laBal
CoBpeMEHHbIN KINEHT

OX, KaK C/I0¥KHO 3aHUMATbCSA
C HUM «JTIOOBbIO»!

O6cmyxuBaHMe KINEHTOB CPOJHM «3aHATUAM M000BbIo». ITo-
HJMalo, YTO HECKONbKO Bac OLIapallliiI, HO y>X IOBEpPbTe MHE:
U3JIOKeHNe CYTY 3aHMMaeT MUHYTY-APYTYI0, HO Ha TO, YTOOBI
OBJIaJleTh BCeMI e Ta/IAMY, YXOAUT BCA KM3Hb. (V] HeBO3MOXXHO
IpeACTaBUTb cebe MOTHYI0 KapTUHY, eC/IY PaKTUKOBAThCS JC-
K/II0YMTEIBHO Ha caMoM cede!)

VickyccTBO OBIafieHNsI TOHKOCTAMM OOCTY)XMBAaHUS K/IVEH-
TOB — IIpoliecc, KOTOPBIN HUKOIa He 3aKaHuMBaeTcsa. OTyacTu
9TO OO'BSCHSIETCS TEM, UTO O>KU/JAHM S U JKeTAaHU I TOTPeOuTeNs
IIOCTOSIHHO MEHSIOTCS, IIPYYeM HaCTONBKO OBICTPO, YTO MOTYT
U3MEHNUTDCS IaKe C MOMEHTA BALIEro MOCIENHETO C HUM OOILEHM L.
JaBaiite paccMoTpuM He6obIION TpuMep. Baury mocrosiHHyI0
K/IMEHTKY A Ha30BYy JIopeHou Yumunc.

X010 HBIM 3IMHMM YTPOM, Ifie-To okono 10:30, onuH s ome-
paTopoB Balllero KOHTAKTHOTO IIEHTPa COOOLINII, YTO 3BOHUT
Jlopena. bnaropaps uMenmUMCS CUCTeMaM, IpUeMaM U CIie-
IIa/IbBHOMY IIPOrpaMMHOMY o0ecriedeHyIo Bai orepatop [Tam
YaHT OTIMYHO NPEeACTABIAET, KTO Takas JIopeHa: oHa 3Haer,
KaKye IIPOAyKThI 9Ta K/IMEeHTKa puobpeTasna B IPOIIIOM FOLLY
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(BCTpOEHHYI0 MMKPOBOTHOBYIO I1€4b 11 HAOOP po¢eccruoHaIb-
HBIX KePaMIYeCKIX HOXKell), 1 3HaeT ee 001ye IpefjIouTeHI —
B YaCTHOCTH, NTO>KeTaHNA [0 TOCTaBKe.

Ho 3pecp Hac )XfieT TOBYIIKa: BBI OOJIbIIIE He 3HAeTe peaIbHOI
Jlopenn! Yunnuc. Kak Bce MBI, € Te4eHMEM BpeMeHV OHa ISMEHU-
7ach. DTO MOITIO IPOU30MTY 13-3a SKOHOMUYECKOTO CIIaJja, U3-32a
MHTEPHETA, 113-3a POCTA IOMY/IAPHOCTY MOOU/IBHBIX YCTPOJICTB
UT. I

Kak nsmenunace Jlopena? Jlapajite mpoaHaau3upyeM OCHOB-
Hble TeMbl MAapKETHMHIA, KOTOpble TOKA3bIBAIOT, YTO MMEHHO,
B KaKMX cepax ¥ KaKIM 006pa3oM HY>KHO 11 HaM, B CBOIO O4epefib,
U3MEHUTH B 00C/TY>KMBaHNUU K/INEHTOB.

Camble BaXHble NOTPeOUTENbCKUE
«TeHEHLMM» HALLEro BPEMEHN —
3T0 JINYHbIE NEPEMEHDI

1o TOro Kax repeiiTy K r/106a1bHbIM 00001eHIUAM, 51 COOMPAIOCh
IIOTOBOPUTDb O TOM, O YeM PeJIKO YIIOMUHAIOT B I7laBaX, IOCBA-
IeHHBIX OCHOBHBIM TeHJeHUNAM. CaMble Ba)KHbIe IIepeMeHbI,
nponsoutenmne ¢ JlopeHoi nan M0OBIM PYTUM NMOTpebuTE-
7IeM, — 3TO UHOusUdyanvHole iepeMennl. Ctana nu oHa borave?
Vinn 6ennee? OHa HefaBHO pa3Beach WM TOMTBKO YTO BBIIIIA
3aMy>? Y Hee HOBas coOauka MM OHA OIUIAKMBAET YMEPIIYIO
Komky? Hacko/pKo KpyIIHOI KOMITaHVell BbI ObI HY ObIIV MU
HU COOMPANNCh CTaTh, HOKYIKM Y BaC COBEPIIAIOT 0MOenbHble
JINYHOCTY, 2 He COBETBI TOTpebuTeel 1 He ceKTopa phiHKa. Ha-
Yy4UTeCh OTHOCUTBCA K K/IMEHTaM KaK K MHIVBUIYaTbHOCTSM.
YBaskaiiTe MHAMBU/YaTbHbIe IPEJIOYTEHNA KaXKIOTO U3 HUX.
Takoe yBa)keHMe — KJIIOY K ycIexy B 6usHece. Ho mpu aTom
HeJIb3s1 3a0bIBAaTh ¥ 06 OCHOBOIIO/IATAIONIX TEHICHIIVAX PBIHKA,
KOTOpbIe ONMMPAIOTCA HA yBeNMUYeHMe KONMMYeCTBa TPaH3aKINIA
U NIepCIeKTUBHOE IJIAaHVPOBAHIUeE.
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MoTpebuTenbckasa TeHaeHunsa N2 1

