Hukorpa He TepauTe KaueHTa. MpeBpaTtute nwobdoro
noKynartess B NOXXU3HEHHOro KauveHTta 3a 100 pHen

ABTOp:
O>xoyn KoynmaH

Hukorgoa He TepsanTe KAneHTa. NpeBpaTtuTe Ntoboro NokynaTenss B NOXKM3HEHHOIO
KnneHTa 3a 100 gHen

O>xoyun KoynmaH

xoyn KoynmaH obyyaeT npeanpuHnMaTenen co BCEro Mmpa ToMy, Kak npespaTuTb
Pa30BOro rnoKynaTess B MOXKU3HEHHOro KnneHTa. OH yBepeH: 4Tobbl 4obnTbesA
NOSANIBHOCTU KJINEHTOB, HY>XKHO ONMPATbCA HE HA MapKeTUHI N YMeHMe 3akJ/to4aTb
COEJIKM, @ aKLLeHTUPOBaTb BHMMaHMe Ha 0bLEeHNN 1 B3aUMOAENCTBUN C KJINEHTaMIN B
TeyeHue MNEPBbIX 100 OHEW nocne nponaxu. Bo Bcex oTpacasx npuMepHo 20-70 %
HOBbIX KJINEHTOB MpekKpawaT COTPYAHNYECTBO C KOMMNaHnen B TedeHne 100 gHen,
MOTOMY 4YTO He MoJly4aloT AO0JIXKHOI0 BHMMAaHNA Ha paHHEM 3Tane agantauunn.
Onupasncb NoYTM Ha ABajLaTh JIeT KOHCY/IbTauun v BbICTynaeHun, KoyamaH
npeanaraeT cTpaTernm n CUCTeMbl gJ1si pocTa JI0ASIbHOCTU KJIMEHTOB. [TpuMeHunMble K
KoMnaHuaM 13 ntobon otpacam n nioboro macwTaba (Mo KoMYecTBy COTPYAHUKOB, MO
pa3sMepy goxona unam obuieMy Koam4ecTBy KJMEHTOB), €ro MeToAbl NOBbILWAT
npunbblb KOMNaHMM Ha 25-100 %. Ero noaxon K co3gaHuto 3arnoMmMHatloLWEerocs
KJIMEHTCKOro onbiTa TpebyeT MUHNUMaNbHbIX PUHAHCOBbLIX UHBECTULIMW N HaBEPHSKaA
MOHPABUTCA PYKOBOOUTENAM N COTPYOAHMKAM KOMMaHUN. OTa KHUra - obsazaTenbHoe
yTeHne onsg BrnagenbueB busHeca, reHepanbHbIX OUPEKTOPOB U MEHEO)KEPOB, a
Tak)Xe KOMaHA Npofa>k U MapKeTUHra, MeHen>kepoB MNo B3aMMoLeNCcTBUIO C
KJINeHTaMN N NpencTaBuTenen KINeHTCKNX CNy>K0, KOTopble NLLYT NPOoCTblie MeToabl
05 MOCTOAHHOIM0 COBEPLLIEHCTBOBaHUSA CTPYKTYpbl bu3sHeca, pocTa npubbiain u
yOoep>XXaHUs KJINeHTOB.

O>xoyun KoynmaH


https://tellnovel.com/ru/koulman_dzhoui/nikogda-ne-teryayte-klienta-prevratite-lyubogo-pokupatelya-v-pozhiznennogo-klienta-za-100-dney
https://tellnovel.com/ru/koulman_dzhoui

Hukorana He TepanTe knaneHTa. NpeBpaTuTe NtOOOro NokynaTenst B MOXXU3HEHHOI O
KnveHTa 3a 100 gHen

N3paTenbCTBO BbipakaeT 61arofapHOCTL 3a MOMOLULb B HAy4YHOM pedaKTUPOBaHNM
KHUIMN acnupaHTy Kadenpbl MapkeTuHra P3Y um. I'. B. NnexaHoBa Bagnmy Llumbaesy
N Maaglemy Hay4YHoOMy COTPYAHUKY Y4yebHo-Hay4YHon nabopaTopum
npodeccrnoHanbHOW NOAroTOBKN paboTHUKOB obpa3oBaTeNbHbIX opraHmn3aunn @600
P3Y um. I'. B. NnexaHoBa TaTbsHe 3UMHOBLEBO.

HaHHaa kHura NEVER LOSE A CUSTOMER AGAINE. Turn Any Sale into Lifelong Loyalty
in 100 Days nevyaTtaeTcs no cornaweHuto ¢ Portfolio/Penguin, nMmnpuHT Penguin
Random House LLC.

Bce npaBa 3awiunweHbl. HUKakKasa 4acTb 3TOW KHUIMM He MOXeT BblITb BOCNpon3BeeHa B
Kakon 6bl TO HK BbIS10 hopMe N Kakumm Bbl TO HM BbINO CpeacTBamMun, BKAOYaN
pa3sMelleHune B ceTu VIHTepHeT 1 B KOPNOpPaTUBHbLIX CETAX, @ Tak>Xe 3anncb B NaMATb
9BM Ond 4acTHOro nam nyb6an4yHoOro ncnosib3osaHus, 6e3 NMCbMEHHOro paspeLleHuns
BJlafeNbLia aBTOPCKMX Mpas.
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MpeancnoBmne K pycCKoMy U3aaHuto



JlosnbHOCTK [06MBAOTCA NCKPEHHOCThLIO. ..

Jleo bptoc

dopmMmpoBaHme NoANbHOCTU - 663yCJ'IOBHO, OO0Ha N3 CaMblX aKTYyaJlIbHbIX npo6neM
COBpEMEHHOI0 MapKeTunHra.

MHormne nccnenoBaHus NoKasbIBalOT, YTO CJINLLKOM 4acTO Mocsie NepBou NMoKYyMkKu
TOoBapa KAMeHTbl 6osblle He obpalaloTca K ycayraMm KoMmnaHmn. Mexxay Tem
yOep>XaHne NMeLNXCA KIMEHTOB - CaMblil BbICTPbIN U 3h(PEeKTUBHbLIA CNOCOO
yBeJIM4eHNa [oX040B 1 Npubbian upmbl. OToeNbHbIE 3Tanbl Ppa3BUTUS
B3aWMOOTHOLUEHUNIN C KJINEHTAMU U3y4asINCb N paHbLUe. HO CTOJIb KOMMJIeKCHOoe
nccneposaHme opmMmMpPoBaHMA NOSANBHOCTU KJIMEHTOB, OT 3Tana OLEeHKN
npennoXXeHUn KoMnaHum 4o 3Tana, Ha KOTOPOM KJINEHT CTAHOBUTCS ropayvmm
MOKJIOHHUKOM, aKTUBHO PEeKOMEeHAYIWNM ee APpYrnM NoTeHUNaIbHbIM KJIMEHTaM,
npakTU4eckn Bnepsble NnpeacTaBaeHo B paboTte xoym KoynmaHa «Hukorpa He
TepanTe KNneHTa. MNpespaTuTe NOOro NnokynaTens B NOXXN3HEHHOro kKaMeHTa 3a 100
OHEen».

MpakTuka Noka3biBaeT, YTO NPOBO3rJallaeMble KIIMEHTOOPMEHTUPOBAHHOCTL U
3ab60Ta 0 K/IMeHTax akKTUBHO PEeannN3yloTCSH MHOMMMM OpPraHM3auns My N1Llb Ha 3Tane
npogax. Mpwu 3ToM Npun pacnpeneneHn pecypcoB ABHbIA MPUOPUTET NMEIOT
onepaumn No COBEpPLUEHMNIO NPOAAXKM, MO CPABHEHMIO C MOCTNPOAAXKHBIMU YCUINSMM.
Mo03TOMY 0O4€Hb YaCTO OTTOK KJIMEHTOB SIBNSETCA CNefCTBMEM HECOrlaCOBaHHOCTM
AeATeNbHOCTM OTAENI0B NpoAaXk 1 Ciy>X6 nocnenpoa>Horo o6cny>XxmBaHus.

ABTOp hopmynupyeT n noapobHO paccMaTpmBaET NOHATUE «KJIMEHTCKUN OMbIT»,
KOTOPbIAN NPU AOCTUXXEHUWN yCnexa ero co3faHusa aBaseTcss OCHOBOM NOCTPOEHMUSA
[O0NITOCPOYHBbIX OTHOLUEHUN C KJIMEeHTaMn U POPMUPOBAHUSA UX NO0SAILHOCTU. bonee
TOro, B yCJZIOBMAX NOCTOAHHO HapacTalowen KOHKYPEeHLNN Co34aTb 3aNOMUHAOLWLNACSA
MO3UTUBHbLIN KJIMEHTCKUIN ONbIT - 3TO OAMH U3 CaMbIX 3PPEKTUBHBLIX U, YHTO BaHO,
NpakTU4YeCcKn HEBOCNPON3BOAUMBIX, CNOCOBOB AnddepeHumaLnm KoMmnaHun.
CornacHo U3BeCTHOMY MOJIOXKEHMIO MapKeTUHIra «He Tak BaXXHO BbITb Ny4yLInM (Bac
MOryT NMPEeB30NTU ApYyrue), Kak dblTb NCKIOYNTESNIbHBIM U € QUHCTBEHHbIM». YCNeLHbIN
KJIMEHTCKNIA ONbIT M NMo3BoJseT fobuTbCA 3TOro B rjlasax Ballero KJineHTa.

OCHOBHOW NENTMOTUB KHUIN - Ha BCEX 3Tanax KOMMYHUKaUN " B3aMMOOencTBus C
KINEeHTOM HeobxoamMo 6biTb HaLeNneHHbIM Ha TO, YTOObl KJIMEHT He TOJIbKO CTan



NOANIbHBIM, HO U CTaBUTb Liesib, 4OOMBaTLCS, YTOObLI HOBbIE MOKYyMNaTeNM Nepexonmnsin B
PaHr BaLLUNX MOXXMU3HEHHbIX KNMEHTOB. [)Xoyn KoynMaH BbigensieT Ba)KHenwme
HanpaBAeHNs Noncka 3PPEKTUBHbIX PeLlEHMA Mo POPMUPOBAHNIO BLICOKOW CTEMEHM
NOSANIBHOCTU KJIMEHTOB Ka)X 0 KOMMaHUW. 3TO N03BOJIIET COCTaBUTb NOAPOOHbLIN,
No3TanHbIN NnaH GOPMUPOBAHNA SPPEKTUBHbBIX B3aUMOOTHOLLEHUN C KJIMEHTAMMN.
MpuYeM C NepBbIX XKe LWaros HeobxoaMMa CHOKYCMPOBaHHAS HALLeNEeHHOCTb Ha
NOANbHOro KaneHTa. C camoro Havajsa KOMNaHUN Ba)XHO MOMHUTb U3BECTHbIN
NnocTyslaT 0 TOM, YTO «y BacC He ByaeT BTOPOro ciy4yasi Npou3BecTu rnepeoe
BRe4YaT/ieHne». Ha Ka)x4oM 13 BOCbMW BbleNse€MbIX aBTOPOM 3TanoB hOpMMPOBAHMS
NOSANIbHOCTU pacCMaTPUBAOTCSH 0COBEHHOCTM NCMOJIb30BaHNS OTAENbHbIX
NHCTPYMEHTOB KOMMYHUKAaLMA: Nn4Hoe obLieHne, SNeKTPOHHAA U TpaauLMOHHAS
noyTa, TenedoH 1 Ap., A4 Havyala U Pa3sBUTUA NO3UTUBHOIO B3aMMOLENCTBUS.

O4yeHb Ba)KHO AOBECTU KJIMEHTA A0 dTana NPUBEP)XXEHHOCTN, KOr4a OH roTOB B3ATb Ha
cebs 0OTBETCTBEHHOCTb 3@ B3aMMOOTHOLLUEHMSA C KOMMaHWERN, YTO Bblpa>kaeTCs B ero
FOTOBHOCTU 06CYy>XAaTb pa3/InYHbIE aCNeKTbl Yy4lleHNs COTPYAHNYECTBa,
noaennTbCa CBOMMU COBeTaMu 1 T. M. ABTOp npeasiaraeT paccMaTpuBaTb BECb
apceHasn popMMpPoBaHNA NO3SUTUBHOIO KJIMEHTCKOIO OMNbITa C Y4€TOM 0COBEHHOCTEN
Ka)X[oro 3Tana, npyM 3TOM OTMeYaeT, 4TO He 06s13aTeNbHO UCMNO0JIb30BaThb BCE 3TU
WHCTPYMEHTbI, @ HeobXxoOnMo CcTapaTbCs KaXkabl pa3 BblbnpaTb 60s1ee 3hHeKTUBHbLIN
N3 HUX.

I>xoyn KoynmMaH obpallaeT BHUMMaHMeE Ha Heob6X0AMMOCTb BKJIOYaTb B chepy
NOCTOSAHHOIr 0 BHUMaHUSA He TONIbKO 06 BbEKTUBHbIE, HO U CyObeKTUBHbIE MOTPEOHOCTH
KNMeHToB. OTMeYaeT Ba)KHOCTb Hala)XMBaHUSA NO3UTUBHbLIX CBSA3EN Ha JINYHOM U
3MOLIMOHAIbHOM YPOBHSX, KOTOPbIM [I0J/1)KHa OTBOAUTLCA ocobast posib.

