Annotation

MapkeTuHr  ycayr — ofHa U3  Haubosee  C/IOKHBIX — cdep
npoeccOHa/bHOM JesiTe/IbHOCTH.

Bbl He MOXeTe JOTPOHYTbCS [0 OCHOBHOTO TOBapa CBOel KOMITaHWUU,
YCJIBILIATh €ro WM YBUJETh. .. Tor[a Kak ke ero rnpofiatb, CTUMY/IUPOBATh COBIT,
yBeuurMBaTh uucao Tnpopax? Kuura ['appu bekButa, ocHOBaHHasi Ha
JBa/ILIATUTISITU/IETHEM OTbITe pabOThl aBTOpa C ThICSTYaMU TIPO(heCCHOHATBHBIX
OW3HeCMeHOB, [IOHOCUT [0 uWTaTesiedd MapKeTWHTOBble 3HaHHUS 4Yepe3
pacCMOTpeHue TMpaKTUUYeCKUX TpUMepoB paboTbl KakK KpPYMHBIX KOMITaHUMH,
Takux Kak Federal Express u Citicorp, Tak ¥ HeOO/BIIMX YaCTHBIX TIPEATNPUATHH.
KHura nakoHWYHa, yB/ieKaTe/bHa U COAEP)KUT COTHU MPAKTUUHBIX U JIETKUX [JIs1
peanu3aluM TpUEMOB W CTpaTerui, KOTOpble WCIONb3YIOTCSI B cdepe
MapKeTHHTa yCIyT.

KHura oprueHTHpOBaHa Ha CIEIMa/JMCTOB B 00/1aCTU MapKeTWHTa YC/yT, a
TakK)Ke CTY/IeHTOB U Mpero/iaBaresieil 5SKOHOMUUeCKUX By30B.

T'appu bekBuT

[IpeayciioBrie K DYCCKOMY M3IaHUIO

[IpeaucioBue

BBenenve

HernpaBunbHOe MipeacTaB/ieHre 0 MapKeTUHIe YCIYT

Mup B 0)XUJaHUU
OddekT Jlelik-YoberoH: 3aBblilleHHAs CaMOOIIEeHKa

OTU T/IaKaThl COBCEM He CMEIIHbIE

[TyCTh Balll K/IMEHThI YCTAHABIWBAIOT BalllM CTAHIAPThI

[1noxure HOBOCTH: BaM NIPUIETCS KOHKYDUPOBATh C YoiToM /IucHeemM
OddexT 6aboukm

babouka 1o nmeHu Pomkep

Ommbka OTKPBIBAET I1epe/i BAMU HOBbIE BO3MOYKHOCTH

Co3naHue pekiaMbl — JIaKMycCoBasi OymMakka Or3Heca

B3net u nagenue Delta Airlines. 1985-1995

BbITh IYUIIAM WU ObITh ADYTUM?

IIepBOe NpaBUIIO MPY MJIAHUDOBAHUM MapKeTHUHIa
Bo3moxkHag ycoiyra

AEDKE Ballll OI13KUe ADY3bA HE CKAXXYVT BdAM 3TOI'O




Ho oHu GyayT rOBODUTH 3a Ballle CIIMHON
3auem Hy>KeH Orpoc?

[IpuHiun JlerrepmaHa

OTKpPOBEHHO rOBOPSI: OTPOC 10 TejedoHy
OayH BONpOC, KOTOPBIM HUKOL/A He C/ie/lyeT 3a7aBaTh
[[enieBbIe TPYIIILI HE paboTaroT

MapKeTUHT — 3TO He OTAel
MapkeTHHroBasi 6IM30pYKOCTh
TyHHe/nbHbIN 3D dekT

HaunwTe ¢ ceGs ¥ CBOMX ITOAUYMHEHHBIX
Kakoro 11BeTa napauitor Baliey KOMIIaHWum?
UYeM BBI Ha CaMOM Jiejie Topryete?

Yero He 3HaeT OOJILIIMHCTBO CHEIHATHCTOB
KT0 oH, Baii KanueHT?

C KeM Bbl Ha CaMOM JieJie KOHKYpUpyeTe?
Hanecute vM yziap Tam, rae ux HeT
[TpenmyiilecTBa OLICTPOM alanITALIAN
W3yuuTe Balliy TOYKHA COMIPUKOCHOBEHUSA
JKW3Hb 110X0Ka Ha KOy

[1py3 3pUTENbCKUX CUMIIATUN

3abnykaeHue: BbI 3HaeTe, UYTO TOTOBUT Oy/yiiiee
3abnykaeHvie: Bbl 3HaeTe, Yero Bbl XOTUTE

3abyKIeHKe: TIaBHOe — CTPATerus

3abny>xieHre: HaJI0 MPUAYMAaTh AYYIITNA MPOIVKT

3abmyKaeHre:  Bpems i 3TOr0 _ellle He MPUIII0 _ (3abayKaeHue
«KaMeHHOro Kojieca»)

386H5ZMEHI/IEZ TeprieHye — 3TO QO6QOQET€J’IB (IIpaBU/IO aKyJIbl)
386H5ZMEHI/IEZ HaJ0 MBICJIWUTHb PA3YMHO ([IPUHIINII K|za6a)

3abnykaeHre QTHOCUTEILHO HAaYKU Y HayYHbIX JaHHbIX
3abnyKaeHrie QTHOCUTEIbHO PabOUMX TPYII

3abnyKaeHrie QTHOCUTENILHO MaMsATH
3abnyKaeHrie QTHOCUTE/ILHO OIbITa
3abnykaeHrie QTHOCUTEILHO YBeDEHHOCTH
3abnyKaeHre: COBePIIIEHCTBO eCTh COBEPILIeHCTBO
3abnyxaeHue: Hey/laua eCcTh Heyaaua
3abny>xieHrie OTHOCUTEIbHO SKCIePTHOM OLIeHKH
3abnyKaeHre OTHOCUTEILHO aBTOPUTETOB

3a6ﬂyMEHI/Ie OTHOCHUTEJILHO 3/1IDABOT'0 CMLIC]Id
3a6ﬂyMEHI/Ie OTHOCHUTE/ILHO Cyl!b6bl




L[a. KOHEYHO, HO MH€ 3TO HDABUTCA

Kak noTrpebuteny MpUHUMAIOT pellieHue: BbIOMpas 3HaKoMoe

Kak HOTpeGHTEJII/I IIPDUHWMAIOT pellieHre:. WCIO0Jb3yd CaMYI0 CBEXVIO
I/IHQ])O[}M&LH/I}O

Kak morpeOuTeny MOpPWHUMAIOT _pellleHWe: BbIOWpas  «IpUeMJIeMbId
BAdDUAHT»

H|21/IH! [UIT [IDEeAB3ATOCTHU

HocneAHee BIIeYaT/IEHWE OCTAETCH B IMAMATHU

PuckoBaHHOe NpearnpuAaATrne

BaMm Heuero 604TbCA, KpOMe CTpaxa Baliero KjinMeHTa

ITokaxxute cBoUu HeJ0CTAaTKK1

Bce neno B getansgx
PaHaTUYHAas COCPEeNOTOYEHHOCTh Ha YeM-TO OJTHOM

CTpax 1o3vlYOHUDOBAHUS

OT CJIOXKHOTO K IPOCTOMY

Opeon NoNoKUTENLHOIQ: acCOLMATUBHbIN 3hdeKT

O[MHAKOBbIX MPeANIPUITANA He ObIBaeT

[To3u1gd — 3T0 MeCTO, a He IEUCTBUE

Co3aHye NO3UIMOHUDYIOLIET0 Onpeie/leHrs KOMIIaHUU

Co3jaHue onpezesieHrs Mo3ULUYA KOMIIAHUU

Kak yMeHBIIWTb DPa3pbiB _MEXAY TO3ULUEA U1 TMO3ULMOHUDYIOIINUM
orpezeieHleM

Ec/iv 9T0 He MO3UIMOHUDYIOLIee orpezesieHre Hallel QUPMBI, TO YTQ e
3T0?

Kak 0TOpOCHTL KOHKYDEHTOB Ha Xy/llive TMO3ULUN

[To3uiMoHUpOoBaHKe HeOOIBIIION CePBUCHOM KOMIAHUU

Crielivianiv3aiys: Kako YPOK, BO3MO)KHO, YCBOWJ/IU B Sears

KoHIIeHTpallys Ha YeM-TO OJHOM U Tpe/iBbI00pHast KaMiiaHvs KIuHToHa
Kor/a 3peHrie 6aHKMPOB MOMYTUIOCH: Ha YeM CrIOTKHYysack Citicorp

YToO ellle MOTYT Cies1aTh JJisl BaC Ballla MO3ULIKS U CTielIUaan3alus
YponnviBbie KOUIKW, TYGINU-TOAQUKA W CAWMIIKOM JODOrve YKpallleHUs:
BOMMIOIIIas HeJIOTUYHOCTh 11eH000pa30BaHus

[[eHoOOpa30oBaHWe: IPUHIIUIT COMPOTUBAEHUS
l36eraiiTe onacHOW cepeavHbI

JIoByIlIKa HU3KOW 11€HbI

[[eHooOpa3oBaHue: Ypok ITrkacco
[Tono/iHeHWe MJIOTHYKA K IPUHIIKIY TTrukacco

BBII"O,I['HOCTB — 2TO He ITO3Ulnd
MOHOFQHMM& NOoAXOAUT AJIA py6ameK, d HE JIJIs1 Hd3BdHUMA




He cveriinre meHs

Ocobas mo3uiiys ¥ 0cobeHHOe Ha3BaHUe

«UTO B UMEHU TBOEM?»

Ha3BaHue: MpoBepKa Ha COOTHOILIIeHUe «MH(MOpMalUg Ha eIMHUITY JJIUHbI»
l'ennanbHocTh Federal Express

B noronHe 3a TOproBov Mapkou

Pa3Be BpeMs rocrioicTBa TOProBbIX MapoK ellje He NPOLII0?

ToproBasi Mapka BMeCTO rapaHTUH

YTo rnaBHOe B TOProBOM Mapke?

Kak n3BecTHas TOproBasi MapKa B/HseT Ha 00beM MpoIaXK

AGQ)KI/ITECB 3d CBOIO TOPIr'OBYIO MdDKY

YeTbIpecTa ThICSY 38 TOPTOBYIO MapKy

Toproeele Mapku B MUpe, [/ie He XBaTaeT BpeMeHU
ToproBbie MapKy U CUia HEOOBIYHOTO
Toprosele Mapku 1 HaHA U3 IllepriaHa

PekniaMHas KamraHus: NIpeJrc/IOBUe
®pan JleGoBUIT* U Balll IJIaBHBIN MPOTUBHUK

deHOMEH BEUEPUHKU
[Ipob6aema co CIUCKOM TIOKYIIOK
Baru mro6vmble iecHU

OQHa HUCTOpUA ,QEI‘/JICTBXET Ch/ibHee, yeM [eCATOK OHQEQQJ’IGHI/II‘/JI
Hanecure vAiap 110 CTEPEOTUIIAM

He 6y;nge I'0JIOC/IOBHBI, MPEABABUTE NOKA3dTE/IbCTBA
HOQ6€QI/ITG J0Ka3dTe/IbCTBd

TpIOKY MHTEPeCHbI TOJIBKO JeTSIM
OOBEKT LIYTKH — Bbl CAMH

BBITh AYYIIUM WA ObITH XOPOIIM?

IIpeBOCX0ICTBO

Bo3jeticTBre TiepeBepHYTON runepbonu3aium

Ypok First Banks: a1y c/iblaT TOALKO TO, UTO BUAST
CaenaiTe HeBUAVMMOE BUIAMbIM

[IpyHIMD anesibCUHA
Bce fe10 B TOM, UTO MBI BUJWM: YDOKU YMKArCKUX PECTOPAHOB

Kak C5KOHOMUTB MOIMUIINOHA

HeonycTrMoCTh «IOKa3aHUM C UYKUX CJIOBY»

Heo6X0auMOCTh BhIpaXkaThCsi 00pa3Ho: heHOMeH YepHOM JIbIDbI
CosupatenbHas cuia cioB: [eTtrcOyprckas peub JIMHKOIBHA
Xajiar — 3T0 He Xajar

Ilycrocnosue




Jlyullie, yeM MoJIYaHHE

YTO BbI XOTUTE CKA3aTh?

OddekT apkocTr

JKuBOCTb peuu

Pek/laMa — 3T0 TOXKe MyOJIMKaIUs

Pek/laMa BefIeT K NyO/IMKAITUSIM

CVIIHOCTb I1eYaTHOW MyOJIUKaIN

OO6HazexrBaroIIIee W3BeCTHe 0T YrabsiMa P. bakau

CocpenoToubTech Ha MOKYOKE, a He NpOoAaxe

Cawmblii IpUB/IeKaTeNbHBIA CII0CO6 MPOJAXKH

UT0 03HAYaKT «OyCThie» I/1as3a

[TepBoe MpaBWJIO MTPOBE/IEHUS MTpe3eHTaui: 6epuTe npumMep ¢ JIyka
[TonoxxeHrie 0 KOHEYHBIX 11eJ19X

YeM 10/KHO OBITh ¥ UTO JO/DKHO BK/IFOUATH TIOJIOXKEHUE 0 KOHEUHBIX 11e/IX
Korja riopa oTOpaBUTE CBOE MOA0KEHUE 0 KOHEYHBIX 11eJISX B KOP3UHY

UTo MBI Ipofaem
byxrantepusi OTHOLIEHWUA

[Tocsie mpa3gHKKa: OYEeMY NOJyYeHHe 3aKa3a MOXKET CTaTh MEePBLIM 111arOM
K ero norepe

OxyiaHus, yI0BIeTBODEHWE Y OMAaCHOCTh MpeyBe/JMYeHUN

Baiim nocTosiHHble KTMEeHTbl — MNPOCTO CBATHIE

brnarogapHocTh

['ne >xe BbI, Omuau [loct™* ?

CobepuTech 1epe[ rajieHieM

YnoBJieTBOPeHWe U YCIYITU

[TomHYTE O Mejlouax

OauvH rynok

CKOpOCTh
HanomuHaHnue camomy cebe

PyraiiTe mocjiaHue, a He MOCAAHHUKA: CAMbIW TIPOCTOM Cr1ocob yAYUIIUTD
KauecTBO PabOThl areHTOB

B uem ke ripobnema?

JInuHoe yyactue

[TpUHILINI CTONIKHOBEHUS
PekoMeH1yemasl IMTepaTypa Jis TeX, KTO 3aHUMAeTCsl MADKETUHIOM YCIIYT
Mou 6s1aronapHOCTH

Fiction Book Description




I'appu bekBut

IMTPOOJABAA HE3PUMOE

Fiction Book Description
Harry Beckwith SELLING THE INVISIBLE A Field Guide to Modern
Marketing

[TepeBoz C aHIVIMKCKOTO
AnbriviHa busHecbykc
Mocksa 2004

YK 338.46:339.138 BbBK 65.290-2 b42

ITepeBop ¢ anmmrickoro E. B. KutaeBor Pegakrop E. XaputoHoBa
beksur I.

b42 TIpozmaBas He3puMoe: PyKoBOACTBO 0 COBPEMEHHOMY MapKe-
TUHrY ycnyr/Ilep. ¢ anmt. — M.: AnsninHa busHec bykc, 2004. —

272 c.
ISBN 5-9614-0008-5
MapkeTyHr  yciyr — oOfHa W3  Haubosilee  CJIOKHBIX  cdep

npoeccuoHaNbHOM JesiTe/IbHOCTH.

Bbl He MOXeTe JOTPOHYTbCS [0 OCHOBHOTO TOBapa CBOel KOMITaHWUH,
YCJIBILIATh €ro WM YBUJETh. .. Tor[a Kak ke ero rnpofiatb, CTUMY/IUPOBATh COBIT,
yBeuurMBaTh uucao Tnpopax? Kuura ['appu bekButa, ocHOBaHHasi Ha
JBa/ILIATUTISITU/IETHEM OTbITe pabOThl aBTOpa C ThICSTYaMU TPOdheCCHOHATBHBIX
OW3HeCMeHOB, [IOHOCUT [0 uWTaTesied MapKeTWHTOBble 3HaHHUS 4Yepe3
pacCMOTpeHue TMpaKTUUYeCKUX TpUMepoB pabOThl KakK KPYMHBIX KOMITaHUMH,
Takux Kak Federal Express u Citicorp, Tak ¥ HeOO/BIIMX YaCTHBIX TIPEATNPUATHH.
KHura nakoHWYHa, yB/ieKaTe/lbHa U COAEP)KUT COTHU MPAKTUUHBIX U JIETKUX [JIs1
peaju3aluM TpUEMOB W CTpaTerui, KOTOpble WCIONb3YIOTCSI B cdepe
MapKeTHHTa yCIyT.

KHura oprueHTHpOBaHa Ha CIeIMa/JMCTOB B 00/1laCTU MapKeTWHTa YC/yT, a
TakK)Ke CTY/IeHTOB U Mpero/iaBaresieil 5SKOHOMUUeCKUX By30B.

YK 338.46:339.138 BBK 65.290-2



ISBN 5-9614-0008-5 (pyc.) ISBN 0-446-52094-2 (aHr.)

Bce mnpaBa 3amuineHbl. JIrobasg 4YacTb 3TOM KHUTM He MOXKeT OBITh
BOCTIPOM3Be/ieHa B Kakoid Obl TO HU ObL10 (popMe M Kakumu Obl TO HU ObUIO
cpeficTBamMu 6e3 MMCHbMEHHOTO pa3pellieHus Ba/ie/blia aBTOPCKUX TpaB.

© This edition published by arrangement with Warner Books, Inc., New
York, New York, USA. All rights reserved. © Harry Beckwith, 1997 © AnbrnvHa
busnec bykc, nepeBoz, opopmnenue, 2004



IIpeauciioBUe K pyCCKOMY U3/JaHUIO

51 pegko uWTaro MpeAUCIOBUS K KHUTAM Mo Ou3Hecy, 0COOEHHO [I/TMHHBIE
TIPeJIUC/IOBUS], T.K. BIXKY B 3TOM Masio ToJib3bl. [103TOMY s TIoCTaparoch ObITh
KpPaTKUM U [laTb BaM IpaKTUUYeCKHe COBeThbl O TOM, KaK YUTaThb 3Ty Upe3BbIYalHO
IparMaTuyHyo KHUTY.

34ecCb Bbl He HalfleTe «CHUCTeMbl» WIA HOBOM BITEUAT/ISIFOLLEN TeOpUH, 3aTO
CMOXXeTe TIOUepITHYTbh B Hell MHOXKeCTBO MeJIKUX COBETOB, KOTOpbIE IMOMOTYT
TIPUBECTU K ycriexy Baill OusHec. Benb camasi cjioxkHasi CUMGOHUSI COCTOUT U3
IPOCTBIX HOT.

YacTo, unTasi KHUTM U Haxo/ls UHTepeCHbIe MbIC/IH, st TOBOpto cebe: «Om, a
Be/lb s MOI'y 3TO MCII0/Ib30Barh!», HO eC/IM s Cpa3y ke He 3alucCbiBal0 CBOU
HaXOJKW, TO OHU ymuparoT. Huke s mpuUBOXKY Tabnuily, KOTOPYIHO PEKOMEH[YHO
BaM MCI0/Ib30BaTh NpY paboTe Haf, 3TOM U IPyTUMU KHUTaMHU.

V3naTe1bCTBO BBIJE/IWIO MHE [iBe CTPAHULIBI Ha IpeJucioBue. S rmo3Bosni
cebe mMomapuTh WX BaM KaK MeCTO, Kyja Obl Bbl 3alMChIBajid Ballld WJEU.
beperure ux, u OHY IPUHECYT BaM I10/1b3y!

Muxaun VBaHOB, AupekTop mno pasButuio «lIpo-uHBecT KoHCanTHUHI»,
aBTOp «PyKOBOZCTBa 10 MapKeTUHI'Y KOHCA/ITUHIOBBIX YCIyI»

WHTepecHast MbIC/Tb

Kak st Mory IpUMeHUTh 3TO y cebsi B KOMITAaHUU?
Mou fencTBus

W cToYHMK (CTpaHULIA)

«...Kaxxercs, uTto /MIOAM TIPUSTHOM BHEIHOCTH JO/DKHBI OBITH yMHee,
Ipy>kemtobHee, uecTHee U Oosibllle 3aC/ly)KUBAlOT [IOBepUs, ueM Te, KTO
BBIIVISIIUT MEHee MPUB/IeKaTeIbHO»

[IpyriacuTh CTUIKCTA AJ1s1 IPOUTEHUS JIEKIUU

KOHCYJIbTaHTaM. 3akK/IFOYUTb JIOTOBOP HA KOPIMOPAaTUBHYK) CKUAKY C
HECKOJIbKUMUM Mara3uHaMu MOJHOM OJe€K/Ibl

Haiitu crieripanucTa-cTunmucTa. BeIsSICHUTE ero yCioBus

Crp. 132



IIpegucioBue

MeI He MOKeTe YBU/IeTb UX, TaK Kak ke X Mpo/JaBaTh?

B 3TOM Bompoce KpoeTcss OCHOBHasi Tipobsiema cdepsl yciyr. BriepBrie s
oOHapy>kun 3To 14 seT TOMy Hasa/l, KOTa MHe B TepBbli pa3 TMpPUIILIOCH
TIpU/IyMbIBaTh peKjaMHOe 00bsiBieHWe 00 ycayre. Ycoiyra — 3To He ToBap. U,
COOTBETCTBEHHO, 51 HE MOI MPOJEMOHCTPUPOBaTh ee peBylllel Ha BUpakax B
bur-Crop, u3sijHO HaKUHYTOW Ha rieun CuHau Kpoydopa win nogaBaeMoit Ha
ToHualiiem ¢apdope. I He Mor TmokKasarb yC/Ayry, MOTOMYy 4YTO YCJIyTH
HeBUZMMbI. OHU TIPEZICTAB/ISIIOT COOOM BCero Juilib obelllaHre TOro, UYTO KTO-TO
BBITIO/THUT OTIpe/ie/ieHHY0 paboTy.

Hy 1 Kak nmpuKa)keTe rpojaBaTh 3TO?

MHorue rofjpl pa3agyMuid HajJj STUM BOTIPOCOM U /IBa/Il[aTh /iBa rofia paboThI
B KaueCTBe COTPYJHMKA Cdepbl YCIYyT U C MpeANpUATUSIMU 3TOM c(epbl MpUBEIU
MeHSI K CO3/JaHUI0 [JaHHOUW KHUTH.

OTa KHWra HauMHAeTCs C [VIaBHOM TMpoOsieMbl MapKeTWHra yCIyr —
KauecTBa camoii yciyru. [anee oHa mpepsiaraeT criocob y3HaTh, UTO Ke
HY)X[]aeTCsl B MCIIPAB/JIeHWU, W [aeT TIPUMEDPbl peayibHbIX U JeNCTBEHHBIX
MetoguK. Ilocsme 3TOoro oOHa mMepexoAWT K OCHOBaM MapKeTHHra YC/IyT:
orpe/ie/IeHUI0 TOro, K KakoW OTpaciv JeMCTBUTENIbHO OTHOCUTCSI Ballle
NpeArnpusTAe W UTO HAa CaMOM /[iefie  TIOKYMawT ToTpeburenu, K
MO3UIIMOHMPOBAHUIO Balled (QUpPMBbI, TIOHUMaHUIO TOTpedUuTenell U Ux
TOBe/IeHUs] U, HAaKOHeLl, K peK/laMe 1 TIpe3eHTalliy Balllel YCIyTH.



BBeeHnue

[TpocMaTpurBasi Karajaor COLIMOJIOTUYECKUX UCC/IefiloBaHUN B 00sacTu
MapKeTHHTa, Oy0/IMKOBaHHBIM 111K0JIOM O6u3Heca ["apBapicCKOro YHUBEPCUTETA, S
oOHapy>KW/I, YTO BCEr0 OJHO W3 YeThIpex WCC/AeJOBaHUM 3arparvuBaeT cdepy
YCIIYT.

[ByMs Hene/nssMy TIO3Ke s OTKPbLT MOCAeAHUNM BbINYCK pedtvHra 500
BeJyIL[MX KOMIIaHWH >KypHana Fortune, B KOTOpbIi BIiepBbie ObLIM BK/IHOUEHBI U
KoMITaHuH, paboTaroiie B cdepe yciyr. Takux koMrianuii B pertunre 60%, HO
Jaxe 5Ta UW(pa HENOCTAaTOYHO TOSHO OTpaXkaeT poJib Ccdepbl YCIyr B
aMepUKaHCKOW 9SKOHOMMKe, TIOCKOMBbKY TIpu OmpkaiiilieM pacCMOTPeHUU
OKa3bIBaeTCsi, UTO MHOTWE KOMITAHUU-TIPOM3BOJUTE/NM, T[IepeurC/ieHHble B
e>XXerofHuKe, 3aHSAThIl OJHOBPeMeHHO U B cdepe obcayxuBaHusi. K mnpumepy,
TaKOM TIPOU3BO/ICTBEeHHbIN ruraHT, Kak General Electric, B peanbHOCTH TOTyUYaeT
40% cBOMX 0XO/IOB OT OKa3aHMs pa3/inuHbIX ycayr. @upma Nike, currarorjasics
TIPOM3BO/IUTE/IeM KDOCCOBOK, Ha CamMoM Jiejie He BbillyckaeT o00yBb. OHa
3aHUMaeTCsl TOJBLKO ee pa3paboTkoii, pacrmpocTpaHeHueM u cObiToM. Nike, B
TIepBYIO Ouepe/ib, OKa3bIBaeT YCIYTH.

[TpakTHUeCKH TpOe M3 KaXK[bIX UeThIpeX aMepHUKaHI|eB paboTaroT B cdepe
obcnyxuBanusa. K 2005 rogy ata 1mudpa cocTaBUT BoceMb U3 Jecsati. Ho BoT,
TIoXKanyicTa, Mepefio MHOW JiIeXXUT Karajor ['apBapficKoii IKosibl Ou3Heca,
CBU/IeTeTLCTBYIOIIUM O COBepILIeHHO 0OpaTHOM.

Ecnu roBopUTh KOPOTKO, OCHOBY aMepPUKAaHCKOU SKOHOMMKU COCTaBJISIET
cdepa yciyr, HO B Held MCMO/b3yeTCs MapKeTUHTOBasi MOJieJib, HalleJieHHasi Ha
npojaxy ToBapa. OpHako yciayra — 3TO He TOBap, M MAapKeTHUHI YC/IyT
OT/IMYAeTCsl OT MapKeTUHIa TOBapOB.

ToBap — 5T0 HeuTo ocsizaemoe. Ero MOXXHO yBH/eTb Y MOTPOrarh. Yciayra
)Ke, HampOTWB, HeuTo Heocsizaemoe. [lake OGosiee TOro, OHa U CyI[ECTBYeT
peajibHO J/MIIb Ha TOT MOMEHT, KOrja Bbl ee mokymnaere. I[lpuas B
MapUKMaxepCKYH, Bbl HE MOXKETe YBUZETh, MOIIYIaTh WA IPUMEPUTh CTPUXKKY
niepe/; ipuobpereHrem. CHauasia Bbl JlefiaeTe 3aka3, U TOMbKO MOTOM T0/TyuaeTe
pe3yJsibTar.

B o1jeHKke OOJBIITMHCTBA TOBAPOB YUaCTBYIOT BCe OpraHbl UyBCTB. Bo3bMeM,
K IpUMepy, HOBYIO MallliHY.

Bl MoxeTe mo/i000BaTbCs €0 CO BCeX TOUeK 3peHusi. Bbl olfylijaeTe
I7Ia/IKY0 TIOBEPXHOCTh 3MaJiH, Hac/IaKaeTech y00CTBOM MATKUX CUJleHHI. Bbl
C/IBIIIUTE POBHOE YpYaHHEe MOTOPa, TUXO€e XKy} KaHUe 3/IeEKTPOIPUBO/Ia CTEKOJT U



XapaKTepHBIM IIe/TUOK 3aXJIOMbIBAIOIIENCS ABepLibl, KOTOPbIA [Ji1 MHOTHUX
SIB/ISIETCS  pellarol[UM IITPUXOM TPU TIPUHSTUM pelleHrsi O TOKymnke. Bare
OoOOHSIHME TO)Ke Yy4acTByeT B TMPUHSITUM 3TOrO pellieHusi, cobsa3HseMoe Tem
0coObIM 3araxoM HOBOM MalllMHbl, O KOTOPOM CIleldaibHO T03a00TUIUCH
XUTPeLbI-TIPOX3BOAUTEIH.

OO0 ycnyre Balli 4yBCTBa He MOTYT BaM CKa3aTh POBHBIM CUETOM HUUETO.
Bbl He cMoOXeTe YyC/bIllIaTh THUXOe Ty[eHWe MpU TOATOTOBKE HaOrOBOU
JleKapaliiy, Orpefe/uTh T0 3araxy XOpOIero afiBokara 1o Opakopa3BOAHBIM
JleflaM M TI0 BHeLHeMY BU/Jly XUMUYUCTKU PElIUTb, MOAOWJEeT 1 OHa BaM. B
OOJILIIIMHCTBE C/lyyaeB Bbl MOKYTaeTe yCIyTy, He UMesi BO3MOXXHOCTH TIOIIyTaTh
ee, TIOHIOXaTh, MOTIPOOOBATh Ha BKYC U /la)Ke YBUJIETh.

OueHb peaKo yCayra UMeeT sIp/IbIYOK C KOHKPeTHOM 1ieHoW. Bel Gecenyerte
C npeficTaBUTesieM (GUPMbI, KOTOPYIO coOMpaeTech HaHSTh [IjIsi pEMOHTA KyXHH,
repecMOTpa MeHCUOHHOTO TJIaHa Ballleid KOMIaHUM WU 00C/Ty>KUBaHUs TipremMa
10 TOBO/ly TOP)KeCTBEHHOM ZaThl. B 3TOT MOMEHT BbI, CKOpee BCero, He UMeeTe
Tpe/iCTaB/ieHUs O lLieHe U OracaeTech, YTO OHAa MOXKET OKa3aTbCsl C/IULLKOM
BbICOKOU. [IpencraBuTesnb (pupmbl 0belljaeT «IPUKUHYTh TPUOIHU3UTENTBHYIO
CTOUMOCTb». B 3TOT MOMEHT BbI He 3HaeTe, OyJieT /i1 y BaC BO3MOXKHOCTb U
)KeJlaHWe 3ar/iaTUTh Ty LieHY, KOTOPYIO0 BaM CO BpeMeHeM Ha30BYT. B pe3ysbrare
BbI UCTIBITHIBaETe elije O0JIbITYI0 HeYBepeHHOCTb U CTPax.

OOblYHO cpa3y BUJHO, KOTZla TOBap HeuWcripaBeH. [IpourpsiBaresb
repecTaeT Urpath, CLer/ieHne — CLEeIVISATh, Y MOJIOKA TOSIB/ISIETCS] HeMIPUSITHBIN
BKyC. [loHATh, KOrja Hac MOABOAUT yC/yra, ropas3fio CJo)KHee. XOpOLUWW /v
COBET Jia/1 BaM Balll KOHCY/IbTAHT M0 HaJ0rOBbIM JIbroTaM? XOpOIO JiId Masisip
nokKpacwi Bail oM? WHBIMM C/I0BaMd — TIOJAYUWIM JIM Bbl Ty YCAyTy, Ha
KOTOPY0 paccuuThiBain? KTo 3HaeT.

[TockobKy TO, UTO TOBAp HeKaueCTBEHHbIM, TaK JIerKO 3aMeTUTb U
Jl0Ka3aTb, OOJIBIIIMHCTBO TOBAPOB MMEIOT rapaHTHi0. [10 OTHOIIIEHUIO K yCayram
3TO, KaK MpaBU/I0, MPOCTO HEBO3MOXKHO. B pe3y/brare e[MHCTBEHHBIM BbIXO[OM
B C/lyyae MJIOXOTO KadyeCTBa OKa3aHHBIX BaM YCJIYT CTaHOBSITCSI HEMpPUSITHbIE
TipernvparenbCTBa C GUPMOM UK 3aTSPKHOM CyleOHBIN TIpoljecc.

Wtak, mokymasi yC/ayry, Bbl He HMeeTe HUKAKUX TrapaHTUd — TOJIbKO
pacTyIIyI0 HeyBePEHHOCTb.

[Tpov3BoguTeN I TIPU M3rOTOB/IEHWM TOBapa MCIO/b3yOT MHOTOKPAaTHO
TIPOBePeHHbIe U TIOCTOSIHHO KOHTPOJMPYeMble TeXHOJIOTHH, 00ecreurBarolie
KayeCTBO KaXK[|OTO OTZe/bHOro 3K3eMIuisipa. B cdepe yciyr nosnydyaembiii BaMu
«TOBap» TIpe/iCTaB/IsIeT COOOM Cepuro AeMCTBHUM, KOTOpble KpaliHe peiko MOTYT
OBbITH CBeJleHbl K HEKOUM 0TpaboTaHHOM TexHonoruu. Hukakoii reHuid, K ipumepy,
He cMor Obl pa3paboTaTh TEXHOJOTHIO, TIO3BOJISIFOIIYIO0  BBIMYCKAaTh



VCK/TIOUNTE/TbHO KaUeCTBEHHYIO PeK/laMy B TIeuaTH.

Bosiee Toro, Jjake Te HEMHOTHWE TEXHOJIOTHH, KOTOpbIe TIPUMEHSIIOTCS B
cdepe ycCayr, oueHb TPYAHO TMPOKOHTPOIMPOBaTh. BepHeMcsi K Tipumepy C
peK/IaMHBIMU 00bsiB/ieHUsMU. [TpeicTaBUTE/b PEK/IAMHOTO areHTCTBa BbIe3KaeT
Ha OTOCHEMKY U, OTCHSIB MaTepuaJl, BLINIMBAET UeThIpe CTaKaHUHMKa OaHaHOBOTO
JMaKupu B Oape OTejs, IOC/Ie Yero IbITAeTCs 3aTall[uTh KIMEHTKY K cebe B
Homep. Ha crnenytomiee yTpo OHa, pa3ymeeTcs, OTKa3bIBaeTCs OT YC/IYT 3TOTO
areHTCTBa.

Hy kakasi TEXHOJIOTHSI CMOT/Ia ObI TTPeJJOTBPATUTh TaKYH0 «HEITO/IaKy»?

TakuM 00pa3oM, B CpaBHEHWM C TOBapaMd YC/IyTH TOXOXKM Ha IIOXO
3aKperieHHble MYIIKY, KaTaroluecs 1o nanybe kopabssi u crioco6HbIe B /110601
MOMEHT OTIIPABUThL €ro Ha [JHO. befgHsira-KanWTaH He YyBCTBYeT, 4TO
KOHTPOJIUDYeT CHUTyaluio, W OelHbIM TOTpPeOuTe/N b 3auacTyr0 WCIyTaH He
MeHblIIle, YeM OH.

ToBapbl, KOTOpble MbI MOKYIIaeM, ObUIM CJe/iaHbl 3a KWAJOMETPhbl OT Hac
JIOABMU, C KOTOPBIMH Mbl HHUKOTZA HEe BH/eMUCh. [103TOMy MbI PeIKo
BOCIIDUHMMAaeM IUIOXOe KayeCcTBO TOBapa KakK JIMYHOe OcKopOieHwHe.
Hcrosib3yeMble HaMH YCTyTH, HAMPOTHB, OKA3bIBAIOTCS JIIOABMU, C KOTOPBIMU
MbI BCTPEUa/TUCh WM, TI0 KpaiHell Mepe, pa3roBapvBajM JIMYHO. M Korja 3TOT
YeJI0BEK He BBITIOJIHSET TOTO, UTO OH 00eIras HaM, Mbl 4aCTO BOCIIPUHMMAEM 3TO
KaK TiepCcoHabHyI0 00uay. «Kak BBl MOI/IM TaK MOCTYIUThH (TI0 OTHOIIIEHHIO KO
MHe)?» — BOIIPOIIIaéM MbI, B TO BpeMsl KaK MOCTaBI[UK YC/IYTH W30 BCEX CHUII
OOBSICHSIET, YMOJISIET, PyraeTcss U yCTyllaeT — IPUUYeM YacTo JeiaeT BCe 3TO
O/IHOBpEMEHHO.

[To3TOMY, ec/ii Bbl UeJIOBEK, Mpe/iIararoliyii KaKyt-To YCIyTy, — Bpad UK
apXWUTEKTOP, CTYXKallluidi XUMUYHMCTKA Wi OyXraaTepckor (Gpupmbl, Opokep win
MaJisip, — BBl CTaJIKUBAaeTeCh C TMOTEHI[UAIbHBIMUA K/IHEHTaMH, APOXKAI[AMUA OT
CTpaxa ¥ HeyBepeHHOCTH W UyBCTBUTELHBIMU K JIFOOOH OIIMOKe, KOTOPYIO BBI
MO)KeTe COBEpIIMTh. Balll MapKeTWHT 0/DKeH HauWHAThbCsS UMEHHO C 3TOro —
SICHOTO TIPe/ICTaB/IeHUsI O CTpaxXax MoTpeduTers.

HNaxke ecnu Bbl He cuuTaeTe cebsi TOCTaBIIMKOM YCIyr — Ballle
TIpeATNpUsATAe 3aHUMaeTCsl  KapAUOCTUMY/ISITOPAMM, aBTOMOOWISIMM — WIH,
HarpuMep, TPorpaMMHBIM obecrieueHreM, — 3Ta KHUra OyzieT Tojie3Ha U BaMm.

[Toromy uTO, BO3MOXXHO, Bbl BCe-TaKu OKa3blBaeTe K/MEeHTaM YCIyru (Wid
JO/DKHBI ObLTM OBl MX OKa3biBaTh). E.C/TM BBl MPOU3BOAUTE Kap[UOCTUMY/ISTOPHI,
Bbl 3HaeTe, UTO, KOIrjla Ball TOPrOBbIM TIpe/CTaBUTe/b TepeifieT K
KOHKYPHPYIOLLleld KOMIIaHWW, BMECTe C HHUM TepellyT U Bpaud, KOTOPbIX OH
oOcnyxuBasi. BOJBIIMHCTBO Bpauell He BbIOMPAIOT CTUMYJSATOPBI, OHU
BbIOMPAIOT OMBITHOTO TpOJiaBlla CTUMY/ISITOPOB, KOTOPbI TOTOB TOWTU Ha



YCTYIIKM U MOXET [laTb COBeT MO YCTPOMCTBY amrapara, ero NpuMeHeHW0 U
riporpaMmMupoBaHuto. [ToKyraresm CTUMY/ISTOPOB TOKYTIAOT YCIYTH.

TouHO Tak yKe MHOTHe U3 TeX, KTO TIOKYITaeT aBTOMOOHIM Mapku «CaTypH»,
(hakTUYeCKU TOKYTIal0T Te TOUYTH Heocsi3aeMble YCIYTH, UTO [Jal0TCsl B MpUady:
OecrpernsATCTBeHHYIO OLIEHKY U TIOCTOSIHHBINA cepBUC W yxof. Cama MalimHa
TOJILKO TIpUB/IEKaeT BHUMaHWe K 3TOW (pupMe, UMEHHO YC/IyTU peliliatoT BOMPOC O
TIOKYyTIKe aBToMOoOuUst «CartypH». BoguTenu «Ca-TypHOB» TOKYIIalOT yCIyTH.

Ecu BbI TIpOfiaeTe TIporpaMMHoOe obecriedeHue, Bbl 3HaeTe, UTO OCHOBHBIM
BalllIUM TOBAapOM SIB/ISIFOTCSI MPOrpaMMbl, HO KpakiHe Ba)KHOW 4YaCTbIO TOBapa
AB/IIETCS TO, UYTO K HeMy TIpWjaraeTcs: JOKyMeHTalus, OecruiaTHoe
obcnykvuBaHue, MyO/MKalvKy, 0OHOBIeHHSs, TeXHUUeCKas MOAIep>KKa U Apyrye
yCayry. Bailiy rosib3oBaTenu MOKyIarT YCIYTHU.

Kapauoctumynsatopbl,  aBTOMOOMIM  «CaTrypH» MW TPOrpaMMHOe
obecrieueHre HaTTOMUHAIOT HaM, UTO MbI )KMBEM B BeK MPeAMETOB MOTpeO/IeHusl.
HoBble TexXHOJIOTMU TI03BOJISIFOT TIPOM3BOJUTENSIM  KOIKMPOBAaTb TOBAapbl C
MOTPSICArOLled CKOPOCThIO. Pa3nmuuus Mexzay ToBapamH, WCTOPUYECKU BCera
CTOSIBILIME BO IVIaBe yIJia B MapKeTHUHIe TOBApOB, CYLLEeCTBYIOT JIMIIb MUT, — a B
I7a3axX TIOTeHLManbHBIX TMOTpeOuTesieli 3ayacTyi0 BOBCe He CYIIeCTBYIOT.
Konkypupysi ¢ TmipofyKiueit Apyrux ¢GupM, KoTopasi TIOUTU B TOYHOCTHU
TOBTOPSI€T UX JIyulllMe TOBapbl, CErofHsIIHKEe TIPOAAaBLbl «TOBAPOB», KakK
TIPaBU/I0, UMEIOT BCEro /IBe BO3MOKHOCTU JOOUTHCS MpeUMYIIecTBa: CHU3UTH
CTOMMOCTb CBO€U MPOAYKILIMU W/IY TTIOBBICUTH €€ LIeHHOCTH I/ OKYTIaTe/Isl.

A KakuMm 00pa3oM MOXXHO TTOBBICHTH I[€HHOCTh TOTO WM WHOTO TOBapa?
[Tpenno)kuB MOTpPeOUTE/NI0 JIOTIONIHUTE/IbHBIE yCIyTH. Bo3bMeM B KauecTBe
ripuMepa He/llaBHee HOBOBBeJleHWe (UpPMbI Levi's — «IepcoHasibHas Tapa
[DKAHCOB». JTa ycjyra COCTOMT B TOM, UTO I[IpOZaBel] CHUMaeT pasMepsbl
TOKYTIaTesis U 3aTeM TepeflaeT Ux uepe3 VIHTepHeT 3aKpPOMIIMKAM U TOPTHBIM,
KOTOpble IIBIOT JPKUHCHI U udepe3 cnyk0Oy Federal Express gocTaBiasitoT X
nokymnaresto. Ecm mkuHcel Levi's ctapoit 5KOHOMUKY ObUIA TOBApOM, TO HOBBIE
IOKAHCBI Levi's — yxke yciyra. [Toutv KaKpIi TIPOrHO3 TOBOPUT O TOM, YTO
TIPOLIEHT TIePCOHATM3UPOBAHHBIX TOBApOB, TOJO0OHBIX «IepCOHAbHON TIape
JDKUHCOB», OyzleT pacTh. A 3TO 3HAUMT, UTO BCe Oosbille W OoJbIlle TOBApOB
OyayT TIpeBpalaThCs B YC/IYTH.

[ToaTomy TipoziaBIfbl, paboTarollfie B YC/IOBUSIX 3TOH HOBOW KOHOMMKH,
JIO/DKHBI HAYYUThCS MBIC/IUTh KaK MPOJAaBLbl YCJIYT.

JTa KHUTra TpeJHa3HadyeHa [/l BCeX JIt0fied, 3aHUMalOIINXC MapKeTUHIOM:
u s tex 80% U3 Hac, KTO He TIPOM3BOAUT TOBaphbl, U A1 octaBmxcs 20%,
KOTOPbIE UX TIPOU3BOJAT.

JTa KHWra OTpaXkaeT IIpeJCTaB/eHUe YCIIelIHbIX KOMIIaHUM (@ TaKuX



CTaHOBUTCA BCe 6OJ'II:>I_I_IE) O MdPKETHHI'€ — OT IVIaHUPOBAHMA A0 IIpe3€HTdlH U
PEKJ/IdMBI. Takue KOMIIdHWH, IIPOAdBIbI HOBOI'O THIIA, YAE/JIAKOT 0oJIblIIe

BHUMAdHUA B3aMMOOTHOIIIE€HUAM n MeEHbIIIe —  XdPdKTE€PHUCTHKAM n
rnpermyiiecrsdM; OHH B OoJIbIIIeH CTeTIeHU OPHEHTHUPOBAHLI Hd pP€a/IbHOCTb — U
Ha «y/1yulieHue pea/JIbHOCTH» — MW B TO K€ BpeMA OCO3HdIOT 3HAYHMMOCTDb

BOCTIPUATHSI; OHU CTaparoTcs Oosibllle y3HATh O 3a4acTyH) MppalMOHaTbHbBIX
TIPUUMHAX, KOTOPhIe YTIPAB/ISIFOT MBIC/ISIMU U IeACTBUSIMU JTFOJIel; OHA 0CO3HAIOT
OTPOMHYI0 BaXXHOCTh MeJioUeii; OHM MOHMUMAIOT, UTO B CErofHSIIIHEM [IeJIOBOM U
Tieperpy>keHHOM CpeJICTBaMM KOMMYHUKAI[UM OOIIleCTBe TOUTH HEBO3MOXKHO
c/lenaTb Tak, 4ToObl Tebs yC/billaid, U BCe TpyAHee — OBITh MOHSATHIM. U,
MOXeT ObITb, B TE€pBYIO Oyepe/lb OHM OCO3HAIOT, UTO B HalleM Bce Oonee
CJIOKHOM MUPpe JIyullie Bcero paboTaroT caMble IIPOCTbIe METO/bI.

HoBblii MapkeTUHr — Oosibllle, yeM crocob Jenatb 4TO-TO, 3TO 06pa3s
MblliieHdss. OH HauWHAeTCs C TIOHWUMAaHWs OTIUYUTE/IbHBIX 0COOEeHHOCTeM
YCAYTM — ee HeBUJAUMOCTM U Heocs3aeMOCTH — U 0COOeHHOCTei

TOTEeHLIMA/IbHLIX TOTpebuTesiell M TMo/b30BaTe/ield 3TOW YCIAyrH: WX CTpaxa,
HEXBAaTKM BPEMEHM, 3a4acTyH) HeJIOTUUHBIX MyTeMl, KOTOPbIMU OHU MPUXOAST K
TIPUHATHUIO peIleHus, BAKHENIIIMX CTUMY/IOB M TIOTPeOHOCTeH, OrpeziesIstoIX
WX TIOBe/IeHue.

[TosTOMYy 3Ta KHUra — He UHCTPYKLUA K TOMY, KaK IMOCTYIaTh, XOTS OHA U
COZIEp)XAT MHOIO KOHKDeTHbIX mpemokeHud. Ckopee OHa SIB/IsIETCSA
WHCTPYKIMEN K TOMY, KaK MbIC/TUTh. [IoTOMy UTO ec/iv Bbl OyjeTe AyMaTh, Kak
HOBBIM TIpOJjaBell, — CTPEeMUTHCS K Oosiee T1y00KOMY IMOHMMAHHIO CYIIHOCTH
yCJIYT M WX TIOTeHLUAJbHBIX TMOTpebuTesiell, — Bbl CaMM HalifieTe AeCATKU
yIAAuHBIX CTIOCOOOB CZie/IaTh TaK, UYTOOBI Ballle /1eJ10 pa3BUBasOCh.

WTak, HauHeM.



HenpaBuibHOe npeacTraB/ieHHe 0
MapKeTUHIe YCIyr

Ec/iu 1ipoBecTH acCOIMATUBHBIN TecT, OOJ/BIIMHCTBO Jtofiel, B TOM UHCIe
MapKeTOJIOrOB, OMUIIYT MapPKeTHHT KaK MPOAAaXKy U peKjiaMy — IPOTaJKMBaHUe
TIPOJYKTA.

CornacHO 3TOMY TIOMY/ISIPHOMY MHEHHIO, MapKeTUHI O3HadaeT, YTO Bbl
GepeTe TO, UTO UMeeTe, U BIUXKBaeTe 3TO B IJIOTKY TMOKYyraTemto. «HaMm Hy>KHO
pasBUBaThb MapKeTHWHI» O3HauaeT UCK/IouuTenbHO «Ham Hazo caenate CBORO
MapKy W3BeCTHOW» — TIpU TIOMOIIU OObsIB/IeHUM, peKJaMHOW KaMIlaHWUU WU,
BO3MOXKHO, L|eJIeBOU PaCChIIKH.

K coxaneHuto, KOHLIEHTpaLUsi BHUMAaHUSI Ha BHeLIHeW W3BECTHOCTH
OTBJIEKaeT KOMIIaHHWI0 OT TOTO, UTO HaxXOAUTCS BHYTPH, U OT MEPBOro IpaBUsia
MapKeTHHra yCayr: «l7laBHbIM B MapKeTHHIe YCJIYT SB/SIeTCS cama yCJiyray.

S oTHIOAB He MMer0 B BU[Y, UTO JOCTAaTOYHO YIYUYLIUTh KaueCTBO yC/IYTU U
MHp CaM TIIPOTOMYeT [OPOXKKY K BalluM /JBepsM. MHOrue KOMIIAHUMU C
«IYUIlIMMU yCIyTaMu» TIP03si0atoT M3-3a OTBPATUTENILHOTO MapKeTHWHra. TOuHO
TaKk e s He HMMeK B BUJY, UTO /I 3TOrO JOCTaTOUYHO CTaTb M3BECTHBIM.
M3BeCcTHOCTh M TIpUBJeueHUe TOTpeOuTeNeli K 3aBelOMO HeKaueCTBeHHOM
yciyre — cambldi  BepHBIM crmoco® TmorybuTh  mipeAaripusthe  cdepbl
00CTy)KUBaHUSI.

A BOT Ternepb O TOM, UYTO sI XOTeJl CKa3aTh: MepPBbIA MMPUHLIUI MapKeTHUHIa
yCIyr COBHAZAeT C IepBbIM MPUHLUIIOM, TpejjoxkeHHbIM ['aem KaBacaku pjis
MapKeTHHra KOMITbIOTEPOB.

YnyummTe peanbHOCTb. «Jlydlllag peasbHOCTb» BAallMX YCIYT TpUBeleT K
TOMY, UTO UX MapKeTUHI OyzeT Tpoiile, [iellieBie U NMpuHeceT OoJbliie BLITOAbI.
Ha camom fiesie MHOTMe KOMIIaHMM Tak YJ/IYYLLIWIU «PeajbHOCTb» CBOUX YCIIVT,
YTO MOTYT MPAKTUYeCKU TIOJIHOCTBI) BbIUEPKHYTb U3 MapKeTUHIOBBIX IJIAHOB
CTPOYKY, Kacarollyocs «J0CTU)KEeHHUSI U3BECTHOCTHY.

[TepBbIM 11arOM B MapKeTHUHIe yC/IyT SIB/ISIeTCS caMa yCIyra.



Mup B 0XKUAaHUHU

B TeueHWe MHOTHX JIeET MbI C/BIIIMM O TOM, UTO OKPY>KAlOIIMM HAaC MUP
JKeCTOK Y HEPUBET/IUB.

UTo 3acTaB/igeT HaC Tak AyMarb? OTHIOAb He Hallla CeMbs, He IPYy3bs U He
coceny. Mbl MPUXOUM K 3TOM Hjiee, 00I1[asiCh C pa3IMUHBIMU C/Ty>KOaMHU.

Mbl npuxoiuM K HeW TOrAa, Korja 3BOHMM Ha TOCYAapCTBEHHYHO
Tenectyauio B Heto-lopke, a Hac 3aCTaB/sIIOT »K/[aTh 116CTh MUHYT, TIPeK/e ueM
COOOIIUTL HaM TI0 aBTOOTBETUMKY. «[lepe3BoHUTE ellje pa3, BCe JIMHUU 3aHSThI».
MBI TIpUXOA¥MM K HeM, KOrja KOMIaHWS TPUChIIaeT HaM HOBYH KPEeJUTHYIO
KapTy B3aMeH yTePSIHHOW TOJIbKO yepe3 Tpu Mecsita. Mbl NpUXOUM K HeH ToC/ie
ob1reHus ¢ Tunorpadueit B MuHHecoTe, pabOTHHUK KOTOPOM 00eliias MoJcuuTaTh
Npe/IBapUTE/IbHYI0 CTOMMOCTb B UETBEpr [0 TOMYAHS, a MepPe3BOHU/ TOJBKO B
CreAyrLIUN TTOHeIe/IbHUK (C/Tydyau, NPOU30LIe/Ie CO MHOM CaMUM B TeUeHUe
MOCJ/IeTHUX TPEX MECSLIEB).

Yunn bekBus, ecsTy JI€T OT POAY, CyMes BbIpa3uTh 3TO KOPOTKO U TOYHO:
«CJ/TUIIIKOM 4acCTO OT 3TUX YCIYT TOLIHUT.

KauecTBo 00C/Ty>XKMBaHUS yral0 TaK HU3KO, UTO €C/IM HUKTO He >KayeTcs
Ha BalllM YCJyrd, 5TO elje He MO0BOA A/ CaMOJOBOJIbCTBA. DBOJIBIIIMHCTBO
KJIMEHTOB y>Ke OTUasi/TMCh ’Ka/I0BaThCS.

[Touemy 0OC/y>KMBaHWE CTaj0 TaKUM TIOXUM? OTUacTH 3TO MPOUCXOAUT
M3-3a TOTO, YTO KOMITAHWM He MOTYT [0Ka3aTb B TOYHOCTH, UTO OObIIMe
WHBECTULIMM B y/yuilieHue o6cmyKuBaHus — oOyueHue, TTOBBIIIeHNEe 3apIliaThl,
JIOTIONTHUTE/IbHBIN TIepCOHa/ — TIpHUHEeCyT Oosbllle Aoxoaa. UToObl MOBBICUTH
TIpUOBLTb, KOMITAHUY COKPAIL[al0T Pacxofibl, TlapasiiesibHO /10 Tipejiesia CoKparltias
CBOM yCJIyTH (Kak MpaBWIO, 3TO U TIpeZiesl TePHeHUs K/IMeHTa).

BcnomHuTe cnydaw, KOrja BaM  [PUXOJWIOCh  CTQJKWUBAaThC  C
BBICOKOK/IACCHBIM 00CyKBaHHeM. Hackonbko 0oJibIlie BbI OOBIUHO TPAaTU/IN B
TaKoW KOMITaHUU? CKOMBKUM JTFOASIM BbI MIOTOM PacCKa3bIBa/ik O MOTPSICAIOIEM
KauecTBe ee ycyr? CKOJBKO MOTPaTU/IM B 3TOM KOMITAHUY OHU?

Hert, pa3ymeeTcsi, Bbl He MO)KeTe Ha3BaTh TOUHYIO LIU(PY, HO OHa OIPOMHa.
U Bce 3TH JIeHbI'Y cefiuac HaXoAsaTCsl B OaHKe KOMITaHHUU.

[Tpexkie ueM HamvcaTh O0bsIB/IEHHE, HauaThb PACChLIKY, BBIIMYCTUTD IPeCC-
peJii3 — HUCIpaBbTe BCe HeZloUeThl B 00CTy>KUBaHUH .



I dekT JIelik-Yoberon: 3aBbillieHHasI
CaMOOIeHKa

OpHaxabl KTO-TO cKasan: «CpeiHul amepuKaHel] He cuuTaeT cebs
TakoBbIM». [Icrxosioru fokasand 3To. Mbl cuuTaem ceOsi /yullliMH, YeM Mbl
ecTb Ha camoM jesie. Korma uccienoBarev MOMNPOCUIA CTYLEHTOB OLI@HUTH
CBOIO CIOCOOHOCTHL J/1aUTh C MoAbMH, 60% OMpoLIeHHbIX MOCTaBUIM cebe
olleHKy He HWwke 9 6amnoB u3 10 BO3MOXKHBIX, 94% YHUBEPCUTETCKUX
TrperioZiaBaresiell yTBep)KAlOT, YTO OHU IIPerofaroT Jyulle CBOero CpeiHero
KoJuieru. BoMbIIMHCTBO MY>KUMH CUMTAIOT Cebsi TIpUBJIeKaTe/TbHBIMU.

Hama  wamo3uss  COOCTBEHHOTO — MPEBOCXOACTBA  TaK  IIMPOKO
pacrpocTpaHeHa, YTO [ICUXOJIOTY MpUAyMaly e crieLyaabHoe Ha3BaHue. OHuU
Ha3biBalOT ee «3¢ekTom Jleik-Yoberon» — MO Ha3BaHUIO BLIMBIILJIEHHOTO
ropoja us IOIMy/IIPHOIO paJyoCIieKTak/s o cueHaputo I'appucona Kesiepa. B
Jlelik-Yo0ero-He «KeHIIMHbI CU/IbHbIE, MY>KUMHbI TIPUBJIEKaTe/IbHbIe, a BCE [IeTH
00s1afiatoT CriocOOHOCTSIMU BbIIlle CPETHETO YDPOBHS».

Kakgplii uWjieH Balled KOMIIAHUM—UYeIOBEK W, CJIeZlOBaTe/IbHO, TOXKe
ctpagaet 3dexrom Jlelik-YoberoH. Bam KakeTcs, UTO Bbl CaMU U Ballld YCIYyTU
Jlyullle, 4yeM eCTb Ha CaMOM JieJie.

KauecTBO mpefocTaB/isieMbIX B Hallleld CTpaHe YC/Iyr TakK Y»KacHO, UTO Bbl
MO)KeTe TpeZJiaratb OOC/Iy)KMBaHHWe Bbillle CpeJHEr0 M BCe PaBHO OHO Oyzer
oTBpatuTebHbIM. Ho BOOOII[e-TO BCe IIaHChI 3a TO, UTO Bbl HAXOAUTECh UMEHHO
Ha cpeZiHeM ypoBHe. McxoauTe K3 TOro, UTO Bbl 00CTYy)KUBaeTe IMI0X0. XyKe OT
3TOTO He Oy/ieT, ¥ 9TO 3aCTaBUT BaC COBEPIIEHCTBOBATHCS.



IJTH I/IaKaThl COBCEM He CMeIlHbIe

Bce Bbl Buzenu Haanmucu «KauectBo, ob6cnyxuBaHue, 1ieHa. Boibrpaii uto
X0ouellb!» ¥ rMopucThueckue miakarel «Korga msBonmute?». (HeynuBuTensHO,
YTO OHU Yallle BCEro BbIBEIIMBAKOTCS MMEHHO TaM, rjje 00CIy)KuBaHUe XyKe
BCETO0.)

Korga g BWXKY 3TM IUlakarThbl, Cpa3y HaBOZMALMe Ha MbIC/Jb O TOM, 4YTO
TIOKYTIaTe /b C/IMIIIKOM MHOTOTO XOUYeT, sl BCeryia TOBOPIO Mpo/iaBily: «51 xores ObI
TIOCMOTPETH ellle Tapy (GupM, rpexkze ueM NpUHITbH OKOHUaTeTbHOe PellleHue».

Ho s yxke pemmi. Crofja s He BepHYCb.

Ecmu Bbl peldnu s cebs, UTO He MoOyKeTe TPeAJIOKUTh KauecTBo,
CKOPOCTB U 1IeHY, BbI POCTO He XOTUTE TIPUKJ/IA/[bIBaTh HUKAKUX yCUIUHN, UTOOBI
CTarh Jiyylle.

Kak McDonald's ynaetcs obecrieurBaTh 6e3yrnpeuHyt0 YUCTOTY TyaJleTOB 1
npofaXy KapTtodessi-¢hpu BeicoUaliiliero kauectna 3a 50 ceKyHz v 79 LleHTOB?

3abyasre 00 orpaBaaHusax v moMHute o McDonald' s.



ITycTh Balllid K/IMeHThb] YCTAHAB/IUBAKOT BalllA
CTAaH/AAPThI

B0 MHOrMX KOMITAaHUSIX CGhepbl YCIYT CTaHAApThl KaueCcTBa OMpeZesistoTCs
MHEHHEM TIpoheCCHOHA/IOB B 3TOM 00/aCcTH, a He KWeHTaMu. Bo3bMeM, K
TIPUMEpY, peK/Iamy, FOPUCIIPYAEHIMIO UM apXUTEKTYpy. B peknamMHoM OH3Hece,
eC/IM TBOPYECKHH pabOTHHK TOBOPHUT: «3JTO OYEHb XOpoIlas peKjaaMa», OH
TI0/Ipa3yMeBaeT TPH 3TOM He TO, UTO 3Ta peKjaMa MOXKET peajlbHO TOBBICHUTH
noxon kKmveHta. OH TIPOCTO MMeeT B BHAY, UTO OHa o0OsazaeT OpPOCKUM
3aroJIOBKOM, XODOIIIMM BWJEOPSiZIOM, T. €. TO, YTO OHa XOPOIIO Cje/aHa.
OtmruHo. KiaccHo.

AJIBOKaThl MBICTAT TakuM ke obpa3omM. OHM CKaXyT «3JTO XOpOIIIO
TIO/ITOTOB/IEHHOE 7ieJio». M HaryieBaTh, UTO C TOUKW 3PEeHUs KIMEHTa 3TO [eJI0
ObUIO y)Ke [JOCTAaTOYHO XOPOIIO TOArOTOB/IEHO paHbllle — 3@ MATh THICIY
JoiapoB. U y>k coBceM HarieBaTh, UTO 3TO [IeI0 KacaeTcsi BOMPOCa, KOTOPOTO
MOXXHO ObUIO OBbI BoOOIIe u30ekaTh, eciyd Obl agBOKaThl CBOEBPEMEHHO
TIPUJIOXKHUIUA K 3TOMY YCHIIHSI.

MHorve apxXuUTeKTOpPbl 000KArOT 3/1aHUsI, KOTOPHIE UYIOBHUIIIHO HEYI00HBI
JUI TeX, KTO B HMX paboraeT. U, TeM He MeHee, apXHUTEKTOPbl HA30BYT MX
BeJIMKo/IenTHbIMUA. OHU ObUIH C/le/laHbl OUeHb KaueCTBEHHO.

Cripocute cebsi, KTO yCTaHAB/IUBAET JjIsI BaC CTAaHZAPThI KaueCcTBa — Ballla
OTpac/ib, BaIlle 3T0 W/ Ballld KITUEHThI?



I1/10X¥ie HOBOCTH: BaM NMPU/AETCA
KOHKYPHPOBAaTh ¢ YoaToM [[rcHeeM

OpHaXAbl YTPOM $SI 3aX0XKy B Kade, HCIMOSHEHHBIH CaMbIX paZy>XKHbIX
HaZiexx/l. Y TIpWiaBKa y)Ke CTOAT ueTBepo, HO 51 pellaio, uto morepruio. K
COXKaJIeHUI0, 3a MPUIABKOM Ziesia 06cTosT xy>ke. bapmeH mozaet rnokymareto Ne
1 Gonblyro yamiky kode 6e3 kodeunHa. [Tokynarenb 3aka3biBaa MajeHbKYH) —
npocroro. Jlpyroii 6apmeH ¢uupTyeT ¢ mokymnaTenbHuileit Ne 2. B 3ToM ecTb
YyTO-TO TpOrare/bHOE W BbI3bIBAIOIEe HOCTAAbIUIO, HO BCe K€ 3TO
He/I0CTaTOUHO 3axBaTbIBatollle, UTOOBI OTpaB/AaTh MTPOAO/IKUTE/IbHYIO 3a/I€PKKY.
Elije uepe3 ueTbIpe MUHYTHI 5 HAKOHEL] MOJIy4ar0 CBOI OOJIBIIYIO YalliKy Kode C
MOJIOKOM. [IBafiliaTh JIeT Ha3a[| s MOT Obl TIDUHATDL 3Ty 3a/lepXKKY Kak JJO/DKHOe.
[Baauath JjeT Ha3aj g TakkKe MPUHUMal KakK [O/DKHOe TyasleTbl, yCesHHbIe
MOKPBIMU TIOJIOTEHLIAMHU, JKYIOLIUX >KeBaTelbHYH) pPe3HWHKY O(HULMaHTOB B
3a/IiMaHHbIX KeTuyrnoM IMepefiHMKaX W JeCATUJHEBHOEe O)KWJaHue [I0CTaBKU
TOBApOB, 3aKa3aHHbIX 10 Karasnory. Ilorom mosiBuiacs McDonald's, koTopbiii
V3MEHW/ Hallle Mpe/CTaBleHhe O TyasjaeTaX, XOpOLIMEe pecTOpaHbl MOBBICUIN
Haily TpeboBarenbHOCTh K oduiMaHTaMm, a ciykba Federal Express moaHsiia
CTaHZAAPT AOCTaBKU MO KaTajory. JTU MpeANpUsATHs HaBCeraa U3MEeHWIU Halllu
TpeboBaHus. CerogHsi Mbl OXKWJ@eM, UTO TyaseThl [JO/DKHbI CTaTb OoJiee
YUCTBIMU, obcny>kvuBaHe  —  OBICTpBIM, a  opulMaHTBl  —
nipeayrnpeauTebHbIMU. C KaXKAbIM HeM Bce 0oJibllle JIFJiel CTalKUBaroTCs C
yc/yraMu BBICOKOTO Kiacca. Muorue mobwiBasii B Disney World u Tenepn
3HAIOT, KAKUM TOYHBIM, BE>K/TMBBIM 1 TBOPUECKUM MOXKeT ObITh 00C/Ty>KHBaHUe.
OTU J/II0AU y)XKe BUe/NM KOMIIAaHMM MHPOBOTrO Kjacca, U C 3TUM MPUJETCS
CMUPUTBLCS BCeM, KTO pabotaer B cdepe ycayr. Tumorpadus (HaboseBimii
TIpUMep) He MOXKeT HaJiesiThCsl, UTO ee KJIMEeHTbl CMUDSTCS C 00C/Ty>KUBaHUEM,
TIPOIMKTOBAaHHBIM ~ CTaH/lapTaMy  TIeUaTHON TPOMBIIIEHHOCTA, €CId 3TH
CTaHfapThl (Kak 3TO OOBIYHO U ObIBaeT) He COOTBETCTBYIOT OXKUAAHUSM
kueHToB. KiueHThl Tunorpaduu yxke moOwbiBasii B Disney World, u ux
oXujlaHusi HeoOpaTMMO BBIpOC/IM. KommaHus, KOTopasi He TIOTMbITaeTcs
JOTSIHYTbCS 10 3TUX PaCTYIIUX CTAaH/IapPTOB, /JOJDKHA FOTOBUTLCSA K HeOOJIBbIION
PEBOJTIOIIMM U MacCOBOMY UCXO[y roTpebutesneii. He obpartiaiite BHUMaHUsS Ha
TipeJpacCyiKku, CyleCTByIOI[Me B Balllel orpaciu, Gepute mpumep ¢ Disney
World.



IddekT 6abouxku

B 1963 romy meteoposior OnBapf JIopeHL| BBICTYIIUI C MOTPSCLIMM MUD
3asiBieHeM. Ha TIpOTSDKeHUU JeCSITWIeTHM JIIOAW TpefcTaBasiiu - cebe
BceneHHYI0 Kak OOJIBINYI0 MalllMHY, B KOTOPOW TIPUUYWHBI COOTBETCTBYIOT
cnenctBusM. Jlrogu monaranud, yTo OOJibIMe TMPUYMHBI BBI3BIBAIOT OOJIbIINE
MOC/IeAICTBUSI, A CJIe[ICTBUS MaJIeHbKUX TIDUUMH Takke Masbl. JlopeHI]
YCOMHUJICSI B 9TOM.

Bonpoc, koTopwlii oH cebe 3azan, 3Bydaq CTPAaHHO U B TO >Ke BpeMs
ype3BblyaiiHo TmpocTo: «Ecmu 6abouka B CuHramype B3MaxXHeT KpPbUIbSIMHU,
MOXKEeT Jid 3TO mMOoBMUSATh Ha yparaH B CeBepHoii Kaposuue?» Ilocre
TIPO/IOJDKUTE/ILHOTO H3yueHust JIopeHI| oTBeTH: «/a».

OTkpbiTHE JIOpEHI[OM TOTO, UTO ceiiuac HasbIBalOT «3(dekToM 6ab0uKN»,
ObUIO OHUM U3 TeX COBepIleHHbIX 3a nocneqHue 20 eT OTKPBITHH, KOTOpbIe
CBUZIETENILCTBYIOT O  HeMpeJCcKa3yeMOCTH Mupa: TIOTOfibl, BO3MOXXHOTO
pe3ysibTaTa MapKeTHHTOBBIX TPOTPaMM U OTZAA/IeHHBIX, HO YaCTO CEepbe3HbIX
TI0CJIe/ICTBUM, BBI3bIBAEMBIX KDOXOTHBIMU TIPUUUHAMH.

Tem He MeHee Obula OfjHa TPYIITNa JKOJeN, KOTOPYIO COBCEM He YIAUBUIIO
OTKpbITHE JlopeHila. OTU JIOAW KaXKAbIM JeHb HaOmomanu 3¢hdekr 6abouku B
JercTBUU. DTO ObLIU JIFOU, TIPUCTAIBHO Crefisie 3a paboToii cdepbl ycayr —
MUpa, I7le COBCeM HeOOJIbIlMe YCUIUS 3a4acTyr0 MPUHOCST OTPOMHbIe, XOTS U
OT/Za/ieHHbIe TI0 BpeMeHU pe3y/bTaThl.

[TomuuTe 006 3¢pdexte 6abouku. ManeHbKasi TIPUUKMHA MOXKET TIPUBECTH K
OTPOMHBIM TIOC/IE/ICTBHSIM.



babouka o umenu Pompxep

16 centsi6ps 1993 roga »kutenr MuHHearnonrca BCTIOMHUII, UTO B OT/AeJsie
KOCTIOMOB YyHMBepmara Dayton eMy cerofHsi BeuepOM [OJ/DKHBI BEpPHYTb
OT/IaHHBIM B MOYMHKY JIeTHUW THKaK. OH MOoJoIIen K MPU/IaBKy, 3a KOTOPbIM
€ro TYT >Ke IPUBETCTBOBAJI SHePruYHbIM TEMHOBOJIOCHIN C/Iy>KalliUi yHUBepMara
110 imeHu Pomxep A33am.

«f1 mpumen 3a CBOMM NM/PKaKOM», — CKasaa Tocetutenb. Yepe3 Tpu
MUHYTbl A33aM BepHYJICSd M3 MOJTOHOYHOW MAacCTepPCKOU C IJIOXMMU BeCTSIMHU:
«/3BUHUTe, emje He roTtoBO». OAHAKO efBa >uTejb MWUHHearionvMca Hayall
’KajioBaThbCsl, yrvpas Ha TO, KaK OH pPAaCCUMTHIBAJ Ha IOyuyeHHe KOCTIOMa,
Pomxep BockiukHyn: «Celiuac BepHYChb!» — U KUHY/IACI 00paTHO BO
BHYTPEHHHE MOMeILeHYs

OH [J1efiCTBUTE/ILHO BEPHYJICS OYeHb ObICTPO. «OHU 3aliMyTCs 3TUM TIPSIMO
ceiiuac, ¥ uepe3 MITh MUHYT BbI ITOTYUMTe CBOM MU/PKAK, s 00eIriaro», — cKasall
OH.

KnueHT oTpearupoBas TakK, Kak Ha €ro MeCTe OTpearupoBaio Obl
6onbiHCTBO Mojeii. OH Obi pacTporad. Ha camom siesie oH 6611 jaxke Gosibliie
yeM pacTpOraH: 3TOT CAY)KallluWd TakK CTapasiCsi YrOAUTb €My, UTO K/IMEHT YrKe
YyBCTBOBaJI ce0sl y Hero B IOTY.

Oxxujasi BbITIO/IHEHUSI 3aKas3a, OH Hauaj IIPOry/MBaThbCs MeXAy TpeMsi
psiZilaMy CIIOPTUBHBIX MHPKAKOB. M ero B3mIsf[ OCTAaHOBUJ/ICS Ha YyJEeCHOM
KODUYHEBOM MNH/pKake «B enouky» oT Hugo Boss ¢ cooTBeTCTByOIUM
LIeHHUKOM: 575 [J0/1/1apOB.

EcTecTBeHHO, UCTOPUSL 3aKAHUMBAETCS TE€M, UTO OH KYMW/ MUpKaK 3a 575
JI0/JIapOB, HO He TOJIbKO. EMy TakKe MpUIILIOCH KYNUThL uepHble Optoku 3a 10
JIOJJIapOB ¥ Ha 55 [JO/JIapOB — TMOAXOAAIIMM K KOCTIOMY TajICTyK B
KOPUYHEBYI0, UepHY0 U Geyto ToJIOCKY.

3a Kakue-TO CeKyHZbl B3Max KPOXOTHBbIX 0abOUKUHBIX KpbUIbEB —
NATUMUHYTHBIM BU3UT Pojpkepa A33ama B MacTepCKyH) — TMpHBeJ K IIpojaxe
ToBapa Ha 740 posutapoB. He roBops yXe O LIEHHOCTH peKJiaMbl, KOTOPYO
Dayton u 1o ceii feHb niosiyuaeT Giaropapsi moctynky Pompxepa.

Ha cnepyrolllee yTpo Haua/JbHUK OT/ena 3aKyrNOK pacCMaTpyBasl LIUQPbI
MPO/Ia’K Ha 5KpaHe CBOEro KOMMbIoTepa. «f1 rpopan elje oguH nuaxak ot Hugo
Boss», — € yi0B/eTBOpeHreM IoiyMasl OH, OTHOCSI 3TO Ha CYeT CBOer MyZApOur
3aKyTIOYHOU TOJIMTUKWA M TOHWMaHUs HYXX[ Mokymnarened. Ho nmupkak npogan
He OH. Ero npopman Pomkep A33am, COBepLIMB IIOCTYNOK I[OYTH TaKOW XKe



He3HAUMTe/IbHbIN, KaK B3MaX KpbUIbeB 6a00uKH.
bynbre Pomxepom u HaHMMaiTe PomxkepoB. Maiivte KpbUIbIIIIKaMHU.



OumbKa oTKpbIBaeT 1mepe/; BaMu HOBbIe
BO3MO>XHOCTH

Wcropusi Pomkepa A33amMa WMeeT W APYTrylH0 MoOpajib, O KOTOPOW YacTo
3a0bIBalOT MOCTABILUKU YCIIYT.

HecmoTpss Ha TO uTO 3(¢EeKTUBHBIM MapKeTUHT YCIyT HauWHAeTCs C
BBICOUAMIIIETO KaueCTBa CaMOW YC/IyTH, BBICOKOK/IACCHOE OOCTy)XKMBaHUE He
O3HauvaeT TIOTHOTO OTCYTCTBUSA JedeKToB. B ciyuae ¢ Pomkepom obcmyXuBaHue
yHuBepMara Dayton vMesio OrpOMHBIM HEIOCTAaTOK: OHW He BBLITIOJIHUIA CBOE
00s13aTenlbcTBO B Cpok. Ho B koHeuHoMm utore Dayton w3Biek Oosbiie (T10
KpaiiHeli Mepe Ha 740 10/171apOB) BBITO/IBI M3 CBOEU OLTUOKH, UeM U3BJIEK OblI ee B
pe3ynbTare 6e3yrpeuyHoro u 6e301mO0YHOro 06C/Ty>KUBaHMSI.

Dayton BbIMTpasT 3a CUET TOTO, UTO 00C/Ty’KUBaeMbIii PofpkepoM ToKyTiaTesb
3HaJI, UTO BCe JIFOJU WHOT/Ia COBEPIIIAI0T OIMOKU, U Cyua 00 yHUBepMare U, B
YacTHOCTH, 0 Po/mpkepe 1o TOMY, UTO OH C/iefia/l TIOC/ie TOro, Kak OomMbka Oblia
3ameueHa. Kak T1ocTymaete BbI, eC/iM COBepIIWIM OIMKMOKY? IlbiTaeTech
TIepeIoKUTh BUHY Ha JIPYTOTO WM OMNpAaBAAThCs (HU TO, HU JIPYyroe HUKOTO He
00MaHyT U TOJILKO C/Ie/Ial0T CHUTYyaluio Xyxke)? Vv Bbl MPUHWMAaeTe yhap Ha
cebss W pelllaeTe BO3HMKIINYIO TIpoOsieMy TakuMm o6pa3om, 4YTOOBI ITOKa3aThb
KIWeHTy: «Bbl #eliCcTBUTebHO BaXKHBI [jIi HAaC, M celyac MbI paji BaC BCe
VICIIPaBUM»?

CripocuTe coBeta y Pomkepa.

BosibIiivie OIMOKY OTKPHIBAIOT T1€pe/i BaMU O0JTbININE BO3MOXKHOCTH.



Co3aHue peK/j1aMbl — JIAKMYCOBasA OyMa)kKKa
Ou3Heca

KopoTeHbKasi, HO TOKa3aTesibHasi UCTopusi. JlecsaThb jieT TOMy Hasaz. 3[aHue
[Munncbepu Heroaneky ot XyJo)KeCTBEHHOTO MHCTUTYTa B MUHHearionuce.

Yak AHEpCOH M s CUUM B ero oduce Ha TpPeTbeM I3Taxke, HOOyemcs
37laHeM WHCTUTYyTa U CTapaeMcsi He oOpalljaTb BHMMaHUSI Ha CTeHbI oduca
Yaka. OTU CTeHbl yBellaHbl CJeJaHHBIMU HaMM 3CKU3aMU DPeKIaMHOro
oObsiBrieHusi. Yepe3 /1Ba [IHSI Halll KpeaTUBHbBIN [UPEKTOP oOpailjaeT BHUMaHUe
Ha 3amax U cMmeno BpbiBaeTcs K Yaky B oduc. [lotom oH GopMoueT uTo-To U
yZAansieTcs.

Ha cnenytouuii leHb OH BO3BpAllaeTCsi M BUJIUT, YTO Mbl He TIPOJBHUHY/IUCH
HU Ha Llar.

M oH npousHOCUT (pa3y, KOTOPYIO S 0 CUX MOP OUeHb XOPOIIO MMOMHIO:
«Ecnu Tak TpygHO nipUiymMath peksiamy, ipobsiemMa B TOBape».

Oto mpaBaa. Ecu Bl He B COCTOSIHMM MPUyMaTb MPUIUNUHYIO PeKIamy
CBOMX YCJIYT, peK/jaMy, COAep’Kalllylo TpHUB/eKaTeJbHOe /i1 MOTeHL[HUaTbHOTO
notpebuTenss TIpe[JI’KeHUe, 3HAUUT, HAA0 UTO-TO [leflaTh C CaMUMHU
TIpe/I0CTaB/IsieMbIMU YCTyTaMHU.

[ToripoOyiiTe mpuaymMaTb pekiamy CBoux ycayr. Eciu mocie Hefenu
paboTbl JIyullivii BapUaHT peK/JaMbl 3BYUUT TIO-TIpe)KHeMY c1abo, Bpems
repectatb paboTaTh HaJ, YCOBEpIIIeHCTBOBAaHWEM peKlaMbl U  3aHIThCS
yCOBEpIIEHCTBOBAHUEM YCJIYT.



B3eT u nagenue Delta Airlines. 1985-1995

B 1981 roay Tom Iletepe oTmpaBU/ICS «B IOTOHIO 3a COBEPLIEHCTBOM» U
obHapy»xun Delta Airlines, UICTUHHBIX MacTepOB 0OCTy)KUBaHUs KJTUEHTOB.

Ecmu BaM TIPUXOAWUIOCH KOryla-vbo jieTaTh CaMoJjieTaMy aBUAKOMITaHUU
Delta, Bbl, BO3MOXXHO, comiacutecb C oteHkod [lerepca. Ilepconan Delta,
JeNCTBUTETbHO, BCTPeUas BaC CaMbIMU TeIJTbIMU Y/TbIOKaMU, TaKUMU, UTO Bbl He
MOTJIU He Y/IbIOHYTbCS B OTBeT.

Utak, Delta obnagana mperMyiileCTBOM CaMOTO Jy4Yillero 00C/Ty>KWBaHUS,
Jla K TOMY ke, TIOCJie BbIxoZla KHUTH [leTepca, mosyunsa GecriaTHyI0 peKaamy
Ha 500 MJIH. [0/1/1apOoB.

UTo ke rpou3ouuio?

ABuakomnanusi  Delta  mpofo/bkana  COBEpILIEHCTBOBaTb — CHUCTEMY
oOcny>KrBaHusl, HO UTHOpYPOBaja MapkeTuHr. Ciyxkaiue Delta gpemasny, roka
American Airlines BbIBogu/Ia Ha PbIHOK CBOK) CHUCTEMY 3/IEKTPOHHOIO 3aKasa
bunetoB Sabre. DTa MHHOBAIUS OKa3ajaCh TAKOW YCTIEIIHOM, UTO HEKOTOphIe
9KCTIePTHI yTBepKaanu, Oyaro American Airlines moria 661 BooOiije TIpeKpaTUTh
TI0JIEThI, 1IeJTUKOM TIOCBSTUB Ce0si 37IeKTPOHHOMY 3aka3y OWIeTOB U TMpPU 3TOM
rosiyuasi Gosibliie [JOXOZ0B, UeM TIPUXOAWIOCH HAa BCe aBUAJMHUK KOMIIAHUU
Delta.

Korma Mexay aBUakOMMaHUsIMKA Hauajach BoiiHa 1LieH, Delta He cmorna
YeTKO IOHECTH /0 pacrpocTpaHuTesiell 6uneToB MHGOPMAIIUIO O CBOel crucTeme
CKUZIOK. B pe3ynbraTe, OTYasBIIMCh pa30bpaTbcs B CKUKax Ha mosieThl Delta,
MHOrve OKpO TyTellecTBUI TMpeATNouIN OTIPaBUTh CBOMX KJIMEHTOB pelicaMu
JPYTMX aBUaKOMITaHUM.

Delta He cMmoria U 4eTKO OpraHM30BaTb CBOK DPEKIaMHYHO KaMIaHUIO.
Kpome /103yHroB 06 MCK/IHOUUTEBHO XOPOoIieM 00C/Ty)KUBaHUM, KOTOPLIM U 6e3
TOTO y)Ke CJIaBWIMCh 3TW aBUA/IMHUU, PeK/laMHas KamIlaHUs He Hec/a I10YTU
HUKaKoOM MH(OpMalMy, U pacxo/bl Ha Hee TIPeBBILLIAIM TOIy4YyaeMble OT Hee
[lOXO/IBL.

Mapketunr Delta Airlines oka3zasncsi HeynauHbIM, ¥ BCKOpe HeyJaud CTau
Tipec/jiefioBaTh caMy KOMMaHWiO. HecMoTpsi Ha CBOIO pemnyTaiyio 3ab0TIMBO
OTHOCsIIENCss K TiepcoHany Komranuu, Delta Obiia BbIHY)XK/eHa HauaTh
YBOJIBHSAITh TTA/IOTOB. 3aTeM el NPUIUIOCh COKPAaTUTh YUCJIO HarlpaB/ieHuH, U TIpU
3TOM ObLIO yBoJieHO elie Oosbiiie Jtofieid. Kasanoch, aBUakOMIlaHMsI BOIILJIa B
LITOTIOP.

Ceituac, Korja sl mUIly 3Ty KHUTY, pykoBoAcCTBY Delta Airlines Tak u He



ya/10Ch BBIDOBHSITH TI0JIET.

Delta ckoHI|eHTpHpOBasa BCce CBOe BHUMaHUe Ha 00CTy)KUBaHUU KTMEHTOB.
HuKTO He MOTr CpaBHUThCSI C Hell B KaueCTBe 0Oc/iykuBaHusi. Ho MMeHHO 3Ta
KOHLIeHTpALYs TIPUBeJia aBUaKOMIIaHUIO Ha Kpaii Trbesnu.

Ha, obcnyxuBaHUe — 3TO cepjiie npeArnpusTus cepsl yoiyr. Ho ogHoro
cep/iia HeJIOCTAaTOYHO /IJIsl XKU3HEeCTIOCOOHOCTH OpraHu3Ma.

MapkeTHUHT —MO3r npeAnpusitus cepsl ycayr. Eciu oTKa3biBaeT MO3T, TO
CKOPO OTKaKeT U cep/Lie.



BbITH JIy4IIIM WK ObITH Apyrum?

[TepenBmwkubie  ¢ypronsl ¢  Tabmuukamu — «OOciyxuBaHue!» u
«ABCO/IOTHOE KauecTBO!» TTPOMYA/UCh TI0 TIPEPUSIM aMepPUKaHCKOW SKOHOMUKH,
Y MW/TMOHBI TTOCIIeIIW/IA YCTPEMUTBCS 38 HUMU.

Ho nmbiib, mopHsTass  KojecaMd — (PyproHoB,  3acjioHWIA  OT
3aMHTepeCOBAHHbIX B3IVIAZA0OB TO, YTO Ha CaMOM Jejie TIPUHOCUT YCIiex
TIPeATIPUATHIO 00CTY)KUBaHMUSI.

Benuuatiiiero ycrexa B cepe ycayr 1obvBanuck B AMepuKe OTHIOb He Te
KOMITaHUM, KOTOpbIe [eJjiajii TO Xe, YTO U JApyrve, HO HeMHOro jayuiie. Ero
n00MBaMCh KOMITAaHWUH, KOTOPbIE PeIUIU /iefiaTb 3TO COBEPIIIEHHO WHAue.

Komnanuss McDonald's He mpocTo foBesia /[0 COBepilleHCTBA MPUHLIUI
paboThl K/lacCUUecKoi aMepuKaHCKOM 3akycouHoil. B McDonald's mpumenunu
KapAWHa/JbHO JpPYrOM, OpPraHU30BaHHbIA [0 TOHKOCTH, WCK/IFOUUTEIbHO
TIPOU3BO/CTBEHHBIN TOAX0/ K TOMY, KaK rapaHTUPOBATh MOKYIATe/0 OTJIMYHOE
KaueCcTBO U BBICOYAMIITYH0 CKOPOCTh OOC/y>KHMBaHUSI MO TIOTPsiCarollle HU3KOM
LieHe.

Cnyxba Federal Express He mpocTo y/yuliiia MouToByro JocTaBKy. OHa
pa3paboTana abCO/MOTHO WMHYIO, O/IECTAIYIO C TOUKM 3PEHUs] JIOTUCTUKU U
COBEpIIIEHHYI0 TI0 HCIIOJHEHUIO CUCTeMY [OCTaBKU TIOCHUIOK Ha Oosbliie
PacCTOSTHUSI C OTPOMHOM CKOPOCTBIO.

Komrnianus Citicorp He IPOCTO AOCTHUIVIA COBEpPLLIEHCTBA B TPAAULIMOHHOM
amMepUKaHCKOM OaHKOBCKOM [lefie. OHa cTaja TMOHEPOM B HCII0/Ib30BaHUU
0aHKOBCKMX aBTOMATOB, TepBbIM 0OAHKOM, HauaBIlIMM arpeCcCHMBHOe BHeIpeHUe
KPeJUTHBIX KapTO4YeK — CerofHs HaCTOJIbKO ILIHMPOKO pacrpOCTPaHeHHbIX, YTO
Mbl BOCIpMHMMaeM WX KakK JaHHOCTb. Citicorp crasa mepBOM KOMIIaHUEH,
VICTIO/Ib30BaBIlIed TOJIHOCTBIO 37IeKTPOHHYHKO CUCTeMy TepeBoja IulaTeked, U
TepBOl Hauasa BBINMYCK I[eHHBbIX Oymar C TijlaBaroilledd CTaBKOM mpoiieHTa. U,
BO3MOYKHO, CAMbIM Ba)KHbIM ObIO TO, UTO UMEHHO OHa (hakThuecKd usobpesa
cB0oOOHO oOpaliiarolifuecs: erno3uTHble CcepTU(hUKaThl, KOTOPbie BCKOpe CTasu
OJJHUM M3 OCHOBHBbIX MCTOYHUKOB CpeZCTB [/si (PUHAHCOBBLIX YyupeXKJeHuH,
yCTymasi B 3TOM TOJIbKO YEKOBBIM [|e[103UTaM.

bnok H amp;R, Yapsaw3 [11Bab, nHBeCTUI[MOHHBIE (DOH/BI OTKPLITOTO THIIA,
cucTeMa KOMITbIOTEPHOTO 3aKa3a C HOuHOM AoctaBkod, Hyatt Legal Services u
JeCATKW  JIPyruX  TIpeArnpusituii  cdepbl  00C/Ty)KUBaHUS,  JOCTHUTIINX
VCK/TFOUMTE/ILHOTO yCIiexa, He TIPOCTO CTPeMUIUCH K HeOOJTBIIINM YTy UllieHUsIM,
VCIIO/Ib3YSL yXKe cyljecTByrolde uged. OHU chenasd 4YTO-TO KapAvHAa/IbHO



HOBOE.

OjiHaKo, HECMOTPSI Ha BCe 3TH TOTPSICAIOIIMe UCTOPUM yCIiexa, CTOMT BaM
OKa3aTbCsd Ha OJHOM M3 I[UJIAHOBBIX COOpaHMM TIPaKTUYECKH JIoOOro
TIPeATIPUSTYS, KaK BbI OBICTPO ITOMMETE, UTO eI TOJILKO KaKasi-HUOyb «uepHast
OBeUKa» He BBICKa)KET BO3Pa)KeHWH, 11e/lb BCEX 3THX 3acelaHuii ofHa: «/laBaiiTe
MIOCMOTPHM, UTO MBI CyMe/IU CZiejiaTb B IIPOIIUIOM TOAY, U B HbIHEIIIHEM IOy
YAYUILAM 3TOT pe3y/IbTaT He MeHbIIle ueM Ha 15 TpOIjeHTOB.

[TATHAALATUIPOLIEHTHOE ~ y/IyullleHWe — 3TO HEIUIOX0, OJIHAKO [I0
orpe/ie/IeHHOr0 BpeMeHM. [0 TOro BpeMeHM, KOrja IIOSB/ISeTCS Jpyras
KOMITaHHs1, KOTOpast [ieJ1aeT TO >Ke, uTO U Bbl, Ha 100 MpOLIeHTOB MHAaue.

A ecmu Bamma cdepa JiesTeTbHOCTH BOOOIIe /I0MyCKaeT IMOsiB/IeHHe HOBBIX
KOHKYPEHTOB, TakKasi KOMIaHUs 00s13aTe/IbHO TIOSIBUTCS, W JIONTHE OeCCOHHBIe
HOUHW BaM 0becCITeueHsbl.

OTO TIPOMCXOJW/IO C Ie/IbIMH OTPAC/IsIMH, KOTOpble He CTPEMHIHCH K
HOBATOPCTBY. BaHKM YCTYIU/IM CBOE MCTOPUUYECKOE MEePBEHCTBO B (DMHAHCOBOM
00/1aCTH CTPaxOBbIM KOMIIAHHMSIM, WHBECTULIMOHHBIM U TIEHCUOHHBIM (OHJaM U
KPEeJUTHBIM COI03aM. APXUTEKTOPbI OBbTH BBIHY)XAEHBI YCTYIUTh OObIIOH
KyCOK CBO€ro PpbIHKA KOMIIAHUSM, CIELUaIU3UPYIOIIMMCS Ha YIIpaB/IeHUH
CcTpouTe/bcTBOM. FOPHCTBI 1TOJBEPraroTCsl OIACHOCTH CO CTOPOHBI HOBBIX (hHpM,
TIpe/|/IararoIinX ajJbTePHATUBHBIE METO[bl PpeIlleHHs CIIOPHBIX CUTYyalud I10
ropaszo Oojiee HU3KOM IieHe. A y peKlaMHBIX 0r0po BooOiije oTOMBaOT paboTy
BCe KOMY He JIeHb, BK/IIoUast areHToB ['o/imBy/ia.

Mexxly TeM TpoLieCcC 3PO3UH BO BCEX ITUX OTPAC/ISIX HauasICs Ha TéX CaMbIX
TIJIAaHOBBIX COOPAHUSIX, Ile BCe XOpPOM TBepAW/IH: «Kak HaM y/IydIlIuTh pe3y/IbTaT
Ha 15 npoLeHToB?»

He naymaiiTe 0 TOM, KaK CZieJlaThb UTO-TO jydiie. /lymaiiTe O TOM, Kak
c/leniaTh 3TO UHAYE .



IlepBoe NpaBU/Io MPH NJIAHUPOBAHUHU
MapKeTHHIa

He Oyayuu BOBpemsi mpeaynpekieHbl 0 HeOOXOAUMOCTH MHOTO TI0XO0/a,
JIFO/TA, OTBETCTBEHHBIE 3a MAPKETHUHT KaKOW-IM00 yC/IyTH, BCerja HauUHYT C TOTO
JKe MeCTa, Ha KOTODOM OHM 3aKOHUWIM, KOr[a B MOCJeAHWUW pa3 Aymalvd O
MapKeTHHTe.

Kaxapli U3 HUX MpPUMET KakK JaHHOCTh TO, YTO KOMITAaHUSI 3aHUMaeTCsi
CBOUM /[Ie/I0OM, UTO ZIeJI0 3TO B 1[€/IOM OPraHW30BaHO MPAaBU/ILHO U MepCOHA AJIst
Hero (3a WCK/IIOUeHHeM HeCKOIbKUX Hen30e>KHBIX BO3MYTHUTe el CITOKOMCTBUS)
1o/j06paH ToXKe MpaBUJIBLHO.

