© Oaez Maxapos, Tamvana Ilupozanoea,
Mockea, 2011

Tema aosiapHOCTM TIOCTOAHHO Ha cAyXxy. [loHATHO - OM3Hec wuINeT «yHMBepcaAbHOE
CpeACTBO», KOTOpOe TTO3BOANT rapaHTUPOBATh YCIIEIITHOCTD.

/lf100ast KOMIIaHUSA B Mgeale XOUeT pOCTa IIpUObIAM U YBEepeHHOCTH B TOM, YTO 9TOT
pOCT OyaeT Be4HBIM.

Ho BoameOHble MuA0AM OBIBAIOT AUIIL B CKa3Kax, a pellleHus, IpeAlaraeMble CETOAH:
IIIaMaHaM!, 3HaXapsIMIU M, CTPAIIIHO CKa3aTb, YUEHBIMU, BIIOAHE COOTBETCTBYIOT COCTOSIHUIO

3HAHUM I10 BOIIPOCY A05AbPHOCTI.

DTO U CcTaa0 OAHOV M3 NPUYNMH HPOBeAEHMs TIaTeAbHBIX MCCA€AOBAaHUII M CO3AaHIS
«Mogean Tpéx Karouein™», koTopas 1103B041Aa He TOABKO ITOAYYUTh OTBETHI Ha BOIIPOCHI O
aosapHocTt 1 MoTtuBanuy Kamentos u CoTpyaHuKoB!, HO cpopMyanpoBaTh STU OTBETHI
IIPOCTBIMM CAOBaMM I, BHUMaHMe! - 4aThb UMTAIOIIMM 9TOT TeKCT IIpaKTUKaM B PYKU
COBEpIIIeHHO KOHKpeTHBle U D(PPeKTVBHbIE MHCTPYMEHTHI ITOBBIIIEHUS MPUOBIABHOCTI VX
OusHeca.

KoneuHo, craTes - 9TO He KHUTA, He yueOHOe IMOCOOIe 1 He KOHCyAbTalllsl, HO OAarogaps
9TON cTaThe BBl cMoOXKeTe yBUAETD, a 3HAUUT U UCIPABUTh OCHOBHBIE OIIMOKN. 1] yAyqmmTs

pe3yabpTaThl BallleToO OusHeca.

1 o .
B 3TOM cTaTbe Mbl UCMOMb3YEM U OMUCHIBAEM /1L YacTb MoAenu, KacaloLlytocs OTHOLIEHMI «KoMnaHus — KnueHT».
BTopas «cTopoHa» Moaenu oTHOCUTCS KO B3aMMOOTHOLLEHNAM «COTPyAHUK-KOMNaHWs.
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(B caMOM gaele, OUeHb KpaTKIie, ITIOAPOOHee - CM. CIIMICOK AUTepPaTypsl B KOHIIE TEKCTa)
IlepBoe, 4TO caeayeT IIOHATD:
COCTOSHMS KAMEHTOB.
Kaxaplii KameHT B AI000J MOMEHT BpeMeHM II0 OTHOIIeHMIO K A000My
OM3Hecy® HaXOAUTCSI B OIIpeAe A6HHOM COCTOSTHVNL.
IlokymaTeab Bcerga 4eM-TO PYKOBOACTBYETCs, IPUHMMasl pellleHre O TOM, y KOTO
noky1marth. Ha Baln npsMoit BOIIpoC OH MOXKeT OTBETUTD «5 C0EAAA MO He 3A0YMbLEaAsLCh».
Oanaxo, B pe3yabTaTte 1CCAeA0BAaHNUII MBI CMOTAM BBIABUTD, 4110 0eliCMEUmeAbHo BasKHO
Aast KaneHnTa mpy NpUHATUI DTOTO peIeHus..
M5l BBIAEAUAU «COCTOSIHWMSI KAVIEHTOB» U CTPYHINMPOBAaAM UX Ha OCHOBAaHUU
MCTUMHHBIX IIPUYMH, II0 KOTOPBIM YeA0BeK ITOKymaeT Bamr tosap mam ycayry. I'pynn
0Ka3a/10Ch HEMHOTO...
BAJKHO:
YCTaHOBACHO, UTO COCMOAHUA KAUCHNA MOZY MEHAMbCA NpU USMeHeHuy cumyayuu,
c meyeHuem épemenu u m.J. Ha moHmMMaHMM ®TOrO MOXKHO M HY>KHO OCHOBBLIBATb
JellcTeumeAbHo aPpPpexmuetvie NPoOaXu U MapKemuHz.

B orToit craThe MBI NOKaXkeM COCTOsAHU: IIOKyIlaTeAell Ha IIpuMepe KAMEeHTOB
IIPOAYKTOBBIX MarasuMHoB. [ToTomy, 4To 2100011 YnTaTEAb A€TKO MOXKET IIpeACTaBUTh ceOs B
OINMCAHHBIX cuTyalnsax. Ecam OBl MBI BOCIIOAB30BAaAUCh B KauecTBe IIpUMepa, CKakeM,
OIIBITOM KOMIIaHMM, HPOM3BOAAIIRN U IIPOJAlOIIeNl IIOABEMHO - TPaHCIIOPTHOE
00oOpya0BaHIe, MHOTUM UYMTaTeAsIM AAsl TOTO, YTOOBI IIOAYUYUTh IIOAb3Y OT TaKUX IIPUMEPOB,
IPUIIAOCE OBl BOCIIOAb30BaThCA AOIIOAHUTEABHON AUTEpaTypol, a HaM - HalucaThb Kydy
PasbACAHIOIIMX IPUMeYaHU I KOMMeHTapyeB.

ITosTOMY - BCE Ha IpUMepe PO3HINYHON TOPTOBAY IIPOAYKTaMIA.

