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OT aBTOpa

BrIx0/1 B CBET 3TOM KHUTH /laJl MHE €eIlle OZHY BO3MOXXHOCTb CKa3aTh OI'POM-
HOe CITacu60 ¥ HU3KO MOKJIOHUThCS BCeM TeM, 61arozapsi KOMY 9TO COObITHE
CTaJIO peaabHOCTHIO.
MowuM 6;TM3KUM 3a BEpY, TEPIIEHUE, TEIIO, TIOHUMAaHUeE, CHITY U JIIOOOBb.
Mowum ITapTHepam: Eniena, Onvea, SIHa, Cepzell, ecyiv OB He Ballia CHIa, HAZIEe K-
HOCTb ¥ JTFOOOBB K CBOEMY ZIEJTY, 1 HUKOTa OBl He CMOT CTaTh T€M, KeM SBJISIOChH
HaIaHHBIM MoMeHT. Criacu60 3a Ballly HOAAEPKKY U pa3BUTHe Halllel KoMmaHuy.
MowumM CoTpyZHUKaM: ApPY3bs, AnekcaHop, Anéna, Anuna, Anna, Ansdus,
AHacmacusa, AuHa, AHmon, Apmem, Bepa, Beponuka K., Bepornuka 4.,
Amumpuii /]., Imumpuii K., Eezenus b., Egzenus I1., Exkamepuna, Enena b.,
Enena /1., Enena T., Meops, Unomupa, Unvsa, Hpuna E., Hpuna I1., Hpuna P,
Koncmanmun, Kpucmuna, Jles, Mapeapuma, Mapuna, Hadesxcda A., Hadexcda I,
Haodexcoa /1., Hadexcoa I1., Hamanws Bop., Hamanawvs Bp., Hamanva B.,
Hamanws I’y Hamanasa K., Homanws C., Hamanws T., Onecs, Onvea B., Onvea /1.,
Onvea E., Onvea JI., Onvea C., Onvea T., Ceemaana, Cessmocaas, Cepeetl, Cto3aHHa,
Tamvsina K., FOnus B., FOnus I, FOausa III., SIpocaas, ciacu6o Bam! Bel yauBU-
TeJbHBIE. Ballla 3anHTepeCcOBaHHOCTH B TOM, YTOOBI UBMEHSITH MUD KJIYYIIEMY,
103BOJIAET Halleli KoMaHnuu fienaTh mar BIepe/, 3aTeM ellle OAUH, U ellle. ..
Hamum KineHTaMm: cmacu60, 4T0 JaeTe HaM paboTy U e3KeTHEBHYIO BO3-
MOXKHOCTb BacC yIUBJATD U BOCXUIIATh. BB — CMBICII CyIIleCTBOBAaHUA HalIe
KommaHuM, CMBIC HAIlIETO TPY/a, COCTABJSIONIETO OOJIBIIYIO YaCTh JKU3HH.
TaTbsne @eBpanéBoii 3a IOMOIIb B peJaKTUPOBAHUU KHUTHU.
W3paTenbCcTBY «AJbiHa [1abauiiep» 3a TOTOBHOCTD BBITYCTUTD 3Ty
KHUT'Y B CBeT.
U BceM TeM JIIOZSIM, C KEM 5 KOTZa-Tu60 paboTast uar o6IIaicsa U y KOro
yuuics, B6upas jgydiiee.



[IpenuciioBue

Ecnu xouews uomu 6vicmpee, udu 00UH.
Ecau xouews uomu oansuie, u0u 8 KOMaHoe.

AdpuxaHckas NoCJI0BULA

BbI ep:kuTe B pyKax KHUTY, KOTOpas OTJIMYAETCs OT JPYTUX — OHA OyKBaJIb-
HO IIPOHM3aHa JIUYHLIM OIILITOM M OCO3HaHUeM BuTanna AHTOIIEHKO Kak
ZIeCTBYIOIIETO U [yMAIOIIETO PYKOBOJAUTEA B YCIIEITHOW pa3BUBAIOIIENCS

KoMHaHuu. V, 4To HeMaloBa)kKHO, PyKOBOAUTeJ A, paboTarouiero B Poccuu

CJTIOABMU HAIIIETO POCCUMCKOTO MEHTAIUTETA. ABTOP Z]aXKe IIOCBSAIIAET IEYI0
[IaBy 0COGEHHOCTSIM MBICIH U XapaKTepa PYCCKOTO YeI0BeKa, YEM yIIPOIIAET
eXeZHEBHYI0 PabOoTy APYTUX PYKOBOAUTEJIEI [0 OCMBICTIEHUIO U aHATU3Y
YyeloBeueCKUX OTHOIIeHUH, oBeeHNa KoMaH/. C caMbIX IIEPBBIX CTPAHUIL

KHUTY BuTanuii norpy:xaet pyKOBOAUTEIA B TO, KAK BEICTPAUBaTh paboTy HaZ

H“3MeHeHUEM KYJIbTYPHI B CTOPOHY KIMEeHTOOPHEeHTUPOBAHHOCTU. B oMoItb
YUTATEJIO JAIOTCSA IPOCTHIE U ICHBIE OIpeZieIeHus cepBrca. BricTpauBaHue

€ITHOTO TIOHUMAaHUs, 00IIero A3bIKa — IEePBbIH IIar K YCIexy.

Bce, 4To HamKCaHO BHIIIE, MBI IEPEXXUIN HA COOCTBEHHOM OIIBITE, I10-
ckonbky Deceuninck — MexAyHapoAHEINM KOHIIEPH, ClIeLIMaTU3HpYOLIIiica
Ha MPOU3BOZACTBE U MPOJAXKe IIACTUKOBOrO MPOUIIA I OKOH U ABEPEH,
a B Poccuu MBI COTpyZHUYAaeM C OKOHHBIMU KOMITAaHUAMU IO Beel cTpaHe.
Harm peIHOK OT/I9aeT O4eHb BRICOKUH YPOBEHb KOHKYpeHIIUH. B mporiecce
pa3paboTKU cTpaTeruy KOMIaHUY Ha POCCUHCKOM PEIHKe B KoHIle 2016 roga
MBI IIPUILIN K BaXKHOMY BEIBOZY: «EC/IM MBI He HAYHEM MEHSATHCS U OTJIU-

9aTbCA OT KOHKYPEHTOB, Hallla CTpAaTETrvuA HE MOXET OBITH ﬂOHFOCpOQHOﬁ>>.



Knura «¥x Te1! CepBUC» IIOMOTJIa HaM B IJTaBHOM — HadaTb, CZejaTh
mepBble ary B GopMUpOBaHUY KyAbTYpEI cepBrca B OO0 «/lekéHUHK PYC».
LleHHOCTD 3aKJjIOYaeTCA B TOM, YTO aBTOP OXOTHO JleJIUTCA TeM, KaK KOH-
KPeTHO OH 3aHUMAJICA TeM XKe CaMbIM B paMKaX CBOel KOMIIaHUH, C KAKUMU
TPYAHOCTSIMU CTOJIKHYJICS, KaK¥e OINOKU COBEPIIII, KaK UX HUCIIPABJILI,
KaKue BBIBOZBI cZiesna. Hampumep, kak IpoCTo JaTh COTPyAHUKAM IIOHATHE
0 cepBuCe, KTO B KOMIIAHMH OKa3bIBaeT CEPBUC, KaK 3all[UTUTh CBOUX COTPYA-
HUKOB, €CJIM KJIUEHT He IIPaB, KaK aBaTh 0OpaTHYIO CBA3b, KAK KOMIIAHUA
MOJKeT U ZOJKHA 3a00TUTHCA O CBOUX COTPYAHUKAX U MHOTOE ZIPyToe.

BuTanuii AHTOIEHKO CIIpaBeIMBO He JaeT YNTaTe l0 HUKaKUX aJlbTep-
HaTUB, OTBedasd Ha BOIIPOC, C Yero »Ke HadaThb — HauYUHAaTh HY>KHO TOJIBKO
c cebs, CBOUX JII0Jel, IOHMMAaHUA, KOHLIENIWH, uaeu. [Tocie IpouYTeHus
KHUTH MBI CPa3y JKe B3SJINCh 32 GOPMYIHUPOBAHME YETKOM U MOHATHOHN
KOHLIENIIIUHU cepBUca B «/leKEHMHK», OCHOBAHHOM Ha HaIlIUX [JeHHOCTAX.
Kuura gaeT 11060My PYKOBOZMTENIO MOUIHBIN ITOJIOXKUTEIbHBIA HHCANT
0 HeOO6XOZMMOCTH ITOCTOSHHOI'O PAa3BUTHUA U O0YUEHHUS COTPYAHUKOB.
BroxHoBJ/IeHHBIE OIIBITOM aBTOpPa, MBI BHEZIPUJIU B «/leKEHUHK» cpa3y He-
CKOJIBKO 3KCIIEPUMEHTATbHEIX GOPMAaTOB — KHIDKHBIHA KJIy0, BUJEOKIYO,
peryaspHble BcTpeuu «Cukep B opuce!».

[TogTBEpXAeHUEM TOTO, YTO aBTOP CaM TOYHO XKUBET B CUCTEME cep-
BUCHBIX IIleHHOCTel, KOTOPYIO IIPOIIOBeAYeT, ABIAETCH TO, YTO eMY YAaeTcA
JOHECTH BaXXHOCTb BKJIaJia PYKOBOZAAIIET0 COCTaBa, KOTOPBIYA Heslb3 HeJl0-
OLIEHUTH, HO He MeHee Ba)KeH BKJIA/] M JII060T0 COTPYAHUKA Ha JII0O0U JOJK-
HOCTU. BuTannii uepe3 MpocThle ¥ IIOHATHBIE IPUMePHI BOBJIEKaeT YUTaTe
B 3aXBaThIBAIOIINY 1 HAIIOJTHEHHBIN CMBICJIOM MUP CIy>XEHUS KIUEHTY.
ToIpKO KOMIIAHUY, KOTOPBIE TIOBEPHYTCS JIMIIOM K KJIUEHTY, CMOT'YT OBITH
yCIIeITHBIMU B OpikaiineM 6yaymeM. [leHHOCTh TPOU3BOACTBEHHBIX IIPeJ-
NpUATUN — B IponioM. KoMIlaHKY, He Hecyliye HaCTOAILYIO II0Jb3Y U MC-
KpeHHUeE [OJIOKUTeTbHEIE SMOI[UY CBOMM IIapTHEpPaM, OCTaHyTCs 32 60pTOM.

Knura Buranua AHTOIIEHKO BJOXHOBJIAET Ha IeiCTBUA U aKTUBHYIO I10-
3UIHIO KAX0T0 yuTares. VickpeHHee criacubo aBTOPY 3a pacCTaBIeHHBIE
aKIIeHTHI U BJOXHOBEHHE OT IPOYTEHUA KHUTH.

TeHepanbHbLil dupekmop

00O «/[exéHunk PYC»
Donvrep I'ym



BcTyrieHre Ha My Th UISMEHEHUH

YBaxkaeMblil untaTens! KHUra, KOTOpy1o BB ceifuac Jiep>KuTe B pyKax, Co3-

AaHa JJid Te€X, KTO:

* paboTaeT B YCIOBUAX KOHKYPEHIIHH;

* CTPEMUTCS BBIBECTU CBOM OM3HEC HA KaUeCTBEHHO HOBBIHM YPOBEHB;
e nenaeT paboTy cBoux COTPYAIHUKOB MHTEPECHOM 1 OCMBICJIEHHOMH;
* XOYeT BBI3BIBATH y KIIMEHTOB YyBCTBO BOCXUIIEHUSA.

CKOJIBKO CUTYyalUii BbI MOXKeTe BCIIOMHUTD, KOT/la, COBEPLIUB IOKYIIKY,
OBLIY BOCXUIIIEHBI TEM, KaK Bac 00CTyKuiu? ECiu Takoe cIydanoch XOTs ObI
napy pas B roZly — BBl IPOCTO CHaCTIMBUYMK! 3HaUNTEIbHO Yallle B3aMeH IT0-
TpayeHHbIX BpeMEHU U JIeHeT MBI TI0JIyYaeM BCET'O JIMIITb TOBAP WUJIU YCIYTY,
KOTOpBIE He BBI3BIBAIOT ITPeBKYIIIaeMbIX TO3UTUBHBIX SMOLIMH.

Jlesio B TOM, 9TO HaIla KyJAbTyPa ¥ 5JKOHOMUKA HU B ]aJIEKOM ITPOIILJIOM,
HY B HOBYIO 3TIOXY PBIHOYHBIX OTHOIIIEHU I He MMeJjia MOTPeObHOCTH pas-
BUBATh TaKyio pYHKIIMOHAJbHYIO COCTABJSIONIYIO TOBAapa WX YCAYTH,
kak CEPBUC. Bosee Toro, ecinu Be nonpocute 100 yesoBek JaTh oIpe-
neneHue CepBuca, To moayuute 90 6ITU3KUX IO CMBICTY, HO TIO-Pa3HOMY
cbopMyIUPOBaHHBIX TOJKOBAHUM. JJisA claXkeHHOUM pabOThl KOMITaHUH,
MPeANPUATHUSI 3TO PA3IUYNE MOXET CTATh KPUTUUYECKUM U YA3BUMBIM
MecToM: COTPYAHUKU TOBOPAT 06 OTHOM U TOM K€ U BCE paBHO IIPOAOJIKA-
0T cIopUTh. Takoe HETTOHUMaHUe CIIOCOOHO HaHECTU CePhe3HBIH yIepO
¢$rUHAHCOBOMY 671aTOCOCTOSIHUIO GUPMEL.

Hama xomnauus — O0beuHEeHHasA KOHCAJTUHrOBas rpymnmna —
¢ 1993 roza 3aHMMaeTcAa U3y4YeHHEM IPUHLIUIIOB KayecTBeHHOro CepBuca
U ero poJiu B MOCTPOEHUHU YCIENTHOro O6u3Heca. IMEHHO B MOCIE-

HEe BpeMA TeMa CepBHca Ha4daJjia BBIXOAWUTH Ha HepBbIﬁ IIJIaH B yMax

1"



Yx Tbi! CepBuc

6U3HECMEHOB, TECHS TaKME PHIHOYHBIE «XUThI», KAK MApPKETHUHT, peKJIaMa
U aKTUBHBIE IPOJAXKU.

