BBepeHue

OT OLLEHKM K cucteme

MHe Bcerjia Ka3anoch, YTO yCIeX B OM3Hece U B KU3HM JOJDKEH 3a-
BUICETb OT B/IMSIHUA Ha JTIOfIell, C KOTOPBIMY Bac CBOAUT CyAbOa, —
OT TOTO, y/Ty4IlIaeTe BbI X KM3HDb WM yXyzAmaeTe. OUHAHCOBDIN
y4eT, HeCMOTPsI Ha BCIO €r0 3HAYMMOCTD, IIOJTHOCTbIO THOPUPY-
€T 3Ty OCHOBOIIO/IAraolyio uper. [loaToMy HeckonbKo eT Ha-
3a]] s CO3MIaN CIOCcO0 OLIEHKU TOTO, HACKOIBKO XOPOIIO OPTaHM-
3auys OTHOCUTCS K JIIOASIM, Ha >KVM3HDb KOTOPBIX OHa OKa3bIBaeT
B/IVSIHVIE — TO €CTh HaCKO/IBKO XOPOIIO OHA CO3/IaeT OTHOILEHNA,
IOOCTOJHBIE JTOSTIBHOCTY. Sl Ha3Ba/l 3TOT IIOKAa3aTelb MHIEKCOM
uncroit nopzepxku (Net Promoter ®, i NPS)!. Toicsun nH-
HOBAlMIOHHBIX KoMmaHuii, Bkmiodas Apple, Allianz, American
Express, Zappos, Intuit, Philips, GE, eBay, Rackspace, Facebook,
LEGO, Southwest Airlines u JetBlue Airways, cTanu ncronb3oBarb
NPS. bonpmMHCTBO 13 HUX BHaYajle PUMEHSIN €To, 4TOOBI OT-
CTIeKUBATD JIOATTbHOCTD, BOB/IEYEHHOCTD 1 SHTY31a3M CBOMX KIIN-
eHTOB. VIM HpaBunocs, 4ro NPS pocrt i1 nonnmanma. OH Taxoke
HPABWICA VM IOTOMY, YTO IIOMOTa/I BCeM CKOHILIEHTPUPOBAaTbCs
Ha OJJHOI 1€/ — OTHOCUTBCA K KJIMEHTAM TaK, YTOOBI OHY CTa/IN
JIOS/IBHBIMY TIPOMOYTEPaMI, ¥ IIPUBOANII K eV ICTBUSAM, He0OXO0-
IVIMBIM JUTSI [OCTVKEHMS 9TO Ienu. VIM HpaBumach Takxe ¥ YHI-
BepPCATTbHOCTD 3TOTO MHCTPYMEHTA, BO3MOXXHOCTD €0 aJalTaLIN
K HOTPeOHOCTAM KOHKpeTHOI kKommanmu. Co BpeMeHeM KOM-
MaHUM JOPaboTanmM M PacUIPUIN TOT mokaszarenb. OHU CTamu
MCIIONB30BaTh €ro sl CO3[aHMA BOBIEYEHHOCTH U JIOS/IBHOCTHU
coTpysHuKOB. OHM OTKPBUIV HOBbIE METOJBI PACIPOCTPAHEHNS
B/IVISIHMSL 9TOTO IIOKa3aTeNlss He TONMbKO Ha M3MepeHNe JIOS/IbHO-
CTH, HO U Ha IIPOBeJieHNe M3MeHeHniI B oprann3auyy. Kommanumu
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IeMUINCh APYT C APYrOM UAEAMMU U HOpabaThIBaly MeXaHM3MBbI
npuMeHeHrst NPS ¢ ydeToM ocob6eHHOCTelT cBOeil paboTBl, Onu-
pasich Ha OIIBIT APYT ApYyra. B ycIoBUAX HEOOBIKHOBEHHOTO Kpea-
TUBHOTO MHTE//IEKTyanbHOro B3pbiBa NPS 6b1cTpo Tpanchopmu-
poBaJicA B HeYTO Oosblilee, YeM IIPOCTO MOKasaTenb. HecMoTps
Ha TO 4TO 3Ta OTPAC/b 3HAHMII TIOKA MOJIOfIA, OHA IIPEBPATHU/IACh
B CHCTEMY YTIpaBJIeHNs, Ciocob BefieHA 6usHeca. VI camo cokpa-
weHne NPS crano o603Hauath cucmemy (OT aHIL system), a He
IPOCTO MHJIEKC (OT aHITL Score).

A Tenepb IOCMOTPMM, KaKye pe3y/IbTaThl IPMHECIa 3Ta CU-
cTeMa. BOT KaK OT3BIBAIOTCA O Hell PyKOBOAUTETM KOMITaHIIA:

NPS ctuMynupoBana Halle MbllWNeHre 1 N03BOAKUNA OpraHU3aLun CHOKyCH-
poBaTbCsi Ha KaueHte. B 1970-1980-e Bceobuiee ynpaBieHMe KayecTBOM
NPOM3BEN0 PEBOMIOLMIO B 3aTpaTax Ha 06ecneyeHne KayecTea B NPOU3BOA-
ctee. NPS umeert conocraBumoe 3HaYeH1e B Halle BpeMs.

Mepap Knavicrepimn, CEO komnaHum Philips

Cuctema NPS npekpacHo nogowna komnaHuu Apple. OHa NpoYHO BHeApH-
nacb B JJHK HawmMx po3HMYHbIX MarasuHOB.

POH /[JOHCOH, cTaplmni BULe-NPe3naeHT
M 0CHOBarTesb PO3HMYHOM cetn Apple Retail

NPS NOMHOCTbIO M3MEHUNa Haw MUp. OHa CTana HEOTbEMIEMOM YaCTbo Ha-
wero paboyero NpoLEcca 1 KyibTypbl. Cenyac aTy CUCTEMY YiKE HEBO3MOKHO
U3bATb U3 HUX, IAME €CIU NPEANPUHATb TAKY0 NOMbITHY.

JKioHbeH Jlabpycc, NCNONHUTEIbHBIN BULE-NTPE3UAEHT
W [N1@BHbIN MPOAYKTOBbIA M TEXHONIOTMYECKUI cTpater Komnauum Logitech

NPS — NlaKmycoBas 6yma>KHa, KOTOPpad No3BONAET NOHATb, HACKO/IbKO Hallla
¥W3Hb COOTBETCTBYET HALUUM KNKOYEBbLIM LLEHHOCTAM. 310 nepBoe Npuioxe-
HWE, KOTOpOoe A npocMaTtpuBato, 3arpyxas CBOVA KOMMNbIOTEP KaxXaoe yTpo.

Yont betunrep, CEO komnaHuu Charles Schwab

NPS — 310 caMblit MOLLHbIA MHCTPYMEHT, KOTOPbIH Mbl KOTAa-11M60 BHEAPA/IN.
M npuynHa B TOM, 4TO OH NOBYKAaeT AeNCTBOBATD.

J19H XEHCOH, 3KC-AMPEKTOP N0 MapKeTuHry Komnanuu General Electric

Mbl ucnonbdyem NPS Kamabli eHb, YTOObl Y6eAnTbCS, HTO Mbl TPEBOCXOAUM
OXMAAHMS HALWKX KIUEHTOB U COTPYAHWKOB.

