MpounuTaB 3Ty KHMUTY, Bbl:

m y3HaeTe, YTO K04 K KA4YeCTBEHHOMY CepBuUCy —
He B KOHTpose 3a cobntofeHneM MHOTOUYNCTIEHHbIX
npaBuN 0Ka3aHWs YCayr, @ B TOTOBHOCTU COTPYAHU-
KOB HapyLIMTb KakMe-To U3 3TUX NpaBu B NOMb3y
KINEHTa;

B CMOXeTe CyLLeCTBEHHO MNOBbLICUTb JIOSANIbHOCTb
N yOOBNETBOPEHHOCTb KIIMEHTOB, AeNermpys
MaKCMMYM MOMHOMOYNIN PALOBbLIM COTPYAHUKAM
M LOBEpPSAS UM NPUHMMATb Kak MOXHO bonbLue
peLueHnn;

B Hay4ynTecb KOHCTPYKTMBHO 06Cy>xAaTb Balun ngeu
C PYKOBOLCTBOM U YJy4LUNTE CBOM CMOCOBHOCTM
K MPUHATWUIO NPaBUIbHbIX PELUEeHUHN.
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brarogapHoct

IIpedxcde scezo a xouy nobnazodapumb MO
scery Ilam, komopas som yxce 6osee 30 nem
C mepneHuem OMHOCUMCS K Moell 00epHcuUMo-
cmu udeetll nepBoOKIACCHO20 0OCHYHCUBAHUS
kauenmos. ina moux demeti, Kpucmumet, obuje-
cmseHHo20 Oessmeisa 8 Kumae, u Mambio, npeo-
npunumamens uz Konopado, moe cmpacmroe
yBaeueHue umMesio CBOU NJtockl U MuHychl. C 2op-
00Cmbi0 NPU3HAr0 CBoell 21aBHOLL 3aCy20Ll mo,
YUMo sl HayuuJs ux NOHUMAmb, YUMo makxoe Kaue-
cmseHHblll cepsuc, u mpebosams €20 se3de u
BCH00Y.

Csm Haxetim u /[38ud Xau okasaiu mHe Heoue-
HUMYH NOMOWb NPU HANUCAHUU 3MOU KHU2U.
Jlaypu ®naxep Hacmosan Ha mom, umobbt coe-
samb kHu2y bosiee ybedumesbHOU U BKJIIO-
yums 6osble ucmoputl, ULTHOCMPUPYIOULUX
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‘PeastbHblre LOJLHOMOUULSL

B8Ce€ npeumywecmsa nepcoHanda, ymerouwezo
npuHUMdAamb CAMOCMOAMEJIbHblE PEWEHUA.

Xanna [opnamd u [uceiikob6 SJHuw nododep-
JHcusanu mMeHs 8 npouyecce pabomnl Had KHU-
eoll u npednazanu ueHHvle cosemsl. Mou co-
mpydnuku 8 Service Quality Institute nomoza-
JIU MHe eXCe0HeBHO U CMOJib MHO2UMU Cnocoba-
MU, UMO UX HEBO3MONCHO NepevUCaUMb. 5 yeHo
saw 8x1ao 8 deo.

Haxkoneu, s xouy nobaazodapums c80e20 BHy-
ka Yunvama. baazodaps mebe a 6ydy u danbuie
pabomamp Had pacnpocmpaHeHuem BblCOKO-
KauecmseHHo20 cepsucd. U Haoeroch, umo mou
YyCunus 8 KOHEUHOM umoze npusedym K momy,
Uumo npeonpuUMUUBHLL NEPCOHA CMAHEem HOp-
Mot u mbl 6yoeuwb 0OHUM U3 MUJLIUOHOB 00B0J1b-

HbIX KJIUEHMOB chepbl 00CTYHCUBAHUAL.
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[lpeancnosue

Benukue KOMIAHUU pacCMaTPUBAIOT KIIMEH-
TOB KaK aKTHBbI 1 BO3MOSKHOCTH, a He IpodIie-
MBI U 3aTpathl. Takue GUpMbl BUIST B HUX TPU

KJIIOYEBBIX 3JIEMEHTA:

Mopgens: VHUKAaJIbHAs, BbIIEIAIOMAC
Cpenu Beex, 00aBIIgonas

CTOMMOCTDb

Kynbsrypa: CTUMYJIHUPYIOMIAs,
3apa3uTesbHAS
Y COIJIACYIOMIAsICS C MOJEJIbIO

OrHomenue ¢aHaTUUHOE
K pabore: U pe3yIbTaTUBHOE

JTa KHUTra O TOM, KaK CAeJ1aTh BalllUX COTPYA-
HHUKOB pEeHnIuTEJIbHbBIMH W HHHUIIHNATHBHbBIMHU
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‘PeastbHblre LOJLHOMOUULSL

U HALEJIUTh UX Ha GaHATUYHYIO peaynu3aliuio
Bameri mogenu. YTO MOJXET BBITh BAJKHEE,
yeM CO3JlaHMe MOZIeIU U KYJIbTYPBbL, KOTOpBIE Je-
JIAIOT BAIlly KOMaHAYy aKTUBHOM U BO3HArpaskaa-

IOT ee 3a UHUITUATUBY?

Cnacu6o mebe, I»coH, 3a 8ce HOBbLE Udel,
nosgonstowue Ham npuobpemams
GAHATOB, A HE KJIHEHTOB.

Bepnon Xumnn II,
ocHosamenb Commerce Bank,
00uH u3 ocHosameaneti Metro Bank, JIonOoH

10
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BeeneHune

B 5TOM KHUTe BB y3HAETE O TOM, KaK C IIOMOII[BIO
MHULMATUBHOCTU MOSKHO IIOCTPOUTDH Kapbepy,
Pa3BUTh COOCTBEHHBII OU3HEC UK BIBECTA KOM-
[IAaHUIO B uziepbl. Ho Ipesk e ueM HauaTh, 1 X0uy
pacckasaTh BaM OHY UCTOPHIO U3 MOEro JIUY-

HOTO OIIbITA.

