIIEHHWE BCs OOJIBIIIE pacpoCcTpaHsieTcss B Mupe 6usHeca. Bot uro rosopur I[lutep
bépBori, mpe3uIeHT yNpaBISOMEd W KOHCAITHUHTOBOW (UPMBI, paboTaromeil ¢ KOMITAHUSIMH
TOCTUHUYHOTO W TypUCTHYeCKOro Om3Heca: «CeromHsi KiyObl (CIOpPTUBHBIC, TIO MHTEpEcaM, CIa)
OTHOCSITCSI K CBOUM COTPYJIHHKAaM Kak K caMOMY LIEHHOMY akTuBy. Eciu Biajenen, npesuaceHT u
TeHEepalbHbI JIUPEKTOP CUYUTAIOT CAMbIMH Ba)XXHBIMH JIIOJbMH B Kiy0e cels, 3TOT Kiyd
¢dakTrueckn obpedeH. OHM CO3MAIOT OTPOMHBIM KOMMYHHMKATHUBHBIM Oapbep, MOPOXIAIOIUN Y
MepCcoHaa YyBCTBO pa30yapoBaHUs U OOMIbI U HEXeJlaHue JeNaTh YTO-TM00 HU JUJIsl PyKOBOJCTBA,
HU ISl 4JICHOBY.

OOparute BHHUMaHHE, KaK OpraHU3yeT CBOIO (YHKIMIO OOCTY)KHWBaHHS KIMEHTOB Dow
Chemicals USA, kpymHas kopriopalivs, H3BeCTHasi CBOUM UCKIFOUUTEIBHBIM CEPBUCOM.

XOPOIIIUA PYKOBOJAUTEJIb

Jlaxke ecnu KOMIaHUs BCELIETIO TMPHUBEPKEHA CEPBUCY, OHA HYXKIAETCS B yBaXKaeMOM U
MOTHBUPOBAHHOM PYKOBOJUTENE, KOTOPHIN OyJeT MPUBOJIUTH B JABHKEHUE U YIPABIATH (yHKIHEH
oOcCiTylicuBaHMs KIMEHTOB TOYHO TaK e, KaK KOPIOPATHBHBIA FOPUCKOHCYIBT WU CTapIIAN
BUILICTIPE3UACHT IO (PUHAHCAM YNPABISAIOT CBOUMH (DYHKLIHSIMU.

JIOMKHOCTh PYKOBOJUTENS KIIIOUEBAsl, U K YETOBEKY, 3aHUMAIOIIEMY €€, HY’KHO OTHOCUTBCS
COOTBETCTBEHHO. OH JOJDKEH HMMETh 3BaHHE HE HIDKE CTapllero BUIE-TIPE3UJICHTa WIH BHIIE-
MIPE3UJICHTa IO CEPBUCY/00CTYKMBAHUIO KIIMEHTOB.

B mpou3BOACTBEHHBIX KOMIIAHUSAX BHIIE-IPE3UACHT MO CEpPBUCY JOJKEH OTBeuaTh M 3a
oOcCTyXMBaHUE KIUEHTOB, M 3a KA4eCTBO MPOJAyKTa. ITO JODKEH OBITh TBOPYECKUU U
HEOPJIMHAPHBIN YEJIOBEK, TOTOBBIM PHCKOBATh M CIIOCOOHBIM BHUIETh MEPCHEKTUBBL. DTOT TOII-
MEHE/KEp, a TaKXKe PYKOBOJUTENH, KOTOPhIE €My MOMUYUHSIOTCS, JOJDKHBI OBITh TOTOBBI
BBICITYIIMBATh U JJa’Ke U3BJIEKaTh YPOKU U3 KPUTUKU, KOTOPOH OHHM OYAYT MOABEPraThCs 3a TO, YTO
OyaopakaT KOMIIAHUIO W JOCTAIOT BCEX M KaXKIOTO B CBOEM CTPEMJICHMH K COBEPIICHCTBY B
00CITy’KBaHUH KJIMEHTOB.

UToOB! MpUBIEYh PYKOBOAUTENICH C TAKMMH KauyeCTBaMH, BO3HATPAXKICHUE 32 YCIEX JOJKHO
ObITh mIenpeiM. K cuacThio, ceiiyac HaWTH WX TOpa3do Jierde, 4eM paHblie. PaHbine, ecau Bac
OTIIPABJISUIA 3aHUMATHCSI 0OCTYKUBAHUEM KIIMEHTOB, 3HAYHT, BBl B YEM-TO MPOBUHWINCH. CeroaHs
CTaKHMPOBKA Ha CBA3aHHBIX C OOCITY>KMBaHUEM JOJKHOCTSAX CTajla €Ba JIU HE 00s3aTeNIbHOM AJis
Jroie, OBICTPO MPOJIBUTAIONIUXCS IO CITY>KEOHOM JIECTHUIIE.

I'aaea 5. Paspewiume npedcmagume... sauiu KAueHmbul

OBCJIYKUBAHHME 3TO TO, YTO AYMAIKOT O HEM BAIIIN K/IMEHTDI



JlaiiTe nmeau Bce, 4TO OHA XOYET.
Mapuwian @uno, uz nepevix mopzosues

Moit nepBbeiii coBer: Ciymiaiite, ciymaiTe M chOylmaiTe JoJel,KoTopble
HETIOCPEACTBEHHO BBIIOIHAIOT paboTy.
I. Pocc Ilepo, npedcedamenv coeema Oupekmopos komnanuu Perot
Systems, Inc.

BeIcTpo pactyniyie KOMIaHUU TMOJIEPKUBAIOT TECHBIN KOHTAaKT CO CBOMMH PBIHKaMH — M HE
KaJeroT Ha 3To JieHer. OHU 3HAIOT CBOMX KJIMEHTOB U PErYJISIPHO OOHOBIISIOT HHPOPMAITUIO O HUX»,
— roBopurcsi B «Otdere 00 WCCIETOBaHMM CHUTYyalluH C OOCIY)XMBAaHHEM MOTpeOUTENein
AMEepUKaHCKOI accoluay MEHEKMEHTA.

[Ipexxae 4eM MBITaThCS MPOJAATh CBOMM KIIMEHTAaM TOBAap WIM YCIYTYy, HY)KHO H3Yy4UThb HX
notpeOHOCTH 1 3anpockl. He 3Hast ux, Bbl OyneTe neiicTBOBaTh Hayraa. A AeHCTBYs Hayral, TPYJIHO
ClIeNIaTh KJIMEHTOB JI0BOJIBHBIMH.

Jla, u3y4yeHue KIMEHTOB, YTOObI AaTh BCE, YTO OHU XOTSAT, M UX yAep)kaHue cTouT aeHer. Ho
pa3Be MOXKET OBITH MPOOJIEMON /Isi KOMIAHWU HEOOXOJMMOCTh BJIOXKHTH AEHBIW BO YTO-TO, YTO
IpUHECET MPUOBLIH?

Korma HenoBonbHBIE KIMEHTHI KAMyOTCS — WIH, YTO CIyYaeTcs ropasfo daiie, Moida
YXOIAT K KOHKYpeHTaM, — BBl y3HaeTe, YTO UM He HpaBUTcA. Ho pa3Be He mydiie y3HaTh, UTO UM
HPABUTCS, IPEXK/IE YEM OHU OT BAC OTBEPHYINCH?

Jlyume c mepBoro JAHS OCO3HaHHO (Ha OCHOBE MHCCJIENOBaHUS) HATH HABCTpPEUy HX
NOTPEOHOCTSIM M 3ampocaM, a HE MBITAThCS yJep)kaTh MX Ha IOpOre KOMIIAaHWH, TOTOBBIX B
pa3apakxeHUuH XJIONHYTH IBEPbIO.

Omu60YHbIE NPENOI0KEHUA

Bo3MOHO, paHblle BaM HEILIOXO YAaBAJIOCh INPEACKa3aTh NOBEACHUE KIUEHTOB, HO HAl0
IIOMHUTb, YTO 00CITYKMBaHHUE — 3TO HE TO, YTO O HEM aymaere Bbl. OOCIyKuBaHHE — 3TO TO, UTO
JyMAaroT O HEM BAalllA KJIUEHTHI, JaKe €CJIM OHU HEIIOCIIEN0BATEIbHbI, HEPAa3yMHbI U HUYETO B 3TOM
He MOHMMarT. Xopolee O0O0CIyXKHBaHME HE HMEET HHU4YEro OOINero ¢ MpeaCTaBICHUSIMHU
IIOCTABILIUKA YCIIYT, €CJIA TOJILKO OHHU HE COBIAJAIOT C IIPEACTABICHUSAMU KIIMEHTOB.

OOcnyxuBaHUE TOJIBKO TOTJa XOpoIlee, KOrja OHO XOpowmo A KiueHToB. HemHorue
PYKOBOJIUTENU JCUCTBUTEIHHO MOHMMAIOT, YTO TaKOE Xopollee 0OCTy)XKMBAaHUE, M €Ie MEHbIIe
pykoBojguTeneil ONM3KM K CBOEMY MEpPCOHAlly HACTOJbKO, YTOOBl yBHMJEThb, HACKOJIBKO
o0cCTyKMBaHUE TLIOXO.

[Tpon3BoanTENIN U MOCTABUIMKHU YCIYT JOJKHBI OCO3HATh, YTO JWJIEPHI, JUCTPUOBIOTOPHI U
¢bpaHyaii3m — 3TO, MO CyTH, JHLO UX KommaHuil. [loaTomMy cranmapThl KadecTBa 00CITYKMBAaHUS
HY)XHO BHEAPATH BO BCEH CHCTEME W IIOCTOSIHHO MX IONACPKMBaTh. 3allOMHHUTE: BCA LEMb
HACTOJIBKO KpeTKa, HACKOJIBKO KPETKO ee caMoe cliaboe 3BEHO.

Hukoraa He nbITaiiTech OTrafarh, 4€ro XOTAT KIMEHTHI, HE jKaleldTe BpEMEHU U JACHET, YTOObI
y3Hathb 370. [loMHUTE, YTO KeNaHUS U MOTPEOHOCTH JIO/IeH CO BPEMEHEM MEHSIIOTCS, U TO, YTO BBI
paHbllIe 3HAJIM O KIMEHTaX, MOIJIo ycTapeTb. KpoMe Toro, nmeromascs y Bac HH(OpMaIHs MOKET
ObITh CIAMIIKOM OOWIE W TOTOMY HENPHUTOJHOW Ui HCIOJb30BaHUS B KOHKPETHBIX
OM3HECIIPOCKTaX.

Typdupma, nponaBapiast cranAapTHBIE TYPHI U IEHCHOHEPOB, CYUTAJA, YTO XOPOIIO 3HAET
cBOH pbIHOK. OnHaKoO BBIBOJBI, OCHOBAaHHBIE Ha JOMBICIaX M OOOOLICHMAX, OKa3alHuCh
OIMOOYHBIMHU, YTO MPHU3HAT MPE3UACHT KOMMAHUU: «MBbl PEHINIIH, YTO MOXKUIIbIE JIIOJIU 3aXOTAT
OCTaHABIMBATbCS B OTEISIX BMECTE C JPYTMMH MOXKWIBIMHM JIIOJbMH, 3aXOTAT, YTOOBI HX



COIPOBOXK AN MEATEPCOHAI, OyIyT MPEANOYNTATh AMEPUKAHCKYIO MHIIy MECTHONH KYXHE M CMOTYT
MTOJIYYUTh yJIOBOJILCTBUE TOJIBKO OT KOPOTKUX IKCKYPCHI, KOTOPBIE HE YTOMST UX).

Komnanus okazanach Hempasa. Ilocie mepBoHayanbHOrO BCIUIECKA MPOJAXH PE3KO YHAJIH.
«Torma Mpl MOrOBOPWIIM C HAallMMU NOTEHIHUAIbHBIMU KiIMEeHTaMH. OKa3ajaoch, YTO OHHM XOTST
BUJIETh HOBBIE MECTa, OOIIATHCS U CO CBEPCTHUKAMU, U C MOJIOJICKBIO, U C MECTHBIMH KHUTEISIMU B
TeX CTpaHax, Kyaa enyT. OHU XoTeau MpoOOBaTh HOBYIO KYXHIO U HE OUY€Hb OECIIOKOMIINCH O CBOEM
3nopoBbe. Hama nporpamma Ob1a 711 HUX CKYYHOR.

«Bam cepBHC TakoB, KakOB OH B IJla3ax mojydarens, — roBopuT Jlxek JIoBeHCTEHH,
JUPEKTOP MO aJAMHHHCTPATHBHBIM BompocaMm lleHTpa XMMHUeCKHX HCCIEAOBaHUNW U Pa3padOTOK
kopriopanimi BMC B Ilpuncrone (mratr Hero-/[kepcu). — Kakas kommaHus Jydiie, periaet
KJIMEHT. ECu KJIMEHT CTaBUT BaM OIIEHKY "OTJIMYHO", TOT/Ia Y Bac BCE MOIYYUIIOCH!»

KitoueBble crnoBa — «BocHpuATHE KIueHTa». HeBaxHo, Bce 1M crenupuKanuu
COOTBETCTBYIOT M BCE JIM Pa3MEpPbl COBMANAIOT. Ecin KIMEHTYy HE HpaBUTCA IMPOIYKT — 3TO
OKOHYATENIbHBI NPUroBop. TOJNBKO KOrjga MPOAYKT IOCTAaBISETCS BOBPEMS W JCHCTBUTEIBHO
OTBEYAET OXUJAAHUSAM KIMEHTa MO KAYECTBY, MOJE3HOCTH M LIEHE, MOXHO OXHUAAaTh, YTO KIHEHT
OT30BETCS O HAC B MPEBOCXOJAHBIX CTEIEHIX.

Ho npaBuTCs KJIMEHTY Balll TOBAap WJIM yCIyra WU HET, HA/I0 Y3HATh JI0 Hayajia UrPhl.

BocnpusTue KJIMEeHTOB — Ballla peaJibHOCTh

JloBeHCTEWH YyOEXIEeH, YTO B KaXJOM KOMIAHMM HA CTEHE JIOJDKEH BHCETh IUIaKaT:
«Bocrmpustie cTaHOBUTCS pealbHOCTHIO, KOTIa BaC OLIEHUBAIOT JAPYTHe».

[1epBbIif mar y3HaTh, KaKOBa pPealbHOCTD IS BAallIMX KIMEHTOB, — B3IJIAHYTh Ha Balll OM3HEC
U pelInTh, YeM Bbl 3aHMMAETECh C TOYKHM 3PEHUS KJIMEHTOB (€clii BbI 3TOTO €lle HE CJeNalu).
Ckopee Bcero BbI IIPHUJIETE K BBIBO/LY, YTO 3aHUMAETECh OKa3aHHEM PasHOOOPa3HBIX «YyCIyT», lajnee
ecnu He paboraere B cdepe oOciayxkuBanus. CocTaBbTe CIHUCOK. [ KOro-To 3TO MOXET CTaTh
OTKpOBEHHEM. MHOTHE CEepBHUCHBIE KOMIIAHWHU JI0 CHUX MOp HE MOHUMAIOT, YTO OHHM paboTaioT B
WHYCTPUU CEPBHCA.

Bropoii mar — CerMeHTHUpOBaThb PHIHOK, T. €. BBIACIUTh BCE KATETOPUU KIUEHTOB, C
KOTOphIMH BBl paboTtaete. HeoOxomumo ompeneauTs MOTPEOHOCTH M 3alpoOChl BCEX KaTETOpHit
KIJIMEHTOB.

TpeTtuii miar — BHEAPUTH CUCTEMBI, KOTOPbIE MO3BOJISAT BaM YCJBIIIATh KIUEHTOB. JIydiimii
COCco0 y3HATh, YEro XOTST KIMEHTHI, — CIPOCHUTDH Yy HUX. M 1aTh UM BO3MOXHOCTH CKa3aTh BaM 00
aToM. [IoaTOMY HYXKHO OOJIETYUTH KIIMEHTaM JUAJIOT C Balllel KOMIIaHUEH.

» Hanpumep, neyaraiite OecrmaTHbIN TeneOHHBII HOMEp Ha CBOUX CUETaX.

* Pa3naBaiite kiimeHTaM OTKPBITKH, YTOOBI OHM MOTJIU MOCJIAaTh BaM CBOM OT3BIB IO MOYTE.

VYbenureck, 4TO Ballld COTPYAHUKHU 3HAIOT, KAK KIMEHTHI MOTYT CBA3AThCSl C KOMIAHHUEH, U

COOOMIAIOT UM ATy UH(POPMAIIHIO.

* Ucnonp3yiiTe B cBOEH TeneOHHOM cucTeMe MPenMyIecTBa TOJI0COBOM 1mouThl. Bee Gonee

3¢ (eKTUBHBIM cIOCOOOM KOMMYHHUKAIIUU CTAHOBUTCS 3JEKTpOHHAs moyta. MHoraa monesno
NpUBJICYb KOHCYJIBTAHTA, YTOOBI BBICTPOUTH CHCTEMY KOMMYHHKAIIMM MEXIY OTIENaMH, 3TO
MO3BOJIT UM OIEepaTUBHO OOMEHHBaThbcs HH(pOpMalued, HeOOXOAUMON Al yIOBJIETBOPEHUS
noTpeOHOCTEH KIIMEHTOB.

» CoOupaiiTe JaHHBIC W AHATM3UPYHUTE WX, YTOOBI BBISBIATH OOIIHE 3aKOHOMEPHOCTH H
teHaeHmu. VimeHHo Tak mocrynuia ceth orteneid Hyatt Hotels 8c Resorts. Ee mporpamma
oOecnieueHus kadectBa «B koHTakTe Ha 90-e» BKIIOUYaNa CHCTEMY OIICHKH, Harpaay IOJIydajau
oTeNH, coOpaBIINe caMmble 0JIATOCKIOHHBIE OT3bIBBI MOCTOsUIbLIEB. [IpoBoaMINCH cobeceoBaHus C
boKyc-rpynmnamMu, COCTOSBIIMMHU U3 TeHEpaJbHBIX MEHEKEPOB OTelell, riae oO0CyXAaluch
pe3yabTatel paboTsl W (unocodus cepBuca, — pacckassiBan appun Xaprtiau-Jleonaps,
npejcenaresib copeTa JupekTopoB cetu Hyatt.



[Tpoananu3upyiiTe TeKylue TaHHBIE O MOAbEMAaX M CIaJaX B KaueCTBE OOCITYXHBAHHS M Ha
UX OCHOBE pa3paloTaiiTe «MHAEKC OOCIYKHBAHMS KIMEHTOB». OJTOT HMHJAEKC MOKHO CJIeNaTh
YVHHUBEPCATHHOM IITKATION JJIs1 OIIEHKH KauecTBa 00CTYKUBAHUS KIIMEHTOB.

METO/1bI UCCJIEJJOBAHU

HedopmaibHbIe ONIPOCHI

OnHa u3 GopM Takoro MccieI0BaHHUs — OOCYXKJIEHHE C TIEPCOHAIOM HEAABHUX CUTYaIUi U
OT3bIBOB KJIMEHTOB HA €KEMECSUHBIX WM €KEHEACNbHBIX cOOpaHusX. To, 4TO BbI y3HaeTe B XOJ€
3THX OOCYXXICHMI, JOJDKHO TMOJCKa3aTh, KaKhe Mephl CIEAYeT NMPUHATH IS YIYYIICHUs KayecTBa
o0CITy>)KUBaHUSI.

PykoBoauTenu CpeaHEro W HHUBIIET0 3BeHa JOJUICHBI TNPUXOAWUTH Ha JTH COOpaHUs
IIOATOTOBJICHHBIMH, UMES1 HAa PyKax pe3yJbTaThl onpoca nepcoHana. OHM NOJKHBI BCEra 3HaTh,
YTO KJIMEHTHI TOBOPAT O CEPBUCE — KaK XOpOLIee, TaK U II0XOE.

Cynpyru KoBanbcku, BiajenbIlbl HECKOJIbKHX cynepMapkeroB BOau3m Centlloma (mrart
MuHHecoTa), IpUAYMalu 3aMevaTeIbHbIi MeToa HePOPMaTbHOTO UCCIIEAOBAHMS, KOTOPBIA MOXKET
UCIOJIb30BaTh KOMIIAHMs J000ro pasmepa. E)kekBapTalbHO OHM apeHAYIOT HENOAANeKy OT
KaX/I0T0 M3 CBOMX Mara3uHOB KoH(epeHI-3aid. Tyna oHM mpuriamaroT §-12 mokynarenei u3
KaKJOT0 Mara3uHa.

«Huxkakoro opunnosza, — rosoput J>xum KoBanbcku. — MpI yromaeM Ux NHLLEH U 3a1aeM
Ky4y BOIIPOCOB O TOM, YTO UM HPABHUTCA U — YTO BaXKHEE — YTO HE HPABUTCS B HAIIUX Mara3uHax.
Onu pacckasbiBatoT. Ml ciaymiaem.

B pesynabrare Takux BCTped OBUIO PEIIEHO PACHIMPUTh ACCOPTUMEHT HHU3KOKAJIOPUHHBIX
MIPOAYKTOB JUIsl HOXKHUIIBIX, (pacoBaTh 00jee METKUMHU OPLUUAMHU MSICO ISl OAMHOKUX JIFOIEH.

dopmasibHbIe ONPOCHI

OcHoBHas popMa TakuX HCCIeTOBaHUNH — (POKYC-TpYIIIIBL, TJ€ BEIYLIUI 3a/1aeT BOMPOCHI U
CTUMyJUpyeT oOcyxkzaeHue. ['pynmel JOKHBI BKIOYATh KIMEHTOB M IpEJICTaBUTENEH Bcex
OTJIEJIOB U ypoBHEW ynpasieHus. opmanbHble ONPOCH! CIEAYET TPOBOAUTH Kaxple 60-90 nHeil.
[TpoBOIUTH MX pexe OIHOrO pa3a B KBapTaJl HE PEKOMEHYEeTCsl, TIOTOMY YTO MO>KHO NpPOIJIAIETh
3apOXKIAIOUIYIOCS TEHCHIINIO, KOTOpasi MOTpeOyeT N3MEHEHHH B IpoIiecce 00CTyKUBAHHMS.

Jlydmme KoMIaHuM ONpAIIMBAOT HE TOJIBKO KJIMEHTOB, HO U nepcoHall. Kak npaBuio, Takue

MCCIIEIOBAaHMSI IPOBOJSATCS M BHYTPH (DUPMBI, M C IPUBJICUEHHUEM BHEIIHEH KOHCAJITHUHTOBOM
KOMIaHUU. B mepBoM ciydae coTpyqHHMKaM OTAena NpoJaX M MapKeTHUHra 3aJaroTcsl BOIPOCHI C
LEJIBIO Y3HATh UX MHEHHE 00 00CITyKMBAaHUH KIIMEHTOB.

Onpocsl COTPYAHUKOB

Korga ompoc mnepcoHana mNpoBOAUT BHEIIHWNW KOHCYJIBTAHT, JIIOASIM HE TOBOPST, YTO
HCCIIeIOBaHNe OIUIauMBaeT MX paboTodarenb, MO3TOMY COTPYAHHKH Oojiee OTKpOBEHHHI. Jlroau
roBOpAT MHOT'OC U3 TOI0, O YEM IMPOMOJITIAIN 6131, €ClIn 6BI 3HAJIA, YTO HUX CJIOBA CTAHYT U3BCCTHLI
Ha4yaJIbCTBY. 3HAYUTENBHYIO YacTh OSTHUX HJACH IOCIE COOTBETCTBYIOIIEH TOpPaOOTKH MOXKHO



UCIOJIb30BATh, YTOOBI YITYUIIUTh KA4eCTBO 00CTYKUBAHUSI.

[Tpodeccop Maiikn Jle6éd w3 VYuuBepcurera HoBoro Opreana mnpejiaraeT KiIUEHTaM
OTBETUTH Ha aJaNTHPOBAHHBIC MO/ CIENU(PUKY KOMIAHUH «UIATHHOBBIE BOMPOCH» (Ha3BaHBI Tak,
YTOOBI MOTYEPKHYTH X IIEHHOCTB ).

- Kak Mb1 pabotaem?

- YT0 HY)KHO, 9TOOBI MBI paboTaH Jydire?

OmnpammBast OBIBIINX KIMEHTOB, 3a/1aiiTe Borpoc: «[louemy BbI mepecTany MoKynarh y Hac?»

[MIpy momomu mTPOPECCHOHATBLHBIX METOJIUK MOYKHO ITOCTABUTH BOIPOCHI TaK, YTOOBI
BBISICHUTH, Y€ro XOTAT KIUEHTHI, YTO KOMIIAHHS MOXET JIaTh UM C MPUOBLIBIO JUIsl ceOs, Kakas
nHpOpMaIHs HY)KHA KIIMEHTaM C UX TOYKU 3PCHUSI.

JddexTuBHAsA POKyC-rpynna

®okyc-rpynibl — 3()(PEKTUBHBINA COCO0 JIydllle U3y4YUuTh CBOMX KIUEHTOB. [IpoBoauTh HX
cienyer perynspHo. Hampumep, aBuakommanus Singapore Airlines onmpammBaeT KaKaoro MmsToro
naccaxupa KakJ10ro MsATOro peiica — KaKIbli JIeHb, KpyTJibli rol. O4eHb BaKHO HAWUTH XOPOUIErO
BEYIIETr0, YTOOBI TOJIOC KAXKIOTO YYaCTHUKA ObUT YCIIBIIIAH M Pa3roBOP HE OTKJIOHUIICS OT TEMBI.

O6bruHO (hoKyc-Tpynma cocTouT U3 8-12 ygacTHUKOB. YacTo mpuriameHHble HE TPUXOIIT,
MO3TOMY JIIO/IeH HaJJ0 003BOHHUTH M HAIIOMHHUTH O BcTpeue. UtoObl coOpath 10 yenoBek, mpuaercs
3apy4yuThes coryiacueM He MeHee 15. Kak nmpaBuiio, JTI0AsM HYKEH CTUMYIL.

Komnanus Vail Associates u3 Beiina (mrat Konopano) gact Bam qBa 6uiieTa Ha MOJIbEMHUK,
1eHa kotopsix 6osee 100 gomt., 3a yuacTue B KOHIIE THs B (DOKYCTPYIITIE TPOIOKUTEIBHOCTRIO 90
MUHYT.

Kpome Toro, moganyT mpoxJiaguTenbHble HAHUTKH, ChIp, Kpekepsl U GpykThl. 1 Bce paBHO
KOMIIAHUU CJIOKHO TIPUBJIEYb YYAaCTHMKOB. 3a OAMH JIBDKHBIA CE30H OHa NMpOBOJAT cBbiule 20
(dboxycrpynm; Bce BCTpeUH 3aluchIBarOTCs Ha Bujeo. g nmpoBeaeHus QOKyC-TpyMIl MPUBIEKAIOT
BHEIIHETO KOHCYJIbTAHTA.

Ho »Tu 3arpaTel HE3HAUMTENBbHBI, €CIM pAaCCMATPUBATh MX KakK TapaHTHUIO TOrO, 4YTO
MUJIJTHOHBI JOJJIAPOB €KETOIHBIX KAaUTAIOBIOKEHUH OyIyT MOTPaYeHbl C YMOM.

OO0s13aTeNIbHO TIPEJIOKUTE KaKOH-HUOYAb CTUMYJ, YTOOBI MOOIIPUTH y4yacThe. Uem Bl
JI0XO0J] YYaCTHUKOB WJIM X TIOJIOKEHHE B OOILIECTBE, TEM BBIIIE JIOJKHA OBITh LIEHHOCTh CTUMYJIA.

WNuorpa ywacTHHKaM (DOKYC-TpYyIIbBl HE COOOIIAeTCs, KTO CIIOHCHUPYET €€ MpPOBEACHHUE.
ColOecenoBaHr€e 3alMCBHIBACTCS HA IUJICHKY, a MPEACTABUTENH KOMIIAHUM MOTYT HaOmoIaTh 3a
MIPOUCXOIAIINM U3-3a 3€PKaTIbHOMN CTEHBI.

@oKyc-Tpynibl MOTYT NPOBOJWUTh W COTPYIHUKHM Balled KOMIIAHWH, €CIM OHU YMEIOT
nepxKaTh ce0sl B pyKax, YTOObI HE Ha4aTh CIIOPUTH C yYaCTHUKAMU. 3ajjaBaiiTe HaBOSIINE BOIIPOCHI
U BEIUTE MOAPOOHBIE 3amuch. BONMBIIMHCTBO CECCUil 3aIMCHIBACTCS HA BHJICO MM ayIUOIJICHKY, a
3aTeM peNaKkTUpPyeTCsl i1 PYKOBOJACTBA. [loMHHWTE: BHMMATENBHO Ciymas JIOAECH, MOXHO
MOJyYUTh Topa3zao Oosblie MH(OPMAIMK, YeM MBITAsICh OTCTOATh WM OOBSICHUTH CBOIO TOYKY
3pEeHHs.

Heo6xoanMo mpecekarh MOMBITKMA OJHOTO U3 YYaCTHUKOB MOBJIHATH HA JPYTUX M HaBs3aTh
CcBOE€ MHEHUE. B naeane BaM HyKHbI OTKPOBEHHbIE KOMMEHTAPHUH KaXJA0TO.

Pon Kaydman, aBrop kuurum «Ymydmute cBoii cepBuc» [Up Your Service], coBeryer:
«Co3naiiTe HEMPUHYXKJIECHHYI0O OOCTaHOBKY W BBI3OBHTE JIIOJIEH Ha pPa3roBOP O TOM, YTO UM
HPABUTCS, YTO HE HPABUTCS, YTO OHMU XOTEIH Obl MOJYYUTH OT Bamied KommaHuu. Eciau Obl oHM
MOTJIM U3MEHUTh YTO-TO B BalleM 00CITy>KUBaHUH, TO YTO UMEeHHO? Eciu Ob OHU MOTJTIM B3MaxHYTh
BOJIIIEOHON MAJIOUKOM M OTKa3aThCs OT OJJHOTO U3 CBOMX TpeOOBaHMM, TO OT Kakoro uMenHno? Eciu
OBl UM TIPUIIIIOCH BBIOUPATh MEXAY OoJibllie X WM MEHbIIIE Z, YTO OHU BBIOpaIu ObI U MoYemy?
3apaHee OIpeienTe BOIPOCH, HA KOTOPBIE Bbl XOTUTE IIOJYYUTh OTBETHI.

Breibepute HyxHYyI0 ayautoputo. Kaxnas kommanus paOoTaeT ¢ pa3HbIMH CErMEHTaMu



pbIHKa. Bbl MoxeTe npoBecTH 5-10 pa3auyHbIX IpyNN UM HA4aTh C OJHOM.

Moxer ObITb, BaM MPHUAETCS ONPOCUTH JETeH, MOJAPOCTKOB, I€HEPAIBHBIX UPEKTOPOB,
COCTOSATENIbHBIX JIIOJEH, KOPIOPATUBHBIX KIMEHTOB, MoTpeduteneil. [loaTomy B mpeane HYXHO
OIIpaIIMBATh HECKOJIBKO Pa3HBIX I'PYIII B TEYEHHUE IOJa U €KETOAHO MEHSTH TPYIIIIHI.

Crero Jleonapa, mpe3uaeHT po3HuuHOM cetu Stew Leonard's, exxeMecsqYHO JTUYHO MPOBOJIUT
(boKycrpynmny B OTHOM U3 TPeX CBOMX Mara3uHoOB.

@oKyC-rpynnsl — OYEHb MOIIHBIM M JCWCTBEHHBI HHCTPYMEHT, €CIM BBl yMEETE
UCIOJIb30BaTh MJI€U U HHPOPMALINIO, KOTOPbIE OHU JAIOT.

BecruiaTHble TEJIE(l)OHHbIe JIMHHUH

becrinaruble TenedoHHbIE JIMHUN MIUPOKO UCIIONIB3YIOTCS I 00JIErYeHus CBSA3U KIIMEHTOB C

KOMIIaHUEM.

UccnenoBanue, nmpoBeaeHHOE AMEPUKAHCKOW accolManued MEHEHKMEHTAa, MOKa3allo, 4To
pacxo/pl KOMIaHWH Ha OecruiaTHbIe TeleOHHBIC IMHUM B CpeJHeM MpeBbiaoT 250 Thic. JOIUI. B
roJ. Hekoropelie kpynHble KOMIAHUM TPaTAT Oosiee 1 MITH JOJII.

Hanpuwmep, rogoseie pacxoasl kommanuu Chesebrough Ponds cocrasmiu 800 Thic. mos.
OrpoMHBIE CyMMBI Ha oOciyxkuBaHHe OecriiaTHRIX JimHHK pacxonyroT General Electric (Llentp
orBetoB GE) u Whirlpool (Xononnas muawms).

Xumuyeckasi KOMIIAaHUSI CpeIHHUX pa3MepoB mnotparwia 350 ThIC. JIO/UI. HA YCTAHOBKY M
oOciy)xuBanue ropsyei nuHMM. OHa XoTena, 4YToObl €€ MPOJaBIbl MOIJIH HANpsIMYIO
KOHTaKTUPOBATh C MOTPEOUTENSIMU, MUHYS PO3HUYHBIX MPOJAaBLOB. B pesynbrare 00beM mpojax
BbIpoc Ha 20%.

KpynHas cerb MarasmHOB MO MpOJaXe TOBApOB IEPBOM HEOOXOIMMOCTH, KOTOpas He
paboTaeT Mo cucreMe caMOOOCITYXHBaHHUS U HE MPUHUMAET 3aKasbl 10 Telae(OoHy B LEHTPAIbHOM
oduce, notpatuia 200 ThIC. AOI. HA OECIUIATHYIO JIMHUIO, YTOOBI OTBEUaTh HA BOIPOCHI KIHMEHTOB
Y IPUHUMATH Kano0bl. O0beM mpojax Beipoc Ha 19%.

becrinatuble TeneoHHBIE JUHUU OKYMalOT ce0s, MOCKOJbKY IO3BOJSIOT MOJIydaTh
KOMMEHTapUHU, BOTIPOCHI U JKaJT00bI KIIMEHTOB.

Kommanuss Mervyn's, kpynHeiimas cets yHuBepMmaroB B CIIIA, ucnomp3yeTr OecruiaTHbIE
JIMHUU JUISL CBSI3M C ONTOBBIMHU M PO3HUYHBIMU Nokynatenasmu. [Ipumepno 70-73% mnoctynaromux
3BOHKOB — 3TO 3anpochl TexHndeckoil nudopmanuu. M3 nux 23% kacaercst npo0ieM, CBI3aHHBIX C
npoaaBaeMbiMu ToBapamu. CBoro cuctemy Mervyn's Ha3zBana «Passenxoit» [Field Intelligence].
Ona oOecriedrBaeT pPYKOBOACTBO HENPEPHIBHBIM MOTOKOM J@HHBIX O TOM, KaK KOMIIaHUS
YIIOBJIETBOPSIET MOTPEOHOCTHU U 3aIPOCHI CBOMX IOKYIIATENEH.

CBost OecrutatHast muHUS ecTh M 'y Kmart — Tak Ha3piBaeMass CeTh 3a00THI O MOKYIMATEIIX
[Customer Care Network], Kommanus onepatuBHO pearupyeT Ha Bce COOOLIECHHs O HEJOCTaTKax B
oOciyxuBaHuu. [Ipoanann3upoBaB 3BOHKHM W MHCbMa, MOJyYEHHBIE 32 OJUH KBapTall, KOMIIaHUS
oOHapy»KuJIa, 4TO TI0 HEKOTOPHIM HalpaBJIEHUSM KOJINYECTBO JKal00 CYIIECTBEHHO COKPAaTHIIOCh, a
KOJMYECTBO OJIarONpHUsATHBIX OT3BIBOB BbIpocio Ha 120% 1O CpaBHEHHIO C MPeAbLAYIIUM
KBapTaJioM.

3BOHMTE KJIMEHTaM, YTOObI cKa3aTh «Cracu6o»

Royal Bank of Canada ncnomnb3yeT cBO0 OeCIUIaTHYIO JIMHUIO HE JJIs MpUeMa )Kajo0, a Juis
UX IpeAoTBpaleHns. B pamkax meicTByromel mporpaMmMbl COTPYIHUKH OaHKa 3BOHAT KIMEHTaM H
roBopsT: «Crnacn0o, 4TO BbI HAll KIHMEHT. MBI IEHUM COTPYIHHYECTBO C BaMHM M XOTHUM Y3HATbh,
€CTh JIM Y Bac Kakue-1ub0 mpoOemMbl», — U BCE.



OTOT MPOEKT NMEePBOHAYAIBHO CUMTAJICS 3aTPATHBIM, HO OKa3aJICsl HACTOJIBKO YCIIEIIHBIM, YTO
OKyNWJICS 3a CYeT YBENMYEHHs o0beMa MNpOJaX B TEUEHHWE IEepPBOTO rojaa, Jaxke Oe3 ydera
(uHAHCOBOM BBITOJIBI OT OOCITYKUBaHUs cOEperaTeIbHbIX CUETOB, KOTOPbIE ObLIN OBl OTEPSIHBI 0€3
3TOH mporpaMmsl. Jloxoxpl OaHKa yBEMMYWINCH Onarogaps HOBBIM KIIMEHTaM, HMPUXOJSIINM II0
pPEKOMEHJALUAM, PACIIMPEHUI0 00BbeMa YCIAYr CYIIECTBYIOIIUM KJIMEHTaM M MEePEeKPECTHBIM
IpOJIaKaM.

CruBeH XWITHHC, PYKOBOJHMTEIbh OTAeNa MpsMOro MapkeTuHra B ¢uimane Royal Bank B
Ownrapuo, rosoput: «Hamia cucrema HampaBiieHa Ha BBISBICHHE MOTpeOHOCTEH KiameHToB. Ho
JIIOAM HUKOTJA HE CKaXyT, YTO UM JCHCTBUTENBHO HYXXHO, €CII CUYUTAIOT, YTO BBHI MBITAETECH UM
4TO-TO Tpoaars. [loaToMy Ienp HammMX 3BOHKOB — MOJAEPKaTh KOHTAKT C KIMEHTaMU U TI0
BO3MOKHOCTH YTOTO Y3HaTh O KaxJ0M. PazymeeTcs, eciii Mbl CIIBIIINM O TOTPEOHOCTSX, KOTOpBIE
MOXEM Y/IOBJIETBOPUTH, MBI UYTO-TO PEKOMEHAyeM KiueHTy. bmaromaps sTomy pacreT o0beMm
orepanuil ¢ KaxIbIM KIHeHToM. Kpome Toro, mockoibKy Hallld KIMEHTHl YyBCTBYIOT, YTO C HUMHU
o0paIaroTcs 4eCTHO, OHU OXOTHO PEKOMEHAYIOT HAaC CBOMM 3HAaKOMBIM).

[lepBoHauanbHo 1Enbl0 mporpamMMel Royal Bank Obuto mpuBiiedeHHEe HOBBIX KIMEHTOB B
¢ummansl. Ho Tak kak Bce Oouiblie JIFOJICH MPOCHIM O BO3MOXKHOCTH COBEPILIATH OIEPAIMH IO
TenedoHy, OaHK Meperes K STOMY BUAY 00CTyKUBAHHUS.

Cucremsl dBTOMATHU3UPOBAHHOI'O OTBETA

Jlnst oTBeTa Ha MHCHbMa, COOOIICHHUS, MTOIyYEeHHbIE IO OECIUTATHBIM TeNe(OHHBIM JHHUSAM, H
Jpyrye nociaHus KJIMEeHTOB KOMIIAHUH YacTO UCIOJB3YIOT CUCTEMBbI aBTOMATU3UPOBAHHOTO OTBETA.
KpymHbie mpon3BOAUTENN MOTPEOUTENECKAX TOBAPOB, MMEIOIIHE B CBOEM PACIIOPSIKEHUH MOIIIHBIE
KOMITBIOTEPBI, MOTYT CO3/1aBaTh «HMHJWBUIYaJIbHbIE» OTBETHl ThICAYaMH. OTO €IUHCTBEHHAs
peanbHasi BO3MOYKHOCTb OTBETUTH KaXkJIOMY, KTO CBS3BIBACTCS C OTPOMHOM KomnaHueu. Becbma
MPOJIBUHYTYIO cucTeMy ucnoiib3yeT kommanus General Mills. Eme B 1978 r. xomnanusi BHeapuia
CHCTEeMYy KOMIIOHOBKH TEKCTa U3 (parmMeHToB. [IporpamMmmHoe obecrieuenue st 00pabOTKU TeKCTa
YCTaHOBJEHO HA MOIIHOM KOMIIBIOTEPE M CO3Ja€T BO3MOXKHOCTH, HEIOCTYIHBIE OOBIYHOMY
TEKCTOBOMY PEIAKTOPY.

bubnuoreka Briodaet okosio 1500 ¢parmMeHTOB, KOTOPHIE MOYKHO JIOTHYECKH CKOMITOHOBATh
B MHAMBHYyallbHblEe nUcbMa. OnepaTropy OCTaeTCsl BBECTH MMS KJIHMEHTA, aJpec U HauMEHOBaHUE
npoaykra. Bce naHHBIE cOXpaHSIOTCS B KOMIIbIOTepe. B KOHIlE KaXJIOro Mecsla M IHKIa
perucTpanuu Bcst MH(GopMaIys, BKII0Yasi OT3bIBBI, TOXBAJIBI U 5Kal00bl, CBOAUTCS B €MHBIN OTYET.
bnaronaps stoit cucreme General Mills orBeyaetr moutu 300 ThIC. KIIMEHTOB B TO/I.

Onpocsl o noute/TesepoHy

Komnanust General Electric 3BOHUT WM TIOCBUTAE€T OTKPBITKY KaXKJIOMY, KTO MOJ/IaBajl 3asBKY
Ha TEXHMYECKOe OOCITy)XKMBAaHUE, U MPOCUT KIMEHTOB OLIEHUTh, HACKOJIBKO OHH Y/IOBJIETBOPEHBI
MojaydyeHHol ycayroi. PazocmaB 700 ThIc. KapTO4YeK, OHa YCTAHOBWJA, 4YTO YPOBEHH
YIIOBJIETBOPEHHOCTH KJIMEHTOB BhIle 90%. Kpome Toro, GE B 00s13aTebHOM NOPS/IKE CBA3BIBACTCS
C HEJOBOJBbHBIMU KJIUEHTAMHM W CIpAIIMBAeT, 4TO, MO0 WX MHEHHIO, KOMIAHHS [OJKHA JeNaTh
WuHaye.

Northern Telecom, mpou3BOaUTENh TEIEKOMMYHHUKAITMOHHOTO OOOpPYIOBAaHMS, pPacChUIAeT
CBOMM KJIHEHTaM aHKeThl MO modYte. Llens — BBISIBUTH MPUYMHBI HEIOBOJILCTBA KIMEHTOB U
MPUHATH COOTBETCTBYIOIIME Mepbl. Northern Telecom (M apyrue KoMmaHWH, MPOBOMISIINE TaKHE
OTIPOCHI) TOJYYaeT AOMOJHUTEIBHOE MPEHMYIIECTBO — IOJIOKUTEIHHOE BII€YATIEHUE, KOTOPOE
OHM TPOU3BOJIAT HA KIMEHTOB Osaromapst mposBieHHOMY uHTepecy. Northern Telecom pacceuraet



TEXHUYECKHE OINPOCHI, pa3pabOTaHHbIE JUIsI KOHKPETHBIX TIPYINI KIMEHTOB M IMPOU3BOACTBEHHBIX
IIUKJIOB. DTO JIeNaeTcs cpaszy IOCie yYCTAaHOBKM OOOPYNOBAaHUS, Yepe3 MeECSIl M 4epe3 Moaroja
nocje ycTaHOBKH. Eciu ObI KOMITaHUS TSAHYJA C PACCBUIKON OMPOCOB, CKa)KeM, Tofl, «OO0JbHOMN OBl
ymep», rooput Jxek lloy, aupekTop 1mo sKCIuryaTanuy 1 00ecrieueHHIo KauecTBa.

PESYJIbTaTbI OIIPpOCOB BJIMAKT HA BO3HaArpaxxacHue

Kaxnprit manment kiauHukn Humana Hospital [Humana Health Care Corp.] momyuaer
MUCbMO, B KOTOPOM €ro MpOCAT OLEHUTh KaueCTBO MEAMLMHCKOro oOcmyxuBaHus. Humana
Hospital pacceutaer exemecsuno 300 ThIC. aHKET M TOJY4YaeT OTBETHI NMPUMEPHO HA TPETh.
Pe3ynpTaThl 3THX ONPOCOB BIUSIOT HA BO3HArpaKJICHHE MEpPCOHANA, a TaKXKe HCIIOJIB3YIOTCS s
BBISIBIICHUM 00J1acTe|, TPEOYIOMNUX U3MEHEHUH Ha YPOBHE BCEH KIIMHHKH.

dupma Renex, mpousBoauTens 00OpYyIOBaHUS JUIsI KOMIBIOTEPHBIX CETEW, OMpaIIMBAET
KJIMEHTOB MO TeledoHy U MO Mmoure. AHKEThI MpeajaraioT OIEHHUTh MO JeCATUOAIILHONW IIKaje
TEXHUYECKHX CIIEIUAIMCTOB C TOUKU 3PEHUS BEXKIUBOCTH, OT3IBUMBOCTH U YETKOCTH MHCTPYKLIUH.

AHKETBI TaK)Ke COJIepKaT BOMPOCHI, B KOTOPBIX MPOCST OLEHUTH CUJIbHBIE U CITa0ble CTOPOHBI

KOMIIAaHUU:

- PaboTaem i MBI HaJ BallTMMU TTpoOJIeMaMu, TIOKa OHHM He OyIyT pelieHbl?;

- Hackompko xoporio padoTaetT 000pyaoBaHHe, KOTOPOE MBI ITpojaeM?

HeGonpmas ¢hupma, npogaromias mporpaMMHOE o0ecriedeHrue KOMIaHusIM 13 ciucka Fortune
500, motparuna 110 Teic. moy1. Ha ompockl No moute/renedony, 100 Teic. 10T, Ha oOyuaromme
MaTtepuaibl st KaueHToB U 300 Teic. Joul. Ha OOydYeHHE CBOMX COTPYAHMKOB OTHOILIEHHUSAM C
KIMeHTaMu. B pesynbraTe 00beM npoax Beipoc Ha 30%.

Tumotn ®dupHCTan, OCHOBaTedb M TEHEPAIbHBIM IUPEKTOP CETH pecTopaHoB Satisfaction
Guaranteed Eateries B CusTie, roBopuT, YTO OJUH pa3 B MeECALl Tpylna €ro COTPYAHHUKOB
003BaHMBAET HECKOJIBKO COTEH KIMEHTOB C MPOCHOOH OLIEHUTH OMBIT MOCEUIEHUS UX PECTOPAHOB.
HNmena xiaueHTOB OepyTcs W3 0a3bl JAHHBIX IO NpEABapUTENbHBIM 3aKa3aM M IO OIUiaTe
KpeAUTHBIMU KapToukamMu. DupHCTan ToBOpUT: «DBOJBIIMHCTBO JIO/I€H OBIBAIOT YAMBIEHBI H
MOJIBIIIEHBI, YTO UM MO3BOHWIN. B pe3ynbTaTe MHOTHE CTAHOBATCS HAIIUMHU CAMBIMH TIPEIaHHBIMH
KJIMEHTaMI.

3AKOHbI OBC/IYKUBAHUA K/IMEHTOB

Jla, B oOnactu 00CTy)KMBaHHUs KJIMEHTOB JIEHCTBYIOT CBOH 3aKOHBI, M 3TH 3aKOHBI CTOJIb K€

HCU3MCHHBI U NOCTOSIHHBI, KaK 3aKOH BCECMHPHOI'0 TATOTCHUA HJIM 3aKOHBLI a3pOJUHAMUKH.
3aKOHBI BCEMHPHOTO TATOTEHUS W adpPOAMHAMUKU pabOTarOT BCET/a... Ha Bac MM MPOTUB Bac. Bel
MOKCTC HC 3HATb 3THUX 3aKOHOB, HC NOHHMATh HMX. HO OHHU BCC PABHO BJIMAIOT Ha Bac. He3nanue
3aKOHOB BCEMUPHOTO TATOTSHHS U adPOIMHAMUKH HE OCBOOOKIAET BaC OT MX JCHCTBHSI. DTO BEPHO
U JUIS 3aKOHOB OOCIIY>KMBaHUS KJIMEHTOB. 3aKOHBI OOCITYy>KMBaHHsI KJIMEHTOB pabOTarOT BCeria, U
BBl 00s3aTEIPHO WCIIBITHIBacTe Ha cebe mx jeiicTBue. JlaBaiiTe pazbepeM, 4TO 3TO 3a 3aKOHBI, U
nyCcTb OHH pa60Ta10T Ha HaC, BMECTO TOI'O I-ITO6BI CTpagaTb OT HCTATHUBHBIX HOCHCHCTBHﬁ, Korga
3aKOHBI O0CITY)KUBAHUS KIIMEHTOB 000PAuYNBAIOTCSI TPOTUB HAC.

3aKoH IepBOoro Brne4aT/icHud

CYTB OTOro 3aKOHa MOKHO BBIpa3uWTh TaK: Kax JIOaU BaC BOCIIPUHHUMAIOT, TaK OHMW Ha BacC U



pearupyroT. To IpocTo. Y Bac AYpHOE HACTPOCHHE, XMYPBIi BHJI U HEMPUKPHITAsI BpaXKAEOHOCTh B
MOBEICHUN — 3HAYUT, BbI HEJIPYKeNtoOHask JMYHOCTh M Bac MO BO3MOXHOCTH cienyet nzberars. U
Takoe BIeYaTJieHne o Bac ckiaabiBaercs Beero 3a 20-30 cexynna. [locneactBus? Penkue nponaxu u
OTCYTCTBHE MTOCTOSIHHBIX KJIUEHTOB.

3aKOH ypoxkas

Wnu «uto moceenib, TO U MOXKHEUIbY». BOJIBIIMHCTBO I0AEH MOHUMAET: MOCeellb KYKypy3y—
BBIpAcTeT KyKypy3a, moceemb 00061 — BBIpacTyT 000bI. A eciii moceenlb COpHSK, TO COPHSK U
BbIpacTeT. To e camoe B OOCITy)KMBaHWUW KIUEHTOB... IloceiiTe npykemoOHOE, BEXKIUBOE H
ObicTpoe OOCIy)XHBaHUE, M BBl cOOepeTe ypokail yBaKEHHs, JOSJIBHOCTH M yclexa. 3aKoH
YPOXAA taxxke BximovaeT npuHiun U3OBUJINSA. M3 ogHOro 3epHa MOKET BBIPACTH TPU-YETHIPE
II0YaTKa KYKypy3bl CO MHOKECTBOM 3E€PEH.

D10 M ecTh m3o0mnme. To ke BEpHO M I OOCHyXMBaHUsS KIWEHTOB. [locamuTe cemeHa
JI0OpO’KENaTENbHOT0. BEXKJIMBOIO W OBICTPOTO OOCIYXKMBaHHS U coOepure Oorarblii ypoxai
yBaXKeHHUsI, JTOSAJIBHOCTH U yCIexa.

BTopoii 3aKOH TEpMOJUHAMUKHU

Kak 3akoH ¢u3uku oH TpeOyeT JOBOJBHO CIOKHOTO 00bscHeHHUs. Ho 1y Hac, MUIETaHTOB,
OH TOBOPUT: «Bce, mpenocTaBieHHOe COOCTBEHHOW BOJIE, MPUXOJUT K Xa0Cy WU pa3pylIacTcs.
Bam nom — xopommii Tomy npumep. He kpackTe ero, He peMOHTUPYITE KPBIILY U HE 3aJ€IbIBANTE
LIEJIH, U YEPE3 HECKOJIBKO JIET IOM IIPEBPATUTCS B pa3BajIUHY.

C oOcimykuBaHHEM KJIMEHTOB TO ke camoe. He oOparaiite Ha HEro BHUMaHUs, HE CTapanTech
€ro yIydIiuTh, ¥ OOCITYyXMBaHHE KJIMEHTOB HE TOJILKO HE CTaHET JIydYlle, HO M TIpPEeBpaTUTCS B
cepbe3Hyto mpobiemy. UToObl moaaepkuBaTh OOCITYy)XKHBaHHE Ha YPOBHE, UM HYKHO IOCTOSIHHO
3aHUMAaThCs!

«3aKoHbl 00CTYKMBAHUS KJIMEHTOB» CBOEr0 pojia JuuHas (uimocodus, peKkoMeHryemast s
Ka)KJI0T0, KTO IPUBEPKEH UJIe€ YIOBIECTBOPEHUS KIIMEHTOB.

3acTaBbTe 3aKOHBI 00CITYKMBaHUS pabOTaTh HA Bac 3HaHKE 3aKOHOB M MX JCHCTBUS JaeT HaM
BO3MOKHOCTh OOpaTHTh UX ceOe Ha MOJIb3Y.

Tpu npocThIX 11ara NOMOTYT BaM BHEAPUTH YKa3aHHbBIE MPUHIIUIIBI 00CTYKUBAHUS KIMEHTOB
B KOMITAHUU ¥ 3aCTaBUTh UX pabOTaTh HA Bac.



JAKOHbI
ObCNYMIBARWA
K/IMEHTOB

IIEPBBIA IIAT. Cpenaiite 0o6CIyXHMBaHHE KIHEHTOB (uuocodueil, IOIUTHKOH u
CTaHJapTHOW paboueil mporuenypoid. Hukorma He ocTaBiIsiTe €ro «Ha BOJIO BOJIHY. Y IETSUTE eMy
BHHUMaHUE, YTOOBI OHO OBLIO aKTyaJdbHBIM, NEHCTBEHHBIM M MpHBICKATeIbHBIM. [IycTh 00ydeHUe
MepCcoHaNa HUCKYCCTBY OOCIY)XHBaTh KJIMEHTOB CTaHET TpaJuIlMeil B Balleil KOMIIAHWUU, KaK H
MpaKTHUKa OLICHUBATh CBOU YCUJIUA U PE3YJIbTATHI.

BTOPOI IIIAT. Kaxnaplii IeHb cefiTe ceMeHa IPYXKENoOHOro, BEXKIHBOIO H OBICTPOTO
obciyxuBaHus. [loMHUTE, YTO 3aKOH ypo’Kas BKIIOYAET MPUHIUN H300WIHs. 3acTaBbTE €ro
paboTtath Ha ce0s1, ces CEMEeHa KaueCTBEHHOT0 OOCTyKMBaHMS KaK MOKHO vame. M Oynpre

TOTOBBI COOpaTh MIEAPHIA YpOXKaii.

TPETUM 1IIAT. IlpoBepbTe CBOE JHYHOE OTHOLICHHE WM OTHONICHHE BCEX BAIINX
COTpyAHMKOB. He nomyckaiTe uxX K KJIMEHTaM, [I0Ka OHU HE U3MEHAT CBOU IOAXOJ U IIOBEICHUE.
Kontpomupyiite ux. YbliOku, ApyKemtoOHbBIN T0I0C, 3HaHHE CBOEH pabOThI U TOTOBHOCTh MIOMOYb
— ocHoBHbIe Kputepuu. OOyuaiite cBoii mepcoHan. «Kmmentr — sto MOS PABOTA», a He
nomexa B pabore. Kimuent — 3to OCHOBA moeii paboTbel. Bamm jiroau TOJDKHBI OCO3HATH 3TO M
paszymom, u cepanem. Torga IIEPBOE BITEUATIJIEHUE knuenta OyaeT mon0KUTEIbHBIM,

OJIaronpHUATHBIM U MPUOBUTHLHBIM JJIs1 Bac.

PABOTAIOT O5TU 3AKOHbBI HA BAC? Wnu onu paboTaroT MpoTHB Bac?



«3aKkoHbI 00CITY)KMBaHUS KIMEHTOBY, pa3padoranubie Service Quality Institute

KapTqun OT3bIBOB K/IMEHTOB

Boi BuninTe nx nosctory. OHM BBITJISIAST MO-Pa3HOMY, HO, KaK MPABUIIO, 3TO OTKPBITKU WIH

KapTOUYKU MOXO0XKero opmara, KOTOpbIe HY:KHO OIYCTHUThH B SIIUK. B naeane cienoBano Obl
HaIpsIMYIO MIEPEChUIAaTh UX T€HEePATIbHBIM JUPEKTOPAaM KOMITaHUM.

B wurone 2001 r. MeHs OTBpaTHTENbHO OOCTYKWiIW B rTocTuHHUIle Sheraton Airport B
XprocToHe. Sl 3amoMHWI KapTOUYKY OT3BIBOB, KOTOPYIO HYKHO OBUIO TMepeaath IeKypHOMY
agMuHUCTpaTopy. B 310 Bpems koHcantuarosas ¢upma J.D. Powers mpoBouia B oTelie KPyMmHYIO
KaMIIaHUIO [0 M3MEPEHUI0 U TOBBIIMICHUIO YPOBHS YJIOBJIETBOPEHHOCTH KIHUEHTOB. WM s
M0/I03pEBAI0, YTO MOW BECbMa KPUTHUYECKUN OT3bIB OBbLT OBICTPO YHHUTOXKEH IEPCOHAIOM 3a
CTOMKOM.

B 1980-x rogax mara3zunsl Target uCNoab30BaIu KapTOYKUA OT3bIBOB, KOTOPHIE IPUHECTH UM
KpaliHe HETaTWBHYI0 W HENpuATHyI0 wuH(popmanmio. Kommnanws Jerko pemmmia 3Ty mpobiemy,
M3MEHUB BOIIPOCHI Ha KAPTOUYKE OT3BIBOB.

BooOrie-to s ynuBieH, Kak Majao KOMITAHWA OTBEYAeT HAa MUCHMEHHBIE KaTOObl — TI0 MOUM
OlLIeHKaM, OKoJIo 5% u aaxe MeHblne. KoMnanuu peako cpasy pearupyroT Ha KanoObl KIMEHTOB.
OpHa U3 NpUYKH, MOYeMY KIMEHTHI 3alOJIHSIOT TaK MaJIO KApTOYEK OT3BIBOB: MO MPOILIOMY OIBITY
OHM 3HAIOT, 4YTO oTBeTa He Oyner. Ho Beap wuccienoBaHusi MOKa3bIBalOT, YTO €CNIU kKajoba
paszperaercsi ObICTPO, KOMITAHUS MOKET yaepKaTh 82-95% HeTOBOIBHBIX KIUEHTOB!

Ho pexnamubie nosutapbl JIBIOTCS pEeKOM, W KoMmIaHuu mnpeanountaroT uckate HOBBIX
KJIIUEHTOB. PyKOBOAMTENIN YacTO CYUTAIOT, YTO MOTOK MOTEHIIMAIbHBIX KIUEHTOB HE HCCAKHET,
MO3TOMY HE HaJI0 CTapaThCs yAep)KaThb TeX, KTO €CTh. A peKJIaMHbIE areHTCTBA paJibl HAPUCOBATD
KpacHBbI€ KAPTOUYKU OT3bIBOB.

XKanb, yTo MHOTHE KOMIIAHUM HE TOHUMAIOT 3KOHOMHUYECKYIO ILI€HHOCTh COXpaHEHUs
MMEIOIINXCS KIHEHTOB.

TBopueckui [I0AX0/

HCKOTOprC KOMITAaHUH UCTIOJIB3YIOT OPUTHUHAJIBHBIC TCXHUKHU, KOTOPLIC TO3BOJIAIOT UM OBITH B
KYypC€ 3a1pOoCOB U IPUYHNH HEAOBOJILCTBA CBOMX KIIMCHTOB.

HpOl"paMMbI KOHTPOJIA HECOCTOABIINXCA CACIOK

Kommanns AHAIIU3UPYET HECOCTOABIIMECA CACIKH W IOTCPAHHBIX KIHWCHTOB, YTOOBI
YCTAaHOBUTL TOYHBIC HTPHUYHUHBI 3TOTO. Omna OmnmpamunBacT KIHMCHTOB. Ilocne »TOro BHOCHUT
COOTBETCTBYIOIIIME NU3MCHCHUA, YTOOBI MpeaoTBPATHUTH I[aJ'IBHCI\/'II_HI/Ie IOTEPU CACIOK U KIIMECHTOB I10
TEM KC IpUYHHAM.

AHa/IM3 KJII0YEeBbIX KJIMEHTOB

€KOTOpbI€ KOMITAHUH HA3bIBAIOT CBOM aHAIM3 KIIIOYEBBIX KIIMEHTOB «Pa300pOM IMOJIETOBY.
H 0 B
OOCYXXJIEHUM Y4YacTBYIOT BCE, KTO pa0OTaeT C KIMEHTaMH, — OT MEHEe/DKepa IO MPOIYKTY N0



cymepBaiizepa 1Mo oOCITyXUBaHUIO KIUEHTOB. OOCYXKIat0TCs MpoOiIeMbl, 0cOObIe MOTPEOHOCTH U
MPHU3HAHUE 32 KOMIIETCHTHYIO PadoTy.
B paborte ¢ KIT104EeBBIMH KJIMEHTaAMH TaKue MPO(UIAKTUIECKHE MEPOTIPUATHS HEOOXOAUMBI.
PykoBoactBo kommannu Armstrong World Industries oxkumaer oT KIHOUYEBBIX KIMEHTOB U
KPUTHKH, U IOXBaJI. M 1aeT MM BO3MOKHOCTh CKa3aTh O MPOJYKTaX Armstrong BCe, YTO OHU XOTSIT.
[IpencraBuTennn KOMIAHUHM KaXKIBIH MECSII BCTPEUAIOTCS C KIIFOYEBBIMH KJIMEHTAMH, a TaKXkKe C
JAPYTUMH, CITy4aiiHO BEIOPAHHBIMU KJIHCHTAMH.

IlocemeHue KJIMEHTOB

HekoTopsie KOMIIaHUU TIEPUOAUYECKH HAHOCAT BU3HUTHI CBOMM KineHTaM. OHH HAOII0Alo0T,
KaK HCITOJIb3YIOTCS TPOAYKTHI, Pa3rOBapUBAIOT ¢ COTPYIHUKAMHU KJIIMEHTA, YTOOBI y3HATh, HET JIH Y
HUX HJEH WIM 3aMe4YaHWii, KOTOpble MOTYT OKa3aThCs TOJE3HBIMH B pa3paboTKe MPOIYyKTa,
J0CTaBKe WK oOCTykuBaHuH. HeT srydiero crocoba y3HaTh 0 MOTPEOHOCTSAX CBOCTO KIUEHTA U O
TOM, KaK BBl MOXKETE UX YAOBIETBOPUTH, YeM HAOIIO/IaTh 32 HUM U OOLIATHCS C HUM B IPOIECCE
pabotel. Kpome TOro, Takwe BH3UTBHI IPOU3BOIAT XOPOIIEE BIIEYATIICHUE HAa MEHEDKEPOB H
PSAIOBOM TIEpCOHAI KITUEHTA.

B HEKOTOpBIX KOMITAHHUSX MEHEKEPhl CPEIHErO 3BEHA JIOJDKHBI B TEUEHHE T0ja MOCETUTh
OTIPEICNIEHHOE YHWCIIO KIHMEHTOB. Bulle-Tpe3nIeHT KOMIIAaHUHU, KOTOpas 3aHUMaeTcsi OypOBBIMHU
paboTamu I MpeANpUATH HeTera3oBol OTPACTH, ONMMCHIBACT €Ile OJHY Pa3HOBUIHOCTH ITOM
npakTUKd. OH TOBOPUT, YTO MX TEXHUYECKUE CIEIUAIHMCTHI MOCEMIAI0T 3aKa3uMKOB JI0 Hayana
pabot. CrenuanucTbl OCMAaTPHBAIOT IUIOMAJAKY M OOBSICHSIOT CHUTYAIllUIO TJIABHOMY HWHXCHEPY
KIIMEHTa. 3aTeM OHM BO3BpAIIAIOTCS B CBOH OQHUC M JAIOT PEKOMEHJAIMHU IO TpedyeMomy
00CITy’)KMBaHUIO Ha OCHOBE HAOJIFOICHUI Ha MECTE MPOBEICHUS

pa0or.

OT4YeThl 0 pACCMOTPEHHH KAJT00

B HEKOTOpBIX KOMIAHHUAX OTYETHl O PACCMOTPEHMM JKajlo0 B IUIAHOBOM TOPSJIKE
PacupoCTpaHSIIOTCA CPEeAr PYKOBOAMTENCH BBICIIETO W CPEAHEr0 3BE€HA M PSIOBBIX COTPYIHHKOB,
KOTOpBbIE paboTalo0T B YHOMSHYTHIX B )Kaj00ax 00IacTsX.

3aTpaThbl Ha 06C/IyKUBAHUE

I/IHOI‘ILa 0 HOTpGGHOCTHX H 3alpocax CBOUX KIHMCHTOB MOKHO Y3HATb, MPOAaHAJIU3WPOBAB
3aTpaThl HA PEMOHT, OOCITY)KMBaHKE, BO3MEITICHUE yiepOa, TapaHTUHHOE 00CITy)KHBaHHE U BO3BpaT
TOBapoB/ieHer. BrirounTe 3TH 1udpsl B peryisipHbIe OTUETH IS pyKOBO/ICTBA.

Cerp yHuBepMaroB Mervyn's coOupaeT mHGOPMAIMIO O BO3BpaTax B IMEPHOJ TaApaHTUH 10
Ka)KJI0W KaTeropuu MPOIyKTOB.

Bugeo3anucb UHTEPBBIO POKYyC-rpynin

Cnemaiite Temoii ¢okyc-rpynmbl «Kak BaM paboTaercs ¢ Hamiel KOMIAHHEH?», 3alHIINTE
BCTpeUy Ha BHJI€0. OTY BHUIEO3AMHUCh JIOJDKEH MOCMOTPETh KaXIbld coTpyaHUK. IlocTosiHHO



KpYTUTE €€ B KOMHATaxX OTJbIXa IEepCOHala M MOKa3blBaliTe B PaMKax CTaHJAPTHBIX Y4eOHBIX
CECCHH.

PecnionzieHTHI, y4yacTBOBaBIIME B ONpoce AMEpPUKAHCKOW acCOLUMAMM MEHEKMEHTa,
Ha3BaJln

HanboJee yCrenHble MeTOIbI OLEHKH MOTPEOHOCTEN U 3aIIpOCOB OTpeOUTENe: OecraTHbIe
TenedOHHbIE JIMHUM, (OKYyC-TpyIIbI, oOmpockl 1o Tenedony/moure. Cpeaun HauMmeHee
3¢ EKTUBHBIX: OMPOCH] B MECTaX MPOaXK, IPUBJICUEHUE HE-TIPOJIABIOB [l IPOBEICHUS OIIPOCOB B
MecTax MpoJaxk, KAPTOUKU OT3BIBOB, ITPUJIaraeMble K TOBapaMm.

YEro XOTAT K/IMEHTbI?

Bot nipocToit u KOpOTKHUI MyTh, KOTOPBIA COKOHOMHUT BaM BPEMS U JICHbI'H: MIOBEPHTE BCEMY,
YTO 51 pacCKaky BaM O KJIMEHTax. M cripocuTe CBOMX COTPYIHUKOB, YETO, MO0 UX MHEHHUIO, KEIAtOT
Ballll KJIMEHTHL... U HE HAJ0 HUKAKUX OMpPOCOB M uccienoBaHuii! COTpyIHUKH, KaK MpPaBUIIO,
BE€CbMa YYTKH K MHCHUIO KIIMCHTOB.

Ho Tombko, moxamyiicra, He ciemxyidTte »dTomy coBery! IlpoBenute coOCTBEHHBIS
HCCIIC0BaHUA. OHpaMHBaﬁTe KIIMCHTOB, paBFOBapHBaﬁTC C KJIMCHTAMH, KOTOPBIC 3BOHAT BaM I1O
TOpSYUM JIMHUSAM, CJAeNlaiiTe TakK, 4TOObl KJIMeHTaM ObUTo yao0HO ¢ Bamu cBsi3aTbes. BAILIA
KIIMCHTBI OTIIMYAIOTCA OT UYKHUX KIIMCHTOB, IPUYCM OUCHb CYIICCTBCHHO.

BoJiblie 06CayKUBaHUA

Bb1 oOHapyXuTe, YTO CErojHs KIMEHTaM HYKHO ropasfo Oojblie OOCIyKHBaHUS, YeM B
3MOXY camoo0cykuBanus, B 70-e roapl. OfHa U3 NPUYUH — y HUX MEHbIIE BPEMEHHU Ha MOKYIIKH,
MO3TOMY OHHU XOTSAT, YTOOBI MPOIecC MOKYNKH ObUT ObICTPBIM U 3 dekTuBHBIM. Crienika oXBaTuia
1 okynatenei B chepe B2B.

B ¢unsme «Hazag B Oynymiee» ecTb OTJIMYHASA MapoAus Ha 3Ty Temy. ['epoii Maiikna Jx.
®dokca, MOMABIIMKA B MPOILIOE, MPOXOAUT MHUMO aBTO3amnpaBKU B cTuie 50-X M 3aCThIBA€T OT
yIuBJIeHUs (IIOCKOJIbKY MOKAa HE MOHMMAET, YTO MEePEMECTHIICS B MPOILIOE), YBUIEB, KaK YeThIpe
yIbI0YMBBIX paOOTHHKA B THIATEIbHO BBIMIAXKEHHBIX KOMOMHE30HAX CYETATCS BOKPYI MAIIUHBI.
Kak murcromnas komanma B «®opmyne 1», oHu OpocaroTcs K IMOJbEXaBIIEMY aBTOMOOHIIIO,
3aJMBalOT B 0ak O€H3UH, IPOBEPSAIOT MACIIO, IPOTUPAIOT OKHA U MOJUPYIOT Ky30B.

Jlomu xoTaT m oxumarT Oonbiie oOchyxuBanus. Journal of Marketing omybGmukoBat
pe3yabTaThl onpoca «YTo BaXHO AJIs KIUEHTOBY». Pe3ynbpTaThl cienyromue:

KagectBo mponykra 100,00%KauectBo obcmyxusanus 97,00%lLlena 92,00%3aboTiuBoe
OTHOIIIEHHE CO CTOPOHBI TpoAaBua/aepxkarens ¢panmussl  86,00%MecTopacnonoxeHue
65,00%M ccnenoBanue xypuaina Chain Store Age mokasano, yto 80% mnokynarenei Ha3Baiu
IJIaBHBIM KPUTEPHEM IIPU BHIOOpE PO3HUYHOIO Mara3uMHa BO3MOYKHOCTh 0€3 mpoOisieM MHOJIy4HTh
Ha3aJ] CBOU JIEHbIU. BONBIIMHCTBO KPYIMHBIX PO3HUYHBIX CETEH TapaHTUPYIOT CBOUM IOKYIATENSIM
BO3Bpar jeHer. K coxaneHuio, MWIIMOHBI MEIKHX (UPM HE MOTyT MO3BOJUTH ceOe TaKuX
rapanTuil. (B pe3ynbrare OosplMe CTaHOBATCA e1ie Ooble. )

HNuctutryr mapketunra u3 KemOpumxka (mrar MaccadyceTc) onmpocuil KIHEHTOB OOJIBIIIOTO
Yuciaa CEPBHUCHBIX KOMIIAHMM — OT OaHKOB 110 (UPM, 3aHUMAIOIIUXCS PEMOHTOM OBITOBBIX
puOOpOB, — KakKe (PaKTOPbl OHU CUUTAIOT HanOoJiee BaXKHBIMU Ul YAOBJIETBOPEHUS IPOAYKTOM
wi yciayroil. MccnemoBaTenu YCTaHOBHJIM CaMble Ba)KHBIE XapaKTEPUCTHKH KauyeCTBEHHOTO
00CITy>)KUBaHUSI:

* HaJIeKHOCTh. KIIMEHTHI XOTAT, 4TOOBI 0OCITy:KUBaHHE OBLIIO HAJEKHBIM, 0€30ITHOOYHBIM U
CTaOWIBHBIM. | 7TaBHBII HCTOYHUK HEJOBOJILCTBA KIIMEHTOB — HEBBINOJIHEHHbBIE OOCLIaHNS;



* OT3BIBUMBOCTh. KOMIaHUs BCerja JOKHA OBITh TOTOBA MOMOYh KJIIMEHTY M OOECIEeYUTh
omepatuBHoe oOcuyxuBanue. Ecnm ¢upma ObICTpO OTBe4daeT Ha Tele(OHHBIE 3BOHKH WIIH
Mepe3BaHUBACT B OTBET, OHA COOTBETCTBYET ITUM OXKHUJIAHUSIM;

* yBepeHHOCTb. COTPYIHUKH JOJDKHBI OBITh BEXJIMBBIMH, KOMIETEHTHBIMHU, H3Iy4aTh
YBEPEHHOCTH;

* MarepHualibHas cocTapisomas. [lomenenuss 1 obopynoBaHHE MOJKHBI OBITH YHUCTHIMU U
MPUBJICKATENLHBIMH, & COTPYAHHUKHU OMPSTHBIMU;

* yuactue. KIMEHTBI XOTST WMHIUBUAYAIbHOTO MOJXO0Ja M TOTOBHOCTH BBICIYIIATH HX.
HccnenoBanne MHCTUTYTAa MapKeTHHTA TIOKA3aJI0, YTO JIFOJU XOTST, YTOOBI K HUIM OTHOCWIHCH KaK
K JauuHOCTSIM. OHHM XOTAT, YTOOBI MX 3aMedalid. DTO >KeJaHHe MOJTBEpIICAaeTCs HCCIIeOBaHUEM
donnga Poxkdennepa, koropoe ycraHoBmiio, uto 68% (yauBuTenbHas nudpal!) MOTEPSHHBIX
KJIMEHTOB TEPecTaloT MOKYNaTh Y KOMIIAHUN M3-3a PABHOAYUIHOTO OTHOIIEHUs K HuUM. CoriacHo
3TOMY WCCIEOBAHUI0, HEIOBOJBHBIM YEIIOBEK HE TOJBKO TEpecTaeT MOKyNmaTh caMm, HO H
pacckasbiBaeT 8-10 apyrum moasMm, [IOUEMY o nepecran mokymnarh y 3TO KOMIaHUU. A OJWH
U3 MATU HEJTOBOJIBHBIX KIIMEHTOB PACIPOCTPaHsET AYPHYIO cinaBy cpenu 20 CBOMX 3HAKOMBIX.

Tem He MeHee KOMITaHMM HEOXOTHO BKJIAABIBAIOT JIEHBIM B OOyueHHUE IMepcoHana HaBbIKaM
MIPEBOCXOTHOTO OOCTYKUBAHUS, HE CTAPAIOTCSI MOTHBUPOBATH COTPYIHUKOB CMEHHUTH PaBHOIYIIIHE
Ha SHTY3Ha3M. BeposTHO, MX pPYKOBOJCTBO CUMUTAET, YTO YMEHHUE OOCIIYKHUBATh KIHEHTOB —
BPOKIEHHOE CBOMCTBO. Vnmu Tymaer, 94TO0 COTPYIHUKH CIUIIKOM TIIYIBI, YTOOBI HAYYUTHCS YEeMY-
nn60. nu ke mpeamnonaraeT Takyr BBICOKYIO TEKY4eCTh KaJIpOB, YTO 0OydeHHe Oy/IeT HalmpacHO!
TpaTOU JICHET.

Ecsiu MeHe Kepbl TaK AYMaloOT, TO TAK OHO U Gy eT.

A BOT MeHemkepsl (yTOONBHBIX KOMaH, urparmomux B yemnuonarax World Series u Super
Bowl, 00bI4HO MpHUMNKMCHIBAIOT YCIEX CBOMX KOMaHJ] MacTe€pCKOMY BJaJIeHHIO OCHOBaMHu. Harmwm
UTPOKH COBEPIIAIOT OYSHb MAJIO OMIMOOK, TOBOPST OHHU.

B ornuuue oT HUX KOMIIAaHUM, KOTOPBIE IUIATAT CBOMM cOTpyaHukam mo 410 mosi. B yac,
CUMTAIOT, YTO HE0Os3aTelabHO 00y4daTh OCHOBaM. JTO cMelIHO. [IoToMy 4TO MMEHHO 3TH JIOAU
Ype3BbIYAIHO HYXKIAIOTCS B O0yYEHUH.

[TpodeccronanbHble CIOPTCMEHBI TOCTOSTHHO TPEHUPYIOTCS, YTOOBI MOKA3bIBATh CTAOMIIbHbIE
BBICOKHE pe3ynbTaThl. (Bbl MokeTe mpeactaButh cede, 9To0nl 3Be31a ¢pyrdona CtuB SAHT HE sIBUIICS
B TPEHMPOBOUHBIM Jarepb, 3asBuUB: «f u Tak oTamyHO wurpato»?) Ho penkuii coTpynHuk
aMepUKaHCKOW KOMITaHUH Oouiblile 2 yacoB 00ydaeTcsi HaBbIKaM 00CITy>KMBaHUS KIIMEHTOB.

«/lokazaHo, 4TO JIFOJIM, @ HE MAIUWHBI, SBJISIOTCS ABUKYIIEH CHIOW YKOHOMHUYECKOTO POCTA,
— roBopuTcs B CrieruaibHOM OTYETE O TPYIOBBIX pecypcax, onmyosukoBaHHOM Business Week B
1988 r. Opnako Oonplias peaKoCcTb, YTOOBI KOMOaHHWA oOydaja CBOM IEepCOHaN, KOTOPBIN
HETIOCPEICTBEHHO 00ecieunBaeT o0cykuBaHue, 6osee 1-2 gyacos.

HenoBonbCcTBO KIMEHTOB MaryOHO CKa3bIBaeTCs HAa OM3HECE, MOCKOJIBKY, YTOOBI 3aCTaBUTh
KJIMEHTa 3a0bITh 00 OJTHOM HEraTHBHOM 3IH307€e, TPeOyeTCsl AeCATOK MOJOKUTEIbHBIX KOHTAKTOB.
Bammm uccnenoBaHusi, BEpOSITHO, TaKXKe MOATBEPAST, UTO JIOSIIBHOCTh KJIIMEHTA HAYMHAET OBICTPO
yracatb, KOTJja ypOBEHb 00CTY>KUBAHUS OKA3bIBAETCSI HUXKE O’KUIAEMOTO.

KnmeHt xoueT u 03xuaaeT, 4ToObl ero 00CITy)KUBAJIM Ha JTOJDKHOM YpoBHE noctosiHHo. Kornia

YpOBEHb OOCIY)KMBAaHUS MEpPECTaeT OTBEYATh €ro OKUIAHUSM, OH HAYMHAET MCKATh BHIXOJ,
HaMpUMep YXOTUT K KOHKYpEHTaM.

Kak ycranoBuiia amepukaHcKasi OpraHM3alMsl 3alldThl MpaB moTpeduteneii Better Business
Bureaus, KJIMEHTBI YXOAST M TOTJa, KOTJa CTAJKUBAIOTCS CO CIHUIIKOM OOJBIIUM BBIOOpOM —
HEBOOOPA3UMO MIMPOKUM acCCOPTHUMEHTOM MPOAYKIIMH/TOBAPOB MPU HEAOCTAaTKe MH(POpMAIMH, HA
OCHOBE KOTOPOH MOXHO CJIEJIaTh Pa3yMHBIH BBIOOD.

KiueHTsl TepsitoT MHTEpec, KOIr/a CTAJKUBAIOTCA C YEM-TO HEOOBSICHUMO CIIOKHBIM WU



CJIMIOIKOM MCPECAOBBIM — HaAIpUMEpP, COYCTAHUC CII0KHOM KOHCTPYKIHUU W HCAOCTATOYHLIX HWJIN
HESICHBIX MHCTPYKIMH. BHe 3aBUCMMOCTH OT MNPUYMHBI, OTCYTCTBHE Yy KIHUEHTa MOHHUMAHMUS
MNPUBOAUT K HCPCAITUCTUYHBIM W HCHACKHBIM OXUIAHUIM. 910 HaI/IXYZ[H_II/Iﬁ cueHapm”I C TOYKHU
3peHusl MapKeTHHTa.

I/IHOFI[a 3HAKOMCTBO C PE3yJibTaTaMH OIMPOCOB KIIMCHTOB MOXKET 6BITL BECbMa MOYYHUTCIIbHBIM
1 aaxke HeMHOro TpeBokHBIM. ['azeTsl The Atlanta Journal m The Atlanta Constitution mpoBenu
COHI/IOHOFI/I‘-IGCKI/Iﬁ OIpoc cCp€an CBOHUX ‘II/ITaTeHeﬁ, IMompoCHB Ha3BaTb BO3MOXHBIC IMPUYNHBI
mioxoro oOcmyxkuBaHusi. BoT orBerbl 610 pecrnoHAEHTOB: CKyNOCThb, OTCYTCTBHE Y
00CITy>KMBAIOIIETO MEepCcoHalla TOPIOCTH 3a CBOIO paldoTy, HU3Kas OIjiaTra, HeJOCTaTOK OOy4YeHHS,
aBTOMAaTHU3AlIMSL.

UTAK, Bbl 3HAETE, YTO AYMAIOT K/IMEHTbI. YTO JAJ/IBLIE?

Jlanpie HEOOXOAMMO TEpPEBECTH MOTPEOHOCTH W OXUAAHUS KIMEHTOB B KOHKpETHBIE
JEUCTBUSL U IPOLEAYPBI, KOTOPBIE MOBBICAT LIEHHOCTh OCHOBHBIX TOBAapOB U YCIYI U YKpEIAT
JIOSUTBHOCTH KIIMEHTOB.

[Ipexne Bcero, cooOImuUTE O pe3yibTaTax HCCIEIOBaHUN BceM coTpyaHUKaMm. IlycTs oHM
3HAIOT, YTO KJIMEHTHI TOBOPAT 00 oOciyxuBaHuu. OHAa KOMIAHUS €XKEHEJEIbHO pacleyaThiBaeT
OT3BIBBI M BOIIPOCHI KJIMEHTOB M CBOM OTBETHI HA HUX JUISI BCEX COTPYJHUKOB.

WNudopmupyiite Bech nepcoHans, HO 0co00e BHUMAaHHE YAETUTE MPOAaBlaM U COTPYIHHKAM
otaena oOCITy)XKMBaHUS, KOTOPbIE HEMOCPEICTBEHHO Pa0OTalOT ¢ KiueHTaMu. OHHM JOJKHBI OBITH
MOJIHOCTBIO B KypC€ Pe3yJbTaTOB UCCIIEOBAHUM MOTPEOHOCTEMN, 3aIIPOCOB U MPUUMH HEJAOBOJIBCTBA
KJIMEHTOB. AMEpHUKaHCKasi acCcolMalysl MEHEI)KMEHTa PEKOMEHAYET KOMIIAHUSAM PacIpOCTPAHSTH
Cpelu MepcoHana «IepBoi JTUHUM» BCE OTYETHI IO OT3hIBAM/5Kajo0am.

UHopmMupyHTe nepcoHasl

Nudopmupyiite Bech mepcoHas, Kak BOBJICUEHHBIN, TaK M HE BOBJICUCHHBIH B KOHTAKTHI C
KIIMEHTaMH, O COJICP)KAaHUU 3BOHKOB IO TOPSYNM TeJISPOHHBIM JIMHUSM U UCCIIEOBaHUSIX (DOKYC-
rpynn. 3HaKOMbTE €ro € pe3ylbTaTaMu OMpOCOB MO TeiedoHy/moute. BoiBecuTe 3TH NaHHBIE HA
BUJIHBIX MECTaX, YTOOBI UX BUICI KaXIbIH, BKIIOYAsk KIIMEHTOB.

OO6cyxnaiTe OT3bIBBI KJIMEHTOB Ha CrienMallbHOW KOMHUCCHHU MO OOCTY>KUBAHHUIO KIIMEHTOB,
eclii TakoBas cymiecTByeT. American Express mpakTtukyet 3710, ToBopHuT llerrn Xelinu, ObIBIINiI
BUIIE-NIPE3UACHT 10 paboTe ¢ kiaueHTamu. CrienuanabHash KOMHMCCHS COCTOUT M3 KIIFOUEBBIX
MIPEJICTaBUTENIEH BCEX OT/EIOB CIYKObI pabOTHI ¢ KJIMEHTaMH. JTO0 WH(GOPMALMOHHBIA LIEHTp, I/1e
00CYXTaf0TCsl BOHHUKAIOIINE B OT/AeNax mpoosieMbl. «Takum oOpa3zom, — mpoaoikaeT XeHu, —
BCE COTPYIHUKHM KOMIIAHUM BOBJIEKAIOTCS B TpOLECC OOCYXIEHHs MpoOJieM M BBIPAOOTKU
pELLICHUI.

OT4YeThl PYKOBOACTBY

Puaapn ['smropt, aupexTop o o06ecreyeHnIo KauecTBa U padoTe ¢ KIMEeHTaMH B KOMIIAHUU

Armstrong World Industries, TOBOpUT, 4TO BCe JaHHBIE OMPOCOB KIMEHTOB OQHUIMAIHHO
TOKJIAJIBIBAIOTCS HAa ©KEMECSYHBIX COOPaHMSIX PyKOBOJCTBA KOMIIAHWH, B IPUCYTCTBUH MPE3NACHTA
U BCe ero komaHnbpl. ODTa MH(MOpMAIMs IepenaeTcs B BUAE OTUETa KIIOYEBBIM MEHEIKepam
KOMITaHHH — BHIE-TIPE3UACHTAM 110 MAPKETHHTY M MpoJa’kaM, IO MPOU3BOJICTBY U MO (pUHAHCAM.



N o6s3arenpbHO AMpPEKTOpYy MO padore ¢ mepcoHanoM. «Mbl TPHOOpETH HECKOJIbKO OYEHb
JIOSUTbHBIX KJIMEHTOB, YbM KOHTAaKThl C Halled KOMIaHHEeW Havajuch ¢ UX O00eCIOKOCHHOCTH
KaueCTBOM HAIIEro IpOAYKTa», — TOBOPUT [ Mropr. HeynuBUTENBHO, YTO PYKOBOICTBO
Armstrong cuuTaer, 4To Kaao00bl — 3TO BO3MOKHOCTH MOBBICUTH YPOBEHb

YAOBJIICTBOPCHHOCTU KIIMCHTOB U TaAKUM 06pa30M YBCIUYUTH NPOJAXKH U HpI/I6BI.HB.

B Marriott Corporation Kaxaple MECSI] pacCIIpOCTPAHSIETCS OTYET, KOTOPBIM MOMa aeT Ha CTOJ
bunna Mappuotrra, mnpencenarens coBeTa JUPEKTOPOB U MPE3UACHTA, a TakKe Ha CTOJIbI
reHepalbHbIX MEHEKEPOB OTEJIEeH U BCEX, KTO CTOUT Ha OTPE3KE MEKTY HUMHU.

UHaeKc YAOBJIETBOPEHHOCTHU

Ha ocHOBe OmpocOB CBOMX TMOCTOSUIBIIEB CeTh oOTenei Marriott BeBoauT MHIEKC
YIOBJIETBOPEHHOCTHU TOCTEH. DTO OJMH U3 (PAKTOPOB, OMPEEIAIOMUX pa3Mep IPEeMUN MEHEIKEPOB
oreneid. [lowacoBast omata psjga COTPYIHUKOB TakKe TMPHUBA3aHA K ITOMY HHJAECKCY, KOTOPBIHA
3aHOCHUTCA B UX y‘IeTHbIe KapTO‘-IKI/I CIKECMECCAYHO.

B xomnannu Land O'Lakes Inc. exxemecsauno cobupaercst CoBer 1o enam norpedureneit, Ha
KOTOPOM O0CY>KHAIOTCSI PE3yJIbTaThl ONPOCOB KIMEHTOB M APYIHE CBA3aHHBIE C OOCITY>KUBaHHUEM
Borpockl. CoBeT pa3pabaTbiBaeT peKOMEHIAINH, KOTOPBIE MOCTYIAIOT T€HEPATILHOMY JHUPEKTOPY.

Kak 306U ThCSI NPEBOCXOAHOr0 06C/YKMBaHUA KJIUEHTOB

YroObl JOOUTHCS MPEBOCXOIHOTO OOCITY)KMBAaHUS KJIMEHTOB, paboTa Ballero mMepcoHasa
JoJDKHA OBITh OesympedHoi. KimueHT MoxeT 3a 3-5 CeKyHI OnpeenuTh, BHUMATEICH COTPYIHUK
wi Het. Ho, cyns mo Bcemy, B OOJIBIIMHCTBE KOMIAHUH HE MOHUMAIOT, YTO COTPYJHHKOB HYXHO
o0y4aTh OCHOBaM 00CITY>KHBAaHUS KIMEHTOB, MIOKAa COTPYAHUKH HE OBIAJACIOT UMH B COBEPIICHCTBE.
Jroqu MOryT TOHMMaThb yMOM M MPUHUMATh BaXKHOCTh KAuyeCTBEHHOTO cepBuca, HO 0e3
0e3ymnpevHOro UCIIOTHEHHS BCe Oy/IeT HaIlpacHoO.

Taiirep Bynz, nyummii B Mupe urpok B roib¢, Beurpan 20 u3 nociegaux 50 TypHHUPOB, B
KOTOPBIX ydacTBOBasI, oH HaOupas mo 400 ouykoB Tam, TJie MHOTHE OBUIM CYACTIMBBI BHIOUTH 42.
[TomaBnsromemMy OOJBIIMHCTBY CHOPTCMEHOB HE XBaTae€T BBIHOCIMBOCTH W TEPHEHHS, UYTOOBI
XOpOoILIO MOATroTOBUThCA. W 1eno BoBce He B cTapaHuu. Bee ropasno mpoiie: TPeHUPOBKA — 3TO
MHOTI/Ia OYeHb CKYy4HO, TOBOpHUT JI>ko MoHTaHa, KOTOpBIi mpuBen koMmanay San Francisco 49ers k
nob6ene B ueThipex Cymnepkyokax B 1980-x romax.

[TpuBbruka Talirepa OMTH TO MUy JAa)xke IOCJIE HACTYIUICHHS CyMEPEeK — 4acTo BO BpeMs
TypHHpa — yXe BOLLUIa B JIereH1y. Bya3 roBoput, 4To OH MpOCTO OTpadaThIBa€T yaaphbl, KOTOpPbIE
eMy MOHa1004TCsl Ha BA)KHOM TypHUpE. [ OH BBIMTphIBaJl CaMble BaYKHBIE TYPHUPHI MaCTEPOB.

XokkeucT YaiuiH ['pernku, oMMH U3 JIydmux OOMOapAHpOB W YETHIPEXKPATHBIA MOOCIUTEINH
Kybka Crtonnm, roBoput: «Yem nydiie Bbl OTpaboTaeTe NpUEMBI, TeM Jierde BaM OyIeT B
CTPECCOBOM CUTYaILIM».

Boemurpas TypHup mactepoB B 1997 r., Taiirep Byas nposen ciepyromme 18 mecsues,
COBEpIICHCTBYS cBOM ynap. Hu oaun Urpok B rosib He TPATUT CTOJNIBKO BPEMEHHU Ha TPEHUPOBKY U
oTpaboTKy 0a30BOIi TeXHUKH, Kak Tairep.

[ToMMMO TIOCTOSSHHOW TOTOBHOCTH COBEpIICHCTBOBAThH 0a30BYI0 TEXHHKY, MJI HEro
XapakTepeH OCOOBI HACTPOIl: OH 0XKMJAET BBIMIPATh MIM HE MOXET MOBEPHUTh, YTO HE BBIUTPACT.
Tako# moaxoa pe3ko BeIIESAET €ro Ha (hOHE APYTHX UTPOKOB.

Ecnu BB X0THTE, 4TOOBI y Bac padoranu takue Taitrep Byassl, s pekoMeHayI0 BaM 00ydaTh
CBOUX «HTPOKOBY» MCKYCCTBY oOCiyx)uBaHusi He MeHee 40 yacoB B ron. Kaxaplii pa3 ucmoyb3yite



HOBYIO IIPOTPaMMYy, YTOOBI OBJIaJICHHE OCHOBAMU Ka4eCTBEHHOI'O CEpBUCA HE CTAJIO0 PYTHHOIA.

I'nraea 6. He HaHumatime compyodHUKo08, Komopble He J1l0651m KJAueHmos8

OHH HE NIOAJAKOTCA OBYYEHHUIO

Bce cBoe Bpemss mbl TpatuM Ha soned. CTOMT HaM ONIMOWUTHCS, U KOMIAHHUH
KOHEII.
Jncex Yanu, ovieuiuii CEO General Electric

JlunaMu4yHasi CEpBUCHAsI SKOHOMHKA TPEOYeT JIF0IeH, KOTOPBIE JIIOOAT M YMEIOT 00CTyKUBaTh
apyrux. M yx, KOHEUHO, HE HCIBITHIBAIOT OTBpalieHus: K padore. Co3naHHe MOTHBUPOBAHHOTO
KOJUJIEKTHBA HaYMHAETCA ¢ Tpolecca HaitMa.

Hanumaiite mofeil, OT NpHpPOIBl JPYKETIOOHBIX, BHMMATEIBHBIX, TOTOBBIX IIOMOYb,
MOAPOOHO MPOMUIIUTE B UX JOJDKHOCTHBIX HHCTPYKLUHAX OOS3aHHOCTH IO OOCTYKHUBAaHUIO
KJINEHTOB.

Hanumaiite nrogeid, KOTOPhIX MOXXHO MOTHMBHpPOBaTh. HaHMMalTe COTPYAHUKOB, KOTOpPHIE
MOHACTOALIeMY JIOOAT JIoAel, oOydaiiTe UX CBOEH mporpaMMme OOCITYXUBaHHUS KJIMEHTOB.
Hanumaiite Tex, B KOM OT MPHUPOJABI 3aJI0KEHBI CKJIOHHOCTh M CIIOCOOHOCTH K OOCTYKHUBAaHUIO
moaen. IM MO>KHO IPUBUTH HEOOXOMMbIE HAaBBIKH.

Jl51s TOro 4ToOBbl COTPYIHUK MOT OBJa/IeTh HEOOXOIMMBIMH KOMMYHUKATUBHBIMUA HAaBBIKAMU,
KOTOpBIE TO3BOJAT €My 3(PPEeKTHBHO KOHTAKTHPOBATh C KIMEHTaMH, CO31aBaTh y HHUX YYBCTBO
3HAYUMOCTH U1 KOMIIAHUU M >KEJTaHHE MPUMTH CHOBAa, OH JIOJDKEH MPAaBUILHO OTHOCUTBHCS K
JOJISIM.

Ecnu BBl BUauTE e/1Ba CKpbIBA€MOE Ipe3peHHe, TO TaKOil uerloBeK OOBIUHO HE MOJAaeTcs
o0y4eHHI0, MO KpalHell Mepe NMpU MOMOIIM PECypCcOB, KOTOPBIMH pacrojaraet OOJBIIMHCTBO
KOMITaHUH.

He nanumaiite nofeil, KOTOpbIE CTECHSIOTCA OOCITYKHMBaTh IpYyrux. KX Toxke Henb3s
OOyYHTB.

Ectp monu, KoTOpble B TNPHUHLMIIE HE CIIOCOOHBI K OOCIHYXHBaHHUIO, MOITOMY JIy4IIHe
KOMIIAaHUU TaK TIIATENIbHO OTOMparoT nepcoHasn. OHU MpuiaraloT TUTAHWUYECKUE YCHIIHS, YTOOBI
HAaHUMAaTh TOJBKO TMOIXOSAIIMX JroAed, oO0ydaTb W MOTHUBUPOBaTh HX, a 3aTeM HaJelATh
HE0OXOIMMBIMU MTOJIHOMOYHUSMU 1715 IEUCTBUTEIHHO MTPEBOCXOTHOTO 00CTYKUBAHUS KITUEHTOB.

O MoTHBaLIMU MIEpCOHANIa MBI TIOTOBOPUM B I1aBe 7, 00 00yueHun — B riase 13.

Bce nunmepsl cepBruca O4YeHb BHHMATEIBHO OTHOCSTCS K TOMY, KOTO OHU HAHHMMAIOT.
Asunakommanust Southwest Airlines 6eper Ha paboty 1 u3 45 kanaunaToB, Mmarazunsl Nordstrom —
1 u3 20. Bee 33 ThIC. coTpyaaukoB Southwest Airlines nmponutn skectkuii oToop. Kommnanus meHuT
YyBCTBO IOMOpPa, KOMMYHHKa0EIbHOCTh U CaMOOTBEPKEHHOCTh. Jlake B ee OOBSABICHUSAX O
BAaKaHCHUSAX MPHUCYTCTBYET FOMOp, YTOOBI NMPUBIICYD THUII JIOJEH, KOTOPHIE €l HY)KHBI. A HYXHBI €i
JIOAM, YMEIOIIME MBICIUTh TBOPUECKM W HE3aBUCUMO, HE OOsIIUecs pPUCKOBaTb M YMEIOIIHUe
nocmesitbest. Jms Southwest 31paBoMbIciMe M YYBCTBO IOMOpa HE MEHEE BaKHBI, 4YeM
npodeccuoHambHble HaBbIKM. KOMIaHUS TMOHUMAET, YTO KIMEHTOB OOCIIYKMBAIOT JIIOJIU, a HE
KOMITBIOTEPHI U MAIlIUHBI.

B 1998 r. xypuan Fortune wHa3Ban aBuakoMmmanuio Southwest Airlines mydmum
paboTonaTenem

Amepuky, a B 1999, 2000 u 2001 rr. mocraBui €€ Ha 4YETBEPTOE MECTO B CIIMCKE JIYYIIUX.



MoxeTte mpeacTaBUTh, KaK 3TO MOBJIHIO Ha €€ CIOCOOHOCTh HAaHUMATh M YIEpPKUBAThH JIYUYIIUN
nepcoHan!

B gem cexper? Haiigure irozeit ¢ XOpOIIMMH 331aTKaMU K OOCITYKHUBAHUIO... U O0YUUTE UX.

He Hanelitech, uTO BaM yJacTcsi NMEPEBOCHHUTATh COTPYJHHUKOB, KOTOpBIE NMPE3UPAIOT HIIH
HEHaBHJIAT JIIOJIei BOOOIIE W KIMEHTOB B YaCTHOCTHU. Kak riacuT crapas mocjoBHIA, U3 XaMma He
clienaenlb MaHa.

Ho cpenu pykoBoauTeneld KOMIaHUN OBITYeT MHEHHUE, YTO B OOCITY>)KUBAaHHH MOXKET paboTaTh
KTO YrOJHO, 4YTO COTPYIHUKH CaMM KaKHMM-TO 4YyAE€CHbIM OOpa3oM OBJIAACIOT METOAAMHU
00CITy>KUBaHMSI KIIMEHTOB U MPEBPATIATCA B IPOPECCHOHATIOB CEPBHUCA.

B nocnennee BpeMsi pyKOBOAWUTENN CEPBUCHBIX KOMIIAHMH JKaJIYyIOTCSl, YTO MHOTHE U3 TeX,
KTO NMPUXOJUT HAHUMAThCAd Ha paboOTy, HA CaMOM JieJie He HAaCTPOEHBI paboTarth, a YK TeM Oosee
obcnykuBaTh Apyrux. CeronHs HETPYyJHO HAMTH, KEM 3allOJHUTh BAKAHCUIO, HO OY€Hb TPYIHO
HAWTH HACTOSIIUX TPOGECCHOHATIOB.

AEPULUT COTPYAHUKOB B COEPE OBC/IYKUBAHUA

Cornacio bropo tpynmooit craructuku CIIIA, nacenenwe B Bo3pacte oT 16 mo 24 ner
yBenumuuBaercs Bcero Ha 1-4%. B 2000 r. ero uncnenHocTs coctaBuia 34 626 000 uenosek. C 1995
1o 2000 r. oHo BeIpocio Ha 2 243 000 yenosexk.

1960-¢ TOmBI TIpUHECTW MPOTHUBO3aYaTOYHBIC TaOJMETKH, (HEMHUHU3M W HYJEBOW IPHUPOCT
HACEJICHUSI.

PonuBmuxcst B 3TH oAbl JTIOJEH HA3BIBAIOT MOKOJIeHHeM 070u-0act [baby-bust — peskuit
cnax poxaaemoct. — [Ipum. mep.].

Ecnu BepuTh caMbIM NECCUMUCTUYHBIM IIPOTHO3aM, TO B CKOPOM OYIyIIIEM MUJLTUOHBI TJI0XO
O00y4YEHHBIX U TOJYTPAMOTHBIX COTPYAHHKOB MPUAYT HA BHICOKOTEXHOJIOTUYHBIE, 000PYyI0BaHHBIC
KOMIIbIOTEpaMH paboune MmecTa. 3aBedeHUs OBICTPOro NHUTAHHUS MPEBPATATCS B 3aBEACHUS
MEJICHHOTO TIHTAaHUS C OCECKOHEYHBIMH O4YEpeIsiMH, a B OONBHHUIAX W3-32 OTCYTCTBHS
KBUIM(UIMPOBAHHBIX MeJcecTep OYAyT 3aKphIBaTbCsl OTIENEHHUS CKOpOM momomu. Tsokenas
MPOMBIIIJICHHOCTh TIOCTENIEHHO TEPEMECTHTCS 3a TPAaHMIy H3-32 HEXBAaTKH OIEpPaTOPOB H
uHXeHepoB. Eciy Bce-Taku HaesThCs Ha Jydlllee, TO MPeaioKeHne KBaaupuupoBaHHO paboyeit
CWIBI Oy/IeT COOTBETCTBOBATH CIIPOCY, M €/1Ba I HE €IUHCTBEHHOW MPOOJIEMOI cTaHeT oOyueHue
nepcoHana npopeccUoHaIbHO U C YHTY3Ua3MOM OOCITYKUBATh KIMEHTOB. A OoJbIIas YacTh HOBBIX
pabounx mect B CIIA co3maercst B chepe 00cayKuBaHUS.

O6cnyxuBaHue. Pa6ckuii Tpya?

«Ho ceromnss, — roBopur Tomac Kemnmu, ObBImmii agbroHKT-ipodeccop B Ilkome
TOCTMHUYHOIO ymnpaBieHus YHuBepcurera KopHemia, — amepukaHckas cdepa oOCIyKUBaHHS
HaBOJHEHA JIOIbMHU, JUIS KOTOpBIX OOCIy)XKnBaHue — paOckuii Tpyd. B Hameilt kyabType

npodeccuun, CBA3aHHBIE C MPEAOCTAaBICHHEM CEpPBUCA, HE CUYUTAIOTCS HU JOCTOMHBIMHU, HH
yBakaeMbIMU. Y KoOT/1a YeloBeK YBEpEH, UTO OOCIYKMBATh IPYTUX HH)KE €ro JOCTOMHCTBA, 3TO
3aMETHO.

Ecnu decTHO, TO JIO3yHI MEPBBIX aMEPUKAHCKMX TOPTOBLEB «KIMEHT BCErAAa IIPaB»
npeBpaTtuicss B JIIOOMMYI0  IIYTKY CEPBUCHBIX  COTPYAHHMKOB. Mojogoe  MOKOJEHHE
WH/IMBUTYyAJIUCTOB MPEAIOYUTACT PYKOBOJIUTH, a HE 00CITYKUBATh.

[Tonpocure y npoxoasiiero MUMO opuIlMaHTa CTakaH BOJIbI, U BBl YCIBIIINUTE, YTO 3TO HE €r0
cronuk. [TonpoOyiiTe npuBieys k cebe BHUMaHUE HUYEM HE 3aHSATOTO CIYXKAIlero, U OH MOBEAET
cebst Tak, Oy/ITO BBl OTOPBAJIM €r0 OT Ba)KHOUM paloThl. Mnu B3rjsiHUTE, KaK COTPYJHUK CUIUT Ha



PacCTOSIHUU BBITSHYTOM PYKH OT pa3pbIBaromierocs TeiedoHa U He CHUMAeT TPYOKy, OTOMY UTO
ceifuac He ero ouepeab OTBEYaTh Ha 3BOHKH.

CepBHCHBIE COTPYJHHUKH TaK ceOsl BEAYT, MOTOMY YTO y HHUX HeT MoTuBauuu? Ilotomy uTo
BUHOBHA KOMIIaHHUSA, XOTS OBl YaCTHMYHO, B OTCYTCTBUM Yy HHMX MoTuBauuu? EcTh ocHOBaHUSA
YTBEpKJIaTh, YTO Ha 00a BOIIPOCA MOKHO OTBETUTH «Ia».

Bot uro numer xypran Time B cTaTbe, MOCBAIMIEHHONH MPOOJIEMaM CEpPBHCA: «...y MHOTHX
MPO/JABIIOB, BOAMTENEH CIY’)KO OCTaBKM M JIPYIMX CEpPBUCHBIX PAOOTHUKOB HET MOTHUBAIMU
BCJIC/ICTBUE HHU3KOM OIUIaThl TpyAa U OTCYTCTBHUS IEPCHEKTHB KapbepHOro pocra. Ilo cioBam
xypHanucta J[pBuna XampOepcrama, ueit Gecrcemnep «Ilonsenenue uroroB» [The Reckoning]
MPEACTABISIET COOOM XPOHUKY yIaJka aMEPUKAHCKOW aBTOMOOMJIBHOW TMPOMBIILIEHHOCTH,
«TJIaBHBIE BONPOCHI, KOTOpbIE 3amaioT cebe moau: "OTta paboTa AacT MHE 4YTO-HUOYAb? 3TO
noctoiinas padora?" Her».

Ho MBI mo-mpexHemMy BEpHM, YTO MCKYCCTBY OOCIY>KHMBaThb MOXXHO Hay4uTh JHOOOTO, KOTO
MBI

HaHHMaeM.

GENERAL ELECTRIC: CEPBHC MUPOBOTI'O K/IACCA

General Electric — nsiTasg mo BelIWYHHE M TPEThS 10 PEHTA0ETBFHOCTH KOMIIaHUS B MHpe. 3a
BpeMs, Korna ero pykoBoaun Jxek Yamu, oosem npoaax GE Bwipoc B 3,7 pasa, npubbuts — B 5,7
paza. Yo caenain akiioHepoB Oonee OoraTseiMu, deM J1r000ii qpyroit CEO B uctopum.

Bort uto roBoput Yamu: «Pazmep — 3T0 cCkopee HEMOBOPOTIUBOCTh, YEM CKOPOCTh, TPOCTOTA
U yBepeHHOCTh B cebe. Pa3beiiTe 3Ty cuctemy Ha yacTH. B paboTe HOKHBI aKTHBHO Y4acTBOBATh
Bce coTpyaHuku. [Tozop Bam, eciau xoTs Obl OJMH W3 HUX OyAeT mpoctauBaTh Oe3 gena. Bo3pmure
CBOMX JIoAe B 000poT. IlycTh OHHM MEUTArOT, SKCIEPUMEHTHUPYIOT, 3apsiKaloT KOMITAHUIO
SHEPTUEH, U BBl CTAHETE NIEPBBIMU.

VY2114 TOBOPUT, YTO PYKOBOJMTETH JIOJDKHBI «YBJIEKaTh 3a COOOM M BOOAYIICBISTH JIOJCH.
UTo TOJNKY, €CIM Bbl KPYTUTECh HA MECTE KakK JIEPBUIIL, HO HUKOTO HE 3apsiKaeTe CBOEH dHEprueii?
YroObI BEIPA3UTh CYTh pabOTHI MEHEDKEPA, 51 4aCTO UCIIONbB3YIO CIEAYIOIIYI0 MeTadopy: MEHEIKED
— 9TO YEJIOBEK, Y KOTOPOTO B OJHOM pyke OaHKa ¢ yAOOpEeHUsIMHU, a B APYrod — JieiKa ¢ BOJIOH.
[IpencraBbTe, UTO Balll MEPCOHAT — 3TO IBETHI, U BaM HY>KHO BBIPACTUTH NMpeKpacHbId caa. Eciamn
KaKOW-TO IIBETOK HE PACTET, BHIPBUTE €r0 W MOCATUTE APYTrod. YHOPaBiIsTh KOMIIAHUEH — 3HAUUT
coOpaTh BOKPYT ce0st TyUIINnX».

Yoy cuuTaer, 4To HEOOXOAMMO NPOSBIATH >KECTKOCTb, YTOOBI TOBBICUTH KaueCTBO
yejioBeyeckoro kamuraina: «B xoHeunoM cuete General Electric — 310 mronu, a He AEHBIM WIH
obopynoBanue». Korna Yamua cipocuiy, 4ero »x1ate oT Oyayiiero, oH oTseTui: «Bce yckopsercs.
TeMIbl U3MEHEHUI BO3PACTAIOT MO SKCIIOHEHTEY.

PykoBogutenn kommanmii, Bxomsmux B General Electric, crpeMsarcs K COBEpIIEHCTBY U
HEHaBUIAT OropokpaTuto. OHU OTKPBITHI IS HOBBIX WJEU, OTKyAa Obl T€ HU HCXOIWIH. Y34
CUMUTAET, YTO «CETOAHS MbI CTOUM Hepes auioM aedusuuu. UtoObl pearnpoBaTh Ha M3MEHEHHS,
HYXHBI THOKOCTB ¥ CKOPOCTb.

Pazmep wHakmaapiBaeT orpanumueHus. Ho HuuTO He umMmeeT npenenoB. Hama
MIPOU3BOUTENHHOCTh TTOKA YTO B 3a4aTOYHOM COCTOSIHUU. W31€pKKH CIMILIKOM BEIUKH. MBI Tak
MHOTI'OMY JOJDKHBI HAy4YMTBhCS M TaK MHOIO€ JIOJDKHBI ClIelaTh, YTO 3TO HeBeposTHO. Ho mromm
MOYEeMY-TO CUATAIOT, YTO BCE T BEIIN KOHEUHBI».

Ton-menemxkepsl GE yBepensl, uTo Oyaromapsi oneparusM depe3 MHTEpHET OHM CMOTYT Ha
20-50% cHU3UTH 3aTpaThl Ha peanu3aluio, oOlIMe W aJMUHUCTpATHBHbIE pacxoisl. Eciam 310
yaacTcs, To BreuaTistomas onepanuondas npuobutb GE moutn yasoutcs. GE npoBoaut 6omee 4
MJIH TpaH3akiuil B ron. Ecnu Obl Bce OHM OCYIIECTBISUTUCH Yepe3 MHTepHEeT, CTOMMOCTh OJIHOU
TpaH3akuu cHu3mmach Ol ¢ 50-100 mo. 1o 5 mos.



Jxek Yamu Havan skcnaHcuio B MHTepHeT B stHBape 1999 r. OH BepuT, 4TO 31€KTPOHHBIN
ousHec HaBcerga m3meHuT JJHK ero kommaHuu, 0)XKMBUB M HAIOJHUB DHEPTUEH KaXKIbIH YTrOJIOK
GE.

B 2001 r. GE Bnoxwuia B BbICOKHE TeXHOJOruM 3 Mipja aosul. KoMmmaHus paccUMThIBaET
COKOHOMUTS 4,6 MIIpA 10JIJ1. HA HHTEPHET-ayKIIMOHAX U NIEPEBECTH B PEXKUM OHJIAiH 14 miupa noii.
13 TOA0BOT0 00BheMa 3aKyIoK 45 MIIPA TOJLI.

GE mnanupyer cakonomutsh 600 miH goiut. B 2000 r. kommnanus npojana uepe3 MHTepHeT
TOBapOB M YCIYT Ha 7 MIIpA JIOJUI., 4TO cocTaBuiio 5% ee rogoBoro goxoxaa (129 mupa momn.). ITo
IUTaHaM KOMITaHuM, yepe3 MHTepHeT noikHO noctynats 10 30% BcexX JOXO010B.

KAK HAWTH XOPOIIIUX COTPYIHUKOB

BOT HECKONBKO MOJIE3HBIX COOOPAKEHHIA.

1. Obparurech k BamMM coTpyaHHKaM COTPYIHUKH MOTYT CTaTh JIyYIIMMHU PEKPyTEpaMu U
UCTOYHUKOM HH(popmanun. HekoTtopble paboTomarenu cpa3y NpPOCAT HOBBIX COTPYAHHUKOB
MIOPEKOMEHI0BAaTh KOTO-HUOY/Ib.

Cerp 3akycounbix Burger King mmatur corpyaaukam 500 ol 3a peKOMEHAALHUIO
KaHJHu/aTa, KOTOPOro KOMIIaHMs HaHUMAeT Ha JOJDKHOCTh MEHEKepa, a 3a PEKOMEHIALUIO
PAI0BOTO COTpYAHMKA JlaeT Oyprep-Oakcel (Burger-Bucks) — mpaBo Ha mosyuyeHHe MoJapoO4HOrO
ceprudukara. CorpynHHK Toiydaer | Oyprep-Oakc, €CiM ero 3HaKOMBIA TMOJAeT 3asBIECHUE O
npueMe Ha paboTry, 5 6aKCOB — €CIlM ero MpUIJIaCKWIM Ha cobecenoBaHue, 25 0akCOB — eciu
3HAKOMOTO OepyT Ha paboTy. bakchl 0OMEHUBAIOTCS Ha

MOJJapOYHBIEe CEPTHU(PHUKATHI TOPTOBBIX CETEH.

PazBnekarensupiii mapk Great Adventure Theme Park B Hpro-/Ixepcu mmatut mo 50 mos.
TOMY, KTO pEKOMEH/IYeT, U TOMY, KOTO HaHUMAeT.

B University National Bank &amp; Trust Co. COTpyIHHMKH TMOJy4YarOT <«TOHOpap 3a
HafpaBJIeHUEe», ecii OaHK HaHWMaeT PEeKOMEHJOBAHHOTO MMM uenoBeka. COTPYTHHUKOB MPOCST
HaMpaBJsATh JIIOJIEH, ¢ KOTOPBIMH OHH I/Ie-TO paboTaJy M KOTOpble NOKa3aiu ceds ¢ Jydiien
cTopoHbl. «Hama menb, — TOBOPUT BHILENPE3UIEHT OHH 30HHEHOepr, — HaHUMaThb II0-
HACTOSIIIEMY XOPOILUX JII0JIeH, CHOCOOHBIX U JKEJIAIOLIMX ITOMOIaTh IPYTUM». DHH ITOHUMAET, YTO
MPUTBOPUTHCS «IIO-HACTOSIIEMY XOPOIIUMY YeJIOBEKOM HEBO3MOKHO.

YroObl NOOYAUTH MEPCOHAI MpeAaraTb KaHIUIaTOB, HCIOIb3YIOTCS BHYTPUKOPIIOPATHBHBIE
MIPOMOAKIINH, JIOTEPEU C LIEHHBIMU MPU3aAMH U IPYTHE CTUMYJIBI.

Ho noMHuTe, 4TO COTpYIHUKHU BPsJ JIM 3aXOTST IIOMOTraTh B IMOMCKE HOBBIX JIFOJEH, €ClIi UM
caMHM He HpaBHTCs paboTarh Ha Bac. [loaTomy Xopomme ycinoBus pabOThl U OJIaroNmpHSTHBINA
NICUXOJIOTUYECKUI KIMMAT B KOJUICKTHBE JIEXKAT B OCHOBE YCIIEHIHOTO MOMCKAa HOBOTO II€pCOHANa
yepe3 UMEIOLINXCS COTPYTHUKOB.

Xopoliasi HOBOCTb: KaK TOJBKO BbI 3aIIyCTUTE MPOrpamMMmy OOCIIy>)KUBaHUS KJIMEHTOB, OyJeT
ropasio Jierdye HaTH HOBBIX COTPYIHHUKOB. J[€J10 B TOM, YTO €CII KIMEHTHI IOBOJIBHBI CEPBUCOM U
OnarozapsT COTPYAHMKOB, TO yJydllaeTcs oOmas arMocdepa B KOJUIEKTUBE — B TaKOM KJIUMare
xoTeln Obl paboTaTh Kaxkaplil. 1 Hao0opoT: eciiu pabovas cpena HeOIaronpusTHas, TO Pa3BUBAIOTCS
HE37I0POBbI€ OTHOLLIEHMSI, COTPYAHUKH CUUTAIOT ce0sl 3aJI0)KHUKAaMH CBOEH pabOTHI.

Mynpo nmoaxoauT K Haiimy nepconana komnanus Disney World — ona npusniekaeT k otoéopy

KaHJMJIaTOB CBOMX JIYYIIMX «aKTepoB». KommaHus BbIOMpaeT JydIIMX COTPYAHUKOB W3
MOJIpa3/ielieHnii, B KOTOPBIX HMMEIOTCS BaKaHCHUH, W TPU HEAEIM MHTEHCHBHO O0y4aeT uX
JEUCTBYIOIEMY TPYZOBOMY 3aKOHOAATENbCTBY. [locie 3TOro MM mHO3BOJSAIOT BBIOMpPATh CBOMX
OyayImux KoJuier B Xxoje 45-MUHYTHOTO coOeceI0OBaHMUS.

«ITO CBOWCTBO 4elIOBeUeCKOW HaTypbl, — roBoput Jlkeimc IloizeHT, ObIBIIMIT OM3HEC-
tpenep Disney World, KoTopbIii pyKOBOIMII 3THM IPOLECCOM, — BBIOMPAThH JIIO/IEH 1O CBOEMY
o0pa3zy u o100uIo.



Mpbl mpuriamaeM CBOMX COTPYJHMKOB B KOMHATy M roBopum: "BeiOepure dyenmoBeka, ¢
KOTOPBIM BBI XOTeNIM OBl paboTaTh, KOTOPBIN pa3jeiseT Bamu meHHocTu". 3a 45 MUHYT OHU TOYHO
OMPEEISAIOT, KTO IPUTBOPSIETCS, @ KTO UCKPEHEHY.

2. [lopxonure K A€y TBOPUECKH

Cerp cynepmapkeToB Ha BocTouHoM moOepekbe CTaBUT SPKHH, Opocarommiics B TJiaza
aBTOo(ypron Winnebago Ha mapkoBKax B TOPTOBBIX IIEHTPaxX M Iepeja HIKOJIaMH, YTOOBI MPUBIIEYb
BHUMaHME MOTEHLMANbHBIX KaHIUAATOB. JIIoau MOryT 3aiiTu B (yproH, 3alojHUTH 3asiBJICHUE U
npoiiTu codece0BaHuE.

Marasunam ctpoutenbHbix MatepuanioB Ha rore CIIIA oTpacneBas accounanus peKOMEHAYET
CHa0XaTh yduTeNell Tpyaa MHCTPYMEHTAaMH M 00pe3KaMH MUIIOMaTepUalioB, YTOOBI T€ HAIIPABIISIIN
CBOUX YUYEHHKOB B Mara3uHbl.

Cetb pecropanoB u3 KonHekTukyra npuriacuia 75 ¢GpaHIly3cKHX CTYyJE€HTOB IOpadOTaTh BO
BpeMsl JIETHUX KaHUKYJ. CTyAEHTBhl caMU OIJIaYMBAIM JOPOTY U CaMOCTOSTEIBHO MCKAIU JKUIIbE.
Pectopanbl cooburin, yto Onarojmaps (paHIy3CKHMM CTYICHTaM MECTHas MOJIOJIeKb Hauaia
110/1aBaTh 3asBJICHUS O IpHEMe Ha paldoTy.

McDonald's u Pizza Hut mpemiaraior momoip B orjare oOy4eHHs B PETMOHAX C HU3KOM
3aHsATOCTHIO. Burger King nmpemocTaBisieT CTUNICHANH.

MeHekepsl peCTOPaHOB, OTEIEH U POZHUYHBIX TOPrOBBIX CETEH CErOJHS JIMYHO MOCEIIAI0T
JUPEKTOPOB IIKOJ, a He MHPOPMUPYIOT 00 MMEIONIMXCS BaKaHCHSAX MO TeledoHy. MeHemKepsl
BCTPEYAIOTCSA C YYCHMKAMHM M PACCKa3bIBAIOT O CBOEW OTpPAciId M NEPCHEKTHBAaX, KOTOPHIE OHA
OTKpPBIBAET.

[TpencraButenu pectopana White Castle mocenaror spMapku BakaHCHA, 4TOOBI paccKa3aTh

poaMTeNsM 00 YCIOBHUSAX paOOThI U HaBbIKaX, KOTOPHIE TPHUOOPETYT CTYACHTHI.

