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Bce mpaBa 3amuiieHsi.

Hukakast yacTh JaHHOW KHUTH HE MOXKET ObITh BOCIIPOM3BE-
JIeHa, pacrpoCTpaHeHa WK Nepeiana B JII000H opMe U JIIoObI-
MU cpelcTBaMH 0e3 IPeABAPUTEILHOTO MUCbMEHHOTO pa3pelie-
HUs1 ABTOPA, 32 UCKJIIOUEHUEM CITy4aeB KPaTKOro [IUTUPOBAHUS B
0030pax, pereH3usaX U WHBIX CIyvasx, MPeJyCMOTPEHHBIX Jei-
CTBYIOILIUM 3aKOHO/ATEIbCTBOM.



KHura npegHa3HauyeHa WCKTIOUUTEIBHO 1 MH(POPMAIIMOH-
HBIX ¥ 00pa30oBaTe/IbHbIX liejield. Bce mpuBeiéHHbIE TPUMEDHI,
HaOJTIOEHUST ¥ BBIBOIbI OCHOBAHBI HA MPO(eCCHOHATILHOM OITbI-
T€ aBTOpA U HE SIBJIAIOTCS FapaHTHUEH MOyYEeHHs aHAJIOTMYHbIX
pe3yJIbTaToB.

MHeHue aBTopa MOKET He COBIaaTh C MHCHUEM UMTATENIS U
APYTUX YYaCTHUKOB PBIHKA.

Ipy KCHOIB30BAHMK MATEPHAJIOB KHWI'M CChIJIKA HA aBTOpa
o0s13aTelIbHA.



AHHOTa U

BoNbIIMHCTBO KOMITaHUI yBEpEHbI, UTO IpodiemMa B peKJiame.
Ha mpakTuke neHbru yarie TepsoTcsl He B PeKJIAMHBIX KaOuHe-
Tax, a MEXAY OTAeNaMH, MPOLIECCaMU U YIPaBIEHUYECKUMU pe-
HICHUSIMHU.

MapkeTHHT JaBHO nepecTas ObITh TOJIBKO peKiamMoi. CeromHs
OH OTIpefieJisieT, HACKOJIBKO YIPaBJIsIeMbIM CTAHOBHUTCS OU3HEC.

OnHaKo MHOTHE MO-TIPeKHEMY BOCITPUHAMAIOT €O JIUIIb KaK
CIOCo0 MOJTyvaTh OOJIbIIIE 3asIBOK, KJIMEHTOB U pojax. Ho rias-
HbIe ToTepr OM3HEeca BO3HUKAIOT 3HAUUTENBHO TiyOxke. [leHsru
MICUE3aI0T TaM, IJIe MAPKETHHT IepecTaéT ObITh TOIBKO PEKJIAMON
Y CTAHOBUTCS YacThI0 OOIIIEeH cUCTeMBI OM3Heca.

DTa KHUTa He PO HACTPOMKY pekyamel, SEO wim npoasuxe-
HUE.
ITO KHUTa O TOM, KaK YCTPOeH OM3HeC KaK CHCTEMA.

[Mouemy pocT ycunmBaet mpoOieMsl ObICTpee ycrexa.
[Nouemy aHATMTHKA MOXKET CO3[]aBaTh WJLTIO3HIO TOHUMAaHHMS.
[Touemy CRM He rapaHTupyeT KOHTPOJIb.

[Touemy mpuOBLTH BaskHEe 000POTA.

[Toyemy COOCTBEHHHK YaCTO CTAHOBUTCS IJIABHBIM OT paHIYe-



HHEM poCTa.
1 noyemy MapKeTHHI HEBO3MOKHO pacCMaTpUBaTh OT/AEIBHO
OT NpoAax, (PMHAHCOB, MPOLIECCOB U YIPABJIECHUSI.

«MapKeTUHI KaK CUCTeMa» — KHHTa I COOCTBEHHUKOB
Ou3Heca, pyKOBOIUTENIEH M MapKETOJIOTOB, KOTOPhIE XOTST BH-
JeTh OM3HEC IEeJIMKOM U MPUHMMATh PelieHust Ha OCHOBE TpH-
YUH, a HE CUMIITOMOB.

[TotoMy 4YTO TOHMMaHWE CHCTEMBbI BCErJa MpPEeAllecTBYeT
YIPaBJICHUIO.



Berymienue

JTa KHHUra He PO MAPKETHHT

Ecnu BB B351JI 3Ty KHUATY B PYKH, CKOpEe BCEro, BaMm 3HAKOMa
OJTHA U3 3TUX CUTYaIUH.

Pexnama paboTaet, HO feHer OoJIbllle He CTAHOBUTCS.

3asgBKU MPUXOMAT, a MPOAAXH PACTyT 3HAUUTETTFHO Me/IJICH-
Hee, YEM XOTEJIOCh Obl.

CoTpyIHUKH TIOCTOSIHHO 3aHSTHI, HO OIIYIICHUE MOPSIKA TaK
U HE TOABJISETCS.

OTYETOB CTAHOBUTCSI OOJIBIIIE, & IOHUMAHUSI TTPOUCXOSIIIETO
— MEHBIIIE.

Komranus pacTér, HO BMECTE C pOCTOM PACTET M KOJIMYECTBO
npooem.

Ha nepBblii B35 BCe 9T poOieMbl KaxyTcsi pasHbiMU. Ho

3a rojibl PadOTHI I 3aMETHJT OTHY 3aKOHOMEPHOCTb.
OueHpb yacTo mpoOiaeMa HaXOAUTCSI COBCEM He TaM, rie e€

WIIYT.
[Totomy uTo GU3HEC — ITO CUCTEMA.

IIpomaxu MOryT najaTh U3-3a IPOU3BOICTBA.



MapkeTHHI MOXET CTpajiaTh M3-3a OT/IelIa MPOIaK.
[TpuObLTL MOXKET MCUe3aTh W3-3a PElleHWd, KOTOpble ObUIA
MIPUHSATH MHOTO MECSITIEB Ha3aJl.

BONBIIMHCTBO KOMITAHWI HAYMHAIOT OOPOTHCS HE C TIpodiie-
MOH, a C €€ CUMIITOMAMH.

Maso kimenToB? HyxHo GoJbliie peKiamsl.
Mauto nponax? HyxHo GoJibilie 3asiBOK.

Marno npu6s? HyxHo Gosbiiie 000poTa.

Her konTpona? HyxHo BHenputh HOBY10o CRM.

Ho ouenb yacTo Takue pelieHus JMilb OTKJIAAbIBAIOT HACTO-
AIIAN Pa3roBOp.
Pa3roBop o ToM, Kak yCTpoeH cam Ou3Hec.

S mpuIEn B MapKeTUHT OOJIbIIe ABSHAIATH JIeT Ha3a/l.
CHayasia MHE Ka3aJ10Ch, YTO BCE 3aBUCUT OT PEKJIaMBbI.
ITotromMm — OT aHAJIUTUKM.

ITorom — ot CRM.

[Totom — oT mpopax.