[MockonbKY MUCCHA KOMIAaHUU — «Mbl desiaem Mup ymHee» — mobyxaa-
€T Hac U/ THU BIlepe/l, Ha IIOUCKU HOBOT'O, MBI XOTUM paccKa3aTb BaM O TOM,
uyto Takoe Cepsuc. Hama 1jesnp — noBeiaTh BaM, Kak ¢ IIOMOIIbIO KOHIIEH-
Tpauuu ycuauil Ha YesoBeKe OTKPHITh HOBBIM IIYTh JJI CBOE€H KOMIIaHUH,
HaIMOJHUTB CMBICJIOM TPYZ, €e COTPYAHUKOB, YAyUIIUTh KA4€CTBO XU3HU
B Halllel cTpaHe.

EcTh HECKOIBKO BECKUX, Ha HAIll B3IVIA/, IPUYMH, 10 KOTOPBIM 3Ta KHUT'a
JOJJKHA OBITH BBHINTYIIEHA B CBET.

Bo-nepeuwix, Mbl Kak COTPYZAHUKH KOHCAJITUHIOBON KOMIIAHWUU KaXXJbI!
JeHb HaxoauMmcA U B poau Kinnenra, u B ponu IlocTtaBiiuka, a IoToMy
oTanyHo 3HaeM [TIPOTVIBOPEYN S, koTophle Bo3HUKAOT opoit MEX/Y
[TPOZIABLIOM U I[IOKYTIATEJIEM. MbI cobpaiu 1esbiii «6yKeT» IpobieM
B obsactu CepBuca. OfHa U3 HUX — 3TO OTCYTCTBHE MPUSATHBIX SMOILIHH,
«IIOCJIEBKYCHSI» OT [TOX0/a B Mara3uH WY COBEPUIEHUA abCOTIOTHO 0601
CJleIKY, HallpuMep IIOKYIIKY CTPOUTENIbHOU TeXHUKHU, HeJBUKUMOCTH UIH
IIapTUU KaHIITOBAPOB...

Mut kax Knuenmst xomum u 00JL4CHbL NOJLyUamMsb Y00801bcmaue, UCHbl-
muleams padocms He MOJABKO 0Mm NOKYNKU, HO U 0m npoyeccd, Komopblil ee
conpogosxcdaem. BpemeHa, Korza B obs3aHHOCTH [IpojaBiia BXOAWIIO JIUITh
nepezaTh TOBAP B3aMeH II0JIyY€HHBIX IeHET, YXOAAT. MBI y2Ke K JieM OT I1POo-
I[ecca IOKyIIKU 4eTro-To OOJIbIIero, 4eM IIpOCTO MpUobpeTeHNe ToBapa UK
ycayru. MBL XOTUM K cebe YBaKUTeJIbHOr0, BHUMATEJIbHOTO OTHOIIEHH,
a B UAeasie He IpOYb MTOIY4YUTS OT [Ipozasia elne U «I11oy», 0 KOTOPOM pac-
CKaXkeM BCEM ZIPYy3biAM U 3HAKOMBIM. MBI Kak K/lIMeHTHl HyKJaeMcs B IIpU-
SITHBIX DMOIIUSIX ¥ UHTEPECHBIX COOBITUAX!

Bo-smopbLx, uccieAys TEXHOJIOIUHU NIPeAOCTaBIeHUA Ka4yeCTBEHHOI'0
CepBuca, MBI IIPUIILIU K BEIBOZY, YTO B TOJI0OBAaX GOJIBIIMHCTBA IPEATIPUHU-
MaTeseli camo c10Bo Cepsuc BBI3BIBAET, CKOpee, 06pa3 opunriaHTa 1 KpaliHe
peaxo — MHCTPYMEHTA, c moMoOIIb0 KOTOPOTO MOXXHO epeCcTPOUTH
KOMIIaHUIO, KQYECTBEHHO PEKOHCTPYUPOBATh €€ U IOJYUYUTH KOJIOCCAIb-
HBIM UMITYJIBC B Pa3BUTHUU CBOero 6usHeca. JIjig 4ero ke Hy)XeH TaKOH
MHCTPYMEHT? [IJI TOTO YTOOBI TPEO/0NETh CAOKHUBIINECS PAMKHU U BEIATU
Ha HOBBIY YPOBEHb 3MOIIMOHAIBHOI'0, TUYHOCTHOI'0, TEXHOJIOTUIECKOT'0
1 GUHAHCOBOT'O Pa3BUTHUS.



BcTynneHve Ha NyTb U3MEHEHU

B-mpembux, B O13Hece MOCTOSHHO MOABJAETCA OOIBIIOE KOTHUIECTBO
NBITIMBBIX YMOB. OHHU BCerZia HaXo4ATCA B IIOUCKe IPUYUH Heyzad U IIpo-
BaJIOB, HO YaCTO OLIEHWBAIOT UX 110 MPUBBIYHEIM MIA6JI0HAM, YTO HUCKIIIO-
YaeT Ja)ke MBICIb O TOM, OYATO Ziela MOXKHO BECTHU MO-Apyromy. IMeHHO
Zutst Takux jirofier el xotum [TPEJICTABUTHD HA PACCMOTPEHUE wHanry
KOHIIETLUIO KJIMEHTOOPUEHTHPOBAHHOK KOMITAHUU. C ee mo-
MOIIIbIO MOXKHO ITIOHATH CAMOMY U IaTh ACHOe IIpe/icTaBaeHre COTpyAHUKAM
0 TOM, Umo, Kak U 3auem HaAo AejaTh. BBl COKOHOMHUTE CUJIBL U PECYPCHI,
KOTODBIE OOBIYHO TPATATCA Ha IPUHYKeHNe U GUHAHCOBYIO MOTHBAIIUIO
NIOAYNHEHHBIX.

B-uemsepmuix, Mbl X0TUM PA3BEATH MU ® o Tom, yto KJIIMEHT BCETTA
[TPAB! Ciemoe ciieJoBaHKE 3TOMY JIO3YHTY CKOpee Ie30praHu3yeT paboTy
B KOMIIaHUHY, HEXXeJU JacT el 4To-To IleHHoe. EANHOXABI IIPUHAB UCKJIIO-
yuTeNbHYI0 IpaBoTy KineHTa, Bamy COTPyAHUKHU CTAHOBATCA B €T0 I71a3ax
Bceria ¥ BO BCeM BUHOBATHIMHU. 3Hast 00 3ToM, COTPYAHUK BPs/ JIU 3aX0UeT
6path Ha cebs1 M06YI0 MHULIMATUBY U MOCTOSHHO U3/Iy4YaTh IIO3UTHUB, KOTO-
DB Tak TI06AT KITueHTHL.

B-namobix, MBl 0OBSICHUM BaM, YeM Hallla POCCUICKasA MEHTAJIbHOCTh
OTJIMYaeTCs OT 3amagHoun. Pacckaxkem, [IOYEMY 3ATIAJHBIE METO/IbI HE
BCETZIA PABOTAIOT B Poccuu 1 €CTh JIU ¥ HAacC CBO#, 0COOBII Iy Th. [ToKakeM,
KaK HY?KHO YYUTHIBATh Hallly MEHTaJIbHOCTD U B KAKUX CUTyalluAX CIeayeT
C OCTOPOXKHOCTBIO IPUMEHATD 3aNaZHble TEXHOJIOIUH.

B-wecmbix, CepBUC He 3aKaHIMBAETCSA B CTEHAX odrica, Mara3uHa, pecTo-
paHa WY IPOU3BO/CTBEHHOTO IlexXa. VI3 Hero coTkaHo 6yKBaIbHO BCE, YTO
Hac OKpy>kaeT. Jlaxe HaxoZAACh IoMa, MBI MoxxeM rosny4ats Y/IOBOJIbCTBUE
OT KVJIbTYPBI CEPBUCA unu ke cTpaZaTh OT €€ OTCYTCTBHUA.

Kynsmypa cepguca — amo ocHoga 0151 co30aHUsi 0es10801 ammocdepbl,
K020a KaxncOblil yuacCmHUK KOMAHObL CMONCEM OCMbICIEHHO U UHULUAMUBHO
npurecmu noss3y Knuenmy. IMeHHO 3Ta aTMocdepa CriocoOCTBYET poxKe-
HUIO BeJIMKUX TOBApOB U, Kak cieacTsue, BEJIMKUX KOMIIAHUW. Hama
KHUTIa O TOM, KaK IIOCTPOUTbH TaKy0 KOMIIAHUIO.

[TycThb CJIOBO «BEJHKHUI» BaC HE CMYIIAaeT CBOEH aMOUI[MO3HOCTHIO.
Xopo1as HOBOCTb 3aKJII0oUaeTcs B TOM, YTO JJ1s IOoABIeHUA Balleli Benukoit
KoMmaHuu HEO6XOAUMO CJIEZ0OBATh ONpeZeSeHHON TeXHOIOrnu. B camoit
TeXHOJIOTUY HeT HUKaKOI'0 CeKpeTa, a I0TOMY ee IIpiMeHeHue JOCTYIIHO
JJIS1 KaXKAOT0, KTO X04eT, YT06hI KiTreHTE paboTaiyu UMEHHO C HUM.
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Yx Tbi! CepBuc

[Tpu HanMCaHWUY 3TOH KHUTU OBLT MUCIO0JIb30BaH MHOT'OJIETHUH OIIBIT
Halllell KOMIIaHUH, JPYTHUX yCIIeIIHBIX POCCUMCKUX OpraHU3allui, a TaKXKe
MUPOBHIX OM3Hec-3KcIepToB. Hazleemcsi, UTO Halla KHUTa BAOXHOBUT Bac
U IoZlapyT BuieHue Toro, Kak B KpaT4ailiie CpPOKY HadaTh yIIpaBJiATh CBO-
1M 613HECOM Ha OCHOBe Hzied, TeXHUKY 1 mpuHIuoB KyasTypel CepBuca.

MEeI 6yzeM CHaCTIMBEI, ECJIU HAIl TPYZ YTBEPAUT BaC BO MHEHUH, CKOJIb
3HauuTesbHa poJib KynbTypsl CepBuca A pa3BUTHUA yCIEIIHON U Jake
JIeTeHapHON KOMIIaHUU, O KOTOPOH OYAYyT YBaXKUTEJIbHO F'OBOPUTH
CoTtpyzanuxu, Knventrl u KonkypeHTsl! [TocTpoeHue Takoii KOMIIaHUU
He Habop JeNCTBUI, 3TO U3MeHEHUE TI0X0/1a K BeIeHHUI0 O13Heca B LIeJIOM.
MpbI mpegiaraeM OCyIIECTBUTD IIepeMeHEI B CO3HAHUH, TOJ0OHEIE TEM, UTO
IIPOU30IJIN BCAECTBUE TEeXHOJOTMYECKUX U HAyYHBIX PEBOJIIOLMOHHBIX
oTkprITU JIoMoHOCOBa, Lnonkosckoro, Popaa. ..

B KOHIle KOHI]OB MBI XOTUM, YTOOBI 1aKe CaMBlH 3aAAJIbIH CKEITUK
(13 Tex, KOoro 6oJIbIIIE BCETO BOJHYET BOIPOC: «A CKOJIBKO 3TO JaCT MHE Jie-
Her?») IoBepuI, 4To CepBUC — 3TO He MOAHAaA U becione3Has IPUCTPOMKa
K yIpaBJIeHUIo OM3HeCOM, a caMasi HaCcTOosAImAasa MalTiHa, KOTopas Clioco6Ha
IevaraTh JEeHbI'M 24 yaca B CYTKU M MOXKET CTOATH B KaOWHeTe, MarasyvHe,
Ha [IPOM3BOACTBE U T.II.

P.S. Bo3aMO:XHO, Ha3BaHHMe KHUTH BaM Ka)keTcs 3a6aBHBIM? YBepsieM,
YTO OHO OYeHb Jlake cepbe3Hoe. Bo-IlepBrIX, 3TOT Bo3IIac — JIydlliasd 3a-
MeHa aHIIulickoro wow! («Bay»), KOTOPBIM MBI C BAMHU 4acTO HUCIOIb3Y-
€M B CUTYyaIlWsX, BEI3BIBAIOIIVX BOCXUIIEHHOE yANBIeHUE. [lodyeMy GBI
HE BOCKJIUKHYTH IIO-PYCCKU: «¥YX ThI!»? BO-BTOPEIX, OYEHb XOUETCS, YTOOBI
KaXX/Z[bIi1 YeJIOBEK B Halllell cTpaHe OBLI TaK BOCXUIEH Hebe3pa3InIHbIM
OTHOIIIEHNEM K cebe — B MarasuHe, odrce, Ha 3aBOJe, B TAKCU, — YTO BCE
yarie mpousHocu 651 «YX ThI! CEPBUC».

Apysba! JlaBatiTe cTaHoBUTHCA KiIieHTOOpHEeHTUPOBaHHBIMU!



I'maBa 1
Yto Takoe CepBucC?

Ham He cmamb makumu, Kak HYNWCHO,
ocmasdasics makumu, Kak ecmo.

Makc /lHenpu

Mup, B KOTOPOM MBI JKUBEM

VcTopudeckas 3moxa, B KOTOPYIO MBI C BAaMU JKMBEM, Hayajach NpubJIu-
3UTEJIBbHO B nocieHio TpeTh XIX Beka. Torza »xku3Hb B EBpoIie Tekiia
Me/JIEHHO ¥ OTHOCUTEJIBHO IIPEZCKa3yeMO, a Ha TEDPUTOPUN COBPEMEHHBIX
CHIA TospKO 3aKOHYMJIACH ['pakZiaHcKasi BOMHA. DKOHOMUYECKUU YKIaz
€BPOIEHCKUX CTPaH OBLT IPEUMYIIECTBEHHO arpapHbIM, a Hal[MOHAJIbHOE
60raTCTBO YBEJIMUYUBAJIOCH 32 CUET ZOOBITHIX B KOJIOHUSX PECYPCOB U IEH-
HocTel. OfHAKO C Ha4aJIOM IPOMBIILJIEHHOM PEBOJIIOLINY B AHITINY, & TAKXKe
obpeTenuem HezaBucuMoctu CoearHeHHBIMH [lITaTamu AMeprky OyzAymue
ro6asibHBIE U3MEHEHUS B SKOHOMUKE CTaIN HabUpaTh 060POTHL.