BAJKHO:

Bcé, o uém mp1 Bam pacckaxem, paboTaeT He TOABKO AAs IPOAYKTOBBIX Mara3uHOB, a U
AAsl A1000TO Apyroro Om3Heca, IpeaJaraeT AM OH TOBapbl MAM OKa3blBaeT YCAYTHU, €ro
Kanenrs! Bcerga HaxoAsITCSI B OAHOM M3 IIIECTU COCTOSIHIIA.

1. CayuarHbi (BBIHYXAEHHDIVI) IIOKyIIaTeab. Bbl 114€Te MO yAuIle, 3aXOTeAU IUTh.
YBUAeAU Mara3uH, 3aIiay, KyImuau OyThIAKY BOABL.
3nauenue 0aa OusHneca: Yacmo (ocoberno 6 B2C) makue wAuenmol co3darom
cyujecmeentyto uacmv obopoma. Bausmv na Hux noumu He603MOXHO, uspedka yoaémcs
3ACMAsumy KYynumbo 4mo-mo oueHb coOAasHUmeAvHoe «3 no yete 2».

2 [ins Tex, KTO yXe 3HaKoM C ocHoBaMu Mogenu. MpounTaiiTe 0653aTenbHO 3To onucaHue. HaBepHsika Bam B ronosy npuayT
HoBble uaen. MponyCcTUTb ONUCAHWE paspeLLAEeTCs TONbKO TEM, KTO MPUHAN yYacTUe B HalMX TPEeHUHrax rno teme «Mopenb
Tpéx Knioueit™>».

3 «BusHecom» B [aHHOM TeKCTe Mbl ByZieM HasbiBaTb 6peH/bI, TOProBble Mapku, NPeaAnpUsTUs, oAen 1 T.4. — ANS KaXAoro
KOHKPETHOr0 cflyyast UMEHHO TO M TeX, YTO M KOro KJIMEHT BOCNPUHMMAET Kak 06beKT, C KOTOPbIM KOHTaKTupyeT.
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KcraTy, ceituac camoe noaxoasiiee BpeMs 4451 TOro, 4ToObl Bel oTBeTnAmM Ha BOmIpoc:
«A Kmo 6 M0ém OusHece - cAyuauHbli nokynamerv?». VI saapiie oTpedaiiTe Ha DTOT
BOIIPOC AAsl Ka’KAOTO COCTOSIHM:A. JallMChiBaiiTe OTBeThI Ha AUCT Oymaru, MAK
KOMIIBIOTepHBIN  ¢aita. Onu mnpurogarcs Bam gas TOro, 4roObl IMOBBICUTDH
¢ PeKTnBHOCTL OM3Heca.

2. IIpocrto mokymareab. Bel nmHOrga 3axoaute B MarasuH, IOTOMY YTO OH HaXOAUTCS
psAaoM ¢ goMoM, opucoM, purHec-kayoom m T.4. Kak mpasmao, pemaroiee TyT:
«HY>KHO KyIIUTh 9TO-TO MAM IIOMTU KyAa-TO, a 51 3HAIO, I4e DTO IPOAAETCs IO 40pore
K ... UAU PAAOM C ... ».
3nauenue 0aa 6usneca: IToxoxe Ha npedoldyuLyto zpynny, HO «NPOCMO NOKYNAMEAb» , KAK
npasuio, nokynaem nepuoduvecku. Kpome mozo, A Hezo KAtoue6oe mo, umo oH 3Haem o
Bac, 0 mom, z20e Bui naxodumeco u umo npedrazaeme. C HUM MOXKHO pabomambv u MOKHO
NAGHUPOSAMb 63AUMOOeLiCIIBUe.

3. IlocrostnHbI (MOTMBMPOBAHHBIN) NOKyHaTeab. Bbl dwacto 3axogute B STOT
MarasuH, IIOTOMYy 4YTO OH COOTBETCTByeT HaOOpy BaIlIux TpeOOBaHNII, IO IIeHe,
Ka4yecTBy, YPOBHIO M CKOPOCTM OOCAY>XXUBaHUS U T.A., UAU SBASIETCSI HAUAYUIINM
KOMIIPOMIUCCOM cCOuYeTaHUs HTuX Kpurepues. «COOTHOIIIEHNE IleHa/KauecTBO»- HTa
dpasza TyT OUeHb YMeCTHa.
3nauenue oaa 6usneca: Camvlii Hesbizo0Hbll KAuenm. busnec, xax npasuro owudouHo
HA3DI6ACNT €20 «AOSALHBIM», KAUEHM U cam 20mosé noddepxamv amo 3a0Ayxderue. On
2060pum: «4 Aosiren K amomy mazasuny». OH U npasda ueHum mazasum 3a aKuuu,
pacnpodaxu u ckudku, Ha Komopole noumuy 6cezoa xuso peazupyem. Koreutro, mazasurom
mpamum Ha 6cé amo yiumy denez. Tem He meHee, KAK MOAbKO KOHKYPeHNM NPeOrOKUIM
«CAYdmui  HAbOp 00EKMUBHBIX YCAOBUL», MAKOU MNOKYNAmeAb nepememHémecs K
KOHKYpeHmy, He UCNblmuvléas COMHeHUT, COXKANCHUL UAU YzpuiseHuil cosecmu. baazodaps
CMpeMAeHUI0 Y200Umv makum kauermam Bot svirysxdervl nocmosHHo nposooums axyuu
CO CKUOKAMU U YEEAUUUEAMb OOHYCHBIE DAAADL.

Eduricmeeritiotii naroc: Bui moxe moxeme nepemanueamv makux KAUEHMOE Y cocedei.

