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MNpegucnoBue

MbI He MOXKETE YBUAETH WX, TaK KaK Xe X NpojaBaTb?

B 3ToM Bonpoce KpoeTca 0CHOBHasi Mpobiema ciepbl yenyr. Bnepsble g 06HapyXun 370
14 neT TOMy Ha3af, KOrja MHe B MepBblii pa3 NPULLIOCL NPUAYMbIBATb PEKNaMHOE 06bSBIEHNE
06 ycnyre. Ycnyra — 370 He ToBap. W, COOTBETCTBEHHO, S HE MOI MPOAEMOHCTPMPOBaTL ee
peByLlein Ha Bupaxax B Bbur-Cioop, M3siLLHO HakMHYTOM Ha nneun CuHam Kpoydgopa wm
nofaBaemoili Ha TOHuYaiilem (apcdope. A He MOr nokasaTb YCAyry, MOTOMY 4TO YCAyru
HeBMAMMbl. OHW NpeacTaBNAOT CO60M BCEro NMWb O6elaHne Toro, YTO KTO-TO BbIMOMHUT
onpegeneHHyro paboTy.

Hy 1 Kak nprkaxeTe NpoAaBaTh 3T0?

MHorune rogbl pasgymMuii Hag 3TUM BOMPOCOM W ABajuaTb fBa roga paboTbl B KayecTse
COTPYAHMKA Chepbl YCAYT U C NPeANPUSTSIMU 3TOI Cchepbl NPYBEN MEHS K CO34aHNI0 JaHHON
KHUTW.

dTa KHWra HauMHaeTCs C [N1aBHOM Mpo6/iemMbl MapKeTUHra yciayr — KayecTBa Camoii
ycnyru. [danee oHa npefnaraeT crnocob ysHaTb, YTO XKe HYXKAAeTcs B WCMpaBleHWU, U aaet
MPMMepPbl pea/lbHbIX W [AEeACTBEHHbIX MeToAMK. [locne 3TOro OHa MepexofuT K OCHOBaM
MapKeTUHra YCnyr: OnpefeneHNto TOro, K Kakoii OTpac/in [AeiCTBMTENbHO OTHOCWUTCS Ballle
MPeAnpuATE N YTO Ha CaMOM Aefie MOKyMatoT MoTpebuTenun, K no3vuMOHMPOBAHUIO Ballei
(VpMbI, MOHUMaHWIO NOTPEOUTENE U UX MOBEAEHWS W, HAKOHeL, K pekiaMe 1 npe3eHTaumu
BaLLel ycnyriu.

BBeneHune

MpocmaTtpmBas Katasor COLMONOrMYECKUX WCCNefoBaHUA B 06N1acTU  MapKeTuHra,
Ony6/IMKOBaHHbIN LUKO/MOA 6u3Heca apBapfcKOro YHMBepcUTETa, A OBGHapYXW/, YTO BCEro
OHO M3 YeTbIPEX UCCNEeL0BaHWNIA 3aTparnBaeT cqepy ycnyr.

[BymsA Heaenamm no3xe 1 OTKPbIN NOCAeAHWUIA BbINYCK peliTuHra 500 BeyLLMX KOMMaHWi
XypHana Fortune, B KOTOPbIA BrepBble OblN BKIOYEHbI U KOMMaHUW, paboTatowme B cepe
ycnyr. Takux KOMNaHuin B peiTuHre 60%, HO faxe aTa uMdpa HeAOoCTaTOMHO NOHO OTpaXKaeT
ponb Chepbl YCNYr B aMePUKaHCKON 3KOHOMMKE, MOCKO/bKY Mpu GavKaileM pacCMOTPeHUN
OKas3bIBaeTCs, YTO MHOrMe KOMMaHUN-MPOU3BOAUTENN, NEPEUNCIEHHbIE B €XXEerofHUKe, 3aHATbI
OJHOBPEMEHHO 1 B cthepe obcnyxumBaHus. K npumepy, Takoil NPON3BOACTBEHHBIA TUraHT, Kak
General Electric, B peanbHoCTV nony4vaeT 40% cBOMX [OXOLO0B OT OKa3aHWA Pas/INyHbIX YCNYT.
dupma Nike, cuntaroLlasca npom3sBoaMTeNeM KPOCCOBOK, Ha CaMOM fieie He BblMyCKaeT 00YBb.
OHa 3aHMMaeTcs TOMbKO ee pa3paboTKOW, pacnpocTpaHeHnem K cbbiToM. Nike, B nepByto
oYepenb, OKa3bIBAET YCYrn.

MpaKTUYeCcKn Tpoe N3 KaXKAbIX YeTbIPeX amepuKaHLieB paboTatoT B chepe 06CNyKMBaHUS.
K 2005 rogy aTa umpa coctaBUT BOCEMb M3 AecaTu. Ho BOT, NoxanyicTa, nepeio MHON NeXUT
KaTanor apBapfCcKOM LWKO/bl 6U3Heca, CBUAETENbCTBYHOLMIA O COBEPLUEHHO 0OPaTHOM.

Ecnn roBopuTb KOPOTKO, OCHOBY aMepUKaHCKOW 3KOHOMMKM COCTaB/IsSiET cihepa YCnyr, HO
B Hell MCMO/b3YeTCa MapKeTUHIOBas MOZe/b, HaleneHHas Ha Npogaxy ToBapa. OfHaKo ycnyra
— 3TO He TOBap, M MapKETUHT YCNYr OT/IMYAETCA OT MapKeTMHIa TOBapoB.

ToBap — 370 He4yTo oca3aemoe. Ero MoXXHO yBUAETb U MOTporaTb. Ycyra xe, HanpoTus,
HeyTo HeocsA3zaemoe. [laxe 6onee TOro, OHa U CyLLEeCTBYET peasibHO /IMLLb Ha TOT MOMEHT, KOrja
Bbl ee nokynaete. lpuasa B NapuUKMaxepckyto, Bbl He MOXETe YBWAETb, nowynatb Waun
NpUMepuTL CTPYKKY nepes npuobpeTeHvem. CHavana Bbl [enaeTe 3aka3, M TONbKO MOTOM
nosyyaeTe pesynbTar.

B oueHke 60/bLUMHCTBA TOBAPOB Y4acCTBYHOT BCe OpraHbl YyBCTB. Bo3bMeM, K npumepy,
HOBYIO MaLLVHY.

Bbl mMoxeTe nonto6oBatbCsa €0 CO BCEX TOYeK 3peHus. Bbl oulywiaete rnagkyro
MOBEPXHOCTb 3MasiM, Hacnaxpgaetecb YAOOCTBOM MArKUX CUAEHWIA. Bbl ChbllMTe pPOBHOE
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ypyaHvMe MOTOpa, TUX0e >XXYXOKaHWe 3NMeKTPonpuBoLa CTEKO/ W XapaKTepHbIA  LLeNvoK
3ax/10MbIBaIOLLEACA ABepLbl, KOTOPbIA [Nf MHOrMX SABMAETCA pellalolimMm LUTPUXOM Npu
MPUHATUN PeLLeHNs O MOKYynke. Balle 060HAHME TOXe y4acTBYET B MPUHATUM 3TOMO PeLLEHNS,
cobnasHseMoe TeM 0COObIM 3anaxOM HOBOM MalUWMHbI, O KOTOPOM CreumanbHO no3aboTuanch
XUTPeLbI-NMPON3BOAUTENN.

O6 ycnyre Baly YyBCTBA HE MOTYT BaM CKa3aTb POBHbIM CHETOM HUYEro. Bbl He cMoXeTe
yC/bllWaTh TUXO0€e TyfeHve Npu NOArOTOBKE Ha/IoroBOM AeKnapauuuv, OnpejennTb Mo 3anaxy
XOpOLLEero afBokara no 6pakopasBOfHbIM fenaM W N0 BHELUHeMY BUAY XMMYUCTKU PeLUnTb,
noLOMAET M OHa BaM. B 6O/bLUMHCTBE C/lydaeB Bbl MOKYyMNaeTe YCiyry, He Mes BO3MOXHOCTM
noLLynaTh ee, MOHKXaTb, MONPO60BaTh Ha BKYC U faXe YBUAETb.

OuyeHb pefko ycnyra WMeeT SApAblMOK C  KOHKPETHOW LeHOW. Bbl GecesyeTe ¢
npegcTaBuTeneM (UPMbl, KOTOPYKD COOMpaeTeCcb HaHATb A1 PEMOHTa KyXHM, MnepecMoTpa
MEHCMOHHOMO MnaHa Balleli KOMMaHuM Uamn obCnyXneaHns nprvema no noBogy TOPXKECTBEHHOM
fatbl. B 3TOT MOMEHT Bbl, CKOpee BCEro, He UMeeTe NpeAcTaB/NeHns O LieHe U onacaeTech, UYTO
OHa MOXET 0Ka3aTbCA CAULIKOM BbICOKOW. [MpeacTaBuTeNlb (UPMbl 06eLLaeT «MPUKUHYTb
NPUBAN3NTENBHYIO CTOMMOCTb». B 3TOT MOMEHT Bbl He 3HaeTe, 6yAeT M Y BaC BO3MOXHOCTb U
XenaHue 3anfatnutb Ty LEHY, KOTOPYHO Bam CO BpPeMeHeM Ha30oBYT. B pesynbrarte Bbl
NCNbITbIBAETE eLle 60/bLUIYI0 HEYBEPEHHOCTb U CTpax.

O6blyHO cpa3y BWAHO, KOrja ToBap HeucripaseH. lMpourpbiBaTesib NepectaeT urpatb,
cuensieHne — cuennaTb, y MOJIOKa NOSBNAETCA HEMPUATHLIN BKYC. MNOHATb, KOrAa Hac NoABOANT
yCnyra, ropasfo CnodxxHee. XOpoLwWiA NN COBET fJafl BaM Ball KOHCY/bTaHT MO Ha/oroBbIM
Nbrotam? XopoLo i Mansp nokpacun Baw foM? VHbIMW €noBaMuM — MOMYYUIN 1N Bbl Ty
YCNyYTy, Ha KOTOPYtO paccunTbiBasin? KTo 3Haer.

MOCKO/MbKY TO, 4TO TOBap HEKayeCTBEHHbIW, TaK JIerko 3aMeTUTb W [0KasaTb,
60NbLUMHCTBO TOBAPOB UMEKDT rapaHTuio. 10 OTHOLLEHWIO K YC/lyram 3T0, Kak npasuio, NpocTo
HEBO3MOXHO. B pe3y/ibTaTte eAMHCTBEHHbLIM BbIXOLOM B C/ly4yae MI0X0ro Kayectsa OKa3aHHbIX
BaM YCNyr CTaHOBATCA HeNpuATHble NpenupaTenbcTBa C PUPMON WM 3aTSHKHON CyaebHbIi
npovecc.

WTak, nokynas ycnyry, Bbl He WMeeTe HWKakuX rapaHTUA — TONbKO PacTyLyto
HeyBepeHHOCTb.

Mpov3BoAMTENN MPU U3FOTOB/IEHUM TOBapa UCMO/b3YHOT MHOFOKPAaTHO MPOBEPEHHbIE W
MOCTOAHHO KOHTPO/IMPYeMble TEXHOMOrMKU, 06ecneynBaloLLMe KauyecTBO KaXAoro OTAe/IbHOro
ak3emnnspa. B cepe ycnyr nonyyaemblii Bamy «ToBap» NpPeAcTaBAseT Co60M cepuio AeiiCTBIA,
KOTOpble KpaliHe peaKo MOryT ObiTb CBEAEHbl K HEKO OTpabOTaHHON TEXHONMOrUKU. HUKakow
FeHWn, K npumvepy, He cmor Obl pa3paboTaTb TEXHOMOTMIO, MO3BO/MAIOLYIO BbIMYCKaTb
NCKNIOYMTENbHO KaYeCTBEHHYIO PeKnaMy B neyartu.

Bonee TOro, gaXe Te HEMHOrve TEXHOJIOMMM, KOTOPblE MPUMEHSAKOTCA B C(epe YCnyr,
OYeHb TPYAHO MNPOKOHTPONAMPOBaTb. BepHemca K npumMepy C pekamHbIMUA 00bSABIEHUAMM.
MpeAcTaBuTElb PEK/TAMHONO areHTCTBa Bble3XKaeT Ha (JOTOCLEMKY W, OTCHSB Matepwarn,
BbINMBaeT YeTblpe CTakaHuMka 6aHaHOBOro Aalikupu B Gape OTens, Mocine Yero MbiTaeTcs
3aTawnTb KIMEHTKY K cebe B HOMep. Ha crefytolee yTpo OHa, pasyMeeTcs, 0TKa3blBaeTca OT
YCNYr 3TOro areHTCTBa.

Hy kakasi TeXHONOrms cmorna 6bl NPejoTBPaTUTL Takyt «HENonagKy»?

TakuMm 06pa3oM, B CpaBHeHWM C TOBapamu YC/Yyrn MOXOXWM Ha MNJI0X0 3aKpensieHHble
MyLIKK, KaTaroLmecs no nanybe kopabns v cnocobHbIe B 11060 MOMEHT OTMNPaBUTb ero Ha AHO.
BegHara-kanutaH He 4yBCTBYET, 4YTO KOHTPOAMPYET CUTyauuto, WU 6efHbll MnoTpebuTeNb
3a4aCTyHo UCNyraH He MeHbLLIE, YEM OH.

ToBapbl, KOTOpble Mbl MOKyMaem, Oblv cAenaHbl 3a KWIOMETPbl OT Hac NAbMU, C
KOTOPbIMA Mbl HUKOTJa He BuAenucb. Mo3TOMy Mbl pefko BOCMPUHMMAEM MJI0OX0e KayecTBO
TOBapa Kak /MYHOe OCKop6sieHWe. Mcrnonb3yeMble Hamy YC/yru, HanpoTuB, OKasblBaloTCA
NOABMM, C KOTOPbIMY Mbl BCTPEYaIUCh WK, MO KpaiHei Mepe, pasroBapusaiv MYHO. U Korga
3TOT YesIOBEK He BbIMOJHAET TOro, YTO OH 06ewan Ham, Mbl YacTO BOCMPMHUMAEM 3TO Kak
nepcoHaslbHyt0 06uay. «Kak Bbl MOM/M TaK MOCTYMUTb (MO OTHOLUEHUIO KO MHE)?» —
BOMPOLLAeM Mbl, B TO BPeMS KaK MOCTaBLUMK YCIYrM K30 BCEX CU/1 OOBACHSET, YMONSET,
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pyraeTcs n ycTynaet — npuyemM 4acTo [efnaeT BCe 3T0 OJHOBPEMEHHO.

MoaToMy, ec/in Bbl Ye/0BeK, NpefnaratoLLnii Kakyt-To YCnyry, — Bpay Uin apxXuTekTop,
CNYXKALLNIA XMMYNCTKN UK BYXTranTepcKoit (hmpMbl, 6pOKep Uan mansp, — Bbl CT/IKUBAETECH C
NOTEHLUNANBbHLIMU KWEHTaMU, APOXaLlMMK OT CTpaxa U HEYBEPEHHOCTU U YyBCTBUTENIbHLIMA K
N06oIN owWnbKe, KOTOPYK Bbl MOXETe COBEpLUMTb. Ball MapKeTWHr [LO/MKeH HaunHaTbeA
VIMEHHO C 3TOI0 — AACHOT O NMPeACTaB/IEHNS O CTpaxax noTpeduTens.

[axe ecnu Bbl He cunTaeTe cebs MOCTaBLLMKOM YCNyr — Balle NpeanpuaTUe 3aHMMaeTca
KapAMOCTUMYNATopammn, asTOMOOUAAMM UK, HanpuMmep, NPorpaMMHbIM obecreyeHneM, — aTa
KHWra Oyget nosesHa v Bam. 1OTOMY 4TO, BO3MOXHO, Bbl BCe-TakyM OKa3blBaeTe K/MeHTaMm
yenyru (Mnv fomkHbI 6b1nn 6bl UX 0KasblBaTb). EC/IM Bbl MPOM3BOAUTE KAPAUOCTUMYIATOPBI, Bbl
3HaeTe, UTO, KOrfa Ball TOProBbl MPeLCTaBUTENb MepeneT K KOHKYpPUPYHOLLed KomnaHmu,
BMeCTe C HUM MepergyT M Bpayn, KOTOPbIX OH 06CnyXvBai. BOMbLUMHCTBO Bpadvein He
BbIOMpAtOT CTUMYNATOPbI, OHU BbIGUPAKOT OMbITHOO NPOAaBLa CTUMY/ISTOPOB, KOTOPbIA FOTOB
MONTWM Ha YCTYMKM WU MOXET AaTb COBET MO YCTPOMCTBY annapara, ero npvMEHEHUI0 W
nporpaMmmMmnpoBaHuto. INokynaTenu CTUMYNIATOPOB NOKYNAaKT YCyru.

TOYHO TaK e MHOrne u3 Tex, KTo NoKynaeT aBTOMOOUAM MapKkun «CaTypH», (hakTUyecKu
MOKYNatoT Te MOYTU HEOCA3aeMble YCYTUW, YTO Aal0TCA B Npuaady: 6ecnpensTCTBEHHYHO OLEHKY
N NOCTOSAHHbIN cepBuC M yxod. Cama MaluvHa TOMIbKO NPUB/EKAET BHUMaHWE K 3TOWN (mpme,
VMEHHO YCNYry peLuaroT BOMPOC O MOKYMKe aBTomMobuna «CatypH». Bogutenn «Ca-TypHOB»
NOKYNarT YCNyru.

Ecnm Bbl MpogaeTe nporpammHoe O6ecreveHue, Bbl 3HaeTe, YTO OCHOBHbIM BallNM
TOBapOM SABNAOTCA NPOrpaMmbl, HO KpaiHe BaXXHOW 4acTbl TOBapa SBNSETCA TO, UTO K HEMY
npunaraetcs: [LOKyMeHTauus, ©GecnnatHoe 06CNyXuBaHue, nybnvkauun, 06HOBEHNS,
TEXHUYECKasa NoAAepXKa 1 apyrue ycnyru. Baliv nonb3oBartenn nNoKynawT YCayru.

Kapanoctumynsatopsbl, aBToMo6unn «CaTypH» 1 NporpaMMHOe 06ecreyeHne HanoMUHAKT
HaM, 4YTO Mbl >XMBEM B BeK MNpeAMeTOB MNOTpebneHnsi. HoBble TEXHOMOrMWM MO3BOMSKOT
NPOn3BOAMTENAM KONMPOBATb TOBapbl C NOTPACAIOLLEN CKOPOCTLI0. Pasnnumna Mexzay ToBapamu,
NCTOPUYECKM BCerga CTOSBLUME BO [NaBe yrna B MapKeTUHre TOBApOB, CYLUECTBYIOT JMLUb
MUT, — a B rnasax MoTeHUMaNbHbIX MNOTpebuTeneld 3a4acTyld BOBCe He CYLLECTBYHOT.
KOoHKypupysa ¢ npofyKumein apyrux gupM, KOTopas novTu B TOYHOCTW MOBTOPSET UX NlydLlne
TOBapbl, CErofHALHME NPOAaBLbl «TOBApPOB», KakK MpaBWi0, UMEKT BCEro ABe BO3MOXHOCTM
[O6BUTLCA NPENMYLLLECTBA: CHU3UTL CTOMMOCTb CBOEN MPOAYKLMW WUAN NOBLICUTL €8 LeHHOCTb
ANA nokynatens.

A KakvM 00pa3oM MOXHO MOBbICUTb LEHHOCTb TOr0 WM MHOro Tosapa? [peanoxus
noTpebuTeNto JOMNOMHUTENbHbIE YCyrn. Bo3bMeM B KayecTBe NprMepa HeflaBHee HOBOBBEEHVE
(mpmbl Levi's — «nepcoHanibHas napa MHKUHCOB». JTa ycnyra CoCTOUT B TOM, YTO NpoAasel,
CHUMaeT pa3Mepbl MOKynaTens W 3aTeM nepefaeT UX 4epe3 WHTEpHET 3akpouLLMKam W
MOPTHbLIM, KOTOPble LILIOT [MHKUHCHI U 4epe3 cnyxby Federal Express [OCTaBnsOT WX
nokynarento. Ecnn mKuHCbl Levi's cTapoii 3KOHOMUKM Oblfivi TOBapOM, TO HOBbIe IXKMHCbI Levi's
— yXKe ycnyra. [oyTu Kaxablil NPorHo3 roBopuT 0 TOM, YTO MPOLEHT NEePCOHaN3NPOBAHHBIX
TOBAapOB, MOLOGHBIX «MepPCOHaNIbHON Mape MKMHCOB», ByaeT pacTu. A 3TO 3HAYWT, YTO BCe
6onbLUe 1 60/bLUe TOBApPOB OYAYT NpeBpawaTbCs B YCNyru.

MoaToMy npofasubl, paboTarolimMe B YCMNOBUAX 3TOM HOBOM 3KOHOMWKW, [O/MKHbI
HayuYnTbCA MbICIUTL Kak NpojasLibl YCYT.

dTa KHWra npegHasHayeHa 415 BCeX NHOLel, 3aHUMAKOLLMXCA MapKETUHIOM: U AN Tex
80% m3 Hac, KTO He Npon3BOAMT TOBapbl, U ANa octaBLunxcs 20%, KOTOpbIe UX MPOU3BOAAT.

dTa KHUra oTpaxaeT NpeAcTaB/eHUe YCMeLHbIX KOMMaHWi (a Takux CTaHOBWUTCA BCe
00/bLLUE) O MApKETUHIe — OT NJIAHUPOBaHWA [0 Mpe3eHTauMn 1 peknambl. Takne KOMMaHuw,
npoAasLbl HOBOTO TWMa, YAENAT 60/blle BHUMaHUA B3aMMOOTHOLUEHUAM W MeHblle —
XapaKTepuCTUKaM 1 NPenmMyLLecTBam; OHN B 60/bLUEI CTENEHN OPUEHTUPOBAHbI HA PeasibHOCTb
— W Ha «yny4lleHne peaslbHOCTU» — 1 B TO YK€ BPEMS 0CO3HAKOT 3HAYMMOCTb BOCMPUATUSA; OHU
cTapatoTca 6o/blle Y3HaTb O 3a4acTyl MppauMoHa/IbHbIX MPUYMHAX, KOTOpble YNpaBnstoT
MbICNISAMW W LeACTBUAMMW NHOAEN; OHWM OCO3HAKOT OrPOMHYHO BXKHOCTb MEJIOHEN; OHW NMOHMMALOT,
YTO B CErofHsLIHEM [e/10BOM W Neperpy>KeHHOM CpefcTBaMU KOMMYHMKaLUM 06LeCcTBe NoYTH
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HEBO3MOXHO CAenartb Tak, 4Tobbl Tebs yc/biwann, U Bce TpyaHee — ObITb MOHATLIM. V1, MOXeT
ObITb, B MEPBYIO 0Yepefb OHM OCO3HAKOT, YTO B HalleM BCe 60/1ee CMI0KHOM MUpe Nydlle BCero
paboTaroT camble NPOCTbIe METOAbI.

HoBbIn MapKeTUHI — 6O/ibLUe, YeM Crocob fenarb YTO-TO, 3TO 06pa3 MbilneHus. OH
HauYMHaeTCA C MOHWMAHWS OTINYUTENbHbLIX OCOGEHHOCTEN YCIyrm — ee HeBUAMMOCTM U
HeocsA3aeMOCTM — W OCOOEHHOCTEN MOTEHUMabHbIX MOTPebuUTeNein 1 Nonb3oBaTesen 3TOM
YCNYIN: NX CTPaxa, HeXBaTKW BPeMEHM, 3a4aCTy HeNOMMYHbIX NYTEeR, KOTOPbIMU OHW NPUXOLAAT
K MPUHATUIO PELLEHNS, BAXKHENLLIMX CTUMYNOB 1 NOTPeGHOCTEN, Onpeaenstowmnx Ux noBegeHme.

[Mo3TOMY 3Ta KHMUra — He MHCTPYKUWA K TOMY, KaK MocTynaTb, XOTH OHa W COAEpPXUT
MHOTO KOHKPETHbIX MpeasioXkeHnin. CKopee OHa SIBNSETCA UHCTPYKUMEN K TOMY, KaK MbICNTD.
MoToMy 4TO ecnu Bbl byfeTe AyMaTb, KakK HOBbIV NpojaseL, — CTPeMUTLCS K 6onee riny6okomy
MOHVMAHWIO CYLHOCTW YCYr M WX MNOTeHUManbHbIX MOTpebutenein, — Bbl camu HalfgeTe
[ecATKMN yauHbIX Cnoco60B chenaTh Tak, YToObl Balle 4eNo pa3BMBasoCh.

NTaK, HauHeMm.

HenpaBunbHOEe NpeacTaB/ieHNE O MAapPKETUHTe YCyr

Ecnn npoBecTn accoumaTuBHbINA TeCT, 60NbLUMHCTBO /IIOAEN, B TOM YMC/le MapKeTO/0roB,
ONULIYT MapKETUHT KaK NMPOAaXY U peKnamy — NpoTankKusaHme NpoayKTa.

CornacHo aTomy MonynspHOMY MHEHWIO, MapKeTUHI O3HayaeT, YTo Bbl GepeTe TO, YTO
nveeTe, U BNUXUBaeTe 3TO B [NIOTKY MOKynaTent. «Ham Hy)XHO pa3BvMBaTb MAapKETUHI»
O3HaYaeT WCKIUNUTENbHO «Ham Hafo chenaTtb CBOK MapKy W3BECTHOM» — MNpu MOMOLUY
06bABMEHWNIA, PEKNAMHON KamMMnaHUK 1, BO3MOXHO, LLENIEBOI PacChI/IKU.

K coxaneHuto, KOHLEHTpauus BHUMaHNS Ha BHELLHEN N3BECTHOCTY OTB/IEKAET KOMMaHWUIO
OT TOrO, YTO HaxoAUTCA BHYTPW, M OT NEpPBOro npaBwna MapKeTuHra ycnyr: «[faBHbIM B
MapKeTUHIe YCNyr ABNAETCA caMa yCyra.

A OTHIOAb HEe UMEH B BMAY, YTO JOCTATOYHO Y/YYlIMTb KayecTBO YCAYrM U MUp cam
NPOTONYET AOPOXKKY K BawM ABepsiM. MHOrve KOMMaHum ¢ «1y4LuMMmn yciyramm» npossoaroTt
n3-3a OTBPATUTENbHOIO MapKeTUHra. TOYHO TaK XXe A He UMer B BuAYy, UYTO ANS 3TOro
[AOCTaTOMHO CTaTb W3BECTHbIM. MI3BECTHOCTb M MpWBAEYEHME MOTPebUTENein K 3aBefoMO
HEKAYeCTBEHHOW YyCnyre — caMmblii BEPHbIA CMOco6 noryoutb npeanpuatve  cdepsl
06CNy>KMBaHWA.

A BOT Tenepb 0 TOM, YTO A XOTe/ CKasaTb: NePBbIii MPUHLMN MapKETUHIa YCyr coBnagaeT
C NMepBbIM NPUHLMNOM, NPeANoXeHHbIM MaeM KaBacaku Ans MapKeTMHra KOMMbHOTEPOB.

Ynydwnte peanbHOCTb. «/lydllas peanbHOCTb» BalLMX YCAYr NpUBeAeT K TOMY, UTO UX
MapKeTUHr OyaeT npolle, AelleBne M NpUHeceT 6OnMblUe BbIroabl. Ha camom gene MHorve
KOMMaHMN TaK YNyuLWAN «peanbHOCTb» CBOMX YCNYr, YTO MOFYT MPaKTUYeCKM MOMHOCTbH
BbIYEPKHYTb U3 MapKETMHIOBbIX M1aHOB CTPOUKY, KacaroLLytCs «A0CTUXEHNS N3BECTHOCT.

MepBbIM LIAroM B MapKeTUHIe YCAyT ABASETCA caMa ycnyra.

Mup B oXXungaHuu

B TeyeHMe MHOrMX fET Mbl C/bILUMM O TOM, YTO OKPY)XKalOLLMA HAaC MUP >KECTOK U
HernpuBeTINB.

UTo 3acTaBnsieT Hac Tak aymaTb? OTHIOAb He Halla Cembsi, He Apy3bs U He cocegn. Mol
NPUXOAMM K 3TOM naee, 06WadaChb C PasINYHbIMK CyXK6amu.

Mbl npuxogMM K Heil Torga, Korga 3BOHUM Ha TOCYLApCTBEHHYH TeNecTyauto B
Hblo-lopke, a Hac 3acTaBnAlOT XaTb LUECTb MUHYT, MPeXAe YeM COO6LMTb HaM Mo
aBTOOTBETUMKY. «[1epe3BOHUTE eLle pa3, BCE /IMHUM 3aHATbI». Mbl NPUXOAUM K Hel, Korga
KOMMaHUs NPUCbIIAeT HaM HOBYK KpPeAWUTHYHO KapTy B3aMeH YTepsHHOM TO/bKO Yepe3 Tpu
mecaua. Mbl NpuxoguMM K Held nocnie obuleHns ¢ Tunorpadueid B MuHHecoTe, paboTHUK
KOTOpO ob6ellan nogcuntatb MpesBapuTelbHYt0 CTOMMOCTb B YeTBepr [0 MONyAHs, a
Mepe3BOHU/T TOIbKO B CNeAYHOLWMIA MOHeLebHUK (Cyyan, NpPomn3oLLefine coO MHOM CaMUM B
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TeUeHwe NOCNeAHNX TPEX MECALEB).

Yunn BekBu3, AecaTU NeT OT POAY, CYMen BblpasnTb 3TO KOPOTKO U TOUYHO: «C/IMLLKOM
4acTo OT 3TUX YCYT TOLUHUT.

KauyecTBO 06CNYXMBaHWS ynano TakK HM3KO, YTO €CIU HUKTO He >KalyeTcs Ha Bally
yCNyru, 3TO ellle He MOBOA AN CamMOAOBO/MbCTBA. BOMbLUMHCTBO K/IMEHTOB YK€ OTYasi/IMCh
)KasoBaThbCs.

Moyemy 06CNYXUBaHWE CTaI0 TaKUM MAOXMM? OTYaCTM 3TO MPOMCXOAUT U3-3a TOTO, UTO
KOMMaHW1 He MOryT [oKa3aTb B TOYHOCTW, UTO 6O/bLUME WHBECTULMU B YNyudLLEHWe
06CNYXMBaHUS — 06Yy4eHWe, NOBbILLIEHWE 3apniaThl, JOMOMHUTENbHbI NEPCOHaN — MPUHECYT
6onblue A0X0aa. YTo6bl NOBbICUTL NMPUGLINb, KOMMAHUM COKPALLAT Pacxo/pl, NapannenbHo 10
npeaena cokpatlasi cBou ycnyru (Kak Npaewio, 3To 1 Npefen TepreHnst KIMeHTa).

BcnomHWTe Ccnydan, Korja Bam MPUXOAUNOCH CTalKMBATbCS C  BbICOKOK/IACCHbIM
06CnyXmBaHMeM. HackonbkKo 60/blie Bbl 06bIYHO TPaTUAM B Takol KomnaHWu? CKOMbKUM
NoAM Bbl NMOTOM PAaccKasbiBasiv O MOTPSACAOLLEM KauecTBe ee ycnyr? CKOMbKO NoTpaTuiv B
3TOV KOMMaHUW OHK?

HeT, pasymeeTcs, Bbl He MOXETEe Ha3BaTb TOUHYIO LGPy, HO OHa OrpoMHa. W Bce 3Tu
[EeHbI celiuac HaxoAaTCs B GaHKe KOMMaHUMW.

Mpexae uYeM HanmucaTb 06bLSABNEHME, HayaTb PACChIIKY, BbINYCTUTb MPECC-PENN3 —
MCMpaBbTe BCe HE0UeTbl B 06CTY)XMBAHWN .

AhhekT JleK-YOOeroH: 3aBbllleHHast caMooLeHKa

OfHax bl KTO-TO cKaszan: «CpefHWIN ameprKaHeL, He cHMTaeT cebsl TaKoBbIM». [1cnxonoru
[OoKaszanv 310. Mbl cuMTaeM cebs nydMm, Yem Mbl eCTb Ha caMoM fefe. Korga uccnefosartenm
MONpPOCU/IN CTYAEHTOB OLEHUTb CBOK CMOCOOGHOCTbL /laAuTb C NogpMu, 60% OMpoLLIEHHbIX
noctaBuin cebe OLEHKY He Hwke 9 6annoB M3 10 BO3MOXHbIX, 94% YHVUBEPCUTETCKUX
npenojasatesiel YTBEPXKAAKT, 4YTO OHW MPernofatoT Jydlle CBOEro CpefHEero Kosferu.
BONbLUIMHCTBO MY>XXUYUH CUMTaIOT Cebs NpuBIeKaTeIbHbIMU.

Hawa wnnio3ms CcOoBCTBEHHOr0 MPEBOCXOACTBA TaK LUMPOKO PacnpocTpaHeHa, uTo
NCcMXoNMorn npuaymanM el cneymanbHoe HasBaHMe. OHM  HasblBalOT ee  «3EKTOM
INelik-Y06eroH» — Mo Ha3BaHWIO BbIMbILL/IEHHOIO ropoja 13 NonynspHoro pagnMocneKkTakns rno
cueHaputo TappucoHa Kennepa. B Jlelik-Y06€ero-He <«KeHLWMHbI CU/MbHbIE, MY>UUHbI
npuenekartesibHble, a BCe AeTN 06/1a4at0T CNOCOOHOCTAMM BbILLE CPEAHErO YPOBHSA.

Kaxxablii uneH Balleil KOMNaHUM—YenoBeK 1, CNef0BaTebHO, TOXe CTpadaeT APQeKTom
Nelik-Y06eroH. Bam KaxeTcs, YTO Bbl CaMu 1 BalLM YCYri Ny4lle, Yem ecTb Ha CamoM Jene.

KayecTBO npefoCTaBNsSEMbIX B Halleld CTpaHe YCAYr TaK Y)KacHO, YTO Bbl MOXeETe
npegnarate 06CNY)KMBaHWE Bbllle CPeAHEro M BCe pPaBHO OHO OyAeT OTBpaTUTeNbHbIM. HO
BOOOLLE-TO BCe LUAHCbl 3a TO, YTO Bbl HAXOAMTECb MMEHHO Ha CpefHeM YpoBHe. McxoamTe u3
TOro, 4YTO Bbl 06CNYXMBaeTe MIOX0. Xye OT 3TOro He OydeT, M 3TO 3acTaBWUT Bac
COBEPLLEHCTBOBATbLCH.

9TU NNnakaTbl COBCEM He CMeELUHble

Bce Bbl BUgenn Haanucu «KavecTtBo, 06C/yXunBaHWe, LeHa. Bblbupail uto xouellb!» u
IOMOpPUCTMYECKME MakaTbl «Korga wu3Bonute?». (HeyauBuTeNbHO, YTO OHM yYalle BCero
BbIBELLMBAKOTCS MMEHHO TaMm, rae 06CNnyXXnBaHNe Xy> e BCEero.)

Korga s BWXY 3TW Nakatbl, Cpasy HaBOAALME HA MbIC/Ib O TOM, 4YTO MOKYMaresb
C/IMLLUKOM MHOrOro XO4eT, i BCerga roBopr0 Npofasuy: «HA xoTen 6bl MOCMOTPeThb elle napy
(hmpm, Npexxae Yem NPUHATbL OKOHYaTe/IbHOE PeLLeHE.

Ho g y>xe pewmnn. Croga s He BEPHYCb.

Ecnu Bbl pelwumnn ans cebs, 4to He MOXKeTe NPeAsIOKNTL KaueCTBO, CKOPOCTb U LiEHY, Bbl
MPOCTO He XOTUTEe NPUKAAbIBAaTb HAUKaKMX YCUINIA, UTOBbI CTaTb NyYLle.

Kak McDonald’'s ygaetca obecneumBaTb Ge3ynpeyHyt0 YMCTOTY TyasieTOB U MPojaxy
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KapTodens-hpu BbiCoUaiiLlero Kayectsa 3a 50 CeKyHa 1 79 LLeHTOB?
3abyabTe 06 onpasgaHuax 1 nomHuTe o McDonald'’ s.

[NMyCTb Bawu K/IMEHTbI yCTaHaB/IMBalOT Balln cTaHAapThl

Bo MHOrMx KomnaHusx cdepbl YCnyr CTaHAapTbl KayecTBa OMpeaenstoTcs MHEHUEM
npoteccMoHanoB B 3TOW 06M1acTW, a He KaMeHTamu. Bo3bMem, K npumepy, peknamy,
HOPUCNPYAEHLUMNIO UM apXUTEKTYpY. B peknamHom 6u3Hece, ecnm TBOPYECKUA pabOTHUMK
FOBOPUT: «3ITO OYEHb XOpOLLas peknamax», OH NoApasymeBaeT Npu 3TOM He TO, YTO 3Ta peKnama
MOXEeT pea/lbHO MOBbLICUTb [0X0A4 KveHTa. OH MNpoCcTO MMeeT B BMAY, YTO OHa obnafaer
OPOCKMM 3aro/fioBKOM, XOPOLLUMM BUAEOPSIAOM, T. €. TO, YTO OHa XOopowo cAenaHa. OTANYHO.
KnaccHo.

AJBOKaTbl MbIC/IST TakMM e 00pa3oM. OHUM CKaxXyT «3TO XOPOLLO MOArOTOB/IEHHOE
peno». I HanneeaTb, YTO C TOYKM 3PEHUS K/MEHTA 3TO AeNo 6biNo yXKe AOCTaTOYHO XOPOLUO
NMOAroTOB/IEHO paHblle — 3a NATb ThbICAY A0NMAPOB. W YK COBCEM HarneBaTb, YTO 3TO [EN0
KacaeTcsa BOMpoca, KOTOPOro MOXHO 6bl10 Obl BooOLle uM36exartb, ecnu Obl afBoKaThbl
CBOEBPEMEHHO NMPUIOXUIN K 3TOMY YCUMUS.

MHoOrve apxmMTeKTOpbl 060XaKOT 3[aHusA, KOTOPble YYL0BULLHO HeyA00OHbI AN1F TeX, KTO B
HUX paboTaeT. W, TeM He MeHee, apXWTEKTOPbl Ha30BYT WX BeNUKOMENHbIMW. OHU Obln
cieNnaHbl 04eHb KaYeCTBEHHO.

CnipocuTe cebs, KTO ycTaHaBNMBaEeT A/1s BaC CTaH4apThl Ka4yecTBa — Ballla OTpac/ib, Ballle
3ro WK BalW KINEHTbI?

[Mnoxne HOBOCTU: BaM NPUAETCA KOHKYpUpoBaTb C YOnToM [incHeem

OfHaxXabl YTPOM 5 3aX0XKy B Kahe, UCMONHEHHbIV caMbIX pafyXXHbIX HALeXA. Y npunaska
y)XKe CTOAT YeTBepo, HO A peLaro, YTo noTepnto. K coxaneHuio, 3a NpunaBkoM fefia 06CToAT
xyxe. bapmeH nopgaet nokynatento Ne 1 60/blUy0 YallKy Kodge 6e3 koenHa. okynaTens
3aKasblBa/l Ma/leHbKYH0 — npocToro. Apyroii 6apmeH ampTyeT ¢ nokynatenbHULein Ne 2. B
3TOM €CTb YTO-TO TpOrarte/lbHOe W BbI3blBatoLlee HOCTa/IbIni0, HO BCE XKe 3TO HeAoCTaTO4YHO
3axBaTbIBaloLLE, YTOObI ONpaBAaTh NPOLO/HKUTENBbHYIO 3afepXKKY. ELLle Yepes YeTbipe MUHYTHI A
HaKOHeL, Mosiyyat0 CBOK OO/bLUYH YallKy Koge ¢ MOIOKOM. [lBaauaTb feT Hasad i Mor Obl
MPUHATL 3TY 33[EPXKKY KaK LO/MKHOe. [1BafuaTb /IeT Hasaf A Takke MpPUHUMan Kak [0/HKHOe
TyaseTbl, YCessHHbIE MOKPbIMU MOIOTEHLAMM, XYHOLLMX XKeBaTe/lbHYH0 Pe3vHKY OpULMaHTOB B
3a1AMaHHbIX  KETYYNOM MNepefHUKax W [eCATUAHEBHOE OXWAaHWe [0CTaBKM TOBapoB,
3aKazaHHbIX N0 Kartasory. [lotom nossuacs McDonald's, KOTOpbIA M3MeHWN  Halle
MpefcTaB/eHne O TyasieTax, XOpOLUMe pecTopaHbl MOBbLICUM Haly TpeboBaTeflbHOCTb K
othmumaHTam, a cnyxxba Federal Express nogHsna craHfapT [OCTaBKM NO Kataiory. 31w
NpeanpuaTAS HaBcerga M3MeHWIM Hawm TpeboBaHus. CerofHs Mbl OXWUAAEM, YTO TyaneTbl
[JO/MKHbI  cTaTb  60/ee  4uCTbIMK, 06CNYyXMBaHWe —  ObICTPbIM, a OoMUUMaHTbl —
npegynpeauTensHbiMu. C KaXabIM [HeM Bce 060/blie NIIOLeA CTa/IKMBAOTCA C ycnyramu
BbICOKOro Knacca. MHorve nobbiBa B Disney World n Tenepb 3HalOT, KakMM TOYHbIM,
BEX/IMBbIM U TBOPYECKMM MOXET ObITb OOCMYXMBaHME. ITU JHOAN YXKe BUAENM KOMMaHWUK
MMUPOBOr0 K/acca, U C 3TUM MNPULETCA CMUPUTBLCA BCEM, KTO paboTaeT B Clepe YCAyr.
Tunorpagus (HabonesBwnii NPUMeP) He MOXET HafedaTbCsi, UYTO €€ K/MEHTbl CMUPATCH C
06CNy>XXMBaHMeM, MPOAMKTOBaHHbIM CTaHAapTaMn MeYaTHON MNPOMBILLIEHHOCTW, €C/in 3K
CTaHZapTbl (Kak 370 00bIYHO WM OblBAeT) He COOTBETCTBYHOT OXWAAHWUAM K/IMEHTOB. K/MEHTbI
Tunorpaun yke nobbiBasin B Disney World, n nx oxugaHusa HeobpaTMMO BbIPOC/N.
KomnaHusa, KoTopas He MOnbiTaeTcsa AOTAHYTbCA [0 3TUX PacTyLMX CTaHAapToB, [O/MKHA
roTOBUTbCA K HEOO/bLUON PEeBOMOLMMA M MAacCoBOMY ucxody notpebutenein. He obpalainTe
BHVMMaHWA Ha npeapaccyfiKky, CyLecTBYOLWMe B Ballelt oTpacnn, Gepute npumep ¢ Disney
World.
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AdohekT 6aboykm

B 1963 rogy meteoposior 9asaps JIopeHL, BLICTYNW/I C NOTPACLUMM MUP 3aaBneHnem. Ha
NPOTSHKEHUN [ECATUNETUIA NIOAN MpPeacTaBnsnv cebe BceneHHy0 Kak 60/bLUy0 MallvHy, B
KOTOpPOM MNPUYMHBLI COOTBETCTBYHOT CNeACTBMAM. JIIOAM nonaraan, 4to 6onblive NPUYUHDI
BbI3bIBAKOT OO/bLUME MOCNEACTBUA, a CNEeACTBUA MaeHbKMX MPUUMH Takke Masbl. JlopeHy,
YCOMHW/ICS B 3TOM.

Bonpoc, KoTopblil OH cebe 3afas1, 3By4an CTPaHHO M B TO XKe Bpems Ype3BblyaiHO MPOCTO:
«Ecnn 6aboyka B CuHranype B3MaxHeT KpPbIbAMM, MOXET /i1 3TO MOBAMATL Ha yparaH B
CeBepHoit KaponnHe?» Mocne Npoao/mKUTeNIbHOro U3yyeHuns JIopeHL, 0TBETUA: «[ax.

OTKpbITME JIOPEHLOM TOr0, YTO ceiivac HasblBatOT «3(heKTOM 6abouKm», BbIN0 OAHUM U3
Tex COBepLUeHHbIX 3a nocnegHne 20 neT OTKPbITUA, KOTOpble CBUAETENLCTBYOT O
HernpeLCcKasyemMoCcT! Mupa: NOrofbl, BO3MOXHOrO pesynbTara MapKeTWHIOBbIX Mporpamm u
OTZaNIleHHbIX, HO YacTO Cepbe3HbIX NOCNELCTBUIA, BbI3bIBAEMbIX KPOXOTHLIMU NPUYMHAMN.

Tem He MeHee Oblna ofHa rpynna nOAeN, KOTOPYH COBCEM He YAMBWUIO OTKPbITUE
JlopeHua. 3T oy Kaxxabli AeHb Habnoganv aggekT 6aboukn B AeACTBUW. ITO BbINn NN,
npucTasibHO cnegswme 3a paboTo cihepbl yenyr — Mupa, rAe COBCEM Hebonblune YCUns
3a4acTyto MPUHOCAT OrPOMHbIE, XOTA U OTAA/IEHHbIE MO BPEMEHWN pe3ynbTaThbl.

MomHMTe 06 adhdhekTe 6ab6OUKM. MaeHbKas MpUUMHA MOXET MPUBECTM K OrPOMHbIM
nocneAcTBUAM.

Babouka no nmeHn Pogxep

16 ceHTa6pa 1993 roga >kuTenb MuHHeanonmca BCMOMHWA, YTO B OTAefle KOCTHOMOB
yHuBepmMara Dayton emy CerofHsi BeYepPOM [O/DKHbl BEPHYTb OTAAHHbIA B MOYUHKY NIETHUN
nuipkak. OH nofowlen K NpuaaBky, 3a KOTOPbIM ero TYT e MNPUBETCTBOBA/ 3HEPTUYHbIN
TEMHOBO/IOCbIV CNyXaLluii yHMBepmara no umeHn Pomxep Aszam.

«f npuven 3a CBOMM MUIKAKOM», — CKasa/l nocetutesib. Yepes Tpy MUHYTblI A33am
BEPHYNCA M3 MOATOHOYHOM MacTepPCKOM C MAOXMMU BecTAMU: «/I3BMHWTE, elle He roTOBO».
OpfHako efga uTenb MyHHeanonmca Hayan »anoBaTbCs, Ynvpas Ha TO, Kak OH paccunTbiBasl Ha
nonyyeHne KocTioMa, Pomkep BOCKIMKHYN: «Ceivac BepHYCb!» — M KMHYNCA 06paTHO BO
BHYTPEHHWE MOMeLLEeHUSs

OH AeliCTBUTENbHO BEPHY/CS OYeHb BbICTPO. «OHK 3aiMMyTCs 3TUM MPSMO Ceidvac, 1 Yepes
NATb MUHYT Bbl MONYYUTE CBOW NKAK, A 00eLLat0», — CKasasl OH.

KnuneHT oTpearnpoBan Tak, Kak Ha ero Mecte oTpearmpoBasio 6bl 60/1bLLIMHCTBO Ntogei. OH
Obln pacTporaH. Ha camom fene oH Obin Aaxke 60/bLle Yem pacTporaH: 3TOT CAyXKaluMin Tak
cTapasics YroguTb emy, YTO K/IMEHT YXKe YyBCTBOBa/1 Ce6A Yy HEro B JONrY.

Oxupas BbINOMHEHMS 3aKas3a, OH Hayasl MporynvMBaTbCa MeXay Tpems psgaMu
CMOPTUBHbLIX NUAXKAKOB. W ero B3rnfg 0oCTaHOBWU/ICA Ha YyLeCHOM KOPMYHEBOM MUXKaKe «B
eM104Ky» 0T Hugo B0osS C COOTBETCTBYHOLLMM LIeHHUKOM: 575 f0n1apoB.

EcTecTBeHHO, UCTOPUSA 3aKaHUMBAETCA TEM, UTO OH Kynua NuayKak 3a 575 fonnapos, HO He
TONbKO. EMy Takxe NpuLioch KynuTb YepHble 6ptokun 3a MO gonnapos 1 Ha 55 fonnapoB —
NOAXOAALLMIA K KOCTHOMY Fa/iCTYK B KOPUYHEBYHD, YEPHYHO 1 GENYHO MOMOCKY.

3a KaKue-TO CeKyH/bl B3MaX KPOXOTHbIX 6a00YKMHBLIX KPblbeB — MATUMUHYTHbIA BUSUT
Pofkepa A33ama B MacTepPCKYHO — MNpvBes K nNpojaxke Tosapa Ha 740 fonnapos. He rosops yxe
0 LileHHOCTM peKnambl, KoTopyto Dayton 1 no ceid ieHb nonyyaeT 61arogaps NocTynky Pomkepa.

Ha crepytolee yTpo Haya/lbHUK OTAeNa 3aKyrnoK paccmaTtpusa LMgpbl MPofax Ha
3KpaHe CBOero KommbioTepa. «f npogan ewe oAuvH numpkak oT Hugo Boss», — ¢
Y[0BNETBOPEHMEM NOAYMasi OH, OTHOCA 3TO Ha CYET CBOEW MYAPOW 3aKyNnO4YHON NOAUTUKMN U
NMOHVMaHWSA HYX[ Nokynarteneid. Ho numkak npogan He oH. Ero npogan Pompkep A3s3awm,
COBEPLUMB NOCTYMNOK MOYTU TaKOW XX HE3HAUYMTENbHbIN, KakK B3Max Kpbl/ibeB 6ab0UKN.

ByabTe PomxepoM u HaHMMaiiTe PogxkepoB. MalunTe KpbifbILLKaMK.
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OLlMbKa OTKpbIBaET Nnepes BamMu HOBble BO3MOXHOCTU

Wctopua Pomkepa A3szama UMeeT U [pYyryt0 Mopaib, O KOTOPOW 4acTo 3abblatoT
MOCTaBLUMKM YCYT.

HecMoTpsi Ha TO 4YTO 3((EKTUBHbLIA MAPKETWUHI YCAYr HauMHaeTCAd C BblCOYaLLEro
KayecTBa CaMOW YCNyru, BbICOKOK/IACCHOe OOCMY)XMBaHWE He 03Ha4aeT MOJIHOro OTCYTCTBUA
JethekToB. B cnyvae ¢ Pompkepom o6cnyxuBaHve yHuBepmara Dayton vmeno OrpoMHbIii
HeA0CTaTOK: OHW He BbIMONHWAWM CBOe 0053aTeNbCTBO B CPOK. HO B KOHeyHOM uTore Dayton
13BneK 6onbLue (Mo KpariHel Mepe Ha 740 foNNapoB) BbIrOAbl M3 CBOEN OLLUMOKM, YeM M3BNEK Obl
ee B pe3ynbTare 6e3ynpeyHoro 1 6e30WmMb604YHOro 06CyXXMBaHWS.

Dayton BbIMrpan 3a CYeT TOro, YT 06CNY>KMBaeMbI PogpkepoM Mokynatesb 3Hasl, YTO BCe
NIOAN VIHOT[a COBepLUatoT OWnbKN, 1 cyaun 06 yHuBepMare W, B 4aCTHOCTW, O Pompkepe o
TOMY, YTO OH cfenan nocne Toro, Kak owwubka Obina 3amedeHa. Kak noctynaeTe Bbl, ecnu
COBEPLUMAY OLWNOKY? TMbITaeTeCh MEPeNoXUTb BUHY Ha APYroro uav ornpasAatbes (HW TO, HU
[PYroe HUKOro He 06MaHyT M TONbKO CAENalT CUTYyauuio Xyxe)? num Bbl NPUHUMaeTe yaap Ha
cebs M pellaeTe BO3HUKLIYHO Mpo6/eMy TakMm 06pa3oM, 4TOObl MOKas3aTb K/MEHTY: «Bbl
[eCTBUTENIbHO BaXHbI 15 HAC, 1 Ceiivac Mbl pafym Bac BCe UCMPaBUM»?

CnpocwuTe coBeTa y Pogkepa.

BonbLuve OLWMOKM OTKPbLIBAKOT Nepes, BaMu 60/bLUNE BO3MOXHOCTH.

Co3pgaHune peknambl — akMycoBasi Oymaxxka busHeca

KopoTeHbKas, HO MokasaTeNbHas uctopus. [ecsTb neT ToMy Hasaf. 3aaHue Munncbepu
HenoAaneky oT Xya0XKeCTBEHHOr0 MHCTUTYTa B MUHHeanonuce.

Uak AHIEPCOH U f CUAUM B €ro ofhnce Ha TPETbEM 3Taxe, NOOGYEMCS 3[aHNEM UHCTUTYTA
1 cTapaeMcsl He o6pallaTb BHUMaHMSA Ha CTeHbl ouca Yaka. STW CTeHbI yBeLLaHbl CeNaHHbIMM
HaMK 3CKM3aMU1 PEKNaMHOT0 06bsBNEHNS. Uepes ABa [HS Hall KPeaTVBHbIA AVPEKTOP o6paLlaeT
BHMMaHME Ha 3anax W cMeno BpbiBaeTcs K Yaky B odwmc. MoToM OH GOPMOYET UTO-TO U
yAansercs.

Ha cnefytoLlnii AieHb OH BO3BPALLEAETCS W BUAMUT, YTO Mbl HE MPOABUHYNCH HI Ha LLar.

N OH Mpou3HOCMT (hpa3y, KOTOPYH [0 CMX MOP OYEHb XOPOLLO MOMHIO: «ECin Tak
TPYAHO NpYAyMaTb peknamy, Npo6iema B TOBape».

3710 npaBaa. Ecny Bbl HE B COCTOSIHUM MPUAYMaTh MPUIMYHYHO PEKNaMy CBOWX YCYT,
peKnamy, coaepXKallyto NpuBneKaTeNbHOe A1 NOTEeHUMaNbHOro NoTpebuTens MnpeanoXeHue,
3HAUMT, Haflo YTO-TO AIENaTh C CAMUMM NPEAOCTABNISIEMbIMIA YCYramu.

MonpobyiiTe NpuaymaTb peknamy cBOouMX ycnyr. Ecnm mocne Heaenu paboTbl Nydluid
BapMaHT peKkNMaMbl 3BYYMT TMO-NPeXXHeMy Cnabo, Bpemsi MepecTaTb pa6oTaTb  Haf
YCOBEPLLEHCTBOBAHMEM PEK/aMbl 1 3aHATHCS YCOBEPLLEHCTBOBAHMEM YCYT.

B3neT n nageHune Delta Airlines. 1985-1995

B 1981 rogy Tom [leTepe OTNpaBUICS «B MOFOHKD 3a COBEPLLUEHCTBOM» U OOHapYXWN
Delta Airlines, NICTUHHbIX MacTepoB 06CNYXXV1BaHUA K/IMEHTOB.

Ecnm Bam npuxofgmsiiocb Korga-nmbo netatb camosieTaMmu aBuakomnaHuy Delta, Bbl,
BO3MOXXHO, cornacuTecb ¢ oueHKoi lMetepca. MepcoHan Delta, AeAcTBUTENbHO, BCTpeYyas Bac
cambIMW TEMNJIbIMU YNbI6GKaMK, TaKUMK, YTO Bbl He MOT/IX He Y/IbIOHYTLCA B OTBET.

Wtak, Delta obnagana npevmyLLECTBOM CaMOro Jly4LIero 06Cny>XmBaHus, fa K ToMy e,
rocne Bbixoga kHuru NMetepca, nonyynna 6ecnnatHyro peknamy Ha 500 MAH. 40/11apos.

UT0 >Ke nponsoLuLo?

ABunakomnaHus Delta npogomkana COBepLUEHCTBOBATb CUCTEMY O0OCNYXWBaHUSA, HO
nUrHopupoBasia MapketTuHr. Cnyxawme Delta gpemanun, noka American Airlines BblBOAMNA Ha
PbIHOK CBOK CUCTEMY 3/IEKTPOHHOIO 3aka3a 6uneToB Sabre. 3Ta MHHOBaLMA OKa3asacb TakoMn
YCMELIHOM, YTO HEKOTOpble aKCnepTbl yTBepXxaann, 6yaro American Airlines morna 6bl BOo6Le
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NPeKpaTuUTb MOoJeThl, LENMKOM MNOCBATUB Cebsi 3M1EKTPOHHOMY 3aka3ly OWIeTOB W Mpu 3TOM
nosyyas 60sbLUe LOXOL0B, YEM NPUXOAWIOCH Ha BCe aBuaiMH1M KoMmnaHum Delta.

Korga mexzy aBnmakoMnaHusMM Hadanach BOMHa LeH, Delta He cmorna YeTKo AOHeCTU Ao
pacrnpocTpaHuTeneid 6GUNETOB WH(OPMaUMIO O CBOel CcucTeMe CKUAOK. B pesynbrare,
OTYasBLUMCL pa3obpaTbea B CKuakax Ha nonetbl Delta, MmHOrne 6t0po NyTeLwwecTBUin Npesnoymn
OTNPaBUTb CBOMX K/IMEHTOB pericaMm Apyrux aBUakoMmnaHWii.

Delta He cmorna 1 YeTKO OpraHmn30BaTh CBOK pPekamMHyto kamnaHuto. Kpome 103yHros 06
NCKNIOYNTENBHO XOpOoLLEM 06CNYXXMBaHUW, KOTOPbIM M 6Ge3 TOro YXe CMaBUInCh 3TW
aBMaJIMHNK, PeKnaMHas KamnaHus He Hecna MoYTW HUKaKoW MH(opMaLmmn, U pacxodbl Ha Hee
npeBbILLaIN MoTyYaeMble OT Hee JOXO0Ab!.

MapkeTuHr Delta Airlines okasancs HeyaayuHbIM, U BCKOpe Heydauu cTav npecnefoBaTb
caMy KOMMaHutoo. HecMOTps Ha CBOK penyTauuio 3ab0TIMBO OTHOCALLENCA K nepcoHany
KomnaHuu, Delta 6bina BbIHY)XKAeHa HaYaTb YBObHATL MWUIOTOB. 3aTEM €/ MPULLIOCh COKPaTUTh
YMCNO HanpaBfEHWIA, N NpY 3TOM 6bIN0 YBOMEHO elle 60bLue Ntodei. Kasanock, aBnakomnaHms
BOLL/IA B LLTOMNOP.

Celiyac, Korga A nuwy 3Ty KHury, pykooactBy Delta Airlines Tak n He yganoch
BbIPOBHATb MOJET.

Delta cKOHUEHTpMpOBana BCe CBOE BHMMaHMWE Ha 0OCY)XXMBaHWUN KIMEHTOB. HUKTO He Mor
CPaBHUTLCA C Hell B KayecTBe 06CNyKMBaHMA. HO MMEHHO 3Ta KOHLeHTpauus npusena
aBMaKOMMaHWUIO Ha Kpawi rnbenu.

[a, obcnyxxmBaHne — 3TO cepaue npeanpuaTus cdepbl ycnyr. Ho opHoro ceppua
HEA0CTaTO4HO A/151 XKM3HECNOCOOHOCTY OpraHM3ma.

MapKeTUHI —MO3r npeanpuaTUs cdepbl ycnyr. Ecnm oTKasbiBaeT MO3F, TO CKOpO
OTKaXKeT ¥ cepALe.

BbITb NydlInM Unn 6bITb APYrNM?

MepensuxHble yproHbl ¢ Tabnmukamm «O6cnyxXusaHue!» n «A6COMKOTHOE KayeCcTBO!»
NPOMYa/IUCh MO NPEPUAM aMEPUKAHCKON 3KOHOMUKM, U MUIMOHbI NOCMELINN YCTPEMUTLCA 3a
HUMMW.

Ho nbinb, nogHATas KonecaMmn (PyproHoB, 3ac/IOHUIA OT 3aUHTEPEeCOBaHHbIX B3rMIS408B TO,
YTO Ha CaMOM fief1ie MPUHOCUT YCrexX NPeanpuaTuio 06CIy>KuBaHus.

Benuualiwero ycnexa B cthepe ycnyr gobvsanmce B AMEPUKE OTHIOAb He Te KOMMaHuu,
KOTOpble Jenann TO Xe, YTo W Jpyrue, HO HeMHOro fydwe. Ero fobuBanncb KOMMaHWK,
KOTOpbIE peLunnn fefnaTb 3TO COBEPLLEHHO MHAYe.

KomnaHua McDonald’'s He npocto [foBena [0 COBEpLUEHCTBA MPUHUMM  paboThbl
K/laCcCMYeCcKoM amepurKaHCKOW 3akycoyHon. B McDonald's npyMeHWnn KapAuHaibHO LpYroMu,
OpraHM30BaHHbIA [0 TOHKOCTW, WCKIHOUMTENIbHO MPOW3BOACTBEHHbLIA MOAXOL K TOMY, Kak
rapaHTMpoBaTb MOKYMaTeNto OT/IMYHOE KayeCTBO M BbICOYaWLLYHO CKOPOCTb OOCNY)XMBaHUS MO
noTpsicatoLLLEe HN3KOM LIEHE.

Cnyx6a Federal Express He MpocTO ynydwmaa novtoByto AoctaBky. OHa paspaboTana
abCOMOTHO WMHYIO, B/IECTALLYIO C TOYKN 3PEHUS JIOTUCTUKM U COBEPLLEHHYIO MO WCMOSIHEHUIO
CUCTEMY JOCTaBKM NOCLINOK Ha 60/bLUME PACCTOSAHNSA C OFPOMHO CKOPOCTBHO.

KomnaHusa Citicorp He NpocTo LOCTUI/Ia COBEPLLEHCTBA B TPAAWLNOHHOM amepyKaHCKOM
6aHKoBCKOM Aene. OHa cTasia NMMOHEPOM B MCNO/Mb30BaHUM GAHKOBCKMX aBTOMAToB, NEpBbIM
6aHKOM, HayaBLUMM arpeccMBHOE BHEAPeHWe KPeAWTHbIX KapTOueK — CEerofHs HacTO/bKO
LUMPOKO pacrpocTpaHeHHbIX, YTO Mbl BOCMPUHUMAEM MX KakK AaHHOCTb. Citicorp cTana nepsoMu
KOMMaHVei, MCronb30BaBLUE MOMHOCTbIO 3MEKTPOHHYHO CUCTEMY MepeBofda MNaTeXxen, K
NepBOi Hayana BbIMYCK LieHHbIX ByMar ¢ njaBaroLLein CTaBkoM npoLeHTa. A, BO3MOXXHO, CaMbIM
BaXXHbIM ObINO TO, YTO MMEHHO OHa (akKTU4Yeckn wun3obpena CBOOGOAHO obpaLatoLmecs
[leno3nTHbIE CepTUUKATLI, KOTOPble BCKOPe CTa/ln OAHWUM U3 OCHOBHbIX UCTOYHMKOB CPEACTB
A1 (PUHAHCOBBIX YUPEXAEHWNIA, YCTYNas B 3TOM TO/IbKO YEKOBbIM [1eno3unTam.

Bnok H amp;R, Yapnb3 LLIBab, WMHBECTULMOHHbLIE (DOHAbl OTKPLITOrO TWNa, CUCTeMa
KOMMbIOTEPHOIO 3aKa3a C HOYHOW focTaBkoi, Hyatt Legal Services u [ecatkm apyrux
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npeanpuaTuii - cepbl  06CNYXMBaHUA, LOCTUTLUMX WCK/KOYUTENIbHOrO Yycnexa, He MpocTo
CTPEMUINCH K HEOO/bLUMM YNYULLEHUAM, UCMOMb3YA YXKe CyLecTBYyoWwme naen. OHN caenanu
YTO-TO KapAMHa/IbHO HOBOe.

OfHaKo, HECMOTpPS Ha BCe 3TW NOTpscatoLme NCTOPUKM yerexa, CTOUT BaM OKas3aTbCA Ha
OAHOM U3 M/1aHOBbLIX COOPaHUA NPaKTUYeCcKK N060ro NPeanpuaTUA, Kak Bbl 6bICTPO MOMMETE,
YTO ecn TO/MbKO KaKasi-HMOYAb «4YepHasi OBEUKa» HE BbICKAXKET BO3PXKEHWNA, LIeflb BCEX 3TUX
3acefjaHuii ofHa: «[laBaiiTe MOCMOTPUM, YTO Mbl Cymenn cfenatb B MNPOLUIOM roay, U B
HbIHELLHEM FOAY YYULIMM 3TOT pe3y/ibTaT He MeHbLUe YeM Ha 15 NpoLeHTOB.

MATHaJUATUMNPOLEHTHOE YNyYylleHne — 3TO Heroxo, OAHAKO [0 OnpesesieHHOro
BpemeHU. [10 TOro BpeMeHu, Korja nosBaseTca gpyras KOMnaHus, Kotopas AenaeT T0 Xe, UTO 1
Bbl, Ha 100 npoLieHTOB NHaue.

A ecnu Bawa chepa AedaTeIbHOCT BOOGOLLE AOMYCKaeT MOsBEHNE HOBbIX KOHKYPEHTOB,
TakKas KOMMaHunsa 0653aTe/IbHO NOABUTCA, U JO/Te BECCOHHbIE HOUM BaM 06ecrneyeHbl.

STO NPOUCXOAMIIO C LeNbIMUA OTPacsaMU, KOTOPbIE He CTPEMUIUC K HOBATOPCTBY. BaHKK
YCTYNWAWU CBOE WCTOPWUYECKOE MEPBEHCTBO B (PMHAHCOBOM 06/1aCTU CTPaxoBbIM KOMMAHWUAM,
WHBECTULUMOHHBIM W MEHCUOHHbIM (hOHAAM W KPegUTHbIM COH3aM. APXUTEKTOPbI  Obln
BbIHY)XKZEHbI YCTYNUTb GO/bLUOI KYCOK CBOEro pblHKA KOMMaHUAM, CreLvannsvpyowmmMes Ha
yrpaBneHun CTpouTeNbCTBOM. KOpUCTbI NOABEPratoTCs OMacHOCTU CO CTOPOHbI HOBbIX (DMPM,
npegnaratolmMx anibTepHaTMBHblE METOAbl PeLleHWsi CMOPHbIX CUTyauuid no ropasgfo 6ornee
HM3KOW LieHe. A Y peKnamHbIX 60po BOOOLLE O0TOMBAlOT paboTy BCe KOMY He flIeHb, BK/OYas
areHToB ["onnuByaa.

Mexay Tem MpoLecc 3po3nn BO BCEX ITUX OTPAC/sAX HavasCs Ha TeX caMblX M/IaHOBbIX
cobpaHusx, rae Bce XOpom TBepannn: «Kak Ham yny4lumnTb pesy/bTar Ha 15 NpoLeHToB?»

He fymaiiTe 0 TOM, Kak cfiefiaTb UTO-TO Nydile. [lymaiiTe 0 TOM, Kak CAenatb 3TO UHaYe .

MNepBOe NpaBuIO0 NPY NJIAHUPOBaHUN MapKeTUHra

He 6yayun BoBpems nNpeaynpeXxaeHbl 0 Heob6XoAMMOCTUM WHOro Noaxoga, /Hoau,
OTBETCTBEHHbIE 32 MAPKETUHT KaKOi-1Mb0 yCayru, BCerga HauHyT € TOr0 XXe MecTa, Ha KOTOpOM
OHW 3aKOHYM/IN, KOrAa B NOCNeAHWNIA pa3 AymMasivi O MapKeTUHTE.

Kaxablii 13 HAX NPUMET Kak AaHHOCTb TO, YTO KOMMaHMS 3aHMMaeTCs CBOMM AEI0M, YTO
[eno 370 B LENOM OpraHu30BaHO MpaBUIbHO W MEpCoHan Ans Hero (3a WCK/IHYeHVEM
HECKO/IbKMNX HEN3BEXHbIX BO3MYTUTENEN CNOKOWCTBIMS) NOA06PaH TOXeE NPaBUIbHO.

BHyMaHMe nto60ro YenoBeka, NNaHNPYHOLLEr0 MapKETUHI Ha TEKYLLMIA rofd, HeMeANeHHO
06paTnTCa K Bonpocy: «Hy 1 Kak Ham 3T0 NpoaaTh?»

MoxeT ObITb, Y Hac MOSBUINCL HOBble BO3MOXHOCTM WM HaBblKW, KOTOPbIE
NO/ACKa3bIBalOT HaM, YTO MPULLNO BPEMS pacLUMpUTb CMEKTP npeasiaraeMbiX YCIyr U OXBaTWTb
HOBbIE PbIHKN? [JO/MKHbI N Mbl Pa3BMBATLCS WM MPUOOPETaTb HaBbIKM B CMEXHbIX 06/1acTAX?
Wnn Ham cnepyeT Cy3uTb CMEKTp MpegfiaraeMbiX YCAyr W paboTaTb Hafj YCWUIEHWEM 3TUX
CMeuNann3npoBaHHbIX HaBbIKOB, MpefHa3Ha4YeHHbIX AN MNOTeHUMaNbHbIX MOTPeduTenen,
3aMHTEepPeCOBaHHbIX MMEHHO B HalLIei cneypanmsaummn?

Kakoli 6bl BOMpoc Bbl cebe HU 3afanun, BaMm CrefyeT HenpecTaHHO CfiefoBaTb MepBOMY
npaBuy NAaHMPOBaHNSA MapKETUHTA.

Bcerpga HaumHalite ¢ Hyns.

Bo3moxHaa ycnyra

XOTWUTe MONYyYMTb XOPOLWIYH MOAENb TOro, Kak CreayeT CTPOUTb MapKeTUHT Ballel
YCNYru B COBPEMEHHbIX YCN0BUAX? V3yumTe 3BOMOLMI0 aBTOMOBOU/IbHON MPOMBbILLIEHHOCTU.

MepBbIil aBTOMOOU/Ib COOTBETCTBOBA/T TO/ILKO CamMbIM MUHUMa/IbHLIM CTaH4apTaMm, NOToOMY
YTO MMEHHO 3TO OT/IMYaeT TOBapbl M YCAYrM Ha NepBOM 3Tane pasBuUTUA NO60IA oTpacin. Ha
3TOM 3Tane [ABWMXKYLIMM CTUMY/NOM SBASIETCA  COOMOAEHME MUHUMASIbHO  NPUEMIEMbIX
ctaHgapToB: «Cphenatb 6a30Bblli, [4OBOMbHO HafeXHbI ToBap». [MoKynaTenein ynoBneTBopsieT
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3TOT MUHUM&/bHLIA TOBap — MepBblii aBTOMOOW/b, MEPBbIi BUAEOMarHUTOPOH U nepsas
3aKyCOYHas ObICTPOro 06CNYXMBaHWUSA, — NOTOMY YTO OHW XOTAT 06/1a4aTh 3aK/MOYEHHbIMU B
HEM YHUKa/IbHbIMW MperMyLLecTBaMun. Pay 3TOr0 OHW FOTOBbl CMUPUTBLCA C OMNpesenieHHbIMU
HefoCcTaTkamu, HanpumMep ¢ TeM, YTO B 3a/1e TapakaHbl, UK C BbICOKOW LieHOW. Ha nepsom aTane
pa3BUTUA aBTOMOGW/IbHOM MPOMBILLIEHHOCTW Mbl MOT/IN C YBEPEHHOCTbLIO PacCUUTbIBATL /ML
Ha YepHbI LBET aBTOMOOWU/IS U Ha TO, YTO OH [0BE3eT Hac [0 MecTa, — W HW Ha YTO GOosbLUe.
MepBblil 3Tan B pa3BUTUM OTpac/iM, TakMm 06pa3om, onpefensetca ToBapom. KomnaHum,
HaxogsLLMecs Ha NepBoM aTane, NpeAnaratoT CBOUM KMeHTaM NpuemMseMblii ToBap.

Ha BTOpoM 3Tane nOSBAAKOTCA KOHKYPEHTbl. YXW3HEHHO BaXHOM CTaHOBUTCA
MOAM(MKALMSA 3TOr0 OCHOBHOrO ToBapa. oABNAOTCA chneumannctbl Mo MapKeTUHry. OHM
NPUCNYLUMBAIOTCA K MHEHWIO MOKynaTteneld U BHOCAT B TOBap Te YCOBEPLUEHCTBOBAHWS, B
KOTOPbIX HY)KAAKTCA NOTPeOUTeNn: pasHble LBETa, NenesibHNLY, YToObl BOAUTENb MOT KYPUTb,
no3f4Hee — BCTPOEHHbIN paguonpueMHuK. OTBET Ha HYXXAbl NOTPEOUTENS ABMSETCA ABUKYLLENA
CWNOI BTOPOro 3Tana pas3BUTMs oTpacnu. BTopoi atan onpepensieTca pbiHKOM. KomnaHuw,
HaxosALLMecs Ha BTOPOM 3Tarie, NpesiaraloT CBOUM KIMEeHTaM XKe/laeMblid ToBap.

He mMHOrne komnaHuu JOCTUratoT TpeTbero atana. OHWM 3aHUMAKT MECTO B PbIHOYHOM
naHTeoHe: Disney, Federal Express, Lexus n gpyrve. KomnaHus Disney npuctynunia K aToMy
aTany, Korfa cosfana napku pasB/ieyeHWnid, KOTopble MPEBOCXOAUAN TO, B YeM HYXAA/IUChb
noTpebuTenn, N faxe T0, YTO OHW MOIN cebe NpefCcTaBuUTb. TPETUIn 3Tan — 3TO Ta (hasa, B
KOTOPYtO BCTYNWAN HEMHOre aBTOMPOMbILLIEHHUKM, KOrAa OHW  CO34M  CUAEHbS C
MOZLOrPeBOM, CTEPEOKO/IOHKM, 3BYK M3 KOTOPbIX Oblfl Harnpae/neH B CTOPOHY BOAUTENSA, @ HE MO
LEHTPY Ca/loHa, N H6araXHWKN B aBTOMOOUIAX 0CO60 Manoro Knacca, 605ee BMECTUTESbHbIE,
YEM B POCKOLIHbIX NMMy3MHaxX. Ha 3TOM 3Tane OXWAaHWA KIMEHTOB BblpaXKaeMble UMK
MOXeENaHUA yXKe He ABNAKOTCA ABVKYLLEN CUNOM pbiHKa. Onpockl Ha TeMy «YTo Ham cnegyet
YCOBEPLUEHCTBOBATL?» NepecTatoT faBaTb MOME3HYI MH(OpPMaLMIO. Y Nokynatesneii He xBaTaeT
BOOOPaXKeHNA AN HOBbIX MAEN.

UTobbl 4eTKo AudepeHUMpoBaTb Cebs CpeanM MHOTUX  KOHKYPEHTOB, KOTOpble
YL,0BNETBOPAIOT BbICKa3aHHbIe MOKynaTensiMmy MOTPe6HOCTM, Ha TPeTbeM 3Tarne KOoMMaHus
[O/MKHA cAenaTb HEOXMAAHHbIA X0f, OHa LO/HKHA YAMBUTL MOKyNaTens. YAuBWUTb KIMeHTa —
BOT [BMXYLLas CuMa Ha TPeTbeM aTane pasBuUTUA oTpaciv. Takum 06pa3om, TPeTwuid aTan
onpefensieTca BOOOpPaKEHMEM, W KOMMaHWsA, HaxOAALasacs Ha 3TOM 3Tane, npegsiaraet
BO3MOXXHbI TOBap.

BONMbLIMHCTBO YCNYr 3acTPsAnM ceilvac rae-To Ha cepefuHe BTOpOro atana. MHorue us
(hMpM — B OCOGEHHOCTU MHOTME U3 NPOMECCUOHANbHBIX CNYXO — MO-MPEXHEMY HaXOAATCA Ha
MepBoOM WM BTOPOM 3Tane. Kaxzgas KOMMaHus, 3aHUMAloLWascs npefoCTaBleHUEM YCAyr,
[O/MKHA CTPEMUTLCA K TPeTbeMy 3Tany, MMEHHO TaM HaxOAATCA M3BECTHOCTb, C/laBa M Balla
[0N4 CYLLECTBYHOLLErO PbIHKA.

Co3paBaiiTe BO3MOXHYIO YCNyry, He OCTaHaB/IMBalNTeCb HA TOM, B YeM HY>XKAAeTca W/u
yero TpebyeT pbIHOK. Co3faiTe To, UTO OYapyeT ero.

[axe Baluun 61mn3kne APY3bA HE CKaXKYT BaM 3TOIoO

Buepa oavH YenoBek MO3BOHW MHe, YTOObI NPEANOXNTL LeACTBUTENIbHO LEHHYIO YCNYry,
1 NOMIHOCTLIO MPOBA/INI CBOE 3afaHue.

OH Hayan unTaTb MHe NIEKUMI0 MO MapKeTUHry. OH Npoyen MHe Lenyr NeKUMI0 0 TOM,
UTO KaXAbl 3NEMEHT MpW COCTaB/MEHWM MNaHa SABNSETCA «BCEr0 JIALWb 4YacTbi 06LLEero
MapKeTMHIOBOro 3aMecax». 3T0 YTBePXXAeHMe OH NOBTOPWA LiefbIX TPY pasa.

MOXeT ObITb, MEHSI C/MIULUKOM /IerKO Pas3o3/inTb, HO A HAAeKCb, YTO HUKOMY M3 MOUX
K/IMEHTOB HMKOrAa He MOHafobuTcs ero ycnyra, a ycnyra, noBTOPHCh, Oblna AeNCTBUTENIbHO
BaXKHas.

STOT TOProBbIin NPeLCTaBUTe/Nb HE NPOCTO HE CMOT NPoAaTb MHe CBOM ToBap. OH noTepsn
BCe LUaHCbl KOrga-1mobo npogartb MHe YTo-HNOYb.

Ckasan /i1 5 eMy, YTO ero MaHepa rnpegsioKeHns HeygauHa?

HeT, He ckasan. 3TO He CTOM/I0 NPOAOHKUTENBHOIO 0BCYXXAEHUA, N K TOMY e MHe He
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XOTeNoCh pasfpaxars ero.

Kakyto >Xe MaHepy OH BblbepeT fAns O6LeHWs €O CreaytowmnM noTeHuMaIbHbIM
noTpeéutenem?

B TOuHOCTK Ty Xe camy!to.

JTrofin He CKaXXyT BaM, UTO Bbl [ie/laeTe He Tak.

Bawy noTeHumManbHble NOTPeOUTENIM HE CKaXXYT Bam, 4YTO Bbl 4YTO-TO [enaeTe
Henpasu/IbHO.

KNuneHTbI He CKaXKyT BaM 3TOro.

VHorga faxe Bawiy Cynpyr Wam cynpyra He CKaXkyT BaM 06 3TOM.

YTo e Bam Aenatb, YTOObI YNYULLNTL KAYECTBO CBOEW YCyrn?

CnpocuTe nx camu.

Ho oHuM 6yayT roBOpUTL 3a Balleil CrMHOIA

HepnaBHO 5t 6YKBanbHO NULLXACA Aapa peyn Nocne Toro, Kak NocoBETOBa CBOEM KNNEHTKE:
«[epBblli War B MapKeTUHIe YCAyrn — HauumMe KayeCTBEHHON ycnyru. [o3aTomy BbISCHUTE,
HaCKO/MbKO XopoLua Balua ycnyra. MpoeeanTe onpoc notpebuteneii. CNpocute nx».

$1 oKasancs He roToB K ee OTBETY:

«$ He Xo4uy Aenatb 3TOr0, — CKasana OHa. — $ 60KCb YC/bILLATb TO, YTO OHU AYMatOT».

Ha camom fene To, 4TO OHa He XOTeNa 3TOro CMblWwath, ObI10 AaXe XOpOoLo, MOTOMY YTO A
B NHOOOM C/lyyae He XOTeN, YToObl OHa Cama paccblfiana ONpPOCHbIE NUCTbl. A XOTen, YTOoObI
TaKune NUCTbI BblNM pa3ocnaHbl CTOPOHHE OpraHn3aLmeil.

OCHOBHOW NPUHLMN, AEACTBYOLLNIA B HALLIEI XXM3HW, NPUMEHMUM U K ONPOCY KNNEHTOB.

[axke Balim nyywne Apy3bsi HE CKaXyT Bam 3TOro. Ho oHM GyayT roBopuThb 3a Ballel
CMUHOMN.

CpaenaliTe Tak, YT0ObI BalLW KIMEHTbI MO FOBOPUTbL Y BaC 3a CMIMHOM 1 YTOObI Bbl MO/
y3HaTb, O YeM OHM roBopsAT. MNyCTb BaluM KAMEHTbl OTOLL/IOT CBOM 3arO/IHEHHbIE OMPOCHbIE
NUCTbI Ha afipec TPETbLEro nlia — CTOPOHHEN opraHmzaumun. MycTb 3TO TPETbe NNLO YBEPUT
BaLUMX K/IMEHTOB, YTO OHWM MOrYT He MOAMMUCbIBATbL aHKETbI, a UX MMeHa ByayT XpaHWUTbLCA B
TaliHe. M Bbl yBUAUTE, YTO BalIM KNMEHTbI AadyT ropasfo 60/ee YeCTHbIe OTBETLI.

MycTb ONpoCkl ANs BaC NPOBOAUT CTOPOHHSS OpraHm3auus.

3ayeM Hy)XeH onpoc?

YTto npon3seaeT 61aronpuATHOE BreyaT/IeHNe Ha Balmx nokynarenein. OHW yBUAAT, YTO
Bbl CTapaeTecb MOBLICUTbL KayecTBO cBouX ycnyr. (Bo Bpems HefaBHO MpoBefeHHOro orpoca
OANH M3 PECrOHAEHTOB CKasal: «3TOT OMPOC — XOPOLUMIA OTBET Ha BOMPOC, MO4YeMy A
MCNONb3YH 3TY KOMMaHWo. OHW BCerfa MLLYT cnocob eLe nydile 06Cy)XUTb MeHSs».)

Bbl MOXeTe NONPoOCKTb CBOMX MOKYMNaTeNein OLEeHNTb Bac MO Pa3/IMYHbIM MOKasaTensm u
3aTeM Ony6/MKOBaTb AaHHble BaM BbICOKME OLEHKM B PeKnaMHbIX Matepuanax. 1o npuaact
ybeanTenbHOCTY BallMM YTBEPXKAEHMAM O BbICOKOM KayeCTBe OKa3blBaeMbIX BaMu YCNYT.

MpoBefeHVe ornpoca AaeT BaM BO3MOXHOCTb MpoAath ewe 4YTo-HMbyab Wn caenatb
K/IMeHTaM BbIrOAHOE MPea/IoKeHME.

Uepe3s onpoc Bbl NOAAEPXKUBAETE KOHTAKT CO CBOMMM K/IMEHTaMMU.

OH Mo3BO/IAET BaM YUMTbCA HA CBOMX OLLMOKaX.

OH nomoraeT BaM CBOEBPEMEHHO 3aMeTUTbL MPO6/eMHble 06/1aCcTU B Balleid paboTe N Tex
K/IMEHTOB, C KOTOPbIMU MOTYT BO3HUKHYTb NPO6/EMbI.

OH npepoxpaHAeT Bac OT ABWXKEHWA MO UHEpLUN.

OH npefoxpaHAeT Bac OT NYCTbIX BOMNPOCOB, BpoAe «YTOo A fenaro He Tak?».

OH [aeT BaM ACHOe NpefCcTaB/ieHe 0 TOM, KakKUM [efloM Bbl 3aHUMAeTeCb U YTO peasibHO
MOKYNaKT BaLLUW K/INEHTDI.

Onpoc, onpoc u eLe pas onpoc.
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MpuHUUN JleTTepmaHa

Kak cnegyeTt npoBOAWTL OMPOC — NPY MNOMOLLM IMYHOW Gecefbl N MUCbMEHHbIX aHKET?

A Obll CKENTUYECKM HACTPOEH MO OTHOLIEHWO K MUCbMEHHbIM OMpocaM W MCKa
HarnagHylo WAMICTpaumMio K TOMY, MNOYEMy TMUCbMEHHbIE OMPOCbl 4acTo JalT OYeHb
HesHauuTenbHble pesynbTaTbl. OfHaXAbI BEYEPOM MHe MO0Be3/0, A BKUYMUA nporpammy [asnia
JleTTepmaHa.

OfHUM M3 rocTeil nporpammbl B 3TOT Bevep Oblia XeneH Tomac, MNOMUTUYECKUN
KOMMEHTATOp C 60/bLUMM CTaXeM. [locnie HEeCKOMbKUX MUHYT HEenpuHYXAeHHON 6ecefbl
NeTTepmaH 3agan Tomac cepbesHblii BONpoc: «KTo M3 KaHAMAATOB, Y4acTBYHOLWMX B Bblbopax
1996 roga, Bam Hanbosnee cMNaTUUeH?»

MHoruve TenespuTtenn gymaaum, 4to Tomac oTBeTUT: «bo6 Loyn». Apyrue oxuganu, 4to
OHa YAMBWUT BCeX npeackasaHneM, 4to bunn KnuHToH cobepeTca ¢ cunamu 1 6ygeT n3bpaH Ha
BTOpOW cpoK. Ho Tomac He Ha3Bana [loyna, KnmHTtoHa nnn gaxxe Keeitna. OHa gana elle 6onee
HEOXMAAHHbIA OTBET: «MHEe He HPaBMUTCA HUKTO M3 HUX».