CerogHs noTpeGuTenn oXXnaarT NepcoHaiM30BaHHOIo
TEXHOJIOFMYHOro NoBeAEeHUS, OCHOBAHHOIO

Ha NpeABOCXULLEHUU, U MOCTOAHHOIO HAKOMNJ/IEHUSA
UHdopmaLmmn

HepmaBHO y Moero crapeHbKoro «BonbBo» paspAguiacsa akky-
MyATOp. VI3-3a 3TOrO B IpUEMHNKe COMIUCH BCe HACTPOMKI.
Korpa MHe npuiocs CHOBa BpyYHYI0 HaCTpanBaTh Bce TII00U-
MblIe CTAaHIIMM (XOTS Yallle BCEro A CIyIIas TONbKO OTHY U3 HUX),
51 3aMeTUJI, UTO 9TOT IIPOliecCc MeHsA CTPALIHO pasapakaeT. MHe
HPUIIIOCH VICKAaTh JaBHBIM-ZaBHO M03a0bITble MHCTPYKILUU
10 HaCTpOJiKe pueMHIKa. Uepes HeCKONbKO THe 51 y>Ke JyMar:
«Hy noyemy Mot aBTOMOOW/Ib He MOXKET 3aNOMHUMb, 9TO 51 XOUY
Cpasy >XKe BBIXOAUTD Ha 3Ty pajmocTaHIMIo? f >xe coymarlo ee
Ka>K[Iblil IeHb — ,,BO/IbBO” JaBHO y>Ke JO>KeH ObIT BKITIOYNUTD
ee B ,,CIIIICOK TI0OMMBIX HOMEPOB® MM YTO-TO B 9TOM pofe!»

Ho moit «BonbBo» 6611 BeimyieH B 2004 ropy, 11, KOHEYHO XKe,
B TO BpeMs MallIMHBI TaK He «JyMan». [losepuvine, cezco00Hs nompe-
6umenu ysie oxudam 4ezo-mo no0o6Hozo0! OHU PaCcCINTHIBAIOT
Ha TO, YTO HOBBIE YCTPOJICTBA 11 KOMIIAaHUY Oy T TOBOPUTH UM:
«M-p ConoMoOH, 5 3aMeTNI, YTO Bbl YAaCTO C/IyLIaeTe MECTHYIO
crannuio NPR. Xotute, 4TOOBI 51 3aIIOMHIIT ee KOOPAWHATHI,
¥I TOTZIa BaM OOJIbllle He IPUJIETCS CYAOPOSKHO pa3bicKuBaTh NPR
Ha BO/MHax 3¢upa, coBeplas HeIpoOCTbie MaHEBPBI?»

CeropiHs OTpeOUTENN OKU/JAIOT NIEPCOHANN3NPOBAHHOTO
TeXHOJIOTMYHOTO NTOBe/IeHN I, OCHOBAHHOT O Ha TP BOCXUIIECHNN,
U TIOCTOSIHHOTO HaKoIJleHus nHpopManuu. YTobsl npepcra-
BUTD, HACKO/IBKO PafiKabHO U3MEHWINCh TOTPEeOUTENbCKIE
OXMJJaHWA, OTIAAUTECh BOKPYT. C IOABIeHNEM MOOVMIBHBIX
KOMIIbIOTEPOB IyTellleCTBEHHUKM MOT'YT IO/Iy4aTh CO CBOMX
iDroidPhoneBerry no6ble 0TBeTbI, KOTOpPbIE PaHbllle CIIOCOOHDI
ObUIVM [HaTh TOJBKO KOHCBEP>KKM, IIOYTA/IbOHBI MM MECTHBIE
BcesHaliku. IIpu 3TOM cTeneHb JOCTOBEPHOCTU U CKOPOCTHb
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BBIJJAUl) 9TUX OTBETOB 3aMETHO MOBBICUINCH. [le ecTh Xopo-
NI UTATbAHCKNIL pecTopan? Ha KaKylo TMHUIO METPO HY>KHO
CeCTb, YTOOBI JOOPATHCA 1O OLIepHOTO TeaTpa? VI3 Kakoro BbIXOfa
HY>KHO BBIVITY CO CTAHI{MY, YTOOBI IIONIACTH B HY)KHOE MecTo? Moii
CaMOJIeT TOTIBKO YTO ITPU3EM/IN/ICA B TAKOI-TO CTPAHE: 3[,eCh MOX-
HO IIOKMMATbh PYKY ITpeCTaBUTEeNAM IPOTHBOIIOI0KHOTO I0/Ta?

