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Bce npasa 3auwuumenvl. [Ipoussederue npeoHa3HAUEHO UCKAOUUIMENLHO ONsl YACTHOZ0 UCNONb-
306anus. Hukaxas wacmo 31eKmpoHH020 3K3EMIASPA OGHHOU KHU2U He MOdicen Oblinb 860CNPOU36e-
0eHa 6 Kakoli Obl mo Hu 6b110 hopme U Kakumu Obl Mo HU ObLAO CPEOCMBAMU, BKAIOUAS PASMEULEHUE
6 cemu MHmeprem u 8 KOpROPAmMuUGHsIX cemsix, Onst NYOAUUHO20 UAU KONNEKMUBHO20 UCNONb308AHUS
0e3 NUCLMEHH020 PA3PeueHIs: 8Aa0enba agmopcKux npas. 3a HapyuleHue agmopcKux npas 3aKo-
HOOAMenbCmMeoM NpedycCMOMPEHA 8bINAAMA KOMNEHCAWUU NPpasoodraoamens 8 pazmepe 00 5 MAH.
pyoneti (cm. 49 30AI1), a maxdice Yyzon068HAsE OMBEMCMBEHHOCHTb 8 BUOE NUULEHUSL CBOD00bL HA CPOK
00 6 nem (cm. 146 YK P®).

HOCGRMCZ@W!CR Moell mame, Komopasi 8cell c8oell HCUHBIO Hayuuaa mMeHs
eepuns 6 mo, 4mao uydeca BO3MOIHCHBL
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OT aBTOpa

Bbixon B cBeT 3TOI KHUTH JJaJl MHE ellie OTHY BO3MOXKHOCTh CKa3aTh OFPOMHOE CIacuO0 1 HU3KO
MOKJIOHUTHCSI BCEM TeM, Oarofapsi KoMy 3TO COOBITHE CTaJI0 PeaTbHOCTHIO.

Mowum OJTM3KUM 3a Bepy, TepIIeHUe, TeIuio, TOHUMaHUE, CUJTY U JTI0OOBb.

Mouwum [aprHepam: Enena, Onvea, Ana, Cepeeii, eciiv Obl He Ballla CUJIA, HAJIGKHOCTD U JIIOOOBb
K CBOEMY JIeJTy, sl HUKOT/Ia Obl HE CMOT CTaTh TeM, KEM SIBJISIIOCh Ha JaHHBI MOMeHT. Criack0o 3a Bariry
MOJJIEPKKY U pa3BuTHe Hanled Komnanuu.

Moum CotpynHukam: apy3bs, Anexcanop, Anréna, Aauna, Aana, Arvpus, Anacmacus, AHHa,
Anmon, Apmem, Bepa, Beponuxa K., Bepornuxa 4., Imumpuii /1., Amumpuii K., Eseerus b., Esee-
Hus I1., Examepuna, Enena b., Enena /., Enena T., Heopv, Uavbmupa, Havs, Hpuna E., Hpuna I1.,
Hpuna P., Koncmanmun, Kpucmuna, Jles, Mapeapuma, Mapuna, Haoexcoa A., Haoexcoa I,
Haoeoicoa /1., Haoexcoa I1., Hamanvsi bop., Hamanvs bp., Hamanvs B., Hamanws I'., Hamanvs K.,
Hamanws C., Hamanws T., Onecsi, Oavea B., Oavea /1., Oavea E., Oavea JI., Onvea C., Oavea T.,
Ceemaana, Cesmocnaas, Cepeeii, Crozanua, Tamvsna K., FOaus B., FOaus I'., FOaus I11., fpocaas,
criacu6o Bam! Bhl ynuBuTebHbIE. Baria 3anHTEpecOBaHHOCTh B TOM, YTOOBI U3MEHSITh MUP K JIy4-
ieMy, o3BoJisieT Hamleld Kommnanuu aenars mar Brepes, 3aTeM elle OuH, U elle. ..

Hammm Knvientam: criacu6o, 4to gaete Ham paboTy U eXeTHEBHYI0 BOBMOXKHOCTh BacC y/IWB-
JIATh ¥ BOCXUIIATh. BBl — CMBICT cyliecTBOBaHMs Hailel KoMnaHuu, CMbICT HAalero Tpyaa, COCTaB-
JSIOMIEro OOJBIIYIO YacTh KU3HHU.

Tarbsine PeBpa€Boy 3a MOMOIIb B PEIAKTUPOBAHUN KHUTH.

WznarensctBy «AunbriuHa [Tabnuinep» 3a rOTOBHOCTb BBIITYCTUTD Ty KHUTY B CBET.

N Bcem Tem monsaM, ¢ KeM sl KOraa-imbo padoTan uiam oOLaics Uy KOro y4yuicsi, BOupasi
JIyylLee.
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Beryniienne Ha myTh U3MeHEHUN

VBaxaemsblil unTatens! KHura, KoTopyio Bbl ceifuac iepKuTe B pyKax, Co3iaHa AJsl TeX, KTO:
* paboTaeT B yCJIOBUSIX KOHKYPEHLIUH;

* CTPEMMTCS BBIBECTU CBOM OM3HEC Ha KAYeCTBEHHO HOBBIN YPOBEHb;

* iesaeT padoty cBoux COTpPYAHUKOB UHTEPECHON U OCMBICIIEHHOW;

* XOYeT BbI3bIBaTh Y KIIMEHTOB 4yBCTBO BOCXMILEHUSI.

CKOJIbKO CUTYaIMil BBl MOKETE BCIIOMHHTB, KOI/1a, COBEPILUB MOKYIKY, ObLIM BOCXUILIEHBI TEM,
Kak Bac oocmyxumm? Ecim Takoe ciry4yasnock XoTs Obl mapy pa3 B oy — BbI [IPOCTO CYACTIMBYMK | 3Ha-
YUTEJIBHO Yallle B3aMEH NIOTPAYE€HHBIX BPEMEHU U IEHET MBI [TOJTy4aeM BCETO JIMIIb TOBAP WJIN YCIIYTY,
KOTOPBIE HE BBI3BIBAIOT MPEABKYIIAEMbIX MTO3UTUBHBIX SMOLIUN.

Jleno B TOM, 4YTO Hallla KyJbTypa M SKOHOMHMKA HU B JAJIEKOM IPOILUIOM, HU B HOBYIO 3MOXY
PBIHOUHBIX OTHOIIIEHUI HE UMeJia TOTPeOHOCTH Pa3BUBATh TAKYIO (DYHKIIMOHAJIBHYIO COCTABIISIONTYIO
ToBapa wm yciyru, kak CEPBUC. Bonee toro, ecim Bl nonpocute 100 yesoBek garh onpenescHue
Cepsuca, To nomyuute 90 OIM3KUX MO CMBICTY, HO TO-Pa3sHOMY C(POPMYJIMPOBAHHBIX TOJKOBAHHH.
Jl1s1 crnaxeHHON pabOThl KOMIIAHUM, PEIPUATHS 3TO PA3INYMe MOXKET CTaTh KPUTUUECKUM U ys3-
BUMBIM MecToM: COTPYAHUKH FOBOPAT 00 OZIHOM U TOM K€ M BCE PABHO MPOJOJIKAIOT CIIOPUTh. Takoe
HEMOHMMaHKe CIIOCOOHO HAHECTH CEPhEe3HBIN yIepO (pMHAHCOBOMY O1aroCOCTOSIHUIO (PUPMBL.

Hama komnanus — Q0 beguHeHHAsT KOHCAJTHHTOBasA rpymmna — ¢ 1993 roga 3anumaercs
M3y4YEeHUEM IPUHLIMIIOB KayecTBeHHOro CepBuca M €ro pojd B MOCTPOEHUM YCIEIIHOro OM3Heca.
NmenHo B nocnennee Bpems Tema CepBrca Havaia BIXOJUTH Ha TIEPBBI IJTaH B yMax OM3HECMEHOB,
TECHS TAKUE PHIHOYHBIE «XUTBI», KAK MAPKETUHT, PEKJIAMa Y aKTUBHBIE ITPONAKH.

[MockomnbKy MuCCHSI KOMITAHUH — «Mbl deaaem mup ymmee» — NOOYKAAET HAC UITU BIIEpel,
Ha IIOMCKHY HOBOTO, MBI XOTUM paccKas3arb BaM 0 ToM, 4to Takoe Cepsuc. Haiua niesis — noeenats Bam,
KaK C ITOMOIIBI0 KOHIIEHTPALMK YCUIUKA Ha YesloBeKe OTKPBITh HOBBIM IYTh JJI1 CBOEM KOMIIAaHUM,
HAIIOJIHUTb CMBICJIOM TpyA €€ COTpyAHUKOB, YIy4IUUTh KA4€CTBO )KU3HU B HALLIEW CTPaHE.

EcTb HECKOJIbKO BECKMX, HA Halll B3I, IPUYMH, IO KOTOPBIM 3Ta KHUI'A I0J’KHA OBITh BBIITY-
LI€Ha B CBET.

Bo-nepevix, Mpl kak COTpPyAHUKM KOHCAJITHHIOBOM KOMITAaHMM KaX[bl JI€Hb HAXOAWMCH
u B posu Knmenra, u B posm IlocraBnka, a noromy ommyso 3HaeM [IPOTHBOPEYMS, kotopsie
Bo3HuKaoT nopoit MEX/TY TTPOJABLIOM U ITOKYIIATEJIEM. Msbl cobpainu menslii «OyKeT»
npoGsiem B obnacti CepBuca. OiHa U3 HUX — 9TO OTCYTCTBUE MPUATHBIX SMOLIMH, «IOCIEBKYCHS»
OT MOXOJIa B Mara3viH WM COBEPIIEHHs aOCOIIOTHO JTI0O0H CIEJIKH, HATPUMEP MOKYIKH CTPOHUTETb-
HOU TEXHUKH, HEIBMKMUMOCTH WJIM NTAPTUX KAaHLTOBApOB. ..

Mver kax Kauenmvr xomum u OONHCHbL NOAYUAML YOOBOALCIMIBUE, UCNLIMBIBAMb PAOOCHb
He MOoAbKO OM NOKYNKU, HO U OM npoueccd, Komopblii ee conpogoxcoaem . BpemeHa, korna B 00s13aH-
HoctH [IpogaBuia BXOaWIIO JMIIb NIEpeiaTh TOBAP B3aMEH MOTYYEHHBIX JEHET, YXOIAT. MBI yKe KaeM
OT IpoLiecca MOKYIKHU Yero-To O0JIBLIETro, YeM IMPOCTO MpUoOpeTeHre ToBapa WK ycayri. Mbl XOTUM
K cebe YBaKHMTEJIbHOr0, BHUMATEJILHOTO OTHOIIEHHS, a B MjleaJie He MpoYb NOoMyduTh oT [Iponasia
€IlE U «II0Yy», O KOTOPOM PacCKaXkeM BCEM APY3bsM U 3HAKOMBIM. Mbl Kak KineHTH Hyxagaemcs
B TMIPUSITHBIX SMOLMUSIX U MHTEPECHBIX COOBITHSIX !

Bo-eémopuix, uccnenys TEXHOJIOTAN NPEJOCTaBIeHUs KadyecTBeHHoro CepBuca, Mbl NPULLUIA
K BBIBOJIY, UTO B roJIOBaxX OOJIBIIMHCTBA MpepruHUMaTeseil camo ciioBo Cepaiic BBI3BIBAET, CKOpEE,
oOpa3 ouimanTa u kpaithe penko — MHCTPYMEHTA, ¢ nmomoIipio KOTOporo MO)HO IepecTpo-
UTb KOMITaHUIO, KAYECTBEHHO PEKOHCTPYUPOBATH €€ U IMOJIyYUTh KOJIOCCAIbHBIA UMITYJILC B Pa3BUTHN
cBoero 6uzHeca. 1151 4ero ke HykeH Takoil ”HCTpyMeHT? J1J1s1 TOro yToObl MPEO0IETh CAOKUBILIUECS
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PaMKU 1 BBIMTH HA HOBBII YPOBEHb SMOLIMOHAJIBHOTO, IMYHOCTHOIO, TEXHOJIOTMYECKOTO U (PUHAHCO-
BOI'O Pa3BUTHS.

B-mpemuux, B OW3HECE TMOCTOSHHO TMOSBISIETCS OOJBIIOE KOJUYECTBO THITIMBBIX YMOB.
OnHu Bcerja HaxoAsATCS B MOUCKE NMPUYMH HEyJdad M MPOBAJIOB, HO YacTO OLIEHMBAIOT MX IO IpU-
BBIYHBIM I11A0JIOHAM, YTO MCKJTIOYAeT AaXe MBICIb O TOM, OyITO Jesia MOXHO BECTH TO-JPYroMY.
Nmenno ns takux mopedt Mol xotum [TIPEJICTABUTD HA PACCMOTPEHUE namy KOHILIETI-
101%1{0) KJIMEHTOOPUEHTUPOBAHHON KOMITAHUU. C ee OMOLIBIO MOXKHO TTOHSITH caMmomy
U J1aThb sicHOe npejicTtaBieHue COTpyIHUKaAM O TOM, umo, KaK Y 3a4em HaJo jAenaTb. Bel cakoHOoMHTE
CUJIBL U PECYPChI, KOTOPbIE OOBIYHO TPATATCS Ha MPUHYXJIEHUE U (PMHAHCOBYIO MOTHBALIMIO MOAYM-
HEHHBIX.

B-uemeepmoix, Mbl xotuM PASBEATDH MU® o tom, uyro KIIMEHT BCEI'IA ITPAB! Cnenoe
CJIeZIOBaHUE TOMY JIO3YHTY CKOpee Je30praHi3yeT paboTy B KOMITAHUH, HEXEJIH JACT el YTO-TO LIeH-
Hoe. ENUHOX/1bl IPUHSB UCKJTIOUMTENbHYIO paBoTy Kinenra, Baim COoTpyAHUKH CTAaHOBATCS B €T0
71a3axX BCerjga M BO BCEM BHMHOBATHIMU. 3Hast 00 3ToM, COTpyIHHUK BpsiZl JIM 3aX0UeT OpaTh Ha ceds
MoOyI0 MHUIIMATUBY U TMIOCTOSTHHO M3JTy4aTh MO3UTUB, KOTOPBIH TakK JII0OAT KineHTsl.

B-nsimwix, Mbl OObSICHUM BaM, Y€M Hallla POCCHICKAst MEHTATBHOCTb OTIIMYAETCS OT 3aIaIHOM.
Pacckaxem, [IOUEMY 3AITAJTHBIE METO/IbI HE BCEI'JIA PABOTAIOT B Poccuu u ects u
y Hac cBOM, 0coObIil myTh. [TokaxeM, Kak Hy)KHO yUUTHIBATh HAIly MEHTAILHOCTb U B KAaKUX CHTYa-
LUSIX CIIEAYET C OCTOPOKHOCTBHIO TPUMEHSTH 3allaHble TEXHOJIOTHH.

