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Kapn Cbtoann - ycrnewHbih 6BUu3HeCMeH, KOTOPOMY yaasioCb MOAHATL MPOAAXKK A0
HEeBMAAHHbIX BbICOT 61arofgaps NPUBJIEYEHMIO N YAEP)KAHMIO MOKynaTenen.

Ero kHura saenseT cobon npakTnyeckoe pykoBoaCcTBO Mo paboTe ¢ kaneHTamum (a
MOMYTHO M NO opraHu3auum paboTbl NpeanpuaTUSa, MapKETUHTY U MepYeHOAN3UHTY).
Cbl03171 peKoMeHAyeT BCeM feslaTb CTaBKY Ha MOCTOSAHHbIX KJIMEHTOB, MOCKOJIbKY
HaCTPOWM Ha pa30Bble NpofaKu genaet busHec HeycTon4mebiM. N ybeanTensHo
AOKa3blBaeT: 4TobObI yaep>XaTb KJIMeHTa, HeobxoaAMMo nNnepecMoTpeTb CBOWU B3rnsabl
He TOJIbKO Ha 06CNy>XMBaHMe KaK TakoBOE, HO 1 Ha opraHusauunto paboTsl, onaaTy
TpyLa, YNCTOTY NMoMeLlleHUn, oU3anH naHawadTa u MHorme apyrme Meso4u.

KHura 6ypeTt nonesHa Kak TeM, KTO TOJIbKO Ha4YMHAET CBOM BU3HeC, Tak N TeM, KTO
NWEeT NyTK ero gaJibHenwWwero paclmpeHuns.

22-e n3gaHue.

Kapn Cbetoann, MNMon bpayH

KnneHTbl Ha BCKO XXWU3Hb
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XoTa n 6e3 cnoB NOHATHO, 4TO BCe 3TO An4d lNerrun, XXaknmH n Kapsa, 3To NOCBALLEHO
Takxe dpuky MoHccony, CTeHnn Mapkycy, 5oby Mypy, IxoHy Cblo31y 1 MOeMy
oTuy. A Takxe LWleHHOH Paxenb ek bpayH - Tenepb ee o4yepenb.

Mpeauncnosme aBTopa K POCCUACKOMY U3OAHUIO

MNepBoe, 4TO xo04eT caenaTtb Ntobon 6GusHecmeH, paboTtaeT nm oH B Poccun, Ntanun
nnn nobon gpyron CTpaHe, - 3TO YBEINYNUTb MAPKETUHIOBLIN Boa)KeT, 4TOoObI
MpuBJiIeYb HOBbIX KJIMNEHTOB.



KoOHe4yHO, B 3TOM eCTb 3)J,paBbIVI CMbIC/. HO ecnum Bbl He 3aAyMbiBaeTeCb O TOM, 4YTO
nponcxognT nocJszie Toro, Kak HOBbIN KJIMEHT HAaWOEH, 3TO MOXXET BaM Ooporo
obonTUCk. MeXay TeM OT y>XKe CYLLeCTBYLWNX KIIMEHTOB MOXXHO NOJIy4YUTb ropasgo
bonble BbIroabl, N LeHa Takoro busHeca 6yneT HaMHOIo MeHbLE, 4EM MNMpn
NMOCTOAHHOM NMONCKe HOBbIX PbIHKOB cbbiTa.

Mopanb: npexae 4em 6pocaTbCA Ha MOUCKN HOBLIX KJIMEHTOB, nonpobynTe
npeBpaTUTb NMoKyrnaTenen, caenasllunX y BaC 0gHY MOKYIMKY, B KJIMEHTOB Ha BCIO
KU3Hb.

[aHHaa KHMra uesmkoM nocesLleHa ToMy, Kak 3TOro nobunrtbcs.

ﬂoquy CTONT NpnaepXmBaTbCA TaKoro nogxona? CMOTpI/ITEZ eC/in Bbl MpeycrieeTe B
npespaLwieHnmn CJ'Iy‘-IaVIHbIX I'IOKyI'I3T€J'I€I7I B MOCTOAHHbLIX KJINEHTOB, pe3yJibTaTbl 6y,[l,yT
TOJIbKO MOJIOXKUTEJIbHbIE.

* [pofaBaTb YCAYrv Uan TOBapbl CyLLECTBYIOLWEMY KJMEHTY HAaMHOIO NPOLLE, YeM
HOBOMY. Bbl y>Ke yCTaHOBWIM C HAM OTHOLIEHUA N 3HaeTe ero NoTpebHoCcTn. YncTbin
pe3ysbTaT: Balll pacxolbl HA MapKeTUHI CHUXKAKTCS.

* BaMm He Hapgo 6yﬂ,eT TPaTNTb MHOIo CUJ, BpeMeH U CPeEACTB Ha TO, 4yTO6bI BaLLMK
KJINeHTbl CHOBaA Bbl6paJ'IVI Bac. OHNK CKopee npumcnyaTca K BallnM npeaioXXeHnam,
NMOTOMY YHYTO yXXe nMesn MONIOXKNTENIbHbIN OMNbIT 06WeHnsa ¢ BaMu. (3TO 3epKaJjibHOe
OTpa>KeHne nepsoro rnNyHKTa, ¢ aHaJiorn4HbIM pe3yJibTaTOM!: MNMOBbILLEHNE I'IpVI6bIJ'IVI.)

e ECn KNMEHTbI MOKYNalT Y Bac, OHU He MOoKYnatT Y KOHKYpeHTOoB. MpeBpallas
C/lyYalHbIX MOKynaTesiel B KINEHTOB Ha BCIO XXW3Hb, Bbl BbIUFPbIBAETE, a BalLK
KOHKYPEHTbI, KOTOpPbIE He AenatT 3TOro, NPouUrpbLIBaioT.

* [IOCTOSIHHbIE KJINEHTbI HE TaK YYBCTBUTEJbHbI K LIEHE. Bbl y>Ke yCTaHOBUAN
XOpoLMe OTHOLLIEHUS, U MOKyMaTensaM sierye 3anjaTuTb HEMHOro 6obLle BaM, YEM
TPaTUTb BPEMS Ha MOUCKW APYro KOMMaHuUM, KOTopast CMOXXeT 06CNYy)XUTb UX Ha
TaKOM >XKe BbICOKOM YPOBHE.

* OHM c 60/1bLLEN FTOTOBHOCTbLIO NOMPOOYIOT 1 Apyrve Ballun MPOAYKTbl U yCAyru. Bbl
HaxoauTecb B 60siee BbIFOAHOM MONOXKEHUN, YEM ApPYrue UPMbl, C KOTOPbIMU OHU He



nmenn gena. [loeepue, KOTOpPOe Bbl 3aBOEBAIN U3HAYaJIbHO, PACMPOCTPAHNTCS U Ha
Apyrve Balin NpennoXxeHus.

Kak BUauTe, HaueJIeHHOCTb Ha MPoAaky CYLLECTBYOLWMM KINeHTaM SBsSeTCs
ropa3no 6osiee pe3yibTaTUBHON U MeHee 3aTPaTHON MAapKETUHIOBOW CTpaTernen,
4YeM MOUCK HOBbIX MOKYyMnaTesnen.