Ha py6exe XIX-XX BekoB B CIITA nmosiBHIach MOCJ0BUIIA: «ECTH TH U30-
6peJ1 KaueCTBEHHYIO MBIIIETOBKY, TO MUP IPOTOMYET TPOIMHKY K TBOEMY
ZIOMYy». DTO U3pedeHHe OTpakaeT peauu TeX BpeMeH: JOCTaTOYHO CO3JaTh
IIPOCTO KaYEeCTBEHHBIM TOBAp — U Y BaC HE BOZHUKHET NPOOJIEM C ero Ipo-
Jaxkeil. [Ipy OTCYyTCTBUU APKO BhIpaKeHHOM KOHKYPEHIIUY ¥ CPAaBHUTEIBHO
HEBBICOKMX 3aIIPOCcax MOKyNaTesei TOBaphl U IPOAYKTEI OYAYT B JIIOOBIX
konmdecTBax. CyllecTBOBaIa TOJIBKO OZHA TpobeMa — MIPOU3BOAUTD KaK
MOJXXHO OBICTpee U B 60IbIINX 06beMax. Peannsariys Takoi cTpaTeruu
Moryia 66l CTaTh 3aJI0rOM 60raTCTBa, IPOLBETAHUSA U TOTAJIBHOTO JOMHU-
HUPOBaHUA Ha TOBADHOM pPHIHKe. [IpoZaBLibl M IPOU3BOAUTENN UCKAIHN
€10co6 YIIPOCTUTH TEXHOJIOTHUIO IPOU3BOACTBA, YTOOBI OeTh 1 HAKOPMUTD
MHOKECTBO HEOOTaThIX COrPakJaH.
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nasa 1. Yto takoe CepBuc?

B 1908 rozy amepukaHckuii aBTonpoMsinieHHUK ['enpu ®opz noasesn
WTOT NEePUOAY NOKCKA, CO3/aB EPBYIO B HOBeMHIIEH ncTOpUY O13Heca KOH-
IEMITUIO TTpeobiaZianus Ha peiHKe. Ee uMsa 6b1710 — KOHBEWEP.

C noaBleHHEM 3TOTrO «49yZa» IPOU3BOJCTBO CMOIJIO CTaTh BBICOKOTEX-
HOJIOTUYHBIM, IIOJIHOCTBIO CTaHAapTU3MPOBAHHBIM, a TOBApPhl — JIETKO
KONMpyeMBIMU U [IO-HacToAlleMy MaccoBbIMU. Co cBOell OCHOBHOM 3aJa-
yer — 6blcmpo Y008.1ema8opums Maccosblii cnpoc — KOHIEMIIN KOHBelepa
YCIEIIHO CIIpaBUIach.

Bort uto cka3zan 'enpu @opz B 1916 rozy: « yrBepxkzalo, 4TO Jyulie
mpoJaTh O0IbIIOE KOJTUYECTBO IIPEAMETOB IPOU3BO/ICTBA C MaJIe€HbKOMN
NpUOBLIBIO, YeM MaJjioe KOJIMYECTBO ¢ 60binoii. Takoi mprem zgaet 6ec-
YHCIeHHBIM [TOKyTIaTeaAM BO3MOXXHOCTb IOKYTIaTh...»!

To BpeMs MOKHO CMeJIO CUUTATh SII0XOH IPOU3BOAUTEN, & PRIHOK — PblH-
kom IIpodasuya. VimeHHo IIpozaBer JUKTOBaJ CBOM ycaoBUsA [TokynaTesto.
[Moka3aresnbHa JereHaapHas ppasa l'enpu Popaa: «I[BeT aBTOMOOHUIIA MOXKET
OBITD JIIOOBIM TIPH YCJIOBUH, YTO OH OyZeT YePHBII».

B Hamreli cTpaHe Takad cUTyalua cOXpaHAIACh BIJIOTH J0 KoHLa 80-x
rozoB XX croseTusa. Boobuie Bca akoHOMHUYecKas UCTopusa Poccuu nocte
1917 roza cBs3aHa Cc TOBapHBLIM ZieGUIIUTOM U ouepeasaMu. B koHIle 1980 —
Havase 1990-X TOZ0B MOXKHO OBLJIO C/IEaTh L[EJI0€ COCTOSTHUE Ha U3rOTOB-
JIEHUU U IpoZake MapapuHOBHIX CBevyekK, IIBETHHIX HOBOTOZHUX KaJeH/a-
peli U «BapeHBIX» AKUHCOB! [IpobiemMa cocTosiia JIULIb B OZHOM — HANTH
JleHeXKHBIe CPeZCTBa /s CBoero 6u3Heca. B To BpeMsi IpOU3BOAUTENHN
OTJINYHO OCBOMJIN IPUHIUAIIEI MacCOBOr'0 IIPOU3BOACTBA. JKemaonuii cTaTh
MPOMBIIUIEHHUKOM MOT KyIUTh 000pyZ0oBaHue. BaHKY MOMOrajiu JoCTy -
HBIMU KpeJUTaMu, IpuBjeKas Bce HOBBIX Y HOBBIX JiesIbl[0B. PrHaHCOBasA
nmojzepkka 6aHKOB U IyX IPeANPUHUMATENHCTBA BKYIIE C TOCTOSHHO CO-
BepLIEHCTBYIOIINMHUCA TeXHOJOTUAMH IIPUBEJIU K POCTY KOHKYPEHIIUU.

OnHako BCKOpPe BO3HUKJIA Apyras mpobyieMa: Balll YHUKATbHBIN IPO-
JOYKT KoupyeTcs U nosiBisieTcsa y KoHKypeHTa 6yKBaJbHO Ha CIeyIOIU
JleHb UIU depes HeZeto. Vnu fjaxke yepes Mecsll, IIOJIT0Za, HO BCe PaBHO
nosBuTcs! [Tonbeapl, v OH BEIIVIAAUT U paboTaeT B TOYHOCTH, KaK Balll.

Bena, eciu OH ellle ¥ OKaXkeTCs AelleBJIe.

1 Konnuhs 1., Moppac []. MocTpoeHHble HaBe4Ho: Ycnex koMnaHui, obnagatowmx sugeHnem. — M.: MaHH,
MBaHoB 1 ®Pepbep, 2013. — C. 79.



Mup, B KOTOPOM Mbl XNUBEM

Tak mau nHave, HO pa3BUTHeE IIPOU3BOACTBA IIPUBEJIO K TOMY, UTO TO-
Baphl CTaJu NOXOXXUMMU JPpYyT Ha APyTa, KaK BEICTPOEHHBIE B OJUH PAZ
XOJIOAWJIBHUKY B Mara3uHe. Bce BeICOKUe, KpacuBble U Oeble... Ecau
[Mokymaresio yAaBajJoch OOHApyKUTh KaKUE-TO OTIHNYUSA, TO OHU OKa3bl-
BaJIMCh HECYUIECTBEHHBL. B Tako# cuTyarnuu eMy OBLJIO Bce PaBHO, y KOT'O
MIOKYIIATh MIPECIOBYThIHM XOJOAUIBHUK. Haxoaum oH 1ieHy HIKe — OBICTPO
nepekJiroyasnca Ha gpyroro [locrtaBmuka. VI TyT Bo3HUKIIA 3aZa4da: 4YTO
HYKHO JIeJIaTh, YTOOBI TPOJAXKK MMPOJOJIKAIN CBOH pocT, a [Tokymnarenu
He MOIJTH BOT TaK IpocTo yiiTu K KoukypeHTy? Kak 106UThCS pasjuKaabHO-
ro oTaN4us oT KOHKYPEHTOB U CTaTh AJIA MOTPEOUTENS He3aMEHUMBIMU?

Takum 06pazoM, HACTAIO BpeMsI AJIs MTOSBJIEHUS BTOPOI PEBOJIIOIHU-
OHHOM 6u3Hec-KOHIenI[UH, uMs koTopoit — MAPKETUHI. OH yuur, kak
HYJ)CHO npodasams, K020a yxce He XOMsm NOKynams, KaK UCKYCHO COeIUHUTD
IIpodyxm, Mecmo ero peanusaluu, Ynakosky v, KOHEUHO, L[eHy.

Tak:)ke MapKeTHHT 3aHUMAaeTCs U3ydeHneM paboThl MO3ra 4eJoBeKa,
€r0 MBIIJIEHU . BELTN TPOBeIeHbI MacIITaOHbIE UCCIIeJOBAaHUA [TOBEJEHU S
JIIoZei B cuTyanuu BeI6opa. CerogHs o ncuxosioruu [Iokymnaresis HalmucaHo
CTOJIBKO KHMUT, YTO UMY MOXXHO HaIIOJIHUTH eTyIo 6ubInoTeKy. B yHuBep-
CUTeTaX MOSBUINCH QaKyJbTEThI, TOTOBAIINE CIIEIUATNCTOB B 001aCTH
MapKeTHHIa U peKJIaMbl. B pesysibTare MHOTOJIETHUX UCCIe0OBaHUN Map-
KETOJIOTOB CTAJIV U3BECTHBI Takue GeHOMeHEI, KaK 25-1 KaJp, IpUHIINI
II0CJIe[OBATENbHOCTHY, TOAPOOHO onrcaHHbIN PobepTroMm YananHu?, yMHasA
packJjaZika TOBapOB CIIOHTaHHOI'O CIIPOca y Kacc, U3MeHeHMe PacCTaHOBKU
TOBapoOB B TOPIOBBIX 3aJlaX 1 MHOI'Oe-MHOTroe ipyroe, BKJIro4asa Kjaaccuye-
CKYIO U JaJIeKO He UHTeJUIEKTYalIbHYI0 60ph0y 3a Komenek KimeHTa 3a cuer
6aHaJIbHOTO CHUKEHUA LIeHBbI.

IJena — caMblli IPOCTOY MHCTPYMEHT yIIpaBJeHUA IPoJa)kaMu, HO He-
[IpaBUJIbHOE €T0 UCIIOIb30BaHUE MOXKET CTATh AJIs OU3HECa KOPOTKOM «Z0-
pOToii B aZi», a UMEHHO K Pa30peHUI0. Be/lb 3a4acTy0 BEICOKYE 1I€HBI IO PA3-
yMeBaIOT BO3MOXXHOCTb IT0JIy4aTh BEICOKYIO TPUOBLIb, CTOJIb HEOOXOAUMYIO
JanbHeNIeMy pa3BUTHUIO Ov3Heca. JIeHbI'M — 3TO CBOETO POZA «JIEKAPCTBO»
WY «BUTAMHUHBI» AJA pocTa. Eciu ux Majo, To IpenpuaTHe olyIlaeT
HeXBaTKy CWJI, HAYWHaeT YaXHYTh U IIPUXOAUT B ynaZok. Hemunyemoe
6aHKPOTCTBO CTAHOBUTCA MpeACcKa3yeMbIM GUHAIOM AJId TeX KOMIIaHUM,

2 Yangnum P. Mcnxonorus BavsaHus. — CN6.: Mutep, 1999.



nasa 1. Yto takoe CepBuc?

KOTOpBbIE YBJIEKAJMCh HE3aMbIC/IOBATbIM crioco6om YCTaHOBKH MUHHWMaJb-
HBbIX IIEH U TPOMAagHBbIX CKUZAOK, HAZE€ACh IIPUBJIEYD K cebe HOKynaTeJIeﬁ.

B kavecTBe npuMepa MOXHO npueectn kpunsuc 2008 roga. Torga
MHorMe HebonblIMe ayAUTOPCKME KOMMAaHWK, C Liefblo COXpaHeHus
KITVEHTYPbI, PELUNAN CHU3UTb CTOMMOCTb YCIIyT. HO yXe Yepes rof
nocneacTBMs Takoro Wwara okasannce paspymTensHeiMu. Hosble
LieHbl He cMornn obecneynTb NOKPbITVE BCe BO3paCTaloWMx pac-
XO[0B, B TOM YMCTIEe Ha MHAeKCaLMIio 3apaboTHOM NnaThl ayAUTOPOB.
B nTore koMnaHmm npebbiBany Ha rpaHn 3aKkpbiTys. Korga ctano sicHo,
YTO LieHbl HaJ0 MOAHMMATb, CAENaTb 3TO yXe He yAanocb. KnneHTol
ObICTPO MPUBLIKIIU K HEBBICOKMM PacLeHKaM 1 ObIn He CornacHbI
C nosbiWweHneM. OHM 0TKa3bIBaNMCh ONNA4YMBaTh YCYT NO HOBbIM
Tapndam, aprymeHTVpys Tak: «Huyero Befb He USMEHUNOCH, a LieHbI
XOTAT MOAHATHY.

O cynpbe 3T1X KOMMNaHNN Mbl y3HanM cnyyamHo. K HaMm BApYr cTanu
NPUXOAMTb pe3toMe OT DOMbLLIOrO YMCa conckaTenen, NoCIegHNM
MEeCTOM paboTbl KOTOPbLIX ObINN KaK pa3 Te camble ayauTopckue
Purpmbl. Bce comckaTeny NpakTU4eckm CloBO B C/I0BO PacCKasblBanm
npo cBovx ObIBLLUVX paboTofaTenen, KOTOPbIX OHW ObINM BbIHY X AEHbI
MNOKUHYTb M3-3a 3aKpblTnda prpm B 2011-2012 ropax.

Cxudku Kak JBUTaTelb TOPTrOBJIH, IpejaaraeMsle [IoKkymaTemo B 1ie-
JIAX CTUMY/IUPOBaHUS IPOZA’K, CO BpEMEHEM IIEPECTAIOT BHITOMHATH CBOIO
dyHKIHIO.

Bo-niepBhix, [ToKymaTesu K HUM GHICTPO MPUBHIKAOT. 4acTO MOXKHO Ha-
6J11071aTh, KaK CMBOJI [TPOLIEHTA, YKa3bIBAIOII U HAa pa3Mep CKUIKHU, BUCHUT
B BUTPHHE OOJBITYIO YaCcTh roja.