Tonm Illedt, CEQ komnanmun Zappos, aBTop KHumm «/JocTas/ss cyacTben

* les T. JHocrapnsas cyactbe. — M. : ManH, VBaxos 1 ®epbep, 2010.
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B rnaBe 6 BbI HaiifieTe 6OJbIIIE [JeCATKA UCTOPUIL O TOM, KaK
KOMIIaHUM, TOAO00HbIe NepeyyCIeHHbIM BbIIe, BHEPUIN CU-
cremy Net Promoter B CBOIO 1eATETBHOCTD, M O TOM, KaKIX pe-
3ynbpTaToB OHM gocTurmu. NPS crama KIoueBbIM 3BEHOM 3KO-
HOMMYecKoro mogbeMa kommanun Charles Schwab — B aror
Hepuof, CTOMMOCTb aKIUil KOMIIAHMM BbIpocma BTpoe. OHa
CTajla LIeHTPa/JIbHBIM 3/IeMEHTOM 3HAMEHUTBIX PO3HMYHBIX Ma-
ra3nHoB Apple, rie 06beM poaxk Ha KBAa[PaTHBIN METP CUMTA-
eTcst caMbIM 60/bIIMM B Mype. CrcTeMa IMO3BOJIIa KOMITAHUY
Ascension Health nydire yxaxmBarp 3a cBOMMM MaljMieHTaMI,
koMmanuu Progressive Insurance — 3aBoeBaTb [ONIO0 PbIH-
Ka U YBENMYUTb YUC/IO CTpaxoBareseil, KoMIaHuu American
Express — mydiie o6cmy>KuBaTh KIMEHTOB NPY CHVDKEHUU 3a-
Tpat, 1 T. . Cucrema Net Promoter fokasasa, 4To cIy>KUT MOL-
HBIM (PaKTOPOM pOCTa I IIPOLIBETAHMSL.

OpHako MHe OBI He XOTE/IOCh OCTAHAB/INMBATHCSA Ha C/IOBE Cl-
cmema (auen. system), HOCKOZIBKY €CTb ellle OFHO C/IOBO Ha OYK-
By S, IPOHNKIIee B KOMIIaHMM, KOTOpbIe JOOMIICh Hamboree
BIEYAT/IAIMX pe3ynbTaToB ¢ Net Promoter. 9t komMnanum
BOIUIOMIAIOT 0yx (aHen. spirit) nupepcta Net Promoter, oco6yto
dbunocoduio, muTANILYI0 CUCTEMY dHeprueit. JIuaepsl, yIOBUB-
1Iye 3TOT AYX, CYUTAIOT, YTO MUCCUA JIF00 01 BENTUKONI opraHmsa-
UM 3aK/II0YaeTCs B YIy4IleH) )XU3HM BCeX, C KEM OHa COIIpH-
Kacaercsl, B IOCTPOEHUM OTHOLIEHMIA, [JOCTOIHBIX JIOSTTbHOCTH.
Benukas opraansanys f0/DKHA, HGCOMHEHHO, OKa3bIBaThb I0/I0-
JKUTETbHOE BO3JE/ICTBYE Ha CBOMX aKIVIOHEPOB, HO OHA TaKXe
TO/DKHA BAMATD HAa CBOMX COTPYHZHMKOB, [e/IOBBIX IIapTHEPOB
1 0COOEHHO KIMeHTOB. Ec/iu OHa He 3aBOIOET JIOATIBHOCTH BCEX
3TUX KIIOYEBbIX JINI], €e aKIVIOHephbl He IO/NTy4YaT OVBUEH/OB.
Boree TOro, pykoBOyTEM KOMIIAHWIT IIPU3HAIOT, YTO UX PeILy-
TauuA u 671aroCcOCTOsIHME OYAYT ONpefeNATbCsA TeM, HaCKOIbKO
XOPOLIO OHY BBIIONHAIOT 3Ty MUCCHUIO.

Takue cnopa kak penymauus, 0yx Net Promoter u ynyuuieHue
HU3HU MOTYT HATOJNKHYTb Bac Ha MBIC/Ib, 4To NPS — uTo-TO
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HeonpepenenHoe. Hamporus, NPS — asro Touka coeguHeHMs
MUCCUM 1 MaTeMaTUKI. Muccus 6e3 TOYHOTO M3MepeHMs ycIle-
Xa WIN IOpaKeHNs — 3TO JIMIIDb COTpsACeHMe Bo3[yXa. TombKo
CUCTEMaTUYeCK! M3Mepssi CBOe BO3[elICTBIE Ha JIIOfei M B3au-
MOOTHOIIIEHUS C HUMU, OPTaHU3aLVs] MOXKET OL|eHUTb, Ie/ICTBU-
TE/IbHO /M OHA JOOMBAETCS pean3alyyi CBOe MUCCUU U YIyd-
HIaeT >XM3Hb. BoT mpuunHa cymectsoBanys cucteMsl NPS. Ona
JaeT MpaKTUIeCKNI MHCTPYMEHTApNI 3MepeHNs, C TIOMOIIbIO
KOTOPOTO MO>XHO TOYHO OLIEHUTD IIPOrpecc KOMIIaHUM.

B nmanHot KHMTe pacckasbiBaeTca uctopus NPS: kak oHa Bo3-
HUK/Ia, KaK pa3BMBalach ¥ Ha 4YTO HalleJieHa. B Heil mokasaHo,
KaK MOKHO JICIIO/Ib30BATh CUCTEMY /LA YIy4IleHNs CBOero 6ms-
Heca — U CBOEW >KU3HU.

KaK BCe Ha4YMHanochb

Nudopmanns 06 NPS Brepsble 6bl1a mpefcTaBaeHa B )KypHase
Harvard Business Review B 2003 rony. Crarbs «EnuHCTBeHHBII
MIOKa3aTe/lb, KOTOPBIII HY>XHO YBEeIMYMBATb» B KOHIIE KOHI[OB
nepepocia B 9Ty KHUTY, U3JJaHHYIO Briepsble B 2006 roxny. B cTa-
The I B KHUTe ObUI OIMCAH IPOCTON M IPAaKTUYHBII CIIOCO6 Ka-
Teropu3aluy KIMeHTOB HAa OCHOBAaHMM OTBeTa HAa eJVHCTBEH-
HBII1 BOIIPOC, KOTOPBII 0OBIYHO (POPMYIMPYETCs CIeHYIOLUM
o6pa30M: oyeHume no wxane om 0 0o 10, HACKONLKO 8epOAMHoO,
4o 6vl nopexomeHoyeme Hac (UnU HAUWL NPOOYKM, UNU YCTIYeY,
unu 6pexo) opyey unu Konneze?

I Taxoke MpOCUI KOMITAHUY 33[JaBaTh 10 MEHDIIIEI Mepe ellle
OJIVIH YTOYHAIOLINIT BOIIPOC: HA308UtNe OCHOBHY0 NPUUUHY c60ell
OUEHKU.

[Tpoctota mikasne! oT 0 7o 10 103BOJIsAET KOMIIAHWSM OBICTPO
U3MEPUTD YYBCTBA M OTHOUIEHNUA KIMEHTOB. Y TOYHAILINI BO-
IPOC OTKPBITOTO TUIIA IA€T MM BO3MOXXHOCTD YC/IBIIIATh IPUYM-
HBbI TAKOTO OTHOILIEHN A CIOBAMM CAMUX K/IME€HTOB, 4TO IO3BOJIAET
n36exarpb VICKaXeHUII, CO3[laBaeMbIX 3apaHee COCTABIEHHBIMU
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OTBETaMM TPAJMIVIOHHbBIX AHKET I10 OLleHKE YPOBHS YIOBIETBO-
PEHHOCTH K/IME€HTOB.

AHaMM3Npys 3TU BONPOCHI, MBI C KOJJIETAaMM BBIICHUIIM, YTO
OOBIYHO KIVIEHTOB MOXXHO YEeTKO Pas3fe/INTb Ha TPY TPYIIIBL
Kaxxpas rpynima geMOHCTpUpPYeT OIpefie/IeHHYIO MOfie/Ib IIoBefie-
HIA, @ TAK)Ke OINpefe/IeHHbII TUIT OTHOLIEeHMIA. V KaXkas ns sTux
rpymnn TpedyeT pasHbIX [IeVICTBUII CO CTOPOHBI KOMITAHMUIL.

