BCTynmreAbHOE CAOBO.
[lovyemy a He AODALO
CKMAKM U KOK C STUM OblITb

Na UMwmnHeukas — co3gaTtenb YHUKaNbHON
TEXHOJIOTUU CUCTEMHOTO NPOABUXKEHNS,
aBsTop 13 KHUT 0 NPOABUXEHUU U pekNiame,
urpatowmin busHec-TpeHep

[loporue ynTaTesu, nepe/; BAMU 1iepBasi KHUTA, HalTMCaHHAs
MHOIO B coaBTOpCTBe. [ IprieM coaBTOPOB cpa3y HECKOJIBKO —
9TO MOU YUYEHUKU U KOJIJIETHU:

Outbra YapsgaHoBa;
JIopmuia Casuna;
Maprapura OcmaeBa;
Auena Ilankosa;
Anacracug [lcapésa;
Enena I'aGerosa;
Tarpana MiBanoBa;

Pawnca Canantuii- Kapmumnckas;

YV ¥V ¥V ¥V VY ¥V V VY VY

Buxropus CkupHeBckasi.

Mowu coaBTOPBI — KOHCYJIBTAHTBI, KOTOPBIE THUIIYT I1PO-
rpaMMbl CUCTEMHOTO IIPOJIBUKEHIS JIJIsl Pa3HbIX OM3HECOB
1o Moelt TexHosoruu. ViMm monpaBuiach ujes HalmmcaTh co-
BMECTHO KHUTY TIPO HATIOJITHEHUE TTeHBI IIEHHOCTBIO — /10 CUX



6 | 17 cnocobos npoAaBaTh O€3 CKMAOK

1Op 9Ta TeMa MOJHUMAIACh TOJHKO HA MOMX BeOMHAPAX
1 B 0(JIaliHOBBIX MacTep-KIaccax, MPOXOauaa KpacHOM
HUTBIO Yyepe3 Bce MOM BBICTYIIeHus: HaunHasg ¢ 2016 roma.
B pesyabrare y Hac mosyuynsiach He IIPOCTO KHUTA, a, KaK
00BIYHO Y MEeHSI, TPAKTUYECKOe MocoOue TSt TIONCKa UIel.
Nudopmanuio o Kaxk10M coaBTOPE Bbl MOXKETE YBUIETh
nepes Ir1aBoOi, KOTOpPYIo OH Hamucasl. Eciau nepes riaBoit
He yKa3aH aBTop, TO ee Halucasa s caMa.

S1 BBIpaKalo UCKPEHHIO GJIATOAaPHOCTD KakKIOMY MOEMY
COaBTOPY — 32 JIOOOBD K TIPOJIBUIKEHUIO ¥ 32 JKeJaHUe yJa-
CTBOBATb B CO3/[aHNUN 9TON KHUTH.

1 He 0610 CKUIKY KaK MAPKETUHIOBBII MHCTPYMEHT ITPHU-
BJIeUEeHU KAUeHToB. S odyenp He o060 ckuaku. [Toato-
My COBETYIO HUCIIOJb30BaTh UX M JIeJIal0 9TO camMa He TOr/a,
KOTJla UX MOKHO C/IeJIaTh, @ JIMIIb TOT/Q, KOT/la UX Helb3s
He coenamn.

Y Mmens Bcerma ObLT0 Keranme pazodpaTbes, Kak MOK-
HO GOPOTHCS € TAaKOW TITOH HpeAIpUHIMAaTe el K 9TOMY
HHCTPYMEHTY CTUMYJUPOBAHUS cOBITA — HACTOJBKO JKe
MIPUMUTHUBHOMY, HACKOJIBKO U pacrpocTpaHeHHomy. B Moeit
TPUALATHJIETHEN peKJIaMHO-MapKeTUHTOBOW ITpaKTUKe
6bIBaIO, YTO, HAUMHAST Pa3bUPaThCs B 3alIPOCe 3aKa3dMKa
Ha IIPOrpaMMy [POJBUKEHUS, S UHTEepecoBaIach, Kakue
WHCTPYMEHTBI ¥ U/leW TPOJBUKEHUS OH Peajn30Bas 3a
nocaeanuii rog. VM yacro nosydana oAuH OTBeT: CKUAKH!
A Korja g crpammBada o Ipyrux HHCTPyMeHTaX, 3aKa3unK
VIMBJICHHO BCKU/IBIBAJI OpOBB: « Pazse ObIBaeT 4To-TO ere?»