ITo Bceil cTpaHe KOMIAHMM HaJAXKHUBAIOT KOHTAKT CO LIKOJbHUKAMH, YTOOBI KaK MOKHO
paHblie c(hOpMHUpPOBaTh y HHUX HMHTEpec K pabore. MHorme mpemiaraioT y4eHMKaM CTapIInX
KJIACCOB 3KCKYPCHHU IO CBOUM O(pricaM U MPOU3BOJICTBAM.

HakoHel, KOMIIaHUU OCO3HAIU, YTO KJIMEHTHl — 3TO MOTEHLUAIbHbIE COTpYAHUKH. OHa
PO3HMYHAS CETh pa3BepHyJIa KaMIIaHUIO 0 MOI00PY MepcoHaia o Jo3yHrom «Hamm nokynarenu
CTAHOBSTCS HAIIMMU JIyYIIMMHU COTPyIHUKaMU». Takue makaTel BEIBECUIH B KaXK10M Mara3mHe.

Korna pykoBojactBo Pizza Hut cripocuiio cBoux cOTpyJHHKOB, TOYEMY OHU BBIOpad IMEHHO
UX KOMIIAHMIO, T€ Ha3BaJU JIBE€ OCHOBHbIE NpUYMHBL. [lepBas: OHM ¢ yJOBOJBCTBHEM XOIWIH B
Pizza Hut, moTomMy 4TO MM HpaBHJach Iapsmas 3aeck atMocdepa. Bropas: ux ybenunu npuiitu
CI0/1a APY3bsi, paboTarolIe B KOMIIAHUY.

[lepconany Pizza Hut HpaBuTCst THOKMI rpadMK U KOMaHIHBIA TyX, KOTOPBIHA J1enaeT padoTy
WHTEPECHOM U BECEIION.

3. Hanumaiite nrojieid ¢ orpaHUYE€HHBIMA BO3MOKHOCTSIMU

CrpaxoBass kommanust Prudential Insurance Hanmmaer Tayxux Jrojaed s paboOThl Ha
kommbloTepe. CoriacHo mocienneMmy otdety Pizza Hut, B pecropanax kommanuu B 38 1mrarax
pabortator 500 COTPYOHHKOB C OrpaHMYEHHBIMH BO3MOXKHOCTSMH. Marasunbl Target, orenu
Marriott u Radisson Takyke HaHUMAIOT JIFOACH ¢ PU3NYECKUMH ¥ YMCTBEHHBIMH HEJIOCTATKAMH.

B CIHIA 36 MiH 4elnoBeK ¢ OTpaHUYEHHBIMH BO3MOXKHOCTSAMH, 2/3 COBEPIIEHHOJETHUX
MY)XYMHUHBAJIUIAOB M eIle OoJbInas Moyl KeHIIMH-UHBAIHIOB Oe3padoTHeie. Ho moam ¢
OTpaHUYEHHBIMH BO3MOXHOCTSIMU — MOTEHIMAIIbHBIE COTPYAHUKH, IIOCKOJIBKY HOBBIE TEXHOJIOTHH
JIEMAr0T JOCTYITHBIMHE JIJIs HUX CaMble pa3Hble pabouyue MecTa.

Hampumep, coBpeMeHHBIE MpPOTpaMMbl IO3BOJSIOT MPEOOPa30BBIBATE KOMITBIOTEPHBIC
JIaHHEIC B

peub WM OpalIeBCKHI TEKCT, MOITOMY CIEMble JIIOAU OTIUYHO CIPABIAIOTCA € paboTOi
MPOTPAaMMUCTOB, TelIe(POHHBIX OINEPaTOPOB, CHEIUATUCTOB IO OOCTY)KHBAHUIO KIHMEHTOB.
JlocTynHbI ©M 1 qpyTHe npodeccuu.

YuuteiBas 3Ty TeHJEHIMIO, Kopropauus IBM co3nana B ATIaHTe HAlMOHAJIBHBIA LIEHTP



MOAJIEPKKH JIOJIE C OTpaHMYECHHBIMH BO3MOXKHOCTSMH. 3ajada IEHTpa — pPacrnpoCTPaAHAThH
HH(pOpPMAIIUIO O MPOTPAMMHBIX TPOJIYKTaX, KOTOPHIE IMOBBIIIAIOT MPOU3BOJIUTEILHOCTh TPyAa U
YPOBEHB KHU3HU ITHX JroAeH. KBanmuuImpoBaHHbIN W ONBITHBIA MMEPCOHAT IEHTpa HHPOPMUPYET
paboTonaTeneii O JOCTYIMHBIX TEXHOJIOTHSX, KOTOPBIE IIOMOTAIOT JIFOASIM C Pa3IMYHBIMU
HEJ0CTaTKaMHU 3aHUMAThCS Pa3HBIMU BHJIAMU JESTENBHOCTH. ExxeroqHo oopadaTsiBaercst okoio 20
TBIC. 3aITPpOoCcOB. MHOTHE M3 HUX BBI3BAHBI PEKJIAMOM 1O KaOEeITbHOMY TEJIEBUICHHUIO.

OpHako mpeApacCyaKu MPOJ0JDKAIOT JIOBJIETh HaJ pabOTOAATENs MU, U OHH HE OTHOCSTCS K
WHBAIWJIaM KaK K CBOMM TOTCHIMAIbHBIM coTpyaHuKaM. OJHO H3 PpacnpOCTPaHEHHBIX
320y /ICHUN COCTOUT B TOM, YTO 3aTpaThl Ha PEKOHCTPYKIHUIO U TMEPeoOOpyIOBaHHE pabOUuuX
MECT JIJIS JIFOJICH ¢ OTpaHWYEHHBIMH BO3MOXKHOCTSIMH OY€Hb BBICOKHE. ITO HE Tak. MUHHUCTEPCTBO
tpyna CIIA mnompocuno 367 QenepanbHbIX MOAPSIIYMKOB OICHUTH 3aTPaThl Ha aJallTalHio
pabouero mecta it ”HBaIUI0B. OKa3anock, uto 70% HEoOX0oauMbIX H3MeHeHn ooxoasarcs B 100
JIOJUL. I MEHBIIIE.

Pazpymienuto  cTepeoTHrioB, Memaromux — paboTomarensM ~— HaHMMAaTh  JIIOJEH ¢
OTPaHUYEHHBIMA BO3MOXKHOCTSIMH JaK€ B YCIOBUSX OCTPOH HEXBATKU CEPBUCHBIX COTPYIHUKOB,
Oyner crmocoOCTBOBaTh IIOMOINb MECTHBIX BjacTe W opraHm3anuid. Bo MHoOrmx mraTtax
JemapramenTsl TpooOydeHHs] MHBATHIOB MPEIOCTABISIOT B apEHY CIICIHAIBHBIC TEXHUYECKIE
CpencTBa s JII0ACH ¢ PU3HIECKUMHU HEJ0CTaTKaMHU.

MHorue noMorarT 00y4aTh JI0JIeH, MPETOCTABISIFOT HHCTPYKTOPOB U HACTABHUKOB.

4. HanumaiTe moxxuiIbIx

Unero Yapnwrza MakuHTaliepa, ympapisioero Mara3uHOM TOBapoB st goma Stebbins-
Anderson u3 bantumopa, MOTYT HCHOJB30BaTh MHOTHE KOMMEPUYECKHE, MPABUTEIbCTBEHHBIC U
YacTHbIE OpPraHU3alINH.

On roBoput: «lloxunble Jt0aM, MHOTO JIET NMPOpadOTaBIIME B OTPACIH, YyBCTBYIOT ceOs
abCOIOTHO HOPMAaJIbHO, 00cTyKuBas Apyrux. OHU HE CYUTAIOT YHU3UTEIbHBIM OBbITh BEKIMBBIMU
U CTapaThCsl IOMOYb KIMEHTY. A y MOJOJEXKH COBCEM JIPYroe OTHOIIEHUE K KHU3HU. U 1 HE cyxKy
UX 32 3TO0; MPOCTO MOXKUJIBIE JIFOJIU BBIPOCIHU B IPYTO€ BPEMSI».

Certb pecropanoB ObicTporo nutanus McDonald's o1HOM U3 TEpBBIX cTalla HAHUMATh JIFOJIEH

CTapuiero Bo3pacra, 3anyctuB B 1986 r. nporpammy MakMactep. [Iporpamma paccuntana Ha
MOXKWIBIX JIIOACH, KOTOpBIE XOTSAT BEPHYThCA K paboTe, HO MM HE XBaTaeT yBEPEHHOCTU. B
pe3ynbTaTe A0Sl MOXKUIBIX coTpyaHUKOB McDonald's yBennuunacs 1o 13%.

Cpenu apyrux KOMIIAaHUH TpaJWIIMOHHOW cdepbl 00CTy)XMBaHUS, JUACPOB B IMOAOOpEe U
oOyuenuun noxuibix Jroaei, Kentucky Fried Chicken, Marriott u Pizza Hut.

Hanmonaneuelii ieHTp OpoHUpoBaHus ceTH oTeneil Days Inn B Atnante Hansin Oonee 50
COTPYIHUKOB Ha sSpMapKaxX BaKaHCHH JUIsl MOXWIBIX rpaxaaH. [loxkunbie OOBIYHO HE YHMTAIOT
OOBSIBIIEHUS O HaiiMe, OATOMY HaJl0 OOpaTUTHCA B COILMAIbHBIC LIEHTPHI JJIS MOKUIBIX U LEPKBH,
9TOOBI COOOINTH 00 MMEIOIIUXCSl BakaHCUsAX. Ecnu BbI BeiBemmBaeTe oObsBieHHe «Tpedyrorcs
COTPYAHUKH» B Mara3MHax, TO KOHKPETHO YK@XUTE, YTO <«IIPHUIJIALIAIOTCA JIIOJU CTapIlero
BO3pacTay.

BonbmHCTBO KOMMaHui, KOTOpble OepyT Ha padOTy MOXKHIIBIX JIOACH, MPenynpekaaloT O
HE0OXOIMMOCTH YIIENSITh 0c000€ BHUMAHHE B3aUMOOTHOIIECHUSM MEKY MOXKUIBIMUA U MOJIOIBIMU

coTpyaHukaMu. [IpoGieMbl MOTYT BO3HUKHYTb, €CITH JIFOJIU CTAPILEro BO3PAcTa CYUTAIOT, UTO
OHU «HE MOAXOMATY.

3nas 00 stom, kommanusi Kentucky Fried Chicken 3apanee npenynpexaaeT CBOMX MOKHIIBIX
COTPYJIHHUKOB, YTO X HEe OYAYT CpaBHUBATh U OLICHUBATh HapaBHE C MOJIOABIMU. CeTh YUUT CBOMX
MEHEJKEpOB, KaK OO0pamarbCsi C TOXHIBIMA COTPYAHMKAMH W OTJABaTh JIOJDKHOE HX
CIOCOOHOCTSIM. 3a4acTyl0 MOJIOJbIE MEHEKEphbl HCHBITHIBAIOT HEJIOBKOCTb, KOTJA PYKOBOJIST
JIOJIbMU HAMHOTO cTapiie ceosl.

5. IIpoBepsiite pe3tome
Bcerna nposepsiiite pestome. B nexadpe 2001 r. [[xopmx O'Jlupu ObLT BBIHY)KIECH YUTH C



nocra TpeHepa ¢yrooiapHON kKomaHasl Hotp-/lam, mpopaboraB Bcero msath nHeil. B pesynbrare
TIIATEIHHOM MMPOBEPKHU €T0 pe3toMe ObUT0 00HApYKEHO, YTO OH HE TOJIydall AUIUIOM MarucTpa u He
urpai B ¢pyroon 3a Yausepcurer HproXoMimmpa, Kak yTBepkKJ1aoch B ero ouorpaduu.

YTO CAEJIATD, YTObbI TE KTO MILET PABOTY, IIPUIIJIA B BAIIY KOMIIAHUIO

CeroiHs cuTyanusi Ha peIHKE TPY/a CJIOXKHIACh B MOJIb3Y COTPYAHHUKOB cepBrca. OHU MOTYT
BBIOMpATh, TJI€ UM pabOTaTh, U TMOJB3YIOTCA 3TUM. [l03TOMY HYKHO caenaTh pabouue Mecra H
yCIOBHSI TPyAa B Balleil KOMIIAHUHM HACTOJBKO MPUBIEKATENbHBIMU, HACKOJIBKO IMO3BOJISET Ball
OIOIKET.

[Tonymaiite o BBeieHHMM THOKOro rpaduka. ITO OAHO U3 TpPeOOBaHMUU, MPEIBSIBIAEMBIX
CEeroJHSI K CEPBHCHBIM MO3UIHsIM. B oTensx Radisson moTeHIMaNBHBIM COTPYTHHKAM OOJIbIIE HE
TOBOPAT, B Kakyl CMEHY BbIXOAWTh. HaoOOpOT, y KaHIMZATOB HHTEPECYIOTCS, KOTJa OHHU
CBOOOJHBI, M KOPPEKTHPYIOT TpaduK C yd4EeTOM HUX MOXKedaHud. Tak MOCTymarT W JIpyrue
paboTomareny.

KoMuccuoHHble

bnaronaps cBoMM cucTeMaM KOMHCCHOHHBIX BO3HarpaxjaeHuil orenn Radisson mpuBiekaroT
0oJbllle KaHAMJIATOB, U3 KOTOPHIX MOXKHO BbIOparh syumux. CeTh mpeanaraetr 0Oojiee BBICOKHE
OKJIaJIbl, IITaTHBIE pabouue MecTa ¢ THOKUM rpadukom, mocodus mo 0oJe3HU, CKUAKH Ha TOBAPHI,
MIPEMHH U CEPbEe3HOE 00yUEeHNE TEXHUKE MPOJIaK.

First Service Bank n3 Maccauycerca UCTIONIB3YIOT CHCTEMY KOMHCCHOHHBIX M MTPEMUN 151

MOTHBAIIMH MIEPCOHAJIA U HArPaXJaeT TeX, KTO C YCIEXOM MPUMEHSIET CBOU 3HAHUS MPOAYKTa
Y HaBBIKM MPOJIaK. B KadecTBe Harpabl UCIONB3YIOTCS JICHEKHBIE TPEMUH, TYPIIOE3IKH 1 OUIIETHI
Ha paznuyHble MeporpusTus. Cpend OOHYCOB HOBBIM COTPYAHMKAM — TIOJApKH KO JIHIO
pOXIeHus], 00€Ibl M Harpa bl 10 UTOTaM MEPBOT0 T0/1a PaOOTHI.

Bo3moxkHOoCTh OecrmaTHOro oOydeHHMs Takke mpuBjiekaer mronel. First Service Bank
npeuiaraeT 36-MecsUHyI0 TPEXYpOBHEBYIO MporpaMMmy oOydeHuss u ceprudukanuu. OcHOBHas
4acTh MPOrpamMMbl pa3paboTaHa M MPOBOJIUTCSA COTpyAaHUKamu Oanka. B mapke Disney World B
OpnaHao Bce HOBBIE «akTephl» (OT COTPYAHHMKOB B KOCTIOMax CKa304YHBIX IMEPCOHAXEH [0
yOOpIIMKOB) 00y4aroTcsi 10 TpOrpaMMe OpHUEHTAllMM B KOPHOPATUBHOM YHHUBEPCUTETE.
OpueHTanus HAYMHACTCS C TPAIUIIMOHHOTO JIBYXJHEBHOTO Kypca, I/ie COTPYAHUKOB 3HAKOMST C
ucropueit Disney World, noctmwkenusmu u ¢unocodpuein (KynbTypoil) KOMIAHHHM H HUX
o0si3anHOCTSIMU. Ha TpeTuil 1eHp «akTepam» paccKasbIBalOT O MOJUTHKE KOMIAHHUH, IPOLeaypax U
NPUBWIETHSAX U 3HAKOMAT ¢ pabounmu Mectamu. [IporpamMma opueHTanuu 3aBeplaeTcs
oOydeHreM HEemoCpeICTBEHHO Ha pabodyeM MecTe B TeueHue 1-14 aHei.

B Disney World 1100 BugoB paGoT BBIOIHSIOT 00siee 25 THIC. COTPYIHUKOB, TIOJTHOCTHIO U

YaCTUYHO 3aHATHIX.

KAK HAWTH COTPYIHUKOB, YKEJIAIOIIIUX OBCJIYKUBAThD JIPYTHX

Marasunsl roToBoit onencasl Nordstrom pa3meniaroT oObsBineHue «Maer Habop», B KOTOPOM
JaH MOPTPET KaHAMJATa Ha JOJDKHOCTH mpojaBia. OHU UIMYT «OMBITHBIX JIFOJEH, KOTOPBIE XOTST
VUUTBCS, PACTU U pa3BUBAThCS BMecTe ¢ HamMHu. COTPYTHUKOB, KOTOPBIE MO-HACTOSIIEMY JIFOOST
JFO/IeH, KOTOpPBIE HAXOJST YIOBOJIBCTBUE B MMOMOIIHN JPYTHMM M KOTOPBIE CIENAIOT BCE BO3MOXHOE,



4TOOBI XOpOLIO OOCTYXUTh MOKynareis. Ham HyXHBI JIIOJM, KOTOpbIE YMEIOT AenaTh Jeno 0e3
cydka u 0e3 3a0puHKH. JItoau ¢ naesamm.

OT60p

Uto0b! BEIOpaTh MYUIINX, HYKHO TPOBEPUTH MOIXO, XapaKTep, HABBIKH.

Opuxk XapBu u Men Kieiiman B cBoeil kaure «180 cmocoOoB co3aaTh MPUTATATENBHYIO
KyaeTypy» [180 Ways to Build a Magnetic Culture] yrBepknaror, 4to J1r00asi KOMIaHUS MOXKET
CO3/1aTh «IIPUTATATENHHYIO KYJIBTYpY», KOTOpas Kak MarHuT OyJeT NPUTATUBATH U yIEP>KUBAThH
Jydlllee W OTTAJIKUBATh IJI0X0€. UTO HYXXHO IJi1 MOCTPOCHHSI TakOM KylibTypbl? CremoBaHue
KOPIIOPATHBHBIM IIEHHOCTSIM Ha TPAKTHKE, CTPOTHE KPUTEpUM OTOOpa MepcoHaja M BhICOYaMIIee
YBa)KEHHUE K JIIOJISIM, C KOTOPBIMH BbI paboTaeTe u KOoTopble padoTaroT Ha Bac. CobeceoBaHue npu
npueMe Ha paboTy — Bcerza crpecc. Pacckaxute, B kakoM (opmare HpoiieT Bamia BCTpedya,
HAYHHUTE CBETCKHUI pa3roBop, MOKa HE MOYYBCTBYETE, YTO 4esoBeK paccrnadmica. Crnpocure o
MOT0JIe WIIM O TOM, KakK OH JI0 Bac go0pacs. [Ipemioxure mpoxia uTeIbHbIe HAMUTKA UIH BOJY.

Ha cobecenoBannu Xapsu u Kieiitman npeaiarator 3a/1aBaTh CJICIYIOIIHE BOTPOCHI.

[lepBoiit: Pacckakute o Bamieil mepBoil paboTe M Ha30BUTE TPU HaBbIKa, KOTOPHIE OHA Bam
nana. Ero nems — momy4uuTs o011ee mpeacTaBieHne 00 onbiTe paboThl KaHAUAATA.

Bropoii: Ouenure mo necATHOAUIPHOM IIKade CBOM KOMMYHHKATHUBHBIC HABBIKU U
o0BsICHUTE, MOYeMy Bbl Tak aymaere. Llenp — mody4uTh NpeacTaBleHHE O YepTax XapakTepa,
JTUYHOCTHBIX OCOOEHHOCTSX M HAaBBIKAX, BAXKHBIX IS YCIICIITHOTO BBITIOHEHUS PaOOTHI.

Tperwnii: Kak Bac onieHuBaiM B KaXXJ0i U3 00J1acTel, KOTOPHIE MbI TOJIBKO YTO OOCYIWIIH, Ha
nocjenHeM MecTe paboTsl? Bel MoXKeTe mepeciarh pe3ylbTaThl Balllel aTTecTalyy MO0 MoYTe WK
dakcy?

YerBepThlii: XOTUTE JIU BBl paccka3aTh YTO-TO €IIe O cebe U CBOMUX CIIOCOOHOCTSX, MpexkIe
4eM sl OTBEUY Ha MHTEPECYIOIIUE BaC BOIPOCHI?

He nanumaiite moneit 6e3 mpoBepku. Kanaumatsl MOTYT CKpBIBaTh YrOJOBHOE IPOILIOE;
OJIMH U3 TpeX HCKaaeT (aKThl B CBOEM pPE3IOME; OJMH U3 YEThIpeX NpPEJCTaBiseT (hajbIINBbIE
JOKYMEHTBI 00 00pa30BaHUU M PEKOMEH/IAIINH.

Eciu Bcero 3TOro HeIOCTaTOYHO, TMOMNPOCHUTE Yy KaHAWAATa pe3ylbTaThl TMOceaHen
aTTeCTallUu C TIOCJIETHEr0 MecTa paboThl. 3aTeM MMO3BOHHUTE WJIM MOLUIUTE 3aMpoc MO MOYTEe WU 1O
(hakcy, 9ToO0BI MPOBEPUTH HH(DOPMAITHIO.

Cnoco6 CMapTa HaHATb Cynep3Be3],

B xHure «Bwicmmii kmacc: Kak moOexnmaroT Bemylnue KOMITAaHWH, HaHUMas, oOydas u
ynepkuBas ayumux mozaei» [Topgrading: How Leading Companies Win by Hiring, Coaching and
Keeping the Best People] bpendopa Cmapt coBeTyeT KOMIIAHUSIM pPACIPEIETUTh CBOUX
COTPYJHHUKOB II0 TPEM KJIaccaM.

«Hrpoku kiacca A u B — 310 aktuBbl. Urpoku kitacca C yHUUYTOXKAT Ballly KOMIIAHUIO.

Bot maruueckuii, HO €ro cia0BaM, BOIIPOC, KOTOPBIN CIEAyeT 3a1aBarTh Kanauaaram: «Ecin s
MOTPOIIY Bac JOrOBOPUTHCA 0 Oecelie C BallliuM MPEKHUM 00CCOM, UTO OH MOKET paccKa3aTh MHE O
BalllUX JOCTOMHCTBAX M HEJOCTaTKaxX M B LIEJOM O Bameil pabore?» DTOT BONPOC pacKpHIBaeT
MpaBay O YEJIIOBEKE, OH IOHUMAET, YTO €My HEKYJla I€BAThCsl, I0ATOMY HaJI0 TOBOPUTH IpaBay. Mbl
3BOHUM OYKBaJIbHO Ka)KJOMY PYKOBOJIUTEIIO, Y KOTOPOTO KaHIAUIAT paboTai B TEYCHHUE MOCTIeTHUX
JECATH JIET, ¥ 33Ja€M 3TOT BONPOC. ECM MBI CABIIIMM BOCTOPKEHHBIE OT3bIBBI, 3TO YKa3bIBA€T Ha
urpoka kinacca A. Takum mroadM Jaxe HpaBUTCsS Hama jaoTowHocTs. Ho urpokm kmacca C
HEHABUJAT TAaKylO MOJUTHKY, IOTOMY YTO 3HAIOT, YTO UX OOCCHI BPSJ U PACCKaXXyT O HUX MHOTO



XOPOLIEro».

HaBbIKHM 061IIEHHA C JIIOAbBMH

CoTpynHUKaM, KOTOpbIE 00CTYKUBAIOT KIIMEHTOB, HEOOXOIUMBI HABBIKH OOIIEHUS C JIIOJIbMU

MPUEMBI MEXKIIMYHOCTHOM KOMMYHHKAIIUU, KOTOPBIE TIO3BOJIAT UM YIIPABIATH BCEM CIEKTPOM
OTHOIICHUH C KJIIMEHTAaMH B PA3HBIX CHTYAIMsIX, BBIBIATH M yJOBJIETBOPSATH MX MOTPEOHOCTH.
CoTpyIHHMKH TOJKHBI CO3/1aBaTh Y KJIMEHTOB OIYIIECHHE, YTO Mepe]] HUMU MacTepa.

brarogapst 5TuM HaBBIKAM COTPYJHHKH IIOJy4aroT OOJbILEE YAOBIETBOPEHHE OT pabOTHI M
UCTIBITHIBAIOT OOJIBIIYI0 TOPAOCTH 3a cebst, 3a paboTy, KOTOPYIO OHM BBINOJIHSIOT, U 32 CBOIO
KOMITaHUIO. DTH HaBBIKM JIOJDKHBI TPUMEHSTHCS M B OOIIEHWM C KOJJIETAaMH ¥ ITOJYNHEHHBIMH,
MOTOMY 4YTO OHHM YAy4IIAIOT KJIMMAT M CO3/JAI0T JyX COTPYAHMYECTBA, OOS3aTEIbHBIN IS
JTOCTHKEHUS BEICOKOTO M CTAOMIBHOTO YPOBHS 00CTY)KHBaHHSI KIIEHTOB.

OuH [lunkepToH, IUpeKTOop CciayxkObl Mo paboTe C KIMEHTaMH B KommnaHuu Bio-Lab
Incorporated, Tak BeIpazmia 9Ty wHue0: «MbBl XOTHM, 4YTOOBI HAIM COTPYIHUKH OBLIH
JPY>KeJI00HBI, OT3BIBUMBEI U PO(PECCHOHATBHBI.

U He 3a0yAbTe PO MEeHEAKEPOB

Xapsu Penaman, OBIBIINIA TPe3UIEHT ceTH oTeneit Embassy Suits, oco6oe BHUMaHHE yIesiI
HaBBIKAM MEXJIMYHOCTHBIX OTHOIICHWH Yy TIPETEHAEHTOB Ha JOJDKHOCTH T'€HEPalbHBIX
MeHeJKepoB. B uvacTHOCTH, OH HabmIO#an, Kak Te oOpamaroTcs ¢ MIAALIIUM OOCITY>KHBAIOIIUM
nepcoHanoM. [To muennro ®enamana, 94ToOBl TOOUTHCS OT PAIOBBIX COTPYIHHKOB IPEBOCXOJHOTO
00CITy’>)KUBaHUSI, C HUMH HYKHO TPEBOCXOTHO 00pamaThes. «Y J000ro COTpyIHUKA XBaTUT yMa U
T0003HATEIBHOCTH, YTOOBI TT0 Mepe 00ydeHUs M MPUOOPETEHHUs OIbITa JeNaTh ropa3no OoJbIe,
4YeM 3aCTHJIATh [MOCTEIN», — TOBOpUT Denaman.

JApyrue xapaKTepuCTUKH

YMeHue 1ymarhb

BaM Hy>KHBI 11041, KOTOpPBIE YMEIOT AyMaTh. ECIM KTO-TO TPUXKABI CTAJIKUBAETCS C OJHOM U
TOM ke Mpo0IeMoii, 00CTy>)KUBaHHE KIMEHTOB He ero npu3Banue. CepBUCHBIN COTPYAHUK JOJKEH
yMETh A00paThCs 0 CYTH TPOOJIEMBI U YCTPAHHUTH €€.

O6pa3oBaHue

JNonnun TypmeitH, TUPEKTOP O MEXAYHAPOIHBIM KJIMEHTCKUM ornepanusM B komnanuu The
Timberland Co., nmpousBogutene o0yBu u3 [amnrona (mrar HeroXsmmmup), TOBOPUT, YTO OHA
UIIET YMHBIX M OOpa30BaHHBIX JIOJICH, MOTOMY 4YTO TaKue JIIOAU Jydllle APYTUX OCO3HAIOT
B2KHOCTH XOPOIIEro OOCTYKHBaHUS KIHECHTOB.

UtoO0bI momyuuTh paboTy B OTAele 0OCHyXHBaHUS KJIMEHTOB B kKommanuu Dow Chemical,
TpeOyercst murioM o0 OKOHYaHWHM Koulemka (c Jro0oi crnenmanusanueid, OT UCTOPHH [0
MalIMHOCTPOEHUSI) U COOTBETCTBUE TPEOOBAHHUSIM KOMIIAHUM — AaKTHUBHOCTH, OOLIUTENBHOCTb U



YMEHHUE perIaTh IpoOIeMbl.

KoMMyHUKaTHUBHbIE CIOCOGHOCTH

YroObl OIIEHUTh KOMMYHUKAaTUBHBIE CTIOCOOHOCTH Y€JI0BEKa, MPETEH IYIOMIEro Ha JI0JKHOCTb
B OT/ieNe 00CIy)KMBaHHS KJIMEHTOB, KOMIIaHUs Dow He NHIIeT MICbMO, a 3BOHHUT eMy 110 TeledoHy.
Benp 3HaunTENBHYIO YacTh PaOOTHI OH OYZET AenaTh Mo TenedoHy, Mo3ToMy padoToaaTesb TOKEH
3HATh, KAKOE BIIEYATICHNE KaHAUAAT POU3BOIUT IPH TeIe(hOHHOM pa3roBOpE.

YMmeHue pa60TaTb B KOMaH/J¢€

B cepBucHbIX coTpynHuKax Kommnanus Dow HieT kauecTBa, KOTOPBIMH 00JIaZJal0T XOpOIlne
npoaaBiel, roBopuT Mwutu KepH, HadanpHUK oOTAena OOCTyXUBaHUS KIWEHTOB. I[loMuMmo
HalOpUCTOCTH YCHEIIHOTO MpOAaBLA, CEPBUCHBIM COTPYIHUK JOJDKEH 3HAaTh CBOE MECTO B
KOpIIOPAaTUBHOW HUEPAPXUH.

«3a4acTyro MpoJaBIbl — 3TO "CBOOOJHBIE XYMOXKHUKH', HO TaKOW CKJIaJl yMa HE COBCEM
MOXOIUT JIJIsl HalIel paboTh», — roBoput KépH.

OnHako Mo JAPYrMM XapaKTEPUCTUKAM XOPOIIUN CEPBUCHBIA COTPYJHUK OYEHb IMOXO0XK Ha
nponasna. JpxkuM Mapkcxay3eH, MEHEDKEpP PO3HUMYHOM KOMIIAaHWMM M3 MUHHeanoauca, TOBOPUT:
«Jlyuynmie COTpYIHHMKM HaJEXHbI, HACHAXKIAIOTCA KU3HBIO, OHHM BBICOKOTO MHEHHUS 00
OKPY’KaIOIIUX U UX JIETKO MOTUBUPOBAThHY.

C/eaoBaHME IEHHOCTSAM KOMIIAHUU

Ilenp monbopa mepcoHana — HaWTH JIOAEH, KOTOpBIE HM3HAYAIBHO  Pa3AeisaioT
KOpIOpaTUBHbBIE

LIEHHOCTH B 00J1aCTH 00CITYy>KUBaHUS KJIMEHTOB. HO 3Ty MpUBEPKEHHOCTH CIeIyeT OCTOSHHO
YKPEIUIATh, C IEPBOT0 JHSA pabOThI 0 TOPKECTBEHHBIX MPOBOAOB Ha MEHCHIO.

ITo cnoBam CtuBa Paiinm, MeHemxkepa mo pabore ¢ kiaueHTamu kKoproparuu EDS, B ero
KOMIIAHMM CYILIECTBYET CTPOTMM CBOJA JTUYECKUX IPAaBWI, KOTOPBIA SBJISETCA YacCThbIO
KOpropaTuBHOU (rtocodun 006CTyKMBaHUS KIIUSHTOB.

OBYYEHHUE

[Ipodeccuonanamu cepBrca CTAaHOBSTCS, a HE POKIAIOTCS, 1aXKe €CIIU YEJIOBEK OT IPUPOJIbI

paaylieH U Xo4ueT o0CIIyXuBath Ipyrux. K cokaneHuro, HAy9UThCs 3TOMY Ha COOCTBEHHOM
OTIBITE OYEHb TPYIHO, MOTOMY YTO JIOCTOMHBIE OOpa3Ibl AJS MOApPAKaHWUS B HAlIM AHU OOJbILAs
penkoctb. Ecnu coTpyaHuk Oyner oOCiIyKHBaTh KIMEHTOB TakK, KaK OOCIY)KHBAIOT €ro, TO CKopee
BCero oH OyJieT rpy0 M paBHOAYIIEH, @ HE BHUMATEJICH U TOTOB TIOMOYb.

Asuakommanus Delta Air Lines 6epeT Ha TOJDKHOCTB CTIOApIOB U cTIoapaece B cpenneM 40-
48 u3 Oosee yeM 20 THIC. KAaHIWIATOB, IOJAIOIINX 3asABJICHHUS KaXKIBIM Mecsdll. 3aTeM B TEUCHHE
HECKOJIbKUX MECAIIEB KOMIIAHUS TINATEIHHO 00yJaeT HAHATHIX CYACTIMBYMKOB.

Ho paxe mocne oOyueHus pBymMecs B MOJET CTHOAPAbl M CTIOAPAECCHl HE JOMYCKAITCA K



pabote ¢ maccaxxupamu. [Ipexae yeM MOJyYUTh CBOM «KPBUIBIIIKNY», OHU IPOXOJIAT CTAXKUPOBKY B
Ha3eMHbIX oO@Qucax KOMIAaHUU. 37ech OHM Yydarcs NPaBHIBHO OTBEYaTh HAa BOMPOCH H
YIIOBJIETBOPATH MOTPEOHOCTH KIUEHTOB. TONBKO T€ M3 HHUX, KTO MOKAXET ce0sl MO-HACTOSIIEMY
BEJIMBBIM U OT3BIBUYMBBIM COTPYIHUKOM, HA3HAYAIOTCS HA TIOJIETHI.

A BOT KakoW ¢Qunocoduu otbopa mepcoHana mpuaepkuBaercs komnanus Disney World:
BEXJIMBOCTU HAYYHTh HEJNb3s, HO MOKHO HaHATH JIIOJEH, 00MaJalolux 3TUM KadyecTBOM. HaHsiB
BEXJIUBBIX COTPYAHUKOB, Disney oOyuyaeT HX HpOSBIATH CBOIO BeXIUBOCTh. M3 60 dyenmosex,
npuriamaeMbix Ha cobecemoBanue, Disney World G6eper Ha paboTy Tonbko omHoro. ITockombky
METOJIbI yIpaBiieHus rnepcoHaioM B Disney World BbI3bIBalOT BceoOIiee BOCXHIIEHUE, KOMITAHHS
MPOBOAUT HMHTEHCUBHBIE TPEXJIHEBHBIE KYpChl JJIsl JKENAIoIUX TMepeHsATh ee cucremy. Ha stu
KypChl, KOTOpble Ha3biBatoTcs «lloaxon Disney K yrmpaBIeHHIO JIIOIbMU», TPUE3KAIOT COTPYIHUKU
MHIYCTPUH TypU3Ma U TOCTHHHYHOTO JIeJIa U Pa3InYHBIX CEPBUCHBIX KOMIIAHUNA U3 MHOTUX CTpaH
MUpa.

Baxxuplii ypoK JOMKHBI M3BJ€Yb BCE KOMIAHMHM, OCOOCHHO Malblii OM3HEC M KOMIIAHUH,
JAJIEKUe OT MHAYCTPUM pPa3BJIICUCHUN: B OCHOBE IIPUBJICKATEIBHON KOPIIOPATUBHOM KYJIBTYPBI
Disney — oOyueHue mepcoHalia, 3HaHHE COTPYIHUKAMU HCTOpHH W (Guiaocohuu KOMIaHUH,
YBa)KEHHE K COTPYIHHKAM, MOHUMaHHE BaXHOCTH MMHUKAa KOMITAHUH B TJIa3aX OOLIECTBEHHOCTH.
Orta KynbTypa gaet Disney orpoMHOE MPEenMYIIEeCTBO Ha/l IPYTMMH CEPBUCHBIMHU OPraHU3aALUSIMHU C
TOUYKHU 3pEHHsSI IPUBJICUCHUS TYUIIUX JIIoAel. BripouewM, j1ro0ast KOMITaHUS MOXKET MOBTOPHUTD YCIIEX
Disney.

Masio6104keTHOe 00y4yeHue

[Tockonbky OONBIIMHCTBO HEOOJNBUIMX KOMIIAHUKW HE pacmojiaraloT JO0CTaTOYHBIMU
pecypcamul Uit 0OyueHUs IepcoHalia, OHM MOTYT OOpaTHUThCS B YTpaBJICHUE IO JIelIaM MaJloro
ousHeca U MunuctepctBo obpazoBanus CIIA, koTopbie pa3paboTaiu CreluaaibHOE PYKOBOICTRBO.
B HeM kpaTko omucaHbl BapuaHThl 00ydeHHs 6€3 OTpbhIBa OT MPOU3BOICTBA Il HEOOIBIINX (PUpM.
Camyro ToCJIeTHIOI0 WH(POPMAIMIO MOXHO TOJyduTh B FOpuamdeckom oTaene YNpaBlIeHHUS O
JieJlaM MaJjioro OmsHeca.

OtpacneBble accouuanuu (HallMOHAJIbHBIE WJIM HA YPOBHE INTAaTa) MOTYT MPEIOCTaBUTh
yueOHbIe T0COOUS U MaTepHabl, KOTOPbIE IOMOTYT B O0YYEHUHU M Pa3BUTHH MIEPCOHAIA.

Hampumep, VYueOnswni ¢onng HamumonanbHON acconuanuy pPecTOPaHOB pa3padaThIBaeT
CEeMUHApbl, YYEOHUKH, BUACOPUIBMBI W CIEHUAIN3UPOBAHHBIE TPOTPAMMBI, B TOM YHUCIE
MPOrpaMMbl BHYTPUKOPIIOPATUBHOTO OOYYEeHMs ISl MEIKHUX M cpenHux ceredl. [lomumo 3Toro
®onp 3akynui B YHuBepcutere KopHerna Oonee 1ecsiTH KypcoB JUIsi CAMOOOYUEHHUS U Mpejyiaraet
UX YJeHaM acCOIMAIINU.

Service Quality Institute mo 3aka3y nuBoBapeHHOW kommanuu Miller Brewing paspaborain
CHElHAbHBIM TPEHUHT MO OOCIYKHMBAaHUIO KIMEHTOB. KoMIaHus 1 3HaeT, 4YTO OpUEHTHUPOBAHHBIE
Ha KJIMEHTOB U YBEpEHHbIE B ce0e COTPYIHUKH MpoaanyT Ooibiie nmusa Miller.

Hekortopele cetm Mara3MHOB MO MPOAAXE TOBAPOB IEPBOM HEOOXOJUMOCTH IIMPOKO
UCTOJIB3YIOT JUIs O0Y4YEeHHUsI CBOEro mepcoHana Buaeokypcebl. The Pantry, cetp u3 460 mara3uHOB
(mrrat CeBepnast Kaponnna), cama cHUMaeT QuiibMbl 00 0OCTY)KHBaHUH KJIUEHTOB, 00 UCTOPUH H
¢bunocoduu KoMnaHuu.

Kpome Toro, ona gemaet BHAECOPONMKH C HOBOCTSIMH, OOBABIECHUSMU M HH(pOpManuend o
MapKETUHTOBBIX IMporpamMmax. CTOMMOCTh MOJHOTO NMPOW3BOACTBA OAHOro (uibma I cocrammser
okouio 10 teic. moyt. The Pantry yBepena, uro 6maromapsi 3TuM Buaeo(GuIbMaM € yajaoch BIBOE
COKpaTHUTh TEKy4eCTh KaJpOB.

He mory He ynoMsiHyTh U PO BKJIAJ MOEH KOMIIAHUH B JIEJIO TOCTYITHOTO 00YYEeHHs — Halla

nporpamma «Service First: Bupeorexka mnpodeccuonana» cocTouT W3 JBeHagnatu 14-
MUHYTHBIX BHUJICOQMIBMOB Ha 12 pa3auyHBIX TEM, CBSI3aHHBIX C OOCIY)KHBAaHHEM KIIMEHTOB.



Teicsun opraHu3anuii Mo BceMy MHUPY OOydYalOT MWUIMOHBI CBOMX COTPYJHUKOB TPU TOMOIIU
Hamel «Buneotexkn». Buaeokypce yuuT iroeit HCKYyCCTBY OOCTY)KUBAHUS, U3MEHSET OTHOIICHHUE U
3aKpEIUIsIeT HaBbIKA KaueCTBEHHOTO CEpBHCA.

[TogpoOHBIE MeTOAMYECKUE YKa3aHUS I Beayiero, mpesenranus B PowerPoint, Bormpockl
JUTsE OOCYXKJICHUSI, AaHKETHI C OI[CHKOW 3aHATUN U CEePTU(UKATHI O MPOXOKICHUH Kypca pa3MelleHbI
Ha caiite Service Quality Institute: www.customer-service.com.

BoT HekoTOpble M3 Ha3BaHWW HammMx y4eOHBIX BHIeoduiabMoB: «Pabora c xamobamu u
HEJIOBOJIbHBIMU KJIMEHTaMM», «Kak mpeB30HTH 0KuAaHUs KIUEHTOBY, «PaciinpeHue moJHOMOYnii»
u «PaboTa B KOMaH[E.

Hamm BuaeoduiabMbl NMpeAcTaBIsSIOT COO0M KOPOTKHE YPOKHU, IMOCBSIICHHBIE DPA3JIUYHBIM
acrmekTaM OOCTy>KMBaHUs: PadOTe€ C HEJOBOIBHBIMU KIMEHTAMH, NEICTUPOBAHUIO TOTHOMOYHIA,
MIPEIOCTABIICHUIO KOMITEHCAINH U Jp.

Buneoreka npenHasHaueHa i MepcoHana, a HE JJs PYKOBOJCTBA. B Hee BKIIIOYEHBI
MpUMEpbl U3 KU3HHU, pa3blrpaHHble NPO(ECCHOHATBFHBIMU aKTepaMU, — HAIJIAIHO M JIETKO JUIs
BocnpusTus. KoMmanus moiydaeT BUACOKYPC B COOCTBEHHOCTh U HE 3aBHCUT OT YPOBHS TEKYUECTH
KanpoB. Bompockl nms oOcyxaeHHsT MOXKHO OeCIUIaTHO THUPaXKUPOBAaTh W aAaNTUPOBATH IO
KOHKPETHBIC HYKIbl KOMIIAaHUH.

[IpakTHYeckKoe oGyyeHue

Jlyumee oOydyeHue — TO, YTO NPOUCXOJAUT Ha TPAKTHKE M HCHOJIb3YeT CHUTYallud U3
peasIbHOM KU3HHU, KOTOPBIE COTPYAHUKHU Y3HAIOT U B KOTOpbIe cebst cTaBsAT. FiIMeHHO Takoil moaxon
Kk oOyuenuto mpumenser [lommu Poccano w3 YumnbsmcBuiuis (mTaTt HbIO-ﬁOpK), KOTOpasi HE
MO3BOJISIET CBOMM CHEIHAMCTaM [0 PEMOHTY O(HCHONW TEXHUKM Jlajee mpukacatbcs K
000pYZI0BaHUIO KJIIMEHTOB, [TOKA CHEIHMAINCTHl HE HAY4aTCsl «OCTaBJIATH MOCHe ce0sl BCe B YHCTOTE
U TIOPSIIKE.

Cotpynuuku 6ankoBckoit rpynnsl Meridian (180 ¢unmanos B IlencunsBanuu u Jlenasape)
MPOXOJIAT Kypc 00ydeHHs MpodeCcCHOHAIbHBIM OTHOLICHUSM C KJIMEHTaMU. B HeM mpeaycMoTpeHsl
pa3nuyHbIe 337aHds, B TOM YHUCIIE 3aMOJHEHHE JIEMIO3UTHBIX OJIAHKOB B OYKaX C 3aMa3aHHBIMH
BA3E€JIMHOM CTEKJIaMH, IEPECUET JE€HET CO CKIEEHHBIMM CKOTYEM TPEMs NalblaMU Ha KaXJI0M pyKe.
Ilenp STHX 3amaHWii — 3aCTaBUTh COTPYAHUKOB Ha ceOe HUCHbITaTh, ¢ KaKUMU TPYAHOCTAMHU
CTAJIKUBAIOTCS B OaHKe MOXKUJIbIE KIIMEHTHI, CTPAJaroIINe INIayKOMON UIIH apTPUTOM.

KAK YAEPXKATDb COTPYIHUKOB

Jlaxke mociie TOTro Kak Bbl 3aMHTEPECOBAIIM JIFOJIel paboToi B Balield KOMITAHUH, YOSTUITN UX
MOJIaTh 3asBIICHUE, HAHSUIM WX W 3aTeM OOYYHIIM, HE HAJ0 PaCCUMTHIBATH, YTO OHH OCTAHYTCS C
BaMH HaBEYHO. YUWTHIBAWTE, KakoW OOraTelii BBIOOP OTKpPBIBACTCA TIEPE CEPBUCHBIMHU
COTPYJHUKAaMHU B HAIM JHH, TAKOTO, MOXKaIyH, Mpexkae He ObUIo HUTAE W HUKoraa. [loaTtomy BbI
JIOJKHBI CHayaa co3/arh, a 3aTeM YKPEeIUISATh UX JIOSJIbHOCTh U MPEJaHHOCTb.

[TokaxxuTe HU3KOOIIaUUBAEMBIM COTPYAHUKAM, KaK BBICOKO BBl MX IIEHUTE U KaK OHU Ba)KHbI
s komnanuu. OIUH U3 CIOCO0O0B cenaTh 3T0O — 00y4arh nepcoHas. CepBUCHbBIE COTPYIHUKH
9acTO YXOJST TOJIBKO MOTOMY, YTO YYBCTBYIOT c€0s1 HEIOOIICHEHHBIMH U HEHY>KHBIMH.

Korga BBl HaxoauTe MrOACH, TOTOBBIX paboTaTh 3a 6-10 gomn. B yac (a BO MHOTHX
pasBuBarommxcs crpanax u 3a 200 moit. B mecsl), ckaxxute cede: «MHe MOoBe3Jo, YTO s Hallell
Takux Jroaen. [loaromy s 6ymy Xopoiro ¢ HUMH oOpamarbes. S caenaro Bce, 9TO OT MEHS 3aBUCHUT,
9TOOBI TOKA3aTh, KAK CHJIHHO 51 UX [[EHIO U KaK OHHM BaKHBI JIJISI MOSH KOMITAHH.

MeHst HeM3MEHHO MOpaXkaeT, HACKOJIbKO HEYBaXKUTEIbHO MHOTHE PYKOBOJIUTEIN OTHOCATCS K



HU3KOOIUIAYMBAEMBIM  COTPYAHMKAM (€CIM HE CYUTaTh MUX TMBUIKUX U3BSBICHUU
MPU3HATENILHOCTH B TOAOBBIX OoTyeTax). Heykenu uM HEeM3BECTHO, YTO CTOMMOCTh 3aMEHbI OJJHOTO
TaKOr0 COTPYJIHUKA JOXOIUT 10 1 ThIC. 1OJII.?

CoTpynHUKH, KOTOpPbIE JOCTUIIIM COBEPIICHCTBA B OOCTYXKMBAaHUHM KJIHEHTOB, YAEPKUBAIOT
ceOst caMu, TTOTOMY YTO UM HPABUTCSI pab0Ta U OHU XOTSAT €€ COXPAHUTh.

D10 3HAuuT, 4TO AP (PEeKTHBHOE 00yUeHHE TEpCOHANa OOCTY)KMBATh KIMEHTOB MPHUBOAHUT K
CHIDKCHUIO TEKy4ecTH KaJpoB. PaboTaer 3TO Tak: KOrja WHACKC yJOBJIETBOPCHHOCTH KIIMEHTOB
BBICOKHM, a KJIMEHTbl JOBOJBHBI M YJIBIOAIOTCS, TOTJA COTPYIHUKH XOTST OCTaThCs B Ballel
KoMmaHuu. Ho eciam KIMEeHTHI, pa3/ipakeHHbIE OTBPATUTEIBHBIM OOCITY)KHBAaHUEM, CUHTAIOT
COTPYJHUKOB BparaMu M MCTAT, CTAHOBSACH «TPYIHBIMUY», COTPYIHUKU COETYT OT Bac.

B otuere 06 uccnenoBanum, nposeaeHHoMm Forum Corporation, roBopurcsi: «Camble BBICOKHE
MOKa3aTea TEKy4ecTH KaJpoB XapaKTEepHbI JJIsi KOMIIAHUHM, I/I€ KAa4eCTBO MPEAOCTaBISIEMOrO
CepBHCa OIEHUBACTCS COTPYJHUKAMHU KaK OYEeHb HH3KOE... [IpOIOIKUTENBHOCTh pPabOTHI B
KOMITaHUH, JOJDKHOCTHBIE OOS3aHHOCTH j M 4acTOTa KOHTAKTOB C KIMEHTaMU HE BIUSIOT Ha 3TOT
MOKa3aTeNb.

DTO OTKpBITHE OBUIO TOATBEPXKIECHO PO3HUYHOM CeThIO Sears, KOTOpas TpoOBeiia OIMpOC
nokynatenedt B 771 wmarasuHe. YpOBEHb TEKY4YECTH KaJpOB HAMNpsSIMYI0 CBSI3aH C YPOBHEM
YIOBJIETBOPEHHOCTH KJIMEHTOB. B Marasunax, rie KauecTBO CEpBHCa OIEHMBAIOCh OTHOCHUTEIHHO
BBICOKO, 3a ToJl cMeHWIoch 54% mpojaBuoB no cpaB! HeHuto ¢ 83% B mMara3umHax, MOTYYUBIIUX
HU3KHN 0asut 3a 00CTyKUBaHHE.

Korga Bamm cOTpyJHUKH HAYyYWJIHCh OTHOCUTHCA K KJIMEHTaM Kak K JIPy3bsiM, a HE KaK K
BparaM u rnomexe B paboTe, TOrJa KIMEHThl HAUYMHAIOT YJIbIOAThCA U HA3bIBaTh WX 10 UMEHHU. JTO
BOOJIYIIEBIISIET COTPYAHUKOB, OHM HAaYMHAIOT paboTaTh ¢ OONBIIMM JHTY3MAa3MOM H IMOJIYYalOT
00JIbIlle TOXBAIbHBIX OT3BIBOB OT KJIMEHTOB. JTO CTHUMYJIHPYET UX paboTaTh elie cTapaTelbHee.
Pacter ux yBepeHHOCTh B cebe. YKpermsiercs TpyaoBas AWCLUIUIMHA. PoOXmaeTcst 4yBCTBO
TOPJOCTH U KOMaHJHBIN AyX, YTO PE3KO MOBHIIIAET YPOBEHb YAEpKaHUs MepCOHAA.

Ecnu coTpyAHHKH MOJYYalOT yIOBJIETBOPEHHE OT OOIIEHUS C KIMEHTaMH, TO CKOpEe BCETO
OHHM JIOBOJIBHBI CBOel pabotoil. Kak cieacTBue CHmKAETCS TEKY4YeCTh KaJpOB — OTO HEMaJoe
MPEUMYIIECTBO B HAIIM JIHU, KOTJa XOPOILIUX COTPYAHMKOB TPYAHO HAWTH U emle TpyAHee
yaepXKarhb.

Xopouee 06c/ayKMBaHHE COKpALaeT TeKy4eCcTb KaJPOB MO CJaeAYyI0LUM
NpPUYMHAM.

1. OHO ynmydmiaeT HacCTpPOCHHE KIHEHTOB, a COTPYJHHKaM HpABUTCS paboTaTh Tam, TJe
KJINEHTBI JJOBOJIbHBI.

2. Xopomiee OOCTy)KMBAaHHE TIOBBIIIAECT PEMyTAlMI0 KOMIIAHMM B OOILECTBE, a JIOASIM
HpaBUTCS

paboTaTe B KOMIIAHUM C XOpOIIEH permyTalnueid, 3TO OTpakaeTcsi M Ha UX COOCTBEHHOMN
penyranuu. Ilnoxoe oOCTyXMBaHHWE TMOBBIIIACT TEKy4YeCTh KaapoB B wucciemoBanmu Forum
Corporation YCTaHOBJIEHO, YTO TEKy4YecTb KaapoB OOPaTHO MPOMOPIHOHAIBHA BOCIPHUATHIO
IIEPCOHAJIOM Ka4yeCTBa CEPBHCA B KOMMAHUU. TeKydecTh KaJpOB CHUKAETCS, €CIIA JIOU CUUTAIOT,
YTO UX KOMIIaHUS IIPEJOCTABISAET BBICOKOKAYECTBEHHBIN CEPBHUC.

[Tutep I'perepcoH-cTapmmii, OBIBIIMI TpeacenaTeNb COBETa JUPEKTOPOB W TPE3UCHT
kommanuu Warehouse Groceries Management, Tpu3HAeT BIUSHHE YPOBHS OOCITYXHBaHHS
KIIMEHTOB Ha TEKy4decTh paboueld cwibl. OnHa ©3 1eleld WX KOPIOPaTHBHON MPOTpaMMBbI
00CITy>)KUBaHHs KITMEHTOB 3By4aia Tak: «[IoIHATh IEHHOCTh W 3HAYMMOCTh COTPYJHHKOB B Iia3ax
KOMITAaHUU U B UX COOCTBEHHBIX IJ1a3ax).

«MBI XOTEeNH pa3BUTh y MEPCOHAja TaKUEe HABBIKM OOCITY)KMBaHUS, KOTOPHIX HET y HAlINX
KOHKYPEHTOB, — TOBOpUT ['perepcon. — bnarogaps 3ToMy Mbl pacCUMTHIBAIM YBEIUYUTH 00bEM



MpOoJaX M TOBBICUTH MPHUOBUTH 332 CUET MOBTOPHBIX CICIOK M COKpAIICHHs 4YHCla Kajiod oT
KJIneHToB. Kpome Toro, Mbl CUMTaNN, YTO 3TO CHU3UT TEKYYECTh KaJPOBY.

Korpa mrony HauMHAIOT MONTYYaTh yIOBOJLCTBHE OT CBOEH pabOThI, a MOKA3aTelN TEKy4eCTH
KaJIpOB CHUXKAIOTCS, — 3TO OIPOMHOE JOCTH)KEHHE, YYUTHIBAas BBICOKYIO CTOMMOCTH Moja0opa H
oOyueHusi mepconana. OTHBIHE COTPYAHHKH OCTAIOTCS C BaMH, MOITOMY HE HYXXHO TOCTOSHHO
UCKATh HOBBIX.

KoMaHAHBIN IOAX0/,

W menxue ¢upmbl, U KPYyIHbIE KOPIOPALUU MPUXOAIT K BBIBOJY, YTO KOMaHIHas paboTa u
MIapTHEPCKUE B3aUMOOTHOIIEHUS ¢ COTPYJHUKAMU IPUHOCST LIEAPbIE TUBUECH/IBI.

CBou 3aBUIHBIE YCHEXH B TPUBEPKEHHOCTH IIepcoHalla M OOCIY>KMBAaHUU KIMEHTOB
KOMITaHUS

Disney npumnmceiBaer BosmeOCTBY. B dopmyne BommeObCcTBa HET HUKAKOW TaWHBI. ITO:
Oo6yuenne + Kommynukarus + 3a6ota = ['opmocTs.

[Tporpamma «KynbTypa BceoOmero kauectsay» B KommnaHuu Texas Instruments oxBaTbIiBaeT
Bce 77 ThIC. cOTpyAHUKOB Ooiee ueM 50 ¢umuanos. [Iporpamma nocTpoeHa Ha OCHOBE KOMaH/IHOU
paboThl M HalleJdeHa Ha JIOCTH)KEHHE MAaKCUMalbHOW BOBJIEYEHHOCTH M TPUBEPKEHHOCTH
nepcoHaina. [locne ee 3amycka BbIpOCiIa MPOU3BOIUTENBHOCT TPY/IA U KAUECTBO MPOAYKIIHH.

Komnanus Texas Instruments ucnonb3yeT ciaeayromue TUIbI TPYII:

* Ipynmbl KadecTBa. BcTpeuaroTcst oAMH pa3 B Mecsll. BBIABISIOT M pelaroT Iiao0albHbIe
mpoOieMbl BO BBEPEHHBIX UM O00JIaCTAX MPOU3BOJCTBA. M3y4yaroT BOIPOCHI, CBS3aHHBIE C
IIPOU3BOUTEIBHOCTBIO M COKPAIIEHUEM U3JEPIKEK;

* npoGiemHbie rpymnmbl. COCTOSAT W3 MPENCTAaBUTENEH pa3HBIX CHeluaibHOCTe. PabGoTaroT
HaJ pEIIeHHEeM KOHKPETHBIX MpoOieM, BKIIOYash HE 3aTPOHYThIE TPYNIaMH KadecTBa. Takwe
KOMaH bl (POPMUPYIOTCS Ha ONPEAETIEHHBIA CPOK U PACITYCKAIOTCA IO 3aBEPILIEHUU MPOEKTA;

* rpynsl 3¢ dexkTuBHOCTH. BeTpeuaroTest Ha ouH 9ac pa3 B Heemro. OO0CYKIA0T U pelaroT

BOIIPOCHI, BOJTHYIOIIME COTPYIHUKOB. YYacTHe B 3TOH rpymnmne q100poBosibHOE. PykoBoacTBO
BEIOMpAET PYKOBOJIUTENEH Tpym U 00ydaeT ux. Kak U B Ipyrux KOMITAaHUSX, KITFOYEBBIE DIIEMEHTHI
MpOrpaMMbl — MpHU3HAHKHE, KOMaHAHBIN TyX U OTOXJIECTBJIeHHE ceds ¢ o0mmmu nensmu. Kaxaas
rpyIa NpuayMbIBaeT COOCTBEHHBIH JIOTOTUI M Pa3MEIaeT ero Ha KypTKax, pyTOoiIKax U 3HAUKax.

O61eHMe C MepPCOHAIOM

PyxoBonctBo Disney yBepeHo, 4to 90% Bcex BOSHHKAIONIUX B KOMITAHUU MPOOJIEM BBHI3BAHO
IJI0OX0M KOMMYyHHKanue. Disney o01maercss co CBOMMHU COTPYAHUKAMH, BBIITYCKasl €KEHEIeTbHbIE
nH()OpPMALIMOHHBIE JIUCTKH (OOIIEKOPIIOPATUBHBIE U BBITYCKAEMBIC KaJICABIM TOJPA3ACICHUEM),
OpraHu3ysl BCTPEUU C PYKOBOJICTBOM, OPTaHHU3YsI OMPOCHI TIEPCOHAJIA, MPOBOJISI cOOECeIOBaHUS TIPH
YBOJIbHEHUH.

[Iporpamma «¥Y MeHs €CTh Hes» NPEANoJaraeT BoIIIAYUBaTh «akTepam» A0 10 ThIC. 10511 32
BHECEHHE OPUTHHAIBHOTO MPEIOKEHUS.

A jeTeld COTPYJAHUKOB OTKPBITO TPH JETCKHUX ca/a.

Henerit ornen B Disney World usydaer, kak H3BiI€Yb MAaKCUMAIBHYIO MOJB3Y W3 OIbBITA
paboTsl coTpyaHUKOB. OTAEN OpraHM3allM J10cyra KOOPAMHUPYET padoTy pasiuYHBIX KIyOoB,



yueOHBIX KPY)KKOB M 30HBI OT/AbIXa JUIst nepconana Little Lake Bryan, rie npoBoasTcsi MUKHUKH U
NpPa3HAKH, a TAKXKe MPeJIaraeT TYPUCTUIECKUE TTOE3IKH.

Cetp 3aBezeHuil ObicTporo nutanus Hardee's mpoBojamiia Ha CBOMX OKPYXKHBIX Cbhe3Jax
nporpammy yaepkaHus TmepcoHana «OOcmyxkuBaeM C TOpAOCTBIO». Bce moapasneneHus
BBICTABJSIM HAa KOHKYPC KOMAaHIbl, KOTOpBIE pAa3bITPhIBAJIM CLEHKM Ha 3aJaHHbIE TEMBL.
[ToGenureneld Harpaxganu mnpuzamMu, a (QyrOOJNKH, KPYKKH M KO3BIPBKH C HAaJIHCHIO
«O0CTy)KUBAEM € TOPJOCTHIO» BPYYaIUCh BCEM.

[Tporpamma Hardee's mperycmarpuBaeT BceoOmiee 00ydeHne TepCoHaNa U pacpoCTpaHEHUE

YCKOPEHHOM MpOrpaMMBbl pa3BUTHS HA BCEX COTPYIHHUKOB, BKIIIOUAsi BPEMEHHBIX.

CBA3H C 0611,eCTBEHHOCTBIO

Yacro oy BEIOMPAIOT KOHKPETHYIO KOMIIAHUIO, B KOTOPOU XOTAT paboTtarh. OHU pelmiaroT
OCTaThCsl B HEH, MOTOMY YTO UM HpaBHUTCA paboTaTh Ha KOMIIAHMIO, KOTOpas 00JajaeT OTINYHON
penyranyel M IOJIb3YeTCsl BBICOKMM aBTOPUTETOM Yy HUX Apy3el. [lonoKuTenbHBIM UMUK
KOMITAaHUU [TOMOTaeT YMEHBIIUTh TeKy4eCcTh KaapoB. M 3TOT UMUK, pasyMeeTcs, B 3HaYUTEIbHOM
CTETICHH 3aBUCHT OT Ka4eCTBa OOCTYKUBAHUSI.

JIsi HAIMOHAIBHOW accolMalii, OOBEIUHSAIONICH pPEeCcTOpaHbl M OTENH, MPUOPHUTETHBHIM
HampaBiieHueM PR crano moBswimieHWe mpecTmka paboThl B WHAYCTPUM TypU3Ma. AcCCOIMAIHS
yOeX/1aeT CBOMX YJIEHOB: YTOOBI paboTaTh B OTENie, COTPYAHHKAM HE00s3aTeIbHO HAXOAUTHCS B
MOJIHOM pacnopsbkeHun MeHemxkmenTa 120 yacoB B Henmento. M BcriomorarenabHble JOJKHOCTH B
pecTopaHax U 3aBeJCHHUSIX OBICTPOro MUTAHUS — HE MUK Kapbephl.

IIpopunakTuyecKkue Mepbl

becenyiite ¢ coTpynHUKaMU, KOTOPbIE YBOJBHSAIOTCS OT Bac, YTOOBI Y3HATh HPUYUHBI HX
yXoza. 3aTeM yCTpaHSANUTE 3TU IPUYUHBI.

Onpocel COTPYIHUKOB U coOeceOBaHUS IMPH YBOJBHEHMHM YacTO YKa3bIBAIOT Ha IUIOXOE
OTHOILIEHUE CO CTOPOHBI MEHEIKEPOB HM3LIErO 3BEHA KaK Ha TJIABHYIO INPUYMHY YBOJIbHCHHM.
HenocpeacTBeHHble HaYaJIbHUKH, JJI1 KOTOPBIX MOJYMHEHHbIE — MEIIKH, BBI3BIBAIOT Y PSAAOBBIX
COTPYAHUKOB ropa3ao 60.HBLHC HEOOBOJIbLCTBA, YEM HU3Kad OIljIaTa. HOE)TOMy MHOTUC CCPBUCHBIC
KOMITaHUU TIIATEIbHO 00y4YaloT PYKOBOJMUTENEH HUBIIEro 3B€Ha OTHOUICHHUSIM C COTPYAHUKAMH U
MOTHUBUPYIOT UX Ha yAep>KaHUE MepCOoHAaIA.

B Hacrosiiiee BpemMsi MHOTHE MEHEKEepbl OLEHUBAIOTCS HE TOJBKO MO MoKa3aTessiM o0beMa
MPOJAX M YAEp>KaHHsS KIMEHTOB, HO M MO YPOBHIO yAepKaHus nepcoHana. B kommanuu Burger
King 25% Oonyca TOI-MEHEIKEPOB 3aBHCUT OT TOrO, HACKOJBKO YCIHEIIHO OHU Pa3BUBAIOT U
yaepxuBatoT mnepcoHasn. Cerb pectopanoB Rax (mrar Muamana) TpeOyeT OT permoHaibHBIX
MEHEKEPOB MPUBOJIUTH B OTYETAX JAHHBIE O TEKYUECTH KaJpPOB.

[TorpoOyiiTe 00y4nTh HEAABHO MPHHSATHIX COTPYIHUKOB MPO(ECCHOHAIBHBIM HaBBIKAM H
orieHUTE 3PPEKTUBHOCTh CBOMX ycmimii. CHMXaeT 3TO TeKydecTh KajapoB? Ecmm ma, To Hamo
MPOJIOJKATH B TOM K€ JyXe€.

[IporpamMmmsl nooLpeHU M

[IporpamMsbl noompeHuid JOATOE BpeMsl MPUMEHSUIMCH TOJIBKO MO OTHOIICHHUIO K MPOJaBIaM.
Ternepb OHM Bce 4allle UCMOIB3YIOTCA IJI1 MOTHUBALIMU COTPYIAHUKOB C MOYACOBOM OIJIATOM M JJIA



CHIDKEHHSI TEKYUECTH KaJIpOB.

CyIecTBYIOT pa3jinMyHble MHEHHUS OTHOCHUTEIBHO TIOOMIPEHUsI IepcoHalla, KOTOPHIA He
3aHUMAaeTCs mpoaakamu. Hajo M 3acTaBisTh COTPYIHHUKOB CONEPHUYATh paau Harpaisl? Wnm
MOJTy4YaTh TOOIIPEHUE JTOJDKEH KaXKIbIid, B 3aBUCUMOCTH OT WHIAMBHIyalbHOH 3()(HEKTUBHOCTH U
CTENEHU JOCTHKEHHUS 1iesien?

Hcxonss u3 cOOCTBEHHOTO OIBITA, S CKJIOHSIOCH B TOJIB3Y BTOPOrO BapwaHTa. Kaxkmomy
YeJI0BEKY HYXKHO TMPEIOCTaBUTh BO3MOJICHOCTh TIOJHOCTBIO peaiM30BaTh CBOW MOTEHIIMAJ,
HEBa)KHO, KaK ATOT MOTEHIIMAT COOTHOCUTCS C TIOTCHIIMAIOM JIYYIIUX COTPYAHHUKOB.

Advanced Management Group, koTopyto npuodpena kommnanus Service Quality Institute,

MpeJuIaraeT B3sTh 32 OCHOBY CJICIYIOIINE aKCHOMBI:

* JIFO/IA, KOTOPBIC HETMIOCPEACTBEHHO O0CITY)KUBAIOT KJIMECHTOB, JIYUIIE APYTUX 3HAIOT, KaK

MOBBICHTD yJIOBIIETBOPEHHOCTh KJIMECHTOB;

* MPU3HAHKUE CO CTOPOHBI KOJIJIET — CTOJIb MOIIIHAS Harpaja 3a XOpoIlue UCH, YTO C HUM He
CpaBHSTCS HU JIOPOTHE TYPIIOE3/IKH, HA HOBBIE MAIIHHEI.

OnHako oOpaTuTe BHUMAaHME Ha TaKOH MOMEHT: IOCKOJBKY I€Jb MOOIIPCHUS —
MOTHBUPOBATh TIEPCOHAN IMOBBIIATH KAYECTBO M TPOHM3BOIUTEIBHOCTH TPYJa, HEMPOIyMaHHAs
porpamMma MoOIIPEHUH MOXKET BbI3BaTh OOU/IY, €CIIH JIFOM CUUTAIOT, YTO OHU pabOTAIOT B BBICIICH
CTETIEHH YCePIAHO U MPOTYKTHBHO.

I/ICerHHee NPpU3HAHHE IpEXKaAe BCEro

BOapIIMHCTBO COTPYIHHMKOB IPEANOYUTAIOT TaKHE HArpajabl, KOTOPBIE CKOPEE «TJla3yph Ha
TOpTE», a HE TIJIaBHBIM CcTUMYn K pabore. MckpeHHee mNpu3HaHME CO CTOPOHBI KOJUIET H
HEMOCPEACTBEHHOI'0 HayallbCTBa IIJIIOC Harpaja 3a Xopouryi paboTy — 3TO OoNTUMajbHas CUCTeMa
MOTHUBALIMH TIEPCOHAA.

Ceromusi paboTofareny Bce yallle BO3HArpa)<Ial0T COTPYAHUKOB, KOTOPHIE COOTBETCTBYIOT
TpeOOBaHUSM, W JOMOJHUTEIBHO TOOMPSIOT TeX, KTO MPEBOCXOIUT 3TH TpeboBaHUSA. ITO
3¢ deKkTUBHBIN cOCOO MOTHUBALIMU U MOJAEPKaHUS JOAIBHOCTU NepcoHana. Ho, kak u ¢ apyrumu
BUJIAMU TIOOIIPEHHM, MOJIXOJ[ «OIUIaTa 3a Pe3yNbTar» TpeOyeT TpPaMOTHOTO IIAHHUPOBAHUS H
MIPUMEHEHHUSI, TOUHBIX METOJIOB OLIEHKU PaOOTHI ¥ MPOU3BOJAUTEIHHOCTH MEPCOHANA.

Ilo ombITy MOTy CKa3aTh, YTO LBETHBIE TEJIEBU30pBI C 19-A10MMOBBIM 3KpaHOM, KOTOpBIE
kopropanusi Stone Container u3 Yukaro mojapuia Kaxaomy u3 21 ThIC. CBOMX COTPYIHUKOB B
Harpajgy 3a pPeKOpAHbIE MPOAAKU, OBUTHM HE OYEHBb JCWCTBEHHOW MPOQPHUIAKTUYECKON MEpOU IS
CHWKEHUS TEKy4ecTH KaapoB. Ho KOMIIaHMs Ha 3TO M HE pPacCUMTHIBAJIa — OHA paccMaTpHUBasa
TEJIEBU30PHI KaK YECTHO 3apadO0TaHHOE BO3HAIPAXKICHHE.

[Ipy npuMeHEHWM CHUCTEMBI TOOIIPEHWH, OCHOBAHHOM Ha «OIUlaTe€ 3a pe3yJbTary,
HE00X0AUMO COOTIONATh S IPABHIL.

1. CBOEBpEMEHHOCTH

Harpaxxgaiite nrozeil Mo BO3MOXKHOCTH cpa3y IOCJIe TOTO, Kak ObUIO MPOSIBIEHO JKEIaeMoe
ITOBEJICHUE.

Harpasoii MoryT ObITh IeHEKHas! IPEMUs, OTUIAYEHHBINA YXKUH WIIH MTOIapOYHbIA cepTu(uKar.
Wnu ¢uniku, )KeTOHBI U Ipyrue BUIbl «KOPIIOPATUBHON BaNIOTHD», KOTOPBIE B AaIbHEHIIIEM MOKHO
OOMEHSTh Ha JCHEeXKHYI MPEMHUI0 WU HCIOJh30BaTh MPU PO3BITPHINIE BHYTPUKOPIOPATHBHON
notepeu. I[lpemnoxute ocoboe MecTo s MapkoBKU. ExkemecsyHO BbIBemmBaiiTe doTorpaduun
JTY4YIIUX COTPYJAHHUKOB B TMPUEMHOW wiu xoiuie. Bce 3t dopmbel npusHanus 3PQeKTUBHBI H
BBI3BIBAIOT MOMEHTAIBHYIO OTBETHYIO PEAKIUIO.

B orene Grand Hyatt B Hero-Mopke 3a Bblmarommecst 3aciIyrd B OOCIYKHBAHHH TOCTEH
COTPYIHUKOB Harpa)/aiT JEepPeBSIHHBIMU >KETOHAMHU, KOTOPbIE MOXXHO OOMEHSATh Ha OeCIUIaTHYIO
CTPHIKKY, MacCax JIMIla, MAHUKIOP WJIM MPABO MOJIb30BATHCS TOCTUHUYHOM MPavyeyHON U YUCTKOMU B
TeueHue mecsina. IlpaBo Ha HenenbHbIM oTnyck Ha [aBaitsix mator 25 moner. [loompenus



JEWCTBYIOT TOPAa3/io CUIIbHEE, €CIH B HUX €CTh JIOJIS IIYTKH.

2. [ly6nuaHOCTh

Bpyuaiite Harpaapl myOJIM4HO, €CIU 3TO BO3MOXHO. C TOYKH 3pEeHHs MOTHUBAILMHM CTATyC H
MPECTUK HAarpabl 3a4acTyi0 HE MEHbIIIE, a Jake OOoJIbIlIe ee JeHEKHOM CTOMMOCTH.

[TporBeraromas ceTh Mara3uHOB MOJIOYHBIX MPoAyKTOB Stew Leonard's u3 Hopyosnka (mrat

KoHHEKTHKYT), 3HaMEeHUTasi CBOUM MPEBOCXOJHBIM OOCITYKHMBaHHEM KJIMEHTOB, MOHsIA CYTh
TAaKOro poja moouipeHuil. Marasun npucyxnaaer 3Banue «Cymep3Bes3a Mecsla» 3a OTIMYHYIO
paboTy OIHOMY COTPYIHUKY KaXIOro oTnaena. BblOOp OCHOBaH Ha TaKUX KPHUTEpHUSAX, Kak
co0JtoIeHre TPYAOBOM AUCHUIUIMHBI U MIPaBUII 0€3011aCHOCTH, OTHOILIIEHHE K paboTre u ycrexu. Ha
0Cc000# TIepeMOHNH TTOOSTUTENSIM Pa3aloT BO3AyIIHbIE mapbl. COOMPAIOTCS BCE KOJIIETH, M TIPSIMO
B MarazuHe mnoOeauTensM BpydaloT mnodeTHb 3Hak Cynep3Be3nsl. dotorpadust ¢ 3Toro
Mpa3IHeCTBA 005A3aTEeIbHO NIeYaTaeTCsl B KOPIOPATUBHOM razere «Stu's Newsy.

Kpome TOro, Qororpadus coTpyAaHHKa BCTaBISIETCS B PaMKy H3 OpPEXOBOIO JepeBa H
BbIBEIIMBaeTCd Ha «Auee 3Be3n» (OAHAa M3 CTEH Mara3WHa, IIOJHOCTBIO —YBEIIaHHAS
¢dororpadusamu). Ha kaccoBble ammapaThl NPUKpEIUIAIOTCS <«JIecTHUIBI ycrmexa», KOTOpble
MOKAa3bIBAIOT MOKYIATENSIM IOCTHKEHUS KaXX0T0 COTPYTHUKA.

Harpaga ABCD (Above and Beyond the Call of Duty, IIpeBocxons cmyxeOHbIE
00513aHHOCTH ) Bpy4YaeTCsl COTPYJHUKAM, KOTOpbIE AENal0T Ui MOKyHaTeaeil 4ToTo, 4YTO BBIXOJIUT 32
PaMKH UX TOJDKHOCTHBIX MHCTpYKIuH. [ToGeaurensm Bpydatorcs ¢pyroonku ¢ Haanucsio ABCD.

[Iporpamma «3anm ciaBb» YECTBYET JIOJEH, JOOMBIIUXCS MPOPECCHOHAIBHBIX YCIIEXOB.
«Harpana Ction» mo pe3yiabTaTaM TOJIOCOBaHMS TEpPCOHANA €KErOJHO MPUCYKIACTCS JTyUIIUM
MEHeKepaM CPEHETO U HU3IIETro 3BEHA, JIYUIIUM PSIOBBIM COTPYIHUKAM U HOBUYKAM.

3. CucteMy MooIIpeHust BEIOUPAIOT COTPYAHUKH

Crpocute y CBOMX COTPYIHHKOB, KakoW BHJ TMOOIIPEHHUS [UIsi HUX HauOojiee BaXKeH.
(BoBneuenune mepcoHana B MPOLECC MPHUHATHS PELICHUH, Kacaloluxcs ero, — cama 1o cebe
CTpaTerusi CHIKEHUS TeKy4ecTH KaapoB.) ClieyeT OTMETUTh, YTO PSJIOBbIE COTPYIHUKU HEPEIKO
Ha3bIBAIOT MEHBUIYI0 CYMMY eJaeMOIo BO3HArpaKIeHHs, YeM MEHEKEphl TOTOBHI AaTh. YacTo
COTPYIHUKU MOTYT MOJICKa3aTh OTJINYHBIE METO/IbI OLEHKU U MOBBIIEHUS 2PHEKTUBHOCTH PaOOTHI.
Hanpumep, TOBOpSAT, 4YTO psAAOBbIE COTPYAHUKH TPHAYMaIHd CHCTEMY MIHOBEHHOTO
BO3ZHArpaXJAeHHUsl OOCITYKMBAIOIIEro IE€pCOHATla TAaMHCTBEHHBIMU TIOKYNATENSIMH, €CIIH TeX
MIPEBOCXOIHO OOCITYXWIH. baHKu, pecTopaHbl, OT€IH U OCOOCHHO PO3HUYHBIE CETH HCHOJIb3YIOT
TaWHCTBEHHBIX TMOKYIAaTesei, KOTOpbIe OIEHUBAIOT COTPYIHUKOB IO KOHTPOJBHBIM MOKA3aTelsiM,
OCHOBaHHBIM Ha COOJIOJCHUHM CTaHAAPTOB OOCIYXHBAHHS KIWEHTOB U TMpoLeayp paboThL
CoTpylHUKH, KOTOpble HaOUpPAIOT BBICOKHE Oaibl, HEMEIJIEHHO IMOJIy4yaloT BO3HArpaxjaeHue,
OOBIYHO JIEHBI'H, TIOAAPOYHBIE CEPTUDUKATHI

WJTU TIOJITIeKAIe OOMeHy (PUIIIKH.

MHorue KOMIIaHMHM, B TOM YMCJ€ 3aBEACHUS OBICTPOTO MHTaHUS, JOCTUTAIOT TEX XKe
pE3yNbTaTOB, MPOCTO HArpaXkAash CBOMX COTPYAHMKOB MOYETHBIMU 3HAUYKAMM HIJIM TPaMOTaMH.
Hexotopbie (pupmbl UCIONB3YIOT B KayeCTBE MOOUIPEHHs JOTOJIHUTENBHBIE OIJIauuBaeMble JHU
OTITyCKa.

4. ITpemun 3a cTaxk pabOTHI

I'maBHast 1enb MOOIIPEHUH 3a CTaK pabOThl — CHU3UTh TEKY4YeCTh CPEIU COTPYIHUKOB C
oyacoBoi orutatoi. B  HeKOTOphIX cdepax aeATETBHOCTH (CE30HHBIE KypOpTHI, MapKu
aTTPaKLOHOB M MPEANPUITHS TNUTAHMS) UINTEIbHBIA CTa)X — IOHATHE OTHOCHUTENBHOE, U

JICHEXHBIE IPEMHUU MOTYT BBIIJIAUMBATHCS JTaXke 3a Mecsi paboTsl. Ho mpuHIMIT 0/1MH, HE3aBUCUMO
OT TOro, OIUIauyuBaeTcs paboTa B TEYEHUE TPEeX WIM IIECTH MeCcAleB, roja Wid OoJblIe.
BoNbIIMHCTBO KOMITAHUHM, HCIOJIB3YIOLUMX ATy CHCTEMY, IPUMEHSIOT MPOTPECCUBHYIO ILKAly B
3aBUCUMOCTH OT TEKYYeCTH KaJIpOB M HAIUYMsI paboueil Cuibl Ha 3aMeHy.

qYBCTBO COOCTBEHHOr 0 AOCTOHMHCTBA



MHorue ccyno-coeperarenbHble accoranuu U 6anku, B ToM yucie First Service Bank u3
Maccauycerca, HepeMMEHOBAIN JOJDKHOCTh Kacchpa B «IIpelcTaBUTeNsl OaHka mo paboTe ¢
KiueHTamuy. HoBast JOMKHOCTH MpenycMaTpuBaeT 0ojiee MIHUPOKHE CIIy)KeOHble O0S3aHHOCTH U
OOJBIIYI0 OTBETCTBEHHOCTh. JTO MPUMEP TOTO, KaK M3MEHEHHE TPAIUIIMOHHBIX JTOJDKHOCTEH WU
BHYTPEHHEH CTPYKTYphl IM03BOJIsieT Oojiee MOAHO U 3(P(GEKTUBHO HCMOIb30BaTh HABBIKH
COTPYJIHUKOB.

First Service Bank roBoput, 4To Bce ero mpejcTaBUTeNd Mo paboTe ¢ KiaueHTaMu, ux 81
YeNIOBEK, OTIUYAIOTCS OT HEAOOIICHEHHBIX U HU3KOOIUIAYNBAEMbIX KACCHPOB MPOIIIOro. TekydecTb
KaapoB cpa3y cHuzuiack Ha 50%. [Ipon3BoauTenbHOCTH Tpyaa Belpociia Ha 25%.

Jlaxxe nu3aiiH yHU(OPMBI BIHMSIET HAa YyYBCTBO COOCTBEHHOT'O JIOCTOMHCTBA COTPYAHHUKOB. Tak,
B pectopanax Burger King n Rax u3 Wnauans! BBenu 6osiee cTuiibHBIE YHHUGOPMBI, pazpaboTaHHbBIE
B COOTBETCTBUU C MOXKEIAHUSIMHU TIEPCOHAIIA.

Poranus

Poranust ocoOeHHO TOIyJspHAa B pPecTOpaHax M MarasuHax. Bo3moskHOCTh mopaloTaTh Ha
HECKOJIBKUX MO3ULUAX 32 HEOOBIIONW MEepHOJ] MO3BOMISIET COTPYAHUKAM JIyUllle TOHITh KOMIIaHHIO,
BBI3BIBAET YYBCTBO TOPJOCTH 32 HEE€ W yYMEHBIIAET CKYKY OT JOJroi paboThl Ha OJTHOM MECTE.
Pesynpratr: CHU)KEHUE TEKY4eCTH KaJpOB.

3ATPATDBI

Kak MOXHO KOHTPOJIMPOBATH YPOBEHB 3aTpaT HA MPOTrpaMMy MOOIIPEHU?

Hanpumep, GONBIIMHCTBO BEAYIIUX MPOU3BOIUTENCH MOTPEOUTENBCKUX TOBAPOB B KaUeCTBE
MOOUIPEHUs MNPOAAI0T COTPYAHHUKAM MPOAYKTHl MO ONTOBBIM IleHaM. Hekoropele mpeniararor
OecIuIaTHyIO JOCTaBKY.

HasmaabTe coTpyaHUYECTBO

HaBepnsikxa u npyrue paboTomaTenu B BalleM OKPYKEHHUU CTATKHUBAIOTCS C TOXOXKHUMU
npoGieMaMy TIpU MPUBJICUEHUHN U YAEpP)KaHUM MepcoHana. MHorue UMeroT WU XOTeln Obl UMETh
COOCTBEHHYIO TporpamMmy mnoompeHuil. Ilpemnoxure WM HaIaguTh B3aMMHBIA  0OMEH
MoapoyHbIMU cepTHduKaTamMu. [lycTh Kaxkaas KOMIaHUsI — KUHOTEATp, PECTOpPaH, Mara3uH WM
aBTO3aMpaBKa — MPEIJIOKHUT CBOU MOJAPKU JPYTHM.

C 1985 r. bropo mo Typusmy [Convention and Visitors Bureau] u3 Apmunarrona (mrar Texac)
HCIOJIb3YET OMUCAHHYIO BBIIIE CXEMY M CIIOHCUPYET MOOMIPEHUE COTPYAHUKOB, KOTOPHIE pabOTaloT
B KOMITAaHUAX, OOCITYXHMBAIOUIMX TypucTOB. IIpomMoakiuum «ApIMHITOH JIOOUT KOMIIAHUION,
KapTOUYKHU Ha CTOJUKAX B PECTOpaHAX M IJIAKAThI MPU3BIBAIOT TYPUCTOB COOOIIATh B OIOPO MMEHA
COTPYIHUKOB, KOTOpble ObUIM OCOOEHHO TMPHUBETIMBBl M BHUMaTenbHBL. [loOemutenu
©KEHEENbHBIX JIOTepell TOoNydaloT OecIulaTHhie OWJIETHl B pa3BlEKaTENbHBIE TapKU WM Ha
oeiicoonmpHble MaTun Texas Rangers.

B koHme mera Ans OTIMYUBIIMXCS COTPYIHHUKOB IIPOBOJIUTCS OOJbINas JOTepes |
paspIrpbIBaeTCs TJIaBHBIM MpU3 — Typ Ha JBOMX; TaKOHW e TYyp BBIUTPHIBAET TYPHCT,
HOMHUHHPOBABIIHKA modenutens. OqHaXIbl TIaBHBIM MPH30M OBLUT YETHIPEXJTHEBHBIN OTIBIX Ha
l"aBaiisx.



Bpemena MeEHSIOTCSI, U MEHEKEephl YK€ HE MOTYT TMAacCMBHO HaOIIONATh 32 TEKY4YeCThIO
KaJpOB U HAJEAThCS, YTO UX COTPYIHHUKHU Bceraa OynyT AOBOJbHBI, TPYAOIIOOUBBI U MOCITYLUIHBI U
JI0 CaMO IEHCHHU COXPAHAT MPEJaHHOCTh KOMIaHMU. Her, ceroaHs MeHeIKepsl JOJDKHBI CTATh
HacTosIMMU JuaepaMu. OHU JTOJIKHBI B35ITh Ha ¢€0s1 OTBETCTBEHHOCTh U OOPOTHCS C TEKYUYECTBIO
KaJIpOB, NPUMEHSAS CTpaTeruu yaepkaHus nepcoHana. OHM JOJDKHBI HAYyYUTh CBOK KOMIIAHHUIO
MOAJEP/KUBATD U MOOIIPATH COTPYAHHUKOB.

B mnavanre XXI Beka HaWTH XOpOWIEro COTPYAHMKA, TOJAIOLIETOCS OOYYEHUIO H
00J1a1ar01IIETO

HEOOXOMMBIMU HaBBIKAMHU OOIIEHUs, TpyaHee, yeM B koHIe XX Beka. [loaromy ynepxartb
COTPYHUKOB, YK€ paOOTaloIlUX Ha BAac, — BONPOC BBDKMUBAHMS KOMIIAHUU. YUMTBIBAas HU3KYIO
KBaJM(HUKAIMIO HOBBIX COTPYIHHUKOB, JIYUIIIe COXPAaHUTh T€X, KTO y Bac paboTaerT.

B 3T0J1 riaBe onucaHbl CTPAaTEruy, KOTOPBIE P TBOPYECKOM IOJIXO/I€ K AKTUBHOMY TOHUCKY
HOBBIX COTPYZHHUKOB TIOMOTYT CEPBUCHBIM KOMITAaHUSM PEIIUTh 3a/1a4y Habopa MepcoHasa.

I'naea 7. Hazpada ayywiuii cmumyA 0151 nepcoHana

CJIOMAMTE CBOM KHYT

Jlomnnmapel, KOTOpPBIE BBIAAIOT KJIMEHTY KAacCUPbl B Pa3HbIX OaHKaX, aOCONIOTHO
onmHaKOBbIe. OTIUYAIOTCS KACCUPHI.
Cmonnu Mapkyc, nouemuwlii npeocedamenb cogema OUPEKMOPOs
Neiman Marcus

«EnuHCTBEHHBIN CcOCO0 MOTHBHpPOBATh IMEpcoHam — Oonblie miaTuth». Eme ocrammuch
MEHEIKEPBI, KOTOPBIE CBATO BEPAT B ATOT AABHBIM-IABHO YCTAPEBIIUN yIIPABICHYECKUM IPUHIIUII.

UYTO U3 3TOr0 BHITEKAET JUIsl HEBEKECTBEHHBIX MeHEKepoB? «I10CKOIBbKY HaM HE 110 KapMaHy
MOBBIIIATh 3apIUIAThI, YBbI, KOMIAHUM MPUAETCS CMHUPHUTBCS C IUIOXUM OOCITyKMBaHHEM. Mbl
CZIeJalii BCe, UTO OBUIO B HALIMX CHJax...» HeT, rocnoauH TupeKkTop, COBCEM HE TaK.

CozpaeTcst BIEUYaTJICHHWE, 4YTO HEKOTOpPBIE MEHEKEPbl HHUKOr[Aa HE CIBINAIM O
MHOTOYHCIICHHBIX HCCJIEZIOBAaHUSIX B OOJIACTH YEJIOBEYECKOW MOTHBALMHU, IOKA3bIBAIOIIMX, YTO
YIIOBJIETBOPEHHE OT palbOThl, CAMOYBaXXEHHE M JpYrHe HeMaTepUallbHble LIEHHOCTH OOBIUYHO
MOTHUBHPYIOT JIFOJEH TOPa3 0 JIydlle ACHET.

CornacHo Mccae10BaHUsAM, «OOJbIle JEHEr» 00BIYHO HAXOIUTCS MEXAY TPETBUM U JAECATHIM
MECTOM B CIIUCKE MOTHBATOPOB IIEPCOHAIIA.

BaxHee geHer

Komnanus Hay Group, cnenmanusupyromasics Ha HW3yYE€HUU IICHXOJIOTMM II€pPCOHAaa,
YCTaHOBMJIA, YTO €CIM KOMIIAHMs, HE3aBUCHUMO OT OTpPACIM, JHUAUPYET MO IOKa3aTelsiM pocTa
aKTHUBOB M MPHUOBLIM, TO COTPYJHHKH CUHMTAIOT, YTO «JIEHBI'M Ba)KHBI, HO 3TO JaJeKO HE BCe, —
roBopuT OamyHA [IuHenm, BULIENPE3uAEHT O UCCIEOBaHUAM. — DTO CIIPaBeAIMBO 10 TEX IOp,
II0Ka JIFOAM TOHUMAIOT, 33 YTO UM IUIATAT TO, YTO MJIATAT».

B 1976 r. s BBIIYCTHJI CBOIO INEPBYIO Nporpammy, KoTopas HasbiBasach «Jlyumie, uem



NeHbIW». E€ OCHOBHYIO M/I€I0 MOKHO BBIPA3UTh TaK: MOTHBATOPAMH JAJIs MEPCOHANA BBICTYNAIOT
yBakeHHe W moxBajia. [Ipu3HaHue CyIIECTBEHHO MPEBOCXOIUT 3apIUlaThl W MPEMUHU IO CHUJe
MOTHMBHPYIOIIETO BO3/IEHCTBUS HA IIEPCOHAIL.

Wal-Mart npotuB Kmart

B Wal-Mart nacunteiBaercs 6o1ee 1280000 coTpyaHHKOB, KOTOpBIE pabOTaIOT 3a 3apIuiaTy
YyTh BbIIIE MUHUMAJIbHOM, HO KaXJbli J€Hb MPHUBETCTBYIOT IOKyNaTesJed M MPUBETIMBO
crpamuBaioT: «YeM s Mory Bam nmomous?» Paborauku Wal-Mart — «mapTHEpbI», a He «IIepCOHAT
Wi «paboyast cuia», U C HUMHU OOpallaroTcs Kak ¢ MapTHepaMu. B mporpamMmax moouipeHuit
NPEeyCMOTPEHO ILEAPOe BO3HATPAKICHUE 33 UCKIIOUUTENbHOE oOciyxuBanue. [lo xaberbHOMY
TEJEBUICHUIO B KQK/IOM Mara3uHe TPaHCIUPYIOTCS BOOAYIIEBIISIOIINE PEUYU MEHEIKEPOB.

CraOumbHBIN, BBINIE CPETHET0 ypOBEeHb OOCIyXHMBaHUs Mokynatenel B WalMart okymaer
ce0si. MOXXHO ¢ YBEpEHHOCTHIO YTBEpIKIaTh, YTO KadeCTBEHHBINH cepBuc mpuBen B 2000 r. k
pexopay — 387 momn. BBIpYYKHM B pacueTe Ha KBaJpaTHbi (yT mimomaau marazmHa! ITOT
MOKa3aTeNb y II1aBHOTO KOHKypeHTa — Kmart — B ToM ke roay coctaBuil Bcero 236 nomn. Oobem
npoxax Wal-Mart 3a 2000 ¢punancoBslii rox noctur 191 mupn nomn. B gexabpe 2001 r. mpogaxu
BBIpocir Ha 16,2% 10 cpaBHEHHIO C TEM K€ TIEPUOoIoM mpenabiaymiero roga. Cerogans B cetb Wal-
Mart Bxoaut 4382 marazuHa.

3HameHaTenpHo, 4TOo KommaHus Wal-Mart goOuiack ropa3go OOJBIIMX YCIEXOB B POCTE
npogax, yeM Kmart. I[louemy 3HameHarenpHO? Jla NMOTOMY, 4TO B OCHOBE ATHX YCIEXOB —
KaueCTBEHHBIA CEPBUC M MOTHBHPOBAHHBIE COTPYIHUKU, KOTOPbIE UYBCTBYIOT, YTO OHU HY>KHBI U
ux neHsaT. Wal-Mart HanpaBisieT yCHJIMS Ha CO3JaHHE M Pa3BUTHE KOJUIEKTHUBA APYKEIIOOHBIX,
MOTHBHUPOBAaHHBIX MApTHEPOB, KOTOPbIE MOHUMAIOT, YTO MOKyHaTelb — 3TO 00CC, U JIEHCTBYIOT
COOTBETCTBYIOLIUM 00pa3oM. «MbI TOJKHBI 00€CTIEYUTh TAKOH YPOBEHb 0OCIYXHBaHUS, KOTOPOTO
O0XKMJAIOT U 3aCTy>KMBAIOT HAIlIK MOKYyMaTean», — roBoput Jlu Ckott, npe3uneHt u CEO.

Kommnanuss Kmart B koHKypeHTHOI Oopnbe ¢ Wal-Mart ucnpo6oBana U JOPOTOCTOSIIIYIO
peksamy, U MoJIHOe OOHOBJIEHHE OCHOBHBIX cpelcTB. Hu Ta, HU Ipyrasi mporpamma He MPUHECTH
ycnexa. Ho ecnu Obl oHM TpaTwiau 1-3 MJIH JOJUI. B ToJf Ha OOydeHHE IepcoHana MeTohaM
oOCITy’KMBaHUSl KJIMEHTOB, pe3yJbTaThl MOIIM ObITh Jsyudmie. Oruiata Tpyaa B 00€MX CeTsIX
OJIMHAKOBO HU3Kas. B mo0oii cTpane, rae npeacrasiena Wal-Mart, Bkmouas CLIA u Kanany, ee
COTPYJIHHUKHU CPEJI CaMbIX HU3KOOILJIAUNBAEMBbIX.

51 nabmogan 3a Wal-Mart u Kmart 6onee 14 ner. Lludpsl HEonpoBEepKUMO IOKa3bIBAIOT:
rpaMOTHasl CTpaTerusi CEpBHCa B COYETAHUU C COTPYAHHMKAMH, KOTOPBIX LIEHSAT U YBa)XaroT, —
OpYXXHE€ HENPEB30MACHHOMN CUJIBI.

B 1992 r. 3Be3noil pexiaMHbIX ponukoB Kmart ctanm mpeacegaTenb COBETa JUPEKTOPOB
Jxo3ed AnTOoHMHHM. OH Bioncwi moutd 80 MIIH JOJUI. B KPYIHYIO PEKJIAMHYIO KaMIIaHUIO, B
KOTOPOH (pUryprpoBaj oH caM ¥ MHUMas IpUBEepKeHHOCTh Kmart o0cmyxuBannio mokymnarenei. B
pesynbrate npoaaxu Kmart yBenmuunuck Ha 3,4%. Ilpu stoM mpomaxku Wal-Mart Bepociu Ha
26%.

A Bce 7Ie7o B TOM, UTO pealibHOe 00cIyXHBaHUe, KoTopoe nokynarenu WalMart noxydanu u
3allOMUHANIM  BCSAKUHA pa3, Korja NPHUXOAWIM 3a TOKYINKaMH, OKasaioch 3¢dexkTruBHee
BoOOpaxaemoro obciyxuanus Kmart. I1o kpaiineil Mmepe, mokymnaTenu ero He 3aMevaliy.

Uto0b1 koHkypupoBath ¢ Wal-Mart, B 1993 u 1994 rr. Kmart Bnoxuna 3 mupa 1oy, B
OOHOBJICHHE CBOMX Mara3WHOB, YTO MPUBEJIO K POCTY Mpoaax Toibko Ha 5,3% u Ha 3,8% B ros.
Wal-Mart He yrpyxaana ce0s cepbe3HOM MoIepHHU3aIMeil. 3a Te K€ ro/bl €€ MPOJaKH BBIPOCIH Ha
26% n 22% cOOTBETCTBEHHO.

22 smBaps 2002 r. Kmart o0bsiBriia o 6ankpotrcTBe. OHa OblIa BRIHYXJEHA 3aKpbITh 2500
MarasuHOB M YBOJHTH 250 Thic. ciyxammx. O0beM mpoaax 3a GUHAHCOBBIN roJl COCTaBHI 36 MIIpI
J0JI1., a YOBITOK — 2,42 mupa goiut. [Ipoxaxku ynanu Ha 2,4%.



B Teuenue mHormx et 3arpatel Kmart Obutd BhINE, HAKIIAAHBIE PACcCXOAbl OOJNBIIE — OHA
3aruibIa JKUPKOM, He Obuta 3koHOMHOW. HampormB, Wal-Mart 3a cder cBoed NOJWUTHUKH
€XKeTHEBHBIX HU3KHX II€H CyMelia NepeaTh JIF00OBb K SKOHOMHUU CBOUM MOKYTIATEIISIM.

Jlnst GONMBIIMHCTBA KIWMEHTOB II€HA Ype3BBbIYaiiHO BakHA. JIumepsl cepBuca — Amazon,
Southwest Airlines 1 Wal-Mart — mactepa 1o yaep»’aHui0 HU3KUX LEH U COKPALICHUIO H3/IePKEK.
Heme noxoitaenii Com YontoH, ocHoBatens WalMart, roBopui: «COepexxeHHBIA ToJIIap — 3TO
J0J1ap, OTAAHHBIA MOKyMarento». MHorue (GpupMbl CUMTAIOT, YTO COEPEKEHHBIA JOJIap — 3TO
JI0JU1ap, OTAAHHBIN YIIPaBIEHYECKON BEPXYIIIKE.

Kmart HyXHO «IOXyneTb» HaBEepXy M 3aCTaBUTh BCEX M KaXJOr0 B KOMIIAHUU HCKaTh
crocoObl cHWKeHHus 3arpaT. OHa JOHKHA CTaTh PAallMOHAIBLHON M OEpeXJTMBOM, W HauaTh HAIO C
KabuHeTa reHepaibHoro aupexropa. Ho 21 suBaps 2002 r. coBeT AUPEKTOPOB cienall oOpaTHoe.
On noguan 3apmwiary CEO Yaky Konassto moutu g0 1,5 muH nost. B roa, xotrs B 2000 r. npu
MOJINMCAHNU KOHTpaKTa eMy Oblio obemano 1,4 min gomn. bonee Toro, Konasaii momy4nn npaso
Ha eXeroJHble IPEMUH B pa3mepe He MeHee 125% roposoit 3apmiiatel, win 1,875 MIIH 10J11.

Hoserit konTpakT KoHaBasi mpenycmaTpuBan M Jpyrue BbIIUIATHL. TakuM ObLT MEpPBBIA IIar
Kmart x cHmkeHnro usnepkek: 3ammatutb ceoemy CEO 11,5 MiH 705171, TOJABKO JUIsl TOTO, YTOOBI
tot octayicsi. Ho 11 mapta 2002 r. Konagsii Obi1 yBoNieH. Ero BeIXo/1HOE MOCOOME OBUIO CHUKEHO
10 9,5 MuIH IO,

PykoBO/ICTBO KOMIAHMM M COBET IUPEKTOPOB TaK HUYET0 W HE MOHsUIM. Eciam Obl oHHM
MOTPATWJIA 3TH JEHbIM B TEUEHHUE CIECAYIOUIMX JBYX JIET HAa W3MEHEHUE OTHOIIEHHUS CBOETO
nepcoHana U OoOydeHHE €ro HMCKYCCTBY OBICTPOTO W BEXKIMBOTO OOCITYKHBAHHS, WX MAara3uHBI
nepecTaiy Obl MPUHOCUTD YOBITKH.

Ho, HecMOTps Ha OYEBUAHOCTh W HATIIATHOCTH (DAKTOB, OOJILIIMHCTBO KOMITAHUW B MHpE
MPOJIOJDKAIOT UATH 110 cTormaM Kmart, a pplHOK JocTaeTcst TakuM, kak Wal-Mart.

CepBuc — camas cnabas cropoHa Kmart. Kak npaBuio, ee COTpyIHHMKH IIJI0XO OOYYEHBI,
HEeJPYKETO0HBI U HE TIOHUMAIOT, YTO pabOTal0T B UHIYCTPUH CepBHCA. XOTs €CIU Obl BBl MPOUWIH
ordyer kommanuu 3a 2001 r., To ObUIM OBl YOKAEHBI, YTO 3TO caMasi CEPBUCHO OPHEHTUPOBAHHAsS
po3auyHas cetb B CIIA.

B 1991 r. nponaxu Wal-Mart Beipocnu Ha 35% u coctaBunu 44 Mupa A0MII., a TPOAAXKH
Kmart ysenmnuniucs Beero Ha 1,1% u coctaBunm 24,9 Miapa 1051,

OpuH 13 crocO0OB YIYYIIUTh CEPBUC — JaTh CBOUM COTPYJTHUKAM MTOYYyBCTBOBATH, YTO OHU

HY)KHBI, UX JIOOAT U BBICOKO IEHAT. Ecau Bl XxoTUTE, 4TOOBI Balll COTPYIHUK oOpamiaics ¢
KIIMEHTOM, KaK C KOPOJIEBCKOW 0COOO0M, BBI IOJDKHBI CaMHU 0OpamiaThcsi ¢ HUM, Kak ¢ KOPOJIEBCKOM
ocoboit. Wal-Mart miaTUT COTpyJIHHMKaM MEHbBIIIE BCeX B JIFOOOW cTpaHe, Tae paboraer, HO
MTOKA3bIBAET CBOUM JIIOJISIM, UTO OHU HYXKHBI, UX JIFOOAT U 1IeHAT. Kmart HuKoria He IpUMEeHsIIa ATy
cTparernto. HemMHorue COTpyIHHMKM CUMTAIOT, YTO KOMIIAHMS MX LEHUT; U 3TO OTpakaeTrcs Ha
MpoJIaXkax M JIOSJIbHOCTH MOKYIaTeNei.

Korga psinoBbIM COTpyAHUKAaM IUIATAT MaJlo, OYE€Hb Ba)XKHO J1aTh UM IOYYBCTBOBATh, YTO HUX
BBICOKO IIeHAT. OJMH M3 CEKPETOB JHJEPOB CEpBHCA COCTOMT B TOM, YTO OHHM JIIOOST CBOMU
nepconal. Southwest Airlines — otnuuHbIi TOMy TpuMep. CaM YOIITOH TOXKE BCETIa TOBOPHII, UTO
€ro JIFDOUMBIE IO — ero coTpyaHuku. B Kmart mo0unu Tobko Y olI-cTpUT U OaHKH.

C 1987 r. npogaxu Kmart yBenuuunuch Ha 52%, 1OCTUTHYB 36 MIIpA 10JUI., IPOJAXKU CETH
Target yBenuuunuce B 6 pa3, JoCTUTHYB 33 MiIpA 10J1., a mpoaaxu Wal-Mart Beipociu B 18 pa3 u
nocturau 220 mapa nost. Kaptuna ¢ npubsuisto eme xyxke. 3a 14 mer Kmart 3apa6otana 3,8 mupa
JIOJUL. — TIpUMEpHO cToiibko Wal-Mart 3apabaThiBaeT BCETo 3a MIECTh MECSIIEB.

Com YonrtoH ogHaxnabl cka3al: «JlOBOJBHBIE, JIOSJIbHBIE, ITOCTOSIHHBIE MOKYIIATE€Id — BOT
WMCTOYHUK BIEUATIIAIOMUX TpuObieii Wal-Mart. A BbICOKas JIOSUTBHOCTh HAIIUX TOKYTaTeNen
oOyClIOBJIeHa Te€M, YTO HAIlld MPOJABLBI 00paIlaloTcs C HUMHU Topasfo JIydlle, YeM IpOaaBIIbl
JIPYTUX MarasuHOBY.

Wal-MartKmart 2002BanoBsiii 06beM npoaax220 mapa momwr.36 mupa nomwt. Poct o6bema
MpoJaX MO cpaBHEHUIO ¢ mpeabayM rogom14,00%(2,4%) 2001 BanoBerii 06bemM mpogax195,5
mapa  gon.37  mapx  goil.  Poct  oObema mpogaxk MO CPaBHEHUIO C  MPEIBIIYIIAM



roaom22,90%3,10%00bem nponax Ha kBagpaTHbIN GyTr387 nomn.236 momn. 2000BasnoBelil 00beM
nponax166 Mapa momwn.36 mapa mowt. Poct o0beMa mpojaak MO CPaBHEHHUIO C TMPEIbIIYIIAM
roaom20,00%6,60%00bem mpogaxk Ha kBaapaTHbIA GyT319 nomn.233 momn. 1999BanoBsiii 00beM
nponax137,6 mapa monn.25 miupa mowt. Poct o0bema mpomak 1Mo CPaBHEHHIO C MPEIBIIYIIAM
roaom17,00%4.6% O0bvem mpoxax Ha kBaapaTHbIH (GyT1297 nomr.181 momn. 1998BanoBeiii 00beM
nponax118 mupa momn.24,9 mapa momwt. Poct o0bema mpomak Mo CPaBHEHHIO C MPEIbITYIIAM
rogom12,00%4,80%1997BanoBsrii 06beM npoaax104,9 mupa gomn.31,4 mapa nomn. Poct o6bema
MpoJIaXk MO cpaBHEHUIO ¢ mpenbiaynmm rogaom12,00%0,05%Ilockonbky Wal-Mart 1 Kmart —
PO3HUYHBIE OTEPATOPHI, UX JIETKO CPAaBHUBATH. 37€Ch Mbl HE CPaBHHUBaeM SIOJIOKH W alebCHHEIL.
Kaxxnas posHuuHas ceTb IpojaeT, Mo CYIIECTBY, OAMHAKOBBIA aCCOPTUMEHT MPOIYKTOB, MOYTH IO
OJIMHAKOBBIM IIEHaM, B Mara3uHax OJIMHAKOBBIX ()OPMATOB.

CpaBauBatotcs npojaxu Wal-Mart, opueHTHPOBaHHON Ha CEpBHUC PO3ZHUYHOM ceTu, 1 Kmart,
€€ NpsIMOr0 KOHKYpPEHTa, KOTOpbI HE CHEMIMT BOIUIONIATh B KU3Hb 3asBICHHYIO HJEIO
MIPUBEP>KEHHOCTH CEPBHUCY.

beBmmii Bunie-nipencenarens u CEO Wal-Mart Jlon ConepkBuct roBopui: «Bce moau — u
MOKYTAaTeIN, U MPOJaBIbl — XOTAT, YTOObl ¢ HUMH Xopolo oOpamanucky». [loxanyii, camoe
KOMIIETeHTHOe oObsicHeHue ycnexy Wal-Mart moxer mate JpBua ['nmace, ObIBIIMI NMPE3UACHT U
CEO. On cumraetr, 4yto cekpeT ycmexa Wal-Mart kpoercss B TOM, 4YTO KOMIAHHUS YACISIECT
MPHUCTATFHOE BHUMAHUE TPEeM 0a30BBIM MTPHHIIUIIAM.

1. KadectBo u cepBuc mis mokymnatenei. KimmeHt — 310 6occ. Jlemaercst Bce BO3MOXKHOE,
4TOOBI COBEpIIaTh MOKYNKH B MarazuHax Wal-Mart 6but0 yno6no u npusitHo. Corpynauku Wal-
Mart craparoTcsi mpeAoCTaBIATh MOKYIATeNIM UCKIIOUUTENIbHBIN CepBUC.

2. IlapTHepckue OTHOLIEHMsSI MEXJIy KOMIAHUEH U €€ COTpyAHUKaMu (IapTHEpamH).
CewmeitHast 00cTaHOBKA CIIOCOOCTBYET KOMaHIHOM paboTe.

3. XopomMe OTHOLIEHWs C JKUTEISIMM MPUIIETAIONIMX K Mara3uHy paioHoB. ['nacc pemaer
BbIBOJI: «MBI XOTHM Bcerza o0cnyKMBaTh HAIIUX MOKYNaTelel Jydiie Apyrux. Mbl XOTUM Bcer/a,
KXl JIeHb Mpejjarath Jydlide IeHbl. MBI CIIy’)KMM TOKYIMAaTell0 BCErjaa — BO BCEM, UTO
Jieraemy.

O6parute BHUMaHue: B 1960 r. 00bem npogax B 15 marasunax Wal-Mart cocrasmnsin 1,4 mutH
non. Korma Com Yonrton ocaoBan Wal-Mart, emy Obuto 44 rona.

MoTHuBanusa — AeHbI'H

[Tonymaiite, kakoBa >KOHOMHYECKas ILIEHHOCTh MOTHBUPOBAHHOrO mnepcoHana. I[lepconan
MPEOCTaBIIAET 00CTYKMBAaHNE, KOTOPOE YAOBJIETBOPSET (MM HET) KIMEHTOB, OKYIAIOIUX Ballx
OPOXYKTBl M ycIyrd. VIMEHHO pSAJOBBIE COTPYJHHMKHM, a HE HAYaIbHUKU HEMOCPEICTBEHHO
OOIIAIOTCS C KJIMEHTaMHU — JIMLIOM K JIUILY, MO TelepOoHy WIM KaKUM-TO IPYTUM CIIOCOOOM.
VIMEeHHO psIOBBIE COTPYIHUKH CO3JAal0T y KIHMEHTOB BIIEYATJIEHHWE O Bamled KOMITaHHH, ee
MPOAYKTaX U YCIIyrax.

[TevanpHO, HO (aKT, YTO BCE, YTO JIFOJIU 3HAIOT O CEPBHCE IO MPHUXOAA K BaM, — 3TO YaIlle
BCEr0 HEBHMMATENIFHOCTh, PAaBHONAYIIME M CTpPEMJICHHE H30eKaTh JIIOOOTO YCHUJIHMS B TOJIb3Y
kareHTa. OHM HAYYWITUCH 3TOMY y APYTHX CEPBHCHBIX PAOOTHHKOB, KOT/Ia CAMH BBICTYIIAIN B POJIH
KIIUCHTOB.

3HAYEHUE MOTUBALIMHA

Bpsin nmu MOXHO TMEpEOleHUTh BAXKHOCTh MOTHBALMK MEpCOHANa s OOCTyKUBaHUS
KIIMCHTOB. B KOHIlE KOHIIOB HE TMPE3UJICHT W HE BHIIC-TIPE3HJICHT €JICEJHEBHO OOIIAIOTCS C



KIIMCHTAMU U CO3JAa0T y HHUX BICYATJICHUC O KOMIIAHUH. 910 ACIAa0T PAA0OBBIC COTPYAHHKH,
MOPTOMY HMEHHO OHHM HECYT TIJIaBHYI0 OTBETCTBEHHOCTh 3a CO3JIaHHE IOJIOKUTEIHLHOTO
BIIEYATIICHUSI 00 YPOBHE CEepBUCA.

«KimmeHT Bceraa mpaB» — JIO3YHT OECIOJNIE3HBIN, €CIM HEeT COTPYIHUKOB, KOTOPHIE B HETO
BEPAT U UCKPEHHE CTPEMATCS YIOBJIETBOPUTEH KIUEHTOB.

Ecmu kommaHus He yMmMeeT MOTHBHPOBATh CBOMX COTPYJHHKOB WIIM €€ B TMPHHIUIE HE
BOJIHYET MpobiieMa MOTHBAIIMK, OHA CKJIOHHA MIEPEOLIEHUBATh JI€HBI'M KaK MOTUBUPYIOMINN (hakTop
M, KaK TpaBUJIO, CYUTAET, YTO CTPOTasi KPUTHUKA U JKECTKUH KOHTPOJIb — HauboJiee JIeHCTBEHHBIC
MOTUBATOPHI.

Pazymeercsi, Bcera MOXKHO 3aCTaBUTh JIFOJICH CllenaTh BUJ, OyITO OHU aKTUBHBI, BEXKIUBBI U
roToBBI IIOMOYb. HO 3TO OTTaIKUBaET KIIMEHTOB HE MCHBIIIC, YEM IIJIIOXO0C O6CJIy)I(I/IBaHI/Ie.

O6cayKMBaHHUE N0 NPUHYXKAEHHUIO

OO6cmykuBaHUE TIO MPUHYIICICHUIO — JTO KOr/1a pabOTHHK, Kak 30MOH, B 567-ii pa3 Ha JTHIO

MEXaHW4YeCKH MOBTOpsieT: «YUymecHoro-sam-mHs-cienyronuiiy. MHorga abcypaHOCTh 3TOH
OeccoiepkaTenbHON (Ppa3bl HACTOIBKO OUYEBUIIHA, YTO COTPYAHHUKHU MPOU3HOCAT €€ TaK THXO WU
OOpPMOYYT TaK HEBHATHO, YTO UX HE CJIBIIIHO.

U rae 3neck cepBuc? Heyxkenu cOTpyIHUKH pa3roBapuBarOT ¢ KIMEHTAMHU JIMIIb TOTOMY, YTO
UM Tak npukaszan 6occ? Heyxxenu UM caMUM HUKOTIa HE XOUETCS OT AYIIH YIbIOHYThCS KIHMEHTaM
U IpYKeT00HO Mo60NTaTh ¢ HUMH?

OnuH yuTtatens 3a1ai Borpoc DHH Jlanaepce, Beayliei ra3eTHOM KOJIOHKHU: «H KTO TOJIbKO

npuayman sty 6e3mosrnyio ¢pazy "Uynecnoro Bam JHs"7»

Bol npuxonmute B pectopaH. OOCIyXMBAaIOT Bac OTBpPATUTEIbHO, €la Y)KacHas, IEHbI
¢danTacTrueckue. Bol orutaunBaeTe cueT, U OQPUIIMaHTKa TOBOPUT: «UyJIECHOTO BaM JTHSI.

Bol npuxoaute B marasus. [IpogaBios 3a mpusiaBkamu HeT. Psiiom HeT HUKOTO, KTO MOT OBl
MIOMOYb, MTOATOMY Bbl CAMH KOMaeTech B ToBapax. K ToMy MOMEHTY, KOTr/ila Bbl HAXOJUTE HYKHYIO
Bell[b, KyJIa-TO UCUE3al0T BCE KacCUpbl. Bl 311b1, kKak uepT. HakoHel HecnenHo nosBiseTcs: Kaccup,
MIPUHUMAET J€HbI'U U TOBOPUT: «HyJE€CHOTO BaM JHS».

Brl mpuxoauTe B anteky. Bel Mep3ko ceOst 4yBCTBYETE M TTOXO0XKH Ha XO149yt0 cMepTh. [lepen
BaMU B OdYepedH 4eThipe dYeloBeka. dDapMaieBT yIbIOA€TCS WU MUJIO OOJITAaeT C CHUMIIATHYHOM
MOKYTIaTeIbHUIICH, HEe 3aMedasl HelOBOJIbHBIX B3TJISAO0B OCTalbHBIX. Korjga ouepenr HaKOHEI-TO
JOXOAUT JO Bac, Bbl TOTOBBI CBEpPHYTh eMmy Mmier0. OH HaKoOHEl HaXOJUT Balle JEKapCTBO,
MPOTATUBAET €r0 BaM U TOBOPUT — BbI 3HaeTe 4To: «UyaecHOro BaM JHS».

AEBATb MOTHUBATOPOB

OtbOpocbTe 3a0iyXJI€HUE, YTO BBICOKOKAYECTBEHHOIO OOCIY)XKMBAHMSI KIHMEHTOB MOXKHO
JIOOHUTHCS, MPOCTO MPHUKA3aB CBOUM COTPYAHHUKAM OBITh APYXKETIOOHBIMHU C KIIMEHTAMHU, OKa3bIBaTh
UM TOMOIIIb, OBITh HaJEKHBIMU U JOCTOMHBIMHU JOBEpUs, BHUMATEIbHO U3YYUTh BCE OCOOEHHOCTH
IpeJyIaraeMoro MpoayKTa, HEMEIJICHHO pa3peniaTh xKajloObl U T. JI.

[TycThle, mMpUTBOPHO-APYXKEMOOHbIE (pa3bl HE CO3/1al0T TECHOM CBSI3M C KJIMEHTaMU U He
BBI3bIBAIOT Y HUX JKEJIaHUS IPUMTH K BaM CHOBA.

[IprBepPKEHHOCTh PYKOBOACTBA



HckpeHHsis ¥ OdYeBHJHAs MPUBEPKEHHOCTh KAYECTBEHHOMY CEpPBHUCY CO CTOPOHBI
PYKOBOJICTBa, HAUMHAs C TON-MEHEKEPOB U 3aKaHUYMBasi MEHeXKEpaMy HU3IIETO 3B€Ha, — CaMbIii
JCUCTBEHHBI MOTHUBUPYIOIIMKA  (AKTOp, KOTOPBHIH TOJNBKO MOXET CyIlecTBoBaTh. Ecmu
PYKOBOJMTENb MpPUIAET OOJbIIOE 3HAUEHHWE KAaYeCTBY CEpBHCAa M JOKa3blBaeT 3TO TeM, KaK OH
oOparaercsi ¢ KoJleraMyd U MOJAYNHEHHBIMUA B CBOEM OTJIENI€ U B JIPYTHX OTAENaX, TO U PSI0BOU
COTPYIHUK HAYMHAET BUAETH CMBICI B XOPOIIEM OOCIY)XMBaHUHM KJIHEHTOB. OH MOHHMAET, YTO
OTHBIHE XOpoliee OOCITy)KMBaHWE — HEMPEMEHHOE YCIOBHE TOBBIIICHHUS 3apIiuiaThl U
MIPOJBMKEHHS 110 CIIy>KO€, 0COOEHHO KOTJa OHO CTAHOBHUTCS OJHHMM U3 KIIFOUEBBIX KPUTEPHUEB B
opuIHMaNBEHON CHCTeME OIEHKM IepcoHana. B pe3ynpTaTe COTPYJHUKH HAYMHAIOT MOJIyYaTh
YIOBJIETBOPEHUE OT XOPOIIETO OOCITYXMBAaHUS KIHMEHTOB, MOHHMMAas, YTO TaKUM 00pa3oM OHHU
CTPOSIT cCOOCTBEHHOE OymyIee!

VY Tom-menemxkepos nuaepo ceppuca — GE, Federal Express, Wal-Mart, Home Depot,
Southwest Airlines, Dell u Nordstrom — cioBa HUKOT/1a HE PacXOJISATCS C JICTIOM.

Jromn ¢ ropaocTeio paboTarOT Ha KOMIIAHHIO, KOTOpasi CTPEMHUTCS K COBEpIICHCTBY B
o0CTyKMBaHUM KJIMEHTOB, B YHCIIE KOTOPBIX — WX 3HAKOMBbIE M Jpy3bs. KauecTBOo paboOTHI
MOBBIIIACTCS, CHUKAETCSA TEKy4eCTh KaJpOB.

Ky/abTypa 06c1y>KUBaHUA

[IpuBep>keHHOCTh PYKOBOJCTBA MPUBOIUT K MOBBIIIEHUIO «KYJIBTYPb» 00CIY)KMBaHHUSI, UTO B
CBOIO OYepe/b MOPOXKMAAET UYBCTBO TOPJOCTH U POCT MPOU3BOJUTEILHOCTH U KadyecTBa PabOTHI.
UtoObl koMmmaHus OnucTana B OOCTY)KMBAaHWUW KIHMEHTOB, 4YTOOBI €€ COTPYAHHKHA ObUIH
MOTHBHUPOBAHBI Ha TaKO€ OOCIyKMBaHHE, Kb MEHEDKEp MOJDKEH MPOHUKHYTHCS «PEITUTHEH
CepBUCAY.

MoTuBanus nepcoHajia 4epe3 MPUBEPKEHHOCTh PYKOBOACTBA — IPOIECC JIBYXYPOBHEBBIN.
[lepBrIif ypoBEeHb — PYKOBOJUTENH BHICIIETO 3BE€HA, BTOPON — MEHEKEePhl CPEIHEr0 U HU3LIETO.