1. IIpomoytepspl. Jlomu, KOTOpble CTaBAT OLEHKY 9 mmm
10 6a/1710B, YKa3bIBas, YTO VX XKVM3Hb CTasIa JIy4llle B pe3y/ib-
TaTe B3aMMOJENCTBIA ¢ KoMmaHyeil. OHM BeflyT cefs Kak
JIOSUTbHbIE KJIMEHTDI, OOBIYHO COBEpLIAIOLINEe MOBTOPHBIE
HOKYTIKM ¥ OCTaBJIAIOLIVE B KOMIIAHUM HanOOJBILYIO [JOJTIO
CBOMX pacxofioB. OHM PeKOMEHYIOT KOMIIAHUIO [IPy3bAM
VI KOJIJIETaM, 49TO CIefyeT M3 MX OTBETa Ha 3aJaHHbIiI BOIIPOC.
Tparsar Bpems, 4TOOBI IPUHATD y4acTye B OLPOCe, U [JAIOT
KOMITaHMM KOHCTPYKTMBHYIO OOPaTHYIO CBA3b U HMpeEIOKe-
HUA. Mbl HasBamu 3Ty TPYIITY HPOMOYMeEPamu, TIOCKOIbKY
VIMEHHO TaK paboTaloT UX SHepryus u sHTys3masM. JIro6oit
KOMITAaHUM CTIEflyeT MOAJEPKMUBATh SHTY3Ma3M IIPOMOYTe-
POB, YUIUTBCSI SKOHOMUYECKM 3¢ deKTUBHOMY crocoby 3a-
BOEBaHMA ellle 6OJIBIIEro KOMMYECTBA K/IMEHTOB C TAKVIM OT-
HOIIIEHVeM K KOMITaHMY U 00eCriedrBaTh puU3HaHye U BO3-
HarpaXJeHye KOMaHJ, ¥ OTHE/IbHBIX COTPYSHUKOB aKTUMBHO
Y4aCTBYIOLIVX B TI00BIX HAYMHAHAX KOMIIAHUM.

2. ITaccuBubie. Jlromu, TOCTaBUBIINME KOMIIAHUM 7 WU
8 6aJ/I0B, MOTYYNIV MIMEHHO TO, 32 YTO 3aIUIATWIN, U He
6omee. ITO MACCHBHO Y[OB/IETBOPEHHBbIE K/IMEHTBI, UX
HeJIb351 Ha3BaTh JIOS/IbHBIMU. C PHIHOYHOI TOYKM 3peHN,
OHI IeMOHCTPUPYIOT COBCEM JPyroe OTHOLIEHNE U IOBe-
neHye. OHM peKO PEKOMEHAYIOT KOMIIAHMIO, a JaXKe eC/IN
U IefIal0T 3TO, TO OOBIYHO C OTOBOPKOIL U 6€3 SHTy3Ma3Ma.
Ecnu ux B3ITIAA yIafieT Ha MpelIoXKeHre CKMIKU WIN 3a-
MaHYMBYIO pPeK/laMy KOHKYPeHTa, OHI C OOMbIIOi Tomeit
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BEPOATHOCTU IEPEMETHYTCA K HeMy. Mbl HasbIBaeM 3Ty
TPYIIy KIMEHTOB NACCUBHbIMU, TAK KaK OHM JAa0T Majo
SHeprUy KOMIIAaHUM U Ha HMX He/Ib3s PacCUUTBIBATh B Ka-
4YeCTBE JNONITOCPOYHBIX AKTUBOB. Llelb KOMITaHUK B OTHO-
LIEHNN 3TOV TPYIIIbI KIMEHTOB 3aK/II0YAeTCA B YIydllle-
HIH, 110 Mepe BO3MOXKHOCTH, PO YKTOB, YCITYT U/IU IIPO-
1[eCCOB [0 YPOBH:A, KOTOPBIII MOXKeT MX YHOBIETBOPUTH
VI IPEBPATUTDH HEKOTOPBIX U3 HUX B IPOMOYTEPOB.

3. Herpakrtopsbl V1 HaKOHell, HEKOTOpPbIE JIIOM CTABAT OLIEH-
Ky 6 6a//IOB U HIDKe, ¥ 9TO YKa3bIBaeT Ha TO, YTO B3aUMO-
TeliCTBOBaTh C KOMIIaHMell UM He MOHpaBunoch. OHM He
MpMHAJIeKAT K KOMaHfle [JOBONbHBIX KaueHToB. OHM He
YIOOBTIETBOPEHBI, HEMOBOIbHBI U JJaKe YAPYYEHBI TEM, KaK
¢ HuMu obouymichk. Ha Bce /1afpl pyraloT KOMIIAHMIO HIeper
ApY3bsIMM U Kojuteramu. Ec/u oHM He MOTYT OBICTPO OT-
Ka3aTbCsl OT B3aMMOZENCTBUA (HampuMep, IpU HaTUINU
TO/ITOCPOYHBIX KOHTPAKTOB M/IN IIPY OTCYTCTBMM Ha PbIH-
Ke KOHKYPEHTOB C aHaJIOTYHbBIM IIPeJlJIO>KeHNEM), TO BCSI-
4eCKU JOCAK/AI0T KOMITAaHNY, CTPOYa )Kano0y 3a xanoboit
U yBeIMUYMBasg pacxofbl. VIX JecTpyKTMBHOe IOBefleHNe
paspyliaeT MOTMBALMIO COTPYSHUKOB M YYBCTBO TOpPJO-
CTM 3a KoMIaHuio. KoMImanuy, CTONKHyBIIECA C JeTpaK-
TOpaMI, JO/DKHBI BBIACHUTD IPUYMHY UX pa304apOBaHMs,
IPUHECTY M3BMHEHNS VM HAWTY Iy TY pelleHns Ipob/eMsl.
Ecmu HeT panmoHanbHOTO Coco6a yCTPaHUTh HEey/IOBJIeT-
BOPEHHOCTb [eTPaKTOPOB, KOMIIaHUA [O/DKHA HAyIUTb-
Cs1 OTCeMBaTh JIofiell TAaKOTO TUIIAa Ha IIepBOM 3Talle, elle
10 TOTO KaK OHM CTaHYT €€ K/IMEHTaMI.

Ecmu OCHOBHOI II€/IbI0 KOMITAHMM CYUTAETCA YAydlIeHNe
JKU3HM K/IMEHTOB, TO STU TPU KaTETOPUM M3MEPAIOT, HACKOIbKO
XOpOIIO €71 310 yraeTcs. [IpomoyTeps! npuHOCAT ycnex. KnmeHTor
He TIOCTABAT OIleHKY 9 mm 10 6a7IoB, eC/i He MOMTy4YaloT OT KOM-
IaHMM HEYTO 0COOEHHOE — TO €CTb ITOKA OHA JIVICTBUTENbHO He
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M3MEHUT VIX )KM3Hb B JIY4IIyI0 CTOpPOHY. [TaccuBHBIE KIMEHTBI —
3TO IPOCTO Y/IOB/IETBOPEHHBIE K/IMEHTbI. TaKMX K/IMIEHTOB HeMb3s
CUNMTATb JOCTVDKEHMEM, €C/IM TOJIbKO KOMITaHMA VI3HAYa/IbHO He
Obl/1a HalleJleHa Ha II0CPeCTBEHHBII pe3y/bTart. [leTpakTopbl, BHE
BCAKVX COMHEHMIT, cepbe3Hast mpobema. UTo-To MONIIIO He TaK,
¥ OTHOLIEHMI, I3HAYa/IbHO HAIIpaB/IeHHbIE Ha IOCTVDKEHNE XOPO-
ILIETO Pe3y/IbTaTa, IPUBEIN K IVIOXOMY.