B-uecmuix, CepBuc He 3aKaHUMBAETCsl B CTeHax oduca, Mara3vHa, pecTopaHa WId MpPOu3-
BOJICTBEHHOTO liexa. M3 Hero cotkaHo OyKBaJbHO BCE, YTO HAC OKpyxkaeT. Jlake Haxomsch noma,
Mbl MoxeM nostyyats Y JJOBOJIbCTBUE OT KYJIbTYPbI CEPBUCA winu ke cTpajars OT €€ OTCYT-
CTBUS.

Kyavmypa cepsuca —3mo ocHosa 0451 co30aHust 0en080t ammocgepul, K020a Kaxicoblll Yyuacm-
HUK KOMAHObL CMONCEM OCMbICAEHHO U UHUKUAMUBHO npuHecmu hoav3y Kauenmy. VIMeHHo 312 aTMO-
cdepa crocoOCTBYET POXKICHUIO BEIMKUX TOBApOB U, Kak ciencteue, BEJIMKUX KOMITAHUI.
Haia kHura o Tom, Kak mocTpouTh TaKyl0 KOMITAHUIO.

[TycTh COBO «BEMKHIA» BAC HE CMYIIAET CBOEH aMOMIIMO3HOCTBI0. XOpOIliasi HOBOCTh 3aKJII0-
YaeTcsi B TOM, UTO JUIsl OsIBJIeHus1 Baiei Benmkoit Kommanum HeoOXoauMo ciie10BaTh onpe/esieH-
HOW TEXHOJIOTUU. B caMoii TEXHOJIOrMK HET HUKAKOTr'0 CEKPEeTa, a IIOTOMY €€ MPUMEHEHUE JI0CTYITHO
IUTSI KQKJIOTO, KTO X04eT, 4ToObl KITMeHTh! paboTai UMEHHO C HUM.

[pu HanMcannK 3TON KHUATY OBUT UCTIONb30BaH MHOTOJIETHHI OMBIT HAIllel KOMIIAHUH, TPYTHUX
YCTIEIITHBIX POCCUICKMX OpraHU3allvil, a TakkKe MUPOBBIX OM3HEec-9KcriepToB. Hameemes, uTo Hara
KHMI'a BJOXHOBUT Bac U nogaput BusieHue Toro, Kak B KpaTJyailliie CPOKU HauyaTh YIIPABJISATh CBOUM
OW3HECOM Ha OCHOBE uieu, TexHuku U npuHimmos Kyiabstypsl CepBuca.

Mpi OyaeM cyacT/IMBBI, €C/IM Halll TPy YTBEpOUT BaC BO MHEHHH, CKOJIb 3HAUMTENbHA POJIb
Kynbrypst CepBrica ajist pa3BUTHsI YCHEIIHOM U Jaxe JIeTeHJapHON KOMIIAH|H, O KOTOPO#t OyayT yBa-
*)utesbHO roBoputh Cotpynnuku, Kimmentst u Konkypentst! [TocTpoenue Takoi KOMITaHUHM HE HA00P
NeWCTBUM, 9TO W3MEHEHHe IMOAX0/a K BeJIeHWI0 OM3Heca B IieJioM. MBI mpejjiaraeM ocyliecTBUTh
riepeMeHbl B CO3HAHUH, TIOJOOHBIE TEM, YTO MPOU3OIILIHA BCIEACTBUAE TEXHOIOTMUECKUX M HAYYHBIX
PEBOMIOLIMOHHBIX OTKPBITHI JIoMmoHOCOBa, L{nonkoBckoro, ®opaa. ..

B KOHIIE KOHIIOB MBI XOTHM, YTOOBI JaXe CaAMBIH 3as1[IbII CKENTUK (U3 TeX, KOTO OOJIBIIE BCETO
BOJIHYET BOIIPOC: «A CKOJIBKO 3TO JIaCT MHE JieHer 7») moBepui1, uTo CepBuc — 3TO He MOjHasi U Oec-
TOJIe3Hasi IPUCTPOMKA K YIPaBJIEHUI0 OM3HECOM, a camasi HACTOsINAsl MallliHa, KOTopasi CriocoOHa
rieyararb JeHbI'M 24 Jyaca B CyTKHM U MOXET CTOSITh B KaOMHETe, Mara3uHe, Ha MPOM3BOJICTBE U T. II.

P. S. Bo3moxHO, Ha3BaHWEe KHUTH BaM KaxeTcs 3a0aBHBIM? YBepsieM, UTO OHO OUYEHb Jaxke
cepbe3Hoe. Bo-mepBbIX, STOT BO3MIIAC — JIydlliasi 3aMeHa aHTJIMUCKOro wow! («Bay»), KOTOPBIA MbI
C BAMH YaCTO UCTIONb3yEM B CUTYAIIHSIX, BHI3BIBAIOIIMX BOCXHUILIEHHOE yauBieHue. [louemy Obl He Boc-
KJIMKHYTb TO-PYCCKH: «YX Thl!»? Bo-BTOpBIX, OYeHb XOYETCs, YTOOBI KaX[blii YEJIOBEK B HAIIIEH

8
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cTpaHe ObUT TaK BOCXMIIIEH HeOe3pa3IMyHbIM OTHOILIEHHEM K cede — B Mara3uHe, ouce, Ha 3aBojie,
B TakcH, — 4To Bee vanie mpousHocui Obl: «Y X ThI! CEPBUC».
Hpy3bs! IlaBaiite craHoBUThC KiineHTOOpHeHTHPOBAaHHBIMH !
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I'nasa 1
Yro Takoe CepBuc?

Hawm ne cmamo maxumu, Kax HYx#CHO, 0CMABAsiCb MAKUMU, KAK eCb.
Makxc /[uenpu

Mup, B KOTOPpOM MbI JKHUBEM

Hcropuyeckas anoxa, B KOTOPYIO Mbl C BAMHU KHMBEM, Ha4as1ach MPUOIM3UTEBHO B MOCIIEAHION
Tperh XIX Beka. Toraa xku3Hp B EBporie Tekiia MEAJIEHHO M OTHOCUTEJIBHO MTPEJCKA3yeMO, a Ha Tep-
putopun coBpemeHHbIX CIIIA TONpKO 3aKOHYMIIACH ['paxkgaHCKas BOMHA. DKOHOMHUYECKUN YKJIAJ
eBPOIENCKUX CTpaH ObLT MPEUMYILECTBEHHO arpapHbIM, a HAIMOHAJIbHOE OOraTCTBO YBEIMUMBAJIOCH
3a cyeT JIOOBITHIX B KOJIOHUSAX PECypcoB M LeHHOCTel. OTHaKO ¢ HauyaJloM MPOMBIIIIJIEHHOW PEBOJTIO-
Y B AHITIH, a Takke oopeteHreM HezaBrcuMocTy CoennHeHHbIMH [lITaTamMn Ameprku Oyayime
r100aJIbHble U3MEHEHHS B 9KOHOMUKE CTaJIM HaOMpaTh 0OOPOTHI.

Ha py6exe XIX — XX Bekos B CIIIA nosiBuiack nociaoBuna: «Eciau Tel ©1300pes1 KaueCTBEHHYIO
MBIIIIEJIOBKY, TO MUP MPOTOMYET TPOIMHKY K TBOEMY JOMY». DTO U3PEUEHUE OTPAKaeT peasuu TexX
BpPEMEH: JJOCTATOYHO CO3/1aTh MPOCTO KaYeCTBEHHBIN TOBAP — M Y BaC HE BOSHUKHET MPOOJIEM C €ro
nponaxen. IIpn oTcyTCTBUM ApKO BBIpaKEHHOM KOHKYPEHLIMM U CPABHUTEJIBHO HEBBICOKMX 3aIpo-
cax TIOKymartesjiell TOBapbl M MPOAYKTH OyayT B MOObIX KommdectBax. CyliecTBOBala TOJIBKO OHA
npoGsiiemMa — IPOU3BOJUTh KaK MOKHO ObIcTpee U B OosblMX oObemax. Peanusanus Takoii crpare-
' MoIJIa OBl CTaTh 3aJI0rOM OOraTCTBa, MPOLBETAHMS M TOTAIBHOTO JOMUHUPOBAHHS HA TOBAPHOM
poiHKe. [IpogaBIibl M MPOU3BOAMTENN UCKAIIH CIIOCOO YIPOCTUThH TEXHOJIOTHIO TIPOU3BOJICTBA, YTOOBI
OZIETh ¥ HAKOPMHTH MHOKECTBO HEOOTaThIX COTPak/IaH.

B 1908 rony ameprkaHCKui aBTOITPOMBILLIIEHHUK [ eHpr Popa noases UTor nepuoiy IMOKCKa,
CO371aB TIEPBYIO B HOBEHIIEH NCTOpHY OM3Heca KOHLIETIIHIO Ipeo0iiaganus Ha peiHKe. Ee mMst 6pu1o —
KOHBENEP.

C nosiBJIeHHEM 3TOT'0 «4y[a» MPOU3BOACTBO CMOIJIO CTaTh BBICOKOTEXHOJIOTMYHBIM, TIOJTHOCTBIO
CTaHJIapPTU3UPOBAHHBIM, a TOBAPbI — JIETKO KOIIMPYEMBIMU U NO-HACTOAIEMY MaccoBbIMU. CO cBOE
OCHOBHOM 3aJjaueil — ObI1Cmpo yooenemaopunib MAaccosblli cnpoc — KOHIIETIINS KOHBelepa yCrelHo
CIIpaBUJIACh.

Bor uro ckazan I'enpu ®@opa B 1916 rogy: «S yrBepxknaio, 4to JIydile Mpogath OOJbIIOe
KOJIMYECTBO MPEAMETOB ITPOU3BOCTBA C MAJIEHBKO MTPUOBUIBIO, YEM MAJIOE KOJTMYECTBO C OOJBIIOMN.
Taxoi mpueM aeT GecUnCIeHHBIM TTOKYTATEeNsIM BO3ZMOKHOCTD TTOKYTIATh. . .» !

To BpeMsa MOXHO CMEJIO CUMTATh SMOXOM IPOU3BOIUTENA, a PBIHOK — puiHkom [Ipodasya.
Nwmenno Ipopasen nukrosan ceou ycnosus [Tokynaremo. [Toka3arensHa nerengapHas ¢ppasa ['enpu
dopna: «LBeT aBTOMOOMIISI MOXET OBITh JTIOOBIM TPH YCIIOBUH, YTO OH OYJET YSpPHBII».

B Hamieli crpaHe Takas CUTyalMsl COXpaHslach BIUIOTh 1O KOHLA 80-x romoB XX CTOJNETHSA.
Boobmie Best skoHoMmueckast ucropusi Poccum nocie 1917 ropa cBsizaHa ¢ TOBapHBIM Je(PUIIITOM
u ouyepensamu. B konnie 1980 — Hauasie 1990-x ronoB MOXHO ObUIO ClIENIaTh IIEJI0€ COCTOSTHUE Ha U3T0-
TOBJIEHUM U ITPOJake NapaUHOBBIX CBEUYEK, IBETHBIX HOBOTOIHMX KAJIEHIAPEN U «BAPEHBIX» [ KUH-
coB! [Ipobnema cocrosiia JIMIIb B OAHOM — HaWTH JICHEKHBIE CPEICTBA Uil CBoero omusHeca. B To
BpeM: NPOU3BOIUTEINA OTJIMYHO OCBOWJIM IPUHIIMITEI MacCOBOTO IPOU3BOACTBA. JKemaoimuii craTh

' Konnuns ., Hoppac /. TlocTpoeHHbIe HABEYHO: YCIex KOMIIaHUH, oOafalomux BuaenueM. — M.: Mann, ViBanoB u ®epbep,
2013.-C. 79.
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MPOMBIIIVICHHUKOM MOT KYIIUTh 000pyIoBaHKe. BaHKHM OMOTaJT! IOCTYITHBIMH KpPEeJUTaMU, TIPUBJIE-
Kasi BCE HOBBIX M HOBBIX JIeJIbIIOB. PHHAHCOBAs MOQ/IEPKKAa OAHKOB M JyX MpeaIpHHUMATEbCTBA
BKYII€ C IOCTOSIHHO COBEPILEHCTBYIOIIMMUCS TEXHOJIOTUSMU ITPUBEIN K POCTY KOHKYPEHLMH.

OpnHako BCKOpe BO3HUKIIA Apyrasi MpoosemMa: Balll YHUKAJIbHBIN MPOLYKT KOMHUPYETCS U TOSIB-
nsiercst y KonkypeHTta OykBaibHO Ha CIIGAYIOIIUI JeHb WK Yepe3 Henelo. Vi naxe yepes MecsIl,
MoJIroza, HO Bee paBHO nosiButcs! [lonGenpl, eciii OH BBIISIAUT U padOTaeT B TOYHOCTH, KaK Balll.
Bena, eciu oH ele 1 okaxeTcs JelleBle.

Tak v MHave, HO pa3BUTHE MPOU3BOICTBA MPUBEJIO K TOMY, UYTO TOBAPbHI CTAJIM MOXOKUMU
ApYT Ha Jpyra, Kak BICTPOEHHbIE B OJIMH PsIJl XOJOAWIbHUKY B MarasuHe. Bee BbICOKME, KpacHBble
u 6enple. .. Eciu [Tokynatenmo yaaBanoch OOHapyXKUTh KaKHe-TO OTJIMYMSI, TO OHH OKa3bIBAJIMICh HECY-
IIIECTBEHHBI. B Takoii cutyarm emy ObUIO BCEe PaBHO, Y KOTO MOKYMAaTh MPECIOBYTHIN XOJIOANIbHUK.
Haxonun oH nieHy HIKe — OBICTpO Tiepekiodascs Ha apyroro [locraBimka. M TyT BO3HHMKIIA 3a1a4a:
YTO HYXKHO JIeJIaTh, YTOOBI IPOAIAKHU IPOAOJIKAN CBOM pocT, a [Tokynares He MOIJIM BOT TaK IPOCTO
yiti kK Konkypenty? Kak 1oouTbesi paIMKaIbHOTO OTIMYMs OT KOHKYpEHTOB U CTaTh i HOTpeOu-
TeJIsl He3aMEHUMBIMU 7

Takum 00pa3zoMm, HACTAJIO BpeMs [JIsI MOSIBJICHUSI BTOPOW PEBOJTIOIIMOHHON OU3HEC-KOHIIETIINH,
umsi kotopoil — MAPRKETHUHI'. On yuut, kax HyotcHO npodasams, K020a yoice He Xomsim NOKYnamo,
KaK UCKYCHO coeIuHUTh [Ipodyxm, Mecmo ero peanusalu, Ynaxkoexy u, KOHEUHO, Lleny.

