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IIpenucioBue aBTOpaA
K POCCUMICKOMY U3JAHUIO

IlepBOe, UTO XOUYET CHeaTh JI0O0U OU3HeCMeH, paboTaeT Ju
oH B Poccuu, Utanuu uiu I1060¥ APyro cTpaHe, — 3TO yBe-
JINYIUTH MElpKETHHI‘OBbeI 6}O,IL}KET, ‘~ITO6LI IIPpUBJI€Yb HOBBIX
KJINeHTOB.

KoHeuHO, B 9TOM eCTb 3/IpaBblii cMbICJI. Ho ecyiu BbI He 3a7y-
MBbIBaeTeCh O TOM, YTO ITPOUCXOAUT IIOCJIe TOTO, KaK HOBBIH KJIU-
eHT HaliJleH, 3TO MOXKeT BaM JJOPOTO OOOUTHUCH. MeXKIy TeM OT
y2Ke CyIeCTBYIOIUX KJINEHTOB MOYKHO ITOJIYYUTh TOPa3zio 60Ib-
IIle BBITOZBI, U IJeHa TAaKOro Ou3Heca OyZeT HAMHOTO MeHbIIe,
YeM IPU IOCTOSHHOM IIOMCKE HOBBIX PBIHKOB COBITA.

MopaJis: mpex/e 4eM GpocaThCs Ha TOMCKYU HOBBIX KJIHeH-
TOB, IONIPOOYITE MIPEeBPATUTH MOKyIIaTeJIel, CIeJaBIIuX ¥ BaC
OJIHY IIOKYIIKY, B KJIM€HTOB Ha BCIO KU3Hb.

JlaHHaA KHUTA IeJIUKOM IIOCBAIIeHa TOMY, KaK 3TOro J0-
OUTBHCAL.

[Touemy CTOUT HPUAEPKUBATHCA TAKOTO noAxona? CMOTpH-
Te: eCJIU BbI IIpeycIieeTe B IpPeBPaIleHUU CIyYaUHBIX MOKyIIa-
TeJlel B IOCTOSTHHBIX KJIMEHTOB, Pe3y/IbTaThl 61y T TOJIbKO I10-

JIOXKUTEJIbHEBIE.

[MounTaTb ONMcaHue, peLeH3umn 1 KynuTb Ha cainte MA®Da 11



http://www.mann-ivanov-ferber.ru/books/klienty-na-vsiu-zizn-neon-pocketbooks/?utm_source=nkk&utm_campaign=read-chapter&utm_content=klienty-na-vsiu-zizn-neon-pocketbooks

KNIMEHTBI HA BCIO X13Hb

— IIpopaBaTre yCIyryu MJIXA TOBAaphl CYIIeCTBYIOLEeMY KJIU-
€HTY HaMHOIO IIPOlle, 4eM HOBOMY. BbI yKe yCTaHOBUIU
C HUM OTHOIIEHUA U 3HaeTe ero NIoTpeGHOCTU. YUCTHIN
pesyJIbTaT: Ballld PACXOZAbI HA MAPKETUHT CHUKAIOTCA.

— Bam He Hazo OyJeT TpPaTUTh MHOTO CHJI, BpeMeHU
U CPeJICTB Ha TO, YTOOBI BaIlY KJIMEHTHI CHOBA BbIOpaIN
Bac. OHU CKOpee IIPUCIYyMAITCA K BallUM IIpeJJIoxKe-
HUAM, IOTOMY 4TO y>Ke MMeJIU I0JOXUTEeJIbHBINA OIBIT
00IIeHUA C BaMU. (DTO 3epKajJbHOe OTpakeHUe IIepPBOro
IIyHKTAa, C aHAJIOTUYHBIM Pe3yJIbTaTOM: IIOBBIIIEHNE IIPU-
ObLIN.)

— EcIu KiIMeHTsI IOKYTNAIOT y Bac, OHU He IIOKYTAI0T y KOH-
KypeHTOB. [IpeBpamas ciy4allHbIX IIOKyIIaTeJel B KJIU-
€HTOB Ha BCIO KU3Hb, BbI BRIUTPbIBaeTe, a Ballld KOHKY-
PeHTBI, KOTOPBIE He JIeJIal0T 3TOT0, IPOUTPBIBAIOT.

