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Bctynnenue

O npoga>xkax wn co3gaHun oTaenoB npoaa HarimcaHbl MWUIJIMOHbI KHUT pa3HbIMUA
aBTopamMun, TeopeTnkaMm un rnpakTnkamu, Torn-mMmeHempkKepamm U ycnewHbIMU 6un3Hec-
KOHCYJIbTaHTaMW. Hawa kHura — o cosgaHnm MHHOBALMOHHOIO oTaena npogax. Takoro, c
KOTOPbIM Bbl COBepLNTE MPOPLIB, BblOEPXNTE TEMI B COBpeMeHHOVI FOHKE Ha pPblHKE,
,D,O6beTer MaKC/MalibHbIX Pe3YyJ/IbTaTOB B 6bICTpO MeHdLweMca Mmpe.

Ecnn B Bawen dupme oTaen nponax yxe ecTb, Bbl CMOXETE CPaBHUTb MPUHLMMbLI €ro
paboTbl C TEMU, KOTOPbIE UINOXEHbl B AAHHOW KHUME, U HalWTu gns cebsi NCTOYHUKMN
MOBbILEHNsI pocTa Bblpy4ku. Ecnn Bbl ToNbKo cobpannch co3naBaTtb OTAEN Npoaax WUin
3anfaHnpoBan Kak-To paclmpuTb MAN pedopMmnpoBaTh CyLLECTBYIOLWMIA, TO HalgeTe
ons cebsi MOHATHbIE N MPOBEPEHHbIE OMbITOM ThICAY YCMELWHbIX KOMMaHW cueHapum
co3gaHus oTAena npoaax.

MpopaBupl, Kak HUKTO APYrou, ouwyLarT Ha cebe KosioccasnbHble U3MEHEHNS!, KOTOPbIe
COMPOBOXOAT COBPEMEHHbIN bu3Hec. Elle gecaTb neT Hasafg cuMTanocb CTaHOapTHOM
NPaKTUKOM NMpoaaBaTh C MOMOLLbIO «XONOAHbIX 3BOHKOB», NepemMaHnBaTbh U3 KOMMaHuin-
KOHKYPEHTOB MEHEO)KEepPOB «CO CBOEN KIIMEHTCKoW 6a3oi», pasMellaTb peknamy Ha
doHapHbIX cToNb6ax 1 B 6ecnnaTHbIX eXXeHeaebHbIX ra3eTax.

oK MPaKTNKN oCTasinCb U Mo CErofHsILLHNN OeHb, HO OrpoMHO€E KOJIN4eCTBO KOMMNaHum
OTKa3aJ/IMCb OT HUX B MNMOJ1b3Y:

e aBTOMAaTU3UPOBAHHbLIX MAapPKETUHroBbIX BOPOHOK MpoOAa)k, Korga nokynatesb
NPUXoOnNT Yepes3 LUMdppoBble KaHanbl KOMMYHUKALMN, Hanpumep, U3 AHgekc nnuv
BKoHTakTe, n ohopMnsieT cBon 3akas HEMOCPEACTBEHHO HA CalTe;

e nuporeHepauum (HOOPMUPOBAHUIO  KINEHTCKOW 6adbl He C  MOMOLbHO
«6oMbapANpPOBKM» MOTEHUMANbHBIX KIMEHTOB TenedOoHHbIMM 3BOHKaMK, a C
NCNOMIb30BaHNEM COBPEMEHHbIX METOAOB MOMyYeHUsi MOoTeHUMasbHbIX 3asiBOK U
3anpocoB — UK, Tak HasblBaeEMbIX TNOOB).

e HOBbIX KaHaNoB KOMMYHUKaUW (MECCEeHOXXEPOB, coumarnbHbIX CETEN, OHMaNH-
yaToB U UWHTepHeT-TenedoHnr). COBPEMEHHbIE MOKynaTenM npuBbIKaloT K
o6LLeHNto B VIHTEPHET He TONbKO ApYyr ¢ APYroM, HO 1 B 6u3Hece, 1 NpoaaBLbl He
MOFYT UIFHOPUPOBATb 3TN N3MEHEHMSI.
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e wucnonb3oBaHus CRM-cuctem, 4to nos3sonuno obesonacuTb NpegnpusaTus ot
«yXxoOa MeHeg)kepa CO CBOeN KIMEHTCKoOW 6a3on», U CTPOUTb MOJSHbIA U
KOHTPONNPYEMbIN LMK B3aUMOLENCTBUS C LEHHbIM K/IMEHTOM, O KOTOPOM 3HaeT
He TONbKO npogasel,

OneKkTpoHHasa nouTa, IP-tenedoHus, canTbl, MECCEHOKEPI 1 COLMalbHbIe CETU — BCE OHU
Tenepb cnyxaTt Ha 6naro 61U3Hecy 1 NMomoraroT NpodasBLamM npofasaTb OosbLlue, Nydlle,
yalle, 1 pgaxe pgopoxe. K Tomy e, paboTta MeHeaXXepoB Mo npogaxkam Ternepb ctana
HaMHoro 6osiee aBTOMaTU3NPOBAHHON 1 ynpaBisemMoln (B NepByto oyepeb, C NOMOLLbIO
Tou >xe CRM-cuctembl), 4To NO3BONSET NpoAasaTb 6onbliue, paboTas Npy 3TOM MeHbLLE.

[a, Mbl 3HaeM, 4YTO MHOIMe KOMMNaHnn 0o cux nop He ncnonb3ytT CRM-cnctemsl, Tak Kak
6OATCSA CNOXHOCTEN NX BHEAPEHMWS, HACTPOWMKW, ynpasneHnsi. Ho Takxxe y Hac ecTb onbIT
paboTbl C COTHAMWU TbICSAY NPeanpuaTUn, KOTOPble CEerogHs WCMoNb3yT CEPBUC
BuTpukc24 — 1 Mbl cBOMMM rnalamMmn Habnwpganm, Kak 3T KOMMaHuM, ogHa 3a Opyron,
HaunHatoT pabotatb BHYTpM CRM. Bcnen 3a aTumM, OHM gob6uBalOTCs pocTa npopax u
NOBbILEHNS yNpaBnsaemMocTn 6usHeca. [MoaTomy GONbLUYO YaCTb KHUMM Mbl MOCBATUAN
co30aHunto oTaena npopax Ha 6ase cuctembl butpukc24.CRM. B 3Ton KHMre Bbl HANOeTe
MHOIOYNCIIEHHbIE MPUMEPbI U PeKOMeHOaunm TOro, Kak C MOMOLLbI Takoro cepsuca
paboTaeT coBpeMeHHbIN oTaen npogax. PaboTtaeTt n npeycnesaet!

A Nonb3yKTCA I BCEMU COBPEMEHHbIMM MeTodamMu MPUBIIEYEHNS, COMPOBOXOEHNS U
06CNy>X1BaHMSA 3aKa3uKOoB NpoaaBLbl Ballell koMmnaHun? MNpoBepbTe Ball OTAeN Npoaax
C MOMOLLIbIO 3TON KHUMM 1, €CN BAPYr YTO-TO MAOET He Tak, UCMpaBbTe 3TO Kak MOXXHO
ckopee! CTpykTypa aTon KHUMM NOMOXET Bam Luar 3a warom npoBepuTb, NEPECTPOUTb
NN gaxke cosnaTtb C HYNA OTAeNn Npogax, KOTOPbIA C NepBbiX Xe OHel cBoell paboThbl
CMOXEeT HauyaTb NpogaBaTb U MPUHOCUTL KOMMaHUM NPUbkINb.

O yem aTa KHUra

B nepBoi1 rnase Mbl NOroBOpPMM O 3afa4ax COBPEMEHHOro OTAena Npoaaxk: Kakme Tunbl
npogax BCTpevarTcs Hanbonee 4acTo, Kakol O0oKHA ObITb CTPYKTypa OTAena npopax
N KaKOBbl OCHOBHbI€ PO/ COTPYAHMKOB OTAeNna npoaax.
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BTOpaﬂ rnasa nocesdulleHa co3gaHunto, nm6o pacwmpeHno otTaena npoaaxk: Kakme waru
HY>XHO caenaTtb OJid 3Toro, Kak nCckKatb, HaHMMaTb 06yanb MeHe[O>KepoB Mo npoaa kam.

B TpeTben rnaBe peyb MOMAET O Balen KIMEHTCKOW 6ase: 4ToO OHa MOXET M3 cebs
npencTaBnsaTb, Kakme TpeboBaHNSA PYKOBOACTBO KOMMaHUM 1 OTAEN NPOAAXK MOryT K HEN
npeobsaBnsaTb, 4YTOObl 3(pEeKTMBHO npeBpawarb MNOTEHUMaNbHbIX KIVMEHTOB B
DEVNCTBYIOLLNX.

UeTBepTas rnaea nosIHOCTLIO ONucbiBaeT paboTy otaena npogax ¢ CRM-cuctemoin. Mebl
He NPOCTO onucbiBaeM abCcTpaKTHY TeopeTunyeckyto cuctemy CRM, a ncnonb3yem Kak
npuMep OOHO U3 caMbiX NONYNSpPHbIX peweHnn — butpmnkc24.CRM. B aTton rnase Bbl
HangeTe OrpoMHOE KONMYECTBO WMHHOBAUMWOHHBIX U MOSE3HbIX CNocob0B ynNpOCTUTb
paboTy Balwero otgena npopjax, W coenate eé 6onee 3hHEKTUBHOW, COBPEMEHHON,
YCMNELHOMN.

[MaTaa rnaBa NOMOXET BaM YBMAETb OCHOBHbIE 3dTanbl Npogax (pabota ¢ nuaammn wm
coenkamm) M BO3MOXHOCTM MO aBToMarmsaumm npopax. Takme YHUKanbHble
BO3MO>XHOCTW BaweMy OTAeny npopax takxe gact butpmnkc24.CRM.

LLlectas rnasa cogepXnTt B cebe OuYeHb MNOoNe3HbIN MHCTPYMEHT — CKPWUNTbl rnpoaaxX,
MCrnosibdyemMble Ha pa3/iMyHbIX 3Tarnax rnponax. B Hen Bbl HampeTe None3Hble 1
npoBepeHHble Ha MpaKTukKe pedyeBble MOoOyJiM, KOTOpble MNMOMOryT BawuM npoaaBuam
yBEPEHHO 3aK/ito4aTb COEJTKN.

CenbMast rnaBa npegHasHadveHa af1si pyKoBoauTene KoMnaHuin n otaenos npoaax. OHa
OTBeYaeT Ha BOMPOChI O TOM, Kak a(hheKTUBHO ynpasiATb OTAENOM NPoAaXx, NCMNoNb3ys
OCHOBHble (QYHKLMM MEHEOXKMEHTa, 1 KaK OLeHMBaTb pe3dy/bTaTbl paboTbl 3TOro oTAena.

Bocbmasi rnaesa roBOPUT O BaA>XXKHOCTU N UHCTPYMEHTAaxX q)VIHaHCOBOI7I OncuunsinHbel otoena
npogax, sefdb npoaa>kum Hen3be>xHO CBs3aHbl C OeHbramu.

,D,eBFlTaFI, 3aBepuaroulad rnaBa MNnoOMOXeET BaM pPacCCMOTPETb pasdsindHblie MoOesn
BO3HarpaxgeHna CoTpyoHUKOB oOTAena npooaxXX n noCTpouTb Bally CO6CTBeHHyPO
CnctemMy MoTmBaumn Kak MaTepmaanoPl, Tak n HemaTeleaanoPl.
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Mbl yBepeHbl, 4TO aTa KHura noMoxeT Bawen KOMNaHuW, Kakoro 6bl pa3mepa oHa Hu
6blna, N CKOMbKO Obl BpeMeHU HW paboTana Ha pbiHKe. BO3MOXHO, npouynTas €€, Bbl
3axoTuUTe NepecTpouUTb NPUHATbLIE paHee B Ballen (hrpMe NpoLecchbl Npoaax uiv co3gatb
HOBble. OTO MOXET OblTb U MEPEecCMOTP CUCTEMbl OTYETHOCTW, U BHeapeHne CRM-
CUCTEMbI, N U3MEHEHNS B MOAENN BO3HarpaXaeHusi COTPYAHUKOB oThena npoaax, u
obyyeHne ero COTPYOHUKOB paboTe C MCMONb30BaHMEM CKPUMTOB U YTBEPXXOEHHbIX
cueHapueB, 1 aBToMartmsaums npogax... Pewartb, B ntobom cnyyae, BaM. [[naBHoe — He
ynycTUTE BPeMSsl, ornepexkanTe KOHKYPEHTOB (a He OTCTaBanlTe OT HUX), MPUBEKaNTe Kak
MOXXHO 60/bllee KONMYECTBO KJ/IMEHTOB COBPEMEHHbIMM METogaMu W ynpasnsinTe
oTAenomM npopax adeKTUBHO.

Mbl, CO CBO€EI CTOPOHbI, XXENaeM Balleln KOMMaHUM cTabuibHbIX, YCNELHbIX, PacTyLUMX U
NPUBbINBbHBIX NPOAaX.
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naBa 1. 3apaum oTgena npooaX B COBPEMEHHOM
KOMMaHWM.

B aTon rnaee Mbl uccnenyem:

1. OTtnnums mexagy pasnnyHbiMK Bugammn npogax (Hanpumep, B b2b 1 b2c). Ecnu Bbl
He 3HaeTe, 4To Takoe b2b 1 b2c, 06 3TOM Mbl NOroBOPUM TOXE.

®opmbl cneumann3aumm B pasHbix OTAenax npogax.
Ponb POI1 (pykoBognTensa otoena npopax).

OcHoBHble (hyHKUMOHasIbHbIE 06S13aHHOCTM COTPYAHUKOB OTAefla npogjax -—
pyKoBoauTens, MeHeaXepa, agMmHuctpaTopa CRM.

5. Yek-nucT (aHKeTYy) coBpeMeHHOro 1 addeKTBHOro oTaena Nnpoaax.

NTak, yBa>kaemble untaTenu, gaBamte noroBopum ob otaene npogax. 3ayvyemM OH Bam
HYy>KeH? YTo BoOOLLE Takoe — Nnpogakn?