Taksxke MapKeTHHT 3aHUMAeTCsl U3yueHreM paboThl MO3ra YeIOBeKa, ero MbIIUIeHUs. Boun
MPOBEIEHBI MaCIITAOHBIE UCCIIE0BAHUS TIOBEICHU S JIOJCH B CUTyaluu BbiOOpa. CerosiHs o Mcuxo-
noruu [Tokynartesist HAMMCAHO CTOJILKO KHUT, YTO MMM MOKHO HAITOJTHUTD LieTyIo OnomuoTeky. B ynu-
BEPCUTETAX MOSBUIIUCH (DAKyJIbTEThI, TOTOBSIIME CHEUATMCTOB B 00IACTH MapKETHHTA M PEKJIaMBbI.
B pesysnbraTe MHOTOJIETHUX MCCIIEI0BAHUI MapKeTOJIOrOB CTAIM U3BECTHHI TAKKe (DEHOMEHBI, Kak 25-
i Kajp, MPUHIMIT TIOCJEA0BATEIBHOCTH, MOAPOOHO onucaHHbiii Podeprom Yanaumun?, ymHas pac-
KJIaJIKa TOBApOB CIIOHTAHHOTO CIIpOCa y Kacc, U3MEHEHHUEe pacCTAHOBKM TOBAPOB B TOPIOBBIX 3aJlaX
¥ MHOTOE-MHOT'0€ JPYroe, BKJII0Uast KIACCHYECKYIO M JAJIEKO He MHTEIJIEKTYalIbHYI0 O0pbOY 3a Kollle-
nex Kimenra 3a cuet 6aHanbHOTO CHUXEHUST LIeHBI.

IJena — camplil TpOCTOM MHCTPYMEHT YIIPABJIEHUsI IPOJa)KaMH, HO HEIIPABUJIBHOE €0 HUCTIONb-
30BaHMe MOXET CTaTh Jisi OM3HECa KOPOTKOM «JJOPOTOi B a», @ UMEHHO K pa3opeHuio. Bep 3aua-
CTYIO BBICOKHE IIEHbI MO/IPa3yMeBAOT BOZMOKHOCTD TIOJy4aTh BBICOKYIO MPUOBLIb, CTOJIb HEOOXOIH-
MYIO TaJIbHEHIIIeMy pa3BUTHIO On3Heca. [IeHbIM — 3TO CBOETrO poa «JIEKapCTBO» MM «BUTAMHHBI»
i pocta. Eciu ux Masno, To npeanpusTye OllyniaeT HEXBAaTKy CUJl, HAYMHAET YaXHYTh U IPUXOAUT
B ymnajgok. HeMuHyeMoe GaHKpPOTCTBO CTAHOBUTCS MpPEACKa3yeMbIM (DPUHAJIOM ISl TeX KOMITaHUM,
KOTOpbIE YBJIEKAJIMCh HE3aMBICTIOBATHIM CIIOCOOOM YCTAHOBKM MUHUMAJIbHBIX IIEH U TPOMAJIHBIX CKH-
0K, Ha/iesich TipuBJIeub K cede [lokymnarerneil.

B kauectBe npumepa moxHo npusectu Kpusuc 2008 roga. Torma mHorue
HEeOOJbIIINE ayIUTOPCKUE KOMIIAHUM, C LEJIbI0 COXPAHEHHUsS KJIMEHTYPHI, PeIIIn
CHU3UTb CTOUMOCTb Yyciayr. Ho yxke uepe3 rom mHOCIEICTBUA Takoro Imara
OKa3aJIiCh pa3pylIuTeabHbIMU. HOBBIE LIeHbl HE CMOIVIM O0ECHEeYMTh MOKPBITHE
BCE BO3PACTAOIIMX PACXOAOB, B TOM 4YHUCJIE Ha MHJEKCALUIO 3apa0OTHOM ILIAThI
ayautopoB. B uTore xommanum npeObBasM Ha rpaHu 3akpbitus. Korma crano
SICHO, YTO LIEHbl HAJI0 TIOJHUMATh, CAENATh 3TO yXke He yAaaock. KineHThl ObICTpO
NPUBBIKJIA K HEBBICOKMM pacleHKaM U ObUIM HE COIVIACHBI C TOBBIILICHUEM.
OHM OTKa3pIBAIUCh OIUIAUMBATh YCIYI'M [0 HOBBIM Tapu(aM, apryMEHTHpYs TaK:
«Huyero Begp He U3MEHUJIOCH, A LIEHBI XOTAT NOAHATHY.

O cyapbe 3TMX KOMIIAaHMH Mbl y3HauM ciydaiiHo. K Ham Bapyr cramu
IPUXOUTH PE3IOME OT OOJIBIIOTNO YMCIIA COMCKATeNel, NOCAEAHUM MECTOM PabOThI

% Ygnounu P. Ticuxonorust Bmustanst. — CIT6.: [Murep, 1999.
11



B. Amnromenko. «Yx te1! CepBuc»

KOTOpbIX OBUIM Kak pa3 Te camble aygutopckue ¢upMmbl. Bce couckarenu
MPAaKTHYECKH CJIOBO B CJIOBO PACcCKa3blBAIM MPO CBOMX OBIBIIMX paboTojaTesnei,
KOTOPbIX OHHU ObUTM BBIHYXKIEHBl MOKMHYTh W3-3a 3aKpeiTHs (upm B 2011-
2012 ropgax.

Ckuodku Kak JBUTaTENIb TOPrOBJIH, IIpeaaaraeMble [lokynareso B Hessx CTUMY/IMPOBAHUSA MTPO-
Ja’k, CO BPEMEHEM IIE€PECTAIOT BBIIOIHATH CBOIO (DYHKLMIO.

Bo-nepBbix, [Tokynatenu kK HIM OBICTPO MPHUBBHIKAIOT. YacTO MOXHO HAOMIOAATh, KAK CUMBOJ
MIPOLIEHTA, YKa3bIBAIOIIMI HA pa3Mep CKUIKH, BUCUT B BUTPUHE OOJIBIIYIO YaCTh roJa.

Bo-BTOpBIX, K CKUJIKE YaCTO OTHOCSTCS CKENTUYECKH, IIOCKOJbKY cuuTaercs, uyto Ilponasent
3apaHee JIeNaeT HalleHKY, I0TOMY aKLMsM [0 CHUKEHUIO LIEHBI ITPOCTO He BepAT. Taksxke y Hac, [Toky-
raTesiei, BoI3bIBAET MPOHMIO TaK Ha3blBaeMasl «MIpa C LIEHHUKAaMU», KOTja Ha/l IEUCTBYIOLIEN 1IEHOW
3a4epKuBaeTCs Hekast O0ublast nudpa, CUIMBOIM3HUPYIOIIAs sIKOObI OBIBIIIYIO. JlenaeTcst 3To B COOT-
BETCTBUM C HAyYHBIM OTKPBITUEM B 00s1acTi MapkeTrHra. OkaspiBaetcs, [Tokynaresnio 1si IpUHATHS
pelieHus Ha1o 00s3aTeIbHO CPABHUTH 1IEHY Ha TOBApP, KOTOPBIM OH XOYET MPHOOPECTH, C aHAJIOTUY-
HBIM, HO IPOAAIOIIUMCS B IpyroM Mecte. it Toro ytoObl HOKYIKA MOIJIa OBITh c/ieialia IpsAMo Ceil-
yac, [Iponasen ynoBieTBopsieT NOTPEOHOCTh B CPABHEHUU TAKUM MaJIeHBKHM (DOKYCOM.

Kak nokasbiBaeT nmpakTrka, 6opb0a 3a Koienek [Tokynaresst mpy MoMoIIM [IEHOBBIX TEXHOJO-
Wi IPUBOAUT JIUIIIb K CIEAYIOLIEMY:

* (PMHAHCOBOMY MCTOLIEHHIO OM3HEeCa;

* npuyyeHuio [lokynaresneil HOCTOSIHHO UCKaTh CaMyl0 HU3KYI0 CTOMMOCTb;

* [IOKYIIaTEeJIbCKOM HEJIOSUIBHOCTU U HEYOBJIETBOPEHHOCTH. [locneHss MOXET NOABUTHCS W3-
3a TOrO, YTO HU3Kasl LIEHA YacTo ObIBAET CJEACTBUEM HU3KOIO KauecTBa.

Huzkas niena nmogpasymeBaeT MUHUMYM KayecTBa, OTPAaHUYEHHBI BHIOOP U HEKAYeCTBEHHOE
oOcnyxuBanue. Hapognas myapocts «Ckynoti naamum 08axcobl» Kak pa3 WLTIOCTPUPYET CUTYa-
110, KOT/1a HU3Kasl [IeHa BBICTYNAET OCHOBHBIM apryMEeHTOM BbIOOpa «A y Hac aerenie!». Koneuno,
OBIBAIOT IPUMEPBI YIAUHBIX TIOKYIIOK TI0 HEBBICOKOM 1IeHe, HO TaKKhe CUTYaIlluy CKOpee UCKIIIUeHNe,
4yeM IPaBuJIo.

K coxanenuio, 1axe camasi HU3Kasi [IeHa WIM CaMblid OOJIBIION PEKJIAMHBIN OI0[KET He rapaH-
TUPYIOT TOro, uTto KJIMeHT COBepIIUT MOKYNKY UMEHHO y Bac WM, €IUHOXIbI KyMUB, CAEIaeT 3TO
noBTopHO. HyXHO mpennoxuth [Tokynaresno HeUTo Takoe, 4TO MO3BOUT 00eCHeUnTh CTAOMIIbHBIN
CIPOC OMHOBPEMEHHO ¢ (hOpPMUPOBAHKEM TPyNIbI NOCTOSTHHBIX KirenToB. Ecnu eiie 1 momedrarhb
O TOM, YTOOBI IIEHBl HAa HAIIM MPOAYKTHI WU YCIyru ObUIM Bhie, yeM Y KOHKypeHTOB, a crpoc
He Majaji, TO 3TO 3HAYUT, YTO MPUITLIO BPEMSsI TOAHSTHCS Ha CIIEAYIONIYIO CTYTIeHb BOJIIOLNY OU3HECca.

B paccMoTpeHHBIX BbIllle KOHIIEIIMSIX HAa MIEPBOM MeCTe BCerja CTosuid uHTepecs [Iponasiia.
[Nokynatemo oTnaBanach pojib OOBEKTa WM CBOETO POJIa «CPEICTBa» JJIsl JOCTUKEHHS MPOU3BO-
auTeNieM COOCTBEHHBIX Iiefieid. [Io ompeneneHHOro BpeMeHH 3TO YCIENHO padoTalio U MPUHOCHUIIO
cunancoBbIe 10/1bl. OIHAKO C1a00CTh 00EUX KOHIIEMIIUI B TOM, UTO OHU OBUTH YUCTO MOTPEOUTEb-
ckumu B oTHoIeHu Kimenrta. Cnoxkuiack MPOTUBOPEUMBAS CUTYAIMsI: C OMHON CTOPOHBI, KineHT
SIBJISIETCS] «KOPMILTBIIEM» KOMITAHUH, B KOTOPOU COBEpIIAeT MOKYIKH, a C JPYroll — OH He OIILyIIaeT
K ce0e TperneTHOro u 0coooro oTHomeHus1. [IpoTuBopeure MOKHO pa3pelnTh, ECJIM PACCTABUThH BCEX
YUYaCTHUKOB TpoIiecca MPOU3BOICTBA U MOTPeOIeHuUs IO CBOUM MECTaM.

Crout n00aBUTH, UTO TEPMUH «00U4eCmeo nompedneHus» He HeceT HETraTUBHOTO MOJTEKCTA.
Ckopee Ha000POT: uem bonvute 0dULECm8o nompeodasiem, mem 6oavue Y Hezo NOMpPeOHOCHb 8 M00SIX,
NPOU3BO0SULUX O, UMO NOKYNAEMCSL.

B cBow ouepenp, 1aHHas MOTPEOHOCTh BEET K MOSIBICHUIO OOJNBIIEro KoJuvyecTBa pabounx
MECT, KOTOpPBIE TEHEPUPYIOT CPEACTBA K CYIIECTBOBAHUIO 3HAYMTEILHOTO KOJTMYECTBA JIOJIEH, a TAaKkKe
CO3JIAI0T CMBICI U 1IeJTb KU3HU IS PaOOTAIOIIHX.
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3anajHble KOMIIAHUM ellle B cepequHe XX BeKa CTOIKHYJIUCh C HEOOXOIMMOCTBIO U3MEHUTh
cBoe Bocrpusitue poiu Kirenra u chopMupoBath K HEMY HOBBIN 1OX01. Tak MpUIILIO BpeMsi BbiBe-
cTu OM3HeC Ha OYepeIHO, HOBBIM YPOBEHb pa3BUTHS, U Ha3biBaeTcs 3Ta KoHuernuus — CEPBUC.

KnwenT

A

MapkeTWHr

NpowzeoguTene

Puc. 1.1. Tpu 3Tana 380n0OUMK 3JKOHOMMWYECKHMX OTHOLL@HKMA

OnvH 3HaKOMBI aMepHKaHel| paccKazal Kak-To ucropuio. Korga oH ObLt
peOEHKOM, €ro ceMbsl MMeNla Mara3uH4YMK, B KOTOPOM IPOIABATIUCh MPOMLYKTHI
NUTaHWs W pasHas MeNoYb KakJOJHEBHOro crpoca. Bckope dyepe3 mopory
pa3BepHYJIOCh MACIITAOHOE CTPOUTENBCTBO, M CITYCTSI HEKOTOPOE BpeMs Tam
OTKpBUICSl CyNepMapKeT C BMECTHTEJbHOW NapKOBKOW. Termepp Bce MAallMHBI
NPOE3KaIM MUMO MAaJIeHbKOTO Mara3MH4YMKa, a MX BJIAJEJIbIbl JeJIald MOKYIKU
B MOZIHOM CyIlepMapKeTe.

