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BcTynnenue

Mapmann [InuMnTon (MM BBIMBILIICHHOE, XOTA CO0/Ia3H Ha-
3BaTbh HACTOAIIee ObIT OYeHb BE/INK) — BIaJiefIel] «9KJIEKTUIHOTO
aMepUKaHCKOTO» pecTopaHa B IieHTpe KaponuHsl, rje Mbl 1i06uM
IPOBOAUTD OTITYCK.

O saBegenuy Mapuraja ects 47 ynomyuHauuii B Yelp, 12 —
B Google u 13 — B TripAdvisor, u 60/1b11as 4acTh N3 HUX BIOTHE
HOJIOKUTE/IbHBI, XOTA caM MapIla/yl C41TaeT, YTO STOTO ABHO
HepgocTtaTouHo. OH He coOMpaeTCs HUYEMY YYUThCA Ha IpU-
Mepe OT3BIBOB, Ifie HAPAAY C JOCTOMHCTBAMMY €T0 3aBefleHNsA
OTMEYAITCA ¥ HeJOCTATKM: M000e XOTA OBl C/IerKa HeraTMB-
HOe 3aMe4yaHle B CeT! NPUBOAUT €ro B POCThb. B mpsMo-Takn
6e3ymHyt ApocTb. BoT mpumep Toro, kak MapIuaan oTpearu-
pOBaJI Ha BeCbMa YMepeHHYI0 KPUTUKY B Yelp:

Ecnn Kakue-To npuaypky tuna Jjihamie319 3axoTaT npuitTM B MOW pecTo-
paH, T0 NycTb 3aNOMHAT cieaytoulee: noxanyicra, HE npuxogure. Mpocto
HE npuxogute. Y MeHs [OCTaTOYHO paboTbl — A JOIKEH 06CNYKMBaTb
TeX, KTO BCEM [0BOJNEH.

Jjhamie319, 4to ¢ TOrO, YTO TBOW CYM 6GbIA XONOAHBIM?! «X0NOAHBIA» —
NoHATME CyObEKTUBHOE. Ha Haleln KyxHe paboTatoT BCEro TPU Yen0BeKa,
MHOTfla YeTbipe — B 3aBUCUMMOCTH OT ce3oHa. Y TEBA foma cyn Bcerga
ropsuynin? Hy Tak 1 ewb goma! bosblue He NPUMXOAM K HAM — Bapu cyn
cam! Hazetoch, ownapuiib CBOM AJWUHHbINA a3bIK!!!

Cybvexmy, makomy kax Mapuwiann, He HyHHA MOS KHU2d, emy
Hys#Ha Opyeas paboma. VI xenaTenpHO MOAANbIIe OT )KMBbBIX
mogeit. I agpecyio cBOI0 KHUTY TeM, KTO XO4eT U30aBUTb CBOIO
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12 BblcOKuMe TeXHOMOTUM pabOThI C KIVMeHTaMU

OpraHM3anNIo OT MOFOOHBIX OTHOIIEHMIT M HAYYUTHCS TaJUTh
C TOTPEOUTENSAMY U PACIINPSITh KINEHTYPY.

Ockopb6rennsi B COLManbHBIX CETSX, Aa’ke He CTONb IPyOBbIe,
KaK y Maplirajia, — 9TO JIMIIb OffHa M3 MHOTYX ITOTEeHIIMaTbHbIX
OIACHOCTEIl, yTPOXKAIOMUX TeM, KTO CEerofjHsA 3aHMMaeTcs 00-
CTy>KMBaHMeM HOTpebuTeteil. ITa KHUra OCBsIeHa He TOTTbKO
npo6neMaM, UCXOAAIMIMM U3 COLMaNbHBIX CeTell, IOTOMY YTO
OpraHM3aLNsAM HY>KHO O4eHb MHOTO€, YTOOBI 130€XaTh peak-
Ui, KOTOpBble OyAT B Hac «6ecTonkoBoro Mapiuana». VI ato
MHOTOe 51 ObI Ha3BaJl MPEHUPOBKOLL Hes08e4HOCU, BKTIOYATOLIeTT
B cebs crrefyroee:

— INOHMMaHUe NoTpebuTeNnell U UX XXeTaHu, Jaxe ecIn
OHM CPOPMYIMPOBAHBI HEYETKO 1 IOCTOSHHO MEHAIOTCS;

— CO3HATe/IbHOE Pa3BUTNE BbICOYAIIIEN KOPIIOPATUBHO
KYJIbTYPbl;

— TIOHMMaHUe, OCO3HAHHBIN O0TOOP U TMofIep)KKa paboT-
HUKOB.