Ho 1em Gorbliie KOMITAaHWIA 51 BUIET U3HYTPH, TEM sICHEE CTa-
HOBWJIACh OJHA MBICJIb:

MapKCTI/IHF HEBO3MOZKHO IIOHATb OTACJIBHO OT ou3Heca.



OH cBsA3aH C MpoJaxaMH.

C npou3BOICTBOM.

C ¢unancamu.

C ynpasiieHueMm.

C permieHusiMA COOCTBEHHHUKA.
C cucremon.

[TosToMy 3Ta KHHUra He PO peKjIamy.

Omna o0 ToM, oueMy KOMITAaHUH TEPSIIOT IEHBIH.

[Toyemy poct ciocobeH pa3pylaTh OU3HeC.

[Mouemy pekiama He criacaet Xaoc.

[ToyeMy COTpYIHUKH HE PEIIalOT CUCTEMHBIE IIPOOJICMBI.

[Touemy cOOCTBEHHMK MOJKET CTaTh IJIaBHBIM OI'paHUYEHUEM
pocra.

[Touemy yrpaBiisieMOCTb BaXkHE€ aKTUBHOCTH.

[Touemy nops/10K Bcerjga JeteBsie Xxaoca.

[Toromy uto mpoOiema NouTH Beeraa riyoxe, Yem Kaxercs.
A HacTOAIMN POCT HAUMHAETCS HE C PEKJIAMBI.

HaCTOHIJ_II/Iﬁ POCT HAYMHACTCA C IIOHUMAHUA CUCTCMBI.



Kak s cMoTpIO Ha OM3HecC

3a rofpl paboTHI 51 MPHIIIET K TIPOCTON MBICIH.
BOJIBITMHCTBO KOMITAHKH TBITAIOTCS YIPABJIATH OTAETBHBIMU
3JIEMEHTaMH OM3HECA.

Pexnamoii.
[Iponaxamu.
CRM.
CorpynHUKaMHU.
duHaHCAMU.

Ho Ou3Hec HUKOTAa HE padOTaeT Mo YacTsIM.
OH Bceraa paboTaeT Kak eiMHasi CHCTeMa.

HimenHO ToaTOMY TMOYTH JTIOOYI0 TIPOOIEMY 51 HAUMHAIO pa3-
OvpaTh OIMHAKOBO.

He c unctpymenTa.
He c otpnena.

He ¢ corpynnuka.
A ¢ cucTeMmbl.

Bcst kHMra moctpoeHa BOKpYT 9TOro MOAXOfa.



I'naBHas naes 3Toil KHUTA

DTa KHUTa IMOCTPOCHA BOKPYI' OIHOI'O IIPOCTOI'O Ha6HIOIICHI/I}I.

!

busnec — 310 cucrema.

JlioGas cuctema co3AaéT orpaHUYCHUSI.

!

Pocrt YCUIIMBACT CUCTEMY.

!

Cucrema CO31AET 9KOHOMUKY.

!

AHaJMTHKa ITOMOTaeT YBUACTD ITPUYUHLI.

!



YHpaBJIHTb MOXXHO TOJIBKO TEM, 4YTO ITIOHUMACIIb.

!

MapkeTHHI CTAaHOBUTCSI CUCTEMOI YIIPaBJICHUS.



I'nmaBa 1 — MapkeTuHr,
KOTOPBIN CO3Ja€T Xa0cC

BONBIIMHCTBO KOMITAHUI HAUYMHAIOT Pa3roBOP O MapKETHHIe
OJIMHAKOBO.

HyxHo Oosnbinie 3asBok. HyxHo Gombiiie kiueHTOB. HyxHO
OOJTBIIIE PEKJIAMBI.

Ho 3a rogpl paGoTHI s MOHSJT O/IHY BElllb.

Ouenpb yacTo MApPKETUHT CTAHOBUTCA HC UICTOYHUKOM IMOPAI-
ka. OH CTaHOBUTCSI ICTOUHHMKOM Xaoca.

He notomy 4TO MapKeTHHI IIOXOM.

[Mpobnema Haxomutcst rayOxe. OHA HAXOOUTCS B TOM, Kak
Ou3HEeC BOCIPUHUMAET MAPKETHHT .

Korja mapkeTvHT npeBpaIaioT B FHCTPYMEHT JOOBIYY JIIO0B
MoOOM TIEHOH, CCTeMa HaYMHAET JIOMAThCS.

CHauaJjia 3TO BBIT. JIAOUT KakK YCIIEX.



3BOHKOB CTaHOBHTCS OOJIBIIIC.
3asgBOK CTAHOBUTCS OOJIBIIIE.
OTYETHI CTAHOBATCSA KpacuBee.

Ha HepBbeI B3IJIs1]1 BCE BBIISIAUT IMpOCTO.
Ho ecnu IIOCMOTPETh Ha Ou3HeC HEJIMKOM, KapTHUHA BbITTIAINUT
HHaye.

Bot npocras cxema:

Pexiama

l
JIngpl

l
[Tponaxu
l

[IpousBoacTeo

!

duHaHCH

3
[TpuObLIH

JleHbru TepsATCA He B pekyiame. IeHbru TepsioTcs Mexay
JTaramu.



$1 MHOTO pa3 BUJEJ CUTYaIMIo, KOT/Ia Ha YTPEHHEe! IIaHEpKe
BCE ObLTH JIOBOJIBHBI PE3y/IbTaTAMU PEKJIAMBI.

KonuuecTBo oOparieHuii pociio.

Tenedon 3BoHM varre.

MapkeTHHT TIOKa3bIBaJl XOpOIre 1UQpHI.

Ho yepe3 HECKONbKO HeseNlb BBISICHSIIOCh, YTO MEHEKephl
niepecTasy yCrieBaTh repe3BaHuBaTh KIIMEHTaM, a yacTh oOpailie-
HUIA TIPOCTO TePSIaCh BHYTPU CUCTEMBI.

CHapy’X¥ 3TO BBIIJISA/IENO KaK POCT.

BHyTpH 3T0 yXke HauMHAJIO MPEeBPAIIaThCs B Xa0C.

[MepBrie MoCaeCTBUST OOBIYHO CTAHOBATCS 3aMETHBI HE Cpa3y.

Ho paHo wim no3qHo OU3HEC CTAJIKMBAETCSI C BOITPOCAMH.

[ToyueMy MeHeKepsl He ycneBaloT oOpadaThiBaTh oOpaliie-
Hua?

[ToueMy pacT€T KOMMYECTBO NOTEPSIHHBIX KJIMEHTOB?



[Touemy npuOBLIL HE PACTET BMECTE C BHIPYUKON ?

OTBeT 0OBIYHO OKA3bIBAETCS] HEMPUATHEE, YEM KaKETCsl.

Sl BUOen KoMmaHuM, KOTOpBIE MecsaMu OOCYKIaIu CTOU-
MOCTb KJIMKA ¥ HA pa3y He 00CYkJaji CTOMMOCTb MOTEPSIHHOTO
KJIMEHTAa BHYTPUA CUCTEMBI.

MapkeTHHT CTaHOBUJICSI OOBEKTOM MOCTOSTHHOTO BHUMAHHSI.