A BCIIOMHNTE, YTO IIPONCXOANIO BCETO HECKOJIBKO JIET Ha3aJl:
HY>KHO OBbIJIO 106U PAThCS O TOCTUHNYHOTO HOMepa, BBITACKU-
BaTbh HOYTOYK, 03MpaThCsl BOKPYT B IOMCKAX CETEBOrO Kabers,
IBITATbCS MOHATD, KaK BOWTI B OTE/IbHYIO CeTh... Temepb Bce
cTasno no-gpyromy. CerogHs B Mupe HaKOIJIEHO OTPOMHOE KO-
M4ecTBO none3Hoi nupopmanun. Ho coBpeMeHHbIN YenoBeK
CUMTAET PhICKAaHbe M0 CeTY B IIOMCKAaX HEOOXOAVIMBIX CBEJIeHIIA
CTIMIIKOM YTOMMUTE/IbHBIM U JONTUM 3aHATHeM. CerofHs moan
JKEJTAI0T, YTOOBI VX OIIBIT OB ITpolIle, OBICTpee ¥ MHTYUTUBHEE.
OHM XOTAT HabpaTh HECKOIBKO CIMBOJIOB — OfJHIM IajibiieM! —
U TYT 5Ke TOJIyYUTDb BCIO HEOOXOAUMYI0 MHPOPMALINIO Ha CBOI
IP-apec w1n B TOYKY, ONpee/leHHYI0 CIYTHUKOM. A MHJOp-
Mauus o MpobKax U APYTUX 3aTpyAHeHMAX B gopore! A oren,
HaXOZAIMeCs PAOM C Balll¥IM MeCTOIIONIOKeHeM! A Ipuioxe-
H1e GogoBot, B KoTopoM Bamm Apy3bsa u3 Facebook mnn Twitter
y>Ke pacnmcani il Bac BO3MOXHBIE TToe31kN. V, KOHe4HO e,
TripAdvisor, rae monb3oBareny y>e OLeHM/IN IPAKTUYECKN BCe,
9YTO OTHOCKUTCS K MUPY ITyTelecTBuii!

ViccnepoBanus koMmnaHuy Accenture MOATBEP>K/JAIOT IPOSIB-
JIeHVA 3TOJ TeHJEeHI[MN: IOKYIIaTe/IN B Mara3yHax 4acTo Ipef-
MOYMTAIOT MICKAaTh OTBETHI B CMAPTQOHE, YeM IIPOCTO 0OPaTUTHCA
K IIPOJiaBIy KOHKpeTHOTO oTziena’. CMapThoH OTBETUT OBICTpEE,
TOYHee I, KaK HJ TPYCTHO 3TO IIPU3HABATh, a0COMIOTHO HEHABSI3-
41B0. (O HaBA3YMBOCTYU B OTHOIIEHNUAX C KIMEHTOM MBI Hosee
IO pOOHO IOTOBOPYUM B IJIaBe, IOCBSAIEHHON KOPIIOPATUBHOIM
KYJIBTYpe 1 IIpyeMy IIepCoHaJIa.)

Pasymeercs, cOBpeMeHHBIN OTPeOUTEb OXKIaeT OTBETa
¥l pe3y/ibTata ropasfio OpIcTpee, 4eM KOrzia Obl TO HY OBbI/IO PaHblIIe.
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Kpome MOOM/IBHBIX YCTPOVICTB 1 MOBBIIIEHN S 9PPeKTUBHOCTH
ceTell KOMMYHMKALIMM, HA OXKUIAHMS [IOTpeOuTesIeil B 3HAYN-
TeJIbHOJI CTelleH) ITOB/IVIN TaKye KOMIIAaHUM, KaK Amazon.com.
Cnoco6HOCTD 3TOI KOMITAHUY TOCTAB/ISTH 3aKa3bl B HEBEPOSTHO
OBICTpbIE CPOKM IIPOCTO ITOpasuTeIbHA. Bbl pasmenaeTe cBoii 3a-
Kas3, ¥ OyKBa/IbHO Yepe3 apy MUHYT Ha KAKOM-HMOY /b 13 CK/IaZIOB
Amazon.com unu UPS-Amazon.com ero y»e yrmakoBasuy, Ipu-
KJIEV/IV TUKETKY ¥ OTIIPABIJIN 110 Ha3HaueHMo’. V 1oiier aToT
TOBAp OYEHb CKOPO, IIOTOMY YTO CKJIAIbl PACIIONIOXKEHDI B CAMBIX
cTparerndyecku ygoOHbIx Mectax. (V1 6bicTpas focTaBKa, KOHEYHO
Ke, 3TO ellle TObKO Hayano. CTpeMUTEe/IbHO Pa3BUBAETCSA CEPBIC
YouSendlt, KOTOpBIII O3BO/SIET TOYTY MTHOBEHHO OTIIPAB/ISTH
orpomuble daitbl. CroraH cepBuca: «3aBTpa? Bot uymume?!»)

MoTtpe6utenbcKkaa teHaeHuma N2 2
«CABVIF CTbiAa» U NOKYMNKU, OCHOBAHHbI€ HAa LLEHHOCTAX

TepMMH «COBUT CTBIAA» S IO3aMMCTBOBAJI Y BUIle-IIPE3UIEHTA
KoMmmaHuu Marriott International. 9Ta TeHmeHI[M cTa/Ia 3HAYK-
Te/IbHOI YaCTbIO IICUXONIOTUY COBPEMEHHOTO Ye/IOBeKa.

Jlo 5KOHOMMYECKOTO CIIajja MOV TOPAUIUCh YPOBHEM CBOETO
mocraTka. [IpemMeToM roprocTy 6bII OTPOMHOTO pa3Mepa IIo-
CKMII TeNIEBU30P U JIETHUIL OT[IbIX B KPYTY CEMbU CPERV TPOIIMYe-
CKOJI pockomy. Bce 9T0 1103BO/NANIO MOTPeOUTETIO YyBCTBOBATD
ce6s1 BronmHe KOMpOpTHO. CerofiHs TO XKe MOBeJeHNe MOXKeT
paccMaTpuBaThCs KaK MOCTBIZHOE 1 fIaXke Tpyboe: roprocTh
3a BBICOKMII YPOBEHb JJOCTAaTKa CMEHW/IACh CTBIJJOM 3a 6e3aMepHoe
notpe6nenue. Ho u3 moboro npasuia eCTb UCKITIOYEHUS.