1, KOHeYHO ke, HeOOXOIMMO M3YYUTh 0COObINT KOJI HOBBIX TeX-
HOJIOTMYECKUX JOCTVDKEHMIT, B TOM YVIC/Ie Vi COL[Ma/IbHBIX CeTell.
BsI JO/KHBI 3HATh, KaK C/IeAyeT pearnpoBarh, KOIa OTBeYars,
a KOIjJja B IPSAIMOM CMBIC/IE C/IOBA 3aTKHYTbCA (IIpyYeM HaBCer-
#a)... O6 3TOM 11 0 MHOTOM APYTOM BbI IPOYTETE HAa CTPAHNUIIAX
3TOJ KHUTI.

Lenv amoil kHueu — obecneuumv YUMamesns MOYHOU U 27y-
6oxoil ungopmayueti no 3a0anHoti meme. [Ipu smom Heob6x00UMO
NOHUMAMb, 4MO HU U30AMeNb, HU ABIMOP He 3AHUMAIOMCS 0KA3a-
HueM 10PUOUHECKUX, OYXeanmepCKuX unu uHbLX npoPheccuoHaIbHbIX
yenye; 6 ciyuae Heo0X00UMOCMU CHeUUATTUSUPOBAHHOTE NOMOULU
cnedyem o6pamumocs K KOMNemeHmHoLM NPOPeccUoHanam.

B HexomopoLx cryuasx asmop co3HAMmenvHoO CKPbisl peanvHole
UMeHa U HA36aHUL KOMNAHUTI 6 NPUBEOEHHDLX NPUMEPAX.

[NoYynTaTb onucaHne, peLeH3nK 1 KynuTb Ha cainte MW Pa
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«fennoe NPUKOCHOBEHMEN

[Tcuxonor-6uxeBnopuct Huxonac I'rojiren mokasan (xors,
Ha MOJI B3IJIAJ], HECKOJIBKO >KYTKOBATbIM 00pa3oM) B OyKBajIb-
HOM CMBIC/Ie C/IOBA CVUITYy IPUKOCHOBeHNA . Ero skcnepuMeHTI
HEOCIIOPMMO MOATBEPAUIN, YTO JIETKOe IPUKOCHOBEHNE K PYKe
IIOYTM BJJBOE ITOBBILIAET IIAHCHI JOOUTHCS )KelMaeMOoro: yoenuThb
Ye/loBeKa MPYUCOeVTHUTHCS K 0/1ar0TBOPUTE/IbHON OpraHM3a L,
3aII0NTyYNTh HOMep TenedoHa TONBKO YTO BCTPEYEHHON CUM-
MaTUYHO HEeBYIIK), YTOBOPUTH HOBOTO 3HAKOMOTO NPVHATD
ydacTue B 6e3HaJJe)KHOM IIPOeKTe U T. i. U T. II.

[l71s1 Hac ke B HacTosiIlee BpeMs 6oJiee BajkeH APYTOil BBIBOJ,
[ojireHa, JOKa3bIBAIOINIL, YTO 3TOT NPMEM IIOMOTaeT YOeauTh
4e/I0BeKa IPUHATD y4acTye B IeTyCTalluM B CyllepMapKeTe U Ha-
BepHAKA KYIUTD Npef/IoKeHHbIN TpoayKT. (IIpexxye veM MbI
nonHocmvio ToBepuM l'10lireny, OKeH 3aMeTUTh, YTO HEKOTO-
pble U3 ero VCCIelOBaHMII JOBOJIBHO JII0OOIIBITHBI: HAIIPUMEP, OH
IIBITAJICS OTIPEMIE/IUTD Pa3Mep OI0CTa JIeBYLIIEK, Ty TELIeCTBYIOLINX
aBTOCTOIIOM, KOTOPBIVI FapaHTUPOBAaHHO 3aCTaBUT MY>K4YMHY-
BOJJUTENISI OCTAHOBUTHCS U moABe3TH ux’... Ho 51 He cobuparocp
UCIIONTb30BATh B 9TOV KHUTE BCE BU/IbI €T0 IKCIIEPUMEHTOB.)

KoneuHo, MBI He MOXKeM QU3NYECKN JOTPOHYTHCSA [0 PYKU
HaIllero HOTPeOuUTeNsI — B MHTEPHETE 9TO IIPOCTO HEBO3MOXKHO,
a IIpY IMIHOM OO1IeHIY TTO00HBIN KeCT MOYXKeT ObITh MCTOIKO-
BaH npeBpaTHO. Ho, purypanpHo BeIpakasch, HaM HEOOXOAIMBI
«IIPUKOCHOBEHWST» K CBOMM TOTPeOUTENSIM, €C/TU MBI XOTUM CO3-
[aTh 3aIIOMUHAIOLINIICA TOTPeOUTEeIbCKIUII ONBIT. BOT 06 3TOM
¥ HaIlJiCaHa MOsI KHUTA — O TOM, KaK «KacaTbCs» IIOTpeOuTeeit.