Xo351eBa MPUYHBLIM, TIOTOMY YTO MX Mara3uHYMK ObUI COBEPILEHHO ITyCTOH,
6e3 eguHoro [lokymartens, a 3TO MOIJIO O3HAa4aTh TOJNBKO OJHO — CKOpOE
OankporcTBo. HO Kak-TO pa3 /Beph pacnaxHyjJach M Ha MOPOre MOSBHICS
[Mokynarenb. OH MOXOAWII MEKIY MOJKaMH, BBIOpPAT YTO-TO M TMOJOIIEN K Kacce
pacruiaTuThesi. Momnomor X035iMH, KOTOpoMy yxke Obuio 16 jer, cripocui: «Cap,
Yepe3 AOPOry OTKPBUICS HOBBIH CyIiepMapKeT, a 3a MOKYIKaMH Bbl TIPUIIUIA K HAM.
[Mouemy?» ITokymnarenb 3agymMaiicsi HA MTHOBEHHE U OTBETHJI: «[loTomy uToO, mapHH,
BBl MeHs JoOuTe». VM mapeHb 3a NpWIaBKOM MOHSUT: «Mbl TeOs He JToOWIH,
HO Tenepb TOUHO OyJeM JI0OUTh ! »
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CepBucC KaKk 0CHOBA MPOIBETAHUSA

INepen HauaIoM JII0OOTO Jiesia IEPBOE, YTO CAENAET CEPhE3HO HAIIEICHHbIN Ha YCIIeX YeIOBeK, —
0003HavaeT 11eJI1, KOTOPbIE I0JKHBI ObITh B UTOTE JIOCTUTHYTHI.

Kopnoparusnas KYJIbTYPA CEPBUCA - sto TexHonorus ynpasieHust kommnanueil. C ee
MOMOIIIBIO BBl KaK PyKOBOAMTE H OTHOBPEMEHHO AOCTHraeTe TPeX KOHKPETHBIX LIeJIeH.

Ileas Ne 1. IIpoaaere nopo:ke

YToOs! OBITH IMIEPOM Ha PHIHKE TOBAPOB M YCIIYT M YAEPKUBATH 3TO MOJIOKEHHE, HY’KHO 00/1a-
JaTh pecypcamu, KOTOpble Bbl UCIOJb3yeTe AJs pa3BuTHs. UeM OoJbliie pecypcoB MO CpaBHEHUIO
c KonkypeHTamu, TeM cTaOWiIbHEE OCTAlOTCS BAlIM MO3MIMU U TeM OOJIBIINIA TEXHOJOTHYECKUH
Y MHTEJUIEKTYaJIbHbII OTPBIB OT OJMKANIIMX «IIpeciieoBaTesiel» Bbl CMOXXeTe 00eCTIeunTb AJ151 CBOei
komraHuu. Eciu KiMeHTsl OKynaloT y Bac TOBapbl MUK YCIIyTH, XOTS 3HAIOT, YTO TO K€ CaMOe MOT'YT
npuoOpecTH AelieBne B Komnanuu KoHkypeHTa, 3HauuT, 1eb Ne 1 JoCTUrHyTA.

Iean Ne 2. IIpoaaere 6oabIne

Ectb Takas mytka: «[laiite MHe TablEeTKy OT JKaTHOCTH, Ja modosbie!» 3a mpogaxken 00b-
II1er0 KOJIMYeCTBa TOBApa CTOMT He TOJILKO OOJIbINAst BEIPYUKa, HO ¥ OOJIBIINMI 00bEeM MPOU3BOJICTBA,
KOTOPBIiA MO3BOJISAET B JAJIbHEHIIIEM CHUXATh CE0ECTOMMOCTbD. A 3TO BeJIeT K MOBBIIICHUIO peHTa0e Tb-
HOCTH. BbICOKasi peHTa0eIbHOCTh JIaeT MPEeMMYIIIECTBO [UIsi MaHeBpa OTHOCUTENILHO KOHKYpeHTOB,
TI03BOJIAA HAHUMATb 60ﬂee OINIBITHBIX CIICHUATIMCTOB U MHBECTUPOBATL CPEACTBA B YIOBJIECTBOPCHHUC
notpedHocTelt KineHTos.

Heun Ne 3. IIpogaere qoabme

Bb1 camu MoxeTe BCIIOMHUTb MHOT'O CJIy4aeB, KOria Ha 6I/I3HCC-HC6OCBOII BpbIBAJIaCb «HOBAA
3Be3ga». Torga KmenTo CO3JaI0T aXXHUOTaXK, KEjlad BO YTO OBl TO HH CTAJIO HpI/IO6H_II/ITI>CH K CoObI-
THIO, HpI/IO6peCTI/I CBEXUU rask€T UJin MOIJHYIO YCIIYTY. IToTom axkmoTak criagaer, M «3Be3/1a» ucue-
34€T TaK K€ BHE3AIIHO, KaK I1OABUJIACH.

[Momuo, kak B Cankr-IlerepOypre, Ha [OpOXOBOHW yiHIle, OTKpPBLICS
nepBbIi pecropan Tunbkoghgh. Kakoit orpoMHOM MOMyYJISIPHOCTBIO OH TTOJTb30BaJICS !
[To KonmuvecTBy OONBIIMX W JOPOTHX MAIIWH, TPUMAPKOBAHHBIX MMOCETUTEIISIMH,
pecTopaH, BO3MOXHO, MPEBOCXOMII MapKOBKY Meped [ ocynapcTBeHHON DyMOM.
OpHako yepe3 HEKOTOpoe BpeMsi Bce M3MeHWIoch. Ceiluac MUBHBIE PECTOpPAHBI
9TOro OpeHJa YkKe He TMOJb3YITCS TOW TMOIMYISIPHOCTBIO, Kakas y HHX Oblia
IpY TOSIBJICHUHU.

HIpyroii mpumep — kommnanusi Nokia, kotopas emie B cepenuHe 2000-x
OblJIa MUPOBBIM JIUIEPOM IO IPOU3BOJICTBY COTOBBIX TesiepoHOB. HUKTO He mor
MpeACTaBUTh, 4TO He mpoiaeT u 10 jer, Kak coToBble TesePOHbI ITOW MapKu
YCTYIAT Juaupytone mo3unuu KoHkypeHTam U, Ooliee TOro, Jaxke HAYHYT
BBIITYCKATbCSl IO/l UMEHEM JAPYroil KOMIAHUU — MPOU3BOJUTENSI MPOrPAMMHOIO
oOecrieueHusl.

Ecnu KnueHTtsl npooskaoT BO3BpAIaThCsl K BAM CHOBA U CHOBA, a MX KOJIMYECTBO, KAK MUHU-
MYM, JIEPXKUTCA Ha OTHOM YPOBHE, WM, KAK MAKCUMYM, YBEIUYMBACTCS C KAXAbIM I'OJOM, TO LieJIb
Ne 3 MOXHO cUMTaTh JOCTUTHYTOM.
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CHauaJjia ObLIO CJIOBO

YenoBek He CrOCOOEH YBUIIETh TOTO, JJISl YEro B €ro CO3HaHUM HeT onpeneneHus. [lostomy
nepeviyM wazom npu cozoanuu Kauenmoopuenmupoeanoti KOMRAnuu OOAXCHbL CIame Oelcmeust
no opmuposanuio cucmemvbl 0OuUX NoHaMuiL, pazoensiemvix ecemu CompyoHuKamu.

B nepByio ouepenp Mbl JOIKHBI PACKPBITH COAEpkaHKe IilaBHOrO TepmuHa — CepBuca, BeIpb
OH 3aJIOKEH B OCHOBaHME BCErO KOPIOPATHMBHOIO «3JaHUs» — (pUpMBIL. DTO Hempocras 3ajava,
MIOCKOJIBKY HYKHO Takoe OrfpelesieHHe, ¢ TOMOIIBI0 KOTOPOro Mbl CMOXeM (hOpMHPOBATh CTHJIb
paboThl 1 oBesienre Bcex COTpYTHUKOB, HAUMHAS C OXPaHHUKA U 3aKkaHurBasi COBETOM TUPEKTOPOB
BO IJIaBE C MPE3UICHTOM KOMIIAaHHH.

[Ipexne yem copmynupoBars onpeneneHre CepBuca, yIeJIuM HEKOTOPOe BHUMAHUE Hallen
poccuiickoil MEeHTaIbHOCTH. JlaBaliTe BCIOMHUM OTHOCHTENIBHO HE/IABHUE UCTOPUYECKUE COOBITHUS,
KOTOpbIE MOTYT NMPUOIM3UTH HAC K TOHUMaHuUIo cyTu CepBuca.

C MoMeHTa OTMEHbI KpenocTHOro rpasa B Poccuu nipomuio uyTs 6osbiie 150 siet — 31o npu-
OMM3UTENBHO MIECTh OKOJIeH!H. VI3 HUX Ha mOCIepeBOIIOIMOHHBIN niepuoa ¢ 1917 rona npuxonutcs
yeTbipe nokosieHnst. CoOTBETCTBEHHO TpH U3 HUX 70 JIeT XKW B CTpaHe, KOTOpasi He HYXKJajach
10 OOBEKTUBHBIM MPUYMHAM B chepe oOcayxuBaHusl. ManonsBecTHbIN (pakT: Tosbko K 1970 romy
BbIJIaHBI TIOCJIEJHUE MACMOpTa KPECTbsIHAM, a JI0 3Toro ¢ KoHa 1920 — nauana 1930-x rogoB Joau
ObLIM JIMIIEHBI MTpaBa MOKUIATh CBOM KOMX03bl. PaKTUUYECKU CTpaHa MPOIOKaa KUTh TIPU Kpe-
noctHOM Tipage ere outy 120 siet nocne oobsiBiennst Manudgecra Anekcanapa I ot 19 ¢eppans
1861 roga.

Kynbrypa ynosieTBopeHusi NOTpeOGHOCTEH CPeJHECTATUCTIUECKOTO POCCUSIHUHA HCTOPHYECKH
He Mory1a c(hOPMHUPOBATHLCS 110 ABYM MTPUIUHAM.

Ilepeasg — B cwity muiaHoBoil 3koHOMUKM CCCP u u3-3a TOro, YTO rocylapcTBO BBICTY-
Najo B KayecTBe OCHOBHOTO 3aKa3uMKa BCEX THUIIOB MPOAYKIMU. VIMEHHO rocygapcTBO pelao,
YTO U CKOJIBKO MPOM3BOIUTH. [ OCYyIapcTBO pelano, YTo JIOASIM eCTh, BO UTO OIEBAThCs, HA YeM
NIepeIBUraThCs U Ie TIOKYIAaTh.

Bropasi mpuunHa — JOJITOBpEMEHHOE OTHOIIEHHME K YelIOBEKY KaK CpPEelICTBY MPOM3BOICTBA.
B 3anagHOM MHpe YenoBek yke JaBHO ObUT MOCTAaBJIEH B IIEHTP SKOHOMHUYECKOW CHCTEMBbI: IMEHHO
YIOBJIETBOPEHHE MHTEPECOB KAXJIOTO OTAEILHOTO WiieHa 00IecTBa ObLIO M €CTh IJIABHBIM MPHOPU-
TETOM.

To, Kak 3T1 OTIMuYMs pabOTaIM Ha MPAKTUKE, MOKHO MOHSATDH Ha CIIEAYIOIEM
npumvepe. CpaBHMTE OTHOIIEHME K Ipodeccur oQuIMaHTa, HarpuMep,
Bo Opanimu u B Coserckoit Poccun. Bo ®panuuu uyem crapiie OpUIIMAHT,
TEM OH CUMTAETCs OIBITHEE, ero OOJIbIIE YBAKAIOT, a CIIeI0BATEIbHO, ero padoTa
Boite omaunBaercs. B CCCP tpyn oduimanTa cuuTaics NOYETHBIM 110 BECbMa
cneuu(pruyeckoll MPUUMHE — U3-32 BO3MOXKHOCTM BOPOBATh IPOAYKTHI, KOTOpPBIE
ObLTH B O0sbIioM Aedurute. OOecTBEeHHOE MHEHUE 00 3TOM Mpodeccuu 0CTanoch
KpaiiHe peHeOpekUTeIbHBIM. JII0IM CYMTAIOT, YTO, ECJIU THI YK€ HE CTYIICHT, HO BCe
erie padoTaelib O(pUIMAHTOM, — 9TO KAK-TO CTPAHHO.

Takue xe nmapajuiesd MOKHO HaillTu B JI00O# pyroi mpodeccun. Ha nepsom mecre Oyzner
CTOAITh BCE UTO YIOJIHO, HO HE JeJIaHUE YCIIY)KUTb YEJIOBEKY, /JIs1 KOTOPOro BIIIONHSAETCS padoTa.

Beck kynbTypHbIi 1 9KoHOMUUYeckuid ykiiag CCCP He TpeboBasl pelieHus B 00IECTBE U KO-
HOMMUKE TaKMX 3aJay, Kak UCKpeHHss 3a00Ta 0 ObITe Jofied, co3aaHue yaoocTs u komgopra. [logo-
6ue CepBuca, Kak 1 MHOTOE B TO BpPEMsl, CO3[aBaJIOCh JIMILb )1 KPACUBOM «BUTPUHBI», HO KaK 3J1e-
MEHT OTHOLIEHUI B KaXAO0JHEBHOI )U3HU BCErO rOCy/1apCTBa OH OTCYTCTBOBAJL.
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WHTtepecHblil MpuMep OOLIEHHSI C COBETCKUM KJIMEHTOM MOXHO HaWTH
B Komeauu «beperuch aBromoOmis» (pex. D. Psasanos, 1966). ABropsl ¢duiibma
Onectsiie MOKa3aiu CUTyalMio B cdepe oOcykuBaHus. Bor amanor mponasua
PaguoTOBApOB, POJIb KOTOPOrO HUCIOMHWI AHAper MHPOHOB, U OOBIYHOTO
nokynaress. [IpogaBer; cripammBaeT MOKynaTessi, KOTOPbI YTO-TO Pa3Ivisi/ibIBAeT
Ha MpUJIaBKe:

— Yrto BaM Hy:KHO?

— IIpocro cmorpro.

— 310 4YTO BaM, 300mapk? BoH TeneBu3op, ero u CMOTpUTe.

Takue oTHOIIeHUsI OOBEKTUBHO OOYCIOBJIEHBI TEM, UTO S9KOHOMHMKA Hallel crpansl Bee 70 ner
HAXOWJIACh HA TIEPBOI SBOJIIOIIMOHHON CTyIeHH, Koria [Iponasenl He naTepecoBasics [Tokynarenem.
Haxe Gombliie, TOprois Obl1a cBoero poga OIMMIIOM, HA KOTOPOM KWJIM OOKECTBA, CUMTAIOIINE
ceOs BepmmutensmMu cyed [Tokynarenei.