BHuMaHue /1060r0 yesioBeKa, IJIaHUPYIOIero MapKeTHHT Ha TeKYIIUM ro/,
HeMeJIeHHO oOpaTtuTcs K Borpocy: «Hy 1 Kak HaM 3TO TIpoziaTh?»

MoxkeT ObITh, y HaC MOSIBUJIMCh HOBbIE BO3MOXXHOCTH WM HaBBIKH, KOTOPHIE
MO/CKA3bIBAalOT HaM, UTO TMPUIIJIO BPeMsI PAaCUIMPUTL CIIEKTD IMpe/jlaraeMbiX
yCJIYT YU OXBaTUTh HOBbI€ PHIHKU? [[0/DKHBI TM Mbl Pa3BUBATLCSA U TIpHOOpeTaThb
HaBLIKUA B CM@XHBIX 00/1acTsax? Vi HaM ciiefiyeT Cy3UThb CITEKTP IpeZjiaraeMbIX
yoiyr ¥ paboTatb HaZl YCUJIEHHWEM STHUX CIel[MaJu3MPOBaHHBIX HaBBLIKOB,
TpelHa3HaueHHbIX [IJI1 TOTeHI[Ma/bHBIX IMOTpebuTesiell, 3anMHTepeCOBaHHBIX
MMEeHHO B Halllel crielaar3alim?

Kakoii Obl Bompoc BbI cebe HU 3afla/id, BaM CJieZlyeT HeIpPeCTaHHO
c/efi0BaTh TIePBOMY TPaBU/Y MJIAHUPOBAaHUSI MapKeTUHTa.

Bcerga HauMHauTe ¢ HYJIS.



Bo3mMo)xHas ycayra

XOTUTE TIO/TYUUTh XOPOLIYI MOZe/Ib TOT0, KaK C/ieyeT CTPOUTb MapKeTUHT
Ballleil yCIyTY B COBPEMEHHBIX yC/IOBUSIX? V3yunTe SBOMIOIUIO aBTOMOOUIBHOMN
TIPOMBILIEHHOCTH.

[TepBbiii aBTOMOOW/Ib COOTBETCTBOBA/] TOMBKO CaMbiM MUHUMAaJbHBIM
CcTaHjapraMm, MOTOMY YTO UMEHHO 3TO OT/IMYyaeT TOBapbl U yC/IYTM Ha MepBOM
jTarie pa3BuUTUSl 000N oTpaciu. Ha 3TOM 3Tame [BWXKYIUM CTUMYJ/IOM
sB/IsieTCsT  COO/MIOfieHre MUHKMAbHO TIpUeMJIeMbIX CTaHAapToB: «CaenaTh
0a30BbIi, [10BOJLHO Ha/leXKHBIM TOBap». I[lokymaTesieii ymoOBIeTBOpSiET 3TOT
MUHUMaJIbHBIM TOBap — TIePBbI AaBTOMOOW/Ib, MepPBbIM BHUEOMarHUTO(POH U
repBasi  3aKycouHasi ObICTPOTO OOC/Ty)KMBaHUs, — T[OTOMY UYTO OHU XOTSIT
o0siafiaTh 3aK/HOUEHHBIMK B HEM YHUKa/JbHBIMU TIpeMMylllecTBaMu. Pazii 3TOro
OHU IOTOBbI CMUPHUTHCSA C ONpe/ie/IeHHbIMUA HeZl0CTaTKaMuy, HaripuMep C TeM, 4TO
B 3ajle TapakaHbl, WIM C BBICOKOU LeHOW. Ha mnepBoM srame pa3BuTus
aBTOMOOM/IbHOM TIPOMBIILIJIEHHOCTH Mbl MOTJIM C YBEPEHHOCTbI) PaCCUUTHIBATh
JIUIITb Ha YepPHBIN 1IBET aBTOMOOW/ISL U Ha TO, UTO OH JIOBe3eT Hac /10 MecTa, — U
HU Ha uTo Oonbiie. IlepBbiii 3Tar B pa3BUTHMM OTPAC/IH, TakKuM 0Opa3om,
ompezesnseTcs ToOBapoM. KommaHuy, Haxodljydecsi Ha IIepBOM 3Tarle,
Tipe/ijlaratoT CBOUM K/IMeHTaM MpreMJieMblid TOBap.

Ha BTOpOM 3Tare TOSBASAIOTCS KOHKYpeHTbl. JKW3HEHHO Ba)KHOU
CTaHOBUTCSI MOAW(UKALMS 5TOTO OCHOBHOTO TOBapa. [1osB/IsAI0TCS crieruaancThbl
10 MapkeTUHry. OHM TIpUC/IYLIMBAKOTCA K MHEHHIO TOKyIlaTrejierd WU BHOCAT B
TOBap Te yCOBEpPIIIeHCTBOBAHUS, B KOTOPLIX HYXX/AIOTCs MOTPeOuTe/Nn: pa3Hbie
1[BeTa, MerebHUIlY, UTOObl BOJUTE/Nb MOT KypHWThb, MO3[jHEe — BCTPOEHHBIM
paguonpueMHUK. OTBeT Ha HYX/bl TIOTPeOUTeNs SB/SETCS JBYDKYIEN CUIION
BTOPOrO 3JTara pasBUTHS OTpacid. BTopou sTan oripefiesisieTcsi PBhIHKOM.
Komrianuu, Haxojfiuecs Ha BTOPOM 3JTarle, IpejJjararoT CBOWM KJ/IUEHTaM
)KeJlaeMbId TOBap.

He MHOrue KoMnaHuu JOCTUrarOT TpeThbero 3tarna. OHY 3aHUMarOT MeCTO B
pbiHOUHOM mnaHTeoHe: Disney, Federal Express, Lexus u gpyrue. Komnanus
Disney npucTynuia K 3TOMY 3Tarly, Korjja co3/jajaa rapky pa3BjieueHnid, KOTOpble
TIPEBOCXO/IUIU TO, B UeM HY>K/]a/IUCh TOTpeOUTesu, U Jja)ke TO, UTO OHU MOI/IU
cebe mipecTaBuTh. TpeTuii aTar — 3T0 Ta ¢a3a, B KOTOPYIO BCTYMUIM HEMHOTHe
aBTOIPOMBILIVIEHHVKY, KOIZld OHM  CO3[4anuM  CUJEeHbsl C  TOLOrPEBOM,
CTepeOKOJIOHKH, 3BYK U3 KOTOPBIX OB/ HampaB/jieH B CTOPOHY BOAUTEIS, a He TI0
L[eHTPy CajioHa, U OaraXHWKU B aBTOMOOW/ISX 0cob0 Masioro Ksacca, Oomee



BMECTUTE/IbHBIE, UeM B POCKOIIHBIX JUMYy3uMHax. Ha 3ToM sTame oXujaHust
K/JIMEHTOB BbIpa’KaeMble VMU TOKeJIaHUST y>Ke He SIBJISIOTCS JBWIKYIEH CUIOU
pbiHKa. Omnpocel Ha TeMy «YTO Ham C/ielyeT yCOBepILIeHCTBOBATL?» IepeCcTaroT
JlaBaThb T0/Ie3HYI0 UH(OpMaILMIo. Y TIOKyTiaTesieli He XBaTaeT BOOODayKeHUsT [iIst
HOBBIX U/JIEU.

Yrobbl ueTKo guddepeHIipoBaTh cebss Cpeji MHOTUX KOHKYDPEHTOB,
KOTOpbIE y/IOBJIETBOPSIFOT ~BbICKa3aHHbIE TIOKyTaTe/NsIMA TMOTPeOHOCTH, Ha
TpeTbeM 3Tarie KOMIMaHWs [JO0/DKHA CAeaTh HeOXKUJaHHbIM XOJl, OHa [IO/DKHA
YAVBUTb MOKYyTIaTe/sl. YUBUTb K/IWEeHTa — BOT JABWXKYyIasi CHUja Ha TPETbeM
jTarie pa3BUTUS OTpacyid. TakuM oO0pa3oM, TpeTuil IJTarl OorpejesseTcs
BooOpakeHWeM, U KOMIIAHHUS, HaXOJIasiCd Ha STOM JTare, TIpejjaraer
BO3MO>XHBIM TOBap.

BOnBIIMHCTBO yCIyT 3aCTpsiiv Celuac r[e-To Ha CepeJviHe BTOPOrO 3Taria.
MHorue u3 ¢bupM — B 0C06€HHOCTH MHOTHE U3 MpodheCCUOHAMBHBIX CITY>KO —
MO-TIPE)KHEMY HaXOJSTCAd Ha MEepBOM WM BTOpoM 3Tarie. Kaxkzass komriaHwus,
3aHUMAIOIIAsiCsl TMpeAOCTaB/lIeHueM YCIyT, AO0/DKHA CTPEMUTBCSI K TPeThbeMY
3Tarly, WMEHHO TaM HaxOAATCSd W3BECTHOCTb, C/jaBa W Balla [JOJs
CYLLIeCTBYIOLLETO PbIHKA.

Co3paBaiiTe BO3MOXHYH YCJ/YyTy, He OCTaHaBIMBaWTeCh Ha TOM, B UeM
HY)XZlaeTcst Uu yero TpebyeT poiHOK. Co3/aiiTe To, UTO O4apyeT ero.



Jlake BalllM 0/1M3KHe APY3bs He CKa)XYT BaM
9TOr0

Buepa ofjuH uesi0BeK MMO3BOHWU/JI MHe, UTOOBI TIPe/IOKUTh [IeHCTBUTETHEHO
LIEHHYIO YC/IyTY, ¥ [TOJIHOCTHIO [IPOBAJIUII CBOE 3a/jaHue.

OH Hava/ yuTaTb MHe JIeKLUIO0 0 MapkeTUHry. OH mpoues MHe Lieyro
JIEKIIUI0 O TOM, YTO Ka)K/AbIA 3/IEMEHT IMPU COCTAB/I€HWUHU I1/IaHa SIB/SIETCSI «BCETrO
JIMIIb  YacTbI0 O0O0I[er0 MapKeTWHTOBOTO 3aMeca». JTO YTBep)KAeHue OH
TIOBTOPKJI LIeJIbIX TPU pasa.

MoxeT ObITb, MEHS CJIUIIIKOM JIETKO Pa303/IMTh, HO S HAJ|el0Ch, UTO HUKOMY
13 MOUX K/IMEHTOB HUKOTZIA He TI0Ha00UTCs ero ycayra, a yciyra, moBTOPHOCh,
Obla [1eliCTBUTE/TbHO BayKHasl.

OTOT TOPrOBbIM TMpEJCTAaBUTE/Ib HE TIPOCTO HE CMOr TpOJAaThb MHE CBOU
ToBap. OH MOTepsi/T BCe 1IaHChI KOT/a-/Ii00 MpoJjaTh MHE UTO-HUOY/Ib.

Cka3saz /i1 51 eMy, UTO ero MaHepa Ipe/JIoKeHus1 HeyiauyHa?

Hert, He cka3an. 3TO He CTOW/IO TIPO/IOJDKUTETBHOTO 00CY»K/[eHUsI, U K TOMY
JKe MHe He XOTeJIOCh pa3zpaxkarh ero.

Kakyio >ke MaHepy OH BbiOepeT mJisi OOIIeHUs CO  CJieAyIOIIUM
TOTeHIIUA/IbHBIM TIOTpebuTeieM?

B TOYHOCTH Ty Xe camyHo.

JIroou He CKaXkyT BaMm, UTO BbI JjejiaeTe He Tak.

Baiiii 1ioTeHIMa/bHBIE TIOTPeOWTeNM He CKaKyT BaM, UTO Bbl UTO-TO
[lejiaeTe HeIpaBU/IBLHO.

KnveHThbI He CKa)KyT BaM 3TOrO.

MHorzma gaxke Ballly CYTIPYT WM CYyTIpyTa He CKaXKyT Bam 00 3TOM.

YTo >ke BaM /iesiaTh, YTOOBI YYUIIIMTh KaueCTBO CBOEH YCIyru?

CripocuTe UX CaMHu.



Ho oHu O0yJyT roBOpUTDH 3a Ballleid CITHHOM

HenaBHO si OyKBa/bHO JIMIIIWJICS /ilapa PeuM Mocje TOro, Kak MoCOBeTOBasl
cBoer KiueHTKe: «[lepBblli MIar B MapKeTMHre YyCIyrMd — Haaudue
KaueCTBeHHOU yciiyrd. [103ToMy BBISICHUTe, HAaCKOJIbKO XOpOLla Ballla yCJyra.
[TpoBeauTe orpoc rnotpedbutesneit. CpocuTe Ux».

51 okasasics He rOTOB K ee OTBeTy:

«51 He xouy fenarb 3TOro, — CKasaja oHa. — $1 6OKCh YC/BIIIATh TO, UTO
OHU J[yMaroT».

Ha camowm jiesie To, UTO OHA He XOTeJsla 3TOT0 CJIbIIIATh, ObLIO /JaXKe XOPOIIIO,
TIOTOMY UTO s B JIt0OOM CJTyuae He XOTeJl, YTOObl OHa caMa pacchbijiajia ONpPOCHbIe
muctbl. $1 xoTen, uToObl TakWe JMCTbI ObUTM pa3oCiaHbl CTOPOHHEM
OpraHu3alen.

OCHOBHOW TMpUHLUI, [JEWCTBYIOIIUM B Halled >XWU3HM, NPUMEHMM U K
OMpOCY KJIMEeHTOB.

[aske Baim Jyiyuiiive py3bsi He CKaXXyT BaM 3Toro. Ho oHu GyayT roBOpUTh
3a Ballleld CIIUHOM.

CpenaiiTe Tak, uToOBI Ballld KIMEHTbI MOIJIM TOBOPUTBH y BaC 3a CIUHOM U
yTOObI BbI MOIJIU Y3HaTh, O UYeM OHU roBopsT. [1ycTh Ballld KJIMEHTbl OTOLLLTIOT
CBOM 3aIlO/ITHEHHbIE OMPOCHbIE JIUCTHI Ha ajpec TPeTbero Jivia — CTOPOHHeH
opraHu3aluu. [1ycTb 3TO TpeThe JIMLIO YBepUT BallluX KJIWEeHTOB, YTO OHU MOTYT
He TIOANMChIBaTh aHKeThI, a UX UMeHa Oy[lyT XpaHUThLCS B TakiHe. U Bbl yBUAUTE,
YTO Ballld K/IMEHTHI JaflyT Topa3o 0osiee ueCTHbIe OTBETHI.

[TycTh onpoCkl 4151 BAC IIPOBOAUT CTOPOHHSSI OpraHu3aLiusl.



3aueM Hy)XeH OIpoc?

Yrto mpou3sBesieT OyiaroNpUsATHOE BIleUaT/ieHHe Ha BallldX ITOKYIaTesiei.
OHU YBUZST, UTO BbI CTapaeTech MOBBICUTH KauecTBO CBoux yciyT. (Bo Bpems
HeJJaBHO MPOBe/IEHHOTO OMPOCa OAWH U3 PeCTIOH/IeHTOB CKa3am: «3TOT OMpoC —
XOPOIIIUKM OTBET Ha BOIPOC, TIOYEMY s MICITO/Ib3YH0 3Ty KoMmaHui. OHU Bcerza
UIIYT criocob erle myuliie 006CTYXKUTb MEHs1».)

Bbl MOXKeTe TOMPOCUTh CBOMX ITOKYIIaTe/ied OL€EHUTb Bac TI0 pa3/IMuHbIM
ToKa3aresissiM U 3aTeM ONyO/JMKOBaTh JlaHHBbIE BaM BBLICOKHWE OIIEHKH B
peK/IaMHBIX Marepraiax. ITo MPUAACT yoeauTeIbHOCTH BallIIM YTBEPIKIEHUSIM
0 BBICOKOM KaueCTBe OKa3bIBaeMbIX BAMH yCJIYT.

[TpoBesieHME OTpOCa /IaeT BaM BO3MOKHOCTh TIPO/IATh ellle UuTo-HUOYab WIn
Cles1aTh K/IMeHTaM BBITOJHOE TIpe//I0XKeHHe.

Yepe3 onpoc BbI MO//iepKUBaeTe KOHTAKT CO CBOMMU K/TME€HTaMHU.

OH 1103BOJIsIeT BaM YUYUTHLCS Ha CBOUX OIIMOKaX.

OH momoraeT BaM CBOEBPEMEHHO 3aMeTHTh TpobieMHbIe 00/1aCTH B Balllei
paboTe U TeX KIMEeHTOB, C KOTOPHIMU MOTYT BO3HUKHYTb TIPOO/IEMBI.

OH 1ipeJjoXpaHsieT BaC OT ABVKEHHUS 110 WHEPIUH.

OH mipefioxpaHsieT BacC OT ITyCThIX BOTIPOCOB, Bpojie «UTo s Ziesato He Tak?».

OH JjaeT BaM SICHO€ TIPe/ICTaB/IeHHE O TOM, KaKMM [IeJIOM Bbl 3aHUMaeTeCh U
YTO peasibHO TIOKYTIAFOT Ballld K/TMEHTHI.

Ormpoc, onpoc U elre pa3 OIMpoc.



[Ipunuun /lerrepmana

Kak crefiyeT MpOBOAUTHL OIMpPOC — TpPU TIOMOIIM JIMUHOW Oecesbl wiu
NMCbMEHHbBIX aHKeT?

$1 6B CKeNnTUYeCKH HaCTPOEH TI0 OTHOILIEHUIO K MUCbMEHHBIM OMpocaM U
VICKaJ/l HaIVIIAHYIO0 WIIIOCTPALYIO K TOMY, II0YeMy MUCbMEHHbIe OMPOChl YacCTo
Jlal0T O4YeHb He3HauuTesbHble pe3y/abTaTbl. OfHa)KAbl BeYepoM MHe I10Be3JI0, S
BKJ/IIOUM/I Tiporpammy /Issuja Jlerrepmana.

OpHuM u3 rocTedd mporpaMmbl B 3TOT Beuep Obiia XesneH Tomac,
TIOJTUTUUECKUM KOMMEHTaTop € OombiiuM cTakeM. [locse HECKOMbKUX MUHYT
HernpuHYX/jeHHO becezbl JleTTepman 3azian Tomac cepbe3Hblii Boripoc: «Kro 13
KaH/IU/1aTOB, yuaCTBYIOIMX B Bbibopax 1996 rofia, Bam Haubosiee cUMIaTHyeH?»

MHorue Tene3puTenu Aymand, uto Tomac otBetut: «bob [doya». Jpyrue
OXKU/Ia/Tk, UTO OHa YUBUT BCeX Mpe/ickazaHueMm, uto bunn KnuHToH cobepeTcs
c cwiamu u Oyzer u3bpaH Ha BTopoi cpok. Ho Tomac He Ha3Bana [loyna,
KnunrtoHa unu faxke Keelina. OHa fiana elile 6oee Heo)kujaHHbIN OTBeT: «MHe
He HPaBUTCSI HUKTO U3 HUX».

Tomac He cobupanack ImyTUTh. OHa HEMpPAaBWILHO TOHSA BOIPOC
JlerTepMaHa, Taxk e Kak U JleTTepmaH He rogymas o TOM, Kak Tomac Bocripyumer
ero Boripoc. CriopTvBHbIe OO/eBIIUKYA TOHSIU, UTO UMes B BUAy JleTTepmaH.
CnoBa «Kto Bam Haubosiee cumnariueHd B CyriepkyOke?», HarpyMep, 03HavaroT:
«Kro, no-Baitiemy, umeet 6oJibIlle 111aHCOB Ha 1obeay?» Ho st MHOTUX APYTHX,
B 0COOEHHOCTU [I/Is1 KeHII[H, Bornpoc «KTo BaM cuUMMaTH4YeH?» WMeeT COBCEM
Zipyroe 3HaueHue.

Haia peub 1osiHa ABYCMBIC/IEHHBIX C/I0B, TAKUX KaK «CUMIIATUYEH» WU
«HpaBuTcsi». CnoBapb usgatenibctBa Random House faet, Harpumep, ABajljaTh
1IeCThb pa3/IMUHbIX TOJIKOBaHMM cyioBa «read». Ho HU OJjVH NHCbMEHHBIM OMPOC
He MOXeT TIOSICHUTh KaK/joe yroTpebseHHOe B HeM CJI0BO WM UCIOJ/Ib30BaTh
TOJILKO Te CJI0Ba, KOTOpble He HYKJAlTCAd B pa3sbsICHEHUSAX, U HU OfUH
yccilefoBarte/ib He CMOXKeT TOYHO UHTepIIpeTUpPOBaTh Kaxzoe CJIOBO,
Hal1CcaHHOe KaK[bIM PeCIIOH/eHTOM.

Xopoluii ipuMep: MapKeTUHroBasi (pMpMa HeJJaBHO TOMPOCH/Ia B3POC/bIX
JIOMOBJIaJIe/IblIeB OLIEHUTh Ba)KHOCTb PAa3/IMUHbIX XapaKTepHUCTHK paboT Tio
peMOHTY /joMa. EcTecTBeHHO, repBoe MecTO C OOJBIIIMM OTPBIBOM 3aHsijia TaKasi
XapaKTepuCTHKa, KaK «KauecTBO». HO uTo 0O3Hauaso C/I0BO «KauyecTBO» [IJif
oTBeyaBLIKMX? (O3Hauajsio /1M OHO KOJIMYeCTBO IOJVMPOBKU U Jiaka? KauecTso,
BU/IHOE HEBOODPY)KEHHBIM IJIa30M, WM KaueCTBO, KAKMM €ro YBUJUT OIbITHBIN



npoeccuonan? KauecTBo, 3ak/rouaroiieecsi B TOM, HAaCKOJbKO KOHEUHbIN
TIPOAYKT OyZeT XOpOIIl TIPH WCITO/Ib30BAaHUM €T0 JI/Isl 3a/ilyMaHHbIX Leneii? Wu
OHM UMeM B BHJAY KaueCTBO OOCTy)KHMBaHUsA K/IWE€HTOB — ObICTpoe
pearupoBaHue TMOJAPSAUYMKOB Ha TMpeAJOoKeHUs 3aKa3uMKa U T[PUBETIMBOCTb
cekpertaps?

OTOT OIpoC SIB/ISIeTCS XOpOIllel W/IoCcTpaleil Tex mpobsieM, KOTOpbIe
BO3HUKAIOT TpU H0O0M THMChbMeHHOM ompoce. JIroau, TPOBOAUBIINE OIPOC,
VHTEePIIPeTUPOBA/IA OTBEThI, OCHOBLIBAsCh HA TOM, UTO OHH TOAPa3yMeBaJu IO/
CBOUMHU BOIPOCAMH, — B TO BpeMsl KakK Te JIHOAU, KOTOPble OTBeuUa/id Ha HUX,
roipasyMeBasiu 1of, CBOUMHU OTBETaMHU COBEPILEHHO ApYyrue Bellu.

Ec/i BbI IpOBO/IMTE MUCbMEHHBIE OTPOCHI, Bbl HUKAK He MoKeTe 1306eaThb
3TON MpoO/IeMbI, C/IUIIIKOM YacTO BbI JIa’Ke He BUJMTEe, UTO TakKas TpobsieMa
cymiectByeT. Ho ecmd Bbl MPOBOAWUTE YCTHBIM OINpPOC, Bbl MOXETe TIpU
He0oOXO0MMOCTH TOSICHUTh CBOM BOIPOC WM TIOMPOCHTH OIpaIlIMBaeMOro
pPa3bsICHUTb CBOU OTBETHI.

Kaxxzpiii pa3, Korja Bbl UCIIBITHIBAETE WUCKYIIIEHVE MPOBECTU MUChbMEHHBIN
orpoc, BcrioMHure o [3Buge Jlertepmane u XejeH Tomac.

OcTeperaiiTecb THUCbMEHHBIX OIPOCOB, €CJId y Bac HeT abCoJOTHOU
YBEPEHHOCTA B TOM, UYTO Bbl CMOXXETe MPAaBU/JIbHO UHTEpPIPETUPOBATh WUX
pe3y/bTarhl.



OTKpOBEHHO roBOPA: OMPOC 1o TeeoHy

HenaBHO, uTOOBI MOMYYnTh WHGOPMAIUIO /11 TOTOBSILUXCS MaTepUasioB,
MHe TI03BOHW/IM CHayana penaktop BusinessWeek, a morom ero kosera us
OrlandoSentinel. B o6oux cnyuasix, moBecuB TpPYOKY, sI TIOpa3swusCcsi TOMY,
HACKOJIbKO OTKPOBEHHO sl TOBOPUJI C a0CO/TFOTHO HE3HAKOMBIMU MHe JTFO/[bMHU.

41 He MOT TOHATb MPUYKH 3TOTO.

3areM s TpOYMTA/l UCTOPHIO O TOM, Kak JIMHKO/bHY Kari-maHy yzaanocs
pa3fo0bITh CeKpeTHYI0 WHbopMaluio Ais ero KHAru Skadden, oTKpoBeHHO
pacckasblBalollleli 0 KpymHeiillleM aJBoKaTckom 6ropo Hbio-Mopka. Karan
TIpe/iNourTaa 3BOHUTh CBOEMY BO3MOKHOMY HMH(OPMAaTopy, a He BCTPeUaThCs C
HUM nuHO. OH 0OHaPY>KW/I, UTO aZiBOKAThl ObLTM BoJiee Pacrio/iokeHbl TOBOPUTh
OTKPOBEHHO, KOT/la OH He MOT' uX BUJeTb. OHU 3Ha/M, 4yTo npu BcTpeue Karsian
HUKOI/Ia He CMOKET UX OMO3HaTh.

MIMeHHO TI03TOMY OIpPOChI, IPOBOJUMBIE TIO0 TeedoHY, 0OBIYHO TIPUHOCST
Oosiee ollyTUMbIe pe3y/bTaThl, YeM Te, KOTOpPbie TIPOBOJSATCS B XOfie JIUUHOU
becenpl. Bo Bpemsi TesiepoHHOrO pa3roBOpa JIHOAM CKOpee OTKPOHOTCS BaM U
coobiar Heo6xoUMY0 HH(OPMALHIO.

Korzia BbI 3BOHUTE uejioBeKY, UTOObI y3HAaTh €ro MHeHUe 0 ueM-1ubo, 3TO
O3HauaeT, UTO ero MHEeHHe SIB/IeTCs [Jis Bac [JOCTaTOYHO LieHHbIM. Korga MHe
no3BoHWM u3 BusinessWeek u OrlandoSentinel, oHu fanu MHe OHSITH UMEHHO
3TO: MOe MHeHMe 1|eHHO AJid HuX. [lo/bllleHHbI U CTpeMSILLMKCS OrpaBaTh
JI0OBepUie pelakTopa, s MoBejal UM BCe.

S 3Has, uro Mosi OO/MT/IMBOCTH TUIIMYHA [ijIs 3TOW cuTyaluu. Korma mHe
BIIEpBble TMPUIJIOCH MPOBOJUTH OMPOC TOKyMarejed, MeHsi TakK Iopas3uia
JJTATeTbHOCTh Pa3roBOPOB, KOTOPbIE MOKYTaTe u ObI/IM TOTOBBI BeCTH CO MHOM,
YTO s1 Haya/l 3alMChIBaTh TIPOJO/DKUTENLHOCTh 3TUX Oecen. B cpenHeM oHa
cocrassisizia 24 MUHYTHI.

CHoOBa U CHOBa s yOexkJjaicsi B TOM, UTO YCTHBIE OTPOCHI paboTaroT Jiyuiile,
yeMm NUcbMeHHbIe. [Touemy?

[Tpexxe BCcero, rOBOpUTH (PU3WUECKMU Jjlerye, yem TmucaTb. [1o3TOMy BO
BpeMsi YCTHBIX OIPOCOB J/HO[U TOBOPAT O0OJibIlle, ueM THUIIYyT BO BpeMsi
MMCbMEHHbIX. (YCTHbIE OMpOCHI, POBOJWMbIE MOWM areHTCTBOM, B CpeJHEM
JAl0T TSATh CTPaHUL] 11e4aTHOr0 TeKCTa; CPeJHAN MUCbMEHHbIA OTBET COCTaBJISIET
MeHee /IByX CTpaHul].) YCTHbIe OMPOCHI JjatoT Oosibiiie uH(OpMaLyu.

OnbITHBIA WHTEPBBIOED MOXeT BeCTU cebsi C ompalivBaeMbiMU Ooree
PAacKOBaHHO U CBOOOJHO W OTCTYIaTh OT ClieHapusi, YTOObl IIyO)Ke KOCHYThCS



Kakoi-1nbo mpobreMbl. Bce 3T0 criocoOCTByeT MosyueHUI0 AOMOTHUTEIBHOU
VMH(MOpMaLUHU.

Kak npaBuso, To1pK0 40 MPOLIEHTOB JIFO[ed OTK/IMKAKOTCS Ha MUCbMEeHHbIN
oripoc. (Ha camom fiesie KoiiyecTBO OTBETOB MOXKeT ObITH ellje MeHblile.) [1pu
YCTHOM OITPOCeE BBI 3a4aCTYIO [10/IydyaeTe II0UYTU CTOIIPOLIEHTHYIO PeaKLiuIo.

YesioBeK, MPOBOASAIINM YCTHBIA OMPOC, YCTaHAB/IWBAET C OlpallvBaeMbIM
JIMUHBIA KOHTAKT. JTO yKa3biBaeT Ha 0Oosee TyOOKWUii WHTEpeC K MHEHUIO
OrnpallivBaeMoOro W Jiyyllle XapaKTepu3yeT TOTOBHOCTb Ballled KOMIIaHWUU
YCIYKUThH ee KIIMeHTaM.

VI, HakoHel], r0JIOC Ye/J0BeKa OTpaKaeT ero 4YyBCTBA, KOTOpbLIE B
MMCbMEHHOM BBID&)KEHUM 4acTO OCTarTCs 3a KazpoM. (IIpekpacHbii mpumep:
TIpe3u/IeHT Hal[MOHATbHOTO areHTCTBa M0 COOPY HaI0roB ObLT YBEPEH B TOM, UTO
paboTa ero areHTCTBa TIOJHOCTBIO Y/IOBJIETBODPSIET KJMEHTOB, TIOTOMY YTO OH
TOMBKO UTO TPOUYMTa/a [JOCJOBHYIO 3amuch Oecesi C CeMbIOIeCAThHIO TSIThIO U3
HUX. $I ToXKe TMpouesn 3TU pacIIU(PpPOBKYU, ¥ OHHU, Ha TEPBBIM B3IV, Ka3aiucCh
BrosiHe y6enuTenbHbIMU. [To-MpeXXHeMy COMHEBasiCh B pe3y/bTaTax, sl T03BOHKUI
KeHIIMHe, KoTopasi IpoBoAu/a 3Ty Oecesibl, U cripocui: «Ha Bain B3misifl, Kak
00CTOAT fie/1a y 3TOT0 areHTCTBa?» — «Y>KacHo!» — «IloueMy ke, — CIIPOCHII
51, — OTBeThI KJIMEHTOB He 3By4Yar TaK y>KacHO?» — «Hy, — oTBeTu/a OHa, — Ha
CaMOM Jiejie MHOI'He M3 HUX 3BydYa/ll y)KacHO. [le/io He B TeX C/I0Bax, KOTOpbIe
OHU ITPOM3HOCH/IY, @ B TOM, KaK OHU TOBOPW/IM. YCJIBIIIAB UX CJ/I0OBA, BbI CMOIVIU
ObI SICHO TIOUYBCTBOBaTh BeCh UX THEB U pa3/ipakeHHe».) YCTHbIe OTMPOCHI Jat0T
OoJiee siCHOe TIpe/iCTaB/eHHe O TOM, UTO JlyMaeT U UyBCTBYeT PeCIIOH/eHT.

[Io MHOIMM IpUUYMHAM IIPOBOAUTE YCTHBIE OIPOCHI, a He ITMCbMeHHbIe.



O/ ¥H BONIPOC, KOTOPHIA HUKOI/IA He C/IeiyeT
3a/laBaTh

He 3azaBaiiTe Borpoca «YTo BaM He HpPaBUTCS B 3TOM KOMITAaHUUM WU
ripe/ijlaraeMbiX €l ycayrax?». Bel mpocuTe uesoBeka MpU3HATh, UTO OH Cesial
o1nbKy, BbIOpaB 3Ty KOMMaHUI0. JIroAu He MHOOST 3TOTO, KU XOTAT BBIVISZETh
yMHbIMU. HUKOT/Ia He cripallivBaiTe, YTO UM He HPaBUTCS.



IleneBble rpynnbl He padoTaioT

TunnuHoe ob6cyxaeHue: «Ham HyxHa wuHpopmalus». — «OTIUYHO,
JlaBaliTe OMPOCUM LieJIEBYIO TPYIIITY ».
Ob6patutbcsi K 1iefieBoi rpyririe — 0Oosibllioe UCKyllleHue. Bo-TiepBbix,

TEPMUH «lieJieBasi TPyMa» MCUXO0JIOTMUeCcKu npuB/iekaresneH. «VccnenoBanue,
«OTpOC» 3ByuyaT KaK HeUTo, YTO [JacT BaM TOJNbKO Tpubiv3uTenbHOe
nipe/icTaB/ieHre o rnpobnemMe. «LleneBast rpyrina», HalpOTUB, 3BYUUT KaK UYTO-TO,
YTO MIPUBE/IET Bac MPsIMO K >KeJlaeMOil LieJiu.

Wy BaMm Tak TOBKO Ka’KeTCsl.

Ho BbI mipofiaeTe CBOM yC/IyTM WMHAWBHAYyMaM, a He rpynnam. LleneBas
rpymna jjaeT 6osbliie MHGOPMAIMKU O JUHAMUKe BHYTPUTPYIIIIOBBIX OTHOILIEHUH,
yeM O /JWHAMUKe pblHKA. JItoAW, CK/JIOHHBIE [UKTOBaTb CBOe MHEHUe,
3aXBaThIBAIOT BJ/IACTh Ha COOpaHUsIX TPYIIbl W CTapalTcs MepeyoequTh
OCTa/bHbIX. YMHbIE, HO 3aCTeHUMBble TUXOHBKO OTCHMKMBAIOTCSI B OXKUJaHUU
KOHIIa coOpaHus. B3misigbl J/iofield W3MEHSIIOTCS M UCKaXKaloTCsl  TIOf
BO3/IEMCTBHEM UY>KOT'O MHEHUSI.

Bbl npoziaeTe cBOM TOBap UHAUBUAYyMaM. ['oBoprTe C UH IUBUYYMaMU.



MapKeTHHI — 3TO0 He 0TAe/l

Y kommnanuu Twin Cities — mipeBocxofiHOe 00C/Ty)KMBaHWe, CHIbHAsI
KOMaH/la TpPOJABLIOB, WCK/IOUUTEJBHO XOPOLIMM IIOKa3aTesb MPOAAX W OfHa
npobsieMa: KOMIaHUsSI CUMTaeT, UTO MPOJaXU U MapKeTMHr — 3aboTa oTzaesna
NpOJaXk MU MapKeTHHra.

B pesynbraTe KOMmaHus HeceT OTPDOMHble MapKeTHHIOBble TOTepu. Mx
I7IaBHbIA  (DMHAHCOBBIA aJMUHUCTPATOp HepajvB, HeBHUMaTejieH U rpyod.
Kax/iplii, KOMY TIPUIILJIOCh TOO0OIIATbC C 3TUM aJMUHUCTPATOPOM, TMOIydaeT
HCKa)XXKeHHOe TpeficTaB/ieHre 000 Bceli KOMMaHWM, XOTS OH — eAUHCTBEHHBIM
IJIOXOU TPUMep, C KOTOPbIM UM MPUILLJIOCh B 3TOM KOMIIAHUU CTOJIKHYThCS.

OTOT T7aBHbINA (DUHAHCOBBIA a[MUHUCTPATOP CTOWI KommaHuu 6Gosiee 50
000 monnapoB B MOTEPSIHHBIX [JOXOZAX, COT/IACHO TOJIbKO OJJHOMY UCTOUYHUKY —
MHe.

[Tpesugent Kommanuu  Seasonal  Concepts Ansbept  IIHabizep
No/lUepKUBAeT, CKOJIb XPYIIOK yCIleX MpeArpUsTUs B cpepe yCayT: «Y HaC MOXKeT
ObITh MHOXKECTBO TaJIaHT/IMBBIX COTPYAHUKOB, OT/IMYHBINA TOBAp, HU3KUe 11eHbl U
xopotas peksaMma. Ho eciv B KOHLe 3TOM L[eMIOUKM OKaXKeTCsl TIJIOXOW MpoZaBel]
— HMYTO He TMOMOXKeT, MOKyIaTe/b Y)ke He BepHeTcCsl. A ewId MOKymaresib
TIOJTYUUT OUeHb Heb/IarornpusiTHoe BIiedatT/ieHue, TO OH U CBOMM JIPY3bsIM CKa’KeT,
yTOOBI OHU CHO/la He 0OpallamInuchy.

Kakgplii B Ballleild KOMIIAHWM OTBeuaeT 3a MapKeTHHI BCeHW KOMIIaHWH.
Kaxkzmast ormbka OyzeT CTOUTh JIeHeT.

Bosiblliasi 4acTh SIMOHCKWX KOMIIaHUM BOOOIIe He UMeeT HUKAKOTO OT/esia
MapKeTHHra, [TOTOMY YTO OHU BEPSIT, UTO KaXK/bIii B KOMITAHUM SIB/ISIETCS YaCTbIO
ee MapKeTHHra.

MapkeTHHT — 3TO He OT/ie/l. DTO BeCh Balll bu3HecC.



MapKeTHHIroBasi 0,IM30pyKOCTh

BONBIIMHCTBO  pyKOBOAUTENEM TakK 3aHsTbl JlaBUPDOBAHUEM  MeXIy
TNa/jalolMK Ha HUX JIepeBbsIMU, UTO He B COCTOSIHUM pa3I/isiieTh 3a HUMU Jieca.

[Togo6HbIN TyHHe/NMbHBIN 3(D(eKT, Cy)keHre MO/ 3peHus TaK XapaKTepHBI,
uyto Teogop JleBUT mpujymasn creldajbHbli TePMHH, KOTOPbIM celyac cTas
IIIMPOKO U3BECTeH, — MapKeTUHroBasi 6/TM30pyKOCTb.

OTo HecrnocoOHOCTb JIOAeM OXBaTUTh B3IVIAJOM BCIO KapTUHY CBOETO
busHeca.

Moii apyr xeddpu Myp, KOHCYIBTaHT BEICOKOTEXHOJIOTUUHBIX KOMIIaHUH
1 aBTOp KHUT «Ilepexon uepe3 Oe3nHy» U «BHYTpPH TOPHA/[0», TaK OMMUCHIBAET
9Ty OG/IM30PYKOCTh, KOT/la TOBOPUT O CBOel paboTe ¢ koMriaHussMu CHUTUKOHOBOM
JIOJIVHBI:

«Bbl mpuxomute B oduC pyKOBOAWTE/ST KOMIaHWKM U Oecemyere c
rpe3uieHTOM. BbIxo/isl, Bbl 3aMeuaeTe, UTO y Hero pacCTerHyTa IIMPUHKA. Bbl
HUYero He TOBOpWTe M OTMpaB/sieTeCb K AUPEKTOpPy OTAena TMpofax. Bbi
3aMeuaeTe, UTO €ro IIMPHUHKA TOXKe pacCTerHyTa.

3aTeM Bbl OTTIpaB/isieTeCh HaBeCTUTD /I)koaH. TIpUATHO 1MOOOATaB C HeM, BbI
TIO0/JHUMaeTeChb, UTOOBI YXOJUTh, U 3aMeuaeTe, UTo 1 y I)koaH IIIMPUHKA TOXKe He
3aCTerHyTa.

Bbl yxoauTe, TuIlleTe CBOM OTYeT M BO3BpalljaeTech, UTOOBI MPeACTaBUTh
ero. Bbl HauvHaeTe ero cioBamMu: «Jleiu W [pPKeHT/IbMEHbI, y Hac 37eCh
nipo6siemMa C IMPUHKAMI.

Bce mopaxenpl. "Kak oH 00 3TOoM jorajgajncsi?» — [AyMaiOT OHH. OTO
Ka)KeTCsl TTyOOKOH TIPOHHUIIATeTbHOCTHIO.

OueHb OOJIBIITYI0 YaCTh TOTO, UYTO TPU KOHCYJBTUPOBAHWW KOMITAaHWUH
BOCIIPUHUMAETCSI KakK I/IyOOKasl TPOHMIIATE/IbHOCTb, COCTAB/SIeT IPOCTOe
yKa3aHue Ha TO, UTO JIF000M B KOMITAHUU MOT Obl 3aMEeTUTh CaM, eC/T Obl TOJIBKO
BCe OHU COXPAaHUJIH CIIOCOOHOCTH K SICHOMY BU/IEHUIO».

Tspkesmo yBUIeTh 11€JIOCTHYHO KapTHHY cBoero 6u3Heca. OOparuTech 3a
TIOCTOPOHHEU MOMOLIBIO.



TyHHe/1bHbIN 3P eKT

Bxonss B TioMellleHHe OOJIBIITMHCTBA KOMITAHMM, sI Cpa3y HauWHaro
YyBCTBOBAaTh, KAK BOKPYT MeHsI C/IBUralOTCSI CTEHBI.

OTU CTeHbl He MPOCTO 3aIlUIIAIOT HAXO/AI[UXCS BHYTPU OT XOJOJHOTO
Bo3ayxa. OHM MellaloT UM YBU/ETh YeTKYIO0 KapTHHY OKPY»Karolllero Mypa.

Korga koMrianuu 06Cy>katoT CBOU Tpo0/ieMbl, BCe TOBOPSIT TOMBKO O cebe.
OTO TPOMCXOJUT OTHIOAb He TI0 TIpUYMHe SroleHTpu3Ma. I[Ipocto mroau

CKJIOHHBI TOBOPHTh O TOM, UTO OHHU 3HAIOT, a TO, UTO JIFOAU 3HAIOT, — 3TO UX
coOCTBeHHAass KOMITaHMSI.
Ho TO, uTO /IofisIM C/iefyeT 3HaTbh, UTO C/IeAyeT 3HATh BaM, — 3TO BalllX

K/IMEeHThI U II0TeHII1d/IbHbIE HOTPE6I/ITEJII/I.
BbIﬁ,Z[I/ITE, BbI6epI/ITECb CaMH WJIN TIOIIpOCHUTE KOFO-HI/I6Y,ZH) BBITAIIUTL BAC
M3 OTOT'O TYHHEJIA.



HauHuTe C ceds 1 CBOUX MOAUHHEHHBIX

He oTKpbIBail /1aBKy, eC/ii He yMeelllb y/abl0aThCsi», — IIaCUT CTapUHHAs
eBpercKasi MoCJI0BULIA, U 3TOT COBET IIPUMEHHM K Ka)k[JOMY B Ballleli KOMITaHUH.
CaMbIii TIPOCTOM, OBICTPBI W Ayullidi CMOCOO MapKeTWHra Ballleli YCayTru
3aBMCUT OT BAallUX [MOJAUNHEHHbIX.

KaXk/iblii U3 HUX JIO/DKEH 3HaTh, UTO Jit000e ero /ieliCTBYe SIB/SeTCS YaCThIO
MapKeTHHTa, 0T KOTOPOTO 3aBUCUT OOIIUi yCTiex.

[TpoBepbTe KaXK/bIM 11ar: OT TOro, Kak OTBeYaeT Ha 3BOHKM Balll CeKpeTaphb,
70 (opMbl odopmiieHUs cueTa, — U CIIPOCUTe cebsi, UTO MOXKHO CZle/iaTh MHaue,
yTOObI MPUB/IEYb U yiepKaTb Oo/bllie KTUeHTOB.

Kaxzmoe JeiicTBUe SIBIsieTCSl 4acTbi0 MapKeTuHra. CpesnaiiTe Tak, uTOOBI
Ka’K/IbIM Balll CTy>Kalui 3aHUMAaJICS MapKeTUHIOM.



Kakoro njgera nmapaiurT Balled KOMIaHUU?

.HeBarkHO, KakuM OH3HECOM BBI 3aHSThI, CKO)KUTE: UTO BaM yAAeTCs Jyullle
BCero?

Puuapp boyn3, aBTop KHUTM «Kakoro 1jBeta Baiil mnapaiitor?» (What Color
is Your Parachute?) pekoMeHlyeT Ka)KIOMy HII[yllleMy paboTy HauaTb C OTBeTa
Ha 3TOT BOTPOC.

Kaxzmoe mnpeanpusitie, TIaHUPYHOlllee CBoe Oyayllee, Takke [A0/DKHO
OTBETUTb Ha BOMPOC: «YTO HaM y/]aeTCsl TyUIlle BCEro?»

OueHp HeMHOTHe (GUPMBI 1eHMCTBUTE/ILHO OTBEUarOT Ha HEro, IMOTOMY UTO
NIl HEMHOTUM TIPUXOJUT B TOJIOBY €ro 3aJaTh. BMeCTO 3TOro rnpakTHUecKd
KaK/IbI UesIoBeK Ha JIF000M TIpeTpusaTHH cdhepbl YCIyT T0MNajaeT B OJHY U TY
)Ke JIOBYIIKY. JTa JIOBYIlIKA — CTaH/lapTHOe TIpe/iCTaB/ieHHe, U YaCTbIO 3TOTO
CTaHZAPTHOTO TIPe/ICTAB/IEHUs SIBJIIeTCS 00pa3 JelCTBUM, OOIenpUHSTBIN s
TOW OTpaC/iv, K KOTOPOU TIPUHAJIEXUT TipernpusTre. I[ToaTtomy Ha Borpoc «YTo

MBI fleJlaeM JIyyllle BCEro?» HeHW3MeHHO CciefyeT OTBeT: «Mbl — Xopolive
apXUTEKTOPHI (TPOMBIILIZIEHHbIe TICUX0JIOTH, PAOOTHUKY Kade U T.11.)».
«Mbl — apxuTeKkTypHOe OIOpO», — TOBODUT apXUTEKTOp, U Ha 3TOM

CTaH/IaPTHOM TIpe/ICTaB/IeHW OH OCHOBBLIBAeT BCe, OT C/Iy>KeOHOU repapxXuu 10
odopmsieHus oduca.

910 Tipe/icTaB/ieHue — «Mbl — apXUTeKTypHOe 0ropo» — JjioByIikKa. OHO
3acTaB/sieT Bac JienaTh TO Ke, UTO U Apyrue, TOBOPUThL TO ke, UTO U Apyrue, u
ripe/ijlaraTh BalllUM KJIME€HTaM TO >Ke, UTO TpejsjaratoT Apyrue ¢upmbl. OHO
3acTaB/isieT Bac ObITb TaKWM >Ke, BMECTO TOTrO, UTOObI HCKaTb CITOCOOBI
OT/IMYAThCS.

Ho uto >xe Ha caMOM JieJie yjaeTcs Bam Jiyulle BCero?

Kowmranust Federal Express 3agana cebe 3tot Boripoc B 1980-x rozgax, Korja
CTasio TIOHSITHO, UTO el HeoOXoAMMO TolymMaTh O AuBepcuduKaiuu. Ho uto ke
nyuiie Bcero ypaBasock Federal Express? IlpeacraBieHue, cTaHgapTHOe [AJist
TOW oTpacid cdepsl ycayr, K KoTopoii oTHocutTcsa Federal Express,
MoJCKasbiBaeT OTBeT: «VIM Jyullle BCero yjaeTcsi HOYHasi [JOCTaBKa» WIU
«bbIicTpas gocTaBKa MOChLIOK». CTaHZApTHOe Tpe/CTaBleHue 3acTaB/isieT Bac
OTBeuaTb Ha 3TOT BOIMPOC MPOCTHIM OIKMCAHWEM TOro OH3Heca, KOTOPbIM BbI
3aHSIThI.

Ho komnanusi Federal Express cymena oco3HaTh, 4TO-TO, B uUeM OHa
n06uack caMbIX MOTPSICAIONIUX YCIIEX0B, CPABHSIBILIKCH C JYUIITUMH apMHSIMH,
W3BECTHBIMM HaM U3 y4eOHHUKOB WMCTOPUM, — 3TO JIOTMCTHKA, OpraHU3alys



cHaOxenus. [ns Federal Express xapakrepHa OsecTsiijas opraHu3alys
ripuoOpeTeHys], pacripe/ie/ieHUs] M 3aMeHbl HeOOXOAUMBIX MarepuanoB. Oco3HaB
9TO, KOMIIaHWs OpraHW30Bajia KOHCY/LTAl[MOHHYHO C/Iy>KOy, KOTOopas [JaeT
JPYTMIM KOMITIaHUSIM COBEThI 110 OpraHW3alliy CHaOXKeHHsl.

B TeueHre MHOTHX JieT OyXraaTepckue (pUpMbl CUMTA/IU, UTO BCe, YeM OHU
YMeIOT 3aHMMaThCsl, — 3T0 Oyxranrepusi. Ho dupma Arthur Andersen moHsina,
YTO B IPOIieCce OBJIaZIeHUs] COBPEMEHHBIM OyXTa/ITepCKUM yUeTOM CTajia OueHb
XOPOIIO pa3duparbcs B MHMOOPMALIMOHHBIX CUCTEMaX, TepejaloliX 3TH U PbI
koMmraHusM. W sta ¢upma opraHv3oBaza TO, YTO CTaj0 BeCbMa COJUAHOU
KOHCA/ITUHIOBOM TTPAKTHUKOW B 00/1aCTH yIipaB/ieHus1 HHGOpMalieH.

['omamu pek/laMHbIe areHTCTBa CYMTA/IM, UYTO OHU YMEROT fiesiath pekyiamy. C
TeX T0p, KaK MHOTHe M3 HUX O0CO3Ha/lM, YTO Ha CaMOM Jiejie OHU CIel[Ua/uCThI
10 WHTepecHONW u yOemuTenbHOM Toflade WHQOpPMAI[UH, 5TU KOMIIAHUH
pacCIlIMpU/IA CIEKTP TpejjiaraeMbIX UMU YCIyT, KOTOPbIM CTa/l BK/IKOYaTh U CBSA3b
C 0OleCTBeHHOCTbIO, W TMPOJBWXKEHWe TOBapa, M [iaKe OpraHu3alyio
Tpe3eHTalMi U BLICTYTIJIEHUN.

Bo3Mo)KHOCTH pocTa Baille (pupMbl 4acTo JieXKaT 3a TipefiesiaMUu OIMCaHUst
Toro OM3Heca, KOTOPLIM Bbl 3aHUMaeTeCh B HACTOSIIMM MoMeHT. Ha camom fiere,
0co0eHHO B pa3BUTHIX 00macTax cdepwl ycayr, 6opbba 3a BbDKHMBaHUE BHYTPU
3THUX PaMOK MOKeT CTOUTh BaM CJIUIIIKOM MHOTO KPOBU U JI€HET.

Bammwm Benuuariiiive BO3MOXHOCTH 3aK/FOUEHBI B OTBETE Ha OAUH BOIPOC:
«YTO yaeTcsd Ham Jiyyllie BCero?»

[InaHupysi CBOM MapKeTHHI, He OrpaHWuYMBauTeCh paMKaMU CBOEro
6busHeca. [Togymaiite 0 Tex HaBbIKax, KOTOPbIe BBl UMeeETe.



YeM BbI Ha CaMOM Jejie Topryere?

Korga-to mtoau, paboraroiijie B pecTopaHax ObICTPOTO 0OCTy)KUBaHUS,
CUWTa/IU, YTO OHU MPO/IAIOT TIUIILY.

[Totom mnosiBusica McDonald's, ¥ BBIAICHHI, UTO Ha CaMOM Jeje JIHoAu
TIOKYyTIau He TaMOyprepbl. OHU TOKYTIaIu BrieuaT/IeHus..

PykoBogctBo Burger King 6b10 yBepeHo, uto McDonald's ommbaercs.
3Hasi, uTo OOJIBIIIMHCTBO JIFO/IeN MpeANourTaloT TaMOyprepbl, Mo)KapeHHbIe Ha
OTKPBITOM OTHe, pykoBoauTenu Burger King permnu «3abutb» McDonald's npu
TIOMOIIIU

3TOTO CBOEro eJJMHCTBEHHOTO MpeuMylijecTBa: «Mbl KapyuM UX Ha OTHe, a
He Ha CKOBOPOZe».

OTa TOAUTUKA HUYEro He jana, notomy uto McDonald's 6bu1 mipaB:
pecTopaHbl ObICTPOro 06CTy>KUBaHUS TTPOZAIOT He TaMOyprepsbl.

MoskeT ObITh, BAM Ka)keTCsl, UTO BalllMM TOTeHI[Ma/IbHbIM TIOTpebuTesnsm
HY)KHbI TamOyprepel. Ho Bce IIaHCHI 3a TO, UTO OHM HYXK/AIOTCS B UeM-TO
npyrom. U mobequT Ta KOMITaHus1, KOTOPasi epBOii TOWMeT, UTO UM HY>KHO.

Y3HaliTe, UTO Ha CaMOM /ieJie TTOKYMNaroT Balllk KJIUeHTHI.



Yero He 3HaeT 00/IHIIMHCTBO CIIEI[HMA/THNCTOB

BO/BIIMHCTBO KOMMAHWM, TpeJlaratlolliux YCIyTu CIeluajucToB —
IODUCTOB, Bpauell, OyxraaTepoB, — CUWTAIOT, YTO WX K/IMEHTbI TOKYIaloT
crieliiajsbHble 3HaHWsA. Ho Oonblliasi 4acTb TIOTEHI[MaNbHBIX TOTpebuTesneit
TaKOro pPOfia YC/IyT He B COCTOSTHUM OLIEHUTh 3TUX CIelWa/bHbIX 3HaHui. OHU
He CMOTYT CKa3aTh, HACKOJIbKO ylayHa pacCuMTaHHasi [jisi HHUX CTaBKa
Ha/Ioro00/I0’KeHUs], HACKOJbKO XWTPO COCTaB/IeHO XOZATaliCTBO WM TOYeH
auarHo3. Ho OHM MOryT OL[eHUTh XOpolllee OTHollleHWe K cebe U
CBOEBPEMEHHOCTh OTBETOB Ha TesiehOHHbIe 3BOHKHU. K/IMEeHTbI — HaCTOsIIe
CHelMaJuCTbl B pacrio3HaBaHUM  COOCTBEHHOW 1IEHHOCTM B [/ia3ax
obcny>xuBaroiiei ux

(bUpMBL.

[TponaBasi crieljuav3upOBaHHbIe YCIYTH, BbI Uallle BCero rpofiaeTe OTHIOb
He TIO3HAaHUSI CBOUX CIIEI[UA/JIMCTOB, TMOTOMY UTO S3TH T[I03HAHUSI KakK Obl
To/Ipa3yMeBaroTCsl U, KpOMe TOTO, Ballli K/JIWEHThl BCe PABHO He B COCTOSIHUU
pa3yMHO OIIeHUTb CTereHb 3TUX 3HaHuWil. To, UTO BBl TpojaeTe, — 3TO
OTHOILLIeHWe K KueHTy. VI B OOJBIIMHCTBE C/yyaeB MMEHHO Ha 3TO BaM CTOUT
00paTuTh camoe MpUCTaTbHOe BHUMaHUe.

Ecu BBl TIpOfiaeTe yCIYTH, Bbl TIPO/laeTe OTHOIIIEHUEe K K/IUeHTY.



KTO OH, Balll K/IMeHT?

Kapn yacto 4UyBCTByeT CBOIO HEHY)KHOCTb W HeyBepeHHOCThb. Y IIIapoH
CeMb KOIIIeK, KOTOPBIX OHa Ha3Bajla UMeHaMU THOMOB U3 «beiocHeXKn».

Kapn nrobut ¢dyroonbHb Knyd CreHdbopJa ¥ CBOEro BOCBMHUMECSIYHOTO
ChIHA.

[I13poH xoTesnoch Ob1 UMeTh O0Jbilie BpEMeHHU.

Kapiy xoTesioch Obl, UTOOBI /lesla y HeTo IUIX JTyYIlle.

[IIspoH x0Tes0Ch ObI CMEATHCS TaK YK€ YacTo, KaK OHA 3TO Jiefiajia, Korja ei
ObLTO ZIBEHA/IIATD.

Kapmy xotenock Obl /ydllle YyBCTBOBaTh CBOIO CBSI3b C IPYTUMU JTFOABMU U
C >KU3HBIO BOOOII]E.

[IIspoH xoTenoch ObI OOJbIIe y3HATH O BaC U ObITh YBEePEHHOW B TOM, UTO
OHAa MOXKET BaM JIOBEPUTHCS.

Kapn Gosibllle BCcero Ha CBeTe CTPEMUTCSI K OJHOM BeIlH, KaK 3TO B CBOe
BpeMs 3aMeTH/1 YuibsaM [Dkelimc*. OH xoueT, 4TOOBI €T0 1eHU/IH.

[Tpexx/ie ueM TIBITaThCS YIOB/IETBOPUTE TIOXKeJIaHUsl «K/THeHTa», TIOHMHTe U
V/IOBJIETBOPUTE TIOXKE/TAHUS Ye/IOBEKa .



C KeM BbI Ha CaMOM /iejie KOHKypHpyeTe?

Bce KpyrHble IIKOMbI OM3HEcCa yuaT CTpaTerMu KOHKYDEHTHON OOpbOBI.
[Tpodeccop Maiikn IlopTep* rmpocnaBu/cs HanMCaHWEM TI0J/Ie3HbIX KHHUT T10
5TOM TeMe, W KaX/Jblil XOpOIIMM TIJlaH MapKeTHWHra COAEpPXXUT pasfel,
TIOCBSILLIeHHbIM KOHKYPEeHLIUH.

Bce yka3biBaeT Ha TO, UYTO BaM CJeZlyeT U3yUUTh CBOMX KOHKypeHTOB. Ho
CHOBa 3Ta OpPHWEHTUPOBAaHHAas Ha TMPOAAXy TOBapa MoOJesb IOABOAUT Bac.
[TpozaBlibl YCAYT AO/DKHBI pacCMaTpuBaTh KOHKYpeHI[M0 B 0osiee IIMPOKOM
CMBbIC/Ie, KaK U J0Ka3biBaeT «/]e/l0 0 KOHCYIbTaTUBHOM (hHpMe, Y KOTOpOW He
ObLIO KOHKYPEHTOBY.

Korma wmeHsi MONpocunv TOMOYb B TIO3ULMOHMPOBAHMM Ha pPbIHKE
KOpPIIOpaTUBHOM KOHCY/IbTaTUBHOW (upMmbl, s cropocun ux: «Kro Baium
KOHKYpeHThI? Kakol Bbl BUAUTE KX TO3ULMI0 Ha pbiHKe? Kak, Cc yyeTom
TO3UIIMM BalllMX KOHKYDEHTOB, JO/DKHBI Bbl M3MEHUThCS, TIPUCIIOCOOUTHCS U
TTO3ULIMOHUPOBATh CBOK) KOMITAHUIO ?»

OO6cyxjeHre KOHKYDEHTOB TI0Ka3ajioCb MHe J[OBOJIbHO CTPaHHBIM. Bo
BpeMsi Hero ObLIO YIMOMSHYTO COBCEM HEMHOTO (upM, ellle MeHbIlle W3
Ha3BaHHBIX (UPM OBLTM XOTh CKOIbKO-HUOY/Ib M3BECTHBI, — ac OOJIBIITMHCTBOM
KOHKYDEHTOB MO>XXHO ObIIO TIPOCTO HE CUMTATHCS.

Ho eciv y Bac Tak Majio KOHKYPEHTOB, a UMeEIOLHMeCs] TaK HEeU3BeCTHBI U
He3HauWTeJIbHbI, I0UeMYy Bbl He JOMUHUDPYeTe Ha PbIHKe?

*  Yunbsam  [Dxehimc (1842-1910) — amepukaHckuii (unocod u
ricuxosior. — [Ipum.miep.

* Maiikn Iloprep — mnpodeccop Illkombr 6u3Heca ["apBapaCKOro
YHUBEPCUTETA, MUPOBOM aBTOPUTET B 00/IaCTH CTpAaTerMM KOHKYPEHTHOMU
6opeObI, Jlaypear Harpajibl Akazemun MeHemxkmeHTa 2003 roja 3a HayuHbIN
BKJIa/l B pa3BUTHE MeHe)KmeHTa. — [Ipum.tiep.

Wx oTBeT ObUT TUMUYEH [IISl MHOTHX TIPeJTIPUSTUN Chepbl YCIyT: BOMPEKU
BCEM MO/le/isIM MapKeTHHra, Hall PbIHOK — He HAaCTOSLIMKA KOHKYDPEHTHbIN
PBIHOK. 3a HeOOJbIIMM HCK/IIOUeHreM, KOMITaHHU He OOpHOTCS 3a TO, UTOObI
TIO/IeJIUTh 3TOT PhIHOK. OHU OOPIOTCS 3a TO, UTOOBI CO3/aTh €ro, UToObl YOeJuTh
K/TMeHTa 3aX0TeTh MCMO/b30BaTh UX YCIYTYy — BMECTO TOrO, UYTOObI HUUEro He
Jienartb, WK cJienatb TO, YTO eMy HY>KHO, CBOMMH CH/IaMHU.

OmyH Y3 MHOTMX OJHOTUITHBIX TIPUMEPOB: KpyITHasi KOMIIaHUs TI0



TIPOM3BO/ICTBY TPOJIYKTOB MUTAHUSI PacCMaTpUBaeT BOIPOC 00 HCIO/b30BaHUU
TICUXO0JI0Ta MPU HaliMe MepcoHasa. Bulle-rnpes3uieHT KOMITaHWW, OTBevYarolvi 3a
KaJIpbl, He TIPOCTO pelliaeT BOMPOC O TOM, MCI0Jib30Bath 1 ¢pupMmy A, b uiu B.
OTOT MOTEeHIUA/ILHBIN TTOTPeOUTe b MbITAeTCs PeIIUTb, HY)KHA /i eMy BOoOIIle
sTa ycayral!

Bo MHOrux ciyuyasix ¥ Ha MHOTMX pPbIHKax (HU/JeT /i1 peub O KOHCYJ/IbTaHTax
10 BOMPOCaM He/IBWKUMOCTHU, CTelMalrucTaxX Mo CBA35IM C 00I1[eCTBEHHOCTbHIO
WA TIPOAJIEHUIO0 TapaHTUMHBIX 00s13aTe/bCTB, areHTCTBaX MO Tesie()OHHOMY
MapKeTUHTY WM 10 cOopy TiaTexeid, Au3aiiHepax T0 HWHTEPbepy WU
pecTopaHax OBICTPOTO TMTaHUS, YC/Iyrax TI0 Ha/JOroOOMOKEeHUI0 U - ellje
MU/UTMOHAX JIPYTMX) Y Balllero TIOTeHIUAJbHOTO TIOTpeOUTeNiss eCcThb TpU
BO3MOYKHOCTHU I/ BbIOOpa: BOCIMO/IBb30BaThCSl BALIMMU YCIyTaMu, C/iefaTb 3TO
camoMy WM BOOOIIe HUUeTo He JiefiaTh.

TakuM 00pa3oM, BO MHOTHUX C/yyasix BalllMMH TJIaBHBIMM KOHKYPeHTaMH
OKa3bIBalOTCS OTHIOAL He KOHKypupyolhe (UpMbl, a TOTeHIMa bHbIe
rotrpebuTeu.

OTO 03HayaeT, UTo Ballla CTpaTerus (HaryieBaTh Ha BCe YUeOHUKH) He MOXKeT
ObITh HarpaB/ieHa Ha KOHKypeHLMtO. [IpoBoAsi TIOJUTHKY arpecCHUBHOMN
KOHKYDEHIIMY U CTaBs IOJ, COMHEHHEe KOMIETeHTHOCTb CBOWX COMEPHHUKOB, BbI
ycyrybnsiete  T7laBHyrO —TpobsieMy W yCU/IMBaeTe COMHEHMsI  Balllero
TIOTeHI[Ma/IbHOTO TIoTpebuTesss B TOM, UTO Kakasi-TO (upma BoOOIlle MOXKeT
TIPeJJOCTaBUTh YC/IYTH, KOTOPbIe eMy HeoOXOUMBbI.

Ec/u >ke BbI TPSIMO WM WUCTIOJBOJIb BhIpa)kaeTe COMHEHHE B CIIOCOOHOCTH
TIOTEHI[MA/IbHOTO K/IMeHTa PellUTh CBOIO MpobiemMy 6e3 MOCTOPOHHEN TTOMOIIIY,
Bbl TE€M CaMbIM KpPUTHUKYeTe €ero CaMOro H €ro CII0COOHOCTb TIPUHSITH
npaBUIbHOe pelieHre. C TOUKU 3peHHMsl aHajAW3a CUTyalluM, 3TO MOXKET ObITh
abCoJIFOTHO BEpHO, HO C TOUKU 3PeHHsI MapKeTUHIa U MPOJaXk Bbl pybuTe CyK, Ha
KOTOPOM CaMH Ke U CUJIUTe.

Baiml WCTUMHHBIA KOHKYDEHT 4YaCTO HaxOAUTCS MO0 [JPYryx CTOPOHY
TpU/IaBKa. Y UAThIBaUTE 3TO MPU IJIaHUPOBAHUMU.



HaHecuTe UM ygap TaM, rje ux HeT

«Jlyuliiiasi cTparerusi BOeHHbIX /1efiCTBUIT — 3TO nmobefja 6e3 cparkeHUs», —
ckaszan cronetuss Hasaj CyHb-113bl, U Wall-Mart u Oyxranrepckas ¢upma
McGladrey amp; Pullen nociefoBasyv ero coBetry W JA00OWIMCH yCIiexa,
VICTI0/1b3ysl IPAKTUYEeCKU OJMHAKOBYH0 CTPATeruto.

bnectsiass crparerus Csma YosToHa Jjisi ero MarasuHoB Wall-Mart
cocTosiia B TOM, UTO OH HampaBWICS B MeCTa, Ha KOTOpble He oOpaTus Obl
BHUMaHWS HU OJWH HODMa/IbHbI KOHKYDEHT, Takoh Kak Woolworth wumm
Kmart, — B Tropoiku, KOTOpble Ka3aJuCh C/IMIIKOM Ma/leHbKUMH, UTOOBI
obecrieunTh paboTOl KpPYMHbIM MarasuH feileBbix ToBapoB. B 1962 rogy Csm
OTKpbLI CBOW TepBbld MarasuH B KpOLIeYHOM ropogke Pomkepce, wirar
Apkan3ac. [IBymsi rogjamy mo3)e OH OCHOBa/l BTOPOW MarasvH B ['appucoHe,
Apkan3ac, ¢ HacesieHueM 6000 yenoBek. OH OTKpBUI ellje LIeCTb Mara3svuHoOB,
TpeXkzie 4yeM, HakOHell, BBIIIeJ 3a mpefesbl ApKaH3aca M OTKpPbUI MarasvH B
HebosbiioM roposie CalikcToHe, 1mTaT Muccypu.

YonTtoH TIOMHOCTBIO obecrieuns TOTPeOHOCTH 3TUX TOPOAKOB U
OKDY’KalolUX UX TIOCeJIeHUH, U ero JOMUHUPYIOIas MO3UIUsl B 3TOW 00sacTu
Jlana Aoxobl, KoTopble (PMHAHCUPOBaIU POCT Lienu Mara3vuHoB Wal-Mart Bo Bce
Gosibiiem yucsie Bce Gosiee KPYIHBIX HaceeHHbIX MyHKTOB. Becero uepe3 30 et
TocJie OTKPBITUsS TiepBoro marasuHa B Pomxepce Cam Yoston ymep. OH ObLn
borareiiiiiiM 4esloBeKOM AMEpHUKH, a ero KOMIaHUsi — KpPYyITHelilell Ha phIHKe
PO3HHUYHOMN TOPIOBJIM.

(Kak 1 MHOrve M3 yjauHbIX CTparervi, CTparerusi YOITOHa OTYacTh —
neno ciayvas. [Tocne 16 nepee3noB 3a 19 siet xeHa Csma, X3/1eH YOJITOH, He
XOTeJla U CJIbIIAaTh 0 OOMBIIMX FOPOAAX M HACTOs/Ia Ha TOM, UYToObl OHU ¢ CaMOM
TIOCe/IUINCh B TOPOJIKe C HaceneHueM He Oosbiie 10 Thicsiu. OHUM BbIOpanu
BeHTOHBW/Ib B 1ITaTe ApKaH3ac, YTobbl X3/ieH MOTIJIa uallle BU/IeThCSI CO CBOeM
ceMbel, a CoM MOI HaCIaXAarbCsl AYULIMMUA B AMepUKe YTOAbSIMHU [JI1 OXOThI
Ha repernesos.)

Ta >xe crparerus «[lolTu Tyza, rae ux HeT» BAoxHOB/sIa McGladrey amp;
Pullen, Bocbmyto 110 BenmuuHe Oyxranrepckyto ¢pupmy CoenvHeHHbIX IIITaToB.
[TockonbKy «Oosbliiasi Iectepka» OyXraarepckux (UpM IIJIOTHO 3axBaTH/IA
KpynHeiive ropoga Amepukd, McGladrey mocTpouiu CBOHO CTpaTervro Ha
TOM, UTOOBI OBITH €IUHCTBEHHOW KPYITHOUW OyxranTepckoi ¢huUpMOi B MeHbIINX
1o pa3Mepy ropogax, Hampumep B [lemoiine, Ce-gap-Panuzac, I'puncbopo,
Mbsnucone, Ilacapene, Puumonze u IllaiieHe. B KakoM W3 3THUX TOPOJOB



McGladrey BocnpyuHrMaeTcst Kak KpyTiHeiias Oyxranrepckasi pupma pervoHa,
YTO CBU/IeTeIbCTBYeT 00 OueHb CUIbHOU TTO3UIUM Ha PhIHKE.

Coget «[loiiTu Tyza, TAe WX HeT» He OTPaHUUMBAETCSi MECTHOCThIO. B
[MacazeHe, wtat KanudopHusi, afBOKaT MO3UI[MOHUPYET cebsi Kak CrerjuaamcTa
10 aBapHWsIM MOTOLIMKJIOB, TPeAOCTaB/Isisi JPYTUM CTPaXOBBbIM HOPUCTaM OUTHCS
3a ropaszio OOJIbIINI PIHOK KepTB aBTOMOOU/ILHBIX aBapUii, Ha KOTOPOM LIapUT
)KecTKasi KOHKypeHTHasi Oopbba. HeckosbKo KpYIHBIX peK/laMHBbIX areHTCTB
n3beraroT OOJBIIOrO M 0e3KATOCTHOTO K KOHKYpeHTaM pbIHKAa TOBapOB
rotrpebeHus, COCpeJ0TOUB CBOE BHUMaHUe Ha TOBapax
CenbCKOX03siCcTBeHHOro accoptumenTa. Komnanus Fingerhut nomia Tyza, raoe
HUKOTO HeT, aJipecoBaB CBOM TOBAaphl IO KaTajory UCK/IOUYUTESLHO JIFOASM CO
CTO/Ib HEOOJBIITMM 00BeMOM CBOOOHBIX CPEJICTB U C TaKOM XKYTKOW KpeJUTHOU
WCTOPUE, UTO HUKTO He /lymMasi, UTO OHU BOOOIIle MOTYT COCTaBUTh PbIHOK JIJisi
TaKOM KOMIIaHUHU.

[Ipobnema C «KOHKYDEHTHOUM cCTpaTerveii» COCTOUT B TOM, YTO OHa
noOy»/iaeT Bac ¢hopMUPOBaTh CBOUM PLIHOK IO TPA/[UI[MOHHBIM KOHKYPEHTHBIM
rpaBu/iaM. DTU TIpaBU/ia HaBSA3BbIBAIOT BaM Ty JKe CTPYKTYDY, CUCTEMY U PbIHKH,
YTO ¥ y BalllMX KOHKYDEHTOB, B TO BpeMs KaK Jiyullieil cTparerveii OyzeT
nocsiefioBaTh coBeTy CyHb-113bl, C3Ma YontoHa u OyxrantepoB u3 (UpMbI
McGladrey amp; Pullen u «miobeauts 6e3 cpaxkeHUsI».

WpuTe Tyza, rie HUKOTO HeT.



IIpeumyinecTBa ObICTPO ajanTaluu

[TpugopoKHbIe peCcTOpaHUMKU, 00C/Ty>KHBaroll[ue aBTOMOOUIMCTOB, KOr/a-
TO [IOBOJIbCTBOBA/IMCh O(PUIIMAHTKAMU Ha PpOJIMKax, raMOyprepamu, KOTOpbIe
COUYW/IUCH YKUPOM, U MOJIOUHBIMU KOKTEW/ISIMU, B KOTOPbIX JIOXKKA CTOsi/Ia. 3areM
nosiBUMMCh  McDonald's co cBoeli orpaboTaHHOW TeXHOJIOTHEM, KOTopas
TIOJIHOCTBIO U3MEeHW/IA JIMLI0 3TOW OTPac/Iu.

Ha kaxxzoe npeanpusitie cepbl YCIYT, UCI0/Ib30BaBIIee TEXHOIOTHI0 KaK
CBOE Opy)Kue, HaWJeTcsl Apyroe MpeArnpusiTie, KOTOPOe 3TO Opy»kue rnopasut. C
OJHUM HarJIsiiHbIM TIPUMEPOM 3TOTO BbI CTA/IKUBAaeTECh KaXK/bIM /1eHb, OTKPbIBast
WallStreetJournal, 5To — Hero-Mopkckas dosgoBas 6upia.

OnuiieTBOpeHre CTaporo «IKeHTJIbMEHCKOro» criocoba BefieHUs Jen
Mexly OpOKepCKMMH KOHTOpaMHU YOJ/I-CTPUT, OWp)Ka HCIIbITasa TSOKebId U
HEOXKUJaHHBIM yap C TIosiBieHWeM KomIibioTepoB B 1980-x  ropgax.
[TepcoHasibHbIE KOMMBIOTEPHI [/lajldi  BO3MOXXHOCTh WHBECTOpPaM TMOJHOCTBIO
oboiiTiCch Oe3 yuacTusi OMp)keBbIX OpokepoB. He MeHee Ba)kHO, UTO OMp)ka He
CcyMesia CBOEBpEMEHHO HauyaTb UCMO/b30BaTh KOMITbIOTEPHBIE CUCTEMBI, a BCE »Ke
TIDUHSAB WX, He CMOIVla WHTerpupoBaTh WX B MeXaHU3M CBOeil paboThl.
MegnenHas 1 HeadekTrBHas paboTa GUPXKU B HAIll BeK CKOPOCTel 3acTaBuIa
MHOTUX UHBECTOPOB OTBEPHYTHCS OT Hee.

TTockonbKy HaspaHue «Hbro-Mopkckas (oHgoBasi 6upka» elrle COXpaHsieT
CBOU MPECTHXK, MHOTUM Ka)KeTCsl, YTO U camMa Oupyka — TIO-TIPeKHEMY TUTaHT
amepuKaHCKoro OusHeca. [la)ke ecjidi 3TO W TaK, 3TOT TUTAHT W3PSIHO
YMEeHBILWJICS B pa3Mepax.

(OgHUX HOBBIX TEXHOJIOTUM He XBaTWio Obl, uTOOBI CBanuTh Hblo-
Mopkckyto dhonzoByto 6upxy. Eif 0JHOBpeMeHHO [0CTaoch U OT APYyroil CUbl,
KOTOpasi ABWXKeT Cc(pepoit yCiayr, — HOBAaTOPCKUX UZel CTOPOHHUX (UpM, Cpeiu
KOTOPBIX OBbLTM «HAJ/IOTOBbIe YOeXKullla», TEHCUOHHbIe TJIaHbl W B3aWMHbIE
donb1. Ho TexHOMOTMs HaHec/a OUpyke HeCKOTBKO TsDKeJIbIX YAapoB.)

Ob6patuMm Hallle BHUMaHUe Ha OefiHble (B OyKBa/bHOM CMBIC/Ie 3TOTO CJIOBA)
KOMITaHWU T10 TIpOKaTy aBToMoOusieir. B 1995 roay kommanus Budget nmorepsina
6osiee 100 MuIMOHOB f0/iapoB. OCHOBHOM TIPUUWHOW CTalo OTCYTCTBUE Y
KOMITaHUM CUCTeMbl YIIpaBJjieHUs ZI0X0[jaMH, KOTopasi Moryia Obl OTC/Ie)KHBaTh
Tapu(bl KOHKYPEHTOB M TOJJHMMaTh CTaBKU TPU POCTe CpocCa Ha MalluvHbl. B
pe3y/nbTare Ka/blil pa3, Kak KomrnaHuu Hertz win Avis CHW)Kaiu CBOU LieHBI,
IS Toro 4toObl y3HaTb 00 3TOM W OTpearupoBatb, Budget Tpe6GoBanoch
HeckoyibKo aHel. Ha npotsbkenny 1990-X rofjoB KOMIIAHUU 110 TIPOKATy Y/ essiiu



Oonbllle BHUMaHuUs BHemHUM 3ddekTaMm —  BUJEOMarHUTO(POHBI B
MHKpPOaBTOOyCax M Hey[AauHbIM SKCTIEPUMEHT KOMIIaHWU AViS C 3/IeKTPOHHBIMH
KapTaMH Ha TIpuOOPHOM /JOCKe COCTaBJISIIOT /[Ba BeChMa Har/IsiAHBIX TIpUMepa, —
yeM BpeMs— U TpyaocOeperawmyM TeXHOJIOTHSM, TakKUM KakK py4HbIe
yCTpOHCTBA [/isi TIPOBEPKU pabOTOCIIOCOOHOCTH CHUCTEM M COBpEeMeHHbIe
KOMIIbIOTEpPbl. He yauMBUTE/NBHO, UYTO B TO BpeMs KakK aMepUKaHCKue
aBHAKOMIIAaHUM U oTe/ M 3apaboTtanu B 1995 rofy COBOKYITHBINM g0xof 1ouTH B 10
MWLIAAP/JOB /I0J/IAPOB, COBOKYIMHbBIM [I0XOZ, aMEPUKAHCKUX areHTCTB I10
TIPOKATy aBTOMOOM/IeN paBHSICS abCOJTIOTHOMY HYJTIO.

OpHa 3a Jgpyrod oTpacid cdepbl yCAyr afanTUPYIOTCS K HOBBIM
TeXHOMOTusIM. Te KOMIIaHWM, KOTOpble aJanTHPYIOTCs ObICTpee, Jjerue
JOCTUTalOT KOMITETEHTHOCTH, CIIPAB/ISIOTCS C HaudaJbHbIMU TPYAHOCTSIMU U
OCO3HAIOT BBITOJbl HOBOW TEXHOJIOTMU. Te, KTO aJaliTUPYyeTCsl, y4aTcsi |
WCMOJIb3YIOT CBOM HAaBBIKM KaK OrPOMHOE TPEUMYIECTBO B KOHKYPEHTHOU
6oprbe. OHM yCTPeMJISIFOTCSI K HOBBIM BepIllHAM, TI0Ka OCTajbHbIe OTCTAIOT,
naatsd 3a OIMOKM, KOTOpble aJanTHPOBaBIIMECS KOMIIAHWUM Y)Ke [1aBHO
TIPeoi0/IeNTn, UCTI0/Ib30BaB UX It PHOOpeTeHus T10/1e3HOTO OTbITA.

U Bce »ke MHOTHe OTpac/iy cepbl YCAYT ellje CIISAT, JOBOJIbCTBYSCH TEM, UTO
Ob10 TIpeXke. TeM, KTO He ycrieeT BOBpPeMSI TIPOCHYThLCS, TTPEICTOUT HeMasio
OeccoHHBIX HOUel B Oy/yileM, Korja HaWJeTCs 4Ye/iOBeK, KOTOPBbIM CMOXKET
yBUZIETh OecuurcieHHble CrOCOObI TIPUMEHEeHWs] HOBEMIIMX TEeXHOJIOTHM IS
TOro, UTOOBI CAenath 0OCTy)KHMBaHWe B 3TOM OTpac/id 0ojiee KaueCTBEHHBIM,
OLICTPBIM, ZIeIlIeBbIM 1 HaZIe>KHBIM.

YTo 3TO 3HaUMT Ha NpakTHKe? Kakgoe ripeanpusitie cepbl YCIyT AODKHO
MMeTb TeXHHUYECKOTO AUPEKTOpa, KOTOPbI Obl MOCTOSTHHO YUYWJICS HOBOMY WU
peryyisipHO  [IOK/IaJibiBaj/l PYKOBOACTBY KOMIIAaHUM O TOM, KaK MOXXHO
WCMO0/Ib30BaTh  HOBble  TEeXHOJIOTUU /11 JOCTWXKEHUS] KOHKYDPEeHTHOrO
rpenuMylieCTBa.

B [oronHeHWe K 3TOMY MpPU KaXkKJOM PAacCMOTPEHUM MapKeTUHTOBOU
JlesiTeJIbHOCTU KOMITAaHUM [JOJDKHBI TIPO3BYy4YaTh 4YeThIpe BOIPOCA, KOTOPbIE [0
Cero /IHs He ObIIM XapaKTepHbI /711 MAPKeTUHIOBBIX 0030DOB:

OnepexkaeM /1 Mbl BCe TPEAIPUATHS HaIlle OTpPac/iu C TOUKW 3peHus
TeXHOJIOTUU?

He oTcTaeM /1 Mbl B TEeXHOJIOTMM OT TMPeATNpUATUM cdepbl yCAyr u
KOMITaHUM TTPHUOJTU3UTETLHO TOTO >Ke pa3Mepa?

Bce 1 MBI [leflaeM CerofiHs [l TOro, YTOOBI 1 uepe3 /iBa rofia OTiepe’kaTh
BCexX B 00/1aCTU TeXHOIOTHH?

BHyMaTenbHO /14 Mbl M3YUWIM BCe BO3MOXKHOCTH, TIpeoCTaB/isieMble
HOBBIMM TEXHOJIOTUSIMM JIJI1 yAyullleHus: OOCIy)KWBaHWS YW POCTa Halllero



TIpeArpusaTUs?
CpenaiiTe M3yuyeHWE HOBBIX TEXHOJOTMM HEOThEMJIEMOM  YaCThbIO
MapKeTHHIOBOT'O TIJTAaHUPOBAHUSI.



I/I3quTE BdIIIK TOYKH COIIPUKOCHOBEHMHUA

[ns1 Hauasla U3yunTe KaKyr0 TOUKY, B KOTOPOW Ballla KOMITAaHUSI BXOJIUT B
KOHTAKT C ITOTeHI[MaIbHBIM TTOTpeOrTeIeM.

OOBIYHO TaKMX TOUEK 0OHAPY’>KUBAETCS He TaK YK MHOTO.

Baiil cekperapb. Baiila BU3MTHasi KapTouka. Bailie 3maHue/ mMara3uH/oduc.
Bain 6yknet. Baiiiy mosiByieHust Ha 1y0/iMKe. 3BOHOK TOPTOBOTO TIPe/ICTaBUTEJIS.
[Ipe3enranusi. CoBceM HEMHOIO TOUY€K COMPUKOCHOBEHUSI — MOMEHTOB,
KOTOpbIE pellaroT, MOJIyUrTe JIA Bbl 3aKas.

3areM crpocuTte cebs: «UTo MbI TpeAnpUHMMAaeM i TOro, UTOObI B
Ka)KI0U U3 3TUX TOUEK MPOM3BECTH TMOTPsiCarolllee BrieyaT/ieHre?»

He mnpeneOperaiiTe HU OJHOM TOUYKOW COMPUKOCHOBeHHS. OHa MOXKET
0Ka3aThbCsl eIMHCTBEHHOM.

TOYKM COMPUKOCHOBEHUS TIPOJIO/DKAIOT HAKalIMBaThbCs, €C/IM Ue/IoBeK
CTAHOBUTCS BalllUM K/WeHTOM. Ho, omsiTb-Taku, 35TM MOMEHTHI Ha Y/AUB/IEHUE
pefKu: BpeMsi OT BPeMEHHM 3BOHOK, BpeMsi OT BpeMeHM — BCTpeua. Penkue
MOMEHTbI KOHTAKTa.

Bce v BO3MOXHOE BblI HW3BAEKJIM M3 5TUX MIHOBEHHBIX KOHTAKTOB?
[TouyBCTBOBaM /I K/IMEHT, YTO €r0 YBa)KarOT? BB /M OH y/IWB/IEH, BEYAT/IEH,
obpazioBaH BaMU?

BHuMare/bHO UM3yuuTe KaXK[yl0 TOUKY CONPUKOCHOBEHUs. 3arem
MoCTapanuTeCh 3HAUUTE/IBHO YCOBEPIIIEHCTBOBATh KXKAYHO M3 HUX.



JKH3Hb MM0X0’Ka HA IIKOJTY

[louemy MHOrMe /AW, 3aHsAThie B chepe ycayr, o0cobeHHO
npoeccroHabl, BepsT, UYTO YCIeX MPUHOCUT UCKIIOUUTETbHO UX TeXHHUYeCKas
KOMIIeTeHTHOCTh? CKOpee BCero, ux Hayuu/aiyu 3TOMY B KOJUIe/IKe.

Komnepk ¥ BbICIIasg 1IKOJIA yyaT Hac TOMY, UTO TexHHW4YecKas
KOMITeTeHTHOCTb — 3TO Bce. UneHctBo B Phi Beta Kappa wiu cruneHgus
Mapiiasiia — Bce Jiyulllee [IOCTaeTCs TeM, KTO TIPOSIB/sieT OOJbIITyHO
KOMIIETEHTHOCTb, TeM, KTO 3HaeT CBOU MpeJMeT.

Hu ofHa U3 5TUX opraHu3alvii He HarpakJaeT 3a yejoBeueCKue KauecTBa,
KOTOpbIe HeJib3sl [POBEPUTH IIpY IOMOLY TeCTa, [a 1 U He TOBOPIO, UTO OHU
JIOJDKHBI 9TO ZiesiaTb. HO BBIMYCKHUKM KOJUTe/iKa TIPUOOpeTaroT orpesie/ieHHbIN
onbIT. OHU Y3HAIOT, YTO IVIaBHBIM fIB/ISIETCS 3HaHUe CBOero IpeameTa.

OTOT YypOK BbiCIIero 0Opa3oBaHUsI BXOAUT B KOH(MIMKT C TeM, UTO MbI
y3Ha/ld 10 ero mnojiydeHusl. [leTM ¥ MOJLPOCTKUA LEHAT LIMPOKWUK KPYros3op U
nerkoctb B 006mieHuu. CrapiieknaccHUK 1960-70-X Tom0B MOT 3HATh, UTO
roueTHo crtath usieHoM National Honor Society 3a xopolnyto ycrieBaeMOoCTb, HO
OH 3Has, yTo eile mouyeTHee BoWTHM B Key Club, KoTophlii Aenan akijeHT Ha
TPKJAHCKOW TMO3ULMH, YeCTHOCTM W [PYIrMX uYepTax, OIpeesolnX
yesi0BeyeCKyr WHAUBU/YaTbHOCTD.

A 1oToM Kosinie[[K cobsia3HsieT Hac BUIeHUEeM peaslbHOTO MUPAa Kak HEKOero
oa3uca, rJe 3HaueHue UMeeT TOJIBKO Balll TajlaHT B M30paHHOM o6sacTu. ViMeHHO
00 s5Toi oOMaHuMBOW Wu/ee pacCyXfana KuHoakTpuca Mepun Crpun B
VIHTEPBBIO yJIau/IMBOMY KOpPPeCIIOH/IEHTY.

«51 Ha camoM fiefie cunTana, — ckasana Mepun CTpurl, — 4TO KU3Hb OyzieT
T0X0XKa Ha KosutepK. Ho 3TO He Tak, )KU3Hb I10X0XKa Ha LIKOITY».

JKu3Hb Ha camoM [iejie TIOXOKa Ha LIKOJy. Te uepTel Xapakrepa, KOTOpbIe
JleJlajii BaC TIOMY/ISIPHBIM Cpe/id OJHOK/IAaCCHUKOB, CHOBa MpUOOpeTarT CBOe
3HaueHWe. BaM MOXXeT 3TO He HPaBUTLCS, Bbl MO)KeTe OOpOThCS WM
MpOTeCTOBaTb, HO 3TO Ha CaMOM Jesjie rak. /[]oCTarouHO KOMIIETEeHTHBIM U
TIPUSTHBIM B  OOIEHUM KOHCY/bTaHT-OAMHOUKA TIpUBJeueT Kyzaa Oosbliie
KJIMEHTOB, ueM OjiecTsiyi, HO He yMelolui 00I[aTbCs CrenuasucT dKCTpa-
KJiacca.

B 3HauuTenbHON CTereHW MapKeTUHT YCAyr TpeAcTaB/iseT coboi
COCTsI3aHUe B IOIYJIIPHOCTH.



IIpu3 3puTe/IbCKMX CUMIIATHH

Habntonenue Mepusi CTpun CHOBa MPUXOJUT Ha YM TPU Pa3MbIIIUIEHUU O
elje OHOM SIBJIEHUY B MapKeTUHTe YCIYT — «CHUMIIaThN».

CHOBa M CHOBa Mbl CJIBIIMM, YTO KommaHusi Doe amp; Associates He
Moyynsaa 3akas, MOTOMY UTO «He BO3HHUK/IO cuMMatuu». M 3To oObsicHeHue
abCoJIFOTHO TPaBUJIBHO.

Ho uTo Takoe 3Ta «cuMmrmaTusi»? U ecnu npyuHIUIIOM OU3Heca A0/KHO OBbITh
«[lycTb nobeauT cunmbHeNIINI», KaKoe 3HaueHre MOXKeT UMeTh CUMITaTHs?

Korga moreHIuanbHble TioTpebuTtenu (Mo KpaliHelt Mepe, MHOTHe U3 HUX)
BbIOMpAlOT mpeAnpusitie cdepbl YCIYT, OHU He OPUEHTHPYIOTCS Ha AUIIOMBI
5TOM (PUPMBI, ee peryTalMi0 WA TOJ0KeHUe, 3aHMMaeMoe el B OTpac/M.
BmecTo 3TOro, Kak IIKOJbHUKH, KOTOPBIMU Mbl OCTaeMCs Ha TIPOTSUKeHUU BCeu
CBOEM >KU3HW, 3TU TIOTeHI[Ma/bHble TOTPeOUTe OpPUeHTUPYIOTCS Ha ee
TIPUBJ/IEKATe/TbHOCTb.

«MHe OHHU MMPOCTO OHPABUIIUCHY.

«Y MeHs1 ObUIO XOpolliee MpeJuYyBCTBUEY.

«MHe 110Ka3anocs, 4YTO OHU NIOLOUAYT».

ObpatuTe BHUMaHWe Ha BblOpaHHbIe TOTPeOUTENSIMU  IVIATOJIbI:
«TIOHPABWIHCh», «ObUIO MPeJUyBCTBUE», «T10KA3a/I0Ch».

OTU C/I0Ba He OTHOCSITCS K 00/1aCTU JIOTUKU WM pa3yMa, OHU OTHOCSTCS K
00J1aCTH UyBCTB.

Ccdepa ycnyr umeer fAeno C B3aMMOOTHOLIEHUSMH. B3auMMOOTHOIIeHUs
CBsA3aHbl C 4yBCTBaMW. [IpM XOpowmMX B3aMMOOTHOLLIEHUSIX BO3HUKAIOT
TIPUSATHBIE UYBCTBA, MIPU MJIOXUX — IJIOXUE.

B MapkeTuHre v rnpofaxe yc/Iyr JIOTUYeCKWe MPUUMHBI, 110 KOTOPBIM BbI
JO/DKHBI  Obuid OBl cTaTh MoOeguTe/ieM, — Ballld KOMITIETEHTHOCTb,
COBEPIIEeHCTBO, TaJaHT — JIMIIb JAal0T BaM BO3MOKHOCTb BCTYIIUThb B WIDY.
[ToGesa 3aBOEBBIBAETCS UYBCTBAMU, @ UyBCTBA CBsI3aHbI C MPUB/IEKATeTbHOCTHIO.

Mepun Crpun mnpaBa. JKu3Hb IIOXOKa Ha IIKOAY, U YyCOex Cpegu
OJHOKJIACCHUKOB M B MapKeTUHre YCIyr YacTO fIBJsIeTCS BOIIPOCOM
TIpUBJ/IEKATe/TbHOCTH.

BynbTe npodeccroHanbHbl, HO T1aBHOe — Oy/ibTe MpuB/eKaTebHbI.



3a01yK/jeHre: Bbl 3HaeTe, YTO0 rOTOBUT
Oyayuee

Tpy KpaeyronbHBIX KaMHSI TUIaHMUPOBAaHWS — TIpe/icKa3aHue Oymyliero,
Tipe/icTaB/ieHre 0 ToM OyayiiiemM, KakiM BbI XOTe/id Obl ero BUJETb, U YMeHUe
HallTU crocoObl CZiesiaTb €ro WMEeHHO TakuM, — C CaMOro Hauaja
TMpe/ICTAB/ISIFOTCS. MHE I0BOJIBHO IIATKUMHU.