B KHMre NpMBOANTCS MHOIMO MHTEPECHbLIX U NOYYMTENbHbIX NPUMeEPOoB 3OPEKTUBHON
PaboTbl pa3INYHbIX PUPM N0 POPMUPOBAHNIO KIIMEHTCKOWN NOSISILHOCTU. DTO NpUMepbI
N3 yCNEeLWHOoW NPaKTUKN CaMblX Pa3HbIX KOMMaHWIA, WINIOCTPUPYHOLLINE ero
npeanoXXeHus, a TakXKe aBTop AaeT npenesibHO NPAaKTUYHbIE COBEThHI A1 YuTaTenen.

B KOHLe rnaB, packpbliBaloLWMX 0COBEHHOCTU KaXK40oro n3 3TanoB hopMrUpoBaHus
NOSINBHOCTK, YNTATENSM NpensiaratoTcs 3a4aHns No NPUMEHEHUIO U3N0XXEHHbIX NN
Ha NpakTuKe c 0b6sa3aTeNbHbIM BbIDOPOM ONepaTUBHbIX PeLleHUA, HaLeNEeHHbIX Ha To,
4TObbI 106MTLCA «ObICTPLIX Moben». OTMevyaeTCcs, YTO ANA OOCTUXKEHUS ycrexa B
paboTe HeobxoaMMO pyKOBOACTBOBATLCSA MPUHLNMNOM «pelwaTbk Npobnemy oo Toro,
KaK KJIMeHT obpaTnacs K BaM 3a NOMOLLbHO».



KHura «<Hmnkorga He Tepsante kKnveHTa. lNpespaTute noboro nokynaTens B
NOXXU3HEHHOro KAneHTa 3a 100 gHen» BypeT nonesHa CTygeHTaM 1 npenogasaTensam
Bn3HeCc-oUCUNNINH, a TakXXe npeacTtaBuTenamM brusHeca, xenawLwmMM NOBbICUTb
3(pPeKTUBHOCTb paboTbl KOMNAHUN.

Banepunnn HUKNLWLKWH,

3aBegyowmnnm Y4ebHo-Hay4yHoW nabopaTopumen npodhecCnoHaibHON NOArOTOBKMN
paboTHMKOB obpa3oBaTenbHbIX opraHusaunn ®600,

0-Pp 9KOH. HayK, npodeccop Kadenpbl MapkeTuHra Py
um. . B. NMnexaHoBsa, 4YneH-koppecnoHaeHT PAE,

MOYEeTHbIN YJieH Tnbaoun MapKeTOJI0Iros

Book-kit

NMpocnaBieHHbIN CnKep N B3HeC-KOHCYNbTaHT, obnagaTesib MHOXKECTBa Harpag,
I>xoyn KoynmaH npepnaraeTt Teoputo n metogonoruto, obecnevmsatowme
3HAYMTESIbHbIA POCT yOEep>XaHUS KJIMEHTOB U B uTore - obwen npubbisiv KomnaHuu.
OH BblaenseT BOCEeMb SMOLMOHAJIbHbIX 3TAMoB, Yepe3 KOTopble KJINEHT NPOXOAuT B
TevyeHue 100 gHen nocne Nokynku, byab To CMOHTaHHasa Nokynka B Starbucks nau
TwaTesbHO obagyMaHHoe npuobpeTeHmne nepsoro goma. Ecav Bbl NOHMMaeTe 1
npepyranbliBaeTe YyBCTBa KJIMEHTOB, TO C NOMOLLbIO onpenesieHHbIX MHCTPYMEHTOB -
nnyHoe obuieHne, aNeKTPoOHHaa no4vTa, TenedoH, TpaauumoHHasa noyTa, BMAeO 1
NoAAapKKN - CMOXXeTe 3aKpennTb AJINTENbHbIE U LLleHHble OTHOLLUEeHUS.

MpuHUMnbl KoysIMaHa onvpatTca Ha HafeXXHble NCCefoBaHUsS N MPUMeEpPbI, KOTopble
JEeMOHCTPUPYIOT, KaK Syydllne KOMNaHUM M1Upa co34al0T YANBUTESNbHbBIN KJIMEHTCKUN
OMbIT Ha Ka)X0M 3Tare COTPYAHMNYECTBA C KJIMEHTOM.

Ha aTane akkAMMaTu3aunm KJINEHTbl HY)KAAlTCH B BalleM BOANTENLCTBE, YTOObI Bbl
TepnenmBo 06BbACHANN, KaK NCMOJIb30BaTb Ball NPOAYKT UM yCAyry. 3a4acTyl OHU
CTECHSAITCS NMPMU3HATbLCS B TOM, YTO COBEpPLUEHHO COUTLI C TOJIKY. Bo3bMeM, K
npuMmepy, KaHanckoro paspaboTynka nporpammHoro npoaykta PolicyMedical n ero



3aQ1la4y - MOMOYb MoJsib3oBaTeNsiM 6e3 TexHUn4Yeckoro obpasoBaHUSA MPONTU CIIOXKHbIN
NpoL,EecC YCTAaHOBKM U BHEAPEHUS NporpamMmMbl. MHOroYnceHHble Tabauubl
PYKOBOACTBA MO MPOEKTY KOMMNAaHUA NpeBpaTu/ia B yBJIeKaTEesbHbIA NMa3f, pparMeHThbl
KOTOPOro KJMEHTbI MOryT cobupaTb, NpeoaosieBas KaXkabliA 3Tan npoLecca.

Ha 3Tane npuBep>XeHHOCTU KJINEHTbI NOMaAatoT B BbICLUWNA SLWIENO0H, B rpynny
n30bpaHHbIX, C NYBANYHBIM U TINYHBIM NpU3HaHMeM. K npuMepy, Nogapok 1 4ieHcKas
KapTa 415 0CobbiX KNMEHTOB KOMMaHUM Sephora (nn4yHoe NpusHaHne) nnan
3KCKJ1l03MBHasA noMaga TONbKO ANs vip-kateropumn (ang nyban4yHom oeMoHCTpaunmn)
noovYepKnUBalOT NX YHUKAJIbHbIE NpenmMyLlLecTBa.

Ha nocnenHem 3Tane, aTane peKkoMeHJauunm, npefaHHble KJINEHTbI U ropsayune
MOKJIOHHUKN C pafoCTbio AAlOT BaM BOCTOPXKEHHbIE 0T3bIBbl. UME@HHO Tak
MastermindTalks (koMnaHMsa, KOTopas NPOBOAUT 3JINTHbIE MEPONPUATUS ANA
npeanpuHMMaTenen) pacnpogaeT buneTbl Ha CBOU KOH(MEPEHUNN ro4 3a roaoM - HN
KOMNenKn He TpaTsa Ha MapKeTUHr. YAuUBASAsA npefaHHbIX haHaToB NOTPACaloWmMn
boHycaMu (Kak BaM NOJIHOCTbIO ornJia4eHHoe cacapun?!), OHN rapaHTUpyloT
bnecTawme pekomeHgaumm oT cBoero coobuiecTsa.

NMpoBepeHHasa Ha TakKUX N3BECTHbIX KNneHTax, Kak Hyatt Hotels, Zappos n NASA, a
TaK)XXe CeMEeNHbIX KOMMaHUAX U MHAWBUAYAIbHbIX NpeanpuHUMaTenaX Co BCEero Mupa,
cucTeMa yaep>XaHusa KnmeHTtos KoysiMaHa NPUHOCUT yAUBUTESIbHbIE pe3ysibTaThl B
hecAaTkax oTpacnen. Ero nogxon K Co3gaHuo 3arnoMMHaOLWLErocs KJIMEHTCKOrro onbITa
TpebyeT MUHUMaNbHbIX (PUHAHCOBbLIX MHBECTULMN U HAaBEPHSAKA MOHPaBUTCSH
BNnagesbLaMm, COTpygHUKam n bpeHa-KkoMaHOaMm.

O KHure

TaK Kak 3Ta KHMUra o0 TOM, Kak Co34aBaTb He3abbiBaeMbI OMbIT OJ19 KIMEHTOB, MHe 6bl
XOTeNoCb AaTb BaM BO3MOXHOCTb NepeXXmnTtb cammm becnpenueneHTHbIA OnbIT BO
BpeMsa 4YTeHusd. 3angnte Ha www.JoeyColeman.com/ExperienceTheBook
(http://www.joeycoleman.com/ExperienceTheBook), 3apernctpupyntech (becnnatHo)
N NoJay4ynTe [OoCTyN K YHUKasbHOMY (U, HafeCb, MHTepecHoMmy) cnocoby oboraTtuTb
onbIT YTeHus. YTobbl B NOSIHOWM Mepe HaCclagnTbCA KHUMOM N N3BJ1I€Yb N3 Hee
MaKCUMalbHYO NOJb3y, 3aperncTpupynTech NPSAMO cendac - Npexae 4em YmtaTb
Aanbwe. MHe 6bl He XO0TenocCb, 4TobbI Bbl YNYCTUIN YTO-TO U3 TEX 3aMeYaTesbHbIX



KOHLENUMn n MeTo[loB, KOTOPble U3MEHSAT BacC W Balle npeacTaB/ieHne 0 BeAeHUN
bu3Heca No Mepe YTEHUS 3TON KHUrun!

(naBa nepsas

NMncbmo oT aBTopa: byayuiee 6musHeca - ato H2H

HOoporon yntatens! Cnacmbo, 4TO Bbl Kynuam 3Ty KHUry! ian Belbpann ee n
MPOYNTanM NEPBYIO rNaBy B MarasnHe, - MOBEPbTE, BaM CTOUT COIKOHOMUTb BPEMS U
KYNUTb €e, He pa3ayMbiBas, TakK Kak S rapaHTUPYIO CTOMNPOLLEHTHbI BO3BpaT AEHer B
C/lyqae Ballero pa3o4apoBaHus, Tak 4TO BaM He crefyeT nepexxmeaTb!

MNopa 3abbiTb 0 B2B (busHec ansa 6usHeca) n B2C (busHec gna notpebutens);
oyayuiee 6musHeca - H2H™ (4enosek ans 4yenoseka)[l - Mown apyr bpanaH Kpamep
Hanucan 3aMmedaTesibHyto KHUry o6 atom - «<Human to Human: H2H», koTopyto
HacTOATENIbHO PEKOMEHAYIO BaM NovYuTaThb.].

Kak TONIbKO Ntoaun CAbIlaT O HOBbIX MeTodax BeaeHnsa busHeca, OHM MTHOBEHHO
npnoymMmbiBalOT OTFrOBOPKU - nMo4emMy MM 3TO HE NOAXOOUNT.

«$ HUKOr 4a He CMOry NMPMMEHATb 3TO B CBoeM BM3Hece, NOTOMY 4TO [BnnwnTe
MPUYNHY]».

«3amMeyaTesibHO - B TEOPUN, HO Ha MPaKTUKE HMKOraa He cpaboTaeT».

«Mo>XKeT, y HUX 1 NoJly4aeTCs, HO y NPOCTbIX JIl0AEN - HAKOrA4a. 3TO HEPEeasINCTUYHO».

Mo>xanyncTa, coenante o4oJ/KeHue... He HauynHanmTe YynTtaTb 3TY KHUTY C NOAO06HbIM
OTHOLWeHnem!

dunocodpuna, MeTonosI0rMa N NPoLecchl, KOTopble A NpeaJjiarat, pagnkaabHO
n3MmeHmnnu n B2B-, n B2C-6usHeckl. [NpuMepsl, NpnBeaeHHbIE 30eCb, BAapbUPYHOTCS MO
MacwTabaM n KaTeropmam NpoaykKTa. 3TOT NOAX0A AOKa3asa CBOK 3PP EKTUBHOCTL B
MaJioM, CpeaHeEM 1 KpynHoM BusHece. NMpakTnyeckn ntobon Tmn npoaykTa n/mnn
YyCNYrn, KaKOW MOXXHO NpencTaBnTb (MeXxayHapoaHasa N BHYTPEHHAS TOProsis;



HebonbLine, cpeaHue n obwnpHble KNMeHTckue 6a3bl; goporve n 61oa>KeTHbie
TOBapbl) NpoLlesn 4yepes 3TOT npouecc.

Npen n3 3Ton KHUrM - He Mou TeopeTudeckmne n3bliCKN. OHM ONUPAIOTCH Ha peasbHbIN
ONbIT - MO COBCTBEHHbIA N TEX KOMMAHUN, C KOTOPbLIMU 51 COTPYAHMYa0 nocnegHmne
nBaguaTtb neT. Cpegn HUX BpeHabl C MUPOBLIM MMEHEM, TakKne Kak Zappos, Deloitte,
Hyatt Hotels, NASA, a Takxe BceMmupHbi 6aHK, n HebonbLine, MeCTHble, CeMelnHble

PUpMbI.

B0O3MO>XHO, Bac 3ab0TUT pa3mep Ballen KOMMaHUM U CMOXXeTe SN Bbl BHEAPUTb 3TU
noeun. He nepexusBanTte - cMoxxeTe. BO3MOXHO, Bbl 3a4yMaiUCb: «A eC/iv B MOEeN
pupmMe BCero ABa COTpyaHUKa?» MeTonbl, NpensioXXeHHble B 3TON KHUre,
3(pheKTMBHbI Jake B 3TOM CJlyHae. «A eCcqim B MOen KoMNaHum bosblue NnaTucoT
COTPYOHUKOB?>» Bbl TOXKE CMOXeTe NMPUMEHUTb 3TU UHCTPYMEHTHI.

MprMepbl KENCOB - MO KOJIMYECTBY COTPYAHUKOB

Mo cyTun, 9 BKAOYUI KEUCbI KOMMaHNN, KOTOPbIE BapbUPYOTCA NO pa3Mepy oT 04HOro
coTpyaHuka go 340 000 n 6onee!