B0o-BTOPBIX, K CKUZIKE YACTO OTHOCATCH CKENTUYECKU, TOCKOIBKY CYH-
TaeTcs, 4To [IposaBels 3apaHee JelaeT HalleHKY, TI03TOMY aKIUAM MO CHU-
JKEHUIO LIeHBI IPOCTO He BepAT. Takke y Hac, [Iokymareeii, BbI3bIBAET
MPOHUIO TaK Ha3blBaeMas «Urpa ¢ IeHHUKaMM», KOTAa Ha/l efCTBY oI
[[eHOU 3a4uepKUBaeTcs HeKas 66 binas 1udpa, CMMBOIU3UPYIOIA AKOOHI
ObIBIIYTO. Jle1aeTCs 3TO B COOTBETCTBUY C HAYYHBIM OTKPBITHEM B 06/1aCTH
MapketuHra. Oka3siBaeTcs, [IoKynaTero Ajis IPUHATHUA PEIIeHUA HaZl0
06s13aTeIbHO CPAaBHUTH 1IeHY Ha TOBap, KOTOPBI OH X04eT MPUOGPeCTH,
C aHAJIOTMYHBIM, HO IPOZAAIOLUIMMCSA B APYroM MecTe. [l TOro YToOk! Ho-
KyTiKa MorJia ObITh c/lejiaia mpsiMo cetiuac, [poZiaBer; yAOBIETBOPSIET 110~
TPeOHOCTH B CPAaBHEHUM TaKUM MaJIEHbKUM HOKYCOM.



Mup, B KOTOPOM Mbl XNUBEM

Kaxk moka3seIBaeT mpakTuka, 6opsba 3a xomesnek [lokymnaTess npu mo-

MOIIIY IeHOBBIX TeXHOJIOTUY IIPUBOJUT JIUIID K CJIEAYyIOIIEMY:

* (GUHAHCOBOMY HCTOIIEHUIO OU3HECa;

* npuydenuio [lokynareseli IOCTOAHHO UCKATh CAMYyI0 HU3KYIO CTO-
HMOCTE;

* TIOKyIaTe/JbCKOU HeJOATbHOCTU U Hey/I0BJIeTBOpeHHOCTH. [locieaAnAa
MOJKEeT MOSIBUTHCA M3-32 TOr'0, YTO HU3KAsA I[eHa YacTo ObIBaeT ciel-
CTBUEM HU3KOT'O KayecTBa.

Huskasa nmeHa nojgpasyMeBaeT MUHUMYM KadecTBa, OTpaHUYEeHHBIN
BBIOOD U HEKadeCcTBEeHHOe o6CIykuBanue. HapogHas MmyapocThb «Ckynotl
naamum 08axcdbl» KaK pa3 MUIIOCTPUPYeT CUTYallHIo, KorJa HU3Kas leHa
BBICTYIIAeT OCHOBHBIM apryMeHTOM BbIOOpa «A y Hac felieBJe!». KOHeUHo,
OBIBAIOT IPUMEDHI YAAYHBIX [TOKYIIOK 110 HEBBICOKOU IleHe, HO TaKUe CUTY-
aluu CKopee UCKJIIYeHUe, YeM IIPaBUJIO.

K coxkaneHuro, fake caMas HU3Kas [ieHa WU CaMblil O0JIBIION peKIaM-
HBIU OI0/)KET He FapaHTUPYIOT TOTO, YTO KJIMeHT COBepIINT NOKYIIKY UMEH-
HO Y Bac WU, eJUHOXAbI KYIIUB, CZleJIaeT 3TO IIOBTOPHO. Hy»XHO NIpe/IoKUTh
[Mokymare o HEYTO TAKOE, UTO IIO3BOJUT 00eCIeYNTh CTAOUIBHEINA CIIPOC
OJHOBPEMEHHO ¢ GOpMUPOBAaHKEM I'PYIIIHI TOCTOSHHBIX KnuenTos. Eciu
ellle ¥ TIOMeYTAaTh O TOM, YTOOBI LIeHBI Ha HAIIIY TPOAYKTHI VJIU YCIIYTH OBLIN
BHILIE, YeM Y KOHKYpPEeHTOB, a CIIpoC He Iajajl, TO 3TO 3HAYUT, YTO IIPUIILIO
BpeM IOAHATHCS Ha CIeIYIOMIYIO CTYIIEHb 3BOMIOLNY 6G13Heca.

B paccMOTpeHHBIX BbILIE KOHILENIIUAX Ha [IEPBOM MeCTe BCeria CTOSAIN
uHTepeck [Ipogasua. [TokynaTesto 0TAaBatach poyib 06'bEKTa UJIH CBOETO
poJia «CpeACTBax» AJid JOCTHIKEHU IPOU3BOAUTENEM COOCTBEHHBIX LieJIelt.
Jlo onipeieIeHHOTO BpeMeHH 3TO YCIEIHO paboTaio U IPpUHOCUIO GUHAH-
coBble ozl OfHAKO c1ab0CTh 06EUX KOHIEMIUHA B TOM, YTO OHU ObLIH
YUCTO MOTPEOUTENbCKUMU B OTHOIIeHNY KinenTa. Ciouiack IpOTUBO-
peuynBasd CUTyalluA: C OJHOU CTOPOHBI, KINeHT ABIAeTCA «<KOPMUJIbLIEM»
KOMIIaHUY, B KOTOPOM coBeplaeT OKYIIKY, a C IPYTOoi — OH He oLlyIlaeT
K cebe TpemeTHOro u 0coboro oTHomeHus. [IpoTUBOpeYre MOXKHO pa3pe-
LIUTH, €CJIN PACCTaBUTh BCEX YUACTHUKOB IIpoliecca IPOU3BO/CTBA U IIO-
TpebIeHU 10 CBOMM MeCTaM.

CTouT A06aBUTH, UYTO TEPMUH «0bwWecmeo nompebaeHus1» He HECET
HeraTWBHOro nozaTekcta. Ckopee Hao60pOT: uem bosbuLe 06Wecmao



nasa 1. Yto takoe CepBuc?

nompebasiem, mem 601blie y He20 NOMPEOHOCMb 8 NH0O0SX, NPOU3BOOAWUX
mo, umo nokynaemcs.

B cBoOO ouyepe/ip, JaHHASA TOTPEGHOCTD BEJET K MOSBIEHUIO GOJIBIIErO
KOJINYEeCTBA pabounX MeCT, KOTOPbIE TeHEPUPYIOT CPe/CTBA K CYIIeCTBOBA-
HUIO 3HAYUTETHHOTO KOJIMYECTBA JIIOZIEM, a TAKIKE CO3/[al0T CMBICT U LIETh
YKU3HU AJIA PAaOOTAIONIUX.

3amazHble KOMIIAHUH elle B cepefuHe XX BeKa CTOJIKHYJIUCH C HE0OXO-
AVMOCTBIO U3BMEHUTH CBOE BocnpusaTue poau KineHra u cpopMupoBaTh
K HEMY HOBBIH 1o1x0/]. Tak IPUILIO BpeMs BHIBECTY OU3HEC Ha OYEPEHOMH,
HOBBIYM YpOBEeHb pa3BUTH A, U Ha3biBaeTcs 5Ta KoHleniusa — CEPBHC.

KnueHt

MapkeTuHr

Mpowussoantens

Puc. 1.1. Tpu 3Tana 3BoNtoLUMN 3KOHOMUYECKUX OTHOLLEHUI

OnVH 3HaKOMbIV aMepVKaHeL, pacckasal Kak-To McTopuio. Koraa oH Obin
pebeHKOM, ero ceMbst IMena MarasvH4mK, B KOTOPOM NPOAABanMCh Npo-
LYKTbI MUTaHWA 1 pa3Has MeNnoYb KaxX A0[AHEBHOMO cnpoca. Bckope yepes
LLOpOry pa3BepHynoch MacLLITabHOe CTPOUTENBCTBO, M CMYCTs HEKOTOPOE
BPEeMSsi TaM OTKPbISICS CYyNepMapKeT C BMECTUTENbHOM NAPKOBKOW. Terepb
BCe MaLLWHbI MPOE3XKasii MMMO ManeHbKOro MarasuHY1Ka, a VX Blaaenb-
Libl ZieNianm nokynky B MOLHOM CynepMapKeTe.

Xo351eBa NPUYHbLINK, MOTOMY YTO UX MarasmH4YmnK Obin COBEpLUEH-
Ho nycTom, 6e3 eauHoro NokynaTens, a 3T0 MO0 03Ha4aTb TOMbKO
0HO — ckopoe DaHKpOTCTBO. HO Kak-To pa3 ABepb pacnaxHynach
1 Ha nopore nossunca Mokynatens. OH Noxoaun Mexay noska-
MU, BbIOpan 4To-To 1 NofdoLen K Kacce pacnnatutscs. Monogomn
X035IMH, KOTOPOMY y>e Obino 16 net, cnpocun: «Cap, Yepes fo-
pOry OTKPbINICS HOBbIM CynepMapkeT, a 3a NMOKYMNKaMu1 Bbl MPULLAN
K Ham. Modemy?» MokynaTenb 3a4yMancs Ha MrHOBEHME 1 OTBETUIT:
«OTOMY 4TO, NapHK, Bbl MeHs NiobUTe». M napeHb 3a NPUNaBkom
noHan: «Mbl Teba He NtobUNK, HO Tenepb TOYHO Dyaem NOOUTL!»
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Cemec KaK ocHOBa npouseTaHuna

CepBUC KaK OCHOBA IPOLBETAHUA

IMepen HauaymoM JI060TO Zies1a EPBOE, YTO CAEIaeT Cepbe3HO HalleJIEHHBIHN
Ha ycIleX 4eJIOBEK,— 0003HAYaeT 1eJIn, KOTOPHIE JO/IKHBI OBITh B UTOTE JI0-
CTUTHYTHL

Kopniopatusrasa KYJIBTYPA CEPBUCA — 3TO TEXHOJIOT'UA YIIpaBJIeHUA
xoMmnanueil. C ee mOMOIIBIO BB Kak PykoBozUTENIb OZHOBPEMEHHO JOCTU-
raere TpexX KOHKPETHBIX IleJIeH.

Llenb Ne 1. MpopaeTe popoxxe

YToOBI OBITE INJEPOM Ha PHIHKE TOBAPOB U YCIYT U YAEPKUBATH 3TO TIOJI0XKe-
HUe, HY>KHO 06J1aJaTh peCypcaMU, KOTOPbIE BBl UCIIOJIb3YETE AJIS Pa3BUTHA.
YeMm 6osiblile pecypcoB IO cpaBHeHUIO ¢ KOHKypeHTaMu, TeM cTabuibHee
OCTAIOTCS BAIIX MO3UIIVH U TEM OOIBIINN TEXHOIOTMYECKUHM U UHTEIIEKTY-
aJIbHBIF OTPBIB OT OJIMIKAUIINX «ITpecIe/ioBaTe eli» Bbl CMOXKETe 06eCITeIUTh
A7 cBoel komnanuu. Eciu KiyeHTH NOKyTIal0T y Bac TOBAaphl MU YCIYTH,
XOTS 3HAIOT, 9YTO TO K€ CaMOe MOTYT IPUOOPECTH AelleByie B KOMIIaHUU
KonkypeHrTa, 3Ha4uT, 1jesib N2 1 ocTUTHYTA.

Lenb Ne 2. MpopaeTte 6onblue

EcTb Takas myTKa: «/[aliTe MHe TabJeTKY OT XKaZ[HOCTH, Zia To6oIbIe!»
3a Hpo,aaxceﬁ 6om>me1‘o KOJIM4YEeCTBa TOBapa CTOUT HE TOJIBKO 6OJII>H.IaH BbI-
PYYKa, HO U 6OJIBIINE 06'beM IPOU3BOCTBA, KOTOPHIH IO3BOJISET B /laIbHEN-
meM CHU>KaThb C66ECTOI/IMOCTI>. A>TO BeJZeT K ITOBBIIIIEHU 0 peHTa66JII)HOCTI/I.
Bricokasa peHTa6eJIbHOCTb AaeT HPCI/IMYH.ICCTBO AJA MaHeBpa OTHOCHUTEJIBHO
KOHKYPEHTOB, II03BOJIAAd HAHUMATh 6011ee OIIBITHBIX CIIEIMAa/JINMCTOB U MHBE-

CTHUPOBATh CPEJCTBA B yZOBJIETBOpPeHUe ToTpe6HOCTel KTneHTOB.

Llenb Ne 3. MpopaeTte pgonbLue

BBl caM¥ MOKeTe BCTIOMHHUTH MHOTO C/Iy4aeB, Koraa Ha 6r3Hec-He60CBO/
BpHIBa/ach «HOBasA 3Be3/a». Torga KIHeHTHl CO34al0T akKHOTaX, JKelas
BO YTO OBI TO HU CTaJI0 MPUOGIIUTHCS K COOBITUIO, TPUOOPECTU CBEXKUM
ra/[KeT WU MOZHYI0 yIyTy. [TOTOM a)KMOTaX CIIa/IaeT, U «3Be3/la» UCYe3aeT

TaK K€ BHE3aITHO, KaK ITOABUJIACh.
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MomHio, kak B CaHKT-TeTepOypre, Ha Ka3aHckon ynuue, OTKPbIN-
Csi NepBbIn pecTopaH TuHbKOE. Kakon orpoMHOM NONyNsSPHOCTbIO
OH nonb3osancs! Mo konmyecTsy OONbLIMX 1 AOPOTMX MALUNH, NpU-
MapKOBaHHbIX MOCETUTENAMM, PECTOPAH, BO3MOXHO, MPEBOCXOAMN
napKoBKy nepef locynapcTseHHoM ayMon. OQHaKo Yepes HeKoTopoe
BPeMsi BCe U3MeHMNOCh. Cervac MMBHbIE pecTopaHbl 3Toro bpeHaa yxe
He NoMb3YIOTCS TOW NONYNAPHOCTLIO, Kakas y HMX Oblna npw nosiBneHnn.

Opyron npumep — komnaHua Nokia, koTopas ele B cepegmnHe 2000-x
Oblna MMPOBLIM NNAEPOM MO NPOU3BOACTBY COTOBbLIX TENE(OHOB.
HWKTO He MOT NpefCcTaBUTb, YTO He NponaeT 1 10 NeT, Kak COTOoBbIe
TenedOoHbl 3TON MapKKM yCTyNaT AinaunpyioLme no3mumm KoHkypeHTam
n, bonee TOro, flaxke Ha4yHyT BbIMYCKaTbCA MOA UMEHEM APYroM KOM-
naHWM — NPOU3BOAMTENS MPOrPAMMHOMO obecneyveHus.