Tomac He cobupanacb WyTUTb. OHa HenpaBu/IbHO MOHsAMA BONPOC JleTTepMaHa, Tak ke
Kak 1 JleTTepmaH He nogyman O TOM, Kak Tomac BocrnpumeTt ero Bonpoc. CnopTuBHble
60NenbLLMKL MOHANM, YTO UMen B BUAY JlettepmaH. Cnosa «KTo BamM Havbosiee CMMNaTuyeH B
Cynepky6Ke?», Hanpumep, 03Ha4varoT: «KTo, No-BalleMy, MMeeT 60/bLUe LaHCOB Ha nobeay?»
Ho gns MHOrux gpyrux, B 0CO6EHHOCTU A/151 XEHLLUMH, BONpPoC «KTO BaM CUMMATUYEH?» UMeeT
COBCEM [pyroe 3HaueHue.

Halwa peyb MonHa ABYCMbIC/IEHHbIX CMOB, TaKUX KaK «CUMMATUYEH» WIN «HPaBUTCA».
CnoBapb u3gatenbctBa Random House paaet, Hanpumep, fBajuatb LIeCTb Pas3/INYHbIX
TONKOBaHWIA cnoBa «read». HO HW OAWMH MUCbMEHHbIA OMPOC HE MOXET MOSCHWUTb KaXKaoe
yrnoTpeb/ieHHOe B HEM CNOBO WM MCNOMb30BaTb TO/IbKO T€ C/1I0Ba, KOTOPbIE HE HYXAAOTCH B
Pa3bACHEHUAX, N HN OAWH UCCnefoBaTeNlb He CMOXET TOYHO MHTEePNPEeTUPOBaTL KaXK0e CNoBO,
HanucaHHOe KaXKabIM PECMOHAEHTOM.

XOpownini  npumep:  MapkeTUHroBas  (MpMa HeAaBHO  MOMNpocuna  B3POC/bIX
[OMOBNaJe/NbLEB OLEHUTb BaXKHOCTb Pas3/IMYHbIX XapaKTepucTUK paboT Mo PeMOHTY [AoMa.
EcTecTBEHHO, nNepBoe MeCTO C 6O0NbLIMM OTPLIBOM 3aHA/a Takas XapaKTepucTuKa, Kak
«KayecTBO». HO 4TO 03Ha4yasio CNOBO «KayecTBO» [N OTBevaBlUMX? O3Hayano /M OHO
KO/INYeCTBO MOSIMPOBKN U naka? KayecTtBo, BUAHOE HEBOOPYXXEHHbLIM [/1a30M, WKW KauyecTso,
KaknM ero yBUAUT OMbITHbIA NpoteccroHan? KayecTBo, 3akntoyarolleecss B TOM, HACKO/bKO
KOHEYHbIN NPoAyKT 6yAeT XOopoL Mpy MCMOMb30BaHUN €ro Ans 3agyMaHHbIX Lenein? nvm oHn
MMeNn B BUAY KayeCTBO 0O6CNYXMBaHWUA KIMEHTOB — ObICTPOE pearmpoBaHue NojpsavnKoB Ha
NpeasIoKeHsa 3aKa3unka 1 NpuBETINBOCTbL CeKpeTaps?

STOT ONpPOC ABMSETCH XOPOLLEeA UAMKOCTpaLMein Tex npobemM, KOTOpble BOSHUKAKT Npu
NO60M MMCbMEHHOM orpoce. JIogn, NPOBOAMBLUME OMNPOC, WHTEPNPeTMpPOBasM  OTBETHI,
OCHOBbIBAsACb Ha TOM, YTO OHM MOApPa3yMeBaIM NOJ CBOMMW BONPOCaMu, — B TO BPeMs Kak Te
NIOAN, KOTOpble OTBEYaIN Ha HUX, NOoApasyMeBain Nog CBOMMU OTBETAMW COBEPLLEHHO Apyrue
BeLM.

Ecnm Bbl MpoOBOAUTE MUCbMEHHbIE OMPOCbI, Bbl HMKAaK HE MOXETe Mu36eXaTb 3TOi
Npo6/ieMbl, C/IMLLIKOM 4acTo Bbl JaXKe He BUAUTE, YTO Takas npobnema cyluecTsyet. Ho ecnu Bbl
NMPOBOAMTE YCTHbIA OMPOC, Bbl MOXETe Mpuv Heo6XOAMMOCTM MOACHUTbL CBOW BOMPOC WU
MonpoCuTbL OMpaLLMBaemMoro pa3bsACHUTL CBOW OTBETHI.

Kaxgbli pa3, Korga Bbl WCMNbITbIBAETE WCKYLLEHWE MPOBECTM MUCbMEHHbIA OMpoc,
BCMOMHUTE 0 [3Bufe JletTepmaHe 1 XeneH Tomac.

OcTeperainTecb NMCbMEHHbIX OMPOCOB, €CNW Y Bac HET abCONOTHOW YBEPEHHOCTU B TOM,
4TO Bbl CMOXKETEe NPaBW/IbHO NHTEPMPETMPOBATL UX PE3Y/bTaThl.

OTKPOBEHHO roBOpsi: ONPOC No TesieddoHy

HepnaBHO, 4TO6bI NOMYYUTL MH(OPMALMIO 4151 TOTOBSILLMXCA MaTepnasioB, MHE MO3BOHW/N
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CHavana pegaktop BusinessWeek, a notom ero konnera n3 OrlandoSentinel. B o6oux cnyyvasx,
noBecMB TPYOKY, A MOpasuicid TOMY, HACKO/IbKO OTKPOBEHHO A rOBOPWA C abCOMOTHO
He3HaKOMbIMU MHE JI0AbMMU.

$1 He MOr NOHATb NPUYKH 3TOrO.

3aTeM A nmpoynTasl UCTOPUIO O TOM, KakK JIMHKONbHY Kan-naHy yaanocb pas3fobbiTb
CEKPETHYK MH(opMaumio and ero KHuri Skadden, OTKPOBEHHO paccKasblBatOLen o
KpyMHeiiluem afBoKaTckoM 6topo  Hbio-Mopka. KannaH npeanountan 380HUTL CBOEMY
BO3MOXXHOMY MH(hOpPMaTopy, a He BCTpevaTbCAd C HUM IMYHO. OH 0BHapyXXun, YTO afBOKaTbl
Oblnn 60/1ee PacnosoXKeHbl rOBOPUTL OTKPOBEHHO, KOTAa OH HE MOT UX BUAETb. OHY 3Ha/IN, YTO
npu BcTpeye KannaH HAKOraa He CMOXET MX OMO3HaTb.

VIMEHHO MO3TOMY OnNpOChI, MPOBOAUMbIE MO TeneoHy, O06bIYHO MPUHOCAT 6osee
OLLYTMMblE pe3ynbTaTbl, YeM Te, KOTOpble MPOBOAATCA B XOfe NM4YHON Geceabl. Bo Bpems
TeneOHHOro pasroBopa /F0AM CKOpee OTKPOKTCA BaM 1 COOBLLAT HEO6XOAUMYIO MH(OpMaLUIO.

Koraa Bbl 3BOHUTE YeNoBeKY, YTOObl Y3HATb ero MHeHMe 0 YeM-11b0o, 3TO O3HaYaeT, yTo
ero MHeHve fBNSeTCA A8 BaC fOCTaTOYHO LieHHbIM. Korga MHe no3soHuav u3 BusinessWeek n
OrlandoSentinel, oHV gann MHe NOHATb UMEHHO 3TO: MO€ MHEHWE LLeHHO A5 HUX. Mo/bLLEHHBbIA
1 CTpemMALWMIACa onpaBaaTh AOBEPYE pefakTopa, A nosesan UM BCe.

A 3Han, 4to MOSi 6ONTAMBOCTL TUMWYHA ANA 3TOW cuTyaumu. Korga MHe BnepBble
NpULNOCL NPOBOAWTL OMPOC MOKYynaTenell, MeHs Tak nopaswuna AAMTeNbHOCTb Pa3roBOpOB,
KOTOpble MoKynatenu 6bliM  FOTOBbl BECTM CO MHOW, 4TO S Hayan 3anucbiBathb
MPOAO/HKNTENBHOCTL 3TUX 6ecef. B cpefHeM OHa cocTaBnsafna 24 MUHYTHI.

CHoBa M cHoBa 5 ybexpjanca B TOM, YTO YCTHble OMPOCbl paboTalT fydlle, Yem
MUCbMeHHbIe. oyemy?

Mpexae BCero, roBopuTb (PU3NYECKM nerdve, 4yem nucatb. MO3TOMY BO BPeMSi YCTHbIX
OMpOCOB /IOAM TOBOPAT 6O0/bLUe, YeM MULIYT BO BPEMSA MUCbMEHHBIX. (YCTHble OMpochl,
NPOBOAMMbIE MOUM areHTCTBOM, B CpefHeM [at0T MATb CTPaHWUL, NeYaTHOro TeKCTa; CpefHUi
MACbMEHHbIN OTBET COCTaB/NSET MeHee ABYX CTpaHuL.) YCTHble ONpocbl AatoT 60/blue
NH(opMaLunn.

OnNbITHbIE MHTEPBLIOEP MOXET BECTU cebsi C ornpalivBaemMbiMy 60/1ee PacKoBaHHO U
cBO6GOAHO M OTCTYNaTb OT CLEHapus, YTobbI FNy6yKe KOCHYTbCS Kakoin-nmbo npobnemsl. Bee 310
CMOCOGCTBYET NONYYEHNIO AONONHUTENBHON MH(OPMaLN.

Kak npasunno, Tonbko 40 NpOLEHTOB /0L OTKIMKAKTCA Ha NMCbMeHHbIM onpoc. (Ha
CaMOM fieNe KOMMYECTBO OTBETOB MOXET ObITb €Le MeHbLUe.) Mpn yCTHOM Onpoce Bbl 3a4acTyHo
nosilyqaeTe MoYTV CTONPOLEHTHYHO peakuuio.

Uenosek, MNPOBOAALLMIA YCTHbIA OMNPOC, YCTaHaBMMBAET C OMpPaLUVBAaEMbIM JINYHBbINA
KOHTaKT. 3TO yKa3blBaeT Ha 6osnee rnyb0KMin MHTepec K MHEHUWIO OMpaliMBaeMoro n nydile
XapaKTepr3yeT rOTOBHOCTb Balleli KOMMaHUW YCYXXWUTb ee KIMEHTaM.

W, HakoHeL,, rofioc YenoBeKa OTPaXXaeT ero YyBCTBa, KOTOPbIe B MUCbMEHHOM BbIPaXXEH WK
4yacTo ocCTatoTCs 3a Kagpom. (MpeKkpacHbIii Npumep: NPe3nAEHT HalMOHabHOro areHTCTBa Mo
cbopy Hanoros 6bln yBEpeH B TOM, YTO paboTa ero areHTCTBa MOSIHOCTHIO YAO0BNETBOPSET
KIMEHTOB, MOTOMY YTO OH TO/IbKO YTO NpoYMTan LOCMOBHYHO 3anucb Gecep C CEMbOAECATHIO
NATbIO M3 HUX. H TOXKe NPoYen 3TW PacLLUM(POBKU, 1 OHW, HA NePBbIA B3NS4, Ka3aiuchb BMNOHE
ybeanTenbHbiMK. Mo-NpeXXHeMy COMHeBasiCh B pesy/bTaTax, S MO3BOHWM XKEHLUMHE, KoTopas
npoBoAnna atn becefbl, ¥ cnpocun: «Ha Ball B3rnsg, Kak 06CToAT fena y 3TOro areHTcTa?» —
«Y>acHo!» — «lMoyemy e, — CNpocun A, — OTBETbI KIMEHTOB He 3BYy4YaT TaK Y)KaCHO?» —
«Hy, — 0TBeTMNa OHa, — Ha CaMOM [efle MHOTUe W3 HWUX 3BYYan Y)KacHo. [leno He B TeX
CNoBax, KOTOpPble OHW MPOU3HOCWUAN, & B TOM, KaK OHWM TOBOPUIN. YCMbllaB WX C/OBa, Bbl
CMOr/n Obl ICHO NOYYBCTBOBATb BECH UX MHEB W pa3fpaXkKeHne».) YCTHble onpockl aatoT 6onee
SICHOe NMpeACTaB/IEHME O TOM, YTO AYMAET U YyBCTBYET PECMOH/EHT.

Mo MHOrMM NpUYMHaM NPOBOAMUTE YCTHbIE OMPOChI, @ HE MUCbMEHHbIE.

OanH BOMpOC, KOTOPbI HUKOrAa He crieayeT 3afaBaTth
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He 3apaBaiiTe Bonpoca «4T0 BaM He HPaBMTCA B 3TO KOMMaHUW WK Npef/iaraeMbiX et
ycnyrax?». Bbl MpocuTe YenoBeka Npu3HaTb, YTO OH CAeNan OLUGKY, BbIOPaB 3Ty KOMMAHWIO.
Jlroay He NHOGAT 3TOrO, NOAN XOTAT BbIFNIAAETH YMHbIMU. HUKOrAa He CnpaLuvBaiiTe, YTo M He
HpaBUTCA.

LlenieBble rpynnbl He paboTaroT

TunuuHoe obeyxaeHue: «Ham HyxXHa MHhopMauus». — «OTMUYHO, AaBaiiTe OnpocuUM
LLeNeByto rpymnmy».

O6paTUTLCA K LieNeBoii rpynne — 6GoNbLUIOe WUCKYLLeHVe. Bo-nepBbiX, TEPMUH «LieneBas
rpynna» McMXoNorMyeckn npuenekarteneH. «/iccnefoBaHne», «onpoc» 3ByYaT Kak HeuTo, YTo
[acT BaM TO/IbKO NMpUBN3UTeNbHOE NPeACcTaBeHre 0 npobneme. «Lienesas rpynna», HanpoTmB,
3BYUNT KaK UYTO-TO, UTO MPUBEAET Bac NPSIMO K XXenaemoli Lienu.

nv BaM TaK TOMbKO KaXKeTcs.

Ho Bbl MpogaeTe CBOM YCIyrM WHAMBMAYYMaMm, a He rpynnam. Llenesas rpynna gaeT
6onblue MHGOPMALMM O AUHAMWKE BHYTPUIPYMNMOBLIX OTHOLUEHMIA, YeM O AMHAMUKE PbIHKA.
Jlioan, CKNOHHbIe AMKTOBaTb CBOE MHEHWe, 3aXBaThblBAalOT BMlaCTb HA COOGPaHMAX TPynnbl 1
cTapatoTcs nepey6eanTb OCTa/lbHbIX. YMHble, HO 3aCTEHUMBblE TUXOHbKO OTCVDKMBAIOTCS B
OXWAAHUN KOHLIA coBpaHusi. Barnsaapl nofeit N3MEHATCS U UCKAXKAKTCS MO, BO3felicTBMEM
4YXKOTO MHEHWS.

Bbl NpogaeTe CBOI TOBap UHAMBUAYYMaM. [OBOPUTE C UH AUBUAYYMAMM.

MapKeTUHI — 3TO He oTAen

Y komnaHum Twin Cities — nNpeBOCX0AHOe 06CNYXMBaHWe, CU/bHAs KOMaHa NpoAasLoB,
UCK/IOUYNTENBHO XOPOLUMIA MoKasaTeNlb NPofaK W OfHa Npob6fieMa: KOMNaHus CYMTaeT, 4To
MPOAAXKN N MapKeTUHT — 3a60Ta OTAeNa NPOoAaXK Y MapKeTUHra.

B pesynbTate KOMMaHWA HeCeT OrpoMHble MapKeTMHroBble MNoTepu. WX rnaBHbIiA
(PMHAHCOBbIM AAMWHUCTPATOP HepaawB, HeBHUMATeneH W rpyb. Kaxablid, KOMY MpPULLIOCH
noobwaTbCs C 3TUM aAMUHUCTPATOPOM, MONYyYaeT WCKaKEHHOe NpeAcTaB/ieHne 060 BCel
KOMMaHWK1, XOTS OH — eAMHCTBEHHbIA MI0XOM NpUMep, C KOTOPbIM WM MPULLIOCL B 3TON
KOMMaHWUWN CTONKHYTBCS.

STOT rnaBHbIi PUHAHCOBLIN aAMUHUCTPATOP CTOMN KoMnaHun 6onee 50 000 gonnapos B
NOTEPAHHbIX J0XO0MaX, COrNAacHO TO/IbKO O4HOMY UCTOYHUKY — MHE.

Mpe3ngeHT komnaHum Seasonal Concepts Anbbept LUHailgep noayvepkmBaeT, CKOMb
XPYNoK ycnex npeanpustus B cepe YCyr: «Y Hac MOXET ObiTb MHOXECTBO TaNlaHT/IMBbIX
COTPYZAHWUKOB, OT/IMYHbIA TOBap, HWU3KMe LieHbl U Xopowasa peknama. Ho ecny B KOHLEe 3TOM
LIENOYKN OKaXKeTCs M0XOM NpojaBel, — HUUTO He NMOMOXET, NMOKynaTesb Y)Ke He BepHeTCs. A
ecny MoKynatesib Mofly4YnT OYeHb HebMaronpuAaTHOE BreyaT/ieHWe, TO OH U CBOUM [pY3bAM
CKaXeT, 4TOObl OHY Clofla He 06paLLa/INChb».

Kaxxablii B Balleil KOMNaHUy OTBeYaeT 3a MapKeTUHI BCell KoMnaHun. Kaxpaas owwmbka
OyfeT CTOUTb feHer.

Bonbluas YacTb AMOHCKMX KOMMaHWA BOOOLLE He MMEET HMKAKOro OTAena MapKeTWHra,
NMOTOMY YTO OHW BEPAT, YTO KaXKAbI B KOMMNaHWUW ABNSETCA YaCTbiO ee MapKeTuHra.

MapKeTUHI — 3TO He OTAeN. JTO BECh BaLLl OM3HEC.

MapkeTuHroBasi 6/IM30PYKOCTb

BONMbLIMHCTBO PYKOBOAUTENENA TaK 3aHSATbl /laBMPOBaHMEM MEXAY MafaloLMMM Ha HUX
[epeBbAMM, UTO HE B COCTOSHUM Pa3rNsAeTh 3a HUMK Neca.

MoA06HbLIN TYHHENbHbLIA 3MEKT, CYXXEHME MONS 3PeHUs TakK XapaKTepHbl, 4To Teogop
NeBnT npugyman creynanbHbii TEPMUH, KOTOPbIA CceliYac CTan LUMPOKO W3BECTEH, —
MapKeTnHrosast 61M30pyKOCTb.
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3TO HeCNOCOGHOCTb NKOAEN OXBATUTb B3r/1S40M BCHO KapTUHY CBOEro 6usHeca.

Mot gpyr Dxeddpn Myp, KOHCY/NIbTAHT BbICOKOTEXHOMOMMYHbIX KOMMNAaHWIA 1 aBTOP KHUT
«[epexop yepe3 6e3nHY» U «BHYTpM TOpHago», TaK ONUCLIBAeT 3Ty OGIM30PYKOCTb, KOraa
roBOPUT O CBOEN paboTe ¢ KoMnaHMAMU CUIMKOHOBOW AONMHbI:

«Bbl NpUXoA4u1Te B OPUC PYKOBOAMTENS KOMMaHUW 1 GecefyeTe C nNpe3naeHTom. Bbixosad,
Bbl 3aMeyaeTe, YTO Y HEro paccterHyra LNPUHKa. Bbl HAYEro He TOBOPUTE U OTNPABAETECH K
[AVpeKTopy oTAena npojax. Bbl 3aMeyaeTe, 4To ero LWMPUHKA TOXKEe pacCTerHyTa.

3aTeM Bbl OTMNpaB/IfeTeCh HABECTUTL [koaH. MpUATHO NO60NTaB C Hell, Bbl NOAHUMAETECH,
4TOObI YXOAUTb, Y 3aMeYaeTe, YTo 1 Y [KoaH LLUMPUHKA TOXKE He 3aCTerHyTa.

Bbl yxoauTe, nueTe CBO OTYeT W BO3BpaLlaeTeCcb, 4YTOObI MpeacTaBuTb €ro. Bbl
HauuHaeTe ero cnosamu: «Jlegu v DKeHT/IbMeHbI, Y Hac 34ecb nNpobsiema C LWMPUHKaMU».

Bce nopaxeHbl. "Kak OH 06 3TOM Aorafganca?» — AyMarT OHW. ITO KaXKETCs rNyob0oKoin
NPOHNLIATENbHOCTbIO.

OueHb 60/bLIYI0 YacTb TOrO, YTO MPU KOHCY/IbTUPOBAHUM KOMMAHWM BOCMPUHUMAETCS
Kak rny6okas NpoHMULAaTeIbHOCTb, COCTaB/SET NPOCTOE yKa3aHUe Ha TO, YTO /1060 B KOMMaHWK
Mor Obl 3aMeTUTb CaMm, ec/n 6bl TOSIbKO BCE OHM COXPaHUIN CMOCOBHOCTb K SICHOMY BUAEHMNIO».

TAXKeNno yBUAeTb LENOCTHYI0 KapTUHY CBOero 6usHeca. O6patutech 3a MOCTOPOHHEN
NMOMOLLbIO.

TyHHeNbHbIN 3thdekT

Bxoas B nomelleHne 60/MbLUMHCTBA KOMMaHWA, i Cpasy HauMHal 4yBCTBOBATb, KaK
BOKPYT MEHS CABUIatOTCS CTEHBI.

STV CTeHbl He MPOCTO 3ALLMLLAIT HAXOASLMXCS BHYTPU OT XOMOAHOro Bo3gyXa. OHU
MELLIAOT UM YBUAETb YETKYH KapTUHY OKPYXKAOLLLEro MMpa.

Korga KommaHuM 06CYXAaloT CBOM Mpo6niemMbl, BCe TOBOPAT TOMbKO O ce6e. 3T
MPOUCXOAUT OTHHOAL HE MO MPUUMHE 3roLeHTpM3Ma. MPoCTo MHoAW CKOHHBLI TOBOPUTL O TOM,
YTO OHM 3HAIOT, a TO, UTO JIO/IN 3HAKT, — 3TO UX COGCTBEHHAS KOMMaHMUS,

Ho To, uTo NtoAsM cnefyeT 3HaTb, UTO CrefdyeT 3HaTb BaM, — 3TO BallW K/MEHTbI W
MOTeHLMabHbIE NOTPEBUTENN.

BblIiignTe, BblIGEPUTECH CaMW WM MOMPOCUTE KOro-HUGYAb BbITALWMTL Bac M3 3TOrO
TYHHeEnS.

Ha4yHuTe Cc ceba n cBoux NMNoAYNHEHHbLIX

He oTkpbiBali naBKy, eCnM He yMeellb YNbl6aTbCA», — [NacUT CTapUHHasA eBpeiickas
MoCNoBMLA, N 3TOT COBET NPUMEHUM K KXA0MY B BaLleil KomnaHun. Camblii NPOCTOW, BbICTPbIN
W NyYLLIniA cnoco6 MapKeTUHIa BaLleid YCNyr 3aBUCUT OT BalMX MOAUUHEHHBIX.

Kaxxablii U3 HUX JOMKEH 3HATb, YTO Nt060OE ero AencTBue ABSETCA YaCTbl0 MapKETUHTa,
OT KOTOPOro 3aBUCUT OOLLMIA yCMEX.

MpoBepbTe KaXAbli Luar: 0T TOro, Kak OTBeYaeT Ha 3BOHKM Balll CeKpeTapb, 40 (POpMbI
ohopMIeHns cyeTa, — W CrpocuTe cebs, YTO MOXHO chenaTb MHadve, 4TOObl MpUBMAEYL U
yAep>KaTb 60/bLLe KNEHTOB.

Kaxzgoe feiicTBme SBNSETCA 4aCTbl0 MapkeTuHra. Cpaenaiite Tak, 4TOObl Kaxnblii Ball
CNY>XKaLL WA 3aHUMaNCH MapKETUHTOM.

Kakoro uBeTa napatutoT Balleii KomnaHumn?

.HeBaXXHO, KakM BMU3HECOM Bbl 3aHATbI, CKXKUTE: YTO BaM YJaeTcs ny4lle BCero?

Puuyapg boyns, aBTop KHMIM «Kakoro ugeta Baw napawtot?» (What Color is Your
Parachute?) pekomMeHAYeT KoMy uLyLemMy paboTy HauaTb C OTBETa Ha 3TOT BOMPOC.

Kaxzoe npegnpusaTve, NiaHupyoLLlee cBoe byayliee, TakKe LO/MKHO OTBETUTL Ha BOMPOC:
«YTO Ham yaaeTcs nydlle BCero?»
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OuyeHb HEMHOT Ve (PMbl AeNCTBUTENILHO OTBEYAIOT Ha HEro, NOTOMY UTO UL HEMHOT UM
NPUXOAUT B rOMIOBY €ro 3af4aTb. BMeCTO 3TOro MpakTUYecKn KaxKAbld 4enoBeK Ha 1t060M
NpesnpuAaTAN chepbl YCAYr NMonagaeT B OAHY U Ty Xe NIOBYLLKY. 3Ta N0BYLIKa — CTaHAapTHOe
npefcTaB/eHne, M YacTbl0 3TOr0 CTaHAAPTHOro MNpeAcTaBleHns ABnseTcsd obpas AencTBUMN,
O6LLENPUHATLIN ANA TOW OTPac/n, K KOTOPOW NPUHAANEXUT npegnpustune. MoatoMy Ha Bonpoc
«YTO Mbl Aienaem fiydile BCero?» Hem3MeHHO criefyeT OTBeT: «Mbl — XOpOLUME apXUTEKTOPBI
(NpOMbILLIEHHBIE MCMXO0M0r, PabOTHUKN Kate 1 T.M.)».

«Mbl — apXUTEKTYpHOe 6tpO», — TOBOPUT apPXUTEKTOP, U Ha 3TOM CTaHAapTHOM
NpeAcTaBNeHUN OH OCHOBbIBAET BCE, OT CNYXXEOHOM epapXxmm 4o 0hopmMieHns oguca.

370 npeacTaBneHne — «Mbl — apXUTEKTYpHOe 610po» — noByLKa. OHO 3acTaB/sieT Bac
[ienatb TO Xe, YTO U Apyrue, roBOpUTb TO XKE, YTO U ApYyrue, 1 npesnaratb BalMM KIMEHTaM TO
Xe, UTO NpegnaratoT apyrue hmpmMbl. OHO 3acTaBNSeT Bac ObITb TaKMM e, BMECTO TOr0, YT0Ob!
MCKaTb CNOCo6bI OTIMYATLCS.

Ho uT0 XXe Ha camOM fene yfaeTcsi BaM JlydLue BCero?

KomnaHusa Federal Express 3agana cebe 310T Bonpoc B 1980-x rogax, Korga cTano
MOHATHO, 4YTO el HeobXoAaMMO nogymatb O AMBepcudMKaymu. Ho 4To Xe Nyylle BCero
ypasanoch Federal Express? lNMpeactasneHne, cCTaHA4apTHOe AN TOW OTPac/in cepbl yCnyr, K
KoTopoi oTHocuTcs Federal Express, nofckasbiBaeT OTBET: «/IM flydlle BCEro yaaeTcs HoYHas
[0CTaBKa» UM «BbICTpasi JocTaBKa MOCbINOK». CTaHAAPTHOE MpeACcTaBNeHNe 3acTaB/sieT Bac
0TBeYaTb Ha 3TOT BOMPOC MPOCTbIM OMUCaHWEM TOro 6U3Heca, KOTOPbIM Bbl 3aHATbI.

Ho komnaHus Federal Express cymena 0co3HaTb, YTO-TO, B YeM OHa [06MIach cambixX
NOTPACAOLLMX YCMEXOB, CPaBHSABLUMCL C lYHLUUMU apMUSMWA, U3BECTHLIMU HaM M3 Y4eOHNKOB
NCTOpUU, — 3TO JIOTUCTMKA, OpraHusaums cHabxeHusd. [Ons Federal Express xapakTepHa
bnecTAwan opraHm3auna nNprodpeTeHns, pacnpeienieHns 1 3aMeHbl HEOOX0AMMbIX MaTepuasos.
Oco3HaB 37O, KOMMaHWA OpraHu3oBasia KOHCY/bTaUMOHHYIO CNyxO0y, KoTopas AaeT Apyrum
KOMMaHWAM COBETbI MO OpraHn3aumm cHabXeHus.

B TeyeHMe MHOrMX net GyxranTepckme (UMPMbl CUMTaNM, YTO BCE, YEM OHM YMEHT
3aHUMmatbca, — 310 Oyxrantepus. Ho dwmpma Arthur Andersen noHsna, 4To B Mpouecce
OBNafeHns1 COBPEMEHHbIM OyXrasTepCKMM Y4eTOM CTafla OYeHb XOpOLIO pa3bupartbcs B
NH(OPMALMOHHBIX  CUCTEMAX, Nepefjarowmx 3T  uudpbl  KomnaHuaMm. W ata  dupma
opraHu3oBajia TO, 4YTO CTa/10 BecbMa CO/IMLHON KOHCAITUHIOBOM NPakTWKOW B 061acTy
yrpasneHus NHHopMaLmeil.

FogaMu peknamMHble areHTCTBa CUMTaNIN, YTO OHM YMEKT fenaTb peknamy. C Tex nop, Kak
MHOTME M3 HUX OCO3Ha/M, YTO Ha CamMOM fefle OHW ChneyuasucTbl N0 WHTEPECHOW W
ybeanTenbHON nogadve MHGOPMaLUM, 3TU KOMNAHUM PacLLUMPUan CNEKTP npednaraeMbiX MMM
YCNYr, KOTOPbIA CTa BKIOYATb 1 CBA3b C 0OLLLECTBEHHOCTbLIO, Y MPOABMKEHME TOBapa, U faxe
OpraHM3auunio NpPe3eHTaL i 1 BbICTYMNEHWIA.

B03MOXKHOCTM pocTa Ballelt PpMbl YacTO NexkaTt 3a npegenaMn onucaHus Toro usHeca,
KOTOPbIM Bbl 3aHMMaeTeCb B HaCTOSLMIA MOMEHT. Ha camom fene, 0COGEHHO B pPa3BUTbIX
obnactax cdgepbl ycnyr, 6opbba 3a BbDKMBaHWE BHYTPU 3TUX PaMOK MOXET CTOUTb Bam
C/TMLLIKOM MHOTO KPOBM W AEHET.

Bawy Benuyarilive BO3MOXHOCTW 3aK/HOUeHbl B OTBETE Ha OfMH BONpoOC: «YTO yaaeTcs
HaMm fyyLle BCEro?»

MnaHnpys CBOM MapKeTUHT, He OrpaHNYMBaniTeCb paMkamu CBoero 6usHeca. Mogymaite o
TeX HaBblKax, KOTOPbIE Bbl MEETE.

Uem Bbl Ha caMoOM fere TopryeTe?

Korpga-To nogu, pabotarolme B pectopaHax 6bICTPOro 06CMy)X1BaHUSA, CHUTAIA, YTO OHU
nposaroT nuLly.

Motom noseunca McDonald's, 1 BbIACHW, YTO Ha camMOM [efne AN MOKynainm He
rambyprepbl. OHM NOKyNasn BrevaT1eHus.

PykoBogcTteo Burger King 6b110 yBepeHo, 4yto McDonald's owwnbaetcs. 3HasA, 4TO
OONbLUMHCTBO /IIOAEN MpPeAnoYnMTatoT rambyprepbl, MNOAKAPEHHblE Ha OTKPbITOM OrHe,
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pykosoauTenu Burger King pelunnm «3abutb» McDonald's npyu nomouu

3TOr0 CBOEro €eAMHCTBEHHOrO npemmylecTBa: «Mbl XKapuM WX Ha OrHe, a He Ha
CKOBOPOZE».

ATa NoNNTMKA HUYero He agana, notomy 4Yto McDonald’s 6bin Npas: pecTopaHbl 6bICTPOro
06CNyXXrBaHNA NPOLAIOT He rambyprepsi.

Mo)eT ObITb, BaM KaXeTCsi, 4YTO BaWuM MOTEHUMANIbHLIM MOTPEOUTENSIM  HYXKHbI
rambyprepbl. HO BCe LWaHCbl 3a TO, YTO OHW HYXZAKTCA B 4em-TO Apyrom. W nobegut Tta
KOMMNaHMs, KOTopas MepBoil NOMMET, YTO UM HY>XKHO.

Y3HaiiTe, YTO Ha caMoM fefe NOKYNatoT Balln K/INEHTBI.

Uero He 3HaeT 60/1bLIMHCTBO CreLunaincToB

BOMbLUMHCTBO KOMMAHWA, npegnaratolyx YCnyru CreumanucToB — HpUCTOB, Bpadeid,
ByXrasiTepoB, — CUMTAlOT, YTO WX KIMEHTbl MOKYNawT creuuanbHble 3HaHus. Ho Gonbluast
YacTb MOTEHUMaNbHbIX MOTPe6UTeNeli Takoro poga YCNyr He B COCTOSHUM OLIEHUTb 3TUX
cneunanbHbIX 3HaHUIA. OHKM He CMOryT CKasaTb, HACKO/IbKO YyAauyHa pacCunMTaHHas Anis HUX
CTaBKa HaNoro06/10XKEHNS!, HACKO/BLKO XMTPO COCTABNEHO X0AaTaliCTBO UMM TOYEH AMarHos. Ho
OHW MOTYT OLIEHUTb XOpOLLEee OTHOLLIEHWE K cebe 1 CBOEBPEMEHHOCTb OTBETOB Ha TeNle(hoHHbIE

3BOHKWN. KNMEHTbl — HacTosLMe CMneunanuncTbl B pacro3HaBaHUM COOCTBEHHOMW LEHHOCTU B
rnasax 06CcnyXxmBatoLen nx
(hMpMbI.

Mpopaasasi creLyanv3npoBaHHble YCyry, Bbl Yallle BCEro NpofaeTe OTHIOAb He MO3HaHWA
CBOMX CMeLManMcToB, NOTOMY YTO 3TV MO3HAHUS Kak Obl MOAPa3yMeBaloTCs U, KPOME TOro,
BalLM K/MEHTbI BCE PaBHO HE B COCTOSIHWM Pa3yMHO OLIEHWTb CTEMEeHb 3TUX 3HAHWIA. TO, YTO Bbl
npojaeTe, — 3TO OTHOLLIEHME K KMEHTY. W B GONMBLUMHCTBE CNy4aeB MEHHO Ha 3TO BaM CTOMT
06paTUTb CaMoe NPUCTa/IbHOE BHUMAaHWE.

Ecnu Bbl NpoAaeTe YCNyriu, Bbl NMPOJAETe OTHOLLEHWE K KIIMEHTY.

KTO OH, Ball KJINEHT?

Kapn 4acto 4yBCTBYET CBOK HEHY)KHOCTb M HeyBepeHHOCTb. Y LLISpOH cemb KOLLeK,
KOTOPbIX OHa Ha3Basla MMeHaMn FTHOMOB 13 «BeTOCHEXKMN».

Kapn no6ut yT60nbHbIN KNy6 CTeHgopaa 1 CBOEro BOCbMUMECSAYHOIO CbiHa.

LLIapoH xoTenoch 66l UMeTb 60/IbLLE BPEMEHMU.

Kapny xotenock 6bl, YTOObLI fiena y Hero v nyytue.

LLIspoH xoTenocb 6bl CMEATbCA TaK e 4acTo, Kak OHa 3TO fJenana, Korga ei 6bi1o
[BeHafLaTh.

Kapny xotenocb Obl lyylle YyBCTBOBATb CBOK) CBA3b C APYrMMU JIOABMU N C XKU3HBIO
BOOOLLE.

LLIapoH xoTenock 6bl 60/bLLE Y3HATb O BAC U ObITb YBEPEHHOI B TOM, YTO OHA MOXET Bam
[0BEPUTLCS.

Kapn 6onblue BCEro Ha CBeTe CTPEMUTCH K OAHOW BelM, Kak 3TO B CBOe BPeMs 3amMeTus1
Yunbam [pkeiAimc™. OH X04eT, 4T0ObI ero LeHWN.

Mpexae 4Yem nNbITaTbCA  YAOBMETBOPUTL  MOXENaHWUS  «K/WEHTa», MoMuTe ¥”
Y[0B/IETBOPUTE MOXKENaHUA Ye/l0BEKa .

C KeM Bbl Ha cCaMOM Jiefnie KOHKypupyeTe?

Bce kpynHble LWKONbI 6GM3Heca ydyaT CTpaTervv KOHKYpeHTHoW 6opbbbl. Mpodeccop
Mavikn MopTep* NpocnaBuICca HanucaHWeM Nose3HbIX KHUM MO 3TOM TeMe, U KaXKAbIA XOPOLLWIA
MaaH MapKeTVHIra COLePXUT pasfes, MOCBALLEHHbIA KOHKYPEHLMN.

Bce ykasblBaeT Ha TO, YTO BaMm C/eflyeT M3Y4YuTb CBOMX KOHKYPeHTOB. HO cHOBa 3Ta
OPVEHTMPOBaHHas Ha MpoAaXy ToBapa MofAenb MoABoAUT Bac. [lpogasubl YCNyr LO/KHbI
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paccmMaTpuBaTb KOHKYPeHUMO B 00nee LUMPOKOM CMbIC/e, Kak W [OKa3blBaeT «[eno o
KOHCYNbTaTUBHOW (hMPME, Y KOTOPOW He 6bINI0 KOHKYPEHTOB.

Korga MeHs nonpocuivm nomouvb B MO3ULMOHMPOBaHUM HA PbIHKE KOPMNOpaTWUBHOIA
KOHCY/IbTaTMBHOW (mpMbl, S cnpocun ux: «KTo Bawy KOHKYpeHTbI? Kakoil Bbl BUAWTE KX
no3nLMi0 Ha pbiHKe? Kak, C y4eTOM NO3MUMK BalMX KOHKYPEHTOB, LO/MKHbI Bbl U3MEHUTLCH,
NpUCNocobuTbLCA 1 NO3ULNOHNPOBATH CBOKD KOMMAaHMIO?»

O6Cy)XKaeHe KOHKYPEHTOB MOKa3a/loCb MHe [0BO/IbHO CTpaHHbIM. Bo Bpems Hero 6b110
YMNOMAHYTO COBCEM HEMHOI0 (MPM, elle MeHblUe W3 Ha3BaHHbIX (UPM  OblM  XOTb
CKOMbKO-HUOYb W3BECTHbI, — ac OO0/bLUMHCTBOM KOHKYPEHTOB MOXHO Obl10 MPOCTO He
cumMTaThCA.

Ho ecnun y Bac Tak Maio KOHKYPEHTOB, & UMEIOLLMECH TaK HEU3BECTHbI U HE3HAYMTESbHBI,
noYyemy Bbl HE JOMUHMPYETE Ha PbIHKE?

* Yunbam xerimc (1842-1910) — amepukaHCKuin mnocod u ncmxonor. — Mpum.nep.

* Maiikn MopTep — npodeccop LLIKonbl 6u3Heca MapBapACKOro yHMBepcUTeTa, MUPOBOV
aBToOpUTET B 06/1aCTU CTpaTerv KOHKYPEHTHOM 60pbbbl, faypear Harpagbl Akafemumu
MeHeKMeHTa 2003 rofa 3a HayuYHblIli BK/1aj B pasBuTUE MeHeMKMeHTa. — [pum.nep.

X OTBET OblN TUNWYEH 415 MHOTMX NMPeANPUATUIA cthepbl YCIYT: BOMNPEKN BCEM MOLENSM
MapKeTVHra, Hall PbIHOK — HEe HaCTOAWMIA KOHKYPEHTHbIA PbIHOK. 3a He6onbLuM
UCK/TIOYEHNEM, KOMNAaHUW He 60pHOTCA 3a TO, YTOObI NOAENNTL 3TOT PbIHOK. OHKM 60OPHOTCA 3a TO,
4TOObI CO3A4aThb €ro, YTobbl y6eanTb KAMEeHTa 3ax0TeTb WMCMOMb30BaTb UX YCAYry — BMECTO
TOro, YTOObI HAYETO He Aenath, UK CAenaTb TO, YTO eMY HY)KHO, CBOUMM CU/IaMK.

OAuH M3 MHOTMX OAHOTUMHbIX MPMMEPOB: KPYMHas KOMMaHWsi M0 MPOM3BOACTBY
MPOAYKTOB MNWUTaHWS paccmaTpuBaeT BOMPOC 006 WCMO/b30BaHUM MNCMXonora npu  Haiime
nepcoHana. Buue-npesngeHT KOMMaHuW, OTBeYaloLWmiA 3a Kagpbl, He NPOCTO peLlaeT BOMPOC O
TOM, MCMNONb30BaTb N upmy A, b nam B. OTOT NOTeHUMa/bHbIA NOTPe6UTENb MblTaeTCs
PELNTb, HYXKHa I eMy BoOoGLLe 3Ta ycnyra!

Bo MHOrmx cny4yasx v Ha MHOTMX pbiHKax (MAET N pedb 0 KOHCYNbTaHTaX Mo BOMPOCam
HEABMXKMMOCTU, CreLManmncTax no cBa3saM C 06LLECTBEHHOCTHIO MM NPOAJSIEHNIO FapaHTUMHBIX
00613aTe/IbCTB, areHTCTBax No TenethOHHOMY MapKeTUHIY Uan No cbopy nnaTexen, avsainHepax
N0 WHTEPbEPY MM pecTopaHax ObICTPOro MWTaHMA, yCayrax no Hanoroo6/0KEeHWIO W elle
MWNIMOHAaX APYrvx) Yy Ballero MOTEHUMaNbHOro MOTpebuTens ecTb TPU BO3MOXHOCTU AN
BblOOpa: BOCMO/b30BaTbCA BalLUMMK YCyramu, caenatb 3TO CaMOMY WAW BOOOLLE HMYEro He
fenartb.

Takum 06pa3oM, BO MHOIMX CAyYasix BalVMMWU [NlaBHbIMU KOHKYpPEHTaMU OKa3blBatoTCA
OTHIOfb HEe KOHKYpUpYHoLLMe GUpMbI, a NOTEHLMabHbIE NOTPEBUTENN.

3TO 03HayaeT, YTO Bawa cTpaterusi (HanneeaTb Ha BCE YYEOHMKM) He MOXET ObITb
HanpaB/fieHa Ha KOHKypeHuuto. poBOAA MOMUTUKY arpecCMBHOM KOHKYPEHLUMU U CTaBs Mof
COMHEHME KOMMETEHTHOCTb CBOMX COMEPHWMKOB, Bbl YCyrybnsete rnaBHyt0 npobnemy u
YCWU/NBaeTe COMHEHMSI Ballero MOTEeHUMaNbHOro NoTpebuTenst B TOM, YTO Kakas-To (upma
BOOOLLIE MOXET NPeOCTaBUTb YCYrK, KOTOpble eMy HEOOXO0ANMbI.

Ecnm >ke Bbl MNpPAMO WA WUCNOABOMb  BblpaXaeTe COMHEHWE B  CMOCOBHOCTY
NOTEHLMaNbHOIO K/NEHTa PELUMTb CBOK Npo6sieMy 6e3 MOCTOPOHHEN MOMOLLM, Bbl TEM CaMbIM
KPUTUKYeTe ero camMoro v ero Cnoco6HOCTb MPUHSATbL MpaBWUIbHOE pelleHne. C TOUYKM 3peHus
aHasm3a CcuTyauun, 3TO MOXKET ObiTb abCOMOTHO BEPHO, HO C TOYKM 3PEHWS MapKeTUHra U
NpPoAaX Bbl pybuTe CYK, Ha KOTOPOM CaMu XXe U CUANTE.

Ball MCTUHHBIN KOHKYPEHT 4acTO HaXOAMTCSA MO APYryH CTOPOHY NpuaaBKa. YunTbiBaiiTe
3TO NPV NNAHNPOBaHNN.

HaHecute nm yaap 1am, rge nx Het

«Jlydwas crpaTterns BOEHHbIX AENCTBM — 3TO nobeaa 6e3 CpaXeHusi», — CKaszas
cronetus Hasag CyHb-u3bl, n Wall-Mart n 6yxrantepckas ¢upma McGladrey amp; Pullen
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nocnefoBa/ivi ero COBETY N JOOUNCH yCrexa, UCNO/b3ys MPaKTUYECKN OAMHAKOBYHO CTPATEruio.

Bnectawas ctparerns Cama YontoHa ansa ero marasuHos Wall-Mart coctosina B ToM, 4T0
OH HarnpaBuica B MeCTa, Ha KOTOpble He 06paTun Obl BHUMAHWA HU OAWH HOPMasibHbIN
KOHKYpPeHT, Takoi kak Woolworth nnn Kmart, — B ropofku, KOTopble KasanCb CAULIKOM
MasleHbKMMMK, YTOObI 06ecneunTb PaboToN KPYMHbIA MarasviH AeLleBbiX ToBapoB. B 1962 rogy
Cam OTKpbI/T CBOW MePBbIA MarasuH B KpoLLeYHOM ropogke Pomkepce, wrar ApkaHsac. [Byms
rogaMu Mo3Xe OH OCHOBan BTOPOM MarasvH B [appucoHe, ApkaH3ac, ¢ HaceneHvem 6000
yenoseK. OH OTKpbIN elle LIeCTb MarasvHOB, Mpexae 4eM, HakKOHel, Bbilwen 3a npegesnsbl
ApKaH3aca 1 0TKpbIa MarasvH B He60/bLLOM ropoge CaiilkcToHe, wraT Muccypu.

YONTOH MNOMHOCTHIO 06ecneynsi NOTPEOHOCTU 3TUX TOPOAKOB U OKPYXaroWwmx Ux
NoceNeHnin, U ero [OMUHMpYIOWAs no3vumMs B 3TOM 06n1acTU fana [oXo4bl, KOTopble
(puHaHCcMpoBasM pocT Lenu MarasuHoB Wal-Mart Bo Bce 60/bLUEM YnCie BCce 60siee KPYMHbIX
HacefneHHbIX NyHKTOB. Bcero vepes 30 n1eT nocne oTKPbITUA NepBOro marasmHa B Pogykepce Cam
YontoH ymep. OH 6bIn 60raTeiiimm YenoBeKOM AMEPUKK, a ero KOMMNaHus — KPYMNHenLwen Ha
PbIHKE PO3HWYHOI TOProB/IN.

(Kak 1 MHOrMe 13 yaayHblX CTpaTerui, ctpaterms YOnToHa oT4yacTy — Aeno ciydas.
Mocne 16 nepee3nos 3a 19 net »eHa Cama, XaneH YONTOH, He X0Tena U cibiwatb 0 60/bLUNX
ropogax n Hactosifia Ha TOM, YT06bl OHM ¢ C3MOM MOCE/ININCL B FOPOAKE C Hace/leHWEM He
6onbe 10 TbicAY. OHKM Bblbpasin BeHTOHBWU/Mb B LWITaTe ApKaH3ac, YTo6bl Xa3fieH Mor/a vatle
BMAETLCA CO CBOEi cembeld, a CaM MOr HacnaXaaTbCA NyylmMn B AMepUKe yrofgbsimuv A1
OXOTbl Ha Meperesos.)

Ta e cTpaterns «lMoinTn Tyga, rae Mx HeT» BAoxHoBnsna McGladrey amp; Pullen,
BOCbMYIO MO BennymnHe Byxrantepckyro (mpmMy CoefuHeHHbIX LLTaToB. MOoCKobKY «60sbLuas
LLecTepKa» 6yXranTepckux (Mpm nJoTHO 3axBaTuna KpynHenwmne ropoga Amepukun, McGladrey
MOCTPOW/IN CBOK CTPaTeruMi0 Ha TOM, 4YTOObl ObITb €AMHCTBEHHON KPYMHOW GyXrasTepcKoi
(hMpMOiI1 B MeHbLUMX MO pa3mepy ropogax, Hanpumep B [emoiiHe, Ce-gap-Panugc, M'puHcbopo,
MagucoHe, MacageHe, PuumoHge wu LlaiieHe. B kaxgom u3 3Tmx ropogos McGladrey
BOCMPUHMMAETCS KaK KpynHelwas Oyxrantepckas (mpma pervoHa, 4to CBUAETENbCTBYET 00
OYeHb CU/MbHOW NO3NLMM Ha PbIHKE.

CoseT «[MoWTK Tyda, rAe UX HeT» He OrpaHN4YMBaeTCca MeCTHOCTbO. B lMacageHe, wrar
KanndopHusa, agBokat no3vuUMOHMpYeT cebsi Kak creyuasmucta Mo asapusiM  MOTOLMKIIOB,
npefocTaBNsAs APYrMM CTPaxoBbIM tOpUCTaM OWUTbLCA 3a ropasfo 60/blNA PbIHOK HXepTB
aBTOMOOW/IbHBIX aBapuiA, Ha KOTOPOM LApUT XXeCTKas KOHKypeHTHas 6opbb6a. Heckonbko
KPYMHbIX PeKfamMHbIX areHTCTB 13beratoT 60/1bLIOro U 6e3)KaloCTHOr0 K KOHKYPEeHTam pblHKa
TOBApOB NOTPe6/ieHNs, COCPefoTOUMB CBOE BHMMaHMe Ha TOBapax Ce/lbCKOXO3AWCTBEHHOMO
accoptumeHTta. KomnaHusa Fingerhut nowna Tyga, rae HUKOro Het, afpecoBas CBOW TOBapbl Mo
Katasiory WCK/MOYUTENIbHO fIIOAAM CO CTO/Ib Hebo/bLIMM 00beMOM CBOOOLHbLIX CPefCcTB U C
TaKOW XKYTKOW KpeAWUTHOW UCTOPMER, YTO HUKTO He AyMasl, YTO OHM BOOOLLE MOTYT COCTaBUTb
PbIHOK AN11 TaKOW KOMMaHWW.

MpobnemMa C «KOHKYPEHTHOW CcTpaTervei» COCTOMT B TOM, YTO OHa MNOOYXXKAaeT Bac
(hopMMpoBaTb CBON PbIHOK MO TPaAMLMOHHLIM KOHKYPEHTHbIM MpaBWnaM. 3TW MpaBuia
HaBA3bIBAKOT BaM TY XXe CTPYKTYPY, CUCTEMY U PbIHKW, YTO U Y BaLLMX KOHKYPEHTOB, B TO Bpems
Kak ny4llel ctpaterneii 6yget nocnegoBatb coBeTy CyHb-LU3bl, CamMa YONTOHa U 6yXrantepoB
13 upmbl McGladrey amp; Pullen n «nobeantb 6e3 cpaXkeHUs».

NauTe Tyaa, rae HUKOro Her.

MpenmyllecTBa 6bICTPON aganTauum

MpuaopOXHble  PEcTOpaHuYMKKM,  OBCNyXMBaKOLWMe  aBTOMOOGWIMCTOB,  KOraa-To
[0BO/IbCTBOBA/INCh OhMLMAHTKAMMN Ha POSINKAX, rambyprepamm, KOTOpPbIE COYMIUCH XXMUPOM, Y
MO/MOYHbIMU KOKTENAMK, B KOTOPbIX NI0XKKa cTosna. 3ateM noseuince McDonald's co cBoei
0TpaboTaHHOI TEXHONOIMEN, KOTOPas MOIHOCTLH N3MEHUIA INLLO 3TON OTpac/u.

Ha kaxkgoe npeanpustie cepbl YCAyr, MCNOMb30BaBLLIEE TEXHOMOMMIO Kak CBOe OpYXKe,
HangeTcs Apyroe NpeanpusiTe, KOTOPOE 3TO Opy>KMe nopasnT. C 0gHWUM HarnsAHbIM NPYMEPOM
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3TOrO Bbl CTA/IKMBAETECh Kax/blii [AeHb, oTKpbiBas WallStreetJournal, 3o — Hbto-Mopkckas
(hoHAoBas Gupxa.

OnnUEeTBOpPeHMEe  CTaporo  «PKEHT/IbMEHCKOro»  Ccrnocoba BefeHus f[en  Mexay
OPOKEPCKUMU KOHTOPaMU YONN-CTPUT, GupXKa MChbITana TSHKENbIA U HEOXKUAAHHbIA yaap ¢
MosB/IeHNEM KOMMbIOTepoB B 1980-x rogax. lMepcoHasibHble KOMMbIOTEPb! A BO3MOXHOCTb
MHBECTOPaM MONIHOCTbIO 060MTUCHL 6e3 yvacTusi BUPXKEBbIX 6POKepoB. He MeHee BaXHO, YTO
bupXa He Cymena CBOEBPEMEHHO HauyaTb WCMO/b30BaTb KOMMbIOTEPHLIE CUCTEMbI, & BCE Xe
NPUHAB WX, HE CMOrfa WHTErpuMpoBaTb WX B MeXaHW3M CBOeil paboTbl. MepneHHas W
Hea(bheKTBHas paboTa OMPXKM B Haw BEK CKOPOCTEN 3acTaBuia MHOTMX WHBECTOPOB
OTBEPHYTLCH OT Hee.

MockonbKy Ha3saHne «Hblo-MopKekan (hoH40Bas GUPXKa» elle COXpaHAeT CBOI MPECTUX,
MHOTUM KaXXeTCA, YTO M cama bupxka — Mo-nNpexxXHeMy rmraHT amepukaHcKoro 6usHeca. Jaxe
eC/N 3TO U TaK, 3TOT rMraHT U3pALHO YMEeHbLUW/ICA B pa3mepax.

(OZHUX HOBbIX TEXHOMOTWIA He XBaTWUO 6Obl, 4TOOLI CBANMTL Hbl0-IOPKCKYHO (hOHA0BYIO
OupXXy. Eii OfHOBPEMEHHO LOCTaNOCh M OT APYroW Cu/ibl, KOTOpas ABWMXKET C(epoin ycnyr, —
HOBATOPCKUX WAEN CTOPOHHWUX (UPM, Cpean KOTOPbIX Obliv  «HA/IOTOBble  YOEeXMLLA»,
MEHCWOHHbIE MaHbl N B3aUMHble POHAbI. HO TEXHOMOTNA HaHecna 61pXKe HECKO/bKO THXeNbIX
yAapos.)

O6paTnM Halle BHMMaHWe Ha 6efHble (B OYKBa/IlbHOM CMbIC/IE 3TOr0 €/10Ba) KOMMaHUN no
npokaty asTomobunen. B 1995 rogay komnaHus Budget notepsna 6onee 100 MWUNIMOHOB
ponnapoB. OCHOBHOM MNPUYUHOM CTa/I0 OTCYTCTBME Y KOMMAaHUW CUCTEMbI YrpaB/ieHNs
foxodamu, Kotopas morna 6bl OTCNeXuBaTb Tapugbl KOHKYPEHTOB WM MOAHMMATb CTaBKU Mpu
pocTe cnpoca Ha MaluHbI. B pesynbTaTte KaX/blil pa3, Kak KomnaHum Hertz nnm Avis cHuxam
CBOW LeHbl, 419 TOro 4tobbl y3HaTb 06 3TOM 1 OTpearnposats, Budget TpeboBasiocb HECKOMBbKO
AHein. Ha npotsxkeHnn 1990-X rofoB KOMMaHUWM MO NPOKaTy yaensnu 60Mblle BHUMaHUA
BHELUHMUM 3(h(heKTaM — BUAEOMarHUTO(OHbI B MUKPOaBTOOYCax M HeyAauHblA 3KCNEPUMEHT
KOMNaHMn Avis C 3MeKTPOHHbIMW KapTamMu Ha MpUOOPHOM A0CKe COCTaBNAKT [ABa BecbMa
HarnsgHbIX NpuMepa, — YeM BpeMsi— W1 TPyAocOeperaroLmMm TEXHOMOMNAM, TaKUM Kak py4YHble
YCTPOCTBA ANS NPOBEPKM paboTOCMOCOBHOCTM CMCTEM W COBPEMEHHbIE KOMMbOTEPbI. He
YAVBUTENIbHO, YTO B TO BPEMSI KaK amepuKaHCKMe aBMakoMmnaHun v otenn 3apabotanv B 1995
rogy COBOKYMHbIA goxog noyt B 10 MunnmapaoB [0NNapoB, COBOKYMHbIA  A0XO[
amMepVKaHCKUX areHTCTB Mo NpoKaTy aBTOMOOWEN paBHA/CA abCONHOTHOMY HYNHO.

OpfHa 3a gpyrovi otpacnm cdepbl YCyr afanTUMpPYOTCS K HOBbIM TexHonoruam. Te
KOMMaHUK, KOTOpble afanTupytoTcs ObICTpee, nerye AOCTUraloT KOMMNETEHTHOCTK, CNPaBAoTCA
C HaYya/lbHbIMW TPYAHOCTSMW M OCO3HAOT BbIFOAbl HOBOI TEXHONMOrMW. Te, KTO aganTupyeTcs,
yyatcs ¥ UCMONb3YKT CBOW HaBblKWU KakK OrPOMHOE MPeMMYLLECTBO B KOHKYPEHTHOW Gopboe.
OHM YCTPeMNAKTCA K HOBbIM BEPLLMHAM, MOKa OCTa/lbHble OTCTAKOT, NAaTa 3a OLWMOKM, KOTOPbIE
aflanTupoBaBLUMECH KOMMaHWM Y)Ke [aBHO NPeofonenu, MUCMosb3oBaB UX AN NPUobpeTeHus
MOJIe3HOr0 ONbITA.

W Bce e MHOrme otpacnu cdepbl YCNyr ewie crsT, AOBOSbCTBYACH TeM, 4TO Obl10
npexae. Tem, KTO He ycrneeT BOBPEMS MPOCHYTbCH, MPEACTOUT HeMano 6ECCOHHbLIX HOYel B
OyaylleM, Korja Halfetcs 4enoBeK, KOTOPbIA CMOXET YBWAETb OGecumcrieHHble Cnocobbl
NPUMEHEHNS HOBEMLLMX TEXHOMOMMIA ANsi TOro, YTo6bI CAenaTb 06CNY)KMBaHWE B 3TON OTPac/u
60/ee Ka4eCTBEHHbIM, ObICTPbIM, AeLUEBbIM N HALEXHbIM.

UTo 3TO 3HauMT Ha npakTuke? Kaxkpoe npegnpustve cdepbl YCAyr AOMKHO WUMETb
TEXHWYECKOro AMPEKTopa, KOTOPbIA Obl MOCTOAHHO YUYWUICA HOBOMY W PErynspHO LOK/afAblBa
PYKOBOACTBY KOMMaHWM O TOM, KaK MOXXHO MCMO/b30BaTb HOBblE TEXHOMOMNW AN AOCTUXKEHNS
KOHKYPEHTHOTr 0 MpenMyLLecTBa.

B pgononHeHne K 3TOMy NpW KaXAOM PacCMOTPEHUM MapKETUHIOBOW [AeSTeNbHOCTU
KOMMaHUM JO/MKHbI NMPO3BYYaTh YeTbipe BOMPOCa, KOTOPble [0 CEro AHA He Obln XapakKTepHbI
AN MapKeTUHIOBbIX 0630POB:

OnepexxaeM N1 Mbl BCe NPeANPUATUA HALLEA OTPAC/IN C TOUKW 3peHUst TEXHONOrn?

He oTctaem nu Mbl B TEXHOMOrMM OT MPeanpusTUiA cdepbl YCAyr M KOMMaHWi
NpUBM3NTENBHO TOTO XXe pasmepa?
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Bce nn Mbl flenaem cerofHs Ans 10ro, 4tobbl U Yepes [Ba rofda ornepexkaTb Bcex B 061aCTu
TEXHONOTNN?

BHUMaTENbHO 11 Mbl  M3Y4YWIM  BCE BO3MOXHOCTM, TMpefoCTaBfieMble  HOBbIMU
TEXHOMOTUAMW AN YNYULLEHNA 06CNYXMBAHMSA U POCTa HaLero npeanpusaTus?

CpoenaiiTe  M3yyeHMe HOBbIX TEXHOMOTNA HEOTHEM/IEMOM YaCTbi0 MapKETUHIOBOr0
naaHMpoBaHus.

N3yunTte BalLlM TOUYKMN CONMPUKOCHOBEHNA

[na Havana usyumTe KaXayt TOUKY, B KOTOPOM Balla KOMMaHWs BXOAWUT B KOHTAKT C
NoTeHUMIbHLIM NOTPeOUTENEM.

O6bIYHO TaKMX TOUEK 06HaPY>KMBAETCS HEe Tak Y>K MHOTO.

Baw cekpetapb. Bawa Bu3nTHas KapTouka. Bawe 3gaHune/ marasvH/ouc. Baw Gykner.
Bawmn nossneHus Ha nyb6nvke. 3BOHOK TOpProBoro npegctasutens. lMpeseHTaums. CoBcem
HEMHOT0 TOYEeK CONPMKOCHOBEHUSI — MOMEHTOB, KOTOpPbIE PeLLatoT, MOAy4YMTe I Bbl 3aKas.

3atem cnpocute cebst: «YTo Mbl MpeanpuHUMAeM L8 TOro, YTOObl B KaXAOM U3 3TUX
TOYEK MPOU3BECTY NOTPSCAtOLLiEe BeYaTIeHNE?»

He npeHebGperaliTe HW OAHOM TOYKOM COMNPUKOCHOBEHUA. OHa MOXET OKa3aTbCs
eIMHCTBEHHOIA.

TOUYKM CONPUKOCHOBEHWS NMPOAO/KAIOT HaKan MBaTbCs, eC/iM Ye/I0BEK CTAHOBUTCA BaLLUM
KNneHToMm. Ho, onsATb-TakW, 3TV MOMEHTbI Ha YAMBNEHME PEAKW: BPEMS OT BPEMEHMW 3BOHOK,
BpemMs OT BpeMeHU — BCTpeYa. Pefjkne MOMEHTbI KOHTaKTa.

Bce nn BO3MOXKHOE Bbl M3BMEK/IN M3 3TUX MIHOBEHHbIX KOHTaKTOB? [loyyBCTBOBas /n
K/IMEHT, YTO ero yBaxxaroT? bblif M OH YAMBIIEH, BNevaT/ieH, 06pafoBaH BaMu?

BHUMaTENbHO M3yuMTe KaXkKAyld) TOYKY COMPUKOCHOBEHMS. 3aTeM MocTapaiiTech
3HAUNTE/IbHO YCOBEPLLIEHCTBOBATb KXKAYHO U3 HUX.

XX1M3Hb Noxoxa Ha LKoYy

Mouemy MHOrue Moan, 3aHsATble B cpepe ycnyr, 0CO6eHHO NPogeccuoHanbl, BEPAT, UYTO
ycnex MPUHOCUT WUCKIHOUYNTENIbHO WX TeXHWYeckas KoMMNeTeHTHOCTb? CKopee Bcero, ux
Hay4un 3TOMY B KOJINELKe.

Konnemx v BbiCLas LWKOMA yyaT Hac TOMY, YTO TeXHUYeCcKast KOMNETEeHTHOCTb — 3TO BCe.
UneHctBo B Phi Beta Kappa vnn ctuneHaus Mapluania — BCe flyyllee JOCTaeTcsi TeM, KTO
NPOSBASET 6ONbLUYH KOMNETEHTHOCTb, TEM, KTO 3HAaeT CBOW NpeaMeT.

Hu ogHa m3 3TUX opraHu3auMini He HarpakpgaeT 3a 4YefioBevecKume KavyecTBa, KOTopble
HeNlb3s NPOBEPUTHL MPW NMOMOLLM TecTa, Ja A M He roBOPHO, YTO OHW AO/MKHbLI 3TO Aenatb. Ho
BbINYCKHUKN KONMefxa npuobpeTatoT onpefenieHHbId onbiT. OHW  y3HAtOT, UTO [/1aBHbIM
AB/IAETCA 3HAHWE CBOEro npegmMeTa.

STOT YPOK BbICLUEr0 06pa3oBaHUA BXOAUT B KOH(IMKT C TeM, YTO Mbl Y3Ha/IN [O €ro
nonyyeHns. [etm W NOAPOCTKA LEHAT LWIMPOKUIA KPYyro3op W J/IerkocTb B OOLLEHMMN.
CraplueknaccHnk 1960-70-x rofoB MOr 3HaTb, YTO MOYeTHO cTaTb 4YneHoM National Honor
Society 3a XOpOLLYH YCNeBaeMOCTb, HO OH 3HaJl, UTO elle noyeTHee BoinTy B Key Club, KoTopblii
fenan akueHT Ha rpakAaHCKOW no3uuuKM, YeCTHOCTM W APYrux Yeptax, OnNpeaenstoLymx
4e/I0BEYECKYH UHAMBNAYaSIbHOCTb.

A NoToM Konnefk cobnasHsAeT Hac BUAEHMEM pPeasibHOrO MMpa Kak HEKOero oasuca, rge
3HaYeHMne MMeET TOMbKO Ball TanaHT B M36paHHON obnactu. IMeHHO 06 3TOi 06MaHUYMBOIN naee
paccyxfana kKnHoaktpuca Mepun CTpun B UHTEPBbLIO YAa4Y/IMBOMY KOPPECMOHAEHTY.

«$ Ha camoM fene cuntana, — ckasana Mepun CTpun, — 4TO XM3Hb OYAeT Noxoxa Ha
KonnemK. Ho 3To He Tak, XXM3Hb NOX0Xa Ha LLKOY».

JKM3Hb Ha caMOM [efie NnoxoXa Ha LKo/y. Te 4epTbl XapakTepa, KOTOpble Aenann Bac
nonynspHbIM Cpean OLHOKNACCHWKOB, CHOBA MPMOOPETAlOT CBOE 3HayYeHne. Bam MOXET 310 He
HPaBUTLCA, Bbl MOXETe 60POTLCA WM MPOTECTOBATb, HO 3TO Ha CaMOM Aefnie rak. [loctato4yHo
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KOMMETEHTHbIA W MPUATHBIA B OOLLEHUM KOHCY/MbTaHT-O4MHOYKA MNpWB/EYeT Kyda 60/blue
K/IMEHTOB, YeM 6/IECTALLMI, HO He YMEHOLLMIA 06LLIaTLCA CneumanmncT aKCTpa-Knacca.

B 3HauMTeNbHOM CTeneHW MapKeTUHI YCAyr npeacTaBnsieT co60M cocTA3aHve B
nonynspHoCTU.

Mpn3 3pUTENBCKUX CUMMNATUIA

Ha6nogeHve Mepun CTpun CHOBa MPUXOAWUT Ha YM NPY PasMbllLIEHUM O €LLE OfHOM
SIBNEHNN B MApPKETUHIE YCYT — «CUMMNATUU».

CHOBa M CHOBa Mbl C/bILIMM, YTO KomnaHusi Doe amp; Associates He Monyduna 3akas,
MOTOMY YTO «HE BO3HMK/O CUMNATUK». W 9T0 06bACHEHME aBCOMOTHO NPaBUbHO.

Ho uTo Takoe 3Ta «cMMNaTus»? W ecnm MpUHUMNOM GM3Heca AO/MKHO GbiTh «ITycTb
noGeauT CUNbHENLLINI», KaKoe 3HAYeHNE MOXET MMeTb CUMMATUS?

Korga noTeHupanbHble noTpe6utenn (Mo KpaiiHeli mMepe, MHOTME U3 HUX) BblGMpatOT
npeanpusTie cepbl YCIyr, OHU He OPUEHTUPYIOTCS Ha AWUMN/IOMbI 3TON (PUPMbI, ee penyTaLuio
VNN MONOXKEHVE, 3aHMMAeMOe el B OTpac/in. BMeCTO 3Toro, Kak LUKOMbHVKW, KOTOPbIMU Mbl
OCTaeMCSi Ha MpPOTSDKEHWM BCeli CBOEM JKU3HW, 3T MOTEHUMabHble MOTPeGUTENU
OPUEHTMPYIOTCA Ha ee NPUBEKATeNbHOCTb.

«MHe OHM NPOCTO MOHPABUNCH.

«Y MeHsi 6bI/710 XopoLUee npeayuyBCTBUES.

«MHe NoKasanock, YTO OHW NOAOWAYT».

OGpaTuTe BHMaHWe Ha BblGpaHHbIE MOTPEGUTENSMM TNArofbl: «MOHPABUINCEY», «BbllO
NpeaYyBCTBUE», «MOKA3a/10Ch».

STV C€noBa He OTHOCATCS K 0611acTV NIOTMKW WM pa3yma, OHWU OTHOCATCS K 06/1acTu
4YyBCTB.

Cdepa ycnyr umeeT fAen0 C B3aVMOOTHOLLEHMSIMA. B3aMOOTHOLLEHWSI CBSi3aHbl C
4yBCTBaMU. Py XOPOLLMX B3aMMOOTHOLLEHUSX BO3HUKAIOT NPUSATHBIE YyBCTBA, MPU NNOXUX —
Mn/oxue.

B MapKeTUHre 1 NPoAaXxe YCNyr Nornyeckme NpUUMHBbI, Mo KOTOPbIM Bbl JO/MKHbI ObN Gbl
CTaTb MoGeauTenem, — Balli KOMMETEHTHOCTb, COBEPLUEHCTBO, TalaHT — J/MLLb JaloT BaM
BO3MOXHOCTb BCTYNWTb B Urpy. lMobeaa 3aBOeBLIBAETCA YyBCTBAMW, a YyBCTBA CBsA3aHbl C
MPVBNEKATENBEHOCTBIO.

Mepun CTpun npasa. XXM3Hb MOX0Xa Ha LUKO/Y, U YCrnexX CPeay OAHOKNACCHWUKOB U B
MapKeTVHIe YCYT YacTo SB/ISIETCS BOMPOCOM NMPUBEKATENIbHOCTH.

ByabTe NpothecCMoHabHbI, HO rNaBHOE — BY/bTe NPUBNEKATENbHbI.

3a6nyxaeHune: Bbl 3HaeTe, UTO rOTOBUT Byayliee

Tpwu KpaeyronbHbIX KaMHS MnaHUpoBaHUS — NpeAcKasaHue OyayLlero, npegcTaBfieHne o
TOM OyayLLeM, KaKiM Bbl XOTe/IM Obl €ro BUAETb, M YMEHME HaNTK crnocobbl cenaTb ero MMeHHO
TakMM, — C CaMOrro Havana NpeacTaBIsArTCA MHE LOBO/IbHO LWATKUMMN.

HauHem c npefckasaHua Oypayuwlero. He 3aHuMMaiTecb 3TuUM. JliogM He  yMewoT
npesckasbiBaTb 6yayLlee. Hanpumep, Bce N3BECTHblE 3KOHOMUCTLI 50-X rofoB NpefcKasblBaiy,
4YTO NpOoM3OLLefLIee TOrAa MOBbILEHWE POXAAEMOCTU CO34acT OrpoMHYK 6e3paboTuly B
nepuog, Korga aTM Aetu LOCTUIHYT TPYAOCMOCOOGHOro Bo3pacta, TO ectb B 1960-x. 3Tu
3KCMEePTbI OLUMGINCH AaXKe He OfMH pas, a ABaX[bl.

OHM He cMOrnv NpeAcKasaTb MacCOBbIA BbIXOA XKEHLLUMH Ha TPYAOBOM PbIHOK. 10 oueHKam
9KCMEePTOB, 3TO SB/IEHWNE LO/MKHO OblN0 Obl NPUBECTM K ele 60/blleMy pocTy 6e3paboTuubl.
PeanbHO e B nepuof ¢ 1965 no 1985 ropg TpyfocrnocobHoe HaceneHue BO3pocno Ha 40
MPOLEHTOB, B TO BPEMS KaK KOMMYeCTBO paboumx MecT ysBenmumnocb Ha 50 npoueHTos. U B
MPOLEHTHOM COOTHOLUEHMX N MO abCONOTHOW BEMUMHE KOMMYECTBO PabouMx MeCT B 3TOT
nepuog 6b110 HaMbOo/bLLIMM 3a BCHO UCTOPUIO AMEPUKU, HE CUNTAs BOEHHOTO BPEMEHMW.

Ecnn xotuTe yBUAETb pe3ynbTaThl elle OAHOro HenpasubHOIO NpeAcKasaHua oyayLlero,
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MOCMOTPUTE Ha CBOW othunc. JecaTKu 3KCnepToB NpeAcKasbiBain, YTO 60/bLIAS YaCTb CNYXKaLLMX
OyfeT BbINOMHATL CBOKO paboTy, He BbIXOAA U3 OMa.

Croprpu3s: Bce MO-NPexXHeMy Ha CBOMX pabouynx mecTax. Yncno HafOMHbIX pabOTHMKOB
cocTtasnseT oT cunbl 30 NPOLEHTOB OT TOro, YTO 6bII0 NpefcKa3aHo. (ITW 3KCNepPTbl He Yunu,
4yTO paboTa BbINOMHAET OMpeAeseHHble CouManbHble PYHKLUN, BOMBLUMHCTBO NHOLEA XO4eT
XO04WTb Ha paboTy.)

Pa3Be He [O/MKHbI ObINY BUAEOMArHUTO(OHbI NPUBECTU K UCHE3HOBEHUIO KMHOTEaTpoB? C
Tex Mop, Kak NosiBUINCL BUAEO(PUIbMBI, MOCELaeMOCTb KUHOTEATPOB TOMbKO elle Oonblue
Bo3pocna. Co3faeTcs Brneyart/ieHue, YTO eJMHCTBEHHOE, YTO MOXET NOoryomTb KMHOTeaTpbl, —
3TO NNOX0E KNHO, Y OHO-TaKW NbITAETCA 3TO CAeNath.

Pa3Be TefieBMAEHNE HE [OMKHO ObINO pasyunTb Hac yYnTaTb KHUTM? KHUTM 1N OrPOMHbIe
KHVKHbIE MarasvHbl MOSBAAKOTCA Kak rpubbl nocne [oXAad. UuTaloliee HaceneHue CTano
coumanbHbIM SBMIEHVEM. Ha caMom fefe TefieBUAEHNEe, BEPOATHO, AaXe Cnoco6CTBOBA/IO POCTY
NpoAaX KHUr. Hanpumep, npogaBasmcb Nv 6bl TaKUM 6OMbLUMM TUPAKOM KHUMM HopmaHa
LLIsapukonda*, ecnn 6bl BoliHa B NepcMacKoM 3anvBe OCBeLLanachb TOMbKO Mo paano? U uTo
CMOCOOCTBYET NPOoAaXe KHUM 60MbLUE, YeM Y4acTHe NX aBTopa B TENEBU3MOHHbLIX NporpaMmax?

Kctatm 0 KHWXKHBIX MarasvHax. Yrtobbl MOHATb, MoyeMy npefckasaHuve Oyayluero
HEBO3MOXHO, MONAMTE B KHWKHbLIA MaraswH, B TOT OTAen, rfe MpoAatTcs KHUMKM Mo
matemaTtnke. ObpaTuTe BHUMaHWE Ha KHUTW, CTosAWMe B BepxHeM pagy. Ckopee Bcero, atu
KHUMM NOCBSALLEHbI CAMOI MOMY/NSPHOM TeMe COBPEMEHHON MaTeMaTUYeCKOn Hayku — Teopum
(hpakTanein. dpakTasim — YacTb TEOPUM Xaoca, KOTopas npesnonaraeT HenpescKasyeMocTb U
C/Ty4alHOCTb BCEro CYLLEro, faxe MaTeMaTUyYeCKuX B3aMMOAeCTBUI.

Ecnn matemaTvka Henpezckasyema, a NporHo3bl 6eccusbHbl faxe B Takoi 06/1acTh, Kak
noroga, B KOTOpPOW [AeWCTBYHOT ONpefesneHHble (U3MYECKMe 3aKOHbl W noagaroLmecs
M3MEPEHMIO BEIMYUHBI (U NS KOTOPOW, KCTaTu, BNepBble Oblsia paspaboTaHa Teopus xaoca), T0
YK TeM 60/1ee HEBO3MOXXHO MpeAcKas3aTh pa3BUTHE YeIOBEYECKMX OTHOLLEHWIA.

* HopmaH LLBapukond — reHepasn, komaHgyrowmii apmueid CLLIA B onepaumsax «LLnT B
nycTbiHe» N «LUTOpM B NyCTbiHE» BO Bpemsi BOWHbI B [lepcuackom 3anmBe B 1991. —
Mpum.nep.

N paxe ecnn 6bl ObiNO BO3MOXHO OMPeAenuTb 3aKOHbl PasBUTUS 3TUX OTHOLLEHWIA W
chopmynmpoBatb AN HUX ONpedeneHHbIA NPOrHo3, OH OKaszancst 6bl 6ecnoneseH, NOToOMy YTO
noBefeHVe OTAENbHbIX NOAei He BCeraa cnefyeT 06LWmMM 3aKoHaM.

Bo3bMeM ans npumepa KypeHue: yunTbiBas, YTO BCe 3HAKOT 06 0NacHOCTU KYPeHUs elLlle C
Tex nop, Kak Mu1H34paB BbICTYNWA CO CBOMM NepPBbIM NPeAYNPEeXXAeHNEM; UTO KypALLMe 3Be3/bl
NPaKTUYECKN MCYE3NN C 3KPaHOB TENEBM30POB UM KMHOTEATPOB; UTO OOLLECTBEHHOE MHEHME
06bABMNIO KypeHMe BPEAHON 1 HEICTETUYHOWN MPUBBLIYKOWA, YMCN0 KYPALLMX LO/MKHO 6bIN0 Obl
3HAUYNTENbHO YMEHBLUNTLCA. TOr0 He MPOU3OLLIO.

Bo3bMem Hawm npuBbIMKM B ede: 3aboTa O 3[40POBbE WM PacTYLMIn yKac nepeq
NnoTpebneHNneM XonectepvHa AO/MKHbI OGblM Obl NPUBECTM K MOSHOMY WCYE3HOBEHWIO
PECTOPaHOB, CNeLManm3npyoLWmnXcs Ha NPUroToBeHnn GugTekcos. Ho 3a nocnegHve YeTbipe
roga B MuUHHeanonunce 0TKPbIIOCh YETbIPe HOBbLIX PeCTOpaHa 3TOro TUNna, U HU OAUH NOAOGHbIN
pecTopaH He 6bln 3aKpbIT.

HopmanbHble pa3yMHble oAy (a MOYTU BCE COCTaBUTENN MIaHOB OTHOCATCH K 3TOM
KaTeropumn nogein) npefckasanm 6bl YTO-TO COBCEM MPOTMBOMONOXHOE TaKOMY MOBEAEHWIO.
MMoBTOPKOCL: €CNM [axe BaM YAacTCA BbIBECTW 3aKOH, MO KOTOpoOMYy O6yayT pa3BMBaTbCH
OTHOLLEHUSA NKOAENA, 3TO HEe 3HAYUT, YTO MX NOBeAeHNe ByaeT CnefoBaTb 06LLEMY 3aKOHY.

NTaK, NoOXoxe Ha TO, YTO BCe HaluW YCUAMS Mo MAaHWPOBaHUIO ByayLero HaxoasaTcs BO
B/IaCTM TOrO, O YEM eLle MHOro NeT Haszag npegynpexaan AnbbepT SUHLLTENH: «BceneHHas He
npocto 60nee cTpaHHas, YyeM Mbl npeanonaraeM. OHa Kyga 6onee CTpaHHasi, YeM Mbl B
COCTOSIHAM NPEANONOXMNTb.

Mbl H/YEro He 3HaeMm. M03TOMY 1 He cuUTalTe, YTO Bbl JO/MKHbI 3TO 3HATb. [naHupyiTe,
NCXOAS N3 HECKONbKNX BO3MOXKHbIX BapMaHTOB 6yAyLLEero.
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3a6ny>K,u,eHV|e: Bbl 3HaeTe, 4Yero Bbl XoTnTe

BTopasa npegnocbisika nnaHMpoBaHWA — TO, YTO Bbl MOXETe 3HaTb, YEro XOTUTE OT
OyayLlero, — TaKkxke NpeLCcTaBSAeTca MHe [0BOJ/IbHO COMHUTENbHON. [pxopak BepHapg Loy
Ob11 abCONOTHO MpaB, Korga Hanucan: «B >XMU3HW 4YenoBeka MOryT CNy4uTbCs [Be Tpareguu.
MepBas — He MOyYUTb TOrO, Yero OH XO4eT OosibLUe BCEro Ha ceeTe. BTopas — nonyunTtb
3TO™.

Kak v 060 yenosek, s Bcerga 3Hasl, Yero 1 xouvy. HaumHasa ¢ 1962 roga s xoten: cratb
HOBbIM ApPHO/bAOM [ManiMepoM™, HOBbIM pefakTopom XypHana Sportslllustrated, HoBbIM ®. Jln
Belinn**, HoBbIM [13BMAOM OrmnBu*** n HOBbIM TPEHEPOM [ETCKON 6aCKETOO/bHON KOMaHAbI
MwuHHeanonuca.

To Xe camoe MnpoucxoauT U C KOMMaHuAMWU. OHW yXe He XOTAT TOro, Yero XOTenn
paHbLle, U OHU MEHSKT CBOM MaHbl. BOMbLUMHCTBO CTPEMUTCA K POCTY CBOEN KOMMaHWUW,
MOTOM MOHMMaET, YTO 60/Mblle — elle He 3HAYMT AoXoAHee. YacTb KOMMaHWn XO4YeT CTaTb
caMbIMX Ny4YLIMMK, MOTOM OCO3HAET, YTO PbIHKY HEe HY)XHO KayecTBO W OH He Oy[eT 3a Hero
nnaTuTb. HEKOTopble KOMMNAaHUN CTPEMATCA 3aHATL OMpefeneHHYH0 HULLY, a 3aTeM Y3HaloT, YTo
Y UX KOHKYPEHTOB, Y)Ke MPUCYTCTBOBABLUMX Ha PbIHKe, OblIN BECKME NPUYUHBI 418 TOTFO, YTOObI
OCTaBUTb 3TY HULLY HE3aHATOM.

WTakK, camy npeanocbINKK1, Ha KOTOPbIX CTPOUTCA NAaHNPOBaHNE, KXKYTCA OLUMOOYHBLIMU.

* ApHonbg Manmep (poa. 1929) — 3HaAMEHWUTHLIA WIPOK B ronb(), nobeanTenb
MHOTOYMCNEHHBIX HALMOHA/IbHBIX Y MEXAYHAPOAHbIX COPEBHOBAaHWIA, yAauInBbIi GU3HECMEH U
aBTOP KHUT 0 rosibgpe. — lMNpum.nep.

** @paHcuc SIn belinn — 3HaMEHWTbLIN aMepUKaHCKWUIA HOPUCT, MPOCIaBUACS CBOUM
y4yacTMeM B KayeCTBe OOLLECTBEHHOrO 3alMTHMKA BO MHOIMX FPOMKMX rnpoLeccax 60-x rogos
npotusnoro seka. — Mpum.nep.

*** Nasug Orunsu (1911-1999) — co3gatenb peknamHoin umnepun Ogilvy amp; Mather,
aBTOP MHOIMX YCMELUHbIX PEKNaMHbIX KamnaHWi, MHOFOYMCNEHHbIX KHUT U adopn3mMOB O
peknaMHoOM 6usHece. — Mpum.nep.

O3HauaeT N1 3TO, YTO BaM BOOOGLLUE He CrefyeT HWUYEro nnaHupoBaTh? OTHIOAb. ITO
MPOCTO O03HayaeT, uyTO M0G0, KTO 3aHMMAETCs MAaHMPOBaHWEM, [AO/KEH HayaTb €ro C
0CO3HaHUs TPEX Mei:

Bo-nepBbIX, NPUMUTE KaK [JaHHOCTb OFpaHWuYeHHbIE BO3MOXHOCTU MMaHWMpoBaHus. He
cunTaliTe, YTO, MOMECTVB BOCEMb YMHbIX NH0feli B OfIHY KOMHATY U [aB UM BCHO HEOGXOAMMYHO
MH(opMaLMIO, Bbl aBTOMATUYECKM MOMYUMTE XOpOoLUMe pe3y/bTaTbl. KomnaHus Ford co6pana B
MNaHOBYH KOMMCCUIO BOCEMb YMHbIX NHO/ENA, a Monyunna «dacenb»™.

Bo-BTOpbIX, CaMoe LIeHHOe B MaHMPOBaHUM — BOBCE He ero KOHEYHbI pesynbTaT, T.e.
caM nnaH. [naBHas LEHHOCTb MMAaHMPOBAHMS 3aK/YaeTcsl B CaMOM MpoLecce, B TOM
MCCNEAO0BaHNM 1 06CYXXAEHUN, KOTOPbIe eMY COMYTCTBYHOT.

B-TpeTbyx, He NnaHUpyliTe Byayllee, NNaHUPYIATe, Kakue Noan 6yayT ero onpeaensth.
Bbigatolimecs MoAM, YbM B3rNSAbl B LIEIOM COBMAJalOT C Bawvmu, 6yayT MpPUHUMATh
npaBubHbIE PELLEHMS NO XOAy Aena He MOTOMY, YTO OHW ByAyT cneaoBaTb MfaHy, a NOTOMY,
4TO 06/13/]at0T HEOOXOAVMbIMYI HABLIKAMU AN MPUHATUS 3TUX PELLIEHUIA.