[aBarite npeactaBum cebe KOMMaHMIO, KOTopasi NpoM3BOOUT HEBUOAHHOW KpacoTbl U
npuBnekatenbHOCTM  npogykumto. MonBa o0 Takol 4Yygo kKomnaHum  BGyner
pacnpoCTPaHsTLCH, KIMEHTbl ByayT cTydaTbcs B OBepu odwmca (Mnm marasvHa) 3ToM
rpmbl, 06pbiBaTh BCE TenedoHbl, NMPOCUTb Kak MOXHO 6bicTpee B3siTb WX AEHbIU...
3ByunT, CNOBHO B CKaske. B peanbHOM XU3HN BCE MNO-APYroMYy: KIIMEHTOB MPUXOAUNTCS
ncKaTb, 3BOHUTb MM HY>XHO camum. [1a 1 Tex nokynaTesien, KoTopble camu NPUXOANAT, TOXE
HY>XHO Ka4yeCcTBEHHO 06CnyXXMBaThb, yb6exxaaTb, Npe3eHToBaTb. [ 3TOro U Hy>XKeH oTaen
npoaax.

BusHec-npouecc, pagn KOTOPOro Hy>XXHO co3faBaTb TakoW OTAesN, 3TO — MpuBJieYeHne
HOBbIX K/IMEHTOB OIS KOMMaHUM C LeNbio NPoAaXk TOBapoB UK YCNyr NpeanpusaTus u
06CNyXMBaHNe CYLLIECTBYIOLLMX 3aKa34MKOB C LEeNbio NPOAO/IKEHUS COTPYAHMYeCTBa C
HUMU 1 NOJTyYEHMS HOBbIX 3aKa30B.

I'Ipo,u,aBeLl, OOJDKEeH npoaaBarthb. OTO NOMMYHO N KaxeTcs eONHCTBEHHbIM MpaBUJ1IbHbIM
BbIBOOOM. O,D,HaKO Ha MnpakTuke Hepenoko BCTpedaroTCdA MnpuMepbl, Korga nponaBLbl
napasiniesibHO BbIMNOJIHAKOT 3ada4 MapKeTOJ10Iros, 6yxranTepOB, CepBUNCHbIX NH>XXEeHEPOB,
rpysdmkoBs, pgucnetdyepoB WU MHOIMNMX MHOMMX Opyrunx nnoJie3HbIX I'IpOCbGCCVIIZ n
crneumnanbHOCTEN. I'IoaTomy BO MHOIMNX KOMMaHMAX otaen rnpoax Kak TakoBon NnMbo He
cyulectsyetr, a ero qDyHKLI,I/IFl npogaxk pasMbiBaeTcAaA MexXnay MHOMo4YncrieHHbIMN
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nogpasnesieHnAamMu, nnbo, HaO60pOT, BK/IOYaeT B cebs 6onblioe KOIM4YecTBO
COTPYOHNKOB, KOTOPbIE K MPoLecCy npoaa>k He UMeT NPAMOro OTHOLLEHNA.

B 3aBucKMMOCTM OT TOro, Ha KakoM pbiHKe paboTaeT Bawa KomnaHusa — B2B (business to
business), korga npogayka NPoncxoguT MexXxay pasnnyHbIMU IPUONYECKMU NTULAMU U
npeanpustuamn, nnu B2C (business to consumer), korga KoMnaHus NpPogaeT YTO-TO
dunsnyecknum nuuam-noTpebutensm), cneumdmrka npogaxk, KOHeYHo, byaeT oTaM4vaTbCs.
OpHako Hen3MeHHbIM OCTaHeTCsl cam OM3Hec-Npouecc: KOMMYHMKaUNoHHasa paboTta ¢
KIMEHTOM C  UeNbld  YOOBNETBOPEHUS  €ro  OnpefeneHHblX  noTpebHocTen,
3aNHTEPEeCcOBaHHOCTM MNpPOoAYKUMEN WX CepBUCaMU KOMMAHUX Mpu YCroBUK onnaThbl
nokynartesieM 3Tux ToBapoB unu ycnyr. inn, rosops npolue, npogaxka — 3To 0OMeH geHer
3aKas4yvka Ha NpoayKTbl MOCTaBLUMKa, a npogaBel, — 3TO TOT YesloBeK, KOTopbii mMbo
BbICTYNaeT WHMUMATOPOM AaHHOro obmeHa, NMbo >Ke KOHTPOIMPYET ero C MOMEHTa
nepBoro o6LEeHNs ¢ NOTeHUManbHbIM KITMEHTOM.

[ns Toro 4to6bI BaM 6b1110 NErKO NPOBEPUTL PAabOTy CBOEN KOMMaHuM (HACKOJIbKO XOPOLLO
CrpaBnstoTCA C 3TUM MPOLLECCOM BalUW COTPYAHWKW), B KOHLE NEPBON rnaBbl Mbl
NpPUBOLVM YeK-NNCT (aHKeTY) adekTnBHOro otaena npogax. OanH 13 BaxKHbIX BONPOCOB
B 9TOM aHkeTe OydeT MMEHHO O TOM, 3aHUMAlOTCS N COTPYOHVKW OTAena npopaxk
NCKIIOUNTENBHO paboTol, KoTopas npearonaraeT NPoLecc AMarnioroB 1 NeperoBopoB C
K/IMEHTOM, OKaHUMBaKOLMINCA MNEPeYnNCNeHneM [LeHer KAMeHTa Ha Cc4yeT Ballero
NPEANPUSATIS, U UM NPUXOANTCS BbiTb 1 WBELAMU, U XHeuamu, 1 Ha ayae urpeuamm?
[aBarite NOCMOTPUM, YEM OOSI>KHbI 3aHUMATLCS COTPYAHMKN OTAeNa npoaax.

Cneundumka npogaxk B b2b n b2c

K npumepy, B 6onblMHCTBE b2b-kOMNaHWI COTPYOHWKU oOTAena npoaaxk [OOJSIKHbI
OTBeYaTb 3a CreaytoLlme NPoLeCcehI:

1. MpuBne4YeHne HOBbIX KJIMEHTOB. DTOT NPOLIECC BK/OYaeT B cebsi akTUBHYO paboTy
MO HamMoNIHEHMIO KIIMEHTCKOW 6a3bl KOMMaHWUN:

° pa60Ty C BXogAawmnMm nngamm (3anpocaM|/|, 3asdBKaMu, BBOHKaMVI);

e paboTy C MOTeHUManbHbIMU K/IMEHTAMWN U3 CYLLIECTBYHOLLEN KIMEHTCKON 6a3bl (C
NCMONb30BaHMEM TEX X 3BOHKOB, JIMYHbIX BCTPEY WM NEPENUCKN B LINDPOBbIX
KaHanax KoOMMyHuKaLuni);

° pa60Ty MO MOMOJIHEHUIO K/IMEHTCKOWN 6a3bl XXUBbIMM KOHTaKTaMn Ha Pa3IM4HbIX
MapKeTUHIroBbIX MePOonpuAaATnNAaAxX, B KOTOPbIX MpuMHMMaeT y4dacTtune KOMIMaHUs:
BbICTaBKax, ceMnHapax, KOHCbepeHLl,I/IFIX 1N Tak ganee.
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3apgaya npopaBua TyT MPOCTa U MOHSTHA: €My HY)KHO HayaTb MpOoLEecc npoaaxku
NoTeHUManbHOMY KJIMEHTY KOMMaHWMKW, KOTOpbIi /1M6o obpaTuicss € 3arnpocoMm
camMoCTosiITENbHO, NGO >Xe ero uHTepec Hadyan dopmMmpoBatb (MyTeM aKTMBHOM
NCXOOsLENn KOMMYHMKaLMKM) caMm npopasel. Ho He Tonbko HayaTb, MPOLECC Mpoaaxu
HY>XHO JOBECTU [0 JIOrMYeCcKoro 3aBepLueHus:

e 0hopMNEHMS NOKYMKU;
e COrnacoBaHuvs COENKU;
e oAnMcaHns 4OroBopa;

e repeyvncneHns JeHer Ha cyeT NpeanpuaTUs, MHTEPEeChl KOTOPOro NpeacTaBiAeT
npopaaseL,.

2. MoBTOpHbIEe NPoAAaXM CYLLECTBYIOLWMM KIMeHTaM KOMMNaHun

OTOT Npouecc byaeT YaCTUYHO OT/IMYATLCS OT NPeAblayLLEro, Tak Kak NpoaasLy 3a4acTyto
yXXe He MpUOEeTCA UCKaTb 3aKa3uMKOB WM XXOaTb, KOrga OHM 00paTaATcs K Hemy
CaMOCTOSATENbHO (XOTS TaKOe TOXKE MOXXET NPOUCXoanTb). B knneHTckon 6ase y npopgasua
6yneT cchopMMPOBaHHbIA My KIIMEHTOB, KOTOPbIE YXe XOTA 6bl pa3 (a, BO3MOXHO, U
MHOXXECTBO pags) 3akasbiBa/v 1 onnadmBani NpoaykKUuio Unn cepBuchl NpeanpuaTus, B
KOTopoM paboTaeT npopasel. 3Has MepuoAMYHOCTb Cnpoca Ha 3Ty NpPoAyKLUMH,
npogasel, MOXXeT CaMOCTOSATENIbHO MHULMNPOBATL HOBbIE CAENKM C TakUM OeCTBYHOLLUM
KJIMEHTOM, @ MOXET M NMoJsyyaTb HOBbIE 3arMpoChl OT TaKMX 3aKa34nKoB, 0bpabaTtbiBaTb NX
N npogasaTb. KnouyeBoe oTnmvyMe OT NMepBOro nyHKTa OydeT 3ak/ovaTbCs B TOM, YTO
MeXAy KOMMaHMen 1 3aKa3umkoM eCTb Y>Ke OnpeaesieHHas NCTOpUsS B3aUMOOTHOLLEHUI,
KOTOpas No3BoJIIET NOCTPOUTL C HUM Bonee ahheKTUBHYO paboTy.

Y710 nHTEpecHo, B b2c npouecchl Nnpogax 6yaeT NpakTUYeCKn NAEHTUYHbIMU, OOHAKO BO
MHOIMX cpepax AesaTenbHOCTY (K NPUMeEpPY, B PO3HUYHOW TOProB/ie NN NOTPEOUTENbCKMNX
ycnyrax) npogasLbl YacTo He ByayT pasnuyarb HOBbIX U AENCTBYHOLMX KIMEHTOB 1 ByayT
CTpouUTb npouecc paboTbl C HMMM abCONKOTHO OOMHAKOBO (kak OyaTo npu nepBOM
3HakoMmcTBe). O TOM, Kakume WHCTPYMEHTbl MOMOratoT npogasuamMm n3 niobon chepon
OEATENbHOCTN, Mbl C BamMKn MOroBOPMM MNO3Xe, a cenyac caenaeM ofuH OYeHb BaKHbIN
BbIBOA.

MpoaaXxn — 310 GU3Hec-nNpoLecc, a N6bIMM GU3HEC-NPOoLLeCCaMMn HY>KHO YNpPaBnsTb.

meHHO no aTton npunynHe npopdasubl BO MHOIMNMX KOMMaHNAX Ha3blBaltOTCA MeHeO>XepaMin
no npogaxam, Bedb OpuUrnMHasibHOE 3Ha4YeHune CcyioBa «MeHeXKep» — ynpaBnmou.u/M. B
DanbHENLWEM Mbl TakXe 6y,u,eM ncrnonb3oBaTte B aton KHure TEPMUH «MeHeO>Xep Tro
npoga>xam», HeCMOTpPA Ha OrpoMHoe KoJin4eCTtBoO CUHOHUMOB U NMPO4YnX Ha3BaHW OaHHON
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cneunanbHOCTX, NPUOYMaHHbIX 3a nocnegHue napy necaTtkoB neT. [Mpopasel — 31O
MeHemxep no npogaxkam. OToen npogaxk COCTOUT U3 MEHeO)KepoB MO MNpoaaxkam,
paboTarLlux nog HeNnoCPeacTBEHHbIM YrNpaBleHneM pykoBogutens otgena npogax. O
poNn pykoBoagUTENs oTaena npogax (4acto ncnonbaytot abbpesmatypy POIT) Mbl ckaxkem
B 9TOM Xe rnase KHuru, korga nccnengyem dyHKLUMOHanbHble 06593aHHOCTN COTPYAHNKOB
oTAena npofax, a cenyac gaBanTe B3r/ISHEM Ha pPasfiMyHblE PO, KOTOPbIE OHU MOTryT
urpatb.

Buobl npogark

[ns Toro 4to6bl NpencTaBUTbL YHMUBEPCAlbHYIO CTPYKTYPY OTAena Npoaax, Heo6xoanmo
onpenennuTbCs C HECKONbKUMU KPUTEPUSIMA, KOTOPbIMK XapaKTepu3yeTcsi Oun3Hec
HEenoCpeacTBEHHO Balwen KomnaHuu. B 3aBucmmocTn OT Takon cneunduku npogaxm
MOryT ObITb:

1. npﬂMblMI/I, KOTOPbIMI 3aHUMaroTCA HenocpencTtBseHHO MeHeO>Xepbl Mo rnpogaxam,
nnin HenpsiMmbiMWn, Korga npoga’kamMmm 3aHMMaroTCA NMapTHepPbl, areHTbl, guiepbl N
pecennepbl Ballen KomMnaHuu, a MeHe[>Kepbl oTaena npooax B bonbllen cTeneHn
KOHTPOJIMPYKOT UX OeATEeSIbHOCTb 1 BbICTYMNMakOT CBA3YHOLLMM 3BEHOM MeXOY TakKnMin
nocpenHnkamun, camMoun KOMMNaHnen N KOHEYHbIMN KIIMEHTaMMU, npu HeO6XO,EI,I/IMOCTVI.