Ecu KiteHTHI MPOZI0IKAIOT BO3BPAINaThCA K BAM CHOBA U CHOBA, a UX KO-
JINYEeCTBO, KaK MUHUMYM, Jep>KUTCS Ha OHOM YPOBHE, UJIH, KAK MAaKCUMYM,
YBEJIMYMBAETCS C KAXKIBIM 'OZIOM, TO 11eJ1b N2 3 MOXKHO CUMTATh JOCTUTHY TOM.

CHayaJia OBLJIO CJIOBO

YesloBEK He CIIOCOOEH YBUJETH TOTO, AJISI 4Yero B €0 CO3HAHUM HET OIpe/ie-
seHust. [I03TOMY nepasim wazom npu co30aHuu KaueHmoopueHmupo8aHHol
KOMNAHUU OOANCHBL CMamb delicmaus no GopmuposaHuro cucmembvl 06uwUx
nonamutl, pazdeasiembvlx ecemu CompyoHUKAMU.

B mepBy1o ouepeab MBI JOJIKHBI PACKPHITh COZlepKaHue TJIaBHOT'O Tep-
muHa — CepBuca, Beb OH 3aJI0)KeH B OCHOBAHHE BCETO KOPIIOPATUBHOT'O
«3ZlaHU» — GUPMEL. DTO HellpocTas 3a/iaua, IOCKOIbKY HY»KHO TaKoe olipe-
JieJleHue, ¢ IIOMOIIBI0 KOTOPOTO MBI CMOXXeM GOPMHUPOBATh CTUIb pabOTHI
U noseZieHue Bcex COTPYAHUKOB, HAUNHAA ¢ OXpaHHUKA U 3aKaHYUBas
CoBeTOM JVMPEKTOPOB BO IVIaBe C IPe3UJeHTOM KOMITaHUH.

[Tpexxze uem chopmynupoBaTh onpegeneHue CepBuca, yeauM HEKO-
TOpO€e BHMMaHUe Halllel POCCUHCKON MEHTaJIbHOCTH. /laBaiiTe BCIIOMHUM
OTHOCHUTEJbHO HeZIJaBHUE UCTOPUYECKHE COOBITHSA, KOTOPbIE MOT'YT IIPU-
6JIM3UTH HAC K MOHUMaHUIo cyTu CepBuca.

C MOMeHTa OTMEHBI KPEIIOCTHOrO IIpaBa B Poccuu mpouuio 4yTh 60Jb-
mre 150 et — 3TO MPUOGAIU3UTENBHO ECTh MOKOJIeHUH. V3 HUX Ha 1o-
CJIepeBOJIIOIMOHHBIH Iepuoz ¢ 1917 roga NpUXoANTCA YeThIpe TOKOJIeHU .
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CHavana 6bino cnoeo

COOTBETCTBEHHO TPpH U3 HUX 70 JIET >KUJIN B CTPaHe, KOTopasA He HyKJalach
10 06'BEKTUBHEIM IIPUYUHAM B chepe 06cnykuBaHusA. Malou3BeCTHBIN
dakT: Tonpko K 1970 rogy BeIZAHBI IOCTAEAHUE MTACTIOPTA KPECThIHAM,
a 7o aToro ¢ koHna 1920 — Havana 1930-x TO0B JIF0AU OBLIN JIUIIEHHI TIPa-
Ba MOKUJATh CBOU KOX03bl. PaKTHUUECKH CTpaHa IIPOJoJKala XXUTh IPU
KpemoCTHOM IIpaBe ellle oyt 120 jieT mocie o6bsaBIeHusa ManudecTa
Anekcanzpa Il ot 19 dpeBpass 1861 roza.

KysbTypa yZoBlIeTBOPEHU MTOTPEOHOCTEN CpeJHECTATHCTHIECKOTO
POCCHUSTHWHA UCTOPUYECKY He MOTJIa CGOPMHUPOBATHCA IT0 IBYM IIPUYMHAM.

[lepBasg — B cuily I1aHOBOM skoHOMUKU CCCP 1 u3-3a Toro, 4To rocyzap-
CTBO BBHICTYIIAJIO B KauecTBe OCHOBHOI'O 3aKa3uMKa BCeX TUIIOB IIPOAYKIIU.
VIMeHHO rocyzapcTBO pellalo, YTo ¥ CKOIbKO ITIPOM3BOUTL. ['ocyzapcTBo pella-
JIO, YTO JIFOZAM eCTh, BO YTO O/leBaThCsA, Ha 4YeM IlepeIBUraThCA U I7ie IIOKYTIaTh.

Bropas npuunHa — JoJroBpeMeHHOe OTHOLIEHKeE K 4eJI0BEeKY Kak cpeJ-
CTBY IPOM3BO/CTBA. B 3am1alHOM MUpe YeJIOBEK y3Ke ZaBHO OBLI TOCTaBJIEH
B IIEHTP 9KOHOMHWYECKOH CUCTEMBI: UMEHHO y/OBJIeTBOpeHHE HHTEPeCOB
KaXX/Ior'0 OTZEJIbHOTO YeHa 001ecTBa ObLIO U €CTh ITIABHBIM IPUOPUTETOM.

To, Kak 3TV oTANHMS paboTanu Ha NpPakTLKe, MOXHO MOHATL Ha cJle-
aywouweMm nprmepe. CpaBHUTE OTHOLLEHME K Npodeccun ourLmMaHTa,
Hanpumep, Bo ®panunm 1 B CoBetckon Poccumn. Bo OpaHumm vem
cTapue oULMAHT, TEM OH CHMUTAETCS OMnbiTHee, ero 6osblie yBa-
XaloT, a cnegoBaTenbHO, ero paboTa Boille onnavmBaetcs. B CCCP
TPYA oMLMAHTA CHUTANCA MOYETHBIM MO BeCbMa cneundunyeckon
NpUYnHE — 13-3a BO3IMOXHOCTM BOPOBATb MPOAYKTbI, KOTOPbIE ObInn
B bonblomM gedurumte. ObLecTBeHHOE MHEHMe 00 3ToM Npodeccnm
0CTaNoCh KparHe npeHebpexmTenbHbIM. JTIOAM CHMTAIOT, YTO, ECNK
Thl Y>K€ He CTyAeHT, HO BCe elle paboTaellb 0hULMAHTOM, — 3TO
KaK-TO CTPaHHO.

Taxwe e apajie i MOXKHO HalTH B IF0601 AApyToi mpodeccun. Ha mep-
BOM MecTe OYZET CTOSATD BCE YTO YTOZHO, HO He XKeJIaHUE YCITYKUTD YETIOBEKY,
JUJI1 KOTOPOTO BEHITIONIHSAETCS paboTa.

Bech Ky/nbTypHBIN U 9KOHOMUYecKuH ykaag CCCP He TpebGoBas pelie-
HUA B 06IIIeCTBe ¥ 9JKOHOMUKE TAKUX 3a/a4, KaK UICKPeHH:As 3a060Ta 0 ObITe
JIfoziel, coznanue yaobceTB 1 koMmpopra. [Togobue CepBrca, KaKk U MHOTOE
B TO BpeMsI, CO3/laBaIOCh JIUIIb AJ1f1 KPACUBOU «BUTPHUHBI», HO KaK 3JIeMEeHT
OTHOIIIEHU B Ka)KAOAHEBHOM )XM3HU BCET0 rOCyAapCcTBa OH OTCYTCTBOBAJL.
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NHTepecHbIN NprMep 0BLLEHNS C COBETCKMM KITMEHTOM MOXHO
HalTV B KoMeOuu «beperncb aBToMobunsa» (pex. 3. PazaHos, 1966).
ABTOpbI hMnbMa BnecTslle Nokasanu cuTyaumio B cchepe 0b6CyXMBa-
HWA. BoT Ananor nponasLia pagnoToBapoB, POSib KOTOPOrO UCMOSTHWN
AHApet MUpOHOB, 1 00ObI4HOTO NokynaTens. [pofgasel cnpalmnBaeT
nokynaTens, KOTOpbI HYTO-TO pa3rNa4bIBaeT Ha MPUIIaBKe:

— YT10 BaM Hy>XXHO?

— [lpocTo cmoTpio.

— D70 4TO BaM, 300Mapk? BoH TenieBU30p, ero 1 cMoTpuTe.

Takue oTHOIIEHNA 0OBEKTUBHO OOYCIOBJIEHE! TEM, YTO SKOHOMUKA Ha-
e crpansl Bee 70 JIeT HaXoAUIaCh HA ITePBOH 3BOJIIOLIOHHON CTYIIeHH,
korza ITpozgaBer He nHTepecoBasics [TokymaTeneM. Jlaxe 60blile, TOPrOBIIA
65L11a cBOero poga OIMMIIOM, Ha KOTOPOM KHUJIU G0XeCTBa, CIUTAIOIINE
cebs BepmnTensamu cyzeb [lokynaTenei.

Ul TOJIPKO HOBOE ITOKOJIEHVE POCCUSH HAYUHAET JKUTD [IPU SKOHOMUKE
TPeThero 3BOJIOIMOHHOIO 3Tamna pa3BUTHsA. CoBepIlIeHHO 04eBUHO, YTO
B Hallleli cTpaHe [MOKa HeT chOPMUPOBAHHOM KYJIBTYPhI 00CTYKUBaHUS, €€
IIpaBUJL, IPOILeAyp U IPUBbIYeK. MBI IPUBBIKIN K HEBHUMaHUIO He TOJIBKO
JII0Zell, KOTOPBIM HET 0 Hac Ziefia, HO U TeX, KTO, Ka3aJoch OB, caM 3auH-
TepecoBaH B HAC M HAIIUX JieHbrax. MHOrHe y4acTHUKY MOUX CEMHUHApOB,
KOTODPBIM y3Ke 3a 50, He BUAAT HUYETO IJIOXOr0, eCJIM B MarasuHe Ha HUX
He 00palalT BHUMaHUA WK TPy60 oTBe4atoT. OHU TOBOPAT: «A 4TO TaKO-
ro? Besze Tak». Jl;1s1 MHOTHIX SIBJISIETCS HOPMOH Helto6e3HOe U 6e3pasIinaHoe

oTHolueHue. K coxkaieHuto, Mbl IIPUBBIKJIU K TOMY, 9YTO:

* ecsiM caM o cebe He M03ab0THIILCA, TO HUKTO 0 Tebe He M03ab0oTUTC;

* eCJIM IUTaTHIND IEHbI'H, COBCEM He 00513aTeIbHO MOy IHIIIb TO, Ha YTO
PacCYMTHIBA,

* YTOOHI MONIYYUTh OKUZAEMOE, HaZI0 OBITH TOTOBBIM MTPOSIBUTH Xapak-
Tep, «II0Ka3aTh 3yObl» U «B3STb TOJIOCOM».

Takum 06pa3oM, MBI TOTOBHI K TOMY, YTO JOJKHEI BCE B3ATh CAMU —
JOOBITH U «IIPOOUTH».

VTakK, cCUTyalus BOKPYT IIOHUMaHusA cyTu CepBrca OYeHb HEIIPOCTasl.

B HaIleM KyJbTYPHOM ¥ SKOHOMUYECKOM IIPOIIJIOM OTCYTCTBYET OIIBIT
II0 CO3AaHUI0 UAEOJOTUU cheprl 06CIYKUBAHNSA U OKA3aHUIO YCIYT 1S

HaceJIeHUA.
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TosbpKO ceituac B HEKOTOPBIX HauboJiee pa3BUTHIX PETMOHAX HAYMHAETCS
[IOCTENeHHBIN, Me/IJIEeHHBIN MEPEX0/; OT PbIHKA [IpOM3BOAUTENA K PEIHKY
[MoTpebuTens.

Eje nosHOCTBIO He copMHUpOBaIach KOHIENuA KIrneH TOOpueHTUPOBaH-
HOCTH B IIHPOKOM CMBICJIE 3TOT'O CJIOBA, ellle He CTaia 0YeBU/IHOM pelliaronias
poJIb YestoBedecKoro ¢axTopa B 10601 opranusanuu. bosee Toro, uaeu mo-
cTpoeHus Gr3Heca Ha OCHOBe cTpaTeruy CepBrca MOTJIN Obl CHITPATh 3HAYU-
TeJIBHYIO POJIb B IIOJIOXKUTEIBHOM TpaHCOPMAIMH BCETO HAILIETO OOIIECTBA.

HmenHo Hawemy nokosieHuto noges.io! Ham evinan wamc copmuposams
HOBY10 OU3Hec-udeo102ul0 akmuuecku ¢ Hyasl. Bnepebie 3a comHu siem mot
MOXCeM Cepbe3HO UBMEHUMb KYbNY Py nompebieHus 8 Haulell cmpaxe, cnepéa
u3meHu8 cebs, KOMNAHUIW0, KOMOPOIL ynpasJsiem, u atodell, KOmopbLx 00%-
eduHsiem. B 0obpubtii nyms!

Teopus MeHe)KMeHTA [VIaCUT: HEBO3MOXKHO YIIPABJIATH TEM, YTO HEJIb35
onucaTh U U3MepUTh. [I09TOMY BasKHO HaiiTH Takoe onpeeneHue CepBuca,
KOTOpOe€ ObLIO 6B MAKCHMAaJTIbHO IPOCTHIM, KOTOPOE JIETKO GBI MOH I ZlaXKe
pebeHOK 1 KOTOPOE IaBaJio Obl SHEPTUIO ¥ CTUMYJI [IJisl YIIPABJIEHUS JIIOAbMU
Y KOMITAaHUSAMU.

Cepsuc? Yo 310?