«To, 9TO MBI BUAUM ceifyac, — 3TO MOTpebIeH1e, OMIPaBIbI-
BaeMoe ,,BKJIalbIBA€MbIM CMBICTIOM ‘», — 3aMeTUJI MOl KOJljIera
Ixeit. Yo >ke TaKoe «BK/IaZblBaeMblit cMbIc/»? [Tomymaiite o cBo-
VX 3HAKOMBIX, KOTOpbIE€ C TOTOBHOCTDBIO I/IATAT HATH JOJIAPOB
3a yamky Koge. Takas IjeHa 03BoO/IAeT KOQENHBIM KOMITAHNAM
TenaTh OTYMC/IEHNU S Ha 3aIIUTY LOXKAEBbIX 1ecoB. VI 3To BaXKHO
Iis noTpebuTesneil. VidyyeHne MOKynaTeNbCKUX MPUBBIYEK
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IIOKa3bIBaeT, YTO IO CTAHOBATCA «00JIee CO3HATETbHBIMU
Y CTPEMAIVIMICSA K BBICOKVIM Ie/IsIM» B CBOMX pelleHnsAx . VHaue
TOBOPS, «<Ipe3MepHOe oTped/IeHne YCTYIIIO MecTo 6oree CO3Ha-
TEIbHOMY VLU IIPAKTUYHOMY IOTPEOMUTEIbCTBY», @ «CTPeM/ICHIE
K KpM4aliell pOCKOLIN BHITECHAETCS OOIbIIel] TIOKYIIaTe/IbCKO
U301 PaTEebHOCTBION.

Jlpyroe mccnenoBaHye MOKa3bIBaeT, YTO 87% amepukaHckux
nompebumerneii cuumam, 4mo KOMNAHUU O0NIHHbL YHUMbIEAMNb
uHmepecvl 00u4ecmea B TON K€ CTEIIeHM, YTO U COOCTBEHHbIe".
[Torpebureny TpebyIoT, 4TOOBI LIEHHOCTY KOMITAaHWIT COBIIAaIN
C X COOCTBEHHBIMU, 11 9TO OTHOIIIEHVE ITPOSAB/IAETCS B ITOKYIIA-
TenbCKOM Bbibope. [I>koH I'ep3ema, ofiyH 13 pyKOBOAMTEIEN KOM-
maHyy Young & Rubicam, an nHTepBBIO XypHaTy Inc.magazine.
Omnupasicb Ha COOpaHHYIO UM OTPOMHYI0 6a3y JaHHBIX O ITOTpe-
OMTENbCKUX IPUCTPACTUAX, OH TOBOPUT, YTO 71% morpebureei
COTJIACHBI C YTBEp>K/eHueM: «S1 mpenounTao moKynarb OpeH/ibl
TeX KOMIIQaHUI, IIEHHOCTY KOTOPBIX COBIA/IAIOT C MOVIMIT» .

MoTpe6utenncKkasa teHaeHumsa N2 3
Ha Bce BpemeHa, a He B lyXxe CUIOMUHYTHOro TpeHaa

CerofHs IOV CTPEMATCA K TOMY, YTOOBI MX NpHOOpeTeHUs
OBLIN «HA BCe BpeMeHa». DTO HeyAMBUTEIbHO — HeJaBHMIT 9KO-
HOMMYECKUI criap IIpyBeJI K CEpbE€3HOMY M3MEHEHUIO IIOBEJEHN A
HOoTpeOuTeNelt.

«Korpga BbI BcrmomnHaere 06 YBOJIPHEHU AX, COKpAIlEeHUAX,
3aJIep>KKax C IIOBBILICHMEM 1 COKPallleHneM pabouero BpeMeHIs,
KOCHYBILVXCS 60JIee YeM IOJIOBUHBI pabOTAIONINX AMEPUKAHIIEB,
TO CTAHOBUTCA ACHO, YTO JIIOAN IIOHECIN CEPbE3HDBIE IIOTEPU, —
rosoput JI>xon Iepsema n3 Young & Rubicam®. — A6comtoTHO
peasbHast 60Ib 3aCTAB/ISET HAC IIEPECMOTPETH CBOM IIPEACTABIIE-
HIUA 0 Xopoleit xxu3Hu. CerogHs MI0AU UIIYT CYACTbs B CTAPO-
MOZJHBIX JOOPOTETeNAX.