3abnyxaeHue: rnaBHoe — cTpaTerus

Bbin nepuof, Korga Lenosble KPyri MOOLLPS/MA MbIC/b O NPEBOCXOACTBE CTpaTerun Hapg
TaKTUKOMN, TPaTa Ha ee pa3BUTME OrPOMHbIE CyMMbI AeHer. MATHaAUaTh IeT Ha3ag, BblMYyCKHUKMA,
MONy4YMBLUME CTeMeHb MarucTpa YOPTOHCKOM LUKO/bl OU3HEca, B MOrOHe 3a [eHbramm u
O6LLECTBEHHBIM MMOIOXEHVEM YCTPEMSIS/ICL MMEHHO B CTpaTerMyeckoe naaHUMpoBaHve. JT1a
paboTa MO-NpeXHeMy XOPOLLO OnjayvBaeTcs, HO Mnocne Toro, Kak B 1984 rogy raseta
BusinessWeek ony6nukoBana wuctoputo 33  KPYNHEMWMX CTpaTerMyeckMx MiaHoB MU
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06HapyXwuna, 4to 19 M3 HUX MPOBAMNCL, CTATyC CTPATErMYecKoro MiaHUPOBaHWUS M3PSAHO
CHU3MIICS.

* Ford Edsel — mofenb aBTOMO6WNSA, BbINyLEHHOro komnaHuein Ford B 1958-1960 rr.
KomnaHus He cMorna npegyrajatb M3MeHeHWe PbIHOYHOW TeHAeHuuMW. VIHTepec nokynaTens
06paTuncsa K HeGO/bLLUMM 3KOHOMUYHBLIM MOAENaM, U «Popg Sacenb» okazaics YobITOUHbIM, —
Mpum.nep.

MHorne y4yebHMKM MO OM3HECY MOLAEPXKMBAIOT JIOKHYIO YBEPEHHOCTb Jltojeli B
NpeBOCXOACTBE CcTpaTernn. HeyameuTenbHO, Befp Y4ebOHWKM MUWYT npodeccopa, a
OONbLUMHCTBY MpPOGeccopoB «pa3paboTka CTpaTernm» KaxeTca Kyaa 6onee AOCTOWHbIM
NPUMEHEHMEM CBOEr0 TaslaHTa, YeM peLleHne TaKTUYeCKMX 3azau.

Ho B KOMMaHusX, KOTOpble JOOGWANCL YCnexa, TaKTWKa OMpefenseT CTpaTtervio He B
MEHbLLIEN CTEMNeHW, YeM CTpaTerus onpeenseT TakTuKy. T KOMMaHUW LeACTBYIOT U yyaTcs B
npoLecce CBOMX [LEWCTBMIA. ITO M3MeHseT MX obpa3 Mmbicneil. Kak 3ametun Tom Kynep,
PYKOBOAMTENb aAMUHUCTPATMBHOM CNYyX6bl (mpmbl Access Management: «/Horga camoe
repBoe TaKTUYECKOe peLleHne, KOTOPOE Bbl BOMJIOWAETE B XM3Hb, MEHAET BCE BALLW M/1aHbI».

B kauecTBe >XXMBOro npumepa TOro, Kak TakTvKa OnpefenseT CTpaTeruto, B3rNsSHWUTE Ha
KomnbtoTepbl Apple Macintosh. «MakuHTOLIM», KOTOPble BCE Mbl 3HAaeM, He Oblny MEepBOA
nonbITKON rpmbl Macintosh. TepBblid KOMNbHOTEP HOcu Ha3BaHWe Lisa. Kak ToBap Lisa
OKasasiacb HeyfayHoW, HO OHa Nokasasa KOMMaHuK, B YeM Ha CaMOM [efe HYXXAaeTCs PbIHOK.
lai KaBacaku, AMPeKTop Mo Npou3BOACTBY KoMMaHuy Macintosh, npusHan, 4To KOMMNbOTEPSI
Macintosh nosiBunncb B pe3ynbTaTe onpesesieHHON cTpaTernn: < 0ToBbCSA, MK, LeNbCs».

Wnn, kak copmynupoBan ato Kasacaku: «CTaHb NMAEPOM, chenail NPo6HbIA BbICTPen,
npucnyLancs K 06LLecTBEHHOMY MHEHWIO, Cpearnpyi Ha Hero 1 CHoOBa CTaHb JIAEPOM.

TaKTuyecKne peleHns — 3TO He TOMbKO 3aBepliarollas CTaAusi npouecca, OHK
onpeaenatoT hopmy, KOTOPYH NMPUHMMAET MPOLIECC Ha BCE ero NpPOTSHKEHHOCTU. TakKTuKa —
3TO MHOrAa W KOHel, W Havyano, 1 cepefnHa. I camoe rnaBHOE, TaKTVKa UrpaeT BaXXHENLLYHO
(4acTo HaMBaXXHeiLwYyH) posb B cbope MHGopMaumm. CTpaTermyeckunii nnaH He NPUHOCUT BaM
HMKaKOi HOBOI MHopMaLmn, cam rno cebe OH HUYeMY Bac He yumnT. CTparterus 6e3gencTByeT un
TONbKO NPUKN/BIBAETCS BCE3HAMOLLEN, B TO BPEMS KaK TaKTMKa MOCTOSHHO NPOXOAUT UCMNbITaHWe
PbIHKOM.

OpfHaxabl 9 fan COBET KOHCYNbTaHTY, KOTOPbIA HUKaK He MOT cfenaTb Bbloop, KONebnsch
MeX/Yy HECKO/IbKMMM BMOJIHE Pa3yMHbIMU TaKTUKamMy MapKeTuHra. A nogapun emMy 3HayoK co
CnoBaMu, B KOTOPbIX U COCTOS BECb COBET:

CpenaiTe UTO-HUOYAD.

3abnyxaeHune: Hago npuaymMatb NyyLlnii NpoayKT

Mbl  NO-MpeXxHeMy BepuM, 4TO, E€CM  Mbl  M300peTeM YTO-TO MO-HACTOALLEMY
npuBneKaTe/lbHOE, MWUP CaM BbICTPOMUTCA B OYepedb Y HawmxX fAsepeidl. Ho cerofgHa ectb
C/MLLUKOM MHOTO MpuvMepoB (BO3bMeM, K TMpPUMEpPY, KOMMbIOTEPbI W Yacbkl), KOTOpble
[0Ka3bIBAOT, YTO 3TO He Tak.

KomnbtoTepHas MHAYCTPUS NOJHA NPUMepPOoB 6NeCTALLMX UAEN, KOTOpbIe TUXO XPaHUINCh
re-To B 38fiHUX KOMHaTax, MoKa He Halle/ncs YeroBeK, KOTOPbIV BbITAWW UX HA CBET BOXWI U
Haya/ C 3HTY3Ma3MOM MpPOTa/IKMBATb Ha PbIHOK. KomMnaHus Xerox n3obpena KOMMbOTEPHYHO
MbILLb, UKOHKM 1 OKHA. 3TO 6blIN NPEKPacHbIe UAeun, HO BCEro NWLb NAen. TOMbKO 3HTY3Ma3M U1
Bepa KomnaHum Macintosh 3anycTuim nx Ha pbIHOK — Kak 4acTb KommnbroTepa Macintosh — u
N3MEHWUIN MUP.

To e camoe npousowno B 1970-e rogbl ¢ Yacamu. LLIBeiLapLbl M306penn 3NeKTPOHHbIe
yacbl Ha KBapLieBblX 6arapelikax, HO BbDKMAAIN C NpPeACTaB/EHVEM WX HAa PbIHOK. W Torpa
ANOHCKaa (upma Hattori BoCMpuHANa LM(POBYIO TEXHOMOTUIO M Hayasa WCMosb30BaTh ee
MPOTMB TeX e LUBelLapLes, Aa TakK, YTO MPakTUYeCKM BbDKMIA MX C PbliHKA 4acoB, XOTH B
TeYeHUe AecATUNEeTMIA cnoBa «LLIBeLapms» 1 «yacbl» KasaMcb HEOTAENMMbIMY APYT OT Apyra.
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MogymaiiTe n 06 06paTHOM YTBEPXKAEHUW: €CNV Bbl BOM/OLLAETE CBOK WAae0 6e3
3HTY3Ma3Ma, OKpY)KalouiMe OyayT cuMTaTb, YTO Bbl HE YBEPEHbl B Hel, 1 TOXE MOTepstoT
[0Bepue K BaLLieli naee.

BonnowaiiTe CBOM peLLUeHNUs C 3HTY3MasMOM. HesHaunTe/lbHble TaKTUYECKME Mepbl,
MpUBEfEHHbIE B AENCTBME C 3HTY3MA3MOM, MOYTK BCErfa OKa3blBarOTCA Gonee AeCTBEHHbIMY,
yeM GnecTaLLIMe TaKTUYECKUE PELLIEHNS, UCTIONIHEHHBIE CMYCTS PyKaBga.

3abnyxaeHve: BpeMs A/1 3TOro eLle He npuLso (3abnyxaeHue
«KaMeHHOro Kosieca»)

OueHb TUNWYHOE 3abnyXKAeHWe MPU NNaHMPOBaHUN MOXET ObITb MPOWIKOCTPUPOBAHO
NPy NOMOLLY NPUTYN O KOMMNaHUN «KaMeHHOe KO/eco».

HeckonbKo HeaHAepTa/ibLEeB TPYAWNOCH Hafj pa3paboTKor Koneca. pOeKTHbIA oTAen
paccMaTpuBa pas/iMyHble BapuaHTbl — OBa/IbHOE, NPAMOYTO/IbHOE CO CKPYT/IEHHBIMU YriaMn U
TakK fanee, a OTAeN NNaHWPOBAHWUA TeM BPEMEHEM PasMbILIAN O PbIHOYHOM MCMO/b30BaHWUN
3TOro TOBapa.

HakoHeL, NPOeKTHbIV OTAEN co3Aal OMbITHbIA 06pa3eLl: abCoNoTHbLIA Kpyr. OTAen Npogax
M MapKeTUHra 3af0XHY/CA OT BOCTOPra, OHW cpasy MOHS/N, YTO Mepes HAMU — YHUKaNbHbIN
TOBap C OrPOMHbIM PbIHKOM CObITa.

Ho nnaHoBbIn oTAen 3akpuyan: «MogoxamTe! He Tak 6bICTPO. Mbl K 3TOMY elle He
rOTOBbI».

B oTBeT Ha TpeboBaHMS OOBSACHEHWIA Hava/lbHWK MNaHOBOro OTAena Mnosefasl O CBOEM
reHvasbHoOM BUAeHUN (KOTOpoe B UTOre 1 Noryouno Toeap): «Bbl BCe B Kypce CYLLECTBYHOLMNX
TeHAEHUMWRA. JTiogn ycTanm roHATLCA 38 MaMOHTaMU pagu NPOMNUTaHWs, MO3TOMY OHWM 3axXOTAT
e3[UTb Ha 3TUX Konecax. IT0 ByaeT ObICTpee, a NOAM NOGAT Aenatb BCe ObICTPO, Bbl TOMBKO
BCMOMHUTE O TOM, KaK OHM 3aHUMAKOTCA ceKcoM! M03TOMy OHM 3aXOTAT e341Tb Ha 3TUX Kosecax
BCe ObICTpee M ObICTpee. ITO 3HAYUT, YTO HaM MOHAZOO6ATCA Koneca C NMPOTEKTOPOM, MPOCTO
rnagKue Koneca He NOAXOAAT».

Kak 3T0 06bIMHO Cny4vaeTcsd, B KOMMaHuM «KaMeHHOe KO/eco» Hallencs OfuH
HeTepnenunBbIin MasibliA, KOTOPbIW, BbIC/yLIAB 3TO, CPOCUIT: «M YTO Bbl HAM PEKOMEHAYeTe?»

«Bce 04YeHb MPOCcTo, — NPOBO3r/1acu MPOPOK OT MNyaHMpoBaHusA. — CrieflyeT 3afepXXaTb
BbINYCK TOBapa. Ham Hafo nopoxaatb, MoKa KTO-HWOYAb M306peTeT BY/IKAHU3MPOBaHHYH
PE3NHY».

AbcypaHo? Ho 3710 npasga. HeckonbKo neT TOMY Ha3afj KOMMaHusi, pacrofioXXeHHas B
BnymMuHrToHe, wraT WHamaHa, npuaymana noTpsicatolle XOpOoLWy  MyNbTUMEANAHYHO
nporpamMmMy. 3Ta KOMMNaHus He MPOCTO MO3ULMOHMPOBaa cebs Tak, YTOObI 0Ka3aTbCs Ha rpebHe
BOJIHbI MyNbTMMeAMa, OHa Oblna 3TOW BOMHOW. HO ee OCHOBATeNM CTPEMUINCHL K CO3[aHUHO
naeanbHOro ToBapa. XoTen /v 3TOro OKpy>XKarownin Mup? Het. Mup Hy)XXZancs B TOM, YTO yXKe
ObIN0 y 3TO KOMNaHUU. Mupy 6bI10 HYXXHO cTapoe [06poe KO/eco, U OH Bblfl FOTOB 3a HEro
nnaTuTb.

BeckoHeuHble nccnefoBaHns U NOMTMKA BbDKUAAHWSA 3TOM KOMNaHWM AoKasanu, Y4To TOT,
KTO CIMLLKOM [0/IT0 COMHEBAETCS, MPoUrpbIBaeT. Jpyrue (uUpMbl 4OrHaIM U NepPerHaiv nx eLle
[l0 TOr0, KaK OHMW YCnenun BbINnycTUTb Bepcuto 1.0.

XopoLwuas naes cerofHs noyTn Beerga nyyile, Yem nyyilas naes — 3aBTpa.

CpenaliTe 3T0 HEMEAJIEHHO. BM3HEeC-HeKpOnorM MosHbl Ha3BaHMIA KOMMaHWiA, KOTopble
BbDKMAANN.

3abnyxaeHuve: TepneHne — aTo gobpoaeTesb (NpaBuIo akyrsibl)

BOMbLUMHCTBO Ntofeli BEPSAT, UTO OpraHU3aLMi MOAUYNHSKOTCA MPUHLMNY WHEPLMN: OHM
CK/IOHHbI OCTaBaTbCA B TOM COCTOSIHWM, B KOTOPOM HaxoAsaTcs, 6yab TO NOKOW UK BUKEHNE.

OkasblBaeTCs, OfHAKO, YTO B PeasbHOCTM CYLLECTBOBaHME OpraHu3auuii MoAUYMHSETCS
TOMY >Ke NPaBWy, YTO M XM3Hb aKy/bl: ECAIN aKy/a He BUTaeTCs, TO OHA He MOXET AblluaTb 1
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yMupaer.

OpraHuszaumm, KoTopble HaXOAATCS B ABWKEHWUMW, NPOAO/HKAOT ABUraTbCs. HernogsumxHbIe
— pacTpaymMBatoT BECb BO3LYX U YMUPAIOT.

Mpobnema OCNOXHSAETCA TeM, YTO HEMOABMXKHOCTb He cpasy HauMHaeT MPUYUHATD
opraHusauun 60nb. ITO NPUBOAMT K XKENaHWI0 BbDKAATH eLe YyTb-YyTb. «OW, Mbl MOJOXAIN
HEMHOro, 4YTo6bl YyOeaAnTbCA, YTO Mbl HE OLLUMOANCL, M HUYErO NIOXOr0 He MPOU30LW/O. ITO Xe
MpeKpacHo!»

HenoasvXHOCTb BefeT K elle 60/bLUei HENOABMXHOCTU. K TOMY BPeMEHW, KaK HauMHaKT
CKas3blBaTbCA NOCNEACTBUS 3TOW HEMOABMKHOCTU (O4HVUM M3 KOTOPbLIX MOXET ObITb TO, YTO BCe,
KTO Obl/1 HACTPOEH Ha peLunTesibHble AeACTBUSA, NOKUHYT KOMMaHUIO U OHa CTaHeT elle 6onbLue
OpVEHTMPOBAHA Ha BbDKMAAHWE), YaCTO GbIBAET Y>Ke NO34HO YTO-HUOYAb MEHATD.

[JelicTByinTe, Kak akyna. MNpogomkaite 4BUraTbCs.

3abnyxgeHve: Hao MbIC/IUTb Pa3yMHO (MPUHUWN Kpaba)

B peknamHom otgene gupmbl Carmichael-Lynch B KoHLe 80-X Mbl npugymMany HeCKO/IbKO
crneynanbHbIX Harpag Ans TBOPYECKUX PabOTHWMKOB Hallel rpynnbl. MHe 0CO6eHHO HpaBWCS
«3Ha4yoK Kpaba».

STOT 3HAYOK, BPy4YaeMblli 3a Camyto AypauKyto nieto, NpeAcTasnsa coboit NiacTMKoBOro
Kpaba 1, MOCKO/IbKY Kpabbl [ABWMXYTCA O0OKOM ¥ B CTOPOHY, CWMBOSIM3NPOBa CUNY
Pa3HOCTOPOHHEr0 MbILLIEHNA. TTOCKObKY NOPOX4aeMble TaKUM MbILUEHUEM ULEVN HE CrefytoT
MPAMO W3 TOTO, YTO MM MPeSLLECTBOBA/IO, OHW YaCTO BHaYas1e KaXXyTCs rynbiMu.

Ho Ham Kak pa3 He XBatajio rNynbiXx MAeW. Y Hac O6bl1 nepens3bbITOK pPasyMHOro
MbILLNIEHNA M YMa BooOLLe: cpefHWin nokasatens 1Q no wkane CTeHdopga-buHeTta y Hac ¢
NerkocTbio 3awwkanmean 3a 120. Ham HY)XXHO 6b1710 YyTb NOrNyneTb U He 60ATLCA BbICKA3bIBATb
naen, KOTopble Ha NepBblil B3rNsL KakyTcd Aypaukumu, a MOTOM 3a4acTyl) OKasblBatOTCA
caMbIMM NTYHLLNMU.

Kak BCe Mbl 3HaeM W3 MOBCELHEBHOW XN3HW, BbICOKOUHTENNEKTYa/IbHbIE JIMYHOCTN —
ny4ywe B MUpe CneumanncTbl No YAYLWEHUIO XOpOoWnX MUAeN B 3apofdbllle. 3TO NPOUCXOAUT
13-3a TOrO, YTO Y WMHTE/NNEKTYaIOB eCTb O4HO Nt06UMeNiLLee MPUMEHEHME UX MOTPSCAtOLLEro
WHTENNEKTa: 00BbACHUTL APYroMy, CO BCEM MPUCYLLEed UM YOeXXAEHHOCTbIO U NIOTUKOW, Novemy
MMEHHO €ro naes He MOXeT cpaboTaTb.

MnaHMpoBaHMe 0ObIYHO NPUBEKAET MMEHHO TaKMX NOLEN, HO OHM OMacHbl. [pu BCem KX
MOryyem pasyme, namsaTb MOABOAWT WX, OHW Bcerga 3abblBalOT, UTO XOPOLUME WAeN 4acTo
nepBOHaYa/IbHO KaXKyTCsA HeNlenbIMu.

MbicnnTe HepasyMHO.

3a6ny>K,qu|/|e OTHOCUTEJIbHO HaYKU N HaYYHbIX OaHHbIX

HuuyTto, CKasaHHOe Ha [enoBOM BCTpeye, HE MOXET CPaBHUTLCA MO Cuie C NHObIM
YTBEPXKAEHNEM, HAUMHAIOLMMCS CO CNOB «Kak MoKasbIBatOT UCCMEeL0BaHUS. .. ».

3TO CBA3AHO C TeM, YTO C/IOBO «MUCCef0BaHMe» noApasyMeBaeT HeYTO HayyHoe. Ho He
CYLLECTBYET TOYHOW HayKu, OMNUCbIBAIOLLEN YenoBevecKoe noBefeHMe. TaK Ha3blBaeMble
coumaibHble HayKu MpefcTaBnAatoT COO0W, B /ydlleM Cy4vae, Habop MPOBEPEHHbLIX OMbITOB
06LLUMX HaBMHOAEHWIA.

MapKeTUHIOBOE UCCNefOBaHNe — He WCCNefoBaHWe B CTPOro HayyHOM CMbIC/e 3TOro
cnoea. JTO CTpaxoBKa. BbIBLUMIA HayaNbHUK OTAena MccnefoBaHWini GONbLUOK MNPOAYKTOBOWA
KOMMaHUW NPU3Ha/ICH, YTO OH NPO cebs Ha3biBasl CBOW OTAEN OTAENIOM CTPaxoBKu. MeHemkepsl,
OTBETCTBEHHbIE 3a BbIMYCK TOr0 UM UHOIO NPOAYKTA, MPOCUN €ro 0 Hay4HOM 060CHOBaHUN MX
NNaHoB, YTOObI NOTOM, KOrfa X MPOAYKT OKasblBa/ICA HEXOLOBbLIM, OHW MOI/IA CKa3aTb CBOEMY
PYKOBOACTBY: «A UCCNeaoBaTeNbCKMIA OTAEN CKasasl, YTO OH XOPOLLIO NONAET».

MHorve niogm 4o cux nop NpuaatoT 0coboe 3HaYeHVe NHOOOMY YTBEPXKAEHWUIO, eCNIN OHO
HacCbIWeHO uudpamy, Kak OyAaTo, MO WX MHEHUO, UuMdpbl 06/1a8al0T CaMOCTOATE/bHbLIM
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Hay4HbIM BeCOM. BbipakeHve «boNbLIMHCTBO Nt0Ael NpeAnoyMTaeT HOBYHO KOKa-Kosy CTapoins
3BYYUT, Ha UX B3rnag, nofo3puTesibHo. «[1ATepo U3 LLECTU» 3BYUUT YXKe ropasfo nydile. A
cnoBa «83,3 NpOoLeHTa OMNPOLLEHHbLIX» BbIFNAAAT YoeanTebHbIM Hay4YHbIM (PakToM. W nnesartb,
4TO NOCNefHue [Ba YTBePXKAeHNa — «NAaTepo U3 WwecTtu» 1 «83,3 NpoLeHTa» — Ha caMoM Jene
WOEHTUYHbI. W nnieBaTb, YTO BCE TPY YTBEPXKAEHMWS OKa3a/MCb abCOMIOTHO HEBEPHBIMM, KaK 3TO
1 06Hapyxmnu coTpyaHunkn Coca-Cola K cBoeMy 06LLEeMY 3ameLLaTebCTBY.

dTa aypa Hay4yHOCTM 06najaeT MOTPSACAtOLLE CNOCOOGHOCTBIO AypaunTb Nogein. CTout
BCMOMHUTb, Hanpumep, O TOM, Kak B cepeaunHe 1980-x rogos CTeH(OPACKWiA
nccnefoBaTelbCKUA UHCTUTYT NPeSSIoKU ANS NAaHUPOBaHWA MapKeTuHra KoHuenuuio VAL
(LleHHOCTK, OTHOLUEHMS, CTU/b XW3HM). COrnacHoO 3TOW KOHUENUWW, CYLecTBYeT CeMb
pa3/IMYHbIX TUMOB NHOLE — 3aK/OUYeHUEe, C KOTOPbIM MHOrMe MOCnewwnn CornacuTbes, npu
3TOM COBEPLUEHHO 3a6bIB 0 CBOEM COOCTBEHHOM >XXM3HEHHOM OrbITE.

Kak 1 BCe ocTanbHble, OHW BCTPEYaIN B XKM3HU ThICAYN NIOAEN U U3 3TOTO ONbITa BbIHEC/U
MbIC/Ib O TOM, YTO KaX[as MYHOCTb — YHUKa/bHA. ITU NOAN UCKan cebe apy3el 1 HaLm
NALWb HECKOSIbKO YesioBeK, C KOTOPbIMW Y HMX OblIO XOTb 4TO-TO 06wee. Ho korga Ha
ropu3oHTE MNOSBUANCL WCCNefoBaTeNM, 06pa3oBaHHble JHOAW, CBA3aHHbIE C  W3BECTHbLIM
YHUBEPCUTETOM, W cKasain: «CyllecTByeT CeMb TWMOB JIIOLEN», — HapoL Kynun 310 C
noTpoXamu.

OueHb CKOpPO peknamHble O0ObABMNEHUS CTain NPOABUraTb KO(e KakK HanuToK A/is
«CTPEMALLUMXCA K HOBOMY» (Camblii 60/bLLIOIA CErMeHT, COriacHoO Knaccugukaymmn VAL), n aTo
CTa/l0 KOMWUYHLIM NPUMEPOM U3, cnaBa bory, KOpOTKOM 3pbl MOBa/JbHOIMO YB/EYEHWUS 3TOM
KOHLENLMeEN.

CerofHsa [paxe /OA4M, 3aHMMAOWMECH TOYHbIMM  HayKamu, TMNPU3HAOT, 4YTO WX
NcCnefoBaHns C KaXKAbIM JHEM CTaHOBATCS BCe MeHee TOUHbIMU. A «HETOYHbIe» HayKu BOO6LLe
MMET Mano OOLLero C HaykoW, [daXe KOrga OHM npegnaraloT rnobanbHble 0606LLeHNS,
NOAKpPen/eHHbIe BHYLUNTENIbHLIMU L pamu.

Mol gpyr [)KoH Tunnmad, 61ecTsawmin nccnefosaresib B 06/1aCT TOUHBIX HaYK, OgHaXK /bl
06BACHWUN, NMOYeMYy OH HUKOrfa He MblTaics M3yyaTb OAHY M3 OCHOBHbIX COLMa/IbHbIX HayK.
«Couuonorusa, — yTteepXgan [PKOH, — COCTOUT M3 CUCTEMATMYECKUX U 3ayMHbIX METOAOB
OrMuncaHus Toro, YTo U TakK O4EBULHO».

He posepsinte «aktam». M He nogxoAuTe K MAaHMPOBAHWUKO KakK K TOYHOM Hayke.
MnaHMpoBaHMe — 3TO HETOYHOE UCKYCCTBO.

3a61yXAeHne OTHOCUTE/IbHO paGoumx rpynn

WHoraa oaviH Nnoc oanH aaet 60/bLue, YeM [Ba.

Bunn bepHbax y3Han 3Ty UCTUHY B KoHUe 1950-x rofos, Korga caenan HOBbI Lwiar B
CO3AaHnKN peKnambl, NPUMEHMB 418 3TOr0 CNeAYHOLLMIA METOA.

MeTog cocTos/ B TOM, YTOObl 3aCTaBUTb aBTOpa TEKCTa M Au3aiHepa paboTaTb OAHOW
KomaHaon. [Jo bepHb6axa aBTOp TeKCTa U AM3aiiHep NPerMYyLLEeCTBEHHO paboTann He3aBUCUMO
Apyr OT gpyra. ABTOp TeKcTa NpuayMbiBa/l UAet0, 3arofioBOK M TEKCT PeKnambl Y COBa1 CBOU
3aMeTKM Au3aliHepy nog ABepb. [M3aitHep ke npuaasan naee n TEKCTY TOBapHbIV BuA, Aenan
BEPCTKY, 1 — Byans! — o06bsBNeHne 6b1710 rOTOBO.

BepHbax 6e30rNsAHO BEPU B «MO3rOBOM LUTYPM» — MPOLIECC, BO BPEMSI KOTOPOro MAaeun
BbICKA3bIBAKOTCA M OTBEPraroTCcA BHYTPY rPynMbl Kak MAHUMYM U3 ABYX 4enoBeK. OH Bepun B
TO, YTO €cM OTAeNbHble NHOAM MOTYT POXAaTb XOpoLuve WAen, TO KOMaHAa B COCTOSHWM
NOpPOAUTb NyuLLNe.

KomaHgbl bepHbaxa B peknamHom 6topo Doyle Dane Bernbach cosganv peknamy ans
Takumx thmpm, Kak Avis, Volkswagen n Polaroid, n gokasanu, 4to bepHb6ax 6bin npas.

Ho ecnn rpynnaM TaK XOPOLLO YAAKOTCA MO3roBble LUTYPMbl, MOXET ObiTb, U ciepa
06CnyXnBaHNa Mora 6bl BbIMIPaTh 3a CHET paboumx rpynr, Bbl4aroLMX HOBbIE Uaen?

Bo3moykHO. Ho faBaiiTe BCMOMHUM BCe HOBOE, YTO MOSIBU/IOCL B MapKETWHIe ycnyr 3a
nocnefHue rofpl: aBTOMaTMyeckme KaccoBble MallMHbI, CBOGOAHO 06paLLatoLLmecs 4erno3nTHbIe
cepTUdUKaTbl, NerasibHble  YCAyru nNo  MUHUMK3AUMM  HanoroobioXeHus,  CUCTEMbI
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aBTOMaTUYEeCKOro Habopa HOMepa, LOPOXKHbIE YEKM, HOUHYHO [0CTaBKY, aBTOMATM3MPOBAHHYHO
CUCTEMY 3aKasa aBmabuieToB, 6pocoBble 06/Mraunm, MapKETUHIOBbIE MPOrpaMMbl Ha JOBEPUN,
KpeaWTHbIe KapTOYKM, MHBECTULIMOHHbIE POH/bI OTKPLITOrO TUMa, NMPOA/IeBaeMble KOHTPaKTbl Ha
06CNy)XuBaHWe, KpeauTHble NMMWUTbI  COBCTBEHHOrO  KanuTana, HecyaebHble CUCTEMbI
paspeLleHns pasHOrNacuii, yCnyru, OKasblBaemble K/IMEHTaM MpsMO B aBToMobwuse, NpAMON
MapKeTUHT, 3aKa3 NPOAYKTOB Ha AOM WU MHOrOe ApYroe.

Vmenu nn paboume rpynnbl OTHOLLEHWE K POXKAEHWIO 3TUX NAEIA?

Mornun nu pabouve rpynmnbl NOPOAUTL XOTb KaKyH-TO U3 3TUX UAER?

Mornu nm pabouve rpynnbl NpUaymMaTb MEPCOHaIbHLIA KOMMbIOTEP, MNEPCOHAIbHYHO
KONUPOB&/IbHYO TEXHMKY, COTOBbIA TeneoH, 3NEKTPOHHbIA eXeAHEBHUK, (hakCOBbIN annapar
— W MHOroe pyroe?

W, pa3 y)K Mbl 3aroBopvan 06 3TOM, NMOCMOTPUTE Ha TPWU MNOCNEAHUX HOBOBBEAEHUS:
UbINAAT, XapeHHbIX 6e3 Koxu B Kentucky Fried Chicken, manokanopwuiiHbie rambyprepbl B
McDonald’s 1 nuuLy ¢ HU3KUM coaepXXaHnem Xupa B Pizza Hut. Paboune rpynnbl BNOOGUAUCH B
3TV ngen. K coxaneHuo, To Xe caMoe Hesb3sl 6bIn1o CKasaTb 06 00bIYHbLIX NHOASAX, Y BCEM TPEM
(hmpmMam MPULLINIOCL 0TKA3aTbCA OT 3TUX TOBAPOB.

Tak 4To, MOXeT ObITb, paboyre rpynrbl U MOTYT NMOMOYb BaM CBOVIM MO3rOBbIM LUTYPMOM.

Ho He paccunTbIBaiiTe Ha 3TO BCepbes.

OnacainTecb paboumx rpynn, OHW OPUEHTUPOBaHbl Ha CEroAHALIHWIA [eHb, a
nnaHMpoBaHWe LO/MKHO AyMaTb 0 6yAyLLEM.

3abnyxaeHne oTHOCUTE/IbHO NaMATU

TanaHTNMBbIMA NKcaTeNb, aBTOP NPOW3BEAEHUI HayYHO-MOMNYNSPHON NTepaTypbl CTUBEH
[okeld Cyna ogHaxabl ony6/IMKOBan NpPeKpacHoe 3cce 0 TOM, Kak NofBoAWT Hac Halla NamsiThb. B
TeueHve MHOTMX NeT y/f BCNOMUHa, KaK B FOHOCTM OH MPOBOAMN TeN/ble COMHEYHble Bevepa
B Gecefjax C OTLIOM, CW/Ast Ha CTYMeHbKax, BeAyLLMX B TEHHUCHBI LeHTp Forest Hills. Heckonbko
NeT TOMY Ha3af, emMy MNpULLIOCL CHOBA NOBLIBAaTh B MECTAX CBOEI MOMOAOCTM. W HEOXMAAHHO OH
YBU/IEN TE€ CaMble CTYMEHbKM.

OHu Benu K obLuapnaHHol ABepy BHopo NepeBo3oK 1 XpaHeHus Mionnepa.

MbI M10X0 MOMHWM, Mbl OFISBIBAEMCS Ha3a/ U BUAMM TO, Yero Tam U TOrAa HUKOra He
6b110. [loKa3sbiBas CBOK TOUKY 3PEHMS, Mbl CCblaeMcsl Ha COObITVE, KOTOPOE B PeabHOCTY
MPOVCXOAWO MHAYE, YeM HaM 3arOMHM/IOCh.

Mpy NNaHNPOBAHWUK He HAZlENTeCh Ha TO, YTO Bbl, MO BaLLEMY MHEHMIO, XOPOLLIO MOMHUTE.

3abnyxgeHmne OTHOCUTESIbHO ONbITa

["OBOPAT, YTO OMbIT — AYYLLWIA y4nTeNb. BO3MOXHO, 418 KOr0-TO 3TO CNpaBea/MBO.

OfHaKo MOCMOTPMM, YTO BbIHEC/A OfHA PacrofiokeHHas B MUHHecoTe (hvpma 13 onbiTa
CBOEi peknamHoi kamnaHun. B 1988 roay ata mpma 3ageiicTBOBana HECKO/IbKMUX U3BECTHBIX B
npegenax MMUHHeCOTbI 3Be3[ B CBOMX HE OYeHb YAauHbIX PEKaMHbIX PO/IMKax, NOKasaHHbIX Mo
HaUMOoHabHOMY TeNneBUAEeHNIO. PONMKM OKa3aincb «MyCTbILLKOW», U ANPEKTOP 3TON (MpMbI NO
MapKeTUHTY, pasyMeeTcs, NpuLlia K COBEpLUEHHO /NOrMYHOMY BbIBOAY: WCMO/b30BaHWE B
PO/INKaX 3Be3 He MPUHOCUT ycnexa.

Ein cnegoBano 661 mocnyLwars, YTO AymMatoT no 3ToMy nosogy B komnaHum Nike.

B Hauane 1980-x monoyHas epma M3 MMUHHECOTb! NPOBOAU/IA MO HaLMOHA/IbHOMY pPajno
PEKNIAMHYIO KamrMaHWio, B KOTOPOW MO CHOXETY COAepXKasics pacckas OAHOI0 M3 COTPYLHWMKOB.
OfHUM NpeKpacHbIM BECEHHMM YTPOM YNpaBnsloLWwmiA hepMori NonyyYnn cepamToe NUCbMo OT
MOXMW/ON YKEHLUMHbI, KOTOPYH MPWBENO B LUOK BbICKa3blBaHWEe 3TOro COTpyAHuKa, Oppa
MaynceHa, 0 TOM, YTO WX /y4ywlas KOpOBa HanoMWHaeT eMy ero cynpyry. BcTpetuswmch ¢
[BYMS MPeLCTaBUTENAMU PEKIAMHOI0 areHTCTBa cpasy Xe Mnocse 3Toro, PyKoBOAUTENb 3a4nTasl
MM NMUCbMO, B pPa3fpakeHUN LUBLIPHY/ ero Ha CTos 1 NoTpeboBas, YTOObI areHTCTBO CBEPHY/O
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peKNaMHy0 KamnaHuio. B nucbMe, Mo cnoBaM 3TOr0 PYKOBOAMTENS, FOBOPUIOCH, UTO «3TU
PO/IMKN OCHOBaHbI Ha FOMOpe. A fI0AN He NI0BAT FoMopay.

[enas BbIBOAbI, Mbl CK/IOHHbI K W3/IMLLIHUM 06006LLeHNAM. Mbl XOTUM OnpeaenvTb Ans
ceb6s 6e30MacHyro NoyBy 1 00LLME NPUHUMMBI AeACTBUA. I MO3TOMY Mbl peLlaeM, YTo 3Be34bl B
peKaMHbIX POMIMKaxX He MPUHOCAT YCrexa, YTo AN He NH6AT Mopa, — MOXHO NPUBECTM
elwle [ecATKM MpMMEpPOB MacluTabHbIX BbIBOAOB, CAeNaHHbIX W3 COBCEM He3HAUYMTESIbHbIX
COObITUIA.

UeMy Ha camMOM fene Y4uT Hac Hawl onbIT? [opa3fo MeHbLUeMy, YeM Mbl Aymaem. A To,
YTO, KaK HaMm KaXeTcs, Mbl BbIHEC/IM M3 CBOEr0 OMbITa, MOXET 3aCTaBUTb HAaCc OTKa3aTbCA OT
cTpaTermm unu TakTuku, Kotopas 6bina, no MeHbLUed Mepe, Ha 90 NPoLEeHTOB NpaBu/ibHa.

OTHOCUTECH K OMbITY C Pa3yMHOR OCTOPOXKHOCTbIHO.

3a6ny>K,u,eHV|e OTHOCUTEJIbHO YBEPEHHOCTHU

Bam X0poLuo 13BeCTHbI HEKOTOPbIE BELLM, KacaroLLMecs Ballero 61sHeca:

«Halluwn KMeHTbI roTOBbI 3ar1aTuTb ONPeAeneHHYH0 LieHY.

MpAMO MapKETUHT NO TeNneoHY He AeCTBYET Ha 3Ty ayAuTOpuIO.

Haluwn K/IMeHTbI He CTaHyT NaTWUTL 3a NOBbILLEHME KavecTBa, AaXe ec/in Obl Mbl MOT/IA €ro
DOCTUMHYTb».

Bce 3710 Bam npekpacHo 13BecTHO. Ho npasaa /M 310?

Takve 6ecnpeKoC/IoBHbIE YTBEPXAEHNUS MOXHO YC/bIWAaTh B KaXA0M KOoMMaHuW. YacTto
3TV YTBEPXKAEHMS CHayasa MpPoCTO BbICKA3blBAOTCA KeM-TO (HA30BEM €ro Yusn) Kak /MYHOe
MHeHWe. VI Yunn notoMm HayumHaeT BWUAETb BCe B CBeTe 3TOr0 CBOEro BbiCKasbiBaHWsA. OH
XBaTaeTcs 3a Ntobble haKTbl, CBUAETENLCTBYIOLLME B MOJb3Y 3TOM0 MHEHUS, Y UTHOPUPYET BCe
JoKasaTtenbcTBa 06paTtHoro. OyeHb CKOPO MHeHMe YWnnia NpeBpallaeTcs B ero yoexneHwe,
KOTOpPOe OH [AOHOCUT [0 CBOMX MOAYMHEHHBIX. AMOCTOMbl YWna, BLOXHOB/EHHbIE €ro
penyTauunei 1 yoexxaeHHOCTbI0, NPOAO/HKAOT PacnpocTpaHeHWe ero Bepbl, U CKOPO MpOCToe
MHeHWe Yunna npespaLlaeTcs B HepyLLUMMOe YoexxeHue BCeli KOMNaHuu.

Ho MHOrve m3 3TUX TaK Ha3blBaeMbIX WUCTWMH JIOXKHbI. TakK e, Kak MHOrve u3 Ballux
YTBEPXKAEHWNIA O BaLLIE KOMMaHWN.

OTpe3BNAIOWMIA (PaKT, YTO Bbl, A U YU/ 0Ka3blBAEMCS Henpasbl ropasjo valle, Yem Mbl
AymaeMm, MOLTBEPXKAAeTCA [AecATKamu WCCNef0BaHWM, KOTOpble TECTUPYHOT JIloden no Tem
npegmMeTam, B KOTOPbIX OHW CUMTAlOT cebs crieypanmcTaMmun. McnbiTyeMble OTBEYAOT Ha CEpUL0
BOMPOCOB, a 3aTeM [O/DKHbI OLEHUTb CBOK YBEPEHHOCTb B OTBETE HA KaX[blii M3 BOMPOCOB,
NpoCTaBMB OT OAHOIO A0 CTa NPOLIEHTOB.

W uto nponcxoaut?

Korga ntoay roBopsiT, YTo OHM abcontoTHO, Ha 100 NPOLEHTOB YBEPEHbI B NPaBU/IbHOCTY
CBOEro 0TBeTa, OHY OKa3bIBAOTCA MPasbl TONLKO B 85 NPOLEHTaX Cly4aes.

Apyrvmun cnosamu, B 15 npoueHTax cyyaes, KOrja Bbl abCOMOTHO YBEPEHbI B YEM-TO, Bbl
abCoMTHO oLwnbaeTech.

B 60/bLUMHCTBE KOMMaHWIA chepbl yenyr ata 15-npoueHTHas owmnbKa, 3TN I0XKHbIe, HO
LUMPOKO pacrnpocTpaHeHHble YOeXaeHNs OTHOCUTENbHO Ballero 6u3Heca MMEOT camoe 60/bLUoe
3HaveHue. OnpegennTe NX 1 BOPUTECH C HAMM.

Ecnmn Bbl CKNOHHbI K U3MIULLHEN YBEPEHHOCTW, cneayinTe npumvepy [kes Yalieta. 'nasa
Chiat Day, peknamHOro 6t0po, KOTOpOe MpPOBE/I0 MHOXECTBO 3HAMEHWUTbIX PEeKIaMHbIX
KamnaHuii B Amepuke, [Dkeli YalieT Bcerfa HOCUT B KapmaHe 3arucky. 3anucka CayxuT
HanoMWHaHWeM O TOM, YTO, BCTYNas B COp No Kakomy-11Mbo BONpocy, OH He A0/HKeH 3abblBaTb
0 Tpex cnosax: «Bo3MOXHO, OH npas».

Bo3MOXHO, Apyrue ntoAv npasbl, a Bbl OlIMOaeTeCb — [aXe Korga Bbl abCOHOTHO
YBEPEHbI, YTO Npasbl UMEHHO Bbl. TN TECTbI, KOTOPbIE YKa3bIBAKOT Ha 3a6/1yXXAeHUs, CBA3aHHbIe
C W3NNLIHEN YBEPEHHOCTbO, OAHOBPEMEHHO MNpeAynpeXharoT Bac, YTOObl Bbl HE C/IULLKOM
[0BEPANNCL MOJMHOW YB6eXAEHHOCTU [pyrux fofei. Ha camoMm fefne o4veHb 4acTo Lefble
(vpmbl, He Befasd TOro, ChAeayrOT MO «NYTU HaMBbICLUEA YOEXAEHHOCTU», TO €CTb
nocneaoBarTe/ibHO feNatoT TO, K YeMY CK/IOHSET UX MHEHMEe CaMOro YBEPEHHOro B COBCTBEHHOM
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npaBoTe COTPYAHUKA.

Tak 4To Haknekn «He NpyHMMaiiTe aBTOPUTETbI HA BEPY», KOTOPbIE MOXHO YBUAETb Ha
baMnepax HeKOTOPbIX MalUWH, NOXanyid, Npea/iaraloT He Takoi YK NIoxXoi coBeT. [Jaxe Korga
Bbl WM KTO-TO APYroii OLllyllaeTe MOMHYH YBEPEHHOCTb, CleAyeT OTHOCMTLCA K 3TOMY
aBTOPUTETY C ONpeLeNeHHON [OMe COMHEHUS.

OcobeHHO K cebe camomy.

Onacaiitecb 3a6/y>KAEHNI, CBSA3aHHbIX C U3/IMLLHENA YBEPEHHOCTbLIO B 4eM-TO. BO3MOXXHO,
OH Mpas.

3a61yXAeHNe: COBEPLUEHCTBO €CTb COBEPLLUEHCTBO

Bbl N1erko MOXeTe 3aCTpATb Ha MOSIAOPOre OT CTpaTeruy K MpakTuKe, napan3oBaHHble
CTPEM/IEHMEM K COBEPLLEHCTBY. BOT 0gunH 13 cnocoboB KnaccupuKalmm Ballmx niaHos:

a) 04eHb XOPOLLINIA;

6) XOpOoLUWiA;

B) HaMNyYLLWiA;

I N10XON;

) Y>XKaCHbIiA.

Hamnyywnia HaxoauTcs HUXKe, YeM NPOCTO XOPOLLUNIA? Novemy?

[MoTOMY YTO Ha MYTW K YEMY-TO lyyLieMy 00bIYHO BO3HWKAKOT TPYLAHOCTH.

[ns Hayana: cMoryT /M BCe COrNacuTbCs C TeM, YUTO UMEHHO AB/ISETCA HanyyLnMm?

CKO/IbKO BpeMeHu noTpebyeTcs, 4Tobbl JOCTUYL 3TOrO coriacua?

CKo/IbKO BpeMeHu NoTpedyeTcs, YTo6bI JOCTUYL COBEPLLEHCTBA?

CKONbKMM  MpUAeTCa  NOXepTBOBaTb B APYruMX cepax — YCMOBUIA  Tpyaa,
NPOW3BOAMTENBHOCTN, CKOPOCTW  [OCTaBKW, — 4TOObl [OCTUYbL COBEPLUEHCTBA B 3TOW
KOHKPETHOI 06nacTn?

W, BO3MOXHO, rNaBHOE: NPUHECET /I BCE 3TO COBEPLUEHCTBO MO/Ib3Y TOMY, KOMY OHO
npefgHas3Ha4eHO? Hy)KHO Ny BCe 3TO COBEPLUEHCTBO BalleMy MOTEHUMabHOMY MOTpebuTento?
"OTOBbI /X BALUW KINEHTbI MNaTUTb 38 HEro?

Mpouecc nnaHMpoBaHUA NPUTArMBaeT K cebe nephekyMoHncToB. Ho ecTb Bellpb, KOTopas
MOSIHOCTHIO NapasiM3yeT Takoro poja fofeid, — 3TO CTpax, YTO B Mpouecce peanvsauumu
OKaXXeTCA, UTO MX NnaH He Obln coBepLUeHeH. bosAck pa3obnayeHuns, aTu NaN NpegnoynTatoT
HMYero He genatb. OHW BbIXKMUAAIOT.

MHorve ymHenwmne nogu, CnocobHble K MacUTabHOMY BUAEHMIO, MOCTOSHHO 03a004eHb!
N 0bpemMeHeHbl CBOMM CTPEMJIEHMEM K COBEpLUEHCTBY. HO CAMWKOM 4YacTo nNyTb K
COBEPLLEHCTBY MPUBOAMT K NPOMEAJIEHNIO.

Nyyuwee — Bpar xopoLuero. He no3sonsinTe eMy noryomTs T0, YTO M TaK yrKe A0CTaTOYHO
XOpOoLLO.

3abnyxaeHune: Heygadva ecTb Heygaua

He mHorune hobuy pacnpocTpaHeHbl LWMPE, YeM CTpax Heyaaun. Ho 4To Takoe Heyaaya?

Pob6epT TayHCeH[, KOTOpPbIA y4yacTBOBa/l BO BMEYAT/ISHOLLEM BO3POXKAEHWM KOMMaHWK
Avis B 1960-X rogax, roBopus, 4To U3 KaKAbIX TPEX PELUEHUIA, KOTOpble OH NPUHUMan B TOT
nepuog, Asa 6bI1n OLMGOUHBIMN.

Nydwive npogeccnoHanbHble 6acKeTO0NCTbI AMEPUKM  TEPAIOT MY KaxKble Tpu
MWUHYTBI, U 3TO UX HAYYTb He nyraer.

NereHpapHblid MTpoK B ronb BeH XoraH ckasai, YTo NpU BOCEMHAALATW JIyHKax emy
06bI4HO YAaBasioCb NOCNaTbh UMEHHO TaK, Kak OH XOTeN, TO/IbKO ABa U TpY Msva.

®peg CMUT NoNy4mn TPOMKY 3a CBOK AMMIOMHYHO paboTy B LWKO/e 6U3Heca, B KOTOPOM
OH onucan byayuyto KoHuenuumto Federal Express.

[Ona TOoro 4tobbl No6eanTb B MUPOBOM YeMrnuoHaTe Mno 6Geiicbony, KomaHa A0/MKHa
BbIUTPaTh TO/IbKO 57 NPOLLEHTOB UTp.
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N Hn ofgHO obCcyxaeHve owmnboK He 6yAeT NOHbIM 6e3 YNOMUHAHWUA 0 KoMnaHuu 3M.
MouTn 3a fBa rofa sta KOMMaHus He Npojana POBHbLIM CYETOM HKYero. 3atemM B 1904 rofy oHu
peLnn 3aHATLCA HaXxaauHol Gymaroil. Yepe3 aBa roga [0XOAbl OT MPOAAXM HaKAa4yHOM
oymaru coctaBnanun B cpegHeM 2500 gonnapoB B Mecsl, npu pacxogax 6onee 9000 fonnapos.
Ynnbsam MakHainT cTan NOMOLHNKOM ByxranTepa B 370 KomnaHum B 1907 rogy, cornacuncs
NPUHATL B KayeCTBe 3aprnnatbl akUuMM KOMMaHuMM B TO Bpems, KOrja ee npecnefosav OofHa
HeyJaya 3a Apyrow, u ywen Ha neHcuio B 1978 rogy, vMes Ha CUYeTy KPYINeHbKY CyMMy B
6onee yem 500 MUINMOHOB [,0N/1APOB.

He cTouT 0TKa3biBaTbCA OT MAEN TOJIbKO MOTOMY, YTO OHa MOXET mpoBasmTbCs. Jlobas
naea MOXET NpPoBaUTLCA. Ecnn Bbl genaeTe 4To-TO CTOALLee, BaM MNPEACTOMT WUCMbITaTb
LEeCATKN Heyaau.

HaunHaiiTe ncnbITbiBaTh HeYaum, YTobbl OOMTLCS YCNEXOB.

3abnyxaeHne OTHOCUTESIbHO 3KCNEPTHOW OLEHKN

Bo BpemMs nnaHWpoBaHUs, Npexzae YeM NpuoOerHyTb K NoMoLM aKcrepTa, 3a4ymainTecb o
TOM, KTO TaKoW 3KcnepT.

WallStreetJournal nepuogmyeckn cpaBHMBaeT TOYHOCTb MNpefcKasaHU  BefyLmx
PbIHOYHbIX aHA/IMTUKOB AMEPVKM C TOYHOCTBIO NonagaHuii Npu Urpe B gapTc. B nocnegHuii rog
OpOLUEHHble Hayraf B LOCKY C 0603HaYeHHbIMU Ha HE CbIpbeBbIMU PecypcaMun CTpPesbl AapTc
KaKAbl pa3 ykasblBa/ Ha 60/1ee XOA0BOE Cbipbe, YeM TO, KOTOPOE HasblBa/IX 3KCMEPTbI, XOTS
nocnegHue B CBOMX MNpefCcKasaHUAX OMupaucb Ha Mecsiubl UCCNefOBaHWU U MHOTOMIETHUIA
onbIT.

KTo >ke Takoi akcnepT? 3TO BCEro /Mlib 4YefioBeK, KOTOpbl 06/1a4aeT O6LWMPHbLIMU
[aHHbLIMK 1 OMbITOM. HO Kak OH MX NpuMeHAeT? [laHHble, KOTOPbIMUA Mbl pacrionaraem, npu
peleHnn  6OMbLUMHCTBA  BOMPOCOB  MOXHO  WMCMONb30BaTb  ANA  MOATBEPXAEHUSA
NPOTUBOMOMNOXHbLIX TOYEK 3peHUs. VIMEHHO 3TO fenaeT TakMMu nonynapHeiMu  «[pynny
MaknagpivHa» 1 apyrvie nofobHble TefieBU3NOHHbIe AebarTbl.

LleHHOCTb OMbITa NPUINAaLLIEHHONO «3KCMepTa» COMHUTENbHA MO APYroi npuynHe. OnbIT
Ka)K[,0ro YefioBeKa, KaXKol opraHm3aumm, Kaxaoe cobbiTve, KOTOPOe NPOUCXOANT B XMU3HU, —
YHUKa/bHbI. KaXXabIA pa3, Korga Mbl MPUMEHSIEM K KaKOM-Nn60 CcUTyaumm YPOoKu, NoslyYeHHbIe B
JpYroi cuTyaumm, Mbl Kak Obl npegnonaraeM, Yto 3T 4ge CUTyaLmmn NOBTOPSAIOT ApYr Apyra.

Ho oHM HMKOra He NOBTOPAOTCA.

He nwwunTe y 3KCnepToB OTBETOB Ha BCe BOMPOChLI. He CyLLlecTBYeT HMKaKuX OTBETOB. Bce,
4TO Bbl NOMyYMTE, — 3TO TOYKA 3PEHMA OLHOI0 Ye/10BEKA.

3a61yXAeHne OTHOCUTE/IbHO aBTOPUTETOB

Ckopee BCero, Balla oOpraHu3aums MocTpoeHa MO npuHUMNy nugepcrtsa. Vgew,
rNaBeHCTBYIOLLME B OpraHM3aumun, 3aBUCAT He OT MbICNAWMX JIIOAen, a OT BracTen
npegepxxaLLmx.

BOMbLIMHCTBO OpraHu3auuii AeNCTBYHOT N0 TOMY e NPUHLMNY, YTO U rpyrnna 06e3bsH, oT
KOTOPbIX Mbl Mpoun3ownn. Jingepbl ONpesenstoT 10, UTo OyaeT fenaTb U Kak 6yaeT cumtaTb BCA
rpynna.

Ho Ha camom nu fienie vaepbl ydLle 3HatT, Kak NPUHUMATL pelleHns? He 06s3aTensHo.
Nngepbl NPOCTO 3HAKOT, Kak MOMyunTb W yaepxaTb Bnactb. Ha camom fene nmpgepamu B
OO/NbLUMHCTBE OpraHn3aLuili CTaHOBATCA /IFOAM, KOTOPbIE BbIFNAAAT U rOBOPAT Tak, C/IOBHO OHU
[O/MKHBI UMETb B/ACTb (3aK/OYeHre, CAeNlaHHOe Ha OCHOBAHWW HECKO/IbKUX WCCNefoBaHuiM,
KOTOpble MOKasaiM, 4TO Npu onpegeneHnn Oyaylleid 3apriatbl 4YesoBeka, TOMbKO UTO
nosyumsLlero creneHs MBA, BbICOKMIA pOCT wrpaet 60/bLUYIO POSib, YeM akafemMuyeckas
YCMeBaemocCTb).

Ecnn ngee ynaetcs NporTn Yepes CUTO KPUTUKOB-UHTENEKTYaN0B, — BCe LUAHCbI 3a TO,
4TO ee 3aryosaT nnaepsbl.



"appu BekBUT: «[poaaBasi He3pUMOoe» 35

Ecnn Bbl caMun ABNseTeCb IMAEPOM, HayuuTech caepxmBatbes. Cnegyiite npumepy beHa
Teiinopa, NPU3HaHHOIO N1aepa, BO3rnaBnsoWero gunman cetun Executrain B MnHHecoTe, 0gHO
13 Hambonee ycnewHbIX OTAENEHWIA 3TOM KOMNaHUW BO Bceli AMepuke. Korfa ero npocst
06BACHNTL, KaK OH J06W/CA Takoro ycriexa, Teinsiop Bcerga roBopuT 04HO M TO Xe: «H yMero
CNyLatb».

Haknelikn Ha Gamnepax AatOT Bam [eflbHblli COBET: «He NpuHUMainTe aBTOPUTETbI Ha
Bepy». He npuMH1mMaiiTe Ha Bepy N1aepos.

3abnyxaeHne oTHOCUTENIbHO 34pPaBOro CMbica

KnueHT ogHaXabl CKasan MHe, YTO «COCTaBWTb NiaH MapKeTUHra O4eHb MPOCTO. HyXHO
MPOCTO PYKOBOACTBOBATLCA O6LLMM /15 BCEX JHOAEN 3L4paBbiM CMbIC/IOM>.

K coxaneHuto, 34paBblil CMbIC/T HE TakK pacnpocTpaHeH, Kak MPUHATO AymaTb*. YTo
[eNCTBMTE/IbHO ABMSETCA O6LWMM 18 BCEr0 YeNoBeYecTBa, Tak 3TO TO, UYTO JIOAM 3a4acTyro
[ENCTBYIOT BOMPEKM COGCTBEHHOMY OMbITY, — BCMOMHMM ONATb TeX, KTO B 1980-x rogax
yxBatunica 3a Knaccuukaumio VAL. Vnu, 4To ewe Xyxe, NIOAM YaCTEHbKO [eiCTBYHOT
BOMPEKM COBCTBEHHbIM MHTepecaMm. JTa MX AypHas NpuBbIYKa BAOXHOBMAA UCTOpUKa Bapbapy
TaumaH Ha HanucaHue uenoin kKHurn «Mapw pypakoB» (TheMarchofFolly). B KayecTse
npumMepoB TaumaH NpuBOAMT MOH-TECyMy, CAaBLUErocs apMUM auTeKOB, YMCMEHHOCTbIO He
MpeBbILaBLLEA OAHOMO Kfiacca B CErOfHALUHEN LUKONe, Y TPOSHLEB, PeLUMBLUNX: «3, Aa rPeKu,
MOXO0Xe, 3a0bl/IN 34€eChb 3Ty OFPOMHYHO NoLafb. [laBaiiTe-ka 3aTawyM ee B ropoa».

Bepa moero knveHTa B 06LLe4e/I0BEYECKUI 34paBblii CMbIC/ Oblna OWMO0YHA U NO APYroi
npuuvHe. OH COBEpLUEHHO NPaBWAbLHO Mnofaran, 4YTo OONbLWMHCTBO /lOAeli 0b6nagaloT
[OCTaTOYHbIM  3[paBblM  CMbIC/IOM, 4TOObl CAenaTb JIOTUYECKUA BbIBOS, Ha OCHOBaHUU
onpefeneHHbIX NoCbINOK. Ho nNpy NnaHMpOBaHMM Mbl CKNOHHbI OLIMGATLCS HE B BbiBOAAX. Mbl
OLIMbGaemMcs B ONpeseNieHN HalMX NOCbIIOK.

PaccMoTpuM An1s npumepa OLNOKY, COBEPLLUEHHYHO 3aKyCOUHbIMU ceTh Burger King.

* 34paBblii CMbIC/, HANPUMeEp, YTBEPXKAAET, YTO PeKnaMy aBTOMOGW el crefyeT obpalatb
K UX MNOTeHUMaNnbHbIM MNoKynatensm. B KauvecTBe [oKa3aTenbCTBa OLUIMOGOYHOCTU 34paBoro
CMbICNa B 3TOM BOMpOCe W TOro, YTO peknama aBTOMOGWNe [O/MKHA, B MepBYHD O4Yepesb,
HpaBWUTbLCA Aunepam, COBETYH npoumtaTb «lloka npocTtakm rpesat» (WhentheSuckersMoon),
NHTEPECHENLLYO KHUTY PaHaana PoTeH6epra 0 HeyfayHOW KamnaHuy nog No3yHrom «Kakyto
MalLUnHy Bbl BOAUTE?», npoBefeHHON ¢upmoii Wieden amp; Kennedy pgns asTomobusns
Subaru. — lNpnm.aBT.

Mopgamun Burger King paeicTBoBana MCXOAA W3 CNeAyroWmMX NPUHUMNOB: «Bo-nepBblX,
NOAN NPUXOAAT K HaMm, YT06bl MOECTb, a BO-BTOPbIX, NOAN NPEAN0oYMTal0T BKYC raMbyprepos,
NoMKapeHHbIX Ha OTKPbITOM OrHe». 3 3Tux nocbinok pykosoautenu Burger King genanm
BbIBOJ, B CTPOrOM COOTBETCTBUWM CO 3ApaBbiM CMbICNOM: «CreaoBaTe/ibHO, A4S TOro, YTo6bl
NOAN BbIOpaIN Hally KOMMaHWI0, HaM HY)XXHO pekiaMupoBaTtb TO, UYTO HalM ramoyprepsl
nomkKapeHbl Ha OTKPbITOM OFHe».

Heocnopvmas formka, HO MOCbiKa HOMepP OAMH Oblna NIOXKHOW. JIoan NpuxogsaT B
3aKYCOYHbIe He ANs TOro, YToobl Y0BNETBOPUTL CBOE XKENaHne BKYCHO NoecTb. OHU NpUXOAsT
3a ObICTPON, [ELIEBON, HO TEM He MeHee Cbef0GHONM MuLLEe, CNOCOBHOW YTONUTL TFOMOA.
KomnaHusa Burger King HU4emM He mnorpewumna npoTvB 34paBoOro CMbICMa, HO 3TO CTOU/IO UM
MW/JIMOHOB, MOTOMY YTO MOCbINIKA 6blN1a OLIMOGOYHOMN.

3ApaBblil CMbICN, €CNM OH MPUCYTCTBYET, OKaXKETCs None3HbiM B No6oi chepe. (Mo
oTel, paboTaroLmMin XMpPYprom, ckasas MHe, 4To 90 NPOLEHTOB OPTONEAUYECKON XUPYPrum
OCHOBaHO Ha 34paBOM CMbic/e. Byan AnneH nogpasymeBan 3T0, KOFAa roBOPWI, YTO «NPUATK
Ha BCTpeyy — 3HauuT, y>ke Ha 90 npoueHTOB [J06WUTLCA ycnexa».) B ocHoBe cBOeil MnaH
MapKeTMHra COAEPXXUT KOHEYHOE YMCNO0 MacluTabHbIX CTpaTerMyeckmx PeLleHnin: co3gaTb
YTO-TO HOBOE, NO6eANTL B BOWHE LEH, 3aHATb CBOOOAHYIO HULIY, MEPEMECTUTLCA B APYrou
PErMOH WX Ha APYTYHO MO3ULMIO Ha PbIHKE Y HEKOTOPbIE APYrMe, U3 KOTOPbIX 34paBblil CMbICA
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MOMOXET BaM BblOpaTh flydllee. Ho camoe TpyAHOe 1 BaXKHOE MOC/e 3TOr0 TO/IbKO HAUYMHAEeTCs.

Kak npoBecTv 3Ty cTpatervMto B XW3Hb? Kak yaoBNeTBOPUTb HYXXAbl HE3ano/HEHHOW
PbIHOYHOM HWWK? Kak co3faTb 4TO-TO Ha caMoMm fenie HOBoe? Kak 3auHTepecoBaTb M
NepeTsHYTb Ha CBOKO CTOPOHY MoTpebuTena? M rnaBHoe, Kak 3aMHTEpPecoBaTh U YB/eYb CBOUX
COOCTBEHHbIX COTPYLHUKOB?

Kak gobutbcs ycnexa?

B aToli 06nacTu, B 0651aCTN TaKTUKK, Nepes BaMn OTKPbIBaeTCA 6ECUNCNIEHHOE KOIMYECTBO
BO3MOXXHOCTE. JTO CBOAMT POJb 34PaBOro CMbICNa K MAUHUMYMY. Ha 3ToW cTagumn 34paBbli
CMbIC/T OKa3bIBaeTCA CKOpee LUMTOM, YeM MeyoM. OH CrocobeH 3alnTUTb Bac, HO C HAM OLHWUM
OMTBY He BbIUrpaeLlb.

He 34paBblii CMbIC/T BAOXHOB/SA CO3AaTesiell HOBAaTOPCKMUX MPeA/IOXKEHNI HaLLero Beka —
NepPCOHa/IbHbIX KOMMbIOTEPOB, HOYHOM JOCTaBKM U MHOTMX ApYrux. Bce aTu ngev nopoXKaeHsl
BLOXHOBEHMEM.

Monb3a 34paBoro cmbicfia orpaHuyeHa. [na LOCTUMXEHUS BLOXHOB/AOLWMX Pesy/bTaToB
BaM NMOHaf06UTCS BLOXHOBEHME.

KomaHga New York Mets 6bi51a IBHbIM ayTcaiijepoM Ha MMPOBOM YemnuoHate 1969 roaa.
OHM rofaMn cuyuTasMcb BCeoOLMM nocMelunwiemM. Mx 3amacHol nogarowmii Tar Makrpo
yroeapvieas ToBapuLLein No KoMaHge: «Bam Hago nosepuTb». OHU NoBepuan. X conepHukam,
Baltimore Orioles, 3T0 04eHb He MOHPaBWNOCH.

Bam Hazo noBepuTh.

3abnyxaeHve OoTHOCUTENTIbHO Cy4bObl

Obpallaicb K KOMWTETY CTpaTermyeckoro njaHupoBaHus KomnaHuu Temple Israel B
MwuHHeanonmce, S Hadan 00CYXEeHMEe 3TOro 3abnyXaeHus C LuTaTbl U3 KUHO(pUIbMa «Mou
nydlwine rodbl»: «EBpeu Bcerga 3HasM fBe Bew: CTpafjaHue W... e HanTu nyywyro
KUTaCKYHO KYXHHO».

A TakkKe CKasan MM, YTO COBEPLUEHHO HEYAUBUTENbHO, YTO KHUTY «Cuia Mo3MTUBHOIO
mblwneHns»  (ThePowerofPositiveThinking) Hanucan 6enblil  4enoBeK MNPOTECTAHTCKOrO
BepomcnoBefaHns. A CIpocun Nx: «3i, KTO-HNBYAb MOXET NPeACTaBUTb YesioBeka no hamnanm
ronpbepr NULWYLLMM KHATY O NO3UTUBHOM MbILLEHUN?>»

KOHeUHo, 51 y)Ke 3Han 13 onbITa, YTO eBpeiicKas ayanTopus 060XKaeT LIYTKN O eBPesiX, HO
MO MOTMBbI 6bIIN KyAa cepbe3Heid. CyLLeCTBYIOT OTAe/IbHbIE IOAN, TPYNMbl NHOAEN N Lefble
KOMNaHWW, CK/IOHHble K (hatann3my. HekoTopble NOAM He MOryT npeacTtaBuUTb cebe, 4TO
[06bI0TCS ycnexa. HekoTopble NOAN OTKa3blBAOTCH BEpUTb B 3TO, MOTOMY YTO CMEPTeSlbHO
60A4TCS pa3oyapoBaHuWil. M 60MbLUMHCTBO NIOAE CKaXYT B OTBET Ha Balle NpeanoxeHune: «Mbl
y>Ke NpoboBasin HeYTo NoA06HOe. He nomorno».

Ja, KoHe4YyHo, HO MHe 3TO HpaBUTCSA

BoT uHTepecHsbIin Bonpoc: «Movemy noam NOKYNatoT TO, YTO OHW NOKYNakT?».

MHorve u3 Tex, KT0o 3aHUMaeTCAd MapKeTVHIOM YCNyr, npeanonaratoT, YTO PeLleHune o
MOKyrnKe B 6O/bLIOKA CTeNeHW MPOAUKTOBAHO JIOTUKOW. [loTeHUManbHbIA  NOTpebuTesb
Kakoi-nmbo ycnyru COOTHOCUT CTOMMOCTb 3TOW YCNYry 1 ee peaslbHYH0 LIeHHOCTb, CpaBHUBaET
NPeS/IOXEHNs PasINUHbIX UPM W BbIGUPaET Ty QUPMY, AN KOTOPOW 3TOT GanaHC OKaXeTCs
Hanbonee BbIrOAHbIM.

MpojaBubl MHOTMX YCNyr — OYyXranTepCcKux, HPULNYECKUX W, B OCOBEHHOCTH,
(PMHAHCOBbLIX — CKJ/IOHHbI CyWTaTb, YTO /IOAM Ha camMOM Jene ABAAOTCA homosapiens,
pa3yMHbIMW MpUMaTaMu, KOTOpble MPUHUMAKOT pa3yMHble, 064yMaHHbIe peLleHns, OCHOBaHHbIe
Ha 00BEKTMBHOM aHa/In3e LieHbl 1 Ka4yecTsa YCyru.

Ho faxe camble YMYy[peHHble MOTpebuTeny cambiX MYAPEHbIX YCMYr He MoCTynaroT B
COOTBETCTBUWM C 3TOM CXEMOW, YTO U [OKasbiBaeT «[eno 0 KpeauTHbIX Kaptax: Visa npoTvs
American Express.
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[aBaiiTe BbICTYNMMM B PONN Cyfdei, paccmMaTpuBalOlLMX 3TO [eno, W BHUMATENbHO
03HaKOMMMCA C NPeSCTaBIeHHbIMU YIMKaMU.

KonnuyecTBo reorpamyecknx nyHKTOB, rae NPUHUMAIOTCA KapToUuKkKM «Visa», MoYTn B TpU
pasa 60/bLUe Tex, rAe MOXHO UCMOo/b30BaTh «American EXpress».

Bbl MOXKeTe BOCMOMHUTL MEepepacxof, CPeLCTB No Kapte «Visa» HEMeL/IEHHO WK CnycTs
Kakoe-To Bpems. Ecnu Bbl Monb3yeTecb «American EXpress», Bbl [JO/MKHbI CAenaTb 3TO
0643aTeNbHO B KOHLE MecALa, B MPOTUBHOM C/lyyae Bac XAYT COMUAHBINA WwTpag 1 6po3rineble
HanoMnHaHUA 13 Yukarckoro oguca.

3a 6a30Byt0 KapTouky «Visa» Bbl nnatute 20 fonnapos, a 3a «American Express» —
NATbAECAT MAT.

PasymeeTcs, [eWCTBMTE/IbHO pa3yMHble NHOAM [O/MKHbI OLEeHMBATb KPeAWTHbIE KapTbl
NCXOAA U3 UX MOME3HOCTU B COOTHOLIEHMWU C LEHOW. Ecnm OHM paccyXaarT NOrnyHo, TO
[OKHbI PYKOBOZCTBOBATLCA XEeNaHWeM MUCMO/b30BaTh 3TY KapTOUKy B /IIO60M MecTe U1 B 11060
MOMEHT W WMETb BO3MOXHOCTb HEMELJIEHHO MOMOMHMTL CBOW 6anaHc, 4TOObI M36exaTb
BbIN/IaThl MPOLLEHTOB MO 3a0/DKEHHOCTU, U/IN, C/IN BO3HUKHET Takas Heo6X04UMOCTb, BHECTU
JeHbrv nodxe. JeCTBUTEIbHO pasyMHbIe NIIOAN TakXKe LO/MKHbI UCTIbITLIBATL XKeflaHue naaTuThb
KaK MOXXHO MeHbLLe 33 TOBap KakK MOXHO 60/ibLUel LLEHHOCTH.

[pyruMn cnoBamMu, WUCTUHHO pasyMHble NOAM [O/KHbI BblOpaTh KapTouky «Visax.
BrionHe BO3MOXHO, UTO BCe pa3yMHble /IOAM Hallel naaHeTbl UMEHHO TakK U noctynatoT. Ho
OCTaeTca elle 25 MWINMOHOB amepuKaHLEeB, KOTOpble MOMb3YKOTCSA KapToukamu «American
Express». MNouemy?

Mo BCeil BUAMMOCTH, BCE AeN0 B NPecTuxe. A MMEHHO B TOM, YTO «American Express»
MOLYEPKUBAET, YTO «Halle UY/IEHCTBO [aeT BaM OMpefesieHHble MNPUBUIErUU», a Mof
npuBMNerneid, KOTOpy AaeT YNEeHCTBO B «American Express», noapasymeBaeTcsi TO, YTO Bbl
CTAHOBUTECb YaCTbl «3/IATbI», KCTATW YYLOBWULLHO MHOTFQYUCIEHHOW «3UTbl» — B 25
MWU/IMOHOB YeNoBekK.

JlornyHo nn ato?

Pa3ymeeTcs, KTO-TO MOXET BO3pa3vTb, YTO OHWU NpeanaratoT COBCEM Apyrue YCnyru n ux
noTpebutenn Kyaa 6onee pa3yMHbl, YeM Bnafenblbl KpeauTHbIX KapT. Ho, goporve mow
cnyXawme cgepbl yCnyr, aTv Bnagenblbl KPeAUTHLIX KapTo4eK ABAAKTCA MOTeHUMabHbIMU
noTpebuTensaMm n Bawleid ycnyru. W pegkuii notpebutenb B Kakoi 6bl TO HWU GblN0 OTpaciu
cepbl 0BCNMYXMBaHUS CMOXET pasyMHO OLEHWUTbL JIOrMYecknue npevMyLLecTBa Ballero
NpeanNpUATUAS UK BalLMX KOHKYPEHTOB W cfienaTb 064yMaHHbIA, pasyMHbIli BbIGOP.

CHoBa ¥ cHOBa MOTPEOMTENN YyBCTBYIOT CEOSl MPUCSKHBLIMU MO HEW3BECTHOMY [eny.
CouTble C TONKY 06MnMeM (haKTUYECKMX [0Ka3aTe/bCTB M YacTO UCMOMHEHHbIE HEAOBEpUS K
CTOpOHaM, 3TV [0Ka3aTe/NbCTBa MPeACTaB/AILWMM, 3TU NPUCSHXKHblE 00paLlaloT BHUMaHWE Ha
Menoyn, He WMEIOLIME HMKAKOro OTHOLUEHMSt K paccMaTpuBaeMoOMy [Aeny, Takue Kak
HauLLeHHble 60TUHKM MOACYAMMOro, MaHepa BbICTYIM/IEHUS ero afBokKaTa v Tak jasnee, u ToMy
noao6Hoe.

Crapascb anennmpoBaTb UCKIUNUTENIBHO K pa3yMy NoTpeduTens, Bbl PUCKYeTe BOOOLLE He
NPUBNEYL Er0 BHUMAaHUS.

Kak I'IOTp66I/ITe]'II/I NMPMHNMAKOT peLleHne: Bbl6|/|pa$:| 3HaKoOmMoe

B 1988 rogy Hayanu cBoo paboTy fiBe KOMMNaHWUW, 3aHUMatoLLMEeCs NPSIMbIM MapKETUHIOM
Mo TesegoHy.

B ropoge Omaxe, wTtat Hebpacka, Ctnue 3anmeH ocHosan Edleman Telemarketing c
COTHeN TeneOHHbIX HOMEPOB, KOe-KaKMMW KOHTaKTamy U OObABMEHMEM Ha BCHO 3aHIOO
CTpaHMUy 00n0XKM >XypHana Telemarketing. 310 06bsiBNEHWE NOTPEBOBa/IO Ype3BblYaHO
O0MbLUMX 3aTpaT ANS TaKO ManeHbKOoM KOMNaHMK, 3aTpaT, Ha KOTopble DA4/IMEH WAET KaX/bli
MecsL, Ha NMPOTSXKEHNN YXKE CeMU NeT.

Tpemsa mecauammn nosgHee B MuHHeanonuce Mapn KosH n Puk [aimoHg oTkpbiin ACI
Telemarketing, ¢upmy, o6nagatolyto NyylMM TEXHUYECKUM OOecrneyeHneM K OTTOYEHHOW
TEXHWKOIN BeAeHNs TeNeg)OHHbIX NeperoBopoB.
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CerogHs Edleman Telemarketing — oanH 13 ruraHToB B cBoeit oTpacin. ACI obnagaet
He MEHbLLMM OMbITOM, HO KyAa MeHbLUVM YCMEXOM.

Ycnex koMmnaHuy CTuBa Sf/IMEHa YKasblBaeT Ha TO, KaK NOTeHUWabHble NOTpebuTenm
NPUHUMaKOT CBOW pelleHns. OHW 6ofblle JOBEPAOT TOMY, YTO MM 3HaKoMo. M3 ofHOro
peKaMHOro 06bABNEHUA 3a APYTrMM NOTpebuTen Bee 60/bLUe Y3HaBaIN O KOMNaHUW 34/ IMeHa.
MoaToMy no3fHee, ecnn MNpU BbIGOPE Y HUX BO3HWKaIM COMHEHWS (a Takoe Cry4aercs
4acTeHbKO), noTpebuTenn Bolibupann Edleman Telemarketing.

Nton BbIOUPAKOT TO, YTO MM XOPOLLO 3HAKOMO. DTO TaKOW e npefpaccyfok, Kak 1 ToT,
KOTOpbIA 3acTaBfisieT AymaTb, YTO B aBTOMOOM/IbHBLIX aBapusx normbéaet 60/blue N0AeNn, Yem
yMUpaeT OT paka xenygka. Mbl BepyM TOMY, 0 YeM 60/IbLLE ClbILa/IN, XOTA Ha CaMOM fiene pak
Xenypaka younsaeT B [jBa pasa 60/bLuUe fII0f4eN, YeM aBToKaTacTpodbl.

Ewe oaunH cropnpus: (hakTbl YKasblBalOT Ha TO, YTO Ny4ylle UMeTb AYPHYH W3BECTHOCTb,
YeM He MMeTb HWKaKOM. FPUYMHOIN 3TOro SABNSETCSH CBOWCTBO YE/NOBEYECKOrO MbILLIEHNS,
NMeHyemoe «3abblBaHMEM KauyeCTBEHHbIX XapaKTepUCTWK». [OonycTuM, Bbl YC/bIWaaM YTO-TO
N10Xoe O TON WM UHOW KOoMNaHuWM. CO BpeMeHeM B Balleil MamsaTu CTUpaeTCs HeraTuBHas
MH(OPMaUMs — KayeCTBEHHas XapaKTepPUCTMKA, — W OCTaeTCs TO/IbKO Ha3BaHME KOMMaHUW.
Ecnu Bac BNOCNeLCTBMN CNPOCAT, O KaKO KOMMNaHUW Bbl ly4LLEro MHEHUS — 3TOW WK ApYromn,
0 KOTOPOW Bbl HWYEr0 He CAblWann, — Bbl BblOEpETE y)Ke 3HAKOMOEe BaM Ha3BaHue, Aaxe
HeCMOTPS Ha TO, YTO BCe, YTO Bbl C/bILLAIN 06 3TON KOMMNaHWW, HOCUNO HEraTUBHbLIN XapakTep.
TakoBa cuna NpyBbIYHOINO.

Bbl [OMKHbI CTaTb M3BECTHbI CBOMM MOTEHLUMabHbIM MOTPEOUTENAM, CTaTb YacTbio
MPVBbIYHOTO.

Uem nydile w3BEeCTHbl Bbl CTaHeTe CBOMM NOTpebutensm, Tem OOMbLUEro ycnexa
AobbeTech. PacnpocTpaHsiiTe MH(opMaLuio o cebe Be3fe, rae TONbKO MOXHO.

Kak notpebutenu npMHUMaroT pelleHne: UCMosib3ys CaMyro CBEXYHO
MHdopMaLVIo

NTak, 4TO >Xe NpeanpuHATb, YTOObI NO6EANTL KOHKYPEHTa, KOTOPbIA ny4ylle 3HAKOM
BalleMy MNOTEHUMAIbHOMY K/IMEHTY, YeM Bbl, KOHKYPEHTa, KOTOPbIA YXXe 3aHA/ MPOoYHble
Nno3uLMun B €ro yme v namsatn?

Bbl NbiTaeTech M3BMeYb MPerMyLLECTBa U3 APYroro pacrnpocTpaHeHHOro npeapaccyika —
ahpekTa aKTyaslbHOCTH.

Hanorosoe ynpasneHne CLLUA o4eHb XOpOLIO 3HAET cuiy 3Toro adpekra. ExkerogHo B
MapTe Ha/l0roBoe ynpasfieHWe NMOMeLLaeT B raseTax Mo BCE CTpaHe pacckasbl 06 OrPOMHOM
yncne nNpoLeccoB Mo feny 06 YKNOHeHWM OT Hanoros. (B CBOeli O4YeHb MOME3HOW KHUre
«BnusaHue» (Influence) PobepT YUman-gnHu yKasblBaeT Ha TO, UYTO 3TW pacnpocTpaHseMble
Ha/I0roBbIM ynpas/ieHVeM UCTOPUM CTa/IM YeM-TO HACTO/IbKO NPUBbIYHBLIM, 4TO B 1982 rogy
raseta ChicagoTribune o3arnaBuia odepefHyt0 CTaTbto «EXXerofHoe npeaynpexnaeHne o
Hanorax: [BafuaTb YelOBEK OCYXAeHbl 3a Heynnaty».) [locne nofyyYyeHUs akKTyasbHOM
NH(OopMaLMN Takoro pofa /AaM ropasfo jerdye MNPUHATL pelleHre He npefocTaBnsThb
3aBefJOMO JIOXHYH UH(OPMALMIO O CBOUX HA/IOrOBbIX BblYETaX M fibroTax.

KomnaHuu, KOTOopble YacTO BbICTYMNAOT C NPE3eHTaLMAMM, XOPOLLO 3Hat0T, KakK AenCcTByeT
3deKT aKkTyasIbHOCTU. ITM KOMMaHUWM (BO BCAKOM cliydae, Hambonee pasyMHble W3 HUX)
npunaratoT BCe YCUIMA, YTOObl HayaTb PEKaMHYK0 KaMMaHWio mnocregHumu B otpacnn. [ns
MHOTMX O0Tpac/ein cepbl yCnyr aToT APQEKT AaeT TO e NPENMYLLECTBO, YTO U «Arpa Ha CBOEM
rone».

ECTb HECKONbKO Cnoco6oB, C MOMOLUbHD KOTOPbIX MOXHO U3B/IeYb  MakCUMyM
NPenMyLLEECTB 13 3PPeKTa aKTyasIbHOCTH, UX XBATUT Ha LIENYH OTAENbHYIO /1aBy.

OCHOBHbIM fIBMIIETCA TO, UYTO Bbl AO/DKHbI BCErga MCrosb30BaTbh MPEUMYLLECTBA 3TOr0
apekTa, M MOCTOAHHO OOHOBNSAEMble MaTepuasibl O BalLei KOMMaHWM [JO/MKHbI  ObITb
NpoAyMaHbl U MOATOTOB/IEHbI HE XYXXe, YeM NepBOHaYa/IbHasA npeseHTaums.

OHW He [O/MKHbI 6bITb NPeACcKasyeMbIMU U [AEMOHCTPUPOBATbL OTCYTCTBME 3HTY3Ma3ma.
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CTOUT BaM COBEPLUMTb 3Ty OLIMGKY, Kak Ball KOHKYPEHT TYT Xe Oony6/iuKyeT 6osiee 0CTpoe U
3h(heKTHOE BbICTYM/EHMNE, 1 BaLLW KNMEHTbI NPEANoYTYT ero.

Mcnonb3ayiite npeumyllectBa adgekTa akTyabHOCTU. [OCTOSHHO Ny6MMKyliTe HOBble
noTpsicatoLLe CBeAEHMS.

Kak noTpebutenu npuHMMaroT pelleHne: Bblorpas «npuemMmsemMblin
BapuaHT»

[Ba rofa Hasaf A NpoBain/ MPe3eHTauMIo nepes KAMEHTOM, 418 KOTOPOro f, Kak MHe
Kas3asiocb, NpeACTaBNAn Hamnydwuid Belbop. HUKTO B npefenax AByX YacoBbIX MOSICOB He 3HaI
TaK MHOro 006 OTpacin, K KOTOPOM npuHaf/eXxan MOM KAMeHT. HWKTO He Mor
NPOLEMOHCTPUPOBaTL  GOMBLUMX YCNEXOB B W3rOTOBMEHWUM 3((PEKTUBHOW peknambl A1
KOMMaHWA 3TOM oTpac/iv. MOon KOHKYPEHTbl HE MOI/IN MOXBacTaTbCA HUYEM Aaxe OAU3KUM K
aTomy.

Tak MHe Kasanocb. W, K coxaneHuto, MMEHHO 3TO BreyaT/ieHue i U NpPou3Ben CBOeW
peyblo.

PasymeeTca, f nposaivuica. ITOT MPOBajl HaMmOMHW/ MHe 06 OAHOM M3 OCHOBHbIX
MPVHLUMNOB MPUHATUA pelleHunid. JTiogu He CTPeMATCS K TOMY, YTOGbl cenaTb Hamny4Luunii
BbIGOP, OHW NNLLb He XOTAT cAenatb NI0XO0M.

Cneuunanmctbl B 061aCTV MPUHATUA PELLEHWIn Ha3bIBAIOT 3TO «MOMUCKOM MpPUEMIEMOrO
BapuaHTa». EXXeAHEBHO NO 3TOMYy MPUHLMMNY MPUHMMAETCA MHOXECTBO pelleHMin. HeuTo
nofo6bHoe NMPon30LLsIO U B TOT feHb, KOrfa A nucan aTy rnasy.

Bbixogawas B MwuHHeanonuce raseta StarTribune nomectuna coobuieHve 06 3TOM
CoObITUM Ha nepByt0 nonocy: «bpeitep Obin TpeTbUM». Bunny KAMHTOHY HYXXHO O6bino
3anoNHUTL BaKaHTHYH [O/MKHOCTb B BepxoBHOM cyae, 06pa3oBaBLUYHOCA MOCMe BbiXoAa B
oTcTaBKy Mappu bnakmaHa. KnMHTOH XoTen 6bl BUAETL HA 3TOM MecTe bptoca babbuTta, cBoero
MUHUCTPa BHYTPEHHUX Aen. Ho 3To npuBeno 6bl K MOSIBNEHWIO BakKaHCUM B KabuHeTe
MUHUCTPOB 1 MOT /IO 3aTPYAHUTL €ro YTBEPXXAeHWE B AO/HKHOCTU.

KNMHTOHY HpaBunachb M KaHauaaTypa Cyfbl anennsiuMoHHOro cyaa Pruyapga ApHonbaa.
Ho y ApHonbga 6b1M npobnemMbl CO 3[40POBbEM W penyTauus, KoTopas Morfia npueBecTn K
CONPOTMB/IEHNIO €0 N36PaHMIO CO CTOPOHbI XKEHLLMH.