4. /losabHBIN MOKyIIaTeab. Bol 40cTaTOYHO YacTo 3axoauTe B ®TOT Marasus. Ilotomy
yTO Bam HpaBUTCA B HETO 3aXOAUTD. ..
3navenue 0An OusHeca: A MHOZUX OU3HECO8 MO camvlil 6vl200HbIU KAueHm. OH
solbupaem mazasum, Gupmy, Opend, He 60asascb 6 nodpoOHOCMU, 0emAAU U PACUEMDL.
Komeutio, ousrec dorxern noddepxusamov maxoe ommouterue kauenma. Kax? O6 amom
Kpamko - HeMH020 N03xe, 4 100podHO — 6 OPYZUX CMAmvIxX U HA MPeHUHzaX.

* OcobenHo Tenepb, KOrAa Bbl, B OT/IMUKE OT HUX 3HAETE, B YEM TyT CO/b U Mepel,.
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5. IIpusepxxeHer. fIcHO, yTO TOBap MAM MapKa, C KOTOPbIMM CBsA3aH DTOT MarasuH,
BBITASIAST AocTorHbIMM Bac. VMan Bel xoTure BbITASIA€TH TaK, KaK BBITASIASIT AIOAU,
KOTOPBIX 4OCTOJIHA BTa MapKa.
3nauenue 0asn Ousneca: busnecvi, umeroujue npusepxeries, 3HAIOM, UMO me 20Mmosol
npouamv mmozoe. Tloumu 6cé. OHu 20mo6bl KONUmMv, ecAu HyxHo, derwveu. Cmosamo 6
ouepedsx®. He snamo, umo deaamv ¢ amum, nocae mozo, kax kynam. Ilonumamo, umo amo
uMeem Ky4y Hedocmamios, Ho APOCMHO CHOPUTND, 3AuWUAs C60U «6bl00p». [Tpusepxerel -
04eHb 6bl200HbLIL NOKYNAMEAD.

6. ®anatuk. Aaa ¢danHaTuKa OpeHA SABAAETCA CMBICAOM, I[eABIO CyIIeCTBOBAHIL.
Oranunsiit npumep — ¢ganHatukn ¢yrdosa mam 3B€34 IIoy-OmsHeca. Kak rmpasnao,
®TO He BIIOAHe HOpMaAbHBle AIOAM, MX COLMaAbHBIN cTaTyc Hu3okK. OHM dyarre
«A00BIBAIOT» IPOIYCK, YeM IIOKyIlalOT OMAeTBl. Y HMX CAydaeTcs MCTepuKa, ecAu
yAaércs yBuAeTh Kymupos BOAmsn. IloxymaTteabckas crocoOHOCTh (paHATUKOB
CTPeMUTCS K HyAIO.
3nauenue 0rs Ousneca: ouenv cneyuguuro. Hexomopoe KoAuuecmeo Panamuros
Heo0X00UMO 0ASL 1020, Hmobbl €030a6amv  «NPUSAEKAMEeAbHI» 00pa3 0AsL  macc
npuseepxetues. B ocrosrom®, amo kacaemcs cnopma u uioyousa.

BaxHo noHumamov 60m umo: «npusepx eHubl» CMOMPIM HA «PaHAMUKOS» U XOmAm Ovbimb
maxumu, kax me. Ipusepxeriol 6edv He 3Harom o mom, umo parnamuvl — cymacuieduive. Ha camom
deae, OHU XOMSAM He «Obimb», A «6blZAS0emb» MAKUMU, Kax Panamvl. Pasnuua 6 amom camom caoée
«gv1zasidemuv». OHo 6000uie onpederstouiee OAsl npusepKeHa.

Pastuyy mexody anamuiom u npusepikeHyem oderHv 6axHo YEMKo 6udems U NOHUMAMD, eCAU
Bui deaseme denveu 6 cnopme uAu uioy-Oustece, a maxxe, ecau Buvl podumerv pebérxa —
muretoxepa.

Emié ase MbIcaM, 1 MOJKHO ABUTAThCsI AaAbIlle
1. Ilpusepxeties MUMEIOT AaleKO He Bce OM3HeCHI (XOTs HaIll OIBIT KOHCYAbTMPOBaHM:
MIPUBOAUT K TOMY, UTO BTy BBITOAHYIO TPYIIIIy KAMEHTOB MOKHO cpopMMUpoBaTh AAs
CcaMBbIX pa3HbIX U IIOPOJI HEOKMAAHHBIX HallpaBAeHUI AesATeAbHOCTH).
2. UYro kacaeTcs ¢panamuios, AymMaeM, 4To Bbl y>Xe pemman, Hy>KHBI A1 OHM Bamemy
OusHecy.
ITo xpariHeir Mepe, MBI A5 ce0s1 y>Ke peInan.

A Terepsp gaBaiiTe pa3zOepé€Mcsl ¢ TeM, UTO U KaK Ha CaMOM Jele U3MePsIIOT pa3ANdHbIe
CHenynaAuCTbl B TO BpeMs, KaK TOBOPAT HaM C BaMU, UTO OHM «USMEPSION AOSAbHOCHIb
KAUEHIO06».

> OTAMUHBIIA npuMep CyMku «Birkin bag». CTOMMOCTb OpPUrMHaNbHOM CyMKM 3Tol Mapku B CLUA He MeHee $7500 6e3
HaforoB, a ovepeab Ha eé npuobpeTeHne - He MeHee ABYX NeT.

6 Te, KTO Ha3biBaeT cebs «daHaTamm Apple» Ha caMOM fene SBNSATCS ero NpUBEPXXEHLAMMN.

Ecnu Bbl He NoHsnuM 3Ty dpasy, NnepeunTanTe TEKCT, HaunHas C «5, MpuBepkeHeLl. ScHo, YTo ToBap wian Mapka...» Kctatu,
B Poccum 6onee 99,99% m13 Tex, KTO Ha3biBaeT cebsi haHaTaMy CMOPTUBHBIX KITy60B — TOXE NMPUBEPXKEHLbI.
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BoT HaubGoaee IIOIIy ASIpPHBIE€ MEeTOAbI «MI3MEePeHMsI A0IAbHOCTI».