Hp]/[Mepr MbI BUAVIM IIOBCIOAY. XEHHH/IH])I, JKUBYIIVE HE TOIb-
KO 32 TOPOJIOM, HO ¥ B TOPOJaX, HAPYLIAIOT CTPOTO YCTAaHOBJIEH-
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Hble [TpaBIJIa ¥ HAYMHAIOT BBIPAIMBATh B COOCTBEHHBIX ITaJIN-
cajHMKax 1 Ha 6ankoHax Kyp. CeMb) 0ObEUHAIOTCSA, YTOOBI
BCK/I[[YMHY KYIUTDb KOPOBY. 3aMETHO BBIPOCIA IIOITY/ISAPHOCTD
CaIor «XaHTep», B KAKMX aHINNIICKasg KOPO/eBa BBITY/INBaeT
CBOMX KOPTu: 3Ta 00yBb cO4eTaeT B cebe BbICOUalillee KauecTBO
1 60TaTYI0 UCTOPUIO, YTO JieIaeT ee XKeTaHHOM [/IsT COBPEMEHHBIX
noTpebuTenert. [Iokymarenu NIy cTapble MapKi, KOTOpble CHOBa
BXOZAT B MOZY. VICTOpMA CTAaHOBUTCA AJIA HUX 3HAUMMOIL «JI1ou
UIIYT 4TO-TO HACTOsAIIee», — TOBOPUT AN3aliHep NHTEPbEepOB
U CHeLMaTNCT B 06/1acTu MHTepHeTa MakcBenn [MmmHram-
Paitan (apartmenttherapy.com). CrpemeHne K ay TEHTUYHOCTH,
110 MHeHu o [mninnuraM-PaitaHa, «6yeT CO3ByYHO HACTPOEHMSM
JTIOfIeT], TIOKA TaKas CUTYalNsA COXPAHUTCAY .

Ho MbI Bce paBHO ocTaeMcs MIOJbMI COBpeMEHHBIMH, I10-
3TOMY He CTOUT OOMaHbBIBAaTbCA M CYUTATD, YTO IMOTpeOUTENN
IPUMYT «BHEBPEMEHHOCTb» 03 «CBOeBPeMEeHHOCTI». VIM Hy>KHa
«BHEBPEMEHHOCTb» B BapuaHTe X XI BeKa — UM XO4YeTCA IMETh
pacmucanue, KOTOpoe COOTBETCTBYeT HeTepIeIMBbIM CTaH/IAP-
TaM 11ppoBOro mokoneHus. JJocTaToYHO Maseiero Heyo0-
CTBa — ¥ IIOKYIIaTeNN TepAIT MHTepec. Hampumep, komnaHus
Restoration Hardware nneanbHo mosuimoHnpyercsa Kak OpeHs
Ha Bce BpeMeHa. OJJHAaKO U eif TOHAJ00MIOCh IIPUIOKEHNe LA
iPad! Kpome Toro, mpuIaoch nepecMOTpeTb CUCTEMY JOCTaBKI,
IIOCKOJIbKY COBPEMEHHBII IOTpeOuTe/b X04eT MOayyaTh Bce
B MIHOBEHe OKa. VIJieas BOIIOLIEH B C/IOTaHe YaltHOM (pypMBI
Twinings Tea: «Baur 15-munyTHbII nepepbiB — Hama 300-71eT-
HAA paboTar.

MoTpe6butenbckaa TeHaeHuusa N2 4

PacwumpeHre BO3MOXKHOCTEN NoTpeduTens

CerofjHs BO3MOXXHOCT) K/IMEHTOB BO B3aMOOTHOLIEHUAX
C KOMIAHUAMMU 3aMeTHO pacHIVpUINCh; COBpeMeHHbIe I10-
TpebuUTeN M XOTAT, YTOOBI X BO3POCIINIT CTATyC KOMIAHNUN
YBaXKa/in, a OTCYTCTBME YBaXKeHUA UX pasgpaxkaeT. KimeHTo
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PacCYMTBHIBAIOT HAa MIPOCTOI KOHTAKT C Ballleil KOMIIaHUe
¥ Ha BLYMYUBYIO I YBaXKUTEIbHYIO PEaKIINIO Ha NX 3aMedaHI.
V1 51 HaCTOSITENTPHO COBETYIO BAM MIMEHHO TaK M ITOCTYTATh, I10-
CKO/IBbKY OOpaTHast CBsI3b BCe PaBHO BO3HUKHET — XOTUTE BbI
3TOTO MM HET. DTO paHbllle HaJZOe[IUBbIIl MOKYIATeIb MOT
IPUXOANUTD B Balll MaTa3MH ¥ IPUCTABATh K MEHEKepY MK
IPUK/IATBIBATh MACCY YCU/IUI K TOMY, YTOOBI BBISICHUTD aZpec
PYKOBOJUTE/IAA ZOCTATOYHO BBICOKOT'O YPOBHSI, 2 IOTOM CHU/JIETh
U CTPOYUTD pasfipakeHHOe MucbMo. [losBNIeHNe NHTepHeTa
3aMeTHO YCU/INJ/IO BIIMsAHME HOTpeOuTeNIell — OHM IONyYUIN
BO3MO>XHOCTDb BBICKa3bIBaTh CBOY 3aMeYaHMs IIPSIMO Ha caiiTe
Yl MTHOBEHHO OTIIPABJIATH XKa/l0OBI 110 3/IEKTPOHHOII IOYTe.