Bo3M0O>XHO, Bac 6ecnokonT, CMOXXKeTe /11 Bbl MO3BONINTL cebe BHeApUTb CTpaTernm um
WHCTPYMEHTbI, MpPeaAcTaB/IeHHbIE B 3TOW KHUre. 1 BHOBb MO3BOJIbTE paccesThb BalUun
CTpaxu, NOTOMY 4YTO BCE 3TO BaM Mo nnevy. Ecnm rogoson goxon Bawero busHeca
MeHbLe $100 000, Bbl MOXKeTe Mo3BOJINTL cebe MHCTPYMEHTbI, ONMUCAHHbIE B 3TON
KHUre. Ecnun Baw 6u3sHec NpnHOCUT Munanapabl 40NJapoB, Bbl 6onee yem B
COCTOSIHUM NCMNOJIb30BaTb UX. A BKJOYNIT KEUCbI KOMIMAaHUN, Yen ro40BON 40XO0L
cocTansaeT oT $50 000 po $220 mapa v 6onbLue.

MpopaeTe Nn Bbl MPOAYKTbI, YCYFU AN U TO U APYroe, B 3TON KHUIe HangyTCs
npuMepbl ons Bac. PaboTtaeTte nm Bbl B CoegnHeHHbIX LLITaTax nnn segere
MeXXOYyHapOoAHYI0 TOProBJito, B 3TON KHUre HanZyTCcs NpuMepbl Ans Bac. 3aHMMaeTecCh
NN Bbl OHNANH-6M3HECOM, M y Bac TPaAULMOHHbBIN BU3HEeC, nan coyeTaHne TOro u



APYroro, B 3TOM KHUre Bbl HangeTe npumepsbl ang cebs.

Mos MbIC/Ib NpeaenbHO NpocTa: Aa, 3To paboTaeT, 1 ga, 3To NnpumMeHnmo K BALLIEMY
busHecy.

MpuMepbl KENCOB - N0 AOX04aM

OanH n3 camblx 6onbLIKMX MNGOB B B3Hece - NnpegnosiaraemMas pasHuua Mexay
KoHuenunamm B2B 1 B2C. 1 NnoCTosHHO nosayYato NogobHble KOMMEHTapun:

«[1>Koyun, MHe NoHpaBuJCAa Baw npuMep, Ho 3To e ana B2C. Y Bac ecTb npumep ons
B2B?» nnun «>xoyu, Bbl pacckasbiBananm o paboTe KpynHon B2B-komnaHun. Mbl -
Hebonbwaa B2C-pumpma, 4TO Bbl HAM NOpekoMeHayeTe?»

3T BONPOCHLI MPOANKTOBaHbI Yy6EXXAEHHOCTbLIO B TOM, YTO CYLLECTBYET OrpOMHas
pa3Hnua Mexay ABYyMSA TUNaMU KIMEHTOB (NoTpebuntenaMmm - KoMNnaHUaMun v
noTpebutenamm - pusnyeckMmu nmuamm). Ho 3To He Tak.

XoTsa pasnmyunga mexay B2C- n B2B-onepaumnsamun, 6e3ycnoBHoO, €CTb, OHU He Tak
3HaYUTENbHbI, Kak NpeacTasnseT cebe 60NbWNHCTBO. Bce BusHechl No CyTn CBOEN
OAWHAKOBble, MOTOMY 4YTO BCE OHU CBOAATCSA K 00U EeHUIO Mexay noabMu. MHe
HPaBUTCA ONMMUPATbCA Ha MPUHLUKN «4enoBek ansa vyenoseka» (H2H), notomy 4yTo
MMEHHO 3TO CaMoe rJaBHoe.

Ecnn npeactaBnTb TUNnU4Hble B2C-ycnoBus, TO Mbl NpoAaeM O4HOMY MOKynaTesto, 1
Halle BHMMaHMe HanpaBJieHO Ha 3Toro nHamemnga. bes H2H-nogxona Mbl HE CMOXKEM
y4eCTb BCEX OCTalsIbHbIX /II0AEN, KOTOPbIe B3aMMOAENCTBYOT C KYMNJEHHbIM TOBApPOM.
MpeacTtaBbTe MOKYNaTENSA-MYXUMNHY, KOTOPLIN Nprnobpen HoBYyO pyballKky. Mol
3abbiBaeM 0 ero geByuwike, KoTopasd 06s3aTesIbHO OLUEHUT, KakK OH BbIFrNSAUT B 3TON
pybaluke; o ero cocene no odLWEXNTUIO, KOTOPLIN NO3auMCTBYET pyballuKky; o ero
poOANTENSAX, KOTOPbIE CKaXKyT, YTO UX CbIH «BbIFISANT CTULHO» B 3TON pyballke, n
T. O.



HanpoTus, korga mel gfymaem o H2H-s3anmMonenctsum B B2B-ycnoBusx, npuxoanTcs
MPU3HaTb, YTO Ka)Kabl BU3HeC npeacTaBnseT cobon opraHmM3aumio, COCTOSALLYO U3
noneun, N, cnefoBaTesibHO, Ball NPOAYKT UM yCayra B3auMoaoencTesyeT C I0AbMN -
npu4em ¢ 60sbLWMM KONNYECTBOM Ntoaen. YenoBek, KOTOPbIA NPUHAI peLlleHne o
NMoKynkKe, BeposATHO, byneT He eAUHCTBEHHbIM, KTO BOCMNOJ1b3yeTCsa BawnM
npoAyKToM. Bo3Mo)xHO, oH BoobLie He byneT nm nonb3osaTtbcsa. CornacHo H2H-
noaxony, Mbl OOJIKHbI y4eCTb BCeX JIIoAeN, KOTOpble He Y4acTBYIOT B NOKYIMKe, HO
OyayT NONb30BaTbCs 3TUM NPOAYKTOM, @ TaK)XXe OrpaHUYeHNs, KOTopble BbIHYXAEH
cobnogaTh TOT, KTO NPUHMMAET peLlleHne o0 NoKyrnke.

Mpu H2H-MbIWAEHUN Mbl Y4UTbLIBAEM BCEX, KTO B3aUMOLENCTBYET C NPOAYKTOM U
nonb3yeTcs uMm. Korga nepexogub Ha H2H-MblwineHne, obHapyxuBaeLlb HeManoe
CX04CTBO Mexxay cobon n ceouM kimeHToM[2 - Koro 6bl Bbl HU 06CnyxuBann -
KJINEHTOB, NaLNeHTOB, y4allnxcs, CTYAEHTOB, NoJib30BaTeNlen unu gpyrme Kkateropuu
HacesieHNs - BCe OHW Ntoan. B 3ToM KHUre A Yalle BCero Ncrnosib3yto CJI0BO
«KJZINEHTbI», 04HAKO MNYCTb 3TO HE CMYyLLaeT BacC: BCE NHCTPYMEHTbI U MPUHUUNbI
NMPUMEHNMbI K BalleMy KOHKPeTHOMY cy4dato. Ecnnm Bbl NnpofdaeTe npoaykKuuo Nloaam
nnn obcny>xmpaeTe ngen, 3Ta METOA0/1I0MMA NOAXOAUT UMEHHO BaM.].
CnepoBaTeslbHO, MOXKHO B35Tb TO, YTO Mbl 3HAaeM O YeJsioBeYeCKOM nNpupoae, N BHeCTH
3T0 B busHec.

Y106bI 60NbLUE HUKOrOa He TEepAaATb KJIMEHTOB, HY>KHO TOYHO 3HATb, Ha KaKOM 3Tarle
SMOLMNOHaNBbHOIO NyT"M OHNM HaxXoaATCA (kem 6bl OHU HK BbINN).

Ecnuv TOYHO 3HaTb X HYXXAbl 1 Npob6sieMbl, Bbl HE YNYCTUTE BO3MOXXHOCTb U36aBnTb
NX OT CTepusibHbIX B2B-ycnosunn nnm ogHobokux B2C-ycnosuin n npennoxmntb 6onee
CO3BYYHbl€ NX 3MOLMNOHaNIbHOMY COCTOAHUIO H2H-ycnosus.

B cnenywowmnin pas, korga 3aMeTuTe, 4To MbicanTe noHaTuamm B2B n B2C, HanoMHuTe
cebe, 4TO Bbl NpoAaeTe NPOAYKT NOASM U NONb30BaTbCA UM ByayT Toxe ntogn. Ecnn
BCerga rnoMHUTb 06 3TOM, Bbl OpraHu3yeTe Ass8 CBOUX KJIMEHTOB MUAeasibHbIN nNpouecc
N KaXX40ro U3 HUX NpeBpaTmuTe B NOXXKU3HEHHOr0 NpuBep>XeHL.a Balwero rnpoaykTa,
He3aBUCUMO OT XapakTepa busHeca n oTpacan.

B oByXx cnoBax, BaM bonblie HMKOrga He npuaeTca TepaTb KINEHTOB. HekoTopble
CHNTAKOT 3TOT NMpuHUWMM - nobon bnsHec KacaeTcs OTHOLUEHUN Mexxay noabmMunm -
npoTuBOpeYMBbLIM. He BCe corslacHbl C 3TUM NoaxoaoMm. 1 B 3TOM HET HUYero
CTpalluHOoro.



Ecnn Bbl He cornacHbl C NOA06HBLIM YTBEPXKAEHNEM, PEKOMEHAYIO MONOXKNTb KHUTY
obpaTHO, a eCNu Bbl y>Ke KYMUan ee, HanuwmnTe MHe 3JIEKTPOHHOE NUCbMO, U S BEPHY
BaM BCIO CYMMY, KOTOPYIO Bbl 3aN1aTUIN 33 KHUTY.

dunnocodunsa, 0 KOTOPOM S pacCKaxky B 3TON KHUMe, ONMpaeTcs Ha 3Ty KOHLENUUIo
«4yesloBeK OJ1s 4YesiloBeKa», a eCc/in OHa BaM 4YyXX[a, He TpaTbTe BpeMs Ha YTeHune. Yto
KaCaeTCs BO3BpaTa NOTPaYeHHbIX OEHEer - 1 He WyYy. Hannmwnte MHe Ha
RefundFromjoey@JoeyColeman.com (mailto:%20RefundFromjoey@JoeyColeman.com),
N A BepHYy BaM AeHbrun[3 - KOpncTbl Nnpocnanm meHsa 0obaBnTb, 4TO BaM NpuaeTcs
npenocTaBuUTb A0Ka3aTeNbCTBO NOKYMKKU (Y4eK), nepen TeM KaK NONYy4nUTb
BO3MeLlleHwune.].

BOT Kak Cepbe3HO st OTHOLLYCb K 3TOMY noaxoay. 9 Hanucasn 3Ty KHUTYy, MOTOMY YTO
NCKPEHHe Bepto, 4TO 3adaYa 6M3Heca B KOHEYHOM MUTOore - pewaTb NpobsiemMbl 1
noMoraTb NtoAsiM. Bbl He 06513aHbl COrnawaTbCa CO MHOW, HO, €C/N Bbl
npuaepXmnBaeTecb MHbIX B3rNA40B, 3Ta KHUra BPAL /I MOMOXKET BaM, U MHe Jlerye
BO3MECTUTb BalLM pacxofbl, YeM BblAep>XaTb Balle pa3ovyapoBaHue.

NTak, npuctynnm!

O>xoyu

P.S. ECnn y BaC BO3HUKHYT BOMPOCHI, UM Bbl 3aXOTUTE OCTaBUTb KOMMEHTapuUn, nnu
MPOCTO pacCKa3aTb, Kak Bbl bygeTe BHeAPSATb peKOMeHAyeMble MeToAbl, 4TObbI
HUKorga 6onblue He TepATb KJIMEHTOB, HaNMWNTe MHe Ha JoeyC@JoeyColeman.com
(mailto:JoeyC@JoeyColeman.com)

C HeTepreHneMm XAy Ballnx nucem!

[(naBa BTOpas



Ecnm ctoMaTo10r 3T0 MOXKET, YeM Bbl XyXe?

HaokyCcmB cupeHeBylo JTaKpPU4YHY0 KOHpeTKy SweeTART®, 9 no4yBCTBOBa
HeBblHOCUMYIO 6011b BO pPTY.

BmMecTo yOOBONBCTBUSA OT C/AfKOro, ¢ He6obLWOWN KUCIMHKOW BKYCa, KOTOPOro A
oXxupgasn, nocsblWwancsa XpycT, N A C Y)>KaCOM 0CO3Hasl, 4TO Y MeHs caiomancs 3y6.
OCKOJIKM HanoJIHNAW POT, 1 60J1b NPOH3UIa AECHbl, MTHOBEHHO HAaNOMHNB MHE MOW
nocsiegHNn KaTacTporuieckmnin noxon K CToMaTosory.

To eCTb, HECMOTPS Ha YyOoBULLHYIO 60nb, MepBas MbiC/b 6bls1a He 0 Heln. A 06 ogHOM
N3 CaMbIX XYTKUX CTPax0B MOEN XMN3HWN: O TOM, 4TO NPUAETCHA CHOBa NATU K
CcTOMaToN0ory. A MOTOM S BOAPYr BCMOMHWII: «Y MEHS XKe HET CTOMaTOoJlora».

Korpa s nepeexan n3 BawmnHrToHa, okpyr Konymbus, B leHBep HECKOJIbKO MecsLLeB
Ha3an, S He yOOCYXWUJICA HaWTM HOBOro ctoMaTtosiora. U HeyameuTenbHO, NOTOMY 4TO,
Kak 6bonbwnHcTeo ntogen, 4 HEHAB)KY XOONTb K CTOMATONOIY!