OTOT BOIIPOC BCer/ia BI3bIBAET 3aMeIaTeIbCTBO CAYIIaTe el Ha BCeX MOUX
ceMuHapax. Ha nepBbIii B3I/IAZ OTBET KaXKeTcs IPOCTHIM, HO OKa3bIBaeTcs
JlajeKo He 04eBUIHBIM. HeKoTOpbIe onpeziesleHUs yYaCTHUKOB CTOJIb KPaT-
KHe, 4TO YMeI[aloTCs B OJHO CJIOBO, @ UHbIE paCTATUBAIOTCA JI0 LieJIol pedn.
Ecsm Bamu COTpYyZAHUKY FOBOPAT 00 OZTHOM U TOM 2Ke, HO Pa3HbIMU CJIO-
BaMu — 3T0 6oJblIas npobsemMa. OHU MOTYT CIIOPUTB, a A€JI0 TaK U He C/IBU-
HeTCs C MeCTa JIUIIB TOJIBKO TOTOMY, YTO JIFOAY He IOHUMAIOT APYT ApYyTa.
OTcyTCTBHE OOIIETO A3bIKa B KOMIIAHUY — OZfHA U3 OCHOBHBIX IPUYUH
cnabolt u HeKadyecTBeHHOU paboThl. IIpeacTaBbTe cebe OABOAHYIO JIOAKY,
y KOTOPO# TPOOUT 60PT. BHYTPE €€ ¢ peBOM ¥ I'DOXOTOM XJIEILIET XOJIOZHAS
BOZa, OTOUPAs Bce 6OJIbIIe XKU3HEHHOTO IIPOCTPAHCTBA Y KOMaHABI U IIPU-
6nmkasa rubenb cyaHa. Hackonbko appeKTHUBHO U OGBICTPO CMOXET CIIpa-
BUTHCSA KOMaH/a C yCTpaHEeHUeM TPOOOUHEI U CITaCTU COOCTBEHHBIE XKU3HY,
ecnu 6yAyT pa3faBaThbCs MPUKa3bl, KOTOPHIE BCE TIOHUMAIOT IO-pPa3HOMYy?
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nasa 1. Yto takoe CepBuc?

CKOJIbKO ZIparolleHHOT0 BpeMEHHU YHET Ha JOMBICIUBAaHUE U YTOYHEHUE
TOT'0, YTO UMEJIOCh B BUAY?

He ciy4aiiHo Ha 06'beKTaX MOBHIIIIEHHOHN OTTaCHOCTY PabOTHUKOB B TIEP-
BYIO OUepeJb y4aT CIelMaJbHOMY A3BIKY, TO €CTh MIPpodeCcCHOHATbHOMY
JKaproHy, MO3BOJISIONIEMY C TOJTYCI0Ba MOHATD, YUMo celvac Hy»KHO JieJIaTh,
C KaKoM CKOPOCTBIO U ToueMy. Be3zie, rie mieHa moTepy BeJnKa, eCTh CBOMU
SI3BIK, KOTOPBII TOJKHBI TIOHUMAaTh BCE YWIEHBI KOMaH/IbI.

T'oBOps1 0 6U3HECE, MBI IOJIKHBI 0CO3HABAThH, UTO PEYb UAET O 30HE ITOBHI-
IIIEHHOM OTBETCTBEHHOCTH, T/I€ KaXK/IbIH IeHb HeceT B ce6e OrpOMHBIE PUCKH
MOTePb 13-3a HeMpodeCcCHOHANbHON U HeCIaKeHHON paboTh KOMaH/IHBI.

VIMEHHO MTO3TOMY IIEPBBIM IIATOM JJIsl cO3ZaHusa KIMeHTOOpUEHTHPO-
BaHHOM KOMITaHUHU SIBJISIETCSA BRIpaboTKa 00IIero NOHATUIHOTO aniapara.
JlaBatiTe HauHeM GOPMUPOBATH €ro C onpeeyeHus CepBuca.

Ecu uckaTh B 001IeIOCTYITHBIX MICTOYHUKAX, TO MBI HalIeM pa3InyHbIe
TPaKTOBKH 3TOT'0 TEPMHHA, KOTOPhIE MOT'YT CKOPE€ 3aIlyTaTh, YeM BHECTHU
SICHOCTb:

Tosnko8slil cnosaps pycckozo s3vika C. M. Oxcezosa u H. IO. IIgedosoil
(1992): CEPBVIC. To ke, 4TO 06CIy:KMBaHUE.

Bosawwotl moakoswlil ciosaps nod ped. C. A. KysHeyosa (1998): CEPBVIC
[aurI. service]. Chepa o6CayKUBaHUA HaceJIeHU; COBOKYITHOCTb yUpeXK/e-
HUI TI0 YAOBIETBOPEHUIO OBITOBBIX HY K/ M OKa3aHUIO TAKUX YCIYT.

dunun Komaep 8 kHuze «OcHO8bL MapkemuHeaa»: «CepBUC, UJIHU yCIY-
', — J1o6as AesITeTbHOCTh, KOTOPYIO OflHA CTOPOHA MOXKET TPEJIOKUTh
JIpYToil; HeocsA3aeMoe JefiCTBYe, He TIPUBOJSIIEE K BIaJeHUIO YeM-T100.
[IpesocTaBIeHUE YCAYT MOXKET ObITh CBA3aHO WJIH HE CBA3aHO C MaTEpPU-
QIBHBIMU MTPOAYKTAMU»>.

DnekmpoHHas cgobooHas aHyuk.ionedus Wikipedia: Cepsuc (OT jaT.
servio — 6bITb paboM (HEBOJIBHUKOM), OBITH TOPabOIIEHHBIM, B pabCTBE
— jar. servus) — 1) CIyKUJIbIN, TIOAHEBOJIBHBIN; HAXOAAIINMICSA B TIOJTHOM
MOJYMHEHWH, 3aBUCUMBIi, TIOABIACTHBIHN; pabCKUii, HEBOIbHUYUH; 2) 06-
peMeHEHHBIH TTOBUHHOCTAMM; 3) TO K€, YTO 0OCTyKUBaHUE.

AHanus onpegesneHUH cjoBa «cepsuc» (3TO JajeKo He Bce CYLIeCTBY-
IolllMe B IpUpo/e!), KOTOphle HaiieT B IHTepHETE cpe/IHECTAaTUCTHYE-
CKUIi TIOJIb30BaTe b, He IOMOXKET pa3paboTaTh TEPMUH, KOTOPBIH OBLI OB

3 LnT. no: Earl Sasser W. Match Supply and Demand in Service Industries. Harvard Business Review, November-
December 1976, p. 133-140.
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crmocobeH chokycupoBaThb sHepruio COTPyAHUKOB KOMITAHWUH, AaTh BU/IE-
HUe pe3yJbTaTa BceMy paboueMy KOJJIEKTHBY, 06J1aaTh KayeCTBaMU UH-
CTpYMEHTa yIipaBJeHus PykoBoauTens. MoeaibHbiM onpedesieHUeM MOHCHO
cuumams mo, Ha 0CHOBe KOMOP020 MONCHO YNPABJLAMb U KOHMPOJLUPO8AMb,
Mo ecmb CPABHUBAMb PeAIbHOCTb C MeUMOll U BHOCUMb KOPPEKMUBbl 8 pa-
6omy KomMnaxuu.

Be3ycoBHO, HEKOTOPHIE M3 CYIIECTBYIOIINX TOTKOBAHUM MOTY T IaXKe Pa-
304apoBaTh, AOIYCTUM, TapaJijieb ¢ pabcTBoM. Huuero 6osiee HeraTUBHOTO
HeJIb3s U MpuAyMaTh. [Ipumu COTPYyAHUK TaKoe ompeeeHre — U 00b-
sBJIeHHAas PyKOBoZUTEeIEM ITpOorpaMMa Pa3BUTHU TYT ke OyZeT mpoBajieHa.

Mgzl peziylaraeM CBOM BapUaHT:

CEPBIC — 3T0 coBepltaemoe HaMH /JieficTBue, co3Zarolee MoaIb3y A
ZIPyTroTro YeoBeKa.

HecMOTps Ha TaKOHUYHOCTD, YTO CAMO II0 cebe yiKe ABISIeTCS ILTI0COM,
pe/cTaBIeHHOE OIpe/ieieHue HeceT B cebe psAJ MONEe3HBIX U BajKHBIX
KayecTB:

* UMeeT OTHOIeHUe KO BceM COTpyAHUKaM 6€3 UCKII0UeHN s,

* TIOAYEPKHUBAET HEOOXOAMMOCTD aKTUBHOM MO3UIINU KaXK /0T 0;

* 0003HaYaeT CMBIC]I I€SITETbHOCTH KaK CO3ZIaHUE TI0JIb3bI /I [PYTOT0

YeJIoBeKa.

JlaBaiiTe 06CyANM KaXk0€e U3 STUX CBOMCTB.

® CepBHC HUMeEET OTHOLIEHHUE KO BCEM COTPYZ[HI/IKaM 6e3 HCKJIIoUeHHU

MNepBas
NNHNS

BHYTpeHHMN
oduc

Cospatouipe

Puc. 1.2. Tpu rpynnel COTPyAHMKOB B KOMMNaHUM
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CoTpyZHUKOB JI060H KOMIIAHUY MOXXHO YCJIOBHO OO'beJUHUTD B TPU
TPYIIIBL:

1. CoTpyaHUKY, HE3aBUCUMO OT HUX CTaTyca 3a/elicTBOBaHHEBIE B IIPO-
JaXKaX WK BIUAIOMINE Ha HUX.
K nepBoii rpynie Tak:xe oTHOcATcA PykoBoauTenu u COTpyAHUKH,
KOTOpbIe He IPUHUMAIOT HEIIOCPeACTBEHHOI'0 YYaCTHUs B IpoJa-
’ax (Hanpumep, GUHAHCOBBIN AUPEKTOP WJIU IJIABHBIN HHKEHED),
HO YCIIEITHOCTD X pabOThI OLIEHUBAETCS [T0 GMHAHCOBOMY PE3yIbTaTy

BCeM KOMITaHUH HUJIH OTAE/JBbHOTO IoApa3aeJ€HUA.

2. CoTpyAHUKM «BHyTpeHHero» oduca (back office), He umeromue mps-
MBIX KOHTaKTOB ¢ KimeHntamu.
Bcest ux paboTa CBOAUTCA K 006CTYKUBaHUIO APYyTUX COTPYAHUKOB KOM-
MaHUU. DTO CIyKalue GUHAHCOBBIX, 6yXTalTEPCKUX, KA POBBIX, KOH-
CTPYKTOPCKO-TIPOEKTHBIX NT0Zpa3aeneHuii, IT-mogpasaeneHuii u T.4.

3. CoTpyZHUKY IPOH3BOACTBEHHBIX IO pa3/jieleHul, HellocpeACTBEeHHO
cozzaolye IPoAYKT (YCaAyry).
Ora rpymnna o6beJUHAET, JONYCTUM, PAOOYNX CTPOUKY, JBIOIUX
6eTOH IIPU MUHYCOBBIX TEMIIEpATypax U B XKapy, BOAUTENEH TaKCH,
CTIOAp/IECC, TUJIOTOB CAMOJIETOB U T.II. B HEKOTOPHIX OTPACIAX CO-
TPYAHUKU TPEThEN I'PYNIBI MOT'YT OZHOBPEMEHHO IPHUHAAIEKATh
U K TIEPBOU, HaNIpUMep B KOHCAJTUHTOBOMN UM AU3aiiHEPCKOU

KOMIIaHHH.

COTpyZHUKU BCeX rpynn o61aZaloT pa3HbIMU B3VIAZAaMU Ha CBOIO Jle-
ATEJIBPHOCTb, HECMOTPS Ha TO YTO paboTaroT B OZHOM opranusanuu. OH1
COBEpIIEHHO MO-Pa3HOMY OTHOCATCA K paboTe, Y HUX pa3jUvHbIE IIpeJ-
CTaBJIEHUS O CBOEH POJIM B MpOIecce MPOU3BOACTBA U OOCIyXKUBAaHUU
KiTneHTOB KOMIAHUY.

Jlns Havasta jaBaiiTe IO3HAKOMHUMCSA C OCOOEHHOCTSIMU BOCIIPUATHA
pabouero nporiecca IpeACTaBUTENAMU IEPBOH U TPETheH I'PYIIIL.

JIt06y10 CpeJHECTATUCTUYECKY IO KOMITAHHIIO MOXKHO IIPEJICTABUTD B BU/IE
nupamuzgsl. Torza B ee BepxHeli TpeTH OyZeT pa3MelieHa epBas IpyIia,
a B HIKHeW — TpeThA. HecMoTps Ha TO 4TO 06€ IPyNITbl HAXOAATCSA Ha IPO-
THUBOIIOJIOXKHBIX ITOJTFOCAX IMPAMU/EI U, CJIEZ0BATETHHO, B UepapXUU KOMIIa-
HUU, Y HUX eCTh MHOTO 0b11ero. Pykogodumesiu u me CompyoHuKU, KOmopble
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3aHUMAOMCS NPOO0ANCAMU U NOCMOSIHHbIM 06WeHUem ¢ KnueHmamu, a max-
ace CompyOHUKU, 3aHAMble HA npou3godcmae, Halbo.lee adeK8aAMHbL 8 80C-
npusMuUU peanbHoll HCUSHU U ee 8bl30808.

Ilepsas epynna, B CUJIy IPUCYLIUX eii pabounx pyHKUU — obecre-
YUBaTh CBA3b KOMIIAHUY C OKPY’Kalolllell ee cpeoi, MOCTOSIHHO pabo-
TaeT Ha pe3ysbTaT. JTa IPyIIa BEIHYX/eHa JepKaTh yAaphl U HAXOAUTh
KOMITPOMUCCHI B KpaiiHe CJIOXKHOU U arpecCUBHOU BHellTHel cpefe. Takue
COTpyZHUKY KaXKABIH IeHb CTATKUBAIOTCA C HECOBIIaJleHUEM JKelaeMoro
Y peaybHOTO: IOCTaBJIEHHEIE LIeU, TOTpe6HOCTU KITMEHTOB, OrpaHUYeHU S
CO CTOPOHBHI T'OCyZapCcTBa 3a4acTyio He COYeTalTCs C pecypcaMyu U KOM-
IeTeHI[USAMH, KOTOPEIMU O61aZiaeT KoMIaHus. Haxozasace B 3Toi rpynie,
[IEPCOHAJ OTYETINBO BUJUT, KAK MHOT'O HYKHO CZieJ1aTh, YTOObI JTUIIb CO-
OTBETCTBOBATb OOBIYHBIM OXXUAAHUAM KIMEeHTOB, HE TOBOPSA yXKe O TOM,
YTOOBI YIUBUTH UX. A ellle HY>KHO [TOCTOSHHO arUTUPOBATh KOJLJIET U 110/~
YUHEHHBIX 6paTh Ha cebs 60JIbIlle OTBETCTBEHHOCTH, OTHOCUTHCS K paboTe
«KaK K CBO€¥» U T.11. YTO [yMaloT 06 3TOM X KOJLIETH U IOAYMHEHHbIe? Kak
[IpaBUJIO, HUYEro XOPOIIero.