Pasmbiiinisist 06 9ToM 1edaibHOM (heHOMeHe JTI0OBU IIPEIIpHu-
HUMaTesell K CKUJIKaM, s IIPUIILJIA K OJHON BaXKHON MbICJIH.
He ObiBaet goporo u He ObiBaeT qenieBo. boiBaer neno-
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HSATHO, IOYEeMY 3TO CTOJIbKO CTOUT. Ec/u JII0/111 TOHNMAIOT,
OTKy/la y Balllell IeHbl paCTyT HOTH, €CJIU IieHa BOCIIPUHUMA-
eTCs1 KaK a/IeKBaTHAsI IEHHOCTH MTPOYKTA U1t TOTPeOUTEIS,
TO €€ CYMTAIOT CIPABE/JINBON U HE 00CYIKAAIOT.

3HAUNT, ecJIM KJIUEHTHI 3a/1a10T BOTpochl: «[louemy Tax j10-
poro?», «Ilouemy Tax memeBo?» 1 «A CKUIKA y BaC €CTh?» —
9TO MMEHHO Baima HegopaboTka! Eciin ke HAMOMHUTD 1IEHY
LIEHHOCTBIO, TO MOKHO M30aBUTHCS OT IBYX U3 HTUX BOIIPO-
COB — TIEPBOTO U TpeThero. M cribHO 061erYnTh JKU3Hb TIPO-
JIaBIIaM Ballero mpojykra. Vi Bam, ecyin Bbl caMu TIPO/IABEIL.

Cpasy xouy TpeayIpeanTb, 4TO HAIIOJTHEHNE T[eHbI 1eHHO-
CThI0 — 3TO paboTa JoJirast, UMUKeBast, Py TallMOHHasL.
[TosTOMY He CTOUT pacCcunThIBATh Ha ObICTPHIL adekT. Jlo-
JISIM HAJ10 IaTh BPeMsI ITPUBBIKHY T 1 TOBEPUTh. V1 IPOBEPUTD.

[Tocaie Toro kak Bbl IOHAJM, ¥MO HA/O /leJ1aTh, CPa3y ke
BCTaET CJIEYIONINI BOIIPOC: KaK 3TO J1e1aTh?

Ha Bomipoc xax? y menst 17 orBeToB. O3HAKOMUBIIUCH C 9TUM
YeK-JIUCTOM TTOOJMIKE, BBl 00sI3aTeIbHO HA/IETE B HEM TO,
4TO yiKe npaktukyere. Ho u 4To-to HOBOE 00513aTENBHO
y3HaeTe!

Bort aTOT BOJIIIEOHbII YeK-JIMCT, KOTOPbIi N30aBUT BalX
IPOJABILIOB U BAC, €CJU Bbl CaMK IIPOJAABEL], OT HEOOXOI1-
MOCTH BCe BpeMsI OTBeYaTh Ha J[Ba HA30MJMBBIX BOIIPOCA
KJIueHToB: «EcTh y Bac ckugku?s» n «A 4to Tak 10poro?»

1. 3ammeiiTe B IPOLYKT CEPBHUC.

2. JlexmapupyiiTe y3KyIO CHEIHAIU3aIIHIO.
3. OobecrieubTe 9KCKITIO3MB.
4

Cuabaure IPOLYKT UCTOPUEI.

7



8 | 17 cnocobos npoAaBaTh O€3 CKMAOK

NuauBuayannsnupynre mpoayKr.
KpeatuBno nosiaiite mpoyKT.

[TokaswiBaliTe MHOTO(DYHKIIMOHATBHOCTD ITPOIYKTA.

P NG

[lexapupyiite coluasbHyIO OTBETCTBEHHOCTb.
9. VYcranoBWTE aCCONMATUBHYIO CBSI3b CO 3HAMEHUTOCTSIMU.

10. TlopHUMUTE CAMOOIIEHKY KJIVEHTA.

11. TlokaskuTe orpaHUYEeHUS JJOCTYIIA.

12. JleMoHCTpPUPYHTE CIOKHOCTH MPOU3BOJCTBA U €TO
M3/IEPKKI.

13. [lexmapupyiite akT pydHoii paGoTBbI.

14. TlpuBenuTte KOCBEHHBIE U TIPSIMbIE /IOKA3aTeJbCTBA Ka-
YyecTBa MPOJyKTa.

15. Tlokakute BO3MOKHOCTbH IepejaTh TOBAp MO Ha-
CJIE/ICTBY.

16. YkaxuTe, 4TO KynmuTh MMPOJAYKT MOKHO TOJIBKO B CIIEIHA-

JIN3UPOBAHHOM MeCTe.