MoyeMy XKe TakKoro noaxona He npuaep>xmpaeTcst 60bLWNHCTBO MapKeTosioros? ToMy
€CTb Uenbli psa NMpuynH, Ha4MHas C TOro, YTo MHOrMe NPOCTO OPUEHTUPOBAHBI
TONIbKO Ha HOBbIE CAEJIKN - TO €CTb B MPUHLIKNMNE CNOCOOHbI AyMaTb TOJIbKO O
pacLUNPEHNN PbIHKOB CObITa, - N 3aKaH4YMBas CKYKOWN: «Mbl y>xe naBHO paboTaeMm C
3TMM YesI0BEKOM (UM KOMMAHWEN), XOHETCSH YEro-To0 HOBEHLKOI 0.

Ho Hago NMOHSATb, YTO, €C/IN Bbl HE MbITAaeTECb NPEeTEeHA0BaTb Ha AJINTENbHbIE
OTHOLLEHUNSA C BAaLLUM KJIMEHTOM, Bbl TEPSIETE Ha 3TOM AeHbIn. 1 BO3MOXHO, BonbLune
DEeHbIr .

HaBanTe pacCMOTPUM NPOCTON NpuMep 13 moero busHeca. 1 Nnpoaato Nerkosble
MalWunHbl. YTOObI HE YCNIOXXHATL pacyeTbl, byaem c4ntaTb, 4TO CpefHAsA LeHa
MawwuHbl - 25 000 gonnapoB. Kak npaBnao, 3a CBOK XXU3Hb CPEAHUN KINEHT
nokynaeT y Hac 10 mawmnH. To ecTb 310 250 000 gonnapos (b6e3 y4yeTa nHpnauun, B
ponnapax 2005 roga). Kpome Toro, Ha o6cny>xmBaHne MallnHbl (OT 3aMeHbl Macia 4o
peMOHTa NOMATbLIX KPblJIbeB) KJIMEHTbl TPAaTAT CYMMY, PaBHYIO NPUMEPHO TpeTun ee
LeHbl. OTo gaeT ewe okoso 82 500 ponnapos, n B cymme - 332 500. 2Ty cymmy
MO>XHO 3apaboTaTb, ecnu NpeBpaTUTb NOKyNnaTens 04HON MaLLUWHbI B KJIMEHTA Ha BCIO
XXUN3Hb.

Tenepb NpeacTaBuM, YTO YesIOBEK Kynua y Hac MalmnHy 3a 25 000 gonnapos un
6osiblLIe HNKOrAa He NOSABAANCS, MOTOMY YTO €My Yy HaC He NMOoHpPaBuUaoChb. Pa3Hunua B
npubbian - 307 500 gonnapoB. CKONIbKO peKaMbl HAA0 Pa3MeCTUTb N CKOJIbKO
pacnpoga)k nposecTtu, 4Tobbl 3apaboTats 307 5007

Tpy4HO NpeaAcTaBuUTb cebe MapKeTUHIOBYIO KaMMNaHuio, KoTopas cnocobHa npuHecTun
TaKOW XXe 00X0M, KAaKOM Bbl MOXETEe NoJsly4nTb, ydbeams Ballero cyuecTByoLWero
KMEeHTa NoKyrnaTb TOJIbKO Yy Bac. BcnomMHuTe 06 3TOM, BepcTas Ball MapKeTUHIOBbIN
bogxeT. BMecTo TOro 4tobbl 3anyCTUTb HECKOJIbKO HOBbIX MPOrpamMm Oss
NMpuBJIeYEHNS HOBbIX MOKynaTenen, no4yemy 6ol He ybeonTbCa B TOM, H4TO Bbl



MaKCUMaJibHO yaoBJsieTBOpsAeTe NoTPeOHOCTM CyLLEeCTBYIOLNX KINEHTOB?

Bbl cnpawivBaeTe, Kakou NepBbIA War caenaTtb? B TedeHne cnegylowen Hegenm
no3BoHnTe 10 KAMeHTaM, NPUHOCALWMM BaM HanbonbLLINA MPOLIEHT Aoxoaa,
nobnarogapuTe UX N Ha4HUTE 0BCy>XXOEeHMe TOro, Kak Bbl MOXKeTe caesnaTb UX XXU3Hb
nerye.

Kapn Cbtoann

NMpeovncnosue Toma lNntepca

B 3TON HEOBbIYHOM KHUIre eCTb Lesibll pa3aen - YeTblipe raaBbl, - MOCBALWEHHbIN
BbISCHEHWIO TOr0, 4Yero Xxo4eT KAneHT. ECTb rnaBa, NocBsweHHas TyasieTaM, a BepHee,
NX BO34ENCTBUIO Ha BOCMpUATME KIaneHTa. M ewe B 04HOM rnaese peyb nget
NCKJIIOYNTESIbHO O BbIBECKAX U YKa3aTensx.

N 060 BCeM 3TOM roBOpUT YeN0BEK, KOTOPLIN yBenn4mna cson busHec ¢ 10 maH
nonnapos B 1968 roay 0o 250 MAH fonN1apoB cerofHs, ¢ Npubbinblo, BbIPOCLLEN B
Takomn e nponopuunn. Kapn Cbto3n npogaeT asTomobunn: «Kagnnnakm»,
«Jlekcycbl», «XeHaan» n «lLespone». NNokasaTenn yaoBJeTBOPEHHOCTU €ro KJINEHTOB
HeBepOSATHO BesinkK. OH He TOJIbKO BO3riaBsseT pa3JIM4HOro poaa PenTUHI - OH
Ka>XAbI pa3 BHOCUT BCE HOBbIE OTTEHKWN B MOHATUE «JTyHLLNN>».

MecTaMu 3Ta owenoMnsaoLas KHUra BelF94UT Kak-TO No-gomMaluHemy: He bepute ¢
KJINEeHTa OeHer 3a Te yC/yrn, KoTopble Bbl 0OKa3anu 6bl 6ecnnatHo gpyry. (310
MOXKeT, HanpuMep, 03Ha4aTb OTMPABKY TEXHUKA - OHU AEXYPAT KPYr10CYyTO4YHO, CEMb
OHEeN B HeJesnto - B a3ponopT B NOJIHOYbL Ana 6ecniaTHOWM 3aMeHbl C/IOMaBLUerocs y
KJMEHTa KJIloYa 3a>KUraHums.) 3TUYEeCKNn NoAXo4 34eCb TaKoN: ynpaBasnTe CBOUM
bunsHecoMm, BCce BpeMs 3afaBas cebe Bonpoc: «A ecnm 06 3TOM HaNMWYT B 3aBTPaLLUHEN
rasere?»

MecTamu 3Ta KHUra naymnsetT: Cblo3J11 BEpUT B NMCUXONI0rn4ecKoe TeCTUpoBaHMe
6yuyu_u/|x coTpyaHukoB. U ero rNaBHbIA TECT TAKOB: ep3aeT JIn 4YeJZI0OBEK BO BpeEMA
VIHTepBbI'O? Ecnun Bbl MOXXeTe cuaeTb CMOKOMHO BCe BpeEMA MHTEPBbLIO - Bbl rep0|7| He



ero pomaHa. OH NOBUT 3HEPruyHbIX NOOEN.