Haunem c mnpezckasanus Oyayijero. He 3aHumaibiTech 3tum. Jlromu He
YMEIOT TIpe/iCKa3biBaTh Oy/yiee. Haripumep, Bce M3BeCTHbIE SKOHOMHUCTHI 50-X
rOZI0B TIpe/CKa3bIBa/IM, UTO MPOU3OIIE/IIee TOr[a MOBBIIIEHUE POXAAeMOCTH
co3/aCT OrpoMHYyH0 0Oe3paboTuily B Tepuofl, KOTAa 3TU [eTH [OCTUTHYT
TPyZI0CIIOCOOHOTO BO3pacTa, TO eCcTh B 1960-X. DTH 3KCHEepPThI OIIHUOIUCH JaxKe
He OZIUH pas3, a IBaXK/bl.

OHM He CMOIIM Mpe/CcKa3aTb MaCCOBBIM BBIXOJ, JKEHIIWH Ha TPY/0BOU
PBIHOK. [T0 olleHKaM 3KCTepTOB, 3TO sIBJIeHHE JO/DKHO ObIIO Obl TIPUBECTH K eIlle
bonbiiieMy pocty Ge3pabortuiibl. PeanbHo ke B mepuop ¢ 1965 mo 1985 rof
TpyAocrnocobHoe HacesneHue Bo3pocyiio Ha 40 TPOLEHTOB, B TO BpeMs Kak
KOJIMUeCTBO paboumx MecT yBeJWuymioch Ha 50 TpoieHTOB. VM B MpOIjeHTHOM
COOTHOILIEHHWY U T10 abCO/MIOTHON BeMUrHe KOJIMYeCTBO pabounx MecCT B 3TOT
repyoy;, ObI7I0 HauOOJIBIIIMM 3a BCIO MCTOPHI0 AMEpPUKM, He CUMTasi BOEHHOTO
BPEMEHHU.

Ecmu  xoTure yBUZETb pe3y/lbTaThl €llle OJHOTO HENpPaBUJILHOIO
nipeficKaszaHusi Oy/yljero, moCMOTpUTe Ha CBOM oduc. [lecsiTKA 3KCIepToB
TIpe/ICKa3bIBa/IM, YTO OOJIbIIIAs YaCTh C/TYKAI[MX OyZieT BBIMOIHSITL CBOKO PaboTy,
He BbIXO/I U3 JIOMa.

Cropripu3: BCe IMo-TIpe)KHeMY Ha CBOUX paboumx MecTaxX. UMC/I0 Ha/[OMHBIX
pabOTHUKOB cocTaBisieT OT cuibl 30 TMpOLIEHTOB OT TOro, 4YTO OBLIO
rpeficka3aHo. (OTH 3KCIePThl He YuIM, uTO paboTa BBLITIO/HSIET OIpe/e/ieHHbIe
colasibHble GYHKIMH, OOMBIIMHCTBO /IOJel XoueT XOJUTh Ha paboTy.)

Pa3Be He [O/DKHBI ObLIM BHUIeOMarHUTO(MOHBI TIPUBECTH K MCUE3HOBEHUIO
KuHoTeaTpoB? C Tex TMOp, Kak MOSBUIMCh BUIeO0(DUIbMBI, T0CEIaeMOCTh
KWHOTeaTpoOB TOJILKO elrle Oosbiiie Bo3pocna. Co3faeTcss BrieuaT/ieHUWe, 4TO
e/IMHCTBEHHOE, UTO MOXXeT TMOTyOUTh KMHOTeaTphl, — 3TO IJIOX0e KMHO, U OHO-
TaKU MbITAETCS 3TO C/e/aTh.

Pa3Be TesieBUeHHE He JO/DKHO OBLJIO pa3yudTh HaC UATaThb KHATH? KHUTH
U OrpOMHBbIe KHIDKHBbIE Mara3uHbl TIOSB/ISIFOTCS KakK T'PUOBI TI0C/Ie  TOXK[IS.




Uuraroljee HacejeHWe CTajl0 COLMaJbHBIM siBleHueM. Ha camom pene
TeJieBUjIeHUe, BePOSITHO, /laXke CITOCOOCTBOBA/IO POCTY MpoJak KHUT. Harpumep,
TIPO/IaBaIuCh 1 Obl TaKuM OosbIIMM THpa)kKoM KHUTU Hopmana IlIBapiikoria*,
ecnu Obl BoviHa B Ilepcuzickom 3asiviBe OCBelllasiach TOMBKO MO pajuo? U uro
CrocoOCTByeT Tpofiayke KHUT OoJIbllie, UeM yuacTHe UX aBTOpPa B Te/IeBU3MOHHBIX
rporpammax?

Kctati 0 KHWXKHBIX MarasvHax. UToObl MOHATH, TOYeMy Tipe/iCKa3aHue
OyzyIiero HeBO3MOXKHO, TIOWUTe B KHIWKHBIM MarasuH, B TOT OTAeN, Ije
TIPO/IalOTCSl KHUTH 110 MaTeMaTuke. OOpaTvTe BHUMaHWe Ha KHUTH, CTOSIIVE B
BepxHeM psifly. CKopee BCero, 3T KHUTHM MOCBSALLEHbI CaMOM TOMY/ISIPHOU TeMe
COBpPEMEHHOM MareMaTHM4eCKOW HayKu — Teopuu (pakraneid. Pdpakramm —
4yaCTb TEOPUM XaoCa, KOTopasi MpeAriosaraeT HerpeacKka3yeMOCTb U C/Iy4aiiHOCTb
BCEr0 CyLIero, Ja)ke MareMaTuueCKUX B3auMO/|elCTBUM.

Ecu MaremaTvKa Hempe/ickasyeMa, a TIPOrHO3bl 0eCCUbHBI laXke B TaKOU
obmacTu, Kak 1orofia, B KOTOPOM /IeMCTBYIOT Orpeie/ieHHbIe (hH31uecKre 3aKOHbI
Y TIO/Iat011KeCsl U3MepPeHUI0 BeJTMUKHbI (U [/1s1 KOTOPOU, KCTaTy, BIiepBbie Oblia
pa3paboraHa Teopusi Xaoca), TO YK TeM 0ojiee HEBO3MOXKHO Tpe/cCcKa3aThb
pasBUTHE YesioBeueCKHUX OTHOLIEHUH.

* Hopman IlIBapukornd — reHepan, komaHayrwouui apmueit CIIA B
onepauusx «lutr B myctbiHe» U «llITOpM B MyCThIHE» BO BpeMSI BOWHBI B
[Tepcugckom 3anuBe B 1991. — IIpum.niep.

N paxe ecsii ObI OBIZIO BO3MOXKHO OIPEJE/IUTh 3aKOHBI Pa3BUTHS 3THX
OTHOIIIeHNH ¥ C(HOPMY/IMPOBATh /I HUX OTpeZie/IeHHbIM TTPOTHO3, OH OKa3aJcs
Ob1 Oecriosie3eH, TIOTOMY UTO TIOBe/leHHe OTAe/bHBIX JIFO/ell He Bcerja ciiefyeT
OOIIMM 3aKOHaM.

Bo3bpMeM fijisi prMepa KypeHHe: YUUTBIBasl, UTO BCe 3HAIOT 00 OMacHOCTU
KypeHHs ellle C TexX Top, Kak MUH3/IpaB BBICTYIIU CO CBOHM I1€PBBIM
TIpeAyTNpeXXIeHUeM; UTO KypsIlie 3Be3Zlbl MPAKTUYeCKW WCUYe3Td C SKPaHOB
TEe/IEBU30POB M KMHOTEATPOB; UTO OOI[eCTBEHHOe MHEHHEe OOBSBUIO KypeHHe
BpPeJHONW M HEICTeTUYHOW TIPUBLIUKOW, UYHC/IO KYPSIIUX JO/DKHO ObUIO ObI
3HAUMTETbHO YMEHBIIUTHCS. TOTO He TIPOU30IILIO.

Bo3pMeM Halllv TPUBBIUKK B efie: 3a00Ta 0 3j0pOBbe W paCTYIUH y>Kac
riepesi TIOTpeO/ieHWeM XOJieCTeprHA JIO/DKHBI ObLTM OBl TIPUBECTH K TIOJTHOMY
WCUE3HOBEHHIO DPECTOpPAHOB, CIELUAJM3UPYIONINXCS Ha  TPUTOTOBJIEHUU
budmrekcoB. Ho 3a mocneaHue ueTbipe Trofa B MUHHearonmvce OTKPbUIOCH
YyeThIpe HOBBIX PeCTOpaHa 3TOr0 THWIIA, ¥ HU OJVH TIOZ00HBIN pecTopaH He ObUT
3aKpBIT.

HopmanbHble pa3ymHble Jitogd (a TIOUTH BCe COCTABUTEM TIJIAHOB



OTHOCATCSI K JTON KaTeropuu Jiofiel) TIpe/icka3aju Obl UTO-TO COBCEM
TIPOTHUBOTIO/IOKHOE TAaKOMY TOBe/ieHH0. [TOBTOPIOCh: eC/u Jla’ke BaM YJacTCs
BBIBECTH 3aKOH, 10 KOTOPOMY OyAyT pa3BHBAaTbCS OTHOIIEHUs JIFOfeH, 3TO He
3HAUMT, UYTO WX MOBeJjeHre OyZieT c/iefioBaTh 00II[eMy 3aKOHY.

MTaK, moXo)Ke Ha TO, UTO BCE HAIlM YCHIWSA T0 IJIAaHUPOBAHUIO OyAyIIiero
HaXOZSATCS BO BJIACTH TOTO, O UeM ellle MHOTO JIeT Ha3aj Mpeayrpexaan Amsoept
OuHIITelH: «BcesieHHass He TIpocTo Oosiee CTpaHHAsi, YeM MbI TIPeZTIOJ/IaraeMm.
Ona Kyjia 6osiee cTpaHHasi, YeM MbI B COCTOSTHUM TTPE/ITIO/IOKHUTE».

Mgl HUYero He 3HaeM. [103TOMY 1 He CUMTAlTe, UTO Bbl JJO/DKHBI 3TO 3HATh.
[TnaHupyiTe, UCXO/s U3 HECKOJBKHUX BO3MOKHBIX BAPUAHTOB OY/YIIero.



3a01yK/jeHue: Bbl 3HAeTe, Uero Bbl XOTUTE

BTopasi npeAnocklika rjiaHUpOBaHUsI — TO, YTO Bbl MOXKeTe 3HaTb, Yero
XOTUTe OT OyayIrero, — Tak)ke MpeJCTaBseTCs MHE JOBOJILHO COMHUTETBHOM.
Ixopmk Bepnapg Illoy Obin abcosOTHO TpaB, Korja Harmcan: «B >kKu3HM
yejioBeKa MOTYT CJIYUUThCS [Be Tpareauu. [lepBasi — He MOJIyudTh TOrO, Yero
OH X0ueT 0OoJIbIlle BCETO Ha CBeTe. BTopasi — MoJTyurThb 3TO».

Kak u nmro6oii uesioBeK, s BCerJa 3Hal, uero s1 xouy. HaunHasi ¢ 1962 roga s
XOTeJsI: CTaTb HOBbIM ApHoibgoM [laiMepom®, HOBBIM pefakTOpPOM >KypHasia
Sportslllustrated, HoBbiIM @. JIu beitmu**, HoBbIM [I3BU0M OrunBu*** u
HOBBLIM TPEHEPOM JIeTCKOM OackeTOO0IbHOM KOMaH/ibl MUHHearo/1ca.

To ke camMOe MPOUCXOAUT U C KOMITaHUAMU. OHU yrKe He XOTAT TOro, uero
XOTeJIU PaHblile, U OHU MEHSIOT CBOM I/laHbl. BOJIBIIMHCTBO CTPEMUTCS K POCTY
CBOEM KOMITaHWM, TIOTOM TOHHMMaeT, uTo Oosbllle — ellle He 3HAUMUT JI0XO/Hee.
YacTh KOMMaHWK XOUeT CTaTh CaMbIMU JIYUILIWMH, ITOTOM OCO3HAeT, UTO PBIHKY
He HY)XKHO KaueCTBO W OH He Oy/leT 3a Hero IIaTUTh. HekoTopble KOMIAHUH
CTPeMATCS 3aHATh OIpeJleJIeHHYH) HMIIY, a 3areM VY3HaKT, uTo Yy uX
KOHKYDEHTOB, y»>Ke MPHUCYTCTBOBABIIMX Ha PbIHKe, ObIIM BeCKWe MPUUYWHBI IS
TOTO, UTOOBI OCTABUTb 3Ty HUIITY HE3aHSATOM.

Wtak, caMu NpeAroCchblUIKY, Ha KOTOPBIX CTPOUTCS TJIaHUPOBaHUE, KaXKyTCS
OO OUYHBIMH.

* ApHonbp Ilanimep (poa. 1929) — 3HaMeHUTBHIM WIPOK B To/b(,
nobefuTeslb ~ MHOTOUYMC/IEHHBIX  HALlMOHAMBbHBIX W MeXXIYHapOAHbIX
COpPeBHOBAHUM, y/lau/UBbIA OM3HECMeH U aBTOp KHUT O rojibde. — [Ipum.nep.

**  @poHcuc Jlu bernm — 3HaMEHUWUTBHIM aMepPUKAaHCKUM  FOPUCT,
TIPOC/IAaBW/ICS CBOMM yuaCTHeM B KadecTBe OOIIIeCTBEHHOTO 3alllUTHHKA BO
MHOTUX TPOMKUX mporjeccax 60-x rofos Mpouuvioro Beka. — Ilpum.riep.

**% Masug Oruneu (1911-1999) — cozpatens peknamHou umnepun Ogilvy
amp; Mather, aBTOp MHOrMX YCIEILIHbIX peKJIaMHbIX  KaMIIaHUH,
MHOTOUYMC/IEHHBIX KHUT ¥ a)OPU3MOB O pekjiaMHOoM OusHece. — [Ipum.nep.

O3HawaeT /1 3TO, UTO BaM BOOOIIe He CjaefyeT HUYEro rJIaHWpPOBATh?
OTHIob. ITO MPOCTO O3HAuaeT, uTo /OO0, KTO 3aHMMAaeTCs TIJIaHUPOBaHHEM,
JI0JDKEeH HauaTh €ro C 0CO3HAHUS TPeX UJei:

Bo-miepBbIX, TIPUMHTE KakK [JaHHOCTh OrpaHWYeHHbIe BO3MOKHOCTH
TJIaHUpOBaHusA. He cumTaiiTe, UuTO, IOMECTHMB BOCEMb YMHBIX JIFOfIe B OHY



KOMHAaTy ¥ JlaB UM BCHO Heobxoaumyr uHGOpMAIUio, Bbl aBTOMAaTHUeCKd
MosiyunTe Xopoiime pe3ynbTatbl. Kommanuss Ford cobpasna B T/1aHOBYHO
KOMKCCHIO BOCEMb YMHBIX JIFOZIEH, a MOTyunia «ACeb»*.

Bo-BTOpBIX, CcamMoOe LieHHOe B IJIaHUPOBAaHUU — BOBCE He ero KOHEeUHbIN
pe3y/nbTar, T.e. caM IulaH. [/1aBHasi 1JeHHOCTh TUIAHWPOBAHUS 3aK/IHOUaeTCsl B
camMoM TMpoilecce, B TOM UCC/Ie[lOBaHUM U OOCYXK/IeHHU, KOTOpble emy
COIYTCTBYIOT.

B-TpeTbux, He MIaHUPYUTe Oyaylliee, MIaHUPYWTe, KaKue JitoAu OyayT ero
orpezeniATh. Breigatomyecs oAU, YbU B3MVIAbI B 1[eJIOM COBMA/Ial0T C BalllMMH,
OyAyT TIpUHMMAaTh TPAaBU/IbHbIE peIlleHHsi M0 X0y Jejia He TOTOMY, YTO OHU
OyayT ciiemoBaTh MJlaHy, a TIOTOMY, UTO 00/a/1atl0T HeoOXOUMbIMY HaBbIKaMU
JJ151 IPUHSATHS 3TUX PeLIeHUM.



3aby)xaeHue: r/laBHOe — CTpaTerus

bbl1 mepuof, Korga esoBble KPYrd MOOLLPSUIA MBIC/Ib O MPEBOCXO/CTBE
CTpaTerud HaJ TaKTUKOW, TpaTsi Ha ee pa3BUTUE OrPOMHbIe CyMMbl [IeHer.
IIaTHaALaTh JIeT Hasajd BbITYCKHWKH, T[IOJyUMBIIMEe CTelleHb Marucrpa
YOpTOHCKOM I1IKO/IbI OuW3Heca, B TIOTOHe 3a JileHbraMd U 0OIlleCTBEHHBIM
TI0JIO’KeHUEeM yCTpPeMJISUINCh MMEHHO B CTpaTernyeckoe IUIaHUPOBaHWe. JTa
paboTa Mo-rpe>xxHeMy XOpOILIO OTJIaYMBaeTCs, HO MOcC/e TOoro, Kak B 1984 romy
razeta BusinessWeek ony6smkoBasia uctoputo 33 KpyrHeNImMx CTpaTeruueCcKux
TIJIaHOB U OOHapy»Kuia, uyTo 19 U3 HUX MPOBAJWIUCh, CTaTyC CTpaTeruyeckoro
TJIAHUPOBAaHUS U3PSALHO CHUSUIICS.

* Ford Edsel — mogenb aBToMoOusi, BbIMylijeHHOTO KoMmraHueit Ford B
1958-1960 rr. Kommanusi He cMoIla mnpefyrajarb H3MeHeHVe PpPbIHOUHOU
TeH/leHI[UU. VHTepec TmoKymaresnss oOpaTwics K HeOO/bIIMM 3KOHOMUYHBIM
Mogessim, U «Popz Sacenb» okaszasncs yobITouHbiM. — [Ipum.tiep.

MHorve y4yeOHUKKA TI0 OM3HeCy TMOAEeP)KUBAIOT JIOXKHYH) YBEepeHHOCTb
NIofielt B MPEBOCXOACTBe CTpaTervu. HeyauBuTenbHO, Bellb yUeOHUKHU THUIITYT
npoceccopa, a 60MBIIMHCTBY TIPOhecCcopoB «pa3paboTKa CTpaTerun» KaykKeTcst
Kyia Oosiee [OCTOMHBIM TIpUMEHEHWeM CBOEro TajlaHTa, YeM pelleHue
TaKTUUYeCKUX 3a/au.

Ho B KoMmaHusiX, KOTOpble [OOWIUCH YycCriexa, TaKTHKa oOrpejesserT
CTpaTervi0 He B MeHbLel CTereHW, YeM CTpaTervs OrpefiessieT TakKTHUKY. JTU
KOMIIaHUH JeUCTBYIOT U y4aTcs B MPOL[eCCe CBOUX JEUCTBUNU. DTO U3MEHSeT UX
obpa3 mbicsieli. Kak 3ametun Tom Kyrmep, pykoBoAuTe/lb aJ[MAUHUCTPAaTUBHOU
cnyx0b1 pupmbl Access Management: «/Hora camoe mepBoe TaKTHUeCKOe
peleHre, KOTOpPOe Bbl BOILIOLAeTe B )KU3Hb, MEeHseT BCe Ballly I1JIaHbD».

B kauecTBe >XMBOIO NpUMepa TOrO, KaK TaKTHKa ONpeessieT CTpareruto,
B3IVISHUTe Ha KoMIiibioTepbl Apple Macintosh. «MakuHTOILIN», KOTOPbIe BCE MBI
3HaeM, He ObulM TepBOM ToONbITKONW GupMbl Macintosh. IlepBbiii KoMIibIOTED
Hocu HasBaHue Lisa. Kak ToBap Lisa okasanachk HeyjauHOM, HO OHa IlOKasasa
KOMIIaHWH, B UeM Ha CaMOM Jiejie Hy>K/aeTcsl peIHOK. ['aii KaBacaku, gupeKkTop
10 MPOM3BOACTBY KoMIaHUU Macintosh, npusHai, uTo koMnbrOTepbl Macintosh
TIOSIBU/ICH B pe3yJbTaTe OIpejie/IeHHOU cTpaTeruu: «['0ToBbCS, 1Y, Lje/1bCsi».

Wmu, kak cdopmynupoBan 3510 KaBacaku: «CraHb auzepoM, chenau
TIPOOHBIN BBICTpEJ, TIPUC/YIIACcs K 0OIeCTBeHHOMY MHEHHIO, Cpearupyi Ha



Hero U CHOBA CTaHb JINJIEPOM».

TakTHuecKue pelleHUs — 3TO He TOJIbKO 3aBepluarollias CTajgus IpoLecca,
OHU OfpefessiioT  (QopMy, KOTOPYIO TMpUHMMAaeT TIPOLIECC Ha BCeW ero
TIPOTSDKEHHOCTU. TakTMKa — 3TO MHOTJa U KOHell, ¥ Hayajio, U cepeguHa. U
caMoOe IJIaBHOe, TaKTUKa UrpaeT Ba)KHEUIyH (4aCTO HauBaKHEMIyH0) pO/b B
cbope uHdpopmailmu. CTpaTernyeckuii TjiaH He TIPUHOCUT BaM HUKAKOW HOBOU
uHopMaluu, cam 1o cebe oH HUUeMy Bac He yuuT. CtpaTerusi 6e3eiicTByeT u
TOJIbKO TPUKW/BIBAETCS BCE3HAIOL[ed, B TO BpeMsl KaK TaKTHMKa ITOCTOSTHHO
TIPOXOZAUT UCITIbITaHKE PBIHKOM.

OpHaxabl g Jajl COBeT KOHCY/bTaHTY, KOTOPbIM HUKAK He MOI CZeJaTb
BbIOOD, KOJIEOISICh MEXy HeCKOTbKUMM BIIOJHE pa3yMHbIMU TaKTUKaMU
MapKeTHHra. f rogapui eMy 3HauOK CO CJI0BaMH, B KOTOPBIX U COCTOSI/T BeChb
COBeT:

Cienaiite uTo-HUOY/Ib.



3a0ay)xXieHue: Ha/i0 MPU/yMaTh JIyUIlIiH
NPOAYKT

Mbl TO-TIDE)KHEMY BepUM, UTO, eCd Mbl H300peTeM UTO-TO TIO-
HacCTOsALL[eMy TIpUB/EKaTe/JIbHOe, MUD CaM BBICTPOMTCS B OYepelb Yy HallUX
nBepeii. Ho ceroiHs ecTb C/IMIIKOM MHOTO TMPUMEpOB (BO3bMEM, K TPUMEDY,
KOMITbIOTEPHI U UacChl), KOTOPbIE JOKA3bIBAIOT, UTO 3TO He TakK.

KomribloTepHasi UHyCTpUSI TI0JTHA TIPUMEPOB OecTsIuX ujel, KOTOpble
TUXO XPaHWIWCh TI7le-TO B 3aJJHUX KOMHATaxX, TOKa He HallleJcsi YesioBek,
KOTOPBIN BBITAIIWI WX Ha CBeT OOXKWI 1 Hauas C 9HTYy3Ma3MOM MPOTATKUBaTh Ha
pbiHOK. Komnianust Xerox rn3ob6pesia KOMIbIOTEPHYHO MbIlllb, UKOHKU M OKHA. DTO
ObUIM TIpEKpacHble WJed, HO BCEro /uillb Wjeu. TOMbKO 3HTYy3Wa3M U Bepa
KoMIaHuu Macintosh 3amycTWiM MX Ha PbIHOK — KaK 4YacTb KOMIbHOTEPA
Macintosh — v u3menunu mup.

To >xe camoe npowusoiiio B 1970-e roawl ¢ uacamu. IlIBefijapiibl n300penu
9JIEKTPOHHbIE ~Yachl Ha KBapleBbIX 0Oarapelikax, HO BbDKUAAIU C
ripe/icTaB/ieHMeM UX Ha pbIHOK. U Torga smoHckas ¢vpma Hattori Bocripussiia
1[M(POBYIO TEXHOJIOTHIO U Hauasia UCI0JIb30BaTh ee MPOTUB TeX XKe LIBeHlIaplieB,
Jla TaK, UTO TpaKTUYeCKU BbDKWIA MX C PbIHKA YacoOB, XOTS B TeueHUe
JnecAaTueTuit cyioBa «l1IBeliiapusi» U «4yacChl» Ka3aJuChb HEOTAE/UMbBIMU JIPYT OT
Apyra.

[TogymaiiTe 1 00 0oOpaTHOM YTBEp)K/€HWH: eC/id Bbl BOIUIOIIAeTe CBOIO
uzero 6e3 sHTy3uUa3Ma, OKpy»Karolye OylyT CUuTaTh, UTO Bbl He YBeDeHbI B Hel,
Y TOXKe MOTePSIOT I0BepHe K Ballleil ujee.

Boniomjaiite  CBOM  pelleHMsi C  9HTy3Wa3MoM. He3HauuTesibHBIE
TaKTUUeCKUe Mepbl, TIPUBEe/IeHHble B [IeCTBUE C SHTY3Ma3MOM, TOUTH BcCerja
OKa3bIBalOTCs Oosiee /1eliCTBEHHBIMU, ueM OsiecTsIe TaKTUUeCKue pelleHus,
VICTIOJIHEHHbIE CITyCTs1 PyKaBa.




3abyxeHure: BpeMs /iJIs1 3TOr0 elle He
npuIiio (3abayxaeHue «KameHHoOro
KoJ1eca»)

OueHp THUMWYHOE 3a0/My)KAeHHWEe TIpU TUIAHUPOBAaHUU MOXKET OBITh
TPOWJIFOCTPUPOBAHO MPU TIOMOLLU MIPUTUX O KOMIIaHUM «KaMeHHOe KoJieco».

Hecko/ibko HeaHzepTanblieB TPYAWIOCH HajA pa3paboTKoi — Kosieca.
[IpoeKkTHBIM OTAEeA pacCMaTpyuBajd pa3/vyHble BapUaHTbl — OBAJIbHOE,
MPSAMOYTOJIbHOE CO CKPYIVIEHHBbIMHU yIJIaMU U Tak jJiajiee, a OTJe/l IJIaAHUPOBaHUS
TeM BpeMeHeM Pa3MBbILLLIS/I O PbIHOYHOM UCII0/Ib30BAHUHU 3TOr0 TOBapa.

HakoHell TTPOEKTHBIM OT/ie/T CO3/a OIBbITHBIN oOpa3ell: abCOIOTHBIN KPYT.
Otpen npojak U MapKeTUHra 3aJ0XHYJICS OT BOCTOPra, OHU Cpas3y MOHSJIH, UYTO
repe/l HUMHA — YHUWKa/IbHBIM TOBap C OTPOMHBIM PBIHKOM COBITa.

Ho niaHoBbIM oTzAen 3akpuuant: «Ilogoxxaute! He Tak 6b1cTpo. MBI K 3TOMY
ele He TOTOBbI».

B orBer Ha TpebOBaHHSI OO0OBSCHEHWM HauaJbHUK TIJIAHOBOTO OT/ea
TOBe/la/ 0 CBOEM reHHa/bHOM BHIEHWM (KOTOpPOe B WUTOre W IMOryOH/Io TOBap):
«Bbl BCe B Kypce CYyLeCTBYIOIIUX TeHJeHIMW. JIrogu ycTaid TOHSITbCS 3a
MaMOHTaMU pajiy MPONUTAHUSA, [I09TOMY OHHU 3aXOTAT €3[UTh Ha 3TUX KoJiecax.
310 Oyzet GbICTpee, a IO MHOOST JeaTh BCe OBICTPO, Bbl TOJTBKO BCIIOMHHUTE O
TOM, KaK OHM 3aHUMAarOTCs cekcom! IIo3TOMy OHM 3aXOTAT e34UTh Ha 3TUX
KoJjiecax Bce ObIcTpee u ObIcTpee. DTO 3HAUMT, UTO HaM TTOHAA00STCS Kojieca C
TPOTEKTOPOM, TIPOCTO IVIaJKUe Kojieca He TIOAXOAAT.

Kak 310 00bIYHO ciyuaeTcs, B KoMriaHuu «KameHHoe Koieco» Hariecs
O/IH HEeTepIIe/IMBbIM MaJjlbli, KOTOPbIM, BBIC/yIIAB 3TO, CIIPOCWI: «V UTO BBl HAM
pexkomeHzyeTe?»

«Bce oueHb TMpPOCTO, — TIPOBO3IVIACKM/I TIPOPOK OT T[JIAHUPOBAHUSI. —
CrnemyeT 3aJiep)kaTh BBIMYCK ToBapa. Ham Hazo mofoXzarh, TOKa KTO-HUOYIb
1300peTeT BY/IKAHU3UPOBAHHYIO Pe3UHY».

AbcypaHo? Ho s3to mpaBga. Heckosbko /eT TOMY Haszaj, KOMIIaHUS,
pacnosiokeHHass B baymuHrrone, wrar WMHauaHa, npujymasna TOTpscarole
XOpOUIYI0  MY/JbTUMEJUMHYI0 MporpaMmy. OTa KOMIIAHUSI He TPOCTO
TO3UI[MOHUPOBaJia cebst Tak, YTOObI OKa3aTbCs Ha TpebHe BOHBI MYJILTUMeE/INA,
oHa Obuta sTOM BoMHOW. HO ee ocHOBaTrenu CTPEMWINCh K CO37IaHUIO
W/lea/IbHOTO TOBapa. XOTeJsI JId 3TOro OKpy>karowmu Mup? Het. Mup HyXjasics B
TOM, UTO YyKe ObUIO y 3ToM KoMraHuv. Mupy ObLJI0O HY)KHO cTapoe Aobpoe



KO0JIeCO, ¥ OH OBI/1 TOTOB 3a HETO TI/IaTUTb.

beckoHeuHble MCC/IeIOBaHUSI U TIOJIUTHMKA BBDKWJAHWS 3TOM KOMITaHUU
JI0Ka3a/iv, 4TO TOT, KTO CJIMIIIKOM JI0JIT0 COMHEBaeTCsi, MpOWrpeiBaer. [Ipyrue
(GbUpMBI ZIOTHA/IM U TIeperHaju uX ellje J0 TOro, Kak OHU YCIeJu BBIMYCTUTh
Bepcuto 1.0.

Xopoluas uzest Cero/IHs MOUTH BCeryia Jiyyullle, 4yem jyuliias uziess — 3aBTpa.

Cpenaite 3TO HeMeJjleHHO. bu3HeC-HEKpO/IOrM TIO/HbI  Ha3BaHWUU
KOMITaHWM, KOTOPbIe BbDKU/IAJIH.



3a01yx/jeHue: TepneHue — 3To A00pojeTe/lh
(MpaBu/10 aKYyJIbl)

BOMBIIMHCTBO /IOfIEN BEpSIT, YTO OpraHu3alid MOAUUHSIOTCS MNPUHLUAITY
VHEepLIMU: OHU CKJIOHHBI OCTaBaThCsl B TOM COCTOSIHUM, B KOTOPOM HaXOJsTCS,
Oyab TO TIOKOM WU JBYKEHHE.

Oka3sbIBaeTCs, OfHAaKO, YTO B peajbHOCTU CYIleCTBOBaHME OpraHu3aliu
MOAUUHSIETCSI TOMY JKe TPaBU/IY, YTO Y >KU3Hb aKyJ/Ibl: €C/IM aKyJia He [BUraeTcs,
TO OHAa HE MOXXET [bIIIATh U YMUPAET.

OpraHuzanyu, KOTOopble HaxOZSTCS B JIBW)KEHUU, TTPOJIO/DKAOT JABUTAThCS.
HenogBwXxHble — pacTpauyrBarOT BECb BO3JyX U YMUPAIOT.

[Ipobnema OC/IOXKHSIETCSI Te€M, UTO HETIOJBMXXHOCTb He Cpa3y HauWHaeT
TIPUYMHSATDL OpraHu3ayy 00/ib. ITO TIPUBOIUT K >KeJIaHHIO0 BbDKZATD eIlle UyTh-
UyTh. «3OH, MbI TTOI0XK/1a/TH HEMHOTO, YTOOBI YO JUThCSI, UTO MbI He OIIUOINCH, U
HUYEro IJIOXOr0 He MPOM30LLI0. DTO e MpeKpacHo!»

HemnogBrKHOCTB BeJIeT K ellje 00/bIel HeloABMXHOCTH. K ToMy BpemMeHH,
KaK HAQUMHAKT CKa3bIBaTbCSl MOCHEACTBUS 3TOU HEMOJBWKHOCTU (OAHUM W3
KOTOPBIX MOKeT OBITb TO, UTO BCe, KTO ObLI HAaCTPOEH Ha PpelIuTebHbIe
JeNCTBYSA, TIOKMHYT KOMITAHUIO M OHA CTaHeT ellje Oosbllle OpHEHTHUPOBaHA Ha
BbDKH/IaHUE), YacTO ObIBAeT yyKe M03/IHO YTO-HUOYIb MEeHSITh.

HencTtByuTe, Kak aky/a. [Ipomo/mkanTe IBUraThCs.



3aby)XieHre: Ha/l0 MbIC/IUTH Pa3yMHO
(mpuHIUN Kpaba)

B pexnamHom otgaene ¢upmbel Carmichael-Lynch B konie 80-x Mbl
TIPUIyMajii HEeCKOJIbKO CreldajbHbIX Harpaf, [Jisi TBOPYECKHWX pPabOTHHKOB
Harteli rpyrrbl. MHe 0co6eHHO HpaBUJICS «3HAUOK Kpaba».

OTOT 3HAUOK, BpyuaeMbIid 3a caMyl0 JypalKylo Het0, TIpe/iCTaBsl coOoi
TIJIaCTUKOBOTO Kpaba U, TOCKOMBbKY KpaObl ABWKYTCS OOKOM W B CTODOHY,
CMMBO/IM3UPOBa/l  CWJIy  Pa3HOCTODOHHEI0  MBIIIEHUS. [TockonbKy
TOPOXKZaeMble TaKWM MBbILLIJIEHWEeM WJled He C/AeAYIOT MPSMO W3 TOro, 4To UM
Tipe/illieCTBOBA/IO0, OHM YaCTO BHauasle KaXyTCs [JIyIbIMHU.

Ho HaM Kak pa3 He XBarajao TAYMbIX Wjeil. Y Hac ObLT Tepen30ObITOK
pPa3yMHOTO MbIIIJIEHUSI U yMa BooOIe: cpefHUl ToKasaTesnb 1Q Mo 1ikase
Crendopaa-bruHeTra y Hac C JIeTKOCThIO 3aiikaauBas 3a 120. Ham Hy)kHO ObL10
YyTh TIOIIyTIeTh U He O0SATHCS BLICKA3bIBaTh WU, KOTOPbIe Ha TepBbIi B3I
Ka)XyTCs JypaLKUMH, a [IOTOM 3a4acTy0 OKa3bIBatOTCSl CAMbIMU JIyULLIWMH.

Kak BCce Mbl 3Haem W13 MOBCEJHEBHOW >XU3HHW, BbICOKOMHTE/IEKTYya/IbHble
JIMYHOCTU — JIy4lllie B MUpe CIeLUa/IMCThl 10 YAYLIeHWIO XOPOLUWX HJer B
3apojplile. JTO TMPOMCXOAWUT M3-3a TOrO, UTO y HWHTEJ/IEKTYyallOB eCTb OJHO
nmobuMetiliiee pUMeHeHYe WX TIOTPSICAIOIIETO UHTe /IeKTa: 00bSICHUTD JPYyTOMY,
Co Bceli Tpucyiiell UM yOeXXIeHHOCThIO U JIOTUKOU, TIoueMy UMEeHHO ero ujesi He
MOyKeT cpaboTars.

[TnaHvpoBaHve OOBLIYHO TIpUB/IEKAeT WMEHHO TaKuX Jitofiel, HO OHHU
onacHel. [Ipy BceM ux Morydyem pasyme, MamsTb IOABOAUT WX, OHU BCerna
3a0bIBalOT, UTO XOPOIIIMe WU YacTo TiepBOHAaua IbHO KaXKyTCsl HeJIeTTbIMU.

MpeicuTe Hepa3yMHO.



3a01y)XieHHe 0THOCHTE/IbHO HayKH U
HayYHBIX JJAHHBIX

Huuto, cka3aHHOe Ha /]eJIOBOM BCTpeYe, He MOKeT CPaBHUTHCS MO CUJie C
MoObIM  yTBEpXK/IEHWEM, HauMHamoImMMcsi Cco c1oB  «Kak  ToKa3biBaroT
WCCJIe/IOBAaHUS. . . ».

OTO CBSI3aHO C TeM, UTO C/I0BO «HCCJ/Ie/IOBaHUE» TOAPA3yMeBaeT HEUTO
HayuyHoe. Ho He cCyiecTByeT TOYHOM HAyKW, OMMCHIBAIOIIEH Ue/ioBeuecKoe
noBesieHre. Tak Ha3biBaeMble COIMa/lbHbIe HAyKW TIPeACTAB/ISAIOT cobol, B
Jy4IIieM cjiydae, Habop TIPOBEepPEHHBIX OMBITOB OOIMX HAO/MIOeHHUH.

MapkeTUHIOBOe MCC/Ie[JOBaHWE — He MCC/Ae[joBaHWe B CTPOr0 HAay4YHOM
CMbIC/Ie 3TOT0 C/0Ba. OTO CTPAaxOBKAa. bBIBIIMM Hauya/JbHUK  OT/esia
vcce[oBaHu OOJTBITION TTPOJYKTOBOM KOMIAHWM TIPU3HAJCS, UTO OH IPO Ccebs
Ha3bIBaJl CBOM OT/Je/ OTAEe/OM CTpPaxOBKU. MeHe[yKepbl, OTBETCTBEHHbIE 3a
BBIMTYCK TOTO WM WHOTO TIPOAYKTA, MPOCHU/IM €ro 0 HayuHOM 0O0CHOBaHUU MX
TI7IaHOB, UTOOBI TIOTOM, KOT/J]a MX TIPOAYKT OKa3bIBa/ICS HEXOZOBBIM, OHU MOTJIU
CKa3aTb CBOEMY PYKOBOACTBY: «A HWCC/Ie[0BaTe/bCKUM OTJe/l CKas3aj, 4TO OH
XOPOLLIO TTONJEeT».

MHorve nroad g0 CUX TIOp TMpuAaroT ocoboe 3HaueHWe JOOOMY
YTBEP)KJEHUIO, €C/TId OHO HachIlleHo LudpaMu, Kak OyATo, 1O WX MHEHMIO,
1udpel  00/1aZIAFOT  CAMOCTOSITeNIbHBIM ~ HayyHbIM  BeCOM.  BbIpakeHue
«BOMBIIMHCTBO JIFO/Iel MPe/IINOYMTaeT HOBYHO KOKa-KO/Ty CTapOW» 3BYUWT, Ha UX
B3IVISA/l, IOJ03PUTENbHO. «lIATepo W3 1IeCcTU» 3BYUWUT Yy)Ke ropasjo jayuiie. A
cnoBa «83,3 TIpolleHTa OIPOIIEeHHBIX» BBIVIAAAT yOeauTe/NlbHbIM HayYHBIM
dakToM. U miiieBaTh, UTO MOC/Ie/JHHE /IBa YTBEPXKAEHUSI — «IISITEPO U3 11eCTU» 1
«83,3 mporjeHTa» — Ha CaMOM Jiejle UJeHTUYHbl. WM T1i1eBath, 4To BCe TpH
YTBEP)KJEHUSI OKa3aluCh abCOJIOTHO HEBEpHBIMH, KaK 3TO U OOHapY»XWId
corpynauku Coca-Cola K cBoeMy 0011ieMy 3ameliiaTeIbCTBY.

OTa aypa HayuyHOCTH 00/aziaeT IOTpsiCarolell CrOCOOHOCTBIO ypPauMTh
moper. CTOUMT BCIIOMHUThL, HampuMmep, O TOM, Kak B cepefuHe 1980-x rogos
CreHdopACKUM HCCAe0BaTe/bCKUN UHCTUTYT TMPeA/IoKUA AJis TiJlaHUPOBaHUS
MapkeTuHra koHuenuio VAL (LleHHOCTH, OTHOLIEHUS], CTWU/Ib J>KWA3HU).
CormiacHO 3TOW KOHI[EMIUKM, CYLIeCTBYeT CeMb PAa3/IMUHbIX TUIIOB JIHOAEd —
3aK/IIOUeHUe, C KOTOPbIM MHOTWE TOCIElIWIA COIJIACUTBhCSA, TIPA  3TOM
COBEpIIIeHHO 3a0bIB 0 CBOEM COOCTBEHHOM >KU3HEHHOM OTIbITe.

Kak v Bce ocTa/ibHble, OHU BCTPEUA/IA B )KU3HU THICSUM JIFOJIEU U U3 3TOrO



OMbITa BBIHEC/IA MBIC/Ib O TOM, UTO KaXK/asi TMYHOCTb — YHUKa/bHa. JTH JIFOLU
uckanu cebe py3eii U HallUIA JIMIIb HECKOTBbKO UeioBeK, C KOTOPbIMU Y HUX
ObI0 XOTh UTO-TO OOIIee. Ho Korja Ha rOpU30HTE MOSIBUIKChH MCC/Ie/[0BaTely,
oOpa3oBaHHbIe JIIOAU, CBsSI3aHHbIe C U3BECTHBIM YHUBEDCUTETOM, W CKa3asu:
«Cy11ecTByeT ceMb THIIOB JIH0/iel», — Hapo/, KyIUJI 3TO C MOTPOXaMHU.

OueHb CKOpO peKjamMHble OOBsIBIEHUS CTaju TIpoJBUraTh Kode Kak
HaIUTOK [l «CTPEMSIIMXCS K HOBOMY» (CaMblii OOJIBIIION CErMeHT, COTJIacHO
knaccudukaimu VAL), ¥ 3TO CTaJlo0 KOMUUHBIM TIpUMeEpOM u3, cyaBa bory,
KOPOTKOM 5pbI MTOBA/IbHOT'O YBJ/IeUeHHsI 3TOM KOHLIeTIL[1eH.

CerozmHsa faxe JIHO4U, 3aHMMaOLMeCs TOUHBIMKA HayKamH, MPU3HAIOT, YTO
VX WCCAe[OBaHUSI C KaXKIbIM [HEM CTaHOBATCS BCe MeHee TOYHbIMH. A
«HETOUHble» HayKu BOOOIIe MMEIT Masno 00lero ¢ HaykoW, Ja)ke KOI/ja OHM
npejjiaratoT  miobasbHbie  00001jeHUsl, TOAKperieHHble BHYIIUTE/IbHBIMU
udpamu.

Moit apyr IxoH Tunniman, GrecTsimii nccienoBaresib B 006/1aCTH TOUHBIX
HayK, OfHaX/bl OOBbSCHW/, TIOUEMY OH HUKOT/IA He TbITajICS W3ydaTh OJHY U3
OCHOBHBIX COLIMa/IbHBIX HayK. «Conuosiorusi, — yTBepxxzaan [I»KoH, — COCTOUT
Y3 CUCTeMaTUYeCKUX U 3ayMHBIX METOZ0B OMIMCAHHUS TOTO, UYTO U TaK OYEBHUHO.

He noBepsiite «pakrtam». U He mogxoAuTe K MJIaHUPOBAHUIO KaK K TOUHOU
Hayke. [T/1aHMpOBaHue — 3TO HETOYHOe UCKYCCTBO.



3a01y)XileHHe 0OTHOCHTE/IbHO pPadouux rpynim

WHora ofuH TUTIOC OfIVH fiaeT Oorbliie, UueM fiBa.

bunn Bepubax y3Han 3Ty ucTUHY B KoHile 1950-x rofjoB, Korja cpesan
HOBBIY I11aT B CO3[JaHUM peK/IaMbl, IPUMEHUB /IJIsi 9TOTO CJIeIIOIIUI MeTO/,.

Meto/; cocTosin B TOM, UTOOBI 3aCTaBUTh aBTOpAa TeKCTa U [u3aliHepa
paborate ofHOUW KomaHfoW. [lo bBepHbOaxa aBTOp TekcTa W [Ju3aiiHep
TIperMYyIlleCTBeHHO paboTasu He3aBUCUMO [Apyr OT JApyra. ABTOpP TeKCTa
TIPUIyMbIBa/ W€, 3arojIOBOK M TEKCT peKJaMbl M COBa/l CBOM 3aMeTKU
Au3aliHepy Tof, ABepb. [lu3aliHep >ke TpujaBan ujiee U TeKCTy TOBapHbINA BUJ,
Jiesian BepCTKY, U — Byasist! — oObsiB/ieHue Ob1/I0 rOTOBO.

BepHbax 06e30r/siIHO BepU/l B «MO3TOBOM IITYPM» — TIPOLIECC, BO BpeMs
KOTOPOTO W/IeW BBICKA3bIBAIOTCS M OTBEPraldTCsSl BHYTPU T'PYIIbl KAK MUHUMYM
u3 1ByX uesioBeK. OH Bepu/ B TO, UTO eC/Id OT/ie/IbHble JIFOU MOTYT POXKJAaThb
XOpOIIIKe UZied, TO KOMaH/ia B COCTOSTHUU MMOPOJUTB JTyYllive.

KomaHgel BepHbaxa B peknamHoM 6topo Doyle Dane Bernbach co3pmanu
peksaMmy A7s1 Takux ¢upM, Kak Avis, Volkswagen u Polaroid, u goka3anu, uto
BepHbax ObLn1 mpas.

Ho ecnu rpynmnaM Tak XOpOILIO YJAtOTCSi MO3TOBbIe LITYPMbl, MOXKET ObITh,
u cdepa obcnyxuBaHus Morsia Obl BbIMTpaTh 3a cueT pabouumx Tpyrm,
BBI/IAOLI[UX HOBbIE UJIEU?

BosmoxxHo. Ho [aBaiiTe BCMOMHUM BCe HOBOe, 4YTO TIOSBU/IOCh B
MapKeTHHTe YCIyT 3a IMOC/eJHUe TO/bl: aBTOMaThyecKrWe KacCOBble MalllMHBbI,
cBOOOJHO oOpalijarolyecs Aerno3uTHbie CepTU(UKAThI, JerajabHble YCIyTd TI0
MUHUMU3AI[MU HaJ0ro0b/I0KeH s, CUCTeMbI aBTOMaThuueckoro Habopa Homepa,
JIOPOXKHbIe YeKH, HOUHYHO [IOCTaBKy, aBTOMAaTU3MPOBaHHYI0 CHCTEMY 3akKa3a
aBuabueToB, OpocoBbie 0OMUraIK, MapKeTUHIOBbIe TIPOTPaMMbl Ha ZIOBEPUH,
Kpe/IUTHbIe ~ KApTOUYKW, WHBECTULIMOHHBbIe  (OHABI  OTKDPBITOTO  TWUIIA,
Tpo/ijieBaeMble  KOHTpPakKThl Ha  00C/Ty)KuWBaHWe, KpeJUTHble  JIMMUTHI
COOCTBEHHOTO KaruTana, HecyleOHble CHUCTeMbl pa3pellleHusi pa3HOI/IaCHui,
yC/IyTH, OKa3biBaeMble K/MEeHTaM TpPSIMO B aBTOMOOW/e, TMPSMOM MapKeTHHT,
3aKa3 MpOZYKTOB Ha JIOM U MHOTOe JIDYTOe.

Wwmenu mu pabouuie TPyTIbI OTHOIIIEHNE K POXK/IEHUIO ITUX Uiei?

Mornu 1 pabourie TPYTIIbI MOPOAUTE XOTh KaKyl0-TO U3 3TUX Uei?

Mornu nu paboume Trpynmnbl MOpUAYMaTh T[e€PCOHAIbHBINA KOMIBIOTED,
TepCOHA/IbHYI0 KOTIMPOBA/IbHYH) TEeXHWKY, COTOBbIN Tene(OH, 3/1eKTPOHHBIM
e>XXe/IHEeBHUK, (JaKCOBBIH arirapaT — W MHOTOe Jipyroe?



W, pa3 yX Mbl 3aroBopwid 00 3TOM, TIOCMOTpUTE Ha TPU MOCTEJHUX
HOBOBBeJIeHUsI: I[bITIAT, >KapeHHbIx 0Oe3 koku B Kentucky Fried Chicken,
MaJioKasopuiiHbie ramOyprepsl B McDonald's v muiiily ¢ HU3KUM COjlep>KaHueM
»kupa B Pizza Hut. Pabouue rpyrmribl Bato6wimcek B 3Ty ujeu. K coxkaneHuro, To
)Ke camoe Hesb3sl ObLIO CKa3aTh 00 OOBIUHBIX JIFOASX, U BCeM TpeM ¢upMam
TIPUILLIOCH OTKA3aThCsl OT 3TUX TOBApPOB.

Tak uto, MOXeT ObITb, pabouue TPyMIbI U MOTYT MOMOYb BaM CBOUM
MO3TOBbIM IITYPMOM.

Ho He paccunThIBaiiTe Ha 5TO BCepbe3.

Onacaiitech pabourx TpyIi, OHU OPUEHTUPOBAHbI Ha CETO/IHSIIHUM [IeHb,
a MJIaHWPOBaHUe JJO/KHO AyMath 0 OyzayIieM.



3a0/1yK/leHre OTHOCHTEe/TbHO MaMsTH

TanaHTMBBIM MHCaTe/b, AaBTOP MPOU3BEAEHUN HAyUYHO-TIOMYJIIPHOU
nutepatypbl CtuBeH kel ['ynp ofHaXkabl omyO/MKOBas TMpeKpacHOoe 3cce O
TOM, KaK MMOJBOJUT HAC Hallla NamATh. B TeueHre MHOrux Jiet 'y BcrioMuHasn,
KakK B FOHOCTH OH TIPOBO/IWJI TeTIbie COTHeUHbIe Beuepa B Oecesiax C OTLIOM, CUJS
Ha CTyTeHbKaX, BeAylMX B TeHHUCHBIN 11eHTp Forest Hills. HeckonbKo sieT Tomy
Hasaj, emy TMpUIILIOCh CHOBa TMOObIBaTb B MecTaX cCBoed Mosofgoctu. U
HEeOXUJAHHO OH YBH/IeJl Te CaMble CTYTIeHbKH.

Onu Ben K oO111apriaHHo ABepu Bropo repeBo30K U XpaHeHus Miojiepa.

MBI 1710X0 TIOMHHM, Mbl OIVIiIbIBAEMCSl Has3aJ M BUAUM TO, Yero Tam U
TOT/la HUKOTZa He ObL10. JJoKa3biBas CBOIO TOUKY 3PEHHS, Mbl CChLIaeMCs Ha
coObITHe, KOTOPOe B PeayibHOCTU MPOMCXOU/I0 UHaUe, YeM HaM 3alIOMHU/IOCh.

[Ipy myaHMpPOBaHUM He HaJleWTeCh Ha TO, YTO BbI, M0 BallleMy MHEHUIO,
XOPOLLIO [IOMHUTE.



3a0/1yK/IeHre OTHOCHTE/TBHO ONbITa

['OBOpAT, UTO OMNBIT — JIy4YlIMWA YyuuTeab. BO3MOXHO, [/ KOrO-TO 3TO
CIIpaBe/IuBo.

OpHako MOCMOTPUM, UTO BbIHeC/a OfHa pacrojiokeHHass B MuHHecote
¢vpma u3 ombiTa CBOel peksaMHOM KammaHuu. B 1988 rogy sra ¢upma
3a/leliCTBOBA/la HECKOJIBKMX M3BECTHBIX B Ipefesiax MUHHeCOTHI 3Be3/| B CBOUX
He OueHb Vy/JauyHbIX peKJIAMHBbIX POJIMKAaX, IIOKa3aHHBIX 10 HAaMOHAJTbHOMY
TesieBUAeHUI0. POJTMKU OKa3amuch «IYCTBILIKON», U AUPEKTOP 3TOU (HUPMbI MO
MapKeTUHIy, pasyMeeTcCs, [pullula K COBEpPILIeHHO JIOTUYHOMY BbIBOAY:
VICII0/Ib30BaHKe B POJIMKaXx 3Be3/ He IIPUHOCUT yCIiexa.

Eil cnefjoBasio Obl TOC/IYyIIATh, YTO AYMAKOT 0 3TOMY TMOBOJY B KOMITaHUU
Nike.

B nHauane 1980-x wmosouHasi ¢gepmMa u3 MwuHHeCOTHl MPOBOJWIA TIO
HallMOHA/IbLHOMY paJ0 peK/JIaMHYK KaMIIaHWI, B KOTOPDOW II0 CHOKeTy
COLlepyKajICsl pacckas OJHOIO U3 COTPYAHUKOB. OJHUM IpeKpacHbIM BeCeHHUM
yTPOM yIIpaB/sitoluii  (epMol TMONy4YW/ CepAUTOe TMChbMO OT TOXKUJIOW
JKeHILIUHBI, KOTOPYIO TIPMBEJIO B LIOK BbICKA3blBaHMEe 3TOT0 COTPyAHMKA, Opna
ITaysnceHa, 0 TOM, 4UTO MX Jydlllas KOpPOBa HallOMUHaeT eMmy ero CyIpyry.
BcTpeTuBIIMCh C ABYMs IIpe/CTaBUTE/ISIMU PEK/JIaMHOI'O areHTCTBa Cpasy e
T110CJIe 3TOT0, PYKOBOAUTE/Ib 3aUMTal UM [UCbMO, B pa3/pa’keHUuU IIBLIPHYJI €ro
Ha CTOJ U TmoTpeOoBas, UTOObl areHTCTBO CBEPHY/IO peK/IaMHYI0 KamraHuio. B
NMcbMe, [0 C/0BaM 3TOr0 PYKOBOAUTE IS, TOBOPWIOChb, UTO «3TU POJIUKU
OCHOBAaHbI Ha romMope. A Jitoiy He 00ST roMopa».

Henasi BBIBOABI, Mbl CKJIOHHbI K W3/UIIHUM 00001eHusIM. MBI XOTUM
orpefienUTh AJisi cebsi Ge30macHyr0 MOuBy W 0OIlMe TIPUHLIUIBLI AecTBus. U
II03TOMY MBI pelllaeM, UYTO 3Be3/bl B PeK/JaMHbIX PO/IMKaX He MPUHOCAT yCIiexa,
YTO JIFOAU He 00AT 0MOpa, — MOXHO TIDUBECTU ellle /1eCATKU TPUMEpPOB
MacITabHBIX BHIBOJIOB, C/Ie/IaHHBIX U3 COBCEM He3HAUUTEeTbHBIX COOBITHIA.

UeMy Ha camMoOM Jiejie YYUT HAC Halll OMbIT? 1'0pa3fo MeHbllemMy, YeM Mbl
fiyMaeM. A TO, UTO, KaK HaM KaKeTCsl, Mbl BbIHEC/IA U3 CBOErO OIbITa, MOXKeT
3aCTaBUTh HAC OTKa3aTbCsl OT CTpaTeruud WIM TaKTWUKW, KoTopasi Obuia, TIO
MeHblller Mepe, Ha 90 NPOLIEHTOB MpaBUIbHA.

OTHOCHTECH K OIBITY C Pa3yMHOM OCTOPO’KHOCTBIO.



3abmy)xieHre 0THOCUTE/IbHO YBEPEeHHOCTH

BaM x0poi110 u3BeCTHbI HEKOTOPhIe BelllH, Kacarolijuecs Balllero busHeca:

«Hany K11eHThI TOTOBBI 3aI/IaTUTh OTIpPe/ie/IeHHYO0 LeHYy.

[Tpsimoii MapKeTHHT MO Tesie()OHY He AeUCTBYeT Ha Ty ayAUTOPHUIO.

Haiy K/ueHThl He CTaHYT IUIaTUTH 3a IOBBILLIEHWE KauecCTBa, Jake ec/u
ObI MBI MOT/IM €r0 JOCTUTHYTh».

Bce 310 BaM npekpacHo u3BecTHO. Ho nipaBza v 310?

Takue O6ecrpeKoC/IOBHbIE YTBEPXKAEHUS MOXKHO YC/bIIIATh B KaXKOU
KOMITaHUM. YacTo 3TU yTBep)KJeHUs CHayasa IPOCTO BBICKA3bIBAIOTCA KeM-TO
(Ha30BeM ero Ywsi) Kak Ju4Hoe MHeHue. VI Yt notoM HaumMHaeT BUZeTh BCE B
CBeTe JTOr0 CBOero BbiCKasbiBaHWs. OH XxBaraeTcsi 3a Ji0Oble (aKThI,
CBU/IETENIbCTBYIOIIME B TI0JIb3y O3TOIO0 MHEHUs, W UIHOpPUpPyeT BCe
JloKa3arenbCTBa obpaTHOro. OueHb CKOPO MHeHHe YWJia TNpeBpalljaeTcsi B ero
ybexx/ieHre, KOTOpoe OH JOHOCUT /10 CBOWX TOJUMHEHHBIX. ATIOCTO/bI YWIIa,
BIOXHOBJIEHHbIe ~ ero  pemnyTauyeld U yOeXJAEHHOCTBbIO,  TIPOAO/DKAIOT
pacripoCcTpaHeHue ero Bepbl, U CKOPO MPOCTOe MHEeHUe YW/lja MpeBpaljaeTcs B
HepylIMMoe yoexXieHre Bcell KOMITaHUM.

Ho MHorue u3 3Tux Tak Has3blBaeMbIX MCTUH JIOKHBI. Tak ke, KaKk MHOTUe
Y3 BalllUX YTBEPXKJEHUM O Ballleil KOMITaHUHU.

OtpesBrsitollivid (akT, 4TO Bbl, 1 U YW/I OKa3blBaeMCsl HerpaBbl ropaszo
yairje, yeM Mbl JymMaeM, TOJTBepKAaeTcs JeCsiTKaMH UCC/Ie0BaHUM, KOTOpbIe
TECTUPYIOT J/iofleli MO0 TeM TIpeaMeTaM, B KOTODBbIX OHU CUMTAlOT cebs
criefiuanucTamu. VcrnbiTyeMble OTBeUaroT Ha CEpPUI0 BOIIPOCOB, a 3aTeM [ 0JDKHbI
OLIEHUTb CBOK) YBEPEHHOCThb B OTBeTe Ha KaXX[bld U3 BOIMPOCOB, MPOCTABUB OT
OJJHOTO /10 CTa IPOL|eHTOB.

M yTo npoucxosur?

Korga sitofin TOBOPSIT, uTO OHU abcostoTHO, Ha 100 MpOLIEHTOB yBepeHbI B
IPaBUJIbHOCTU CBOEr0o OTBeTa, OHU OKAa3bIBAalOTCH IpaBbl TOABKO B 85 mporjeHTax
C/Iyuaes.

HOpyrumu cioBamu, B 15 MpolleHTax Cay4yaeB, KOrjla Bbl aOCOMHOTHO
yBepeHbI B UeM-TO, Bbl aDCOJTIOTHO OIlbaeTecCh.

B GosbIIMHCTBe KOMITaHU# cepbl ycayr 3Ta 15-mpoiieHTHas oimbka, 3Tu
JIO>KHbIE, HO IIIMPOKO pAacCIrpocTpaHeHHble YOeXX/[eHUsI OTHOCUTE/LHO Balllero
Ou3Heca UMer0T camoe 0oJibIlioe 3HaueHue. OrnpeaenuTe UX U 6OPUTECH C HUMHU.

Ecu Bbl CK/IOHHBI K U3/IMIIHEN YBEPEHHOCTH, CjiefyuTe mpumepy [xes
Yaitera. I'naBa Chiat Day, peksamHoro 61po, KOTOpoe MpOBeSO0 MHOXXeCTBO



3HAMEHUTBIX PeK/IaMHBIX KamraHuii B Ameprike, [keli UalieT Bcerja HOCHUT B
KapMaHe 3aIicKy. 3arvcKa Cy>KAT HallOMUHAHUEM O TOM, UTO, BCTyTasi B CIIOP
10 KaKOMY-/T00 BOIIPOCY, OH He /I0JDKeH 3a0bIBaTh O TPeX CJIOBaxX: «B03MOKHO,
OH IIpaB».

B03MO)XHO, [[pyrve JrOQW TIpaBbl, a Bbl OIIHM0OaeTeCh — Ja’ke KOTJa BBI
abCOJTFOTHO yBEpEeHBI, UTO TMPaBbl IMEHHO Bbl. DTH TECThI, KOTOPbIe YKa3bIBalOT
Ha 3a0my)KoeHus, CBsI3aHHbIE C W3J/IMIIHEH YBEePEeHHOCTHIO, OJHOBPEMEHHO
NpeAyNpeXXIaloT Bac, UYTOObI BBl HE CJIMIIKOM JIOBEPSUTUCH  TTOJTHOU
ybe>xieHHOCTH ApYyTHX Jitofieli. Ha camMoMm ziesie oueHb 4acTo Ijesible (UPMBI, He
Beflasi TOTO, CJAEAYIOT M0 «IyTH HAUBBICIIEH YOEXIEHHOCTH», TO €eCTh
TI0C/Ie/IOBATE/ILHO /IeNIAI0T TO, K UeMY CKJIOHSIeT UX MHEHHMe CaMOTO YBEPEHHOTO
B COOCTBEHHOM TIpaBOTe COTPYAHHUKA.

Tak uro Hakneiiku «He TpUHWMaliTe aBTOPUTETHI HAa BEpy», KOTOpbIe
MOXXHO YBH/IeTh Ha Oamriepax HEKOTOPBIX MAIllWH, ITOXKaayH, MpejjiararoT He
TaKOM YK TJIOXOM coBeT. [{ake Korjja BbI UM KTO-TO [IPYTOU OIIyIIjaeTe IOJIHYIO
YBEPEHHOCTb, CJ/ie/lyeT OTHOCUTBCS K 3TOMY aBTOPHUTETY C OTIpe/ie/IeHHOMN [Jo/ei
COMHEHHUSI.

Ocob6eHHo K cebe caMmoMmy.

OmnacatiTech 3a0/yK/IeHUH, CBSI3aHHBIX C U3/IUIITHEH YBEPEHHOCTHIO B UeM-
TO. BO3MO>KHO, OH TIpaB.



3a01y)k/ileHHe: COBepIleHCTBO eCTh
COBEpIIIeHCTBO

Bbl jlerko MoXKeTe 3aCTpsATb Ha MOJZOpPOre OT CTpaTeruu K IPaKTHKe,
rapajM30BaHHble CTpeMJIeHWeM K COBepIlleHCTBY. BoT oauH u3 crmoco6oB
K/1accu(UKalUM BalllMX TJIaHOB:

a) OYeHb XOPOLLWK;

6) xoporuii;

B) HaW/IyYILLIWU;

I') IJIOXOU;

1) Y>KaCHBIH.

Hawnyuimi HaxoAUTCS HUXKe, UeM MPOCTO Xopotnid? TTouemy?

[ToToMy UTO Ha MYTH K YeMY-TO JiyuilieMy 0ObIUHO BO3HUKAIOT TPYJHOCTH.

[ns Hauanma: CMOTYT JIM BCe COIVIACUTbCS C TeM, YTO UMEHHO SIB/ISIeTCS
HaWIy4ylmm?

CKOJIbKO BpeMeHHU TMoTpedyeTcst, YTOObI J0CTUUb 3TOTO COTTIACUS?

CKOJIbKO BpeMeHHU ToTpedyeTcs, YTOObI J0CTUUb COBEpIIIeHCTBA?

CKOJIbKUM TpUJETCSl MOXKePTBOBaTh B PYTUX cepax — yCJIOBUW TPyAa,
TIPOM3BO/IUTETBHOCTH, CKOPOCTU 0CTAaBKU, — UYTOObI JOCTUUb COBEPIIIEHCTBA B
9TOM KOHKpeTHO! obmacTu?

W, BO3MOXXHO, T7IaBHOE: TIPUHECET JIA BCe 3TO COBEpLUEHCTBO I0/1b3y TOMY,
KOMY OHO TIipefHa3HayeHO? HyXHO /M BCe 5TO COBEpLIEHCTBO BalleMy
TOTeHI[MaIbHOMY TIoTpebuTeto? ['0TOBBI /U Balllv K/IMEHThI TI/IaTUTh 3a Hero?

[Tporjecc TyiaHMpOBaHUs TIPUTATHBaeT K cebe nepdekioHucToB. Ho ectb
Belllb, KOTOpasi MOJIHOCTBIO Tapaju3yeT Takoro poja Jitofel, — 3TO CTpax, YTo B
TIpoljecce peaju3allii OKaKeTCs, UTO WX IJlaH He Obu1 coBepiiieHeH. bosich
pa3o0siaueHusi, 3TH KU MPeATIOUNTAIOT HUUeTo He fiesiaTh. OHU BbDKUZAIOT.

MHorue ymHeMilive /AW, CrOCOOHbIe K MacIITabHOMY BUZEHUIO,
TIOCTOSTHHO 03aboueHbl U 0OpeMeHeHbl CBOMM CTpeMJIeHHeM K COBEpIIIEeHCTBY.
Ho c/MIIKOM 4acTo MyTh K COBEPLLIEHCTBY TIPUBOAUT K IIPOME//IEHUIO.

Jlyuiiee — Bpar xopoiiiero. He mo3Bossiiite eMy moryOuTh TO, UTO U Tak
y>Ke JOCTaTOYHO XOPOLIO.



3a0ny)xX/ieHue: Heylaua eCcTh Hey/Aaua

He mHorue ¢obuu pacrmpocTpaHeHHI IMpe, ueM CTpax Heyfauu. Ho uro
Takoe Heyjaua?

PoGept TayHCeH], KOTOPbIM y4acTBOBa/ BO BIEUAT/ISIIOIIEM BO3DPOXKIEHUU
komnanud Avis B 1960-x ropax, roBOopw/, UYTO M3 KaXKJbIX TpeX pelleHuH,
KOTOpbIe OH MPUHUMAJI B TOT MEepPUO/, ABa ObUIM OLIMOOUHBIMHU.

Jlyuiiiie mnpodeccroHambHble 0acKeTOOMUCTBI AMEpPUKH TepPSIOT Msu
Ka)K/Ible TPU MUHYTHI, U 5TO UX HUUYTh He TyTaerT.

JlerengapHbiii UrpoK B rojib beH XoraH ckasaj, 4To MpU BOCEMHa/LIATH
JIyHKax emMy OOBIYHO y/IaBa/ioCh MOC/IaTh UMEHHO TaK, Kak OH XOTeJ, TOJIbKO /IBa
VI TPU Msiya.

@®pen CMUT TO/yuynd TPOWKY 3a CBOIO AWIUIOMHYHO pabOTy B IIKOJe
Ou3Heca, B KOTOpPOW OH orucan Oyayiiytro kKoHueniuio Federal Express.

[yist Toro uToObI MOOEAUTH B MUPOBOM ueMITMOHaTe 110 OelicOosty, KoMaH/ja
[l0JKHA BbIUTPaTh TOMBKO 57 MPOLIEHTOB UTP.

1 HU omHO OOCyXXAeHHe OIIMOOK He OyJeT TOoJIHBIM 0e3 YIOMHHAHHS O
komnanuy 3M. IlouTu 3a 7Ba roja 5Ta KOMIaHUs He TpoJasia POBHBIM CYETOM
Huyero. 3ateM B 1904 rofly OHHU peIWIN 3aHATHCS HaXKAauHoi Oymarou. Uepe3
[IBa To/la 1I0XOJbI OT TIPOZAAKU HaXKAAUHOW Oymaru cocTtaBisiiv B cpegHeM 2500
JI0/71IapoB B Mecsl] 1pu pacxoax 6osiee 9000 mosmapoB. YusibsiM MakHaWT cTai
TIOMOIIIHUKOM OyxranTepa B 3Toi komriaHuu B 1907 rofy, coryiacuiicsi IpuHSITh B
KaueCTBe 3apIulaThl akl[MA KOMIIaHWK B TO BpeMs, KOTJa ee rnpecjeoBaly OfHa
HeyJaua 3a JApyrod, ¥ ymen Ha neHcdo B 1978 ropy, vMmes Ha cyety
KPYTJIeHbKYH0 cymmy B 6osiee uem 500 MUITMOHOB /10/1/1apOB.

He croutr oOTKa3bIBaTbCsi OT UJEU TOJBKO IIOTOMY, YTO OHAa MOXET
npoBanuThCs. JIrobass uziess MOXKeT MpOBa/MUTLCS. Ecnu Bbl fleslaeTe UTO-TO
CTOsILLlee, BaM MPeLCTOUT UCTIbITATh eCATKU Heyad.

HauunHaiiTe UCTIBITHIBATh Hey/jauu, UTOObI JOOUTHCS YCIIEXOB.



3a0/1y)kieHHe 0THOCUTE/IbHO KCIePTHOH
OL|eHKH

Bo Bpems TJIaHUPOBaHUSA, MpeXK7e ueM MPHUOerHyTh K TOMOIIH 3KCITepTa,
3aZilyMaliTeCch O TOM, KTO TaKOM 3KCITepT.

WallStreetJournal nepuoguuecku cpaBHHMBaeT TOUHOCTh Mpe/iCKa3aHUM
BeyIL[MX PBIHOUHBIX aHA/IMTUKOB AMEPHUKH C TOYHOCTBIO MOTaJaHui TIpyU Urpe
B JapTc. B mocneanuii ros OpolileHHbIe Hayraj B AOCKY ¢ 0603HaueHHbIMH Ha
Hell ChIpbeBBIMH pecypcaMu CTpesibl AApTC KaXKbld pa3 yKa3biBaju Ha Oornee
XOJ/I0BO€ ChIpbe, UeM TO, KOTOPO€e Ha3bIBajM KCIIEPTHI, XOTS TOC/IeJHHE B CBOUX
TIpe/iCKa3aHusIX OMUpaIrCh Ha MeCSIbl UCC/IeJ0BaHUM Y MHOTOJIETHUM OTIBIT.

KTo >xe Takol 3KcrmepT? JTO BCEro JWIlb UYesoBeK, KOTOpbIM obsazaer
OOIIMPHBIMUA JaHHBIMA W ONbITOM. HO Kak OH uX mpumMeHsieT? [laHHBIe,
KOTOPBLIMH MBI pacriojiaraeM, IMpH pelleHUr OO/bIIMHCTBA BOIPOCOB MOKHO
WCII0/Ib30BaTh [I7Isl TIOATBEP>K/IeHHsI POTUBOIIONIOKHBIX TOUEK 3peHus. VIMeHHO
9TO ZieJlaeT TaKUMU MONyAsipHbIMU «['pyrnmy MaknadavHa» U apyrye rnogo0HbIe
Te/IeBU3UOHHbBIE /le0aThl.

[IeHHOCTb OMbITa MPUITIALIEHHOTO «JKCIEePTa» COMHHUTE/bHA 0 APYrou
npuurHe. OIBIT KaKIOro uesioBeKa, KaK[0W OpraHu3alvM, Kakaoe CoObITHe,
KOTOpOe TIPOMCXOAWUT B JKW3HM, — VHUKa/IbHbI. KaKAblii pa3, Korja Mbl
TIpUMeHsIeM K KaKoh-M00 CHUTyallMM YPOKH, MOy4YeHHbIe B JPYrod CUTYyal[uH,
MBI KaK ObI TIpe/iriosiaraeM, 4to 3TU JBe CUTYaLly TTOBTOPSIIOT APYT ApyTa.

Ho oHU HUKOI/]a He TIOBTOPSIFOTCSI.

He uiiuTe y 5KCIepTOB OTBETOB Ha BCe BOMPOCHL. He cylecTByeT HUKaKUX
0TBeTOB. Bce, UTO BbI MOMyUHTE, — 3TO TOUKA 3PEHMS OFHOTO Ue/I0BeKa.



3ab1y)k/ieHrie 0THOCHTE/IbHO AaBTOPUTETOB

Ckopee Bcero, Balla OpraHusaliysi IOCTPOeHa I0 MPUHLUIY JIUZEepCTBa.
W pen, TnaBeHCTBYIOIIME B OPraHU3al[id, 3aBUCST He OT MbIC/ISAIIUX JIFOZEH, a OT
BJIaCTeU TpefiepiKalmx.

BOMBIIMHCTBO OpraHv3alvi JeWCTBYKOT MO0 TOMY K€ MPUHIUITY, UTO U
rpynma 00e3bsiH, OT KOTOPBIX MbI TPOU30LILIH. JIMAephl OMNpeAensstoT TO, UTO
Oyzmet fenath U Kak OyneT cuMTarh BCS TPYIIIIA.

Ho Ha camoMm /1 fiesie myuepsl yullie 3Har0T, KaK MpUHUMaTh pelieHusi? He
obsi3arenbHO. JIWJephl MPOCTO 3HAIOT, KaK IMOMYYMTh W y[ep)kaThb BjacTb. Ha
camMoM [lefie JujiepaMd B OOJBIIMHCTBE OpraHU3al[uii CTaHOBSTCS JIHOIH,
KOTOpble BBITVIIAAT W TOBOPAT TakK, CJIOBHO OHU [JOJDKHbBI HMETh B/acCThb
(3aK/IroueHre, CZleJlaHHOe Ha OCHOBAaHWMM HECKOJIbKUX UCC/IeJOBaHUM, KOTOpbIe
ToKa3aju, 4TO TMpHU Oripeile/ieHnyd OyayIei 3aprijiaThl 4YesioBeKa, TOJBKO UTO
TOJTyUUBIIIero cTereHb MBA, BBICOKUM pOCT HUrpaeT OOJBIIYIO POJb, YeM
aKaJieMUueckast yCrieBaeMoCTh).

Ecnu ujiee ynaeTcs NpoOWTHU uepe3 CUTO KPUTHUKOB-UHTE/IIEKTya/l0B, — BCe
IIIAHCHI 3a TO, UTO ee 3ary0siT JIufiephbl.

Ecnu BBl camu siBIsieTeCh JIMJE€POM, HayuuTech cAep>kuBarbcsi. Crenyure
npumepy bena Telinopa, mpu3HaHHOTO JiM/iepa, BO3I/IAB/SIONIEr0 (puavan CeTu
Executrain B MuHHecoTe, oJHO W3 Haubosiee YCIEIIHBIX OTJeNeHUM ITOMN
KOMITaHUM BO Bcell AmMepuke. Korma ero mpocsit oObSICHUTB, KaK OH JI00MIICS
TaKoro ycrexa, Telsiop Bcerzia rOBOPUT OZHO U TO Ke: «f1 yMero ciyluaTh.

Hakneltiku Ha Oamriepax JaroT BaM JlefibHbIM cOBeT: «He mpuHuMaiite
aBTOPUTETHI Ha Bepy». He mpuHuMaliTe Ha Bepy JIU/iepOB.



3abmy)xieHrie 0THOCHTE/ILHO 3/[paBoro
CMBIC/IA

KiiveHT ofjHaXKzpl CKa3aJl MHe, YTO «COCTaBUThb IJIaH MapKeTHHIa OYeHb
npocto. Hy>KHO TIPOCTO pYKOBOJCTBOBAThCSI OOIIUM /IJisi BCEX JIFOJIeN 37ipaBbIM
CMBICJIOM».

K coxaneHuto, 37paBblii CMBICJI He TaK pPAaclpOCTPaHeH, Kak IPUHATO
aymatb*. UTo AeiicTBUTENIbHO SIB/SIETCST OOIUMM /Il BCETO ueioBeuecTBa, TaK
3TO TO, UTO JIFOAW 3a4acTyl [eWCTBYIOT BOMPEKU COOCTBEHHOMY OIIBITY, —
BCIIOMHUM OIIAITH Tex, KTo B 1980-x rozmax yxBatu/cs 3a kKiaccudukaiuio VAL.
Wnu, 4to elle Xyxe, MU YaCTeHbKO [e€HCTBYIOT BOMPEKU COOCTBEHHBIM
VWHTepecaM. JTa WX JypHasi TIpUBbIUKa BIOXHOBWIA UCTOpUKa bapbapy Tauman
Ha HanucaHue 1enoi KHuru «Mapin aypakoB» (TheMarchofFolly). B kauecTtse
npuMepoB TaumaH npuBOAUT MOH-TeCyMy, CJaBLIerocsi apMHUM alTeKOB,
YMC/IEHHOCTBIO He TIpeBbIlIaBIIeld OJHOr0 Kjacca B CerofHsIIHeN IIKoJe, U
TPOSIHIIEB, PELIUBIINX: «J, /la TPEeKU, TOXO0XKe, 3a0bLIU 371eCh 3Ty OTPOMHYIO
nowaje. JlaBariTe-Ka 3aTalljuM ee B TOPOJ».

Bepa Mmoero kiueHTa B 0OljeuesioBeUeCcKuii 37paBbiii CMbICT Obula
ommbouHa U 1o Apyrov npuurHe. OH COBepIIEHHO MPaBUILHO T0Jlarasi, uTo
OOJILIIMHCTBO JIKOZieM 00/71a/lal0T  [IOCTAaTOYHBIM  37IpaBbIM  CMBIC/IOM, UTOOBI
cZienatb JIOTUUeCKUW BBIBOJ, Ha OCHOBaHWU Orlpe/ie/leHHbIX MOCbUIoK. Ho mpu
TJIAaHUPOBAaHWK MbI CKJIOHHBI OIMIMOAaTbCs He B BbIBOZIaX. MbI oliinbaeMcs B
orpe/ie/IeHUH HalllMX MOCBUIOK.

PaccMoTpUM fijii TippMepa OLIMOKY, COBEepIIeHHYI0 3aKyCOYHbIMUA CeTU
Burger King.

* 3mpaBbIM CMBIC/I, HallpUMep, YTBEPXK/AAeT, UTO pPeKjaMy aBTOMOOHIeM
cnegyer obOpaijaTh K WX TOTEHI[MaAbHBIM TIOKyIaTtensM. B KauecTBe
Jl0Ka3aTeabCTBa OLIMOOYHOCTH 3/IPAaBOTO CMbIC/IA B 3TOM BOIMPOCE W TOTO, UTO
pekjiamMa aBTOMOOW/eN [O/KHA, B TEpPBYIHO Ouepe/lb, HPAaBUTHLCS [AUJIepaMm,
coBeTyto Tripountatb «[loka mnpoctaku rpe3st» (WhentheSuckersMoon),
WHTepecHelIyo KHUTY PsHzpana PoreHOepra o HeymauHOM KaMIlaHUW T10[
no3yHroM «Kakyro MallliHy Bbl BOAMTE?», MpoBeeHHOoN (upmoii Wieden amp;
Kennedy st aBromo6usiss Subaru. — Ipum.aBT.

I'ogamu Burger King peiicTBoBasia MCXOAs W3 C/eAYIOLIUX TPUHIIUIIOB:



«Bo-miepBbIX, MHOAM TPUXOAAT K HaM, 4TOObI TI0eCTb, a BO-BTOPBIX, JIKOAU
TIPeJTIOYUTAIOT BKYC TaMOyprepoB, Mo/i)KapeHHbIX Ha OTKPBITOM OTHe». U3 3Tux
NOCBUIOK pykKoBoauTenu Burger King nenanv BeIBOJ, B CTPOrOM COOTBETCTBUH
CO 37IpaBbIM CMBIC/IOM: «CjiefioBaTe/IbHO, [I7Isl TOTO, UTOOBI JIFOAU BhIOpasu Hallly
KOMITIaHUIO, HaM HY)>KHO PeK/IaMHUPOBaTh TO, UTO HAIllXi TaMOyprepbl Mo/iyKapeHsbI
Ha OTKPBITOM OTHe».

Heocriopumasi jioruka, HO TIOChLTKA HOMep OAWH Obula noxHOU. Jlroau
TIPUXOZAT B 3aKyCOUHble He [l TOro, UTOObI yJZOBJIETBODUTH CBOE JKeJlaHue
BKyCHO T0ecTb. OHU TIpUXOAAT 3a OBICTPOH, [ellleBOd, HO TeM He MeHee
Ccbej00HOM THIIel, criocoOHoM yTomuTh Toof. Kommnanus Burger King Huuem
He TIOrpellW/a TPOTHUB 37paBOr0 CMbIC/IIA, HO 3TO CTOW/IO WM MWJIMOHOB,
TIOTOMY UTO TOChL/IKa ObIa OLIMOOUHOIA.

3ApaBblii CMBIC/T, €C/Id OH TIPUCYTCTBYET, OKa)KeTCSl T0JiIe3HbIM B JI00OOM
cthepe. (Moii oterl, paboTaroIMii XUPyproM, ckazana MHe, uto 90 TIpOI[eHTOB
OpTONeNYeCKOM XUPYPrMM OCHOBAaHO Ha 3[paBoOM CMmbicjie. Byau AseH
ro/ipasyMeBasl 3TO, KOrjla TOBOPU/I, UTO «TIPUWTU Ha BCTpeUy — 3HAUMT, y>Ke Ha
90 mpolieHTOB A0OUTHLCA ycIiexa».) B ocHOBe cBoel TlaH MapKeTHHTa COJI€PYKUT
KOHEeYHOe YKC/JI0 MAacCHITabHBIX CTpaTernyecKUx peIieHud: CO37aThb UTO-TO
HOBOe, MOoOeJUTh B BOIHE 1IeH, 3aHSITh CBOOO/AHYHO HMUIIY, TIePeMeCTUThCS B
JPYrOM pervoH Wi Ha JPYryl0 MO3WLMI0 Ha PbIHKe W HEKOTOpble [pyrue, W3
KOTOPBIX 3/IpaBblii CMbIC/I TIOMOKET BaM BbIOpaTh jyuiliee. Ho camoe TpyaHoe U
Ba)KHOE T10CJIe 3TOr0 TOJIbKO HAYMHAeTCS.

Kak mpoBectu 3Ty cCTparervt0 B >XU3Hb? Kak yJOBIETBOPUTH HYXK/bI
He3aro/THeHHOW PbIHOYHOM HUIIM? Kak co3[ark 4TO-TO Ha CaMOM /[iejie HOBOoe?
Kak 3auHTepecoBaTh U MepeTsHYTh Ha CBOIO CTOPOHY MoTpebuTens? U riaBHOe,
KaK 3aMHTepeCcoBaTh U YBJIeUb CBOMX COOCTBEHHBIX COTPY/[HUKOB?

Kak m1obutbcs ycriexa?

B sToli obmactu, B 00/aCTM TaKTUKHW, T[epei BaMWA OTKDBLIBAeTCS
becunc/ieHHOe KOJTMUeCTBO BO3MOKHOCTEM. DTO CBOAUT POJib 3[JPaBOT0 CMbIC/IA
K MUHUMYMy. Ha 5Tol cTaguu 31paBblid CMBIC/ OKa3bIBA€TCS CKOPee IIUTOM, YeM
MeuoM. OH criocobeH 3al[UTUTh BacC, HO C HUM OJJHUM OUTBY He BBIUTDAElllb.

He 31paBbiii CMBIC/T BJOXHOBJ/ISI/I CO3/,aTesield HOBAaTOPCKUX TpeIoKeHU
Halllero BeKa — TepPCOHA/IbHbIX KOMIIBIOTEPOB, HOUHOW JOCTaBKM M MHOIMX
Apyrux. Bce 3Ty njer nopoxzaeHbl BLOXHOBEHUEM.

[Tonb3a 34paBoOro CMmeic/ia orpaHdueHa. i JOCTKeHUs BOXHOBJISIOIIUX
pe3y/IbTaTOB BaM MOHA00UTCST BAOXHOBEHUeE.

Komanza New York Mets Oblia $IBHBIM ayTcaliiepoM Ha MHDPOBOM
yemnuoHate 1969 roma. OHU rofjlaMu CUMTaAIUCh BCeoOIUM TocMertuirieM. Ux
3anacHoM mogjaro(ui Tar Makrpo yroBapuBasl TOBapuiliel Mo KomaHjie: «Bam



HaJ|0 moBepuTh». OHU ToBepuau. Mx conepHukaM, Baltimore Orioles, 3T0 oueHb
He [TOHPAaBUJIOCh.
Bam Ha/j0 1TOBepUTh.



3a01y)kKileHHe 0OTHOCHTE/IbHO CYyAbOBbI

Obpatiasicb K KOMHUTETY CTpaTerdyeckoro TIIaHUPOBaHUSI KOMIIAaHUU
Temple Israel B MuHHearionvce, s Hauan oOCyXK[eHHe 3TOro 3aby>KIeHHUsT C
L[UTaThl U3 KUHOGUIbMa «Mowu ydiiiie To[bl»: «EBpeu Bcera 3Haau JBe Bellu:
CTpajiaHue W... Tie HalTH JIyUIlyI0 KUTANUCKYI0 KYXHIO».

S TakKe CKasajq UM, UTO COBEpILEeHHO HeyAUBUTE/NbHO, UT0 KHUTY «Cusa
no3utuBHOrO MbIiieHus1» (ThePowerofPositiveThinking) wHammcan 6Genbiii
yeJ/IOBeK TPOTeCTAaHTCKOTO BepOMCIIOBeAiaHus. S cripocus ux: «OU, KTO-HUOYb
MOJKeT TIpe/ICTaBUTh uejioBeka Mo (amuwiuu [ongbepr MUIIYIIUM KHUTY O
TTO3UTHBHOM MBIIIJIEHUH ?»

KoHeuHo, s y»ke 3Ha/ U3 OIbITa, UTO eBpeicKasi ayuTopusi 000XKaeT LIyTKU
0 eBpesix, HO MOU MOTHBHI ObUTM KyZna cepbe3Heil. CyllleCTBYIOT OT/ie/IbHbIe
JIFOZ, TPYIIIIBI IFO/IeH U 1iesible KOMIaHUU, CKIOHHbBIe K (haTtanmu3my. HekoTophele
JIIOV He MOTYT TIpeJCTaBUThL cebe, UTo A00bIOTCS ycriexa. HekoTopbie mroqu
OTKa3bIBAlOTCSl BEPUTD B 3TO, TIOTOMY UTO CMepTelbHO 00siTCsl pa3ouapoBaHuii. U
OO/ILIIMHCTBO JHOflell CKaXKyT B OTBeT Ha Ballle mpejiokeHue: «Mbl yxe
nipoboBau HeuTo nozfo6Hoe. He romorio».



\,Z[a, KOHEUYHO, HO MHe 3T0 HPABUTCSA

Bor wuHTepecHblli Borpoc: «lloueMy /oM TMOKyMakT TO, YTO OHU
TIOKYTIar0T?».

MHorue u3 Tex, KTO 3aHUMaeTCsli MapKeTUHIOM YCJIYT, [Pe/II0/aratT, UuTo
pellieHMe O TIOKynKe B OOJbIION CTereHW TPOJUKTOBAHO — JIOTMKOM.
[MToTeHIMaNbHBIN TOTPeOUTENb KaKOW-T100 YC/IyTh COOTHOCUT CTOMMOCTh 3TOU
YCJIYTU U ee peasibHyl0 LeHHOCTb, CPaBHUBAET MPe/JIOKeHHUsI Pa3TMUHbIX (pUpM
U BblOWpaeT Ty QupMy, [ KOTOpOM I3TOT OasaHC OKa)keTcsi Haubosee
BBITOZIHBIM.

[lpomaBlbl MHOTMX YyCIyr — OyXrajiTepckuX, IOpUAWYECKUX U, B
0Cco0eHHOCTH, (DMHAHCOBLIX — CKJIOHHBI CUMTaTh, YTO JIFOJW Ha CaMOM /[iefie
AB/ISIIOTCST  homosapiens, pa3yMHbIMM TIpUMaraMu, KOTOpble MPHUHHAMAIOT
pa3yMHbie, 00ZiyMaHHbIe pellleHusi, OCHOBaHHbIe Ha 0ObEKTUBHOM aHaJv3e 1IeHbI
Yl KaueCTBa yCIyTH.

Ho pgaxe camble yMmyJpeHHble MOTpPeOUTe/NM CaMbIX MYJPEHBbIX YC/IyT He
MOCTYyNaT B COOTBETCTBUM C 3TOU CXEMOW, UTO M [jOKa3biBaeT «/leso o
KpeJUTHBIX KapTax: Visa npotuB American Express.

[aBaiiTe BBICTYIMM B pOJU Cy[eH, pacCMaTpyMBaKOLIUX 3TO [eJio, U
BHUMATeJIbHO 03HAKOMUMCS C TIPe/ICTaB/IeHHbIMU Y/IUKaMU.

KonuyecTBOo reorpaduueckux MYHKTOB, [7/le TPUHHAMAKOTCS KapTOUKH
«Visa», moutu B Tpu pas3a Oosibllie TeX, TAe MOXKHO HCII0/b30BaTh «American
Express».

BBl MOXKeTe BOCIIO/IHUTB [1epepacxof, CPefCTB 110 KapTe «Visa» HeMe/lJIeHHO
WM CIIyCTSl Kakoe-TO BpeMsi. Ecimv Bbl nonb3yetech «American Express», Bbl
JO/DKHBI CZlesiaTh 3TO 00si3aTeNlbHO B KOHIle Mecsilja, B TIPOTUBHOM C/y4yae Bac
XKAYT COMUIHBIN mTpad 1 Opro3riMBble HarloMUHaHUS U3 Yukarckoro oduca.

3a 0a30By0 KapTouKy «Visa» Bbl Tuiatute 20 go/iapoB, a 3a «American
Express» — MATbAECSAT TSATb.

Pa3ymeercsi, [eUCTBUTE/NbHO pas3yMHble JIIOAW [JOJ/DKHBI  OLIeHUBaTh
KpeJUTHbIe KapThl UCXOZS M3 KX IT0JIe3HOCTH B COOTHOLLEHWU C LieHoW. Ecim
OHM pacCyXJArT JIOTUYHO, TO [JOJ/DKHBI PYKOBOACTBOBATHCS JKeJlaHUEM
WCTIONb30BaTh 3Ty KAapTOuKy B JtoO0M MecTe U B Jit0OOM MOMEHT U HMeTh
BO3MOYXHOCTb HeMe/IJIeHHO TIOTIO/THUTL CBOM 0asaHC, yToObl U36eXKaTh BBITLIATHI
TIPOLIEHTOB T0 3a/J0/DKeHHOCTH, WM, eCId BO3HUKHET Takasih HeoOXOAWMOCTh,
BHECTU [JleHbI'W TII03Ke. [leMCTBUTE/NbHO pa3yMHble JIFOAU TakXke [OJDKHBI
VCIIBITHIBaTh JKeJaHWe IUIaTUTh KAaK MOXXHO MeHbIe 3a TOBap KakK MOKHO



Oosnbliieii 1[eHHOCTH.

[pyrumMu ciioBaMU, UCTUHHO pa3yMHbIe JIFOAU JO/DKHBI BbIODATh KapTOUKY
«Visa». BriosiHe BO3MOXXHO, UTO BCe pa3yMHbIe JIFO[M Halllel IJlaHeTbl UMEeHHO
TaK U noctynaroT. Ho ocraerca eie 25 MWIIMOHOB aMepUKaHLIEB, KOTOpbIe
TMOJIb3YHOTCA KapToukaMu «American Express». [Touemy?

[Io BCcel BUAMMOCTH, BCe Jel0 B TIpecTWwke. A KWMEHHO B TOM, 4TO
«American Express» TIojuepkuBaeT, UTO «HAllle UJeHCTBO [aeT BaM
onpejie/ieHHble TIPUBU/IETUW», a TI0J, TIPUBWJIErHel, KOTOPYIO JlaeT WIeHCTBO B
«American Express», Mojpa3ymMeBaeTCcss TO, UYTO Bbl CTAHOBUTECh YaCTbIO
«3NUTBI», KCTAaTH YYyJOBUIHO MHOTOUMC/EHHOM «3/IUTh» — B 25 MUIJIMOHOB
YyesloBeK.

JlornuHo v 3T10?

PasymeeTcs, KTO-TO MOKeT BO3pa3uTh, YTO OHU TIpe/ijiaratoT COBCEM JIpyrue
yCJIYTU U WX TOTpebuTenu Kyzaa Gosmee pa3ymMHbI, UeM BaJie/lblibl KPeJUTHBIX
kapT. Ho, noporve Mou ciyxailye cdepbl YCIyT, 3T B/afesiblibl KPeAUTHBIX
KapToueK SIB/ISIOTCS TIOTeHI[Ma/JbHBIMU TIoTpebuTenssMu U Baiie yciayru. U
peJKuii roTpebuTesib B Kakod Obl TO HU ObII0 OTpaciu cdepbl 06CTyKUBaHUS
CMOXeT PasyMHO OL[€eHUTb JIOTUYeCKUe IperMYyllleCcTBa Balllero IpeArpyusTUs
WU BalllMX KOHKYPEHTOB U C/iesiaTh 00/[yMaHHbIM, Pa3yMHbI BbIOOD.