2. AKTMBHbIMW, Korga paboTa MeHemXKepoB MO Mpofakam MOCTPOeHa Ha aKTMBHbIX
NCXOOSALNX KOHTaKTax C KJMEeHTamMK, BKOYaoWMMM TaK HasblBaEMblE «XOSIOAHbIE
3BOHKM», W MACCUBHbIMW, KOrga KJ/IMEHTbl CaMOCTOSITeNlbHO obpaljalTes K
MeHeOKepaM Mo npofaxkam WM B KOMMaHMIO B LENoM cO chOpMUPOBaHHbLIM
3anpocoM Ha KOHKPETHbIN ToBap unn ycnyry. Bo BTopom cnyyae pabota MeHepykepa
Mo npopaxaM MOXET KasaTbCsl He CTOMbKO MpOAaXkel, CKOMbKO OTIPY3KOM YXKe
roToBOMY K 3akagy nokynatento. OfHako Ha NpakTuKe Oaneko He BCe Tak MpoCcTo, O
4yeM Mbl ByaemM roBopuTb B ApYrix rnasax aton KHuru.

3. TpaH3aKUMOHHbIMM, KOHCY/bTaLUMOHHbIMU n NPOEKTHbIMU (nnn
cTpaTernyeckmmm).

e B rnepBoOM CJiy4Hae pedb naeT o npoaa>kax y>ke rnoJIHOCTbHO NOTOBbIX MPOAOYKTOB U1
YCnyr, nokynaresnto oCTtaeTcA b Bbl6paTb OOVNH N3 HECKOJIbKUX MNMpensiIo>XKeHHbIX
BapnaHTOB, a npoaasuy — NMpuHATb onjaty (TpaHSaKLI,VIIO) OT KNnneHTa. lE',aHHbIVI 7N
npogax He Tpe6yeT aKTMBHOIO BJIMAHNA MeHeO>Kepa no rnpogaamMm Ha rno3nuuto
3aKa34lnka (B KayecTBe rnpumMmepa npmeenem OO6bIYHbIN rnoxomn B Marasvm).
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e KoHCynbTaunoHHble NPoAaXN NpegnonaratoT 6onee akTUBHbIN OManor C KJIMEHTOM
C LUenblo BbIABNEHUS €ero notpebHocTen un (opMMpPOBaHUS KOMMEPYECKOrO
npensioXKeHNs1 Ha OCHOBE KOHKPETHBIX OCO3HAHHbIX HY>XXA, 1 TpeboBaHU KNneHTa
(B KayecTBe npvmMepa MOXHO MPUBECTU BU3UT MNauMeHTa B KIWHWUKY, FOe Ha
OCHOBaHUN WCCNefoBaHNA 1M MNOCTAHOBKU AuarHo3a OO0NbHOMY MpPONUCHIBatOT
KOMMIEKC Jle4YeHns, He MbITasiCb A0 OonpefeneHns guarHo3a HakoOpMUTb CBOEro
KMeHTa TabneTkamu).

e (CTparernyeckune nnm NPOEKTHbIE MPOLAXKM NpeanonaratoT BOBMEYEHNE B NPOLLECC
npogax 60NnbWOro  KoMM4yecTBa CneunannuctoB K3 pasnnyHbIX  Apyrux
nogpasgeneHnin KoOMnaHum WM paxe nogktodeHne K cpenke gpyrux upm
(KOHKYpPEHTOB MM MNapTHEPOB), C Y4Y4ETOM BbICOKMX MNPOGECCUOHANBHbBIX
TpeboBaHUn MOTEHLUMANBbHONO KJ/IMEHTA, KOTOpPble HEBO3MOXXHO BbIMNOSHUTL
pecypcamMm UCKIIOYUTENBHO MeHeaXepa Mo npoaaXkam WM ero KomnaHun (B
KayecTBe npumepa npvBeneM CTPOUTENbCTBO HOBOMO CTagMoHa B KPYNHOM
ropofe, HeBO3MOXHoOe 6e3 y4vacTmsi 60fblIOro KOAMYecTsBa CneunannucToB U
noopsAYMKOB).

4. HoBbiMu 1 NOBTOPHbIMU (UnNK perynapHbiMu). O6 3TMX TUNaxX NPoAaXK Mbl FOBOPUIA
YyTb BbILLIE: HOBbIE MPOAAXWN COBEPLUAIOTCH KIIMEHTAM, KOTOPbIE PaHee eLle HUYEro He
noKyrnanu y OaHHOW KOMMaHuu, a MOBTOPHbIE WM perynspHble — MokynaTtensam, y
KOTOPbIX Y>K€ €CTb UCTOPMS OCYLLECTBEHHbIX 3aKa30B Y (h1pMbl, B KOTOpOI paboTaeT
MeHe[Xep Mo Npoaakam.

Cneupannsauma B oTaene NpoaadK

B 3aBMCKMMOCTU OT TOro, Kakue Tunbl NPOLAXK NUCNOSb3YTCS B Ballel KOMNaHUM, MOXXHO
coenatb BbiBof, O TpeboBaHMAX K creumannsaumm MeHeOKepoB Mo npogaxkam BHYTPM
oTaena npopax. Crneuvannsaums — 3To 3aKpenneHne 3a OTAeNIbHbIMM MeHeaKepamm Nno
npofaxam creundunyecknx yHKUNIA, COOTBETCTBYIOLLMX OnpenenieHHOMY TNy Npoaax.
Hanpumep, oTaen npogaxk KOMMaHuW, B KOTOPOW €CTb Kak MpsiMble, Tak U HenpsiMble
NpPoAaXxun, MOXET COCTOSITb U3:

1. PykoBogunTens otgena npogax.
2. MeHep>kepoB No NpaMbIM NPoaaXKam.

3. MeHep>xepoB no paboTte ¢ napTHepamu (OCYLLECTBASIOWMMN DYHKLMIO HENPSMbIX
npogax).

OT,D,eJ'I npogak KomraHmum, B KOTOpOI7| €CTb aKTUBHbIE U MacCuMBHbIE MPOAAXKWN, MOXET
COCTOATb UN3:
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1. PykoBoguTens otoena npopax.

2. MeHenkepoB MO akKTUBHbIM Mpogaxam (KoTopble paboTaloT C  MOMOLLBIO
TenemapkeTuHra, Ui akTUBHbIX UCXOOALLMX TenedOHHbIX 3BOHKOB).

3. MeHep>xepoB no 06paboTke BXoasaLmMX obpaLleHnI.

Bo3mMo>xHO, Bbl cnpocuTe, noYemMy He 06beanHUTbL ABe AaHHble YHKLNN B paMKax paboTbl
OOHOro MeHemXXepa, KOTOPbI MOXET KakK npUHUMaTb 3BOHKW, TaK W 3BOHUTb
camocTtoAaTenbHo? OTBET O4eHb MPOCTOM: MpeacTaBbTe cebe cuTyaumo, B KOTOPOW
NMO3BOHUBLLMI B KOMMAHWIO NOTEHUMASBbHBIN KIIMEHT HE NOSTy4aeT AOSIKHOro BHUMaHNSA OT
cobecepnHnKa (MeHeoXXepa no npoaakam), NOCKONbKY TOT B 3TOT MOMEHT BCEMU MbICISIMIA
3aHAT NaHNpoBaHMEM ByayLMX NCXOOALWMX 3BOHKOB. M, 4TO Tak>ke Niioxo, MeHeoykep
no npopgaxkam nepectaeT BooOLle 3BOHUTb OPYrMM K/IMEHTaM, NOCKOJIbKY NepeKnBaeT,
4YTO MPOMNYCTUT Kakne-To BXogsLWMe 3anpockl. Ha npakTuke Tak cry4yaeTcs 4OCTaTO4YHO
4yacTo, Korga y KOMMnaHumM MHOro NnoTeHUMasbHbIX KIIMEHTOB (peyb MAOET HE O AecsaTkax, a
O COTHAX WM TbiCAYax BO3MOXHbIX 3akasumkoB). B aTtom cnyyae opgHO3HA4HO
PEKOMEHAOYETCS creumanm3auns MeHegpkepoB no npogaxkam no yHKUMSM aKTUBHbIX U
NnaccuBHbIX NPogaXx.

AHanormyHas cneumnanmaaumsa MOXXET ObITb BBeOeHa npm ycnosun cCOBMELLEHNA B
KOMMNaHunn pa3niMyHbIX  TUNOB npogaxx (TpaHSaKLI,VIOHHbIX, KOHCYJ1IbTaUMOHHbIX,
CTpaTeFI/I‘-IeCKI/IX), 6onee Toro, B 3TOM cqiydae B KoOMrMaHunnm C BbICOKOW BEPOATHOCTbIO
6y,D,eT pa6OTaTb HECKOJIbKO OTAEesIOB rpogaX, B OOHOM N3 KOTOPbIX MeHeO>Xepbl Mno
npoga>kam 6y,El,yT 3aHATbl  NCKHOYUTESIbHO MPOCTbIM OGCJ'Iy)KI/IBaHVIeM KJINEHTOB
(TpaHSaKLI,I/IOHHbIMI/I npo,u,axaMM), a B paMKax [gpyroro otgesia Moryt co3gaBaTtbCs
KOHCYJIbTaAUMOHHbIE N CTpaTern4eckmne caesikum (MeHe,D,)Kepbl no npopgaxamMm B OaHHbIX
oTthoenax, eCteCtBeHHO, OO0JIKHbI 06J'I8.,El,aTb 6onee BbICOKUM YPOBHEM KBaJ'II/ICbI/IKaLI,I/II/I He
TONbKO B obnactu npogax, HO N Tex crneuynann3npoBaHHbIX PbIHKOB, Ha KOTOPbIX
pa60TaeT npeanpudaTmne n ero notTeHunalsibHble KJ'II/IeHTbI).

Creunanusaums otaena npogax Ha MeHemkepoB MO MPUBMEYEHNIO HOBbIX KIIMEHTOB U
MEHEKEPOB MO COMPOBOXAEHMIO U YAEP>XXaHUIO CYLLECTBYIOLLMX 3aKa34YMKOB Tak>Ke
4yacTo NpUMeHsieTCs NPK 60MbLLIOM 06bEME HOBbIX 1 MOBTOPHbLIX MPoAaXx, Koraa peyb et
0 60/bLLIOM KOJINYECTBE K/IMEHTOB, HanpuMep, 6onee, YeM HECKOJTbKO COTEH K/TMEHTCKUNX
ob6palLeHnii Nn onepaLuin B Te4EHNE MecsiLia Ha OOHOMo MeHeayKepa no npogaxkam. Ecnm
y Bawen hUpMbl TaKk MHOFO K/IMEHTOB, TO Ny4lle BbIAEUTb OTOESbHbIX MEHEOXKEepPOoB,
KOoTopble 6yayT paboTaTb TONbKO C HOBbIMW 3aKas3umkamu, a TakXe Tex, KTo 6yaer
KayecTBEHHO 06CNy>XXMBaTb CYLLECTBYHOLMNX (MOCTOSIHHBLIX) KITMEHTOB.

B cnyyvae, eCjyin KOMnaHuA O6CJ'Iy)KVIBaeT orpaHmn4yeHHoe KoJin4ecTBO KITMEHTOB, nnbo Becb
PbIHOK, Ha KOTOPOM paGOTaeT npeonpundaTne, HacdnTbliBaeT 0O CTa KJIMEHTOB, BBeOAEHNE
cneunann3aunn no beHKLl,I/II/I HOBbIX 1 NOBTOPHbLIX NPOo4a>K 6y,u,eT N3JTNWLHNM.
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Moosonast ntorn. Mel ¢ Bamn BUAUM, YTO BHYTPW oTAeNa npoga>k BOBMO>XHO 3aKperjieHne
3a OoTAesibHbIMN MeHe>KepaMn KOHKPETHbIX CI'IeLI,I/ICbI/I‘-IeCKI/IX beHKLl,I/II‘/‘I npogax. O,D,HaKO
9TO HE €ANHCTBEHHbIN BapuaHT No pacnpenesieHnto pa3r||/|qH0|7| OTBETCTBEHHOCTUN MeXOy
MeHe>KepaMnn Nno npoagakam BHYTPWU oOTAena. Tak>ke BO3MOXHa creunanusaums
MeHe[O>KepOoB Mo npogakam no:

1. leorpaduryeckoMy Npu3HaKy KIMEHTCKOM 6a3bl, Koraa 3a oTAebHbIMU MeHeoKepamm
3aKpennaTCcs BCe K/IMEHTbl U3 OTAENbHO B3ATOr0 pervnoHa cTpaHbl UM OTAENbHbIX
CcTpaH.

2. TOBaprIM Karteropmam, Korga pacnpepeneHmne OTBEeTCTBEHHOCTW BHYTPWU oOTaena
npoda>k MOXET Tak>Xe NMponcxoanTb B COOTBETCTBUN C aCCOPTUMEHTOM MNpoayKunn
nnm cepBncoB, KOTOPbIM OHN TOPIYHOT.

3. Tuny KNMEeHTOB, Korga pasfiMyHble MeHeOXepbl MO npogakaM MoryT BeCTU
NCKJIIOUUTENBHO KPYMHbIX KANEHTOB (0OBbIYHO MX HasblBatOT WUrpoKaMy YpPOBHS
Enterprise, KpyrnHble Kopnopauum, XoNauHr, Toproeble AoMa u T.4.), U KIIMEHTOB 3
kaTteropum SMB (manbih 1 cpegHuin 6usHec. OTyacT Takas cneumannsauns MoXXeT
nepecekaTbcs ¢ hyHKUMEN Npofax No MoAeNn TPaH3aKUNOHHbIX, KOHCYTbTaUNOHHbIX
UM cTpaTernyecknx npogax (Hanpumep, 6osblune KopnopaTuBHbIe 3aKa34ynKm 4acTo
AenaroT 3aKynkKu Yepes TeHAEPb! NN ANUTENbHbIE COornacoBaTeNbHblE NPOLEAYPb! U K
HUM Hy>XeH OCOOblIli MoAxon OMbITHbIX MEHeOKepoB, B TO BpPeMsi Kak Hebonbline
YyacTHble npegnpuHMMaTen BMoSIHE MOMYT COBepLlaTb 3aKyrnku, COOTBETCTBYHOLLME
CKopee TPaH3aKUMOHHbIM M KOHCYIbTaUNOHHbIM NpoaaXkam).