Kareropusauus 6bi1a muib nepBbIM 1marom. [Toce sToro Mot
3aXOTe/N TOTYYUTb OVH IIPOCTOJ OKa3aTe/b, KOTOPBIN MOX-
HO OTCJIeXXMBATh eXXeHeIe/bHO [l M3MepeHMs IIporpecca KoM-
naHnu 1 GPOKYCUPOBKY ee YCUINIA II0 BHEAPEHWIO YIy4IleHUIL.
Ham HYy>keH 6bUI IPOCTOJ, MOLIHBIN U IIOHATHBI IIOKa3aTesb,
UTOTOBBIN Pe3yabTaT, NOROOHBIN uncToit mpubsymm. ITosTomy
MBIl PEMININ B3ATb IPOLEHT KINEHTOB-IPOMOYTEPOB U BbI-
4eCTb M3 HETrO IPOLIEHT K/IMEHTOB-AeTPAaKTOPOB. IlomyueHHbI
pes3yIbTaT MpencTaBsieT cobo0it uHoexc uucmoi noddepuxu (0T
aHr/1. Net Promoter Score, NPS) (cm. puc. 0.1).

Puc. 0.1. UHaeKc YuCTOI NOAAEPIKKU: onpefensieM BAUsHUE
HawmX AeNCTBUI HA U3Hb KIMEHTOB

o o
E Hackonbko BepOATHO, UTO Bbl MOPEKOMeHAYeTe Hac Apyry? E
] S
] g
S 10 9 8 7 |6 |5 | 4 3 2 1 0 2
3 ©
o] =
&

.. e

\ 4 ~ [

v % — ®% = NPS

Jsontouma NPS

I[Tpu nepBoit my6IMKaLMY 9TOV KHUTY HaM O4YeHb XOTe/IOCh BCTa-

BUTH B 3arOJIOBOK CJI0BA «MHJEKC YMCTON Mopmepkkm». OgHako
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3TO ObIT ObI HeyIaYHBII XOJ: efjBa M KTO-HUOYAb C/IBIIIAI IO 3TO-
ro 06 NPS. TToka ujest mpe6piBajia Ha HaYaIbHOM 9TaIle PasBUTHA,
Ha ITy TV IIepexofja OT TeOpuU K IIpaKTuKe. Teops MOAKpeIsIach
PAIOM yOenUTeTbHbIX MCC/IETOBAHNIT 1 TIOJIOKIIA Ha4a/Io MHOTO-
006eIalomyM 9KCIEPUMEHTaM, IIPOBOAVIMBIM PaHHVIMU ITOC/IEO-
BaTeJLIMM Teopyyt, Takumy Kak Intuit n General Electric. Ho ato
ObUTa BCero uiIb Teopusi, He 6onbie. Ocoboe BHUMaHNME B Hel
YAEIANOCh TeM KOMIIAHUAM, Y KOTOPBIX Mbl OOHapy>xmmm 6oree
BbICOKMIT NPS, 4eM y KOHKypeHTOB. (MbI Hay4mmnuch U3MepsATh
NPS B oTpacin ¢ momoIpio TOro, 4YTo Telepb Ha3blBaeM MeTo-
JIOM PBIHOYHBIX CpPaBHEHUII CBEPXy BHM3, KOTOPBIIT JaeT 061IyIo
OlIEHKY B3a/IMOOTHOIIEHMII KOMIIAHUM C KIMEHTaMy, a He paH-
XKUPYeT OTHeNbHbIe chenKky). OJHAKO JJOCTOMHBbIE MOApPaKaHN
(bupMBI He UCIIO/Ib30BA/IM KOHIIEIIINIO M MTHCTPYMEHTBI CHCTEMBI
Net Promoter fs1 JOCTYDKEHMS yCIlexa 110 TO¥ IPOCTON IIpUYMHE,
470 B 2006 rofy KX ellje He CyIecTBOBano — uHAeKC NPS Tonbko
YTO ObUT M300pETEH.

K MOMeHTy BBIXOfIa 3TOTO WM3[IaHMA CUTYalUA CYyILIeCTBEH-
HO M3MEHM/IACh. YK€ ThICAYM OpraHmsanuii mombpsyorcs NPS.
MHorue fOOWINCH BBIZAIOMIMXCA pe3y/IbTaToB. Takue KoMIIa-
HuM, Kak Apple, Intuit, Philips, Rackspace u gpyrue, ynomnnas-
mmecs Bbllle, mocTaBumn NPS B 1leHTp cBOMX yIIpaB/ieH4ecKIx
IIPOIIECCOB, CO37IaB CUCTEMbI, MOAfepKUBalollNe JaHHYI0 Teo-
puto. Hanpumep, oHM MOTYT IOACYMTATD, BO CKOJIBKO 0007ieT-
s IIpeBpallleHMe IIACCHMBHOTO KIIMEeHTa B IpomoyTepa. Kpome
TOTO, pa3pabOTaHBl ITOKa3aTeIV, MHCTPYMEHTBl M IIPOIECCHI,
B HaCToOsAllee BpeMsl COCTABIAIONINE OCHOBY CTaHAAPTHON CH-
crembl yrpasnenus Net Promoter. 9ra cucrema momorna um
OTKpBITh 6071ee 3 PeKTUBHbIE METOMIBI HalIMa, 00y4IeHMs ¥ BO3-
Harpax/eHus IepcoHana. B pesynbrare KOMIIaHUM IIepecMo-
Tpe/IN CBOK IOMUTHKY, U3MEHWIN AM3ANH IIPOXYKTOB ¥ yIyd-
i O6usHec-nporeccel. Kopode rosops, oOHapy>Xumy, 4To
cuctema Net Promoter MokeT M3MEeHUTh UX, M TOHSIIM, UTO,
HEeCMOTPA Ha IPOCTOTY KOHLEIINM, IIyTh K CO3/JaHMIO apMUM
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IIPOMOYTEPOB Kak 00/iee TepHICT, Tak 1 6onee 3 peKTuBeH, 4eM
OHI OXXUJIAIN.

51 m Mom Kortern ¥Menu yecTb paboTaTh CO MHOTMIMM U3 9THX
KOMIIaHWI, B TO BpeMsA KaK OHM COBEpINa/i CBOe IIyTelIeCcTBIe
no mytu NPS. Boum cospganbl popyMbl, KOHpEpEHINN, CalThI
VI OHJTAJTH-COOO0IECTBA, YCKOPABIINE 00ydeHMe U CTUMYITNPOBaB-
mye oOMeH JTy4IIMMY IpaKTUKaMIL. B LeHTpe 3TOro pacrymiero
6usHec-BIDKeHNA Haxopmiacsa gopym NPS Loyalty — mo6po-
BOJIbHAsA OpraHM3alllis, CIIOHCHPYeMas MeXYHApOILHO KOHCal-
TUHTOBOI ¢pupmoit Bain & Company, koTopasi B TedeHMe OCTef-
HMX TPUJLATY IBYX JIET OblIa MOUM ITPOQECCHOHATBHBIM JOMOM.
Komnanmy — 4ieHsl popyMa BCTpedaroTCs HECKOIBKO pas3 B TOf,
OOBIYHO B TOJIOBHOM O(uICe OHOTO M3 YYaCTHUKOB (HEIIOTHBIN
CIIVICOK YYacTHMKOB cM. B Tabmuue NPS Loyalty Forum). 9tu
BCTpe4M MO3BOIAIOT TPYIIe B3aMMOZEIICTBOBATb C MHOXXEeCTBOM
YYaCTHUKOB KOMaH/Ibl TpyHMMaromieit kommannu: ot CEO n ¢u-
HAHCOBOTO JVPEKTOpPA IO AUPEKTOPOB IO IIPOMU3BOAICTBY U CIIe-
IIMA/IICTOB 110 OOCTYKMBAHMIO KIMEHTOB. Takoe «IIepeKpecTHoe
OIIbITeHVIe» 0COOEHHO IIeHHO MoToMY, uTo NPS okasbiBaeT cyire-
CTBEHHOE B/IMsAHME Ha BCe QYHKLUY ¥ YPOBHM OpTaHU3aLIUIL

Hac taxxe noppep>xuBana komnanua Satmetrix — elfe oguH
U3 TIePBBIX HALIMX COPATHUKOB B pa3paboTKe CUCTEMBbI IIOKa3a-
Teneit 1 MHCTpyMeHToB NPS, koropas moMorana HaM OpraHum-
30BaThb KOHQepeHIMu. TV KOH(PEepeHIUN MPOXOAAT JBa pasa
B rof B CIIIA u B EBpomne. B nepsble roppl ux nocetunmu 6onee
3200 meHemxepoB. [ToMnmo aToro, Mbl pa3paboTany TpexiHeB-
HBIII KypC C BbIfjadeil cepTuduKaTa, ¥ Ha MOMEHT HallMCaHUA
3TOJ KHUTY OH OBUI IIPECTAB/IEH 110 BCEMY MMPY: €T HOMy4n-
nu 6oJiee THICAYM PYKOBOAUTENEH. DTOT KypC Telepb ZOCTYIEH
B MHTE€PAKTUBHOM PeXIMe.