Vcropus HAaUMHAETC S B MAJIEHbKOM OaKaieiHoOM
MarasvHYMKe, PACIIONIOKEHHOM B okpyre CaH-
Ucunpo, Jluma, Ilepy, B 1942 r. Mara3uHuuK, KO-
TOphIi HasbiBasica E Wong, nmpuHamiexan ce-
Mbe KUTalMCKUX IMMUIPAHTOB, Jpa3Mo U AHxesie
Bour. BeamepHO npeaHHbie CBOEMY eIy U TPY-
J0II00UBBIE, OHU CTAPAIUCh 0OECIIeUUTh MTOKY-
naTesIIM Hauydiee oOCay>kuanue. Kax Bbl mo-
HUMAaeTre, Mara3uH4uK ObLI OTKPHIT IIOYTH Iie-
JIBI1 IEHb U BJIAfleJIbllaM He IPUXOAUIOCh CH-
JIeTh CJI0KA PYKU. BCd SKU3HD BepTe1ach BOKPYT

11
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‘PeastbHblre LOJLHOMOUULSL

npennpusaTusd. JleTu yuriuch OusHecy C asos,
IIOMOTasl POUTEJISIM IIOCJIE IIIKOJIBI U 10 BBIXOJ -
HbIM. [leno nporgerano. [lokymnaresnei ctaHo-
BUJIOCH BCe Oosbliie u 6osbiie. Yepes HeCKOIIb-
KO JIET Mara3uH ObLI HACTOJIBKO II€PEIOIHEH,
yTO BOHIM MOHSUIN: IpHUIILIa TOpa pPaCIIUupPSTh-
cs1. OHM yBEJIMYMIIU TOPTOBYIO IUIOMIAAb U HAHS-
JIU elle COTPYAHUKOB.

Xo3s1eBa Mperosaraim, 4To 6ojee IpoCTOPHBII
TOPIOBBII 3aJ1 ¥ IOIIOIHUTE/IBHBII [IEPCOHAJT Pe-
maT mpobseMy HaIUIbIBa [TOKYIIaTesei, U ObLIu
OYeHb YAUBJIEHBI, KOIJA 9TO He JaJI0 JKelaeMo-
ro a¢pdekra. TeM He MeHee paCIIUPUIUCH CHO-
Ba ¥ HAHSIX ellle O0JIblle COTPYIHUKOB. BoHru
TIO-TIPEKHEMY CTABUIIU BO [VIABY YIJIa KAUECTBEH-
HOe 00C/Ty>KUBaHMe TIOKYIIaTe el U, KOrIa Y HUX
paboTaio 25 yesoBeK, mpruoOpesr MOKO IIPorpaM-
My Feelings Customer Service Program. 310 66110
6osee 20 sier HA3ax,

Ha moem nepeoM rry6inuHOM cemuHape B Jlume
npuMepHo 15 sieT Ha3aJ IPUCYTCTBOBAJIA BCA Ce-
Mb4 npennpuHuMaresnei. Torga Bo BpeMs mpe-
3eHTauuu 4 cripoct: «Kakas komnanus g Ilepy
Haubonee Bcezo opueHmuposaHa Ha o6cy-
JcusaHue kaueHmos?» bosbiie AByX TpeTeu
ayautopuu oTBeTunu: «Maza3uH BoHz08».
(ITourtu B 99% ciryuaeB ayIUTOpUS HA MOUX CEMHU-
Hapax 3aTPYIHSIETCSI OTBETUTDb Ha 3TOT BOIIPOC.)

12
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Beedenue

Pa3 B HeCKOJIBKO JIeT 3Ta CeMbs IIpUIJIala-
Ja MeHs a1 o0ydeHus CBOero mepcoHasna. Ha
MOM CeMHHaphl IPUXOAUIO OYeHb MHOTO JIO-
neit, g 06yuan or 1000 mo 2800 uesoBeK 3a OIHO
zanaTre. YToObl BMECTUTD TPYIIILY TAKOTO pas-
Mepa, BoHram npuiuioch HOCTPOUTD CHeIHallb-
HbI 3a71. COTPYAHUKH KOMIIAHUU SICHO BUEJIH,
KaKyI0 I[eHHOCTh BOHTM BUASAT B MOUX UESX.
OCHOBHOM aKIIeHT BCerja Jenasacs Ha BOCIUTA-
HUU PeAIIPUUMUNBOCTU y epCcoHana. f yumn
COTPYAHUKOB 0OXOMUTH IPAaBUJIA B IOJIb3Y I10-
KynaTesjael U KaXX[Iblll pa3 IIPOIBISTb UHUIU-
aTuBy. fl mpepnyaran OKas3plBaTh He3aILUIAHHUPO-
BaHHBIE YCJIYTH, KOTOpPbIE HaBEpPHSIKA YIUBST
nokymnaresneit. Hanpumep, eciu peOeHOK ypo-
HUJI CTAKAHUKK C MOPOXKEHBIM, OeCIIaTHO JAaTh
€My HOBBIM WU JOCTABUTh JOMOU MOKYIKHU I10-
SKWJIOMY 4esl0BeKy, KOTOPOMY TPYAHO UX HEeCTU
CaMOMy.

Cpeny COTPYOHHUKOB OBLJIO MHOTO MOJIOIEKH,
U OIMH U3 HUX HeU3MEHHO IIOIHUMAJI PYKY U Io-
sopuit: «I-n Iloyn, HO ecnu mbl 3mo codena-
eMm, Hac ygonsam». Bcs aynuTopust B3pblBaiach
aryIONUCMEeHTaMHU B 3HaK cornacus. M Kaskabli
pas g npocun Mmucrepa BoHra, cuzaesiiero B 3a-
JIHEM DSy, BBINTHU U MOATBEPIUTb MOU CJIOBA.
U MbI roBOpHIH, UTO CeMbsi BOHTOB He Oyper ro-
JIONATh, €C/IA COTPYIHUKYU KOMITAHUHU OYIyT Tpa-
TUTh JeHbI'U HA 3a00TY O IOKYIATEJsIX.
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‘PeastbHblre LOJLHOMOUULSL

B 2005 r. KoMImaHus CMeHuJa CBOe Ha3BaHUE
¢ E. Wong na The Wong Group, uro siyuriie orpa-
JKaJIo CTPYKTYpY ee OusHeca. OHA cTasna KpyIl-
HEHIIIUM OIlepaTOpOM CyIlepMapKeTOB U TOPro-
BbIX LIeHTPOB B [lepy. B JIume, rae >kuBeT rmoutu
9 MuTH YestoBeK 13 29 MJIH HaceJIeHHs CTPaHbL, BoH-
'Y CJIABIJIMCh CBOUM BEJIUKOJIEITHBIM O0CITY>KUBa-
uueM. [Tocnequuii pas, Koraa s ¢ HUMHU padoTal,
y Hux 66u10 60s1€e 10000 COTPYAHUKOB, 34 Mara-
31HA U OHJIANH-OU3HEeC, U3BECTHBII BO BCEM MUPE.
06beM npopaxk cocrasis mopsaaka $1,1 mupa.
dupma KoHTponupoBaia 63% ppIHKA U CUUTA-
nack yummmM paboromgarenem: HU OJTHA koMm-
[IaHUS He UMeJIa JIyYIllel peryTanuy B 001acTu
3200TBI O CBOUX COTPYAHUKAX.