Moatomy KnuHTOH Bbibpan CTuBeHa bpeliepa, HECMOTpS Ha TO u4TO bpeliep wmen
He60/bLIOoN OnbIT paboTbl cyabel. Kak ckasan, obpawjascb K npecce, COBETHMK KMHTOHa
Nnonipg Katnep: «C bpeliepoM Hac 0XXnaano MeHbLUe BCero npo6ems.

KNWHTOH, KakK genatoT 3TO MUAMMOHBI APYTUX NIOAEN KaXAblii GOXWIA AeHb, Bblbpan He
Hamboee KBaIMPULMPOBAHHOIO KaHAMAAaTa, OpUCTa, UMEIOLLIEr0 Hamny4Lime WwaHcbl. KNMHTOH
NCKaNl «MPUEMEMbI BapuaHT» N BblOpas YeNoBeKa, MMEBLUEr0 HaMMEHbLLEE YMUCIO ABHbIX
«MUHYCOB».

B 6u3Hece TOXe MOCTOSAHHO MPOUCXOAUT «MOMCK MPUEMIEMbIX BapuaHTOB». [1oaTomy,
roTOBS CBOE BbICTYM/eHMe, CNpocuTe cebs: «YTo B Halleli KOMMaHWMM MOXKET MOKa3aThbCs
NOTEHUMaIbHOMY K/IMEHTY OMacHbIM?» 3aTeM, CTapasiCb He HanoMUHaTb NOTPe6UTENO 06 3TUX
OnacHoCTAX (37O TOMbKO JMWIHWIA pa3 HamoOMHWUTL eMy O ero COOCTBEHHbIX CTpaxax),
nocTapanTecb OAMH 3a APYrM pas3BesiTb BCE CTPaxy NOTEHLMANbHOMO KMEHTA.

UTo KacaeTcqd MOero cfiyyas, T0 MHe Hafo OblN0 Y4YecTb ABa OCHOBHbLIX OMaceHUs MOWX
KNMeHTOB. MOCKO/bKY A 6bl/1 CNeUnanncToM, OHM 60AANCL, YTO MOV YCNyrn ByayT Ype3MepHO
[0poru, a cam 1 — BbICOKOMEPEH 1 He rOTOB K KOMMpomMmuccy. A NOCKONbKY f y)Ke paboTtan a/is
6onee KpynHbIX KOMMaHWi Hafg 605iee KPynHbIMK NPOEKTaMu, OHWU GOSNNCb, YTO UX MPOEKT
MOKAXETCA MHE Ma/l03HAYNTENbHbIM U HEBXKHbIM.

Ho a He pasBesin Mx cTpaxu. A TakK YyBNEKCSs, [OKa3blBas MM, 4YTO, BblOpaB MEHS, OHW
CeNatT HanyuLLWiA BbIGOP, UTO 3abblN YOeauTb UX B TOM, YTO 3TOT BbI6OP OYAET XOPOLLVM.

He cTapaitTecb NpeacTaBMTb CBOKO KOMMAHWKO Havny4ylwyM BO3MOXXHbIM BblIGOPOM.
CpenaiiTe Tak, YTOObI BaC CUUTaIM XOPOLLUMM BbIGOPOM.

Mocne 3Toro no3aboTbTeCb O TOM, YTOObI WCK/OUUTL BCE, UYTO MOXET CO3JaTb O Bac
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BrnevarsieHNe Kak O rnjoxom Bbl60pe.

MpuHUMN NpeaB3ATOCTU

[bxoaH [13B1C NO YMCTOM CNy4anHOCTM NOCTYNaeT Ha paboTy B Smithers amp; Company B
KayecTBe cekpeTaps.

B TeueHVe HeCKONIbKMX MeCALEeB OHa cTapaeTcs y6eanTb CBOEro HauyaslbHUKa NMepeBecTy ee
Ha [O/MKHOCTb MeHepkepa. HakoHel, HayaslbHUK [KOaH cmsArdaetcs M ybexkaaeT CBOEro
Hauya/lbHMKa [aTb el BO3MOXHOCTb nonpoboBaTb. OHa npobyeT. K coXaleHuto, CKopo B
KOMMaHWM pacrnpocTpaHAeTCa MHEeHWe O TOM, YTO [KOaH «He COBCEM MOAXOAUT AN 3TOW
paboTbi». lMoTepsB Hagexay npobutbes, koaH yxoauT B Apogee amp; Company v yepes
yeTbIpe rofa noslyvaeT Ha3HaueHve Ha MOCT BULEe-NPe3vaeHTa 3TON KOMMaHuu.

PackpyTuB K0/eco, KOTOpOe OCTaHaB/MBaeTcs Ha Lumdgpe 800, nccnegosartesb crnpawimsaeTt
rpynny ntofen, CKonbKo €noB ynotpedbun Aspaam JIMHKONbH B CBOe eTTUCOYpPrckoi peun.
CpefgHee Ha3BaHHOE TpYNMoi 4MCo paBHSAETCA BOCbMMCTaM. [MPOKPYTUB KONeco, KOTopoe
OCTaHOBU/IOCb Ha Umngpe 275, uccnefosatenb 3afaeT TOT >Xe BONPOC BTOpou rpynne. UX
CpefHWiA OTBET PaBHAETCA ABYMCTaM CEMUAECATU NATU.

MnTep oTnpaBnseTcs B upMy Ha cobecenosaHue. Capa, NpoBoAsLLaA 3TO cobecejoBaHme,
[enaeT T0, YTO OHa U A0/KHa Oblna caenatb, eciivi BEPUTb MHOMOYMC/IEHHBIM UCCNeL0BaHUAM Ha
TeMy cobecefoBaHuWii ¢ paboTogaTeneM: OHa NPUHMMAET PeLLeHMEe MeHbLUE YeM Yepe3 MUHYTY
nocsne Havana pasrosopa ¢ MNMuTepom.

UTto o6LLero Bo Bcex aTux cny4yasx? MpuHuun npeas3saToctu. PaboTHMKM Smithers amp;
Company pyKOBOACTBOBa/INCb B CBOEM BOCMPUATUM [)KOaH CBOMM MepBbIM BrieyaT/ieHneM O
Hel KaK 0 «MpoCTOM cekpeTape». OnpallurBaemble B TeCTe, KacatoLleMcs eTTUcOyprckKoin peun
(@ 37O NMWbL OAMH W3 TECTOB, MPOBEAEHHbIX A/ AEMOHCTpauMn AaHHOro MpUHLMNA), He
CO3HaBas TOro, OTTA/IKMBAIUCL OT TeX LM(p, KOTOPbIE BULE/N HA KOMECe, XOTS OHU U HE UMeN
HMKaKoro OTHOLLEHNA K FeTTucOyprckoin peun. Capa, MeHeapkep Mo nepcoHany, 0CHOBbIBaaCb
Ha CBOEM NepBOM BreyaTieHMn o MuTepe 1 NepBbIX MPON3HECEHHBIX VM C/IOBaX.

Kak [JeMOHCTpUPYIOT BCE 3TU MpPUMEPbI, NIKOAN HE MPOCTO COCTaBNAT Bhneyat/ieHue O
4eM-TO, Ha OCHOBE 3TOr0 BMEYaT/IEHNS Y HUX BO3HUKAKOT NPEeAB3ATOCTU.

Ele 60nee BaXXKHO TO, YTO /04N, Y KOTOPbIX Masio BPEMEHU (& 3TO CEerofHs OTHOCUTCA K
OO0NbLUMHCTBY NHOAEN), CKNOHHBI (hOPMMPOBaTb NOCMELLHbIE CYXXAEHWS HA OCHOBE CBOMX MEPBbIX
BreyaT/IeHNiA 1N 3aTeM OCHOBbIBAaTb Ha HUX BCE MOCNEAYHOLLME PELleHNs. YMHbIA MapKeTonor
[O/MKEeH 0T[aBaTb cebe OTYET B 3TOW CYLLECTBYHOLWENA M OYeHb CUbHONM TeHAaeHUuuU. Hukorga
eLle rnepBble Breyat/ieHns He 6b1n 60/1ee BaXKHbl, OHU BO3HWKAKOT OYeHb ObICTPO 1 CTAHOBATCS
OCHOBOV AN ONpeAeneHHbIX MPeaB3sTOCTEN, KOTOpble 00653aTe€NbHO CKaXYTCA Ha Ballem
NMYHOM YyCrexe 1 ycnexe Ballero bmsHeca.

Kakve npeaB3sitTocTM B OTHOLUEHUWM Bac YK€ BO3HMKAM Y BalMX MOTEHUMANbHbIX
noTpeéutenein?

Kak MOXXHO MX npeofoneTs?

KakoBo nepBoe BrieyaT/ieHne, KOTOPOe Bbl Npon3sBoauTe? Kakue cnosa Bbl MPOU3HOCUTE B
caMOM Hauvase pa3roBopa? Kak ¢ caMoro Haydana Bbl NO3MLMOHNPYETE CBOE NpeanpuaTme?

OnpepfenuTe CyLLECTBYHOLLME B OTHOLLEHWIN Bac NPeAB3ATOCTU U CenainTe Tak, YToObl OHW
OblnM 6/1aroNpPUATHLIMW.

[MocneagHee BneyaTtsieHe OCTaeTCsA B NaMATU

Uapnn BpayH 06palliaeT BHUMaHME Ha TO, UTO Cnepean GOTUHKM JlaliHyca HauMLLEHbI, a
3a[]HVKV BbIFMISAST NOTEPTLIMK, U TOBOPUT 06 3TOM JlaiiHycCy, Ha UTO TOT OTBEYAET, YTO EMY 3TO
M3BECTHO U YTO OH CMELManbHO YUCTUT 06yBb TaKUM 06PA30M.

«MHe BaXHO, 4TO /OAM NogymMaloT 060 MHe B TOT MOMEHT, KOrja $i BXOXY B
MomeLLieHne, — roBopuT emy JlaiiHyc. — MHe BCe paBHO, YTO OHM MOAYMatOT Noc/e TOro, Kak f
BbIaY».
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Mexay Npo4MMm, 3TO 0AHa 3 HEMHOTMX OLLNGOK JlaiiHyca.

HeoqHOKpaTHO NPOBOAMBLUMECS WCCNEAOBaHUS, BO BPEMS KOTOPbIX WCMbITYEMbIM
MOKasbIBa/IM HEKYHO MOCNeA0BaTeNbHOCTb 06pa30B, HaNpuUMep KapTUHKU C S6/10KOM, TpylLuei,
CNMBOWA U rpaHaTOM, [0Ka3blBakOT, UTO Yallle BCEro /A1 3anoMuHanmn S6/710K0 1 rpaHaT. OHu
MOMHWUAN TO, YTO 6bINI0 MOKA3aHO VMM MEPBbIM U MOCMEAHNUM, HO 3abblBany TO, YTO GblIO B
cepeaviHe.

Oco3HaBasi OFPOMHYK CW/ly MEepBOro M MOCMeAHEro BreyaT/ieHWid, peknamogaTtenu c
FOTOBHOCTbIO NMATAT HEMbICUMble LiEHbI 32 06bLSABNEHWMS Ha MepBO/ M NocnefHein nonoce
KYpPHasoB.

MpenoaaeaTeny NMCcaTe/IbCKOro MacTepCTBa TakXKe MPU3HAKOT BaAXXHOCTb 3TOF0 NPUHLMNA,
KOrga COBETYHT NucaTensaM AenaTb YAapHbIMW Hauyano M KOHeL, KaXAOro MpeasioXeHus unm
a63alLla, 3ano/Hss CepeauHy TEM, UTO MEHee BaXKHO.

PykoBoauTenu LeHTpoB KinderCare, HaUMOHaNIbHOM CETU [ETCKUX YUPEXAEHUM, Takxke
0CO3HAIOT 3TO «MPaBW/IO NOC/EAHEr0 BrievaTneHns». «ECn pebeHOK 3aKaHuYMBaeT CBOW [eHb Ha
CYaCT/IMBOI HOTe, — 3aMeTW/ Kak-To [KOH Karu, ctapwwuii Buue-npesngeHT KinderCare no
MapKETUHTY, — 3TO HACTPOEHWE NPOANTCA 0 CMEeAYHOLLIEr0 YTPpa U BECh CNEAYHOLLMNIA AEHbY.

MpaBuao NOCNEAHEro BrevaT/IeHNst MOXHO 3aMeTUTb B [eciTKax CUTyaLmid. BosbMeM, K
MpUMepy, CoBa U3BUHEHMS 1 NPOLLEHUs. MNocneaHee BneyaTNeHne, NPon3BeeHHOe Ye0BEKOM
B MOMEHT, KOrfla OH U3BUHSI/ICS, YaCTO 3aC/IOHSIET B MaMSTX /t0feit TO NPOUCLLECTBUE, KOTOPOE
BbIHY/AW/IO €70 NPOCUTH MPOLLEHNS.

Kaxaoe BneyatnieHve, KOTOPOe Bbl NMpon3BoauTe, GyaeT (Mo KpaliHel Mepe Ha Kakon-To
MOMEHT) nocneaHnM. Mo3a6oTbTeCh O TOM, YTOObI OHO GbIIO 3aMOMUHAOLLIMCS.

PrnckoBaHHOe npegnpusaTme

xoan n kyan Betxonnbl exanm u3 Tamnbl B Disney World v nouyyscTBOBasiM, 4YTO
CUNbHO nporonogaincb. OHWM HayaM BbICMATPUBATb MECTEYKO, rfAe MOXHO 6bl10 Obl
MepeKycuTb, 1 B pe3y/ibTaTe OCTaHOBUINCHL Ha pecTopaHe Burger King.

Ha nepBbiii B3rnsg, UX BblOOP KaKETCH CTPaHHbIM, TakK Kak MM HUKOrAa He HPaBW/IUCH
rMraHTcKue raméyprepsl. Moyemy e oHu Bbliopanu Burger King?

[iBe Apyrue BO3MOXXHOCTW, KOTOPbIE Y HUX OblIN, ABNSIUCH ANS HAX YEM-TO COBEPLLEHHO
HEeW3BeCTHbIM. 3TO ObIM  [Ba MECTHbIX pPecTopaHyMKa C CUMMATUYHbIMK BbIBECKAMW,
HaMeKatoLWMMK Ha [JOBOJSIbHO BbICOKOE KayecTBO 06CNy)KuBaHWS. Bblbepy OHM 060 13 3TUX
PECTOPAHUYMKOB, OHM Obl MMENM BO3MOXHOCTb HacnaauTbcs 60siee COYHbIMU rambyprepamu,
CBEXUMM catatamut U SpYy>XXento6HbIM 06CNYXXMBAHNEM NPUBET/IMBbIX OULMAHTOB.

O uem xe gymanu Betxonnbl? O TOM, 0 4YeM [YMaeT Kax[blii MNOTEHUMaNbHBbIN
noTpebuTens NHOOOro U3 NPeanpuUATUiA cepbl yenyr. OHM UCKann He TO NPeanpuUsaTUe, KOTOPOe
Obl UM 60MbLUE MOHPABU/IOCh, @ TO, KOTOPOE MX MeHblue nyrano. OHW He BblOMpann nyuilee
06CNyXXnBaHue, a CTapaInMcb CBECTN K MUHMMYMY BO3MOXHOCTb M/10XOrO.

STa BNOMHe pa3ymHas ceMeliHas napa fefnasa TO e caMoe, YTO B 3TOT [eHb Aenanin U
Jpyrue oy No BCeil cTpaHe, BbloMpas OyxrafTepckme U PeMOHTHble (IMPMbI, NpaveyHble U1
MO€YHbIE, KOHCY/IbTAHTOB MO HaliMy MepcoHana W ThICAYM LPYrUX BO3MOXHBIX yCayr. OHU He
BblpaXXasi CBOE NPeAnoYTeHNe TOM U NHOW hpMe. OHU MbITA/IUCh CBECTU K MUHUMYMY CBOM
PUCK.

[Jenalite Bawmn ycnyrn 6onee KavyecTBeHHbIMU. HO cTapaiTech, YT0Obl OHW He Ka3asncb
PUCKOBAHHBIMU.

Bam Heuero 60aT1bcH, KPpOMeE CTpaxXa Ballero K/imeHTa

Merrn, Bawa MOTeHUMasbHasa NoTpebuTeNbHMLA, McnyraHa. Befb Bbl npefcTaBnseTe
NMPaKkTUYeCKn HEeBUAMMYIO Bellb — YCNyry, BCEro b 06eljaHne TOro, YTo 4To-TO OyaeT
clenaHo.

Merrn 6ountca. OHa HamepeBaeTCA NPUOBPECTU TO, YEro OHa PaKTUYECKN He BUANT.
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Ei o4eHb He no cebe. 1 3T0 — Ball TUMWYHBIA NOTPebUTENb.

YacTo Merrun Tak 6ouTca, YTO YXOAUT, HE CAeNaB 3aKasa, XOTS HY)KAaeTcs B Ballel ycnyre,
morna 6bl MHOrOe OT Hee BbIrafatb, a Befb Bbl — J/lydllas KOMMNaHUsA, Ha KOTOPOI OHa Mor/a
OCTaHOBWTb CBOW BbIGOP.

Ho Hu4ero He npegnpuHuMaTh KaxeTcs Merrn MeHee pycKOBaHHbIM.

Ha aTom 3Tane Bam He CreAyeT cocpefoToumBaTb 60/MbLUMX YCUIMIA Ha NPOAaXKe CBOEi
YCNyru, BaM CnefyeT noctapaTbCs YCrOKOUTb KIMEHTa.

Kak?

A Kak 3TO [enaloT npoussoautenn ToBapoB? OHKM MpensiaraloT 6ecnsaTHO onpo6oBaThb
TOBap WM [al0T rapaHTUO BO3BPALLEHWA ero MOSHOM CTOMMOCTU B C/lyyae, €C/IM OH He
NOLONAET KIINEHTY.

MoxkeTe N1 Bbl NPEANOXMTb YTO-TO NOA06HOE? HacTo Takoil BapnaHT BO3MOXKEH. BMecTo
TOro u4ToObl npegnaratb K/AVWEHTY CchenaTb 3aKas, Mpef/iokute emy MpPOGHYH yCnyry.
Mpep/ioXxunTe NOCTUPaTh OAHY py6aLlKy, caenarb 04HO HebONbLLOE UCCNeA0BaHIE, OAWH NPOEKT
PEKNIAMHOr0 06bSABNEHMA ON15 ras3eTbl, NOATOTOBUTL C/yLlaHWe OAHOr0 HebOsbLIOro Aena um
6ecnnartHblin NepecMoTp NEHCUOHHOIO nyaHa. Ecnn pedb naet o 60/1bLIOM 3aKase, NpessiokuTe
CHayasia BbINO/IHATL ero YacTb — Ty, M3-3a KOTopol lerrn He 6yaeT Tak BOMHOBATLCS, HO B
KOTOPOWA Bbl OyzieTe MMeTb BO3MOXKHOCTb NPOABUTL CEOS Hauny4LIMM 06pasoMm.

Bcerga nomHuTte 0 ToM, 4To lNerru oyeHb GouTes.

Nyduwiee, 4TO Bbl MOXeTe cfenaTb A1 CBOEro MOTeHUMaNbHOro notpebutens, — 310
YCNOKOWUTb €ero ctpaxu. [pefnoxute YCTaHOBUTb WCMNbITATeNbHbIA CPOK WAW BbIMOHUTb
npo6Hoe 3aaaHue.

[ToKaxKnTe CBOU He40CTaTKn

B cepegnHe 1980-x HeCKONbKO MccnepoBatenieid 13 FoCyaapCTBEHHOrO yHMBepcUTeTa B
KnueneHae caenann noTpsAcatoLLee OTKPbITHE.

3TN nccneaoBaTeNin Hanucanu Asa NPakTUYecKn NAEHTUUYHBbIX pe3tome U ABa NPaKTUYecKn
OAMHAKOBbLIX PEeKOMeHaTe/lbHbIX MCbMa A5 He CYLEeCTBYHOLWMUX B peasibHOCTWU [eiBa ©
[bkoHa, fKobbl wvwywmx paboty. EAMHCTBEHHOE OTAMYME 3aK/OYa1I0Cb B TOM, YTO
peKoMeHaaTeNbHOe NMcbMO [KOHa BKNHOUano gpasy: «MHorga J>XXKOH MOXET ObiTb CMIOXHbIM B
00LLEHNN.

WccnefoBatenin nokasanm aTu pestoMe MeHepKkepaMm no nepcoHany. Yrajante, ¢ KakKum u3
KaH4MAATOB 3TUM MeHepkepaM 60/bLue 3aX0TeNnocb BCTPeTUTbCA And cobecefoBaHusAs? C
LD>KOHOM, KOTOPbIV «MOXET ObITb C/TOXKHbIM.

Wccneposateny Npuwnv K BbIBOAY, UYTO M3-3a Ha/MUMA B PEeKOMeHAaTe/lbHOM MuCbMe
KPUTUYECKO HOTKM cofepXalmecs TaM >ke noxsasbl [DKOHY CTaanm Kasatbca 60nee
[OCTOBEPHbIMKW, W M3-3a 3TOr0 [DKOH CTa/ BbIrNsgeTb 60fiee MepecrnekTUBHbIM U3 ABYX
KaHanpatoB. O6HapofoBaHMe HefOCTAaTKOB [KOHa Cnoco6CTBOBa1O, a He MMOMeLano ero
TPYAOYCTPONCTBY.

Ho 310 — akagemMuyeckoe uccnefoBaHue, a K&K OHO COOTHOCUTCA C peasibHbIM MUPOM?
Cnpocute 06 3ToM y ToMa Kuuepa. PernoHanbHbI MeHekep Mo npofaxam B KoMnaHuu First
Protection, KoTopas nepBo cTasia npegnaratb KOHTPaKTbl Ha 06C/YyXXVBaHMe MOPCKUX CY[0B,
TOM rogamu HaudvHan CBOM Npe3eHTaLuW C MepevyncieHns BceX YacTeld CyJ0BOro ABuratens,
KOTOpble nonagany noj AeicTene KoHTpakTa c First Protection. B cepeamHe 1994 roga Tom
peLUn NOMEHATL TaKTUKY. Ternepb OH HAYMHAJ CBOE BbICTYMNJIEHME C NEPEUNCNIeHNs TeX YacTei
CY[OBOro MOTOpa, KOTOpble He nonajann nof [feicTBUe [0orosopa Ha 006CnyXunBaHMe.
Pe3ynbTaT? Uncno nrofei, 3aknoyvaroLmx ¢ ToMoM A0roBop, 3Ha4UTENbHO BO3POCHO.

He npsuybTe CBOWM HeJOCTaTKW, a fiydlle npusHaiTe MX OTKpbITO. CaenaiTe 3710, U Bbl
OyfeTe Ka3aTbCA KIMEHTY 60/ee YECTHLIM U 3aC/y)XXMBaIOLLMM JOBEPUS, @ 3TO K/THOY K MPOLaKe
ycnyru.

"oBOpUWTE NpaBay. TO MOXET ObITb HEMPUATHLIM, HO 3TO NMOMOTaeT.



"appu BekBUT: «[poaaBasi He3pUMOoe» 43

Bce aeno B getansax

Moy, KoTopble HacTavBaloT: «Bce npegnpuaTUs B Halleld OTpac/M B CBOeW OCHOBe
OAMHAKOBbI», — [O/DKHbI 33ymMaTbcs 06 O4HON 0COBEHHOCTUN Ye/I0BEYECKOTO MbILLIIEHUS.

UenoBeKy HY>XHO OMpaBAaTb CBOE peLUeHVe nepef cammm CO60i. MO3TOMY OH WLLeT
OT/INYKSA, KOTOPbIMU MOXHO 6b1/10 661 060CHOBATL 3TO PELLEHNE.

UTo 3TO 03HaYaeT A/18 KoMnaHum, paboTatoLleli B 0TPac/n, rae «Bce OAMHAKOBbI»?

ATO 3HAUMT, YTO 4YeM 6O0/bLUe MOXOXM APYr Ha Apyra fAsa npegnpusaTus, Tem 6osee
Ba)XKHbIM OKa3blBaeTCA KaXKA0€e pasimume Mexay HAMM.

Ecnn TpyaHO HailTW [elCTBMTENIbHO 3HAaYMMble OTIMYKA, NOTEHUMabHBIA NOTPebUTeNb
MWET HaMeKM Ha HMX B COBEPLUEHHO TPMBUAIbHBLIX BeLax: BHYTPEHHeM OOopMJIEHNM
BECTUOIONA, LIBETOBOM peELUEHUM BU3UTHOW KapTOuKW, TOMWMHe OyKneTa, Aaxe B 3anaxe
OJEKO/oHa, KOTOpbIM MOo/Mb3yeTcs npofasel. Bbyayunm He B COCTOSAHMM YBUAETb peasibHble
OT/IMYNA MeXAY YCnyramu, npejocTaBiseMbiMU ABYMS (hupMamMu, NoTpebuTesb WLLET tobble
HaMeKuM Ha OTAnuKe.

MoBTOPOCh, MO0 MbIC/Ib TOFO CTOMT: YeM 60siee MOXOXMN fBa NPeAnpuUATUS, TEM BaXXHee
KaXX[0e pasnunuve.

dakTnyeckn 6onblIas YacTb 3PPEKTUBHOIO YNpaBieHWUs MpeanpuaTueM cgepbl ycnyr
TpebyeT BHUMaHWS K, Ka3anocb Obl, HEBXKHbIM AeTa/AM.

O6paTnTe BHYMaHMWe Ha TO, YTO KaXKETCA TPMBU/IbHLIM.

PaHaTNYHas cocpeoTOYEeHHOCTb Ha YeM-TO O4HOM

PaccripocuTe npofasua MNuuUbl. YCNeWwHbI MapKeTUHI HAuMHAeTcs C NpaBUIbHOMO
NMO3WLMOHMPOBAHNSA Ha PbIHKE.

STOT NPUHLMN ABNAETCA OCHOBHBIM B K/laCCUYeCKOol paboTe Mo MapKeTUHIy — KHUre 3na
Panca n [keka TpayTa «[losuymoHnposaHune» (Positioning). Ecnm kpaTko cthopmynmpoBaTtb
CaMO€e OCHOBHOE B 3TOI KHUIe, TO OK&XETCH, YTO OHA FOBOPUT O C/IeAYHOLEeM:

1. Bbl O/MKHbI NPOYHO YKPEMUTLCS B CO3HaHUM CBOMX MOTEHUMa/IbHBIX NOTPebuTenei.

2. Bawa nosuuma pomkHa 6blTb O4HO3HAYHOW: OLHO MPOCTOEe HernpoTUBOPEUMBOE
coobLeHme.

3. CBoei nosumelt Bbl AOMKHbI BbIAENATLCSA CPeAN BalMX KOHKYPEHTOB.

4. Bam NpuAaeTcs Yem-TO NMOXePTBOBATb: He/b3s ObITb Cpasy BCEM U [/19 BCEX, Bbl LO/KHbI
COCPeAOTOUMTLCA HA YEM-TO OAHOM.

KomnaHusa Domino’s fBNSETCA APKMM MPUMEPOM TOYHOIO MO3VLMOHMPOBAHWUA B Clepe
ycnyr. F'ofjamn B ee pekname HU pasy He YNnoMWHaNOCh O KayecTBe, LieHe Unn BKyce. BmecTo
3TOr0 KomnaHus Domino’s MOCTOSHHO, B KaXAOW PEKNaMHOW KamnaHuu, nogyvepkusaia
CKOPOCTb 0CTaBKU: «B TeyeHme nonyyaca — WM 3a HaLLl CYET».

B pesy/nbTaTe 3Ta KOMMaHUA cTalia CMHOHWMOM WCKKOUYUTENIbHON CKOPOCTU [0CTaBKU
nuLLbl Ha AoM. Kaxablil pa3, Korga nokynarenm gyManm 0 6bICTPOiA U HafeXKHOIN [OCTaBKe, OHM
BCMOMUHann o Domino’s.

YTt0o e rosoput npes3maeHT Domino’'s Tom MoHaraH, Korga penopTtepb! CnpatumnBaroT ero,
B YeM CeKpeT ycnexa? «B (haHaTU4HON COCPefOTOYEHHOCTU Ha TOM, YTOObI AeNCTBUTENbHO
XOPOLUO feNaTtb YTO-TO OLHO».

CocpefoToUbTECH HA YEM-TO OLHOM, Ha TOM OT/IMYUTENLHOM KayecTBe Ballel YCnyru,
KOTOpOE AacT BaM pea/lbHOE KOHKYPEHTHOE NPenmyLLecTBoO.

CTpax no3vLMoOHNPOBaHUA

Ortrapgainte 3aragky. Yto 6o/blle BCero nyraeT fIOAeN, 3aHUMAKOLMUXCA MapKETUHIOM
ycnyr?

A) MpeLnonoXxeHune, 4To UM NPULETCA 3aHATLCA NO3ULMOHMPOBAHMEM CBOeW ycnyru. b)
CueHa B ayLe u3 Tpunnepa «lcnxos».
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MpaBWbHbIA 0TBET — A.

OTkyga 6epetcs 3aToT cTpax? Ero npuyvHa B TOM, YTO COCPELOTOYEHHOCTb Ha O[HOM
XapaKTepuCcTUKe YCnyrn npeanoniaraeT, YTo Bbl HE CMOXETE YAeNsATb CTO/IbKO K& BHUMaHWA
Lpyrnm xapaktepuctukam. Bam npuaetca 4em-To XXepTBOBaTh.

«HeT! Mbl He MOXXEM OTKa3aTbCa OT 3TOro! Mbl JO/MKHbI CKas3aTb, YTO Mbl ieNiaeM 370, U
BOT 3TO, ¥ TO! Mbl ynycKaeM CTO/IbKO BO3MOXHOCTE. Tak Henb3s!»

OfHako feno o6CToMT Kak pa3 HaobopoT. CocpefoTOUMB CBOE BHMMAaHME Ha KakoM-TO
Y3KOM MoMe AeaTeNlbHOCTU, Bbl 3a4acTyo He MPOCTO He YyryckaeTe BO3MOXHOCTW, a COo3jaeTte
HOBble BO3MOXXHOCTW, KOTOPbIX [0 3TOr0 He CyLLecTBOBa1I0. B KayecTBe [o0Ka3aTe/bCTBa
paccmoTpum KomnaHuio Scandinavian Airlines. B 1980 rogy, cTonkHyBLIKUCL € notepsmu B 20
MWNNIMOHOB [0/1/1ap0B, pyKoBOAMTENM SAS pewwnnn nos3vuMoHMPOBaTb CBOKO KOMMaHUI0 Kak
«aBua/IMHUKN AN NaccaXupoB GuU3Hec-Knaccax». MpucnywanTecb, 1 MOry nopyyvnTbCs, YTO Bbl
YC/bILWNTE OTrofIOCOK TEX ropsumx f[e6atoB, KOTOpble MNPeALlecTBOBa/IM MPUHATUIO 3TOrO
peweHuns, n3 camoro Crokronbma: «4YT1o?! W noxeptsoBaTb BCEMW TypucTamu, BCEMMU
naccaxupamu 3KOHOM-Knacca? [leyaTatb 00bABNEHMS C OeIOKYpbIMM ANNU B [E/I0BbIX
KocTioMax? TypucTbl OTBEPHYTCA OT Hac! A Ham )KM3HEHHO Heobxoguma KX
3aMHTepPeCcoBaHHOCTb.

Kak 6bl TO HM Obl0, CTOPOHHUKMN >XEPTB NO6Geaunn B 3TOM CMope, M KOMMaHWs
no3numoHMpoBasia cebf Kak aBuaMHUM Ou3Hec-knacca. B wtore mommMmo pocta 3TOro
KOHTUMHIeHTa MaccaXupoB OHW A0O6WUAUCL W APYroro pesy/nbTaTta: UX peicamm CTasio netatb
60/bLLE TYPUCTOB.

310 npousowno cnegyrouwmm o6pasoM. SAS cosfana CanoHbl «eBpoKIacca» [Ans
NyTeLLeCTBYHOLLMX 6U3HECMEHOB. B «eBpoKiacce» nofaroT MapTUHN C ONIBKaMu, Tam Bac XXAyT
6onee yao6Hble cuieHbs, TeneoHbl, TeNeKebl, 6ecniaTHble HaNMWUTKK, raseTbl U XKYpHasbl, AN
MaccaXmpoB 3TOrM0 Knacca 060pyfoBaHbl f[axe ChneuuasibHble  MPOMYCKHble  MYHKTH,
Mo3BO/IAIOLLME UM BbICTPEe NPOXOAUTL MOrPaHNYHBIA KOHTPOSTb.

370 pelueHne Bo3poanno SAS: B NepBblli Xe rof TObKO OT MacCaXMpoB «EBPOK/Iacca»
aBMakomnaHua nonyymna fgoxos B 80 MUANMOHOB [0/11apoB. [1OCKO/MBbKY Maccaxupsl
B13HeCc-Kacca NyTewwecTBYHOT 3a MOJIHYH0 CTOMMOCTb, aBMakoMMaHumM Noy4varoT Kyga 60nbLune
[0X04bl OT WX MEepPeBO3KU. YBEMMUMB UYMCNO MECT, 3aHATbIX Maccaxupamu, feTarolmmn 3a
MOJIHYI0 CTOMMOCTb, SAS cMorna rno3BosiMTb cebe ellle 60/bLle CHU3UTL LieHbl HA OCTaBLUMECA
MeCTa, TO eCTb OHa CMOT/1a NPeANIoKNTb ropasfo 60see HU3KUE LieHbl TYpUCTaM.

Tak oHa v noctynuna. Bckope aBvakomnaHua SAS Morna noxeactaTbCA He TOJbKO
CaMbIM BbICOKMM Cpeam BCEX eBPOMENCKUX aBUaIMHWIA MPOLEHTOM MacCaXunpos, NeTaroLmx 3a
MOJIHYI0 CTOMMOCTb, HO U CaMbIMW HU3KUMMW LieHaMK Ha BUeTbl SKOHOM-K/1acca.

Kak Mbl BUAUM, NO3MLMOHNPOBaHNe SAS Kak Hanbonee NpuBeKaTe/lbHON KOMNaHun Ans
naccaXmpoB OM3HEC-KNacca CAenano 3Ty KOMMaHMKO Hambonee npuBneKkaTeslbHOW Ans
naccaXunpoB 1 6U3HeC, 1 IKOHOM-K/1aCCOB.

BoT BaM 1 epTBa.

UTobbl YyBENMUUTL CBOK MPUBMEKATE/IbHOCTb, MOCTapalTech NpUAePKMBaTbCs Gosee
Y3KOW HanpaBfeHHOCTU.

OT CNIOXHOro K NpocToMy

MpnbAn3NTENbHO B TO XK€ camoe BpeMs, Korga komnaHusi SAS BO3pofuiacb K HOBOWA
XKM3HW, OflHa HbHO-MOPKCKas topuanyeckas upma TOXe rotoBunacb K nofo6HOMY MpopbIBY.
XO0TA M B [OCTaTOYHOIN CTEMEeHW CMyvainHoe, KaK MPWU3HAKOT Terepb MapTHEpbl, BXOAAWMe B
COBET AMPEKTOPOB, MoTpsAcatoLlee BocxoxeHne gupmbl Skadden, Arps, Slate, Meagher amp;
Flom K BepwuHam ycrnexa SiBASieTCA ele OAHUM [A0Ka3aTeNlbCTBOM B MOMb3y (haHaTUYHOA
COCPeSOTOYEHHOCTY Ha rN1aBHOM.

[nsa Hayana BCMOMHUM CUTyauuto, CYLUECTBOBaBLUYO B TOT mepuog. Ha npoTskeHun
MHOTMX /1IET CaMble MPECTMXKHbIE HbIO-MOPKCKUE topuanyeckmne hupMbl NpeacTaBnsm cobo
cobpaHune 6efbIX MY>UYMH MPOTECTAHTCKOrO BEpPOMCMOBEAAHNS, BbIMYCKHWKOB MPECTMXKHbIX
FapBapAckoro 1 VenbCKOro  YHMBEPCMTETOB M YJEHOB  MPECTVDKHBIX  KTy6OB.
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HKOpUCT-IKeHT/IbMEH 1 BeNl Ceb Kak [DKEHT/IbMEH, a [KEHT/IbMEHbl He MPU3HAOT Hacunus,
pasBe 4To ANA 3alWTbl CBOE CTpaHbl OT OTKPbITOW arpeccuv Wan CBOEW >XeHbl OT rpyboro
0CKOpO6eHus.

ATVKa Takoro pofa O3Hayana, UYTO HOPUCTbI-IKEHT/IbMEHbI He Y4YacTBOBa/IM B CaMbIX
KpOBaBbIX MO60OMLLAX [eN0BOr0 Mupa — B CAUAHMAX. Takum o06pa3oM, korga B 1970-x rogax
CIUSIHME W MNOr/OLWEHNe KOMMaHWI CTasio  pacrnpocTpaHeHHON MNPaKTUKONW, apuCTOKpaThbl
opuanyeckux upM Hoto-lopka cMOTpenu Ha Niofeid, KoTopble 6pannch 3a NogobHoe Aeno,
TaK, Kak CMOTPAT Ha «HernpurKacaembIxX» NPeACTaBUTENIN APYTUX KacT NHAMKW. DTO UX Npe3peHne
K FpA3HOI 60pb6e Co3Aa0 Ha KOPUANYECKOM PhiHKe Hbio-/10pKa 06LUMPHYIO HULLY, KOTOPYO, K
CBOEMY Y0BO/IbCTBUIO, U MOCMELLNST 3aHATb Ko PJioM.

Ha camom fgene y ko ®nioma, SBNSBLUErOCS OCHOBHOW [ABVKYLLEW CUION U CTaBLUEro
rnasHbIM 61arofeTeneM KOMNaHum, 6bi1 He TakoM YK 60/1bLLIOI BblGop. Kak 1 60/1bLUIMHCTBO ero
napTHepoB, ®nom okoHUMn «He Ty» wkony (City College of New York) v He npuHagnexan Hu
K O4HOMY W3 «MNpaBu/ibHbIX» KNy6oB. PelleHve no3vymoHuposats Skadden Arps Kak
CMeunasMcToB MO CMUAHMAM He TpeboBalo OT Hero 0co60ro MYXXEecTBa, TO/IbKO 3[0POBbIN
anneTuT U WMNOTEYHbIA KpeauT — [ABe Beln, KOTopbIMW pacnonaraiv i ®nom, u Bce ero
napTHepbI.

Ho cneuynanusaums ¢upmbl Skadden, MX y3Kas COCPeAOTOYEHHOCTb Ha CAUAHUSAX,
npoussena 3amevatenbHbln 3thgekT. HauaB B 70-Xx — 80-x rogax ¢ LOMUHUPYHOLLEA NO3nLmm
CMeLnanncToB B chepe CANAHUIA U MOTOWEHWIA, (hupMa CKOpPO pacrnpocTpaHuia CBoe BUSHNE
Ha BCe TpajuLMOHHbIe obnacTu topuamueckux ycnyr. K 1989 rogy BanoBblii foxog (hupMbl
Skadden coctaBun 517,5 MUNAMOHA [0NNapoOB — [OCTATOYHO, 4TOObI Urypuposatb B
peinTuHre 500 ycnewHbIX KOMNaHWil XypHana Fortune n ctaTb camoii 60raTtoil FopuaANYECKON
(hmpmMoii Mupa.

dTa uUCTopMs BenuMyaillero Yycrnexa Hayanacb C MPeaoXeHHOW DPIOMOM  Y3KOM
cneynanmnsaummn. CocpefoTodeHHOCTb Gupmbl Skadden Ha npoueccax 0 CMAHWMM OKasaiacb
ype3BblYaiHO NpPUBMEKaTENbHOW AN KNMEHTOB. M NPUYMHBI 3TOr0 BeCcbMa NPOCTbl. Kakoi Obl
OTBPaTUTE/IbHOM HW Kasasiacb BaM cama WAes CAUAHUSA, CNOCOBHOCTb HpUCTa CrpaBUTLCA C
TaKUM [€eN0M fiCHee SICHOr0 AEMOHCTPUPYET ero ymeHue 06paLlatbCs CO CNOXKHbIMWU AenaMun v
HENpPOCTbIMU NIOABMU U COXPaHATb KOPPEKTHOCTb Noj, AasnieHeM. Kopoye roBops, ecnv Bbl B
COCTOSIHAM BECTU Aena 0 CNSHUAX, AN BaC HET HAYEro HEBO3MOXKHOTO.

Ycnex upmbl Skadden sBnsieTcs NpYMepoM 0COGOW NIOTMKW ABUXKEHWUSA OT C/IOXHOI0 K
NPOCTOMY, XapaKTepHON [N HEKOTOPbIX PbIHOYHbIX CUTyauuid. [MO3MLMOHMPOBaHME 3TOM
(hMpMbI KaK cneumanmcta B y3Kom, HO CI0XKHOM 06/1aCTV NPUB/IEKNO K HE BHUMaHWE KIMEHTOB
C MeHee CMIOXHbIMU NpobiemMmaMun. «ECnM OHW B COCTOSIHUM PELLWTL Takyt CNOXHYHO 3afa4y, TO
VXK Tem 60nee cnpaBsATcsi ¢ 60/1ee NPOCTON.

CnpocuTe cebs: CyLWEeCTBYIOT /1N Y Balleil KOMMaHUM 0Cobble HaBblKW, KOTOPbIE MOXHO
ObIN0 6bl PasBUTL U MOAYEPKHYTb, HaBbIKK, KOTOPbIE B COOTBETCTBMM C 3TOIN SIOFMKOW NOMOIN
Obl BaLLE KOMMaHNW 3aHATb CU/IbHYHO MO3MLMIO He TOMbKO B AaHHOM 061acTu, HO U B APYrux
obnactax? Kakyto crieynanvsaunio Bam CreayeT pasBuBaTb M MPOTa/IKMBATh HA PbIHOK Tak,
4TOObI OHa ICHO yKa3blBaa Ha HaM4Ke Yy Balleid KOMMaHUM 1 ApYrnx None3HbIX HaBbIKOB?

UTto ABnsieTca Hanbonee TpyaHOM 3adayeli B Bawem 6msHece? Mo3MUMOHUPYIATE Ccebs Kak
CMEeLVasCTOB B PELUEHWM 3TOI 3afayn, U JIOTUKa [ABMDKEHWUS «OT C/IOXHOr0 K NPOCTOMY»
CbIrpaeT BaM Ha pyKy.

Opeon NoNOXNTENIbHOIO: accoumaTMBHbIN 3hdeKT

MMouemy pabOTHMKM Ccgepbl  ycnyr Tak 00ATCA  YeTKO MO3ULMOHMPOBATL  CBOE
npegnpusaTve? TOTOMY 4TO OHM 6GOATCH, 4YTO COCPEAOTOYEHHOCTb Ha KaKOW-TO OAHOW
XapaKTepucTnKe X BU3Heca YMEHbLUMT MX MPUBMEKATEIbHOCTb A/1A K/MEHTOB. HO Takoro He
NPOMCXOAUT NO OAHOW HEMAIOBaXXHON MPUUMHE: NHOAM CK/TOHHbI MBICIUTL MO accouuaumm.

Hanpumep, Ham KaXeTcsd, 4TO NOAN NPUATHOM BHELIHOCTU [O/MKHblI ObITb YMHeEe,
JpYXentobHee M 4YecTHee W 60bLUe 3aCNYXMBAKOT [JOBEPUs, YeM Te, KTO BbIrNSAgUT MeHee
npuenekaresibHo. OfHa MOMOXKMTENbHAA YepTa — MPUATHAA BHELLHOCTb — accouumpyeTcs y
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Hac CO MHOTVIMU APYTUMW NOMOXUTENNbHbIMU Ka4ecTBaMW.

Mbl cumTaem, YTo y 6eAHbIX N0gel OTCYTCTBYIOT MHULMATMBA N UHTENIEKT, OHWU MeHee
[OCTOViHbI JOBEPUS U UX MeHbLUE 3a60TUT YMCTOTA U BHELUHWIA BUA, XOTH K&XAbI KOHKPETHBbIV
Ma/IOUMYLLMIA  YeioBeK, C KOTOPbIM Mbl MOXEM BCTPETUTLCA B KM3HW, 00MafaeT nvLb
HEMHOTMMU W3 3TUX KA4ecTB, a MOXET OblTb, M He 00nafaeT HW O4HUM M3 HUX. Mol
OKasblBaeMcs B MNJIEHY Y HalMX accoumalmii, Mbl aBTOMaTUYECKM CBA3bIBAEM OfHY HeraTMBHYHO
XapaKTepUCTUKY 3TOr0 YenoBeka — 6e4HOCTb — CO MHOTVMMW JPYTMMU,

TaK y)X yCTpoeHb! ntoaun. Y Balwn noTeHUMa bHble NOTPeOUTENIN LyMatOT Tak Xe.

WHTepecHbIn cnyvain ¢ Long Island Bank and Trust, npvBeAEHHbIA B KHUrE
«03ULMOHNPOBaHNE», [EMOHCTPUPYET [eiCTBME «Opeosia MOSOXKUTEIbHOrO» B MapKeTUHre
YCYT.

PabOTHMKM GaHKa NPOBENM OMPOC C LEMbl BbIACHUTb, KaK BOCMPUHUMAIKOT MX OGaHK
pas/IyHble IK04M, 3aTEM OHW MOMECTU/IN B MPECCce HECKOIbKO 06BbABMEHWI, NOLUYEPKMBAIOLLMX
nosvymio Long Island Bank kak 6aHKa, NPOHUKHYTOrO UCTUHHbLIM AyXom JloHr-AiineHga. B
3TUX 0OBABNEHMAX HWYEro He roBOPW/IOCb HYU 06 akTuBax 6aHka, HM 06 06bEMe M KayecTse
npefocTaBnsieMblX UM ycnyr. ocne pasMelleHuUst 06bsBeHUA paboTHUKM 6aHKa MOBTOPHO
MPOBENN aHaIoMMYHBIV ONPOC — Y BbISSCHUIN MHTEPECHENLLIYIO BELLb.

Tenepb BCe acnekTbl AeATeNIbHOCTN 6aHKa — KONMYEeCTBO (hnManoB, 06bEM U KayeCcTBO
YCNyT, KanuTtail — OLEHUBaINCL ONpaLLvBaeMbIMu 60/1ee NOMOXKUTENBHO.

Tak 4To B ClelytoLMiA pa3, Koraa BaM 3ax04eTcs Bo3pasuTb: «HO Mbl JO/MKHbI CKas3aTb U
06 3TOM, 1 O TOM; 3TO BCe OYeHb BaXHO», — BCMNOMHMTe 0 Long Island Bank and Trust n 06
«0peosie NoNoXKNTENbHOIO».

Ha3oBuTe OAHY NONOXWUTENbHYIO YepTy Balleid (hMpMbl, U NIIOAM MO accoumavnm camm
NPUNULLYT BamM MHOT e pyrue.

OANHaKOBbIX NPeanpuaTuii He ObiBaeT

B ynpaxHeHWuM Ha MO3MLMOHMPOBaHWE, KOrga Bbl CrpalivBaeTe PYKOBOAUTENSA
npegnpusaTusa cepbl ycnyr: «4UTo fenaeT Bawly KOMMaHWK OCOGEHHON?», — Bbl 4acTo
nonyvaeTte 06eCKypaXnBatoLLnii OTBET.

«ECnn 4eCcTHO, HUYero. Mbl Bce 60/1ee NN MeHee OAMHAKOBbI.

3T0T pykoBoauTeNb owmnbaetcs. Kaxaoe npegnpusate — 0COBeHHOe, a BOMpoC O TOM,
Kak co3faTb Takue OT/IMYMA U cAenaTb UX U3BECTHbIMU NOTPEOUTENIO, 3aHUMaET LeHTpasibHOe
MECTO B 3()(heKTUBHOM MapKeTUHIe YCNYyTH.

WcTopus foKa3blBaeT, YTO 0COBEHHbIM MOXHO CfefaTb BCe YTO YrogHo. ogamu Ketuyn,
MyKa, caxap ¥ MapvHOBaHHble Orypubl NOCTaBNANNCL MeLKaMn 1 604YKaMu 1 MpPoAaBa/Inch B
pasBec B MarasvHe Ha yrny. 3atem nossuauce komnaHuy Heinz, Gold Medal n C amp;H u
npeBpaTuIv 3TW, Kak CYATAIOCh, 6e31KMe ToBapbl B 0COObIE TOProBble MapKu W CAenain Ha
3TOM MUSINNapPAbI.

Ecnm nokynatenn HaxofAT OT/MYMS B pasHbIX COPTax KeTyyna, MyKuW, caxapa W
MapVvHOBaHHbIX OrypLOB, KOrja Bce 3TW copTa MPakTUYeCKW UAEHTUYHbI C GUOOrMYECKOn Y
XVMWUYECKOW TOYEK 3PEHNs, TO VXK TeM 60/1iee OHWM CMOrYT YBUAETb 3HAYMTE/IbHble OT/INYKSA B
npeLocTaBNsieMbIX ycnyrax. B KOHLEe KOHLOB, YCYr1 UMEKT YHUKa/IbHOE MPerMYLLECTBO, OHM
NPeAcTaBNAT COO0M He YTO MHOe, Kak JI0AEN, BbIMOMHAIOLWMX OMpeAe/eHHble 3afaqm, a Bee
NHOAMN Pa3INyHbI.

[1Ba «0MHAKOBbIX» MPeLNpUATUSA Chepbl YCIYr He MOTYT 6bITb MOIHOCTBIO UAEHTUYHbI B
TOM, Kakux Jfofeid OHU NpUB/eKalT A4 paboTbl, Kakyto paboTy MM NOpy4varoT, Kakyro
MH(OPMaLUMIO U HaBbIKW MepesatoT OT MOKOMIEHMS K MOKOJIEHUIO, C Kakol CKOPOCTbIO yyarcs
HOBOMY WM C KakoW 3(h(heKTUBHOCTbIO paboTaloT. OTO He MPOCTO Ma/lOBEPOATHO, 3TO
MOJIHOCTHIO BbIXOAUT 32 PaMKU BO3MOXHOro. Bce nioAM M3HayasibHO OYeHb pasHble, a UX
B3aMMO/ENCTBMe U Ta cpefa, B KOTOPOM OHM B3aMMOAEWCTBYIOT, TOSIbKO YBE/IMYMBAKOT 3TW
pasnnyuns.

Ckaxy Bam 60/bLUe: MOTEHUMa/IbHbIE NOTPEOUTENN OYEHb YYBCTBUTE/IbHbI K Pa3inynsm
MeXAy npesnpuatTuaMun. Kaxaomy U3 Hac, 3axois B OpUC Kakoin-nnbo KOMMaHuu, Cny4vasoch
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Cpasy e OWYTWUTb AeNCTBYHOLME BHYTPU Hee cuibl. CTPacTHOCTb, 3Heprus, onTMMmMsM — B
ONHAMUYHOM,  pa3BMBAIOLLEMCA  MPeanpuaTAM  cdepbl  YCIyr 3TM  KayecTBa  MOXKHO
MoYyBCTBOBATH B MepBble 15 CeKyH[, Moc/e TOro, Kak Bbl BOLLIN B BECTUOHO/Ib KOMMNAHWN. YKe B
CEeKpeTape Bbl pacrno3HaeTe xapakTepHyto [AHK, KoTopas noToOM «MOBTOPUTCA» B KadKAOM
npeacTaBuTene 3ToM UPMBbI.

Bce npeanpusatna cgepbl yenyr ocobeHHble. OnipefeneHne 3TUX OCOGEHHOCTEN WM
[0BefieHne X 40 CBeAeHNs NOTpebuTens, a Takke Co3aHne HOBbIX, AOMONHUTENbHLIX OT/IMYNIA
3aHUMaeT LeHTPa/IbHOE MeCTO B YCMELIHOM MapKeTUHIe YCyTH.

Ecnn Bbl He BMAMTe, YeM Balle NPeANpUATUE OT/IMYAEeTCA OT APYrux, NMpPUCMOTPUTECH
nosyuLue.

Mo3numsa — 3To MecTo, a He AeNCTBMe

Mbl XOTUM MO3ULMOHMPOBATL CebS B Ka4ecTBe SIMAEPOB 3TOr0 PbiHKa», — KaXAbliA rof
rOBOPST HECKO/IbKO MUMIMOHOB PYKOBOAMTESEN NPeANPUATUIA.

Ho oHu He moryT cgenatb 3Ttoro. OHW He MOryT MO3MLMOHUPOBATL Cebs B KayecTse
NNLEPOB MO O4HON NPOCTOW MPUYMHE: HN OfHA KOMMaHUA He MOXET MO3ULMOHMPOBaTb Ccebs
cama.

Bbl MOXeTe CKOHLEHTPMPOBaTb Ha YeM-IMO60 CBOM YCUIUA U PEKTaMHYI0 KamnaHuto, v
3TO MOXET B OMpefesieHHOW CTEMNeHN NOBAMATL Ha Bally MO3ULMIO Ha pbiHKe. HO nosuums —
3TO MECTO, M Ha 3TO MeCTO CTaBMT Bac KTO-TO APYroi, a MMEHHO — Balln MOTeHUMasbHble
noTpeéuTenu.

[axke Te npeanpuatna cgepbl 06CNY)KMBaHWS, KOTOpble He [Aenat0T POBHLIM CYETOM
HUYEro 419 NPOABVXKEHWS CBOE KOMMaHWK, 3aHMMatOT Ha PbIHKE OnpeseneHHOe MO0XKEHMe.
MoTpebutenn NPoOCTo CyMMUPYIOT BCHO MMEIOLLYIOCA Y HUX UHopMaLmMIo 06 3TO KOMNaHUU 1
Ha OCHOBaHWM 3TOr0 3HaHWS MO3ULMOHMPYIOT ee COOTBETCTBYIOLLMM 06Pa30oM.

BosbMem 4na npumMepa nosioXkeHue, 3aHMMaeMoe MOUM POAHBbIM LWTaToM OperoH, ¢ Moei
TOYKN 3PEHWS COBEPLUEHHO PaliCKMM MeCTOM. [ofamu LTaT nblTanca npuBedb K cebe
BHVMMaHWe TypucToB. Cpefyn NpensaTcTBUM, C KOTOPbIMU eMy NMPUXOANTCS CTa/IKUBATLCSA HA 3TOM
nyTu (BK/OYasA TOT (DaKT, YTO MHOTME MPOCTO HUYEro He 3HaOT 06 OperoHe), — MosIoXKeHue,
KOTOpOe 3TOT LUTaT 3aHUMaeT B yMax O0/bLUMHCTBA M3 TeX, KTO BCe-TaKW 3HAET O HEM: 3TO «TO
MeCTO, e BCe BPeMs UAYT LOXKAN».

N ecnn Tonbko OperoH He MOTPaTUT B TeuyeHWe OGavdKaiwmx 15 net nopsgka 15
MW/JIMOHOB [O//1aP0B HA TENIEBU3NOHHYIO PeKnamy, OH TaK W OCTaHeTCAa B MpefCcTaB/eHU
NOTeHUMabHbIX TYPUCTOB KaK «CaMblii AOXANMBLINA LUTAT».

Mcxopa n3 aToro, BO3MOXHO, caMbIM 3()(heKTUBHBLIM METOAOM MPVB/EYEHNS TYPUCTOB B
OperoH 6bIn10 6bl OTTONKHYTLCA OT TOW MO3ULMK, KOTOPYKD OH YXKe 3aHMMAaeT, U NpeBpaTuTb
3TOT HefOoCTaTOK B MpeuMyLlecTBO. HaBCKMAKY MOry Mnpep/ioXuTb Cheaytollee: peknamMHblIi
PONNK HauMHaeTCs C BuMAa rposbl, Oywylowen Hag ropo MayHT-Xyad, Ha (POHe KOTOpOiA
MpaYHbIi rofioc ANKTopa coobLyaeT 3puTenam: «Kaxablil rog co OHa 6narogapeHns™ n ao [AHs
namsaTu** [packat rpomal xutenam OperoHa nNPUXOAMTCA TepreTb Takyt norogy [Lwym
MPOMMBHOTO AOXAA]...»

* [eHb 6GnarofapeHns — oMuunanbHbIA NpasgHMK B NaMsTb MEPBbIX KOOHUCTOB
MaccauyceTca, 0OTMeYaeTcs B MOC/eAHNIA YeTBepr HoA6ps. — Mpum.nep.

**  [leHb namATM naBwmx B [paxpgaHckol BoiHe B CLUA 1861-65 rr., B
1CNaHO-aMepUKaHCKOM 1 ApYyrunx BoviHax, oTmevaeTcst 30 masi. — Mpum.nep.

3aTeM ClLeHa MEHSIETCS, U 3pUTeNN BUASAT XXMBOMUCHbIE 3e/EHbIE N1eCa, BOCXUTUTE/NbHbIE
po3oBble cafbl [MopTieHAa W SpKMe, NPSMO-TakKUM HEECTECTBEHHO 3€/ieHble TMPEKPACHbIE
naowaaky Ans ronbha — BCe U3yMpyAHoe Benmkonenuve OperoHa. A B 3TO BpeMmst AMKTOP,
HECKO/MIbKO WHbIM TOHOM, COOOLLAET: «...YTOObl Ha MPOTSXKEHWM BCEro NlETa W OCEHM
npuesyatoLLime ctofa TYpUCTbl MOT/IM HACNaAUTLCS BCEM, UTO Bbl ceiluac BUAUTe [MeHne nNTu, u
CMeX OT/IbIXAOLLMX Ha NASKE]».
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Mo3nums — 3TO MeCTO, Ha KOTOpPOe BaC MOMeLLaeT PbIHOK. Bbl MOXeTe MnonbiTarbes
KaK-TO MOB/MATb Ha 3aHMMaeMOe Ballieil KoMnaHuen MecTo. Mnu, Kak moit poaHoi wtat OperoH
B NPWBELEHHOM BbILLIE MPUMEPE, Bbl MOXETE WCMO/b30BaTh YXKE 3aHMMaeMyo BaM1 NO3ULMIO C
nosb30i ans ceos.

Hun ofHa 1“3 KOMMNaHWin HUKOrAa He MCMonb30Bana 3TOT NPUHLMN «obpalleHns cebe Ha
nonb3y YXKe 3aHMMaemMoin no3numm» 60nee Kn3006peTaTeNibHO, YeM MpoKaTHas CnyX6a
aBTomMo6unein Avis Rent A Car. OTa KomnaHus, kotopas B 1960-x — Hadane 1970-x rogos
nnenacb B XBocTe y Hertz, oco3Hana, YTo OHa Y)Ke NMPOYHO NO3ULMOHMPOBAHA Ha PbIHKE Kak
3aHMMaloLLlas BTOPOe MeCTO, M pelunna caenarb 3T0 BTOPOe MeCTO 60/ee KenlaHHbIM, Yem
rnepBoe.

«Mbl — BTOpPOM HOMep, — rofamMu MOBTOPSA/N PeKlaMHble 0ObABIEHUS KOMMaHUW
AVis, — M03TOMY 15 HaC BaXKHee YroanTb CBOUM K/IMEHTaM».

MoTeHUMaIbHbIE MOTPEOUTENN MOBEPUIN B 3TO, U KONIMYECTBO NPOAAXK B3/ETEN0 L0 Hebec.

PyKoBOAMTENN KOMMaHUM AViS He CTapanCb MO3ULMOHMPOBATb CBOKO KOMMaHMoo. OHK
3Ha/IM, YTO PbIHOK YXKe OTBE/ UM OMpefesieHHYH Mo3uumio. Mo3ToMy OHW NPOCTO W3B/EKIN
MakCMMYyM MPeMMYLLECTB M3 TOM NO3ULMK, KOTOPYHO Y)Ke 3aHUMaIN.

He HaumHaiiTe ¢ TOro, Kak MO3MUMOHMPOBATL Bally KOMMaHWi0. BmecTo 3Toro
nocTapamTecb ypaBHOBECUTb TY MO3ULMIO, KOTOPYHO Bbl Y)Ke 3aHUMaeTe.

Co3aaHune No3nLMOHNPYIOLLErO onpeaesieHNss KOMMaHnm

Mpexkae Yem Bbl MPUCTYNUTE K CO34aHWIO MO3ULNOHUPYIOLLETO ONPeAeNeHns KoMNaHuu,
OAHO npeaynpexiaeHWe: He nyTaiTe MNO3MLUMI0O  KOMMNAHWM C  ee  MO3ULMOHMPYIOLWNM
ornpegeneHunem.

Mo3numsa (v onpegeneHne No3nUUM KoMnaHum) — 3T0 XO/I0AHOe [e/I0BOe YTBepXAeHe
0 TOM, KaK BOCMPUHMMAETCS Ballla KOMMaHWA CO3HaHWEM MOTEHUMaNbHOro notpeburens. 31o v
eCTb BalLlla NO3uLUA Ha PbIHKE.

MMo3nuMoHMpYIoLLiee OMnpeaeneHne KOMMaHUKU, HarpoTWB, ABMISETCA BbIPAXXEHWEM TOro,
Kakoi Obl OHa XOTena MpeAcTaTb B rfa3ax NoTpebuTenein. 1o LeHTPaIbHas MbIC/b, KOTOPYHO
Bbl XOTe/NM Obl Bblpa3nuTb BO BCEX CPeACTBaxX PeKfambl, BKKOYas peknaMy B METPO M 3asiax
OXMAaHMSA a3ponopToB, MbIC/b, HanpaB/ieHHas Ha TO, YTOObI MOBAUATL HA BOCMPUATME Ballel
KOMMaH1K NoTpeduTenem.

Bbl MoXeTe cthopMynMpoBaTh MO3ULMOHMPYIOLLEE OMpejesieHne CBOeW KOMMaHuu,
OTBETVB Ha C/leytoLLue BOMpOCh!:

KT1o: KT0 Bbl Takne?

Kakoii: Kakum 61M3HeCOM Bbl 3aHMaeTeCh?

[ns Koro: Ha Kakux ftofein opueHTMpoBaHa Balla ycnyra?

Kakast noTpebHocTb: KakoBbl 0COOble MOTPEGHOCTM TeX NHOAEN, HA KOTOPbIX paccymTaHa
Balla ycnyra?

MpoTuB Koro: C Kem Bbl KOHKYpupyeTe?

B yem oT/imume: YTO OT/IMHAET BAC OT 3TUX KOHKYPEHTOB?

WTak: B yem Balle npevmyLlecTBo? Kakoe yHUKaslbHOE NPeMYLLECTBO NOMyYaeT KANEHT
OT MCNO/Nb30BaHNA BaLLIEn ycnyru?

[na nnnocTpaumm Bo3bMeM CeTb MarasnHos Bloomingdale’s:

(KT0) «Bloomingdale’s

(Kakoi) npefcrasnsieT cobol CeTb YH1BEPMAroB

(Ons koro) ana nokynatesniei C BbICOKUM WM CPeaHWM [0XOLOM, KOTOpble CNnefsaT 3a
BEAHUAMU MOJpbl,

(Kakast noTpeBbHOCTb) »KefaroLmx NpMobpecT BbICOKOK/IACCHbIE TOBaphbI.

(MpoTwmB koro) B oTnume OT Apyrux yHUBepMaros,

(B yem otnmume) Bloomingdale’s gaeT Bam BO3MOXHOCTb CAenaTb CBOWM MOKYMKW B
TeaTpa/M30BaHHOW (hopme,

(NTaK) uTO AenaeT XOXAeHVe NO MarasvHy yBfeKaTe/lbHbIM».

TakoBa Mo3uuus, KOTOPYHO YXe rofjaMu 3aHuMmaroT marasvHbl Bloomingdale's. BmecTo
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TOro YTOObI CAeNaTb OTBETOM Ha BONPOC «B YeM OTMUMEe?» BbICOKYH) MOAY ¥ TOBapbl OT KYTHOP
(3Ty HMwy 3aHMMaroT canoHbl Bergdorf Goodman) nnn gaxke npocto mogy, Bloomingdale’s
BbICTPOMA CBOKO MO3NLIMIO HA OCHOBAHMMW BNEYaTNIEHNIA OT MOCELLEHNS ee MarasvHOB.

Bbl MOXeTe HalTM 1 Apyrve cxembl Ans GOpPMyNMPOBKMA ONpedeneHnst Nno3uuumn CBOEM
KOMMaHMKU. Hy ogHa U3 HUX He paboTaeT nydlle, Yem 3aTa.

3aparite cebe 3TU CeEMb BOMPOCOB M AalATe Ha HUX SICHbIE U YETKME OTBETHI.

Co3pgaHue onpeaeneHnst No3nLMnM KoMnaHum

Mo3numMoHMpytoLLiee onpefeneHre OnUCbIBaeT TO, KaK KOMMaHus XoTena 6bl BbIrNALeTh B
rnasax oKpyxatouiero mupa. OnpegeneHvie No3nLMmM, HaNpoTUB, NPU3HAET FOPLKYHO Npasay.

[na  6onblUMHCTBA  MPeAnpuUATUA  cepbl  yCAyr 3TO  ONpefeneHne  BbIMSAWT
NpUeN3NTENBHO CNeayoLLMM 06pa3oM:

(KTo) «John Doe Inc.

(Kakoit) npefcTaBnsieT coboii He60/MbLUYH KOMMaHWI, OTHOCALLYHOCS K Chepe YCnyr,

(O4na koro) obcnyxuBatoLLyto elle 605ee MeKUX KMEHTOB, KOTOPble XOTAT NOMy4YnTb
OTHOCMTENbHO XOPOLLEE KauyecTBO, HO He MOTYT MM He XOTAT MAaTUTb 3a YCNyrn 60nbLuel
KOMMaHuK.

(MpoTuB Koro) B oTinume oT cBOMX 60nee KPYNHbIX U N3BECTHbIX KOHKYPEHTOB,

(B uyem oTmume) komnaHua John Doe MeHblUe, MeHee OMbITHA W He [OCTUrIa
BblgatoLmxcs ycrnexos [[TOMHUTeE, 3TO BOCMPUSATME TUMMYHOIO NOTPebuUTens n He 0653aTeNbHO
COOTBETCTBYET AENCTBUTENbHOCTI.],

(TaK) HO M3-3a TOrO, YTO OHM TaK Masbl U HEOMbITHbI, OHW 3amnpallMBatOT MEHbLLYHO
LIEHY, 1 Bbl MOXETE CIKOHOMUTb HEMHOTO [leHer».

3Ty no3nupmio 3aHMMaroT 90 NPOLEHTOB NPeanpUATUlE cepbl YCAYT, NOCKO/bKY MMEHHO B
TakoOM CBETe MX BOCMPUHUMAIOT NOTEHLMa/bHbIE MOTPEOUTENN.

Ckopee BCero, 3T0 onpegeneHne nNo3vuum NOAXOANUT U ANS Balleil KOMNaHUW, BO3MOXHO,
Bbl MPEANOYTETE HECKO/IbKO YNYULLNTbL 3TY BEPCUIO. IMEHHO C 3TOr0 Bbl M JO/MKHbI HaYaTb.

MosTomMy Ans Havana cnpocute cebsl, CBOMX KIWEHTOB W CBOMX MOTEHLMANbHBIX
noTpebuTeneii: «Kakosa Halla No3nLmUA?»

Balua no3uums 3akioueHa B CO3HaHUM NtOAelA. Y3HaliTe TOYHO, KakoBa 3Ta No3uums™.

* 3a 3Ty cxeMy W 60/blOe BAMSHWE, KOTOPOE OH OKasaJl Ha MOW MbICAKM O
NO3ULMOHNPOBaHUK, A CHOBA [O/DKEeH MobiarofapuTe CTaporo Apyra Moeid cembi [ykeddpu
Mypa. Dxepdpn — OAWH U3 4YeTblpex Hambosiee 3ac/yXXeHHbIX (MI0COPOB MapKETUHIra B
COBPEMEHHOM BbICOKOTEXHOIOTMYHOM 0b6LlecTBe. Tpu gpyrux — Yunbam [asugoy, [aii
KaBacaku 1 Pumpknc MakkeHHa. KHuru Dxeddpy Mypa cofepxxat MHOro rnpekpacHbIX YPOKOB,
Mo/ie3HbIX /I1060MY, KTO 3aHMMAeTCcs MapKETUHIOM. — [MpuM.aBT.

Kak yMeHbLUNTb pa3pbiB Mexay No3uumner n No3nuMoHNPYHOLLINM
onpeaeneHnem

[ns TOro 4to6bl MHEHME MOTEHLMA/IbHBIX MOTPEBUTENE N3MEHUIOCH OT TOTO, KaK OHY
Y)KE Bac BOCMPUHMMAtOT (BaLleit No3uLumm), K TOMy, KakumMu Gbl BaM XOTENI0Ch NPeacTaTb B KX
rnasax (NpeacTaBneHnio, chopMynMPOBaHHOMY B BalleM MO3ULVOHMPYIOLLEM ONpeaeneHun),
MOXET MOTPe6OBaTLC OMPEAENeHHbIi TOMUOK. 1 ueM LUMpe paspbiB MeXAy Mo3uuuei u
MO3NLIMOHMPYIOLLIMM OrnpeaenieHNeM, TeM CU/IbHee BaM MPUAETCS TONKATb.

Cnpocute  cebs:  yuuTbiBas  Bally MO3WLMIO, TOBEPAT /M JIOAM  BallieMy
MO3NLIMOHMPYIOLLLEMY ONpeeneHn0?

STa nNpobiema HepeaKo BCTAeT B TeX Cryyasix, KOraa MasieHbKoe Uin CpefHee no pasMepy
npeanpusTie cdepbl YCAyr NbiTaeTcs NnoAaTh Ce6s Kak «HauIydlliero nocTaBLUKa» [JaHHOTO
pofa ycnyr. Mano KTo 13 noTpe6uTeneii CMOXeT COBMECTUTb B CO3HAHWU MOHSATUE «MasieHbKas
UMK CpeaHss GUPMax» C MOHATUEM «HaUYYLLUIA NOCTABLUMK» — TaKoe YTBEPXK/EHVE BbIFNSAeN0
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Obl CMEXOTBOPHO.

Takas »ke npo6iema BO3HUKAET, Korga npeanpusTre, Ybs No3nums rnyboko YKopeHunach
B CO3HaHMM NOTPeOUTENS, BbICTYNAET C HOBbIM MO3ULMOHUPYIOLLUM ONpeaeneHneM, KOTOpoe He
COOTBETCTBYET MPUBbLIYHON MO3ULMKN, 3aHUMAEMOIN 3TUM NPEeLNPUATAEM Ha PbIHKE.

Munt ®paHKIVH Ha4YMHAeT TOProB/Ik 060pyaoBaHMeEM Ans 60yMHra. OH Ha3bIBAET CBOO
KoMnaHuio «Bce gna 6GoynuHra», v notpebutenn orBogdaT MunTy Mo3uvuMIO MOCTaBLUMKa
obopypoBaHua ana 6oynuHra. rMocteneHHO MUNT y3HaeT, YTO Npojaxa 3Toro 060pyLOBaHNUS
eflBa MOKPbIBAET ero HaknafgHole pacxodbl. OH peluaeT [Jo6aBUTb B CBOM acCOPTUMEHT
CHapshkeHve AN rofbga, HECMOTPS Ha TO YTO, C AeMOrpatMyecKoii TOYKN 3pEHUs, UTPOKMN B
OOY/IMHT Y TONb( He UMEIOT HUYEro O6LLEro, a TakXke YTO HUKTO U3 UIPOKOB B rOb(M HUKOrAa
He MoBepuT, YTO MpofaseLl, 060pyA0BaHUA A/ BOYNMHIA CMOXET OT/IMYUTL OAHY K/IHOLIKY OT
LPYroW.

Pa3H006pa3unB CBOW acCOPTUMEHT, MWUNT COOTBETCTBEHHO MEHSET CBOE Ha3BaHMe — «Bce
Ans 60ynnHra U MHoroe apyroe». (3To « MHOroe [Apyroe», KOTOpPOe TakK pacrnpoCTpaHeHO B
AMepurKe, — BepHbI NPU3HaK TOro, YTO XO3AMH COBEPLUM OLUIMOKY NPU MO3ULMOHUPOBAHUN
CBOEN UpMbl).

Mowu KMeHTbl YacTo, NoA06HO MuNTy, BbIGUPAKOT Ha3BaHWe, KOTOPOE MO3XeE BbI3bIBAET Y
HWX MpPO6NneMbl, a MOTOM MbITAOTCA W3MEHUTb ero. MHorum cTomno 6bl Mogymatb O
BO3MOXHOCTM BO3HWKHOBEHMSA TakoW CUTyalun 3apaHee, Npexzae 4em HasbiBaTb CBOW pecTopaH
— Hanpumep, «BanHUMKM Bunamx».  «MpuHUMN  NpeaB3ATOCTU»  NpeaynpeXxaaeT  Bac:
OONBLUMHCTBO /IHOAEN CBLIKAIOTCH C Balleld MpeXHeid nos3vuuen M He BOCMPUMYT HOBYHO
no3uL M0 BaLLieli MpPMbl, €CIN Pa3pbiB MEXAY CTapbiM 1 HOBbIM OYAET CIULLKOM BE/NK.

Mpy NO3ULMOHNPOBAHUN BaM HY)XHO [BUraTbCA MeL/IEHHO, Nepenpbirneas ¢ OLHOro
NNCTMKA KYBLUMHKM Ha APYrOiA, a He NbITaTbCs CUraHyThb Yepe3 03epo Ha ApYroii Geper.

Ecnn paspbiB MeXxay Balleid nosuumeit U NO3ULUOHMPYIOLLMM OnpesenieHNEM CIULLKOM
BENMK, BalM KAMEHTbl He CMOrYT COBEPLUMTbL TaKOW MNPbDKOK. [BUrainTecb ManeHbKUMM
LLIKKaMW.

Ecnu 31O He no3numnmoHupyroulee onpeaeneHne Hawen gupmbl, TO YTO
Xe 310?

CNUWKOM CaMOYBEpPEHHOe ¥ CMenoe MO3ULMOHMPYIOLLee OnpeaeneHue, KOTopoe
MbITAETCA MepenpbIrHyTb Yepes CULIKOM 60/bLLIOe KOIMYECTBO KYBLUMHOK Pa3oM, TOXE MOXET
ObITb NonesHbIM. OHO MOXET MpeAcTaBnsTb W, CKOpee BCero, MpeAcTasnseT coboi Baluu
YCTPEMEHUS.

CoxpaHuTe ero. OHO MOCMYXMT XOpoLUeli MOTMBMPOBKOWA Ans BalMx pabOTHUKOB,
OnpesennT Bawy AONrOCPOYHbIE Lenn 1 NnaHbl. OHO JAcT BaM CO3HaHWE KOHEYHOM Lienin, Kak
HasbiBaeT 310 CTvBeH KoyBW, — BaXKHbIA LIar Ha Nyt K 60nblueil 3h(eKTUBHOCTY Ballei
paboThl.

To, 4TO 3TO ONpeaeneHne CAULLIKOM FPaHAMO3HO, YTOObl MOXHO 6bII0 MCMO/b30BATL ero
CErofiHA, He 3HaYUT, YTO Bbl LO/HKHbI OCTaBUTb NOMbITKM LOOUTLCA 3a4yMaHHOr0. Ho MapKeTuHr
[O/MKEH PeaIMCTUYHO paccMaTpMBaTh Ye/I0BEYeCKMe NPeACTaBneHns U TOT (PakT, YTO 04N He
MOTyT pa3oM W3MeHWUTb CBOe BOCMpUATUE. OHWM He MOTYT CUraHyTb Yepe3 03epo, OHW MOryT
[BUTaTbhCs NNLUb M/IEHbKUMM NPbDKKaMK.

CoxpaHuTe CBOW Be/IMKUE LieNn U YCTPeMIEHNS — «B0MbLUME, BOIOCATbIE, Har/ble Lienn»,
Kak Ha3Ban VX O4WH nucatenb. Ho OHM JO/MKHBI 0CTaBaTLCS UMEHHO LieNsMU 1 YCTPEMIEHUAMU,
a He NO3NLMOHUPYIOLLMMMN ONpeseNeHNAMN KOMMaHum,

MeuTbl MOryT 6bITb CMENbIMW, HO MNO3ULMOHMPYIOLLME OMpesfeNieHns LOMKHbI ObiTh
Pe/INCTUYHBIMU.

Kak oTGpOoCUTb KOHKYPEHTOB Ha XyALlne No3nunm

Jlyulive  apXMTEKTOpPbl MMpa 3HAlOT, KakK C(opMMpoBaTh CBOK  MO3ULMI.  OHY
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BblpabaTbIBalOT CBOM CTW/b M MOTOM CTPOro ero npugepxmusarotcs. OHWM He 3aHUMAKOTCH
KHEMHOXKO 3TUM U HEMHOXKO TEM».

Ecnn Bam Hy)XeH aBaHrapg, Bbl obpawjaetecb K ®PpaHKy [epu. EcCim BaM HyXXeH
NMOCTMOJEPH, Bbl 3BOHUTE B apXUTEKTYpHOe 6topo Maiikna IMpeiiB3a. ECnn Bbl HYXXJaeTecb B
no3gHeM KoprnopaTvBHOM MofepHe, Bbl 3BoHMTE . M. llelo. YNOMAHYTble apXMTeKTopbl
«BNAJEKOT» ITUMU NO3NLMAMUN. B pesynbTare OHU NOy4aroT 1 MHOTOe ApYroe.

MouTn NATHaALATb NeT TOMY Hasaf A BuAesn, kak Maiikn MpeliB3 6ecTawle npeacTaBnssi
ropoAckomy coseTy MopTneHaa, wraT OperoH, CBOW NPOEKT HOBOMO 3faHns Mapun. Ero npoekT
1 MaHepa nofjaym cpasy e 0TOPOCUIN KOHKYPEHTOB Aafieko Haszag,. (Ero opurvHanbHbIi MakeT
30aHMSA  BKMOYA (DUIYpPKU MO, 3aropaloliyMx Ha COMHUe U Nepexojawmnx ynuuy B
HENoOXXEeHHOM MecCTe, U Apyrue 3abaBHble feTann, KOTOpble 3aCTaBuan nyoanky BHUMaTe/IlbHO
paccMOTpeTb ero Maket.) Mo3uvums peiiB3a ocTaBu/ia BCEX KOHKYPEHTOB HACTO/bKO AaneKo
no3agn, YTo OHW BbITNALENN NOYTU HEOTAINYUMBIMU APYT OT Apyra, U KOHKYpeHUMs cpasy e
cokpatuiacb ¢ nATM upm Ao AByx: 6topo Maiikna [peiiB3a MpOTUB NydLUeid U3 YeTblpex
OCTaBLUMXCA (PUPM.

[peilB3 He TONbKO 6/eCTALLE MO3ULMOHUPOBAST CBOKD (PUPMY, HO M OTOGPOCKMA CBOUX
KOHKYPEHTOB. HeoXWaHHO BCe OHW CTa/M BbIMNALETb KOMMETEHTHLIMW, HO JLLEHHLIMU
BOOOPaXKEHUS.

Monas, Tak1M 06pa3om, cpasy B PUHaI TeHAEepa, OH MepemMecTunca Ha 6onee yMepeHHYo
no3uumMio (Kak MocTynatT NOANTUYECKME AeATeNn, KOTOPbIe CMerka yTpupyroT CBOK MO3ULMIO
BO BpeMS MpefBapuTe/bHbIX BbIOOPOB, a 3aTem, MNepes OKOHYaTe/lbHbIM TO0/I0COBaHMEM,
HauMHaIOT MPOMNOBefOBaTb 30/10TYH CepefuHy W YMepeHHOCTb). [peiiB3 pasBesn CTpaxu,
BO3HMKLUME Y HEKOTOPbIX Y/IEHOB COBETa, MPOAEMOHCTPUPOBAB, 4YTO He OyAeT 3axo4uTb
C/IMLLKOM JaneKko. ATOT PO30BbIi LIBET, 0OBACHW OH, He ByAeT Ha caMOM fieflie TaKUM PO30BbIM.
3T0 1306MIMe BUHLETOK U JIEHT HA GOKOBOM (hacafie 34aHuA... HY, BO3MOXXHO, UX COBCEM He
OyfeT B OKOHYaTe/IbHOM MPOEKTe.

[peitB3 nobegun B KOHKYpPCE WM MOCTPOMA 3[aHue, CTaBLIEe OAHUM U3 Ny4LUMX
apXUTEKTYPHbIX NaMATHUKOB MopTieHAa. Ho 40 3TOro OH BbICTPOWA OYeHb pasyMHbIA obpaseL,
MO3MLMOHMPOBAHNS.

BblbepuTe no3uumio, Kotopas OTOPOCUT Has3aj BalMX KOHKYPEHTOB, 3aTeM, 4TOObl
[06UTLCA 3aK/THOYEHNS CLENKN, HEMHOIO OTCTYMNNUTE B CTOPOHY YMEPEHHOCTH.

Mo3nunoHNpoBaHne HEGO/bLLOK CEPBMCHOWN KOMMaHUU

Bbl Te, KTO Bbl €CTb. Bbl HE MOXeTe MbITaTbCA CTaTb YEM-TO, YTO HE COOTBETCTBYET TOM
no3nL MK, KOTOPYHO Bbl 3aHUMAETe B CO3HaHUM NOTEHLMANIbHBIX NOTPebUTENeN.

3710 yacTo 6bIBaeT Cnpases/IMBO B OTHOLLEHWMW CAMOI pacnpoCTpaHeHHOW pasHOBUAHOCTM
npeanpuaTus cepbl yenyr B CoeguHeHHbIX LLTaTax — He60bLUIOR CepBUCHON KOMMaHUN.

MoTpebuTenn ycnyr, NpefocTasfeMbiX TaKUMU KOMMOAHUAMU — C YUCNOM PaboTHUKOB,
Kak npasw/o, OT OAHOIO [0 [ABafuaTv YefioBeK, — 006pallaroT BHMMaHWe Ha 4TO-TO OAHO,
XOpOLUO MM M3BECTHOE 06 3TOW KOMMaHUK, Ha KaKyl-TO He3HauuUTeNbHYK ee 0COOeHHOCTb, U
[ienatoT Ha ee OCHOBaHUWN COOTBETCTBYIOLLME BbIBObI.

K coxaneHunto, 60/bLIMHCTBO 3TWX BbIBOLOB HOCAT HeraTtuBHbIA XapakTep. Moyemy 3Ta
KOMMaHus Tak mana? loyemy i HMKOrga O Helk He ciblwan? lMouvemy Bbl He paboTaeTe B
KOMMaHWK, 0 KOTOPOWA fi CrbILa™.

HekoTopble npeanpuatus cepbl YCAyr He OCO3HAKT 3TOM MPO6/eMbl U CPaxaroTcs C
MefbHULamMn. OHY CTaparoTCs 3aMacKMpoBaTb CBOW pa3Mepbl UM UIHOPUPOBATL Bbl3blBaeMble
UMKU Y NOTpebuTeneld COMHEHWUA. TV NPeAnpUATUA OMNUCLIBAOT CBOKD KOMMaHWI0 Kak He
YCTYyNaroLLy0 HUKaKOW ApYroW, B TO BPeMsi Kak BOCNPUATME MOTPebuTens rosoput emy, 4to
OHU Kak pas3 yCTynarT 04eHb MHOTMM, NPUYEM 3HAYUTESBHO.

ManeHbKON KOMMaHUW CnefyeT HayaTb CO CBOEro Hebo/bLIOro pasMepa — Tak Xe, Kak
OperoH Hayan ¢ AoXziel, a koMnaHua Avis — CO CBOeli MO3WLMM BTOPOro Homepa, — W
06paTUTbL ero BO YTO-TO MONOXMTE/BbHOE.

HebonbLas KomnaHus AO/MKHA HayaTb CO CBOEro pasmepa. OHa [o/mkHa paboTaTh C TeMm,
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UTO Y Hee YXKe eCTb.

Mpy NO3ULMOHNPOBAHUM He CTapailnTech yTauTb CBOW HEOO/bLUME pa3mepbl. 3acTaBbTe 3TO
Balle KayeCTBO paboTaTb Ha Bac, MoAyvepkuBas ero nNpPerMyLLecTBa, Hanpumep 60/bLUYHO
OT3bIBYUMBOCTb K HYXKJaM NOTpeduTeneit n MHAMBUAYa/IbHOE 06CNYXMBaHHE.

Cneunanimsauns: Kako ypok, BO3MOXHO, yCBOWUIM B Sears

Ecnn Bbl ewe NOMHUTE TO BpeMs, Korga GaHKMpbl SBASNIACH CaMbIMU  YBaXXaeMbIMU
NOABMU B K&XA0M ropoge, a KomnbioTepbl Univac — HOBEWLLIMM MUPOBbLIM M306pETEHNEM, Bbl
[OMKHbI MOMHUTL W TO, YTO YHMBepMarn Sears ObliM TOr4a CamoOi 3HAMEHWTON CeTbio
YHVBepMmaros B AMepuKe.

Mpownn rofpl, 6aHKUPbLI Nann >kepTBaMn COOCTBEHHOW MHEepLMKW, KoMMbloTepbl Univac
CTa/IM UCTOPUER, a Kopropauus Sears efjBa He noruénia B pesy/bTaTe pa3ropeBLUENCH MeXay
YHUBepMaramu BOHbI creyuanvsaLuii.