Yuactre B popymax, KOH(epeHIMAX 1 00YYaIoLINX IIPOrpaM-
Max IIOMOIJIV MHe IIOHATH 3Bo/moInio NPS oT o1ieHKM K cucreMe,
a TaKoKe MHOToe ipyroe. B melicTBUTENIbHOCTY OiMH 113 OCHOBHBIX
YPOKOB, KOTOPOMY HAy4M/MCh IPaKTUKYIOLME CIIeaCThl,
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3aK/II04ascs B ToM, uTo cma NPS npoctupaercs maneko 3a mpe-
Iebl TeMbl, OYepUeHHOI IJIABHBIM BOIIpOocoM. [lokasarens fmaer
OTIIPaBHYIO TOYKY, HO MMEHHO CHCTeMa IIOMOTaeT JiijiepaM CO3-
IaTbh KOPIIOPATUBHYIO KY/ILTYPY, BEOXHOBIIAIOIIYIO COTPYHIKOB
CTQHOBUTBCA O0JIee KIMEHTOPUEHTVPOBAaHHBIMIL.

[1aBHBIM, KaK y>Xe paHee YIOMUHAJIOCh, OBUI BOIIPOC: Ha-
CKOJIBKO BEPOSITHO, YTO BbI IIOPEKOMeHAyeTe?.. ITa Gpopmynu-
POBKa OblTa COKpallleHHOI Bepcuelt 6ojee 0611ero Bompoca: xo-
POULO U MbL € 8AMU 00PAULATTUCH? HACMONILKO JIU XOPOUL0, 400D
sacnyxumo eauty nosnvHocmos? CokpaijeHHas GopMa XOPOLIO
paborasna B OONBIIMHCTBE KOMIIAaHWIT, TO €CTh JlaBaja MHAMKA-
TOP, HaIe>KHO KOPPEeIMPOBABIINII C OBeJeHIeM ITOTpebuTerelt,
XOTsI HeKOTOpble KOMIIaHUM ¥ OOHAPY>KM/IN, YTO HECKOJIBKO U3-
MeHeHHas pOpMY/IMPOBKa JjaBaja Iy4ine pe3ynbrarel. OgHaKo
B LIeHTpe BHMMAaHIIA T0/DKEH OBITh He caM BOIIpocC. B KoHIle KOH-
I[OB, HI OfHA KOMIIAHMS He MOXXET pacCUMTHIBATh Ha yBelude-
HIIe IPMOBUILHOCTY TOJIBKO 3a CUeT IPOBeieHN VICCTIeIOBAHNIA,
He3aBJICHMO OT TOTO KaK OHM OYZ[yT IIPOBEMIEHBbI.

Jtak, BOIpoc mpuBeNn K pa3pabOTKe CUCTEMbI YIpPaBIeHUA
¢ TpeMs 6a30BbIMM KOMIIOHeHTaMy. OIJH U3 HUX — 3TO Kadmezo-
PU3AUUS KTTUEHITO06 HA NPOMOYMEPOS, NACCUBHBIX U 0emPaKmopos
Ha OCHOBAaHIY IIPOCTOTO BOITPOCa. Bropoit KOMIIOHEHT — 3TO €03-
damue 71e2K020 O/ NOHUMAHUS UHOEKCA, OCHOBAHHO20 HA KAmezo-
pusayuy. TN 37eMeHTbl 00pa3yoT MHIEKC YMCTON MOAIEP KK
A 3areM NOAB/IAETCA TPETUI OCHOBHOI KOMIIOHEHT — 6blpasice-
HUe 8 IMUX MePMUHAX NPozpecca U ycnexad, MOMUBUPYOU4e20 6cex
COMPYOHUKO8 0peaHU3AUUL HA 0elicEUs, KOmopvle HANpasieHbl
HA y6enuUeHUe YUCTIA NPOMOYEPOs U yMeHbUleHUe YUCTIA 0empaK-
mopoe cpedu ee KnueHmos. VIHBIMY CIOBaMM, TPETHIl KOMIIO-
HEeHT — CHCTeMaTudecKoe U IieJieHallpaB/ieHHOe M3y4eHue TOTo,
KaK JICIIO/Ib30BAaTb J/IA NIPOBENEHNs M3MEeHEeHNUI OLeHKM, IIOMy-
JeHHbIe B pe3y/ibTaTe 0OpaTHOI CBA3M ¢ K/IMeHTaMu. VIMEeHHO Tak
KOMITAHNA MOYKET Y/Ty4IINTDb CBOU Pe3y/IbTaThl ¥ IPOTIOKUTD Iy Th
K Bermunio. VIMeHHo 310 npeBpamaeT NPS 13 nHpekca B cucteMy.
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Hipke npeficTaB/ieH HENOMHBII IepedeHb KOMIIAHWIA, Y4acTBO-
BaBIIMX KaK MMHVMYM B offHOM cobpanum popyma NPS Loyalty.

YyactHukn ¢popyma NPS Loyalty

24 Hour Fitness
Advance Auto Parts

FranklinCovey
GE Healthcare

Qantas
Rackspace

Aggreko General Electric CompanyRSC Equipment Rental
Allianz Gilbane Building Safelite

American Express Company Schneider Electric
Archstone Grocery Outlet Sodexo

Ascension Health Honeywell Aerospace  Stora Enso

Asurion Humana SunTrust

Atlas Copco ING Group Swiss Reinsurance
Avid Technology Intuit Company

BBVA Bancomer JetBlue Airways Symantec Corporation
Berlon Joie de Vivre Hospitality TD Bank

Cancer Treatment LEGO TD Canada Trust
Centers of America LexisNexis Teach For America
Charles Schwab Lloyds Banking Group  Tech Data

Chick-fil-A Logitech Teleperformance
Cintas Macy’s Thermo Fisher Scientific
Cisco Medtronic T-Mobile

Deutsche Telecom Nike TPG

eBay Paul Davis Restoration  Vanguard

E.ON Philips Verizon

Ermenegildo Zegna Pricewaterhouse Coopers Volaris

Experian Consimer Division Progressive Insurance Westpac Group
Facebook Zappos

Y10 Bbl HAMAETE B 3TOM KHUTE

IlepBas 4acTb KHWUIM ONNCHIBA€T OCHOBHYIO [0 ¥ HauMHa-
eTcd C OIMCaHMA YApydYawlle MMPOKOTO PpaclpoCTpaHeHMs
HeJIPy>KeCTBEHHOTO OTHOLIEHMS K KIVEHTaM M 3apabaTblBae-
MBIX C €r0 IIOMOIIBIO IVIOXUX NPUObIIeN. 3ech NMpefCTaBIeHO
npoucxoxzenre NPS n nogpo6Ho ommcaHbl pe3ynbTaTsl Ipo-
BEeJICHHBIX HaMJl VCC/Ie[OBAaHNIT; TaKXKe OOBACHAETCA U KO-
YeCTBEHHO MNOATBEpXKIaeTcA Jornyeckas B3aMMOCBA3b MEXAY
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NPS n pocrom kommanum. JTa CBA3b CTAaHOBUTCA Bce Oonee
3HAUVMOJ U HEMOCPECTBEHHON II0 Mepe PacIpOCTpaHeHNs
CeTeBBbIX MHCTPYMEHTOB KOMMYHUKaIM. B pexmMe peanbHOTo
BpPEeMeHI K/IMEeHTBI MOTy4aioT JOCTYI K MHPOPMAIUN O METOfAX
U pe3y/bTaTax paboThl KOMIIAHUY U TaKUM 00Pa3oM eliie II0T-
Hee YCa)XXMBAIOTCA B Kpecyio ee pykoBoautensd. B wactu I Taxke
paccMaTpUBaIOTCA CIIOCOOBI M3MEPeHMs OTHOLIEHNUIT K/IEHTOB.
B Hell pacckaspiBaeTCsi BIIYAT/IAIOMIAs MCTOPUS KOMIIAHVUM
Enterprise Rent-A-Car — cosgarens cucTeMbl, KOTOPYIO 5 B35
3a ocHOBY Mofienu NPS, — u B 061X YepTax HaMe4YeHbl IPaBu-
JIa CBOEBPEMEHHOT0, TOYHOTO U1 JOCTOBEPHOTO M3MePEeHMS TaKO-
ro a¢peMepHOro IoKa3aresns, Kak YyBCTBA K/IVEHTOB.