— IlocToAHHBIE KJIMEHTHI He TaK YyBCTBUTEIBHBI K IeHe.
BbI y>Ke yCTaHOBUJIM XOPOILIMe OTHOLIEHUA, U IIOKyIIaTe-
JIAIM JIerde 3aIUIaTUTh HEMHOTO G0JIbIIle BaM, YeM TPATUTh
BpeMs Ha IIOMCKU J]PyTroM KOMIIAHUU, KOTOpas CMOXeT
0OCIY>XUTh X Ha TAKOM XK€ BBICOKOM YPOBHE.

— OHU ¢ 60JIBIIIE TOTOBHOCTHIO ITONTPOOYIOT U IPyTYe Bally
NIPOALYKTHI U YCIYTU. BeI HaxoguTech B 60sIee BHITOJHOM
IIOJIOXKeHUH, YeM Jpyrue QUpMbl, C KOTOPbIMU OHU He
umenu fena. JloBepre, KOTOpoe Bbl 3aBO€BAJIM U3HAYAJIb-

HO, PaCIPOCTPAaHUTCA U Ha JpyTrue Ballly IIpe/IJIOKeHUA.

Kak BuzuTe, HAlleJIEHHOCTh HA IPOJAKY CYIIEeCTBYIOMUM

KJIMEHTAM ABJIAETCA ropa3ao 6osee peByJIbTaTHBHOfI " MeHee
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MPEAVCIIOBME ABTOPA K POCCUCKOMY U3LAHMIO

3aTpaTHOU MapKeTUHIOBOU CTpaTeruei, yeM IMOUCK HOBBIX I10-
KyIaTeseu.

[oyeMy e TAKOTO IOAXOAA He IPUAEePKUBAETCA OOTBINIH-
CTBO MapKeToJIoroB? ToMy eCTh IeJIbIN pAJ IPUYNH, HAUUHAA
C TOT0, YTO MHOTHI€ IIPOCTO OPMEHTUPOBAHBI TOJIBKO Ha HOBBIE
CIeJTKY — TO eCTh B IIPUHITUIIE CIIOCOGHBI [yMaTh TOJIBKO O pac-
IIUPEHUU PBIHKOB COBITA, — U 3aKAHYUBAA CKYKOM: «MBI yiKe
JIaBHO paboTaeM C 3TUM 4YeJIOBEKOM (MJIY KOMIIAHMell), XO4eTCs
4ero-To HOBEHbKOTO).

Ho Hazio MOHATS, 4TO, €C/IU BBI He IIbITaeTEeCh IPeTeHA0BaTh
Ha JJIMTeJbHbIe OTHOIIEHUA C BAIlIUM KJIMEHTOM, BbI TepsAeTe
HAa 3TOM JZieHbru. 11 BO3MOXXHO, GOJIbINIIE JeHbIH.

JaBaiiTe pacCCMOTPUM IIPOCTOU IIPUMep U3 MOero OM3Heca.
A mpozaro JerKoBble MaTUHBL. YTOOBI He YCIOKHATD PACUeThI,
OyZieM CIUTATh, YTO CPEIHSIS IeHa MAITUHbI — 25 000 0JIJIapOB.
Kaxk mpaBuJio, 3a CBOIO YKM3Hb CpeJHUM KJIUEeHT IIOKyIlaeT y Hac
10 mamuH. To ecTh 310 250 000 HOJIAPOB (0€3 yuyeTa nHpIAINH,
B JoJutapax 2005 roza). Kpome Toro, Ha 006C/Iy>KMBaHYE MATIU-
HBI (0T 3aMeHbI MacJIa 0 PeMOHTA IOMATHIX KPbLIbeB) KINeHTbI
TPaTAT CYMMY, PaBHYIO IIPUMEPHO TPETHU ee IIeHbl. DTO JaeT elle
0Ko0JI0 82 500 0JIapOB, U B CyMMe — 332 500. DTy CyMMY MOXK-
HO 3apaboTaTh, eCJIN IPEeBPATUTh ITOKYIATe A OJHOW MaIIMHbI
B KJIMeHTa Ha BCIO )KU3Hb.