CHOBa ¥ CHOBa TmTOTpeOWTeNM UYBCTBYHOT Ce0si TIPUCSIKHBIMU —TIO
Heu3BeCTHOMY zienly. COUThIe C TONMKY obumreM (akTHUeCKUX [0Ka3aTeabCTB U
yaCTO MCIIO/IHEHHble HeJoBepusi K  CTOpOHAaM, 3TU  JlOKas3are/bCTBa
TIPe/ICTaB/ISAIOIIMM, 3TH TPUCSHKHBbIE 00palljaloT BHUMaHHe Ha MeJioud, He
VMelolllie HUKAKOTO OTHOLIeHWs K pacCMaTpyBaeMOMy [lesly, TakKue Kak
HauullleHHble OOTUHKY TMO/ICYAUMOT0, MaHepa BBICTYTI/IEHUsI er0 aZlBOKaTa U Tak
nanee, U TOMy TiofioGHOe.

Crapasicb arnejiupoBaTh WCK/IIOUUTETHHO K pa3yMy MOTpeOuTesisi, BEI
puckyeTe BooOIIle He TIpUBJIeUb €T0 BHUMAaHUSI.



Kak norpebuTe/ i NPUHUMAIOT pellieHHe:
BbIOMpasa 3HaAKoOMoe

B 1988 roay Hauaiv cBOrO paboTy /[Be KOMITaHWH, 3aHUMAIOIIIeCs TIPSIMbIM
MapKeTUHI'OM 10 TesieoHy.

B ropoge Owmaxe, wmtar Hebpacka, CtuB JOpimeH ocHoBan Edleman
Telemarketing c coTHeli Tene()OHHBIX HOMEDOB, KOe-KaKUMH KOHTaKTaMu U
o0ObsiB/IeHHEM Ha BCHO 3aJJHIOIO0 CTpaHUIly 0010)KKM >KypHasa Telemarketing. 910
00bsiBNIeHHe TIOTpe6OoBaio Upe3BblUaitHO OOMBIIMX 3aTpaT [i/Isi TAKOW MasIeHbKOM
KOMIIaHWH, 3aTpaT, Ha KOTOpble DIJIMEeH WUJeT KaK[bld MecCsl] Ha MPOTSHKeHUH
y>Ke CeMH JieT.

Tpemsi mecsitlamu no3aHee B MuHHearionuce ['apu KosH u Puk [JaiimonH/,
otkpeiii ACI Telemarketing, ¢upmy, o6safarolly0 JydilliM TeXHUUeCKUM
obecrieueHreM U OTTOUEHHOW TEXHUKOW BeZieHUs Tesle()OHHBIX TIePeroBOPOB.

Cerogust Edleman Telemarketing — oAWH W3 TMTaHTOB B CBOeM OTpacC/iu.
ACI obnafiaeT He MEHBIIIUM OTBITOM, HO Ky/la MEHBIIIUM yCTIEXOM.

Ycnex komnanuy CtrBa JfJ/IMeHa yKasbIBaeT Ha TO, Kak IOTEHL[a/bHbIe
norpebuTesIM MPUHUMAKOT CBOU pellieHust. OHU OoJibilie JOBEPSIIOT TOMY, UTO UM
3HaKoMO. V3 ofiHOTO peK/JlaMHOTo OOBSIB/IeHUs 3a JAPYruM ToTpebuTenu Bce
OoJiblile y3HaBaM 0 KOMIaHUM JjiiMeHa. [1o3ToMy mo3aHee, eciu pu BeiOope y
HUX BO3HUKA/M COMHEHUs (a Takoe CJIy4aeTCsi YacTeHbKO), ToTpeburenu
Bbibupanu Edleman Telemarketing.

Jltony  BBIOMpAOT TO, YTO WM XOPOIIO 3HAaKOMO. OTO TakKoW ke
TIpeJipacCyloK, Kak U TOT, KOTOPbIN 3acTaB/sieT Aymarb, UYTO B aBTOMOOU/IbHBIX
aBapusix norubaet Gosblile JitOfield, YeM yMHUpaeT OT paka keayaka. Mbl BepuM
TOMY, O ueM OoJbllie C/IbIIIaNN, XOTSI Ha CaMOM JieJie PaK >kKemy/Kka yorBaeT B iBa
pa3a OosbIlle JIFofieid, YeM aBTOKaTaCTPO(BbI.

Eile onvH cropripu3: (akThl YKa3bIBalOT Ha TO, UTO Jiydllle UMETh AYPHYIO
V3BECTHOCTh, YeM He KMeTb HUKAaKOW. [IpruMHOM 3TOro siBjseTCsi CBOMCTBO
ye/IOBeUeCKOTO  MBIIIJIEHUs,, HMMeHyeMoe  «3a0blBaHMEM  KaueCTBEeHHBIX
XapaKTepUCTUK». [lOMyCTHUM, Bbl YC/BILIAIA YTO-TO IIJIOXO€ O TOU WM UHOU
koMmraHuu. Co BpeMeHeM B Ballleil MaMsITU CTUPAeTCsl HeraTUBHasi UH(popMalusi
— KaueCTBeHHAasl XapaKTepUCTUKa, — U OCTaeTCs TOJbKO Ha3BaHMEe KOMIIaHUU.
Ecim Bac BMOC/Ie[CTBUU CIIPOCAT, O KAKOW KOMIIAHWHW BBl JIyUlller0 MHEHUS —
3TOM WU JIDYTOM, O KOTOPOW Bbl HUYEro He CJIbIIIajiu, — BbI BbiOepeTe yxke
3HAKOMOe BaM Ha3BaHUe, /la)ke HECMOTPSI Ha TO, UTO BCe, YTO BbI CJIbIILIAIN 00



9TOM KOMITaHUU, HOCHJ/IO HeTaTHBHBIN XapakTep. TakoBa CH/ia TIPUBBIUHOTO.

BbI I0O/DKHBI CTaTh W3BECTHBI CBOUM MOTEHI[MATbHBIM MIOTPEOUTEISIM, CTaTh
YaCThIO TIPUBBIYHOTO.

Yem syuiiie U3BEeCTHBI Bbl CTaHETe CBOUM I1OTpebuTensiM, TeM 6Gosbliiero
ycriexa fobbeTechk. Pacripoctpansiiite nHbopMaluio o cebe Be3fe, TJe TOILKO
MO>KHO.



Kak norpebuTe/ i NPUHUMAIOT pellieHHe:
HCI10/1b3ys CAaMYI0 CBe)XYI0 HH()OpMaIUI0

WTak, uTo Ke MpeArpUHSTh, UTOObI MOOeUTb KOHKYPEeHTa, KOTOPbIM Jyullle
3HAaKOM BallleMy TOTeHI[Ma/IbHOMY K/IMEHTY, UYeM Bbl, KOHKYPEHTa, KOTOPBI yKe
3aHsI/T TIPOYHBIE TIO3UI[UH B €r0 YMe U TIaMsITH?

BbI mMbiTaeTeCch W3B/e€Ub TPEMMYIeCTBA W3 APYroro pacipoCTPaHEeHHOTO
ripeAipaccysika — 3¢ deKTa akTyalbHOCTH.

HanoroBoe ynpasnenve CIIIA oueHb XOpOLIO 3HaeT cuiy 3Toro sgdekra.
E>kerofiHO B MapTe HaJ/IOTOBO€ yIipaB/eHHe TIOMelljaeT B ra3erax o BCel CTpaHe
pacckasbl 06 OrPOMHOM UKCJIe TPOLIeCCOB T0 /ey 00 YK/IOHEeHHWH OT HasoroB.
(B cBoeii ouenb mosie3Hoi KHure «BmusiHue» (Influence) Pobepr Yuan-guHu
yKa3blBaeT Ha TO, 4YTO 3TH PaCIpOCTpaHsieMble HaJ0rOBBIM YIIpaBIeHUEM
HUCTOPUY CTa/Id YeM-TO HAaCTONbKO TPUBBIUHBIM, uTO B 1982 romy rasera
ChicagoTribune o3arnaBuia ouepefHyto cratbio «ExxerogHoe mnpeayrpexaeHue
0 Hasiorax: /[Ba/illaTh UYe/IOBEK OCYXKZeHbl 3a HeyruiaTy».) [locie momyueHus
aKTya/IbHOM MHGOPMaLMK TaKOTO PoJia JIFO/IIM ropa3/io Jierde MPUHATH pellieHune
He TIPeJoCTaB/sATh 3aBeJOMO JIOKHYIH WMH(OPMAlMI0 O CBOUX HAJIOTOBBIX
BbIUeTax U JIbroTax.

KoMrtaHuu, KOTOpble YacTO BBICTYIIAIOT C TTPe3eHTaldsIMH, XOPOIIIO 3HAIOT,
Kak gelictByeT 3¢h@deKT akTyalbHOCTH. ODTW KOMMAHWM (BO BCSIKOM CJTyuae,
HanboJsiee pa3yMHbIe U3 HUX) MPUJIaraloT BCe YCUIIUS, UTOObI HauaTh PeK/IaMHYIO
KaMITaHUIO TIOC/eIHUMU B OTpac/d. st MHOTMX OoTpaciied cdepbl yCayr 3TOT
3¢ deKT JaeT TO >Ke IMPEeMMYILeCTBO, UTO U «HMI'Pa Ha CBOEM TI0JIe.

ECTh HeCKOMBbKO CIOCOOOB, C TIOMOIIBbIO KOTOPBIX MOXXKHO H3BJI€Ub
MakKCHMyM TpeuMyIinecTB M3 3d@dekTa akTyaJlbHOCTH, MX XBAaTUT Ha IIe/IyIO
OT/eJIbHYIO IJIaBYy.

OCHOBHBIM SIBASIETCSI TO, UTO Bbl [JO/DKHBI BCerla MCIOIb30BaTh
npeumyiijectBa 3Toro 3ddekra, ¥ MOCTOSHHO OOHOB/sIEMble MaTephasbl O
Ballleli KOMITAaHUM JIO/DKHBI OBITH TPOJyMaHbl U TTOATOTOB/IEHBI HE XyXKe, ueM
TiepBOHavabHasl Mpe3eHTalusl.

OHU He [O/DKHBI OBITH MpeCKa3yeMbIMU M JIEMOHCTPUPOBATh OTCYTCTBHE
9HTy3Wa3Ma. CTOUT BaM COBEpIIUThL 3Ty OIIHWOKY, KaK Balll KOHKYPEHT TYT JKe
oryoyiKyeT Oosiee octpoe W 3¢deKTHOe BBICTYIUIEHWe, W Ballll KIUEHTBI
TIPE/ITIOUTYT €ro.

Wcnonb3yiiTe rmpeumyiiectBa 3ddekra akTyalbHOCTA. [loCTOSTHHO



yOMMKyiTe HOBbIE MOTPsICalol1e CBeZIeHUS.



Kak norpebuTe/ i NPUHUMAIOT pellieHHe:
BbIOMpas «IpUeM/IeMblii BapHaHT»

[Ba roza Hasaz A IpOoBa/IK/I MIpe3eHTalUIo repes KJIWeHTOM, /11 KOTOPOro
s, KaK MHe Ka3a/ioCh, TIPe/ICTaB/Is/T Hawiyulluii Beibop. HUKTO B ripesiesiax JByX
YaCOBBIX MOSICOB He 3Ha/l TaK MHOTO 00 O0Tpac/iv, K KOTOPOU TIPUHA/|Ie)Kan MO
K/MeHT. HUKTO He MOT TIPOIeMOHCTPUPOBATh OOJBIINX yCIIeX0B B U3TOTOB/IEHUU
3¢ ¢deKTUBHON peK/aaMbl [isi KOMIAHWKW 3TOWM OTpaciu. MoM KOHKYDeHTbl He
MOT/IY TIOXBACTaThCsl HUUEM Jlaxke O/IU3KUM K ITOMY.

Tak MHe Ka3zanocb. VM, K coxaleHuro, MMEHHO 3TO BIeyaT/ieHue s U
TIPOU3BeJI CBOeU Peyblo.

PasymeeTcsi, si MPOBaJW/ICA. DTOT TMPOBaj HArlOMHUI MHe 00 OfHOM U3
OCHOBHBIX TPUHIIUIIOB MPUHSTUS pellieHui. JIFoau He CTPeMSTCS K TOMY, UTOObI
c/lesiaTb HaWTy4lliuii BbIOOD, OHU JIMIIL He XOTST CZie/laTh IJI0XOM.

Crierjuanuctel B 00/1aCTU TIPUHATHS PEIleHUM Ha3bIBAlOT 3TO «IOWCKOM
IpyYemM/IeMOro BapuaHTa». Ej)KeJHeBHO [0 3TOMY IPUHLMITY [PUHUMAETCS
MHOYKeCTBO pellieHuii. Heuto momo6HOe TpOr30I1LIo U B TOT /ieHb, KOT/a s ucasl
9Ty I/IaBYy.

Brixopsiias B MuHHearionvce rasera StarTribune momectuna coobiijeHue
00 3ToM coObiTUM Ha mTepByw0 mosnocy: «bpeliep Ob1 TpeTbum». Buny
KMMHTOHY HY)KHO ObIZIO 3alO/THUTh BaKaHTHYHO /IO/DKHOCTb B BepXoBHOM cyje,
00pa30BaBILyIOCS TOC/Ie BbIXOAA B OTCTaBKy ['appu Biskmana. KiuHTOH xoTten
ObI BUJIeTh Ha 3TOM MecTe bproca b366uTa, cBoero MUHUCTpa BHYTPEHHUX [Iel.
Ho 570 mpuBesio Obl K TIOSIBJIEHUIO BaKaHCHUW B KabuMHeTe MUHUCTPOB U MOIJIO
3aTPYAHUTH ero yTBepyKeHue B JO/DKHOCTH.

KnuHTOHY HpaBwiack U KaHAu[arypa Cy4bU are/uILUOHHOIO Cyza
Puuapsa ApHonbia. Ho y ApHonbia Obutd mipobremMbl CO 30POBbEM U
peryTaiusi, KOTopasi MOIJIa TPUBECTH K COMPOTUBJEHUIO ero u3bpaHuio Co
CTOPOHBI JKeHILIUH.

[Toatomy KnunHtoH BeiOpan CtrBeHa bpeiiepa, HecMoTpsi Ha To uTo bpeiiep
uMen He0onbIlION ombIT paboThl cyabeit. Kak ckasan, obpaiiasch K mpecce,
coBeTHUK KnunTtoHa Jlnow Karnep: «C bpeliepomM Hac 0)KW/1a/i0 MeHbIIIE BCEro
ripobiem».

KNUHTOH, KaK /ie/latoT 3TO MUJUTUOHBI APYTUX JItoflel KaXKIbi O0XKUI /1eHb,
BbiOpan He Haubosee KBa/M(UIIMPOBAHHOTO KaHAWaTa, FOPUCTA, WMEIOIero
Haunyuiive IIaHchbl. K/IMHTOH WCKan «mIpueM/ieMbl BapuaHT» W BbIOpan



ye/l0BeKa, UMeBIIIeT0 HaMeHbIIlee YMC/IO SIBHBIX «MUHYCOB».

B Ou3Hece TOXe TIOCTOSSHHO TIPDOMCXOJUT «MOUCK TpHeMJ/IeMbIX
BapUaHTOB». [l03TOMY, TOTOBSI CBOe BBICTYILIeHWe, crpocuTe cebs: «UTo B
Hallleli KOMITAaHWM MOXKeT T10Ka3aThCsl MOTEeHIMaJbHOMY KIMEeHTY OIacHbIM?»
3aTeM, CTapasiChb He HallOMUHATb MOTpebUTes0 06 STUX OMAaCcHOCTSIX (3TO TOJIBKO
JILITHUM pa3 HAallOMHUTh eMy O ero COOCTBEHHBIX CTpaxax), IocTapaiTech OIUH
3a IPyTUM pa3BesiTh BCe CTPaXy MOTEHI[UAJbHOTO K/IMeHTa.

YTto KacaeTcsi MOero cjiayuyasi, TO MHe Ha/lo ObLIO y4yecTb [iBA OCHOBHBIX
oraceHus MOUX KMeHTOB. [T0CKOMBKY 51 ObLI CrieluaanucToM, OHU OOSTUCH, UTO
MOU yCIyTu OyfyT upe3MepHO /IOpOTH, a CaM s — BBICOKOMEPeH U He TOTOB K
KOMITDOMUCCY. A TIOCKOJIBKY 51 yoke paboran fijist 6osiee KPyIHBIX KOMITaHUM Haf
Oosiee KPyMHBIMU TIPOEKTaMU, OHU OOSIUCh, UTO UX TPOEKT TOKaXKeTCs MHe
MaJsi03HauUTeTbHbIM U HEBa)KHBIM.

Ho s He pa3Besi ux cTpaxu. 51 Tak yB/eKCsl, ZloKa3biBasi UM, UTO, BbIOpaB
MeHSsI, OHU C/Ie/Ial0T HaWIyuIivi BbIOOp, uTo 3a0b11 yOeauTh UX B TOM, UTO 3TOT
BbIOOD OyZeT XOpoImMm.

He crapaiiTech Tpe/|CTaBUTh CBOIO KOMIIAHWIO HAWIYUIIIMM BO3MO>KHBIM
BbIOOpOM. CrienaiiTe Tak, YTOObI BaC CUMTATN XOPOIIUM BBIOOPOM.

[Tocne 3TOro mMo3ab0THTECH O TOM, UTOOBI WCK/IOUUTH BCE, UTO MOXKET
CO3/aTh O BacC Bieyat/ieHHe Kak O MJI0XOM BbIOODe.



IIpuHLUUII IPeAB3ATOCTH

I>koaH [IPBUC MO UMCTON CAyuyaliHOCTU MOCTyMaeT Ha pabory B Smithers
amp; Company B KaueCTBe CeKpeTapsl.

B TeueHuWe HeCKONTbKUX MeCsIieB OHa CTapaeTcs y0eauTb CBOero
Hauya/JlbHUKa TepeBeCTH ee Ha JO/DKHOCTb MeHe[ykepa. HakoHell Haya/lbHUK
IbkoaH cmsiruaeTcss U ybexk/aeT CBOero HauajbHUKA [1aTh el BO3MOXKHOCTb
nornpoboBate. Ona mnpoOyer. K cokaneHWIOo, CKOpO B  KOMIIaHUHU
pacrnpoCTpaHsieTCss MHeHWe O TOM, YTo [[KoaH «He COBCEeM MOAXOJUT AJist STOU
pabotbi». IloTepsiB Hajexay npobuthbesi, [xkoaH yxomuT B Apogee amp;
Company 1 uepe3 ueTbIpe rojia rnojyyaeT Ha3HaueHWe Ha MOCT BHULle-Tpe3u/eHTa
5TOU KOMIaHWU.

PackpyTuB Ko/meco, KOTOpoe OCTaHaBiuBaercsi Ha uudpe 800,
WCCUIefioBaTe/b CIIpallliBaeT TPYMIY Jrjiel, CKOMbKO C0B yroTpebun ABpaam
JIuakoneH B cBoeit 'eTtucOyprckoii peur. CpeHee Ha3BaHHOe I'PYMION YKUCIIO
paBHsIeTCsl BOCbMUCTaM. [IpOKpyTUB KoJieco, KOTOpOe OCTaHOBWIOCH Ha LiU(pe
275, uccienoBaresnb 3aaeT TOT Ke BOMPOC BTOpoM rpymre. VIX cpefgHUit OTBET
paBHSAETCS BYMCTaM CeMU/IeCSATH TIATHU.

[Tutep ormpassnsieTcs: B hbupMy Ha cobecenoBanue. Capa, TIPOBO/SAIIAs 3TO
cobeceioBaHue, JiejiaéT TO, UYTO OHA W [JO/DKHA Obla cZiesiaTh, €C/U BEepUTh
MHOTOUMC/IEHHBIM MCC/IeIOBaHUSIM Ha TeMy cobecefioBaHuil C paboTojaresnem:
OHa MPUHMMaeT pellleHre MeHbllle ueM uepe3 MUHYTY [10C/Ie Hayasa pa3roBopa
[Tutepom.

Yro obiilero Bo Bcex 3TUX ciayuasix? [IpuHIUMN TipeaB3saTocTy. PaboTHUKM
Smithers amp; Company pyKOBO/CTBOBa/IMCb B CBOeM BOCHpUSITUU [IKoaH
CBOMM T€pBbIM BIeUaT/ileHUEM O Held KaK O «IIPOCTOM CeKpeTape».
OnpaiBaemblie B TecTe, KacaroieMcsi [eTTrcOyprckoii peuu (a 3TO JIUIIb OAUH
Y3 TeCTOB, MPOBEJEHHbIX /11 JeMOHCTPALMU JAaHHOTO MPUHLIUMA), He CO3HaBast
TOrO, OTTA/IKUBA/IUCh OT TeX Liu(p, KOTOpble BUEIN Ha Kojece, XOTsS OHU U He
MMe/d HUKAKOTO OTHolleHusi K lertucOyprckoii peun. Capa, MeHeIxep TIO
TepcoHay, OCHOBbIBajlaCh Ha CBOEM I1epBOM BIleuaT/ieHWH O Ilvurepe u mepBbIX
TIPOU3HECEHHBIX UM CJIOBaX.

Kak [eMOHCTpUPYIOT BCe 3TU MNPUMEPHI, JIIOAU He TPOCTO COCTAaBJISIOT
BIleUaT/ieHWe O YeM-TO, Ha OCHOBe S5TOrO BIleYaT/ieHUsI Y HUX BO3HUKAIOT
TIpe/iB3SITOCTH.

Eiije 60/1ee BaXXHO TO, UTO JIFO/IW, Y KOTOPBIX Majio BpeMeHH (a 3TO CerofiHs
OTHOCUTCS K OOMBIIMHCTBY JItOfiei), CKJIOHHBbI (hOPMUPOBaTh TOCTIEIHbIe



CY)KZIeHUsI Ha OCHOBe CBOMX TIE€PBBIX BIT€UAT/IEHWM M 3aTéM OCHOBBIBAaTb Ha HUX
BCe TIOC/IeIyOIIMe pellieHus. YMHbINM MapKeToJIoT I0/DKeH OTZaBaTh cebe oTUer
B 9TOM CyIlleCTBYIOI|ell U OUYeHb CH/IbHOW TeHjeHLMW. HuKorza eire mepBbie
BIleuaT/ieHus: He ObLTM 0Oosiee Ba)KHBI, OHM BO3HMKAIOT OueHb OBICTPO U
CTaHOBSITCSI OCHOBOM [I/Isl OTIpe/ie/IeHHbIX TIPe/IB3SITOCTEeH, KOTOpbie 00s13aTe/bHO
CKa)XyTCsl Ha BallleM JTMYHOM YCIIexe U ycriexe Balllero 6v3Heca.

Kakue TmpeAB3ATOCTH B OTHOIIEHMM BaC Yy)Ke BO3HUK/IW Yy BalllUX
TIOTEeHILIMA/IbHBIX ITOTpebuTeiei?

Kak MOXXHO ¥X Tpeo0/ieTh?

KakoBo mepBoe Brieuat/ieHHe, KOTOpOe Bbl MPOM3BOAUTe? KakKue C/IOBa BBI
MIPOM3HOCUTE B CaMOM Hadajse pas3roBopa? Kak ¢ caMoro Hadasia BBI
TIO3UL[OHUPYETE CBOE TpeANpUsaTHe?

OmnpesieuTe CyIIeCTBYIOIIME B OTHOILIEHHWH BacC TPe/B3STOCTH U Ce/aiTe
TaK, YTOOBI OHU ObLM G/1ArONPHUATHBIMHU.



HOCJ’IEAHEE BIIeddT/ieHue 0CTaeTCHda B IIaMATHU

Yapsu BpayH obpaiilaeT BHUMaHUe Ha TO, UTO criepeid 60TUHKM JlaliHyca
HaAUMIIeHbl, a 3aJJHUKU BBITTISIAST MOTEPTHIMU, U TOBOPUT 00 3TOM JlakHYyCy, Ha
YTO TOT OTBEYaeT, UTO eMy 3TO M3BECTHO U UTO OH CIel[MaJibHO UMCTUT OOYBb
TaKUM 00pa3oMm.

«MHe Ba)KHO, UTO JIFOJIU MOIyMat0T 060 MHe B TOT MOMEHT, KOT/ia sl BXOXKY B
romeleHue, — roBopur emy JlaiHyc. — MHe Bce paBHO, UTO OHU MOAYMarOT
TI0CJIe TOTrO, KaK 5 BBIUJY ».

Mesxay TIpOUMM, 3TO OfIHA U3 HEMHOTUX OmMO0K JlaliHyca.

HeopgHOKpaTHO TpPOBOAMBIIMECS WCCAE[NOBaHUS, BO BpeMSI KOTOPBIX
UCTIBITYeMBbIM TIOKa3bIBa/lM HEKYIO TI0C/Ie[loBaTe/IbHOCTh 00pa3oB, Hampumep
KapTUHKHA C sI0/I0KOM, TpyIlled, CIMBOM M TI'paHaTOM, J0KAa3bIBAlOT, UTO daille
BCero /IO 3amoMuHamu sib1oko ¥ rpaHaT. OHU TIOMHWIM TO, 4TO ObUIO
TO0Ka3aHO UM TIePBbIM U MOC/IeJHUM, HO 3a0bIBa/iv TO, UTO OLUIO B CepefivHe.

Oco3HaBasi OrpOMHYH) CWIy T€pBOr0O W IIOC/Ae[HEro BIleYaT/eHuH,
pekjiaMo/iaTe/ii C TOTOBHOCTBIO TUIATIT HEMbIC/IMMbIE 1IeHbI 3a 00BbsIBIeHUsS Ha
TIepBOM U TMOC/IeHeN M0JI0Ce )KypHAaJIOB.

[IperiojaBaren MUCaTeJIbCKOTO MacTepPCTBa TakKKe TPU3HAKOT BaXKHOCThb
5TOrO MPHHLIUIA, KOTJlJa COBETYIOT NKCaTesIsiM JieJlaTh yapHbIMU Hauajio U KOHelL]
Ka)K/I0T0 Mpe/yioxkKeHUst UK ab3alia, 3aroHss cepe/iiHy TeM, UTO MeHee Ba)kHO.

PykoBogutenu ueHTpoB KinderCare, HalMOHa/bHOM CETH JETCKUX
yupesKJeHHM, TaKXKe 0CO3HAIOT 3TO «IIPABMUJ/IO MOC/IeJHero BreuataeHus». «Ecnu
pebeHOK 3aKaHUMBaeT CBOH JieHb Ha CYaCT/IMBOM HOTe, — 3aMeTW/T Kak-To [I>KoH
Koru, crapmmii  Bulle-nipe3ugieHT KinderCare 1o MapkeTWMHTY, — 3TO
HaCTpOeHHe TMPOJJIUTCA 10 C/IeIyIOLIero yrpa U BeCb CJIelVIOLLIWN [1eHb».

[IpaBrsio mocsieHero BrieyatieH!us: MOXXHO 3aMeTHTh B JleCsITKaxX CUTYaLuu.
Bo3bMmeM, K nprMepy, C/10Ba U3BUHEeHUS U TpolleHus. [locienHee BnevatieHue,
TIPOU3Be/IeHHOE Ue/I0BeKOM B MOMEHT, KOIZla OH U3BUHSIJICS, YaCTO 3ac/IOHseT B
TaMSTH JIFOJeH TO MPOKUCLLIeCTBUE, KOTOPOe BBIHYAWIIO €r0 TIPOCUTH TIPOLLIEHMUS.

Kaxkzoe BIieuatsieHre, KOTOPOe Bbl MPOM3BOAMTe, OyaeT (10 KpaiHel Mepe
Ha KakKOW-TO MOMEHT) mocjefHuM. [103aboTbTech 0 TOM, uTOOBI OHO OBIIO
3arIOMHHAIOLUMCS.



PUCKOBaHHOe NpeArnpusaTue

Ixkoan u [Dkyau Betxonmnbel exanu w3 Tamnbel B Disney World u
IIOYYBCTBOBa/IM, UTO CW/IBHO MpOrosiofanvicb. OHU Hauyaqd BbICMAaTpUBaTh
MeCTeUKO, TJie MOXXHO ObL/I0 Obl MepeKyCcUThb, U B pe3y/bTaTe OCTaHOBWIMChH Ha
pectopaHe Burger King.

Ha mepBbIii B3IVISI/, UX BBIOOpP KaXKeTCsl CTPAHHBIM, TakK KaK UM HUKOTZA He
HPaBU/IMCh TUTaHTCKUe ramOyprepol. [Touemy ke oHu BeiOpanu Burger King?

[IBe npyrvie BO3MOXXHOCTU, KOTOPbIe Y HUX ObIIH, SIB/ISUIUCH JJIsI HUX YeM-
TO COBEpIIIeHHO HEeW3BeCTHbIM. JTO ObUIM /IBa MECTHBIX peCTOpaHuUWKa C
CAMIIaTUUYHBIMUA BbIBECKAaMK, HaMEKarl[MMH Ha [OBOJIbHO BBICOKOE KaueCTBO
obcnyxuBaHusi. Beibepu oHu /000M M3 3TUX PeCTOPAHUYMKOB, OHU Obl UMen
BO3MOKHOCTb HAC/IaIUThCs O0Jiee COUHBIMU ramOyprepamu, CBeXXUMU CajlaTaMU
U IPY>Ker00HBIM 00C/Ty>KMBaHUEM TIPUBET/TUBLIX O(MHUI[aHTOB.

O uem xe paymanu Berxonnei? O ToM, 0 uyeM JyMaeT KaXK[bli
TIOTeHI[MalbHbIN TIoTpebuTtenb 060r0 U3 mnpeAnpusTvii cdepbl ycayr. OHU
WCKau He TO TIpeAmnpusTHe, KOTopoe Obl UM 0oJsibIlle TIOHPABWJIOCH, a ToO,
KOTOpOe UX MeHbIlle myraso. OHU He BbIOMpanu jydilee oOCTy>XUBaHUe, a
CTapa/luCb CBeCTU K MUHUMYMY BO3MOKHOCTB I1JIOXOTO.

OTa BIIOJIHEe pa3yMHas CeMelHasl Iapa Jefaja TO JKe Camoe, 4TO B 3TOT
JeHb fielali W Apyrye JIFo[u 10 BCel cTpaHe, BbIOupasi Oyxrairepckue u
peMOHTHbIe (UPMBbI, TpadyeuyHble KW MOeUHble, KOHCY/JIBTAaHTOB [0 HauMy
repcoHajyia U ThICAUYM APYTUX BO3MOXHBIX yCayr. OHM He BbIpaXkaid CBOe
ripe/iriouTeHye TOM Wik uHOu pupme. OHU MbITA/IMCh CBECTH K MUHUMYMY CBOM
PUCK.

Henatite Baim yciyry 6osee kauecTBeHHbIMU. Ho cTapaiiTech, uToObl OHU
He Ka3a/IMChb PUCKOBAaHHBIMU.



Bam Heuero 00AThLCA, KpoMe CTpaxa Balllero
K/IMeHTa

[Terru, Bamia TIOTeHIMATbHAs TOTPeOWTe/NbHMIIA, WCITyraHa. Beap BBI
TpeZiCTaB/isieTe TMPAKTUUECKd HEBUJAUMYIO Bell[b — YCIYTY, BCEro JIWIIb
obelraHue TOTo, YTO YTO-TO OyJeT c/ienaHo.

[Terru 6outcsi. OHa HaMepeBaeTCsl MPUOOPECTH TO, UYero oHa (haKTHUUeCKU
He BU/IUT.

Eif oueHb He 110 cebe. V1 3T0 — Balll TUITMYHBIN 1TOTPEOUTETD.

Yacto Ilerru Tak 60UTCS, UTO YXOZMWT, He C/le/laB 3aKa3a, XOTs HY>KJaeTCs B
Baiiell yciyre, Morsia ObI MHOTOe OT Hee BbIra/laTh, a Belb Bbl — JIydIllast
KOMTIIaHUsI, Ha KOTOPOI OHa MOIJIa OCTaHOBHUTB CBOM BBIOOP.

Ho HH1uero He mpeANpUHUMATh KaXkeTcs [1erT MeHee pUCKOBaHHBIM.

Ha 3sToM 3Tarie BaM He Cje[yeT COCpPeJOTOYMBATH OOMBIINX YCWIMN Ha
TIPOZIake CBOEH yC/IyTH, BaM CJIelyeT MOCTapaThCsl YCIIOKOUTh K/IMeHTa.

Kak?

A Kak 3TO [ieflafoT TIpou3BouTeM ToBapoB? OHHU TipejiaratoT GecriiaTHO
orpo0oBaTh TOBAp W/IM JIAIOT TAPAHTHIO BO3BPAIIlEHUS €T0 TIOTHOW CTOMMOCTH B
c/ly4ae, eC/I OH He TIOAOU/eT K/IMEHTY.

MoykeTe /U Bbl TIPEIJIOKUTH UTO-TO TIO0f0OHOe? YacTo TakoW BapuaHT
BO3MO)KeH. Bwmecto TOoro utoObl TipeAjiarath K/IWEHTY C/lefiaTh 3aKas,
TIpe/IJIOKUTE eMy MpoOHY0 ycayry. IIpeiokuTe MOCTUpaTh OAHY pyOallKy,
cZiesiaTb OZHO HeOOJIbILIOe UCC/Ie/JOBaHNe, OIUH MPOEKT PEK/IaMHOTO OObSIBIeHUS
IS Ta3eThl, TIOArOTOBUTE CJTyIlIaHWe OJJHOTO HeOOBIIIOT0 fieia UK OeCTiaTHBIM
MepecMOTp TIeHCMOHHOTO T1ulaHa. Eciu peub uzgeT o OO/bIIOM  3akase,
TIPe/IJIOKUTE CHauajia BBITIOJTHUTh €r0 4acTh — Ty, MU3-3a KOTopou Ilerru He
OyzieT Tak BOJTHOBAThLCS, HO B KOTOPOU BBl OyzieTe UMeTb BO3SMOXKHOCTh ITPOSIBUTE
cebs1 HaWTydIIuM 06pa3om.

Bcerza moMHHTE 0 TOM, uTO Ilerru oueHb OOUTCH.

Jlyuiiee, 4YTO BbI MOXKETe CJe/aTb [jis CBOEro IOTeHINAJbHOTO
noTpeOuTessi, — 3TO YCIIOKOUTb €ro CTpaxu. IIpejio)knTe YCTaHOBUTH
WCTIBITaTeTbHBIA CPOK WX BBITIOJTHUTE TIPOOHOE 3a/jaHue.



Iloka)kuTe CBOM HeJ0CTaTKH

B cepegune 1980-x HeCKO/JIBKO wuCC/IefqoBaresned w3 [0CymapCTBEHHOro
yHUBepcuTeTa B KiiBiieH e cjenanu norpsicaroijee OTKpbITHe.

OTH WCC/Ie0BaTeIM HalMcaau [iBa NMPaKTUUeCKW WIEHTUUHBIX pe3loMe U
[lBa TIpaKTUUeCKW OJWHAKOBBIX peKOMeHJaTre/bHbIX [HWCbMa [Jig He
CyIIeCTBYIOIMX B peasbHOCTU [leiiBa u [I>koHa, sKOObI WIIyIUX paboTy.
EZMHCTBEHHOE OT/IMUMe 3aK/IH4YasoCch B TOM, YTO pPEKOMeH[aTe/lbHOe MUCbMO
I>xoHa BkIrouano ¢pasy: «MHorma [I>koH MOXKeT ObITb C/IOXKHBIM B OOIIeHUN.

WccnenoBarend IIOKasajld 3T pes3lOMe MeHe[kepam I10 IIepCOHaJly.
YragaiiTe, ¢ KakuM W3 KaHJUJATOB 3TUM MeHe/KepaM Oo0Jibille 3ax0TesoCh
BCTpPeTUThCsl it cobecemoBanussi? C  [I>KOHOM, KOTODBIM «MOXeT ObITh
CJIOKHBIM> .

WccnemoBarenii NOpULUIA K = BbIBOAY, UTO HM3-3a HaJIUuus B
PEKOMeH/IaTe/IbHOM TKUCbMe KPUTHUYEeCKOM HOTKW COZep’Kallhecss Tam XKe
roxBasibl JI)KOHy CTa/iu Ka3aTbCsi Oomee JOCTOBEPHBIMH, U U3-3a 3TOT0 [[KOH
CTaJl BBITVISiZIETb Oosiee MepcrieKTUBHBIM U3 ABYX KaHAuzaatoB. OGHapopoBaHue
He/loCTaTKoB JI)koHa criocoOCTBOBAO, a He TIOMeIIIaio ero TPY/[0yCTPOMCTBRY.

Ho 3T0 — akajgeMuueckoe WCC/ie[jOBaHHWe, & KaK OHO COOTHOCUTCSI C
peasibHbiIM MupoM? Cripocute 06 3ToM y Toma Kuuepa. PervionanbHbIi
MeHe/pKep Mo TpojakaM B komranuu First Protection, koTtopas mepBou crasa
Tipe/jjiaraTb KOHTPaKThl Ha 00CTy>KMBaHWe MOPCKUX Cy/10B, TOM rofamu HaurMHam
CBOM TIpe3eHTaluu C Mepeurc/ieHrst BCeX yacTel Cy[0BOrO JBUraressi, KOTOpble
TOMala/iv oA, JelcTBUe KoHTpakTa ¢ First Protection. B cepenune 1994 roga
Tom pellns TIOMEHATH TAKTHKy. Terepb OH HauWHa/l CBOe BBICTYIUIEHHE C
Tepeuync/ieHds TeX vacTeld CyJOBOTO MOTOpa, KOTOpble He TMOMajaayd I0f
JeiictBue goroBopa Ha obcnyxuBaHue. Pesynaprar?  Uucio  iropei,
3aK/IrovaroMx ¢ ToMoM Z0roBop, 3HaUMTe/TbHO BO3POCIIO.

He npsubTe CBOM HeOCTATKM, a Jyulle MpyU3HauTe UX OTKpeITO. ChenaunTe
3T0, U BBl OyzeTe Ka3aTbCsi K/AWEHTY Oojiee UeCTHBIM M 3aCTy>KUBAIOIIUM
[I0BepHs, a 3TO KJIIOU K MPOJaKe YCIYTH.

['oBopuTe mpaBay. ITO MOXKeT ObITh HEMPUSITHBIM, HO 3TO TIOMOTaeT.



Bce ne/10 B aeTanifax

JTtogu, KoTOpble HacTauBaroT: «Bce mpeAnpusTHs B Hallled OTpacid B
CBOE OCHOBe O/IMHAKOBbI», — JOJ/DKHBI 3ayMaTbCsi 00 OfHON 0COOeHHOCTU
Yyes10BeYeCKOrO MbIIILJIEHUS.

YenioBeKy HY>KHO OTIpaBZiaTh CBOe pellieHue repes caMumM coboit. [TosTomy
OH WIIET OT/INUKS, KOTOPLIMU MOKHO Ob1I0 ObI 060CHOBATH 3TO pellieHue.

Yto 3TO O3HauaeT i KoMraHuM, paboTaroiieii B OTpac/u, Ijie «BCe
OJIUHAKOBBI»?

OTO 3HAUMT, UTO ueM OOJIbIlle MTOXOXKU APYT Ha ApyTa /[Ba MPeATpUsATHS, TeEM
Oosiee BayKHBIM OKa3bIBAETCS KaXK0€e pa3Tuure MeXKy HUMH.

Ecnu TpyIHO HaWTHU [eWCTBUTE/IbHO 3HAUMMbIe OT/IMYMS, MOTEHLUA/IbHBIN
noTpeOUTEeNb UINET HaMeKWM Ha HUX B COBEPIIeHHO TPHUBUAJILHBIX BeIllax:
BHYyTpPeHHeM 0(opM/IeHUH BeCTHOO/IS, LIBETOBOM PellleHUH BU3UTHOW KapTOUKH,
ToMIMHe OyK/eTa, JjaXke B 3araxe O/|eKOJI0Ha, KOTOPbIM T0JIb3yeTcsl Mpo/jaBel].
Bynyun He B COCTOSHMM YBH/IeTb peajibHble OTVIMUUS MEXJYy YCIyramu,
TIpe/IoCTaB/IsieMbIMU IByMsI (DMPMaMHM, TOTpPebuTe/b UIleT Mro0ble HAMEKH Ha
OT/IAUKe.

[ToBTOPIOCH, OO MBIC/Ib TOTO CTOUT: YeM Ooiee TIOXO0XKU JIBa TIPEITIPUATHS,
TeM Ba)KHee Kak7joe pas3jnuue.

dakTHuecku OosbInas yacTb 3(PGeKTUBHOTO YIIpaBAeHUsS MpeATpUsITHEM
cdepsl yenyr TpedyeT BHUMaHUSA K, Ka3a/0Ch Obl, HEBa)KHBIM JIeTaJIsIM.

OOparuTe BHUMaHWe Ha TO, UTO Ka)KeTCsl TPUBUA/IbHBIM.



daHaTHYHasi COCPeJOTOUYEeHHOCTh Ha YeM-TO
0/THOM

PaccripocuTte mnpofaBLa MOUMLUbI. YCIELIHbIM MapKeTUHI HauWHAaeTCs C
IPaBUJILHOIO NTO3ULMOHUPOBAHMS Ha PbIHKeE.

OTOT TMpPUHIMN SBASIETCS OCHOBHBIM B Kjlacchyeckod pabore 1o
MapkeTUHry — KHure OJna Paunca u [keka Tpayrta «Ilo3urroHupoBaHue»
(Positioning). Eciu kpaTtko copMynrpoBaTh caMOe OCHOBHOE B 3TOM KHUTe, TO
OKa)KeTCs, YTO OHA TOBOPUT O CJIe[YIOLeM:

1. Bbl JO/DKHBI TIPOYHO YKPEINUTHCA B CO3HAHMM CBOMX IMOTEHLMa/bHbIX
notrpebuTeneu.

2. Bama nmno3ulys Jo/DKHA OBbITh  OHO3HAYHOW: OJHO MPOCTOe
HEeNPOTUBOPEUNBOe COOOITeHNe.

3. CBoel Mo3uLven Bbl J0/DKHBI BbIJIeIATHCA CPeJy BallliX KOHKYPEHTOB.

4. BaMm mpuzieTcsi 4eM-TO TIO)KePTBOBATh: HeJib3si OBIThH Cpa3y BCeM U [ijIs
BCeX, BbI JO/DKHBI COCPeL0TOUNUTHLCS Ha YeM-TO OHOM.

Komrnianuss ~ Domino's  gBiasfeTrcss  ipKMM  T[IPUMEPOM  TOYHOI'O
NMo3uLMOHMpOBaHus B cdepe ycayr. TojamMmyu B ee pekjame HU pa3y He
YIIOMVHA/IOCh O KayecCTBe, 1jeHe WU BKyce. BmecTo 3TOro Kommanus Domino's
MOCTOSIHHO, B KaXJ0W peK/JIaMHOU KaMIlaHWH, [IOAUepKuBaga CKOPOCThb
[locTaBKU: «B TeueHue rmosyyaca — WIX 3a HALll CYeT».

B pe3ynbrare 5Ta KOMNaHUs CTajia CHHOHUMOM HCK/TFOUUTEIbHOW CKOPOCTH
JOCTAaBKU TUIILbI Ha oM. Kaxk/ibIi pa3, Koryia MoKyTaTe/id AyMaau o ObicTpol 1
Ha/|e)KHOM [0CTaBKe, OHM BCIOMUHaMU 0 Domino's.

Uto xe roBopur rpesuzeHT Domino's Tom MoHaraH, Korja pernoprepsbl
CTIpalliMBaloOT ero, B UeM cekpeT ycriexa? «B ¢daHaThuHON cOCpefoTOYeHHOCTH
Ha TOM, UTOObI IeCTBUTETBHO XOPOLIIO [[e/1aTh UTO-TO OJ[HO».

CocpezpoTroubTech Ha 4eM-TO OZHOM, Ha TOM OT/IMUMTE/JIbHOM KauecTBe
Balllel yC/IyTy, KOTOPOe JacT BaM pealbHOe KOHKYPeHTHOe MperuMylLLeCTBO.



CTpax mo3suLMOHUPOBaHUSA

Otragaiite 3arazky. Uto Oosbilie BCero myraer Jjrofed, 3aHUMAROIIUXCS
MapKeTUHIOM yCIyT?

A) TlpeanosoxxeHue, 4YTO UM MPUAETCS 3aHATHCA MO3WULIMOHMPOBAHUEM
cBoen yoiyru. b) Cuena B gymie u3 tpusiepa «IIcuxos».

[IpaBunbHBIM OTBeT — A.

Otkyna 6epetcs 3TOT cTpax? Ero npuuvHa B TOM, UTO COCPeIOTOUEHHOCTh
Ha OIHOW XapaKTepUCTUKe YC/IYTd IpeJrioyaraeT, UTO Bbl He CMOKeTe yessATh
CTOJIbKO >Xe BHMMaHWsSI [IPDyTUM XapaKTepUCTMKaM. Bam mnpuzercs 4eMm-To
’KepTBOBATh.

«Het! MbI He MoXeM 0TKa3aTbCsl OT 3TOro! Ml JO/IKHBI CKa3aTh, UTO MbI
JlelaeM 3TO, U BOT 3T0, U TO! Mbl ymyckaeM CTOIBKO BO3MOXKHOCTeH. Tak
HeJb3d!»

OpHako Jienio 06CTouT Kak pa3 HaobopoT. Cocpe/ioTOUMB CBOe BHUMaHUe Ha
KaKOM-TO Y3KOM I10Jie [IesiTeJIbHOCTH, Bbl 3a4acTyH0 He MPOCTO He yIyCKaeTe
BO3MOXXHOCTH, a CO03/jaeTe HOBble BO3MOXHOCTHU, KOTOPBIX [0 3TOr0 He
cyllecTtBoBasio. B KauecTBe  JoOKasaTesbCTBa  pacCMOTPUM  KOMIIAHUIO
Scandinavian Airlines. B 1980 ropy, cronkHyBlIMCh C moTepsmu B 20
MUJUIMOHOB [I0//IaDOB, PYKOBOAUTENU SAS pellniv TMO3ULMOHUPOBATh CBOHO
KOMITAaHWIO  KaK  «aBUHAJIMHUM  [JiIS  TIaCCaXXMPOB  OH3Hec-Kaccay.
[Ipucnymantech, ¥ MOTY IOPYYHUTHCS, UYTO BbI YCJIBIIIMTE OTTOJOCOK TexX
ropsuux 7ebaroB, KOTOpbIe MpeAIIeCTBOBA/IM TIPUHSATHIO 3TOrO peIleHus, U3
camoro Crokrosbma: «4rto?! WM mno)keprBoBaTb BCEMMU TYpUCTaMH, BCEMU
racca)kipamMu 3KOHOM-Kjacca? Ileuatate 0OBbsiBneHUs] ¢ Oe/OKYpbIMU STINA B
[leJIOBbIX KocTomMax? Typuctel oOTBepHyTCa OT Hac! A HaM J>KU3HEHHO
HeoOXoZIMa WX 3aMHTePeCOBAHHOCThY.

Kak Obl TO HU ObIIO, CTOPDOHHUKU >KEPTB MOOeJuWId B 3TOM CIIOpe, U
KOMIIaHUsI TIO3UI[MOHMPOBajia cebs Kak aBUa/lWHUM Ou3Hec-Kiacca. B wutore
TIOMHUMO pOCTa 3TOTO0 KOHTHWHIEHTA TacCaXUPOB OHU AOOWIHMCh U JIPYTOro
pe3y/ibTaTa: Ux pelicaMu CTasio JieTaTb 00Jbllie TYPUCTOB.

OTOo TIPOM30IIO  C/eAyromuM obpa3oM. SAS co3jgana  CaiOHBI
«eBpOKJIacca» [ijisl MyTelllecTBYIOIUX OW3HeCMeHOB. B «eBpoKiacce» TOAAlOT
MapTUHU C OJIMBKaMH, TaM Bac XAyT Oosiee yo00HBIe CHUJIeHBsS, Tee(dOHBI,
TeJIeKChl, OecrlaTHble HAINUTKH, Ta3eThl M JKypHasbl, [/l TIACCa>XUPOB 3TOTO
KJjlacca 00opy/IoBaHbl flayke CrieljaibHbIe MPOIMYCKHbIe MyHKThI, TT03BOJISIOIIIE
1M OBICTpee TIPOXOJUTh TTOrPaHUYHbIN KOHTPOJIb.



JTO pelleHre BO3poAua0 SAS: B TepBbIM Ke TOf, TOJBKO OT MacCa’KUpPOB
«eBpOKJIacCa» aBMAKOMIAHUA Tonyuyuna foxof B 80 MWIIMOHOB [0/1apOB.
[TocKo/bKy TMaccakupbl OU3HeC-Kaacca MyTeliecTBYIOT 3a TMOJIHYH0 CTOUMOCT,
aBUAKOMIIaHUM TIOYYaroT KyZia Oosbliive JOXO[bl OT UX TePeBO3KH. YBe/lTUuuB
YMCJ/I0 MEeCT, 3aHATHIX Iacca)kKvpaMy, JIeTarolUMHU 3a IMOJJHYI0 CTOUMOCTb, SAS
CMor/ia M03BOMUTEL cebe elrje GoJibIlle CHU3UTD 1LIeHbI Ha OCTaBIIIMeCs] MeCTa, TO
eCTh OHa CMOIYVIa MpeJIJIOKUTL Topa3zao bosiee HU3KKMeE 11eHbl TYPUCTaM.

Tak oHa u noctynuia. Bckope aBuakomnanusi SAS morsia moxBacTarbCs He
TOJIbKO CaMbIM BBICOKMM Cpe[ii BCeX eBPOIeWCKUX aBUAJIMHUU TIPOLIeHTOM
NacCa’KUPOB, JIETAOLIUX 3a MOJIHYI0 CTOMMOCTb, HO U CAMBbIMU HU3KHMMU LieHaMU
Ha OW/eThl 5KOHOM-KJIacca.

Kak Mbl BUAMM, TIO3ULIMOHHMPOBaHWe SAS Kak Haubosee TIpUB/IeKaTe/IbHOMN
KOMIIaHUM [I7Is1 TTacCaXUpOB OM3Hec-K/lacca cfienano 3Ty KOMIaHWIO Haubosee
TIpUBJIEKaTe/IbHOU [I/Isl TTacCaXkKUPOB U OM3HeC, M SKOHOM-K/IaCCOB.

Bot Bam U xepTBa.

YrobbI YBeJIUYUTh CBOIO TIPUBJ/IEKATeTbHOCTD, rocTapanTech
TIPU/IeP>KUBAThCS 00JTee y3KOi HarpaB/ieHHOCTH.



OT (J10)KHOr0 K IMPOCTOMY

[Tpubnv3uTensHO B TO XKe caMoe BpeMsl, Koryla KomraHusi SAS Bo3poauach
K HOBOM >KM3HH, OJjHa HbIO-MOPKCKasi opuudeckasi (vpmMa ToXXe rOTOBUIACh K
nofloOHOMYy TIpOphIBY. XOTS W B [JOCTaTOYHOW CTeleHH CJiydaliHoe, Kak
TIPU3HAIOT Terepb MapTHepbl, BXOASIIUEe B COBET AWPEKTOPOB, MOTpsicarolijee
BocxoxeHue (gupmbl Skadden, Arps, Slate, Meagher amp; Flom k BepiimHam
ycrexa SIB/SIETCS elje OJHUM [I0Ka3aTeJbCTBOM B T0/b3y (PaHAaTUUHOU
COCPeJOTOUEHHOCTH Ha IJIaBHOM.

[ns Hauana BCIIOMHUM CHTYalMIO, CyLeCTBOBaBLIyK B TOT rnepuoj. Ha
MPOTSDKEHUM MHOTHX JIeT Camble MPeCTWKHble HbIO-MOPKCKUE HpUudecKue
dbupmbl TipezcTaBisM coboii cobpaHue OenbIX MYXXUMH TIPOTECTAaHTCKOTO
BEePOMCIIOBEe/JaHMsl, BBITYCKHUKOB MPeCTIKHBIX ['apBapfcKoro u Iembckoro
YHUBEPCUTETOB U U/IeHOB TIPeCTUKHBIX Kay6oB. FOpUCT-KeHTIbMeH U Bes ce0st
KaK [KEeHT/IbMeH, a /DKeHT/IbMEeHbl He TPU3HAIOT HACWIWs, pa3Be UTO Jis
3alUThl CBOEM CTpaHbl OT OTKPHITOW arpeccuyd WU CBOel »KeHbl OT rpyboro
0CKOpOJIeHusI.

OTHKa TakKoro pofia 03Hauasa, YTO FOPUCThI-I)KEHT/IbMEHbI He y4aCTBOBa/IU
B CaMbIX KPOBaBbIX MOOOMUIIAX /IeJIOBOTO MHPa — B CJIMSHUAX. TakuM o0Opa3om,
korga B 1970-x rojax CausHWE W MOMVIOLIEHWe KOMIIaHWuM  CTajlo
pacrpoCcTpaHeHHOM MPaKTUKOM, apyUCTOKpaThl ropuauueckux gpupm Hero-Mopka
CMOTpeJIU Ha Jitofieli, KoTopble Gpanuch 3a 1oJo0Hoe fiesio, Tak, KaK CMOTPST Ha
«HeTpuKacaeMbIx» TIPe/ICTaBUTe/NN APYTrUX KacT MHAuU. JTO UX Tpe3peHue K
rpssHoli 6ophbe Co37ano Ha IOpUAUYecKoM phiHKe Hbo-Mopka o6IMpHYIO
HUIITY, KOTOPY!O, K CBOEMY Y/IOBOJIbCTBUIO, U MOCIena 3aHATh ko diom.

Ha camom pnene y [I>xo dioma, SIB/ISIBIIETOCS OCHOBHOM JBWXKYILIEN CHUION
W CTaBlllero T7IaBHbIM OarozieTesieM KOMIaHUM, ObUT He TakoW YK OOMbILOWM
BbIOOp. Kak u GO/bIIMHCTBO ero mapTHepoB, ®IOM OKOHUW/ «HE Ty» ILKOJY
(City College of New York) v He mpuHa/ijie>kal HU K OJJHOMY U3 «IIPaBUIbHBIX»
Ky6oB. Peiienue mo3uioHupoBaTh Skadden Arps Kak CrelMasucTOB I10
CJIMSIHUSIM He TpeOOoBasio OT Hero 0coboro My»<ecTBa, TOJBKO 3/J0POBBIN amlmeTUT
Y UMOTEUHbIN KpeJuT — JBe BellU, KOTOpbIMU pacrosiarand u dsom, 1 Bce ero
rapTHepHI.

Ho crnetmanuzauus ¢dupmbl Skadden, ux y3kasi coCpefOTOUEHHOCTh Ha
C/IUSIHUSIX, TIPOM3BeJia 3aMedaresbHbld 3 dekt. HauaB B 70-x — 80-x rogax c
JOMUHUPYIOIIEN TO3ULMU CIeLyaJucToB B cepe C/AUSHUNW U TMOIVIOLLEHHUH,
¢dbupMa CKOpO pacripocTpaHwW/ia CBOe BAMSIHME Ha BCe TpaJULIMOHHbIE 00s1acTu



topuanueckux ycnyr. K 1989 rogy BanoBbiii goxon ¢upmbl Skadden cocrtaBun
517,5 MuUIIMOHA [0/1IapOB — [JOCTAaTOYHO, UTOOBI (DUrypUpOBaTh B peNTHHTe
500 ycriemHbIX KOMMaHWW >KypHasa Fortune u crtatb camoii Goraroit
opuAndecKor (prupmMou Mupa.

OTa UCTOpUSI BeMYalliero ycrexa Hauajaach C mpejjioxeHHoW ®raomom
y3kou crietyanusauuu. CocpepotoueHHOCTh (pupMbl Skadden Ha mpotieccax o
C/IUSIHUM OKa3asiach Ype3BbIUaliHO TIPUB/IEKAaTe/bHOM /1Jis KIUeHTOB. U MpruunHbI
3TOT0 BechMa MpocThl. Kakoit Obl OTBpaTUTE/NLHOM HU Ka3ajach BaM caMa ujes
CJIMSIHUSL, CTIOCOOHOCTh FOPUCTA CTPAaBUTLCSA C TAKUM [leJioM siCHee $ICHOTO
JIEMOHCTPUPYET ero yMeHue 00pailaTbCsi CO CJIOKHBIMU JieJlaMy U HEPOCThIMU
JFOIbMU U COXPaHSATb KOPPEKTHOCThb MOZ, AaByieHreM. Kopode roBopsi, eC/iv Bbl B
COCTOSIHWY BeCTH Jiefia O CJIUSHUSIX, [Jis BaC HeT HUYero HeBO3MOXKHOTO.

Ycniex ¢upmbl Skadden siBasieTcst ipuMepoM 0C000M JIOTUKU JBUXKEHUST OT
CJIOKHOTO K TPOCTOMY, XapaKTepPHOW [Jii HEKOTOPbIX PBIHOYHBIX CHUTYaLUi.
[To3uimoHupoBaHre 3TOM (UPMBI KakK CrelyajucTa B y3KOW, HO C/IOXKHOMU
o0/lacTM TIpUB/IEKIO K Hel BHMMaHWe K/IWEHTOB C MeHee CJIOKHBIMU
nipobsiemMamu. «EC/TM OHU B COCTOSIHMM PEIIUTh TaKyH CIOKHYIO 3aflauy, TO YK
TeM Oosiee cripaBATCs ¢ 6oJiee TIPOCTOM».

Cripocute cebsi: CyIIeCTBYIOT Jid y Bailleli KOMIaHUM 0COOble HaBBIKH,
KOTOpble MOXXHO ObUIO ObI Pa3BUTh U TIOAUEPKHYTb, HABBIKU, KOTOpbie B
COOTBETCTBUU C ITOU JIOTUKOM MOMOIVIM Obl Ballleli KOMIaHUM 3aHSITh CUJIbHYHO
TO3UIIMI0 He TOJILKO B JlaHHOW 007acTv, HO W B Apyrux obnactax? Kakyro
crielMaan3alyio BaM Cjie/lyeT pa3BUBaTh U MIPOTAJKUBATh Ha PHIHOK TakK, UTOOBI
OHa SICHO yKa3blBajla Ha Ha/Muue y Ballleili KOMIaHWW W JPYTUX [0JIe3HbIX
HAaBbIKOB?

Uro sBrseTcs Haubonee TPyAHOM 3ajaueii B BaileM Ou3Hece?
[To3ulMoHupyiiTe cebst Kak CHeluaavuCTOB B pellleHWd 3TOM 3ajjaud, U JIOTUKA
JBIDKEHUS «OT CJIOKHOTO K TTPOCTOMY» ChITDaeT BaM Ha PYKY.



OpeoJ1 M0/I0XKUTE/TBbHOI0: aCCOIMaTUBHBIN

3 ekt

[Touemy pabOTHMKHU cdepbl yCayr Tak OOATCS UYeTKO TO3WI[MOHUPOBATh
cBoe mpenmnpusaThe? IloroMy uTo OHH 0OSITCSA, UTO COCPEIOTOYEHHOCTb Ha
KaKOM-TO OJTHOM XapaKTePUCTHKe WX OU3Heca YMEHBIIUT UX MPUB/IeKaTeTbHOCTD
J71s1 KMeHToB. Ho Takoro He MpPOMCXOAUT TI0 OJHOW HeMaJ0Ba)KHOM TTPUUHHE:
JTFO/TA CKJIOHHBI MBIC/IUTD T10 aCCOLUALIUU.

HampuMmep, HaM KaKeTCsl, UTO JTIFO[[Y TIPUSATHOW BHEIIHOCTU JJOJDKHBI OBITh
yMHee, Ipy>Kento0Hee U yecTHee U OOJbliie 3aC/Ty>KUBAIOT [IOBEpHsi, UeM Te, KTO
BBLITTISIAUT MeHee TpuB/eKaTenbHO. OJHa TI0/IOKUTeIbHAsi UepTa — TMpUsSTHas
BHEIITHOCTh — ACCOLMUPYEeTCA Y HaC CO MHOTMMH APYTUMH TOJI0KUTETbHBIMU
KaueCTBaMH.

Mpbl cudraeMm, uto y OeAHBIX JHO/eld OTCYTCTBYIOT WHMIJMAaTUBA U
VHTE/VIeKT, OHU MeHee JOCTOMHBI JIOBepHsI U UX MeHbIlle 3a00TUT UHCTOTa U
BHEIITHUN BUJ, XOTS1 KaXKIbli KOHKPETHBI Ma/IOUMYIIMI UelIOBeK, C KOTOPhIM
MBI MOKEM BCTPETHUTBCS B )KU3HH, 00/1a/]aeT MUIIIb HEMHOTUMU U3 3TUX KauecTs,
a MOXKeT ObITh, M He 00/siaZlaeT HU OAHUM M3 HUX. MBI OKa3bIBaeMCs B TIJIEHY Y
HalllMX AacCOoLMaliid, Mbl aBTOMAaTUUECKH CBS3bIBAEM OJHY HETaTHBHYIO
XapaKTepUCTHKY 3TOTO Ue/ioBeKa — 0eJHOCTb — CO MHOTMMHU JIPYTHMHU.

Tak yX ycTpoeHbI oAy, Y Balliy MoTeHI[Ma bHbIe TIOTPEOUTENN [IyMaroT
TakK xe.

WutepecHbiii ciiyyaii ¢ Long Island Bank and Trust, npuBefeHHbIN B KHUTE
«[To3uLMOHUPOBaHUE», IEMOHCTPUPYET JAENCTBHE «Opeosia MOI0KUTETbLHOT0» B
MapKeTHHTe yCIIYT.

PaboTHHKM OaHKa MPOBe/M OIPOC C 11e/IbI0 BbIICHUTh, KaK BOCIIPUHUMAIOT
ux 0OaHK pa3nuuHble JIOJH, 3aTeéM OHM TIOMeCTWIM B TIpecce HeCKOIbKO
o0bsiBNIeHUH, ToquepkuBaroiux rmo3unuio Long Island Bank kak 6aHka,
TIPOHUKHYTOTO UCTUHHBIM AyXoM JIoHT-AMieHa. B 3TuX 00bsAB/I€HUAX HUUEro
He ToBOpuU/IOCH HU 00 akTuBax OaHka, HM 00 o00beMe U KauecTBe
TpeloCTaB/sieMbIX UM yciayr. Ilocse pasmelrieHUs: 0ObsiB/ieHUM pPabOTHUKU
OaHKa TIOBTOPHO TIIpOBe/M  aHAJOTMYHBIA OMPOC — W BBIACHWIU
VHTEpPEeCHEUIITYIO Belllb.

Teriepb Bce acTeKThl [AesTe/IbHOCTA 0OaHKa — KOJUYeCTBO (hDH/IHMAJIOB,
o0beM M KauecTBO YCJIYT, KaluTal — OLIeHWBA/JIMCh OIpallliBaeMbiMU Ooree
TI0JIO’KUTEBHO.




Tak 4TO B CleAyrUyMKd pa3, KOrja BaMm 3axoueTcsi Bo3pasuTh: «HO MbI
JIOJDKHBI CKa3aTh U 00 3TOM, ¥ O TOM; 3TO BCe OUeHb Ba)KHO», — BCIIOMHUTE O
Long Island Bank and Trust 1 06 «opeoJsie TOI0KUTETLHOTOY.

Ha3oBuTe ofHy TONOXKUTENbHYH0 YepTy Bailled (UPMbI, U JIHOJU T10
accol[Mavyiy CaMu TIPUMUIITYT BaM MHOTUe JIpyTHe.



O/MHaKOBbIX NpeANPUATHI He ObIBaeT

B ympaxHeHMM Ha TO3ULMOHUPOBaHWE, KOIZla Bbl CIIpallvBaeTe
DPYKOBOAUTENS TIpeArnpusitusi cdepbl ycayr: «UTo JenaeT Ballly KOMITAHUIO
0COOeHHOI?», — BBI YaCTO To/iydaeTe 00eCKypaXKUBarOIIUiA OTBET.

«Ecnu yectHO, HUUero. MeI Bce Gosiee UM MeHee OJJUHAKOBBI».

OTOT pyKoBoAuWTeNb omubaeTcsi. Kakoe mpeanpusitue — ocobeHHOoe, a
BOMPOC O TOM, Kak CO3[aTb TaKuWe OTIUYMS U CJeaTb WX W3BeCTHbIMU
norpebuTesnto, 3aHUMaeT I[eHTpalbHOe MeCTO B 3(PQPeKTUBHOM MapKeTUHTe
YCJIyTH.

WcTopusi 0Ka3biBaeT, UTO OCOOEHHBIM MOYKHO CjieflaTh BCE UTO YTOMHO.
['omamu KeTuym, MyKa, caxap U MapMHOBaHHbIe Or'ypPL{bl IOCTABJISIMCH MeLIKaMy
1 OouKamMu UM TIPOZIaBa/IMCh B pa3BeCc B MarasuHe Ha yImiy. 3aTeM TIOSIBUTUCH
komnanu Heinz, Gold Medal u C amp;H v npeBpatwiu 3T, KaK CUHMTA/IOCh,
Ge3/iuKrie TOBaphl B 0COObIe TOPTOBbIe MapKU U CZieia/ii Ha 3TOM MUJUTAAP/IbI.

Eciv nokymnatend HaxofsAT OT/IMYMSI B pa3HbIX COpTax KeTuyrna, MYKH,
caxapa ¥ MapUHOBAHHBIX OrypLIOB, KOrja BCe S5TH COpTa MpPaKTUUeCKU
UIEHTUYHbI C OUO/IOTUYeCKOW U XMMHUYeCKOW TOUeK 3peHus, TO YK TeM Ooiiee
OHU CMOTYT YBUJETh 3HAUUTE/bHbIe OTVINUUSI B MPEAOCTaB/seMbIX yciyrax. B
KOHLIe KOHLIOB, YCJIYTU UMEIOT YHUKA/IbHOE MPeruMYyIleCTBO, OHU TPeCTaB/ISIOT
coboii He UTO MHOe, KaK JIH/iel, BBIMOMHSIIIMX Ofpe/ie/ieHHble 3a/laud, a BCe
JIFOIA Pa3/IUYHBI.

[IBa «O[TMHAKOBBLIX» MIPeANPUATHS C(hepbl YCIYT He MOTYT ObITh TTOTHOCTBIO
UIEHTUYHbI B TOM, KaKUX JIOflel OHU MPUBJIEKAIOT Jijisi paboThl, Kakyto paboTy
MM TOpyuaroT, Kakyt0 WH(OPMAalMi0 U HaBbIKA TepefjaloT OT TOKOJEeHUS] K
TOKOJIEHUIO, C KaKOW CKOPOCTBIO yUuaTCsi HOBOMY WU C KakOM 3()(eKTUBHOCTBIO
paboTarT. ITO He MPOCTO MajOBEPOSITHO, 3TO TIOJHOCTHI) BBIXOJUT 3a PAMKHU
BO3MOXKHOT0. Bce /ito[ju 3HauanbHO OueHb pas3Hble, a UX B3aUMOZEUCTBUE U Ta
cpefia, B KOTOPOU OHU B3aUMO/€HCTBYIOT, TOJIKO YBE/IMUMBAIOT 3TU pa3/iduusl.

Ckaxy BaM 0Oosbliie: TIOTeHIMa/IbHbIe TTIOTPEeOUTeN OUeHb UyBCTBUTEJIbHBI
K pa3uuusam Mexay npeanpustusamu. Kaxgomy u3 Hac, 3axofis B 0HC KaKou-
b0 KOMTIaHWM, CJ/Iyuyajoch Cpa3y e OIIYTUTh JeNCTBYIOIUe BHYTPU Hee
cunbl. CTPacTHOCTb, HEPTUsi, ONTUMU3M — B JAWHAMUUHOM, pa3BUBAIOLEMCS
TIpeANpUsATUN Cepbl yCIyT 3TU KaueCcTBa MOXKHO TOUyBCTBOBaTh B MepBble 15
CeKyH/| TI0CJ/ie TOrO, KaK Bbl BOIIUTM B BeCTUOIO/Ib KOMIAHUU. Y>Ke B CeKpeTape
Bbl pacrio3HaeTe xapaktepHyto [JHK, koTopas mMOTOM «MOBTOPUTCSI» B KaXK[OM
ripeficTaBUTe e 3TON (DHMPMBI.



Bce mnpeampustusi cdepbl ycayr ocobeHHble. OrmipeseneHue  3THX
0coOeHHOCTeN U [oBe/leHre WX 710 CBe/leHUusl TOTpeOuTesisi, a TakKe CO3ZlaHue
HOBBIX, JOTIOJIHUTETbHBIX OTJIMUMN 3aHUMaeT LIeHTPaJbHOe MEeCTO B YCITeIITHOM
MapKeTHHTe yC/TyTH.

Ecmv Bbl He BUAWTE, UeM Baille MPeATNPUSITHE OTIWYAeTCs OT ApPYIHX,
TIPUCMOTPHUTECH TIOJTyYIIIe.



Ilo3u1uss — 3TO MeCTo, a He JeMCTBHe

MbI XOTHUM MO3ULIMOHUPOBATh Cebsi B KaueCTBe JIUJePOB 3TOTO PhIHKa», —
Ka’K/IbIM TOZl TOBOPSAT HECKOJIbKO MUJUZTMOHOB PYKOBOAUTE e TIPeANPUSITHUIM.

Ho oHu He MOryT cjieniath 3Toro. OHU He MOTYT TO3ULIMOHUPOBaTh Cebsi B
KayeCTBe JIMIepOB MO OJHOM IMPOCTOU NPUUYMHE: HU OJlHA KOMITAHUSI He MOKeT
TO3UIIMOHUPOBaTh ce0st cama.

BBl MO)KeTe CKOHI[EHTPUPOBATh Ha UeM-TU00 CBOU YCUIUSI U PEK/IaMHYHO
KaMIIaHUI0, U 3TO MOXKET B OIpe/ie/IeHHOW CTereH! IMOBJIUATh Ha Ballly TTO3ULIUI0
Ha pbIHKe. Ho nmo3uiys — 3TO MeCTO, ¥ Ha 3TO MeCTO CTaBUT BaC KTO-TO APYTOH,
a UIMEeHHO — Balllu MIOTeHIUa/IbHbIe TOTpeOuTen.

Hake Te npeAnpusiTUs cepbl 00C/TyKUBaHUs1, KOTOPbIe He /1e/IaloT POBHBIM
CUeTOM HHUYero /sl TPOJABWKEHUSI CBOeU KOMIIaHMHM, 3aHMMarT Ha pbIHKe
oripesieieHHOe  TofokeHue.  [loTpebuTenn TMPOCTO  CYMMMDYHOT — BCHO
UMEIOIIYI0Cs Y HUX UH(OopMalyio 06 3TON KOMMaHUU M Ha OCHOBAHWUU 3TOTO
3HAHUS TIO3ULIMOHUPYIOT ee COOTBETCTBYIOIIUM 00pa3oMm.

Bo3bmeM /151 TIpuMepa T0J/IOKeHHWe, 3aHMMaeMOe MOUM DPOZHBIM ILITaTOM
OperoH, C MOel TOYKU 3peHHs COBEPIIeHHO palCKuM mecTtoMm. [ofamu 1urar
MBITAJICST TIpUB/ieUb K cebe BHUMaHuWe TypucToB. Cpeau TPensATCTBUM, C
KOTOPbIMU €My MPUXOUTCS CTA/IKUBAThCSl HA 3TOM IMyTH (BK/IHOYasi TOT (PaKT, UTO
MHOTHe TIPOCTO HUYero He 3HarOT 00 OperoHe), — TMOJOXKeHHEe, KOTOPOe 3TOT
IITAaT 3aHUMaeT B yMax OOJIBIIIMHCTBA U3 TeX, KTO BCe-TaKU 3HAeT O HEM: 3TO «TO
MeCTO, T/ie BCe BpeMs UAYT JOXKIN».

N ecmu Tonmbko OperoH He TMOTPATUT B TeueHue Ompkahmmx 15 jet
nopsifika 15 MWIIMOHOB [0//IapOB Ha TeJeBU3UOHHYH peK/lamy, OH TaK U
OCTaHeTCs B TMpeJACTaBJIeHUM [OTeHLWAa/JbHbIX TYPUCTOB KaK «CaMbId
JIOXKIJIUBBIN 1ITAT».

Wcxoas 13 3TOro, BO3MOXXHO, CaMbIM 3((eKTUBHBIM METO/IOM MpHBJIeUeHHUS
TypucToB B OperoH Obui0 ObI OTTO/IKHYTHCSI OT TOM IMO3UI[MH, KOTOPYIO OH yXKe
3aHUMaeT, U TpeBpaTUTh 3TOT HELOCTAaTOK B MperMyllecTBO. HaBCKHUIKY mory
TIpeVIOKUTEL  CJIefyrolee: peK/IaMHbIM pOJIMK HauWHaeTCsi C BHUJA TPO3bI,
Oyiyroiteit Haj ropoii MayHT- Xy, Ha hoHe KOTOPOM MpayHbIA T'O/I0C AUKTOpa
coobtaet 3purensaM: «Kakaeiii rog co [IHs 6iaromapenHus™ v o JHs mamsiTu**
[packat rpoma] >xutenssm OperoHa MPUXOAWUTCS TeprieTb TaKyk Moroay [irym
TIPOJIUBHOTO OX/S]. . .»

* Jlenb OnarofgapeHusi — oOGUIMA/IBHBINA Mpa3fHAK B IaMsTh I1€PBbIX



KOJIOHUCTOB MaccauyceTca, OTMeuaeTcsi B TOC/TeQHUN 4YeTBepr HosiOpsi. —
[Ipum.tiep.

** Jlenp mamMaTu naBlwMx B I'paxzgaHckor BoriHe B CIIIA 1861-65 rr., B
VICIIAHO-aMepPHKaHCKOU U IpYTUX BoMHax, otMeuaeTcs 30 mast. — [Ipum.miep.

3areM ClLieHa MeHSIeTCs, U 3pUTe/NM BUJAAT >XKUBOIMCHbIE 3ejieHble Jieca,
BOCXUTHTE/IbHbIe  PO30Bble cagbpl [lopieHza u  spKue, TMPSIMO-TaKu
HEeCTeCTBEHHO 3eJleHble TIpeKpacHble IUIONIAJKU [J/isl roiabda — BCe
Y3yMpyZAHoOe Beyvkosenve OperoHa. A B 3TO BpeMsl JUKTODP, HECKOJIbKO HWHbBIM
TOHOM, COOOIllaeT: «...4ToObl Ha TPOTSHKEHUM BCETO JieTa W OCEeHU
rpyesKarlue Crofa TYPUCTbl MOIVIA HaC/Aa[UTbCS BCEM, 4YTO Bbl Cehyac
BU/IUTeE [eHUe MTULl ¥ CMeX OT/bIXaoLINUX Ha MJIsKe |».

[To3uimst — 5TO MeCTO, Ha KOTOpOe Bac IOMelaeT PbIHOK. Bbl MoxkeTe
TIOTBITAaThCSl KAaK-TO TOBJMATH Ha 3aHMMaemoe Ballleld KomrnaHuen mecrto. Wiy,
KaK MOW popHou mrar OperoH B IPUBELEHHOM BbILIE MPUMEpPE, Bbl MOXKETe
MCTI0/Ib30BaTh yyKe 3aHMMaeMyt0 BaMU MO3ULIMIO C T10/1b30# 715t cebsl.

Hy opHa w3 KOMIaHUM HUKOrZA He UCI0/b30Baja STOT MPUHLMUI
«obpaiieHusi cebe Ha TMOMb3y y)XKe 3aHMMaeMoW MO3uLMKW»  Oonee
n3obpeTarenbHO, UueM MpoKaTHasi ciy>kba aBTomoOueir Avis Rent A Car. Dta
KOoMI1aHus, KoTopasd B 1960-x — Hauasie 1970-x rogos ruienack B xBocte y Hertz,
OCO3Hasla, YTO OHA y)Ke NPOYHO IO3MLIMOHMPOBaHA Ha PbIHKe KaK 3aHMMarolas
BTOpPOEe MeCTO, W pelllia cjenaTb 3TO BTOpOe MecTo 0osiee >KelaHHbIM, YeM
nepBoe.

«Mbl — BTOpOIi HOMep, — TroflaMi TIOBTODPSIM peK/laMHble OObsIB/IeHHs
KOMIaHUU AViS, — M03TOMY [I/I HaC BaKHee YrOAUTh CBOUM KJIMeHTaM».

[ToTeHIManbHbIe TOTPeOUTE/NNM TIOBEPUIM B 3TO, U KOJIMYECTBO MPOJAXK
B3JIeTes10 10 Hebec.

PykoBoguTenu KOMIIaHMM AviS He CTapajaucCb MO3ULMOHMPOBATh CBOMO
KoMmnaHu. OHU 3Ha/M, UYTO PBIHOK Yy)Ke OTBe/l UM OIpeZie/IeHHYH0 TO3ULUIO.
[To3TOMYy OHM TIPOCTO M3BJIEK/JIM MAaKCMMyM IPEeMMYLIeCTB U3 TOM ITO3ULIUH,
KOTOPYIO y>Ke 3aHUMaJIH.

He HauuHaliTe C TOro, Kak MO3MLMOHMPOBATh Ballly KOMIlaHWIO. BmecTto
5TOrO MOCTapalTeCh ypaBHOBECUTH TY MO3ULIUIO, KOTOPYIO BhI YK€ 3aHMMaeTe.



Co3aHMe Mo3UIMOHHUPYIOIIEro omnpe/eeHus
KOMIIQHUH

[Ipexxpe uyeM Bbl TIPUCTYyNMTe K CO3/[aHUI0 TMO3ULMOHUPYIOIETO
oripe/ile/ieHVsT KOMIIAaHWM, OJHO TIpeAyrpek/eHue: He TMyTauTe TO3ULIUI0
KOMIIaHUH C ee TI03ULIMOHUPYIOILIUM OIlpe/ie/leHHueM.

[Tosuimsi (Wau orpefeneHUe TO3WIMA KOMIAHWKM) — 3TO XOJOJHOe
JleJIoBoe yTBepXKAeHHe O TOM, KaK BOCIIPMHMMAeTCsl Ballla KOMIaHUsl CO3HaHHUEM
TOTEHIIMA/ILHOTO TIOTpebuTe Is. ITO U eCTh Ballla TTO3UILMs Ha PhIHKE.

[TosuiMoHUpytolllee  oOrpejie/ieHde KOMIIAHWM, HAlpOTUB, SIB/SIETCS
BbIDA)KEHHEM TOro, Kakoh Obl OHa XOTesa MpeiCcTaTh B IJla3axX IOTpeOuTesei.
ITO 1]eHTpa/ibHast MbIC/Ib, KOTOPYIO BbI XOTe/ Obl BHIPA3UTh BO BCEX CPeJCTBaxX
peKJiaMbl, BK/ItOUasi pekjiaMy B MeTpO U 3ajlax OKUAAHUSI a3POIOPTOB, MbIC/Ib,
HarpaB/ieHHass Ha TO, uTOOBLI TOB/IWSTL Ha BOCIPHUATHE Ballle KOMIIAHUH
rotpeburesnem.

Bbl MoxeTe chopMy/IMpoBaTh MO3ULMOHUPYHOILlEe Orpe/esieHre CBOeu
KOMIaHWHW, OTBETHB Ha CJie[lytoli1e BOIIPOCHI:

Kro: KTo BbI Takue?

Kakoii: Kakum 613HeCcoM Bbl 3aHUMAaeTeCh?

[ns koro: Ha kakux irofield OpveHTHpPOBaHa Ballia yciyra?

Kakasi morpebHoCTh: KakoBbl 0coOble TmOTpeOHOCTM Tex Jfrofel, Ha
KOTOPBIX pacCUMTaHa Ballla yciyra?

[TpotuB koro: C KeM Bbl KOHKypHpyeTe?

B ueMm ot/inuue: UTo OT/iMUaeT BaC OT 3TUX KOHKYPEHTOB?

Nrtak: B uem Balle npeumyinectBo? Kakoe yHHKa/ibHOE TIPEUMYILECTBO
ro/iy4yaeT K/IMeHT OT UCI0/Ib30BaHusI Balllell yCIyTu?

[ns unnoctpauu Bo3bMeM ceTb MarasvHoB Bloomingdale's:

(Kto) «Bloomingdale's

(Kakoit) mpefcraBsieT coO0M ceTh YHUBEPMAaroB

(st koro) AJisi TOKymaTesield C BBICOKMM U CPEIHUM [I0XO/I0M, KOTOphIe
ClefiIT 3a BesTHUSIMA MO/,

(Kakast moTpe6HOCTB) >KearoIuX MprUoOpecTH BEICOKOK/IaCCHbIE TOBAPHI.

(ITpotuB Koro) B oT/ivuue OT Ipyrux yHUBEpMaros,

(B uem otivuune) Bloomingdale's gaeT BaM BO3MOXXHOCTh CjiejlaTh CBOU
TIOKYTIKM B TeaTpa/M30BaHHOM (hopme,

(WTak) uTo JjenaeT XOXK/eHue 10 Mara3uHy yBJieKaTe/TbHbIM».



TakoBa T03ULIMsI, KOTOPYIO YK€ ToJaMU 3aHHUMAlOT  MarasuHbI
Bloomingdale's. BmecTto Toro urobbl cjenatb OTBETOM Ha Bompoc «B uem
OT/IMUKEe?» BBICOKYIO MOy U TOBaphl OT KyTIOp (3Ty HMIIY 3aHHUMAIOT Ca/IOHbI
Bergdorf Goodman) unu gaxe nipocto mojy, Bloomingdale's BbicTpouia cBoro
TIO3UI[MI0 Ha OCHOBAaHWH BIT€UAT/IEHUM OT MOCEI[eHHs ee Mara3yuHOB.

Bbl MoO)keTe HaWTH U JIpyrue CXeMbl Jig (OPMYITHUPOBKH OIpeze/eHuUs
MO3UIL[MY CBOel KoMrianuy. Hu ofjHa 13 HUX He paboTaeT /yullle, YeM 3Ta.

3ajaiiTe cebe 3TH ceMb BOTIPOCOB U JlakiTe Ha HUX SICHBbIE U UETKHE OTBETHI.



Co3paHue onpe/ie/ieHUs MO3UIMY KOMIIAHUM

[To3uiMoHUpYIOIIlee Orpe/iesieHre OMUChIBaeT TO, KaK KOMIIaHUs XoTesa Obl
BBLIIVISIIETh B I71a3axX OKpy»Karwollero mupa. OrpezesieHue TMO3WLMH, HAlpOTUB,
TIpU3HAaeT TOPbKYIO MpaB.y.

[7ist 6ONBIIIMHCTBA TPeATIPUSTUN Cepbl YCIYT 3TO onpefie/ieHue BhIMISAUT
TIpUOIU3UTENTBHO CIeyHIIM 00pa3oM:

(Kro) «John Doe Inc.

(Kakoit) mpezcraBasieT coboii HeOOMbIIYyI0 KOMITAHHIO, OTHOCSIIYIOCS K
cthepe ycnyr,

([nst koro) oOCTy>KUBAOILIYHO ellle Oosiee MeIKUX K/IMeHTOB, KOTOPbIe XOTAT
TMOJIyUUTh OTHOCUTEJILHO XOpOIllee KauyeCTBO, HO He MOTYT W/IK He XOTSAT I/JIaTUTh
3a yctyrH 6osibliieli KOMITaHUU.

(TTpotuB koro) B omiMume OT cBoux Oosnee KDPYMHBIX W W3BECTHBIX
KOHKYDEHTOB,

(B uem orimuuve) kommanusi John Doe meHblle, MeHee OMbITHA U He
JOCTUI/IA BbIJAOLUXCAd ycrexoB [[loMHUTe, 3TO BOCHpUATHE TUITUUHOTO
notpebuTessi ¥ He 00si3aTe/TbHO COOTBETCTBYET /1eHCTBUTE/IbHOCTH. ],

(Vtak) HO U3-3a TOTO, UTO OHU TaK MaJjibl U HEOMbITHbI, OHW 3arpalivuBarOT
MEHBIIYI0 11eHY, ¥ Bbl MOXKeTe CIKOHOMUTb HEMHOTO JIeHer».

OTy mno3vuyi0 3aHuMaroT 90 MpPOLEeHTOB MpeAnpUsTUid Ccdepbl YCIyT,
MOCKOJIbKY KWMEHHO B TakKOM CBeTe UX BOCIPHUHUMAIOT TMOTeHLUAa/bHbIe
rorpebuTeu.

Ckopee Bcero, 3TO oOrpefie/ieHWe TMO3ULUM TOAXOAUT W /i1 Balleu
KOMITaHUM, BO3MOXKHO, Bbl TPEJIIOUTETE HECKOJBbKO Y/AYUIIUTh 3Ty BEpCHIO.
VIMeHHO C 3TOro Bbl U JO/DKHBI HauaTh.

[ToaToMy psi Hauana cripocute cebsi, CBOMX K/IMEHTOB U CBOUX
TIOTeHI[MabHbIX TToTpebuTeneil: «KakoBa Hallla Mo3uLusi?»

Bailia nmo3uiiys 3ak/iroueHa B CO3HaHUU JIIO[iel. Y3HalTe TOYHO, KaKOBa 3Ta
ro3uLusa™.

* 3a 9Ty cxeMmy U 6ofblioe BUsHMe, KOTOpDOe OH OKa3aJl Ha MOM MBIC/IU O
MO3ULIMOHMPOBaHUM, s CHOBA JO/DKeH Mo6sarofapuTh CTaporo JApyra Moei

cembu [Ixepdbpu Mypa. [DIxkedpdpu — omauH u3 uyeTbipex Haubosee
3aC/y’KeHHbIX (PUI0CO(POB MapKeTHMHIa B COBPEMEHHOM BbICOKOTEXHOJIOTUYHOM
obmectBe. Tpu gpyrux — Ywnbsam /[laBuzpoy, [aii KaBacaku u Pumkuc

MakkenHa. Kuuru Dxepdpu Mypa cofep)kaT MHOTO MpeKpacCHbIX YPOKOB,



I1OJIe3HBIX ]II-O6OMy, KTO 3dHMMdETCA MdPDKETHHI'OM. — HpI/IM.aBT.



Kak yMeHbIIUTH Pa3pbIiB MeX/y Mo3HI{ueH U
MMO3UIMOHUPYIOIIUM OMNpeAe/IeHueM

s Toro uroObl MHEHUE MOTeHIMATbHBIX MOTpeOuTe/nell U3MeHU/I0Ch OT
TOTO, KaK OHU y’>Ke BaC BOCTIPUHMMAIOT (Balllel MO3UI[UHN), K TOMY, KaKUMHU Obl
BaM XOTeJIOCh MpeACTaTh B UX I7a3ax (MpefcTaB/ieHnto, c(hopMy/IMpOBaHHOMY B
BallleM  TO3UI[MOHHUPYIOI[EM  ONpeJe/ieHnu),  MOXXeT  TOTpeboBaThCs
orpeZie/ieHHbI TOMUOK. M ueM 1mMpe paspblB  Mex[y TMO3ULIMed U
MO3ULIMOHUPYIOLUM OTpe/ieieHreM, TeM CUIbHee BaM MPUJIeTCS TOJIKATh.

Cripocute cebsi: yudThbIBasi Ballly TO3WI[MIO, TIOBEPSIT JIM JIFO[U BallleMy
MO3ULIMOHUPYIOLLEMY OTpe/ie/IeHUI0?

Ota mipobsieMa HepeJKO BCTaeT B TeX C/ydyasiX, KOT/Jla MaJieHbKOe WU
cpefiHee TIO pa3Mepy TMpeArnpusTve cdepbl yCIyr MbITaeTcs TofAath cebsi Kak
«HaWIyylllero TOCTaBIlMKa» JAAHHOTO poja yciyr. Maso KTo u3 motpebuTeneit
CMOXKeT COBMECTUTh B CO3HAHUU TIOHSTUE «MajieHbKasi WK cpefHsisi hupMa» C
TIOHSATUEM «HAWIYUIIIMM TMOCTaBIIUK» — TaKoe YTBEP)KJeHHe BBIIVIALeN0 Obl
CMEXOTBOPHO.

Takasi >xe pobsiemMa BO3HUKaeT, KOT/ia TIPeANpUsTHe, Ubsl TIO3ULUS TTyOOKO
YKOpeHWIach B CO3HAHUM  MOTpeOuTeNs,  BBICTyaeT C  HOBBIM
MO3WLIMOHUPYIOLUM OIfpeZie/ieHheM, KOTOpOe He COOTBETCTBYET MPHBBIYHOU
MO3ULMH, 3aHUMaeMOM 3TUM NpPeANpUITUEM Ha PhIHKeE.

Munit ®paHK/IMH HauMHaeT TOProB/it0 obopyaoBaHueM st 6oymunra. OH
HasbIBaeT CBOIK KommaHuio «Bce pans 6GoymuHra», u mnorpebuTeny OTBOJST
MuiTy MO3UIMIO TIOCTABIIMKA 060pyaoBanus st 6oyaunra. [TocternieHHo Munt
y3HaeT, YTo TipojilaXka 3Toro 000pyZioBaHHsI e/iBa TIOKPbIBAeT ero HakK/aJHble
pacxonbl. OH pelllaeT A00aBUTh B CBOW aCCOPTUMEHT CHapsbKeHue /st Tonboa,
HECMOTpSI Ha TO UTO, C AeMorpadruyeckodl TOUKU 3peHUsi, UTPOKU B OOY/IMHT U
rosib) He WMeIOT HU4ero oOIIero, a TakKe UYTO HUKTO W3 UTPOKOB B TOJb(
HUKOTJla He TIOBEPUT, YTO MpojaBel] obopyaoBaHUs /s OOyJMHTa CMOXKET
OT/IMUUTD OJJHY K/IOIIKY OT /IPYTOM.

Pa3HoOOpa3uB CBOM acCOPTUMEHT, MUIT COOTBETCTBEHHO MeEHsIeT CBOe
Ha3BaHue — «Bce st 6oy/iMHra U MHOTOE [Ipyroe». (3TO «d MHOTOe /Ipyroe»,
KOTOpOe TaK pacrpoCTpaHeHO B AMeprKe, — BepHbIM NpH3HAK TOr0, YTO XO3UH
COBepIIWJI OIIMOKY TpY TTO3ULIMOHUPOBAaHUY CBOel (hPMBI).

Mou KnueHThl 4acTo, 1ofobHO MunTty, BbIOMparOT Ha3BaHUe, KOTOpOe
TIOKEe BBI3bIBAET Yy HUX TMPOO/IeMbI, a TIOTOM TTbITAlOTCS U3MEHUTh ero. MHOrum



CTOMJIO OBI TTOyMaTh O BO3MOXKHOCTH BO3HUKHOBEHMSI TAKOW CUTYaIMM 3apaHee,
TIPeXKJie UeM Ha3biBaThb CBOM pecTopaH — Harpumep, «bauHuMky Busimm».
«[TpyHIUTT  TPeAB3SITOCTH» TIPEAYNPEXJaeT Bac: OOBIIMHCTBO JIFOfeH
CBBIKAIOTCS C Balllell Mpe)XHed TO3WIMed W He BOCIPUMYT HOBYIO TTO3UIIUIO
BaIlel (GUPMBI, eC/Ii Pa3pbIB MEXK/Y CTApPbIM U HOBBIM Oy/IeT C/IUIIIKOM BeJIUK.

[Tpy MO3ULIMOHUPOBAHUM BaM HY)KHO JIBUraThbCs MeJJIEHHO, ITepenphIruBast
C OJIHOTO JIMCTHMKA KYBIIIMHKH Ha ZIPyrOM, a He IbITaThCsl CUTAaHYTh Yepe3 03epo
Ha ipyroiu 6eper.

Ecimi  paspelB  MeXAy Ballled TOo3WIWed W MO3ULMOHUPYHOIIUM
orpe/ieJIeHMeM C/IMIITKOM BEJIMK, Ballli KJIHEHThbl HE CMOTYT COBEPIIUTb TaKOU
TIPBDKOK. JIBUraiiTeCh MaJIeHbKUMU ITa’KKAMHU.



E.C/14 3TO He MO3ULMOHUPYIoILee
ornpeje/ieHHe Halller ()UPMBbI, TO UTO >Ke 3T0?

C/MIIKOM camMOyBepeHHOe U CMeJsioe TMO3ULMOHUpYHoLee OIlpefesieHue,
KOTOpDOe TIbITAeTCs TepernphirHyTh Yepe3 C/MIIKOM Oo/bilioe KOIAYeCTBO
KYBIIIMHOK Pa30M, TO)Ke MOXKET ObITh Tosie3HbIM. OHO MOXeT TMpe/iCTaB/suTh U,
CKopee BCero, npe/icTaB/sieT co60ii Balll yCTpeM/IeHUs..

Coxpanute ero. OHO TMOCIY)XUT XOpOLUEeW MOTHUBHMPOBKOM [/I1 BallUX
pabOTHUKOB, OTpe/le/IUT Ballli AOATOCPOYHbIe Lieu U TuiaHbl. OHO JacT Bam
CO3HaHMe KOHEeUHOM ey, Kak Ha3biBaeT 3T0 CtvBeH KoyBU, — Ba)KHBIM LIar Ha
nyTy K 6onbiiieli 3G heKTUBHOCTH Ballieit paboThl.