W ToNbKO HOBOE TIOKOJIEHWE POCCUSIH HAYMHAET JKUTh MPU SKOHOMHUKE TPEThEro SBOJIOIH-
OHHOro 3Tamna pa3Butsi. COBEpIIEHHO OYEBHIIHO, YTO B HAIlleW CTpaHe MOKa HeT c(hOPMUPOBAH-
HOU KyJIbTYpbl OOCITY’KMBaHUS, €€ TIPaBUJI, MPOLEAYP W MPUBbIYEK. MBI PUBBIKJIM K HEBHUMAHUIO
HE TOJIBKO JIIOJIEl, KOTOPBIM HET JI0 HaC Jiej1a, HO U TeX, KTO, Ka3aJoch Obl, CaM 3aUHTEPECOBAH B HAC
Y HAIOMX JAeHbrax. MHOrve y4aCTHUKU MOMX CEMHHApOB, KOTOphIM yxke 3a 50, He BUAAT HUYErO
IJIOXOro, €C/I B MarasuHe Ha HUX He oOpalaloT BHUMaHUs WU rpy0o oTBedaioT. OHU TOBOPSIT:
«A 4ro Takoro? Besze Tak». 111 MHOTHX SIBJISIETCSI HOPMOU HemoOe3HOe U Oe3pa3ImuHOe OTHOIIe-
Hue. K coxkasieHuio, Mbl IIPUBBIKJIA K TOMY, YTO:

* €CJIM caM O ceOe He MM03a00TUIIBCS, TO HUKTO O TeOe He M03a00TUTCS;

* €CJIM IUIATHIIb JIEHBIU, COBCEM He 00s13aTesIbHO MOJTYYHIIIb TO, HA YTO PACCUMTHIBAIT,

* 4TOOBI TIOJIYYHUTh OKHIAEMOE, HaI0 ObITh TOTOBBIM IMPOSIBUTH XapaKTep, «I0Ka3aTh 3yObl»
U «B3SITh TOJIOCOM».

Takum 0Opa3oM, MbI TOTOBBI K TOMY, YTO JIOJKHBI BCE B3SITh CAMH — JJOOBITh U «IIPOOUTH> .

Wrak, cutyanus BOokpyr noHuMaHus cytu CepBuca oueHb HelpocCTasl.

B Hariem KyJbTypHOM ¥ 9KOHOMUYECKOM TPOLUIOM OTCYTCTBYET OIBIT MO CO3[aHHI0 HIEOJIO-
ruu cpepbl OOCTYXUBAHUS U OKA3aHUIO YCIIYT JUIsl HACEJICHHUSI.

ToJbKO ceiiyac B HEKOTOPBIX HauOoJiee Pa3BUTHIX PErMOHAX HAYMHAETCS IMOCTETICHHBIH, Mel-
JIEHHBIN Tiepexo oT peiHKa [IponsBoauTes K peiHKY [loTpeduTers.

Emme nomHocThio He chopmupoBaiach KoHienus KImeHTooprueHTUpOBaHHOCTH B IIMPOKOM
CMBICJIE 3TOTO CJIOBA, €Ille He CTajla OYEBUIHOM PelaInas polib YeIoBe4ecKoro haktopa B 000w
opranuzauuu. bonee Toro, unen nocrpoeHust 6uzHeca Ha ocHoBe crpateruu CepBuca MOIIU Obl ChIT-
paTh 3HAUUTENILHYIO POJIb B MOJOKMUTEIBHON TpaHCOPMAIMK BCErO HAIIero OOIIECTBa.

Hmenno nawemy nokonenuio nosezno! Ham évinan wanc cghopmuposams HO8Yio OusHec-udeo-
a02ui0 pakmuuecku ¢ Hyasl. Bnepevie 3a comnu nem Mol Modxcem cepbe3HO UBMEHUMb KYAbMYpY
nompeoneHust 8 Hauleli cmpawe, cnepea U3mMeHug cedsi, KOMNAHUIO, KOMOPOU ynpaensiem, u aoeil,
KOmopwix 06sedursiem. B 0oopulii nymu!

Teopust MEHeKMEHTa IJIACUT: HEBO3MOXHO YIIPABJISITh TEM, UTO HEJIb3$ OIUCATh U U3MEPHTh.
[Tostomy BaxkHO HaliTH Takoe ompeneneHue Ceppuca, KOTOpoe ObLI0 Obl MAKCMMAJIBHO MPOCTHIM,
KOTOpPOE JIETKO Obl TIOHSUT JjaXke PeOEHOK U KOTOPOEe JaBajio Obl SHEPTHI0 ¥ CTUMYJI JIJIS1 YIIPABJICHUSI
JHOBMU M KOMITAHUSIMU.
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CepBuc? Yro 310?

DTOT BOIPOC BCETa BHI3BIBAET 3aMENIaTeNbCTBO CIyIIATENed Ha BCEX MOHMX CeMHHApax.
Ha miepBbIii B3IJIS1/1 OTBET KaKeTcsl MPOCTHIM, HO OKa3bIBaeTCs JAJICKO He OueBHIHBIM. HekoTopbie
orpeJie/ieHUs] YYaCTHUKOB CTOJIb KPAaTKUE, UYTO YMEIIAIOTCS B OJHO CJIOBO, a MHBIE PACTATMBAIOTCS
JI0 LIEJION peyHu.

Ecmu Bammm COTpygHMKY TOBOPST 00 OTHOM U TOM e, HO Pa3HbIMH CJIOBaMH — 3TO OOJIbIIAs
npodsiema. OHU MOTYT CIIOPUTB, & AEJIO TaK M He CAABUHETCS C MECTa JIMIIb TOJIBKO TIOTOMY, YTO JIOIH
HE MIOHUMAIOT JIPYT JIpyTa.

OtcyTcTBHE OOIIETO SA3bIKa B KOMITAHUY — OJJHA U3 OCHOBHBIX TIPUYHH CJIA00W M HEKaueCTBeH-
Hou padoTthl. [IpencraBbre ceOe MOABOAHYIO JIOAKY, Y KOTOPOW MpoOuT 60pT. BHYTpE ee ¢ peBoM
Y IPOXOTOM XJIEHIET XOJIOAHAs BOJa, OTOMpasi Bce OOJIbIle KM3HEHHOTO MPOCTPAHCTBA Y KOMaH/IbI
u npubnuxkas rudens cygHa. Hackombko 3¢@eKTUBHO M OBICTPO CMOXKET CIPABUTHCS KOMaHAa
C yCTpaHeHHEM MPOOOUHBI M CTIACTU COOCTBEHHBIE KU3HU, €CITH OYIyT pa3aaBaThCsl MPUKa3bl, KOTO-
pble BCce MOHUMAIOT MO-pa3zHoMy ? CKOJIBKO JParolieHHOro BPEeMEHH Yi/IeT Ha JJOMBICIMBAHUE U YTOU-
HEHUE TOTO, YTO UMEJIOCh B BUY ?

He cityyaiino Ha 00beKTax MOBBITIEHHON OMAacHOCTH paOOTHUKOB B TIEPBYIO OUYepe/ib yUaT Crie-
[IUAJIBHOMY $I3BIKY, TO €CTh NPO(ECCHOHATIEHOMY KaproHy, IMO3BOJSIONIEMY C TOIYCIOBa MOHSTh,
umo ceryac Hy’KHO JIeJIaTh, C KaKOW CKOPOCTBIO M oueMy. Besfie, rie 1ieHa motepu BesluKa, eCTb CBOM
SI3BIK, KOTOPBIU JOJKHBI IOHUMATh BCE WICHBI KOMAH/IbI.

T'oBopst 0 Gu3HECe, MBI IOJKHBI OCO3HABATh, YTO PeUb UJET O 30HE MOBHIIIEHHOW OTBETCTBEH-
HOCTH, TJIe KaXX/Ibl JIeHb HeCeT B cebe OrpoOMHbIe PHCKH MOTEPh U3-3a HepogheCCUOHAILHOM 1 Heclla-
KEHHOW pabOThI KOMaH/IbI.

VIMeHHO TOSTOMY MEepBbIM ITIAroM s co3AaHus KimeHTooprueHTUPOBaHHON KOMITAHUH SIBJISI-
eTcs BeIpabOTKa OOIIero MoHATUIHOTO armapara. JlaBaiite HauHeM (pOpMHPOBATH €ro C orpeaese-
Hus Cepsuca.

Ecnu uckars B 00IIEIOCTYITHBIX UCTOYHUKAX, TO Mbl HAIJIEM Pa3JIMIHbIE TPAKTOBKHU ITOTO TEP-
MUHA, KOTOPBIE MOTYT CKOpee 3ayTaTh, YeM BHECTU SICHOCTb:

Tonkosvlii crosapv pycckoeo sizvika C. H. Oxcezosa u H. IO. Illsedosoii (1992): CEPBUC.
To ke, 4TO 0OCTy)XUBaHHE.

Boavwoii moaxosvwlii crosapb noo peo. C. A. Kysneyosa (1998): CEPBUC [anrin. service].
Cdepa oOciykMBaHNS HACEICHHST; COBOKYITHOCTh YUPEXKASHHUM 0 YJOBIETBOPEHUIO OBITOBBIX HYK/L
Y OKa3aHUIO TAKUX YCIIYT.

Duaun Komaep 6 knuze «Ocrosvl mapkemurza»: «CepBUC, WK YCIYTH, — JTI00ast 1eATeIbHOCTD,
KOTOPYIO OJJHA CTOPOHA MOXET MPEJIOKUTh APYTroi; Heocsi3aeMoe IeHCTBIE, He TPUBOJSIIIEe K Bia-
aeHuio yeM-noo. [penocraBienre yciayr MOXeT ObITh CBSI3aHO WJIM HE CBSI3aHO C MaTePUAIbHBIMU
MPOLYKTaMU» .

Anexkmponnas csoboonas suyukaoneous: Wikipedia: CepBuc (0T yat. servio — ObITH padoM
(HEBOJIBHUKOM), OBITh MOPAOOIICHHBIM, B pa0CTBE — JIaT. servus) — 1) CITyKWIbIH, TIOMHEBOILHBIIH;
HAXOJISIIIUICS B TIOJTHOM ITOJYUHEHNUH, 3aBUCUMBIH, TIOJIBIACTHBIN; paOCKUI, HEBOJILHUYMIL; 2) 00pe-
MEHEeHHBIN IOBUHHOCTAMH; 3) TO XKe, UTO 0OCTYyKUBaHHE.

AHanu3 onpeesieH! CIoBa «cepauc (TO JajieKo He BCe CYIECTBYIOIIME B Ipupoe! ), KOTo-
pble HaiineT B MHTepHEeTe CpelHeCTaTUCTUYECKHA TOJb30BaTe/lb, He TOMOXET pa3padoTrarh Tep-
MUH, KOTOPBIN ObLT Obl CIocoOeH choKycupoBaTh SHepruto COTpYTHUKOB KOMITAHUY, JaTh BUJICHHE
pe3yJbTaTa BceMy padoyeMy KOJUIEKTHBY, 00/1a1aTh Ka4eCTBAMU MHCTPYMEHTa yrpasiieHus PykoBo-

3 1ur. no: Earl Sasser W. Match Supply and Demand in Service Industries. Harvard Business Review, November-December 1976,
p. 133-140.
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autens. Moeanvhvim onpedenenuem MONCHO CUUMANMb MO, HA OCHO8E KOMOPO20 MONCHO YNpaeasino
U KOHMPOAUPOBANb, MO €CHb CPAGHUBANb PEANLHOCHb C MEUMOUL U BHOCUMb KOPPEKMUBbL 8 PAOOmY
KOMRNAHUUL.

Be3ycoBHO, HEKOTOpbIE U3 CYIIECTBYIOIIMX TOJKOBAHUI MOTYT JIa)ke pa30dapoBaTh, JOITY-
CTUM, Mapajuiesis ¢ pabctBoM. Huuero Gosiee HeraTMBHOTO Heslb3s U ipuaymath. [Ipumu CoTpymHUK
TaKoe onpejiesieHre — 1 0ObsIBJICHHAs PyKOBOAMTENIEeM MTporpaMMa pa3BUTHS TYT ke OyleT mpoBa-
JIeHa.

MBsI npesiiaraemM CBOi BApUaHT:

CEPBUC - 310 coBepiliaeMoe HaMH JISHCTBYE, CO3/IAI0IIee MOJb3Y ISl APYTOro yeaoBeKa.

HecmoTps Ha TaKOHUYHOCTB, YTO CaMO IO ceOe yKe SBIISETCS TUTIOCOM, MPECTaBICHHOE OIpe-
JeJieHue HeceT B ceOe sl MOJIe3HBIX M BaXKHBIX KAaueCTB:

* UMeeT oTHoIIeHHe Ko BceM CoTpyaHHKaM Oe3 UCKITIOYCHHST;

* MIOMYEPKUBAET HEOOXOTUMOCTh AaKTUBHOM MO3UIMU KaXI0T0;

* 0003HAYaeT CMBICT ICITEJIHHOCTH KaK CO3JJaHUE TTOJIb3BI JIJIS JIPYTOro YeIoBeKa.

JlaBaiite 0OCyIMM KaxkJI0€ U3 STHX CBOKCTB.

* CepBuc umeeT oTHOIEHHE KO BceM CoTpyaHuKam 0e3 HCKJIIYeHus

MNepeas
NUHWA

BHyTpeHHWIA
oduc

Cozpawowme

Puc. 1.2. Tpurpynnel COTPYOHWMKOE B KOMNaHWK

CoTpyaHHUKOB JII0O0H KOMITAHUH MOKHO YCJIOBHO OOBEIMHUTD B TPH I'PYIIITHI:

1. CoTpyaHUKH, HE3aBUCUMO OT MX CTaTyca 3a/IelICTBOBaHHBIE B MPOJaXax WM BIMSIOIIUE
Ha HUX.

K nepBoii rpynne Takxke orHocsATcsa PykoBomurenum um COTpYAHUKH, KOTOpble HE MPUHU-
MalOT HEMOCPEJCTBEHHOIO Y4YacTUs B Mpojaxkax (Hanpumep, (PMHAHCOBBIA JUPEKTOP WM IJIABHBIN
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MHKEHEp), HO YCIEITHOCTh UX PadOThl OIIEHUBAETCS 1O (PUHAHCOBOMY pe3YJIbTaTy BCell KOMITaHUM
WM OTJIEJIbHOTO MOAIpa3JesIeHHUS.

2. CorpyaHUKM «BHYTpeHHero» oguca (back office), He numeronye npssMeix KOHTakToB ¢ Kiu-
EHTaMH.

Bcs ux paborta cBogutcs K o0cmyxuBanuio Apyrux COTpyIHUKOB KOMITAaHUHU. DTO CITyXkallue
(brHAHCOBBIX, OyXTaITEPCKUX, KaJPOBBIX, KOHCTPYKTOPCKO-TIPOEKTHHIX Nofpasaetenni, IT-nompas-
AEJNEHUN U T. 1.