CeropHs mpeXXHIEe METObI Ka)XKyTCs MeI/IEHHBIMY 11 HEY 00 -
HbIMI. TeXHOIOrMA MpefoCcTaBIIa IOTpeOuTesAM O0/Iee ObICTpbIe
1 KOM(OPTHBIE CIIOCOOBI BHICKA3aTh CBOE HeY/J0BONIbCTBIE. Ko-
HEYHO JKe, IIepPBOe MeCTO CpeiM 3TUX CIIOCOO0B 3aHMMaeT Twitter:
1060711, Y KOTO eCTh JOCTATOYHO APYy3eil, MO>)KeT MTHOBEHHO
IpUBJIeYb BHMMaHIe KOMIIAHNM, Pa3MeCTUB Y ce0s SHEpTUYIHO
COCTaBJIEHHYI0 )ano0y — nn6o ato 6yzner 140 cMBOJIOB TBUTA,
760 mpocbba K Py3bsAM O pacIpOCTpaHEHNM JAHHO Kamo0bI
II0 MHTePHeTY. Masio 3TOro: oM, IpoYnTaBIINe Kano6y, MOT'y T
PacIpoCTPaHATD ee [0 COOCTBEHHOMY YCMOTPEHMIO U PacChlIaTh
cobcmeeHHbiM BPYy3baAM. O4eHb CKOPO JKa1oba OHOTO Ye/IoBeKa
IpuB/IeYeT BHIMaHIEe MHOXKECTBA JIIOfIell, @ yBe/lIndeHye KOomu-
JyecTBa Kamob 3aCTaBUT KOMIIAHWIO IIPOCHYTHCA M OOpaTUThH
BHMMaHe Ha COO0IIIeHIe TePBIYHOTO JKaIo0IMKa.

[ToTpe6uTeNnu 0CO3HAIOT, YTO UX BO3MOXKHOCTU PACTYT CO
CKOPOCTBIO CBeTa. VI OHM OXXMAAIOT HOHMMAHUS 3TOTO OT KOM-
raHuit. [J09TOMY BBI JOKHBI YYUTHIBATH IIOJOOHBIE OKMAAHUS
IIPU CO3JaHMUM CXEMBI ITpoljecca pelieHus npobnem. [Ipyrumu
CTIOBaMM, BbI IO/DKHBI IIOHMMATh, YTO BAIIM K/IMEHTBI HOMyYN-
I 3aMeTHOe IIPENMYIIeCTBO Ha urpoBoM nose. Hemonnmanne
3TOro (paKTa IpMBefieT Bac K MOMHOMY Kpaxy. (bornee mogpobno
MBI IIOTOBOPUM 06 aTOM B IM1aBax 11, 12 1 13, MOCBAIIEHHBIX CO-
IVIaJIbHBIM CETSM.)
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MoTpe6buTenbckaa TeHaeHUnsa N2 5
«3eNleHoe MblL1eHne» noTpeoutensa

XOTs CTeIeHb «3e/IEHOTO MBIIIIEH I» — BEIMYMHA HEIOCTOAH-
Hasi U MEHSIETCS CO BpEMEHEM, COBEPILEHHO SICHO, YTO MO0OHbIE
4YBCTBA CETOJHs PacIpoCTpaHeHB! JOBOIbHO Hmpoko. Ko-
HEYHO, Y KaXKZI0TO Ye/I0BeKa CTelleHb 3a00ThI 00 OKpYy KaroIei
cpefie BBIpa>keHa I10-Pa3HOMY, YaCTO MMEHHO 0ojiee MOIOfbIe
JIIONU YACTAIOT 9TOMY pakTopy 60/bliie BHUMaHMA. V He cTOUT
AyMarTh, 4TO [0 Mepe pOCTa MOKYIaTe/IbHOI CIOCOOHOCTI MO-
JIOABIX TOTpeOuTeIelt CTeNeHb 9TOI 3a00ThI Oy/IeT CHMXKATbCA.
O6masch ¢ KIMeHTaMM, JTy4Ille BCeTO UCXOAUTD U3 MPEeIONo-
JKEHMs, YTO COCTOAHME OKPYIKAIOLIEN CPefibl X AeVICTBUTENBHO
6ecniokout. Eciu yesoBeky ata tema Oe3pasnuuHa, OH BPSH MK
oOMANTCS Ha Ballle BHMMaHMe K Heit. Ho ecnu oH «y6exjeH-
HBI 3€JIEHBII», TO JI00bIe [IeMICTBYS, CIIOCOOHBIE TIOBPEUTD
IpUPOJie, HallpUMep HeIKOJIOTMYHAS U Ype3MepHas yIIaKoBKa,
OynyT ero pasjgpaxarb. J He BaXKHO, BBICKa)KeT IV OH BaM CBOe
MHEHIEe Ha 3TOT CYeT.

BuuMaHne Kk nmpo6jeme 3aIuThl OKPYIXKAIOIell Cpefbl CTaIo
YaCcThIO IOBCEJHEBHOTO MBILIIEHN S, KOTOPYIO CIeyeT y4u-
TBIBAaTh NPy OOIIeHNUN ¢ KianeHTaMu. Hanmpumep, nokynarens,
KOTOPBIN Npuobpen y BaC KPYIHBIN TOBAp, HO HMOYYNII €T
B HeyJieaTbHOM COCTOSTHMM, MOXKET IIPeIIouecTb CKUKY, a He 3a-
MeHY Ha aHaIOTMYHBII TOBAP B CBS3M C TEM, YTO 3aMeHa CBsI3aHa
C JIOTIOTHUTEIbHOI TPAHCIIOPTUPOBKOI, & TPAHCIIOPTUPOBKA
IPUBOANT K BBIJE/IEHNIO YITIEKIC/IOTO Ia3a, YTO MaryOHO CKasbl-
BAeTCs Ha COCTOSTHUY IPUPOJBL. A ec/iyt 60JIeI0IeMy 3a SKOTOT MO
B KaueCcTBe KOMIIEHCAIIN 32 3a/IeP>KKY IPEIOKUTh KaKOiI-TO
IOTIOMTHUTEbHBIII, HO BOBCE He HEOOXO MBI eMy TOBap, TO HO-
IOOHOE TpeMIoKeHNe BBI30BET JINILD PaspakeHne, a OTHIOIb
He 6/1ar0apHOCTb.
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MoTpebuTenbckaa TeHaeHUUsa N2 6
CTpeMneHune K caMooOCNyXUBaHUIO