Yactp II doxycupyercss Ha TOM, KaK KOMIAHUU-TIMAEPHI
JOCTUTAIOT BBIJAIOLIVXCSA PE3Y/IbTaTOB C IMOMOLIBIO CHCTEMBI
NPS. B Helt paccMOTpeH IepefoBOIl ONBIT BeJyLX KOMIIAHUI]
1 060611eHbI TOTyYeHHbIe My ypoku. Ocoboe BHUMaHNeE yre-
nseTcss GpyHHAAMeHTaNTbHBIM M3MEHEHMsIM, KOTOpble HMPUIUIOCh
IPOBECTM KOMIIAHMAM-IUAEPAaM I CTUMY/IMPOBAHUA KYIIb-
TYPHOTO CHIBUTA ¥ CO3[jaHMs apMuu IpomoyTepos. Ilogo6HO
TOMY KaK B Tpeitnepe K (puIbMy OCBEIIAIOTCS €T0 OCHOBHBIE MO-
MEHTBHI, 51 aHOHCHUPYIO HEKOTOPBIE U3 9TUX YPOKOB.

NPS — sTo rub6kas, agantupyemas, OTKpBITasA cucTeMa. B Heil
HAaCTOJIbKO MajI0 OPTOZLOKCAIbHOCTY, HACKO/IBKO 9TO BO3MOXKHO
IUISL CUCTeMBI. BONBIIMHCTBO KOMITaHUIT 0OHAPYXIJIN, YTO IIKa-
na ot 0 go 10 paboTaeT OTIMYHO, HO OHA He eIUHCTBEHHO BO3-
MmoxHas. (Enterprise nucnonpsyer nkany ot 0 5o 5.) bonpmmHcTBO
KOMITaHM}I HaYMHAIOT BOIIPOC CO CIOB «HACKOTBKO BEPOSATHO,
MMEHHO TaK, KaK OH IPUBOUTCA B Haell KHure. Ho HekoTopble
HalUm A1 ce6s 6omee MOAXOAAIy0 GOpMyInpoBKy. MHorue
Ianu cucTeMe coOCTBeHHOe HasBaHue. ¥ Schwab sTo «uHpmekc
HOJ/Iep>KKM KMeHToB»; Y Thermo Fisher Scientific — «mokasa-
Te/b JIOSUIbHOCTYU TOTpebuTeneri»; kommanms Chick-fil-A nc-
TI0/Ib3yeT Ha3BaHUe «IIPOL[EHT BOCTOPXKEHHBIX (paHATOBY.
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OpHako 0e3 Tpex (yHZAMeHTANbHBIX KOMIIOHETHOB HEBO3-
MOKHO 000iiTich. HecMoTpst Ha rMOKOCTh, 6€3 HUX CHUCTeMaA
NPS pa6oratb He 6yperT.

1. Komnaunuu cucmemamuuecku OONHHbL 8bl0eNAMb Cpe-
Ou Cc60UX KIUEHNO8 NPOMOYMepos U O0empaxmopos.
Kareropun u coorBeTcTByIOIIas 0OpaTHas CBA3b OJDXK-
HBI OBITb MOHATHBI MHTYUTUBHO He TOTBKO aHAJIUTUKAM,
HO ¥ COTPYJHMKAM, HEIOCPEeACTBEHHO paboTaomyM
C KJIMEHTaMM, ¥ 9Ty MHPOPMAIMIO HY>KHO CHCTeMaTnye-
CKU 00pabaTpIBaTh U MOBOMUTH IO CBENEHUS BCelt opra-
HM3aLMY, YTOOBI COTPYAHUKU MOIIM OTCIIEXMUBATh CBOU
pe3yIbTaThl ¥ IOHMMATh, KaK YIPaB/IATh MMK. A MHade
B YeM CMBIC/I TI0OKa3aTens?

2. Komnanuu 0omicHvl c030amp npouecc 00yueHuss «3amolka-
HUI0 KOHMYPa» U €20 yIyuueHus U 6CMpoUmy e2o 6 c6010
exednesnyr pabomy. NPS He macT pesynbraToB, MOKa
KOMIIaHUM He HAaYHYT [Ie/ICTBOBATh HA OCHOBE TOTO, YTO
OHJ Y3HA/IM, TO €CTb IIOKA He «3aMKHYT KOHTYP» MEXJY
3HaHMAMU U feficTBMAMU. IIporeccel B paMKax TaKoro
«3aMKHYTOTO KOHTYPa» HO/DKHBI OBITH He IIPOCTO AOIONI-
HeHNEM K OCHOBHOM pa60Te, a HeOoTbHEMJIEMON YacCTbIO
eXXe[[HEBHOTO YIIpaB/IeHVsI KOMITaHUEL.

3. CEO u opyeue mon-meHeoxnepol O0MHCHOL CHUMAMDb YBeTl-
ueHue Konu4ecmea NpomMoymepos U ymeHvuieHue 4ucna oe-
mpaxmopos kpumuvecku eaxHoi muccueil. Henbas mpocto
IeperopyunTh KOHTPO/Ib Hat NPS oTaeny MapKe TMHTOBBIX
VICC/IeNiOBaHMil. 3aBOeBaHe JIOANIbHOCTU K/IMEHTOB Y CO-
TPYAHMUKOB MO0 HAXOAUTCS B LieHTpe pumocodun u cTpa-
TErMYeCcKyX IPUOPUTETOB KOMIIAHW, MO0 HET; BO BTOPOM
ClTy4ae yCOBepILIeHCTBOBaHIe IIpoliecca MOoydeHnst oopar-
HOJI CBA3Y OT K/IMIEHTOB He ChIrpaeT OOJIBIION PO,

Kopoue rosops, NPS paeTcs Henerko, 4ro nmpMBOAUT HAC,
BO3MOJKHO, K CAMOMY B&XKHOMY YPOKY:

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



http://kniga.biz.ua/book/marketing/18/3476/?utm_source=site&utm_medium=pdf&utm_content=3476

32 VckpeHHsAA NOANBHOCTD

B koHeuHoMm cyeTe NPS — 310 dunocodus BeaeHns Gu3Heca, cuctema one-
paLMOHHbIX METOAOB M 06513aTeNbCTBA IMAEPOB, @ He NPOCTO 04ePeaHOM Cro-
€006 M3MepPUTb CTeNeHb YA0BNETBOPEHHOCTU KIMEHTOB.