[Torepu nocne MapKeTUHIa OCTaBAIUCh HEBUIUMBIMU.

Yem Oorblire BHUMaHHS OM3HEC YIS KOMUYIECTBY 3asBOK,
TEM pe:Xe OH 00CYyXKIajl KaYeCTBO NEPEX0I0B MEk/1y STalamH, a
VMMEHHO MEX/y 3TalaMH Yallle BCEro U TEPAIOTCS JEHBIU.

OOBIYHO 3TO BBHIINISINT TaK:

Mex 1y pek1aMmoi ¥ 3BOHKOM.

Me:xay 3BOHKOM U BCTpEYEM.

Me:x 1y BCcTpeyei v nMpoaxen.

Mexy nponakei v BHIIIOTHEHHEM 00s13aTeIbCTB.



MapI(CTI/IHF Ha4YUHACT CO3JaBaTb XaOC B TOT MOMCEHT, KOrjga
CTAaHOBUTCA OTOPBAHHBIM OT Oun3Heca.

Korpa peksiama KUBET OTIETBHO.
[Tpogaxu KUBYT OTAEIBHO.
[Tpon3BOACTBO KUBET OTAEIILHO.
®duHAHCHI KUBYT OTAEIBHO.

Kax b1l okaspiBacT COOCTBEHHBIC ITU(MPBI, HO HUKTO HE BU-
JUT CUCTEMY LEJTUKOM.

4l MHOTO pa3 HaOMoA OJHY U TY K€ KapTHUHY.

Komnanus yBenmumBaeT peKJIaMHBIN OOKET.

[Monyyaet Gosbiiie 0OpaIeHUN.

Cunraer, 4TO pa3BUBAETCA.

A 4depe3 HECKOJIbKO MECSIIEB CTATKUBAETCS C Meperpy3Kou.

Menenxepsl HE CIIPABJIAIOTC.



CpOKH HAaYMHAKOT CPBIBATHCS.

KauecTBO napgaer.

CoOCTBEHHHK BCE Yallie BMEIIUBAETCS JIMYHO.

Camble onacHble MPOOJIeMbl PeIKO HAUMHAIOTCS KaK KPU3MC.
OOBIYHO OHM HAUMHAIOTCSI KaK XOPOIIFe HOBOCTH.

HoBas pekiamHasi KammnaHusi paboTaeT Jydille OKUAaHHH.
KosuecTBo JIMI0B pacTer.

Bce pagylorcs pe3ynbrary.

VIMEHHO B 3TOT MOMEHT CHCTEMA IOJIy4aeT MEPBYIO CEPbE3-
HYIO [IPOBEPKY Ha TPOYHOCTb.

N ectp MBICIIb, KOTOPYIO MHOTHE NPEANIPUHUMATENN 3aMeva-
I0T CJIMIIKOM IO3HO.

MapKeTI/IHF YCUJIMBACT CUCTEMY TOYHO TaK K€, KaK POCT.

Ecmu BHYTPU KOMITAHHUU €CTh MOPAOOK, MAPKETUHT TTOMOTaCT



9TOMY NOPAIKY PacTu.

Ecimu BHYTpU KOMIIAHUU €CTh Xa0C, MAPKETUHT ITOMOTaeT Xa-
0Cy pacnpocTpaHsThCs ObICTpee.

Ha IMPAKTUKE ITO MPOUCXOAUT 3HAYUTECIILHO 4Yalllec, 4Y€M Ka-
KETCA.

Camble omacHble TTPOOJIEMBbI PEIKO HAUMHATCS T0CTIe Tajie-
HUA 3a5BOK.

OHu HAYMHAIOTCS TIOCIIe POCTa 3as4BOK.

[ToToMy YTO MMEHHO TOT/Ia CUCTEMA BIIEPBbIE CTAIKMBAETCS C
pEaIbHON HArpy3KOW.

N craHOBUTCS BUTHO €€ peaibHble OrPAHUYEHUS.

MMeHHO B Takie MOMEHTHI CTAHOBUTCS IIOHATHO, 4YTO Hp06ne-
Ma I104YTHU BCEraa FHY6)KC MAapKETHUHI'A.

KHura, KOTOpyIo BB Iep)KUTE B PyKax, MOSIBUIACH U3 TIPOCTO-
ro HaOMIOAEHMU .

[Toutn Bce KOMMaHUM nmyT crroco0d INOJIYYUTDb OO0JIbIIIE KJIH-
CHTOB.



Ho 3HauuTenbHO peke 3aAatoT Apyroi BOIpoc.

['oToBa Jn cuctema 3apaboTaTh Ha TeX KJIMEHTax, KOTOpbIE
yKe IpUXonAaT?

M 310T BONMpPOC NOCTENEHHO MPUBEI MEHS K TJITABHOM MBICIH.
MapkeTuHr — 3TO He pekJiama.

MapKeTI/IHF — 3TO Crocod MOHUMATh JBMXXCHUEC KJ/IMEHTA U
JOCHET 4€pe3 Ou3Hec.

OH NO3BOJISIET BUJIETh OTPAHAYEHUS.
Bunets norepu.

Bupners nocneacTers permeHun.
Buners cocrossHue CUCTEMBI.

[ToTomy 4TO MapKeTWHT HAYMHAETCSI HE B PEKJIaMHOM KaOu-
HeTe.

MapKCTI/IHr Ha4YMHACTCA B MOMCHT, KOra OU3HEC MBITAETCH
TMOHATH TPUYHUHBI CBOUX PE3YJILTATOB.



I'maBa 2 — Ilouemy pekaama
He Crmacaer IUVIOXYK CHCTeMY

PekJiamMa cuutaeTcst OTHIM M3 CaMbIX TOMYJISIPHBIX CIIOCOOOB
peleHust OM3HEC-TTPOOIIEM.

[Tponasku magalT — 3ammycKkaeM pekiamy.
KineHTOB He XBaTaeT — 3aIlycKaeM pekjamy.
HyxHo pactu ObicTpee — 3amyckaeM pekJiamy.
Ha nepBbIil B35 JIOTHIKA BBITJISAUT TTOHSITHOM.

Peknama ,IIGfICTBHTCJIbHO CIocoOHa IMPUBOONUTDL HOBLIX KJIMCH-
TOB.

Ho 3a roapt pa6OTbI A 3aMCTUJI 3dKOHOMCPHOCTD.

OueHb 4acTo COOCTBEHHUKH KIAYT OT PEKJIAMBI TOI'O, YE€ro OHa
HE MOXKET OAaThb.

OHU KIYyT, YTO peEKJIaMa UCIIPABUT CUCTEMY.



Ho peknama He ymeeT uCnpaBiIsiTh CUCTEMY.
Omna ymeer ycuimBaTh €€ TEKyIIee COCTOSIHUE.

51 Bues1 COOCTBEHHUKOB, KOTOPbIE ObUTH YBEPEHBI, UTO IJIaB-
Has mpoOJieMa OM3Heca HaXOIUTCS B KOJIMYECTBE 3asBOK.

Onu TpedoBam OoJblie Tpaduka.
Bosbinie obparieHui.