K cyacTbio, 61m3knin gpyr nopekoMmeHnosan goktopa Katm MakkaHH n3 Aurora Modern
Dentistry n obewan, 4To oHa no3aboTntcs 060 MHe, KaK HUKTO OPYron.

B y>xace oT Hensbe>xHoro rnoxoaa K CTOMaToJI0ry, 1 HEXOTHA MO3BOHWA B Aurora
Modern Dentistry. MeHa yanBuno, Korga Marknim, 3aboTnBbIA roaoC cekpeTaps
oteeTun 6e3 npomenneHunn. 4, kak cmor, o6bacHKUN Npobnemy, Ha 4TO OHa OTBETWUa:
«J1>KOyun, BaC HY>KHO OCMOTPETb KakK MOXHO bbicTpee. Bugumo, 60sb y Bac cuibHas, u
npobaemMy Hy>XHO pellaTb He3aMeannTenbHo». CekpeTapb CBepuUIach C pacrnncaHnem
[OKTOpa MakKkK3HH, BHecC/1a Koe-Kakmne M3MeHeHUs U Ha3Ha4duia MHe Npnem poBHO
yepes ABa Yaca.

NopnobHasa 3aboTnmBas un 6biCTpas peakumsa 4EMOHCTPMPOBaJia onpeaesneHHbIN
YPOBEHb 00CNY>XNBAHNSA, HA KOTOPbINA A MOI paCcCYMUTbIBaTb B 3TOW KAMHUKE. TOT haKT,
4YTO CEKpeTapb CPa3y >e Hallla «OKHO» Ana abCoMoTHO HOBOro nauneHTa, 6bin
XOPOLINM 3HAKOM.

OnHako, HECMOTpPA Ha NpundTHOE Ha4alo, 4 Obin HaCTpOEeH CKeNTUN4YeCKHN.



Y MeHs OblJ1 NJIa4€eBHbIN OMNbIT NevYeHns 3y6oB. 3a HECKOJIbKO JIeT [0 3TOro MHe
JIeYNIN KOPHEBOW KaHai, n, HECMOTPSA Ha aHecTe3uto, ollyLleHne 6bi10 Takoe, byATo
cToMaToJsior 3abpascs Ha CTPEMSIHKY U 3anpbirHY/1 MHE B POT C KyBas1AoW, KpyLla BCé
n BCA. Bonb nocne npouenypbl HE yTUXana MHOIMO OHEeN.

BcnomuHasa gpyrue csyyYan rnoceleHnsa CToMaTosIoros (Jie4eHne KOPHEBLIX KaHaJsloB,
ynaneHue 3ybos MyapocTu, naomMmbuposaHme v T. 4.), A NbITaNCA MbICJIEHHO U
SMOLMOHAJIbHO NOAMOTOBUTLCSA K BCTPeYe C AOKTOPOM MaKK3HH.

CekpeTapb cnpocuna, bygeT nn y MeHs 0ocTyn K IHTepHeTy Ao npuemMa. 9 oTBeTun,
4yTO Oa, U Toraa oHa npepsioxuna: «Ecnm xoTnte, MOXKHO 3aNoHUTL (hOPMYy OHJ1ANH,
N Npvem nponaeT HaMmHoro beicTpees. MpakTUYeckn cpasy e B nanke «Bxoasawmne»
NOSIBUNOCH MUCbMO.

B NnMCbMe MeHS He TOJIbKO NMPUBETCTBOBAJIN KaK HOBOIO MauueHTa, HO Jasun CCbIKY
Ha Beb6-calT, rae s Mor OTBETUTb Ha BOMPOCHI O NpeAbliayLleM feYyeHnn -
npenocTaBMTb CTOMATOIONMYeCKN aHaMHe3. MHe He NpuLWIoCk pacnedyaTbiBaTh PDF
N 3aMN0JIHATb OT PYyKK B6ecyncneHHble aHKeTbl. MHe He MPULLIOCh YATATb M0X0
oTopMaTUPOBaHHbIe NMpuioxxeHna Microsoft Word n nbiTaTbCa BNUCATb B HUX
JINYHblE IlaHHbIe.

Cnepnys npoCTbIM MHCTPYKLUMUSAM, 1 CMOT JIErKo U BbICTPO «3anosHUTbL bymaru»
3apaHee, a He BO BpeMSA OXXUAAHNA B MPMEMHON cToMaTosora. [lewesble naaHLWeThbl U
PYYKN C N3XKEBAHHbIMW KOJIMa4YkaMuy 45 3anosIHeHUA o4epeHON CTPaxoBon hOpPMbl,
MeaouunHcKon KapTbl n gorosopa HIPAA (MpaBuna KOHpUOEHUNANTBHOCTH
MeONUNHCKNX OAaHHbIX) 3aMEeHWNN OMNbIT 00CNY)XNBAHNSA KIMEHTOB, COOTBETCTBYIOLLNIA
XXI BeKy. 1 6bICTpO npowencsa no edb-canTy, rae MYHbIe JaHHbIe 3arpPoCuUIN TOJIbKO
OLVH pa3, N MHe He MPULLIOCb NOBTOPATb OAHO N TO XKe B pa3HbIX hopMax, u
MONpPOCUN NOCTaBUTb 3JIEKTPOHHYIO MOAMNUCH.

Ha 3anonHeHune Bcex hopM MHe NnoHafobunnocb MeHee wecTn MUHYT. Jlerko. Ha
yaunBrieHne NpuaTHo. A4 Haxkan «[0TOBO» C YyBCTBOM Y[I0BJIETBOPEHUSA, XOTHA MEHS BCe
e MYYUIIN COMHEHUS, AeNCTBUTESIbHO JIN OHNanH-popMa oxBaTbIiBaeT BCE, 4TO
HY>XHO 3HaTb CTOMaToJsIory. Hey>enn BCE Tak npocTo?

[lBa Yaca cnycTs g noabexas K oucy CTOMaTosIora, 3ales BHyTPb, U B TOT MOMEHT,
Kak s nepecTynui nopor, cekpeTapb BCTaNa, MPUBETCTBYS MeEHs.



«3apascTBynTe, IKkoyn. Kak Bbl cebsa yyBCcTBYyeTe?>»

Kak oHa MeHs y3Hana? Mbl Beib HUKOr a He BCTpeYvaanch!

OHa cpa3sy Xe oTBesla MeHs B KabuHeT ans ocMoTpa, rae yXKe Xaana OOKTop
MakK3HH. Mocne 6bICTPOro, HO TLLATENBLHOrO OCMOTPA - HE TOJIbKO C/IOMaHHoro 3y6a,
HO 1 BCEeW NOJIOCTU pTa - AOKTOP MakK3HH coobuwinna, 4To NpUaeTcs YyCTaHOBUTb
KOPOHKY.

3amMevaTesibHO (4yBCTBYyeTe capka3M?). MHe ewle HUKOr4a He CTaBWJIN KOPOHKY, HO
3BYYaJs10 yY>XKaCHO. B rosioBe 3akKpyXuUancb BoNpochbl: «CKOIbKO BPEMEHU 3TO 3aUMeT?
Hackonbko 6one3HeHHa npoueaypa? Bo ckonbko 3To obonpaeTca?»

HokTop MakK3HH OTBETWJ1a Ha BCE€ MOU HEO3BYYEHHbIe BONPOCHI NoApo6HO,
Tepnenneo, 3ab0TNMBO NpeaBoCXuLLLAs MOM TPeBOrM U cTpaxm. OHa 06bACHMNA, YTO B
ee KJINHUKe HOoBelLlasi CTOMATOJIOrnyeckasi TeEXHUKa, U OHU CMOTYT U3rOTOBUTb
KOPOHKY MPsIMO Ha MecTe.

«OT Havana [0 KOHLA 3TO 3aliMeT NPMMEPHO MoJITOpa Yaca, HO BaM 3aTO He npuaeTcs
BO3BPALLATbLCSA M NPOBEPSATH, MOAOLLSIA NN KOPOHKA. Mbl caeniaeM LUNgpoBO Clenox.
CKOHCTpyuMpyeM HoBbI 3y6. I3roToBuM ero Ha 3D-npuHTEpE, YCTAaHOBUM U NPOBEPUM
COOTBETCTBUE MO pa3MepaM. Mbl ybenmmcs, 4To KOPOHKA XOPOLLOo npuieraeT K 3yby u
He NOCTaBJISET BaM HUKAKUX HeyZlobCTB, NMpexXxae YeM Bbl MOKMHETE KIIMHUKY».

S yuwiam cBoOUM He BepuJ.

YCTaHOBKa KOPOHKM BCcerga bbiia CNoXXHOM Npouenypon, KoTopas pacTarnBanach
Hegenn Ha gBe. M BOT 3TOT HOBbI CTOMaTOJ/I0r FOBOPMUT, 4TO BCE MOXXHO cAenaThb 3a
nonTtopa 4aca? Cnnmwkom xopowo, 4Tobbl 6bITb NpaBaon. OgHaKo AOKTOP MakKK3HH He
orpaHmymnacb o6bsACHeHMEeM npouecca N3roToBJEHNS N YCTaHOBKN KOPOHKW.

OHa npensioXKunnaa pasHble MeToAbl OnaaThl (KOPOHKWN - HeOelWweBoe yA0BOLCTBME),
noapobHO pacckasana 0 CUCTeMe CTPaxoBaHUA, KOTOPYIO Npeanarasna ee KanHuka (u
OHa OKa3aJjlaCb HaMHOro ay4uwe, 4yeM noboe cToMaTosIOrM4eckoe CTpaxoBaHue, o
KOTOPOM S C/bILasn), a Takxe NopekoMeHAoBasla Apyrme cnocobbl COKpaTUTb
pacxofbl, CBA3aHHbIE C laHHbIM 3KCTPEHHbLIM C/ly4YaeM. Korga s corsacuacs Ha
npouenypy, 4OKTOop MakK3HH CKa3asa: «3aMevyaTeNibHO (be3 BCAKOro capkasma).
MpucTynmnm NpsimMo cenvac. Ho nepea 3TUM HY>XHO, 4TOObl Bbl NOANMMUCANN COrlacue».



BOpyr Ha 3KpaHe, NPUcoeanHEHHOM K CMOTPOBOMY KpecJsly, KOTOPbIA A0 CUX Nop
NMOKa3blBasl PEHTreHOBCKNIA CHUMOK MOEro pTa 1 noBpexxaeHHoro 3yba, nossunach
KOPOTKas N NpefesibHO NpocTasa popMa cornacus. [JOKkTop NpoTaHyla MHe NAaHLWeT n
CTUNYC O SNEKTPOHHON MNOAMNMCKU, KOTOPLIE 51 faXKe He 3aMeTU/ paHblue, U
NOCTaBWJ 3JIEKTPOHHYIO NMOAMUCH.

Korga 51 3aKOHYMJ1, AOKTOP MakKK3HH pa3BepHyJa 3KpaH, BEPHYJIa Ha HEr0 CHUMOK
3yba, KOTOpPbIN NPencTosano «PEMOHTMPOBATL», N NPUCTyNuna K pabote. MHe 6bi10
npennoXXeHo NocayLwaTb My3blKy BO BPEMS NMPoLeaypbl, HO S peLlns, 4To Xo4y
BHUMATEJIbHO CNegnTb 3a Npoucxogawmm. g nogyman, 4To 3TO MOMOXKET MHe
MOMEHTaNIbHO OTpearnpoBaTh, €C/IN YTO-TO NONAET He Tak. Kak roBopuTcs, MHe He
BMNepBOW.

Ha npoTs)xeHun Bcen npouenypbl 4OKTOP MakK3HH Bena Co MHOWM NMpusTHYyto beceny -
HenpocTas 3a4aYa, Korga Bo pTy y Tebs Ky4ya MUHCTPYMEHTOB 1 FOBOPUTb COBEPLLEHHO
HEBO3MOXXHO. Ee yMeHMe MacTepCckun 3aaBaTb BOMPOCHI, Ha KOTOPbIE AOCTAaTOYHO
OTBETUTb «Aa» UIN «HEeT» AN nogaep>xaHusa becenbl, ydoeanio MeHs, 4To s B pyKax
onbITHOro npodeccnoHana.

Yepes3 nonTopa 4aca s NOKNHYN KJMHUKY OOKTOpa MakK3HH C HOBO KOPOHKOW U
HEeOXXWAaHHbIM 0CO3HAHMEM, YTO OTPaAC/ib, «MPOC/AaBNEHHasA» CBOUM YMEHNEM
Cco30aBaTb OTBPATUTENIbHbLIN KJIMEHTCKUM OMbIT, MOXKET 3aNpOoCTO ONPOBEPIrHYTb
cnoxmeLumecs ybexxaeHus.

B aTOM cTOMaTON0rM4eckoMm KabmnHeTe NpeaBoCXmLaInM MOU HYXKAbl, MAaKCUMasibHO
ynpocTunm obuieHne n Ha Ka)KaoM Lwary ToO4HO yragblBasv MOe 3MOLMOHaIbHOe
CocTosiHMeE. { npuexan croaa co CJIOMaHHbIM 3yO0OM, @ MOKNHY 1 KIINHUKY
MOXXWU3HEHHbLIM KJIMEHTOM U CTPACTHbLIM MOKJIOHHNKOM. Moe 3HaKOMCTBO C LJOKTOPOM
MakK3HH 1 Aurora Modern Dentistry NnonHOCTbIO N3MEHWI0 MO ONbIT 0bLLEeHNS C
LLeslIol 0TpacCsiblo CTOMATOJIOrNYEeCKON MegNLNHBI.