Kapn Cbloa11 yCTaHaB/MBaET CTaHA4apTbl aBTOoAMEPCKOro bru3sHeca y>ke MHOro feT.
Ero cepBucHbI oTAen nepsBbiM cTan paboTaTb no cybboTam 1 nepsBbIM CTan
npenocTassATb CBOUM KJIMEHTAM BPEMEHHbLIN aBTOMOOWUIb, MOKA UX COBCTBEHHbIN
HaxoOuTcsa B peMoHTe. Cenyac ero napk ToJIbKO BpeMeHHbIX «Kagnnnakos»
cocTaBndeT 150 mawunH (a ewe eCcTb N BpeMEHHbIe «XeHaan»). Ho OH He Nno4YMBaeT Ha
NlaBpax: Tenepb ero CepBUC-LEHTPbI HAHAN COTPYOHNKOB, KOTOPbIE CaMN NOAMOHSAT
BPEMEHHbIe MaLLUWHbI MPSAMO K AOMaM KJIMEHTOB, a UX MallMHbl 3abnpatoT B PpEMOHT
nnun Ha obcnyxmBaHue.

Cbto311 Kynu yOopo4YHY0 MalWmnHy a8 YACTKW yauL, U 4OPOr BO3Jie CBOUX LLeHTPOB,
MOTOMY 4YTO, MO €ro MHEeHUo, MyHUUMNaabHble yOOpLWNKN He OOBOAST CBOK paboTy
0o bnecka (a nepBoe BNevyaTNeHNE, KaK OH TOBOPUT, O4EHb Ba>XHO M CJIULLKOM 4acTo
nrHopupyeTcs). Kpome Toro, oH yropopun pectopaH Celebration oTkpbITb hunmnan B
OOHOM N3 CBOUX LLEHTPOB - 4TOObI 3aHATb TEX KIMEHTOB, KOTOPbIE XOTAT 3abpaTb
CBOIO MaLUMHY cpa3y nocsie ob6cnyxmBaHus.

Bce 3T0 3acTaBngeT BHMMaTeIbHEE NPUCMOTPETLCA K BOSMOXXHOCTAM U pe3yJibTaTaMm
HenpeB30MOEeHHOro 06CYy>XNUBAHUSA KJIMEHTOB. 3TOT NOAX04 NPUMEHMM NpU Npogarke
Kak «XeHpan» n «LLleBpone», Tak n «Kagnnnako» n «Jlekcycos». 1 66l nobasnn,
X0Tb Kapn 3Toro u He caenan, 4to Takon noaxon 6ynet paboTaTb 0AMHAKOBO XOPOLLO
N oNna HeboNbLWOro pecTopaH4YnKa, N ANa KpynHenwero npon3BoanTens
CYNepKOMMbIOTEPOB.

Y 3TON KHUIM eCTb U Apyras CToOpoHa. «CUCTeMbl, a He YNblIbKN» - rnacuT Ha3BaHue
ogHown 13 rnas. Cblo3/11 - MUOHEP KOMMbIOTEepusaunm B astTogene. Ero cotpyaHuku,
3aHMMaowmnecs obcnyxmsaHmem, paboTatoT BbICTPO UMEHHO MOTOMY, YTO HY>KHaA
[eTallb OKa3blBaeTCs B HYy>KHOe BpeMs B HYXKHOM MecTe - bnarogaps yHUKasIbHOW n
C/IOXKHOW NporpamMmme ynpasseHnsa CKaafoM. TOYHO Tak »Ke BbIbop 1 nogaya HYy>KHOM
KJINEHTY MaLMHbl U3 TMFAHTCKOW MapTun NPoOUCXoanT MrHOBEHHO - 6narogaps
OPYron KOMMNbIOTEPHOW CUCTEME.

Cblo3nn nsmepsaeT abconoTHo Bce (cM. rnasy 18 (#litres_trial promo)). OH nsmepseT
paboTy Kaxagoro. bosiee Toro, OH CTaBUT BCEX, BK/OYAA MONLLMKOB MalUMH, Ha
caenbHyo opmy onnaTel. Mpy 3TOM BO3HarpakaeHme gns paboTHMKOB HaXooUTCA
Ha 3a0061a4HOM YpPOBHE, N eCTb ele 6onbLIne BO3SMOXXHOCTU - HO 1 TpeboBaHMA
BeCbMa BbICOKW. B aBToueHTpax Cblo31/1a HET MecTa ManofyLWHbIM 1
HepeLwwunTeNbHbIM.



Kapn Cbtoan11 gaeT npoBOKaLMOHHbIE COBETHI MO NOBOAY /IMAEPCTBA, N0 NOBOAY
CO30aHNS BHELWHEN U BHYTPEHHEN aTMOCdepbl, 0 TOM, KaKON 3TUKN HaQo
npUaoepXMBaTbCA N KaK 0TMeYaTb ycnex nog4YnmHeHHbIX. OH TakXXe OTKpbIBaeT CekpeT
ycrnexa: BOPoBCTBO naen! MHoro net Ha3aa Cblo311 Aan pe3kni TOHOK pa3BuTuto
cBoero bu3Heca 3a cY4eT NPorpamMMmbl MOMCKA HOBbIX PELUEHUNI - HAYaB C MOoCeLeHNs
NIYYLINX aBTOLEHTPOB TOro BpeMeHun. OH Takxxe noacMaTpueaeT nagen y Marriott,
American Airlines, The Mansion at Turtle Creek, Chuck E. Cheese, Stew Leonard,
Neiman Marcus n MHO>XXeCTBa APYrUX KOMMaHUMN.

MeHs HeMHOro 6ecnokounT, 4To Kapa nopon NuweT Tak, 4TO CKaaabliBaeTcs
ollyLleHne nerkocTum, C KOTOpon OH BeaeT CcBou aena. Ero pacckasbl HAaCTOIbKO
KPaCO4HbI, YTO YaCTO OTBJIEKAIOT OT MYyAPbIX 1 TOHKNX COBETOB, KaCaloLMXCA HanMa,
onnaaTbl, MOTMBaLNWN, N3MepeHNs 3PPEKTUBHOCTN N APYrnx Bonpocos. OnmncaHue
o6oeB no 250 nonnapos 3a pyJIOH, KOTOPbLIMU OKJIEEHbI TyasieTbl aBTOLEHTPOB
Cadillac, MOXXeT 3aTMUTb pacCkKas 0 eXxeHEeBHbIX COBELLaHMAX MO KavyecTBY, O CXeMax
MonCKa NMPUYnH noeTopsaWwmxcsa npodbnem n o6 ycepaHom obyveHnm Cotodnna y
ANOHCKNX MAaCTEPOB KOHTPOJ1S Ka4yecTBa (OH NepBbIM MPUMEHUN NX naen n3 obnacTtu
NPon3BOACTBA B CEKTOpeE ycayr).

rOBOpFI KOpO4e, 3Ta KHNIra HaCTOJIbKO XXe Cepbe3Ha N paccyanTtesibHa, HAaCKOJIbKO OHa
yBJlekaTesibHa N Becena. Y Hee I'IpOCTOIZ A3blK, HO N1aBHaA MbICJZIb BOBCE He MpocCTa.