Jlerkoe «KacaHue» B HyXHO€E Bpems

51 cobuparoch mokasaTb BaM, KaK MOXXHO «KOCHYTBCS» I10-
TpebuTesell B Hallle TEXHOJIOTMYECKOe BpeMs 1 KaK CHe/naTh
3TO «IIPUKOCHOBEHNME» MAaKCUMaabHO 3¢ PeKTUBHBIM 0/1d-
200aps TEXHONOTUYECKUM JOCTVDKeHUAM. Bbl y3HaeTe, Kak
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MCIIONb30BATh HY KHbIE TEXHOIOTMYEeCKIIe JOCTVDKEH A, JIIofiel
Y KOPIOPATUBHYIO KYJIBTYPY, YTOOBI JOOUTHCA abCOMOTHOM
JIETKOCTU «KAaCaHUs», KOTOPOe I0/I)KHO IIPOUCXOANTD MONbKO
Mo020a, KOTa 9TOT0 >Ke/laeT MOTPeONTe b, M HU B KOeM CIydae
He OBITb HaBA3YMBBLIM VIV CHJIbHEE OXMJAeMOTO TeM >Ke IO-
TpebuTeneM.

Baua 11e/1b 3aK/II09a€TCS B TOM, YTOOBI «<KOCHYThCsI» TIOTPeOM-
TeJIA U B OTBET HOOUTHCS C €T0 CTOPOHBI UCTVHHOM JIOA/IBHOCTI,
KOTOPYI0 MOXXHO CMEJIO «IIOJIOKUTD B GaHK».

CraBknu o4eHb BbICOKI. CO BpeMeH U300peTeHN s MHTepHeTa
U IIMPOKOTO PACIPOCTPAHEHNA BCEMMPHOI Ay TUHBI, HAYaB-
mrerocA ¢ cepeguHbl 90-x rofoB XX BeKa, KOHKYPEHTHasA cpefia
3aMeTHO M3MEHMIACh. VI3MeHeHM s, IOPOXK/jeHHble HOBBIMU
KaHa/laMV KOMMYHUKALN U JUCTPUOYLINN, BO MHOTOM PEBOJIIO-
IIVIOHHBI, K TOMY >Ke OHU IIPMHEC/IN C COO0I pa3pyLIeHNsI HUIYTh
He MeHblIINe, YeM IPYHOCUIN PEBOMIOL MY IPOLIIOTO.

YT006bI TPOBECTY NapaIieNb, JaBaliTe pACCMOTPUM IIePEMEHbI,
KoTopble npoucxoaunu B cepeanHe XIX Beka. B ator nepuop,
CTabM/IPHOCTD Ce/IbCKOIL U IePEBEHCKOI )KM3HU OKOHYATETbHO
PYXHYJIa M3-3a CTPEMUTEIbHOTO MOAB/IEHN A JOCTVKEHI TEXHM-
K11, B TOM YICJIe M TeX, KOTOPble T03BO/IN/IM COXPAHATD U TPAHC-
HOPTUPOBATh POAYKTHL [ToTpebuTeny nomyynim BO3MOXHOCTD
npuobpeTaTh MPOAYKTHI B TF000I TOUKE CTPaHbI ¥ IIPOOOBATH
TO, YTO IPUBO3WIN U3 Apyrux Kpaes. Pepmepy Hosoit Anrnmmy,
KOTOPBIJI paHbllle MOT OBITh a0COMIOTHO YBEPEHHBIM B TOM, YTO
eMY YHacTCs IPOJiaTh HA MECTHOM PBIHKE BCE, YTO OH BBIPACTUT
Ha CBOeJ KAMEHICTOI 3eMJIe, Tellepb IIPUIIIOCh KOHKYPUPOBaTh
C YpOXXeHIJaMI IIOfKOpofHOoro VnnuHorica U 3e/IeHbIX IoJIel
Hosoit 3emanpun. B pesynbrate MHOXXeCTBO ¢epM HMOTHOCTHIO
pasopunoch. Ilepemensl 61 pasuTenbHbBIMU. [IporynsiiTech
o 1ecaM Hpro-Xammnmmpa ninu BepMoHTa, 11 BB yBUAUTE MHOXKe-
CTBO CTapbIX KAMEHHBIX U3TOpOfiell U PyHaMEeHTOB — HEKOTja
37echb HaXOAWINCh (pepMBI ¥ MO/ Pa3OPUBIINXCA KPECTbSAH".
A BcIIOMHNTE JTydlIne CTPAaHMUIIbI aMEePUKAHCKOI 1moasun. Vc-
xox u3 HoBoit AHrnmuu otpakeH B moamax Pobepra @pocra.
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OH mucan o cocefie, KOTOPBIN BCe YMHU ¥ YMHUIT KAMEHHYIO
orpazny. OH He HOHNMMAJI, YTO BpeMeHa U3MEHMINCh U Orpaja
Oorblile He HY>KHA — Be/lb HUKTO y>Ke He IePXKUT CKOT.

