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OT ABTOPA

f sarmmarocs mpopaskamu ¢ 2005 roga kaskabIin geHb. K co-
’KaJIEHUIO, NoJiroe BpeMsA OoJbIIMHCTBO OusHecoB B Poccunm
pacHmMpsaioch 3a cHYeT POcTa PBIHKA, CO3JaB y MHOTMX CO0-
CTBEHHMKOB WMJUIIO3MIO O TOM, YTO NPOJasky MUAYT BBEPX 3a
cuer ux ycusmit. Ilo darry ke 95% wommanuit B Poccun mc-
IIOJIB3YIOT IIOTEHI[MAJI POCTa 3a CYeT OTHAeJsa IIPOJiask BCEro
Ha 5—15% ¥ UCHOBITHIBAIOT OIPOMHBIE CJIOYKHOCTU B DKOHOMM-
geckue Kpusucel. OTKyza A 3TO 3HaI0, crpocuTe Bbl. HeMHOrO
0 MOEM OIIbITe B 3TOM cepe.

Cgoro kaprepy A Havasa B Cutmbanke B CaHkT-IlerepOypre:
paborasa 3a croyikoit B runepmaprere «Kapycenb» (15 MuHyT
oT MeTpo «Yjuia JIbI0eHKO») MEHeIKepOoM 0 MPOoJaKaM Kpe-
IUTHBIX KapT. Uepes mosrosa A cTajia TPEHEPOM II0 IIpojaskaM,
a depes 1osiropa — JIydrmM TpeHepoM I10 IIpojaskaM.

B 2007 rony a nepeexasa u3 Ilutepa B MockBy 1o npurJia-
meHnio Asb(pa-0aHKa Ha MO3UIUIO TPeHepa M0 KOPHIOPaTUBHO-
My OoOydeHMI0. Y3Ke B ABaAllaTh TPU IrojJia s BO3IJIABUJIA B HEM
oTAes o0y4eHUs.

B 2009-m s 3aHANa DOMMKHOCTH KOMMEPUECKOI'0 OMPEKTOpa
KOMIIaHMM II0 CepTMUKaALMM M 3a IOJITOpa roja yBeJauduJia
npopasku B 40 paz — ¢ 700 000 mo 20 miyH pyb. B MecAl; 6e3



MHBECTUIMI CO CTOPOHBI COOCTBEHHMKOB Om3Heca. A MOW Jamd-
s goxox coctaBui 500 000 py0. B Mecsll, Tak Kak A IOJyda-
Jia TIPOIIEHTHI C IIPOJAK.

B 2010-m s cozmana Osor B «sKuBom sKypnase», rme pac-
CKa3bIBaJla O TOM, KaK s 9TO cuesaJia. I[IpoBommia OJisa cob-
CTBEHHUMKOB OM3Heca OecnjaTHble MEPONPUATUA II0 yBeJande-
uo npojask. (Keratu, ceriuac Bechb MOI TIOJIE3HBIV KOHTEHT,
CBABAHHBI C TIOCTPOeHMEM 3(PEPEKTUBHOTO OTAeJa IIPOJAK,
noctyrieH B MoeM Instagram @katerina_ukolova, Tam ke yka-
3aH MOW JIMYHBIN MOOMJIBHBIN TesedoH. OOpaIlraiTech 3a coBe-
tamu!) ITocTerneHHO CO MHOJ CTaJIM CBA3BIBATHCA OM3HECMEHBI,
KOTOPBIM OblyIa HEOOXOAMMa JIMYHAA KOHCYJIbTAINA.

B 2011-m a orkpeuia corw komnauuioo Oy-li, koTopasa exxe-
JHEBHO IIOMOTraeT INpeIIIpMHMMaTEeJAM CO3JaBaTh OTAEJb] IPOo-
Jla’Kk ¥ HacTpauBaTb UX paboTy.

Kaskapri rom A ¥ MOM COTPYIHMKM OOydaeM OKOJIO
1700 coOCTBEHHMKOB, TOII-MEHEKEPOB, PYKOBOAUTEJEN OT-
neJioB nipopask. Mbel — enmHCcTBeHHBIEe B Poccum KOHCYJIbTaH-
Thl, TAPAHTUPYIONIME TP BaKJIOUYEHUM JIOTOBOPA POCT MHPO-
Jla’k MJIM BO3BPAT IMOTPAUYEHHBIX Ha 00ydeHme cpeacTB. Mol
paspaboTany MeTOAUKY YBEJIMYEHUA MTPOJAXK, COCTOSAIIYIO
n3 850 ToueKk pocTa, YacThIO0 U3 KOTOPLIX A MOJEJIOCh C BaMu
B DTOJ KHUTeE.