17 nexabpsa 2007 r. The Wong Group 6bL1a 1po-
naHa nmpuMepHo 3a $900 MIIH YHIUICKOM KOM-
rmauuu Cencosud. Ha ceromusmnmii eHb ee phl-
HOYHAs CTOUMOCTb PE3KO YyI1aja, U Cyap0a ObIB-
IIero NepyaHcKoro KOpoJs CyrnepMapKeToB Ha-
XOJINUTCS 10T BOIIPOCOM.

[IpoGsiemMa B TOM, UTO HOBBIH BJIaiesIell, [I0-BU/IH-
MOMY, HE IOHUMAeT, UTO OH KynuJIL [IpeskHss co-
Cpel0TOYEeHHOCTb Ha PAa3BUTUU CaAMOCTOSITE b~
HOCTH ¥ MHUIIMATUBHOCTH IIePCOHAA IIPU 00-
CJIy>KUBAHUM IIOKyIIATeNIei u Ha 3aboTe 0 Co-
Tpyauukax ocinabna. Kommauus The Wong

Group Bce elile HOMep OMH, HO OBICTPO TepsieT
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Beedenue

PBIHOUYHYVIO JIOJI0, IPOUTPHIBAsl CBO@MY KOHKY-
penty Supermercados Peruanos.

Kak TOJIBKO pPYKOBOJACTBO IEpECTaeT yIAessATh
BHUMAaHUeE CTPATeruy Pa3BUTHS CEPBHUCA, IIPeI-
npusaTye 3a0bIBaeT PO KAUeCTBEHHOE 0OCITYKU-
BaHMe KJIUEHTOB. A BMeCTe C 3TUM OHO TepsieT
CBOIO JIOJIIO HA PhIHKE U IPUOBLIH, KOTOPBIE, K CO-
SKQJIEHUIO, [IOYTH HEBO3MOXKHO BOCCTAHOBHUTD.
Bcero 3a iBa roga TOproBoit MapKe 1 phIHOYHOM
nose The Wong Group 6b11 HaHeCEeH HeIloIpaBy-
Mblit yiep0. Panee The Wong Group 6bu1a npu-
MepoM KOMIIAaHUH, B KOTOPO! aKTUBHbIE, HaZle-
JIeHHbIE TI0JTHOMOUUSMU COTPYAHUKY ObLIN Ha-
1eJIeHbI Ha IIPeI0CTaBJIeHHe IIPEBOCXOIHOrO0 00-
cry>kuBaHus. OHA [IOHUMAJIA BCe [IPEeUMYIeCTBa
HMHUIUATUBHOIO [IePCOHANA U 9KOHOMUYECKHIT
saddexT or ero gercreusd. 3a00TIMBOE OTHOIIIE-
HUeE K COTPYIHUKAM U [TOKYIIATEISIM He YMEeHb-
111aJ10, & YBEJIMUUBAIIO ITpuObUTH. OOCTYKUBAHUE
KJIMEHTOB IO-TIPeXKHEMY OCTAeTCs B LIEHTPe BHU-
MaHus ceMbU BoHTr. Ee HOBBIN TOProOBBI IIEHTD
Plaza Norte — caMplif KpYIHBIN U POCKOIIHBIN
B [lepy — cTpout cBOit Openz Ha poyHOM GyH-
JlaMeHTe CTpAaTeruy Pa3BUTHUS CEPBHUCA.

Bo BpeMs HegaBHero mmyTemiecTsus B Ilepy ¢ cHO-
Ba BCTPETUICS C TOCIOgUHOM BoHrom. fI He Mmor
cliepXaTth YAbIOKY, KOrja TOT OBICTPO, CJIOBO
B CJIOBO, IIOBTOPUJI OAHY U3 MOUX (pas, KOTOPHIM
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‘PeastbHblre LOJLHOMOUULSL

S YUWI TBICSYM ero COTPYAHUKOB: «Camocmosi-
meJibHOCMb NePCOHANA — 3MO MUJLIUOHbL, MUJL-
JIUOHBL, MUJTUOHBI U MUJLIUOHBI OU€Hb 00B0J1b-

HbIX KJTUEHMOB».

Uctopus The Wong Group BoBce He IBIgeTCS
HUCKJIIOYEeHHEM; I MOT'Yy IIPUBECTH MHO>KECTBO
JIPYTUX IIPUMEPOB TOTO, KOT1a IPUHSITHE OTBET-
CTBEHHBIX pellleHUI COTPYAHUKAMU MPUBOIY-
JI0 K ycrexy. TeM He MeHee IpuMep KOMIIAHUU
The Wong Group sIBng€eTCS OMHUM U3 JTYUIIHX
Oaromaps CBO€N JJIMHHOM UCTOPUU U OOUIIHIO
JIOKYMEHTAIbHON HHGOPMALIUU O TOM, KaK ObLI
JIOCTUTHYT YCIIeX.

Yumaiime dasbuie, ymoObl y3HAMb 0 MOM,
KaK camocmosamenbHOCmb U uHUyuamus-
HOCMb MOJXcem ycuiums 8aul yCnex...
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YacatoLme @akTbl

Sl He Bepro, UTO MOXKHO CTATh JIUIEPOM CEpBU-
ca 6e3 Ha/IeJIEHHOTO ITOJIHOMOYHUSIMU [I€PCOHA-
n1a. Sl Hu pasy, HU B OIHOI TOYKe 3eMHOrO 1apa
He BCTpeuasl TeHepajlbHOro JUPEKTOopa, KOTO-
Pl OBl HE COIMIACHIICA C MOEHN KOHIIeNIHen
MIPeAIPUUMUNBOCTHU, COCTOSIIENH B TOM, UTO CO-
TPYZHUKU IOJDKHBI IPUHUMATD PellleHUs Ha Me-
CTe B I0JIb3Y KJINEHTOB. Bce reHepasybHbIE JUPEeK-
TOpa CYUTAIOT, YTO UX COTPYAHUKU PEIIUTEIbHbI
B HY>KHBIM MOMeHT. Ho Ha fiesie 5To oka3biBaeTcs
COBEpIIEHHO UHAUe.

Jlaske camble KJIMEHTOOPHUEHTHUPOBAHHbIE KOM-
naguy, Takue Kak Nordstrom, TD Bank u Dell,
CTAJIKUBAIOTCS C CEphe3HBIMHU ITpoOIeMaMu. OHU
HE MOI‘YT 3dCTAaBUTHh CBOUX COpr,I[HI/IKOB IIpu-
HUMAaTh OTBETCTBeHHbIe perneHus. [[ppMepHO

90% BCex He3aIIaHUPOBAHHBIX JeNCTBUI CTOSIT

NHUIAaTUBHOCTD
mnepcoHasua —

aro Mud:

TOrZa KaK BCe
reHepajbHbie
JHUpEeKTopa
yOesKaeHbl

B IIpEeATIPUUAM-
YUBOCTH CBOHUX
COTPYAHHKOB,

Ha zene Te boarcsa
NPUHATH Ha cebs
U MaJIelIIyio
OTBETCTBEHHOCTb.
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«[TonoBuHa

JACHET, KOTOPbIEC
MBI TPATUM

Ha peKJiamy,
TPaTUTCS BIIYCTYIO,
u npobemMa B TOM,
YTO MbI HE 3HAEM,
KaKasi 93TO
IIOJIOBHHA».