3. CoTpyaHUKM MTPOU3BOICTBEHHBIX MOAPA3/IENICHNH, HEMOCPEICTBEHHO CO3/IAIOIINE TPOIYKT
(yemyry).

Ata rpynna oobeJUHSIET, OIMYyCTUM, pa0OYHUX CTPOMKH, JIBIOIIUX OETOH MPU MUHYCOBBIX TEM-
riepatypax u B Xkapy, BOIUTENEH TaKCH, CTI0APECC, MUJIOTOB CAMOJIETOB U T. . B HEKOTOpBIX OoTpac-
JISIX COTPYAHUKU TPEThEW TPYIIbl MOTYT OJHOBPEMEHHO MPUHAMJIEKATh U K IMEPBOW, HATPUMEp
B KOHCAJITUHTOBOM WJIM JU3aHEPCKON KOMITAaHUM.

CoTpyIHUKH BcexX TPyl o0MafaloT pa3sHbIMH B3MISJAMU Ha CBOIO JEATEIBHOCTh, HECMOTPS
Ha TO YTO pabOTaIOT B OMHOM opranu3aii. OHU COBEPIIEHHO M0-Pa3HOMY OTHOCSITCS K padoTe, Y HUX
pa3IMuHbIe TPE/ICTABIICHUsI O CBOEH pOJM B MpoIecce MPOM3BOACTBA M 00cmyxuBaHuu KireHToB
KOMITQHUH.

JI71s1 Havasa [apaiTe MO3HAKOMHUMCS C OCOOEHHOCTSIMU BOCTIPUSITHSL pabovero mporecca npeji-
CTaBUTEJISIMU [IEPBOM U TPEThEW TPYIIL.

JlioGy1o cpeiHeCTaTHCTUYECKYI0 KOMITAHUIO MOKHO IPEICTaBUTh B BUe MUpamMubl. Tormna B ee
BEpXHel TpeTu OyzeT pa3MmelieHa nepBasi TpyIna, a B HUKHel — TpeTbsl. HecMoTpst Ha TO uTO 00€
IPYIITBl HAXOASTCS HA MPOTUBOIOJIOKHBIX MOMI0CAX MMPAMUIIBI U, CIIEIOBATEILHO, B HEPAPXUU KOM-
MaHWH, Y HUX €CTb MHOTO 001ero. Pyxosooumenu u me Compyonuky, Komopbele 3aHUMAOMcs npo-
oadicamus u nocmosnHoim oouenuem ¢ Kauenmamu, a maxsice Compyonuku, 3ansmole Ha npou3800-
cmee, Haubonee adeKeammbl 8 GOCNPUSIMUU PEANLHOU HCUSHUL U €€ BbI30606 .

Ilepsasi epynna, B cly TIPUCYIIUX €l pabounx (PyHKIMI — 0OecreynBaTh CBSI3b KOMIIAHUU
C OKpYy’Kalollel ee Cpeioi, MOCTOSHHO padoTaeT Ha pe3ysbTaT. DTa rpynra BeIHYKAEHA AepXkaTb
yZapbl 1 HAXOAUTh KOMIIPOMUCCHI B KpaliHe CJI0:KHOM U arpeccuBHOM BHelIHel cpene. Takue Cotpya-
HUKU KaX[IbIH IeHb CTATKABAIOTCS C HECOBIACHUEM KeJIaeMOro M peajibHOTO: MOCTABJICHHBIE LIEJTH,
notpedHocTr KIMeHToB, orpaHiueHrs coO CTOPOHBI TOCYJapCTBA 3a4acTylo He COUYETAIOTCs C pecyp-
CaMU ¥ KOMITETEHIIUSIMU, KOTOPBIMH 00/1a/1aeT KoMmranust. Haxosick B 9101 rpymrie, mepcoHas oT4eT-
JIMBO BUJIUT, KAK MHOTO HYKHO CE€JaTh, YTOOBI JIMIIIb COOTBETCTBOBATh OOBIYHBIM OXKMIaHUsIM K-
€HTOB, HE TOBOPS YK€ O TOM, UYTOOBl YOMBUTH UX. A €llle HyKHO IMOCTOSTHHO aruTHPOBATh KOJUIET
Y TIO[TYMHEHHBIX OpaTh Ha ceOs1 O0JIbIIIe OTBETCTBEHHOCTH, OTHOCUTHCS K PadOTe «KaK K CBOSH» U T. II.
Yro mymaioT 00 3TOM MX KOJUIETH Y MoqurMHeHHble? Kak mpaBuiio, HUYero Xoporero.

CoTpyIHUKY TEPBOM I'PyNIbl YYBCTBYIOT Ce0sl 3a)KaThIMM MEXIy MOJIOTOM M HaKOBQJIbHEH,
I71e HAKOBAJIbHSI — 3TO KOMITAHHUsI CO BCEMU BO3MOKHOCTSIMU M OTPAaHUYEHUSIMH, & MOJIOT, OOpYIIIH-
BAIOIIMICS €XeTHEBHO Ha UX rojyioBbl, — KitmeHTbl, KOHKYpEHTH 1 TTOCTOSIHHO M3MEHTIOLIHECs Tpa-
BUJIA UTPHI.

CoTpyInHUKYU mpembeil 2pynnsl 3aHITHL TEM, YTO BOIUIOIMIAIOT B )KU3Hb MEUTHI U TUIAHBI PYKO-
BOACTBa KoMmnaHuu. [1o X MHEHHIO, PyKOBOJICTBO YaCTO OTOPBAHO OT PEaIbHOCTH M HE MOHUMAET
WCTUHHOTO ToNoXeHus1 Jei1. [ToaTomy Te pacnopsikeHHs «CBepXy», KOTOpbIe OHM TMOJIYYaloT, Ha UX
B3IJISI/I, COBEPIIIEHHO Hesenble. B OObIIMHCTBE KOMITAHUI IMEHHO TPEThsl TPYIIIa YyBCTBYET ceOst
00JIeIeHHOM | YCTaBIIel OT MPeHeOPeKUTEIHHOTO OTHOIICHUS TeX, KTO CUUT HaBepxy. TunudaHas
(dpaza, koropyio npousHocAT COTpyITHUKH TpeThel rpymiibl: «[lompoOoBaiu Obl OHU TYT IEHEK Mopa-
60TaTh, MBI ObI HA HUX TIOCMOTPEJIH». YIPy4eHHOE BOCIIPUATHE pad0vero mporecca MoaKperuiseTcs
BEPOM B TO, YTO OHM HUKAK HE MOTYT MOBJIMATH Ha MPUHIMAEMble HABEPXY PEIleHusI, a BOT €CJIU Obl
MOIJIH, TO KU3Hb U IEATETHOCTh KOMITAHUHU Cpa3y Obl NU3MEHUJIUCH K JTydIlIeMYy.
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[TocTosiHHAs HEYIOBIETBOPEHHOCTh CBOUM MOJIOKEHUEM, Ae(PULIAT UHPOPMALIMKU O PeaTbHOM
TIOJIOXKEHUH JIETT, a TaKKe JKelaHue U3MEHUTh OTHOILIEHUE K ceOe Ha Oosiee CrpaBeyIuBOe JesIaeT 3Ty
rpynIty BO MHOTOM OJIM3KOM MO JIyXy K TIEpBOM.

Bnarogapsi cBoedl aleKBaTHOCTH, OOYCJIOBJIEHHOW YYacTMEM B peajlbHOM IPOU3BOJICTBE
U PpeIllIeHWH CIOKHBIX 3a/adv, TepBasi U TPEThsl TPYIIBI CHOCOOHBI ObITh MEHTAIBHO TMOKHUMHU
Y MEHbllIEe TPATUTh CHJI Ha MYCTOE CONpOTHBIeHUE. Kak TONMBbKO y HUX MOSBJISAETCA IIAHC YBUAETD,
YTO 3aHMMaeMasi UMY TMO3ULUS HE AAET MOJIOKUTEBHOIO pe3y/bTaTa [Jisi KOMIIAHUM, OHU TOTOBBI
n3MeHUThCs. Takux COTpYIHUKOB MOKHO Ha3BaTh «HCUBLIMUY.

[Tocepenune Mexy nepeoii 1 mpemuweli CymeCTByeT emopas epynna — opucHsle COTpyIHUKU.
OHM «3alIMIIEHBI» OT «KECTOKON pealbHOCTU» TEMH, KTO MTPUHUMAET Ha ceOst Bce TIPOU3BOJICTBEH-
Hble U (prHaHCOBBIE pUCKK. OdricHbie COTPYIHUKH, TPY KOTOPBIX 3aMKHYT Ha 0OCITYKMBaHUU BHYT-
PEHHMX TOTPeOHOCTEH KOMIAHUM, UMEIOT c1adoe MpE/ICTaBJIeHUE O IeHe KaKAOro MOITyYeHHOTO
pyosnss Kiuenta. OHu paGoTaioT npoueccho — MPOCTO BBHIMOMHSS MPEANTUCAHHbIE UM OO0SI3aHHOCTH
¥ HOpMaTuBhl. [1pr 9TOM OHU CTaBAT cede B 3aC/Iyry IMEHHO TO, UTO BCEr/Ia YeTKO CIIEAYI0T YCTAaHOB-
JIEHHBIM TIpornieaypaM. Takasi 3aMKHYTOCTh BTOPOU I'PYIIIbl CO3/1A€T BPEAHYIO /JIs KOMIIAHUU YCIIO-
KOEHHOCTh. B TO Bpemsl Kak HaBepXy ¥ BHU3Y OYIIyIOT OypH 1 PEBYT IITOPMBI, B IIEHTPE €CTh YIOTHBIH
0a3MUC, KUBYIIMN Pa3MEPEHHO U HEBO3MYTHUMO.

Kak npasuno, CoTpyqHUKHM BTOpPO¥ TPyMIbl OONAIA0T HE TOJNBKO BBICIIUM OOpa30OBaHKEM,
JOXOJIOM BBIIIIE CPETHEr0, HO TaKKe M 3aBBIIIEHHBIM CaMOMHeHUeM. [Iiss HuX OoJblloe 3HaYeHue
MMeeT COOCTBEHHBIN CTaTyc. DTOW TPpyINIe MPUCYIIA KOHCepBAaTU3M B padOTe, TACCUBHOCTD, CKEll-
TULIU3M U LWHU3M. Bmopyto 2pynny MOICHO 0Xapakmepuzoéamsv Kaxk «0oemamuuryo». Ona uacmo
npeocmasasem coooli npensmcmeue Ha nymi no co30anuio Kauenmoopuenmupoeanoii KOMRAHuuU.

Kak BbI mymaete, nmouemy BTOpasi IpyIlia, CIOBHO SIKOPb, TOPMO3UT ABMKEHUE KOMITAaHUU?
Jleno B TOM, 4YTO ee TpeJCTABUTENIM yBEepeHbI, OyaTo Obl MX padoTa HUKaK He cBs3aHa ¢ CepBu-
com. Onm yoexaeHsl, yro CepBUCOM B KOMIIAHUM 3aHUMAIOTCS Jpyrue MoApasieieHusi, KOTopbie
Y JOJIKHBI HAHUMATh CHEIIMATIbHBIX, «CEPBUCHBIX» Jofiel. To ecTh y odrica — HUKaKoW OTBETCTBEH-
Hoctr! CoTpyIHUKH, paboTaloIye B OyXraJITepir, CHCTEMHbIe a IMUHUCTPATOPHI, TPOSKTUPOBIIIUKA
U JIp. BEPSAT B TO, UTO OT HUX TPEOyeTCsI «IPOCTO XOPOIIIO BBIIOIHSATH CBOIO PadbOTy».

N3BecTHblii omopuctT Muxani JKBaHeLKHi BHICMEUBAET TAKOW MOAIXO/] B OJTHOM U3 CBOMX I€HU-
aJbHBIX quaioroB. CyTh CUTYyaIMu B TOM, 4TO KiIMeHT HeIoBOJIeH MOUTHIM KocTioMoM. OH oOpaiia-
eTcsl K pa3HbIM JIIOJSIM, KOTOPbIE TPUHUMAIIY yYacTHE B MOLIMBE, C BOITPOCOM: «KTO cImi KOCTIoM 7»
Emy oTtBeuaior Ha oHOM U3 yyacTtkoB: «K myroBuiiam npereHsuu ectb?» KineHt orBeuaet: «Her».
U Ttak no kax1o# otaespHON oneparyu. [lomyyaercs, 4To B 11e10M K paOOTHUKAM aTesbe MPeTeH3Uit
HEeT, a KocTioM OpakoBaHHbIM. BoT n Hamm COTpyIHMKM M3 BTOPOM TPYMIIB, padOTaloIIre B CBET-
JIBIX U TETUTBIX Oprcax, MMEIOIIMe HeTUIOXYI0 3apaOd0THYIO TIATy U TIOJIOKEHUE B OOIIECTBE, IPOCTO
«XOPOLLO AEJAI0T CBOE JIEJI0».

Ho, no3BonuB UM nmpojokarh BOCOpUHUMATH ce0sl ¥ CBOIO pabOTy MMEHHO TaK M He TIOIYH-
HATbCs npaBuiaM KynbTypel CepBrica, Mbl PUCKYEM OCTABUTD «HeMNepanypHvle MOCHbl». ITOT Tep-
MUH B3AIT U3 CTpoUTeIbCTBA. OH O3HAYAEeT, YTO Ha MECTaX CThIKa KOHCTPYKLIMI U3 pa3HbIX Marepua-
JIOB BO3HMKAET yYacTOK, KOTOPBIN OXJIaKaaeTcs ChiibHee npyrux. [Ipodiema TemneparypHbIX MOCTOB
B TOM, YTO U3-32 HUX 3HAYMTENILHO CHUKAETCS TEIUIO3alluTa 31aHusl. B cTpouTenscTBe 3T0 NpUBOIUT
K TIOBBILIIEHHOMY TOTpeOICHUIO SHEPrur, 0Opa30BaHUI0 KOHJEHCATa, PUCKY MOBPEXkICHUS JIeMEH-
TOB 3/1aHMS], TIOSIBJICHUIO IJIECHEBOTO IPUOKa.