3abaBHO, YTO flaxXe B TOT Mepuoj, Korja amepurkaHLbl, Ka3aiocb, CTPEMUINCL K aCKETU3MY
M MPOCTOTe BKYCOB, MarasuHbl W TOProeas Mo kKatanoram Neiman Marcus npousetanm
6narogaps CBOEN Mo3unummn, KOTOPYHO MHOTMe MOKynaTeiv 3To TOProBow CETU MOr/In bl NydLue
BCero 0003HauYMTb Tak: MOCTAaBLMK TOBapOB, 3a KOTOpble U YyMepeTb He Xanko'Wal-Mart
ABNAETCA PO3HWMYHLIM TOProBLaM BCEX Ma/IEHbKUX rOPOLKOB AMEpUKM B CTPALUHOM CHe
bnarofaps Takow Xe COCPeAOTOYEHHOCTM Ha MPOLaXKe «XOPOLUMX TOBapOB TaK AeLIeBO, YTO Bbl
aTOMy He nosepuTe». [a 1 marasuHbl Bloomingdale’s, X0Ta 1 He CBepKatOT CerofHsa Tak e
APKO, Kak B 80-X, NO-NpeXxxHeMy NPUB/EKatOT LOCTaTOYHO MOKyMaTesei 3a CYeT HEM3MEHHOro
CTPEM/IEHNSA «NPO/aBasi, pa3BneKaTb».

A BOT yHuBepmaru Sears B NepBol MonoBuHe 1990-X CTann >XepTBamy OTCYTCTBUA
cneynanmnsaummn, Uam To4Hee — CAULLKOM LUMPOKON creumnanunsaumn. B Sears Bcerga penanv
yrop Ha MpoAaxy A0/MTOBEYHbIX TOBAPOB BbICOKOrO KayecTBa (HO BeCbMa MasionpubbIibHbIX),
TaKMX Kak, Harnpumep, rasoHOKocwiki. Ho B 3TOT mepuof Kopnopauus Sears HeoXuaHHO
Hayasla nofyepkmBaTb CBOK «bO/Mee MArKyH» CTOPOHY — OfeXAy W NOCTeNbHble
NPUHAANIEXHOCTU, — OYeHb HEeNpoCcTast KOMOMHaLUMS C TOUKM 3peHUs MAPKETUHTa.

MepBOHaYasIbHO TOBapbl MPOAAaB/IMCL MO OYEeHb HU3KMM LeHaM. 3aTeM, B Hagexne
YBENNMUUTbL MpUbLINL WM MPUBMEYbL Tex, KOro PYyKOBOAMTENW Sears CUMTaIN pacTyliei wu
NepcrneKTUBHOM NPOCNONKON NHOOLWMX Ha LEHbI ANMK, OHW cAeNann NonbITKY NOBbICUTb LiEHbI.
Kopnopauus Sears cTapasiacb nonpo6oBaTb BCe NMOHEMHOrY, ¥ K cepefmHe 90-X rofoB HW OAWH
amepyviKaHell, JaXe XMBYLIMIA B Npefenax ABYyX KBapTa/loB OT 3HAMEHUTOro Hebockpeba Sears,
He cmor 6bl 0603HaYNTb NO3ULMIO, KOTOPYHD OHAa 3aHUMaeT. A eCiv HU OfUH NOTpebuTeNb He
MOXET YETKO OMMcaThb Ballly NO3MLMIO, 3HAYUT, Y BaC U HET HUKAKOI NO3ULIMK,

Kopnopauus Sears 06Hapy»una, 4TO OTCYTCTBME CrieuuanM3auuy MOXET ObICTPO
06epHYTbLCA OTCYTCTBMEM 6U3Heca. Mpodaxu U AOX0Abl KOMMAaHUN CTPEMUTENIbHO CHUXXa/IUCH.
YHuBEpMar BbICTaBW/I Ha MPOA&XY CBOK 3HAMEHUTYK «OallHK» W fepemecTusics B 6onee
CKPOMHOE nomelleHne. EAQWHCTBEHHOE, 4YTO MOALEPXKUBAIO  TepreHve  akLMOHEpoB
KOMMaHUK1, — 3TO BXOAALLME B COCTaB KOPMopauuy peMOHTHbIE LIEHTPbI, CTPaxoBoe 06LLeCTBO
All-State Insurance, kapTouku Discover Cards, a rnaBHoe — CTOMMOCTb MpUHaANEXaLLEeN
KOMNaHWW HeABVXXUMOCTMW.

Kak 6bl TO HM 6b110, K KOHLY 1995 rofa CTano KasaTbCs, YTO MOJSIOXKEHWE 3TOM CETU
YH/BEpPMaroB MOXeT ynyywmntbes. K gekabpro 1995 roga npogaxu B MarasvHax yBeNMYMInCh
noyTn Ha 6 NPOLIEHTOB, HECMOTPS Ha OO6LMIA craf PO3HUYHOM TOProBAM B 3TOT MNEPUOA.
OCHOBHbIM  OpY)XMeM KOMMaHWM Sears Ha MNyTU K BO3POXAEHUIO CTana KpanHsas
COCPeOTOYEHHOCTb Ha «0o0fiee MArKOW» CTOPOHe MpPOAaBaeMblX TOBapoB. PykosoaMTenw
pewmnnn, 4to obliee npeAcTaBneHMe O SearS Kak O MpofaBue TOBapoB AJ/IMTENIbHOIO
MOMb30BaHUS MOXKET MOCMY)XUTb Ha Mosib3y KomnaHuu. OHW NepeHecin npofjaxy mebenu B
OTAe/ibHble MarasuHbl C OTKPbITbIM [OCTYNOM. 3aTem, NpOBeAs arpeccrBHYH pPeKNaMHYyHo
KaMmnaHuio CBOeN «bosiee MArKon» CTOPOHbI, J06aBMB K aCCOPTUMEHTY MHOrMe WU3BECTHble BO
Bcell AMepuKe TOProBble MapKW, paclumMpvB MNpPoXoAbl, 0OHOBMB BUTPWUHbLI W chenas 6onee
MSArKOe OCBELLEHWNE, OHN YBEIMYMAM YPOBEHb MPOAXK YKEHCKON oaexAbl Ha 10 npoueHToB —
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Ba)KHOE JOCTVKEHMWe A4/15 TOProBOM CeTH, B KOTOPOM 70 NPOLEHTOB BCEX NMOKYNOK COBEPLLAKOTCS
XKEeHLMHaMW.

Celiyac, Korfja nuWeTCA 3Ta KHWra, CO3JaeTcsl Breyat/ieHWe, 4YTO KOHLEeHTpauus
BHVMMaHWs Ha 6osiee NPUObIILHON «b60/1ee MArKOM» 4acTu ee GM3HECA B COCTOSAHUU OXMBWUTb
yHuBepmarn Sears. (XOTi MOXHO YNOMSHYTb M O TOM, 4YTO Sears, KpoMe TOro, 3aHuWMaeTt
YHUKa/IbHYIO HULWY MPOAXKN «BCEX TOBAPOB MOJ, O4HON KpbILel», UTO B Hall BEK BCEOOLLEN
CMeLLKMN 0Ka3blBaeTCs OYeHb NPUBEKATEbHbIM A/1 MOKYynaTesnei.)

Tak nnun nHade, ecnm Obl Kopriopaums Sears He co3fana 3ToW cneumanmsaunm, HacTosLLas
rnasa He HasblBanacb Obl «Kakoli YpoK, BO3MOXHO, YCBOW/IN B Sears». Ee Ha3BaHueM 6bino 6Obl
«lOMHUTE, BbINN Takne yHUBepMaru Sears?»

Ecnn Bam KaeTcs, UTO Bbl MOXETe MO3BONUTL cebe 060MTUCL 6e3 cneuumannsauuu,
BCMOMHMTE 0 Koprnopauuy Sears.

KoHUeHTpauusa Ha 4eM-TO OAHOM U NpeaBbIGopHas KamMnaHus
K/IMHTOHa

OH npowurpbiBas. brunn KAMHTOH NOMy4mn CAMLLIKOM MHOMO YA3ap0B Ha MpeLBapuTe/ibHbIX
Bbl6opax 1992 rofa. MpaKTUYECKN KaXXAbliA y4acTBYIOLLMIA B NPeABbI6OPHOM KaMnaHWM cumnTan,
4TO ero KoHel, 6/1M30K.

Mpobnema KnMHTOHA COCTOsAMA He B ero /I06BM K APYrMM XeHLMHaM noMumo Xuinapu
KnuHtoH. OHa coctosina B ero tobsu K Gecnopsgky. OH NPoM3HOCKUN OAHY pedb CerogHs u
COBCeM ApPYryto 3aBTpa, MPUYEM MEXAY HUMU He OblfIo HUYEero obLLero.

Kak Obl TO HM 06bl10, NPUOGNN3UTENBHO B CepeauHe MpPeABbIOOPHOM KamnaHuu,
BbIpa3nTe/lbHO MaxHYB PYKOW B CTOPOHY WCYEPYEHHOW LOCKM B LITab-kBapTupe KMHTOHA,
PYKOBOAMTENb NpefBbl6opHOM KamnaHum Mxeiivmc Kapsunib noBepHyn Kypc Ha 180 rpagycos,
CKa3aB BCero Yetblpe c/ioBa: «Ham Hy)KHa 3KOHOMUKaA, UANOTbI».

HaunHas ¢ 3TOro MOMeHTa KaMmnaHusi HA Ha MUHYTY He Tepsna 13 Bugy rnasHon naen. [o
3TOro npenBbl6OpHble peun KAMHTOHA KacaiMcb BCEro: OT NOApasfenoB  HaJoroBoro
3aKOHOAATeNbCTBA A0 «CKOMb3ALLEN LUKa/bl» 3aKOHa O COuManbHOM obecrniedeHMn. Tenepb
KNnMHTOH nocneposatefisHO Haneran Ha 3KOHOMUKY. 1, ncnonb3ys ee Kak TapaH, MOCTENEHHO
npobunn HacKBO3b NPesBbIOOPHYO NOUTUKY CBOEr0 OnnoHeHTa Ixopaka byuia.

KNWHTOH NOCTOAHHO 06paLLancs K caMol CyTu psiAoBOro ameprkaHua — ero BOLUe/LLIEeN B
MOroBOPKY MPaKTMYHOCTU M CTpaxam, OBMaAeBLUMM ero AyLoW Ha (hoHe NpPOoAO/HKatoLLerocs
cnaga npomussoactsa. OH CTan KaHAMAATOM OT 3KOHOMUKM — TEM, KTO CMOXEeT PeLunTb 3Tu
npo6nembl. A, HECMOTPS Ha BCe CMYXWN U NOA03PEHMS, HECMOTPS Ha pas3naf C XXEHOM U CTUNb
XW3HW W PYKOBOACTBA, KOTOPbIA 3acTaBfsifi MHOTMX He [0OBepsTb eMy W HasblBaTb €ro
«CKO/Mb3KUM Bunnux», KnuHToH nobeann. Mobeanna cneumnannsaums.

CneunanmsnpymTecb U KOHLUEHTPUPYWTECH HA 4YeM-TO OAHOM. Bo BceM, HaumHas oOT
PEKNIAMHON KamnaHUW >KapeHoro apaxuca v A0 NpPeABblOOPHbIX KaMMaHWn MNpe3neHToB,
nobexxaaeT creyvanmsaums.

Korpa 3peHne 6aHKMpOB NMOMYTU/IOCL: Ha YeM CrnoTKHyack Citicorp

Ecnn HoBaTOpckune upen Bo3Hecnn Citicorp Ha camyk BeplivHY, TO OTCYTCTBUE
crneynannsaummn efpa He BEPHYNO ee B 6E3BECTHOCTb.

B 1980-x rogax Citicorp HamomuHana MonynspHOro BbICOKOOMN/IAYMBAEMOro at/eTa,
KOTOPbIA NPOYeN C/AMLIKOM MHOMO raseTHbIX CTaTeil 0 CBOEM BeMYMU. HeMbICIMMBIA ycnex,
BbI3BaHHbIA LiebIM PSAOM BHEAPEHHbIX 3TOM KOMMNaHWEN MHHOBaLWIA, CyAs No BCeMy, yoeann
PALOBLIX K/IEPKOB, 4TO KomnaHus Citicorp CTOMT Bblle (yHAAMEHTaIbHOro MNpUHLMNa
MapKeTVHIa U el He Hy)KHa crieuyanmnsaums. [ns Hee HeT HAYEro HeJOCTUXMMOr0, U OHa MOXKET
OOMUHMPOBATb Ha BCEM 3KOHOMUYECKOM Men3axe — OT 60MbWOro no 06bemMy pbiHKA
NMoTPebuTeNbCKMX 6aHKOB 4O BCEMUPHBIX KOMMEPYECKUX 6aHKOB U T.4,

B TO e Bpems gpyrve (hMHaHCOBblE Y4YPeXAEHWS Hayasu WUCMNOBeAOBaTb PENUrnI0
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crneuvanmsaumn. Bank of America 0Tkasancsa OT CBOMX 3arpaHUYHbIX M ONTOBbLIX Orepauynii 1
COCPefoTOYN/ICA HA TOM, YTOObI CTaTb AOMUHMPYIOLLMM MOTPEOUTEILCKUM 6aHKOM 3anafHoro
nobepexbd. Chemical Bank 3a6bin 0 MeXayHapogHOM 6aHKOBCKOM fefie, YTOObl COCPeAoTOUNTb
BCE CBOE BHMMaHME Ha OO/bLUON HE3aHATOW HULle — MPeanpuUATUSX Masoro U cpeaHero
bun3Heca.

Citicorp npogomkana cosepLuaTb OWWKMOKM, CTaB MPUMEPOM PaCcCesHHOro BHUMaHWS,
noTepu (YoKyca, CIMLLIKOM 60/bLUMX NPUTA3AHWIA.

Ceityac, B MOMEHT HarnmcaHus 3TOM KHWUIM, MOXOXEe Ha TO, YTO 3Ta KOMMaHWUs BCe-TaKu
BbDKMBET, XOTA Obl MOTOMY, YTO OHa, KaXeTcsd, Hallia HaKOHeL, CBOK CheLuanu3aupmio,
CKOHLEHTPMPOBaB BHUMaHWe Ha HULLE MOTPebUTENbCKMX 6aHKOB C HEOO/bLUION NPUOLIILIO, HO
BbICOKMM 060poTOM. OfHaKO B3eT, nafjeHue W BbDKMBaHWE 3TO KOMMaHWW nocne nageHus
[at0T HaMm crieflytoLmii YpoK.

HUKTO — paxe camas HOBATOPCKas M BblAAoLLascsd KOMMaHWs B CBOE OTpacim — He
MOXET ObITb A4/151 NOTPebuTenein BceM OAHOBPEMEHHO.

Kakumn 6bl noTpscaloMMy HaBblkamMmy Bbl HU 06M1afaiv, 3T HaBbIKU HYXXAAKOTCH B
crneuyanmnsauuu.

UTo elle MOryT caenathb A/1s Bac Balla No3nuusi U cneumnanmlagms

OHM cpenaloT Bally YCTHYK peknamy 6onee 3(P(EKTUBHON. BMecTo TOro 4To6bl
nepeaasath APYr ApYry MHGOPMaLMO 0 TOM, YTO Bbl KOMMAHUS, 3aHMMAtOLLAACs 3aK/THUYEHNEM
[0rOBOPOB O CTPaxOBOM PEMOHTE MOPCKUX CYA0B, HanpumMep, Noan ¢ ropasfo 6onbLueli 0X0ToM
OyayT roBopuTb, UTO Bbl UCTMHHO aMepMKaHCKas MOpCKas CTpaxoBas KOMMaHus, — 3T0 ropasfo
6onee cubHas NO3MLUMA C TOYKM 3pEHNS BNafeNbLeB Cy0B, KOTOPble XOTAT, YTOObI KOMMaHWs,
C KOTOPOIi OHM 3aKNHYMIN AOrOBOP Ha CTPAXOBOW PEMOHT, BCe eLle NPUCYTCTBOBaNAa Ha PbIHKE
yepes [Ba rofa, Korga y H1x Ha cyfHe NoneTUT HUXKHSS Kamepa ABuraTens.

OHuM cpaenatoT 6onee aheKTUBHONM Ballly «peknamy Ha ackanatope». Balum coTpyaHMKM
MOryT MNPEeKpacHO PeKNaMMpoBaTh Bally KOMMaHW0 BO BPEMS MOAbeMa Ha 3cKalatope —
0CO6EHHO ecn UM eCcTb UTO CKasaTb O CBOel paboTte. K coxaneHuto, BepHO 1 06paTHOe: BaLlu
COTPYAHVKM MOTYT Cepbe3HO NOBPEANTbL BaM, €C/IM OHW He 3HAtOT, YTO AenaeT Bally KOMMNaHu
ocobeHHOW. Koraga KTo-nnb0o crpaluvBaeT TakKoro HeyBepeHHOro COTPYAHMKA O Ballel
KOMMaHWM W OH [aeT TyMaHHbIi OTBET, €ro peakuusi 4acto OyfAeT WCTONKOBaHa Kak
6e3pa3nnume, a HUKTO He 3axoyeT obpallaTbcad B npeanpuaTve cdepbl YCnyr, paboTHUKM
KOTOPOro 6e3pas/inyHo OTHOCSATCSA K CBOMM 006513aHHOCTSIM.

OHM nomMOryT BaM CMNOTUTb CBOW  KOMMEKTUB. YTBEPXAEHWE, B  KOTOPOM
chopMynmMpoBaHbl OTIMYMTENbHbIE 0COGEHHOCTM Balleli KOMNaHWM, MOXKET 3acTaBWTb BallWX
PaboTHMKOB TaKXe MO4YyBCTBOBaTb Ce6Si OCOOEHHbIMW, MPOCTO MOTOMY, YTO OHMW SABNAKOTCS
YacTbiO BaLLENn KOMMaHUMW.

OHM npuaaayT opMy BalMM MapPKETUHIOBbIM BbICTYNNEHUAM W 3aCTaBAT Ofei,
KOTOpble MX roTOBAT, paboTaTb OAHON KOMaHAON. ACHas NOo3vums U CO3HaHWE TOro, Ha YeMm
NpPeacTOUT COCPefoTOuMTb BHUMaHUe, OyaeT AN HUX CUTHaNoM K AeicTButo. Jlroan, cTosLime
3a nporpaMmamMu npsMoro MapKeTUHra, MapKeTUHra no TeneqoHy 1 3a peKnamHon KamnaHuen,
OyayT 3HaTb, Ha YTO UM CnefyeT cenatb 0Co6bIA ynop. JToan, KOTOPbIM NPeACTOMT YC/bllaTb
1 YBMAETH BaLLN PEKNAMHbIE BbICTYM/IEHUSA, MOYYBCTBYOT B HUX €MHYIO MbIC/b U OOLUMIA TOH.
W oHM ByayT TOYHO 3HATb, KTO Bbl TaKue.

YpoanmBbie KOLKN, Ty(p/IN-Nnoa04KN 1 CIMWLKOM A0POrme yKpalleHus:
BOMUIOLLLASA HENTOTMYHOCTb LIEHOO6pa3oBaHUsA

YKeHuwmHe 13 [leHBepa HY)XXHO Obl10 MPoAaTh YeTbipex AOCTATOMHO MWAbIX KOTAT. OHa
NMoMecTMNa YacTHoe o6bsiBneHMe B rasete DenverPost «Ypoanmeble Kowwku. 100 gonnapos
Kaxkaas. 555-5555».

Ha 06bsBNeHMe OTK/IMKHYNOCh BOCEMbAeECAT 4venoBek. OHa cKasana no3gHee, 4YTo Morsa
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MpoAaTh CBOMX KOLUEK 3a KyAa 60/bLUYI0 CYMMY.

B Hauane 1980-x komnaHua Timberland nepexwuBana Tsxenole BpemeHa. OHa Bbinyckana
KayeCTBeHHbIe TY(/IM-NOA0UKY, LieHa KOTOPbIX Oblna HUXKe, Yem y nngepa oTpaciu, KOMnaHum
Topsiders. Kasanocb, XOpOLMA NPOAYKT W HU3Kad LeHa LO/MKHbI Obln paboTaTb Ha HUX,
OfHaKo fena wnu nnoxo. 3atem B Timberland npuHAIN 04YeHb NPOCTOE peLUeHne: OHW NOAHANN
CBOM LieHbl, TaK YTO Te CTa/IM HAMHOI O MPEBOCXOANTD LieHbI, Npeasiaraemble Topsiders.

Mpojaxu pe3ko BO3POC/N. TOYHO TakK e OHW YBENMYWIUCL U Yy KOMNaHuum American
Express, Korga ata KOMMaHWA 3axBaTu/ia MPEeCTUMXKHYK HULLY Ha PbIHKE KPeAWTHbLIX KapT,
YCTaHOBMB LieHY CBOEI KapTOUKM BCEro Ha OA4UH fonnap Bbiwe, Yem y Diners Club.

B kHure «BnusHue» (Influence) PobepT YuanguHu onucbiBaeT MOYTM OTYasABLUYHOCS
BMafenunuy MarasmMHuMKa, pacrofioKeHHOr0 B ApU30HE U TOPryHLWEro UHAENCKUMM
yKpaweHnaMn. HecmoTps Ha MWK TYPUCTCKOrO Ce30Ha, OHa HMKaK He Mornia npofatb
3aKynyieHHble el yKpalleHus ¢ 6upto3oil. OHa nblTafacb YCTpaMBaTb  Pacrnpofaxy.
Be3pe3ynbTaTHO. OHa MbiTaNacb YCTPOUTb «TPEHUHI» MO MPoAaXe YKpalleHWuid (MHbIMK
cnoBamMu, MOTUBMPOBaTb CBOMX COTPYAHMKOB Ha «NpoTa/iKnBaHMe» ToBapa). bespesynbTaTHO.

HakoHel, BeuyepoM, nepef cambiM OTbe3LOM B KOMaHAMPOBKY, Bnajenuua marasvHa
OCTaBW/MNa CBOEN 3aBeAyHOLLEN 3anmnCKy: «Ha BCe B 3TON BUTPUHE LieHa X 1/2».

Uepe3 HECKOMbKO [Hell OHa BepHynacb M3 KOMaHAMPOBKM W 0OHapyXwuna, 4TO BCe
npogaHo. Ho He no ToW npuuymHe, MO KOTOPOM OHa AyMana. 3aBefylollas He pasobpana
HanucaHHYH OT PYKW 3anuCKy, NpouMTasia B Heil «leHa X 2» U MOBbiCWNA LEHY Ha BCe
yKpaLleHus B Ba pa3sa!

HekoTopble CKMOHHbI CYMTaTb, YTO LEHOOOpa30BaHWE OTHOCUTCA K 4ucny Haubonee
nofJarolmxca  NIorke  YacTel  MapkeTuHra. Bce npuBedeHHble  Bbllle  NpUMeps
CBUAETENbCTBYHOT O MPOTUBOMOIOXKHOM.

He cuuTalite, 4To NOrMYHoe LieHOO6pa3oBaHMe — caMoe pa3yMHoe. BO3MOXHO, Balla
«BbIFOAHAasA» LieHa, BMECTO TOro YTobbl NpUB/EYL NMOKYNaTenei, 3acCTaBUT Bac BbIMNALEeTb B UX
rnasax BTOpopaspsgHOin KomnaHuen.

LleHoo6pa3oBaHMe: MPUHLMMN CONPOTUB/IEHUS

«[popaboTaB HECKO/bKO MECALEB, S COBEPLUMIA BEIMKOE OTKPbITUE, — HeflJaBHO CKasana
MHE 0AHa MO/10Aast XXeHLMHa. — ECTb 04eHb NPOCTON CNOCO6 NONYYMTb CTONLKO NOKYNaTenen,
CKO/MbKO X0YeLLlb: HYXKHO MPOCTO YCTAHOBUTb NOUTW MUHUMA/bHYIO LIEHY.

OHa npaBa. Ecnv HUKTO He XanyeTcs Ha BallW LieHbl, 3Ha4YMT, OHW CIULLKOM Hu3KKue. Ecnm
MOYTU KaXK/bli UMW HeA0BONEH, 3HAYNT, OHW C/IMLLIKOM BbICOKME.

WTak, ecnn OTCYTCTBME COMPOTMBAEHWS O3HA4aeT C/MLLIKOM HU3KME LEHbl, a
CTOMPOLEHTHOE COMPOTMBNEHME — C/IMLIKOM BbICOKME, TO KakKOe COnpoTMBAEHMe OyaeT
npaBubHLIM? Kakoe CONpOTUBEHME NOACKAKET BaM, YTO Balla LieHa ONTMMasibHa?

MATHaauUaTb-ABaALATb NPOLEHTOB. 1 ANA 3TOro ecTb O4eHb NPOCTOE 0OBACHEHME: Aeno B
TOM, 4TO OK0Mo 10 NpoLEeHTOB NtoAein ByayT HeAoBO/MbHbLI /1060M LeHon. Komy-To XoueTtcs
noTtoproBaTtbCsl. [pyrne no npupode HeAOBEpUMBLI M MNpeanonaratoT, 4To Nobas LeHa
3aBblleHa. TPeTbM XOTAT 3anMNaTuTb Ty LiEHY, KOTOPYHO Onpeaennnmn ans cebs, ewe He Boas B
Ball MarasuH, MOTOMY YTO MMEHHO TaKyto LIEHY OHW HaAesICh NOMYYUTb U YXKE NPOCUUTANN C
ee Y4eTOM CBOI CeMeViHbIV OHOKET.

WTak, oTbpocum Bcex Tex, KTO OyAeT MpoTecToBaTb BHE 3aBUCMMOCTW OT TOrO, KakoBbl
BalM LeHbl. Tenepb cnpocute cebsi: B OCTaBLUMXCS CAyyasxX KaK 4acTO HaM MpuXoamTcs
CTa/IK1BaTbCA C CONPOTUBNEHMEM NOKyNaTenein?

ConpoTueneHme nopsgka 10 NpoLEHTOB OCTaBLUMXCS MOKynaTtenein (B CymMMe C MepBoit
rpynnoii 370 cocTaBMT 0KOMo 20 MNPOLEHTOB) GyaeT NPMOAN3UTENLHO OMTUMa/bHbIM. Kak
TO/MbKO 3Ta Lugpa NpeBbICUT 25 NPOLEHTOB, HauMHaNTe cOpackiBaThb LiEHbI.

Kanbkynsuus ueH noaobHa 3akpyuMBaHMIO railku. He6onbluoe CONpoTUBNEHWE —
XOPOLUWIA NPU3HaK.
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36erainTe onacHoi cepeAnHbl

MHorne KoMnaHum cgepbl YCIyr BbICYUTLIBAKOT CBOW LIEHbI UCXOASA U3 CPeAHEN, BbiCLUEi
M HU3LLIENW LieH Ha NPeAoCTaBsSiEMY0 UMW YCAYTY, NPUKNAbIBasA, BIMKE K KaKol KaTeropun OHU
HaXOLATCS C TOUKMN 3PEHMS KayecTBa. YBbl, 3Ta 3/10cHaCTHasA NpakTKa CO06LaeT X KIMeHTaM,
HaCKO/IbKO XOPOLLUMM Ha CaMOM [efie CYMTaeT KOMNaHUA CBOe 06Cy>KMBaHMe.

Cnpocute cebsi: eciM Mbl OLEHMBaEM CBOM YCNYrM B TakKytd CYMMY, YTO Mbl TaKuM
06pa3om coo6LaeM CBOMM KAMEHTaM M MOTEHUMabHbIM NOTPEOUTENSIM — UTO Mbl HE TaK YXK
XopoLun?

[Opyras npo6nema NofobHON cTpaTernn LeHoobpa3oBaHWs — 3TO NpobieMa OnacHoMm
cepeavHbl. Ecnn Bbl MpegocTaBnsieTe CBOWM YCAYrU MO BbICOKOW LiEeHe, GO/bLUMHCTBO M0Ael
npegnonaratoT, YTO Bbl 06eCneynBaeTe Hauyuyllee KayecTBO, — 3TO BeCbMa NpuB/eKaTe/ibHas
nosuyms. Ecnm Bbl npegocTaBnsieTe MX MO HWU3KOW LieHe, BO/bLUMHCTBO COYTET, YTO Bbl
npegnaraeTe MpuMeMIEMOe KayecTBO MO CaMbIM HU3KMM LieHaMm, — TOXe MNpuB/eKaTe/ibHas
nosuyms. Ho ecnm Bbl HasHauaeTe CPefHEHbKYH LieHY, Bbl FTOBOPUTE OYKBa/IbHO CrefyHoLLee:
«MBbl He camble ydLUne B 3TOM OTPac/v, Kak, BMPOYEM, Y HaLUM LieHbl, HO 1 Ka4ecTBo, U LieHa
[O0BO/IbHO HEnnoxm». TaKyl NO3ULMI0 HWKaK HeNb3si Ha3BaTb HEOCMOPMMbIM aprymMeHTOM B
BaLly Nosb3y.

MpeanpusTe BbICOYAMLLErO Knacca M MOCTaBLUMK YCAYr MO CamMO HU3KOWA LieHe
3aHVMatoT Hambonee BbIFOAHbIE HWLWKM. HO ecnn Bbl yCTaHaB/MBaeTe CPELHIO LeHY, BaM
NPUXOANTCS KOHKYPUPOBATb MPAKTUYECKM C KXKAbIM, & TaKUX KaXKAbIX He TaK YXK Maslo.

36eraiiTe onacHol cepeauHbl.

JloByLIKa HN3KOIA LieHbl

OueHb NPOCTO aprymMeHTVpPOBaTb PbIHOYHYHO MPUBIEKATE/IbHOCTb MO3ULMM MOCTaBLLMKA
YCNyr No caMoli HN3KOM LIEHe.

Bawa nosuums v nonmntuka LEeHOO6pa3oBaHUA BMOSHE SACHbI: caMas HU3Kas LeHa,
KOTOPYHO TO/IbKO MOXET HainTK notpebutens. Ho 3Ta No3mums cMepTesibHO onacHa.

e Tenepb Be/MKME MOCTABLUMKM [eLleBblX YCAyr BPeMeH Hallel HHOCTU? Te, YbW
MMeHa SIBNAMNCL CUHOHUMAMWM PO3HUYHON TOProB/AM MO CaMbiM HU3KMM UeHam: J.C. Penney,
Montgomery Ward 1 Sears? OHV MePTBbI, BbIMUPAKOT U 6/IM3KK K 3TOMY.

CerofHs, B MOMEHT HanucaHusi 3TOM KHWUIN, TaK >Ke, ecnn He 6onblue, CTpagarT
npojasLbl [eLleBbIX TOBapOB Ha BCeM CeBepo-BoCTOKe CoefMHeHHbIX LUTatos. Caldor wu
Bradlees noganu 3asBneHns o 6aHKPOTCTBe, Jamesway nogymMbiBaeT 06 aToM, a Ames n Filene’s
TepnAT rpoMagHble YObITKN.

MpopaaBubl [AeLeBbIX TOBApPOB M YCAYr MOABEPratdTCs OMaCHOCTM CO MHOFMX CTOPOH.
CHmwkKeHVe LeH He TpebyeT 60MbLLIOr0 BOOOPAXKEHNS, M 3axXBaTUTb MO3ULMIO NPOAAIOLLEro Mo
CaMOn HU3KOMW LieHe MOXHO, He npuberas K KpynHbIM UHBECTULMAM B CO3LaHue CBOE TOProsoit
MapKu. MoaTomy B 60/IbLUMHCTBE He CBA3aHHbIX C PO3HUYHOW TOProB/elt oTpacnet cdepbl ycnyr
no3vumsa [OeleBOro MocTaBLUiMKa BCerga OCTaeTCs PbIHOYHOM HWLEN, OTKPLITON Ans
NMPOHUKHOBEHWSA W 3axBaTa. CTOMT BaM [0OBECTM CBOK CUCTEMY COKpalLeHWUs CTOMMOCTM [0
COBEpPLUEHCTBA, KaK KTO-TO M300peTaeT /lydllytd, YTO UM OGHapyXwnu npojasLbl AeLleBbiX
TOBapOB, KOrAa Ha UX ropu3oHTe nosieunacs KomnaHua Wal-Mart.

MHoruve npojasLbl feLleBbIX TOBapoOB LO6OVBAKOTCA CBOE NO3ULMK, 6e3)Ka/I0CTHO [aBs Ha
MOCTaBLLMKOB. Ha KOPOTKOM NpPOMEXYTKe BPEMEHW TaKOe «BbDKMMaHME BCEX COKOB» MOXET
cpaboTaTb, NOCTaBLUMKM, KOTOPbIM HYXXHbI KNNEHTbI, CTUCHYT 3y0bl 1 6YyAYT BbINOMAHATL Ball
ycnoBusi. HO 3T MOCTaBLMKN HUKOrAa He CTaHyT BaluMMWU COH3HMKaMWU. OHWM MOTyT Aaxe
pacrnpocTpaHATb AYPHYH CMaBy O BalleM NpeanpusiTiK, YToObl KaK-TO KOMMEHCUMPOBaTh Balle
Nnnoxoe C HWMK obpalleHne. W ecnu, rofbl CNycTd, Yy 3TUX MOCTaBLUMKOB MOSBUTCH
BO3MOXHOCTb OTBEPTETLCA OT 0043aTeNbCTB, OHW CAENalT 3TO C PafoCTbio, U MyTb UX GercrTea
OyfeT OTMeYeH AYPHOI MOMBOI O BalLein KOMNaHUU™,
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* bonee feTaslbHOE PacCMOTPEHME UCKNHOUUTEbHON BaXKHOCTU XOPOLUMX OTHOLLEHWIA C
nocTaBLUMKamMn AN lo60ro npeanpuaTus ciepbl YCnyr npueefeHo B KHure [hkoHa Jflasa
«McDonald’s: Mo 1y ctopoHy apok» (John Love, Behindthe Arches). 3Ta KHUra Moxet
Cepbe3HO M3MEHWUTb BaLLl B3I/ Ha pa3/IMyHble 3aMHTEPECOBaHHbIE CTOPOHbI B BaLLIE KOMMNaHU
1 BaLl NOAXOA K ee MapKeTuHry. — lMpum.aBT.

CHWKas LUeHbl, Bbl TakXke O00HapyXuTe, 4TO Bam BCE TpPY[AHee 3aMHTEpPecoBaTb U
BLOXHOBUTb CBOMX COTPYAHUKOB. COTPYAHWKM 4acTO BOCMPUHWMAIOT BrOSIHE PasyMHYK W
OCO3HaHHYH0 CKPOMHOCTb KOMMAaHWM KakK CKapefHoCTb. YTo BaM 0O/blle MOHPaBUTCA:
KOMHaTyLlKa 6e3 OKOH 1 KOBPOBOIr0 MOKPbLITUSA, B KOTOPOW Bbl BbIHY)XKEHbI NPOBOAUTL COPOK
MATb YacOB B HeLesto, UM KOXXaHOe KPecsio, pa3BepHyYB KOTOPOe Bbl MOXETe HAac/MaAuTbCH
POCKOLLHbIM BUAOM M3 OKHa CBOero ogumca?

Ho 3TO NpoCTO paccyxfeHus, CkaxeTe Bbl. ['ae TBepAple (akTbl, LOKa3biBaOLMe, YTO
HM3Kas LieHa — 3TO0 /IOBYLLKA?

HainTn Takme thakTbl MOXXHO B HarvardBusinessReview. B BbiNycKe 3a CEHTAOPb-OKTAOPb
1980 roga Ywunbam Xann pacckasasl O CBOEM WCCnefoBaHWW, B KOTOPOM OH CpaBHUBa
KOMMaHuK, [Aenatoliye yrnop Ha TO, 4TOObl OT/MYATLCA OT [PYrux, C TEMW, KOTOpble
y4acTBOBa/IN B LIEHOBON KOHKYPEHLMN.

Mo Bcem nokasaTeNiiM — [oXo4am Mo akuusaMm, [OXOZam Ha OCHOBHOM Kanutan W
CpefHerofoBbIM TemnaM pocTa [AO0XO4OB — KOMMaHUW, CAenaBlive CTaBKY Ha OT/In4ms,
MPEeBOCXOANIN CKYMEPASAeB.

WccnegoBaHne Xana MNOATBEPAMIO TO, YTO CaMOCTOATENIbHO O6HapyXxunu ans cebs
pykosoautenn ADP, nugepa B 06nacTu pacyeta 3apaboTHOM nnatbl. «Mbl HUKOT[a faxe He
OygemM nblTaTbCA BblpaboTaTb CTpPATErunt, OCHOBaHHYH) Ha LeHe, — 3asBW  [/1aBHbIiA
afMVHUCTPATOP 3TON KOMMNaHUW koW Y3CTOH. — B LieHOBOI KOHKYPEHLMW HET HUYEro, YTo
OT/IMYaN0 BObl HAaC OT APYrux».

MoMHWUTE O criefytollem: 60MbLUMHCTBO MOTpebuTenein ycnyr uMerT Ans Bbl6opa
BapuaHT, KOTOPbIN OyaeT 3aBeJOMO AeLleB/e 060 Ballel LeHbl: OHU MOTYT cfenaTb TO, YTO
MM HY)>XKHO, CaMu UM BOOGLLe 3TOrO He fJenaTtb. JlomoBnagesneL, MOXeT caM NMOKPacuTb CBOM oM
NN OTKNaAblBaTb 3TO [0 GECKOHEYHOCTW, KEHLIMHA, KOTOpPYH 6ecnoKouT poAaumoe MSATHO,
MOXeT caMa MocTaBUTb cebe AuMarHo3 wuam  Boo6GLWe OTKasaTbCid OT  MEAULMHCKOro
BMeLLaTeNbCTBa, NOTEPNEBLUNA YObITOK NOAPALUMK MOXET cam NpeACTaB/ATbL Ccebs B cyae uUm
CKasaTb: «A MoLIo BCe 3T0...»

Jton noyTtu Beerga MoryT HaTu 6onee AeLleBblid CNOCO6 NOMYUNTb HYXXHYIO UM YCYTY,
1 NONbITKN KOHKYPMPOBaTb C 3TUMK 6onee AeLleBbiMM Cnocobamn He MPUHECYT BaM HUKAKOro
YL,0BNIETBOPEHUS.

OnacaiTecb HKHEro npegena.

LleHoo6pa3oBaHue: ypok lNukacco

Bo MmHoOrumx otpacnsx ciepbl 00CNY)KUBaHWUS — HOYHOWM [OCTaBKM, MpayeyHblX,
3aKYCOYHbIX — «MNPOAYKT» 3TOW YCNYrn NPeBPaTUICA B NPUBbIYHbIA NPOAYKT NOTPE6eHNs, 1,
COOTBETCTBEHHO, LIEHO0Opa3oBaHMe B 3TUX OTPaciAX MOAYMHAETCA TeM >Ke 3aKOHaMm, 4To ”
Apyrvie NpoAyKTbl NOTPebneHNs: NPUObLINb NOTyYaeT TOT, KTO NPeAN0XUT HAaMMEHbLLYIO LIEHY.

Ho B muninoHax Apyrux ycnyr ueHoobpas3oBaHue MpeacTaBniseT cobol Kyda MeHee
MPOCTOM BOMPOC O TOM, «4TO BbITEPNUT PbIHOK.

UYacTo 0Ka3blBaeTcsi, YTO OH B COCTOSHUW BbITEPNeTb AOBONBHO MHOroe. Mon apyr
nopaxkaetcs TOMY, Kak ero 6par ymyapsercd 3apabatbiBaTb MWINMOH [0N/1apoB B TOf,
pacckasbiBasd KoMmnaHuam Tuna Coca-Cola, 4to rotosut nm byayuiee. JlopeHc Tpaiib 6epet 750
[O0NNapoB B 4ac 3a TO, YTOObI MpounTaTb [eno, 064ymartb ero U B ciayyae Heo6XOoAMMOoCTU
npeactasnte B BepxosHom cyge CLUA. KuHopexuccepbl, Bennkue qotorpadol, Beayline
COBETHMKM MO pa3/IMyHbIM BOMpocaMm 3apabartbiBatoT LOCTATOYHO, YTOObI MOKYyNaTb KapTUHbI
MoHe.

CKONbKO CTOAT Ta/laHT M YM — W1 NOYEeMy B HEKOTOPLIX CyyasX OHW CTOAT TakK MHOMQ?
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CKONbKO CnefyeT 3anpocuTb 3a CBOWM ycnyrmn? Xopowime Bonpockl. Mpexae yem oTBevaTb Ha
HUX, NOAyMaiTe Haf, CNefytoLLen NCTOPUER, KOTOPYHO pacckasblBatoT 0 Mabno Mukacco.

OfHa >eHLLMHa Lua No NapykcKon ynuue 1 3ametuna MNukacco, genaroLero Habpocku 3a
CTO/IMKOM YNn4YHOro kadge. O6pafioBaHHas, HO He HACTO/IbKO, YTOObl He O6blTb HECKO/bKO
becLepeMOHHOR, oHa crpocuna [lMnMkacco, MOXET M OH caenaTb HabpOCOK C Hee 3a
COOTBETCTBYIOLLYHO Mnarty.

Mukacco cornacuncs. Bcero 3a HECKOIbKO MWUHYT HabpoCOK Obll FOTOB — HACTOALLMIA
pucyHok lMukacco.

— W CKONbKO 51 BaM [JO/MKHA? — CMPOCK/IA XKEHLLIMHA.

— MaTb ThicsY hpaHKoB, — 0TBETUN MUKacco.

— Ho Bam noTpe6OBanoch A1 9TOr0 BCEr0 TPU MUHYThI, — BEX/MBO HaMOMHWMA OHa
XYIOXHUKY.

— HeT, — Bo3pasun MnKacco, — As 9TOro NoTPe6oBanach BCS MOSH XKM3Hb.

HasblBas LieHy, I/I3MepFII7IT6 €€ HE B 3aTpPayvYeHHbIX Yacax, a B 3aTpavyeHHbIX rogax.

JononHeHne NAOTHUKaA K NpuHuuny lNmnkacco

OfMH YenoBeK HWKaK He MOr M36aBUTLCA OT CKpWMa nosiosumy,. Yto 66l OH HK npobosan,
HMYero He nNomorano. HakoHel, OH MpUrIacun NAOTHWKA, KOTOPbIW, KaK CKasain emy Apy3bs,
OblN1 HACTOALLMM MacTepOM CBOEro Aena.

MacTep CBOero Aena BOLIeN B KOMHATY W yc/blwan ckpun. OH nocTaBui Ha CTON CBOWA
ALUMK C UHCTPYMEHTaMW, BbIHY/1 U3 HEr0 MOJIOTOK U TBO34b U TPeMSA yhapamu 3abun rsosfb B
nosnosuLy.

Ckpun ucye3 Hascerga. MAOTHWUK BbITALLM M3 KapMaHa KBUTaHLMIO W Hanucan Ha Hel
06LLyto cymmy — 45 aonnapos. Hag 3Tol cyMMol 6bI/10 eLe ABe CTPOKMK:

3abuBaHue reo3as — 2 fonnapa.

3HaHue, Kyaa ero 3abuTs, — 43 gonnapa.

HasHauaiiTe LeHy 3a 3HaHWe, Kyza 3a6UTb rBO3Ab.

BbIrogHOCTb — 3TO HEe No3nyus

.Cenv Bawlel rnaBHOM Mo3nLMeRn Npu NPoLaxke CBOEN YCNYru ABMSETCA ee BbIrO4HOCTb
noTpebuTeNto, y BaC HET HNKAKON NO3uL 1N,

BbIro4HOCTb He ABNAETCA KOHKYPEHTOCMOCOOHOM no3uuuein. BbIrOAHOCTb — 3TO
obeLLaHye, NPAMO UM KOCBEHHO COAEPXKALLeecs B K0 ycnyre. TakoBO OCHOBHOE Npasuiio
BbDKMBaHWA. LieHa ycnyru fo/mkHa B [LOCTATOYHOM CTEMEeHW YeCTHO OTpaxkaTb €€ BbIFOAHOCTb
noTpebuTeNto, NHaye NPeLnpuUATAE CO BPEMEHEM NPOTOPHT.

HekoTopble topuanyeckue rpmMbl NpocaT 50 40nnapoB 3a HeocrnapuBaeMblid pa3sog. A
topucT JlopeHc Tpalib 6epeT co CBOMX KNMeHTOB 750 A0nnapoB B Yac. KnmeHTbl Acme roBopaT,
YTO OHW MOJYYatOT BbIrOA4Y 3a CBOM [eHbrn, a 60M1bLUNHCTBO KMEHTOB Tpaiba ykasblBaloT Ha
pe3ynbTaTbl €ro yyactTus B npoteccax (CYeT BbIUTpaHHbIX Aen B BepxoBHoM cyfe — 15:6). U
OHU TOXXEe rOBOPAT, YTO 3TO BbIFOAHO.

B cgepe ycnyr BbIrOLHOCTb BOCTMPUHMMAETCA KaK [AaHHOCTb. A [aHHOCTb HE MOXET
NpeLCcTaBNATb COO0M XU3HECTIOCOOHYHO KOHKYPEHTHYIO NO3ULMIO.

Ecnn BbIrOAHOCTL — 3TO MEPBOE, C Yero Bbl HauMHaeTe CBOV MAapKETWHI, OH He OyaeT
3(h(heKTUBHbIM.

Ecnu BbIrOAHOCTL — 3TO NyyLlas Nno3uLms, KOTOPYHO Bbl MOXKETe NPeanoXuTb, BaM CTOUT
noAymatb Haj, COBEPLLEHCTBOBaHNEM MPefoCTaBNAeMbIX YCYT.

MoHorpamma nogxoanT ans pyballek, a He As1s1 Ha3BaHUs
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ADP , dmm, eti, adc, apc, ABC, CBC, BCW... Kakoe u3 MepeyncneHHbIX BbliLLe
«Ha3BaHW» Bbl 3aNOMHUAN? Hi ogHOro?

He paccTpamBaiitecb, HET HU eJMHOI0 Ye/I0BEKA, KOTOPbIN YCNeLHO Obl CNPaBuCcs ¢ 3TUM
TECTOM Ha 3anoMWHaHWe. JTO CBA3aHO C TEM, 4YTO JIHOAM HE CrOCO6HbI 3anoMUHaThH
MOHOrpammMbl. MoHorpaMmbl He 06/1aat0T CBOMCTBOM 3arnoOMUHaEeMOCTU. Kpome TOro, OHU He
COZEPXKAT HU HaCTPOEHWS, HN OTHOLUEHMWS,, HWU COAepXaHusi, HW O6eLlaHns, HU TEnaoTbl, HU
4e/I0BEYHOCTMU.

Tak noyemy ke KOMNaHWy Tak YacTo UCNOMb3YHT B KaYeCcTBe Ha3BaHNA MOHOrpamMmmbl?

BuHoBata IBM. Ee npumep ybeaun pykoBOAMTENeW, YTO CTOWUT TO/MbKO AaTb CBOEi
KOMMaHMW Ha3BaHVe B BUAE 3BYYHON MOHOrpaMMsbl, Kak y IBM, 1 el obecneyeH Takoii Xe ycnex
Ha pbIHKe.

Ho 3T0 BCe paBHO YTO AyMaTb, YTO KpOCCOBKM Maiikna [hxopgaHa cAenatoT Bac TakUM Xe
atneTom, kak Marikn.

JT0 BCe paBHO 4TO [AymaTb, YTO HaCTyr/jeHWe MONYHOUN HABNSAETCA CNeACTBUEM
CbefleHHOro BaMu YXKMHa, NOCKO/bKY MOIHOYb BCErAa HacTynaeT noce y>KuHa.

OfHaKo NMpU4YMHa NOMIHOYN He B Y)XKMHE, a nNpuynHa ycnexa IBM — He B Ha3BaHWW 3TOM
KOMMNaHWW.

[Jalite cBoeMy NpeAnpuUsTUIO UMS, @ He MOHOTPaMMmy.

He cMewunTe MmeHs

Bonblioe WCKylleHWe — fAaTb CBOE KOMMaHWM Ha3BaHwe, o6najatoliee 0COObIM
CMbIC/IOM.

MHorga 3710 WCKYLUEHWE OKa3biBAeTCH HACTONIbKO CW/bHbIM, YTO Bbl [aeTe CBOEMY
npegnpuAaTUIO SKOObI «OCTPOYMHOE» Ha3BaHue. Hy, HanpumMep, Ha3BaHue «Hair Apparent»* ans
K/IMHWKM NO MnepecasKe Bosoc.

BoT npocToii cnoco6, cnocobHbIn yoeanTb Bac He NOAAaBaTbCA 3TOMY UCKYLLEHUIO.

BbibepuTe B TeNePOHHOM CrPaBOYHMKE OfHY M3 KOMMaHWI C TakUM 3a6aBHbIM Ha3BaHVEM
(ckopee BCero, aT0 OKaXETCA NapukKmaxepckas unv nuyuepus). He noneHNTeCL NOMTU Mo 3TOMY
aflpecy u 3arnsHyTb BHYTPb. Bbl 3amMeTUTe f1B€ 0YeBMAHbBIE BELW. Bo-nepBbIX, Bbl HUKOra 34eCb
He ObiBa/IN. BO-BTOPbIX, TaM NOYTW HET K/IMEHTOB.

HasBaHue KoMnaHWM — 3T0 He NOBOA A/151 3a6aBbl.

XoTuTe BblAENATLCA? BblgensinTecs!

KomnaHusa Kimberly-Clark TpaTuT MUNANOHBI A0N1APOB €XKerofHO Ha To, YTOObI 0AN He
HasblBa/IM OO0 6GYMaXKHBIN MNATOK «KIMHEKCOM». KomnaHua Xerox nocTynaeT aHasorMyHbIM
06pa3oM, YTOBbI C/I0BO «KCEPOKC» He CTasl0 CUHOHUMOM «KOMUI».

Mouemy e nofobHoe yrnoTpebsieHNe BbI3bIBAET Y ITUX KOMMaHWIA Takoe BOSIHeHWE? OHU
He XOTAT, YTOObl Ha3BaHME WX NPOAYKTa CTasio 06LLeYNnoTPebUTENbHbIM TEPMUHOM, a XOTAT,
4TO6bI OHO OCTaBa/I0Ch NPUHALNEXKALLEN MM TOProBOM MapKOiA.

* «Hair Apparent» — [0ocnoBHO «OueBMAHbIE BOJIOChI», Mapagpas CO3BYYHOrO
BblpaXeHus «heir apparent» — 6eccnopHbIi (04eBUAHbLIN) HacNefHWUK. — [MpuM.nep.

3 Tex e COOBPAKEHNIA, U3 KOTOPbIX 3TV UCKYLLIEHHbIE B BONPOCAX PbIHOYHOW NOMUTUKM
KOMMaHUM He XOTST NpeBpallaTb CBOW TOProBble Mapku B 06LIeYynoTpe6uTeNbHbIE TEPMMUHBDI,
BaM He creflyeT WCMoMb30BaTh O6LLEYNOTPEOUTE bHbIE TEPMUHBI B KAUecTBe CBOEI TOProBoii
MapKku. Bk/ovarollee MX HasdBaHve He OYAeT NpUHaAnexaTb TONbKO BaM, a 6yaeT SBNATbCS
BCEOOLLMM [OCTOSHUEM.

Tpu KoMNaHUM B MUHHEANonnce NMeHYHTCS, COOTBETCTBEHHO, «PUHAHCOBbIE YCYTU»,
«®UHAHCOBLIN creuuanncT» M «®UHAHCOBbLIA KOHCYMbTaHT». HO CKaXWTe-Ka, KakoBa
BEPOSITHOCTb TOrO, 4TO, MO3BOHM BaM C PEKNaMHOM aKLMeid NpeAcTaBUTENb, CKAXEM,
«®VHAHCOBOr0 CMELMaNNCTa», Yepe3 HECKONIbKO MECSLIEB BaM HE MOKAKETCS, YTO 3TO Obin
YenoBeK N3 «PUHAHCOBbIX YCNYT»?

HeyXXennm Bam He XQUETCs, UTOBbl MOAN 3HANN, KTO Bbl Takne? UTo6bl OHU 3aNOMHUIN
Ballly KOMMaHWto? UToGbl Y HUX Cpasy CNOXMW/OCh O Heli onpeaeneHHoe BneyatnieHne? YToobl
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OHW CMOT/IN OTNINYUTB BaLLy KOMMaHWIO OT AecsTKa eli NoL06HbIX?

CpeHecTaTUCTMYECKOE NMSA 03HAYaeT CPeAHECTAaTUCTUYECKUIA YCMEX.

PaccKaXnTe MHe YTO-HUOYAb, Yero s He 3Hato

Cbpeamn nrofein, 3aHUMAKOLLMXCA PEKMAMHON [eAaTe/IbHOCTbI, MPUHATO CYMTaTb, UTO
KOMMaHWN C Ha3BaHUAMU «XY[0XECTBEHHOE (YTO YrofHO)» He OT/INYatOTCA TBOPYECKUM,
XY[L0XKECTBEHHbIM MbILL/IEHWEM.

YacTMYHO 3TO CBS3aHO C TeM, YTO Has3BaHWsA Tuna «XY[AOXECTBEHHbIM [AM3aliH» He
cofiepkat B cebe H1 rpamma Xy[0XKeCTBEHHOI0 BAOXHOBEHMS.

TO e camoe OTHOCUTCA M K Ha3BaHWSAM, COAEPXKalLMM CI0BO «KavyeCcTBO», Kak, Harnpumep,
Quality Cleaners (KayecTBeHHast YACTKa). NoyeMy-To cpa3y BO3HMKaeT NOAO3PEHNE, UTO B 3TOW
XMMUUCTKE NepeKaneyaT BCe NyroBuLbl Ha BalleM KOCTIOME.

Hukorpga He BblbMpainTe UMA, coaepkallee OnmMcaHne TOro, Yero BCe M TaK OXUAAKT OT
noboin ycnyrn. Takoe UM OyfeT BbIFNA4ETb CAMLLIKOM O6LIMM, He3arnoMUHAKWMMES U
GECCMbICNEHHBIM.

Ocobasa no3muma n ocobeHHoe Ha3BaHme

UTo yenoBeyeckuii MO3r cnocobeH 3anoMHUTb fyuLLle BCero?

ABTOpbl «KHUrKM co3HaHus» (BrainBook) oTBeTunn Ha 3TOT Bonpoc. OHWM MpoBenu
nccnefoBaHMe YenoBeYeCKOW NaMsaTM W chenann BbIBOA, YTO MO3F YesioBeKa Jyulle BCEro
3anoOMUHaET TO, UTO ABMSETCH «YHUKa/IbHbIM, YYBCTBEHHbIM, TBOPYECKMM W BbIENAIOLLMMCS U3
06LLEN MacChI».

Noamn, BbICTYnawowme 3a 0C00ble, BbILENANOLWMECA Ha3BaHWA, aprymMeHTUPYHOT CBOHO
MO3MLMIO TEM, YTO TAKOE Ha3BaHWe Nerye 3arnoMHUTb, & YaCTO MMEHHO 3TO AB/ISIETCS KNHOYOM K
ycrewHomy 6msHecy.

Ho ecTb 1 apyroii apryMeHT B M0/b3Y BbILENAOWMXCA U3 00LLel MacChbl Ha3BaHWM, 1 OH
HanpsIMyt0 BbITEKAET W3 OCHOBHOrO MpUHUMNa MapkeTuHra: «Cpaenavite CBOK KOMMaHWIO
0COOEHHOM, CO3aaliTe OTNUME.

Uenoseyeckoe CO3HaHMe TArOTEET K acCOLMaTMBHOMY MbILIEHNIO. Korga Mbl CrbILWNM
06bI4YHOE Ha3BaHWe, Hanpumep «John Jones», BO3HMKatOLWME Yy HAC accoumalmMm TOXE BrOJHe
06blAeHHbI. Koraa Mbl CNbIlMM B Ha3BaHWM YTO-TO 0CO6eHHOe (Hanpumep, «Faith Popcorn» nnm
«Leaf Phoenix»), B HaLLeM MO3ry POXAat0TCA HE MEHEe HeOObIYHbIe accoLmaLmu.

OO6bl4HOE MMSi 03HayaeT BCEr0 /Wb «elle OAHO NpeanpusiTue cdepbl YCNyr».
Bbigenstouleeca vMs noppasymMeBaeT U OTMYMe B MpeasiaraeMoi ycniyre, UMEHHO TO
npeLcTaB/eHne, KOTOPOe KOMMNaHWs JO/MKHa co34aThb 0 cebe y noTpebuTens.

B mupe, NosHOM Ha3BaHWIA, rOBOPALLMX NOTPEOUTENO BCEro NuLb: «Mbl TOXE Aenaem
3TO», — NPEeAnpUATUA cepbl YCNYr, UMeroLLMe apKue 1 3anoMuHatolmecs nmeHa (Namelab,
Federal Express, Prodigy v T.1.), 6bICTPO CO34at0T BreyaT/IeHNe, YTO OHWN He NMPOCTO «[enatT TO
XKe camoe», YTo 1 Apyrve. 310 BneyateHne NPUHOCUT UM KOI0CCa/IbHYHO BbIrogy.

ByabTe 0CO6EHHBIMU, B TOM YKC/E U B Ha3BaHUMW.

«YTO B MMEeHU TBOEM?»

YTto, ecnn 6bl pectopaH «leann chinx» HasbiBancs «MeKuH»?

Monann 6bl Jle AHb YMH M peknama ee pecTopaHa Ha 00MOXKM KaXAOro >ypHana B
MwuHHeanonmce? Het. Ha3BaB pectopaH COGCTBEHHbLIM MMeHeM, Jle AHb UMH caenana Tak, 4To
KaXk[j0e YNOMWHaHWe O Heli caMOi OAHOBPEMEHHO SB/AMIOCH PEKNaMOW ANs ee pecTopaHa u
HaobopoT.

Ha3BaB pecTopaH cO6CTBEHHbIM UMeHeM, Jle AHb YunH caenana cebst 3HaMeHMTOCTbHO. Ee
N3BECTHOCTb, B CBOO OYepefpb, NPUHeC/a eLle 60/bLUYy0 NONYNAPHOCTL ee pecTopaHy. Jle AHb
UWH OTKpbINa CeTb PecTOpaHoB, pacTyLLas nonyaspHOCTb KOTOPbIX MPUHECA i elle 60/bLUYHO
N3BECTHOCTb, YTO, B CBOK OYepefb, CAenano ewe 6onee NonynspHbIMK ee PecTopaHbl U T.4. U
T.4. — NOAOOHO LEMHOM peakumm.



"appu BekBUT: «[poaaBasi He3pUMOoe» 61

Ecnu BaMm HY>XHO Bbl6paTb nva ansa CBOEI KOMMaHu1W, Ha4HMTE CO CBOEro COOCTBEHHOTO.

Ha3BaHue: NnpoBepka Ha COOTHOLUEHWE «MHPOPMaLIUS Ha e ANHULY
OJTNHbI»

Mouyemy MHOrue hmpMbl, BXoAALME B penTUHT 500 BegyLUuMX KOMMaHWA XypHana Fortune,
3annaTnnm 3a ceoe HasBaHwue 6onee 35 000 gonnapos?

MoToMy, 4TO Ha3BaHMe MpeAcTaB/seT Co6OM camMoe MepBOe BrevaT/ieHne, KOTOpOe
NOTEHUMa/IbHBIA NOTPebuTeNb NONyvaeT OT Balleil KomnaHuu. [MepBoe BnedyaT/ieHWe MMeeT
OrPOMHOE 3Ha4eHMe, N YaCTO MMEHHO B Ha3BaHWM COAEPXMUTCA 60MbLUas YacTb OT TOW, BeCbMa
CKPOMHOW, MH(hopMaLum, KOTOPYHO MMEET NOTpebuTeNb O Ballell KOMNaHuu.

3Has, CKO/IbKO CTOMT XOpOLLIEe Ha3BaHMe, KakK Mbl MOXEM U3MepUTb NONyYaeMyto OT HEro
BbIrogy?

[na 3Toro HeobXxo4MMO MPOBEPUTL €ro, OMpeAennB, CKObKO MOMe3HON MHpopmauum o
BaLLell KOMNaHWM COLePXXMT Balle Ha3BaHMe.

MpekpacHO MofobpaHHOe Ha3BaHWe OAHOM M3 KOMMaHWiA, PacrofOXeHHbIX B ropoge
CaH-DpaHLMCKO, MOXET CMY)XXUTb OT/IMYHOW WNMKOCTPALMEN 3TOro NpMHUMNA «MHpopMauun K
L/IVMHE», YTO TO/IbKO eCTECTBEHHO, YUYMTbIBasA pPof ee feATeNnbHOCTU. KomnaHusa HasblBaeTcs
NameLab v cneynanusnpyetcs Ha NPpUAYMbIBaHUIN Ha3BaHWI 15 HOBbIX TOBapOB.

MpakTMYyeckn MOMeHTasIbHO Ha3BaHve Namelab coobLiaeT KAMeHTy, 4TO 3Ta KOMMaHWs
MCNONb3YET HayuYHbIA, aHa/IMTUYECKUIA MOAXOA K pa3paboTKe HOBbIX HaUMeHOBaHWA (4TO
OT/IMYAET ee OT APYrMx KOMMaHWin TOro ke npoduns). Kpome TOro, CBeXeCTb M HeKOTopas
NPUYYAIMBOCTb 3TOr0 Ha3BaHWA [OKa3blBatOT CMOCOOHOCTb €e MepcoHana K TBOPYECKOMY,
MpaBoMoOMyLapHOMY  MbIlIEHNO.  Takum obpasom, HasBaHve Namelab wvmeetr pns
NOTEHUMa/IbHbIX MOTPebuTenein [ABOWHOE M OYeHb MOLLHOE MO BO3AEWCTBMIO 3HAYEHUe W
LEMOHCTPUPYET MPeKpacHoe COOTHOLLEHMe «MHgopmauus/ a/inHax.

Cnipocute cebs: ecnim 6bl BaM HY>XHO OblI0 NpuUayMaTb UHTEPECHOe HamMeHOBaHue A1
npeLoCTaB/sSieMO BamMy YCyru, KOMy Obl Bbl MO3BOHWIN B NepBYHO odepelb? KomnaHum Names
Inc., The Name Company nnn NameLab?

A ecnm 6bl Bbl ObINN XKYPHIUCTOM, MULIYLMM CTaTbi0 O CO3[4aHUM Ha3BaHWA Ans
NPOAYKTOB W YCAYF, B KakKyt M3 3TUX KOMMaHW Bbl Obl NO3BOHUAN? (O CUX MOp, Kak He
TPYLHO 3aMeTUTb MO KOMIMYECTBY My6/MKaLMiA, MPaKTUYECKN KaxKAblA XXYPHASUCT OTBeYat:
NameLab)

A Kakoe 13 3TUX Ha3BaHWiA Bam OyJeT nerye BCNOMHUTb HefeNieil no3xe?

W, HakoHeL,, ecnv Bam MpeAcTOWT AaTb Ha3BaHWe COOGCTBEHHOM (IMPME, K KaKOn M3 3TuX
KOMMaHWiA Bbl 06paTUTECH 32 MOMOLLIbHO?

Bblbmpas Ha3BaHue, NoaBepranTe Kaxabli N3 pacCMaTpMBaeMbIX BapMaHTOB NPOBEPKE Ha
KMH(OPMALUIO K [/IVHE TEKCTa».

reHnanbHOCTL Federal Express

KomnaHus, KoTopas nposBuia MNOL/MHHYKD  TEHWAbHOCTL B MPUAYMbIBAHUN
COOCTBEHHOIO Ha3BaHUA W, BO3MOXHO, YMeCTWNa B HeM eule 60/blie MOMEe3HOM
NHpopmauun, — 3to Federal Express.

CnoBo «aKcnpecc» He bblN0 06MXOAHBIM B TO BpeMs, Korga ®pes CMUT Bblbupan umsa s
CBOEi HOBOW KomnaHuu. OfHako 6Gnarogaps TOMY, YTO OHO WMCMO/Mb30Ba/IOCb B HA3BaHUSAX,
Hanpumep Pony Express® v T.M., 3T0 C/I0BO aCCOLMMPOBA/IOCh C «ObICTPOI LOCTABKOW MOYTOBbIX
OTNpaBneHNli», 6onee 6bICTPOI, YeM MPY 06PALLEHNM B 0ObIYHbIE MOYTOBbLIE CITYXKObI.

* YacTHast KOHHasa no4ytoBas cny6a «[oHM akcnpecc» aeicteoBana ¢ anpens 1860 no
HOsA6pb 1861 ropa mexgy ropogamu CeHT-Ibko3ed, Muccypu n CaH-DpaHumcko (no gpyrum
NCTOYHMKaM — CakpamMeHT0) B KasmgopHumn. PaboTta KOHHOM NOYTLI LWa nog, Aesusom «loyta
[O/MKHA ObITb JOCTaB/IEHa , NPY NOBObLIX 06CTOATENbLCTBaX». BepxoBble Kypbepbl, HECMOTPS HU
Ha Kakme 06CTOATeNbCTBA, AO0/HKHBI 6blM LOCTAaBUTL MOYTY Ha PaccTosiHWe 6osiee 3 ThIC. KM B



"appu BekBUT: «[poaaBasi He3pUMOoe» 62

TeueHue 8-10 aHein. — Mpwum. nep.

Tenepb Nepeg KoMnaHwel BCTan CReAyoLLMIA BOMPOC: YTO eLle LO/HKHO BblpaXaTb Halle
Ha3BaHMe? «To, YTO Halla JOCTaBKa [eCTBYET MO BCel cTpaHe». Mpo ce6s CMUT, BEPOSATHO,
nepebpan BCe O4YeBMAHbIE BapuaHTbl, 6bICTPO npuxogawme Ha ym: National Express, Nationwide
Express n US Express.

A BOT C/oBeYKO «hefiepasibHblii», HOPULUYECKUIA TEPMUH, UCNOMb3YIOLWMIACA Ans
0603HaYeHNs MOIMTUYECKOW CUCTEMBI LITATOB, 06beAMHEHHbIX LIEHTPa/IbHbIM MPaBUTE/IbCTBOM,
He MPUXOAMUT Ha YM TaK Ccpa3y, YTo 418 Ha3BaHWA ABMSETCA OONbLUMM NpenmyLlecTsoM. bonee
TOro, B C/noBe «(efepasibHblii» COAEPKUTCA HaMeK Ha MNPaBUTENIbCTBEHHYKO CaHKUMIO Wn
CTaTyc, 4YTO [AO/MKHO ObIN0 MpuaaTb Ha3BaHMIO «Federal Express» AONOMHUTENbHbIA BEC B
HEN36eXXHON KOHKYPEeHLUN C roCyAapCTBEHHbIMM NOYTOBLIMU Cyxb6amu. (CMUT npuUsHaics,
YTO CNOBO «(hefiepasibHblii» MOHPaBUIOCL €My CBOMM MNaTPMOTUYECKUM 3BY4YaHWEM, XOTS
OCHOBHOM MPUYUHOA TOrO, YTO OH OCTAHOBW/ICA MMEHHO Ha TakOM Ha3BaHWW, OblN0 TO, YTO
nepBoHaYyasibHbIi 6M3HEC-NNaH ero KOMNaHuM npegycMatpyBa BO3AYLUHbIE FPY30MepeBo3Ku
ana defepanbHOR pesepBHoOn cuctemsl CLLA.)

NTaK, cnoBo «eaepasibHbIN» NpeAcTaBnseT coboil 6onee 3anoMuHaroWwmiics n 6onee
BHYLLMTE/bHbIA CNOCO6 3aBUTb O AOCTABKE MO BCEI CTpaHe.

Terepb MOCMOTPVM Ha LiBETOBOE peLLEeHNe IoroTnna KomnaHuy. Ligeta norotuna Federal
Express onsTb HaMeKatOT Ha rocyfapCTBEHHYH CaHKLMIO, TakK KakK pelleHbl B TPaguLMOHHON
KpacHO-6en10-CMHe raMme aMeprKaHCKOro iara, HO NoAYepKMBatOT 60/1ee BbICOKOE KayecTBO
nyTeM 3ameHbl OObIKHOBEHHOIO CUHEro upeta (pnara Ha 6onee rny6okuiA (hMONETOBO-CUHWIA
OTTEHOK.

Takum 06pa3om, B HasBaHUK «Federal Express» coaepXnTcs 0COObIA MOLLHBIA NOCbIT —
«NOA0BHO rocyAapCTBEHHON MOYTE, HO GbICTpee M Nyulle», BbIPOXKEHHBIA NPU NMOMOLLM BCEro
[BYX C/10B 1 [IBYX LIBETOB, — NOTPSICatOLLee COOTHOLLEHME «MH(hopMaums/anHay.

Myctb Federal Express cTaHeT Ans Bac TOYKOW oTcyeTa. Cnpocute cebs: Kak MHOMo
MHOpMaL M1 O Ballen KOMMaHUM U Kak ObICTPOo COOOLLaeT Balle Ha3BaHMe? [JoCTaTO4yHO /in
3)PeKTMBHO Bbl MCNONb3YyeTe LBETOBOE pelleHne? COAepXUTCS N1 B LBETOBOM PELUEHUN
BaLLero /IoroTuna Ta »e UH(opMaums, YTo U B €ro C/IOBECHOM COAepPXXaHNN?

B noroHe 3a TOproBoin MapKoii

Moka3zaTenbHas HeAens U3 MOel Xn3HU. B noHeaenbHMK 3BOHUT TanaHT/IMBLIN tOpUCT. OH
ABNAETCA OAHMUM M3 NYYLLMX CMELMANUCTOB B CBOEW 06/1acTW, HO TEPSIET K/IMEHTOB, YCTynas nx
6onee cnabbIM HOPUCTaM, CNYXalM B [BYX M3BECTHbIX Opuanyecknx gupmax. OH XO4YeT 3TO
NCNpaBuUTb.

Cpega, Beuyep.  3BOHWT  MNpPE3NAEHT  CTPOMUTENbHOM  KOMMaHWUW. LLInpoko
pa3peKknaMMpoBaHHbIN KOHKYPEHT 3anpalunBaeT ropasfo 60/1ee BbICOKYHO LIEHY 3a Te Xe YCyru
N, TeM He MeHee, NoJly4YaeT 3aKasbl, XOTA Y MOEro K/MeHTa NosiHaA KOMHaTta Harpag 3a OT/IM4Hoe
KayecTBO paboTbl.

YTpo 4yetBepra. 3BOHWUT MpPe3VAeHT NPOMECCUOHaIbHOM KOHCaNTUHIOBON (mpmbl. Ee
OM3HEC MOCTENEHHO pacTeT 6n1arofaps PeKoMeHAaLmMsiM KIMEHTOB, HO OHa HE MOXET [06MTbCA
bonee npuBMeKaTeNbHbIX, MPECTUXKHBLIX U CMIOXHbIX 3aKa3oB. Bce OHW focTaloTca (humpmam,
NMELWNM 60/bLLYIO N3BECTHOCTD.

To, 4To A onucan, — peasibHas Heaens 13 Mmoen XXusHu B 1995 rogy. K KoHuy roga s 6bin
rOTOB OKPECTUTb €ro «rogoM TMOroHW 3a TOProBOM MapKoW», rOAOM, KOrAa ThICAYN
npegnpusaTUiA chepbl YCNYr HaKOHEL, 0CO3Ha/I OFPOMHOE B/IMSIHWE, KOTOPOE AaeT M3BECTHOCTD.

Kaxkablin 13 3BOHUBLLMX CTpajasn Nno BMHE KOHKYPEHTOB, 06/MafaBLUMX 60/ee N3BECTHbIM
MMEHEM W/ TOProBOI MapKoi. KomnaHnM Moux KMEHTOB Mpeasiarany OYeHb KayeCTBEHHbIE,
[laXe MNPEBOCXOAHbIE MO KayecTBY YCAYrK, HO Tepsnn MoTpeduTenein wu3-3a HegocTaTka
N3BeCTHOCTU. KaxkZaa KOMMNaHns NocTeneHHO pocsa, HO MefIeHHee, YeM TOro 3ac/yXXnBana.

W BCe pyKOBOAUTENN HAKOHEL, OCO3HA/IM OYEHb BAXKHYHO Belllb: B MapPKETMHIE YCyr Masio
4TO OKa3blBaeTCA 60siee Mose3HbIM, YeM N3BECTHAA TOProBas Mapka.
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Pa3Be BpeMsi rocnoAcTtBa TOProBbIX Mapok ellle He NpoLwi1o?

3aronoBkKN B [eN0BbIX XXYpPHanax BOMPOLLAKT: «Bpems TOproBbiX MapoK MPOLLIO?», W,
CTONKHYBLUMCb C MOLOOGHLIMU 3arofIoBKaMy HECKOJ/IbKO pas3, Bbl MOCTENEHHO peLlaeTe, uTo,
[O/MKHO OblITb, 3TV CIYXW NpaBAvBbl. HO Ha caMoM fefe 3TO He Tak.

Te, KTO roBOPUT O KOHLIe rOCMOACTBA TOProBbIX MapoK, MPeAbsBSIOT B KayecTBe
«pokasatensctsa Ne 1» pacTywimini 06beM HernaTeHTOBaHHbIX TOBApOB U TOBApPOB, CHAOXEHHbIX
TO/MbKO (PUPMEHHBIM 3HAKOM MarasuHa.

STW HabnrogaTenn ynyckatoT U3 Buga ToT (PakT, YTO HenaTeHTOBaHHble TOBapbl HA CaMOM
[ieNle He MOMHOCTbK JIMLLEHbI TOProBOW MapKu. B MoMb3ytoWweMcsi XOpOLUein M3BECTHOCTLHO
marasuMHe Takue TOBapbl, C TOYKW 3peHWUs MOTpebuTens, WMMelT OnpefeneHHble rapaHTum
KayecTBa, rapaHTUy TOro MarasmHa, B KOTOPOM OHMW MpogatoTcs. MarasvH rapaHTupyet, yTo
ToBap OyZeT COOTBETCTBOBATH CBOEMY MpefHasHaYeHWI0. VIHbIMKU CioBamu, 3TOT, Kasaioch Obl,
He MMetoLLMiA (PUPMEHHOrO0 3HaKa ToBap (DaKTUYECKN MMEET TOBaPHbIA 3HaK MarasuHa.

CoBepLUEHHO 0YEBMAHO, YTO TOBapbl, OULMANLHO CHabXeHHble (UPMEHHBIM 3HAKOM
mMarasmHa, TOXe VMMEKT TOProByK MapKy, TOProBYH MapKy YCAyru, a He ToBapa, HO 3TO He
MeHseT fena. [na nokynatens TOT (PakT, YTO AaHHbIA MarasviH eMy YA06eH U OH, BO3MOXHO,
NONb3YyeTCs ero ycnyraMmu yxe B TeHeHMe MHOTUX fET, MPUAAET 3TO TOProBOli Mapke 0CO6YH
cuny.

OfHako AaBaiiTe NpeanonoXunM, YTo MHOAW, AOKasblBatoLimMe 06paTHOE, NpaBbl U TOBapbI,
He CHabXXeHHble (PUPMEHHbLIM 3HAaKOM WM CHaBXXEHHbIe TONIbKO (IMPMEHHbLIM 3HAKOM MarasuHa,
HEe MetT TOProBoii Mapku. U uto ganbLue?

B MoOMeHT, korfa nucanacb 3ta KHUra, nofgobHbIM ToBapaM MpuHag/1exano 7 NpoLeHTOB
006LLEro pbiHKa, ocTaBlUMMMCA 93 MpouLeHTaMy NO-MPeXHEMY BNafetoT M3BECTHbIE TOProBble
MapKu. YunTblBasA, YTO HenaTeHTOBaHHbIE TOBapbl 1 TOBapbl C PUPMEHHLIM 3HAKOM MarasuHa
ropasfo feLuesne, YTO MHOTME MarasvHbl LMPOKO PEKNAMUPYHOT BbICOKOE KaueCTBO TOBapOB CO
CBOMM (DMPMEHHbLIM 3HAaKOM, 4TO CO00pa3vTeNbHble MOKyMnaTenn Yxe [Aoraganvcb, 4TO
nofo6Hble TOBapbl NPeACTaBNsSHOT COO0M BCE Te XKe TOProBble MapKu, TOMbKO B MarasvHHON
yMakoBKe, TOT (haKT, YTO TaKMM TOBapaM MPUHAANEXUT BCEr0 7 MPOLEHTOB PbIHKA, KaXKeTcs
yanBuTENbHbLIM. [l0 TEX MOp, NOKa Bbl HE OCO3HAETE MOTYUYH CUTy TOPrOBbIX MApOK.

®dunpMbl, YbM TOProBble MapKM M3BECTHbI MO BCE CTpaHe, 4aCTO MPOCAT 3a CBOHO
NPOAYKUMIO ropa3ao 6onblle — wMHorga Ha uenbix 40 MPOLEHTOB, XOTA MO KavyecTBy WX
NPOAYKUMA B NydlleM C/lydae COOTBETCTBYET aHa/IOMMYHbIM TOBapam, CHabXXeHHbIM TOJbKO
(MpMEHHbIM 3HAaKOM MarasvHa. W Bce >ke Mo 06beMy MPOAX Ha MarasvHHble TOBapbl
NPUXOANTCS TONbKO OAHA YeTblpHa4UaTas YacTb. Y AMBMTENbHO. HO 3TO Nyuluee CBUAETENLCTBO
TOro, CKO/b BE/IMKO BIMSIHWE TOPrOBOI MapKM.

Bpems TOpProBbIX MapoK €eLle He NPOLLOo, U BaM NOME3HO 6b1/10 6bl 063aBECTUCH CBOENA.

TOpl'OBaFI MapKa BMEeCTO rapaHTtumn

UTo Takoe Toproeasi Mapka? JTo 60/blie, YeM NPOCTO CUMBOA. B rnasax nokynatens oHa
SBNSETCA OMpPefeneHHON rapaHTueid, o6ellaHWeM TOro, 4YTO npeanpusTue cdepbl YCyr,
BNajielolllee 3TO TOProBOM MapKoi, He YPOHWT YecTb WMEHW TMPeAoCTaBuUT YCayru
onpeaeneHHOro KauyecTsa.

B KakoM-TO CMbIC/le TOProBasi Mapka [aXe BaKHee HacTos Lel rapaHTuu. Hu ofHo
rapaHTuiiHoe 0653aTeNbCTBO He [laeT [AOCTaTOYHYH KOMMEHCAUMo, MOCKONIbKY OHO He
BO3MELLAeT MOCTpajaBlleMy pPacCTPOCTBO M HEeyAo6CTBO OT  BO3HUKLIEKA MpPOGNembl,
MOTepsSHHOE BPeMs 1 Heo6XOAMMOCTb 3asBMiiTb O HEWUCMPABHOCTU. UTO KacaeTcs TOProBoit
MapKu, TO OHa NproGPeTaeT GOMbLLIOE 3HAUeHWE, MOCKONbKY SABNSETCSA KakK Obl rapaHTuel Toro,
YTO KIMEHTY He MOHafo6uTCs npuberaTb K HACTOSLE/ rapaHTMU 1 TpeGoBaTb CTPAXOBOrO
BO3MELLEHMS.

Elle BaXHee TOproeas Mapka [Jii MOTPeGUTENeid ycayr, noToMy YTO /IULIb HEMHOTUE
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NpeanpuaTusa ciepbl YCAyr Lal0T CBOMM K/MEHTaM rapaHTUiiHble 0653aTeNbCTBa, YaCTUYHO
NnoTOMYy, 4TO AJI8 MHOTMX BWAOB YCMYr [AOCTATOYHO C/IOKHO MNPeLyCMOTPETb BO3MOXHbIE
rapaHTuUiiHble cnyyvan. Kak, Hanpumep, MOXHO [JaTb rapaHTUIO TOro, YTO topuauyeckas
KOHCYNbTauuMsi NPUHECET BaM OXMAAEMYHK NO/b3y? UTO O(uUMaHT 0BCIYXXUT Bac LO/MKHLIM
06pa3om? YTo Ha/IOroBbIin KOHCYNbTAHT HaAeT BCe BO3MOXHOCTM A/l CHUXKEHUS Hanoros? Bo
MHOIMX Cfy4Yasax faTb Takue rapaHTUW HEBO3MOXHO. EAWHCTBEHHOE, Ha UTO MOXET
paccunTbiBaTb MOTPEOUTENb, NINLLEHHBIA KaKUX-MO0 rapaHTUAHbIX 0053aTe/lbCTB CO CTOPOHBI
(hMpMbI, — 3TO Ha TOProBYO MapKy.

IMEHHO Tak 1 mocTynatT NoTpebuTeny ycnyr: npy Bblbope KOMMaHUM OHU OMMPAKOTCS
Ha TOProBy MapKy.

Ycnyra Bcerfa npeActaBnseT coboi Hekoe obellaHne, a TOProBast Mapka NpuaacT sallemy
06eLlaHnIo 60/bLUYHO LIEHHOCTb.

UTO rnaBHOE B TOProBoii Mapke?

Kora noteHUuanbHblii NoTpe6buTenb faeT nepBoHavYasibHOE Corfaciie Ha MUCrosb30BaHwme
KaKoli-TO YCNyru, 4To OH npuobpeTaeT? Huuero, KpoMe 06eLLaHs, YTo Ta (rPMa BbIMOMHNT
onpefeneHHble 0653aTeNbCTBa.

TakMm 06pasoM, CambIMK MPUBMEKATENbHLIMK [ MOTPE6UTENS OKasbiBaloTCA Te
npeanpusTMs ciepbl YCNyr, KOTOpbIe AepXKaT CBOW 06eLLaHus.

3T0 TakKXKe 03HauyaeT, YTo [NlaBHOe B TOProBO/ Mapke, TO, 6e3 Yero OHa He CMOXET
CYLLLECTBOBATb, — YECTHOCTb CaMOI1 KOMMaHWN 1 €e CYXKaLLIMX.

LIeHHOCTb TOProBoii MapKu Konebnetcs B 3aBUCMMOCTU OT TOFO, HAacKO/bKO YeCTHON U
06s13aTe/bHOI BbIFNSAUT KOMMaHWS B rnasax noTpeéuteneid. 3To paBHOBECKE OYEHb XPYMNKOE, 1
KaXaas OLWMb6Ka MOXET HaHecTU eli GONbLUO YPOH. Mbl Bce CTankvMBaiuch € UpMamum,
KOTOpbIe NMO/BENN HAC BCEro OAHAK/bl, HO MOABENN Cepbe3HO. OHM CONrasiM HaM MK CKasanw
TONbKO YacTb NpaBfpl. [ocne NofoGHOro MPOMUCLLECTBMS Mbl NOTEPSIN [JOBEPUE K TOProBOI
MapKe 3TOi KOMMaHUW, U KOraa no3aHee KTO-HMbYAb 3a/aBa/l HaM BOMPOC O €e YC/yrax, mbl,
MOXET ObITb, CKa3a/M He TaK MHOTO, HO BrMOJIHE SICHO BbIPa3w/ii CBOE OTHOLLEHME, — a TaKas
MO/IBa MMEET CBOMCTBO PacnpOCTPaAHATLCS.

MpeanaraemMble BaMy YCIyr MOTYT 6bITb GbICTpee, AELIeBNe, Ny4lle, U BCE PaBHO Bbl He
[006beTeCh ycriexa, €C/M BaM He YAacTCs 3aBOeBaTb [lOBepue /tofeli W [oKasaTb, UTO Bbl
LEPXITE CBOM 06ELLaHNS 1 TOBOPUTE NpaBay.

[NaBHOe B TOProBoii Mapke, OCO6EHHO B ctepe YCNyr, 3aK/OYaeTcsl He B KPacKBOIA
YMaKoBKeE, UCKYCHOi peKniaMe 11 3By4HOM Ha3BaHWK, M306paKEHHOM Ha BCeM — OT (hyTOOMOK
[0 GpenkoB Ans Koueld. [NaBHOe B TOProBOi MapKe MpeanpusTus cepbl YCIYr U KoY K
[0NrOBPEMEHHOMY ycrexy NPeAnpusTUs — 3TO YeCTHOCTb NHOAENA, CTOALLMX 3a 3TOW MapKOiA.

MpanoBefyiiTe YeCTHOCTb KaK €BaHre/IMe U XOPOLUO 3a Hee nnaTute. 3TO rNaBHOe, YTo
CO3/aeT Ballly TOProBy MapKy.