Apyraa npobnema: MHOrve Yntatesnnm MOryT noayMaTb, 4TO 3Ta KHUIra NMoCBSLLLEHA
TONbKO Toprossie asToMmobunamu. K 4ectm Cbtloss11a, OH HE UCMOJIb3yeT CBOK TpUbyHy
ycnewHoro busHecMmeHa gns nponoseaen o npobnemax rocyfapCTBEHHOMO A40Jra,
Kpusuce B chepe obpaszosaHusa nnm gaxke o Cola-sonHax. OH NnpuaepxnBaeTcs Toro,
4YTO OH 3HaeT. N A He Mmory npenctaBuTb cebe busHec, nnm busHecmeHa, nau
PYKOBOANTENA FOCYyAapCTBEHHOIO OpraHa, KoTopble He cMorau 6bl n3snedsb onsa cebs
BbIFrO4Y M3 3TON KHUMW. 9 NAaHMpyto NnogapuTb ee cBoMM Apy3bsaM B Hewlett-Packard w
Apple, po3HUYHBIM TOproeuaM, baHKMpaM N fa)Ke HECKOJIbKNUM CBALLEHHUKAM.

B 3TOM KHUre ckpbiTa NOJIHOLUEHHAA Teopusa ynpaBneHns 1 o6Ccny>XnMBaHNs KJIMEHTOB.
1 X04y NOATONKHYTb BaC K TOMY, 4T0OObl Bbl Yyrnybunmucb B YTeHue, yiablOHYUCD,
obaymanu - n Ha4yanm OencTBoBaThb.

To4yka oTc4yeTa



Mpo6sieMbl U BO3MOXXHOCTW XOPOLLUEro cepBuca

C Tex nop Kak lMon n s Havyanm paboTaTb Hag NePBbIM U3OAHMEM 3TON KHUIA, MHOI0€
n3meHunnocb. Hanpumep, cenyvyac 60NbLWIMHCTBO KOMMNAHUA NOHAIN HEOOXOAMMOCTb
npenocTaB/IEHNS XOPOLLEro CepBuca - UX KJINEHTbI HE OCTaBUAK UM Apyroro Bbibopa.

KnneHTbl cenyvac 6onee obpa3oBaHHbI, MHOrO NMyTELWEeCTBYOT 1 BUAAT 6onblue, 4em
Korga-nnbo npexxne. Kak pesynbTaT - Y HUX Bosiblue nMpuMepoB s cpaBHeHUsA. OHM
3HAOT BKYC HacTosALEeN paHUy3CKonM KyxHU. OHM 3HAKOT, Kak BbIrnaanT paboTa
NTaNIbAHCKOro MOopTHOro. OHKM 3HAlOT, 4YeM [O/KEH ObITb HAa4YMHEH aBTOMOOU b, YTOObI
OH OMpaBAblBan CBOIO LLEHY.

To »Ke camoe MOXXHO CKa3aTb 0 cepBuce. CerogHsLLHNE KNNEHTbI UMEIKOT ONbIT
Ka4yeCTBEHHOro o6Cny>XnBaHus, U OHO UM HPaBUTCA. OHM y)Ke NPUBBLIKJIN K HEMY.
Bonee Toro, oHn ero TpebytoT!

Tenepb Bbl y>Ke HE MOXKEeTe CKa3aTb KJANEHTY: «BbibnpariTe Mexay HU3KUMU LLeHaMn U
XOpoLKMM obcny>xnsaHmem». Ecnm Bbl 06 3TOM 3aMKHETECh, BaM OTBETAT: «XOTUM U
Toro un gpyroro!»

HeobxoaommMocTb npenocTaBsieHns xopoLwlero o6cnyxnsaHna CTaBuT nepen Hamu
uenbin pag npobnem, Ho BMecTe € TeM co3faeT u 6onbLie BO3MOXXHOCTeN. [laBanTe
NOroBOPUM N O TOM N O APYrOM.

Bo-nepBbix, npobaemsi.

Mbl CKJIOHHbI 06€eLlaTbh CAMLWKOM MHOM0. Xesas NnpefocTaBUTb Xopolluee
obcnyxmBaHme, Mbl 3a4acTyto obellaemM 4To-HMOYAb HepeasbHoe. A NOTOM, Koraa y
HacC He noay4aeTcs 3alyMaHHOE, HallW KJIMEeHTbl pa304apoBbIBAOTCS - NO MNpasy.

9To Halwa cobcTBeHHas BUHA. Mbl MOAHANN UX 0XXKNAAHUS CZINLLIKOM BbICOKO U He
caep>xasn CBOEro C/oBa, Tak YTO HeYero yanBnaTbCsA HEA0BOJIbCTBY NMOKynaTenen.
CoBEpPLUEHHO HEe Ba)XHO, YTO HalIN HaMepeHUs bblIn NCKPEHHUMKU. PaKT TOT, YTO Mbl
3TOro He caoenanu.



Mbl 0OJ/IKHbI YCTAHOBUTb BbICOKWE, HO PeaJIMCTUYHbIE OXKUAAHNA TOr0, KaKOW YpOBEHb
cepBUCa Mbl MOXXEM NPefocTaBuUTb. [MOTOM Mbl AOJIXKHBI CAenaTb BCe, 4To obelwanu, un,
BO3MOXXHO, flaxke 4yTb bonble. (FTnaa 4 (#litres_trial promo) o6bACHAET, Kak Mbl 3TO
MOXKeM caoenaTb, a rnasa 13 (#litres_trial promo) nokasbiBaeT - MOXeT ObITb,
HEOXWAAHHO, - YTO KJIMeHT He Bceraa npas.)

Bbl HE CMO)XEeTe OrpaHMNYNTLCS YaCTUYHbIMKU yay4dweHnamin. Ewe B 1980-x rogax
PO3HMNYHbIE NpoAaBLbl HA4Ya M NMOHNUMATb, YTO HauxyLwee MecTo HaXoAUTCH B
cepeaunHe. Ecnn Bawn UeHbl «cpeaHne», HANAEeTCs KTO-TO, KTO NPeaIoXUT LieHbI
Hwxe. Ecnn Bawin ToBapbl HEMJoxXme, HangeTca KTo-TO, KTO NpenyioxXuT
NPeBOCX04HOE KavyeCTBO. Tex, KTO Aep>Kancsa cepefuHbl, BITECHUAN C PbIHKA.
(BcnmoMHUTE ceTn yHMBEepMaroB, KOTOpbIX BosibLue HeT.)

To »xe camoe NpoucxoauT cenyvac n ¢ cepucom. OBCny>XKmMBaHMe YPOBHSA «ConaeT U
Tak» He npuHeceT ycnexa. Tenepb Mara3unHbl Tuna Wal-Mart n Home Depot
NpefoCTaBIAOT BbICOKNN YPOBEHb 0OCNY)XMBAHUSA, U KOMMaHUW, NpogatoLme
JIIOKCOBbIE TOBapbl, KOHEYHO, He caesiann CBOWU CTaHOapTbl MeHee CTPOrumu.

Korpa nesno noxoguTt o0 npefocTaBsieHnsa ycnyr, y Hac HeT Bblbopa. Mbl J0J1XKHbI
nnbo ynydwaTtb obcny>xmBaHue, nMbO 3aKpbiBaTh JTaBOYKY.

Tenepb nMnoroBopmMM O HOBbIX BOSMOXHOCTAX.

«KavecTtBo» BpeMeHU. FoBopuaun, 4T1o Bpems B 90-x rogax CTaHeT BaJIlOTON. ITO
OKa3a/10Cb NpaBaon. KNneHTbl He TONbKO XAy T 6051ee KayeCTBEHHbIX MPOAYKTOB U
YyCNYr, HO U XOTAT NMoay4YaTb nx beicTpee n npotue.