To, uTo 3TO Ompee/neHUe CAUILIKOM TI'paH/AHWO3HO, YTOOBI MOXKHO OBLIO
VICTIO/Ib30BaTb €ro CerofjHsi, He 3HauWT, YTO Bbl [JOJDKHBI OCTaBUThb ITOMBITKH
n00uThCcst 3agyMmaHHoro. Ho MapkeTHHT [JO/DKeH pearCTUYHO pacCMaTpUBaTh
yejioBeUyeCKre Mpe/CcTaBAeHus U TOT (haKT, UTO JIFOJW He MOTYT Pa30M U3MEHUThb
cBoe BocrpusaTe. OHM He MOTYT CUraHyTb yepe3 03ep0, OHU MOTYT JABUTraThbCS
JUIIb MaJleHbKUMU TIPbDKKaMHU.

CoxpaHuTe CBOM BeJIMKHe 1ie/ld U yCTpeMyeHusi — «0orbliie, BomocaThle,
Harjiple Lie/in», KaK HasBaJl MX OAWH Tuvcarenb. Ho OHM [O/DKHBI OCTaBaThbCs
VIMEHHO LIeJIIMU U YCTPeMJ/IeHUsIMH, a He TO3ULMOHUPYIOLIUMU OIlpe/iesIeHUsIMA
KOMIIaHUHU.

MeuTbl MOTYT ObITH CMEJILIMM, HO TIO3UI[MOHHUDYIOIIME Orpe/ie/ieHUs
JIO/DKHBI OBITh peaMCTUYHBIMU.



Kak oTOpoCcuTh KOHKYPEHTOB Ha Xy/IIIHe
[O3UI[UU

Jlyuiliie apXUTEKTOPbl MHUpa 3HalOT, KaK C(OPMUPOBaTh CBOIO MO3ULMIO.
Onu BIpabaThiBalOT CBOM CTU/Ib U TIOTOM CTPOTO ero npujepkuBatoTcsi. OHU He
3aHMMAIOTC «HEMHOXXKO 3TUM U HEMHOXKO TeM».

Ecmu BaMm Hy)KeH aBaHTrapjl, Bbl oOpaiijaeTech K ®@p3uky ['epu. Eciu Bam
HY)KeH MOCTMOJIepH, Bbl 3BOHUTe B apxXuTeKTypHoe Oropo Maiikna I'peiiBsa.
Ecu Bbl Hy)X/JlaeTeChb B I103HEM KOPIIOPAaTUBHOM MOJepHe, Bbl 3BoOHUTe 1. M.
Ilero. YrIoMsiHyTBIE apXUTEKTOPHI «BIAZEI0T» STUMU MO3ULIUAMU. B pesynbrare
OHM [10/Iy4ar0T U MHOTOe Jpyroe.

[Toutu NsITHALATh JIeT TOMY Hasaj s BUjien, Kak Matikn ['peiiB3 Onectsiie
npesicTaBasil ropogckoMy cosety Ilopmienga, mrar OperoH, CBOW IPOEKT
HOBOTO 3/laHWs1 M3puM. Ero mpoekT M MaHepa mojauu cpasy >ke oTOpocuiu
KOHKYDEeHTOB Jasnieko Ha3azd. (Ero opurvHasbHBIM MakeT 3[aHus BKJIFOUas
burypku Jrofieid, 3aroparolidx Ha COJIHLIE W TepexofsiiiuxX yauly B
HeroJIO)KeHHOM MecTe, W Jpyrvde 3a0aBHble [eTand, KOTOpble 3acTaBU/IU
nyO/IMKy BHHUMAaTe/lbHO pacCcMOTpeTh ero Maket.) [Tosurus I'peliB3a ocraBusia
BCeX KOHKYDEHTOB HACTOJIbKO [ajleKO0 I103a[y, 4YTO OHU BBIVISAEIN I10YTU
HEeOT/IMYUMBIMU PYT OT [Ipyra, U KOHKYpPeHLYs Cpa3y >Ke COKpaTu/ach C ISITU
dupm g0 paAByx: Orwpo Maiikna I'peiiB3a TpOTUB Jyullleid U3 4YeTbIpex
OCTaBLIMXCS (HUPM.

['peiiB3 He TO/BKO OsecTsie MO3ULMOHUPOBAA CBOIO (GHPMYy, HO U
OoTOpOCU CBOMX KOHKYDeHTOB. HeoXuZIJaHHO BCe OHU CTajld BBIVISZETh
KOMITeTeHTHBIMU, HO JIMIIIeHHBIMU BOOOpaXkeHusl.

[TonaB, TakuM obOpa3oM, cpa3y B (uHa/n TeHZepa, OH MepeMeCcTU/ICS Ha
Oosiee yMepeHHYIO MO3ULUIO (Kak MOCTYMAlOT TIOUTHYECKUe flesTe/ld, KOTOphle
CJleTKa YTPUDPYIOT CBOIO TIO3UIIMIO BO BpeMsi TIpeJBapyTe/bHbIX BBIOOPOB, a
3aTeM, TIiepeJ, OKOHYaTe/bHbIM T[0JI0OCOBaHWEM, HAaYMHAKOT I[IPOIIOBe0BaTh
30/I0TYI0 CepefilUHY M yMepeHHOCTb). I'peliB3 pa3Besii CTpaxu, BO3HUKILINE Y
HEKOTOPBIX UJIeHOB COBeTa, TPOAEeMOHCTPUPOBaB, UTO He Oy/eT 3ax0uTh
C/IMIIKOM Jla/ieKo. DTOT PO30BbIi L[BeT, 0OBSICHUI OH, He OyZieT Ha caMoM Jiesie
TaKUM PO30BbIM. JTO M3001/1ie BUHBETOK U JIeHT Ha O0KoBOM (acazie 31aHUs. ..
HY, BO3MOXXHO, X COBCEM He OyZieT B OKOHUATe/IbHOM ITPOEKTe.

['peiiB3 mobenun B KOHKypCe M TIOCTPOWJ 3/laHUe, CTaBlllee OJHUM U3
JIy4ULIUX apXWUTeKTYypPHbIX NMamMATHUKOB [loptienza. Ho [0 3TOro OH BBICTPOWUII



OueHb pa3yMHbIN 0Opa3el] O3UIIMOHUPOBAHUS.

Bribepute 1o3uiyio, KoTopasi OTOPOCUT Ha3a/| BallluX KOHKYDPEHTOB, 3aTeM,
yToObl /10OUTHCSA 3aK/IFOUEHUs] CJe/IKM, HEeMHOro OTCTYIUTe B CTOPOHY
YMepeHHOCTH.



ITo3unuoHNMpOBaHNe He0O0/ILIIION CePBHUCHOU
KOMIIaHUH

Bbl Te, KTO Bbl eCTb. Bbl He MoOkeTe MNbITaTbCAd CTaTb 4YeM-TO, YTO He
COOTBETCTBYeT TOM TMO3ULMK, KOTOPYK) Bbl 3aHWMaeTe B CO3HaHUU
TIOTeHI[Ma/IbHbIX TIOTpebuTeei.

OT0 yacTo ObIBaeT CTpaBeJ/IMBO B OTHOIIIEHUU CAMOM PaClpOCTpaHeHHOU
pasHOBUAHOCTU mnpeanpustusi chepel ycayr B CoenvHeHHbIX IllTatax —
HeOOo/IbIIIOW CepBUCHON KOMITaHUM.

[ToTrpebuTenu ycayr, mpeAoCTaB/sieMbIX TaKUMUA KOMIIAHUSIMU — C YHCJIOM
pabOTHUKOB, Kak MpaBW/IO, OT OJHOTO [0 JBafillaTH uesioBeK, — oOpaijatoT
BHMMaHHe Ha UYTO-TO OJHO, XOpOILO WM Uu3BecTHOe 00 3TOM KOMITaHWH, Ha
KaKylo-TO He3HauuTelbHYI0 ee OCOOEeHHOCTh, W [le/lal0T Ha ee OCHOBaHUU
COOTBETCTBYHOLL[1Ee BbIBO/BL.

K coxaneHuto, OO/IBIIMHCTBO 3TUX BLIBOJIOB HOCST HETaTHUBHBIM XapakTep.
[Touemy 5Ta kommnaHusg Tak Maja? [loueMy g HUKOrZa O Hel He CJibIIAN?
[Touemy BbI He paboTaeTe B KOMIIaHUU, O KOTOPOM §1 CJTbIIIIATY.

HexkoTopbie mipefnpusitvisi cepbl YCIYT He OCO3HAKOT 3TOW TpobsieMbl U
CpakaroTcs ¢ MejbHULIAMU. OHM CTaparoTCsl 3aMaCKUPOBaTh CBOM pa3Mephl Wiv
WUTHOPUPOBATH BbI3bIBaeMble UMU y TIOTpeOuTenell COMHeHUsl. DTU MPeATNPUSTUS
OMMCHIBAIOT CBOKD KOMIIAHUIO KaK He yCTYIMAaroL[yr0 HUKAaKOU JAPYrou, B TO BpeMsi
KakK BOCIIpUSITHE TIOTpPeOuTesisi TOBOPUT €My, UTO OHU KakK pa3 yCTYMalT OuYeHb
MHOI'MM, TIPUYeM 3HaYUTEbHO.

MaJieHbKOM KOMIIaHUM C/ie[lyeT HauaTb CO CBOero HeOO/bIIIOro pa3mepa —
TaK ke, Kak OperoH Hayan C JOXJeH, a KoMNaHus Avis — CO CBOeW MO3ULUU
BTOPOT'O HOMepa, — U 00paTUThb ero BO UTO-TO MOJIOKUTETbHOE.

Hebosbliiasi KoMIMaHUs [10/DKHA HadyaTh CO CBoero pasmepa. OHa J0/mKHA
paboTark C TeM, UTO y Hee y>Ke eCTb.

[Tpy TO3UIIMOHKMPOBAHUY He CTapalTeCch yTauTh CBOM HeOOJIbIIINE pa3Mephl.
3acTaBbTe 3TO Ballle KaueCcTBO paboTaTh Ha Bac, TOAUepPKUBasi €ero
TIperMYyIIleCTBa, HarpuMep OO/bIIYH0 OT3LIBUMBOCTD K HY>K/]aM TOTpebuTesneit u
VMHAWBU/Iya/IbHOE 00C/Ty>KBaHue.



Crnenuanu3anys: Kakou yPOoK, BO3MOXKHO,
YCBOW/IM B Sears

Ecmu Bbl ellle TIOMHWTe TO BpeMsi, Korjja OaHKUDbI SIBJISTUCh CaMbIMU
yBa)kaeMbIMU JTIFOIbMUA B KaXKZOM ropojie, a KoMnboTepbl Univac — HOBeULLNUM
MUDOBBIM MU300peTeHreM, Bbl JO/DKHBI TIOMHUTh U TO, UTO YHHMBepMaru Sears
ObUIM TOTJ]a CAMOM 3HAMEHUTOM CeTbI0 YHUBEPMAaroB B AMepUKe.

[Mpomiu roabl, OaHKUPLI Taau KepTBamMu COOCTBEHHOW WHepIUH,
KomribtoTepbl Univac ctanu uctopuel, a Kopriopaiysi Sears efia He norubsia B
pe3y/bTare pa3ropeBILeNcs MexX/ly YHHBepMaramMy BOWHBI Crieljuaan3aljiil.

3abaBHO, UTO Jia)ke B TOT TepUOJ, KOTJa aMepHKaHI[bl, Ka3aocCh,
CTPEMWINCh K acCKeTM3My U TIPOCTOTe BKYCOB, MarasuHbl W TOPIOBJS TIO
katasioram Neiman Marcus npoiBetanu Osarofapst CBoel TO3UILMU, KOTOPYHO
MHOTHe TIOKYTaTe/Jid 3TOM TOProBOW CeTW MOIIM Obl Jiyullle Bcero 0603HauMTh
TaK: MOCTaBILMK TOBAapOB, 3a KOTOpPbIE U YMepeThb He kajiko'Wal-Mart siBisieTcst
PO3HUUYHBIM TOPrOBLIAM BCEX Ma/IeHbKUX TOPOJKOB AMEDUKHU B CTPAILHOM CHe
Gnarozapsi Takou >kKe COCpPeIOTOUeHHOCTU Ha TpojiaXke «XOPOIIMX TOBAPOB Tak
Jle1lleBO, UTO Bbl 3TOMY He TioBepuTe». /la u MarasunHbl Bloomingdale's, xotsi u
He CBEPKalT CerofjHs1 TakK e spKo, Kak B 80-X, MO-mpe)XHeMy MpHBJIEKAIOT
JIOCTaTOUYHO TIOKyTMarejell 3a CYeT HEU3MEHHOr0 CTPeMJIeHHUsl «IIpofaBasi,

pasBiieKaThb».
A BOT yHuBepMmaru Sears B nepBou mnosoBuHe 1990-x cTtanu >kepTBamMu
OTCYTCTBUSl ~ Cllelyajav3aluyd, WIM TOuHee —  C/AUIIKOM  IIMPOKOU

crieqyanu3anuid. B Sears Bcerga pgenanyd ynop Ha IpPOJaxy [OJIFOBEUHBIX
TOBApOB BBICOKOTO KadecTBa (HO BeChbMa MaJIONPUOBUIBHBIX), TAaKUX Kak,
HaripuMep, ra3oHOKOCWIKKA. Ho B 3TOT mepuon kopropauusi Sears HEOKHaHHO
Hauaja TIOJUepKUBaTh CBOK «0bojee MSTKYH» CTOPOHY — OeXAy W
TOCTe/bHbIe TIPUHA/JIEXKHOCTH, — OUYeHb HEINpocTass KOMOWHAI[USl C TOUKHU
3peHus1 MapKeTHHTa.

[TepBOHaua/sibHO TOBaphl MPOAABA/IMCH O OUeHb HU3KKM lleHaM. 3areMm, B
HaZIeXK/le yBeMUUTh TPHUOBLTb W TIPUB/IEUL TeX, KOro PYKOBOAWUTETH Sears
CUMTaA/IM pacTylllerd Y TepCreKTUBHOM TPOC/IOMKOM TUTIOIOIIMX Ha LieHbl SMMY,
OHU CJefaqyd TIOMbITKY TMOBBICUMTh LeHbl. Kopriopauuss Sears cTapasach
nornpo0OoBaTh BCe TIOHEMHOTY, U K cepeauHe 90-X ro/j0B HU OJWH aMepHKaHell,
Jlake >KUBYIIIWM B TMpe/ie/iaxX BYX KBapTajoB OT 3HAMEHUTOro Hebockpeba Sears,
He cMor Obl 0603HAUUTH TTO3ULIMIO, KOTOPYIO OHA 3aHMMaeT. A eC/M HU OJWH



norpebuTesb He MOXKET YeTKO OIMMCaThb Ballly TO3WI[MI0, 3HAUWT, Y BaC U HET
HUKAKOU MO3UIUH.

Kopriopaiiusi Sears oOHapy»uia, 4TO OTCYTCTBHE CrelMain3aldd MOKeT
ObicTpo 00epHYThCSI OTCyTCTBHMeM Ou3Heca. Ilposaku ¥ [10XOAbI KOMIIAHUU
CTPEMUTE/IbHO CHWXaJIUCh. YHUBEpDMAar BbICTaBWI Ha TIPOAA@Xy CBOIO
3HaMeHUTYI «0balliHio» U TiepeMecTWsicsi B 0Oosiee CKpOMHOe TOMellleHue.
EIWHCTBEHHOe, UTO MOAJep>KUBa0 TepreHue aKLMOHEePOB KOMIIaHWH, — 3TO
BXO/ISAII[e B COCTaB KOPIIOpAallii PeMOHTHbIE 1[eHTPhI, cTpaxoBoe obiiectBo All-
State Insurance, kaptouku Discover Cards, a [7aBHO®E — CTOMMOCTb
TIpUHAa/JIeXallleid KOMIaHUM HeJIBUYKUMOCTH.

Kak 6b1 TO HM ObUTO, K KOHITY 1995 rozia cTasio Ka3arbCs, UTO IOIOXKEeHUe
9TOM CeTH YHUBEPMAaroB MoXKeT ynyurnutbes. K mekabpro 1995 roga ripopaku B
Mara3suHax yBeJMUW/IUCh TOYTA Ha 6 MpOILIeHTOB, HECMOTPSI Ha OOImMi craf
PO3HUYHOM TOPrOB/M B 3TOT neprof. OCHOBHBIM OpY)KHMeM KOMITaHUU Sears Ha
MyTA K BO3POXK/IEHUIO CTasjla KpalHssl COCPeJOTOYeHHOCTh Ha «bosee MSTKOM»
CTOpPOHEe TIpo/laBaeMbIX TOBapoB. PyKoBO[uTe/NM peLIuId, 4YTo oOIiee
rpe/icTaB/ieHde O Sears Kak O TpPOZABLE TOBapOB [JIATEIbHOTO T0J/Ib30BaHUS
MOJKEeT TIOC/IY>KUTh Ha T0/b3y KoMmraHuu. OHU TepeHec/d Mpojaxy mebenu B
OTJe/ibHble MarasvHbl C OTKPBITBIM [IOCTYTOM. 3aTeM, MPOBe/sl arpecCUBHYIO
PEK/TaMHYI0 KaMITaHUI0 CBOeM «0ojiee MATKOM» CTOpPOHBI, J00aBUB K
AaCCOPTUMEHTY MHOTHMe W3BeCTHble BO BCeli AMepuKe TOProBble MapKH,
pacCIIMpUB MPOXO/ibl, OOHOBUB BUTPUHBI U CZiesiaB 0Oojiee MSITKOe OCBellleHHe,
OHU YBeJIMUYWIM ypPOBEHb TMpOJaXK >XeHCKOM ofexabl Ha 10 mpoleHToB —
Ba)KHOE [OCTW)KEHWe [jisi TOProBOM CeTH, B KOTOpou 70 TMpOLIEHTOB BCeX
MOKYTIOK COBEpPIIA0TCS XKeHILMHAMHU.

Ceiluac, Korja mMILeTCI 3Ta KHWra, CO3[AeTCsl BIleyaT/eHue, uTo
KOHILIeHTpAall¥ss BHUMaHUsi Ha Oosiee mpuOBLIBHON «Dosiee MSTKOM» 4YacTu ee
Or3Heca B COCTOSIHUU OXKUBUTh YHUBEpMaru Sears. (XoTsi MOXKHO YTIOMSIHYTb U O
TOM, 4YTO Sears, KpOMe TOrO, 3aHUMaeT YHHKA/bHYI HUIIY MPOJaKU «BCEX
TOBAPOB T10/] OZJHOM KPBbIIIIek», UTO B HAIll BeK BCeoOIIell CIeKd OKa3bIBaeTCs
OYeHb MpUBJIeKaTeIbHbIM [/Is1 IOKYyIaTesiei. )

Tak wmu wuHaue, ecnu Obl Kopriopaljusi SearS He co3jana 3TOM
crieljMaiM3aliiy, HacTosIIast T7laBa He Ha3sbiBaiach Obl «Kakol ypoK, BO3MOXKHO,
ycBouu B Sears». Ee Ha3zBaHuem Obuio Ob1 «I[ToMHUTe, ObLIM TaKue YHUBepMaru
Sears?»

Ecmu BaM KaXkeTCs, 4YTO BBl MOJKeTe II03BOJIMTL cebe 0OOUTHCHL 0e3
crieljMaan3alyy, BCIOMHUTE O KOpropaluyuy Sears.



KoHIleHTpaIjusa Ha 4eM-TO0 OJHOM |
npeABbIOOpHasa kamMnanusa KanHroHa

On npowurpseiBas. bunn KIMHTOH TOAyuYWsi CAMIIKOM MHOTO V/lapOB Ha
nipeJBapuTebHbIX Bbibopax 1992 roga. [IpakTuuecku KaXKbll yUacTBYIOIIUNA B
TIpeiBLIOOPHOM KaMITaHWM CUKTAaJl, UYTO ero KoHell OJTM30K.

[Tpobnema KiuHTOHA cocCTOsiia He B ero Jit0OBHM K APYTMM >KeHI[MHaM
nomMuMo Xwuiapu KmuHtoH. OHa cocrosiia B ero JitoOBU K Oecriopsiiky. OH
TIPOM3HOCKJT OJIHY peub CerofiHsl U COBCEM JIPYTYIO 3aBTpa, MPUUYEM MeXAy HUMU
He ObIJI0 HAYero o0I1iero.

Kak Obl To HU ObUIO, TIPUOIU3UTENLHO B CepeauHe IpeABbIOOPHOM
KaMIaHuM, BbIPa3UTEJIbHO MaxXHYB DYKOW B CTOPOHY WCUEpUEHHOW [OCKU B
mrab-kBapTupe KIWMHTOHA, pPYKOBOAUTE/Nb TPeBLIOOPHON KamraHuu [lkeimc
Kapsu/ibe nosepHys Kypc Ha 180 rpazycoB, ckasaB Bcero yetbipe cjioBa: «Ham
HY’)KHa 9KOHOMUKA, UTUOThI».

HaumHasi ¢ 3TOro MOMeHTa KaMIlaHUsi HU Ha MUHYTY He Tepsiia U3 BUJY
raBHOM uzed. [Jo 3Toro mpeaBbiOOpHBIe peun KIMHTOHA Kacaauch BCEro: OT
TI0/Ipa3/ie/ioB Ha/IOTOBOTO 3aKOHO/ATeTbCTBA /10 «CKOb3SIIel IIKa/lbl» 3aKOHa O
couyanbHoM obecrnieueHun. Tereppr KAMHTOH TMOcC/iefoBaTe/ibHO Haseraa Ha
9KOHOMUKY. W, wucrmonb3ysi ee Kak TapaH, TOCTeNleHHO TpoOWI HaCKBO3b
TIpeiBLIOOPHYO0 MIOJIMTUKY CBOero onroHeHTa [Ixop/apka byiia.

KnUHTOH TOCTOSIHHO obpartiascsi K camoi CyTU psiZloBOTO aMepUKaHIla —
ero BOIIIe/[IIIel B OTOBOPKY MPAaKTUYHOCTU M CTPAaXaMm, OB/ IeBIIUM ero JyIiou
Ha (poHe TIPOAO/DKAOIerocs criaZia rpou3BozAcTBa. OH cTan KaHAWJATOM OT
9KOHOMHUKU — TeM, KTO CMOXKeT pelIuTb 3Ty mpobnembl. VI, HecMOTpsi Ha Bce
CIyXd U TIOA03peHUsi, HeCMOTPsi Ha pasjiafi C XeHOW U CTWIb JXU3HU U
DYKOBO/ICTBA, KOTOPBIM 3aCTaB/is/ MHOTUX He JOBEpSiTb eMy W Ha3biBaTb €ro
«CKOJTb3KUM Buinmu», KnuHtoH nobeau. [Tobenvna crierjpanu3arivsi.

Crieluanu3upynTech U KOHLEHTPUPYWTeCh Ha ueM-TO OfHOM. Bo Bcewm,
HauuHasi OT PeK/JIaMHOW KaMIlaHWM >XapeHOro apaxuca W /10 MpeABbIOOPHBIX
KaMIaHu Mpe3u/IeHTOB, O0eXXJaeT Crieljuaau3ariys.



Kora 3peHrie 0aHKHPOB MIOMYTH/I0Ch: HAa UeM
cnoTkHy/1achk Citicorp

Ecmu HoBatopckue wuzeu Bo3Hecid Citicorp Ha CcaMyr0 BepLIMHY, TO
OTCYTCTBUE CIiel[a/v3alliy e/iBa He BePHYJIO ee B 6e3BeCTHOCTb.

B 1980-x rozgax Citicorp HarmoM1HaJia MoMy/asipHOT0 BbICOKOOIL/IAYMBaeMOro
aryieTa, KOTOPbIM TpoUesl CJIMIIKOM MHOIO ra3eTHbIX CTaTell 0 CBOeM BeJIMUUU.
HeMbIC/TMMBIM yCrieX, BbI3BaHHBIM Le/bIM PSAIOM BHEPEHHBIX 3TOM KOMITaHUeN
VWHHOBALIWM, Cy/isl TI0 BCeMy, yOe[u psiloBbIX K/IepKoB, uto KommaHus Citicorp
CTOWUT BbIllle (PyHJAMEHTaAbHOTO TMPUHIMIIA MapKeTMHra W el He Hy)KHa
criequanu3anus. s Hee HET HUYEro HeAOCTKMMOIO, W OHAa MOXeT
JOMUHUDPOBaTh Ha BCEM KOHOMUUECKOM Tieli3ake — OT OOoJIbIIoro 1no oobemy
PbIHKa MOTPeOrTeIbCKUX OAHKOB /10 BCEMUPHBIX KOMMepUYeCKUx OaHKOB U T.JI.

B To ke Bpemsi Apyrve ()MHAHCOBbIE YUDeXX[eHUsl Hauaju MCIOBeJ0BaTh
penuruto crietpanuialivid. Bank of America oTka3asncs OT CBOMX 3arpaHUYHbBIX U
OTITOBBIX OTepaliii U COCPeJJOTOUM/ICS Ha TOM, UTOObI CTaTh JOMUHUPYIOIIUM
norpe6uTenbckuM 6GaHkom 3amagHoro rmobepexbs. Chemical Bank 3abbin o
MeX/TyHapOJHOM 0aHKOBCKOM 7iejie, uToObl COCPe/JOTOUMTh BCe CBOe BHHMaHUe
Ha OoJIbIIION He3aHATOU HUllle — TIPeJTIPUATHSX MaJIoro U cpefiHero OusHeca.

Citicorp mpofio/kana coBeplllaTh OMIMOKW, CTaB MPUMEPOM PaCCEeSTHHOTO
BHUMaHWUsI, 1OTepu (OKyca, CIUIIKOM OOJBIINX MPUTSI3aHUMN.

Ceiluac, B MOMEHT HalWCaHUSl 5TOM KHWIH, [IOXOXKe Ha TO, YTO 3Ta
KOMIIaHUSI BCe-TaKU BBDKUBET, XOTS Obl MOTOMY, UTO OHa, KaXkKeTcs, Halllla
HakKOHel| CBOK CIleljMa/M3alvio, CKOHLIEHTPMPOBaB BHHMMAaHWE Ha HUILe
notpebuTenbCKuX OGAHKOB C HeOOJIBbINON MPUOLUILIO, HO BBICOKUM 000POTOM.
OpHako B3JIeT, NaZieHre U BbDKMBaHUE 3TOM KOMITaHWH T0CJIe TIaJileHHs JaloT HaM
CNeAyrIAA YPOK.

Hukro — pa)ke camass HOBaTOpPCKas M BBIJAMOLAsACS KOMIIAHWS B CBOEH
0Tpac/ii — He MOXKeT OBIThb [/l TOTpeduTesieil BCeM OTHOBPEMEHHO.

KakvMy Obl TIOTpsICArOL[MMU HaBbIKAMU Bbl HU 00/1ajjanu, 3T HaBBIKU
HY)X/IAl0TCS B Crieljuaan3aryu.



UTo elie MOIyT C/e/1aTh /I Bac Bailia
MO3ULMA U CIIeIjHa/In3anusa

OHM cpenaroT Bally yCTHYIO pekiamy Oonee 3ddextrBHON. BMmecTo Toro
yToObI TepesaBaTh [JPYr Apyry HWHGOpPMAI[MI0O O TOM, UTO Bbl KOMIIAHUS,
3aHMMAOILAsACs 3aK/FOYEHUEM [IOTOBOPOB O CTPaXxOBOM pEMOHTE MOPCKUX
Cy/IOB, HampyuMep, JIIAu C ropa3fo Oosbliieii 0XoTol OyAyT rOBOPUTH, UTO BEI
WUCTUHHO aMepHKaHCKasi MOPCKasi CTpaxoBasi KOMIaHUs, — 3TO Tropasfo Oonee
CWIbHasl TIO3UIUSI C TOUKU 3DeHUsi BiajiefblieB CY[0B, KOTOpPbIE XOTST, UTOOBI
KOMITaHUSI, C KOTOPOM OHHW 3aK/IFOUW/IM [JOTOBOP Ha CTPAaXxOBOM PEMOHT, BCe ellle
TIPUCYTCTBOBajla Ha DbIHKe 4Yepe3 [iBa rofla, KOrja y HUX Ha CyJgHe MOJeTUT
HIDKHSIS1 KaMepa JBuraresisi.

Onu caenatoT 6omee 3¢ beKTUBHOMN Ballly «peK/aMy Ha 3CKajiaTope». Barm
COTPYJAHUKM MOTYT TIpEKpaCHO peK/JIaMHUpOBaTh Ballly KOMIIAHUIO BO BpeMsi
To//beMa Ha 3CKasiaTope — 0CO0eHHO eC/ii UM eCTh UTO CKa3aTh O CBOei paboTe.
K coxaneHuto, BepHO U oOpaTHOe: Ballld COTPYJHUKA MOTYT CEPbe3HO
TIOBPeJIUTh BaM, €C/JIM OHW He 3HAIOT, UTO JiejlaeT Ballly KOMIAaHUI 0COOEeHHOIA.
Korga Kro-mb0 crpaiivBaeT Takoro HEyBEPEHHOTO COTPY/AHMKA O Ballle
KOMIIaHUM U OH JlaeT TyMaHHbIN OTBeT, ero peakiusi 4acTo OyneT MCTOIKOBaHA
Kak Oe3pa3nMuue, a HUKTO He 3axoueT o0pallaTbCsl B MpeArpusTre chepsl yCIyr,
pabOTHUKU KOTOPOTO Ge3pa3/IMuHO OTHOCATCS K CBOMM O0sI3aHHOCTSIM.

OHU MOMOTYT BaM CILIOTUTb CBOM KOJUIEKTUB. YTBEpKJE€HHE, B KOTOPOM
chopMyMpPOBaHbl OTIUUUTE/IbHbIE 0COOEHHOCTU Ballleli KOMIaHUM, MOXKeT
3aCTaBUTh BallluX PAOOTHUKOB TaKXKe MOUYBCTBOBaTh Cebsi 0C0OeHHBIMU, TIPOCTO
TIOTOMY, UTO OHU SIBJISIFOTCSI YAaCThIO Ballleld KOMIIaHUM.

Onu npugaayT ¢GopMy BallliM MapKeTUHTOBBIM BBICTYIIEHUSIM U 3aCTaBsIT
JIOJiel, KOTOpble WX TOTOBAT, paboTaTh OAHOM KOMaHJoW. fcHasi mo3ulus U
CO3HaHUE TOTO, Ha YeM TPe/CTOUT COCPeOTOUNThL BHUMaHWe, OyleT Ay HUX
CUTHAJIOM K [leliCcTBUI0. JItoau, CTosiIMe 3a MporpaMMaMu MpsIMOTO MapKeTUHTa,
MapKeTHHTa 10 Tesie)OHY U 3a peK/laMHOUM KaMriaHue, OyayT 3HaTh, HAa UTO UM
ciefyeT cpaenatb 0coObiii ymop. JIoAu, KOTOPbIM TIPeJCTOUT YCJIBbIIATh U
YBUZIETh Ballll peK/aMHble BbICTYT/IEHHS], IOUYBCTBYIOT B HUX €UHYI0 MBIC/Ib U
o061t ToH. U oHu GyAyT TOUHO 3HATh, KTO BbI TaKUe.



YpoauBbie KOWIKH, TY(QIN-T0A0YKH H
C/IMIIKOM /IOpOrue yKpallleHUsi: BOMUIoIasi
He/JIOTUMUYHOCTH 1{eH000pa30BaHMs

JKenmyHe u3 JleHBepa HY>KHO OBIZIO TIPOZIATH YeThIPEX 0CTAaTOUYHO MUIBIX
koTAT. OHa ToMecTH/Ia YacTHOe oObsiBieHue B rasete DenverPost «YpojiuBbie
kowiku. 100 gosiapoB Kaxzaas. 555-5555».

Ha oObsiBieHHe OTK/IMKHY/IOCh BOcCeMb/ecAaT uenoBeK. OHa CKa3ana
TMo3/lHee, YTO MOIJIa MPO/aTh CBOUX KOIIIEK 3a Ky/a OOJIBIITYI0 CYMMY.

B nHauane 1980-x kommanus Timberland mepexxuBana Tsbkesnble BpemeHa.
OHa BbITTyCKasla KaueCTBeHHbIe Ty(IH-TI00UKH, 1[eHa KOTOPhIX Obl/ia HIXKe, ueM
y nupiepa otTpaciu, komrnaHuu Topsiders. Ka3anoch, Xopoliuii IpoyKT ¥ HU3Kast
1[eHa JIO/DKHBI OblMM paboTaTh Ha HUX, OJHAKO Jiela IIJIM IJIOXO. 3aTeM B
Timberland npuHsinu odyeHb MpoOCTOe pellieHWe: OHU TIOAHSIIM CBOU lieHbl, TaK
YTO Te CTa/Id HAMHOTO IPeBOCXOJUTh 1ieHbl, IpesiaraeMblie Topsiders.

ITpogaku pe3ko BO3poc/iv. TOUHO Tak ke OHU YBeJIMUWIHMCh U Y KOMITAaHUU
American Express, Korja 3Ta KOMIIaHUsSI 3axBaTh/a TPECTWKHYIO HUIIY Ha
PbIHKe KpeJUTHBbIX KapT, yCTaHOBWB IieHy CBOeW KapTOUKW BCEro Ha OJ[UH
nosiap Belile, ueM y Diners Club.

B kuure «Bmusaue» (Influence) PobGepr UwuanguHU OINMUCHIBAET TMOUTH
OTUasIBIIYHOCS B/aJie/IMI]y MarasuHuYMKa, paclojiooKeHHOT0 B ApU30He U
TOPIYIOI[er0 WHJEeWCKUMU YKpailleHUussMA. HecMOTpsi Ha TIMK TYPHUCTCKOIO
Ce30Ha, OHa HUKAK He MOIVIa Mpo/iaTh 3aKyTUIeHHbIe €10 YKpallleHus ¢ OHUpro30ii.
OHa mbITasach ycTpauBaTh pacrpojaxy. be3pe3synsratHo. OHa TbITasach
YCTPOUTb «TPEHUHT» M0 MpOoZaxe yKpallleHul (MHbIMUA CJI0BaMU, MOTUBUPOBAaTh
CBOMX COTPYJHUKOB Ha «MPOTaJKMBaHHe» TOBapa). be3spe3ynbrarHo.

HakoHel], Beuepom, Tepej; CaMbIM OThE3/J0OM B KOMaHMPOBKY, Bjajienuiia
Mara3uHa OCTaBW/a CBOel 3aBe/ytolljeli 3amucKy: «Ha Bce B 3TOM BUTpHHE 1jeHa
X 1/2».

Yepe3 HECKOJILKO JHeH OHa BepHy/ach M3 KOMaHAMPOBKH K OOHaApPY>KHIIA,
yTO BCe npozaHo. Ho He 110 Toi nMpuurHe, 110 KOTOPOW OHA Aiymasa. 3aBe/ytolijast
He pa3o0Opasia HaMmMCAHHYI0 OT PYKM 3allMCKYy, MpourTana B Hel «IijeHa X 2» U
TOBbICK/IA 1]eHy Ha BCe yKpallleHus B /iBa pa3a!

HekoTopbie CK/IOHHBI CUWTATh, UTO 1[eHOOOpAa30BaHHE OTHOCUTCS K UMCITy
HanboJsiee TOAIAIOIIMXCS JIOTHMKE YacTeld MapKeTHHTa. Bce mpuBeieHHbIE BbIIIe
TIpUMephl CBU/eTeTbCTBYIOT O POTHUBOIIOI0XHOM.



He cuwuraiiTe, 4YTO JIOTUYHOE I|eHOOOpa3oBaHWe — caMoOe pa3yMHOe.
B03MO)KHO, Ballla «BbITOJHAs» IjeHAa, BMECTO TOro YTOOBI TIpPHBJIEUb
TOKyTiaTesied, 3acTaBUT BaC BbIVISAeTh B KX I/la3aX BTOPOpa3psiiHOM
KOMIIaHUEH.



IleHooOpa3oBaHKue: MPUHIIUII CONIPOTUB/ICHHUSA

«[TpopaboTaB HeCKOMBKO Mecsl|eB, s COBEpIIW/IA Be/JUKOe OTKPbITHE, —
He/laBHO CKa3ajia MHe OJ[Ha MOJIoZiasi >KeHII[MHa. — E.CTb oueHb MpoCToi crocob
MOTYUYUTh CTOJIBKO MOKYyMaTeel, CKOJbKO XOUelllb: HY>KHO MPOCTO yCTaHOBUTH
MOYTU MUHUMAJIbHYIO LIEHY».

OHa mpaBa. Ec/iM HUKTO He >Ka/lyeTCs Ha BalllM LeHbl, 3HA4WT, OHHU
C/TUIIKOM HU3KHKe. EC/v MouTH KaXK/Ibli UMW HEJOBOJIEH, 3HAUUT, OHU CTUIIKOM
BBICOKME.

WTaK, ecyii OTCYTCTBHE COMPOTHB/IEHUSI O3HAUaeT C/IMIIKOM HU3KHe LIEHBI,
a CTONpPOLIeHTHOe COMNpPOTHBJ/IEHWe — CJIMIIKOM BBICOKHWe, TO Kakoe
COTIPOTHB/IEHHE OyJeT MpaBWIbHBIM? Kakoe COINPOTHB/IEHHE IOACKa)KeT BaM,
YTO Ballla lleHa ONTUMaJibHa?

[TaTHaAaTh-BaALlaTh MPOLEHTOB. W [ 3TOro ecTb O4YeHb MPOCTOe
o0OBsICHEHHE: [Ie/I0 B TOM, UTO OKOjio 10 TIpOLIeHTOB jrofiel OymyT HeZoBOIbHBI
nmoboii  meHoi. Komy-To XoueTcsi TOTOproBaThcs. Jlpyrve Mo TpUPO7e
HeZIOBepUMBBLI M TIPEATNO/arawT, 4To Jrobasi IjeHa 3aBblilleHa. TpeTbU XOTST
3ariaTUTh Ty 1eHY, KOTOPY oOmpedenvnu s cebsi, ellle He BOWs B Balll
MarasvH, MOTOMY UTO MMEHHO TaKyl LIeHYy OHM HaJesi/IMChb MONYUYUTb U yXKe
TIPOCUNTA/IM C ee YUeTOM CBOUM CeMeWHbIN OFO/IKeT.

Wtak, oTOpocuM BCex TeX, KTO OyJeT MpOoTeCcToBaTh BHE 3aBUCHUMOCTH OT
TOrO, KAaKOBbI BalllM IeHbl. Termepb cripocuTe ceOsi: B OCTABIIMXCS C/TydasiX Kak
YaCTO HaM NPUXOJIUTCS CTAJIKUBAThCS C COMPOTHUB/IEHUMEM MOKyTIaTeen?

Conporupienve mopsiika 10 TpOLIEHTOB OCTaBIIMXCSA TOKyMaresneu (B
CyMMe C TIepBOM TpyMIoi 3T0 cocTtaBUT OKojao 20 rmpoiieHTOB) OyzeT
NpUOMM3NUTeFHO ONMTHUManbHBIM. Kak Tombko 3Ta 1udpa TmpeBbICUT 25
TIPOLIEHTOB, HAUMHAalTe cOpachIBaTh 1I€HHI.

KanmpKynsitss  1jeH  1oflo0Ha  3aKpyuMBaHHIO raiiku.  He6osbiioe
COTIPOTUB/IEHWE — XOPOIIUM MPU3HAK.



M30eraiiTe onacHOM cepeiuHbI

MHorre KOMMaHUU Cgepbl yCIYT BBICUATHIBAIOT CBOM II€HBI WCXOAS U3
cpefiHeld, BBICIIEM W HU3IIEM IIeH Ha TIPeAOCTaB/IsIeEMYH) HUMH YCJIYTY,
NIPUKW/BIBasi, O/mKe K KakoW KaTeropud OHM HAaxO[ATCI C TOUKUA 3peHHs
KauecTBa. YBBI, 3Ta 3/10CYaCTHAsI TIPAKTUKA COOOIaeT UX K/IMeHTaM, HaCKOJIBKO
XOpOIIIMM Ha CaMOM Jiejie CUMTaeT KOMITaHHUsI CBoe 00CTy>KUBaHKe.

CripocuTe ce0si: eC/Ti MBI OL[EHUBAeM CBOM YCJIYTH B TaKyl0 CyMMY, UTO Mbl
TakKuM 00pa3oM cooObIrjaeM CBOMM K/IM€HTaM U TIOTeHIUAbHBIM ITOTpebuTesisiM
— YUTO MBI He TaK y>K XOPOIIIN?

Hpyras mipobsema TOAOOHOM cTpaTerny IjeHOOOpa3oBaHWs — 3TO
npobsiema omacHOW cepefuHbl. EcC/M BbI TIpeAOCTaBssieTe CBOM YCAYTH TIO
BBICOKOW IieHe, OOJIBIIMHCTBO JIFOZlel TIpe/rosiaratoT, uyTo Bbl oOecrieunBaeTe
HawTyulllee KaueCTBO, — 3TO BeCbMa TNIpUBJIeKaTe/bHas TO3WLMsA. EcC/u BbI
TIPeZIOCTaB/IsSIeTe MX T10 HU3KOM 1ieHe, OOJBIIIMHCTBO COUTET, UTO BHI TIPe/IjlaraeTe
TpremM/IeMOe KadeCTBO 0 CaMbIM HU3KHUM IleHaM, — TOXKe TpUBJIeKaTebHast
no3uiiysl. Ho ec/iv BbI Ha3HaUaeTe CPeHEHBKYIO 11€HY, Bbl TOBOPUTe OyKBa/IbHO
ciieyroree: «Mbl He camble Jydlliie B 3TOM OTPAc/H, KakK, BIPOYeM, U HaIlK
I[eHbl, HO U KaueCTBO, W IleHa [OBOJILHO HEIJIOXU». TaKyro TMO3UI[UI0 HUKaK
HeJTb3s1 Ha3BaTh HEOCITOPUMbBIM apr'yMEHTOM B Ballly I10JTb3Y.

[TpearpusiTrie BHICOUAKIIIETO KIacca U MOCTABIUK YC/IYT 10 CAMOM HU3KOH
I[leHe 3aHUMAlOT Haubojiee BBHITOAHBIE HUINKM. HO ec/m BbI ycTaHaB/IMBaeTe
CPE/IHIOIO TIeHYy, BaM TPUXOAUTCS KOHKYPHUPOBATh TMPAKTUYECKH C KaXKIbIM, a
TaKUX KOXK/bIX He TaK YK MaJlo.

36eratiTe oracHol cepevHbl.



JToByIlIKa HU3KOM I|€HbI

OueHb MPOCTO APryMEHTUPOBATh PHIHOUYHYIO MPUB/eKaTeTbHOCTb MO3ULIUA
TMOCTaBILMKA YUIYT M0 CaMOU HU3KOM L[eHe.

Baiiia no3uiiyist ¥ MOMUTHKA 11eHO00pa30BaHusl BIIOJIHE SICHBI: camasi HU3Kast
1[eHa, KOTOPYI0 TOJIbKO MOXKeT HalTu rotpedutesib. Ho 3Ta ro3suiusi cMepTesibHO
oracHa.

['e Terneph BesIMKUe TOCTABIIUKY [JlellIeBbIX YCIYT BpeMeH Hallleii FHOCTH?
Te, ubM UMeHa SIBMSVTUCh CHHOHUMAaMU PO3HUYHON TOPTOB/IU 10 CAMbIM HU3KUM
1iedHaMm: J.C. Penney, Montgomery Ward u Sears? OHU MepTBbI, BLIMUPAIOT WU
OMU3KHU K ITOMY.

CeroziHs, B MOMEHT HallMCaHWsl 3TOM KHWUTH, TaK ke, eCcu He Ooiblile,
CTpajiatoT MPO/IaBLIbI /IellleBbIX TOBAPOB Ha BCeM CceBepo-BOCTOKe CoeMHEeHHbIX
[IItatoB. Caldor u Bradlees moganu 3asBieHuss 0 OGaHKpOTCTBe, Jamesway
nofymMmbiBaeT 06 3Tom, a Ames u Filene's TepristT rpoma/iHbie yOBITKHU.

[TpozaBlibl [lelIeBbIX TOBAapOB W YCIYT TOABEPraldTCS OMacHOCTA CO
MHOTUX CTOpOH. CHiKeHWe I1leH He TpeOyeT O0o0/bilIOoro BooOpa)keHUs, U
3aXBaTUTh MO3ULIMIO TIPOZAOIIIET0 M0 CaMOl HU3KOMW 1jeHe MOXKHO, He rpuberast
K KDYITHBIM WHBECTULIMSM B CO37laHMe CBOell TOpProBo mapku. [losTtomy B
OOJILIIMHCTBE HEe CBSI3aHHBIX C PO3HUUHOW TOProBjeil oTpacsieid cdepbl yCayr
TIO3UILIUS JIe1IIeBOT0 MOCTABIIMKA BCerJia OCTaeTCsl PhIHOUHOW HUILIeH, OTKPLITON
Q7S IPOHUKHOBeHUsI U 3axBaTta. CTOUT BaM JJOBECTU CBOIO CUCTEMY COKpallleHUsI
CTOMMOCTA [I0 COBEpILIEHCTBA, KAaK KTO-TO UW300peTaeT J/yullylo, YTO U
00OHapy>KWUU TIPO/IaBLibl /lellIeBbIX TOBAPOB, KOT/la HAa WX TOPWU30HTE MOSBU/IAChH
kKommaHuss Wal-Mart.

MHoruve TpofaBibl [IelIeBbIX TOBApOB [0OWBAIOTCS CBOEM TMO3UIUH,
6e3)KasI0CTHO /iaBsl Ha TIOCTABILMKOB. Ha KOPOTKOM MpOMeXXyTKe BpeMeHHU TaKoe
«BbDKMMaHHe BCEX COKOB» MOXKeT CpaboTarb, MOCTABIIWUKU, KOTOPBIM HYKHbBI
KJIMeHTbl, CTUCHYT 3yObl u OyAyT BBLIMIOAHATH Ballld ycaoBusi. Ho 3Tu
TIOCTABIIMKA HUKOT/Ia He CTAHYT BalllMMU COrO3HMKaMu. OHU MOTYT [axe
pacrpoCTpaHsTh AYPHYH C/aBy O BallleM TMpeANpUsATHH, 4YTOObI Kak-TO
KOMITeHCUPOBaTh Ballle TUIoXoe C HUMU obpaiijeHue. M ecid, TOAbl CIIyCTs, Y
9TUX TIOCTABILIUKOB TMOSIBUTCSI BO3SMOXXKHOCTb OTBEPTETbCS OT 00s13aTelbCTB, OHU
C/leslatoT 3TO C Pa/IOCThIO, U MYTh UX Oerctea OyzeT oTMeueH /JyPHOUM MOJIBOM O
Balllel KOMIaHUuU*.

* Bosiee JieTasibHOe PaCCMOTPEHHEe UCK/IHOUUTETbHOW Ba)KHOCTH XOPOIIMX



OTHOLLIEHWM C TIOCTaBIIMKaMU JJisi JitoOoro mpeanpusitusi chepbl  yCIyT
nipuBefieHO B KHure [[)xoHa JlaBa «McDonald's: Tlo Ty ctopoHy apok» (John
Love, Behindthe Arches). OTa kHUra Mo)XeT cepbe3HO U3MEHHUTH Balll B3IVIsA/| Ha
pa3/uyHble 3aMHTepPeCcOBaHHbIE CTOPOHBI B Ballleli KOMITaHWM U Balll MOAXO0/ K ee
MapKeTUHTy. — [IpuM.aBT.

CHmwKasi 1leHbl, Bbl Takke OOHapy)KWTe, 4YTO BaM BCe Tpy/AHee
3aMHTepecoBaTb W BJOXHOBUTb CBOUX COTPYAHUKOB. COTPYJHUKH 4acTO
BOCIIPMHUMAIOT BIIOJIHE Pa3yMHYI0 M OCO3HAaHHYI) CKPOMHOCTb KOMITAaHHUU Kak
cKapeaHOCTb. UTo BaM 0O0JibIlle MOHPABUTCS: KOMHATYIIIKA 0e3 OKOH Y KOBPOBOTO
TOKPBITHSI, B KOTOPOU Bbl BbIHY>K/I€HbI IPOBOJUTEL COPOK MSATh YaCOB B HeJleJtO,
W/IU KO’KaHOe KpecJsio, pa3BepHyB KOTOPOe Bbl MOKeTe HaC/IaJUThCsI POCKOLLHBIM
BU/IOM 13 OKHa cBoero oduca?

Ho 53To mpocTo paccyxieHusi, CKaxeTe Bbl. ljJe TBepzble (akThl,
[lOKa3bIBaroL[1e, YTO HM3Kas LieHa — 3TO JIOBYLLKA?

Hatitu Takue ¢aktel MokHO B HarvardBusinessReview. B Bbinycke 3a
ceHT0pb-0KTSI0pb 1980 roza YusibsiM XaJsiia pacckasaa O CBOeM HCC/ie/IoBaHHH,
B KOTOPOM OH CPaBHMBAJl KOMITaHUH, JieJlatolle YIop Ha TO, YTOObI OT/IMUAThCS
OT ApPYTUX, C TEMU, KOTOPbI€ yUaCTBOBA/IM B [IEHOBOW KOHKYPEeHLIUH.

[To BCceM mnoka3zarensiM — [OXOJaM IO akKLUsM, J0XO0JaM Ha OCHOBHOM
KaluTasa U CpeJHerofoBbIM TeMIlaM pOCTa J0XOZ0B — KOMIIaHWH, CJe/laBlive
CTaBKy Ha OTVINUWS, IPEBOCXOJU/IN CKYIIepAsieB.

WccnenoBanue Xasa TMOJATBEPUIO TO, UTO CAMOCTOSITE/TbHO OOHApYKUIU
nnst cebst pykoBogutenu ADP, nmujepa B obsacTy pacueTa 3apabOTHOM TJIaThl.
«MpbI HUKOTZIA faxke He OyzeM MbITaTbCs BbIPAOOTATh CTpPATervid, OCHOBAHHYIO
Ha LieHe, — 3asBWJI I[VIaBHbIM a/[IMUHHACTPATOP 3TOM KOMMNaHuu kol ¥Y3CToH. —
B 11eHOBOI KOHKYPEeHI[MU HeT HUUero, UTo OT/IMYaso Obl HAaC OT IPYTUX».

[ToMHuTE O CeAytoIeM: OOBIIMHCTBO TOTpeOUTesiel yCIyr UMerT [ijIs
BbIOOpa BapUaHT, KOTOPKINA OyZeT 3aBeloMO fellieBsie 0001 Ballleil 1jeHbl: OHU
MOTYT CjleflaTh TO, YTO UM HY)KHO, CaMHd WM BOOOIje 3TOr0 He /ie/athb.
[JomoBnazener; MOXKeT CaM IMOKPAaCUTh CBOW JOM WIW OTK/IaAbIBaTb 3TO [0
0eCKOHEeUHOCTH, >KeHIIMHA, KOTOPY 0eCroKouT poJumMoe TISITHO, MOXKET cama
MOCTaBUTh cebe [AMarHo3 WM BoOOIle O0TKa3aTbCsd OT MEQUIIMHCKOTO
BMeIllaTeIbCTBa, TOTePreBIIni YObITOK MOAPSAUMK MOXeT CaM Ipe/CTaB/sTh
ce0sI B Cy/le WM CKa3aTh: «A TIOIIIO BCE 3TO...»

JItonu TouTH BcerJa MOTYT HaliTu Oosiee [elieBblii CrOoco6 TOMYUYUTH
HY)KHYH0 UM YC/IyTY, U TIOMBITKM KOHKYPUPOBAaThb C 3TUMU 0Oosiee JelleBbIMU
cnocobaMu He IPUHECYT BaM HUKAKOTO Y/I0BIeTBOPEHHUSI.

OrnacaiTech HWKHerO rpejerna.



IleHooOpa3oBaHue: ypok ITnkacco

Bo MHorux otpacnsx cdepbl 00C/Iy)KWBaHUSI — HOUHOW [OCTaBKH,
MpaueyHbIX, 3aKyCOUHbIX — «IPOAYKT» 3TOW YCJIyrd NpeBpaTWwicid B
TIPUBBIYHBIN TIPOJYKT TOTpeOsieHusi, U, COOTBETCTBEHHO, 1leHOOOpa3oBaHue B
9TUX OTPAC/IAX IIOAUUHAETCS TeM JKe 3aKOHaM, UYTO M Jpyrve MPOAYKTHI
rotpebieHus: IPUOLUIb TTO/TyUaeT TOT, KTO MPe/JIOKUT HauMeHbIIIYIO 1eHY.

Ho B MWIIMOHaX APYruX YCIyT lLieHooOpa3oBaHUe Tpe/CcTaB/sieT Co0oit
Ky/la MeHee MPOCTOM BOIIPOC O TOM, «UTO BBITEPITUT PIHOK.

YacTo oKasbIBaeTCs, UTO OH B COCTOSIHUM BBITEPIIETb J0BOJIbBHO MHOTLOe.
Moii pyr Tiopa)kaeTcsi TOMY, Kak ero 6pat ymyapsieTcs 3apabaTbiBaTh MUAIMOH
J10JI71apOB B IO, pacckasbiBasi kommnaHusiM Ttuna Coca-Cola, 4TO rOTOBUT UM
Oynmyiiee. JlopeHc Tpaitb Geper 750 momtapoB B uac 3a TO, UTOOBI IMPOUYUTATh
nesio, 06yMaTh ero u B cjiyuae HeoOXOAMMOCTH Mpe/iCTaBUTh B BepxoBHOM cyie
CIIA. KwuHopexuccepbl, Benukue ¢otorpadbl, BeAylIMe COBETHUKU MO
pa3MUYHBIM BOMPOCaM 3apabaThIBalOT [OCTAaTOUHO, UTOOBI TMOKYTMAaTh KAapTUHBI
Mosme.

CKOJIBKO CTOAT Ta/IaHT U YM — U TI0YeMy B HEKOTOPBIX C/IydassX OHU CTOAT
TaK MHOro? CKOJIBKO CJieflyeT 3arpOCUTh 3a CBOU YCIyru? Xopoliue BOIPOCHIL.
[Ipexxme yem OTBeYaTh Ha HUX, [MOAYMaWTe HaJ, CAeAYIOLer UCTOpUen, KOTOPYIO
pacckasbiBatoT 0 [Tabmo IMukacco.

OpHa >KeHIMHA LWUla MO NAPWKCKOM yinvle U 3aMmerwia [lukacco,
Jiefarolero Habpocku 3a CTOMKOM yiuyHoro kKade. OOpajjoBaHHas, HO He
HaCTO/IbKO, UTOOBI He ObITH HECKOIBKO OeciiepeMOHHOM, OHa cripocusa [1ukacco,
MOYKeT JI OH CjlesiaTb HabpOCOK C Hee 3a COOTBETCTBYHOIIIYIO TIIaTy.

[Mukacco cornacusicsi. Bcero 3a HeCKo/IbKO MUHYT HabpOCOK ObLT TOTOB —
HacTosmi pucyHok [Iukacco.

— Ul cKoMbKO 1 BaM JI0/KHA? — CIPOCHIIA XKeHIIUHA.
— IIsaTh THICSTY PpaHKOB, — oTBeTU [THKacco.

— Ho Bam morpe6oBasioch /i 3TOI0 BCEr0 TP MUHYThI, — BEX/IMBO
HariOMHU/Ia OHA XYI0XKHUKY.
— Het, — Bo3pa3un I[lukacco, — jays 3Toro morpeboBanach BCS MOsi

’KU3Hb.

Has3sbiBas 1ieHy, U3MepsiiTe ee He B 3aTpPaueHHBIX yacax, a B 3aTpaueHHbBIX
rojiax.



Jlomo/THeHHe MIOTHUKA K MPUHIAILY
ITukacco

OpavH yesioBeK HUKAK He MOT M30aBUThCS OT CKpHIIa MojioBul]. UTo OBl OH
HU TIpoOoBas, HUUEro He momMorano. HakoHel] OH TpUIJIACUI TIJIOTHUKA,
KOTOPBIN, KaK CKa3aiu emMy Apy3bsi, ObUT HACTOSIIIIMM MacTepOM CBOETO Jiefa.

Macrep cBoero fena Bolle/] B KOMHATy M yCbliian CKpurl. OH MOCTaBU/I Ha
CTOJI CBOU SIIIIUK C UHCTPYMEHTAMHU, BbIHYJI U3 HETO MOJIOTOK W TBO3/lb U TPEMSI
yAapamu 3abus rBo3/ib B IMOJIOBUILY.

Ckpun ucye3 HaBcerja. [INOTHUK BbITAIW/I M3 KapMaHa KBUTAHLUKO U
Hamucasa Ha Heli obiryto cymmy — 45 fmosnapo. Haz aToit cymmoit Ob110 erre
[iBe CTPOKU:

3abuBaHue rBo3/s — 2 JoJUIapa.

3HaHue, Ky/ia ero 3abutb, — 43 [jo/11apa.

Ha3sHaualiTe 11eHy 3a 3HaHUe, Ky/ia 3a0UTb TBO3/b.



BI)II‘OI[HOCTB — 3TO0 He IMoO3UNnusA

.Cenu Ballley I71aBHOM TO3ULIMEN TIPU NPOZake CBOEM YC/IYTU SIB/ISIeTCS ee
BBITOJJHOCTb TIOTPEOUTEIO0, Y BaC HeT HUKAKOW TIO3ULIUM.

BBIrOJHOCTb He SIB/SIETCSI KOHKYPEHTOCTIOCOOHOM mo3uliueit. BeIroqHOCTD
— 3T0 obelljaHWe, TIPIMO WM KOCBEHHO COfiepyKailleecss B KaXK/[OM YCiyTe.
TakoBO OCHOBHOE TpaBW/IO BbDKMBaHUS. LleHa yciayru Jo/bKHa B 10CTaTOYHOU
CTereHd YeCTHO OTpaXkaThb ee BLITOJHOCTb TOTpebuTesto, WHaue MpeArpusiTie
CO BpeMeHEeM IPOrOpHT.

Hekotopbie  topuauueckue  ¢upmbl  npocat 50  gossmapoB  3a
HeocrapuBaeMbii pa3Bof. A ropuct JlopeHc Tpaiib GepeT co CBOMX KJIMEHTOB
750 posnapoB B yac. KnveHTbl Acme roBOpAT, UTO OHU IOJIyYarOT BbITOAY 3a
CBOU JIeHbI'M, a OOJBITMHCTBO KIMeHTOB Tpaiifba yka3bIBarOT Ha pe3y/bTaThl ero
yudactusi B mpoleccax (CcyeT BbIMTpaHHBIX fenl B BepxoBHoMm cyge — 15:6). U
OHU TOKEe TOBOPSAT, YTO 3TO BLITOJHO.

B cdepe yciyr BBIFOAHOCTh BOCIIPUHUMAETCSI KaK JaHHOCTb. A JJaHHOCTb
He MOXeT TIPe/ICTaB/IATh CO00M KM3HeCroCOOHYH0 KOHKYPEeHTHYIO MO3HULIHIO.

Ec/in BBITOAHOCTb — 3TO MepPBOe, C Uero Bbl HAUMHaeTe CBOU MapKeTHHI, OH
He OyzeT 3 heKTUBHBIM.

Eciv BBITOAHOCT — 3TO Jyylllas MO3ULUsSl, KOTOPYKO Bbl MOXKETe
MpejloKUTb,  BaM  CTOUT  TMOAyMaTb  HaJ  COBEPLLIEHCTBOBAaHHWEM
TIpe/I0CTaB/IsIeMbIX YCIIYT.



MoHorpamMmma HoaXoAuT A/ pyOaiilekK, a He
NI Ha3BaHHUA

ADP , dmm, eti, adc, apc, ABC, CBC, BCW... Kakoe 13 nepeunc/ieHHbIX
BbIIIle «Ha3BaHUW» BbI 3anioMHUAM? Hu ofgHOro?

He paccTpauBaiiTech, HeT HU €[IWHOTO Ueji0BeKa, KOTOPbIM YCIIeIIHO Obl
CIIpaBWICA C 3TUM TeCTOM Ha 3allOMHMHaHWe. JTO CBA3aHO C TeM, UTO JIFOAU He
CMOCOOHBI 3aTIOMHUHATh MOHOTPAaMMbl. MOHOTpaMMbI He 00/1a/1at0T CBOMCTBOM
3ariloMMHaeMoCTd. Kpome TOro, OHU He cCozepXaT HU HaCTPOeHUs, HU
OTHOLLIEHUST, HA CojiepKaHusi, HA 00elllaHusl, HU TeTJIOThI, HU Ue/I0BeUHOCTH.

Tak mouemy ke KOMITAaHUM TaK 4YaCTO UCIOJB3YIOT B KaueCTBe Ha3BaHUS
MOHOI'DAMMBbI?

BunoBara IBM. Ee nipumep y6eiuii pyKOBOAUTEIEH, UTO CTOUT TOJILKO /1aTh
CBOeM KOMITAaHWM Ha3BaHMe B BHJe 3ByYHOU MOHOrpaMMmebl, Kak y IBM, u eu
obecrieueH TaKol >ke yCIiex Ha PbIHKe.

Ho 5T0 BCe paBHO 4TO ZiymaTthb, UTO KpOCCOBKU Matikia [I)kopZaHa czenator
BaC TaKVM JKe aT/IeToM, Kak Mauk.

OJTO BCe paBHO UTO [JAyMarb, YTO HACTyIUIeHUWEe TIIOJIYHOUYU SBJISETCS
CleiICTBUEM CbeleHHOTO BaMU Y)KMHA, TOCKOJIbKY I10/IHOYb BCerja HacTyraeT
TI0CJIe y)KVHa.

OpHako mpuyrHa MOJIHOYM He B y)XKMHe, a npuuuHa ycrnexa IBM — He B
Ha3BaHWHU 3TOU KOMITaHUMU.

[avite cBOeMy MpeANpUITHIO UM, @ HE MOHOTDaMMY.



He cMenminTe MeHs1

Bosnbllioe UCKyllleHWe — [JaTh CBOel KOMMAaHWM Ha3BaHue, obajatoriiee
0COOBIM CMBIC/IOM.

VHorga 3T0 MCKyLIeHWe OKa3bIBaeTCs HACTOJIbKO CUIBHBIM, YTO BBI JjaeTe
CBOEMYy TIDeATpUATHIO SKOObI «OCTpOyMHOe» Ha3BaHue. Hy, Hamnpumep,
Ha3BaHue «Hair Apparent»* fjisi KTMHUKM 10 Tepecazike BOJIOC.

BoT mpocTtoi crocob, crocoOHbIM yOequTh BaCc He I0AJaBaThCsl 3TOMY
VCKYIIEHUIO.

Bribepute B Tesie)OHHOM CIpaBOYHMKE OJHY M3 KOMIIAHUN C TaKUM
3a0aBHBIM Ha3BaHUEM (CKOpee BCEro, 3TO OKa)KeTCsl TapuKMaxepcKasi Wu
nuiepusi). He nosieHMTeCh MOWTU MO 3TOMY aZipecy M 3alyisHYTb BHYTPb. Bbl
3aMeTuTe /iBe OuUeBU/IHbIE Bell[i. Bo-TepBbIX, Bl HUKOT/A 3/leCh He ObiBaiu. Bo-
BTOPBIX, TaM MOYTH HET KJIUEHTOB.

Ha3BaHue KOMIaHUU — 3TO He MOBO/, /17151 3a0aBbl.

Xotute BblJeATbCS? Brigensiitecs!

Kommanus Kimberly-Clark TpatuT MUIIMOHBI J0/171apOB €)KeroIHO Ha To,
yTOOBI JIFOIM He Ha3bIBaiu 0001 OyMa)kHbIN T/1aTOK «KJIMHEKCOM». KommaHust
Xerox MOCTyraeT aHAJOTMUHBIM 00pa3oM, uTOOBI C/IOBO «KCEPOKC» He CTasio
CUHOHUMOM «KOTTAW».

[Touemy >xe ToZioOHOe ymoTpeOsieHVe BBI3bIBAET Y ITUX KOMIIAHUN TaKoe
BosiHeHMe? OHM He XOTST, uTOObl Ha3BaHWe WX TPOJAYKTa CTaso
o0111eynoTpeOuTe/IbHBIM ~ TEDMUHOM, a XOTST, 4YTOObBI OHO OCTaBaJOCh
TIpUHAa/JIeXxallield UM TOProBOKM MapKOi.

* «Hair Apparent» — gocnoBHO «QOueBuHbIE BOJOCKI», Tapadpa3s
CO3BYUHOTO BbIpaKeHHs1 «heir apparent» — 6GeccriopHblii (OUYeBHIHBIN)
Hac/iegHUK. — [Ipum.miep.

N3 Tex ke coobpakeHul, U3 KOTOPbIX 3TU HCKYIlIEHHble B BOMpOCAX
PBIHOUHOM MOJMTUKY KOMIIaHWHM He XOTST MpeBpalaTb CBOM TOProBble MapKy B
o01ieynoTpeOuTe/ibHbIe  TEPMUHBI, BaM  He  CJieiyeT  HCIO/b30BaTh
o01eynoTpeOuTe/ibHbIe TepMUHbBI B KaueCTBe CBOel TOProBOW MapKH.
Bkitouatoilee MX Ha3BaHue He OyJeT TpHHa//IeXaTb TOJBKO Bam, a Oyzer
SIBJISITHCST BCEOOIIUM JIOCTOSTHUEM.

Tpy komrannd B MUHHearnonvMce WMEHYIOTCS, COOTBETCTBEHHO,
«®PurHaHCOBbIe yCayru», «DHUHAHCOBBIM CrelUanucT» U «DUHAHCOBBIN
KOHCy/ibTaHT». HO CkakuTe-Ka, KakoBa BepOSITHOCTb TOTO, UTO, TTI03BOHU BaM C



peKJlaMHOW akijuell Tpe/CTaBUTe/b, CKakeM, «DUHaAHCOBOTO CrieldaarucTa»,
yepe3 HECKOTbKO MeCslleB BaM He TIOKa)KeTCsl, UTO 3TO ObLT YesioBeK U3
«DUHAHCOBBIX YCIIYI»?

Heyxenu BaM He X04eTcsi, YTOOBI JIFOAU 3HA/IH, KTO BbI Takue? UToObl OHM
3aTOMHU/IM  Ballly KommaHuio? UToObl y HHUX cpa3sy CJIOKWIOCh O Hel
orpeziesieHHOe BrieyatyieHre? YToObl OHU CMOI/IM OT/IMUUTh Ballly KOMITAaHUIO OT
JlecsATKa e 1Molo0HbBIX?

CpenHecTaTUCTUUECKOE UMSI O3HauaeT Cpe/HeCTaTUCTUUEeCKUN yCrexX.

Pacckaxute MHe UTO-HUOY/Ib, Uero s He 3Hat0

COpenu mrofieli, 3aHUMAIOIIUXCSA PEK/JIaMHOM [IesITe/IbHOCTbIO, TIPUHSITO
CUUTaTh, UYTO KOMIIAHUU C Ha3BaHUSIMHU «XyHOXKeCTBeHHOe (UTO YrOfHO)» He
OT/IMYAIOTCS TBOPUYECKUM, XY[0KeCTBEHHBIM MbIIILJIEHUEM.

YacTMUHO 3TO CBSI3aHO C TeM, UTO Ha3BaHUSl TUIMA «XyH0XKeCTBeHHbIU
Qu3aliH» He cofiepykat B cebe HU rpamMma Xy/j0’KeCTBEHHOTO BIOXHOBEHMSI.

To >ke caMoe OTHOCHUTCSI M K Ha3BaHUSM, COZep>KallliM C/I0BO «KaueCTBO»,
Kak, HaripuMep, Quality Cleaners (kauecTBeHHasi uucTKa). [Touemy-To cpa3sy
BO3HHUKAaeT MOZ03peHre, YTO B 3TOM XUMUKCTKe repeKasiedyar BCe MyrOBULIbI Ha
BallleM KOCTIOMe.

Hukor/ia He BbIOMpaiiTe UMs, cofieprKalllee OIMCaHKe TOTO, Yero BCe U Tak
oXuzawT oT Jyiroboi ycayru. Takoe vMs OyzieT BBIMVIA[ETh C/IMIIKOM OOIIUM,
He3aroMUHAIOLUMCS U 0eCCMBIC/IEHHBIM.



Oco0aa mo3uIsa ¥ 0cCo0eHHOoe Ha3BaHHe

YTo yesioBeueCKUi MO3T CriocoOeH 3arlOMHUTB JIyullle BCero?

ABTOpbl «KHuru co3Hanusi» (BrainBook) oTBetwniu Ha 3TOT Borpoc. OHU
TIPOBeJ/IM WCC/IeIOBaHME Ue/IOBeUeCKOW MaMsITU W CAefald BbIBOJ, UTO MO3T
yejioBeKa JIyyllle BCEro 3arlOMUHAeT TO, YTO SB/SETCS «YHUKa/JIbHbIM,
YyBCTBEHHBIM, TBOPUECKUM U BbIZIEJISIOIIMMCS U3 0011l MacChi».

JItonu,  BbICTymatoiue 3a  0ocoOble,  BbIIESIONIMECS — Ha3BaHUS,
apryMeHTUPYIOT CBOKO TMO3ULIUIO TeM, UTO TaKoe Ha3BaHWe Jierue 3arlOMHHUTh, a
YacTO UMEHHO 3TO SIBJISIETCS K/TFOUOM K yCTeliHOMY Ou3Hecy.

Ho ecTh U [Ipyroii aprymeHT B TOJib3y BbIJEISIONIUXCA U3 0011ell MacChl
Ha3BaHWM, ¥ OH HaMNpSMYK BbITeKaeT M3 OCHOBHOTO TPUHIMIIA MapKeTHHra:
«CrenaiiTe CBOHO KOMIAHUIO 0COOEHHOM, co3/1aiiTe OT/INUMe».

YenoBeueckoe CO3HaHMWE TATOTEET K aCCOLIMaTUBHOMY MblllieHUt0. Korza
MBI CTIBIIITUM OOBIYHOE Ha3BaHHe, HarlpuMep «John Jones», Bo3HMKarol1e y HacC
accolyaluu ToXke BIOJHe 0ObiZieHHBbI. Korjja Mbl C/BIIIMM B Ha3BaHUM UTO-TO
ocobenHoe (Haripumep, «Faith Popcorn» umu «Leaf Phoenix»), B Haillem mo3ry
POXK/IAIOTCSI He MeHee HeoObIUHbIe acCOLMALUY.

OObIuyHOE WMSI O3HAuaeT BCEro JIMIIb «eIlle OAHO TpeArpusThe cdepsl
yciyr». Beigensitolijeecs uMs Tofpa3yMeBaeT U OTIMUYME B MpeZJjiaraeMou
ycJiyre, UMeHHO TO Mpe/icTaB/ieHre, KOTOpOoe KOMIaHUsl /JOJDKHA Co3/aTh 0 cebe
y rioTpeburesi.

B mMupe, TIOJTHOM Ha3BaHUM, FOBOPSIIUX MOTPeOUTE/MI0 BCETro NUIilb: «Mbl
TOXKe JieflaeM 3TO», — TMpeAnpusaTus cdepbl YCIyr, HMelollyde sipKkue U
3anomuHatoiecs: umeHa (NamelLab, Federal Express, Prodigy u T.1.), 6bicTpo
CO3/IAl0T BrieuaT/ieHue, YTO OHW He TMPOCTO «Je/laloT TO >Ke camoe», UTO U
JApyrue. DTO BlleyatjeHue MPUHOCUT UM KOJIOCCA/IbHYIO BBITOAY.

ByznbTe 0co6eHHBIMU, B TOM UKC/Ie U B Ha3BaHUU.



«4T0 B MMEHH TBOEeM?»

Yro , eciu 661 pectopaH «leann chin» Ha3biBascs «[1eKuH»?

[Tormamm 6b1 Jle Aub UuH U pek/iaMa ee pecTopaHa Ha OOJIOXKKU KaXKI0TO
)KypHasia B MunHearionvce? Het. Ha3BaB pectopaH coOCTBeHHBIM uUMeHeM, Jle
Anb YuH cienana Tak, 4To KaXk[joe yrOMUHaHWe O Heill camMoWll OJJHOBpeMEHHO
SIBJISITIOCh PEKJIaMOii [I7is1 ee peCcTOpaHa ¥ Hao0OPOT.

Ha3paB pectopaH coOcTBeHHbIM uMeHeM, Jle AHb YuH czenana cebs
3HaMeHUTOCThI0. Ee M3BeCTHOCTh, B CBOIO ouepe/b, MpUHec/a elrje GoJbIyro
TIOMY/ISIPHOCTD ee pectopaHy. Jle AHb UMH OTKpbI/a CeTh peCTOPaHOB, pacTylasi
TTOMY/IIPHOCTb KOTOPBIX TIPUHEC/IA e ellje O0JIbIITyI0 U3BeCTHOCTD, UTO, B CBOIO
ouepesib, Cfenano eije Oosiee TOMy/SPHBIMKA ee PecTOpaHbl U T.J. U T.J. —
10/[0OHO 1eTTHOM peaKI|vH.

Eciv BaM HY)KHO BbIOpaTh UMs [/l CBOel KOMIIaHWHM, HaUHHUTE CO CBOETO
CcoOCTBEHHOTO.



Ha3BaHue: npoBepKa Ha COOTHOIIEHHE
«vH(popMaIHa Ha eJUHUIY AJTHHbD

[Touemy mHorue (upMmsl, Bxofsiue B peUTHHT 500 BeAyIMX KOMIaHUMN
»ypHana Fortune, 3ariatumm 3a cBoe Ha3BaHue 6osee 35 000 momniapoB?

[ToroMy, uTO Ha3BaHUe TIpeJCTaB/isseT COOOW camoe TepBOe BIleuaT/ieHue,
KOTOpOe TOTeHIIMabHbIN MOTpeOuTesb TIo/TyuaeT OT Balliel koMmraHuu. [lepBoe
BIleUaT/ieHWe HuMeeT OrpPOMHOe 3HaueHWe, U YacTO HMEeHHO B Ha3BaHUU
cofiep>XXuTcst Oombliiiast YacTh OT TOW, BeCbMa CKPOMHOM, WHGOpMaIU, KOTOPYIO
VMeeT MoTpebuTesb O Ballleil KOMITaHUH.

3Has,, CKOJbKO CTOWUT XOpoIllee Ha3BaHWe, KaK Mbl MOXKEM HW3MepUThb
T10/Iy4yaemMyto OT Hero BhIToAy?

[nis 3TOrO0 HEOOXOAWMO TIPOBEPUTH €r0, ONpe/e/ivB, CKObKO T0/e3HOU
vH(MOpMaLUU O Balllell KOMIIaHWUM COJEPIKUT Ballle Ha3BaHUe.

[TpekpacHo nooOpaHHOe Ha3BaHUe OHOM W3 KOMITaHWM, pacrooXKeHHbIX
B ropoge CaH-®paHLMCKO, MOXeT CIY)XUTb OTJIMYHOW WLIFOCTPALIUeN 3TOro
MpUHLUNA «MHGOPMALIMHY K [I/TUHE», UTO TOJbKO eCTeCTBEHHO, YUUThIBasi PO/ ee
JesitenbHOCTU. Komnanusi HasbiBaeTcsi Namelab u crnenuanusupyercs Ha
NPUYMbIBAHUM Ha3BaHUM [IJIs1 HOBBIX TOBApOB.

[TpakThueckl MoMeHTasbHO Ha3BaHue Namelab coobiijaeT kiveHTy, uTo
3Ta KOMIIaHUsSI WCTO/b3yeT Hay4yHbIM, aHaJIUTAYeCKWW MoAxof K pa3paboTke
HOBbIX HAaUMEHOBaHUM (UTO OTIMYaeT ee OT J[APYIuX KOMIIAaHWUM TOrO >Ke
nipousisi). Kpome Toro, cBexxecTb U HEKOTOpasi NPUUYAJIMBOCTb 3TOT0 Ha3BaHUs
JI0Ka3bIBalOT CMIOCOOHOCTH ee TepcoHasa K TBOPUYECKOMY, MPaBOMOIyIIIapHOMY
MbIlTeHnt0. TakuM obpa3om, HazBaHue Namelab uMmeeT fijii MOTeHLUATBHBIX
notpeburtenel /ABOMHOE W OuUeHb MOIIHOE TI0O BO3/EWCTBUIO 3HaueHUe U
J€EMOHCTPUPYeT TIpeKpacHOe COOTHOIIeHUe «MH(MOPMaLUs/ ATUHa».

Cripocute cebsi: ecmi Obl BaM HY)KHO OBIZIO TIpUymMaTb HWHTEpecHOe
HauMeHOBaHUe /IJisl TIPeloCTaB/sieMOi BaMU YCIYTH, KOMY Obl Bbl TIO3BOHWUJIU B
niepByto ouepeib? Komnanuu Names Inc., The Name Company nau NameLab?

A ecmu Obl Bbl OBbUTM >KYDPHA/JMCTOM, MMILNYIAM CTaTbid O CO3[AHUU
Ha3BaHUU [I7Is1 TIPOAYKTOB W YC/IYT, B KaKyl0 U3 3TUX KOMIAHUM BbI Obl
no3BoHWIM? ([Jo cux Mop, Kak He TPY/IHO 3aMeTUTh T10 KOJIMUeCTBY TyO/IMKaiui,
MpaKTUYeCKU KaXKbIi )KypHanucT otBevyan: NameLab)

A Kakoe 13 3TUX Ha3BaHUU BaM OyzieT jierue BCTIOMHUTD Hejlesielt rmo3xe?

W, HakoHel], eC/li BaM MpECTOUT /laTh Ha3BaHWe COOCTBeHHOU (upme, K



KaKOU M3 3TUX KOMIIaHU# Bbl 00paTHUTeCh 3a TIOMOIIIbIO?
Bribvpasi Ha3BaHWe, TIOfiBepraiiTe KaX/Ablii W3 pacCMaTpPUBAeMbIX
BapMaHTOB MPOBEPKe Ha «MH(OPMALIUIO K JJINHE TeKCTa».



I'enunanbHOCTh Federal Express

Komnanusi, koTtopasi  mposiBWIa  MOMJIWHHYK  TeHUAJbHOCTb B
TIPU/IyMbIBAaHUM COOCTBEHHOTO Ha3BaHUSI M, BO3MOXKHO, yMeCTW/a B HEM ellje
6onbliie Tiosie3HoM nH(opmaruu, — 310 Federal Express.

CnoBo «3Kcrmpecc» He ObLI0O 0OUXOAHBIM B TO Bpemsi, korna ®@pen Cmut
BbIOMpan uMs Jijis CBoeil HOBOM KomriaHuu. OfHako Gsarozapsi TOMy, UTO OHO
WCII0/Ib30Ba/IOCh B Ha3BaHUAX, Harnpumep Pony Express®™ u T.In., 3TO CJIOBO
acCOLMMPOBAnoCh C «OBICTPOM [OCTAaBKOM TIOYTOBBIX OTIIpaB/ieHui», Oomee
ObICTpOM, ueM Mpu oOpallieHUH B OObIYHbIE TTOUTOBbBIE CITY>KOBI.

* YacTHas KOHHasi routoBasi ciayxba «[loHu 3Kcripecc» fAeiicTBOBana C
anpenst 1860 no HostOps 1861 roga mexxy ropogamu Cent-/xo3ed, Muccypu u
Can-®paHiucko (o ApyruM uctouHrkam — CakpameHTo) B Kamudophumu.
PaboTa KOHHOM TOUTHI 171a TIOA, AeBu3oM «[louTa Zo/mKHA OBITH AOCTaB/IeHa ,
npu 00bIX 0OCTOsITE/IbLCTBAX». BepxoBble Kypbepbl, HECMOTDPS HU Ha KaKue
00CTOsITe/IbCTBA, I0/DKHBI OBLIM [JOCTAaBUTh MOUTY HA paccTosiHue Oosee 3 ThIC.
KM B TeueHue 8-10 gHei. — I1pum. nep.

Tereps mepes; KOMIMaHWel BCTa/l CAeyHOIIUNA BOIPOC: UTO ellje AO0DKHO
BbID@)KaTh Haille Ha3BaHMe? «To, UTO Hallla J0CTaBKa [IeHiCTBYeT I10 BCeM
ctpane». Ilpo cebss Cmut, BeposiTHO, mepebpas BCe OYeBU/HbIE BapUaHTHI,
ObicTpo mipuxopsiue Ha yMm: National Express, Nationwide Express u US
Express.

A BOT  cnoBeuko  «(efepasibHbI»,  HOPUIUYECKUM  TepMUH,
UCTIONB3YIOIIUKCS [T 0003HaueHWsi TOJUTUUECKOM CUCTeMbl —IIITaTOB,
00beJUHEHHBIX 1[@eHTPA/bHBIM MPABUTE/ILCTBOM, He MPUXOJUT Ha YM TakK Cpasy,
YTO [/l Ha3BaHUS sBJsieTCsl OOMBIIMM TIpeuMyliiecTBoM. bosee Toro, B cioBe
«(henepanbHbI» COMIEP)KUTCS HAaMEeK Ha TIPAaBUTENLCTBEHHYIO CaHKIUIO WU
CTaTyCc, 4TO [O/DKHO Obl10 mpujaTh HasBaHuio «Federal Express»
JIOTIOJIHUTE/IbHBIN BeC B Heu30e)XHOW KOHKYDEeHI[MM C TOCyJAapCTBeHHbIMU
MOYTOBBIMU ~ Ciy>kOamu. (CMUT TIpU3HA/ICS, 4UTO CJ0BO «(enepabHbIN»
TIOHPaBU/IOCh €My CBOMM TIaTPUOTHYECKHMM 3ByYaHHeM, XOTSi OCHOBHOM
TIPUUMHON TOTO, YTO OH OCTAHOBW/ICSI UMEHHO Ha TaKOM Ha3BaHWH, ObIIO TO, UTO
TiepBOHauasbHbI OW3HeC-TJIaH ero KOMITAaHWW TIpeAyCMaTpYBaia BO3[YILHbIE
rpy3onepeBo3ku i1 PenepanbHOM pe3epBHOM crucTeMbl CIITA.)

WUtak, c1oBo  «denepanbHBI»  TpeAcCTaBiaseT  coboli  Oomee
3alIOMHUHAIOIUNCS U 00Jlee BHYIIUTE/IbHBIN C11I0Cc00 3asBUTH O I0CTaBKe T0 BCeit



CTpaHe.

Terepp MOCMOTPYMM Ha 1[BETOBOE pellleHWe JIOroTuna kommnaHuu. LlBeTa
norotuna Federal Express onsiTe HaMeKarOT Ha rOCyJapCTBEHHYIO CaHKLIUIO, TaKk
Kak pellleHbl B TPaJUIMOHHOM KpacHO-0esio-cvHell TaMMe aMepUKaHCKOTO
¢nara, HO TMOAYEepKMBAIOT Ooslee BBICOKOE KayeCTBO IyTeM 3aMeHbl
0OBIKHOBEHHOT0 CHHero 1Beta ¢uiara Ha 6Oonee r1yOokuii (hHOIETOBO-CUHUN
OTTEHOK.

Takum o6pa3om, B Ha3BaHuu «Federal Express» copmep>kurcs 0COOBIi
MOLIHBIN MOCHUT — «I1000HO TOCYApPCTBEHHOM MoUTe, HO ObICTpee U JIyullle»,
BbIDA)KEHHBIN MPU MOMOLLY BCEro /ByX CJIOB M ABYX L[BETOB, — MOTpsicaroliee
COOTHOIIIeHHe «UH(OPMaLIs/ITHA».

[Tycts Federal Express ctaHer asisi Bac Toukoit otcueta. Cripocute cebsi:
Kak MHOro MH(pOpMal[uu O Ballleli KOMITaHWW W KakK ObICTPO cooOIllaeT Baiiie
HasBaHue? [locTaTouHO /M 3((eKTHBHO Bbl MCIO/b3yeTe LIBETOBOE pelleHue?
Copep>XUTCsi /id B LJBETOBOM pelleHWH Balllero JIOrOTUIIA Ta ke UH(opMalus,
YTO U B €0 CJIOBECHOM COZlep>KaHUU?



B nmoroxe 3a TOproBou MapKou

[Toka3aTresnbHast Hefenss W3 MOEM JKU3HW. B TMOHeJe/NbHUK 3BOHHUT
TaJIaHT/IUBbIN FOPUCT. OH AB/SIeTCA OJHUM W3 JIYULIUX CIeLUaJMCTOB B CBOEU
o0s1acTH, HO TepsieT KJIMeHTOB, YCTYyTiasi ux 0osee c/1abbIM IOPUCTaM, CTyKallliM
B [IBYX M3BECTHBIX HOpuANUecKux Gupmax. OH XO4eT 3TO UCIIPaBUTh.

Cpena, Beuep. 3BOHMT Mpe3WJeHT CTPOUTebHOW KoMmiiaHuM. IIlupoko
pa3peK/IaMHUPOBaHHbIM KOHKYPEHT 3arpailiiBaeT ropaso 0osiee BLICOKYIO LieHY
3a Te )Ke yCIyrd Y, TeM He MeHee, MOjlydaeT 3akKasbl, XOT Y MOEro KjuWeHTa
TI0/THast KOMHATa Harpas 3a OT/IMUHOe KaueCTBO PaboThl.

YTpo ueTBepra. 3BOHUT Mpe3ufeHT MpodeCcCUOHaTbHOW KOHCAATUHTOBOU
¢dupmbl. Ee GusHec mocTerieHHO pacteT Grarofapsi peKoMeHAAlsM KIUeHTOB,
HO OHa He MOXKeT 00UTbCs Hosiee MpUB/IEKATeMbHBIX, MPECTMXXHBIX U CIIOXKHBIX
3aKa3oB. Bce oHuU fiocTaroTcs hrpmam, UMEIOIUM 00JTbIIYI0 U3BeCTHOCTb.

To, uTo g onmcasn, — peanbHas Heflens M3 moed ku3Hud B 1995 ropy. K
KOHIIy rofia si ObL/T TOTOB OKPECTUTh €ro «rofiloM TMOTOHU 3a TOPrOBOM MapKOi»,
rOZIoM, KOTZia ThICSIUM TIPeATNpPUsATUIN cdepbl YCJIyr HaKOHeL] 0CO3HAIu OrPOMHOe
B/IMSIHHAE, KOTOpPOEe aeT U3BeCTHOCTb.

Kax/plii U3 3BOHMBILMX CTpajiajl MO0 BUHE KOHKYDEHTOB, 00/a/laBLINX
Oosiee U3BECTHBIM UMEHEM WA TOProBod MapKoi. KommaHuud MouX K/IMeHTOB
Tripe/ijiarajii OueHb KaueCTBeHHbIe, 1a)ke MPeBOCXOHbIe 110 KaueCTBY YC/IyTH, HO
Tepssii TOoTpeOuTenell W3-3a HeJOCTAaTKa W3BECTHOCTH. Kakgasi KoMraHUs
TIOCTEeIeHHO pocC/ia, HO MeJl/IeHHee, YeM TOr0 3aC/Iy’KHUBasla.

M Bce pyKOBOAWTEIM HAKOHeL] OCO3Ha/d OYeHb Ba)XKHYH Bellb: B
MapKeTHHTe YCJIyr Majio UTO OKa3bIBaeTcsi 0Oojiee T0Jie3HBIM, UeM H3BeCTHas
TOpProBasi MapKa.



Pa3Be BpeMs roCrojCcTBa TOProBbIX MapoK
ellie He IpoILIo?

3aro/ioBKM B [IeJIOBBIX >KypHasjaxX BOMpPOIIaOT: «Bpemsi TOProBbIx MapokK
TIPOIIIIO?», W, CTOJIKHYBIIMCH C TMOAOOHBIMU 3aro/JIOBKAMM HECKOJILKO pa3, BbI
TIOCTETIEHHO pelllaeTe, UTo, JO/DKHO ObITh, 3TH CIYXHW MpapauBbl. Ho Ha camoMm
Jiefie 3TO He TaK.

Te, KTO TOBOPUT O KOHI|e T'OCIIO/ICTBAa TOPIOBBIX MAapOK, MPeIbSBISIOT B
KauecTBe «/j0Ka3arenbCTBa Ne 1» pacTyiuii 06beM HellaTeHTOBaHHBIX TOBApOB U
TOBApOB, CHAOKEeHHBIX TOJBKO (PPMEHHBLIM 3HAaKOM MarasuHa.

Oty Hab/rofaTenM yIyckaloT W3 BHja TOT (DaKT, UTO HelaTeHTOBaHHBIE
TOBapbl Ha CaMOM /[iejle He T[IOJTHOCTbIO JIMIIIeHbl TOProBOWM Mapku. B
TIO/Ib3YIOIEMCSI  XOpOIllell M3BeCTHOCTbI0 Mara3vHe TaKue TOBapbl, C TOUKHU
3peHus TIOTpeOuTesIs], UMEIOT OTpe/ie/ieHHbIe rapaHTUM KaueCTBa, FapaHTUU TOTO
MarasvHa, B KOTOPOM OHH TIPOZIaf0TCsl. Mara3uH rapaHTHpPYeT, uTo ToBap Oyzer
COOTBETCTBOBaTb CBOEMY IMpe/JHa3HaueHH0. VIHbIMU ClI0BaMU, 3TOT, Ka3aaoCh
Obl, He UMeOIMKM (UPMEHHOTO 3HaKa ToBap (PaKTHUeCKHW MMeeT TOBAPHBIM 3HAK
MarasuvHa.

CoBepIlIeHHO OueBH/IHO, YTO TOBaphbl, OGUIMAILHO CHaO)KeHHBIE
(bvpMeHHbIM 3HAaKOM MarasuHa, TO)Ke UMelOT TOPrOByI0 MapKy, TOPTOBYIO MapKy
yCJIyTU, @ He TOBapa, HO 3TO He MeHsieT fena. s mokymnaresns TOT (akT, uTo
JAHHBIM Mara3uH eMy yno0eH U OH, BO3MOKHO, TI0/Tb3yeTCs €r0 yC/IyTaMH yKe B
TeueHWe MHOTHUX JIeT, TIPHAeT 3TOW TOProBoii MapKe 0Co0yI0 CHITY.

OpHako [aBaiiTe TIPeATIONOXKUM, UTO JIFOAW, [OKasbiBarolue oOpaTHoe,
TIPaBbI ¥ TOBaphI, He CHab)KeHHbIe (PHPMEHHBIM 3HAKOM WM CHab)KeHHbIe TOJTbKO
(bvpMeHHbIM 3HAKOM Mara3vHa, He UMelOT TOProBol Mapku. M uto paasnbliie?

B MoMeHT, Korjla mMcaiach 3Ta KHUTa, TT0/J0OHBIM TOBapaM IMPHHA/JIeKasio
7 TIPOLIEHTOB OOIIlero pbIHKA, OCTABIIMMHCS 93 MpOIeHTaMH MO-TIPeKHEMY
B/IaJIelOT W3BECTHble TOProBble MapKU. YUUThIBas, 4YTO HelaTeHTOBaHHBIE
TOBapbl M TOBapbl C (MpPMEHHbIM 3HAKOM MarasvHa Tropas3/i0 [ellleBjie, uTo
MHOT'Me Mara3vHbI IIHPOKO PeK/IaMHPYIOT BbICOKOe KaueCTBO TOBapOB CO CBOMM
(bUpMeHHBIM 3HAKOM, UTO COOOpa3uTe/ibHbIE TIOKYIIaTeu yKe AoraZialuch, UTO
10/[0OHbIe TOBAphI MPEeACTaB/SIOT c0O0l BCe Te yKe TOProBble MapKH, TOMBKO B
Mara3suHHOM yTaKOBKe, TOT (DaKT, UTO TaKUM TOBapaM IPHUHA/IJIEXKUT BCEro 7
TIPOLIEHTOB PbIHKA, Ka’KeTCs yIMBUTe/IbHbIM. [0 Tex 1op, MoKa Bbl He OCO3HaeTe
MOT'YUyt0 CHUJTy TOPTOBbIX MapOK.



duUpMbI, YbM TOProBble MapKU U3BECTHBI M0 BCeM CTpaHe, 4acTo MPOCST 3a
CBOIO MPO/YKI[UIO ropa3zo 6osbliie — WHor/a Ha 1jesibix 40 MpoLeHTOB, XOTS 10
KayeCcTBY WX MPOAYKLUS B JyullleM Cjiydyae COOTBETCTBYeT aHaJ0TMYHbIM
TOBapaM, CHaO)KeHHBIM TO/MbKO (DMPMEHHbIM 3HAaKOM MarasuHa. VM Bce ke TIO
o0beMy TIpOJl@X Ha MarasvHHble TOBapbl TIPUXOAWUTCS TOMBKO OJfHA
yeTbIpHaZLIaTas 4acTb. YAuUBUTeMbHO. HO 3TO Jydlliee CBUZETENBCTBO TOTO,
CKOJTb BEJIMKO B/IMSTHHE TOPTOBOUM MapKH.