Bbl He MOXKeTe O3BONUTD cebe TaK Xe CMIbHO OTCTAaTh OT CO-
BPEMEHHBIX TEXHOIOT i1, KOTOPbIe MEHSIIOT MUpP. MHOTO€ B MIpe
KOMMePLMY U3MEHNUTIOCH U IIPOIOTKAeT MeHAThCA. [lopymaiite,
K IIpUMepy, O HallleM OIIYIIeHNY CBOeBpeMeHHOCTH. To, 4To
B IIPOIIJIOM TO/ly CYUTAIOCH JJOBOIBHO OBICTPBIM, CETOTHS 1mem
JHe Camblm NOMPeOUmMenam KaXKeTCA HeBbIHOCUMO MALOMOMHBLM.
Mo6upHasI TEXHOTIOT VS Y COLMaIbHbIE CeTV M3MEHVIN OKI/Ia-
HysA. Hemblcmimast 3 eKTUBHOCTD TOProBIieB THIa Amazon.com
u ipyrue GpaKTOpbI IOPOAVIIN HeXKeTTaHMe TePIeThb faXKe MUHU-
MasbHble 3afiepkKu. OueHb Ba)KHO MHBECTMPOBATh CBOE «Cepoe
BeIIleCTBO», BpeMsI 1 IeHbI'M B y/leP)K1BaHIe CBOMX HOTpeOuTene
ceif4yac, KOIjia BCeM HaM IPUXOJUTCS UTPATh Ha ITI0OATbHOM,
00beIHEHHOM LM (PPOBBIMY TEXHOIOTSIMU TIOTIE.

[0BOPUTB, YTO Balll BU3HEC «B UHTEPHETEY,
BCE PaBHO YTO CKa3aTb, YTO OH «B 3/IEKTPOCETH»

W Bce xe, 1 Bce Xe...

ITpexxyie yeM HBIPHYTh B TEXHOJIOTMYECKMI OK€aH M BbIACHUTD
BCe, YTO BEYHO aKTYaJIbHO J/Is 00CTY>KMBaHM K/INEHTOB, JaBaiiTe
chieaeM XOTs ObI HECKO/IBKO BJIOXOB. B COBpeMEHHOM BBICOKO-
TEXHO/IOTMYHOM MMpe, Ifie JIIOM MOTYT 3aIl/TATUTD 3a CBOY Koe,
IpOBeJs MajiblieM 110 CMapT(HOHY, TOBOPUTbH, YTO Balll OM3HEC
«B MHTEPHETE», CTOJb )Ke 6aHaTbHO, KaK CKa3aTb, YTO OH «IIOJI-
K/IIOYeH K 97IeKTpoceT». [Ipyrumu cnoBamu, udpoBoit 6usHec
IO/DKeH OBITh TOCTATOYHO KOM(MOPTHBIM, YTOOBI IIPEBPATUTHCS
B HEUTO camo coboii pazymeroueecst, BPOJie TOTO, YeM ObIJIO «3/IeK-
TPUYECTBO U BCE TaKOe» (KaK B CBOE BPeMsA OCTPOYMHO 3aMeTHJI
Bynu atpu’™) s mpefpIayIero HOKOIeH.

>* . . "
Bynu TFarpu (Woodrow Wilson Guthrie, 1912-1967) — amepukaHckuii mesets, ok
U KaHTPYU MY3BIKAaHT. ABTOP IIONY/IAPHBIX II€CEH O TsDKENIOM TPYZie, CTPAaHCTBIUAX,
JKM3HM, TIOTTHOT JINIIIEHNIT, COL[MA/TbHOI HecpaBenuBoCTit. ITpum. peo.
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Y aTOro 3asAB/IEHN €CTh [jB€ CTOPOHBL. BO-TIepBbIX, MBI JO/IKHBI
obecrednTs B 00CTYKUBaHUM IOTPeOUTENIEl TO, YTO )KI3HEHHO
Ba>KHO J BEUHO, U BO-BTOPBIX, IepeCTaTh U3YM/IATHCA IO IOTEpU
CO3HAHMA BCAKMM HOBBIM MHTEPHETOBCKMM IITy4KaM. Ilapa-
JOKCA/IbHO, HO HaM HY>KHO IOHATb, YTO MHTEPHET, MOOV/IbHbIE
TEXHOJIOTMY, COLCETV U pa3HOOOpa3HbIe TeXHOIOTUN CaMO-
06CTy)XKMBaHV CETOJH S OKOHYATEeIbHO 1 HABCET/IA CTA/IN YaCThIO
o0Cmy)XuBaHM KMeHTa. BosBpara k mpoutomy He OyzieT.