YT06bl yCcneTb BCE: paCTUTb AeTen, nobutb, paboTaTb, 3aHNMATLCA CMOPTOM,
oTAbIXaTb, - HAM HY>XHO Bosiblue BpeMeHu. MNMpouBeTaTb ByayT TONLKO TE, KTO
paboTaeT bbiCTpee n nyyuie.

Ba>XHOCTb »KenaHui. Mbl MOHAMN, YTO Y HAC eCTb TOJIbKO OANH CNOCOb OTAnYaTbhCs OT
APYrnx, N OH 3aKJ4eH B Hawunx paboTHnkax. Begb BCce hupMbl MMEOT AOCTYN K
OAHVM 1 TEM XKe UCTOYHUKaM KanuTana. MHHoBauum MoryT 6bITb CKONMMPOBaHbI Ha
cnenywoulee yTpo. Jliobble Hy>XKHble TEXHOJIOMNM BHEAPSAIOTCSA MO MaHOBEHUIO pyKU. Tak
4YTO KOHKYPEHTHOE NPEeNMYLLLECTBO MOIyT CO34aTb TOJIbKO HalLW 0AMN U CEPBUC,
KOTOPbI OHN MpenoCcTaBAsAOT.



Ho HaeM Xopowmnx n yMHbIX COTPYLOHUKOB - 3TO eLle He BCe. DTO Ba)KHO, U 3TOMY
Ja>ke nocesuleHa 3Ha4YnTeNlbHaa YacTb Hawewn KHuru (pasgen lli
(#litres_trial_promo)), Ho 3TOro y>ke He[oCTaTO4HO.

MpoBOASA NHTEPBbLIO C KAaHAUAATAMU, Mbl AOJIKHbI UCKATb «)KeNawmnx» noaen. OHun
Ha camoM fgene XenatoT paboTaTb y Hac? U, 4TO eLle BaXKHee, OHM Ha CamMoM aene
»enatT 3ab0TUTbCA 0 HALIUX KINEeHTax?

Ecnn 3To Tak, To Haw 6bu3Hec cTaHeT He ToJIbKo 6bonee NpubbisibHbIM (CM. rnasy 34
(#litres_trial_promo) v rnasy 36 (#litres_trial_promo)) - oH cTaHeT npoLue n npuHeceT
Ham 6osiblle yOOBONLCTBUA. HTO MOXeT bbITb NpuaTHee, YeM paboTa C YMHbIMU
nogbmMun, pasgensowmmmn sawm B3rnagbl? Korga g cobmnpatrck Ha paboTy B cybboTHee
yTPO, MOS XKeHa Bcerga Apa3HUT MeHs: «Tbl ngewb He paboTaTb. Tbl naeLwb
pa3BnekaTbCA». OHa NpaBa. A 4eNCTBUTENIbLHO HaCca)K4acCb paboTon ¢ Taknmm
3aMeyaTesIbHbIMU KOJI1eraMu.

KakK Mbl MO)XeM CTaTb Niydlle. Kak co3faTb Takoro pofa oKpy>eHue? XoTa g caM
yynncs B KKD)KHOM MeTOAUCTCKOM YHUBEpPCUTETE, A XoTen Bbl MOXBannTb NapHeEn 3
YHuBepcuTteTa Texaca.

Okoso 25 net Hasapg oHU nposenn nccnenoBaHue, 4TOObI BbISCHUTb, 4TO CAENaN0 CTO
CaMbIX yCneLlHbIX nonen nx wraTta TakuMum ycnewHsimu. U Obinn yaOnBJie€Hbl TEM, KaK
Mano obiero Mexxay HuMmn. OgHu Oblnn xopownmMmnm CtygeHtTamMmum B OTJINHHbLIX By3aX -
TOoroa Kak gpyrume c bonbwnm TPyOOM MNoay4Hnsinm BbicLlee o6pa3OBaH|/|e. Tonbko
HebonbWwasa 4YacTb npouncxognmia m3 boraTbix cemen. PakTmnyeckn obwmm BbIIO TONBKO
O[HO: BCe OHW NpoOBesIN MHOIro BpeMeHu C ycnewHbiMu nloabMu. pyruMmm cnosamu,
OHWN HaYy4YNINCb ObITb ycnewHbIMN.

Mbl He MOXKeM NO3BONINTbL cebe NpeKpaTUTb YYMTbCA. 3HAHUA YenoBeYecTBa
NOCTOAHHO YMHO>XAOTCA, N €C/IN Mbl HE NAEM B HOI'Y CO BPEMEHEM, TO HE CMOXXEM
0CTaBaTbCsA KOHKYPEHTOCNOoCObHbIMK. Jlnwb NpoaoKas ceoe obpa3oBaHue, Mbl
MO>XEM YJIYYLINTb Hally Kapbepy, Hally CMOCOOHOCTb MbIC/INTb N Halle
6narononyyme. Haw MO3r NoxoxXX Ha MycKyJsbl. EMy TpebytoTcs ynpa>kHeHus.

NTakK, 4To )Xe B CyxoM ocTaTke? Hanante paboTy, KOTOpas BaM HPaBUTCSH, KOTOPYIO
Bbl BOCMPUHMMaETE KaK Urpy N rae eCTb BOSMOXXHOCTb PacTU N YHUTLCS Y BEJINKUX
ydyntenen. NMotom ybegntecs, 4To Bbl 3ab0oTUTECH O TeX, KTO paboTaeT BMecTe C BaMu,
1N 0 BalUMX KJINEHTAX.



HecaTb 3anoBenen obcnyXMBaHNA KJIMEHTOB

1. SACTABJIANTE NX BO3BPALLATbLCA.

CI'IpaLLII/IBaIZTe KJIMEHTOB O TOM, Yero OHW XOTHAT, U AaBanNTe UM 3TO CHOBa U CHOBA.

2. CUCTEMBDbI, A HE YJIbIBKN.

To, 4TO Bbl FOBOPUTE «MNOXKANYACTa» U «Cnacnbo», BOBCE HE rapaHTUPYeT TOro, Y4To
Bbl AeslaeTe paboTy NpaBUSIbHO C NepPBOro pasa. TOJIbKO CUCTEMHbIV NOAX0A MOXeT
rapaHTMpoBaTb 3TO.

3. OBELLUAMNTE MEHbLLE, OENANTE BOJIbLLE.

KnneHTbl XX4YT, 4TO Bbl COEPXUTE CBOE CJI0BO. I'IpeB30|7|p,|/|Te NX OXXmnaaHums.

4. KOI'A KNNEHT O YEM-TO MPOCWUT, BALL OTBET BCEI A - «[A».

Tou4ka.

5. YBOJIbTE BALLUNX KOHTPOJIEPOB W BECb OEMAPTAMEHT OTHOLLUEHWI C
KJIMEHTAMMW.

Ka)xabln paboTHMK, 0OLLAIOWMACA C KITIMEHTaMN, A0JIKEH UMETb MOJIHOMOYUA A5
pa3bopa »xanob n peweHna npobraem.

6. HET )KAJIOB? YTO-TO HE TAK...

nOOU_lpFIVITe KJINEHTOB roBOPWMTb BaM O TOM, 4YTO Bbl AeslaeTe HerNnpaBuJibHO.