JI7151 KaskJI0ro HEeraTMBHOTO SIBJICHUSI B CTPOUTEIHCTBE MOKHO HAlTH aHAJIOTHIO B OM3HEC-TIPO-
necce:

* TIOBBIIIIEHHOE TIOTPEOJICHNE SHEPTUH — ITO 3aTPaThl PYKOBOJACTBA Ha CIUIOYEHHUE, 00beAnHE-
HUE KOMIIAHUMY;

* 0Opa3oBaHMe KOHJIEHCATa — 3TO MPOOJIeMBbl, He CBS3aHHbIE HEMOCPEICTBEHHO C MPOU3BOJ-
CTBOM TpOIyKTa wiu oocyxkuBanus Kinuenros. Harpumep, HakorsieHHbIe 0OMIBI OAHOTO TIOIPa3-
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JeJeHHs Ha APyroe BbUIMBAIOTCS B HapyIlIeHHe HOpMaJbHOTro pabouero odiieHus. B utore omnepa-
TUBHBI 00MeH MH(pOpMalIMel UCKakaeTcss U 00a Mojipas3/ie/ieHisl HAUMHAIOT CTPaJIaTh OT HEXBATKU
OIEPATUBHBIX TAHHBIX;

* PUCK MOBPEXICHUS JIEMEHTOB — 3TO (DaKTUIECKH yIIepO, TOHECEHHBIN KOMITAHUEH B Pe3YJib-
Tare KOH(JIMKTOB MEXJy TOjApa3/ie/ieHUsIMU TIPU BBIMOJHEHUU OOIIed padOThl M TOCTABJIEHHBIX
3aj1a4;

* MOSIBJICHUE TIJIECHEBOTO I'pUOKA — «THUJION» MHUKPOKJIMMAT B KoMraHuu, e CoTpyaHUKH
3aHSATHI MOICKKUBAHKEM, KaJI00aMH U CCOPaMH JPYT C IPYTOM.

CoBMecTHO 3TH (DaKTOpHI JI€30PraHM3yIOT BCIO CHCTEMY yrpasieHus. B mHTepecax Jo0oit
OpraHU3aIMHU — UCKJTIOUUTD «TIeperaj TeMIepaTyp Ha CThIKax» pa3HbIX YyacTeld KOMIIAHHUH.

OnacHOCTh pa3IMYHOrO NOHUMAHUSI CBOEW POJIM CO CTOPOHBI MOAPA3AETIEHUIN JIEMOHCTPUPYET
crenyommil mpumep. Yro Oyaer, eciii XOJMOAHBIN CTEKJISTHHBIN CTaKaH OIyCTUTh B KUMATOK? Ecte-
CTBEHHO, CTaKaH JIomHeT. Heuto monqoOHoe MpOoUCXoauT Kax bl geHb Mexay COTpyaHUKAMH, eCu
B KOMITAaHUU HET €IMHOMN KYJIbTYpPbl OOLIEHUS U CIAKEHHON KOMaH/Ibl €TMHOMBIIUIEHHUKOB. Kosoc-
caJibHasi SHEpPrusi He TOJIbKO PacXoiyeTcsl BIYCTYIO, HO U pa3pyllaeT CTPYKTypy U3HYTPH.

Hawe onpeoenerue Cepsuca cghopmyauposaro makum oopazom, umoosl kaxcoviti CompyoHux
KOMNAHUU MO2 OMOHCOeCm8umn e20 co ceoeil padomoti . [ipyrumu cioBamu, Bce COTpyIHUKY BOBJIE-
yeHsl B iporiecc CepBuca.

[paBwia, MHCTPYKIIMM U MPOTrPaMMBbl, HAIpaBJIeHHbIE HA CO3JaHMe YHHKaIbHOW KynbTypbl
Cepsuca, KacaioTcsi KakA0ro padoTaIoIIero B KOMIIAHUHM — OT OXPAaHHUKA JIO T€HEepaIbHOTO JMpPEeK-
Topa. B rmaBe o KoprioparusHoii Kynbsrype Mbl onpooHo o6cyaum 3nadenue 100 %-ro BoBieueHUs
CotpynaukoB B padoty no Cepsucy.

OTcyTcTBHE OOUTHOCTH M CIUIOYEHHOCTH B KOJUIEKTHBE TIPUBOIUT B JIyUILIEM CITydae K HU3KOM
apdexTrBHOCTU. [lena uayT MeJIeHHO, MHOTO BPEMEHHU yXOAUT Ha OTCTAMBAHUE CBOEW TOUKHM 3pe-
HUS paOOTHUKAMU pasHbIX MOIpa3feieHuid. B Xyaimem ciiydae KOMIaHus, pa3pbiBaeMasi Ha 4acTH
BHYTPEHHUMH TPOTHBOPEUMSIMH, TIEPECTAET CYIIECTBOBATh. BMECTO TOro 4TOOB KOHIICHTPUPOBATh
YCUJIHSI Ha Pa3BUTHH, PYKOBOACTBO BBIHYKAEHO TPATUTh CUJIBI Ha OOpHOY C BHYTPEHHUMH KOH(IIHK-
TaMH.

OpraHu3anus ¥ OpraHu3M YesIoBeKa MOX0XKHU TeM, YTO MOTyT 3a0osieTh. Koria Mbl 3aHe 1y KuM,
TO JIOKMMCSI B TIOCTEJTb, OTMEHSIEM BCe JIeJ1a, BCTPEUH M TIOE3/IKH JI0 TeX TOop, MoKa O0JIe3Hb HE OTCTY-
nuT. MBI HarTpaBJisieM CBOM CHJTBI HA BbI310poBieHre. Ho B cityyae ¢ GU3HECOM «ITOCTEIbHBIN PEeXUM»
I'PO3HUT MOTEPeil AParoleHHOro BpeMeHH 1 nmodenoit KoHkypeHToB.

CepBuc noguepkuBaeT He00OX0AUMOCTh
AKTHBHOM MO3UIUH KaK/10T0

Bespazmuue k padote cpeny COTpyIHUKOB paclipOCTPaHEHO Ha OOJIBIIMHCTBE MPEATPUSTHI,
B MarasuHax, MOJMK/IMHUKAX, aBUAKOMIIAHUSAX U T. 4. PaBHOAyIIHOE oTHOIIeHKe K KieHty npuHo-
CUT KOJIOCCAJIbHBIE YOBITKM KOMIIAaHUAM KaK B peryTallMOHHOM, TaKk U (PMHAaHCOBOM I1JIaHe.

B Haie Bpemsi U3MEHEHU S TPOUCXOASAT € OONBIION CKOPOCTBIO M HU O/IHA KOMITaHU I HE MOKET
MO3BOJIMTH ce0e paboTaTh pa3sMEpPEHHO, B pexknMe, Koraa COTpyAHUKY TPUBBIYHO CIIEAYIOT UHCTPYK-
L1SAM, HE 33/lyMbIBAsICh O CMBICJIE U pe3yJsibTaTe CBOEro Tpyaa. [ake ecau siBHO MPOUCXOAUT YTO-TO
HE TO, MHOTHE U3 HUX MPOJIOIKAIOT MOJTYA BBHIMOIHATh O0S3aHHOCTH, TIOKA HE TIOCTYITUT OYepeJHOe
PACHOPSIKEHUE «CBEPXY».

WNixak Agmzec, OOWH W3 BEOyIIMX MHPOBBIX OW3HEC-9KCIEPTOB,
pacckasbpiBajl, KaKk MHOTO JIET Ha3aJl BBICTYIAJ Mepell POCCUHCKOW ayaUTOPHUEH.
OH WCHONB30BaI MPOEKTOP, YBEIUYHUBAIOIIMA HM300paXeHWe C IEJUTYJIOUIHOTO

MNpo3pavYHOro JimCra, Ha KOTOPOM HOOKJIAJYMK PUCYET BO BpPEMA BLICTYILUICHHA.
21



B. Amnromenko. «Yx te1! CepBuc»

B kakoi-to MOMeHT wu300pakeHHe MoMeHsio yron Ha 90°, Tak 4TO BCeM
CITyIIaTesisiM MPUIILIOCh HAKJIOHUTh TOJIOBY HAOOK. B Takoi HeymoOHOW 1mo3e oHU
MIPOIOJIKAITU CU/IETh U HUKTO HEe OCMEJTWJICS CKa3aTh 00 ormoke!

A BOT NpuMep THUIMMYHON CUTYAIlH, KOTOpask MOXET CIYYUThCS B JTIOOOM
opranm3auuy. OpHaXIpl OHA MPOM3OILIA U B Haimiedl KommnaHuu. CoTpygHMIIA
npuayMasia, Kak C/ieiaTh TIPOIIeCC BBICTABJICHWSI CYETOB OoJiee  yIOOHBIM
st KimuenroB. OHa mojenniach cO CBOMM HENOCPeACTBEHHbIM PykoBogutesnem.
B03MOXHO, TOT HE OLIEHWJT UJICI0 WK OHA ObljIa U3JIOKEHA HEYETKO, U B UTOTE BCE
ocrasiock Mo-ipexkHemy. CITyCTsl Kakoe-TO BpeMsl TIOXoxasl ujesi Oblla O3By4eHa
Ha coBemannu COTPYTHUKOM APYroro noapasieieHus. TaM ke MpUCyTCTBOBAU
niepBast Cotpynuuria u ee PykoBoauresis. Ternepb eMy 9Ta MHUIMATABA TOHPABUIIACH
¥ OH BBICKa3aJIcs 3a ee peaym3anuio. CoTpyaHuIa ObUia OYeHb pacCTpPOCHa.

Bce, dero eit He xBaTiI0, — AercTBUsA. HapomgHash MyapoCTh TJIacuT: YTOOBI
3a0UTh TBO3/Ib, HAZIO B3SITh MOJIOTOK M YAAPHUTh 10 TBO3/I0 HECKOJIBKO pa3.

B cBoMX IeicTBUAX HYKHO MCXOOUTDH HE TOJIBKO U3 BO3MOKHOM I10JIb3bl, KOTOPYIO MOXKET ITPU-
HECTH TBOSI MJIesl, HO ¥ U3 HEOOXOAUMOCTH MPOSIBUTH OIPEAEIEHHYI0 HACTONUUBOCTb.

He nmeert 3HaueHns, 1o Kakoi npu4rHe chopMUPOBAJIOCh TAKOE BOCIIPUATHE TPOUCXOISILETO.
3ajaya KOMIIAHUU U €€ PYKOBOJACTBA B TOM, YTOOBI M3MEHUTh NMACCUBHOE OTHOLIeHNe COTpyJHUKA
Ha akTuBHOe. CepBHUC — 3TO B NIEPBYIO OYEpeb Oelicmaue.

Cwmblca Ceanca — B CO3JaHMH MMOJIb3bI IJdA APYIroro 4€JJoB€Ka

JlioGast nesaTenbHOCTh UMEET CMBICH, TOJIBKO KOTJa TMPHHOCHUT TOJb3y TeM, Pajd KOro ocy-
niectBisiercs. Viaest MoeT moka3aTbCsl Ha MEPBbIN B3IVIs1 TPUBUAIBHOM. Beb 9T0 1 Tak 0ueBUAHO!
Tem He MeHee OIJISIHUTECh BOKPYT — U Bbl YBUIUTE MHOTO IPUMEPOB MOBE/IEHHU I JIIO/IEN M KOMITaHUiA,
KOTOpbIE JIEMOHCTPHPYIOT ITpeHeOpeKeHNe MTPOUCHON NCTHHOM.

Hampumep, «monb3a» Kacchl HEKOW KOMITAHUM — TIPUHSTH AeHbru KimeHtos
3a okaszpiBaemble yciuyrd. OmHako rpaduk paOOThl Kacchl TakOB, YTO OHA
3aKpbIBaeTCs Ha 00el B TO BpeMs, Korga y OonblmHCTBA KIiMEHTOB TOXe
00eNICHHBII TIepephIB U COOTBETCTBEHHO €CTh CBOOOIHOE BPEMSI.

Jpyroii BecbMa pacHpOCTPAHEHHBId TpUMEp HapyUIeHUsl «IPUHLUIA
nonb3bl»: COTPYJHUK TPUXOOUT HA CITyXKOy BOBpEMsI WIM JaXe paHbllle Havasa
pabodero aHsI, HO TIOTOM ellle ToTYaca MbeT Yai, OonTast ¢ KOJUIeraMu.

Nma Corpynauk B padorte ¢ KimeHtamu nenmaer Bce MO WHCTPYKIMH U,
HECMOTPs Ha TO 4TO KJIMEHTHI yXOAAT pa304yapOBaHHBIMU, ITPOJOIKAET BBIOTHSATH
padoty 6e3 U3MEHEHHI.

B smoHCKOM sI3bIKE €CcTh IIPEeKpacHoe CIOBO, KOTOpoe 0003HAYaeT MOJOOHYIO AesATeTbHOCTb.
IIpexkpacHO OHO TOTOMY, UTO €r0 3ByYaHHE AJIs1 PyCCKOTO yXa BbI3bIBAET BECEIbIE ACCOLIMALIU U OHO-
BPEMEHHO TepeaaeT HeAOIMyCTUMOCTh TAKOTO OTHOLIEHUS K padoTe: myoda. DTO MOHITHE O3HAYAET
AeATeIbHOCTD, KOTOpasi MOTPeOIsSieT pecypehl, HO He YIOBJIETBOPsieT notpedHocTu KimenTa.

OueBuHO, 4TO JM0OAsi OpraHM3alysl KpaiHe 3aMHTEepecoBaHa AepXkaTb B CBOMX CTEHaX
KaK MOXHO MeHblIIle «MyI0B». COTPYAHUKH JOJKHBI padOTaTh C OCO3HAHUEM IPUOPUTETOB UX Jes-
tespHOCTH. Harte onpenenenue CepBuca — OTIMYHBINA HHCTPYMEHT OOPbObI C «MYAaMI», TOTYEPKH-
BaIOIIUI, 4YTO:

o cmbiciiom JIIOBOM festresibHOCTH;

* BCEX CoTpyaHHKOB;

« KAPKJIOM xomnanum;

* ABJISIETCA CO3JaHue MoJib3bl 15 Kinenra.
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Urak, Cepsuc —3mo npedxcoe acezo Oeticmaue, Komopoe mpedyemcs Komy-mo eokpye Hac. Tomy,
KMO NOAYUUI OM 3020 KAKYHO-MO NOAb3Y.

Bnarogapsi Takomy ormpezaeneHuio y PykoBoauTenss KOMIIAHUM TOSIBSETCS. BO3MOMKHOCTb
BKJIIOYUTH B padory no co3panuio Kymerypsl CepBuca kaxmoro COTpyqHHMKA, BHE 3aBHCHMOCTH
OT TOTO, CTAJIKKUBaercsi ToT ¢ BHemnumu Knventamu vim Het. [I71s1 3TOro HEAOCTATOYHO MPOCTO
3asIBUTh O CBOEM KeJJaHUM cTaTh KimeHToopreHTHpoBaHHBIMU. TpedyeTcst epeoCMbICIIEHHE CIIOCO-
OOB U MPUHIIUAIIOB BeJIeHHUs OM3Heca, poJiv KOMIaHWH, iofpasaeieHuii 1 CorpyqHukoB. OO 5TOM Mbl
erie OyJieM He pa3 yIIOMHUHATb.