B 310t KHMTE A COOMPAIOCH MIPOITH «IIO IIPOBOJIOKE», NHAYE
TOBOPS, 51 IOCTAPalOCh B YCKOPEHHOM TeMIIE U3/I0KUTD TO, YTO
M3MEHWIOCHh B OXKUJJaHNUAX IOTpeOuTesNeil, U 3TO IOMOXKeT BaM
OCTaThCA Ha IepeJHeM Kpae IPOoNcXonAlLel pesononny. Ho Mbr
He coOMpaeMcsl «BBIIIECKMBATb peOeHKa» BMecTe C «1[UpPOBOIL
Bogoii». He HY>XHO TyMaTb, YTO Twitter — 310 camoe Heobxou-
Moe /151 06CTy )KMBaHU A K/IMEHTOB. S IpeKpacHO IOHMMAI0, YTO
norpebuTtenu (To, Kak OHM cebs1 BEYT 1 KaK XOTAT B3aMMOJIeli-
CTBOBAThb C BaMIi) — 3TO IPOCTPAHCTBO OTPOMHOE, OOLIMPHOE
1 pazHooOpasHoe. be3gyMHble 00001eHNA ¥ K/IMIIIe, OIpefie-
JISIOLINe TIOHATHE «COBPEMEHHBI ITOTPeOUTeNb», KOTOPBIE BbI
Ka>K]IbIJ1 leHb BCTpedaeTe B TEXHIUECKOI U [Ie/IOBOJ TUTEPaType,
ABJIAIOTCA IMEHHO TeM, YeM I ABIAITCA — TO eCTb 000011eHN-
AMY U Kniie. JTa KHUTA HAyYUT Bac BeCTV OM3HeC B HalleM
TpeXMePHOM MMPe — MMETb JIeJI0 C K/IMeHTaMy, KOTOpbIe XOIAT
Ha JIByX HOTaX I IIeYaTaloT JeCATHIO MajblaMy (VIM, KaK 3TO
cerofHs ObIBaeT ropasyo Yallle, OHMMM INIIb YKa3aTeTbHbIMN).

Hamr skcTpaBaraHTHBIN uccnenoBaTenb [1oiireH ObII pas,
TOBOPA O TOM, YTO Yy IIOTpebUTeNell pa3HbIX 910X eCTh HEYTO
obuiee. Eci BaM yzracTcs SMOIVIOHAIBHO 3aTPOHYTD MX Yepes3
IOPY>KECTBEHHBIN CaT, IPAaBU/IbHO IIOCTPOEHHYIO CUCTEMY Ca-
MOOOCITY>KMBaHNA, NOYTY (BbI IIOMHNUTE IIPO CYIeCTBOBaHUE
HOYTHI?), TO K/IMEHTDI 00513aTe/IbHO OTK/IMKHYTCA. B Hallre BpeMs
Ba)KHee BCEro NPOM3BECTY Ha IOTpebuTe/ss Hy>)KHOe BIlevar/ie-
HIe — IIpY [IePBOM JIM B3aVIMOZEICTBIUY, IPY IOBTOPHOM KOH-
TaKTe VIV IIPY COOOIIEHNN O BOSHUKIINX IpobeMax. ITO BaXKHO
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CeroHs TOYHO TaK >Ke, Kak OBbIIO Ba)XXKHO B /1I000€ IpyTroe BpeMsi.
Bce aTo cospacT HeoOXOMMYI0 Ballleil OpraHu3aLy OpeH/JOBYIO
YHMKAJIBHOCTD U TIO3BO/TUT 136€XaTh OMACHOCTEN KOMMepIiya-
NM3alMU B [71a3aX PHIHKA, IOTOMY YTO MMEHHO 3Ta OMACHOCTb
BO BpeMsI [7I00AIbHOT TEXHOTIOTMIECKOI TOHKYM CTAHOBUTCS BCE
6onee n 6ornee cepbe3HOIL.

Bce, uTO BaM HY}KHO 3HaTb, —
B pUOMOBAHHOM BUJE

Bamre «kacaHme» KIMEHT OIYTUT MaKCYMAJIbHO CU/IBHO U JIeii-
CTBME €r0 OKa)KeTCSI MaKCMMAa/lIbHO JJONITYUM, €CIM BBl yUTeTe
KOHKpeTHbIE, TUIHbIe TOTPEOHOCTH 1 >KeTAaHM ST KITMeHTa — JKe-
JIaTeNIbHO 6e3 3a/jep>KKI. VIMEHHO 9TO 51 Ha3bIBAIO 00CTYHUBAHU-
eM, OCHOBAHHBIM HA NPedBOCXUteH Y. DTOT IPUHLINI FO/DKEH
peanmsoBbBIBATbCA B COTPYJHMKAX, CUCTEMAX U TEXHOIOIUN.
51 mpuayMan HeOOBIION CTUIIOK, KOTOPBIT BaM OyHeT /erKo
3aIIOMHUTb.