Jlopn JleBepxymnbM,
6pumarckuti
¢unanmpon, ocnosamev

komnanuu Unilever
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menbite $50. Cets oreseit The Ritz Carlton ycra-
HOBHUJIA MOTOJIOK B $2000, KOTOpBIE COTPYIAHUK
MOSKeT HOTPATUTh II0 CBOEMY YCMOTPEHHUIO, UTO-
OBl peruTh IpobemMbl KiueHTa. CpeHuii roCTh
BO BpeMs IpeObIBaHUS B OTEJIe TPATUT THICIYU
JI0JUIapOB, IO3TOMY TaKasi CyMMa BIIOJIHE Pa3yM-
Ha. Bo3MOXXHO, B BaIe KOMIIAHUY JIMMUT JI0JI-
skeH coctaBndTh $200 uau $500. Tem He MeHee
oOYAUTh COTPYAHUKA IPUHATD pellleHrue CTO-
UMOCTbIO $25-50 B [10/1b3Y KJIHEHTA Ype3BbIuaii-
HO CJIOKHO. [71aBHAs MpU4nHa, IIouemMy COTpya-
HUKU He XOTSIT IIPOSIBJIATh UHULIMATUBY, — CTpax
OBITh YBOJIEHHBIM. ECJIM MM IPUXOIUTCS BHIOU-
paTh MeXAy YBOJIbHEHUEM U II0Tepell KINeHTa,
BBIOOP OUEBHUJIEH.

JIyumuii crioco6 3TO IPOBEPUTH — MONPOOOBATH
MIPEeJIJIO>KUTh COTPYAHUKAM B KOMITAHUH, T€ Bb
paboraere, HapyIuTh IipaBuiia. CIIpOCHUTE Y HUX:
«YUTO CIIyuyuTCs, €C/IU BBl IIpUMeTe OTBEeTCTBEH-
HOe peltieHre caMu?» CKopee BCero, OHU 3acMme-
10TCS U OTBeTAT: «Camu? Bel iirytute?» U eciu Bbl
Oyzere HACTaUBATh, B 95% CIy4aeB BaM CKaXyT,
YTO UX YBOJIAT.

Takoe ke OTHOILIEHKE, CKOpee BCEro, mpeod;iana-
eT U B Ballleif KOMITaHUU. ECJT COTpYIHUK He Ipu-
HUMaeT HeoOXOAMMOrO pPeIleHus JINYHO, KIIU-
€HT MOJKeT YiT! U 60sIbIlie He BepHyThCs. Tosb-
KO OU€Hb HEMHOTHE JKaTYIOTCSI WIA 00PaIaioTCs
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Tnasa 1. Vacacarouwjue pakmsr

CO CBO€I1 IIP06JIEMOIA K BBIIIIECTOAIIEMY PYKOBOI-
CTBY. bonbIMHCTBO MpocTo yxoauT. HekoTopeie
PYKOBOIUTEIHU OOSATCH, UTO COTPYAHUK MOSKET II0-
TPATUTh CJIUIIIKOM MHOTO. fl mog03peBaro, 4To I10-
JIOBHHA BaIlIero OI0KeTa Ha MAPKETUHT TPATUT-
c4a Brycryio. [Ipo6eMa B TOM, YTO HUKTO He 3Ha-
eT, Kakas 3To nosnosuHa. Korga Bel pa3meraere
peKyiaMy B raseTe, Ha Pajivio WIH TeJleBUJIeHUH,
MaJio KTO BOOOIIe oOpaiaer Ha Hee BHUMAaHHE.,
Jleso B TOM, UTO JIFO[IU [IEpeCcTaaIu BepUTh peKiia-
Me. VI3 Tex ke, KTo 0OpalliaeT BHUMAaHUe Ha BaIlly
pekamy, ellle MeHblllee KOJIMYeCTBO pearupyer
Ha Hee. O Tex HEMHOTUX, KTO pearvupyer, Bbl HU-
Yyero He 3HaeTe: KTO 9TU JIIOAU U YTO 3aCTaBIId-
€T UX IIOKYIIATb. BosbmiuucTBO CIIennuaJncCToB
10 MapKeTUHTY YTBEP>KAAIOT, YTO OHU 3HAIOT OT-
BET HA 3TU BOMIPOCHL, HO HA JieJie 3TO He TaK.

Ho BOT y Bac B pyKax peasbHO CYIIEeCTBYIOIIUI
KJIMeHT, ¥ 4TO-TO UJeT He TaK. Bai coTpyaHUK
MOJKET JIETKO PEIIUTh ero mpobsemy, eciu mpo-
SABUT HEMHOIO MHUIIMATHUBLI 1, BOGMOJKHO, IIO-
TPaTUT KaKue-TO JleHbru. be3ycsoBHO, y Bac
nMeercs OOKeT HAa MapKeTUHr. Tak He Jy4-
11I€ JIU [TIOTPATUTDh 3T JEHbIW HA TO, YTOOBI Cie-
JIaTh JOBOJIBHBIM KiHeHTa? UTo camoe I10xoe,
YTO MOXeT CIyuuTbcss? COTpYIHUK MOKeT OT-
JlaTh CJIMIIIKOM MHOTO. B aTOM ciiyuae Bh Oy-
JeTe MMETb OU€Hb JOBOJIbBHOTO KJIMEHTA. Ecnu
Bbl OymeTe MMeThb MHOTO OY€Hb JOBOJIBHBIX

Ecnu BoI Oymere
HMeTh MHOTO
OYeHb JIOBOJIbHBIX
KJIMEHTOB, BbI
Oyznere BirageTb
PHIHKOM

U 3apabaTbIBaTh
ropasnio

OoJIblIIe JieHerT,

4eM NpeACTaBIISIH

B CBOUX ME€YTax.
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KJINEHTOB, Bbl 6YJ_IETE BJIag€Tb PBIHKOM H 3a-
pa6aTbIBaTb ropasao 0oJbIIIe JACHET, UEM IIpea-

CTaBJISAJIU B CBOUX MeYTax.