CaMbIlil KPYIHBI HAIl KJIMEHT Ha JAHHBIII MOMEHT — DTO
KOMITaHUA ¢ obopoToMm 286 mMips pyO, caMblil MeJIKIIT — ¢ 000-
potom 0 pyod.

Mel pazbupaeMcsa B TOHKOCTAX peasiM3aluy IPOAYKTOB
bosiee wem 1000 orpacseii — OT oTAeJsia IPOJANK apMaTy-
pBI IO OoTAeJia IPOJasK CeKc-IIlona, OT XJeDOKoMOMHaTa -0



0T ABTOPA

OIITOBBIX IIPOJla’X IaJbTO, OT HUYKHETO Oesbsd B PO3HUILY O
OIITOBOJ mpomasky pbIObl. Mbl moHNMMaeM cnennuKy BXOAA-
VX, UCXOOAIIUX IIPOJask ¥ IIOKaHAJbHO: PO3HUYHbBIE CETH,
IUCTPUOBIOTOPCKMUIT OM3HEC, CXeMbl C TOPTOBBIMM IIpeJi-
CTaBUTEJISMM, OITOBBIe OTZAEeJbl, IPOJasKy Uepe3 TeHephl
U mpodee.

I'me mbl 00y4asmcs? Hamm yunresns — 5To HaIllM KJIMEHTHL
IIpakTudeckn B 006071 oTpacan Mbl PabdoTa M C KOMITAHUAMU,
IepelIaruyBIINMY MIJLIMAPAHYIO IIJIaHKY 000poTa, a cjieoBa-
TeJIbHO, 3HAEM IIPaBUJIbHbIE PEILIEHNA U TOTOBbIE OM3HEC-MOJEe-
JI B Pa3HbIX HUIIAX.

Broaromapa TakoMy KOJIOCCAJBHOMY OIBITY — B COBOKYIIHO-
CTU Hallla KOMIIaHMA ydacTBoBaJia B pa3Butum bosee 4000 cu-
CTeM IPoJiask — MbI CJleJIaJIM BBIBOJBI O TOM, YTO JaHHaA cdepa
npopaborana HegoctaTouHo. Ho mmdp nponask y Bac B pykax!
Ha cTpaHunax 3Toji KHUTY COOpPaHbI BCE «CJMBKN» IIPOdeccun.
BuenpeHne B NpaKTUKY KaskJ0lJ IIPOUYMTAHHOIN IJaBbl TapaH-
TUPOBAHHO II03BOJIUT BaM yBEJUYUTH CBOM IIPOJASKY MUHUMYM
Ha 1%; uroro tpuaiath raaB — 30%. Co Bcelt 0TBETCTBEHHO-
CTBIO 3aABJIAI0. €CJiM Bbl BHeApuTe x0TaA 061 20% u Baim mopo-
Iasky He BBIPACTYT, f JIMYHO BEPHY BaM JI€HbIN.

KHuyura mammcana 0e3 «BOIbI» ¥ JIMPUYECKUX OTCTYILJIEHMUIA,
IIOCKOJIBKY f JMICKPEHHe XO4Yy COKOHOMUTH Ballle BpeMdA Hane-
I0Cb, OHA BaM IIOHPAaBUTCH I IIPMHECET MAaKCUMAJIbHYIO I10JIb3Y.
Cnacubo.

ECJIN ¥ BAC BYAYT BOIIPOCEI, KARK ITPMIMEHATE OIIVICAHHBIE B
BTOV KHUTE KJIOYY OJA BANIEN CHEPHEI BUSHECA — MUINNUTE
MHE B INSTAGRAM @KATERINA_UKOLOVA.
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CJIOBAPb TEPMWHOB

Boponka mpogask — 9TO MHCTPYMEHT BMU3yaJy3aly B3a-
VIMOOTHOIIIEHMII € KJMEeHTaMlM, HauMHasd C I[IepPBOro KOHTaKTa
U 3aKaH4YMBasA 3aKJoueHneM cresky. OHa IOKa3bIBaeT, CKOJIb-
KO IMOTEHUVAJbHBIX KJIMEHTOB HAXOAUTCA B JAHHBII MOMEHT
Ha KajKJIOM dTalle 0M3Hec-IIpolecca Ipofask. AHAIM3UPYSA ITU
JNaHHbIe, MOYKHO IIOHATH, I'Zle MEHeJKepbl TePAIT KJIVEHTOB,
KaKOJl BTall HYXKHO YJIyYIINTb, a TaKiKe KaK IIOCTaBUTb ILJIaH
IIPOJiask ¥ IJIaH aKTUBHOCTY (II0 3BOHKAM M BCTpedYaM) KaskI0-
My MeHeIKepy MHIVBUAYAJIBLHO Y BCEMY OTIEJy IIPOJasK.