Ton-meHemKep MODKEH MMOAAaTh MpPUMEp M yBIEYb 3a co00W ocTanbHbIX. OH JOIDKEH
3aMHTEpPEeCcOBaTh U MPUBJIEYh K AKTUBHOMY YYaCTHIO B peaM3allid CBOEH CTpaTernd MEHEIKEepOB
cpenHero 3BeHa. OH JIOJDKEH HANAIUTh KOMMYHHKAIUIO C PSAOBBIMH COTPYAHHKAMH, YTOOBI
JIOHECTH JI0 HUX HOBOE KopropaTtuBHoe BujeHue. OH 0053aTeIbHO JOJKEH CIYIIAaTh COTPYIHUKOB,
KOTJIa T€ TOBOPSAT €My, Kakue pPecypchbl UM HEOOXOAMMBI JJisi MPEBPAICHUs ITOTO BUACHHS B
peanbHOCTh. UTOOBI mpeycnets, CEO momkeH OTKa3aThCs OT H3OJALMM W aBTOpUTapu3Ma B
npuHATAU pemieHud. OH JOJDKEH CTaTh MPOBUILEM, CTpPAaTEroM, YYHUTENIeM, HACTaBHUKOM U
BJIOXHOBUTEJIEM.

MeHneKepsl BTOPOTO YPOBHS 00s13aHBI PYKOBOJUTH, MOaBasi TMYHBIA TPUMED, €CITH JKETaroT
W3MEHUTH MOBEIeHNE JItoaei. Henb3s, 4ToObI MOAUMHEHHBIC IOWMAIIA UX TIe-TO MeXIy «/lenaiiTe,
Kak s ropopro» u «He nenanre, kak aenaro s». MeHeKepsl, KOTOPbIE pyKOBOJAT, [101aBast JIMYHBIN
npumep, ToBopAT «Jlenaiite Tak, kak jgenaio s». OHM cCIpaBeAJIUBBI, IOCIEIOBATENbHBI U
KOMITETEHTHBI B OOpAIIEHUH C JIFOJIbMHU, KOTOPHIE UM MOAYHNHSIOTCS.

MeHemkepbl CpeTHEero U HU3IIEro 3Be€Ha JOJDKHBI IOMOYb PATOBBIM COTPYAHHUKAM YBUJIETh
CBSI3b MEXAY UX paboToit u nensiMu komnanuu. COTPYIHUKH TOJDKHBI OCO3HATH, YTO OT KAa4eCcTBa
MPEIOCTABIIIEMOTO MU CEpBHUCA HANPSAMYIO 3aBUCUT JOCTHKEHHE LIeeH BHICILIEro pyKOBOJCTBA U
MX HEMOCPEICTBEHHOT'O HaYaIbCTBA.

W nocnennee 3ameyaHue: HE HAJ0 paccMaTpUBaTh KaMIAHHWIO 1O TOBBIIMICHUIO KadyecTBa
CepBUCA KaK €JUHOBPEMEHHBIN aKT, pe3ylbTaTbl KOTOPOrO OCTAaHYTCs HaBeuHo. Her, nist Toro
9TOOBl KAa4YEeCTBEHHBIM CEpBHC B Ballleil KOMIIAHMM BBDKHJI U HE MpeKpalial TBOPHUTH 4yjaeca
JOSUTLHOCTH KJIMEHTOB, HEOOXOJUMa TOCTOSIHHAsI TMPUBEPKEHHOCTh PYKOBOJICTBA M HEOCITAOHBIH
SHTY3Ha3M IepcoHaa.



Oo6yuyeHue

OOyueHne TOMy, «KakK 3TO JIeJIaThy, — €Il OJJUH KIII0YEBOU JIEMEHT, 0€3 KOTOpPOro Bbl HE

MOJIYYUTE KauyeCTBEHHOIo cepBuca. Eciu J1IoAu TOYHO 3HAIOT, YTO U KaK UM HYXKHO JIEJaTh,
YBEJIMYUBAETCS BEPOATHOCTD, YTO OHU OYIYT ATO JeNaTh.

CoTpynHUKOB criemyer oOydaTh HE TOJIBKO TEM HaBBIKAM, KOTOpPhIE HEMOCPEICTBEHHO
HEOOXOIMMBI ISl TIPEAOCTaBICHHsI KaUeCTBEHHOTO CEpBHMCA, HO U TE€M, KOTOphIE MOMOTYT UM B
OTHOINICHHUSX C KOJUIETaMH 10 padoTe.

Opnako oOydyeHuwe naeT u apyrue mnpeumyniectBa. «Kak mpaBuiio, oOydeHHE MO3BOJSET
MPOJaBI[aM TIOYYBCTBOBATH Ce0sl 0COOEHHBIMMUY», — TOBOPUT Yapnb3 JIKeKCOH, KOHCYJIBTAHT IO
BOIIpOCAM MapKeTWHra M MeHepkKMeHTa B broopo mo ayrmieiicmenty Right Associates u3
[Ipuncrona (wrat Heto-/Ixepcn).

JIkekcoH ObUT CTapUIMM BHIIE-TIPE3UACHTOM 110 TEpPCOHANy CceTH yHuBepMaroB John
Wanamaker's B @unangenshun.

Tor ¢akT, 9yTo OOydeHHE 3acTaBISIET JIOJEH MOYYBCTBOBATH CEOSI «OCOOCHHBIMH», OBLI
MoATBepKIIeH KpymHeimieir B Kanane cereto cymepmapkeToB Zellers, koTopasi mpoBenia TPEHUHT
uist 22 ThIC. COTpYAHUKOB B 215 marasmHax. CerogHss B KOMIAHWUW pabOTaeT CBbIIIE 35 TEHIC.
4JenoBeK, ed mpuHamiencut Oonee 350 wmarasuHoB. [lo cmoBam Jhnoiima [IpBuca, mocne
npoxoxaeHus: paspaboranHoit Service Quality Institute mporpammer «Feelings» B KoMImanuu
c(hOpMHUPOBAJICS CHIIbHBIN KOMAaHTHBIA JTyX.

Jleno B TOM, 4YTO MporpamMma COYeTaeT TPEHUHT JUYHOCTHOTO POCTa M TPEHHHT IO
o0CITy>)KMBaHHIO KIUEHTOB. J[oBuc ckazan: «llociae TpeHMHra JIMYHOCTHOTO pocTa y JroAeH
yIIydIlaeTcsl OTHOIIEHHE K ce0e, OHM HAauMHAIOT paboTaTh C YAOBOJILCTBHEM. A €Ile OHU HaYMHAIOT
3a00TIMBEE OTHOCUTHCS K TIOKYIATENISIM U TOBOPUTh UM KOMIUTUMEHTBIY.

B cepenune 80-x romoB Zellers oOyumna OGosnee 50 THIC. COTPYIHHUKOB IO Tporpamme
«Feelings». 3a 60 mueit o0bem mponax Beipoc Ha 30 muH gout. OQHAKO CO CMEHON PYKOBOJICTBA
KOMITaHUS TIOTEpsiiia HAIPaBJIEHHOCTh Ha 00CITY)KMBaHUE KIUEHTOB.

5 aBrycrta 1993 r. s Hanucan nucekMo npe3uenty komnanuu Ilony Yonrepcy, npussiBas €ro
BHOBb HaNpaBUThH yCwiIHs Ha oOcimyxkuBaHue kineHToB: «Kormga B Kanamy mpuger Wal-Mart, ona
HE TOJBKO MPUHECET THMTaHTCKUN aCCOPTHUMEHT M HMCKIIIOUUTENBHO HHU3KWE IICHBI, HO M, KaK BaM
M3BECTHO, OHA BEPUT B MOTHUBUPOBAHHBIN MEPCOHAN U KayecTBeHHbIN cepBuc. [1o, s 03aboueH Tem,
yro WalMart ceect Zellers, korja B KOHIIe KOHIIOB IpuzeT B Kanamy».

OtBet Yonrepca ot 12 aBrycra 1993 r. ObLIT )KECTKHUM U TIPEACIBHO OTKPOBEHHBIM. EMy He

MOHPABUJINCh MOM clloBa, uTo Wal-Mart «cwect» Zellers, korna npuaer B Kanagy. Bmecro
3TOrO OH MPUBJIEK MOE€ BHUMAaHHE K UX PEKOPIHBIM MTPOJakaM U MPUOBLIAM.

Korna 14 suBapst 1994 r. Wal-Mart nakonen npunia B Kanagy, croumocts akuuit Hudson
Bay ynana na 20%; B Teuenue nByx jetr Wal-Mart ctana kpynHeHIIUM pO3HUYHBIM MPOJABIOM B
Kanazne. Ona cwena Zellers Ha o0el... JoKa3aB, 4TO MPUBEPKEHHOCTh OOCIY)KMBAaHUIO KIMEHTOB
JOJKHA OBITH Ha BCIO KHU3Hb.

IloxBasia u NMNpU3HAHHUE

B HeKOoTOphIX KOMIIaHUSAX HAYalIbCTBO OOpallaeT BHUMaHUE Ha COTPYIHHKOB TOJBKO TOT/A,
KOTJla T€ COBEpIIAIOT OmMMOKy. Xopolias paboTa — He MOBOJ YTPYKIaTh ce0s KOMMEHTapUsIMHU,
cunuTaeT pykoBoJcTBO. K coxkaneHuio, olHa M3 TJIaBHBIX NpoOJieM cepBHCa — IOYTH TMOJHOE
OTCYTCTBHE MPU3HAHMS 3aCIyr COTPYIHUKOB, HEMOCPEIACTBEHHO IPEAOCTABISIIOIIMX YCIYTH.
BonbmnHCTBO M3 HUX Pa0OTAIOT U3 rojia B IO, HE CIIbIIIA HU CJIOBA TTOXBAJIbI.

Korna nmonn TpynsaTcst Kak cepas Macca M HE MOTYT Y3HaTh, KaK KOMIIAHMsS OLIEHMBAET MX
paboTy, OHM HAaYMHAIOT yMaTh, & HHOT/Ia ¥ TOBOPUTH BCIYX MPUMEPHO cienyroiee: «Het Hukakoit



pa3HULIbI, HAIOPTadYy I UJIM HET. 3a4eM HalpAraTbesi?»

Jlroqu mOJXKHBI YYBCTBOBATh, YTO MX BKJIAJ 3aMEUalOT W LEHAT, IOTOMY 4TO IpPHU3HAHUE
BJIMSIET Ha CAMOYBaXCHHME, a CAMOYBa)XCHHE JIaeT YEJIOBEKY YBEPEHHOCTh B ce0€ M MO3UTHUBHBIN
HAcTpOH, KOTOpble NPOM3BOIAT XOpOIIEe BIEYATICHWE HA KIMEHTOB M 3aBOEBBIBAIOT HX
JosubHOCTb. [103TOMY, rocnoza MEHEKEpHBl, 3alIOMHUTE, YTO OJHO CJIIOBO 3aCy’KEHHOM MOXBAJIbI
CIIOCOOHO CcJienaTh Ui BHEIPEHUS KadeCTBEHHOTO cepBHca OoJjbIle, 4YeM Jrodas cucrema
yIIpaBJICHUS.

Kak MOXHO yale JMYHO FOBOPUTE CBOMM JIOAAM «crmacuboy». IIpoBoaure ¢ HUMHU Oosblie
BpPEMEHHU.

Camo 1o cebe MpuCyTCTBHE HaYaIbHIUKA — 9TO (hopMa MPU3HAHHUS.

IloxBana BBI3BIBAET y COTPYAHUKOB JKEJIaHUE IIPEIOCTABIATH KAueCTBEHHBIM cepBHUC. be3
TAKOro KeJaHus Jro0oe oOyueHne OyneT HampacHbIM. BOT modyeMmy 3HauMTeNnbHas 4acTh HAIIETO
TPEHUHTA M0 00CTY)KMBaHUIO KIHMEHTOB «Feelings» mocBsIeHa TOMY, KaK MOBBICUTh CAMOOLIEHKY
COTPY/IHHUKOB, CO3/1aTh Y HUX HO3UTUBHBIA HAacTpoil Ha pa®oTy. COTPYIHHUKHU JOJKHBI MOTYy4aTh
YIOBJIETBOPEHHUE OT PabOTHI.

Kak BbIpa3uTh NOXBaJly U NPpU3HAHUE

Bbl MOXkeTe HCIIonb30BaTh OAUH U3 CIAEAYIOUIMX METO/I0B!

1. 3Banue «CepBUCHBIN COTPYAHUK MECALIA» U MaTEPUAIBLHOE BOZHArPaXKICHUE.

2. YIOMMHaHHE O COTPYAHHUKE B KOPIIOPATUBHBIX U3JaHUSIX.

3. Ilpu3Hanue B noJipa3ieCHUH.

American Express Travel Related Services exeromno mnpucyxmaer 3BaHHe «OTIMYHBIN
WCIIOJTHUTEIbY COTPYIHHUKAM, KOTOPbIE MPEAOCTABIIAIOT KIMEHTaM BbICOYANIINKM YPOBEHb CEPBUCA.
Breicmiyto wHarpany «3onotoii cokon» Federal Express mpucyxmaer psaoBoMy MEpCOHATY «3a
CEpBHC, BBIXOJAIIMM 3a paMKH CTaHIApTHBIX CIYXeOHbIX oOsi3aHHOCTei». Harpaga cocrout us
3HAYKa C KOPIOPATUBHOM 3MOIeMoit «30710TOTO coKomnay u aecatu akuuii FedEx.

30J10TOM 3HAYOK TMOJYYarOT COTPYIHMKH aBuakoMmmanuu Delta Air Lines, KoTopsie nemaroT
JUISL TTACCAXKUPOB OOJIBIIIE, YEM MPEINUCAHO UX JIOKHOCTHBIMH HHCTPYKLIHSMU.

B xommannu Precision LensCrafters ucnonb3yroTcst pa3HOOOpa3HbIE TPOTrPaMMBbI TTOOIIIPEHUS
B 3aBUCHUMOCTH OT KauyecTBa NpoayKiuHu. B pamkax mporpammsl «Kiny6 ['opu3oHT» MeHeIKephl
HOMHHUPYIOT «IIapTHEPOBY», KOTOPHIE OKa3ajlyd KJIMEHTaM HCKIIOUMTENbHBIE yciayru. B 1989 r.
6bu10 HOMUHHMpOBaHO 89 uenoBek. M3 Hux 80 momyumnu no 100 gom., a 9 yenosek — mo 1000
JIOJUL. Y LICHHBIN CYBEHUP.

B ceru oreneii Hyatt Hotels &amp; Resorts mporpamma obecrieueHusi KauecTBa Ha3bIBACTCS
«B konTakTe Ha 90-e». Cnenuansubiii CoBeT NMpe3uIeHTa MO 00CTY)KHMBAaHUIO KJIUEHTOB YECTBYET
coTpyaHukoB Hyatt, KOTOpble MPOSBUWIN «Tepou3M» B OOCITY)XKMBAaHHWU TOCTEH oTenel. 3amaua
nporpammel «l'oBoputr Hyatt» — mOOMPUTH COTPYIHMKOB OTKPBITO M OTKPOBEHHO T'OBOPUTH O
cBoel paboTe, 0 CBOEM OTeJIe U O CBOEH KOMITAaHUH ¢ MEHE/DKEPaMHU BCEX YPOBHEH.

IIpa3agHOBaHME MAJIbIX TOGE],

Hy)KHO MMpasgHOBATh OAXKE MaJbIC JOCTUKCHUA, YBCIMYMBAA YHCJIO IIOXBAJI. Bonbmne
MPEMHH — 3TO 3aMeyaTesbHO, HO HE MEHEe 3aMeyaTelIbHbl U BEUEPUHKH C , THUIIEH, HeOombIne
nogapkKku, TOPT C HAANHUCBIO, CBA3KW BO3JYIIHBIX M[MAPOB, MIYTJIWBBIC 3HAYKH, HWCKPCHHHUC
PYKOTIOKAaTHUS WM arioaucMeHThl. MimMeHHo Tak aenmaror B Stew Leonard's, mokamyit, camoi
KPYIIHOM B MUPE CETH MAarasuHOB MOJIOYHBIX IIPOLYKTOB.

B ynuBepmarax Marshall's ngeiictByer mporpamMmma «BBIMTPBIBAIOT BCE», OCHOBaHHas Ha



cucreMe HakoryieHus 6amtoB. COTPYIHHMKH MOMYYaroT Oajuibl, KOT/Ia 3aMeyaroT, 4TO Ha TOBapax
OTCYTCTBYIOT WJIM TME€penyTaHbl [EHHUKH, WIA KOrJa O HHUX TMOJOXHUTEIbHO OT3bIBAETCS
noKynarenb. bamibl 3amuceiBaloTcsi B JKypHan ydera. HaOpaB ompezeneHHyl0 cymMmy Oaiios,
COTPYJHHKH MOIYy4aroT MoaapovHblid ceptudukat Marshall's va 10 mos.

UToOBl TOBBICUTH 3aMHTEPECOBAHHOCTH MPOM3BOJICTBEHHOTO MEPCOHANA B KJIIMEHTaX, OTIENT
OTHOIIIEHUH C KJIMEHTaMH KommnaHuu Scott Paper BBen Harpagy «3a 3aciyru nepej KIMEHTaMu.
Takyro Harpany momyyaer Opuraja, KOTopasl NMpOsiBUJIA YHHUKAJbHBIE 3aCiIyTd B IPOU3BOJICTBE
MPOJYKIMH 711 KJIMEHTOB KOMIIAHUM B T€UEHHUE MpEeAbIAYIIero roja. Jta Harpaja Mpucyxaaercs
3a paboTy, BBIMOJHSAEMYIO Ha IMpou3BojAcTBe. Harpama Bpydaercss pyKOBOAMTENIO MOOEAMBIICH
Opuranpl Ha HarmoHampHOM KOPIIOPAaTUBHOM Che3Ze. 3aTeM Ha MPOU3BOJICTBEHHON MIIOIIAJIKE, T/Ie
pabortaer mnobOenuBmIas Opuraga, OpraHU3YeTCsl TOPKECTBEHHBIM 007, BHIIE-TIPE3UACHT II0
MapKEeTUHTY Bpy4aeT MOYETHbIE 3HAYKU KaXKIOMY

qsieHy OpHUrazpl.

UToOb! MOTYEPKHYTH 3HaYEHHE BKJIa/la B JIEJI0 OOCTYKHUBAaHUS KJIMEHTOB, OT/IE] OTHOILIEHUI C
KIMEHTaMU OOBSBISET MMEHa moOeauTeneil Bo BpeMs HammoHnaneHOW Henmenu morpeduteneil. B
X0JIe ATOM HeAeNu NEMOHCTpHUpYETCS BUIACOPUIBM O MOOEAMBIIEH Opuraje, pa3laroTcs 3HAUKH,
OpraHM3yeTCsl BBICTaBKAa M3 THCEM KJIMEHTOB, IIAKATOB, CTAaTeii B KOPHOPATHBHBIX H3JAHUSIX,
OecraTHBIX OOpPa3lOB TOBAapOB Ui KIHWEHTOB, MPOBOJUTCS IKCKYPCHUSI 1O IPOU3BOJCTBEHHON
IUIoIIazKe, rae paboraet nodeauBIIas Opurana.

IIpu3Hanue

Kommnanuss Giant Food, Inc. w3 JIbHmoBepa (mrar MbppuieHna) OpHCYXKIAaeT Harpamy
«Cotpynauk wmecsa». ['oBoput Mapk Pénep, xkoopauHaTOp MO CBS3SIM C OOIIECTBEHHOCTHIO:
«Korma MbI BUIHM, YTO COTPYJHUKU BEXKJIUBBI C KIIMEHTAMH, Mbl HATPAXKJIA€M HX 32 BEKITHBOCTHY.

B ceru oteneit Marriott KOpHIOpHBIE W COTPYIHHUKH IICHTpAa OPOHUPOBAHUS TMOJIYYArOT
oco0oe TpU3HAHWE, KOI/Ia KauyecTBO MPENOCTAaBIsIEMOT0 WMH CEpBHCA BBIIIE HOPMBL
AMepHKaHCKOE MPEICTAaBUTENIbCTBO KoMITaHuK Toshiba oTHOCHTCS K TesleOHHBIM OmepaTopam u3
CITY>KOBI TEXHUYECKOM MOJIEPKKH, Kak K reposiM. B komnanum Disney «reposiMuy» ObIBAIOT Jaxe
yOOPIITHKH.

B Sewell Village Cadillac myO6nu4HO 4ecTBYIOT Jy4IIuX MexaHMKOB. OHHM 3apa0aTbhIBaioT
cebire 100 Teic. momwt. B roxa. K mx ycimyram nydmme mporpaMmbl 0OydeHHs, a B pabOTe€ OHH
UCTIOJIB3YIOT aBTOMaTU3HUPOBAHHBIE CUCTEMBI 00ECTICUEHHUS.

B onnoii ¢urancoBoi koMmaHuu «COTPYIHUKY MeECSIa» MPETOCTABISAETCS OIIadYMBaeMbIH
BBIXOJIHOM U BPYYaeTCs MOYETHBINA 3HAYOK.

Kommanus u3 cdepbl BBICOKMX TEXHOJIOTHH OpraHU30Baja JBYXTHEBHBIA BBIC3THON CEMHUHAP
IUISL CBOMX JUCTPUOBIOTOPOB, YTOOBI OOCYAUTH HOBBIE BO3MOKHOCTH cObITa. PupMa 1mo3adboTusace,
9TOOBI OOCTAaHOBKA W BHEIIHWE aTPHOYThI BCTpEYM OBUTM TAaKUMHU K€ POCKOIIHBIMU, KaK Ha
COOpaHMsX BBICHIETO PYKOBOJICTBA. JTO TOXKE (popMa MpU3HAHUS.

Ecnu Bamm nydiive npoaaBlibl MOIYYarOT XOPOIIME MPEMUM WX JAOPOTHe MOAAPKHU, TO U
HarpaJpl JUis JTy4IINX CEPBUCHBIX COTPYJHHKOB JOJDKHBI OBITH conocTaBUMBI. Eciu aToro Her, Bai
MIEPCOHAJ CJIEJIaeT BBIBO/I, UTO «CEPBUC MEHEE BaXKECH, YEM MPOJIAXKI.

COTpYAHMKM B POJIU IpeANpUHUMATE/IEH

Jlxon MakkopMak, KOTOpbIA cO cBOed »eHol Mapuand Biageer 20 camoHaMH KpacOThI
Visible Change B XblocTOHE, TOBOPUT, YTO CEKPET €ro ycmexa — KadyeCTBEHHbIH cepBuc. Mx
CHUCTeMa IMOOLIPEHUH M BO3HATPAXKICHHM HalleJleHa Ha TO, YTOOBI CTHJIMCTBI B HX CaJlOHaX



9yBCTBOBAJIM M BeMH ce0s Kak MpeAnpuHUMATENIH, OOCIYXHBasi COOCTBEHHBIX KIHMEHTOB.
CTHIIHCTBI, KOTOPBIE UMEIOT TIOCTOSTHHBIX KIIMEHTOB, IMOIYYaOT JOMOJHUTEIBHOE BO3SHATPAXK ICHHE.
Ho ecnu 1oy MOCTOSHHBIX KIHMEHTOB HE JOCTHTaeT 65% B TEUEHUE IEeCTH MECSIIEB, CTHUIIHCTA
NpOCST TOKWHYTh KoMmmaHuto. ['oBopur Makkopmak: «[lepBbIM [1€710M HYXHO YCTaHOBHTH
CTaHMAPTHI. A 3aTeM CJeNaTh TaK, YTOOBI KaX/IbIi B KOMITAHUH TTOHSUT 3TH CTaHAAPTHD».

Ecnu BBl BO3Harpaxkaere CBOMX COTPYTHHKOB 3a IPEBOCXOIHOE OOCTY)XKMBAaHUE KIUCHTOB,
TO BAIlld KIIMEHTHI OYAYT MOTy4aTh MPEBOCXOAHOE OOCTYKHBAHHE.

B pazpaborannoii Service Quality Institute mporpamme Leading Empowered Teams for
Service Quality («CepBuc: ympaBiieHre KOMaH/I0N») CIeTlaH aKI[eHT Ha BBEJCHHH CTAaHAAPTOB KaK
Ha OJTHOH M3 KITFOYEBBIX COCTABIISIONINX yCIIeXa.

Cetb canonoB Makkopmaka IpOBOJAUT MOTHBAIIMOHHBIE KJIACCHI, KOTOPHIE TIOMOTAIOT CO3/IaTh
Yy COTPYOHHKOB OpPHUEHTHPOBAHHOCTh Ha KIMEHTOB, IIOBBICHTH WX YBEPEHHOCTh B cele.
KomMmentupyer Makkopmak: «Eciau Bbl 3a00TUTECH O CBOUX COTPYIHUKAX, OHU OyIyT 3a00THTHCS
0 BaIUX KJIMEHTax. Y KOMIIaHUH He OyneT mpoOiem, Mmoka ee COTpYyIHUKH cyacTimBbl. Ho ecnm
COTPYOHUKM HE Ha Balleld CTOPOHE, KaK OHU MOTYT CIOCOOCTBOBATH IPOIIBETAHUIO BAIETO
ousHeca?»

KomaHaHbIN AyX

JIBoe KaMEeHOTEeCOB 00TeChIBAJIM T'paHUTHBIE TIBIOI. [IpoxXonuBIINIT MUMO YETOBEK CIIPOCHI
y Hux: «Yto BB nemaere?» IlepBulii kameHoTec yrpiomo mpoBopuan: «lIbiTatock o0Tecatb 3TOT
YepTOB KaMeHb». BTopoii, KOTOpoMy SIBHO HpaBWJach paboTa, oTBeTHI: «Mosi Opurama CTpoOUT
cobop». Ecnm paboumii crmocoOeH MNpencTaBUTh «IIeNblii coOop» M BUAWT CBOM BKJIax B
CTPOMUTENHCTBO, €T0 MPOU3BOAUTEIHLHOCTh U YIOBJIETBOPEHHE OT PabOTHI TOpa3fo BHINIE, YEM Y
TOT0, KTO BUJUT Nepe co00M JIHIIb TPAHUTHYIO TIBIOY M JOITUN TSDKKUN TPY/I.

Nmenno Onaromapss KOMaHTHOMY AyXy cTaj Tak nomyisipeH «Jlenb BeImucok» B University
National Bank &amp; Trust Company B Ilano-Aunro (mrat Kanudopnus). B nepBslii 1eHb Kax10ro
Mecsilla BCe COTPYIHUKM OaHKa, BKJIIOYas IpejacefaTeliss COBeTa IUPEKTOPOB, COOMpPAIOTCS 3a
OTPOMHBIM CTOJIOM B KOMHATE JIsi MEPEroBOPOB, YTOOBI Pa3JIOKUTh MO KOHBEPTAaM BBINHUCKU C
0aHKOBCKUX CYeTOB. biaromapsi 3ToMy KJIMEHTHI MOJIy4alOT YHUKAJIbHYIO JJisi OaHKOB yCIyry —
€KEMECAYHYIO BBIIIMCKY BCETO YEPE3 ABa JIHS N10CJIE OKOHYaHUS MECSIIA.

CoBMECTHOE JOCTHMIKEHHE BAXKHOM 1€ CO3/1a€T KOMAHJHBIA JyX U OPUEHTUPOBAHHYIO Ha
KJIMEHTOB KOPIIOPATUBHYIO KYJIBTYPY.

ITo coobmenuto University National Bank, pentabenbHOCTh €ro akTUBOB Ha 75% BbIIIIE, YeM
B CpeAHEM IO INTaTy. OTOT pEKOpA PYKOBOIUTENH OaHKa CBA3BIBAIOT C KayeCTBEHHBIM
o0CITy’KMBaHHEM KJIIMEHTOB M KOMAaHIHBIM JTyXOM.

Bank of San Francisco pa3paboran TpHHIMII KOMAaHIHOW pabOTHI MO OOCTYXKHBaHUIO
KJIMEeHTOB. PykoBoauTenn KOMaHII — «IIpeANpPUHHUMATENN», OHU UMEIOT CBOOOAY AEHCTBHI U
MOTYT CaMOCTOSITENILHO MOI0MPaTh KOMaHAbl. OHU OTJIMYHO 3HAIOT PHIHKU, KOTOPBIE OOCITYKUBAIOT
UX KOMAaHJIbl, Y HHMX €CThb BCE€ HEOOXOJMMBIC MOJHOMOYMS, W OHM BCEr/a IMOJIydaT IH0YIo
MOJIICPIKKY, HEOOXOMMYIO MM ISl Pa3BUTHS CBOETO «JIENIa.

3amaya ocTajdbHOM wYacTH OaHKa — aJAMHHHMCTpalMM, (QUIMAIOB, OMNEPAlMOHHOTO U
KpPEIUTHOTO OTJIENIOB — IMOMOTaTh paboTe KomaHI. Bce pyKOBOAMTENM KOMaHI pETryISIpHO
BCTPEUAIOTCS C MPEACTABUTEISIMH JAPYTUX MOAPA3AEICHUN U CO CTApUIMMHU MEHEIKepaMu, YTOOBI
00ecTIeYnTh HA/ICKHYIO 1 KAUECTBEHHYIO MOJJICPKKY.

[TonHOMOYMST pyKOBOAUTENEH KOMAaHJ PACIpPOCTPAHSIOTCS Ha Bce MoipasneieHus O0aHka U
MEHEJKEPOB CpEIAHEro 3BEHa, IIOTOMY 4YTO TOJBKO TaK MOXHO OOecrneuuTh THOKHH U
MHHOBAIIMOHHBIN MMOAX0/1, YTOOBI JIyUllle YAOBIETBOPATh HHANBUAYAIbHbIE TOTPEOHOCTH KIIMEHTOB.



T'opaocTs

UyBCTBO TrOpIOCTH — MOIIHBIM MOTHBAaTOp. OJHUM M3 UCTOYHUKOB TOPJOCTH CTAHOBATCS
MOCTOSIHHBIE KJIMEHThL. Korjma KIWEHT MPUXOIWT CHOBA, YNBIOAETCS COTPYAHUKY U COBEpIIAET
MMOKYIIKY, COTPY/IHHKA TPEET MBICIIb, YTO OH CEJIaJl YTO-TO MPABHIIBHOE U BAYKHOE JIJIsi KOMITAHHH.

3ayacTyro TakOH THUI MOTHBAIMM Topa3io d3¢p(deKkTuBHEe, YeM JACHbIH, U IMOOYXIaeT
COTPY/JHHMKOB MPEIOCTABIATh KAUYECTBEHHOE OOCITY)XMBaHHE. DTO HA3bIBACTCSA «YIOBJIETBOPEHUEM
OT paboTHI».

B mMoTuBamuu nepcoHaiia HeT HUKaKoW TallHbl. O 4EIO0BEYECKOW MOTHBAIIMUA MBI 3HA€M BCE,
YTO HYXHO, €Ille CO BpeMeH AJsiekcaHjpa Bemukoro: Jitoau — 3TO KUBOTHBIE, Y KOTOPBIX €CTh
xenanus. OHu OyayT JenaTh TOJIBKO TO, YTO MPUHOCHT MM KETaeMbld pe3yibTaT, U JI0 TeX Top,
MOKa 3TO MPUHOCUT UM KeJIaeMbIH PEe3yJIbTar.

Bo3HarpaxaeHue

Corpynuuku xommanuu Smith &amp; Hawken, Toprytomeid mo karajgoram ToBapamu JUis
caga/oropoja, BIAJCIOT akIUsIMH cBoed kommaHuu. [lo crmoBam mpesuzeHTa kommanuu [loma
XOKeHa, COTPYIHUKH MOTHBHPOBAHBI MPEIOCTABIATh KAUECTBEHHOE OOCIYXHBAHHE, IIOTOMY YTO
Onarozapsi eMy NOJy4aroT NPUJINYHbIE JUBHICH/IbI.

Ecnmu wmenemxep ynuBepmara Marshall Field Buaur, 49ro mnpopmaBer; BeIMKOJIEITHO
00CITy)KMBAET TIOKYIATENs, TOT MOJIy4aeT cepeOpsTHyI0 MOHETY — (PpaHTriayH. /[ecsaTb MOHET MOXKHO
OOMEHATh Ha KOpOOKY mIokojana. I[IpaBo Ha JOMONHUTENBHBIA OIJIAYMBAEMBIN JI€Hb K OTITYCKY
natot 100 ¢hpanTITyHOB.

Korna ynuBepmaru Marshall Field Tonbko Hadanu kammaHUIO MO TMOBBILIEHUIO KYJIBTYPHI
00CITy’)KUBaHMsI, POJIABLbI OJXOAWIN K MOKynaTesnsM npumepHo uepe3 10 munyr. Ho Gnarogaps
TaKMM HaIlleJICHHBIM Ha MOTHBAIMIO MEpPCOHAIa M3MEHEHHSIM, KaK CUcTeMa moolipeHust OpaHriyH,
a TaKKe KOMIIBIOTEpHOM IporpamMMe IUIAaHMPOBaHUS pabodero rpaduka, KoTopas MO3BOJISET
ONITUMAJILHO PACIpEeeNIUTh MPOJABIOB IO OTJENaM, YHHUBEpPMAaru COKpaTHJIM 3TO BpeMs 10 2
MUHYT.

HOOH.lpI/lTeJIbHOE BO3HarpaxxacHue

Komnannss Dow USA cTuMynupyeT TEXHUYECKMX CHEUUAIUCTOB TMOBBIIIATh KadeCTBO
OOCITy’>)KMBaHMsI KJIMEHTOB, J00aBisAs K HX 3apIulataM MOOIIPUTENBHOE BO3HArpaXkJIeHHE,
IIPUBSA3aHHOE K MNpousBoauTenbHOocTH. Ho mpm ompeneneHun pasmepa Bo3HarpaxiaeHuss Dow
YUUTBIBAET Pe3yJbTaThl PabOTHI MpojaBioB. HauanbHuK otaena oOCIyKMBaHUS KIMEHTOB MHUTY
Kepn rosopur: «Eciu Bbl X0TUTE, YTOOBI COTPYIHUKU OT/eNa OOCITYKUBaHUS U MPOAABLBI CTAIN
eIMHOW KOMaHJIoW, paboTaromeil Ha yJep)aHue KIMEHTOB, BO3HArpaXKAaWTe MX 3a COBMECTHBIN
ycmex».

[Ton »TumMu crnoBamu oOeMMH pykaMu mnoanucbiBaercs Maiikn JIe6€p u3 YHuBepcurera
Hogoro

Opneana. OH cyMTaeT, YTO IPEMUU HYKHBI KakK JUIsl MPOJABLIOB, TaK W JJsl COTPYIHUKOB
OTAENOB 00cHykHBaHUA. «DBONBIIMHCTBO KOMIIAHUI HE HarpakxJaroT COTPYJHHKOB OT/EJIOB
oOciy>kuBaHMs 3a 3a00Ty O KJIHMEHTax», — TOBOPUT OH. B pe3ynbTare Takoro npeHeOpexeHus
COTPYIHUKH OTJENIOB OOCITYKMBAaHHUS 3a4acTyl0 OTHOCATCA K KJIMEHTaM «pPaBHOIYLIHO M Jaxe
pe3puTensHOY, 100aBmsaeT JIeGeéd.



JInyHasg 3aMHTEepPEeCOBaHHOCTh

IlomHMTE, YTO JNYyYIIMH MOTHUB — JIMYHAs 3aMHTEPECOBAHHOCTb. COTPYIHHUKH 3aXOTST
Ka4yeCTBEHHO 00CIIy)KHBaTh KJIMEHTOB TOJBbKO TOT/A, KOTAA YBUIAT B 3TOM JIMUHYIO BBITOJY.

ABtopel xypHana Electrical Contractor, BO3MOXXHO, OBUIM CIHMIIKOM pPE3KH, HO B HX
3asBJICHAN MHOTO IpaBiabl: «COTPYIHHUKH TOJDKHBI YETKO OCO3HATh, YTO MX 3apIUIATHBIC YEKU U
rapaHTHUs 3aHATOCTH 3aBUCAT OT TOI'O, HACKOJIBKO OHM OPUEHTHPOBAHBI Ha KIUEHTOB, MOCKOJIBKY
MMEHHO JTO BENET K POCTYy WM INPOLBETAHUIO KOMIAaHWHM. COTPYAHMKH AOJDKHBI IMOHATH, IIOYEMY
OpHEHTAIMsl Ha KJIMEHTOB KPUTHYECKH BaKHAa Jis ycrexa OusHeca. HakoHen, OHM JOJKHBI
OLIEHUBATh CBOE MOBEICHUE C TOUKHU 3PEHMs, [IOMOraeT OHO NPHOOPETaTh U COXPAHATh JTOBOJIBHBIX
KJIMEHTOB WJIM MIPUBOAMT K IIOTEPE KIUEHTOBY.

boniee koHkpeTHO BhICKa3biBaeTcss Maiikin bap3seneii, npenonaronmii ynpasienue B [lkoie
nmenun Kennenu I'apBapackoro yHusepcutera. [lo ero MHEHHIO, KaMIIaHUU [0 IOBBIILIEHUIO
KYJIbTYpbl OOCIyXKMBaHHUs (IPOBOJMMBIE B OpraHax BJIACTH IITaTa MM OKpyra) IOMOTaroT
MOTHBHUPOBATh TOCYJAPCTBEHHBIX CIYXalllUX MO psiiy Npu4uH. Bo-mepBbIX, ciayXkallie HauuHAIOT
OCO3HABaTh 3HAYECHHUE TOT0, YTO OHM JenaroT. Ilockoabky mporpamma MpeanuchBacT COTPYIHUKAM
CIpalIMBaTh MHEHHUE KIUEHTOB, TO YCJbIIIATh, YTO OHU JENAIOT YTO-TO IPABWJIBHO U XOPOLIO,
OYECHb Ba)XHO. BO-BTOpBIX, JrOAM € OOJBIIMM SHTY3Ma3MOM U OTBETCTBEHHOCTBIO OTHOCSATCA K
mo00i mporpaMMe HM3MEHEHHH, KOTOPYIO KOHTPOJHMPYIOT caMH. B mporpammax MOBBIIICHHS
KYJIBTYpbl OOCITYKMBaHUS, IPOBOJUMBIX CBOMMM CHJIAMH, COTPYIHUKU MOJIY4YarOT BO3MOXKHOCTb
03BYYHTb COOCTBEHHbIE MJEH M CTPATETMU U3MEHEHHMs, a HE OBITh BO BJIACTHU MPHUXOTEH BHEIIHHX
KOHCYJIbTAHTOB WUJIM HHCIIEKTOPOB.

YaydiieHHe OTHOIIEeHUH

Kornma coTpynHUKH MO3HAIOT EHHOCTh JAPYXKECKHX, 3a00TJIMBBIX OTHOIICHHH C KIMEHTaMH,
OHM IIOJY4YarOT BAXKHBIA YPOK, KOTOPBIM IIOMOTraeT MM YJIYYIIWTh B3aUMOOTHOILIEHHsS Kak Ha
pabouem MecTe, TaK ¥ B TMYHOW KHU3HH.

VinpiOku W apyxkemoOHOe OOIIeHHE ¢ KIMEHTaMH M KOJUIeraMu 1o padoTe CcO37aroT
OyaronpusTHYI0 arMochepy, B KOTOpOl HE3aMETHO MpoJjieTaeT pabounii neHb. Korma coTpyaHuku
JagAaT € KOJUICTaMH W KIIMCHTAaMH, OHUM HAYHUHAKOT JIYYIIC OTHOCUTLCA K ce6e. OHHU CTaHOBATCA
cyacTivBee, a ux paboTa — IMpOoayKTUBHEE U dY(DPeKTUBHEE.

IloBbILIEHHE CAMOOLIEHKH

3a cTeHaMH KOMIaHHUH, KOTJ]a COTPYIHUKUA OOHAPYKUBAIOT, YTO UX MOJIOKEHUE YIPOUUIIOCH,
UX TpejcTaBieHue o cede ynyumraercs. OHM HaYMHAIOT OOJIbIIE yBaXkaTh ceOsl, BBIIIE OLIEHUBATD,
MO3TOMY CTaHOBSTCS 0oJiee YBEPEHHBIMH, ONTUMUCTUYHBIMH U MOTHBHpPOBaHHBIMU. Jltoam,
KOTOpbIEe paboTal0T B KOMITAHUSAX, U3BECTHBIX BEJIMKOJIEIHBIM CEPBHUCOM, KaK MPaBUJIO, ObIBAIOT
Oosee mMoOmynsipHBI B KPYTy Apy3ed M KOJUIET, IOTOMY YTO B OOIICHMHM OHU MPHUMEHSIOT Te Ke
METO/Ibl, C IOMOIIIbIO KOTOPBIX BBICTPAUBAIOT XOPOILNE OTHOIIEHHUS C KJIMEHTAMHU.

Korna otHomeHust Ha paboTe U B IMYHOM KU3HU CTAHOBATCS Jy4Ille, )KU3Hb HAJIAXKUBACTCS.

YenoBek 4yBCTBYET ce0s1 4aCThIO KOJUIEKTHBA.

IloxBaJia OT K/IMEHTOB — OTJIMYHbIHN MOTHUBATOP



[IpenocraBiisisi Ka4eCTBEHHBI CEPBUC, COTPYAHUKH HAUYMHAIOT MOJIYYaTh «AIUIOJAMCMEHTHD
oT

KJIIMEHTOB, KOTOpbI€ BO3HArpaXJal0T W MNOAKPEIUSIIOT uxX ycunusa. [lostomy, cruenys
YeJl0OBEYEeCKOW MPHUpPOAE, OHU MPOJODKAIOT JAenaTh TO, YTO JeNajd, 4amie U C OOJbIIUM
ynoBosibcTBHeM. OHU HAUWMHAIOT JIydille padoTaTh, MPU ITOM PACTET UX MPOU3BOJUTEIHHOCTH H
00BbEM MpOAaX Ha OJHOTO COTpyAHHKA. POXmaroTcsi 4yBCTBO TOPAOCTH M KOMAaHAHBIN 1yX,
KOTOpPBIE JENAI0T PaboTy «C OTOHBKOM)» TPaJUIIHEH.

[ToueMy Tak nOpoUCXOAUT, BHOJIHE MOHATHO. KiumeHtsl — 310 VIP-mepcoHbl B KH3HU
CEPBUCHBIX COTPYAHUKOB. COTPYAHMKH — 3TO JIIOJU, a JIOJSM CBONCTBEHHO SMOIMOHAIBHO
pearupoBaTh Ha OTHOIICHHE K HUM OKPY)KAIOILIMX, BKJIIOYasi KIMEHTOB.

CoTpynHUKH TOpa3fo cyacTiuBee Ha paboTe W BHE e€e, KOorja KIUEHTHl JOBOJBHBI
JleiicTBUTENBHO, TOpa3A0 NpUATHEE padoTaTh C KIMEHTaMH, KOTOpble HE OpIO3KaT MO MOBOIY
o0cy>KuBaHus!

[TooupsiiTe COTPYAHUKOB HCIOIb30BaTh TAKTUKU OOCIYKHMBAaHUS KJIMEHTOB B OOIIEHUU C
KOJUIETAaMH M B JIMYHON KHU3HU: YIbIOATHCS W TOBOPUTH KOMIUIMMEHTHI, BHUMATEIBHO CIIYIIATh
JOJIeH U cTapaThbes IOMOYb UM, TEIJIO MIPUBETCTBOBATH JIOJEH U MpoIaThcsi ¢ HUMU. B pe3ynbpraTe
COTPYJTHUKU HaBEpHSIKA OOHApYKaT, YTO UM CTaJO Jy4llle W Ha padoTe, U B CEMbE, U B )KH3HU B
1eJI0OM, ¥ OYAyT MPOJOKATh MPUMEHSTH TE K€ TAKTUKHU. JTO MONAET Ha MOJIb3y U KOMIIAaHUU, BEb
YIIYYIIUTCS BHYTPEHHSISI KOMMYHUKAI[US, B3aMMOOTHOIICHUS TIEPCOHAla ¥ TPYAOBask AUCIUILIMHA.

Korna corpynHuku yBUAST MpeUMYyIIecTBa MPUMEHEHHs] HABBIKOB OTHOIICHUN C KIMEHTaMU
JUYHO JUTsl ceOsl, OHM HAYHYT WCIONBh30BaTh ITH HABBIKA CAMOCTOSTEIHHO, OHU 3aXOTAT CTaTh
npodeccuoHaraMu B OTHOLIEHUSX € KiauMeHTamu. OCO3HaB NMpeuMyliecTBa JUYHO JAJs cels oT
MIPUMEHEHHSI HABBIKOB OOCITY)KWBaHUS KIMEHTOB, COTPYAHHKU OYAyT MOTHBUPOBAHBI YUHTHCS H
MPUMEHSTh Ha IPAKTUKE TO, YeEMY HaYUHITUCh.

Takum oOpa3om, cambiii 3(eKkTuBHBI €rMOcOO MOTHBHPOBAaTH CBOMX COTPYJHHKOB —
OOBSCHUTH UM, YTO OPUEHTHPOBAHHOCTh Ha KJIIMEHTOB, JIpy)KeT00re 1 3a00Ta pu 00CTyKUBaHUH,
KOTOPBIM BBl UX YUUTE, IOMOTYT JIUYHO UM.

Korna y nroneit HanakuBaeTCs JIMYHAS )KU3Hb, MEHSAETCS U UX TIpeicTaBieHue o cebe. OHu

HAYMHAIOT OOJbINEe YyBaxaTh ceOsi, BBINIE CeOsl OIEHWBATh W TIOTOMY CTAHOBSTCS Oolee
YBEpPEHHbIMH, 0OJiee ONTHUMHCTUYHBIMH M MOTHBUPOBAaHHBIMHM Ha Xopolnyi paboTy. Bce 3To
B3anMOCBs3aHO. [IpemocTaBissi KaueCTBEHHOE OOCITYXHBaHHE, COTPYIHUKU IOTYYArOT OOJbIIe
MOXBaJl OT KJIMEHTOB, IO3TOMY HauMHAIOT paboTaTh eule Jyylie.

Ho ans Havama BaM W BallldM MEHEDKEpaM MPHUAETCS YOSIUTh CBOUX COTPYIHUKOB B TOM,
YTO JINYHO OHU BBIMTPAIOT OT 3HAHHUSA U MPUMEHEHHS HABBHIKOB KAaUECTBEHHOTO OOCITY:KMBAHUS
ropaszio 0oJbIIe, Y4eM KOMITaHHS.

Wtak, BOT popMyra MOTUBAIIUU COTPYAHUKOB: PEryIsipHOE 00yUeHHE MITI0C yOexKAeHue, 4To

HABBIKM Ka4eCTBEHHOTO OOCTYXXHBaHUS TIOMOTYT WM B WX JIMYHOW KHU3HU, ILIIOC
YBaXXHUTEIbHOE OTHOILIIEHHE CO CTOPOHBI HEMTOCPECTBEHHBIX PYKOBOIUTENCH.

Hecsth npaBun obmenus ¢ kiueHnramu Ot kommanuu General Motors)

» Cobmro1aii 3o0moToe npaBuiio — «llocTymait ¢ IpyruMu Tak, Kak Tl ObI XOTEJ, 9TOOBI OHU

MOCTYTAIH C TOOO

* He ckynuch Ha noxBairy — ByJb mieapbim, U Ipyrue oTBETIT Tebe TeM ke

* bynb nckpennuM — JloBepue KIMEHTa 3aBUCUT OT TBOEH UCKPEHHOCTH

» OOparaiicst K KJIMEHTY 1O ©MeHU — JIt000My IPHUSATHO, KOT/Ia €r0 y3HAIOT

* Ctap IpyroM — Y3HaWTe Apyr apyra

* Vip16aiicst — DTOo YU crmoco0 YCIbIaTh, YTO TOBOPUT KIUEHT

* Citymaii — 9T0 caMoe KOPOTKO€E PacCTOSHUE MEKIY ABYMsI JIFOIbMU

e OrnaBail — KiHMeHT 3aMETUT U OLIEHUT DTO

* JIymaii «BbI» BMECTO «s1» —/[yMaii 0 KIIMEHTE U BCET1a COXPaHsAd 4yBCTBO IOMOpa

* 3a00ThCs 0 KJIIMEHTEe — J[e1a ToBOpSIT rpoMue CII0B



KnuenTsr:

YEero OHM XOTAT OT KOMIIAHUHU

* YUCTOTHI

* OmymieHus: CoOCTBEHHOM BaXKHOCTH

* ckpennoctu

* Hagexxaoctu

* YecTHOCTH

* JloBepust

* [IpusiTHOI /15 T71a3 0OCTAHOBKH

UYToObl TOMOYb KJIIMEHTAM, MbI JIOJKHBI

* Beputs B Hau npoaykT

* BoITh yOEX/I€HHBIMH B BAXKHOCTH UX HYXK]I

- He mokaspIBaTh CBOETO pa3apakeHHs

- Beera ObITh BeXIJIUBBIMU

- [ToMHHTB, YTO OHU XOTSAT BBITOJIBI JIJIs ce0st

- 3a71aBaTh BOMPOCHI

- Y ensTh *M MaKCUMYM BHUMaHUS

- 'oBopuTh UM criacu6o

MHorue CepBUCHBIE COTPYIHUKH, CTPEMSIIUECS, YTOOBI KIWUEHTHl OBUIM JTOBOJBHBI,
MOAMMUCHIBAKOTCSA MO 30J0THIM IPaBUIIOM. 31E€Ch AaHbl MPUHIHUIIBI JIMYHOTO MOBEJAEHUS U COBETHI
0 TIPENOYTEHUSAM KIMEHTOB U 00cyxuBaHuio KneHToB. (Ilepeneuarano ¢ pa3pemenus General
Motors Corporation.)

TopaocTh U yAOBJIETBOPEHHE

Yuute CBOMX COTPYAHUKOB TOPIAUTHCS TEM, YTO OHM JIEJIAIOT, U KOMIAHUEW, B KOTOPOM
paboTaroT W KOTOpask TOJBKO BHIUTPBIBACT, €CIU C KIMEHTaMH OOpAlIAIOTCS YBAXKHUTEIBHO H
po¢eCCUOHAITBHO.

Bot kax BeIpasmi 3Ty uzaew DHIpio Anpuane, korjaa 0bu1 MeHemkepoM kiyda Polo Club B
bokaParon (mratr ®@nopuaa): «/lns Hac cepBUC — ATO MPEXKIIE BCETO BOMPOC TOPJIOCTH, TOTOMY
YTO CEPBUC, KOTOPHI MBI MpejajaraeM, OCHOBAaH Ha TOPIOCTH KIyOOM, KoyjleramMu mo pabote,
PYKOBOJACTBOM M ujeHamu Kkiyba. Korma ecTte ropaocTs, TO KOJUIEKTHUB BBIHYXKIAeT
COOTBETCTBOBATh BBICOKMM CTaHJapTaM CEpPBUCA, €CIIM YEJIOBEK ATOr0 HE JIEJAeT, €ro CUUTAIOT
Oenoit BOpoHOI». «['OpA0CTh 03HAYaeT, YTO CEPBUC CTAHOBUTCS HAMBBICIIUM MpUOpHUTETOM. Ecim
BbI HE IPEJOCTABISAETE BHICOKOKIACCHOTO CEPBUCA, BBl TepsieTe WIEHOB. ECiM BbI TepsieTe 4IeHOB,
BBl HE MOXETe MOJJIEPKUBATh KIYO B HAJJIEXKAIlEM COCTOSHHUU, U Bbl TEpseTe ropaoCTb. ITO
OIIACHBIN KPYI».

bosibiee camoyBakeHue

Kor;[a COTPYAHUK BUJUT, YTO KIIMCHTLI MIPUXOAAT K HEMY CHOBA — IMOTOMY YTO UM HPABUTCA,
KaK OH MX 0OCITy>)KHBaeT, — OH HauWHAET OOJIbIIIEe yBaXKaTh CeOs.

OnTumMmusm

[TepcnexkTuBbl cTaHOBATCSA spue. Hamexapl Ha mpodecCHMOHATBHBI POCT KaxyTcs Oosee



peanbHBIMHU.

KoHTpoJb

CoTpyIHUKHM 4YyBCTBYIOT, UTO OHM — XO3si€Ba CBOEH *kM3HU. OHM JIydllle CHPaBISIOTCSA C
o0cTy>)KMBaHUEM KITMEHTOB U C JIIOOBIMH MPOOJIeMaMH Ha paboTe.

PaGoTaTh CTAaHOBUTCA Jierye

brnaronapss komangHo¥ pabore H ayxy coTpyaHHYecTBa, BO3HHKAIOIIMM B pe3yJbTaTe
JIPY)KECKUX B3aMMOOTHOIICHUW, CTAaHOBUTCS TOpa3llo Jierde CIHpaBisIThCsl ¢ paboroit. Korma
YeJIOBEK WIAJUT» C KOJIJIeTaMu, J1eJ10 UAeT ObIcTpee U Mpole.

BoJibllasi yBepeHHOCTb B ce6e

Korna corpynHuku yBepeHbl B CBOMX B3aMMOOTHONICHMSIX M Ha paboTe, U BHE €€, OHU
CTaHOBSTCA 0OJiee yBEpEHHBIMH B cede.

Ya0BOJIbCTBUE OT PaGOTHI

CoTpyIHUKH TyMarOT O paboTe C yOBOJILCTBUEM, & HE C OTBPAILICHUEM.

JlutepaTypa AJisd OpUeHTal M1 U MTHPOPMHUPOBaHUA epCoHaIa

OpHa U3 caMbIX BBIIAIOIIMXCS IPOrPaMM OPUEHTAIIMN COTPYAHUKOB, KOTOPYIO MHE JI0BEJIOCH
BHJIETb, — JTO TporpamMma i HOBBIX COTPYJIHUKOB aHIIHMKCKON kommaHuu Woolworth. Oto
pockomHblid 80-CcTpaHWYHBIN MOMHOLUBETHBINH OykieT ¢gopmara A4, oTmeyaTaHHBIA Ha JOPOToi
TIIHIIEBOM Oymare. Bbicokasi CTOMMOCTB 3TON OpOIIIOpHI CBUAETEILCTBYET O TOM, YTO KOMIIaHHMS
CEpbE3HO OTHOCUTCS K OPUEHTALIMM U MOTUBALIMU CBOETO IIEPCOHAA.

Bykner BBIIISAUT KaK yOauyHbIA pe3yNbTaT COTPYAHUYECTBA T'€HHAIBHOTO XYHAOXKHUKA-
aHMMaTopa W BJIOXHOBEHHOro au3aiiHepa. Co3nmatenu OykieTa MCIONb30BATH KPacOYHBIE
KapTUHKHU, OPUTHHAJIbHBIE PUCYHKU. TEKCT COAEPKUT POBHO CTOJIBKO CJIOB, CKOJIBKO HY>KHO, YTOOBI
3aWHTEPECcOBaTh, OPOCUTH BHI30B M MOTHBHPOBATH Jo/iei. K coxkaneHnto, KOMIaHus nepecTaia ero
UCIOJIb30BaTh.

«KoHTpaKT» Ha cepBuUC

Bykner comepXUT «KOHTPAaKT» MEXIy KOMIAHWEH M HOBBIM COTPYIHHKOM. B KoHTpakTe
oOemanbpl TpU3HAHUE W BO3HATPaXJIEHUE, €CIIM COTPYIHUKH Oyayr paboTaTh Ha YypOBHE
YCTaHOBJIEHHBIX CTaH/IapTOB.



K Oyknery npunaratoTcst OyKBBI W 3BE3[bl JUISI UMEHHBIX O3/Kei, KOTOpble 0003HAYaroT
MIPOXO’KJCHUE PA3IMYHBIX YUEOHBIX MPOTrpamMM M JOCTH)KEHHE ONpPENIEICHHBIX YPOBHEW 3HAHUM U
KayecTBa paboTel. [1o ucTeuenun nepBoro rojaa paboThl ATH JOCTH)KEHUSI HAUMHAIOT BBIPAXKAThCS U
B JIEHEXKHBIX npemusix. OnHa u3 OykB Ha 03/1Ke, «X», YKa3bIBA€T, UYTO COTPYTHHUK MPOIIET TPEHUHT
0 0OCITY>KUBAHUIO KIIMEHTOB.

Eme onuH 3aMeuarenbHBI 0Opasen jauTepaTypbl A MEpcoHala — MalleHbKas KpacHas
KHIKUIA [0/l Ha3BaHUEM «YUacTBYWTe€ M cpaxailTecb», KOTOpPYIO aBuUakoMmaHus SAS
pacnpoctpanwia cpear 20 ThIC. CBOMX COTPYJIHHUKOB M 3aT€M Bpydasia KakJIOMy HOBUYKY. B Heit
paccka3aHo O BUJCHHMM M LENAX KOMIAHUM, BO MHOTUX (pUpMax 3Ta HHPOPMALUS TOCTYIHA JIUIIb
coBeTy nupektopoB. ['oBoput Su Kapicon, OsBmmii npe3uaeHt Scandinavian Airlines System:
«IToMuMO akileHTa Ha CEpBUCE MbI CMOTJIM MPOOYAUTH CKPBITYIO HEPTUI0, KOrAa Kaxablii B SAS
— OT YJICHOB COBETa JUPEKTOPOB 10 COTPYAHUKOB

oT1ena OpOHUPOBAHUS OMIIETOB — Y3HA U TIOHSUT HAIIIE BUJICHUE.

I/IHCTPYMEHTBI AJIA KAa9Y€CTBCHHOrIo cepsuca

ObecrieubTe CBOUM TEpcOHAT HEOOXOAMMBIMU CHCTEMaMU W TEXHUYECKOW IOJICPIKKOM,
KOTOpBIE «IIO3BOJIAT» €My paboTaTh MAaKCUMAallbHO KadeCTBEHHO M A()(EeKTHBHO. DTO MOXKET
03HAYaTh 3aMEHY IMEYaTHBIX MAIIMHOK HAa KOMIBIOTEPH WM O0OpYIOBaHUE MPOU3BOJCTBEHHOU
nuHun ctagkamu ¢ YITY u T.4.

B xuure Toma Ilurepca «lIpouBeraHune Ha Xaoce» COAECPKUTCA OYEHb BAXKHBIM BBIBOJ,
CICIIaHHBI HAa OCHOBE JIECATHJICTHHX HAOMIOEHWNH W WCCIICIOBAHMMA PA3JTMYHBIX KOMITAHUMN:
«Kakyro Obl (YHKIHIO B KOMIIAHMM JIOAW HU BBIMOJHSUIA, WX BOOJYIIEBISIET BO3MOXHOCTH
MPEAOCTaBUTh BBICOKOKAYECTBEHHBIN MPOAYKT WIH YCIYTy».

[IpuBenem Tpu apyrux BeiBoAa [Iutepca, K KOTOPBIM OH MPUIIIEI B PE3YNIbTaTE AECATH JIET

uccnenaopanuii. 1) KiaueHT roToB matuth OoJibllie 3a XOpolee, U 0OCOOCHHO 3a OTIUYHOE,
KauecTBO. 2) OupMbI, KOTOPHIE MPEIOCTABISAIOT TaKOE KauecTBO, OyayT mpouBserats. 3) Hu oaun
MPOIYKT HE UMEET CTONPOLEHTHON FapaHTUH KaueCTBa, [IOTOMY UYTO HOBBIE TEXHOJIOTMH MOCTOSIHHO
MOAHUMAIOT ISl KJIMEHTA TUIAHKY BO3MOKHOT'O Ka4eCTBa.

AEHbI'i MOTUBUPYIOT?

«MHoOrue cepBUCHBIE KOMIAHMM HHUKAaK HE IMOHMYT, YTO TOT, KTO HENOCPEACTBEHHO
obecrieunBaeT OOCIyKMBAaHHE, — CaMblii Ba)KHBIM YeJIOBEK B KOMMAHUW», — roBopuT OnaeH
Kneiiron, rnaBa Mucturyra mapkerunra B KemOpumke (mrar Maccauycerc), HEKOMMEPUYECKOTO
HCCIIEI0BATENBCKOrO LIEHTPa 110 BOIIpocaM OM3Heca.

HecomHeHHO, NeHBIrH 00JIaAal0T ONPENEICHHBIM MOTHUBUPYIOIIMM BO3AEHCTBHEM, MOITOMY
JIOASIM, KOTOPBIE MTPEIOCTABIISIFOT 00CTY>KHBaHUE, HY’)KHO OY€Hb XOPOIIO IUIaTUTh, & HE OTOABUIaTh
UX Ha CaMble «3aJIBOPKM» LIKAJIbI 3apaO0THOM IJIATHI, KaK 3TO MPHUHSATO.

Po3HNuYHBIE KOMMAHMU, KOTOpbIE HCHOJIb3YIOT CHUCTEMBl BO3HArpaKJeHHs Ha OCHOBE
KOMHCCHOHHBIX, BHJAT, YTO YBEIUYEHHOE TaKUM 00pa3oM BO3HArpaxkJeHHe Ha CaMOM Jelie
MotuBupyet. Kak mpaBuiio, B pe3yiabTaTe BHEIPEHUS TaKUX CUCTEM YIIydlIaeTcs 0OCIyKUBaHHE
KIJIMEHTOB.

KoMuccuoHHble



CeromHsa Bce yalle JyYIIUil CEepBUC MOXXHO HAWTH B KOMIIAHUSX, /i€ BO3HArpakJIeHHE
COTPYJIHHUKOB B TOW WJIM MHOM (pOopMe IMPUBSI3aHO K CHCTEME KOMUCCUOHHBIX, HE3aBUCHMO OT TOTO,
MOKYyIaeTe Bbl MAIlllMHY, HEJABMKUMOCTb, MY>KCKOH KOCTIOM WM JOPOTYIO JKEHCKYIO OJICXKIY.
PaboTa Ha OCHOBE KOMHUCCHOHHBIX IMPUHOCUT OOJIBIIIE JICHET, ITOATOMY OOBIYHO MPUBJIEKAET Oojee
CTIIOCOOHBIX JIFO/IEH.

Maraszuapl 1o Tmpomaxke onxexasl st Myx4uH Bergdorf Goodman mobunuchk xopormmx
pe3yabTaToOB, MOJHOCTHIO TEpeBells MPOJABIOB HA CHUCTEMY KOMHCCHOHHBIX. MaHXA3TTEHCKHM
marazud kommnanuu Carter Hawley Hale of Los Angeles mepeBen Bcex mnpomaBIlOB Ha
KomuccuonHble. ['oBoput Maputa O'/lua, ObIBIINIA BULIE-TIPE3UACHT U JTUPEKTOP 1O NepcoHany: «B
pe3ynbTaTe K HaMm MPUILIM JIIOJIM, KOTOPble BBICOKO MOTHMBHPOBAHBI, JIOOST MPOJAaBATh U XOTIT
ocTaThCs». Ho 3TH JIF0M TOMKHBI «BJIAJIETh HABBIKAMU MPOJAXK U XOPOIIIO pa3OoupaThCs B BRICOKOU
MOJIE€ U IOPOTHX TOBapax», — J100aBIIseT OHA.

BonbmmHCcTBO mMpoAaBnoB B MarazuHax Nordstrom — IITaTHbIE COTPYAHHMKH, KOTOpPBIE
paboTaloT MONHBIA JIeHb M, B OTJIMYME OT TNPOAABIIOB JAPYTUX MaraspuHoB, Ha OCHOBE
KOMHCCHOHHOTO BO3HarpaxjaeHus. IIpolaBIoB TMOOWIPSIOT BBICTpAaUBaTh C IOKYIATEIIMU
MPOYHbIE, JUIUTENbHBIE OTHOIIEHHs. Ha Ka)/10r0 moKymnarTest OHU 3aBOJST «KHWKKY MOKYIIATeNs»,
B KOTOPYIO 3allMCBIBAIOT BCE, YTO HPABUTCS M HE HPABUTCA KOHKpETHOMY uejoBeKy. Korma B
Mara3uH TOCTYNalT TOBapbl WJIM HAUMHAETCS paclpojiaxa, MPOJABIbI 3BOHAT M IMPHUIJalliaioT
3aiiT B Mara3uH. Konkypentsl Nordstrom mbITaauch MEPeHSTH 3Ty CTPATEruio, HO 0e3yCHelIHo.
OHM nepeBOAMIN CBOMX MPOJAABIIOB HA KOMHCCHOHHBIC, HO HE 3aUMCISUIM MX B IITAT HA MOJHBIN
pabounii 1eHb ¥ HE TPUMEHSITN KOHLIETIIHIO T0JITOCPOYHBIX OTHOLIEHUH. B pe3ynbrare OHM TOIBKO
pa3orHaIM MOKyIaresei, MOTOMY YTO HaBSi3UMBbIE MPOIABIbl MBITAIUCH BO YTO OBl TO HU CTAJIO
BCYYUTh UM KaKOW-HUOYIb TOBap.

Taxke Ha OCHOBE KOMUCCHOHHBIX, XOTSI M Ha TPOTHUBOIOJIOKHOM KOHIIE CIIEKTpa CepBHUCa OT

Bergdorf Goodman wu Carter Hawley Hale, paboTtaioT MeKCHKaHCKHME Mara3uHbl B
MpUTpaHUYHBIX TOopoaax — B Xyapece, uepe3 rpanunly ot Jib-Ilaco, u B Tuxyane psaom ¢ Can-
Huero. IIpogaBubl TaM 4pe3BbIYAHO BHUMATEIBHBI. [laxke uepecuyp BHUMATENbHBI, 110 MHEHHUIO
HEKOTOphIX. VX 3apriaTa MOJHOCTBIO COCTOMT M3 KOMHCCHOHHBIX. BaM HHKOrJa He mpuiercs
MCKaTh MpPOJABIA, KaK 3TO 4YacTO ObIBAeT B aMEPUKAHCKUX MarasuHax. BOT TOIbKO BHUMaHHE
MIPOJABIIOB — 3TO BCE 00CTYKMBaHKE, HA KOTOPOE Bbl MOKETE PACCUUTHIBATD.

Cerp ynuBepmaroB Bloomingdale's mepeBena Bcex 1500 mponaBIOB CBOETo TJIABHOTO
MarasuHa Ha MaHXA3TTeHE C 1M0YacoBOM Ha KOMHCCHOHHYIO oruiaty. K konmy 1989 r. ¢aktuuecku
Bce Marasusbl Bloomingdale's mepenumm Ha KOMHCCHOHHBIE. BBeieHHE CHCTEMbI KOMHCCHOHHBIX
ObUIO YacThIO TUIaHA TOBBIMIEHUS KYJIbTYpbl OOCITY)KHMBaHHUSA, MOCKOJBbKY Takas CHCTeMa MJaeT
MpoJaBIaM OOJNBIINI CTUMYJ CTPEMHTHCS YIOBJICTBOPATH IMOKyMHaTeled, YTOObl OHU TOKYIAIH
OoJpllie W MPUXOIWIN cHOBa. Hampumep, xorma B aexabpe 1988 r. B ormene akceccyapoB IS
MYXXYHMH ObUIa BBEJIEHA CHCTEMa KOMHCCHOHHOTO BO3HArpakJICHHsI, MPOJaXH BbIpociau Ha 22%,
KaK ¥ 3apIuiaTa npoJ1aBLoB.

Eme oquH npumep yCHemHoro NpuMEHEHHUs! CUCTEMbl KOMHUCCHOHHOTO BO3HArPaXICHUS —
Mara3uH BeICOKOW Mozbl Stanley Korshak u3 Jlammaca. Ho komuccroHHbIE — CTUMYJT HE JJI BCEX.

Y4yacTue B NpUGBLIAX

Mopuc Maiio, korma 0wl mpe3uaeHToM (GupMbl Maio, Beaylie KOMIAHUU 1O PEMOHTY
CaHTEXHHYEeCKOro obopyaoBaHuss B paiione Can-/luero, mnpemiarag coOTpyJHHUKAM ITOMHMO
KOMHCCHOHHBIX JICHE)KHOE BO3HATPaXJICHUE B BUJC YYaCTHS B NPUOBUISIX W NMEHCHOHHOTO TUIAHA.
KpOMe TOro, B KOMIIaHUH 6]:1.]'[21 OYCHb IMPOrpeCCUBHAA CUCTCMaA OIIIAThl OTITYCKA, OCHOBAHHAA Ha
CpeIHEM TOJI0BOM 3apalboTKe, M s JPYTUX MPHUBJICKATEIbHBIX TPHBUIICTHI.

JIGHbI'M MOTYT CIIY’KUTh MOTHBHPYIOIIUM (PAKTOpPOM, KOTJa OHH JKECTKO NpPUBSA3aHBI K
ynosierBopeHHOcTH KiaueHTOB. B Renex Corp. 3 BynbOpumka (mratr Bupmokunus), xoTopas



MMPOU3BOJAUT OGOpyI[OBaHI/IC AJI1 KOMITBIOTCPHBIX CeTeﬁ, KIIMCHTHI IIOMOT'alOT OLCHHUBATH pa60Ty
TEXHUYECKHX CIEIMATNCTOB, TPEMUH KOTOPBIX 3aBUCAT OT YAOBICTBOPEHHOCTH KIHEHTOB.
CoTpyIHHMKH, KOTOpPbIE TIOKA3bIBAIOT OTIMYHBIC Pe3yJIbTaThl, 3apadaTeiBaloT B Renex npumepHo Ha
10% GombIie, YeM WX KOJUJIETH B KOHKYPUPYIOIIUX QUpMax.

Renex oTHOCUTCS K TEXHUYECKUM ClicuaJInCTaM Kak K IpoJaBlaM. Omna CTPECMMUTCH, I-ITO6I:I
€e TeXHHUYECKHUE CIICIUATUCTHI JICHCTBUTEIHHO MOICPKUBAIH MPOJaKU. M OHa He JienaeT Tak, Kak
yrpapisitouii 0anka u3 riasbl 3. [loMHHTE, OH AaBall 3a BHICOKHE NIPOJAKU JICHEKHBIC IPEMUH, a
3a XOopolee 00CTyKUBAaHHE KITMEHTOB — 3HAYKH.

IIpemun

JlaliTe KJIMEHTaM BO3MOXKHOCTh COOOIIWTh BaM O KauyeCTBEHHOM OOCIY)XKMBAHUU —
MIPEIJIOKUTE MM 3aIlOJIHUTh KAapTOUuKy OT3bIBa. M naiiTe mpeMum TeM COTpyJHUKaM, KOTOpBIE
IIPEJOCTaBHIIM TO KauecTBEHHOe oOciyxuBaHue. CyMMa JEHEKHOIO BO3HArpakJeHMs, KOTOPYIO
OHH TIOJTYYalOT, T0JIKHA OBITH MPOMOPIIMOHAIEHA KOJMYECTBY OJaronpusITHBIX OT3HIBOB KIIMEHTOB.

MoTtuBupyrot nu nenpru? Hecomnenno. Ho Bo MHOTHX ciydasx IeHbrd He 00J1aaloT TaKOH
K€ CWIOH MOTUBHPYIOILErO BO3JECUCTBHS, KaK CaMOYBa)X€HHE, BO3MOKHOCTb Pa3BUBATh CBOU
CIOCOOHOCTH (camMopeanu3anus) 1 T.J1.

BoT oxgHa moyuuTenbHas UCTOpPHS O MOTUBHpYMoLeH cuie neHer. B 1982 r. B unnycrpun
aBUAIICPEBO30K HACTYIUIIM TSDKEIbIE BPEMEHA: KOHKYPEHLHS CTPEMHTEIBHO POCIA, HEKOTOPBIE
aBHANEPEBO3YMKY NepecTanu ObITh peHTabenbHbIMH. Delta Oblia 01HOM M3 MHOTHX, YbH TPUOBUIH
PE3KO yIamu.

Kak noctrynuna komnanust? Haxoasch B Tex jke (PMHAHCOBBIX YCIIOBHSIX, KOTOPBIE 3aCTaBIISLIH
ApYTUX aBUAIEpPEeBO3UYMKOB COKpAIIATh MEPCOHAN M JOTOBAPUBATHCSA C MPOQPCOI03aMU O CHUKEHUU
3apmiaTel, Delta Bapyr moBeicuia 3apriary corpyaHukoB! PykoBozacto Delta paccyxnano Tak:
€CJIM BIUIOTH JIO HACTOSIIEr0 MOMEHTAa CBOMM YCIIEXOM KOMITaHMsI Oblila 00s13aHa IJIaBHBIM 00pa3oM
NEepCOHaNTy, 3HAYUT, U €€ BbIXOJ U3 KpH3Uca OyAeT B 3HAUYMUTEIBHOW CTENEHU 3aBUCETH OT
IIPOM3BOIUTENIBHOCTH M KayecTBa pabOThl IEPCOHAA.

Oxymuna ce0st oTa Taktuka? Jla, MHOTOKpPAaTHO B BMJE JHTYy3Ma3Ma IE€PCOHAJA, BBICOKOH
IIPOU3BOIUTENIBHOCTH U TOTO, YTO MOXKHO Ha3BaTh «aKTHUBHOM OslarogapHoOCThO». COTpYAHUKH
CKUHYJIMCh U KYNWIH Ul KOMIIAHUU aBHajaitHep! Jto Obu1 nepBbiii bounr-767 kommnanuu Delta.
Ero nazBamm «/[yx Deltay.

PACIHIUPAUTE MOJTHOMOYMA NEPCOHAJIA. OTBETCTBEHHOCTh MOXKET
BbITb MOTUBATOPOM

JloBepbTe CBOWIM COTPYJHHUKAaM OTBETCTBEHHOCTh CAMOCTOSITENIbHO NMPUHHUMATH PEIICHUS O
TOM, 9TO HEOOXOIUMO ISl YIOBJICTBOPEHUS KIUSHTOB. JTO TOXE (POpMa MOTHBAITHH.

HeBo3MOXHO cTaTh JTUAEPOM CEpBHCA, HE pacIIUpss IMOJHOMOYHUS mepcoHana. Kawxmprit
COTPYIHHUK JODKEH HWMETh IPAaBO HAPYIMIUTh WM OOOWTH TpaBWIIa, €CIU 3TO HYXHO JUIs
YIOBJIETBOPEHUS KIIUCHTA.

BreIurphiBacT KIIMEHT — BBIMTPHIBACT KOMITAHHUS.

Ha camoMm pene, mo mepe TOro Kak Mbl BXOJUM B 3Py DKOHOMHKH YCIYT, COTPYIHUKH,
TOTOBBIC B3ATh Ha CeOsI OTBETCTBEHHOCTh CBEPX YCTAHOBJICHHBIX OOS3aHHOCTEH, MOTYT CTaTh
pemaromuM GakTopoM ycriexa KOMITaHUH.

OObeKTHBHBIA (DaKT: MEPBBIA K€ COTPYIHHUK, C KOTOPHIM KOHTAKTHPYET KJIHCHT, JOJDKEH
JTOOUTHCS, YTOOBI KIMEHT OCTAJCS JIOBOJICH, MHAaue OOCTy)KMBaHWE HE OYJeT MMETh JKeIaeMOro
s dekTa. DTO 3HAYUT, YTO BCE PEUICHUS JOKHBI TPHHUMATHCS B TOUKE «IIEPBOTO KOHTAKTay, a He



nepeiaBaThCsl BBEPX M0 KOPIIOPATUBHOM JIECTHHIIE.

[Touemy? TloTomMy 4TO €CiM KJIMEHTA BBIHYKJAIOT HATH CO CBOEH 3a00TOM Jaibiie mepBOTO
JUYHOTO KOHTAKTa, B OOJBIIMHCTBE CIIy4aeB OH OTKAXETCS OT ATOro. Yamie Bcero oH K BaM HE
BEpHETCH.

[To moum omenkam, He Oonee 5% KoMmaHWii OOYYalOT CBOMX COTPYAHHUKOB pEIIaTh
po0OJIeMbl Ha MeCTe, XOTS HY»KHO MPU3HATh, YTO 3Ta MPaKTHKa MOCTeNeHHo paciupseTcs. Emre pas
MOBTOPIO: €CJIM KIMEHThl BBIHYXJICHBI KOHTAKTHPOBaTh OoJiee YeM C OJHUM YEJIOBEKOM,
OOJIBIIMHCTBO OTKA3bIBAETCS OT MOMBITOK PEUIUTH MPOOJIEMY, @ MHOTHE YXOMST HaBCET/1a.

bank Barnett Bank of Florida nmemeHTpamu3oBan CBOM pPO3HUYHBIE ONEpalldU, OTAB
yIOpapisomuM (uiuanaMyd BIIACTh NMPUHUMAThb MHOTHE pELIEHUs, KOTOphle KOTJa-TO MOTJIH
MPUHUMATHCS TOJILKO B IITA0-KBApPTHPE.

Teneppr kaccupbl U COTPYIHUKH KPEOUTHOTO OTJAEJa YHOJHOMOYEHBI CaMOCTOSITEIIBHO
pemarb

BOIIPOCHI U pa3dbupaThCs ¢ MpodieMaMu, KOTOpbIEe PaHbllle MepeaBaIicCh BBEPX M0 IETOYKE.

«KIJIMEeHTBI XOTAT OTBETCTBEHHBIX JCUCTBUM, )KEIATEILHO OT MEPBOTO YEIOBEKa, C KOTOPHIM
OHM KOHTaKTHpPYIOT», — roBopuT [lonm XokeH, mpesumeHT kommanuu Smith &amp; Hawken,
KOTOpasi TOPryeT Mo KaTajioraMm ToBapam s caga/oropona. «HUKTO He TOMKEH XOAUTh K CBOEMY
HaYaJIbHUKY, YTOOBI TOT pa3pelini eMy H03a00TUTHCS O KITUEHTE», — MPOJI0JIKAET XOKEH.

INostTHOMOYMNA

[lepconan, HemocpeACTBEHHO KOHTAaKTUPYIOUIMN € KIMEHTaMH, JTOJDKEH MOJYyYUTh OOJblle
MOJTHOMOYUH, YTOOBI UMETh BO3MOXKHOCTb CaMOCTOSATEIBHO PEarupoBaTh Ha HYXJBI U MPOOJIEMBI
KkiueHToB. OH JomkeH OBITh OO0y4YeH OBICTPO M BEXJIMBO OTBEYaTh Ha HMX HHAWBUyaJbHBIC
3arpockl. TOMBKO TaK KOMIAHHSI CMOXET YMHOXHUTh YHCJIO JTOBOJBHBIX KIMEHTOB M OOECIIEYHTH
cebe 3aMeTHOEe KOHKYPEHTHOE IIPEUMYILECTBO.

Korma coTpyaHMKM TONydYalOT TIOJHOMOYHS JieJlaTh BCE, 4YTO HEOOXOOUMO paju
YIOBJIETBOPEHUS KJIMEHTOB, OHU NIEPETIOIHEHBI SHTY3Ha3MOM.

Cotpymuuk komnanuu L L. Bean npoexan Ha aBrodyprone 500 Munp u3 Mana B Hero-Mopk,
yTOOBI JIOCTaBUTH Oaiiapky ye3xkaromeMy B orTmnyck mnokynartemo. Cotpyanuku L.L.Bean
PETyJISPHO KIYT €AYIIUX B OTIIYCK KJIMEHTOB Y ITYHKTOB OIUIAThI MPOE3/1a Ha aBTOCTPAAAX, YTOOBI
nepeaTh UM TYPUCTCKOE WIIM KEMIIMHIOBOE CHapsKEHHE.

Hanenenne mepcoHana MOJHOMOYMSMHU MPUHOCUT HEMAJOBAXXHOE MPEUMYIIECTBO, IMOTOMY
YTO MOMOTaeT 3allUTUTh OT ICUXOJOTUYECKUX TPaBM B TPYIHBIX CUTYallUsX, HApUMEp, KOrjaa
KIMEeHT paccepkeH. Ecim coTpynHukoB He oOydanu, Kak oOpamarbCsi C paccepKEHHBIMU
KIIMEHTaMH, UX MOPAJIbHOMY COCTOSIHUIO MOKET OBbITh MPUYHMHEH Ccepbe3HbIil Bpea. OHU HAJIONTO
3alIOMMHAIOT KaX/Ibli HETPHUATHBIA OMBIT, CO BPEMEHEM y HUX HAKaIIUBACTCS SMOLMOHAJIbHAS
ycranoctb. Ho korja coTpyJHUKH UMEIOT MTOJIHOMOYHS, KOTJ]a OHU BIIpaBe NPEANPUHSTH IEHCTBUS,
KOTOPBIE MOTYT CIJIQJAUTh WM IPEAOTBPATUTH KOH(IIMKT, BBl COXPAHUTE UX BHICOKMIA OOEBOM JyX U
Jla’ke€ YMEHBILIUTE TEKYYECTh KaJpOB.

Bot uto pacckazan Yapnb3 P. Jle#t, penaxtop xypHana Industry Week: «Kenmmna n3 Dollar
Rent-A-Car (dupma mo mpokaTy aBTOMOOWIICH) TPOBOIMIAMEHS 10 MAIlMHBL. B BBITAHHBIX MHE
JOKyMEHTaxX He ObUT yKa3aH HOMEp MapKOBOYHOT'O MECTa, U COTPYIHHIIA HE XOTeNa, YTOOBI S OAMH
OpoaWII 1O CTOSTHKE C KJIF0YaMHu B pykax. B Tot mymHblii neTHuit Beuep B Tamme ee 3a0oTa Oblia
npuaTHa, U eciu KTo-HuOyap B Dollar Rent-A-Car kornma-HuOyap aymal, 4TO Yy HHX CIIMIIKOM
MHOTO TIepCOHAJIa, MMYCTh OH 3a0yeT 00 3ToM. Takoe 00CITy)KUBaHHE HAIOJITO OCTACTCS B TIAMSTH U
MIOMOTAeT JICYUTh PAHBI OT OYAYIIHX OeI».

Hu onna cimyxeOHasi MHCTPYKIMS HE MOMKET NPEIyCMOTPETh BCE BO3MOXKHBIE CHUTYallHUH,
HamnpuMep Takylo, ¢ KOTOPOH OTIMYHO crpaBmiiack corpyanuua uz Dollar Rent-A-Car. [laxxe He
MBITAWTECh COUMHATH TaKue MHCTPYKUUU. [IpocTo maiiTe coTpyaHHKaM MOJTHOMOYHS CHeaTh BCe,



9T0 IoTpedyeTcs. B mocnennee BpeMst Tak MOCTYIAeT BCe OOJIbIIe KOMITAHHH.

Oumman Ttenedponnoit komnanun GTE B Can-llpepu (mrar BuckoHcuH) oTnpaBui B
MYCOPHYIO KOP3MHY CBOM CIHCOK BOIIPOCOB, KOTOPBIE JOHKHBI 33/1aBaThCsl KIIMEHTaM, JCJIA0IINM
3arpoc Ha PEMOHT.

(Ecnu KJIMEHTHI MBITATMCh CKa3aTh 4YTO-ITM0O0, BBIXOMAIIEE 3a paMKHU MPSIMOTO OTBETAa Ha
3aJIaHHBIA BOIIPOC, COTPYIAHUKH pe3Ko oOpwiBaM: «/laBaiiTe BepHeMcs K Bompocamy».) Temnepnb
OIepaTopbl IPUHHUMAIOT I/IH(bOpMaI_[I/IIO Y KIIMCHTOB TaK, KaK TC €€ Jal0T — W HaXXC MOI'YT HCMHOT'O
mo00JITaTh, €CIIU KIUEHTY 3TOI'0 XOYETCS.

CepBUC U IPOAABIbI

WuTepecHblil crnocod MOTHBALIMM MCHOJIB3YyEeT aMepuKaHcKas (apMareBTH4ecKas KOMIIaHus
Merck Sharp &amp; Dohme — ona npeocTaBiseT CBOUM COTPYAHUKAM OTela MPOJaKk OOIBIIYIO
cBoOoay. «OHM CaMOCTOSITENIBHO PENIAlOT, KaK PaclopsIUThCS CBOUM BPEMEHEM», — TOBOPHUT
Jlxeppu Kennep, ObiBIMii Bulie-npe3uieHT komnanuu Merck. «Eciau M HY)XHO, POJABIbl MOTYT
panble yiuTu ¢ padotel. Ho B3amen, — nponomkaer Kemiep, — oHU al0T BpayaM HOMEpa CBOMX
COTOBBIX TeJIe()OHOB U TOTOBBI 24 yaca B CYTKH OTBEYaTh HA WX BONPOCH! M BBHIMOJHATH CPOYHBIC
3aka3bl. HaM 3T0 BO3Bpamaercs CTOpUIiein».

Tumotn B. ®upncran, ocnoBarenb 1 CEO kommanum Satisfaction Guaranteed, xotopas
BJIaJIEE€T YEThIpbMs pecTopaHamu B Cuatie, coolmaer 00 ycnexe cBoel MporpaMMbl MOBBIIICHUS
OTBETCTBEHHOCTH IIepcoHaia. JIO3yHI ero KOMIIaHUH — «Y JOBOJIBLCTBHE rapaHTUPOBAaHO. Beermay.

«OnHako, — roBopuT PupHCTan, — MbI BO3JIOXKWIM Ha NEPCOHAT OTBETCTBEHHOCTh 3a
Xopoliee o0cinyXHBaHHe, HO HE Jajdh €My MOJIHOMOYMH. B pesynbrare ironuM Hayalu CKphIBAaTh
CBOM OIIMOKM WJIM TepeKiIaiblBaTh BUHY Ha JApYrux. S cTalkuBajics ¢ 3THUM BCSIKUN pa3, Korjaa
neITasicss pa3zolOparbest ¢ kanoboil. OduuuaHTel OOBHMHSIIM B 3ajepxkke Omo7 KyxHIo. KyxHs
TOBOPHJIA, YTO O(UIIMAHTHI OIINOAIOTCS MPU IPUEME 3aKa30BY.

To xe camoe MPOMCXOAWT M B JAPYrMX KoMHaHusAxX. Kak TOJNbKO BO3HHMKaeT Mpobiema,
COTPYJIHHUKHU U3BOPAUMBAIOTCS KaK MOTYT, JIMIIb ObI H30€KaTh OTBETCTBEHHOCTH.

«YToOBl HamIa rapaHTHs IMO-HACTOSIIEMYy paboTana, — mpojaonkaer OupHCTan, — HYKHO
ObLIO0

JaTh COTPYJHUKAM HEOOXOIUMBIE TIOJTHOMOYHSI, YTOOBI BBIMOJIHATE ATY TaPAaHTUIO — 3J1€Ch U
ceifuac. Mpl pemniay UCHOPaBUTh OIIMOKY paaud KIMEHTOB M paau ceOs. OTHbIHE HE HYXHO
3aIOJTHATh HUKAKUX OJIAHKOB, HE HY)KHO HHKYJa 3BOHUTH, HE HY)KHO 0TBe4aTh Ha 40 BOIMPOCOB —
npoOJjieMa HEMEIJIEHHO peliaeTcsl OIMKauImM coOTpyaIHUKOMY». Tak DuUpHCTAN BHEIPUI B CBOCH
KOMITAaHUHU UEI0, YTO JIF0O0H COTPYIHUK MOXKET U JIOJDKEH JeNaTh BCE, YTO YTOJIHO, YTOOBI KIMEHT
OCTaJICS TOBOJIEH.

«Ecnmu mpoucxonuT 3ajepiKKa WIM OIMOKa, JII0OOOW COTPYIHHK, AK€ TOT, KTO TOJBKO
yOupaeT mocyay co CTOJIOB, UMEET MPaBO 3a CUET 3aBEACHUSI MMPEIOCTaBUTh BUHO WU J€CEPT WU
Jaxe, B ciaydae HEOOXOAMMOCTH, JaTh CKUAKY Ha cueT. Bce moceTwrtenu pasHble, MOATOMY MBI
CKa3aJli CBOUM COTPYJHUKAM — HE YyBCTBYWTE ceOsl CBA3aHHBIMU MPEANHCAHUSIMHU, JeNalTe BCe,
9T0 TpeOyeTcs, YTOOBI TOCTH ObLIN JOBOJIBHBDY.

IMoTHOMOYMS MOPOXKAAIOT FOPAOCTD

UYroObl TPOHUKHYTHCSI HOBBIM JyXOM, COTPYIHHKaM MOTpeboBasioch HekoTopoe Bpems. Ho
OYECHb CKOPO OHU OOHAPYXWJIHM, YTO MM HPABHUTCS padOTaTh B pecTopaHe, KOTOPBIA MOIB3YeTCs
BCEOOIINM yBaXEHHEM 32 CBOIO IIPUBEPIKEHHOCTH YAOBJIETBOPEHUIO KIMEHTOB.

dupHCTaN Tak (opMyIupyer cBow (riocoputo, JeKalyl0 B OCHOBE PaCHIUPECHHS



nojHOMouuil nepconana: «IIpeBocxoacTBO B 11000# 00aCTH AT JIOASM YyBCTBO COOCTBEHHOMU
3HAQYUMOCTH, KOTOPOTO OHHM HHKOIJAa HE TOJIydaT, eciad OyAyT IpoCTO 3apadaThiBaTh JICHBTH.
[TorHOMOYUS, KOTOPBIMU OHM 00JIa/Ial0T KaK MPEJICTAaBUTEIN KOMIIAHUH, YBEIUYHBAIOT UX YYBCTBO
TOPJOCTH 32 KOMIIAHUIO, YTO B CBOIO OYEPE/Ih MOBBIIIIACT MOTHBALIUIOY.

Komurer obecrieueHusi KauecTBa BBIHEC Ha MIMPOKOE OOCYKICHHE HJICI0 TOBBIIICHHS
OTBETCTBEHHOCTH NEPCOHAIIA 32 MIPUHATHE PEIICHUH KaK CaMblii KOPOTKHUH MyTh K yIOBJIETBOPEHHIO
KJIMEHTOB B MHIYCTPUH TOCTUHHYHOTO JeJia Ha €XEroJHOM Che3le AMEPUKAHCKOM accoluanuu
OTEeJIEH U MOTEIIEN.

,Z[OBO,Z[I)I B MOAAEPKKY HACH PACIINPEHUA NMOJIHOMOYHM I

Komurter oOecnedenuss kauecTBa pa3padoTal CIUCOK JOBOJOB, KOTOPBIMH JOJKEH
MIPOHUKHYTBCS MEHEIKEP, YTOOBI pacIIpeHre TOTHOMOYHA IepCoHaa ObLIIO YCIICITHBIM:

* UenoBek, HETIOCPEICTBEHHO BBITIOJIHAIOMNN paboTy, Ty4Ille 3HAeT, KaK €€ BBITIOTHSTh.

* Pemenue mpobnem u NpUHATHE PEIICHUN JOHKHBI OBIThH MEPEMEIICHBI Ha HU3IIYIO CTYIIEHb

KOPIOPAaTUBHOMN JIECTHUIIBL.

* Jltomu — riaBHBINA pecypc KOMIaHUH, Hao d(Q(HEeKTHBHEE UX HCIIOIH30BATh.

* JItoqu peako mogHUMAIOTCS BBIIIE YCTAHOBIEHHOM JUISl HUX IUIAHKU, HO OHH MOTYT JIOCTHYb

0O0JIBIIIET0, €CIIA PACIITUPUTD UX TTOJTHOMOYHSI.

Bor uto flm KapicoH oTBeuaeT pyKOBOAMUTENSM, KOTOpPhIE OOSATCS, UYTO HaJCICHHBIC
MOJIHOMOYHSIMUA COTPYJHUKH «BCE pa3fgaayT»:. «4To omacHOro B TOM, YTO OHU OTAAQAYT CIHUIIKOM
MHoro? Bel Goutech, uTo y Bac OyaeT depecdyp MOBOJIbHBIA KiaueHT? O uepecdyp JOBOJIHLHOM
KITMEHTE BBl MOXKeTe 3a0bITh, a HEAOBOJBHBIA KIMEHT — 3TO OJIHA M3 CAMBIX JOPOTOCTOSIINX
po0JieM, KOTOPBIE Y BaC MOT'YT OBITHY.

MoTuBalusi COTpYJIHUKOB Y€pe3 MOBBIIMIEHUE UX OTBETCTBEHHOCTU — MYJPBINA LIATr ¢ TOUYKHU
3peHust Ou3Heca, yUUThIBasi, Kak JOPOro 00XOAUTCS BEPHYTh HEJOBOJIBHBIX KIIMEHTOB U KaK BHICOKH
3aTpaThl Ha MPUOOPETEHNE HOBBIX KIMEHTOB. «Y OCIUTh JOBOJIHHOTO KIIMEHTA MPUITH K BaM CHOBA
HUYEro He CTOUT, — TpojoipkaeT Kapiacon. — Ho BepHYTh HEZIOBOJIBHOTO KIIMEHTa 000MIeTCS BaM
B 1IEJ10€ COCTOSIHUE.

[ToaToMy OmMacHOCTh HE B TOM, YTO COTPYIHHUKU Pa3AaayT CIUIIKOM MHOro. OmacHOCTh B
TOM, YTO OHM HE JaJlyT HUYETO, IOTOMY YTO HE MTOCMEIOT.

B Disney World, ecnmu menempkep 3amedaeT, 4To npojaaBel] "pa3mgaer" mara3uH, — TOBOPHUT
JxetimMc [loii3eHT, ObIBIIMN OM3HEC-TpEHEP, — OH MOJOXKAECT U OOCYAHT C HUM ITY CHUTYAIUIO
no3ke». OH MO0 IeT, HO He Oy/IeT BMEIIUBaThCs !

«3TO0 HOPMaJIbHO, €CIHM TOCTh MOJYy4aeT uTo-TO OecratHo, — mpoaoinkaer [loizent. — U
HAaoOOpOT: €CcaM MBI HE TpaBbl, TO JOpPOro 3a 3To 3amiaTuM. OOWXKEHHBI TOCTh OyaeT
paccka3bIiBaTh BCEM CBOMM 3HAaKOMbIM, uTo Disney — 93T0 agemieBka. MHOTIA HaM BJIETHT OT
HAYyaJIbCTBa, HO 3TO HE CTPAIIHO.

Komnanus Disney World yBepena, 4To ee BbLAAIOMIAsICS IPOrpaMMa 0O0y4eHUs! OTPaBIbIBACT
JIeNIeTUpOBaHUE TTOJTHOMOYUHN «aKTePCKOMY cocTaBy». Eciii BbI mojoiieTe kK OKHY 00CTy>KUBaHUS
kineHtoB B llentpe EPCOT u 3asBUTE, YTO BBl HEOBOJIbHBI U XOTHUTE IMOJYYUTh CBOU JIEHBI'H
HazaJ, CUISAUINI B OKHE YelIOBEK, KaK MpaBUJIO, HEMEIJICHHO MPUMET peIIeHHE B Bally MOJb3Y.
«Korma Bel 3BoHHTE B Disney World, — roBoput [loii3eHT, — COTpYyIHHUKH Ha IPYroM KOHIIE
MPOBOJIa HABEpHSKA CMOTYT pEIIUTh Bamry mpobisemy. Bac He Oymyr ¢yrOonuth 1Mo Bcei
KOMITAaHUW.

«YcremnHple CEepBUCHBbIE KOMIIAHUU YHOJHOMOYHMBAIOT CBOMX COTPYIHUKOB JeNaTh s
KITMEHTOB BCE, YTO TpeOyeT 3MpaBblii CMBICII», — TOBOPHUT Pudapa Yutnu, BUIle-ipecenaTelb
Forum Corporation u3 boctoHa, koTopas 3aHuUMaeTcs OOyYEHHEM, KOHCYJIbTHPOBAaHUEM |
WCCIICIOBAaHUSIMH B 00JIACTHU TPEJOCTABICHHS CEpBHUCA.

Xopomui mpuMep TOro, Kakhue MPEeuMyIIecTBa MPUHOCUT JEJIErMPOBaHUE MOJTHOMOYUN Ha



«TIEPBYIO JTUHHUIO», MOKa3aja oJHa U3 ()MHAHCOBBIX KOMIaHWH. PaHblie B ciydyae HempaBHIbHOU
MEPEChUIKN WJIN aJpecaliii YeKa COTPYAHUKHU JOJKHBI ObUIH MOIYy4aTh pa3peuieHre pyKoBOICTBA,
4TOOBI OTIIPABUTH HOBBIN Y€Kk aBuanouToi. CerogHs COTpYIHUKH BIIPaBE CAMHU NMPHHSTH PEIICHUE,
ecyu TpeOyeTcs HeMEAJIEHHO OTIPAaBUTh HOBBIN YeK aBUAIOYTOM.

B mnocnenHee BpeMs pO3HUYHBIE CETH YIENSAIOT BCEe OONbIIEe BHUMAHHUS DPa3BUTHIO Yy
MPOJABIOB HABBIKOB MPUHUMATh pelieHus. BmecTo TOro 4toObl OCIOXKHATH KIUEHTY >KU3Hb,
BBIHY)KJasl €r0 MJATH CO CBOEH »ayo0oi MM HeCTaHAAPTHBIM 3alPOCOM K HAdalbCTBY, MHOTHM
MpoJaBlaM MPEeAOCTAaBUIN MOJHOMOYHUS CAMOCTOSITENIbHO MPUHUMATh PEIICHUS B OINpeleeHHBIX
CUTYaLUsX.

Ecnu Bo3HMKaeT Bompoc O BO3BpaTe WM KpeOuTe WIM €ClIM KIUEHTKAa Ha OJIMH JIeHb
OTa3bIBAET HA KPYIHYIO PACHpOAaxy, IOTOMY YTO HE MOTJIa MPUNTH Ha JIEHb PaHbIIe, MPOIABIIbI
MOTYT Ha MECT€ PEIIUTh TaKU€ BOMPOCHIL.

Tonbko npencraBbTe cede, KaKk BOCXUTUTENBHO YyBCTBYET ceOs MOKYIaTeNb, KOT/Aa MPOAaBeLl
rOTOB HEMEJUIEHHO OOMEHSATh TOBap, BMECTO TOrO YTOOBI OTIPABISTH €r0 HCKATh MpPaBlbl Yy
pykoBojcTBa MaraszuHa. IIpencraBpre cebe, ¢ KaKuM TEIUIOM IOKYyNaTelb OyIeT OTHOCHTBCSA K
MarasuHy, €cii MpoJaBel] eMy CKaXKeT: «Sl 3Haio, 4yTo Bbl UyBcTByeTe. M s X0uy M3BHUHHUTHCS 32
MPUYMHEHHOE BaM HEYI00CTBOY», BMECTO TOTO YTOOBI pa3JipakeHHO MpoOypuarh: «Coxaner, HO
TaKOBbI HAIlIK MpaBuiay win «CHavana MHe

HY>KHO TIOTOBOPUTH C HAYaJIbCTBOM.

B xomnanum Johnson &amp; Johnson B Pacuue (mrar BuckoHcuH) mponmaBIbl MOTYT
MPUHATH Ha3aJl TOBAP CTOMMOCTHIO 10 50 MOJUI. ¥ BEPHYTH JCHBIH 0€3 CAaHKIIMU PYKOBOCTBA.

MOTI/lBaI.[I/IH yepe3 OTBETCTBEHHOCTD

[IpenmymiecTBa MOTHBAIMM 4Yepe3 OTBETCTBEHHOCTh OBIBAIOT BeChMa BIIEYATIISIOMIMMHU.
Tonbpko

npeacTaBbTe, Kak Bblpocia pemnyrtanusi Federal Express Omaromapsi ciydaro, BbI3BaBIIEMY
MHOI'O pa3roBOpoB. Y Kypbepa, pa3BO3MBIIETO MOCBUIKH, ciomaics ¢yproH. Torna Kypbep BbI3Bal
MAaIlIMHY TEXITOMOIIN U yOeaUsI ee BOAUTEINS, B3sIBIIEro (GyproH Ha OykKcup, moexaTh Mo MapuipyTy,
«CITy4aiiHO» COBIABIIEMY C MApIIPYTOM JOCTaBKH — U OCTAHABJIMBATHCA B KakJoM IyHKTe! Bee
710 €IUHOM MOCBUIKHM ObUTH JocTaBieHbl KypbepoM FedEX TOYHO B CpoK, HECMOTpSI Ha CIOMaHHBIN
¢bypros.

[TonuTuka mepenaBaTh MOJHOMOYHMS KaK MOXKHO HM)KE IO LIENIHM IMOJYMHEHMS I103BOJIMIIA
MOSIBUTHCSI 3TOMY TBOPUECKOMY PEIICHUIO, Ha KOTOPOE Kypbep oKa3ajcsi Obl HECIIOCOOEH, eCu Obl
ObUI CBSA3aH JKECTKUMH paMKaMH CIIy)KeOHOH WHCTpykuumu. Hurge B city)keOHON WHCTPYKIHMU
Federal Express HeT myHKTa, KOTOPBIA pa3periaeT COTPYJHUKAM OCYIIECTBIATH JOCTaBKY Ha

Oykcupe.

Kak BHepUTb pacliMpeHue MOJTHOMOYH I

[lepBBIii mar K BHEOPEHHIO «CHCTEMBI OTBETCTBEHHOCTH IEPCOHANa» — OOBSBUTH BHE
3aKkoHa (pazy «ITO He MoOe Jelio» U BCE €€ MHOTOYHCIEHHbIe Oojiee WM MEHEe BEKIIUBBIC
BapuaHThl. [locrme 3TOro mpegocTaBbTe MPOJABIAM W CEPBUCHBIM COTPYAHHKAM CBOOOIY
JeiCTBOBAaTh OT JIMLa KOMIIAHWW TMpU perieHuud mnpodiem. OcnaObTe MOBOABS, AAWTE JIOAIM
BO3MOKHOCTh CAMOCTOSITEJIbHO IPUHUMATD PEIICHHUS, a HE IEHCTBOBATh CTPOTO MO UHCTPYKIIUH.

CHUMHTE KaHaJIbl



Onpenenure, Kakue H3MEHEHUS B MOJIUTUKE KOMIIAHUM TO3BOJISIT COTPYJIHUKAM JIydYllle
o0ciTykMBaTh KIHEHTOB. J{oOelTech, 4TOObI KOPIOPATUBHOE PYKOBOJCTBO BHECIIO 3TH U3MEHEHUSI.

Onpe,qumTe KOHKPETHbIC CUTYAllUH AJIA IPUHATHUA pemeﬂnﬁ

OObscHUTE COTPYAHUKAM, B KaKUX KOHKPETHO CHUTYyalMsIX OHM HMMEIOT MpaBo OOONTH WU
HapyluTh npaBuiia. M xBanure tex, KTO 3TO AeaerT.

Coo61myTE NEepCcoHasly O paclliipeHuH NOJTHOMOYU A

Briciiee pykoBOACTBO AOIKHO KATETOPUUECKH 3asIBUTH CBOMM COTPYAHUKAM, YTO OTHBIHE TE
HE TOJBKO MOJy4YaloT CBOOOAY JesiaTh BCE, YTO HYXKHO JUIsl yIAEp)KaHUS KIMEHTOB, HO OOS3aHBI
HCIOJIb30BaTh 3Ty cBOOOMy. OHM JOMIKHBI OCO3HATH, YTO C ATOTO MOMEHTAa UM JaHbI BIACcTh H
OTBETCTBEHHOCTH JI€aTh BCE, UYTO OHU CUUTAIOT MIPABHIIBHBIM B KOHKPETHOM CUTYyallUH.

CaenaiiTe NnMpaMUAy KOPIOPAaTUBHOTO ynpaBJieHUs 6oJiee MI0CKOM

JIrobas koMmaHus, KOTOpast XO4YeT JOOUTHCS OT CBOMX COTPYTHHUKOB HE3aBUCHUMBIX pEIICHMIA
M OTBETCTBEHHBIX JEHCTBUI Ha OJ1aro KJIMEHTOB, TOJDKHA CIeNaTh 0oJiee TUIOCKONW KOPIOPAaTUBHYIO
nupamMuay. OTO O3HadaeT yOpaTh JHUIIHHE HepapXU4eCKHe YPOBHU OTBETCTBEHHOCTH, YTOOBI
00JIErYnTh MPUMEHEHHUE MTOJTHOMOYNH IMEPCOHAITY «IIEPBOM JIMHUN.

B pesynbTare «(hyHKUMS yIpaBlIeHUs» IEpEMENIaeTcsl C ypOBHS MEHEI)KMEHTa KOMITAHUU Ha
OTIEpPATUBHBIN, TJ€ OTHBIHE KaXKIbIH CTAaHOBUTCA caM cebOe pykoBoauTeneM. Korja BO3HHKaeT
npobieMa, KaXIbl COTPYIHUK HMMEET IMpaBO MPUHATH pelIeHHe U KOHTPOJIHUPOBATH €ro
WCIIOJIHEHUE, HEBAYKHO, BHITIOJIHAETCSI OHO UM WJIM JPYTHUMH JObMHU.

S HacTOSATENIbHO PEKOMEHAYI0 BaM BHUMATEIbHO U KPUTHUYHO B3IJISIHYTh Ha CBOIO KOMITAHHUIO.
Ecnu BBl cymeere caenaTh Oosiee IJIOCKOH HMEpapXWYEeCKyl0 MHUPaMUIY, TO CO3AaqUTE TOpasfio
0o0s1ee MOIIHYIO U CTOMKYIO KOMIIAaHUIO, KOTOpast OyAeT HEe TOJIBKO Jy4llle 0OCIyXKUBaTh KJIUEHTOB,
HO UM J1aCT BO3MO>XHOCTb CBOMM COTPYAHHMKaM PEaM30BaTh WX CKPBITHIA MOTEHIMAN. Pe3ynbraTel
MOTYT OBITH OIIETOMJISIOIIUMHU.

Ho uyT0o0Bl 3TO cnenarb, HEOOXOAWMO OOBSCHHUTH JIIOASM Ha BEPXHUX JTaKax CTapoi
YIpaBIE€HYECKOW MUPaMUJbL, YTO UX POJH CYHIECTBEHHO H3MeHWIHMCh. OTHBIHE WX 3ajlada Kak
PYKOBOAMUTENEH — CO3/4aBaTh pPSAJAOBBIM COTPYJHUKAM YCIOBUS AJI INPUHATHS OINEPaTHBHBIX
pemenunii. [IpocTo ¢ 3TOro MOMEHTa 4acTh UX OTBETCTBEHHOCTH 3a MPUHATUE PELICHUI MepeaeTcs
MIEPCOHAILY «I1EPBOM JTUHUMN.

VY6enurech, UYTO PYKOBOAUTENM HU3IIETO 3BEHA IOHMMAIOT, YTO NPUHLHUI OOJbIIeH
OTBETCTBEHHOCTHU PSIIOBOTO MEPCOHANa TpeOyeT OT HUX CMHUPHUTHCS C KKYIIUMCS YMEHbIICHHEM
CBOEH BIIACTH.

Korna psaoBble COTPYJHMKH IIOJIy4arOT IIOJIHOMOYMS, TIJIABHOM 3ajauell HavajJbHUKOB
CTaHOBUTCS OOCITYXKMBaHUE COTPYAHUKOB, a TJIaBHOW 3ajjaueil COTPYIHUKOB — OOCIyKHBaHUE
KIIMEHTOB. DTO aBTOMATUYECKU BEJIET K POCTY MPHOBLIH.

Co3paiiTe 4yBCTBO 6€30MaCHOCTHU



CoTpyIHUKH JOJKHBI 3HATh, YTO UX HE YBOJIST, €CIIM OHU COBEPIIAT OIIUOKY, U YTO OLITUOKU
CIIy4aroTCs, KOTJa TBITACUIbCS JOOUTHCSA, YTOOBI KIMEHT OBLT JOBOJICH. TOJBKO TOT/IAa OHH
OCMEJIATCS HCTIOJIb30BaTh JAHHBIE UM IMOJTHOMOYUS B ITOJTHOU Mepe.

3HaHUN W HAaBBIKOB COBEPIICHHO HEIOCTATOYHO, €CIM COTPYAHUKH CUUTAIOT, YTO OJIUH
HEBEpHBIH IIar crrocoOeH HaBJIeyb HAa HUX THEB HAYalIbCTBA WIIH JJAKe IPUBECTH K IMOTEPE PaOOTHI.

UemoBek, HaAelICHHBIM OOJBIIEH OTBETCTBEHHOCTHIO, HAYMHAET OCO3HABATh CBOIO
3HAYMMOCTD JIJIs1 KoMIaHuu. Kak ciencTBue, nosBIiseTcsl yBEpEHHOCTh B 3aBTPAIIHEM JIHE.

XOKEH Tak BBIPaKaeT 3Ty MBICTL. «YemoBeK, KOTOPHIH OTIMYHO OOCTY)KHMBAET KIHWEHTOB,
JI0JDKEH UMETh MPaBoO CKa3aTh, HUKOTO He 00sCh: "UepT moaepu 3Ty KOMIIaHUIO ' ».

0GOCHYy¥TE COTPYAHUKAM HEOOXOAUMOCTDb NPUHATHUSA PelIeHU

YroObl M3MEHUTHCS, JIOAAM TPEOYIOTCS JHUYHBIE «MOTHUBB). K coxaneHHio, OOJIBIIMHCTBO
PSIOBBIX COTPYAHUKOB TPHUBBIKIN CJIEJOBAaTh MPaBUJIaM M WHCTPYKIHUSAM, W JIMIIb Y HEMHOTHX
XBaTaeT CMEJIOCTH MOMPOOOBATh YTO-TO HOBOE M HEOObIYHOE. [103TOMY MBI yIeIUM 3TOMY IIary
0cob0e BHUMaHHUE.

OnHa aBHaKOMIaHMS COOOIMIIa HOBOE «BUJICHHE» PYKOBOJCTBA BceMy nepcoHany. (MHorue
bupMbI He aenATcs cBoed ¢uiaocoduei M NeIsIMHU C MEepCOHATOM. XOTS ATO CIEAyeT IesaTh.)
Komnanus HCXOoJuiIa M3 CIACAYOUICTO HNpUHIUIIA: C€CJIIM YCJIOBCKY HCHU3BCCTHBI KOPHOPATHBHBLIC
nenu u urocodusi, OH HE MOXKET B3ATh Ha CeOS OTBETCTBEHHOCTh 32 UX peaJU3allfio; HO €CIIH
YCJI0BCKa HH(bOpMPIpOBaJII/I U BO3JIOKWJIIM Ha HEro OTBCTCTBCHHOCTH, OH HC BIIPAaBC OT HEC
OTKa3aThCsl.

Kor;[a COTPYAHUKHU TOHAIN «BUACHUC) KOMIIAHUHU, OHU C OSHTY3MAa3MOM B34JIM Ha CG6$I
OTBETCTBEHHOCTh. Pe3ysIbTaThl MPEB30ILIN BCE OKUIAHNUS.

JaiTe nepcoHa/ly OpUEHTHPBI

JlaiiTe coTpyIHUKaM IOHSATHBIE, HO JIOCTATOYHO OOIIME WHCTPYKLIHH, YTOOBI OCTaBUTH UM
MMPOCTPAHCTBO I MAHEBPAa U TBOPYCCTBA. B CYHIHOCTHU, COTPYAHUKAM HOOJIKHO OBITE JO0CTAaTOYHO
TaKoOW MHCTPYKUIHHU: «Bbl MOXKeTe 1enaTh A1 KIMEHTOB NPUMEPHO CIEIYIOLIEE. ..»

Pux ®ununc, 6usnec-tpenep u3 HoBoro Opieana, paccka3biBaeT 00 OHOM ciydae, Koraa

COTPYIHUK MPUHAJ pelleHre Ha OJ1aro KIMeHTa, UCXO0d U3 o01iero npuHuumna. «Jlemao obuio
B HeOONbIIOM pecTopaHunke B Bammunrrone, okpyr KomymOusi, — BcnomuHaer ®wiunc. —
OdunmanTka, o0CIyKMBaBIIas CTOJIMK 32 MOEW CIIMHOM, CKa3ajia CBOMM KJIMEHTaM, YTO C HUX He
BO3BMYT IUIATy, IOTOMY YTO B PeCTOpaHe He 0Ka3aJloCh BUHA, KOTOPOE OpraHu3arop o0eaa 3akazal
st cBoux rocted. [lozke ympapisironuii pecTopaHoM cKa3ajl MHE, 4TO O(HUIIMaHTKa TMpUHsIIA
Takoe pEIIEHHE CaMOCTOSTENIbHO, TOTOMY YTO IIOCETHTENb, OIUIAUYMBAIOIIUNN 00em, ObuI
3aBcergaraeM. JTO BMHO OH 3aKa3blBall PETYyJSPHO, HE peKe OJHOrO pa3za B MeCsI, YTOOBI
MMPOU3BCCTH BIICYATIICHUC HA CBOUX TOCTEI.

«MeHnemxep OOBACHWI, YTO BCAKHN pa3, KOrJla KJIMEHT YXOJUT Iociie JeloBoro obena
HEJ0BOJIBHBIM, OH PUCKYET MOTEPATH B roj 3 ThIC. A0JUI. "Y Hac MalleHbKasi KOMIIaHUs, — CKa3all
OH, — W HaM 3TO HE MO0 KapMaHy'».

MCHOJIbSYﬁTe 3HAHHUA U OIIBIT PAAOBbIX COTPYAHHUKOB



VY AMBUTENBHO, HO OOJIBIIMHCTBO KOMITAaHUI MPEANOYNTAIOT CKOBBIBATh CBOMX COTPYJHHKOB
CTPOTUMH MpPaBUJIAMH U MHCTPYKIHUSAMH, BMECTO TOTO YTOOBI BOCIIOJIB30BaThCS MOTHUBUPYIOIIUM
BO3JICCTBHEM OOJIBIICH JIMYHONW OTBETCTBEHHOCTH. OHHU OTKPBITO TOBOPAT COTPYIHUKAM:
«/lenaiite, uro Bam rosopsaT. Cnenyiite npaBuiaM. Baiie MHEHHE HAC HE HHTEPECYETY.

Jlyame caemaiite eme oauH mar K O0JbIIEH OTBETCTBEHHOCTH TIEPCOHAIA — MPHUCTYIIAHTECh
K MHEHMIO OIBITHBIX M KOMIIETEHTHBIX COTPYIHUKOB. Hampumep, nmycTh COTpYAHHUKH NIpEeIOXKar,
KaK M3MEHHUTh IPaBUIa, KOTOPbIE, BO3MOKHO, BBOJWINCH C OJaruMM HaMEpeHWsIMH, HO Ha Jiene
JIMIIB OCJIOXKHSIIOT )KHU3Hb KIIMEHTaM H MPUBOJAT K UX YXOIY.

B KoHIle KOHIIOB KTO 3HaeT Ooiblle O BAalIMX MPOAYKTaX M KIHEHTaX, Ye€M psAO0BbIE
cotpyaHuku? N30 aHA B 1eHb OHU pabOTalOT HA TOW CaMOM «JIMHHM OTHS», TJIe peuiaercs cyaboa
OusHeca.

Cymmupys Bce JOCTOMHCTBA pacIIMpPEHMs OJTHOMOYMH nepcoHana, Puuapn Yutiu uz Forum
Corporation zienaer cieayouui BbIBOI: «Bbl JOIKHBI JaTh BIACTb JIIOSAM, HAXOASIUMCS UMEHHO
Tam, rje MpoucXoauT aeiictue... Co3aBasi y HUX YyBCTBO O€30MIACHOCTH, JlaBasi MOJHOMOYHS H
[IPaBO NPHUHUMATh PEIIEHUS Ha OCHOBE TEKYIIEro COCTOSHHUS DPbIHKA, Bbl rapaHTHpyeTe cele
KOHKYPEHTHOE IIPEUMYIIECTBOY.

XOPOIIEE OTHOINEHWUE MOTUBUPYIOIIUA ®AKTOP

@DakThl JOKA3bIBAIOT: COTPYIHUKH HE OYyIyT XOpPOIIO OTHOCUTHCS K KIHEHTaM, €CIu
KOMIIaHUsI He OyIeT XOpoulo OTHOCUThCS K coTpyaHukaM. CrpaBeajuBOoe OTHOILIEHUE H
WHJIMBUIyaJIbHBIA MOX0] MOTUBUPYIOT IIEPCOHAI.

«Ha3oBute MHe Ki1y0, Tie COTPYAHUKH HE OOCTYKMBAIOT KIMEHTOB, U S HA30BY BaM KIIyoO,
rae He OOCTY)KUBAIOT COTPYOHUKOB», — ToBOpUT Maiikn Ckagaep, BHIIC-TIPE3UACHT H
reHepasIbHbIT MeHewkep k1yba The Club at Montrose B MonTtpoys (mtat Hero-Mopk).

BwMmecre ¢ akiieHTOM Ha oOCTyXuBaHUM rocrel orenu Ramada Renaissance mocraBuim 1einb

YCTPAHUTh «KACTOBYIO CHCTEMY», TPAJULMOHHO CYIIECTBYIOUIYIO B OOJBUIMHCTBE OTEJEH.
PykoBOICTBO MpoOJBUTAET UJEIO, UTO BakHA J00as paboTa, Oy/b TO MBIThE TOCY bl WU TOJIOB, U
9TO paboTa KaXJOro COTpyIHUKA — oOciyxuBaHue rocreid. [loka apyrue oTenu 3aHATHI
CTPOUTENLCTBOM TIpUBIEKATENbHBIX 37aHWii, Ramada Renaissance 3aHuMaercss HaiiMOM
MPUBJIEKATENbHBIX JI0oJeil. PyKkoBOJICTBO TOTOBO JepXaTh MapH, 4TO IMPHUBJIEKATENbHbIE JIOAU
BCETI/Ia OJIep KaT BepX HaJ MPUBJICKATEIBHBIMU 3TaHUSIMHA U 00CTAaHOBKOM.

BaxxHo, 4T0OBI COTpyAHMKAM HpaBWJIaCh MX paboTa, MOTOMY YTO 3TO MOTHUBUpYeT. Henb3s
MPUKA3aTh JIIOASAM JIeNIaTh TO-TO U TO-TO M OXKHUAATh, YTO OHU C SHTY3UA3MOM KHUHYTCS BBITIOJIHSTH
BalllM MPHUKa3bl. DTO BCE PaBHO YTO 3aMYCTHTh MPOrpaMMmy OOpbHObI C HAPKOTHKAMH, KOTOpPas
npennaraer: «IIpocto ckaxure Hapkotukam "Hetr"». be3 5sHTy3nazMa M TNpUBEPKEHHOCTH
6eccMmbiciieHHO ToBopuTh «Her» mnmu «YynecHoro Bam AHs». O4eBUAHOE OTCYTCTBHE SHTYy3HMa3zMa
OyZeT CTeCHATH IMOKYIaTesl.

Menemxkepsl 00s3aHbl 00paIIaThCs CO CBOUMHU COTPYAHUKAMU C TEM XK€ yBaKEHUEM, KOTOPOe
OHM JOJKHBI TPOSBISTH MO OTHOLIEHUIO K KJIMEHTaM. DTO YBa)XX€HHE MOTHUBHUPYET IEpCOHAI
CTPEMHUTHCS K JOCTHKEHHIO IIOCTABJICHHBIX PYKOBOJCTBOM Il€JIel, BKJIIOYas ILEJd IO
YOBJIETBOPEHUIO KIHEHTOB.

PykoBomuTenu JOMKHBI OTHOCHUTHCA K COTPYOHHKaM, KaKk K CBOMM KJIHEHTaM.
VYrpaBneHndeckas KoMaHAa JOJKHA MUCKPEHHE YBa)KaTh M BBICOKO LEHUTH PSAJIOBBIX COTPYIHUKOB.
Ho mHOTHE MeHemKepsl MOYeMy-TO CUUTAIOT, YTO YeIoBeK, paboTaromuii 3a 6-10 gomi. B yac, He
MOXET OBITh MO-HACTOsIIeMy IleHeH. Eciii MeHemKkepsl BHYTPEHHE HE CKJIOHHBI YBaXKaTh CBOUX
COTPYIHUKOB, OHHU JIOJDKHBI OBITH TOTOBBI K TOMY, YTO CO BPEMEHEM HaXOAWUTh XOPOIIMX
COTPY/JIHMKOB UM CTaHET BCE TPYyJIHEE U TPYIHEE.