Kak n3BectHasa ToproBasi Mapka B/iMSieT Ha 06beM Npoaax

BnusiHne TOProBoii MapkuM Ha 06beM MPOA@X CBOAUTCS K TPEM OCHOBHbLIM BELLAM.
Bo-nepBbIX, MOAyMaiiTe O Tako/ 4acTO BCTPeYalolleincss CUTyauun: KTO-TO  CAbILLKUT
MONOXUTENbHbIA OT3bIB O Ma/IOM3BECTHOW KOMMAHWU, OH MOMHWT CyTb PAaCCKa3aHHOro, Ho,
eCTEeCTBEHHO, 3abblBaeT ee Ha3BaHMe. TakuM 00pa3oM, OH YXKe He MOXeT nepefaTb 3Ty
MH(opMauuio Janblie. Koraa TOT XXe YeNOBEK CAbIUUT WUCTOPUI0 O KOMMaHWK, Ybe WM
SIBNSIETCA W3BECTHO TOProBO MapKOii, OH MOMHWT He TONMbKO CaM pacckas, HO W Ha3BaHuWe
yNoMuHaBLLEKcs (UpMbl. Tenepb OH MOXET MepeckasaTb YC/bILAHHY WCTOPUID APYrvM
nopsMm.  M3yctHas wmonBa O  (MpMe,  SIBNSIOWIEACS  W3BECTHOW  TOProBOl  MapKoi,
pacnpocTpaHseTcs Aasblle W ferye, YeM O MaslOM3BECTHOV KOMMaHWW, W, COOTBETCTBEHHO,
YBENMUMBAET UMC/O 3aNHTEPECOBABLLVXCA 3TON (MPMOIi MOTeHLMANbHbIX NOTPEGUTENEIA.

Bo-BTOpbIX, 6Gnarofiapst TOProBoii MapKe Noan ¢ 6oNbLUeli NerkocTbio NepexoasT U3 uucna
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«MPOCTO MHTEPECYIOLLMXCSA» B YMCNO KNNEHTOB. VIMes feno ¢ rpMoii, Ybe Ha3BaHue ABNSETCS
M3BECTHON TOProBO MapKOR, NOTeHUMasbHble MOTPeObUTeNIM YyBCTBYHOT Cebs yBepeHHee U
MeHblUe 60ATCA. «HWMKOro eule He yBOAMAM 3a TO, YTO OH ob6patwunca B IBM» — crano
NpaKTUYeCKM NOroBOPKO, 1 TO Xe camMoe OTHOCUTCH K BbI6GOPY M3BECTHbIX MPeANpUATUA chhepbl
ycnyr. Tlpu paBHbIX YCUAMUAX MEePCOHasa YWCIO 3aK/IHOUEHHbIX CLEIOK HaMHOro 6onblue y
N3BECTHON (PMPMbI, YEM Y MaSION3BECTHOM.

B-TpeTbux, nogymainte 0 TUMUYHON Npobreme ManoM3BECTHOIO MNPeanpuaTUs cgepsbl
ycnyr. YTo6bl onpaBfaTb BblIGOP Takoro nNpeanpusTus, ero BO3MOXHOMY KAMEHTY 4acTo
NpUXoaMTCH 06pallaTbCs C NPOCb60O O NPOBEAEHWM MHOTOYUCNEHHBIX Mpe3eHTauuin ans
K/TIOYEBbIX /AL, €ro KOMMaHuu (WM Ans ero Ccynpyru, ecnvm peds uaeT o6 ycnyre,
OPVEHTUPOBAHHOM Ha YaCTHbIX MOTpeduTeneid). Hepeako Manou3BecTHOe nNpeanpusTne
3aTpayvBaeT Ha NpoLecc MosydeHusi 3akasa 60/blle, YeM B WUTOre nosyyaeT. Bragenbubl
TOProBOi MapKn He YacTO BbIHY)X/eHbl UATY Ha Takue 3aTpaTbl. Ha camom fene notpebuTenm
06bIYHO 06paLaloTCs B M3BECTHbIE (DMPMbI, NPAKTUYECKU HE TNSAAA U He pa3fymbliBas. Takum
o6pa3om, Npojaxka TOBApOB M YC/YT U3BECTHON TOProBOW MapKu TpebyeT MeHbLUEro BPEMEHN U
3aTpar.

®uUpMbI, Ybe Ha3BaHWE W YCNYrN CTaN U3BECTHOM TOProBO MapKOoi, MOryT No3BO/NTb
cebe TpaTWTb MeHblUEe BPEMEHM W [JeHer Ha TO, 4YT0Obl MOAYYMTb 3aKasbl. ITO AaeT UM
[ONOMHUTENbHYIO MPUObIIb, KOTOPYH) OHW ONATb BK/AAbIBAIOT B [eN0, 4ToObl ele 6Gonblue
MOBbLICUTb CBOK MPOMU3BOAMTENILHOCTb W YBENMYMTL MPOMNacTb MEXAY CBOel KOMMaHuel u ee
MaJsIOM3BECTHLIMU COBpaTbLAMM.

CpenaiiTe npouecc npofgaxu 6onee NPocTbIM, ObICTPbIM W AeleBbiM. Co3aaliTe TOProByLo
MapKy.

[lepXXntechb 3a CBOKO TOProByH MapKy

B0O3MOXHO, 3TO TUNNYHAsA UCTOPUS AUKUX IKYHT/IEN PeKNnaMHOro 6usHeca, OA4HaKo NtoAu
CK/TOHHbI 3a6bIBaTb 0 3aK/IKOUEHHON B Hel Mopasu.

Ha pbiHKe nosBnseTcA HOBOe MNOMYNAPHOe peKnamHoe areHTcTBo. OHO 3aBOeBbIBaeT
[ECATKM NpU30B 1 N1060Bb MPeCChl, C FOTOBHOCTLIO KMAAIOLLENCA Ha BCe HOBOE U MOMY/sSpHOe.
Co BpeMeHeM 3TO HOBOE areHTCTBO MosiyyaeT 60/bLUONM 3aKa3. M ecniv yaaya n MacTepcTBO Ha
MX CTOPOHE M areHTCTBO CMPAaB/ISETCA C HUM, OHO B pe3ynbTaTe Noy4yaeT elle 60/bLlle HOBbIX
3aKa30B. JTO areHTCTBO CTAHOBUTCS TOProBOM MapKoi.

Bce pnoBosbHbI. W noytn Bce. HepoBonbHbl xopmk, 34, Mapy m HaHcnm — Ta
KOMaHfa, KoTopas, CO6CTBEHHO rOBOpPS, W cAenana BCKO paboTy, NnaBpbl OT KOTOPOW A0CTaNCh
X KOMMNaHuW. [MpencnonHeHHble YBEPEHHOCTM B cebe, 3TV 4YeTBEPO TailHO BCTpeYarTcs U
NPUHMMAIOT pPeLLeHre: OHM 3abMpatoT CBOE BOXHOBEHME, CBOM HapabOTKM M CBOW 6eCCnOpHbIN
TaNaHT N MepeedkarT B MWIEHbKOE MECTEYKO B LIEHTpe ropofa, 4Tobbl OCHOBaTb CBOE
CO6CTBEHHOE NOMNYNAPHOE areHTCTBO.

MomMHuTe, uTo [KOpaXK, 34, Mapu n HaHCKM cOCTaBNAT KOMaHAy, B KOTOPYH BXOAAT
npegcTaBuTeNn No paboTe C 3aKa3ymkamy U MPeccoi, aBTop TEKCTOB M XYAOXHMWK, CO3aBLUve
Te camble MpekpacHble 06pasLibl PeKiambl, KOTOpPbIe U MPUHECA MOMYNSAPHOMY areHTCTBY ero
nonynapHocte. OHM — Te camble noan, kotopbiM Coca-Cola posepuna 60 MWANMOHOB
[ONNapos.

W uem e 3akaHUMBaeTCa 3Ta UCTopuA? XKUBYT /N ee repou, Kak B CKa3kax, — [0Nro u
CYacCTMBO? YBbl, HeT. IX HOBOE areHTCTBO BPeMs OT BPeMeHU MoJslydaeT XOpOoLUMe 3aKkasbl TO
TYT, TO TaM, HO rofamy OHW CTPajalT OT HefoCTaTKa OKPKETHbIX CPeAcTs, Mybnvkauuii
CTaHOBUTCHA BCE MeHbLLIE, N PacTeT OLLYLLIeHWe, YTO Yero-To He XBaTaerT.

Uto cnyunnock? pkopmk, 34, Mapu n HaHcKM no-npexHeMy 061a4atoT TanaHTOM U
OMbITOM, HO OHW YTPATUN TOPrOBYHO MapKy.

Toproaa Mapka — BOT BCe, YTO OHUM NOTEPANU, HO 3Ta NOTEPA HEBEPOATHO Be/MKa.

Hawa yeTBepka npogo/mkaeT 60poThbCs, HAAEACh Ha TO, YTO PaHO MW MO3AHO K/IMEHTbI
OCO3HAKOT BCHO INYNOCTb NPEKIOHEHUA Nepes, TOProBbIMM Mapkamun 1 NOMMYT, Y4TO UX KOMaHAa
npegcTaBnseT cobol BCe TO XKE areHTCTBO, TO/bKO NOJ HOBOW KpbiLLein, — v BA06ABOK C Kyada
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MEHbLUMMI HaKNagHbIMU pacxogamu.

Tak MpOJO/MKAETCS elle HEKOTOPOEe BPeMsl, MOKa OAHXKAbl B MNATHULY J[PKOPOAX He
3aKpbIBAET 3a COBOVA 1BEPU X HOBOTO areHTCTBa B MOCNEAHWIA pas.

MpuuMHa MX NafieHns He B M/IOXOM MNIAHNPOBaHUM, HE B HEOXMWJAHHOM WCYE3HOBEHUM
BAOXHOBEHMSI W [aXe He B HeGMaronpusTHOW 3KOHOMMUYECKON cuTyaumu. MpuumHa — B
TOProBoO MapKe, KOTOPYH OHW YTPATUAN 1 HE CMOT/IM CO3AaTh 3aHOBO.

OueHb 0MacHO HeAoOLEHVBATb TO, KaKyld BaXKHOCTb MMeeT Ballla TOprosas Mapka.
Co3aTb HOBYHO OUY€eHb TPYAHO.

UeTblpecTa TbiCsY 3a TOProByt Mapky

BOT Bam UCTOPUS U3 XXU3HW, A LI 3aMEHWU/T UMEHa, YTOObl He MOBPeAUTL e HEBUHHBIM
N YAauYIMBLIM YHaCTHUKAM.

[Ba uenoseka, ®un n [OH, NOTpaTWIX CeMb /IeT Ha TO, YTOObI MPeBpPaTUTbL CBOKO
KOHTPaKTHYO KOMMaHUK B conugHoe npeanpuatve. OHM OTHIOAb HE 3HAMEHWUTbl, HO
3apabartbIiBalOT [OCTAaTOYHO XOPOLUO, 4TOObI, He 3a4ymblBasCb, 3aKasbiBaTb B pPecTopaHe
(une-MmHbOH. B 1995 rogy K HMM o6pallaeTcsi HEKWUA YenoBeK W MnpefnaraetT 3a WX
npeanpuatue 400 000 gonnapos.

KoHTpakTHasa KomnaHua ®una u [JoHa He MMeeT 0cob0oro 06opyaoBaHus, MUPMEHHbIX
NPOAYKTOB WAWM YCNYr, NaTeHTOB W aBTOPCKMX MpaB. B Hell BCero oAuH COTPYAHWK MOMUMO
cammx ®una v [oHa. NomelleHVe, B KOTOPOM pacrosfiokeHa KOMMaHWs, apeHAoBaHo, U
KOMMaHWUs He ABNAETCA Bafe/bLeM HeABVXKMMOCTM, KanuTasibHbIX BNOXEHWA W [ONTOBbIX
0693aTe/bCTB. TOYHbLIN MOACYET, 6e3 BCAKMX COMHEHUI, MOT 6bl [JOKa3aTb, YTO eANHCTBEHHbLIM
[OCTOSIHMEM 3TOM KOMMaHUW, OLeHeHHOW nokynatesnem B 400 000 fonnapos, 6b11M ee UMS U
CMWCOK K/INEHTOB.

3a 4TO Xe OH Obl TOTOB 3aMaTuUTb Takyld CyMMYy? 3a CMUCOK KIMeHTOB? Bpag nw.
KnneHTbl MOMb30BINCL YCAyraMu 3TOM KOMMaHUMW OT CWMbl [BaXKAbl 3a CBOK >KW3Hb.
lMoBTOpPHOE obpalleHne KMEHTOB OblI0 NPaKTUYECKM TaKUM >Ke PefKM, KaK B MOXOPOHHbLIX
6ropo. bonee Toro, Takoi cnMcoK 06nafgan 6bl LIEHHOCTbIO TO/MLKO B TOM Cfly4ae, eciu Obl
KMVEHTbl CYMTaIM, YTO, HECMOTPA Ha CMeHy XO031eB, KOMMaHus OyfeT no-npexHeMy
obecneumBaTtb NpeXKHee BbICOKOE KayeCTBoO.

[pyrumn cnosamu, 3TU CTapble K/IWEHTbl U HOBble, KOTOPble MOrM 6bl BO3HUKHYTH,
OPUEHTMPOBA/IUCL Ha OMpefesieHHY0 TOProByto Mapky. M1 MMeHHO 3a 370 MoKynarte/lb U roToB
6bin 3annatuTb 400 ThbiCAY — 3a TOPrOBYHO MapKy 3TO KOMNaHUK, co3haHHyo ®uiom 1 [JoHoM
BCero 3a Cemb 1eT Npu AOCTaTOYHO HE3HAUUTESIbHbIX KanUTa/I0BI0XKEHUSX.

Mogamun komnaHus AMRE, npousBogALas BUHWIOBYHO OOLLUMBKY W Pacno/ioXXeHHas B
[Hannace, nnatnna 30 MUANMOHOB [ON/1APOB €XerogHo (B ceMb pa3 60sbLue, Yem Moslyvaemas
3TON KOMMaHWel ymcTas nNpubbiib) 3a NpaBO UCMOMb30BaHMS TOProBOM MapKy YHMBEpMaroB
Sears. B pesynbTaTe 3a CUeT A0Bepus Mokynatenen K MMeHu Sears komnaHusa AMRE vmvena
BO3MOXHOCTb MOBbICUTbL LiEHY Ha MNpou3BOAMMblE BMAbI OOWMBKM B 2,2 pa3a, U WX LeHa
3HauUNTENIbHO NpEBbILLana cpefHtol no otpacan. (B 1995 rogy ata KOMNaHWs O6HapyXuna
Apyryto, 6Gonee [JelleByr0 TOProBYH MapKy, 006eCneuyMBarOLLyt0 He MEHbLUWIA ycrex, W
3aknounna ¢ Century 21 ABaaUaTUNETHUIA KOHTPAKT Ha e€e UCMOo/b30BaHNe CTOMMOCTbIO B 230
MW/TIMOHOB [10/11ap0B.)

KomnaHua Kraft 6bi1a npofgaHa no LeHe, B BOCEMb pa3 MpeBbILIAKOLE €e YMCTbIiA
Kanutan. OKCMepTbl COrfawakTecs, 4YTO e4WHCTBEHHbIM OOBACHEHWEM 3TOMY  CNYXWUT
Hen3MeHHast MonyNsPHOCTL TOProBOM MapkuM WM OFPOMHAas LEHHOCTb CamMoro WMeHW 3TOW
KOMMaHWW.

MTaK, CKO/IbKO CTOUT TOprosas mMapka? W HYy>XHO N1 cTapatbCa c034aTb ee? Tbicaun,
MWUN/IMOHBI, & B fa/ibHelLLEM 1 MUAAnapAbl 4onnapoB. I — 0AHO3HaYHO — HYXKHO.

Toproas Mapka CTOUT 60/bLUMX AEHEr.

ToproBble Mapku B MUpe, rAe He xBaTaeT BpeMeHu
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Bbl XOTUTE KynuTb HOBYIO ayanocucTemy. MockonbKy Bbl 0GUTE My3blKy U HEHaBUAUTE
MonycTy TPaTUTb [eHbI1, Bbl XOTUTE BbIGPaTb YTO-TO JOCTOVHOE. HO MOMMMO 3TOro BaMm elle
HY)XHO OTBETWUTb Ha BOCEMb 3BOHKOB, MOACTPUUb NyXKaliKy nepef AOMOM, CBOAUTL peGeHKa Ha
TPEHMPOBKY M CXOAUTb Ha KOHLEPT, Ha KOTOPbI Y)Ke Kyn/eHbl 6uneTbl. VIHbIMIU CNI0BaMu, Bbl
TUMWYHBIA avMeprKaHeL], Y KOTOPOro NocTOsIHHO He XBaTaeT BPEMEHM.

[lononHNTeNbHOE BPEMS 3a [eHbIM He KyMWllb, 3HAYMUT, YeM-TO MPUAETCS KepPTBOBATb.
Bam HY)XXHO HaiiTy cnoco6 CIKOHOMMUTbL CBOE BPEMS U KaK-TO YCKOPUTb MPUHSTHE PELLEHUs O
HOBOIA ayMoCUCTEME.

K cuacTbio, Takoil cnoco6 ecTb: Bbl MOKYyMaeTe ayAuMoCUCTEMY W3BECTHOW MapKu.
ToproBble MapKy YacTo BbICTYNAtOT B PO/ SKOHOMSLLETO BPemsi pakTopa B MUpe, rae Kaxabli
MLLET crnocob caenath BCe KaK MOXHO ObicTpee. YacTo Bcs MHGopMauus, KoTopas TpebyeTcs
ANsi BbIGOpa HOBOW ayAnOCUCTEMbl, — 3TO TOProBasi Mapka ee M3roTOBUTENS, HECMOTPS Ha TO
YTO MOXHO GblI0 Gbl HaliTV GOMEe COBEPLUEHHYIO ayAnOCUCTEMY MasloM3BECTHON KOMMaHUK,
npogatoLytocs Ha 30 NPOLIEHTOB [JeLLeBe.

Bblbupass ayauocucTeMy M3BECTHOW MapKu, Bbl HEBOMbHO MOATBEPXKAAETE MPaBM/IO
COBPEMEHHOI0 MapKeTUHIa: YeM MeHbllie BPEMEHU OCTaeTcs y Ntofeld, TeM 6onbliee 3HaueHue
MpUo6PeTaOT TOProBble MapKuW. A BPEMEHU Y COBPEMEHHbLIX aMEpPUKaHLIEB [AelCTBUTENLHO
CTaHOBUTCS BCE MeHbLLE ¥ MeHblle: KOMMaHUM COKPALIAtOT LUTAT M HEMbIC/IMMO MOBbILLAKOT
HarpysKy Ha BbDKVBLUMX MOC/e COKpallieHus. [ns sTUX Noaei aopora Kakaasi CaKOHOM/EHHas
MUHYTa, W MO3TOMY OHU 06palLaloTCs K (rpMam, Ybl TOBapbl M YCMYrM UMEOT W3BECTHble
TOProBble MapKMu.

[alite CBOMM MOTEHUMa/IbHBIM KMEHTaM BO3MOXHOCTb CIKOHOMMUTb Bpems. [aiite um
TOProBYH Mapky.

ToproBble MapKn 1 cuia HEOObIYHOIO

MonpobyiiTe NPOBECTW CNeayroLmMin TecT. Hmke npuBefeHO OGONbLUMHCTBO BEMKUX
TOProBbIX MapoK aHr/I0roBopALLEero Mupa (pasymeeTcs, 1 MOr ynycTUTb HEKOTOPble MapKu, HO
Camo TO, YTO UX MOXKHO YNYCTUTb, Y)Ke FOBOPUT O MHOIOM):

Harley Davidson Sony Honda

Procter amp; Gamble Nike Levi Strauss

Rolls Royce Disney Xerox

Kleenex Coca-Cola Mercedes-Benz

Lloyd’s of London Nikon Harvard

Kodak Microsoft Marlboro

UYTto ocobeHHO nopaxaeT Bac B 3TOM chvcke? HeoOblMHOCTb HauMeHOBaHWA. Het
NPaKkTUYeCKM HUYEro Apyroro Ha CBeTe, YTO HOCKO Obl 3TV Ha3BaHUSA. Bbl He 3HaeTe Apyrux
BELLein, KOTOpble HasblBAMCb Obl «Sony», «Disney», «Harvard», «Kodak» mnnun «Harley».
TONbKO Te, KTO M3y4yan MUPONOTM0 N 3HAET aHTUYHYI0 60rMHI0 HWKY MK aHTPOMOJIOTUI0 1
NOMHUT uccnegosatens Knoga Jlesu-Ctpoca, MOryT HaTK YTO-TO 3HaKOMOe B Ha3BaHusX Nike
1 Levi-Strauss.

3agymaiiTecb Haf, Ha3BaHUSAMW CNeayroLMX TOProBbIX MapoK pas/IMYHbIX BUAOB YCIYr U
crnpocuTe cebs: rae ewe Bam NPUXOAMNIOCH UX CbIWATL?

Byxrantepckue ycnyru: Ernst amp; Young, Deloitte Touche,

Coopers amp; Lybrand, Peat Marwick. KOpuguueckme ycnyrn: Skadden amp; Arps,
Covington amp;

Burling, Fulbright amp; Jaworski, Pillsbury, Madison amp;

Sutro.

KoHcantuHrosele ycnyru: McKinsey, Bain, Senge, Hamel,

Prahalad, Drucker. LLIkonbl 6u3Heca: Wharton, Tuck, Fuqua, Harvard, Stanford.

Pa3symeeTcs, B KaXKLON U3 3TUX KaTeropuid ycnyr Bbl HalgeTe XOTs 6bl OAHO «0ObIYHOE»
Ha3BaHue: Arthur Andersen B o6nactu 6yxrantepckux ycnyr, Sullivan amp; Cromwell cpean
topuanyecknx upm, Tom Peters B KOHCYbTaTUBHBIX ycnyrax u Kellogg cpegu wkon 6usHeca.
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(XoTa npucBoeHWe LWKoMe GM3Heca Ha3BaHWSA YCMELUHOW KOMMaHuW, 06/1afatoLlein LNPOKON
N3BECTHOCTbIO, K&XKETCS MHe BECbMa YMHbIM XOLO0M C TOYKM 3PEHWS MapKeTUHra, HeCMOTPS Ha
TO YTO Ha3BaHMWe 3TO BMOJSIHe 0ObIYHOE.)

Ho kaxpgoe u3 3TUX WUCKIHOYEHWUA TONbKO [OKasblBaeT 06Liee npaswio. BONbLUMHCTBO
BE/IMKMX TOProOBbIX MapoK HU C YeM He CnyTaellb. ITU TOProBble MapKX accoLMUPYHOTCS B
CO3HaHWW NOAEN TONBKO C KOMNAaHWUAMK, KOTOPble 38 HAMKU CTOAT. Mpn UX yNnoMmHaHUW 0ax
HEe MOTyT BCMIOMHUTb HAYEro O4HOMMEHHOT O, HO BbI3bIBAtOLLEr0 NI0XME accoLmaLmm.

Mbl cneflyeM TOMY >Xe camoMy MPUHLMMNY MpyY BblI6Ope UMEHW A/ CBOero pebeHKa.
Be3)Kas0CTHO NCK/0YaeM Mbl BCe BapuaHTbI, CBA3aHHbIE C NIOXMMK accolmaumamu. Tak, nocne
npesngeHtTa HUKCOHa 1 YoTepreinta amepukaHubl nepecTain HasblBaTb Ma/lbYMKOB VMEHEM
Puyapg, a poguTeny BCero Mupa npekpaTuin HasbiBaTb CBOUX AeTell ALonb(hamu nocne BTopol
MMPOBOW BOMHbI.

CmbIcnoBble accoumauuy  ObICTPO  BO3HMKAKOT B 4Ye/IOBEYECKOM MO3ry. PasyMHbIl
PYKOBOAMTENb MNPeanpusaTua cgepbl YCAyr MoCTapaeTcs u36exkaTb BAUSAHUA HeraTMBHbIX
accoupauuii, Bblbpas 4/ KOMMaHWM 1 crelyanbHbIX TOProBbIX MapoK Takoe Ha3BaHWe, KoTopoe
HWM C YEM He CryTaellb.

YTo6bl YCKOPUTbL MpOLIECC NpeBpaLLeHns Ballero Ha3saH1s B TOProByt0 MapKy, BbloepuTe
TaKoe Ha3BaHMe, KOTOPOE HU C YeM He CryTaellb.

ToproBble Mapku 1 HAHA 13 LLepungaHa

Bbl rosopuTte, TOProeble Mapku — 310 419 6oratbix? A BOT W HET, YTO U [0OKa3biBaeT
ncTopus o HaHe n3 LLlepmpaaHa.

KeinT TépmaH, BO3MOXHO, NPeACcToMT cTaTb B OyfyllueM Npe3ngeHTOM O4YeHb YCMeLlHOw
KOMMaHMK1, HO CerofHs OHa 0Obl4Hasf CTaplueknaccHuUa, nogpabartbiBatoliasd B CBOOOLHOE
BPEMS HSIHEN, N NPUPOXKAEHHbIV TeHUA MapkeTMHra. KelT HaxoguT B OKpyre KaXioe MecTo,
KOTOpOe 4acCTO MOCeLLaT POANUTENN: MarasmH UrpyLlek, MarasviH ToBapoB 415 AeTel, JeTCKue
cagbl U NeTHUe narepsa ANs LWKOMbHUKOB. OHa y6exaaeT Bnafe/bLeB 3TUX YUPEeXAEHWI, YTOo
OHW MPUHECYT MOMb3Y POAMTENAM, €CN Pa3MeCTAT y cebs Haknelku C peknamoi ee ycnyr
«KenT nobut aeteit».

Mo3aMCTBOBaB MAEK Y MECTHbIX KOMMaHW/A MO PeMOHTY KBapTup, KeWlt penaert
KpacHO-CMHe-0enblil peknamHblid nnakat «KeWT NOOWUT AeTeld — HAHA MMPOBOrO Kacca:
555-1111» W BellaeT €ro Ha CBOK CTapeHbKYK KPacHO-CMHIOK /fowagKy-Kayanky. ITy
NOLLIAZLKY OHa CTaBUT Ha Nly)aike KaXxaoro Aoma, rae CuauT ¢ AeTbMu.

[ans Keit, PpaHK, BnageetT MeCTHbIM MarasvH4MKoM, NpojatoLwmM BUAEONPOAYKLUMIO, —
eLle 0fHa BO3MOXHOCTb Ans MapkKeTuHra. KelT yb6exxaaeT ®paHKa NO3BONUTL el HaK/eUTb CBOW
KpacHO-6en0-crHne aMb611eMbl Ha CBOGOAHOE MeCTO Ha 06/10)KKax BuaeokacceT. KeiT nnatuT 3a
3TO TeM, YTO CMAMT TPW Beyepa B HeLeNt0 C MasleHbKON [ouypKol PpaHKa, KOTOPYH OHa
060>KaeT 1 C KOTOPOIA C pafoCTbto cornacunack 6bl CUAETH U 6ecnnaTHo.

[ena nayT Tak XopoLwo, Yto KeinT CTaHOBMUTCA YeM-TO BPO/E areHTCTBa MO HallMy HSHb.
OHa HaxoguT paboTy Ana Apyrnx CTapLUeknacCHUL, KOTopble NaataT e 3a 370 10 NpoLeHTOB.
MecCTHble poguTenn 3HatoT, YTO 4epe3 KelT OHM Bcerfa MOryT HaHATb HSHIO A1 CBOEro
pebeHKa, MO3TOMY OHW rOTOBbl NMaTUTb Ha 15 MNPOLEHTOB 60/blle, MWL Obl M36eXaTb
HEPBOTPENKN C MOWCKOM HSHW, OCOGEHHO eC/M Takue MOUCKM MPOUCXOAAT B MOCNEAHIOH
MUHYTY. B pe3ynbTaTe HaHATble KenT feBOYKM Mnony4vatoT B Yac 60/blue, YeM OHU MOrnu 6bl
3apaboTaTb CaMOCTOATE/IbHO. ECTECTBEHHO, COOOPa3UTeNbHbIE HAHN HAYMHAKOT MUCKaTb paboTy
yepe3 Kelr.

KelT thakTyeckn cosgana CO6CTBEHHYHO TOProByro MapKy. Kaxablii B paguyce LecATH
MWNb 3HaeT ee umsa. Korga poguTenim U3 COCEAHWMX FOPOAKOB CrpallvBatoT 'y >KUTENen
LLlepnAaaHa, rae HanTu HaHLO, Te 0TBeYatoT: «[103BoHUTE KelT». U poamTenn Tak 1 NocTynaroT.

CKOpO 0 HOHOIN npegnpuHMMaTte/ibHULE Yy3HaET npecca WU NybnMKyeT cTaTbto. PenopTep
MECTHOW pagmocTaHumW, npuHagnexawein cetm CBS, umTaeT 3Ty CTaTbio, 3BOHUT Kent u
[AenaeT TPEXMUHYTHbIA penopTa Nog HasBaHWeM «Mbl NOOUM [eTein» ANS LeCTMYaCcOBbIX
HOBOCTe. KelT Npou3BOAUT OrPOMHOE BreyaT/ieHne W MOIHOCTHI0 04apOBbLIBAET BCEX, KTO €e
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cnbiwnt, — Bcex 170 000 yenosek.

B 1O 06nacTu pbiHKa, B KOTOpPOM OHa paboTaeT, KelT co3gana MNonynspHenLyo
TOProByt0 MapKy. OTO CTOM/O el 0KOMo 32 A0NM1apoB, NOTPaYeHHbIX Ha KpPacKy WM JOCKY Ans
nnakara.

Co3gaHne COGCTBEHHOM TOProBoM Mapku He TpebyeT MunamoHoB. OHO TpebyeT
BOOGPaKeHNS.

PekflaMHas KamnaHus: npeaucsioBue

MOCKONbKY YCNYrn — 3TO HEUYTO HeOoCA3aeMoe, HasHaveHMe MapKeTUHIa U peknambl yenyr
COCTOMT He TO/MbKO B TOM, YTOObI CTUMY/MPOBATL CMPOC. Peknama MOXET 1 JO/KHA chaenaTb
ycnyru 6onee 0cs3aeMbIMU 1 faTb MOTPEOUTENAM BO3MOXHOCTb OLEHUTb UX Ka4eCTBo.

Taknm 06pa3oMm, Ha MapKETUHT 1 peknaMmy 60/bLUIMHCTBA BUAOB YCNYT NOXUTCS 60/bLUast
OTBETCTBEHHOCTb, 4YeM Ha peknamy ToBapoB. K npumepy, ApKO-KpacHbIi aBTOMOGW/Ib
Porsche-911 ¢ OTKMAHbLIM BEPXOM SIBNSIETCA, B CYLLHOCTW, NPEKPacHO peknamoi cebe camomy.
OuyeHb HEMHOTME YCYTr MOTYT MOXBacTaTbCsA TEM XKe.

Mbl 6e3 KonebaHuin foBepsieM 6OMblLUE YacTh ToBapoB. Mbl BEPVUM, YTO HalUW HOBble
MOKPbLILKM He JIONHYT, caxap OyAeT cnagkum, a acnuMpuH CHUMET TO/I0BHYK 60nb 6e3
HENPUATHBLIX NMO6OYHBLIX 3(W(EKTOB. B OTHOLLIEHWM YCAYr Mbl UCMbITbIBAEM FOpPa3fo0 MeHbLLe
CMOKOMNCTBUSA N YBEPEHHOCTW.

MbI onacaemcs, Y4TO HallW FOPUCTbI U aBTOMEXAHWKMN cAenatoT 60/bLue, YeM HEOOXOAMMO,
a COOTBETCTBEHHO, M 3anpocsAT C Hac 60/bLUe, YeM Heo6XoAMMO. Mbl 6OMMCS, UTO HOBBIV Kypc
CHMKEHWMS BECA OKXKETCA CTOMb XXe 6ecnoniesHbIM, Kak 1 Tpu npeablaywmx. Mbl 6ecnokommcs,
YTO KOMMaHWs, 3aHMMaloLLasca PEMOHTOM Halleli KBapTupbl, MPEBbICUT 3amnaHUPOBaHHbINA
OHOMKET M 3aKOHUMT PaboTy Ha HECKONbKO Heaesb Mo3xe, YeM obelyana. Mbl onacaemcsi, UTo
areHTCTBO MO cOOpy 3af0/MKEHHOCTEN OTMYrHET TeX K/MEHTOB, KOTOPbIX Mbl XOTenu Obl
COXPaHWTb, N COGEPET NWLIb Manyt YacTb OMNAaTbl MO MHOTUM UMEHOLLMMCS Y Hac AONTOBbIM
06s13aTe/IbCTBaM.

MoaTomy, B OT/IMUME OT peKnambl TOBapOB, peKnama yCnyri JO/mKHA CTPEMUTLCA CAenaTh
ee 60/1ee 0CsA3aeEMOW W peasibHOM N YCMOKOMTb CTpaxu NOTeHUManbHOro notpebutens. OHa He
Moxoxka Ha peknamy aBTomobuns Porsche.

MepBble ABa NpaBWia PeKknambl YCAYr: caenarite CBOK ycnyry 60/ee BUAMMON 1 caenainte
Tak, YT0ObI K/IMEHTbI NOYYBCTBOBA/IN CEOSA CMOKOMHO.

dpaH /leboBUL* 1 Ball rNaBHbI MPOTUBHUK

[eno He B TOM, YTO 3TOT MUP XXECTOK M HEMpWUBETMB, a B TOM, YTO BCe B HEM C/IULLKOM
3aHATbl. Bbl 3HaeTe 3TO He MOHAC/bILLKE: AeCATKW pa3HbIX Aen TPebyroT Ballero BHUMaHMUS, a
BHMMaHMe 3TO OTHIOAb He 6e3rpaHnyYHO.

MMo3aToMy Bbl [O/MKHbI MOMHWUTb, YTO BHUMaHWE, KOTOPOE rOTOBbl OKas3aTb Bam Ballu
KMEHTbI, TOXe He 6e3rpaHnyHo. [lainTe MM BECKMe OCHOBaHMS ANs TOro, Y4Tobbl MPOAOIKATb
BacC CNywathb, MHa4e OHW NPOMYCTAT BCe C/10Ba MUMO YLLER W, CNYLIas, He YCbILWAT Bac.

Balwnm rnaBHbIM MPOTUBHUKOM SABMAKOTCA He peasibHble, CYLIECTBYHOLME HA PbIHKe
KOHKYpPeHTbI. Bawl rnaBHbIil NPOTUBHUK — 6e3pas/inyme.

3T0 M3BECTHO MHOTUM CreLmanmMcTam rno MapKeTUHTY, HO Ja/IeKO He BCE YYMTLIBAKOT 3TOT
(hakTOp B CBOEl paboTe. BmMecTo TOro 4YTtobbl rOBOPUTL O K/IMEHTE M ero NnoTpebHOCTAX, Takue
CMeynanncTbl FOBOPAT O CBOE KOMNaHWM. BMeCTO TOro 4tobbl MOKas3aTb, YTO OHW FOTOBbI
caenatb N1 NoTpebuTens, OHM CTapatoTCs MoKasaTh, Kakas 3amevaresibHas y HUX gupma.

* ®paH Jle6osuy, (1950 — ) — amepukaHcKas nucaTeNbHULA U FOMOPUCT, aBTop 3cce
«>Kn3Hb B MmeTpononun» (1978) n «CoumanbHble uccnegosaHusa» (1981). — Mpum. nep.

BmecTo TOro 4ToO6b! roBOPUTb Ha A3bIKE K/IMEHTA, OHW FOBOPAT Ha CBOEM COOGCTBEHHOM
A3bIKE.
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Bce, 0 ueM aymMaeT noTPe6uUTe/lb, — 3TO «8, MOe, MHe». K coXaneHuio, NpoaaseL, MbICANUT
TaKUM e 06pa3oM. B pe3ynbTate OHM He HAXOAAT TOUEK COMPUKOCHOBEHMUS.

OueHb HEMHOTUX NtOAENA AeNCTBUTENBHO MHTEPECYET TO, YTO Bbl MOXeTe CKasaTb. (Kak
OfIHX bl cKasana ®paH J1e60BuILL 0 NHOAAX, HOCALMX (YTOOMKM C NO3yHraMu: «/1toam 1 Bac-To
He XOTAT cnylwaTh. [oyemMy Bbl AyMaeTe, YTO OHU OYAyT CnywaTh Bawy (yT60MKY?») Jltoaei
VHTEPECYIOT TO/bKO OHM caMu. [0 TeX Mop, MoKa Bbl He YSICHUTe 3TOro Ans ce6si, Ball FNaBHbIi
NPOTUBHMK — Ge3pasnnumne — ByaeT NOCTOSHHO OflePXKMBATb Haf Bamu nobepy.

Balu rnaBHbIii NPOTUBHIK — Ge3pasnnyme.

PeHOMEH BeYepPUHKNA

MMcmxonorn HasbiBatOT 3TO «(PeHOMEeHOM BeyepuHKWU». (ICUXonoru, Mnoxoxe, TOXe
YACHUNM, KaK BaXXHO MoJaBaTb CBOM WAEN B KPaCWBOI ynakoBKe.) Bbl B CBOEI XXM3HM He pa3
BCTPeYannchb ¢ (heHOMEHOM BEYEPUHKMN. DTO NPOMCXOAMT CneaytoLwmm 06pasom.

Bo Bpems BeYepuHKWM Bbl CAYLUIAETe, YTO FOBOPUT BaM COOGeceqHWK. HeoXmaaHHO Bbl
CMbILWINTE, KaK KTO-TO MO6G/IM30CTU YNOMMHAET B Pa3roBOpe Balle MMsi. Temnepb Bbl OT/IMYHO
CMbILUMTE TOT Pa3roBOP, HO YXXe He MOXKeTe CMeAWTb 3a MbIC/IbI0 CBOEro MepBOHaYasibHOro
cobeceiHMKa.

3T0 NponcxXoanT M3-3a TOrO, YTO NIOAN He B COCTOSIHUM OAHOBPEMEHHO BOCMPUMHUMATb
e Geceabl. Ecnv Bbl MbiTaeTecb BHYLIMTb CBOEMY K/MEHTY [ABe BewWW OAHOBPEMEHHO,
OONbLUNMHCTBO NHOAEN CMOXET BOCMPUHSTL TOMbKO OHY U3 HUX — W 3TO B Ny4LLEM CNy4ae.

"oBOpPUTE O YEM-TO OAHOM.

MNpo6nema co CNUCKOM MOKYMOK

Ha camoM [ene BHYLUUTb YTO-TO MOTPEOUTENIO AAXKE CI0KHEE, YEM MOXKET MOKAa3aTbCA C
YYeTOM (peHOMeHa BeYepuHKU. BCrnomHuUTe, Kak 310 6biBaeT. Mama nocbinaeT Bac B MarasuH 3a
MOJIOKOM. Bbl npuHOCcMTe MOMOKO. B crefytowmin pa3 oHa rosoput: «Kynu 13iom, YncTALiee
CPeLCTBO, LUOKOMALKM, MO/IOKO M HECKOJIbKO SIAMMOYEK MO CTO BATT».

Bbl 3abblBaeTe KynuTb MOJIOKO. HO WMMEHHO MO/IOKO B 3TOM CMUCKE Oblf0 CaMblM
HeobXoAMMbIM. Ha crefiytoLLee yTpo Bbl e4NTe Kally Ha BOJE.

Bbl cTaskmBaeTech C TOW XK€ OMacHOCTbIO, KOrfa MNblTaeTech COOOLMTL NOTEHUMaIbHOMY
NoTPebUTENt0 CAIMLLKOM MHOTO pasHbIX Belleid 0 cBoeli KoMnaHuu. OHU NOMHAT 06 u3tome,
KOTOpbIA Oblfl He TaK Y)K BaXeH, HO 3abblBatOT O MOJIOKe. [MoTeHUManbHble noTpebuTteny
3abbIBatOT O TOM, YEM Ha CaMOM [e/le Balla KOMMaHUs OT/IMYaeTCsA OT APYrUX, U MOMHAT TO/bKO
[0BOAbI, KOTOPble Bbl NMPUBOAMIN B MOLAEPXKY 3TOM0 COOOLLEHNA U KOTOpble camu Mo cebe
BPSAL Y BRXKHbI.

A ceiluac BCMOMHUM O eLle 60/1ee nevyanbHOM [oKas3aTeNnbCTBe TOro, YTo He CrieflyeT cpasy
coob6LaTb CAULWIKOM MHOroe. Xopac LUBepuH u eHpn Hbroenn B BecbMa MONE3HON KHUre
«YbexpaeHve» (Persuasion) OMWCLIBAOT TeCT, KOTOPbIA OHW MPOBEM MpW NOMOLWIM ABYX
00BABMIEHWI, NOCBALLEHHBbIX pekame OAHOM W TOW e MaluuHbl. [NepBoe 06bsBNEHWE 6bINO
ChopMynMPOBAHO MPSAMO U OAHO3HAYHO: B HEM rOBOPWUJIOCH TO/MLKO 06 3KCMJyaTauMOHHbIX
KayecTBax HOBOro aBToMobuns. Btopoe o6bsBneHme 6b110 6051ee NogpobHbIM. OHO roBOPUIIO O
TOM, YTO MOMWMO MPEBOCXOAHbIX 3KCM/yaTauMOHHbIX KayecTB 3TOT aBTOMOOWIb 06s1afaeT
HEenpeB30M4eHHbIM AU3aliHOM, NPeLiaraeTca B BUAE HECKO/bKMX Pa3IMyHbIX MOAENER 1 BecbMa
9KOHOMUYeH. (O6bsABMEHMS Takoro Tuna MAYT B PeKNaMHbIX areHTCTBax Moj Ha3BaHWeM
«O6bABMEHNE, B KOTOPOE BALLWN K/IMEHTbI MPOCTO B/IOOATCA».)

Mokasas ucnbiTyeMbIM 06a 00BbABNEHUA, UCCNeA0BaTENN cnpocun: «Morno 6bl Kakoe-To
N3 HUX NOBYANTb Bac CMEHUTb MapKy MallvHbI?» LLIecTb MPOLEHTOB OMPOLUEHHbIX OTBETU/IN,
4To Aa, 006bAB/EHWE, B KOTOPOM rOBOPU/IOCL 06 3KCM/yaTauMOHHbIX KayecTBax, MOro Obl
3acTaBWTb WX 33yMaTbCA HaL, TaKol BO3MOXHOCTbHO.

Ho uTOo Xe co BTOpbIM 06bAB/IEHVEM, B KOTOPOe 6bl10 J06aBMEHO TaK MHOIO NO/E3HOM
MH(popMaumMn? Ha CKOMbKMX OnpawlvBaeMblX MNOAENCTBOBASI0O OHO? HM Ha ofgHoro. Hosb
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MPOLIEHTOB.

Ec/nn Bbl FOBOPWTE O MHOTOM, K/TMEHT He 3arOMUHAET HUYETO.

HasoBuTe MHe BCEro OAHY AOCTOMHYO MPUUMHY

Xotte  MonyudTb  camoe  ybeauTenbHOE — [10KasaTeNbCTBO  HEOGXOAMMOCTY
CKOHLIEHTPUPOBaTb CBOE PEKNaMHOE COO6LIeHME Ha 4YeM-TO oAHOM? CnpocuTe CBOMX
NOTeHUMAaNbHbIX MOTPEOUTENEA.

Y HUX €CTb BCEro OAWH, rNaBHbIA BOMPOC: «HeM Bbl HACTONILKO OT/IMYAETECH OT APYruX
KOMMaHWiA, YTO 5 JO/MKEH UMETb AE/I0 UMEHHO C BaMU?»

Tpe6oBaHMe BalIMX MOTEHLMANbHBIX NOTPeGUTENel NpeacTaBNsieT coG0i He UTO MHOE,
Kak nepedipasvMpoBaHHYO KNacCUYeckyto (opmyny: «Ha3oBWTe MHe BCEro ofHy [OCTOVHYHO
MPUYMHY, N0 KOTOPOIA 51 IO/KEH CAeNaTh 3To».

3T0 OuYeHb MpocTas Mpock6a, M OTBeYaTb Ha Hee crefdyeT Takke MpocTo. CNOXHbIN 1
MHOFOM/IaHOBbIA OTBET TO/IbKO CO3AacT Ans NOTpe6buTeNns AONONHUTENbHYIO Npo6nemy. OH He
XOYET MMETb 6O/bLLE MHPOPMALN /151 064YMbIBAHNS, OH XOUET UMEThb MEHbILLIE.

MprMep M3 PO3HUYHOW TOPrOBMM XOPOLLO WIOCTPUPYET BAXHOCTb MPOCTOTHI MpU
nojade ToBapa. 3ailauTe B XOPOLUMIA MarasvH MYXKCKOW oaex[ipl, Takoil Kak Barney's B
Hbto-opke. Monpocute py6allKy B CUHIOW NoMocky. CoobpasnTeNbHbI NpoAasel, NoKaxeT
BaM Of]HY py6aLliKy, KOTOPYIO Bbl, CKOpPee BCEro, 1 KynuTe. Ho ecim OH MeHee cO06pasunTeneH 1
MOKaXXeT BaM TpX Nofo6Hble py6allKK, CYLLEeCTBYeT BecbMa 60/bLas BEPOSTHOCTb TOrO, YTO B
pe3ynbTaTe Bbl HE KYNWTE HW OAHON M3 HMX. DTOT NPOAABEL, YCMOXHWA [/ Bac MpOLecc
MPUHATAS PELLEHNst U CMYTWN Bac, NPEeANOXUB BaM CAeNnaTb BbiGop. A BeAb NpoAaTb YTO-TO
CMYLLIEHHOMY 1 3anyTaBLLIEMYCS Ye/TOBEKY Fopasfo TPyaHee.

Y [10BNeTBOPUTE CaMyto [/laBHYlO NMOTPeGHOCTb CBOEro pbiHKA: AaiiTe eMy BCEro oaHy
[OCTOMHYIO MPUUNHY.

Bawwmnm nrobnmble necHu

Bbl exann Ha aBTOMOGME MO LIOCCE, BKMOUMM PaamMo 1 B NepBblii pa3 yCbilanu HOBYHO
necHto. OHa BaM NOHPaB/ACh, HO Bbl HA C/I0BA M3 HEE He 3anOMHUIIN.

Ha cnegytolyii ieHb Bbl CHOBA C/bILUMTE 3Ty MeCH0. BO3MOXHO, Bbl TaKXKe YC/bILLINTE,
KaK 30BYT NeBULLY, U faXKe 3arNOMHUTE ee UMSI.

Elle yepe3 [Ba IHS Bbl OMATb CMbILUNTE TY XKe NMECHH. Y6eAUBLLINCH, YTO HUKTO U3 ApYrux
MacCaXMpoB Ha Bac He CMOTPUT, Bbl HAUMHAETE TUXOHLKO HameBaTb MeNoauto, KOTOPYH YXKe
3aMOMHWN.

[BYMsi IHSIMM NO3)KE Bbl NMOKYMaeTe KOMNaKT-AMCK. Bbl CnyLLaeTe ero HeCKO/bKO BEYepoB
noapsia. K Tpetbemy Beuepy Bbl 3HaeTe NOYTM BCe COBA.

[nsi Toro, 4To6bl Bbl MOMHOCTLID OCO3HANM COAEpPXKaHWe 3TOl NMecHW, BaM NoTpe6oBanoch
MpoCcyLLIaTh ee CeMb WU BOCeMb pa3. OfHAKO, B KOHLe KOHLIOB, 3TO NMPOM30LLIIO.

Ho uTo, ecnm 6bl NeBULLA MeHSsINA COBA 1 MENOAMNIO MECHW MPY KaXA0M UCMONHEHUN? YTOo
6bl Bbl 3aMOMHWIN? MPAKTUYECKN HAYETO.

N 4TO XKe 3TO FOBOPWT Ham O Mojavye MaTepuana Npyu MapkeTuHre Balleld ycnyrn? MoxeTe
/N Bbl MOCTOSHHO MEHSITb CBOM C/I0Ba, MENOAMI0 U TeMy MecHu Booblle? W ecnn Bbl Gyaete
nocTynaTb TakM 06Pa3oM, YTO 3aNOMHSAT NoAN? YTo OHM ByAyT 3HaTb O Balleil KoMMnaHUn?

Mocne TOro, Kak Bbl CKa3asim YTO-TO OfHO, MOBTOPSITE 3TO CHOBA M CHOBA.

OpfHa nctopust AeicTByeT Cu/lbHee, YeM AeCATOK onpeaeneHni

Bo3bM1TE KaKOW-HUBYAb XOPOLLUMIA XYpPHan U MPOCMOTPUTE HECKOMbKO CTaTeid. Bbl
MOXXeTe 3aMeTUTb OMpeeneHHYH0 CXeMy, KOTopasi CKaXeT BaM O MHOFOM.

CeroaHs GOMbLUNHCTBO >KYPHA/IMCTOB HAUMHAOT CBOM CTaTb C MCTOPWUM, HarnsgHo
WNNIOCTPUPYIOLLEn TeMy. 3TO HACTOMbKO Y6eaMTenbHOE CpeAacTBO, YTO A1s HEro Aaxe
BblAYyManu CrielanbHOe Ha3BaHVe «CUHEKI0Xax.

Cypne6Hblin agokat [yxeppy CreHc NoyTh Beerga UCronb3yeT Kakyr-HUBYab UCTOPUIO 13
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XW3HW, 4YTOObI [0Ka3aTb CBOM YMO3ak/touyeHus. CMeHC 3HAaeT, YTO MPU BCEX HEMBIC/IMMbIX
N3MEHEHWSX, NPOM3O0LLIEALLIMX B 3anafHON Ky/bType CO BPeMeH aHTUYHOCTK, U ceitvac, 2500 net
cnycta nocne EBpunuaa, rnaBHbIM pa3B/iedeHUEM [ HaC OCTaeTcd  [pamaTuyeckoe
MoBeCcTBOBaHMe — PacCKas.

MpopasLam 1 crneuyanmcTam no MapKeTUHTY TOXe CNefoBasio Obl 0CO3HATL BENIMKYHO CUTY
pacckasaHHON nctopuun. MofobHble NCTOPUKM AeNatoT CTaTbh 60/iee MHTEPECHBIMW, apryMeHTbI
CneHca 6onee y6eanTesibHbIMU, 1 TOYHO TaK Xe OHW CrOCOOHbI CAenaTb MapKeTUHT 1 pekiamy
ycnyr 6onee ahheKTUBHbIMU.

[leCTBEHHOCTb CMHEKAOXM CBfi3aHa C TeM, YTO KaKAOMY YenOBeKY WHTEPECHO Y3HaTb
YTO-TO O >KM3HW ApYrux JIOfAen, a pacckasbl Kak pa3 M MOBECTBYKOT O Apyrux nopsax. B
pacckasaHHon [xeppy CreHCOM UCTOPWUM O YeNOBEKE, MO OTHOLLEHWIO K KOTOPOMY MOSIMLMS
npeBbiCNa CBOW CNY)XXe6GHble MOHOMOYMSA, €My HeT Heo6XOoAMMOCTU YNOTPebnATb Cc/ioBa
«HEeCnpaBeA/IMBOCTb» WM «O0Mb». XKMBOW paccka3 afBoKaTa 3aCTaBfsieT MNPUCSXKHbIX
MoYyBCTBOBaTbH 3Ty 60/1b U HECNPaBeLIMBOCTb.

Mofo6HO YMHbIM XXypHa/MctaM W Be/IMKMM  afiBoKaTtaMm, MpoAasubl  YCAyT,
pacckasblBatoLiye MpaBAMBblE WCTOPUM U3 XKU3HW, [JenatoT CBOW npeseHTauuu Gonee
WHTEPECHbIMK,  60fiee  JIMYHOCTHBIMMK,  Bbi3blBalOLWMMKM  60fbllee  [oBepue,  6onee
NPOYYBCTBOBaHHbLIMU — 1 60/ee yoeanTeIbHbIMMN.

He ncnonb3yinTte onpeaeneHunin. cnonb3yiiTe MCTOPUN.

HaHecuTe yaap no ctepeoTunam

MouT NGO LIMPOKO PacnpoCTPaHEHHbIA BUA YCNYr CTPaJaeT OT KaKoro-HU6YAb CTO/Mb
)Ke PacrpoCTPaHeHHOro CTEPeoTMNa B CO3HAHUM NOTPeGUTENS.

Byxrantepbl NMLLEHbI YyBCTBA FOMOpA.

AIBOKaTbI C/IMLLKOM NHO6SAT AeHbI.

AreHTCTBa N0 C60PY 3a[0/MKEHHOCTEN 3amnyrmBatoT BalUX K/INEHTOB.

Bpauu 3aCTaBNSIOT HAC XKAaTh Yacamu.

CTepeoTUnHOE NpPeACTaBMEHNE O BalleM BWAe YCNyr — TMepBoe, O YeM BCMOMUHAET
MOTEHLMAbHBIA KNMEHT. ATO NepBoe NPensTCcTBME, KOTOPOE BaM MPeACTOUT NPEeoJoNeTh, U, Kak
npaBmnno, No6eXaaeT TOT, KTO NPE0J0NEeT ero paHbLLe ApYruXx.

HaHecuTe yaap no CBOeMy MepBOMY HeAoCTaTKy — CTEPeoTUrny, KOTOpbIi CyLIeCTBYeT
OTHOCUTE/IbHO BaLLIel YCNYr B CO3HAHMMN NOTPEGUTENS.

He 6yabTe ro/sloc/I0BHbI, NPeAbABUTE JOKa3aTe/lbCTBa

OpgHaxabl  KaponvH  Afave, 3aHMMaBlUasi TOrga  AO/DKHOCTb — AMpeKTopa Mo
pacnpocTpaHeHuo >xypHana UtneReader, npucnana MHe BCe MWCbMa, arvTupyrowme 3a
MOANWCKY Ha UX XXypHan, 3a nocnegHve aecatb net. Mpy 3TOM OHa cKasasa, YTo 3a LecsATb feT
MM TaK W He YAaliocb CO3AaTb HWYEro Ny4llero, Yem camoe MepBOe MMUCbMO, HamMcaHHoe A
XKypHasna 3HaMeHWUTbIM aBTOPOM PeK/IaMHbIX TEKCTOB.

MepBoe MMUCbMO, AENCTBUTENbHO, ABAANOCH OAHUM M3 AyYWMX MPUMEPOB LOGPOTHOrO,
«4ynTabenbHoro» Tekcta. OHO OblI0 OYeHb KOHKPETHbIM, B HEM He OblN0 O06LWMX MEeCT W
abcTpakTHbIX (hpa3. [locnegHee nNpeanoXeHWe KaxAoro absaua 3acTaBnsino Bac 6e3
NpoMeA/IeHns NPOYeCTb MepBOe NpeLAoKeHWe crefytollero. I aBTop HUKorga He nucan fAsa
CnoBa Tam, rae 66110 A40CTaTOYHO O4HOrO.

OTnnume 3TOrO NUCbMa COCTOSZI0O HE B PEKNaMHbIX YNOBKax W TPHOKax, He B
NpVBNEKaroLLeli BHMaHWe (pase Ha KOHBepTe (ee TaM He 6blf0) 1 He B YMENOM MCMO/b30BaHNN
nocTckpunTyma (MMCbMO He UMENO 1 ero).

3TO NCbMO MPOCTO XOPOLLUO nofasano Matepuan. OHO He yTBepxaano, uto UtneReader
— OT/INYHbIV XypHas. OHO He 06pPYLLMBANO Ha BaC MHOXECTBO OnpeaeneHnii n augunpamoos, a
NpocTo 1 ybeanTenbHO AokasbiBano: UtneReader — WMHTEPECHbIN XXYpHaN U CTOMT Tex [eHer,
KOTOpble Bbl 3ani1aTuTe 3a NOAMMUCKY.
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MpocTas, 406pPOTHas Nojadya MaTepuana 1 ecTb XOPOLLWIA, JOBPOTHbIA MApKETMHT.

Mopbepute gokasaTesnibCTBa

Ha npoTshkeHun nocnegHuUxX Tpex NeT MOUMU K/MeHTaMu Obliv Tpu (UMPMbI, KOTOpble
NpefoCTaBNsNN  Nydllne YCIyrn Kaxgas B CBOed oTpacan. Ho 3Haim m 06 3aToM mX
noTeHUMaNbHble NOTPebuTenn?

Toicaun notpebutenein He wumenu 06 3TOM HWU Maneiwero MOHATUA. W HMKakue
Andupamobbl ycyram aTux (oMpmM nx 6bl B 3TOM He ybeannu.

3Has 3T0, fBe (MPMbl HaHAN HE3aBUCUMbIX areHToB /11 NPOBEPKU YA0BIETBOPEHHOCTM
CBOMX K/IMEHTOB MpefocTaBaseMbIMU ycnyramu. MonyyeHHble umdpbl nopaxann. - pupmbl
NPOLEMOHCTPUPOBASIN UX CBOMM MOTEHLMaIbHBIM NOTPEOUTENSAM.

MepBas (mpma coo6WMIE, YTO OHM MOAYYMM  Camble BbICOKME MOKasaTenu
YAOB/IETBOPEHHOCT  K/IMEHTOB, C KOTOPbIMWA  KOFfa-nb0  MpUXOAMNOCH  CTasIKMBATLCA
areHTCTBY, NPOBOAMBLLEMY ONPOC.

Bo BTOpPOM criyyae hrpMa nonpocuia 0TBeYaBLUNX OLEHUTL KaYeCTBO CBOMX YC/yr. 3aTem
OLEHKM K/IMEHTOB ObINN MepeBeAeHbl B TPAAULMOHHYKO YeTbipexbannibHyo LKany. CpeaHss
OLleHKa KayecTBa NpefocTaB/feMblX 3TON (hMPMOIA yCnyr fana noTpscatoLmin pesynstat — 3,96
6anna. OHW Hawwn ybeguTeNbHble A0Ka3aTeNbCTBa CBOEr0 MPEBOCXOACTBA.

MpocTO CcKasaTb, YTO Bbl Npef/laraete 3aMeyaresibHble YCyrn, HeaocTaTouHo. Bam HYXXHO
NpeacTaBUTb AOKYMEHTa/IbHbIE JOKa3aTeNbCTBA 3TOrO.

CobepuTe cBMUAETENBCTBA KAYECTBA NPEAOCTaB/IsSeMbIX BamMy YCNyr. 3aTeM foBeAuTe UX O
cBeAeHNsa noTpebuTens.

TPIOKN MHTEPECHbI TO/IbKO AETAM

Ycnyra npeactaBnseT coboil obelaHve. Bbl npogaeTe ob6eljaHMe TOro, Yto Korga-To B
OyayLieM Bbl YTO-TO cAenaeTe. ITO O3HAYaeT, UTO (haKTUYECKN Bbl NPOJAETE CBOK) YECTHOCTb.
YNOBK/ 1 TPIOKW, HANPOTMB, ABNAIOTCSA CBUAETENLCTBOM HEUYECTHOCTW.

BpocKue 3aronoBKn, MoAeNn B KynasbHbIX KOCTHOMax, XMTPOCTV NPAMOro MapKeTUHra —
BCE OHW MpPeACTaBNAT CO60M MOMbITKM 3aMaHUTb NOTpebuTeneld. Bee 3T TPHOKM rOBOPAT UM
06 OHOM 1 TOM XKe — 0 TOM, UTO Bbl NbiTaeTeCb 06MaHYyTb UX CBOEI PeKnaMoii. A 3T0, B CBOIO
oyepefpb, rOBOPUT O TOM, YTO Bbl MOXETE MOMbITaTbCs 06MaHYTb MX U B YeM-TO Apyrom. He
Aenawite aToro. HUKaKkux TprOKOB.

OO6GBEKT WYTKN — Bbl cCaMu

[pyr pacckasblBaeT BaM HECMELLUHOM aHeKoT. Bbl, pasymeeTcs, CMeeTecb Haj HUM.
TakoBa Yy npupoaa YenoBeka.

Bbl 0TNpaBnseTe KOMy-TO TO, YTO, C Ballel TOUKM 3peHUs, ABNSETCA YAa4HbIM peKaMHbIM
nocnaHvem, — Hanpumep, N1acTMaccoBYHO PblOKY C BNOXKEHHOW 3annCKOR: «0TOBbTE KPHOUOK.
MbI CTOMM TOro, 4To6bl NONMaTL Hac», UK eLLe YTO-HNBYAb (ynacu rocnogum!) nonyuiue.,

Bbl 3BOHMTE CBOEN MOTEHLMAbHOM NOTPEGUTENBHULIE M CrpallvBaeTe, NOAyyMIa M OHa
BaLly peknamy. OHa roBopuT Bam: «/[la, 370 6bIfI0 O4EHb OCTPOYMHO C Ballell CTOPOHbI». A UTO
eLe OHa MOXeT ckasaTb? TakoBa npupofa venoBeka. OHa 3HAET, YTO Bbl MbITAIUCL NPUAYMaTb
YTO-HMOYAb CYNepPOCTPOYMHOE M pacCyMTbiBaeTe Ha KOMMAMMEHT. BOT OHa M roBopuT Bam
YTO-TO BPOAE KOMM/IMMEHTA.

Ewle Heckonbko Mofo6HbIX 3BOHKOB Y6eX4aloT BaC B TOM, YTO Balla MaJieHbKas
peknaMHas XUTpoCTb Bblna BecbMa yaa4yHoW. (Mcrxonorn HasblBatT 3TO «3PEEKTOM SI0XKHOr0
cornacmsi»: Mbl BOOGpaXXaeMm, YTO NOAN COrNacHbl C HAMK, XOTS Ha CaMOM fene 3TO He Tak.)

Ho copfepxxallieecs B OCHOBE 3TOr0 TPHOKa yTBepxeHne — «lcnonb3yinTe Hac, Mbl 04eHb
YMHbIE» — MOXET BbICTaBUTb BaC B rNyrom CBETE.

MoTeHUMaIbHbIM MOTPEOUTENAM MOXKET MOKa3aTbCsA, UTO, MOCKO/IbKY Bbl He MOXETe
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CKasaTb MM HMYEro BaXKHOI0, BaM NpuUXognTca pacCKadblBaTb HECMELLHbIE aHEKAOThI.
Ecnn Bam KaxKeTcs, 4TO Balla peknamHad uiea MOXET [MoKasaTbCs rnyr|0|7| nnn
HEﬂpO(t)eCCVIOHaﬂbHOVI, TO, CKOpee BCEro, OHa TaKoBOW U ABNSETCA.

BbITb Ny4Wwnm nnm 6biTb XOPOLLINM?

PabOTHMKM BbICOKOCMELNAN3NPOBAHHBLIX BULOB YCNYr 0COOEHHO CK/IOHHbI CUMTATb, YTO
yem 6onee NPOdecCUOHAbHBIMY OHW CTAHOBATCA B CBOEW 06M1acTu, TeM fydlle A0/MKHbI UATK
nx fena. Yem OGonblue cneuuasnuct no HaIOroo6/I0KEeHVUIO 3HAeT O Ha/loroBOM KOJeKCe,
aKTyapuii 0 nporpaMme YCNOBHOIO y4acTusi B MpuObIISX, a MNCUXONOr O [ABYXMOOCHBLIX
paccTpoincTBax MMYHOCTU, TeM 6O/bLLIE KNNEHTOB HAWAET JOPOXKKY K UX [ABEPSM.

[lBa npumepa HaBOLAT Ha MbIC/Ib O TOM, YTO 3TO He TaK, a TPeTUii JOoKa3biBaeT 3TO 6e3
BCAKOr0 COMHEHWS.

MepBblil MpUMepP MOXHO YBWAETb CEroAHs B 3a1e J/1l060r0 amepuKaHCKOro cyga.
Brnectawme afBoKaTbl, B COBEPLUEHCTBE Bnafelolime 3aKOoHamu, MOHOTOHHO OYOHAT CBOW
aprymMeHTbl, B TO BPeMSi KaK CyfAbW MOCMAaTPMBAIOT HA 4acbl, & MPUCSXXHbIe KIHOKT HOCaMW.
A[BOKaTbI MNbITAOTCA NPOAATL NY6/MKe CBON NPOECCUOHANbHbIE 3HAHWSA, HO UX ayanuTopus —
NOAMN, KOTOPbIM MPELCTOUT PellnTb, BbIUFPaeT WAW MPOUrpaeT 3TOT aABOKAaT CBOe [efo, —
XOTAT COBEPLUEHHO pYroro.

MeguLmMHCKas NpakTnKa, MoX0oXe, CTAKMBAETCA C TaKoi Xe Npo6nieMoii. 3a yANBUTENBHO
KOPOTKOE BpeMsi MeUUMHCKas HayKa Halia nekapctBa OT 60/e3Hei, KoTopble noryounu
MW/JIMOHbI HALWIWX MPeAKOB: MOMMOMUENnTa, TybepKyesa 1 ocrbl. YXKeHWMHA C HeU3NeYnmbIM
3aboneBaHVeM cepLa MOXeT Tenepb KynuTb cebe HOBOE cepALie B3aMeH 60/1bHOr0. Icuxmnarpbl
MMEIOT BO3MOXHOCTb Ha3HauuTb MauMeHTy C TsKeNbIM pPacCTPOMCTBOM MCUXUKW Takume
NeKapcTBa, YTO OH OyfeT BeCTU cebs ropasfo afekBaTHee, Yem ecnv Obl ero SeYnnn BCEro
[ecsaTb NeT Hasad. C TOUKM 3peHUst TEXHOMOMUW, MeAMUMHCKaA Hayka cfienana OrpoOMHbIN Liar
Brnepes. M Kak oTpacnb cepbl YCNyr MeauLmMHa Takxe cTasia ropasfo NpofeccnoHaibHee.

C 37O/ TOYKWM 3peHus, MeauuUMHa LO/MKHa Oblna Obl cevac HaxXoAMTbCA Ha BepLUMHE
nonynapHoctTn. OfHako 37 TMPOLEHTOB OMNPOLUEHHbIX YTBEPXAAOT, 4YTO Bpayus Maio
MHTEPECYHOTCA CBOMMU MauMeHTamu. MeHbLlue NOJOBMHbI OMPOLLUEHHbIX CYMTAOT, YTO Bpauu
MOTYT TO/IKOBO 0OBACHWUTL CBOMM NaLMeHTam, B 4em MX Npobsiema 1 4To cneayeT genatb. Bpaum
BEPAT, UTO Mepo/ WX COOTBETCTBMS CBOMM 006S3aHHOCTAM SB/SETCA NPOECCMOHaIbHOE
MacTepCcTBO, HO NaLMEHTOB HACTO/MbKO 3a00TUT «4enoBeveckas CTOPOHa» MeAULMHbI, CBSi3aHHas
C 00LLeHVeM Bpaya 1 naumeHTa (419 Hee faxe NpUAyMaaun crneumanbHoe Ha3BaHUe «BpadvebHbIl
TaKT»), YTO OHW CUMTAIOT, YTO MeAMLMHA KaK YCyra HAKyAa He roguTcs.

Ho, BO3MOXHO, fydllee CBMAETENLCTBO TOr0, YTO OT/IMYHbIE NPOECCUOHA/IbHbIE
nokasatenn He SABNAIOTCA ONPefeNfioWmMM  YCI0BUEM YCrexa, Mbl BUAUM Ha MpumMepe
(puHaHcoBOro poiHka. B otyete komnaHum Goldman Sachs 3a 1995 rofg, HocdlleM Ha3BaHue
«pagywias 3BonOUMA OTpaciyM  yrpaeneHWUs (PUHAHCOBLIMK OnepauusMu», 3ta Qupma
npu3Hanacb, 4YTO rNlaBHOE B YNPaBfieHWM (UHAHCaMU — COBCEM He CaMu (PMHAHCOBblE
onepayun, a «NpUBEYEHNE N COXPaHEHNEe BKIAAO0B», NPOLLE roBOps — MapKeTUHr. O3HavaeTt
nn 3to, yto Goldman Sachs mpocTo WrHopmpyeT TpebOBaHUS CBOMX K/MEHTOB YNY4ylIUTb
nokasatenu [JedateflbHOCTU KomnaHun? OTHoAb HeT. Korga notpebuteneit  nonpocuim
paccTaBUTb B MOpsjKe BO3pacTaHUA pas/iMyHble KPUTEPUM, UMEIOLLME 3HaYeHne npu BbiGope
WHBECTULMOHHON KOMMaHWW, OHW C 3aBWAHbIM MOCTOSHCTBOM CTaBWAM MpUbbIIb  Ha
MHBECTUPOBAHHbIN KanuTan (Ny4llee [0Ka3aTeNbCTBO TEXHUYECKOro MacTepcTBa KOMMaHUW B
3TOM pofe 6m3Heca) HUXKe, YeM A0BEPUE N APYr1e «BOMPOCHI B3aMMOOTHOLLEHWA». B ogHOM 13
ONpPOCOB K/IMEHTbI MOCTaBUAM MOCNY>KHON CMMCOK KOMMaHWM Ha [eBATOe W3 CeMHagLuaTu
BO3MOXHbIX MECT — HUXE, YeM «UCKPEHHee CTPemsieHMe K A0MrOCPOYHbIM OTHOLUEHUAM» 1
Jpyrve CTO/b XKe HeHay4YHble KpUTepuu.

MoTeHUMaIbHbIe NOTPEOUTENN CMOTPAT He Ha TO, HACKO/IbKO Bbl XOPOLUIM B TOM, YTO
fenaete. OHY CMOTPSAT Ha TO, HACKO/IbKO XOPOLLIN Bbl B TOM, KEM Bbl SIB/ISETECH .



"appu BekBUT: «[poaaBasi He3pUMOoe» 75

MpeBocxoacTBoO

[asug Orunsu, KOTOPbLIA NPeBpaTUn CBOW TaflaHT B 06/1aCTU peknambl B 3HaMEHUTOe
areHTcTBo Ogilvy amp; Mather, a no3gHee B OrpOMHbIA 3aMOK BO DpaHL1K, O4HKAbI 3aMeTU,
YTO NPOAABLLbI COBEPLUEHHO HaMpacHO HacTavBaroT Ha MPeBOCXOACTBE CBOMX TOBAPOB.

Orunsn yTBEPXAal, YTO MOXHO [OCTUTHYTb HE MEHbLUMX YCMexoB, ecin yb6eauTb
MOTEeHLUMa/IbHOTO NOTPebMTeNs B TOM, YTO BaLLa YC/yra BCEro b «6ecCnopHO XOPOLLIas».

Bbl MOXKeTe NpoBepuTh YTBEPXKAEHUE Oruem Ha CBOEM COOCTBEHHOM OrbITE.

Kak 4acTo Bbl [JEACTBMTENbHO MCKA/IM «CamMOro /y4yllero» WCMOMAHWUTENS HY)XXHO Bam
YCNYTW: HaWUy4LLYH HAHIO, YOOPLLULLY UM HAJTOroBOro KOHCY/IbTaHTa? He yacTo.

Kak 4acTto Bbl cpasy yb6expaimcb B TOM, YTO OHW «Camble Jy4llme», ec/in Bbl [aXe
Haxoannn nx? He yacro.

Kak [Jonro rotoBbl Bbl UCKaTb YTO-TO «CaMOe Jyuyllee», ec/in YTO-TO «B A0CTAaTOYHOW
CTEeMNeHu XOpoLLIee» HaXOAUTCA NOL PYKon? He fonro.

Kak MHOro Bbl rOTOBbI 0MNa4MBaTh 3a «CaMy Ny4llyr» YCAYry, eCn NPoCTO «O4eHb
XOpOoLLEe» yxKe 6b1/10 Obl LOCTaTO4HO? He MHOrO.

HackonbKo XopowmM LO/MKHO 6bITb YTO-1160, YTOObI OHO Bac YAOBMeTBOPWNO? Bcero
NLWb «OYeHb XOPOLUMM», a E€CNN OHO, Maye YasHWA, OKaKETCA fy4ylumMm, TO Bbl Oyadete
paccMaTpmBath 3TO KakK NMPOCTYHO yaady.

 rnaBHbIii BONPOC: Kak Bbl pearnpyerte, Koraa npeactasuTelb NpeanpuaTus chepbl yenyr
rOBOPUT BaM, YTO OHWM — camble nydlumne? CKenTuyeckn 1 6e3 aHTy3masma: 3TU CnoBa 3By4ar
Kak nycras noxsaibba.

Te, KTO NPOBOAUT YCTHble OMPOCLI A4N151 KNMEHTOB, paboTatowmnx B cepe ycnyr, 6bICTpoO
OCO3HAlOT YAMBUTENbHYIO Bellb, KOTOpas 3BYYMT KpaiHe pa3oyapoBbiBaloliee Ans WX
HaHuMaTeneil. Korga uccnegosartenb 3a4aeT Bonpoc: «KakoBa OCHOBHas NMpUYKHa, N0 KOTOPOW
Bbl NMPOAO/MKAETE MOb30BATLCA YC/yraMun 3TON (MPMbI?» — CaMblii PaCNpPOCTPaHEHHbI OTBET,
JaKe OT KIMEHTOB MNPeanpusTUiA, OKasblBalOWMX YCAYrY BbICOYAMLLero Knacca, 3BY4YuT
cnefyowmmM 06pa3oM: «MHe 3T0 NPOCTO YA06HO».

Ham Hy)>XHO He NPeBOCXOACTBO WM [aXe He COBEPLUEHCTBO 06CNYXMBaHWA, a MPOCTOe
yA06CTBO XOPOLLIO Pa3HOLLEHHOW 06YBMU.

Hawa KynbTypa, NMOCTPOEHHast Ha MPUHLUMMIE KOHKYPEHLMMW, HanoMHSAET Hac >XenaHuem
ObITb «MEepPBbIM HOMEPOM». BbITb YaCTbHO YEro-To «/1yuyLlero» OYeHb MPUATHO, N B 3TOM eCTb
cBOM ntocbl. HO npeAnonoXeHne o TOM, YTO JOCTUKEHME CTaTyca «Hauny4yllero» sABseTcs
06513aTe/IbHbIM YCMIOBMEM XOPOLLIErO MOIOXKEHMS U CUMNBbHOM MO3NLMIN Ha PbIHKE, ONPOoBepraeTcs
OMbITOM — BalLWM COBCTBEHHbIM.

CTpemMuTeCh BbIrNAAeTh B rNa3ax NoTpebuteneid «6ecCnopHO XOPOLUMM.

Bo3pgelicTBue nepeBepHyYTOlM rmnep6om3asmnm

OfHaxObl Hekas cneuuanmsMpoBaHHas (upmMa 6/ecTslle NPOAEMOHCTpMpOBaia Bce
CnabocTn nNpeyBenYyeHns, co3Las AeiCTBUTENIbHO HEOObIYHOE peKnaMHOe 00bABNEHNE O CBOUX
ycnyrax. VX CKpoMHas no pasmepamM peksiama npeymeHbLuana abcontoTHO Bce. OHU BbIKUHYN
13 Hee NOYTK BCe NpunaraTe/ibHble. bblN0 OTBEPrHYTO C/IOBEUYKO «HEMPEB30WAEHHbIN» BMECTE C
ero 60/ee COBPEMEHHbIM 3KBUBAIEHTOM «BblAaloWniica». OHWM BbIYEPKHYNN [aXe CNOBO
«He3aypaLHbI», 3a UCK/IOYEHMEM Tex C/lydaeB, KOrfa OHO OTHOCWIOChb K KayecTBY YCIT,
npeLoCTaB/sSieMbIX MHOIOUYMC/IEHHBIMW KOHKYpUpYOWMMK rupmamun! U Tak fanee.

Pe3ynbTaT BO3AECTBNSA 3TOW peKnamMbl Obin (AaXe Ha B3rnsg COTPYAHMKOB 3TOW (MPMbI,
HEHaBNAALLMX rMnepbosibl U NPEYBENIMYEHUS) «NOPasnTEIbHbIM.

B TeueHMe HeCKONMbKMX [Hel cobpaTbsi N0 NPogeccun oCTaHaBIMBAIN COTPYAHNKOB 3TON
(mpMbl Ha ynuue, 4TOObI BbICKA3aTb MM CBOE MHeHMe 06 3TOM pekname. HecmoTps Ha
OTHOCUTE/IbHO Masible pa3Mepbl, 3Ta (hMpmMa nonyymna LecATKU 3arnpocoB OT MePCrneKTUBHbIX
3aKa3umMKoB, KOTOpble [0 3TOr0 He CbllwaniM O Hel HW eauHOro cnosa. PyKOBOAWUTENN
NpeanpusTAA, KOTOPblE He SBAAANCL MPAMbIMUA - KOHKYPEHTaMU 3TOW (MPMbI, 3BOHWN
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omc-MeHeKepy, uUTOBbl CNPOCUTb, KTO [Jenan [nis HUX 3TO o6bsBneHue. [pyrve
PYKOBOAWUTENN CBA3LIBA/INCH C CO3AATENSAIMU PeKNaMbl, YTO6bl MOMPOCUTL WX CAENaTb TOYHO
TaKoe Xe 06bABNEHUE N AN HUX — «4TO-TO, HA YTO BCE 06PATHAT BHUMaHMe 1 6yayT 06CYyKaaTh
Ha ynmue».

liogy 06pallaloT BHMMAHME Ha MAapPKETMHIOBble NY6MAMKAUMMW, JULLEHHbIE MYCTbIX
rnpeyBenMYeHiA, MOTOMY UYTO CK/IOHHbI 3aMeyaTb HeoObIYHOE, a NPeYMEeHbLLEHWE, COTMacuUTeCh,
BECbMa HEOBbIYHO.

Jlyulue ckasaTb C/IULLIKOM Mano, Yem C/IMLLKOM MHOTO.

Ypok First Banks: ntogn cnbiwaTt TO/IbKO TO, YTO BUAAT

OfHaxXabl HEKNIA MapKeTONOr NOTPYAMICA ONPOCUTL ABajUaTh BnagesnbLes (upM, 3aas
1M BOMPOC O TOM, KaKyt0 UH(OPMALMIO OHN MOYEPrHYNN U3 HECKONbKUX PEKNaMHbIX POSIMKOB
KomnaHum First Banks. PesynbTaT onpoca npueen cosgateneii 3TOW pekambl B COCTOSHUE
LLIOKa.

YNOMAHYTbIE PO/NKX MOKa3blBa/IN afBoKaTa, rOTOBALLEroca MOKoOpUTbL 3BepecT. Ero
MOAroTOBKA BKIKOYaa MPUCTa/IbHOE W3Y4YeHMe MpeablayWinX MonbITOK NogbeMa Ha 3Ty
BEpLUMHY, MPOrHO30B MOrofbl W APYrol CcOnyTCTBYHOWEA WHpopMaumn. CMbICT PONNKa,
ChopMyNMpPOBaHHbIA B 3aKafpPOBOM TEKCTE, COCTOSN B TOM, YTO YCrex B NHO6OM Aene Tpebyet
ncyepnblBaloLWeli  MH(opMaumm un  Komnauus  First Banks o6nagaet  «uHhopmalmei,
Heob6X0AMMOI BaM NS NPUHATUS NPaBUIbHOIO PELEHUA B (IMHAHCOBbIX BOMPOCAX».

Ho nwofun, BuAeBLUME 3TOT POMUK, He MNpUCNyLUMBaZMCb K cnoBaM. OHM obpatianu
BHMMaHWe Ha BWAEOPsid, KOTOPbIA B OCHOBHOM W306paxkas afiBokaTa, roTOBALWErocs K
BOCXOXEHWUIO Ha ropy. /13 atoro Bugeopsaa OHU Aenann BbIBOZL, YTO KoMnaHus First Banks
HaMeKaeT Ha CBOK CWIYy W HEenokonebumocTb, HEMoKoNebMMOCTb FOp M CUY YeslOBEKa,
peLuvBLIErocs UX MOKOPUTb, — BbIBOL, COBEPLUEHHO He MpefLycMaTpuBaBLLMIACA CO34aTeNsMm
peknambl.

Jlroaun cnbiwat ToNbKO TO, YTO OHM BUAAT. 3anoMHuBLLeecs MHe ¢ 1980 roga 06bsABIeHUe
cneynanncTa no AusaiHy nomewieHuin u3 NoptneHga, OperoH, rosopuno 06 3TOM MOYTH
HanpsaMyto.

«oka Baw oguc coobuiaeT N0bOMy BOWeAwWwemy: ,,34eCb CUAUT MePCrneKTUBHbIN
MON0OV afjBOKAT*, Balll YCMex TaK 1 OCTAHETCA NepCreKTUBO», — F1acun TEKCT 06bABNEHMS,

Jlrogy He MOryT yBUAETHL OKa3blBaeMyt0 BaMu yCyry cBovMm rnasamMu. COOTBETCTBEHHO,
KaK 1 HaMeKaeT 3T0 00bABNEHME, NHOAN CYAST 06 3TOW yCnyre nNo TOMY, YTO OHU MOTYT YBUAETD.
A ecnu oHW BUAAT OfHO, a CribIwart COBCEM Apyroe, To npumep ¢ First Banks nokasbiBaeT, 4To
3puTeNnbHOE BOCMPUATME nepeBeLurBaeT. Jloan ropasfo ObicTpee NoBepsAT CBOMM r/ia3aMm, Yem
BaLLWM CNOBaM.

BHMMaTENbHO NOCMOTPUTE Ha CBOKD BM3UTHYKO KapTO4yKy. Ha CBOKO NpuemHylo. Ha cBou
O0TUHKKN. YTO BCe 3TV BUAMMbIE 3HAKW TOBOPSAT O TOW HEBUAMMOWN Yycnyre, KOTOPYH Bbl
MnblTaeTecb NpoaaTb?

CnefuTe 3a Tem, YTO Bbl IEMOHCTpPUPYETE.

CpaenaiiTe HEBMAMMOE BUAVMbIM

MbI CbILWNM, KaK KTO-TO MPOU3HOCUT: «OH Kynun 3To, AaXKe He NocMoTpeB». [Npon3HocH
W Cnblwa 3Ty (pasy, Mbl BCerfa BblpaXkaem yamsieHne. Mbl He MOXeM NpPeAcTaBUTb, YTOObI
KTO-TO AeNCTBUTENIbHO KyNuA 4TO-1nbo, NpeaBapuTe/ibHO He MOCMOTPEB Ha MOKYyMaeMblil ToBap.

lMoTeHUnanbHbIe NOKyNnaTe HEOXOTHO PeLLakoTCa Ha MOKYMKY Yero-To, YTo HEBO3MOXHO
yBUAeTb. Tem 60/bLiee 3Ha4eHMEe OHW BKNaAbIBAKOT B TO, YTO MOTYT YBUAETb.

B pesynbtate 60/blIOE 3HAYeHME MNPUOOpPeTaloT HarfsAHble CUMBOJbI Npea/iaraeMblX
ycnyr. Bunnn JlomaH, repoii KHUrn Aptypa Munnepa «CMepTb KOMMUBOSHKEPa», 3Ha/1 O TOM,
KaK Ba>KHO, 4YT0Obl G0TUHKM BCerga Oblav HauuLLEeHbI, MOTOMY YTO CO3HaBaJl, UTO NIIOAW BCerga
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VYT 3pUTE/IbHble HaMEKN Ha WCTUHHOE MosiokeHve fen. KOpucTtbl yAensroT MOBbILLEHHOe
BHVMMaHVe (hopme 1 PacrofioXeHUIO CTOMa, CTY/bEB, OCBELLEHMIO, KOTOPbIe MoAYepKuBann Obl
3HAYMMOCTb WX npodeccun. BONbLIMHCTBO OyxrasTepoB BrOJSIHE CO3HATENbHO CTaparTes
0feBaTbCA OYeHb aKKypaTHO M KOHCEpBaTUBHO, YTOObI MOAYEPKHYTb CBOKD METOAUYHOCTb U
BHVYMaHe K JeTalsaMm.

CosHatenbHO mMAM 6ecco3HaTeNbHO, BCE 3TU IIOAM 3aHUMAOTCA MapKeTUHrom. OHM
MbITAOTCA BbIPa3nUTb HEBUAMMOE B BUAMMOW thopme. HeyanBUTENbHO U TO, YTO OTPaC/b, NyuLue
BCEro NOHMMaoLLas BXXHOCTb BU3Ya/lbHOMO MPeLCcTaBeHns HEBUAUMbIX YCYr, — 3TO UMEHHO
Ta OTpacnb, YCNyrn KOTOpPOW TpyfHee BCero YBMAeTb: cTpaxosaHuwe. W BoT Prudential
n306petaeT cebe cMMBON B BUAe Mbica MbpanTap, Travelers n3obpaxaeT Ha ambieMe 30HTUK,
Allstate — «xopoLuve pyku», B KOTOpble MONajalT X KIWeHTbl, Transamerica — 6allHto, a
Wausau — ene3HOLOPOXHYI CTaHumMioo. Kaxkaas n3 aTUxX KOMMaHWiA UCNob3yeT 3pUTeNbHYI0
meTadopy.

MHorve npegnpuaTns cepbl YCayr, OCHOBLIBASACh HA 3TON OCOOEHHOCTW Ye/I0BEHECKOrO
BOCMPUATMSA N HA TOM NPUHLWNE, YTO YCYT — 3TO NPEX/E BCEro OTHOLLEHUS MeXAY M0LbMN,
MCNONb3YHOT Kak BU3YaslbHbIA CUMBO/ CBOEI0 NPEANPUATUS YeNOBeKa, KOTOPbINA 3a HUM CTOWUT:
Uapnb3a LLIBaba, MeHpu Bbnoka, nonkoBHuka CaHpgepca, Oeliea Tomaca, [pkoana XavieTa u
BonbgraHra MNaka.