METOAbI USBMEPEHW
1. Metoa @®peaepuka Panixxeaaa (NPS):
CIIPOCUTD «IIOpeKOMeHAyeTe AU Bbl MapKy CBOMM 3HaKOMBIM?» ¥ IIOIIPOCUTH
OTBeTUTH B 0aaaax, O3HAYAIOIIVIX «C KAKOU 6epoAmMHOCHbIO OHU 3O COeAatom»
ot Hyas a0 10.

DTOT MeToJ, ceroAHsi HabupaeT nonyAspHocTh B Poccun. Bo MHOTHX cTaThaAX n
OTYéTax MBI BCTpedaeM TIopAble peasdluyn o ero BHegpeHun. YBbl, NPS - oaun us
MeTOA0B, KOTOpble IIOMOTalOT OmsHecy Hamboaee 3PPeKTUBHO  3a0AyKAaTbCs
OTHOCUTEABHO MCTMHHOTIO I10A0KEeHNS Bellel.

ITouemy? Bcé mpocro: Aa’ke MO YeCTHBIM HIPU3HAHMAM’ TeX, KTO €ro aKTUBHO
UCIIOAb3YeT, YBUAETh YCTOMYMBYIO CBsI3b BTOro KosdpduimeHra ¢ KaKMMU-TO
Ba>KHBIMU A5 OM3Heca NoKasaTeAsiMU He ydaércsa. Hu c yacroroir, Hu ¢ pasmepom
MOKYIOK, HI C TpUOBLAbHOCTBIO OM3HeCa...

Yro >xe He Tak B 9TOM MeToAe? Beé. YeaoBek, KOTOpOTro 0 4éM-TO CIIpaIlINBalOT «B
200», Bcerga Aa€T coyuarbHo npuemaemoiil omeem. To eCTh TaKOM OTBET, KOTOPHIN I10
€ro MHEHUIO, He TIOBpeAUT ero MMIAXY B T1a3ax CIpallyBalOIIero.

Mertog, necocrositesaen. Ha «pesyabpratel mo NPS» cyliecTBeHHO BAUsIeT aake
M3MeHeHNe COOCTBeHHOTO MHEeHIsI MHTepBbloepa OTHOCUTEeAbHO OpeHAa, A0sAbHOCTD
K KOTOPOMY HcCCAeAyeTcsl. DKCIIepUMEHTHl IoaTBepAnan®: ecam ompoc mo NPS
MIPOBOAUTCSA COTPYAHMKOM KOMIIAHNMM, OTHOIIEHNe K KOTOPOIl uccAelyeTcs,
pe3yabTaThl (CpeaHMe «ypoBHU AosabHOCTM 1O NPS») moaywarorcsa spimre Ha 1-3
IIyHKTa, 4YeM eCcAll OIpPOC IMPOBOAAT HeNTpaabHble IIpeACTaBUTeAU KOMIIaHUMU-
nccaeaoBaTeAsl.

2. DDBL (Definition DRIVERS of Brand Loyalty)

3arago4Has noaycekpetHass metoguka PBK. BoiaBasiorcst Hekme «apaiiBepbl
A05IABHOCTI», IIpPOIIe TOBOps, HapaMeTpbl Mapku. VM yTBepXkgaertcs, 4TO,
yOopasasisi MMM, MOXHO YIOpaBAsTh AOsAbHOCTBIO. IIpm sTOM WmMcmoam3yroT
OYKBaAbHO «BC&, 40 9eTr0 MOXXHO AOTSHYTBCS»: «0UeHKU 6epOSMHOCTEl CO6ePULeH S
pecnondenmamu nOSMOPHLLX NOKYNOK, NOKA3AMEAU, HANPAGAeHHbIE HA 6bIA6ACHUE CTeneHU
npueepxerrocmu x Operdy, oyeHKu pecnoHeHmos omHoOCUMEAbHO PeKOMEHOAUUL C6OUM
poocmeeHHUKAM U 3HAKOMBIM N0 NOKYNke 1mMoeapos onpederertozo Opexda, a maxxke
cneyuarbivie Xapakmepucmuxuy 0peroa - «0paisepol», N0360AL0ULUE YNPACAIM YPOSHEM
AOSIAbHOCTY nompedumee.»’

Coraacurech, TO 4eM-TO IOXOXe Ha TO, KaKUM OOpa3oM OIepaTOpbl COTOBOIA
CBsA3M C034a10T Tapudsl. Takue, YTOOBI X HEBO3MOXXHO OBLAO CPaBHUTH HE TOABKO C
TapudaMy KOHKYPEHTOB, HO I CO CBOMMI «COCeAHUMI».

7 Takve NpU3HaHUa AenarTcsa B YacTHbIX 6ecenax. B MHTEpPBbIO M oduUmManbHbIX OTYETaxX 3Ta TeMa CTapaTenbHO 06xoanTcs.
He Hamo BepuTb Ha cnoBo. Ecnn Bbl ucnonb3yete ceiidac «NPS», Bbl MOXETe NEerko MNoBTOPUTb 3KCMEPUMEHT U

NOATBEPAUTL 3TU pe3ysbTaThl.

o LiutaTta no ctaTbe «BbisiBNeHUe «ApaiiBepOB>» NOSNbHOCTM K 6peHay», PBK, 24/09/2010.

http://consulting.rbc.ru/projects/24/09/2010/13985.shtml
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Mrak, cytb MeTOoga - coOpaTbh BCe BO3MOXKHBIE AaHHBIE I CKa3aTh, 4TO WX
BBICOKOITpOQeccrioHalbHas o0paboTKa A4acT BOAIIEOHBIN pe3yAbTaT - IT04eMy OBl I
HeT, MOIITHOCTY COBPeMEHHBIX KOMIILIOTePOB I03BOASIOT.