HarnsagHbiii npumep
OTCYTCTBUS NOJTHOMOUMIA

S mpoxoaui perucTpaluio Ha peiic u3 MuHHea-
nonuca-Cenr-Ilon 8 CansBagop. U He npexrio-
jlaraji, uTo BbIXOn aBuakomnauuu Continental
Airlines u3 anbguca Sky Partners Kak-To moBIHI-
et HA Moe mryTeriectsue. B Delta, koTopas Bxomu-
Jla B 3TOT aJbsgHC, Y MeHs Obl1 craTyc Platinum
Elite, KOTOPBII IPUCBAUBAJICS YACTO JIETAIOIIUM
racca>kupam.

Corpynuuna Continental Airlines 3a croiikoii pe-
THCTPAIU ITACCAKUPOB IIEPBOTO KyIacca Mpesy-
mpeauaa MeHs, uTo HpuHaTsie B Delta HOpMbI
[IpOBO3a Oaraka y HuX 0oJbllle He JeiCTBYIOT.
Y MeHs ObUIO TPH Bellly; 1B BECHIIH I10 55 QYHTOB,
TpeThsl — 45 PyHTOB. PaHbliile 1 MOT IPOBO3UTD
c coboii Tpu Beru BecoM 110 70 GYHTOB KasKaasl.

CoTpyaHUIIA 3a9BUJIA, UTO £ JOJIKEH 3aI/IATUTD
cOop 3a IIpeBhIIIeHE Beca 3a 1Ba MecTa baraxka
U IOIUIATUTD 32 JOIOJIHUTEIHHOE TPEThE MECTO.
$1 6B He B KypCe TOTO, YTO HOPMBI ITPOB03a 6a-

ra>xa U3aMeHHJINCh.

20

Kynutb kHUry Ha camte kniga.biz.ua >>>



https://kniga.biz.ua/book/management/-1/2149/?utm_source=site&utm_medium=pdf&utm_content=2149

Tnasa 1. Vacacarouwjue pakmsr

Ona moypkHA ObTa CKAa3aTh MHE CIIEAYIOIIee:
«I-n Illoyn, Continental Airlines sviwna
u3 anwvauca c Delta. Mbt 61 xomenu, umo-
6bL 8bl Gonbwe emanu ¢ HaAMu, NO3MoOMy
s He 6ydy mpebosamsb ¢ gac donniambl u HaA-
detocb, umo mbl 6ydem uauye sudems Bac
umenHo 8 Continental Airlines». Bo3aMo>XHO,
g momnaga B 1% caMpIX 4acTo JIETAIOIIUX Iac-
CaKUpoB. Eciu 51 He SIBJISIIOCH UX 11€JIEBBIM KJIH-
€HTOM, TOTZa IIPOCTO He IPEeJCTABIISII0, KTO UM

SBJISIETCA.

B uTOre s BBHIHYJI JIUIIIHKE BEIU U3 IBYX CY-
MOK U ITepeIOKUI UX B PYUYHYIO Kiaaab. C MeHs
B3SIIU IUIATY 32 TPEThe MEeCTO, IPEBPATUB MEHS
B OUeHb HeIOBOJIbHOro KiaueHra. C Tex mop
B Te >Ke IIYHKThI HadHaueHus B JIaTUHCKOM AMe-
pHUKe { MPeAIIOYUTasl JIeTaTh aBUAaKOMIIAHHeH
Delta.

JTa COTpyAHMIIA HUKOTrAa He IPUHNMAasIa OTBeT-
CTBEHHBIX PEeIIeHU; BEPOSITHO, e 3allpeliaioch
ato menatb. Pupma Continental Airlines Tpa-
TUT MHWJUIMOHBI JOJJIAPOB B MECSL Ha peKyIaMy
IUIS TOTO, YTOOBI IPUBJIEYb BHUMAHHUE TEX He-
MHOTHX JIIOJIel, KOTOpPBbIE JIeTAl0T JOBOJIBHO Ya-
cro. I BOT nepes HUMHU 4eI0BeK, KOTOPBIM JIeTa-
eT IIOCTOSIHHO, U OHUM pa3pylIaloT OTHOIIIEeHUS
¢ HuM u3-3a $100. B utore 1 MHOTO Mecs1ieB U3-
6eran Continental.
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MHUIIMAaTUBHOCTD JOJIKHA OIJIAYUBATHCS U3
CPEJICTB, BBIZEIAEMbIX HA MAPKETHUHT, a OI0fIKe-
ThI HA HErO y OOJIBIIMHCTBA KOMIIAHUI KaXKyTCS
HeorpaHuyeHHbIMU. HO 1moueMy-To MapKeTHUHT
0OBIUHO He CBS3BIBAETCS C OTBETCTBEHHBIMU JIEM-
CTBUSMH paOOTHHUKOB IIepeHero Kpast. JIoBoJb-
HO UHTEPEeCHO, UTO, KOTa COTPYAHUK IPUHUMAeT
CaMOCTOSITeJIbHOE pellleHUe, OH 3aIlyCKaeT yCT-
HYIO pekyamy, Kotopas B 10 pa3 adpdexTuBHee
u B 10 pa3 nemesse 06pruHoOIL. [I0-M0OeMy, 3TO ca-
Mas MpaBUJIbHAS TPaTa MAPKETHHIOBBIX CPEJICTB.
Bce mou KomnbroTepsl Ky1ieHsl B Dell, Ho mpak-
TUYeCKU HUKTO B KOMIIAHUU He MOXXeT IIPUHU-
MaTb OTBETCTBEHHBIX peIleHul. BaM Hy>XXHO
IIOCJIAaTh IMTUCHMO 10 3JIEKTPOHHOM IIOYUTE JIMUYHO
Matikiy [esny, uToObl JOOUTHCS HEOOXOIUMOrO
perrenus. B kommnanuu, rae paboraer 96000 co-
TPYAHUKOB, IPUXOAUTCH 00OpAIaThC K reHe-
pajabHOMY AUPEKTOpPY!

ITO IMPEBOCXOHBIN MpUMeEp TOrO0, KaK KOMIIa-
HUS nepectana POKyCHpOBATh CBOe BHUMAHUE
Ha KJINEHTe U B pe3yJibTaTe II0Tepsuia MAUUIUOHBI
J0JUT1apoB pUbbLIK. Ee ak1uu yaau B CTOMMO-
ctu noutu Ha 50% mocse Toro, Kak Matiki Jlemnn
B IIepBbIi pa3 ymiesn B oTcTaBKy B 2004 r. OTBert-
CTBEHHBII, HaJIJICHHBIN II0JITHOMOUYMSIMU I1€PCO-
HaJI MOXKeT BocCcTaHoBUTD B Dell kynbTypy 06-
CIIy>KUBAHUS U BEpHYTh KOMIIAHUM [IEPBOE Me-

CTO B peiTUHTe MUPOBBIX JIUepoB npoaax [1K.