STUM MPUHUMNOM — BU3yaM3auMnm CBOMX YCIyr 4epe3 f0Aei, CTOAWMUX BO [NaBe
KOMMaHUKN, — OYeHb YacTo MOMb3YHTCA peKnaMHble areHTcTBa. BecnomHuTe Jleo BepHeta (Meo
Burnett), asunga Oruneu (Ogilvy amp; Mather), xes Yalieta (Chiat Day), bunna bepHb6axa
(Doyle Dane Bernbach) n Mapu Yannc (Wells, Rich amp; Green).

MogymaiiTe TakKkKe O KOXaHbIX MOPT(ENsSX, KOTOpble WHBECTULMOHHbIE KOMMaHWUK
MCNONb3YIT Kak CUMBO/ MPOLBETAHUSA, [LOPUYECKUX KOJIOHHAX, BblIOMPaeMbIX MHOIMMMM
HOPUANYECKUMU (PMaMK KaK CUMBOST TPaauLUIA, U HakNagHbIX nievax, KOTopble BLUMBAOT B
BOEHHbIe MYHAMPbI, YTOObI NOAYEPKHYTb (DU3NYECKYHO CUNY UX BNaLebLEB.

Mpy NPUHATAM peLleHNs O BbIGOPe KOMMaHWM NOTeHUMaNbHble MOTPEOUTENN WLWYT
HarnsAHble CBUAETENbCTBA ee KayecTBa. He Hafs TakuxX HarnsfgHbIX CBUAETENbCTB, OHU YacTo
obpallaloT CcBOM B30p Ha Apyryw ¢upmy. MosToMy npeaoctaBbTe CBOMM MOTPEOUTENSM
BUAMMbIe CUMBO/Ibl OKa3blBaEMbIX BaMU YCAYT.

CpaenaliTe Tak, 4T0ObI NHOAN YBUAENN, KTO Bbl.

[MprHUMN anenbCcuHa

Bbl oTnpaBnsetecb B MarasuH, 4ToObl KynuTb anenbCUHbI, NepebupaeTe BeCb ALMK,
BblOMpaeTe camMble Crefble, Camble OpaHXXeBble NA0Abl U NPUHOCUTE MX AOMOA. Bac obmaHynu.
HeT HMKaKoi CBA3M MeXay LBETOM anefbCuHa WM ero BKycom. [pov3BoauTenu anenbCUHOB
CO6MPalOT KX, KOrfa OHM elLle 3e/eHble, U B 3TOT MOMEHT ane/bCuHbl YKe ABNAKOTCS CNenbiMu,
BKYCHbIMUN M COYHBIMM, N NYYLLIE OHU YXKE HE CTaHyT.

«Cnenblii» OpaHXeBblli LBET aneflbCMHOB — Ha CaMOM [Jene YnoBka TeX, KTO WX
BblpawmBaeT. Mpon3BoaMTenn Be3yT 3eMeHble anebCHbI Ha 3aBOA M Tam OMPbICKMBAKOT WX
3TU/IEHOBLIM COEIMHEHMEM, KOTOPOE paspyLlaeT COAepXalimics B LUKYpPKe anenbCuHa
Xnopounn, Aenarowmnini nx 3eneHbiMu. (B Tex wTaTtax, rge 370 MO-MPEXHeMy CyMTaeTcs
3aKOHHbIM, MPOM3BOAMTENN MOTFYT TaKXKe MOAKpallMBaTh LUKYPKY arefibCuHa OpaHXKeBbIM
KpacuTenem.) TaK 4YTO OpaHXeBblii LBET He SBNAETCS rapaHTUel BKyca. DTO BCEro nulb
pe3ynbTaT XMMMUYECKON 06paboTKM WM AONOMAHWUTENBHOrO TPYAa, MOTPAYEHHOro Ha TO, YTOObI
06MaHyTb Hac, U Mbl JONIa4YMBaEM 3a 3TO KaXK/bli pa3, KOrfa noKynaem anenbCuHbI.

W Tem He MeHee faxe NN, KOTOpble 3HatOT 06 3TOM, BCe paBHO BbIOMPAKOT B MarasvHe
caMble OpaHXXeBble anenbCuHbI. J1I04M, KOTOPbIM CNeaoBano Obl ObITb YMHEe, — U S B TOM UncCne
— MNO-MpPeXHeMy MO3BO/ISOT Cebst 06MaHyTb «KpacuBO 06ePTKOW» CNENoro anenbCuHa.

Bce 3TO KaXeTcsl 04eHb 3HAKOMbIM, MOTOMY YTO KaKAbll [eHb B KaXXAOM ropoje Ta Xe
caMas CMTyauus pasbIrpbIBaeTCA BCAKWUIA pas, Korfga ntoav BbiOMpatoT npeanpusatme cdepbl
ycnyr. He 3Has, 4TO B [AEACTBUTENbHOCTM MPEACTaBNAOT COOOA 3TO nNpeanpusaTve u
OKa3blBaeMble MM YCMyru, Noay o6pallaloT BHMMaHME Ha BHELLHIOK CTOPOHY. He umes
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BO3MOXHOCTV YBUETb CaMy YCNyry, OHW OCHOBbLIBAKOT CBOE PELLEHME UCKMHOUNTENBHO Ha TOM,
YTO OHW MOTYT YBUAETb, — XOTS UM C/Ie0Basio 6bl ObITb YMHEE.
UT06bI NOBEPUTD, HAZ0 YBUAETL. MPOBEPLTE, B MOPSAKE /N Balla <LLIKYPKa».

Bce Aeno B TOM, YTO Mbl BUANM: YPOKM YMKArCKMX PeCTOPaHOB

Puvuapa MenmaH — 3T0 TOT BO/LWEBHMK, KOTOPbI NpuHeC ycnex Scoozi's, Ed Debevic's n
eLe HeCKO/IbKMM NONYyNSpPHbIM YMKArCKMM pectopaHam.

MHoruve ueHUTENN paccmaTpuBaloT ycnexn MenvaHa Kak elle OAWMH 3HaK TOro, 4To
VMUK NPeBbILLEe BCEr0 1 B PECTOPaHHOM Jefe BaKHee KpacmBas 06CTaHOBKa, a He U3bICKaHHbIe
onoga.

Ho kpuTukn owmbaroTcs. OHM U3HaYa/IbHO NpeAnonaratoT, YTO PecTopaHbl 3aH1MatoTCA
nuTaHvem. Ho 310 He Tak. PecTopaHbl OTHOCATCA K Cdepe pass/ieyeHunid. Jliogn uayT B
pectopaH, 4T0Obl MONYYUTb OMpeAesieHHble BreyatneHUs. [Jaxe B CaMble 3HaAMEHWTble
pecTopaHsbl, Takme Kak Turtle Neck nnam 510 Groveland, oHu ngyT, 4To6bI YBMAETb, U3-3a YEro
BECb CbIp-60p, UCNbITaTb TO, YTO MUCMbITANN APYrUe, Y NPOAEMOHCTPUPOBATL BEUEpHME Hapsabl.

Takum o6pasom, ycrnex MenmaHa SBAseTcs NprMepoM MyAPOCT B MOHUMaHWUN UCTUHHOIA
NPYPOLbI CBOEro 61usHeca 1 NPOAaXKM UMEHHO TOrO, 3a YTO JIOAW FOTOBbI MNIATUTD.

Ho Kputuku MenmaHa WrHOPUPYIOT M ApYroe, BaHOe AN N060ro npogasua YCnyr,
cnaraemoe ero ycnexa. JInwb HeMHOrve ntoAM 061a4al0T UCKIOUYUTENBHO TOHKUM BKYCOM,
nofo6HO nokoliHomy [hkelimcy Beapgy, KOTOpbIi MOF yragaTb PeuenT CMOXHOro coyca,
nonpo6oBaB BCEro 0AHy NOXeuKy. HanpoTue, Halwmn NpeAcTaBeHNs O KayecTBe Yero-mMo6o —
OT NpPO(ECCMOHaNBLHOMO COBETA [0 TEeNsSYbero 3ckaiona — 4acTo BeCbMa OrpaHuMyeHHbl. U
MO3TOMY HalUM BreYaT/IeHUs OT HUX YPEe3BblYaNHO MOABEPXKEHbI MOCTOPOHHWUM BAUSHUAM.
Korga Mbl NpobyeM XapeHyro YTKY, K npuMmepy, B pectopaHe Mansion at Turtle Creek, ee BKyC
KaKeTC HaM BOCXWUTUTE/IbHbIM [/NlaBHbIM 06pa3oM M3-3a 6GnecTAwmx nyb6nmkauuii 06 3Tom
pecTopaHe, ero Lm1KapHoii atmocepe 1 3a06MauHbIX LeHax. Ho MOXeT i 60NbLIMHCTBO M3 Hac
1 BNpaBAy NOYyBCTBOBATb OT/IMUME B TOM, KaK rOTOBAT YTKY B 3TOM pectopaHe? OTHIOAD.

Kak 1 xopolune pectopatopbl, MPOAaBLbl YCAYr AOMKHbI CO34aTb 3pMMOE OKPY)XXeHUe
CBOEI ycnyrm — OT MNapKOBKWM Meped O(MCOM [0 MOCMefHeli CTPaHW4YKMU KOMMEPYECKOro
NPeasioXeHNs, — KOTOpoe Obl CO34an0 B CO3HAHWM K/MEHTa BMevyaT/IeHMe KayecTsa.
MpeanoXxuTe KAMEHTY TONbKO KayeCcTBO CaMOW YCNyru, He co3AaB 3TOM 0C000iM «aTMocthepbl»
KayecTBa, W Bbl NOABEAETE U CebS CamMmX, 1 CBOErO K/IMEHTA.

Bce BuAyMble 3HaKM, accoUMMPYHOLIMECS C MNpeasiaraemMoil BamMu YCNYron, SBASHOTCA
BaXXHbIM CBWMAETENLCTBOM 3a WM MPOTMB ee NpuobpeTeHns. Bo3geicTBne 3TUX BUAUMbBIX
3HAaKOB — He YTO-TO MOBEPXHOCTHOE. B HMX 3aK/oyeHa caMasi CyLHOCTb BalLEro «ToBapa» U
B3aVIMOOTHOLLIEHWI C K/TMEHTOM.

Cnepaute 3a NOCbINaeEMbIMI BaMy BUAMMbIMIA CUTHA/IaMU U COBEPLLIEHCTBYITE UX.

Kak COKOHOMUTb NO/IMUI/TMOHA

Boilga B HEKOTOpble OTHOCUTENbHO KPYMHbIE NPeAnpUATUA cdepbl YCyr, Bbl MOXeTe
06HapPY)XXUTb Ha CTO/IMKaX M CTeHax OrPOMHOE KO/IMYeCTBO PeKNaMHbIX GPOLLKOP M MPOCMEKTOB,
oboLUeAWINXCA 3TUM NPeSNPUATUAM MOYTH B MOSIMUINIMOHA LON/1apOB.

Yero Bbl He CMOXeTe cfenaTb, TaK 3TO OnpefennTb, OTKyAa B3AINCb 3TW MPOCMEKTbI U
KakKas KOMNaHusa X BbIMyCcTuA.

Cpean HUX HEBO3MOXXHO HalTK 1 ABYX MOXOXMX, ABYX, KOTOPbIE NOAYEPKMBAN Obl OAHO
OCHOBHOE COfZiep>KaHue.

HenocnefoBateflbHOCTb B COCTaB/IEHUM PeKMaMHbIX OpoLop 3acTaBnsieT M camy
KOMMaHWIO BbIrNALeTb HEnoc/iefoBaTe/lbHOM W [1e30praHn3oBaHHO. Ha OCHOBaHMKM 3TOro
POXAAETCA Lienast Lenoyka HeNnpUSTHbIX accoumaL i,

Ecnn Bbl BO3rnaensieTe KomnaHuioo, HasbiBatowyroca Bob's Business Services, Bam
X0Tenockb 6bl, YTO6bLI N0AM MOMM cpa3y ckaszaTb: «O! 3Ta Gpowwtopa Bob’s Business Services!»
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HanwucaHHble BHYTPK CNoBa He BbI30BYT TaKoro agdekTa, MOTOMY YTO HalUX BOCMOMUHAHMUS B
MepByIO 0Yepeb OCHOBaHbI Ha 3pUTeNbHON NaMATU. Mbl MOMHUM NLA NOAENA, HO 3a0bIBaeM UX
MMeHa. Tak nocTapaiiTecb NMPOAEMOHCTPUPOBATL Y3HAaBaeMOe SMLL0 CBOeW (mpMbl. Caenaiite
TaK, YTo6bl BNIOXKEHHbIE BaMU1 AEHLI N NPUHOCUN MO/b3Y.

MoBTOPATE OAHY FNaBHYH MbIC/b, B TOM YKCNE U B BU3yaslbHOW hopMe. STO NOMOXET
BaM BbIrN1s4eTb 60/1ee OPraHN30BaHHO M NPOGECCUMOHABHO, U Bac GYAET NPOLLE 3arNOMHUTb.

HegonyCTUMOCTb «MOKa3aHUi C YyXXUX C/10B»

Bnarogaps «npoueccy Beka» O. K. CMMNCOHa* MWANMOHBI NOAE 3HAKOT Tenepb O
HeAoNyCTUMOCTI Aayn NoKasaHWUii C YyXXMX CNI0B UM Ha OCHOBaHWUW C/TYXOB.

3T0 npaBvnO MNPUBOAUT B CMYLLEHWE MHOIMX 3puUTeneil U CTYAEeHTOB-HOPUCTOB, HO
OCHOBbIBAETCA Ha BaXXHEMLLEM CBOWCTBE YeNOBEYECKOW MpUpofAbl: ANs TOro, YTobbl OLEHUTb
NnpaBAMBOCTb C/I0B, YEN0BEKY HYXXHO BUAETb TOr0, KTO UX MPOU3HOCUT. MPUCAXKHbIE LOMKHbI
BUAETb CBUAETENS, & He NPOCTO YC/bILWATb TO, YTO OH pacckasal.

STOT NPUHUMN NpeLCcTaBfieHns CyaebHbIX NoKa3aHUA Takke OTHOCUTCA U K Mpe3eHTaumm
nHopMaLMn o0 npegnpuann cepbl yenyr. nsa Toro, 4tobbl NPUATU K KAKOMY-TO PeLLEHUIO
OTHOCUTE/NbHO Balleil (UPMbI, NOTPEBUTENAM HYXXHO YBUAETb Bac. OHW XOTAT YBUAETb CaMble
Ma/lelfilunMe CUTrHasbl, KOTOpble MOACKaXYT, YTO Bbl 3a 4enoBeKk. Joporve /M y Bac 4vacbl?
HauuvlleHbl 1 3agHMKM Bawnx 60TMHOK? He HaBOAAT N BaliM r/1a3a Ha MbIC/b, YTO Bbl
roBOpWTE He BCHO Npasay?

* OpeHTalb keliMC CUMNCOH — B MPOLU/IOM W3BECTHLIA UFPOK B amepuKaHCKMiA
(hyT60N, NO3AHEE CMOPTUBHbLIA TENEKOMMEHTATOP, OCY)>KAEHHbIA 3a YOMINCTBO CBOEN ObIBLLEN
XeHbl Hukonb CumncoH u ee apyra PoHanbfa MongmaHa. Ero npouecc nonyyun LWMpoKoe
OCBeLLeHVe B Npecce M3-3a NOMbITOK afBoKaToB CUMIMCOHA NPeACTaBUTL €ro XXepTBOW PacoBbIX
npegpaccynkos. — MNpum. nep.

Bbl npurnawaeTte notpeduTtens BCTYNUTbL B ONpeAesieHHble OTHOLUEHWSA, U OH 3aJaeTca
BOMpocoM — ¢ Kem'? KTo 3T noam? Takoil BONPOC 3adatoT cebe BCe K/MEHTbI, HO MHOrne
KOMnaHuy chepbl ycnyr He obpalatoT Ha Hero BHUMaHuA. OHWM CTpeMATcs (hopmann3oBaTtb
CBOKO KOMMaHWMK, BMECTO TOr0 YTOObI MepcoHasM3nMpoBath ee. MoTpebuTeNnb XO4YeT yBUAETb
NoJen M3 NNOTM U KPOBW, a KOMMaHUS [AEMOHCTPUMPYET €My KMPMIMY W U3BECTKY —
N306paXkeHne 34aHNS U HECKONbKO CUMBOJIOB, OTHOCALLMXCS K UX ycnyram. nu ¢oTtorpagum
npotheccMoHanbHbIX MOAENE BO BPEMS [Ee/I0BOr0 PYKOMOXaTWS WM BaXKHOr0 06CYXAeHWS
BONPOCOB TOW KOMMaHWK, B KOTOPOW HUKTO M3 HUX peasibHO He paboTaerT.

Xopowwe npogasLbl 06bIYHO YMHee. OHM 3HAKOT, YTO ec/iv NOTPebuTeNb OTKa3bIBAeTCA OT
NMYHOIN BCTPEYM, HO MPOCUT MPUCNATh «KaKyr-HUOYAb NH(OPMALMIO O BalLein KOMMaHUW», TO
1M BPSAA N1 YAACTCA NOMYyYMTb OT Hero 3aka3. OHM 3HAKOT, YTO A5 TOro, YTOObI MOBEPUTHL UM 1
KynuTb Npegiaraemblii UM ToBap, NOTPEOUTENIO HY)XKHO YBUAETb, KTO OHW TaKue.

Takve npofaBLbl 3HAOT OCHOBHOW MPWHLMN MPOA@XKW YCAYr, KOTOPbIA COBMajaeT C
npaBuIOM O HeOMYCTUMOCTM NOKa3aHWIA C Yy)KUX C/I0B B CYfeOHONM NpaKTuKe: 41 TOro Ytobbl
PeLUNTb, CTOUT NN LOBEPATb ITOMY YESIOBEKY, €ro HY>XHO YBULETD.

Y BalLero MapKeTuHra Jo/mKHO ObITb Ye/I0BEYECKOE NNLO.

HeobxoanuMOCTb BblpaXaTbCsa 06pa3Ho: eHOMEH YepPHOW Ablpbl

Fogamy  m3mkn  06CYKAanM  BaXHOe  fABMeHMEe:  abCoMTHO  rpaBUTaLMOHHO
KONnancupoBaBLUNA 0OBLEKT.

®Pun3MKKM 3HaNIN, YTO NOAOOHbIE 06BEKTHI UMEKOT OFPOMHOE 3HauYeHne. BO3MOXHO, MMEHHO
B HUX TaMTCA OTBET Ha BOMPOC, KakK BO3HMKNa BceneHHas 1 Kak OHa MOXKET MOrnGHYTb.

Fogamun 06CYXAeHWE 3TOr0 SABMEHWUS MPOUCXOAMNIO WCKNHOYMTENBHO CPean BeayLumx
(n3vkoB Mupa. [loTOM OAUH M300peTaTeNlbHbIA  (U3NK  Hallen ny4llee UMA A0S
rpaBUTaLMOHHOro Konnancapa. OH Ha3Bas ero «4epHON AblpoWi».
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HeoXungaHHO BeCb MWUP MPEUCNONHUACA WMHTEPECOM K 3TOMYy 06bekTy. Jltoan Obinu
3aMHTPUIoBaHbl BO3MOXHOCTbIO CYLLECTBOBAHMS «blpPbl» B KOCMOCE, KOTOpbI/ cam Mo cebe
Ka3a/ncsa OrpOMHONM [blPpO — OrpPOMHbIM MYCTbIM NPOCTPAHCTBOM. Vfes CyllecTBOBaHWUA B
KOCMOCE, KOTOpbI cam MO cebe YepHblid, Yero-To ewle 607ee YepHOro... Aa, 3Ta uaes Toxe
BbIrNs4eNna BeCbMa MHTPUTYHOLLLE ANS MUITIMOHOB NHOENA.

O uepHbIX [blpax 3aroBOpWAM abcoMTHO Bce. PaHTACTUYECKME GOEBUKM MOKa3biBau
GeccTpallHbIX aCTPOHABTOB, CME/O HbIPSHOLLMX B UX 3/10BELLME HeApa.

[lBa cnoBa — «4epHas Ablpa» — WM3MEHWUN MbILLUNEHE MUNIMOHOB NOAeNn. bonee Toro,
3TV cioBa NOMOTN NOASM MOHATL OCHOBHYHO MAEHD rPaBUTALMOHHOIO Koniancapa.

CnoBa UMetOT 3HayeHne. OAHO CNOBO MM YAavyHO MoAobpaHHbIA 06pa3 MOryT ObICTPO
OnpeaennTb Bally KOHUEMNUWMIO M TO, YTO [enaeT Bally KOMMaHUKO OT/IMYHOW OT ApYrux ei
NoAo6HbIX, MOMOrYT BaM CAenaThb Bally KOHLENUMIO NPUBNEKATENbHOM U HEOTPA3UMOA.

Ecnm Bbl npogaeTe u4TO-TO CMOXKHOE AN ONWCaHWS, YNPOCTUTE CBOE OMWCaHue,
1cnonb3oBaB MeTadopy.

Cos3ungatenibHasa cunia cfoB: eTTucbyprckas peds JIMHKO/IbHA

370 none 609 He 6bINO CBMAETENLCTBOM repov3Ma. OHO MpeAcTaBNsAN0 cOO0M YXKacHYH
OnacHoCTb [A/11 3[40pOBbS — LE/Ioe MoJsie TPYMoB, UCTOYHWK OrPOMHOr0 6GecrokoncTea Ans
rybepHaropa NeHcuibBaHNW.

370 none 608 He 6bINO N MNAMATHUKOM BEIMYMIO YYACTBOBABLUMX B CPaXEHWUW apMU.
eHepan ceBepsH, Mwug, SOMyCcTU/ Takyl rpyoyto owwmnbky, No3BonvB reHepany apmumn HOra,
Nn, neperpynnupoBaTb CBOM BOMCKa, YTO MOC/E CPaXKEHUS Mofan npe3ngeHTy JIMHKONbHY
npoLleHne 06 oTcTaBKe. HO ero NpoTUBHKK, reHepan Jlu, OT/IMYWACA HE MeHbLLE, Cnerno 6pocuB
CBOM BOICKa B MACOPYOKY 6051, 1 3TO TOXe ObII0 HACTO/IbKO rPy60Ii OLLIMOKOWM, YTO U OH nofdan
npoLueHve 06 oTCcTaBKe.

Boil, 0 KOTOpPOM WAET peyb, cocTosncA npu FeTtucbypre*, n HUKTO, 3a UCK/IOUYEHNEM
nogen, npenogarowmx mcropmio CoeanHeHHbIX LLITaToB, M TEX, KOMy AOBENOCb NPOYMTATb
KHUry appu Yunnca «JInHKonbH npu Fettncbypre» (LincolnatGettysburg), He BUAMT B HeM
TOro, YeM OH Ha camom fene sBnanca. Mpu NomowWM OAHON-eANHCTBEHHON WCKYCHOWN peyn
JIVHKONMbH  M3MEHWN MpaKTUYecKn BCe (BKNOYas Halle npefcrtaBneHve o [eknapauum
He3aBMCUMOCTU U B3I NIsiAbl MUIIMOHOB aMepPUKaHLLEB — C TOFO BPEMEHW U NO Celd AeHb).

Ob6palleHne JIMHKOMbHA HarfsgHO AEeMOHCTPUPYET CO3MAaTeNbHYH Cuny CnoB —
BO3MOXXHOCTb MPY MOMOLLM CMIOB He TOMbKO ONUCaTb CYLLECTBYHOLLYHO AeACTBUTENbHOCTb, HO U
C034aTb HOBYHO, MHYIO pea/lbHOCTb. Halle Bocnpuatue eTTucbypra SBnseTca nprMepom Takow
HOBOW peanbHOCTW. bonee TOro, Halle BOCMPUATUE EXXEAHEBHO NU3MEHSIETCS MO BO3AENCTBUEM
YC/bILAHHBIX COB.

* CpaxeHve npu FeTTucbypre coctosnock netom 1863 . 1 ABNANOCL KyNbMUHaLMEN
BOHbI Mexxay Cesepom 1 KOrom. 19 Hos6pa 1863 r. npe3ngeHT ABpaaM JIMHKOMbH BbICTYNUNA
Ha OTKPbITUN HALMOHaIbHOTO Knaaowwa B MeTTncbypre, rae 6111 NOXopoHeHbl congatbl 06enx
apMuUiA, C peyblo, KOTOpas MNonyymna HaseaHMe «[eTTUCOYPrCcKO TpaypHOW peun», W
nposo3rnacun MerTucbypr cCMMBOIOM eANHON Haumun. — Mpum. nep.

[ecATblo OCTPOYMHbIMU CloBaMu: «Mbl — BTOPO/ HOMep, MO3TOMY [/1 Hac BaXHee
YroAuTb CBOMM K/IMEHTaM», — KOMMaHUA AvViS M3MeHUna peasbHOCTb B OTpac/v npokata
mawmH. CnoBaMn «Mbl rapaHTMpyeM, YTO NOCbIIKA HeNpeMeHHO 6yaeT AocTaB/eHa 3a OfHY
HOYb» KOMNaHus Federal Express pa3om Npornotuia HEMbICAMMYHO MO pasMepy YacTb pblHKa
HOYHON AOCTaBKW. bnarofapsi Ha3BaHWIO «MEPCOHabHbIA  KOMMbLIOTEP», MNPUAYMaHHOMY
KommnaHvein Apple, KOMMbIOTEPbI MOSABUIUCL B HALIMX [OMAaXx, YTO MPUBENO K PEBO/OLMOHHBIM
M3MEHEHUAM B COBPEMEHHON UumBuAM3aumu. lMo3gHee, onatb AByms cnoBamy — «desktop
publishing» («HacTOMbHAsA uW3faTe/ibCKkas CUCTEMa») — 3Ta KOMMaHMs Cco3jasa HOBYHO
KOHLUENuM, KoTopas caenana npUoBpeTeHMe «AOMAalLHEro» KOMMbiOTepa He MNpocTo
nprvemeMbIM, a NPUBEKaTe/IbHbIM AaXe 419 KPYNHbIX KOprnopawuii.
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OpHu cnoBa ObICTPO 3abbIBAOTCS, ApYyrve 06nafatoT GOfMblUeli CUMOA, YeM aTOMHas
60eronoBka. 3HamMeHMTbIA B 061acTV afpecHbIX paccbiNoK aBTop [DkoH Kann3 ogHax[ipl
3aMeHMn B OObSBMEHMM  BCEro  OAHO  C/I0BO, HamucaB  «HalaguTb»  BMECTO
«OTPEMOHTUPOBATb», — W 4YMCNO O06paLleHUA Mo 3TOMY OO0bABAEHWUIO YBennymnocb Ha 20
MPOLIEHTOB.

B HeocsizaemMoM Mupe YCAyr, rae nokasaTb MOXHO /Wb HEMHOroe M noyTu BCe
NPUXOAMTCS  OMUCbIBaTb, CNoBa SBAAKOTCA  CaMbiM  CU/bHbIM  OpyXXMeMm.  [lycTble,
He3aMHTepecoBaHHble CM0Ba MOPOXAAOT MYCTOW W HE3aUHTEPECOBaHHbIA OTKAWK, WU He
MopoXaatoT M Takoro. CBexwue, 3HeprnyHble, AENCTBEHHbIE C/IOBAa MOTYT He TO/bKO OMMcaThb
peanbHOCTb. [10A06HO peun JIMHKOMbHA, Takue CroBa MOrYT M3MEHUTb PeasibHOCTb, NpUAaTh el
(hopmy 1nm BoOGLLE CO3AaTh HOBYHD, MHYHO PeaslbHOCTb.

MomHMTe 0 [eTTMUCOYpre 1 0 co3naaTenLHOI Cue CNoB.

Xanart — 3T0 He Xanat

HeckonbKo AecaTuneTuin ToMmy Hasaz cknag yHuBepmara Macy's 6bin 3aBajieH MaxpoBbIMU
Xanartamu. BnonHe npuanMyHbIMK Xanatamu. IoTOM 3a HUX B3AM1acb MeHWasIbHas dXXeHLMHA Mo
nmeHn bepHnc PuTLrM660H.

«OTO 6OfblUe He XxanaTbl, — CKa3ana OHa. — 3T0 ,,6n0TTepbl”. TakK Ha3blBalOT MX B
EBpone, 1 Noj 3TM Ha3BaHNEM 5 X NPOLAM>.

O6bsiBNeHns bepHUc PUTUIM660H 0 NpoJaxe «6M10TTEPOB» BbI3BA/IM HACTOSLLMIA Haber
Ha 3anacbl yHMBepMara. Yncno npofax BbIPOcno Ao Hebec. M Bce-Taknm MaxpoBblid XanaT v ecTb
MaxpoBblii Xxanart. nu yxe 4to-To gpyroe?

Hora Bce 3aBMCKT OT TOr0, Kak 06 3TOM CKasartb.

[MycTocnoBue

Hy KOHEYHO >Xe, Bbl «CTPEMUTECH K COBEPLLEHCTBY». Pa3ymMeeTcs, Y Bac eCTb «TpaauLnn
Ka4yeCTBEHHOr0 00C/MY)KMBaHUA». be3 COMHEHUS, Bbl «C FOTOBHOCTHIO OT3bIBAETECH Ha HYX[bl
notpeéutenen». M, KOHEYHO >Ke, BbIpaKasiCb S3bIKOM COBPEMEHHOCTW, Bbl «aKTUBHbI» W
«pPeHTabeNbHbI».

Ho, ecnn 4YeCTHO: Koraa KTO-HWOYyAb MbITaeTca MPenofHecT! BaM BCE 3TU pPacxXoXue
(hpasbl, NMbiTaeTeCb M Bbl BHUKHYTb B UX CMbICN? CnywaeTe 1 Boo6Lwe? Bepute v Bbl TOMY,
4TO BaM paccKasblBatoT? HeT, HET N HeT?

Bbl He XOTUTe CyLlaTb pacxoXkue Ppasbl. Baluv KNMeHTbI TOXKe 3TOro He XOTAT.

ﬂy'—I we, 4Hem MmoJsi4aHune

[aBainiTe obpaTMcsi K pekname Oyxrantepckux (UPM: OHW, MNOXayid, ualle BCero
3N0ynoTpe6natoT 3TUM. 03BOHUTE B Kakyto-HUOYAb OyXrantepckyto (upMy K nornpocuTe
BblcnaTh 6yK/eT. Korga aToT OyKNeT [OCTaBAT, NONbITaiTeCh MPOYECTb ero. CaenainTte NomnbITKy,
OCHOBbIBasACb Ha 3TOM OYyK/eTe, ObICTPO BbIACHUTbL, YTO UMEHHO [enaeT 3Ty OGyXrasTepckyto
(hrpmy LOCTOMHON BaLLero Bolbopa.

Bbl He cMoXeTe 3TOro cgenatb, U (MeXay Hamu) Bbl He Oyaete Aaxe nbiTaTbCA. Bbl
npouTeTe nepseble Tpu ab3aua u bpocute. Bee, 4TO cofepXuTcs B ByK/eTe, — 3TO TyMaHHbIe
0606LleHNs, a He KOHKpeTHble npumepbl. oxBanbba. HWKakmx [0Ka3aTenbCTB, HUKaKMX
CBUAETENLCTB, HAYEro MHTepecHoro. OfHN C1oBa — MPeVMYLLECTBEHHO NpunaraTtenbHbIe.

Pekfiama Takoro poa rosoput BallvM MOTEHUMANTbHBIM NOTPEOUTENAM TO/IbKO 06 OLHOM.
OHa roBopuT 0 TOM, YTO Bbl FOTOBbI BMYCTYIO NOTPATUTL UX Bpems. HUYTO Apyroe He CMOXET
noBpeanTL BaM 60/bLLE, YeM 3TO.

Kaxxablii NoTeHUMa/IbHbIA NOTPebuTeNb HALEeTCs, YTO Bbl MOC/eAYeTe CTApOM NOroBopKe,
pacnpocTpaHeHHOM B HOBO AHrMmn: «He HauvHal roBopuTb, €C/IM He YBEPEH, UTO TBOM C/10Ba
OyAyT NydLLe, YemM MOTHaHUe.
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MepexoauTe MPSAMO K AeNy, MHauye BaM TaK U He yaacTcst MepeiiTv K NomnucaHuio
[0roBopa.

UTO Bbl XOTUTE CKa3aTb?

Bo6 BoinaH 13 komnaHum successful presentations B MuHHeanonmnce co3gan MofesHyro
KHWUTY 1 CONMAHYI (OMPMY Ha OCHOBE KOHLEMUMW YCMELLUHOM Npe3eHTaummn, KoTopas CBOAUTCS
BCEro K YeTbIpem cnoBaMm: «4To Bbl XOTUTE CKa3aTb?».

MpUUYNHOA BO3HWKHOBEHWS 3TOW KOHLUENUMW CTano caenaHHoe Bbo6oM OTKpbITUME:
OONbLUMHCTBO NOAEN, NPOBOAALLMX NPEe3eHTauun, Ha caMOM fefie He 3HaKT O0TBETa Ha 3TOT
Bonpoc. O6bIMHO CMbICNT UX BLICTYMN/IEHMS CBOAMICA K CNefytolemy: «5 Xody Bam KOe-yuTo
npoaatb». HO Ans cnywartens 3To CIULLIKOM OYEBUAHO U He TPebyeT 06 bSCHEHWIA.

BONbLUIMHCTBO MapKETUHIOBbIX BbICTYMN/IEHNA NPOBANIMBAKOTCA MO OAHOW W TOM Xe
npuynHe. 3 HUX He SICHO, YTO XKe XOTEN CKasaTb BaM BbICTYNatOLLMIA.

Ckaxute niogsam (B 0gHOM y6eanTeNlbHOM MPEAIOXKEHNI), NOYEMY OHM AO/MKHbI KYMUTb
YTO-TO MMEHHO Y Bac, a He Yy pyrovi KOMMaHuu.

AdohekT ApkocTH

MoMUMO CBeXel MH(opMauuy Npyu NPUHATAN PeLLeHnst O NMOKYMNKe WUN 3aKase YCnyru
OrPOMHOE B/IMSHWE Ha NOTPebuTenell OKas3blBaeT >XMBas WM ApKasa WHpopmaums. HApkue
BrneyaT/IeHNA B COCTOAHMUM 3aHATb MPOYHOE MECTO B UX NaMATU.

Hu oguH npogasel, He MOr Obl CYXUTb NyYLWIMM NPUMEPOM 3TOr0 «3(eKTa APKOCTU»,
yem Pocc lMNepo Ha npe3naeHTCKMX Bblbopax 1992 roga. UTobbl npuBieyb BHUMaHWe NtoLen K
CBOei nepcoHe, Mepo NOMb30BaANICA ABYMA OCHOBHbIMW OPYAMSIMW: SAPKMMKU MeTadopamu (ero
«TUXWUIA 3BYK BCacbIBaeMOM BOAbI» NIHOLM BCMOMWUHAKOT W ceilvac, TpWU roga cnycrs nocrne
BbIOOPOB) U APKMMW KapTUHKaMKW (3HaMEHWUTON NOABGOPKOIA LIBETHBIX FpafyKOoB 1 Auarpamm).

[aBHbIM-aBHO M03abblB GOMLLIMHCTBO CYyXUX [eTaneil npefsblboOpHbIX Ae6aToB, NHOAU
3anoMHUIN TEM He MeHee sipKre meTadopbl 1 guarpammbl Pocca MNepo. Tak, ncnonb3ys aggexT
APKOCTU KaK OCHOBHOE OpYXXMe CBOEro «caMOMapKeTUHra», Mepo cTan onacHbIM MPOTUBHUKOM
OPYTUM KaHAMAaTam, HECMOTPSA Ha TO UTO OHW YXKe UMe/ OFPOMHOE MPEeNMYLLECTBO, Oyayun
[,aBHO 1 XOPOLUO U3BECTHBLIM M36MpaTeNsam.

Opyausa Pocca lMepo oTinyannce M300peTaTesibHOCTbI0, HO AN1S TOro 4To6bl CO3AaTh
«3(hheKT APKOCTM», BaM He 0643aTeNbHO Tak bpocatbes B rnasa. Tunorpadus Clear Lake Press
B ropofke Baceka, lWtaT MWHHECOTa, HeflaBHO NpeACcTaBu/Ia O4eHb APKUIA NPUMep NPeKpacHoro
o6cnyxxmBaHusa. JKypHany, KOTOPbIA SABAANCA WX KAMEHTOM, MOHafobunoch Harevatarb
MOAMNWUCHbIE KApTOYKM, KOTOpble COOTBETCTBOBaIM Obl MO LBETOBOMY PELUEHUIO [pYroi
neyaTHOM npoayKumu atoro xypHana. MNpesngeHT Clear Lake Press Hawen kKomnaHuio no
NMPOU3BOACTBY TMMOrPagicCKo Kpacku, KOTopas C MNepBOi >Ke MOMbITKM CyMena nojobparb
HY>KHbIN LBET ([0 3TOr0 K/MEHT YXKe nonpoboBan ABeHafuaTb pasfiMyHbIX KPacok 6e3 BCAKOro
ycnexa). PervoHasbHbliA MeHepkep KOMMaHWM Mo MPOW3BOACTBY KpPAackyM SIMYHO [OCTaBW/
OMbITHbI 06pa3el, M3 MuHHeanonuca B Baceky (noutu 200 munb Tyaa 1 06paTHO).

®pepq betnax n3 Betlach Jeweler's ncnonbsyet «3adekT ApKOCTU», KOrga pacckasbiBaeT
npaBAMBYKD  WUCTOPUKO O  OpPWAIMAHTOBOM  KOfMbLe, KOTOpPOE OH  WM3roToBwI  ANd
XEHLMHbI-tOBENMPa, paboTatoweid B TOM >xe ropoge. CornacHo ero ucTopuu, Kotopast
cofepXutca B Oyknete (uMpMbl, caenaHHoe BeTnaxom KO/bLo Mpou3Beno Takoe rnybokoe
Breyat/IeHne Ha NonyyaTeNbHULY, YTO JaXKe Yepe3 HeCKOJIbKO YacoB MOC/IE ero rnosiyvyeHus oHa
BCe elLLle Nnjakana v He MOria roBopuTb.

(B KauyectBe [OMONHWUTENLHOrO [0OKAa3aTeNbCTBA TOrO, YTO APKWE BMeYaT/IEHNSs UMEKT
CBOMCTBO COXPaHATLCS B Ye/IOBEYECKOW MaMsATU, CKaXy, YTO MI0AN, NPW KOTOPbLIX S YNOMUHA
(hammnnio  betnaxa, NO-NPeXHEMY CnpalvBaroT: «3TO HOBENMP, KOTOPbIA  3acTaBWn
Pa3pblAaTbCA TY XKEHLLUMHY?»)

MOXHO ¥ HY)XHO HaliTV MHOXECTBO CMOCO60B CO34aTb APKOe BreyaT/ieHMe O Balleid
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KOMMaHuK.
Kcnonb3yitTe cnosa W 3puTenbHble 06pasbl A8 TOro, 4Ytobbl OCTaBUTb O cebe SfpKoe
BreyaT/ieHue.

XXnBOCTb peun

fogamy npenofasaTen nucaTenbCKOro MacTepcTBa TBEPAWAM CBOWM CTYAEHTam O
HeobX0AMMOCTM Un3beratb KuLle, a BMECTO 3TOro MOnbITaTbCA HaWTU CBEXMUIA, HEU36UTbIN
Crocob BbIPasuTb CBOWM MbIC/IN. STOT COBET NMPUMEHUM U K MapKETUHTY.

Jron pearnpytoT Ha BCe HOBOE U HEOObIYHOE M UTHOPUPYHOT CTapoe U MPUBLIYHOE — 3TO
CBOMCTBO HEKOTOPbIE aHTPOMO/OrM CHUMTAOT HEOOXOAMMBIM A/151 BbDKMBAHWA YenoBeyecTBa. Kak
TOMIbKO B OKPY)XXEHUWU NepBOOLITHONO YesioBeKa MOSAB/ANOCL UYTO-TO HOBOE, eMY Hajo Obiio
M3y4nTb 3TO, YTOObI PELnTb, He NPEeACTaBMSET /I OHO OMacHOCTU. HO KakoBO 6bl HW OblNO
06bACHEHMe, NIOAN pearupyroT Ha TO, YTO KaXKeTcsi MM HOBbIM. [103TOMY OYeHb CTapoe C/I0BO
«HOBM3Ha» MO-NPeXXHeMY MMEET 3HayYeHNe B pekname.

MpeanoXxeHns, He cofepXalime KMLWe W 3aTaCckaHHbIX (hpas, BbI3blBalOT Y JlOfei
NOBOMBLITCTBO M MPUKOBBLIBAOT UX BHUMaHWe. Kpome TOro, CBeXWe CnoBa BbIMSAAT 60/ee
MCKPEHHUMW, OHWN KaXKYTCS TEM, YTO Ha CamMOM fene fyMaeT roBopAwwmiA, a He 6eCCMbIC/IEHHbIM
Nepeckasom TOro, YTO FOBOPALLMIA YATAST UK CAbIWan rae-To elle (MpryeM MHOro pas).

Knuwe v n3dutble ¢pasbl yTOMASKOT NKO4ENA. A Kak cKaszan ofHaxabl [asng Orunsm, «Bbl
He MOXeTe YTOMUTb KOro-TO 10 TaKoW CTemneHu, YToObl OH Kynu/l Ball ToBap».

Monb3a Ny6amKauuii

B EBpone ecTb LUECTb FOPHbIX BepLUMH, KOTOpble Bbille, YeM MaTTepxopH*. HasoBute
X0Ts 6bl 04HY. Bce feno B 0CBeLLeHMN NPecco.

* MaTTepXOpH — ropHas BepLUXHa B Afbnax, BbICOTON 0Kkono 4480 M. — lMpum.nep.

Peknama — 310 TOXe nyo6svkauus

Kak-To pa3, korga B MuHHecote B 1994 rogy Bbinan nepsblil CHEIr — Kak 3T0 00bIYHO
OblBaeT, NPMONN3NTENILHO B TO BPeMS, KOrda Ao/MkKHa Oblia HauyaTbea nsatad urpa YemnuoHata
MMpa, — MHe MO3BOHWN MOTEHLMaIbHbIA NOTpebuTens. EMy [0 cMepTu XOTenocb paboTathb
MMEHHO CO MHOI M3-3a LLe/I0W «/1aBWHbI» Ny6AnKauWin, KOTOPYKO i OpraHu3oBai Ass 4pyroin
KOMMaHWK1 B ero oTpac/u.

Ero 3BOHOK BecbMa NOMbLCTU/T MHE. HO XOTA A U He cTan NonpasifTb 3BOHUBLUErO, OH
owmbancs. fa, a9 noMor KomnaHum LO6UTLCA KOe-Kakux My6/nKaumii — MnoSHOCTPaHUYHOW
CTaTby B XYypHase, Tpex ab3aueB B 6U3HeC-pa3aene MeCTHON raseTbl U — TOXe Ha Tpu ab3aua
— YNOMUHaHUA B XYpHa/le, NPoJatoLLemMcsa Mo Beeld cTpaHe. VIMEHHO K 3TOMY CTpemMu/iach Ta
KOMMaHus, U Mbl [0OMIMCL NOCTaBNeHHbIX LUeneil. Ho BpAag4 M 3TO MOXHO OblN0 HasBaTb
NaBUHOMN.

Mouemy e Torfa Mol NOTeHUMa/bHbIN NOTPeGUTENb FOBOPW O «NaBuHE»? MOTOMY YTO B
TOM >Ke )XypHale B TO XXe CaMOe Bpems Mbl Ony6/vKoBa/IM fABa 6O0MbLUMX PeKNaMHbIX
00bSABNEHMS 3TOM KOMMaHUW. B CMYTHbIX BOCMOMMHAHUAX MNOTPeOUTENs He COXPaHU/I0Ch
pasinumna MeXay 06bABNEHUAMU 1 CTaTbAMU. Bee, UTO OH 3anOMHW/I, — 3TO TO, YTO B XXYpHase
ObII0 0YeHb MHOIO NMy6nMKaumii 06 3TOM KoMMaHuKU. W eMy 3axoTenock, YTobbl S co3gan As
HEro TaKyto Xe «naBuHYy».

ATOT NoTpebuTens yoeanTeNbHO fOKasan ewe OAWMH MPUHLUMM MapKeTUHra: peknama —
3TO TOXe My6MMYHOCTb. PeknamHoe 00bsiBNEHWE — 3TO CAeNaHHOe B My6nvMyHOW opme
YrNOMVHaHWe O KOMMNaHWuM WM TOBape, W3 KOTOPOro /04X MOTYT MOYeprnHyTb HOBYH
MH(OPMALMIO UKW Y3HATb O CYLLECTBOBAHMM YMOMSAHYTOW B 0OBABNEHUN KOMMaHWUN.

Ecnn BaM HY>XHO, 4TOObI Balla KOMNaHWUs yNnoMUHanach B npecce, NyonKyinTe peknamy.

Peknama BefeT K ny6ankaumsm
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CneuuanmncT no cBA3AM C 06LLECTBEHHOCTLIO CBA3A/ICS C PefakTOPOM MEeCTHOrO [e/10BOro
XKypHana, 4Tobbl NPea/IoKNTb eMy KacCUUeCKY UCTOPUHD, MOXOXKYH Ha BOM/OLLEHHYIO MeUTy
MW/I/IMOHOB aMepUKaHCKMX NpeLnpuHumaTeneid, TOMSALWMXCA B HACTOALLMIA MOMEHT B Oogumcax
BCeX HeBOCKPEOOoB LIEHTpa roposa.

WcTopua nosecTBoBasia O UYesIOBEKE, MHOrO J/IeT MNPOXWBLUEM B AMEpUKE, HO He
nepecTaBaBLUEM JIOOWTL CBOKO POAHYIO [peLmto, KOTOPbIA peLumnsi CBO3UTb CBOMX ApY3en Tyga
Ha 3KCKypcuto. [py3bs Obliv B BOCTOpre. JTO 3aCTaBU/IO HALlero repos 3agymMartbCs: a He
MOXET /1 OH 3apabaTbiBaTh Ha XW3Hb, 3aHUMasACb UMEHHO 3TUM?

Mocne MHOrOHeLeNbHOro pasfyMbs U MecsLeB, MOTPaYeHHbIX Ha NPo6bl U OLIMOKK, OH
OTKPbIT CBOE [eflo. Yepe3 HECKONbKO /eT rpeyeckoe TypucTudyeckoe areHTCTBO Hellenic
Adventures NokasbIBasio BbICOKME TeMIbl POCTa.

Ho korpa cneumanmcT no cBA3AM C 06LWeCTBEHHOCTLIO MOMbITA/ICA MPOAATb XYpHany aTy
MCTOPUIO, [OKa3blBalOLLYH0 BEPHOCTb MaMWHOrO coBeTa: «[enail To, 4TO Tebe HpaBuTCs, a
AEHbI N NPUN0XKATCA», pefakTop BOCMPOTUBMUAICA 3TOMY. Moyemy?

Mpob6nema 6blna He B TOM, YTO UCTOPUA He MOKas3asacb eMy NpuB/eKaTeNbHONW. MpocTo
AN pefakTopa aTa UCTopusa 6bla BCEro NNLLIb OAHOM M3 MHOIMX, MOTOMY YTO OH HMKOrJa He
cnbiwan o Hellenic Adventures. Kak, gaxke HeB3uMpas Ha [0Bepue KO MHe JIMYHO, MOT OH ObITb
YBEPEH, YTO 3Ta KOMNaHWs AelCTBUTE/bHO CYLLLECTBYET U NMPOLBETAET?

«$1 He yBEPEH, YTO MOTY MOBEPUTb B 3Ty UCTOPUIO, — MOAYMa OH, — Beflb f HAKOr4a He
Cliblwan 06 3TOM KOMNaHUm».

Yto morno 6bl 065eruynTb 3afady creuuanmcta no cBa3saM C 06LLECTBEHHOCTbIO B 3TOM
cnyyae? Peknama. Ecnn Obl pegakTtop BUAen peknamHble 06bsaBneHWs areHTcTBa Hellenic
Adventures (KOMNaHus eLle He Hayaa MOCTOSHHYHO PEKNaMHYO KaMmnaHuio B neyartu), OH Mor
Obl CKasaTb cebe: «3TO peasbHasd KOMMaHWSA. 3HAuYWUT, 3TO peasibHas WUCTopus». [pyrumMu
CnoBamu, peknama npueena 6bl K ny6amkKawmu.

AnemeHTbl MapKeTUHIa AeACTBYHOT He «KaXAablii cam no cebe». OHM paboTatoT Apyr Ha
Apyra, 4acTo caMbIM HEeOXXNAaHHbIM 06pa3om. Peknama — 3To Ny6nnkaums, agpecHas paccblnka
— 3TO peknama, BCe NepecekaeTcs U CMELUMBAETCA, U NPaKTUYECKN BCe, eCiM OHO CAenaHo
[O/MKHbIM 00pa3oM, paboTaeT Ha 00LLYHO LieNb.

Ecnu Bbl XOTUTE NONYUNTb 60/bLLIE NYBANKaLWIA B NeYaT, pasMeLLiaiiTe 60/blue PeKnambl.

CyLHOCTb nevyaTHOW nNyb6mkaymn

CerogHsi, B MOMEHT HanucaHus 3TOW KHUIW, HW OfHa raseta WaW XXypHan He MOryT
noxBacTaTbCAa TeM, YTO OHW 4YpPe3MepPHO WHTEPECHbl uymTatensaM. B mMupe, nepenosiHeHHOM
pa3/IMYHbIMKA  CPeACTBaMM  MacCcoBOM  MH(oOpMaumW, 3agaya  BbiMyCKa WHTEPECHOro
eXXEeHeJeNbHOro NN eXeMeCAYHOro M3LaHUA MOXET MPUBECTU B YHbIHWE KOro yrogHo. Co
CTPAaLLUHOM CKOPOCTbKD HaHWMas WM YBOJIbHSAS HOBbIX PEAaKTOPOB, WM3HEMOratoLye OT TOHKM
N3LaHNA ULLYT BOLIEGHYIO hopmyny.

Ho Kakoii 6bl HK1 Bblna hopmyna yaauHoro u3gaHus, OAHOr0 OHa He BKIOYaeT abCoNtTHO
TOYHO. HM OAHO M3faHune He JOCTUTHET NonynsapHOCTU, ecnn ByaeT ny6/MKoBaTh pekiaMHble
00bABNEHMSA, CMIErKa 3aMaCcK/POBaHHbIE MOJ CTaTby.

Baw npecc-penns, WMCKYCHO COCTAB/IEHHbIA C €eAWHCTBEHHOW UeMbl0 — MONYyYUTb
pekniamy, HWYero 3a Hee He 3anjaTue, He OydeT ony6/nukKosaH. Ha camom fefne pefakTopsl,
3HaKoLMe, KaK X U3faHune HY)XXOaeTcs B peknamogaTensx, ¢ OTBpaLleHMeM BOCMPUMYT Bally
nonbITKy. Kpome TOro, HacTO/IbKO OYeBWAHbIE MO CBOWM HAaMepeHWsIM Mpecc-penin3bl
NPeLCcTaBNAOT CBOMX aBTOPOB KaK HaMBHbIX /O, MbITAIOWMXCA MaHWUNyMpoBaTb
O6LLECTBEHHBIM MHEHVEM, a BO3HUKHOBEHWS TaKOro BMeYaT/IeHUs faXe Yy pefakropa cresyet
n3beraTb Kak orHs. Mup C/IMLLIKOM TECEH.

A BOT Yero pefakTopbl XOTAT, Tak 3TO CAenatb CBOEe u3faHue 6osiee MHTepecHbIM. OHK
XOTAT, YTOObI YATATENM MOT/IN BOCK/IMKHYTB: «[1POCTO BNHOOMIICS B 3Ty CTaTbiO!»

Moatomy, nbiTascb A06MTbLCA Ny6nMKauum 06 ycniyrax CBOeR (MPMbl, HUKOrfa He
3a/laBaiTecb BONPOCOM: «YeM Xopowla Hawa ycnyra?» Bmecto atoro cnpocute cebs: «4Hto
[enaeT Hally yCnyry UHTepecHoOW Ans unTaTeneid 3Toro n3gaHna?»



"appu BekBUT: «[poaaBasi He3pUMOoe» 85

Ecnn Bbl X0TWUTe, YTOBLI PeaakTopbl NOMOr/M BaM, MOMOr1Te UM camu. [aiiTe UM YTO-TO
NHTepecHoe. [aiTe M CcTaTblo.

O6HagexunBatollee n3Bectne ot Yunbama ®. baknu

WTaK , Ans Toro 4tobbl JO6UTLCA AaXKe MasieHbKOM nybnmkauuu, Hago ObiTb XOTS Obl
YYTOYKY WHTEepecHbIM. BenvkonenHo. Mo3ToMy Bbl HauMHaeTe CMOTPeTb MO CTOpPOHam. Bbl
CMOTPUTE B TEYEHWNE HECKO/IbKMX MUHYT. IoTOM nogosnblue. Ewe fgonbLue. Ha cnegyrowmin feHb
Bbl B3/bIXaeTe: «H He YBEpeH, YTO B Halleil KOMMaHUW eCTb XOTb UYTO-HUOYAb MHTEPECHOE».
MpurnaguTecs eLle pas.

bkoH Makgun Hanmcan 3axBaTbiBalOLLyt0 KHUTY 06 anenbcuHax (fa-ga, MMeHHO 06
anenbcuHax). TenexypHanuct Fappy PU3oHep ofHaX4bl CO34a0 04apOBaTe/IbHbIN MUHU-CHOXET
0 BXOAHbIX ABepsix. PobepT Mupcur Hanmcan 6ectcensniep 0 peMoHTe MOTOLMKMA U 06 yxoZe 3a
HUM. COTHM M TbICAYM NIOLENA, HU pasy B XXU3HW He e3AMBLUMX Ha MOTOLMKIE, YNTa/IN €ro
3anoem.

KTo-TO cKaszan ofHaxfipl, YTO B MUpPe HeT HeWHTEpecHbIX Bellen. ECTb TOMbKO
He3anmHTepecoBaHHbIe Noan. Yunbam @®. baknu npugan 3TOMY BblPaXXEHWUHO HOBbIA CMbICH,
KOrja KTO-TO CMpOCWi ero 06 MHTEPBbIO, KOTOpble OH Gpas y pasHbiX 0Ae B nporpamMme
«JINHWS OrHs». «UTO Bbl ByaeTe Aenatb, — CNpOCUNN y baknu, — ecnu Ball FoCTb OKaXKeTcs
COBEPLUEHHO HEMHTEPECHLIM YE/TIOBEKOM?» «TaKOro He MOXET ObiTb, — OTBETWUA Baknn. —
Ecnn Bbl NpUCMOTPUTECH 4OCTATOYHO NPUCTaNIbHO, AEBAHOCTO AEBATH U3 CTa NtOAEN NOKaXYTCS
BaM MHTEPECHbIMU, a COTbIN OYAEeT UHTEPECEH UMEHHO TEM, YTO Ha YAMB/IEHNE HEUHTEPECEH».

Mpurnagutecb MNOBHMMATeNbHEe, WM Bbl YBUAWTE B CBOEA KOMMaHWM YTO-HUOYAb
MHTEPeCHOe 1 JOCTOMHOe CTaTby.

CocpefoToubTeCch Ha MOKYrkKe, a He Npogaxe

HekoTopble CneynannucTbl Mo MapKETUHTY PEKOMEHAYHOT MpU NOAroTOBKe MPOrpammbl
aflpeCHOI pacCbiNKN yaensTb MOMOBMHY BCEro BPEMEHW CO3[aHMO (HOpPMbl ANs 0hopMIEHNS
MOKYMNKW. BONbLUMHCTBO K/IMEHTOB, YC/bIWaB 3TO pa3obravaroliee npasusio, OGbIBAHOT OYeHb
YAVBNEHbI U AaXKe LLOKNPOBaHbI.

S HasBan 3TO NPaBWIO «Pa3nbiavatolLM», NMOTOMY YTO OHO YKa3blBAaeT Ha TO, 4TO
60MbLUMHCTBO MPOAABLOB CAULIKOM MHOFO YCUAWIA YyAenstoT TOMY, Kak MpoAaTb, Y CAULLKOM
Mas1o — TOMY, KaK «KYMUTb».

MogymaitTe, Kak 4acTO Bbl MPaKTUYECKM COrnawanmncb NpuMobpecTM 4To-1nbo, HO
OTKa3blB/INCb OT MbIC/IM O MOKYMKe, NMOTOMY YTO OHa Oblna CONPsKeHa C OnpefAeneHHbIMU
TpyaHoCcTAMKM. Hanpumep, npogasel, npeanaran Bam CAUWKOM 60/bLLO BbIGOP BapraHTOB, U
3acTaBnsn Bac 6eCNOKOUTLCS O MPOAJIEHWM CPOKa rapaHTuu, WUan npegnaras BaMm C/IMLLKOM
CNOXKHble (hMHAHCOBbIE NaKeTbl, A7 TOr0 YT0Obl Bbl MOF/IM OCO3HAHHO BbIOPaTb OAMH U3 HUX.
ToBap ObINO TPYAHO KynuTb. A Terepb BCMOMHUTE O MPOTMBOMOJIOXKHBLIX NpumMepax. UTo-To
3aMHTEepPecoBasio BaC — YyTb-UYyTb, He 0653aTe/IbHO CU/IbHO, — HO Cama MpoCcToTa, C KOTOPOiA
Bbl MOINM 3akas3aTb, OMMaTUTb W MOMY4NTb 3TOT TOBap, HeOTBPaTMMO MpuBena Bac K
COBEPLLEHNIO MOKYMKW.

XOpOoLWNA MapKETUHT [JO/MKEH ObITb COCPefOTOYEH Ha MoKyrnke. Hackonbko $CHO
chopMynmMpoBaHO Balle NpeanoXeHne? MoryT v NOTeHUManbHble NOTPEOUTENN ONpPo6oBaThb
BallM YC/yrn, COKpaTvB CBOW PUCK B Cny4vae 3akaza? HacKoMbKO 4YeTKOo 0603HauveHa LeHa?
HackonbKo NpocTo KynuThb Ball ToBap?

CpenaiiTe Tak, 4T0oObI BaLLy ycnyry 6b110 NPOCTO KYMUTb.

CambIii NpuBiekaTeslbHbIN CNOCo6 Npoaaxmu

UTo cnocob6eTByeT npogaxe? Camoe NpUBeKaTelbHOe COOBLLEHE, KOTOPOE Bbl MOXKETE
(KakKMM 6bl TO HU ObINO CNOCOGOM) JOHECTM [0 MOTEHLMAILHOTO NOTPEGUTENS, FOBOPUT COBCEM



"appu BekBUT: «[poaaBasi He3pUMOoe» 86

He 0 TOM, YTO Y Bac eCTb 3aMeyate/ibHbIlii TOBap, KOTOPbIN Bbl XOTUTE eMy NpojaTh.

OHO 3BYy4MT cnefytouiMm 06pa3om: «H MOHMMaK, B YeM Bbl HyXAaeTecb». Ppasa,
HauMHaloLLAACA CO C/OB «Yy HAC ecTb», rOBOPUT O Bac. Ppasa, Ha4yMHAKOLLAACA CO CMIOB «A
MOHVMal0», FOBOPUT O EeAMHCTBEHHOM YYaCTHWKe CAEe/IKW, KOTOPbIA Ha camMoM fJene MMeeT
3HayeHue, — O BaLleM NoKynarene.

BbiAcHMTE, Yero OHW XOTAT. BbIACHUTE, B YeM OHU HyXzalTcs. BbIACHUTE, YTO OHU 3a
noan. 1o NoTpebyeT AOMNOMHUTENBHONO BPEMEHWN, HO 3TO MOXKET 0Ka3aTbCs peLlaloLimM A
3aK/IOYEHUA COETKN.

He cocpefoTaumBaiiTech Ha CBOEIA yCyre, COCPeA0TOUbTECH HA CBOEM NOTpebuTene.

UTo 03HavaroT «NycTbie» rfasa

MpopaaseL, XOUeT YTO-TO CKasaTb BaM. HO Bbl C/bILLNTE MULIL COTPsicaHWe Bo3gyxa. OH
npofomkaeT. To e camoe. Bbl C/bIlUMTE MENOAMIO MECHW, HO He cnoBa. B nogxopsiiwmii
MOMEHT Bbl BEX/IMBO GN1arofjapuTe ero v obeLLaeTe CBA3aTLCA C HIM NPY NepBOi BO3MOXHOCTM.
Uero Bbl, pasymMeeTcs, He [enaete.

Bbl 3HaeTe, noyeMy ero o6palleHne K BaM 0Ka3anoch HeyaauHbiM. Bce 4eno B TOM, UTO OH
HU CnoBa He CKasan 0 Bac. Bce ero BbICTynneHWe 6bII0 MOCBSLLIEHO eMy U TOMY TOBapy,
KOTOpbIIi Y HEFO eCTh, @ HE BaM U TOMY, B YeEM Bbl HY)XXaeTECh.

OH roBopun 0 cebe. Ho Bac-TO BOMHOBa/AM Bbl CaMu. [MOHSAM Terepb, MOYeMy
HEeY/auHbIMM OKa3bIBa/IMCh W BaLLIK NPE3eHTaLMN?

"OBOpPUTE O HeM, a He 0 cebe.

MNepBoe NpaBu/I0 NPOBeAeHUs Npe3eHTalunii: 6epuTte Npumep ¢ Auka

B TeyeHve ueTbipHaguUaTM MecsALEB S MMen OrpoOMHOE M HW C 4YeM He CpaBHMMOE
Y[0BONbLCTBME paboTaTb BMecTe ¢ AMKOM BuibCOHOM. MOXHO TONbKO MNOXeNaTb KakAomy
Takylo ypgady. OuK Obln reHvem npeseHTauymin. YTo6bl Bbl CMOI/IM BMOJSIHE OLEHUTb €ro
reHWanbHOCTb, MO3BO/IbTE MHE OnucaTb BamM MeCTO [eiCTBUA. OTO OTAeNaHHas [epeBOM
rocTUHast B UCTOPUYECKOM OCO6HsKe MNunncbepn. Bbicliee pykoBOACTBO KomnaHuy Musicland
npuwno K Ham B areHTcTBO Carmichael-Lynch Advertising Ha npeseHTauuto. [uUK, KOTOPbIN
[O/MKEH BECTU NPE3eHTaLUMI0 OT UMEHN KPeaTUBHOW KOMaH/bl areHTCTBa, MO3TOMY Ciyyaro npu
MUKake W TasiCTyKe, HO BCE PaBHO BbIMAAWUT Tak, Kak OYATO OH TOMbKO YTO 3aKOHYM/I
noacTpuraTb rasoH. locne TOro Kak CLEHapUCT M XYLOXHWK MpPeAcTaBuiv CBOU Maeu Ans
HOBOM TeneBM3MOHHOM peknambl Musicland, [uk BcTaeT, 4TO6bI nNoaBecTn uTOrn. Ero
BbICTYM/IEHME JO/MKHO 3aHATbL He 60/1ee NATU MUHYT.

OHO 3aHMMaeT CopoK. [IMK roBopuT 3MOLMOHA/IbHO, COMBYMBO, BOCTOPXKEHHO. OH yXoauT
HaCTO/bKO B CTOPOHY OT MpeAMeTa, UTo camu pykosoautenv Musicland nofckasbiBatoT emy, C
Yero OH Hayas. K/MeHTbl OKOHYaTe/IbHO 3anyTanncb. Bo3moxHo, 3anytaica n cam Juk. Ho (1
3TO 0YeHb 60/bLIOE «HO») Mbl H/ Ha MUT He OTPbIBaeM OT Hero B3rnsga. Y geno He B TOM, UTO
rosoput VK, [eno B TOM, YTO OH YyBCTBYET.

[vky Hebe3pa3nmyHo. OH BepUT B TO, O YEM FOBOPUT, U eMy Hebe3pasIMYHO, YTO Mbl
clienaeM 4yfecCHble POJSIMKK, KOTOpble MOMOrytT komnaHum Musicland npogatb MWANMOHBI
3anuceil. B Hawwei cthepe AedATeNnbHOCTU, NPeLCTaBUTENN KOTOPO M3BECTHbI KaK «CKOJ/Ib3KME»
moan, AMKk — 3to npocto [AMK. HMKaKoro nnaHa — KakK MOXHO 3aniaHupoBaTb TaKylo
npeseHTaumMo? HMKakux XMTPOYMHbIX HAMEKOB Ha TO, YTO YAa10Cb pasy3HaTb O KaXAOM U3
pykoBoauTenen Musicland. HuKakMx apTUCTUYECKU HEOPEXHO MOBA3aHHbLIX T[a/ICTYKOB,
HUKaKoi agdpeKTaunm, HAKaKoro NpeHebpexXeHNss — HUYero, YTo KAMEHT MOr 6bl OXuaaTtb OT
06BeLLIaHHOrO AMnjoMamy TBOPYECKOro pykosoauTens. [Auk [obuncs ycnexa v B 9TOM
npeseHTaumm, U B YeTblpexX nocnedytowmx (Ny4ylimin pesynbTar BO BCEM pPeK/laMHOM Ou3Hece
MwuHHeanonmca). I npousowsno 3T0 MO YeTbipeM npuyvHam. OH He COOTBETCTBOBA/I
crepeotmny. OH HUKOrfa He nNpUTBOPANICA. OH He CTECHSA/ICS NMOKa3blBaTb Ce6S TakMM, KakoB OH
ecTb. I OH cTpacTHO Nntobun CBOE [efI0 — W MOKasblBa/l K/IMEHTaM, HACKO/IbKO OH ero JilobuT.
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Bam cnegoBano 6bl ero BUAeTb. Bam cneayeT 6path ¢ HEro npumep.

NMonoXeHne 0 KOHEeYHbIX Lensax

Kak Mbl BAAUM W3 KHWT, (OUIbMOB, TeNenporpaMmM 1 APYrux MUCTOYHWUKOB, HeyaauyHoe
MOMOXEHNE O KOHEYHbIX LeNsX — [aneko He peakocTb. Ho 3TO He 3HauuT, 4TO MOMbITKA
co3/laTh TAaKOE MOMIOXKEHKEe 06peyeHa Ha NPoBas U Fymno Aaxe NbITaTbCs ero chopmyMpoBaTh.
"PamMOTHOE MONOXEHUE O KOHEUHbIX LIENSIX MOXET 6bITh MOME3HO XOTS 6Gbl ANs TOro, YTO6bI
MoKasaTb COTPYAHMKAM, YTO XKAET NX B KOHLE IONFOr0 U TPYAHOIO NyTH.

Ho nonoXeHnWe O KOHEYHbIX LENsX He AO/MKHO MMETb OTHOLUEHUS K MapKeTUHTy U
pekname. 3TO NOMOXKEHME FOBOPUT O TOM, K YeMY Bbl XOTUTE MPUIATY, O BaLLMX CTPATErMUECKUX
LensX, a XOpolUMe KOMMaHWM, KaK W XOpoluMe reHepasnbl, HUKOT4a paHblle BPEMEHU He
MOKa3bIBAKOT CBOVMM MPOTUBHUKAM, Ky[a OHU [BUMXYTCS. Bonee Toro, rpaMoTHOE MOJOXKEHME 0
KOHEYHbIX LieNisiX ONUCbIBaeT Byayliee, a He HAacTOsLLEe, a NOTeHLMaNbHbIE NOTPEGUTENN XOTST
3HaTb, KEM Bbl SIB/IIETECH CErOAHS.

Chopmynmpyiite MonoXKeHMe 0 KOHEYHbIX LeNsiX, HO OCTaBbTe €ro A/ BHYTPEHHEro
MoMb30BaHUs.

UeM [0/1KHO BbIThb U YTO AO/HKHO BK/IHOYATb NOJIOXKEHNE O KOHEYHbIX
Liensix

Cpenaite CBOE MONOXEHME O KOHEYHbIX LeNIAX KOHKPETHbIM. TOYHO YKaXuTe CBOUM
COTPYAHMKaM W aKuuoHepaMm, Kyda cnegyeT pAsuratbCs. Ecnm ckasatb: «Mbl naem B
CaH-®PpaHumncKo», nogu 6yayT 3HaTb, Kyfda HanpasnaTbCAd WM CMOrYT CMNAaHUMpOBaTb CBOM
mappyT. Ho ecnn ckasatb: «Mbl MAeM Ha BOCTOK», HEKOTOpble OyAyT cuuTaTb, YTO OHU
JOCTU N LiENN YrKe Yepes TP MUKW ¢ Havyana nyTu.

COTpYAHVKN HYXAAKOTCA B KOHKPETHbIX YKazaHusaX. HUYTo He NpMBOAMT COTPYAHWKOB B
OOonbLUee CMYyLLEHNE N He BO30YXXAAeT B HMX MeHbLUe 3HTYy3nasma, Yem TyMaHHas KOMaHza
«MapLu!» 1 oTcyTCTBUE KapThl.

[Mo3aTOMy K KadXKAOMY MOJIOXKEHWUIO O KOHEYHbIX LIeNaxX AO0/MKHO npunaraTbCa U onucaHue
onvkanwmx atanos nyTu. [aiiTe NIOAAM YeTKMe 3afaHusi, 4TOObl OHW MOIW BUAETH, Kak
NPeofoneHne 3TUX HernoCPeACTBEHHBIX 3a4a4 NOMOraeT UM B JOCTUMXKEHUN KOHEUHOW LieNN.

Hapucyiite nogpo6Hyto KapTy. M K Kaxaomy MOSIOXEHUIO 0 KOHEYHbIX Lensx fobaBbTe
CMMCOK YETKO CHOPMYMPOBAHHbIX 3TAMN0B ee JOCTUMKEHNS.

Korpa nopa oTnpaBuTb CBOE MNO/IOXEHNE O KOHEYHbIX LesX B
KOP3UHY

MpoBepnTb  AECTBEHHOCTb  MOMOXEHMS O KOHEYHbIX LENAX OYeHb  MPOCTO.
O6HapoAoBaHVe Takoro MooXeHNs AO/MKHO MPUBOAUTL K U3MEHEHMSIM, OHO [O/HKHO MEHATb
06pa3 [AeNCTBMIN COTPYAHNKOB BaLLIei KOMMaHNN.

Uepe3 Tpu Heaenn nocne TOro Kak Bbl 06HApPOA0Ba/M MOMOXEHUE O KOHEYHbIX LEnsX,
CrpocuTe Y NATEPbIX COTPYAHMKOB: «/3MeHMIOCh /TN YTO-TO B Ballei paboTe 3a NOCNeAHME TPW
Hefllenn m3-3a TOrO, O YeM FOBOPUTCA B MONMOXEHWU? Kak Bbl [yMaeTe, W3MEHWUTCA /1
4TO-HMOYAb B BalLieli paboTe B CeaytoLLme TpU Heaenn?»

Ecnv Bbl NONyYnnun Aecatb OTPULATENbHbIX OTBETOB, BbIKMHbTE CBOE MOJIOXEHME.

Ecnu nonoXkeHne 0 KOHEYHbIX LIENSX He MPUHOCUT Pe3yNbTaToB, OTKAXKMTECH OT HETO.

UTO MbI Npoaaem

«Ha habprkax Mbl NPON3BOANM AyXUN, — CKa3a/l O4HaXK/Abl OCHOBaTe/lb KoMnaHuM Revion
Yapnb3 PEBCOH, — HO B MarasuHax Mbl NMpojaemM Hafexay».
3T0 OTHOCUTCA U KO BCeM HaM. Besge v BCloAy NtOAM NMOKYNAKOT CYACTbe WA HaZexay Ha
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Hero. CuyacTbe HaCcTONbKO BaKHO [11 amepukaHLueB, yYTo B [leknapauum He3aBUCMMOCTU
CTPeM/IEHMe K ero [OCTMDKEHWMIO Ha3blBaeTCA HeOTbeM/IEMbIM NPaBOM YesloBeKa, Hapsigy C
MPaBOM Ha >XN3Hb.

NMogn xotat ynblbatbes. M rotoBbl NaTUTL 3a 3TO 60/blIMe AeHbru. MobbiBaiiTe Ha
3acefjaHUM peflakTOpOB >KYpHasia, KOorfa OHW O0OCYXAAlT camble MONyNspHble 06M0XKM
npoweawero roga. bectcennepamu, Kak npaBWIO, CTaHOBATCA Te O6/0XKKW, KOTOpble
1306paXKaL0T CYACTbE UIN UCMONHEHbI HALEXbI.

Mob6bIBainTe Ha 0630pe MM NPOBEPKe Pe3y/bTaToB aPeCHON PacChblIKM O4HOI0 1 TOTO Xe
npeanpuaTusa ciepbl ycnyr. Camoe ONTUMUCTUYECKOE MUCbMO OK&XETCH CaMbIM YAauHbIM.
(MIMeHHO MO3TOMY OfMH M3BECTHbIN aBTOP TEKCTOB COBETYET JIOAAM, MULLYLLMM Takue nucbma:
«HwvKorga He caguTech NUcaTb, KOrAa Bbl PacCTPOEHbI UM 06eCNOKOEHbI». )

Most »KeHa OfHaXX bl NOPEKOMEHAOBa/IA CBOEMY KOJINere TUMUYHBIA AN WBEACKOTO KMHO
rPYCTHbIA thunbM. Ee Konnera ckasan: «Bpsg nv noigy Ha Hero. Ecnm MHe 3axoudetcs
MOYyBCTBOBaTb CeOS HECYACTHbIM, MHe JA0CTaTOYHO OTKPbITb CBOK YEKOBYH) KHUXKKY».
KomnaHus Samsonite OfHaXAbl BbIMNycTWNa 6GMeCTAWMIA, OTMEUEHHbIA Harpafamu posuk,
MOKa3blBaOLLMIA, KaK CYMKM U YeMOAaHbl 3TOl (MPMbl BbIOPAChIBAOT M3 NETALLEr0 camoseTa.
Baraxx nepeXxxun 3to nafeHue — HeMbIC/IMMOe MO CUie HanoMWHaHWe O ero npovHocTh. K
COXaJIeHMHO, 3TOT PO/IMK TaKXKe HanoMHWA 3puTensm 06 aBmakatactTpodax. Kak Hv TpyaHO B 3T0
MOBEPUTb, YMCNO MPOLAXK YNaso.

Hakneilku Ha 6amnepax MNo6YXAarT NOAeil CoBepllaTb He3an/faHMpoBaHHbIE A06pble
NocTynKun. «lycTb OKpyXKatoline YNbIGHYTCS», — TFOBOPST OHW. Bce Mbl XOTUM 6Onblue
ynbl6aTbCA.

BHUMaTeNbHO MepeymnTainTe BCe, YTO Bbl paccbiiaeTe CBOMM K/IMEHTaM U MOTEHLMaIbHbIM
noTpeduTensam. YTo Bbl YyBCTBYETE NOC/E NPOYTEHUS 3TUX TEKCTOB? NpodaeTe Nn Bbl CHACTbE
VN HaZEXay Ha ero JoCTUXeHNE?

Mpexxae Bcero 6yabTe NpoAaBLaMn HaAeXabl.

Byxrantepmsa oTHOWEHNIA

«BONbLUOIA 3aKa3 MEHSIET areHTCTBO», — KpUYaT EXEMEeCSYHble 3aro/ioBKM B XKypHane
AdvertisingAge, a ye BO BTOpOM ab3ale Bbl, Kak MpaBWi0, MOXeTe O0OHapy>XWTb CNOBa,
OMpOoBepraroLLme 3TO YTBEPXKIEHME.

Mpe3naeHT areHTCTBa, OT YCAYyr KOTOPOro OTKasaica K/I0UYeBOW 3aKa3uuK, rOBOPUT, UTO
OH «LOKMpOBaH». «Mbl B Smith amp; Smith co3gaBann ns Hawed KIMEHTKM MPeKpacHyto
peknamy. OHa MHOro pa3 roBopwfa, Kak cyacT/MBa C HaMu coTpygHu4yaTtb. OTka3 oT
BO30OHOB/IEHNSA KOHTPaKTa CTa/l A5 Hac HeMPUATHBLIM CHOPNPU3oM». HefloymMeHne npesunaeHTa
COBEPLLEHHO NCKPEHHE, 1 TEM Cepbe3Hee ero npobsema.

OTa npobnema 3aKIKYaeTCA B CaMoii NPMPOAE B3aUMOOTHOLLEHWUIA MEXAY 3aKa34yMKOM U
NCNonHMTeNem B cepe ycnyr. Ecnm TonbKo UCNONHUTENb, B AaHHOM ciyyae Smith amp; Smith,
He yaenseT 3ToMy 0c0o60ro, MpPUCT/IbHOrO BHUMaHWUA, CUCTeMa B3aMMOOTHOLUEHWUI Bcerga
(hYHKUMOHMPYET C OTpuuaTte/ibHbIM G6asiaHcoM. He Befas aToro, UCMONHUTENb YCNYr Bcerfa B
[ONTY nepes CBOUM K/IMEHTOM.

STOT [0Nr BO3HWKAET B MepBblil Xe AeHb, Korga Smith amp; Smith yaaetca nonyumTs
3aKa3. YnotpebneHue pasbl «yfaeTca MofyynTb» FOBOPUT O TOM, YTO COTpyAHMKaM Smith
amp; Smith KaxeTcs, YTO OHM YyXKe 3apaboTasn CBOW 3aKa3. OfHaKo, KaK ybeanTeNbHO AoKasas
Teogop J1eBATT, KAMEHT MpefcTaBnseT cebe cuTyauuto no-gpyromy. C ero TOYKW 3peHus,
areHTcTBo Smith amp; Smith eLle He 3apaboTano 3akas, OHO BCEro /MLLb 3apaboTasno cebe npaso
monbITaTbCA 3apaboTath 3aka3. K/veHTKa npuHsna BeCb PUCK Ha Cebsi U, COOTBETCTBEHHO,
CUMTaeT, YTo chenasna UCMOMHUTENO 0f0/MKeHMe. KnneHTKa npruobpesna eLle He NocTaB/IeHHbI
eMy areHTCcTBOoM TOBap. A Oyayuu MNOCTaBMEHHbIM, OH MOXET O0Ka3aTbCA Y>XKAaCHbIM Wn
C/IMLLKOM AOPOTUM, U N TEM U APYTMM BMECTE B3ATbIM.

WTak, areHTcTBO Smith amp; Smith n3HayabHO MMENo oTpULaTeNbHbIN 6anaHc. OHO Yyxe
ObIN0 [O/MKHO CBOEN K/IMEHTKE.

3ateM Smith amp; Smith HaumMHaeT nocTaBnATL O6eLjaHHbIe YCAYrn: Harpumep,
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packagpoBKy ANS TeNeBU3MOHHOW NporpaMMbl, K KOTOPOI cpasy npuiaraetca cyet. KnmeHTka
He 3HaeT, HAaCKO/IbKO XOPOLLO TO, YTO OHa nosny4yunsia. TOYHO Tak e, KaK K/IMeHTbl byxrantepa
VAW FOPUCTA HUKOTAA He 3HAOT HaBepHsKa, AeNCTBUTENIbHO NI OHW MOMYYWUN 3a CBOU [eHbIN
XOPOLUNIA «TOBap». KMeHTKa 3HaeT TO/bKO, YTO OHa [O0/DKHA 3aniaTuTb Kyyy [eHer 3a HeuyTo,
No/ib3a OT Yero MoKa He OYEBMAHA W YTO eLle He YCreno NPUHECTU el HUKaKUX AVBUAEHJO0B.
Jonr BblpacTaeT BABOE.

OuyeHb CKOPO areHTCTBO CHOBA YBE/IMUMBAET CBOM OTpULATeNbHbINA 6anaHc. JTioan nHoraa
COBEpLUAKOT OLWMOKM, U UMEHHO 3TO Cy4vaeTcst ¢ COTPyAHMKOM Smith amp; Smith no nmeHn
[DKUM: OH He CMOr Mepe3BOHNUTL KNEHTKe B 00eLLaHHOe cekpeTapem BpeMsi. KTo 6bl HU 6bl1 B
3TOM BUHOBAT — [KMM, cekpeTapb >XMma nnmn cama KveHTKa, He pacc/ibllwaBLias Ha3BaHHOe
Bpems, — oTpuuaTenbHblii 6anaHc Smith amp; Smith Tenepb B Tpu pasa 6onblue, YeM Obin
BHavane.

Bpemsi oT BpeMeHM npe3ungeHT areHTcTBa Smith amp; Smith genaeT WKWPOKKIA XecT Mo
OTHOLLUEHNIO K CBOEN K/MEHTKe, Hanpumep nocblias el wokonag Ha PoxaectBo. Ho atoro
HeA0CTaTOYHO AJ19 KOMIMeHCauUMM HaKoMMBLLIEroca Aosra, TeM 60/1ee YTo Hen3beXxxHble OLLINOKM
MPOMCXOJAT Yalle, YeM OH YCNeBaeT OTCbINATh LWOKOMaA. BOMbLMHCTBO K/IMEHTOB FOTOBO ObIN0
Obl 3aKpblTb rnasa Ha MOAO6HbIe NPOKO/Mbl, ecnn Obl GanaHC WX B3aWMOOTHOLLEHWUA C
NCNONHUTENEM YCNYr Bbln NONOXUTENbHBLIM, HO, YBbl, C areHTCTBOM Smith amp; Smith gena
06CTOAT JaseKko He Tak. Mo3ToMy BCe OLWMOKM Cpasy 3anmncbiBatOTCA B MUHYC.

HukTo B areHTcTBe Smith amp; Smith He NOHUMaET, HaCKONbKO /ly60KO OHU YBA3NN B
aTMx ponrax. [Npous3BOAWUTENN YCMYr, KaK MpaBu/o, Y3HAtOT O CBOEM [O0Jire MOCNefHUMMU,
OTYaCTW U3-3a TOrO, YTO HUKTO He /HOOUT KOH(AMKTOB. [O3TOMY K/MEHTbI Yalle TasT CBOU
06K fbl, YeM OTKPbITO 3aABNAKOT O HUX. [pon3BOAMTENN YCIYT CYMTAIOT, YTO MONYaHNe — 3TO
30/10TO, OHW AyMaloT, YTO OTCYTCTBME Xanob O3HayaeT, YTO B3aMMOOTHOLUEHUS Pa3BMBAHOTCS
npekpacHo. Ho Ha caMOM [iefie OHM CTAHOBATCH BCE XYXKE.

Takoi oTpuuaTesibHbIN 6anaHC MOXET CYLLECTBOBAaTb M B APYrMX BaXKHbIX MapTHEPCKMX
OTHOLLEHUAX — CeMeliHbIX. I B TOM, 1 B ApYrom criydae AONrM Hakan/InBatoTCs He3aMeTHO A5
06enx CTOpPOH, MOKa OfHaXAbl OTYasBLUAACH KEHa, WM OT4YasBLUAACA KIMEHTKa, He
MpoBO3r/allaeT, YTo C Hee [JOBOMILHO. W cynpyr, v npe3ugeHT Smith amp; Smith nckpeHHe
LLIOKMPOBaHbl. HW TOT, HWM Jpyroln He WMEKT nNpeAcTaBNeHMss O TOHKOW Oyxrantepuu
B3aIMOOTHOLLIEHWA.

Cnepute 3a 6an1aHCOM CBOMX B3aMMOOTHOLUEHWIA. VIcXxoauTe 13 TOro, YTO B peasibHOCTM OH
XYXKE, YEM KaXKETCS, 1 NocTapaiTeCcb ero ypaBHOBECUTb.

[NMocne npa3gHuKa: nodyemMy nosiydyeHume 3akasa MOXeT CcTaTb NepBbIM
Larom K ero nortepe

Bbl MOXeTe ferko 3anonyumTb 415 CBOeW (PMPMbl CEpPbe3HbIil 3aKa3, MPOCTO NoobeLlas,
4TO COTBOPUTE UYAO.

Ho nocne 3Toro y Bac MOSABMTCS KAMEHT, KOTOPbLIA OyAeT C HeTeprneHMeM >XAaTb
06eLlaHHbIX BaMK Yyaec. M aTo 6yfeT Takol KMEHT, KOTOPOro 1 Bpary He Moxkenaelub.

[laxe ecnv Bbl cenaeTe 41 HEero YTo-TO OYeHb XOPOLLIEe, OH BCE PaBHO OyAeT HeOBOJEH.
Ero He ycTpavBaeT Balla XopoLuas paboTa, NOTOMY YTO OH X/AET OT Bac YyAeCHO paboTbl. Befb
Bbl 06eLLanu.

370 fBNeHVMe — HacToswas 6efa Ans areHTCTB No cOopy 3af0/HKEHHOCTEA U O4HO U3
OOBSCHEHWIA TOMY, MNoYeMy 3Ty OTpaclb MNOCTOSHHO /IMXOPaguT, MO4YeMy B Hei He
npeKpaLLarTcs NOUCKM HOBbIX KIMEHTOB BMECTO TeX, KOTOPbIE NO30PHO 6exann. CoTpyaHNKN
OT[EN0B NPOoAaX NPOBOAAT NOTPscatoLLMe BOOOPaXKEHNE MPEe3eHTaLMK, KINEHTbI MOAMMCLIBAOT
[0roBopa, NpofjasLbl KnadyT B KapMaH KOMWUCCUMOHHbIE, N KAWMEHTbl AyMatoT, YTO MaxpoBble
HenaTeNbLMKN HAKOHEL-TO 3an/1aTaT UM BCE, UTO AO/MKHbI.