PykoBoguTtenb otaena nponax (POIT)

Bo rnaese npouecca dopMnpoBaHUa 1M pacrnpeneneHns 30H OTBETCTBEHHOCTU MexXay
pasnnNYHbIMN MeHeOyKepammn oTaena NPoaaXk AO/IKEH CTOSATb, KOHEUHO Xe, pyKoBoAUTE b
oTgena npopax. Ero ponb — BbINOMHATb K/OYEBble (YHKLMW YNPaBSOWEro He
oTOeNbHbIMKU caoenkamu, a BCeM NpoLeccom npoaax. BoT yeTbipe 0CHOBHble 06513aHHOCTY
pyKoBoOUTENS oTAena npoaax:

1. MnaHupoBaHMe Npoga>k KOMMNaHum.

2. JOenervpoBaHue 3afay, CBA3aHHbIX C BU3Hec-NpoLeccaMmy NPoaax, PasnnyHbIM
MeHeOyKepaMm oTaena npoaax.

3. MoTtuBMpoOBaHMe COTPYOHWKOB OTAena npoAax (Bk/4yas Kak MCroNb3oBaHue
YTBEPXKOEHHOW B KOMMaHUN CUCTEMbI BO3HarpaXxaeH1st 1 MoTuBaummy NpoLaBLOoB,
TaK W HEMNOCPEeACTBEHHOE y4yacThe B MOBbILLEHUN KOMaHOHOro 1 60eBoro ayxa
MeHeO KepPOoB Mo npoaaxkam).
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4. KoHTponb 3a paboTol oTaena npofaax n ero CoTpyAHMKOB, aHaIn3 BbIMONHEHUS
(MM HEeBbLINOMHEHWS) MNOCTaBNEHHbIX Mepen OTOAENOM MnaHoB W 3afjad, u
NHLMATMBbLI NO COBEPLUEHCTBOBAHMIO NMPOLECCOB B pe3ysibTaTe Takoro aHanvsa
(bakTunyeckn — Bo3BpaLLeHVe Ha 3Tan NnaHMpoBaHus).

Y pykoBoauTensi otTaena npoaaxk BoBce He 0683aTeNbHO A0KHbI ObITb UHOMBUAYANbHbIE
3agayn 1 nnaHbl 0o Npoaxkam, NOCKOJIbKY ero rnaBHasi MUCCUS 3aK/Il04aeTCsl UMEHHO B
yrnpaBfieHn NpoLeccamun 1 NtoabMm, KoTopble npoaatoT. MoaTomy pykoBoguTens otaena
npoaaX Oaneko He Bcerga Oo/KeH ObiTb 3aMevaTesibHbIM NPOAAaBLOM (XOTS 3TO, Kak
npaBnsio, MPUBETCTBYETCS), OQHAKO OH TOYHO OO/KEH ObITb CUNbHBIM aAMUHNCTPATOPOM.
POl (abbpeBuaTtypa, O3HayawLwlas pPyKoBOAUTENa oOThena npogax) ynpasnsaeT
npoueccamn, aHanu3npyeT KOJIMYEeCTBEHHble N (DUHAHCOBbIE Pe3yNbTaTbl U yXe BO
BTOPYIO o4yepenb MOOKHYAETCS JIMYHO K KOHKPETHbIM CAeskam M neperoBopam (Kak
npaBuo, Korga peyb MAET O KPYMHbIX N CNOXHbIX KNNEHTax, rae 3KCnepTu3dbl 0OHOro
MeHepKepa Nno npogakam MOXKET oKa3aTbCsl HEAOCTATO4HO).

Ewe ogHa dyHKUMSA, KOTOPYO MOXET BbiNoNHATbL POl — 3TO agMUHUCTpPaTOp CUCTEMbI
CRM. B 60nblUnx KOMMNaHUAX O/ 3TOro sierye BblAeUTb OTAEIbHOr0 COTPYAHMKA, HO B
KOMMaHnsX Manoro u cpegHero 6usHeca oThesn Npogaxk 3a4acTyto COCTOUT BCEro u3
HECKOJbKMX YEN0BEK, 1 KaXKabi LOMNONHUTENbHbIN COTPYOAHNK B OTAENE HECET OLLYTUMYHO
HaHCOBYO Harpy3ky Ons KomnaHuu. A 3agadn, KoTopble [OOSKEH BbIMNOJHATb
agmuHucTpatop CRM (peyub MOEeT He O TEXHUYECKOM cCrneunannucTe, KOTOpbI cneguT 3a
paboToCnOCOBHOCTBIO CamMon NporpamMmbl), TPeOylT Kak pa3 BbICOKOrO YPOBHSA
KOMMETEHTHOCTN COTPYAHMKA, YynpaBAdaloWero npoueccomMm npogax. [Ona Toro 4tobbl
nerye O6blI0 MOHATb crneundunky AOaHHOW OO0SKHOCTM, Mbl MNPUBOOVMM OCHOBHbIE
dyHKUMOHaNbHble 0683aHHOCTU MeHeO)Kepa Mo npogaxkam, pyKoBoauTens oTtgena
npogax n agmmHuctpartopa CRM.

O6s3aHHOCTM MeHep)kepa No npogaxkam, pykoBoauTensa oTgena  npogax wu
agMuHucTpartopa CRM:

1. (DyHKLl,I/IOHaJ'IbeIe 0653aHHOCTM MeHe[P>Kepa no rnpoga>kam:

e OcyulecTBnsATbL paboTy No Npoaaxke KNMeHTaM KOMMaHu1 ee ToBapoB U YCIIyr.
e OcyLecTBNSATb NOVCK HOBbIX K/IMEHTOB.

° KOHch'IbTI/IpOBaTb KJIMEHTOB MO NOObLIM BXOOALLNM 06pau.|,eH|/|s:|M, nepeknyasa nx
B Cliydae HeOGXO,EI,I/IMOCTVI Ha gpyrme otnaesbl Oond rpenocraBrieHnda 6onee TOYHOW
KOHCYJIbTaunn.
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e 3anonHatb KapTO4YKU KITMEHTOB B CRM cornacHo YCTaHOBJIEHHbLIM MpaBnJ1aM.

e KOHTponMpoBaTb CBOEBPEMEHHYIO oOnnaTy 3akasuynMkamy TOBapoB W ycnyr
KOMMaHuK. BecTu paboTy, HanpaBfeHHYl0 Ha noraweHne OebuTopcKom
3a00/TKEHHOCTMW.

° CTI/IMyJ'II/IpOBaTb KJIMEHTOB [eNiaTb NOBTOPHbIE 3aKa3bl.

e CocTaBnatb n chaBaTb yCTaHOBJ1EHHbIE KOMMaHWen OT4ETbI pykoBOOUTESHO OTAENa
npogax B yCTaHOBJIEHHOE BpPEMHA.

2. CDyHKLI,I/IOHaJ'IbeIe 0653aHHOCTU pykoBoaAuUTESNIA OTAEa Npoaax:

° OcyLLl,eCTBJ'IFITb pa60Ty ynpasJieHNIO OoTAe/ IOM Npoda>k, BKJ/IHOYasA riaHnpoBaHmne
OoedaTesibHOCTM W pe3ysibTaTtoB oTAoena, penermposaHme 3agad4 CoTpyaoHUKam
otgena, MoTmBauuMOHHbIE UHMUMATUBbI U aHalI3 U KOHTPOJ1b SCbeeKTI/IBHOCTI/I
noedaTesibHOCTW oTaeNna npogax.

° |/|HVIL|,I/II/IpOBaTb, cornacoebiBatb N KOHTPOJIMPOBaTb 3aryckK npoeKToB U pa6oq|/|x
NMHNUMaTMB B pPaMKax oTAesia npogax, HarnpaB/ieHHbIX Ha pa3BUTne bun3Heca
KOMMaHunn, ysenndyeHme KJIMEeHTCKON 6a3bl 1 MOBbILWEHNE I'IpVI6bIJ'IbHOCTVI pa6OTbI
oTaesna npoaaxK n KomnaHmm B LESTOM.

e KoOHTponMpoBaTb onepauroHHyt0 paboTy COTPYAHMKOB OTAENa, BbINOSHEHE MU
AOJKHOCTHBIX UHCTPYKLUMIA U (DYHKLMOHABbHBIX 06513aHHOCTEN.

e [lpoBoaAWTbL perynsipHble MeponpuATUS OTAena npoaax (CobpaHus, niaHepKuy).

e (O6yyaTb W HacTaBnATb COTPYOHWKOB OTAENa, CnocobCTBOBaTb POCTY UX
npodgeccnoHanbHOM Keanuukawmn.

e [lomoratb COTpyOHMKaM oOoTAena pewatb nobble HeCTaHOapTHblE W CJIOXXHble
cuntyaumnnm BO B3aMMOOTHOWIEHUAX C KiMeHTaMun KoMmMhaHun wuin COoTpyaoHNKaMun
apyrnx otoenos.

e Cnegntb 3a akTuBHOW K addekTuBHON paboTon coTpygHukos otaena B CRM,
NpenocTaBNAaATb COTPYOHUKAM OTAENa CBOEBPEMEHHYIO 1 TOUHYIO 0OpaTHYO CBA3b
0 KayecTBe Mx paboTbl ¢ KneHTckom 6ason n CRM.

e (CBoeBpeMeHHO npepoctaBnaTb HR-oToeny 3anpocbl Ha MOUCK  HOBbIX
COTPYAOHUKOB B OTAEN NMpopaxk, B COOTBETCTBMM C YCTAHOBJIEHHbIMU B KOMMaHUW
npasunamn Habopa nepcoHana.

3. DyHKUMOHanbHble 06s3aHHOCTM agMUHUCTpaTopa CRM:
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o KOHTpOJ’Ib Hag Ka4deCTBOM I'IpOpa6OTKI/I BCEX TnpooaxX w npaBuJibHOCTbIO
pacCcTtaHOBKN TPUOPUTETOB COTPpyAHMKaMK oTAaes1a npogax (K npmnmMmepy,
KOJIN4ECTBO 3aBepLUeHHbIX N He3aBepPLWEHHbIX BOBpeEMA Oesl, 3adad no pa60Te C
KJTlo4EBLIMI KINMMEeHTaMn 1 coersikaMun, ycnewHoe rnpoxoxxgeHme caesiok no atanam
npoga>x n oTCyTCTBMe COEJIOK, HE NMpoaBUratoLLnXcA no BOPOHKE rlpo,u,a>|<).

° KOHTpOJ'Ib Had Ka4yeCTBOM I'IpOpa6OTKI/I BCEX KJTIOYEBbLIX KOHTpPAareHTosB.

e KOHTpONb BbLICOKONM pPe3ynbTaTMBHOCTM PaboTbl COTPYOHWKOB OTAena npoaax
(NpeobnapaHne pe3ynbTaTUBHbIX AeNCTBUIN Had 06blYHBIMY OENCTBUAMMN).

e PerynsipHas npoBepka KayecTBa pe3y/ibTaTUBHbIX 4eANCTBUIA COTPYLHUKOB OoTAeNa
npogax (K npuMepy, nNpochnylmBaHne TenedoHHbIX NEPEroBOPOB C KOYEBLIMU
K/IMEHTaMW, aHaNInM3 KapTo4veK KJIMEHTOB N NCTOPUN B3AUMOOTHOLLEHNSI C HUMN).

e Oprannsauus adekTnBHonm paboTbl COTPYAHMKOB oThena npogax c¢ CRM-
cuctemon. B TOM uncne:

e KoHTponb 3a pesynbTaTuBHON NPopaboTKoM NNL0B.

° KOHTpOJ'Ib 3a Ka4deCTBEeHHbIM 3arioJiHeHnemM coTpygHukKamMmm otaena npogax CRM-
CUCTEMDbI.

e YnpasneHne CRM-cuctemoi.

° PerynﬂpHoe COCTaBJ/ieHne 1 rnogadvya OTHETOB O rnpofdaxkax O/id pyKoBOOUTENA
oTaesna npoaaxk U pykosoacTtesa KOMMaHUN.

Kak BMAONM, OCHOBHbIE OO/KHOCTHbIE N (DYHKLUMOHAaNbHblE 06513aHHOCTY PYKOBOOUTENS
otaena npogax U agMuHucTtpatopa CRM u4acTMyHO nepecekarTcsd, MO3TOMY B
HebOoNbWNX KOMMaHUAX (MNK gaxe KpynHbIX upmax, B KOTOPbIX HET HEOOXOAUMOCTHN
co3fasaTb 60MbLION OTAEN NPOoAaXK) 3Ty POJSib MOXKET BbINOJIHATbL OAMH U TOT XKe YETOBEK.
B TO >Xe camoe Bpemsi, pasnnuma mexxagy obsi3aHHOCTAMM NpoaasLa (KoTopbii paboTaeT B
nepByto oyepenb c KNMeHTamu, O0roBopamu " onnaramu) n
pykoBoauTens/agMuHucTparTopa (KoTopbi paboTaeT ¢ npogasLamMm, KIMEHTCKON 6ason
n CRM) BecbMa CyLLLECTBEHHbIE, MO3TOMY HMKOr4a He CTOUT COBMeELLaThb 3TN 06A3aHHOCTI.

A Kak 6bITb B Cny4Yae, eCnn y otaena npogax HeT pykosoautens? VictuHa npocta. B aton
CcUTyauun pyKoBOAWTb MNPOLIECCOM NMpopax OyaeT BbiHY>XXAEH NM60 OUPEKTOP KOMMaHuW,
6o ee cobCTBeHHMK. [Mpogaxkm — CAUWKOM BaXKHbI MPOLECC KOMMaHWK, 4YTOObl
OCTaBUTb ero 6e3 O0JSI)KHOro YPOBHSI KOHTPOMSA 1 ynpasieHusi. BOT TOMbKO HY>XHO N
TpaTUTb AparoueHHOe BpeMsi Bnagesnbla KoMhaHun (Miv ee ANPeKTopa) Ha To, YTO MOXKET
AenaTtb YenoBek, KOTOPbI Creunanm3npyeTcsl MIMeHHO Ha ynpasneHne npogaxammn? Mol
PEKOMEHAYEM BCE e paccmaTtpuBaTb paboTy oTaena npodax Mo4 ynpasieHueMm
BblOE/IEHHOr0 PyKOBOAUTENS OTAeNa.
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Hek MCT aPPEKTVBHOIO oTae1a Npogark

[Ona Toro ytobbl BaM OblIO flerye MOHATb, HACKONbKO 3ddeKTBHO paboTaeT oTaen
npogax B Ballel KOMMaHUW, Mbl MOArOTOBW/IM CreLManbHY aHKeTY (YeK-NTUCT), KOTOPYHO
Bbl MOXKETE 3aMOJIHUTb CAMOCTOSATENBHO.