«YenoBedeckoe» OTHOIIEHHE K TMEPCOHATY IMOOIIPSET XOPOILIUX COTPYAHUKOB OCTAThCS U



MOTHBHUPYET WX paboTaTh Ha 06Jaro KOMIIAHUHM — TMPEJIOCTABIATh KAUeCTBEHHOE OOCITY)KHBAaHUE U
JI00MBAThCS YIOBIETBOPEHHOCTH KIMEHTOB.

OTAes1 COTPYAHUKOB

beiBmmii «otnen kaapoB» B Wal-Mart temeps HaspiBaeTcss «OTaen COTPYyAHHKOB». B
BOeHHOTOpProBoil cinyx6e CyxomyTtHbix Boiick 1 BBC CIHA Taxxe umerorcs [lonpasnenenus
JOJIeil BMECTO OTJeNla KaJpoB WM JIIOJCKMX pe3epBOB. MHOrMe KOMIAHUHM MEPEeCTald Ha3bIBaTh
HOBBIX COTPYJHHKOB «BHOBb NMPHUHITHIM MEPCOHAIOMY U3-32 MPEHEOPEIKUTEIBHOW OKPACKH 3TOTO
HITamIa.

B Disney pykoBoauTeNIH NpPUICPKHUBAIOTCSA cleAylomel ¢miocopuu: B m0060M OusHece,
KOTOPBIH 3aBUCUT OT MEPCOHANIA «I1€PBOI JIMHUNY, PYKOBOJICTBO JAOHKHO HE TOJBKO YIPAaBIAThH, HO
TaK)Ke€ JOBEPATh U YBaXKaTh.

«bputo Bpems, xorma moau ObUTH "dhakTopaMu MPOM3BOJCTBA", KOTOPHIMU YIPABJISIN UyTh
MHaye, YeM MallMHaMu Wiau KanurtajaoM. CerogHs Bce M3MEHWIOCh. JIydiine gy He MOTEepIsT
TaKoro OTHOIIECHHS, — ToBOpUT PobepT Yorepman B kaure «Paktop odHoBieHus» (The Renewal
Factor) — ...ecnu Tako# CTHJIb PYKOBOJCTBA KOTJA-TUOO M OBLI MPOAYKTUBHBIM, TO CETOIHS OH
umeeT obOpaTHbl 3ddexT. Ecnu xanuTasioM M MalmmHaAMH MOKHO YIPAaBISATh KaK OJHOPOJHOM
MacCoOM, TO JIOAN — 3TO JUYHOCTH. VIMU HYJICHO yNpaBiIsATh KaK TUYHOCTSIMU.

Heitn bysep, npe3unent komnanuu Boozer Lumber u3z Konym6uu (mrat FOxnas Kaponuna),
IIPUMEHSIET NOAX0A YoTepMaHa Ha npakTuke. OH roBopUT: «MBbl OTHOCHUMCS K COTPYAHHUKAaM KakK K
BOXHOM yacTu Hamed komrnaHnuu. Hu ogHO perieHue, KOTOpoe MX 3aTparuBaeT, HE MPUHUMAETCSA
6e3 ux yuactus. Mbl cTapaeMcsi COCTaBIATh IPpaUKU OTITYCKOB TaK, YTOOBI OBIJIO yIOOHO UM, a HE
HaMm. W emie Mbl crapaemcsi 1aTh UM BO3MOKHOCTH 3apalaThiBaTh OOJbIIE ACHET MPH MOMOIIH
IIPOrpaMM ITOOLLPEHUINY.

Bce atu ycunus okymarotes, ToBopuT bysep: «JIroam XoTsaT paboTaTh B HaIlEH KOMIIAHUN.

CamoyBaskeHHEe — BeJIHMKOE 4yBCTBO. [laiiTe cOTpyqHHKaM OYYBCTBOBATH YBaKeHHUE K cebe,
U BBl CO3JaJUTE MPOYHYI0 0a3y Uil mporpaMMbl oOciyxuBaHUS KiueHToB. Ilo crmoBam Orneitn
I'poccunrep Drecc, ObIBIIETO Mpe3uieHTa AMEPUKAHCKON acColMaluy OTeNed M MOTeNeH, «HaMm
HY)KHO TpPHUBUTH COTPYJHHUKAM YYyBCTBO caMOyBakeHUs. COTPYTHHUKOB HYXHO BOCIUTHIBATh,
o0y4aTb U MOTUBUPOBATh. 5 ymMaro, 3TO COTBOPHUT Uyzeca TPYIOBON AUCIUIIMHBI 1 MOTHBALIUN.

MOTHUBAILIUA YEPE3 IPUBEPXKEHHOCTH BCEHM KOMIIAHUH

Korna mnpuBepx eHHOCTh OOCITY)KHBAaHUIO KJIMEHTOB CTAaHOBUTCS OOIIEKOPIOPATUBHOM
KyJIbTYPOH M KOTJa TOI-MEHEDKEPBl IOCTOSHHO MOJKPEIUIAIOT 3TY INPUBEPKEHHOCTb CBOMMH
CJIOBAMM U JI€JIaMU, TO U COTPYJHUKU CTAHOBSTCS IPUBEPKEHHBIMU. 1 MOTMBUPOBaHHBIMH.

IIpuBep>xeHHOCT HE BBOJUTCA B IpHKa3HOM mopsake. UtoObl ee co3marh, Tpedyercs
aKTHBHAs KOMMYHMKAILMs C IIEPCOHAJIOM U YMEHHE PYKOBOJCTBA IIEPEBECTH BEIIMKUE J€la B
KOHKpETHbIE Majble 3a/laud, 4yTOObl BCE M KAXAbIH B KOMIIAHMM MOIJIM BHECTH CBOM BKJIAJ B
JOCTHXKEHUE 00IIel Lenu.

Camas 3¢pexTuBHas MoTUBAILUS (OKYCHPYETCSl HA KaUeCTBE MPOIYKTOB U YCIYT — 3TO JA€T
JIOASIM OUIYIIEHHE IIEHHOCTH CBOEH paboOThl, — W Ha KAauyeCTBE YEJIOBEYECKOTo KamuTajia, YTo
MIOMOTaeT JIFOASIM TOBEPUTH B CBOIO COOCTBEHHYIO IIEHHOCTb.

[Tpu6bLIb KaK MOTUBUPYIOMIUN (PAKTOP HE OUEHB-TO BJIOXHOBIISET PAIOBOM MEpcoHal, €CiH
TOJBKO pe4yb HE MJET O BbDKMBaHMM KoMmaHuu. Ho pgaxke Ttorga mnpuObUIb MOXET OBITH
HE/I0CTaTOYHBIM MOTHUBATOPOM JUIsI OOBIYHOTO COTPYAHHUKA.

Jlyumme KOMIAHUM CO3JAK0T KIMEHTOOPUEHTHUPOBAHHYIO KYIbTYpy H3  CIEAYIOIIUX



JJIEMEHTOB: COTPYAHUYECTBO + KOMMYHHKALUs + IIPUBEPKEHHOCTb.

MOTUBAIUA YEPE3 YYACTHE ITEPCOHAJIA

51 HEOTHOKPATHO MOBTOPSJI, YTO MPOrpamMMa 00CTYKMBaHUS KIIMEHTOB TOJBKO TOTa HabepeT
MOJTHYIO CHITY, KOT/Ia B HEel OyayT y4acTBOBaTh BCe COTpYyIHMKM kommnaHuu. Kommanus Scott Paper
— OJHa W3 MHOIHX, IJl€ OTIMYHO JTO MOHUMAIOT. [IpUBEpPKEHHOCTH KIMEHTaM YacTo
OCHOBBIBaeTCs Ha yMeHuUH ciymaTh: JIu SIkokka, OBIBIIMII TpelcedaTresb COBETa JUPEKTOPOB
Chrysler Corporation, roBoput, uro Chrysler BHUMaTeNbHO CIIYIIAET, YTO TOBOPAT €€ COTPYIHUKU
00 00CITy’)KMBaHUY KIIMEHTOB.

PasBuBass «komaHAHBIA JayXx», KommaHus American Express co3mana CroenmaibHYIO
KOMUCCHIO TIO 00CTY>KUBAaHUIO KIIMEHTOB, KOTOpPAasi COCTOUT M3 KIIIOUEBBIX MpPEJICTaBUTENEH CITykO
no paboTre ¢ KIMEHTAaMH BCeX OTAENOB KommaHuu. CrenuanbHas KOMHCCHA — 3TO
MH(OPMALIMOHHBIN IIEHTP, I/I€ COTPYIHUKH KOMIAHUU MOTYT BCTPETHUTHCS U OOCYIUThH CBSI3aHHBIE
Cc o0cmyXHBaHMEM NpPOOJIEMBbI, C KOTOPHIMH CTaJKUBAIOTCS HMX OTAENbl. TakuMm obOpasom
COTPYJIHUKU MPUHUMAIOT aKTUBHOE YYaCTHE B JEATEIBHOCTH BCEH KOMITAHUHU, 00CYXAasi MpoOIeMbl
U BeIpaOaThIBas peIIeHusI.

B xommanmu CUNA Data kaxnaplii oTaen o0OCIyXKMBaHUS KIHEHTOB €XEKBapTaJIbHO
MIPOBOJIUT COOpaHUE C YHaCTHEM CBOETO PYKOBOJACTBA M KOOpAMHATOpa 00ydeHusi. OHU BBISBISIOT
1 00CYXIArOT MPETSATCTBUS, MEIIAIONINE OBICTPOMY U 0€30ITHO0YHOMY JIOCTHKEHUIO TIEJIeH.

Pesynbrar? Unen. Camble pa3Hble UAEH, OT U3MEHEHUS HHCTPYKLUI 10 U3MEHEHUs AU3aiiHa

MIPOTYKTOB.

q’OpYMbI A KOMaH/Abl oﬁcny;xnnamm K/IMEHTOB

B xomnanuu Toshiba yuactue mepconana mpuauMaeT apyryto Gopmy. Kommnanus nmpoBoaut
peryispHbie (OpyMBbI C Y4acTHEM BBICHIETO PYKOBOJCTBA, HA KOTOPBIX MPEACTABUTENU OTAEIOB
pojaXx, 00CITy>KMBaHUS U MOAJEPAKKHU FTOBOPST BCE, YTO TyMAIOT.

B cern oreneit Omni Hotels coTpyaHuKM BBIOMpPAIOT B CBOMX MOJPA3JEICHUSX CaMOTO
OPHEHTUPOBAHHOI'O Ha CEPBHUC KOJUIETY, KOTOPBI CTAHOBUTCSA HX INPEACTaBUTEIEM B KOMUTETE,
3aHUMAIOIIEMCS] PELICHUEM «MEKBEJIOMCTBEHHBIX» Mpo0ieM obOciayxuBaHus KiueHToB. Cpenn
IpeJCTaBUTENIEH KOMUTETA Pa3bIrPHIBAIOTCS MPU3bI, HATPUMED OTIIYCK Ul BCEH CEMbH B OJJHOM U3
oreneit Omni. «3Tta mporpaMma okymaer ceds, — roBopuT Yuibsam llluxan, ObIBIINI pe3ueHT U
CEO cetn Omni Hotels. — Y 10BIeTBOPEHHOCTh TOCTEH MPOIEAYPON PETUCTPAIIU YBEITUUIMIACH
Ha 10,4%, oOcnyxuBanuem B pecropaHax — Ha 12,4%».

M3 Bcero MHOroo0Opasusi «KOMaHJ OOCITY)XKMBAaHUS KJIMEHTOB» IPHUMEPHO II0JIOBUHA
npuxoauTcs Ha BenmukoOputanuto. Llenb Takux KkoMaHa — coOpaTh BMECTE PSIOBBIX COTPYAHUKOB
U J1aTh UM BO3MOKHOCTh pa3padaThIBaTh U IMPOBEPATH HOBBIE METO/IbI OOCTYKUBAHUS KIIMEHTOB.

Hanpuwmep, xornma pykoBoactBo British Airways penmno pa3paboTarb HOBbIE CTaHIApPTHI
00CITy’)KUBaHHsI KJIMEHTOB, OHO IPENOWIO HE HaBsA3bIBATh NPOLEAYPHl U MEPHI CBEPXY, a IOPYUYUTh
3TO cBoMM KoMaHAaM «CepBuc — mpexje Bceroy. IIpemioxkenus, moJjaHHbIe KOMaHAaMHU, ObUIH
CaMbIMH DPa3HBIMH — OT HW3MEHEHHUs 4YacoB pPabOThl O(HCOB Mg yaoOCTBa MACCAKHUPOB 0
panuKaIbHOTO W3MEHEHHs paboThl OOpPO HAXOAOK. PekoMeHmanuu U Mpe/UIoKeHUs, KOTOpbIe
3aTparMBajli BCIO KOMIIAHMIO WM TpeOOBalIM CEpPbE3HBIX MHBECTHLMH, IepeAaBajnch Ha
paccMOTpeHHe B IIEHTPAJIbHBIN O(uC.

CTaHAaprI YAOBJIETBOPECHHOCTHU K/JINEHTOB



Hilton Hotels Corp. moTpatumna nBa roga Ha pa3paboTKy OOLIEKOPHIOPATUBHON MPOTpPaMMBI
MOBBIIICHUST KadyecTBa, MNpeAHa3HaueHHOW s Bcex 270 oreneit, paboTammmx Ha OCHOBE
¢bpanmu3el. B Xxome mpenBapuTENbHOTO HMCCIEAOBaHUS ObLIO BbAENeHO OKoo 300 KITFOueBBIX
KPUTEPHUEB YIOBIETBOPEHHOCTH KJIUEHTOB.

YroObl HHPOPMHUPOBATE 00 ITUX KPUTEPHUSIX CBOM MEpCOHAN, KOMIIAHUS CHsJIA CHIEIMaTbHBIN
y4eOHBIN BUICODUITBM.

Ceromust B orensix Hilton nelcTBYOT rpymmbl KadecTBa, KOTOPbIE BCTpPEUAlOTCS pa3 B
HEeJIeN0, YTOObI OOCYAMTHh TPOOJEMBI MU HAWTH pelieHus. Takue TPYNIbl UMEIOTCS B KaXKIOM
MOJApa3JeeHnd, OT  aJMUHUCTPAlMM 10 TOPHUYHBIX W TEXHHYECKOH  CIIyXKOBI.
MexdyHKIIMOHAIBHBIE TPYIIIBI COCTOAT M3 MEHEIHKEPOB BcexX mojapasneneHuid. Kaxkmas rpymnma
YCTaHABIIMBAET CTaHIAPTHI paOOTHI U CEPBUCA, @ COTPYIHUKH YaCTO CAMH MUIIYT CBOM CITYKEOHBIE
WHCTPYKITUH.

Ha exxeHenenbHBIX COOpaHUSX TPYII 03BYYHUBAIOTCS HEJOBOJIBCTBA U JKaJI0OBI, 00CYXKIaeTcs
1 paspabaThIBacTCs pa3zeiieHHe 00sS3aHHOCTEH MEXIy mojpasneneHusMu. JlroObie pekoMeHaauu
10 U3MEHEHHSIM MEePEIAI0TCSI PYKOBOJICTBY, KOTOPOE PEIIaeT, MPUHUMATH MEPBI UITH HET.

KonuyecTBo rpynm kadecTBa 3aBUCUT OT pa3mepa otens. Hanmpumep, B Opryland Hotel, roe
pabotaet 2700 coTpyaHUKOB, AeicTBYeT 30 rpyrmil, B HEOOIBIINX OTEISAX — JIBE-TPH.

Hexkotopeie HeOobIME OTENH OOBEAMHSIOT B KaXJIOW KOMaHJIE MPECTAaBUTENEH pa3HBIX
cnyx0, Hampumep, TpHeMa U pa3MeleHHuss ¥ TOPHUYHBIX. lIpenMyIecTBo  Takux
MEX(YHKITHOHAIBHBIX TPYIIT 3aKII0YAeTCS B TOM, YTO OHH TO3BOJISIIOT JIFOASM JIydIlle TOHSTh
paboTy CBOMX KOJIJIET.

Ha exeromnoii xondepennuu HarmoHanpHONW acconManvy po3HUYHBIX KoMmmaHui JleoHapn
beppu, nmnpenomaBaTtenhr W KOHCYAbTAaHT IO  BONPOCaM  PO3HUYHONW  TOPrOBIU U3
CenbCKOXO03MCTBEHHOTO U TTOJIMTEXHUYECKOTO YHHUBEpcuTeTa Texaca, yoexaan HECKOJIBKO COTEH
PYKOBOJUTENEH POZHUYHBIX KOMIAHHWA B TOM, YTO OHHU JOJDKHBI MOTHBHUPOBATH CBOW MEPCOHAT
00CITy’)KMBaTh KJIMEHTOB C HAaWBBICIIEH CTENEHBIO MPUBEPKEHHOCTH U YHTYy3Ha3Ma, MPUBJIEKas €ro K
pa3paboTke COOCTBEHHBIX CTaHIAPTOB padOTHI U 1eei. beppu coBeTOBaNm pyKOBOJCTBY KOMITAHHIA
00yJaTh CBOMX COTPYIHUKOB, XOPOIIIO C HUMHU 00pamiaThCs, JOCTONHO OIUIAYMBATh UX TPYI, YTOOBI
OHM MOTTH «00ecredynTh ceOs», W BO3HATPAXKAATh WX 32 OTIMYHOE OOCITY>KHBAaHUE KIUEHTOB.
«B03MOXHO, TOT/1a Ballli KIIMEHTHl OCTAHYTCS C BaMH JIOJIbIIIE», — cKazan nmpodeccop beppwu.

MoTuBanus yepe3 uHGOpMaLHIO

Korma corpyanukn «B Kypce» Ielieidl M mporpaMM CBOEH KOMITaHMH, TOT/Ia OHM HAYWHAIOT
OTOXKIECTBIATH ce0st ¢ HUMHU. M1 oHM OyAyT MOTHBHPOBAHBI JIeMCTBOBATh B MHTEPECAX KOMIIAHHH,
eciH B OOIICHUN C HUMH JICNAeTCs aKIIEHT Ha UX 3HAYMMOCTH IS TOCTYDKEHHS TUX IIeTIeH.

OOmraiiTech CO CBOMMH COTPYJHHKAaMH TaK, OyJTO UM HaJ0 3HATh, HACKOJIBKO IOBOJIbHBI
KJIMEHTHI Bameil koMnannu. Ha camom jaene uM 3TO JeHCTBHTENBHO HYKHO, MOCKOJIBKY MMEHHO
OHM HECYT TJaBHYIO OTBETCTBEHHOCTh 3a KadeCTBO OOCIY)XHBaHUS M YJOBJIETBOPEHHOCTH
KJIMEHTOB.

B npemucnoBun Kk ortdery o0 wuccienoBaHuu «PsSgoM ¢ KIMEHTOM» AMeEpHUKaHCKas
acconuanys MEHEDKMEHTa MPU3bIBAET yAeNsITh 0c000€ BHUMaHHE MH()OPMHPOBAHHIO TEPCOHANA
«TIepPBOM JIMHUM», HEMOCPEICTBEHHO PAOOTAIOIIEro C KIMEHTaMH — IPOJABIIOB M CEPBHCHBIX
COTPYJHHUKOB. ACCOIMAINS ITPEJIaraer:

* PacIpOCTPaHATh OTUETHI 10 OT3bIBaM/>Ka00aM KIMEHTOB CPEIU BCEX COTPYTHHKOB;

* THPOPMHUPOBATH BCEX COTPYIHUKOB O COAEPKAaHUU 3BOHKOB Ha TOPSUYIO JINHUIO;

* 3aIUCHIBAaTh Ha BUAEO COOpaHUs, HA KOTOPHIX OOCYKIAeTCs CUTYyalusi ¢ 0OCITyXKHBaHHEM
KJIMEHTOB B KOMITAHUH, TIOKA3bIBaTh 3TH BUIC03AMMCH BCEMY ITEPCOHAIY;



* 3HAKOMHUTbH BCEX COTPYAHMKOB C pe3yidbTaTaMu ONPOCOB Mo moute/renedony. Pasmemars
3TH Pe3ybTaThl O BCEl KOMIIAHUM, YTOOBI UX BUJEI KaX/Ibli, BKIIOYasi KJIMEHTOB;
* IPOBECTH (HOKYC-TPYIIIBI HA TEMY «XOpOIIO JH1 paboTaTh C HAIIEH KOMITAHUEH ?».

MOTUBAIIMA KAK CITOCOb COXPAHHUTDb KA/IPbI

Korpga Bamm cOTpyIHUKH BBICOKOMOTHMBUPOBAHBI, MPOOJIEMBI TEKYYECTH KaJpoB U Haiima
00bIUHO pemiatoTcs camu co0oil. Eciu Bl perynsipHo MOJKperuisere MX MOTHBALMIO, B KOHIIE
KOHIIOB B Bamle KoMmaHuu OyayT paborare Oojiee ONBITHBIE COTPYAHHUKH, KOTOpHIE
MPEAOCTaBIAIOT  Oojee  KAayeCTBEHHBIM  CepBHC. A  KAadeCTBEHHBIA CEPBUC —  OTO
CHJIbHOJICHCTBYIOIIEE JIEKAPCTBO OT TEKYUECTH KapOB.

Korna corpynnuku HayyaTcsl MpPEAOCTaBISATh KaueCTBEHHOE OOCITY)KMBAaHHE U BOWIYT BO
BKYC, KOTJIa OHU YBHUJST, YTO MX KJIMEHTHI YABIOAIOTCS U MPUXOJAT CHOBA, OHM HAYHYT MOJyYaTb
YIOBOJILCTBHE OT paboThl. KIueHTHI co CBOEH CTOPOHBI yXe HE KAYT OT COTPYAHHUKOB IpybocTH
WA HEKOMIIETEHTHOCTH U, KaK CIIEICTBUE, OOJbIIEe HE 0OpaIaloTCs ¢ BalllUM MEPCOHAIIOM KakK CO
cOopuIeM TpyOUsTHOB M HEBEXKI.

KiIneHTBI Kak Apy3bs

Korna kadecTBEHHBIN CEpBUC MPEBPAIIAECT KIMEHTOB W3 BparoB B JIpy3€d, COTPYIHHUKU
MepecTaoT OTHOCUTHCS K CBOEH paboTe Kak K KaTopre, CTOJb TATOCTHOW M HAJIOEBIICH, YTO HE
Xo4eTcsl UATH Ha pabotry. Termeph OHM XOTSAT COXpPAHUTH CBOIO paboTy. B pesynbrare cHukaercs
TEKyYeCTh KaJIpOB, YTO NMPUBOIUT K YMEHBIICHHIO OOIIUX M3JEpKEK Ha pabouyio CHUiTy, BKIOYas
3aTpaThl HA HAEM M OOyUYCHHE.

Paboune mecta OTHBIHE 3aIlOJHEHBI KBATH(DUIUPOBAHHBIMH COTPYJHHKAMH, YbH HABBIKH
MPEIOCTaBIIEHUs] Ka4eCTBEHHOI'O CEpBHCA MOJIEPKUBAIOT BBICOKYIO JIOSJIBHOCTH KIMEHTOB, H,
TaKuM 00pa3oM, CHIKAIOTCS 3aTPaThl HA 3aMEHY YIIEAIINX ¢ KOHKYpEHTaM KIHeHTOB. boiblne He
HY)XHBI 00BsiBIIeHUs «TpeOyroTcsi COTPYIHUKH», HE HYXHBI OCCKOHEYHBIC COOeceqOoBaHUs U
MpOBepKU pexoMeHaaruii. CTaHOBUTCS TOPa3a0 MEHbIIE OyMaKHOU PabOTHI.

KaK CHM3UTB TeKy4ecTh KaJpOB

Camplit 3¢ppexTUBHBIN cIOCO0 YMEHBIIUTH TEKYUECTh KaJpOB — HE IUIATHUTh UM OOJIBIIEY,
HE

«yBEJIMYMBATH COIMAIBHBIN TTAKET», HE CO3/1aBaTh OOJIbILIE TPOMKUX JTOJHDKHOCTEH («TIIaBHBIEY
HIBEHLIAPbI, «TJIABHBIE» KOHChEPIKU U «TJIABHBIE» FOPHUYHBIE), HE NMOCBUIATh UM OTKPBITKH KO JIHIO
POXKAEHUS WM UHAECHKHU Ha POXKIECTBO.

Campiii 3¢ dexTuBHBIA CIMOCOO YMEHBIIUTh TEKY4YeCTh KaJIpoB — MOTHBHUPOBATh
COTPY/ZIHUKOB Ha KaueCTBEHHYIO 1 3()(heKTUBHYIO paboTy, OT KOTOPOI OHH OyIyT MOIYy4aTh JIUYHOE
yIIOBJIETBOPEHHE. DTO 3aCTaBUT UX TPYAUTHCS €llle cTapaTesibHee, YTOObl COXpaHUTh CBOE pabouee
MECTO.

Hanpumep, oaHMM H3 TJaBHBIX pPE3YJIbTAaTOB MPOrpaMMbl OOCIYXKHBaHHMS KIHUEHTOB B
Kroger's, kpynueiimeii B CIIA cetu cynepmMapKeTOB, CTajl0 CHM)KEHHE TEKY4YECTH KaJpoB H
IIPOT'YJIOB.



Bbicokas TEKY4Y€CTb KaJAPOB — IIPHU3HAK IIJIOX0Tr0 CepBHCa

Huzkas TekydecTb KaJpoB — CTOJb HENPEMEHHOE CIEICTBUE BBICOKONH MOTHBALIUU
MepcoHalia, Co3/1aBaéMOi MporpaMMamM Kaue€CTBEHHOTO CEpBHCA, YTO €€ MPOTHUBOMOJIONKHOCTh —
BBICOKYI0O TEKy4ecTh KaapOoB — CIIeJyeT paccMaTpuBaTh KaK TPEBOXKHBIM  3BOHOK,

MPeIyNpPExXAAIONUINI 0 HATMYUH CEPhE3HBIX MPOOIIEM C CEPBUCOM.

DOTO OIWH W3 BAXHEHIIUX BBIBOJIOB, CJCJIAHHBIX KOHCAITHHTOBOM ¢upmoit Forum
Corporation B xojie uccienoanus 6onee 700 komnanuii mo Bcemy Mupy. TexyuecTb paboueil cuibl
HamnpsIMyl0 3aBUCUT OT MHEHMsI MEepCcOoHaja O KadecTBe IpeaocTaBisieMoro cepsuca. Kak
ycTaHoBuia Forum, npuumHa yBOJIBHEHMSI HEKOTOPBIX COTPYIHUKOB — HEAOBOJIBCTBO KaYECTBOM
oOCITy’)KMBaHMsI BHEIIHMX W BHYTPEHHMX KJIMEHTOB M JaBsias arMoc(epa HEraTUBHOIO
OTHOILIEHHUS, LJapAIIas BO BCE KOMIIaHUU.

ITosToMy, ecnu Bala 1ejib — KauyeCTBEHHBIH CEPBUC JUIsl KIIMEHTOB M CHU)KEHUE TEKY4eCTH
KaJpOB, YTO TMOBBIIACT CIIOCOOHOCTH IEpCOHaja IMPENOCTABIATh KAueCTBEHHBIM CEPBHUC, BOT
HECKOJIbKO COBETOB.

» CrenaiiTe aklleHT Ha HEMAaTEpUAJIbHBIE CTUMYJIBI — YBaXXEHHE K COTPYAHHUKAM M IPU3HAHUE

UX UIEH.

* Hajenure cBOMX COTPYAHHMKOB TMOJHOMOYHMSIMM IPUHUMATh PELICHUs, HEOOXOIUMBbIE ISt
YJIOBJIETBOPEHHMSI KIIMEHTOB, TOCKOJIBKY 3TO UX 00S13aHHOCTb.

* ObecrieubTe MM TpPU3HAHUE, JMYHOE YIOBIETBOPEHHE OT pabOTHl MU BO3MOXKHOCTH IS
caMmopeanu3anny.

* Unpopmupyiite CBOUX COTPYAHUKOB U JIOBEPSUTE UM.

Bpemena menstorcs. Ecnu Bbl CTpeMHTECh K COBEPIIEHCTBY B OOCIIY>)KMBAaHUHU KIIMEHTOB,
CHayaja Hy>KHO JOCTHYb COBEPILIEHCTBA B OTHOIIEHUSAX CO CBOMMH COTPYIHUKAMH.



OcHOBA KAYeCTBRHHOID cCepeuiCa: BOCEMb OTHOLWEeHWUN
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I'aaea 8. 3HaHue cuaa, npuHocAWasi NPUGHLIL

CTPATEIud U TAKTUKA KAYECTBEHHOI'O CEPBHUCA




KauecTBo cepBuca BakHee IeHBI. l[eHa mpuBieYeT KIIMEHTa, HO HE CIEIaeT ero
BaIlIUM [TOCTOSIHHBIM IOKyIaTeseM... JlaliTe KIMEeHTY HeuTO ACHCTBUTEILHO CTOsAIIEE, U
OH 3aIlJIaTHUT, CKOJIBKO OBl 3TO HU CTOHJIO.

Tom ITumepe u Hancu Ocmun, uz knueu «Cmpacmep K coeepuiencmey

Bpsin mu XoTs OBl OJWH PYKOBOAWUTENh KOMIAHUU BEPHUT, YTO YCIEIIHBIA OWU3HEC MOXKHO
MOCTPOUTH HAa Pa3OBbIX MpOAa)kax, HY, TOJbKO €CIU He MpoJaTh BpyKIMHCKUI MOCT HMYEro He
nmojio3penaroiieMy apadckomy HeTssHOMYy MarHaty. [loBTOpHBIE TpPOAaKHW HEOOXOAMMBI IS
BBDKMBAHMSI KOMIIAHMM, HO KJIMEHTHI TaK M HOPOBSIT CONTH Ha OOOYMHY, XOTS OBl MOTOMY, YTO
nepee3karoT WM YMHPAIOT, a €CIM KIMEHT — KOMIAHMA, TO IMepee3kaeT WIM YMHpaeT
3aHMMABIIUNCSA 3aKylKaMH COTPYAHHMK. B pe3ynapTare KiMeHTCkas 0a3za CYIIECTBEHHO
COKpaIaercs, MOTOMY YTO HEMHOTHE KOMIIAHWU MOTYT O0OeCHeuuTh cebe HEeNpephIBHBIN MPHUTOK
HOBBIX KIIMEHTOB JJI 3aMEHbl TeX, KTO IepecTan MoKymnaTh. [103ToMy NOSUIBHOCTH KIMEHTOB
KpaiiHe BakHa I OOJBIIMHCTBA KOMITAHUH.

Kaxkoit >xe Hammydmmii croco0 3apyuuThes uX JosutbHOCTBIO? CepBuc. CepBHC, KOTOPBIU
o0ecreyrBaeT yJOBJIECTBOPEHHOCTD KJIMEHTOB.

VY 10BNETBOPEHHOCTh KJIMEHTOB — ATO BBICOKOI((EKTHBHASA C TOYKU 3PEHHUS] HSKOHOMHUU
3aTpar CTpaTerus, MOCKOJIbKY OHA PE3KO COKpaIlaeT MOTPeOHOCTh B HOBBIX KIMEHTaX. A MpUBIIEYb
HOBOT'O KJIMEHTa IPUMEPHO B MATh JOPOKE, UEM YAEPKaTh TOTO, C KOTOPHIM BBI yke paboTanu. ITo
COOTHOILICHHE JICHCTBYET B 00JIACTH 0OCITY)KMBAaHUS y’Ke MHOTO JIET.

BA30BbBIE CTPATEI'HH

CymectByeT psia 0a30BBIX CTpaTeruii, KIIOYEBBIX I ycmexa B cdepe oOcityKuBaHUS
kiueHToB. [lo3HakombTech ¢ HUMU. BeibepuTe Te, 4TO BaM MOAXOJAT, U 3a0yAbTe PO OCTAJIbHEIE.
Ho ucnionp3yiite Bce Ajst BEIpaOOTKH HOBBIX UICH.

[Ipexne Bcero, pacCMOTPUM CTpaTeTuH, KOTOpble ObUTM BBIBIEHBI KypHajioMm Chief
Executive B pesynbrare ompoca 1000 Tom-meHemkepoB. MeHeIKEpOB ClpaluBalid, 4To, MO UX
MHEHHIO, HEOOXOMMO cJieJiaTh, YTOOBI MOBBICUTH yJIOBJIETBOPEHHOCTh KIMEHTOB. BriOOpka Oblia
CJIeTKa CMEIIEeHA B CTOPOHY KPYITHBIX KOMIIAHUI MPOU3BOJICTBEHHOTO CEKTOPA.

Bot uro numert xxypHai B otuere: «MBbl 0KUAAIHU, YTO pa3Hble KOMIIAHUHU, KOTOPBIE YCIEIIHO

MOBBICHUJIM KQ4eCTBO MPEIOCTABISIEMOTO CepBUCa, OyIyT JaBaTh pa3Hble PEKOMEHIAUU — C
4Yero Havarb, KyJa BIOXHUTH OoJblle pecypcoB U T. A. OKazanoch, 4TO pa3ivuvs B PacCTaHOBKE
MIPUOPUTETOB MUHUMAIILHBIEY.

OTnpaBHBbIE TOYKH

Haunbonee BaXXHBIMH Uil YCHEIIHOTO 3ayCKa MPOTrPaMMBbl OOCITYKUBAHHUS KIUEHTOB OBLIH
Ha3BaHbI CIIEAYIONINE MEPHI (B MOPSsIIKE YObIBAHUS YaCTOTHI UX YIOMUHAHUSA).

1. Ycunutb BHUMaHKE BBICHIETO PYKOBOJCTBA K 0OCTYKMBAHUIO KIIMEHTOB.

2. TloBeIcHTh KauecTBO MPOJAYKTA. ODTOT IIar MOJYYHJI HauOOJbIIEe YHUCIO TOJOCOB B
KaTEerOpuH «KyJa HAIPaBUTh OOJIBIIE BCETO PECYPCOBY.

3. O0yuuTh MepcoHan MeToaM OOCTy)KMBaHUS KJIMEHTOB. BTOpoe MECTO B KaTEropuu «Kyzaa
HAIMPaBUTh OOJIBIIIE BCETO PECYPCOBY.

Kypunan Chief Executive He TOIbKO coOpall peKOMEHIAIMKM PECTIOHIEHTOB OTHOCHTEIIBHO



TOTO, C YE€T0 HaYaTh MPOTrpamMMy OOCITYKUBAHUS KIHEHTOB U KyJa BIOXHTh OCHOBHBIE PECYPCHI, HO
U TPOaHAIM3UPOBAT OTBETHl C LEJIbI0 OMNPENCIUTh TJIABHBIE DPA3IUYUS MEXKIY KOMIIAHHUIMH,
KOTOpbIE YIIYUILAIOT U HE YIY4IIatoT CBOM cepBuUC. BOT 3TH paznuuus:

* U3MEHEHHMsI B MpaBUIaxX U MpoIelypax 00CTyKUBaHUS KIIMEHTOB;

* (opmarnbHBIe HCCIeIOBAaHUS KIMEHTCKOM 0a3bl,

* HaJIM4Ke MPOLEAYPHl OLIEHKH IepCOHaa BHYTPU KOMITAHUU;

* 00yueHme 00CITy)KHUBaHUIO KJIMEHTOB;

* aKTMBHOE y4acCTHE BBICIIETO PYKOBOJICTBA;

* peajbHble U3MEHEHHUSI B OPraHU3allMOHHON CTPYKTYpE.

Bbl MoxeTe Mcronb3oBaTh MU pa3pabOTKe CBOEH MporpamMmbl OOCITYXHBAaHUS KIHMEHTOB
CTpaTerMd W TAKTUKH, BBISIBICHHbIE MHOTOUMCICHHBIMU HCCIEIOBAaHUSIMU M ONpocamMu. Y HHX
JIOBOJILHO MHOT'O OOIIIETO.

a) ba3oBble KOMIIOHEHTHI:

1. opunmanbHas cTpaTerus cepBuca;

2. OpUEHTUPOBAHHBIC HA KIIMEHTOB MPaBWJIa U TIPOIIEAYPHI;

3. OPMEHTUPOBAHHBIN HA KJIMEHTOB MEPCOHAI.

0) TakTuku, wHCHONB3yeMble HauOoliee 4YacTo Mg JOCTH)KCHHS YIOBICTBOPEHHOCTH
KJIUEHTOB:

1. KOHTPOJIb KAYECTBA U TAPAHTHUS HAJICKHOCTH MPOAYKTA;

2. CBOEBpPEMEHHAs JOCTaBKa MPOAYKTa/yCIyTH;

3. cIOCOGHOCTH OMEPATHBHO YAOBJIETBOPATH OCOOBIE 3aITPOCHI KJIMEHTOB.

B) UepThl yCIENTHBIX CEPBUCHBIX KOMIIAHUH:

1. yeTKO€E BUJCHUE;

2. rTapMOHUYHOE COYETAHHE BHICOKOTEXHOJIOTUYHBIX CUCTEM U METOJIOB C TUYHBIM KOHTAKTOM
C KJIMEHTaMU U JINYHBIM OOCITY)KHBaHHEM;

3. HaeM | MPOJIBKEHUE COTPYAHUKOB C YUETOM HUX YCIIEXOB B MIPEIOCTABICHNUU CEPBHCA;

4. uaopMHupOBaHUE KIIMEHTOB O CBOEM CEPBUCE:

5. OlIeHKa KavyecTBa MPEI0CTaBIIIEMOT0 cepBrca U MHPOPMUPOBAaHUE TIEpCOHATIA O

pe3yJsipTarax.

r) Bee ycnemnpsie koMnaHuu:

1. nmenmaroT Bce BO3MOXKHOE, YTOOBI HAHMMATh TOJBKO MOAXOAALIMX JIIOJEH, o0ydarh H
MOTHBUPOBaTh HX, HAJENATh HX TMOJHOMOYHUAMH, HEOOXOJUMBIMU JJii KayeCTBEHHOIO
00CITy>)KUBAaHUSI KIINEHTOB;

2. IPUCTANIBHO CIEAAT 32 KOHKYPEHTaMU;

3. IPOCST KJIUEHTOB OLICHUTh KAYECTBO CEPBHUCA, KOTOPBIM OHU MOIYYAIOT;

4. UHBECTUPYIOT TOpa3/J0 paHbllle W ropazao OoJbllle CBOMX KOHKYPEHTOB B TEXHOJIOTHH,
MO3BOJISIFOIINE 00ECTIEYUTh BEICOKHMI YPOBEHB 00CTYKUBAHUS KIMEHTOB.

ITo cnoBam Cannpel Tak, ObIBIICH TiaBbl KOHCanTHHTOBOW ¢upmbel Booz, Allen &amp;
Hamilton, Tonbko 47 u3 101 cepBUCHO OpUEHTHPOBAHHOM KOMITAHUH, UCCIIEIOBAaHHOM ee (HupMoii,
pacniosraranu 3G heKTUBHON TeXHONIOTHEN 1 paboThl ¢ KiMeHTamu. [[pyrumu cioBamu, Bcero 47
KOMITAaHUH O0ECTIeUMIN CBOMX COTPYIHHUKOB TEXHOJOTHSIMH, KOTOPBIC JENAI0T HUCKIIOYUTEIbHBIN
CEpBUC B MPUHIIUIIE BOZMOKHBIM.

«Bar otnien 06cmyKUBaHUS KIIMEHTOB HE JOJHKEH OBITh TTOXO0K Ha CTOJ JKAI00, a CEpBUCHBIE

COTPYIHUKU — Ha MUcapeil, — roBOpuUT rocroxa Tak. — KIIMeHThI T10JKHBI BUAETD, YTO BbI
3a00THTECh O HUX ¥ MOATBEPXKIAETE I3TO HA JIEIIeH.

B kawectBe mnpumepa ona npuBoauT koprnopamuioo L.L.Bean. ®upma wucnonb3yer
KOMITBIOTEPHYIO CUCTEMY JJisi TPOBEPKH HAIW4YUs TOBAPOB Ha CKJIaae, 4TOObI TenedoHHBIC
orepaTopbl MOTJIM cpa3y J1aTh MOKYIMATEIsIM HH(POPMAIIHIO O CPOKAX JTOCTABKH.

Eme onuu xopomwuii mpumMep — BO3MOXKHOCTh OTCJIEKHBATh MECTOHAXOXKIEHUE IMOCBHUIOK,
npenocrabnsgemas Federal Express, roBopur Canapa Tak. «HemaBHO MBI OTHpaBWIIM W3 HAIIETO
odrica qBE TOCHUIKH, HA KOTOPHIX MO OMIMOKE MepermyTaid HaKIeHKU ¢ aapecaMu. S mO3BOHMIIA B
Federal Express, u oHU cymenu OnpeaennuTh, TJe celdac HaXOMATCS Halllk TOCBUIKH, CBSI3aThCS C



BOJIUTEJIEM ITOYTOBOTO ()yproHa U MOMPOCHUTD €TI0 MOMEHATH HAKICHKI.

I'ocmoxa Tak cuuTaet, 9TO CEPBUCHBIE COTPYIHHUKHU JOJIKHBI OBITh «MEHEE PEaKTUBHBIMU U
60.1166 HpOaKTI/IBHLIMI/I)) B OTHOLIICHUAX C KIIMCHTAMMU. HaHpI/IMep, I‘OBOpI/IT OHa, HpOI[aBLU:I JOJIDKHBI
HE TOJIBKO BBICIYIIMBATH KaJIOOBI 110 TTOBOIY TOBapa M pearupoBaTh Ha HUX, OHU JOJDKHBI TIOWTH
JaJIb1IC N HpOBepI/ITb, HUMECTCA JIM B HAIIMUYUN Hy)KHbIﬁ TOBap 1 KOoraga OH MOXKECT GBITL JOCTaBJICH,
Kak oto nemaet L.L.Bean.

MATPHUIA CEPBUCA: YHUBEPCAJIbHBIE UCTHUHbI

EcTh Heckonbko OGECCIOPHBIX «BEMUKHUX MCTHHY», OTHOCSIIHUXCS K KaueCTBEHHOMY CEPBUCY,
KOTOpBbIE 0053aTENIbHO CIIEAYET yYUTHIBATh B CBOEH AedTenbHOCTH. Bce BMecTe OHM COCTaBISIOT
MaTpHUIly CepBUCa, KOTOpasi JIEXKHUT B OCHOBE pealin3aluu J00N CTpaTeruu cepBuca.

1. OTHOCHTECH K KJIIMEHTaM Kak K IapTHEpaM Ha BCHO JKU3Hb. [l 3TOro ciymaiTe, 4To OHU
TOBOPST BaM O CBOMX MOTPEOHOCTSIX U 3alpocax, IOMOraiTe UM MOJy4YUTh TOBAp WU

yCIyry, KOTOpblE HAWJIy4IIUM OOpa3oM yIOBIETBOPSIOT 3TH MOTPEOHOCTH W 3aIlpoCHl,
HE3aBHCHUMO OT TOr0, UMEIOTCS OHM y Bac WM HET. DTO €IWHCTBEHHO NpPaBHIbHBIN 00pa3
JeWCTBUS, €CIIM Bbl XOTUTE, YTOOBI KITMEHTHI IPUXO/IMIIM K BAM CHOBA U CHOBA.

2. He pa3ouapoBbiBaiiTe u He cepaute KiueHToB. O TOM, Kak BeCTH ce0s B CiIydasx, €CIIM 3TO
BCE-TaKH IPOU30IILIO0, YUTalTe B rase 11.

3. BarnsHuTe Ha cBOM OW3HEC ITazaMu KJIMEHTOB. Ha3oBHTE 3TO comepeKWBaHHEM, €CITH
xotute. B ceru pectopanoB T.G.LFriday kaxnbiii meHemkep o0s3aH mocuaeth (B OyKBaIbHOM
CMBICJIE CJIOBAa) HA Ka)X/JOM CTyine. Tak OHM MOTYT Yy3HaTh, YTO BUAMT W HUCHBITHIBAET, KaKoe
00CITy>)KUBAaHHE MOJTyYaeT KaX bl MOCETUTEINh UX PECTOpaHa.

Kopmnopanust Southland's 3nHakoMuT CBOM TepcoHaa ¢ MHEHHEM KJIHMEHTOB, PACIpPOCTpaHSs
OTYETHl TAMHCTBEHHBIX MOKYIIAaTEIEeN, KOTOPbIE PETYIISPHO MIPOBEPSAIOT UMUK Mara3uHa, TOBapbl U
oOcimy>)kuBaHUE C TOYKM 3peHHus mnokynartenei. ComepekMBaHWE — BaXXHBIM KOMITOHEHT B
oOciy>)kuBaHUM KJIMeHTOB. Ha camom fiene To, Kak COTpYAHUK pelraeT npodsemy, JUisk KINeHTa He
MeHee Ba)XKHO, UEM CaMo peleHUE MPOOIEMBI.

4. TlpenocraBisiiTe OoJbIlIe cepBHCa, YeM BBl OO€LIaeTe WM YeM OKUAAIOT KIMEHTHL. JTO
OTJINYHBIN MYTh K JOSUIBHOCTH KIIMEHTOB — CO3/1aTh OLYIIEHHUE, YTO OHU 3aKJIFOYWIHA «BBITOJIHYIO
cnenky». lIpuMeHsalTe NPUHIUN «d YyTh Ooibliey. Bamm mnpoaykTel o0nagaroT BceMHu
MOJIO)KEHHBIMH XapaKTEePUCTUKAMH... U Jake YyTh OoJiblie. Y Bac ObICTpOE, HA/IEKHOE U BEKIMBOE
o0CITy’)KUBaHHE... U JlaXke 4yTh Oosblie. Ecnu mocne mpomaku KIUEHTY MOHaI00MIIach MOMOIIb,
MIOMOTHUTE €MY... M ClIeaiTe JUIsl HEro eIle YTo-HUOYAb.

[IpenocraBnaTe OOJbIE CEpBHCA, YEM OXHJIACT KIMEHT, — HCKYCHash TaKTHKa, KOTOPYIO
PEAKO 3aMEeTAT Ballld KOHKYPEHTHI. Bariu 06beMbl poiaxk YBEpEHHO pacTyT, U OHU COUTHI C

TOJIKY, HE IOHUMAIOT, KaK BbI 3TO JIEIAETE.

5. Crapaiitech cTarh jydiie. MBICIEHHO MPEICTaBbTE IMepes] CO00H OrPOMHYIO BBIBECKY C
APKO CBETALMMHECA Ha Heil Bompocamu «Kak Mbl padoraem?» (OtBer: XOpoIio, HO MOXXHO eIl
ayuyiie) u «Kak Mbl MOkeM pabotath enie Jydime?». (OTHOcUTech K OTBETaM Ha 3TOT BOIPOC Kak K
IUIaHYy 1€WCTBU.)

OBHIUE XAPAKTEPUCTHUKH KAYECTBEHHOTI'O CEPBUCA

Pemrasi, kakue mporpaMMbl M TPOEKTHI MOTYT OKa3aThcs Hauboiee 3()p(PeKTHBHBIMH IS
BaIen

KOMIIaHWW, OOpaTHUTEe BHHMAaHHE Ha TO, YTO OOBIYHO XOPOIIO paboTaeT B OOJBIIMHCTBE
KOMIIaHWH. B 3TOM paszene mpeacraBieHbl OONIME XapaKTEPUCTHKH YCHENIHBIX HPOrpaMM



OGCHy)KI/IBaHI/IH KIINCHTOB. HOp}II[OK, B KOTOPOM OHH MNEpCUHUCIICHbBI, HC CBA3aH C HX
3¢ PEeKTUBHOCTHIO.

APY)KECTBGHHI)IC CHUCTEMBI CEpBHUCaA

KoHCTpyKIus JIpy’KECTBEHHOM CHCTEMBI CEpBHCa JelaeT €€ YIAOOHOW W TPOCTOH B
WCIOJIb30BAaHNUN NI KJIIMEHTOB, @ HE N KOMIIAHMU. Takue CUCTEMBI PE3KO KOHTPACTHPYIOT C
OOLIETPUHATON MPAaKTUKOW, KOT/Aa YAO0OCTBO AJisi KIMEHTOB MPUHOCUTCS B JKEPTBY YIAOOCTBY JIst
nepcoHana, GPMHAHCOBBIM COOOPAKEHHSIM U «IIPaBUIIAM» KOMITAaHHUH.

«Mbl TpPUBBIKIM HCKaTh MYTH OOJerduTh paboTy kommanuu, — roBoput Kpuc Koke,
ObIBIIMK JUpeKTOp 1o mnepcoHanmy OTnena ydera aBTOTpAHCHOPTHBIX cpeAacTB B Hpro-/Ixepcw,
OTBEUaBUINI 3a pa3BUTHE CepBHCAa. — Tenepb Mbl EpECTpauBaeM CBOIO paboOTy TaKUM 00pa3oM,
9TOOBI 00JIETYUTH KU3HD KIIMEHTAM.

Kokc pacckazan 00 ucronb30BaHHBIX IPU MOAEPHU3ALNN CUCTEMBI 00CITY)KUBaHUS KJIMEHTOB
Metonax: «Eciam BBl XOTUTE MOOUTBHCS pEATbHBIX W YCTOHUMBBIX W3MEHEHHH JJIs KJIMEHTa,
HE00XO0JIMMO PEaIbHO U MOCTOSHHO U3MEHATh HHPPACTPYKTYPY KOMITAHUU.

TpeoyiTe ApyXKea0OUA

CoTpynHukamM HEOOXOJUMO OOBSCHHUTH, YTO APYKEITIOOME OT HUX TpedyeTcs, a He MPOCTO
npuBercTByeTcst. OHM JIOJDKHBI ClIeZIOBaTh HacTaBieHHI0o Maiika Yopcdonaa, aupekropa-
pacriopsiiuTeNss KoHCaNTHHTOBOM (upmbl Partnering Designs u3 Toponto: «Bwl ynbeibaerech He
TOJIBKO ITOTOMY, YTO CBETHUT COJIHIIE U BBl XOPOLIO [103aBTpaKaiu. Bel yibibaeTrecs, IOTOMY YTO 3TO
Baia paboray.

Ho HexkoTopwle COTpYJHHKH HUKOTAAa HE YIbIOAalOTCA. DTO KEpTBBl TaK Ha3bIBAEMOIO
cuHApoMa «YTO-BaM-OT-MEHA-HYKHOY.

bo6 Xaiinz, OBIBIIMI MeHeKep MO MpoJaXaM U pa3BUTHIO MarasuHoB B TruServ
Corporation, oTBeuaBIIMH 3a OOydeHHME IE€pPCOHaa, TOBOPUT, YTO MPOAABIBEI B Mara3uHax
XO3SICTBEHHBIX TOBApOB TMOPOI OBIBAIOT «eiBa U HE TPYObl B CBOEH pOIHM "KOMIETEHTHBIX
KOHCYJIBTAaHTOB". OHHU HCHONB3YIOT CBOUM PYTHHHBIE OOSI3aHHOCTH KaK CIIOCOO YKJIOHEHHs (OT
KJIMEHTa)». Pa3roBapuBas ¢ IOKyNareiaeM, OHM MHPOTHPAIOT IOJI WM PACCTABJIAIOT HA IOJIKAX
TOBap, BCEM CBOMM BHJIOM IOKA3bIBasi €MY, KaK OHM 3aHSThI, TOBOPUT XaiH3.

Kakue cucremsl JpykecTBeHHble K kKineHTaM? beicTpoe oOcnmyxuBaHHe, TaOIUYKU C
uHpopmanuel, yaoOHas BBIKJIAJKa TOBapa, HaJM4YMe €ro Ha CKIaje, B MarasuHax
CaMOOOCITY>)KUBAHHS TEJICKKH C KOJECHKAMHU, KOTOPBIE NEHCTBUTENBHO KPYTATCS, U COTPYAHUKH,
KOTOPBIE 3HAIOT, YTO OHM JENAOT.

JpyKeCTBEHHass K KIMEHTaM CHUCT€Ma — 3TO YEeCTHOCTb. Xopollas KoMMmyHuKauus. U
30J10TO€ MPaBUIIO.

Ho 11 HEKOTOpPBIX KOMIIAHMN TJIaBHBIA KOMIIOHEHT JPY’KECTBEHHOW K KIIMEHTY CHCTEMBI
cepBUCa — CTAaOMIJIBHO BBICOKOE KaueCTBO MPOAYKTa. ITO OUY€Hb MPaBUIbHBINA OJXOI.

On bpacsenn, Bute-npesuneHT komnanuu Braswell Food u3 Crelitcoopo (mrar Jxopmkus),
CUUTAET, YTO OBICTPOTAa U TOYHOCTh — OCHOBHBIE XapaKTEPUCTUKU JIPYKECTBEHHOM cUCTEMbI. B
yHuBepmarax Nordstrom coTpyaHMKaM JaeTcsl KapT-OJaHIl Ha BBIMOJIHEHHE TJaBHOTO IpaBHIIa
MarasyHa: OKynaTelb JOJDKEH YUTH JOBOJIbHBIM.

KauecTBeHHbIE COTPYAHUKHU



Haiimute nroneit, KOTOpbIE OT MPUPOJIBI OT3BIBUYMBEI U JIPYKETIOOHBI. 3aTeM JTOTOJHUTE HX
NPUPOJHBIE KauecTBa OOYYEHHEM IEepelOBBIM METOJaM W HaBBIKaM OOCITY)KHBaHUS KJIMEHTOB.
MoTtuBupyiite ux. Beerna my0auvHO BeIpakaiiTe CBOe MpU3HAHUE W BO3Harpaxknanrte nx. Croenaiite
3TO, U Y BaC HUKOTJa He OyJeT COTPYIHUKOB, KOTOPBIE MIaTAlOTCs 0€3 Jefia ¢ TAKUM BBIPAKEHUEM
Ha Ju1e, KoTopoe n3BecTHbIil koMuk Jlxopmk Kapnua wHazeiBan «DILLIGAD» — «Do I look like I
give a damn?» («Pa3Be He BUJIHO, YTO MHE BCE JI0 JIAMIIOYKHU?).)

PerymnsipHo mpoBepsiiTe cHCTEMY YIpaBJiICHHS IEPCOHAIIOM, 4YTOOBI yOeauThCcS) YTO BBI
HEM3MEHHO HaHUMAEeTe CaMBIX «KAa4eCTBEHHBIX» Jofel U 3¢ dexkTuBHO o0y4yaere ux. OTBEThTE HA
CJIETyIOIIHE BOIPOCHI:

* VYpaercs 1M HaM OTOOpaTh W HaHATH JIIOAEH, KOTOpBIE CHOCOOHBI 3 (HEKTUBHO
o0CITy>)KUBaTh?;

* [IpuBUBAIOT JIM POTrPaMMbl OPHUEHTAIIMM HOBBIX COTPYJHHKOB NOHUMaHHE KOPIOPATUBHON
cTparerun cepBuca c mepBoro nHsa? (Hampumep, mmeercss nmu B PykoBojcTBe sl mepcoHana
CIeMANbHBINA pa3zien 00 00CIy)KUBaHUH KIIMEHTOB?);

* CrocoOCTBYIOT JIM HpOorpaMMbl OOyuYeHHUsl MEpCOHaja peaau3alidd HUJIeU MPEBOCXOIHOTO
cepBuca?;

* OO0ecrieunBaeT M CHUCTEMa OIEHKM IepcoHajga OOpaTHYI CBSI3b OTHOCHUTEIBHO
3G PEKTUBHOCTH MX YCHWJIMHA MO OOCIYXHBAHUIO KJIMEHTOB? MalloBepOSITHO, YTOOBI COTPYAHUKU
VIIYYIIMJIA CBOIO paboTy 0€3 KOHCTPYKTUBHOM oOpaTHOW CBsi3H. CKaXUTe UM KOHKPETHO, KaKOTO
MOBEJICHHS B 00CITY>)KHBaHUU BBl OT HUX OXKHJIACTE.

Heckonbko ner Hazaj s pa3paboran o4YeHb MOAPOOHBIA MEpeyeHb KPUTEPUEB JUISL OLEHKU
paboThI CEPBUCHOIO MEPCOHANA, COCTOALIMI M3 32 MyHKTOB Ha YeThIpex cTpaHumax. CTaHaapThl
OLIGHKH paboThl MepcoHajia HEOOXOIUMBI, MOCKOJBKY CEPBHUCHBIE COTPYIHUKU JOJIKHBI 3HATH,
KaKOro KOHKPETHO MOBEIEHUS Bl OT HUX oXkujaaeTe. OJHAKO MHOTHE CHUCTEMBI OLIEHKH IepCcoHaa,
KaK MPaBUJIO, CIIUIIKOM PACIUIbIBYATHIE U OOIIHE.

[IpuBepP>KEeHHOCTh PYKOBOACTBA

KoprnioparuBHoe pykoBojicTBO, 1 ocooenHo CEQO, cIoBOM M JeI0M JOHKHO TOIEPKUBAThH
UJICI0 KQa4eCTBEHHOTO CepBHCAa KaK OCHOBHOTO MpUHIMNA yrpaBieHus. [IporpaMma oOcmyKuBaHus
KJINEHTOB HHUKOT/Ia HE CABHUHETCA C MEPTBOM TOYKHM 0O€3 NPHUBEPKEHHOCTH PYKOBOACTBA —
UCKpEeHHEH, HeocnaOHOW W BUAHOM KaXAOMY COTPYAHUKY. [IpHBEpXKEeHHOCTb BeIeT K
KOPIIOPATUBHOM KYJIbType, KOTOpas OJaronpusTCTBYET, IMOOIIPSET, BO3HArpaKIaeT W, Ja-1a,
BOCXUIIAETCS] KAYECTBEHHBIM CEPBUCOM H JIFOJIbMH, KOTOPBIE €T0 MPEIOCTABIISIOT.

JOCTynmHOCTH cepBuca

Heo6xoauMo MMETh JOCTATOYHOE KOJIMYECTBO IMEPCOHANa, YTOOBI OBICTPO pearupoBaTh Ha
HYXIbl KaueHTOB. Ecnm kiamenTam mpuxoautcs xkaaTh mo 10-15 MwunyT, 4TOOBI COBEPIIHUTH
OTepalLuio, KOTOpasi 3aHUMaeT | MUHYTY, clenyeT JOoOaBUTh MEepCcOHall Ha MPOOJIEMHBIH y4acTOK.
Ecnu kIMeHT BUIUT IIMHHYIO O4epe/ib B KacCy U BO3BPAIAET TOBAP Ha MOJKY (MM MPOCTO KIIaAeT
€ro Ha Ty, YTO PSOM), HE XKenas TepsATh BpeMs, y Bac MOTYT HayaTbCs HOYHBIE KOIIMAaphl, B
KOTOPBIX YOOPIIMKH KT'YT TUTAHTCKHUE KOCTPBI U3 JICHET Mepe/l BalllUM Mara3uHoOM.

AnexkBaTHOe oOecreueHHe MEpCOHAJIOM HE MEHee BAXKHO s KOMIAHWH, TOPTYIOMIMX
TOBapaMHu MO Kartajoram, a Takke JJIs TeX, KOTOpble OOJIbIIYI0 YacTh MM BCE CHIEIKU COBEPIIAIOT
o TenedoHy.

WNnorna npoOnemy oOecredeHHs] MEPCOHAJIOM MOMKHO PEHIMTh MPOCTHIM H3MEHEHHEM B



nporenypax. Hanpumep, Korga coTpyaIHHK OOCITY>KMBAeT OJHOTO KIMEHTA, a PYroil 3BOHUT eMy
1o TejaeoHy, COTPYAHUK JIOJKEH YMETh BEXKIIMBO MO0OEIIAaTh 3BOHSIIEMY, YTO OH MEPE3BOHUT EMY
cpa3sy e, KaK TOJIbKO OOCITYKHUT JPYroro KIMeHTa.

OGHOBJIEHHE U NOAKPEINJIeHHe KOHLeNIUU CeEpBHCa

[Tporpammbl 00CTY)XKMBaHHS KIMEHTOB BCETJa TEPSAIOT TEMIT MPUMEPHO Yepe3 IMOJToAa-roj
1ocje MX 3alycka Win jaaxe pasbuie. IlepBelii 3Tanm 00ydeHHs 3aKOHUMIICS HECKOJIBKO MECSLEB
Ha3aa. Bce mpobnembl, KOTOpble MOXKHO OBUIO pemuTh, pemeHbl. OcTanuch camble CIIOKHBIC
poOJIeMbl, KOTOpPBIE 3aCTaBIAIOT OMYCKaThb PYKH... W OT KOTOPbIX Y€ AypHO. [lostomy mis
JHUJIEPOB CEPBUCA PETYIISIPHOE OOHOBJIEHHE M MOAKPEIUIEHHE MPOrpaMM OOCITyKHBaHUS KIHMEHTOB
— 9TO KYJIbT.

PykoBoauTenn KOMIAHMHA COBEpIIAIOT CEPbE3HYI OIIMOKY, KOTJa YCTaHABIMBAIOT
IporpaMMy OOCITYKHBaHMsI KJIIMEHTOB Ha BEPIIMHY TOpPbI, CTAIKMBAIOT €€ BHMU3 MOJA OpaBypHBIN
MY3BIKAJIBHBIA AKKOMIIAHEMEHT, 3aTe€M II0BOPAYMBAIOTCA CIHMHOM U CO CIOKOMHOM AYIIOW
3aHUMAIOTCS ApYrMMHU mpoektamu. IIporpamma oOciaykMBaHUS KIMEHTOB TpeOyeT MOCTOSHHOTO
BHUMaHMS M YCHWJIMH MEHEKMEHTA, AKTUBHOW TPHBEPKEHHOCTH, PETYJISIPHOIO OOy4eHUs u
IIPUMEHEHHsI CTPOTUX CTaHapTOB.

KOMMYHI/IKaHI/lH C KNIMEHTaMH

BrI 3HaeTe, yero onm xoTaTt. OHU 3HAIOT, YETO OKHJIATh OT Bac.

AMepuKaHCKasi acCOIMamusl MEHEKMEHTa YCTaHOBHJIA, YTO OBICTPOPACTYIINE KOMITAHUH
OTJIMYHO WH()OPMUPOBAHBI O CBOMX PHIHKAX M OXOTHO BKJIQJBIBAIOT JCHBIUM B WX M3ydeHue. OHH
3HAIOT CBOMX KJIIMEHTOB M PETYIISPHO OOHOBIISIOT CBOM 3HAHMSI.

KoMmmyHuKamus ¢ KIMeHTaMH BakHA. Y Bac €CTh BO3MOXKHOCTh Y3HATh TO, O YeEM HE y3HAETe
00JIbIlIe HUOTKY/IA:

* TOBOJILHBI JTH OHH;

* 4YTO OHU KYIWIH, YTO HE KYITUJIH U TTOYEMY;,

* YTO OHU TOTOBBI KYITUTh M CKOJIbKO TOTOBBI 3aIJIATHTh;

* UX MPEATMOYTEHUS, KaK OHU MEHSIIOTCSI CO BPEMECHEM.

3a4acTyro HEIOCTAloIee 3BEHO B IIETIOYKE KAa4eCTBEHHOTO CEpBHCA — 3TO TOYHOE 3HAHUE
TOTO, YTO JAYMArOT Balll KIMEHTHL. MEHEIKephl TOJDKHBI MMOHUMATh, YTO, C TOYKH 3PCHHS
KJINEHTOB, KOMIIAaHUS MOJKET JieJlaTh HE TaK MHOTO€ — HadyuHas ¢ HENMPaBUJIBLHOW 3amucH TPH
mpueMe 3aka3a M 3aKaH4duBas 3aJepXKKOM JOCTaBKM W OTKAa30M OT TOCJIEMPOAAXHOTO
obcimyxxuBanusi. OnHA-€TMHCTBEHHAs! OIMMMOKAa M3 MHOXXECTBA BO3MOXKHBIX B CEPUU JICUCTBUU H
pelIeHni, U3 KOTOPBIX COCTOUT OOCITY>KMBaHWE, MOXKET HAaBCETJa BOCCTAHOBUTH KJIMEHTA MPOTHB
Bac.

(MHOTHa BaM MOXET IMOKAa3aThbCs, YTO IMOJTHOCTHIO JOBOJBHBIA KIMEHT — 3TO Pe3yiabTaT
CYACTIIMBOTO CTEUEHHUS OOCTOSTEIbCTB. )

Ha mecTe K/1MeHTa

Jlydimee, 94ToO MOXXHO cZeNaTh, — IMOCTaBUTh ce€0sl HA MECTO KIMEHTa M OOCITY)XUTh KIIMEHTA
TakK, Kak OH OOCTyXuJl ObI ce0si caM. DTO 3HAYMT, YTO MPEIOCTABICHHUE KAUEeCTBEHHOTO CEpBHCA
HaNPSMYIO 3aBHCHT OT OTJI&KCHHOW JIBYXCTOPOHHEW KOMMYHHWKalMu. Ecim BBl XOTHTE 3aBOEBATh



J0BEepHUe KIIHMEHTA, BBl JIOJDKHBI 3HAaTh, YTO JyMAaeT Ball KJIMEHT, a HE CPeJHECTaTHCTUYECKUN
HOTPEOUTEIN, HACEISIONINIA HAIMOHAIFHYIO S5KOHOMHUYECKYIO CTAaTHCTHKY.

Komnanus Bradley Printing npurnamaer mnpeacrtaBuTeneil KIMEHTCKOW KOMIIAHHM B
tunorpaduio, 9To0bl Te MOHAOIIOJATHN 32 BBHIIOJIHEHHEM CBOEro 3aka3a. COTpyIHHKaM TOBODAT,
YTO KJIMEHT XOYeT BUJIETh, KaK UJIET paboTa HaJ €ro MpOEeKTOM.

B pesynapraTe ypoBEHb YIOBJIETBOPEHHOCTH KJIMEHTOB CTPEMHTENBHO BbIpoc. [lo cioBam
Bunenpesuzenta Bradley Printing, «Hamm coTpyaHUKH MOXYYMIM BO3MOKHOCTD JIy4Ille TOHUMATh,
Yero X04eT 3aKa34HK, ¥ C TOPIOCTHIO IEMOHCTPUPOBATH EMY CBOIO PadoTy».

OTnU4YHBIA TpUMEp ABYXCTOPOHHEH KOMMYHMKAIIMM IIOJAeT KOMIIAHHS, 3aHMMAIoUIasics
OypOBBIMH paboTamMul Il Tpennpustuii HedTerazoBod orpaciau. Bor 4To TroBOpUT ee BHIle-
npe3usieHT: «Hamm TeXHHUYecKue CIEeIUalUCThl IOCEHIA0T 3aKa3uyuKOB Iepe] HavyajJoM
npoBefeHnss padboT. CrenuanucThl OCMAaTPUBAIOT IJIOMAAKY M OOBSICHSAIOT CHTYAIHIO TJIABHOMY
WH)KEHEpY KJIMEHTa. 3aTeM OHHM BO3BPAILAIOTCS B HAIl OPHC W JAIOT PEKOMEHIAIMM HAa OCHOBE
UH(OPMAIH, TOTyIEHHON OT KIMESHTAY.

Ho HekoTopble KOMIaHNUH, K HECYACTHIO (JUIsI CBOETO OYAYIIEro), CYMTAIOT, YTO OOIIEHHUE C

KJIMEHTaMU — 3TO HalpacHas TpaTa BpeMeHH.

Pa3r030pbl C K/IMEHTaMH1 TOPpMO3AT npo,ua;xn?

Mapk KoOGopH, MCHOJHUTENBHBIN BUIle-TIpe3uaeHT Kommnanuu Coborn's, OYeHb YyCIENHON
CeTu cynepMmapkeToB ¢ 15 marasunamu B Munnecote u 2 marazunamu B FOxxHol JlakoTe, rOBOpHUT:
«Hekoropple MarazuHbl TpeOYIOT OT CBOMX MPOAABIIOB TOJIBKO NMPOU3BOAUTENbHOCTH. OHHM He
JIeNal0T aKIEHT Ha OOIIEHWH C MOKYNaTEJIsIMH, MOTOMY HHUKAKOTO OOIIEHHS HE MPOHMCXOJUT.
HekoTopeie ga’ke cuuTaroT, 4TO TaK Jydlle JJIs IPOU3BOAUTENbHOCTH Tpyaa. OHM 3a0bIBAIOT, YTO
MPUSATHOE BIIEUATICHUE O MPOIIECCE MOKYINKHU Yy MOKyHaTened BedeT K POCTy MpoJiax U, TaKuM
00pa3oM, MOBBIIIAET MPOU3BOAUTEIHLHOCTh. B KOHIIE KOHIIOB BeCh Halll OM3HEC 3aBUCUT OT JIIOJEHI».
Ot nrozeit 3aBUCHUT J11000# OU3HEC, TI0ObIE TPOAAXKH.

JIn6epasibHas NOJIMTUKA BO3BpaTa

ITo moum ouenkam, 90% u Gonee Bcex TpeOOBAHUIM M MPETEH3UI KIMEHTOB B OOJIBIIMHCTBE
cdep gesrenbHOCTH 000CHOBaHBI. [10o OlleHKaM PO3HUYHBIX MPOAABIIOB, HEUECTHBIE MOKYMATEINH,
BO3BpAIIAIOIINE TOBAPBl, KOTOPbIE OHU YK€ MHCIIOJIB30BAIM WIM KyOWIM B JPYrOM MeCTe,
COCTaBJIAIOT MeHee 5% oOmero uuciaa. OTO 3HAYUT, YTO HET CMbICIA TEJIaHTUYHO H3ydaTh
OCHOBAHUS JJIs1 KQXKJIOM IPETEH3UH, YBETUUMBasi TAKUM 00pa3oM U3JIEPKKU U YMEHbIIas yAETIbHYIO
MpUOBbLTb HA TPOAAXKY WU J1aXKe MPUBOJS K YOBITKAM.

[Tpumensiite moaxon «0e3 BUHBI» K BO3BpaTy TOBApOB M TPEeOOBAaHUSIM BO3BpaTa JACHET, €CIH
pedyb umetT o HebOomblIoW cymme. PesynpraTom Oymer oOImmas SKOHOMHs 3aTpaT Ha paboTy ¢
IIPETEH3UAMMU IUTIOC 3HAUYUTENIBHOE YIYUILIEHUE OTHOIIECHUS KIIMEHTOB K KOMITAaHUU.

I'sen baym, Oyayuu nupekTopoM 1Mo paboTe ¢ MOKYMaTelsMH B CeTH YHHBepMaroB Neiman
Marcus, ckazana: «Eciin B OTHOIIEHUSIX C TOKYMNATEIsIMHU BbI TMIEYETECh TOJIBKO O CBOEH MpUOBLIH
uau 0€30IacHOCTH, 3TO O00s3aTeNhbHO OTPA3WUTCA HAa HMX YIOBIETBOpeHHOCTH». Neiman Marcus
obxoauTeneH ¢ Opro3raMu M JIIOJbMH, BO3BPAILAIONIMMU TOBap. «MbI 3a00TUMCSI HE TOJBKO O
CETO/IHSIIHUX MpoAakax, — ToBOpUT baym. — Mpbl cTpeMUMCS K JJIUTENBHBIM U MPOYHBIM
OTHOLICHHUSIM C MOKyMaTensiMu. Eciam Juist 3TOro HY)KHO NPHUHATH OOpaTHO Ba3zy M3 XpycTaus
Baccarat, koTopas KyruieHa He y Hac, Mbl 3TO CAETIaeM.

Komnanus Hechinger u3 Mbapunenaa, Topryromas Xo3siCTBEHHBIMU TOBapaMH JUIsl IoMa U
caja, IpUHUMAaeT BO3BPAThl, JaKe €CIIU MOKYIaTesb SBHO 3J10ynoTpediser 3tuM. Kommnanus nanee



MOChITAaeT OYKET po3 MOKYIATENI0, €CJIM OH ObUT 0COOEHHO paccepiKeH.

Cyns mo BceMy, CTONB JuOepanbHas MOJIMTHKA BO3BpaTa CKOpee MOMOria, YeM HaBpeauia
npubsin Hechinger. C Tex mop Kak akiiuy KOMITAHUHU MOSIBUJIUCH B OTKPBITOH nponaxe B 1971 r.,
ee nMpuoObLIL pociia B cpeaHeM Ha 29% B roa.

FapaHTHpPOBaHHBIHA CEPBUC

Quill Corporation u3 JluakoneHmupa (mrar WMnnuHoiic), koTopas TopryeT O(QUCHBIMH
TOBapaMH IO KaTajoraMm M B KOTOpoil pabotaer okono 1000 yenmoBek, mpemtaraer 90-mTHEBHYIO
rapaHTHUIO Ha Bce ToBaphbl. bes Bonpocos. Eciy BBl HETOBOJIbHBI KYIIJIEHHBIM TOBapOM, BEPHUTE €TO0,
Y BaM BEPHYT JI€HbI'M, TOBOPUT KOMITaHUS MOKyNaTessiM. 1 oHa rmoka He pa3opuiach.

ArentcTBo 10 TpynoycrpoictBy Norrell Temporary Services u3 ATaaHThI 00€11aeT CBOUM

KJIMEHTaM BEPHYTb JICHBI'H, €CJIM OHH OyIyT HEJOBOJIBbHBI Pa0OTON BPEMEHHBIX COTPYIHHUKOB
Norrell — gaxe ecnu mpuurMHa HEJTOBOJIBCTBA MPOSBUTCS Yepe3 HECKOIBKO HEJIENb.

bua Pad¢un, OpBIIMil Bulle-pe3uaeHT o MapkeTuHry B Norrell, roBoput, uro 6maronaps
TaKOW rapaHTUU «HAILK TEMIIbl POCTa MPOAaXK 00OTHAIM CPEAHHME TEMIIBI POCTa MPOJaK B OTPACIIH
BPEMEHHOM 3aHATOCTH.

AunBuH JI. Byprep co3nman psn KOMIIaHUN Ha OCHOBE MJEU rapaHThu cepBuca. [Ipu 3ToM oH
MCXOAWI U3 CIEAYIOUINX TPUHIUIIOB!

» Camo 1o cebe obelanue rapaHTUPOBAHHBIX PE3yIbTaTOB HE MOKET ObITh MAaPKETUHTOBBIM
MHCTpYMEHTOM. Bcesi omeparvoHHast CTpyKTypa KOMIAHUM JTOJDKHA OBITH HAlleJieHa Ha TO, 4TOOBI
«JTI0OBIMU CPEJICTBAMUY» JIOCTUTaTh COBEPIICHCTBA.

* [apanTHst 10DKHA OBITH CAMOHAKA3YIOIIEH, T.€. IIeHa OIIMOKU JOJDKHA OBITh CTOJIb BBICOKA,
9TOOBI JOCTHKEHHE OOCUIaHHBIX PE3yJIbTaTOB ObUIO €IMHCTBEHHBIM BO3MOXHBIM BBIXOJ0M. Bot
ycnennble «aeruiia» AnsuHa Byprepa — Hospitality Purchasing Corporation, koTopasi mpojaer
MeOenp U o0opyaoBaHUE IS OTesel, odrcoB, OM3HEC-IICHTPOB U npeanpusTuii nutanus; GSG
(Guest Satisfaction Guaranteed) Hotel Management Corporation, ynpaBisomas OTeNIsIMU;
Guaranteed Results Inc., paboTaromas ¢ KOMITaHUSIMHU Pa3HBIX OTPACIICH.

BHUMaHMe K MeJI0YaM

Jlunepsl cepBuca oYeHbh BHUMATEILHO OTHOCSTCS K MeJlodaM, HalpuMep, HaCKOJIbKO OBICTPO
WX COTPYAHHKHU OTBEUAIOT Ha TenedOoHHbIE 3BOHKH. OHU CTpeMsTCs Bcerna ObITh Ha OJTMH-/IBA I1ara
BIEPEAN CBOMX KOHKYPEHTOB.

OTH KOMIaHUH UCTIOJIB3YIOT TOJIEKO YETKO OTIIeYaTaHHBIC U YUCThIC OylaHku. VX COTpyIHHUKU

ONPSITHBI U CO BKYCOM OJIETHI.

N3 oryera AMepUKAHCKOM acCOLMALMK MEHEKMEHTA: «YCIEIIHbIE KOMIAHUU HMEIOT
CTaHJAPTHl 1O BPEMEHU pPEarupoBaHUs, CHCTEMBI i1 PabOThl ¢ >Kallo0aMH KIMEHTOB W IS
nepenayu vHGpopMauu COTpyIHUKAM, KOTOPBIE MOTYT MPUHATH MEPHI HA €€ OCHOBEY.

YyTKOCTb K IOTPEGHOCTSM U 3alIPOCaM KJIUEHTOB

B nocnenHee Bpemsi KOMIAHMM BCE Yalle MPOSBISIOT OCOOYI0 YYTKOCTh K HYXKJIaM CBOHX
kimeHToB. Hanmpumep, neHTps TexoocmyxuBanust Mobile Wrench orpemoHTHpYIOT Bally MaimivHy,
rae 651 OHa HHU HaxoJWjiaaCb, HaXXC CCJIW Bbl 3aCTPAJIM BAAJIKM OT aABTOCTpPAbI. CrekoabHbIE
KOMITAaHUW 3aMEHSIT BETPOBOE CTEKJIO, ITOKAa MAaIllMHAa CTOWUT Ha WX CTOSTHKEe. Mara3wHbI TOBapOB



nepBoil HEOOXOAMMOCTH OTKPBITHI 24 Yaca B CYTKH CEMb JTHEH B HEAEIIIO.

3aHAThIEe KJIUEeHThI

«$1 mymaro, 4TO HETEpIENNBOCTh COBPEMEHHBIX MOKymHarened, — roBoput deppapo, —
CBsI3aHa TJIABHBIM 00pa30M ¢ TeM (aKTOM, YTO BO MHOTHX CEMBSX BCE B3pocibie paboTatot. Ceitvac
y JK€H HET CTOJLKO CBOOOJIHOTO BpPEMEHH, KaK paHblie. JKeHIHa BEIHYXIeHa paboTarh ¢ 8 yTpa
70 5 Beuepa, ee 3apruiaTa — BECOMBIN BKJIaJl B OFO/KET ceMbH. A TIO BO3BpAIlleHUH OHA JOJKHA
3aHATHCA JOMOM U ACTBMUN».

CJIEAPITe 34 UIBMECHCHUEM BKYCOB

«Taxue 1101 XOTAT NPUITH, OBICTPO KYIUTH TO, YTO UM HYXKHO, U YUTH, OCOOEHHO €CJIH 3TO
MIPOMCXOUT BO BpeMsi 00eieHHOro nepepbiBa. OHM 00JIbIlIe HE XOTAT TPATUTh HA MOKYIKHU IIEJIbIH
yacy, — npoaoipkaetr deppapo.

Komnanns Bennetton Group Spa, UTaIbSHCKUN NPOU3BOAWTEIL M TPOJABEL] , TOTOBOU
OJICK/bl, BHEIpUJIA CIEIHAJIbHYI0 CHCTEMY, KOTOpas IO3BOJsEeT €l OBICTpO pearupoBaTh Ha
W3MEHEHUE MpeAnouTeHrur nokynareneid. CucteMa ciaeauT 3a BKycaMU IMOKYIATENIe U yCKOpSeT
MIPOU3BO/ICTBEHHBIH UKL, YTOOBI YIOBJIETBOPUTH HOBBIE 3aIIPOCHI YK€ Yepe3 HECKOIBKO HE/IENb.

Korna B marazune Bennetton BbIOMBaeTcsi 4eK, KOMIBIOTED PETHCTPUPYET apTUKYI, LIBET,
pasmep ToBapa M KOJ MarasuHa. 3aTeM 3Ta WH(pOpMalus U3 BCEX Mara3MHOB aHAIM3HMPYETCs, B
pe3yibTaTe KOMIIAHHs Y3HAE€T O CaMbIX MOJHBIX NPOAYKTaX, MOJHBIX IBETaX, IJE€ YTO JIydlle
IIPOJAETCS U T. 1.

OTH JaHHBIE MOCTYNAOT PETMOHAIBHBIM MPEICTABUTENSAM, KOTOPBIE COCTABISIOT CBOJAKH IO
CBOEMY PETHOHY U TepeatoT uX B roioBHOM oduc B TpeBuso, B Utanmuu. Kak .TONBKO BBISIBISIOTCS
ONpeIeJIeHHbIE TEHICHIIUH, 3TO OTPAXKAETCS HA POU3BOJICTBE COOTBETCTBYIOLUX TOBAPOB.

dabpuka xkomnanuu B Kacrperre o0opyaoBaHa COBPEMEHHBIMH JIa3€PHBIMH CHCTEMAaMU U
pobOoTaMH, KOTOpble 00ECIeurnBalOT MApKUPOBKY M PACCBUIKY MapTHil ToBapoB. Ha Bce ToBapsl
HAKJIEUBAIOTCA ITUKETKM C yKa3aHUEM KOHKPETHOro Mecra Ha3HaueHus. Kpome Toro, Bce oHHM
cHa0KeHbI ATUKETKAMHU C [IEHAMH B MECTHOM BaJIIOTE.

ABHAKOMITAHHUA SINGAPORE AIRLINES

[Tocne MHOTMX JIeT BBICOKOMEPHO-NPEHEOPEKUTENHHOTO OTHOIIEHUS K Maccakupam B
WHYCTPUH MEXKIYHAPOIHBIX aBUATIEPEBO30K HAYAJICS MEPHO;] MOBBIIICHHON 3a00THI 0 KiineHTaX. K
COYKaJICHUIO, YPOBEHb CEpBUCA BHYTPEHHUX aMEPHUKAHCKUX aBUAIMHUN MPOJOJIKAET YXYAIIATHCS;
Tonbko Southwest Airlines coBepIeHCTBYeTCSl B HICKYCCTBE 00CITY)KMBaHUSI.

B 1menom MHOCTpaHHBIE aBUANEPEBO3UMKH 3HAYUTENIBHO IMPEBOCXOAAT aMEPUKAHCKUX IO
KauecTBy MpenocTaBisieMoro cepsuca. Cpenu JHIEpOB CEepBUCA MOXKHO Ha3BaTh TaKue
MEXIyHapOJHbIC aBUaTWHUU, Kak Singapore Airlines Limited (SIA), Malaysia Airlines u British
Airways.

Ceromnst SIA — 310 00pazer uaeanbHOTO CEpPBHCA CPEIU MEKIYHAPOIHBIX aBHAKOMITAHUH.
SIA ycraHaBiIMBaeT IUIAHKY OOCIYKHBAaHHS TACCAKUPOB JJs Bcero mupa. W riaBHOe oTiiMuue
KOMIIaHUU B TOM, YTO €€ CJIOBa HE PACXOJISTCS C JIEJIOM.

Hacenenue Cunramypa cocTaBisieT Okojio 3,5 MJIH 4denoBeK. [IpaBUTENbCTBO yBEpEHO, UTO
rIaBHoe OorarcTBo crpaHbl — Joaud. CuHramyp — CTpaHa C CEpPBHUCHOM HIKOHOMHKOM,



MPaKTUYECKH HE MMEIOIasi MPOU3BOICTBA. B HacTosIee BpeMsi OHA cTajla TPAHCHIOPTHBIM Y3JIOM
HOMEp OJIMH B MUPE, IOTOMY YTO 3[1€Ch TOHUMAIOT BaKHOCTh KaYECTBEHHOI'O CEPBHCA.

Jlromu B Singapore Airlines — riaBHbiii aktuB. SIA Tparut npumepHo 3742 nosul. Ha
oOy4yeHHe KaXJIOro COTPYJIHHKA, BKJIIOYas OOydeHHWe OOCITYXKMBAHHWIO KIMEHTOB. Penkue
aBuakoMnanuu Tparat 100 muiH gomt. Ha oOy4yeHue nepcoHana. bonplinas yacte Oro/KeTa yXOIUT y
HUX Ha 00y4YeHHE TeXHHKe O0e30MacHOCTH. Eciu 4ecTHO, HEMHOTHE OCTAIOTCS B KUBBIX IOCIE
aBuakatacTpodsl. Ho kaxaplii TeHb MUJUIMOHBI JIIOJIEH JIETAIOT HA caMoJIeTax, I71€ OHU CTaHOBSTCS
KEPTBAMU OTBPATUTENBHOIO OOCTYXUBAaHUS, TIOTOMY 4YTO COTPYJHHMKOB HE y4aT OOCIYKHUBATbh
xopomo. Heyxenn oOydeHue CTIOApAOB W CTHOApJAECC TEXHHMKE O€30MacHOCTH BaKHEe, 4eM
oOy4eHre HaBbIKaM 00CITY)KMBaHUS ITaCCaKUPOB?

[Tomo3peBato, 4To OOJBIIMHCTBO M3 T€X, KTO YMTAeT 3Ty KHUTY, HUKOI/Ia HE TOMNaJaid B
aBrakaTacTpo(dsl. B Tex, 4To mpou30mIIn Ha MOeH mamsTH, 3a rocieaane 20 et, Majao KTO BBDKHUIL.
Ho xaxnapiii nenb MuninoHsl jroaei B CIIA BBIHYXAEHBI JIETaTh CaMOJIETaMU aBUAKOMIIAHUH, Y
KOTOPBIX IIEHBI B3JIETAIOT BBEPX, a CepBUC MUKHUpyeT BHU3. Co3/1aeTcs BIeYaTIeHUe, YTO HU OJUH
BHYTPEHHUH aBHAINIEPEBO3YMK HE JKelaeT o0yyaTb CBOMX COTPYIHHUKOB TOMY, KakK HY>KHO
oOpamaThCs ¢ macCaXupamH.

ABunakommannun Malaysia Airlines u Singapore Airlines Joka3anu onpaBIaHHOCTh
MHBECTUIMII B 00ydeHHEe MepcoHana MCKyccTBY cepBuca. Ecnu Obl kakasHUOYIb aMepHKaHCKas
aBHAKOMITAaHHsI IOTPATUIIA CTOJIBKO K€ BPEMEHHU M JIeHET Ha 00ydeHHe CBOETO MepcoHalla TeXHUKE
oOcITy>)KMBaHUs, CKOJIBKO OHAa TpPaTUT Ha OOydeHHWE TEXHHKE O€30MacHOCTH, OHAa OBl 3aBOEBaJIA
PBIHOK.

Malaysia Airlines, nydmias B MHUpe IO ypOBHIO cepBHCa M KOHKypeHT SIA, mpopenana
HEBEpOATHYIO paboTy, oOyumB Bce 14 271 corpyaHuka. s 5TOro OHA HCMOIh30BaAIA
cnienuanbHyio nporpamMmy «IIyHKT HazHadeHUs: O€3yMpPEUHbI CEPBUCY, B pa3pabOTKe KOTOPOH ei
nomoran Service Quality Institute.

Bor yxe 20 ner mnpuBepKeHHOCTh Singapore Airlines BbICOYaHIIMM CTaHIapTaM
OOCITy>)KMBaHHsI KJIMEHTOB, KOTOPBHIMH BOCXMIIAIOTCA JpPYrde AaBHAKOMIIAHMM, TIOMOTAeT e
onepexaTb KOHKYpPEHTOB. BenukonenHoe oOcnyxuBaHue Ha OOpTy, yXondilee KOPHSIMH B
a3uaTCKoe TPOUCXOXKJIECHUH aBUAKOMIIAHWH, CHUMBOJOM KOTOPOTO CIYXHT NpPUBETIHMBAs
CUHTaIlypcKasi JeBYIlIKa, — 3TO KpaeyrojbHBbI KaMEeHb €€ pEelyTallud Kak JIMJepa CepBHCa U
TOCTETPUHMCTBA.

Kirou k HecpaBHEHHOMY OOCITY’)KMBaHUIO Ha OOPTy — WHTEHCHBHOE OOYYEHHE IepCOHAIA.
Crroapaecc TIaTenbHO 00y4YaroT BCEM acIleKTaM OOpalleHHs ¢ Maccakupamu U 0OCITyKMBaHUS,
BKJIIOYAsl CliellMajibHble HaBBIKU OOpalIeHHs] ¢ MAJICHbKUMU JETbMH, MPECTapeiabIMU U JIIOJIbMU C
OrpaHUYEHHBIMU BO3MOYKHOCTSIMHU.

B 1992 r. aBuakommanus 3amyctuiia nporpamMmy «lIpeBoCXoaHBIN cepBUC HA 3emiie», LETb

KOTOPOH — YIIYYIIUTh HaBBIKM OOCIY>KMBaHHsS HA3eMHOTO IepcoHajia Mo BceMy mupy. JleBu3
porpamMMsl: «MBbI ¢ BAMU TIOBCIOIY.

B ocHoBe pocroiiHOro BocxuuieHusi cepBuca SIA — ee HEeu3MEHHas IPHUBEPKEHHOCThb
caMoMy

IJIABHOMY CBOEMY aKTHBY, uejoBeueckomy kKamurtany. CorpyaHuku SIA — BOT ABHXKyIIas
cuna ee ycnexa. I MmeHemKephsl UrpaloT B 3TOM BaKHEUIIYIO posib. [103TOMY HalTH MpaBUIIBHBIX
JIOIeH Ha TOJDKHOCTH MEHEKEPOB, 00YUYNTh 1 MOTUBHPOBATDH UX, JaTh BO3MOXKHOCTh PEaIN30BaTh
CBOM TAaJlaHThl M DHEPrUI0 U yaepxkatb ux — mnpuoputeT SIA. HemHorme amepukaHckue
aBUAKOMIIAaHMH TIOHUMAIOT ¥ IPUHUMAIOT TaKOe

BUJICHUE.

Crpykrypa ynpaeneHust U o0ydeHus SIA TakoBa, 4T0 MEHEXKEepbl HU3IIETO YPOBHS MOTYT U

JOJKHBI MPUHUMATh pEIIeHHs Ha OCHOBE CBOErO JMYHOIO BOCTPHUATHS cuTyauuu. OHM He
JOJDKHBI OeXaTh K HAYaJIbCTBY 33 Pa3pelICeHUEM HIIM CBEPATHCS C MHCTPYKIHMEWH. BombIIMHCTBO
M3BECTHBIX MHE aBUAKOMIIAHU JTUIIb TOBOPSAT O TAKOM MOJIUTUKE.

SIA paccmarpuBaeT oOyueHHE MEpCOHaNa KaK Ba)KHEHIYI0 WHBECTHULUIO — OTHOIICHHE.
Yy)KJI0€ i1 aMEPUKAHCKMX aBHAaKOMIaHui. SIA NOHUMAaeT, 4TO B BBICOKOKOHKYPEHTHOM



WHYCTPUH aBUANIEPEBO30K KOMITAHUHU JIOJDKHBI TIOCTOSTHHO OOHOBJISITH 3HAHUS M HAaBBIKA CBOETO
PYKOBOJSIIET0O M PSAJOBOrO COCTaBa, €CHM XOTAT TOJAEPKUBATh BBICOUYANHIINM  YpPOBEHb
npodeccuoHanmM3Ma, COXPaHITh KOHKYPEHTHOE MPEUMYIIECTBO M TapaHTHPOBATh YCTOWYUBBIMA
pocT.

He cnyuaitno Singapore Airlines BXOANUT B YHCIIO JECSATH KPYIMHEHIINX aBUAKOMITAHUH MUpa:
Ha 31 mapra 2002 r. ee mpuOBUIb 3a MpeabIAyIIHi Tox coctaBmwiaa 550,7 MiIH O, a 00BEM
npogax 5290,8 mupa Ao

SIA »skcmmyatupyer 93 macCaXUpCKUX caMoyieTa M JieTaeT Oojiee 4eM B 65 IyHKTOB
HazHaueHus B 40 cTpaHax Mupa.

OOyueHre W pa3BUTHE MEpPCOHANAa — KPaeyroJibHBbIH KaMeHb KOPIOPATHBHOM (uiocoduu
SIA u HeoTbemiieMasi COCTABIAIONIAS €€ HEYCTAHHOTO CTPEMJICHHS K JIOCTHXKEHHUIO BbICOYANIITNX
CTaH/IapTOB 00CTYKUBAHUS.

VYuebnbiii nentp SIA B CuHramype cToMMOCThIO 44 MIIH JOJUI. — 3TO ydeOHas Oa3a
aBUaKOMIaHUHM. ABHAKOMIAHHS MOHMMAET: KAaY€CTBEHHBIM CEpBHC MOTYT IMPEAOCTaBUTH TOJBKO
XOpomo OOyYeHHBIE M BBICOKO MOTHBHUPOBAHHBIE IIOAU. EKErolHO PYKOBOAMUTENTh KaKIOTO
noapazaeneHusi Singapore Airlines cocTaBiIsieT WHIAWBUAYAIbHBIM YICOHBIN IUIaH JIJIT BCEX CBOUX
COTPYIHUKOB. PerynspHoe oOydeHHE U MOBBINICHUE KBATU(PUKAIIUN BCETa OBUIO OTIUYUTEIHLHON
yeptoil SIA. bnaromaps 3Tomy ee mepcoHall OXOTHO M JIETKO aJanTUPYETCs K HOBBIM HJESIM U
M3MEHUYUBBIM MOTPEOHOCTSM U 3aMPOCaM MaCCaKUPOB.

OT0 JKU3HEHHas HEOOXOAMMOCTh B CTOJIb CTPEMHUTENBHO DPAa3BUBAIOLICICS OTpaciu, Kak
rpakJaHCKasi aBUAIHS.

SIA paccmaTtpuBaeT 3aTpaThl Ha OOyYe€HHE KaK WHBECTHIIMH, a HE H3JIMIIECTBO, KOTOPBIM
BIIOJTHE MOXXHO IMIOXKEPTBOBaTh B TsDKEIbIE BpeMeHa. BoT HeKoTopble NpuUMEphl 3arpaT Ha
cojepxaHue U o0ydeHue nepconana B SIA:

* Ha 31 mapra 2002 r. uncnennocts nepconana SIA Group cocraisuia 29 604 yenoseka, u3
KOTOPBIX 14 271 OBl 3aHAT B aBHAKOMIIAHUH.

* B ¢unancoBom roay, 3axonuuBimemcs 31 mapra 2002 r., 3arparThl Ha CoJepXKaHHE
nepcoHasia cocraBuiau 632 muH gomn., uinu 1 5,5% Bcex 3atpar SIA. D10 BTOpasi Mo BEIUYMHE
COCTaBJIAIONLIAs 3aTPaT aBUAKOMIIAaHUM (IIepBasi — TOIUIMBO).

» Exxeromno SIA BkiagsiBaeT 6osee 100 MiaH 1071, B 00ydYeHHE MEpCOHAA; €€ 3aTpaThl Ha
oOydeHue OJIHOTO COTPYAHHKAa HAMHOTO IMPEBBINIAIOT AHAJIOTMYHBIA CPEJIHUN IOKa3aTeidb IO
ctpane. [ons 3aTpar SIA Ha 00yueHHe TIepcoHalia B CTPYKTYpE OTNIEPAIIMOHHBIX 3aTpaT

MOKa3bIBAET, KAKOE 3HAYCHHE OHA MPHIAET O0YUYEHHIO COTPYIHHKOB. Bromker Ha oOyueHHe
cocraBisieT 10,9% Bcex 3aTpaT Ha padouyl0 CHJIYy, YTO CYILIECTBEHHO IPEBBIINIAET CpeIHUiN
nokasatens B Cunranype (3,6%).

* 3a CcUeT CYIIECTBEHHbIX UHBECTUIIMM B PA3BUTHUE NIEPCOHAA HA KaXKI0r0 coTpyaHuka SIA B
rog npuxomutcs 1 7,2 nua yueOwl. IlpuBepxkeHHocTh SIA 00y4yeHMIO IepcoHaja IMOJIyYMIIa
BBICOKOE TpH3HaHKe: bropo mo mpon3BoAUTENBHOCTH TpyAa U ctanaaptaMm Cunramypa [SPSB] tpu
pa3a mpHcBanBaJI0 aBUAKOMNaHUKM HamumoHanbHYIO Harpagy B o01acTu oOydeHus. bropo Bpyduiio
el chenualbHYI0 Harpagy M MOOJarogapuio 3a <«IOCTOWHYIO MOJApaKaHWs MPEeJaHHOCTh
AKTUBHOMY DPAa3BUTHUIO YEJOBEYECKOTIO KaluTajla B CTPEMJIEHUM JOCTHYb MAacT€PCTBA MHUPOBOTO
KJIacca ¥ IOUITMHHBIX 1100€e1 B OU3HECEY.

CuUMBON  JIETEHJAPHBIX CTAaHIAPTOB  OOCTYXKMBAaHUS IMACCAXUPOB —  TPUBETIHBASL
CUHTaITypcKast

nesymika. OneTas B XOpOIIO y3HABAEMYIO YHH(OPMY, IIBETHYIO IIEIKOBYIO IOOKY-CapOHT U
0J1y3Ky-Kebaiisi, OHa OJUIETBOPSIET coO0M TpaauimornHoe 1ist SIA npyxentoOHoe 00CiTy)KMBaHUE U
a3MaTCKOE rOCTePUUMCTBO. HeT Goubllie B Mupe aBUAKOMIAHUH, KOTOpasi MOIydnia Obl CTOJIBKO
MOXBaJ 3a CBOM MPEBOCXOAHBIN cepBuc. Cys MO Harpaaam, COOpaHHBIM €10 3a IMOCJICIHEE BPEMs
o BceMy cBery, Singapore Airlines mpojomkaeT 3aBOeBBIBaTh MPU3HAHUE KAaK OJHA U3 JIYYIIUX
aBuakommnaHuii B mupe. Ha ee BeO-caliTe www.singaporeair.com NPHUBEIECH CIHCOK Harpaa u
3BaHUM HA CEeMH CTpaHuLIax. MHOTO JI1 B MUpE aBUAKOMIIaHUM, KOTOPbIE MOTYT TOPAUTHCS TEM XKe?
[IpencraBisere, Kak 3TO MOBIUSIO Obl Ha Ball OpeHJ, JOJIO PbIHKA U 00BEM MPOJaxX, CyMeil BbI



IIPEICTaBUTh TaKOM MepeueHb?

B maptre 2002 r. xxypHan Fortune Bxmroumsn SIA B cnmcok 50 caMbIx 3aMedaTesibHBIX
KOMIIaHU{ Mupa. B oTyeTe 0 exXerogHoM Hccael0OBaHUN BEAYIIMX a3MaTCKUX KoMmaHui «Review
200», onyomukoBanHOM >xypHasioM Far Eastern Economic Review 20 mexa6pst 2001 r., SIA 6p11a
IIpU3HaHa Jyduie cpeau 34 cuHranmypckux KOMIIAaHUNA. JTO HccaenoBaHue npoBoautes ¢ 1993 r., u
SIA Hen3MeHHO 3aHMMAaET MEPBOE MECTO.

B mae 2002 r. SIA B ueTBepThIii pa3 3aBoeBaJla 3BaHNE «ABHAKOMIIAHUS F'0/1a» 110 BEPCUU

Oopuranckoit kommanuun OAG, Opima HazBana Jlyumeit aBumakommanuedt Asum, Jlydriei
aBHaKoMIlaHHel THX00KeaHCKOro peruoHa U ABHAKOMITAHUEH C JIydIInM OM3HEC-KIaCCOM.

l'azera Financial Times moctaBuna SIA Ha 50-¢ mMecto B CHHCKE CaMbIX YBaKaeMbIX
KoMmnaHuii Mupa. OHa OblIa €JMHCTBEHHOU KoMMnanuei 3 CuHramypa B 3TOM CITHCKE.

B Hos6pe 2001 r. SIA monyuuna deThlpe Harpaabl aMEpUKaHCKOTO >XypHaia Business
Traveler International: Jly4mas aBuakomnanus, Jlyummii nepBwlii kiacc, Jlyummii OusHec-
kiacc/MexnyHapoaubeie  peiicel, Jlyummii Om3Hec-kiacc B TuxookeaHckoMm peruoHe. SIA
COXPaHMJIA BEAYILYIO O3ULMIO IO BCEM YETHIPEM KaTETOPHUSIM.

B oktsa6pe 2001 1. Amepuxanckuii sxypHan Conde Nast Traveler nazBan SIA Jlyumum
aBUANEPEBO3UYMKOM THXOOKEaHCKOrO pErnoHa.

B omnpoce uutareneit «A3zusi — Tuxookeanckui peruoH 2001», mpoBeAEHHOM >KypHaJIOM
Business Traveler B cenrsiope 2001 r., SIA onepxana abcomoTHYI0 1moOeay B OOJNBIIMHCTBE
kateropuii — Jlydimiass aBuakoMmmanuss Mupa, Jlydmias aBuakommaHus AszuM, Jlydmuii mepBblid
knace, Jlyqmuit O6msHec-kiacce, Jlydmmii sxoHomkiacc, Jlydmias mporpamma Aiisi MOCTOSIHHBIX
maccaxxupoB. B Tom ke mecsie yuTtatenn OpuTaHckoro JxypHaima Wanderlust BeiOpamu SIA
nobenuteneM B Kareropuu «Jlyumas aBmakommanus». Omnpoc mnpoBomgwics 1o 189
aBuakomnanusm; SIA nabpana 94,3% OGanna.

To, xak SIA oOpamaercst cO CBOMMH MacCa)XUpaMH, 3aMETHO KOHTPACTUPYET C JIPYTHMMHU
KOMIIAaHUSIMH, KOTOpbIE MO3BOJIAIOT CBOMM MEHE)KEepaM 3aurpblBaTh C KIMEHTaMH, JIUIIb OBl
BBITJISAETH Jiydine. MHoraa peTuBblil MEHEIKEp MOXKET PELIUTbh, YTO OH COKOHOMHUT KOMIAHHUH
J€HbTU, €CJIM COTPYIHUKH KaK MOXKHO I03K€ NMPOMHGOPMHUPYIOT MACCaXUPOB O JOCTYIMHBIX UM
BO3MOXKHOCTSIX. OH 3HAeT, 4YTO K TOMYy MOMEHTY, KOT'JIa COTPYIHUKH PAcCKaXyT Maccaxxupam 00 ux
mpaBax, T€ y>K€ He CMOTYT MMM BOCIIOJIb30BaThCs. M Toraa coTpyaHUKH TOBOPSAT C MPUTBOPHBIM
ynusienueM: «O, pa3Be BBl HE 3HAJHU, YTO BbI MOTJIH...» («Kakoil sxe Thl 601BaH»). Ta KOHKpETHAs
cUTyanusi ObUla YIOMSHYTa B CIHCKE «CaMbIX paclpOCTPaHEHHBIX MPUYUH HEJI0BOJIbCTBA
KIIMEHTOB» AMEPUKAHCKOTO 00IIIeCcTBa KOHTPOJI kKauecTBa [ American Society for Quality Control].

[enTtp xauectsa [Service Quality Center] mopy4yun CHHTaIypcKOMY OTIACICHUIO KOMITAHUH

Anderson Consulting pazpaborats ananmutuueckyro mnporpammy STAR [Service Traits
Attitudinal Response Profiling — Ananm3 mpoduisi CEpBUCHBIX OTHOIICHHH M KauecTB]|, KOoTopas
OLIEHUBAET JIIOJIEH C TOUKH 3pEHHs CITIOCOOHOCTH TpenocTaBisaTh cepBuc. [Iporpamma STAR maer
JOJSM JIMYHYIO U JIOCTOBEPHYIO OOpaTHYIO CBSI3b, BBISBIISISL UX CHIIbHBIE M Ca0ble CTOPOHBI Kak
CEpBUCHBIX COTPYAHUKOB. Takum 0Opa3oM 10U y3HAIOT, HA KaKKWe JIMYHBIE KaueCTBa UM CJIEIyeT
oOpaTuTh BHMMaHHE. A KOMIAHHH, CEPhE3HO OTHOCSIIMECS K KauecTBY CEpBHCA, MOIy4aroT
MOJIE3HYI0 MH(OPMALMI0O O CHOCOOHOCTSX M XapaKTEPUCTHKaX CBOErO IEpPCOHAJa M MOTYT
pa3BuBaTh UX OoJiee 1eneHarnpasieHHo. LlenTp kauecTBa cepuca B CHHramype — 3TO COBMECTHOE
npennpustie Singapore Airlines m HarmumonanbHOro 010po Mo MPOM3BOAUTEIBHOCTH TpyJda MU
CTaHJIapTaM, KOTOPOE €XKETroAHO 00yUYaeT THICSUH JIF0/IeH 00CITYKMBaHHUIO KJIMEHTOB.

HoBatopckas nporpamma STAR ocHoBaHa Ha pe3ynbTaTax HCCIEJOBAaHMS, IPOBEIEHHOIO
¢dupmoit Advantis Research &amp; Consulting u Service Quality Institute. Ona ucnosb3yer
COBpPEMEHHBIE BUJCOTEXHOJOTHH W JaHHbIC, MOJYYCHHbIE B XOJ€ OOIIMPHBIX AMIMPHUECKUX
HUCCIIETOBAHUN.

S cuuraro, 4TO HCCIENOBaHUE, KOTOpOoe Mbl mpoBenu Uil lleHTpa kauecTBa cepBuca,
npuMeHMMo 10 Bcemy Mupy. CoOpaHHble HamMH JlaHHBIE [O3BOJISIIOT  ONPEIEIUTH
«UCKITFOUUTENIbHBIA CEPBUCY, KAK €r0 MOHUMAIOT PAIOBBIE COTPYIHUKH B JIFOO0H cTpaHe MHpa.

[leHTp KavyecTBa cepBHUCa COTPYAHUYAET C KOMIIAHUSMHU 10 BCcel A3um, moMorasi iM 00ydaTh



nepcoHan OOCTYKMBaHUIO KIHEHTOB. B LleHTp kadecTBa cepBHca MOXHO OOpaTUTHCS TIO
AJIEKTPOHHOMU MmouTe mktg@sqcentre.com win yepe3 BeOcalT www.sqcentre.com.

Tprok «Ilepek/j04YnuTh U HE OTBETUTh»

CormacHo ompocy AMepHuKaHCKOro oOmiecTtBa KoHTpois kadectBa [ASQC], HETOBOILCTBO
KJIMEHTOB BBI3BIBAET PACHPOCTPAHEHHBIH TPIOK — TMEPEKIIIOYUTh 3BOHAIIETO KIMEHTa Ha JAPYTYIO
JUHUIO U HE Oparh TpyOKy. UTOOBI MpenoTBpaTHTh MOAOOHBIC CHUTYyaIlMH, Ballld OINEpaTOphl Ha
KOMMYTaToOpe JOJDKHBI KOHTPOJIUPOBATh KaXKIBbIH 3BOHOK, YTOOBI YJOCTOBEPUTHCS, YTO AOOHEHT
OTBETUJI. 3a1aua OnepaTopoB — YTOOBI TeNe(POHBI HE 3BOHUIIHN BIIYCTYIO.

B mocnenHee BpeMst pacTeT YyTKOCTh K THOTPEOHOCTSIM KJIMEHTOB CpPEAM aMEpUKaHCKUX
KOMIIaHUH, OHU TMHILIYT CIIeHUalIbHbIE CBOJIBI MPABUII MO OOCIY>)KUBaHHUIO KIMEHTOB. B "acTHOCTH,
npasuia koprnoparuu Chrysler Ha3piBatoTcst «BHILITB O paBax MOKyHaTessi aBTOMOOHIIS.

» Kaxxaplii aMepuKaHCKUN TPpaKJaHUH UMEET ITPaBO Ha KAYECTBEHHBIN aBTOMOOUIIb.

 Kaxxp1il aMepruKkaHCKU TpaskIaHWH UMEET MPaBo Ha JIOJITOCPOUHYIO TapaHTHIO.

» Kaxxaplii aMepruKaHCKUN TPpaKIaHWH UMEET MPaBo Ha JPYKeIt0OHOe OTHOIIIEHHE, YECTHOS

o0CITy>)KUBaHHE U KBTI (PUIIMPOBAHHBIN PEMOHT.

» Kaxxaplii aMepuKaHCKUN TPaKIaHWH UMEET MpaBo Ha 0€30TMacHbI aBTOMOOHITb.

 Kaxx1p1it aMepuKkaHCKUi TpaykAaHWH UMEET MPaBo Ha YIOBJIETBOPEHHE KaJo0.

HeBo3MoxHO clenath uieanbHbI aBTOMOOWIIb, TOBTOPSUT OBIBUIMII IpeacenaTesib COBETa
mupektopoB Chrysler Corporation Jlu Sflkokka. Ho paBHOaymme B OTBEeT Ha KajloObl
HETIPOCTUTENIbHO, ToBOpwJ OH. B kopmopamuu Chrysler mMeercs crnenuanbHas ApOuTpakHas
KOMHCCHSI, KOTOpasi IOMOTaeT MOKYIATessIM B YIOBJIETBOPEHUH TPETEH3UIA.

UHAMBUAYaTIBHBIA MOAX0/,

Pasmep kpymHO# Kopmopamuu — OOJBIIOE MPEUMYINECTBO... JUIsi caMoi Koproparuu. Ee
KIIMEHTHI BPSJl JTU 0>KUJAIOT UHAUBUAYaIbHOTO MoaxoAa. [loaToMy eciu Bbl €ro npeiocTaBuTe, BbI
MPOU3BEIETE HAa HUX OOJBIIOE BICUATICHNUE, M OHU 3TO 3alIOMHSIT.

OObscHUTE CBOMM JIIOJASIM, YTO BO B3aMMOJEUCTBUAX C KIMEHTAMH «OJWH Ha OJUH» OHHU
JIOJDKHBI YCTaHABIIMBAaTh TaKWUE K€ JIMYHbICE M WHIUBUJIyaJIbHbIE OTHOIIEHHUS, KaK T€, YTO OHHU
YCTaHOBUJIM OBl C COCENIOM, MOKYyTas y TOro MO KaHHYI0 MAIIMHY JJIsl CBOETO ChIHA.

Jlaske B caMbIX KPYIHBIX KOPIMOPAIHSIX €CTh MECTO ISl JIMYHOTO OOCTYKUBAHUS, MTOCKOJIbKY
mo0asi KOHKpeTHas omepanus MpeArnojaraeT B3auMOJEHCTBUE OJHOTO KIHEHTAa C OJHUM
COTPYJIHHUKOM, JTa)K€ €CJIM B MPOLECCE y4yacTBYeT MHOrO Jroje. [Ipoasuraiite uaeto, 4ro KIUEHT
WMEET [IeI0 HE C TPAaHCHAMOHAIBHOW KOpIopanue, a ¢ OJHUM YEJIIOBEKOM, KOTOPBIH
MPEACTABIISIET 3TY TPAHCHAITMOHAJIBHYIO KOPIIOPALIHIO.

CkaxxeM, NOKyINaTelIbHHUIIA TMPUXOAUT B Mara3uH OBITOBOM TEXHUKH, 4YTOOBl KYIUTh
cTupaibHyto MamuHy. [IpogaBen oOpaimaercs ¢ Heil BEXKIMBO U YBAKUTEIBHO U C TOTOBHOCTBIO
TPaTUT Ha Hee cBOoe BpeMs. B pe3ynbpraTe y MOKymnaTeabHUIbl OCTAIOTCS MPUATHBIE BIEYATICHUS O
nporiecce MoKynku. M oHa gaxke He MOJyMaeT o0 ToM (hakTe, 4TO 3a CIUHON TOrO MPOJaBIa CTOUT
KOMIIaHUsl, B KOTOPOH paboTaeT NOJIMUIIMOHA YEIIOBEK.

AMepuKaHCKOe 00IIeCTBO KOHTPOJIS KAUeCTBA TAKKE BBHICTYIACT 3a JIMYHOE 00CITyKUBaHUE!

«Ecnu He paboraer obopymoBaHue, OOCTY)KUTE KIMEHTOB BPYYHYIO, HO HE OTKa3bIBAUTECH
obcimyxuBaTh WX. CKaXWUTE CBOMM COTPYJHHUKAM, YE€TKO M OIPEAENIECHHO, YTO OHHU HE MOTYT
OTKa3aThCs MPUHATH 3aKa3 WIM COCJIAThCS HAa HEBO3MOXKHOCTH OTBETHTH HA BOIPOCHI TOJIBKO M3-32
Toro, 4yro "He pabotaer kommnbioTep". Korma coTpyaHMK 3asBIseT KIMEHTY, YTO OH HE MOXET
MPUHATH 3aKa3, IOTOMY YTO €My, BUAUTE JIM, MIPUAETCS 3allMChIBaTh €r0 BPYYHYIO, TO TEM CaMbIM



OH TOBOPUT KJIMEHTY: "5 He X04y Imomorarb Bam, €CIIM JJsl 3TOr0 MHE NMPUAETCS NOTPYAUTHCS'.
Ecnu He paboTaer JOCTaTOYHO JOPOroil ToBap, 3a0€pUTe €ro caMH, HE CO3/1aBaliTe KIMEHTY elle
Oonbiie HeymoOcTB, TpeOys BEpHYTh €ro cBoMMH cuiamMu. COTPYIHUKU JOJDKHBI TOBOPHTH
kimeHtaMm: "Ecnu sTa TexHuka He OyneT paborarh, MO3BOHHTE HamM. MbI 3a0epem ee, a BaMm
IIPUBE3EM HOBYIO'».

Hu B KoeMm citydae COTpyJHHMKH HE OJIKHBI TOBOPUTH KIMEHTaM, ¢ yJbIOKoH min 6e3: «Ecnu
He Oyner paboTarh, MpoCTO MpHHECUTE 0OpaTHO». Takoil moaxon — emie OJWH SIPKUN TpUMeEp
YJIQKUBaHUA JC] B IOJb3y KOMIAHWH... U YE€PT C HUMH, C ITUMHU KiaueHTaMmHu. IIpuHectn Hazan
MOKYNKy — OoJiblioe HeymoOCTBO Uil KJIMEHTa, OCOOEHHO KOTJa OH KYMHJ YTO-TO, YTO
UCHOJb3YyeT KaXK/Ibli 1I€Hb, HAIIPUMEP MAIINHY WIHA OBITOBYIO TEXHHKY.

HexoTtopble KOMITaHUM, K CBOCH 4eCTH, TAPAaHTUPYIOT, YTO 3a0€pyT HEUCHPABHBINA MPOIYKT U
OTPEMOHTHPYIOT €rO.

He npuHuMaiiTe HU OHOIO KIMEHTA KaK AOJDKHOE. [laiiTe KakI0My KIIMEHTY [TI04yBCTBOBATD,
YTO OH JUIS BAC BAYKEH.

HekoTopsie KOMIIaHUU MOCBHIIAIOT CBOUM KIIMEHTaM MuchMa ¢ OiaromapHocThio. Tak, bapon
XWITOH JTUYHO NMCbMEHHO OTBEYAJ BCEM IOCTOSAIIbIAM, KOTOPbIE IPUCHLIANIHN 5Kal00bl B €0 OTEJH.

[Ipomaxxa Ha OCHOBE KOMHCCHOHHOTO BO3HArpaKJIeHHs — JICHCTBEHHBIH CIOCO0
CTUMYJIUPOBaTh JIMYHOE OOCIYKMBAaHUE, €CIM COTPYIHHKH BUIAT CBSA3b MEXIY IPYKEITIOOHBIM,
KOMIIETEHTHBIM, OBICTPBIM OOCITY’KUBAaHUEM U OOJIBIINM JTOXOIOM.

HcK/I10YHUTE/IbHBIN CEPBUC

Bo3pmuTe Ha BOOpYJCEHHME HJCIO: CAETaiiTe CBOM CEepBHUC JIydlle, YeM OXHJIAIOT BallH
KIMeHTHl. Torga ero o0s3aTenbHO 3aMETAT, OyAyT XBaIWUTh €ro JpPYy3bsSM M POJICTBEHHHKAM H
3aXOTAT MOJIYYUTH elle OOJIbIlE TAKOTO CEpPBHCA.

Oty koHuenmuio npoauran Konbu Yawmiep, mpeacenarens coBera aupekropoB Eastman
Kodak, BeicTynas na HaumonansHoMm ¢opyme kadectBa. OH Npu3Baj BBECTH HOBYIO CTPATETHIO
CepBHca, KOTOpasi HJET JAJbIIE, YeM «TOBOJIBHBIN KINEHTY, €€ IeJIb — «CUACTIUBBIN KIMEHTY.

BocxuTUTE/IBHBIN ONBIT

HoBbie kiMeHTHI, 3ae3Kaloliie Ha aBTO3ampaBouYHyrO cTaHnuio Eastham's nHa BuckoncuH-
aBeHI0O B berecne (mrar Mbopunenn), B ToM uucie wieHbl KoHrpecca W COTpYIHUKHU
pacrlojoXKeHHbIX Ha BHCKOHCHHABEHIO TOCOJIBCTB, OBIBAIOT MOPAXKEHBI HCKIIOYUTEIbHBIM
o0CITy>)KUBaHHEM, KOTOPOE OHH 3]1€Ch IOJIYYaroT.

JlaBaiiTe mocMOoTpuM Ha coTpyaHuKOB Eastham's B neiicTBuu. Y TpeHHMI Yac MUK, CTOJIONK

TepMoMeTpa nepesaiui 3a 30 rpagycoB, IpeaBelas eie OJUH HEBBIHOCUMO JKapKUH JIETHUM
neHb. W3 MIOTHOTO MOTOKa MAIMH C TPYAOM BBIPYJIHMBAET BOJAWUTENb U MPUTOPMAKUBAET Y
6enzokononku Eastham's. K mammne cpa3y Opocatotcst 1Boe pabOTHUKOB aBTo3ampaBku. «J{oOpoe
yTpo!» KpUYaT OHH BOJUTENIO, KOTOPBIM YyThb-4yTh OIYCTHJI CTEKJIO, YTOOBI HE BBIIYCTHUTH
OXJIQKJCHHBI KOHAULIIMOHEPOM BO3AYX.

JIBo€ TOMOUIHUKOB CYETATCS BOKPYI MalIMHBI, TPOBOPHO 3aJMBAIOT OEH3MH, TIIATEIHHO
IIPOTUPAIOT KAXIBIM IOMM BETPOBOIO CTEKJIA M IPOCAT BOAUTEISA OTKPBITH KanmoT. Pyku JI0BKO
CHYIOT CpeJiy IINIAHTOB U PeMHEM, IPOBEpPsisl YPOBEHb Macia U BOJBI.

Kamns morta co yn6a ogHOTO W3 MOMOIIHUKOB MajgaeT Ha mepenuHui Oammep. ToT OBICTpO
HAKJIOHSIETCSI M BBITUPAET €€ YUCTOM TPSATIKOM.

Bce oOcnyxuBaHue 3aHMMaeT OKOJO Tpex MHHYT. CYacTiMBBI BOAWTENb, YIBIOAsCH,
BBIPYJIMBAaeT 0OpaTHO Ha 3a0uTyI0 MamuHaMu Aopory. Korja ¢ Bamu B MociieJHUI pa3 ciiydaiaoch



HeuTo 1ogooHoe?
K ci0By cka3arhb, 4nciI0 KJIMEHTOB Ha aBTO3alpaBOYHBIX cTaHnusx Eastham's «mpumepHo B
aBa pa3a HpeBbIHlaeT YUCJI0 KINCHTOB cpe,uHeﬁ aBTO?)aHpaBO‘IHOﬁ CTaHIIUU B COGI[I/IHGHHLIX

[lItatax», — roBoput J[xeppu DHTOII, OBIBIINN pETHOHATBHBIM MEHEIKEp KommaHuu Exxon B
Bammnarrone (oxpyr Komym6us).
K coxanennto, aBro3ampaBku Eastham's — wuckmrouenue, a He mnpaBmio. Mx OwusHec

nponBeTacTt, MOTOMY 4YTO OHH JAaKOT KIUCHTAM HIPOAYKT U O6CJIy)I(I/IBaHI/Ie, B OTJIUYHUE OT
OOJIBIITMHCTBA IPYTUX aBTO3aMPAaBOYHBIX CTaHIIUNA. M3-3a oTBpaTuTenbHOoro oocmynmBanus Ha A3C
«C TIIOJIHBIM KOMIIJICKCOM OGCJIy)KI/IBaHI/ISI» KIIMCHTBI NPCANOYUTAIOT 3allpaBIATBCA Ha A3C ¢
camooOciykuBaHueM. S nymaro, 4To JIeJI0 TYT HE B CKYIOCTU — IMPOCTO JIOAN HE XOTST IJIATUTh
60.HBLHy10 HAIICHKY 3a pa6OTHI/IKOB, KOTOPBIC HEC yJIBI6aIOTC}I, HC IIOMHIAT UX MMCH, HC 3arjisiaAbIBalOT
MOJ1 KaroT, He TPOBEPSIOT JaBJIEHUE B IIMHAX U HE IPOTHUPAIOT BETPOBOE CTEKIIO.