Bonwine nunos.

Jaublie 3amycKajiach pekjiama.
3asiBKY MPUXOAUJIH.

Ho 4epe3 HeCKOIbKO MECSIIEB BBISICHSIIOCH, UTO MPOJAXH I10-
YTU HE U3MEHWINCD.

[TpoGnema HaxonuIach He B peKjame.
[TpoGnema ObIa B caMoii CUCTEME.

DTOT ClIeHApUid TOBTOPSLJICS] CHOBA M CHOBA.



Komrmanmny rogamMu McKajii HOBBI UCTOYHHK 3asBOK, OIHO-
BPEMEHHO Tepsisi 3HAUMTEJIbHYIO YaCTh KJIMEHTOB Y:Ke MOCIIe Mep-
BOI'O KOHTAKTA.

Pekama npuBonuia Jioaen.

Cucrema He ymersa npeBpauiath UX B JEHbIU.

VIMeHHO TO3TOMY YBEJIMYEeHUE PEKJIaMHOTO OI/IKEeTa AaieKO
HE BCerjia MPUBOINT K POCTY MPUOBLIH.

Ouenb MHOTHE I[MpCANpUHUMATECIIA BOCIIPUHHUMAIOT PCKJIaMy
KakK JICKapCTBO.

Ho PEKJIaMa HE ABJIACTCA JICKAPCTBOM.
Omna CKOpPEE MOX0Ka Ha YBECJIMIHUTCIIBHOC CTCKJIO.

Ecnu BHyTpu Gu3HEca ecTh MOPS/IOK, peKJlaMma IoMoraeT Mac-
mTabupoBaTh MOPSIOK.

Ecnu BHyTpu Ou3Heca ecTb Xaoc, pekjiama oMoraeT MacIiTa-
OupoBaTh Xaoc.

DTO0 OfIHA M3 CAMBIX JIOPOTMX WJUTIO3WI OW3Heca.



[ToToMy 4TO BHEIIIHE BCE BBIMJIAAUT JIOTUYHO.

3asIBOK CTAHOBUTCS OOJIBIIIE.

TenedoH 3BOHUT varlie.

Tpaduk pacter.

OTYETHI BHINIALAT JTyYllIE.

Ho 3arem HaYMHAIOT MTPOSIBIISITHCS MOCTIEICTBUS.
MeHemxepsl He yCIieBaoT 00padaTsiBaTh OOpaIeHus.
KnueHTsl He Moy4yaT OTBETH BOBPEMSI.

OTmnpaBiieHHblE KOMMEPYECKHe MPEIJIOKEHUSI HUKTO HE CO-
MIPOBOKAAET.

[Tpou3BOACTBO HAYMHAET MEPErPyKAThCS.
CepBuc HaUMHAET OMIUOATHCS.
[TpuOBUIL He ycrieBaeT pacTu BCie 3a 00bEMOM PadOTHI.

HMNmeHHo 31eCch HAUMHAETCA camasi OlacHasi WILTIO3HUS.



$1 MHOTO pa3 BUAEN CUTYyalMIo, KOT/Ia MOCJIE 3aIlyCKa PEeKJIaMbl
BCe OBUIN JIOBOJILHBI TIEPBBIMU Pe3y/IbTATAMHU.

KonuuecTBo oOparieHuii pociio.
OTaen MapKeTHUHTa MOKa3bIBaJI XOPOIIHE UG PHL.

CoOCTBEHHUK TOBOPHJI, UTO HAKOHEIl YAAIOCh CABUHYTh CH-
Tyaluio ¢ MecTa.

A depe3 MecsIIl BBISICHSIOCh, YTO YacTh 3asIBOK OCTa&Tcs Oe3
00padoTku, CRM 3anonHsieTcss BHIOOPOYHO, a MEHEIKEphl He
yCIeBaIOT MePe3BAaHUBATh KJIMEHTAM.

Pektama cpaboraia.

Cucrema — Her.

Ectp emé oqHo HaOMIOnEHUE.

Yem XyXe KOMIAHHS MOHIMAET COOCTBEHHYIO CUCTEMY, TEM
OoJIbllIe HA/IeXK]] OHA BO3JIaraeT Ha peKkjamy.

[lotoMy 4TO pekjiamMa BBIIJISIAUT MOHSATHOM.



E€ MOXHO BKJIIOUUTD.
MOXHO yBETMUUTh OIOIKET.
MoXHO NOony4uTh HUQPBHI.

[opasno cnoxkHee pa3duparbcsi ¢ MPOLECCAMU, OTBETCTBEH-
HOCTBIO U TIOTEPSIMU MEXKIY STAramH.

[TosTomy pekiama 4acTo CTAaHOBUTCS YIOOHBIM OOBSICHEHHEM
JOOBIX TTPOOJIEM.

Ecnu pe3ynbraT mi1oxoil — BUHOBAaTa peKJaMma.
Eciu KJIMEeHTOB Majlo — BUHOBATa pekJiama.
Ecnu nponaxuy najiaiotT — BUHOBATa pekJiama.

Ho korja HaunHaeTcs riyOoKuil pa3dop, BbISICHSETCS Ipyras
KapTHHA.

[TpoGnema HaXoAMTCS HE B MICTOUHMKE TpaduKa.
[TpoGnema HaXOAUTCS BHYTPU CUCTEMBI.

$1 MHOTO pa3 HaOJIOIATT CUTYAIINIO, KOT/Ia pekyiama paboTaia



XOPOIIIO.
CroumocTb oOparieHus ObljIa TPUEMIIEMON.
[ToToK 3aIBOK ObLT CTAOWJIbHBIM.

Ho 6usHec octaBasicsi HEAOBOJIEH PE3yIbTATOM.
N npuyrHa okas3biBajgach He B MApKETHHTE.
[TpuurHa HaxoaWIach B 00pabOTKe OOpaIlIeHH.
B kayecTBe KOMMYHUKAIIUU.

B ckopoctu peakuum.

B sxoHOMUKE.

B ynpasienun.

[Tpu 3TOM MHOTME KOMIIAHUY MTPOIOIKAIM UCKATh TIPOOiemMy
COBCEM B JPyrOM MECTE.

HGKOTOPI)IC KOMITaHUH 3a HECKOJIBKO JICT YCIICBAJIM CMCHUTDH
ABa WIN TPU PEKIIAMHBIX arCHTCTBA.



Hckanu HOBOTrO MojpsiIuMKa.

[lepecmarpuBaiy pekjaaMHbIE CTPATErHH.

Ho pe3ynbTarhl OCTaBaJIMCh YIUBUTEIBHO MOXOKUMHU.
[ToTromMy YTO MEHSUTUCh UCTIOJIHUTEH.

He mensinace cucrema.

W iMeHHO 371ech HaXOIUTCS IJIABHOE 3a0JTyKICHUE.

MHorue npearnpruHuMaTesv epeoLieHUBAIOT BIUSHUE PEKJa-
Mbl HA KOHEYHBIN pe3yJIbTar.