17. BeriiiuTe 32 paMKH MPOEKTA B PEATTbHYIO JKU3Hb.

Kaskmomy u3 ymoMsiHyThIX CIIOCOO0B OTBeeHa OT/AeTbHAs
riaBa kaurH. Cpeu aTuX riiaB OyayT U coBceM HeOOIBIINE,
1 oueHb OoraTbie Ha MpUMepbl 1 cpezicTBa. Ho Bce OHM BasKHbI
JUISI CUCTEMBI, TTOTOMY YTO KayK/IbII YUTATEh MOKET HAUTH
31ech uiero [ist cebst. 1 04eHb BEPOSTHO, UTO €My TI0 JIy1IIe [PH-
netcst HeboJTbIIas T1aBa o criocobe Ha 3 cTpaHNUKH, a He Ha 30.

BoJiee Toro, goporue uynraresin, IOMHUATE, YTO 000 YeK-
JIICT HEMOJIOH TI0 OIIPEEJIEHIIO, Be/lb KU3Hb IIPe/|jiaraet
HaM HOBBIE UIeU KaK/bli 1eHb. [loaToMy slornyHo cesathb
ATOT TIepedeHb 6a30ii /It CBOEro COOCTBEHHOTO CITUCKA MTPU-
€MOB — WU IIOIIOJIHATDH €TI0, KOTZa Bbl BUJUTE HOBbBIC I/I[[eI/I'



[AGBQ 1.
3aLuenTe B MPOAYKT
cCepBmcC

Cepsuc, obciykupatnne — pabora 10 yJI0BJIeTBOpe-
HUTO YbUX-HUOY/Tb HY KL,

C. U. Oxcezoa. Crosaps pyccKozo A3bIKa

Cepsuic — 3T0 Kora Bee mpeaycmorpero. Korma ver 601b-
IIUX ¥ MJIBIX TIPOGJIEM KJIMEHTa, MUMO KOTOPBIX MbI ITPOIILIIHL.
J4! HaCTpoeHHe y KiIMeHTa OTJIMYHOE, 1 ITPOJAasK1 HAIllX B 110~
PSI/IKE, U JIOSITBHOCTD KJIMEHTA MbI 3aCJTIY KUJIH.

3HauuT, B paMKaX KJIMEHTCKOW CEPBUCHOMN IIPOrPaMMbl MbI
pemraeM JiioObie IPpoOIeMbl KJIMEHTa, CBA3aHHbIE ¢ HAIIMM
IPOJAYKTOM U ero norpebiaenueM. [IpegocraBissa KINEHTY
CEPBHUC, MbI IIOJTy4aeM MOIHbLI IIPOTHBOBEC TEM CAMBIM BO-
pocaM, KOTOPbIM 00bSBHUIN BOWHY: «A CKUJKY AaguTe?>,
«A 4TO y Bac Tak 10poro?»

Y Hac nogsiigeTcst BO3MOKHOCTh OTBETUTD: «HeT, cKkumok
HeT. Ho 3aT0 y Hac ecTb...» — 1 Jlajbliie nepevnucanTb BUIbI
YCJIYT, KOTOPbIE MBI OKa3bIBAEM TIITIOCOM K ITPOIYKTY.

B xnure /[. JlaCannb u T. Bpurrona «beciiennbie» ecTb
OYeHb MHTEPECHBIN TIpuMep 13 orbiTa paboTsl BBBK — kom-
MaHUH, 3aHUMAIOIIENCs YHUYTOKEHeM 11apa3uTOB B OTEJISIX
u pectopanax CIIIA. Bor ee 3asgBienus.
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1. BbI He JOJDKHBI HAM HU TTIEHHU /10 TOTO BPEMEHH, TTOKa
BCE Mapas3uThl HA Ballleil TeppUTOPUH He OyyT nucTped-
JIEHDL.

2. Ecuu BbI He ynoBaetrBopenbl yeayramu BBBK, mbr
BepHEM BaM JIeHbIU B CPOK /10 12 mecsiieB u oniaTum
YCJIYTH JIPYTOW KOMIIAHWU, 3aHUMAONIENCcs YHUUTO-
JKEHVEM TTaPa3UTOB, IO BAIlIEMY BBIOOPY Ha CJIeLy 0TIt
TOZI.