Kaxkabin N3 NyHKTOB aHKEeTbl Bbl MOXKETE OLEHUTb MO NATM6annbHON cuctemMe (rae oueHka
1 (ognH) 6ygoeT o3HavaTb, YTO OTBET Ha AaHHbIA BONPOC CKOpPee pe3Ko oTpuuaTesnbHbin (B
BalleM oThene npogax ata yHKUMSA OTCYTCTBYET UM He paboTaeT, a oueHka 5 (naTb)
6ygeT roeopuTb O TOM, YTO B BalleM OTAeNe NpogaX gaHHas yHKUMS peann3oBaHa u
paboTtaeT MakcumanbHo 3ddekTnBHO). B aHkete 20 BonpocoB. Takum o6pasom,
MakCUMarnbHbI pe3ynbTaT aHkeTupoBaHusa 6ypeT coctasnate 100 6annos wnm 100
NPOLEHTOB TOro, 4YTO Baw OTAEN nNpogaX MOCTPOeH U (PyHKUMOHMPYET Haumbonee
aheKkTBHLIM 0151 COBpeMeHHOro 6maHeca obpasom. MuHumanbHbin pedynbtart (20
6annos), 6yoeT o3HayaTb, YTO Ball OTAEN nMpogaXk paboTaeT Ha AOCTATOYHO HU3KOM
ypoBHe 3(hHEKTUBHOCTN 1 €ro cnenyeT Kak MOXHO CKOpee peopraHn3oBaTb U UIBMEHUTb
noaxoapl K pabore.
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EcTb nn B oTOene npogaxk onucaHne NpoayKToB UM YCAyr, KOTopble
1 NPOAaeT KOMMNaHWs: CKOMbKO X, Kakne npobnembl OHU peLLatoT, ANs
Kakom ayoutopun npegHasHa4veHbl?

VimeeTcs nn y KOMNaHuy nosnHas KiveHTckas 6a3a B KakoM-1mbo
npPOrpaMMHOM MpPOOYKTE, KOTOPbIN XPaHUT UCTOPUIO O MOKYyMnKax-
nmpax, 1 MO3BOJISET CerMeHTupoBaTb 6azy Mo  pasnnyHbIM

2 Kputepusim (reorpacus, gata BHeceHuss B 6a3y, UCTOYHUK/KaHan
OAaHHOro KOHTaKTa, fara nocnegHee KOHTakTa/MoKyrnku, KOJIM4ecTBo
1 CYMMbl COBEpPLUEHHbIX MOKYMNOK, LTV knveHTa (06Lwasa noTpayeHHas
cymma)?

Ectb nn B oTgoene npopax cpaBHUTENbHas Tabnvua OCHOBHbIX
KOHKYPEHTOB: OMMCaHue MX NpoAyKToB, CPaBHEHME CTOMMOCTM CO
CTOMMOCTbIO MPOAYKTOB KOMMaHuW, MNpoyne CpaBHUTENbHbIE
XapaKTepucTUKn?

Ectb nn Yy COpr,D,HVIKOB oTaena npoaax Ao/I>KHOCTHbIe VIHCprKLl,I/IVI
4 nnn OMNMNCaHHbIe n nognmncaHHble MU beHKLl,I/IOHaJ'IbeIe
o6s3aHHOCTN?

BbINONHSAOT NN COTPYAHUKN OTAENa Npofax Kakune-nnbo dyHKLmK,
KpOMe KOMMYHMKaLUKN C KIIMEHTaAMW C LieNblo Npoaaxm?

CywiecTByeT nu cuctemMa Halnma nepcoHana npopax (ctaHpapT
6 onncaHms BakaHcui/npoueaypsbl WHTEPBbLI/NCTOYHNKN
pPeKpyTUHra)?

CyLiecTByeT M cuctema obyyeHUs 1 aganTauum HOBUYKOB oTaena
npopax: BUOEOYPOKM MO MnpogyktaMm W npogaxkam, nporpamma
afjanTtaumm WAM HacTaBHMYECTBA, XPOHOMETPaXK MepBbiX pabounx
OHen HoBOro npopasua?

MpoBoguTcs N cucTemaTnyeckas aTtTecTauus nepcoHana npoaax
nmbo niobas gpyras NpoBepka COOTBETCTBUSA COTPYOHMKOB oThena
npogaxk npodeccnoHanbHbiM U JINYHOCTHbIM  TPebGOoBaHUSAM
KomMnaHum?

BHeopeHbl v B OTAene npopjax HopMaTuBbl WHTEHCMBHOCTU
(HanpuMep, KOAMYECTBO 3BOHKOB WM JINYHBLIX BCTPEY, KOIMYECTBO

9 OTNPaB/ieHHbIX KOMMEPYECKMX MNpennioXeHun, u T1.4.) oSas
MEHeO)XepOB MO  Mpogaxam,  KOoTopble  CUCTEMATUYECKM
KOHTPONIMPYIOTCS PyKOBOAMTENEM?

3HatoT nn MeHe[O>Xepbl Mo npoga>kamMm 3T HopMaTuBbl U BITNAKOT JN

10
OHUM Ha X MofeNb BO3HArpaXkaeHus?

EcTb fin y oTgena npogax obLume 1 nHaMBUOYyasbHble nnaHbl NPoaax

11 .
Kaxkabli mecsu?
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12

13

14

15

16

17

18

19

20

PerynsapHo nv BbINOJIHAOTCS UM NEPEBLINOJIHAIOTCSA Takue niaHbl?
YcTaHoBneHa 11 B komnaHum cuctema CRM?

Bepetca nu Bca paboTta C KNMeHTamu (KOMMyHMKauusi B no4dte/no
TenedoHy/undpoBbIX KaHanax KoMMyHukawmm) ns CRM?

lMpoBogATca nNu B OTAene npoAax perynsipHble cobpaHus Ons
obCcy>XOeHUs TeKyLLEen CUTyaLnn 1 NOBbIWEHNS] KayecTBa paboTbl?

MpoBoguT N pykoBoaUTENb OTAENa NPOAaX PerynsipHbIi aHanms
KayecTBa 06LLEHNS MEHeO)KepOoB C KneHTamu (MoTeHumanbHbIMK 1
CYLLECTBYIOLLUMMK), TOCNe KOTOpOro paetr obpaTHyio CBA3b
MeHe>kepam no npogaxam?

CywecTtByloT M B OTAe/le MNpogaXx CTaHgapTbl BeneHus
NneperoBopoB, CKPUMTbl U peyeBble MOOy/M AN pasHbiX 3TaroBs
npogax?

CywectByeT nvM B OTOeNe npojax cuctema obydveHus wunu
noBbilWeHMs  KBanuduvkaumm OeNCTBYIOLUX  MEHeO)KepoB Mo
npogaxam?

CywectByeT N1 B oOTOene npogax CcucrtemMa MatepuasibHON
MOTMBaLMK, y4nTbiBatoLLaa 6onee Yem ofvH nokasartesb (Hanpumep,
Ba/IOBYIO BbIPY4KYy) 019 HaYUCNEHUSI MEPEMEHHON COCTaBMSIOLLEN
MeHeO>Kepy no npogaxam?

CywecTtByeT N B OTAene nNpogax CUCTEMa HemaTepuasbHON
MOTMBaLUN (PEUTUHIU, OUMNIOMbI, MOOLLPEHNS)?

WUtoro [MogcunTtanTte Balln OLEHKN

MTaK, Ha CKOMbKO NPOLEHTOB adeKTUBHOCTN paboTaeT Baw oTaen npogax?
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(naBa 2. Co3paHune otaena npogax: Habop, obyveHmne m
apjanTtaumsa NnpoaaBLLOB.

OTa rnaea nocss LeHa:

1. Laram, KoTopble HY>KHO caenatb, YTobbl CO3aaTh OTAEN NPOoLaX.
2. [paBunam Habopa MeHeaXXepoB No Npoaaxkam Ha paboTy.

3. CospgaHuto nporpammbl 06y4YeHUsI M apanTauMyM HOBbIX COTPYOHWKOB OTAena
npoaax.

Bo3moxxHO, B Balwlen KOMMnaHuu paHblue He 6bino oTaena npojax. ATy (MYHKLUMIO MOr
BbIMOJSIHATbL KaKOW-TO OTAENbHbIA CNeunanicT uam Xe oHa morna ObiTb pacnpepeneHa
MeXay COTpygHuKamm [Opyrux penaptameHToB. bbiBaeT paxe, 4to npopakammu
NPUXOOUTCH 3aHMMaTbCS HEMOCPELCTBEHHO ANPEKTOPY UMK COBCTBEHHUKY NPeanpuaTus.
Ho Bpems ngeTt, n 310 Bpems ctouT aeHer. [lenernposatb PyHKLNIO NPOAAXK creunanbHO
0Oy4yeHHbIM npodeccnoHanam OKas3blBaeTCA Ha MOBEPKY ropas3fgo BbIrOAHEE, YeMm
NbiITaTbCs AenaTb 3TO CunamMu cambiX AOPOrocTosAWMX Ngen B KOMnaHuu (Ton-
MeHeO>KepoB).

M BbI pewnnn co3gartb oTaes nponax.

Mospopaensiem Bac! Takoe pelleHne camo no cebe sBAsieTCa NepBbiM Warom Ha nyTn K
cepbe3HoMy pocTy Bawero 6usHeca! OgHako Kak «He HanomaTb ApPOB», a NMOCTPOUTb
nencTBuTensHo  adppekTmBHYO  OM3Hec-eouHULy, KoTopas OydeT  NpUHOCUTL
NPeanpuUsTUO KIIMEHTOB, AeHbIV, NPUbbLINL?

[nsa aTOro crnenyeT NpUOEPXXUBaTbCH CNeayoLINX LWaros:
1. PaspaboTtaTb hyHKLUMOHasbHbIe 063aHHOCTU O NPOAABLOB.

B npeobioyliet rnaBe Mbl Oann KpaTKoe onucaHue Kio4deBblX (MYHKLUNOHaNbHbIX
0653aHHOCTEN MeHeaykepa Mo npoaaxkam, KOTopble AONKHbI ObiTb aaanTupoBaHbl Mof,
Ball 6u3Hec. Bam npuoetcsa yyecTb, Kakue TuMbl NPOAaXk MPUMEHSIOTCS B Ballei
KOMMaHUM, N Kakue pasivmuma u crneuvanisauus npopasBLoB NOTpebyoTca B Ballem
cnyyae.

2. YTBepAWTb OpraHn3auNoHHY CTPYKTYpY 6yayLuero otaena npoaax.
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e Hy>XHO 6yfeT NpUHATb pelleHne: KTo ByaeT pyKoBoaUTb AaHHbIM OTAENOM — OOUH
N3 MNpPOAaBLOB, BblAENEHHbI pykoBoauTenb otaena npopax (POMM), nnm aTta
hyHKUMA ByaeT Ha NepBbIX Nopax AenernpoBaHa KoOMy-To U3 60/1e€ BbILLECTOSLLENO
pyKoBOACTBa (Hanpumep, HENoCPeACTBEHHO AMPEKTOPY, NM60 KOMMEPYECKOMY

ONPEKTOPY).

e BaxHo O6ymeT Takxke Yy4yecTb cneuudurky nepBoro nyHKTa (pyHKUMOHasbHbIE
06513aHHOCTI NPOAABLIOB) — 1 B ClyYae creumannsaummn pasfinyHbiX COTPYAHNKOB
Ha pasu4YHbIX TUNax npopax (MpsiMble/HenpsiMble, aKTUBHbIE/NACCUBHbIE,
TPaH3aKLUMOHHbIE/KOHCYIbTaUNOHHbIE,  HOBbIE/MOBTOPHbIE)  Y4ecTb 3TO B
OpraHn3auyoHHON CTPYKTYpE.

e Takxxe NoHagobUTCs y4eCTb U Opyrne oCO6eHHOCTU NMpodak B BalLen KOMMaHUM
(pacnpepgeneHne mexny npodaBuaMy KIMEHTOB MO TOBApPHbIM KaTeropusw,
pasmepam 6usHeca nnu reorpadunyeckomy akTopy).

e U, yTOo TOXeE BaXKHO, 3apaHee onpepnesintb CBA3N oTaesia rnpogaXk C Apyrumm
otoesnamMmn, C KOTOPbIMK MNMpUOETCA B3aMO4eNCTBOBaTb — 6yxrar|Tep|/|;|, oTtaoersn
MapkKeTuHra, oTaesibl JIOTCTUKKN, WNHXEeHEePHO-TEXHUYECKNE noapasnesieHns,
CKnapgbl, n Tak gasnee.

° HeO6XO,D,I/IMO cornacoeartb pacripegeneHne OTBETCTBEHHOCTU W NOHOMOYUNI
MeXxnay pykoBoguTesieM oTaena npoaaxx (KaK M KOMY OH MOXEeT OTAaaBaTb
pacnops>xXeHna wuin B KakKOM MNopAaake penartb 3anp00b|) n coTpygHmKamMmm wu
pykoBOOANTENAMU MPOYNX CTPYKTYPHbIX no,qpas,u,eneHvu?l Ballero npeanpunAaTng.

3. Onpepenutbcsi ¢ paboyrm MHTEpPdENCoM ans npoaasLa.
e Kakue nporpammbl 6yaeT ncrnonb3oBaTh Ball Npoaasel, Afsi paboTbl C KIMeHTamMmn?

e B kakom npoaykTe 6yoeT XpaHuUTbCA MHDOPMaLMS O KITMEHTCKON 6a3e KOMMaHuu,
OOCTynHas ons npopasBua (6e3 BO3SMOXHOCTM ckadaTtb €€ n yntn pabotaTtb K
KOHKypeHTam)?

e Kaknm obpasom MeHepkep 6yaeT dukcupoBaTb UCTOPUIO CBOMX KOHTAKTOB U
B3aMOOTHOLLUEHUIN C 3aKa3ymkamm?