Termepp NpeACTaBUM, YTO YeJOBEK KYIIWJ Y HAC MAaIIMHY 34
25 000 oJLIapOB U GOJIbIIE HUKOT/AA He TOSBJISAICS, TOTOMY UTO
eMy y Hac He IOHPaBWJIOCh. PazHuIia B TpuobLIU — 307 500 10J-
J1apoB. CKOJIBKO peKJIaMbl HaJI0 Pa3MeCTUTh U CKOJILKO PacIIpo-

JIaXK IIPOBeCTH, YTOObI 3apaborars 307 5007
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KNIMEHTBI HA BCIO X13Hb

TpyoHO IpeACcTaBUTh cebe MapKeTUHIOBYI0 KaMIIaHUIO, KO-
TOpasi CIIOCOOHA IIPUHECTU TAKOH JKe OXO, KAKOU Bbl MOYKeTe
MOy YU Th, yOe B BaIllero CyIeCTBYIONEro KINeHTa MOKYIIaTh
TOJILKO y Bac. BcmoMHUTE 06 5TOM, BepCTas Balll MapKeTHUHTO-
BBII OIO/KeT. BMeCTO TOTO YTOOBI 3aIyCTUTD HECKOIBKO HOBBIX
IIPOr'pPaMM JJIA IPUBJIeYeHUA HOBBIX IOKYIaTeJ e, I04eMy ObI
He yOeIUTHCA B TOM, YTO BbI MAKCUMAJIbHO YAOBJIETBOPSETE I10-
TPeOGHOCTHU CYIECTBYIOIUX KIUEHTOB?

BBI cripaImuBaeTe, KaKOU MePBBIN MIAT CesIaTh? B TeueHMe
ciesyionel HeJleJ W 03BOHUTe 10 KJIMeHTaM, IPUHOCAIIUM
BaM HauOOJBIIUMI IPOIEHT A0X0/a, MOGIarofapruTe UX U Ha-
YHUTe 0OCYKZeHUe TOTO, KaK BbI MOXKeTe CIeJIaTh UX KU3Hb
Jierye.

Kapa Cvtoann
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IIpenucioBue
Toma [Iutepca

B 3TOi1 HEOOBIYHOI KHUTE eCTh LeJIbIN pa3/iesl — YeThIpe IJIa-
BBI, — MOCBANIEeHHBIN BBIACHEHUIO TOTO, Yero XO4YeT KJIUeHT.
EcThb r1aBa, OCBANIeHHASA TyaleTaM, a BepHee, UX BO3/IeICTBUIO
Ha BOCIIpUATHE KJIMeHTa. U ellle B OHOM IVIaBe pedb U/[eT UCKJIIO-
YUTEJIBHO O BbIBeCKaX U yKa3aTesax.

U 060 BCeM 3TOM TOBOPUT Y€JIOBEK, KOTOPBIH YBEJTU YT CBOKA
6usHec ¢ 10 MJIH T0JI1apOB B 1968 roay /0 250 MJIH T0JLJIapOB ce-
TOJHA, C IPUOBLIBIO, BEIPOCIIEH B TAKOH Ke mpomopruu. Kapn
Cr103/11 TpOoZaeT aBTOMOOMIN: «KaAmimakmy, «JIlekCychly, «<XeH-
nati» u «IlleBposier. [ITokazaTesn yAOBIETBOPEHHOCTU €ro KJIU-
€HTOB HeBepOATHO BequKU. OH He TOJIBKO BO3IVIABJIAET pas-
JIMYHOTO POJia PEUTUHTY — OH KaXKIbIN pa3 BHOCUT BCe HOBBIE
OTTEHKU B IIOHATHUE WIYYIIUI».