Bpemsi TOproBbIX MapoK ellje He TpOII0, U BaM TOje3HO ObLIo ObI
003aBeCTUCh CBOE.



Topropas Mapka BMeCTO rapaHTHH

Yrto Takoe ToproBasi Mapka? JTo Oosblile, YeM MPOCTO CUMBOJ. B rna3zax
TIOKYTIaTe/isi OHA SIBJISIETCSl OTpe/ie/ieHHOW TapaHTWel, obelllaHWeM TOro, 4YTO
nipeanpusTie cdepbl YCIyT, BAajerolliee 3TONW TOProBOM MapKoW, He yPOHUT
YyeCTh UMEHU MPeJI0CTaBUT yCJIYTH OTpe/ie/IeHHOTO KauecTBa.

B KakoM-TO CMbIC/ie TOproBasi Mapka JlaXke BaykHee HACTOsl I1leil rapaHTHM.
Hu omHO rapaHTuiiHOe 00s13aTe/IbCTBO He /laeT /I0CTaTOUHYH) KOMIIeHCalluto,
TIOCKO/IbKY OHO He BO3MelljaeT MOCTPajJjaBllieMy pacCTPOMCTBO U HEY0OCTBO OT
BO3HUKIIIEN TMpo0sieMbl, TIOTePSIHHOe BpeMsi U HeoOXOAUMOCTh 3asiBlSiTh O
HeucrpaBHOCTU. UTO KacaeTcsi TOProBoi MapKu, TO OHa mpruobpeTaet Hobiiioe
3HaueHue, TOCKOJbKY SIB/IsSeTCs Kak Obl rapaHTWell TOro, 4TO K/IMEeHTy He
NoHa/jo0uTCcsi Tipuberarb K HacTosileld rapaHTUd U TpeboBaTh CTPAXOBOTO
BO3MeIIleHHsl.

Ellle Ba)KHee TOproBasi Mapka /ijisi TloTpebuTesnieil yc/yr, MOTOMY YTO JIUIIIb
HEMHOTHe MpeArnpusTUs cdepbl YCIyT Jal0T CBOUM KJ/HMeHTaM TrapaHTUMHbIe
00si3aTe/IbCTBa, YaCTUYHO TIOTOMY, UTO [jii MHOTUX BHUIOB YC/IYT [IOCTaTOUHO
CJIOKHO TIPeyCMOTpDEeTh BO3MO)KHbIe TapaHTHiiHbIe Ciayuyau. Kak, Hampumep,
MOKHO []aTb TapaHTHIO TOTO, YTO FOpUUYecKas KOHCY/IbTal[usi TPUHeCeT BaM
oXkuzaeMyr monb3y? Uto oduiuaHT 00C/IyKUT Bac JO/DKHBIM obOpa3oM? UTo
HaJIOTOBBIM KOHCY/IBTAHT Hali/leT BCe BO3MOXKHOCTH /IJIsi CHUXKeHHUs1 HayloroB? Bo
MHOTUX C/lydYasiX [aTh TaKhe rapaHTUd HEeBO3MOXKHO. EJMHCTBeHHOe, Ha 4UTO
MOJKET paCCUMThIBaTh TOTpeOUTeNb, JIMIIEHHbINM KaKWUX-TM00 TapaHTUMHBIX
00s13aTe/IbCTB CO CTOPOHBI (PUPMbI, — 3TO Ha TOPTOBYIO MAapKy.

MIMeHHO Tak ¥ MOCTYMalT MOTpedbUTen yCIyT: Tpu BbiIOOpe KOMIIAaHUW OHU
OTMPAIOTCS HA TOPTOBYIO MAapKy.

Ycnyra Bcerza Tipe[cTaBiisieT co0oii Hekoe obelljaHue, a TOproBasi Mapka
TIPU/IACT BailleMy 06eljaHuio OO0JIBITYIO 1IEHHOCTb.



YT0 r;1aBHOE B TOProBoM Mapke?

Korga moreHI[ManbHbIM TOTpebuTeb faeT MepBOHaYasbHOe Corjache Ha
UCTIONb30BaHWe KaKOW-TO YCIyrd, 4To OH TipuoOpertaer? Huuero, kpome
o0el1laHus1, UTO 3Ta (pUpMa BBITIOJIHUT OTIpe/ie/ieHHbIe 00si3aTe/NbCTBa.

Takum o0pa3oM, camMbiMU TIpUB/IEKATeNbHBIMU [IJIi  TIOTpebuTessi
OKa3bIBalOTCs Te MPeANpUsiTUs chepbl YCIyT, KOTOphIe ZiepKaT CBOU 0beljaHuUs.

OTO TakKe O3HAuaeT, UTO I7IaBHOe B TOProBOM Mapke, TO, Oe3 uero oHa He
CMOJKET CyILeCTBOBaTh, — UECTHOCTb CaMOU KOMIIaHUU U ee CJTy’Kall[uX.

LleHHOCTb TOPrOBOM MapKu KoJieh/ieTcsi B 3aBUCMMOCTH OT TOTO, HACKOJIBKO
YyeCTHON U 00si3aTeNlbHON BBITVISIAUT KOMIIAHUSI B IVIa3ax MoTpebuTteneii. D10
paBHOBecHe OueHb XPYIKOe, U KaKZas OIIMOKa MO)KeT HaHeCTU el OObIoi
yPOH. MBI BCe CTa/JKMBaJIuCh C (UPMaMU, KOTOpble TIO/BeJIM Hac BCEro
OJHaX/Ibl, HO TIOJBeMU cepbe3H0. OHU COoJIra/ii HaM WJ/IM CKa3au TOJIbKO YacTb
nipaB/bl. [Tocne mogo6HOrO MPOKMCIIIECTBUST MbI TIOTEPSI ZIOBepHe K TOPrOBOM
MapKe 3TOM KOMIIaHUM, U KOTJia Mo3/jHee KTO-HUOy/b 3a/laBajl HaM BOIIPOC O ee
yCJiyrax, Mbl, MOXKeT ObITh, CKa3aju He TaK MHOTO, HO BIIOJIHe SICHO BbIpa3wuiu
CBOEe OTHOLLIeEHWe, — a TaKasi MOJIBa UMeeT CBOMCTBO PacClipoOCTPaHSATHCS.

[IpeasiaraeMbie BaMU YCIYTH MOTYT ObITh ObICTDee, fiellieBe, ayullle, U BCe
PaBHO BbI He J0ObeTECH yCIiexa, eC/IM BaM He yAacTCs 3aBOeBaTh loBepue /el
U JI0Ka3aTh, UTO BbI JIeP>KUTe CBOU 00elllaHusl ¥ TOBOPUTE TpaBy.

[1aBHOEe B TOProBOM Mapke, 0COOeHHO B cepe yCIyT, 3aK/IHOUaeTCsl He B
KpacuBOM yTaKOBKe, UICKYCHOU peKjlaMe WM 3ByYHOM Ha3BaHUM, H300paXkeHHOM
Ha BceM — OT yTOo/IOK fI0 OpenkoB AJisi Katoueld. [1aBHOe B TOPrOBOM Mapke
NIpeAnpusATUsL Cepbl YCIYT U KU K JOATOBPEMEHHOMY YyCHeXy MpeArnpUsTUs
— 3TO UECTHOCTb JIHOJeH, CTOSIIIUX 3a TOU MapKOM.

[IpanoBeayliTe UeCTHOCTh KaK eBaHre/Me M XOPOLIO 3a Hee IulaTuUTe. JTO
I7IaBHOE, UTO CO3/laeT Ballly TOPrOBYIO MapKy.



Kak u3BecTHasi TOproBas MapKa B/IUfAeT Ha
00beM nmpogaK

BnusiHe TOProBo MapKu Ha 00beM MpojjaXk CBOAUTCS K TPEM OCHOBHBIM
BelllaM. Bo-mepBbIX, moJymaiTe 0 TaKOKW 4aCTO BCTPEUArOIecss CUTyaLn: KTOo-
TO CJIBILIUT TIOJIOKUTEJIbHBIM OT3bIB O Ma/IOM3BECTHOW KOMIIAaHWU, OH TOMHHUT
CyTh pacCKa3aHHOTO, HO, eCTeCTBeHHO, 3a0bIBaeT ee Ha3BaHue. TakuM oOpa3om,
OH y)Xe He MOXeT repeZiatb 3Ty UH(popMaLMio Jasbiie. Korga TOT ke uenoBek
C/IBILLIWT UCTOPUIO O KOMITAaHWH, Ube UMS SB/ISIETCS U3BeCTHOM TOPrOBOW MapKOH,
OH TIOMHMUT He TOJIbKO CaM pacCKa3, HO U Ha3BaHUe YIOMUHaBLIEHCsl (GHPMBIL.
Tenepb OH MOXeT IlepecKa3aTb YC/bILIAHHYH WCTOPUIO [PYTHMM JIFOZSIM.
N3yctHasi MonBa O (upme, SBJSIOLIENCS W3BECTHOW TOProBOM MapKoOW,
pacrpoCTpaHseTcs Jajbllle W Jjerdye, yeM O MaJOU3BeCTHOU KOMIIaHWH, W,
COOTBETCTBEHHO, YBeJWUYMBAeT UKWC/IO 3auHTEPeCOBaBLIMXCS 3TOW (QuUpMON
TIOTeHI[Ma/IbHbIX TIOTpebuTeei.

Bo-BTOpBIX, Onarofiaps TOProBOM MapkKe /oAU C Oosbliieii JIerKOCTbIO
TepexosAT U3 YMC/a «IPOCTO MHTepeCYIOLIUXCS» B YMC/IO0 KIUeHTOB. VimMes fesio
c ¢upmoii, ube Ha3BaHUe SIB/SIETCS W3BECTHOM TOPrOBOM  MapKoOW,
TIOTeHI[MabHbIe TMOTpeOuTe/N YyBCTBYIOT cebsi yBepeHHee U MeHbllle OOSITCS.
«Hukoro emje He yBomwIM 3a TO, uto OH obpartuncs B IBM» — crano
TIPAKTUUECKU TIOTOBOPKOM, W TO K€ CaMOe OTHOCUTCS K BbIOODY W3BECTHBIX
npeanpusAtTui  cepbl  ycayr. [Ipy  paBHbIX yCWIMSX TepcOHana YHUC/IO
3aK/IIOUEeHHBIX C/leJIOK HAMHOTO Oosibllle 'y U3BeCTHOW (UpMbl, ueM Yy
MaJIOU3BeCTHOM.

B-TpeTbux, TmoOAyMaiiTe O TUMWYHOW TMpoOsieMe  MajioUu3BECTHOTO
nipeanpusATys cdepbl yciyr. YToObl ornpaBAaTh BbIOOP TAKOTO MPeATPUSTHS, ero
BO3MO)XHOMY K/IMEHTY UaCTO TPUXOJUTCS o00pamarbCsi C Tpocb0oil o
TIPOBeIeHUM MHOTOUMCJ/IEHHBIX MPe3eHTalUu /151 KIF0UeBbIX JIUL ero KOMIIaHWUH
(umu asis ero CyTpyrH, eciu peub ujeT 00 ycayre, OpUeHTUPOBAHHOM Ha
YaCTHBIX TOTpebuTesneii). Hepeko Masou3BeCcTHOe TMpeATIPUSITUE 3aTpauriBaeT
Ha TpollecCc TIOAy4YeHUs 3aka3a Oosibllle, UueM B UTOTe TOjiydaeT. Brajenbiibl
TOPrOBOM MapKH He 4aCTO BbIHYXK/EeHbI U/ITH Ha Takue 3arparbl. Ha camom fene
norpebuten OObIYHO OOpaIalOTCS B W3BECTHblE (PUPMbI, TIPAKTUUYECKUA He
7SI/ U He pa3ayMbiBasi. Takum 06pa3om, Mpojia’ka TOBapOB U YCIyT U3BECTHOM
TOPrOBOM Mapku TpeOyeT MeHbIIIero BpeMeHU 1 3aTpar.

@upMbl, Ybe Ha3BaHWEe M YCJIYyTU CTaJId W3BECTHOU TOPrOBOM MAapKOW,



MOTYT TIO3BOJIUTH Cebe TpaTUThb MeHbllle BpeMeHHW W JieHer Ha TO, UTOOBI
TOJIyUUTh 3aKa3bl. JTO Z@eT UM [IOTIOJHUTEIbHYIO TIPUObIIbL, KOTOPYIO OHU
OMsTh BK/IQJbIBAIOT B Jef0, uToObl ele Oofbllle TOBBICUTH  CBOIO
TIPOU3BOAUTENBHOCTh U YBEJMUUTL MPOIACTh MEXX]y CBOeM KOMIlaHWel U ee
MajIou3BeCTHBLIMH COOPAThSIMH.

CpenaliTe mporiecc mpojaxu Oosiee TIPOCTbIM, OBICTPHIM U iellIeBbIM.
Co3pgaiiTe TOProBytO MapKy.



Jlep)KUTeCh 3a CBOIO TOPrOBYI0 MAapKy

B03M0)XKHO, 3TO TUTTMYHAs UCTOPUS JUKUX KYHIVIeN peksiaMHOro Ov3Heca,
O/THAKO JIFOAU CKJIOHHBI 3a0bIBaTh O 3aK/FOU€HHOU B Hell Mopasiu.

Ha pbiHKe TMOsB/seTC HOBOe TIIONYJIIPHOe pekjamMHOe areHTCTBo. OHOo
3aBOEBBIBAeT JIeCSTKU TPU30B U JIFOO0Bb TIPECChl, C TOTOBHOCTBIO KU/JAIOIIeNCs
Ha BCe HOBOe U nomny/nspHoe. Co BpeMeHeM 3TO HOBOE€ areHTCTBO I[10/y4YaeT
Oosbiiol 3aka3. M ecnu ydaya ¥ MacTepCTBO Ha WX CTOPOHE W areHTCTBO
CTIpaB/sieTCsl C HUM, OHO B pe3y/ibrare TojyuaeT ellle 0oJibIlle HOBBIX 3aKa3oB.
OTO areHTCTBO CTAHOBUTCS TOPTOBOM MapKOW.

Bce goBonbHbl. Wv noutu Bce. HepoBonbHb! [XOpaK, O, Mapu u HaHcu
— Ta KOMaH/ia, KoTopasi, COOCTBeHHO TOBOpSsI, U CZieJiazia BClO paboTy, JiaBphl OT
KOTOPOU JI0CTa/MUCh UX KoMmaHuU. [IpeuncriosiHeHHbIe YBePeHHOCTU B cebe, 3TU
yeTBepO TallHO BCTPEUAlOTCs W TIPUHUMAIOT pellleHHe: OHU 3abuparoT CBoe
BJIOXHOBEHHe, CBOM HapaOOTKU U CBOM 0OeCcCIIOpHBIN Ta/laHT U Tiepee3KaroT B
MUJIEHbKOe MeCTeUKO B I[eHTpe Topojla, uToObl OCHOBAaTh CBOe COOCTBEHHOE
TIOIYJ/IIPHOE areHTCTBO.

[TomuuTe, utro [xopmx, 34, Mspu u H5HCHM COCTaB/IsIIOT KOMaHAy, B
KOTOPYI0 BXOAST TIPeJCTaBUTe/NM 10 paboTe C 3aKa3uMKaMU U TIPeCCOM, aBTOP
TEKCTOB U XyJAOXKHUK, CO3/aBIlle Te CaMble TIpeKpacHble 00pasiibl peK/ambl,
KOTOpbIe Y TPUHECIU TOMY/ASIPHOMY areHTCTBY ero momy/asspHOCTb. OHU — Te
camble mroau, kKotopbiM Coca-Cola goBepusia 60 MUITMOHOB Z10/171apOB.

M yeMm e 3akaHuvBaeTCs 3Ta ucTOopusA? JKUBYT /1M1 ee repoM, Kak B
CKasKax, — J0JII0 U CYaCT/IUBO? YBbI, HeT. VIX HOBOe areHTCTBO BpeMs OT
BpeMeHH I10/ly4YaeT XOpollue 3aKasbl TO TYT, TO TaM, HO rolaMl OHU CTPajaroT
OT HeJoCTaTKa OIOKeTHBIX CPeJICTB, MyOnMKaluii CTAHOBUTCSI BCe MeHbIIle, U
pacTeT OLLyIl|eHHe, UTO Yero-To He XBaTaeT.

Yro cnyumnock? [xopmxk, D1, Maspu u HaHcu mo-mipexxHemy o06s1ajjator
Ta/JIAHTOM U OIBITOM, HO OHU yTPAaTU/IM TOPTOBYIO MapKy.

‘Toprosast Mapka — BOT BCe, UTO OHU MOTEPS/IU, HO 3Ta MOTePsi HeBePOSITHO
BeJIUKa.

Hailla ueTBepka TpofO/KaeT OOPOThCS, HaflesChb HAa TO, YTO PAHO WU
M03JHO KJ/IMEHTbl OCO3HAIOT BCH) IVIYIIOCTb TIPEK/JIOHeHUsl IiepeJ, TOPrOBLIMHU
MapKaMU U TIOWMYT, UTO UX KOMaH/ia TIpe/icTaB/isieT c0b0ii BCe TO >Ke areHTCTBO,
TOMBKO TIOZl HOBOM KpbIllleil, — U BA00ABOK C Ky/la MEeHbIIMMU HaK/aJHbIMU
pacxoiamu.

Tak mpopo/pkaeTcsi elje HEKOTOpoe BpeMsl, [OKa OJHaK[bl B IMATHULYY



II>xopK He 3aKphiBaeT 3a OO0 iBepU MX HOBOTO areHTCTBa B MOC/Ie/IHUN pa3.
[lpyunHa UX TaZieHWss He B TVIOXOM TUIAHMPOBAaHWM, He B HEOXXU/IaHHOM
MCUe3HOBEHUU BJJOXHOBEHHSI U Jlake He B HeOarompusiTHOM 3KOHOMUYeCKOMH
cutyaruu. [IpyuriHa — B TOProBOM MapKe, KOTOPYIO OHU yTPaTUIU U He CMOI/IU
Co3/aTh 3aHOBO.
OueHb OTAacHO He/I0O0LIeHHBaTh TO, KaKyl0 BaKHOCTb MMeeT Ballla TOProBasi
Mapka. Co3/laTb HOBYIO OUeHb TPY/IHO.



UeThbIpecTa ThICAY 3a TOPrOBYI0 MAapKYy

BoT BaM UCTOpUs U3 KU3HMU, S JIUIITL 3aMeHU/T UMeHa, YTOObl He TIOBPeUTh
ee HeBUHHbBIM U y/lauwIWBbIM YYaCTHHUKAM.

Ba yuenoBeka, ®un u [JoH, MOTPATUIU CEMb JIeT Ha TO, YTOObI TIPEBPATUTh
CBOIO KOHTPAKTHYIO KOMIIAHUIO B COnMAHOe mpeanpusatve. OHU OTHIOAb He
3HaMeHUThI, HO 3apabaThIBalOT [OCTAaTOUHO XOPOINO, UTOOBI, He 3a/[yMbIBasiCh,
3aKa3bIBaThb B pecTtopaHe ¢uae-MUHBOH. B 1995 rogy K HUM obOpaiijaeTcss HeKui
yesioBeK U npejyaraet 3a ux npearnpusTtre 400 000 gostapos.

KonTpakTHasi komrnanusi @una u JJoHa He uMeeT ocoboro obopymoBaHUs,
(bYpMeHHBIX MPOJAYKTOB WM YCJIyT, aTeHTOB M aBTOPCKUX MpaB. B Hell Bcero
OfVWH COTpyAHUK momMumo camux ®Puna u [loHa. [lomeleHue, B KOTOPOM
pacriosioykeHa KOMIIaHUsl, apeH/I0BaHO, YU KOMIIaHUSl He SBJIAeTCs BJlajiesblieM
He/IBDKUMOCTH, KalUTaabHBIX BIO)KEHUN U JONTOBbIX 00si3aTenbCTB. TOUHBIM
noficuer, 0e3 BCSIKMX COMHEHHIM, MOr Obl [l0Ka3aTh, YTO €AWUHCTBEHHBLIM
[IOCTOSIHMEM 3TOM KOMIaHWH, oLeHeHHOW nokymnaresneM B 400 000 momnapos,
ObUIM ee UMSI U CTIMCOK KJ/IMEHTOB.

3a uTo >Ke OH ObLI TOTOB 3ar/IaTUTh TaKykr CyMMYy? 3a CIUCOK K/IMeHTOB?
Bpsig . KnveHTBI 1Ob30Ba/MCh YCJIyraMu 3TOW KOMITAHUM OT CUJIBI JBaK/bl
3a CBOMO »KH3Hb. [ToBTOpHOE 0OpaiiieHre KIMeHTOB ObI/I0 TIPAaKTUUYeCKU TaKUM JKe
peJKUM, KaK B TIOXOPOHHBIX Oropo. Bosee Toro, Takoil crucok o6sazan Obl
1[EHHOCTBIO TOJILKO B TOM CJTyuae, ecjid Obl KJTMEHThI CUMTA/IU, YTO, HECMOTPS Ha
CMeHy X03sieB, KOMIIaHusi OyzieT mo-mpexxHeMy obecrieunBaTh Mpe)KHee BLICOKOe
KaueCTBo.

[pyrumMuy cjioBaMu, 3TH CTapble KJIWEHTbI U HOBBIE, KOTOPble MO/ ObI
BO3HUKHYTb, OPUEHTUPOBA/IUCH Ha OIpe/ie/IeHHYI0 TOProBYrH0 MapKy. V1 uMeHHO
3a 3TO MOKYyMareab U ToTOB Obin 3aruiatuTh 400 ThICSTY — 3a TOPTOBYIO MapKy
5TOW KOMIIaHMM, CO3JaHHyr0 @PuioM U [JOHOM BCero 3a CeMb JieT IIpU
[IOCTaTOYHO He3HAaUUTe/IbHbIX KalluTa/10B/I0KeHUX.

lomamu kommanus AMRE, mnpousBojsiiiasi BUHWOBYH OOILIWMBKY U
pacrniosioxxeHHast B [amace, muiatuna 30 MWUIMOHOB [I0/1JIapOB €XXerofHo (B
ceMb pa3 0oJibIlle, ueM To/lydaeMasi 3TOM KoMIlaHHel urcTasi IpUObIIb) 3a IPaBo
VICII0/Ib30BaHWsI TOPrOBOM MapKu yHUBepMaroB Sears. B pe3ysnbrare 3a cuer
JloBepus ToKyrmarener K uMeHU Sears komnaHuss AMRE umena BO3MOXHOCTb
TIOBBICUTh 1[eHY Ha TPOM3BO/IMMble BU/bI OOIIMBKM B 2,2 pa3a, U UX IieHa
3HAUMTe/IbHO TpeBblllajna CcpefHro0 1o otpaciu. (B 1995 romy sta kommaHus
oOHapy»Ku/a pyryto, Oosiee fielieByt0 TOPrOBYIO MapKy, 00ecrieunBaroiilyo He



MEeHbIIIWK ycrex, U 3akmtounna ¢ Century 21 ABafl[aTU/IETHUM KOHTPAKT Ha ee
WCI0J/Ib30BaHUe CTOMMOCTHIO B 230 MUIJIMOHOB /10/171apPOB.)

Kowmranust Kraft 6bia rpojjaHa mo 1jeHe, B BOCEMb pa3 MpeBbIIIaoIIel ee
YMCTBIA KaluTaa. ODKCIepThl COITIAIIAI0TCS, UTO eJWHCTBEHHbIM O0BsSICHEHHEM
3TOMYy CJIY)KUT Heu3MeHHasi TOIy/SPHOCTb TOPrOBOM MapKu W OrpOMHasi
LIEeHHOCTb CaMOI'0 UMEHU 3TOW KOMITaHUM.

WTaK, CKOJIbKO CTOUT TOProBasi Mapka? M Hy)>KHO /i cTapaTbCsi CO3/aTh ee?
ThiCSilUM, MWIIHMOHBI, a B JajJbHEWIIeM W MWUIMapAbl Ao/apoB. M —
OJTHO3HAYHO — HY>KHO.

ToproBast MapKa CTOUT OOJIBIITNX [IeHET.



Toproebie MapKu B MMpe, Ijie He XBaTaeT
BpeMeHH

BbI X0THTE KyITUTh HOBYIO ayauocructeMy. [10CKO/IBbKY Bbl TFOOUTE MY3bIKY
Y HeHaBU/IUTe TIOMYCTY TPaTUTb JIeHbI'H, Bl XOTUTE BbIOpaTh UTO-TO JOCTOMHOE.
Ho momMuMo 3TOro Bam ellje Hy>KHO OTBETHUTb Ha BOCEMb 3BOHKOB, TO/CTPUYb
Ny>KaKy mepeJ IoMOM, CBOAUTH peOeHKa Ha TPEHUPOBKY M CXOAMUTh Ha KOHIIEPT,
Ha KOTOpbI yKe KyTuleHbl OwieTbl. VIHBIMH C/IOBaMHM, Bbl THITAYHBINA
aMepHKaHell, Y KOTOPOro MOCTOSTHHO He XBaTaeT BPEMEHHMU.

[ornonHuTe/IbHOE BpeMsi 3a [IeHbI'M He KYIIWIlb, 3HAUWT, YEeM-TO TIPUETCS
)KepTBOBaTh. BaM HY)KHO HaWTH CrocOO CIKOHOMHUTL CBOe BpeMsl U KaK-TO
YCKOPUTb TPUHSTHE PellieHus1 0 HOBOM ayu0CHUCTeME.

K cuacTbto, Takol crioco0 ecThb: BbI MOKyTaeTe ayAUOCUCTEMY U3BECTHOU
Mapku. TOproBble MapKd YacTO BBICTYNAlOT B POJIA SKOHOMSIIETO BpeMsi
dakTopa B Mupe, IJje KaKbIi UIIeT Crocob cenaTh BCe KaK MOXKHO ObICTpee.
Yactro Bca wuHbOpMalusa, Koropas TpeOyeTcsi g BblOopa  HOBOM
ayIMOCUCTEMBbI, — 3TO TOProBasi MapKa ee W3rOTOBUTEJISl, HECMOTPSI Ha TO UTO
MOKHO ObUIO Obl HaliTu Ooslee COBEPILEHHYHO ayJUOCUCTeMYy MasiOu3BeCTHOM
KOMIIaHWH, TIPOAAroLyrocst Ha 30 MPOLIEHTOB JelleBIie.

BriOupast ayjuocucTeMy W3BeCTHOM MapKH, Bbl HEBOJILHO TOATBEPIKIaeTe
TPaBU/I0 COBPEMEHHOIO0 MAapKETHHIa: YeM MeHbllle BpeMeHU OCTaeTCs y JIHJeu,
TeM OoJsiblllee 3HaueHWe TMPUOOpeTal0T TOProBble MapKW. A BpeMeHH Y
COBPEMEHHBbIX aMepUKaHIIEB [IeUCTBUTENBHO CTAHOBUTCSI BCE MeHbIIE U
MeHbIIIe: KOMITAaHWUM COKPAILlAl0T IITaT U HEMBICIMMO TIOBBIILIAKOT HArpy3Ky Ha
BbDKUBIIMX TI0C/e COKpaujeHusi. [Inss  9STUX JiIoged Jopora  Kaxzaas
COKOHOMJIEHHasi MUHYTa, ¥ TI03TOMY OHH obparlriaroTcsi K ¢hrupMam, Uby TOBaphbl U
YCIYTU UMEIOT U3BECTHBIE TOPrOBbIE MApKH.

HaviTe CBOMM TIOTEHLMAJbHBIM K/IWEHTaM BO3MOXHOCTb C3KOHOMUTh
Bpemsi. JlaliTe UM TOPrOBYHO MapKy.



Toproebie MapKu U CH/ia HEOOBIYHOIO

[TorpoOyiiTe mpoBecTu cieaytoiuii TecT. Huke nprBegeHO OOJBITHHCTBO
BeJTMKUX TOPTOBBIX MAapOK aHI/IOrOBOPSIIero Myupa (pa3yMeeTcs, I MOT YITyCTUTD
HEKOTOpble MapKh, HO CaMO TO, UTO UX MOXKHO YITyCTHTh, YK€ TOBOPHUT O
MHOTOM):

Harley Davidson Sony Honda

Procter amp; Gamble Nike Levi Strauss

Rolls Royce Disney Xerox

Kleenex Coca-Cola Mercedes-Benz

Lloyd's of London Nikon Harvard

Kodak Microsoft Marlboro

Yro ocobeHHO TmoOpakaeT Bac B 3ToM crrcke? HeoOGbUHOCTD
HavMeHOBaHUN. HeT mpakThuecku HUUEro APyroro Ha CBeTe, UYTO HOCH/IO Obl
9T Ha3BaHUs. Bbl He 3HaeTe APyruXx Bellel, KOTOPbIe Ha3bIBAJUCh ObI «Sony»,
«Disney», «Harvard», «Kodak» wmu «Harley». Tonbko Te, KTO wu3yuas
MH(}OMOTHIO M 3HAeT aHTUUHYI0 OorvHi0 HUKY WM aHTPOIIOIOTHIO U TIOMHUT
uccnenosatens Kioma JleBu-CTpoca, MOTyT HaWTH UYTO-TO 3HAaKOMOe B
Ha3BaHusx Nike u Levi-Strauss.

3aymaiiTech HaJi Ha3BaHUSMU CJIEAYIOIIUX TOPTOBBIX MapOK Pa3/MUYHbIX
BU/IOB YCJIYT U CIIPOCUTE CeOsi: T7ie ellje BaM ITPUXOJUI0Ch UX C/IBIIIATh?

Byxrantepckue ycnyru: Ernst amp; Young, Deloitte Touche,

Coopers amp; Lybrand, Peat Marwick. FOpuauueckue ycnyru: Skadden
amp; Arps, Covington amp;

Burling, Fulbright amp; Jaworski, Pillsbury, Madison amp;

Sutro.

KoncanTtunrossle ycnyru: McKinsey, Bain, Senge, Hamel,

Prahalad, Drucker. IIIkosmel 6u3Heca: Wharton, Tuck, Fuqua, Harvard,
Stanford.

Pa3zymeeTcsi, B K&XK/[OM M3 3TUX KaTeropuii yCIyr Bbl HakieTe XOTs Obl OTHO
«00bIyHOEe» Ha3BaHue: Arthur Andersen B ob6sactu OyXraaTepcKux YCIIyT,
Sullivan amp; Cromwell cpegu topuguueckux ¢upm, Tom Peters B
KOHCy/bTaTUBHBIX ycayrax u Kellogg cpenu mkon 6usHeca. (XoTs MprcBoeHue
IKosie OW3Heca Ha3BaHUSA YCIIEITHOW KOMIIaHWW, O0O0/afiaroIier IITMpPOKOM
W3BECTHOCTBIO, Ka)KeTCA MHe BeCbMa YMHBIM XOJOM C TOUKHA 3peHUs
MapKeTHHTa, HeCMOTPS Ha TO UTO Ha3BaHHe 3TO BITO/IHEe 00OBIYHOE.)

Ho kakgoe W3 3THX HCK/IIOUEHWH TONBKO J0Ka3biBaeT o0Iriee MpaBUIIO.



BOMBIIMHCTBO BETMKUX TOPrOBBIX MAPOK HU C UeM He CITyTaelllb. DTH TOPrOBbIe
MapKH aCCOLIMHUPYIOTCSI B CO3HAHUU JIFOEM TOMBKO C KOMITAHUSIMH, KOTOpbIE 3a
HUMU cToAT. [IpyM WX yNMOMHMHAHWM JIFOAW HE MOTYT BCIIOMHUTb HUYEro
OJTHOMMEHHOI0, HO BBI3bIBAIOII[ETO IJIOXHE aCCOLUAlUU.

Mgl crieiyeM TOMY >Ke CaMOMY TIPHUHIUITY TPH BbIOOpPe MMEHM [I/isi CBOETO
pebeHka. be3Ka/joCTHO MCK/II0OUaeM Mbl BCe BapUaHThI, CBS3aHHbIE C TJIOXUMU
accoupanusamu. Tak, mocne ripe3ugeHta HuUkcoHa U YoTepreiTa amepUKaHI[bI
riepecTa/jid Ha3blBaTb Ma/JBYMKOB HMMeHeM Puuapz, a poauTenu BCero mupa
TIpeKpaTU/IM Ha3biBaTb CBOUX JeTedl Ajonbdamu 1ocie Bropoit MupoBoi
BOMHBI.

CMBIC/TIOBBIE aCCOLMALIMM  OBICTPO BO3HMKAIOT B UYe/IOBEUECKOM MO3TY.
Pa3ymMHBIM PYKOBOJUTENb TIPeANpUATHAS Cepbl yCAyT IMocTapaeTcs H30exxarb
B/IMSTHUS HEraTUBHBIX aCCOLMALMM, BbIOpaB [yid KOMITAHWM W CIIelMa/IbHbIX
TOPrOBbIX MAapOK TaKOe Ha3BaHWe, KOTOPOE HU C UeM He CITyTaelllb.

Yrobbl YCKOPUTH TPOIECC TpeBpalljeHus] Balllero Ha3BaHHsS B TOPTOBYIO
MapKy, BbIOepHTe Takoe Ha3BaHHe, KOTOPOe HU C UeM He CITyTaelllb.



‘Toproseie MmapKu U HAHA U3 lllepugana

BbI roBopuTe, TOProBble MapKd — 3TO [ijisi 6oraThix? A BOT U HET, 4TO U
Jl0Ka3bIBaeT UCTOpHs 0 HsiHe u3 lllepraHa.

KeiiT TépMaH, BO3MOXKHO, MPE/ICTOUT CTaTb B Oy/yll[eM Mpe3u/IeHTOM OUYeHb
YCIeITHOW KOMMaHWM, HO CerofHs OHa oObIuHasi CTapIlleK/JIacCHUIIa,
nofipabatbiBatoitiasi B CBOOOJHOe BpeMsi HsiHell, U TIDUPOXKAEHHbIN TeHui
MapKeTHHra. KelT HaxO[UT B OKpyTe KaJ0e MeCTO, KOTOpPOe 4acCTO IMOCellatoT
pOAUTeNN: MarasvH WIpyIleK, MarasvH TOBAapOB [Jis [ieTel, JeTCKHhe cajbl U
JleTHUe jiarepst [171s1 IKO/IbHUKOB. OHa yOeKziaeT BiiafiesiblieB 3TUX YUpPeXIeHUH,
YTO OHUM TPUHECYT TO/b3y POAUTENSIM, eCIU Pa3MecTIT y cebs Hak/IehKku C
peknamoii ee yciyr «KelT moouT feteii».

[To3arMCTBOBaB H/|€l0 Y MECTHBIX KOMITAHUU IO PeMOHTY KBapTup, Keut
JleriaeT KpaCHO-CHHe-0enblii peKiaMHbIN TiakaT «KeWT /ioOUT geTeid — HsHS
MUPOBOro ksjacca: 555-1111» u BelllaeT ero Ha CBOKO CTapeHbKYK KpaCHO-
CUHIOKO JIOIIA/KYy-KauasjKy. OTy JIOIIAZKy OHa CTaBUT Ha JIy)KalKe Ka)K[Ooro
[l0OMa, I7le CUJIAT C JeTbMH.

HOansa  Keut, ®psHK, BAaZeeT MeCTHbIM MarasvHUMKOM, MPOZAOLUM
BU/IEOTIPOAYKIIUIO, — ellle 0/[Ha BO3MOXKHOCTD [I/isi MapKeTuHTa. KelT ybexxaeT
@®psHKAa TO3BOMUTH €l Hak/IeWTb CBOM KpacHO-Oeno-cuHWe 5MO7eMbl Ha
cBoOOHOE MecTO Ha 00noKKax BueoKacceT. KeWT raaTuT 3a 3TO TeM, uTO
CUUT TPU Beyepa B HeZeNI0 C MajleHbKOM [J04ypKou Pp3HKa, KOTOPYH OHa
000yKaeT 1 ¢ KOTOPOM C paZioCTbI0 COTIacuaach Obl cuzieTh U GecriiaTHO.

Hena uayT Tak xopoiuo, yTo KeWT cTaHOBUTCS UeM-TO BPOZie areHTCTBa I10
Haiimy HsHb. OHa HaxoAuT paboTy A/l OPYTUX CTaplleKJacCHUL, KOTOpbIe
11aTAT ed 3a 310 10 npoueHToB. MeCTHbIe poyTe v 3Hat0T, YTO yepe3 Kelt oHu
BCerJia MOTYT HaHsSTh HSIHIO /i1 CBOero pebeHKa, M03TOMY OHU TOTOBHI T/IaTUTh
Ha 15 mipoijeHTOB OoJibllle, MUl Obl M30eXKaTb HEPBOTPENKHU C TIOUCKOM HSIHU,
0COOeHHO eC/iM Takue TIOWCKU MPOUCXO/IAT B MOC/eIHIO MUHYTY. B pe3ynbrare
HaHsThle KeWT /eBOUKM MOMy4arT B uac Oofbllle, 4eM OHU MOIJIM Obl
3apaboTarb camocTosiTeNlbHO. EcTecTBeHHO, coobpasuTe/ibHble HSHU HauWHalOT
1cKaTh paboTy uepe3 KeWr.

KeliT cdakTuuecku co3zfana COOCTBEHHYHO TOProByr0 MapKy. Kaxabii B
pazuyce fecsSTH MU/Ib 3HaeT ee uMmsA. Korzga poaureny v3 cOCeIHUX TOPOJKOB
cripaiuvBaroT y okuresier IllepuzjaHa, rae HaWTHM HSHIO, Te OTBEYArOT:
«ITo3BonuTte Keut». VI poguTeny Tak v MOCTYMAKOT.

Ckopo O IOHOW mMpeANpUHUMaTebHULIE Y3HAET mpecca U TMyO/IMKyeTt



CTaThl0. Peroprep MeCTHOU pafiMOCTaHLMH, NpyUHaz/exaer cetn CBS, uuraer
3Ty CTaTblO, 3BOHUT KeUT U JiesiaeT TPeXMUHYTHBIM PEeropTaK MoJ Ha3BaHUEM
«Mbl m00UM  fleTeli» s [IeCTUUacoBbIX HoBocTel. KelT mpousBoaut
OTPOMHOE BIleYaT/ieHre Y TOJIHOCThK) OUapOBbIBaeT BCeX, KTO ee CJIBILIUT, —
Bcex 170 000 yenosex.

B Toit obnactu pbiHKa, B KOTOpOoW oOHa pabotaet, KelT co3jana
TIOMY/IIPHEMIIYI0 TOPrOBYK0 MapKy. OTO CTOW/IO el OKoio 32 [0/U1apoB,
TOTPAaYeHHbIX Ha KPacKy M JOCKY [Jis [1/laKara.

Co3manve coOCTBeHHOUW TOProBOM Mapku He TpebOyeT MU/UTMOHOB. OHO
TpeOyeT BoOOpaXkeHUsl.



PeKk/1aMHasi KaMIIaHUA: npeaucjiioBue

[TocKoMBKY YCIyTd — 3TO HEUTO HeocCs3aemMoe, Ha3HaueHHe MapKeTHUHTa U
peKjaMbl YCIyT COCTOMT He TO/MIBbKO B TOM, UTOOBI CTHMYJIMPOBATh CITPOC.
Pek/aMa MOXKeT W [O/DKHa cjefaTh ycayru 0Oosee ocsi3aeMbIMH W [J1aTh
NoTpeOuTeIsIM BO3MOYKHOCTh OLIEHUTb UX KaueCTRoO.

TakuM o00Opa3oM, Ha MapKeTMHr W peK/jlamMy OO/bIIMHCTBA BHU/IOB YC/IyT
nouTcsi Gosblllass OTBETCTBEHHOCTh, UeM Ha peKjlamMy ToBapoB. K mpumepy,
SAPKO-KpacHbIii aBTOMOOWNEL Porsche-911 ¢ OTKWAHBIM BepXOM SIBISIETCS, B
CYII[HOCTH, TIpeKpacHON peknamoii cebe camomy. OueHb HEMHOTHE YCIYTH
MOTYT TIOXBaCTaThCsl TEM JKe.

Mp1 6e3 kosebaHMM [joBepsieM Oosibliield YacTh TOBAapOB. Mbl BePUM, UTO
HaIllM HOBBbIE TIOKPBIIIIKA He JIOMHYT, caxap OyzeT CIaJIKkuM, a aClMpUH CHUMET
TOJIOBHYO 00/1b 63 HerpuATHBIX TT060UHBIX 3(h(eKToB. B OTHOIIEHUU YCIYT MbI
HCITBLITBIBAEM TOPa3Zi0 MeHbIIIe CTIOKONCTBUS U YBEPEHHOCTH.

MbI oracaeMcs1, YTO HalllM FOPUCTBI U aBTOMEXaHUKHU C/eatoT bosbliie, yem
Heob6X0MMO, a COOTBETCTBEHHO, W 3allpocAT C Hac Oosblile, yeM HeoOXOAMMO.
Mbl 6GouMCsI, UTO HOBBIM KYpC CHIDKEHHSI Beca OKaKeTCs CTOJIb JKe
Oecrione3HbM, Kak W TpPU MpeAbiAylUX. Mbl OeCrIOKOMMCS, UTO KOMIIaHUS,
3aHMMalOIasiCsi pPeMOHTOM Hallle KBapTUPhI, TIPEBLICUT 3arylaHUPOBAHHBIN
OrOKeT 1M 3aKOHUMUT PaboTy Ha HECKOJbKO Hefiesb T03kKe, ueM oberiana. Mbl
ortacaemcsi, UTO areHTCTBO 10 cOOpy 3aJ0/DKeHHOCTeM OTIYTHET TeX KIMEeHTOB,
KOTOPBIX MBI XOTe/Id Obl COXpaHUThb, M COOEpeT JIMIIIb MaJ/Iyl0 YacCTh OIIAThl TI0
MHOTYM UMEIOIIMMCS ¥ Hac J0JTOBBIM 00sI3aTe/IbCTBaM.

[ToaToMy, B OT/IMuUMe OT peKJamMbl TOBapoOB, peKjaMa YCAYTd Jo/DKHa
CTPEMHUTBCS CjliejlaTh ee 0ojiee OCsi3aeMON W peajibHOM M YCIOKOWUTH CTpaxu
MOTeHLIMA/ILHOTO TIoTpeOuTesis. OHa He TIOXOXKa Ha peK/jaMy aBTOMOOWIIS
Porsche.

[TepBble [Ba TpaBW/a peK/JIaMbl YC/IyT: cAefaiiTe CBOKO ycayry Oorsee
BU/IMOM M CJle/laiiTe Tak, YTOObI KJTMEHTHI TIOUYBCTBOBAIM Cebst CITIOKOMHO.



®paH J/IeboBuI* 1 Balll IJIaBHBIM POTUBHUK

[esno He B TOM, UTO 3TOT MUD >X€CTOK W HEIpPUBET/IUB, a B TOM, UTO BCE B
HEM CJIUIIKOM 3aHsAThbl. Bbl 3HaeTe 3TO He MOHAC/BILIKE: AECATKU pPa3HbIX el
TpeOyIOT Balllero BHUMaHMs, @ BHUMaHHe 3TO OTHIOAb He Oe3rpaHryHO.

[TosTOMy BBI [IO/DKHBI [IOMHUTB, YTO BHUMaHWE, KOTOPOE TOTOBbI OKa3aTb
BaM Ballli KJIMEHTBI, TO)Ke He Oe3rpaHuuHO. /laliTe UM BeCKre OCHOBaHUS IS
TOTO, UTOOBI TIPOZIO/DKATh BaC CAyIaTh, MHaYe OHU MPOIYCTAT BCE C/I0Ba MHUMO
yllleu u, c/iyliasi, He yC/IbIaT Bac.

BammmM 171aBHbIM TIPOTMBHUKOM SIBJISFOTCSI HE peasibHble, CYIeCTBYHOLINE
Ha pPbIHKe KOHKYPEeHThI. Balll r/1aBHbIM MPOTUBHUK — Oe3pa3inuue.

OTO U3BECTHO MHOTUM CIEeLUa/MCTaM M0 MapKeTHHIY, HO Ja/eKO He BCe
YUUTBHIBAIOT 3TOT (hakTop B CBoeM pabore. BmecTo TOro utobbl rOBOPUTH O
K/IMEHTE U ero MOTpeOHOCTSX, TaKue CIeI[UaCThl TOBOPSIT O CBOeM KOMITaHUMU.
BMmecTo Toro 4to0ObI TTOKa3aTh, UTO OHU TOTOBBI C/le/IaTh [i/Isl IOTPebuTe/isi, OHU
CTaparoTCs MoKa3aThb, KaKasl 3aMmeudare/ibHasi Y HUX (hupMa.

* ®pan Jlebosuig (1950 — ) — aMepuKaHCKasl MycaTe/bHUI[A U FOMOPHCT,
aBTOp 3cce «Ku3nb B MeTpornonun» (1978) u «ColjuanbHble HCC/Ie0BaHUsI»
(1981). — Ilpum. nep.

BMecTo TOro uroObl TOBOPUTh Ha SI3bIKE K/IMEHTA, OHU FOBOPST Ha CBOEM
COOCTBEHHOM $I3bIKe.

Bce, 0 ueM AymaeT moTpeduTenb, — 3TO «s, MOe, MHe». K cokaneHu:o,
TIpO/iaBel] MBIC/JIUT TaKuM >ke 00pa3oM. B pe3ysbTare OHM He HaXOZAST TOUEK
COTIPUKOCHOBEHHSI.

OueHb HEMHOTHX JIIOfIed JAeMCTBUTEBHO MHTEPECYeT TO, UTO Bbl MOXKETE
cka3aTh. (Kak ogHaxpl cka3zana ®dpaH JIeOOBHIL O THOASAX, HOCAIIUX (YTOOIKH C
no3yHramu: «JIroau ¥ Bac-TO He XOTAT CAyllaTh. IloueMy BbI lyMaeTe, UTO OHU
OyayT caymiatek Bamly (GyToosky?») JIromeli UHTEpeCyrOT TOIBKO OHHM camu. [1o
TeX IOp, TOKAa Bbl HE YSCHUTE 3TOTO [/ cebs, Balll IVIABHBIM MPOTHBHUK —
Oe3pa3nurie — OyzeT ITOCTOSTHHO O/IepKHUBATh HaZl BAMU 1obejy.

Baril r71aBHbINM ITPOTUBHUK — Oe3pasinuue.



deHOMEH BeUepUHKH

[lcuxonorm HasbIBalOT 3TO «(peHOMeHOM BeuepuHKW». (IIcuxosory,
TIOXO0JKe, TOXKe YSCHWIH, KaK Ba’KHO M0/jaBaThb CBOU W/led B KPaCUBOM YITaKOBKe.)
Bbl B CBOel JKM3HM He pa3 BCTpeuaqucb C (PeHOMEHOM BeUepUHKU. ITO
MIPOUCXOJUT CeYIOLMM 006pa3oM.

Bo BpeMsi BeuepuMHKM BbI C/ylllaeTe, YTO TOBOPDUT BaM COOeCe/HUK.
HeoXXulaHHO BBI CJIBILINTE, KaK KTO-TO TMOOIM30CTH YIIOMUHAET B pa3roBOpe
Balle uMd. Terepp Bbl OTJIMUHO C/BIIIATE TOT PasroBOp, HO y)Ke He MoxKeTe
CJleIUTh 3@ MBIC/IbIO CBOETO IepBOHAuabHOTO CoOece[HUKa.

OTO NPOUCXOJUT HM3-3a TOTO, UTO JIFOAU He B COCTOSIHUU OJHOBPEMEHHO
BOCTIPUHKMATH /iBe Oeceqbl. EC/M BbI MbiTaeTeCh BHYIIUTb CBOEMY K/UEHTY /IBe
BelllU OJJHOBpeMeHHO, OOJIBIIIMHCTBO JItoflell CMOXKeT BOCIIPUHSITh TOMBKO OfIHY
Y3 HUX — U 3TO B JIy4llleM C/Iydae.

T'oBopuTE O UEM-TO OHOM.



IIpo6/1eMa Co CIHMCKOM MOKYMOK

Ha camom jiesie BHYIIWUTh UTO-TO MOTPeOUTEIO laXke CI0)KHEee, YeM MOKeT
T0Ka3aThCs C yueToM (peHOMeHa BeuepUHKU. BcriomHUTe, Kak 3T0 ObiBaeT. Mama
MOChUIAeT BaC B MarasuH 3a MOJIOKOM. Brl mipuHOCHTe MOJIOKO. B crepyroiui
pa3 OHa roBOpHUT: «KyInu HM3I0M, UWCTALLee CpPeACTBO, LIOKONIAZKWA, MOJIOKO U
HEeCKOJIbKO JIAMIIOY€EK I10 CTO BaTT».

Bb1 3a0biBaeTe KynuTb MOJIOKO. HO UMEHHO MOJIOKO B 3TOM CITHUCKe ObII0
cambIM HeoOxoZMMbIM. Ha criefiytoiiiee yTpo Bbl e[uTe Kallly Ha Bo/ie.

Bbl cTankyuBaeTech C TOW >Ke OIMACHOCThIO, KOT/la TbITaeTech COOOIIUTH
TOTeHI[Ma/IbHOMY TIOTpeOUTe/I0 C/MIIKOM MHOTO pasHbIX Bellleil 0 CBoel
kKoMraHuu. OHU TIOMHSIT 00 H3IOMe, KOTOpBIM ObIT He TaK YK BaKeH, HO
3abbiBarOT 0 MosioKe. [ToTeHI[ManbHbIe TIOTpeOUTeN 3a0bIBalOT O TOM, UeM Ha
CaMOM /JleJie Ballla KOMIAHUSI OT/IMYAeTCsl OT JPYTUX, U TIOMHSAT TOJIbKO 1OBO/BI,
KOTOpbIe BbI TIPUBOAWIN B TOAJEP)KKY 3TOr0 COOOIIeHUs] U KOTOphble CaMH TI0
ce0Oe Bpsi/l TN Ba>KHBI.

A celiuac BCIIOMHUM O elije OoJiee revyasbHOM /l0Ka3aTe/IbCTBe TOro, UTO He
cnemgyet cpa3y coobijaTk camikoM MHoroe. Xopac IlIeepun u I'eHpu Hbroesnn B
BechbMa I10/Ie3HOM KHHTre «YbexxaeHue» (Persuasion) ormuchbIBalOT TECT, KOTOPIM
OHU TIPOBEJIM TIPY TIOMOIIU [IBYX OOBSIB/IEHUM, TIOCBSILeHHBIX peKIaMe OJHOU U
TOW >xe MaluHbl. [lepBoe 00bsiBeHue ObIIO CGHOPMYIMPOBAHO TIPSIMO U
OZIHO3HAYHO: B HEM TOBOPWIOCH TOMBbKO 00 3KCITyaTallMOHHBIX KaueCTBax
HOBOro aBTOMOOuU/S. BTopoe o6bsiBneHve Obiio 6Gosee moapoOHBIM. OHO
TOBOPHUJ/IO O TOM, UTO MOMHUMO TIPEBOCXOAHBIX 3KCILTyaTalMOHHbIX KaueCTB 3TOT
aBTOMOOW/Ib 00/1a/laeT HeNpeB30WjeHHbIM JU3aliHOM, TIpejjiaraeTcsi B BHU/E
HECKOJTbKUX Pa3/InuHbIX Mojiesiell U BecbMa 3koHOMUUeH. (OObsIBIEeHUs TaKOTO
TUMA UIYT B PeK/JIaMHBIX areHTCTBaX Ioj Ha3BaHueM «OObsiB/ieHUe, B KOTOPOe
BalllM KJTMEHThI TIPOCTO BIIOOATCSI».)

[TokazaB wucHbITyeMbIM 00a OObsB/IEHUS, UCCAe0BaTe/M CIPOCUIIU:
«Mormo 6b1 Kakoe-TO U3 HUX MOOYyAUTh BaC CMEHUTh MapKy MaiiuHbi?» [llecTsb
TIPOLIEHTOB  OTpOILIEHHBIX OTBETWIH, UTO Ja, OObsiBleHHWe, B KOTOPOM
rOBOpU/IOCH 00 9JKCITyaTal[MOHHBIX KauecTBax, MOMIO Obl 3acTaBUTh WX
3a/lyMaTbCsl HaJ| TAKOM BO3SMOXXHOCTBIO.

Ho uto ke co BTOpbIM OOBsIBIeHWEM, B KOTOpPOe ObII0 /100aB/ieHO Tak
MHOTO T0sie3HOW MH(opmaiuu? Ha CKOMbKUX OmnpaiivBaeMbIX MOJeHCTBOBAIO
oHO? Hu Ha ogHOro. Hosb rpoLieHToB.

Ecim Bbl TOBOpUTE 0 MHOTOM, KJIMEHT He 3allOMUHAEeT HUYEero.



HazoBuTe MHe BCero ofiHy JOCTOUHYIO MPUUUHY

XoTuTe TONyuYnUTh camoe ybenuTenbHOEe [[0Ka3aTeSbCTBO HEOOXOAUMOCTU
CKOHI|eHTPHUPOBaTh CBOEe peKaamMHoe cooliieHre Ha yeM-TO ofHoM? CripocuTe
CBOMX TIOTEeHIMA/IbHBIX TOTpebuTe/iei.

Y HUX eCcTb BCero OJWH, [JIaBHbIA BOMpOC: «YeM Bbl HACTOIBKO
OT/IMYaeTeCh OT APYTMX KOMITaHWUM, YTO 5 IO/DKEH UMEeTh [Ie/I0 UMEHHO C BaMHU?»

TpeboBaHMe BallMX IMOTEHI[MATBHBIX TMOTpeOHTeNne mpeacTaBasieT coboit
He UYTO WHOe, KakK rnepedpa3supoBaHHYIO Kiaaccuueckyro (opmyny: «Ha3soBure
MHe BCero OJJHy ZJ0CTOMHYI0 MPUUYMHY, 0 KOTOPOU $1 [IOJDKEH CJie/iaTh 3TO».

OTOo oueHb MpocTasi Mpockba, U OTBeuaTh Ha Hee CJieflyeT TakKe TMPOCTO.
C/IO)KHBIM W MHOTOIJIAHOBBIM OTBET TONBKO CO3[ACT [I1 TIOTpeouTesis
JIOTIONTHUTE/IbHYI0 TIpoOsieMy. OH He XoueT MMeTb OoJbllle WHMOPMALMM IS
00 yMbIBaHUSI, OH XOUeT UMeTb MeHbIIIe.

[Ipumep ©3 pO3HUYHOW TOPrOBAM XOPOIIO WIIHOCTPUPYET BaXKHOCTh
MPOCTOTHI MPU TI0/iaue ToBapa. 3au/IuTe B XOPOIIWKA Mara3uH MY>XCKOU OZeX/bI,
TakoW Kak Barney's B Hbm—ﬁopKe. [ToripocuTe py6allkKy B CHHIOIO TOJOCKY.
Coo0Opa3uTesibHbIN Mpo/aBel] OKa)KeT BaM OfIHY PyballiKy, KOTOPYIO Bbl, CKOpee
BCcero, U kynute. Ho eciu oH MeHee cooOpa3uTesieH U TOKaKeT BaM TpU
1o/06HbIe pyOaIlky, CymiecTByeT BechbMa 0o0Jiblllasi BEPOSITHOCTh TOTO, UTO B
pe3y/bTaTe Bbl He KYIUTe HU OJHOM M3 HUX. DTOT MpPO/iaBel] YC/IOXKHWI [J1sl BaC
TIpOLIeCC TIPUHSTHS PellleHus U CMYTH/ Bac, TIPe/JIOKUB BaM Cjle/iaTb BbIOOp. A
Be[b IpoJarb YTO-TO CMYIIEHHOMY U 3allyTaBIlIeMyCs Yejl0BeKy Tropaszio
TpyZHee.

YIoBeTBOpUTe CaMyl0 IJIaBHYHO TMOTPeOHOCTh CBOETO PhIHKA: JlailiTe eMy
BCETO OJIHY [IOCTOMHYIO TIPUUHHY.



Baiu /1100MMbIe IeCHHU

Bbl exanu Ha aBTOMOOW/Ie MO 1110CCe, BKIHOUWIA PaJiio0 U B TIepBbIi pa3s
yCJIbIIaM HOBYHO TlecHt0. OHa BaM TOHpPaBW/IaCh, HO Bbl HU CJIOBa U3 Hee He
3aTIOMHUIN.

Ha cnepyrouuii fieHb Bbl CHOBA CJIBIIIMTE 3Ty TeCHIO. BO3MOXKHO, BbI
TaK)Ke YC/IbIIINTe, KaK 30BYT MEBUILY, U JJaKe 3aTIOMHHUTE ee UMS.

Elije uepe3 /iBa [IHSI Bbl OMSTH CJIBIIUTE Ty Ke MeCHI0. YOequBIINUCh, UTO
HUKTO W3 [IPYTUX TacCaXUPOB HAa BaC He CMOTPUT, Bbl HauMHaeTe TUXOHBLKO
HarieBaTh MeJIO/II0, KOTOPYIO Y>Ke 3aTTOMHUIH.

[IByMsi THSIMU TIO®Ke Bbl TOKYIaeTe KOMITAKT-AUCK. BbI cilyliaeTe ero
HEeCKOJTbKO BeuepoB 1o/ipsifi. K TpeTbeMy Beuepy Bbl 3HaeTe TOUTH BCe C/I0Ba.

[yist Toro, yTOOBI BbI TIOJTHOCTBIO OCO3HAIU CO/lep)KaHHe 3TOMN TeCHH, BaM
rotTpeboBasoCh MPOC/yIaTh ee ceMb W BoceMb pa3. O/[HaKo, B KOHIIe KOHIIOB,
3TO MIPOM30LLIO.

Ho uro, ecriu Obl MeBUlla MeHs/Ia CJIOBa U MeJIOJUIO MeCHU TIPU KaXK/IOM
vcnonHeHUU? Yo Okl BbI 3anioMHMIN? [TpakTUUeCKU HUYEro.

W1 4uTo >Xe 3TO TOBOPUT HAM O Tojjaue MaTeprasa NPy MapKeTUHre Balliei
yciyru? MoskeTe Jid BbI TIOCTOSIHHO MEHSITh CBOU C/I0BA, MEJIOJIUIO U TeMY TleCHU
BooOIIe? U ecsiu Bbl OyZieTe MOCTyMaTh TaKUM 00Opa30oM, UTO 3ariOMHSIT JIFOJU?
Yro oHM OyyT 3HATh O Ballleil KOMITaHUU?

[Tocsie TOro, KaK BbI CKa3a/u UTO-TO OJJHO, TIOBTOPSIMTE 3TO CHOBA U CHOBA.



OpaHa ucropusi JeMCTByeT CUIbHee, ueM
AeCATOK Orpe/e/1eHUuU

Bo3bMuTe KaKOM-HUOYAb XOPOIIMM >KYpPHa/ U TIPOCMOTPHUTE HECKOJLKO
cTateil. Bbl Mo)keTe 3aMeTUTh OMpeJe/eHHYI0 CXeMy, KOTopasi CKaXkKeT BaM O
MHOTOM.

CeroziHst GOMBLIMHCTBO >KYPHA/MCTOB HAUYMHAIOT CBOM CTaThbU C WCTOPUH,
HarJIsTHO WUTFOCTPUPYIOIIel TeMy. DTO HaCTOJBLKO ybeauTenbHOe CpeJiCTBO, UTO
JIJIsl HEeTO JlaXke BbIZIyMaJIu CrieljiasbHOe Ha3BaHUe «CUHEK0Xa».

Cyne6Hbiii azBokar [Ixeppu CrieHC TOUTH BCerjla MCMO/b3yeT KaKyro-
HUOYIb WCTOPHUIO W3 >KW3HU, UTOOBI /I0Ka3aTh CBOU yMmo3akatoueHusi. CrieHC
3HAeT, UTO TPHU BCEX HEMBICJUMbBIX U3MEHEeHUsIX, TIPOU30ILIeAIINX B 3araJHOM
KyJIbTYype CO BpeMeH aHTUUHOCTH, U ceitdac, 2500 sieT crycTs nocie EBpunuja,
I7IaBHBIM pasBjiedyeHUeM [1JIi HaC OCTaeTCsl JpaMaThuecKoe MOBeCTBOBaHHWE —
pacckas.

[TpozaBiiaM U CrieljaJrMcTaM 1o MapKeTUHTYy TOXKe C/iefiloBajio Obl 0CO3HATh
Be/IMKYI0 CUIy paccka3aHHOW uctopuu. [lofioOHBbIe WMCTOPUM [ieNal0T CTaTbU
bosiee uHTepeCHBIMU, aprymeHThl CrieHca Oosiee yOequTelbHBIMUM, U TOYHO TaK
»Ke OHU CITO0COOHBI C/lelaTh MAapKeTHHT U pekiamy yciyr 6omee 3¢hdeKTHBHBIMMU.

[1eliCTBEHHOCTb CHUHEKJOXM CBsi3aHa C TeM, YTO KaXAOMy 4YeJIOBeKYy
VHTEPEeCHO y3HaTb UYTO-TO O J>KM3HU [IPyTMX JIIO[EeM, a pacckasbl Kak pa3 u
TOBECTBYIOT O ApPYyrux Jogsx. B pacckasanHou Ixeppu CrieHCOM HCTOpPUU O
ye/iOBeKe, TI0 OTHOIIEHUI0 K KOTOPOMY TOJIMLIMSI TIPeBbICU/Ia CBOU C/TyKeOHbIe
TIOJTHOMOYUS, emMy HeT Heo0XoAUMOCTH yroTpeb/isATh C/ioBa
«HeCrpaBeJIMBOCTb» WU «bomb». JKHMBOW paccka3 ajJjBOKaTa 3acTaB/iseT
TIPUCSKHBIX TIOYYBCTBOBATH 3Ty O0JIb U HECTIPaBe/IMBOCTb.

[Togo6HO YMHBIM >KyPHa/JMCTaM U BeJMKKAM a/[BOKaTaM, MPOJABIbl YCYT,
pacckasbiBarolije MpaBAvBbie UCTOPUU W3 XKU3HU, [Ie/Ial0T CBOM Ipe3eHTal[uu
Oosiee UHTepeCHBIMU, OOJee TMUHOCTHBIMU, BbI3BIBAIOIIMMU 0OJIbIlIee OBepHe,
Oosiee MPOUYBCTBOBAaHHLIMU — U Oosiee yOeIuTeTbHBIMMU.

He ncnonb3yuite onpenenenui. VIcronb3ynTe UCTOPUU.



HaHecure yaap 1o crepeorumnam

[Toutu /1t060M MIMPOKO pacrpOCTPAHEeHHBIN BUJ YCIYT CTPaZilaeT OT KaKOro-
HUOY/Ib CTOJTb ’Ke PAacrpoCTpaHEeHHOTO CTepeoTUIa B CO3HaHUU MOTPeOuTeIs.

Byxrantepsl JiMiIeHbl YyBCTBa FOMOPA.

AJIBOKAThI C/IUILIKOM JFOOSAT ZIeHbTH.

AreHTCTBa M0 COOPY 3a/10/PKeHHOCTe 3aryryBaroT BallluX KJIUEeHTOB.

Bpauu 3acTaB/isiIOT HaC )KJaTh YaCaMHu.

CrepeoTuriHoe mMpe/cTaBleHUe O BallleM BUJe YCIYyT — [epBOe, O 4YeM
BCIIOMUHAET MOTEeHL[MabHbIA K/IWeHT. JTO MepBoe MpensTCTBUEe, KOTOPOe BaM
TIPeJICTOUT TIPeofiofieTb, U, KakK IMPaBUIO, TOOEX/aeT TOT, KTO MPeo/joJieeT ero
paHbllie JpyTrux.

HaHecure ynap 1o cBoeMy MepBOMY He[JOCTaTKy — CTePeOoTUIY, KOTOPbIH
CyIIIeCTByeT OTHOCHTE/IbHO Ballieli YCYTH B CO3HAaHUU MOTPeOuTeJIs.



He OyabTe ro/10C/10BHbI, NPeIbABUTE
0Ka3aTe/IbCTBA

OpHaxapl Kaponvn AzaMe, 3aHMMaBIIIasi TOr[a AO/DKHOCTb JUPEKTOopa 1o
pacripoctpaHeHuto kypHana UtneReader, mnpuciana MHe Bce TIHCbMa,
aruTUPYHOIIMe 3a MOANUCKY Ha UX XKypHaJ, 3a Moc/aeHue fecaTh jieT. [Ipu sTom
OHa CKasasa, YTo 3a J|eCsiTh JIeT UM TakK U He y[aj0Ch CO3/iaTb HAYEro JIy4llero,
yeM camoe IepBoe MUCbMO, HalMCaHHOe i )KypHaja 3HaMeHUTbIM aBTOPOM
peK/IaMHbIX TEKCTOB.

[TepBoe mUCbMO, AEMCTBUTENBHO, SIB/IS/IOCHh OAHUM W3 JyYIIUX MMPHUMEPOB
[00poTHOrO, «unTabenbHOro» Tekcra. OHO ObIJI0 OUeHb KOHKPETHBIM, B HEM He
Ob10 061X MecT M abcTpakTHbIX ¢pa3. [locsenHee mpeasioXKeHHe KaXk[0ro
ab3ala 3acrtaB/isiio Bac 0e3 TpoMezjieHUsI TPOYECTb I€pBOe IIpe//ioyKeHre
criepiytoiiero. M aBTop HMKOI/Ia He MKcasl /iBa C/ioBa TaM, Ifie ObUIO0 J0CTaTOYHO
OJJHOTO.

OT/iMume 3TOro NMrMcbMa COCTOSI/IO He B PEK/IaMHBIX Y/IOBKax M TPHOKax, He B
TipUBJIeKarolleli BHUMaHUe ¢pa3e Ha KOHBepTe (ee TaM He ObL/I0) U He B yMeJIOM
VICI0/Ib30BaHUU MOCTCKPUIITYyMa (MTMCbMO HEe UMEJIO U €ro).

OTO MUCBMO MPOCTO XOPOLIO MofaBaso Marepuan. OHO He yTBepXkJaso,
yro UtneReader — oT/muHbIi )KypHaa. OHO He 0OpyIIMBaI0 Ha BaC MHOKECTBO
oripefenienid U audupamMboB, a TMpocTOo U ybeAWUTEeNbHO JI0Ka3bIBajo:
UtneReader — uHTepecHbIl KypHal U CTOUT TeX JieHer, KOTOpbie BbI 3arjlaTure
3a TIOATIUCKY.

[Tpocrasi, n0OpOTHas Tofjaua MaTepuasa W €CThb XODOIIMM, [10OPOTHBIN
MapKeTHHT.



IToabepuTe JOKa3aTe/1bCTBA

Ha TmpoTsbKeHUW TOCTeJHUX TpexX JieT MOUMH K/IueHTaMu Oblu Tpu
(brpMBbI, KOTOPbIe MPeOCTaB/ISUIN JIyUllie YCIYTy Kak/ast B cBoel otrpacivd. Ho
3Ha/M Jii 00 3TOM WX TMOTeHLMabHble OTpebuTe n?

Teicsiur ToTpebuTesnieii He umenu 006 3TOM HM Maseiiiiero moHsATus. U
HUKakKue AudupaM0Obl ycayram 3TUx GUpM ux Obl B 3TOM He yOeauu.

3Hasg 3TO, [Be (UPMbl HAHS/IA HE3aBUCUMBIX areHTOB /il MPOBEpPKU
YIOBJIETBODEHHOCTH  CBOMX  K/MEHTOB  TIPeJOCTaB/ISIEMbIMU  yC/IyraMH.
[TonyueHHble LUdpbl mopaxanu. W ¢hypmbl NIPOAEMOHCTPHUPOBA/IA UX CBOMM
TIOTeHI[MaIbHBIM TIOTPeOUTeISM.

[TepBast ¢upma coo0b11KIa, UTO OHU TIOJYUU/IA CaMble BBLICOKUE TOKa3aTenu
YIAOBNIETBOPDEHHOCTH KIMEHTOB, C KOTOPbIMU KOTJa-TM00 TPUXOAUIOCH
CTa/IKUBAaThbCSl areHTCTBY, MPOBOJAUBILIEMY OIPOC.

Bo BTOopoM cjiyyae (upma MOMpOCH/Ia OTBEUaBLIMX OLEHUTh KaueCTBO
CBOUX YCIYT. 3aTeM OLIeHKU K/IMeHTOB ObLIM TepeBefieHbl B TPAJUIMOHHYHO
yeTbIpexOa/bHYO 1Kamy. CpefHsisi OljeHKa KauecTBa Tpe/l0CTaB/sieMbIX 3TOMN
dupmoit ycayr gana motpsicaroiuii pesynbtar — 3,96 Gamia. OHM HallLM
ybeiuTeTbHbIE J0Ka3aTenbCTBa CBOETO MPeBOCXO/CTRa.

ITpocto cka3ath, 4TO Bbl IIpejjiaraere 3amevaresibHble  YCIIYyIH,
HeJJ0CTaTOYHO. BaM HY)KHO TIpe/iCTaBUTh [JOKyMeHTa/lbHble J[l0Ka3aTebCTBa
3TOrO.

CobepuTe CBUeTE/ILCTBA KayecTBa Ipej0CTaB/sieMbIX BaMU yCJIyT. 3aTeM
J0BeJIUTe UX /10 CBeJleHUs IOTpeOuTe/Is.



TplOKPI HHTEepPeEeCHbI TO/IbKO AeTAM

Ycnyra nipefctasisieT coboit obeljanue. Bl iposjaeTe obeliiaHue TOro, uTo
KorJla-T0 B OyZyIlleM Bbl UTO-TO cjlefiaeTe. DTO O3HAuaeT, uTO (haKTUUeCKU Bbl
NpofiaeTe CBOIO UYECTHOCTb. YJIOBKA W TPHOKW, HamNpOTUB, SIB/SIFOTCS
CBU/ETEIbCTBOM HEUECTHOCTH.

Bpockue 3arosioBKH, MOZE/NX B KyMa/lbHbIX KOCTIOMaX, XUTPOCTH TPSIMOTO
MapKeTHUHIa — BCe€ OHU TIPEJCTaB/ISIIOT COOOW TMOMBITKM  3aMaHUTh
norpebuteneil. Bce 3TU TPrOKU rOBOPAT UM 00 OIHOM U TOM >K€ — O TOM, UTO
BbI TIbITaeTeCb 0OMaHyTh UX CBOEM peKnamoi. A 3T0, B CBOIO ouepefib, TOBOPUT
O TOM, UTO Bbl MO)KeTe TOMbITaTbCsi 0OMaHyTh UX U B ueM-TO jApyrom. He
Aenaunte 3Toro. HUKakKux TproKoB.



OO0BeKT IYyTKU — BBI CAMH

Ipyr pacckasbiBaeT BaM HeCMeILIHOW aHeK/OT. Bbl, pasymeeTcsi, cMeeTeCh
Hazi HUM. TakoBa y»K TIpUpo/ia ueioBeKa.

Bbl oTrpaBisieTe KOMy-TO TO, UTO, C Ballleld TOUKM 3peHMs], SBSeTCS
yAQUHbIM peKIaMHbIM TOC/AaHWueM, — HarpuMep, IJIaCTMAaCCOBYIO DBIOKY C
B/IOYKEHHOW 3arrCKOM: «['0TOBBTe KPIOUOK. MBI CTOMM TOTO, UTOOBI TOMMATh
Hac», WY ellle 4yTo-HUOy/b (yracu rocroau!) momyudiie.

Bbl 3BOHUTe CBOell MOTeHIUaJbHOW MOTpeOuTe/bHUIle U CIIpalliiBaeTe,
ToJIyunsia i OHa Baily peknamy. OHa roBopuT BaM: «/la, 3To ObUIO OueHb
OCTPOYMHO C Ballle CTOPOHBI». A UTO ellje OHa MOXeT cCKa3aTh? TakoBa
npupozia ueroBeka. OHa 3HAaeT, UTO Bbl IBITA/IMCh MPUyMaThb UTO-HUOYIb
CyTepoCTPOYMHOE W pacCuMThiBaeTe Ha KOMIUIUMEHT. BOT oHa M roBOpUT Bam
YTO-TO BPO/Ie KOMIUIUMEHTA.

Ellle HeCKonbKO TMOAOOHBIX 3BOHKOB YOeXIalOT Bac B TOM, UTO Ballla
MaJjieHbKasi peK/laMHasi XUTPOCTh Obisia BecbMa yfauHou. (ITcuxonoru Ha3bIBarOT
3T0 «3(h(PeKTOM JIO)KHOTO COIJIaCHs»: Mbl BOOOpa)kaeM, UTO JIFOAM COITIACHBI C
HaMH, XOTsI Ha CaMOM JieJie 3TO He Tak.)

Ho copepikaiijeecsi B OCHOBe 3TOTO TPIOKa yTBepKjeHue — «Vcrosb3yiite
Hac, Mbl OUe€Hb YMHbBIE» — MOJKET BLICTABUTH BaC B T/TYTIOM CBETe.

[ToTeHIIMA/EHBIM TTOTPEOUTESIM MOXKET TT0Ka3aThCsl, UTO, ITOCKO/IBbKY BbI HE
MO)KeTe CKa3aTh WM HHUYero Ba)KHOTO, BaM TMPUXOJUTCS PacCKa3biBaTh
HeCMellIHble aHEeK/IO0Thl.

Ec/u BaM Ka)keTCsl, UTO Ballla PeK/laMHasi ufies MO>KeT TI0Ka3aTbCsl TTyTION
Wy HetipodheCCHOHA/IBHOM, TO, CKOpee BCero, OHa TaKOBOM U SIBJISIETCSI.



BbITH JIy4IIMM WX ObITH Xopomium?

PaboTHHKM BBICOKOCTIEI[MATM3UPOBAHHBIX BU/IOB YC/IYT 0COOEHHO CK/IOHHBI
cudTath, 4ro 4YeM Oosiee TmpodeccroHaNIbHBIMA OHH CTAHOBSTCS B CBOeM
obsiacTy, TeM fyullle AO/DKHBI UATH uX fAena. Yem Oosibliie CrelydaaucT Tio
Ha/0roo0/IOKeHUI0 3HaeT O HAJIOTOBOM KOZIeKCe, aKTyapuii O Tporpamme
YCJIOBHOTO y4acCTHs B MPUOBLISAX, a TICUXOJIOT O JIBYXITO/FOCHBIX paCCTPOMCTBAX
JTMYHOCTH, TeM Oosiblile K/IMeHTOB HaMIeT IOPOXKKY K UX JIBEPSIM.

[IBa mprMepa HaBOJSAT HAa MbICJb O TOM, UYTO 3TO He TakK, a TPeTU
Jl0Ka3bIBaeT 3T0 6e3 BCAKOTO COMHEHHUSI.

[TepBbIi MpUMepP MOYKHO YBH/IETb CEroJHsl B 3aje /iI060ro aMepruKaHCKOTO
cyza. bnectsimme ajgBOKaThl, B COBEPLIEHCTBe B/afelollve 3aKOHaMH,
MOHOTOHHO OyOHSIT CBOM apr'yMeHThI, B TO BPeMs KaK Cy[bM MOCMaTpPHBaOT Ha
yachkl, a TIPUCSDKHBIE KJTIOIOT HOCAaMM. AJIBOKAThI MbITAIOTCS MpoAaTh IyO/MKe
cBoM TipodeccroHa/bHble 3HAaHUS, HO WX ayJuUTOpUsi — JIlOJU, KOTOPbIM
TIpeICTOUT PelInThb, BbIUTPaeT WM MIPOUrpaeT 3TOT a/IBOKAT CBOe /iei0, — XOTSAT
COBEpILEHHO JIPYTroro.

MeauiHCKasi MpaKTHKa, MOX0Xe, CTaJKUBAeTCsl C TaKou ke rpobsieMoil. 3a
YAUBUTE/IbHO KODOTKOEe BpeMsi MeAUIIMHCKas HayKa Hallljla JieKapcTBa OT
bone3Heli, KoTopble MOryOHMIM MH/UIMOHBI HAIIUX TPEJKOB: TMOIMOMUE/TUTA,
TyOepKysie3a u ocribl. JKeHIl[HA C HeW3/eunMbIM 3abosieBaHrEM Cep/illa MOXKeT
Teriepb KynuTh cebe HOBoe cepAile B3ameH OosibHOrO. [lCcMXUaTpbl UMEROT
BO3MOYKHOCTb Ha3HAUWTh MAL[UEHTY C TsKeIbIM paCCTPONCTBOM IICUXUKU TaKue
JleKapCcTBa, uTo OH OyneT BecTu cebsi Topa3/o ajieKBaTHee, ueM ecau Obl ero
JIeUnid BCEero AecsATb JieT Hazaj. C TOUKM 3peHHsl TeXHOJOTHH, MeJULIMHCKast
HayKa cZiejiajla OrPOMHBIN 1Iar Briepes. U kak oTpac/ib cdepbl yCIyr MeAULIMHA
TakK)Ke CTajia ropas/jo npodeccroHaabHee.

C >Toli TOUKH 3peHMs], MeJUI[MHA /I0/KHA Oblsa ObI celiuac HAXOAUTHCS Ha
BepIlIHe MoMny/aspHOCTHA. OfHako 37 MPOLIeHTOB OIpPOIIIeHHbIX YTBEePKatoT, UTO
Bpauld Maj0 WHTEPeCcyrTCsd CBOUMHU [aljMeHTaMu. MeHbllle T10/I0BUHbI
OTpOIIIEHHbIX CUYMTAIOT, YTO Bpaud MOTYT TOJKOBO OOBSICHUTH CBOUM
raijieHTaM, B ueM Ux mpobsieMa 1 uTo CeflyeT /ie/iaTh. Bpauu BepsT, 4TO Mepoi
WX COOTBETCTBUS CBOUM OO0SI3aHHOCTSIM  sIB/IAeTCS  MpodeCCHOHATbHOe
MacTepCTBO, HO TALIMeHTOB HACTOMBKO 3ab0TUT «uesioBeueckass CTOPOHa»
MeJMIIWHBI, CBSI3aHHasE C OOIlleHHWeM Bpadya MW TMalueHTa (A1 Hee Jjaxe
TIpUIyMau CrieliajbHOe Ha3BaHWe «BpaueOHBIM TaKT»), UTO OHM CUMTAOT, UTO
MeJulMHA KaK yCayra HUKY/a He TOJUTCS.



Ho, BO3MOXXHO, Jiydillee CBUJETENLCTBO TOTO, UYTO  OT/UUHBIE
npodeccroHa/bHble TI0Ka3aTeqyd He SBJSIOTCS  OMNpefesisionuM  YC/I0BUeM
ycriexa, Mbl BUAUM Ha TpuMmepe (DMHAHCOBOTO DbIHKA. B oTueTe KoMmaHUM
Goldman Sachs 3a 1995 roa, Hocsiem HasBaHue «Ipsayias >BOMIOLUS
OTpac/iv yrpaB/eHus (PUHAHCOBBIMHU OTlepalfusiMi», 3Ta (pupMa Mpu3Haiach, UTo
T7IaBHOE B yIipaB/ieHuHM MHaAHCAMU — COBCEM He caMu (PMHAHCOBBIE OTeparivy,
a «IpUB/IeUeHHE U COXpaHeHWe BK/aJ0B», TMIpOIe TOBOPS — MapKeTHHT.
OsHauaeT / 310, uto Goldman Sachs mpocTo urHopupyeT TpeGoBaHUs CBOWX
K/IMEHTOB Y/IyUIlIUTh TIOKa3aTe/u AesaTebHOCTA KomnaHnuu? OTHIoAb HeT. Korga
norpebuTesiell MOMPOCKIM pPACcCTaBUTh B TIOPS/IKe BO3pacTaHUs pa3/MUHbIe
KpUTepHH, UMelollye 3HaueHue Mpu BbIOOpe WHBeCTUI[MOHHON KOMIIaHUU, OHU C
3aBUJHBIM TOCTOSIHCTBOM CTaBWIM TPUObUIL Ha WHBECTUPOBAHHBIN KarlWTas
(/yuliiee oKa3aTelbCTBO TE@XHUUYECKOTO MacCTepCTBa KOMIIAHWM B 3TOM PO/
Ou3Heca) HWKe, UeM JOBepue U JIDyrHMe «BOIPOCHI B3aUMOOTHOIIeHU». B
OZTHOM W3 OIMPOCOB KIMEHTbI TMOCTaBWIMA TMOCTY)KHOW CIMCOK KOMIMaHUU Ha

JeBATOe W3 CeMHAaJLaTh BO3MOXXHBIX MECT — HWXKe, 4YeM «UCKpPeHHee
CTpeMJieHHe K JO0ATOCPOYHbIM OTHOLLEHHUSIM» W [IPyTHe CTO/Ib K€ HeHay4Hble
KpUTEPUH.

HOTeHI_[I/IaJIbeIe HOTPE6I/ITEJ'II/I CMOTPAT HE Ha TO, HACKOJIBKO BbI XOPOIIHX B
TOM, UTO [eJideTe. Onu CMOTPAT Ha TO, HACKOJIBKO XOpPOIIN BblI B TOM, KEM BbI
AB/IAeTeCh .



IIpeBOoCX0OACTBO

sy OruiBy, KOTOPBIM TPEBPATH/I CBOM TajaHT B 00/1aCTH peKaMbl B
3HameHuTOoe areHTCTBO Ogilvy amp; Mather, a mo3ziHee B OorpomMHBIN 3aMOK BO
@®paHIMY, OJHAKABI 3aMETW/I, UTO IIPO/IaBI[bI COBEPIIEHHO HarpacHO
HAaCTaWBalOT Ha TIPEBOCXO/ICTBE CBOMX TOBApOB.

OrunBu yTBEpP)K/aj, UTO MOXKHO JOCTUTHYTh He MEHBIINX YCIIEXOB, eC/iv
ybeuTh MOTEHIMAIBLHOTO MOTpeOUTe/iss B TOM, UTO Ballla yC/Iyra BCEro JIMIIb
«beccriopHo Xopolriasi».

Bbl MO)KeTe TIpOBEpUTH yTBepkieHre OTrWiBH Ha CBOEM COOCTBEHHOM
OIBITE.

Kak uyacTo Bbl [IeHICTBUTE/ILHO HCKAIM «CaMOT0 JIyUIero» HCITOJHUATEIS
HY)KHOH BaM yCJIYTH: HaWIydlllyl0 HSHIO, YOOpIIHMIy WIH HAaJ0rOBOrO
KOHCysibTaHTa? He yacro.

Kak wacTo BBI Cpa3y yOeXJamuch B TOM, UTO OHHM «CaMble JIUIllHe», eC/id
BBI Jla’ke Haxowiv ux? He vacro.

Kak [10/IT0 TOTOBBI Bbl MCKAaTh UTO-TO «CAMO€ JIyYIllee», eC/Id UTO-TO «B
JIOCTAaTOYHOM CTereHU XOpOolliee» Hax0o[UTCs Tof, pykou? He ponro.

Kak MHOro Bbl TOTOBBI JIOTIJIAUMBATL 33 «CAMYIO JIYUIIYIO» YCYTY, eC/Iu
TIPOCTO «OUeHb XOpoliiei» yxke 0b110 661 JOocTaTOuHO? He MHOTO.

Hacko/bKO ~ XOpOIIMM  JIOJDKHO  OBITh  4TO-M00, UTOOBI OHO Bac
YIOB/IETBOPW/IO? Bcero jMillb «OUeHb XOPOIIUM», a eC/Id OHO, Tlaue YasHHUs,
OKayKeTCsI JTyUIlINM, TO BbI Oy/leTe pacCMaTpUBaTh 3TO Kak MPOCTYIO yauy.

M miaBHBIA BOMPOC: Kak Bbl pearwpyeTe, KoOrjja TIPeACTaBUTEIb
npeAnpusTAs chepbl YCIyr TOBOPUT BaM, UYTO OHM — Camble JIydIlve?
CkenTruecky ¥ Oe3 3HTY3Ma3Ma: 3TH CJIOBA 3ByUaT Kak ITycTasi TloxBasb0a.

Te, KTO TIPOBOAUT YCTHBIE OMPOCHI i KIWEHTOB, paboraroiiux B cdepe
yCayr, OBICTPO OCO3HAIOT VUBUTENBHYIO Bell[b, KOTOpas 3BYUHT KpaiiHe
pa3ouapoBbIBarolliee [yis WX HaHuMaresied. Korma wucciemoBaresis 3ajaer
BOompoc: «KakoBa OCHOBHas TIpUYMHA, [0 KOTOPOM BBl MPOJO/DKAeTe
T10/Tb30BaThCsl YC/IyraMH 3TOM (DUPMBI?» — CaMblii PACIIPOCTPAaHEHHBIN OTBET,
Jla’ke OT KJTMeHTOB TPeJTPUSATHM, OKa3bIBAIOIIMX yC/IYTH BBICOUAMIIIero Kiacca,
3BYUMT CJIe/iytoluM obpa3om: «MHe 3To MPOCTO yA0OHO».

Ham Hy>KHO He TIPeBOCXO/ICTBO U Jla’ke He COBEpIIIEHCTBO 00CTy>KUBaHUS, a
TPOCTOe y100CTBO XOPOIIIO Pa3HOIIEHHON 00yBH.

Haiiia Ky/nbTypa, MMOCTPOEHHAs1 Ha TIPUHIUIIe KOHKYPEHIIMH, HaIloJTHSIeT Hac
)KeJJaHHEM OBbITh «TepBBIM HOMEPOM». BBITh UaCTbIO UET0-TO «/IyUIlero» OUYeHb



TPUSITHO, U B 3TOM €CThb CBOU IUIOCHL. Ho TipeAmosio)keHWe O TOM, UTO
JOCTWD)KEHWe CTaryca «HAWIy4lllero» SIBASeTCs 00s3aTe/lbHbIM — yC/IOBHEM
XOpOIIIero ToJIOKeHUs] U CUIbHOM TIO3ULIMM Ha PbIHKe, OMPOBEPraeTcCsl OIbITOM
— BallIMM COOCTBEHHBIM.

CTpeMuTeCh BHITJISA/IETh B I71a3ax MOTpeOuTesieli «6eccrnopHO XOpOIM».



Bo3/elicTBHe nepeBepHYTON rumnepoom3anuu

OpHax bl Hekasl CrieLiaIm3upoBaHHas ¢dupma bnectse
NPO/IEMOHCTPYpOBaia Bce €1aboCTU TpeyBelMueHUs, CO3[aB JelCTBUTETHHO
HeoObIYHOEe peKaMHOe O0ObsiBieHMe O CBOMX ycayrax. VX CKpoMmHasi 10
pa3MepaM pekjaMa TMpeyMmeHblasa abco/moTHO Bce. OHU BBIKMHY/IM U3 Hee
TIOUTH BCe MpUJiaraTesibHble. BbIJIO OTBEPrHYTO CJIOBEUKO «HETPEeB30K/IeHHbIN»
BMecTe C ero Oosiee COBpeMeHHBIM SKBHBAJeHTOM «BblAaroLuiics». OHU
BBIUEPKHYJIM JIa)Ke CJI0BO «He3aypsIHbIM», 3a UCKIF0OUeHHeM TeX CJ1y4yaeB, Korja
OHO OTHOCW/IOCHh K KayeCTBYy YCIYyI, MpeAoCTaB/sieMbIX MHOIOYMC/I€HHbIMU
KOHKYypupytowymu pupmamu! U Tak panee.

Pe3y/nbTaT BO3/IeMCTBUS 3TOM pekyiaMbl ObLT (Ja)ke Ha B3IJIsL[, COTPYHUKOB
3TOU (PUPMbI, HEHABUASIIUX TUTepOO0/bl U MPeyBeTUUeHHs1) «I10pa3UTeTbHbIMY.

B TeueHue HeCKONbKUX [HeW cobpaTbsi 1o mpodeccuu OCTaHaB/IWBAIU
COTPYJHUKOB 3TOM (hMPMBI Ha ynuile, YTOObI BbICKa3aTh UM CBOe MHeHHe 00 3Toi
pekiame. HecMOTps Ha OTHOCHTE/NBHO Masible pa3Mepbl, 5Ta (upMa Moy4usa
JleCATKU 3arpoCoB OT I[IepCHeKTUBHbIX 3aKa3uuKOB, KOTOpble [0 3TOr0 He
C/IBILLIAIA O HeW HU eJUHOro C0Ba. PykoBoaWTe/ny mpearpusThi, KOTOpble He
SIB/ISTUCh TPSIMBIMK KOHKYDEHTaMH 3TOW (DMPMbI, 3BOHUIU O(PUC-MEHEKEDY,
yTOOBbI CIIPOCUTH, KTO Jiesiai Jjis HUX 3T0 00bsiBieHue. [Ipyrue pyKOBOAUTEH
CBSI3bIBA/IUCh C CO3/aTe/isiMUA peK/aMbl, YTOObI MOMPOCUTh WX CZe/laThb TOUHO
Takoe ke 0ObsIB/IeHUe U [IJii HUX — «UTO-TO, Ha UTO BCe 0OpaTAT BHUMaHUe U
OyayT 00CY>K/]aTh Ha Y/IULIE».

JItonu obpaiiialoT BHUMaHWe Ha MapKeTUHTOBble MyO/MKalvu, JTUIIeHHbIe
MyCTbIX TIPEeyBeJIMUeHUi, TIOTOMY UTO CKJOHHBI 3aMeuaTb HeoObIuHOe, a
TIpeyMeHbllIeHre, COT/IaCuTeCh, BeCbMa He0ObIUHO.

JIyume cka3arh C/IMLLIKOM Majio, YeM CIUIIKOM MHOTO.



Ypok First Banks: aoau c/ibimar To/1bKO0 TO,
YTO BUJASAT

OpHaXKabl HEKUU MapKeToJIOr TOTPYAUICS ONPOCUTH [IBaJiLiaTh BiazesbLieB
¢bupmM, 3aaB WM BOMNPOC O TOM, KaKyl) HH(OPMALMI0 OHU TOUEpPIHY/IU U3
HECKOJIbKMX peK/laMHbIX pO/MKOB KomnaHuu First Banks. Pe3ynbrar ompoca
TIpUBeJI CO3/jaTesield 3TOM peK/laMbl B COCTOSIHUME I110Ka.

YnomsiHyTble pPONMKKA TOKasblBa/ld a/lBOKaTa, TOTOBALLErOCs TMOKOPUTH
OBepecT. Ero rmoaroroBka BKJ/tOuasia IIPUCTaJbHOE M3yueHUe MpeblayIiux
TOMBITOK MOABbEMA Ha STy BepIIMHY, IIPOTHO30B TIOrOAbl W JpPYrou
comyTcTBytoiiern uH@opmanuu. CMbICT poyvKa, CHOPMYIUPOBaHHBIA B
3aKaJpOBOM TeKCTe, COCTOsI B TOM, UTO ycriex B J0bom Jene TpeOyeT
ucuepnbiBatoiied uHpopMaiuu U KomraHusi  First Banks o6nagaet
«uH(bopMalmelt, Heob6X0UMOW BaM [Ijisi TIPUHSTHSI TIPABUJILHOTO peIleHusl B
(brHaHCOBBIX BOIIPOCAX».

Ho nromy, BuzeBlIMe 3TOT POJIMK, He MPUCIYLIUBAIMCh K cjoBaM. OHU
oOpailja/i BHUMaHUe Ha BUZIE0Psi/l, KOTOPBIM B OCHOBHOM M300paXkas a/IBOKaTa,
TOTOBALLIETOCH K BOCXOXK[EHUI0 Ha ropy. M3 3Toro Bujeopsiia OHU Jesaiv
BBIBO/I, uTO KoMriaHusi First Banks HameKkaeT Ha CBOIO CU/Ty U HETIOKO/IeOUMOCT,
HEToK0/IeOMMOCTb TOP U CU/TY YesioBeKa, PeIIUBILerocs UX MOKOPUTh, — BBIBO/,
COBEPILIeHHO He MpeJyCMaTPUBABLLINKCS CO3/aTe/ISIMU PeK/iaMbl.

JTromyu C/bIIAT TOJMBKO TO, YTO OHU BUZAT. 3arioMHuBILIeecss MHe ¢ 1980
rojia oObsiB/IeHME CIIeLMaanCTa 1o Ju3aiiHy nomeliiieHuii u3 [optaenaa, OperoH,
TOBOPUJ/IO 00 3TOM TOUTH HATpSIMYHO.

«[Toka Bam oduc coobijaer m0OOMYy BolleAiieMy: ,37AeCb CUAUT
MepPCIIeKTUBHbIM  MOJIOJOM  aJBOKar®, Ball ycrex TakKk MW  OCTaHeTcs
TIePCIIeKTUBOM», — TVIaCU/ TEKCT OOBbsBIEHUS.