Byaere am Bbl cumrtaTh 9TO 9(PQPEKTUBHBIM METOAOM «U3MepPeHUs AO0SABHOCTI»,
11eAMKOM ¥ TIOAHOCTBIO 3aBVMICUT OT CTeIIeHM Balllell J0BepUMBOCTI.

MeTtoa Ge3 KpacMBOro Ha3BaHWsI.
ITpocTo 3a4aéTCs1 BOIIPOC «A05IAbHBI AU BBI K MapKe?»

DToT BapuaHT - npeareda Metoda NPS. ITockoabky sTOT MeTog crapiie, yem NPS,

ero 0eccCMbICA@HHOCTD ellé 0oaee ouesuaHa. UToOB B 9TOM yOeAUTHCS, 40CTaTOYHO
IIOCTaBUTh Ce0s Ha MeCTO OIlpalllBaeMOro KameHra. KoHeyHO, He caMBbli
npodeccioHaAbHBIN HKCIIEPUMEHT, HO 34eCh 00.4ee CAOXKHBIN 1 He Hy>KeH..
OKCITEPMMEHT:
Bribepure OusHec, B cyTu KOTOPOTO BBl He pa3dlupaeTech, a TOAbKO OKYIIaeTe y Hero
4TO-TO BpeMs OT BpeMeHn. [IpeacraBpTe, 4TO K BaM B MOMEHT ITOKYIIKM IOJOIILJa
cUMIaTU4YHas AeByllIKa (1AM Ha0OOPOT, IOHOIIA - KTO BaM 0O0Abllle HPaBUTCS) M BbI
YCABIIIAAN BOIIPOC: «A05IABHBI A BBl K Halllell MapKe?»

ITpakTuKy pbIHKa - M MapKeToAOTU OPeHAOB U MCCAeAOBATeAN CXOASATCS B O4HOM:
B 0O/ABIINMHCTBe cAydaeB PecIIOHAEHT XOueT OHPaBUThCs MHTEPBbIOEPY.

Hy n gero Toraa crout Bamr otseT Ha BOIpOC O «A05AbHOCTY K HaIllell MapKe»?

Toxe IpOCTOVi METOA: MOACYET YACTOTHI HOKYIOK.
Ecam KameHT coBepmaeT IOKYIKYy MapKyu 4alje KakOWi-TO 3agaHHOM
BEeAMYMHBIL, CIMTAETCs, YTO OH A05IA€H.

BHuMaTeAbHbIN ynTaTeAb YK€ IIOHMMaeT, 004ee BepOsATHO, UTO DTOT ITOKyIlaTeAb
He JOSIABHBIN, a, IIOCTOSIHHBINA. VI ®Ta IIOCTOSHHOCTL HUKaK He CBsA3aHa C
A051ABHOCTBIO. TO, 4TO OM3HEC XPOHMYECKM ITyTaeT ITOCTOSIHHOTO IIOKyIlaTeas C
AOsIAbHBIM, TeHepUpyeT OIPOMHBIE PacxXoAbl Ha »OIlaTy ICeBAOAOSIABHOCTU». 3aTo
AaéT paboTy OaTaabOHaM IMOHEPOB-MapKeTOAO0TOB.

BorumcaeHne A0ay TOKYIIOK 9TONM MapKHM CpeAy HOKYIOK aHaAOTMYHBIX
TOBapOB.
Ecau mpo1ieHT BhIIIe OIIpeaeaéHHOTO, 9TO Ha3bIBaeTCs A051AbHOCTDBIO.

To >xxe camoe, uto u 1.4

Bbozee gacTeii BEIOOP ITOKyIIaTeAeM MapKyl HUIYeTo He TOBOPUT HaM O A0SABHOCTHU
K Hel.

SCR (share of category requirements) mau oH xe - SOR (share of requirements)
Joas pecriOHAEHTOB MCIIOAB3YIONMMX celdac (KynMBIIMX IIOCAeAHMIA pa3)
MapKy ¥ yBepeHHBbIX, YTO IPeAIIOUTyT eé IIpU caeaylonier IOKyIIKe.

Metoa, kak Obl yMHOXKaIOIINI1 pe3yabTaT MeToda N 4 Ha pesyabTaT MeTtoga No 3.
TpeGyet Goabltte 3aTpaT, 4eM 4100011 U3 HUX, IIOSTOMY, BePOSITHO, BEI3bIBaeT OOAbIIIe
yBaKeH!s1. MBI IPUBBIKAY BEPUTH, UTO «A0PO>Ke» 3HAUUT «AYIIIIe».

Kcrartn, sToT poKyC paboTaeT He TOABKO B MCCAEAOBAHUAX.
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6-a. Taxoke (MBI cABIIIIaAM, HO He BUAeAM) CYIeCTByeT TaKOl IT0ABapUaHT IIPpeAblAYIIero
MeTo/a:
BeposarHocTHbt MeTo  IMnome (Pioche).
Ha ocHOBe anaamsa npeapIAyIINMX IIOKYIIOK PpacCUMTBIBA€TCsI BEPOSATHOCTD
MOKYIIKI aHAAM3MPYeMOV MapKu.

DTOT METOA BBITAAANUT CAaMBIM Hay4HbIM U3 BCeX IepedlCAeHHBIX. JeiicTBUTeAbHO,
uMes: 0OoaplIyI0 0a3y A4S aHaAM3a, MOXKHO C OIpeAeAéHHOIN TOYHOCTBHIO
Ipe/AcKasplBaTh OyAyIliee IoBedeHme IIOKymaTeas. IIpm odenp ©Ooabmioit 0Oase,
HaBepHOe, MOXHO IIpeAcKasaTh IIOBeJeHMe IIOKyIlaTeas B CAydae CHVDKeHMUS IIeH
KOHKYpeHTaMll, M3MeHeHIs ITOTOAHBIX YCAOBMI, IIpoBedeHust Bamm akumit u T.4.
(ecam BCE DTO BBOAMAOChL paHee B 0Oasy) Jaxe ecau IIPUHATbH, 4YTO MeTOJ,
ACVICTBUTEABHO IIO3BOASIET IIPOTHO3MPOBATh IIOBTOPHYIO IIOKYIIKY, OCTaéTcs
IIPe>XKHUIT BOIIPOC: KaKoOe HTO MMeeT OTHOIIIeHNe K A05AbHOCTI?