Camoo6cmyXuBaHue, BK/I0Yallee B ce0s Bce — OT 97IeKTPOH-
HOJ KOMMepLMI B MHTEPHETE /IO MHTEPAKTUBHOI TOI0COBOIA
TeePOHHOI CHCTEMBI, OT YEOOHBIX TEPMIHAJIOB, PearupyoInx
Ha IIPUKOCHOBEHE, 0 BO3SMOXKHOCTH IIACCAXXMPAM pacleqaTaTb
COOCTBeHHbIE IOCAfOYHbIe TATIOHBI ellle JOMa, 0 MOe3[KI, —
3TO CaMasi COBpeMeHHasi TeH/IeHIIVSI B 00C/Ty XK MBaHUY IOTPeO-
Terteit. VI KoMIaHMM, KOTOpbIe IpeHeOperaroT HOBOBBEAECHMSIMIA,
a HepefIKO IMPOCTO He YUNUTHIBAIOT X B CBOEIT paboTe C K/IMeHTa-
MU M/IM HAPYLIAI0T OCHOBHBIE 3aKOHBI B 00C/Ty)XKMBaHUY, 00pe-
JeHbl Ha Heyauy. CTpeMIeH e K CaMOOOCTy>KMBAHNUIO CBSI3aHO
C psioM (hpaKTOPOB: CO CTPEMUTENBHBIM TEMIIOM COBPEMEHHOIT
JKU3HM, C TEXHOTOTMYECKOI MPOABUHYTOCTHIO MTOKYIIaTeIelt,
a B HEKOTOPBIX C/TyYasixX a’ke ¢ yJ00CTBOM Ji/isi 0000 3acTeH-
YYBBIX KJIMEHTOB, KOTOPBIM IPOIle XMeThb [e/lI0 C MAaIINHOIL,
4eM OOIIaThCs C APYTMM 4eTOBEKOM JIMIIOM K JIVILY M/IV XOTs
6p1 o Tenmedony. (IIpaBmma cucreM caMOOOCTYKMBAHUA MBI
6oee noppo6HO 06cyauM B I71aBe 8. Bbl, KOHEUHO, MOXKeTe UX
He CO6/II0IaTh — HO JIMIIb Ha COOCTBEHHBIN CTPax U PUCK.)

* % K

Bonpoc. Kaxk e 0cBe>KaTb CBOU 3HAHMA C TeM, YTOObI OHM CO-
OTBETCTBOBA/IM MEHIOLIVIMCA TOTPEOHOCTAM Balllero KJIMeHTa?
Y KaX1071 KOMIIaHUY CBOY K/TMEHTbI, OTIMYAIOLIecs OT K/IMeH-
TOB Ipyroit KoMmmaHun. Kak >ke MOHATD, Kak OY[yT MEHATHCS UX
notpebHOCTN? [laske caMas cofep)KaTe/IbHasA I7IaBa HE CMOXKET
PasbACHUTD BCe AeTalu /I KaXK0ll KOMIaHNN.

OTBeT 04eHb NpOCT: cnpauiusatime. Korga Bl ycTaHOBUTE
I0-HacTosALleMy 6/1M3KJe OTHOIIEHVA CO CBOVMMY K/IMEeHTaMU
(k ueMy Bac 1 Ipu3bIBaeT MOSI KHUTA), TO BaM YAACTCA CIE/NaTh
Cepbe3HbIII IIar B Oyayiee. VICTMHHO T10AIbHBIE KIMEHTBI C TO-
TOBHOCTBIO JIe/IATCA C KOMIIAHMAMM CBOMMM IOTPEOHOCTAMMU
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n xemaHuamMu. OHu 06sA3aTeIbHO co0bIIaT BaM O CMEHE CO0-
CTBEHHBIX IPEAMOYTEHNII 1 O TOM, KaK JO/>KHBI U3MEHUTHCS BBI.

He cnegyet gymatp, 4To 51 gaj BaM IpocToi otBeT. Cobuparh
MHGOPMALNIO 1 Pa3OUPaThCS C HOKETAHUAMU OTPeOuTeIeNn —
3ajlaya TpyJHas, yTOMUTe/IbHAsA, a0COMIOTHO O6eCKOHeYHas
M 9acTO BecbMa TyMaHHas. EcTb Takoit aHekoT: «busHecMen
U3y4aeT BUHHYIO KaPTY B peCTOpPaHe ¥ TOBOPUT CBOEMY ITapTHe-
PY: »51 X0uy HIapgoHHe, HO 3aKaXKy MMHO-TPUIKO ». [Togo6HBIM
00pasoMm, 1oj; BO3/IENICTBIEM OIPeIeTeHHbIX IICUXOIOTUIECKUX
(bakTOPOB MOV C TOTOBHOCTBIO IIOKYTIAIOT TO, Y€TO OHM He XOTST
(1 mOBepbTE MHE, OHU JIENIAIOT ITO TIOCTOSIHHO!): OHM CTPEMATCS
IIPOM3BECTY BIIeYaT/IeHNe, HOIPOOOBATH YTO-TO HOBOE, OHM IIOJ-
MAI0TCSI HOCTAJIBIUIA,  TO U IIPOCTO YKETAIOT C IIIMKOM ITPOU3HECTI
MHOCTpPaHHBIE CJIOBA «IIMHO-TPUIK0». Hy Kak B TaKoit cUTyanum
[IOHATH, Y€r0 OHM B JEMICTBUTENBHOCTI OT Bac XOTAT?!!