22

Kynutb kHUry Ha camte kniga.biz.ua >>>



https://kniga.biz.ua/book/management/-1/2149/?utm_source=site&utm_medium=pdf&utm_content=2149

Tnasa 1. Vacacarouwjue pakmsr

[Ipennpusdarug TpaTAT MUJUIMOHBL JOJIAPOB
HA TO, YTOOBI KYITUThH 3€MJII0, IIOCTPOUTh Mara-
3UH U 3aII0JIHUTB ero JIy4IINMU TOBapaMHu, U BCe
paau ogHOro — pajau kiaueHta. Ho korzaa Tot mo-
SIBJISIETCS, OHU IIOPTAT BCe neso. [lorpaueHHbIe
BpeMs], CWIbL, ICHbI'Y — BCE IIPOIAaJa€eT BIIYCTYIO,
€CJIY 3aKa34KK YXOAUT U OOJIbIIIE He BO3BpAIla-
ercs. HemasHO psimoM ¢ MOuM OMOM B biryMuHT-
TOHe, TaT MUHHECOTa, anTeuHas cetb Walgreen
peluia OTKPBITh HOBBI IIYHKT, UeMy 51 ObUI He-
CKa3aHHO pafl. I He Mor 10KIaThCsl, KOraa CMOry
IIepeiTy Ha PelenTypHOoe 0OCIy>KUBAHUE B HO-
BYIO AITEKy U3 TOM, B KOTOPOH 00CIY>KUBAJICS
JIO 3TOTO BpeMEeHU — MEJIJIEHHO, HEKOMIIeTEHTHO
1 710poro. B ieHb OTKpBITHS 51 ObLI B HOBOM ITyH-
kTe Walgreens yke B 8:05 yTpa, HaBepHOe BTO-

PBIM WX TPETBUM IIOKYIIATEIIEM.

3aMecTUTeNb AUPEeKTOopa TeIlIO OIPUBETCTBO-
BasIa MeHs y Bxojia. f cripocu ee o TOM, Ipexy-
CMOTpEHBI JIU KaKue-Iub0 CIieruasbHble pe-
JIOKeHUsl Il TMOKyIaTeseH, IepexoasIux
Ha penerntypHoe obcnykusanue B Walgreens.
Ona cka3zaza, YTo HU4ero He IpeyCMOTPEeHO.

Kak mpaBuio, Korja OTKpbIBaeTcsl HOBas ar-
TeKa, BaC BCSYECKHU IMOOLIPSIOT IlepeBecTH
CIOZla M3rOTOBJIEHHE JIEKApCTB IO pellernTaM.
Anreka MoxXeT 3apaboTaTh XOpOIIHE JeHb-
ru, Korga JIOAd UAYT 3a MPOMHUCAHHBIMU
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JIEKApPCTBAMMU U IIOIIYTHO IMOKYIIAIOT APYTHUE TO-
Badpkl. A JIerCTBUTENIbHO XOTeJ IIOMEHTD arTe-

KU U IIPpHU 3TOM 3aKJIIIOUUTDH COEJIKY.

S1 cipocuIt 3aMeCTUTeIs, MOYKET JIM OHA IIPUHATD
oTBeTcTBeHHOE perieHue. U yeabiman: «HET» —
[IOTOMY UTO €€ YBOJIAT. (ITO ObLI e€e IIepBbIit IeHb
Ha HOBOM paboueM MecTe, a OOJIBIIMHCTBO pa-
OOTHUKOB He XOTIT OBITh YBOJIEHHBIMU, 0COOEH-
HO B camoM Hauaste.) OHa [103BaJa JUPEKTopa,
KOTOPBIH [IPUIIIEJT BMECTE C APYTUM CBOUM 3aMe-
cruresieM. OHU CKa3aJId, YTO B IIPUHIIUIIE Y HUX
IIpeyCMOTPeH KyIOH Ha $25, HO OHM HE MOTYT
HApYIIUTh IPABUJIA U AaTh MHE ero ceiuac. 3a-
TEM IIPUILe]I PErMOHAIbHBIN MeHeIKep, KOTO-
PBIii TAK>Ke He ObUT YITOJTHOMOYEH IPUHSTD «BaK-
HOe» pellieHrie CTOUMOCTBIO $25.

Yerblpe MeHeKepa ObLIU He CIIOCOOHBI IIpe-
NPUHSITh CAMOCTOSTeIbHbIe JEHCTBUS CTOU-
MoCTbhIO $25, uTOOBI COBEPIIUTD HEMEIJIEHHYIO
MPOJIasKy C JOJTOBPEMEHHBIMU ITOCJIEICTBUSI-
mu. [TocMoTpuM MpaBie B I71a3a: eCJIU IasKe py-
koBoacTBo HE MOJKET npuHSTH OTBETCTBEHHOE
pellleHue, YTO MOKHO OKHAATh OT PSIAOBBIX CO-
TPYAHUKOB? JIUpEKTOp CKasal, uYTO 4Yepe3 JBe
HeJleId OHU 3aIyCTSAT pekjaaMy B raserte. J noi-
JKeH JTOKIAaThCs BBIXOJIAa pPeKJIaMbl, BbIPE3aTh
KYIIOH W MPUITH C HUM B aIlTeKy, YTOOBI BOC-

MI0JIb30BATbCSI CKUJKOU B $25 Sl xoTes ckasark:
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«Bbl wwymume? 30ech nobauzocmu Haxooumcs
20 anmex, a 8bl xomume 3acmasums ueJloBeKd,
KOMOpbIil 20Mo8 CMamb 8aAUWIUM JIOSIbHbIM KJIU-
eHmom, ycdamb 08e Hedeau padu cKuoku 8 $257»
Sl He cKa3aJI HUYEro U, Kak OOJIbIIMHCTBO JIIOMIEE,

IIPOCTO yIIeJL.