Peknama oTBeYaeT TOJNBKO 32 OJHY YacTh MyTU KJIUEHTA.
[Mocrne mepBoOro KOHTAKTa HAYMHAETCS TEPPUTOPUST OM3HECA.
W MeHHO TaM OOBIYHO TTPOUCXOST CaMble JOPOTUe MOTEPH.

Campble JOoporue noTepy 4acTo MPOUCXOOAT HE J0 3asBKH, A
T10CJIE HEE.

Ho oOcykaaior nmouemy-To UMEHHO peKJiamy.



DTO CO3/AET OMACHYIO CUTYALMIO.
Kommnanusa 1e4yuT CUMIITOMBEI.
[TprurHBI IPOIOJIKAIT padOTATh.

Co BpemMeHeM 3TO NPUBOJMUT K €11IE OOJIbILIEMY Pa3pblBy MEX-
Ay aKTUBHOCTBIO U PE3YJIbTATOM.

Ho nasieko He Bce KOMITIAHUM MONAJAI0T B 3TY JIOBYIIKY.
CuiibHbIE KOMIIAHMM OTHOCATCS K PEKJIaMe MHAve.

OHu He BOCIPHUHUMAIOT €€ KaK BOJIIEOHOE pelIeHHE.

OHM BOCIIPMHUMAIOT €€ KaK 3JIEMEHT CUCTEMBI.

Kak ucTouHMK Harpysku.

Kak ncrouynuk napopmanuu.

Kak crioco6 mpoBepHuTh TOTOBHOCTb OM3HECA K POCTY.
[Toromy 4To Kax/as HOBas 3asBKa 3aJAET CUCTEME BOIPOC:

['OTOBBI JIM BBI IPEBPATUTH MEHS B IEHBIU?



Ecim OoTBET NOJNOKUTEBHBIN, PEKJIaMa CTAHOBUTCS YCKOPH-
TEJIEM POCTa.

Ecii oTBET OTpHUIIaTe/IbHBIH, PEKJIaMa CTAHOBUTCST YCKOPHUTE-
JieM TIpooIiem.

VIMEHHO 1MO3TOMY HEBO3MOKHO OIIEHUBATh PEKJIaMy OT/IEIb-
HO OT OM3Heca.

[TotoMy UTO Ha pe3ybTaT BAUSIOT JECSITKU CBSI3aHHBIX MEX-
ZIy COOO¥ 97IEMEHTOB:

ITponaxmu.

ITponeccel.

AHauTHKA.

ITpoussoacreo.

Cepauc.



DKOHOMHUKA.

Bc€ ato BusieT Ha PE3YJIbTAT 3HAYUTCIIbHO CUJIBHEC, YCM Ka-
KETCA.

Nmenno MO3TOMY HpO6J'I6Ma PEAKO HAXOAUTCA TOJIBKO B pE-
KJIaM€.

BONBIIMHCTBO KOMIAHUNA UIILYT JYUIIYI0 PeKIaMmy.
Ho 3HauuTenbHO BakHee UcKaTh Oojiee CUIIbHYIO CUCTEMY.

[ToTomy 4uTO XOpOIIas peKkiama BHyTpH CIa00i CUCTEMBI pefl-
KO IPUBOIUT K XOPOLLIEMY PE3YJIbTaTYy.

A cunbHas cucteMa CcrocoOHa 3apadaThiBaTh J1axke Ha Cpel-
HEM MapKETHHTe.

[TosTomMy r1aBHBIN Bonpoc OM3HEcCa 3ByUUT HE TaK:
«Kaky1o pekiaMy HaM 3aITyCTUTb 7»
[ 1aBHBINA BONIPOC 3ByUYUT MHAYE:

«YTO MPOM30UJET C KIUEHTOM I0C/IE TOTO, KaK peKJaMa Bbl-
TIOJIHUT CBOIO paboTy?»



[loTroMy YTO UIMEHHO TaM HAYMHAETCS peasibHasi SKOHOMUKA
ousHeca.

MNMmeHHO TaM CTaHOBUTCS BHUJHO Ka4€CTBO CUCTEMBEI.

MMeHHO TaM CTaHOBUTCS ITIOHATHO, CIOCOOHA JIM KOMITAaHUS
IMpeBpalarb UHTEPEC KIIMCHTOB B ICHbI'U.

VIMeHHO o3TOMY peKJiamMa He CHacaeT IUIOXYI0 CUCTEMY.



I'naBa 3 — /leHbru, KoTopbie
TEePATCA MEK/Yy dTanamu

BonpmMHCTBO mpeAnpuHUMAaTesied yBEPEHBI, YTO IJIABHAs
npobiema Ou3Heca — HEeJOCTaTOK KJIMEHTOB.

[TosToMy BCE€ BHUMaHUE OOBIYHO COCPEIOTOYEHO Ha TIPUBJIC-
YEHUU HOBBIX 3a5BOK.

Bosblie pekiambl.

Bonbie Tpaduka.

Bonbiiie oOpaieHuid.

bonblle akTUBHOCTH.

Ho 3a rozapl paGoTHI s 3aMETUIT 3aKOHOMEPHOCTb.

OdeHb 4YacTo OM3HEC TepsieT 3HAYUTESBHO OOJbIIIE JIeHEer
BHYTPY CUCTEMBI, UEM CHAPYXKH.

VIMEHHO MO3TOMY MHOTME KOMITAHUH PACcTyT MEJICHHEE, YeM
MOTJIA OBlI.



DTO NPOUCXOIUT HE MOTOMY YTO UM HE XBaTaeT KJIMEHTOB.

A TIOTOMY YTO OHM HE 3aMEYalOT MOTEPU MEk/1y STallaMHU.

3a rojpl MpakTUKy S BUIEA KOMIIAHUU, KOTOPBIE MECSALIAMA
VCKAJIM HOBbIE KaHAJIbl MPUBJICYEHUS KJIIMEHTOB, OMTHOBPEMEHHO
Tepsisi AECATKY MIPOIIEHTOB OOpaITIeHNid MeX Ty IIePBHIM 3BOHKOM
Y KOMMEPUYECKUM MPEIIOKEHUEM.

[Tpobema HaXoAMIACh HE B KOJIMUYECTBE KJIMEHTOB.

[Tpobnema HaxXoAMIACh B MIEPEXOAaX.

U 510 OHAa U3 caMBbIX HETOOLEHEHHBIX OCOOEHHOCTEN OM3HE-
ca.

JleHbpry peaKo ucue3aroT cpasy.
OHu TepsI0TCS NOCTENIEHHO.
Drar 3a 3TanoM.

Peruenue 3a perieHueMm.

OmmobKa 3a OImMOKON.



Ha mepBbld B3I KaXIbld OTAENBHBIA SMHU30[ BBILJISAUT
HE3HAYUTEILHBIM.

MeHemxep He epe3BOHII BOBPEMSI.

KnueHT He mosmyuut oTBerT.

KomMmepueckoe npeiokeHue octanoch 06e3 MpoIoKEeHUsI.
WHdopmartiys norepsiach Mexy OTIe/IaMH.

CpoKy HEMHOTO CIIBUHYJIHCh.