Cmoum nuuib npedsoCXumumo 6ce xeaaHus KaueHma —
Omauuumocs cMoxewv cpasy om 1106020 KoHKypenmal
A K020a KnueHm HauHerm 4y6ctne08amy ce0s «kaxk 0omar,

To He cmanem HAanosamovcH, eciu 6cem dosonet!

BoT Tak MOXXHO IpeBpaTUTh 0OCIyXMBaHUE KIMEHTOB
B KOHKYPEHTHOE IIPeMMYIIeCTBO, KOTOpOoe Oy/IeT MO/ iep>KMBaTh
Balll 6M3HeC rofi 3a rofoM. Ecu Bl cMoXeTe IpeIBOCXUTUTD
JKeJITaHU S TOTPeOUTeNA ellle JO TOTO, KaK OH MX BBICKaXKeT U
elBa OCO3HAEeT 1 CMOXeT COPMY/IMPOBATh, TO €MY He 3aX0YeTCA
UATH HY K KOMY Jpyromy. Bamre o6¢cimy>kBaHue OCHOBBIBAEeTCSA
Ha npedsocxuteHuu, KOTa. ..

— Bamm npofyKTsl — MMEHHO TO, 4TO UII[YT Ballly K/IMEHTbI!
V1 oHM DOMXHBI IOHATH 3TO, IPEXE 9YeM PACCMOTPAT
BCe TIpeJjaraeMble IPOLYKTHI MM CIIPOCAT TMYIHO Bac.
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— Bamn OEHBbI (6}7,[11) OHU BBICOKMMMN, HU3KUMMU UIN CPpEN-
HI/IMI/I) COOTBETCTBYIOT IIPENCTAB/ICHNIO K/IMEHTOB O CIIpa-
BENINNBOM YPOBHE.

— Bawm yse nsBectHa 60bIIAS YACTh BAKHOI MHGOPMAIINY
0 KOHKPETHBIX K/IMEeHTAX, ¥l 9TO CO37laeT Y HUX OLIyILIeHNe
HIpYHA/IEKHOCTY, 9KOHOMUT X BpeMs 1 U30aBisieT
OT HEOOXOMMOCTY 0OBSACHATHCA. BBl MOXXeTe coBep-
IINATH JIOTUYHBINA, HO PEIKO COBEepIIaeMblil CIe YO
IIar: XCI0/b30BaTh UMEILYICA NHPOpMALNIO [/
IpPUJAHMS KIVEHTaM JOMOTHUTE/TbHO [[eHHOCTU —
HaIpUMep, IPeIOKUTh CXO/JHbIE IIPOJYKThI, KOTOpBIE
MOTYT UM IOHaLOOUTHCS.

«[JoMalLHMe» OLLYLIEHNS

Bol BbIUTpaere, eC/i CMOXKeTe CO3[aTh y KAMEeHTa OlyIleHe
doma. HeT, KOHEYHO, He TaKOTO OMa, KaK MO€ XOTOCTAI[KOe
KIJINIIE, Te B paKOBMHE TPOMO3ANTCS TOPa HEMBITOI IIOCY/bI,
a MyCOp He BBIHOCVJIV HECKO/IBKO JTHEl1, a UJiea/TbHOTO, BOJIIIE0-
HOTO JJOMa, B KOTOPOM IIOYTM Ka)KIbIil 13 HAC XKUJI B JIeTCTBE.
B aToM 1jeanbHOM HOMe TaMIOYKY MEHS/IVCh caMy c000i1, a B
XOJIOAUIbHMKE TOAB/ANNCh MMEHHO T€ IIPOJYKThI, KOTOpbIE
HPaBWINCh OOMTATe/IAM 9TOTO XXIINIIA. 34eCh CKYJasIu IO TeM,
KTO YXO[[M/I B HIKONY, ¥ PaZlOCTHO IPMBETCTBOBA/IN IIPU BO3BPa-
HIEHU .