HapexxHoe o6CayKUBaHUE

OOemiaiiTe TOILKO TO, YTO MOXKETE CIeJIaTh, H JEJIalTe TO, 4To moooOemanu. ITomHuTE, 4TO
YEcM BbBINIC Bbl I[IOAHHUMACTC HJIaHKy OX(HHaHHﬁ, TEM TPYI[HGC BaM 6YI[6T UM BcCEriaa
COOTBETCTBOBATh.

[Tpu3naBast 5TOT QaKT, HEKOTOPBIE IKCIEPTHI MO CEPBUCY JaXKE JAIOT CIEIYIOIIHA COBET:
€CJI BBl CUMTAETE, YTO MOJKETE BBHITIOJIHUTH PadOTy 3a TPH MHS, MOOOEIanTe BHIOJHUTH €€ 3a
IIATh. I/IJII/I, €CJIM BaM Hy)KHO COCTAaBUTH CMeTy, 3aBBICBTC €€, ‘ITOGBI II0TOM YAUBUTDH KIIMCHTA 60.]166
HU3KOH IIEHOH.

Ho npyrue aBTOpuTETHl B 00JIACTH CEpBHICA MPEIOCTEPETalOT, YTO HE HAJO PUCKOBATh U
BBI3BIBATh HEYJOBOJILCTBHE KIMEHTOB, HAa3bIBas CIWIIKOM OOJIBIION CPOK WJIM 3aBbIIIast
npeAnojaraemMyro 1meHy. S cornmaceH. MHe Kaxercd, HE OYEHb MYJIpPO C CamMoro Hauajia
pa3o4yapoBHIBATh KIMEHTA, 3aCTABIISIS €0 JyMaTh, OyATO BBl paboTaeTe MeJICHHEE U OepeTe 3a 3TO
60.HBLHC JACHEI', YEM Balllu KOHKypeHTBI.

BbInoJIHANTE CBOU 06E€NaHUS

Ho ecnu BeI manmu obemiaHue, BBUIOKUTECH MO MOJIHOW MpOorpaMme, 4ToObl CAEpKaTh €ro,
KakuM Obl OHO HU ObLT0. «Korma ke ciydaeTcs Hen30eXHoe (He Jalle OJHOTO pa3a B T'OJl) U Bl HE
yCIIEBAEeTE BHITIOJHUTH OOCIIAHHOE B CPOK, MO3BOHUTE KIIMEHTY W Ha3HAYbTE HOBBIA CPOK, BMECTO
TOTO 4TOOBI CTaBUTH €ro mepes (akToMm, KOrJa OH MPHUAET B Ha3HAUEHHOE BPEMs», — TOBOPHUT
AMepuKaHCKOe 00IIeCTBO KOHTPOJISI KQuecTRa.

Kommanus Graebel Van Lines 3aHnMaeTcs mepeBo3KO# JOMaITHET0 UMYIIIECTBA JIJIs JTFOJIEH,
KOTOpBIE MEePEe3KAIT Ha HOBOE MECTO KUTeNbcTBA. OOOPOT KOMITAHUU COCTaBIsAeT 0kojo S00 MitH
JIOJUL., 3TO camas KpYIHasl Cpelyd YacTHhIX (UPM U YeTBepTas Mo pa3Mepy cpeau Bcex GupMm B
cBoelt oTpacnu. CerogHsi ee 0yl Ha peIHKE cocTaBisieT 18% mo cpaBHenuto ¢ 11-12% nsats jer
Hazaa. TeMmmbl rol0BOro pocra cocraBisitor 15%, Torga kak mo OTpaciyd ATOT MOKa3arelb He
npesbimaer 2%. Jeiis I'pedben, CEO, ¢ MomeHTa OCHOBaHMs KOMMaHuU 51 rox Haszaj cienal
CTaBKYy Ha CTPATErHIO CEpBHCA.

B cdepe mepeBo3ok noMamniHero uMyinecTBa pabouue Opuranbl (YIMaKOBIIUKH, TPY3UUKU H
BOAMUTENN) — TOCTH B JioMe. OHU JOIKHBI OBITh BEXKJIMBBIMU U UyTKUMHU. OT TOr0, HACKOJBKO
OEepeXHO M aKKypaTHO OHHM YMAKyIOT M TOTPY3ST BEIIM KIWEHTOB, 3aBUCUT IPOIBETAaHUE BCel
KOMITaHUH.

MesxayHapoiHbIe TIEPEBO3KH MPeoaraoT padoTy B pa3IUYHBIX YacoBbIX nosicax. Graebel
Van Lines — enuHCTBEHHAss KOMIIAaHUS B CBOCH OTpaciiv, B KOTOpoW 24 ydaca B CYyTKH 7 JHEH B



Hezeno aeiictByer LleHTp moanepkku. biarogaps eMy oHa MOXKET pemiaTh NpoOJieMbl U OTBEYATh
Ha BOMNPOCHI KIMEHTOB B TOT € paOOuuil JeHb, a HE 3aCTaBIATh WX JKJIaTh M3-3a PA3HHULBI BO
BpeMeHHU. B HOuHyI0 cMeHy B LIeHTpe nexypAT 1Ba 4elnoBeKa.

Kpome toro, xommnanus Graebel addextuBHO ncmonszyer MHTEpHeET, 3a7eiiCTBOBAB JBa
MOIIHBIX BeO-mpunokeHusi. Ilpu moOMOIM TEPBOrO KOPHOPATHBHOE PYKOBOACTBO MOXKET
OTCJIC)KUBATh M KOHTPOJIMPOBATh BCE IMEPEBO3KH, 3aTpaThl M TOTpPAu€HHBIE Ha CTpPaxOBaHUE
CpeICTBa, YTO JaeT ICHHYI0 MH(GOPMAIUIO U MO3BOJSIET OMPEACIUTh MOJIUTHKY TepeBOo30K. [lpu
MOMOIIM BTOPOTO KIHMEHThl MOTYT TMPOBEPATh CTATyC JOCTaBKM CBOETO UMYIIECTBA BHE
3aBUCUMOCTH OT YaCOBBIX IOSICOB.

Hu opgna xomnaHus, 3aHMMaromiasicss MEepeBO3KaMM JOMAIIHETO HMYILIECTBA, HE HMeEEeT
J0CTyma K Takoro poja uHpopMaiuu. OIHAKO KOT/A JIFOJH MEepPee3KA0T 3a TPaHUILY, B CTPaHBI C
IPYTUMU KyJbTypaMH H YacOBBIMU IOSICAMH, BO3MOXXHOCTh KOMMYHHKAIlMM B pEXHUME
PEAJIBHOT'O BPEMEHU cTaHOBUTCS O4Y€Hb BaXKHOMN U IS KIIMEHTOB, U IS KOMIIAHHN.

B cBoeit nestenpaocTH Graebel Van Lines pykoBoOACTBYeTCS OY€Hb BHICOKUMHU CTaHIapTaMHU.
B xomnanum pneiictByer cucrema cra”paproB SQIM, ananornunas cucreme ISO, a ayaur
ocymecTBistoT Ernest &amp; Young u International Relocation. Takum o6pazom, Graebel Bbicoko
CTaBUT IUIAHKY.

OHa O1IeHMBAET YAOBJIETBOPEHUE KIMEHTOB MO KaXJI0M MEPEBO3KE, UCIIONB3YA 14 pa3muuHbIX
KpUTEpHUEB. 3a MOCIEIHUE MATh JIET YPOBEHb YIOBIETBOPEHHOCTH €€ KJIMEHTOB HE OITYCKAeTCs
Hwke 98,5%. ['maBHOE /1s1 KOMIIAHUK — Ka4eCTBO 0OCITY)KHBAHUS KIIMEHTOB.

Becb OuzHec 3a mpenenamMu CTpaHbl MepeiaH Ha ayTCOPCUHT YIIOJTHOMOYEHHBIM TapTHEPAM.
B cayuae Bo3HuMkHOBeHus mpoOiem Graebel mpumeHseT TpUHOMI TpeX MNpeAynpexacHuil. B
MEPBBIA pa3 MAPTHEP OJHKEH CaMOCTOATENIBHO MCIPABUTH MOJ0KEHUE. Bo BTOpOW pa3 KoMmIaHus
MPUHUMAET MEphI cama U JaeT MapTHEPY UCIIBITATeNbHBIN CpoK. B TpeTuil pa3 oHa oTCTpaHseT ero
Y 3aHOCHUT B CITUCOK MapTHEPOB, 32 KOTOPBHIMU BeIeTCsl HaOMIoAeHHe. Bee ero 3akasnl mepexoisT K
koHKypeHTy. Ilockonmbky oObeM OusHeca, koropelii Graebel mnpegocraBmsier mapTHEpam,
3HAYUTENCH, GUPMBI PEIIKO TOBOJAT AEIO JI0 TPEX MPEIyNPEeKICHUN.

DTO OYEHb BaXHBIA CTaHAAPT M BaXKHAs 4YacTh CTpaTEruu cepBuca. MHOrue KOMITaHWH,
Mepeaolre Ha ayTCOPCHHT YacTh CBOMX OIEpallfii, He TPeOYIOT OT CyOMOAPSTIMKOB TAKOTO Ke
CTPOTOTO COOTBETCTBHUSI BBICOKMM CTaHAapTaM CepBHCAa U KayeCTBA, KOTOPBIX MPUIACPKUBAIOTCS
camu. OOBIYHO OHM TEPEKJIAJBIBAIOT BCIO BUHY HAa CBOMX CyOMOJPSAYMKOB, HE MOHUMAS, YTO
KJIMEHT CYUTAET OTBETCTBEHHOM 3a CBOU MpOoOIeMBbl PUPMY, C KOTOPOH y HEro 3aKjt04YeH JA0roBOp.
[IpumeneHne CypoBOTO MPUHITUIA TPEX MPEAYIPEKACHUIM — OOJBIIAS PEAKOCTb.

Kpyrnocyrounas cBsizb ¢ Graebel — ToXke Oosbmias peakocTh, HO HEOOXOJAMMOCTH ISt
KOMIIaHHWH, CTPEMSILIENCA CTaTh MUPOBBIM JIMAECPOM. Jlaxke HOUBIO BaM OTBETUT KMBOW YEJIOBEK, a
HE aBTOOTBETYHMK. Takoe «MUPOBOE O/ieHHE» IMO3BOJISET KOMIAHUU OOCIYXHBaTh KIHEHTOB B
Pa3HBIX YaCOBBIX MOsICAX.

Eme onun crangapt obcnyxuBanus Graebel Van Lines — HanexHOCTh. BOT HEKOoTOphIE 13
ee «[IpuHIHUIOB 00CTYKUBAHUS KITUEHTOBY:!

* MBI y10BIE€TBOPUM BCE HYXIbI HAIIUX KJIMEHTOB.

* MBI BBITIOJIHUM BCE€ 0053aTeIbCTBA, KOTOPHIE JTaeM.

* Hamre o6cnyxuBanue 0yieT CBOEBpEMEHHBIM, KBATH(UITUPOBAHHBIM, OBICTPBIM U

HAJCKHBIM.

* [IpaBuia u mpoueaypsl OyayT HAIPaBIATh HAC, HO HE YIPABISATH HAMHU.

* MBI centaeM Bee MPAaBUWIBHO € IIEPBOTO Pa3a U KaXKIbld pas.

* Mb1 OynieM oOpatathes ¢ KaXkIbIM MPEAMETOM TaK, OyATO OH MPUHAIJICKUT HAlllel MaTepu.

* JIo3yHrH, TPOMKHE CJI0BA U peKJIaMHbIe 00eIaHus He obecredar KIMeHTaM MPEBOCXOIHOTO
o0CITy’KMBaHUSI — 3TO CJIeJaeT TOJbKO Hallla IPeIlaHHOCTb, TPUBEPKEHHOCTh U MPOPECCHOHATHIM.

Tpu paza «Ypa» Graebel Van Lines!

B pekiiame Toke BaxkHa HaJEKHOCTb. JTOT (aKT HE MOHUMAIOT MHOTHE KOMIaHUH, KOTOPbIE
CUMTAIOT, YTO KJIMEHTHl HE 3aMEYaroT WM HEe NPUAAIOT 3HA4YeHHUs IyTOM pekiame. Pe3yibTaThl
ObIBaIOT BeCbMa IJITAaUE€BHBIMU, M HE MOCJIETHUN U3 HUX — CHIKEeHUE o0bema npojax. Kpome Toro,



€CIIM TIPEYBEIMUEHUS 3aCTABIISIFOT MOTCHIIMAIBLHBIX KIHNEHTOB JyMaTh, OYJATO Balle 00CTyKUBaHUE
JAaCT UM ONpEJEJICHHbIE NMPEUMYIIECTBA, & HAa CaMOM JeJ€ MX HET, — 3TO HE IMPOCTO JyTas
pexiiama.

[Ipy moMomM peksiaMHBIX JIO3YHTOB BBl HE J100aBUTE KadecTBa MPOAYKTY WiIH yciyre. B
JTy4lIeM CiIy4ae pekiamMa yOeAuT MOTEHIMATbHOTO KJIMEHTa MOMpoOOBaTh Ball MPOAYKT WIIH
yenyry. Ho nmepBas mpoGa — Bcerna npoBepka. Eciiu mpoBepka mokaxeT HeHa/IeKHOCTh, HUKaKUX
MOBTOPHBIX MPOIAXK, HEOOXOAUMBIX JUISI JOITOCPOYHOTO yCIiexa Ballel KOMIIAaHUH, HE OYJIeT.

Ecnu BBl He BBINIONIHUTE TO, UTO OO€MIAeT Ballla pekjiaMa, Bbl HE YBUAUTE KIMEHTa BO BTOPOH
pa3, npenynpencaaet Miopusas . Agamu, crapimmii KOHCYJIbTAHT MO KadyecTBY CEpBUCA U
OTHOIIIEHHUSM C KJIMEHTaMH B KoMmanuu Argyle Associates Inc. u ObIBIIHI AUPEKTOP TIO KAYECTBY H
otHomeHusM ¢ knueHTamu B ITT Corporation.

AMAZON.COM

Amazon, KpynHEHIINI B MUpEe KHWKHBIM MHTEpHET-Mara3uH, IOCTPOEH Ha cepBuce. B cBoeit
kHUTe «e-CepBUC: CKOPOCThb, TEXHOJOTHS M IleHA, OPUEHTHPOBAHHBIE Ha CEpBHUC» [e-Service:
Service, Technology, and Price Build Around Service] s ucmomb3yro Amazon B KadecTBe
COBEPIUICHHOW MO/IETIH.

Onnaxnel xedd bezoc HaTKHYICS Ha MOPa3UTEIbHYIO CTATUCTHKY: YHCIIO TOJIb30BaTENeH
NutepHera Tonbko 3a 1 994 rox Beipociio Ha 2300%! Tak be3ocy npunuia B roaoBy MBICIb CO34aTh
KHWKHBIA HHTEPHET-Mara3uH, ApY>KECTBEHHBIN K MOKyNaTeNIsIM U JIETKAN JIJIs1 HABUTAIUU.

be3oc ctaBui Ha TO, UTO KHUXKHBIA MHTEpHET-Mara3uH U30aBisieT MOKymHareieil OT Macchl
TPYAHOCTEH, CBSI3aHHBIX C TPAAWIHMOHHOW MOKYIKOM KHHUI: HEOOXOAMMOCTH J00paThCs [0
KHIDKHOTO MarasuHa; HaWTH Ha IMOJIKaX HYKHYIO KHHTY; J0XKJIaThCs, MOKa TeOs oOciyxkar;
BBICTOSITh B OYEpEIU B KacCy, HENENsMH >KJaTh JOCTaBKM KHUT, KOTOPBIX HET B HaJIWYHU;
OTCYTCTBHSI KaKOil-TuO0 oOpaTHOM CBSI3U B CiIydae, €CIM KHUTM HE JOCTaBJIEHBI, U MOCIEAHEE, HO
HE MEHEe BaKHOE, — IUTATUTh OTPOMHYIO HAIICHKY 32 MH(DPACTPYKTYPY U MEPCOHAI.

be3oc ObLT MONOH pEemIMMOCTH JAOKa3aTh, YTO HHTEPHET-Mara3uH O3HAa4yaeT HE MEHbIle
cepBUCca — OH O3HauaeT OoJblue cepBuca. «Ecnu nokynarens OyneT HeIOBOJECH B pealbHOM MHUPE,
OH paccKkaxxeT o0 3TOM IecTH 3HakoMbIM. Ho ecnu He OyneT AOBOJIEH MOKyHaTelb WHTEPHET-
MarasuHa, OH MOXeT pacckaszatb 00 3ToM 6000 4enoBeK MpH MOMOIIHM OJHOTO COOOIIEHHS B TPYIIIe
HOBOCTEH. XOTS 3/1eCh BEpPHO M 00paTHOE — €CJIM TOKYIaTesb OyAeT MO-HACTOAIIEMY JOBOJICH, 00
3ToM Toke MoryT y3HaTh 6000 uenoBek. HyxHO crenats Tak, 4YTOOBI KaXKAbIH MOKyHaTeldb CTall
BalllIM CTOPOHHUKOM.

Amazon crapaeTcs Jydlle y3HaThb CBOMX IMoKymnareiaedl. COTpyIHHUKOB ydaT TpaTUTh Ha
oOciTy’)kKMBaHUE U TMOCTPOEHHE B3aMMOOTHOIIEHHH C HUMHU CTOJIBKO K€ BPEMEHH, JEHETr U CHII,
CKOJBKO OHU TPATAT HA MPOAAXKY MU JOCTaBKY KHHUT. WX MOOWIPSIOT HAMHOTO MNPEBOCXOAUTH
OKUJaHMS TOKYIaTeNel, Korja TeM TpeOyeTcsl HOMOIIb. — HalpuMep, YTOUHUTh Ha3BaHUE KHUTH,
WCIIPAaBUTh HEBEPHBIN aApec U T.J.

Jlxedd bezoc ocHoBanm kommanuto Amazon B 1995 r. B ToT ronx nmpomaxu cocraBmmm 511
ThIC. AoJu1. B 1996 r. onn gocturnu 1 5,7 man gomn. B 1 997 r. kommanuss Amazon, B KOTOpOn
paborano 614 demoBek, mepeexana B HOBBIM oduc miomanpio 17 ThIC. KBaapaTHBIX (PyTOB U
npojayia KHUT Ha 147 muH nosut. Poct 1o cpaBHEHMIO ¢ peabIAyIiuM rojgom cocrasui 814%. 3a 1
997 r. Amazon Beipocna Ha 3000%.

B 1997 r. Ixedd be3zoc nposen nepBuyHOE pa3MelIeHUE aKIIUii KOMIIAHUHU, U UX KOTHPOBKHU
3a roja Bbipociu ¢ 18 no 100 monn. Emie depe3 rog ux CTOMMOCTH OmsiTh yaBowsiack. C Tex mop
KOMIIAHUS TPYKIBI APOOMIa aKIIHH.

bezoc Bmaneer aknusiMu Amazon Ha cymmy Oosee 1.8 mupa mos.

Ha xonenr 2001 ¢unHancoBoro roga M0Xoabl KOMIaHWU cocTaBwin 3,12 mupa. momn. Ilo
cinoBaM besoca, «Hamia 11ep HOMEp OJIMH — CTaTh CaMOW KJIIMEHTOOPUEHTUPOBAHHOW KOMITAHHUEHN B



mupe. [lnoxum oOciyxMBaHMEM BbI 3alsTHaeTe CBOIO penyrtanuio B WuTepHere. A MHTepHer
HEYMOJIMM K T€M, KTO HE yJIOBJIETBOPSET OXKHUJAAHUNA CBOMX KIIMEHTOBY.

Amazon — 3TO mpex/e BCEro CKOpocTh. Bbl monyyaeTe MOATBEPAKACHNUE 3aKa3a KHUTH YKe
yepe3 HECKOJbKO cekyHJ. Cama KHUTa OTHpaBisieTcss B TeUeHUEe ONHOro-aByx aHei. Ceroans
Amazon.com — KpyIHEHIINI KHIKHBIA MarasuH B 000 CTpaHe MHpa, XOTS €ro mTad-KBapTupa
Haxoautcs B Cuatie (mraT BamuHrToRH).

TexHomoruss — emie ojHa KIIOYeBas COCTaBIsomas ycrexa Amazon. JIro0ol yenoBek B
Mupe 24 yaca B CyTKH 7 JHEH B HENETI0 MOXKET 3aKazaTh KHUTY B Amazon. B Bamem Onmxaiiem
KHIDKHOM MarasuHe OIpEeJIeIICHHbBIE Yachl pa0OThI, OTPAaHUYEHHBINA BHIOOP KHUT M 3a49aCTYIO IJI0X0€
obOcimyxuBaHue. HeTpynHO MOHATH, moyeMy JA0X0AbI Amazon BeIpociau ¢ Hyms B 1995 r. go 3,12
mipA ot B 2001 r.

B deBpane 2001 r. kaxaslid IATHIN Mob30BaTeas MIHTEpHETa 3ax0aMi1 Ha calT Amazon.com
10 KpaiiHEN Mepe OJUH pas.

Jlunepsl cepBuca mpuaaroT OOJNBIIOE 3HAUYEHHE U IIeHe. JTO OJIMH U3 CEKPeTOB UX ycIexa.
UroObl MOANEPKUBATh HU3KWE IIEHBI, KOMITAHUS JOJKHA OBITh OEpEeXIIMBON, KOHTPOJIUPOBATH
3aTpaThl U AETUTHCS COKOHOMIIEHHBIMH CPEICTBAMHU C KIIMEHTAMH.

Amazon cymena ¢akTUYeCKH H30aBUTHCS OT OMEpaldii MW pacxojoB, KOTOpbIE HE
MPE/ICTaBIsUIM LIEHHOCTH [UIsl TMOKymaresieil. brmarogaps sTomMy oHa ¢ caMoro Hayana cMorJa
cHU3UTH 1eHbl Ha 30% Ha HEKOTOpble KHUTU B TBEPAOM Ieperuiere U Ha 20% Ha KHUTU B MSTKOM
neperuieTe.

Ixedpd bezoc mo-mpexkHemy paboTaeT 3a TEM Ke CTOJIOM, 3a KOTOPHIM HadywHal. J[Bepsb,
Jexam@as Ha JBYX KBaJpaTHBIX Jockax. CHUMBON OepeXJIMBOCTH U KOPIOPATUBHOM KYJIbTYpPHI.
beszoc roBopurt: «JlepeBsiHHBIC AeTau U CKOOBI CTOSIT mpuMepHo 70 moii., a coopka — oxoiso 60
nosut. IlepBble deThlpe cTona s cAenan cam, a TeHnepb HAHMMAKO CTOJSPOB, KOTOPHIE MPUXOMAAT U
nenatot 1o 60, 70, 80 cTonoB 3a pa3. DTO OTIWYHBIE CTOJBI. Elle 4T0 X0pomo — oHU Oombimme. A
B KOHIle XX BEKa BaM HYXEH OOJbIION CTOJ. Takod CTON BBIACPKHUT JaKe 3eMIICTPSICEHUE.
[ToaTOMYy, €cinu cyduTcst 3eMIETPSICEHUs, BaM JTydlle

OBITB 31eCh». (be3oc yka3pIBaeT Mo CToII.)

Kommnanus Amazon umeet 6onee 17 muta nokymareneit B 160 ctpanax mupa.

C momeHTa cBoero nebiota B IHTepHeTe B urosne 1995 r. Amazon.com crayia 00pa3iom s

MOAPa’KaHUS U JIJISl 3aBUCTH.

ITo yrBepknenuto Amazon, Ha ee A0d0 npuxonutcs 6onee 80% HHTEPHETIPOJAX KHUT.
Ecin

OpaTh KHUKHBIA PBIHOK B IIEJIOM, MPOJaxu yepe3 MIHTepHeT cocTaBisoT cerogus Bcero 3%
ob1iero oobeMa MpoJIax.

B Hos06pe 2002 1. xoMmanmss Amazon.com pacimpwia cBow HMHTepHEeT-uMmepuro Ha
Snonuto. Mo cnoBam [Ixedda besoca, apykecTBEHHBIN K MOKyHaTelssM OM3HEC CIOocOOCTBOBAT
CO3/1aHHI0 B SIMOHUM JOBOJIBHO OOLIMPHON KIMEHTYpHl Aake 0e3 (QU3NYEecKOro MpUCYTCTBUS.
«Ecnu KIMeHThl JOBOJIBHBI O0CITY)KUBAaHHEM, OHU PACCKAXYT 00 3TOM CBOUM JPY3bSIM, — TOBOPHUT
OH. — MBI puoOpenu Tak MHOTO MOKymaresneil 6iarogaps TOMy, YTO Mbl CTPEMUJIUCH CO3/1aTh Y
JIIOJICH ITPUSATHBIN MOKYIIATEIIbCKUI OIIBITY.

Amazon.co.jp, KoTopas obemaer ckuaky 30% Ha UWHOCTpaHHBIE KHUTH, MpOAAeT
AHTJIOSI3BIYHBIC KHUTH TIOYTH 32 OECIIEHOK 10 CPAaBHEHHIO C JIUKO 3aBBINICHHBIMU IICHAMH Ha HUX B
ATMOHCKUX KHW)XHBIX MarazuHax. HeynuButenbHO, uTo SMOHMA cTana caMbiM KPYMHBIM PBIHKOM
Amazon.com 3a mpenenamu CIIA: B 2002 r. y xoMnaHuMM HacuuThIBaoch yxke 193 ThIC.
MOKYIaTeNeH, a ToI0BOM 00beM MPo1aXKk COCTaBUI 34 MIIH JTOJLT.

Amazon — nuzep cepBrca. B komnanuu Bce moctpoeHno Ha cepuce. Jxedd bezoc 3amoxun

cepuc B (pynaameHT Amazon. CerofHs KOMIAHUS cTaja MPUMEPOM JJsl MOJpa’kaHus BO
BCEM MHUDE.

BOOBPAYKAEMbIH CEPBUC: OBIIIME YEPTHI



Hekotopbie KOMIIaHWM CUMTAIOT, YTO CEPBUC — ITO JETKO. PyKOBOACTBO MPOU3HECET CO
ceoero Onumna mapy pededd, B HMH(POPMAIMOHHBIX OMOJUIETEHSIX IS INEpcoHalla HareyaTaroT
HECKOJIBKO CTaTel, HaWMyT KPAaCHOPEUYMBOTO KOHCYJIbTaHTA, YTOOBI «BJIOXHOBHUTH» MEHEIKEPOB
CPEIHETO 3BEHA... U 3aTE€M BCE CO CIIOKOMHON COBECTBHIO BO3BpAILlAIOTCS K paboTe, YBEPEHHBIE, YTO
TEMEPb-TO Y HUX «ECTh) CEPBUC.

OTW KOMIAHUM TONajiyd B JIOBYHIKY. OHM AyMarOT, 4TO Kauye€CTBEHHBIH CEPBUC — 3TO HE
Oonee yem:

Tosumusnwsiit Hacmpou. 1103TOMy OHM JeNar0T aKIEHT Ha MOTUBAIIMOHHBIX MPOrpaMMax.

Beowcnueocmov u nagviku obwenus no menegouny. 1lo3TOMY OHH PacIpOCTPAHSIOT Cpenu
MepCcoHaNa COOTBETCTBYIOIIYIO OpOIIIOPY.

Hasviku pewenus npobnem u ymenue ciyuiams. I109TOMy OHU Pa3BEeIIMBAIOT IUIAKATHI, HA
KOTOpBIX HanmucaHo «KineHT — Ha nepBoM Mecte. Ciymaiite. [Tomoraitte.

OTU NporpaMMbl, HECCOMHEHHO, UTPAIOT B CEPBUCE POJIb, HO MATYIO POJIb.

I[I03UTUBHBIA HACTPOH

MoOTHBAIIMOHHBIE ~ MPOTPAaMMBbl, CTUMYJIUPYIOIIME TO3UTUBHBIA  HACTpPOH, OCOOEHHO
HOMYJISIPHBI Cpeay BceX 0e3 MCKIIIOUEHHs CEPBHCHBIX COTPYIHHMKOB. JIroneil ydar pasroBapuBaTth
Tak, OyITO OHHU TEPENOJHEHBl HHTY3Ma3MOM, TOpSAT JKEIaHHEM IIOMOYb M OYeHb, OYEHb
Apykento0Hbl. YacTo MpoBOJMMBIE BHEIIHUMHU KOHCYJIBTaHTaMM, 3TH KOPOTKHE MOTHBALMOHHBIE
CeCCUU HE CMOCOOCTBYIOT IMPHOOPETEHWIO HABBIKOB WJIM 3HAHMH, HO JAIOT KPaTKOBPEMEHHBIE
WU3MEHEHHS B TOBEICHUH U OTHOIICHHUHU.

MoTuBalMOHHBIE TPOIPAaMMBl YJIYYIIAIOT HACTPOEHHE M CAMOOILYIIEHUE COTPYAHHUKOB; HO
BCE XOPOILIME YyBCTBA OBICTPO HCHAPSIIOTCS B KHIISIIEM BapeBe MOBCEAHEBHBIX KOMIIPOMHUCCOB.
Heckonbko TakMX MOTHBALIMOHHBIX PayHIOB, U COTPYAHMKH HAUYMHAIOT LIUHUYHO OTHOCUTHCH K
s dexTrBHOCTH JTH0O0TO OOYICHHS.

MoTuBaIMOHHBIE IPOTPAMMBI MOTYT OBITH TIOJIE3HBI. HO 17151 3TOr0 MX HE0OXOAUMO COUeTaTh
c oOyueHueM 0a30BBIM HaBbIKaM, KOTOpBIE JaAyT JIIOJAM BO3MOXKHOCTh HAaBCETJa COXPaHWUTh
MOJIOKHUTEIBHBIN APPEKT ITUX MPOTpaMM, MOBTOPSIS €ro OCHOBBI. COTPYAHHMKOB HY)KHO HAy4YHTh
HPOSIBJISITh MHULMATHBY, KOTOPAsi 1aeT MOJIOKUTEIbHBIN Pe3ysIbTaT, 4YToO caMo M0 ce0e MOTUBHUPYET.

HaBbIku oﬁmemm mno TEJIE(l)OHy A BEXKJ/IMBOCTD

B y4eOHBIX mporpaMmax HaBBIKM OOIIEHUS MO TeleQoHy, B TOM YHUCIE YMEHHUE CIIyIIaTh,
3a/1aBaTh BOMPOCHI M MPUHUMATH KAJIOOBI, COYETAIOTCS C HABBIKAMH BEXKJIMBOCTU. 3ajada TaKUX
MPOrpaMM — MOBBICUTH () (PEKTUBHOCTh CEPBUCHBIX COTPYIHUKOB U MPEICTAaBUTh KJIMEHTaM 00pa3
MOJIOKUTEIBHON U HAJIE)KHOW KOMITAHHH.

Pasymeercsi, BeXJIHMBOCTh CIOCOOCTBYET YIOBIETBOpEHHIO KiIMeHTOB. Ho, mnommmo
BEXJIMBOCTH, COTPYIHUKH JOJDKHBI Oparh Ha ce0s OTBETCTBEHHOCTh, pEIIaTh BOMPOCHl H
MpearpuHIUMAaTh He0OXoauMble neicTBUsA. Eciii KoMITaHus He TOTOBA CTaTh OT3BIBYMBON K HYXIaM
KIIMEHTOB, COTPYIHHKAM MPHUAETCS OOCITYyXKMBATh KIUEHTOB HA310 KOMITAHUU. A Takasi CUTYyallus
MTOPOXKIAET CTPECC U PA304APOBAHNE.

Uro kacaeTcsl BEJICIMBOCTH IO TeIePOHY, HAJIEIOCh, €/IBa JTU HYKHO TOBOPHUTH O TOM, YTO

ABTOOTBETYMKH JOJKHBI OBITH 3allpellieHbl B 000 KOMIaHUH, SdKOHOMUYECKOE BHIKUBAHUE
KOTOpPOM 3aBUCHUT OT KJIUEHTOB.

Koppecnonnent kanana CBS-TV bepnapn [N'onabepr 3arponysn mpo0ieMy HEOT3bIBYUNBOCTH



KOMHaHI/Iﬁ K CBOUM KJIIMCHTAM: ((CKOJILKO pa3 BbI IIBITAJIUCH JO3BOHUTHLCA B OTACIT OGC.Hy)KI/IBaHI/I}I
KJIMEHTOB U BBICTYITUBAIN cooOmIeHre "B HacTOSIIMIT MOMEHT BCE HAIIIM COTPYIHUKH 3aHATHI" 7).

B KOHII€ KOHIIOB y KIIMCHTOB CO34a€TCd BIICYATJICHUC, 6yZ[TO OTOCJIbI OGCJIy)KI/IBaHI/ISI
KJIIMEHTOB COCTOSAT TOJIbKO W3 aBTOOTBETYMKOB, YIPSMO IOBTOPSIONIMX 3alMCaHHylO ¢pa3sy B
T'YJIKOH TYCTOTE O(HUCOB.

HaBbIKM pelieHUs Npo6/IeM

K coxanenuro, MHOTHE KOMIIAHUU OTHOCSTCS K KIMEHTaM Kak K mpooOiieme. COTpyTHUKOB
yuarT, KaK CIpPaBIATHCA C «IIPOOJIEMHBIMHU KIIMEHTaMK», a HE C «IIpobJieMaMu KIIMEHTOBY. Y 4eOHbIe
nporpaMMbl  (DOKYCHPYIOTCS Ha OOpalleHUu C paccepeHHbIMU KiHeHTaMUu. CepBHCHBIX
COTPYIHUKOB OOydYaloT MPaKTUYECKUM HaBbIKAM — YMEHHUIO VIPaBIATh OTHOIICHUSMU C
KIIMEHTaMH U BBISBIISTH MPOOIEMBI, IPEKIC YEM KIHECHT B30PBETCS.

HaBbiku pemnenust mpoGieM W yMeHHE CiyliaTb, HECOMHEHHO, moJie3Hbl. Eciu oHu
WCIIONB3YIOTCA TMPAaBWIBHO, OHU CTAHOBATCS YaCThIO TOBCEJHEBHBIX B3aMMOJICUCTBHM C
BHYTPEHHUMH U BHEIIHMMH KiueHTamMu. Ho He Hamo orpaHnyuBaTh OOydeHHE IepcoHana
00CITYKMBaHUIO KIIUEHTOB TOJILKO UMHU.

BHyTpeHHMEe NP0o6/1eMBbI

VY xiMeHTa BO3HMKJIA Tpobiema. UTOOBI pemuTh €e, COTPYAHHUKY MOXKET IOHaI00UTHCS
o0paTuThbcs 3a MOMOULIBI0 K KOJUIEraM, YeTKO HU3JIOKUTh MM CYTh MPOOJeMbl, MPUIAyMaTh, Kak
NPEJOTBPATUTH MOX0XKKE CUTYyalluu B OyyIeM, ¥ MpoUH(OPMUPOBATH CBOETO HAaUaIbHUKA.

bnarogaps exerognomy HanmonansHoMmy «/IHI0 KOHTakTOB B Hyatty, 0 KoTOpoM s roBopuI B
NpeAbIAYIIUX TJIaBaX, 3HAUYUTENIbHO YJY4IIWIach BHYTpPEHHss KoMmmyHukanus. Kopropamus Ha
OJIMH JIeHb 3aKpBhIBAET CBOIO ITAa0-KBAPTHUPY, W BBICIIEE PYKOBOJCTBO padoTaeT OOK O OOK C
PAIOBBIMU COTpYIHHKaMH B 67 otensix. Hampumep, mpe3uaieHT Kopropanuu nmornpodoBan ceds B
poJiu miBeiiapa, aaMuHUCTpaTopa u 6apmena B Hyatt Regency B Uukaro.

ITo cnoBam Kapen Pyren, ObIBHIEro 3amMecTUTENs BUIIE-TIPE3UJEHTa IO CBS3SAM C
00IIeCTBEHHOCTHI0, poBeieHne HarmonansHoro «J{Hs koHTakToB B Hyatt» npecienyeT nBe nenu:

* JaTh BO3MOXXHOCTH OOIIAThCS COTPYJHHKAM IITA0-KBAPTHPHI U COTPYJHHKAM OTEJeH,
9YTOOBI YCTAaHOBUTH O0Jiee TECHbIE B3aUMOOTHOIICHHUS, CTaTh €IUHOW KOMaHIOH, 11eJib KOTOPOH —
YIYYIIATE OOCTY>KUBAaHHE KITUCHTOB,;

* HAY4YUTh MEPCOHAIN IITA0-KBAPTUPHI TOHUMATh U BBICOKO IIEHUTHh COTPYJHUKOB OTeNleH, «Ha
KOTOPBIX JICPKUTCS HaIla KOMIAHUS.

HexoTopbie cOTpyAHUKH OTENEH, TOBOPUT rocnoxa PyreH, mpocsaT npoBectH JleHb KOHTaKTOB
«HA000POTY», YTOOBI OHU MOTJIH MOPAdOTATh B TOJIOBHOM O(hHCE KOMIIAHHH.

BHeuHue npo6/ieMbl

UroObl pemaTh NpoOJIEeMbl BHEUIHMX KJIMEHTOB, COTPYAHMKH JIOJUKHBI YMEThb pelaTh
npoOjeMbl BHYTpU KoMmanud. JImsi MakcuManbHO 3(Q(EKTHBHOTO pEIIeHUs MPoOJeM BHEITHUX
KIIMCHTOB COTPYAHUKHU JOJIKHBI NPHUMCHATH TC KC€ HABBIKM, KOTOPBIC OHU MPHUMCHAIOT IIPpU
pelleHnr BHYTpeHHuX mnpoOseMm. BHellHue KIMEHTbl — Takue e JIIOJU, KaK U KOJUJIETH, HO
HOTpCGHOCTI/I BHYTPCHHUX KIIMCHTOB HC MCHCC BaXHbl, 4YEM HOTp€6HOCTI/I KOHCYHBIX
MOJIb30BaTENEH.



HaBbIku npoaax He 3aMECHAKT HAaBbBIKH oﬁcnymm;al-ma K/IMEHTOB

ITpomaxu u cepBuc — OpaThs IO KPOBH; HO PYKOBOJICTBO HUKOI'JIa HE JOJKHO TpeOOBAaTh OT
cepBUCa HEMEJUICHHOM M KOHKpeTHOW ¢uHaHCOBOM oTnaud. I[IpenmyiecTBa, KOTOpbIE aaeT
KAa4eCTBEHHBIN CEPBUC, IPOYHBI U JOITOBPEMEHHBI; HO OHHM HE CO3/IAI0TCS 34 OAVH JICHb.

CepBHCHBIX COTPYIHUKOB HMHOTJAa OOYYalOT HAaBbIKaM MPOJaK, YTOOBl YBEIUYUTH O0BEM
KOKIOW CIENKHU 3a CUET NONOJIHUTEIBHBIX MM NEPEeKpecTHBIX mpojax. Ho i ynosierBopeHus
KJINEHTOB TOJIBKO HAaBBIKOB MPOAAXK HELOCTATOYHO.

Ecnu xommaHusi Ha3plBa€T HaBBIKM NMPOJAXK «OOCIYKMBAaHMEM KIHEHTOB», OHA OOMaHBIBAET
ceosl.

Hacrosimue nporpammsl 00y4eHHUsI KaU€CTBEHHOMY CE€PBHCY IOTOMY U BEIYT K MOBBIIIECHHIO
YIOBJIETBOPEHHOCTH KIJIMEHTOB, YTO HE OIPAaHMYMBAIOTCS YCIHEIIHBIM BBINOJIHEHHEM TEKYIIEH
IIPOJAXKH.

OHM mnpeaycMaTpUBAIOT 3HAHUE W YIOBJIETBOPEHHE BCEX TMOTPEOHOCTEH M 3ampoCcoOB
KIIMEHTOB.

Ecnmu BBl XOTHTE YAy4IINTh KAdyeCTBO CEpBHUCA JIMIIb JUIS TOTO, YTOOBI MMOJIYyYUThH
KpaTKOCPOYHOE YyBEIWYeHHE 00beMa OM3HEca OT MMEIOLIMXCS KJIMEHTOB, JOCTAaTOYHO OOY4eHHUs
HaBblKaM Tnpoaax. Ho MamoBeposiTHO, 4TOOBI Takoe OOy4YeHHE TPUBEIO K YCTOHYUBOMY
MOBBIIIEHUIO yOBJIETBOPEHHOCTH KJIIMEHTOB.

IIpoaaxxu B oBeYbel LIKype

WNnorpa «obcnmykuBaHuEe KIMEHTOBY» — a Ha CaMOM Jiejlle 3aMacKHPOBAHHbBIE MPOAAXKU —
OBITAIOTCS  YIYYIIUTh TNPU TOMOIIM TooIIpeHuid. JleHcTBUTENbHO, 0€3 MOOLIPUTETHEHOTO
BO3HArpajCleHUs COTPYAHHUKH, paboTaroe Ha TBEPIOM OKJIaJe WM 3a MO0YacOBYIO OIUIATY, BPsiA
7 OyyT MPOSIBISATh MHUIIMATHBY U 3aHUMAThCSI MIEPEKPECTHBIME MpoakaMu. Ho ¢ moompeHussmu
cienyer ObITh BEChbMa OCTOPOXKHBIMHU, YTOOBI CTpEMIIEHHE MPOJaBaTh HE 3aCJIOHUJIO BBIOJIHEHHE
OpSMBIX JOJDKHOCTHBIX 00s3aHHOCTEH, HampuMmep HCKpeHHee, APYXKEN0OHOEe M OT3BIBUMBOE
o0Ocy>)KUBaHHE.

[lepexpecTHble MpOAaXH OCOOEHHO MOMYJSPHBI B OaHKax Kak OJHA M3 JOJDKHOCTHBIX
obsi3anHOCTEl KaccupoB. CortacHo ucciienoBannio komnanuu Barry Leeds &amp; Associates, 55-
65% ©OaHKOB TIATAT MOOIIPUTEIbHBIC BO3HATPAXKICHHUS PSJAOBBIM COTPYAHUKAM C IIEJIbIO
CTUMYJIMPOBATh MTEPEKPECTHBIE MPOAaXH. M 3TOT MPOLEHT NOCTENEHHO YBEIUYNBAETCSI.

HenpaBuibHOe 0GyYeHME

BoT HekoTOpble HENOCTAaTKM OOydYeHMs MepcoHaja OOCIYKHBAHHUIO KIMEHTOB. TOJBKO JUIS
«TIepBOY JTUHUU»

K akTMBHOMY yd4acTui0 B IporpamMme OOCIYKHBaHHUsS KIHMEHTOB HYKHO IPUBJEYb BCEX
COTPYAHUKOB. Ecin «CUIIbI MOAJEPKKI» HE MPU3HAIOT HEOOXOIUMOCTh KaYECTBEHHOT'O CepBUCa U
€ro BaJICHOCTb JUI BCEHl KOMIIAHMM, TO CEPBUCHBIE COTPYIHUKU OyIyT MOCTOSIHHO MCIIBITHIBATH
TPYAHOCTH, TBITASICh IMONYYUTh B JPYTUX TMOAPA3IACICHHUSIX IOMOIIb, HEOOXOIUMYIO MM JUIS
00CITy’)KUBaHMSI KIINEHTOB.



C/iMmkKom KOPOTKaA NMMporpaMmmMa, HUKAKOro nnpoaoJiKeHus

Kax mpaBuiio, o0y4eHre MPOBOIUTCS B ayIUTOPHU W COCTOUT W3 OJHOTO 3aHSTHS, KOTOPOE
JJINTCA MCHEC ABYX qaCoOB, a MHOraga M1 MCHBIIC dYaca. I/IHCprKTOp Ha3bIBa€CT OCHOBHBLIC TCMBI,
BKJIFOYAET MPOCKTOp, BBIKIIOYAEeT CBET M yxoauT. K oOyueHHro 0OCTy)KMBaHUIO KIUEHTOB
OTHOCATCS KaK K npuBuBKe. Caenanu yKkoJ U 3a0buin.

K coxanenunto, 60JIBITMHCTBO KOMITAHUHA TIPEIIOYUTACT UMEHHO Takoi Tur o0ydenus. Korma
JK€ BIIOCJICACTBHUHA pYKOBOZ[CTBO 3aM€4acT, 4YTO HABbIKU COTPYI[HI/IKOB HUCKOJIBKO HEC yJIy‘IH_II/I.HI/ICb,
OHO OOBHWHSET COTPYAHUKOB B OTCYTCTBUU PBEHUS K ydeOe.

B rnase 13 s 00bsiCHIO, TOYEMY TaKoil TUIT 00yUYEeHHUsI — HAIlpacHasi TpaTa BPEMEHH U JICHET.

HeT noHMMaHUs Ba2>KHOCTH cepBHuCa

OOyueHne He CBS3aHO C CHCTeMaMH yIpaBieHHs >(QQEeKTHUBHOCTbIO M HE 00ecredeHo
MOAJIEPKKOH PYKOBOJICTBA, OHO — OJMHOKHN OCTPOB TOcpenu Oosbimoro ozepa. Ha camom xe
nene oOydeHHEe W MHOJICECTBO JIPYTMX OO0s3aTENbHBIX KOMIIOHEHTOB JIOJDKHBI OBITh OOBEAMHEHBI
JUI ycriexa KOMIaHHUH.

¢0Kyc TOJIBKO HAa BHECIIHUX K/IMEHTaX

[IpakTudeckun Bce mporpamMmbl OOydYeHHUS KAUECTBEHHOMY CEpPBHCY  HaIlpaBJICHbI
HCKITIOYUTENIEHO Ha 00CTYKMBAaHUE BHEITHUX KIMEHTOB. M JHIIIb HEMHOTHE 3aTParuBalOT BOMIPOCHI
BHYTPEHHEro OOCTYXMBaHUS WJIM B3aUMOCBSI3b MEXKIYy KauecTBOM OOCTY>KMBaHUS BHYTPEHHUX
KIIMEHTOB M YJOBIETBOPEHUEM BHEITHUX KIUEHTOB. [IporpaMMebl, KOTOPBIE 3TO JENAl0T, CYUTAOTCS
oOpa3amMu COBEPIICHCTBA U MOTYyYalOT MHOKECTBO HArpa/l.

CEPBUC U ITIPOAAYKHU: BPAK I10 PACYETY

KauecTtBennslii cepBuc nosbimaeT 3h(HEeKTUBHOCTh MAPKETUHIOBBIX CTPATETUid, YBEIMUNBAET
00beM MPOAAX M JIOSIBHOCTh KIMEHTOB. MapKeTHUHI NpUBJIEKaeT KIUEHTOB, a KayeCTBEHHBIN
CEpBHC yIEPKUBACT UX.

Ecnu xoMmaHus co3gaHa HE Ha OAMH JEHb, OHA JOJDKHA YAEIUTh OCOOCHHO INMPHCTaIbHOE
BHHUMaHUE TOCIenpoaakHOMY oOcnyxuBanuto. Koraa peus uaer o0 ynep:kaHuu KIHEHTa, TO, YTO
BbI JIeJIaeTe NIl HEro IOCJe TOT0, KaK OH 3aIulaTWi JEHbIU WIN MOJIHMCAT KOHTPAKT, HE MEHeEe
BaYKHO, YEM TO, YTO BbI JIeJIaJIU J0 ITOTrO.

B pasrap ce3ona ynuBepmaru Neiman Marcus OTHpaBiIsIIOT MOKYyNAaTENsAM, JETA0IUM 3aKa3
[0 TOYTe, MUChMa-TeJIerpaMMbl, B KOTOPbIX MH(QOPMHUPYIOT UX O cTaTryce 3akaza. CepBHC TOxke
npoxaert. [Togymaiite, Kak MOXXHO MOBBICHUTh 00BEM / CTOUMOCTB 3aKa30B. CepBHCHBIE COTPYIHHKH,
paborarormue Ha TenedoHe, BIIOJHE MOTYT ATO AenaTh. Hampumep, nmpuHuMas 3aka3 Ha 10 ThIC.
TaJJIOHOB alleTOHA, COTPYIHUK MOKET CKa3aTh MOKYIATENlo: «3HaeTe, €CM Bbl KynuTe y Hac 15
TBIC. TAUIOHOB, TO noxy4yuTe ckuAky 10%». Wnu, npuHuMas 3aka3 Ha NapTUIO0 KOMIIBIOTEPOB:
«Ecnu BbI kynute enie 100 koMnproTepoB, 5 caenaro BaM cKuaky 10% Ha BCro mapTuio».

Kommanust Federal Express yOexxnena, 4To yaydilieHHEe HAaBBHIKOB OOCIY)KMBaHUS KIIMEHTOB
CJIeJaJi0 COTPYAHUKOB €€ CepPBHC-LIEHTPOB OoJiee a3 deKTUBHBIMU npoaBiaMu. ['ooput Kenner P.
Hpronm, ObIBIIMI BUIIE-TIPE3UIEHT IO TpoJaxkaMm U omnepanusaMm: «KauecTBeHHBIH CepBHUC MpPHIA



HOBBII CMBICTT KOHLIETIIMH "MOBTOPHOIO 3aKa3a" B HALIUX CEPBHUC-LICHTPAX.

Jlerko Kynurb

bnaromaps KauecTBEHHOMY CEpBUCY CYIIECTBYIOIIUM U TOTCHUUAIBHBIM KJIMEHTaM
CTaHOBUTCS

ropasno jerde nokynars! KauecTBeHHBIN cepBUC co3/1aeT 00pa3 KOMIAHHUHU, €€ MPOIYKTOB U
yCIyr, ee COTpyaHHKOB. Kpome TOro, Ka4ecTBEHHBIH CEpBHC — KakK TJagKoe Te(IIOHOBOE
MOKPBITHE, KOTOPOE 3aIIMIIAET OT BOSHUKAIOIIUX B JII000H KOMIaHUU MPOOIeM U OMINOOK.

Ho ¢ynxmmm nmponax n oOCIyKUBaHMS KJINEHTOB JOJDKHBI padOTaTh CHHXPOHHO, C MOJTHBIM
3HaHUEM TOTO, UTO JIENIAeT JPyrasi CTOPOHa.

KoopauHanus npoaaxk U cepBuca

Korna /Lxup Bpayn pykoBoaun xoncantunroBoir ¢pupmoit SLC Consultants B Uukaro, oH
IPOABUTANl HJEH0, YTO MPEICTABUTENM CIYXkO Mpoja)k M OOCIy)KHBaHUS JOJDKHBI IEpelaBaTh
KJIMEHTaM OJIMHAKOBbIE «IIOCIAaHUS U UMHJK», HHaYe Te OyayT cOuThl ¢ Tonky. Hampumep, ecnu
CEpBUCHBIN COTPYIHUK FOBOPUT KIMEHTY, YTO TaKas-TO MOJIEJIb CHATA C IPOU3BOJICTBA, a IPOAABELL
IBITAETCA €€ MPOJaTh, MOKYMATEN0 OyeT TPYAHO PEIIUTh, KOMY BEPHTb.

YroObl CTUMYJIHNPOBAaTh HaMEPEHUE KYIHUThb, CEPBUC [JOJDKEH 00J1aJaTh CIeAyIOIUMU
XapaKTepUCTUKAMHU.

BbicTpoe 06CyKMBaHUE

CerosHsa BO MHOTHX CEMBSX BCE B3pOCIbIe Pa0OTAlOT. Y HUX HET CTOJBKO BPEMEHHU Ha
MMOKYIKH, KaK paHbine. JKeHIUHB padoTarT, MOTOMY YTO WX 3apab0TOK BakKeH ISl Oro/KeTa
CEMbH, a M0 BO3BPAILIEHUH JOMOM X *KIYT JIOMAIIIHUE JieNia U 3a00Ta o netsax. [loaToMy oHuU Jr00ST
MarasuHbI, KyJla MOTYT 3aiTH, OBICTPO BCE KYIUTh U BHIATH.

CeronHsi B ynpaBlIeHUH YeJIOBEUECKHUMH pecypcaMu JeslaeTcsl akleHT Ha 3G (EKTUBHOCTH U
MIPOU3BOIUTENIEHOCTH, U 00BEM paboThl y OOJBIIMHCTBA COTPYJHHKOB BBIPOC KaK HUKOTJA.
[TosToMy coTpyaHuK 000 KOMIAHWH, C KOTOPOW BBI BEIETE J€a, BBHICOKO OIICHHWT Ballly
OICPAaTUBHOCTD.

HagexxHoe 06c/1y>KMBaHUe

Ecnu xineHThl He MOTYT Ha Bac MOJIOXKHUTHCS, OHH MPEAIOYTYT CAaMOOOCTY)KUBAaHHE TaM, T'JIe
3To Bo3MOXkHO. Ecnu 51 criemaio Bce cam, pacCyklaeT KIHMEHT, OONbIIe BEPOSTHOCTH TOTO, UTO S
Oyny nososieH. UM ata cTparerus B mocieHee BpeMst HCIOIb3YeTCs BCE Yallle.

Bo3moxHO, HEe BCe KIMEHTHI TaK € CHJIBHO pa3oyapoBaHbl B cepBHce, Kak JIKOH
O'llloneccu, npodeccop IIkonsr 6usHeca KomymOuiickoro yHUBEpcUTETa, HO OH YTBEPXKAAET:
«JIromu xoTenu OBl MOJHOCTHIO YCTPAHWUTH JIMYHBINA 3JIEMEHT U3 BCEX CBOUX ONEPAllii TOYHO TaK
e, KaKk XOTesn Obl yOpaTh U3 CUrapeT Bce KaHIEPOTE€HBD».

Bort uto roBopun /[>xon JleiToH, Korja npemnojiaBai MapKeTUHT B UMKarcKOM YHUBEPCUTETE:



«ITockonbKY KIMEHTHI JOOPOBOJBHO COTJIAIIAIOTCS OpaTh Ha cebs Bce OoJjblle 00s3aHHOCTEH,
MIPOUCXOUT pa3esieHue IPOAYKTa U YCIYTH.

[TpuBeeM npuMepsl TOTO, KaK 3Ta TCHASHITUS MPOSBISICTCS HA IPAKTHKE.

1. Ha TpaHCIIOPTHBIX y37aX JIIOAU MPEANOYUTAIOT HOCUIBIIMKAM Oara)KHble TEIEKKHU, YTOOBI
n30eKaTh MOTEPH BPEMEHH, TPOOIEM U YaeBBIX.

2. [loxynarenu B Mara3uHax ObITOBOW TEXHUKH, OOYBHBIX Mara3uHax M 3aBE€ACHUSIX OBICTPOTO
MUTAHUS OXOTHO CTaJIH «CaMu ce0e MpPOoTaBIaMuy.

3. B po3HMYHBIX MarasuHax MOSBJISIOTCS aBTOMAaThl, KOTOPBIE MOCJIe HAXXAaTHUs MOKYyMHaTeIeM
HECKOJIbKMX KHOTIOK TMOJIal0T TOBAap M BBHIOMBAIOT Y€K, KaK B BHUJEOMAara3uHe B TOPTOBOM IIEHTpPE
Crystal Court B MunHeamnomuce.

4. Mervyn's, cetp n3 267 yHHBEpPMAaroB ¢ yMEpEeHHbIMU ILI€HaMH, NpuHaanexamas Target
Corporation, BBeJIa CHUCTEMY CaMOOOCTY>KHBaHHUSI B OTHeNaX >KEHCKOW 00yBH. Temeph Tam CTOAT
CTOIIKH KOPOOOK ¢ 00YyBBIO Bcex pasmepoB. CBepxy Ha KaXKI0W KOpoOKe CTOUT oOpaser] 00yBH.
Tonpko mocie TOro Kak MmokymnaTelbHULIA o0epeT 00yBb, KOTOpas €il HpaBUTCSA U MOJIXOTUT IO
pasmepy, oHa 00paIIaeTcss K CEpBUCHOMY COTPYAHUKY — KacCHUDPY.

5. MoXHO M CYHTaTh TaKOW «cepBUC O€3 cepBHUCa» NPHEMIIEMONW albTePHATHUBOM,
MO3BOJISIONIEH YCTPAaHUTh IIJIOX0M cepBUC 6e3 00yUeHHUs IepCoHaNa METoAaM KadyeCTBEHHOTO

oOCITy’KMBaHUsI M OJHOBpPEMEHHO yBenMuuTh npoaaxu? Cyas mo Bcemy, MOKYyMaTean
oTBeyaroT «Jla».

6. Ha aBrozampaBkax ARCO mokymarenu camu 3aiuBarOT OC€H3MH B OaKW CBOMX MAIIWH.
[ToToM, eciii OHM TOJIOAHBI, OHU HIYT B KPYTIIOCYTOUHBIN MarasuHuuk npu A3C, rae camu 6epyT ¢
nosiku ramoyprep. [1o myTu k Kacce OHU MOTYT JOCTaTh U3 XOJIOJMIbHUKA MTaKeT

MOJIOKA, ¥ TOJIBKO B KaCCE OHM BIIEPBBIE BCTPEUAIOTCS C CEPBUCHBIM COTPpYAHUKOM. B 1974 r.
Ha aBTO3alpaBKax ¢ caMo0O0CIyKUBaHUEM IpojaBaiock Beero 9% o6ensuna. Ceroans 80% OeH3uHa
B Coenunennbix lllTatax 3anuBaror camu nokynarenu, 75% Boauteneil 3anpasinsaiorcs Ha A3C ¢
camooOciykuBanueM. [lomararo, 4To TrTaBHas MpUYMHA, 3acTaBistromias goaei n3deratb A3C ¢
MIOJIHBIM CEPBHUCOM, 3aKIIOYAeTCs B TOM, YTO OHH IUIATAT JIAIIHUE 2-5 moi3a Oak OeH3WHA, HO
HUKAKOTO CepBHCa 3a CBOM JIEHbI'M He moiy4atoT. (BcmomuuTe, Korna B mociaenHuil pa3 paboOTHUK
aBTO3alpaBKU IPOTUPAJ BETPOBOE CTEKJIO W IpOBepsul ypoBeHb Macna?) B 1979 r. mpuxoru
KJINEHTOB OAHKOB ya0BIeTBOPsIN 9275 6ankomaroB. B 2001 r. ux HacuuTsiBasioch yxe 217 O0O.
[TpuBmierust ObITH 0OCTYKEHHBIM HACTOSIIUM, KUBBIM KaCCHPOM CTOWT JCHET, IIOATOMY KIIUCHTHI
MPENNOYUTa0T OAaHKOMATHI.

7. Ho Bce Ooubllie KIMEHTOB CUMTAIOT JIAXKe MOXOA K OAHKOMATY CIUIIKOM YTOMHUTEIHHBIM.
Ecnu Tonbko UM He HYKHBI HaJIMYHbIE, OHU MEPEBOISAT CPEACTBA CO CUETAa Ha CYET U MPOBEPSIOT
Oamanc mo TenedoHy MM dYepe3 OOMAIIHMK KommbloTep. WHTepHer-ciyxk6a «Prodigy» —
coBMecTHBIN TpoekT Sears u IBM, 3anymennsnii B 1989 r., — wumena Oosbmiol ycmex y
MOJIb30BaTeNIeH JOMAITHIX KOMITBIOTEPOB, KOTOPhIE OTHBIHE MOTJIH MPOBEPSATH OaJaHC U MOTYy4aTh
JpyTye yCcIyru, KOTOpblE PaHblle OKa3bIBAIM TOJIBKO JKUBbIE

KaCCHUPBI.

8. ABnakomnanuu Continental n Eastern Ha HEKOTOPBIX MapmIpyTax JOMOIHUIN areHTOB IO
pojake OMIIETOB OUJICTHRIMU aBTOMATaMHU.

9. TlocTosbIlpl OTENEN BCE Hallle MPOBEPSAIOT CUYETA M OIUIAYMBAIOT MX KPEAUTHOM KapTOH
yepe3 BHYTpeHHHMH KaOenbHbIN TenekaHan. [laccaxkupbl, Oepyliue HampokaT MalIHHbBI, 10
MPUOBITHH B a3pONOPT UAYT MPSIMUKOM Ha CTOSHKY, BOOPYKEHHbIE pacrie4aTaHHbIMU JOTOBOPaMHU
apeHJpl, Jake He OpOCHB <«IIPHUBET» COTPYAHUKY KOMIAHHH. TEeXHOJOrHs CrocoOHa
CTUMYJIMPOBATh y JIIOJIeH KeJlaHHe caMOOOCTYXKUBAaHUS U, TAKUM OOPa30M, YBEJIUYUTH MPOJAXKH,
MOCKOJIbKY celyac aMepHKaHIlbl MPHUBBIKIA M K TEXHOJIIOTHSM, M K camooOcmyxuBanun. Ho
MOMHHTE, YTO JIIOJU MOTYT pa3odyapoBaThCsi B HJe€ CaMOOOCIYKHBAHMS, €CIU OHA CIUIIKOM
CWIIBHO cMeriaercs B cTopoHy high-tech. ITo Mmepe aBromaTrm3auu Bce OOJNBIIETO YUCIIA ONepaui
JIOJSM HAuMHAeT HE XBaTaTh JIMYHOTO KOHTAKTa U JIMYHOTO OOCIY)XMBaHHS — 3Ty MBbICIb
Bbickaszan Jxon Heiicout. Ero komnanus Naisbitt Group uznaetr nH(GOpMAIMOHHBINA OOJIIETCHD
nox HaszBaHueM The Trend Letter.



Ecniu koMmanuss Tpe/uiaraeT  caMOOOCHY)XKMBaHHE M COKpamlaeT TMepCoHall, TO
BBICOKOKAUECTBEHHOE JIMYHOE 00CTyKUBaHUE, KOTOPOE 00ECTIEYNBAIOT OCTABIINECS COTPYAHUKH, U
UX TpodecCHOHaNbHOE 00YUIEeHNE CTAHOBSITCS TSl HEe TaKe BaXKHEE, YeM JIJIsI KOMIIAHUU C TIOJTHBIM
CEpBHCOM.

Tem He MeHee s 3HAI0 MHOXKECTBO (UPM C CaMOOOCTYXKHUBAaHUEM, KOTOPHIE MOIHOCTHIO
OTKa3aJMCh OT UJIEU CepBUCa: pa3 KJIMEHT He TUIATUT 3a CEPBUC, TO U HE JIOJKEH €ro0 MOJIy4aTh.

Ho cepBuc momkeH octatbes, Jake €CIM OH HYXEH JIUIIb JJIs TOTO, YTOOBl TOMOYb JIFOISIM
nydiie o0CITyKUTh cCaMHUX CeOs.

CepBuc He TpeOyeT CBepXbECTECTBEHHBIX 3aTpaT, HO OH TPeOyeT MOCTOSTHHOW M HeocTabHOM
MPUBEPKEHHOCTU. DTy UCTUHY OTJIMYHO TOHUMAIOT HEMIPEeB30iiIeHHbIE Inaephl cepruca — Federal
Express u Disney.

[IpeumyiiecTBa, NPUHOCHMBIE KAue€CTBEHHBIM CEPBHCOM, WIEIPO OKYIAIOT BCE YCHIIUAL.
Komnanus Achieve Global u3 Tamnbl (mrar @nopuaa), okasbIBaromas HCCIEI0BATEIbCKHE U
KOHCYJIbTAIIAOHHBIE YCIYTH, U3y4Wia COTHH KOMIIAHMM M cliefiana CIEeayroluil BeIBOA: «Bcsakuii
pa3, Korjaa Mbl BHJETH HEMOCPEJACTBEHHOE MPOTUBOCTOSIHHE JBYX KOHKYPUPYIOIIUX KOMITAaHUH,
HEM3MEHHO BO3HHMKaja OJHA U Ta K€ TeMa: OPUEHTHpPOBaHHas Ha KJIMEHTOB KOMIIaHUS Opocaina
BBI30B U OlEperkana KOMIIAHUIO, OPUEHTHPOBAHHYIO HA TTPOJAKH.

Kommanuu Disney, Federal Express... u, pazymeercs, aBro3anpaBounbie ctaniiuu Eastham's...
3HAIOT CEKPET «OPUEHTAIIMU Ha KIMEHTOB». M 3T0 He TpeOyeT MHOTO JIEHET, Hy)KHa BCEro JIHIIb
MIPUBEPKEHHOCTb.

I'rasa 9. Mes1ouu umerom 3HavyeHue

KYJbTYPA U CIAZJKEHHOCTD B OBC/IY;KUBAHUU K/IMEHTOB

I'me Ob1 HU OBLT 51, OJTHO U TO K€ MPOUCXOJIHT:

Bce Ha MeHs KJIEBENIYT U 3JI0CIIOBSIT,

W s capimry citoBa, KOTOPBIX HET B buOwmw. ..

Ho st Bce e mbITaroch caenaTh KiueHTa... C4acTiauBbiM!
Ompuieok u3z necnu Ilona Caiimona u Apma I'appanxena

[IpuBepKEHHOCT  PYKOBOJACTBA  IMOPOXKIAET  BBICOKYIO  KOPHOPATUBHYIO  KYJIBTYpPY
o0CITy)KMBaHUS

TaK kK€ BEPHO, KaK JIYKOBHIIA, IOCAYKEHHAs OCEHbIO, JIA€T IIBETOK BECHOM. DTa KOpIOpaTUBHAS
KyJlbTypa, OTOT I[BETOK, BBIPACTAIOIIMNA U3 MPHUBEPKEHHOCTH PYKOBOJACTBA, YKpallaeT H
o0aropaxMBaeT CEPBUCHYIO Cpeldy. B Takoli cpene BETMKOJICITHOE OOCITY>KMBAaHHE — HOpPMA.
HanHoctb. Tpanuiusi.

KoprnopatuBHasi KynbTypa, KOTOpasi CO3JaeT YCJIOBHS JJsi pPa3BUTHUS CEpBHUCA U
BO3HArpaXKJaeT 3a CEPBUC, JOJDKHA CTaTh OCHOBOM JIF000M Kommanuu. Korma kommnanus 6maromapst
CIIaXEHHOW paboTe M MOCTOSTHHOW MPUBEPKEHHOCTU JJOCTUTAET OJIaroJaTHOTO COCTOSTHUS pacliBeTa
cepBHCca, OHa HAYMHAET coOupaTh Hiepble MIOAb.. WM MmiIoabl 3TH — yBENWYEHHE MNPOAAXK U
PUOBLIH.

KadecTBeHHBIN CepBUC JOJKEH CTATh COCTABJISIIONIEH KOPHOPATUBHOW KyIbTyphl. K a3TOM
LEJU JOJKHA CTPEMHUTHCS KaXKJash KOMITAHUS, €CJIM OHA MCKPEHHE XOUYEeT CJelaTh CEPBUC BaXHOM
YacThIO CBOEH CTpaTETHH.



Bricokast KynbTypa 00CTy)KMBaHUSI — PE3yJbTaT THIATEIBHOTO TUIAHUPOBAHMS U pa3pabOTKH
CTpaTeruu, 0 4YeM Mbl TOBOPHJIU B ri1aBax 3 u 4. DTo pe3ynabTaT MOCIeA0BaATEILHOTO PA3BUTHSI BCEX
AJIEMEHTOB CTpaTeTuu cepBuca, OT (uiaocoduu cepBUca 10 KOHKPETHBIX HMHCTPYKIHUH 1O
00CITy’KMBaHUIO KJIMEHTOB JUIS KaXA0H PYHKUIMU U KaxAou noikHOCcTU. KynbTypa oOcinykuBaHUSA
— 3TO OCHOBA Kaue€CTBEHHOI'O CEPBHUCA.

KAK YAEPKATDb K/IMEHTOB, KOTOPBIE Y BAC YKE ECTb

I'maBHas QpyHKIMS W 3a7a4a cepBUCa — YAEPKATh KIMEHTOB, YTOOBI WX COTPYJHUYECTBO C
Ballleil KOMIAHUEH MPOJOJLKUIOCh. BaM HY)XHBI KJIMEHTBI, KOTOPhIE MCKPEHHE MpEaaHbl Ballen
KOMIIaHUH, a HE TaKUE, KOTOPHIE TOBOPSIT:

* «41 u3 Toro paspsiza JNrOAEH, 4TO NPUXOAAT B PECTOPAH, CAAATCS U TEPHEIUBO KIYT, IMOKA
ounmaHTKM nepectaHyT OONTATh U MPUMYT Y HUX 3aKa3y.

» «Korzma s mpuxoxy B Marasus, s TUXO CTOI0 B CTOPOHKE U K1y, ITI0Ka MPOAABIBI 3aKOHYAT
CBOIO Oecey».

* «lIpuesxkas Ha aBTO3alpaBKy, S HUKOTJa HE >KMYy Ha 3BYKOBOW CHUTHaJ, a CIIOKOWHO
JOXKHJIAI0Ch, TTOKA MOA0HIET paOOTHHUK.

* «Bb1 MmoxkeTe mogymaTts — "Kakoi muisiil yenoBek!" Ho BbI 3HaeTe, KTO g TakOW HA CaMOM
nene? I — KIMeHT, KOTOPBIM HUKOI'/1a HE BO3BPAILIAETCsI».

* «5] HE MOHMMal0, 3a4eM KOMITAHUU KaXKIBIHA TOJ TPATST Ky4y J€HeT, 4TOObI BEpHYTh MEHS

Tyna, TIe 5 yKe ObL».

W s He moHuMaro, 3a4eM KOMIIAaHUH TPATIT MUJUTMOHBI IOJIJIAPOB HA PEeKJIaMy U OOHOBIIEHUE
Mara3uHoB, a MMOTOM JIeTIAIOT BCE, YTOOBI UX KIIMEHTHI HUKOTJA K HUM HE BEPHYJIHUCH. ABTOTUIIECPHI
— OTJIMYHBIA TIpUMEP TaKOW TePEeBEPHYTOM C HOr Ha ToJIOBY JOruku. OOBIYHO 37ech
CTAJIKMBACIILCSA C JIBYMS KPAWHOCTSAMU: MO0 TPOAABIBI TPBI3YT MEUEHbE M MBIOT Kode, MoKa
MOKYTMAaTeI OJMHOKO OpoAsST MO HX BBICTABOUHOMY 3aily, JHOO0 K BXOJAIIEMY B LEHTP
MOKYINaTeNo, OTTAJKUBas JApPYyr apyra, OpocaioTcst math mnponaaBioB. OHM JTUOO MPECHIIEHBI
MOKYTIaTeIsIMU, TUOO TOJOIHBI A0 HUX.

Uro ke 10 TeXOO0CTy)KMBaHUs, TO HEJJaBHO MHE TPUIIUIOCH B TPETHH pa3 MPUTHATH HA CEPBUC
MallIuHy C OJTHOM M TOW e MpoOJIeMoii: OHa He 3aBojAMJIach. MHE CKa3ajau, 4TO HY)KHO 3aMECHHTh
aKKyMYJIATOp, U B3sUIn 3a 3T0 25 noyii. Ho 3a aBa Mecsna 10 3T0ro OHM «MCIPaBUIIN» TY K€ CaMyo
npobaemy 3a 200 mosut., Jake He YIOMSHYB ITPO aKKyMyJIsaTop!

Korpa s moxxanoBajcs MEHEeKepy CEpBUCHOTO OTAENa, TOT cKa3al: «Bpl ommbaeTech, HO MBI
XOTUM, YTOOBI BBl OCTAJIUCh JOBOJIbHBI, IO3TOMY 3TH 25 JOJUI. MBI 3alIUIIEM BaM B cueT Oyaymieu
paboTb». MeHs 9TO COBCeM HE BIEYaTIIMIO. MeHemKep CEepBUCHOTO OT/eNa SBHO HE 3HAJ, KaK
HY)KHO 0OpamiaThCsi ¢ HEJOBOJbHBIMU KIMEHTaMH. I OH Tak W He MOHAJ, YTO s HE COOMPaIOCh
KOTga-1M00 K HUM BO3BpalaThCs, YTOOBI BOCIIONB30BATHCS CTOJb IIEAPHIM MOAApPKOM. Temneps s
PEMOHTHUPYIO MAIIMHY B IPYTOM CEPBHCE, U3 COBEPILIEHHO APYTOM CETH.

Tot, nepBblii, aBTOCEPBUC ABISIET COOOH SAPKUIA IPUMEP AYPHOTO 0OCTYKUBAHUS U TYPHOTO

oOyuenus. 1 sto ¢gupma, koTopas moTparuiia MHJUIIMOHBI JIOJIJIApOB Ha peEKjIamMy CBOETo
UCKJIIIoUnTENbHOTO cepBucal CyJis o BCEMY, OHA CUUTAET, UTO €€ COTPYIHUKH YBUIST 3Ty peKIamy
1 BOCTIBUTAIOT KEJTaHUEM MTPEBOCXOIHO 0OCITYKUBATh KIIMEHTOB.

OOHMMHTE CBOMX KIMEHTOB CHIBLHBIMH KOPIIOPATUBHBIMU PYKaAMH U COXMUTE UX B KPEMKUX
MOMEJIBeKbU U JIPYKeNOOHBIX 00bITUIX. Bee 3HAIOT, Kak TpyIHO HATH KIMEHTOB. Tak yaepxKuTe
ux. Chenaiite Tak, 4TOOBI OHU 3aXOTEIH OCTATHCS.

JApyxenwoue



Jlozynr marasunoB Hy-Vee Food — «/lpyxeckas ynpiOka B xaxkgom otnene» [A helpful
smile in every aisle]. Bo3M0oxHO, OH H30UT ¥ HE OpUTHMHAJIEH, HO OH JocTHuraet 1enu. (Mos maTh,
KoTopoii ceituac 102 rona, koraa xkuina B Mankarto (mrat MuHHECOTa), HUKOT1a Obl HE TIOIIUIA HU B
KaKo# JIpyroi MarasuH.)

Hemynpenoe, «baHalbHOE» ApyKenoOue padoTaer.

Uro Takoe npyxentooue? BoT kak ero moHUMaroT KIHCHTHI.

1. CmoTtpeTs B ri1asa.

2. VYnwibatbcs. [IpuBercTBoBaTh KiMEHTa. He3aBHCHMMO OT MecTa MPOJAXKH BCTpedaTh
KaX/I0TO KJIMEHTa YJIBIOKOW U JPYKECKUM NpuBETCTBUEM «/loOpbIif neHb» nian uckpeHHHM «Kak
Bamu aemna?y. OT Bamied TErIol yJIBIOKH JTUIO0 KIMEHTa 03apHUTCS CUYaCTheM, W MTOBTOPHBIA BU3UT
rapaHTUPOBaH.

3. OOpatatbcs K KIMEHTY IO UMEHH, €CJI BBl €ro 3HaeTe. Eciau HeT, ero MoXHO MpoYnTaTh
Ha KPEIUTHOM KapTOUKE UM CUETE WU IPOCTO CIPOCUTH Y KIMEHTA.

4. OTBeYaTh Ha BOMPOCHI U OBICTPO HAXOUTh OTBETHI.

5. BBITB pacTOPOIHBIM.

6. PasroBapuBaThb C KIMEHTaMHM, OTHOCUTHCS K HHM C DJHTY3Ua3MOM, HCKpPEHHE U
WHJIMBUIYAJIBHO K KaXJOMY, @ HE CO CKYKOM U PaBHOYIIHEM.

7. YaenaTh KIUEHTY CTOJIbKO BHUMAaHMs, CKOJIbKO HYXHO. HU B KoeM cilydyae He IpOsBIATh
HETepHeHus, OyITO OT KIIMEHTa XOTAT KaK MOKHO CKOpee OT/IeIaThCsl.

8. lpyxenro0HO OeceioBaTh ¢ KiueHTaMu. Jlenath KOMIUTMMEHTHI. JlaBaTh 1OSICHEHUS.

9. Caymare. 3asaBaTh BONPOCHL, YTOOBI MOJYYUTHh BCIO MH(OpPMAIHIO, HEOOXOAUMYIO IS
perieHus 001 MpoOIeMBbI.

10. Bpemst oT BpeMeHHU JOOPOBOJIBHO MpeIarath MoMolb. Eciy kimeHT o3agaueH wim cOuT
C TOJIKY, TOJIONTH U MPEITI0KUTh OTBETUTH Ha BCE €0 BOIPOCHI.

11. IIpu mpomanuu TOBOPHUTH Terble cioBa — «Cracubo 3a mokynky» u «lIpuxomute
cHoBa». Bam Oyzner mpole 3allOMHUTH BCE MEpPEUMCICHHBIE CTPATeTHu JIPYKENI0OUs, €Cli BbI
3a[IOMHUTE TJIABHOE MPaBHJIO, KOTOpoe HMX o0beauHseT: «OOpamaiTech ¢ KIMEHTaMH, Kak C
npy3baMu». CepBUCHBIA COTPYIHHUK JOJDKEH MO-APYKECKH IMPUBETCTBOBATH Ka)XJOTO KIMEHTA,
MOAXOJUTh K KAKIOMY KIHEHTY WHAMBHAYabHO, OJIArOApUTh €ro 3a JIOYI0 TOKYIKY H
MpUrjamare OpuxoauTh eme. M HeBaXHO, KTO 3TOT KIMEHT — areHT MO0 3aKylnKaMm KpYIMHOM
KOMITAaHUU WA CaMblii OOBIYHBIN MTOKYIIATEh.

OavH U3 TPEHUHIOB MO OOCITYKMBAHUIO KIMEHTOB JUIsl TYPUCTUYECKOTO OH3Heca (MHUTaHue,
MPOKUBAHUE, PA3BICUYCHUS] U OTIbIX) MPUBUBAET CEPBUCHBIM COTPYAHHMKAM CIIEAYIOIIHNE HABBIKU
TPYXKETFOOHOTO TTOBEACHHUS:

* pa3roBapuBaTh CEPACUHO U C BOOLYIIEBICHUEM;

* YJIBIOAThCS;

* CMOTPETH JIFOJISIM B I71a33;

* 3HAaTh KJIMEHTOB 10 UMEHAM U 3allOMHHATh UX;

* CO00IIaTh UMEHA KIIMEHTOB CBOUM KOJIIETaM;

* BBIMIOJIHATH CBOIO paboTy Mpo(decCHOHABHO U € YJIOBOJILCTBUEM;

* IPU KaXKJ1I0M BO3MOXKHOCTH JIPY’KECKH BBICKA3bIBaTh CBOE MHEHHUE.

UToObl IPUBUTH MEPCOHATY KOHKPETHBIE HABBIKH, «KaK 3TO CAENaTh», MOKHO HCIOJIb30BaTh

TBOPUECKHUE TOAXObl, KOTOpPHIE IO3BOJISIIOT IPHUBJIEYb M yJEp)KaTb BHUMAHHUE JIOACH.
[Ipumepom MoskeT OBITH HacTOJIbHas Wrpa B orensx Sonesta Hotels. «Mbl xoTenu co3gath
o0yJaromuii MHCTPYMEHT, KOTOPBIM 3aMHTEpecyeT M yBiedeT Jrojael», — rooput JKakmux
ConnabeH, IUPEKTOp MO TMEpPCOHaNy U J04Yb IMpelcefaTeNiss coBeTa IUpeKTopoB Pomxepa
Connabenna. OHa TmpHU3HAET, YTO HEKOTOpbIE COTPYAHHMKH IIOHAYaly OTHOCATCS K WIpe
CKENTUYECKH, HO JA00aBIISET, YTO MPUCYILIHNE UTPE BHI30B, pa3BleKaTeIbHBINA AJIEMEHT U, HAKOHEII,
MpHU3bI OBICTPO OEPYT BEPX.

Urpatot B Hee Ha 0OBIYHOM UTPOBOM I0JIE, KOTOPOE PACKIIABIBAECTCSA Ha CTOJIE U TIOXO0XKE Ha
VIOpOIIeHHbIH BapuaHT urpbl «OKusup» (Life). UeTbipe wiu msATh KOMaHJ, Kalcaas W3 JIBYX
WUTPOKOB, 10 0Yeper OpocaroT KyOUK U MepeBUTAIOT (DHUIIIKH.



KoManzpl, onajaromniye Ha IoJie «CEPBUCY, JOJDKHBI OTBETUTh Ha BONPOCHI, HalleuaTaHHbIE
Ha KapToykax, Kak B urpe «CyacTIMBBIA Ciiydail». BONpockl oTpakaloT CHUTyalluM, B KOTOPBIX
MO>KHO MPOBEPUTH 3HAHUE UTPOKAMH CTaHJAPTOB Sonesta U UX HaXOJUUBOCTb.

OOBIYHO HA KAXKIOM KapTOUKE HameyaTaHO TPH BapHWaHTa OTBETA: XOPOIIWH, JIYUIIHA |
Hamryymiid. Ho OTBeTHl MIpoOKOB HEOOA3aTelNbHO JOJKHBI TOYHO COBMAJATh C YKa3aHHBIMU
BapuaHTamMu. CONMEpHUKH OLEHUBAIOT UX OTBETHl U HArPaKJAlOT OINpeleIeHHOW CYyMMOM HTPOBBIX
nener. Jlyis paspelieHus: CopoB CYIIECTBYET CIEMUaNbHBIA apOuTp. «Cropsl — 3TO XOPOIIO, —
roeoput CoHHaOeHa. — DTO OJUH U3 DJIEMEHTOB 00y4YeHHs. Irpoku BBIHYX/I€HbI OTCTaBaTh CBOE
MHEHHE, 3TO 3aCTABIISAET UX TyMaThby.

Urpoku cpaxaroTcsi 3a 3BaHHE YEMITMOHA OTJeNa, KOTopbli nomydaet npu3 100 gos., 3ateM
3a 3BaHUE YEMIIMOHA TMojpa3jieieHus (OOBIYHO B OTeNle TPH MOApa3ACiCHUs, WIH CIYKObI),
KOTOPBIN Harpaxaaercs npuzom 200 most. YeMnuoHsl otenst moryqaroT 1mo S00 1ot u B ceHTsOpe
OTIIpaBIISIIOTCS B BOCTOH Ha yemnuoHaT Beell ceTu. YeMnuoHbl TOCTUHUYHOW cetu nony4darot 1000
JIOJUL. ¥l HeJIeTIbHbIE KaHUKYIIbI B JIFOOOM oTene Sonesta, MI0c CTOUMOCTh aBUarepeera.

Bomnpock! 1t UTpBI MIpeiaraloT MEeHeKephl HU3IIETO 3BeHa, YacTO 3TO ObIBAIOT CUTYAIHH
u3 peanbHOM x)u3HU. OMMH MEHEeKep U3 AMcTepaama 3ajai TaKkyl ToJIOBOJIOMKY. B kaderepuit
OTeJs 3aX0/UT POK-3B€3/1a U 3aBJIa/IeBaeT BCEOOIIMM BHUMaHUEeM. BBl opHUIIMaHT U 3aMedaeTe, 4yTo
B yIJ1y OJIMHOKO U YTPIOMO CHJIUT MoceTuTeNnbHuLa. YTo BbI Oynere aenaTh?

«Xopounii oTBeT, — roBoputT CoHHaOEHa, — YTOOBI My>XYHWHA-O(UIIMAHT MOJIOLIEN K HeW U
BEJICIIMBO OTOBOPHIL. JIpyruMu clioBaMu, MPOCTO YU € HEMHOTO BHUMAaHUS.

Jlpyxeno0re co CTOPOHBI JIOAEH, KOTOpbIe HE SIBIISIOTCS JAPY3bSIMH WM 3HAKOMBIMH,
Cero/IHsl Takasi PEAKOCTb, YTO HEU3MEHHO BBI3bIBA€T OJAroJapHOCTh U 3aMETHO YBEIMYMBAET
MPUTOK HOBBIX KJIMEHTOB.

Houeu Pe6, menemxep B pecropane Perkins, cuurtaer, 4To K KJIMEHTaM HY>KHO OTHOCHTBCS
Tak JKe, KaK JoMa K TOCTAM WM XOpOIIUM ApY3bsiM. «OOCTyXHBaTh KIUEHTOB — 3HAYUT
3a00TUTHCS O HUX, JIeJaTh TaK, YTOOBI Y HUX BCE OBLIO XOPOIIIO», — FOBOPUT OHA.

WHAUBUAYaTBHBIN MOAX0],

«Kak-to Ha PoxmectBo s 3aexanm B Sears, — pacckazeiBaeT bumn Mrwoppeit u3 Wilson
Learning Corporation B MunHeanomuce. — COTpYAHHUK B35 MOM BOJUTEIBCKUE MPaBa, BEPHYIL,
nmokenan MHe cuactiauBoro Poxpaectma... w 3arem ckazan "W ¢ gHem poxaeHus". D10 ObLI
NPUATHBINA clopnpu3», — npusHaercss Mroppeil. COTpyAHMK Yy3Hal JAaTy €ro pOKIACHHUS U3
BOJUTENBCKUX IPAB.

O6pamanTech K KJIMeHTaM 10 UMEHH

Sl ynmomsiHyNn TONBKO OJIMH M3 CIOCOOOB Yy3HATh, KaK 30BYT KIIMEHTA: 3arisiHyTh B €ro
BOAMTENbCKUE NpaBa. Ho camblil pacipocTpaHEHHBIH MCTOYHUK JJISl COTPYIHUKOB — KPEAUTHBIE
KapTOYKHU.

Pazymeercsi, COTpyIHUK BCEr/la MOXXET MpPEACTaBUThCS caM: «JloOpblii neHb. MeHs 30BYyT
Jxeitn CmuT. A Bac?»

Bo Bpems nepBoro KOHTaKkTa IOCTapauTeECh HECKOJIBKO pa3 MOBTOPUTH UMs KIIMEHTA. Tak Bl
CMOKET€ €ro BCIIOMHUTh, KOTJa KJIMEHT NPUAET K BaM B CIEAYIOUIMH pa3. A 3TO 3aMeyaTeNbHbIN
Croco0 3aBOEBATh €T0 JOSIBHOCTD.

[Tutep béppom, mnpesuneHT KoHCANTHHTOBOW (upmbl Peter Burwash International wu3
Bymnennza (mrar Texac), BcmoMuHaeT 00 OJHOW aBTO3alpaBOYHOW CTaHIMU B [ OHOMy’My, rae
CIIPOCHJIM €r0 UMSl, KOTJ]a OH OCTAaHOBUJICA TaM B IepBbIi npue3 Ha ['aBaitu B 1970 T.



«/1o Toro gHsA, — roBopuT BEpBOII, — HUKTO W HHUKOI/A, HU HA OJHOM aBTO3aIlpaBKE HE
crpammBay Moe WMs. S ObLT Ha TOW JK€ aBTO3alpPaBOYHON CTaHIMU JBa AHS CIYCTsS, ¥ OHHU
MMOMHUJIU, KaK MEHs 30BYT. B mociennee BpeMs s IPOBOXKY Ha OCTPOBE IIECTh HE/ACIb B TOAY U YKE
MOTpaTwyl TaM Okoyio 19 Teic. mom. $1 HuKorga OOJbINE HE IMOJIB30BAJICA HH OJHOW JIPYrou
aBTO3aIpaBKOM Ha ['aBaiisix».

«JIOAIBHOCTh KIIMEHTOB, — 3aMeuaeT bEpBOI, — 3TO HEBEPOATHO MOIIHAS IITyKa. JTH
O

MOJIYUYMJIM €€, Ha3blBash MEHS 10 MMEHM M JaB MHE, WHOCTpaHIly, OIIyIIeHHEe MOoeH
WHINBULYaTbHOCTH.

JlropsiM HpaBUTCS ClbILIATh CBOM MMeHa. Ho ybenuTech, YTO Bbl IPOM3HOCUTE MX MPABUIIBHO.
HasBatb rocroxxy CmaiT «rocnoxoir CMUT» — XyXke, 4eM BOOoOIIe HUKaK K Heil He 00paIiaThCesl.

Ha3piBaTh dYemoBeka Mo WMEHM — OJHA W3 (OPM TMOJOKUTEIHPHOM KOMMYHHKAIUH. A
MOJIOKUTETbHAsE KOMMYHUKAIUS JIF0OOT0 POja CO3/1aeT Y JIFOJCH NMPHUATHOE BIIEYATICHHUE O MOKYITKE
Y TOBBIIIAET BEPOSTHOCTh TOTO, YTO OHH MPUIYT K BaM CHOBA.

Kaxnomy HOBoMy cOoTpyAaHHKY Jito6oro u3 6onee ueM 200 xiry6oB, npunamnexammx Club
Corporation of America [CCA] u3 Jlanmnaca, Bpy4atorcs «CTaHAapTHI ACSITEIHHOCTH» — CITHCOK U3
25 cranpaproB, kotopble CCA uCHONB3YyeT I KOHTPOJIS KauyecTBa CEPBUCA, HEU3MEHHOCTH
KayecTBa M UMUAKa KoMIaHUU. [lepBblii CTaHIapT IN1acuT, YTO K KKAOMY WICHY KiIyOa JAOJKHBI
00paTUTHCS IO UIMEHU HE MEHEee YeThIpeX pa3, KOorja OH HaxoauTcs B kiybe. Bropoil cranmapt
TpeOyeT, YTOObI COTPYJHUKH MOIXOAWIN K KaXI0MYy 3aXOAALIeMy B KIy0 yeloBeKy B TedeHue 15
CeKyHA. JTO TpodeccHoHaTbHOe OOCTYXHBaHHWE KJIMEHTOB B JIydyllleM HposiBIeHUH. Kaxpri
COTPYIHUK, OT TOPHUYHOW 10 aJIMHHHMCTPATOpa, OOpamiaercs: K KIueHTy no uMeHu. CoTpyaHUKU
criemat 0OCIyXKUTh TOCTEH U BBIPA3UTh UM CBOIO IPU3HATEILHOCTD 32 JIOSIIBHOCTH KITYOy € TETION,
TPYXKETFOOHOUN YIBIOKOM.

PaboTy CepBHUCHBIX COTPYIHHUKOB HEOOXOIMMO OIIEHMBAaTh Ha OCHOBE IPONHCAHHBIX
KkputepueB. YToObl OlleHKa OblIa CHpaBeAJUBOMN, JIIOAM JOJKHBI 3HaTh, YErO0 KOHKPETHO OT HUX
OKUJAOT.

Ios1okuTE/IBHASA KOMMYHHKALIUA

Bammm coTpyqHHKHM JT0JDKHBI 00paIaThesi ¢ KaKIbIM KIMEHTOM, KaK C 0CO0O0H KOpPOJIEBCKOM
KPOBH, a HE KaK CO CIyTOi M, YK KOHEUHO, HE KaK CO 3JI0/IeeM, ITOCIaHHBIM HeOecaMu JIMIIb IS
TOT0, 4YTOOBI JOCTABUTh UM HETIPUATHOCTU M OTHATH JPArolieHHOE BPEMSI.

MeHekepsl JOKHBL JI€1aTh BCE, YTO OT HHUX 3aBUCUT, YTOOBI Yy IOJYMHEHHBIX OBLIO
XOpoIllee HACTPOCHUE U YTOObI OHU IMOJTyYalld YIOBOJBCTBHE OT CBOEH paboThl. B Takux ycrmoBusx
COTPYIHUKH 3aXOTSAT TEIUIO NMPHUBETCTBOBATH KJIMEHTOB, INpeJUlaraTb UM IOMOIb, APYKEIOOHO
o0IIaThCsl M TOBOPUTH «Jlo CBUAaHUS», KOTJa KIMEHTHl yXoaaT. COTpYIHUKHU JOJKHBI BBISICHSITD
NOoTpeOHOCTH M 3alpochl KIMEHTa U JIeHCTBOBaThb, IIpe/ularas BapHaHThbl, MPEJOCTaBIIsAs
MH(POPMALIHIO U T. 1.

Hpyxento0Hble (ppa3bl JOIKHBI CTaTh «OPYAMSIMHU peMecia» JUlsl CEPBUCHBIX COTPYIHHMKOB
TOYHO TaK K€, KaK BOIPOCHl — OpYyAUs peMecia A KypHalIucToB. Kak yTBepaaeT KOMIAaHUS
Friedman Group wu3 Jloc-AHmkeneca, CHEUANM3UPYIOMIAsICI Ha OOYYeHHMHM U Pa3BUTHHU
COTPYZIHUKOB PO3HUYHBIX KOMIIAHHH, KX/l KOHTAKT C KIIMEHTOM JIOJKEH OBITh COOBITHEM.

ITponaBLbl HE JOJSCHBI NOAXOANUTH K KIMEHTY C M30MTBIM «4€M 51 MOTY BaM IOMOYb?», —
ropoputr Mapnen Kopapu wu3 Friedman Group. Bmecro »3TOro Hylne HO HCHOJIb30BaTh
«CHelHaIbHOe, TBOPUYECKOE BCTYIUIEHUE, NMpUIJIALIaloNee K OOIIEHUI0. YIOMSHUTE 3aMETKy B
YTpEHHE! ra3ere, OTMEThTE HAAMUCh Ha (yTOONKE KIMEHTa WIM CYET BUEpauIHero (pyTOoIbHOrO
MaTuay. Takue BCTYIUIEHHUS CIIyKaT TPaMILJIMHAMU JJIs1 YCTAHOBJIEHUS! KOHTAKTa C KIIMEHTOM.

«Ecnu k BaM 3aX0UT NMOKyNaTeIbHUIIA U TOBOPUT, YTO OHA BHJIENA "TIPEIECTHBIN KOCTIOMUYHK
JUIsl IEeBOUYKM'", KOorjaa oTabixaja Ha ['aBaitsix, — mponomxkaer Kopnpu, — He chpammBaiTe cpasy



LBET U pazMep

— JIy4llle TTOTOBOPUTE C HeW mapy MUHYT o ['aBailsix U O TOM, 4YTO €l HpaBUTCS B JAETCKOU
Moze». Koplipu Ha3bIBaeT 3TO «IIOCYNayuTh C KiIHMeHTamMu». OHa TOBOPUT CBOMM IpPaKTUKAHTaM:
«MpI OyzneM MpOBOAWTH B Mara3pHe MO BOCEMb YacoB B JIeHb, MOYeMYy Obl HAM HEMHOIO He
MOPa3BICUYBCS ?»

KoMIJIMMeHThI

B oaHOM M3 TPEHUHTOB MO OOCIY)KMBAaHUIO KIMEHTOB JIENAETCS aKIEHT Ha KOMIUTUMEHTaX
Kak ¢opMe MOJIOKUTEIHHOU 00paTHON CBSA3H M PEKOMEHIYETCSI BO3/AEPKATHCS OT OTPHUIATENbHOM
0o0paTHOW CBSI3M M «UCKYCCTBEHHOW» (HEUCKpeHHeH) KoMmMmyHuMKauuu. IIporpamma yuwut
COTPY/JHMKOB, KaK MOAPYKUTHCS C KIIMEHTAMM, J€J1asi UM KOMIJIMMEHTHI, XBaJlsl UX W MOBBIIIAS UX
CaMOOLICHKY.

[loBeppTE, MHONOMWJUIMOHHBIE 3aTpPaThbl, NPOJBHUHYThIE CHUCTEMBI INpPUEMA 3aKa30B, spKas
cHorcuinOaTenpHasi yIakoOBKa M BIEYATIIAIONIEE CHUKEHHE IIEH — BCE OTH TOIBITKUA IMPHUBIIEYD
KJINEHTOB MOT'YT OKa3aThCs TIIETHBIMH, €CJIM HET MPU3HAHUS U BHUMAaHUSI.

«ITO TOT CaMbIii HOBBIN KOCTIOM?» — MOKE€Te CNpocuTh Bbl. Wnu ckazath: «Bamm aetu
BeIyT ce0s MPOCTO 3aMevaTeIbHOY.

JlenaiiTe KOMIUIMMEHTHI IPUATHOMY TOJIOCY KIMEHTA, €10 MPUUYECKE, NETAIIM OJEKIbl WIN
BKYCY, IPOJIEMOHCTPUPOBAHHOMY MOKYIKOU. Takum 00pa3oM BbI MOBBIIIAETE €r0 CAMOOIICHKY.

[TpumeHeHne dTHX TEXHUK momorio MarasuHam Riesbeck Food Markets coxpaHuth ypoBeHb

MpoJaX M MPUOBLIN, HECMOTPS HAa MacCOBBIE YBOJBHEHHUS Ha YTOJIBHBIX HIaXTaX, TMIABHBIX
paboTomareneil B MX peruoHe, W MOCIEJOBABIINMA 3a 3TUM OTTOK HaceneHus. Puuapn Pucbek Ha
MpaKTUKE J0Ka3ajd CBOE JMYHOE yOEeXJIeHHE, YTO B PO3HUYHOM TOPromie MPOIyKTaMH MUTAHUS
yclex WIM HeyJada 3aBUCST JIMIIb OT TOTO, KaKk oOpamaroTcst ¢ mokynaTtensMu. Ele HecKoJIbKo
IIPUMEPOB MOJIO)KUTEIIBHBIX IMOCITAHUM:

* «["ocnoxka Oc6opH, cacu6o 3a nmokynky. [loxainyiicra, 3BOHUTE HaM.

* «3BuHUTE 32 3a71epKKY, rocioguH CtuBeHc. HUKTO He JII00UT, KOTa 3aCTaBIIsIOT KAAThY.

* «["'ociogun I'ya! Panel cnbimnaThk Bac cHoBa. Kak Bamie nyremectsue B bopa-bopa?»

* «OT10 KpynHbI 3aka3. Criacu0o BaM 3a JOBEPHEN.

OTpI/IHaTEJIbHaH KOMMYHHUKaLUA

A BOT pUMEPHI OTPUIIATENIHHBIX MMOCIAHUI:

* «5l BepHYCH, KOT/Ia BBI OyJIETE TOTOBEI».

e «OT0 Bamy netu?»

* «[lonsarus He umero. CripocuTe y KOro-HUOYIb IPYroroy.
«MBI cefiuac 3aHATHI, BBl MOXKETE MEPE3BOHUTH MO3KE?»
«He moiimy, ¢ 4ero Bl peliii BEIOpaTh KMEHHO 3TO?»
* «Hy, 1 4TO € BbI XOTUTE?»

«BBI 4TO, HE ClbIIIaNu?)

«BBI camu BUEIH, YTO MTOKYHAIH.

«Ilogoxxaure MUHYTY. Y MEHs IPYroil 3BOHOK.

«Pa3Be 51 3TO yKe He caenan?

«Hy u 3anyaa ObUT TOT IAPEHb, BEPHO?»

«Yero BbI XOTUTE?»

«["oBopuTe, moxanyiicra, rpomue!»

«BBI 3TO Yy MeHs cripamuBaeTe?».



* «BbI 4TO, HE MOXKETE MOJIOKIATH?)

* «BbI 4TO, HE MOXKETE MPOYUTATH, UTO HAIMCAHO?»
* «MBI 3/1€Ch TaK HE JeIacM.

* «Y Mmens nepepbiB. U3BUHUTEY.

* «BbI uTO, OOJIBHOM?»

HNckaxeHHass KOMMYHUKaL s

[TomMuMO OTpHUIIATENILHON KOMMYHHUKAIIUU, CYIIECTBYET «MCKaKEHHAs» KOMMYHUKAIUS —
KOT'JIa CJIOBa MPOTHBOPEYAT MBICIISIM WIIH SI3BIKY kecToB. Crenyromnue ¢pa3bl 9acTO MPOU3HOCITCS
C yJIBIOKOI:

* «Cracu60 3a mokymnky. [IpaBma, HaM MPUIETCS MPOBEPUTH, €CTh JI Y BAC Ha CUCTY JACHBIM».

* «O, rocioguH Pypk... kak BbI okuBaere? S OOSIICS, UTO BHI OIATH MPHUIETE.

* «OTnnuHb qu3aitH. XKanb, 9To He Oyner padboTaTby.

* «JTU TEMHBIE OYKU BaM OU€Hb UIYT — OHU CKPBIBAIOT BAIIM TIOKPACHEBIITUE TI1a3a.

* «[To3BoJbTE 51 TIEpecaxy Bac B 3aj1 I KypsAuX. JIFOau ¢ TAKUMU BOHIOYHMH TTPUBBIYKAMU

JIOJKHBI IEPKATHCSI BMECTEY.

* S cnenaro Bce, 9TO B MOMX CHJIaX, 4YTOOBI ToMOYb BaM. CiiaBa OOry, 4TO Yepe3 MATh MHHYT
y MEHsI 3aKaHYMBACTCSI paO0YMil IEHBY.

UckyccTBeHHAass KOMMyHUKalLUs

[Tox mpeccoM MOBCETHEBHOW TEKYyYKH, OCOOCHHO B YCIOBHUSAX OOJBIIOrO MOTOKA KIUEHTOB,
HEKOTOPBIC COTPYAHUKH HAYMHAIOT MPUKPHIBATHCS OPOHEH MOBEPXHOCTHBIX 3aMEUYaHUH, NEUCTBUI
)41 BBIpa)KeHI/Iﬁ JIMII. KnuenTtsr BUIAT, YTO OHU UCKYCCTBCHHEI, (ba.HBLHI/IBBI u HE HOCTOﬁHBI AOBCpUs.

[Topoil COTpYIHUKN CUMTAIOT, YTO OHM OCTPOYMHBI M HaxoAuuBbl. Ho Takue KOMMeHTapuu,
KaK MPaBUJIO, 1al0T OOpaTHBIE PE3yIbTaThI.

Ecnu xnueHThl BOCIPHUHMMAIOT KOMMYHHKAIMIO KaK HCKaXEHHYIO WJIM HCKYCCTBEHHYIO,
3HAYUT,

TakoBa OHa Ha caMoM jenie. Bo3MOXHO, BBl HE CTPEMUIUCH OBITH (PANBIIMBBIM, HO €CIIH
KIINCHT BUAUT B BacC (1)aJIBH_IB, C‘-IHTﬁfITC, YTO Ballla ITOIIbITKAa I[O6I/ITBC}I YAOBJICTBOPCHUSA KIIMCHTA
MIPOBAJIUIIACK.

Yunrech XBalluTh HCKPCHHE U JCJIaTh 3TO CO3HATCJIBHO. HpI/I3HaHI/I€ " 11oXBaJla — KIJIMCHTaM
WJIM KOJUIETaM — JIOJKHBI OBITh HACTOSAIIUMH, KOHKPETHBIMH U «OT YIIN».

[TonoxwutenbHast BepOanbHasi U HeBepOanbHasi KOMMYHHMKAIIHUS CO3/1aeT Y KJIIMEHTOB IPUSATHBIC

BIIEYATJICHUS O MOKYIIKE, 1a€T UM MTOYYBCTBOBAaTh, UTO Ballla KOMIAHUS [IEHUT UX U JTIOPOKUT
nMH. [IpsMON pe3ysbTaT — KeIaHue IPOJ0JIKATh COTPYAHUYECTBO C BAMHU.

BoJsiblie Apyxenoous

Korga roBopsT KIMEHTHI, COTPYIHUKHU JOHKHBI CIYIIaTh, & HE BO3UTHCS B 3TO BpEMS C
OymaraMu wiM -— OBbIBa€T M TaKOE€ — pa3roBapuBaTh C KOJUJIETOW WM JAPYTrUM KIHEHTOM.
BuumaTenbHO BBICTYIIATh — TOXKE KOMIUTUMEHT. COTPYAHUKH JTOJKHBIL:

* OTBEYATh Ha BOMPOCHI BEXKIIUBO U TEPIEIHBO;

* BCETJIa MPOSIBJISITH HACTOSIIINE, a HE TPUTBOPHBIC, BHUMAHUE U UHTEPEC;

* aKTHBHO MPOSBIATH HHTepec. [Ipu jxemaHuu Bcerjja MOXKHO HAalTH YTO-HUOY/Ib B KJIMEHTE



WJIHM €T0 MOTPEOHOCTSAX, YTO BaC ICUCTBUTEIHHO 3aUHTEPECYET.

Coemure

XoTture MMPOU3BECTU CHUJIbHOC BIICHATJIICHUC Ha KJIMeHTa? Torz[a CIICHINTEC €TI0 06CJ'IY)KI/ITB, a
HE TOJpaXkaiiTe FOKHOAMEPUKAHCKOMY JICHHMBILY. Bamra pacTOpomHOCTh — 3TO JFOOE3HOCTH 1O
OTHOIICHHUIO K KJIIUCHTY. Tem caMbIM BBI TOBOPUTC, YTO YBAKACTEC €TO.

BbipaxkaiiTe NpU3HATEJIbHOCTh

He BocnpuHuMmaiite KiMeHTa Kak JOJDKHOe. JlailTe emMy 3HaTh, KaK OH BaXKeH I Bac, OT
aymu Onarojapsi ero 3a HoKynku. Hekoropbele KOMIaHMM MOCBUIAIOT CBOMM KJIMEHTaM IHCbMa C
071aro1apHOCTHIO.

[Ipu3HaiiTe, YTO KJIUEHT Bcer/ja npaB

Pazymeercs, 3TO yTBepX/JeHUE HE HAJ0 MOHMUMATh OykBaibHO. HO MHOTHE mpencTaBUTENH
MJIa/ILIETO TOKOJIEHUS HUKAK ero He nmoHuMaroT. Co3/aercs BreyaTiieHue, OyATO OHU CYUTAIOT, YTO
KJIMEHT Bceraa Hempas (cM. riaBy 6). Jlosynr «KnumeHT Bcerna mpas» JxoHa YoHHamdiikepa,
ocHoBatelss yHuBepMmaroB Wannamaker's B @umanenbduu, OBLT JO3YHTOM aMEPHKAHCKHX
TOPTOBIIEB, HO B MTOCIIEIHEE BPEMs MOTEPsUIT OBUTYIO OIS PHOCTb.

Ot Bac He TpeOyeTcsl CIeNno BEpPUTh, YTO BCE KJIMEHTHI BCET/Ia MPaBbl, HO BbI JOJIKHBI BECTH
ce0st Tak, OyATO CBATO BEPUTE B UX MPABOTY. PasymeeTcs, KIMEHTHI 4acTO ObIBAIOT HEMPaBbL. JTO
BJIACTOJIIOOMBBIC U IIMHUYHBIE CcyllecTBa. Bee, 4To MM HY>)KHO — 3TO MOMOJIb30BAThCSl BAMH U 3aT€M
Opocuth. Eciay OHM MOKYMaroT HOBOE BeUepHEe IUIaThe, TO JIMIIb I TOTO, YTOOBI HAa/ETh €ro B
BBIXOJHBIE, @ YTPOM B TMOHEIEIbHUK BEPHYTh €ro BaM IMOJ KaKUM-HUOYAb HaJayMaHHBIM
npeuioroMm. OHM 00paIAIOTCs ¢ COTPYIHUKAMH U TIPOIABLAMH KaK CO CIIyraMH, TpeOys UCTIOIHSTh
KKIYI0 CBOIO MpuxoTh. OHU YTBEP)KIAIOT, YTO MPAaBbl, XOTS Bbl BO BpeMsi y4eObl B TEXHHKyMeE
y3HaJIHM, YTO OHU HEIIPABBI.

Ho Bamra 3amaua — ymoBIETBOPSITH KIMEHTOB, a He ce0s. Bce 3HAIOT O TpaHUTHOM TibiOe
BECOM B 6 THIC. (DYHTOB, YCTaHOBIICHHOHN Mepe/ «CaMbIM OOJIBIINM B MHUpPE Mara3uHOM MOJIOYHBIX
npoaykToB» Stew Leonard's, u o BeIOUTOM Ha Hel ppaze «KmueHT Beeraa mpasy. [loa Helr umeeTcst
BTOpas HaANKCh: «Eciu KIueHT Henpas, nepeuntail npaBuiio Nely.

Stew Leonard's mpmaraer MHOTO yCHJIWN, 4TOOBI pa3BUBAaTh KOPIIOPATHUBHYIO KYIBTYPY
oOCITy>)KMBaHMs, TJaBHas IEJb KOTOPOM — JIOBOJBbHBIE MOKymaTtenu. Hampumep, onHa u3 ee
MOJINTUK — BO3BpaIlaTh IMOKYMATEI0 ACHbIH, JaXe €CIU TOBAap KYIUIEH B JPYroM MarasuHe
(www.stewleonards.com).

[lIta6-kBaptupa Stew Leonard's nHaxomgutcs B Hopyoske, KOMIaHWs BIaaeeT TpPEeMs
marazuHamu. Kaxnayro Hememo 1729 ee coTpyAHUKOB o0OCmyXHBaroT cBbime 150 ThIC.
nokymnaresieil. JloGpoBonbHas TeKydecTh KaapoB cocTanisieT 22%. ['o1oBoit 06beM mpoak BO Beex
Tpex marazuHax jpocturaer 300 muH momn. Kakum Obl TOBapoM MarasvHbl HH TOPrOBajH, OHH
MPOJIAIOT €T0 OOJIbIIE, YeM JH00M IPyroil Mara3uH B MHUpE.

ExerogHo uenTpanbHbli MarazuH B Hopyonke mocemraer Oonee 5 MIH mokymatenei. 3T1o
MO3BOJISIET EMY Ha3bIBATHCS TYPUCTUYECKON JTIOCTONMPUMEUaTesIbHOCTRIO Nel mrtara KOoHHEeKTUKYT.

B 1988 r. acradera cemeiinoro 6usHeca nepenuia Kk CTblo-MIIaAmeMy, KOTOPbI B HaCTOsAIIEE
BpeMms siBisieTcst CEO. Ctero JleoHapa-mil. — nuep-npakTUK, KOTOPBIM MPOBOAUT CBOM pabouue



JHU HC B Ka6I/IHeTe, a B OIHOM M3 Mara3mHoB, BMCCTC CO CBOUMH MCHCKECpaMU U COTPYAHUKaAMU, K
KOTOPBIM BCET/Ia YBOKUTEIHHO 00paIaeTcs Kak K «4ICHaM KOMaH IbI».

B Stew Leonard's cunraror, 4Tto JuaepoB HYXKHO BbIpamuBaTth. boiee 90% ee meHemkepoB
HAYMHAIH C PSAAOBBIX JOJDKHOCTEH BHYTPH KoMIaHWu. IIpu3HaHne M 4eCcTBOBAaHHE 3a OTIMYHYIO
pabory — moBcenHeBHoe coObitue. B 2001 1. Obwio BpyueHo Oomee 20 Thic. «Moo-letters»
(KOPOTKHX 3aIlMCOK C OJIaroJapHOCTBIO COTPYIHHKAM OT MEHEKEPOB M TAJIOHOM Ha OeCIUIaTHBIN
oben).

Ho ecThb u Takne KoMnaHuu, KOTOpPBIE, KAXETCs, CAeNanu cBoel ¢umocodueit On3neca J103yHT
«Knuent Bcerna Hemnpas». OHM pearupyroT Ha KajJoObl KIMEHTOB C TEM >K€ MPOBOPCTBOM, YTO
rpaHuTHas TabI0a mepen Stew Leonard's.

[To-HacTosiieMy OpHWEHTUPOBAaHHbIE HAa KIHWEHTOB KOMIIAHMM C OPHEHTHPOBAHHBIMHM Ha
CEpBHC MEHEDKEpaMU HE OCTIapUBAIOT (DAKTHI U HE CTApAIOTCs YOSIUTh KIIMEHTA, YTO MpaB HE OH, a
npoaasen. OHU chaymaroT U pearupyroT. OHU BO3JAEPKUBAIOTCS OT cropoB. OHU HMHTEPECYIOTCA
MHCHUCM KIIMCHTOB U OTHOCATCA K HUM MPCACIBHO CCPbLE3HO. W onm He CUMTAIOT 3TO TKKOM
00513aHHOCTHIO WJIM HEHYXXHBIMH TpaTaMy, KOTOPBIX IO BO3MOKHOCTH cienyeTr uzberatb. OHu
3HAKT, 4YTO 3TO TAKOC — GBITL KIIMCHTOM.

HajgexHoCTh

B opueHTHpOBaHHBIX Ha CEPBHC KOMITAHUSAX HAJIEKHOE 00CTyKHBaHUE — 00pa3 >KU3HU JUIS
pykoBoJicTBa M mnepcoHana. Jleon ['opmaHn, npe3uaeHt kommnanuu L.L.Bean, u3BecTHON cBOMM
BBICOKOKAUECTBEHHBIM CEPBHCOM, T'OBOPHUT, UTO CEPBHC — 3TO KaXJIOAHEBHBIN, MOCTOSHHBIH,
HEOCTaOHBIN, YIIOPHBINA, OECIIPECTAaHHBIA U TPEOYIOIIHNI YMEHHUS CONEPEKUBATH TPY/I.

B 1988 r. Munucrepcrso toprosiu CIIA npucynuno L.L.Bean Hanmonanenyro Harpagy 3a
KadyecTBO B o0OJacTH oOcCiylcuBaHuUS ToKymaTened. Ho kommanus Obuta mO-TIpEKHEMY HE
YIIOBJIETBOPEHA CBOMMH YCHJIHUSIMH, I[OTOMY 4YTO B pe3ylbTaTe €€ MOJUTHKH «BO3Bpara 0e3
BOITPOCOBY» BO3BpaThl 10Xoauiau 10 14% rogoBoro odwema mpoaax (okoio 82 miH goiut.). Hamo
OTMETHTb, 4TO, MO OLEHKAM KOHCAITHHIroBo# ¢upmsl Kurt Salmon Associates n3 Hero-Mopka, B
WH]IyCTPUH MTOCBUIOYHOW TOPTOBJIN TOTOBOM OJ€kKI0M Bo3Bpamaercs npuMepHo 15— 18% 3aka3os.

B HacTosmee BpeMs 00beM mpojiax Bo BcexX yeThipex marasmHax L.L.Bean cocrapnsier 1,14
MIpA A0l B oA, 80% mpoaaxxk MpUXOIUTCs Ha TOProBiro No katanoram u MuTtepHety, a 20% —
Ha pOo3HUYHBIE Mara3uHsl 1 (adpuky. B komnanuu padotaet 4500 mTATHBIX COTPYIHUKOB.

L.L.Bean HaHsta B KauecTBe KOHCY/IbTaHTa MpernoAaBaTens ['apBapacKoil mKoJbl Ou3Heca u
3allyCTWJIa IMPOrpaMMy IIOBBIIIEHUS KadecTBa CepBUCA IPOJODKMTEIBHOCTHIO 18 MecsleB u
CTOMMOCTBIO 2 MJIH J10JUI. Ha TOp>KeCTBEHHBIN 3aIlyCK MpOrpamMMBbl, KOTOpasi Ha3biBanach «Caemnai
BCE MPaBUIJIBHO C TIEPBOTO pa3ay, ObLIM MPUTIIALIEHBI BCE COTPYAHUKH.

L.L.Bean mpuiiiock OrpaHu4YUTh CBOU IJIaHBI PaCIIMPEHUs], YTOOBI COCPEOTOUYUTE BCE CUIIBI
Ha Oosiee THIATENBHOM MpoBepke M oTmpaBke ToBapoB. ['oBoput ['opman: «Mbl He BO3pakanu
MPOTUB TOTrO, YTOOBl y HAac OBUIO MEHbIIE HOBBIX IOKyHaTeled, MOKa Mbl HE HayduMcs HX
00CITYKUBATH.

Komnanusi onpammBana mokynaTenel, nepeneibiBaja KaTalord, 4ToObl OHH 0ojee TOYHO
IIPEICTABIIsUIA TOBaphl, yunjaa COTPYIHUKOB BBIACHATH Yy INOKYyNaTeleil, 4ero Ha caMOM JI€JI€ OHM
xotar. OHa MOJAEepHU3HMpOBaJla KOMIBIOTEPHYIO CHUCTEMY, YTOOBI IMPOAABIBI MOTJIM IpeAarath
Oosee MoApoOHOE OMMCAaHHE TOBAPOB U OIPENENATh pa3Mepbl UCXONs U3 Beca, POCTa U JAPYrHX
apaMeTpoB.

Pabotaiite kauecTBeHHO. BBICTPO M APPEKTHUBHO yIOBIETBOPSITE MOTPEOHOCTH U 3aIPOCHI
KJIneHTOoB. [IoHATHO, YTO eciu BBl HE yJIOBJIETBOPSIETE OKUIAHUI KIMEHTOB, TO CAMbIE CEp/ICYHbIE
KOMIUTUMEHTHI ¥ CAMOE BHUMATEJIbHOE CIIyIIAaHHE HE TIOMOTYT BaM COXPAHUTh HX JIOSITBHOCTb.



BbINOJIHANTE CBOU 06ENaHUS.

bynbre HageKHBIMU U TOCTOMHBIMHU JTI0BepuUs. J{J1d aToro:

* ['oBOpHTE BCIO MpaBy O BAalllUX MPOAYKTaX U yCIyrax.

* JlaBaiiTe oOemianus TOIBKO €CIIM BbI YBEPEHBI, UTO CMOYKETE UX BBITIOIHUTH.

» Hemennenno wuHpOpMUPYHTE KIWEHTOB O JIOOBIX OOCTOSITENHCTBAX, KOTOPHIE MOTYT
MOMEIIaTh YAOBIETBOPUTH Nt000OE WX OXujaaHue. Hampumep, ecinu Bbl HE MOXeTe 00eCredHTh
JIOCTaBKy K YCJIOBJIIEHHOMY CpPOKY, MyCTh COTPYIHUKH OTHeda JOCTaBKH IMO3BOHSAT M Ha3Hayar
HOBBII CPOK. DTO caMO€ MEHbIIIee, YTO Bbl MOXKETE CJeNaTh, IOTOMY YTO CBOEU 3a/JepKKOU BbI
MIPUYKHSETE JIIOJIIM OIpOMHOE Heyno0cTBO. HaBepHsika UM MPHUILIOCH OTHPALINBATHCS C pabOTHI,
JIOTOBAPUBATHCS C KEM-HUOY/Ib, YTOOBI UX MMOAMECHUIIH.

Bo3moxHO, OHM Ja)ke MOTepsulM Ha 3TOM JAeHbru. Eciiv Ha3HaueHa BCTpeuya € KIMEHTOM,
MPOCTO HE CYIIECTBYET OMpaBJaHUM, YTOOBI HE SBUTHCI HA HEE WM Jaxe HE TO3BOHHUTH H
MpeyNpPeaUTh, YTO BBl HE CMOKETE IPUNTH.

* [IpenynpexnaiiTe KIMEHTOB O BO3MOXKHBIX MpoOiieMax. 3a4acTyi0 KIHEHTaM MPUXOTUTCS
caMHM Y3HaTh O 3aJIepXKe B JOCTAaBKe, 3aMEHAaX M HEBBIMOJIHEHHBIX 3aKa3ax. DTO MPUBOJIUT UX B
raeB. MHpopMupyiiTe KIMEHTOB O MpobiemMax cpa3y, Kak TOJIBKO y3HAaeTe O HHX CaMH, YTOObI OHH
MOTJIM TPUHATH MEpHI JUIsl yMEHbIIEHUs HeynoOcTB uiu ymepOa. Ha camom nene BbI TOJKHBI
MOWTH emie Jaibllle — TPEJIOKUTE Ha BBIOOP BapUAHTHI pPEIICHUS MPOOJIEM, BBI3BAHHBIX
HECBOEBPEMEHHOW J0ocTaBKoW. He mbITaliTech CKPBITH MpOOJIEMY B HANEKIE, YTO KIHCHT e¢ He
3aMETHT.

* Jlenuteck ¢ KIMEHTOM, €CIIM Bbl COKOHOMUJIN CPEACTBA U CHU3UIU 3aTpaThl. CKaXXUTe CBOUM
MEHEJKEpaM, YTO Ballla KOMIAHUS BEJET YECTHYIO Urpy. MHoOTna «aycTpblit» MEHEIKEpP MOMKET
PEUINUTh, YTO OH COKOHOMUT ISl KOMIIAHUH Ky4dy J€HET WM KOMIAHUS COPBET KYII, €CJIU KIIUEHTHI
Y3HAIOT O JOCTYIHBIX UM BO3MOXKHOCTSIX, KOTJIa Y€ HEe CMOTYyT UMM BOCIOJIb30BaThca. M Torna
MEHEKEepbl TOBOPAT C MPUTBOPHBIM yrauBieHueMm: «O, pa3Be Bbl HE 3HAJIU, YTO Bbl MOTJIH...»
UYecrtHas urpa Tpedyer HHPOPMHUPOBATH KITUEHTOB O TOM, YTO OHH MOTYT KYIUTh: HEMHOTO OOJIbIIE
U TOJYYUTh YTO-TO OECIUIaTHO; JAEIIeBJe, €CIM MOAOXKAYT Mapy THEHl; MoJenb MPOLUIOro roja,
UJEHTUYHYIO MOJENIN 3TOr0 roja, Ho Ha 25% JelieBie.