Yepe3 gBa 4Yaca Nocsie BO3BPaALLEHNS AOMOW MHE MO3BOHWUAN U3 MPUEMHOWN OOKTOpa
Makk3HH. CekpeTapb N0340p0BasiaCb CO MHOIM KakK CO CTapbiM ApPYroM n cnpocuna:

«[JencTBne aHeCTETUKOB, CKOpPee BCEro, y>Ke NpoLsio, U Mbl XOTEIN Y3HaTb, Kak Obl
Bbl OLLeHM 6oNeBbIe OLLYLLIEHNS».

Hapo »xe. [1oKTop MakK3HH 3HaNa, 4TO MOe CaMO4YyBCTBME yXyOALWUTCA nocsne
npouenypbl, U oHa xoTena ybeanTtbcs, 4To 601b Tepnuma. A coobLinn cekpeTapto, 4TO



4YyBCTBYIO Cebs1 XOpOoLUO, Ha YTO OHa OTBeTWa: «3amMe4vaTesibHO. Bbl He 3a6binu
peuenT obesbonmeatowlero?»

CekpeTapb 3agasa Bce HeobxognMmble BONPOChl, 4Tobbl ybeanTbCs, 4TO MHE He CTaHeT
Xy>e. 3aTeM gasna MobunbHbIN TenedoH AOKTopa MakKK3HH 1 CKa3asa, YTO MOXXHO
3BOHUTb en Hanpsmyto B itloboe BpeMsa B bavxanwine gHun, ecnm byaget 60abHO, Uan
MOSIBUTCHA KPOBOTEYEHME, NN NOSABATCSA BOMPOCHl U TPEBOT .

Bpay kKorpa-Hubyab npennaran Bam CBOM JINYHbIM HOMep TenedoHa nocne
npouenypsbl, 4Tobbl Bbl 3BOHUN C NtobObIMK BoNpocaMn? MHe To)Xe HUKoraa. A Belb
DOKTOpa MaKK3HH A BCTPETW/ BNepBble BCEro HECKOJIbKO YacoB Ha3aA)!

[locne yCTaHOBKM KOPOHKW A CTas1 NpefaHHbIM NauMeHTOM AOKTOopa MaKK3HH.
PerynspHas 4ncTKa, eXXerogHole OCMOTPbI 1 Nepnoanyeckoe sieyeHre NpoxoasaT Ha
TakoM YPOBHe, 4YTO A He yCTalo pacxBasinBaTb CBOEr0 CTOMATOJIOra U ee KJINHUKY.
HecMoTpAa Ha TOT (PaKT, 4TO Y MEHA MaJio 3HAaKOMbIX B Koslopado, A y>Ke HanpaBui K
HeW NATb HOBbIX MAaLMEHTOB U NMPOLOJIKY PEKOMEHA0BaTb ee APY3bsAM U KoJuleram
npwn Nto6on BO3MOXKHOCTMU.

HepaBHAs nepenucka Ha Facebook noka3sana, Kak BbICTPO pacxonaTcs CAyXu v
HaCKOJIbKO Ballla KOMMNaHUA ornepennT KOHKYPEHTOB, eCc/iv Bbl MocJsieayeTe coBeTaM U3
3TON KHUrn. KTo ntobunT cBoero ctomaTtosiora? He ToNbkKo a. lpyrum Toxxe HpaBuUTCA
DOKTOP MaKK3HH.

CTpeMneHne ooktopa MakkKaHH K TOMY, 4TO6bl CO34aTb YAUBUTESIbHbIA OMbIT
B3aUMOLENCTBUSA C KIMEHTOM, He nMeeT cebe paBHbIX B CTOMATONOMMK (Mo KpanHen
Mepe, HAaCKOJIbKO MHEe M3BECTHO). Ecnum B 3TOoM oTpac/n eCTb KTO-TO Ny4dwe, 9 06 3Tom,
HaBEepHOE, y>Xe He y3Halo, MOTOMY 4YTO AOKTOp MakK3HH HaBCerfa 3aBoeBajla Moe
cepaue. lNMocne Takoro onbiTa 0bLWeHNA 3a4eM MHe obpalaTbCsa K APYyrM
cToMaToJsioram?



[okTop MakK3HH He ToJIbKO obnerynna MHe XX1U3Hb, HO Npeayragana u
yAO0BJIETBOPUJIA MOM 3MOLMOHAasIbHbIE MOTPEOHOCTU NMPaKTUYECKN C TenenaTnyeckom
TOYHOCTbIO, AaNla CBOW NINYHbIN HOMep TenedoHa, 4Tobbl A YyBCTBOBaN cebs «CBOUM
4esIOBEKOM>», U MPUMEHWIa OpYyrne «XUTPOCTU», KOTOPbIM 1 Hay4y BaC B 3TOW KHUre,
4yTOObI, 3aBOEBAB KJ/IMEHTa, Bbl HUKOr 4a €ro He rnoTepssin.

Ecnu cTomMaToNnor MoOXeT Cco34aTh YAMBUTENbHbIN OMNbIT 0O6LLEHNS C KIMEeHTOM ”
3aBOeBaTb €ro NpefaHHOCTb Ha BCHO XW3Hb, tobon busHec B ntobon oTpacnm mmpa
cnocobeH Ha 3To.

[(naBa TpeTbA

[MoTepsa KNMEeHTOoB 06xoaNTCA CANLLKOM Ooporo

CKOJIbKO BpeMeHW Bbl TPATUTE Ha MNMOUCK, obxa>KmBaHue n yMacinBaHune

NnoTeHUMaNbHbIX KJIMEHTOB?

CKOJIbKO geHer Bbl TPaTNTE Ha rnpueiaevyeHme HoBbiX KJIMEHTOB OJ14 CBOEro bnsHeca?

CKONbKO Noaen B Ballen KOMMaHUM 3aHUMatoTCS MapKeTUHIOM 1 npoda>kamun?

A Ternepb NO3BOJIbTE 3a4aTb ropasao Bonee BaXKHbIN BOMpOC:

CkoJbKO BpeMeHN, oeHeEr n CJ Bbl TPATUTE Ha TO, 4TObbI yOepPXaTb KJINEHTOB?

MpaKTUYeCcKn Kaxkablh BU3HeC TpaTUT KOJI0CCaJIbHOE KOJINYECTBO BPEMEHU, AeHEer U
YCUNIA Ha TO, 4TOObI 3aBOEBAThb HOBLIX KJIMEHTOB. MNpuBieYeHne KJIMEHTOB, Kak
NnpaBuJIo, - OCHOBHAaA CTaTbs PacxoAo0B B BU3Hece, 1 MHOrme ynpasJsieHubl MOryT
noApobHO pacckasaTbk, Ha YTO TPATUTCHA KaXKAbI AON1AP, @ TO N NEHHW.

N BCE e No4YTn BO BCEX KOMMAHUSAX, Fae CTO/IbKO CUJT YXOAUT Ha TO, 4TOoObl ybennTb
NoAen cTaTb KNMEHTAMU, HUKTO NaneL o najew He yaapuT, 4Tobbl yaep>KaTb
KJINEHTOB, KOTOPbIX Yan0Cb NpuBJeYb.



K yemy 3710 npuBoanT? KNneHTbl yXOo4AT.

BonbwunHcTBO 6M3HECOB TEepAKT KJIIMEHTOB N Oa>Xe He NMOHNMaloT 3TOro

BriepBble s 3aaymasncs 06 annaemMmnm oTTOKa KJIMEHTOB NPakKTUYeCKN BO BCEX
oTpacnsax B KoOHUe 1990-x rogos. M3yyas oT4YET 0 TOM, Kak 6aHKK NpoaatoT 1
peKJaMUNPYIOT CBOU YCAYrK, 4TOObI NpUBAEYb HOBbLIX KIIMEHTOB (3Hato, A KpyT!), MeHs
rnoceTwusia TPEBOXXHASA MbICJIb.

NcTopuydeckn BaHKK TpPaTAT 3HAYMTENbHYIO CYMMY AeHer Ha NpuBie4yeHne HoBbIX
KINeHTOoB - NnpumepHOo $300 Ha Kaxaoro. N 3t mepbl b1 onpaBaaHbl C
SKOHOMUYECKOMN TOYKN 3peHns, TakK Kak npegnonarasocb, 4TO B3aMMOOTHOLLEHMNS
Mexnay notpebutenem n 6aHKOM pa3BmBalOTCA No onpeneseHHOMY LWabnony:

1) KNMeHT oTKpbIBaeT cyeT B HaHKe;

2) CYeT OCTaeTCs Ha ANNTEesNIbHOE BpeMs.

YeMm gonblie NHAMBUA WU KOMMaHUA COTpyaHuYann ¢ 6aHkom, Tem 6onblie
KOMWUCCUW OHM NNaTunm 3a baHKoBCKUe ycnyru. Yem 6onblie KAMeHTOB npuobpeTan
baHkK, Tem bonblle geHer oH 3apabaTbiBan.

Yntas otyeT Corporate Executive Board «HoBble nporpamMmmsl agantaunm KJIMEHTOB B
oTpacan obCcnyXmBaHusa», 1 06HapPY>XUJ rpAa3HbIN ManeHbKUn cekpeT 0 6aHKOBCKOM
CeKTope, KoTopbIn narybHo BO3gencTBOBas Ha CTpaTeruo NpuBnevYeHns KJINeHTOB:
32 % HOBbIX KJINEHTOB MPeKpaLLatoT COTPYAHNYECTBO C BaHKOM, He ycneB
oTnpa3fHOBATb NMepBYy0 rogoBLLNHY!

MeHs 3TO WoKupoBaHo. ponssenem npocrtenwne nogcyeTol. B cpeaHem
npueaevyeHmne ogHoro KnmeHTa obxoantca 6aHky B $300. KnneHT nnaTtuT
eXXxeMeCAa4YHY0 KOMUCCUIO 3a 0bcnyXmBaHue cyeTa okosio $12. Ecnm bpaTb B pacyeT
TO/IbKO rapaHTUPOBAHHbIN J0X04 C 06CNy>XMBaHMUA cHyeTa, NoHagobuTcsa 25 mecaues
(bonbwe oByx neT), 4ToObl BAaHK BEPHY1 U3HAYaIbHbIE MHBECTULMW B NpUBIEYeHne
KnneHTa. Ecnn 32 % KNIMeHTOB yXO4AT, He OOTAHYB A0 12 mMecALueB, 3TO 3HAYUT, 4TO



DaHK MOXXeT NoTepsTb AeHblrK, NOTpayYeHHbIe Ha 32 % HOBbIX KJINEHTOB!

TakK 4TO BOMPOC CTOUT AOBOJIbHO OCTPO - No4vyemy. [MoYeMy KANEeHTbl yXO4AT, HECMOTpPS
Ha 3HaYMTesIbHbIE NIMYHblIEe HeynobCTBa, CBA3AHHbIE C 3TUM?

XoTs huHaHCoBble NoTepu BaHKa He CYyNAT eMy HUYEro XOpOoLLIEero, JINYHble
3aTPYAHEHUNSA KIIMEHTOB, KOTOPbIE MPOX0OAAT BeCb NpoLecc oopMaeHus, a NoToOM
NPUHUMAIOT peLleHne YNTN, HaMHOro cosingHee.

BcnomHuTeE, KOorga Bbl MOC/EAHUI pa3 OTKPbIBAIM HOBbIN cHeT B 6aHKe. HacToswas
MOpOKa, npasaa?

YT00bl OTKPbLITE CTaHAAPTHbLIN cHeT B 6aHKe, HY)KHO Cbe3ANTb B MECTHOe oThefieHune,
npenocTaBuUTb NACMOPT, 3aN0/IHNTbL TOHHbI ByMaXkek 1 caenaTb NepBOHa4YasbHbIN
B3HOC. [locnie 3TOoro Bbl 3aKka3biBaete ATM-kapTy, nony4vaete ATM nuH-Ko4 N CHOBa
perncTpupyeTtech A1 OHNANH NJaaTeXxen 1 nepeBonoB. 3aTeM Bbl XAETe, Koraa
3aBepLUaTCs BCE Npouecchl, CBSA3aHHbIEe CO CTapbiM CHETOM (MHOrMe OCTaBASAIOT U
HOBbI, N CTapbIA CHET HA HECKOJIbKO MecsLeB), Npexie 4eM HaKoHeL, 3aKpblTb
CTapbl CHET K NepeBecTn oCcTaBLUMeCa AeHbrM Ha HOBbIN.

YMy HENOCTUMXXNMO, 4TOObI KJIMEHT 3axoTeN YATU Nocsie TOro, Kak OH NponaeT BCe 3T
warm n noTpaTuT CTOJIbKO BpemMeHu, cun n teprneHus. U Bce xe 32 % yxoaat!

K ToMy e 20 % K/JIMeHTOB, KOTOpble YXOA4AT B Te4eHne nepsoro roga, He npon3BoaAaT
HW O4HOW TpaH3akuun. OHU He CHUMAIOT AeHbIM C KapTbl, HE NPOBOAAT KJANPUHT
4YeKOB, He COBepLUalT HXU 04HON OnJlaThl OHJIAVH.

Hun MHOro HM Mano 50 % KAIMEeHTOB, KOTOpble YXOAAT B Te€YEHME NepBoro roaa,
npekpalaoT coTpyaHmn4ecTBo ¢ baHkoM 3a nepsble 100 gHen! OTHOWeEHUA eaBa
HavyaJINCb, KJIMEHT AaXKe He 3aKpblsl CTapbin cHeT B BaHKe, N BOT OH yXOo4uUT.