/Jla, A0AABHBIN IIOKyIlaTeAb C BBICOKOV BEPOATHOCTBIO He IIPUOOPETET APYIYIO
MapKy.

Ho nokynarteas, mproOpeTaionmuii MapKy 130 AHs B AeHb BOBCe He 00s13aTeAbHO
AOSLA€H.

HEYKEAU CAEAYET OTKA3ATHCSI OT USMEPEHUI?
bBesycaoBHO, OT m3MepeHUi1, IOAOOHBIX OIMCAHHLIM BBIIIe CAeAyeT OTKa3aThCs U 4yeM
CKOpee, TeM AydIlle.

ITo Hamiemy OIBITY, 4Yale Bcero IpoOJeMa C OTKa3OM COCTOUT AMIIb B TOM, 4YTO
MapKeTOA0Ty TPyAHO OTBETUTDL Ha ITPOCTON BOIIPOC PYKOBOAUTEAS: «OAsl 1e20 Xe Mol 6CE MO
épems mpamuAu 0eHvzu HA MaKue UcCAe006aHUsL?».

I Bcé ke, ayulle ceiyac OTBETUTH Ha HTOT BOIIPOC, UeM Uepesd 0Aroja 1A Iod, IOTepsB
BpeMs U AE€HbI.

BMmecTo TOro, dYroOBI BBISICHSITB KOAMYECTBO TeX, KTO oOemaer Bac
IIOpeKOMeHA0BaThb MAM YTBepXAaeT, UTO AO0sAe€H K Ballleli KOMIIaHWUW, AaBaiiTe
IpoBeAéM II0Ae3HOe JNcCaeAOBaHVMe W OIpejeauM CKOAbKO B JaHHBII MOMEHT
KAVIEHTOB HAXOAWUTCS B KAKOM COCTOSTHMIL:

Cayuatiriotit (6o1HYxKOeHHbIIL) NOKYNAMEAD,

IIpocmo noxynameAxv,

IocmosrHbvlti (MOMuUEUpOsAHHLIIL) NOKYNAMeAD,
osAvHblI NOKYNAMeAb,

[Ipusepxeneu,

Danamux (6npouem, GaHamuxos Moxem u He Ooimb)
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yToO AACT BAHNIEMY BU3HECY CEIMEHTAIONS KAMEHTOB IIO
COCTOSIHUSIM?

Bo-1iepBBIX, TIpOBeAsl cerMeHTaINIo, Bel y3HaéTe peaabHYI0 KapTUHY CBOero pbIHKa. To,
4yero He 3HaeT HU OAVIH U3 BaIllX KOHKYPEHTOB.

Bo-sBTOpBIX, BBl CMOXKeTe ropazao Oosee »PPeKTUBHO BO3AENICTBOBATh Ha CBOMX
Kanentos. O BosgeiictBuum Ha Kamenros mpl Goaee moapoOHO paccka3blBaeM B APYTUX
CTaThsIX, MOCBAIIEHHBIX «Mogean Tpéx Karogein™»1,

B-tperbux, Bol Buaute um moHmMaere Kak Bamm KOHKpeTHbIe AENCTBUs BANMAIOT Ha
Ka>kKA0To 13 Barmx KAneHTOB.

B-deTBépTHIX, BBl MOHMMaeTe, KakM 0O0pa3oM MOXKHO Tellepb IlepeMaHMBaTh KAMEHTOB
y KOHKYp€eHTOB!!.

B-maTeix, Bpl cMmolkeTe OcCO3HAaHHO IAaHMpPOBaTh M3MEHEHUsA B aCCOPTUMEHTHOW U
LIEHOBOI IIOAUTMKe. BBl IporHo3upyeTe pe3yAbTaTbl STUX M3MEHEHUII He Hayrad, a
PYKOBOACTBYSICh 3HAHUAMM O TOM, YTO AeMICTBUTEABHO Ba’KHO A5 Barmmx kaneHToB.

U 5TO TOABKO OOIINEe BO3MOXHOCTU - TO, UTO HaBepHsKa IT0Ay4daeT Ka’KAbIl OM3HeC,
npumenusmmit «Mogean Tpéx Karouenn™» Beerga ects u MHAMBIMAYyaAbHBIe pe3yAbTaThl, Te,
KOTOpBIe IIPUCYIIN KOHKPETHOMY OM3HeCy, PhIHKY, KOMIIaHNI.

Kak mnoayunrte wmHOOpMaAImMiO O COCTOSAHMAX KanmeHTOB? OgHOro, «oOmero»
perieriTa HerT.

CerogHss MBI MOXeM CKasaTb, 4YTO B KaXXAOM KOHKPETHOM cAydae HeoOXOAUM
VHAVBUAYaAbHBIN 10AX04,. /1100011 OM3Hec, KaK 1 4100011 4eA0BeK MMeeT CBOIO CIIelnQuKy.
Omnpegeaenne sToi1 crieriuduK - 3adada MHOrAa 0oaee, MHOT4a MeHee cA0Has1. CA0KHOCTb
3aBJMICUT OT MHO>KecTBa (paKTOPOB.

Ho xak 1 a10411, KOMIaHNM 1 UX OM3HECH MMEIOT OOIye 4epThl. DTO I03BOAsSEeT HaM
TOBOPUTDH 00 OOIIMX IIPUHIIUIIAX OIIpeAeAeHIsI COCTOIHIUI IOKyIIaTeAeid.