KoMmnanusi, pemmrensHO HAacTpOEHHAsh MOBBICUTh KayecTBO OOCTYXUBAaHUS KIHEHTOB,
JTOJKHA

HayaTh C TBEPJOM MPUBEPKEHHOCTH HE TOJBKO JIOCTHXKEHHUIO 0o0jee BBICOKOTO YpPOBHS
YOBJIETBOPEHHOCTH KJIMEHTOB, HO U MOCTOSSHHOMY MOJJIEPKAHUIO 3TOTO BBICOKOTO YPOBHSI, JlaXe
€CJIM 3TO 03HAYAET HEKOTOPOE CHIKEHHE MPUOBUIN B KPATKOCPOUYHOM ILJIaHE.

Jlyduive paéoroaaresi AMEepUKH

B mocnenHue roapl aKMU OTKPBITBIX KOMIAHUM pociau B cpenHeM Ha 37% B roa mo
cpaBHeHUIO ¢ 25% mis unpekca S&amp;P 500. A 100 netr Hazax caMoil 1Oporoil KOMIaHuei B
CIIA cuurtanace US Steel, rmaBHBIME aKTHBaMH KOTOPOW OBUTH 3aBOJIBI C JBIMOBBIMHU TpyOamw.
Ceromus cambie noporue kommnanud — Cisco, Microsoft u GE, riiaBHble akTUBBI KOTOPBIX KaXKIbIN
Beyep pacxonsarcs mo goMaM. KoMmaHuu, KOTOpbIE XOTST, YTOOBI 3TH AaKTHBBI Ka)XJ0€ YTPO
BO3BpAIAJICh HA CBOM paboune MecTa, TOJKHBI 3a00THTHCS 0 HUX U 00 yCIOBUAX MX paboThl. UTO
KacaeTcsl BbIIICHa3BaHHBIX (UPM, TO Ha KaXAOr0 UX COTPyIHUKA mpuxoautcs Oosee 43 yacos
oOydeHus B TOJI.



I'raea 10. IIpeepamume c8010 KOMNAHUI 8 «YeHMP 06CAYHCUBAHUS
K/1ueHmoe»

J10J1I0H YACBI PABOTHhI!

VY Bac ecTh MpaBO Ha yAOBJICTBOpPeHHE. MBI 103a00TUMCS O TOM, YTOOBI BHI €0
peann30BaH.
JIu Axokka, oOviewuii npedcedoamenv cosema oupexmopos Chrysler
Corporation

Knuent Bcerna npas.
Dpruk  Yonuunamdiikep, ocnoeamenv yuueepmaza Wannamaker's ¢
Dunaoenvhuu

«MarasuH — 3TO LEHTp OOCIyXHBaHUSA KIMEHTOB», — roBopuT Jltok Mancyp, Bule-
MPE3UJICHT 10 MAPKETHHTY B ceMelHOl ceTn yHuBepMmaroB Mansour's B KomamOyce u Jlarpanxe
(urrat [[xopmkus). IMeHHO HacTpoil Ha 0OCITy)KWBaHUE KIMEHTOB IO3BOJISIET BHIOJIHUTH BCE, YTO
OTJIeNIbl MApKETUHTA U peKJIaMbl TOOOEIAIH B peKIIame.

Uro oTiinyaeT KayecTBeHHOE oOcmykuBanue ceroaus? [Ipexae Bcero, ObICTpoTa U yI00CTBO,
MIOTOMY YTO PUTM >KHU3HU COBPEMEHHBIX JIOACH CTal O4eHb OBICTPHIM, @ SKOHOMUSI BPEMEHHU JaeT
JHOASIM OOJIbIIIE BOSMOXKHOCTEH JIJIs1 TOCTHUIKEHUS IMYHBIX IIeTIeH.

BbicTpoe 06CyKMBaHUEe

Tenexanan NBC mnpoBen ompoc Ha TeMy OOCIYXKHMBaHUS KIMEHTOB. JIIOIHM, KOTOPBIX
OIIpaIlIMBAJIH, JKaJ0BANUCh: «Hac mOCTOSHHO 3aCTaBIAIOT kK AaTh. [IepcoHalr He 3HAET, 4yTo JesaeT.

Onun 6ank B KanmudopHun BhIIUIaYMBAaeT CBOMM KJIHMEHTaM MO 5 JOJUL., €CIH T€ JICAYT B
ouepenn Oosee nATH MUHYT. ['oBOpUT MeHekep OaHKa: «Eciu MM MPUILUIOCH CTOATH B OYEpPEAH,
MBI TU1aTUM. Ecim MbI TonycTuiam omuoOKy B BBIITMCKE CO cueTa, MbI IIaTuM. HakoHerr, eciu Mbl He
MIEPE3BOHWIN UM B T€UEHHUE 24 4acOB, MBI TOKE IIJIATHM).

YroObl COKOHOMHUTH BpeMs TOKyMareneW, mpojaaBlbl B yHHBepMmarax Nordstrom Moryt
IIPUHECTH TOBApbl U3 JIPYI'HX OTHAEJIOB, YIAKOBBIBAIOT TOBApP IPSAMO HAa MECTE IOKYIKH, a HE B
CIELMAJIbHOM OTJIEJIE€ YIIAKOBKHU IZIE-TO Ha APYTOM JTaxXe.

Hayunte CBOMX COTpYIHUKOB OBITb pPACTOPONHBIMH — CIEUIMTh JOCTaTb TOBAp M
IIPOJEMOHCTPUPOBATh €r0, CHEIINTh BBINUCATh KBUTAHIUIO M pa3pelInTh NpeTeH3uto. «Cyertay
BOKPYT KJIIMEHTA IIPUATHA EMY.

OnuH mpuMep: MPEeTeH3WH MAcCaXHPOB aBHMakoMIaHuM American Airlines paspemiarorcs
Cpasy IO IPWIETy B a’pONOPT, y BBIXOJA HA MOCAAKY. JTO 3HAYUTEIBHBIM IIPOrpecc B CKOPOCTU
OOCITy’>)KUBaHUSI 110 CPAaBHEHMIO C MPOILIBIM, KOTJIAa MACCAKUPY TPeOOBAIHMCH MECSIIBI OXKHUIAHUS U
Kyda Oymar, 4ToObl €My, K IIpUMepy, OIUIaTHIIN CUET 3a YMCTKY OJEXK/Ibl, HA KOTOPYIO CTrapjecca
IIPOJINJIA COYC.

ITomuMo HeynoOCTBa B BMJIE MCINAYKaHHOM OAEXKAbI, KOTOPYIO HYXHO CMEHMTb, MU
HETpPEABUICHHON  3aJIepXKKH, BBI3BAHHOM  HEOOXOJUMOCTBIO  MEPEOJEThCSA,  MacCCaKUpaM



MPUXOJUIIOCH TPATUTh HEMAJIO BPEMEHHM M CHJI, YTOOBI pa3fgoObITh OJAaHK 3asBICHHUS HA BBIUIATY
BO3MEUICHMUSI, 3aI0JHUTh U MOJIATh €T0.

CoznmaBanoch BriedaTIeHHE, OyATO KOMIIAHWS CO3HATEIBHO TMBITATach MOMEIIATh IOJaye
xKanoo.

MHorue aBHaKOMIIAHMM YTBEPKIAIOT, 4YTO KOPIOPATUBHBIC IIpaBUiIa M HHCTPYKLUU
MPEMSATCTBYIOT OBICTPOMY OTBETY Ha kaimoObl. Ho American Airlines nump w3MeHuia cBoOe
OTHOIICHHUE U HAJIeNNJIa COTPYTHUKOB «IIEPBOM JTMHUM BIACTHIO HEMEUIEHHO pa3peniaTh KajaoObl.
OHa f1ana noJHoOMOYMS IepCcoHany.

Bpems AparoueHHO

CoBpemeHHbIe 1101 O0JbIle HE KeNaloT TPaTUTh Ha MOKYIKH Lelblii yac. Bpems cerogns
IIEHUTCS BBICOKO, KaK HHMKOT/Ia paHbllle, U OJIHA W3 MPUYMH ITOrO 3aKJIIOYAeTCs B TOM, YTO B
OONBITMHCTBE ceMel 00a B3pocibiXx padoTatoT. [locme paboThl MM HYXXHO TiepenenaTh Kydy
JOMAIIHUX JeJl, KpOME TOTO, OHM XOTeNlu Obl BBHIKPOMTH HEMHOT'O BPEMEHHM JJIsi CBOMX X000W U
YBIICUCHH.

WM, MArKO roBOps, OBICTPO «HAIOEIAIOT» JUIMHHBIE OYepeH; COTPYIHUKH, KOTOpHIE He
3HAIOT, YTO JENAI0T, U JIeNal0T BCE OUYE€Hb MEJUIEHHO; HETOHSATHAs OpraHM3allMs TOProBOro 3aja U
BBIKJIaJIKa TOBApOB; CAMU TOBApHI, KOTOpPBIE NEPECTalOT padoTaTh M TPeOYIOT YacTOr0 PEeMOHTA.
Jlonroe oxuaanue oOCTYKMBaHUS HAXOJUTCS Ha OJAHOM U3 MEPBBIX MECT B CIIUCKE HEYIOOHBIX U
KpaliHe HEKEIaTEeNIbHBIX CUTYalUH IIPU MTOKYIIKE.

Jlonroe oxujgaHue IUIOXO caMo Mo ce0e, HO MHOTAa ObIBAeT €lle XY)Ke: KIUEHT TepIeIHBO
KJIET, TIOKa, HaKOHell, — O c4acThe! — ouepeap A0XoaAuT 10 Hero. Ho eBa oH ycreBaeT ckas3arhb
COTPYIHHUKY Mapy CJIOB, KaKk — JOrajaiTech, 4To? — 3BOHUT TejaedoH. COTpyAHHUK XBaTaercs 3a
TpyOKy Tak ke *aJlHO, KaK YeJIOBEK, MPOBEIIINN B MyCTHIHE HENEN0 0€3 MHUThs, XBaTaeTcs 3a
CTakaH BOJbl. B oTiamunMe OT Hero KJIMEHT BOBCE HE BOONYIIEBIEH TeineoHHBIM 3BOHKOM. Kaxk
JIOJDKEH TIOCTYIHUTh COTPYIHHK B Takoi cutyaruu? OH JOJDKEH MOMPOCUTH 3BOHSILETO TOJ0XK/1aTh,
KOT'/Ia OH 3aKOHYHUT OOCITyKUBATh KJIMEHTA.

[ToroM HajoO MOMPOCUTH pa3pelIeHUs y CIEAYIOIIEr0 YelOBeKa B OYepeAM OTBETUTh Ha
TenedOHHBIN 3BOHOK U OBICTPO 3aKOHUYUTH PA3roBOP.

Yacel paboThI 6AHKOB

HeoxunanHelii mporpecc B CKOPOCTH OOCTY>KMBaHUST — IIOCTENIEHHBIH OTKa3 OaHKOB OT
TpaauIUOHHBIX YacoB padoTsl (¢ 10.00 mo 14.00 c moHeAeNbpHUKA MO MSTHUILY) U3 YBAXKCHHS KO BCE
0oJbIIeMy YHMCITy KIHUEHTOB, KOTOpPHIE 3aHATHl B TEUEHHE HEAENW W HE TMOoMajaloT B OaHK B
OTBEZICHHOE UM BpeMsi. B mpomnuiom gackl paboTel 0aHKOB OBUIH TPaJUIMEH, K KOTOPOM JF0AU ObLIH
BBIHYXJICHBI IpucriocabnuBaThcs. Ternepp MHOTHE OaHKU OTKPBITHI HE TOJBKO B TEYEHHE BCETO
pabodero Hs, HO U IO BedepaM | 1o cyoooTam.

CerofHsi HaM Ka)KeTCsl YAUBUTEIbHBIM — C TOYKH 3PEHUSI KOHKYPEHTHOIO MPEUMYILECTBa 1
npuObu, — 4YTO0 A0 KoHma 1980-x romoB OaHKkM He paboranu mo cyOboTam, jaa eme u
OTpaHUYUBAIM CBOM 4Yachkl paboThl B OynHHUE AHU. XOTS, HAJO 3aMETHTh, YTO HEKOTOpbIe OaHKU
HayvaiaM padoTtaTh 1o cydbdoram yxe B KoHIle 1970-x ronos.

COMMERCE BANK



Commerce Bank B Ueppu-Xwumn (mrtat Heio-J[>kepc) — OOBIUHBIN MECTHBIN OaHK. Y HEro
OJTHO

OTJIMYHE: ero (puarassl OTKPBITH C 8 yTpa A0 8 Beuepa, a TaKkKe IO BBIXOJAHBIM — € 8 yTpa
10 6 Bedepa B cy00oTy u ¢ 11 10 4 B BockpeceHbe. B m000i1 9ac Bac BCTPETAT HACTOAIINE, KUBHIE,
JPY>KeI00HbIE KaCCHPBI.

Bepnoit Xwin ocHoBan aTot 6aHk B 1973 1., korma emy 6su10 27 siet. OH XoTen, 4ToObl OaHK
CTaJl CaMbIM YAOOHBIM, 00CTYKMBAJI KIIMEHTOB B JTF000€ BpeMsl B JTFOOOM MECTE M TaK, KaK OHH TOTO
XOTAT. XU TOBOPUT, YTO €ro OaHK — MPOCTO Mara3uH, KOTOPBI OKa3bIBaeT OAaHKOBCKHE YCIIYTH.

K nacrosmemy Bpemenu 6ank umeet 184 ornenenus B mratax Heto-/xepcu, [lencunsBanus
u Hero-Mopk u B ceBepHoit yacTu Jlenasapa.

Bl MoxeTe crmpocuTh: Kak OaHKy € TakOoW CTPYKTYpO# 3arpar ynalioch JOCTUYb TaKOM
npuObuibHOCTH? Jleno B TOM, YTO OH IUIaTUT Ooyiee HU3KHE MPOLEHTHl MO BKJIAagaM, YeM €ro
KOHKypeHThl. Ho, cyass mo Bcemy, KIHMEHTBHl HE Bo3paxaroT. OHU MNPEeANoYMTaIOT 3arlIaTUTh
pa3oBblif «cOoOp» B BUJE 0ojiee HU3KOTO MPOIIEHTA, YeM IJIATUTh [0 MEJIoYaM 3a BCe, UTO Uil HUX
nenaroT. BuguMmo, Jiroau npeanoYuTaoT IpOCTOTY.

Uto neiicTBUTENBHO WHTEpecHO B oTHomeHun Commerce Bank — Tak 3TO upe3BhIYaiiHO
YCHENIHOE BHEAPEHUE HOBBbIX TexHojorui: 191 Teic. ero kiumeHtoB, unu 31,6%, monb3yroTcs
0aHKOBCKMMH ycCIyraMH uepe3 BeO-cailT www.mycommercebank.com. O6bem omeparuii depes
HNutepuer y Commerce Bank HaMHOTrO mpeBBIIaeT 3TOT TOKa3aTelb IJs JFOOOTO JIPYyroro
amepukaHckoro 0anka. [lo-BuauMomy, J0sIM HpaBUTCS pabOTaTh B BUPTYaIbHOM MHUpPE C OAHKOM,
KOTOPBI BETUKOJIEITHO O0OCITY’)KUBAET UX B PEATBHOM MUpE.

Ha ¢one thicsu 6ankoB B CIIA npusTHO BUIETh, KaK XOTs ObI OJUH BHEIPSET CTPATETHIO
cepBuca. B 1979 r., xorga s Hadan paspabarbiBaTh 00y4aroliyue MpOrpaMMbl MO 0OCITY)KMBAHUIO
KJIMEHTOB, Ha OaHKU >KaJOBAJIMCh Yallle BCEro M3-3a HU3KOI0 KayecTBa CEpBHCA. 3a MPOIIEIIINe
TOJIbI MAJIO YTO U3MEHWIIOCh. baHKH MO-TIPeKHEMY BKJIAJBIBAIOT MUJUTMOHBI JTOJIJIAPOB B OCHOBHBIC
(GOoH/IBI U B peKJIamMy, HO HE BOCIIPUHUMAIOT CTPATETHIO CEpPBUCA.

Commerce Bank B odepenHoii pa3 mokaszal, 9YTO OpUEHTAIMS Ha CEPBUC MPUHOCUT IIEAPHIE
nuBuneHbI. PocT GaHka obOecrieunBaercs 3a cuet pocta prmansHoi cetu. Ocenpio 2001 r. 6aHK
OTKpBLIT ueThipe oTaenenus Ha Manxarrene. K mapty 2002 r. 06bem emno3uToB coctaBui 650 MitH
noiul. B Hacrosiiee Bpems JIETO3UTHI B IIECTH MaHXATTEHCKUX OTAENeHHsX pacTyT Ha 316 301
noin. B aeHb. Ero otnenenusiM Ha 55-if u 65-i ynunax morpeOoBaioch YeThIpe Mecsia, YTOOBI
CTaTh PEHTA0ENIbHBIMH; BCErO 3a BOCEMb MECALIEB 00BEM CPEICTB Ha cuerax mpeBbicui 100 muH
nomt. Ilens OaHka Ha OnMMXkKalIIue MATh JIET — OTKPHITh Ha MaHXdTTeHe 28 OTAeNeHuil, HaHATh
1000 coTpyIHMKOB M MPHUBJIEYL CPEACTBA KIMEHTOB B pa3Mepe HE MeHee 7,5 MIIpJT JOJLI.

Uro ke KacaeTcss WCKIIOYUTENLHOTO oOciyxuBaHusi, To crparerus Commerce Bank —
HaHUMATh OT3BIBUMBBIX U JPYKEITIOOHBIX JIFOJIEH. «3aTeM MBI UX 00ydaeM, oOydaeM U oOydaemy,
— roBopuT Xuiut. B 2002 r. B 6anke padoranu 6695 uenosex.

Axmun Commerce Bank xotupyioress Ha Hpto-HMopkckoii hoHIOBOI GHupske MO CHMBOJIOM
CBH. Ha 22 mas 2002 r. croumocTs akiui gocturia A9,37 nomt. no cpaBHeHuto ¢ 15,80 mom. B
aBrycre 1996 r. IloucTuHe omIETOMIISIFONITNE PE3yIbTAaThl. 3a TOT K€ MEepHOJ O00BEM BKIIAJIOB H
aKTUBBI POCIIU B cpeHEM Ha 28% B ro.

JanpHeimuii pocT OyeT o0ecneunBaThCA 32 CUET COOCTBEHHBIX CPEJICTB, TOTOMY YTO OaHK
HE BEpUT B pPaCIIMPEHHE MyTeM CKYIKHU IPYruX OaHKOB. B HacTosIee Bpems JEnO3UThI €KEroTHO
pactyt Ha 26%.

Commerce Bank 197320022005AkTtuBei8 MaH goiut.l4,5 miapa momn25 Mipa A0
Ounuanei 1 190375KonmndectBo  corpyaHukoB9669518000Ctoumocts  akuuii, 105u1.0,330,5Bot
KakuX (DMHAHCOBBIX PE3YJIbTATOB MOXXHO JIOCTHYb OJlarojaps OpPUEHTAIlMH Ha OOCITYXHBaHHE
kiueHToB! B To ke BpemMsi KOHKYPEHTBI TOJIBKO TOBOPSIT O BaXKHOCTH KAa4€CTBEHHOTO CepBHCa, HO
PEIKO 3HAIOT, KaK 3TO JIENAeTCs.

B ®unanensdpun ¢ 1992 mo 2001 rr. oovem BritamoB Commerce Bank Beipoc Ha 327,3%. ¥V
ero KoHKypeHToB ymenbmwics: y First Union — Ha 25,6%, y PNC — na 11,2%. y Mellon Ha
32,4% u y Fleet na 5,9%.



Hemuorue pykoBoauTenn, OCOOEHHO B OaHKOBCKOH OTpaciv, MOHHUMAIOT BCIO CHIIY
BO3JICUCTBHUSI CTpaTErMu cepBHca Ha (MHAHCOBBIC MOKa3aTenu. BOT maHHBIE MO CpeaHEroI0BOM
pentabensHOCTH OaHka Ha 31 maprta 2002 r.:

CBHUugekc S&amp;P 500 3a rons52,00%0,00%3a nsate 1e139,00%10,00%3a  necsts
1e132,00%13,00%KroueBas cocrapistomniast Ou3Hec-cTpaTeruu 6aHka — ero OT/AENEeHHUs, KOTOpbIe
Bepuoit Xwmm HaszpiBaeT «wMarazuHamMu». B TO Bpems Kak OOJIBIIMHCTBO OaHKOB BCSYECKH
CTapaeTcsl pa3rpy3uTh CBOM (MIIHAIBI, MOOIUIPSSl MCIOJIb30BAaHUE KIUEHTaMH OaHKOMATOB WIIU
OTrpaHWYMBas YHMCIIO TOCelmeHnd KaccupoB B mecsi, Commerce Bank nemaer nHaoGopoT. Xots
KIIMEHTBl BCET/Ia HWMEIOT BO3MOXXHOCTh OCYIIECTBJISATH OIEpalud d4epe3 OaHKOMaThl WIH
3aBOCBABIINN MHOXKECTBO Harpaj BeO-caiiT, XWwul W ero IMOJYMHEHHBIC JeJIal0T BCE, YTOOBI
NpUBIIEYh KaK MOXHO OOJbIlle KJIMEHTOB B «MarasuHel». ['oBoputr Xwmmnr: «Commerce Bank
OTJIMYAETCS OT OCTAJbHBIX CBOEH NPHUBEPKEHHOCTHIO IPYKETIOOHOMY U BHHMATEIbHOMY
oOcimyxuBaHUiO. IMEHHO Tak BBICTPaWBAIOTCS MPOYHBIC OTHOIIECHUS C KIIMEHTAMH — OTHOIICHHUS,
KOTOpBIE HAYMHAIOTCS C PACUETHBIX CUETOB U B KOHIIE KOHIIOB BEIyT K UIIOTEUHBIM KPEIUTAM.

COBOKVITHAA JOXOHAHOCTD, % 1 ampens 1992 r.31 mapra 2002 r. CoBoKymnHBbII
poctCpenHeroaoBoi pocT Commerce Bank146332Microsoft112128GE62722Berkshire
Hathaway69423S&amp;P 50024713B HEKOTOpHIX OTAENCHHUSX KacCHUPBl 1O OYEpeIu CTOST Y
JBEpEeN W MPUBETCTBYIOT KIMEHTOB, Kak 3T0 mpuHsATO B Wal-Mart. «Jlronu Bcerma Oyayt camu
NPUXOJUTh B OaHK, — TOBOpUT XWl. — Ho OaHKM yMmOpHO HaBSA3BIBAIOT MM OaHKOMATHI U
WuTepHeT-ycayru, IOTOMY 4YTO TaKHe TpaH3akIUU oOxonsTcs AemieBie. HukrTo, kpome Hac, He
pa3BUBaET (PUIHATBHYIO CETHY.

B nemom mo oTpacnu o0beM BKIIAIOB B KOMMEpUYECKUX U cOeperatenbHbix O0ankax B 2001 r.
BbIpoc Ha 8%. B Commerce Bank on Beipoc Ha 38% u npeBbicun 10 mupn nomn. «Ilocnennue 40
net 6aHku roBopwM "JlaBaiiTe cocpenoTounMcs Ha KpeauTax', — MpoJIoJpKaeT XUl — Mbl ke
HAy4YWINCh MPUBJIEKATh JelieBbie neno3uThl. Commerce Bank mpemmaraer OecruiaTHOe BeleHUE
pacyeTHBIX CcueTOB B OOMEH Ha HYJEBOH MM HEOONBIIOW MPOIEHT, CyAs MO BCEMY, KIUEHTHI
COTJIACHBI HA ATOY.

Korna Xwunn y3Hain, 4to Apyrue OaHKM OTKa3bIBAIOTCS MPUHUMAThH B OOJBIIUX KOJIWYECTBAX
METANTUYECKHE JIEHbI'M WU TPeOYIOT 3a 3TO IUIaTy, y HEero poawiachk oTiuyHas uaes. Commerce
Bank motrparun 10 MiTH 105171, ¥ 3aKyNAJ JUTsI BCeX (PUITMAIOB aBTOMATHI JIsl OOMeHa Menoun Penny
Arcade. DOtu ycnyru OecruiaTHbie. ABTOMAT MPUHUMAET MOHETHI B JIFOOOM KOJHMYECTBE W BBIJACT
KJIMEHTY Y€K, KOTOPbIIl MOXXHO OOHAJIMYUTh B Kacce.

Penny Arcade — 3T0 He TONBKO yIOOCTBO, HO M pa3BieueHue. JleTn OT HUX B BOCTOpreE.
Jlrobutenu cobuparh Menoub TOXe. SIpKue aBTOMATHI ClieNald OTHAe]eHHs 0ojiee HHTEPECHBIMU U
MPUBJIEKATEIIbHBIMU, & UMEHHO TaK, IO cjoBaM XWJUla, U cO3/1aeTcsd NMOToK kiueHtos. B 2001 r.
aBTomaThl Penny Arcade ocymectBunu 750 Thic. oneparuii Ha o0yt cymmy 71,7 MITH 1O

Kaxx/ip1it HOBBIM COTPYJHUK MPOXOJUT OJHOAHEBHBIN KypC B KOPIOPATUBHOM YHUBEPCUTETE
Commerce Bank, koTtopsiii HaszpiBaeTcs «Tpaguiuu» W COYETA€T HWIPOBOE IOy, TPCHHHT H
obcyxnenue. Kaxnoe ornenenne Commerce MmbITaeTCs MEPENEroisaTh IPYTUX B YMEHUU yIUBUTH
KJIMeHTOB. J[>koH MaHHUHT, BUIle-TIPE3UICHT, B BeeHun kotoporo nporpamma WOW («Ilopaszuts
KIIMEHTA»), MMPOBOJIUT KAMMAHUIO «YHHUUYTOXb TJIyNnoe NpaBuwio». Ee cMbICH 3akio4yaeTcsi B TOM,
YTO COTPYIHUKH MoiydaroT 50 MoJul. 3a BBISIBIEHHWE KaXKIOrO MpaBuia, MELIAIONIEr0 MOopaXkaTb
KJIUEHTOB.

B Commerce Bank wmmeercs eme oamH Bua ToompeHUs. Eciu KOHKypHpyromuid OaHK
3aKphIBae€T OTAeleHHe BOMM3M ero Quumana, corpyaHukun Commerce Bank momydaror
BO3HarpaxjaeHue (5 ThIC. JOJI.).

Yano6cTBO

B nene obcnmyxuBaHWS KIMEHTOB KOMIIAHUS HE JOJDKHA JyMaTh O COOCTBEHHOM YyIOOCTBE.



OnHa A0KHA MOHMMATh: KOIZIa MPOUTPBIBAET KIMEHT, JaKe €CIM KOMIAHHUS IPU 3TOM KpPYIHO
BBIUTPBIBAET, B JOJITOCPOYHOM MEPCIEKTUBE OHA BCE PABHO ITPOUTPAET.

Bcerna momuuTe 0 HYX/1aX KIMEHTOB U OPUEHTHPYHTECHh HA HUX. [lenaiiTe Bce, YTOObI

CIOCOOCTBOBAaTh Y/I0BJIETBOPEHUIO 3TUX HYXI.

«Y106cTBO» B CepBUCE O3HAYaeT MEHBIIE BPEMEHH Ha OOCIyXMBaHHE M MEHBIIE MpoOieM
JUISL KJIINEHTOB.

YnakoBka

[TocMoTpuTe Ha ynmakoBKy Bamrero toapa. OHa HaCTOJBKO MPOYHA, YTO KIMEHTY TPYAHO €€
OTKPBITH? A Kak OBITh MOKWJIBIM KIMEHTaM, CTPAJAIOIIUM apTpuToM? A €cClii y KJIMEHTa HeT IMOJ
PYKOM HOKa WJIA OTKPBIBAIKA?

Eciy Tonpko Balla ynmakoBKa HE NpeJHa3HAuY€Ha 3allUINATh TOBap OT aTak MapoEepoB 10
2050 r., pa3paboraiiTe HOBYIO ymakoBKy. [lycTe kiameHTam Oynmer Jyierde qoOpaThCs /IO Balllero
TOBapa M UCIOJIB30BaTh €ro. JTO B BalIUX UHTepecax. ChaenaiiTe ynmakoBKy Ha/I€KHOU, HO MIPOCTOM
JUISL OTKPBIBAHUS.

ﬂJIPITEJIbeIﬁ CPOK BbIIIOJIHEHHA 3dAKA30B

OnHO U3 cepbe3HbIX HEYN00CTB /Ul KIIMEHTOB, KOTOPOE HE 3aMEYal0T BO MHOTUX KOMIAHHSIX,
— JUTATENBHBIN CPOK BBITTOJTHEHHS 3aKa30B.

Ecnm cpok BBITTONIHEHMS 3aKa3a CYIIECTBEHHO MPEBBIIIAET TOPU30HT IUIAHUPOBAHUS KIIMEHTA,
TO KJIMEHTaM Oy/eT Hellerko 00ecneyuTh CBOM HYXIbl. [l0aTOMYy MHOT/Ia OHM OEpyT /eJ0 B CBOU
PYKH M pa3MENIaloT «yCJIOBHBIE» 3aKa3bl HA MPOAYKTHI MM TOBAPBI, KOTOPBIE MPEANOI0KHUTEIBHO
MOTYT MM HOHAJ00HUTHCS, HO KOTOpbIE OHM He 00s3aHbI MOKyNaTh. Yaie BCero 3To MpOUCXOIUT C
PEAKO MOKYMaeMbIMHU IOPOTMMH TOBapaMHu, HAIIPUMEp C MPOU3BOJICTBEHHBIM 000PYA0BAHUEM.

JUinTenbHbIE CPOKU BBIMOJIHEHMS 3aKa30B O3HAYalOT HENPHUATHOCTH JUISl CaMOM KOMIIAHMH,
IIOTOMY YTO YCJIOBHBIE 3aKa3bl 4YacTO OTMEHSIOTCS. A OTMEHa KpPYIHBIX 3aKa30B HapyllaeT
MIPOU3BOJICTBEHHBIN IpaUK U YBEIMUUBACT U3ICPKKU.

Camoo6cayKuBaHue ya00H0?

3amada yaoOCTBa JUIs KJIMEHTOB PEIKO MOMAagaeT B YHUCIO NPUOPUTETHHIX. Bo3bmure, k
npuMepy, KpyrmHble He(pTsIHbIE KOMITAaHUHM, KOTOPBIE B MOCJIEIHUE TOJIBI AKTUBHO COKPAIAlOT CBOU
CCTHU aBT03aHpaBO‘-IHBIX CTaHI_[I/Iﬁ C IIOJIHBIM CepBI/ICOM y aBTOI[I/I.HGPOB N 3aMCHAIOT UX MCHBIIINUM
KOJIMYECTBOM TPUHAJICKAININX KOMIAHUM MarasuHOB TOBApOB TIEPBOM HEOOXOAMMOCTH C
aBTO3amnpaBKamMu, HO 6€3 BO3MOXHOCTH PEMOHTA.

OTta TeHAeHIHS OOYCIOBIICHA psanoM (aKkTOpoB, BKIIOYAs XapaKTep IMOKYMaTeIbCKOTO
IIOBCACHUA, CTpeMJIeHI/Ie K HpI/IGBIJII/I, BaHI/I)KeHHyIO CTOUMOCTh 3C€MJIM, 3aKOHOAATCIbCTBO O
BpPEIHBIX BBIOpOCAX W 3aIIUTE OKPYXKAIOUIEH Cpeibl, MOTPEOHOCTh B Pa3yMHOM pacCIpeeICHUN
aKTHBOB.

Ho rme xe b »Toil TeHIEHIIMM YYTEHbl MHTEPECHl KIMEHTOB? PaccTosHue Mexay
peMOHTHbIMI/I

MaCTePCKMMH CTAHOBHUTCS JUIsI HUX HENPEOoJOJMMON mpomacTeio. Jlonrue odepenu B
aBTOCGPBI/IC BXOOAT B CI/ICTeMy.

[IpyumHa pocTa MOMYJSIPHOCTH aBTO3aMPABOYHBIX CTAaHIUH C CaMOOOCITY)XHMBaHHUEM HE



CTOIBKO B BO3MOXKHOCTU COKOHOMHUTHL 10 IOEHTOB Ha TaJlZIOHC 6€H31/IHa, CKOJIBKO B OTCYTCTBUU
kakoro Ol To HuU ObUTO cepBuca Ha A3C c¢ mosHbIM cepBucoM. Korma B mocnmegHuii pa3 Bac
Y3HaBaJIM, HA3bIBAJIM IIO HMCHU, HNPOTHUPATIM BETPOBOC CTCKIIO, MPOBCPAJIM YPOBCHbL MacCjia U
saymmBaiiv OensuH? Tak Obwt0 JieT 20 Has3az.

TEXOBC/JIYKUBAHUE U PEMOHT: UHCTPYMEHTbI IPUBJIEYEHUA K/IMEHTOB

Hexoropsie komnanuu, Hanpumep IBM, craBsaTcst OTIIMUHBIM TEX00CTY)KUBAaHHUEM, PEMOHTOM

ypoBHEM OOCIy>XUBaHUS B LeJIOM. PazymeeTcs, MOXKHO Ha3BaTb M Jpyrue BbLAArOIIHECs
KOMITaHUH.

MeHemkepsl B ATHUX KOMMAHHUSX YBEPEHBI, YTO OOCITyXKHBaHHE — 3TO TaKoe JKe
KOHKYPEHTHOE

MPEUMYIIECTBO, KaK MPOIYKT, KOTOPBI 00ecrieunBaeT UM TEXHOJIOTHYECKOe TPEUMYIIECTRO.

TexoOcnyxuBaHHE W PEMOHT — HX CEKpETHOE opyscue B Oopb0Oe 3a KIMEHTOB. A
«CEKpPETHOE» MOTOMY, YTO KOHKYPEHThl HUKOTJ]a He IOMMYT, J1Ja U HE TIOBEPSAT, YTO OHH HAroJoBY
Pa3rpOMIIEHBI «BCET0-HABCEr0» KaU€CTBEHHBIM CEPBHUCOM.

KoHkypeHTbl HUKak HE€ MOTYT MOHSTh MNPUYMHY YCTOWMYMBOTO mponseTanus IBM, xots
KOMIIAaHUSI OTKpPBITO MPHUIMCHIBAET JIbBUHYIO JIOJIIO CBOErO YCIE€Xa BBICOKOW KYJIbTYpe
o0CITy>)KUBaHUSI.

Ipoaaxku Kak cepBUC

Korna nmpojaBipl HAUMHAIOT TPUMEHSTh TEXHUKU OOCTYKUBAHUS KIMEHTOB, OHU MOJIY4YaloT
MPEUMYIIECTBO HaJ MPOJABIAMH KOHKYPEHTOB, JUIsI KOTOPHIX 3a00Ta O OJIaronojy4ny KIMEHTOB
3aKaHYMBAETCA MPU MOANKUCAHUM 1I0TOBOPA.

TexHuuecKkue CrHenualucThl KOMIIAHUHM, KOTOpas 3aHMMaeTcsi OypoBBIMH paboTamu yis
MpeanpusaTHil HeTera3oBoil OTpaciy, MOCEAIOT 3aKa34UKOB Mepe/l HayalloM MpoBeleHus padoT,
OCMAaTpUBAIOT IUIOMIAJKY M OOBSACHAIOT CHUTYallMIO TJABHOMY MWHXEHepy 3aka3uuka. Ilo
BO3BpaIIeHUH B 0UC OHU JAI0T PEKOMEHAAIINH.

KoHTponupyiiTe KauecTBO cepBUCa, KOTOPBII MPEAOCTaBIISAIOT Bl MIPOJABLBI HA MECTax U
TEXHUYECKHE CTEeIMANUCThl. BBl TOIKHBI OBITH YBEPEHBI, YTO OHHU HE TOJIBKO XOPOULIO BBIMOIHSIOT
CBOIO palboTy, HO U TIPOU3BOJAT XOPOIIIEe BIICUATICHHUE.

CoBpeMeHHbIH CepBHUC

Ccdepa pemoHTa OBITOBOI TEXHHKH MOCTEINIEHHO aJalTHPYETCS] K COBPEMEHHBIM DPEaHsIM,
HampuMep K OTCYTCTBHIO B3POCIBIX JOMa B TeUE€HUE pabOyero JHs.

Juk JxoyH3, OBIBIIMHA JUPEKTOpP MO CEPBUCHBIM oOllepanusiM B Maycor, CepBUCHOM
nojpa3/ieJIecHu KoMnanuu Maytag, pacckassiBaet, yTo Maycor npeanaraet ycnyry «llepBbiii 3aka3
yrpom» u «llocneanuii 3aka3 qHs». DTO 3HAUUT, YTO TEXHHUUECKUE CIIEIHATUCTHI NMPHOBIBAIOT B 8
yTpa U 4YacTO 3aKaHYMBAIOT PEMOHT JI0 TOTO, KaK XO35fMH JoMa ye3kaeT Ha paboty. Unm onm
MpUE3kKAIOT B 4-5 4acoB JHS, MOTOMY YTO JIFOJSAM JIerye MOpaHblIe YUTH ¢ paboThl, YeM MONacThb
JIOMOM JTHEM, BITYCTUTh TEXHHKA U TOTOM BEPHYTHCS Ha paboTy.

Panbme gupMbl 0 peMOHTY OBITOBON TEXHUKH PEIKO MPUHUMAIM 3aKa3bl HA KOHKPETHOE
BpeMs. Ho temepr 310 nmenmaercst Bce vame, roBoput Jlicoit Ilpetimk n3 kopnopanuu Whirlpool.



Ecnu mactep mpuObBIBaeT B YCIOBIEHHOE BPEeMsl, KITUEHTHI TEPSIOT MEHBIIIE BPEMEHH, YeM €CITU ObI
OH MPUXOAUJI TOT/1a, KOTJa 3aKOHYUT C TPEIbITYIINMHU BEI30BaAMH.

B mae 2002 r. Sears ycraHaBnuBajia HaM HOBYIO KYXOHHYIO ILTUTy. Macrtepa nubo
MIPUXOAUIIM HA HECKOJIBKO YacoB MO3Xke, HE 3acTaBasi Hac oMa, TMO0 BOOOIIE HE MOSBISUIUCE. [[is
MOE# CeMbH 3TO OBUIO KpaiiHe HeymoOHO W HempusTHO. OmepaTopsl W3 IEHTpa MpHUeMa 3aKa30B
BelIaId TPYyOKy WM THEpeKoyald Hac Ha KaKhe-TO HOMepa, KOTOpble HUKOI/a He OTBEeyasH.
HekoTtopeie koMmanuu Bpoje Sears 0 cUX TOp HUYEro He MOHsU. OHH JOBEPSIOT YCTAHOBKY
TEXHUKH IPYyruM (prupMam, KOTOPBIE MOIB3YIOTCS OpEeHI0M

Sears, HO He 3a00TATCS HA O Ka4eCTBE, HU O CEPBHUCE.

KoMmnanus 1omkHa OTCIeKUBAaTh U3MEHEHHUS! B IOTPEOHOCTSIX U 3allpocax CBOMX KIMEHTOB U
3HATh, KAK U3MEHEHUS B COLMATBHOW M SKOHOMHYECKOH chepax BIHSIIOT HA 3TH MOTPEOHOCTH H
3arpochl.

«TporsoauTsI»

B npouuiom «HeonpeeneHHoe» BpeMsl IPUX0/ia MacTEPOB [0 PEMOHTY BBI3BIBAJIO CEPHE3HOE

pazzpaxeHue KIMEeHTOB.

Juk Suronan, 6msnec-o6o3peBarens razersl Star Tribune m3 MwuHHeanonmca, MOAHST 3TY
TeMy B cBoeil pyOpuke. OH pa3Hec B MyX U NpPax «TPOTJIOAUTOB UHAYCTPUH CEPBHUCA, KOTOPHIC
Ooprotcs 3a pabouuii JaeHb ¢ 9 M0 5, HECMOTPS HAa TO, YTO CETOJIHS MPAKTHUYECKH BCE B3POCIBIC
paboTaroT U HE MOTYT MOACTPOUTHCS K TAKOMY JKECTKOMY I'paduKy».

«A HEKOTOpBIE TOCTYIAT U TOTO Xyke, — mumer Juroman. — OHM 1enblid IeHb aepxkKaT
BacC

3aJI0’KHUKOM, BBIHYX/1asi O€3BBIXOJHO CUAETh JOMAa U /1aTh, KOTJIa OHU COM3BOJIAT SIBUTHCA U
OTPEMOHTHUPOBATh BaM BOJOIPOBOJI WM KYXOHHYIO MIUTy. OHM Bcerja MpUXOAST B KOHLE AHS,
3a9acTyIO CJIMIIKOM TO3HO, YTOOBI BHITIOJHUTE Pa0bOTy, YTO O3HAYAET MEPEHOC "MeponpusTHs" Ha
JPYTOH IEHb U €Ille OJIUH JACHb OXKHJIaHUs. A HHOT/Ia OHU BOOOIIE HE MOSBIISTFOTCS.

Pa3yMHbIN cepBUC

[ToMuMO cKOpPOCTH OOCTYKMBAaHHUS CYHIECTBYIOT M JPYI'M€ MpPHUEMBI, KOTOPHIE MOMOTAIOT
3aBOEBATh yJIOBJIETBOPEHHE KIIMEHTOB IMIOCPEICTBOM CEPBUCA.

Hayunrte cBOMX COTpYIHHKOB HUKOT/J]a HE TOBOPHUTH KIMEHTaM 00JipbIM roiocom: «Ecin ata

TeXHUKa He OyaeT paboTarh, MPOCTO MPUHECHUTE €e 00paTHO». BMecTo 3TOro OHM JOJIKHBI
roBopuTh Tak: «Eciau 3Ta TexHuka He Oyaer paboraTh, HO3BOHUTE HaM. MBI 3a0epeM ee, a B3aMeH
MpUBE3eM HOBYIO». IMEHHO 3TO 00€MIal0T B CBOMX FapaHTUAX JIyUlINEe KOMITAHUU.

HenaBHo Most sxeHa Kynuiia B Sears MUKpOBOJTHOBYIO ieub Whirlpool n yctanoBuia ee Haz

KyXOHHOW mmuTol. [lpumepHO dYepe3 Mecsll OHA TOJy4YWsia YBEIOMJIEHHE O
MIPOM3BOJICTBEHHOM Opake — IeYb HeJb3s ObIIO UCTIOIB30BATh M3-3a OMACHOCTH BO3TOpaHus. Sears
BeJiesla €€ BepHYTh. Mosl jKeHa, MOTpaTHBINAas HAa YCTAaHOBKY mneud 150 moiul. U Kydy BpEMEHH,
npunuia B sipoctb. OHa OblIa Tak 371a Ha Sears, YTO BEPHYJIa UM 3Ty MUKPOBOJHOBYIO I€Yb U
KyIuiIa Jpyryro — APYroro Npou3BOJUTENS U B IPYrOM Mara3uHe.

Bam yno0HO, eciam KIMEHT MPUBOJIOK CBOIO CTHPAJbHYIO MallMHy B MacTepckyro. Ho s
KJIMEHTA 3TO CBSI3aHO C HEMAJIBIMU TPYIHOCTSIMH.

A BOT mpuMep pa3yMHOI'0 CepBUCa: OTIPABISACH K KIIMEHTY, MacTep OepeT ¢ co0oii 3am4acTy,
KOTOpBIE €My MOTYT TOHAJOOUTHCSA, YTOOBI HE HYXHO OBLIO TpephIBaTh padboTy W OexaTh B
MacTepCKYIo 3a He0OX0AuMoM JieTanbio. OH OBICTPO BBHIMOIHIET PEMOHT, SKOHOMS BpeMsI KIIMEHTA.
U, mpexxne yem yiitu, youpaer 3a coO0i.



Ceanc A OTHOIIEHUA C KITMECHTAaMHU

KayecTBeHHBIN CepBUC NpenarnojaraeT yMeHHe CTPOUTh OTHOLIEHMs C KJIMEHTaMH. beiBaer,
YTO KJIMEHTY HYXKHO CPOYHO OTPEMOHTUPOBATH TOBAp, U OH IPUXOAUT B SIPOCTh, €CIIU HE MOXKET
MOJyYUTh YCIyry HeMmeaneHHO. CepBHUCHBIH COTPYAHUK JOJDKEH YMETh YCHOKOUTh KJIMEHTa,
UCIOJIb3YS IPUEMBI, ONTMCaHHbIE B IIaBe 12.

I/IHOFI[a CCPBUCHBIM COTPYAHHUKAM MMPUXOAUTCA UMCTH ACTIO C Pa3rHCBAHHBIMU IMOKYNATCIIIMU
JIOPOTOCTOSIIECH OBITOBOM TEXHUKH, KOTOPBIE UCKPEHHE YBEPEHBI, YTO Pa3 TOBApP TAaKOW JOPOTOMH,
3HAYHT, PETYISIPHOE TEXOOCTY)KMBAHHWE M PEMOHT JOJDKHBI OBITH OECIJIATHBIMU HE3aBUCUMO OT
TOTO, IEHCTBYET HA HETO TapaHTHsI WU HET.

0 M0JIb3E BECIIJIATHBIX TEJIE®OHHBIX JIMHUA

B 1988 r. rpynna TARP coBmectHO ¢ Society of Customer Affairs Professionals (SOCAP)
MpoBeNia HCCIEOBaHNUE, TOCBSIIEHHOE HCIIONIB30BAHUIO OCCIIATHBIX TEIe(QOHHBIX JTUHHIA.
[ToaTBepauavch pe3ynbTaThl Tpeablaymero ucciaenoBanus 1983 r.. B OonsmmHCTBE cdep
nestenbHOCTH OT 60 10 80% KIMEHTOB, y KOTOPHIX €CTh BOMPOCHI U KOTOPBIE HE OOpaIaroTcs 3a
MTOMOIIIBIO, C/IeNIau OBl ATO, €CIu OBl CyIecTBOBaNIa OecriaTHas TeneQoHHAs JIMHHMS.

KnuenTsl, 4pM MOTPeOHOCTH HE YAOBIETBOPEHBI (BOMPOCHI OCTAIOTCS 0€3 OTBETa), — 3TO
OOMOBI 3aMe/IJICHHOTO JICUCTBUS, 3aJI0’KEHHBIC 101 MPUOBLTH KOMITAHHH.

Kak mpaBuiio, OTBETHI Ha 3alIpoChl IO 3JEKTPOHHOM NOYTE NPUXOIAT TOJIBKO uepe3 4-5 aHei.
N3 250 uccnenoBanHbix kommnanuen Jupiter ¢ 23 Hosi0ps mo 10 mexadbps 2001 r. nHTEpHET-CAaTOB
KOMIIAaHUH  pas3HbIX cdep ACSITeNTbHOCTH — aBTOMOOWIIECTpOCHHE, Ou3Hec, (DUHAHCHI,
3/IpaBOOXpaHEHUE, My3bIKa, (hacOBaHHBIE TOBAPHI, PO3HUYHAS TOPTOBJIS U MYTEIIECTBUS — TOJBKO
30% OTKIMKHYJIUCh U PEUIMIIU MPOOJIEMy B TE€UEHHE ILIECTH YaCOB — BPEMS, B TEUEHHE KOTOPOTO
OOJIBIIMHCTBO KIMEHTOB OKUIAIOT MOTYYUTh OTBET.

C/siomauTe 6Gapbepbl

becrinarubie TenedoHHBIE JTUHUM JIOMAIOT Oaphepbl, MELIAIOUIe KIHMEHTaM OOpaTHThCS 3a
IMOMOIIBKO W TOJYUYUTH OTBCTHI Ha CBOU BOIIPOCHI. B HHTCpPCCaX KOMIIAHUH 3HATb HYXKAbI H
MOKeJaHusl CBOMX KIMEHTOB. Takoe 3HaHWE BecbMa AP (GEKTUBHO H30aBIIET OT WUIIO3UM, CTOJNb
pacipoCTpaHEHHBIX CpeId PYKOBOAMUTENEH MHOTUX KOMIAHHMA, OyATO KIMEHTHI MOJHOCTHIO
JIOBOJIBHBI M OYyAYT MOKYIAaTh y HUX BeuyHO. ECTecTBEeHHO, eciiu TeHepalibHbIN TUPEKTOp U Apyrue
TOII-MCHC/PKCPBI HEC BUIAAT OTUYCTOB O >1<aJ106ax KIIMCHTOB, OHU MPCANOJarar0T, 4YTO KIMCHTBI
CYACTJIMBBI.

KoneuHo, ObIBaeT, YTO yCTAaHOBHUTH TOPSUYIO JMHUIO U COOOIIUTH O HEHl KIMEHTaM — BCe
pPaBHO YTO OTKPBITH IUIIO3bI HA mIoTuHe. Ho pa3Be Tak He A0KHO ObITh? Coriacurech, TPYIHO
YCIELIHO YIIPaBJIATh KOMIIAHUEH, 3aCYHYB I'OJIOBY B MEIIOK.

HNHTepHeT-caliT — ele o uH KIF0YeBOM 2JIEMEHT ycrexa 00l kommanuu. Ha Bce 3ampochl
KIIMCHTOB CJICAYCT OTBCYATHL B TOT KC IOCHb. K COXKaJICHHUIO, MHOTHEC (1)I/IpMBI npeaAnouIUuTar0T
HCIOJIb30BaTh aBTOOTBETYHUKH, OT KOTOPBIX MaJO TOJIKY.



Jlog1bHOCTB

Ecnm kimeHTaMm JIETKO M TIPOCTO CBSI3aThCsl C KOMITAaHWEH, OHHM OoJiee yaoBiieTBOpeHbI.
Oosiee JIOSUTbHBIL.

Uccnenosanue, npoBenenHoe rpynnoii TARP B ogHol W3 oTpacieid, moka3ano, 4To ¢ TOYKH
3peHMsI TIOBBIIIEHHS JIOSUIBHOCTH KIMEHTOB OecrjiaTHble Tele(QOHHBbIE JHHUM HAMHOTO
s¢dekTuBHEe, YEeM CHCTEMbl, OCHOBAaHHble Ha mepenucke. KiMeHThI, KOTOpble 3BOHAT Ha
OecrutaTHbI TeneOHHBI HOMep, Oojiee yIOBIETBOPEHBI CaMHM IIPOLIECCOM KOHTaKTa M €ro
pesynbratamMu. CoBpeMEHHBbIE JIIOAU IEHAT OBICTPYIO PEAKIMI0 U OINEepaTUBHBIE OTBETHl —
OTJIMYUTENBHYIO UEPTY FOPSIUUX JTHUHUI.

CucreMma paHHero onoBeueHusA

BecruiatHble TenedoHHbIE JIMHUU Cpa3y M3BECTAT Bac O MpodiieMax — MPOM3BOJICTBEHHBIH
Opak, HeBEpHbIE MPOLEIYPhl WIH TPYAHOCTH, C KOTOPHIMU CTAaJKUBAIOTCS KJIHEHTHI. Kak TOJbKO
MOSIBIISIFOTCS TIEPBbIE MPU3HAKU MPOOJIEMBI, BBl MOXETE cpa3y MOAPOOHO pacClpOCUTh KIMEHTOB,
9YTOOBI y3HATH JI€TANIU, BBISICHUTH IPUYUHBI TPOOIEMBI.

CepBuCHBIC COTPYTHUKH, OTBEUAIONINE HA 3BOHKH MO OECIJIATHBIM JIMHUSM, MOTYT BBISIBUTH
TaKM€ HIOAHCHI B OTHOILIEHUSX KIMEHTOB, KOTOpPhIE HUKOI/Ia HE BCIUIBIBAIOT B (OpMabHBIX
UCCIIEIOBAaHMAX. DTO OYCHb IIeHHAas WH(OpMamus, HO HEMHOTHE KOMITAHUU TIPOBOMST TIIyOOKHe
HCCIIEA0BAHMS, MO3BOJISIIONINE JTOCKOHAJIBHO ONPENEIUTh, OT YEro 3aBUCHUT YJIOBIETBOPEHHOCTH
KJIUEHTOB.

[ToaTomy pazpaboTaiite cucreMy HHPOPMHUPOBAHUS W aHANIM3a, KOTOpas IOMOXKET BaM
BBIWICHUTH 3apOsKJaroIuecs MpoOieMbl U3 3BOHKOB Ha OecriaTHbIE Tele(OHHbIE TUHHH.

YBepeHHOCTD B cebe

Mopuc Maiio, mpesuneHT ¢upmbl Maio Plumbing, Bemymiero mpeanpusitus MO PEMOHTY
BOJIOIIPOBOJHBIX M CAHTEXHUYECKUX cucteM B paiioHe Can-Jluero, mpu HaiiMe COTPYIHHKOB
oOparraeT BHUMaHHe Ha YBEPEHHOCTb KaHauaara B cebe. Ha 1omKkHOCTh Tesne()OHHBIX OnepaTopoB
OH HaHMMaeT MPUBJIEKATENbHBIX, YBEPEHHBIX B ce0e¢ JKCHIIWH, a IO CTeHaM KOJJI-LEHTPa
yCTaHABJIMBAET 3€pKajia, YTOOBl OHM BCErJa MOTJM JI00OBaThCs co0Ooil. JKeHmmHa, KoTOpas
YyBCTBYET ce0s NPHUBIIEKATEIBHON M PEryIsipHO yOekmaeTcs B 3TOM, IUIAAS B 3epKaio, Oyner
APYKeI00HON U O0IUTENFHON, TOBOPS MO TenedoHy, cunutaer Maiio.

3epkania YCTaHOBJICHBI TakUM OOpa3oM, YTOOBI >KCHIIMHBI MOTJIM BHJETh cels, Korja
pasroBapuBaloT Mo Tese(hOHY — M 3aMETHTh, YJIBIOAIOTCS OHM WM HeT. Maifo cuuTaet, 4to Korja
YEJIOBEK yJIbIOAETCsI, TOJIOC CTAHOBUTCS OoJiee J0OpOKeTaTETbHBIM.

Kopmopamust Toyota, koropast yxaensier oco0oe BHUMaHHE BEXIMBOCTH C KIHEHTaMH,
€XKETHEBHO OIIEHUBAET pabOTy CBOMX TeJIe(POHHBIX OMEpPaTOPOB.

3aTpartsl

3aTparel Ha OOCTy)XMBaHUE OECIUIATHBIX TeIC(HOHHBIX JUHUM OOBIYHO KOMITEHCUPYIOTCS 3a
CUCT HNOBBINICHUA HNPOAYKTUBHOCTU IICPCOHAJA: HUCCICAOBAHHA IMOKA3bIBAKOT, YTO COTPYAHUKAM
TpeOyeTcsi ropa3io MEHbIIE BPEMEHH, YTOOBI OTBETUTH KIIMEHTY T10 TeJe(OoHY, 4YeM IMIUCbMEHHO.



Bot uto roBoput 0 OecrutatHeix HOMepax JDkoH ['yamaH, mpe3uIeHT HcClea0BaTeNbCKOM
rpynnsl TARP: «Bam puck munumanes. Ecnu k BaM mocTymaeT Majio 3BOHKOB, 3HAYWT, W Ballld
3arpaThl OyayT Maibl. Mbl OOHAPYKUITH, YTO KaXk/Iass MHHYTA, IIOTpauyeHHas BaMU Ha TH 3BOHKU, B
OOJILIITMHCTBE CIydaeB 0oyiee ueM OKyIaeT ce0sl C TOUKH 3PEHHS TOBBIIICHUS PO U TPUOBLIN.

[To omenkam AMEpUKAaHCKOW accOIMAllii MEHEKMEHTa, 3aTpaThl Ha OOCITy>KHWBaHUE
OecrutaTHOM TenedOHHOW IMHUHM COCTaBIAOT 0,5 MIIH MO, B TOA JUJIi CaMbIX KPYITHBIX
nosib3oBareneil. Cpemuue 3arpaThl 0O0BIYHO mpeBbImaroT 250 Thic. moiut. Tak, kommanuu Oscar
Meyer omuH 3BOHOK 00XomuTcs mnpuMepHo B 6 goiui. CorilacHO JaHHBIM AMEPUKAHCKOM
accoIlMalliiu MEHEDKMEHTa, 0oJiee MOJIOBUHBI KOMIAHUH ¢ 00beMOM TpoAax cBbiie 10 MITH q0JUT.
WCIIONB3YIOT OecriaTHeie TenedOHHBIE HOMEpa I TMpueMa >ajlo0 W 3aKa30B M OTBETa Ha
BOIIPOCHL.

HarsisgHble npuMephbl: 6ecniaTHbIe TeJiepOHHbIE HOMepa

Komnannu agantupyloT cUCTeMbl OeCIIaTHBIX TeIe(QOHHBIX JMHUHN MO/ CBOM KOHKPETHBIE
HYK/[Ibl, YTOOBI JOOUTHCS YAOBIETBOPEHHOCTH KIIMEHTOB U 3aBOEBATh UX JIOSIIBHOCTb.

Ilentp orBeToB GE — 3TO HE MPOCTO CEPBUC, 3TO CIOKHBIH MAapKETUHIOBBII MHCTPYMEHT,
Nnpejiaralomui  KJIMEeHTaM [UPOYANIIMKA  CIEKTP NPEANPOJa)KHOTO M MOCIENPOJaKHOTO
obcnyxxuBanus. C Llentpom orBeToB GE KIMEHTBHI MOTYT CBSI3aThCs MO Tene(oHY, NEKTPOHHOU
MoYTe WM 4Yepe3 MHTEpPHETcauT www.geappliance.com. CrnienmuaiucTsl IIeHTpa OTBedYaroT Ha 1,7
MJIH Tele(OHHBIX 3BOHKOB B Trojx M oOpabatbiBaioT Oosiee 90 ThIC. SJEKTPOHHBIX IIHCEM, a
KOJIMYECTBO MOCEIIEHNN UX BeO-caifTa mpeBbimaeT 1,3 MIIH B TOJ.

I'oBoput Ysunu bpayn, menemxkep Llentpa orBetoB GE: «B GE Appliances Mbl cuntaeM, 4To
KJIIUEHT JOJDKEH HMEThb BO3MOYKHOCTh MCIOJB30BaTh [UIl CBSI3M C HAaMHM TO CPEIACTBO
KOMMYHHUKAIIMH, KOTOpoe eMy HaubOosnee ynoOHO. KIHMEHT MOXeT MOroBOpUTh C JKUBBIM
ONEpPaTOpPOM, CBSI3aThCSl C HAaMH IO JJICKTPOHHOW MOYTE WM 4Yepe3 T0JIOCOBOM MHTEPAKTUBHBIN
CepBep MM TIOCETHTh Hall MHTEPHET-CAalT, HAa KOTOPOM TMPEJCTaBlIeH MOJHBIA Habop
WHCTPYMEHTOB JIJI1 CAMOCTOSITEIbBHOW TUArHOCTHKN.

Komanga llentpa orBetoB GE oueHb ropautcs TeMm, Kak OHa IIOMOraeT KIMEHTaM U
MOBBINIACT JIOSUTBHOCTH OpeHny. llenTp pabGotaer 24 waca B cyTtku 365 mgHed B Tofay, 4TOOBI
KIIMEHTBI MOTJIN CBSI3aTHCSI C HUM B JIF000€ yI0OHOE BpeMs.

B xomnanuu Coca-Cola ectb cBost ropsiast imaust 1-800-GET-COKE, riiaBHas 11e1s KOTOpoi
— TOOIIPUTH O0paTHYIO CBs3b. Pomkep Hawmm, ObIBIIUIT AMpEKTOp MO padoTe ¢ KIUEHTAMH B
Coca-Cola USA, roBopuT, 4TO, MO JaHHBIM HEKOTOPBIX HCciea0BaHHM, W3 50 HEZOBOJBHBIX
KIIMEHTOB KaJlyeTcsl TONbKO oAuH. OcTanbHble 49 TPOCTO MEHSIOT OpeH[a; MOSTOMY HAMTH HX U
HaJIaJIUTh C HUMH KOHTaKT — BBITOJIHO C TOYKH 3peHUs OM3Heca.

be3 ropsiueit MTMHUM KOMIaHUS MOTJIa Obl HUKOTa HE OCO3HATh BCIO TIIyOMHY CBOEH OIIMOKH,
KOTJla TIONBITAJIach 3aMEHHUTH CTapyro no0pyro Coke HOBBIM mpoaykToMm. B 1985 r., cpasy mocie
nosiBrieHust B nponaxke New Coke ¢ HOBOM (opMyInoii, KOJTHMYECTBO 3BOHKOB Ha TOPSUYIO JIMHUIO
BeIpociio ¢ 400 o 6onee 1200 B neHb. JIeBATh U3 ACCATH M3 HUX OBUIM OT MOKYyMAaTeliel, KOTOPhIE
roBopui, uto npexHss Coca-Cola HpaBuiace UM OoJbILe.

Ha cnenyrommii 1eHs mocie Toro, Kak kKoMrnaHus BepHyJa crtapyto Coke nojg umenem Coca-
Cola Classic, m0o3BOHHIO 18 TBIC. YEJIOBEK.

BecniaTHbI HOMep AJ1sl KaXKAOT0 NpeAcTaBUTe 1A

B noapazaenennn TekcTHIIbHBIX BOJIOKOH Kopriopamuu E.I. du Pont de Nemours tenedonnas
cuctemMa Ha ocHoBe JuHMi WATS (wide-area telephone service) moctymHa BceM. OTIenbHBIN



TeneOHHBII HOMEp €CTh Y KaXJI0T0 MPECTaBUTEINS CIIY>KOBI IO paboTe C KIIMEHTAMHU.

O} bheKTUBHOCT, M OMEPaTUBHOCTh — JIO3YHT KoMmianuu Bio-Lab. Ona otcnexuBaeT
MHTCHCUBHOCTh 3BOHKOB M YBEJIMYMBAET KOJIMYECTBO JIMHUK TpU HeoOXoaumoctu. braromaps
TaKOMY IIOJXOAY €€ KJIMEHTbl HHUKOIJa HEe CibIaT B TpyOKe CHUrHail «3aHATO». B oTnmene
oOciy>kuBaHus KIHeHTOB Bio-Lab nMeercs «yHUBepcalbHBII MPOLECCOP YIPABICHUS 3BOHKAMI
U 3amuchiBaroliee 000pyI0BaHNE, KOTOPBIE HE JOMYCKAIOT, YTOOBI HA CTOJIE Y COTPYJHHUKA 3BOHUII
TenedoH, Korjia TOT 3aHAT Pa3rOBOPOM C APYTMM KJIMEHTOM. briarogaps TakoMy 000pyI0BaHHIO HU
OJIMH BXOJSIINI 3BOHOK HE ocTaeTcst 6e3 OTBeTa.

KpynHeiimas ceTb Mara3uHOB TOBapoB IMepBoil HeoOxoaumoctu norparumia 200 TeIc. O
Ha TOpAYYIO JIMHUIO, YTOOBI OTBEUaTh HAa BOIIPOCHI IMOKYyNATENIEH U MPUHUMATD 5Ka00bl, TOBOPUTCS
B oTYeTe AMEPUKAHCKOI accouualuu MeHexMenTa. Ha craepyrommii rog ee J0X0Abl OT IMPOJaXK
BbIpOCHU Ha 19%.

KomnaHnus akTHBHO HCIONB3YyeT O€CIUIaTHYIO Tele()OHHYIO JMHHIO, XOTS BCE MPOJAXKH
COBEpILIAOTCS 33 MPUIIaBKaMU Mara3nuHOB.

XuMHUECKass KOMIAHMs CpelHero pasmepa Bioxwia 350 Teic. OJII. B YCTaHOBKY H
obcnyxkuBaHue ropsded JuHMM. OHa XoTena, 4YTOObl €€ MpOoJaBIbl MOIVIM HANpPSIMYIO
KOHTAKTUPOBaTh C TMOTPEOHUTENSIMM, MHHYS PO3HHYHBIX TOProBuEB. B pesynbTare mnpomaxu
BbIpocin Ha 20%.

Topsa4yue IMHUU B HepaGoyee BpeMs

[TponzBoauTENH 3X0JIOTOB 1715 JIOBIK pbiObI Humming Bird yka3piBaeT Ha CBOMX MPOJYKTaxX
HOMeEp Topsueil TeneOHHON JTMHUH, KOTOpas paboTaeT Mo cyd0oTaM U BOCKPECEHBSM, T. €. Korja
3TO HYXKHO IMOKYIAaTeNlsM. JTa KOMIIAaHUS MOHHMMAeT BCIO CHUIy MPEBOCXOIHOIO OOCIIyKUBaHMUS,
OTJIMYUTENBHBIMI YepTaMH KOTOPOTO BBICTYMAIOT yAOOHBIE JUIsI KIMEHTOB 4Yachl palboThl U
KOMIIETEHTHBIE, TOTOBBIE IOMOYb COTPYJHHUKH Ha TeJIe(OHE.

B orinume ot Hee HEKOTOpBIE (PUPMBI CO3AIOT CUCTEMBI U MPOLEAYPHI, YIOOHBIE JTUILb IS
HUX CaMMX, HO HE JUIsl UX KIIUEHTOB.

PoGept Ilacropunu, OBIBIIMK AUPEKTOp MO KadecTBY W MapkeTuHry Allstate, yrBepxnaaer,
4TO B cpepe cTpaxoBaHUs Oyayllee NPUHAUIEKUT KOMIIAHUAM, KOTOPbIE TOCTYIHBI JJIs KINEHTOB
U TOTOBBI JACWCTBOBATh 24 yaca B CYyTKH, a HE T€M, KOTOpPbIE TACCHBHO MPUHUMAIOT COOOIIECHUS U
OKa3bIBAIOT MIOMOIIb TOJIBKO TOI' /1A, KOT'/Ia 3TO UM YA00HO, a HE KOI/1a 3TO HY>KHO KJIIMEHTAM.

Komnanus Standard Rate &amp; Data Service, uznaromiast CipaBOYHUKH O JI€HCTBYIOIIUM
paclieHKaM Ha peKjlaMy U TEXHMUYECKHM TpeOOBaHUAM Ul MEPUOANYECKUX WM3/IaHuil, edaTaeT Ha
00JI0)KKe MpsIMbIe Tese(hOHHbIE HOMEpa BCEX CBOMX TOIM-MEHEIKEPOB, BKIIIOYAsl IPE3UICHTA.

Canada Post Corporation, kaHajckuii aHajor mouytoBoi ciykO0ei U.S. Postal Service,
UCTIOJB3yeT KOMITBPIOTEPU3UPOBAHHYIO TeNe()OHHYIO CHCTEMY, KOTOpas JaeT OTBEYAIOIIUM Ha
3BOHKU COTPYJHHKAM MIHOBEHHBIH JOCTYN K HMH(QOpPMALMU O IOYTOBBIX KOAAX, Tapudax,
NPOAYKTaX W yciayrax. DTH BOIPOCH Hambosee yacTo 3amatoT KiaueHTel. B 2001 r. cucrema
obOpaborana 6onee 9 miiH 3BOHKOB. B HOsi0pe 1995 r. xopmopalius OTKpblUIa CBOW WHTEPHET-CANT,
KOTOPBIH B HAaCTOsIIEE BpeMs eKEIHEBHO nocemnaer 6osee 11 Thic. 4enoBex.

B npexHue BpeMeHa MbITaTbCs JO3BOHUTHCS 0 MOYTHI OBUIO BCE PABHO UYTO IOJIb30BATHCS
Tene)OHOM B CTpaHax TpeThero Mupa. HauaTh ¢ TOro, 4ro HalWTH HYXHBI HOMep OBLIO
IIPAKTUYECKH HEBO3MOXKHO. Korza ke Bbl BCe-Taku €ro HaXOJWJIH, JIMHUS OKa3blBajach MOCTOSHHO
3aHATOW. M maxe ecnu BaM BE3J0 M BBl JI03BAaHUBAINCH, TO YEJIOBEK Ha TOM KOHIIE NPOBOJA
3a4acTyr0 He MOT MJIM HE JKeJajl OTBETUTh Ha Balll BOIIPOC.

OG6y4yeHMe NepcoHa/Ia 00CAY>KMBAHUIO TOPAYUX JIMHUU



B Procter &amp; Gamble HOBBIE CEpBUCHBIE COTPYIHUKH MPOBOJAT YETHIPE-MATh HEACIb B
YUeOHBIX ayJUTOPUAX, YTOObI HAYYUTHCS YCIIOKAaUBaTh Pa3rHEBAHHBIX KIMEHTOB M pelaTh HUX
npobaemMbl. OMH TpeHep 00y4yaeT MmepcoHan 0a30BBIM HaBBIKAM OOIIEHUS IO TeseOHY, KOTOPhIE
OOJIBIIMHCTBY JIIOAEH MOTYT MOKAa3aThCsl 3JIEMEHTAPHBIMHU, HO KOTOPbIE, K COXKAJIEHUIO, HEU3BECTHBI
MHOTHM COTPYJHHKAM.

* OtknagpiBass TpyOKy B CTOpOHY, Bcerna Haxumarh KHonky Hold, 4ToObl 3armymuTh
(GoHOBBIE Pa3roBopbl. KilMEHT MOXET yciblaTh pa3roBOp, KOTOPHI HE MpeJHa3HaueH IJs ero
yIIel, WK Jaxke KOH(QUISHITNAIBHYIO HHPOPMAITHIO.

* Becerpa crnpammBarh y 3BOHSIIETO KJIMEHTA, MOXKET JIM OH MOAOXKIATh HA JIMHUH, HIPEXKE
YeM OTKJIAAbIBaTh TPYOKy. HekoTopble COTpYIHHMKH 3alal0T BONPOC, HO HAXKUMAIOT KHOIKY
Ipexzae, 4eMm ycabluaT oTBeT. [lo JaHHBIM MHOTOYMCIIEHHBIX ONPOCOB, 3TO IMPOCTO OecHT
KIMeHTOB. MHOrma coTpyaHuk Bpoae Obl jeraeT Bce NMPaBHIIBHO: KaK €ro Y4YMJIH, OH CHHUMAaeT
TpyOKy 10 TpeTbero 3BoHKAa. Ho eciam B JaHHBII MOMEHT OH YE€M-TO 3aHST, TO TOBOPHUT C
MIPUTBOPHON BEXJIMBOCTHIO: «BBI MOkeTe HeMHOTO Mook aaTh?» W Haxxumaer «Hold»! Yenosek
Ha TOM KOHIIE ITPOBOJIa OCTAETCSI C OTKPBITBIM PTOM, HE yCII€Bas OTBETUTh. DTO OTIMUYHBIN CIIOCOO
MIPUBECTH KJIMEHTA B SIPOCTb.

* Henb3st ecTh M NuTh, pasroBapuBas Mo TeaeQoHy.

* [loMHHTB, YTO Ballle OTHOIIEHHE BJIMAET Ha Ball rojoc. Ecau Bo Bpems pa3roBopa BB
3aKaTheIBaeTe K HEOY I1a3a WM FPUMAaCHUYAETEe, KIIMEHT MOXKET 3TO «YCIbIIIAThY.

* Yp16aThCsl, YTOOBI B BallleM TOJIOCE CKBO3MJIA YBEPEHHOCTh B ce0e U SHTY3Ha3M. Takum

IPUEMOM OOBIYHO MOJIB3YIOTCS AUDKEN Ha paiuo BO BpeMs 3pupa.

MEJIOYH ITPOU3BOAAT O'POMHOE BITEYATJ/IEHUE

ABTOMaTH3UpPOBaHHbIE Tele(OHHbIE CHCTEMbl CTOMMOCTBIO 1 MIIH [10JI1., HECOMHEHHO,
UTParoT

BaYKHYIO POJIb B KOPIIOPATUBHOM IporpaMme oO0CITyKHUBaHUS KJIUEHTOB, HO HE MEHEE BaXKHYIO
poNb WrparoT U «Menoun». [loMHUTE: mapTusi 4as, KOTOpyro cOpocunu B Mope B BocToHCcKoM
MOPTY, TIO0 MPOIIECTBUH ABYX COTEH JIET MOKET IMOKa3aThCsl HaM MeJI0Ybl0, HO OHA OblLIa OJIHOM U3
HCKp, OT KOTOPBIX Pa3ropesicsi OroHb aMEpPUKAHCKON pPEeBOJIOLINH.

BoT elie HECKOJIBLKO «METOUEH.

1. ToroBHOCT, TOMOYB. Korma y KiIMEHTa €CTh BOINPOC, OT COTPYTHUKOB Tpedyercs
BEXJIMBOCTh W TeprieHHe. Bompoc — 3TO BO3MOXKHOCTH MOMOYbL KIMEHTY W 3aBOEBATh €ro
JOSUTBHOCTh.  XOPOIIIO MW3Y4HUTE TOTPEOHOCTH M 3ampoOChl CBOUX IOCTOSIHHBIX KIIMEHTOB.
[IpenyraapiBaiiTe UX, KOrJa MOXKETE.

2. UYectHocth. Hampumep, odummanTka MOAXOIUT K TOCTSIM pPECTOpaHa M YECTHO
MpeyNpexaaeT, yTo u3-3a O0NbIIOro 00beMa paboThl HA KyXHE UM MPHUAETCS MOJ0KIaTh, BMECTO
TOTO YTOOBI MPUIYMBIBATh KAKHE-TO OTTOBOPKH, PACCUUTHIBAsI N30€kKaTh HEJIOBOJILCTRA.

3. HagexxHocTh. bicTpo mepe3BaHMBaTh B OTBET HA 3BOHKHM KJIIMEHTOB. BoBpemsi MpuxoauTh
Ha Ha3HadyeHHbIE BcTpedn. Cpasy 3BOHUTH KIMEHTaM, KOTJja MPUOBIBaeT 3aKa3aHHBIA UMHU TOBap.

4. Crapanue. Jlenatp OoJblie, 4eM OXHAACT KIUEHT. YeloBeK, KOTOPOMY TOBAap HYKEH B
cy000Ty, 4TOOBI B MOHEACTFHUK PAHO YTPOM OH MOT yeXaTh, 3alIOMHHUT Ha JIOJTHE TOJbI, €CITU BB
JIOCTaBUTE €My TOBap €O CKkjiaaa B cy00ory. CrapaTbcs — 3HAYUT NPUHATH 3aKa3, KOrja Ball
KOMITBIOTEP BBIIIEN U3 CTpos. Eciu coTpyAHUK 3asBIIsSET, YTO OH HE MOXKET MPUHATH 3aKa3, TOTOMY
4YTO eMy MPUIETCS 3aluChbiBaTh €ro0 BPYYHYIO, TEM CaMbIM OH TOBOPHUT KIHEHTY: «S He Xouy
MOMOTaTh BaM, €CJIU JJIsl 3TOr0 MHE MPUIETCSA OTPYAUTHCS».

5. JInunasg OTBETCTBEHHOCTh. OTHOIIIEHHE «ITO HE MOE JICJIO» CTPOro 3ampenieHo. B orene
Hilton B asponopty Hopdonka (mutar Bupmpkunus) mo0oi cOTpyIHUK, KOTOPOTO OCTAHOBUT TOCTh
U TIOXKAJIYeTCsl, YTO y HEro He XBaTaeT IOJIOTEHEell, MOWJIET B XO3SHUCTBEHHYIO CIYXO0y M cam



He3aMeJIUTENIbHO TPUHECET eMy MoyioTeHua. Jlaxke ecinum 3TOT COTPYJHUK — MEHEIKep M0
nponaxaM. ['eHepanbHbie MeHeKephl B cetn oteneil Garlin Hotels Corporation o6bsiBum ¢pasy
«3TO HE MOE JIeNo» BHE 3akoHa. JII0O0OW, OT KOTo yCHBIIIAT 3TH CJIOBA, MOTY4YaeT yIbTUMATyM
HarogoOue Toro, 4rto nehctByeT B BoenHo-mopckom ¢mote CIIA: «Mnmm cooTBeTCTBYH, WIH
BBIMETANCA.

PykoBoJICTBO MpeAnoYnTaeT CAbIIaTh OT COTPYAHUKOB: «M3BUHUTE, 3P, g OBLT HE B Kypce
aToil cutyanuu. Ho s cienaro st Bac Bce, YTO HYKHO, HE3aMEJIUTEIILHOY.

I'oBoput Ixxex KumOomn, OpiBIINIA reHepanbHbIA MeHekep kiyoa Rivers Club B [TutcOypre
(mrrat [TencunbpBanus): «Mbl HE MEJIOYUMCS, pa3pelas kano0bl KueHToB. Hanpumep, ecinu wieH
KJIyOa HEI0BOJIEH KAKUM-TO OJIF0JIOM, HUKTO 32 3TUM CTOJMKOM HE IJIATHUT 3a €Iy».

[ToBcenHeBHBIE IEHCTBUSI OOCITYKMBAIOIIETO TIEPCOHANA, HE3aMETHbIE HW3HYTPU, MOTYT
MOPOXKJATh y KIWEHTOB YYBCTBO CKPBITOM BpaxJAeOHOCTH 10 OTHOIICHHIO K KOMIIAHHH.
TenedoHHBIE ONIEPATOPHI, CIICIUATHCTHI IO TEXOOCTY)KHBAHUIO, CITyKalllie, BEICTABISIONIUE CUETa,
Y MHOTHE JPYTrue COTPYAHHUKHU PETYISIPHO KOHTAKTUPYIOT C KJIMEHTAMH, HO JIaXe T€, B JOKHOCTH
KOTOPBIX YETKO YKa3aHO «CEpPBHUC», 3a4acCTyl0 HEOCO3HAHHO MOJAPBIBAIOT UMUK KOMIIAHUU.
CoTpyIHUKHM HH3IIETO U CPEJAHEr0 YpOBHS, HE MOMAJAIOLIMEe B 30HY BUJIMMOCTH PYKOBOJCTBA U
KIIMEHTOB, CIIOCOOHBI TepeYePKHYTh (P (HEKT MIILTMOHOB JTOJUIAPOB, IOTPAUYEHHBIX HA MAPKETUHT H
pekinamy. OckopOuTeTbHbIE HATOMUHAHUS 00 OIUIaTe, paBHOAYIIHME MPU OOIIEHUH 10 TeaedoHy 1
cdera, MOX0XKUE Ha OOBUHHUTEIBHBIC aKThI, KK/ JEHb MPEBPAINAIOT KIIMEHTOB BO BPAroB.

«Memoum» HAIONTO OCTAIOTCA B MaMATH. VIMEHHO OHM TIOMOTAalOT MPEBPATUThH JHO00H
MarasuH, NpeANpPUsATHE, CKIIA]] WK CEPBUCHYIO KOMIIAHUIO B «IIEHTP 0OCITY>KUBAHUS KIIUEHTOBY...

I'naea 11. Moil kaueHm moti dpye

KAK COXPAHUTbD JIPY3EHN

Uto KacaeTcs pa30dyapOBaHHUNA W HEBBITTOJIHCHHBIX OOCIIaHNN, TO 37¢Ch Y KIIMEHTOB
MaMsTh, KaK y cioHa. [IpuaTHBIC BOCIIOMHHAHUS MOTYT MOTYCKHETh, @ OOUJIBI OCTAIOTCS
Ha BCIO JKU3Hb.

Gallup Management Journal, 2001 2.

CepBuc TpeOyeT MOCTOSHHOTO U HeocnabHOro BHMMaHUA. O HEM MEHEKEphI JOJKHBI
TyMaTh

KKl JIeHb. HoBBIe mporpaMMbl 00CTYKUBaHUS KIMEHTOB 0€3 PEeryispHOro OOHOBIICHUS
HAYMHAIOT OYKCOBaTh MPUMEPHO Yepe3 roj-noiartopa. M He3aBUCHMO OT TOrO, CKOJIBKO CHJI U JIEHET
BJIO)KEHO B 3Ty NpOrpaMMy, MEHEKEPbl U PSAIOBBIE COTPYAHHMKH BpsA JH OYAyT Tak Xe
CTPEMUTHCS K KAYECTBEHHOMY CEPBHUCY MECSIBI U TOBbI CITYCTS ITOCIIE €€ TOPKECTBEHHOTO 3aIlyCcKa,
KaK OHU CTPEMUJIMCh CHavasa, Ha MepBOM BOJIHE BOOYILIEBICHHS U SHTY3Ha3Ma.

[IporpamMmel moompenuii mnpuenaroTca. PykoBoguTenu TepsarOT uHTEepec. Bce Menkue
npoOyieMbl yxe perneHbl. [lepBolit aTam 0O0y4deHus AaBHO 3akoH4YWiIcs. M The-to depes roj wid
OKOJIO TOTO Iporpamma c¢ 00Aporo mara MepexoiuT Ha cTapueckoe mapkaHbe. MIMeHHO B 3TOT
MOMEHT KOMITAaHUH TEPSAIOT HHTEPEC K CEPBUCY.

Ceanc: AUHAMHU4YHAA CTpaTEeruAa



Ecnu BBl He XO0TUTE MOAOOHON y4acTu il Balleld KOMIAHWM, €CJIM Bbl HE XOTUTE YBUIETb
CHaja W 3aKaT KyJbTyphl U HABBIKOB OOCITYKHBaHUS, OTHECUTECh K CEPBUCY KaK K JWHAMUYHOU
crpareruu. [IoTpeOHOCTH U 3ampOCHl BalllUX KIMEHTOB M3MEHSIOTCS. 3HAUMT, M Balla MporpaMma
o0CITyKMBaHUS KJIUEHTOB MOJKHA H3MEHAThCA. OHa J0oKHA OBITh JUHAMHYHOM, MOTOMY 4YTO
TEH/ICHIIMHN TOSBIAIOTCS M HCYe3aloT. MEHSIOTCS COLMalIbHbIE U HKOHOMHUYECKHE YCIIOBHSL.
[IpoucxoasaT 3HaUUTENbHBIE AeMorpaduuecKkie N3MEeHEHUs1, TOITOMY MOCTOSIHHO BO3HUKAIOT HOBbIE
NOTPeOHOCTH U 3aIPOCHI.

UccnenoBanue, mpoBenenHoe kommnanued Gallup, mokassiBaeT, 4TO MHOTHE KOMIIAHUU
HE/I0OLEHUBAIOT BIUSHHE JIOSUIBHOCTH KIIMEHTOB Ha 00bEM MPOJaX U IpYrHe BaKHbIE ITOKA3aTeIH.

CoTpynHUKH, KOTOpPBIE HETIOCPEICTBEHHO PadOTAIOT C KIMEHTaMH, HE TOJIBbKO MPEICTaBISIOT
OpeHIl, HO B BOCIIPHATHN KIIMEHTOB CaMH CTaHOBSTCS OpeHaoM, yreepxkaaetr Gallup. CornmacHo ero
WCCIICIOBAHUIO, KJIMEHTHI TEJICKOMMYHUKAIIMOHHBIX KommnaHuii AT&amp;T u MCI, kotopsie
CTOJIKHYJIUCh C HEHAJEKHBIM U HEKAYECTBEHHBIM CEPBUCOM B mpouuioM, B 1,9 u 2,4 pasza yaiue
TOBOPST, YTO HE 00paTATCS K ATOMY IIPOBaiIepy B OyIyIIeM.

[Taccaxupbl, KOTOPHIM MOHPABMIIUCH COTPYIHUKH U cepBuc aBHakoMnanuu United, B 18 pa3

BEpoOsTHEE BHIOEPYT 3Ty KOMIAHUIO CHOBa. HampoTuB, Ajisi maccaKMpoB, CUUTAIOLIUX, YTO
United npeycrneBaeT TOJIBKO B CBOEH pekiiame, 3Ta BEpOSITHOCTh paBHa 6. Te ke, Koro ycTpanBaeT
pacniucanue nosnetoB United, B 3 pasa yarie roBopsT, 4TO BEPHYTCA.

Ecnu mocerutenu 3aBejeHUH OBICTPOTO MUTAHUS CYUTAIOT, YTO MEPCOHAT XOPOIIO padoTaerT,
BEPOATHOCTH, YTO OHH MPHUAYT B 3TOT PECTOPaH CHOBA, MOBHIIIAETCS B 5 pas.

BbIBoJ oueBHIeH: OTJaua OT J10JUIapa, BIOKEHHOTO B YEJIOBEYECKMI KamuTaj, OOJblIe, YeM
OT JI0Ju1apa, MOTPAYeHHOI0 Ha YIy4IIeHHE TEXHUYECKUX XapaKTePUCTHK.

Ecnu BBl XO0THTE, YTOOBI Bala mporpamma OOCTY)KMBaHUSI KIMEHTOB CTajla IMOCTOSHHOW H
3¢ pexTHBHOMN, OHA TOHKHA OBITh OCHOBaHA HA YETHIPEX MPHUHIIUIAX:

- BHUMaHHE K U3MEHEHUSM MOTpeOHOCTEN U 3(h(HEKTUBHOCTH IEHCTBYIOIIECH TPOTPaMMBI;

* TBOPYECKUH TOJXO0]] K pa3pab0TKe HOBBIX METOJI0B 0OCITYKUBAHUSI KIIUEHTOB;

* YIIOPCTBO B MIEPUOIBI CMaJla MHTEpeca U TPYAHOCTEH;

* MHCTPYMEHTBI TOJIZIepKaHUs IPUBEPKEHHOCTH KYJIbTYpe 00CITy)KUBaHHUSL.

YroObl HE aTh 3a4aXHYTh CBOEH MporpamMme 00CTy)KMBaHUS KITMEHTOB, MEHEKEPbI TOJIKHbI
CTHUCHYTh 3yObl M NpPUIYMBIBATh BCE HOBBIE M HOBBIE HJIEU, KOTOPHIE BJIOXHYT B HEE >KU3Hb.
MeHemKepsl U psiIoBbIe COTPYAHUKH JOJDKHBI CTaTh N300peTaTeNs MU U TBOPIIAMU CepBHUCa.

CrnenyeT peryisipHO «IPOBOJUTH PEBU3UIO» BCEX CBOMX TOBAPOB, YCIYT U PHIHKOB, IO MEpE
M3MEHEHHs JeMOrpaMuecKuX, COLMAIBHBIX M SKOHOMHYECKHX YycioBuil. [TomHuTE: crparerus
cepBHca JOJKHA OBITh JUHAMHYHOM, pa3BuBarouieiics. byapTe roToBbl MEHATH MPOTpamMMbl U
JO/IeH, KOTOpbIe UMH YIpaBiAoT. Jlydrime mporpaMMbl — Te, KOTOPBIE TOCTOSSHHO MEHSIOTCS.

YINIPABJIEHUE B3BAUMOOTHOIIEHHUAMMU C K/IMEHTAMHU

Konuenmus ympasneHus B3auMooTHoweHUsMU ¢ kinueHTaMu (CRM) Menser mnonsarue
obcmyxxuBanusi knueHToB. CRM MoxHO ompenenuth kak (uiocoduto moboro OusHeca, CyTh
KOTOpPOI — y3HATh KaK MOKHO OOJIbIIIE O CBOMX KJIMEHTAX U 00CITYKHUBATh UX JYy4Ie MPU KAKIOM
HOBOM KOHTakTe. B Takom ciydae e-CRM, ymnpapieHue B3aMMOOTHOIICHUSIMH C KJIMEHTaMU IO
ANIEKTPOHHBIM KaHalaM CBS3M, MOXKHO OIPENEIUTh KaK CTPEMIJICHHE JIyYIlle OOCTYXHBATh CBOUX
KJIMEHTOB MPU Ka)/I0M KOHTaKTe 1o tenedony uinu Uurepuery. Jlronu He JOBEPSIOT 3JIEKTPOHHOM
1o4re, MOTOMY YTO HE 3HAIOT, KOT'/1a UM OTBETHT.

Mexay TeM MOCTOSITHHOW OIUTEIBHOCTH, KOTOpPAas SIBISETCS IIEHOM 3a CTAOWJIBHO BBICOKHU
YpOBEHb CEpBUCA, MOXKET OBITh HEAOCTATOYHO, YTOOBI MPEIOTBPATUTH CHIKEHUE YPOBHSI CEpPBHCA.
Ecnu TOnBKO BBl HE 3HAeTe TOYHO, YTO MMEHHO Onarogapsi OJUTENbHOCTH Bbl JOJKHBI YBUJAETD.



Hwxke mepeuuciieHbl TUNHYHBIE OOCTOSATENLCTBA, CIIOCOOHBIE CHU3UTH Bally NPHUBEPKEHHOCTH
cCepBHUCY. DTO CBOEro poja KpacHble IITOPMOBBbIE (uiard, Ha KOTOpbIE BBl JOJKHBI 0Opaliarh
BHUMaHHE CPa3y, KaK TOJBKO OHU MOSBIAIOTCA Ha MAauTe KOPIOPATUBHOTO KOPAOIISL.

1. ®OuHAHCOBBIM OTHIEN MpeayiaraeT Mephl 10 CHWXEHUI0 u3Jepkek. Ecnm oHm OymyT
MIPUHSATHI, HEIPEMEHHO CHU3STCS BO3MOXHOCTH KOMIIAHUU MIPEIOCTABIISATh KAUECTBEHHBIN CEpBHUC.

2. Kommanusi CTaHOBUTCS MOHOIIOJIMCTOM WM JOCTHUTAaeT TaKOro YpOBHA, KOrja Io
CpPaBHEHHMIO C HEHl BCEe KOHKYPEHTHI INpeasaraloT MOCPEACTBEHHOE, IIOX0€ WM HECTaOMIIbHOE
o0cy>)KUBaHHE.

3. Kommnanus mnpepiaraeT NpOAYKT, Ha KOTOPBIM CYLIECTBYET BBICOKMHI CIpOC WU
HEJ0CTAaTOYHOE MPEI0KEHUE.

4. TlpowcXomuT CMEHa pPYKOBOJCTBA WJIM COOCTBEHHHUKOB; CHH)KAETCS UHCICHHOCTD
MepCcoHal1a, YpOBEHb €ro KB (HUKAIIUK U OOYICHHS.

5. Kommanusi pacteT oueHb ObICTpO, UYTO TpeOyeT OrpOMHBIX HMHBECTHIMHA B
MIPOM3BOJICTBEHHBIE MOIIHOCTH, TO3TOMY HEOOXOIUMBIE IJI MPEIOCTABICHUS UCKIIOYUTEIHEHOTO
CepBHUCa PECYPChI PE3KO COKPALIAIOTCS WIIM HAPABIIAIOTCS Ha «0oJiee BasKHBIC» LIEIH.

6. Pacter mpuOsis. KoMmanus HaumHaeT MO3apaBisaTh ce0s. PykoBoauTem TEpSIOT KOHTAKT
C CUCTEMOH 00CITy>KUBaHUS KIIMEHTOB U C PEaIbHOCTBIO, HE 3aMedast, YTO pOCT MPUOBLIN KOMIAHUU
HaMpsSIMYIO CBSI3aH CO CHM)KEHHEM YpPOBHS CEpBHCa.

VYka3aHHbIE IPU3HAKYU CIIEYET BOCIPUHUMATh KaK IPEAIOCHUIKH YIaJKa CEPBHCA, KAKOBBIMU
OoHM U sBistoTcs. [lpy WX TMOSABIEHHMM HEOOXOJUMO HEMEMJIEHHO NPUHSITH MEpPHI 110
MPEAOTBPAIIEHUIO HETATUBHBIX MOCIIEICTBUM.

MOHUTOPHHI YPOBHA CEPBHUCA

Kaxxnas xoMmaHus, BCepbe3 HACTpPOEHHas MOJJIEPKUBATh HEM3MEHHO BBICOKHI YpOBEHBb
CepBuUCa, JI0JKHA BBECTU CHUCTEMY, KOTOopas OyJeT MOoAaBaTh CUIHAJ, KOTJAa YpPOBEHb CepBHCA IO
KaKOH-THOO0 MPUUMHE HAYHET CHUKATHCS.

Ecnu koMnaHMs X04eT BCEraa MPeBOCXOJHO OOCIyKUBaTh CBOMX KJIMEHTOB, OHA JJOJDKHA —
3TO K€ JIEMEHTapHO, BatcoH, kak moOun roBoputh lllepnok Xonmc, — 3HaTh, Kak pearupyroT
KJIMEHThI Ha €€ TOBApbl U YCIYI'H, YTOOBI Cpa3y 3aMedaTh MaJIeHIINe MPOSBIECHUS HEJAOBOJBLCTBA.
OHa 70KHA OTCIIEKMBATh BCE M3MEHEHMsSI BO MHEHMSIX M OTHOLUEHUSX CBOMX KIMEHTOB, B MX
LEHHOCTSIX, IOTPEOHOCTSX U 3arpocax.

[TocTosIHHBIM MOHUTOPHUHI KadeCcTBa CEPBHCA JOJDKEH OBITh 00s3aTElIbHBIM KOMIIOHEHTOM
mo00i  mporpamMMbl  oOciy)kuBaHMs — KiaueHTOB.  CymiecTByeT  psJl METOAOB  OLIEHKH
YAOBJIETBOPEHHOCTH KIIMEHTOB M Ka4eCTBA CEPBUCA.

Onpocsl nepcoHasia

Canymaiite, 94TO TOBOPAT BallM COTPYAHMKM O HACTPOEHUM KIMEHTOB. «MoOW BaM COBET:
CymaiTe, CiaymaiTe W emie pa3 CIyIIauTe JroJed, KOTOphle HEMOCPEJICTBEHHO OOIIAOTCS C
KkinueHTamu», — roBopuil Pocc Ilepo, mpencenarens coBeTa JUPEKTOpPOB Koprnopauuu Perot
Systems. IIpoBoanTe OTKPHITHIE BCTPEUH C KIHOUYEBBIMU KIIMEHTAMU C yYacTHEM BceX padOTaroImux
C HUMU COTPYIHHKOB.

Cobwupaiite GOKyC-TpymIbl, BO BpeMs KOTOPHIX BEAYIIUMH 3aJaeT HMHTEPECYIONINE Bac
BONIPOCHI ¥ BBI3BIBACT JIIOACH Ha pa3roBop. B coctaB (oKyc-rpymm MOJICHBI BXOAHTH
MIPEACTABUTENH BCeX PYHKITUN U yPOBHEH KOPIIOPATUBHOU CTPYKTYPHI.

3anaBaiiTe CTaHIapTHBIE, TOAIAIOIINECS KOJIMYECTBEHHOMY U3MEPEHNUIO BOIIPOCHI, HAIIPUMeEp:
«CkonpKO Xajno0 BBl TONYyYrsid 3a TepBbie 90 aHEW mocie TOSBICHUS B MPOAAKE HOBOTO



npoaykra?» IlocrapaiiTtech mnpuaymMarb CHOCOOBI KOJHMYECTBEHHOW OIGHKH KadeCTBEHHBIX
XapaKTEPUCTHUK, HAITpUMED: «HUTO KIIMEHTHI TOBOPAT O HOBOM IIPOJIYKTE Yallle BCEro?»

Nudopmupyiite COTpyTHUKOB O BCEX pe3yibTaTax OMPOCOB MEpPCOHANA U KIUEHTOB. JIromei
MOTHUBHPYIOT HE TOJBKO XOpOIIME HOBOCTHM, HO U IUIOXME. AMEpHKaHCKas accolualus
MEHE/PKMEHTA TPHU3BIBAET YACNATh 0c000e BHUMaHUE HH()OPMHUPOBAHUIO TIEPCOHANIA «IIEPBOM
JIUHUNY, HEMOCPEICTBEHHO pa0dOTAIOIIETo C KIMEHTaMU, — MPOJABI[OB U CEPBUCHBIX COTPYAHHUKOB.
Hanpumep, Accorumarusi mpeiaraeT pacupoCTpaHATh CBOAKK IO OT3bIBaM/’kano0aM KIUEHTOB
Cpelu BCeX COTPYIHUKOB, a TaKKe HH(OOPMHUPOBATH UX O COJIEP>KaHUU 3BOHKOB IO TOpsYeil TUHUH.

MOXHO TIPOBECTH C COTpyIHUKamu (GOKyc-Tpymmbl Ha TeMy «KakoBo 310 — paboraTh ¢
Haile komnanueit?». [loBepbTe, OHU OUYEHB XOPOIIIO 3HAIOT OTBET HA 3TOT BOIMPOC. 3AMUIIUTE ITH
co0eceloBaHMs HA BUACO U MOKAKUTE 3aITUCh BCEM COTPYIHHKAM.

Onpocsl KJIMEHTOB

W3mepsiiTe yIOBIETBOPEHHOCTh KIMEHTOB B II0KA3aTeNsAX, BaXKHBIX IS KIHEHTOB,
HalpuMep, CKOJbKO BPEMEHHM OHM IOTpaTWIM Ha oxuaaHue. OOpature 0ocoboe BHMMaHHE Ha
HEMaTepuaabHble MOMEHTBI, HAlpUMEP T'OTOBHOCTh COTPYAHMKOB OTBEYaTh HAa BOMNPOCHL. OTH
HeMaTepHaJIbHbIE HJIEMEHTHI, KaK MPaBUJIO, CUIIbHEE JPYTUX BIHAIOT HA SMOLMOHAIBHYIO PEAKIIHIO
KJINEHTOB.

PerynsapHo wu3MepsiiiTe yAOBIETBOPEHHOCTh BCEX KIMEHTOB Ienmu aucTpuOynuu. He
OrpaHUYMBANTECh TPH STOM OJHUM (OPMATOM WJIM METOJOM uccienoBaHus. HeoOxomnma
KOOp/AMHAIMS U IIEpEeKpeCTHas! IPOBEPKa ¢ MOMOILBIO HECKOIBKUX (POPMATOB MCCIIEIOBAHU.

I'maBHOE mHpenATCTBHE HA NYTH K YCHEIIHBIM ONpPOCAM KJIMEHTOB — 3TO €CTECTBEHHAs
YeJoBeYecKass CKJIOHHOCTb o0OJyieryaTh ceOe JKM3Hb, B TOM YHCJIE IPU TNPOBEICHUM OIPOCOB.
IloaTomy He ocTaHaBiIMBaliTECh Ha OYEBUAHBIX KPUTEPHUSAX, MWCIOJIB3YyHTE TPYAHBIE JUId
(GOopMyIMPOBKH, CIIOPHBIE IEPEMEHHBIE, KOTOpPBIE 00ECIeYNBaIOT POCT OU3HECA U yIOBIETBOPEHHE
noTpeOHOCTEl KIMEHTOB B TEYEHHE JOJTrOro BpeMeHH. PaccTosHue, KOTOpoe KIHEHTaM
HNPUXOJUTCA TNPOXOJAUTH O CTOMKM MM NpUIaBKa, TeMIepaTypa B IOMELICHUH, BHYTPEHHEE
oopmieHre u Apyrue HessBHbIE BEIIM — BCE ITO BIMSAET HA OTHOIIEHUE KJIMEHTOB K KOMIIAHUH B
J0JTOCPOYHOM ILJIAHE.

@dopMalIbHBIE ONPOCHI KIMEHTOB CJEAyeT NMpoBoauTh Kaxable 60-90 nuei. ITpoBoauth ux
peke 4eM pa3 B TpU Mecsla pUCKOBAHHO, MOTOMY YTO MOTPEOUTENIbCKUE MPEANOYTEHUSI MOTYT
MEHSThCS OBICTpEE.

Hedopmanbubie nccneqoBaHus HY)KHO TPOBOJIUTH €KEMECSIYHO, TI0 KpalHEH Mepe OINMpOCHI
1o TenedoHy WK ONPOCHl BEIOOPKU KIMEHTOB B MecTax mokynku. Cets Domino's Pizza nenaer sto
KaX/1yl0 HEJEIIO.

OcHOBOI Bariel MporpaMMbl UCCIEIOBAHUN JOJDKHO OBITh CEphE3HOE €XKEroJHOE M3ydeHHE
MMHJIKa KoMIaHuU. Ero goimkHa MpoBOANTh HE3aBUCHUMAasi KOMIIAHMSL.

Cy1ecTByeT HECKOJIBKO CIIOCOO0B MOTYYUTh HH(POPMALIHIO OT KIMEHTOB.

1. ®oxkyc-rpynmbsl. HedopmanbHble (GOKYC-TPYNIBI ¢ y4acTHEM HECKOJbKHX KIHMEHTOB,
JOJDKHBI ITPOBOAMTH HE TOJBKO OTIE] MApPKETUHIA, HO U IPOU3BOJCTBEHHBIM, KOMMEPUECKHM
(copITa), Oyxranrepus.

2. «Pa30op moneTroB» c KiIrO4eBbIMH KiueHTamu. [IpoBomute ux B (opme CBOOOTHOTO
HedopManbHOTrO 00cyxaeHus. [IpocTbie BOMpOCkl — YTO HPABUTCA M YTO HE HPABUTCS KIMEHTaM,
— 4acTo Jal0T BaM OYEHb MoJe3Hy0 nHpopMaruro. «Pa360p MoIeTOBY MO UTOTaM MOJTYTOMS HITH
roga JOJDKEH BKIOYATh (OPMAIU30BaHHbIE ONPOChl M  He(pOpMallbHblE JUCKYCCUU C
MPEJCTaBUTENISIMU BCEX YPOBHEH M (QYHKIIMI KOMIIaHUU.

3. 3ydyeHne MHEHHMI M OTHOIICHUN KIHMEHTOB HAa OCHOBE CIYYailHOW BBIOOPKH KIIMEHTOB.
Takoro poma ompocsl mpoBogutr kommnanus Puget Sound Power &amp; Light. Drta ¢upma
aHAJM3UPYET OCBEIIEHUWE CBOEH JEATENIbBHOCTH B CPEACTBaX MAaccoBOM MHpoOpMauuu u



BHHUMATEIHHO HM3y4aeT OOpaTHYIO CBSI3b OT KJIMEHTOB, MEPEIaBaeMyi0 €l MEepPCOHAJIOM «IIepPBOM
nuHuny. Anamm3upys matepuanbl CMU, Puget Sound Power &amp; Light umer undopmaruio o
Harpajaax, mpeMusax U APYrux BUOAAX OGH.[CCTBCHHOI‘O MpU3HaHUus, KOTOPBIC CBUIACTCIILCTBYIKOT O
TOM, YTO KOMIIaHHSI XOPOIIO BBITIOIHSET CBOIO PadoTy.

«TBOp‘lECKI/le» METOoAbI ITOJIYVICHUA nml)opMaunn O MHEHHUAX U OTHOIICHUAX
K/INEHTOB

1. Ecnu Bamm KitoueBbIe KIMEHTHI — KOMIAHWHM, Mocemiaire ux. Her mydmiero cmoco6a
y3HaTh MOTPEOHOCTU CBOMX KJIMEHTOB M HANTH ONTHUMAaJIbHBIE CIOCOOBI UX YAOBIETBOPEHUS, YEM
MOHA0II0IATh 32 PA0OYMM MPOLIECCOM.

2. CocTraBisiiTe CBOJIKH I10 IIMCHMaM C KaJI00aMU KJIIMEHTOB.

3. BeiBecute CTaHIapThl OOCITYKMBAaHUS KIUEHTOB HAa BUJHBIX MECTaxX MO BCEH KOMITAHUU.
Perynspuo oOHOBIIsHTE HX.

N3yuvaiiTe HecoCTOSBIIMECS CHCIKH W YIIEANIUX KIHMEHTOB, YTOObI YCTAHOBUTH TOYHBIC
MIPUYMHBI, TOYEMY KIIMEHTHI NMEePeKIIOUYMINCH Ha apyrue ¢Gupmel. Bel y3Haere, uTo ropasno varie,
9eM MOXKHO TOJyMaTh, 3/IeCh CHITPAId POJb «HEOCS3aeMbIe JIIEMEHTBI» — HMOIHMOHATbHAS
peaxius Ha 00CIIy>)KMBaHHE UM HECOBMECTUMOCTD C CEPBUCHBIM COTPYIHUKOM.

HeobOxomuMa mporpamma CHCTEMATHUECKOTO KOHTPOJIS «YHYIIEHHBIX» caeloK. Korma Bbl
y3HAJIH, TOYEMY TOTEPSUIH CAENKY WM KJIMEeHTa, 0OBIYHO CTAHOBATCS OUYE€BHIHBIMHU MEPbI, KOTOpbIE
HE00XO0IMMO MPEANPUHSATH TSl IPEOTBPAIICHUS ITOTEPH MO TOH K€ MPUYUHE B Oy TyIIIEM.

H3mMmepeHue pe3yjibTaTOB

W3mepumMble pe3ynbTaThl, HEMOCPEACTBEHHO BIHMSIOUINE HA NMPHUObUIb, KpailHe Ba)KHBI JUIS
OOJIBIIMHCTBA PYKOBOJUTENCH. PyKoBOMTE M KOMITAaHHH, C KOTOPBIMH S pabOTaro 10 BCEMY MHPY,
BCErJa CIPAIINBAIOT, KaKUX PE3YyJIbTaTOB OHM MOTYT OXKHAATh OT MPOTrpaMMbl OOCTYKHBAaHHUS
KITUCHTOB.

OnHa U3 TIaBHBIX NPUYMH, MIOYEMY OIIEHKAa TaK Ba)kKHA, 3aKJIIOYAeTCs B TOM, uTo Oe3 Hee
PYKOBOJICTBO OOBIYHO TEpsieT MHTEPEC K MporpamMme OOCTYKMBAHHS KIIMEHTOB Yepe3 TPU-YEThIPe
Mecsia. HarpoTus, BbIpa)keHHBIE B TBEPABIX LU(pax pe3yabTaThl 3aBOEBBIBAIOT M COXPAHSIOT €T0
noJepkKy. Jlemo memaercs, ecnM TONb3a W3MEPSIETCS, TJIACHT HApoaHas MyapocTh. He
paccuMThIBaiiTe Ha TOJIEPKKY PYKOBOJCTBA, eciu 00 3(h(heKTUBHOCTH MPOTpaMMbl 0OCITY>KUBAHHS
KIIMEHTOB €My MPUXOUTCS CYTUTh Ha OCHOBE TaKUX CYOBEKTHBHBIX OTYETOB, KAK «IIOXO0XKE, JTFOISIM
3TO HPABUTCSD» UIIH «y HAC YK€ €CTh MOJOXKHUTEIbHBIE OT3BIBBI».

Ecmu  pykoBOJICTBO BBIIENSET pecypchl Ha oOydeHHe OOCITYy)KMBAaHUIO KIMEHTOB H Ha
IporpaMMy TIOBBIIIEHUS KadyecTBa OOCIY)XKHMBaHUS, OHO OyneT TpeboBaTh pETYISPHBIX,
OOHOBJISIEMBIX OTYETOB O pe3ynbTarax. Camble Ba)KHbIE KPUTEPUU — OOBEM TPOJAAXK, CPEIHSS
CyMMa IpOJIaXkH, YUCIIO KJIMEHTOB, YUCIIO TIOBTOPHBIX MPOJIAXK, MOKA3aTeNId TEKy4eCTH KaJIpoB U T.
1.

Ecnu craTuctrka TOKa3pIBaeT, YTO B HOBOM KBapTaje MOTpeOOBAIOCH HaHATH Bcero 80
HOBBIX COTPYIHHUKOB, a He 100, Kak paHbIlle, 4TO 3aTPaThl HA 3aMEHY MepCcoHalla YMEHBIIMIUCH CO
100 TeIc. momn. mo 80 ThIC. MOJUI., 3HAYMUT, HpPOTrpaMMa OOCIYKMBAaHUS KIMEHTOB, KOTOpas
YIIy4IllaeT MOPAJIbHOE COCTOSIHME TepcoHaia, npusena k 3koHomuu 20 ThIc. mos. Jlanee, ecnu B
o0y4yeHrne OOCITYy)KMBaHUIO KJIMEHTOB M CaMy NpOrpamMMmy OBLIO BIOXKEHO 5 ThIC. AOJJI., 3HAYMT,
qrcTasi MPUOBLTH OT OPHEHTAIMH Ha CEPBHC COCTABIISICT

15 ThIC. TOMII. B KBapTall.

OOBIYHO KOMITAHUU XOTSAT CaMOCTOSITEIILHO MPOBOIUTH OIEHKY. Ho Hepemko mpoxoiuT



MOJITOJIA, & HUKAKUX M3MEpEeHUi HeT. M maxke eciu KoMIaHUs U3MepsieT pe3yabTaThl, HHpopMaIus
JOCTYIIHA TOJIKO BBICIIEMY PYKOBOJICTBY.

TpynHoctr ¢ Tem, 4YTOOBI JOOWTHCS y4YacCTHsSl KJIMEHTOB IPU HM3MEPEHUU PEe3yJIbTaTOB
MpOrpaMMbl OOCTY>KUBaHUS, — OJIMH M3 CaMbIX YAUBUTENIBHBIX JJI1 MEHs (DaKTOB, C KOTOPHIM S
crankuBatoch ¢ 1980 r., korga Hadan 3aHMMAaThCs IporpaMMaMu yJaydlleHHs cepBuca. bonbiue
BCEIO0 MEHS 033/layMBaeT TO, YTO Korja Obl HU MPOBOJWINCH 3aMeEpbl, pe3yibTaThl BCEr/Aa
MOKAa3bIBAIOT 3HAYUTEILHYIO BBITOY JIIsl KOMITAHUH.

VYuutbiBas BC€ 5TO, Mbl NPUIUIM K BBIBOAY, YTO €IMHCTBEHHBIM CMOCOO HajIaauTh
3¢ (dheKTHBHOE H3MEPEHUE Pe3YIbTaTOB — MPOBOANUTH €ro OeCIUIaTHO CHUJIaMH HaIllel KOMIaHWH,
Service Quality Institute. IlepBeiMu KIHMEHTaMH, TSI KOTOPBIX MBI OIICHHBAIH PE3YJIbTaThI
IporpamMM yay4iieHus cepBuca, 6puin komrnanuu Nutrition World u St. Paul Book and Stationary.

[IpITasich OLEHUTH CBOM YCHJIUS CAaMOCTOSTEIbHO, KOMIAHUU YacTO M3MEPSIIOT HE TO, 4TO
HYKHO, HaTIpUMep, YIOBJIETBOPEHHOCTD nepcoHasa IPOBEICHHBIM TPEHUHTOM.
[Ipodeccuonanphble, ClI0XKHBIE TPOrpaMMbl U3MEPEHUI TOJDKHBI MMOKA3aTh YBEJIWYEHHE MPOJAK,
CHIDKCHHE TEKY4YeCTH KaJpOoB M OTCyTCTBHE Xano0. Ho 06e3 Takol OIICHKH BCe MPEHMYIIECTBA,
JOCTUTHYTBIE 32 CUET IMPOrpaMMbl 0OCITYKUBAHUS KIHMEHTOB, OOBIYHO CTaBSITCS B 3aCIYTy OTHENY
MapKETUHTA WIH PEKIIaMBbI.

OO0s13aTENbHO ©KEMECSIUHO U3MEPSANTE Pe3yNbTaThl MPOrpaMMBbl OOCITYKHUBaHUS KIMEHTOB U
pacipoCTpaHsiTe OTYETHI CPEIU BCEX UICHOB YIpPaBIEHUYECKOW KOMaHABL. Eciu 3TOro He aenaTh,
TO BCJIE]] 32 «IITOPMOBBIMHU (iaraMu», KOTOpble Bbl HE 3aMETUTE, MOXET HACTYMUTh PeabHBIH
CriaJl ypOBHS CEpBHCA.

Korna pesynpTaThl H3MEpSIIOTCS, OTBETCTBEHHBIM 3a OOCIy)XMBaHHE KIHEHTOB OTEI
MOCTETICHHO T0JIyYaeT Bce OONBLINMA OO/ KET U pruoOpeTaeT Bee OOJBIIYIO BIACTh U BIUSHHE.

Kommanusi Northwestern Bell Telephone (temepr Qwest) mpoBena Haml TpPEHHUHT 10
00CITYKMBaHUIO KIIMEHTOB JIJISl THICSY CBOMX COTPYIHUKOB M €KEMECSIHO U3Mepsiia pe3yiabTarel. C
KaXKJbIM MECSIIIEM KaueCTBO CEPBHCA 3aMETHO YIYy4IlIaJoCh.

JIBe ToproBhie KOMITaHUU U3 Jlannaca akKypaTHO U3MEPSUTH Pe3yJIbTaThl HAIETO TPEHHHTA
Quest for the Best: A Professional's Guide to Selling and Service («B cTpemieHun x Jyqiiemy:
PykoBoncTBO s mpod)eCCHOHATIOB IO MpOAaXaM H CepBUCY»), pa3paboranHoro CroHmH
Mapkycom, rypy po3HudHoi Toproiu. B Oyrukax Stanley Korshak o6bem mpomaxk ¢ wtoHs 1o
HOSIOpB BBIpOC Ha 54% MO CpaBHEHHUIO C TEM Ke MepUuoaoM mpenbaymero roga. byruku Gazebo
oOHapyxuiu, 4To Onaromapsi OOy4YeHHIO TIepCOHAjia HaBBIKAM OOCITYXKHMBAaHUSA WX MPOJAXKH
YBEJIMYUBAJIUCh B TEUYEHHE IIecTH MecsiueB mnonapsay Ha 18, 13, 12, 10, 9 u 28% (B
npenpoxaecTBeHckuil nepuon). Eciu Ob1 oTAensl oOyueHus U NepcoHaia crtapareibHee U3MEpsIIH
pe3ynbTaThl 00y4eHHsT 0OCTY>KUBAHUIO KIIMEHTOB, OHU MOTJIA OBl 3HAYUTEIHHO YBEIHYUTH CBOH
Oro/)KeThl U BIUSHUE TPU MPUHATHM pEHIeHUH Ha KOprmopatuBHOM YypoBHe. Kpome Toro,
pETyISpHBIC JIOKJAAbl O TOJOXKHUTEIBHBIX pe3ylbTaTaX BBICHIEMY PYKOBOJCTBY ITOMOTAOT
MOJJIEPKUBATh €T0 MPUBEPKEHHOCTh MpOorpaMMe OOCITyXKMBaHUs KineHToB. Ho moMHuTe: cambie
Ba)KHBIC TTOKA3aTENH JIsl HETO — ATO JaHHBIE 0 KIIUEHTaM U 00beMy MPOJIaK.

MoXHO M3MepuTh BIUSHUE MPO(ecCHOHATBHON MPOrpaMMbl OOCTYXUBaHUS KJIMEHTOB Ha
TeKy4ecTb KajapoB. [l 3TOro Ha mepuoj; 00ydeHus: MPUOCTAHOBUTE JIFOOBIE APYTHUE MEPOTPHUSITHS
M0 CHIKEHUIO TEKY4eCTH KaJIpoB. 3aTeM coOepuTe AaHHbIE — CTOMMOCTb OOY4YeHHs], 3aTpaThl Ha
OoOBsIBIICHUS O HaliMe, Ha coOeceloBaHUs, TECTHPOBAHHME M OOyueHHEe HOBOro mepcoHana. [lo
HalllUM OIIEHKaM, CTOMMOCTb 3aMEHBI OJHOTO PSAJOBOIO COTPYIAHHMKA, 3aHHUMAIOIIETO0 HU3LIYIO
JOJKHOCTB, MPUONIMKaeTcs K 1 ThIC. TOJIT.

Jloknaz pyKOBOJACTBY, B KOTOPOM HOJIPOOHO MOKa3aHbl MPEUMYIIECTBA CHUKEHHUS TEKy4eCTH
KaJIpoB, TMPOU3BOAMT BIedyarieHue. Hampumep: «Hama mporpamma oOydeHHs 0OCTY>KHBaHUIO
KJINEHTOB TPHUBEJIA K CHWKEHHUIO TEKy4ecTH KaapoB Ha 20%. DTo 03HA4aeT, 4TO Mbl YMEHBIIWIN
roJoByto KBOTY Haiima co 100 1o 80 coTpyTHUKOB U, TAKMM 00pa30M, COKOHOMUJIH 1O | THIC. TOII.
Ha pabouee MecTto. B rog 310 maer skoHOMHIO cpeiacTB B pasmepe 20 Teic. aoui. B oOydeHue
MepCcoHANa W PEATH3ANHNI0 TPOrpaMMbl OBLTIO BJIOXKEHO 5 THIC. JOUI. DTO 3HAYHUT, YTO MBI
COKOHOMUJIH JIJISl KOMIIAaHUU 15 THIC. OJIJI., YTO COCTaBJseT peHTadenbHOoCTh nHBecTUlnid 300% B



IIEPBBIA TOI».

OrneHuBasi mMporpaMMmy OOCITY)KHBAaHHS KJIMEHTOB C TOUYKH 3pEHHsI pabOTHI ¢ KajloOamw,
YCTAaHOBUTE, CKOJIBKO (B JCHE)KHOM BBIPDAKCHUM) TMPUHECET KOMIIAHWW KaXJbIi KIIHMEHT,
yAepKaHHbIN Onaromapst 3¢(HEeKTUBHOMY pa3pelieHuio kanoobl. Hampumep, ecnu BbI 3HaeTe, 4TO
CpPEeIHUI KJIHMEHT TpaTUT B Mecsl okoso 100 momi. M mokymaer y Bac OAMH pa3 B Mecsl, 4TO B
CpeIHEM KIMEHT TOJb3yeTCsl BAallUMHU YCIYraMM B TEYEHHE CEeMH JIeT, 3HAa4YuT, KaXKIbIi
COXpaHEHHbIHN KIueHT cTout npumepHo 8400 gost. (1200 mom. B roa x 7 jer).

Bl MoxeTe caenaTh Takoi pacueT JJIs BCeX KJIMEHTOB, KOTOPBIX BaM YJalOCh COXPaHUTh
onmarogaps 3¢ GheKTUBHOMY pa3pelieHuto kanob. Eciu u3BecTHO, YTO OJUH KIUEHT 32 CEMb JIeT
npuHocut aoxox 8400 most., 3Ha4UT, eciiv Bbl yaepxute 100 KIMeHTOB, Ballld I0XO/Ibl YBEIUYATCA
Ha 840 ThIC. JOJLI.

Tonbko Takue KOHKPETHbIE U U3MEPUMBbIE PE3yNbTaThl CIIOCOOHBI BIIEYATIUTH PYKOBOJCTBO.
MortuBanusi mepcoHana, CHIKEHUE TEKYyYeCTH KaApOB, KIMEHTOOPHUEHTHUPOBAHHBIC COTPYIHUKH
JUIS HUX He OyIyT UMETh 3HAYCHHUsI, €CIIH 3TO HEJIb3s U3MEPUTH B JIEHbIaX.

[ToBepbTe, MPEBOCXOAHOE OOCTY)KMBAaHHE KIMEHTOB — caMas MpuObUIbHAs OusHec-
CTpaTerusi, KOTopasi TOJIbKO MOXET ObITh Y KOMITAHHH.

OLIEHUBAMTE COTPYHUKOB I10 3®PEKTUBHOCTH CEPBHCA

Ecnu knueHThl AOBOJNBHBI YPOBHEM OOCITYXHBaHUS, TO PYKOBOJUTENISIM COOTBETCTBYIOIINUX
OT/ENIOB HYXXKHO IUIATHTh OOJbIIE, YeM HMX KOJUIeraM, KOTOPHIM KJIHEHTHI CTaBsT HU3KUE OaslIbl.
JpyruMu cioBaMu, HEOOXOIUMO CBsI3aTh BO3HArpaXkJeHHWE MU OLEHKY padoThl MEHEIKEpOB
CPEIHET0 M HHU3ILIEro 3B€HA C YPOBHEM Y/IOBJIETBOPEHHOCTH KJIMEHTOB. KpoMe Toro, mpu oleHKe
MEHE/KEPOB JTOJIKHA YUUTHIBATHCS CTETIEHb UX «OPUEHTAI[UN HA KIIMEHTOBY.