MoAo6HbIN OTTOK K/IMEHTOB B GAHKOBCKOM CEKTOPE HAaTONKHYJ1 MEHS Ha
XKVNBOTPENELLYLLWA BONPOC: €CNAX 3Ta aNnaemMuns CBupencTeyeT B 6aHKOBCKOM
oTpac/au, rge NpucTasabHOE BHUMaHME K UTOrOBbIM pe3yfibTaTaM, pacxodaM Ha
NpUBJIEYEHME KJINEHTOB N YPOBHIO yAEPXKAHUSA SIBNSETCA YacTblo «6baHkoBCckon OHK>,
4YTO XKe TBOPUTCS B APYruUX oTpacnax?



S cTan usy4aTb CUTYaLMIO Ha Pa3HbIX PbIHKAX Mo BCEMY MUPY U CAESaN y)Kacatollee
OTKpbITUE.

HecMoTpsa Ha TOT paKT, 4TO JOroBOpblI C onepaTopamMy COTOBON CBA3N N3BECTHbI
CBOMMU APaKOHOBCKNUMU TpeboBaHUAMU, U NPUAETCS NMOXKEPTBOBAaTb UM CBOEro
«nepBeHLUa», ecsin Bbl 3aX0TUTE Nony4YnTb ceoboay, 21 % KIMEHTOB BCE Xe
pa3pbiBalOT OOroBOp B TedeHme nepsbix 100 gHen.

XOTH HAKOMY He HpPpaBUTCSA, KOr4a MallnHa JIOMaeTCs, eLle Xy>Ke Noan OTHOCATCS K
aBTOPEMOHTHbIM MacTepckuMm. NMpumepHo 60-70 % BnagensLes aBToMobunen
NMPUXOAAT B aBTOCEPBUC O0AWNH pa3 1 Bosblue HUKOrAa He BO3BPaALLAlTCs - U3-3a
rMJayvyeBHOro NepBoro onbiTa.

[na pecTopaHOB 3TO BOMPOC XXU3HU N CMEPTU - yAep>XaTb KJIMEHTOB 3a CTOJIMKaMU, "
BCe e 46 % HoBbIX KnneHTOB nuuuepun Chuck E. Cheese’s He Bo3BpaLLaloTcsa nocrne
nepsoro nocewteHus. NoYTn NOOBUHA HOBbIX KJINEHTOB, Ha MpuBJIeYEeHNEe KOTOPbIX
pecTopaH NoTpaTua CTOJIbLKO CUJ1, HaCTOJIbKO HEL0BOJIbHbI CBOUM OMbITOM, Y4TO
HUKOra He BO3BpaLLalOTCA.

MNopnobHoe ne3epTUPCTBO NepepacTaeT B HACTOALWMIA NOTOK BeXXeHLEeB B 0Tpac/n
SaaS (copTBeEp Kak ycnyra) n obsa4vyHon oTpacaun, KOTopble He NepecTatoT NMpu 3TOM
pacwmnpaTbCsa. [lBaguaTb NPOLEHTOB HOBbIX KJIMEHTOB He goTAarmBatoT Ao 100 aHen n
yXo4nT.

TeneKoOMMYHMKaLNOHHbIE OnepaTopbl, KOTOpble NpeaJsiaratoT ceTeBble, TeNedOHHbIE U
TeNeBMN3NOHHbIE YCYTN, NEPEXMBAIOT KaTacTponieckme TeMrbl OTTOKA KJINEHTOB B
nepsble 100 gHen. XoTa 60/bLUMHCTBO KOMMAHNI He crewaT AeNNTbCS
CTAaTUCTUYECKUMUN OAaHHbIMUN, YPOBEHb OTTOKa Bbille 30 % B Te4YeHne nepBbix
HECKOJIbKMX MecCsaLEeB - pacnpoCTPaHEHHOE ABJIEHME.

oe 6bl Bbl HU paboTann, B Kakon Bbl 0OTpaC/IN HN CNeumnann3mpoBasncb N Kaknx 6ol
MacwTaboB HM OblIN Bawmn hMHAHCOBbIE OMepaLmn, CKopee BCero, Bbl TepseTe
npumepHo oT 20 0o 70 % HOBbIX KJIMEHTOB B Te4yeHMe nepBbiXx 100 gHen. KoMmnaHuwn
TPaTAT 4YyAOBULLIHOE KOJINYECTBO BPEMEHU, AEHETr N CUJT Ha NPUBJIEYEHNE HOBbIX
KJIMEHTOB, O4HAKO MOCJie NepBON NPOOAXKN TEPSAOT UX.

NNoYeMy OHM He CTapaloTCs yaep>XaTb KJIMEHTOB, Ha NpuUBJIeYEeHNE KOTOPbIX OBbi10
MnoTpayYeHo CTOJIbKO TPYyL4OB?



|_|O‘-IeMy Bbl TEPAETE K/IIMEHTOB

XOTS eCTb pA4 KOHKPETHbIX MPUYUH, MO KOTOPLIM Bbl MOXKETe MNOoTepATb KJIMEHTOB,
eCJin B3rnadHyTb Ha KapTUHY B LE€JIOM, OH CBOAOATCA K OAHOMY-eAUNHCTBEHHOMY

daKTy:

Bbl TepseTe KIMEHTOB, MOTOMY YTO MM He XBaTaeT Ballero BHUMaHUA Nocsie NepBo
NOKYMKW TOBapa Uaun ycnyru.

BcnomMHuUTe, KOrga Bbl MOCAEAHMIA pa3 NPeKpaTUAN COTpyAHNYaTb C KeM-nnbo...

BO3MO>XXHO, Bbl ONpaBAbIBaNCh, YTO BCE Ae/10 B pacxofax, XoTA Ha CaMOM Aene Bbl
611 B COCTOSAHUM 3an1aTuTb. Bo3M0OXXHO, Bbl AK06bI pewnnun BoibpaTb apyroe
HarnpaB/ieHne, XOTSH Ha CaMOM feJie B 3TOM He 6blJI0 HUKaKoM HeobXxoANMOCTH.
BO3MO>XXHO, Bbl pewmnnu, 4To 6osblue He nojly4aeTe LLeHHOCTU, XOTS Ha CaMOM Jene
3TO He Tak. Bo3M0OXXHO, Bbl MepecTann COTpyAHUYaTb C KOMMNAHUEN - He pacKpbiBas
NCTUHHbIX MPUYNH - N ourumanbHO ohOpMUIN CBOE peLleHne, a KoMmnaHum 6b1s1o BCE
PaBHO, YTO Bbl yXxoauTe.

Kak npasuno, busHec bnectauwe npusJsieKkaeT BHNMaHWNE KJIMeHTa U y6E)KLI,aET ero
KYMMTb TOBap UM ycnyry, a noToM rnpakTN4eCKnN HNYEro He AeJsiaeT, 4TObbI
BbICTPOUTb 3HAYUMbIA N 3aNOMUHAOLWNINCS OMNbIT coTpyoHmn4ecTBa nocsie npoaa>ku.

ECTb MHO>XXE&CTBO MPUYNH, MO KOTOPbIM KJINEHTbI YXOOAT, HO OCHOBHas NPUYNHa B TOM,
4TO BM3HEC cMCTeMaTUYECKM UTHOPUPYET MX IMOLMOHAJIbHbIE HY X AbI. [1€/710 HE B TOM,
4YTO eMy BCE paBHO. A B TOM, 4YTO MaHepa BeCcTn busHec, MOTUBNPOBATb U
CTPYKTYPUpPOBaTb OTHOLLUEHNSA CO34aeT MEPTBYIO 30HY B OMbITE KJIMEHTOB, U 3Ta
MepTBasd 30Ha - npobnema.

OMOLNM N ONbIT - BTOPOCTENEHHbIN BONPOC



NpeT BpeMs, n KOMNaHUM NepepacTatoT B KPYMHble NpeanpmatTus ¢ 60nblunm
KOJIN4eCcTBOM MOBUNbHLIX NoApa3aesneHnin, Noaen, Npasua 1 npouenyp.
YenoBe4YHOCTb MeaJIeEHHO, HO BEPHO UCKIOYAETCA N3 JIbBUHOW 401 B3aUMOAENCTBUN
n obcyxaeHuin. B coepeMeHHOM B13Hece 4YacTo MOXKHO YC/blLLaTh Takmne dpasbl, Kak
«HWYEro IMYHOro, 3To busHec», «paboTa ecTb paboTa, a NMMYHOE - 3TO JINYHOE, N 3TN
NBa NOHATUSA Hesb3s8 CMeLnBaTbh». JJOMUHNPYeET ybexxaeHne, 4YTo JINYHbIE
OTHOLLEHUNS, Pa3roBOpPbl 0 YyYBCTBAX W NPOSIBJIEHNE SMOLUIA C/iefyeT OCTaBUTb AOMa,
nM He mecTo B BusHece.

Mo mepe Toro Kak busHec cTtaHOBUTCA BecHyBCTBEHHbIM, 6€3pa3INYHbIM K YesI0BEKY U
YeTKO CTPYKTYPUPOBAHHLIM BOKPYI onpeaesieHHON NOJIMTUKU - He YYUTbIBatoLWENn
NIOAEN, HA KOTOPbLIX 3Ta NOJINTUKA BAUSET, - NOTpebuTenn BCE 4alle 4yBCTBYIOT cebs
BblIbOpoLIeHHbIMN 3a 6OPT N HUKOMY He HY>XHbIMU. OHK BoJsiblUe He YyBCTBYIOT cebs
0COBEHHbIMK, MOTOMY 4TO BCE Yallle onepaunn n CTpykTypbl Bu3Heca NnpusBaHbl
NCKJTIOYUTL N0B0N HaMeK Ha «INYHOoe».

B 60nbWIMHCTBE OpraHM3aunm npouecchl agantaumum n cCo3faHnsa onbliTa HOBbIX
KJINEHTOB HE NMMeKT HUKAKOro NocsieoBaTesIbHOro nJjaHa, JIormn4yeckom CTPYKTYpbl U
He obA3aTeNibHbl 419 PerysigspHOro BbIMOJIHEHNSA - MO KpanHen Mmepe, Tak, 4Tobbl
yOO0BNETBOPUTb IMOLIMOHAIbHbIE NOTPEBHOCTN KNNEHTOB.

K npumepy, NpeanosiaraeTcs, YTO KJINEHT YNTAET TEKCT MEJIKUM LLIPUGTOM B
NpennoXXeHUN/KOHTPaKTE N 3HAeT, KakuM byaeT cneayoLwnid Wwar npouecca, - XoTs
noaun, aenawowmne nogobHblie NpeanosioXXeHUs, CaMy HUKOFAa He YMTatoT
KOHTPaKTbI/NpeasioxXeHns, KOTopble A0JIXXHbI NOANUcaThb!

HeymeHne noHMMaTb OpPYyr Apyra co3gaeT npobnemsbl, Koraa TEKCT MENKUM PN TOM
Ha4YMHaeT OenCTBOBaTb MPOTUB KAMeHTa. [MoaobHble HEMPUATHOCTU CyYatloTCH,
Korga apeHaytoT aBToMobmnb, BbibpatoT NnpoBanaepa COTOBOWN CBSA3U U BUA
MeANLNHCKOro CTPaxoBaHUA U T. A., U OKa3blBaeTCH, YTO OXKMNAAHNSA KINEHTA B
MOMEHT MOKYMNKWN He COOTBETCTBYIOT MeToAaM paboTbl KOMNAHNN B KOH(PANKTHbBIX
cuTyaumnsax. KnneHTbl C yanBIeHUEM Y3HAOT, YTO OHM 065A3aHbl ONJIaTUTb pacxoabl Mo
PEMOHTY BMATMH Ha OBepPSX apeHO0BaHHOro asTomobuna. Wnn ynnatntb

Yy OOBULLHBLIN LWUTPad 3a CMeHyY npoBangepa COTOBOW CBA3M 0 CPOKa NCTEeYeHUs
aorosopa. inn onnavynBaTb HEOBXOAMMbIE MEONLIMHCKNE NpoLenypbl, MOTOMY 4TO
OHM He BXOOAT B CTPAXOBKY.

HakoHel, paboTa C HOBbIM KJINEHTOM BbICTPOEHA B TAaKOM MNOPSAAKE N TaKOW
rnocsenoBaTesibHOCTU, 4TO6bI 66110 YOOOHO KOMMAaHUK, N HUKOIO He 3a00TUT ONbIT U



ﬂOTpe6HOCTVI CaMoOro KJimeHTa. B OCHOBHOM KJ/IMEHTCKUW OMbIT MOXKHO Ha3BaTb
HeyOa4HbIM (naTOo B nyduiem Cﬂy‘-IaE), eCJ/iIn HeT 4eTKOro rnjaHa N ykasaHumAa 3Tarlos,
KOTOpPbIM Obl CnegoBann KJAMEHT N KOMMAHUS.

KOrHUTMBHAs NCUXONOrns U (hyHAAMEHTaIbHble MPUHLUMMbI Ye10BEYECKOro
noBefleHNs UrHOPUPYOTCS

KOrHUTMBHaA NCUXOJIOTNA YYUT, YTO [laXKe eCnin NMoTeHUNaIbHbIA KWEHT 3HaeT
KOMMaHMio, NlObUT ee n goBepsieT en, Nocse TOro Kak OH CTAaHOBUTCSI KJINEHTOM, B €ro
rojloBe JOMUHUPYIOT CTPax, COMHEHNS U HEYBEPEHHOCTb.