BoTt kpaTKkoe nM3a0XeHNe >TUX IIPUHIINIIOB 2,
1. BolgeadroTcs KAMEHTHI, Haxoasdmuecs B cOCTOSHUAX «CAyuasinotii  (6biHYkKIeHHbL)
noxynameav» u «IIpocmo noxynamerv». Mbl 3a4aéM BOIIPOCH], COOTBETCTBYIOIIIE AOTUKe

10 cm. crmcok NUTEpaTypbl B KOHLE TeKCTa.
1 3100t Teme o6gzaTensHO 6yAeT NOCBsLLEHa OTAENbHAsA CTaTbs.

12 Korpa aBTOpbl AOWAN JO 3TOrO MECTa, MeXAy HUMWU COCTOSICS ANanor:

O.M.: - UTO-TO 51 HE YBEPEH, YTO CTOUT M3/1arath 3TV MPUHUMILI B CTaTbe. EC/in Mbl ux onuLeM, KTo-To nonpobyeT caenarb
BCE CaM M C OYEHb 6OJIBLLION BEPOSTHOCTBIO HAKOCAYUT. 10C/Ie Yero, KOHEYHO, CKaX€eT, YTO Mbl B 3TOM BMHOBATHI. C Apyrov
CTOPOHbI, €C/IN HE PaccKasaTb XOTs 6bl 06 06LUMX MPUHLYMINEX, YNTATE/b CKaXET, YTO CTaTbsl C/MLLIKOM TEOPETHYHA U M3-3a
3TOro NMOTepsIET MECAL, rod Wi Aaxe 60JbLue MOTOMY M03KE HAYHET MCob30BaTh Moaesb A/ CBOMX LIENEH, YeM Mor
6bi...

T.U.: - 4 gymar, 4TO KTO 3aXO4YET “HaKOCAYNTH”, HAKOCAYMT C HaLUEV MOMOLb0 Wu 6e3 Hee. A Te, KTO 3aXOYeT
pasobpatbCcs, BCerga MoryT 06patuTbCS K HaM 3a [OMNOJIHUTEbHON mHGopMaumen. [MosToMy gaBavi BCE-Taku B 06LUMX
4yepTax BCE B CTaTbE 0ObSCHUM.

O.M.: - Tbl NpaBa, AaBavi rnorpo6yem.

B pe3ynbTaTe M Nonyyuncs TOoT TEKCT, KOTOpbIi Bbl BUANUTE.
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OumsHeca 1 yAOCTOBepsieMCsl, YTO OCHOBHOI HPUYNMHON HpUOOpeTeHUs! ToBapa MMEHHO
34€Ch AAs DTUX IOKyIaTeAell sABASeTCs «MecTo» (B IIepBOM cCAydae) UAM «AelicTBue» (BO
BTOpOM). TO €CThb OH KyHUA «NomoMy 4mo amo npooasarocb umerno mym». Vian «on kynua
(no nymu) mym umerHo NOMOMY 41Mo HYXkHO OLIAO KYNnUumo».

2. Onpegeass NOKyIlaTeAeil, SBASIOIIUXCA «HOCHMOAHHBIMU UAU MOMUBUPOBAHHBIMU», MBI
IIOMHIUM, YTO MX OTAMYUTEAbHas yepTa - YETKO 3HAIOT, II04eMy BhIOpaAy MMEHHO DTOT
MarasyH uan pupmy. V ecan «caydaiHbIii» MAU «IIPOCTO ITOKyIIaTeAb» KyIiA OBl TOBap B
A1000M APYrOM MarasuHe (Apyroi MapKu UAM Y APYIOrO ITOCTaBIIIMKa) OKaXKICh TOT B BTO
BpeM:sl 1 Ha 9TOM MecTe, TO IOCTOsHHbIe (MOTMBUPOBaHHbIE) ITOKyIlaTeAl OIepUpPYIOT B
OCHOBHOM TaKMMM KaTeTOpPMAMM, KaK «COOMHOUeHue ueHa/kaiecmeo», —«XopouLuii
(omAuuHbL, YOOBAEMEOPUTNEADHBLIL) ACCOPMUMEHI», <KAYECTEeHHble MOBAPbl», «CHPABEOAUEHIE
UeHbl», - OHU TIOYTU BCETAa OUeHU6atom IMpealoKeHNe.

XOTs1 OHI 4acTO TOBOPST, UTO «AK0OAT» HTOT MarasuH (MapKy, IIOCTaBIIIMKa), OHI Bcerga
MOIYT 4ETKO cpOpMyAUPOBATD «3a YTO» OHU €TI0 AI0OIT.

3. Aas TOro, 4TOOBI BBHIACAUTL <«HpuUsepxeHyes», (4451 KaXaoro OusHeca IIO-pasHOMY)
3a4al0TCsl BOIIPOCHI, IIO3BOAAIONINE WAEHTU(PUIUPOBATL AI0AeN, KOTOpble SBASIOTCS
KAVeHTaMM OpeHJAa «nomomy umo amom 0peHd 6b1zAs0Um onpedeAéHHoIM  00pasom».
KoHkpeTHBI€ BOIIPOCH 3aBUCAT OT OTpacAl, BuAa OM3Heca ¥ TOTO, YTO MBI Y>Ke 3HaeM O ero
KAMeHTaXx.

4. «JoarvHvie  noxkynameAu»  Kak  IpPaBUAO,  TOBOPAT  «i  A0OAt0  amom
Mazasur/Opend/nocmasujuka», HO He MOTYT OO'BSICHUTD, IIOYeMY MMEHHO OHU UX AIOOSIT.

UYeTpIpe nIpuBeAEHHBIX BBIIIE IIYHKTA - HE aATOPUTM U He I10CAe40BaTeAbHOCTDb AeVICTBIIA,
a TOAbKO Hamboaee oOIIVe IPUHIIUAIILL, Ha KOTOPBIX CTPOUTCSI CeTMEHTUpPOBaHIe KAVEHTOB
II0 MIX COCTMOSAHUAM.