Heob6xopuMbl HeKOTOpbIe MOACHeHNA. [l Hayama Crpocu-
Te cebs, ToYeMy KOMIIAHMIO BOOOIIle HO/DKHO BOTTHOBATH, YTO
AYMAOT O Heil KJIMEHTBHI ¥ Ipouye 3alHTEePeCOBaHHBIE JNIIA,
Ha KOTOPBIX OHA OKa3bIBaeT BAVsHMe? MHOIMM JIeIICTBUTEIBHO
6espasnnyHoO; U GONMBUIMHCTBY U3 HMX yHaeTcs n3bexarh 6aH-
kpotcrBa. (CM. mpuMepsl Iw1oxoi nmpubem B rnase 1.) ITo moe-
My ybexenuto, NPS Moxer cenarb 613Hec 60jiee yCIIeLTHbIM.
Kpowme Toro, MHe kaxkeTcs, 3a00TUTBCS O KIIMEHTaX — IPaBIb-
HO: TaK MBI CO3/IafIuM JIYYIIyI0 KOMIIAHNIO, Jy4llee OOIecTBO,
JTYUILIYIO XU3Hb.

3amyMaiiTech Ha MUHYTY O «30/I0TOM IIpaBUIe» — CO-
I7IaCHO 9TOMY IPUHIVITY OTHOCUTHCS K APYTUM HYXXHO TaK,
KaK XO4Yelllb, YTOOBI OTHOCUINCH K cebe. VIHBIMM ClIOBaMu,
IpY TaKOM OTHOIIEHUM 0Oe CTOPOHBI COXPAaHAKT YYBCTBO
COOCTBEHHOTO JJOCTOMHCTBA U BBIKA3bIBAIOT YBa)KEHNE APYT
K Apyry. Tak unm mHadve, «30710TO€ MPABUIO» MPECTABISET
co60Ji OCHOBY OONBUIMHCTBA MUPOBBIX penurnit. OmHAKO
He 4yX/Io oHO 1 6u3Hecy. Takme komnanuy, kak Southwest
Airlines, Four Seasons n Chick-fil-A, 3amoxwunu «301mo-
TOE IpaBU/IO» B OCHOBY CBOMX Muccuit. Eciu moau ctanyT
XUTb COIJIACHO 9TOMY IpaBUIy, OHUM He 0e3 OCHOBAHUIA
CMOTYT CYMTATh, YTO HPOXUBAIOT JOCTONHYIO XU3Hb U IO-
JIO)KUTE/IbHO BIMAIOT Ha KU3HD TeX, C KeM CONPYUKACAIOTCA.
«HacKo/mbKO BEpOSITHO?..» — 3TO MPAKTUYHOE COKpalljeHIe
BOIIPOCA O TOM, COO/II0fiaeTe I Bl «30/10TO€ MpaBuno». OH
BO3BpallaeT ¢ Hebec Ha 3eMJII0, K OM3HeCy. B KOHIle KOHII0B,
Ile/Ib UCCIIeSOBAHMS 3aK/TI09aeTCsl He B TOM, 4TOOBI HayaTb
¢unocodCcKyo AUCKYCCHUIO MU 3aBsI3aTh OTHOLIEHMS Ha BCIO
JKU3HB, @ B TOM, 4YTOOBI CO3/1aTh paboume KaTeropuu u Io-
KasaTesb, CTUMYIUPYIOIKIT K AeiICTBUI0. DTO CIIOCO0 yryd-
IIUTD JIe/IOBbIe OTHOIICHMA.
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TeM He MeHee Ba)KHO IIpOaHaNIN3MPOBATh IEKAIYI0 B OCHO-
Be CUCTeMBbl (procouio, IOCKOIbKY OHA OTpaXkaeT LIeHHOCTH,
KOTOpbIe PYKOBOZAT OpraHmsanyeil. Eciu BaM feiicTBUTeTbHO
B)XHO BJIVSHVE KOMIIQaHUY Ha >KM3Hb K/IVMEHTOB, Y Bac Jaxke
He BO3HMKHET CO0/1a3Ha OCTAHOBUTHCS TOMBKO Ha [TOKa3aTerle.
Bbl HauHeTe MCIIOTb30BATh €T0 KaK CTUMYII, KaK HallOMJHAHNe
0 TOM, YTO Ballla OpTaHM3aLMsI MOXKET CTaTh Jy4ile. Bbl HauHe-
Te HaHMMATb JII0fiell, KOTOpble, KaK BBIPA3WICA I7IaBa PO3HNY-
Horo HamnpasneHus Apple Pon [[)KOHCOH, «IyMaiT 0 9yBCTBAaxX
KJIMEHTa, 4 He TOMbKO O ero KapmaHe». YTo6bI co3aaTh 60/b-
IIe IIPOMOYTEPOB U COKPAaTUTh YNCIO AETPAKTOPOB, NPUJET-
Csl IepeHANPaBUTb CTpaTernyecKue MHBECTUIIMY U U3MEHUTh
mpoieccel. ITo OyAeT C/e/IaHO He IS YBeNWYeHUs IpUObIIN
(XOTS OHA YBEIMYNUTCA), @ IOTOMY, YTO 3TO IPABUIbHO. 3aTeM
KOMIIaHNMA HayHeT paclimMpATb npuMeHeHue NPS, onenmpas
C ero IOMOIIIBIO IIOBefIeHNe Y OTHOIIEHM JPYTUX CTeMKXOe-
POB* — COTPYZAHMKOB, OCHOBHBIX IHBECTOPOB, IIOCTABIVKOB
U IpoYMX OM3Hec-MapTHepoB — ¥ obecredyBas MOHMMaHNe
TOTO, KaK MOXXHO 3aBO€BaThb MX JOSIbHOCTb. OpraHusanuu
BIMSIIOT Ha )KM3Hb MHOTHUX JIOfIEil, ¥ BaM HEOOXOAUMO 3HATbh,
KaKOBO B/IMsIHNE Ballell KOMIIaHUM, THe Obl M Kak Obl OHa
Ha HMX HM BJIVSIIA.

VX051 M3 KOMIIAHNH, KOK/BII OV3HeC-Iep OCTaBIIsIET «Ha-
C1efcTBO». VI MMEHHO 1o HeMy 0 HeM OyzyT cyautb. Ec/n BbI X0-
TUTE OCTAaBUTb HACJIeiVe, KOTOPOe LIEHUTCS BhIllle IPKObLIelt, —
yMeHMe 3a00TUThCA O K/IMEHTaX M COTPYAHMKAX, KOMIIAHUIO,
KOTOPYIO BBl CO3/Ja/IV VIV TIOMOI/IV CO371aTh, YIy4llleH/e )XI3HN
JIofieit, C KOTopbIMu paboranu, — To NPS 6yzeT 6eclieHHbIM NH-

CTPYMEHTOM ]I 3TOrO.

* Creiikxongep (6yKBanpHO — «BNajjenel Jomm») — auuo (pusnyeckoe win opi-
Andeckoe), deit Bk (paboTa, KanmTas, pecypchl, MOKynarenbHas CIOCOOHOCTD,
pacrpocTpateHre nHGOPMALMY O KOMIIAHMY U T. IL.) sIB/SIETCS OCHOBOII ycIexa
oprarnsanu. OGbIYHO VIMEIOT B BUAY aKLOHEPOB, COTPYAHMKOB, IIOTpebuTeIeit,
MOCTABINKOB. ITpum. peo.
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Kak npaBunbHO npumeHsite NPS