7. N3MEPAWTE BCE.

CDyT6OJ'IbeIe KOMaHAbl 3TO AenaloT. Bbl TOXKe OO0/IXKHbI MOCTYNaTbh Tak.



8. 3APINIATbI HECIMPABELJINBHI.

Mnatute NOAAM Kak NapTHepaM.

9. BALLUA MAMA BblJIA TTPABA.

[leMOHCTPUpPYNTe yBa)keHne K Noasm. byabTe Bexxnmsbl. 3To paboTaeT.

10. «AMOHN3NPYUTECb>.

Y3HanTe, Kak OeNCTBYIOT ay4dwne. BHegpute y cebsa nx cuctemy. Notom yny4ywmTe ee.

MpepynpexneHne.OTn OecAaTb NpaBu He CTOAT HU FpoLla... KpOMe Tex C/ly4aes,
Koraa Bbl nosiy4aeTe npubbinb. Bbl 4onxHbI 3apabaTbiBaTbh AeHLIN, YTOObI
oCTaBaTbCA B BM3Hece n NpefocTaBnaTb xopolwee 06cnyxmnsaHume.

To4yka oTcYeTa: Bbl XO0TUTE BbITb I'IepBbIM?

AnoHubl - NpeBoCcxoaHble xo3geBa. Korga s 6611 B TOKMO Ha aBTOLLOY, BCE, C KEM 4
BCTpeYasncs, OblIM HAaCTONbKO Nt06E3HbI N FTOCTENPUNMHbLI, 4TO MHe BbIJ10 TPYOHO
COBMECTUTb TaKYH BEXJINBOCTb AMOHLIEB C X arpeCcCUBHOCTLIO B BusHece.

1 HAKOHeL, NoHAN, B YeM [es10, TOJIbKO Ha cTeHAae Toyota, Korga ycablwan
06BbACHEHNSA MOJIOA0r0 SMOHCKOIO MHXXEHEpPa 0 TOM, YTO UX Liesib COCTOUT B TOM,
4T0ObI ObITb «MYMbBaH», TO €CTb «KHOMEPOM MepPBbLIM», CaMblM 60JIbLLUNM, CaMbIM
NyYLWnM,

A cnblwan 3Ty hpasy HEOAHOKPATHO, BE34eE, rae MHe A0BesIoCb NobbiBaTb. «3TO
KpynHenwunm 6aHk Mmmpa», «3T0 KpynHenwas bpokepckasa mpma». 1 KOHEYHO, Mbl
MPUCYTCTBOBAJZIN Ha KPyMNHeWLWeM aBTOLLOY B MUpe.

MockonbKy A U3 Jannaca, 9 c4UTaa, HTO UMEHHO TexacuaM NMpuHaonexxXuT
9KCKJIIO3NBHOE MNpaBo ObITb CaMbIMK BOLLLINMN U CaMbIMU NydwmnmMn. Ho 3To yxxe He



Tak. Ham npuaeTca Kak MUHUMYM NOAENINTbLCSA 3TUM NpPaBoM. ANOHCKOEe CTpeMJiIeHne
ObITb NEPBbLIM HOMEPOM (KOTOPOE, KAaXXEeTCs, HanpaB/seT BCe, YTO OHM AenatoT)
NO3BOJINIO UM OTHSATb Y HAaC 3HAaYUTESNbHYIO YaCTb 3TOro TUTyNa. «M4mbaH» - 310
pelwanLwWwmnin hakTop Ux ycnexa.

N Hawero ycnexa Toxe.

Camas Ba)kHas Bellb, KOTOPYIO Mbl CaAeslaJin 3a BCe BpeMA CyLLeCTBOBaHNA HallnX
NnATN aBTOLUEHTPOB, - 3TO peweHne ObITb nyHwunmMmn, 3a40/ro o Toro, Kak 4
BCTpeTnsicd ¢ MOMMN HOBbIMU OPY3bAMU N3 AnoHnKn, KoHuenunsa «m4ynbaHa» bbina
Ba>XHa 014 MeHA.

A npucoeanHunca Kk Sewell Village Cadillac B 1967 rony, nocne Bo3BpalleHns U3
apMmun. B To Bpemsa B Jannace 6b1s10 Tosibko Tpu gunepa Cadillac, n mbl 66111 Ha
TpeTbeM (To eCTb NnocsiegHeM) MecTe Nno npoaakam. ITo MeHsA KpanHe 6ecnokounno. 4
xoTen 6bITb HOMEPOM MepBbIM.

A Torga 3TOrO euwe He NOHUMas, HO 3TO pewleHne Bbl10 NOBOPOTHLIM MOMEHTOM AJ1S
Halwen KoMnaHun. Npexae 4em gake HavyaTb AyMaTb 06 yay4weHnm obcnyxmBaHus
KJIMEHTOB, Bbl OOJIXKHbI ONpeAennTb, HACKOJ/IbKO XOPOLUMM Bbl XOTUTE BbiThb. Mbl
cobpanuck 6bITb NepBbIMUA.

9TO pelleHne B KOHLIe KOHL0B CAeNasio XXN3Hb NpoLLEe, BEcesiee 1 onpeaesieHHo
borayve.

MpoLlie NOTOMY, 4HTO OHO NMPEeKpPaTUIO MacCy CNOPOB. Tenepb BCE AUCKYCCUN
OCTaHaB/INBAOTCS Ha OAHOM BOMPOCE: eC/IN Mbl 3TO CAe/laeM, Mbl CTaHEM Ny4ywe?
Ecnun pa (1 ecnm ecTb pasyMHbIN CNOCOO BbINOSIHNTL 3TO), TO Mbl 3TO CAEAEM.

Becenee MOoToOMYy, 4HTO HAMHOIO NMpnAaATHee pa6OTaTb c aMrogbMun, CTpeMALIMMNCA K TEM
)Ke CaMbIM uenaMm. Te, KTo He BEPUT B TO, YTO Mbl OOJI>KHbI ObITb nydwinmmn, y Hac
HaOoOJIro He 3a4epP>XNBaloTCH.

N 6orayve NoToMy, 4TO Tenepb KJMEHTaM HPaBUTCA TO, KakK UX 0B6CNY>XNBAIOT, N OHU
obpallaloTca K HaM NOBTOPHO. BMeCTOo NOKYNKM y Hac ogHOM MawunHbl 1 6eccnenHoro
NCYEe3HOBEHNS KJIMEeHT BO3BpallaeTCa BCeraa, Kkorga eMy Hy>KHa HoBasi MmawwnHa. B
Te4yeHue CBOeN XM3HM OH 3anaTUT HaM o4eHb MHoro - 332 000 gonnapos, ecnm ObITb
TOYHbIM.



Yepe3 HeKoTopoe BpeMsi 3TOT cnocob BeneHns 6GusHeca CTaHOBUTCS
caMonoaaep>XXnBamLmmcs.

* ECcnin Bbl XOpoLwio o6paL|_|,aeTer C K/IneHTaMm, oHU 6yﬂ,yT K BaM BO3BpalLlaTbCH,
MOTOMY 4HTO Bbl M HPaBUTECH.

* ECnu Bbl UM HpaBUTECh, OHW MOTPaTAT bonblue AeHer.