Taxoit 06pa3 foMa He CTaHET OTKPBITHEM JI/ISI MOUX YUTaTeIell.
B xHure «Bpijanommiicsa cepBuc, OTINYHAA HpM6bmb»*, HaIlJCaH-
HOJI B coaBTOPCTBe ¢ JIeoHapno VIHTMIbepy, MBI y>Ke IPUBOAVIIN
nOJ00HYI0 MBIC/Ib, CHOPMYIMPOBAHHYIO OCHOBATE/IEM CETH
Ritz-Carlton Xopcrom Illynbie. Eme Ha 3ape cospanus bpenaa
Ritz-Carlton Illynblie mpuBiek kK paboTe ONBITHBIX TMHIBUCTOB
Y IIPOBOAVIL MHOYXKECTBO MCCIEJOBAHMNIA, IIBITASACh BBIACHUTD, YTO
VIMEHHO MMEIOT B BUJIY HOTPeOUTE/NN, KOTZIa TOBOPAT, YTO XOTAT

* Beimwta B uspatenbctee «MaHH, VBanos n ®epbep» B 2012 roxy.
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t-IYBCTBOBaT]:u CC6H B pOCKOH_IHbIX OTENAX «KaK JoMa». LHYTII)]_IC
VI €0 IMHIBUCTDBI BBIACHUIN, YTO I'OCTU XOTAT XUTHb B TAaKOM
aoMe, KOTOPI)IM YHpaBTIHET 3360T}II/IBBH7I pOHI/ITCTIb. H HEe CMOT
HAJITY JTy4IIEro apXeTuIa [Jisi TOro, YTOOBI PACCKa3aTh, KAKOE
BIIeYaT/IeHe O ceOe JOKeH CO3/1aTh Y K/IMEHTOB O1M3HEC, YTOObI
IOPOAINTD UX UCTUHHYIO JIOSIBHOCTb.

KaK TexHonoruns obaeryaet JOCTUKEHNE
WCTUHHOW NI0A/IbHOCTU KJIMEHTOB

Xo4y Bac MopajfoBaTh: JOCTVIKEHNUsI TEXHOIOTUM OO/Ier4aoT
IpeABOCXMIIEHNE I OLIYIIeHNe «{OMa». A ClleJOBATENTbHO,
Y TIOTTYYUTD NMPEUMYIIeCTBAa OT TAKOTO MOAXOMa CTAHOBUTCS
nerde. Hanpumep, opueHTHpOBaHHAs HA OTpeONUTENs, A6-
MoMamu3upoanHas NPedsoCXUULaOUsAs CUCEMA PACCHUIKU
coobujeruii (cM. rmaBy 10) moMoOXeT BaM 3apaHee OTpearu-
pOBaTh Ha MOTPEOHOCTY MOKyMaTeasA. ITO ObIIO aO6COMIOTHO
HEBO3MOJXKHO 10 IM(POBOII PeBOMIOLNA B CPEACTBAX KOMMY-
HuKauun. IIpedsocxuujarousuti ousaiin (M. r1aBy 4), KOTOPBII
OmecTsiIie MCIIONb3YeTCsA TAKMMM KOMIAaHUAMY, Kak Apple
u Google, momoraer ynpocTutb XusHb norpeodutens. OTand-
HO OpPraHM30BaHHAsI CUCTEMA «aKKayYHTOB» I PYTVE CUCTEeMbL
camoobcnyxusanus (CM. T1aBy 8) IOCTPOEHBI TAKUM 00pasom,
9ITO MHOTYVE KJIMEHTHI C TOTOBHOCTBIO BBIMTOTHSIOT MAcCy II0-
JIe3HOIT PabOTBHI IO OTCIEXMBAHNIO COOCTBEHHBIX NPeIOYTe-
HUIT 1 cOopy Apyroit BakxHOM nHopManuu. brarogaps atomy
BeCTM 613HeC, OCHOBAHHBIN Ha IIPEBOCXMUIIIEHNY, CTAHOBUTCS
HaMHOro mpoite. Kn1yeHTsl caMul JayT BaM 3HATh, KaKue yIyd-
IIeHMS1 HeOOXOMMBI, @ BAM OCTaHETCA TOJBKO BHUMATE/IbHO
VIBYYUTDb CBOU 3/IeKMPOHHbLE KAHAbL CIYUWAHUA (CM. I1aBy 13).
A xoryia Bbl TopajiyeTe CBOVMX K/IIEHTOB CEPBIICOM, OCHOBaHHBIM
Ha [IPeIBOCXVILIEHN Y, OHY PaCcIIPOCTPAHAT JOOPYIO MO/IBY O Bac
B coyuanvHulx cemsx (CM. T1aBsl 11-13) HaMmHOro OBICTpEe, YeM
3TO OBIIO BO3MOXKHO B IIPOIIIOM.
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TouHO HanpaB/IeHHA TeXHO/IOTUSI — 3TO BEPHBIN APYT KOM-
NaHNM, OPMEHTNPOBAHHOI Ha KaneHTa. Ho 11a Toro, 4ToObI
BBIBECTY KOMIIAHUIO 13 OIIACHOII 30HBI Ype3MEPHOI KOMMep-
IVaMM3aL M, OFHO JTVIIb TEXHOIOT MY OYTY HUKOT/A He ObI-
BaeT I0CTATOYHO. TeXHOMorny Heo6XOA MBI IOV U KY/IbTYyPa,
KOTOpas IOAAePXKMBACT YCVINS STUX JTIOfEN C IIeTbI0 YCTaHOBJIe-
HJIS1 9MOLIMOHA/IBHOTO KOHTAKTa € TOTpebuTensamu. VieanbHoe
o6cmy>XKuBaHMe K/IMEHTOB B HAIlleM PafiKalbHO I3MEHMBIIEMCS
MUpe — 9TO BOBCe He TaKas y)X HOBOCTb, KaKOJl MOI/a ObITh
BCETO JIMIIb IeCATH eT Hasaf. Ho Temeps aTo 06CTy)XKMBaHME
crano 6sicTpee. [Ipospaunee. DHepruuHee. «3apasHee». B aToit
cepe He IPOLIAIOT IIPOMAXOB, HO OHA CO3/JAETCS JIIOAbMU Y JIS
JIIofe.