[ecatb neT Hasag MHOrvMe KOMMaHuu WCnonb3oBann nonsa paboTbl MEHeOXKepoB MO
npogaxkam obbl4yHble NporpamMmMHble oducHble nakeTsbl (MS Office, kak camblil N3BECTHbIN
npuMep), 4yTb MO3XEe Hayanu genatb TOXKe camMoe B 06/ayHbIX peleHnsax (Takmx, Kak
Google Docs). 310 monycTrMO, HO CYLLIECTBEHHO MOHMXXAET BOSMOXKHOCTW Ballero otaena
NpoAaXk B COBPEMEHHbIX YCINOBUSIX — YyTb MO3>KE Mbl OOBACHUM, NOYEMY.

CerogHst Bce 6onblue 1 6onblue npegnpusatuii HaumHaeT nepesoauTb 100 npoueHToB
cBomx npopasuoB Ha paboty B cuctemax CRM (Customer Relationship Management),
NO3BOMAIOLLMX OpraHM3oBaTb Mpo3padHoe (oNa pykoBoacTBa) M addekTmBHOE (o5
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I'IpO,D,aBLLa) B3aMOOENCTBME CO BCEMU TuNamMn KIMEHTOB (I'IOTeHLI,I/IaJ'IbeIMI/I n
CyLecTByrOLWLNMN, HOBbIMU N PerynapHbIMU. KPYTHbIMA U HGGOJ’IbIJJI/IMI/I).

C CRM cucrtemamm OOCTaTO4YHO Jierko MHTEerpupoBatb 60/bLIOE KONMMNYECTBO apyrux
nporpamMmmMHbIX NMPOAYKTOB:

e TenedOHUIO N INEKTPOHHYIO MOYTY,
e Mporpammbl AJisi BbICTaB/IEHNSI CYETOB U NOyYeHUsi onnaT OT KJINEHTOB,
e IPynMnoBoi paboTbl C AOKYMEHTaMM

®* |1 MHOIMoe MHoroe gpyroe, o 4emM Mbl NOroBopuM B OTOENbHOW rnase, NOCBSLLLEHHON
CRM.

>KenatenbHo, 4To6bl HOBblE COTPYAHMKM OTAeNa nNpoAax HauvHanm paboTy B rOTOBOM
COBpPEMEHHOM  UHTepdelice, KOTOpbli U  pyKoBoguTensm  OydeT  HarnsgHo
OEMOHCTpUpoBaTh 3PHEKTUBHOCTb (UM HE3(EKTMBHOCTL) UX paboTbl, U camum
npofaBLaM [acT BO3MOXHOCTb 4Yalle M npolle [obuBaTbCsi 3aktouYeHUss caenok. B
yeTBepTON rnaee aTol KH1MM npoaaxk Mbl NpeacTaByMM BalleMy BHUMAHMIO COBPEMEHHYHO
N NHHOBaLMOHHY0 Butprnkc24.CRM, KoTopyto Ball OTAEeN NPOLaXX CMOXET NIerko U
6bICTPO BKJIOUNUTL — 1 HaYaTb NpoaasaTtb 3 HEKTUBHEE.

4. CocTaBuUTb TEKCTbl BaKkaHCU O/ NOTEHUMaNbHbIX COTPYOHMKOB OTAena npogax, u
onpenennuTbcs C KaHanamm noucka paboTbl (MHTEPHET-MopTasbl MO MOUCKY pPaboThl,
PEKPYTUHIOBblE areHTCTBa, bupxka Tpyaa, u T.4.). Cornacosartb nNpasuia cobecenoBaHns
HOBMYKOB 1 OTBETCTBEHHbIX NNL, 3a HA6OP 1 NPUEM B LITAT — OObIYHO 3TY POJIb BbIMNONHAET
POI1, BmecTe ¢ HR-genaptameHTOM.

5. CoctaBuTb NpaBnaa NPOXOXXAEHNS UCNbITATENIbHOMO CPOKa 1 NporpamMmmMy obyyeHus u
afjanTaumm HOBbIX COTPYOHUKOB. OTOT MYHKT OTCYTCTBYET AaXe Y MNoOaBnsoLEro
60MbWMHCTBA KOMMaHUN, KOTOPble AOCTAaTOYHO AABHO HAa PbIHKE, N B KOTOPbIX OTAENbI
npogax paboTatoT He nepsbin rod. lNoyemy-To cumTaeTcs, 4YTO npopasel, Mbo yxe
OOMMKeH 6biTb ChOPMMPOBAHHON «3BE3A0WN», CNOCOOHON NpogaBaTb YTO YrOAHO KOMY
YyrogHoO — Nnbo XXe 3TO Takas nerkasi cneynanbHOCTb, OCBOUTb KOTOPYIO CMOXKET to6om
>Xenarowmn, 6b1n1o 6kl xxenaHne. HoBnykos «6pocatoT B 60» C NepBbIX XXe pabounx gHeN,
He yOenstoT OOCTAaTOYHOrO BHMMaHus nepuogy ux agantauum B KOMMaHWK, OCBOEHUIO
HaBbIKOB paboTbl Ha cCrneunann3npoBaHHbIM pPbIHKE, CO cneundunyeckumn (nopom —
HEe3HaKOMbIMW) NPOAYKTaMUN AN yCAyraMin, a NOTOM YOMBISIOTCH, NOYEMY XKe Tak Maso U3
HUX NPOXOANT UCMbITATENbHbIN CPOK N NOKa3bIBAET MaNo-MasibCKM XOpoLUne pesynbtaThl
NPOAaX B NEPBbLIN rof cBoen paboThbl.
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6. PaspaboTtaTb 1 yTBEpOUTb CUCTEMY MaTepuanbHOro U HeMaTepuasibHOro NoOoLLPeHUs!
COTPYOHMKOB oTaena npopgax. Camoe NpocToe, YTO MOXET caenaTtb BlageneL, KoMnaHum
— 9TO HasHauMTb npogaBuam JMbo MOCTOsIHHbIE OKnamdbl, 6O [OOCTAaTOYHO
PacnpOCTPaAHEHHYID CUCTEMY BO3HArpaXkAeHUo «CTaBka MC MNpPouUeHT». [lepBbil
npumep — Hanbonee HeyaayHbIn, MOCKOJIbKY HUKAK He 6yaeT MOTMBUPOBAaTb MEHEOKEPOB
no npopaxkam AobuBaTbCsa XOTb KaKMX-TO pe3ysibTaToB B paboTe. BTopon — Kak Mbl yXKe
ckasanu, Hanbonee pacnpoCTPaHEeHHbIN, HO He OoNTMMasbHbIN. [MoscHUM: ecnu Npoaasel
nosly4aeT OQVHAKOBbIV MPOLLEHT NPU AOCTMXKEHUN aBCOSIOTHO N06Oro pesynbTara, To emy
6yneT abCoNMOTHO HEBAXKHO, OOCTUrAET NI KOMMaHUSA MMaHOBbIX NnokKasaTenemn, Uan HeT,
3aKJ/Il0YaEeT NN OH KOHTPaKTbl MO MaKCuUMasbHOW CTOUMOCTU, UK Xe, HAaobopoT, paau
cOesnioK npenocTaBnseT MakcumanbHble ckuoku. MNoagpobHee o cuctemax MoTMBauun ons
oThena npopaxk Mbl MOroBOPVIM B BOCbMO flaBe, KOTOpasi MOSTHOCTbIO OyAeT NocBsiLeHa
WMEHHO 3TOMY BOMPOCY.

7. YTBEpanTb cucteMy (OUHAHCOBOW U OPUONYECKON AUCUMMNANHBI ONS NPOAaBLOB —
Kakne OOKYMEHTbl HY>XHO COrfacoBbiBaTb 00 3aK/IlOYEeHUS COENKWU, U C KeM, Kakum
06pas3oM NprHMUMAaTb OnnaTthbl OT K/TIMEHTOB, Kak 1 KeM 3TX onnaThl 6yayT NoATBEPXAATLCS
(4TOObI HE NPUXOANIOCE «BEPUTL Ha C/IOBO» NMOKYyNaTensM), YTo aenatb, ec/v nokynartenb
ocTancsa [OO/MKEeH KOoMMaHun (BO3HMKNA aOebutopckass 3ad0/iKeHHOCTb  13-3a
BO3MOXXHOCTEN MO pacCcpoyKke nnarTexen, Hanpumep), a TakXke KakK MocTynaTb, ecru
3aKas4unK He[JOBOJIEH M XOUYET BEPHYTb AeHbIM. OTON TeMe TakXXe NOoCBsALleHa oTaeNbHas,
nessATas rnasa KHurv npogax.

Ecnu Bbl NOAroToBUM BCE BbIlIENepeUncieHHble NMyHKTbl — NO3apaB/iseM Bac ABaXkabl, Bbl
NpakTU4ecKM roToBbl K Hayany paboTbl oTaena npopax! Ecnv Baw oTgoen npogax yxke
paboTaeT Kakoe-TO BpeMsl, HO Bbl pellnsii NpoBepuUTb Cebs, nepednTanTe elle pas aTu
MYHKTbI, 1 B3BECbTE, BCE /I NpaBu/ibHO paboTaeT B Ballem 6usHece?

Ecnn Bbl He yBepeHbl B TOM, KaK KOro HabupaTb B OTAeN npogax, XoTuTe nsbexartb
OLLUMGOK Ha 3TOM 3Tarne, U NPOBOAUTb KAYeCTBEHHbIN 0TOOP KaHOMAATOB 1 ahheKTUBHbIE
cobecenoBaHMs — TO MpoyuTanNTe pPeKoOMeHOyeMble MpaBuna oTbopa KaHAMOaToB U
NPOXOXXOEHNS UHTEPBbLIO, KOTOPbIE Mbl MOArOTOBUIM ANS HALWIUX YaTaTeNnen:

[MonHUMNBbI HAbopPa HOBbLIX NMPOAABLOB B OTAE NPOOaK

[ns Toro 4yTo6bl BbIbpaTh Hanbonee NOAXOAALMX KAaHOMAATOB Ha NO3ULMIO MeHepyKepa
(cneumanucTa) No NpogaXkam, PyKOBOOUTENO PEKOMEHOYETCS Y4uTbiBaTb CrnegyloLme
hakTopbl:

1. MNpwn n3yyeHnn pestome:
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1.1. Victopunsa kapbepsbl

Heobxoammo npoaHannanpoBaTb NpodeccnoHanbHbIi onbIT KaHanaata. Ecnv kaHonpat
nepexogun un3 cdepbl nNpoAax B MNPOLECcCHble Buabl AesATeNbHOCTU ((DUHAHCOBbLIN
MEHEOPKMEHT, VHXWHUPWHI, TEXHUYEecKas nogaep>kka M T.n.), BMoSHE BO3MOXHO, €ro
KOMMeTEHUMM NpodasBua XpomaroT, MMbo OH HegoCTaTOYHO MOTUMBMPOBAH Ha pPaboTy B
cthepe npopax, wnM, BO3MOXHO, OPWEHTMPOBaAH Ha MPOLECC, YTO SB/SIETCS
HeOonyCTUMbIM 01151 Pe3dy/ibTaTUBHOrO MeHemxXepa no npogaxam. Hy>XHO BbISICHUTb
NPUYNHBI CTONb KapAuHanbHbIX NEPEMEH B €ro Kapbepe Ha cobecenoBaHun U caoenaTb
npaBusibHble BbIBOAbI, MO0 W3HA4YanbHO He npurnawartb Takux KaHOuOaToB Ha
cobecenoBaHus.

1.2. YacToTa cmeHbl paboTogarens

Kak npaBuio, XOpoLlui «MNPOAaXKHUK» MOTUBMPOBaAH Ha OeHbrM U pesynbTaT, HOo, K
coxkasieHuto, He Bcerga cuctema MoTuBauumn ois otaena npoaax ABNsaeTcs npo3payHon,
MOHATHON 1 crnpaBenMBon. B ycnoBusix HeamekBaTHOM MOTMBaUUU MeHeoxkep Mo
npogaxam «neperopaeT», Kak MpaBuo, yepes rog-nontopa paboTbl. Bo3MOXHbI U
Opyrne OOBbEKTUBHbIE MPUYUHLI CMeHbl paboTogartens, NO3TOMY BMOCAEACTBAM Ha
cobecenoBaHnM BaxXHO 6yOeT AOCKOHANIbHO BbIACHWUTb, MOYeMy KaHauaaT MeHsn paboTy.
MpoeanbHbIn kaHauaaTt no npogaxkam OyaeT MMeTb B Pe3toMe He MeHee [BYyX KOMMaHui, B
KOTOPbIX BbICTYMNas MpoAaBLOM, CO CTaXem paboTbl B TaKUX KOMMaHUSAX He MeHee
nonyTtopa-gByx net. Ecnu y kaHgupata B MOC/Y)XHOM CrMUCKe 4acTble nepexodbl u3
KOMMaHUN B KOMMaHMIO CO CTaxkeM paboTbl MO HECKOJIbKO MECSLEB, He PEKOMEHOYeTCS
npurnalleHne Takoro kaHanaara Ha cobecenoBaHume.

1.3. Hannune moTtmBaumMoHHOro nucbma

Bonbwum nnocom Ons noTeHumanbHOro kaHaupata 6ygoeT O3HaKoMileHWe C Balleln
KOMMaHuen 1 eé npoaykumen elle 0o cobecenoBaHUsl, U N3NOXEHNE CBOEro BUOEHUS
npogax a3TOro NpoayKTa, WM CBOEN 3anHTepecoBaHHOCTM B paboTe C npopakamu
OaHHOro NpoayKTa.

2. Ha cobecepoBaHuu:

2.1. YpoBeHb npeaplaywmnx pabotogartenen.

PeKOMeH,D,yeTCFI 3adaTtb KaHOnOaTy BOMPOCHI:
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e YucneHHocTb KOMNaHun-paboTopaTens (ecnv pabotopatenel 6b110 HECKOLKO, TO
PEKOMEHAYETCSI PacCrnpocuUTb O ABYX-Tpex nocnepHux). Ecnu kangupat paboTtan
NPEMMYLLECTBEHHO B KPYMHbIX OpraHM3auusX, eMy MOXET OKa3aTbCsl «CKYyYHO»
paboTaTb B HEGO/bLUOW KOMMaHUN.

e YpoBeHb knueHToB. JIMP (nuua, npuHUMarowme peleHus), C KOTOPbIMA OH
obwanca paHee. 3Qecb ONbIT PaboTbl B KPYMHbIX KOMMAHMNSAX MOXET OKa3aTbCs
NPEMMYLLECTBOM, TaK KakK Takue opraHm3aumm OpUEHTUPOBAaHbl Ha OLLYTUMble
(hbnHaHCcoBble pe3y/bTaTbl U NpUBEYEHNEe KPYMHbIX KNHOYEBbLIX KITMEHTOB, NO3TOMY
«NPOAKHNKM» TaM CUSibHEE N onbiTHee. KOHEYHO, BbIBAlOT NCKIOYEHNS, B 3TOM
chnyyae Hy>KHO aHanM3npoBaTb 06BbEMbI NPOAAK KaHanaaTa B paMmkax TOm U MHOWN
KOMMaHuN.