KoHBepcus BOpPOHKHU mpoga:k — 3TO IoKasaTesb ddekr-
TYBHOCTY KasKJIOTO dTana OM3Hec-IIporecca Ipojask B OTAesIb-
HOCTY ¥ BOPOHKM ITpogask B nesoM. OH n3MepsAeTcsa B IIPOLIEH-

Tax.

JIng (ot aHea. lead — «IpUBOAUTB») — TIOTEHIIMAJIBHBIN
KJIIEHT, KOTOPBIN IIPOABUJ MHTEPEC K BallleMy MIPeJIOKEeHNIO
1 TOOPOBOJILHO OCTaBMJI CBOM KOHTAKTbI JIJIS CBA3U C HUM.

Jluporenepamusa — IpolecC MONCKA ¥ IIPUBJIEYEHUA JUIOB.
NPS (Net Promoter Score) — pelTUHT JIOAJIBHOCTU KJIVIEH-

ToB. OH IIOKa3bIBa€T, HACKOJIbKO TeRYIVe KJIMEHTBI yIOBJIETBO-
PEHBI Ka49eCTBOM IIPOAYKTA ¥ I'OTOBBI JIVI OHM PEKOMEHJ0BAThH €ro.



ABCXYZ-anamm3 — uccjiefloBaHme KJIMEHTCKON 6a3bl B IBYX
HaIpaBJEHNAX: TI0 00beMaM 1 4acToTe 3aKyIoK. [lomoraer orpe-
JIeJINTh, KaKye KJIMEHTHI IOKYIIAaloT IPOoAyKT Oosbliie 1 yare. Ha
OCHOBE 3TUX JIAaHHBIX COCTABJISAETCS OPTPET IEJIEBOI ayAUTOPINA,
Ha KOTOPYIO Jlajiee HaCTPauBaeTCA MapKEeTVMHIOBasA KaMITaHA.

CRM (Customer Relationship Management) — aBToma-
TU3VPOBAHHAA CUCTEMa YIpPaBJEHNUS B3aMMOOTHOIIEHUAMNU
¢ xymeHTamMu. IlomoraeT MeHemxKepaM ONTHMMU3MPOBATE pabo-
Ty C IOKyHIaTeJsAMM, a TOII-MeHeJ}Kepy MJM COOCTBEHHUKY —
[IOJIyYaTh aHAJUTUYECKYIE OTUYETHI AJIA IPUHATUA IPaBUIbHBIX

yIpaBJIeHYEeCKUX PeLIeHUI.

LTV (Livetime Value, unn «Imo:ku3HeHHas IIEHHOCTDb KJIM-
€HTa») — DTO KOJUYECTBO JEHET, KOTOpPoe B OYAYIIIEM MOKET
IIpUHECTU Kamﬂblﬁ KJIVIEHT, eCJIM KOMIIaHUA IIPOAOJIMKUT BbI-
CTpaMBaThb C HUM OTHOIIEHUA.

Kapra paGodero gHsa — 3TO MHCTPYMEHT aHaJM3a (PYHKIINIA,
KOTOpBle BBINOJHAET COTPYIOHMK, M BPEeMeHMU, 3aTpadeHHOro
Ha Hux. IlosydeHHBle NaHHBIE IIOMOTAIOT IIOHATb, HACKOJBKO
9(p(PEeKTNBHO BBICTPOEH paboumii eHb MeHeasKepa M CKOJBbKO
BpeMeHV OH IIOCBAIIlaeT BBIIIOJHEHMIO CBOMX ITPAMBIX 005132 H-

HOCTEN — MIPOJax.

Cross-sale — 570 npensosKeHe MOKYIIATEI0 TOBAPOB MJIN
YCJIYT B JOIIOJIHEHME K TeM, KOTOpbIe OH ysKe BBIOpaJl.

Up-sale — 510 npeioskeHne MoKynaTesio mprnodpect 60-
Jiee IOPOryi0 MOJeJb ToBapa JmbO yCayru, Ao0aBUTb OIINMA,
KOTOpbIE YBeJMUYaT YeK KOHKPETHON CIEJIKIA.