COTpPYAHUKY MIEPBOM IPYIIIH YYBCTBYIOT ceOs 3a’KaTHIMU MeXKAY MO-
JIOTOM M HaKOBaJIbHEM, I/le HAKOBAJIbHSA — 3TO KOMIIAHUSA CO BCEMHU BO3-
MOXXHOCTSIMU ¥ OIPAHUYEHHUAMH, 2 MOJIOT, OOPYIINBAIOIIUIICA €XKETHEBHO
Ha UX roioBsl, — KineHTH, KOHKYpPEeHTH U MOCTOSTHHO U3MeHSIoIIecs
IIpaBuUJja UTPHL.

CoTpyZHUKY mpemuell epynnsl 3aHATH TEM, YTO BOIUIOMIAIOT B XKU3Hb
MeUTHl U IJIaHBl PYKOBOJCTBA KOMIIaHUU. [Io UX MHEHUIO, PYKOBOZACTBO
9acTO OTOPBAHO OT PEAJBHOCTH U He IOHUMAaeT UCTUHHOT'O MTOJIOXKEHUA
Zen. IloaToMy Te pacopskeHUs «CBepXy», KOTOPble OHU [TOJIy4aloT, Ha UX
B3IVIsZI, COBEPIIIEHHO HeJlenble. B 60IbIIMHCTBE KOMIAHUH UMEHHO TPEThS
I'pyIIa YyBCTBYeT ce6s1 06/e/IEHHOM U YCTaBIIEeH OT IpeHeOPEKUTETHHOTO
OTHOIIEHU TeX, KTO CUAUT HaBepxy. TunuuHas ¢ppasa, KOTOPYIO IPOU3HO-
cAT COTPYZAHUKHY TPeThel rpynnsl: «[lonpoboBaay 6bI OHU TYT J€HEK II0-
paboTarh, MbI 6B Ha HUX [IOCMOTPE/IN». YIPYYEeHHOE BOCIPUATHE pabodyero
Ipoliecca IoAKpeIisgeTcs Bepol B TO, YTO OHM HUKAK He MOT'YT IIOBJIUSATh
Ha IpUHUMaeMble HaBepXy PellleHU, a BOT eCIU OBl MOTJIH, TO XKU3Hb U Jie-
ATETBHOCTh KOMIIAHUY CPa3y 65 U3MEHUJIUCH K JIYYIIEMY.

[TocTosIHHAsA HEYZOBJIETBOPEHHOCTh CBOUM IIOJIOKEHUEM, AebULUT
nHpOpMAIIUU O peasbHOM IOJIOXKEHUHU Zies, a TaKXKe KeJaHue N3MeHUTh

29



nasa 1. Yto takoe CepBuc?

oTHoIIIeHUE K cebe Ha Hosee CIIpaBeAIUBOE JeNaeT ITY IPYIIIY BO MHOTOM
GJIU3KOH 110 AYXY K ITEPBOMA.

Biarozaps cBoeit aZleKBaTHOCTH, 0OyCIOBIEHHON yYacTUEM B pe-
aJIbHOM IPOU3BO/CTBE U PEIIEHUY CJIOXKHBIX 3a/a4, IepBas U TPEThs
[PYIIIBI CTIOCOOHBI OBITH MEHTAJBHO THOKUMU U MEHBIIIE TPATUTD CHJI
Ha [TyCTOe CONPOTHBIIeHNE. Kak TOIBKO y HUX ITOABJAETCS MAaHC yBUJETD,
YTO 3aHMMaeMasi UMY MO3ULUS He [IaeT TOJOKUTETbHOTO pe3yabTaTa
JJ1 KOMIAHUU, OHU TOTOBBI U3MeHUThCA. Takux COTPYAHUKOB MOXHO
Ha3BaTb «HCUBLLMU.

[TocepeayiHe MeXAY nepeoil U mpemuell CylIeCTBYeT 8mopas epynna —
oducHble CoTpyaHUKU. OHU «3alUIIEHBI» OT «XKECTOKON peaslbHOCTH»
TeMU, KTO IPUHUMAET Ha ce6s Bce IPOU3BOACTBEHHbIE U GUHAHCOBBIE
pucku. OducHbie COTPYAHUKY, TPYZ KOTOPHIX 3aMKHYT Ha 00CTYKUBaHUYN
BHYTPEHHUX IOTPeOHOCTEN KOMIIaHUH, UMEIOT cjaboe IpejicTaBIeH e
0 LleHe KaXX0ro NoxydeHHoro py6:ist KnuenTa. OHU paboTaroT npoyeccHo —
MPOCTO BBHITIOMTHASA NpeAIHUCAaHHBIE UM 0053aHHOCTH M HOPMATUBEL. [1pu
3TOM OHM CTaBAT cebe B 3aCIyry UMEHHO TO, YTO BCErZla YETKO CAEAYIOT
YCTaHOBJIEHHBIM ITpolielypaM. Takas 3aMKHYTOCTb BTOPOU T'PYIIIEI CO3/Ia€T
BPEAHYIO I/ KOMIIAHUU YCIIOKOEHHOCTb. B TO BpeMs Kak HaBEPXY U BHU3Y
6y1IyIoT 6ypu ¥ PEBYT LITOPMEL, B IIEHTPE €CTh YIOTHBIH 0a3UC, JKUBYLIUH
pa3MepeHHO U HEBO3MYTHMO.

Kak npaBuso, COTpyZHUKY BTOPOU I'PYIIIBI 06/1aJal0T HE TOJIBKO BBIC-
muM 06pa3oBaHUEM, [JOXO/IOM BHIIIE CPETHETO, HO TAKIKE U 3aBHIIIIEHHBIM
caMOMHeHUeM. [l HUX 60sblIoe 3HaYeHUE UMeeT COOCTBEHHBIN CTaTYC.
OTOH IpyIIIe MPUCYIIY KOHCEPBATU3M B paboTe, TaCCUBHOCTb, CKEIITUIIVI3M
Y IUHU3M. Bmopyto epynny MoxHO oxapakmepusosams Kak «0oemamu-
HYy10». OHa wacmo npedcmasJisiem coboil npensmcmaue Ha Nymu no co30aHUI0
KnuenmoopueHmupo8aHHoll KOMNAHUL.

Kak BbI fyMaeTe, MOYeMy BTOpasi IPYIIia, CJIOBHO SKOPb, TOPMO3UT JBU-
JKeHUe KoMIIaHuu? Jleyio B TOM, YTO ee IIpeACTaBUTENU YBEPEHBI, OYATO ObI
ux pabora HUKaK He cBa3aHa ¢ CepBucoM. OHU ybexgeHbl, 4T0 CepBUCOM
B KOMITAaHUH 3aHUMAIOTCA JPYTHeE II0pa3JesleHNs1, KOTOPbIE U JOJDKHEI Ha-
HUMAaTh CIENHaIbHBIX, «CEPBUCHBIX» NTI0fAeH. To ecTh y oprica — HUKAKOA
oTBeTcTBeHHOCTHU! COTPYAHUKH, paboTaroliye B OyXraJTepuH, CUCTEMHEBIE
aIMUHUCTPATOPBL, TPOEKTUPOBIIUKHU U [IP. BEPAT B TO, YTO OT HUX TpebyeTcs
«IIPOCTO XOPOLIO BHITIOJHATE CBOIO PabOTy».
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V3BecTHBIH tToMopucT Muxani JKBaHeIKuii BEICMENBAET TaKOU ITOAXO0/
B OZTHOM M3 CBOMX l'eHHAIbHBIX InaIoroB. CyTh CUTyalluH B TOM, 4To KineHT
HeJIOBOJIEH IOIINTHIM KOCTIOMOM. OH o6pamiaeTcs K pa3HbIM JTIOASIM, KOTO-
pBle IPUHUMAJIH yYacTye B IIOIIKBE, C BOIPOCOM: «KTo CIINI KocTioM?» EMy
OTBEYAaIOT Ha OJJHOM M3 yYaCTKOB: «K MyroBUIlaM IIPETEH3UH €CTh?» KIHeHT
oTBevaeT: «HeT». 1 Tak 110 Kaxx A0 oTAebHOM ontepariuu. [Tonyyaercs, 4To
B LIeJIOM K paOOTHUKaM aTeJbe IPeTEH3UH HeT, a KOCTIOM OpaKOBaHHBIH.
Bor u Hamru COTpyZAHUKU U3 BTOPOU IPYIIBL, paboTaiolye B CBETIBIX
U TEITBIX odricax, UMeIOIIKe HEIJIOXYIO 3apaboTHYIO IJIATY U IOJI0XKEeHUE
B OOIIECTBE, IIPOCTO «XOPOIIIO AETAIOT CBOE €TI0,

Ho, M03BOJIUB UM NIPOJOIKATh BOCIPUHUMATh ce0s1 U CBOIO paboTy
MMEeHHO TaK U He MOAYUHATHCA npaBuiaM KynbTypsl CepBrca, Mbl pUCKyeM
OCTaBUTD «MeMNnepamypHble MOCMbl». DTOT TEPMUH B3AT U3 CTPOUTETHCTBA.
OH 03HauaeT, YTO Ha MeCTax CThIKA KOHCTPYKI[UI U3 pasHbIX MaTepHaoB
BO3HUKAET YYaCTOK, KOTOPHIH OXJIaXKJaeTcs CUIbHee Apyrux. [Ipobirema
TeMIlepaTypPHBIX MOCTOB B TOM, UYTO M3-32 HUX 3HAUUTEJbHO CHUXKAeTCsA
TeIJIO3alluTa 34aHuA. B cTpOUTENhCTBE 3TO MPUBOAUT K IIOBHIIEHHOMY
noTpebyeHUIO SHEPruy, 06pa3oBaHUI0 KOHZEHCATa, PUCKY [TOBPEXAEHUA
2JIeMEeHTOB 3/IaHU s, IOSABJIEHUIO IIJIECHEBOT'O I'PUOKa.

JlJ1s1 KaXX[0T0 HeTaTUBHOTI'O ABJIEHUA B CTPOUTENILCTBE MOXXHO HalTH
aHaJIOTHIO B OM3HeC-IIpoIiecce:

* MOBHIIIEHHOE NTOTpebeHNe SHePrU — 3TO 3aTPATHl PYKOBOACTBA
Ha CIJIoueHue, 00beJUHEHNE KOMIIAHUY;

* oOpa3oBaHMe KOHZleHCcaTa — 3TO Mpob6JeMBbl, He CBA3aHHBIE He-
MOCPEACTBEHHO C TPOMU3BOACTBOM MPOAYKTA WIN 00CTyKUBaHUS
KiuenToB. Hanpumep, HaKOIJIEHHBIE OOU/IBI OJHOTO MTOApa3ee-
HUA Ha JPyroe BhUIMBAIOTCA B HapyllleHHue HOPMaJIbHOTO pabodyero
o61IeHus. B uTore onepaTUBHBIN 0OMeH HHbOpMAaIel nckakaeTcs
1 06a moApas/ieieH|s HAYNHAIOT CTPAJaTh OT HEXBATKU OTEPaTUB-
HBIX TaHHBIX;

* PDHCK ITOBpPEX/EHU 3JIEMEHTOB — 3TO GpaKTHUECKHU yiepO, TOHeCeH-
HBI} KOMITAHUEH B pe3y/bTaTe KOHQIUKTOB MeXAY T0Apa3feleHUAMU
TIPU BHITTOJIHEHUY 001el pabOTHI U MOCTaBJIEHHBIX 3a/aY;

* MOsIBJIEHUE TIJIECHEBOT'O TPUOKa — «THUJIOM» MUKPOKJIMMAT B KOMIIa-
Huu, 1ie COTPYAHUKY 3aHATHI IOCHKUBAaHUEM, )Ka06aMu U ccopaMu
ApYyT C APYTOM.
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CoBMecTHO 3TU GaKTOPHI 1e30PTaHU3YIOT BCIO CUCTEMY YIIPABJIEHUA.
B nHTepecax 110601 OpraHu3anuyu — UCKIIOYUTD «Ilepenaj TeMIeparyp
Ha CThIKaX» Pa3HbIX YyacTel KOMIaHUU.

OnacHOCTb pa3JIUYHOrO IOHUMAaHUA CBOEU POJIA CO CTOPOHBI IO pas-
JeIeHnl IeMOHCTPUPYET CIeAYIomnii mpuMep. Uto 6yzeT, eciu XOJI0AHBIN
CTeKJIAHHBIM CTaKaH OIIyCTUTh B KMIIATOK? EcTecTBeHHO, CTaKaH JIOIHET.
HeuTo mogo6HOE MPOUCXOAUT KaXKABIH AeHb MexX 1y COTpYAHUKAMU, €CIU
B KOMITaHUY HET €JMHOU KYJIbTYPHI OOIIEHUS U CTa)KeHHON KOMaH/bl e1U-
HOMBIIIIJIEHHUKOB. KosloccasnbHasA 3HEPrus He TOJIbKO PaCcXOAyeTcsA BITCTYIO,
HO U paspyllaeT CTPYKTypy U3HYTPH.

Haute onpedenenue Cepsuca copmyaupogaro makum o6pa3om, umo-
6bt kaxncowvtli CompyoHUK KOMNAHUU MO2 0MOicO0eCmaums e2o co cgoell
pabomoii. lpyrumu cioBamu, Bce COTPYZHUKH BOBJIEYEHEI B IPOLECC
Cepsuca.

[IpaBuna, MUHCTPYKIMU U IpOrpaMMBEl, HallpaBJeHHble Ha co3/a-
HUe YHUKaabHOU KynbTypsl CepBrca, KacaloTcs KaXXJoro paboTarolie-
ro B KOMIIaHWM — OT OXpaHHUKA /JI0 T'eHepaJbHOTO JUpeKTopa. B riaBe
o KopnoparusHoii KynbType Mbl moapobHO obcyaum 3HaueHre 100%-ro
BoBJIeueHNA COTPYZHUKOB B paboTy mo CepBucy.