* Ecnm OHM TpaTaT bonblue geHer, Bbl 3aX0TuUTe obpawaTbCca ¢ HAMKU nonyywe. (Kak
He yroanTb YesI0BEKY, KOTOpbIN cobmupaeTca 3annatuTb Bam 332 000 gonnapos!)

* Ecnn Bbl obpallaeTecb C HUMU XOpoLlo, oHN ByayT Bo3BpallaTbCsa K BaM. Kpyr
3aMKHYJICA.

YenoBekoM, KOTOPbIA MOMOI MHE pacCYNTaTb HAaCTOALLYIO CTOMMOCTb KJiMeHTa, Obin
Tom MNMuTepc. OH BCe BpeMsA HacTamBasl Ha TOM, 4TOObI Mbl MpNAepP>XMBaINCh Hallero
Kypca v 6bi1m BamxKe K KNneHTamM.

Ho y MeHS$ yLI10 N0BO/IbHO MHOIO BPEMEHU Ha TO, YTOObI MOHATL, Kak 3TO cAeNnaTb Ha
npakTuke. Bce, 4To A 3HaN BHavasne, - 3TO TO, YTO Mbl AOJ/IKHbI CTaTb JIyYLIUM
aBToUEHTpoM B [lannace. I ons 3Toro, Kak st CKOPO MOHSAJ, Mbl AO/IXKHbI ObI/I HAUTY
cnocob anddepeHLMpoBaTb cebsi OT KOHKYPEHTOB.

CHavana 4 OyMaJ, 4HTO Mbl MOXeM ObITb AeweBsie BCEX, HO Ha CaMOM Jene 3TO COBCEM
He To, 4yero xo4yeT 60NbLUMHCTBO Ntoaen. KoOHeYHOo, Ka>kabl X04eT 3aKJII0YNTb
BbIrOAHYIO COEJIKY, HO LeHa O4eHb penKo 4aBJideTCcda eaMHCTBEHHbIM KpUTEepmnem.
[Mocne noceweHMs pecTopaHa Bbl BPAL JIM TOYHO NMOMHUTE, CKOJIbKO CTOUIN 6niona,
HO Bbl MOMHWUTE, MOHPaBMJINCb OHWN BaM NJIN HET.

Kpome Toro, Hesb3s1 KOHKYPUPOBaTb TOJIbKO MO LeHe. He3aBUCUMO OT TOro, CKOJIbKO
Mbl 3aMpPOCUM, KTO-TO Bosiee yMHbIN (Hawegwmun cnocob bbiTe Bosiee 3hPeKTUBHBIM)
nnun 6onee rnynbin (NPOCTO He 3HAOLWMIA CBOUX 3aTpaT) 3anNpoCuT Ha A0JJ1ap MEHbLUe,



NTakK, ueHa He 6bina peweHeM. Torga s MONbITanCa MOCMOTPETb Ha Hally KOMMaHWUIo
C TOYKWN 3peHns KNMeHToB. N noHan, 4To 60abWNHCTBO noaen Boobuie He nobunn
NMeTb AeNo C NnpoaaBuamm asToMmobunen. OHM oXXMaaan NoceleHns aBTOLEHTpPaA C
TaKuM Xe YYBCTBOM, C KakuM cobnpanncb K CTOMaTONOry.

7 3Han aTo MHTYNTMBHO, HO HE 3HaJl1, No4YeMY TaK NMpPponcxoanT. Torpa Mbl CTanu
cnpawmBaTb KJINEHTOB, MO KakKM NMpmn4nMHam oHM He nobAT MMeTb C HaMWN AEeNo, N OHU
BblCKa3aJin CBOE MHeHne - NHOoIrga He CcMArdad Bblpa)KeHI/IVI.

OHM rosopuamn, 4To Bpems paboTkl (06bI4HO € 8 A0 15 YacoB Cc NoHeAenbHUKA Mo
NATHULY) A8 HUX HeyaobHOo. OHM cHYMTaNn, 4TO HEKOTOopble Hawmn PpaboTHUKK rpybsl,
OHUN HEeHaBMOENN oCTaBaTbCA 6€3 MallnHbI Ha TO BpeMs, Noka OHa bbina Ha
obcnyxnsaHum; n 6onbLUe BCEro MM HE HPABUJI0Cb BO3BPaLLAaTbCA MO HECKOJIbKY pas3
Ansa Toro, 4Tobbl PeMOHT 6bl1 HAKOHEL-TO BbIMOJIHEH NPaBUJIbHO. HeKoTopbIe
OTMEeTUAN AaXKe, YTO NOJ1 Yy HAaC YNCT He HACTOJIbKO, HAaCKOJIbKO CsieaoBasio Obl, a
Mebenb BbIrNSANT N3HOLWEHHON N He 04eHb yaobHa.

Y HUX He bbINo KOHKPETHbIX pEKOMeH,EI,aLI,I/IVI no yaydyuweHumto, Ho BOT Mpo To, 4TO UM He
HPaBWNJI0OCb, OHWN TOBOPWJIN BMOJIHE onpeaesieHHo. OHn roBopujin 0 TOM, 4TO ONA HNX
Ba>XHO, - W TeéM CaMbIM OaBaJin ornpeageneHne BblaarolleMycqda Ka4eCcTBy cepBuCa.

KaK TOJIbKO Mbl MOHAIN, Yero XOTAT HalW KJINEHTbI, Mbl pelwnan gaTb UM 3TO - BeAb
eCc/In UM NOHPAaBUTCA UMETb C HaMW OeN10, OHU NepecTaHyT Ha HaC OCKaJIMBaTbCA U,
BO3MOXXHO, ByAyT NPMXOANTb K HaM Yaule. Mbl Ha4ann C NpenoCcTaB/eHNs UM
becnnaTHOM BPEMEHHOW MalUWHbI, MOKa UX aBTOMOOMb HAaXOANTCH Ha
obcny>xmneaHun. CnepBa y Hac 6b1210 NATb TAaKUX MalUMH, HO CO BPEMEHEM Hall Mapk
BblpOC 00 257.

Halwwn KNneHTbl Tak>Ke roBOpuan, 4TO HE MOHMMAIOT, NOYeMYy Mbl He paboTaem no
cybboTam, - Beb Apyrne marasmHbl B 3TO BpeMs OTKpPbITbl. B Havane 1970-x HM ognH
aBTOMOOW/IbHBLIN AuNep B HawemMm wTaTe He paboTan B cybb0Ty NoOAHLIN A€Hb. Mbl
nonpoboBanu caenaTb 3TO, N B MEPBbIN Xe YUK-IHA ABaduaTb NATb YesI0BEK
nobnarogapuam Hac. U, 4Tobbl caenaTb UX XXN3Hb elle NpoLle, Mbl YBENYWUIIN Halle
pabo4yee BpeMsA - Tenepb Mbl OTKpbIBaeMca B 7.30 1 3akpbiBaemcs B 20.00.

Ho HekoTopble Bewmn caenaTb 6b1J10 HaMHOro TpyaHee. Kak rapaHTMpoBaThb, YTO
paboTa 6yneT BCceraa BbiMOJIHEHA NPaBUJIbHO? Kak COKpaTUTb BpeMs, KOTOpoe
KJINEHTbI BbIHY)XAE€Hbl TPATUTb B aBTOLEHTPe? KaK UCKIOYNTbL BCE BO3MOXKHbIE



I'Ip06ﬂeMbI, C KOTOPbIM OHUN MOTYT CTOJIKHYTbCA, MeA Oesio C HamMun?