Ho Bce HennaTenbLMKX BCe PaBHO He 3annatsaT. B AelCTBUTENbHOCTU MNAaTUTb HauHyT
TOMbKO OKO/I0 21 NpoLeHTa OT UX Yncha.

CrbIXa/iv 1 NoTeHLUa/IbHble NOTPebuTenu ycnyr no c6opy 3aL0/HKEHHOCTER, YTO Aaxe
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camMoe XOpoLLee areHTCTBO co6MpaeT oT cuibl 30 MPOLEHTOB HemnoralleHHbIX 4onros? Het. B
pesynbTaTe 79 TMpPOLEHTOB K/MEHTOB OKa3blBAlOTCS HKECTOKO  Pa30uapoBaHHbIMK 1
OTNPaB/ISOTCS Ha MOWCKU HOBOTO areHTCTBa.

Ecnm Bbl jaeTe KAMEHTY NOBOJ AyMaTb, UTO Bbl CAENAeTe A8 HEro YTO-TO GO/bLLEE, YeM
Bbl MOXETe COBEPLUUTb B AEVCTBUTENbHOCTY, OH HEM3GEXHO BGyaeT pasouapoBaH. [ake Xyxe,
OH PELUMT, YTO Bbl HAPOYHO BBE/IN Er0 B 3a61yXK/AEHNE NN MPOCTO OOMaHYN.

CTouno nm nonyyatb 3TOT 3aKas? Pa3oyapoBaHHbIli YeNoBeK NOAENNTCS CBOEH neyanbHOM
ncTopueli ele ¢ TPems, U HEOXWAAHHO OAWH «MOMYYeHHbIi» BaMW CEPbE3HbIA 3aKas3
MpPeBpaTUTCS B YETbIpe Cepbe3Hble MPOG/EMBI.

He npob6y»aaiite B KNEHTE 0XUAAHWIA, KOTOPble HE CMOXKETE Y0BNETBOPUTb.

OXuaaHus, yaoBNEeTBOPEHWE N ONACHOCTb NpeyBenyeHni

UTo npvBOAMT K pa3oyapoBaHWIO KAMeHTa? He HW3KOe KauyecTBO YCNYru, B HEKOEM
abCOMIOTHOM NOHUMaHUM 3TOro CNoBa. Bbl nockinaeTe NcsMo B Hbto-opK, 1 OHO uaeT Tyaa
TpU fHA. FBNSETCA /1M CKOPOCTb AOCTaBKM B 3TOM C/lyyae Hey[0B/eTBOPUTENbHON? OHa bblna
Obl Y)KaCHON, ecnn 6bl peyb LWa 0 JOCTaBKe 3a OfHY HOUYb, W OTBPATUTENLHOW, €Cnn Obl Bbl
nocnain ero no akcy, Ho A1 NOYTOBOr0 OTMPaB/IEHNA Takas CKOPOCTb BMOJIHE Mpuemsiema.
ATO TOT ypOBeHb 06CMY)XXMBaHUSA, KOTOPOro Bbl OXMUAAIN OT MOYTOBOWN CNYXObl. MM03TOMY Bbl
[LOBOJIbHbI.

Y [0BETBOPEHNE K/IMEHTa ONpefenseTca COOTBETCTBMEM OXMWMAAEMOro WM pesynbTarta
nosfyyeHHoMmy. Ecnu ycnyra He COOTBETCTBYET OXMAAQHUAM KIMEHTa, OH YYBCTBYET Cebs
Hey[,0BNeTBOPEHHbIM, Y HeY0B/IeTBOPEHHOCTb ero TeM 60/bLUe, YeM BO/bLLE HECOOTBETCTBUE.

ST0 O03HayaeT, 4TO MNpeyBe/MYeHUs W TUNepbosibl  ABNAIOTCA OLHUM U3 CaMbiX
CaMOyOMINCTBEHHBIX OPYAMIA Ye0BEKa, 3aHMMAIOLLErocs MapKeTUHIOM yCnyr. Pefiknii nposasel
MOXET Yy[epXaTbCA OT /IErKOro rnpeyBenvyeHns, KOTOpoe MOMOXET eMy YBEUYUTb YMCMO
npogax. Ho K yemy 3TO MOXET NPUBECTY B Aa/IbHENLLEM?

Cnpocute y IBM. B 1985 rogy komnaHusa IBM BbiBena Ha pbIHOK KomnbloTep PC Jr.,
COMPOBOAMB €ro MnosiB/ieHNEe HexapakTepHbIM 15 cebs NOTOKOM MpeyBennyeHnii. AMepuKaHLEeB
y6eaunn B TOM, 4TO MOSIB/IEHNE 3TON MaLLUHbI CKaXKETCA Ha UX NPeACcTaBNeHUN 0 NepcoHaIbHOM
KOMMbOTEPE TaK, KakK CKa3asiocb Ha 3TOI oTpac/u camo cosfaHve IBM.

Takoro yTBepXAeHUs yxke 6blN0 [OCTATOMHO A/1A TOro, 4tobbl BO3OYAUTHL HadeX[bl
nokynartenen. A ype3MepHble NOXBaslbl COGCTBEHHOMY MPOAYKTY CO CTOPOHbI 06bIYHO BeCbMa
CKPOMHOI KOMNaHUW eLle 60nbLUe pasgyin 3TN OXULAHNS.

PC Jr. He cMOr y#OB/IETBOPUTL TakMX MPeYBeNIMYEHHbIX OXUAaHWA. JIoaW, KynueLumne
KOMMbIOTEP, OCTA/IUCb HELOBOJIbHbLI, MOTOMY YTO OH HE COOTBETCTBOBA/I OFPOMHbLIM HaLEXaM,
NPO6Y>XAEHHbIM B HUX Ype3MepHbIM CaMOBOCXBasIeHNEM KOMMaHUN.

B pesynbtate 3Toro (wmacko komnaHusi IBM notepsina 3HauMTeNbHbIA MNPOLEHT
noTpebuTensckoro posepus. MonbiTaiica oHu nocne PC Jr. BbINYCTUTb Ha PbIHOK TOBap,
KOTOpbIA Obl AEACTBUTENbHO MNPOW3BE/T PEBOMIIOLMIO B MUPE KOMMbIOTEPHOM TEXHUKM,
MOBEPUBLLMX B 3TO HALLNOCL Obl HEMHOro. KoMnaHus notepsna BOTYM [OBEPUS, HEOOXOANMbIN
ANS NOA0GHbLIX 3adBneHwiA. Mpowno uenbix cemb NeT, npexae yem IBM cHoBa 3aHsina cBoe
npeXxxHee MOMIOXKEHVWE, W TONbKO Onarogaps TOMY, UTO BbINyCTW/Ia Ha CcaMOM [Jefe
NCKNIOUNTENBHYIO Modens — PS 1.

TO »e caMoe € IErKOCTbK MOT/10 Obl NPON30NTK 1 C BaMMU.

[ns TOro 4yTo6bl KOHTPONMPOBATL YAOBNETBOPEHHOCTb K/IMEHTOB, Bbl [O/MDKHbI YETKO
KOHTPO/IMPOBAaTb BO3HMKAIOLLME Y HUX OXUAAHWA.

Balln NOCTOAHHbIE K/IMEHTbI — MPOCTO CBATbIE

OHK obpatunnce K BaM. OHK 3annaTuiuv 3a Balle npaso 06efaTb B JOPOrMX pectopaHax u
noKynaTb /06MMble KOMMAKT-ANCKN U [an BO3MOXHOCTb BallMM [AeTAM pacCcuUuTbiBaTb Ha
06yuyeHVe B KONeKe.
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OHu Tepnenun Bawwm ownbKM (ropasgo yaile, Yem Bam Kaxetcs). OHU pUCKOBa/IY CBOVMM
[leHbramu, CBOENn penyTalmein, CBOMM CMOKOMNCTBMEM, 60/ee TOro, OHM YacTO PUCKOBA/IN CBOVM
B13HecoM.

OHUM ynblbanch B XyALUNE BPeMeHa, CMeASIUCh B JlydLUMe Y XOPOLLO OT3bIBa/IUCb O Bac
apyrum nrogam. U teneps Bbl cnpatumnsaeTe: «[1o/mKeH N A NO3BOHUTL UM?»

LomkeH v 9 4yBCTBOBATb Cebs nepes HUMK B ONTY? JLO/MKEH NN A 3a60TUTHCA O HNX?

[omkeH nn 9 roBoputb UM cnacn6o? M Kak 4acto? Yto 6bl Bbl HW Aienanu, Bbl HE MOXETe
ObITb «CMULIKOM» 6M1arofapHbl, «CAULWKOM» LEHUTb CBOUX K/MEHTOB UMW «CMULIKOM» 4acTo
roBOPUTb UM 06 3TOM.

Mocne Bcero, 4epe3 4YTO MM MPULLIOCL MPOMTU (a Takoro 6osblue, YeM Bbl MOXETe
NPeAnonoXnTb), HN 0Ha 61aro4apHOCTb He MOXET ObITb CIMLLKOM 60/bLUOMA.

W pgaxke, ckopee BCero, Bbl BbIpaXXaeTe ee HeJoCTaTOUHO.

Bawum pognTeny faBanv Bam npaBW/bHbIA COBET. TOBOpUTE «Cnacnbo». I noBTopsiiTe aTo
C/TI0BO KaK MOXXHO Yallle.

BnarogapHoCTb

Mbl roBOpUM, YTO HaM He XBaTaeT C/I0B, YTOObI BbIpa3nTb CBOKD MPU3HATE/IbHOCTb. Tak
OHO 1 ecTb, Mbl 61arogapyMm HegocTaTtouHo. Mpogomkalite 6GnarogapuTb.

HWYTO He NPUHOCUT KNWEHTY GOMbLUEro YAOBNETBOPEHUSA, YeM Balla 61arofapHocTb, 1
KpaliHe peaKo KOMMaHum, AeiCTBYHOLME B CPEpe YCyr, BbIpaXatoT CBOK MPU3HATENbHOCTL B
[0CTaTOYHON CTENeHMN.

CKONbKO nu1cem ¢ 6narofapHoOCTAMI pa3ociaivi Bbl 3a NPOLWLbIA roa? ECTb NpeaioXxeHue:
B 9TOM rofly noLuinTe B Aga pasa 60/bLLe.

MpogomkaiiTe 6narogapuTsb.

'ne e Bbl, Munum lNoct* ?

Bce Mbl CTpagaeM OT HefoCTaTKa NPU3HaHUA 1 XOTenn 6bl, 4TOObI N0AW Gnarofapuam Hac
yalle. Yem pexxe CTaHOBATCH M3bAB/IEHUS NPU3HATENIbHOCTU (& NOX0Xe, YTO OHW Ha CaMOM fene
C/ly4aroTCa BCe pexxe), TeM OO/MblIYIO LEHHOCTb MpuobpeTaeT And Hac Ta 6narofapHOCTb,
KOTOPYIO Mbl NONyYaeM.

KpyrnHbIA HaLMOHaNbHbIA 61aroTBOPUTENbHBIA (JOHL NPOCUMT paboTaloLlyto MaTb 0OOMTH
CBOI KBapTa/ C Le/blo cbopa NoXKepTBOBaHMI. Hecs Ha pyKax CBOEro LUECTUMECAYHOrO CblHa,
OHa 06X0AMT KBapTas NeLukom 1 cobupaeT 160 fonnapoB — Ha 60 NpoLeHTOB 60/bLLE, YEM TOT,
KTO 3aHMMasiCH 3TUM B MPOLUIOM rofy. 3a noTpavyeHHble Ha 3TO TpW Bevepa W CAenaHHoe e
camoii noxkepteoBaHve B 30 40/11apOB OHa He NoJslyyaeT OT (hoHAa HU cioBa 61aroapHoOCTy.

Tpw Hefenu cnycTd HayyHasd accouuaums npurnawiaet 0g4HOro npoMeccnoHana npoYecTb
NeKUMIO BO BPEMSA UX TPexAHeBHOro cemuHapa. OH COO6LLAeT, YTo 4719 3TOro emy npugeTcs
COKPaTUTb Ha CYTKW CBOW OTMYCK, BO BPeMsi KOTOPOro OH MJaHWpOBa/l HaBeCTUTb MaTb U
cecTpy. AccoLmaLunsa YMONSET ero, U IEKTOP, B KOHLE KOHLL0B, COrnallaeTcs.

BosBpatascb 13 oTnycka ¢ 3anagHoro nobepexbs, NeKTop 3actpesaeT B [leHsepe. OH
npuobbiBaeT B M1HHeanosmc B Noc/ieLHUA MOMEHT U1, C/IOMSA F0O/I0BY, HECETCA Ha KOH(ePEHLMIO,
4yTOObI, efBa YCNeB MepeBeCTU [bIXaHWe, NPouUTaTbh OOELLaHHYH NeKUMto. AyauTopus
MPHUMaeT ee ¢ 60/bLIMM 3HTY3a3MOM. A BOT OTK/IMK OPraHn3aTopoB CeMuHapa OCTaB/feT
XenaTb fydilero. Bcem TpyHagUaTy BbICTYNAKOLWMM HanpaeaseTcs 04HO U TO Xe ouumnaibHoe
NUCbMO [/IMHON B YeTbIpHaALUATb NPEASIOKEHWA.

* Omunm Moct (1873-1960) — amepukaHckasa nucaTenbHMUa. CBOKO NUTepPaTypHYHO
Kapbepy Hayasia B KauecTBe HOBE/IINCTKN, OfJHAKO U3BECTHOCTb €l MPUHecna BbilleALwas B 1922
rogy KHura «J9TUKET», NPaKTUYECKUA CMpPaBOYHUK MO noBedeHMto B obuwectee. C 1931 .
Amunn TlocT Bena mnepefady Ha pagMo U eXefHEBHYHD KOJIOHKY O XOpOLUeM BKYCe,
nevatasLytocs 6onee yem B 200 rasetax. — [Mpum. nep.
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Ewe natblo HegensmMum MO3Ke 3HaMeHUTas XYLOXeCTBeHHas ranepes MpocuT
BbICOKOK/IACCHYIO CMeLuanncTKy NoXepTBOBaTb OLHUM BEYEPOM, YTOObI MPOKOHCYbTMPOBATb
NX COTPYAHWKOB. CneumanncTka BbIMOHAET MX MNpPocbOy, Mpu 3TOM el NPUXOAUTCH YIATK
nopaHbLLe C TOPXeCTBeHHOro obefa, YTobbl ycreTb BOBpeMs. Uepes Hefenllo OHa, Kak 1 elle
TPOe Y4aCTHUKOB KOHCY/bTauuu, nosiyvaeT hopmasbHyt0 61arofapHocTh B fBa ab3aua A/IMHOIA.
K nucbMy npunoxeH KyrnoH, Aarouimii npaso Ha 20-NpOLEHTHYI0 CKUAKY C /060 MOKYNKKN B
3TOW ranepee Ha cymmy cBbiwe 50 pgonnapoB. VHbIMM cnoBamu, ranepes 6narofaput aty
XKEHLIMHY 3a NOTepro LeNoro Bevepa, KOTOPbLIA OHa MoOrna MpoBeCTU CO CBOE CeMben U
APY3bsiMU, 1 328 NPO(ECCMOHANbHBIA COBET, CTOALWMIA 425 [0NMNapoB, TeM, UYTO corallaeTcs
NOMYYNTb HEMHOIO MEHbLLYHO NPUObINL CO CAENAHHOIO €K KPYMHOMO NPUo6peTeHNs.

Hy, 1 kak Bbl OyaeTe Mocne 3TOro OTHOCUMTLCS K TakuM opraHusauuam? bygete nu Bbl
crtapartbca pagu ux ycriexa? CraHeTe M Bbl CaMU WX MOCTOSIHHbIM KWEHTOM? byaete nu
PeKOMeHA0BaTh UX ApYrum?

W, kpome TOro, 3Ty Clyyan 3acTaBnsOT MeHS 3afaBaTbCA BOMPOCOM: 3HaIM M CaMu
OpraHu3auun, Kakoe Brieyat/ieHne 0 cebe OHW CO3L4at0T MNOJOOHBLIMU LeACTBUSMU U KaKOW Bpes,
cebe NPUUMHSAIOT?

He 3abblny 1 mMbl nobnarofgaputs Bac? He 3abblnn M Bbl CAeNaTb 3TO MO OTHOLUEHUIO K
KOMy-nn60?

B [oCTaTOYHOW M CTeNeHW Bbl BbipaXaeTe NI0AAM CBOKO NPU3HATENbHOCTL? Bbl yBEpeHbI?

CobepuTtech nepepn nageHnem

CobepuTecb, NOTOMY 4YTO BaM He u36exaTb NafeHWin. TUNUYHBIA KMEHT KOMMaHWUu
Cthepbl yCnyr He MOXeT TOYHO CKasaTb, KOrfa ycnyra BbiMofHeHa xopowo. OH He 3HaeT
HaBepHsKa, B [OCTAaTOMHOW /M CTereHu cneuuanncT no MOTMBAUMKM MepcoHasa MOBbICUN
MOTUBALMIO ero COTPYAHWKOB, MEPeLln M NMOPTHON KOCTIOM Tak, YT06bl TOT MakCMMaslbHO
nofoLlesn emMy, U He NMOHUMAET, YTO [eNo, BbIMIPAHHOE ero aZBoKaToM, Apyrvie topucTbl Obl
HaBepHSKa Npourpain.

Ho 3aTo TUMWYHLIA KAMEHT cpasy >Xe BUAMT, eCN peyb Creuuanucta no MoTMBaumu
nepcoHasia He Bbi3Ba/la HUKAKOro OTK/IMKA, OPHOKM OKa3a/IMCb Ha MOMCAHTUMETpPa [/IMHHee, YeM
Hazlo, a Cy[ OTK/IOHW/T MPOLLEHWe ero afiBokKara.

WHbIMK cnoBamu, peakuid KMEHT MOHUMAeT, Kak emMy MOBe3/10 C BaMU, HO 3aTO BCE OHU
Ccpasy 3amevatoT, Korja fiefia uayT rnnoxo.

[Mo3TOMY rnaBHOe, YTO MOXHO CKa3aTb O MapKeTWHre YCNyr, A0BO/IbHO HEYTELUUTE/bHO:
MPOBaNNTLCA B 3TOM Jie/e ropasfo npoLLe, Yem AobuTbCs yenexa.

Cutyaums ewe O60MblUe YC/IOXHAETCA TeM, YTO B3aMMOOTHOLLEHWUA KIMEHTa W
MCNOMHUTENA YCYT, KaK NPaBuio, 04eHb NOBEPXHOCTHbI: HECKO/IbKO KOPOTKMX BCTPEY, MOXET
ObITb, NMapa COBMEeCTHbIX 00ef10B. EC/IM CMOXWUTbL BCE 3TV Yachkl, NOMYYUTCA MeHbLUE, YeM Bbl Obl
noTpaTuAY Ha iBa CBUAaHNA C AeBYLLKON. K coxaneHuto, foBepue TpebyeT BpeMeHN — npuyem
bonblUero, 4em fBa KOPOTKMX CBuAaHUA. VI mostomy oOwWMO6KM M HefopabOTKM Ballero
NpeanpuaTAs, KOTOopble ropasfo BWMAHee, YeM ero ycriexu, pasbefatoT u 6e3 Toro cnaboe
[0Bepue 1 paspyLlatoT camy OCHOBY B3aVIMOOTHOLLIEHWA.

Ho uT0 Xe fenatb, pa3 y>K 60/bLIMHCTBO OLUMOOK Cpa3y BUAHbI, a YCMexXu, KaK npasuno,
HEBUAUMbI AN KMeHTa?

Peknamupyiite cBom ycrexu. MoKaxuTe KNNeHTY, Yero Bbl JOOUINCS.

Ecnn Bbl Ha fiBa 4HA onepeannn rpaduk (Hennoxas uaes), caenanTe Tak, YTOObl KIMEHT
3Han 06 sToM. Ecnu Bbl CMOMIN YMEHbLUUTL CTOMMOCTb Ha 7 MPOLEHTOB NPOTUB OXMAAEMOM
(ewwe 6onee xopoLuas naes), caenanTte Tak, YToObl KINMEHT 3Han 1 06 3TOM. Ecnn Bbl COBEPLLIMAN
YTO-TO, YeM OCOBEHHO rOpAMTeCh, CLienanTe Tak, YTOObI KNMEHT 3Ha 06 3TOM.

He »guTe, YTO K/MEHT cam MOMMET, KaK MHOro Bam MPUWLUIOCh TPYAMTLCS, Kak Bbl
3a60TM/IMCb O ero 6nare 1 Kakux pesynbTaToB AOCTUIIN. YacTo KNMEHT — TOT CaMblid YenoBek,
KOTOpbIN 3aMeyaeT BCe 3TO B NMOCNEAHIOK OYepelb.

CpenaiiTe Tak, YTOObI KNIMEHT 3Ha 06 3TOM.
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YAoBNeTBOPEHNE N YCYTN

Kak >xe ynoBneTBopuTb notpebutens ycnyr? OKasbiBaeTcs, 3TO Ha YAUBNEHWE TPYAHO,
KaK Bbl MOVMETE W CaMW, ECIM CPaBHMUTE CBOWM ONbIT NPUOBPETEHNSA YCAYT C BNeYaT/ieHneM oT
MOKYMNKMW ToBapa.

K npumepy, Bbl peLlaeTe KynuTb MallMHY. YUnUTbIBas, YTO Hall MUP 3aBUCUT OT CKOPOCTU
nepeaBKeHns, Bbl HYXKaaeTecb B MallMHe. Ecnv Bbl NOA06HbI APYrnM NOASM, TO Bbl XOTUTE
MalUNHY N MOXETE AaXe MeyTaTb O KaKOW-TO KOHKPETHOW MOAENN: ee KOXaHbIX CUAEHbAX,
0CO6bIX AeTansaxX OTAENKK, LECTM CMOSAX 3MaIM — K 0 TOM, YTO Balla MalluvHa 6yf4eT roBopuTb
OKpY>KatoLLMM O Bac CaMOM.

Korga Bbl NOKynaeTe 3Ty MallMHY, Bbl YyBCTBYETE YAOBNETBOPEHME, KOrAa elle TONbKO
BbIE3)XAETE CO CTOSHKMN aBTOMarasnHa. OHa B TOYHOCTM TaKasl, O Kakoi Bbl MeUYTaIN.

lMocne NOKynkM ToBapa OH MNPOAOMKAeT MOAAEePXMBaTb B  Bac  YYBCTBO
Y[0BNETBOPEHHOCTN. Hanpumep, Bbl urpaete B ronbd). Bbl MeuTanu Kynutb U Kynumm
6anaToBbIii MsumK Titleist Tour 100. Kaxablil pa3, Koraa Bbl OTMbIBaeTe 1 OUMLLIAETE €ro Nocne
Urpbl, €ro otaenka — 6enbiM No 6enoMy, KoTopasi nepBoHaYas/ibHO NPUBMEK/A Bac 1 NPUHeCNa
BaM YJOBNETBOPEHMWE B MOMEHT MOKYMKW, — HarnoMWHAeT BaM O TOM, KaK MpaBW/IbHO Bbl
NOCTYNWAX, NPMOBPETA 3TOT MSUMK, U KakKoe YAOBONbCTBME Bbl OT HEro nosy4vaete. Kaxaplin
pa3, Korja Bbl YAa4yHO yaapsieTe No Msa4y, onucbiBaeMasi UM TPaeKTopUs U MATKWIA yaap o0 TpaBy
HanoMMHalOT BaM 06 3TOM. Baw wMaunk ansa ronbga NpPoAo/KaeT AOCTaBAATb Bam
Y[1I0BONbCTBME, TaK >X€ KakK aBTOMOOW/b, YAOOHbIA W KPacuBbIA CBUTEP WM TENEBU30p C
60MbLIMM 3KpaHOM. OH NPUHOCWT Bam YAO0B/IETBOPEHME CaMUM (PaKTOM CBOEr0 MpUCYTCTBUS.
UToObl NOBEPUTb, HYXHO YBUAETb. A TO, UTO Bbl BUAMTE, 3acTaBNseT BaC 4YyBCTBOBATb
Y/[I0BNETBOPEHNE.

Tenepb MpoBeeM CpaBHEHWE: Bbl pellaeTe, YTO BaM HeobXoAuMMma Kakas-TO Ycnyra.
Hanpumep, y Bac TeyeT Kpbilwa uan 6oant 3y6. Bbl peako XOTUTe MCMNOMb30BaTb KaKy-TO
KOHKPETHYO YCNYTYy, 1 YK COBCEM BPA/ N Bbl O Heil MeuTaeTe. Ha camom fene Bbl OTHOCUTECh
K ycnyram Kak K Heo6xoAmMmoMmy 3/y: BamM NPUXOAMTCA HaHUMaTb afBoKaTa, YT0Obl paspewlnThb
CMOPHbIA BONpOC, NpUrnawaTe 6yxrantepa, MOTOMY UYTO Bbl HE B COCTOSIHUM CaMu CMPaBUTLCA
CO CNOXHbIMW (DMHAHCOBLIMM pacyeTaMu, W 3aKIK4vaTb CTPaxOBOW A0roBOp Ha Chydai
KaKO-HMOYab KaTacTpodbl. B 60MbLUMHCTBE C/ly4YaeB Npu BbIOGOPE YCNYT Bbl UCMbITbIBAETE Kyaa
MEHbLLIE 3HTY3Ma3ma 1, COOTBETCTBEHHO, NONYyYaeTe OT HEr0 MeHbLLIE Y0B/IETBOPEHNS.

B oTnmMuve OT NOKynaembiX BaMW TOBapoOB, YCAYrW, KOTOPbIMW Bbl MOMb3YeTeCb, He
OCTalOTCS C BaMM HAf0/ro, HarNoMnHast 0 NOSy4YeHHOM Y0BOMLCTBAM U MOBYXKAas CHOBa UMW
BOCMO/1b30BaTbCS. "a30H, XOPOLLO NOACTPUXEHHbIN COCEACKMM Manb4ymMKoM, OyaeT HyXaaTbCs B
OYepeaHON CTPUXKKE TONMbKO Yepe3 HEeCKONbKO AHei. 3yb, KOTOpbI 3aniomMmbupoBan AaHTUCT,
6onblle He 60OMMT, HO HWUYTO B 3anMIOMOWMpPOBaHHOM 3yb6e He [OoCTaBnseT Bam 0C060ro
Y[0BONbCTBUSA M HE HanoMUHaeT O NOAYYEHHOM BaMM XOpoLleM 06CnyXuBaHMKU. Baw «takoi
HeobX0AMMbIA» CTPaXOBOM AOroBOP TUXO NEXWUT 6e3 aena B AanbHEM flUMKe. Bbl He BuauTe
[aKe HEMHOIMX BUAMMbIX CBUAETENLCTB MOMYYEHHOW BamMu YCNYru, W Balle YA0BONbCTBME OT
Hee OCTaeTCs TO/IbKO B BOCMIOMUHAHWMN.

YBbl, TUMUYHOIrO MOCTaBWMKa YCNyr (Takoro, Kak Bbl CaMu) HET PALOM C K/IMEHTOM,
4TOObl HANOMHWUTbL €My O NOMb3e, KOTOPYH [0 CUX MOP MPUHOCAT OKasaHHble UM YCAYru: O
Tpyb6ax, KOTOpble Tenepb He 3abWTbl, O CTPaxOBOM BO3MELLEHUW, KOTOpoe obecneunTt
npeanpuHYMaTeNnt0 Nocobue B Cny4vae HETPYAOCMOCOOHOCTW, O MPWUNOXEHUN K [OrOBOpY,
KOTOpOe COXpaHsieT 3a aBTOPOM MpaBa Ha M3faHue ero KHWru. Bnagenew goma, B KOTOPOM
Oonblle He TEKYT M He 3abWTbl TPYObl, YyBCTBOBa/ YAOBNETBOPEHME B TeUeHUE HECKONbKUX
[Hel, a NOTOM 3abbln1 06 3TOM. YTO KacaeTcs nNpegnpuHUMATENs U aBTopa KHUMU, TO OAHaXAbI
OHM MOryT MOYyBCTBOBaTb OrPOMHOE Y/[0BNETBOPEHME, HO Ceiivac BOMPOC 06 3TOM AaXe He
CTOUT — OHM U He BEAAt0T O LIEHHOCTW OKa3aHHOM UM YCnyTW.

Uto e [Jenatb 4enoBeKy, 3aHWMAKOLLEMYCS MapKEeTMHIOM YCNyrk, Yy4yuTbiBas 3Tu
KOnoccasibHble pasninyms Mexxay TUNMYHbIMK NOKYNaTensimy TOBapoB M YCNYT B UCMbITbIBAEMOM
1MW Y10BNETBOPEHNN?

ByabTe psgom. Peknama u ny6nvkauMm B MPECCe HamOMHAT BalUMM TernepewHuM 1
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ObIBLUMM KAMEHTaM 06 YA0BOMbCTBMAM OT OAHAXKAbl OKa3aHHOW BamMK YCNYrM U WU3BECTST UX O
TOM, 4YTO Bbl MO-MPEXHEMY CylLLecTByeTe, paboTaeTe M BMOMHe ycnelHbl. Co3paiite
[OMONHUTENBHOE OLLYLLEHWE YAOBNETBOPEHHOCTH, NMOKAa3aB KINEHTY TO YA0BO/bCTBUE, KOTOPOE
Ballla ycnyra MpUHOCUT ApyruM ntoasm. [oBeauTe A0 ero CBeAeHWst MH(MOPMALIMI0 O CBOMX
ycnexax: 0 HOBbIX K/MEHTaX, HOBbIX AOCTMXKEHMSX, HOBbIX Harpagax, HOBbIX CBMAETENbCTBAX
KauecTBa, O POCTe BaLLero nepcoHana 1 JoXo/0B.

KynneHHbI ToBap NOCTOSHHO HaMOMMHAET MOKYNaTensM 0 CBOEM KauyecTBe. TO e caMoe
(C MOMKHOI CKPOMHOCTbHO) I0/MKHbI 1eNaTh U Bbl.

C rna3s gonoit — 13 ceppLa BOH.

MoMHUTE O Mesioyax

HenaBHO s npoBoaun cobecefioBaHVe C TPeMs KaHAugaTamu B Cy6rnoapsaquvki ans
PaboThbl Haf, NMPOEKTOM OJHOr0 MOEr0 K/INEHTA.

A ye NpULLIEN K BbIBOAY, UTO KaXkKblli U3 HUX 06NafaeT AOCTaTOUYHON KBaM(UKaLMENA.
IMEHHO NO3TOMY A1 MO3BOHWU UM BCEM.

BbiGpaTh Myyllero KaHauaata Gbi10 OYeHb MPOCTO. S HaHSA/M TOro, KOTOPbIA MepBbIM
Hammcan MHe nocne cobeceoBaHu.

YacTo, vallle, YeM Mbl JyMaem, B 3TOM W 3aK/HOUAeTCsl BCE OT/MUME, KOTOPOe TpeGyeTcs
NS 3aKMHOYeHWUs cAenku. He Bblgatolimecs Mo3HaHWS. He BblAalOWMIACA TanaHT wau
MHOTOMIETHWIA OMbIT. UTO-TO COBCEM KPOLLUEYHOE. ManeHbKUIA 3HaK BHUMaHUS — KOPOTKOe
MUCbMO.

He 3a6bIBaiiTe 0 Me/novax.

OAuH rynok

KomnaHusa Fallon McElligot 3aHMMaeTcsi peknamoil. 3T0 03Ha4aeT, YTO OHa (PaKTUYECKU
MPOAAET YCNYr CBOMX TBOPYECKUX COTPYAHMKOB. A TBOPYECKUE IMYHOCTU TPYAHbI B O6LLEHNN.
AroueHTpUYHbI. OHKM 3aKOHYaT paboTy TorAa, Korga 3akoH4yar. Hy 1 4to, 4to aTo byaet cTouTb
Kyuy geHer?

Mo KpaiiHei Mepe, TaKOBO CTePeOTUMHOE NpeLCcTaB/eHNe.

HecKonbKO NeT Has3ag A peLlnsi NpuriacuTb B CBOK 6ACKeTO0/IbHYHO KOMaHAY (Mbl Urpanm
Tpoe Ha Tpoe) [kemn bappeta, 190-caHTMMETPOBOrO HanmagatoLlero, paboTarowwero aBTopoM
TekcToB B Fallon McElligott. Moka Mbl foroBapuBannch 1 NO3AHEE, KOrAa YXXe Hauyanch Urpbl,
MHE 4acTO NPUXOANIOCH 3BOHUTL [Kemu Ha paboTy.

UTo6bl [O3BOHUTLCA [0 cekpeTaplum [xemu, TpeboBa/iCA BCEr0 OAUH TYAOK, a eLle yepes
rYAOK U Mapy CeKyHA f Y>Ke MOr HayaTb 6ecefioBaTb C HUM camuM. BnosiHe BO3MOXHO, Y HUX
CTOUT camas BbICTpas TeneoHHasA cuctema B Mupe. lNepBble TpU pasa, Korga MeHs COefUHANM,
S eLe He 6bl1 rOTOB FOBOPUTB. A HE OXMAaN, YTO [)KeMmn OTBETMT TakK CKOpO.

ST 3BOHKM MNpPOW3BENM Ha MeHA YAWBUTENbHOE Brieyat/ieHne. Tpu  CEKYHABbI,
noTpavyeHHble Ha TPY TeNeOHHbIX COeAMHeHUs, Yoeaunm MeHs B TOM, 4To komnaHusa Fallon
[eCTBMTE/IbHO XOPOLLO 0BCNYXXMBAET CBOMX K/MEHTOB, YTO B 3TOM KOMMaHWW UX YBaXKatoT U
LleHAT, @ B C(hepe yC/nyr 3TO efBa /M He caMOe rnaBHOE. TN 3BOHKW fly4lle BCAKUX C/IOB
cKasam MHe, yto Fallon — oTHIOZAb He cobpaHue HegUCLMIMIMHAPOBAHHBIX M CAMOYBEPEHHbIX
TBOPYECKUX JIMYHOCTEMW, TM/IOKOWMX Ha O06CNYKMBAHME, MOTOMY UTO 3TO «HWKE WX
LOCTOMHCTBAY.

A Tenepb A rOBOPHO 06 3TOM BCeMy MUpY. JTIOAM B leCATKax ropoLoB NPoYTYT 3Ty rnasy u
pewar, 4yto B KomnaHuu Fallon npefocTaBnalOT OTIMYHOE O6GCNYXMBaHWE W [enatoT
3amMeuaTtesibHyH0 peknamy. Takue ycnyru CTOAT K060 LieHb!.

O6cnyXunBaHMe HayMHAeTCA C MNepBOro 3BOHKA KveHTa. Kak o6ctoAT fena C
06Cny>KMBaHNEM B BaLLIE KOMMaHNUKN?
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CKopoCTb

XnsHb Hecetca cTpemrnas. [lpeacepatens npaeneHns dayton-hudson corporation
NMOArOHSET CBOMX COTPYAHMKOB (hpason 13 kHurn «LLok 6yayuero» (FutureShock): «CkopocTb
— 3TO0 XW3Hb». KoMk CTuBeH PailT 3anevatfiel COBPEMEHHbIA PUTM >KU3HW B LUYTOYHOM
00bSBNEHMN O «MUKPOBO/THOBOM KaMUHe»: «Bbl MOXETe NPOBECTU Nepe/, HUM BECb BEYEp BCEro
38 BOCEMb MUHYT».

MHOIrMM NMIOAAM KaXKETCS, UTO CO BCEW 3TOM CKOPOCTbIO MUP COPBA/ICA C KaTylleK. Mbl
OTnpas/ifemM (Pakcbl, Korga Morim 6bl mocnatb NUCbMO. Mbl TOPOMMMCA YKe MO MPUBbIYKE.
KaxeTcsa, HaMm Ha camMOM fiefle CKOPO MOHaf00ATCA MUKPOBO/IHOBbIE KAMUHBI.

STO NOCTOSHHOE YCKOPeHWe He MOoAYMHSeTCs normke. Ho, TeM He MeHee, OHO SIBNSeTCA
HeoCnopnMbIM (hakTOM: MUP Pa3roHAeTCs BCe ObICTpee.

[uraiitecb 66ICTPO. MOTOM eLe bbicTpee.

CKaXunTe «BeYepoM», a CAenaiTe eLe yTpom

Korga Bam npeacTtouMT BhepBble MNPeAoOCTaBUTb  K/WEHTY KakKyk-HUOYyab  ycnyry,
nonpoobyiTe cnefyoLmin cnocob: cKaxnTe, UTo paboTa BydeT cAenaHa K Yacy fAHs, a Ha caMmoMm
[ene 3aKoOHUYUTE ee eLle K oAnMHHaauaTu. MocTynuTe Tak Xe U BO BTOPOW pas.

Tenepb Bbl co3gainm [Ana cebs onpefeneHHbln 3anac fosepusi. OH MOXeT Bam
NoHafo6uTLCA. M Bbl 6yaeTe 04eHb pajbl, YTO OH Y Bac ecTb.

CKaXXunTe: «BeYepOM», a CAeNainTe eLe yTpom.

HanomuHaHune camomy cebe

HeoxxnpaHHO MeHs oOceHuno. S CXBaTW/ICH 3a PYyY4Ky W 3anucasl Ha OKenToin
CaMOK/IEHOLLEACst GYMaXKKe MbIC/b, BbIpaXKatoLLyH FlaBHOE B MOeM GU3HECE:

«Kaxkablin ieHb Aenain CBOMX KNMEHTOB CYACTIMBLIMI.,

UTto-To 13 paspsga «nomMory cebe cam»: GaHa/lbHOe M 0uYeBMAHOE. MbIC/b HACTOMbKO
CaMOOY€EBMAHA, YTO 3TO MeHs cMyLaeT. Ho oHa paboTaerT.

OHa BMSieT Ha TO, KaK S TOBOPHD, Kak 3BYYMT MOW ronoc no tenedoHy (kak 6yarto s
YNbI6akCh), Ha TO, YTO A FOBOPHO, N HACKO/IbKO BHUMATENbHO A cnywak. OHa HanoMMHaEeT, Kak
MHE MOBEe3/10, YTO 3TOT YE/I0BEK, MO K/IMEHT, AOBEPUIICS MHE.

A 4TO NMPOMCXOAMT, KaK S FOBOPHO, CNYLLAKD M KaK 3BYYMT MOIA ronoc, Korga ata 3anvcka
TepsieTcs rae-To NoA rpyAoi 6ymar? Ecnm 4ecTHO, MO-Apyromy.

MosToMy COBETYKO BaMm cfenaTb Cebe Takoe ke OGaHalbHOe HanoMWMHaHMe: MOMOXKWUTE
TaKyHo 3anuCKy 1 yBallero TeneqoHa.

PyraiiTe nocnaHue, a He NOC/aHHUKA: caMblii NPOCTO cNoco6
YNy4YlNTb Ka4eCTBO PaboTbl areHToB

Knuddhopa MoxeT 3a MATHaALATb CEKYH/, YTOBOPUTb BaLLIMX AeTeli nocTynaTh B Menbckuii
yHUBepcuTET. Kyan MOXET 3aCTaBMTb 3aMONYaThb Lie/TyHo KOMHATY CTPacTHOM 3aluTol CBOero
MHEHWS No Bornpocy abopTtos. Ppep yoeann oAMHHaALATL CBOUX APY3el NOKYyNaTb PbiG0IOBHbIE
6necHbl Toprosoli Mapku Shad Lap.

W BOT 5 cnpawmBaio 06 3TUX TPex NKOAAX Y PYKOBOAMTENs GPOKEpPCKOW KOMMaHuM,
napTHepamu KOTOPOro OHW SBNSHOTCS.

— OHWN, AOMKHO ObITb, XOPOLLWE areHTbl?

— Hy, 10BOMbHO NPUNYHBIE.

— Kak Bbl cunTaeTe, X pabota J0CTaTOUHO 3PPEKTNBHA?

— Ha camom gene HeT. Ha Hawl B3rnsig, oHa morsa 6bl 6bITb ropasgo nyutue.

B uem xe npobnema?
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3a pegKuM UCKNoYeHUeM MpobiemMa 3ak/vaeTcs He B nNpojaBuax. Kak n 60/1bLIMHCTBY
nogen, Kmuddopgy, Jkyam n ®pepy nerko ygaercs ybeauTb Apyrux B TOM, BO YTO OHM
[elcTBMTeNbHO BepAT. CyLlecTBylOWaa y 3ToM KOMNaHUMM npobiema ¢ NpojakaMu Ha camoMm
fene ABNAeTcA NPo6/1eMOn MapKeTUHra: KOMMaHUM He yAanocb co3faTb WM OnpeaenvTb TO
OT/IMYMe, KOTOPOe npuaaeT 0cobyto yb6eaMTeNbHOCTb MPEA/IOKEHWNIO O Mpofaxe W faet
BO3MOXXHOCTb areHTaM yBepoBaTh B CBOM TOBap.

Korga ux HanpasnsaoT ybexaars odepefHoro nokynartens, Knuddopa, Dxyam n ®pes
3aBelOMO OKa3blBatoTCs B C/1a00M MOIOXKeHMUN. VIX pedb KaXXeTca pacrn/ibiB4aTon, el He xBaTaeT
y6eXXAeHHOCTU 1 yBepeHHOCTU. He yameuTensHo. Kntovom K 0600 ycnewHor npeseHTauum
ABNAETCA YeTKas ToUKa 3peHus. Ecin Bbl BepUTe B Hee, Bbl NOYTM HaBEPHAKA CyMeeTe YCMeLIHO
y6eanTh B Held OCTasTbHbIX.

ECTb 1 Takas YeTkas TOYKa 3PeHUN y BalMX areHTOoB? MOXET OblTb, Y KOro-T0 U3 HUX
OHa wumeetca. Ho ecnn dwmpma He cymena co3gaTb WAW ONPeLeiuTb CBOE OTANYME W
npevMyLlecTBa, KOTOpble [aeT 3TO OT/M4YMe NI0AAM, MOMb3YHOLWKUMCS ee  YCyramu,
OOMbLUMHCTBO areHToB He CMOryT 3(deKTUBHO MNpeLCcTaBifTb BalW  YCAyrn nepes
NOTPeOGUTENAMM NO OYEHb MPOCTOM MPUYMHE: Bbl CaMW He Jann UM TOr0, Ha YTO OHW MOT/N Obl
onepeTbCs.

UTo6bl yNyylumTb paboTy CBOMX MOCNAHLEB, Yy4lLUMTe NepeaaBaeMoe MK NocniaHme.

JInyHoe yyacTume

CKaxXuTe OW3HECMEHY CMIOBO «PWUCK», W OH YCMbIWWT — «deHbrn». KMHorga 3To
COOTBETCTBYET [eACTBUTENIbHOCTU. HO MHOrMe pasHOBWAHOCTM PUCKA, HA KOTOPbIA NOAN He
PeLLaroTCs, YNyckas 13-3a 3TOr0 3HaUYUTENIbHYHO BbIFOAY, HAYEro He CToAaT. OHKM KacarTcs He
[eHer, a INYHOro yyacTus.

Bo3bMem, K npumepy, [MPEKTOpa BbICOKOKIACCHOIO MpPeanpuatusa cjepbl YCayr.
Ob6cnyXunsaHue 1 cama npefaraemas yciyra — Bbllle BCAKUX MOXBas1, O4HAKO YMCNO MPOAaX
MOXHO Ha3BaTb «XOPOLMM», HO He Gonee. oyemy? MOTOMY 4YTO AMPEKTOP OTKa3blBaeTCA
pUCKOBaTb CaM, a MMEHHO /IMYHO 3aHMMaTbCA MPOAaXKeW CBOero Tosapa. bonblias rpynna
noTeHUMaNbHbIX MOTpebuTenein npueskaer U3 fpyroro ropofa. Onacascb pPUCKOBaTb CBOUM
NOCTOMHCTBOM Mepe He3HaKoOMLUaMK, AUPEKTOp «3ab0neBaeT» Kak pa3 B fAeHb MX Bu3uTa. B
[PYroi pa3 KTo-TO YNOMWHAeT Mpu 3TOM [AMPEKTOpPe MNepcrneKTMBHOrO noTpebuTens us ero
CO6CTBEHHOTO ropoja. Ho AMpeKTop Tak 1 He nepe3BaHBaeT 3TOMY MOTEHUMA/ILHOMY KIUEHTY.

leiin Wwnn pgana npekpacHyr WAMOCTPaUmMl0 TOMY, KaK MHOF0 MOXET MPUHECTY
4enioBeKY CrocO6HOCTb PUCKHYTb, B CBOel KHure «lMepsonpoxogupbl» {Pathfinders). LLnnn
Hayana CBOK paboTy C WCCMefoBaHMS NNYHOCTW JHOAEN, AO0BO/MbHBLIX CBOEN >XU3HbI. Ee
WNHTEPECOBA/IO, YTO XKe JaeT 3TUM NIOAAM Takoe OLLyUleHVe BHYTPEHHEN YA0BNEeTBOPEHHOCTY.
Ein yaanocb HaiTM He TaK YXX MHOFO OOLIMX 4YepT, 0ObEAMHAIOWMX «AOBOMbHbIX YKNU3HbHO»
NtOJeR, N OHOIN M3 HUX Oblia CNeaytoLas: BCEM 3TUM NIHOAAM MPULLIOCh B CBOEN XM3HU XOTb
pa3 MoWTY Ha HEBEPOSATHbIN PUCK.

Mpopaxa ycnyr BK/KOYAET 3/IEMEHT JIMYHOTO pUcKa. Bbl MOXeETe NokaszaTbCA C/ULLKOM
HaBA34MBbIM. BaMm MoryT oTkasaTb. (HeT, BaM 6yayT O0TKasblBaTb.) KTO-TO nepecTtaHeT O0TBeYaThb
Ha BaluM 3BOHKW. Bbl puckyeTe yinTu ¢ paboTbl pacCTpOeHHbIM. HO Bbiroga OT TakuxX YCUWK
3aCTaBMWT Bac CrpocUTL cebs: «oyemy A He Aenan aToro paHbLUe?»

MOWTK Ha pUCK He Bcerfa O03Ha4yaeT PUCKHYTb AeHbramu. VMHorga peybs nAeT UMEHHO O
JMYHOM YHacTuu.

MpyMKUTE NMYHOE YyacTve B CBOeM fene. He 6oiTecb pucKoBaTh.

MPUHLUNN CTONKHOBEHUS

B kHure Kyprta BoHHeryTa-mnagwero «faii Bam 60r 340poBbs, mucTep PosyoTtep»
(GodBlessYou,Mr.Rosewater) ecTb NpekpacHble COBETbI, NOME3Hble 414 N06Oro crneumanmcta
Nno MapKeTuHry. MucTep Po3yoTep-CTapLUmii, 0CO3HaB TOT (hakT, YTO Y ero CbiHa IMOTa HET HU
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MO3rOB, HM TaNnaHTa, HEOOXOAUMBIX A1 ycrexa B GU3Hece, fa eMy Nydlnii U3 BO3MOXHbIX B
3TOM C/lyvae COBETOB: «OMOT, OAHaXAbl 60MblIas CyMMa [eHer CMeHWUT CBOero BfafesbLa.
MocTapaics 0kasaTbCa y Hee Ha MyTu».

CoBseT muctepa Po3yoTepa MNoAcCKasasl MHe, 4YTO OTBETUTb OAAPEHHON XY[O0XHULE,
paboTatoLLleil B pekame, KOTopas MOMPOCW/Ia Y MeHs COBeTa MO MOBOAY CBOEN AabHeiiLueit
Kapbepbl. A ckazan eid: «pocto 6yap Ha BuAy. ocTapaics okasaTbCA Ha MyTUM HOBbIX
BO3MOXHOCTEM. [lail LuaHC Cny4yato CTOMKHYTLCS C TOOO0M».

3T0 OTHOCUTCA M K N060MYy npofasuy ycnyr. UTo 6bl Mbl HU FOBOPUAN O KayecTBe
yCnyru, no3vLMOHMPOBaHNW, WCCeLOBaHWSAX, HanpaB/eHHOCTV afpecHON paccblikn — 06
MCKYCCTBE M HayKe MapKeTWHra, MHOroe B TOM, CY)KAEHO /i1 BallemMy 6U3Hecy pa3BMBaTbCH,
3aBUCUT OT TOFO, C KEM PSAOM Bbl OKaKETECh OH@K/bI BO BpeMs noneta B Hbto-opk.

Jllon He XenatoT TPaTUTb Lefible AHW Ha MPUHATAE PELUEHNA. Y HUX Masio BPEMEHMU, a
KHUIX, MoJo6Hble «3arHaHHOMY amepukaHuy» (OverworkedAmerican) [xynbeTT LLop,
YTBEPXKAAIOT, YTO C KaXKAbIM FOA0M BPEMEHU Y HNUX OCTAeTCA BCe MeHbLue. [M03ToMy crnyyaeTca
Tak, YTO JIOAW BCTPEYaloT Bac, Bbl UM HPaBUTECH, U BCKOPE MOC/IE 3TOM0 OHW BaC HaHUMaAlOT.
[enatoT >Xe HeKOTopble M3 HAc MPeasioXKeHWst Nnocne nepeoro cBuaaHns. MHorme 6U3HeCMeHbI
MPUHMMAIOT PELLEHNA eLLe CTPEMUTESTbHEE.

ByabTe Ha BUAY. Bce paBHO rae. [aite WaHC cnyyato CTOIKHYTLCA C BaMu.

Bbl onucbiBaeTe npo6siemMy CBOEro npeanpusaTus rpynne COTPYAHWKOB. PUHAHCOBbLIN
PYKOBOAMTE/Ib FTOBOPUT, YTO BCA Mpob6neMa B OTCYTCTBUM CPefcTB. MeHempkep No nepcoHany
YTBEPXAET, YTO OCHOBHasA npobsiema B ntoaax. OThen nuccnefoBaHWi XanyeTcs Ha HeoCTaToK
nHopmaumn. A oTAen MapKeTUHra roBopuT, YTO HUKaKOK NpobieMbl HET BOBCE, HA0 TO/bKO
YABOUTbL OHOKET, OTBOAMMBIA HA MapPKETUHT YCYyT .

Ho ycuneHne n ynydileHne MapKeTUHra He ABNSeTCA 0TBETOM Ha Nto60i Bonpoc. Kak Obl
HM 6bIN XOpoLL MX MapKeTUHT, KomnaHna McDonald’s, Hanpymep, CKopee BCero 4aBHo cTasa obl
6aHKpPOTOM, HE MMeil OHa ONecTAlen cTpaTerMn B 061acTU HEABMKMMOCTWU. JTa cTpaTerus
CerofjHs NPUHOCUT 6O0MbLUYKD YacTb [0XOA0B W 8,8 munnvapfa A0N1apoB HeTTo-Kanutaia
McDonald’s. HecmoTpsi Ha 6/1ecTsLiMe peknamHble KamnaHuu, caenasline Ux TOproByro MapKy
NPakTUYeCK CUHOHUMOM «[0CTaBKM 3a OfHY HOYb», Federal Express HUKorga He obunacs obl
Taknx ycnexos 6e3 MCKYCHOro MaHeBpMPOBaHWSA W N066MPOBaHUS KOMMaHWUK, MPOBOAMMOrO
®pegom CmmnToM B BalumHrtoHe. A 6€3 MacTepCKoOro BrafeHns CUCTEMATUKOM M NOTUCTUKOM
NnofobHble peKnamHble KaMmnaHuu MornvM noryéutb, a He npocnasuTb Federal EXxpress.
MunnoHbl Noaen, NPUBEYEHHbIE PEKNaMHbIMU O0ObABIEHUSMI, 0O6HAPYXUAN Obl, YTO 3Ta
ycnyra abCcontoTHO He COOTBETCTBYET 3asB/IEHHOMY KauyecTBY. OHWM pacckasanm Obl 06 3TOM
CBOMM [PY3bAM, U penyTaums KomnaHum obi1a bl 6e3803BpaTHO NOry6seHa.

UTobbl A0OMTLCA BMEYaT/AOWMX YCNEXOB Ha PbIHKE YCMYr, BaM HYXHO, 4T0Obl BCe
cocTaBnstowme 6binn Ha Mecte. MapKeTUHI — 3TO TONbKO OAHA U3 Takux CoCTaBnstoLwmx. Ho
O4YeHb Becomas. BosbMem a5 npumepa American Express: B 1972 rogy Becb 0TAeN MapKeTUHra
American Express nerko nomectuncs 6bl noj HaBecOM aBTOOYCHOM OCTaHOBKM — Bcero 15
4e/IoBEK C rofoBbIM GHOKETOM B 4 MWUNAMOHA AonnapoB. CerofHs BCEX COTPYAHWKOB 3TOro
OTAena faxe TPYAHO coCUMTaTb, a OHOKET, OTBOAMMbINA TONLKO Ha peknamy, npesocxoamT 210
MW/TMOHOB [10/11aP0B.

N 3T fgeHbrn Obinyv noTpayeHbl ¢ TONKOM. OpraHu3oBaHHble peknamHbIM areHTCTBOM
Ogilvy amp; Mather kamnaHun «Mbl C BaMU 3HaKOMbI?» N «He BbIXoAuUTe 13 JOMa, He B3SIB ee C
Co60i» C 6/1eCKOM AOHEecCAn Ao NOoTpebuTens cneuuannsaumio, No3mumo 1M ctatyc American
Express »n NOAHANM KOMMaHUIO Ha Takue BbICOTbl Yycrexa, 4O KOTOpbIX el Hukorga Obl He
yAanocb fo6paTbCs TONLKO 3a cHeT 06bIYHOIO TOProBOro pocTa.

[0BONbHO GO/bLLUIOW pa3fen B 3TOM KHUre OTBEEH BXKHOCTW TOProBbIX Mapok. Eue natb
NeT TOMY Ha3af, B Heli He OblNo Obl Jake YNOMUHAHUA O TOProBbIX MapKax, MOTOMY 4YTO B TO
BPEMS A HAXOAM/ICSA NOA CU/IbHBbIM BreyaT/ieHneM OT CyXoB 06 Mx ynagke. OAHaKo ¢ Tex rnop
MMeN BO3MOXKHOCTb HabnodaTb, KaK [AeCcATKM KOMMaHwui cdepbl ycnyr nobexganm CBOUX
KOHKYPEHTOB, NPefoCTaB/ABLUMX ropa3fo 6onee KayeCTBeHHbIE YCyrun, 6e3 BCAKUX, Ka3aioCh
Obl, Ha TO MPUYNH, KPOME OAHOW — M3BECTHOCTM CBOEN TOProBOM MapKu.

CerofjHsi MHOIO roBOPAT 0 «KayecTBe 06C/y)KMBaHWA». HO 60/bLUas YacTb 3TOr0 Kayectsa
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OCTaeTcs Monpocty (BOT ONATb 3TO C/I0BO) HEBUAMMOMN ANA KAMeHTa. A C TOYKM 3pPeHWS
MapKeTWHTa, Ybs Lie/lb COCTOUT B MPUBNEYEHNN U COXPAHEHUWN K/IMEHTOB, YCnyra npeacTaBnseT
CO0Oli TOMBKO TO, YeM OHa ABNAETCA B BOCMPUATUM MOTEHUMaIbHOro noTpebutens. Moatomy
«yNnydllaiTe peasibHOCTb»: [06MBaNTeCh BO3pacTaHWA KayecTBa CBOeW YCNyru, HO HUKOrga He
3abblBainTe, UYTO 3TO KA4ecTBO AO/MKHO ObiTb TakuM, YTOObl KAMEHTbl UM MNOTEHUMaNbHbIE
noTpebuTeny MOrnv yBUaeThb ero.

Ecnn mbl, Hanpumvep, ABNSEMCS KNMEHTaMy Kakoro-imbo oTens, Mbl, pa3ymMeeTcs, BUAUM,
4YTO B Hallem HOMepe TMpPOBOAWUTCA KayeCTBeHHas Yyb6opka. HO 310 BhevaTneHue He
3a/lePXKMBAETCA B HaLlleli NaMaTy, NOTOMY YTO B HOMEPE W1 BMpaBAy HET HU e4MHOI0 NATHBILLKA,
M HaM K&XXEeTCH, YTO 3TO OTTOro, Yto (Kak MpekpacHo BbIpasun 370 Teodop J1eBUT) KadKAbli
npegveT O Hawero npuesga Obin 3aBepHYT B Oymary, a CueHbe TyaseTa XpaHWiocb B
CTEPW/bHOW ynakoBke. Mbl He BUAMM KayecTBa YOOPKW, Mbl BUAMM TONbKO €ro Nnpu3Haku,
KOTOpble FOBOPAT HaM O YMCTOTE KOMHaTbl. Hac mpuBiekaeT He KayecTBO 3TOW YCayru, a
MCKYCCTBO, C KOTOPbIM rOCTUHMLA NpeAnaraeT 3T0 Ka4ecTBO NMOKyNaTesto.

Bblbupass npeanpusaTe, OKasbiBalowlee HEeoOXOAMMbIE Ham  YCyru, Mbl 3a4acTyto
PYKOBOACTBYEMCS AVKMMW 1 abCOMOTHO MPOMN3BOMbHLIMU KPUTEPUSMUA. HUUEro noxoxero Ha
NOTUKY W MONCK pa3yMHOr0 COOTHOLLEHUA LieHbl 1 BbIrOfbl. OTO 03HAa4aeT, YTO Bbl HE MOXETe
HafesTbCs 3axBaTUTb PbIHOK TOMbKO 3a CYET CO3[4aHUA OOBEKTMBHO MNPEBOCXOAALLEN Mo
KayecTBy Yycnyrn c 6Goniee BbIFOAHOW A9 MOTpebuTens LeHoW. Ycrnex American EXpress
[0Ka3bIBaEeT, YTO [e/10 06CTOMT COBCEM MHAYe.

Ycnyr npefocTaBnatoTea MHOLbMUA U OPUEHTUPOBAHBI Ha Ntoei. X ycnex B0 MHOMOM
3aBUCMT OT YesIoBEYECKMX B3aVMOOTHOLLEHMIA. A NIOAM eCTb AN — 06ECKypaXmBatoLLme,
HenpefcKasyeMble, KaXAbli CO CBOMM XapakKTepoM, 4acTO HEeforMYHble, a BPeMs OT BPEMEHU
MpocTo cxofgdwme ¢ yma. HO B MX MNOBEAEHMM MOXKHO 3aMeTWUTb OMNpeAeNeHHbIe
3aKOHOMepHOCTU. Yem 60/1bLUe TaKUX 3aKOHOMEPHOCTEN BaM YAacTCs YNI0BUTb U YeM JiyuLle Bbl
HayuMTecb MOHMMaTb NOAel, TeM GO/bLUEro ycrnexa BaM yfacTcs AOCTUrHYTb. W 3Ta KHura
Oblna HanucaHa ¢ HafeX a0 UMEHHO Ha TakoW pesybTar.

PeKOMeHﬂ,yeMaﬂ nnTepartypa Aasda 1ex, Kto 3aHNMMaeTCA MapKETUHIOM
ycnyr

IMOCKO/IbKY OCHOBHbIE MApPKETWHIOBbIE CPaXXEHUSI PasbIrPbIBAOTCA He Ha PbIHKE Kak
TaKOBOM, a B CO3HaHUW MOTEHLMaNbHbIX NOTPEOUTENEN, ANt TOr0, YTOBbI NOHATb, KaK BbIFOAHEEe
npojasaTb CBOM TOBap M CTUMY/NMPOBATb €ro CObIT, BECbMa NOME3HO UMETb MpeLCcTaB/eHne 0
TOM, KaK /1041 MbIC/IAT Y NPUHUMAOT PeLLeHus.

Bbl MOXeTe yBMAETb, UTO A Aenan onpefefieHHbIA akKLeHT Ha 3TOM Ha NPOTSXXEHUN BCeW
KHUTW. VIHTepec K MbICIMTE/IbHOMY MPOLECCY BO3HWK Y MeHs Mocne TOro, Kak s VMes
BO3MOXXHOCTb HabNtoAaTb HENPOCTOW MPOLECC NIaHUPOBAHWUSA MapKETUHIa B [ABYX PasIMyYHbIX
KOoMMNaHusX. To, YTo A yBMAEN, yoeamnno MeHs, YTo «COBMECTHbIE YCUINA» — 3TO MU(: ABa yMa,
BO3MOXXHO, M flydLLe, YeM OAWH, HO ABeHaALaTb — 3aBeJOMO XYXKe.

Mocne atoro A obpatunca K kHure MNutepa CeHre «[Atas avcunnauHa» (Peter Senge,
TheFifthDiscipline), 4To6bl Nny4lle NOHSATL 3aKOHbI CUCTEMHOIO MbILUMIEHNS. A PEKOMEHAYHO W
BaM NpounTaTb 3Ty KHUTY, XOTA OHa W [OBOJIbHO TSHXena A/fd BOCNpUATMA. A Takxke
pekomeHay KHury Kuxaka Apamseca <«KM3HeHHble UMKAblI Kopriopauui» (Ichak Adize,
CorporateLifeCycles). OHa nNOMOXeT BaM [MOHATb, KakWe MbIC/IUTE/IbHbIE TeHAEeHUMM
npeo6nafatoT B CO3HAHWM NIOLEN Ha pa3HbIX 3Tanax CyLleCTBOBAHNA KOMMaHWN.

CyLWecTBYHOT TbICAYM KHWUI O CO3HAHUM W NaMATU YenoBeKa, HO [aXe BbICOKME
pe3y/nbTaTbl Ha BbIMYCKHOM 3K3aMeHe Mo MCUX00rMn He AatoT MHe J0CTaTOYHbIX NpaB Ha To,
4yTOObl CAenaTb KBaMPUUMPOBAHHbLIA BbI6OP. MHE MYHO MNOMOMIN  KHUMKM  «J10BYLLKM
NPUHATBIX peLueHnii» K. 3aapaa Pycco u Mona K. X. LWymeiikepa (J. Edward Russo and J.
H. Shoemaker, DecisionTraps), «BnusHue» Pobepta Ynangnuu (Robert Cialdiny, Influence) un
«Kak Mbl y3Haem, 4TO BCce He Tak» Tomaca [wmnosuya (Thomas Gilovich,
HowWeKnow,Whatlsn'tSo). Hu ofHa W3 3TUX KHUT He TpebyeT [OKTOPCKOW CTEneHU Mo
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MCUXO0NOrNK, YTOBLI MOHATb €e, U BCe TPWU JIMLLHWIA pa3 HanOMHWAM MHe, YTO BO MHOIUX
YKM3HEHHbIX CUTYaLMAX «/10MMKa HY COBEPLUEHHO HU NPU Yem>,

MHe npuLLIoC MHOTO IeT paboTaTb BMECTE C XYAOXKHUKAMU HaL CO3LaHNEM PeKNaMHbIX
06bSABNEHNI, [OBEPSAACH /Wb CBOEN MHTYMUMW. TOrga Ham KasaioCb, YTO M B OTHOLLUEHWUU
MoJer UHTYULMN BNOJIHE JOCTATOYHO, HO 3TO He Tak. K TOMYy >Xe Mbl CK/IOHHbI MpuaaBaTb
CMOBY «UHTYMUWA» HenpaBWIbHOE 3HayeHWe. Mbl nogpasymeBaeM, YTO WMHTYWUMA — 3TO
WNHCTUHKTUBHOE NN JaXe IKCTPaceHCOopHOe 3HaHMe. HO MOW MHTYUTUBHbIE AOragKu, HanpyumMep
0 BWHOBHOCTM O. K. CMMNCOHA, OCHOBbLIBAKOTCA Ha BMEYaT/IEHUAX O JIOAAX, paHee
MPU3HAHHbLIX BUHOBHBIMW B U30VEHNN CBOWX XEH, MHEHUN O TOM, HaCKO/IbKO MOXHO [LOBEpATb
CyfebHbIM [OKas3aTeNnbCTBaM, W BreYaT/ieHU 0T caMoro MoACcyAMMOro. VIHbIMK crioBaMu, OHU
BK/IHOYAIOT [OBO/IbHO 60/bLLIOIN 06beM UHOPMaLMK. Mos MHTYULMA, KaK U MHTYULKS N06oro
Lpyroro 4esioBeka, OCHOBbIBAETCA Ha WH(OPMaLMN N OMbITe, Ha MPeaBapUTESIbHbIX AaHHbIX.
COOTBETCTBEHHO, Halla MHTYMUWSA paboTaeT TeM fiydlle, Yem 60/bLue MOe3HON MH(opMaLmm
OyfgemM Mbl UMETb O APYruUX MOASAX, BK/KOYaA 3HaHMS O TOM, KakvMM 06pa3oM OHW MbIC/IST W
NPUHUMAIOT peLleHuns.

B KHWKHOM MarasuHe, NpuM4em He B OTAeNe NCUXON0TUN, MOXKHO HaNTW HECKO/IbKO KHUT,
KacatoLLMXCA OTAeNbHbIX TpeboBaHWM, NPeabsaBiseMblX K MapKeTUHIYy ycnyr. [pykeH Kap/-30H
npeactaBnsetT «MomeHTbl UCTUHbI» (Jan Carlzon, MomentsofThuth), naes KoTopbix 65113Ka K
3aTPOHYTOMY MHOM BOMPOCY O «TOYKax KOHTakTa». «['paHW ycnyr» PoHanbga 3emke (Ronald
Zemke, TheServiceEdge) npMBOAAT COTHWN MPUMEPOB 3aMeyaTe/lbHbIX KOMMaHWiA cdepbl YCnyr n
PEKOMEHAYIOT ymTaTeto 06paTUTb 0C060e BHUMaHWE Ha OMpoChbl U BbIC/YLIMBaHNE MHEHWIA
notpe6uteneni. KHnurm Toma Metepca (ToT Peters) Takke M306MNYHOT NpumepaMn U OKaszaiu
OrPOMHOE BNMSHWE Ha NpeACTaBNeHNne MHOTMX NoAel OTHOCUTENBHO cdhepbl yeayr. Hanpuwep,
KTO-TO peLUaeT, YTO HYXXHO ObITb «6/MKe K NOKYNaTesito», U 3T TPU CNOBa, 3BYyYallie Y Hero B
MO3ry, npuHagnexar Tomy lleTepcy.

KHurm  Pemkuca  MakkeHbl — «llpukocHoBeHne  Pempxuca»  (Regis  McKenna,
TheRegisTouch) n Nona XoykeHa «PocT npeanpusatua» (Paul Hawken, GrowingaBusiness)
COflepXKaT O4YeHb MOMe3Hble AMCKYCCUKM, KacarolMecs BaXKHOCTM B3aMMOOTHOLUEHWIA Ans
YCMELIHOro MapKeTuHra.

OfHako B 0Tfese, MOCBALLEHHOM UMEHHO MapKETUHTY B Clhepe yCnyr, NonKu 6yayT noytu
nycTbiIMW. Bbl HalileTe Ha HWX pa3Be YTO KHWUIW, HasbiBatolmecs «Kak NpPoBECTM MapKeTUHI
Ballen ycnyru», OONbLUMHCTBO W3  KOTOPbIX MNPeACTaBNAT  co60iM  nocobus  ans
KOHCYNbTaHTOB-OAMHOYEK W YaCTHbIX MpeanpuHMMaTesnieil n cofepykaT COBETbl «MneyaTaTb
MHOPMaLMIO O CBOE (prpMe B XypHanax, ycTpavBaTb Mpe3eHTauuun, BCTYNUTb B MECTHYHO
TOProBsyto nanarty». Bce 310, 6e3yCc/I0BHO, MOSE3HbIE COBETHLI, OAHAKO IOAAM, /19 KOTOPbIX 3Ta
NHDOPMALMSA OK&XKETCA HOBOW W HYXXHOW, BO3MOXHO, BOOOLLE He CnefoBasio 6bl OTKPbIBATb
CBOE [Jieno.

Ckopee Bcero, Havbonee M3BECTHbIM W LUMPOKO pPacrpoCTPaHeHHbIM MOCo6MeM Mo
MapKeTUHTY ycnyr asndetca «[lpoBefeHne MapkKeTuHra ycnyr» JleoHapga beppy n A.
MapacypamaHa (Leonard Berry and A. Parasuraman, MarketingServices). Cuna 3TOlN KHUTK
3aK/Il0YaeTCs B ee MepBOil YacTu, KOTOpas YTBEPXKAAeT, YTo 0c060e BHMMaHWe B MapKeTUHre
YCNYT AO/HKHO YAENATLCA CaMOI YCNyre, YTO COOTBETCTBYET AeCTBUTE/ILHOCTY.

B o6nactv peknambl 1 cBS3ell C OOLLECTBEHHOCTbIO A PEKOMEHAYH «ONIEMEHTbI CTUNSA»
CtpaHka n Yainta (Strunk and White, ElementsofStyle) n kHury Yunbsma 3uHccepa «Kak
npasunbHO nucatb» (William Zinsser, OnWritingWelt). A Takxe xoten 6bl MOpeKOMeHL0BaTb
Bam KHury [assumga OrunBun «OTKpoBeHWA peknamHoro areHta» (David  Ogilvy,
ConfessionsofanAdvertisingMan), KoTopas HaCTO/IbKO UHTEPECHA, YTO TPUALATL NATbL JIET TOMY
Hasaf, MO MaTb NPoYMTaNa ee NPOCTO Paau YA0BO/LCTBUSA.

Ho HW ofiHa M3 pPeKOMeHOBaHHbIX MHOK KHUT He MOMOXET BaM Mpuaymarb Ha3BaHWe,
CTO/Ib XXe OpuUruHanbHoe, Kak y Namelab, AeBusbl, CTOMb XXe 3P(eKTUBHbIE, KaK «Mbl —
BTOPOV HOMeEpP, MO3TOMY Ham BadKHee BaM YrofAuTb», WX PbIHOYHbIE KOHLEMUUW, CTOMb XKE
reHvasibHble, Kak CBOOOAHO obpallatoLmecs Aeno3nTHble CepTUUKaTbl. H CBATO BEPHO B TO,
YTO CaMbIM LIEHHbIM KayeCTBOM [/151 YCMELIHOr0 MapKeTUHIa ABMISIETCA BOOOPaKEHNE, BO3MOXXHO
NMoTOMY, YTO BOOOpaXKeHMEe BCTPeYaeTcs [0BOSIbHO PeAKO M emy, CKopee BCEro, HeBO3MOXXHO
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HayumnTbCA.

B oTHOLLEHMM NO3ULMOHMPOBaHMS BeccrnopHas Knaccnka — «IMo3numMoHmMpoBaHmne» Pavca
n TpayTta (Ries and Trout, Positioning). EAVMHCTBEHHbIM HE3HAUYUTENbHLIM HEAOCTaTKOM 3TOM
KHUTM (HW OflHa KHWra He MOXET OXBaTWUTb Cpasy BCE) ABMSETCH TOT (PaKT, 4To, NOAYepKMBas
BaKHOCTb 3aKOHOB Ye/I0BEYECKOrO MbIL/IEHWS, aBTOPbI B TO XK€ BPeMS UTHOPUPYIOT O6LLMPHbIE
NCCNefoBaHNsA, Kacatolwmecs B/IMSAHUA CBEXECTU W APKOCTU MONYy4aemMon MHgopMaumm Ha
YesloBEYECKOe BOCMpUATUE. Paile 1 TpayT YTBEPXAAlT, YTO MO3ULMOHMPOBaHWE He OYeHb
3aBMCUT OT 1CNO/b3yeMblX 06pa3oB 1 c/loB. CKaablBaeTCs BreyaT/IeHNe, YTO OHU CYATAIOT, YTO
rpamoTHOE MO3ULMOHUPYIOLLEe ONpefeieHne MOXET cpasy e 6biTb UCMOo/b30BaHO B Ka4ecTBe
3arosioBKa CtaTby WM TeMbl PEKNAMHOIO 00bABMEHNSA. LIMHMKM MOTyT 3amMeTuTb, YTO Paite u
TpayT CK/IOHHbI HEeoOLeHUBaTb BaXHOCTb C/IOB M 06pa3oB M TBOPYECKOrO Hayana BOOOLLE,
NMOTOMY 4TO TBOPYECKas COCTaBsAlOLWas SBAAeTCA cnabbiM MeCTOM B [eATeNIbHOCTU UX
PEKNIAMHOr0 areHTcTBa. MOXeT 6bITb, 3TO M Tak. HO, NamATyd O BblLLECKA3aHHOM, A BCE K&
COBETYIO BaM MPOYUTATb UX KHUTY. OUYeHb XOPOLUYKO KHUTY, CMED 3aMeTUTb.

Mo Bonpocy NOArOTOBKWU Mpe3eHTauMii 8 peKomeHAyto kHury boba BolinaHa «4YTo Bbl
X0TUTe cKaszaTb?» (Bob Boylan, What'sYourPoint?) n Bce, UTo Bam yaacTcs HalWTu u3 PoHa
Xothtpa (Ron Hoff). Ho B nepByt ouyepedb A COBETYHO BaM MOCETUTb MpPe3eHTaLMIo,
NPOBOAMMYIO MOWMM ObIBLLUMM Ha4yaSlbHUKOM [MKOM BuibCoOHOM. HekoTopble BeLy HEBO3MOXXHO
0OBACHUTL, UX MOXHO TONbKO YyBUAETb. K paspsgy Takux Belleli OTHOCUTCS U Mpe3eHTauus
[vka BunbcoHa.

CBOK [/1aBHYIHO PEKOMEHZAUMI0 MO0 MApPKETUHTY BOOOLLE W MApKETUHTY YCyr, B
4aCTHOCTW, S OCTaBWN Hanocnegok: Teogop J1eBuTT, «MapKeTuUHI 1 BoobpaxeHue» (Theodore
Levitt, TheMarketinglmagination), ocobeHHO rnasbl NaTas v wecTtas. KHura JleBuTtTa Okasana
OrPOMHOE B/IMSHUE Ha TO, YTO 5 U3/I0XKWU/T B pasfeniax, NOCBALWEHHbIX OTpuLaTe/ibHOMy 6anaHcy
B3aVIMOOTHOLLIEHWIA N BXKHOCTW BUAMMbIX CMMBOJIOB BaLLel YCyru.

KOHeUHO >xe, rnaBHbIM YC/I0BMEM Ycrnexa SBASETCA OMbIT, HO NPOYTEHME KHUM O YY>KOM
OnbITe 3aHMMaeT [AOCTOMHOe BTOpPOe MecTo. OnacHOCTb 06Y4YeHMsi TONbKO Ha CO6CTBEHHOM
OnbITe 3ak/loyaeTcd B TOM, YTO C/IMLIKOM 4acTO Mbl [efiaeM BbIBOAbI Ha OCHOBaHUW
HeA0CTaTOUYHOWN MHOPMaLMN — CIULLKOM 06LLUME BbIBOAbI U3 CMMLLIKOM YacTHbIX NPUYMH. Mbl
TaKXXe CK/IOHHbI MPUMUCIBATbL YCMeX Halleid KOMMaHWW BCel MpeaLIecTBYOLWe 3TOMY ycnexy
paboTe — 06bl4Has owmnbka «Post hoc ergo prompter hoc» (pa3 3TO C/Ay4niocb Mocne
OnpeAeneHHOro cobbITUA, 3HAYUT SBNSETCA ero CrneacTevem). VI noaTomy Mbl NPOLO/MHKAEM
NOBTOPSATL AECTBUSA, KOTOPbIE MPUUMNHSAIOT BPe[ Hallemy aeny.

B «JloByliKax MNPUHATLIX pelleHuii» Pycco n LLymelikep pacckasbiBatoT 3abaBHYHO
NCTOPUIO O YeNIOBEKE, KOTOPbIV 0OBACHSET, KaK OH BbIMrpas B 10Tepeto. ITOT Ye0BeK BbiOpan
HOMep, OKaHumBaroLWMiAcs Ha 48. OH ckasas, yYTo Obln abCOMOTHO YBEPEH, YTO BbIUTPbILLHBIA
Homep OyfeT 3aKaHuMBaTbCA Ha 48, NOTOMY UYTO B TeYeHWE CeMu AHel nepes NoKynkor buneta
OH npocbInascs, gymas o0 ungpe «ceMb». «A CeMb pa3 Nno ceMb 6YAeT COPOK BOCEMb, — CKasa
OH. — [103TOMY, ECTECTBEHHO, A1 BblOpas 48!»

Bce ntogn BpeMsi OT BpeMeHW MOCTYNaKT TaK XKe, Kak 3TOT 4enoseK. Mbl 06MaHbIBaeM
camu cebs. Mbl CBA3bIBaEM CBOM YCMeXu W Heyfauu ¢ MpuyMHamuy, KOTOpble He OKasain Ha
pe3ynbTaT MOYTU HWUKAKOro BAUSHWUA. B MapKeTUHre, Hanpumep, Mbl 4acTO CUUTaeM, 4TO
Bbl6paHHas HaMW TaKTMKa HeyAayHa, NPOCTO NMOTOMY, YTO OHa He Jana 0XXMAAeMoro pesynbTara.
oAbl cnycTa Mbl C YAUBNEHWEM 0OHapYXXMBaeM, YTO 3Ta TaKTUKa NoAeiicTBoBasa, NPoCTo OHa
[eicTBOBaa MeA/IeHHO M KPY)XKHbIMU NYTAMM.

MoaToMy MO COBET /tOOOMY, KTO 3aHUMaeTCsd MapKETUHIOM B YC/NOBMSIX HOBOWA
9KOHOMMKW: Hay4mTecb BCEMY, YeMy TO/IbKO MOXXHO, Ha OCHOBaHUW CBOEro OrbiTa U OnbiTa
ApYrux ntogen. A aTu KHAMM NOMOryT Bam B 3TOM.

Mow 61arogapHoCcTU

«HanucaHve KHUIM Noxoxe Ha poXxaeHve pebeHka, — nuweT [xeimc CailMoH KyHeH B
MPeAnCNOBUMN K CBOEI KHUTE ,,3eMNSHUYHOE 3asB/IeHMe", — 1 TOT, WU APYroii NpoLecc NpuHoOCAT
B MMP YTO-TO HOBOe, U C 060OMMU He ObepeLlbCs X10NoT». HanucaHne 3aTo KHUMM Ha camoMm
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[iene 0Ka3aiocb Nof06HO POXKAEHUIO pebeHKa, HO Kyda npusaTHee, YyeM onucan 310 KyHeH: Kak v
MOM [eTU, 3Ta KHUra KaXkeTca MHe YyaoM.

Moatomy s 6narogapto moero apyra Knudpa puHa, KOTOpbIA, He Befas TOro, CTa
«BWHOBHUKOM» HarucaHuio 3TOW KHWUIW, YrOBOPUB MEHSI BbICTYNMUTL Mepes KOMWUCCUEN MO
CTpaTernyeckoMy njaHnMposaHnio komnaHuy Temple Israel B MuHHeanonuce;

moto nogpyry Coto Kponuk, KoTopas Ciy4qaiHO MepeBepHy/a CTpaHuLy, Ha KOTOPOR S
Hanucan ein AAMHHYI0 3anucKy, OBGHapyXuna Ha 06paTHO CTOpPOHe Oymaru TEeKCT peuu,
npomnsHeceHHoi B Temple Israel (3 sakoHOMWUN BGymary, UCNoMb3ys 06e CTOPOHbI), U HacTOsAMA Ha
TOM, YTO 3TO [JO/DKHO 6bITb OMYy6/IMKOBAHO;

pefaktopa [pked HoBaka, KOTOpbIA, MOc/e YMenoro peaakTupoBaHust ee ONJIMCOH
Kamnb6esnn, Haneyatan MO peyb 1 MOCNefyHoLLMe CTaTbM B CBOEM XXYPHae;

NNTEPaTYpPHOro areHTa 3JpvKa BpymaHa, KOTOpbIA OAHaXAbl BEYEPOM HATKHYNCA Ha
CTaTblO B XYypHasie [Kes, peLunsi, 4To 3TO MOXET CTaTb Ha4yasloM XOPOLUE KHUTK, U MO3BOHW/
MHe C NpenoXeHeM «CKOMMUANPOBATbL 3TO BCE BOELUHO.

Mos KHura He cMor/ia 6bl NoABUTLCA 6e3 SprKa 1 ero pasHoobpasHbIX TallaHTOB;

nsgatens Mena [Mapkepa n3 Warner Books, KOTOpbIA cornacunca ¢ Tem, 4To U3
MOKa3aHHOW eMy CTaTbWM MOXHO CfeNfaTb KHUTY, U MPUIOXKUA BCE YCUNUA K TOMY, YTOObI 3TO
Npou30LLNO;

[xoHaTtoHa Jlasupa, Capy HenbcoH XaHTep, Cbio3v MoHKyp u [eHuca Kacca K3
areHTcTBa Lazear Agency, KOTOpble OKa3a/in MHe BbICOKOK/IACCHbIe YCNyru;

aHrenos-xpaHutenein ns Warner Books: LLIspoH KpaccHu, 4bs Tennas ynbibka no3sonsna
MHe 4yBCTBOBaTb Ce6A Kak [oMa B UX Oo(uce BbICOKO Haf ABEHIO-AMepUK, a Takxe [KMMMU
®paHko 1 Dxeddpn Taiica, KOTOpble NOBCIOLY PaCcCKa3blBa/IN O MOEIA KHUTE;

MOMX 3aMeyaTefibHbIX yunTenen: Xappuet 3BeHCOH, dppona Aoka, Ixeiimca POGUHCOHa,
PoHa Pebxonbua, Ossuaa KeHHean, Ywunbsama Knebwa, [asuga lMottepa, MopgoHa PaiiTa,
Pob6epTa XopHa 1 Mona Po6brnHcoHa. A Hagekchb, YTO MOUM AETAM NOBE3ET He MEHbLLIE;

APYrUX MOUX BENMKUX yumTeneld: [pkoHa Makdwu, MuTepa [pakepa, Yunbsama 3nHccepa,
3. b. Yaiita, Teogopa JleBuTTa, [pkoHa TunnmaHa, Kypta BoHHeryTa-mnaguwero, xeddpu
Mypa, Mutepa CeHre u Teogopa lelicens, KOTopble HayuuM MeHs NUcaTb U U3MEHUIN MOU
B3rN1A4bl Ha XXW3Hb;

coTpyaHuKoB CTeH(opAcKoro yHusepcuTeta Havana 1970-x rogosB (0CO6eHHO ero
BE/IMKOAYLLHOW NPUEMHON KOMUCCUK), KOTOPbIE M3MEHWIA MO YKN3Hb;

MOWX Apy3eit: YaiiHa n Mapu JaHkepT, dnegrepuca n IxeliH Manareopruny, PaHam Buka,
Marrn n Kapna Bebep, Ctnea KannaHa, Toma Kynepa, 'apu 1 Kpuc KosH, parra n Tpeit-cun
KyHu, Hukn Kymaca, Kapna JlapcoHa, Katn MagucoH, Oxoiic SrHbto, Katn bappett, Ctmsa
LLIenxammepa 1 Katn dunnunc, KoTopble NOAAEPXKMBAIN MEHA U AOCTaBNANN MHE PafoCTb;

MO BTOPYIO CeMblo: xyau un xoana Yatxonn, bapbapy BunbcoH n [IkoHa J1ammepca,
Boba BunbcoHa, XeneH BunbcoH u [KeliH X3HHaH, NOTOMY YTO TOMY, KTO C YA0BO/IbCTBUEM
NPOBOAMT BPEMSI CO CBOMMM POACTBEHHMKAMMN CO CTOPOHbI XXEHbI, JeACTBUTE/IbHO NOBE3NO;

MOIO CeMbO: MaTb Inmc, cectpy bekkn n ee Myxa kuma MNayanna, a Takxe opara
[asnaa Melicu-bekynta n ero xeHy CuHAW, KOTOpble Kpuyanu «ypal», cMesnncb, nobuam
MEeHS, NPOSABNANN TepreHne 1 B Npugady rotosuan egy, 0T KOTOpoii 3apbigan 6bl cam [xeiMc
beapy;

momx repoeB: KnaiiBa [ssuca, goctonouTeHHoro [keimca M. bepHca u a-pa appu
Bekyunta-mnagLlero;

MOMX 3ameyatenibHbIX Mappu, Yunna, Koyna n Kynepa

1 MO XeHy CbrozaH. KHUTY nucan i, HO Bce camMoe TPYAHOe BbIMasio Ha ee [O/0: e
NPUXOANNOCH AaBaTb MHE COBETbI, YCNOKaMBaTb 1 NOALEPXKMBATb MEHSI Ha 3TOM MyTuW. B cBOeM
YXM3HN MHE MOCYaCT/IMBUNOCL BCTPETUTL YeTbipe MpeKpacHbIX obpasua Ans nogpaxaHusi, Ha
MOIO [O/H0 BbINaN0 HEMaso CYaCT/IMBbIX MrHOBEHMI. Cblo3aH OTHOCUTCA K MepBbIM U Oblna
BUHOBHULE HEMAIOW YaCTy BTOPbIX, U i GECKOHEYHO 61arofapeH 1 ei, 1 cyab6e.