JIropy He MOryT yBHJETb OKa3blBaeMyK BaMU YC/Iyry CBOMMM IJla3aMHU.
CoOTBeTCTBEHHO, KaK U HaMeKaeT 3TO 00bsiB/ieHUe, JItoAu CyasT o0 3Toi ycayre
110 TOMY, YTO OHU MOI'YT YBUJeTb. A eC/IM OHU BUJAT OJHO, a CJIbILIAT COBCEM
apyroe, To npuMep c First Banks mokasbiBaeT, uTo 3puUTe/ibHOE BOCHPUSATHE
niepeBeliiuBaeT. JIroau ropaszio ObiCTpee TOBepAT CBOMM IJia3aM, UeM BallliM
C/I0BaM.

BHuMare/sibHO TOCMOTpPUTE Ha CBOK BU3WTHYHO KapTouky. Ha cBoro
npueMHyto. Ha cBou 60TuHKU. UTO BCe 3TU BUAWMBbIE 3HAKU TOBOPST O TOM
HEeBUIUMOU YCJIyTe, KOTOPYIO BbI IIbITa€TeCh MPOJAAaTh?



Crnenute 3a TeM, UTO Bbl IeMOHCTPUDYETE.



CaenanTe HeBHAUMO€ BUUMbIM

MpI C/1bIIMM, KaK KTO-TO TPOU3HOCUT: «OH KYIWJI 3TO, JaKe He TTOCMOTPEB».
[Tpor3HOCs WM ciblia 3Ty ¢pasy, Mbl BCerja Bblpakaem yaujaeHue. Mbl He
MO)KeM TIPeJCTaBUTh, UTOObI KTO-TO [J€MCTBUTENBHO KYIMWI 4YTO-T100,
TipeIBapUTE/IbHO He MIOCMOTPEB Ha MOKYMaeMblii TOBap.

[ToTeHLMabHBIE TIOKYyIlaTe/Jd HEOXOTHO pellaroTCsl Ha MOKYIIKY Yero-To,
YTO HEBO3MOXKHO YBU[IeThb. TeM OoJiblliee 3HaueHWe OHU BKJ/IJIbIBAIOT B TO, UTO
MOT'YT YBU/ETb.

B pe3ynbrare OGosibllioe 3HaueHHe MPUOOPETAIOT HarJis[Hble CUMBOJIBI
ripej/iaraeMbix ycnayr. Bunmm Jloman, repori kauru Aptypa Munnepa «CmepThb
KOMMUBOSDKEDa», 3Ha/l O TOM, KaK Ba)HO, 4TOObl OOTMHKM Bcerfa ObLIM
HauMIl|eHbl, [IOTOMY YTO CO3HaBaJ/l, YTO JIFOAU BCeryia UILYT 3pUTe/IbHble HaMeKu
Ha MCTWHHOe mnoJiokeHue nen. FOPUCTBI yze/sOT MOBBILIEHHOe BHUMaHUe
dbopMe U pacrosoKeHUI0 CTOjia, CTY/IbeB, OCBELEeHUI0, KOTOPbIe TT0JYepKUBaIN
Obl 3HaUMMOCTh ux Tipodeccun. bBonbIIMHCTBO OyXraiTepoB  BIIOJHE
CO3HaTe/bHO CTapalTCs OfleBaThCsl OUeHb aKKypaTHO UM KOHCEPBAaTUBHO, UTOOBI
TO/JUePKHYTh CBOK) METOAUYHOCTh U BHUMaHUE K [leTalIsIM.

CosHaTennbHO WM Oecco3HaTenbHO, BCe ST JIIOAW  3aHUMAKOTCS
MapkeTUHroM. OHM TIBITAIOTCSl BbIpa3uTh HEBUAUMOE B BUIWMOHN (opme.
HeynuBuTenbHO M TO, YTO OTpac/b, Jyyllle BCero MOHUMAOLas BaKHOCTH
BU3Yya/IbHOI'O TIpe/iCTaB/IeHUus] HeBUAUMBIX YCJIyI, — 3TO MMEHHO Ta OTpac/b,
yCJIyTU KOTOPOM Tpy[Hee BCero yBUJeTh: cTpaxoBaHue. VM BoT Prudential
n3obpetaer cebe cuMBON B Bufe Mbica ['mbpanrap, Travelers uzobpakaeT Ha
sMmbnieMe 30HTHUK, Allstate — «Xopolme pykKu», B KOTOpbIe TOMa/al0T UX
K/MeHThl, Transamerica — OailiHio, a Wausau — >Kesie3HO/JOPO)KHYH0 CTaHI[UIO.
Kaxkzast U3 3TUX KOMIIaHUM UCII0/b3YyeT 3pUTebHYI0 MeTadopy.

MHorue mipeanpusThsi cdepbl yC/IyT, OCHOBBIBAsCh Ha 3TOM 0COOEHHOCTU
Yyesi0BeYeCKOro BOCIIPUATUS U HAa TOM TPUHLMIIe, UTO YC/IYTH — 3TO MpPexze
BCEr0 OTHOILUEHUSI MeXJy JIFOAbMH, MCIIO/Nb3YKOT KaK BHU3yaJbHbIM CUMBOJI
CBOEro TMpeATpUusITUs UeioBeKa, KOTOpbIii 3a HUM ctout: Yapnb3a [11Baba, 'eHpu
bnoka, nonkoBHuKa Canpepca, [eiiBa Tomaca, I>kosna Xaiiera u Bonbgranra
[Taka.

OTHUM NPUHLMIIOM — BHU3ya/M3aliM CBOUX YCIYT uepe3 JIHoJen, CTOSALUX
BO IVlaBe KOMIIAaHMM, — OYeHb YaCTO I[I0JIb3YIOTCS peK/jaMHble areHTCTBa.
Bcnomuute Jleo bepHeta (I'eo Burnett), /IsBuaa Orunsu (Ogilvy amp; Mather),



Ixess Yaitera (Chiat Day), bunna bepu6axa (Doyle Dane Bernbach) u Mspu
Yannc (Wells, Rich amp; Green).

[TogymaiiTe Takke O KOXKaHbIX TMOPT(ensX, KOTOpble WHBECTUIIMOHHBIE
KOMIIaHUM HCIIOJ/Ib3yIOT KaK CHUMBOJI TPOLIBETAHUs, [JAOPUYECKUX KOJIOHHAX,
BbIOMpaeMbIX MHOTMMM HOPUIAYECKUMHU (PUpMaMU KaK CUMBOJI TPaJULIUN, WU
HaKJa/IHbIX T[/leuax, KOTOpbie BIIWBAIOT B BOEHHble MYHJUPbI, UYTOObI
TIOJJUePKHYTh (PU3UUeCKYIO CUTy UX Bra/le/blieB.

[lpy mnpuHSATUM pellleHUsi O BbIOOpe KOMMAHUM TOTeHIUa/lbHbIe
notrpebuTeNM UIYT HaT/siIHble CBUJIeTe/NIbCTBA ee KauecTBa. He Halifsi Takux
HaIJIIHBIX CBU/IeTebCTB, OHU YacTO 0OpaIlaloT CBOM B30p Ha JIpyryto Ghupmy.
[ToaTOMy MpefoCcTaBbTe CBOMM MOTPeOUTe/ISIM BUJUMbIe CUMBOJTbI OKa3bIBaeMbIX
BaMU YC/IyT.

CpenaiiTe Tak, yTOOBI JTFOAU YBU/E/U, KTO BI.



IIpuHLIUI ane/1bLCUHA

Bbl OTIIpaB/sieTeCh B MarasuH, 4TOObI KYIUTh are/ibCHUHbBI, repedupaeTe
BeCh SAIIMK, BbIOMpaeTe caMble CIie/ible, CaMble OPAH)KEBBIE TUIObI U TTPUHOCUTE
ux pomoi. Bac obMaHym. HeT HMKAKOH CBS3M MeX/y 1[BETOM ariejIbCHA U ero
BKycoMm. [Ipon3BoauTey anebCHHOB COOMPArOT WX, KOTJla OHU ellie 3eJieHble, U
B 3TOT MOMEHT arle/ibCUHbBI YK€ SIB/ISIOTCS CIIe/IbIMUA, BKYCHBIMUA U COUHBIMH, U
JIydIlle OHU y’Ke He CTaHYT.

«Criesiblii» OpaHyKeBbIN IBET are/IbCHHOB — Ha CaMOM Jiejie Y/IOBKa TeX,
KTO MX BbIpalyBaeT. [Tpon3BoauTe M Be3yT 3e/IeHble are/bCHHBI Ha 3aBOJ| U TaM
OTNPBICKMBAIOT WX  JSTW/IEHOBBIM  COeAMHEHWEM, KOTOpOe  pa3pyllaer
COJIEP>KaIIUIACS B IIKypPKe areibCiHa XJI0podu/UI, Aesaromyii ux 3eneHbMU. (B
TeX IITaTax, IJje 3TO MO-TIPE)KHEMY CUMTAETCS 3aKOHHBIM, ITPOM3BOAUTETN MOT'YT
TaK)Ke TMOJAKpAIllMBaTh IIKYPKY are/bCHHa OPaH)KeBbIM Kpacurtesem.) Tak uro
OpaH)KeBBIM I[BET He SIBISIETCS TapaHTHel BKyca. DTO BCErO JIMIIb Pe3ysbTaT
XUMHUEeCKOH 00pab0TKH U [IOTIOTHUTEIBHOTO TPy, TTIOTPAuYeHHOr0 Ha TO, UYTOObI
o0OMaHyTb HAaC, W Mbl JIOTJIAUMBAEM 3a 3TO KaXKAbIA pa3, Korja MOKyIaem
arebCHUHAbI.

M TeM He MeHee JaXe JIFOAHW, KOTOpbie 3HaIOT 00 3TOM, BCe paBHO
BLIOMpAIOT B Mara3WHe CaMbleé OpaH)KeBble arebCHHBbI. JIFOIH, KOTOPBIM
cenoBaio Obl ObITH YMHEe, — U SI B TOM UHC/Ie — TIO-TIPE)KHEMY TO3BOJISIFOT
cebst 0OMaHYTh «KpaCHUBOM 00epTKOM» CIiesioro areabCHHa.

Bce 3T0 Ka)keTCsl OUeHb 3HAKOMbBIM, ITOTOMY UTO KaXK/[bIM JI€Hb B Ka)XKIOM
ropojie Ta >Xe camasl CUTyal[dsl pa3birPbIBAe€TCs BCSIKWUN pa3, KOrzaa JIHOAM
BbIOMpalOT TipeanpusTie cdepbl ycayr. He 3Hasg, uTto B [1eHCTBUTE/ILHOCTH
TIPEJICTAB/IAIOT COOOM 3TO TIPEAIPUSITHE W OKa3bIBaeMble UM YCIYTH, JIHOIU
oOpalljaroT BHUMaHHe Ha BHEIIIHIOK CTOPOHY. He mMMesi BOBMOXKHOCTH YBU/IETh
camy yC/IyTy, OHA OCHOBBIBAIOT CBOE peIlleHre UCK/IIOUMTeTbHO Ha TOM, UTO OHU
MOTYT YBUZIETb, — XOTSI UM CJIeIOBajio Obl ObITH YMHEe.

Yrobbl TOBEpUTH, HAJ0 YBUZETb. IIpoBepeTe, B TIOpsKe JM Ballla
«IIKYPKa».



Bce 1e/10 B TOM, UTO MbI BUJMM: YPOKH
YNKArCKUX pecTOPaHOB

Puuapg MejMaH — 3TO TOT BOJIIIIEOHUK, KOTOPBIM TIPUHEC YCIleX Scoozi's,
Ed Debevic's u ellle HeCKOIbKUM MOMYJ/ISIPHBIM UMKarCKUM pecTopaHam.

MHoruve 1jeHUTeNIM pacCMaTpUBarOT ycriexyd MejimaHa Kak ellle OAWH 3HaK
TOTO, YTO UMUK ITIpeBbIllle BCer0 U B PeCTOPaHHOM /Jiejle BaKHee KpacCuBas
o0cTaHOBKa, a He U3bICKaHHKIe O/Ttoia.

Ho kputuku ommbarorcs. OHY W3HAYa/IbHO MPEeAToIaratoT, YTO PeCTOPaHbI
3aHMMalTcs nutaHueM. Ho 5To He Tak. PectopaHbl oTHOcATCS K cdepe
pa3BieueHuid. Jlrogu UAYT B pecTopaH, uTOOBI TIOMyUWUTh OIpe/e/ieHHbIe
BleyatsieHus. [laxxe B camble 3HaMeHUThbIE pecTopaHbl, Takve Kak Turtle Neck
umu 510 Groveland, oHu wuayT, uTOOBI YBUJETh, M3-3a Uero Bech ChIp-O0p,
VICIIBITAaTh TO, YTO UCIIBITA/IU JApyTUe, U IIPOJeMOHCTPHUPOBAaTh BeuepHUe HapsiJbl.

Takum o6pa3om, ycriex MesiMaHa SIB/ISIeTCS TIPUMEPOM MY/JPOCTH B
TOHVMAaHWUU WCTUHHOW MPUPO/bI CBOET0 OU3Heca U MpOoJaXu UMEHHO TOro, 3a
YTO JIFOAU FOTOBBI [/IaTUTb.

Ho xputvku MejMaHa WrHOPUDYIOT W JIpyroe, Ba)KHOe jisi JitoOOTo
Tpo/laBlia YC/IyT, CjlaraeMoe ero ycrexa. JIWillb HeMHOTHe /oAU 00JaZiatoT
VCK/TFOUMTEIbHO TOHKMM BKyCOM, T0Jj00HO mokoiiHoMy [Ixeiimcy bBeapay,
KOTOpBbIM MOT yrajiaTh pelenT CJAMKHOTO coyca, TMompoboBaB BCETro OfHY
noxeuky. HarpoTuB, Hallld TIpe[CTaB/ieHUWsI O KauecTBe uyero-mmbo — OT
Npo()ecCMOHA/NILHOTO COBeTa [0 TeJssubero 3CKajaona — YacTo BecbMa
orpaHvueHHbl. U 1O3TOMYy HalM BIeyaT/ieHWss OT HUX Ype3BblYaliHO
TIO/IBEPKeHbI TIOCTOPOHHUM BiMsiHUSM. Korfa Mbl mpobyeM »KapeHyr0 YTKY, K
npumepy, B pectopaHe Mansion at Turtle Creek, ee BKyC KakeTcs Ham
BOCXWUTUTE/IbHBIM TJIaBHBIM 00pa3oM u3-3a OsecTsmux myonukaiuii 06 3Tom
pecTtopaHe, ero IIMKapHOW arMocdepe U 3a00sauHbIX 1jeHax. Ho moxer m
OOJILIIMHCTBO M3 HAC W BIIPaB/y IOUYBCTBOBaTh OTJMYME B TOM, KaK TOTOBST
YTKY B 3TOM pectopaHe? OTHIOb.

Kak 1 xopomue pectoparopsl, IpoJaBLbl YCIYT JOJDKHBI CO3[aTh 3pyUMOe
OKpY>KeHWe CBOel YCIyrd — OT TapKOBKM Tiepes; oducOM [0 TocefHen
CTPaHWYKU KOMMEpPUeCKOTo Mpe/iyioyKeHUs, — KOTOopoe Obl C03/1a/i0 B CO3HAHUU
K/IMeHTa Brieyar/ieHue KadecTBa. [Ipeyioxkure KIMEHTY TOJIbKO KaueCTBO CaMOM
YCIyTH, He CO37iaB 3Toi 0cob0ii «aTMocdepbl» KauecTBa, U BhI M0/[BefieTe U cebst
CcaMMX, U CBOEro K/IMeHTa.



Bce BuiMble 3HAaKH, aCCOLMUPYIOLLMECS C Tpe/jlaraeMoii BaMU YCIyTou,
SIBJISIIOTCSL Ba)KHBIM ~CBUZIETEJIbCTBOM 3a WM TIPOTUB ee TMpuUoOpeTeHusl.
Bo3zeiicTBUe 3TUX BUAUMBIX 3HAKOB — He UYTO-TO TIOBEPXHOCTHOoe. B Hux
3aK/TFOUeHa Camas CYIHOCTb Balller0 «TOBapa» W B3aMMOOTHOIIEHUH C
KJTUEHTOM.

Crnegure 3a  MOChbUIAeMBIMM  BaMM  BUJUMMBIMA ~ CUTHaJlaMM U
COBEPILEeHCTBYUTE UX.



KaK C3KOHOMMTH IMO0/IMU/I/IMOHA

Bolifisi B HEKOTOpble OTHOCUTE/IbHO KDPYITHbIe TIPeJIpUsTUsl Cepbl YCIyT,
Bbl MOXKeTe OOHapy)KuUThb Ha CTO/JIMKaX M CTeHaX OrPOMHOe KOJMUeCTBO
peKJIaMHBIX OpOIIIOp ¥ TIPOCIIEeKTOB, 000IIeAIINXCS STUM MPEeATIPUITUIM TTOUTH
B [MO/IMU/UIMOHA [J0J1JIapOB.

Yero Bbl He CMOXeTe CJie/laTb, TaK 3TO OMNpeJe/nuTb, OTKYAa B3S/IUCh 3TH
TIPOCIIEeKTHI Y KaKasi KOMIIaHUs WX BbITyCTU/IA.

Cpeay HUX HEBO3MOXXHO HaWTU M [JBYX IIOXOXHUX, [BYX, KOTOpbIe
TI0/[UepKHBaau ObI OTHO OCHOBHOE CO/iepyKaHue.

HemnocsieioBaTe/TbHOCTb B COCTAaB/IEHUU PEK/IaMHBIX OPOIIIOp 3acTaB/sieT U
caMy KOMITaHUIO BBIIVISIZIETh HEIOoC/e/0BaTe/IbHOM M Jle30praHu3oBaHHOM. Ha
OCHOBAHHWH 3TOT0 POXKAAETCs Lie/iasi LierovyKa HerpusATHbIX aCCOLaLvH.

Ecnu Bbl BO3r/IaB/sieTe KOMIIAHWIO, HasbiBarolytocs Bob's Business
Services, BaM XOTej0Chb Obl, UTOOBI JIFOAM MOITIM cCpa3y cKa3arh: «O! OTa
Oporrtopa Bob's Business Services!» HarvicaHHble BHYTpU C/I0Ba He BBI30BYT
Takoro 3¢@dekTa, MOTOMy UTO HallM BOCIIOMUHAHUSI B TIEPBYIO Ouepeb
OCHOBaHbI Ha 3pUTebLHON TamMsTU. Mbl TIOMHUM JIULIA JTFO[ieH, HO 3abbiBaeM HUX
vMeHa. Tak rmocrapaluTech NPOAEMOHCTPUPOBATh Yy3HaBaeMoe JIMLO0 CBOeu
dbupmbl. CrienaiiTe Tak, YTOObI BI0)KeHHBIE BaMU /IeHbI'M IPUHOCUJTU TIO/b3Y.

[ToBTOpSIiTE OJHY T/IABHYIO MBIC/Ib, B TOM UKCJ/I€ U B BU3yaJbHOU (popMme.
OTO MOMOXKeT BaM BhIT/Is/IeTh O0jlee OpraHM30BaHHO U TPo(deCcCUoHaNIbHO, U BaC
OyzeT rpoiiie 3arIOMHUTb.



HeponycTUMOCTD «II0Ka3aHHUH C UY)KHX CIOB»

bnaropaps «mpoueccy Beka» O. /x. CuMmncoHa* MAIIMOHBI JIFOAEeU 3HAIOT
Terepb O HeJOIMyCTUMOCTH JlauM TOKa3aHWK C YYy)KUX C/I0B WM Ha OCHOBaHUH
CJTyXOB.

OTO MpaBWIO TIPUBOAUT B CMYLLUEHWe MHOTMX 3pUTeNlell U CTY[eHTOB-
IOPUCTOB, HO OCHOBBIBAETCS Ha Ba)KHEMIIEM CBOMCTBe ue/i0BeYeCKOU MPUPOJBIL:
JIJIsl TOTO, YTOOBI OL@eHUTH MPaBAUBOCTD CJI0B, UeJIOBEKY HY)KHO BU/IETh TOTO, KTO
VX TPOU3HOCHUT. [IpuCsKHBIE [O/KHBI BUJETb CBUJETeNs, a He IIPOCTO
yCJ/IBILIATh TO, YTO OH paccKasail.

OTOT TIPUHLIUII TIpe/[CTaB/eHusl CyZieOHbIX MOKa3aHUM TakKyKe OTHOCUTCS U K
npe3eHTalU MHPOPMALIUK O TpeArnpusiud cdepsl yciayr. s Toro, 4tobbl
TIPUATH K KAaKOMY-TO DeIleHUI0 OTHOCUTELHO Balliell (uUpMBbI, MOTpeduTessim
HY)XKHO yBHUZeTb Bac. OHU XOTAT yBU/JeTh CaMble MaJjlelllie CUrHajibl, KOTOpble
MOJCKaXKyT, YTO BbI 3a uesjoBeK. Jloporue nu y Bac uacbl? HauwieHsl /u
3a[JHUKU Ballux OOTMHOK? He HaBOAST /M BalllM I/la3a HAa MbIC/Ib, UTO BBI
TOBOPUTE He BCHO MpaBAy?

* Opentanp [>xeriMc CHUMIICOH — B TMPOLUIOM W3BECTHbIM WIPOK B
amepuKaHCKui (pyT0os1, TI03/1Hee CTIOPTUBHBIN TeJIEKOMMEHTATOP, OCYKIEeHHBIM
3a youiicTBO cBoeli OwiBileli >keHbl Hukosnb CumricoH u ee japyra PoHanbza
T'onamana. Ero mpouecc mosnyuyus UpPOKoe OCBeLleHre B IIpecce K3-3a MOIbITOK
azBokaTtoB CHMIICOHA MpeJCTaBUTh €ro KepTBOW paCOBbIX MpPeJpacCylKoB. —
IIpum. miep.

BbI mpur/iaiiaeTe moTpeduTesss BCTYIIUTh B OIpe/e/IeHHbIe OTHOIIEHUS, U
OH 3ajiaeTcsi BOrpocoM — ¢ kKem'? Kto 3t mroau? Takoit Bompoc 3aziaroT cebe
BCe K/MEHTbl, HO MHOTMe KOMIIaHWM Cdephl YCAyr He o0paljaloT Ha Hero
BHUMaHUA. OHU CTpeMsTCs (OpMa/30BaTh CBOK) KOMIIAHHMIO, BMECTO TOTO
yTOOBI ITEPCOHAM3UPOBaTh ee. [ToTpeduTe b XOueT YBUAETD JIIOAEH U3 IIOTU U
KPOBH, a KOMIIAHHSI JIEMOHCTPUPYET €My KUPIIUY U HU3BECTKY — H300parkeHHe
37IaHKsI ¥ HECKOJIbKO CHMBOJIOB, OTHOCSIIMXCA K UX ycayram. Mnu dororpadun
npodheCCHOHA/ILHBIX MOJie/ieli BO BpPeMs ZIeJIOBOIO PYKOIOXKATHs WIM Ba)KHOT'O
00CYy)X/IeHHsI BOIIPOCOB TOH KOMIIAHMM, B KOTOPOM HMKTO M3 HUX peajibHO He
paboTaer.

Xoporive npoaBlibl 00bIYHO yMHee. OHHM 3HAIOT, UTO €C/IM IOTPeOUTeb
OTKa3bIBAaeTCS OT JIMUHOM BCTPEUM, HO TMPOCHUT IIPHUC/IATh «KaKYyIO-HUOY/Ib
MH(OPMAL[HIO O Ballleli KOMIAHUK», TO UM BPSiZi JIM YAACTCS IIOJYUYUTH OT HEro



3aka3. OHM 3HAIOT, UTO /il TOTO, UYTOOBI MOBEPUTb UM U KYIIUTh Mpe/iJiaraeMblii
VMU TOBap, NOoTpebuTe 0 HY>KHO YBU/IeTh, KTO OHU TaKue.

Takue MpoJaBI[bl 3HAIOT OCHOBHOW TMPUHIUI MPOJAXU YCIYT, KOTOPBIA
COBMaJlaeT C TIPABWJIOM O HEeAOMyCTUMOCTH TIOKa3aHUW C UY>XHX CJOB B
cyfileOHOM TIpaKTWKe: [JJjisi TOTO YTOOBI DeIlWTh, CTOUT JIU [IOBepSITb 3TOMY
YeJIOBEKY, ero Hy>KHO YBUJIETh.

Y Balllero MapKeTHHTa /I0/KHO OBITh YesioBeueCKoe JIUILIO.



Heo00x0auMO0CTh BbIpaXXaThbCsA 00pa3Ho:
(peHOMEH YepHOHU AbIPbI

Tomamu Gu3uKy 00CY)KAamu BaKHOe siBjieHUe: abCOMIOTHO TPaBUTAIIMOHHO
KOJIJIaIICUPOBABIITHI OOBEKT.

®uU3MKM 3Ha/MMd, YTO TMOAO0OHBIE OOBEKTHI HWMEIOT OrpPOMHOe 3HaueHHe.
B03MO)XXHO, MIMEHHO B HUX TauTCs OTBET Ha BOMPOC, KaK BO3HUK/IA BceneHHas u
KaK OHa MOXKET TIOTUOHYTh.

lomamu 06CyK7ieHre 3TOro sIBJIeHUsT TIPOMCXOAUIO UCK/IHOUUTE/LHO Cpeiu
Beaylux (u3uKoB Mupa. IloToMm ofiuH HM300peTarenbHBIM (DHU3UK HaIlles JIydiliee
WMl /1Sl TPaBUTALIMOHHOrO Kosutaricapa. OH Ha3Bas ero «4epHOU JbIPO».

Heo)xujaHHO BeCh MHp ITIPEMCIIOTHUICS WHTEPECOM K 3TOMY OOBEKTY.
Jltomy OBUIM 3aWHTPUTOBaHBbI BO3MOYKHOCTBIO CYIIIECTBOBAHUSI «JbIPbl» B
KOCMOCe, KOTOpbId camM Mo cebe Ka3asjcsi OFPOMHOMN [bIpPOMi — OTPOMHBIM
MyCTbIM TPOCTPAHCTBOM. Mpesi CyillecTBOBaHUS B KOCMOCE, KOTOPbIM CaM MO
cebe uepHbIl, yero-To eiije Oosiee YepHOTO... /ia, 3Ta WUjes TOXKe BbITJIsena
BeCbMa UHTPUTYIOLLIE /IJIs MU/IJTMOHOB JTFO/IEN.

O uepHBIX JbIPaxX 3aroBOPW/IM aOCOMIOTHO Bce. PaHTacTHUeCKHe O0eBUKH
TOKa3biBa/M OeccTpaliHbIX aCTPOHABTOB, CMEJIO HBIPSIOIIUX B WX 3/I0BeEIye
HeJipa.

[Ba cjioBa — «uepHasi Jibipa» — W3MEHW/IM MbIIJIEHWe MUJUIMOHOB JTFOZIEM.
Bonee TOro, s5TW (IOBa TMOMOITIM JIFOASM TIOHAATb OCHOBHYKO H/[IEHO
IPaBUTALIMOHHOIO KOJl1arcapa.

CnoBa umeroT 3HaueHue. OZHO CJOBO WIM y[ayHO MOA0OpaHHBIA 06pa3
MOTYT OBICTPO OTIpe/Ie/TUTh Ballly KOHLETI[HIO U TO, UTO ZieJIaeT Ballly KOMITaHHIO
OT/IMUYHOM OT APYTruX el TMoJ00HBIX, TIOMOTYT BaM CZieJIaTh Ballly KOHI[ETII[HIO
TpYBJIeKaTeTbHOW U HEOTPAa3UMOU.

Ecnu Bbl mpojaeTe 4TO-TO CJ0OKHOE [I/I1 OMWCAHUS, YMPOCTUTE CBOE
OMuCaHue, UCT0J/Ib30BaB MeTadopy.



Co3ujarenbHan cuia ¢/1oB: I'erTucOyprckas
peunb JIMHKO/IbHA

OT1o mone 6osi He ObLIO CBUETENHLCTBOM Tepou3ma. OHO TpeACTaB/IsIO
co0oii y>KaCHYH0 OIMaCHOCTh /ISl 3/I0POBbsi — IieJi0e TIojie TPYIIOB, UCTOUHUK
orpoMHOro 6ecriokoMcTBa /151 rybepHaTopa [leHCHIbBaHUM.

OTo mosie 60s He ObUIO W TIAMSITHUKOM BeJIMUWIO yUYaCTBOBAaBIIUX B
cpakeHuu apmuii. ['eHepan ceBepsiH, Muji, [IOMYCTU TaKyi rpyOyro OIIUOKY,
T03BOJIMB TeHepany apmuu FOra, JIu, rmeperpymnmupoBaTb CBOM BOMCKa, UTO
TIoCJIe CpaykeHUs 1oziaj npe3u/ieHTy JIMHKO/IbHY TpoiiieHre 06 oTcTaBke. Ho ero
TIDOTUBHUK, reHepas JIu, OT/IMun/ICcs He MeHbllle, C/ierlo OPOCUB CBOU BOMCKaA B
MSICOPYOKY 0051, ¥ 3TO TOKe ObLI0 HACTOJBLKO TPy0Oi OImMOKOM, UTO U OH MoAas
nipoiiieHye 06 OTCTaBKe.

Boii, 0 KOTOpOM WjIeT peub, COCTosiicS Tipu [eTTucOypre*, U HUKTO, 3a
WCK/TIOUeHHEeM JTiofield, Tiperiofiaroliux uctopuio CoenvHeHHbIX [IITaToB, U TeX,
KOMY ZIOBe/IOCh TIpounTaTh KHUTY ['appu Yusica «J/IlunkonbH nipu [eTtrcOypre»
(LincolnatGettysburg), He BUJUT B HEM TOTO, YeM OH Ha CaMOM /iefie SIBJISL/ICS.
[lpy TIOMOIIM OJHOW-eJUHCTBEHHOW WCKYCHOW peur JIMHKOIBH W3MEHWUIT
MpakTUUeCKu Bce (BK/IOYas Halle mpefAcTaBieHue o  Jlekmapaiuu
HEe3aBUCUMOCTH M B3IJIsbl MU/UJTAOHOB aMEPHUKAHI[EB — C TOTO BPEMEHU U TI0
cel J1eHb).

Obpartiienve JIMHKOMbHA HAr/SiAHO J€MOHCTPUPYET CO3UZaTelbHYI CUJTY
CJIOB — BO3MOYKHOCTb TIPU TIOMOII[M CJIOB He TOMBKO OIKCaTh CYIIeCTBYIOIIYIO
JeNCTBUTETbHOCTDb, HO U CO37IaTh HOBYIO, UHYIO peasbHOCTh. Haille Bocripusitue
leTTHCOypra siB/isieTCs MPUMEPOM TaKoW HOBOM peanbHOCTU. Bosee Toro, Haiie
BOCTIPUSITHAE €)KeHEBHO M3MEHSIETCSI TI0/] BO3ZIEHCTBHEM YC/IBIIIIAHHBIX CJIOB.

* Cpaxenue npu [ertucObypre cocrosyiock netoM 1863 T. U sBISIOCH
Ky/IbMUHalel BoiHbI Mexxny CeBepom 1 FOrom. 19 Hosibpst 1863 1. mpe3uieHT
ABpaaMm JIMHKOMBH BBICTYIIW/ Ha OTKPBITUM HAIMOHAJBbHOTO Kiaj0uila B
TeTTHCOypre, rae ObLIM MOXOPOHEHBI COMJAThl 00enx apMul, C peublo, KOTopas
nosyunna Has3BaHue «[eTTucOyprckoil TpaypHOW peuu», W TIPOBO3I/IACHI
[eTTHCOYpPr CUMBOIOM eJuHOM Haluu. — [1puM. Tiep.

[ecsaTbl0 OCTPOYMHBIMU C/I0BaMU: «MBblI — BTOpPOMl HOMep, TO3TOMY /IS
HaC BaKHee yYroAuTh CBOUM K/WeHTaM», — KOMIlaHusi Avis H3MeHusIa



peanbHOCTb B OTpac/iyd TpokaTa MamuH. CnoBaMu «Mbl rapaHTHpyeM, UTO
TIOChI/IKA HerpeMeHHO Oy/ieT AocTaBleHa 3a OfHy Houb» kommanus Federal
Express pa3oM MpoOI/iIOTW/Ia HEMBICJMMYIO MO pa3Mepy 4acTb PbIHKa HOUHOM
nocTaBKy. biaroziapsi Ha3BaHUIO «I€PCOHATbHBIN KOMITBIOTEP», TIPUAYMaHHOMY
KoMmraHueld Apple, KOMITbIOTepbI TMOSIBUWIKMChH B HAIlIMX JlOMaX, UTO MPUBEO K
PEBOJIIOLIMOHHBIM M3MEHEHUsSIM B COBPEMEHHOM IuBUaM3aluu. [lo3nHee, onsiTh
nBymsi cioBamMu — «desktop publishing» («HacTo/mbHast u3fjaTesibckasi CUCTEMa)
— 3Ta KOMITIaHHUs CO3/la/la HOBYIO KOHIIETI[WI0, KOTopasi C/iesiajia npuobpeTeHre
«JIOMalllHer0» KOMITbIOTepa He MPOCTO MpHUeM/IEMbIM, a MPUBJIeKaTeTIbHbIM JJaXKe
JI71s1 KDYTTHBIX KOPTOpaLiyid.

Opnu cnoBa O6bICTPO 3aObIBAOTCS, Apyrve 06/afa0T OOJIBIIIEH CUION, UueM
aroMHast 60erosioBka. 3HaMeHUTBIN B 00/1aCTU a/IpeCHBIX PAcChIOK aBTOp JI>KOH
Ksmi3 ofHaxabl 3aMeHW1 B OObBSIBIEHWHM BCEro OJHO CJIOBO, HarucaB
«HANaIUTh» BMECTO «OTPEMOHTHPOBATh», — W UMC/IO OOpaIlleHui M0 3TOMY
00BSIBJIEHUIO YBETMUMIOCH Ha 20 MPOIIeHTOB.

B Heocsi13aeMOM MUpe YCyT, I7le NoKa3aTh MOXXHO JIMIIb HEMHOTO€e U MIOUYTH
BCe TMPUXOAUTCS OMMCHIBATh, CJIOBA SIBJSIIOTCS CaMbIM CHU/IBHBIM OpY’KHEM.
[TycTsle, He3auHTepeCOBaHHbIE CJioBa MOPOXK/IAI0T MyCTON u
He3aUHTepeCOBaHHbIM OTK/IWK, WM He TIOpoXJamT U Takoro. CBexue,
SHEepruyHble, [elCTBeHHbIe C/JI0BAa MOTYT He TOJIbKO OIKCaThb pPeasibHOCTb.
[Togo6HO peun JIMHKOMBHA, TaKKe C/I0Ba MOTYT WU3MEHUTh peaslbHOCTh, MPU/IaTh
eil popmy wir BooOIile co3/1aTh HOBYIO, MHYIO PeabHOCTb.

[TomuuTe 0 I'eTTHCOYpre U 0 Co3uziaTeIbHOMN CUJie CJIOB.



XajiaT — 9TO0 He XaJjiaT

Hecko/bko JecATW/IeTHH TOMY Has3aj, CK/Iaf, yHMBepMara Macy's Obli
3aBa/ieH MaxXpOBbIMHU XajlaTaMU. BriojiHe NMpUIMUHBIMEU XasiaTtaMi. [ToToM 3a HUX
B3s71aCh reHUabHast >KeHII[MHa 110 uMeHu bepHuc ®uUTIrnb6060H.

«JT0 Oonbllle He XajaThl, — CKa3aja oOHa. — OJTo ,,0/moTTepl”. Tak
Ha3bIBaIOT UX B EBpoOIIe, ¥ MO 3TUM Ha3BaHUEM S UX TIPOJaM».

OObsiBnienuss bepauc PuTirnb660H 0 Tpojaxe «OJOTTEPOB» BbI3BAM
HacTosAIMH Haber Ha 3amachkl yHHBepMara. Uuciio rpofiaxx BeIpOC/o /10 Hebec. U
BCe-TaKM MaXpOBbIN Xa/laT ¥ eCTh MaXPOBbBIN Xanart. inu y>ke uTo-To Apyroe?

MHorza Bce 3aBHCUT OT TOr0, Kak 00 9TOM CKa3ark.



IlycToc/ioBHe

Hy KOHeuHO ke, Bbl «CTpeMUTeCh K COBeplLIeHCTBY». Pasymeercs, y Bac
eCTh «TPaJuIMM KaueCTBeHHOTo oOCTyXuBaHUsi». be3 COMHeHUs, BbI «C
TOTOBHOCTBIO OT3bIBaeTeCh Ha HYXKZAbl ToTpebuteneit». U, KOHEUHO ke,
BbIPaXKasiCh SI3bIKOM COBPEMEHHOCTH, Bbl «aKTHBHBI» U «peHTa0e/IbHbI».

Ho, eciu 4ecTHO: Korjla KTO-HUOY/b TIBITAeTCs TIPErofAHeCTd BaM BCe 3TU
pacxoxkue ¢pasbl, MbiITaeTeChb U Bbl BHUKHYTb B UX cMbIca? Crylliaete M
BoOOI1Ie? BepuTe 1 Bbl TOMY, UTO BaM paccKa3biBaroT? HeT, HeT 1 HeT?

Bbl He XOTUTe C/lyllaTh pacxokue (pasbl. Balm KaueHThbI TOXXe 3TOro He
XOTHT.



Jlyuiire, yeM MO/TUAHHE

MaBatiTe oOpaTUMCcs K pekiame OyxraaTepckKux GUpM: OHU, MoKaayi, Jalie
BCero 3/0ynoTpebssitor 3TuM. [l03BOHUTE B KakKyr-HUOyAb OyxraaTepcKyro
dbupMy u TompocuTe BbICAaTh OykiaeT. Korma 3ToT OyK/IeT [JOCTaBeT,
MOMNbITAUTeCh TpouecTh ero. ChenanWTe MNOMBITKY, OCHOBBIBAsICb Ha 3TOM
Oyknete, OBLICTPO BBIAICHUTb, UTO UMEHHO Je/laeT 3Ty OyXranaTrepckyro Gupmy
JIOCTOMHOM Baliero Beibopa.

Bbl He cMo)keTe 3TOrO cZiesiaTh, W (MeXAy HamMu) Bbl He Oyznere gaxe
MILITaThCs. BbI mpouTeTe repBbie TpU ab3aija U 6pocute. Bee, uTo copep>XuTcs B
Oyknere, — 3TO TyMaHHble 0000l[eHHsI, a He KOHKDETHbIe IPHUMEepBI.
[ToxBanbba. HUKakuMX [Jo0Ka3aTeNbCTB, HUKAKHUX CBU/IETEILCTB, HHUUETO
vHTepecHoro. OHu C/10Ba — IpeMMYyIeCTBeHHO Ipu/iarare/bHble.

PekjaMa Takoro pojia TOBOPUT BalllMM ITOTEHI[MATbHBIM IIOTPeOUTEISIM
TOJIbKO 00 omHOM. OHa TOBOPHUT O TOM, UTO BbI FOTOBBI BIYCTYIO TOTPaTUTh UX
BpeMsi. HUUTO Aipyroe He CMOXXeT MOBPeIUTh BaM 00JIbIlie, UueM 3TO.

Kakzaplii TIOTeHIMa/lbHBIA TIOTpeOuTeNb Ha/leeTCs, UYTO BbI IIOC/Ie[yeTe
CTapoM TIOrOBOpPKe, pacripoctpaHeHHoM B HoBou Axruu: «He HaumHau
TOBODUTD, €CJTM HEe YBEepeH, UTO TBOU CJIOBa OyayT /iyuiile, YeM MOTYaHUE».

[lepexoguTe TpsSAMO K Jely, MHa4e BaM TaK M He Yy[aCTCS MEPerTH K
TIOJAIMUCAHUIO 10rOBOpa.



Y710 BBI XOTUTE CKA3aTh?

bo6 Boiinan u3 kommanuu successful presentations B MuHHearnonmce
co3/ia To/Ie3HYH0 KHUTY U COMTUAHYI0 (MPMY Ha OCHOBE KOHLIETIUU YCTIelHOM
Tipe3eHTalK, KOTOopasi CBOJUTCS BCero K deTbipeM cjioBaM: «UTto Bbl xoruTe
CKasaTb?».

[TpyunHOV BO3HWKHOBEHUSI 3TOM KOHILIEMLMU CTano cjenaHHOe bobom
OTKpBITHE: OOJIBIIIMHCTBO JIH/Iel, MPOBOASIIMX Mpe3eHTalliy, Ha CaMOM jiefie He
3HAIOT OTBeTa Ha 3TOT Borpoc. OOBIYHO CMBICT UX BBICTYIIJIEHUS] CBOJAW/ICS K
crieiyroiieMy: «$1 xouy BaMm Koe-uTo rpozaTtb». Ho fi/s1 cyiiaresisi 3T0 C/IMILKOM
OUYeBU/IHO U He TpeOyeT 00bsICHeHUIA.

BO/IBIIIMHCTBO MapKeTHUHTOBBIX BBICTYTI/IEHWI MPOBA/MBAIOTCS 10 OFHOMN U
TOM >Ke TipuurHe. V3 HUX He SICHO, UTO >Ke XOTeJT CKa3aTh BaM BLICTYTIAFOIIIUMA.

Ckaxkute joasM (B ogHOM yOeAuTeNbHOM TMpeAJIOKeHUU), TIoOUeMy OHU
JO/DKHBI KYTIUTh UTO-TO IMEHHO Y Bac, a He y Ipyroil KOMIaHUH.



I deKT apKoCTH

[Tomumo cBexxeli MHGOpPMAaLIMK MPU MPUHATAWA peLIeHUs] O TOKyMNKe WU
3aKa3e yCJIyTd OTPOMHOe BAMsIHUE Ha MOTpeOuTesiell OKa3biBaeT >KUBast U sipKasi
nHdopmaLys. fpkue BrieyaT/ieHUs] B COCTOSSHUM 3aHSIThb MPOYHOE MECTO B MX
NaMsITH.

Hu oguH mnpojaBel] He MOr Obl C/IY)KUTh JIYUIIMM TIPUMEPOM 3TOTO
«3bdekra sipkoctu», ueM Pocc Ilepo Ha mpe3uzieHTCKUX BbiOopax 1992 ropa.
YrtoObl MprB/eUb BHUMaHUe JTIJiel K cBoeli repcoHe, [1epo mosib30Baics AByMs
OCHOBHBIMU OpPYAUSIMU: SIDKUMH MeTadopamu (ero «THUXMiM 3BYK BCachblBaeMOU
BO/IbI» JIFOAW BCIIOMUHAIOT W celyac, TPU Trofia CIYCTs Tociae BbIOOPOB) U
SIPKUMU KapTUHKaMH (3HaMeHUTO Mo00PKOM 1[BeTHBIX rPa(MKOB U AUarpaMm).

[laBHBIM-ZIABHO T03a0bIB OOJIBIIMHCTBO CyXUX JeTajieli MpeABbIOOPHBIX
nebaroB, MHOIY 3aTIOMHUJIM TeM He MeHee sipkue MeTadophbl U Juarpammbl Pocca
[Tepo. Tak, wucnonb3ys >S(Q@eKT SPKOCTU KaK OCHOBHOE OpY)KHUe CBOEro
«CcaMoMapKeTuHra», Ilepo cTan omacHbIM MPOTMBHUKOM JDYTMM KaHAMaTaMm,
HECMOTPS Ha TO UTO OHU y’Ke UMeJTi OTPOMHOe TIPeUMYIIeCTBO, Oyyun 1aBHO U
XOPOIIIO U3BeCTHBIM HU30Hparessim.

Opymus Pocca IMepo omirMyanvck n306peTaTebHOCTBIO, HO [I7Isl TOTO UTOOBI
co3gath «3¢h¢eKT SpKoCcTHU», BaM He o0si3aTe/lbHO Tak OpocaTbcs B Iviasa.
Tunorpagusi Clear Lake Press B ropogke Baceka, mrar MuHHecoTa, HeaBHO
TIpe/icCTaBW/Ia O4YeHb SIPKUN TMpuMep TpeKpacHoro oOcayxuBaHus. JKypHaiy,
KOTODBIM SIB/SICSI WX K/IWEHTOM, TIOHaJo0WI0Ch HaredaraTh TOZATMUCHbIE
KapTOUKW, KOTOpble COOTBETCTBOBA/JM Obl MO I[BETOBOMY peIeHHIO0 JPYrou
MevyaTHoOW MpoAyKuuu 3Toro XypHasna. I[IpesupeHT Clear Lake Press Hariuen
KOMITaHUIO T10 TPOU3BOJCTBY THUIOrpad)CKOM KpacKu, KOTopasi C TepBOW ke
TIOMBITKY CyMesia TIoZio0paTh HYXXHbIN 1BET (ZI0 3TOT0 KJIMEHT Yy»Ke MomnpoboBas
JIBEHA/ILIaTh PA3/IMUHBIX Kpacok 0e3 BCAKOTO ycriexa). PerroHa/ibHbIN MeHeKep
KOMIIaHUM 110 TPOU3BOJCTBY KPACKU JIMUHO [OCTaBUJI OMbITHBIA oOpaser] u3
MumnHearnosica B Baceky (routy 200 Musib Tyzia 1 00paTHO).

®pen betnax u3 Betlach Jeweler's ucrnonb3yetr «3ddekT sspkoctu», Koraa
pacckas3biBaeT TMPaBAWBYH0 WCTOPUIO O OpWIIMAHTOBOM KOJiblle, KOTOpOe OH
W3rOTOBUJI ZIJisl JKEHIL[MHBI-IOBe/upa, paboTatoiieii B ToM ke ropoge. CornacHo
ero MCTOPUM, KOTOpasi COJiep)KUTCsi B OykieTe ¢dupMmbl, cZieiaHHOe beTiaxom
KOJIbII0 TIPOU3BEJIO Takoe TTy0OKoe BIieuaT/ieHue Ha IoJlydaTe/IbHULLY, UTO aKe
yepe3 HEeCKOJIBKO YacCoB TOC/Ie ero MojiydyeHusi OHa BCe ellle MJlakajia U He MOIJia
TOBODUTb.



(B KauecTBe [OMOJHUTEJBHOTO JOKa3aTelbCTBA TOrO, UTO SIPKUE
BIEYAT/IEHUS] WUMEIOT CBOMCTBO COXPaHATHCS B UETOBEUECKOW TaMSITH, CKaXy,
yTO JIOAM, TIPU KOTOPbIX $i ymoMmuHan davwivio beTnaxa, Mo-rpexxHeMy
CIpallrBaloT: «ITO FOBEMP, KOTOPBIM 3aCTaBUI Pa3pbIaThCs Ty >KEHIIUHY ?»)

MO)XHO ¥ HY>KHO HalTU MHOKECTBO CITOCOOOB CO3/1aTh SIPKOe BrieuaT/ieHue
O Ballley KOMIIaHUH.

Vcronb3yiiTe cjioBa W 3puTe/bHbIe 00pa3sbl /11 TOro, YTOObI OCTaBUTH O
cebe sipKoe BIIeUaT/IEHHE.



JKMBOCTH peuu

['omamu 1iperioaBatesid MUCATe/bCKOIO MacTepCTBa TBEPAWIA CBOUM
CTyeHTaM O HeoOXOoAUMOCTU H30erarb Kjuille, a BMECTO 3TOTO MOMBITAThCs
HalTU CBeXUM, HeW30uThIA Croco0d BbIPa3UThb CBOM MBICIIA. JTOT COBET
TIPUMEHUM U K MapKeTHHTY.

JItonu pearupyroT Ha BCe HOBOe U HeOObIUHOe W UTHOPUPYIOT CTapoe U
TIPUBBIYHOE — 3TO CBOMCTBO HEKOTOPbIE aHTPOIIOJIOTH CUMUTAIOT HEeOOXOAUMBIM
[JisT BbDKUBaHUs dYesioBeuecTBa. Kak TO/MBKO B OKDY)KEHUM TepBOOBITHOTO
ye/ioBeKa TIOSIB/ISZIOCh YTO-TO HOBOE, €My HaZi0o ObUIO WM3y4WUThb 3TO, UTOOBI
pelluTh, He TMpe/CTaBsieT M OHO ornacHocTh. Ho KakoBo Obl HU ObLIO
o0ObsICHeHHe, JItOI PearupyroT Ha TO, UTO KakKeTcsl UM HOBbIM. [103TOMy oueHb
CTapoe CJIOBO «HOBHM3Ha» IO-TIpeXKHEMY UMeeT 3HaueHHe B peKjiame.

[Tpennoxenusi, He cofiep>Kallje K/uIlle W 3aTaCKaHHbIX (ppa3, BbI3bIBAIOT Y
nrofielt MOOOMBITCTBO Y TIPUKOBLIBAIOT WX BHUMaHWe. Kpome Toro, cBexue
CJIOBa BBIMVIAAAT Ooslee UCKPEHHUMH, OHU Ka)KyTCsl TeéM, UTO Ha CamMoM [iefie
JyMaeT roBOpsilui, a He OeCcCMBbICIEHHbIM TepecKa3oM TOr0, UTO TOBOPSILUN
yuTaJl WIA CJIbIIAJ Te-To enje (TpuyeM MHOTO pas).

Knuitie v u3butbie ¢pa3bl YTOMISIOT JrOJell. A KakK CKas3aa OJHaXK/bI
Hapup OTUMBY, «Bbl HE MOXKETe YTOMUTh KOTO-TO /10 TaKOM CTereHU, 4ToObl OH
KYIIWJI Balll TOBap».

[Tosb3a myOMKaryii

B EBporie eCTb 11eCTh TOPHBIX BepLLVH, KOTOPbIe BbIlle, yeM MartepxopH™*.
Ha3zoBute x0Ts Ob1 0fjHY. BCe ziesio B 0CBellleHUH TIpeccoi.

* MarTepXxOpH — ropHasi BepllirHa B AJibllaX, BbICOTOM OKOJ10 4480 M. —
[Ipum.tiep.



Pek/1amMa — 3T0 To)Ke my0/IMKaIusa

Kak-To pa3, korga B MunHecote B 1994 rofy BbInasn nepBblii CHEI — Kak
3T0 00BIYHO ObIBaeT, MPUOIU3UTENBHO B TO BPeMsl, KOT/la o/KHA Oblla HauaThCsl
nAras wrpa YemnuoHara MHpa, — MHe T[IO3BOHW/I TOTeHLHAaJ/IbHbIN
norpeburesnb. EMy 0 cMepTH X0Tesioch paboTaTh UMEHHO CO MHOM M3-3a 11e/10M
«JIaBUHBI» MyO/IMKalMid, KOTOPYIO sI OpraHu30Baj JJisi APYroil KOMIaHWW B €ero
OTpac/Iy.

Ero 3BOHOK BecbMa MoJibCTH/ MHe. Ho XOTS f U He CTas NONPaB/IATH
3BOHUBIIIEro, OH oiubancs. [la, s TIOMOT KOMMaHUU [0OUTBCS KOe-KaKux
nyO/iMKalyii — TMOJIHOCTPAaHUYHOM CTaThbU B JKypHase, Tpex ab3aiieB B Ou3Hec-
pasjienie MeCTHOM ra3eTbl U — TOXKe Ha TpU ab3alja — YTOMUHAHUS B )KypHaJie,
MpOJaroLLleMcs 110 BCel cTpaHe. VIMEHHO K 3TOMy CTpemMu/iach Ta KOMITaHUs, U
MbI I0OUTUCH TIOCTaB/IeHHBIX lieneil. Ho Bpsifg nu 3T0 MOXKHO ObUIO Ha3BaTh
JIaBUHOU.

[louemy ke TOrAa MOM TIOTeHI[MA/IbHBIM TMOTpPeOUTEe/NIb TOBOPUT O
«iaBuHe»? [loToMy UTO B TOM e >KypHaje B TO e CamMOe BpeMs Mbl
onybMMKoBamu fBa OOJBIIMX peK/JaMHBbIX OOBbsIB/IeHUS] 3TOW KoMmraHuu. B
CMYTHBIX BOCIIOMHUHAHUSIX TOTPeOuTe/iss He COXPAHWIOCh Pa3/uuus MeXIy
OObsIB/IEHUSIMU U CTaThsIMU. Bce, UTO OH 3allOMHUJ/I, — 3TO TO, UTO B >KypHaJse
ObI0 OueHb MHOTO TyOuKaluii 06 3Tol KomrnaHuu. U eMy 3ax0Tenock, UToObI s
CO3/aJ1 J/1s1 Hero TaKylo XKe «JIaBUHY».

OTOT noTpebuTtens yoeauTebHO JoKa3asl ellje OJ[WH TIPUHLIUIT MapKeTUHTa:
pek/laMa — 3TO To)Ke My6/MUHOCTb. PekiaMHOe 00bsiBleHHe — 3TO ClellaHHOe
B nyOsinuHOM opMe yrioMUHaHKEe O KOMITAaHWM WK TOBape, U3 KOTOPOTO JIFO/IU
MOTYT TOYEpIHYTb HOBYI HH(OpPMALMI0 WIX Yy3HaTb O CyllleCTBOBAaHUU
YTIOMSIHYTOUM B OOBSIBJIEeHUH KOMITaHUMU.

Ecimu BaM Hy)XHO, 4TOObI Ballla KOMIaHUSI yTNOMUHanach B TIpecce,
nyO/IMKyiiTe pekiamy.



Pek/1aMa Be/leT K My0/IMKaIuaAM

Crier[uasucT TIO0 CBSI3SiM C OOIIIeCTBEHHOCTbIO CBS3a/iC C Pe/lakKTOpOM
MeCTHOTO /IeJIOBOTO >KyPHasia, UTOObI MPe//IOKUTh eMy K/1aCCUUeCKyH UCTOPHIO,
MOXOXKYH0 ~ Ha  BOIUVIOIIEHHYHD ~ MeUuTy  MWUIMOHOB  aMepUKaHCKUX
TipeJnipUHAMaTe e, TOMSIIUXCS B HACTOSIIMM MOMEHT B oducax BcCex
HeOOoCKpebOoB 1leHTpa ropo/a.

M cTopus 1oBeCTBOBaJIa O YesioBeKe, MHOTO JIeT MPOXKUBIIIEM B AMepUKe, HO
He repecTaBaBIlleM JHOOUTb CBOIHO POAHYH ['peliyto, KOTOPBINA el CBO3UTh
CBOUX [Ipy3ed Tyza Ha 3KCKypcuio. [Ipy3bsi Obid B BOCTOpre. JTO 3aCTaBUJIO
Halllero reposi 3aJyMaThCsi: a He MOXeT JIM OH 3apabaTrhiBaTh Ha >KU3Hb,
3aHUMasiCb UMEHHO 3TUM?

[Tocsie MHOTOHe/IeNTLHOTO pa3ilyMbsi U MecCsLieB, TTIOTpaueHHbIX Ha MPOOLI U
olMbKM, OH OTKPBLT CBOe Ziesio. Uepe3 HeCKOJIBLKO JIeT FPeueckoe TYPUCTUUEeCKOe
areHtctBo Hellenic Adventures nokasbiBajio BbICOKUE TEMITbI POCTa.

Ho Korza crielianucT 1o CBsi3siM C 00I1eCTBEHHOCThIO TOMbITA/CS TPO/aTh
)KypHa/ly 3Ty UCTOPHIO, /1OKa3bIBalOIyI0 BEPHOCThH MaMUHOTO coBeTa: «/lenaii
TO, uTo Tebe HPABUTCS, a JIeHbTHM TPUIOKATCS», PeJAaKTOpP BOCIIPOTUBHUICS
stomy. [Touemy?

[lpobnema Oblla He B TOM, UTO WCTOPUSI He TIOKa3ajach emy
nipuBJieKaTe/ibHOU. [TpocTo A/ pelakTopa 3Ta UCTOpUsi Obljia BCETO JIUIIb OHOU
Y3 MHOTHUX, [TOTOMY UTO OH HHUKOrjaa He cibiman o Hellenic Adventures. Kak,
Jlake HeB3upasi Ha [lOBepve KO MHe JIMYHO, MOT OH OBbITb yBepeH, UTO 3Ta
KOMIIaHUsl IeWCTBUTE/ILHO CYIIIeCTBYeT U TIPOL[BeTaeT?

«51 He yBepeH, UTO MOTY TIOBEPUTh B 3Ty UCTOPHIO, — TIOZyMas OH, — Be[lb
sl HUKOT/a He CJIbIIIan 00 3TOM KOMITaHUW.

Yro wmorio Obl 067€ryuTh 3ajady  CreldaaucTa TI0  CBSI3IM  C
00IIleCTBEHHOCTbI0O B 3TOM ciyuae? Peknama. Eciu Obl pesaktop Bujen
pekiiamMHble 0ObsiB/ieHUs1 areHTcTBa Hellenic Adventures (kommaHus elije He
Hauasia TIOCTOSTHHYIO peK/IaMHYI0 KaMITaHHUIO B TleuaTH), OH MOT Obl CKa3aTh cebe:
«DTO peasibHasi KOMITaHWs. 3HAYUT, 3TO pPeasibHasi UCTOPUS». [pyruMu cjioBamu,
peksiaMa TipuBeJia Obl K MyO/IMKal[|K.

OneMeHTbl MapKeTWHra JeMCTBYIOT He «KaXAbli cam 10 cebe». OHu
paboTarT Apyr Ha /pyra, 4acTO CaMbIM HeoXkKH/laHHbIM oOpa3oM. Pekiama —
9T0 MyOnMKalus, aZjpecHasi pacChbUlka — 3TO peKjama, BCe TiepeceKaeTcsl U
CMeIlIMBaeTCsl, U TMpaKTUUeCKH BCe, eC/Id OHO Cjle/laHO [IOJDKHBIM 00pa3om,
paboTaeT Ha 0011110 11e/Th.



Ec/i Bbl XOTUTE TIOAYYUTh OOJIbIe MyOJUKAI[Ui B IeUaTH, pa3MelriaiTe
Gosblile peKaMBbl.



CyIlHOCTh NMeYyaTHOo! NMy0/TuKaun

CeropiHsi, B MOMEHT HarvMCaHUsi 3TON KHWTH, HA OflHA Ta3eTa WIW XKypHasl
He MOTYT T0OXBacCTaTbCs TeM, YTO OHU Upe3MepHO WHTepeCHbl uuTaresisM. B
MUpe, TeperoHeHHOM pa3/MUHbIMU CPeJCTBaMM MacCoBOM HH(OpMaly,
3ajlaya BbIMTyCKa WHTEPECHOTO eKeHelelbHOr0 WK eXXeMeCSYHOro W3ZaHUs
MOJKeT TIPUBECTU B yHbIHUE KOTO yrofHo. Co CTpallHOi CKOPOCThI0 HaHUMasi U
YBOJIbHSIST HOBBIX DeJaKTOPOB, HW3HEMOTallieé OT TOHKW W3/laHusl UIIYT
Bo/IIIeOHY0 hopmyy.

Ho kakoii 61 HU Obia ¢opmyna yAauHOTO W3/aHUs, OFHOTO OHa He
BK/IFOYaeT abCO/IOTHO TOUHO. HU OfiHO u3/aHue He JOCTUTHET TIOMYJISIPHOCTH,
ecnu Oyner TyO/IMKOBAaTh peK/iaMHble OObsIB/IeHUS, C/leTKa 3aMaCKUPOBAHHBIE
T0/, CTaThH.

Bam mpecc-penu3, MCKYCHO COCTaB/IeHHBIM C €AUHCTBEHHOW IIe/bl0 —
TOJIYUUTh peKjiaMy, HUUero 3a Hee He 3arjiaTuB, He OyzeT orybmukoBaH. Ha
camMoOM [lefie pelaKTOphbl, 3HAIolMe, KaK UX U3[jaHue HYXJaeTcs B
pekjiaMo/iaTe/isix, C OTBpallleHWeM BOCIIPUMYT Bailly TOMbITKY. Kpome TorO,
HACTO/IbKO OYeBH/IHbIe 10 CBOUM HaMepeHWsIM TMpeCcC-peu3bl Mpe/CTaB/IsoT
CBOUX aBTOPOB KAaK HAWBHBIX JIOJIeW, TIBITAIOU[UXCS MAaHUITYTMPOBATh
o0IIleCTBEHHBIM MHEHUEM, a BO3HUKHOBEHHSI TAaKOTO BIIeUAT/IEHUS [axe Y
peJjakTopa ciiefiyeT n3berarb Kak OrHsi. MUp CJIMIIIKOM TeCeH.

A BOT 4Yero peJakTOpbl XOTAT, TaK 3TO CjlefiaTh CBOe u3JaHue OoJiee
uHTepecHbIM. OHM XOTSIT, YTOObI UMTaTeIM MOIJIM BOCKIMKHYTh: «IIpocTo
BIFOOMIICS B 9Ty CTaTbiO!»

[ToaToMy, mbITasich A06UTbCsA TybOnukaumyu 006 yciyrax cBoeid (UpMBI,
HUKOTJla He 3a/laBailiTeCcb BOMpocoM: «YeM xopoillla Halla yciayra?» Bmecro
9TOr0 cripocute cebsi: «UTo fenaeT Hally yCayry UHTePecHOMW [/isi uuTareseu
9TOTO U3JaHUSA?»

Ecmu Bbl XOTUTe, UTOOBI PeAAKTOPHI MOMOITIM BaM, TIOMOTHUTE UM CaMM.
[MaiiTe UM 4TO-TO MHTEpecHoe. [laliTe UM CTaThIO.



OoOHaaexuBaloIee U3BecTue oT Yuibama D.
bak/n

Wtak , asis TOro utoObl AOOUTHCS Jake MajieHbKOW MyO/nvKalyy, Hajo
ObITh XOTS1 ObI UyTOUKY WMHTepeCcHbIM. BemukosernHo. [103ToMy Bbl HaunHaeTe
CMOTpeTh [0 CTOpOHaM. Bel cMOTpuUTe B TeueHHe HeCKOJIbKWX MUHYT. IloTom
nofonbie. Eme goseie. Ha ciepyrommii fieHb Bbl B3[bixaeTe: «f He yBepeH,
YTO B Hallleli KOMITAaHWU eCTb XOTb UTO-HUOyAb WHTepecHoe». [Ipurnsgutech
ere pas.

Ihxon Makdu Hamucan 3axBaThIBAKOILyH0 KHUTY 00 arenbcuHax (fa-7a,
uMeHHO 00 amesbcuHax). TenexypHanuct ['appy PusoHep ofHaxibl co3pjan
oyapoBaTe/bHbIE MUHU-CIOXKET O BXOAHBbIX ABepsix. Pobept IMupcur Hamwmcan
becTcesnsiep 0 peMOHTe MOTOLMK/IA U 00 yxofie 3a HUM. COTHU U THICSIUM JTHOJeH,
HU pasy B )KU3HU He e3JUBIINX Ha MOTOLIUK/Ie, YUTA/IU ero 3aroeM.

KTo-TO CKa3zan opHaX[bl, YTO B MHpe HeT HeWHTepeCHbIX Beljed. EcTb
TOJIBKO He3auHTepecoBaHHble Jiroau. YwieaMm . baknu npuzan 3ToMy
BbIP@KEHUI0 HOBBIM CMBIC/, KOT/Ia KTO-TO CITPOCUJ ero 00 MHTEepPBbIO, KOTOPLIE
oH Opan y pa3HbIX jwofed B nporpamme «JIuHusi orHsi». «UTo Bbl Oygete
JlejlaTb, — CIpOCWIA y bakiu, — ecyy Ball I'OCTb OK&KETCA COBEPIIEHHO
HEMHTepPeCHBbIM YesioBeKOM?» «Takoro He MOKeT ObiTh, — OTBeTWI bakmmu. —
Ec/mi BBl IPUCMOTPUTECH JOCTATOYHO IIPUCTA/IBHO, [EeBAHOCTO [eBATh W3 CTa
JIOJielt TIOKaXKyTCs BaM WHTEPeCHBIMH, a COThbIM Oy/leT MHTepeCeH UMEeHHO TeM,
YTO Ha y/UBJIeHHEe HeMHTepeCeH».

[Ipurnsaurecb moBHUMAaTebHee, U Bbl YBUAUTE B CBOEU KOMIIAHMM UTO-
HUOYIb UHTEPeCHOe U IOCTOWHOe CTaThH.



CocpenoToubTech Ha MOKYNKe, a He MPojaxe

Hekoropble crnierranucTel 10 MapKeTUHI'y PEeKOMEeHYIOT IPU MOATOTOBKE
TpOrpaMMsbl a/[peCHOM pacChbUIKU Ye/ATh MOJI0BMHY BCEro BPeMEHU CO3aHUI0
dopmbl 151 obopmiieHHsT TIOKYTKM. BOMBIIMHCTBO K/AMEHTOB, YC/BIINIAB 3TO
pasob/avarolijee rMpaBuUsIo, ObIBAIOT OUeHb YAUB/IEHBI U [iaJKe IOKUPOBAaHbI.

51 Ha3Bas1 5TO MpaBU/IO «pa30b/ayarolM», TOTOMY UTO OHO yKa3bIBaeT Ha
TO, UTO OOMBIIMHCTBO TMPOJABIIOB C/UIIIKOM MHOTO YCUIUHN YAEJsIOT TOMY, Kak
NIpOJaTh, U CJIUILKOM Majio — TOMY, KaK «KYIIUTb».

[TogymaiiTe, KaK 4acTO BbI MPAKTHUUECKHU COT/IAlllaMCh MPUOOpPecTH uro-
mb0, HO OTKa3bIBaJUCh OT MBIC/IM O TOKYTIKe, TIOTOMY UTO OHa Oblia COTpshKeHa
C orpejeneHHbIMU TpyAHOCTAMU. Hampumep, mnpogaser) Iipejjaraa Bam
C/IMIIKOM OO/bIIOM BBHIOOD BapMAaHTOB, WM 3aCTaB/sI Bac OECTIOKOWTHCS O
IPOJJIEHUM CpOKa TrapaHTWM, WIU [pejjaraj] BamM C/JIUMIIKOM CJI0KHbIe
(dbrHaHCOBbLIE TAKeThl, /11 TOr0 YTOObI BbI MOIJIM OCO3HAHHO BbIOpaTh OfVH U3
HuX. ToBap ObIZIO TPYAHO KyMUTh. A Terepb BCIIOMHUTE O TPOTUBOIIO/IOKHBIX
npuMepax. UTo-To 3aMHTepecoBaji0 BaC — UyTb-UyTh, He 00si3aTesbHO
CUIbHO, — HO Cama IpPOCTOTa, C KOTOPOW BbI MOIVIM 3aKa3aTb, OIIaTUTb U
TIOJIyYUTh 3TOT TOBap, HEOTBPATUMO IPUBeJIa BaC K COBEPIIEHUIO TTOKYIIKU.

XopoIuii MapKeTUHT [JOJDKeH ObITh COCpe/IoTOUeH Ha MoKymke. Hacko/ibko
SICHO C(OpPMYIMPOBaHO Balle TpeasokeHue? MoryT /M TOTeHLUa/bHbIE
notpebuTen ornpoboBaTh Ballld YCIyTH, COKPaTUB CBOM DUCK B C/yuyae 3aKa3a?
Hackonbko ueTko o603HaueHa 1ieHa? HackobKo MpoCTO KyMNUTh Balll TOBap?

CpenaiiTe Tak, uTOOBI Ballly yCIyTy ObLIO MPOCTO KYTUTh.



CambIid IpUBJ/IEKaTe/IbHbIN CII0C00 MpoAaXKu

Yro crocobcTByeT mpogake? Camoe TIpHB/IeKaTeIbHOE COOOIeHHe,
KOTOpoe Bbl MoXeTe (KakuM Obl TO HU ObLIO CrIOCOOOM) [JOHECTH [0
TOTEHI[HA/IbHOTO TIOTPeOUTe/s, TOBOPUT COBCEM HE O TOM, UTO y Bac €CTh
3aMeuaTe/IbHbIM TOBAap, KOTOPBIN Bbl XOTUTE €MY IIPO/aTh.

OHO 3BYUHT CJIeAYIOIIMM 00pa3oM: «$I MOHMMAr0, B UeM Bbl HY)K/Ia€TECh».
dpasza, HauMHAIOIIASCS CO CJAOB «y HAC eCTb», TOBOPUT O Bac. ®Ppasa,
HAUMHAOII[ASICS CO CJIOB «sSI TIOHMMar0», TOBOPUT O €IWHCTBEHHOM y4YaCTHHKE
C/leJIKH, KOTOPBIH Ha CaMOM /iefie UMeeT 3HaueHWe, — O BallleM ITOKYTIaTeie.

BBISICHUTE, Uer0 OHU XOTAT. BBISICHUTE, B UeM OHM HY)K/IAlOTCs. BhIscHuUTe,
YTO OHM 3a JIOAU. DTO IMOTpedyeT AOIMOJHUTE/ILHOTO BPEMEHM, HO 3TO MOXKET
0Ka3aTbCsl PELLaIOIUM JIJIs 3aK/TFOUEHHS C/Ie/TKH.

He cocpenoTraunBaiiTech Ha CBOeH yc/yre, COCpPeJOTOYbTECH HAa CBOEM
rotpeburere.



YTO0 03HAUAKOT «IYCThIe» Ijia3a

[TpojaBer] XoueT UTO-TO CKa3aTh BaM. HO BBI CJIBIIINTE JIUIIL COTPSICAHUE
Bo3ayxa. OH mpogopkaet. To ke camoe. BbI C/bIIINTe MeJIOANIO TIeCHU, HO He
cjioBa. B moaxoAsiuiuii MOMEHT Bbl BeXX/IMBO Onarojapurte ero u obeljaere
CBSI3aThCsI C HUM TIPH MTEPBOY BO3MOXKHOCTH. Uero BbI, pa3yMeeTcs, He /le/laeTe.

Brl 3HaeTe, oyeMy ero oOpaliieHre K BaM 0Ka3aj0Ch HeyzauHbIM. Bee feo
B TOM, UTO OH HH CJIOBa He CKasaJl O Bac. Bce ero BeICTyIuieHHe ObLIO
TIOCBSII[EHO eMy U TOMY TOBapy, KOTOPBIM y HETo eCTh, a He BaM U TOMY, B UeM
BbI HYK/IaeTeCh.

OH roBopun o cebe. Ho Bac-To BO/MHOBa/MM Bbl camu. [IOHSIM Tereps,
TI0YeMy Hey/lauHbIMU OKAa3bIBa/IMCh U BalllM TIPE3€HTaI|N?

T'oBopuTE O HeMm, a He o cebe.



[lepBoe MpaBU/IO NPOBEieHHUSA MPe3eHTaLlHM:
Oepute npumep c /luka

B TeyeHue ueTbIpHAALIATU MecCsALIeB s MMeJ OTPOMHOE U HU C YeM He
CpaBHUMOE V/I0BOJILCTBHE paborarte BMecTe ¢ JInkom BuibcoHOM. MOXKHO
TOMBKO TIOXKeJaTb KaKIOMYy Takyk yaady. Uk ObL1 reHuem mMpe3eHTalui.
YToObI BbI CMOI/IM BIIOJIHE OLIEHUTh €r0 reHUa/IbHOCTh, TI03BOJIbTe MHE OMKUCATh
BaM MeCTO [eWCTBUS. JTO OT/JeslaHHasl JepeBOM TOCTHMHAs B UCTOpPUYECKOM
ocobHsike [Tunncbepu. Beiciiiee pykoBozACTBO KomriaHuyd Musicland mpuiiio K
HaMm B areHTcTBO Carmichael-Lynch Advertising Ha mpeseHTauuto. vk,
KOTOPBbIM [O/DKEH BeCTH IIpe3eHTalyi0 OT MMEHU KpeaTMBHOW KOMaH[bl
areHTCTBA, [I03TOMY C/Iy4yaro IpU IU/pKake U rajCTyke, HO BCe paBHO BBIVISAUT
TakK, KaK Oy/ITO OH TO/MbKO YTO 3aKOHYWJI MOACTPUraTh ra3oH. I[locse Toro kak
CLIEHApUCT U XYJOXXHUK MpeACTaBU/IM CBOU WJEU [Ji1 HOBOU TeeBU3MOHHOMN
peknambl Musicland, [Tuk BcTaeT, 4TobObl MoABeCTH UTOTU. ETro BBICTYyIIEHUE
JIOJDKHO 3aHSITh He OoJjiee MATH MUHYT.

OHO 3aHWMaeT COPOK. [IMK TOBOpUT SMOLMOHANbHO, COUBUUBO,
BOCTOp)KeHHO. OH yXOJMUT HACTOJLKO B CTOPOHY OT IIpegMeTa, UYTO CaMu
pykoBoguTenn Musicland mopcka3sbiBalOT eMmy, ¢ 4ero OH Hauaja. K/ueHThbI
OKOHUaTe/IbHO 3anyTajuchb. Bo3MoXxHO, 3amnyTasncs u cam Juk. Ho (1 310 oueHb
OosibIIoe «HO») Mbl HU HAa MUT He OTPbIBaeM OT Hero B3rsja. U nenno He B TOM,
YTO rOBOPUT VK, 1e/10 B TOM, UTO OH UyBCTBYeT.

Ouky Hebe3pa3nuuHo. OH BepuT B TO, O UYeM TOBODUT, U €My
Hebe3pa3/MyHoO, UYTO MbI Cj/le/laéM uUyleCHble PpOJIMKUA, KOTOpble TIOMOTYT
KoMmrnaHud Musicland TipogaTh MWIIHMOHBI 3amuceii. B Hamedr  cdepe
JlesATeJIbHOCTH, TIpe/ICTaBUTE/IM KOTOPOW M3BECTHBI KaK «CKOJIb3KHe» JIFAH, JuK
— 9T0 npocTto [Juk. Hukakoro mjaHa — KaK MOXKHO 3aIylaHMpOBaTb TaKyrO
rpeseHTanuo? HUKaKMX XUTPOYMHBIX HAMEKOB Ha TO, UTO y[a/JoCh pa3y3HaTb O
KakaoM u3 pykoBoguTenedd Musicland. Hukakux apTuctuuecku HeOpeKHO
TIOBSI3aHHBIX TaJICTYKOB, HUKakoW addekTaiiuu, HUKAKOTO TpeHeOpexKeHUs —
HUYEro, UTO KJIMeHT MOT Obl OXKU/IaTh OT OOBEIIaHHOTO JUTIOMaMU TBOPYECKOTO
pykoBoautens. Juk mobuscs ycriexa ¥ B 3TOW Mpe3eHTallid, U B UeThbIpex
MOC/IeAyIoNMX  (Jydlnmvii  pe3y/ibTaT BO BCeM  peKjaMHOM  Ou3Hece
MuHHeanonmca). M mpousouwio 3T0 1O yeTbipeM mnpuudHaMm. OH He
COOTBETCTBOBaJI cTepeorvily. OH HUKOrza He IpUTBOpsICS. OH He CTeCHSJICA
TIOKa3bIBaTh Ce0si TaKUM, KaKOB OH eCTb. Ml OH cTpacTHO /106U CBOe J1ei0 — U



TIOKa3bIBa/l KJIMeHTaM, HaCKOJIbKO OH ero roout. Bam ciieioBaio Obl ero BUIETh.
Bawm cniefyeT Gpathb ¢ Hero rnpumep.



I1o/10)keHHe 0 KOHeUHBbIX I1e/I1X

Kak Mbl BUIUM W3 KHUT, (DUIbMOB, TejlerporpaMM U APYyTUX UCTOUYHUKOB,
Hey/lauyHoe TMOJI0KeHHe O KOHEUHbIX Liesix — Jlajeko He pegkocTb. Ho 3To He
3HAUMWT, YTO TIOTbITKA CO3/laTh TaKoe T0JIoyKeHre oOpeueHa Ha TPOBaja U T/YIIO
JlaXke TIbITaTbCsl ero c(opMyidpoBaTh. I'paMOTHOe TO/NIOXKEeHHEe O KOHEUHBIX
1[e/IIX MOXKeT OBITh T10JIe3HO XOTS Obl /I TOro, UYTOOBI MOKA3aTh COTPYJAHUKAM,
YTO KJeT UX B KOHIIe /I0/IT0T0 U TPYIHOT'O Ty TH.

Ho monoxeHue O KOHEYHBIX Ile/iIX He [AO0/DKHO HMMeTb OTHOIIeHHUs K
MapKeTUHTy U pekKjame. JTO TO/JIOKeHHe TOBOPUT O TOM, K UeMy Bbl XOTHUTe
TIPUITH, O BallIMX CTpaTerMyecKUX lie/isiX, a XOpolliie KOMIaHWH1, KaK U XOpollre
reHepasibl, HUKOTJ@ paHbllle BPeMeHU He TMOKa3biBalOT CBOMM TMPOTHBHUKAM,
Ky/la OHU ABWXKYTCs. Bosiee Toro, rpaMoTHOe TIO/IOXKEHUE O KOHEUHBIX 11eJisX
oMuchiBaeT Oyzylllee, a He HACTOsiIlee, a TMOTeHI[MAbHbIe MTOTPeOUTeM XOTAT
3HaThb, KEM BbI SIB/IsIeT€Cb CErO/IHSI.

ChopmynupyiiTe TO/NIOXKeHHME O KOHEUHBIX IIe/isiX, HO OCTaBbTe ero Ajisi
BHYTPEHHEro 0/1b30BaHMUsI.



Yem A OJIDKHO OBITH M UTO AO/IDKHO BK/IIOUATD
I10/1I02K€HH e 0 KOHEUHbIX Le/IAX

ClenaiiTe CBOe TMOJOXKEHWE O KOHEUHBbIX LieJiIX KOHKPEeTHbIM. TOUHO
yKakuTe CBOWM COTPY[HMKaM U akl[MOHepaM, KyJa cjefyeT ABUraThcs. Eciu
cKa3arb: «MbI uieM B CaH-®PpaHIMCKO», THOAU OyAyT 3HaTh, Kyla HAPaB/sSTLCS
M CMOTYT CIUIaHWpPOBaTh CBOM MapuipyT. Ho eciu ckasatk: «Mbl uzem Ha
BOCTOK», HEKOTOpble OyAyT cuuTaTh, UYTO OHU AOCTHUI/IU LIe/IU YKe uepe3 TpU
MWJ/IM C Hayasia My TH.

COTpYyJHUKU HYXKJAalOTCS B KOHKPETHBIX YyKa3aHUsix. HUUTO He mpuBOAUT
COTPYJHUKOB B Oofblliee CMylljeHMe U He BO30y)XJaeT B HHUX MeHbIIe
9HTYy3HMa3Ma, ueM TymMaHHasi KoMaH/ia «Mapiii!» U OTCyTCTBUE KapThl.

[ToaTOMy K KaXK[JOMY TMOJIOXKEHUIO 0 KOHEUHBIX Lie/IsIX JO/DKHO MpuiaraTbCst
U omnucaHve O/MKaWIMx 3TaroB MyTd. [aiiTe MrOAsM ueTKue 3a/jaHusi, YTOObI
OHU MOI/IA BU/[IETh, KaK Mpeo/iojieHre 3TUX HeMOCpPeCTBeHHBIX 3a/jau oMOoraet
VM B JJOCTW)KeHUH KOHEUHOM LieJiu.

Hapucyiite mogpobHyt0 KapTty. I K KaKZOMy TIOJIOKEHUI0 O KOHEUHBIX
1[e/iIX 100aBbTe CMIMCOK YeTKO C(hOPMY/TMPOBAHHBIX ITAMOB ee TOCTHKeHUSI.



Korjga mopa oTripaBUThH CBOe MOJI0)KeHMe 0
KOHEUHBIX I{e/IAX B KOP3UHY

[IpoBepUTh AEHMCTBEHHOCTh TOJI0KEHUSI O KOHEUYHBIX LIe/IsIX OUeHb IMPOCTO.
OOHapo/ioBaHHe TaKOTrO TIOJIOXKEHHSI [IO/DKHO TPUBOAUTHL K W3MEHEHUsIM, OHO
JIOJDKHO MEHSITh 00pa3 IelCTBUM COTPY/IHUKOB Balllel KOMITaHWH.

Uepe3 TpU He[jed TOCTAe TOTO KakK Bbl 0OHApOAOBalM TONOXKEHUE O
KOHEUHbIX LIeJigX, CIIPOCUTE Y IATePbIX COTPYAHUKOB: «/I3MeHUI0Ch /i YTO-TO B
Ballleii pabore 3a TocC/ieiHWMe TPU HeJlelM W3-3a TOTO, O UeM TOBODUTCS B
nosiokeHnH? Kak BbI JiyMaeTe, U3MEHUTCSI /M UTO-HUOyAbL B Bailled pabore B
C/eyrolre TpU HeJeiu?»

Ecmm Bbl monyuuiv [ecaTb OTPULIATEIbHBIX OTBETOB, BBIKMHBTE CBOeE
T10JIOXKEeHHe.

Ecm  miosiokeHMe O KOHEUHBIX LieiiX He [OPUHOCUT pe3y/bTaros,
OTKaXKUTeCh OT Hero.



UTo MBI nIpogaeM

«Ha ¢abpukax Mbl MPOU3BOAUM AYyXW, — CKa3aJl OJHAXK/bl OCHOBaTeJb
komrianuu Revlon Yapsib3 PeBcoH, — HO B Mara3uHax Mbl MIPOJIaeM Ha[eX/ay».

OTO OTHOCHUTCSI U KO BCeM HaM. Be3jie ¥ BClofly JHO[Y TIOKYTIAIOT CYACTbe
WA Hazlexxay Ha Hero. CuacTbe HACTONMBKO BAa)KHO [ijisi aMepUKaHIeB, UTO B
Hexnapaiuu He3aBUCUMOCTUA CTpeM/ieHWe K ero JOCTWKeHWIO Ha3bIBaeTCsl
HEOTheMJIEMBIM TIPaBOM YeJIoBeKa, Hapsi/ly C TPaBOM Ha >KH3Hb.

JItonu xoTaT ynbibatbcsi. VI roTOBBI MIaTUTh 3a 3TO Oosibllve JieHbrU.
[ToOniBaiiTe Ha 3ace/laHUM PeIAKTOPOB >KypHasia, KOrjla OHU 00CY)KIAl0T caMble
Tiony/isipHble  OOJIOKKM  TIpOIIe/iiero rofia. becrcensiepaMu, Kak TpaBUIIO,
CTAHOBATCS Te OOJIOKKU, KOTOpble H300paXkalOT CuacThbe WM WCIIOHEHBI
HaZleXXbl.

[ToGniBaiiTe Ha 00630pe WM MPOBEPKe DPe3y/bTaTOB a/[peCHOM pPaCChUIKU
OZTHOTO U TOTO yKe MpeArpusTUs cepsl yoiyr. Camoe ONTUMUCTAYECKOE TTHCHEMO
OKa)KeTCsl CaMbIM yaauHbiM. (MIMEeHHO T03TOMY OZIMH W3BeCTHBIM aBTOP TEKCTOB
COBeTyeT JIOASM, TIUIIYIIUM Takve mucbMa: «Hukorma He cafutech MUCaTh,
KOT/la Bbl PACCTPOEHbI Ui 00eCTIOKOeHbI». )

Mosi KeHa OfJHaXKJbl TIOPEKOMeH/I0Bajia CBOeMY KoJijlere TUITUUHBIN 1Jist
IIBe/ICKOTO KUHO TPYCTHBIM (umbMm. Ee kosnera ckasan: «Bpsig nu moigy Ha
Hero. Ecnu MHe 3axoueTcsi MOUyBCTBOBATh Ce0si HECUACTHBIM, MHe /IOCTaTOUuHO
OTKPBITh CBOIO UEKOBYIO KHIDKKY». KommaHusi Samsonite offHa>k/ibl BBIITyCTH/Ia
OnecTsluii, OTMEUeHHBbIM HarpajlaMyd pOJMK, TOKA3bIBAKOIIWN, KaK CYMKU U
yeMo/laHbl 3TOM (PUpMBI BRIOPACHIBAIOT U3 JIeTSIIEro camosiera. barax repexxun
3TO Tia/iIeHhe — HEeMBIC/IMMOe TI0 CHjle HalloMMHaHuWe O ero mpouHocTtu. K
COXKaJIeHUI0, 3TOT POJIMK TaK)Ke HaroMHU/ 3puTesisiM 00 aBuakaractpodax. Kak
HU TPYAHO B 3TO IMOBEPUTb, YUCJIO TIPOAAXK YIIao.

Haxkneiiku Ha Gamriepax nmoOy>x/1aroT nronen CoBepIlaTh
He3arlaHUpOBaHHbIe 100pbie MOCTYNKU. «I1yCTh OKpYy»Karolijye yablIOHYTCs», —
TOBOPSIT OHU. Bce Mbl XOTUM O07bliie yabI0aThCs.

BHuMaTesIbHO TiepeunTaiiTe BCe, UTO Bbl pacChbiiaeTe CBOUM K/IHMEHTaM U
TIOTeHI[MaIbHbIM TI0TpebuTenisiM. UTo Bbl UyBCTByeTe MOC/e TIPOUTEHUsl 3TUX
TeKCTOB? [1poziaeTe /i BbI CYACTbe WU HAZIEXKAYy Ha ero JOCTKeHue?

[Tpexxzae Bcero OyzibTe TPO/iaBLIaMy HaZleXKbl.



byxrajrepusi OTHOLLEHUHU

«boibliIol 3aKa3 MeHsieT areHTCTBO», — KpHUUaT e>KeMeCsuHble 3aro/iOBKU
B >KypHasie AdvertisingAge, a y>ke BO BTOpOM a03alie Bbl, KaK ITPaBU/I0, MOXeTe
00Hapy>KUTb CJI0Ba, ONIPOBEPrarolifie 3T0 yTBepKAeHue.

[Ipe3uzeHT areHTCTBa, OT YCJIYyT KOTOPOrO OTKAa3asCsl K/IKUeBOW 3aKa3uuk,
TOBOPMT, UTO OH «I1I0KMpOBaH». «MbI B Smith amp; Smith co3gaBanu gy Haten
K/IMeHTKY TpeKpacHyro peksiamy. OHa MHOro pa3 roBopw/a, Kak CyaCT/IvBa C
HamMu coTpygHuuYaTh. OTKa3 OT BO300HOB/EHUSI KOHTpAaKTa CTaa [Jisi Hac
HeTpUATHBIM CIOpIpr30M». HemoymeHue rpesujjeHTa COBepIleHHO UCKPeHHe, U
TeM cepbe3Hee ero rnpobiemMa.

Ota mpobiema 3ak/rOuaeTCs B CaMOM MPUPOZie B3aUMOOTHOIIIEHU MeXy
3aKa3uvKOM M UCIOJHUTeseM B cdepe yciayr. Ec/id TOMBKO UCHOMHUTENb, B
JaHHOM ciydyae Smith amp; Smith, He yzmenser 3ToMy ocoboro, MpUCTaIBLHOTO
BHMMaHWs, CHUCTeMa B3aUMOOTHOLLIEHWN  Bcerja  (PyHKLUOHUPYeT C
oTpuliaTesibHbIM OaaHcoM. He Befjasi 3TOro, UCMOHUTE/b YC/IYT BCETAa B O/TY
riepei CBOUM KJIMeHTOM.

OTOT [IO/IT BO3HUKAET B MepPBbIl e JieHb, koraa Smith amp; Smith yznaercs
TIOJTyUUTD 3aKa3. YoTpebneHue Gpasbl «yAaeTcs MOJYyUHUTb» TOBOPUT O TOM, UTO
coTpygHuKam Smith amp; Smith kakeTcsi, 4To oHU yKe 3apaboTanu CBOM 3akKas.
OpHako, Kak ybenuTenbHO Jjoka3an Teonop JIeBUTT, KIWEHT MpeficTaB/sieT cebe
cuTyaluio no-apyromy. C ero TOUKW 3peHusi, areHTCTBO Smith amp; Smith ere
He 3apaboTano 3aka3, OHO BCero Jvillb 3apaboTrano cebe MpaBO TMOMBITAThCS
3apaboTtarh 3aka3. KnueHTKa TMpUHsijia BeCh PUCK Ha Cce0si U, COOTBETCTBEHHO,
CUUTaeT, YTO C/iesiajia UCTIOHUTeN0 ofio/bkeHue. KiveHnTka npuobpea eiie He
TIOCTAB/IEHHbI €My areHTCTBOM TOBap. A Oy/yud TOCTaBJ€HHBIM, OH MOKET
OKa3arbCs Y’KaCHbIM WM CJIMILIKOM [OpPOTWM, WIA U TeM U JPYIMM BMecCTe
B3SITHIM.

Wtak, areHTcTBO Smith amp; Smith M3Haua/bHO WMeNO OTpHLIaTeTbHbIN
6asarc. OHO y>Ke ObI/IO TO/DKHO CBOEM K/TMEeHTKe.

3atem Smith amp; Smith HaumHaeT mocTaBnsTE O6elljaHHbIE YCIYTU:
HaripuMep, packKaJpOBKYy [/l TeJIeBUSMOHHOM MPOrpamMMmbl, K KOTOPOM Cpasy
ripuiaraercsi cyeT. KylMeHTKa He 3HaeT, HAaCKOJIBKO XOpOIIO TO, 4YTO OHa
nosyumna. TOYHO Tak ke, KaK KJIMEHTbl OyXrajiTepa WX FOPUCTa HUKOTZA He
3HAIOT HaBepHSIKa, [JeUCTBUTE/IbHO JIA OHU MOJyYU/IN 3a CBOU [JeHbI' XOPOLLWU
«TtoBap». KiMeHTKa 3HaeT TONbKO, UTO OHA J0/DKHA 3arllaTUTh Kyuyy [JeHer 3a
HEeUTO, M0/1b3a OT Yero IMokKa He O4YeBHJHA U UTO ellle He YCIIeJi0 NPUHECTH er



HUKaKUX IUBUeH0B. [lo/r BeIpacTaeT BABOe.

OueHb CKOPO areHTCTBO CHOBA yBe/IMUMBAeT CBOM OTpHULIAaTe/IbHBIN OalaHC.
JItony WHOTZA COBEpIAKT OLIMOKW, U UMEHHO 3TO CAy4yaeTcsl C COTPYJHUKOM
Smith amp; Smith mo vMenu [I>xuM: OH He CMOr Mepe3BOHUTH K/IUEHTKE B
oberrjaHHOe cekpeTapeM Bpemsi. KTo Obl HM ObIT B 3TOM BHUHOBaT — JIKuM,
cekpeTapsb [[)KrimMa UM cama K/IMeHTKa, He pacC/bliiaBlias Ha3BaHHOe BpeMs, —
oTpu1jaTe/bHbIN OanmaHc Smith amp; Smith Tereps B Tpu pa3a 6obIie, ueM ObLT
BHauaJie.

Bpemsi oT BpemeHM TIpe3ujieHT areHTcTBa Smith amp; Smith penaet
LIMPOKMIM ’KeCT MO OTHOLIEHHWIO K CBOeM K/IMeHTKe, HalpuvMep MOoChbLIasg eu
mokosag Ha PoxpgectBo. Ho 3TOro HefoctatoyHo [l KOMIIEHCALUU
HaKOTMBIIIETOCs [Iofra, TeM Oosee uTo Her3bexXHbIe OIIMOKY TPOUCXO/IAT Yallle,
YyeM OH yCIieBaeT OTChUIaTh II0KOJIaZl. BOMBIIMHCTBO KJIMEHTOB rOTOBO ObLIO ObI
3aKpBITh I71a3a Ha MoA0OHbIe TIPOKOJIbI, eCu Obl 6amaHC UX B3aMMOOTHOILIEHUH C
WCTIOJTHUTEJIEM YCIYT ObL MOJIOXKUTETBbHBIM, HO, YBBI, C areHTCTBOM Smith amp;
Smith gena obcrosaT maneko He Tak. [To3TOMY BCe OImMOKM Cpa3y 3amuchiBalOTCS
B MUHYC.

HukTto B areHTcTBe Smith amp; Smith He TOHKMMaeT, HaCKOJILKO TTYOOKO
OHU YBA3/IM B 3TUX fonrax. [IpousBopuTeny yciayr, Kak MpaBWJIO, Y3HAKOT O
CBOEM [iofre TIOC/IeAHUMHU, OTYaCTA U3-3a TOrO, UTO HHUKTO He JHOUT
kKoH(mKTOB. [l03TOMY K/IMEHThI Yaille TasAT CBOM OOWJbI, uUeM OTKDBLITO
3a4B/IAIOT 0 HUX. [IpousBoguTeNIN yC/IYT CUMTAKOT, UYTO MOJTYaHUe — 3TO 30J10TO,
OHM [IyMalwT, UTO OTCYTCTBHE >Kajo0 O3HayaeT, UTO B3aWMOOTHOIIEHUS
pa3BUBarOTCA NpekpacHo. Ho Ha camMoM [fiejie OHU CTaHOBSATCS BCe XyiKe.