Cosmaercs BrevaT/IeHHe, YTO UM HUKTO HUKOT-
Jla He TOBOPWJI IIPO KaueCTBeHHOe 0OCIIy>KHUBa-
HUe, OIIBIT KJIMEHTOB U Tepefayvy MOJTHOMOYHL
coTpyaHuKam. Bce ux BHMMaHMe ObLIO cOCpeso-
TOYEeHO Ha peknaMe. Kommanuu BooO1e peako
IIOHUMAIOT BCe BO3MOXKHOCTH CTPATEeruu yiayd-
IIIEHUs CEPBUCA U TO, KaK OHA IIOPOKIAeT CAMYIO
sbdexTuBHYIO U neleBy0 GopMy peKIaMbl —
YCTHYIO. Sl TOMOral KOMIIAHUSIM IIOBBIIIATH
KyJIBTYPY CepBHUCA U 00y4aTh CBOMX COTPYIHH-
KOB 0e3yIpeuyHoMy OOCIY>KMBAHUIO KIUEHTOB
¢ manexoro 1980 r. Torma ke g 0OpaTHI BHUMA-
HHe Ha To, uto [IOUYTH Bce KOMIIaHMU IOMeIIIa-
HbI Ha pekyiame. OHU He KOJe0JISICh TPATSIT IieJIble
cocrossHus Ha MapkeTuHr. Komnanus Walgreen
OTpaTuiIa B BIYMUHITOHE THICSYU AOJIIAPOB
Ha OAHY TOJBKO peKkiamy B razere. [lo Moum
OLlIeHKaM, Ka>K/IbIi1 YeI0BeK, OTpearupoBaBIINiL
Ha Hee, obomresca pupMe He MeHblle ueM B $50,
1 970 6e3 yuera ckunku B $25. Eciiu 661 Walgreen
IIPUIIIA B MECTHYIO ra3ery, Ha pajuo WU Teje-
BujeHue ¢ $25 B pyKax ¥ 3aX0Tesia 3aKa3aTh pe-
KJIaMHYI0 KaMITaHUIO IS IIPUBJI€UEHUST HOBBIX
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KJIMEHTOB, CKOJIbKO CJIOB WJIM CEKYH]T OHA ObI MOT-
Jla KyIUTh B KaskaoM uz CMU?

Pa3BuTHe aKTUBHOCTU IIepCOHAja — BOT Map-
KeTUHI. Bce COTpYIHUKU eKeTHeBHO JOJIKHBI
IIpecsieloBaTh OJHY-eJMHCTBEeHHYIO I1eJIb, U 3Ta
LeJib — JIeaTh KJIUeHTOB CYacTIUBBIMU. Bce
OYeHb IIPOCTO: Y/IBIOAOIIECS [IOKYIIATETH BO3-
BPAILlAIOTCSI CHOBA U CHOBA U IIPUBOST C COOO0T
Ipy3ei. JTO Co3/iaeT iBe OYeHb LieHHbIe Belllu —
JIOSIBHOCTDb KJIMEHTOB U YCTHYIO peknamy. Ye-
THIPE PYKOBOIUTEJIS], HECIIOCOOHBIE IIPUHSTD Ca-
MOCTOSITEJIbHOE pellleHre CTOUMOCThIO $25, mmy-
ratoTr MeHs. I ObUT UX IIePBBIM KJIMEHTOM, HYK-
JAOMUMCS B PELENTyPHOM OOCIY>KUBAHUM.
U mor 6BI OCTAThCS C HUMU HA JOJITUE OB, Jie-
J1asl peryJisipHble IOKYIIKKA U o0ecrie4nBast 10J1-
rOBpeMeHHbIe MTPOJIasKH, IPUHOCSIINE ThICSIYN
JI0JIJIAPOB PUOBLIH.

f Tak u He yBUJAeJN peKjIaMy U He Ieperies
B Walgreen. {I mpeamnouen anteky B MECTHOM
cynepmapkere. OgHAaKO MHe J0 CUX IIOp UH-
TepecHO, KaK BBICOKO IO I[e[I0YKe MHCTAHIUN
HY>KHO IIOJHSITHCS B 3TOM KOPIOPAIHH, IIOKA BB
He HalifieTe KOro-To, KTO IIPOSIBUT MHUIUATU-
BY U CMOXXeT IIPUHSTb OHO IIPOCTOE pellleHue.
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Tak uTo ke Takoe
MHULUMATMBA?

KomnaHuu roBopsIT, UTO OHU XOTST BUAETh Cpe-
1 CBOUX COTPYAHUKOB TBOpYECKHE JIMYHOCTH,
JIFOZIEM, CITOCOOHBIX K HECTAHAAPTHOMY MBIIILIe-
HUIO. 3aTeM OHU IIPOCST IIPUCIATD CTPOTO CTPYK-
TypUpOBaHHbIE Pe3loMe, IepeuUCIISIONIre BCe Te
yeji0BeuecKue KauecTBa, OT KOTOPbIX OHU ITbITa-
10TCs n30aBUTHCA. Kora ke OpraHusariyu mo-
MYT, UTO UCIIOJIb30BaHUe CTaHAapPTHBIX IIpOolie-
Iyp HaifiMa MOSKeT AaTh UM JIUIIb TO, YTO Y HUX
y>Ke eCcTb: pabOTHUKOB CpenHero ypoBHs? Um
HY>KHO U3MEHHUTbH MOPSIOK IIPHeMa TAKUM 00-
pasom, uToOBI IPUBJIEKATH CAMBIE IPKHUe U OJie-
CTSIIMe VMBI CBOelt oTpacinu. 1 3atem nmonzep-
SKUBATb UX YCIIEeX.

[lenbio m000i KOMIIAHUM JOJIKHO OBITH IIpU-
IJIallleHue JIIfel, KOTopble He 60ATC Bbie-
auThca. K cokajeHuro, cucreMa HalaXXeHa
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‘PeastbHblre LOJLHOMOUULSL

TAKUM 00pa3oM, YTOOBI OBICTpEE HAHUMATD TEX,
KTO yMeeT MPUCIOCAOIUBATHCA. ITO IMOXOXKeE
Ha TO, KaK IIKOJIbHBIN YUUTEIIb II0JIyYaeT IauKy
couMHeHuil. UaeanbHo opopMIeHHbIe, HallMCaH-
Hbl€ aKKYPaTHBIM II0YEPKOM, OHH IIPOCTO ITIOBTO-
PAIOT CJIOBA Itearora. Yem jiydire KTo-To IIOBTO-
PUJI CKa3aHHOE, TEM BBIIIIE OLIEHKA.

KoMnanum u oTpacnu, rae paBeHCTBO SBJIS-
eTcsd HOPMOM, B OOJIBIION CTEIEeHH 3aBHCAT
OT UHUIIMATUBHBIX COTPYAHUKOB. Kak mpasuo,
K TAaKUM MPEINpUITUIM U chepaM JesaTeIbHO-
CTHU TATOTEIOT JIIOY C HE3aBUCUMBIM MBIIILIEHH -
€M U CTpeMJIEHUEeM Ka’KAbIN JeHb IPUBHOCUTH
B CBOIO paboTy BCe siyuriiee. 3a4acTyr0 HECIIOCO0-
Hble OCTAaBAThCA B TEHU, OHU SIBJISIIOTCS IIPUPOXK-
JIeHHBIMU HOBATOPAMHU, IIOCTOSIHHO OpOCAIOIu-
MU BBI30B BCEMY UCIIBITAHHOMY U YCTOSIBIIIEMYCSL.
OnHu He cornacHBI JOBOJIBCTBOBATHCS CPETHUMU
pesyibTaTaMu U rOTOBBI paboTaTh CBEPXYpPOU-
HO, 4TOOBI HAXOAUTH COBEpPIIEHHbIE PEIleHU.
OHu nake He 3HAIOT O TOM TOUKEe HA IOJITYTH,

rae OCTaHaBJIMBAETCA OOJIBIIMHCTBO JIIOJIE.