MecTaMu 3Ta OmIeJOMJIAIONAs KHUTA BBITVIAAUT KaK-TO
To-ZIoMaITHeMy: He 6epuTe C KJIMeHTa JleHer 3a Te yCIYTU, KOTO-
pble BbI OKa3aJiu ObI OeCILIATHO APYTY. (DTO MOKET, HallpUMeD,
03HavyaThb OTIIPABKY TeXHUKA — OHU JeXyPAT KPYIJIOCyTOYHO,
ceMb JHel B HeZleTI0 — B adPOIOPT B IOJTHOYS AJIA 6eCILIaTHOMN
3aMeHbI CJIOMaBIIerocs y KJINeHTa KJIoua 3a)KUraHuA.) DTude-

CKUU TOJXO0J, 3/1eCh TAKOU: YIIPaBJIANTEe CBOUM OU3HECOM, BCe
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KNIMEHTBI HA BCIO X13Hb

BpeMs 3asaBas cebe BOIIPOC: «A eCid 00 3TOM HAIIUIIYT B 3a-
BTpalIHey razeTe?»

MecTtaMu 9Ta KHUTA U3yMJIAeT: ChIO2JIJI BEPUT B IICUXOJIOTH-
YecKoe TeCTUPOBaHUeE OYAYIIUX COTPYAHUKOB. U ero IyIlaBHBIN
TeCT TAaKOB: ep3aeT JIU YeJIOBeK BO BpeM: WHTePBbI0? Eciiu BBI Mo-
Jceme CUZeTh CIIOKOMHO BCe BpeM:A NHTepPBbI0 — BbI repoii He ero
pomaHa. OH JIIOOUT SHEPTUYIHBIX JIOZEH.

Kapu CpI03J11 yCTaHABIUBAaEeT CTAHAAPTHI aBTOAUIEPCKOTO
Ou3Heca y»Ke MHOTO JieT. ETO CepBUCHBIN OT/eJ IePBbIM CTaJ
paboTaTh Mo Cy6060TaM U IIE€PBBIM CTAJI IPEJOCTABIATH CBOUM
KJIeHTaM BpeMeHHbBIN aBTOMOOUIIb, TIOKA UX COOCTBEHHBIH Ha-
XoAuTCA B peMoHTe. Celfyac ero napk ToJIbKO BpeMeHHbIX «Ka-
JWJIJIAKOB» COCTaBJiAeT 150 MalIvH (a elfe eCTh U BpeMeHHbIe
«XeHzZal»). Ho oH He ITOYMBaeT Ha JaBpaX: Tellepb ero CepBUC-
LIeHTPBI HAHAJIU COTPYAHUKOB, KOTOPbIe CAMU IIOATOHAIOT Bpe-
MeHHbIe MAaITMHBI IPAMO K JOMaM KJIUEeHTOB, A X MaIIUHEI 3a-
OGUPAIOT B PEMOHT WJIN Ha 00CTyKUBaHUE.

ChI02JLI KyITUJI YOOPOYHYIO MAIINHY AJIS YUCTKU YIIUIL U JI0-
por Bo3Jjie CBOUX IIeHTPOB, IOTOMY 4YTO, II0 er0 MHeHUIO, My-
HUIIUTIAJIbHbIE YOOPIIUKY He JOBOAAT CBOIO PaboTy Ho OyiecKa
(a mepBOe BIleyatyieHUe, KAK OH TOBOPUT, OY€Hb BaXKHO U CJIMIII-
KOM 4acTo UrHopupyetcs). Kpome Toro, oH yroBopui pecTopad
Celebration OTKpbITh GUIHAT B OJJTHOM U3 CBOUX IIEHTPOB — YTO-
ObI 3aHATH TeX KIMEeHTOB, KOTOPhIE XOTAT 3a0paTh CBOIO MaIlIu-
HY Ccpasy Iocje 06CIyKUBaHU .

Bce 3TO 3acTaBiifeT BHUMAaTeJlbHee IPUCMOTPEThCA K BO3-
MOXKHOCTSIM U Pe3yJIbTaTaM HeIIPeB30MIeHHOTO 00CTyKUBAHUSA
KJIMEHTOB. DTOT HOJXOJ IIPUMeHUM IIPU IIPOoJasKe KaK «XeHIam»

u «IlleBpote», Tak U «KKaguIakos» U «Jlekcycos». I ObI fo6aBLULL,
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MPEANCNOBNE TOMA MTEPCA

X0Th KapJj1 3TOro 1 He c/1eJ1aj, YTO TAKOM MoAX0H OymeT paboTaTh
OIMHAKOBO XOPOIIO U JJIs HeOOJIBIIIOr0 PeCTOPAHINKA, U JJIs
KPYITHEUIIIero IPOU3BOAUTEIIS CYIIePKOMIIBIOTEPOB.