Kaxgas [nomKHOCTHAs MHCTPYKIMS —JIOJDKHA COJAEpXkKaTb KAuECTBEHHOE OINMCaHUE
B3aMMOOTHOUICHUH PYKOBOJAUTENS C KJIMEHTaMU — Hampumep, TpeOoBaHHE, 4YTOOBI OMPOCHI
MIOKAa3bIBAIM MIOCTOSTHHO BBICOKHMH WJIM TOBBIIIAIOIUNCSA YPOBEHb YJOBJIETBOPEHHOCTH KIIMEHTOB.
Jljig MeHeKEepOB M0 MPOAYKTaM OJHOW M3 JOJIKHOCTHBIX 00s13aHHOCTEH JOKHO OBITH MOTY4YeHHE
o0OpaTHO¥ CBsI3H OT (POKYC-TPYII U Yepe3 OecraaTHbIe Tele(OHHbIC JIMHUH.

Jxepp Crtun, ObIBIIMH Tpe3ugeHT KommaHuu Square D m3 Muiayoku, TOBOPUT, YTO €ro
KOMIIAHUS «OTKa3ajach OT MPEKHEH CHUCTEMbl BO3HArpaXI€HUN U MPOABMKEHUS COTPYIHUKOB I10
ciyx0e. Mbl U3MEHWIN Hally MPOrpaMMy OLIEHKH MepcoHana, — no0aBisieT oH. — Haumnas c
1987 r. HaM MeHeKephl OLIEHUBAIOTCS 10 0OCTY)KUBAHUIO KJIMEHTOB U KAUECTBY.

IIpu6bL/Ib 3a CYET KJIMEHTOB

Crtun paccka3bIBaeT, YTO, KOTJa OH CTal MPE3UICHTOM KOMIIAHWU, MEHEIXKEPHI OMPaB/IbIBAIN
CYLIECTBOBAHME AHTHUKIMEHTCKUX MPAKTHK, TOBOpsA: «Bbl ke muiatuTe MHE 3a TO, 4TOOBI $
3apa0aThIBa IPUOBLIHY.

Teneps Square D 6ombinie He 3apabaTbiBaeT MPUOBLIL 32 CUET CBOMX KIUEHTOB.

B npomnuioM Bce KOpHOpaTWBHBIE MOAPA3JCICHHUs OTYUTHIBAIUCH Tniepen CTuaom
WHJMBHUYaIbHO: «EQMHCTBEHHBIM MECTOM, I'/I€ BCTPEYAIUCh BMECTE OTAEINBI TPOIaK, MAPKETHHTa,
MIPOM3BOJICTBEHHBI W TEXHUYECKUH, OBLI MOW KaOWMHET». Bcs OTBETCTBEHHOCTh 3a aHANU3 H
BBISIBJICHHE B3aUMOCBSI3€d, TEHJIEHIUMN U MOCIEICTBUN B Irpyae MHMOpManuu, 9To OECCHUCTEMHO
CBaJIMBajach B KOp3UHY «Bxonsiiuey, Jiexkana Ha ero Iieuax.

«Sl ompeneneHHO HE TaK YMEH W HE Tak ObICTP, 4TOOBI B OJAMHOYKY KOOPJIMHUPOBATH HUX
nesTenbHOCThY, — roBoput Ctui. Ilosromy on peopranuzoBan Square D, co3gaB moapaszaeneHus,
KOHTPOJIMPYIOIIKE TPOMBILIUICHHBIN, MEXAyHapOAHBIH M CTPOUTENBHBIN CEKTOPHI, YTOOBI



COCPCAOTOYNUTHCA HAa YIOBJIICTBOPCHUHN HYKI KIIMCHTOB.

Hapsiny ¢ MmeHemkepaMu 00s13aTeTbHO HY)KHO OIICHUBATh U PA0BOM mepcoHat. Pazpaboraiite
CUCTCMY KOJIMYECTBECHHOMN OLCHKMU:

1. OTIEABHBIX COTPYAHUKOB — MPOJIABLIOB M CEPBUCHBIX PAOOTHUKOB;

2. rpynn — COTPYAHUKOB JIMCIETYEPCKOM MM LIEHTpA NPEABAPUTEIbHBIX 3aKa30B;

3. mpeanpusATHi — 3aBOJIOB, (HUITHUATOB MM Mara3uHoOB;

4. noapazaeneHui.

Nudopmupyiite Kakaoro COTpyJHHKAa O TOM, UYTO BBl Yy3HaeTre. Kpurepusmu OICHKH
COTPY/IHUKOB, KOTOpPbIE 3aHATHI PEMOHTOM M TE€XOOCIYXHBaHHEM, MOTYT OBITh BPeMs C MOMEHTa
3BOHKa KJIMEHTa 10 MpUOBITHA K HEMY, a TaKKe KadyecTBO pPEeMOHTa — paboTaeT JM TEXHHKa,
KOTOPYIO PEMOHTHUPOBAJ COTPYIHUK?

KOPPEKTHPOBKA U ObHOBJIEHHUE ITIPOI'PAMMBbI OBC/1Y:KUBAHUA
K/IMEHTOB

TBOpYECKHE MOAXOIbI
3BOHUTE KOKIYIO HEICIIO TPEM KIIMEHTaM

Bce Ton-mMeHekepbl KOMIIAHUM JTOJKHBI 3BOHUTH KaKYIO HEJIETIO XOTs Obl TPEM KIMEHTaM.
nu

MOTOM JIENIUTHCS C OCTaIbHBIMU HMH(pOpMalKel, KOTOPYI0 OHU TOJy4aroT Oyiarojgapsi 3TUM
3BOHKAM.

CucremaTu3upyiTe nucbMa ¢ xajrodamu

CocraBisiiTe CTaTUCTHUYECKHE OTYETHI, JeNaiiTe KOMMH MUCEM U paciu(poBKH 3BOHKOB U
pacIpOCTpaHANTE UX CPEIU BCEX TOI-MEHEIKEPOB.

[IpoBoauTe cobecenoBanusl MPU YBOJIbHEHUH

[Ipesunent kpynHoit kommanuu Maio Plumbing Mopuc Maiio OecemyeT co Bcemu
YBOJIbHAIOIUMHUCA COTPYJIHUKAMU, ‘ITOGBI Y3HAaTb UX MHCHHC O ACATCIbHOCTU KOMIIAHWH, B TOM
qrcie O MPeJoCTaBIsIeMOM cepBuce. Takue coOecemoBaHUs JalOT OYCHb IICHHYIO MH()OpMAIHIO,
MOTOMY YTO COTPYJIHHMKH, KaK IMPaBHJIO, OBIBAIOT INPENEIbHO OTKPOBEHHBIMM, KOTJA YXOIAT U3
KOMITaHHH.

KAK KOMIIAHUH MOAJEPKUBAIOT BEICOKUH YPOBEHb CEPBHUCA

PoGepr IlacTtopuHu, OBIBIIMI JUPEKTOp IO KAadeCTBY MU OOCITY)KHBAHHWIO KIMEHTOB B
crpaxoBoii rpynme Allstate Insurance Companies, yTBep»aaeT, 4To B CTPaxoBoil cdepe OyayT
JUAUPOBATH KOMIAHUH, MCTIOBEAYIOIIUE MPHUHIIMII «eNIaTh BCE MPaBUIIBHO U BOBPEMS C MEPBOTO
pasza». [lacTropuHu cuuTaer, 4YTo penyranus KOMIAaHUN ONpPEAeseTcs TeM, HACKOJIBKO XOpOIIO OHa
o0cTyKuia OCIETHET0 KIMEHTA.

Kommanus L.L.Bean, mponaBen; onexabl U CHapsDKEHHUS IS Typu3Ma, TBEpAO pellniia
COOTBETCTBOBATh TpeOOBaHMSIM KIMEHTOB: OHA OMpalluBalia UX, MepelesblBaja KaTajaord, YTOOb
TOYHEE MPEICTABIATH TOBAPHI, 00yyasla COTPYAHHUKOB, KaK BBISICHATH Y MOKYINAaTeNeH, 4ero MMEHHO
OHHU XOTHT.



Komnanus MoepHU3MpoBalia KOMIBIOTEPHYIO CHCTEMY, YTOOBI MTPOAABIIBI MOTJIH MpeasaraTh
0osee moapoOHOE OMHMCAaHWE TOBAPOB M OIpPENENsITh pa3Mep HCXOJsS M3 Beca, pocTa U JIPYrux
apaMeTpoB.

buin 'smropt, ObIBIIUE IUPEKTOP MO OOECMEYEHUI0 KauecTBa W paboTe ¢ KIMEHTAMU B
komrnanuu Armstrong Tire, TOBOPUT, YTO MporpamMma OOCTYXKMBAaHHS KIUEHTOB IOMOTAeT UM
KOHTPOJIMPOBaTh, KaK KOMIIAHUS YAOBJIETBOPSET MOTPEOHOCTH W 3allpoChl CBOMX KIIMEHTOB. JTa
IporpamMMa Co4YeTaeT CIeAYIOIINEe METOIbI cOOpa JaHHBIX.

» CBOJIKM TI0 BO3BpaTy TOBAapOB B MepHoJ rapantuu. MHpopManms cobupaercs mo Kaxmaou
TOBAapHOM KaTE€rOpHH.

* becruiatHpie TeneQOHHbIE JTUHUU AJIS ONTOBBIX M PO3HUYHBIX MOKyMarenaeu, T. €. Uit
TUJIEPOB U KOHEUHBIX ITOTpeOUTEINEH.

* TenegoHHbIe OMPOCHl KPYMHBIX KIUEHTOB. COTPYAHHUKHU TPYIIBI OOeceueHus: KayecTBa 1
paboThl C KIMEHTAaMH €KEeMECSYHO 003BaHMBAIOT KPYMHBIX KIMEHTOB (JAMJIEPOB) MO CIy4yaiHOMN
BBIOOPKE U CIIPAIIUBAIOT UX MHEHHE. JIFoA1 MOTYT TOBOPUTH O TOBapax BCe, YTO

OHHU XOTAT, — M Xopolee, U wioxoe. CoOpanHas TakuM 00pa3oM nHpopmanus opuIaIbHO
JIOKJIaJIbIBAETCS HA €KEMECSYHBIX COOpPAHMSIX PYKOBOJICTBA, HA KOTOPBIX MPUCYTCTBYET MPE3UACHT
Komrnanuu. Kpome Toro, 9Tu OTYETHl MEpelaloTCcsl KIIOUEBBIM MEHEKEepaM KOMITAHUM — BUIIE-
Mpe3ueHTaM M0 MapKeTHHTY, IpoakaM, MPOU3BOACTBY U (puHaHcaM. M 00sa3aTeNnbHO TUPEKTOPY
1o paboTe C MepCoOHATIOM.

3AKPEIVIEHUE HABBIKOB

B kopropaTHBHON NPUBEPKEHHOCTH Ka4eCTBEHHOMY CEPBHCY U B YMEHHUH IPEIOCTABIATH
ero He CYIIECTBYET MOHATHS «IOCTHYb COBEPUICHCTBa». ECIM YelnoBeK pEemuT, 9TO OH «IOCTHUT
COBEPILIEHCTBA», TO TYT XK€ IMOKATUTCA, KaK KaIlst 10 Te(hJIOHOBOMY MOKPBITHIO, BHU3, K KPYIIEHUIO
CBOMX WJLIIO3HH.

YroObl 3TOr0 M30€XaTh, HEOOXOJUMO MOCTOSHHO IMpeIaraTb HOBBIE MPOTrPaMMBbl 00yUeHUS
0OCITy’)KMBaHMIO KJIMEHTOB. HOBBI TpPEHHMHI MOXXET YBJIE€Yb COTPYAHHUKOB, KOTOPBHIX HE
«3aTPOHYJIM» MpeIbIayIe TporpaMMel. [Ipyrue sMoLMOHaIbHbIE TOCHIIBI U HA0OPHI (HaKTOB —
3TO HOBBII KOMMYHHMKAaTHBHBIM MOJXOJl, OH MOXET IPHBICYh BHUMAHHE JIIOJCH, KOTOpPHIC
MPAKTUYECKH HUYETO HEe BHIHECIH U3 MPEIBIYIINX TPOTPAMM.

CemuHApBl ¥ TPEHUHTH 1O OOCITYXMBAHUIO KJIMEHTOB MOKHO CPaBHUTH C KHHO(MIbMaMH.
Kro-to or ¢unpma B Bocropre, KTo-ro — HeT. [loaTomy Habop pa3HOOOpPA3HBIX IMpOrpamm,
NPOBOAMMBIX C HWHTEPBAIOM HECKOJIBKO MecAleB, Oyaer ob6namarh OONBIINM CyMMAapHBIM
BJIMSIHUEM Ha CEPBHUCHOE MIOBEJICHUE COTPYAHUKOB, YEM ITOBTOPEHUE OHOM U TOU K€ MPOTPaMMBI.

BaxxHO pa3HOOGpa3ue B 00y4YeHUH

Hekotopble TpeHUHTH TO OOCIYKMBAaHUIO KJIMEHTOB cojepxar paszzaensl «lloBropenue u
3aKpeIuieHue MpONAeHHOro». VX MOKHO HCHONB30BaTh KaK HWHCTPYMEHTHI MOAJCPXKAHUS Y
NepCOHaja BEICOKOTO YPOBHS 3HAHUN M HACTPOsI HA KAUeCTBEHHBIH CepBHC.

[Tocne Ga3oBoro Kypca 1O OOCIY)XHBAaHUIO KJIHEHTOB TEPUOIUYECKHA HAIIOMHHANTE
COTPYIHUKaM, Kak HYXHO oOpamaTrbcs ¢ KiIueHTaMu. [loBTOpsiiiTe OCHOBHBIE MOMEHTHI B
WH(POPMAIMOHHBIX OIOJUIETEHSIX JUTS TIEPCOHANa, Ha TIOCKaX OOBSBICHUN M Ha TUTaKaTaxX, B YCTHOM
OOIIEHUHN C MEHeJKepaMM HM3ILETro 3BeHa W JIIOOBIMH JAPYIMMHU CIIOCOOaMHU 0OIIasich CO CBOMMU
COTPYIHUKaMHU.

3amaua cemuHapoB «KauecTBO depe3 MacTepcTBO», KOTOPHIE NMPOBOASTCS B KOPIIOPAIUH
Hershey Foods, — caenath kaxaoro COTpyIHHKa KOMIIAaHUHA OTBETCTBEHHBIM 3a Ka4eCTBO, 00OydJas



€ro TOMy, YTO TaKO€ KadecTBO, IMOYEMY OHO Ba)XHO M KaK €ro O0ecleuuTh. DTH CEMHHAPHI B
COYETaHWHM C JPYTUMHU TMPOTpaMMaMH ITOMOTAIOT COXPAHSATh OPHUEHTAIUI0 Ha OOCITY)XKHUBaHHE
KJIMEHTOB BO BCEX BHJAX JAECATEIBHOCTH, CTUMYJIHUPOBATH HENPEPBIBHOE YJIYUIICHUE, MOOLIPSATH
WHUIMATHBY W OOJICTYUTH pEIICHHE TMpoOJieM I OTAEIbHBIX COTPYJHHKOB M KOMAaH]I
COTPYJIHHUKOB HA BCEX YPOBHSX.

B cBOMX €XeTHEBHBIX OTHOIIEHHUSX C IEPCOHATIOM MEHEIKEPhl CPETHETO U HU3ILIETO 3BEHHEB
MOTYT CJelaTh OYEeHb MHOI0€, YTOOBI COXPAaHUTh €ro MPUBEPKEHHOCTh cepBUCY. OouH U3
CIIOCO0OB — YECTBOBATh PSAOBBIX COTPYIHHUKOB 3a KAaue€CTBEHHOE OOCIYy)KMBAaHWE W BHECCHHE
MPEJI0KEHUN.

MeHeaKepbl — 06pa3ubl AJIs NOAPAKAHUA

PykoBoauTeNnn MOIHKHBI CIYKUTh 00pa3liaMu JJIsl OJIpaXKaHUs BO BCEM U B IEPBYIO OYepe/ib
B cepBuce. OHU JOJKHBI NMPUMEHATH T€ K€ TAKTUKUA OOCIYKUBAHUS KIMEHTOB, MPUMEHEHHS
KOTOPBIX OXHJAIOT OT CBOMX IMOJYMHEHHBIX. EciaM oHM oOpamaroTcss ¢ KIMEHTaMH Kak ¢
HE3BaHBIMU TOCTSIMH, COTPYAHUKH BPAJ JIU OyayT oOpaiarbes ¢ KIMEHTaMU KaK C IPY3bSIMH.

PykoBoauTeNnu NOKHBI MOKA3bIBAaTh CBOMM IOAYMHEHHBIM, YTO MCKpEHHE 3a00TiTCsa 00 nx
OmarococtossHuu. Ecnu pyKoBOOUTENH XOTAT, 4YTOOBI COTPYAHUKH OTHOCHUJIUCH K KIHMEHTaM
BHHUMATEJIbHO U YYTKO, OHU JIOJIKHBI OTHOCUTHCSI BHUMATEIbHO U YYyTKO K CBOMM COTPYAHUKAM.

HoBble ujaeu A/ Ka4eCTBEHHOI'0 cepBUca

Kopmopamust  Certified Collateral u3 Yukaro, kotopas o6ecneunBaer 3000 1eHTpOB
MIPETEH3MI CTPaxOBbIX KOMIIAHHUM MaTpUIlaMU 3aTpaT Ha PEMOHT U 3aMeHy JeTajiel JUIsl TIOMaBIInX
B aBapUI0 aBTOMOOWUJIEH, €XKEJHEBHO HHPOPMUPYET CBOUX COTPYIHHUKOB O TOM, HACKOJIBKO XOPOIIO
OHM OOCIYXHBalT KIHeHTOB. Ho mis Havana ¢upma nemaer Bce HEOOXOAMMOE, YTOOBI BCE
HE/IaBHO HAHATHIE COTPYIHUKHU YETKO MOHSIIN, YETO OT HUX OKUIAIOT C TOUKU 3PEHUS CepBHUCA.

Koprnopammmsi Hyatt Hotels oGecreumBaeT HEM3MEHHO BBICOKOE KAa4deCTBO CEpBHCA TIPH
noMoInu Gopyma ¢ pyKOBOAMTEISIMUA OTEJIEH, U3BECTHBIX CBOMM IIPEBOCXOIHBIM cepBucoM. boiee
JECATH JIET MEHEDKEPHl PETYISIPHO COOMPArOTCsA, 4YTOOBI OOMEHSThCA HICIMH M OOCYIUTh
npobnemMsl o0cmyxuBaHus roctei. Takue GopyMbl — 4YacTh 3HaMEHUTOM mporpammsbl Hyatt «B
KOHTaKTe Ha 90-ey.

B ceru cynepmapketoB Albertson's co mra0-kBapTupoii B boiice (mrar Aligaxo) Kaxable TpU
Mecslla TPOBOIATCS CcOOpaHWs TIEPCOHANa, HAa KOTOPBIX OOCYXHArOTCS TPOOIeMBbl |
BbIpabaTeiBatoTCsl pemieHus. IIporpamma oOy4yeHHMs OOCTyXHBaHHMIO KiIHeHTOB B Albertsons's
Ha3zbiBaeTCs «BBICTPBI M BHUMATENBbHBIA CepBUC». COTPYIHUKH HOCIT TOJyObIEe JICHTOYKH, Ha
KOTOPBIX HamucaHo «$ 006cmyxy Bac OBICTPO M BHUMATEIBHOY.

Jlpyrue uaen o TOM, Kak MPOBOJIUTH MporpamMmy OOCITYXHBaHHUS KIHEHTOB, Bbl Haiinere B
rnaBax 7 u 13. IIpeacraBienHas B HUX HHPOPMALUS TIOMOXKET BaM BCET/ia MOAJIEPKUBATh BHICOKUI
YpOBEHb CEpBHCA, YTOOBI KJIMEHTHI ObUIA JJOBOJIBHBI.

I'araea 12. Betuzpams, npouz2pas: 3#ca/n06a Kak 603M04CHOCMb

MPUBETCTBYUTE XAJIOBEI



Te, kTO mMOKymaeT, moMoramT MHe. Te, KTO XBaisiT, paiayloT MeHs. Te, KTo
KAIYeTCs, y4aT MEHs, KaK yroJuTh APYTUM, 4TOOBI U OHHM KyNmuiau. TOJBKO T€ BpEHST
MHE, KTO HEJIOBOJICH, HO He kanyeTcs. OHM OTKa3bIBAIOT MHE B BO3MOXHOCTHU UCIIPABHUTH
MOH OIIMOKHU M YIYYIITHTh CEPBUC.

Mapwann @und, uz nepevlx amepuKaAHCKUX mopzoeyes

Ecnu Bama xoMmmaHusi MPakTHYECKH HE MOJy4aeT kano0d, He 00OJbLIaiiTech: 3TO BOBCE HE
MPU3HAK TOrO0, YTO BBl — CYACTJIMBBIM oOOJajareab camMoro yMHOTo, 3((EeKTHBHOTO |
OTBETCTBEHHOT'0 TepcoHala Ha 3emie. ['opa3no BeposiTHEE, 4TO T€ HEMHOTHE >KaloObl, UYTO BBI
noJTtydaeTe, — JIMIIb BepXyIIka aicoepra xkajo0.

VMeHHO Takasi KapTHHA OTKPBUIACh B PE3YJIbTaTe UCCIIEI0BAaHUS, IPOBEACHHOIO KOMIIaHUEN

A.C.Nielsen. ®upma ycranoBmia, 4ro u3 S50 HEIOBOJBHBIX KIUEHTOB TOJBKO OJUH
yTIpy’Xkaaet ceOst TeM, 4ToObI MmokanoBaThes. [109TOMy ecim BbI JkenaeTe y3HaTh, CKOJIBKO Ha CaMOM
Jielie 'y Bac HEIOBOJBHBIX KIMEHTOB, YMHOXXbT€ YHUCIIO MMOJIyY€HHBIX >kano0 Ha 50. Dra nudpa
ropasio TOUHee MOKaKET BaM UCTUHHOE MOJI0KEHHE /I B KOMITaHUU.

Ectes npyroit cmoco® MOHATH BCIO CEPHE3HOCTh CUTyaluu ¢ >xkajmobamu. Oka3biBaeTcH,
MMEETCsl OIpPEIEeNIEHHOE COOTHOIICHHE MEXAY KOJIUYECTBOM JKano0, YCIBIIIAHHBIX B IITA0-
KBapTUpE, W KOJWYECTBOM KajloO Ha MecTaxX (BBIPQKEHHBIX WM HET). DTO COOTHOLICHHE
coctaBmsier 6 :1 amd  cepbe3HBIX TMpOOJIEM, €ClM HET pa3BETBIEHHOW CETH MECTHBIX
MPEACTABUTENBCTB, KOTOPhIE aKTUBHO MpUHUMAOT kayno0wl, © 2000 :1, korma Takas CeTh €CTb.
[TosToMy, ecnmu y Bac ecTb NHpodeccHoHalbHAasA, YCTOSBIIAsCA CHCTEMa IpHeMa >Kalod u 3a
MOCIIEAHUI MeCsIIl BbI MTOJIYYUIIH BCETO JBE KaloObl, BB JOJKHBI IOHUMATh, YTO, BEPOSITHEE BCETO,
MOYKAJIOBAThCS XOTENHU ObI 4 ThIC. KIIMEHTOB, IPOCTO OHH HE CTAJIM 3TO JIENATh.

W3-3a cymecTBoBaHUs MOAOOHOTO" COOTHOILIEHHS BBl JIOJDKHBI NPUBETCTBOBATH JKalOObI,
BCAYECKU YNPOILATH MPOLIECC UX MOJAYM U AK€ BO3HAIPaXAATh JKAITYIOIUXCS KIMEHTOB. FIMEHHO
TaK MOCTYIMAaIT KOMITAaHUH, LEJb KOTOPhIX — IOJHOE y/IOBJIETBOPEHHE KIMEHTOB U BBITEKAIoIIee
U3 3TOTO YBEJIWYCHHE TPUOBLUIH.

[ToBepbTe, OyneT ropasno Jydlle, €CIU Bbl IEPECTaHETE MPATATH TOJIOBY B NMECOK M OTKPHITO
MMOCMOTPHUTE B JIUIO KATO0AM M KATYIOIUMCS JIFOISIM, YEM €CIId Bbl Orpagute cedsi Oapbepom
camMoJI0BOJIbCTBA. HeloBOIbHBIE KIMEHTHI B KOHIIE KOHI[OB HAaHECYT BaM OTBETHBIN ynap. Eciu Bb
3HaeTe 0 Kajobax, TO MOXKETE MPUHATH MEPHI IS IPEIOTBPAIICHUS HX HETATUBHBIX MOCIIECTBUH.

CoTpyIHUKH BCEX YpPOBHEH JOJDKHBI MOHHMMATh, NOYEMY Ba)KHO IMOOLIPSTH, MPUHUMATh U
3¢ dEeKTUBHO pa3pemiats kajio0bl. [lomMorure MM yBHIETH B3aMMOCBSI3b MEXIY MPOAYKTHBHOU
paboToii ¢ )xat00amMu M TPOIBETAHHEM KOMIIAHHUH.

Komnanus Shycon Associates Inc. ycranoBmia, uro mouytu 70% areHTOB MO CHAOKEHHIO
HEMEJIEHHO MPUMEHSIOT K MPOBUHUBLICHCS KOMIIAHWU KapaTelbHble MEpbI, HE XKalysiCh HH
IIpOJaBIly, HU MeHemKkepy mno mnpoaaxkaMm. [lo ux cimoBam, jierde CMEHUTh IOCTAaBIIMKA, YEM
MO’KaJI0BaThCsa. ITO OYEHb BecoMasi MPUYNHA MOOLIPSTH 5KaI00BI.

HccnenoBatensckas rpynna TARP ycranoBuia, 4To B cllyyae Cepbe3HBIX MpoOIeM, CpeTHHMA
yiep0 OT KOTOpbIX cocTaBiseT 142 moit., He xanmyercs 31% KiIueHToB.

[To nanupiM kommnanuu A.C.Nielsen, B ciydae MenIKuX MpoOsieM, MPUBOMIIIUX K IMOTEpe
HECKOJIbKUX JI0JIIApOB WM HE3HAYUTEIbHOMY HEYI00CTBY, *KanyeTcs Bcero 3% nokynareneit; 30%
BO3BpamaroT ToBap; 70% nudo BooOIIe HUYETro He JeNaroT, T100 BEIOpachIBAIOT TOBAP.

Ompoc 1000 xkommanuii, nmpoBeaeHHsl rpynnoil TARP, mokazan, urto 42% xomnanui, y
KOTOPBIX BO3HUKAJIHM MpoOieMbl ¢ (UpMaMHu MO MPOKATy aBTOMOOWIIEH, HE KaJOBAJIHCh HUKOMY,
nake 00CIy)KMBaBIIEMY WX COTPYIHUKY. Tak 4TO BBIBOJ 3/1€Ch OJHO3HAUHBIN: €CIIM BBI MOJTyYaeTe
CIIMIIKOM MaJio ’kajio0, UIIUTE U3bSIH B CBOCH CHCTEME.

CoBer OMOpPO COBEPIICHCTBOBAHHUS JIEJIOBOM NPAKTUKH YTBEPXKIAET, YTO HAIMOHAJILHBIN
CIHMCOK MCTOYHUKOB HEJIOBOJILCTBA MOTpedUTENEH (110 KOJTMUECTBY MOAAHHBIX 5Ka100) BO3TIIABIISIOT



aBTOPEMOHTHBIE MAacTEPCKHE; 3a HHUMH CJIEIyIOT (UPMBI 1O PEMOHTY JOMOB, KOMIIAHUH,
3aHMMAIOIINECS TOCBUIOYHON TOPTOBJIEH, U JJOMOBIIAENbIIBI.

l'lpoche K/IHEHTOB Ka/JIOBATbCA

Pon Kaydmann B cBoeli kHure «YmydmanTe oOcimykuBaHuEe» 3amaeT Borpoc: «KTo ke Ha
caMoM Jenie CHUMaeT TpyOky TtenedoHa mnm OepeT pyduky u HaOupaeTcss XpaOpocTH, 4YTOOBI
nmokaJioBaThbesi? BBl ckakeTe, 4TO 3TO 3JIOCTHBIM JKaJOOIIWK, BEYHBIM Opro3ra WM TOT, KOMY
MIPOCTO HPABUTCS JTOCAKIATH APYyruM? Bel ommbaeTechy.

HccnenoBanusi T1MOKa3bIBAIOT, YTO KIMEHTHI, KOTOpBIE JKaIyIOTCA, B MOAABIISIOIIEM
OOJIBIIMHCTBE BEChMA JIOSIILHBI U UCKpeHHU. OHU KATYIOTCS, IOTOMY YTO UM HeOe3pa3IdueH Balll
OW3HEC W YypOBEHb CepBUCAa, KOTOpPHIH OHU monydaroT. OHM HamepeHbl MPOAOIIKATH
COTPYJTHUYECTBO C BAMH, TIO3TOMY XOTSAT, YTOOBI BBl UCIIPABHIIN OIIUOKH.

Ecnu xnaueHTHl 3BOHAT, NUIIYT WM TNPUXOIAT JMYHO, 3HAYUT, 4Yalla HX TepIeHus
nepenonauiack. CaenaiTe Tak, YTOOBI OHH OCTAJIMCH JOBOJIBHBI, H BBI 3apad0TaeTe uX JOSITbHOCTD.

He Ttepsiite ronoBy, Korma BO3HUKAIOT MpoOsiembl! OOBEIMHUTE YCHIUS W UCIPABbTE HX
BMECTE C KJIMEHTaMH.

Pesynbratom OyayT MOsUTBHBIE KIMEHTBI, KOTOPHIE UCKPEHHE BOCKIUIAIOT: «BoT 310 ma! Mel

NOJTy4Yusi OOJIbIIIe, YEM OXKHJAM. DTa KOMIIAaHUS OTBEYaeT 3a TO, YTO OHa JenaeT. OHa mo-
HacTodleMy 3a00TUTCs 0 Hac. Mbl ipuzeM eme. M 1pyrum ckaxem, YTOOBI TPUXOAUITI.

ABunakommanusi British Airways ycraHoBuia B adponopTy ['aTBUK creuuanbHble OyIKH, B
KOTOpBIX MacCcaXUpbl MOTYT BBIIJIECHYTh CBOM THEB IMepeln Buieokamepoil. PaccmaTtpuBaercs
BO3MOKHOCTh YCTAaHOBKM TakuX OYJOK M B JPYTUX a’dpomoprax. DTO OJHA U3 CaMBIX YAOOHBIX
dhopm moonpeHus xanoo.

Crnyuyau U3 )KM3HU MMOKA3bIBAIOT, KAK YACTO KIIMEHTHI BO3JIEPKUBAIOTCS OT JKajl00 M HACKOJIBKO
CEPHhE3HOM JOKHA OBITH MPo0JIeMa, 9TOOBI OHU TI0’KATIOBAJIHCH.

e W3 Bceil maptum OroctranbrepoB (2 Thic. mT.) 1o IeHe 20 101, KOTOpbIE H3-3a
MIPOM3BOJICTBEHHOTO JIe(heKTa PBAIKCH B IEPBBIN JI€Hb, TOKYNATEIN U POSHUYHbBIE Mara3uHbI

BEPHYJIM BCETO OJUH.

* MeHbllle MOJOBUHBI JOMOBIIAJIENbBIIEB, CTOJKHYBIIMXCS C OMMOKAMU TPU BBICTABICHUU
CUETOB MPOBANIEPOM TEIEKOMMYHHKAIIMOHHBIX YCIYyT, cOOOmmIM 00 3ToM KommaHuu. Kpome
TOTO, OBLJIO YCTAaHOBJIEHO, YTO KOPHOpPATHUBHBIE KIMEHTHI IKAJIOBAIKMCH CHEIHATIUCTaM IO
TEXOOCTy)KMBaHHIO, 2 HE MEHeKepaM Mo paboTe C KIMEHTaMH, CUWTas, YTO MapKETHUHTOBBIHA
MEPCOHAN HE MOKET PEHINTh TEXHUYECKHUE MPOOIEMBI.

» KopniopaTuBHBIii KIMEHT KpYIMHEHIIEH KOMIBIOTEPHO KOMIIAHUU KaJloBaJICs el Ha cOou B
paborte cucrembl. Ho B mTab-kBapTHpe OBLTM MPOCTO OIISIOMIIEHBI, KOTJa HEIOBOJbHAs Gupma
nomectuna B The Wall Street Journal oObsiBieHHe 0 Tonmadye CyaeOHOTO HCKa, K KOTOPOMY
npucoenuamichk 300 npyrux komnanuii. HeqoBOJIbHBIN KIIMEHT pelniics Ha CTOJIb

palMKaIbHYI0 Mepy, MOTOMY YTO HE TOoNydaj OTBETa Ha CBOM JKAJIOOBI: MPOJABILI U
PYKOBOJICTBO PErHOHAJIBHOTO TPEICTABUTENHCTBA KOMIIBIOTEPHOM KOMMAHUM CUWTAIH, YTO
npobiemMa B HEKOMIIETEHTHOCTH KJIMEHTa, a He cO0sX B CUCTEME, TOTOMY YTO JIO 3TOT'0O MOMEHTA K
HUM TIOCTYIIMJIA BCETO OJ{HA WJIU JBE >KaI00bl.

* KInneHThl, KOTOpBIE JIOILIN CO CBOUMU >Kano0amu 70 mTab-KBapTUPBI KPYITHOTO Olieparopa
KPEAUTHBIX KapTOYEK, MPEXJEe MbITAIUCh JAOCTYyYaThCS /10 KOMIIAHWU MO OOBIYHBIM KaHajaM B
CPEIHEM ILLIECTh pPa3.

Kanob6am — 3es1IeHy10 y/IUIY



Bcem u3BecTHO, Kak TPyAHO B HAallM THHU IOXKaloBaTbca. Eciau BBl Bce e Habeperech
CMEJIOCTH, K BaM OyJIyT OTHOCUTHCS, KaK K MPOKAKEHHOMY.

Jlomass MHHMBbIE WM UCTHHHBIE Oapbepbl AJs kajio0, BBl CHIDKACTE YPOBEHb CKPBITOTO
HEJIOBOJIBCTBA M BBITEKAIOIYIO U3 3TOI0 HEFaTUBHYIO YCTHYIO pEKIamy.

IloxxasioBaThCcsA — 6€3 NpooGJieM

BwmecTo Toro utoObl BO3BOJUTH HEMPEOIOJUMBIE Oapbephl Ha MYyTH Kajol, CIAemalTe Tak,
9TOOBI MOXKANOBAThCsl ObUTIO JieTKO. [lycTh 3TO cTaHeT MPHUBBIYKON. DTO MOMOJCET KOMIIAHHUH
YBUIETh U3bSHBI B CBOCH KOPIMOPATUBHON MOJUTUKE WU JEATEIBHOCTH, KOTOpPbIEe — €Clid ObI 0
HUX HE CKa3ajlu — MPOAOJIKAIN OTBpAIIaTh OT HEe KIMEHTOB B TEUEHHUE MHOTUX MECSIIEB... WIH
net. 3anaya paboThl ¢ *KalobamMu — HAWTH paHbl Ha TeJle KOMIAHUU M BBUICUUTH UX, MOKA HE
Hayajach TaHTPEHA M HE MpHUBENa K MOTepe KOHEYHOCTH WIIM OpraHa, JIMHUU MPOJYKTa, PHIHKA...
WJIY BCEU KOMITaHWH.

Cy1iecTBYIOT POLEAYPHI MOAAYHN KAI00, KOTOPhIE HE TPEOYIOT OT KIIMEHTOB MOYTH HUKAKUX
ycunuii, — kak, Harpumep, B Quill Corporation u3 JluakonsHmmpa (mrat MinmuHoiC), ceMeiiHOM
Ou3Hece, HayaBIIEMCs B TOJCOOKE Mara3uHa KypHHbBIX monydabpukaroB. Teneps 3Ta ¢upma,
3aHUMAIOIIASACS TIOCBIIIOYHON TOPTOBJIeH O(PUCHBIMH TOBapaMH, CTajla OJHOW W3 KPYMHEHIINX B
orpaciu. B xommanmmm pabotaer Oonee 1 ThIC. dYeNmoBeK, a IUIOMAAb €€ O(QUCHBIX,
MTPOM3BOJICTBEHHBIX U CKJIAJICKUX MIOMEIIEHUN cOCTaBIsIeT 442 ThIC. KB. (DyTOB.

Bot nponenypa monaun xxano0sl B komnanuu Quill.

1. Korga Quill moceimaeT kKiIMeHTy 3aka3, OHAa BKJAABIBA€T B MOCHUIKY «bilaHK BO3Bparay.
OroT OJaHK, HA KOTOPOM TEPEYHCICHBI COAEPIKAIIUECs B MOCHUIKE TOBAPHI, JA€T BO3MOKHOCTh
KJIMEHTY I0KallOBaThCsl, MPOCTO MOCTABUB TaJlOYKH B OJIHOM HJIM HECKOJBKHUX KBaJapaTHKax —
Hanpumep, «ToBap moBpexaen», «He cooTBeTcTBYeT pekiame» unu «ToBap TpeOoOBaJICS paHbILEy.

2. «bnaHk BO3BpaTa» COAEPKUT pasJied, B KOTOPOM KIIMEHT MOKET yKa3aTh, YETO OH OKUIAET
OT KOMITAHUU — HANPUMEpP, 3aMEHUTH TOBAP, MPEAOCTABUTH KPEAUT WA BEPHYTH JCHBTU.

3. MHcTpyKIuu 1o mojaye kano0 neyaTaroTcsl B KaTtajiorax KOMIaHUH.

Kmunentam Quill He HYXHO HHMKyAa 3BOHHMTH, UYTOOBI MOXKajJoBaThCSA. brmaHk I xKamoObl
MPUXOJUT BMECTE C KaKJI0M MOCHUIKON. JTO MOJHOCTHIO YCTpaHsAeT He0OX0AUMOCTh MHCATh HOMED
3aKa3a, INYHBIA HOMEp KIMEeHTA U APYTrUue HABEBAIOUINE CKYKY JaHHBIE.

JIro6as koMmaHusa MOXKET 100aBIsATh TaKUE OTIeYaTaHHbIE OJaHKHU Kaji00 K CBOMM CuUeTaM B
BUJIE OTPHIBHOTO KYIIOHA, BCTABJIATH B BUJIC JIOMOJHUTEILHOTO JTUCTA B MHOTOCTPAHUYHBIE (DOPMBI
WJTU BKJIQJIBIBATh BHYTPH MOCHUIOK MJIM IMHCEM, Kak 3To nenaeT Quill.

Quill coobmraer, 4TO COTPYAHUKH YacTO MOTy4yaroT Ha «braHkax Bo3BparTay BMECTO 5Kanob

0J1aroTapHOCTH.

KAK OKYIIMTDb 3ATPATbI HA PABOTY C }KAJ/IOBAMH

bepuucc Ponbde, ObBmmii npesuaeHt kommanuu National Car Rental, moarepkmaer
BaXHOCTH TTOJIOKUTEIBHOTO paspemeHus xanod: «Ha xaxnaelid qojuiap, MOTpayeHHBIH HAMH Ha
yperyJlupoBaHUe MPETEH3UMN, MBI ITOJIy4aeM IATh J0JIJIAPOB JOMOJIHUTEIbHON BBIPYUKH.

KomnanusM BeIroHO 3¢ (GEKTUBHO pa3peniath xajaoObl, TOTOMY YTO Onarojgaps 3TOMY OHH
3apa0aThIBAIOT JIOSUIBHOCTh KJIMEHTOB. KIIMEHTBI MpOAOIIKAIOT MOKYNaTh y HUX, a HE YXOIAT K
KOHKYpPEHTaM.

VY 10BIE€TBOPEHHE OT PA3PEIICHUS KaT00bl — TO CTUMYJI K HOBOH IOKYIIKE, 3HAUUT, OOJIbIIIE

npuOBLIH Ul KoMIIaHUHU. BoT uto roBoputr MapBa MakapTyp, OBIBIINN TUPEKTOP CITYKOBI
nmo pabore c¢ knueHtamu (uHaHcoBor kommanuu Waddell and Reed Services: «Korma nam



yJ1aBaJIOCh YCIIOKOUTH HEAOBOJIBHOTO KIMEHTA, TO HEPEKO MBI CIIBIIATH OT Hero "CKaXuTe, 4To 3a
naeBoii (hoH7 B npeyaraere?" B pe3ynpTaTe HAIIM MPOAAKHA POCIIHY.

Bor ¢Qopmynel, KOTOpble MOMOTYT BaM TMOHATH pAa3HULY MEXIy pa3pelieHueM H
UTHOPHPOBAHUEM 3KaJ00 C TOUKH 3PEHUS UX BIUSHUS HA TPUOBLIb.

* Pazpemenue xano6: [TpuOelis OT paszpemieHust xanoObl KIUEHTa = IPUOBUIH OT OyTyLINX
MPOJIaXK + MPUOBLIL OT MPOJAXK Onaroaaps pEKOMEH IalHsIM.

* UrnopupoBanue >xano0: OOmmii yOBITOK OT Hepa3pemeHHs XajoO0bl = YOBITKH OT
MOTEPSHHBIX MPOAAX + YOBITKM OT HEraTUBHOM YCTHOM peKiiaMbl — CyMMa, «COKOHOMJICHHAsD TpU
HEepa3peleHNH Kaa00bl.

B oruere 00 mcciaenoBaHuu mpoueayp padboTHI C kamobamu, mpoBeneHHOM DenepaabHBIM
yIpaBJIeHUEM TIO JienaM notpeduteneit, roBopurcs: «B 1980-e roapl 6maromapst MOI0KHUTEIHHOM
YCTHOM peKkJiaMe KOMITaHWHM TMpuoOperanu 1,56 KIMeHTa Ha KaXIOTO KJIMUEHTA, MOTEPSHHOTO B
pe3yJIbTaTe OTPULIATEIBHON YCTHOM PEKIIAMBIY.

A o6uapyxun, 4yto 3(QPEeKTUBHBIE MPHEMBI PaOOTHI C Kajdo0aMH MOTYT TPAKTHUYECKU
MepPEeBepHYTh 3TH HHUQPHI: TOJOXKUTENbHAS YCTHAs pekiaMa OyaeT MPUHOCUTh KOMITAHUU TPH
KJIMEHTA Ha KaKbIX JIBYX, IOTEPSHHBIX B Pe3yjIbTaTe OTPULIATEIHHON YCTHOM peKIaMbl.

[To naHHBIM OIHOTO M3 HWCCIEIOBaHMA, KIMEHTBI, CYUTAIOLINE, YTO MX KaJOOBl HE OBUIH
YIOBJIETBOPEHBI, PACCKA3bIBAIOT O CBOEM OTPHUIATEIIBHOM OMbITE B cpeaHeM 9-10 3nakombiM. bonee
12% KIMEHTOB pacCKa3bIBAIOT O pPEaKUMH KOMIIAHMM Ha HX >KanoObl Oonee yem 20 cBouM
3HAKOMBIM.

BbIiroanl ot YAOBJIETBOPECHUA »KaJs106

Benymue xommanuu, Hanpumep L.L.Bean, mnpumaror croas Oosblioe 3HaueHUE
JONTOCPOYHOMY (PMHAHCOBOMY MPEUMYIIIECTBY, KOTOPOE MPUHECET UM JIOSUTBHOCTh KJIMEHTOB, UTO
TOTOBBI MUPHUTBCS C KPATKOCPOUYHBIMH YOBITKAMHU DPaJM YAOBIECTBOpPEHHUs KiIWEeHTOB. B 1988 r.
KkiueHThbl BepHyu L.L.Bean ToBapoB Ha cymmy 82 MitH 70511., T.€. mpuMepHo 14% oOmiero o0bema
npoaax 588 muH mosi1. CTOMMOCTB TOCTAaBKH U 00pabOTKH BO3BpAIIa€MbIX TPY30B COCTaBHIIA €IIIE
18 muH moma., dero L.L.Bean moria Obl n30exkaTh, eclii ObI 0TKa3ajach OT OTBETCTBEHHOCTH. Ho
ATO 03HAYaJI0 OBl MOCTABUTH KPECT Ha OYAyIIeM KOMITaHUH.

PykoBoactBo L.L.Bean mpekpacHo 3HaeT, yTo O0JbIIas 4acTh TOBAPOB BO3BpAIAeTCs HE IO
BUHE KOMMaHWM. VI3BeCTHO, YTO B MHAYCTPUU TOCBUIOYHON TOPrOBIM MHOTHME IOKYIMATENIN
TPAAUIIMOHHO 3aKa3blBAlOT OAMH M TOT € TOBap TPEX pa3HbIX pa3MepoOB WIM I[BETOB U
BO3BpAIIAIOT /IBa U3 HUX MOCJIE TOrO, KaK MPUMEPST BCE U BbIOEPYT MOAXOIALINI UM IO pa3Mepy U
1Bery. O4eHb HEOOIBIIION MPOLIEHT TOBAPOB BO3BpaIaeTcs u3-3a Opaka, coodmaer L.L.Bean.

Bor xak Tom IluTepe paccuuThIBa€T CTOMMOCTH OJHOTO KJIMEHTa JJs KoMIaHuu: «Ecimm s
Jenaro NOKynky crouMocTbio 100 nosut., 3HauuT, nena mae 100 gom., u BBl oOpariaerech O MHOU
cooTBeTCTBeHHO. Ho ecnu Obl st ObLII MOCTOSHHBIM KIIMEHTOM, TO MOT ObI MOKYIaTh Y Bac KaXKIbIi
Mecsl. A 3to yxe 1200 nomn. B roa. Eciu ke s cTaHy JIOSUIBHBIM KIMEHTOM, TO MOTY IIOKYIaTh Yy
Bac B TEUEHHUE JIECIATH JET. A 3TO yxke 12 ThIC. 10I.

Ecnan Most JIOSIIBHOCTh OYEHBb BBICOKA, s MOT'Y MTOPEKOMEHJIOBATh Bac MOMM Jpy3bsiM. Ecnu
X0T OBl MATEPO JOBEPSTCS MOUM DPEKOMEHIAIUSAM, OHM MOTYT CTaTh BAallUMU JIOSUTbHBIMH
KJIMEHTAaMHU U MPUHECTH BaM 1o 12 ThIC. A0JUL. KaxAbld. B cymme 3To coctaBisier 60 ThIC. JOJII.
Jlo6GaBbTe K 3TOMYy MOU 12 THIC. JOJUL., U BBl YBUIUTE, YTO MOs OOIIasi CTOMMOCTh KaK KJIMEHTa 3a
BECh CPOK COTPYJHUYECTBA C Ballleil KOMIAHUENH COCTaBIseT 72 ThIC. JOJII.

Ecnm BBI cuntaere, uto s croro 100 goi., Kak Bbl Oyjaere co MHOM oOpamatbesa? Hackoiabko
BEI Oy/ieTe MIeIpbl U TOTOBHI IIOMOYb, €CIIU 51 OYAy YeM-TO HEIOBOJICH?

Ho ecnu BbI moHmMaere, 4To s CTOKO 72 THIC. IOJUI., TO KaK B 3TOM CiIydae Bbl OyjeTe
OTHOCHUTHCS Ko MHe? Kak fmaneko BbI 3aiiieTe, 9T0ObI rapaHTUPOBATH MOE YJIOBIIETBOpEHUE?

Korna Bo3HuKalOT npo0aeMbl, HE MO3BOJISIITE CBOMM KIHMEHTaM YXOJUTHY.



ITPEBPAIIIAEM KAJIOBbI B BO3MOKHOCTH

Ecnm Bam cepBuc Bpemsi OT BpeMeHHU J1aeT c00#, 3TO €CTECTBEHHO — JIFOJISIM CBOMCTBEHHO
ommbaThest. Ho He myraiitech, uTo Bce moTepsiHO. KanoObl, SBISIONIUMECS PE3YIbTaTOM IJIOXOTO
00CITy’KMBaHUsI, MOTYT CTaThb BO3MOXKHOCTSMU — MPOSBUTH Ce0s C JIy4llIeil CTOPOHBI U yIep>KaTh
HEAOBOJIBHBIX KIIMCHTOB.

BbicKa3aHHbIE KaJI06bI — 3TO MPOAANKHU

Bor Bam /0Ka3aTenbCTBO TOrO, 4YTO JKajloOBI — 3TO BO3MOXHOCTH. VIHTepecHeiimiee
uccnenopanne «Paborta ¢ xamobamu morpebOuTeneir B Amepuke», mnpoBeneHHoe TARP mis
denepalbHOTO YIpPABIEHUS 1O JelaM TOTpeOuTeNne, YCTAaHOBHJIO, YTO JIOAW, KOTOPBIM
MPEAOCTAaBIIIA BO3MOYKHOCTD MOYKAJI0OBAThCS, Yallle MPOJA0HKAIOT COTPYAHUIECTBO C OOUIEBIIEH UX
KOMITaHUEH, Taxke eciau mpobiiema He Oblia pelieHa YIOBIECTBOPUTEIHHO, YeM JIFOJH, KOTOPHIE HE
’KaJIOBAJIUCh.

Ecnu sxanoba paspemieHa, TO Ipoa0JDKaTh COTPYIHUYECTBO C KOMIIaHUEH Oyaer ot 54 1o
70% KJIMEHTOB, MOAABIIMX XKan00kl. JTa udpa yBemnmuuBaetcs 10 95%, ecnu KIUEHTHl CUUTAIOT,
9TO UX XKanoba ObLIa pazpenieHa ObICTPO.

OTUM 51 XO4y MOAYEPKHYTHh OJIHY HEOOBIYHYIO MBICIb: KJIHEHT, KOTOPBIM HHUKOT/IAa HE
KAIIOBAJICS WU KOTOPBIA HUKOTJIAa HE WCIBITBIBAT TPOOJIEeM C OOCIy)XHMBaHHEM B JIaHHOU
KOMITAaHUH, MEHEE JIOSUICH, YeM KJIMEHT, KOTOPBIH UMeJ MOJ0OHBIN ONBIT M KOTOPHIN yIOBIETBOPEH
TeM, KaK KOMITaHUs PEIInia ero mpooyieMy.

HoBas xku3Hb XoTOpHCKOro 3¢ppekra

Cyns mo BceMy, 3TO NposiBIeHHE XOTOPHCKOro 3(deKTa, Ha3BAaHHOIO TaK B YECTh 3aBOJA
kommanuu Western Electric B XoTtopHe, Henomaneky ot Yukaro, rie ObUIO MPOBEACHO OJHO W3
NEPBbIX HCCIEIOBAaHUN B OOJACTH MOTHMBALlMU TEpCOHaia. XOTOPHCKUH A(QEKT IIIacuT, 4TO
TJIaBHOE IS JIFO/IeH — 3TO BHUMAHHUE.

Paborast c¢ kano0oi, Bbl yAenseTe KIMEHTY BHUMAaHHE M TEM CaMbIM O0ECIEUMBAETE €ro
YJIOBJIETBOPEHHE, IOTOMY YTO JIFOJIIM HPABHUTCS, KOT/Ia UM yJENSIOT BHUMaHHe. KIreHT moxox Ha
3HaMEHHUTOCTb, KOTOpasi 3asBisieT: «MHe Bce paBHO, YTO 000 MHE rOBOPAT. JIUIIb ObI TOBOPHITY.

UccnenoBanue, mposenaeHHoe s denepanbHOro ympapieHHsT 1O JeinaM IMOTpeOHuTeneH,
ycTaHoBUII0, uTo 70% *)amyromuxcs Oy1yT NOKynaTh y KOMIIAaHUU CHOBA, €CJIH TOBAp, C KOTOPHIM
BO3HMKJIM TPOOJIEMBI, CTOUT 5 JOJJI. M MEHbIIE WM €CIH jkajnoba ObUIa paspemieHa B IOJb3Y
kinuenta. Ho ecnu ToBap mim yciyra ctout 100 gomt. u Oomblie, JIMIIb MMOJIOBHHA KATYIOIUXCS
npuaer cHoBa. Kak ObI TO HU OBLIO, TOBTOPHBIE CAEIKH C MTOJIOBUHOMN PAacCEepKEHHBIX KINEHTOB —
3TO JIy4llle, YeM HUYETO.

Hcnosnb3yiiTe xKa100bl

HMHorma kommaHuu TPpaTAT MHWJUIMOHBI J0JIJIAPOB, 4TOOBI 00ECIEYUTHh CBOUM KJIIMEHTAM
BO3MOJXHOCTbH 110AaTh >Kano6y, HO ITIOTOM 3a0BIBAIOT noacuyuTaTrb, CKOJIBKO JKaJIo0 OHHU MOJIYYHJIN U



Ha YTO JKAJIOBAINCH KIMEHTHL. Jloporocrosimias M LeHHas WHGOpMAlUU XPaHUTCS B NaMATH
KOMIIBIOTEPOB JI0 TEX IIOp, MOKAa HE IIOHAJ0OMUTCS CHEIIHO 3allyCTUTh B JeicTBHE IUIaH
CTPATETHYECKOr0 MCIONb30BaHUS HH(GOpMAIMM, KOTOPYIO Jal0T UM JKajioObl, T. €. Hayarb
MIPUHUMATH MEPHI IO MTPOPUITAKTHKE 3KaI00.

Ot OecrieyHble KOMIIAHUM 3a49acTyl0 HE MOTYT aJIeKBaTHO OTBETHThH Ha *ajoObl. OHM 1160
HE YMEIOT, JIM00 HE MOHWMAIOT, KaK KOHCTPYKTUBHOE pa3pelIeHHe Kajao0 BiauseT Ha (UHAHCOBHIC
pe3yabTarthl. OHU UTHOPUPYIOT kaloObl. I MPOJOIKAIOT TPATUTH THICSYN JIOJUIAPOB HA PEKIaMy U
CKUJIKM, YTOOBI IPUBJIEYb HOBBIX KJIMEHTOB B3aMEH TEX, 4YTO ObUIM HOTEPSHBbI M3-3a XaJaTHOTO
OTHOIICHHUS K Kajo0am.

CepBuc 00X0auTCA ropas3io JELIEBIe, YeM IMPHBJIECUEHUE HOBBIX KIMEHTOB. OCO3HAB 3TOT
(akT, MHOTHE KOMITAHUU KHIAIOTCS MPUHUMATH KaJT0O0bl MO TOPSYUM Tele()OHHBIM JMHUSAM U
yepe3 CBOMX CEpPBUCHBIX COTPYIHUKOB, IOPYYalOT KOHCAITHHIOBBIM (HUpMaM H3MEpPSTh
KOJIMYECTBO kalo0 M MX IKOHOMHYECKHH 3¢dexT. bena B Tom, 4To B moje 3THX HM3MEpPEHHN
HonajaeT JIMNIb Majias 4acTh MpoOJIeM, MOCKOJIBKY JKJIYIOTCS OY€Hb HEMHOTHE HEJOBOJIbHBIE
KITUCHTBI.

BoTr mouemy oOCHOBa KauyeCTBEHHOro cepBHCa — MNPO(UIAKTHKA Kajlo0 IMOCPEICTBOM
KayecTBa — B MPOCKTUPOBAHUH U pa3padOTKe, B MPOU3BOJCTBE U MPOAaXax, B OyxydyeTre U BO BCeM
OCTaJIbHOM, U3 YEr0 COCTOUT JAEATEIbHOCTh KOMIIAaHHH.

Jlydymas npoduiakTuka ’kajJo0d — Jenarh Bce NPaBWIBHO C MEpPBOro pasza. BnoOaBok BEI
COKOHOMHUTE Ky4y JI€HEr, KOTOpble HHAYe YN Obl Ha Mepe/ieKy HeKaueCTBEHHON paboThl.

«Crienatp Bce MpaBUIIBHO € TIEPBOTO pa3ay ropasao BakHee /s YAOBICTBOPEHUS KIMEHTOB U
MOBTOPHBIX CHIEIOK, YEM HCHPABIATH MPOAYKT WIM YCIYry, KOTOpble HE OTBEYAIOT OXXKUIAHHSIM
KIMeHTOB win cBoeil rapantuu. Kommanusi Federal Express m ThicsuM Apyrux opraHu3anui
3HAYUTENbHO COKPATHIIM KOJUYECTBO kano0, o0y4yMB CBOM NMEpCOHaI HaBbIKaM KayeCTBEHHOTO
00CITy>KUBaHHSI KIIMEHTOB.

ITPOPUJIAKTHUKA KAJIOb

YeM KaxJIABIN IEHb CPaXKaThCs € AJUIUTaTOPaMU, Jy4Ille OCYIIUTh OOJI0TO.

ITepBoe mpaBunmo @PupHcTana raacuT: «Pazpemraiite kamoObl Mpexae, YeM OHU OyayT
BbICKa3zaHb. Tumotn @uprHcran — ocHoBarenb U CEO cetu pecropano Satisfaction Guaranteed
Eateries u3 Custia.

ToT daxT, yTO HETOBOJIBHBIE KIIMEHTHI PACCKA3BIBAIOT O CBOEM HETaTHBHOM OIIBITE B JIBa pasa
00JIbIIEMY YMCITY JIFOJIeH, YeM JIOBOJIbHBIE KIMEHTHI O CBOEM IOJOKHUTEIBHOM OIbITE, — BECKUMN
apryMeHT B TMOJIb3y NPOQWIAKTUKK *Kanol. YcTpaHeHHe NPUYMH Kajlod — ropaszo Oosee
NCICTBEHHOE JIeKapCTBO, 4YE€M MpEeAOCTaBICHHE KJIMEHTaM HEOTPaHMYEHHON BO3MOKHOCTH
’KaJIOBATHCS, YTOOBI HEJOBOJIBCTBO HE HAKAIUIMBAIOCH, TPO3sl MpopBaTbes. Ha 3ToM OCHOBaHBI Bee
CTpaTeruu, HaleJIeHHbIE Ha YCTOMYMBOE yIOBJIETBOPEHHE U TIPEBBIIICHUE 0KUJaHUI KIMEHTOB.

JlesiaiiTe BCce MPpaBUJIbHO C MEPBOro pa3a

BriBoa, k kotopomy mpunuia rpynmna TARP B xone ucciepoBanust st @egepaibHOTO
yHhpaBJCHUA IO ACIaM HOTpC6I/ITeHeI71, COCTOHUT B TOM, YTO Ka4C€CTBCHHOC BbIIIOJTHCHUEC paGOTBI C
MEePBOTO pa3a MpeJOoTBpaIlaeT >XKajaoObl, a B coYeTaHUU C PPEKTHUBHBIM pazpenieHueM Kaioo
SHAYUTCIBHO MOBLIIACT YPOBCHDb YAOBJICTBOPCHHOCTHU KIIMCHTOB U JIOAJIBHOCTDH 6p€HI[y.

KoMmnanuu ¢ XxopommM MeHeIKMEHTOM pacCMaTPUBAIOT KaJI0Obl KaK BO3MOYKHOCTh YEMY-TO
Hay4duThCsl. «Kakue ypoku Mbl MOKEM U3BII€Yb U3 ITOU jKaI00bl, 9YTOOBI YIYYIIUTh HAIl CEPBUC?Y
— CIIpalIuBaeT PyKOBOJCTBO.



Takue KOMIIaHUM paccMaTPUBAIOT KalOOBl KaK BO3MOXXHOCTb IMPOM3BECTU BIIEYATIICHHE HA
KJIMEHTa, Jeflas BCE, YTO HYXHO, YTOOBI PEIIUTh MpoOjaeMy U JOOUTHCS €ro yIOBIETBOPEHHS.
JIpyruMHu CI0BaMH, YCTICUIHbIE KOMIIAHUH YIEISI0T BHUMaHHE kKao0am, HO OOJIBIIYIO YaCTh CBOMX
CHWJI HAaIIPABJIAIOT HA yCTPaHEHHE MPUYHH Kajlo0.

[pa3aHyiiTe ycnexu

CucremMaTu3upyiTe JaHHBIC IO Kajgo0aM W paclpOCTPAHSIUTE OTYETHl CPEIU COTPYIHUKOB,
OTBETCTBEHHBIX 32 U3MEHEHHE TOTO, HA YTO KAINYIOTCS KIHEeHThl. Ho 0THOBpeMeHHO mpuiaraiite He
MEHBIINE YCUIHs A cOopa, aHallM3a M OIJIALICHUS MOJIOKUTEIbHOW OOpaTHOW CBSI3U — B BUJE
«OyKeTOB ¥ AaIUIOAMCMEHTOBY» OT KJIMEHTOB, IHMCEM C TOXBaJod H O1arolapHOCTHIO,
OJIarOMPUSITHBIX OT3BIBOB | T. 1. [Ipa3gHyiiTe CBOM ycmeX.

Ecnu moHATHBI NpUYUHBI ka0, TO MOHITHO, KaK MPEIOTBPATUTh 3TH kaoObl. Cambie
KOMITETEHTHBIE IKCIEPThI MPAKTUYECKHU €IMHOAYIIHBI 10 TOBOY OCHOBHBIX MPUYKH Kajlo0 s

MIPOU3BOJICTBEHHBIX KOMITAHWUHW: ONMIMOKM B KOHCTPYKIIHMH, MPOOJIEMBI ¢ MAapKETHHIOM WU
JOCTaBKOM, MpoOJIeMbl, BI3BaHHBIE CAMUMH KIIMEHTaMH, U MPOU3BOACTBEHHbIN Opak. [lepBbie Tpu
BBI3BIBAIOT 2/3 Bcex kano0. BO3HHWKAIOT 3TH NPUYMHBI TOTOMY, YTO MPOU3BOJUTEIN HE
AHATM3UPYIOT «Pa3yMHOE» MOBEJCHHE MOTpEeOUTeNel 1 He JIENIaloT MOMPaBOK Ha HETO.

B cBoux ycwmmsx mo mnpoduiaktuke xano0 Otmen oO0IIeCTBEHHOW OTBETCTBEHHOCTH
koMrnaHuu American Express oTBeuaeT Ha cleayIOLie BOPOCH:

1. KakoBbI OCHOBHbBIE 0>KHIAHUS KITUEHTOB?

2. Hackonpko xopomo American Express ynoBieTBopsieT 3Ty oxuaanus? Eciu oxugaHus He
OyZAyT yIOBJIETBOPEHBI, KaK 3TO OTPA3UTCs HA MpUObUIN?

3. Kakue u3MeHeHUS HYXHO BHECTH B IMpaBWIa U MPOLEAYpHl, YTOOBI OOCITYyKHBaHUE
YIIOBJIETBOPSUIO OXMJaHH KIMEHTOB? OOopoT 16 caloHOB KpacoTbl, MpHHAIeKaImXx JKoHy
Makkopmaky u ero xene Mapuans, B 2001 r. coctaBun 32 muiH a0J1. KauecTBeHHBIN cepBUC —
3TO CEKpeT UX ycrexa, Mpu3HaeTcss MakKopMak.

MaxkkopMaky 3aHUMAarOTCsl MPOPUITAKTUKON 3kaj00, peTUCTPUPYS UX U MOpydas MEHeKepaM
CaJIOHOB TIOTOBOPHUTH C COTPYAHUKAMHU, HAa KOTOPBIX MOXKAIOBAIKNCH KIHEHTHI. Ecu Ha coTpyaHUKA
MOCTYNMUJIO OoJiee TpeX jkalod 3a JBe HEIeNd, ero BhI3hIBAlOT K JIkoHy Makkopmaky B mTaod-
KBapTHpy KoMmnaHuu B XbiocToHe. «Kak mpaBuiio, BUHOW BceMy OBIBalOT MpOOJIEMbl B JTMYHOU
HU3HU, — TOBOPUT OH.

— S naro mronsM Bpemsi pazoOpaTbes co CBOMMH IpoOiiemamu». OH He «HaKa3bIBaeT» HX.
Kommanust Northern Telecom — o0pa3zer; copepmiencTBa B ipodritakTuke xkanod. Ee mporpamma
VIOBJICTBOPEHUSI KIIMEHTOB OXBATHIBAET BCE KOHTAKTHI MEXKIY KOMITAHWEW M €€ KIMEHTaMH, OT
MPEANPOJAKHOT0 OOCTYKUBAHUS 10 TEKYLIETO TEXOOCTYKUBAHUS U PEMOHTA.

Kommnanus Polaroid Benet «6a3y »xano6» B pamMKax cBoei mporpammsl 00psObI ¢ TPUYMHAMUA

npobiem KiauMeHToB. O JAeWCTBUM TPOrpaMMbl  KOPPEKTUPYIOUIMX MeEp PeryispHO
JIOKJIa/IbIBAETCSl BBICIIEMY pyKoBOACTBY. Kpome Toro, neiictByromas ropsdas sunusi Technical
Hotline Unit obnergaer nmogauy >xanoo.

A Bor y Tumorn @upHcTanma mepBasi CUCTeMa paspelieHus xanod He cpaborama. OHa
3aKJIoyYangach B TOM, YTO €r0 PECTOpaHbl Mpejiaraid OecrlaTHBIA JecepT KaKIOMY IMOCETHTEIIO,
MOXKAJIOBABILIEMYCsl Ha MEUIEHHOE OOCTYXMBaHME; OIUIAYMBAJIN CYET 34 YUCTKY OJEKIbI, €CIIU
OoQUIMAHT MPOJMBAJl HA TIOCETUTENS CYII; OTIPABISUIN cepTU(UKATHI HAa OECIUIATHBIM Y)KUH TeM,
KTO TIMCHhbMEHHO YKaJIOBAJICS HA MMYTaHUILY C 3aKa30M CTOJIMKOB WM Ipy00Oe OOCITyKHBaHHE.

Ho cam nporiecc monydenus carucdakuuu ObUT KpaitHe Heymo0eH /it KianeHToB. OHa Bcera
Obula cBsi3aHa C OxuIaHueM. Hampumep, 4ToOBl MpenOCTaBUTHh KIMEHTY O€CIUTaTHBIA Jeceprt,
OoQUIMAHT TOJKEH OBLI MOMYYUTh pa3pelieHue MeHeakepa. [t omnaTel cueTa 3a UUCTKY OJI€XKIbI
TpeOOBAIOCH 3aMOJHUTE OJIAHK U TIOMYYUTh MOAMUCH MeHeKepa. HekoTophle 0 CYUTANIH, YTO
JUTSL TOTO, YTOOBI Yero-HUOYb NOOUTHCS, UM HYKHO TMPEICTaBUTh CBOM KAJIOOBI B MUCHbMEHHOM



BUAC.

Torna @upHCcTan 3aaan Borpoc: «UTo XOpoIero B rapaHTHH, KOTOpas MpeBpaIiaeT xajiody B
CypOBO€ UCTIBITaHue AJis KineHTa?» Ho camoe rmaBHOe, 9TO pa3pelieHue 3TUX jKano0 MPaKTHIeCKH
HE BJIMSJIO HU Ha KOJMYECTBO, HU Ha THUII MOJIydaeMbIX kano0. «Mbl Oexanu, kak Oeika B KoJece,
HE ABUT'asACh C MECTa.

BhIgBJisgliTe COOU B CUCTEME

«Cucrema paboTsl ¢ xanobamu, — npoaonkaer OUPHCTAN, — JODKHA BBISBIATH YYaCTKH,
r7le 4Yalle BCEro BO3HUKAIOT COOU, TNle HYKHO BHOCUTH H3MEHEHHS IJIs MX HpPEIOTBpAIICHHS.
Kaxnplii 1omnap, morpaueHHbIH Ha BO3MEIICHUE YyIIepOa/KOMIIEHCALUIO KaTYIOIEMYCsl KIHEHTY,
— CHUTHAJ, YTO KOMIMAaHWs JOJDKHA YTO-TO PEIIUTENbHO HM3MEHUTh B CBOEU JEATEIbHOCTH.
Iapantusi mpeBOCXoIHOrO OOCIy)XHMBaHUS (KOTOpPYIO JaroT pectopanbl Satisfaction Guaranteed
Eateries) moka3piBaeT HaM WCTHHHYIO, B IHU(pax 3aTpar, KapTUHY HaIIUX HEJIOCTATKOB |
3acTaBisgeT OpaTh Ha ceOsl MOJIHYI0 OTBETCTBEHHOCTh 3a TO, YTO MBI AenaeM. Kaxuplii mosmap,
KOTOPBIM BBl OTAAeTe KalyIoIIeMycsl KIHEeHTY, — 3To Iuitoc. OH yKa3bIBaeT BaM Ha Mpodiemy,
KOTOPYIO HYKHO HCIIPaBHTb.

Tonpko Omaromapst OrpOMHBIM H3JEpXKKaM, KOTOpbIe TOBJEKJIa 3a CcOOOW Halia HOBas
CTpaTerus yJI0BJIECTBOPEHUS 5Ka00, MBI OCO3HAIN, YTO MPOOJIEMBI KIMEHTOB CEPhE3HO MOAPBIBAIOT
HaIM NpudsLIH, — roBoput PupHcTan. — BHe3anHo Mbl MOTYYWIN peanbHbIA CTUMYJ UCIIPABUTD
cucTeMy, KoTopas He paboTana, MOTOMY YTO Mbl HE MOIJIM HH IMOCTOSIHHO J>K€PTBOBaTb CBOMMH
NpUOBUIAMU, HU OTPAaHUYUTDH JIEHCTBUE TapaHTUH.

He Hy’>XHO JIeUnTh BHELTHHE CUMIITOMBI, HY>KHO YIIOPHO UCKaTh KOPEHb KaXx 10 "Oone3nu" u

pPEIIUTENBHO YCTPaHATh €ro». YUToObl OOBSICHWUTH, KaKk padoTaeT ero HOBas CHCTEMa,
dupHCTaNT NPUBOJUT HECKOJIBKO MCTOPUI M3 KM3HU. «Halmr monck BUHOBHOTO B CEpUH Kanod Ha
MEUIEHHYIO Mojady OJI0J] B OJJHOM M3 PECTOPAHOB CHauaja MPHUBEN HAC Ha KyXHIO, a MOTOM K
KOHKpeTHOMY TmoBapy. Ho panpHelimee paccieqoBaHue I0Ka3zalno, YTO B MEHIO pecTopaHa
MIPUCYTCTBOBAJIO HECKOJIBKO CIIOKHBIX 0J110]1, KOTOpPbIE HEBO3MOKHO IMPUTOTOBUTH OBICTPO.

Bbbu1 nepuos, Korja HammM KyXHH TaK 4acToO MyTald 3aKa3bl, YTO B TIOMOWKY JIETENIO €/bl Ha
THICSIUM JIOJIapoB exxeMecsyHo. [loBapa yTBepkaanu, YTO BUHOBATHl OQUIMAHTHI, KOTOpHIE
HETPAaBWIBHO BBOJAWIM 3aKa3bl B KOMIbIOTep. PaHblie Mbl Obl Ha 3TOM M HPEKpPaTHIN CBOE
paccienoBaHre, OOBHHHB OQUIIMAHTOB B HEOPEKHOCTH M TOMPOCHB BCeX OBITH Ooiee
BHUMaTeIbHBIMU. Ho Temepb, ciieays mpaBuily, 4To cOOM JaeT cHCTeMa, a He JIIOJU, Mbl He
OCTaHOBWJIMCH HAa CUMIITOMAaxX U OOHAPYXUJIM U3bSH B HAIlleM OOYYeHHH.

Jleno B TOM, YTO MBI HE yYHJIU O(PUIMAHTOB MPOBEPATH BBEIACHHBIE UMHU 3aKa3bl Ha SKpaHe
KOMIIBIOTEpA, a CUCTEMa He IpeJyiaraia 3a 3TO HUKAKOro BO3HArpakiaeHus. Yuciao ommuboK pe3ko
COKpaTHJIOCh, KaK TOJIBKO MBI OOYYMIIH JIFOAEH 3TOMY HAaBBIKY W HayaJld €KEMECSYHO Harpakaathb
T€X, KTO [elaeT HauMEHbIIee YHCIO OIMOOK B 3aKa3aX, a TakKe BBIBEIIMBATH CIHUCKU
OTCTAIOIIUX.

PocT npu6sL/IN

UYro kacaeTcs 3aTpaT Ha TaKylo CUCTeMY paboThl ¢ kanobamu, To @upHceran roBoput: «Korga
BBI Hal{JIeTe ¥ UCIIPaBUTE IPUYKMHY COOEB Ballell CHCTEMbI, MPUOBLUTH TOJDKHA BRIPAcTH. OJTHAKO BBI
CMOXXET€ BHJETh, YCICUIHBI JH Ballld YCHUJIHS, €IIe J0 TOro, KaK OHMU OTPa3sATCs Ha NPUOBLIH.
[TomHMTE: TIpekae YeM yHacTh, M3EPKKM CHadaja JOJDKHBI YBEIMYUTHCS, TO3TOMY BBICOKHE
3aTparhl Ha YCTpaHeHHE cOOEB B CHCTEME M HU3KHMU TPOLEHT Kaiod B Tesle(OHHBIX OMPOCaX,
BEPOSITHO, YKA3bIBAIOT HA TO, YTO Bl HAa ITPABUIIBHOM ITYTH.



Hanpuwmep, Hamm 3arpatsl Ha ycTpaHeHHe cOOeB B CHCTEME JIBa roja HaszaJl Beipociu a0 40
THIC. JOJUJI. B Mecdll, a 3aTeM ynanu g0 10 Teic. moyut. Mexay Tem mpojaxku BeIpociau Ha 25%,
npUOBLIbH YIBOMIIACH, & CPEACTBA HA OAHKOBCKOM CUETE YBEITUUMIMCH B 2,5 pa3ay.

B 1989 r. xypuan Chief Executive ompocunm 1000 Tom-MeHeIXepoB, W TOJyYCHHbBIC
pe3yabTaThl MOATBEPAMIN IpakTHyeckue BbIBOAbI PupHcrana. Bribopka pecnoHIeHTOB ObLia
CJIeTKa CMEIIeHa B CTOPOHY KPYITHBIX KOMIAHUN MPOU3BOACTBEHHOTO ceKTopa. OJIMH W3 TIaBHBIX
BBIBOJIOB OTHOCHUTCJIIBHO YI[OBJIGTBOPCHI/IH KIIMCHTOB 61:1)'[ CJICZ[YIOHIHﬁi HCOOCTATOYHO HpOCTO
o0yJaTh TMepcoHaN TMPEAOCTABICHUIO KayeCTBEHHOro cepBuca. l[lomoiiaure k 3TOMYy OoOsee
OCHOBATEIbHO — HM3MEHHUTE TO, KaK BBl BeleTe CBOM Ou3Hec. [pyrumMu cioBamu, CTpEMHUTECH
YIOBIIETBOPUTH KJIMECHTOB.

AOJITOCPOYHOE NPEMMYIIECTBO BbICTPOI'O K CIIPABEZIJIMBOT'O
PA3PEHNIEHUA ) KAJIOb

Komnanus Procter &amp; Gamble, kpynHeimuii B ctpaHe Mpou3BOAUTENb MOTPEOUTENBCKUX
TOBapOB, MEYATaET HOMEP ropsiueil JIMHUU Ha BCEX CBOMX NpoaykTax. B rox P &amp; G oTBeuaer
MouTd Ha | MITH 3BOHKOB M THUCEM KIMEHTOB. ToNbKO 1/3 3THX 3BOHKOB M THUCEM COJACPIKHT
xanoosl. (Jlrogu skamyroTcs Ha pekiiaMy MNpPOAYKTOB M Ha CIOXKEThl MBUIBHBIX OMEpP, KOTOpHIE
CIIOHCUPYET KOMITaHHS. )

JlonrocpouHoe nmpeuMymiecTBO 3G(HEKTUBHOTO pa3pelIeHUs Kalo0 HaTJIAIHO PaCKPBIBACTCS
B

CJIEIYIOIIEM TMPOTHO3€E: €Clii Obl TOJBKO MOJIOBHHA kaliod P&amp;G kacamach MpOIyKTOB C
HareHKkoi 10 30 1eHToB U ecnu x0T Obl 85% 3kano0 ObUIO pa3pemieHo K YIOBIETBOPEHUIO
KJIMEHTOB, 3TO MPHUHECTIO Obl KOMIIAHUU TONOJHUTENHHO 0,5 MIIH JIOJIJI. B TO/I.

duHaHCOBas BbIroga

Ota mudpa Obuta MojgydeHa MpU MmoMoImu (GopMysbl s pacyeTa GUHAHCOBOM OTAAYU OT
JESATeNbHOCTH M0 Pa3pelIeHuIo kajod, koTopyto paspaborana rpynna TARP. CormacHo srtoit
dbopMyre, Korja KJIMEHTHI IMOJHOCTBIO JOBOJBHBI, 9,9% wu3 HHUX mnokynatT Ooibiie, a 84%
MIOKYTAIOT CTOJIBKO €. DTO 3HAYUT, YTO KOMIIAHHS COXPAHSAET UX KaK KIMEHTOB.

Korma kimumeHTBl CYMTAIOT OOCIYKHBAaHHE IMPOCTO «IIpUeMIeMbiM», 2,7% Bce paBHO
nokynatoT Oosbiie, HO 31,5% mMOKymaoT MeHbINE, MO CpaBHEHHUIO C 5,2%, KOTOpHIE MOKYMAlOT
MEHbIIIE TpHU TIOJHOM YJOBIETBOpPEHUU oOOciyxuBanueMm. llpu «apuemieMom» YpOBHE
obcykuBaHus 59,6% KIMEHTOB MOKYMAIOT B TOM kK€ 00beMe.

Bnonne mpenckaszyeMo, 4To Korjaa KJIMEHTHI HEIOBOJbHBI oOcimyxuBaHueMm, 75,3% (3 u3z 4
YeloBeK) JMO0 TMpeKpallalT IOKyNaTh, MO0 TOKYMalT MeHble. boiee TOro, coriacHo
UCCIIeIOBaHUIO, TpoBeeHHOMY i DenepanpHOro ynpasieHHs 1o JejaaM NoTpeduTeneil, o cBoeM
OTPHULIATENILHOM OIBITE OHU PAcCKa3bIBAOT B CPEIHEM 9 3HAKOMBIM.

Cornacurech, yOenUTENbHBIH apryMEHT B IOJIb3y KadeCTBEHHOro cepBuca! becruiaTHbII
TeneOHHBII HOMEp M Jpyrue XOpOIIO OTIAKEHHbIE CHCTEMBbl PEarupoBaHUS Ha >KAIOOBI
MPEIOCTABIIAIOT KJIMEHTaM J00poKelaTeslbHOe, WHIWBUIYaJbHOE OOILIEHHE U 00ecrleunBaroT
ObICTpOE pelieHue mpobdaeM. ITo Jrydiiee JIEKapcTBO OT BPaKJeOHOCTH KIMEHTOB MO OTHOIICHHUIO
K 0e371MKOMY KOpIOpaTUBHOMY MOHOJIUTY. bosee Toro, Takue cuctemMbl pearipoBaHUs MOBBIIIAIOT
CKOpPOCTh TOCTYIJICHHS HH(OpPMAlM M CKOPOCTh PEMOHTa WJIM JIOCTaBKM TOBapa, a 3TO
HeMaJoBakHbIE (PaKTOPHI AJIS1 YIOBJIETBOPEHUS KIIMEHTOB.



YCIIOKOWTE PA3JIPAYKEHHOTI'O KJIMEHTA

«PazmpakeHHBIN». DTO 3HAYUT BO3MYIICHHBIM, BBIBEICHHBIA W3 ce0s, pa3rHEBAaHHBIN M
B30emeHHbId. [IpogaBubl B MarasuHax M WX CylnepBai3epbl XOpOUIO 3HAIOT, YTO 3TO Takoe. OHHU
BUJIENIM 3TO MHOTO pa3 B pealibHOM XKU3HU, KOTJa KJIMEHThl ObUIM HEIOBOJBbHBI OOCITYyKMBaHHEM
WM TOBapOM.

OHM MOTryT mpoAaBaTh MOJHYIO >KEHCKYIO OJIeXKAY B OKCKIIO3UBHBIX OyTHKax WU
OakasneifHble TOBaphl B KPYIJIOCYTOYHOM CyIEepMapkeTe Mo coceacTBy. OHM MOTYT MpOaaBaTh
JUYHO WK 1o TenedoHy. HeBakHO, UTO M KaKk OHM MPOJAIOT, UM JIOBOJUJIOCH CTAJIKHUBATBHCS C
JOABMHU, KOTOPBIM MIPOCTO YTO-TO HE MOHPABHIIOCH UM KOTOpPbIE ObUTM HEMHOTO Pa304apOBaHBI, C
JIFOJIBMH, KOTOPBIE KpUYaIU U KPacHENH OT THEBA, U C JIFOJBMH, KOTOPBIE OT SPOCTH TEPSUIM Aap
peun. He3zaBUCHMMO OT COOCTBEHHBIX 3MOIMOHAJIBHBIX PEAKIMH, MPOAABLBI JOKHBI COXPAHSAThH
CaMOKOHTPOJIb.

Korga coTpynHuKM 3aMedaroT, 4To cOOMpPArOTCs T'PO30BbIE TYYH, OHU JIOJDKHBI ONEPETUThH
XKanoly Kakou-HUOYIs MOoOpokenaTtenbHON (pas3oit, Hampumep: «bosbiioe Bam crmacu0o, YTO BbI
nonoxnanu. M3puHuTe 32 3amepkKy» uinu «Cracu0o, 4TO Bbl OBUIM Tak TepIEIWBBIY. Teruias
YIIBIOKAa MOXET Pa30THATh TPO30BBIE TYYH M OTKPBITH TOIy00€e HEDO.

OOpammarbes ¢ pa3apakeHHBIM KIMEHTOM CIIOKOWHO M BEXKJIMBO — HACTOSIIEE HCIIBITAaHUE,
BBIMYCKHOM dk3ameH B KoJiemke OTHOMIEHUMH C KIMEHTaMU. Y CHOKAWBAWTE pa3apakKe€HHOIO
KJIMEHTa OOXOIUTENbHO M TAaKTHYHO, TaK, KaK Bbl 00E€3BpeKMBAIU Obl OOMOY C YacoBBIM
MEXaHHU3MOM.

Ecnu knueHT npuien K BaM ¢ KOHKPETHOH »kajio00#, coboaaiTe cienyromue npaBuia.

1. AKTUBHO cnylaiiTe — BpeMs OT BPEMEHU MMOJIaBaANTE PEIJIMKHU, KOTOPbIE MOKA3BIBAIOT, UTO
BHI CITyIIaeTe, Harpumep, «/la, s morumatoy, «lIpencrasisto, Kak ’TO HEMPHUITHOY». Y OETUTECH, YTO
KJIMEHT MPUHSIT Ballld U3BUHEHUS WIH O0BSICHEHUSI.

2. ConepexuBaiiTe — OynbTe BEXKIUBBI U OT3bIBUMBHL. [lenaliTe HCKpEHHUE 3aMEeUaHusl 10
X0y pa3roBopa: «MHe 01u3Ka Baia npodiaemMa» win «5 BaM cO4yBCTBYIO, HEYTUBUTEIBHO,

YTO BBl TaK pPaCCTPOWJIUCHY. ECIM KIMEHT BUIUT, YTO OH pa3rOBapUBaET C KUBBIM
YeJI0BEKOM, KOTOPBIH MOHUMAET U CEphe3HO OTHOCHUTCS K €ro mpolsieme, TO OTKPBIBAIOTCS JBEPU
JUTSl KOHCTPYKTHBHBIX [IEPErOBOPOB.

3. 3agaBaiiTe BOIPOCHI, KOTOpPbIE TPEOYIOT OT KIHWEHTA JIOTHYECKOTO MBIIIICHUS, YTOOBI
BBIBECTH €T0 M3 COCTOSHHS SMOILMOHAIBHOTO BO30Yx1eHus. [Ipomomkaiite 3am1aBaTh BOIPOCH U
BHMMATEJIBHO BBICIYIINBATH OTBETHI, [IOKA YEJIOBEK HE OCTHIHET.

4. He naBaiite Bomto sMouusiM. HayunTech MOHMMATh, YTO JIMYHO BBl HE SIBISAETECH OOBEKTOM
HaraJoxK.

5. Kak mMoxHO ObIcTpee onpenenuTe npuunHy npodiaemsl. Hanpumep, y3HaiTe moapobHocTH
CUTyallud OT MpOJAaBIa WM COTPYIHHKA, KOTOPbI moobemian KIHMEHTy, 4To pabora Oyxaer
3aKOHYEHA BOBPEMSI, XOTS C CaMOro Hadaja ObUIO SICHO, YTO OHA OY/ET BHIIOJIHEHA C OMO3/IaHUEM.
BrisicHuTe Tekyiee cocTossHuE padoThI.

6. Ecnu BBl BHHOBaThl, HEMEIJIEHHO MNpu3HaiTe cBOor BUHY. Ckaxute: «lIpocture, uro
3aCTaBWJI Bac Tak JIOJITO XK1aaTh. S HemaBHO paboTaro Ha AToM AomkHOCTH» Win «K cokaneHuro,
MoKa s HE OBNAJE] B COBEPIIEHCTBE ATUM KacCOBbIM ammaparom» wim «Crnacubo 3a Baiie
TEpIICHUE.

7. CkaxxuTe 4To-HUOY/Ib MCKpEHHEe M MO3UTHBHOE, Harmpumep: «Muccuc J[)KoyH3, BBl Halll
KIIMEHT YK€ YeThIpe rojla, U Mbl 00s3aTeNIbHO M03a00THMCS O Bac». Tak BBl JlaeTe UEIOBEKY
MIOYYBCTBOBATh €T0 3HAYUMOCTb.

8. Haiigute crocoObl cBecTH mpobiieMy K MUHUMYMY, HallpUMEp, BBIJIEIUTE YacTh paldoThI,
KOTOPYIO MOXHO CJIeJIaTh MO03Ke, YTOOBI CIaTh OCHOBHYIO PadOTy B CPOK.

9. Pemute npobnemy. [loayunTe moMoIns OT MEeHemKepa, eciu Heooxoaumo. M coobmuTe
KIIMEHTY, YTO BbI IUTAHUpYeETe clenarh. O4eHb BaXKHO, YTOOBI KIMEHT YIIIeT OT BaC C MBICIBIO, UTO
OH BBIMI'PAJI B 3TOM CUTYAILIMH, 1a’K€ €CJIM 3TO CTOUT BaM JICHET.



I'oBopur CtuBen bpoOek, HCIOTHUTENBHBIN JUPEKTOp AMEpPUKAHCKON (Qeneparuu
norpeduteneil: «[lo MoeMy OIBITY, MPakTUYECKH BCE MOTPEOUTENH, HEAOBOJBHBIE UYEM-ITHOO,
UMEIOT BIIOJIHE ONPABJAaHHYIO IPUYMHY M JKAIYIOTCS pPasyMHO. Mano KTO U3 KIMEHTOB
pasapakaeTcsl, €cilM TOJIbKO MX HE MICHOPHPYIOT M HE BBIIPOBAXMBAIOT, KOIZlA OHM IBITAKOTCS
U3II0KUTH CBOIO KaIo0y».

Mynapelii MeHeDKep CIOKOWHO CKaXeT: «Mbl IocTapaeMcsl pa3pelidTh Bally >Xalooy».
[Torom OH mpOBEET KJIMEHTA B CBOM KaOWHET, yCAaHUT €ro U MONPOCHT OOBSICHUTH mpobdiemy. OH
HEe OyJIeT CIIOPUTb.

Jxen Yapne3 ['peid, crapmmii Bune-npesugeHt komnanuu Ralph's Grocery u3z Jloc-
Amnpxeneca, roBopuT: «OIHO U3 TJABHBIX MpPAaBUI — HE IPUHUMATH >KaJo0bl Ha CBOHM cuer.
[ToHrMaTh, YTO B rOJIOBE KIMEHTAa MHOTO 4ero. JItou pa3apakaroTcsi, €CM UM He YABIOHYIIUCH WIN
HE TIPOJIEMOHCTPUPOBAIIA 03a00YEHHOCTh UX TIPOOIEMOI».

Bot Bo3MoskHas «maTpuIia» paboThI C kaTo0oamu.

1. Bo3smuTe Ha cebst oTBEeTCTBEHHOCTH. [locieaHee, 4To XoUueT ycablmaTh KineHT, — «Harm
OTJIeN 3TUM He 3aHuMaeTcs» (DTo He Moe neno). Ecnu kiueHT Bac BeIOpall, 3HAYMT, HA JAHHBINA
MOMEHT BBl MPEJCTABISIETE AJIs1 HEro BCIO KoMmaHuio. [Toaromy Bamia 00513aHHOCTh — BBICITYIIATh
U TIOHATH MPOOJEMy M 3aTeM OTBECTH KJIMEHTa K YeJIOBEKY, KOTOPBIA CMOXKET €€ pemuThb. Bl
CTAaHOBUTECh aJBOKaTOM KiueHTa. OcraBaiiTech ¢ HHUM, IoKa He yOeauTech, 4TO O HEM
no3aboTsrcs.

2. [IposiBnsiiTe 3auHTEPECOBAaHHOCTD. JIydmiuii crmocod 3To caenarb — CIyIIaTh ¢ y4aCTHEM.
Crpocure ce0s1, Kak Obl BBl XOTeH, 4TOOBI 0Opamanuch B mogo0HON cutyanuu ¢ Bamu. Hukorna
He TpepbIBaiiTe KJIMEHTa U HE TOBOPUTE, UTO 3HAETE, B UeM MpolsieMa, MoKa KJIMEHT He OOBSCHUT ee
BaM. BO3MOKHO, BBI CIBIIIATIHN ATY *KaJlo0y YK€ COTHM pa3, HO STOT KJIIMEHT U3J1araeT ee BIEepBHIE.
Bo3MoxHO, OH Jake OTpenmeTHpoBal CBOIO HCTOPUIO JOMa W OyAeT OYeHb OOMWKEH BalllM
PaBHOYIIHEM.

3. CoxpansiiTe crnokoWcTBue. HMHOrma >KaIylONIMHACS 4YEIOBEK pa3fpakaeTcs W Jaxe
IIPUXOIUT B sIpocTh. Iloguac OH MOXKET U3IUTH CBOXO Jocany Ha Bac. [locrapaiitecs B3IIISIHYTh Ha
CUTYallMI0 C €ro TOYKU 3pPEHHs] U HU B KOEM cjy4yae HE BCTyMailiTe B IPOMKYIO NepeOpaHKy.
VYbenure KIMEeHTa, YTO BB 03a00UEHBI €ro MPOOIEMOH U MOCTAPAETECH €€ PEIIUTh.

4. Yb6enutech, 4TO BBl MPABWJIBHO TMOHSIW KanoOy. OauH W3 KIOUYeHd K YCHEITHOMY
pa3pelIeHnIo KajJo0bl — 3TO TOYHO pa3odpaThbcs, B UYe€M OHa COCTOMT. ONHIIUTE €€ CBOMMHU
CIIOBaMHU M CIPOCUTE KIIMEHTA, NMPaBUJIbHO JIM Bbl €€ MOHSUIM. Eciu KIMEHT He TOBOPHUT, KaKOro
pELIeHHs OH XOUeT, CIPOCUTE ero 00 3ToM. DTO JUIIHUHN pa3 yOeauT KIMEHTa, YTO BBl 03a00UEHBI
ero mpo0JeMoii 1 OHa OyIeT pelIeHa.

5. Pemire npobnemy. JInbo nepenaiite ee ToMy, KTO CMOXKET PEUINTh, TM00 pemuTe camMu. B
000M CiTydae BbI IOJDKHBI OCTaBaThCS PAAOM C KIIMEHTOM, TTOKa mpobiema He OyaeT

pemieHa. [ToMHuUTE: BBI TOT YeNOBEK, KOTOPOT'O BHIOpAI KIUEHT.

CoTpyIHUKH NOJKHBI HAYYUTHCS OTIENSTH CBOIO MPOQPECCHOHANBHYIO POJb OT ceOsl JINYHO.
[Tpumensist onpeeeHHbIe HABBIKM — aKTHBHO CIYIIaTh, BBIPAXKaTh y4acTHUEe, CTABUTh NIPABIIbHEIC
BOIPOCHI, N30eraTb HEBBIOJIHUMBIX OO€IIaHui, YMETh BECTH MEPEroBOPHI U pa3peuiarh kajo0bl,
— OHU JIOJUIIIBl HAYYUTHCS OLIEHWBATH JIMYHBIA MOPOT TEPIICHHS, MOHMMATh CBOM UYYyBCTBA U
COTJIACOBBIBATh CBOE MOBE/IEHNE C TPEOOBAHUSAMU CUTYaLIUU.

BoT erie HECKOTIBKO COBETOB, KaK 00OpaIIaThCs ¢ HETOBOIBHBIM KIMEHTOM.

* He pearupyiiTe Ha MOMBITKH KAITYIOIIETOCs KJIMEHTa BHIBECTH Bac U3 ce0sl, 1axe ecliu OH

TOBOPUT HEJIENbIE U BO3MYTUTENIBHBIE BEILH.

» Jlaxxe ecnu pa3apake€HHbIA KIMEHT HENpaB, a Bbl MPaBbl, HE MBITAUTECh ATO J10KA3aTh.
Jlydme cocpenoTouybTech Ha TOM, 4YTOOBI COOpaTh JOCTATOYHO HHGOpPMAIMU IS PEIICHHS
poOJIEMBI.

* [Tomorure uenoBexy c(hoKkycHupoBaThCS HA KOHKPETHOM MpobiiemMe, KOTOpast JIEKUT B OCHOBE
0001 00111eH JKaT00BI.



* Hukorja He 0OBUHSITE IPYrOro COTPYIHUKA MIIU OTAEI.

» U36eraiite ynorpeOisiTh MECTOMMEHHE «BBI», IMOAPA3yMEBAIOLIET0, 4YTO KIHEHT CaM
BUHOBAT B npoOieme. Tunuunas ¢ppaza — «Bbl He TPUITOKUITN KBUTAHITUIO 00 OIIaTe» —

HCKJIFOYAEeT BEPOATHOCTh TOT0, YTO KBUTAHIIUS MOTIJIA OBITh OTEPSIHA, OTIPABJIEHA HE MO

TOMY aJpecy WIH YKpaJeHa, U BO3JIaraeT BCIO OTBETCTBEHHOCTh Ha KJIMEHTa. Bamia 3agaua —
MOJTyYUTh KBUTAHIMIO 00 OIIaTe, a He HAWTH BUHOBHOTO.

@pa3y ¢ «Bb» cieayeT «HeWTpanuzoBarb». Ckaxute: «lloxoxe, He OblIa MpHIOXKEHA
KBUTaHIUA 00 orutate. OHa BaMm He momnaaanach?» [1omo0HBINM MOaX0 «0e3 BUHBI» MPEIoaraeT,
4TO a0CTpakTHas TPEeThsl CTOpPOHA (HE «BBI») MPOCTO MOTJIA 3a0bITh BJIOXHTHh KBHUTAHIMIO B
KOHBEPT.

E1e ouH mose3Hbli HeRTpanbHbIA MOIX0 — 00paTUTh BHUMaHKE KIMEHTA Ha €ro OLIHOKY,
nepedpasupys U uzjaras ero 3asBieHue cBouMH ciaoBamu: «I1o3BoibTe, s MpOBEPIO, MPABUIBHO JIH
s TIOHSUL...» YacTo KIMEeHT yBUIUT OUIMOKY 0€3 JTOMOIHUTENBHBIX TOJCKa30K, OJarogaps ToMy, 4To
YCIBILIMUT CBOIO MPETEH3MI0 B Jpyrod (QopMyslupoBKe, M3 YCT Ipyroro ueioBeka u 0e3
HCIIOJIb30BaHUs] DMOLMOHAIBHO OKPALIEHHOM JIEKCUKH.

[To-HacTosilieMy OpPHEHTHMpPOBaHHBIE Ha CEpBUC KOMIIAHMM HE OCHAapuBarOT (akThl M He
cTaparoTcs yOeauTh KIMEHTa, YyTO IpaB HE OH, a mpogaseu. OHM ciymaloT U pearupyior. OHu
BO3JEPKUBAIOTCA OT CHOpOB. OHM HHTEPECYIOTCS MHEHMEM KIHMEHTOB M OTHOCATCA K HEMY
NpeJesbHO cephe3HO. M OHM He CUMTAIOT ATO TSHKKOM 00S3aHHOCTBIO WM HEHYXKHBIMH TpaTaMH,
KOTOPBIX IO BO3MOYKHOCTH CJIeyeT U30erars.

KAK Y3HATD, HY?KHA JIU BAM CUCTEMA PABOTbI C 2KAJ/IOBAMH

Ecnu y Bac Het cuctembl paboThI ¢ Kajlo6aMu, MOKHO C YBEPEHHOCTBIO CKa3aTh, UTO OHA BaM
HyxkHa. TakoBbl pe3yinbTarel ompoca razersl The Wallstreet Journal, mpoBenennoro B 1989 r.
lNazera wuccienoBana «KeJlaHWsT W OTHOIICHHS» Ooyiee 4 ThIC. MOTpeOUTENed U3 BCEX CIIOEB
obmiecTBa U OOHapyXKWJIa HEMalo «KampHU3HBIX TOKymaTenei». «lIporecc MmoKymku HACcTOIBKO
HENpPUATHBIA, — KOMMEHTUPYET ra3era, — 4YTO HEKOTOpble IO HEHABUISAT MOXOAbl B
cynepMapket 0osblie, 4eM padoTy 1Mo TOMY».

«['myOokoe 30HIUpOBaHHWE IICHXHUKU TOTpeOuTeNnei», kKak Ha3Bama »To The Wall Street
Journal, coctossio U3 BYyX OMpPOCOB, MPOBEAECHHBIX KomMnaHusMu Roper Organization u Peter D.
Hart Research Associates. ['azeta mutupyer cioBa ITutepa X3HIOHA, KOMITBIOTEPHOTO aHAIUTHKA
n3 Cnokana (wrat BamumHrron): «Kak 4enoBek s ropas3io cuacTJIMBEE, Y€M Kak NOKynareib. S
KUBY B JIy4llIed CTpaHe B MUpE, I0ATOMY, OOIOCh, MHE TPUETCSI CMUPUTHCS C BHICOKMMH LIEHAMH,
MOCPEACTBEHHBIM Ka4€CTBOM U TUIOXUM OOCTYKUBAHUEM.

Bcero 5% yudactHukoB ompoca Hart Research cunraror, uro amepukaHcKuil OU3HEC CIIylIaeT
WX ¥ TBITAETCS JeNaTh JIydiiee, Ha 4Tto crocobeH. [loutu 1/3 yOexneHa, 4To KOMIAHUH M HX
PYKOBOJICTBO CJIMIIKOM JKaJHble. OTO MHEHHE MOIMYJISIPHO Cpelu «OeNbIX BOPOTHUYKOB» H
MEHEeJ[)KEepOB, 3apadarbiBatomux 35-50 ThIC. JOJII. B TO.

OpHO U3 caMbIX «OOJBHBIX MECT» ISl aMEPUKAHCKUX MOTpeOHuTeNel, CTpaJaroinX OCTpOi
HexBaTKOW Bpemenu, mo MHeHHIO The Wall Street Journal— HE0oOX0OAMMOCTE CTOSTH B JJTMHHBIX
ouepensx, Korja JApyrue Kacchl WM OKHA 3aKpbIThl. MHOTHME KIMEHTHl KHUISIT OT BO3MYIIEHHS,
KOT/Ia CJIBIIIAT TPAHCISAIUIO PEKIIAMHBIX 00BSBICHUH, HAXO/ISICh B TOPTOBOM 3aJIe.

Oxka3bIBaeTCsl, €CIM BBl XOTHTE BBIBECTH JIIOJIeH U3 ce0s1 — 0COOEHHO PabOTaIOMIUX KEHIIUH,
— IIYCTh BalllM TEXHUYECKUE CTICHHAIUCTHI UM MEPCOHAN, 3aHUMAIOIIUIICS TOCTaBKOU, HE MPUAYT
B HazHaueHHOoe Bpems. JIkoan TuHcMan, mencectpa u3 Tonrona (mrar [leHcuibBaHus), Bce erie
OypJIUT OT HEroJOBaHWs, KOTJa BCIIOMHHAET, KaK K HEW HE TpUIIe] MacTep IO PEMOHTY
CTUpAIIbHBIX MammH u3 Kenmore, Xors 3To Obuto JeT necsaTh Hazaa. [ocmoka TwunHCcMaH,
yuactBoBaBmas B onpoce The Wallstreet Journal roBoput: «OH mpuiien uyepe3 HEACTIO U CKa3al
"Jleau, BaM Jydille KymuTh HOBYIO MammHy'". Sl moOmarogapuiia ero 3a COBET M KYIMHJIa MAIIHHY



Westinghouse».

KAK PABOTATbD C 2KAJIOBAMH

Otnen mo pabore ¢ >kanobaMu JIOJKEH BBIMOJHATH JIBE€ CKOOPIMHHPOBAHHBIC (DYHKIUU:
OTlepaTHUBHYIO, YTOOBI €XEIHEBHO pearupoBaTh Ha KaloObl; W MOAAEPKKH, YTOOBI BBISBIATH U
YCTpaHATh MPUYMHBI, HHPOPMHUPOBATH KIUEHTOB O TOM, KyJa M KaK OHU MOTYT IOXKAJIOBaThCS, H
KOHTPOJIMPOBaTh, YTOOBI KaJIOOBI paccMaTPUBAIUCh B COOTBETCTBUU C YCTaHOBJIEHHBIMU
IIpOLEypaMH.

OmnepaTuBHas QyHKIUS: UCXOMHASI HHPOPMAIIHS

1. Pa3bop: copTupoBka xajod W HAmMpaBICHHE WX B COOTBETCTBYIONIWE OTACIBI IS
pa3penieHusl.

2. Perucrpanus: 3anuch HHGOpPMALIUU O KX 10 kajooe.

3. Cucremaruzanus: kiaccupukanus kajgo0 MO 3aJlaHHbIM KaTerOpusM C LEJIbI0 BBISIBUTH
npoOJIeMHbIE YUaCTKH.

OnepartuBHas QyHKIUSA: pearnpoBaHue

1. PaccnegoBanue: WU3y4eHHUE MMEIOUIUXCS BHYTPEHHUX JIOKYMEHTOB, IIE€pENHCKa,
paccneoBanus 1o tenedoHy, UCCae0BaHNs HAa MECTaX.

2. Onpenenenre OTBETHOTO JNEUCTBUS (CaMblii BaXHBIN mIar B paboTe ¢ xKalobdaMu) ¢ y4eToM
[IPAaBOBOM OTBETCTBEHHOCTH, OXHUAAHUN KAITYIOIIUXCA KIMEHTOB, BO3MOXHOTO KOMIIPOMHCCA,
MapKETUHTOBBIX BBITOJ], IPUHIIUIA CIIPABEAJIMBOCTH, a TIPU HEOOXOJAUMOCTH — YYacCTHUsl TPEThEH
CTOpPOHBI.

3. IlogroroBka oTBeTa W Mepeaaya ero KIMeHTy. BkitodaeT pemenue u obocHoBanue. Ecnu
OTBET HE COOTBETCTBYET OXHUIAHUSAM JKAIYIOIIErocs KIHWEHTa, KPAaTKO OIWCAaTh MPOLEAYPHI
arneuanuu. B ciaydae ycTHOro oTBeTa caenaTh 3alKch O COCTOSIBILEHCS Oecene.

OnepartuBHas (yHKIUS: BEIXOJHbBIE TaHHbIE

1. MocraBka: nepeaya OKOHYATEIbHBIX OTBETOB JKaIYyIOIUMCS KiaueHTaMm. [lenaiite 3To

OBICTpO.

2. XpaHeHHe U TIOUCK: BeieHue 0a3bl JaHHBIX IO jKajJo0aM.

@yHKIUA OIEPKKH: KOHTPOIb

1. BHyTpeHHUI KOHTPOIb: COOIIO/ICHNE CTAHIAPTOB 110 BPEMEHHU M KaueCTBY pPearupoBaHUSI.
KoppekTupoBka OTKJIOHEHUM OT CTaHIAPTOB.

2. BHemHuil KOHTPOJIb: MPUMEHEHUE CTAHJIAPTOB MO BPEMEHHM M KadyeCTBY pearupoBaHUs K
OTBETaM APYTUX OTIENIOB, GUINATIOB U CTOPOHHUX OpraHM3aluil. 3anpaniBaiTe KOIUU OTBETOB —
BCEX HJIH BEIOOPOYHO.

@yHKIUA NOACPKKH: YITPABICHUE

1. Cratuctrueckuii ananu3 3QPEKTUBHOCTH CYIIECTBYIOIIUX MPOIEAYp PaboThI ¢ kamobaMu
1 OIIEHKA JIEATEeTLHOCTH OT/IeNa 1Mo padboTe ¢ xamodamu.

2. AHanu3 TpaBWI U MPOIETYyp KOMIAHUH C IEIbI0 BBISIBUTH OCHOBHBIC MPUUYUHBI Kalloo,
KJIFOUEBbIE BOMPOCHI, TeHJAeHIMH. OIeHKa H3AEPKEK, CBA3AHHBIX C HEYCTpAHEHHEM MpoOeM,
MIPEAIOKEHUE PELLICHUMN.

3. OmneHka TOCTHDKCHHS IIeJIeH, MOCTaBICHHBIX Tepel OTAEIOM Io pabdoTe ¢ kamobamw;
BBISIBJICHHE MPOOJIEM HCIIOIHEHUS, TPEOYIOMNX BHUMAHUS, U MyTel ux perieHus. [1o BO3MOKHOCTH
OIICHKA JIOJDKHA MTPOBOIUTHCS BHENTHEN (hupMoit. Eciii 3TO HEBO3MOXKHO, PUBIICKANTE JIJIsT OIEHKH
IIPEICTaBUTENEH JPYTUX OTIEIIOB.

4. TlmanupoBaHue: OIpeleleHHe NPUOPUTETOB Jid OTAeNa Mo paboTe C KalobaMu.
[InanupoBaHWe JJODKHO OXBaThIBaTh TIOCTAHOBKY IIeNied IO yIOBJIETBOPEHHIO Kalod W
JeSITeNIbHOCTD 10 BBISIBJICHUIO HOBBIX MPOOJIEM U UX MHTETPUPOBAHUIO B cucteMy. MHCTpYMEHTHI
JUTSL TOCTVIKEHUS IeNiel MOTYT BKIIOYaTh OOy4YeHHE MepCcoHaia, MPOCBEIIeHUE MOTPEOUTENeH U T.
.



5. OTBETCTBEHHOCTD 3a pa3pelleHue U MPO(UIAKTUKY KanoO MOJHKHA OBITH BO3JIOKEHA Ha
KOHKPETHBIX JIFOJIeH U OT/EIbL.

6. Co3naHue CUCTEMbl BO3HArpaKJICHHH W/WIM HaKa3aHWUW Ui TMOOIIPEHHS TPaBHILHOU
paboTel ¢ xamobaMu W TPOPUIAKTHKK Oynymmx mpoosieM. Bo3HarpaxkaeHus MOryT OBITh
SKOHOMUYECKUMH U HEIKOHOMUUYECKUMU (3HAYKU, TOXBAJIA).

7. Tlombop mepcoHana, HaJeJIeHUE €ro IMOoJTHOMOYMsSIMU Hu oOydeHue. OtbOop mroJEH,
o0JaaroIuX MOAXOAAUIMMHU JTMYHBIMUA KaueCTBaMHU, HAJIeNICHHE MX MMOJIHOMOUYUSAMH ISl IPUHSATHS
perieHuit 1 00ydeHne HaBbIKaM, HEOOXOMMBIM 7151 2 (HEKTUBHOTO BBITIOJIHEHHS paOOTHI.

COoTpyIHHMKH JOJDKHBI OBITH OOY4EHBI HACTOJBKO XOpOIIO, YTOOBI OHHM TMPEAOCTABISIIN
KauecTBEHHOE OOCIy)KMBaHHWE HHCTUHKTHUBHO. JTOMY OyAyT CcrocoOCTBOBAaTh MOJXOJSIIME IS
Takoi pabOoThI JIMYHBIE KAUYeCTBA COTPYAHUKOB — MPHUATHBIA T0OJIOC, ONTHMH3M, YMEHHE CIIYILIATh,
THOKOCTh M TEPIICHHE.

WHorna 10CTaTouHO MO-HACTOAIIEMY CIIYIIATh CBOUX KIMEHTOB U pearupoBaTh Ha UX HYKIbI
— 3TO MPHUBOJIUT K KapJUHAIBHBIM H3MeHeHUsM. Tak, ¢ Mojaud CBOUX KJIMEHTOB KOPHOpaIus
BellSouth pemmna 00beMHUTD QYHKIHIO 0OCTYKHUBaHUSA KOPIIOPATUBHBIX KJIMEHTOB ¢ (DYHKIMSIMU
MPOJIAYKH O0OPYIOBaHMSI M TEXHHYECKOTO OOCTY)KHMBaHUSA. DTH (PYHKIIMHA OBUIM pacrpeaesieHbI
MEXIy OTAEIBHBIMH JOYepHUMH (UPMaMH B paMKaxX IEpBOHAYAIBHOIO IUIAaHA Pa3yKpyHMHEHHUS
kopriopaninu Bell Systems. Kommnanust BellSouth BoccranoBmiia «mpuHIMIT OAHOTO OKHAY JUIS
KOpIopaTHBHBIX KineHToB. OHa crana mepBoil u3 kommnanuii Bell System, xotopas oObeauHmIa
oOcitykMBaHUe, MPoAaXy OOOpYAOBaHUS M €ro TEXHHYECKOoe OOCITy)KMBaHHWE B COOTBETCTBUH C
HOBBbIMU IpaBuiiamMu DenepaabHO KOMUCCUU IO CBSI3H.

«MBbI TpeqnpUHSIIA 3TOT LIar, MOTOMY YTO KJIMEHTHI MOCTOSHHO TOBOPWJIM HaM, YTO OHU
3TOTO XOTAT», — rosoput Jlxup Apammonsa, Bute-npeacenatens BellSouth.

Pa6oTa ¢ )xa/106aMM1: KOHKPETHbIE IPUMeEPHI

Konpan XunToH Bcerga nochulan >KadyOIUMCS JIIOJIM [HCbMa C U3BUHEHMSIMH OT CBOETO
uMenu. IluceMa copepkaiu JTOCTaTOYHO MOAPOOHOCTEH, uYTOOBI MOKa3aTh IONY4aTearo, YTO
XWITOH OCBEAOMJIEH O €ro KOHKpeTHou xanobe. Hampumep: «lloxanyiicta, mpumure MoH
W3BUHEHUs 3a ciyuuBiieecs: 13 HoAOps. Mbl kpaliHe Orop4yeHbI TE€M OOCTOATEIHCTBOM, UTO BHI
OBLTH BBIHYKJICHBI )K/IaTh U 3aTE€M OOPATUTHCS B APYTOM OTENbY.

B HEKOTOpBIX IydlIMX KOMIIAHUSIX, OPUEHTHUPOBAHHBIX HA CEPBHUC, TONMEHEIKEP JUYHO
pemaetr mpoOiIeMbl ¢ KayecTBOM oOciykuBaHus. JKanyromemycs KIHEHTY HEMEAJICHHO YIEISIOT
BHHUMaHUE, HEPEJIKO OH IMOJIy4aeT 0coOble MOIapKu, KOTOPbIE AEMOHCTPUPYIOT UCKPEHHEE yJacTHe
CO CTOPOHBI KOMIIaHUH.

bnarogaps TakoMy moJIXo/ly KOMIaHHUS MOKET MPEBPATUTH JKATYIOLIErOCs KIIMEHTa B CAMOT'0
IIPEIaHHOTO KJIIMEHTa — KJIMEHTA Ha BCIO KHU3Hb.

Konan benn u3 C.C.Bell Electronics u3 Cenr-Jlynca BBema IlpaBuna OesnmedexTHOro
paccMoTpeHHs xano0 KiueHToB. OHH BKIIIOYAIOT:

* OTHOIIIEHHE COTPYTHUKOB;

- oOpailneHre K KIIMeHTaM 110 UMEHH,

- OBICTPOE OOCITY)KUBAHHE;

* KAUECTBEHHOE 00CITYKBaHUE;

* CIIPaBeIMBYIO LIEHY.

Korga knmueHT oOparaercst 3a peMOHTOM, TOBOPUT beil, OH yke HeJOBOJIEH, MOTOMY UTO
ToBap He paboraer. EMy He HpaBUTCS, UTO MPUXOAMUTCA TPATUTH JEHBIHM HA TO, YTOOBI BEPHYThH
TEXHUKY B pabouee coOCTOsSTHHE.

B 3TOT MOMEHT HYXHO 3aBEpUTh KJIUEHTA, YTO Bbl IOHUMaeTe ero npobiaemy. BaxkHo, 4ToObI
COTPYAHUKH MarasuHa MpeI0CTaBUIH JHOOYIO ITOMOIIb, HEOOXOAUMYIO JUISl PEIICHHSI TPOOIEMBI.

CepBHCHBI COTPYIHHUK 3a CTOMKOW JOJDKEH OBITh MCKPEHHUM M JPYXKETIOOHBIM W BECTH



Oeceny B MO3UTHBHOM TOHE.

Konnn Bemn momuepkuBaeT Ba)KHOCTh OOpallleHHMs K KJIMEHTY Mo uMeHu. Kak mpaBuiio,
HY)KHO HCIIOJIb30BaTh OOpAIEHUE «TOCIOXKa», «TOCIOAWH» M (aMHUIHIO KIHCHTa, KPOME TeX
Clly4aeB, KOTJla CEPBUCHBIN COTPYAHUK M KJIMEHT Ha3bIBAIOT PYT Ipyra 110 HMEHHU.

3aaepkka B 06caykuBaHuu? O6uanTech!

Korga knmueHT mocTaBisieT IPOIYKT B CEPBHCHBIA IEHTP, 3aMedaeT besr, Oosbiine BCero oH
3aWHTEPECOBaH B TOM, YTOOBI MOCKOpee MOIY4UTh ero oopaTtHo. KOHHM rOBOpHUT, YTO O/JHA U3
00513aHHOCTEHN CEPBUCHOIO MEHEKepa — KOHTPOJIUPOBATH X0/ peMOHTa. Eciiu peMOHT He MOKET
OBITH BBINOJIHEH K HAa3HAYCHHOMY CPOKY, CEpBUCHBIN MEHEXep MOJDKEH MO3BOHUTH KIMEHTY 10
TOT0, KaK TOT MPUJIET 3a0HpaTh CBOIO TEXHUKY.

Joxeppu Ctupn, O6pBmmid CEO xommanuu Square D u3 Mutyoku, pacckasbIBaeT, Kak €ro
KOMITaHHSI HavaJia MCIIOJIb30BaTh OIBIT JIMIEPOB cepBuca. «Panbiie y Hac Obut "Cryxammii 1Hs".
Ha mpaxTuke 3T0 03Hadano, 4yTo camblil MIAALINA COTPYAHUK KOMITAHHM MPUHUMAI BCE >KAIOOBI.
Mpbl OTKa3aquch OT 3TOM MPAKTUKU U MOCTABWIM TelNeOH Ui Kanod MHE MO CTOJI, YTOOBI s
oTBeYaJ Ha 3BOHKH. OJIHAKO 51 HAJEIOCh, YTO, KOTJa HAIIK CUCTEMBI CTaHYT paboTaTh JIydllle, MHE
00JIbIlIe HE MPUIETCS 3TOTO JIENaThy.

I'pynna TARP mposena uccnenoBanue ans komnanun Coca-Cola, KoTopoe Mokasano, uTo
KAITYIOIIMICS KIUEHT, KOTOPOMY OTKa3ald B YAOBIETBOPEHUU >KanoObl 1o Tteiedony, Ha 30%
BEPOSITHEE OCTAHETCS JIOSIBHBIM OpeHNy, YeM KIMEHT, KOTOPBIA MOJIY4YMJ TakoW *Ke OTKa3 B
nucbMeHHOM Buje. [lpuuuna B ToM, 4uTO OOuIeHHe 1o TenedoHy sBiseTcs Oojee TUYHBIM U JaeT
CEepBUCHOMY COTPYIHHUKY BO3MOXXHOCTb OOBSICHUTH MO3ULIUIO KOMIIAHUN U BEPHYTh PaCIOJIO0KEHUE
KJIUEHTA.

OtBeuarh Ha kanoObl To TeneoHy — ATO HE TONbKO ObicTpee. OOBIYHO ATO IKOHOMHUT
neHbru. Hampumep, mMUCbMEHHBIH OTBET KIWMEHTYy oOxoautcsi American Express B 5—10 pa3
JOpOXKe, YeM OTBET IO OeclIaTHbIM TeNe(POHHBIM JMHHUSAM. 3a4acTyl0 KOMIIAaHMU BCE PaBHO
MPUXOAUTCS 3BOHUTH HAMKMCABILIEMY MUCbMO YEJIOBEKY, YTOOBI y3HATH JI€TaIH MPOOIEMBI.

PACCKA’KHUTE PYKOBO/ZICTBY BCIO ITPABAY

BeiBaer, 4TO COTPYIHUKH CO3HATEIBHO HE COOOIIAIOT PYKOBOJCTBY O KajoOax. JTo emie
OIHa IMPpUYIKMHA, TOYCMY HCKOTOPBIC MCHEIKECPBI CMOTPAT Ha MUP CKBO3b PO30BBLIC OUKHU.

Hanmpumep, KIMEHTHI JKaXyIOTCS, 9YTO OHH HE MOTYT JO3BOHHUTHCS JO KOMIAHHU IOCIe S5
gacoB Beuepa. COTpyIHUK, KOTOPOMY HE XOYeTcs pabdoTaTh IMOCIE 5 9acoB, MOKET M HE CKasaTh
HavyaJIbHUKY 00 ATUX jKatobax.

[Tpon3BoUTENN METUIIMHCKOTO OOOPYIOBAaHUS M CTPAaXOBble KOMIIAHUW OOHApYKWIIH, YTO
TOPTOBBIC TIPEJCTABUTEIN Ha MECTaX MMEIOT CKIOHHOCTh COOOIIATh O Kajo0aX TONBKO B TeX
ClIydasix, KOrJla 9TO MOMOTaeT UM CHHUCKATh PACIHOJOKEHUE BaXKHOTO KIMEHTa — WM KOT/a
MPOAYKT MMEET TaKyH HHU3KYI HAIllEHKY, YTO MPOJAABIBI MPEANOWIN Obl YBUICTH €r0 CHSTHIM C
MIPOU3BOJICTBA. A KAIOOBI OKYIIATEIe — BIIOJIHE Pa3yMHOE 00OCHOBAaHUE JJIsl ATOTO.

KanyrwTca HeMHorue

Po3nnunnie TOProBbIC TOYKHU U MCCTHBIC MMPEACTABUTCIILCTBA MMPOU3BOJCTBCHHBIX KOMITaHUH
GUIBTPYIOT XKa00bl M MPEMATCTBYIOT UM. JKaloObl, JOCTHTAIOIIME IMTA0-KBAPTUPHI, HU B KOEM



cllyyae He OTpaXKaroT yJOBIETBOPEHHOCTh KineHTOB. Onpoc kommanuu A.C. Nielsen mokasai, uto
aumb onuH u3 50 TOKymaTenei, HEeMOBOJBHBIX KauecTBOM (DACOBaHHBIX MPOMYKTOB, HAIUIIET
MPOU3BOJIUTENIO MUCHMO C JKajJo0o0i. DTO 3HAYUT, YTO B IMITAO-KBAPTHUPE MPOU3BOJICTBEHHOM
KOMITaHHMH CIIBIIIAT TOJIBKO oJ1HY U3 50 xkano0.

HccnenoBanns TARP mnokasanu, yTo MeHee IMOJOBUHBI U3 T€X, KTO KaJlyeTcsi Ha YpPOBHE
PO3HUYHOU CEeTH, OBLIIN YAOBJIETBOPEHBI peakiueil komnanuu. Ho MeHee moJIOBUHBI HETOBOJIBHBIX
JOXOJIAT A0 MITA0OKBAPTUPHI PO3HUYHON CETH WUJIH JIO MPOU3BOIUTEISL.