KaxeTcsi, 4To HU4ero KpuTUIHOTO HE MPOU3OIILIO.

Ho korzia nogoOHbIX CUTYaIMiA CTAHOBSITCSI COTHU, OM3HEC Ha-
YMHAET TePATh OTPOMHBIE JIEHBIU.

W camoe onacHoOe 3aKJII04aeTcsl B TOM, YTO 3TU OTEPU PEKO
OTPAKAIOTCS B OTYETAX.

OHM He MOABJISIIOTCS OTAEIBHON CTPOKOW B OIOIKETE.

VIMeHHO MO3TOMY MHOTME PYKOBOAMTEIM MX IPOCTO HE BU-
IIAIT.



Ecrtp emé ogquo Hadmonenue.

YeMm cliokHee CTaHOBUTCS 6I/I3HCC, TEM OOJIbIIIE JEHET Ha4YU-
HACT TEPATLCA MCXKIY dTallaMU.

[Totomy 4TO KOIMYECTBO B3aMMOAEUCTBUI PAcTET ObICTpee,
9YeM MPO3pavyHOCTb CUCTEMBI.

MapkeTrHr nepeJact KJIMeHTa pogaxaMm.

IIponaxy nepenaoT KIMEHTa IPOU3BOICTBY.
IIpon3BOACTBO NEPENAET PEYJILTAT KIIMEHTY.

PuHAHCHI COMPOBOKAAIOT BECH IPOLIECC.

Kaxapli1 nepexon co3gaét puck noTepb.

VIMeHHO 31eCh HAaXOIATCS CaMble JOPOTMe OrPAaHUYEHUS.

M nmeHHO 3TH OIrpaHUYCHU A YallC BCEro OCTATCA HE3AMCT-
HBIMUA.

4l MHOTO pa3 HabMOAAT OMHAKOBYIO CUTYALHIO.



Komrmanust ”HBeCTUpYeT B peKJiamy.
[Tonyyaer 3asBKU.
Panyercs pocty oOpariieHui.

Ho CITyCTA HECKOJIbBKO MECAUECB IMOHUMACT, YTO l'[pI/I6bIJ'II) I10-
YTHU HE U3MCHUJIACD.

HauunHaeTcss nOMCK BUHOBATHIX.

[TpoBepsiercs pekiama.

IIpoBepA0TCA NOAPAIUUKHA.

[TpoBeps0TCA COTPYIHUKMU.

A 3aTeMm BBISICHAETCS, YTO JEHBI'M MCYE3aI1 BHYTPU CUCTEMBI.
He B MOMEHT npuBjieYeHNS KIIMEHTA.

A mocrne Hero.

VIMeHHO MO3TOMY MHOTHE KOMIIAaHWW JIOJITO HE MOHUMAIOT,
I7Ie TEPSIOT MPUOBLITb.



Kaxplii 3Tan 6usHeca sBJseTcs: (PUIBLTPOM IS JIEHET.
Ecnmu ¢uibTp paboTaeT 1ioxo, 4acTh MpUObLIA TEPSAETCS.

Ecnu Takux (pUiabTpoB MHOIO, MOTEPH HAUYMHAIOT HAKAILIU-
BAThCA.

Camoe MHTEpecHOe, YTO camble JOPOrue MoTepyu 4acTo Mpo-
UCXOJAT B MECTaX, KOTOPbIE HUKTO HE CUYMTAET IPOOIEMON.

[ToTomMy YTO K HUM JAABHO MPUBBIKJIN.
[IpuBbIKIIU K 3a/IEpKKAM.

[IpuBBIKJIM K PyYHOMY YITPaBJICHUIO.
[IpUBBIKJIM K OTCYTCTBHUIO MPO3PAYHOCTH.
[IpUBBIKJIM K TOCTOSTHHBIM YTOYHEHUSIM.
Ho nipuBbIuKa He JefaeT noTepu JAelieBlie.
Omna JiesiaeT ux He3aMeTHee.

CusbHbIE KOMITAHUM OTHOCSITCS K nepexogaM nHaydc.



OHu cTapaioTcsi NIOHUMATh, YTO TPOMCXOIUT MEXK]Ty TAllaMHU.
He To/IbKO KOIMYECTBO JIMJIOB.

He Tonbko KOMmMuecTBO mpogax.

Ho 1 kayecTBO IBUXEHUsI KJIUEHTA Uepe3 CUCTEMY.

['ne BO3HUKAIOT 3a/IepKKU?

I'ne tepsiercs unpopmanms?

I'ne nogsnsorcsa ommoku?

I'ne magaer kouBepcusi?

MMeHHO Takue BOMPOCH MOMOTA0T HAXOAUTH JICHBIU, KOTO-
phle OM3HEC yxke 3apadaThiBaeT, HO HE yIepKUBAET.

Ectp ene ogHa 3aKOHOMEPHOCTb.

BonbIIMHCTBO KOMITAHUI MBITAIOTCS YBCJIMYNUTL JOXOH Y€pE3
IMPUBJICYCHUEC HOBLIX KJIMCHTOB.

CuitbHBIE KOMIaHUM YaCTO HAUMHAIOT C COKPAILEHUSI BHYT-
PEHHUX MOTEPb.



[ToToMy 4TO 3TO 3HAYMTEINILHO JIELIEBIIE.
U 3HaunTtensHO ObICTpee.

Eciu cucrema nepectaér tepArhb JeHbIH, 3PPEKT MOKET OKa-
3aThCsl COMOCTABUMBIM C CEPBEZHBIM POCTOM IPOAAK.

Co BpemeHeM 5 HavyaJl 3aMevaTh OIHY 3aKOHOMEPHOCTb.
JleHbru peako ucue3aoT u3 OM3Heca CIy4aiHo.

OHu TepsTCA B Iepexogax.

B nponeccax.

B koMMyHuKaLMAX.

B pemenusax.

B orcyrcTBUM 1po3payHOCTH.

[TosTOMy r1aBHBIN BOIPOC OU3HECA 3BYUUT HE TaK:

«Kaxk mpuBieub Oosbilie KJIMEHTOB ?»



['maBHBIN BOMPOC 3BYYUT MHAYE:

«I'1e MIMEeHHO MBI TepsieM AEHbI'M TIOCTIE TOTO, KaK KJIMEHT yxke
HOABUJIICA?»

IloToMy 4TO UMEHHO TaM 4Yallle BCErO HAXOUATCA CaMble -
HIEBBIE TOUKU POCTA.

MNmeHHO TaM HAaUMHAETCS YIIPpaBJIAEMOCTb.

MMeHHO TaM CTAaHOBUTCS BUTHO PEAJILHOC KAaY€CTBO CUCTCMBbI.



I'naBa 4 — CRM: nopsiiok
WU WIKO3USI KOHTPOJISA?

Il mHOrux komnannd CRM naBHO cTasia CMMBOJIOM NOPSII-
Ka.

Ecmu CRM BHenpeHa — 3HAUUT OM3HEC YIPaBIIsAeTcs.

Ecnu Bce caenku HaxogsTCs B CUCTEME — 3HAYMT BCE MOJ
KOHTPOJIEM.