Takoii oTpuliaTe/ibHbIN 6aaHC MOXeT CYI[eCTBOBATh U B JIPYTUX BaXKHbBIX
MapTHEPCKUX OTHOILUEHUSIX — CeMeuHbIX. I B ToM, U B JpyroM cjiyyae [OJIrH
HaKarulMBaloOTCs He3aMeTHO /s 00erX CTOPOH, TOKa OJHaX/Ibl OTYasiBIIIAsICS
JKeHa, WIU OTuasBLIAsACSA KIWEeHTKa, He TPOBO3IVIalllaeT, YTO C Hee J0BOJIbHO. U
cynpyr, U mnpe3uzieHT Smith amp; Smith uckpenHe mokupoBanbl. Hu TOT, HU
JPyTOi He UMEeIOT Mpe/iCTaB/IeHNs 0 TOHKOM OyXraiTepuy B3auMOOTHOIIIeHUH.

CnenuTe 3a 6ajsiaHCOM CBOMX B3aMMOOTHOIIIeHUM. VcxoquTe U3 TOTO, UTO B
peabHOCTH OH XyXKe, UeM Ka)KeTCsl, U [IOCTapanuTeCh ero ypaBHOBECUTb.



IToc/ie mpa3gHUKa: MoueMy Io/Iy4yeHHe 3aKa3a
MO)KeT CTaTh IEePBbIM IIIaroM K ero morepe

BbI MOXKeTe JIETKO 3arlo/yurTh JJIs CBOeH (MPMbI CEphe3HbIN 3aKa3, ITPOCTO
1oobeIrras, UTo COTBOPHUTE UY/IO.

Ho mocsie 3TOro y Bac MOSIBUTCS KJIMEHT, KOTOPBIH Oy/eT C HeTepreHueM
)K7IaTh 00eIlaHHbIX BaMH uyzec. VI 3To OyzeT Takol K/IMEHT, KOTOPOro U Bpary He
TIOKe/Taelllb.

Iaxke ecnu BBl CJieslaeTe Jjisi HETO UTO-TO OUeHb XOpOIllee, OH BCE PABHO
OyzeT HemoBoeH. Ero He ycTpawBaeT Bailla Xopoiiiasi paboTa, TIOTOMY YTO OH
KZIeT OT BaC uyzZieCHOM paboTthl. Beab BBI 00elrjasy.

OTo siBNIeHre — HacTosasi Oesja jisi areHTCTB 110 cO0py 3a/10/DKeHHOCTeH
U OJHO W3 OOBSICHEHHH TOMY, IOUYEMY 3Ty OTPaC/b IMOCTOSIHHO JIMXOPA/IHT,
TI0YeMy B Hell He MPEeKpaIllaloTCs TOMCKH HOBBIX K/IMEHTOB BMECTO TeX, KOTOPhIE
mo3opHo Oexxam. COTPYAHUKUA OTZAE/NOB TPOZiaXK TPOBOASAT TIOTPSICAIOIIHe
BOOOpa)KeHHe TIpe3eHTAllMM, K/IMEHThI TOANUCHLIBAIOT J0rOBOpa, ITPO/ABLIbI
KJaZlyT B KapMaH KOMMCCHOHHbIe, W K/IHEHTBl JyMalOT, UTO MaXpOBHIE
HeTUIaTe/IbIUKY HAKOHEI[-TO 3aIl/IaTAT UM BCe, UTO J0/DKHBI.

Ho Bce HemsaTesbIIMKX BCE PABHO HEe 3aIljiaTAT. B 1elCTBUTE/LHOCTH
TI/IaTUTh HAUHYT TOJILKO OKOJI0 21 TIPOIeHTa OT UX UHrCIa.

Crplxany /A TIOTeHLMajibHble  roTpeburenu  ycayr 1o cbopy
3a/I0/DKEeHHOCTelH, UTO Jla)ke caMoe XOpOolllee areHTCTBO cobupaeT oT cubl 30
TIPOLIEHTOB HeToraIleHHbIX oaroB? HeT. B pe3ynbrate 79 MpOLIEHTOB KJIMEHTOB
OKa3bIBalOTCS »KECTOKO PAa30YapOBAHHBLIMHU W OTIIPABJISIOTCS HA MOKMCKA HOBOTO
areHTCTBa.

Ec/u Bbl flaeTe KJIMEHTY IMOBO/|, JyMaTh, UTO BbI C/e/IaeTe ISl HErO UTO-TO
Oosiblliee, YeM Bbl MOKETe COBEPIIUTh B [IeHCTBHUTEILHOCTH, OH HeW30eXHO
OyzmeT pa3ouapoBaH. [lake Xy)Ke, OH PeIIMT, UTO Bbl HAapOUHO BBEJM €ro B
3a0/my>k/IeHre UM MPOCTO 0OMaHYIIH.

CTowlio M TOMydYaTh 3TOT 3aka3? Pa3ouapoBaHHBIM UeslOBEK TIOZETUTCS
CBOEM TeuasibHOM MCTOpHEH ellje C TpeMsl, ¥ HeO)KUIAHHO OJJUH «I10JTyUeHHbBIN»
BaMH Cepbe3HbI 3aKa3 IMPEBPATUTCS B UEThIPE Cephe3HbIe MPOOIeMBI.

He npoOyxpaaliTe B K/IMEHTe OXHAAHUN, KOTOpble He CMOJKeTe
YIOBIIETBOPUT.



OxujaHus, yI0B/IeTBOPEHHEe U ONMACHOCTh
npeyBe/TMUYeHNH

UTo NMpUBOAUT K pa304yapoBaHUIO KiveHTa? He HHM3KOe KaueCTBO YC/IYTH, B
HekoeM abCO/TFOTHOM TTOHMMaHHWM 3TOTO CJIoBa. BhI mockinaete micbMo B Heto-
Jlopk, U OHO WJeT Tyja TP AHsA. SIBAsieTCSl /M CKOPOCTh JOCTaBKU B 3TOM
c/lyyae HeyJoB/IeTBOPUTe/IbHON? OHa Oblsia Obl y)KacHOM, ecyii ObI peub IIjIa O
JIOCTaBKe 3a O/IHy HOUb, U OTBPATUTEJILHOM, eC/ii Obl BbI TIOC/IA/M €T0 110 (hakcy,
HO [ij11 TIOYTOBOI'O OTIIPAB/IEHUSI TaKas CKOPOCTb BIIOJIHE TpuemsieMa. JTO TOT
ypOBeHb 00C/Ty>KUBaHMsI, KOTOPOTO Bbl OJKUA/IM OT TIOUTOBOM Cy»0ObI. [To3TOMY
Bbl IOBOJIbHBI.

YnoBneTBopeHue KJMeHTa ONpezesnsieTCss COOTBETCTBUEM OXKWAAeMOro UM
pe3y/ibTara rnojyyeHHomy. Ec/ii yciyra He COOTBETCTBYET OXKUAAHWUSIM K/IUEHTa,
OH YYBCTBYeT cebs HeyIOBJeTBOPEHHbIM, M HEYyJOB/IETBOPEHHOCTb €ro TeM
Oosnblile, yeM 00JIbIIIe HECOOTBETCTBHE.

OTO O03HauaeT, UTO TIpeyBeIMYeHUs W TUIepOo/bl SIBASIOTCS OAHUM U3
CaMbIX CaMOYyOWMCTBEHHBIX ODPY/Wi UYe/I0OBeKa, 3aHUMAIOIeroCs MapKeTUHIOM
ycnyr. Penkui mpopaBel] MOXXeT YAEpXaTbCs OT JIETKOTO TpeyBe/InueHus,
KOTOpOe TIOMOXKeT eMy YBe/JUUYUTb UKWCI0 npojax. Ho K uemy 3TO MOXKeT
TIPUBECTH B JlajibHeuemM?

Cropocute y IBM. B 1985 romy komnanusi IBM BbiBesla Ha PBIHOK
komrbioTep PC Jr., COmpoBOAWB ero mMosiBjieHHe HeXapaKTepPHBbIM [IIsi CeOs
TIOTOKOM TIpeyBe/IMueHrid. AMepUKaHIIeB yOequau B TOM, UTO TOSIBJIEHHE 3TOU
MalllMHbI CKa)XeTCd Ha WX TIpeJiCTaB/ieHMd O TepPCOHA/IbHOM KOMIIbIOTEPe Tak,
KaK CKa3ajoCh Ha 3TOM OTpac/v camo co3fanve IBM.

Takoro yTBep)KIeHUs y»Ke ObIZIO 0CTaTOYHO ISt TOrO, 4TOObI BO30YAUTH
HaZIeXK/IbI TIOKyTIaTesieil. A upe3MepHble MOXBa/bl COOCTBEHHOMY IIPOAYKTY CO
CTOPOHBI OOBLIYHO BechbMa CKPOMHOM KOMIMAHWM elle Oosibllle pasfynd 3Th
OXKUJaHUS.

PC Jr. He cMOr yIOBIETBOPUTh TAaKWUX MPEYBETMUYEHHbIX OXKUaHuM. JIroam,
KY[MBILIME KOMIIbIOTEpP, OCTa/lvMCh HEJOBOJIbHBI, TIOTOMYy 4YTO OH He
COOTBETCTBOBA/l OTPOMHBIM HajleXKJaM, TIPOOY>XIEeHHbIM B HHUX 4Ype3MepHbIM
CaMOBOCXBaJIeHUEM KOMITaHUH.

B pe3synbrare sTOro ¢uacko kommnaHus IBM rmoTepsina 3HauMTeTbHBIN
TIPOLIEHT MOTpPebuTebCKOro AoBepus. [lombiTaiicsi oHu rocie PC Jr. BBIMYCTUTD
Ha PBIHOK TOBAp, KOTOPBIM ObI /eMCTBUTE/LHO MPOM3BE/T PEBOJIIOLIUI0O B MHPE



KOMITbIOTEPHON TeXHUKH, TTIOBEPUBIIMX B 3TO HAILJIOCh ObI HeMHOro. KoMrtaHus
roTepsijia BOTYM [IOBepHsi, HeOOXOAUMBIN [Is1 MOA0OHBIX 3asBiaeHud. [Ipoiiio
L[e/IbIX CeMb JieT, rpexkze ueM IBM cHOBa 3aHsiia CBOe MpekHee IOJI0KeHue, 1
TONMBKO Osiarofilapsi TOMY, UTO BBIMIYCTHW/a Ha CaMOM /[iefle UCK/IHUUTE/TbHYHO
mogesib — PS 1.

To ke camoe ¢ JIeTKOCThI0 MOTVIO ObI TIPOM30MTH U C BaMM.

Inst Toro uToOBI KOHTPOIMPOBATh YAOBIE€TBOPEHHOCTb K/IMEHTOB, BbI
JTIOJDKHBI UETKO KOHTPOJTMPOBAaTh BO3HUKAOIIUE Y HUX OXKUJIaHUS.



Baliy nocrostHHbIE K/INEHTbI — IIpoCTO
CBATHIE

Onu obpatwvch K BaM. OHH 3aryiaTWIY 3a Ballle rpaBo 00eaTh B IOPOTUX
pecTopaHax U IMOKyIIaTh TFOOMMbIe KOMITAKT-IUCKH U /1a/Td BO3MOXKHOCTb BalllM
JIeTSIM PaCCUMTBIBATh Ha 00yueHHe B KOJIIeKe.

OHu Tepreny Baliyd OIMIMOKK (Topa3mo daile, ueM BaM Kaxercs). OHM
PHUCKOBa/Ii CBOMMU JIeHbraMu, CBOeM penyTaliieii, CBOUM CIIOKOHCTBUEeM, Gosee
TOr0, OHM UaCTO PUCKOBA/IM CBOUM OM3HECOM.

Onu ynpibanmuch B Xy/IIHE BpPeMeHa, CMesUIMCh B JIyUIllie W XOPOIIO
OT3BIBA/INCh O BaC APYTUM /Iro[sM. W Tereph BbI CripailiBaeTe: «/lo/DKeH Jid s
[103BOHUTb UM ?»

[o/mkeH /1 s UyBCTBOBaTh ceOsi mepen HUMU B Aonry? Jlo/mpkeH i s
3a00TUTHCS O HUX?

[To/mkeH M 51 TOBOPUTh UM criackbo? M kak yacto? Uto Obl BbI HU Jie/1aH,
Bbl HE MOKeTe OBbITb «C/MIIKOM» O/1aroflapHbl, «CJIUIIKOM» I[€HUTh CBOMX
KJTHEHTOB WA «CJIUIIIKOM» YaCTO FOBOPUTH UM 00 3TOM.

[Tocne Bcero, uepe3 UTO UM MPUIIIOCH TTPOUTH (a TaKOTro OOJIbIIE, UeM BBI
MOJKeTe TIPeTo/IOKNUTL), HU OJHa OaroapHOCTh He MOKET ObITh CJIHIIIKOM
OO0JIBIIION.

U nake, CKopee BCETO, Bbl BhIpa)kaeTe ee HeZloCTaTOUHO.

Baiiii poauTteny filaBasv BaM TMpaBWIbHBINA COBeT. ['oBopuTe «crmacubo». U
TIOBTOPSIAATE 3TO CJIOBO KaK MOYKHO vallie.



bJiarofapHoOCThH

Mbl roBOpuMM, UTO HaM He XBaTaeT CJIOB, UTOObI BBIPA3UThb CBOIO
MpU3HATe/NIbHOCTb. Tak OHO W eCTb, Mbl O/aroflapuM HeJOCTATOUHO.
ITpomomkaiiTe 6/1arofapyTh.

Huuto He TIPUHOCHUT KJIHMEHTY OO/bIIEero yAOBAEeTBOPEHUs, YeM Ballla
6raro/jlapHOCTh, W KpaiiHe peJKO KOMITAaHWM, AeMCTBylol[ie B cdepe YCIyT,
BBIPA)KAOT CBOIO MPHU3HATETLHOCTh B I0CTaTOYHOM CTETTeHHU.

CKOJIbKO THCeM C 6/1aroflapHOCTSIMA pa30C/iaiy Bbl 3a TIPOIIbii rog? EcTh
TIpe/I/IoyKeHHe: B 9TOM TO/ly MOIIIUTE B /1Ba pa3a OoJbIIle.

ITpomomkaiiTe 6/1arofapyTh.



I'ne xe Bbl, OMuaM IToct* ?

Bce MbI CcTpaiaeM OT HeZ[OCTAaTKa MPU3HAHUSA W XOTeIW Obl, UTOOBI JIHOAU
Gnarogapuu Hac yaiije. Uem pexxe CTaHOBSITCSI U3bsIB/IEHUS TIPU3HATETBHOCTH (a
TIOXO0’Ke, UTO OHU Ha CaMOM JieJie CJIyuaroTCsl BCe Peke), TeM OOJIBbIITYI0 1IeHHOCTh
nipuobpeTaeT [ijisi Hac Ta 671aroapHOCTb, KOTOPYIO MbI TTOTyYaeM.

KpyrHbIii Hal[MOHA/IbHBIN 6/1arOTBOPUTENBHBIN (DOH, MPOCUT PabOTAOIIYIO
MaTb OOOWTH CBOW KBapTasa C Liefblo cOopa moxkepTBoBaHui. Hecsi Ha pykax
CBOEro I1eCTUMEeCSIUHOTO ChIHa, OHa OOXOAUT KBapTas TelikoM u cobupaet 160
J0/11apoB — Ha 60 mpoljeHTOB 0oJibllle, YeM TOT, KTO 3aHMMAJICS 3THUM B
TIPOLJIOM ToAy. 3a MOTpaueHHble Ha 3TO TPU Beuepa U CJe/laHHOe el caMou
nokeprBoBaHve B 30 [Jo/ulapoB OHa He Mony4yaeT OT ¢OHAA HU C/0Ba
GrarofapHOCTH.

Tpu Hemenu CHycTs HayuyHasg accoLyalys —TIpuIVialliaeT  OJHOIO
npoeccroHana NpouecTb JEeKI1I0 BO BpeMsi UX TPeXJHEeBHOro ceMuHapa. OH
Coo011jaeT, uTo [/isi ITOT0 emMy TIPUeTCsS COKPATUTh Ha CYTKU CBOM OTITyCK, BO
BpeMsi KOTOPOrO OH IUIAHUPOBaJl HaBeCTUTb MaTb M CecTpy. Accouuarus
yMOJISIeT ero, U JIeKTOP, B KOHLIe KOHLIOB, COI/IallaeTCsl.

Bo3Bpaiiiasch 13 OTIycKa C 3araZiHoro rmobepexxbsi, TeKTOP 3acTpeBaeT B
HenBepe. OH mnpuObiBaeT B MUHHeAroMncC B TMOC/AeAHUM MOMEHT U, CIOMS
TOJIOBY, HeCeTCs Ha KOH(epeHIMI0, uToObl, e[jBa yCIeB TepeBecTH JbIXaHUe,
MpounTaTh OOeIaHHYI0 JIeKIUI. AyJWTOpUs TIPHUMaeT ee C Oo/bliyiM
SHTY3Ma3MOM. A BOT OTK/MK OpPraHM3aTOpPOB CeMHHapa OCTaB/sieT >KeJlaTh
nyuiero. Bcem TpuHaALaTHM BBICTYMNAIOIIUM HAMpaB/sieTCs OJHO U TO XKe
odu1iManbHOe MUCHMO IJIMHOM B UeThIPHA/ILIATh Mpe/I0yKeHUH.

* Omwm [loct (1873-1960) — amepukaHckas nucarenbHuila. CBORO
IUTEPaTypHYI0 Kapbepy Hadasia B KaueCTBe HOBE/UIUCTKH, OJHAKO U3BECTHOCTb
el TMpuHecaa Bbiequmas B 1922 rofgy KHMra «3JTHKET», NpaKTUUeCKUM
CTIPABOYHMK 110 1oBefieHuI0 B obijectBe. C 1931 r. Omusu [TocT Besa nepezauy
Ha PaJiMo U e)KeIHeBHYIO KOJIOHKY O XOpoliieM BKyce, TieuaTaBIlytocsi Oosee uem
B 200 razerax. — IIpum. niep.

Ellle nsTbI0O HeAenssMU T03Ke 3HaMeHWTasi XyJOKeCTBeHHasi rasepes
TIPOCUT BBICOKOK/IACCHYIO CITELIMaTMCTKY MO)KePTBOBaTh OJJHUM BeuepoM, UTOObI
TIPOKOHCY/IbTUPOBaTh UX COTPYAHUKOB. Criel[iajrCTKa BhITIOHSIET UX TIPOCHOY,
TIPU 3TOM el TIPUXOAUTCS YWTH TMOpaHbllle C TOP)KeCTBEHHOro obena, UTOObI
ycrieTb BOBpemsi. Yepe3 HeZleqt0 OHa, KaK M elje TpPOe YYaCTHUKOB



KOHCY/bTal[1y, TIoy4yaeT ¢opMaibHYyI0 0s1aroflapHOCTh B iBa ab3artia anuHon. K
MTMCBEMY TIPUJIOXKEH KYTIOH, JaroIiuii mpaBo Ha 20-TIPOLeHTHYI0 CKUAKY C JTF000M
TMOKYMKA B 9TOM Trasepee Ha cymmy cBbile 50 gosiapoB. HBIMEM ClioBaMu,
rasiepest G7aroflapuT 3Ty JKEHIIMHY 3a MOTepro 11eJIor0 Beuepa, KOTOPbIN OHa
MoOTI71a TIPOBeCTU CO CBOEM CeMbel U APy3bsiMU, U 3a MpodeCcCuoHalbHBIA COBET,
cTosituy 425 [o/1apoB, TEM, UTO COM/IAIaeTCsl MOJyYUTbh HEMHOTO MEHBIIYIO
NIPUOBLIL CO CZIe/IaHHOTO eF0 KPYITHOTO TIPUOoOpeTeHusl.

Hy, 1 Kak Bbl OyJeTe TOC/ie 3TOr0 OTHOCHUTBHCS K TAaKUM OpraHH3aLusIM?
ByneTte in BbI cTapatbCs pajid ux ycnexa? CraHeTe Jid Bbl CaMU UX MMOCTOSSHHBIM
K/JIMeHTOM? byzieTe i peKOMeH/I0BaTh UX APYTUM?

U, KkpoMe TOro, 3TH C/Iydyau 3aCTaB/IsIFOT MeHs 3a/1aBaThCsl BOIIPOCOM: 3Ha/IN
M cCaMU OpraHU3alluM, Kakoe BIleuaT/ieHue O cebe OHM CO3[alOT MOAOOHBIMU
JeNCTBUSAMU U KaKoi Bpe/ cebe MPUUMHSIIOT?

He 3abbutv i Mbl TiobOnarofaputh Bac? He 3a0buiv /i BbI CZiesiaTh 3TO TI0
OTHOIIIEHUIO K KOMY-/TH00?

B  [gocratoyHOM M CTeMeHW Bbl  BbIpaKaeTe  JIKOASIM  CBOIO
TIPU3HATEILHOCTL? Bbl yBepeHbI?



ColOepurech nepej najieHueM

CobepuTech, TIOTOMY UTO BaM He H30eXxaTb TafieHui. TUMUUHBIA KIHeHT
KOMMaHuM cdepbl yCIyr He MOXKeT TOYHO CKa3aTh, KOTZ[@ yC/Iyra BbIIOJHEHa
xopoio. OH He 3HaeT HaBepHsIKA, B [JOCTaTOYHOM JId CTeleHU CHeLuaauCT 1o
MOTHBALIUU TlepCOHa a MOBBICMJI MOTHBALUI0 €r0 COTPYAHUWKOB, Tepelid Jid
TIOPTHOM KOCTIOM TaK, UTOObI TOT MaKCHMa/bHO ITO/IOIIe/I eMy, U He TIOHUMaeT,
YTO [leJ0, BBIMTPAHHOE €ro aJ[BOKaToM, /pyrvde IOPUCTbI Obl HaBepHSKa
TIpoUrpaIu.

Ho 3aTO TUMWUHBLINA KIWEHT Cpa3y ke BUJIWT, eC/d peub CIelraaucTa mo
MOTHBAI[MU TIePCOHaa He BbI3Bajia HUKAKOTO OTK/IMKA, ODHOKM OKa3ajuch Ha
M0JICAaHTUMeTpa JJIMHHee, YeM HaJl0, a CyZ, OTKJIOHWI TIPOLLIeHre ero a/iBoKara.

VHbIMY C/lOBaMU, pefIKMi K/IMeHT MOHMMaeT, KakK eMy T0Be3/I0 C BaMM, HO
3aTO BCe OHU Cpa3y 3aMeuaroT, Korja Aiesia uAayT I/10X0.

[TosTOoMy IVIaBHOE, YTO MOKHO CKa3aTb O MapKeTHWHIe YCJYT, 10BOJIbHO
HeyTelluTe/IbHO: TPOBAJUTLCS B 3TOM /[lejie ropasfio Tpoile, ueM J00UThCS
ycrexa.

Curyarus errie 6osblile yCIOKHSIETCS TeM, UTO B3aMMOOTHOIIIEHHUS KTMeHTa
Y UCTIO/THUTE/IS YC/IyT, Kak TIPaBU/Io, OUeHb MOBEPXHOCTHbI: HECKOJIBKO KOPOTKUX
BCTpeY, MOXKeT ObITb, ITapa COBMECTHBIX 00e/10B. Ec/ii C/IOKUTH BCe 3TU uachl,
TIOJIyYUTCS] MeHblIle, ueM Bbl ObI TTOTPAaTH/IM Ha JiBa CBUJIAHUA C JeBymIKou. K
COXaJiIeHulo, JioBepue TpebOyeT BpeMeHUW — TipuueM Oofbiliero, ueM [JBa
KOPOTKHUX CBUZaHUsA. U 1103TOMY OIIMOKM M HelopabOTKY Balllero MpeArpUsTys,
KOTOpble TOpasfio BUHee, YeM ero ycrexu, pa3befatoT u 0e3 Toro ciaboe
JI0OBEpUe 1 pa3pyllatoT caMy OCHOBY B3aMMOOTHOIIIEHUA.

Ho uTo ke fes1aTh, pa3 YK OOJIBIITMHCTBO OMIMOOK Cpa3y BUHBI, a YCIIEXH,
KaK TpaBUJ/I0, HEBUJUMBI /IJ1s1 KJIMeHTa?

PekyamupyiiTe cBoM ycriexu. [TIoKa)kuTe KJIMeHTY, Yero Bbl J00H/UCE.

Ecnu BbI Ha /iBa JiHS1 oriepeAuau rpaduk (Herioxas ujesi), cJefalTe Tak,
yToOBI KMeHT 3Han 06 3ToM. EC/u BbI CMOI/IM YMEHBIIIUTh CTOMMOCTb Ha 7
TIPOLIEHTOB TIPOTHUB OKUZaemou (elje Oosiee xopoliasi ujest), CAe/aiTe Tak,
yTOOBI K/IMEHT 3Hald U 00 3ToM. Ec/ii Bbl COBEPIIMIM UTO-TO, YeM OCOOEHHO
rOpJIUTeCh, CAeaiTe TaK, UTOOBI KITMEHT 3Haa 00 3TOM.

He >xauTte, 4yTO K/IMEeHT caM TOMMeT, Kak MHOTO BaM TPHUIIIOCh TPYAUTHCS,
KakK BbI 3a00TH/IMCh O ero Gare M KakKWxX pe3y/IbTaToB JOCTUIIA. YacTo KIMeHT
— TOT CaMblli Ye/IOBeK, KOTOPbIM 3aMedaeT BCe 3TO B MOC/IEHIO Ouepe/ib.

CpenaiiTe Tak, uTOOBI KJIUEHT 3Has 00 3TOM.



YnoBjieTBOpeHue U YCJIIyT'!

Kak e ynoBiaeTBopuTh TMoTpebutensi ycayr? Oka3biBaeTcs, 3TO Ha
yAUB/IeHWe TPY[QHO, KakK Bbl MOKWMeTe M CaMH, eC/IM CPaBHUTE CBOU OIbIT
TiproOpeTeHus yCIyT C BIieuaT/ieHueM OT MOKYTIKU ToBapa.

K mpumepy, Bbl pellaeTe KyIUTb MallUMHY. YUWTbIBas, UYTO Hall MHD
3aBHUCUT OT CKOPOCTHU Ilepe/iBYKeHUs, Bbl Hy)KJaeTeCb B MalluHe. Eciu Bbl
MoZI00HBI APYTUM JIFO[SIM, TO Bbl XOTUTe MalllMHy U MOXKETe [la)ke MeuTaTb O
KaKOW-TO KOHKDETHOW MOJIe/iu: ee KOXKaHbIX CUJIeHBbsIX, O0COOBIX JeTassx
OTZeJIKY, IIeCTU CJIOSIX 3MaJd — W O TOM, UTO Ballla MallliHa OyJjeT TOBOPUTh
OKPY>KaroLlM O BaC CaMOM.

Korja BbI MOKynaeTe 3Ty MallliHY, Bbl YYBCTBYeTe Y OB/€TBOPEeHUe, KOrzia
elje TOJILKO Bble3KaeTe CO CTOSIHKM aBToMarasvHa. OHa B TOUHOCTH Takas, O
KaKOW Bbl MeUTaJIu.

[Tocsie MOKyIKM TOBapa OH IMPOAO/DKaeT MOAJep)KWBaTb B BaC YYyBCTBO
yZOBJ/IeTBOPeHHOCTU. HamnpuMmep, Bbl urpaete B roib¢. Bel MeuTanu KynmuThb U
Kynuin GanaroBbiii Msumk Titleist Tour 100. Kaxkapiii pa3, Korjia Bbl OTMbIBaeTe
W OuuillaeTe ero IocCje WIrPbl, ero oTjenka — OenbiM 1o Oenomy, KoTopas
IepBOHava/JbHO TPUB/IEK/IAa BaC M IIpYMHeC/a BaM Y/OB/IeTBOPEHHWE B MOMEHT
TIOKYTIKU, — HarlOMUHaeT BaM O TOM, KaK MPABWIbLHO BbI MOCTYITUIN, TIPUOOpeTS
5TOT MSIUMK, U KaKOe yZ0BOJIbCTBHE Bbl OT Hero ronyuaere. Kaxapii pas, Korja
Bbl y[JauHO yJapsieTe MO Ms4y, ONKChbIBaemMasi UM TPAeKTOPUSl U MITKWW yzap O
TpPaBy HAarOMWUHAIOT BaM 00 3ToM. Bam MsuMk [is ronbga MpofoKaeT
JIOCTaBJISITh BaM yIOBOJIbCTBUE, TAK K€ KaK aBTOMOOW/Ib, Y/I00HBIN 1 KPacUBbIi
CBUTEP WU TeJIeBU30P C 00/bIUM 5KpaHoM. OH MPUHOCHUT BaM Y/I0B/IeTBOPEHUE
camuM (haKTOM CBOEro MPUCYTCTBUsL. UTOOBI MOBEPUTb, HY)KHO YBUJEThb. A TO,
YTO BbI BU/JIUTE, 3aCTaB/IsIeT BaC YyBCTBOBATh Y0B/I€TBOPEHNe.

Tereps MpoBe/ieM CpaBHeHUeE: BbI pelllaeTe, UTO BaM HeoOxo/[MMa Kakasi-To
yciayra. Haripumep, y Bac TeueT Kpbiiia uiu 6onut 3y6. Bbl penko xorute
VICII0/Ib30BaTh KaKyl-TO KOHKPETHYIO YCJIYTY, U YK COBCeM BpsiJ JIA Bbl O Hel
MeuTaeTe. Ha camoMm fiesie Bbl OTHOCUTECH K yC/IyraM Kak K HeoOXoAUMOMY 371y:
BaM TMPUXOJUTCS HaHWMaTb afiBOKaTa, YTOObI pa3peliuTb CIOPHBIN BOIPOC,
ripyryiaiiaTe OyxraaTepa, MOTOMY UTO Bbl He B COCTOSTHUM CaMHU CTIPAaBUTHCS CO
C/IOKHBIMUA (PMHAHCOBBIMU pacyeTamMH, W 3aK/IKuaTb CTPaxOBOM JOrOBOP Ha
c/lydaii Kakou-HUOyb KaTracTpodbl. B GOMBIIMHCTBE C/lyuaeB MpU BbIOOpe yCIyT
Bbl UCIIBITbIBAETE Ky/Jla MeHbllle 3HTy3ua3Ma U, COOTBETCTBEHHO, Io/lyyaeTe OT
Hero MeHbllle YI0B/IeTBOPEHYS.



B omiMuMe OT TOKyIlaeMbIX BaM{ TOBApoOB, YC/IYTH, KOTOPbIMU BbI
10/Ib3yeTeCh, HE OCTAIOTCA C BaMH HA/O/Ir0, HArlOMHHAs O TOJyYeHHOM
VIOBOJILCTBUM M T0OY)KZassh CHOBAa WMMH BOCIO/B30BAThCS. ['a30H, XOpPOIIO
TIOJICTPYDKEHHBI COCEJCKUM MaJ/IbuMKoM, OyzleT HyXAaThbCsd B OYepeaHOM
CTPWKKE TOJILKO Uepe3 HeCKOJIbKO JiHeH. 3y0, KOTOPbIH 3aryioMOMpoBall JaHTHUCT,
Oonbille He GOMUT, HO HUUTO B 3arJIOMOMPOBAaHHOM 3y0e He JOCTaB/sieT Bam
0Cco00Oro y/JOBOJBCTBMSI W HE HAlIOMMHAeT O II0JIyYeHHOM BaMH XOPOIIEeM
obcny>KvBaHuU. Baill «Takol HeoOXOAMMBIN» CTPAaxOBOM ZIOTOBOP TUXO JIEXKHUT
Oe3 Jena B JanbHeM SIUKe. Bbl He BHAWUTE [AaKe HEMHOTMX BHUAMMBIX
CBHU/IETE/ILCTB IMOTyYeHHOM BaMU yCJ/IyTH, U Ballle YI0BOJILCTBHE OT Hee OCTAeTCs
TOJILKO B BOCIIOMUHAHWH.

YBBI, TUITUYHOTO TIOCTABIIMKA YCIyT (TAaKOro, Kak Bbl CAMM) HET PSiZIOM C
KJIUEHTOM, YTOObI HAallOMHUTH €My O TI0jIb3€, KOTOPYIO ZI0 CHUX IIOp TMPUHOCST
OKa3aHHBIE UM YC/IyTH: O TpyDaX, KOTOpble Tereph He 3a0HThbI, O CTPAXOBOM
BO3MEIIIEHHH, KOTOpoe 00ecCreunT MpeArpyuHUMAaTeII0 Mocobre B Ciayyae
HETPYJ0CIIOCOOHOCTH, O TIPWIOKEHHM K JIOTOBOPY, KOTOpPOe COXpaHseT 3a
aBTOPOM IpaBa Ha M3JaHue ero KHWru. Briajenel; joMa, B KOTOPOM Oosibliie He
TEKYT W He 3a0UThbl TPyOBI, UyBCTBOBAJI Y/JOB/IETBOPEHHE B TEUEHHE HECKOIbKHX
JTHEH, a oToM 3a0bL1 00 3ToM. UTo KacaeTcst mpeArpyUHHUMAaTe sl K aBTOpa KHUTH,
TO OJHAXK/bIl OHU MOT'YT MOUYBCTBOBAaTbH OTPOMHOE Y/IOBJIETBOPEHHE, HO Celuac
BOMpOC 00 3TOM Jla)kKe He CTOMT — OHU U He BeJjaloT O I[eHHOCTH OKa3aHHOW UM
YCJTyTH.

Yto ke JenaTh UeJOBEKY, 3aHHUMAIOIIEMyCsi MapKeTUHIOM YCJYTH,
YUUTBIBasE 3TH KOJIOCCA/bHBIE Ppa3UuMs MEXAYy TUIIMYHBIMU TTOKYIaTe/IsIMU
TOBApOB U YCJIYT B UCMBITHIBAEMOM UMH YIOBJIETBOPEHUN?

Bynbre psimoM. PekiamMa W MNyOnMKaMM B IIpecCe HAlOMHAT BallliM
TeTepeITHM U OBIBIIUM K/IHeHTaM 00 YOBOJBCTBUM OT OJHAXKAbI OKa3aHHOM
BaMH YCJAYTH W M3BECTAT MUX O TOM, UTO BbI TO-TIPE)KHEMY CYII[eCTBYeTe,
paboraete u BrojHe ycremHbl. Co3jgaiTe IOMOIHWTEIBHOE —OIyIleHHe
YIOBJIETBOPEHHOCTH, TT0Ka3aB KJIMEHTY TO y[OBOJILCTBHE, KOTOPOE Ballla yCayra
TIPUHOCUT JPYTUM oM. JloBeauTe /10 €ro CBeJeHWs MHGOPMAI[UI0 O CBOUX
yCIiexax: O HOBBIX K/IMEHTaX, HOBBIX JOCTH)KEHHUSIX, HOBBIX Harpaziax, HOBBIX
CBH/IeTE/IbCTBAX KaueCTBa, O POCTE BAIllero MepCoHasia v JOX0/I0B.

KyrleHHbIM TOBap IIOCTOSIHHO HAIIOMHMHAET TIOKYIaTeJssM O CBOEM
KauectBe. To ke camoe (C ZI0/DKHOM CKPOMHOCTBIO) I0/DKHBI [1e/1aTh U BhI.

C rna3 0/10M — 13 cep/iija BOH.



ITomMmHMTeE 0 Me/Touax

HenaBHo st mpoBoAus cobecefioBaHre C TpeMsi KaHAWaTaMUu B CyOIoApsiAUnKA
A7ist paboThI Ha/l TIPOEKTOM OJJHOTO MOEro K/ueHTa.

51 yke mipuiliesl K BbIBOAY, UTO KaXK[bld U3 HUX 00/1ajjaeT A0CTaTOYHOM
KBasii(pukalyei. iIMeHHO MO3TOMY 51 TO3BOHW/I UM BCEM.

BriOpath nyuliiero KaHauaara Ob10 oueHb MPOCTO. S HaHST TOTO, KOTOPHIM
TiepBbIM Harucasa MHe 1ocyie cobeceoBaHusI.

Yacro, yaile, ueM Mbl AyMaeM, B 3TOM U 3aK/IOUaeTCsl BCe OT/IMUMeE,
KoTopoe TpebyeTcsi /Jisi 3aK/toueHus1 cienkyd. He Bbijaroiuecs mo3HaHus. He
BBIZIAIOIIUICST TaJaHT WM MHOTOJIETHUM OMbIT. YTO-TO COBCEM KpOILLEYHOE.
MarneHbKHl 3HaK BHUMaHUs1 — KOPOTKOE TTHUCHMO.

He 3abbiBaiiTe 0 Mesiouax.



OpuH rygok

Kommanus Fallon McElligot 3aHumaeTcsi pekjiaMmoil. 3TO 03HauaeT, YTO OHa
(dakThueCcku MmpojaeT yC/Jyrd CBOMX TBOPUECKUX COTPYJHHKOB. A TBOpUeCKue
JIMYHOCTU TPYZHBI B 001leHuu. OroileHTpuuHbl. OHU 3aKOHUYAT paboTy Tor/a,
Korjia 3akoH4ar. Hy 1 uto, uTo 3710 OyZIeT CTOUTh Kyuy JieHer?

[To kpaiiHeil Mepe, TAKOBO CTEPEOTUITHOE Mpe/iCTaBlIeHUe.

HeckonbKo JieT Hasaj, s pellni TPUIJIaCUTh B CBOK 0ackeTOOMBHYIO
KOMaHAy (Mbl urpanu Tpoe Ha Tpoe) /Ixemu Bbappera, 190-caHTMMeTpOBOro
Harmaziaro1riero, paboraroriero aBropom TekctoB B Fallon McElligott. [Toka MbI
JI0TOBapYBAaJIMCh Y TI03/JHee, KOT/la y>Ke Haua/lMCh UTPhl, MHE YaCTO MPUXOUI0Ch
3BOHUTH [I>keMU Ha paboTy.

YroObl J03BOHUTHLCS /10 cekperapiiv [l>kemu, TpeGoBajics BCero OAWH
TY/IOK, a ellle yepe3 T'y/IOK U Tapy CeKyH/, sl y>Ke MOor HauaTh OeceZioBaTh C HUM
camuMm. BriosiHe BO3MOXXHO, Y HUX CTOUT camasi ObicTpasi TesiehoHHasi cCiCTeMa B
mupe. [TepBbie TpU pa3a, Korjja MeHsi COeJJUHSIIH, 51 ellle He ObLT TOTOB TOBOPUTh.
A He oxxugan, uto [)kKemu OTBETUT TaK CKOPO.

OTW 3BOHKM TIPOM3BEJIM HAa MeHsl Y/AWBUTe/bHOE BlieuarieHue. 1Tpu
CEeKYyH/Ibl, TIOTPaueHHbIe Ha TPU Tesie()OHHBIX COeNHEHHs1, yOe I MeHsl B TOM,
yto kommaHus Fallon geiicTBUTeNHHO XOpOILIO OOC/TY)KWBaeT CBOMX K/IHMEHTOB,
YTO B 3TOM KOMIIaHWU WX YBaXkKalOT U LIEHST, a B cepe yCayr 3TO e/iBa Jd He
camoe IJlaBHOe. DTU 3BOHKM JIyullle BCSKHX C/J0B CKa3aiau MHe, uto Fallon —
OTHIOZIb He cobpaHUe HeJUCIUIIMHUPOBAHHBIX U CaMOyBePeHHBIX TBOPUECKUX
JIMYHOCTeN, TUTIOIOMIMX Ha 0O0CTy)kKuBaHWe, TIOTOMY UTO 3TO «HIKE UX
JIOCTOWHCTBa».

A Temnephb s TOBOpHO 00 3TOM Bcemy Mupy. JItomu B flecsITKax TOpPOJOB
MIPOYTYT 3Ty [VIaBy U pellar, 4to B KomrnaHuu Fallon npenocTaBistoT oTiMyHOe
oOcmy>KrBaHUe U [le/Iat0T 3aMeuaTe/ibHyl0 pekiaMy. Takue yCayru CTosT ji00oit
L[€HBI.

Ob6cny)KuBaHMe HauWHaeTCsl C MepBOro 3BOHKa KiiveHTa. Kak oOcTosiT fena
c 00c/y>KMBaHUEM B Ballleli KOMITaHUU?



Ckopoctb

JKusub Hecercsi crtpemrnaB. Ilpexacenarent mnpaBneHusi dayton-hudson
corporation To/[TOHSIET CBOUX COTPYAHHUKOB (hpa3oii u3 kauru «Illok Oymayiero»
(FutureShock): «CkopocTb — 3T0 u3Hb». Komuk CtTuBeH PalT 3areuatsen
COBpPEMEHHBII PHUTM JKHU3HU B IIIYTOUHOM OOBSIBIEHUH O «MHKPOBOJHOBOM
KamMuHe»: «Bbl Mo)KeTe TpOBeCTU Tiepe/i HUM BeCb Beuep BCero 3a BOCEMb
MUHYT».

MHOruMm o[siM KaXkeTCsl, UTO CO BCeW 3TOM CKOPOCTbIO MHUD COPBAJCS C
KaryiiekK. Mbl oTrpaBisieM (akchl, KOrja MOIJIM Obl TOC/AaTh MMCbMO. MbI
TOPOINIMMCSI y)Ke TI0 TIpuBbluKe. KakeTcs, HaM Ha CaMOM /[iejie CKOpPO
TTOHA/I00STCST MUKPOBOJTHOBbIE KAMHUHBI.

OTO TMOCTOSTHHOE YCKOpeHue He MOoAuUHseTCs jorvke. Ho, TeM He MeHee,
OHO SIBJISIETCSI HEOCTIOPUMBIM (haKTOM: MHUP pa3roHsIeTCs Bce ObICTpee.

MBuraiitech 6bicTpO. [ToTOM eliie ObiCTpee.

CKa)KUTe «BeUepOM», a Cjie/laiiTe ellle yTPOM

Korza BaM TIpe/iCTOUT BIiepBble TPeJOCTaBUTh K/IHUEHTY KaKyr-HUOyIb
ycJyTy, TiornpoOy#iTe ciiefytoluii criocob: ckakute, 4to pabota OyzeT cenaHa K
yacy [IHsl, a Ha CaMOM /Jiejie 3aKOHUMTe ee ellle K oAuHHaAuaTu. [loctynmuTe Tak
’Ke U BO BTOPOM pas.

Ternepb Bbl co3fanu fjis cebsi ompefiesieHHbIN 3amac foBepusi. OH MOXKeT
BaM TOHaI00MThCS. U BbI OyzleTe oueHb pajibl, UTO OH Y BacC eCTh.

CKa)KUTe: «BeUepoM», a Cjie/laiiTe ellle yTPOM.



HamnomyuHaHHe caMmoMy cede

HeoxxuiaHHO MeHsI 0CeHUs10. S CXBaTU/ICS 3a PYUKY U 3aruca Ha >KeaTou
camokJieroleiicst OyMaXkke MbIC/Ib, BEIPXKAIOIIYIO T/IaBHOe B MoeM Ou3Hece:

«Kaxkzapili ieHb fiesiali CBOMX KJMEHTOB CYaCT/IMBBIMI.

Yro-To U3 paspsifia «1omoru cebe cam»: 6aHa/sbHOE W OoueBHHOe. MBIC/b
HaCTO/IbKO CAMOOYeBH/IHA, UTO 3TO MeHs1 cmylijaeT. Ho oHa paboraer.

OHa B/MsIeT Ha TO, KaK sl TOBOPIO, KaK 3BYUMT MOM rosioc 1o TesieoHy (Kak
OyzTo st ybibatoch), Ha TO, UTO 51 TOBOPIO, M HACKOJILKO BHUMATE/IbHO S C/TYIIIat0.
OnHa HarmoMUHaeT, KaK MHe TI0Be37I0, UTO 3TOT uesi0BeK, MO K/IUEeHT, [JOBepHUJICs
MHe.

A UTO TIPOMCXO/UT, KakK s TOBOPIO, CJIyILIAI0 U KaK 3BYUYUT MOM ToJIOC, Korja
3Ta 3arrcKa TepsieTcs Te-To 1oj rpyaoi Oymar? Eciu yecTHO, Mo-Apyromy.

[ToaToMy coBeTyr0 BaM c/ZiesiaTh cebe Takoe >ke OaHa/lbHOe HAlIOMUHAHUE:
TI0JIOXKUTE TaKYHO 3allMCKY U yBailero TenaedoHa.



PyrayTe nmocjiaHue, a He MOC/IAaHHUKA: CaMbIH
IIPOCTOMH CII0C00 y/IyUIIUTh Ka4eCTBO PadoThI
areHTOoB

Kmuddopa MoxkeT 3a TMNATHAALIATH CEKYH[, YrOBOPUThH BalllUX JeTei
nocrynatb B Menbckuil yHuBepcuteT. JDKyAM MOXeT 3aCTaBUTh 3aMO/I4aTh
Lie/1yt0 KOMHATy CTPacTHOM 3allUTOi CBOero MHeHUs 1o Boripocy aboptos. ®pef
ybenun oMHHA/ILIaTh CBOMX JIpy3el TMOKyIaTh PbIOOTOBHBIE O/ieCHBI TOProBOM
Mapku Shad Lap.

1 BOT s cripaiivBai0 00 3TUX TpeX JIOAsAX Y PYKOBOAUTEss OPOKepCKo
KOMITIaHUH, TTapTHEPAMU KOTOPOTO OHU SIBJISTFOTCSI.

— OHU, I0/DKHO OBITh, XOPOIIIME areHThI?

— Hy, 10B0O/ILHO IPUTUYHBIE.

— Kak BbI cunTaete, ux pabora gocrarouHo 3dekTrHBHA?

— Ha camom pene HeT. Ha Hami B3misii, oHa morna Obl ObITh ropaszo
nyyilie.



B uem xe mpoosiema?

3a pefKUM WCK/IIOUeHHeM TpobrieMa 3ak/rouaeTcs He B rpofasliax. Kak u
GonbimHCTBY mofelt, Kmuddopay, Dxyau u Ppeny nerko ypaercs yoeauTtb
JpyTUX B TOM, BO UYTO OHM JelcTBUTeNbHO BepsT. CyljeCcTByollas y 3Tou
KOMIaHWM TpobjeMa C MpojakamMM Ha CaMOM jiefie siBjisieTcsl mpobsieMoid
MapKeTHWHTa: KOMITaHWW He Y[aloCh CO3[aTb WU OMpefeuTh TO OTIUuMe,
KOTOpoe TpuziaeT 0cobyro ybeAuTeNbHOCTb TPeJJIOKEHUI0 O TPOJaKe U JaeT
BO3MOYKHOCTb areHTaM yBepOBaTh B CBOU TOBap.

Korga ux HampapmsitoT ybexkzaath ouepenHoro mokymartessi, Knuddopg,
xynu n @pep; 3aBelOMO OKa3bIBalOTCS B C/1a00M TMoNoKeHUH. VX peub KakeTcs
paCILIbIBYaTOM, eli He XBaTaeT yOeXX/[eHHOCTU U yBePeHHOCTH. He yuBUTeNBHO.
Kntouom K /000U yCTIEIHOM TMpe3eHTal[uu SIB/SIeTCs ueTKasi TOUKa 3peHusl.
Eciu Bbl BepuTe B Hee, BbI TIOUTH HaBepHsSIKa CymMeeTe YCIelTHO y0enuTh B Held
OCTaJIbHBIX.

EcTb M Takas yeTKasi TOUKa 3peHUs y BalllUX areHTOB? MoKeT ObITb, Y
KOro-T0 M3 HUX OHa uMeeTcsi. Ho eciu ¢upma He cymena co3fath WU
oTipe/ie/IUTh CBOEe OT/INYKMe U TPeUMYIIeCTBa, KOTOPhIe JJaeT 3TO OT/IMUMe JTH/SM,
TIO/TB3YIOIIUMCSI ee ycayraMu, OOJIBIIIMHCTBO areHToB He CMOTYT 3((eKTUBHO
TIpeJICTaB/IATh Balllk YCIYTU Mepe/] ToTpebUuTesiMu Mo oueHb MPOCTOMN TIPUUYNHE:
BbI CAMU He /IaJTi UM TOTO, Ha UTO OHU MOTJ/IA Obl OTIepeThCS.

YTtoObI ynyuiuTh paboTy CBOMX MOC/AHIIEB, YAyUIlIUTe MepelaBaeMoe UMU
rocJiaHue.



JIMNUHOe yuyacTue

CKakuTe OM3HECMEHY C/IOBO «PHUCK», U OH YC/IBIIIAT — «JeHbru». VIHOrIa
3TO COOTBETCTBYeT JeHCTBUTeNbHOCTH. Ho MHOTMe pa3HOBHIHOCTH pHCKa, Ha
KOTODBbIN /IO He PpeIlaroTCs, YITyCKash W3-3a 3TOro 3HAUMTebHYHO BBITONY,
HUUero He ctosT. OHM KacaroTCs He JIeHer, a IMYHOTO yUaCTHsl.

Bo3bMeM, K MpUMepy, AUPEKTOpa BbICOKOK/IACCHOTO TMpeANnpUsTUst chepbl
yciyr. O6cny)xuBaHHe W caMa TipejijlaraeMasi yCjyra — BbIllle BCAKUX TTOXBal,
OZIHAKO YHMCJIO TIPOZ@K MOXXHO Ha3BaThb «XOPOIIMM», HO He Oosee. ITouemy?
[ToroMy 4YTO [AWPEKTOP OTKa3bIBAeTCS PUCKOBaTh CaM, a WMEHHO JIMYHO
3aHMMaThCsl TIPOZA)KeH CBOero ToBapa. bosblllasg Tpymma IMOTeHI[HaTbHBIX
noTpeOuTeNIe TIpHe3kaeT W3 Apyroro ropoja. Ormacasch pPHUCKOBaTb CBOWM
JIOCTOMHCTBOM I1epefi He3HaKOMILIaMU, AUPEKTOp «3abojeBaeT» Kak pa3 B JleHb
UX BU3MTa. B pyroii pa3 KrTo-TO yIIOMHHAaeT TIPU 3TOM JUPEKTOpe
TIePCIIeKTUBHOTO TIOTpeOuTe I U3 ero cobCcTBeHHOTo Topoza. Ho aupekTop Tak u
He Tiepe3BaHMBaeT 3TOMY MOTeHI[HaTbHOMY K/TUEHTY.

Teitn [Iumu masa TIpeKpPacHYHO WILTIOCTPAI[MI0 TOMY, KaK MHOTO MOJKET
TIPUHECTH YeI0BEKY CIIOCOOHOCTh PUCKHYTh, B CBOel KHUTe «[1epBOIpOXO/IIb»
{Pathfinders). [lIumu Hauama CcBOIO paboOTy C WMCCAeA0BaHUS JTUUHOCTH JIHOJEH,
JIOBOJTbHBIX CBOEH >KU3HBIO. Ee MHTepecoBaso, UTo »Ke ZaeT 3TUM JIHO/SIM TaKoe
olyllleHWe BHYTpPeHHeH YI0BIeTBOPeHHOCTH. EN yaanmoch HaWTU He TaK XK
MHOTO OOII[UX YepT, 00beAMHSIIOIINX «[OBOJIbHBIX KU3HBIO» JIFO/IeN, U OJJHOU U3
HUX Oblla ciefyroilast: BCeM 3THM JIFOJSM TIPUIIVIOCh B CBOe JKHU3HU XOTb pa3
TOWTU Ha HEBEPOSITHBIN PUCK.

[Tpomaska yCayr BK/IOYAaeT 3/eMEHT JIMYHOTO pHCKa. Bbl  MoxeTe
TO0Ka3aTbCsl C/IMIIKOM HaBsi3uMBBIM. Bam Mmoryt otkasatk. (Het, Bam OymyT
OTKa3bIBaTh.) KTO-TO mepecTaHeT OTBeUaTh Ha BalllM 3BOHKH. BbI pUCKyeTe YUTU
¢ paboTel paccTpoeHHbIM. Ho BBIr0/ja OT TaKWUX YCHUIMM 3aCTaBUT BaC CIIPOCHUTh
cebst: «[ToueMy s1 He fie/1a/1 3TOTO paHBIIIE?»

[ToiTi Ha PUCK He BCer/ja 03HauaeT PUCKHYTh JleHbraMu. MHora peusb uzer
MMEHHO O TMYHOM YUaCTHH.

[TpumuTe TMUHOE yUacTHe B cBoeM Jienie. He GoiiTech prCKOBATh.



HPI’IHI_IPII'[ CTO/IKHOBEHUA

B knure Kypra BonHeryta-mnaziiero «/laii Bam 0or 370pOBbsi, MUCTED
Posyotep» (GodBlessYou,Mr.Rosewater) ecTb npekpacHble COBETbI, I0Jie3HbIe
[Jist JT0O0T0 CrielfuanrcTa 1o MapkeTuHry. Mucrep Posyotep-crapiiuii, 0co3HaB
TOT (DaKT, UTO y ero CbiHa JMMOTa HET HU MO3TOB, HU TajlaHTa, HeOOXOJUMBIX
QUi ycriexa B Ou3Hece, /lan eMy YUl U3 BOSMOKHBIX B 9TOM CJTyuae COBETOB:
«DJIMOT, OfHaX/bl Oosblllasi CyMMa [leHer CMEHWUT CBOero Brajiefblia.
[TocTaparics oKa3aTbCsl y Hee Ha Iy Th».

CoBer wmucrepa Posyorepa mnopckas3al MHe, UYTO OTBETUTb OJapeHHOM
Xy[oXKHULle, paboTtaroiieli B pekjaMme, KOoTopasi TIOTIPOCU/IA Y MeHsi COBeTa T0
TIOBOJly CBoeli masbHeleli Kapbepbl. $1 ckaszan eii: «IIpocto Oygbp Ha BUAY.
[TocTaparica Oka3aTbCsi Ha IyTH HOBBIX BO3MOXHOCTeM. [lall IIaHC Ciyyaro
CTOJIKHYThCS C TOOOI».

OTO OTHOCUTCS U K t0b6oMy TipoziaBily ycayr. Uto 6b1 Mbl HU TOBOPU/IH O
KaueCTBe YCIyrd, [O3ULIMOHMPOBAHUM, WCC/Ie0BaHUAX, HalpaB/JIeHHOCTU
a/ipeCHOM pacCchbUIKM — 00 MCKYCCTBe M HayKe MapKeTHWHTa, MHOTOe B TOM,
CY>K/IeHO JIi BallleMy Ou3HeCy pa3BUBAThCs, 3aBUCUT OT TOTO, C KEM PSiZIOM BBI
OKa’keTeCh OfJHaK/Ibl BO Bpems roseTa B Hero-1opk.

JIromu He KenaroT TPaTUTh Liesible JHU Ha MPUHATHUE PellleHuit. Y HUX Majio
BpeMeHHU, a KHUTY, nofio6HbIe «3arHaHHOMY aMepUKaHLy»
(OverworkedAmerican) bxynbeTT Illop, yTBep)KJarOT, UTO C Ka)KJbIM TI'OJOM
BpeMeHH y HUX O0CTaeTcs BCe MeHblle. [losToMy ciiyyaeTcss Tak, 4TO JIHO4U
BCTPeyaroT BacC, Bbl UM HpaBUTeCh, U BCKOpe I10C/Ie 3TOr0 OHU BaC HAaHUMAOT.
[enaroT ke HeKOTOphIe 13 HacC MpeioKeHus oc/Ie epBoro ceBujanus. MHorue
Ov3HeCMeHbl IPUHUMAIOT pellleHus ellle CTpeMUTe/TbHee.

bynbTe Ha Buy. Bce paBHO rje. [laliTe 11aHC C/1ydar0 CTOMKHYTHCS C BAMU.

Bbl onuchiBaeTe TIpo0/eMy CBOero MpeANpUSITUS T'PYIMIe COTPYAHUKOB.
@OUHAHCOBBINA PYKOBOAUTE/H TOBOPUT, UTO BCS TIpobsieMa B OTCYTCTBUM CPE/ICTB.
MeHe/pkep 10 TMepCOHAMy YTBepXK/JaeT, UTO OCHOBHas TpobsemMa B JHO[SIX.
OTzmen wuccnefoBaHWM >KaayeTCsd Ha HEJOCTAaTOK HWHGOpMalMu. A otraen
MapKeTHHTa TOBOPUT, UTO HUKaKol MpobieMbl HET BOBCe, Ha/l0 TOJILKO yABOWTh
OrO/IPKEeT, OTBOJMMBbIM Ha MAPKETUHT yCJTyTH.

Ho ycuneHve u ynyuilieHe MapKeTWHTa He sIB/ISIeTCs OTBETOM Ha JiroOoi
Boripoc. Kak Obl HM ObLT XOpOIl MX MapKeTHHT, KommaHus McDonald's,
HarpuMep, CKopee BCero JaBHO CTasia Obl OaHKpOTOM, He MMeli oHa GrnecTsiieit
cTpaterud B 007acTH HEJBWKUMOCTH. JTa CTpaTerusi CerofHsi TPUHOCUT



Oosblllyl0 YacTb J0Xo[oB U 8,8 MusMapja [10/7IapOB  HETTO-KamuTasa
McDonald's. HecMoTpsi Ha GrecTsiiiive pekjiaMHble KaMIMaHWW, CAesaBIIve WX
TOPrOBYI0 MapKy MpaKTUUeCKU CUMHOHHWMOM «/I0CTaBKHU 3a OIHYy Houb», Federal
Express Hukorza He pgobwnack Obl TakKUX YCIIeXOB 0e3 HCKYCHOTO
MaHeBPUPOBaHUsS U T000UPOBaHUS KOMITaHWH, TIPOBouMOro ®@peaom CMUTOM B
BammHrroHe. A 6e3 MacTepCKoro B/aJieHUs CHUCTEMAaTUKOW U JIOTMCTUKOM
noZioOHbIe peK/laMHble KaMIMaHUM MOIJIU MOryouTth, a He mpociaButh Federal
Express. MWINMOHBI JitOfiel, TpUBJIeUeHHbIe DPEKJIaMHBIMU OObSIB/IEHUSIMHU,
oOHapy>Kunu Obl, UTO 3Ta ycayra abCOIOTHO He COOTBETCTBYET 3asiBIEHHOMY
KauecTBy. OHHU paccka3anu Obl 06 3TOM CBOMM JPYy3bsIM, U PeryTalysi KOMIIaHUU
Obl1a 661 Ge3BO3BpaTHO TOryb/IeHa.

YroObl 10OUTHCS BMEUAT/ISIONIMX YCIIeXOB Ha PbIHKE YCIYT, BaM HY>KHO,
yTOOBbI BCe COCTaB/ISIONIME ObIIM HAa MecTe. MapKeTUHT — 3TO TOJbKO OfIHA U3
Takux cocTapasaommx. Ho oueHs Becomas. Bo3bmeMm [j/isi ripumepa American
Express: B 1972 romy Bech otfen MapketvHra American Express Jjerko
rioMecTu/Cs Obl TIOfi HaBeCOM aBTOOYCHOM OCTAaHOBKM — BCero 15 uesioBeK C
rO/I0OBbIM OrO/)KeTOM B 4 MUWIJTMOHA A0/1apoB. CerofiHs BCex COTPYAHUKOB 3TOTO
OTZesla Zia)ke TPY[HO COCUMTATh, a OOMKeT, OTBOAUMBIN TOMBKO Ha peK/amy,
ripeBoCXoAUT 210 MUIJTMOHOB [j0/1/1aPOB.

1 5Tu peHbru ObLIM TIOTpaueHbl C TOMKOM. OpraHu30BaHHbIE peK/IaMHbIM
areHTcTBOoM Ogilvy amp; Mather kamnanuu «Mbl ¢ BaMu 3HaKOMbI?» U «He
BBIXOZIUTE U3 /IOMa, He B3sIB ee C coboli» c Greckom AoHeCu /10 ToTpebuTess
CrieLManr3alyio, To3ULMI0 U ctatyc American Express v MOAHSIM KOMITAHUIO
Ha Takue BBICOTHI ycriexa, [0 KOTOPbIX eil HUKorja Obl He ynanoch A00paThest
TOJIBKO 3@ CueT 0OBIYHOTO TOPTrOBOT'O POCTa.

[oBobHO OOMBILION pa3fenn B 3TOM KHUre OTBeJeH Ba)>XHOCTU TOPTOBBIX
Mapok. Eirle msTh sieT TOMy Hasaj B Hell He Obuio Obl /jaXke YTIOMUHAHHUS O
TOPrOBbIX MapKaX, MOTOMY UTO B TO BpeMsl S HaxXOJW/ICSA II0f CUJIbHbIM
BIeUaT/ieHueM OT C/IyXoB 00 ux ymazike. OZJHAKO C TeX MOp s UMesT BO3MOXKHOCTh
HabmoaTh, Kak [JeCcITKW KOoMMaHui cdepbl ycayr mobexzaand CBOUX
KOHKYDEHTOB, TIPe/JOCTaBJISBILIMX TOpa3fo 0Oosee KaueCTBeHHbIe YCayru, 0Oe3
BCSIKMX, Ka3asocb Obl, HA TO TPUYMH, KPOME OFHONW — U3BECTHOCTU CBOEM
TOPrOBOW MapKH.

CeropiHss MHOTO TOBOPSIT O «KauecTBe obcnyxuBaHusi». Ho Gosibliiasi yacThb
5TOr0 KayeCTBa OCTAeTCs MOMpOCTy (BOT OMSTh 3TO CJ0BO) HEBUAUMOM [/Is1
K/IMeHTa. A C TOYKU 3peHHs MapKeTHHra, Ubs Lje/lb COCTOMT B IPUBJIEUeHUU U
COXpaHeHUM K/IMeHTOB, YC/ayra TIpe/iCTaB/seT CO0OM TOMBKO TO, YeM OHa
SIBJISIETCSI B BOCIIPUSITUM TIOTEHLIMAIbHOTO noTpebutens. [losTomy «ymyutiiaiite
peasibHOCTh»: I00MBaliTeCh BO3pacTaHUsi KaueCTBa CBOel yCIyry, HO HUKOTZA He



3abbiBaliTe, UTO 93TO KaueCTBO /O/DKHO OBbITb TakuM, uTOObI K/MEHThI U
TIOTeHI[Ma/IbHbIe MOTPeOuTe/N MOTVIU YBUJIETH €rO.

Ecmu Mbl, Haripumep, sIB/sieMCSl K/MEHTaMH KaKoro-vbo oTensi, Mbl,
pa3yMeeTcsi, BUUM, UTO B HallleM HOMepe MPOBOAUTCS KaueCTBeHHasi yOOpKa.
Ho 3To Brieuat/ieHre He 3a/iep)KUBaeTCs B Hallleld MaMsTH, TTIOTOMY UTO B HOMepe
Y BIIPAB/y HET HU eIMHOTO TATHBIIIKA, ¥ HAM Ka)KeTCsl, UTO 3TO OTTOTO, UTO (KaK
TIpeKpacHO Bbipa3ui 3To Teonop JIeBUT) KaXk/Ibli TpeiMeT /10 Halllero mpuesja
ObUT 3aBepHYT B Oymary, a cujieHbe TyasjeTa XpPaHWI0Ch B CTEPUIbHOMN yTaKOBKe.
Mbl He BUAUM KauecTBa yOOpPKM, Mbl BUAUM TOJILKO €ro TNMPU3HAKW, KOTOPbIe
TOBOPSIT HaM O YKMCTOTe KOMHAaThl. Hac mpuB/ieKkaeT He KaueCTBO 3TOU yC/IyTH, a
HCKYCCTBO, C KOTOPBIM FOCTHHHUI[A Tpe/ijlaraeT 3TO KaueCTBO MOKYTaTesto.

Bribupasi TipefnipusiTie, OKa3biBatolllee HeOOXOAWMble HaM YCIYTH, MbI
3aUaCTyl0 pYKOBOJCTByeMCSl [AUKUMM U abCO/IIOTHO  MPOU3BOJILHBIMU
KpuTepusiMi. Huuero moxo)kero Ha JIOTUKY Y TMOWCK Pa3yMHOTO COOTHOILLIEHUS
1[eHbl U BHITOZIbI. DTO O3HAYaeT, UTO Bbl HE MOKeTe Ha/leAThCsl 3aXBaTUTh PHIHOK
TOMBKO 3@ CUeT CO3/iaHusi OOBEKTUBHO MPEBOCXOJSINel 10 KauecTBy YC/IYTU C
Oosiee BBITOAHOW A1 TloTpebuTtenss 1eHOM. Ycmex American Express
JI0Ka3bIBaeT, UTO /IeJi0 0OCTOUT COBCEM MHaue.

Ycnyru npefioCTaB/sIFOTCS JTFOAMU U OPUEHTUPOBAHbI Ha Jitofieid. VX ycrex
BO MHOTOM 3aBUCUT OT YeJIOBeUeCKHUX B3aUMOOTHOILIEHUMN. A JHOAU eCTh U
— obeckypakvBarolijie, Herpe/cKa3yembie, KaX/Iblii CO CBOMM XapaKTepoM,
YacTo HeJIOTWYHbIE, a BpeMsi OT BpeMeHU MPOCTO cxofsiue ¢ yma. Ho B ux
TIOBe/IeHUM MOYKHO 3aMeTUTb OIpe/ie/ieHHble 3akoHOMepHOCTU. Uem Gosibliie
TaKWX 3aKOHOMEPHOCTell BaM YAacTCsl YJIOBUTh W UeM Jiydllle Bbl HayuuTeCh
TIOHUMATh JTIFoJiel, TeM OOJIbIIIEro ycriexa BaM y/acTcsi JOCTUrHYTh. U 3Ta KHUra
Oblla HamKcaHa ¢ Ha/leXK/10M UMEeHHO Ha TaKoW pe3y/bTar.



PexoMeHAyeMas iuTeparypa AJ/s TexX, KT0
3aHUMAETCSI MAPKETHHIOM YyC/IyT

[TocKo/IbKY OCHOBHbIE MapKeTWHTOBble CpaKeHUs pa3bIrPhIBAIOTCS He Ha
PbIHKE KaK TakKOBOM, a B CO3HaHWM TOTeHLIMabHBIX MOTpeduTesiel, s TOro,
yTOObI TOHSTh, KaK BBITOfIHEe TPOZABATh CBOW TOBAp W CTUMY/IMPOBAaThb €ro0
cOBbIT, BeCbMa T10/Ie3HO WMeTh TIpe/iCTaBleHrde O TOM, KakK JIFOAU MBICTST U
TIPUHUMAIOT PellieHUs.

Bbl MOXXeTe YBU[IeTb, UTO S /lefia/l OTMpe/ie/ieHHbIA akI[eHT Ha 3TOM Ha
TIPOTSDKeHUU BCeli KHUTH. VIHTepeC K MBICIUTeTbHOMY MPOLiecCy BO3HUK Y MeHsI
1ocjie TOTO, KakK s KMMes BO3MOXKHOCTb Habro/aTh HEMpPOCTOW MpoLiecc
TIJIAaHMPOBaHWsI MapKeTUHTa B AIBYX Pa3/IMUHbIX KOMMaHUsX. 10, UTO 51 yBUJEJ,
ybenno MeHsi, UTO «COBMECTHbIe YCUUS» — 3T0 MU(: ZiBa yMa, BO3MOXKHO, U
Jydilie, UeM OJIUH, HO /IBeHAZIIaTh — 3aBeIOMO XYyKe.

[Tocne storo si obparmics K kaure [Tutepa CeHre «IlsTasi JuCIUIIMHA»
(Peter Senge, TheFifthDiscipline), uTo6bl syullle MOHSATH 3aKOHbI CUCTEMHOTO
MbIlIeHYs. I peKOMeH/IyI0 U BaM MPOUUTaTh 3Ty KHUTY, XOTSI OHA U JIOBOJIbHO
TsDKena Jjis BocrmpusAtus. $1 Takke pekoMeHAyr KHury Wirxaka Apuseca
«KusHeHHble 1[UKabl Kopriopauii» (Ichak Adize, CorporateLifeCycles). Ona
TIOMOXKET BaM T[IOHSITh, KaKWe MbIC/IUTeNbHbIe TeH/eHI[uU mpeobiajaloT B
CO3HAHUU JTFO/IeH Ha Pa3HbIX 3Tarax CyliljeCTBOBAaHUS KOMIIAHUU.

Cyl[eCTBYIOT ThICSSUM KHUT O CO3HAaHUM U TIaMATH YesioBeKa, HO Jjaxe
BBICOKME pe3y/bTaThl Ha BBIMYCKHOM 3K3aMeHe 0 TCUXOJIOTUU He /1al0T MHe
JIOCTAaTOYHBIX TpaB Ha TO, UTOOBI CZie/iaTh KBaJIU(PUIIMPOBAHHBIM BbIOOD. MHe
JIMYHO TIOMOT/IA KHUTU «JIOBYIIIKM MPUHSTHIX peliieHuii» k. SaBapaa Pycco u
[Tona [x. X. Ilymeiikepa (J. Edward Russo and J. H. Shoemaker,
DecisionTraps), «Bmusaue» Pobepra Uuanauau (Robert Cialdiny, Influence) u
«Kak mbI y3HaeM, uto Bce He Tak» Tomaca I'wmoBuua (Thomas Gilovich,
HowWeKnow,Whatlsn'tSo). Hu ofHa u3 3TUX KHUT He TpeOyeT AOKTOPCKOM
CTeleH! 10 TCUXO0JIOTUH, YTOObI TIOHSITh ee, U BCe TPU JIUIITHUM pa3 HallOMHU/IU
MHe, UTO BO MHOTMX >KU3HEHHBIX CUTyal[UsiX «JIOTMKa HY COBEepIleHHO HU MpHU
yemM».

MHe TmpUIZIOCH MHOTO JieT paboTaThb BMecCTe C Xy[AOKHUKAMU Haf
COo3/laHMeM peK/IaMHbIX O0ObsIB/IEHUH, TOBEPSSICh JIMIIIb CBOeH MHTyuluu. Toraa
HaM Ka3ajioCh, YTO U B OTHOIIEHUM JIFO[ie UHTYUIUU BIIOJIHE J0CTAaTOYHO, HO
3T0 He Tak. K TOMy >Xe MbI CKJIOHHBI TIpUJjaBaTh CJIOBY «HUHTYHULUS»



HerpaBu/ibHOe 3HaueHWe. Mbl 1iofpasymeBaeM, 4YTO HWHTYULMSA — 3TO
VHCTUHKTUBHOE WM Ja)ke 3KCTpPaceHCOpHOoe 3HaHWe. HO MOU MHTYyUTHBHBIE
Joraziky, HarpyuMmep o BHUHOBHOCTU O. /K. CHUMIICOHa, OCHOBBIBAKOTCS Ha
BIIEUAT/IEHUSIX O JIFOJSIX, paHee TPU3HAHHBIX BUHOBHBIMU B U30MEHUU CBOUX
»KeH, MHEHUU O TOM, HaCKOJIbKO MOXKHO [IOBepATh CyeOHbIM ZloKa3aTeibCTBaM, U
BIIleYaT/IeHWd OT CaMoOro MOACYAUMOro. VIHbIMM C/10BaMH, OHM BKJIFOUAKOT
JOBOIbHO 0Oo0nbioii 00beM HH(OpPMald. Mosi UHTYULIMS, KaK U WHTYULUS
nmoboro pyroro uejioBeKa, OCHOBBIBaeTCs Ha HWH(GOpMAl[MM U OMbITe, Ha
ripeJiBapuTebHbIX JaHHbIX. COOTBETCTBEHHO, Hallla UHTYHUIUS paboTaeT Tem
nyuiiie, yem OosibIlie moe3HOM uH(oOpMaluu OyZieM Mbl UIMeTh O APYTUX JIFOASX,
BKJIFOYAst 3HAHUSI O TOM, KaKUM 00pa30M OHU MBIC/IAT Y TIPUHUMAIOT pellleHusl.

B KHWKHOM MarasvHe, MpUueM He B OTJesie TICHUXOJO0THHA, MOXKHO HauTH
HECKOJTbKO KHUT, KaCaroIUXCsl OT[e/bHbIX TpeOOBaHUM, MpeAbsBASEMbIX K
MapKeTUHry ycayr. />keH Kaps-30H mnpezcraBisieT «MOMeHTbI UCTUHBI» (Jan
Carlzon, MomentsofThuth), uzmes koTopbix O67M3Ka K 3aTPOHYTOMY MHOM
BOTIPOCY O «TOYKax KOHTakTa». «I'paHu ycnyr» Ponanbga 3emke (Ronald
Zemke, TheServiceEdge) mpuBoAsT COTHM TTPUMEPOB 3aMeuaTreTbHbIX KOMITaHUM
chepbl yCIyr U peKOMeHAYIOT uuTareqto obpaTuTb ocoboe BHUMaHUE Ha
OTIPOCHI U BBICAYIIIMBaHUe MHeHUM morpebuteneil. Knuru Toma Iletepca (Tot
Peters) Takke W300WIYIOT MpUMepaMHd M OKa3ajud OrPOMHOe BJMsHHE Ha
Tipe/iCTaB/ieHe MHOTHUX JIFofleld OTHOCUTeNbHO cdeprl yciyr. Hanpumep, KTO-TO
pelliaeT, UTO HY)KHO ObITh «OJvKe K MOKyTaTe/i0», U 3T TPU CJI0Ba, 3Byvalliye y
Hero B MO3ry, npuHazexkar Tomy Iletepcy.

Knauru Pemxuca Makkenbl «IIpukocHoBeHue Pemxuca» (Regis McKenna,
TheRegisTouch) u IToma XoykeHa «Poct mpexnpusitusi» (Paul Hawken,
GrowingaBusiness) cofepXaT OueHb II0JIe3Hble [JUCKYCCHM, Kacaroluecs
Ba)KHOCTU B3aWMOOTHOILIEHUH [JI YCITeLlIHOIO0 MapKeTHHTa.

OpHako B OTAesie, MOCBSILIEHHOM HMMEHHO MapKeTHMHIYy B cdepe yCyr,
nojKd OygyT modTtd mMycThiMdA. Bbl HaliieTe Ha HMX pa3Be UTO KHUIH,
Ha3sbIBawoIecs: «Kak MpoOBeCTHM MapKeTUHT Baillell yCayru», OOJBIIIMHCTBO U3
KOTOPBIX TIPEeACTaB/SIOT cobol Tocobust i1 KOHCY/IbTAaHTOB-OAMHOUEK U
YaCTHBIX TIpeJNIpUHUMaTe/ied U COJepKaT COBEeThI «Ieyararb UH(POpMAaLHI0 O
cBOeil ¢upMe B JKypHa/laX, yCTpavWBaTb Ipe3eHTalyd, BCTYNUTb B MECTHYIO
TOPrOBYyIO Tasary». Bce 3To, 6e3yc/ioBHO, T0J/ie3HbIe COBEThI, OJJHAKO JTHO/SM,
[IJIsI KOTOPBIX 3Ta WH(MOpPMAaIUsi OKaXKeTCsi HOBOUM U HY>KHOM, BO3MOKHO, BOOOIIIe
He cJiefloBajio Obl OTKPBIBATh CBOE ZIEJI0.

Ckopee Bcero, Haubosiee W3BECTHbIM U IIIMPOKO pacClpOCTPAHEHHBIM
rnocobuem 1Mo MapKeTUHIy yciayr siBisieTcsi «IIpoBefieHre MapKeTHHTa YCIyT»
Jleonapga beppu u A. Ilapacypamana (Leonard Berry and A. Parasuraman,



MarketingServices). Cuia 3Toii KHUTH 3aK/IF0YaeTCs B ee TIePBOM UacTH, KOTopast
yTBepXK/laeT, uTo 0coboe BHUMaHWe B MapKeTUHTe YC/IYT AO/DKHO YAesThCS
CcaMoi yC/ayre, UTO COOTBETCTBYET J1eiCTBUTE/IbHOCTH.

B o6nactv pekiamMbl U CBsi3eii C OOILeCTBEHHOCTBbIO S PEKOMEH[YHO
«DnemMeHThl ctusi» Crpanka u Yauta (Strunk and White, ElementsofStyle) u
KHUTY YunabsiMa 3uHccepa «Kak mnpaBuibHO mucate» (William  Zinsser,
OnWritingWelt). f Takke xoTen Obl TopeKOMeHAOBaTh BaM KHUTY [[3Buza
Orunsu «OTKpOBeHus peKJ/IaMHOI0 areHTa» (David Ogilvy,
ConfessionsofanAdvertisingMan), KoTopasi HaCTOJ/ILKO UHTepeCHa, UTO TPU/LaTh
TSATh JIeT TOMY Ha3a/, MOsi MaThb MpoYMTasa ee MpoCTO Pa/id Y 0OBOIbCTBUSI.

Ho HU ofiHa U3 peKOMeHJ0BaHHbIX MHOK KHUT He TIOMOKeT BaM MpUAyMaTh
Ha3BaHWe, CTO/b ’K€ OpUTMHa/JbHOe, Kak y Namelab, meBusbl, crosmb >xe
3¢ deKTrBHbIe, KaK «Mbl — BTOPOW HOMEp, TTI03TOMY HaM Ba’kKHee BaM YTOJUTbY,
W1 PpBbIHOUHbIE KOHILIETI[MM, CTO/Mb JKe TeHWa/lbHble, KaK CBOOOAHO
oOpalijatorecs: ferno3uTHbie CepTU(UKaThl. S CBATO Bepl0 B TO, UTO CAMbIM
1[eHHbIM KaueCcTBOM /[Ijisl YCIIeIITHOTO MapKeTWHra SB/sieTCsl BoOOpakeHue,
BO3MOKHO TOTOMY, UTO BOOOpa)keHHe BCTpeuyaeTcsi JOBOJILHO DEIKO U €My,
CKOpee BCero, HeBO3MO)KHO HayUHThCH.

B  OTHOleHWM  TIO3UIIMOHUPOBaHUs  OeccriopHas — KjlacCMKa  —
«[TosutmonvpoBanue» Pauca u Tpayra (Ries and Trout, Positioning).
EWHCTBEeHHBIM He3HAUMTE/IbHbIM HEJOCTAaTKOM 3TOW KHUTU (HU OfHA KHUTa He
MOKET OXBaTUThb Cpa3y BCe) SIBJISIeTCS TOT (PakT, UTO, MOAUYEpPKUBAsi BaXXKHOCTb
3aKOHOB YeJIOBeUEeCKOTO MBbIIUIEHUs], aBTOPbl B TO >K€ BpeMsSi WTHOPUDYIOT
OOIIMpHBbIE WCCe/JOBAaHUS, KAaCallldecs BIUSHUS CBEXeCTU U SPKOCTU
rnosiyuaemMor uHGOpMallMMd Ha uesoBeueckoe Bocrpusatvhe. Paiie u Tpayt
YTBEP)KJAIOT, UTO TO3WLIMOHMPOBaHWE HEe OueHb 3aBUCUT OT HCI0JIb3yeMbIX
o6pa3oB u cyioB. CK/ia/ibiBaeTCs BIieuaT/ieHue, UTO OHU CUMTAIOT, UYTO TPAMOTHOE
TIO3ULIMOHUDYIOIIee Orpefie/ieHue MOXKET Cpa3y >Ke ObIThb HCI0/b30BaHO B
KauecTBe 3aroJjioBKa CTaTbU WK TeMbI PeK/IaMHOT0 00bsiB/ieHus. LIMHUKY MOTyT
3aMeTUTh, uTO Paite u TpayT CK/JIOHHBI HeOOLIEHUBAaTb BAa)XHOCTb CJIOB U
o0pa3oB ¥ TBOpPYECKOTO Hadajsa BoOOIlje, TMOTOMY UTO TBOpUecKas
COCTaBJISItOIIAs SIB/IIETCS C1a0bIM MECTOM B [JIeSITeTbHOCTU WX PeKJIaMHOTO
areHTCTBa. MoxeT ObITh, 3T0 U TaK. Ho, mamsiTysi 0 BblllieCKa3aHHOM, S BCe e
COBETYIO BaM MPOUYUTaTh UX KHUTY. OueHb XOPOIIYI0 KHUTY, CMEI0 3aMEeTUTb.

[Io BompoCy TOATOTOBKM Tpe3eHTalldii s peKoMeHAyl KHUTY boba
Boiinana «4Yro Bel xoTuTe ckasatb?» (Bob Boylan, What'sYourPoint?) u Bce,
yTO BaM yzaactcs HauTtu U3 PoHa Xodda (Ron Hoff). Ho B nmepByto ouepennp s
COBETYI0 BaM TIOCETUTh TIpe3eHTalui0, TPOBOAUMYIO MOUM OBIBIIUM
Haua/bHUKOM [Jukom BusnbcoHoMm. HekoTopble Beliji HEBO3MOXXHO OOBSICHUTH,



MX MOXKHO TOJIbKO yBHUZeTb. K pa3psily Takvx Belllell OTHOCUTCS U Mpe3eHTaLus
[Jvka BunbcoHa.

CBOIO T7IaBHYIO pEKOMEHJAlMI0 10 MapKeTUHTY B0OOIlle ¥ MapKeTHUHTY
yCJIyT, B 4YaCTHOCTH, 1 OCTaBW1 Harnocnefnok: Teopop JleBuTT, «MapkeTuHr u
BooOpakeHue» (Theodore Levitt, TheMarketinglmagination), oco6eHHO T/1aBbI
nATtas U wecrasd. Kaura JleBUTTa OKasaja OrpOMHOe B/WSIHME Ha TO, 4TO £
W3IOKWI B pas3fenax, TOCBSIIIEHHbIX  OTpUllaTeJibHOMY  OasnaHcy
B3aMMOOTHOLLIEHUN U BaXKHOCTH BUIMMbIX CUMBOJIOB Balllel yC/IyTH.

KoHeuHO ke, I/1aBHBIM YC/I0BHMEM YyCIlexa SIB/IIeTCSl OIbIT, HO TPOYTeHue
KHUT O UYy>KOM OIIbITe 3aHUMaeT J0CTOMHOe BTopoe MecTo. OnacHOCTb 00yueHust
TONBKO Ha COOCTBEHHOM OTbITe 3aK/IHOUAeTCs B TOM, UTO C/IMIIKOM YacTO MbI
JleflaeM BBIBOAbI HAa OCHOBAaHWM HEJOCTAaTOYHOW HH(OpPMALMM — CJIUILKOM
oOmrie BbIBOABI W3 C/AMIIKOM YaCTHBIX TIPUUMH. MBI TakXe CK/IOHHBI
TIPUITMCHIBATh yCIeX Hallled KOMIIaHWW BCeM MpeJlleCTBYIOLIer 3TOMY YCIexy
pabore — obbiuHas oumbka «Post hoc ergo prompter hoc» (pa3 3To ciayunaoch
TI0CJIe OTIpe/ie/IeHHOTO COOBITHS, 3HAUUT SIBJISIETCS €T0 CeAcTBUeM). M mo3Tomy
MBI TIPOZI0/DKaeM MOBTOPSTh JeUCTBHS, KOTOpPble IPUUUHSIOT BpeJ, HallleMy Jey.

B «JIoBylikax mpuHATBIX pelieHui» Pycco u Illymelikep pacCKa3bIBarOT
3a0aBHYI0 MCTOpUIO O uejiOBeKe, KOTOPbIM OOBSICHSIET, KaK OH BbIMTpaa B
noTepero. DTOT YesiOBeK BbIOpan HOMep, OKaHuuBaroluiicsi Ha 48. OH cka3ar,
yTO ObLT aDCOJIIOTHO YBEpeH, UTO BLIUTPLIIIHbIN HOMeD Oy/leT 3aKaHUMBaThCs Ha
48, IOTOMY UTO B TeueHUe CeMHU JIHel repe/] MOKYMNKoi Ouiera OH TIPOCKIMNAaICs,
AyMasi o uudpe «ceMb». «A ceMb pa3 Mo ceMb OyzieT COPOK BOCeMb, — CKasasl
oH. — [To3TOMY, ecTeCcTBeHHO, 51 BbIOpas 48!»

Bce nmroau BpeMsi OT BpeMeHU TOCTYIAKT Tak e, KaK 3TOT uejioBeK. Mbl
oOMaHbIBaeM camu ce0si. Mbl CBsI3bIBaeM CBOM yCIIeXH U HeyJjauu C MpUUMHaMU,
KOTOpble He OKa3aJi Ha pe3y/bTaT MOYTHM HUKAKOro BAUsHWA. B MapkeTuHre,
HarprMep, Mbl YaCTO CYMTaeM, YTO BbiODpaHHasi HAMM TaKTUKa Hey[auHa, MPOCTO
IIOTOMY, 4YTO OHAa He Jaja OXUJAeMOro pesyjbTaTa. l0oabl CIyCT MbI C
yauB/ieHMeM OOHapy)kKuBaeM, UTO 3Ta TaKTWKa IM0/efiCTBOBa/Ma, MPOCTO OHa
JleCTBOBaJia MeJlJIEHHO U KPY>KHbIMU Ty TSIMU.

[ToaToMy MoO#1 COBeT H000MY, KTO 3aHUMAaeTCss MapKeTHHTOM B YCJIOBUSIX
HOBOM 5KOHOMHKM: HayyuTeChb BCEMY, UeMy TOJbKO MOXKHO, Ha OCHOBaHUM
CBOETrO OIbITA U OIbITa JPYTUX JIFO[er. A 3TU KHUTU IOMOT'YT BaM B 3TOM.



Mou 0/1arofapHOCTH

«Hamucanve KHUTH TIOXOKe Ha pOXeHue pebeHka, — mmiieT [keimc
CaiimoH KyHeH B npeiMC/IOBUU K CBOEM KHUTe ,,3eM/ITHUYHOE 3asiBjieHue", — 1
TOT, W JIPyroil MpollecC TMPUHOCAT B MHUP UTO-TO HOBOe, U C 0OOMMHU He
obepelnbcsi  X710MOT». HamucaHwe 3TOM KHUTM Ha CaMOM jiefie 0Ka3asaocCh
noZioOHO poXkaeHUI0 pebeHKa, HO Ky/ia TIpUsiTHee, yeM ornucas 3To KyHeH: Kak u
MOHU [IeTH, 3Ta KHUT'a Ka)KeTCsl MHe UyZIOM.

[Toatomy s Grarogapto mMoero apyra Kmudda ['puHa, KoTOpbili, He Bepas
TOr0, CTa/Jl <BUHOBHMKOM» HAaIlMCAHUIO 3TOM KHWUTH, YTOBOPUB MEHS BBICTYITUTh
repe/i KOMUCCHeEN Mo CTpaTernyeCcKoMy IJlaHMpOBaHUIO0 Komranvy Temple Israel
B MuHHearo/mce;

Moro nozpyry Cero Kpomuk, KoTopas ciydaHO rnepeBepHy/ia CTPaHULLy, Ha
KOTOpOU s1 Hamucaa el JAJMHHYIO 3alucKy, OOHapyKuia Ha oOpaTHOW CTOpOHe
Oymaru TekcT peud, TipousHeceHHOit B Temple Israel (s skoHOMU Oymary,
UCTIONb3yss 00e CTOPOHBI), W HACTos/la Ha TOM, YTO 3TO JIO/DKHO OBbITh
o1y 6/IMKOBaHO;

penakTopa /I>xes HoBaka, KOTOpBIM, IIOC/€ yMeJIOTO pelaKTHPOBAaHUsL ee
Onnmucon Kamribesn, Harieyatasa MO pedb W TOC/IeAYIOIIUe CTaTbh B CBOEM
JKypHavJie;

IUTEpaTypHOro areHta OpuKa BpymaHa, KOTOpBIM OJHa)Kbl BeyepoM
HAaTKHYJICS Ha CTaTbIO B )XypHase [[)Kes, pelivsi, 4To 3TO MOXKeT CTaTb Hayajiom
XOpOLLIer KHWTH, Y TI03BOHWI MHE C TIpe/JIOKeHUeM «CKOMIIWIUPOBAaTh 3TO BCe
BOEJIUHO».

Mosi kHUra He cmorvia Obl TOSBUTHCS 0e3 DpuKa M ero pasHo0Opa3HbIX
TaJ/IaHTOB;

u3narenst Mena ITapkepa u3 Warner Books, KoTopbIli coracuics ¢ Tem, 4to
Y3 T0Ka3aHHOU eMy CTaTbh MOKHO CJie/laTb KHUTY, U MPUIOXKUI BCe YCUIUA K
TOMY, UYTOOBI 3TO MMPOU3OIILIO;

[>xonatoHa Jlasupa, Capy Henbcon Xantep, Cpro3u MoHKyp U [JeHuca
Kscca u3 arentcrBa Lazear Agency, KOTOpble OKas3ajyd MHe BbICOKOKJIACCHBIE
yCIIyTH;

aHresioB-xpaHutesneid u3 Warner Books: Illspon KpaccHu, ubsi Ternas
ynbIOKa T03BOJIs/la MHE UyBCTBOBATh Cebsi Kak /ioMa B MX OQuce BLICOKO Haf
ABeHto-Amepuk, a Takke [Dxuvmmu @Ppanko u [Ixeddpu Taiica, KoTOpbie
TIOBCIO/ly pacCKa3bIBa/kd O MOeM KHUIE;

MOHUX 3aMeuaTre/bHbIX yuuTesel: X3ppueT OBeHCOH, Opponaa /[ltoka,



Ixeiimca PobuHcoHa, PoHa PeGxonbiia, [I3Buga Kennenu, Yumbsima Kiiebima,
Iasuna Ilorrepa, I'opmona Paiita, Pob6epra XopHa u Iloma PobuHcona. A
Ha/ler0Cb, UTO MOMM [IeTsIM I10Be3eT He MeHbIlle;

Jpyrux MouXx BequkKux yuutesneit: /I>xoHa Makdu, Ilutepa [lpakepa,
Yuneama 3uHccepa, 3. b. Yaura, Teomopa JleButta, /I>koHa Twinimana, Kypra
Bonneryra-mnaauero, Ixedbdpu Mypa, [lutepa Cenre u Teomopa Ieiicesns,
KOTOpbIe Hay4YW/IU MeHs TMCaTb U USMEHU/IU MOU B3IVIs/Ibl HA )KU3Hb;

corpygHukoB CreHdopAckoro yHuBepcuTeTa Hauajsa 1970-x rozoB
(0coOGeHHO ero BeTMKOAYIITHOW TTPUEMHOM KOMHMCCHH), KOTOPble U3MEHU/T MO0
JKU3Hb;

MouXx Jpy3ed: YsiiHa U Moapu [laHkeptT, Onedrepuca u [KeiH
[Tamareopruy, Psugu Buka, Ilarru u Kapna Bebep, CruBa Kamnana, Toma
Kyniepa, I'spu u Kpuc Kosn, I'parra u Tpeni-cu Kyny, Huku Kymaca, Kapsa
Jlapcona, Katu Maaucos, /Ixoiic Orueto, Katu Bappett, Ctusa lllenxammepa u
K5t @umric, KoTopsle MoAAep>KUBaid MeHs U JOCTaB/I/IA MHe PaZJjoCTh;

MO0 BTOpYIO cembio: JDKyau u [Dxosmna Ystxosn, bapbapy Bunbcon u
I>xona JIsmmepca, bob6a Bunbcona, XeneH BunbcoH u [J)keiiH X3HHaH, TOTOMY
YTO TOMY, KTO C Y[ OBO/JIbCTBUEM MPOBOJUT BpeMsl CO CBOUMH POJCTBEHHUKaMU
CO CTOPOHBI JKEHBI, 1elCTBUTEILHO MOBE3JI0;

MO0 CeMblO: MaTb JJIIMC, ceCcTpy bekku v ee myxa [xuma Ilayssia, a
Takke Opara [IaBuza Meiicu-bekyura u ero >keHy CuH/U, KOTOpble KpuUdaiu
«ypa!», cMesIiCh, JIFoOUIM MeHs1, TIPOSIB/ISIN TeprieHre U B MpUauy TOTOBUIU
efly, OT KOTOpOM 3aphbizan 6u1 cam Ixetimc Beap;

Moux repoeB: KiariBa [I3Buca, gocronoureHHoro [Ixerimca M. bepHca u g-
pa 'appu bekyura-mnaziero;

MouX 3aMedaTesibHbIX ['appy, Yuiia, Koyna u Kynepa

Y MO0 eHy Cpro3aH. KHUTy rucasn s, HO BCe caMoe TPYAHOe BbIIajo Ha ee
JIOJIF0: el TIPUXOAW/IOCH JiaBaTb MHe COBEThI, YCIIOKauBaTb U TOAJep>KUBaTh
MeHs Ha 3TOM IyTH. B CBOel »XW3HM MHe MOCUYaCT/IMBU/IOCH BCTPETUTH UeThbIpe
TIpeKpacHbIX obpasitia [y ToApaXkaHWs, Ha MO0 [IO/IF0 BBINNAJ0 HeMaso
CUaCT/IMBBIX MrHOBeHWM. Cbi03aH OTHOCUTCSI K MepBbIM U Oblla BUHOBHHI[EH
HeMaJiol uaCTH BTOPBIX, U s OeckoHeuHOo OiarofapeH u e, u cyzabbe.
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