Mla, 970 U mpaB/ia HEBO3MOXXHO. B OTHOIIIEHUX C KIMeHTa-
MU HeT HMYero pas M HaBCerJa OIPefe/IeHHOTrO, YTO Oropyaer.
Ho umeHHO 3TOT daKTOp U MO3BOMSIET BAM MOOEAUTH B UTPeE
B «BOIIPOC-OTBET»: CIIpalinBaiiTe KaneHrta Bcergal [lennre ot-
KPOBEHHOCTD 11 JJOBepUTeNbHOCTh. Hukorga He cumuTaiite, 4To
OLIEHKM, KOTOpPbIe ObI/IV BepHBI BY€pPa, OCTAHYTCS TAKOBBIMM JKe
U cerofHs1. BaM mpencTosT 6ecroKoiiHbIe, Jaske 6eCCOHHBIE HOYIA,
IIpOBeZIeHHbIE B pa3ayMbsix. [locTpoiiTe cBO paboTy mpaBuib-
HO — 1 B Oy/ylleM BBl CMOXKeTe IIPOBOANUTD HOUYM Ha banu nim
B Qenseit-Ilapke... c1oBOM, TaM, I7je BaM 3aX04eTCs.

W 4T0 Bbl 060 BCEM 3TOM AAymaeTe?

— BamMm MokeT KasaTbCsl, YTO Bbl 3HAeTe CBOErO KJ/IMEHTa,
HO B JIe/ICTBUTE/IBHOCTYU 3TO He TaK, IIOTOMY UTO 4eJio-
BeveCcKue MOTPeOHOCTY TOCTOSHHO MeHsoTCs. CaMbre
Ba)KHbIe IlepeMeHbl — MHAVBUYa/IbHbIE, XapaKTepHble
JI11 KOHKpeTHOTO nokymnarens. Ho manupys obcmysxm-
BaHMe CBOMX K/IMEHTOB, Bbl I0JKHbI YUUTBIBATh HIECTh
TeHAeHIINIA.
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1.

He 3acraBysiiTe KIMEHTOB pa3bICKMBATh MHPOpPMa-
LIVIO, IIPEJOCTABIIANTE €€ CaMU — U JIelaiiTe 3TO IIpa-
BrbHO. COBpeMeHHbIe TOTPeOUTeNNN PACCUUTHIBAIOT
Ha TEXHOJIOTMIO M XOTST, YTOOBI MX OIBIT OBIT IPO-
CTBIM, MTHOBEHHDBIM M MHTYUTUBHbBIM.

YpesmepHoe moTpebIeHMe CETOHA NpPUEeMIeMO
TOJIBKO B TOM C/Iy4ae, €C/IM ONPAaBIaHO «BK/Ia/IbIBae-
MBIM CMBICTIOM», YTO BefleT K OOIblIIelT IIOKyIIaTe/b-
ckoit usbmparenbHocTy. KnmeHTsl TpebyoT OT KOM-
HaHNUI y4eTa MHTEPecoB 00IIecTBa B TON JKe CTeNeHn
(a To u B 607b1IEN!), YTO ¥ COOCTBEHHBIX.

KnneHTbI 607bIIIE LIEHAT ay TEHTUYHOCTD, Y€M COOT-
BETCTBME CUIOMUHYTHBIM TPEHJAM: UM HYXXHBI
TOBapbl ¢ ucropueit. Ho He cymraiite, 4T0 BaM yracTcs
IpUBJIeYb OKYTIaTe/lel ay TEeHTUYHOCTbIO 6e3 COBpe-
MeHHOCTU. Hy>XHO M[ITV B HOT'Y CO BpeMeHeM U y4lI-
THIBAaTh Pa3BUTIE TEXHOMIOTUMA.

KnueHTB uMMeI0T ropasfgo 6ojblie IMOTHOMOYMIA
B OTHOIIEHUAX ¢ KOMIaHMAMN. OHM PacCUUTHIBAIOT
Ha TO, YTO KOMIIAHUY TIOLTBEPAAT ST IOTHOMOYM S, —
U OTBOPAYMBAIOTCA OT TeX, KTO STOTO HE JIe/aeT.

B3aumopeiicTBys ¢ KIMeHTaMU, IIPeX/ie BCero MCXo0-
AWUTe U3 IPEAIIONOKEHNA O TOM, YTO MX 3a60TUT
OXpaHa OKpY>Kalollleil Cpelbl U BINMAHIE Ha Hee IIpefi-
JlaraeMbIX BaMy TOBApOB 1 YCIIYT.

CaMo06Ccmy>X1BaHMe — 9TO COBpeMEeHHeIINIT TPeH/,.
Komnauuu, KoTopble He 06paIlialoT Ha 9TO BHUMA-
HJle MJIV HapyIIaloT OCHOBHbIE 3aKOHBI, 0OpeueHb
Ha IIpoBal.

— Kak ocBerxaTh CBOU 3HaHUSA O IIOCTOSIHHO MEHAIINXCA

noTpe6HOCTAX nokynareneit? Cnpawusatime!
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