Eciu ecTb OTYETHI 1 BODOHKY — 3HAYUT PYKOBOJUTE b BUIUT
peaJIbHYIO KapTHHY.

Ha niepBblii B3IJIs1]1 TaKasi JIOTMKA KaXeTcsl pa3yMHOM.

Ho 3a rozapl paGoTHI s 3aMETUIT 3aKOHOMEPHOCTb.

CRM moxkeT co3gaBaTh MOPSIOK.

A MOXeT co37aBaTh OUeHb YOSAUTEIbHYIO WILTIO3UIO IOPSAKA.

W pa3Huna Mexay STUMHU COCTOSHUAMHU OTPOMHA.



A Bugen komnanuu ¢ goporumu CRM-cucremamu, B KOTOPbIX
PYKOBOJICTBO HE MOIJIO OTBETUTh Ha MPOCTHIE BOMPOCH! O MOTE-
PSAX KJIMEHTOB.

W onmHOBpeMeHHO BHJIEI KOMITAHUY ¢ Topas3zio 6oJiee MPOCThI-
MU UHCTPYMEHTaMH, KOTOPbIE MTPEKPACHO NOHUMAJIM U YTO MTPO-
UCXO/IUT BHYTpU OM3HEcA.

[Toromy urto mpobiema penko Haxoautcsi B camori CRM.

[MpoGnema HaxXOoWTCS B TOM, KaKk OM3HEC MCHOJIb3YeT CHUCTe-
My.

Ouenp MHOTHE NIpeanpuHuMaTesiv BocnpuaumMarT CRM kak
pellIeHue.

Ho CRM He sBisercs penieHueM.

OHa sBJISIETCSI UTHCTPYMEHTOM.

OHa nokasbIBaeT TO, YTO B HEE TOMAJaeT.

Ecnu nanHble HenosHble, KapThHa Oy/IeT HEeTIOTHOM.

Ecmu cotpynauku padoTaioT (hopMalibHO, MPO3PAYHOCTH Oy-
JeT (hOPMAIbHOM.



Ecimm nponeccsl XxaoTuuHsbl, Xxaoc rnpocto nepeeaer B CRM.
STO OfHA U3 CaMBbIX ONACHBIX WJUTIO3UM YITPABJICHUS.

Kaxercsa, 4yTo Hamuuyule CUCTEMBI aBTOMATHUYECKU CO3IAET
KOHTPOJIb.

Ha IMPAKTHUKE KOHTPOJIb ITOABJIACTCA TOJIBKO TOraa, Korga KoOmM-
NnaHud NMMOHUMAECT, YTO UMCHHO OHA XOYE€T KOHTPOJIUPOBATh.

Sl MHOTO pa3 HaOMOOAT OMHAKOBYIO CUTYAIIHIO.
CRM BHepapeHa.

Cnenku BegyTCsl.

OTtyé€rbl POPMUPYIOTCA.

PykoBoauTeIb OTKPBIBAET JAIOOP/ ¥ BUAWT KpacuBbie 1TU(-
PBL.

Ha 9KpPaHC BCE BBIIVIAOUT ITPABUJIBHO.

Boponka 3anosnHeHa.



Ilokazarenu pacryr.
OTYETHI BRIIAAAT yOeIUTENBHO.

Ho korjna HauMHaM CiymaTh 3BOHKY M pa3ouparh peasibHbIe
CIIEJIKM, KapTHUHA YacTO OKa3bIBAJIaCh COBEPLIEHHO JPYTOU.

[Mpu peranbHOM pa3dope BBISICHSIOCh, YTO 3HAYMTEsbHAS
yacTh UH(GOPMAIIMK HE OTPAKAET PEAIbHYIO CUTYALIUIO.

Knuents Tepsiorcsl.

3amaun 3a0bIBAIOTCS.

JlOroBOpEHHOCTH OCTAIOTCSI BHE CUCTEMBI.
[IprunHbI 0TKA30B (PUKCUPYIOTCS (POPMATIBHO.
[Tpu 5TOM BHEIIIHE TOPSIIOK CYIIECTBYET.

A BHYTpH COXpaHsIEeTCs Xaoc.

Sl BuAen KoMIaHuu, rjae coTpyiaHuku 3anoiHsim CRM wuc-
KJIIOUMTENBHO PaJy OTUETA.

Bcee o0s13arenpable nosig ObUIN 3ar0IHEHBI.



Bce cragum ormeueHsl.

Bce nokazarenu BbIITIAAEIM NPAaBUIBHO.

Ho crownsio 3aiate BOIpOC 0 KOHKPETHOM KJIMEHTE, KaK BbI-
SICHSIJIOCh, YTO 3HAUYMTEJIbHASI YacTh MH(MOPMAIIMKU CYIIECTBYET
TOJIBKO B MEPENMCKAX, MECCEH/IKepaxX U MaMATH COTPYIHUKOB.

CRM noka3sbiBajia MopsiioK.

PeanbHOCT MOKa3bIBasia APyroe.

Yem Gombitie KoMmaHus rojaraercst Ha oTu€rbl CRM 6e3 rpo-
BEPKU MPOLECCOB, TEM BBIILIE PUCK TPUHUMATh PEIICHUs Ha OC-

HOBE€ WJIJIIO3UUA.

[ToTomy uTo 1MpEI cCamu 1O ceOe He rApaHTUPYIOT TOHUMA-
HUS.

Ouenp yacTo PYKOBOAUTEIN HAYMHAIOT CMOTPETh TOJIBKO Ha
IIOKa3aTeJin.

CKOJBKO CHEJIOK.

CKOJIBKO JIMJIOB.



CKOJBKO 3BOHKOB.

CKOJBKO 3a/7a4.

Ho 3HaunTenbHO pexe 3aAai0T Apyroi BOMpoc.
HacKkobko 3TH JaHHBIE OTPAXKAIOT PEaTbHOCTh?

VMeHHO 371eCh MPOXOAMT rPAHULIA MEKAY CUCTEMOU U €€ UMU-
TaIyen.

Ectp MbICTb, KOTOPYIO MHOTHE COOCTBEHHUKH 3aMEYaioT
CJIUIITKOM TIO3/THO.

CRM He co3Aa€T AUCHUIUIMHY.
OHa nokasbIBaeT €€ HaJIM4Ke Uiu OTCYTCTBHE.

Ecnu COTPYAHUKU ITPUBBIKJIA paGOTaTI) XdO0THYHO, CUCTEMA
JIMIIBb OCJIAC€T 9TOT Xa0C 3aMCTHEE.

Ecmu IpoHeCChl IMOHATHHI, CRM niomoraer YCUJIUBATh IOPA-
JIOK.

[ToaTOomMy pe3yabrar 3aBUCUT HE OT CAaMOM ITPOrPAMMBI.



A OT Ka4yecTBa yIpaBJIEHYECKUX PEIIEHUN BOKPYT HEE.

Nmenno I[IO3TOMY CaAMBIC IIOJIC3HBIC CRM PEAKO OKa3bIBAIOT-
CdA CaMbIMU CJIOKHBIMU.