Koraa mbl roBopum 0 CepBuce, TO TOBOPHUM €lIlie M O cmpamezuu. ApXumey MpUNCHBAIOT
cieaymolue coBa: «/laliTe MHE TOUKY OTOpHI, 1 51 iepeBepHy 3emitio». CepBHC — 3TO Ta camasi TOUKa
OTOPBI, C TIOMOIIBI0 KOTOPOH MOKHO MEPEMECTUTh KOMITAaHHMIO Ha CJAEAYIOIIUI YpOBEHb Pa3BUTHUS
Ou3Heca, orepexas Ha HECKOJIbKO MIaroB cBoMx KoHKypeHTOB.

Crparerus Cepuca npejjaraeT nepeocMbICIIUTb POJIY NOAPa3/eNeHH, OTIEIOB U BCE KOM-
MaHUM B 11€JIOM TaKUM 00pa3oM, YTOObI KaKIbIii CMOT TIOCTOSTHHO BHOCUTb CBOM BKJIAJ] B CO3JaHUE
«TIOJIB3BI» U «IIEHHOCTU» 17151 KITMeHTOoB.
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KineHTOOpHEeHTHPOBAHHOCTh KaK CIIOCO0 BJJOXHOBHUThH

Ki1eHToOpreHTUPOBAHHOCTD — 3TO €lle OAUH HIMPOKO PACHPOCTPAHEHHBIN TEPMUH, KOTOPBIN
TpeOyeT YeTKOro orpezeieHus ero cMmbicia. Ha Bompoc, 4Tto oHa O3HaYaer, 4yacTo MOXKHO YCITbI-
IIaTh «4ero U3BOJIUTE?», «IIPOrudOaHKe» Mepesl KeM-TO, UCTIOJIHEHHE Beex kenanuit Kimenta, yme-
HHE BBICTPOUTH JUAJIOT U T. T1.

KIIMEHTOOPUEHTUPOBAHHOCTD - 310 ymeHue, Kak MHUHHUMYM, COOTBETCTBOBATb,
a KaKk MakCUMYyM, ITPEB30MTH OXUIaHKA 1ieneBoro Kiuenra.

W3 Hamero onpesesneHus BHITEKAIOT TP OCHOBHBIX KpHUTepHs KIIMEeHTOOpPHEeHTHPOBaHHOCTH
KOMITQHUU:

* oTHOlIeHNe KimeHTa Kak olleHKa KayecTBa padoThl KOMITAHUM;

* paboTa ¢ KmoueBbiM KineHTowMm;

* CTpeMJIEHUE MPEB30UTU OXKUAAHUS KioueBoro Kimenra.

OTtHomenne KineHnra kak oneHka KauecTBa pad0Thl KOMIAHUN

OrnpasHas Touka KinMeHTOOpUEeHTUPOBaHHOCTH — BOCTIPUATHE TOBApa WX YCIyTH KOHKPETHO
tem KimeHnTom, 17151 Koro oHM ObUTH CO3[aHbl U Ybu NoTpedHOCTH yaoBaeTBopsiioT. 1o LIEJIEBBIE
(xmoueBble) KJIMEHTDI. IMeHHO X MHTEpECHl SBIISIOTCS NPUOPUTETHBIMU, HA MTOCTOSIHHOE YI0-
BJIETBOpeHHe noTpedHocTel Takux KimeHToB nomkHa ObITh HalleJieHa KOPIOpaTHBHAS UIICONOTHS
KOMIIAaHWH, TIOCTpoeHa padota Bcex COTPYTHUKOB M HaJIaXKeHBI TPOU3BOACTBEHHBIE TIPOLIECCHI.

KineHtoopreHTHpOBaHHas KOMITAHUS POKAAETCS JIUIIb TOI/1A, KOT/a pellaeT CTpouTh padoTy,
OTTAJIKUBAsICh OT MOHUMaHUS «IoJb3bl» it Knuenra. [Ipuuem nenaer 3to Ge3 OrfisiAKu Ha CBOU
TEXHOJIOTMM Y aKTUBbI B JAHHBI MOMEHT.

OpueHtansa Ha CO3JaHUE pe3yJbrara, KOTOpbM caM KJMEHT cuMTaeT LEHHBIM, SBIISETCS
OIHAM M3 NIEPBOOYEPEIHBIX TANOB B (hopMUpoBaHnU KIIMEHTOOPUEHTHPOBAaHHOM KOMIIAHUHU.

Paoora ¢ kiarueBbiM KineHrom

OueHb TpyIHO OBITH YCHIEHTHBIM, HE 3Hasl, JIs1 KOTO ThI JeJIaelb padoTy.

Harpumep, oTeiio CJI0XKHO yAOBJIETBOPHUTH 3aIIPOCHl OIHOBPEMEHHO MPUEXAaBIIMX CHOyOOpau-
CTOB ¥ OMU3HECMEHOB. Y 3THX JIBYX TPYIIT COBEPIIEHHO pa3Hble MHTEPECH! U, CIIeJOBATENILHO, pa3HbIe
oxuganus. [l OqHUX BaskeH CIIOKOMHBII COH, IOTOMY YTO 3aBTpa HYKHO Y4acTBOBATh B CJIOKHBIX
NIEPErOBOPAX, & IPYIMM XOUETCS BECEJIO ITPOBECTH BEUep, MNO3HAKOMHUTHLCS C HOBBIMU JIIOJbMH U T. I1.

HeosmokHO HpaBuThCs BceM Kimenram cpa3y.

s komnanuu He modicem Oblmo 8aXdCHLIM MHenue ecex Kauenmos, a moavko ceoezo yene-
6020. DTO HE 3HAYUT, YTO HYKHO IJIOXO 0OpaIaThcs ¢ HelleJaeBbMU KimeHTaMu, 9T0 3HAYUT, YTO MBI
JOJDKHBI ClieNiaTh Bee, YToObI HetlesieBble KimeHTsl K HaMm OoJTbilie He MTPUIILIH.

Hampumep, McDonald’s He 0OcayXMBaeT MbsSHBIX JIOAEW, OTOMY UYTO 3TO
paspyluaeT ero UMUK CEMEMHOIO pECTOPaHa B IV1a3aX POAUTEIIEH, KOTOPBIE XOTAT
npuBecTH Tyaa faeteid. 3agaya st McDonald’s — ycTpouTh Tak, 4ToObI IbsTHbBIE
3[0€Ch He MOSBJSIUCH. [lake HECMOTpsl Ha TO, YTO (PMHAHCOBBIA OTAEN MOT Obl
MIPE/JIOKUTh MPOJIABATh CIIMPTHOE, YTO MOBBICUJIO ObI BRIPYUKY B JIBa pasa.

Yacto Ha MpeArnpUsITUN MPULYMbIBAIOT HEYTO OCOOEHHOE, CUMTasl, YTO 9Ta HOBMHKA 00si3a-
TeJbHO noHpasuTcs Kimenrty. Hanprmep, MHkeHepbl M300peTaloT MHOKECTBO TEXHUUECKUX «HABO-
POTOB», KOTOpbIe HUKOTJa He OyIyT UCIONIb30BaHbl KIMEHTOM B CHJTy €ro HeIOCTaTOYHOM KBaJTU(hU-
KalM WK [IPOCTO 32 HEHaJOOHOCThI0. [Ipyroil paciipocTpaHeHHbI BApHUAHT — KOTJa TPOU3BOICTBO
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OTTAJIKUBAETCS OT CBOMX TEXHUYECKUX OrPaHUYEHUI 1 IPOU3BOAUT TO, YTO IpoILe U Aeuiesie. Eciu
MIONIPOCUTD OMKCATh TAKOW OM3HEC, TO ¢ OONBINON IOl BEPOSITHOCTH BCE CBENIETCS K (DUHAHCOBBIM
MOKa3aTeJIsiM, BHITIOTHEHHIO 00513aTesIbCTB TMepe]] aAKIIMOHEepaMU, TTOTYUYeHHIO 0N PhIHKA.

Kimenram Bce paBHO, Iie M KEM CO3[aH IPOAYKT. I HUX IIABHOE — HACKOJIbKO CHJIBHO OH
VM HYKEH.

Hama nepBocreneHHass HEOOXOOUMOCTbh — 3HaTh, KTO sBJIsieTcsl KimoueBbiM Kimentom. Knu-
€HTOOPUEHTUPOBAHHOCTb POXKIAETCA B TOT MOMEHT, KOIZla B KOMIIAHMM NOSABWIMCH 3aja4a OIucaTh
«cBoero» Kimenra.

3a onucaHueM MPUXOAUT MPEACTABICHUE, YTO OH JIIOOUT, YTO HE JIIOOHUT, YTO MOKET IMOJIO-
outh. HaumHaeTcs miporiecc «ImpeayraabiBaHus» xkenanuii Kinventa. HaunHaetcs nepron «0XoThi»
3a MOJIOKUTENbHBIMU 3MouusiMu Kinenra!

CrpemiieHne peB30UTH O:KHAAHNS KJIO4YeBoro Kumenra

Tperbst BaxHas coctaBisiomass KiMeHTOOpMEeHTUPOBAaHHON KOMITAHMM — 3TO MOCTOSIHHOE
CTpeMJIEHHE MPUATHO YAUBIATh U BOCXMIIATh KJIMEHTOB. BOJBIIMHCTBO KOMIAHUI MTPOCTO CIEAST
3a BHITIOJIHEHUEM JIOJDKHOCTHBIX 00sI3aHHOCTE! 1 oOenaHuil. Takoro moaxona HeJOCTATOUHO, YTOOBI
cuntarbesi KimmenroopuentupoBannoii. B ee KoprnopatusHoit KynbType nomkHa ObITH 3aoXkeHa
yepra CTpeMuThcs Aenath cBoe Aeno Ha 101 %. Ytoosl KiueHt B oOmennu ¢ CoTpyIHUKaMu 4yB-
CTBOBAJI PaJIOCTh Y BUAEJ KEJIaHWE MPEUIOKUTh eMy HEUTO MoJe3HOe U nHTepecHoe. YTOObI TeXHO-
JIoruy ObLIM HalleJIeHbl Ha OCTOSIHHOE COBEPIIEHCTBOBAHKME KauecTBa TOBapa (BHELIHUI BU, U3HO-
COCTOMKOCTb, pab0OYMe XapaKTepUCTUKY, [IeHa U T. I1.) ¥ CKOPOCTH BHITIOJTHEHHS 3aKa3a.

JaBaiiTe npeacTaBuM ceOe MOJIOI0KEHOB, KOTOPBIE TOJIbKO YTO Ky KBapTupy. Ilepen Humu
CTOMT yBJIEKaTeJIbHAs 3a71a4a OOYCTPOHTH ee. YBIEeKaTelIbHas MOTOMY, YTO 3TO X NIepBOe COOCTBEH-
HOE XWJIbE U BCE, UTO C HUM CBSI3aHO, AABJIAETCS OYEHb TPENETHBIM U JTMYHBIM. OHHU ITOLIUIM B Mara3uH
OBITOBOM TEXHHMKH 3a CTHpaJIbHOM MalvHON. Halias nmoHpaBuUBIIYIOCS MOZAENb, MOJIOIBIE CYNIPYTU
NPEICTABISIOT, KAK OHA YKPACUT UX JI0M M 00s1erduT ObIT. OHM XOTenH Obl, 4TOOBI MEUTa BOIUIOTHIACH
B JKM3HB yke ceronHs. Ho mpogasen cooOImaer, 4to JOCTaBKa MOKYMKU MOXET OBITh TOJIBKO B KOHIIE
Henenu. Kak ke OyIyT OHM cyacT/IMBBI, KOI/IAa HA CJAEAYIOIIMI JeHb UM IO3BOHUT TOT CaMBbIi MpoJia-
BeIl M CKaKeT, YTO KOMITAHMSI HAIILJIa «TOJIBKO /ISl HUX» CIIOCOO C/IeNIaTh IOCTaBKY MMEHHO CETOMIHSI.
[Tponaser] yTo4yHUT yn0OHOE BpeMs, a B MOAAPOK €lle NPUILUIET YIaKOBKY CTUPAJIbHOTO MOPOLIKA.

Cam mpozaBell ¥ KOMIIaHUs1, B KOTOPO¥ OH padoTaeT, OyayT BOCIIPUHUMATHCS HAIIMMU Tepo-
AMUA Kak KimeHToopueHTHpOBaHHbIE, IOTOMY YTO HE TOJBKO MPOIEMOHCTPUPOBAIN MOHMMAaHUE
yyBcTB KiIMeHTa, HO ¥ CMOIJIM YIUBUTH, IPEB30M/S €r0 OXKUIAHU.

B npuBeneHHOM npumepe cpaboTaiyd Bce TPU KOMIOHEHTa KIIMEeHTOOpHEeHTHPOBAHHOCTH.
[IpeanonoxuM, periaMeHT JOCTaBKM IMoApa3ymeBal MNATh padbouux aHeld. COTpyIHMK MarasuHa
MOHMMAET, YTO MOJIOfasi CeMbsl — KJoueBoil KIIMEHT, KOTOphIi HyXJaeTcss B OBITOBOW TEXHHKE
Jis cBoero jioMa. Tak e Kak M IpojaBell, PyKOBOACTBO OTJeJa JOCTaBKM MOMHUT O BaKHOCTH
TIOCTOSTHHO YIMBJIATH M pajioBaTh KieHToOB, MosToMy OBUIO CAENaHO BCe, YTOOBI MOKYIATENH MOIy-
YWJIM CTUPAJIbHYIO MAIllMHY Kak MOXHO paHblle. Ho koMnaHus perwia, 4To 3TOro HeJOCTaTOYHO
1J1s1 BOCXUILIEHUS], ¥ C/leslasia ellie MOJIe3HbIN MOAAPOK.

VromsHyThIi Bhilie Mixak Au3sec Ha OTHOM U3 BBICTYIUIEHUI ckazal: «$1 oOHapy:xuil B CBOEil
paborte, 4TO YeM OoJIbllie B KOMITAaHUH JIIOOBH, TeM OoJiee OHa yCrelrHas»*

4 Cm.: http://www.youtube.com/watch?v=j -dZX679GM
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KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[IpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB IIOJHYIO JIEraJbHYIO Bepcuio Ha JlutPec.

BesomnacHo onnatuTh KHUTY MOKHO OaHKOBCKOM Kaprtoit Visa, MasterCard, Maestro, co cuera
MOOWIIBHOTO TenepoHa, C TUIaTeKHOro tepMuHana, B catone MTC wm Cesi3Hoii, yepes PayPal,
WebMoney, fAunekc.densru, QIWI Komesnek, 60HyCHbIME KapTaMu WX APYTUM YIOOHBIM Bam crio-
COOOM.
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