ECcnn MbIC/IM HOBOIO KJIMEHTa HarnpasJsieHbl MPOTUB KOMMaHMK C CaMOro Havana, npu
MOJIHOM OTCYTCTBUN C €e CTOPOHbI NOALAEPXKKN Ha 3TOM 3Tarne XU3HEeHHOro uuknia, To
OH Mepe)xnBaeT KpalHe HeraTusBHble amoumn. NMoagobHoe cocToaHme ycyrybnsercs
pa3nTesibHbIM OT/INYMEM MeX Y CTPaxoM, COMHEHUEM N HEYBEPEHHOCTbLIO HOBOIO
KMeHTa U pafocTblo, andopmnen n BooayLlleBreHNEM KOMMNAaHUKX Mo NoBoay
rnpuBJie4eHNS HOBOIro KJIMEHTA.

OHU yxooaT bbicTpee, YeM Bbl AyMaeTe

CoBpeMeHHble BU3HEeC-TEHAEHLIUN NPOCNABASAIOT POCT, CTUMYNNPYIOT MOrJIOWEHNS, HO
HEe CMoCOOHbI MPUHMMATbL B PacyeT 3MOLMOHAJIbHbIE HYX /bl K/INEHTOB,
HEeOO0OLUEHMBAIOT Yaep)XaHue, CJIMLIKOM MaJsio NAaTAT COTPYAHUKAM, KOTOpble
obLlalTCA HENOCPEACTBEHHO C KJIMEHTAMU, N MIOX0 FOTOBAT UX. He roBops 0 ToOM
hakTe, 4TO NOSIHOCTbLIO UTHOPUPYIOT BUonornyeckmne n Yesnosevyeckme ocobeHHOCTH
noBefeHUst KJINEHTOB.

HeyanBuTenbHO, 4TO KJNEHTbI TaK BbICTPO YXOASAT - YyThb /1M HE Cpa3y nocse
pernctpaunmn. Kak »xe ocTaHOBUTb OTTOK? Hy)KHO COCpeaoTOYUTLCSA Ha OMbITE HOBbIX
KJIMEHTOB C MEePBOro AHSA, KOraa OHW TOJIbKO Ha4YMHAT COTPYAHMYATb C BaMM.



[(naBa 4yeTBepTad

OTTOK KNMeHTOoB: nNpobsieMa CTPYKTYpPbl U KYNbTYpbl

Bu3Hec CTpyKTypupoBaH BOKPYr MPUBJIE4YEHUSA KJINEHTOB, @ He ONblTa KJIMEHTOB

S1 n3y4Yato BOMPOC yAep>XaHUA 1 OMNbiTa KJIMEHTOB NOYTW ABafUaTb NeT U 0ObHapyxun,
4TO, HE3aBMCUMO OT Npoduns, MacwTaba, MECTOMNONOXKEHNSA, AOXOAA N NPEeaN0oKEHNS
KOMMaHWUM, MOXKHO BbIAEINTb TPU KJIOYEBbIE MPUYMHBI, MO KOTOPbIM UM He yaaeTcs
yhep>XXaTb KJIMEeHTOB.

1. JoroHaTb nerye, 4em nommaTb

Kak roBopuTcs, a3apT B MOroHe, a He B fobbiye. M 310 BepHO Ana 60nblLINHCTBA
KoMnaHun. OHM 06xa)KMBalOT NOTEHLUMasbHbIX KIMEHTOB, BO3AT MX Ha CMOPTUBHbIE
COPEBHOBAHNSA N MEPOMPUATUSA CO «3BE3AAaMU» U YroLlaoT B JIyYLLIUX pecTopaHax. Ho
KaK TOJIbKO «Liesib» MepexoanT rpaHb Mexay rnoTeHUnaibHbIM KJIMEHTOM U peasibHbIM
KJINEHTOM, KOMaHa Npodaxk 1 ee 6e3rpaHnUyHbIN 6I0OXKET, Kak NpaBuo,
yneTy4ynBatoTCH.

CnoBHO criefysa coBeTaM BTOPOCOPTHbIX CaMonI/ITeJ'IeVI no cenagaHusam, 60NbLLIMHCTBO
bunsHecos HanpasadoT BCE CUJbI N BHUMaHWE Ha TO, 4TObbI y6e,EI,I/ITb 4YeJioBEKa
CXO0OWNTb Ha cBMaaHuMe. A 4TO gesiaTb Nocsie CBMUAaHnA, Korga OO0JIKHbl 3aBA3aTbCA
HacTodAWwmMe OTHOLWEeHNA, y>Ke HUKOIro He BOJIHYEeT.

3TO BUAHO MO TOMY, KaK CpefiHeCTaTUCTUYeCcKne KoMmnaHmm obpallaTcs ¢
KJIMEHTaMK nocJsie NoKyrnku. Kak ToNbKo npogaa oYopMsieHa, KJMeHTa
nepenopy4valT MeHeaKepy no 06Cy)KUBAHNIO UKW NPenCcTAaBUTENO CEPBUCHOMO
LeHTpa (Npy4emM HN OOMH U3 HUX HEe MPUCYTCTBOBAJ Ha 3TUX «CBUAAHUNAX»). Ecnn He
CYMTaTb NMpUrnalleHns Ha oben nnn TenedoHHOro 3BOHKa Nnepen eXXerogHbiM
OTYETOM UN NMPOASIEHNEM KOHTPAKTa, HUKAKNX «yXa>KUBaHUN» HET U B MOMUHE.

MNpeactaBnseTe, ecnn 6bl CBUAAHUSA OENCTBUTENIbHO Npoxoannan Tak? Ecnn 6bl Bbl
NPUSATHO NPOBEN BPEMS C OOHMM YENIOBEKOM, a 3aTEM, KOra Bbl Y>Ke roTOBbl



NMOKNACTbCS B BEPHOCTU A0 rpoba, Bac «NopyyatoT» COBEPLUEHHO APYroMy YesioBeKy?

MoroHsa 3aKoH4YMNaCb. Hanps>XeHne n NHTpura, KOTopble Tak BOOAYLUEBASANN U
3aHUMaNn NOTEHUMANIbHOIO KJIMEHTA N KOMaHAy NpoAaXk, pacCesmch.
HoBoncne4vyeHHble KNEHTbI BpoLleHbl Ha NPon3B0oa CyAbbbl 1 YYBCTBYIOT cebs
6e3nnkKon unpon B r’MraHTCKOM NpeanpuaTun (4To He yAMBUTENbHO, TaK Kak
MPaKTUYeCKN Ka)Kablh BU3HEeC npucBavBaeT HOBbIM KJIMEHTAM JINYHbIN HOMEP,
KOTOPbIN COBEPLUEHHO HEBO3MOXXHO 3aMNOMHUTb, - U 3TO OHM Ha3blBAlOT NEPBbLIM
lwarom B obLeHnn).

KNneHT y>Xe He 4yBCTBYyeT cebs )KenaHHbIM, HY>XHbIM, 0COBEHHbIM.

Ho ecnn BaM cTano BAPYr CTbIAHO 3a TO, Kak Bbl obpallaeTech C KJIMEHTaMn, He
cyanTe cebsa CAnWKOM CTpPoro...

9T0 MepTBas 30Ha eCTb B KaxaoM busHece. Bbl He OAMHOKMN.

[a>ke HeKoTopble CaMble yCMnellHble KOMMaHWUY - NPOABUHYTbIEe U Npod)eCcCnoHalIbHbIe
BO BCEM OCTaJIbHOM - TepndT NMOoCTbliAHOE NMopa>XeHume, Kora peydb ngeTt 06
yoep>XXaHnn KJINMEHTOB.

CypoBbI, HaNPsAXXeHHbIN OMNbIT Npeobpa3oBaHNA MHANBMAA U3 MOTEHLMANBHOIO
KJIMEHTA B peasibHOro KJneHTa ycyrybnseTcs BOMUIOLWLUM OTCYTCTBUEM BHUMAHMS.
NHdopMaLns, KOTOPYHO NMoJjly4aeT TOProBbi NpeacTaBuTesNb, PeaKo AOX0OAUT A0
MeHeaxkepa no 06cNy>XNUBAHUIO KJINEHTOB, - U HOBbIA KJIMEHT CYMTAET, 4TO €ro He
C/NbIWAT, He LEeHSAT U HX BO 4YTO He CTaBAT (K TOMY >XKe OH 3JITCS, 4TO eMy NpuaeTcs
06BACHATL BCE NO HOBOW 04epeHOMY MPeaCcTaBUTENO KJIMEHTCKOM Cy»X0Obl).

2. KoMnaHuM BO3Harpa)kaatoT 3a NpuBAevYeHmne, a He yaep>xaHue

CaMa CTPYKTypa 60/bLUNHCTBA OpraHn3aLnii NpM3BaHa Bo3Harpa)kaaTh NepcoHan 3a
NnpuBJie4YeHNEe HOBbIX KJIMEHTOB. «3Be3/bl» - 3TO Te COTPYAHUKWN, KOTOPbIE NPUBOAAT
HOBbIX KJIMEHTOB, @ HE Te, KOTOpble AeNalT UX CHACT/INBLIMU NOC/IE 3aK/I0YEHNS
JloroBopa.

CNOBHO 3TOro0 He [OCTaTO4YHO, Nmaepbl 60NbWNHCTBA KOMMaHU 0O6bIYHO HaYMHAlOT
CBOIO Kapbepy Kak COTPYOAHUKN MapKeTUHra n npoaa<. Tak Kak OHM MOHMMAlOT CyTb



NpoAa>k U MapKeTUHra, UMeHHO TyZa OHM obpallatoT CBOM B30P B MOUCKAX
OPUEHTMPOB N COBETOB, @ TakXXe Lenn n nHtepeca. Beab 3170 To, B 4eM OHMU
pa3bupatoTcs.

OTctofa npenpacnosioXeHHOCTb K TOMY, 4TobObl BO3HarpakgaTb, Mpu3HaBaTb U
npoABuUraTb TeX, KTO HaLesIeH Ha NPMBJIEYEHME HOBbIX KJIMEHTOB, BMECTO TOro YTOObI
Npu3HaBaTb LLEHHOCTb COTPYAHUKOB, KOTOPbIE HaLlesIeHbl Ha YAOBNETBOPEHME HYX ]
CYLLLECTBYIOLLMX KIIMEHTOB.

Obbem pecypcCoB, BblAe/IEHHbIX HA MAapKeTUHI U Npoaa)kun, nopa>kaeT BoobpakeHne
Mo CpaBHEHWIO C pecypcaMn, HarnpaB/eHHbIMU Ha yAep>KaHe KJINeHTOB. ExxerogHbin
oT4eT CMO Survey 2017 roga (cocTtaBneHHbIn LLIKonon busHeca nm. ®ykya npu
YHunsepcuteTe [Obtoka, Deloitte LLP 1 AMepukaHCKoM accoumaymen MapKeTuHra)
rnokKasaJl, 4To cpeaHecTaTucTudyeckun busHec TpaTnT 6,9 % obuwero noxona Ha
MapKeTUHI - MpU4yeM MeHbLle OAHOW MNATON 3TUX PAacXo[O0B BbloesiIAeTCs Ha
0eATeNIbHOCTb N0 YAEPXKAHUIO KJIMEeHTOB.

Ecnun peanbHble TpaTbl - HEAOCTAaTOYHO BECKOE A0Ka3aTes/IbCTBO 3aUMKIEHHOCTU Ha
MapKeTUHIre 1 NpoAa>kax, B3rasgHUTEe Ha NPOCTON MONCK KHUI Ha Amazon. AHanus,
npoBeneHHbIN Ha MOMEHT NOAMUCAHUA 3TON KHUIMM B NeYaTb, MOKa3aJl, 4To CJI0BO
«KMapPKETUHIr» B MOMCKOBON CTPOKe faeT nepevyeHb U3 311 257 KHuUr, cnoso
«npodaxun» - 1 013 313 kHur, n Bcero 30 198 KHUr gaeTt obLKMin MOUCK NO C/I0BaM
«06Cny>XnNBaHNE KJIINEHTOB», «KJIMEHTCKUN ONbIT» N «3ab0Ta 0 KIINEeHTax>».

OTW pe3yfbTaThl AalOT COOTHOLLEHMe 43:1, ecnn roBOPUThL O NpuopuTeTe
npennpoaa)k No CPaBHEHUIO C MocTnpodakamu. [na 6onbluenn HarNsAHOCTY
B3rIAHUTE Ha WJTIOCTPALINIO XKN3HEHHOI O LKA KJINeHTa:

MU3HEHHbIWN UK KJINEHTa

BONbLWMHCTBO KOMMAHNI TPaTAT BCE CBOE BPeMS Ha JIEBYIO CTOPOHY rpaduka. OHn
MbITAOTCHA MOBbLICUTb OCBEAOMJIEHHOCTb U 3HAHMA NOTEHUNAIbHbLIX KTMEHTOB 06 nX
busHece n bpeHpe, a 3aTeM NpPefoCTaBASAT UM BO3MOXKHOCTb pacCMOTpeTb
npeanoXXeHue, npexxae 4em KANeHT HaKoHeL, pewmnTcs nonpoboBaTb Nan



BbIOpaTh/NpruobpecTn NpoayKT UM YCAYry. 3TO U eCTb COCPEAO0TOYEHHOCTb Ha
MapKeTUHre 1 npofakax - pacnpocTpaHeHHoe siBJieHNne B COBPEMEHHOM bu3Hece.