CamMbIMHU TIOJIE3HBIMM OKa3bIBAIOTCS TC€, KOTOPLIC IIOMOTal0T
IMPpUHUMATb PCHICHU .

HOTOMy 4TO HEJIb CUCTEMBI 3aKJTII0YACTCS HE B XPAHCHUM JJaH-
HBbIX.

HCJIL CHUCTEMBI 3aKJII0YACTCA B YIIPABJICHUU.

Ecim CRM npeBpaiaercs B apxvB MH(GOpPMaLUK, €€ LEH-
HOCTb OBICTPO CHUKAETCH.

Ecmu CRM nomoraer noHMMarbh NpUAYMHBL pe3yJIbTaTa, OHA
CTaHOBUTCS YaCThIO CUCTEMBI YIIPABJICHUA.

NmeHHo Toraa nosiBisieTcst HaCTOSAIUI 3(PpdexT.

CusnpHble KOMIaHUY UCTIONb3YI0T CRM He /1711 KOHTPOJIs CO-
TPYJHUKOB.

OHu MCNONMB3YIOT e€ U1 MOHNMaHUsI OM3Heca.



Yr00BI BUIETH ABMKEHHUE KJIMEHTA.
YroObl BUAETH MOTEPH MEK/Iy STaraMu.
YrtoObl BUJETh OrpPaHUICHUSI.

YroObl BUAETH MOCIIE/ICTBUS PELICHUA.
DTO NPUHLIMITHAIIBHO APYTOW MOIXOI.

[ToTomMy YTO BHUMaHHE CMeIaeTCsl C HAOJIOIEHH S 3a JTIOAbMU
Ha HAOJIIOJICHUE 32 CUCTEMOI.

Yem B3pociee CTaHOBUTCS OM3HEC, TeM BaKHEE KavyecTBO
JaHHbIX BHYTpu CRM.

[Toromy 4TO MO Mepe pocTa KOJIMYECTBO PELIEHU HAYMHAET
YBEJINUMBATHCS.

Ecimu ocHOBa coAepXUT OIMIMOKH, OMMOKY HAYMHAIOT Mac-
mTabuPOBATHCS BMECTE C KOMITAaHUEH.

A Bunen CUTyalllH, KOrjaa Ou3HeC IIpUHUMAJI CTPATCTUICCKUC
PEHICHKA HAa OCHOBE KPACUBLIX, HO HCBEPHBIX JAHHBLIX.



[TpoGnema HaxoqWIaCh HE B AaHAJTUTHKE.

[MpoGnema HaxoaMIach B KauecTBe MH(MOpMAIIUKM BHYTPH CH-
CTEMBI.

VIMEHHO MO3TOMY CHJIbHBIE KOMITAHUM PETYJISIPHO IPOBEPSIOT
HE TOJIBKO MOKA3aTelIN.

OHU TTpOBEPSIOT JIOCTOBEPHOCTH MOKa3aTelie.
Ectb emé oqHo HaOMoOIeHNE U3 TPAKTHKY.

Camblil OnacHbli MOMEHT HACTYIAeT TOrja, KOrga pyKoOBOJ-
CTBO HAYMHAET JIOBEPATh CUCTEME OOJTbIIE, YeM PEaTbHOCTH.

[Totomy uto B 3ToT MOMeHT CRM nipeBpaiaercs u3 MHCTPY-
MEHTa YIpaBJIeH!s B UICTOYHUK CaMOOOMaHa.

4l BUunen cutyanum, Korjaa pyKoBOAUTeNh ObLT aOCOJTIOTHO yBe-
peH B iuppax CRM.

Cucrema MokasbiBasia BHICOKUN YPOBEHb 00paOOTKU KJIMEH-
TOB.

Cucrema 1okasbiBajia MOPAIOK.



Cucrema nokaspiBajia KOHTPOJIb.

Ho mnocne npoBepkd 3BOHKOB U CHEJIOK BBISICHSJIOCH, 4YTO
4yacTh KJIMEHTOB JABHO MOTEPSHA, a peajibHble IPUYMHBI IIPO-
0J1eM CKPBIBAIOTCS 32 KPACUBBIMU OTYETAMMU.

MIMeHHO Tak BBITJISIUT YIIPABIEHYECKMA CaMOOOMaH.

A npummén k mpocroit mbican, yto CRM cama 1o cebe He zie-
JaeT OU3HEC YIPaBIsIEMbIM.

OHa He co3/1aéT NOPsJIOK aBTOMAaTUYECKHU.
He co3paér quciunimHy aBTOMaTuyecKu.
He co3paér npo3pauyHOCTh aBTOMAaTHYECKHU.

OHa J1I1Ib MOMOTAET CUCTEME MTOKA3aTh CBOE PEAIbHOE COCTO-
JHUE.

[TosTomMy r1aBHBIN BOnpoc OM3HEca 3ByYUT HE TaK:
«Ectb ;1 y Hac CRM?»

[maBHBIN BOMPOC 3BYYUT MHAYE:



«[Tomoraer iu CRM noHumarb npuyuHbl TOTO PE3yJbTara,
KOTOPBIY MBI TIOTy4aeM ?»

[ToTomMy YTO UMEHHO 3/1€Ch IPOXOAMT I'PAHUIIA MEXKITY TIOPSIJI-
KOM U WJUTIO3UEN KOHTPOJIS.

CucremMa NOKa3bIBaeT peaIbHOCTb.
Ninmo3ust oKa3blBaeT KPACUBBIE OTYETHI.
Nmvenno nostomy CRM moxer crarth Kak (pyHIaMEHTOM

YIIPaBJISIEMOCTH, TaK U OTHUM U3 CaMbIX yOeIUTEIbHBIX UCTOY-
HUKOB CaMOOOMaHa.



I'maBa 5 — AHaJMTHKA, KOTOPas BPET

BoNBIIMHCTBO KOMITAHUI YBCPCHDBI, YTO HAJIMYUC aHAJITUTUKU
ABTOMATU4YCCKH JE1aCT Ou3HeC YIIPpaBJISACMbIM.

EcTb OTYETHI.

Ectb rpaduku.

Ectb gamoopmapl.

Ectb nokazarenu.

Kaxercs, yTo Teneppr BCE BUIHO.

Ho 3a rogp! paGoThI s 3aMeTHII 3aKOHOMEPHOCTb.



Konen 03HaKOMUTEJLHOI'O
¢dparmenra.

Tekct npegocraBieH OO0 «Jlurpec».

[IpounTaiiTe STy KHUTY LIEJIMKOM, KYIIUB TOJIHYIO JIETATbHYIO
Bepcuio Ha Jlurpec.

Be3ormacHo oriaTuTh KHATY MOKHO OaHKOBCKOH KapToit Visa,
MasterCard, Maestro, co cuyera MOOMJIBHOTO TesiehOHa, C TiIa-
Te)KHOro TepMmuHaia, B cajoHe MTC wmm Cesa3HoOHM, uepe3
PayPal, WebMoney, Aunexc./lensru, QIWI Komenek, 60Hyc-
HBIMU KapTaMu WK APYTUM YI0OHBIM Bam crioco6om.
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