3. Ecum rocth 3aMeTHT HaCEKOMOE MJIN I'PhI3yHA Ha Balllei
tepputopun, BBBK 3annaTtuT 3a ero y>KuH njin KOMHATy,
OTIIPABUT €My TTUCHMO C U3BUHEHUSIMU, a TAKKE OTLITATUT
€eTo TocyIeytoree MUTaHe 1 MMPOKIUBaHNE B OTeEe.

4.  Ecom Banr oresib WJIn pecTopa OyaeT 3aKpPhIT U3-3a
HACEKOMbIX Wi IpbidyHoB, BBBK BbimaTut 0601t
mrpad, a TakyKe KOMIEHCHPYET MPUOBLIb, MTOTEPSTHHYIO
3a aT0 Bpems, mioc 5000 mosmapos.

[TpounTaB 9TH YeThIPe KOPOTKUX ITYHKTA, CIIPOCUTE CeOsI:
«IoroB st g 3amaBath kommanun BBBK Bompocsr o ckmj-
Kax?»

Takum 06pasoM, IEMOHCTPUPYS KJIUEHTaM pasHbie (hOPMBbI
JI00BU K HUM, MBI YKOPEHsIEM B TOJIOBaX JIIOJIEH TBEPIOE
1 JIOTHYHOE 0GOCHOBAHUE CBOEH TIEHBI.

Co3snaBas TEXHOJOTHIO TIONCKA CEPBUCHBIX UJeH, s 1po-
aHAIM3UPOBAJIa OTPOMHOE KOJTMYECTBO BCTPEUEHHBIX B NH-
GopMaIMOHHOM MTPOCTPAHCTBE MECCE/JKEN KOMITaHUI,
JIEMOHCTPUPYIONUX CBOIO KJIUEHTOOPUEHTUPOBAHHOCTD.
U BoisicHusia: mpobJsieMbl U UX petienust noropstiorest. [Tpo-
cTO OT OM3Heca K OGU3HECY OHU BBITJISIASIT TIO-PA3HOMY.
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Ceituac g TpOIEMOHCTPUPYIO BaM 9TO CBOMMU JIBYMS YeK-
juctamu. JIByMst — IHOTOMY UTO, KaK OKa3aJI0Ch, IPOOJIEMbI
B2B u B2C ne nepecekatorcs.

Bce naiiziennbie npobemsl g opopmiia B HeHGOIbIION KaTa-
JIOT, TJIe CHavYaJIa yKa3bIBato IPOOIIEMY, @ 3aTeM — CEPBUCHBII
preM, KOTOPBIM ee MOKHO peluTh. [lepBas yacTb kaTasiora
[OCBSIIEHA BBISIBJICHUIO U penreHuio mpobiaem B2C, BTo-
past — B2B.

CoBceM He x0uy, 4T0ObI BbI JlyMaJIH, YTO 3/eCh COOpaHbl BCe
BO3MOJKHbIEe cepBucHbBIe njen. CucreMa MoKeT ObITh JTHOO
OTKPBITOIA, 1160 MepTBOI. [10JIb3ysICH STUM MEepedHeM cep-
BUCHBIX TIPHEMOB, HaJ0 UMETh B BUJLY, YTO JKU3Hb KayK/Iblii
JeHb gobaBiisier mpobiieM U, COOTBETCTBEHHO, uieil. Eciu
BbI HAIILJIU UJEI0, KOTOPOIi 371€Ch HET, — J0IKMChIBaiiTe camu!

B2C-YACTb KATAJIOTA

Bot muist Hauasia criicok B2C-1mrpo6iieM, K pereHuo KOTOPhIX
U CBEJIMCH BCE OTCJIEKEHHbIe MHOI Ha CETO/[HSI CEPBUCHBIE
npuembl. CooTHeCUTE TH TIPOOJIEMbI CO CBOUM KJIMEHTOM
1 CBOEH CUTYyarreii, a mIOTOM MTOCMOTPHUTE, KAKUMU TTPHeMaMiu
UX B BallleM CJIy4ae MOKHO PelInTh.

IIpo6iema 1. Hekorga! (MHorza ciopHo — HeKOra WUau
JIEHD.)

[TpoGema 2. Borocs!
[Tpo6aema 3. Jlenn! (MHOrIA CIOPHO — JIEHD WJIK HEKOT/IA. )
[Tpo6ema 4. CkyuHo!

[TpoGaema 5. 3a6bu1! (Joma, B HOMEpe TOCTHHUIIBI, B TAKCH,
B I10€3/le — TaM, OTKYy/la U1Y.)
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