HecmMoTps Ha TOT haKT, 4TO rpaduK XXNU3HEHHOIr o LKA KaMeHTa cbanaHcupoBaH
Tpems 3/IeMeHTaMu C KaX 4o CTOPOHbI «MPOAaK», JINb HEMHOIMe KOMMaHuu
yAenaT BHUMaHUE NpaBoill CTOPOHE rpadurka - yA0BJIETBOPEHUIO, AOCTUXKEHUIO
NOSINBHOCTU N CTUMYJIMPOBAHUIO PEKOMEHAaUnn, KOTOPbIe KJIMEHTHI AaloT CBOUM
3HAKOMbIM OTHOCUTENLHO Ballero npoaykTa. B cpeaHecTaTucTuyeckom busHece
CerofHs BC&, 4TO NPOUCXOANT NocJsie NPoaark, HUKOro He MHTepecyeT.

3. COTPYAHUKN OTAeNa KIIMEeHTCKOro o6CyX1nBaHna/onbiTa 0CTanCh Ha 0604MHe

Nepapxms 60NbLIMHCTBA OpPraHn3aL i oTNpaBasieT COTPYAHUKOB oTaena no pabote ¢
KJIMEHTAMM N KIIMEHTCKUX CNY>XK6 Ha caMoe [HO «MULLLEBON LIEMOYKM».

Kak npaBusio, OHX NOJy4atoT NMovYacoByto onsaTy. B 60/bLLINHCTBE KOMMAHNN UM He
npegnaratoT GUHAHCOBbLIX NMOOLLPEHUI, NOE340K Ha MaBan UN TOPXKECTBEHHOIO
BO3Harpa>kAeHns 3a BbICOKNE OOCTUMKEHUSA B chepe «0b6CNy)KMBAHNSA KIINEHTOB.
MonobHble 6oHycbl NpubeperaloT AN «3Be34» OTAENI0B MAPKETUHIa U NPoaax.

CoTpyAHUKK oTaena ob6CcnyXnBaHna KJINEHTOB 06bIYHO MOAOTHETHbI APYroMy oTaeny
(MapkeTuHra, npoaa<, NPoM3BOACTBEHHOMY 1 T. AI.), @ rlaBa 3TOro otAena
NOAYNHSAETCS HaMpPAMYI reHepasibHOMY AnpekTopy. MHeHne oTaena obcny>XnBaHUs
KJINEHTOB OCTAETCSA HE 03BYYEHHbIM, MOTOMY 4TO HU OAWH U3 ero npeacTaBuTenen He
CMONT 3a CTO/IOM COBETa ynpaBasoLwmx. B ntore nx paborta 3avactyio
BOCMPUHMMAETCS KaK BTOPOCTENEHHasa Nan NoJIHOCTbIO UTHOPMPYETCS.

BO MHOrMX KOMMNaHMAX COTPYOHMKOB, KOTOpble HanpsaMyto obLalnTca C KJIMEeHTaMu, Ha
CaMOM [eJsie NooLwpsAT NPOBOANTbL MEHbLLUE BPEMEHU C Ka)KAbIM KJIVEHTOM U
BbIMJI@4YMBalOT NMpemMmalibHble 3a To, Kak BbICTpo OHM obpabaTbiBalOT BXOAsLIME
3BOHKMW.

3T0 cepbe3Has npobneMa. MHOXXeCTBO (DAKTOPOB BAMSAIOT HA YrpoXKatoLnme TeMmbI
OTTOKA KJ/IMEHTOB U MOMYTHO MOApPbLIBAOT UTOFOBbIE PE3YybTaThl.



dnHaHCOBOE BO3AENCTBME HEFATUBHOIO KJIMEHTCKOIO OnbITa

MoTeps kNneHTa o6xoanTcsa bU3Hecy HaMHOIro A0POXKEe, YeM NOoTepsa AoxXoaa.

Bo-nepBbiX, 0OTMETUM 3aTpaTbl HA NPUBNEYEHNE KIMEHTOB, KOTOPbIE Y)XX& HUKTO
HMKOrga He BO3MeCTUT. BO-BTOpPbIX, C KaXXAbIM YyNYLLEHHbIM KJIMEHTOM COKpaLlaeTcs
obwaga npubbinb. B-TpeTbux, 63 cTabnnbHOro yaep>xaHmsa KJIMEHTOB HEBO3MOXXHO
pa3BMBaTb BM3HEC. B-4eTBepThIX, KaXAbl pa3, Korga KJAMeHT yXoauT, CTpaaaeT
6oeBon oyx KoOMaHAbl. HakoHew, aMoumnKn, CBA3aHHbIe C NOTEpPen KIneHTa, oCTpo
MPOSBASAIOTCA B TOT MOMEHT, KOrga 3TO NpoucxoauT, HO 3abbiBatloTCa A0 TOro, Kak
KOMMaHWA ycrneeT BHECTU U3MeHeHUs, 4Tobbl NpefoTBpaTUTb NoaobHbIE NoTepun B
bynyuiem.

Kaxgasa ns atux npobsem 3Ha4ynTesibHa caMma no cebe, HO X COBOKYMHOe
BO34eNCTBUE MOXKeT OblTb KaTacTpOoPUYeCKNM.

Bo MHOrMx oTpacnsix pocT yAep>XaHUs KJIMEHTOB Ha 5 % MoXXeT NoBbICUTb NpUbLIIb
Ha 25-100 %.

Tak rosoput ®penepuk Panxenbn B CBOEN KHUIe «I(PdPeKT NOANbHOCTU».

Ecnn Bbl MOXOXXM Ha MEHSA 1 NJ0X0 pa3bupaeTecb B MaTeEMaATUKE, TO, BEPOATHO,
CKenTuU4YeCcKn OTHeCNNChb K NogobHoMy 3aaBsieHnto. Kak 5 % MOXXHO npupaBHUBaTL K
25 % n paxxke 100 %?

BO3MO>XHO, Bbl He 3HaeTe, KTO Tako Panxenbn, HO Bbl HABEPHSAKA 3HAKOMbI C €ero
paboTton. Panxensn - aBTop 6bectcennepos New York Times n busHec-ctpaTer,
Hanbosiee N3BECTHbLIN CBOMMK UccnenoBaHnamMm B obnactm busHec-moaenn,
OCHOBAHHOW Ha NOAILHOCTU, U MAapPKETUHIra JI0AJ1IbHOCTU. BepoAaTHO, ocobeHHOo
XOpoLWwo BaM 3HAaKOM ero MHaekc noTpebntenbCckom NosAsbHOCTU, MPUMEHSAEMbIN B
MeHeO>XMeHTe.

BOT Kak BC& yCTpoeHo, Mo csoBaM Panxenbaa: TUNNYHbIN B3Hec PyHKLUNOHUPYET Ha
HEKOM OXXUAaHUM Npmbbinn. Ka)kabl yaep>XaHHbIA KNMEHT nosbiwaeT obuyto
npunbbinb BU3Heca, NOTOMY YTO:



1) N30ePXXKN Ha yaoepXXaHnne HOBOIro KJimneHta HeConamMmepmmo HMm»xxe, 4eM pacxobl Ha
npmeJsyiedeHne HOBOIro KJIMeHTa,

2) Korga pacxXodbl Ha Npoaa>Xm N MapKeTUHI paBHbI HYJ1IO, BCe€ OeHblr'n, noTpayvYeHHbIe
Ha rnpuesedyeHme KJIIMEHTOB, OCTAOTCA B KOMIMaHUN U OTPa>XatloTCA HanpaMyto B
NTOroBbIX pe3yJsibTaTax.

B 60/1bLUNHCTBE BM3HECOB U3OEPXKKN Ha NPUBEYEHNE KIIMEHTOB BXOAAT B TOM Tpex
CaMbIX JOPOroCTOALWLMNX CTaTel pacxonos bog)keTa. B 3aBMCMMOCTN OT ocobeHHOCTeNn
613Heca oHM MOryT 3aHUMaTb AaXke NepBoe MecTo.

Ynepxxunas 6osiblle KJIMEHTOB U COKpaLlas pacxobl Ha NX NpuBsie4YeHne, Bbl BpAL /N
0CYACTNIMBUTE KOMaHALY MapKeTUHra n Nnpofak, o4HaKo peajibHasa nNpubbiib BeipacTeT
Ha 25-100 %. 210 6b110 LOKa3aHO HEOOHOKPATHO B CaMbIX Pa3HbIX OTPACsX.

Tenepb 3aganTe cebe cnepytowme BONpocChI:

Hackonbko 6bl BbipOCia Balla KOMMNaHMs, ecan 6bl Bbl A0 CUX NOP COTPYAHMUYaNn C
KaXXOblM KJIMEHTOM, KOTOPbIN ObIN1 Yy Bac 3a BCE BpeMs CyLIeCTBOBaHUSA Ballen
KoMMaHum?

Ecnun 6bl Bbl HE NOTEPSNAN HN OOAHOMO KJIMEHTA, CKOJIbKO AeHer BaM yaasoch 6ol
COKOHOMUTL?

CKOJIbKO elle geHer Bbl Noay4uam 6bl B KavyecTse Npmnbbinm?

Hackonbko 6bicTpee pocna 6bl Balla KOMMaHUA?

MHorvne npenmyLecTBa yaep>XaHnsa KJIMEeHTOB

Co3naBaTb NOTPSACAOLWNA OMNbIT AN CYLECTBYIOLWNX KNMEHTOB HAMHOIO Ba)XkKHee,
3phekTUBHEE U NPUbLIIbHEE, YeM TPATUTb T€ XK€ CUJIbl HAa MOUCK HOBbIX KJINEHTOB.



Korpa opraHusaums npuopuTmn3nNpyeT KJIIMEHTCKUIA ONbIT, 3TO BAOXHOBASET Ha
KpeaTuBHbIE peLleHnNs - COTPYAHUKN 06beANHAT ycunus, 4Tobbl coenaTh akLEHT Ha
onpefeneHHbIX TO4Kax B3aMMOo4eNCTBUA N YCOBEpPLLUEHCTBOBaTb COTPYAHNYECTBO.
BoeBon Ayx nogHUMaeTCs, COTPYAHUKN BUAAT, 4TO UxX paboTa AeNCTBUTENIbHO BaXKHa,
N HaxoAAT abCoMOTHO HOBYIO MPUYNHY KaXKAbIW AieHb npues)aTb B opuc. MNpubbiib n
[0X0[ NOBbILWAKTCA, MO Mepe TOro Kak KJIMeHTbl HaxoaAAaT AOMNOJIHUTE IbHbIA NOBOL
COTPYAHMYATb C Ballen «HOBOW N yNy4LIEHHON» OpraHu3aunen, Kotopas LeHUT nx.
Bcs akocucTema npouBeTaeT, Korga KJMeHTCKUA ONbIT yJy4dllaeTCs, 4TO NPUBOAUT K
MOBbLILLIEHWNIO Ka4YeCTBa OMbiTa COTPYAHUKOB, YTO B CBOIO 04Yepenb COBEpPLUEeHCTBYeT
KJINEHTCKNI ONbIT, U LUK NPOLAOJIKAETCH.

Ho Bbl He 06s13aHbl BEPUTb MHE Ha CJI0BO.

CornacHo Marketing Metrics, Kkorga Bbl NnpofaeTe ToBap Uan ycayry HosBomy
noTeHuMnasbHOMY KJIMEHTY, WAaHCbl Ha ycnex cocTtasnsAaoT oT 5 0o 20 %. Koraa
rnpofaeTe CyLleCTBYOWEMY KJINEeHTY, BEPOATHOCTbL ycnexa B3seTaeT 0o 60-70 %.
CocpefoTOUMBLUNCH HA NMELLNXCA KIMeHTax, BaM byaeT nervye npogasaTbh TOBap U
pa3BuBaTb BU3Hec.

KoHeL, 03HaKOMUTEJIbHOr0 (pparMeHTa.

notes

CHOCKM

Mown apyr bpanaH Kpamep Hanucan 3aMmedaTesibHyto KHUry o6 atom - «<Human to
Human: H2H», KOTOpYy HaCcTOATE/IbHO PEKOMEHAYIO BaM MNOYnUTaTb.



Koro 6bl Bbl HU 06CY>KUBAIN - KJIMEHTOB, MaLMEHTOB, YYaLLUXCS, CTYAEHTOB,
Nnosib30BaTesIeN NN ApYyrve KaTeropum HaceneHns - Bce OHW Ntoan. B 3Ton KHure s
Yallle BCEero UCMosib3yio CJ0BO «KJIMEHTbI», 04HAKO MyCTb 3TO He CMyLLaeT Bac: BCe
WHCTPYMEHTbI 1 MPUHLWMLI MPUMEHUMbI K BalLEMY KOHKPETHOMY cilyyato. Ecnn Bbl
npoaaeTe NPoAyKLUIO NloaaM unm obcny>xmpaeTe Noaen, 3Ta MeTo0/10rns
NoAXOAUT UMEHHO BaM.

KOpncTbl Nnpocnam MeHs nobaBnTb, YTO BaM npunoeTcda NnpeagoCtTaBnNTb JOKa3aTE/IbCTBO
MOKYMNKWN (vek), nepea temM Kak rnoJiydinTb Bo3MeLleHne.

Kynute: https://tellnovel.com/ru/koulman_dzhoui/nikogda-ne-teryayte-klienta-
prevratite-lyubogo-pokupatelya-v-pozhiznennogo-klienta-za-100-dney

TekcT npepnoctassieH OO0 «UT»
MpoynTanTe 3Ty KHUTY LLeJIMKOM, KYNMNB NOJIHYIO NlerasibHyto Bepcuio: Kynntb
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