ITocKO/IBbKY T/TaBHBIM IO 00€ CTOPOHBI CEPBUCHOTO B3au-
MOJIEeMICTBUA OCTAIOTCA NIO[M, TO C YeTO HaM HY>KHO HadaTb
AVCKYCCUIO O COBPEMEHHOM IOTpebuTene? Bol rOTOBBI KO MHe
MPUCOEAVHUTHCA?

Kak opraHnu3oBaHa ata KHUra

Mos xH1Ta cocTouT U3 Tpex vacteit. Yactp I («CBoeBpeMeHHO
¥ Ha BCe BpeMeHa») OCBAIeHa OCHOBAM IIPaBUIBHOTO 00CTTY-
JKMBAHUS K/IMEHTOB U T€M OIIMOKaM, KaKye MOXXHO COBEPILINTD
B 9TOI1 cepe B 06bIe meproas! uctopun. B uactu IT («Beicoko-
TEXHOJIOTMYHOe 00CTy>X1MBaHUe IOTpebuTenell, 0CHOBaHHOE
Ha [Pe/BOCXUINEHNN VX SKeTaHWUI») MBI IOTOBOPUM O TOM,
KaK YCTaHOBUTDb TaKOI YpOBEHb OOCTYXMBAaHWA, KOTOPBII
obecre4ynBaeT UCTUHHYIO IOSTIBHOCTD KIVIEHTOB. A JI/IS1 3TOTO
Heo0X0/[ MO HPeBOCXMNIATh X HOTPEOHOCTU C MOMOIIBIO
IPaBUIbHO MOZOOPAHHBIX TIOfEN, KYIBTYPBI U JOCTUIKEHUI
texHonoruu. Yacts III («Poct monmynsapHocTH caMo06CTy K-
BaHM 1 COLMAJIPHBIX CeTeil, a TAK)Xe Jpyrue “‘ceiicMmieckue”
CIBUTY») MBI pacCKa3blBaeM O CMeEI[eHUN TeXHOTOIMYeCKO-
ro ¢oxyca. Mbl TOZPOOHO IOTOBOPUM O TEHJEHIMIAX CaAMO-
00CTy)XMBaHWA, COLMAIBHBIX CeTell U 3/IeKTPOHHON CBA3U
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C KJIMEHTOM U O TOM, KaK OIllepeUTh B JAHHBIX Cepax CBOUX
KOHKYPEHTOB.

Bce wacty pas6buTsl Ha I7IaBBI, U 32 KaXK/IO0J1 I71aBOIL UJET He-
4TO BPOJie pe3ioMe — KPATKUit 0030p M3TI0KEHHOTO MaTepuara,
KOTOPBIiI IOMOXKET JIyYIlle €r0 YCBOUTD (3TU KpaTKue 0030pbl
COCTaBIII I CaM, @ He Te beccepriedHble 9K3aMeHaTOPbI, KOTOPBbIE 3a-
CTaBJIA/IN BAaC YUTATh BCIO «Vmagy» oT Havaa u o KoH1a). CBon
pesioMe s HasBas «/ umo vt 000 6cem amom dymaeme?». (Ecnun
BaM TPY[HO HOHSITD, YTO 000 BCeM AYMAIO 51 CaM, TO OTIIPABbTe
MHe 3/IeKTPOHHOE IMIChbMO 110 agpecy micah@micahsolomon.
com MM 3aI/IsIHUTE Ha MOJI CaliT customerserviceguru.com
VI TIOfICKAXKNTe, KaK sl MOTY C/IeJIaTh 3TU pesioMe elle 6osee 1o-
CTYIHBIMM 1 SICHBIMIA.)
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