KntoueBo pekoMeHAyeMbli BOMPOC: rOTOBblI /X Bbl paboTatb C 60AbLUNM
KONNYeCTBOM MOTeHUMaNbHbIX KJINEHTOB C HEeBbICOKUM CPeAHUM YeKOM CAesKu,
WA Npeanoyn 6bl HECKONbKO MOTeHUMaNbHbIX KANEHTOB C KPYMHbIM pPasmMepom
caenok?

2.2. AjekBaTHada camooLieHKka

JTOT  KpUTEpWU  BbIpaxaeTcds B  CTOMMOCTW  KaHAwuAaTa, B YpPOBHe ero
3apnnaTHbIX OXUAaHWM. Ecin meHexep Mo npojaxam XxoyeT 3apabaTtbiBaTb
150-200 TbiCcAY TeHre (B 3aBUCMMOCTWN OT PerrvioHa, KOHeYHO Xe) - 3HaUUT, 3TO He
MeHeZxXep Mo npojaxam. Ecnm MeHegxep Mo npojaxam OXunjaeT exemecayHoe
dnHaHcoBoe BO3HarpaxgeHve B pa3mepe 1 800 000 TeHre- 370 /M6O
reHnanbHbl MeHezXep MO Mpodaxam (TakMx o4YeHb Masio), NMb0 HeajekBaTHbIN
yenoBeK.

Kak MoHsATb, HAaCKONbKO aZilekBaTHa CaMooLeHKa KaHAnAaTa? BaxHO BbISICHUTL ABa
MOMEHTa:

1. Ckonbko KaHanaat 3apabaTbiBasn Ha NpeablayLeM Mecte paboTbl. Bo3aMoXHO, ero
poxop 6bin 630K K CyMMe, YKa3aHHOW M B pe3tome, Toraa BONpOCOB HET, BCe BMOJSIHE
06bsicHMMO. OnATb Xe: ecnv KaHauaaT He NpuyKpalumBaeT AeNCTBUTENBHOCTb. ITO
MO>XHO MPOBEPUTbL, MOCMOTPEB BakaHCUN KOMMNaHMK, B KOTOPbIX paboTan kaHauaaTt v
YyPOBeHb onaThl faHHbIX BakaHCcKI, Mn6o NonpocuTb Y KaHanaaTa cnpasKy, eCN ero
[A0X0[ Ha NpoLwsioM MecTe paboTbl 6bi1 ohrLManbHbIM.

2. BaxkHO Tak>ke yTOUHATb OXXuaaHusa KaHgmngara no nponopumm oknag —6oHycHas
cocTasnsawowan goxoga. Ecnn kaHgyupoart Ha3biBaeT CyMMy OKnaga, kotopasi 6nmaka K
OXXNOaeMOMy UM YPOBHIO 4oXxo4a —3TO NJIOXon nokasartenb. JTlobon meHenykep no
npogaxkam Xo4eT 3apabaTbiBaTb, NO3TOMY OH ByAeT NpuBA3bIBaTb CBOW A0X04, K
npoueHTam OoT npoaax. B npouecce cobeceqoBaHnst BaXKHO NMOHATb, OPUEHTUPOBAH
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KaHOongat Ha okKrnag Wi rotoB npumBdA3atb CBOeE CbI/IHaHCOBoe BO3HarpaxpgeHme K
OOCTUTHYTbIM pe3yJibTaTtaM.

CTounT OTMETUTL CNnenyoLWnii HeraTuBHbIN (hakTop NPY OLEHKe KaHguaara: ecnm kaHgugat
O3BYy4YMBaET CYMMYy CBOMX EXEMECSIYHbIX pPacxXodoB, 3TO MOXET roBopuTb 06 ero
MHMAHTUIBHOCTU 1 NACCUBHON XXN3HEHHOW NO3ULIN.

KntoueBon peKOMeH,EI,yeMbII‘fl BOrMpoC KaHangaTty: BaM yOaeTcCcsd Sapa6aTbIBaTb CTOJ1bKO,
CKOJ1bKO Bbl 3acr|y>|<|/|BaeTe?

2.3. HaBblkn camonpeseHTauum

OTOT BONpoc TpebyeT TLiaTelbHOro 1 BCECTOPOHHEro paccMoTpeHus. C 0gHOWN CTOPOHBI,
€CnM KaHauaat MOXeT cebsi rpamMOTHO MO3MLUMOHMPOBATb, Oe3yCloBHO, SABNSETCA
nnocom. Ho Heob6xoaumMo NMoHuMaTh, YTO KaHaMaaT MOr MPOCTO TllaTeslbHbIM 06pa3oM
noaroToBUTLCSA K cobecedoBaHnio, UM NOCETUTb JOCTAaTOUYHOE UX KOIMYECTBO, Npexxae
yeM nNpunTK K Bam. C Opyroi CTOpOHbI, Hy>KHO He 3abbiBaTb O TOM, YTO cobecefoBaHVe —
370, KaK NpaBuo, CTpecc ANs KaHauaaTa, B CBSA3M C 3TUM, OH He Bceraa MOXeT 6J1eCHYTb
ApKon camonpeseHTauuein. [MoaTomMy B npoLiecce OTBETOB KaHAuaaTa B 60/bLLUEN CTENEHN
cnegyet obpaTtuTb BHUMaHWE Ha CTPYKTYPUPOBaAHHOCTb U MOCNenoBaTeslbHOCTb
noBecTBoBaHusA. Kak HeraTuBHble (hakTopbl crieayeT paccmatpuBaTb MHOMOYMCIIEHHbIE
OTCTYNJIEHUS, yXoObl OT OTBETOB, MaHepy OTBedaTb BOMPOCOM Ha BOMPOC, 4Yepecuyp
OO, HACILLEHHbI MHOrOYMCNEHHBIMU OeTaNsAMK1, paccKas.

KniouyeBon pekomeHayemMbii Bonpoc KaHauaaty: lodyemy Bbl 3auMHTepecoBa/UChb
MMEHHO HalMM NpeasioXXeHnem o paéore?

2.4. YBEepeHHOCTb B CBOUX Cunax

YcnelHbI «NpoaaXkHUK» MOJNTOH YBEPEHHOCTM B cBoux cunax. OH npopasar, NnponaeT u
OyOoeT npopasaTtb, Y HEro, Kak npaBuiio, HET HeraTUBHOIrO OMbiTa MPodax, OH roTOB
cnpaBuTbCA C /06O HecTaHOApTHOM cuTyauuen, B ero bOaraxe ecTb BCe, 4TO
HeobxoaumMo ans addekTUBHbIX Npoaax. HacToawmn «npogakHUK» HUKoraa He Oynet
3apaHee roToBUTLCA K Heydaye. OTO MOXHO MOHATb MO BOMpocaMm, KOTopble OH 3aaaeT.
Ecnn oHn opraHn3aumoHHOro xapakTtepa Uin OTHOCATCS K creunduke Npoaykra — MOXHO
B30OXHYTb CBOOOOHO: KaHOWOAT He MWCMbITbIBAET CTpaxa nepen camum MpoLecCcoM
npopax. HeyBepeHHbIN B CBOUX CUMax KaHAMOAT 3afaeT «rapaHTupyroLme» Bonpockl. OH
crnpawvBaeT Bac, NpPenocTaBnsieTcsa M 6asa K/IMEHTOB, HY)XHO NV AenaTb «XONIoAHble
3BOHKW», YTO OYOET, ECNN OH He NPOoAAaCT, KTO Hay4uT ero cneumduke npoaax AaHHOro
npoayKTa — 3TO 03HaAYaeT, YTO OH NIMBO He BMOSIHE KOMMETEHTEH, MO0 NMEET HeraTuBHbIN
OnbIT NpoAax, a TouHee, «Henpoaax». CNoBoM, ecni BONPOCh! KaHanaaTa CBOAATCA KO
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BHELIHMM (hakTopam 1 BO3MOXHbIM Heyaayam, — BPS4 /v nepe BamMy CUOUT UCTUHHBIN
npoaaseL,.

KniouyeBon pekomeHAyemMblidi BOMPOC: OMULUUTE BaluM CWJlbHble CTOPOHbI Kak
npoaasua?

2.5. Asapt

MNonpocute KaHamngaTa pacckasaTb O CaMOu CNOXXHOW caesnke B ero npoeCcCnoHaribHOM
onbiTe. OH pacckaXeT 06 3TOM UHTEPECHO, «BKYCHO», ero rnasa 6yayT ropeTb, BCOMUHas
O HepaBHen nobepe. Euwle asapTHbIM NpogaseL, C BbICOKOW BEPOSTHOCTbLIO, CaM HaYyHET
03BYy4/BaTb BO3MOXXHblE BapuaHTbl MOMCKa KAVEHTOB AN MPOAaXM YCnyr KOMMaHUn-
paboTogartens, NoTeHunanbHble PbiHKW, HA KOTOPbIX ee Npoaykums 6yoeTt BocTpeboBaHa
6onbLue BCero, CNpPOCUT 0 KOHKYpeHTax npoaykTa. OH kak 6yaTo y>ke paboTaeT 340eCb, OH
Kak Obl «npumepsieT» Ha cebs poNnb COTPyAHWKA, OH YyXe BuauT nepen cobon
NOCTaBfIEHHbIE LeNn 1 CNocobbl NX AOCTUXKEHUS.

KnioueBoin pekomeHayemblii BOMPOC: KakKk Obl Bbl NpogaBanvM Hawu ToOBapbl
NoTeHUUanbHOMY K/IMEHTY?

2.6. Cneunduka npogax

CnenyeT BbISAICHUTb, HACKOJSIbKO MNPOMgeCcCuUoHanbHbI OMNbIT KaHoupata BCTPOUTCSH B
cneunduky npoaax Bawen npogykumm nnm ycenyr. NMpoaykT n ycnyra — ncruxonornyeckm
pasHble BELLW — KaK OS5 KNIMeHTa, Tak 1 ANs MeHeaykepa no npogaxam. [JoBosibHO YacTo
B pe3loMe KaHOuOaTOB BCTPEYaloTCs OpraHM3auum C  pasHbIM - Hanpa.iieHMEM
aesitenbHocTM. B gaHHOM cryyae puckn HeaddekTMBHOM paboTbl Ha HOBOM MeECTe
CYLLLECTBEHHO CHmXKatoTcs. Vnun, ecnn kaHampaT BbicTpamBan guctpubyuuto, emy byaet
CJI0>KHO OCYLLECTBNATb NPsIMble NPOAaXKW, Tak Kak cneuudurka cyLeCTBEHHO OT/IMYaeTCsl.
Takke MOXHO OTMeTUTb KaHaugaToB C onbiToM pabotel B FMCG (Toprosbie
npeacTaBuTenn, paboTawlme B «MNoJsiX»): YPOBEHb MNEPEroBOPOB Ha OaHHOM PbIHKE
06bl4HO [ocTaToyHO HU3KkuiA. B2B 1 B2C npopaxu He CTOUT XXECTKO pasfensitb Mo
YPOBHSIM CNOXXHOCTU: B3aNMOAENCTBUE C KNIMEHTaMV NPOUCXOANT Ha [OCTONHOM YPOBHE,
B 0b6enx cdepax NpuUcyTCTBYET aKTUBHbIA NMOUCK KNNEHTOB, Kpome Toro, B2C npogaxu
NMEIOT OTHOCUTESNIbHO HEAABHIO UCTOPMIO, MO3TOMY B pe3toMe KaHAMOATOB A0S paboThbl
B Nnpopaxax B2C, kak npaBuo, HeBenvka.

CTouT TakXe OUEHWUTb UMKJ, OUHaMKKYy U O06bembl Mpofdaxk Ha Mnpeablaylimx MecTax
paboTbl KaHaaaTa. Hanpumep, B KoMnaHusix no nNpegocTaBeHnto ycnyr cepTudmkaumm
LUMKN Npofax MOXeT cocTaBnaTb oT 1 roga go 3 fieT, oT NpoBefeHns NeperoBopoB 4O
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onnatbl yCnyr KaveHToM. MeHepykep, yMelowmin BeCcTU AANHHBIA LUK Npoaax, C
NErkoCTbio CNPaBUTCS C KOPOTKUM LMKIOM, U BOCAPUMET €ro ¢ pagocTblo. npogax. Ha
NpogeCCroHanbHbIN OMNbIT ANHAMUKA NPOAaXK BAUSIET He3HauYnTeNnbHO. O6beMbI NPoaaXxK
CTOUT BbISICHUTb, YTOObI MOHATb, HE CTAHET I KaHOWOATY «CKY4YHO» 3aKnoyaTb COeNKN Ha
20-50 Tbicsiy py6bnen (5-10 ThicsY rpuBeH), ecnM OH NPUBLIK nNpogasaTb 6bonee
O0pOorocTosiLme NPOaYyKTbl C MEHbLUMM KOIMYECTBOM CLENOK.

KntoueBon pekoMeHAayembli BOMPOC: 4YTO, MO-Bawemy, SBASETCA CaMblM  Ba>KHbIM
hakTopoM [Ons NOTeHUMasnbHOro nokKynaTtens Hawen npoayKumm, 4Tobbl OH MNPUHSAS
peLLeHne o0 NoKynke?