Wpen, nexxamme B ocHoBe cucTeMbl NPS, HacTonbko mpocThl
Y MHTYUTUBHO IIOHSATHBI, YTO TOII-MEHEKePbl MOTYT PEIINTb,
4TO BHEAPUTH ee OymeT cTomb e mpocto. Kommanum, KoTopsie
Hadany npuMeHATb NPS, y3Hamu, 4To Ha cosfjaHMe HaJeXXHBIX
M JOCTOBEPHBIX IOKa3aTesell, MO3BOJIAIINX MHTEPIPETHPO-
BaTb JaHHBIE ¥V CO37aBaTb IIPOLECCHI «3aMBIKAaHMA KOHTYpa»,
obecrieyyBamIye U3MeHeHMs, TpeOyeTcsi MOTPaTUTh MHOTO
BpeMeHU U cwl. NPS BamseT Ha Bce Ipollecchl OpraHu3aluy,
BK/IIOYas (pVMHAHCHI, ONEpaLuy, MAPKETHHT, AU3ailH IPORYKTa,
Je/IoBeYecKye pecypcsl ¥ MHGOpMaIOHHbIe TexHomorun. OHa
IpoHusbiBaeT Bce ypoBHU opranmsanum: CEO, coser pupex-
TOPOB, COTPYAHMKM, HEIIOCPEACTBEHHO OOCTY>KMBAIOLye K-
eHToB. NPS OpocaeT BBI30B YCTOSIBLIIMMCS MeTOAaM paboThI,
IpyopuTeTaM ¥ IpoLleccaM NpMHATHUA pelreHnit. HecMorps
Ha IPOCTOTY, OHA TpeOyeT aKTUBHOI MOJIEP>KKM CO CTOPOHBI
BBICIIIETO PYKOBOZICTBA. be3 3Toil Iofep>XK1t KOMITaHIH, CKOpee
BCETO, YTPATAT IIbUI, UCIIBITAIOT 3aMEIIATe/IbCTBO, CTOMKHYTCSA
C HeXXelaHMeM IIPYMEHATh HOBble METOAbI PAbOTBI ¥ MHOXe-
CTBOM JPYTUX JIOByLIeK. Ilofep)kka 1 HACTOMYMBOCTD CO CTO-
POHBI PYKOBO/ICTBA KOMIIAHUY KpajlHe BaXKHBI.

Bbl MoXeTe OOHApyXXWUTh, YTO HaKe HAYamo OOCYXIeHMs
uneu o BHenpeHny NPS MOXXeT yrepeTbcsi B CTEHY COLPOTUBIIE-
HI5I CO CTOPOHBI KPUTHUKOB, KOTOPBIM ITPAKTHUKI AT [IPO3BMUILLE
Net Pro-Moaners — uycTble HBITUKM (TEPMMH OyfieT pacCMOTpeH
B raBe 10). VI HeynuBUTeNIbHO, Belb Y HAC yXKe CYILIECTBYET XO-
POLIO pa3BUTasA MHAYCTPY:A, Halle/leHHAsA Ha M3MepeHye YIOB/IeT-
BOPEHHOCT) K/IMEHTOB U COTPYAHMKOB C IIOMOIIbIO OO'bEMHBIX
u 60sbIei 4YacTblo Hea(EeKTUBHBIX MCCIETOBAHNUI, I HOBBII
[I0Ka3aTesIb, Iofo0HbIi NPS, YTpO’KaeT SKOHOMIYECKO MOZEII,
OT KOTOPOJT 3aBMCUT OOJIBIIVMHCTBO MCCIEHOBATEIbCKIX KOMIIA-
HMIL. 3aKpBITbIEe «MOJIE/Y YEPHOTO AIIMKa», UCIIONb3yeMble 3TH-
M1 pupMami, TOCTPOEHBI TAKUM 00Pa3oM, YTOOBI X aITOPUTMBI
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OCTaBaJICh TIATE/IBHO OXpaHAeMbIMU cekpeTaMu. Eciu Ob1 aTH
QJITOPUTMBI He ObIIM 3aCeKpedeHbl, HUKTO He CTajl Obl IIATUTD
KOMITAaHWSIM 32 MCIIOb30BaHMe UX MOfieriell U He obparuancs 6b1
K HJM 32 COBETOM O TOM, KaK ITIOBBICUTD [IOKA3aTe.

C NPS Bce Ha060poT. JI106as1 KOMIIAHVSI MOXKET BHEIPUTD STOT
rporiecc y cebst 6eCIUIaTHO, IPO3PAYHOCTD XKe fle/laeT ero JIerKuM
i1 TOHVMMAHMA M COBEpIIEHCTBOBaHNA. HeymmBurenbHo, 4TO
CHENMA/IACTBI B 00/aCTV TPAJIVILIIOHHBIX VICC/IEOBAHMII PhIHKA
THOCIIeLIVIIY HAaIlMICaTh CTaThy, 3asBUB B HMX, 4To NPS He paboTa-
eT. [Tono6HBIM 06pasoM sHuMKIONERUs «bputannka» He MUTAaeT
60/1bIIOro yBaXKeHNUs K «Bukumnenyn», a Ipou3BORUTEN JIVILIEH-
3MOHHOTO IIPOTPAMMHOTO O0ecIiedeHys He CKaKyT HOOPbIX C/IOB
0 IPOrPaMMaXx € OTKPBITHIM KOZIOM. 3/1eCh CTOUT BCIIOMHUTD 3HaMe-
HUTBI adopnam OnroHa Cunkiepa: «TpyHO 3acTaBUTD YeTIoBeKa
HOHSATD YTO-TO, €C/IM 3apIVIATY eMY IUIATSAT 33 HETIOHUMAaHUe».

CoTpsicas OCHOBBI 3aBEJEHHOIO IIOPAAKA, MOXHO OXI-
matb conporusienus. Hy u uro? Ilo sToMy myTy CTOMT Ipoii-
TH. 3HaHNA, KOTOPbIe BB MOXKeTe IOMTyYNThb, BHEAPAA CUCTEMY
Net Promoter, monctuHe 6eciieHHbl. OHM IIOMOTYT BaM JTydIle
YIpaBIATb KOMIIAHMEl, IMONy4aTb OOJIblle YHIOBIETBOPEHVA
OT paboThI ¥ HOCTPOUTb OTHOIIEHNUS, YTOOBI )XKUTh Oortee 1mos-
HOI1 JKV3HDIO.

ITepen TeM Kak 3aBepLINTb BBeleHNE, XO9y BOCIO/Nb30BaTh-
Cs BO3MOXKHOCTBIO U IIPEICTaBUTh Moero Kojuiery Po6a Mapku,
IIOMOTABIIIETO MHE B HAIlMCAaHUY 3TOI KHuru. Mel ¢ Po6om npo-
paboramm B komnanuy Bain B Teuenne pBapuatu net. OH ObII
MOVM 4YMTaTeleM ¥ COBETHMKOM IIpY IOATOTOBKE IIEPBOTO W3-
TaHMs, a TAKKe CBITPAJI TAKYIO BAXKHYIO POJIb B IIOITOTOBKE HO-
BOTO MaTepyana /sl 3TOr0 M3JAHMA, YTO 3aC/Iy>KMBaeT IpaBa
Ha3bIBaThCsA cOAaBTOpOM. Po6 pykosoput NPS Loyalty Forum, on
TaK)XXe PyKOBOZIUTEIb MEeXKYHAPOTHO IPAKTUKN 110 CTPATETUN
paboThI ¢ KIMEHTaMM U MapKeTUHTy KoMnanuy Bain. Ero ombrT
paboThI ¢ K/IMeHTaMM 10 BOIIpocaM, cBsizaHHbIM ¢ NPS, yHuka-
JIeH, ¥ KHUTA CYI[eCTBEHHO BbIMIPasIa OT €r0 YIaCTHA.
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B nanbHelieM ITaHMPYeTCsl BBIXOJ, €llje HeCKOIbKUX KHUT
o cucteMe Net Promoter, HO ZaHHas KHUTa 3aK/Ia/ibIBaeT OCHO-
Bol. OHa NMOMOXKET BaM IIOHSTD, YTO O3HAYAET 3TO JBIDKEHIE,
KaK OHO BO3HNUK/IO M 4ero HajeeTcst focTudb. OHa JacT BaM
BO3MOXXHOCTb ITO3HAKOMUTbBCS C 3aMevaTe/IbHbIMU MCTOPUAMU
ycIiexa KOMIIaHUI, MICTIONb3YIOIVX CUCTEMY ¥ MPOJO/DKAIOLINX
I03HaBaTh ee. BO3MOXXHO, KOT/ja-HIOYAb MBI HallMIIEM I O Ba-
weit kommanuu. Hapgerocs, Tak u 6yzer.
®ped Paiixenvo
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