Y 3TOM KHUTH eCTh U ipyTrasi CTOpoHA. «CUCTeMBbI, a He YIbIO-
KW» — IVIACUT Ha3BaHUe OJJHOU U3 IIaB. ChI03JLT — IMTUOHEP KOM-
MBIOTEPU3ANUU B aBTOjlesie. ET0 COTPYIHUKHY, 3aHUMAOIeCs
06CIIy:KUBaHUEM, PabOTAIOT OGBICTPO UMEHHO IIOTOMY, YTO HYX-
Hasd ZIeTaJib OKa3bIBAeTCA B HYKHOE BpeMsA B HY)>KHOM MeCTe —
Gyiarofiaps YHUKAJIbHON U CJIOKHOU IIporpaMMe YIPaBJIeHUA
ckitaoM. TOYHO Tak ke BHIOOD U MOZAYA HYKHOU KJIMEHTY Ma-
IIWHBI U3 TUTAHTCKON MapTUU IIPOUCXOAUT MTHOBEHHO — OJIa-
rofaps Ipyroi KOMIIbIOTEPHOU CUCTEMe.

ChI02J1T M3MepsieT aGCOMIOTHO BCe (CM. I1aBy 18). OH usMeps-
eT paboTy Kaska0ro. bojiee TOro, OH CTABUT BCEX, BKIIOYAs MOU-
IUKOB MAaIlIMH, HAa CAeJTbHYI0 GOpMY OIIaThL. IIpu 5TOM BO3HA-
rpakieHue 11 paOOTHUKOB HaXOAUTCS HA 3200/IaYHOM yPOBHe,
U eCTh elle 6OIbIINe BO3MOXKHOCTU — HO U TPeGOBAHUA BeCh-
Ma BBICOKHU. B aBTOneHTpax ChI0dJIJIa HET MeCTa MaJIOJyITHBIM
U HepelIUTeIbHBIM.

Kapus Cpi02J11 JTaeT IPOBOKAI[OHHBIE COBETHI 110 TIOBOJY JIU-
JlepCTBa, II0 IIOBOAY CO3ZAHM A BHEITHe 1 BHyTpeHHel aTMocde-
DBI, 0 TOM, KaKOU STUKU HAJI0 IIPUAEPKUBATHCSA U KaK OTMEYATh
ycrex MogYnHeHHbIX. OH TaK)Ke OTKPLIBAeT CeKpeT ycIexa: Bo-
poBcTBO ujyeit! MHoro JieT Hasas ChIO3JLI BAJ Pe3KUU TOTYOK
Pa3BUTUIO CBOEro OM3HEeCa 3a CYeT IIPOrPaMMbI IIOMCKA HOBBIX
pellleHU i, HaYyaB C ITOCeIeHHU JIYYIINX aBTOIIEHTPOB TOTO Bpe-
MeHu. OH Tak’Ke IoJCMaTpuBaeT ujaeu y Marriott, American
Airlines, The Mansion at Turtle Creek, Chuck E. Cheese, Stew

Leonard, Neiman Marcus 1 MHOXKeCTBa JPyTUX KOMIIaHUU.

[MounTaTb ONMcaHue, peLeH3umn 1 KynuTb Ha cainte MA®Da 17



http://www.mann-ivanov-ferber.ru/books/klienty-na-vsiu-zizn-neon-pocketbooks/?utm_source=nkk&utm_campaign=read-chapter&utm_content=klienty-na-vsiu-zizn-neon-pocketbooks