Ham Hapo 6b1s10 pa3spaboTaTb YHEeTKYIO CUCTEMY - HO KaK? f NbiTasncsa NOYepnHyTb
CBefeHUs U3 BCeX AO0CTYMHbIX NCTOYHUKOB — KHUMU, XXYPHaJbl, KOHCY/IbTaHThl, - HO
HNYTO He fasio Takoro adpekTa, Kak noceleHme ycnewHblX KoMnaHun. Ml
obwannce C NoabMn U3 aBTOMODUNBLHOW MHAYCTPUNK, a elle bonble NOACMOTPENN B
oTenax (Marriott m The Mansion on Turtle Creek), pectopaHax (McDonald’s n Lutece),
aBmakoMnaHumax (American n Southwest). Mbl XoTenn 3HaTb, KaK Y HUX MNoJly4aeTcs
npefoCcTaBNATb MPOAYKTbI N YC/IYrM HEM3MEHHO BbICOKOIO Ka4ecTBa.

Mbl Ha4aNM C HaWKX Koaner - NpoAasLOB aBToMobunen. Mbl NO3BOHUIN HECKOJIbKUM
[ecaTKaMm fiogen B Halen MHOYCTPUKU 1 CMPOCUAN UX, KTO NpodaeT asToMobunm
nyduwe Bcex. [NoceTuB BeayLme aBTOLEHTPbI 1 MOrOBOPUB C NI0AbMW, KOTOPbIe TaM
paboTann, Mbl NOHANN, KaK BeAYyT Aefa y4ywune B CTpaHe annepsl. Mbl 3agaBanu
BOMPOCHI, (poTOrpapupoBasn N KONMpoBasan BCe YTO MOIJIN.

Mbl N03anMCTBOBa N Maccy noen. Mol adanTnpoBaJin UX N B HEKOTOPbIX CJ1yHandaXx
Oa>xe yayduwnian, Ho CaMblie yaadHbl€ MbIC/IN MNPULLNIN OT nonen, c KOTOPbIMA MbI
BCTpEHaInCb, N OT I'Ipeﬂ,l'lpl/lﬂTl/IIZ, KOTOpPbIE Mbl MOCETUJIN. I3Tn npgen ctann onsa Hac
nyresogmTtesieMm.

HakoHeLl, pa3paboTaB BCe Hy>XHble HaM CUCTEMbl, Mbl CMOIr 1M Ha4YaTb NPOrpamMMmy
NOCTOSIHHOW MPOBEPKWM TOro, Kak pa3BMBaeTCs Hall BU3HeC, N TOro, HaCKOJIbKO Mbl
npubnmxxaemcs K Hawen uenn - 6bITb NyYWNUMU, - NOCTOAHHO CNpallnBas KJMEHTOB O
TOM, Yero OHU XOTAT, U AaBas UM 3TO.

Bce 310 6€3yMHO TpyaHO. Ha BCTpeun yxoanT Bpems, 1 elie 6onblie ero yxoauT Ha
TO, 4TOObI 3aCTaBUTb YyXXne naen paboTaTb Ha Hac. Ho, pa3 y>XX Mbl nocTaBuan cebe
Lenbio 6bITb NEPBLIMU, HY)XHO MATU Briepes.

A1 Xo4y NMoka3aTb BaM, Kak Mbl yrpaBJisieM CBOMM BM3HECOM, 1 HaAelCb, YTO 3TO BaM
NOMOXKeT, - paboTaeTe N Bbl B 60/1bLLON KOMMAHUN UK TONIbKO Ha4YMHaeTe HOBOE
neno. B KoHLe KOHL0B, ecnu Hal noaxon K 06CyXXUBaHUIO KIMEHTOB Caenan
NPUATHBLIM la)Xe Takoe [iesio, Kak NpoAarka aBTomMobunen, To BO3MOXXHO BCe.

|. CnpocuTe KJIMEHTOB O TOM, YEro OHU XOTAT, U AalTe UM 3TO



MnaBa 1. KnneHTbl caMu NoACcKa)KyT BaM, Kak obecnevymBaTb XOPOLNA CEPBUC

Mbl HEe OeflaeM HUKaKUX NPeanooXeHUN.

Hanpumep, y Hac HET YCTAHOBJIEHHbIX MPaBUJI O TOM, YTO KJIMEHTA HaAo
NOMPUBETCTBOBATb B TEYEHME TPUALLATUN CEKYHA UM 4TO TenedoHHY TpybKy Hano
NOAHATL HE MO3)Xe YeM Ha BTOPOM 3BOHKE. MoaobHble npaBuia co3aalnTcs JoAbMU,
npennonaraloWmnMn, YTo OHM 3HAIOT, Yero XoTAT Apyrue. Mbl He Npeanosiaraem
HMYero. Mbl NbiTaeMcs y3HaTb BCE Yy CAMUX KNIMEHTOB. Ecnin Bbl agnTe nm
BO3MO>XHOCTb MOrOBOPUTb M Y BaC XBAaTUT BOJIN UX BbICAYLLIATb, OHM CaMU PACCKaXyT,
4yero OHU XOTHT.

B Hawem busHece (Kak 1 B 60bLLINHCTBE APYrnX) obLLENPUHSATON SABASIETCSA MbIC/b O
TOM, YTO KJINEHTbl HEHABUAAT, KOra NMpoAaBLbl UX aTaKylT HEMeIeHHO, e1Ba OHU
BXOOAT B ABEPb. Halln KOHCY/IbTaHTbI FOBOPUM, YTO CaeAyeT No3BOJINTb KJIMEHTaM
NOrynsaTb Mo TOProBOMY 3asy MUHYT NATb «A158 aKKJIUMATU3aALUN», MPEXae YeMm K
HMM MoAoNAeT KTO-TO U3 NepcoHasa. S 3Hat HECKOJIbKO aBTOLLEHTPOB, FAe 3To
NMpaBn0 YCTAHOBJIEHO 1 CTporo cobntogaeTcs.

Ho 3a BCce Mmou roabl B aBTOMOBUNLHOM BusHece 1 Hin a3y He Cablwan HN oaHom
»anobbl Ha TO, YTO HaLIW nponasBLbl Oblnn arpeccmBHblI. HaI'IpOTVIB, A noaydnmn
C/IMLLKOM MHOI0 Nncem oT Ntoaen, KOTOPblE CHNTAJIN, HTO Mbl Obl/I HEJOCTATOYHO
BHMMMaTeJIbHbI.

OTcrofa BbIBOA: HET CMbIC/1a CNyWaTb, YTO FOBOPAT KOHCYJ/IbTaHTbl UK KTO-TO eLle o
TOM, KaK BaM cjieayeT NpmnBeTCTBOBATb nocetutenen. EANHCTBEHHOE, YTO BaXXHO, -
3TO TO, 4Yero XOoTAT CaMU KJMeHThbl. X n Haao cnpalumBaTh.

KoHeL, 03HaKOMUTEsIbHOro (pparMeHTa.



Kynutb: https://tn.knigapoisk.com/pol-braun/klienty-na-vsyu-zhizn-kupit
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