IIenerpamusa (ot nam. penetratio — «IIPOHMKHOBEHME») —
JIOJIA Balllell IPOnyKIMM B 00IIeM oO0beMe 3aKYIOK KJVEHTOM



CNOBAPb TEPMUHOB

TaKO} 'Ke MponykKuuu. JVIsaMmepsieTca B MPOLEHTaX ¥ IIOMOraer
YBUZETh IOTEHIMAJ I yBeJWYEeHU:A IIPOJasK KOHKPETHOMY
KJIVEHTY.

Crpunr mpojask — aJroOpuTM, ClleHapuil pas3roBopa MeHe[-
’)Kepa C KJIMEHTOM, II0CJeJO0BaTeJbHO MPUBOINAIMI K yCIIellI-
HOMY 3aKPbITUIO CIEJIKI.

JIueThl pa3BUTHA — MHCTPYMEHT, KOTOPBIN II0Ka3bIBAaeT, Ka-
Klie HaBBIKM MeHeJKep MpMMeHdeT UM He IIPUMeHsdeT Ha Ka-
SKJIOM dTalle npogask. Ha ocHOBe JIMCTOB pa3BUTUSA OlleHMBaET-
cs KayecTBO pas3roBopa C KJMEHTOM M COCTaBJIAETCS IIPOrpaM-
Ma 00y4YeHMA UM IOBBIIIEHNA KBaJIM(UKAIMY MeHeyKepa.

HasbIkoBasi MOieJIb — 5TO KOMILIEKC MHCTPYKIMIA, YKa3a-
HII, JIMCTOB Pa3BUTUA U CKPUIITOB AJI MEHEIKEpPOB OTAeJa
IPOJIaK.

CIIMH-npopmaku — TexXHUKa, IIOCTPOEHHas Ha dYeTbIpexX
BUJIJaX BOIIPOCOB, KOTOPble (POPMUPYIOT MOTPEOHOCTb KJIMEHTA
B IIPOJIYKTE, PACKPBIBAIOT €ro I[€HHOCTDb ¥ IIOMOTAIOT KJMEHTY
caMOMy TIPMHATL PeIleHne 0 MOKYIMKe. OTY TEXHUKY paspado-
TaJl M3BECTHBI KOHCYJIbTAaHT U MapkeTosior Hun Paxkxem Ha
OCHOBe MacIHITabHOro MccyenoBaHMA 3(P(PEKTUBHOCTY OTHEJIOB
npogak. OH M3yumJl PBIHOK CHEJIOK 3a JBEHaJLATh JIEeT, IPOo-
aHasmaupoBas 6osiee 35 000 BcTped m OOOOIINMII OIBIT HpPEJ-
NIpUHUMAaTeJel U3 ABagllaTy TPeX CTPaH.

Aszbik XIIB — coenmaJbHBIN «SA3bIK» OOIIEHUA C KJIMEHTOM,
KOTOPBIN BKJIIOYAET TPU COCTABJIAIONIME IPY OMMCAHUN ITPOLYK-
Ta: X — xapakTepucTtuka, II — npeumymiectso, B — BrIroga.

JIIIP — Jnrio, mpuHMMaoliee penieHne. 3ajada MeHesKepa
BbIViTM Ha JIIIP 1 BecTu mmeperoBopsl 0 MOKYIKe TOJIbBKO C HUM.
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Mura Jdemunra (uea PDCA) — ajroputMm geiicTBuil OJid
OOCTVKEHUSA IleJiel, KOTOPbIM BKJIOUYaeT deTbIpe CTaluu:
Plan — Ilnmanupyit, Do — demnaii, Check — IIposepsit, Act —
V3menari/KoppekTupyit. ANITOpUTM IPUMEHAETCA 10 KPYTy OO0
TeX IIOp, IIOKa I1eJib He OyZeT HOCTUTHYyTAa.

Iarimuaita (oT aHea. pipeline — «Tpy0OonpoBog») — CINCOK
cIeJIOK B paboTe MeHezyKepa, KOTOpPble HAaXOAATCA Ha Pas3HbIX
CTaMAX 3aBepLIEeHNA U C PA3HOI BEPOATHOCTBHIO OILJIATHL



Raou 1

NOCTABLIE IJIAHDI
NMPOJAX

IpeKTHBHOCTH PadOTHI
KOMMEPYECKOoro oTaesa Oyaer
CTPEMUTHCS K HYJIIO, €CJII

He CTaBUTh MEeHe:KepaM
ILUIaHbI IpoAask. BozbmMure

Ha 3aMeTKY, OT KaKux mudyp
cJIeyeT OTTAJTKUBAThLCS

IIPM NIOCTAHOBKE IIAHOB,
4YTOOBI BHITH HA KeJaeMYI0
BBIPYYRY U IPUObLIb.