Muposas sKOoHOMUKA MeHseTcda. OHa yrposkaeT
OCTaBUTh 32 OOPTOM KJIACCHYECKOTO COTPYIHU-
ka. Ceromusa pabOTHUKYU OOJIbIIIE HE MOTYT pac-
CUUTHIBATh HA TAPAHTHUPOBAHHYIO 3aHSITOCTD
1 HeIIblJIbHbIE NOJIDKHOCTH, I'l€e OT HUX Tpe6y—

eTCs TOJAbKO OJHO: KaXKJIbIU IeHb IIPUXOOUTD
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dnaea 2. dllak umo nce makoe uHuyuamusa?

Ha paboTy, BHIIOIHATH [IPUKA3bl U U30€eraTh pu-
cka. CrenyooieMy MOKOJIEHUIO MIPUIETCS UC-
I10JIb30BATh BCE CBOU YMEHUS U TAJIaHThI, YTOOBI
IpoaBath ce0s CBOMM KJIMEHTaM U paboroiare-
JISIM €5KeTHEBHO U B KAXKIOM JieJie. 3aKOHYMIIUCh
BpeMeHa, Koraa paboTanu OT 3BOHKA JI0 3BOHKA
1 uzberanu HayanbCTBa. COTpyaHUKAM OyayIie-
ro IpuAeTcd ObITh O0Jiee aKTUBHBIMU, TBOPYE-
CKUMH, TAJIAHTIUBbIMU U, [JIABHOE, CIIOCOOHBI-

MHMU IIPOABJIATb UHULIATHUBY.

Hcnonb30BaHKe IOJHOMOYME [IO3BOJIUT BaM
OBICTPO MPUHUMATD PeIIeHUs 10 COOCTBEHHO-
MY YCMOTPEHHUIO ¥ 00€CIIeUUT OUeHb JOBOJIbHBIX
KJIMEHTOB. JTO IIOMOKET BbIIEJIUTbCI HA QOHe
Macc, JKaKAYIIUX [TOJIyYUTh Bally padoTy. UHu-
L[UATUBHBIE COTPYAHUKY [IPe0OpasAT JIUIIO0 KOM-
NAHUU U CHENAI0T ee KOHKYPEHTOCIOCOOHOI],
CWJIBHOI, pacTyiei u crabunbHoiL. Bol Oymere
IIOPasKEHBI TEM, UTO MOKET CIE/IATh IIPEANIPUHIM-
YMBOCTD JJIS1 BAC U BAIIEro IMPeIIIPUITH

«Ipedocmasumb camocmosmeabHOCMby — 3Ha-
UUT HAJeJIUTh BJIACTbIO WIH IOJIHOMOouuaMu. Ta-
KHe COTPYAHUKU 001afaoT HeOOXOAUMOI OT-
BETCTBEHHOCTBIO JIJISI IPUHATHS OBICTPBIX, IPa-
MOTHBIX U OIIEPATUBHBIX, <HA JIETY», PEIlleHu,
YTOOBI IOMOYb 3aKA3YHUKY, [IPOJABUHYTH BIIEPE]]
[IPOEKT WK pemuts rnpobnemy. Korna pupma
[IPeZOCTABIISeT BaM IIOJIHOMOYHKS, OHA OKUAET,
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«[IpemocraBUTH
CaMOCTOSATENb-
HOCTH» — 3HAYHUT
HAJIeJIUTh BJIACTHIO
HJIH IIOJIHO-
MOYHUSIMH

U pa3peninuTh
IeHCTBOBATh

HAa CBOE

YCMOTpEeHHe.
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‘PeastbHblre LOJLHOMOUULSL

4YTO BbI 6YIL€Te HCIIOJIb30OBATDb BCE€ CBOU HABbIKU,
d TAdKJXXE€ BCE€ MMEKINHUECA B BallleM pACIIOpA-
JKEeHHHU CpeacTsa, uTOOBI IIPUHHUMATDb pEelIeHMs],
BBITOOHBIE JIVISI BCEX 3dMHTEPECOBAHHDBIX JIUII...
HE KOHCYJIBTUPYACH C IISITBIO PA3JIMYHBIMH Me-
HeIKepaMu WIW UHCIIEKTOpaMH. JTO caenaer
BAC XO3IMHOM I10JIOKEHUS U 3aCTaBUT KA KIbIH
JE€HDb COBEPIIEHCTBOBATDHCS U IIPOU3BOIUTD BIIE-
YaTiIeHue.

[lomyMmatiTe 0 Baliel IeHHOCTU KaK COTPYIHU-
Ka. KakoBa Bara UICTUHHAS CTOUMOCTD JJISI KOM-
[IaHWH, B KOTOPOIi Bbl paboTaeTe Ui MOKeTe
paborats B Oyaymem? HackonbKo Bbl OOJIbIIIE,
YeM IIPOCTO KOCTIOM WiIH YHUGOPMA, KOTOPYIO
HazeBaeTe KaxKAblil 1eHb? YeM BBl BhIZE/ISETEeCh
u3 Tosrbl? Kak mo3posisieTe OCTaIbHBIM YBUIETh
Ballly IIeHHOCTh? YCIelIHble TI0AU U OpraHu3a-
[[UU UCIIOJIb3YIOT UHUIIUATUBY, YUTOOBI B BBITOJI-
HOM CBeTe II0Ka3aTh BCe CBOM TAJAHTHI U JI0-
CTHUYb HYKHBIX 1iesieil. Te ke, KTO OTKa3bIBaeT-
€4 OT Hee, DOUTCS PUCKOBATD U EIUISETCS 3a CTa-
poe, Bceraa OyayT IVIECTUCH B XBOCTE.

TBopueckas arMocdepa Tpebyer co3maHus Ta-
KOT'O OKPY>KeHHUSI, B KOTOPOM COTPYAHUKHU MOTYT
Ha MeCTe IPUHUMATh PellleHUs] B I10JIb3Y KJIHeH-
TOB. B CBOIO 0uepeb, pabOTHUKY, MOMEHTAILHO
pearupyoiye Ha npodyieMy, CAeIaioT ITOKyIIa-
TeJiel IOBOJIbHBIMU Pe3y/IbTaTaMU U TeM CAMbBIM
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