Borpock! 445 BBISIBA€HMS COCTOSIHMS KAMEHTa KakKABI pa3 PpOPMyAMPYIOTCS 3aHOBO U
TOTOBBIN CIIMCOK TaKMX BOIPOCOB BMeCTe C aATOPUTMOM OIIPeAeAeHMSI COCTOSHUI
MOKyIIaTeAel CTAaHOBUTCs KOMMEePUYeCKOM TalHOM KaXKA0ro KOHKPeTHOTO 3akasdmka's,

Unrareab, KOTOpBHIMI He HPOCTO YMTAA CTaThlo, a MU3ydaa €€, IpeKpacHO IIOHUMaAeT,
noyemy. Kcraty, mmenHo mnosTOoMy MBI, OOBIMHO, Oepém Ha ceDs 00s3aTeAbCTBO
onpejeAEéHHOe BpeMs He paboTaTh C KOHKYpeHTaMM JaKa3ulKa.

YTO AEAATH AAABIIE?
MpI 1tocoBeTOBaAM ObI HAYATh C DTUX IITArOB:
1. Ompegeaure (xoTst Ob HPUOAUBUTEABHO) COOTHOIIIEHUE KAMEHTOB, HaXOASIIVIXCS B
Ka>kKA0M 3 COCTOSIHUIA.

3 Yectho roBopsi, Mbl CaMU He padbl TOMY, YTO BCE 3TO CTAHOBUTCS TakoM GONbLUON TalHOW. XOTS M MOHWMaeM, noyemy
K/IMEHTbI Ha 3TOM HacTamBaloT. TeM He MeHee, Mbl BCE eLLé He TepseM HaaeXabl U roTOBbl NPEANoXMTb KOMMaHWUKM, KOoTopas
3apaHee COornacuTCa paccekpeTUTb MOSlyYeHHble B pe3ysibTaTe Takoro UCCneaoBaHuUs AaHHbIE - MPOCTO CKAa30YHbIE YCOBUS
COTPYAHWYECTBA.
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2. Ectb Takoe mpasuao: /10sABHBIN KAUEHT He TpeOyeT OT Bac HIMYEro, KpomMe OTBETHOI
aos1.apHOCTU. [Toaymaiite, a0s4eH An Bail OusHec K KaneHTy? [Ipoanaausupyiite - Tak
AM 9TO B peaabHOCTU?

3. Omnpegeanre (TIjaTeAbHO U BAYMYMBO) IjeAeBOe COOTHOIIIeHMe COCTOSHUI KAMEHTOB.
To ectp ommmimrTe, KakKMMu OBl BBl XOT€AM BUAETH CBOMX KAmeHTOB. O0s13aTeAbHO
IOSICHUTE - ITI0YeMYy MIMEHHO TaK.

4. IlocMoTpuTe Ha pasHMUIY MeXAy «eCTb» U «XOTuM». llogymanre, Kak MO>XXHO
repeBecTy KAMEeHTOB 13 OAHOIO COCTOsIHUS B APYTOe.

5. VM mocae Toro, Kak Brl y>xe nnpuaymMmaere 5Tu HellpaBUAbHBIE ACVICTBUS IO «II€PEBOAY»
KAMEHTOB B Apyrue COCTOSIHU:, IIOYMTalTe Apyrue CTaTbyl, paccKasblBaloliye O
«Mogean Tpéx Kamoueit™» mam obOparturech K HaMm, Mbl HOACKa’keM HallpaBAeHU:

ABUI>KEHUIA.

Mpbl >keaaem BaM ycIiexa B BalieMm OmsHece!

Cnomcok antepartypsl 110 Teme «Mogeap Tpéx Karouein™»:
(no cocmosaruro na 20 uroas 2011 zo0a.
AKmyarvHbLil Cnucox Aumepamypot no amoii meme écezda Ha caiime komnaruu TCG)

1. «Bcsa mpaBaa O A0sIABHOCTM Bammx KameHTOB» - JKypuaa Mapkernur PRO 7/8-2010, Ha caiite
komnanuu TCG

2. «IloTpebureas enasIOT BHyTpeHHNE IIPYXKIMHBI HapY>XHOI pekaaMbD» - Xypraa CEO, nHOMep
3a mroap-asryct 2010, Ha caiire komnanuy TCG

3. «bopnba c BEITOpaHMEM COTPYAHUKOB: 12 cambIx 9P eKTUBHBIX cOBeTOB» - JKypHaa «S1 - Homep
oAVH», artpeas 2011, Ha carite kommnannu TCG

4. «Ilouemy Ha OcMHKe He pacTyT aneabcuHKM» - JKypuaa LOYALTY.INFO ampeas 2011, Ha caiire
komnasHuu TCG

5. «He Bcé TO 30a0TO, uTO Gaectmt». (IIpozpammvrt AosrbHOCHU, paspyuiarouje AOAALHOCHD) -
Kypnaa «I - nHomep ogun», nioanp 2011

6. «/l1060BBb B GoabmIOM OusHece - 1» (AosrvHocmb 6 OMHOULEHUAX MeXKOY KOMNAHUAMY - MUP UAU
pearvrocme?) - Xypraa LOYALTY.INFO uoas 2011

CraTbs BIIepBbIe OIIy0AMKOBaHa B MHTEPHETE
Ha caure http://www.topclassroup.ru

Tatbsana lluporatosa Oaer Makapos
komnanus « TCG» komnanus « TCG»
napTHép napThep

e-mail: tatyana@topclassgroup.ru e-mail: oleg@topclassgroup.ru
Teq.: +7-926-227-12-23 Tedq. +7-916-102-40-85
http://www.topclassgroup.ru http://www.topclassgroup.ru
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