OTcyTCTBUE OOIIHOCTH U CIIJIOYEHHOCTH B KOJIIEKTHBE IPUBOJUT B JIyU-
IIeM cIy4ae K Hu3Koi adpdextuBHOCTH. Jena uAyT MeAIeHHO, MHOTO Bpe-
MeHU YXOZAUT Ha OTCTauBaHUE CBOEH TOYKY 3peHUs pabOTHUKAaMU Pa3HBIX
nozpaszeneHuil. B xyauiem ciydae koMIaHUA, paspblBaeMas Ha 4acTU
BHYTPEHHMMU IIPOTUBOPEUYUAMHY, [lepecTaeT CyliecTBoBaTh. BMecTo TOro
4YTOOBI KOHLIEHTPUPOBATH YCUJIUS Ha PA3BUTUH, PYKOBOZACTBO BEIHYK/EHO
TPaATUTD CUJIBI Ha 60PbOY C BHYTPEHHUMHU KOH(IUKTaMHU

OpraHu3zanysa 1 OpraHu3M YejIoBeKa IOX0XKH TEM, YTO MOTYT 3a00JIeTh.
Korza Mbl 3aHe1yK1M, TO JIOXKUMCA B IIOCTEJIb, OTMEHAEM BCe Zlesia, BCTPedn
Y IOE3JKHU [0 TeX 0P, ITOKa 60JIe3Hb He OTCTYIIUT. MBI HanpasisieM CBOU
CUJIBI Ha BBI3ZIOpOBJeHHe. Ho B crydae ¢ 6M3HECOM «IIOCTENbHBIN PEXUM»

IPO3UT MOTEPEH AparolleHHOro BpeMeHU U 1obe10i1 KOHKypeHTOB.

CepBucC nogyepknBaeT HE0O6XO0ANMMOCTb

aKTMBHOM NO3MLMM KaX[0ro

Bespaznuuue k pabote cpegu COTPYZHUKOB PaCIIPOCTPAHEHO Ha OOJIBIIMH-
CTBe IpeANpUATHN, B MarasuHax, IOJUKJINHUKaX, aBUaKOMIIaHUAX U T.J.
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PaBHOAyIIHOE OTHOIIEeHME K KiIIMeHTy IPUHOCHUT KOJIOCCaIbHEBIE YOBITKYU
KOMITQaHUAM KaK B pellyTallUIOHHOM, TaK ¥ GMHAHCOBOM ILJIaHe.

B Ha1re BpeMsi MI3MeHeHU s IPOUCXOAAT € 6OJIBIION CKOPOCThIO U HU OZHA
KOMITaHUS He MOXKET II03BOJIUTh cebe paboTaTh pa3MePEHHO, B pEXXUME,
xorza COTpyAHUKY IPUBBIYHO CJIeLYIOT UHCTPYKLUAM, He 3aZyMbIBaACh
0 CMBICJIE U pe3yJbTaTe CBoero TpyAa. Jlaxke eciv ABHO IPOUCXOAUT YTO-TO
He TO, MHOT'He U3 HUX IPOJ0JIKAI0T MOJIYa BEIIIOJIHATD 00S3aHHOCTH, TIOKa

He MTOCTYIUT OYEPESHOE PACIIOPSIKEHUE «CBEPXY».

Nuxak Agnsec, OAuH U3 BEAYLMX MUPOBbLIX OU3HEC-3KCNepTOB,
pacckasbiBas, Kak MHOMO f1eT Ha3az BbICTynan nepen pocCucKom
ayauTtopuert. OH UCNonb30Ba NpoeKTop, yBeu4MBaoLmMin n3obpa-
XeHue C LennynonaHoro Npo3pa“yHoro N1cTa, Ha KOTopoM AOKNAAHMNK
pUCyeT BO BPEMS BbICTYMEHNS. B KaKON-TO MOMEHT 1300paxeHue
nomeHsAno yron Ha 90°, Tak 4TO BCeM CyLlaTensaM NpULLIOCh Ha-
KJIOHWTb rONIoBY HAabOK. B Takor HeyLoOHOM No3e OHM NPOLOIXaNN
CNOETb U HUKTO He OCMEeNUIICs ckazaTb 06 owmbke!

A BOT NPUMEP TUMUYHOW CUTYaLLMM, KOTOPAS MOXET CTYYUTbCS B Ji0-
©own opraHmzaumn. OgHax bl OHa NPOU30LLMa M B Hallen KOMAaHWN.
CoTpyaHuLa npuaymana, Kak coenatb NPoLEecc BbICTaBIeHMSA CHETOB
Oonee ynobHbiM Ans KnueHtos. OHa nogenunnacb Co CBOMM Hero-
CpencTBeHHbIM PykoBoamTeneM. BO3MOXHO, TOT He OLLeHU naeto nam
OHa Oblna 13M10XKeHa HEYETKO, U B UTOre BCE OCTANIOCh MNO-MNPEXHEMY.
CnycTsi Kakoe-To BpeMsi oxXoxas Uaes Obina 03By4eHa Ha CoBeLLaHuK
CoTpyAHMKOM Apyroro nogpasgeneHns. Tam xe NnpucyTCTBOBaIMU
nepsas CoTpyaHuLa 1 ee PykoBoamnTens. Tenepb eMy 3Ta MHULMATUBA
MOHpPaBMach 1 OH BbiCKa3ancs 3a ee peanmsaumio. CotpyaHuua bbina
O4€eHb PacCcTpoeHa.

Bce, yero en He xBaTUNO, — AencTBUA. HapoaHas MyapoCTb FacuT:
4100bI 330UTH rBO3b, HAO B3Tb MOMOTOK M YAAPUTb MO rBO34I10
HeCKOoJIbKO pas.

B cBOMX felicTBUAX HY>KHO UCXOJUTD He TOJIBKO M3 BO3MOXKHOM ITOJIb3HL,
KOTODPYIO MOXET IIPUHECTH TBOSA HUes, HO U U3 HeOOXOAUMOCTH IIPOSBUTD
onpe/ie/leHHYI0 HACTOMYUBOCTb.

He nmeeT 3HaYeHU s, IO KAKOM MpudYmHe cHOPMUPOBAJIOCH TAKOE BOCIIPU-
ATUE IPOUCXOAALIETO. 3aia4a KOMIIAHUH U €€ PYKOBOJCTBA B TOM, YTOOBI
M3MEeHUTH IacCUBHOe OTHolIeHre COTpyZHUKA Ha akTUBHOe. CepBHUC — 3TO

B IIEPBYIO o4depeasb delicmatle.
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nasa 1. Yto takoe CepBuc?

Cmbicn CepBuca — B co34aHUN NONb3bl A9 APYroro yenoseka

Jro6ast AeATeTbHOCTh UMEET CMBICT, TOJBKO KOT/ZIa IPUHOCUT IOJIb3Y TEM,
pazu Koro ocylecTBigeTcd. lesa MoxeT ToKa3aThCsA Ha MepBBIH B3IIAZ
TPUBHAJBHOU. Besb 5TO U Tak odyeBUAHO! TeM He MeHee OIMIAHUTECH BO-
KpYT — ¥ Bbl YBUUTE MHOT'O IPUMEPOB MOBeleHNU A JIoZlel ¥ KOMIIaHUH,

KOTOpHIE ZIeMOHCTPUPYIOT IpeHeOpeKeHUe MPOITUCHON HCTUHOM.

Harlpvuvlep, «M0Jib3a» KacCbl HEKOW KOMMaHUU — NPUHATb OeHbrn
KnneHTOB 3a OKa3blBaeMble yanyrn. OpHako rpacpvu( pa6OTbI KacCCbl
TaKOB, 4TO OHa 3aKpPbIBae€TCA Ha o6e,£|, B TO BpeM4, Koraay OonbLNH-
ctBa KnueHTtoB TOXeE O6e,£|,€HHb|l;l nepepbiB N COOTBETCTBEHHO €CTb
CBO60,EI,HO€ Bpem4A.

[pyrov BeCbMa pacnpoCTpaHeHHbIN NPUMEP HaPYLLIEHWUS <NPUHLMA-
na nonb3bi»: COTPYAHNK MPUXOLUT Ha CNyxOy BoBpemsa Unu gaxe
paHblle Ha4ana paboyero OHs, HO NOTOM eLle NonYaca nbeT Yan,
©onTtas c konneramu.

Nnn COpr,ELHl/IK B pa60Te c KnvueHtamu genaet Bce No MHCTPYKLUNN
N, HeCMOTPA Ha TO 4TO KnveHTsl yXo4AT pa304apOBaHHbIMUK, MPO-
O0J1>XaeT BbINOJIHATb pa60Ty 0e3 n3meHeHnN.

B STTOHCKOM sI3BIKE €CTb MIPEKPACHOE CJIOBO, KOTOPOEe 0603HaYaeT I10-
JOOHYIO eATeTbHOCTD. [IpeKpacHO OHO TIOTOMY, UYTO €r0 3By4YaHUe AJIs
PYCCKOTO yXa BBI3BIBAET BeceJible acCohuanii U OFHOBPEMEHHO IepejaeT
HEeJIOTYCTUMOCTD TaKOT'O0 OTHOIIIEHUs K paboTe: mMydda. DTO TIOHATHUE O3HA-
YaeT JeATebHOCTh, KOTOpas MOTPebIIsIeT peCcypchl, HO He YAOBIETBOPSET
moTpebHocTH KiineHTa.

OueBHIHO, UTO Mt0Oas opraHu3alusa KpaliHe 3aHTEpeCOBaHa JIepXKaTh
B CBOMX CTeHAX KaK MOXKHO MeHbIIle «MyZ0B». COTPYAHUKHU JOIKHBI pabo-
TaTh C OCO3HaHUEM IIPUOPUTETOB UX AeATeIbHOCTU. Hatle onpegenenue
CepBuca — OTIMYHBIN UHCTPYMEHT GOPHOHI C «MyZaMU», TIOAUEPKUBATO-
IIWH, 9YTO:

* cmbIciaoM JIFOBOM aesTeIbHOCTH;

* BCEX COTpyAHUKOB;

« KAX/IOM xoMnaHuu;

* gBJIgeTcCA co3ZjaHue MoJb3bl Aaa KaueHTa.

Utak, Cepsuc — amo npescde ecezo Oelicmeaie, Komopoe mpebyemcs Komy-

mo 8okpye Hac. Tomy, KMo NOLYyUUM 0M 3M020 KAKYI0-MO NOAb3Y.
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KﬂMeHTOOpMeHTVIpOBaHHOCTb Kak cnocob BOOXHOBUTb

Biarozaps TakoMy onpezesneHUIo y PyKoBoAUTeE ST KOMIIAHUY MOSBJIA-
€TCs1 BO3MOXXHOCTb BKJIIOUUTH B paboTy no cozganuto KynpTyper CepBrca
kaxzgoro COTpyZHUKA, BHE 3aBUCUMOCTH OT TOTO, CTAJIKUBAETCA TOT
¢ BuemHuMu KineHTaMu Uiy HeT. |71 5TOT0 HeJOCTaTOYHO [TPOCTO 3aBUTh
0 CBOEM JKeJIaHWUU cTaTh KimeHTOOpueHTHpOBaHHBIMU. TpebyeTcs nepe-
OCMBICJIEHUE CITIOCOOOB M IPUHIUIIOB BeZieHUA OU3Heca, poJid KOMIaHUH,
nogpaszgeneHuii u CorpyaHuKoB. O6 3TOM MBI ellle 6yZieM He pa3 YIIOMUHATb.

Korza mei roBopum o CepBrce, TO TOBOPUM ellle ¥ 0 cmpamezuu. ApxuMezny
MIPUIIKCHIBAIOT CJIe [y IOIIYeE CJIOBA: «/laliTe MHE TOYKY OIIOPHL, U 51 IepEBEPHY
3emito». CepBHUC — 3TO Ta camasi TOYKa OIOPHI, C IOMOIIbI0 KOTOPOU MOXK-
HO IIePeMECTUTh KOMIIAHUIO Ha CIeAYIOUIUH ypOBEHDb pPa3BUTHA OU3Heca,
ollepexxas Ha HeCKOJIbKO MaroB cBoux KOHKypeHTOB.

Crparerus CepBuca ipezjiaraeT IepeoCMBICTUTh POJIU TOAPa3/ieJIeHUH, OT-
JIeJIOB U BCEH KOMITAHUY B [[EJIOM TaKHM 06pa3oM, YTOOBI KaXK[bIH CMOT II0CTO-
SIHHO BHOCHTB CBOM BKJIa/I B CO3/IaHHE «ITOJIb3bI» U «IIEHHOCTH» JIs1 K/IeHTOB.

K/IeHTOOpHeHTUPOBAHHOCTD
KaK cr1ocob BIOXHOBUTH

KnreHTOOpUEeHTHPOBAaHHOCTh — 3TO ellle OJUH NINPOKO paclpocTpa-
HEHHBIN TEPMUH, KOTOPHIN TpebyeT YETKOIrO OIpeZe/IeHUs ero CMBICIA.
Ha Bompoc, 4T0 0Ha 03HavaeT, YaCTO MOXKHO YCJBIIIATD «4ero U3BOIUTE?»,
«nporubaHue» nepes KEM-TO, UCIIOTHEHNE BCeX XKeaHui KinreHTa, ymeHye
BBICTPOUTD AWAJIOT U T.1I.

KIIMEHTOOPMEHTMPOBAHHOCTDL — 3T0 yMeH1e, KaK MUHUMYM, CO-
OTBETCTBOBATh, a KAK MaKCUMYM, IIPEB30HTH O:KMJaHNA LiesieBoro Kiuenra.

V3 Hamero onpe/iesieHUA BEITEKAOT TPU OCHOBHBIX KpUTepua KineHTo-
OPUEHTHPOBAHHOCTH KOMIIAaHUU:

* orHomeHue KieHTa Kak oIleHKa KauecTBa paboTH KOMIIaHUY;
* paboTa c k1roueBbIM KiteHTOM;
* CcTpeMJeHUe IPeB30HTHU OXKUAaHUA KiIrodeBoro KnueHra.

OTHoweHue KnueHTa Kak oL,eHKa KayecTBa paboTbl KOMNaHUN
OTnpaBHas Touka KineHToOpreHTUPOBaHHOCTU — BOCIIpUATHE TOBapa
WJIY YCJIYTH KOHKPETHO TeM KiIneHTOM, 111 KOTo OHU OBLIH CO3/IaHBI ¥ YbH
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