KNMEHTBI HA BCIO XW3Hb

MeHs HEMHOTO 6eCIIOKOUT, uTo KapJ mopoii nuimner Tak, 4To
CKJIaJIBIBAETCA OIIyIIeHle JIeTKOCTH, C KOTOPOU OH BeZleT CBOU
Jerna. ETo pacckasbl HACTOJIBKO KPACOYHBI, YTO YaCTO OTBJIEKA-
10T OT MY/IPbIX ¥l TOHKUX COBETOB, KaCAIOITUXCA HAIMa, OILJIATHI,
MOTHBAINU, U3MepeHUA 3PGEeKTUBHOCTU U APYTUX BOIPOCOB.
OnucaHue 060eB 110 250 J0JUIapOB 32 PYJIOH, KOTOPBIMHU OKJIEEHBI
TyaJyeTsl aBTOLeHTPOB Cadillac, MOXXeT 3aTMUTh PacCKas o exe-
JIHEBHBIX COBEI[aHUAX 110 KAYeCTBY, O CXeMaX IIOMCKA IPUYUH
TIOBTOPAIOIIUXCSA MIPOoGIeM U 06 ycepHOM 00ydueHUU ChIO3JIIa
y ATIOHCKUX MAacTepOB KOHTPOJIA Ka4eCTBa (OH ITepBbIM IIpHMe-
HWI UX UJIeU U3 00JIaCTU IPOU3BOJICTBA B CEKTOPE YCIIYT).

T'oBopA KOpoOYe, 3Ta KHUTA HACTOJBKO JKe cepbe3Ha U paccy-
JUTeJbHA, HACKOJIBKO OHA yBJIEKaTeJIbHA U Becesa. Y Hee IIPo-
CTOM A3BIK, HO IJIAaBHAA MBICJIb BOBCE He IIPOCTA.

Jpyras npo6yieMa: MHOTHE YHUTATEJIN MOTYT OAyMaTh, YTO
3Ta KHUTA ITOCBAIIEHA TOJIBKO TOprosie aBToMobmiamu. K ue-
ctu ChI03JLIa, OH He MCIIOJIb3yeT CBOIO TPUOYHY YCIIEITHOTO O13-
HeCMeHa I IIPOIIoBeiel 0 IIPo6ieMax roCyAapCTBEHHOIO J0JI-
ra, kpusuce B cepe o6pazoBaHu WK fgaxke o Cola-BoitHax. OH
IIpU/IeP>KMUBAeTCs TOTO, YTO OH 3HaeT. V] A He MOTY IIpe/ICTaBUTh
cebe OU3HeC, MM OU3HECMEHA, WU PYKOBOAUTEJS TOCyAap-
CTBEHHOT'O OPraHa, KOTOPbIe He CMOIJIU GbI M3BJIeYb /IS Ccebs
BBITO/LY M3 3TOHM KHUTU. fl IIJITAaHUPYIO IOJAPUTH €€ CBOUM JIPY3b-
saM B Hewlett-Packard u Apple, pO3HUYHBIM TOPTrOBIIaM, OAHKU-
PaM U ja’ke HECKOJIBKUM CBAIEHHUKAM.

B 9To¥l KHUTe CKPBITA MOJHOIIeHHAA TeOPUA YIIPABIEHUA
U 06CIIy>KMBaHUA KJIHEHTOB. fl X094y IIOATOJIKHYTH BaC K TOMY,
YTOOBI BbI yIITyOUINCh B YTEHUeE, YIBIOHYINCH, 00JyMaIn —

1 HaYaJIn ,E[ef[CTBOBaTL.

[MounTaTb ONMcaHue, peLeH3umn 1 KynuTb Ha cainte MA®Da



http://www.mann-ivanov-ferber.ru/books/klienty-na-vsiu-zizn-neon-pocketbooks/?utm_source=nkk&utm_campaign=read-chapter&utm_content=klienty-na-vsiu-zizn-neon-pocketbooks

[MoyuTtaTh onucaHue, peueHsum

N KYNUTb Ha canTte

J'Iyql.ume LNTaTbl U3 KHAT, HecnnaTHble MaBbl U HOBUHKU:

n Mifbooks , Mifbooks m Mifbooks

W30aTensCTBO
MAHH, UBAHOB 1 ®EPBEP

MaHKCUMANEHO NONE3HLIE HHMIM


https://www.facebook.com/mifbooks
https://twitter.com/mifbooks
https://vk.com/mifbooks
http://www.mann-ivanov-ferber.ru
http://www.mann-ivanov-ferber.ru/books/klienty-na-vsiu-zizn-neon-pocketbooks/?utm_source=nkk&utm_campaign=read-chapter&utm_content=klienty-na-vsiu-zizn-neon-pocketbooks