Po3HnYHBI MarasuH WM MECTHOE MPEACTaBUTEIbCTBO MOTYT HE JaTh NaJbHEHIIUN XO.
kayobe BHE 3aBUCHUMOCTH OT TOTO, Pa3pelidid OHU ee Wih HeT. [lodToMy, 4TOOBI MONTYYHTH
peanbHOE TPEJACTABICHHE O MaciTade ka0, IKCTPANOIUPYHTE, T. €. YMHOKAUTE KOJIMYECTBO
MoJIydaeMbIX BaMHu >kano0 Ha 50, HCXoIs W3 COOTHOUICHHsS, TOIYyYEHHOTO B pE3yJbTaTe
nccinenosannsa komnanuu A.C. Nielsen.

MeHneKephl T0KHBI HACTPOUTh CBOMX COTPYJHUKOB Ha TO, YTOOBI C PHTY3HA3MOM I0JIy4aTh

o0paTHYIO CBsI3b OT KJIMEHTOB M C HE MEHBIIIMM JHTY3HMa3MOM II€peaBaTh €€ PYKOBOJICTBY,
9TOOBI MOKHO OBLIO MPUHSATH ACHCTBEHHBIE MEPHI JUISI IPEIOTBPAILICHUS TIPOOIIEM.

OG6yuyeHue

OO0s3arenbHbII KOMIIOHEHT BCEX Y4YEOHBIX MpOrpaMM Ui IMEepcoHaja (Tema Cleayromen
IJIaBbl) — 00yueHue padbore ¢ xanobamu. Ecinu BbI XOTUTE, 4TOOBI Ballld COTPYAHUKH YXKe depe3
Yyac Mociieé Hayajla CMEHbl ObUTM BBIOMTHI M3 Kojew, He oOydwaiite ux. Henb3s mpukasatb
COTPYIHUKAaM TMOOLIPSTH 3KajJo0bl OT KIMEHTOB, HE HAy4yuB HX TOMY, Kak BecTH celsi ¢
HE/OBOJBHBIMU  KJIIMEHTAMU M pa3pskaTh HaNpsDKeHHble cUTyanmu. Eciaum  Bbl  Opocute
HEMOJIFOTOBJICHHBII TEepCOHANl Ha CbhEJCHHE BOJKaM-KJIHMEHTaM, BBl JEMOpPAIU3yeTe €ero Hu
YBEIIMYUTE TEKYUECTh KaIPOB.

Korna cotpyaHuku He 3HaIOT, Kak 00palaThCs ¢ KaTyIOIUMUACS KIMEHTaMH, OHU M30eraroT
KIIMEHTOB, KOTOPBIE KaTytoTcs. VK yKIOHSIOTCS OT %ajio0, TOBOPS YTO-TO Bpoje: «ITUM JTOJHKEH
3aHMMAaThCA MOM Ha4aJIbHHUK, HO €T0 celuac HET Ha MECTEM.

OddexTuBHas cucremMa pabOThI C KaIoOaMH CHOCOOHA TIPEBPATUTHh OOJBIIMHCTBO
HEJIOBOJIbHBIX KJIMEHTOB B OY€Hb J0BOJIbHBIX. HO cHawanma Hajo 10 HUX A00OpaTbes, a AJs 3TOTO
HYXKHO, YTOOBI OHU TI0XKAJIOBAJIHCh.

VY10BKHM cepBHUCa KaK pa3 U CIyXKaT JUIsl TOTO, YTOOBl HAJIaJUTh KOHTAaKT C HEJOBOJIbHBIMU
KJIMEHTaMH, YTOOBI TOOUThCA MX yIOBIETBOpeHuUs. M Bce see riaBHas 3ajada CUCTEMBI CEpBHCa —
MpeI0TBpaLaTh HETOBOJIBCTBO KIMEHTOB.

I'naea 13. lIpogeccuoHasramu cepguca He poxHcAAOMcs, UMU CIMAHOB8IMCS

OBYYAWTE PA/I0BOY NEPCOHAJI U PYKOBO/ICTBO

buzHec B wmenom TpaTuT KpailHe Majo BpeMeHH Ha OOydeHHE W MOTHBAIHIO
COTPYAHUKOB TIEPBOM JMHUM M CTAaBUT HMX Ha HU3IIYI0 CTYNEHb KOPIOPATHBHOU
JICCTHHUIIBI.
Kypnan Time



Bl npeccupyere gaxe cobak u MeaBenei. [louemy BBl He 00y4aeTe COTPYAHUKOB?
Cmonnu Mapkyc, nouemuwlii npeoceoamenb coeema OUPEKMOPOs
komnanuu Neiman Marcus

Kakue mpenmymiectBa gaet o0ydeHne oOCITyKMBaHUIO KIMEHTOB? OOUH U3 pe3yabTaTOB —
noBblleHHe 3(P(YEKTUBHOCTH MapKEeTUHra, B TOM UHUCIE PEKJIaMbl, NPOMOAKIMH M APYrux
MEpPONPUATHIA, KOTOPbIE CITy>KaT OJHONEINHCTBEHHOM L€ — YOeIUTh KIIMEHTOB KYIHUTh.

OOyueHune OOCIyKMBAaHUIO KIMEHTOB IOMOTaeT MpPOAABLIAM U CEPBUCHBIM COTPYAHUKaM
JIOOUTHCS YAOBJIETBOPEHUS W 3aBOEBATh JIOSUIBHOCTH KJIMEHTOB, T.€. TapaHTUPOBATh Oyayliue
nokynku. He oOy4yeHHbIe JOKHBIM HaBbIKaM COTPYIHUKU HE MOTYT yAepXkaTb KIMEHTOB, IyCKas
Ha BETEp MUJUIMOHBI JOJUIAPOB, IMOTPAaYEHHbIE HA MAapKETHUHI. biiaromapss MapKeTUHTY JIIOAH
INPUXOJAT B KOMIIAHHIO, HO IUIOXOW CEpPBUC OTHYIMBAET HX, M OHU YXOIAT K KOHKYPEHTaM.
[Tpon3BOAUTENBEHOCTE TPY/la OOYUYEHHBIX COTPYAHMUKOB, 00JaJa0MNX MPAaKTUYECKUMHU HABBIKAMU
00CITy’)KUBaHMs KJIMEHTOB M OPUEHTHPOBAHHBIX HA CEPBHC, BCEI/a BBIIIE, & KAYECTBO pabOThI —
JydlIle.

OGy4eHHe CHHKAaeT 3aTpaThl HAa PaG04yl0 CUIY

Heine nokoitabiit YoppeH biasHauHT, KOTOPBIH ObLT BEAYIIMM KOHCYJIBTAaHTOM IO BOIIPOCaM
cepuca u mnpesugeHToM Customer Service Institute B CunbBepCrnpunr (mratr MbapuiieHn),
paccuuTan, 4TO MPH OOBIYHOW MPOU3BOJUTEIHLHOCTH Tpyda B cdepe OOCTyKUBaHUS KIHUEHTOB
oOmue 3aTpaThl HA OJHOTO COTPYIHHUKA, 3apadaTrbiBaroIiero 6-7 moiul. B 4ac, cocTaBistor 20-25
noji1. B yac. [loBbillieHHe MPOU3BOAUTENIBHOCTH TpyAa 3TOro corpyanuka Ha 10% B pesynbrare
oOy4eHHsI CHIDKAeT 3aTpaThl 10 17-22 A0l B 4ac, YTO COCTABIISIET YKOHOMUIO TTpuMepHO 20 10I1.
Ha coTpyaHuKa B eHb U 100 mos1. B HEaemro.

B rox »To cocraBinser okojio 5 ThIC. JOJIJI. B pacyeTe Ha OJHOTO COTpYyIHUKA. JlJiT KOMIIaHUU,
ucrnonb3ytomieid 20 TenedoHHBIX ONMepaTOpoB, YMEHBIICHHE BPEMEHU Ha 0OpabOTKY 3allpocoB H
npueM >kajgod mo TenegoHy BCEro Ha OAHY CEKYHAY 3a cueT OOYy4YeHHMs, IOBBIIIAIOIIETO
3¢ PEeKTUBHOCTH OMEPaTOPOB, MO3BOJISIET CAKOHOMUTH Oosiee 3500 101, Ha COTPYAHUKA B TOJI.

CepBHUC — 3TO MAPKETUHIOBbIA HHCTPYMEHT

OnmHO TO, 4TO OOydYeHHE NepcoHaja IOMOTAeT YAEPKHBATh KIMEHTOB, YK€ pa3 B IATh
OKymaet 3aTparbl Ha Hero. OCHOBA TaKoro pacdyeTra — OOLIepU3HAHHBIN (PaKT, 4TO MPUOOPETEHHE
HOBOT'O KJIMEHTa B IISITH pa3 JOPOXKE, YeM Y/Aep)KaHWE HMEIOLIETocs IMyTeM NMPUMEHEHHs TeXHHK
00CITy>KUBaHHSI KIIMEHTOB.

PeanbHbINT Ka4eCTBEHHBIN CEPBUC W CEPBUCHBIM MEHTAJUTET, NMPUBUBACMBIA OOYy4YCHHEM,
MOBBIIIAIOT JIOBEpHE KIMEHTOB K MAPKETHHIOBBIM MHCTpyMeHTaM. Eciu jke KJIMeHTHl HeZJOBOJIBHBI
TeM, KaKk KOMITAaHHS C HUMH OOpamaeTcs... WM He oOpamiaercs... OHHU TEPSIOT JOBEpHE K ITOH
kommanuu. M xak Obl HU CTapajicsi OTHENl MapKeTHWHTa, OH BpsA JIM J00bEeTCs HEoO0XOAnMOn
peaKIy Ha MapKETHHTOBBIE TIOCHLIBL.

Kak-To s yBuien TenepekiaMmy 0JJTHOTO HbIO-HOPKCKOTO OTEJIsi — TaM aJIMUHUCTPATOPbI MeTH
Ha yIuIe, a MBEHIap MpUBETCTBOBAJ IOCTOSUIBIEB M MogHOCHI Oarax. Ho korma MHe 1oBenoch
OCTaHOBUTBLCS B 3TOM OTEJe, TaM HE OKa3aJoCh HM MIBeHnapa, 4roObl B3sATh MOH Oarax, HU
PaJOCTHBIX aIMHHUCTPATOPOB. PeanbHOCTh HE MMeNa HUYero O0IIEero ¢ peKJIaMoii.

Hackonbko BakHO jpoBepue? DTo ocHOBa Bcero. HeBaskHO, HACKOJBKO XOpPOII Ball TOBAp,



JIIOAM BCE PaBHO HE OYyIyT €ro MOKyIaTh, €CJIM C HUMHU 00paIIaloTcs Kak ¢ TMOKYMaTeIsIMUA, KOTOpbIe
«HUKYJa He AeHyTcs». Ho ecam mronm ynpiOaroTcs, KOTAa CIBIIIAT Ha3BaHWE Balled KOMITAHUY WIIH
OpeHzia, MOTOMY 4YTO BCIOMHHAIOT BaIlUX JPY>KEIIOOHBIX, OT3BIBUMBBIX M KOMIIETEHTHBIX
COTPYJHHKOB, a TAKXKe TO, KaK MPUATHO C BaMH paboTaTh, OHU OyIyT HMOJIOXKUTEIBHO PearnpoBaTh
Ha Ballll MapKETHHIOBbIE MMOCTaHMs. Bai MapKeTHHTOBBIN Oro/KeT OyaeT norpayeH 3¢ (HEeKTUBHO.

[TonoxxnuTenbHOE BIMSAHUE KAa4eCTBEHHOTO cepBHca Ha 3(PQPEKTHBHOCTH MapKETHHIOBOW
IPOrpaMMBbI

— O/IHA W3 TJABHBIX NPHUYMH, TIOYEMY HaJ0 O0y4aTh MEpPCOHAN MCKYCCTBY OOCIYKHMBAaTh
KIIUEHTOB.

IocTynku KpacHOpeYHuBee CJIOB

Jlydiero Bcero nNpoOMIUIIOCTPUPOBATH TECHYIO B3aUMOCBSI3b MEXAY Ka4YECTBEHHBIM CEPBUCOM
u

3 (HEeKTUBHOCTHI0O MAPKETHHTA MOXKHO MPHU MOMOIIM CIEAYIONIETO PUTOPHUECKOTO BOIPOCa:
KaK BBl CUMTAETE, €CIIM KJIMEHT Ha COOCTBEHHOM OMbITe YOEIMIICS, YTO BAIlll COTPYIHUKHU JICHUBBI,
BBICOKOMCPHBI, HCKOMIICTCHTHBI, HCUCKPCHHU, PAaBHOAYIIIHBI 1 6630TBCTCTBCHHBI, COPBECTCs JIKX OH C
auBaHa M OpocHTCs K BaM 3a IMOKYNKaMH, YBUIEB IO TEJIEBU30pY PEKJIAMHBIM pOJIUK,
YTBEP)KAAIOMIMIA, YTO Bbl oOOpamiaerech ¢ KaXJbIM KIMEHTOM KaK C JHYHOCTBIO... Kak C
MOTEHIMaIbHBIM JpyroM? Bel coMHEBaeTeCh B OTBETE?

Ckopee 0oH mocTapaeTcs 3a0bITh BaC KaK KOIMIMAapHbBIN coH. MIHOTJa KITMEHT OBIBAaeT 10 TaKoH
CTETeHH HEJOBOJICH, YTO KaTerOpUYECKH OTKA3bIBAETCS MOKYMATh Yy Bac, JAaXK€ €CIIM MPHU 3TOM OH
JIMIIATCA TOBapa UJIA YCIYyIru, KOTOPbIC 60HBH_I€ HUTAC HCIIB34 MOJYYUTD.

[loTeHuManpHble KIMEHTHl pEarupyroT Ha peKiIaMy HUYYTh HE Jydyllle, ecid B Bauei
KOMITAaHUU WJIM Mara3uHe ¢ HUMU BCeTJa 00palaroTes TaK ke 3a00TINBO, KaK C MAHEKCHAMH.

Korpa Bamm mocTynku mpoTHBOpeYaT cloBaM, Balld MapKETUHIOBBIE MOCJIAHUS BBI3BIBAIOT
BMECTO JIOBEpHUS CMeEX.

Xyxe Toro, Oynylire MapKeTHHTOBBIE MOCJIAaHUS TOXKE CTaBSATCS MOJ Bompoc. ATMocdepa
HCOOBCPUS K PCKIIAMHBIM 3asBJICHUAM MOKCT COXPAHATHCA JOJTUC I'OABI.

UToObl AOCTHYD 3HAYMMOW CUMOMOTHYECKOW CBSI3U MEXKIY OOCITY>KMBAaHHUEM U TPOJIYKTOM,
TpeOyIOTCSI BHYTPUKOPIIOPATUBHBIE YIEOHBIE MPOTrpaMMbl U 00yueHUe Ha pabodeM MecTe.

[IpeumMyniecTBa BHYTPUKOPIOPATUBHOI0 0GYy4YEeHUA

Begymumu oOyuarommx mporpaMm Ui MEpcoHaja Mo OOCITY>KUBAaHHIO KIMEHTOB MOTYT
CTaThb MEHEDKEphl CPEIHEro M HU3ILIEro 3BeHa. HekoTopble KOMMaHWM MPEANOYHUTAIOT, YTOOBI
MEHEJKEephl caMH 00ydaiaH JoJei, KOTOPBIMH PYKOBOIAT. OOyuasi CBOMX HEMOCPEICTBEHHBIX
[MOAYMHEHHBIX, PYKOBOJMTEIN MOTYT IEpeaTh UM JIMYHYIO NPUBEPKEHHOCTh KaYE€CTBEHHOMY
CepBUCY U CTaTh 00pa3aMu I MOpaXKaHUS.

Menemkepsl  TOJDKHBL  cOpMUpPOBATh W 3aKPENUTh Ha TMPAKTUKE OTHOUICHHUS U
MIOBEICHYECKNE MOJIEIH, IPUMEHEHUS] KOTOPBIX OHU 0>KUJIAIOT OT CBOMX MOJYMHEHHBIX. be3 Takoro
aKTUBHOTO 3aKpeIuieHus o0ydeHrne o0CTyKMBAaHUIO KIIMEHTOB — PUCKOBaHHASI HHBECTUIIHS.

Masio6104keTHOe 00y4yeHue

Korna obydenue mpoBOJWTCS CBOMMHU CHJIAMU C TPUBJICUYEHHEM MEHEKEPOB CPEIHEro U



HU3IIETO 3BEHA, COTPYIHUKAM (HUIHAIOB HE HYXXHO COOMpaThCsa B HEHTPAILHOM Oduce, KOTOPBINA
MO’KET HaXOJIUThCS B THICSYAaX MUJIb OT UX MecTa paboThl. DTO HE TOJIBKO YA0OHO, HO U MO3BOJISIET
COKOHOMHUTH BpeMsi M KOMaHAMPOBOYHBIE pacxojbl. [OCKONBKY Takue MporpamMmbl OOXOISATCS
KOMITAHUU OTHOCHUTEJIFHO HEJOPOr0, UX MOXHO MOBTOPSATH Ka)Jble HECKOJIBKO MECSIEB B CiIydae
BBICOKOM TEKY4YECTH KaJpOB.

CeromHsi TpaHCHOPTHBIE PACXOAbl OUYEHb BBICOKH, IIO3TOMY SI PEKOMEHIYI0 IIHpe
UCTOJb30BaTh HOBbIE TexHOJOrmu. Ho camas 3HauuTenbHas CTaThsl 3aTparT Ha OOydeHHe —
pacxojbl Ha 3apIuiary.

[Tocnennue 40 meT MBI ONPEEISIN «XOpollee O0yYeHHEe» U «II0OX0€ O0y4eHHE» C TOUKU
3peHust KonndyecTBa yueOHbIX nHel. KoHeuHo, maTh yueOHbIX THEH Jydllle, 4eM YeThIpe, a YeThIpe
aydie, yeM Tpu. Takoi moaxoa MOKeT ObITh OmpaBiaH, e€clii 00y4YaroTCsl TOJBKO PYKOBOJUTEIH
WIN COTPYIHUKH KOoMMepueckoro otnaena. Ho ecnu oOydaeTcss Bech MepcoHal, TO BBIIEIUTH Ha
o0y4yeHHe MATH JHEH, He Hapyllas IpU 3TOM JIEATEIbHOCTH KOMIAHWU, OUY€Hb JOPOr0 U TPYIHO
TEXHUYECKHU.

51 yBepeH, YTO HEOOXOAWMBI MPOCThIE W YAOOHBIE B HCIIOJB30BAaHUM METOJIUYECKUE
MaTepuanbl Juisi TpeHepoB/Beaymux. C NOMOMIbIO TaKUX MAaTepHaioB MPAKTHYECKH 000
YeJIOBEK, IMOJIb3YIOIINNCS yBaOKEHHEM KOJUIET W aKTUBHO IMPHUBEP)KEHHBIH HJEE CEpBHCA, MOXKET
MPOBECTH TPEHUHT MO OOCTYXHUBAaHUIO KIUMEHTOB JUIsl mepcoHana. OnHako Oobllas 4YacTb
o0yJaromux Mporpamm pa3paboTaHa TakuM OOpa3oM, YTO MX MOTYT BECTH TOJBKO aBTOPBI WU
BBICOKOKBIU(DUIIMPOBAHHBIE TPEHEPHL. DTUX JIIOJEH MPUXOAUTCSA NMPUBO3UTH U3JajeKa, TpaTd Ha
3TO OIPOMHBIE JIEHBI'H, YTOOBI OHH JIMYHO MPOBENU IporpaMMmel. [lpu

00BIYHOM ypOBHE TekydecTu KaapoB 50-100% TpeHepy mpuaercs coBepliaTh TaKUE JOPOTUE
MyTEIIECTBUS KaXK/ble TPU-ILIECTh MECSIIEB.

OdeHpb YyacTO METOAMYECKHE YKa3aHUs 110 BEJICHUIO TPEHUHTA MPECIeIyIOT 1IeJib 00eCTeUUTh

paboToii TpeHepa, a HE OBITh MPOCTHIMHU, YIOOHBIMH WM MPHUTOJHBIMHU JUISI TPUMECHCHHUS
HECHEIAINCTOM.

Kommanus Service Quality Institute pazpaboTania pyKOBOJCTBO AJIsi TPEHEpa TPAHCIOPTHOU
kommanuu Allied Van Lines. ®@opmaT 3TOro pykoBOJCTBa TaKOB, YTO TMPAKTUYECKU JHOOOM
coTpyaHuk soboro u3 750 ormenenuit Allied mMoxeT mpoBecTH TPEHUHT MO OOCTY)KMBAHUIO
KJIMEHTOB, KOTOPBIM MbI Ha3Banu «K Balum yciyram».

CrouMOCTh peanu3alii MPOrpaMMbl OOCITY)KHBAaHUS KJIMEHTOB C TOYKH 3pEHUS 3apIuiar
TPEHEPOB U TPAHCIOPTHBIX PACXOJOB OBIBAET CTOJb BHICOKA, YTO MHOTHE KOMIIAHUM HE MOTYT
MO3BOJIUTH cebe 00ydaTh NepCcoHaI UCKYCCTBY KAU€CTBEHHOT'O CEpBHCA.

Ho corpynHukam HYXHO OOBSICHUTBH, YTO UX MOCTYIKHU TOBOPAT rpomue cioB. CepBUCHBIE
COTPYAHUKH, MPOAABIBI, CIEHUAINUCTBI IO TEXOOCIY)KHBAaHUIO W MHOTHE JpPYTHe CIyKallue
PETyJIIpHO KOHTAaKTHPYIOT C KJIMEHTaMH, M HEpPEAKO HMMEHHO OHHU TNOJPHIBAIOT [OBEpUE K
MOCTIAaHUAM, TIepefaBaeMbIM peKiIaMoil, mpomoakusiMu 1 PR-mepornpustusmu. OckopOuTenbHbIe
HarlOMWHaHUs 00 oOrJiaTe, pPaBHOMAYIIHOE OOIeHHue 1o TenedoHy | CYeTa, IOXOXKHEe Ha
OOBUHUTEJBHBIE AKTHI, TOPOXKAAIOT Yy KIIMEHTOB UyBCTBO CKPBITOM BPaX1€OHOCTH IO OTHOIICHHUIO K
koMrnaHuu. Ho kommnanust 4acTo He 3HAET O TOM, YTO MPOUCXO/IUT.

HecmoTps Ha ymepO, HAaHOCUMBIH HEOOYYEHHBIMU COTPYAHUKAMHU, BHYTPUKOPIIOPATHBHOE

oOy4eHue TepcoHaa 00CITyKMBaHUIO KIIMEHTOB — PeakocTh. Onpoc 20 KpyImHBIX KOMIaHUH
MoKa3aJl, 4T0 Ha O0y4YEeHHE CBOUX JIIOAEH, KOHTAaKTUPYIOIIUX C KJIMEHTAaMH, OHU BBIJICNIAIOT MEHEE
oaHoro aHA. CylecTBYIOIIME MPOrPaMMbl YaCTO HE UMEIOT HYKHOM HampaBjieHHOCTHU. Jlroaei yuar
paboTtath ¢ 000pyIOBaHUEM H YIIBIOATHCS pa3ApakeHHOMY KITUECHTY.

OBYYAWTE BCEX

Camble 3¢ (¢exkTuBHBIE NPOrpaMMbl OOYYEHHUS KyJIbType OOCTYXMBaHHMS OCHOBAaHBI Ha
MOHUMAaHUH



TOT0, YTO KAa4eCTBO CepBHCca OOecreurBaeTcs BCEH KOMITAaHUEH, a HE TOJIBKO IEepCOHAIOM
«TEepBOM JIMHUM», KOTOPBIA €ro HEMOCPEICTBEHHO NpenocTaBiseT. BoT moueMy mnporpammsl
o0y4eHHs JIOJDKHBI OXBaThIBaTh BCEX COTPYIHUKOB. Bcsi ocTanbHas 4yacTh KOMIIAHUM — 3TO
pecypcehl JUIsl «IIEPBOM JIMHUWY. PEBOIIOIIMOHHAS MBICIb, HY>)KHO MpHU3HaTh. HO HEKOoTOpBIE U3 3THX
BHYTPEHHUX PECYPCOB HANPSIMYIO IPEJOCTaBIAIOT ycIayrd KiaueHTaM. Cpeaum HHUX OTIEIbI
BBICTABIIEHUSI CYETOB, JOCTAaBKH, MPOAAXK, TEXHUYECKOTOo OOCIYy)XMBaHHsI, MPOU3BOJICTBEHHBIH,
MapKETUHTOBBIA U MH(OPMAIIMOHHBIN OTAEIBI M OIIEpaTOphl HA KOMMYTaTOpE.

KayecTBO CepBHCA 3aBHUCHUT OT KaXKJA0T0

CranyapTHas pakTUKa BO3Jaratb OTBETCTBEHHOCTh 3a KAUE€CTBO CEPBUCA UCKIIIOUUTENIHO Ha
MEPCOHAN «IIEPBOM JIMHUU» — BCE PAaBHO UTO I'PY3YMKOB B MOPTY CHAeNaTh OTBETCTBEHHBIMHU 3a
KauecTBO Tpy3a. B monrocpouHoil mepcrekTuBe Moj00Has MpaKTHKA HETaTHMBHO CKa3bIBAETCS HA
MIPOU3BOJIUTEILHOCTH U MOPAIbHOM COCTOSIHUU TE€PCOHAaja M HEU3MEHHO NPUBOJUT K HHU3KOMY
KauecTBYy CEpBHCaA.

Korna mneHHocTH KyapTyphl OOCHTYXMBAaHUS TPUBHUBAIOTCS TOJIBKO MEPCOHANY «IEpBON
JIMHUWY, KOMIIAHUsI CUJIIBHO PUCKYET MOJOPBATh €ro0 MOPAIbHOE COCTOSIHUE, TOCKOJIbKY OCTalbHas
yacTb KOMIAHUHU paboTaeT, He 3a00TACh 0 KauecTBe cepBuca. «KoMmaHuu TpaTAT MHOTO JIEHET Ha
o0OydeHre CBOMX MPOAABIIOB padoTe ¢ KIMEHTaMH, B TOM YHUCJI€ CTAHJAPTHBIM OTBETaM Ha BaKHBIE
JUIS KIIMEHTOB BOIIPOCHI.

Ho oHu 3a0bIBalOT HAy4YWTh TE€M K€ HABBIKAM CBOMX TEXHHYECKUX CICIHATUCTOB,
CHEIHAMCTOB MO TEXOOCTYKUBAHUIO U JIPYTHUX COTPYJHUKOB, KOTOPbIE UMEIOT JIeJ0 C TEMHU Ke
KIIMEHTaMH, YTO W MPOJaBIbl», — 3ameudaeT bpenma Belimep, MeHemkep Mo 0OCTYKUBaHHUIO
KJIINEHTOB B CEBEpOaMEpHKaHCKOM pervoHe B kommanuu Polystar Ltd. u3 Jleomuncrepa (mrar
Maccauycerc).

Ha camom sene nponaBiibl KOHTAaKTHPYIOT ¢ KJIMEHTOM OJIMH pa3 — BO BpeMs mpojaaxu. Ho
Moclie TMPOJAXKU KIMEHT HA4YMHAET OOIIAThCA C aIMUHHUCTPATOPOM, CEKpETapeM, COTPYIHHKOM,
BBICTABIIAIONINM CUETA, U T. 1.

[Tpouecc obecrieueHns KauecTBa CepBUCAa HAUMHACTCS JIAJICKO OT «IepBOM JIMHUMY. [loaTOMy
yIIydllleHHuE CepBHCa HE JOJKHO MEPeKIabIBaThCsl Ha IJIEYH MCKIIIOUUTENBHO MEepCcOoHaNa MepBoi
JTUHUH.

Ecnu kommnanusi Xo4er, 4ToObl BCe €€ COTPYIHUKH — paboTaroliye Ha MOJHYI0 CTaBKy U
MOYACOBUKH, TIOCTOSIHHBIE M BpEMEHHBbIC, pPa0OTaroImIMe HEACNI0 WIH MATh JeT — ObUIH
OpPUEHTUPOBAHBI HA KJIMEHTOB, UX HY>KHO PETYIISIPHO 00yYaTh.

Ho a1y uneto Tpy1HO BHYIIUTH pYKOBOJACTBY.

To/sIbKO AJ11 MeHeKepoB

WMHorna KOMIAHMM CYMTAIOT, YTO OOYYEHHs JOCTOWHBI JIMIIb COTPYJHHKH Ha
yIpaBIeHYECKUX

no3unusax. OgHaKo, HECMOTPST HAa BCIO Ba)XXHOCTb POJM PYKOBOJACTBA B CXEME CEpBHCA,
CUMUTATh, YTO TOJBKO OHO HYXKJAeTcsi B OOYYEHHH, — HENpPOCTUTENbHasl OMMOKa, KaKUMH Obl
KpacUBBIMH HU ObUIM Baly JM0BOJBL Jlemo B Tom, uro moutu 95% ¢hakTopoB, BIHUSIOMUX HA
penyTanuoo KOMIaHUH CPEeIu HUMEIOIIMXCS U MOTEHIMAIbHBIX KJIHMEHTOB, 3aBHUCUT OT DPSIOBOTO
00CITy>KUBAIOIIETO MEPCOHATA.

K coxanenwnro, sxypHan Time Obl1 a0COMIOTHO TipaB: «bu3Hec B 11€JI0M TpaTUT KpaiiHE Majo
BpPEMEHHU Ha 00y4YeHHE U MOTHMBALIMIO COTPYIHUKOB MEPBOI JIMHUH, C KOTOPBIM oOparaercs, Kak ¢
HU3KOKBATH(UITUPOBAHHOW pabouell CUIIOW Ha HU3IICH CTYNEHU KOPIOPATUBHOM JIECTHUIIBI.



Jlaxxe ecnum MEHeIKep IUIOXOr0 MHEHMS O JIMYHOCTHBIX KayecTBaX CBOMX MOJYMHEHHBIX,
MMEHHO OHU IPENOCTABISIOT CEPBUC KIUEHTaM. FIMEHHO OHM CO3Jal0T y KJIMEHTOB BIIEYATICHUS,
U3 KOTOPBIX (hOPMUPYETCsl PEITyTaIlHsl BCE KOMITaHUU.

C yero HayaTh

Ecnu BBI 0OTBewaeTe 3a 00y4eHHE CEPBHUCY U BaM MPUXOIUTCS CTAIKUBATHCS C MEHEE YeEM

BOCTOP)KEHHBIM OTHOILIEHUEM BBICHIETO PYKOBOJCTBA, MHUJIOTHBIN/AEMOHCTPAIMOHHBINA KYpC
— OTJIMYHBIN CITOCO0 YOEIUTh TOM-MEHEIKEPOB B MOJIb3E O0yUEHHUSI.

Omnpenenure, Kakue KOHKPETHbIE HABBIKM U TOBEJCHUYECKHE MOJIENH TPeOyIOTCS BalluM
CEPBHCHBIM COTPYJAHHMKAM M MEHEPKepaM HHU3IIEro 3BeHa. Bribepute ONWH U3 HEJIOCTATKOB U
paszpaboTaiiTe MUIOTHBIN KypC, B3sIB 32 OCHOBY NPOBEPEHHBIE MeTOIbI oOydeHus. [IpoBeaute ero
JUISL TPYIIBI HEABHO HAHATBHIX COTPYIHHKOB. 3aT€M CpaBHUTE KAa4eCTBO PabOThl OOYUYECHHBIX H
HEOOYUEHHBIX COTPYIHUKOB. MOXHO C YBEpEHHOCTHIO 0XKHJIaTh, UTO PE3YJIbTAThl OyayT B MOJIB3Y
o0OyueHUsI.

MoTuBHpyiiTe NepCcoHa

Kak s yxXe HEOIHOKpAaTHO MOMYEPKUBAN, HWCKPEHHsSS, OYEBHJIHAS MPUBEPKEHHOCTD
PYKOBOJICTBA KAa4E€CTBEHHOMY CEPBHCY — caMblii 3(p(QEeKTHBHBII MOTHBHPYIOUIMH (GakTOp IS
nepcoHana (cM. raasy 7). [Ipuuem npuBep>KEHHOCTh KAUeCTBEHHOMY CEPBHCY PAaCIpOCTpaHsIeTcs U
Ha MPUBEPKEHHOCTh 00YUCHHIO MTEPCOHATIA.

CoTpyIHMKHM JOJDKHBI BHJIETh, YTO PYKOBOJCTBO YYacTBYeT B OOYyYEHHMHM: B HEKOTOPBIX
KOMITAHUSAX MEHEIDKEPHI JIMYHO BEAYT TPCHUHTH 10 OOCITY)XMBAHHIO KJIMEHTOB WIIH, 1O KpaitHen
Mepe, MPOU3HOCIT BCTYMUTENBHYIO pedb. JTO XOPOIIUH CIOCOO YKPEHUTh OTHOLICHHUS MEXITY
MEHEKepaMH U MX TI0JYMHEHHBIMH.

YroObl MOATOTOBUTH MEHEKEPOB CPETHET0 M HU3ILIETO 3BEHAa K POJHM TPEHEPOB/BEHYIIMX
porpaMM Mo OOCITY’)KUBAaHUIO KIIMEHTOB, TIPOBEIUTE Il HUX CIICIUALHBIC 3aHITHS, HA KOTOPBIX
TOI-MEHEKEPBl MOJPOOHO Pa3bsCHAT UM KOPIOPATUBHBIE CTPATETHU U IIENH 10 CEpBUCY. IDTO
MTOMOJKET OyIYIITUM TPEHEpaM MOCTaBUTD ISl CeOsl KOHKPETHBIC YIeOHBIC 3a/1auH.

Jlrobass mporpamma  oOydeHHUs, KOTOpYIO BBl pa3paboTaere, JODKHA  BKJIIOYATh
JOTIOJTHUTEIHHBIC MOTUBUPYIOIIHE DIIEMEHTHI.

JINYHOCTHBINA pOCT

BriOeprTe Takyo KOHIICTIIIUIO OOCITYKUBAHHS KITHEHTOB, B KOTOPOH COTPYTHUKHU YBUIST

BO3MOXXHOCTh JIMYHOCTHOTO POCTa MU 3a CYET ITOTO OYIyT MOTHUBHUPOBAHBI YUYUTHCS U
MPUMEHSTh Ha MPAKTHUKE HABBIKA OOCITYIIIBAHMS KIHEHTOB. JIfoell Helb3si HUueMy Hay4YHTh, €CIU
OHHU HE XOTST WU €CIIK UM HEe HPaBUTCS.

Bamm cotpynHukM OyIyT MOTHBHPOBAHBI YUUTHCS, KOT/Ia TOWMYT MPEUMYIIECTBa HABHIKOB
o0CITyKMBaHUS KIIMEHTOB JIMYHO JJIsi ce0s. J[e7o B TOM, YTO Te K€ caMble HaBBIKH JAPYKETIOOHOTO,
BEXIIMBOTO W OT3BIBYMBOTO IMOBEICHUS, KOTOPHIM MX y4aT B OOIICHWHU C KIMEHTAMH, IIOMOTYT MM
MPUOOPETATh U COXPAHSTH APY3CH.

JIMYHOCTHBI POCT KaK €CTECTBEHHBIH pe3yNbTaT KaueCTBEHHOTO CEPBHCAa MOXKET OBIThH
KITFOUOM K YCIIEXY MPOTpaMMbl 0OCITY)KMUBaHHsI KJIMEHTOB. B MpoTHBHOM ciiyyae mporpaMmmMa MOXKeT
MOWTH KO JIHY, HATKHYBIITUCH Ha OCTpPbIe PU(]BI MOJHEHIIIEro paBHO YN IepCcoHaIa.



Paznen nudHOCTHOTO pocTa B Balled mporpaMme oOydeHHs JOJDKEH HAY4YHUTh COTPYIHHMKOB
IIEHUTh ce0s1 U paboTy, KOTOPYIO OHHU BBIMOJHSIOT. B pe3ynprare mpeacTtaBieHue el o cede
YIYYIIATCS, U OHU HAYHYT TOJIy4aTh OOJIbIIE yIOBIETBOPEHHS OT CBOCH PaOOTHI.

[Toyemy Tak BaJieHO, YTOOBI COTPYAHUKH XOPOIIO OTHOCUIIUCH K cebe? [leno B Tom, 4To eciu
OHU OYAYT LICHUTh U yBaxaTb ceOsi, TO OOJIbIIIE BEPOATHOCTh, YTO OHU OyIyT LIEHUTHh U YBa)KaTh
CBOMX KIJIUEHTOB.

OTH «OTOMCTUYECKHE» AaCIEKThl KAueCTBEHHOTO CEepBUCA TOJOXKHUTEIBHO OTPAXKAIOTCS Ha
y4ueOHOM Ipoliecce, HAMOMHSIS 3aHATUS ICKPEHHUM SHTY3Ma3MOM U aKTUBHBIMU JIUCKYCCUSIMHU.

Kommnanuss QSI — s1o coBmectHoe nerumie Texas Air Corp. (MapKEeTHHTOBOTO TMapTHEpA
Continental, rmaBHOTO MepeBo3unka Texas Air) U mBeackoi aBuakommnanuu Scandinavian Airlines
System.

ABuakomnanus SAS U3BECTHA CBOMM MPEBOCXOAHBIM cepBucoM. [lens QSI — HayuuTh Bcex
corpynnukoB Continental cekperam SAS.

QSI npemyiaraet «IBEACKUN CTOM» U3 MONMYJISIPHON MCUXOJIOTHH, BOOAYIICBIISIIOIINX peUei U
UTPOBBIX TexHOJOrud. Llenb — momoub coTpynHukaM pa3zoOparbcsi B ceOe. «MbI XOTHM, YTOOBI
JIIOJU YYWIIUCh HE TOTOMY, 4TO 3T0 xopoio s Continental, a moToMy, 4TO 3TO XOPOIIO AJIS HUXY,
— rosoput SH Jlanunor, npe3unent QSI.

Teopust rjacut: eciau JIIOAM XOPOILIO OTHOCATCA K ce0e, TO OHM XOpOIIO OOCITYyKMBArOT

OPYTHX.

YAOBJIETBOPEHI/IE BHYTPECHHHX K/IMCHTOB

MHorue coTpynHUKH OyAayT Oojiee 3aMHTEpecOBaHbl B OOYyUEHHH, €CIH MOWMYT, YTO 3TO
CIoco0 IMOMOYL CBOMM KOJUIETaM, COTPYAHHKAM JpYTuX OTnenoB. Pazymeercs, mpemocraBiisis
KayeCTBEHHBIN CEPBHUC «BHYTPEHHUM KIMEHTaM», OHHU YJIy4IIAIOT KaYeCTBO CEPBUCA Ul BHEITHUX
kareHToB. Kak Obl TO HU OBUTO, IPUHIHUIT «yJOBJIETBOPSTH BHYTPEHHUX KIIMEHTOBY» BEChMa Ba)KCH
U1l 3aBOCBAHUSI BHUMAHUS U IPUBEPKEHHOCTHU TIEPCOHAIA.

Bb160Op BpeMeHH: KOrja o6y4aTh

Hccnenoanue Citicorp moka3zano, uto odydeHue Hanbosee 3(p(HEeKTUBHO, KOTrJla COTPYAHUK
TOJIBKO TIPUXOJIUT Ha paboTy B koMmaHuto. Korja yenoBek HaX0AUTCS B peiiMe o0ydeHus, Koraa
OH Ha4yMHAET HOBYIO I ceOs JesATeNbHOCTh, MPABWIbHBIE OTHOIICHUS W TPUBBIYKU TPUBUTH
ropaszo jerde. Kpome Toro, eciu ¢ camMmoro Hadajia Hay4YuTh COTPYAHHMKA CTaHJapTaM M HaBBIKAM
o0CITyKMBaHUS KIMEHTOB, TO U KAUECTBEHHBIX PE3YJITaTOB OT HEro MOXHO JOOWTHCS TOXKE C
caMmoro Hayvarna.

MHorrue KOMITaHWUU MPEANOYUTAIOT BBDKAATH TPU MeECsAla, MPEkKIe 4eM O0ydaTh HOBBIX
COTPYJIHHUKOB, UYTOOBI IMOBBICUTH BEPOATHOCTh TOTO, YTO OHMU OcCTaHyTcsl B KommnaHuu. (Eciu
YeJI0BEK MPOpadoTall TpU MecCsIa, OOJIbIIE TAHCOB, YTO OH CTaHET MOCTOSHHBIM COTPYIHHUKOM, YeM
KOTJIa OH TOJIbKO YTO MOCTYNui Ha paboty.) Tombko mocne «meproja OXUAAHUS KOMIIAHUU
3aJJyMaloTCsl O TOM, YTOOBI BKJIabIBAaTh IEHBI'Y B HOBOTO COTPY/IHHKA.

Ho ecnu HOBBIN COTpYAHUK pabOTaeT MATH JHEH B HENETI0 M OCKOPOJSET XOTS ObI OJTHOTO
KJIMEeHTa B JECHb W3-32 HEMPaBWJIBHOTO OTHOIICHUS WJIM HAaBBIKOB, TO 32 TPU MecsAlla KOMIIaHUS
MOXET MOTePATh 65 KIMeHTOB. [IpennonoKuB, 4To KaX Al U3 ITHX KIMEHTOB MOT OBl TOTPATUTH B
CpeIHeM 5 THIC. OJUL. B TEUEHUE CICYIONINX IATH JIET, MBI IPUXOAUM K TOMY, YTO OJMH HOBHYOK
CIOCOOEH JIMIIMTh KOMIIAHUIO BBIPYUKH HA CYMMY 325 ThIC. JTOJII.

HeoOy4eHHble miM TUI0XO OOyYeHHBIE COTPYIHUKM OOXOIATCS KOMIAHUM OYEHb JOPOro.
Kpome Toro, oHu oOBIYHO wHalle yXOASIT — 3TO HEMAJIOBA)XHOE OOCTOSITENHCTBO BO BPEMEHA



HEXBAaTKU paboyeil CUIIBI.

CTPYKTYPA U XAPAKTEPUCTHUKH OBYYEHHUA

OddexTuBHBI mpoliecc OOyYEHHS HAYMHACTCS C aHaIM3a TEKYIIeH JesTelbHOCTH.
[Ipoananmu3upyiite, YTO HYXHO CcJelaTh, YTOObI Balla KOMIIAHUS Hayaja KadyeCTBEHHO
o0CTyXKMBaTh CBOHMX KIIMEHTOB. 3aTeM OMpeAcIuTe, KaKhe 3HAHWS, OTHOIICHWUS W HaBBIKU
TPeOYIOTCS JIFOJIIM, KOTOPBIE HETTOCPEICTBEHHO MPEAOCTABIISIOT CEPBUC.

[Tpu pa3paboTke mporpammbl OOYYEHHS MPEIYCMOTPHUTE HCIOJIB30BaHHUE IMOIMOHAIBHBIX
cTUMYJIOB. [IpOTHBOMOCTAaBETE YIOBOJIBCTBHE OT OOIIEHHSI C IOBOJIBHBIMH KIIMEHTAMH HETPUSITHOU
HEOOXOIMMOCTH YCIIOKAWBATh Pa3/IPaKECHHBIX, MOJO3PUTEIbHBIX WA S3BUTCIBHBIX KIHMEHTOB.
[ToroBopute 00 yAOBIETBOPEHWH, KOTOPOE JACT XOPOIIO BBIMOJIHEHHash padorta. IlooGemiaiiTe
Harpajpl 3a BbIIAOIIEECs: O0CTY)KHBaHIE — MPEMUH, MOAAPKU WK MMOAAPOYHBIC CEPTUDHUKATHI.

[lpy oOyueHWH OTHOIICHUSM C KIHUCHTaMH BaXKHO JOCTYYaThCS JIO COTPYIHUKOB Ha
SMOIIMOHAIBPHOM YPOBHE, TPEXJAe 4YeM IepenaBath uM uHopmaruio. CHavana 3apyduTech HX
MIPUBEPKEHHOCTHIO. Y OSIUTE UX, UYTO caMasi BayKHAsI 4aCTh WX pabOThI — 3a00Ta O KIMEHTaX.

Ckaxure COTPpYAHHUKAM, Y€Tr0 Bbl OT HUX OKHJaeTe

O0s3aTenbHO Y€TKO OOBSCHUTE COTPYAHUKAM, YTO OHH JOJDKHBI YMETh AeJaTh 110 OKOHYaHUU
ob0yuenus. [locraBpTe nepen HUMH Lenu. Ecnu moasaM He 0OBSCHUIN BPa3yMHUTENIbHO, 110 KaKUM
KpUTEepUsM HUX OyayT OLIEHMBaTh, TO CTPOTO OLEHMBATH MX HE TOJIBKO HECHPABEIJIMBO, HO U
0€CCMBICIIEHHO.

Yro kacaercss mpuHLMNA (POPMUPOBAHMS Y4EOHBIX IPYIIH, TO 3/1€Ch Bbl MOXETE BBIOMpATh
MEXY «KOMaHHBIM» U «CMEIIaHHBIM» IOJIX0JaMHU.

«KoMaHHBIN» MOAXOA NOIPAa3yMEBAET, YTO BCE COTPYAHUKH OJHOIO OTHAENAa IPOXOIAT
o0y4yeHue B OfHOH rpymie. Takoi moaxoa CTUMYIHPYET KOMaHIHBIA TyX, MOBBIIIAET SHTY3HUA3M U
IIPUBEPKEHHOCTh cepBHUCy. KoMIaHum, KOTOpbIE NMPAKTUKYIOT TaKOW MOAXOJX, CUUTAIOT, YTO OHH
MOJTy4aroT ropas3io OONBUIYI0 OTJauy 3a CBOM JIEHBIW Onarojaaps yJIydIICHUIO B3auMOJIECHCTBHIA
MEXJy COTPYAHUKAMH, BBIOJHSIOIIMMU pabOTy BMECTE.

VY «cMmemaHHOro» Iojaxoja CBOM JAOCTOMHCTBA. Korjga mnpeacTtaBUTENM pa3HbIX OTIENOB
o0y4JaroTCs B OJIHOM TPYyIIe, OHU YacTO JIOCTUTAIOT COTJIACOBAHHOCTH JeHCTBUiA. B pe3ynbrare
MPOILEIIINE BMECTE 00yUEeHUE OT/AEIbl HAYMHAIOT JPY>KHO paboTaTh Ha JOCTHXKEHHE OOIIMX LIETeH.

Bb100p «KOMaHAHOTO» WM «CMELIAHHOIO» IMojaXoJa K (OPMHPOBAHHIO YYEOHBIX TPy
JIOJDKEH 3aBUCETh OT Balleld KOPIOPAaTUBHOW KyJIbTYpHI, MPHUPOJBI Ballero OW3Heca M CHCTEMBI
IIPEIOCTABIICHUS CEPBHCA, @ TAKXKE OT JIMYHBIX NPEATIOYTECHUA MEHEIPKEPOB.

OT/IMYUTEJ/IBHBIE YEPTBI D®PEKTUBHbIX CUCTEM OBYYEHUA
DddexkTrBHOE O0yUeHHE XapaKTEPHU3YETCs TMPHUBICKATEIPHOW «YITaKOBKOW», IMPOCTOTOM,
MNPUMCHCHUCM TCXHOJIOTUHU U HAJIMYUEM PA3BJICKATCIILHOT'O 3JICMCHTA.

Texuomorusa

Vcnonp3oBaHWe  TEXHOJOTHHM  TO3BOJSIET  COKPAaTUTh  BpeMs  OOYYeHHs, Camylo
JOPOTOCTOSIIIYI0O YacTh B 3arparax Ha oOydeHue nepcoHana. HMcmonb3ys MHOIXOISIIYIO



TCXHOJIOTHUIO, MOXHO COKPATHUTH KOJUYCCTBO yLICGHbIX YaCoB U IpU 3TOM COXPAHUTH BBICOKYIO
s dexTuBHOCTh. TakuM 00pa3oM, TEXHOJIOTHS TIOMOTAET CHU3UTH 3aTpaThl HAa Pab0OYYIO CHITY.

B HekoTOpbIX cepax esaTenbHOCTH, HAIPUMEDP B CTPAXOBAHUH, PACIPOCTPAHEHHBIM CTAJO
oOy4eHHE TIepcoHajla TP IOMOINM CHUCTEM WHTEPAaKTUBHOTO BHIeO0. Takoe oOopymoBaHHe
MO3BOJIUT BallMM MCHCKEpaM OJHOBPECMCHHO BECTU 3aHATUSA 1A JIIO6OFO KOJIM4YeCTBa
COTPYIHUKOB, HAXOJISIIUXCS B pa3HBIX MECTaX.

Xopomasi TEXHOJOTHs, HaNpuMep HOBeillee ayauo M BHIE0000pynOBaHME, U
MPUBJIEKATENbHAS «yITaKOBKa» y4eOHBIX MaTEpHAIIOB TIOMOTYT YCIICITHO BECTH MPOTPAMMBI JaxKe
MCHC/PKEpaM, HC UMCIOIIUM IEAArorudycCKoro omnbITa.

[TomuepkHy, 9TO, TOBOPS O MPOJBUHYTOW TEXHOJIOTHH, 51 HE UIMEIO B BUAY BUICOMarHuTO(HOH
" 3KpaH, Ha KOTOpOM CHUIAAIINC B 3aTEMHEHHOII KOMHATe COTPYAHUKHU CAMOCTOATCIIBHO CMOTPAT
yueOHble (UIbMBI. BO3MOXKHO, TaKUMCIIOCOOOM MOXHO TepenaTh Koe-kakyro uHdopmarumoo. Ho
OTHOIICHUS TaK HE W3MEHUIIb. YTOOBI M3MEHUTHh OTHOIICHUS, JOJeH HEOOXOAMMO coOpaTh B
TPYIIY U 00ECTIEYNTh IMOIIMOHAIBHOE B3aMOICHCTBIE MEXKITy HUMH.

YckopenHoe oOydeHne

CruBen Koewu, conpencenarens kommanuu Franklin Covey u aBTop kHurn «CemMb HaBBIKOB
Bbicok03(pexTuBHbIX mozaei» [The 7 Habits of Highly Effective People] (Anbnuna busnec-bykce,
2006). On BeIcKazanm B kypHase Incentive ciemyromniyro MbICab: «UTo Kacaercs oOy4deHUsS H
Pa3BUTHUS, TO 3[IECh S HAYYWIICS OJJHOMY BXHOMY MPABWIIY — YYHTh JIPYTUX TOMY, YEMY YUHUIIbCS
cam. Jlesio B TOM, 4TO BBl yUYUTECH ropa3zio 3ppexTuBHEee, KOraa yUuTe APYTux».

BoT ueThipe npenMyiiiecTBa COBMEIIEHUS POJIH YUEHUKA U YUUTEIS.

1. Kak yunTens BBl HayMHAETE TOPA3[0 OTBETCTBEHHEE OTHOCUTHCI K COOCTBEHHOMY
oO0y4yenuto. Bel Gosiee MOTUBUpPOBAHBI YUUTHCS, KOTJa 3HA€TE, YTO BaM MPUIECTCA YUYUTh ITOMY
APYTUX — Yy Bac MEHSETCS mapajurma.

2. Korga BbI mpernojaeTe 4To-TO, YTO BaM HPABUTCS, TO PACTET BEPOSTHOCTh, YTO BBl 3TO
Xopomo 3armoMHuTe. [IpernomaBaHue cO3MaeT CBOETO poja CHCTEMY COLMAIBHON IOJAEPKKH,
COLMAJIbHOE OXKUIAHWE WM HETJAacCHbIM COIMAJbHBIA KOHTPAKT, KOTOpHIE BBl CTapaeTech
BBITTOJTHSTb.

3. Korga BBl yuuTe TOMy, 4eMy YYMTECh CaMM, Ballll OTHOIIECHUS C JIIOJbMH CTAHOBSTCS
Oonee TecHBIMU. Besikmii pa3, Korja BBl CTapaeTech 4eMy-TO HAyYUTh YEJIOBEKa M BaM 3TO yIaeTcCs,
STOT OMNBIT CO3JAeT TECHBIE Y3bl MEXIYy BaMM M BallUM YYE€HUKOM. JIIOaM, KOTOpPHIM
MOCYACTIIMBHIIOCH BCTPETHTH B CBOCH JKU3HH BEIMKUX YUHUTENEH, 0OBIYHO OUeHb OJM3KU K HUM.

4. Korma BBl yuuTe TOMY, Y€MY YUYUTEChb CaMH, BbI 3allyCKaeTe MPOIECC JUYHOTO
COBEPIIEHCTBOBAHUS M pocTa. Bam nmpuxoantcs MeHAThCs. Bel BuauTe ceds (a apyrue BUAST Bac) B
HOBOM CBETE; a KOT/Ia BbI BUIUTE ceOs B HOBOM CBETE, TIMYHOCTHBINA POCT ObIBaeT OoJiee OBICTPHIM U
3HAYNTEIHHBIM.

«YnakoBKa»: BUA€0 U NeYaTHbIe MaTepHuaJibl

VY1akoBKka — 3TO KOMMYHHKaIUs. Y TAKOBKOW MOXET OBITh IMOKa3 CIANI0B WM TIPE3EHTAIlUN
B ¢opmare PowerPoint. 310 MOXeT OBITH 3BYK M MYy3bIKa. DTO MOXET OBITH BHJICO(DUIBM.
VYnakoBka JOJKHA J€NaTh aKLUEHT Ha BU3yaJbHOM IMpEe3eHTAlMH, MpUMepax W3 JKU3HU, POJIEBBIX
Urpax, FPyNIOBBIX TUCKYCCUSIX U IOBTOPEHUH NTPOUIEHHOTO.

[IpuBnekute yvacTHUKOB. Vcmonb3yiite ydeOHBIE MaTepHallbl, KOTOpPhIE T'PAMOTHO
pa3paboTaHbl, KpacuBO o¢opMIIeHb U TpodeccHoHAIbHO oTrnevyatanbl. [lopyunte co3nanue
000%keK mnpodecCHOHATPHOMY Ju3aifHepy W cAelaiTe HX ABYX-TPEXLBETHBIMHU, a JIydlle



MTOJIHOIIBETHBIMH.

3aHUMasCh OJMHHAIATH JIET OICHKOW BHYTPHUKOPIOPATUBHBIX NPOTPaMM OOYdYEHUS, s
OOHapy>XWJI, 4TO OOJNBUIMHCTBO (DUPM HE YIENAIOT JODKHOIO BHHMAHUS 3TOW obmiacTH. MeHs
BCETJIa TTOPaXKajio, KaK JAJIEKO TOTOBBI 3alTH HEKOTOPHIE KOMITAHWH, YTOOBI COKOHOMHUTH 50% Ha
MIPOU3BOJICTBE Y4EOHOrO MOCOOMS CTOMMOCTBIO 2 aoil. Pesynprar — Menkuil mpudt, mioxoun
MaKeT ¥ OTBPATUTEIbHBIN IU3aliH. DTO «IIPOU3BEJCHNE UCKYCCTBAY HE Oy/IeT YATaTh HUKTO, KPOME
aBTOpA.

Kommanuu General Mills u Kellogg mpeanarator xjomnss i1 3aBTpaka, KOTOPbIE MPOIAOTCS
ropaszio Jydlle Ipyrux NpOAYKTOB 3TOro kiacca, xots ctost Ha 30-40% popoxe. [lo MHeHuto
KOMIIaHWH, TJIaBHAas TpPUYMHA — TIPUBJICKATENbHAs YIIAKOBKAa, OHA YIy4IIaeT BOCIPHUSITHE
yuebHOoro wmarepuana. Eme oJHO BakKHOE JOCTOMHCTBO YIIAKOBKM B TOM, YTO €€ MOKHO
CTaHIApTU3UPOBATh, YTOOBI MAPAILIEIIEHO MMPOBOIUTH OOYYECHHUE B YIAICHHBIX (UIIHAIAX.

Ecnu BBl XOTHTE CO37aTh XOPOIIYI0 YIAKOBKY, MOBEChT€ Ha KOMMPOBAIBHBIX armraparax
TaOMUUKY «3ampemneHo». 3aloMHUTE: BaM HYXHBI OpPUTHHAIBHBIC, MHOTOI[BETHBIC IICUATHBIC
MaTepHalIbl C XOPOLIUM TU3AHHOM.

C/10>kHaa npocToTa

B cdepe obcnyxuBaHus Ha B3aUMOJICHCTBUE C KIMEHTOM Yacto Tpatutcs 1530 cexyHn, B
Jy4lieM ciaydae ojHa MuHyTa. [loaTomMy coTpynHukam TpeOyrOTCsl TaKue HaBbIKU, UIEU, TEXHUKH U
WHCTPYMEHTBI, KOTOPhIE OHU MOTYT UCIOJB30BaTh B CTOJH KOPOTKOE Bpems. S roBopio 31ech 00
0TpabOTaHHBIX /10 ABTOMAaTU3Ma HaBbIKaX.

Kapn IMonan n3 MunHeanomuca, MuJUIMapaep, Biajaener o6ericoonbHoi koManapl Minnesota
Twins, cetm 6aHkoB W ofauH M3 cambix Oorateix moner B CIIA, rosoput: «llodemy, kKak BbI
JlyMaeTe, TPEHEPhl MOCTOSHHO 3aCTABIISIIOT CIIOPTCMEHOB MOBTOPATH OCHOBBHI? [louemy B apmuu
€XKEJIHEBHO MPOBOJIATCS yUEHHS, HA KOTOPBIX MPOBEPSIOTCS U OTpadaThIiBatoTCs OCHOBBI? [louemy
a/JIBOKATHI, ayJUTOPBI, Bpaud W OOJNBIIMHCTBO MPEACTABUTENCH APYyrux MpodeccHil peryiaspHo
MOCEIAI0T KypChl MOBbIIeHUs KBanudukauuu? J[ns Toro 4rtoObl y3HATh O Mporpecce B CBOEH
cdepe IesTEeNBbHOCTH U OCBEKUTH CBOM 3HAHUSI OCHOB. Eciiu BBl 3a0y/1eTe OCHOBBI, CUUTAs, UTO OHU
BaM HE HYXHbI, TOT/Ia Y BaC HAYHYTCS MTPOOIEMBI.

[TporpamMmMbl 00ydeHHsT OOCITY’)KMBAHUIO KIUEHTOB JIOJDKHBI OBITH HANUCAHBI TSI PSTOBBIX
COTPYJIHUKOB; OHU JOJDKHBI YUUTh JIOAEH TOMY, KaK 3aBTpa YJIYYIIUTh CBOIO paboTy, HE YyTOMIISS
WX HEHY)XHBIMU JICTAJISIMU U M3JHIIHEH CII0XHOCTBIO B Ipoliecce o0yueHus: cerogaus. Hekoropeie
MEHEKephl CUUTAIOT, YTO MPOTPaAMMBbl JOJKHBI ObITh CJIOKHBIMU M HAIHCAHBI HAYYHBIM SI3bIKOM.
Bor ecnu ucnonb30BaH TEPMHUH «HM3MEHEHHUE TMCHUXOCOIUAIBHOTO MOBEACHUS KIMEHTOBY» JUIsS
OMHCAaHUS TOTO, YTO TMPOUCXOAMUT MPU NMPUMEHEHUH TEXHUK OTHOUIEHHH C KIMEHTaMH, TO OHHU
COUTYT MPOTPAMMY XOPOILIEH.

OpHako HEMHOTHE COTPYAHUKH 3allOMUHAIOT CTOJb CIOXHBIe KOHIenuuu. M mpaktuyecku
HUKTO UX HE IPUMEHSET.

C/JI0)KHOCTB He HY>KHa

YroObl ObITH 2P PEeKTUBHBIMU, YUeOHbIE MaTepHalbl HE JOJDKHBI ObITH ClIOKHBIMU. Ha camom
JieJie BEpHO 00paTHOE: YeM OHU CJIOXKHee, TeM MeHee Y (DEeKTHBHBI.

[IpocTbie, He3aMbICIOBaThIE MaTepHaibl coBepiieHHb. OHM  COBEpIIEHHBI  CBOEH
3¢ (PeKTUBHOCTHIO B 00yuYeHUH HOBOMY ToBezeHUI0. COBEpIISHCTBO 3aKitouaeTcs B mpoctoTe. S
Ja’ke MOTY YTBEpXJaTh, YTO €CIIM y4eOHBI MaTepuajl He HpPOCT, 3HAYUT, OH HE COBEPILEHEH.
[IpounTtarh NEKIMIO, KOTOPYIO HHUKTO HE TOMMET, MOKeT Kaxabii. Ho TpeOyeTcst HacTosImit



TaJaHT, YTOOBI OOBSICHUTD CIIOKHEIE KOHICIIIHWU ITPOCTBIMHA CIIOBAMHU.

Pa3BJjieKaTe/IbHbIN 3JIEMEHT

[Tporpamma o0y4eHus, KOTOPYIO BBl pazpabaTbiBaeTe, JOJKHA OBITH MHTEPECHOH U Beceso.
ITo cBoeil mpuUBIEKAaTEIFHOCTH OHA JOJDKHA OBITH CpaBHMMA C MOCIEIHUM OJ0KOACTEpOM, HOBBIM
JMCKOM TIOMYJSIPHOM PpOK-3BE37bl, €CIM BBl XOTHTE IMO-HACTOSILIEMY «3alelUTh» CBOHMX
COTPYJHHKOB M JOOWTBCSA, YTOOBI OHM OXOTHO, BO3MOXHO JaXK€ C JHTY3Ma3MOM, CTPEMHIIHCH
00CITyKMBaTh KIIMEHTOB.

K coxaneHnro, MHOTHE MEHEIKEpHl MO CTAPHHKE CYHMTAIOT, YTO INpOorpamMMa OOydeHHs
J0JDKHA OBITh KOHCEPBAaTUBHOM 1O (popMe M COAepKaHUI0, YUCTO UH(OPMATHBHOMN U C «XOPOIIUM
BKycom». (Ha mpakTuke «xopommuii BKyc» 3a4acTylo 03HadaeT «CKyKy», a o0ydeHune, copeprkaiiee
9JIEMEHT Pa3BJICUCHHUSI, BOBCE HEOOA3aTEIHHO 03HAYACT «IYPHOH TOHY.)

OTH MeHeKepsl 3a0BIBAIOT O JIBYX MOHSATHAX, KpailHe BaXHBIX VIS JeTeil BeKa 3penuil 1
pa3BJIeYCHUN, — «BOCIIPHUATHE» U «KOMMYHHKaIMs». [Ipexae uem nocnanue OyaeT MPUHATO, OHO
JOJDKHO OBITH BOCIIPUHATO. J[JI1 MOJIOIOTO MOKOJIEHHS TPYAAIINXCS 3TO OOBIYHO 03HAYAET, YTO OHO
JOJDKHO OBITH SIPKUM W MHTEpECHBIM. Pa3pabarbiBas mporpamMmy oOydeHus, TOMHUTE, YTO Balla
1eJTb — HaJIaIUTh KOMMYHHUKAIMIO C YIaCTHUKAMH, a HE JOCTABUTH YIOBOJIECTBHE MEHEIKEPaM.

CoBeTnl IO MMpoOBE€AECHHUIO 3aHATUU

[Ipurnacure nmojell TpUHATH y4acTHe B Ballled MporpaMme, pa3ociaB UM UHIUBUIYyalbHbIE
nuckMa. [Ipurnacure BceX — JIMHEWHBIX M OQUCHBIX — CIY)KAIINX, MEHEDKEPOB CPEIHEro H
HUBIIEro 3BEHa, COTPYAHMKOB, padOTaloOlMX Ha TMOJHYH0 CTaBKy, U I0YaCOBUKOB,
BCIIOMOTATENIbHBIN U BPEMEHHBIN NIEPCOHA.

OOyueHre MOHKHO OBITh HEMPUHYXACHHBIM W HepopManbHbIM. Jlydine, ecnw B poiu
BEIYIIEro — TpEeHepa, MPOBOJAIIETO 3aHSATHS, — BBICTYIUT HEMOCPEICTBEHHBIA PYKOBOIUTEINb.
OTHoOIEeHUST MEXIy HauyadbHUKOM M €ro MOJYMHEHHBIMH 3HAYUTENbHO YIIydYIlalTcs Oiaromaps
OTKPBITBIM W OTKPOBEHHBIM JIUCKYCCHUSIM, KOTOpPBIE€ 4YacTO BO3HHUKAIOT Ha 3aHATUSAX IO
oOCiTyXKMBaHUIO KIUEHTOB. Kpome Toro, coTpyAaHHKaM TIepeaeTcs SHTY3Ma3M U HHTepec
PYKOBOJIUTEIIS.

Ha mepBble 3aHsATHS B paMKax MPOrpaMMbl OOCITYKUBAaHUS KIIMEHTOB CIEAYyeT MPUTIIACHUTH
BCEX COTPYJAHHMKOB, KAaK HEIABHO MPUHSATHIX, TAK U CO CTAXKEM.

Yuye6Hass 06CTaHOBKA

3ausaTusg AOJIKHBI TPOBOJUTLCA B y[[O6HOM, XOopomo IMpPOBETPUBACMOM ITOMCUICHUH.
JloroBoputech, 4ToOBI BaM HUKTO He Memmain. ObecrneubTe BCEX YYaCTHUKOB OyMaroil u pydykamu
WM KapaHJallaMu.

YcranoBute ayauou Bujeoanmnapatypy. O0s3aTeabHO NPOBEPHTE €€ Mepes] HauajaoM IepBOTro
3aHATUA. 3ByK n I/I306pa)KeHI/I€ JOJI?KHBI GBITL OTJIMYHBIMU.

Ecnu Benymuii He 3HaeT BCeX YYACTHHUKOB IO MMEHAM, COCTaBbTE CIHCOK, KOTOPHIM €My
OyZer JIeTKO TONb30BaThcs. WMnmm ke KaxXIOMy YYacTHUKY MOXKHO pa3liaTh 3apaHee
MIPUTOTOBJIEHHBIE 03/1KK ¢ UMEHAMU. DTO 00JIETYUT OOIIEHNE MEXKTY YIaCTHUKAMH.

Benymmii 10Ke€H TOBOPUTH YETKO, Pa300pUYMBO M TOCTATOYHO T'POMKO, YTOOBI €r0 CIIbIIIAI
K&K bl MPUCYTCTBYIOIIHIA.



Benymmii noymkeH BBIMONHATH (YHKIMIO HAaCTaBHMKA, a HE JKclepTa. B Havane Kaxaoro
3aHATHS «HACTaBHUK» JOJDKEH MpeularaTb y4aCTHUKAM IOACIUTBCS ¢ TPYIIION CBOMM XOPOIIUM U
IUIOXHM OIIBITOM B 00CTY>)KHBaHUH KJIIMEHTOB, YTOOBI 337aTh HAPaBJICHUE TUCKYCCUH.

Benymuii 10JpK€H aKTHBHO NPUBJIEKATh K YYaCTHIO KaXKIOTO NPHUCYTCTBYIOIIErO. 3aJaBaTh
BOIIPOCHI OTEJIBHBIM JIOASIM. Y CTAHAaBIMBATh 3PUTEIbHBIA KOHTAKT C KaX/IbIM WIEHOM I'pyHIbl. A
KOI'Jla HAUMHAETCS AUCKYCCHUs, HAIPABIATh €€ B HY’)KHOE PYCIIO.

ATMocdepa KOMaHAHOM PAGOThI

Coznapaiite komanaHyro armochepy. Komanga Oymer Oosiee ycmemrHa, 4eM OTIEIbHBIC
JOTU, B pEATH3AINH IPUHITUIIOB 00CTYKUBAHUS KITUEHTOB.

Hcnonp3yiiTe BONPOCHI, KOTOPBIE TPEOYIOT Pa3BEPHYTHIX OTBETOB M BHIPAKEHUS MHEHUS U HA

KOTOpBIE HENb3s1 OTBETUTH MPOCThIM «Jlan mmu «Het». OOyueHne o0CIyKHBaHUIO KIHEHTOB
He OyneT 3G ()EKTUBHBIM, €CITH 3aHATHSI POBOIATCS B (hOpME JISKITHH.

Ecnu Benymuii He mosyyaeT OTBETa HAa CBOM BOMNPOC, OH JOJDKEH IPOJOJKATh 3a1aBaTh
OTKPBITHIE BOMPOCHI. B KOHIIE KOHIIOB KTO-HUOY/Ib 1a HAYHET TOBOPUTb.

IMOLMOHA/IbHAA BOBJIEYEHHOCTDb

OOydeHne MPOUCXOAUT ropa3io Jerye, Korjaa 3aTparuBaloTcs 4yBCTBa y4acTHUKOB. [loaTomy
Y BEIYIIUH, U YYaCTHUKU JIOJDKHBI MOTYYaTh YJOBOJIBCTBUE OT 3aHATHI. A 4TOOBI JTIOU MOTyYaIH
OOJIbIlIe  YAOBOJBCTBHS, MPEACTaBbTE MM OO0ydeHHE OOCITY)KMBAaHHIO KIHMEHTOB KaK CII0CO0
VIYYIIUTh HABBIKU MEXKIUYHOCTHBIX OTHOMIEHUH. W moompsiiiTe KakIoro BBICKA3bIBATHCS
CBOOOJTHO ¥ OTKPOBEHHO.

BoT HECKOIbKO COBETOB, Kak cO37aTb MPHUATHYIO arMocdepy H TakUM 00pazom
CIOCOOCTBOBATH MPOIECCY OOYUCHUS:

* MOMPOCUTE KAXKJIOTO YYAaCTHHUKA IMPEICTABUTHCS, paccka3aB O CBOMX MPO(ecCHOHATBHBIX
JOCTUKEHHSIX, O TOM, YTO €My OOJIbIIIe BCETO HPaBUTCS B €ro paboTe, 0 CBOEH ceMbe U T.11.;

* TI0CJIE TIEPBOTO 3aHATHS MONPOCUTE YUACTHUKOB MOACTUTHCS CBOMMH yCIleXaMu Ha paboTe.
Uto0b1 00yueHne 00CIyKUBaHUIO KITUEHTOB ObLI0 OoJiee () (PeKTUBHBIM, YUaCTHUKHU

JOJKHBI XOPOIIIO OTHOCHUTHCS K ce0e;

* IONPOCUTE YYaCTHUKOB Ha3BaTh MPO(PECCUU U JOJKHOCTH B KOMITAHUH, O KOTOPBIX UM OBl

XOoTeJoch y3HaTh Oombine. He Ooifrech Bo3paxkeHWit u pasHornacuii. ['opa3ngo BakHee
COXPAaHUTh OTKPBITYIO, HEMIPUHYXACHHYIO aTMoc]epy, YeM TOCTHYb MOJHOTO cornacus. [To3Bonbte
JIOJISIM BBICKA3bIBaTh, OTCTAUBATH CBOM MHECHHSI U OTBEYATh HA BO3PAKEHUSI.

3aHsTHE JOJKHO OBITh AMHaMUYHBIM. Korja nogiepxuBaercs TeMI, Y4aCTHUKH OCTaIOTCS

OOJPBIMH U AKTHUBHBIMHU.

Bompocs! 70KHBI OBITH CBSI3aHBI € MPOOJIEMaMH U CUTYallUSIMHU, KOTOPbIE XOPOIIIO 3HAKOMBI
yyacTHHKaM 1o pabote. Ho 3arparuBaiite m Temy OOCITy>KMBaHHs, C KOTOPHIM CTaJIKHBAIOTCS
YYaCTHUKH, KOT/Ia OHM CaMU BBICTYMAIOT B POJIU KIIMEHTOB.

He nomyckaiite, 4ToOBI B TpyIIe JOMHHHPOBAJ OJUH YeJOBeK. B Takol cuTyanuu apyrue
YYBCTBYIOT c€0sl ySA3BUMBIMH, OCOOEHHO IOJYMHEHHBIE U COTPYAHUKH C HEOOJBIIUM OIBITOM
paboThl, MO3TOMY OHH OYyyT U30eraTh y4acTHs.

Eciu y4acTHUK OTKIIOHSIETCS OT TEMBbl, BEpHUTE €ro K MpeAMeTy oOCYKIeHUs, 3aJaaB
CBSI3aHHBIN C TEMOM BOIPOC.

He Hy»HO cTpeMHTbCs K MIOJTHOMY COTJIaCHIO MEXKIY yuacTHHKaMu. Ho crnenyeT usberats u

TPOMKHX TepeOpaHOK, HEMENJeHHO TMpecekaiite wux. WHorma, dYToOBl CMSITYHUTH
MIPOTUBOCTOSIHUE, MOKHO BCTaThb MEXIY CHOPUIMKAaMH, 4TOOBI OHM HE BUJENM JIPYr Jpyra,



NpUBIeYb K OOCYXJEHUIO Tropsiueld TeMbl OCTaIbHBIX, Nepepa3upoBaB €€ M IONPOCHB HX
BBICKa3aTh CBOM MHEHHSI.

Ecnu HexoTophle JIOAM HE y4acTBYIOT, 3aJaiiTe BONPOC, OOpaTUBIIMCH K HUM IO MMEHHU.
BrI13oBuTe MX Ha pa3roBOp, MOMHTEPECOBABIIUCH TUYHBIM OIBITOM M TOYKOH 3pEHHS.

YroObl CTUMYIUPOBATh y4acTHE, MOMPOCUTE HAUTH pEeIIeHUs MPOOJIeMbl, TPOAHAIN3UPOBAThH
CUTYallMI0 WM TOPAcCyXIaTh, TMOYEMY YTO-TO BaXHO WM HeBakHO. [lompocuTe pacckaszarb
ciry4aii, 4ToObI MPOUIUTIOCTPUPOBATH MBICIIb. CIIPOCHTE y YUACTHUKOB, YTO OHH JyMAIOT IO IOBOAY
KaKoH-JIM00 MpoOIeMBbl WITH TOYKH 3PCHHSL.

Kak oTBeyaThb Ha BOIIPOCHI

Jlyamuii cnoco0 OTBETHTH HAa BOIIPOC — 3a/1aTh Apyrou Bompoc. [ToMHUTE, 4TO BBI JOIKHBI
o0ecreynTh yyacTue BCel Ipymiibl, YToObI caenaTh ooydeHnue 6omuee 3¢ dekTuBHBIM. J[i1st 3TOTO!

* U3MeHuTe (POPMYIMPOBKY BOIPOCA U MOMPOCUTE paccKa3aTh O JIETaIAX;

* rIepeaipecyiTe BONpOC APYroMy YUaCTHHUKY;

* €CJIM OTBET YYaCTHHKA HEBEPEH WM HE COOTBETCTBYET KOPIIOPATUBHOM CTPAaTETUN CEPBUCA,
HE BbIpakaiiTe Hecoryacue. 3aJjaiiTe TOT K€ BONPOC JPYrOMYy YYAaCTHUKY (KOTODPBIHM, Bbl YBEPEHBI,
nacT 6osee MPOAYKTUBHBIN OTBET).

Kak 3agaBaTh BOIIpoChl

1. N36eraiiTe BOPOCOB, HA KOTOPBIE MOXHO OTBETUTH MpocTo «Jla» mmu «Her». 3amaBaiite
BOIPOCHI, KOTOPBIE TPEOYIOT CPAaBHUTH, IIPOTUBOIIOCTABUTH, IIEPEUNCIIUTh, CHCTEMATU3UPOBATH U T.
1.

2. HWcnonb3yiTe OTKPHITBIE BOMPOCHI, KOTOpbIE TPEOYIOT OT YYaCTHHUKOB OOpaTUTBHCS K
CBOEMY JINYHOMY OIIBITY.

3. 3agaBaiiTe mpoOIeMHBIE BOTIPOCHI, 3aCTABIISAIONINE YYACTHUKOB J1aTh Pa3BEPHYTHIN OTBET.

4. UtoOBI cIOCOOCTBOBATH TPYIIIOBOMY OOCYKIEHHUIO, HCTIONB3YHTE CIIETYIONINE BOIIPOCH U

¢bpassr:

» «[Touemy?»;

* «[Ipoananusupynre»;

 «[IpuBeauTe MpUMEpP U3 CBOCH MPAKTUKN;

* «A Kak OBl IOCTYITUIJIM BBI?»;

* «Pemmre 3Ty 3ama4y»;

* «He mornu Obl BB OOBSICHUTH HaM CBOIO TOYKY 3peHHsi?» Kak moBbIcHTh 3()(heKTHBHOCTH
oO0yuenus M3meHnsiiTe ¢opmar M JUHAMUKY 3aHSATHA B 3aBUCHUMOCTH OT COCTaBa YYaCTHHKOB
TPYIIIBL, YTOOBI MOCTOSIHHO MOJAEP)KUBAaTh BHUMaHME Ha BBHICOKOM ypoBHE. UepenylTe cpeacTBa
o0y4yeHHs — ayAu0 ¥ BUAEOMATEpUaibl, QINIYAPT, JTUTEPATYpPy AJIS YUACTHUKOB U POJIEBBIC UTPHI
— ¥ MEHSUTE TEMIL. Y CKOPSIUTECH U 3aMEIISIUTECh.

Jlaxke mepemellieHue B Mpesenax y4eOHOro Kijacca MOXET IMOBJIMATh HAa HACTPOCHHE U
KauecTBO B3aUMO/JICHCTBUS B Ipymnie. Benymuii MokeT nepeMerarbes 1o ayJuTOpUH, MOAXOANUTh K
Pa3HBIM Y4aCTHHKAM.

I'OTOBBIE IPOT'PAMMDbI

Yacto komnaHusiM TpeOyeTcs [OMOJHUTH pPa3padOTaHHYI0 CBOMMH CHJIAMU TMPOTpamMmy
oOydeHHsT TOTOBBIMH MPOTPAMMaMH, CO3JAaHHBIMH BEIyIIUMU KOHCYJIbTaHTAMH B 00JacTH
MperocTaBiieHus: cepBuca. Eciu Bbl omacaerech, 4TO COTPYIHUKH HE BOCHPUMYT CTaHAAPTHYIO
MporpaMMy, 4TO OHAa He OyAeT MONb30BaThCS BIUSHUEM U JOBEPUEM, MOTOMY UYTO BEMYIIHMA
HE3HAKOM COTPYJIHUKaM, PACCMOTPUTE BapUaHT pa3pabOTKH MPOrpamMMbl Ha 3aKa3.



Korma ™Mbl amantupyeM Halld MpPOTPaMMbl TPEHHHTOB Ui KOHKPETHBIX KOMITAHHIA,
MOJIYYaIOIIUECS B UTOT€ MMPOTrPaMMbl OYEHb MIOX0KU Ha BHYTPUKOPIOPATUBHBIE Pa3pabOTKH.

[IporpamMmMsl Ha 3aKa3

Ha o00noxke KHUTM y4YaCTHMKA pa3MellaeTcs JIOTOTHI Balled KOMIAHMM M XOPOIUIO
y3HaBaeMas ¢otorpadus TpennpusITHs WM TepcoHana. Ha mocnemHeidl crpaHuiie OOIOXKKH
neyataetrcs oopamenne CEO u ero dotorpadusa. Bugeomarepuanbl HAaUMHAIOTCS C MPUBETCTBHS
PYKOBOAMTEIIEH KOMIIAHUH.

CepTtudukatsl 00 OKOHUaHUHU Kypca TaKKe BBIITOJIHEHBI C JIOTOTUIIOM KOMITaHUHU... U T.1I.

OTOT TOTOBBIM MakeT BKIIOYAET PYKOBOJCTBO JMJsi TpeHepa, B KOTOPOM IOAPOOHO
OOBSICHSIETCS, KaK BECTU TPYNIOBBIE IUCKYCCHUU, MEPEUUCISIIOTCS HEoOXOIMMble MaTepuaibl U
MPUBOAMTCS TEKCT BHJIEO3AIMCEH, MpUIaraéMblX K pyKoBOJACTBY. Kpome Toro, B maker BXOAAT
npodeccnoHalbHO 3allMCaHHbIE BHUJIEOMATEpPHAIIbl, KOTOPbIE MPEICTaBISAIOT co00il H3I0XKEHHUE
yueOHOTo MaTepuaa, epeMeskaromnieecss KOpOTKUMHU MPUMEPaMU M My3bIKaJIbHBIMH BCTaBKaMHU.

[Ipu moAroToBKe K 3aHATUSM TPEHEP JOJDKEH JIBaXKAbl IPOYUTATh PYKOBOJCTBO JJIsi TPEHEpa
Y KHUTY U1 YYaCTHUKOB, YTOOBI I€TAITBHO 03HAKOMUTHCS C MATEPHATIOM.

VY4eOHble ceccHMM JODKHBI IPOBOJUTHCS HE pexe 4YeM pa3 B TpU Mecsla, XOTs
MEPUOIMYHOCTD 3aBUCHUT OT BAILIEr0 YPOBHS TEKy4ecTH KaapoB. Ho nake ecian He HaHUMAeTCs HU
OJIMH HOBBIM COTPYIHUK, 3aKpeIuistioniee OoO0y4YeHHe IS HMEIONIMXCS COTPYAHHMKOB JOJKHO
MIPOBOJIUTHCS OJIMH-/IBA Pa3a B TOJI.

B HEKOTOpBIX KOMITAaHUSAX OYEHb YCHEIIHO IPUMEHSIOTCSI TOTOBbIE POTrpaMMbl TPEHUHTOB 110
OTHOLICHUSIM C KiueHTaMH. OCOOCHHO OHM TIOJIE3HBI JJISi MEHEKEPOB — BJIAJIENIbLIEB Majoro
Ou3Heca, KOTOPhIM HE XBaTaeT BPEMEHH, HaBBIKOB WJIM 3HaHUU B 00JacTH MOTHUBAIIMM ME€PCOHAINA,
4TOOBI pa3zpaboTaTh COOCTBEHHBIE TPOTPAMMBI.

COAEPKAHUE OBYYEHHUA

Bo MHOrMX KOMIaHUSX MPOTPAMMbI TMOBBIIICHUS KAueCTBa CEPBUCA BOSHUKAIOT B PE3YJIbTATE
TOrO, YTO PYKOBOJCTBO OJHAXIBI IMpeJjiaract: «A maBaiiTe coOepeM HaIIUX COTPYIAHHUKOB H
00y4UM UX».

JIpyrue KOMITaHHM CTapaTelbHO pPabOTAalOT HajJ CO3JaHUEM IPHUBEPIKEHHOCTH CEPBHCY,
noJjiarasi, YTO MPUBEPKEHHBIC COTPYIHUKU yXK KaK-HHOYIh CaMU Hay4daTcs KOHKPETHBIM HaBBIKAM
00CTy)KUBaHHSI KJIHEHTOB.

O6y4yeHHe HaBbIKaM

Opnnako oOyueHWEe HaBbIKaM KpailiHe BasieHO. M HeoOXoauMo, €Ciau BBl XOTHTE 3aMETHO
MOBBICUTh YPOBEHb OOCTY)XKUBaHUs KIMEHTOB. [loaTOMy Bamia mporpamMma JOJbKHa 00yd4aTh
KOHKPETHBIM JIEHCTBUSIM, KOTOPBIE€ COTPYIHUKH JODKHBI MPEANPHHUMATh, YTOOBI KaXKIBIH pa3
TOOUBATHCS yIOBICTBOPEHHOCTH KIIMEHTOB.

[IpocTo mpukazath COTPYAHHUKAM «OBITH JIFOOE3HBIMH C KIWEHTaMH» OECCMBICIECHHO, HE
OOBSICHUB UM, YTO 3HAYUT «OBITh JIIOOEC3HBIM» B KOHTEKCTE BaIllero OM3Heca.

OTHOILIEeHUuda



Ho xak Obl HU OBUIM Ba)KHBI KOHKPETHBIE HABBIKM OOCITY)KMBAaHHS KIMEHTOB, OOy4eHHE HE
JOJKHO OrpaHn4uBaThecsi UMU. COTpyIHUKAM HEOOXOJUMO MPHUBHUTH OTHOIIEHMS W TMOJXOAbI, Ha
KOTOPBIX OYAyT JepXkaTbCsi BCe MpaKTU4Yeckue HaBbIKA. OIUMH W3 3TUX (PyHIaMEHTaIbHBIX
MOJIXOJIOB COCTOMT B TOM, YTO KJIMEHT BasiCEH HE TOJBbKO Jii KOMIIAHMM, HO U JJS CaMuX
COTPYIHUKOB.

S cuuTalo, 4TO B OCHOBE ycrexa OOYy4YeHMs] COTPYAHHUKOB KaueCTBEHHOMY OOCTY>KHBaHUIO
KJIMEHTOB JIS)KAT CIIEAYIOIINE UJICH.

- [lomyyaTh y1OBIE€TBOPEHHE OT MPUBJIEUEHUS HOBBIX KIHEHTOB.

- Ilony4ars yJJOBIETBOPEHHE, YCIICITHO pa3peras )kajio0bl U Jpyrue mpoOIeMsl.

- OTOXIECTBIIATE ce0s1 ¢ KOMIIAHUENA M KOJUIETaMU.

- IloHUMaTh, YTO KIMEHTHl — HMCTOYHHUK CYIIECTBOBAHHUSA KOMIIAHWU, M TOTOMY BBICOKO
LEHUTH HX.

- [loHumMaTh BaXKHOCTh CBOEH pabOTHI U IIEHUTH €€, KaKoi Obl OHa HU ObLIA.

Hayunte coTpyaHuKoB yBakaTh ceOsi, CBOIO paboTy W cBoux paboromareneii. Korma onu
MOBEPSAT B ce0sl U B IEHHOCTH TOTO, YTO JIEJAI0T, UM CTaHET TOpa3/o jerye ¢ OOJIbIINM yBaKEHHEM
OTHOCHUTbBCS K CBOUM KITUEHTAM.

B pesynprare KIMEHTHI HAYHYT OTHOCHUTBHCS K HUM JPYXKEIIOOHO M HENpeaB3sTO.
CoTpyIHUKH HA4yHYT MOJy4yaTh OOJbIlee YAOBIETBOPEHHE OT CBOEH pabOThI, ITO MOTHUBHPYET HX
MOCTOSIHHO NMPUMEHSATH NPOo(ecCHOHaNIbHbBIE HAaBBIKH 00CTYKHBaHUS KIIMEHTOB.

Emie ogun BaXHBI MOMEHT: COTPYAHHUKH JOJKHBI TOHUMATh CTaHIApPThI, 10 KOTOPHIM OyneT
OLIEHUBAThCA UX padoTa, a TAK)Ke CBOIO OTBETCTBEHHOCTH 3a COOIIOIEHUE STHX CTaHIapTOB.

Kommanwus Pacific Institute n3 Custina (mrat BammHrTon) papadoraina mporpaMmmy TPEHUHTa
1o 00CITy’)KHBaHUIO KJIMEHTOB, KOTOpas Ha3biBaeTcs «Bkiaa B coBepiieHcTBOY». Ee 11e1p — Hay4duTh
COTPYJHUKOB IMOHUMAaTh, KaK OHM MBICIIAT, Kak (JOpMUPYETCS UX IMpe/cTaBiIeHue o cebe U Kak OHO
BIMsIeT Ha uX paboty. IlporpamMa yuuT TOMy, 4TO JHOOOH YeIOBEK CIIOCOOEH M3MEHUTh CBOU
HEBepHbIE YOeK/IeHUS U OTHOIICHUS.

[Tporpamma Pacific Institute moctpoena Ha ocHoBe 15-20 Buaeo(pparMeHTOB IO TeMaM:
AMOITMOHAIBHBIA KOMQOPT, TMpeACcTaBiIeHHe o cebe, MOCTaHOBKAa Iieied W (HOpMHUPOBAHHE
yoexnenuil. [IpogomKuTeTbHOCT MPOrPaMMBbl COCTABIISET 2,5 AHS. 3aHATHUS MPOBOIATCS OJHUM U3
MEHEKEPOB KOMITAHUU-TTI0JIb30BaTeNsl. Bo BpeMst 3aHATUI COTPYIHUKH CMOTPST BUACO(paArMeHTHI
U JTOJDKHBI OTBETHUTH B paboueil TeTpaau Ha MATh BOIPOCOB. Bompock! TpeOyoT pa3MbIILIEHUS, UX
1IeJTb — «IPOBEPUTH U OIEHUTH cebs», roBoput Pacific Institute. OHn 00ydarOT MOTHBAIMK KaK
OJIHOM U3 OCHOB.

Apyxenawoue

OTO OCHOBOMOJAraronas ujaes B 0OyueHUH OOCITY)KHBAHUIO KIMEHTOB. J[pyXemroOHBIM K
KJIMEHTY MOKET OBbITh HE TOJIBKO MEPCOHAJI, HO M CUCTEMA, T.€. €€ CTPYKTypa J0JIKHA OBITh MPOCTON
1 yI0OHOM JIJIsl KIIMEHTA.

[TpomaBIel TOJDKHBI yIBIOATHCS. YJBIOKAa CO3/aeT Yy MPOJaBlla TMO3WTHUBHBIA BHYTPCHHHUH
HACTpPOW, KOTOPBIA 3aTeM MpPOSBISIETCS BHENIHE B OOIMIEHHMH ¢ KiaueHToM. OHa 3akiajbIBaeT
MIOJIOKUTEIIbHYIO OCHOBY KOHTAKTa.

Ecnu nponaser; He ynbibaeTcs, OH OyaTO TOBOPUT: «S1 OBl JydIle 3aHSIICS YEMTO JIPYTHM)».
KnueHTbl TOHKO BOCIPHHHUMAIOT MOA0OHBIE HIoAaHChl. M oOmxkarorcs. Bor modyemy nepBble MATh
CEeKYHJI TI0OO0r0 KOHTAKTa YPE3BBIYAHO BAYKHBI.

CoTpyqHMKH JOJKHBI IOHUMATh, YTO OHM MOTYT €Ille HE pa3 BCTPETUTHCS C ITUMHU JIFOJbMH.
A Kyna npusiTHEe BCTPETUTHCSA CO CTApPBIM JIPYIOM, UYEM CO CTapbIM Bparom, KOTOPOrO K TOMY Ke
CaMH U CO3/aJIu.



N36aBbTe COTPYIHUKOB OT OINACEHMs, YTO KIHEHT MOXKET HAXMYPUTHCS B OTBET Ha HUX
yabeIOKy. IlposiBneHue npyscentoOHs CO CTOPOHBI JIIOAEH, KOTOpBIE €Ile€ HE CTalu JpPYy3bsMH,
CEeroJHs Takas PeIKOCTb, YTO €r0 HEMPEMEHHO 3aMEeTAT M OTBETAT OJIArOAApHOCTHIO U 3a4acTyIO
HOBBIMH CICIIKAMH.

KnmeHThl 1OKHBI OBITH /7S TIPOJIABIIOB JKEJIAHHBIMH T'OCTSMH, a HE HaJIOC/UIMBOM MTOMEXOi B
pabote. Hayunte cOTpyaHMKOB APYXHTh C KIMEHTaMH, JaBaTh UM IOYYBCTBOBAaTh UX BaXXKHOCTb U
BCSYECKH MTOJTHUMATD PEIyTalUI0 KOMIIAHUH, YTOOBI JIFOJM BEPHYIIUCH K BaM CHOBA.

American Bank w3 Kopnyc Kpuctun (mrat Texac) paspaboran mnepedeHb MpaBHI
IPY>Keno0usi, KOTOPBIK MCTIONIB3YET MU 00yueHHH MepPCOHaa.

1. [IpuBeTCTBYHTE KIMEHTA YIBIOKOM.

2. Ecnu BBI 3HaeTe, Kak 30BYT KIMEHTa, oOpamaiiteck k HeMy 1o uMenu. Eciu Het, HaiinuTe
UMs Ha Y€Ke WM KPEIUTHOW KapTOUYKE MM CIIPOCUTE y caMoro kineHra. Ho He

nepedopIIUTE: Bl PUCKYETE MOKA3aThCsl (PaIbIIUBBIM.

3. CnymraiiTe BHEUMATEIIbHO, HE TPEPhIBasi U HE OTBIEKAsCh. 3ajaBaidTe BOMPOCHI, YTOOBI
MOJYYHUTh BCIO HHPOPMALINIO, HEOOXOIUMYIO JIJIsl pa3pelIeHHs XKalOOBL.

4. IIpoBeppTe, IPAaBUIBHO JIM BbI IIOHSIIN, YTO HY>KHO KJIMEHTY, U3JI0)KMB CBOUMH CJIIOBAMHU TO,
YTO paccKas3all BaM KJIMEHT.

5. He unraiite HOTaMii.

6. IIpennaraiite BapuanThl pemeHnil. He roBopute knnenry «JlenaiTe 4To XOTUTEY.

7. Ecnu knueHTy TpeOyroTcs JONOIHUTENbHBIE YCIYTH, HAlIPAaBbTE €ro K HyKHOMY

COTPYJIHUKY.

8. [TonmpormaiTeck ¢ yapIOK0i, BHOBh 0OPAaTUBIINCH K KJIUEHTY 110 UMEHH.

9. Ilpurnacure KIMeHTa NPUXOAUTH ELIE.

A BOT criMcok 0a30BbIX HaBBIKOB, KOTOPbIE HY>KHO IPUMEHSATH IIPH JIMYHOM KOHTAKTE C

KJIMEHTaMHU:

1. CmoTpuTe B TI1a3a.

2. OTBeuaiiTe Ha BOIPOCH! M OBICTPO HAXOUTE OTBETHI.

3. ByabTe pacTOpPOIHBIM.

4. IlposBnsiiTe 3HTYy3UMa3M, MCKPEHHOCTb M HWHAMBHAYAJbHOE BHUMAHUE K KaXI0My, HE
JNEMOHCTPUPYWUTE BCEM CBOMM BUIOM CKYKY M PaBHOIYILUE.

5. Ynensire KIMEHTY BCe CBO€ BHMMaHue. Hu B KoeM cilydae He IPOSABIISIMTE HETEPIICHUE,
OyZATO XOTUTE MTOCKOPEE OTAENaThCs OT KIUEHTA.

6. OOmaiiTech B MO3UTHBHOM TOHE, JI€JaiTe KIMEHTY KOMIZTAMEHTBI, 3aBSKUTE APYKECKHM

pasrosop.

7. BpeMmst oT BpeMeHH 100pOBOJILHO IMpe/iaraiTe moMomlb.

8. Ilpm mpomaHuu CKaXHWTe TEIUIble CJIoBa, Hampumep, «Cnacmbo 3a TOKYIKY» H
«IIpuxoaure Kk HaM €IIe».

BHyTpeHHee 06C/1yKMBaHUe

OO0s3arenbHO HAayyuTe COTPYAHUKOB MPEIOCTABIATH M TOJIY4YaTh KAauEeCTBEHHBIH CEpBHC
BHYTpH KOMIaHuH. [IoKaXuTe UM, KaK MOXKHO YITYYIIUTh OOCTY)KHBaHUE «BHYTPEHHHUX KIIMEHTOBY,
O0COOCHHO TeX, KTO HEMOCPEICTBEHHO HMEeT JeN0 C BHENIHMMH KiIHWeHTamu. UTo Kacaercs
MepCOHaja TIePBO JIMHKUH, TO OH JIOJDKEH YMETh HE TOJIKO MPEIOCTABIATh KAaUeCTBEHHBIH CEPBHC,
HO U Z[O6I/IBaTBC$I €T0 OT BHYTPCHHUX IMMOCTABIINKOB — KOJUICT U pyKOBOZ[HTCJICﬁ.

Puuapna Puc6exk, npesunent cetu cynepmapkeroB Riesbeck Food Markets u3 Oraiio, cunraer,
YTO OTHOIICHUS MEXIY COTPYAHHKaMH — 3TO (YHJAMEHT €ro YCHEIIHBIX OTHOIICHUH ¢
KITMeHTaMu. «MBbI IOHMMAaeM, YTO COTPYAHHUKH TOJBKO B TOM cliydae OyIyT XOpOIIIO OTHOCHUTHCS K
IIOKYIIATENISIM, €CIIH OHH XOPOIIO OTHOCATCA APYT K APYr'Y U K CBOEMY HAYaIBLCTBY.

K cosxasenuto, JUIsi MHOTUX MEHEJDKEPOB KaueCTBEHHOE BHYTPEHHEE OOCITY)KUBAHHE TaK HKe



HETIOHSATHO, KaK 3aKOHbI AepPHON (HU3HKH.

BaxHoCTb «MeJ1odyen»

MHorve KIMEHTHl yXOAAT K KOHKYPEHTaM H3-3a MEJIKHUX OIUIOIIHOCTEH COTPYAHUKOB — HE
NIEPEe3BOHUTHh B OTBET HA 3BOHOK, ONO3JaTh Ha BCTpEUy, HE CKa3aTh «CHAcH00» WM KAKHUM-TO
ApyruM 00pa3oM MoKa3aTh KOPIOPATHBHOMY WJIM PO3HHYHOMY KIMEHTY, YTO UM HE JIOpOXKaT U
IIPUHUMAIOT KaK JOJDKHOE.

«Menoun» MOTYT MPHUBECTH KOMIIAHHIO K OOJBIIOMY yCIleXy WM OOJIbIIOMY IpOBaiy.
[TprunHa B TOM, 4TO OOJBIIMHCTBO JIFOJEH SMOLMOHAIBHO pearupyer Ha menkue oouasl. Ho oHn
HE PEILAOTCS M0KAIOBATHCA U3 CTPAXa, YTO UX COYTYT NIPUAUPUYUBBIMU U KAIIPU3HBIMHU.

MeHsiiiTe CTU/Ib 00CTYKUBAHUS

OOBsicHUTE COTPYIHHMKAM, YTO HEBO3MOXHO 00pamaThCcs cO BCEMH KIMEHTAaMH OJMHAKOBO.
OpHUM JI0JIM TIOHPABUTCS 3bIYHOE MTPUBETCTBHE, XJIOMOK 10 CIIMHE U ceplieuHbli cmeX. Jpyrue ot
TAaKoOro oOpalleHuss MPUAYT B ykac. HayuuTbcs NMOHMMATH S3BIK JKECTOB M Pa3BUTh YMEHHE
ciymaTh — oOs3aTeNbHas YacTh MPOrpamMMbl, MO KOTOopoil kommanusi Sears Roebuck oOyuaer
HOBBIX COTPY/IHUKOB.

[Ipu o6cnykMBaHWM yYUTHIBAWTE JIMYHOCTh KiIMeHTa. HayuyuTech moHMMAaTh €/1Ba yJIOBHUMbIE
HaMEKH U CIIyLIaTh CBOW BHYTPEHHUM I'0JIOC.

«...HabmronaiiTe 3a coruanbHBIM TUIIOM KJIIMEHTA, YTOOBI ONIPECIINTh, KaKoe oOpaIieHrue OH

NPENoYUTaeT, — CoBeTyeT b Mioppeil, Bulie-npe3uaeHT 0 KOPIOPaTuBHOMY 00YUYEHHUIO
kommanuu  Wilson  Learning. —  DTOT  KIHMEHT  JPYXKETIOOHBIN/ ~ OT3BIBUMBBIN?
OMOLMOHATBHBIN/KOMMYHHKa0EIbHBIN? CKIOHHBIM K aHAIW3y M CHOKOWHBIA? HeoT3hIBUMBBIN?
Wnu 310 KpyTOM MapeHb, KOTOPBIM HE KenaeT TepsaTh Bpemsa? Bbl Moxere ompeaenuTs 310 3a 30
CEeKYHJI I10 TEMIy PEYH U UHTOHAIIUN.

HaBbIKkH 0601eHMA 10 Tes1ePOHY

Bo Bpems TenedoHHOTO pa3roBopa rojIOCOBBIE OTTEHKH W MHTOHAIIMH HEBOJIHHO MEPEIAIOT
KJIINEHTaM YyBCTBA M OTHOILUEHHUs COTPYIHHMKOB, UX MOBEJCHHE IPHU JUYHOM KOHTaKTe. lpyrumu
CJIOBAMH: TO, YTO COTPYAHHUKU TOBOPSAT, U TO, KAK OHU ITO TOBOPST, MPOU3BOJUT HA KIMEHTOB
MOJIOKUTETIbHOE WM OTpullaTenbHOe BredarieHue. [loaTomMy oOydeHHe mepcoHana JO0JKHO
00s13aTeTbHO BKJIFOYATh HABBIKU OOIICHUS IO TeTeOHY.

Kypc mo TenedoHHOW KOMMYyHUKAIMH, pPa3pabOTaHHBIH AMEpPHUKAHCKOW accoluaiuen
MEHE/PKMEHTA W TPEAHA3HAUCHHBIA NJIsI CaMOOOYYCHHsSI, COJACPKUT CIEIYIOIINE PEKOMEHIAIINH:
«CnymaiiTe BHUMATENbHO... JElNaiTe 3aMETKH... Y3HAWTE€ HMS 3BOHSAIIETO YEJIOBEKa W HOMeEp
TenedoHa, Mpexae 4eM Haxumarh KHoOmky Hold... mo BO3MOXHOCTH HE mepeaapecoBLIBAiTE
3BOHKU...»

COTpyIHUKH JOJKHBI y3HATh, KaK BOCIHPUHUMAIOT WX JpyTrUe OO TPU OOIICHUU IO
TeneoHy U KaK OHM MOTYT YJIYYIIUTh IPOU3BOUMOE UMH BrieuatiaeHrue. OHU JTOJKHBI HAYUUThCS
nepenaBath 1Mo TenedOHY CBOW TO3UTHBHBIA HACTPOW. B KOHIIE KOHIIOB MaHepa OOIICHUS
COTPYJIHHUKOB IO TeJe(oHy, T. €. Ka4ecTBO 00CTy>KUBaHUs 0 TeJaedOoHy, HE B MOCIEIHIOI OYepehb
BJIMSET HA PEIICHUE KIMEHTOB OCTAThCS U MPOJOKUTH MOKYIATh UM YUTH K KOHKYpPEHTaM.

Jlaxxe ecnu cOTpyAHUK aOCOJIIOTHO HEMPEeTHAMEPEHHO cOo3/1al Y KJIMEeHTa BleyaTiieHue, OyaTo



B KOMIIAaHMHM paboTaroT rpyOble M HEIPYXKETIOOHBIE JIOJU, 3TO HE HUrpaeT poid. Y KIMEeHTa
CO3JIaJIOCh TAaKOE BIIEYATIIEHUE — 3TO BCE, YTO MMEET 3HAUEHUE B MUPE KOHKYPEHTHOI0 OM3Heca.
Bo Bpewms paszroBopa mo Tenedony HeBo3MoxkHO HE co3naTh BriedatieHus.

U cKpeHHOCTh

IlycTp BamM COTPpYAHMKHM HAydaTCs BOBJIEKATh KIMEHTOB B HCKPEHHMU pPasroBOp IpU
MTOMOIIIH JPYXETO0HBIX (hpa3, HarpuMep: «Bbl cMOTIIM HaWTH TO, YTO UCKAIH?» 3/1€Ch KITFOYEBOE
CIIOBO — «HUCKpeHHHi». Octeperaiitech CTaHAAPTHBIX, M30MTHIX (Ppa3, MPOM3HOCHUMBIX UYHCTO
MexaHuuyecku, Hampumep «YHynecHoro Bam AHs». OHM NpUHOCAT OOJbIlIEe Bpelna, YeM IMOJb3bI,
IMOTOMY YTO KIIMCHTBI, KaK KOIIKHW, MTHOBCHHO YJIaBJIMBAIOT (1)21.]1131]_[]:.

HckpenHee OTHOIIEHHE MOKA3bIBACT KJIMEHTaM, YTO COTPYJHUKU TyMalOT HE TOJBKO O cebe
camux. Omno CBUIACTCIILCTBYET O TOM, YTO COTPYAHUKH XOTAT HNPCAOCTABUTH KAUCCTBECHHOC
oOciTykKMBaHHUEe, YTO UM HpaBUTCA paboTa U OHU HACTPOEHBI BHITIOJIHSATH €€ MPOo(ecCHOHANBHO.

HaBbIKH MeK/JIMYHOCTHbIX OTHOLLIEHU M

OO0yuaiiTe COTPYJHHUKOB HAaBBIKAM MEXKJIUYHOCTHBIX OTHOIIeHUH. [loguepkHuTe 3HAUYCHHE
XOopomux OTHOLIEHUNA C KOJUIeTaMHU U HCIMMOCPCACTBCHHBIMU PYKOBOIUTCIISAMHU. D10 3ai0r
IPY)KECKUX OTHOLIEHHH ¢ KJIMeHTaMH. Eciau cOTpyAHHMK XOpOIIO JaJUT C HEMOCPEICTBEHHBIM
HAYalbHUKOM W KOJUIETaMH, TOpa3l0 BEpOSITHEEe, 4YTO OH OyJeT HACTPOEH MPEBOCXOHO
00CITy’)KMBaTh KIIMEHTOB.

Ha mecTe K/1MeHTaA

3aMedarenbHOE IPABUIO, KOTOPOMY MOXHO HAYYUTh COTPYJHHKOB B KadecTBE OOLIEro
npuHIUNa mnoBeaeHus, chopmymupoBan Tom Ilutepe B kHure «[IporBeranue Ha Xxaocey:
«COTpyIHUKH JOJDKHBI OLICHMBATh Ka)KJI0€ CBOE JCHCTBHE, JAXKE CaMOE€ HE3HAYMTEIBHOE, U JaXKe
€CJIN OTJIeN JaJIEeK OT "mepenoBoil”, ¢ mo3unuu kiaueHTa. COTpyAHMKH JTOJDKHBI ciipamnBath: "UTo ¢
aToro noiyuut kiueHT? Craner nu emy ynooHee? Jlyume? [lemesne? beictpee? [Ipunecer nmm oH
HaM B pe3yibTare 0osblie npuosum?"»

Eciu COTPYAHUKHU U3 BCCTO 06yquI/1;1 BBIHCCYT JIMIIb OJJHO MMPaBHUJIO — OLCHHUBATH BCC CBOU
I[CI‘/'ICTBI/IH C MO3UIMHU KIHWCHTA, — OHH HAy4daTCd BLBIIIOJHATH CBOIO pa60Ty Tak, YTOOBI
KJIIUEHTHI OBLIH JOBOJIbHBI.

INPOAO/IZKUTE/IBHOCTDb ObYYEHUA, IOBTOPEHUE U 3AKPEIIVIEHHUE
INPOUJAEHHOTO

CKOJIBKO BpeMEHH JODKHO JUINThes oOydeHue? bBoapmMHCTBO mporpaMM OOydeHHs
OGCJIy)KI/IBaHI/IIO KIINCHTOB MOJINTCA MEHEEC BOCHBMU YaCOB. HGKOTOprC OrpaHUYUBAIOTCA JABYMH
yacamu. [Ipy 3TOM MONHOCTBHIO OTCYTCTBYIOT MOBTOPEHUE MPOIIGHHOTO MaTepHalna, MHTErpaus ¢
JNEHCTBYIOIMMHU CUCTEMAMHU YIIPABJICHUS U MOAJEPKKA PYKOBOJICTBA.

OOyuenne oOOCITyXMBaHUIO KJIMEHTOB Ui TEpCOHAa MEPBOW JIMHUU JOJIKHO JJIUTHCS HE



MEHEE LIECTH MOJHBIX YaCOB C MOCIEAYIOIIUM MOBTOPEHUEM YEPE3 MECSAIL UM J1BA, €CIIU Bbl XOTUTE
NOOUTHCS 3aMETHBIX M3MEHEHHMH B TMOBEJCHUU U TNPUBEPKEHHOCTH CTaHAApTaM OOCITYKHBAaHUS
KJIUEHTOB.
B xommnanuu L.L.Bean npoaomkuTebHOCTh Kypca HHTEHCUBHOTO O0YUEHHUS COCTABIISIET TPH
Henenu. B manpHeleM kauecTBO paboThl MPOIIEANTNX 00YIeHUE COTPYTHUKOB PETYISIPHO
KOHTPOJIUPYETCH.
B Procter &amp; Gamble kaxnablii Tak Ha3bIBaeMbId «KJIaH» HOBBIX COTPYJHUKOB
00s13aTeIbHO MPOXOAUT 00ydeHHE OOCITY)KMBAHHIO KJIMEHTOB, KOTOPOE 3aHUMAET YEeThlpe—ILIEeCTh
Hezenb npu 40 yacax B HEZETIO.

HATJIAAHBIE IPUMEPBI: YCIEIIHBIA CEPBUC Komnanus Dow Chemical USA

O6yuenne B kommannu Dow Chemical USA mocTpoeHO Ha HMHIUBUIAYaTbHOW OCHOBE,
0c00EHHO TI0 IBYM OCHOBHBIM HaIPaBJICHUSIM.

Pewienue npoo6siem

Komnanuss Dow paboTaer B pexuMe «HENPEPHIBHOTO YIYYIIEHHS KayecTBa», KOTOPBIN
TpeOyeT OT BCeX OTMENOB HAXOAMUThH CIIOCOOBI pPelIeHUs MPo0sieM, KOTOPbIe MEIIAIOT UM JOCTHIaTh
COBEpIICHCTBA B CBOEH JEATENBHOCTH. «Y MEHS €CTh MEHE/DKEp IO YIy4lUIeHHIO KauecTBa, —
roBopuT Mutuenn J[x. KepH, nupektop cimyx0b1 pabotsl ¢ kimeHTamu B Dow Chemical USA B
Munnenae (mratr Mwuuuran). — OH pa0oTaeT C COTPyIHHMKaMH, IOMOTaeT BbIpadaThHIBAThH
CTaHJIapPThI, IPABHUJIA U TIPOIEAYPHI OOCTYKUBAHUS KIIMEHTOB U aHATTU3UPYET, KaK MBI CIIPABIIIEMCS
B 9TUX oOjacTsaX. Mbl "ocHacTuiau" Hall MPOIECC OOCTY)KMBAaHHS KIMEHTOB IMOYTH TaK JKe, KaK
OCHAIAIOT MPUOOpaMH TMaHeNb YIPaBICHUS aBTOMOOWIISI, YTOOBI BOJAMTENh BCETJa MOT YBHUJCTD,
Kak paboTaeT MarmHa.

Korma obGHapykuBaeTcss pa3pblB MEXIy pealbHBIM U OXKHIA€MbIM YpPOBHSIMHU CEpPBHCA,
MPOBOAMTCS paccieioBaHue, YTOObI ONPEAeNUTh MPUINHBI pacXoxaeHui. Ecian ogHol U3 npuinH
OKa3bIBAETCSI HEJJOCTATOK 00Y4EHUs!, TO COTPYAHHUKA 00Y4al0T B MHIUBUAYAILHOM MOPSAKE, YTOOBI
OBICTPO BOCIIOTHUTH TIPOOEIT.

B03MO0>XKHOCTH pocTa

Menemkepsl HU3IIETO 3BEHA PETYISIPHO OOCYKIAIOT BO3MOXXHOCTH KapbepHOTO POCTa CO
CBOMMH TOAYMHEHHBIMH U OIPEIEIISIOT, KaKoe IOMOJHUTEIbHOE 00ydeHue Tpedyercss KaxIoMy
COTPYAHUKY JUIS TIPOJIBHKCHHS Ha CJICTYIONINI YPOBEHb KOPITOPATHBHOM JecTHUIIBI. COTPYIHUKA
MOTYT BOCHOJIb30BaThCsl BHYTPEHHUMH IIPOTpaMMaMH, KOTOpbIE MpeiaraeT Dow, Wiy BHEITHUMHA
KypcamH.

Otnen oOcmyxuBaHus KIMeHTOB Dow pa3paboTan moapoOHBIM KaTajior KypcoB, UYTOOBI
COTPYJHHMKH MOTJIM BBIOMpaTh HanOoJiee Mosie3HbIe sl ce0s1 yueOHbIe POrPaMMbI, TTOMOTAOIIIHE
UM TIPOJIBUTATHCS HA CIEAYIOUINE YPOBHU OPraHU3aIUH.

IluBoBapeHHass KomnaHus Miller Brewing



Komnanus Miller 3apaboTtana oTAHMYHYIO PEMYTALUIO CPEIH CBOMX AUCTPUOBIOTOPOB, a TAKXKe
Cpenu PYKOBOACTBA WU COTPYJHUKOB KIHWEHTOB CBOMX JHUCTPHUOBIOTOPOB (0apoB, peCTOPaHOB,
KIIyOOB), HCIIOJIB3YsI HEAOPOTHE MPOTrpaMMbI 00y4eHUS 00CTYKUBAHUIO KIIMEHTOB.

B ortpacneBom kxypHanme kommanus Miller wu3obpasmia moptper «[pyOoumsiHay —
HE/IPYXKEMOOHOr0 U rpybOro CEpBUCHOrO COTPYJHHKA, MPEICTaBUB €ro B 0Opa3e MOTpenaHHOM,
KYIOIIed 3yOOYUCTKY O(QUIIMAHTKHA C BCKIOKOYEHHBIMH BOJIOCAMH M OTKPBIBAIKOW UISI OYTBHUIOK
BMECTO CEpPBIU B JIEBOM YX€.

[Iporpamma «I'pyOussH BHe 3akoHay» [Grumpbuster] yumma oOCITyXMBAIOIIHWA TEPCOHAI
(o¢unmantoB) B O6apax M pecTopaHax IOOMBATHCS YAOBICTBOPEHHOCTH KJIMEHTOB. MOTHBamus
opunmanToB, odUIMAHTOK, OapMEHOB W JAPYTUX CEPBHCHBIX COTPYAHUKOB Ha OBJIAJICHHE
NPUHIUIAMUA OOCTYXKMBaHUS KJIMEHTOB OblJla OCHOBaHA Ha TOM (hakTe, UYTO JIOBOJBHHBIC KIMEHTHI
JaroT OOJBIIEe YaeBhIX, YeM HeJI0BOJbHBIE. «Koraa TOBOIBHBIE KIMEHTHI JAIOT OOJIBIINE YaeBBIX U
Jdydmie OTHOCATCS K odunuantam, — o0bicHseT JloH buBep, aBTOp HporpaMmel, — JIOASIM
OoJpIlle HPABUTCS MX paboTa, U OHU pPeXe ee MEHSAIT». [ TaBHOM 3a7a4eil mporpaMMbl 00ydeHUS
«['pyOusiH BHe 3aKOHa» OBUIO CHUKEHHE TEKY4eCTH KaJapoB, OJHOW M3 TJIABHBIX MpoOiIeM
pecTopaHoB, T71e npoaaetcs muso Miller.

Eme onmna mnporpamma Miller HasweiBaercs «lIpemnoxwure mydmiee». B3sB cranmaptsl
KayeCTBEHHOTO cepBHca u3 Tmpoekta «[pyOusH BHE 3aKkoHA», MporpaMma YYHT IepCOHAI
CTUMYJIUPOBATh MMITYJIbCUBHBIE TIOKYIIKM M TIOMOTAeT MM IpoJaBaTh OoJblle (UPMEHHBIX OO,
JIECEPTOB | CHEIHATBHBIX MPEUIOKEHHUH OT med-mopapa.

IIpousBoacTBeHHasaA kKoMmnaHus Linde

[IpoBoast ompockl CBOMX KJIMEHTOB, KoMmmaHusi Linde, MOCTaBHIMK MPOMBIIUICHHBIX,
MCIUIMHCKUX W CIHCHUATIBHBIX Ta30B Ha KaHAaJACKOM PBIHKC, YCTAaHOBWJIA, 4YTO Y HEC CCTb
BO3MOXXHOCTh BBIJICIUTECS CPEAM KOHKYPEHTOB, NPENOCTaBiisis Jydliee oOciayx)uBaHUE. bbui
pa3paboTaH IUIaH aTaku 1O JBYM HAIpaBICHUSM: YIydllaTh HaBBIKM IEpCOHANa OOCITY>KUBAaTh
KIIMEHTOB M «U3MEHHUTb KYJIbTYypy» CTaplIuX MeHeIKepoB (upMbl. HM3MmeHss KylIbTypy
PYKOBOJACTBA, KOMIIAHUA XOTEJIa MMOBLICUTL €0 NPUBCPIKECHHOCTL CCPBUCY.

3a 18 MecsieB ABYyXTHEBHBIE CEMUHAPHI MO OOCITYKMBAaHUIO KJIMEHTOB TMoceTmiio Oosee 700
COTPYOHHUKOB, 35 Tom-MeHemKkepoB Linde ydacTBoBaM B ceMHHapax MAJisi PYKOBOJCTBA, Ha
KOTOPBIX OHU MOTJIM OIIEHUTh, HACKOJIBKO UX TMOBEJECHHWE MOTHBHUPYET MOJYMHEHHBIX MPHIaBAThH
GOHBH_IOC 3HAYCHUC OGCJIy)KI/IBaHI/IIO 1 B3aUMOOTHOIICHUSAM C KIIMCHTaMMH. MCHCI[)KCPLI YUUINCH,
KaKk Oosiee D (HEeKTUBHO TPEAOCTABIATh TEPCOHATY OOpaTHYIO CBsI3b, YTOOBI YCTPAHSTh
NPEISITCTBHUA K KAaUCCTBCHHOMY O6CJIy)I(I/IBaHI/IIO KIIMCHTOB W BO3HArpaxaarb COTPYAHUKOB 3a
BBIJIAIONTYIOCS PaboTy.

Komnanuda Giant Food

Cerp cymepmapkeroB u3 JIdHmoBepa (mTaT MopuiieHJ) Ha3bIBa€T CBOIO IPOTrpamMMmy
OOCITy’>)KUBaHHs KIUEHTOB «3aboTnuBble JOAM». OOydeHHE IPOBOAUTCS HEMOCPEICTBEHHO B
MarasuHax B rpynmnax u3 10-30 coTpyAHUKOB, IpU y4acTUUIUPEKTOpa Mara3uHa. B mporpammy
BXOJIUT JABYX4YaCOBOI ceMUHap, Ha KOTOPOM pa3aloTcs WILTIOCTPUPOBAHHbIE TOCOOHS.

«MBI UCTIONIB3yeM METO]T ""CMEHBI poJiei"", KOTOPHIH OTIIMYHO pabOTaeT U C HOBUYKAMH, U CO

CTapbIMH COTPYJHHKAMH KaK CHoco0 OCBEXWTh MX 3HaHUA. Takoe oOyueHHE MOJIKperisieT
JKeJlaTelbHOe TIOBEJIEHUE, CBSI3aHHOE C OOCIy)XMBaHHEM KIMEHTOBY», — TOBOpUT Mapk Pénep,
KOOPAMHATOP IO CBA3SIM ¢ obmmecTBeHHOCThI0 Giant Food.



CKOJIbKO JOJTAKHO CTOUTDb OBYYEHHME?

Komnanus Citicorp npoBena uccienoBanue 17 1uaepoB cepBrca — KOMIAHHUH, TOTYYHBIITNX

BceoOIIIee MpU3HAHKE 32 CBOE MIPEBOCXOHOE 00CTykuBaHue KiueHToB. Citicorp ycTaHOBUIIA,
YTO Ka)kJ1as KOMITaHUS BKJIAJbIBA€T 3HAUUTENBHBIE CPEJICTBA, B pa3Mepe 10 2% BalOBOW BBIPYUKH,
B oQUIMaIbHbIE, IOCTOSHHO ICHCTBYIOIME MPOrpaMMbl OOYyUYEHHs OOCIYKHUBAaHHUIO KIMEHTOB. 3a
o0y4eHHe TUIATAT CeroHs, HO OHO OKYIaeT celsl 3a CUET CHIDKEHHS 3aTpar 3aBTpa.

3HauNTeIbHbIE MHBECTUIMM B OOy4YeHHE MEpCOHaja JAlT Pe3yibTaThl: MPOJAXXKU B pacueTe
Ha OJIHOTO COTpyIHHUKa pacTyT Ha 57%, BanoBas npuObUTb — Ha 37%, phIHOYHAS CTOWMOCTH
koMmnanuu — Ha 20%.



«Bnmma [Jwosa Hovea ame Kawaoro, K10 Xouer cratk upoheccuonanom s obnacty cap-
DHCA B HMETH (DANATHYMHO TREASHHEY KIReHToR, KEra DpeKpacso cOMSTanT KOHTIEIIIIHT
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