Mbl pekoMeHAYeM MPUHUMATb PELLEHNE O NPUHATUN KaHAMAaTa Ha paboTy (a5 Havana —
NaTUOHEBHoe oby4yeHre, Nocne KOTOPOoro NapTHEP MOXET NMPUHATL PELLEHNE O TOM, YTO
KaHOugaT emMy noaxoouT WAW HEeT) Nocne Toro, Kak OH AacT ycTpavBarolme napTHepa
OTBETbl Kak MVHMMYM Ha 4 U3 LWIECTN KJIHOUYEBLIX BOMPOCOB, NMOKaXET BbICOKME HaBbIKU
npeseHTaunn, sSIBHO MPOAEMOHCTPMPYET aszapT B paboTe M MoKaxkeT afekBaTHyr (U
COOTBETCTBYHOLLYIO PbIHOYHbLIM TPEBOBAHUSIM 11 BO3MOXXHOCTSAIM NapTHepa) hUHaHCOBYHO
camMooUeHKy. TakXXe PEeKOMEHOYeTCsi OLEHUTb MOTEeHUManbHyl0 KOMaHOHyto paboTy
npoAasua (ecnvm oH 6yneT 4eMOHCTPUPOBaTb SIBHble KOH(IMKTHbIE YepThbl XapakTepa, C
HUM MOXET bbITb TPYQHO paboTaTb OCTallbHbIM COTPYAHMKaM KOJNEKTBa NapTHepa), 1
OTCYTCTBUE ABHbIX BPeOHbIX NPUBbIYEK.

MNMocne TOro, Kak KaHoupatbl Ha paboTy B OTAefie npopax oTobpaHbl, U rOTOBbI
npucTynaTtb K paboTe, HacTynaeT BpeMs UX agantauun. [Ons Toro 4tobbl MOMOYb HalIUM
yuTaTensMm, Mol Ny6nvKyeMm B 3TOW rnaBe NpuMMep Mporpammbl agantaumm 1 obydeHus,
KOTopasi MOXEeT ObITb JIerko MCMoNb3oBaHa B 60/bLUNHCTBE COBPEMEHHbLIX KOMMaHWiA, 1
NpuYHeCTn Balemy 6usHecy 6bICTpyO 1 n3Mepumyto nonbady. Ecnn Bbl 6ygeTte HabmpaTb
HOBbI OTAEN NPOAAXK UM PacCLUNPSTb CYLLECTBYIOLLMIA, TO MOXETE UCMOSIb30BaTh Takme
npasuna (Wn aganTMpoBaTb MX Nopg cneundgurky Bawero npeanpusaTns), U NpoBepuThb,
HaCKONbKO BblpacTeT 3(PPEKTUBHOCTL N PE3YNbTAaTMBHOCTb HOBbIX COTPYAHVMKOB B
CpaBHEHUN C TEM, KaK 3TO 6blNo paHee.

[Mporpamma  agantauuy M 0By4eHWs HOBWYKOB OTAesa
Npoaax

1. TepmuHonorus
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ApanTtaums — npouecc sBOAHOIO 06yqu|/|;| HOBOI'O COTPpyAHMKaA. ApanTtaums obsazaTensHO
OOJI>KHa ConpoBo>XXOaTbCA aTTecTaumen — 9K3aMeHOM Mo uToram o6yqu|/|;|.

ATTecTaumsa — npouecc MpoBEPKN 3HAHUA N HABbIKOB HOBOrO COTpPyAHMKA MO MUTOram
ApanTtauun.

CTtaxep — 9TO HOBbIN COTPYOHWK, MPUHATLIA Ha WCMbITATENbHbLIA CPOK MO WTOram
cobecenoBaHui.

HacTtaBHUK — OMbITHbIN COTPYOHUK, nepep,arou.l,mﬁl CTa>kepy CBOW 3HaHUA, N SABNAOLLMINCS
€ro Kypartopom Ha npoTsa>XeHnn nepumona agantaunn.

2. ObLee onvcaHve NpoLlecca aganTtaumm

,D,aHHaFI MeToOOo/10rM4a onncbiBaeT NOpAAOK TEOPEeTUHECKOIo N NpakTnyeckKoro 06yqu|/|;|
CTa>keposB. Apantauusi HOBbIX COTPYOHNKOB COCTOUT M3 OBYX 3TaroB: TeopeTundecKas
aganTtauna n ripakTnyeckad aganrtauns.

TeopeTnyeckas apantauymsi — 9TO O0Oy4YyeHMe COoTpygHMKa BCEM Heob6XOoOoMMbIM
TEOpPEeTUYECKN acnekTam, TPebyowmmcs ans ero OMKHOCTMW.

MpakTuyeckas agantaumsi — 3To obyyeHne coTpydHUKa HeobXoAuMbIM MPaKTUYECKUM
HaBblkaM (Mpogaxk M OOLUeHMs1 C KMeHTaMu MapTHepa), KoTopble eMy MoTpebytoTcs B
npouecce paboTbl.

[ns noBblweHNst 3hheKTMBHOCTN BBOAHOrO 06yYeHNsi COTPYOAHUKA PeKOMeHOyeTCs Mo
utoram obomnx 3TanoB aganTauuy NPOBOAUTb aTTecTauuto, No KOTOpOoW 6yAeT MOHSATHO,
FOQAMTCS NN COTPYOHUK A1 TOro, YTOObl OCTaTbCs B KOMMAHUN.

3. Mepvoa cTaxxmpoBku

PekomeHoyeTcsi Ha aTane OOFOBOPEHHOCTM C HOBbIM COTPYOHMKOM O paboTe Ha
mHanbHOM cobecenoBaHMM cpaldy OOroBOPUTLCSA O TOM, YTO Y Hero 6yneT BBOOHOE
obyyeHne (apgantaums), nocne 4yero 6yaeT ak3ameH (attectaums). W ecnu oH He cpaet
OaHHbIA 3K3aMeH, TO KOMMNaHusi OCTaBNsIET 3a COOOM NPaBO «MOMPOLLATLCSA» C HUM, He
onnadmBas emy nepuopg oO6y4deHMsi. BaHO WMeHHO cornacoBaTb 9TO Ha aTane
dmHanbHoro cobecenoBaHus, NOMY4YMB cornacue CoTpyaHuka Ha Takon nogxon. B atom
cnyyae y KaHgupgata 6yOeT MakcumanbHasi MOTMBaUMsi KayeCTBEHHO Bbly4MTb BECb
MaTepuan u NPOAEMOHCTPUPOBaTL CBOM Ny4lune NpodeccnoHanbHble KayecTBa.

[ns HOBbIX COTPYOHMKOB OTAENa NPoAaX peKoMeHAyeTcs nepuog agantauum B 5 (NaTb)
pabounx aHen (nonHas paboyas Hepens).
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4. ADMUHNCTpUpOBaHME npolecca agantaumm

[ns Toro 4To6bIl Npouecc aganTauum 6bin CTPYKTYPUPOBaHHbLIM, KpaliHe BaXKHO Ha3HaunTb
HacTaBHMKa U3 COTPYAHMKOB KOMMaHN1, OTBETCTBEHHOIO 3a NPOBEAEHNE CTaxepa Yepes
npouecc o6yyeHus. 3apgava [aHHOMO COTPYAHUKA — 3HaTb CTPYKTYpy W rpaduvk
nporpammbl 06y4YeHsl, B KaKOW AeHb 1 B KaKoe BPeMsl KTO M YTO OOJIKEH paccKasblBaTb
UM nokKasbiBaTb CTaXepy W OpraHn3oBbiBaTb AaHHble y4ebHble Meponpustusi. Takxke
OaHHbIN COTPYOHUK SIBASIETCS K/HOYEBbIM KOHTaKTHbIM JINLOM, K KOTOPOMY MOXET
obpalaTtbCsi cTaxep B Cfiyd4ae BO3HMKHOBEHWSI KakuX-TM6o BOMPOCOB B MpoLecce
06y4deHusi. Taknm COTPYOHNKOM MOXET bbiTb faXke MeHeaxkep otaena npogax nnm HR-
mMeHeokep. B npeane — ytobbl HACTAaBHMKOM HOBbIX COTPYOHWKOB (CTaxkepoBs) oTaena
npoAax 6blN PyKoBOAUTESb OTAENa NPOoAaX.

OpueHTUPOBOYHbIN pernameHT o0yyeHuUs ctaXkepa otaena npoaax:

09:00 - 10:00 — o4HOE 0b6LLEHME HacTaBHMKA (PYKOBOAUTESS) CO CTaXKEPOM (CTaxxepamum),
noctaHoBKka 3afadv Ha geHb. OTBETbI HA BONPOCHI.

10:00 - 10:15 nocTaHoBKa CTaxkepy 3afgaHni Ha OeHb.

10:15 - 17:00 meHepxep BbINONHAET 3aaaHuns. CamocTosTenbHasa U KoNnekTneHas paborta
NO NU3YYEHUIO MPOLYKTOB U YCYr KOMMaHUN 1N TEXHUKAM Mpogax.

17:00 — 18:00 o4yHOe 0bLlieHNe HAcTaBHMKA (PYKOBOAUTENS) CO cTaxepamu, npoBepka
BbINOJIHEHUS 3a4aHNIN, OTBETbI HA BONPOCHI, OTpaboTKa peyeBbiX WabnoHOB 1 CKPUMNTOB B
Buae ponesbix Urp. [lomawHee 3agaHve.

PekomeHpoyeTcsl B TeuyeHune nepuvoga OOy4YeHUs U aganTtaumm cTa)kepa WCnonb3oBaTb
cnegyoLume Moaynmn obydeHus:

1.3HaKOMCTBO C  KOMMaHWeln, pPbIHKOM, Ha KOTOPOM oOHa  paboTaeT,
npoayKuunen/ycnyramm, LeHaMmm 1 KOHKYpeHTamu.

2. 3HaKOMCTBO C 3Tanamm npoga>k KoMnaHmn, N3y4eHne BOPOHKK rnpogax.
3. 3HakomcTBO CO CTaHgapTaMn npogak, TaKTukamMn n cKpumntamMm neperoBopos.

4. PoneBble Urpbl C HACTABHMKOM WM KOJJIeramMu Nno pasfinyHbiM aTanam npopax, ¢
NCMONb30BaHMEM CKPUMTOB Mpodax (Hanpumep - oTpaboTka 3HAKoOMCTBa C
K/IMEHTOM, HaBbIKOB NPEe3eHTaLUun 1 TaKTUK NPEOAOSIEHNS BO3PAXKEHMS).
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INnaBa 3. KnneHTckaa 6a3a kKomnaHun.

B aTon rnaese Mbl NOroBOPMM O TOM:

1. Y0 13 cebsi npeacTaBnsieT KIMeHTcKasi 6a3a COBPEMEHHON KOMMaHuK.
2. Kakumun 6biBatOT MICTOYHUKM hOPMMPOBAHMS N YBENNYEHUS KIIMEHTCKOW 6asdbl.

3. Kakne kaHanbl KOMMYHUKaLUW C KAWEHTaMu MOryT WCMoNb30BaTb MeHeOyKepbl
oTaena npoaax.

Bo3MOXHO, Bbl €eLle NOMHUTE Te BPEMeHa, Korga B KaXOOM BTOPOM O6bSBMAEHUN O
BakaHCUN MeHepykepa no nNpofakam ykasblBanocb TpeboBaHme «Heobxonum npopasel,
CO CBOEeWN KiueHTckon 6ason»? A MOXET ObiTb, Bbl BCTPEYaeTe TakuMe BakKaHCUUN W
cerogHs? JTO HarnsgHblM NPUMEpP TOro, Kak TeCHO paboTa MeHeaxxepa no npojaxkam
CBsi3aHa C KJINEHTCKOWN 6a301 KOMNaHuu.

[MoHATb, NoYeMy Tak, O4YeHb NErko — npeacTaBbTe cebe paboTy B MarasnHe, KOTOPbLIN He
3HAEeT HMYero o cBoux kKnmeHTtax. [NpomaBuy NPUXoguUTCs HaOesaTbCs TOJIbKO Ha TO, YTO
noTeHuManbHble NOKyrnaTenu He NponayT MUMO MecTa ero paboThbl, a 3anHTEepPecyTcs
KpacuBOW BbIBECKOW U CUMMNATUYHBIMW MaHEKEHaMW, 1 3arnsiHyT K Hemy. Ecnu e aToro
He npou3onageT camo cobon — TO eAUHCTBEHHasa Hagexpa npogasua 6yoeTt Ha To, 4To
yygeca peknambl UM aKTUBHOCTb YIMYHBIX MPOMOYTEPOB, pas3garolyx JIMCTOBKU C
Ha3BaHWEM 1 agpecoM mMarasuHbl (unu sonwebHoe cnoso — PACITPOLAXA co ckugkon
70 NpoueHTOB), BCe-Takn NpuBeayT NOCETUTENen K HeMy B marasuH. Hy, a ecnu n aton
HageXae He cy>KaeHo byaeT cobiTbea? [Npogakmn He COCTOATCA, Tak Kak npoaasaTs byaoeT
NPOCTO HEKOMY.

A Tenepb MNpeacTaBbTe cebe Opyrylo cuTyauuto, B KOTOPOW Npopasel, unu Bragenel
mMarasuHa 3HarT UMeHa, TenedoHbl, agpeca 3NEKTPOHHON NOYTbl TEX KIIMEHTOB, KOTOPbIE
X0Ts1 Obl pa3 coBepLuany y HUX NoKynKy. A 4To, ecnv oHM obnapatoT nHdopmaumen n He
TONBbKO O TaKMX JIOANbHbIX MNOKYMNaTensiX, HO U O TeX BO3MOXHbIX KJIMEHTax, KoTopble
TEOPETUYECKN 3anHTEepecoBaHbl B ToBapax, NpofatolumMxcs B 3ToM marasvHe? lNepeq
BragenbueM Takoro 6u3Heca OTKpbIBaeTcsi kKyda 6o0sblle BO3MOXHOCTEN Ans
NpVBNEYEHUs1 KNIMEHTOB, Npasaa?

Ho Ham c Bamu u He HY>XHO 0cob6eHHO HarpsAaraTbcs, YTOObI npencrtaBnNTb BTOPYHO
cutyaunro — NMMEeHHO TaK W« pa60TaeT COBpeMeHHbIVI 6unsHec. Ecnn ato PO3HNYHaA
TOPro.Jid, TO rnokynarensam (I/I Oaxe MnpocTo roctsm TOpFOBOI7I TO‘-IKI/I) cruiowb " psdaoom
BblAAKOT KapTO4YKWM nporpaMmm JnoAsIbHOCTW, OJ14 [MoJlydeHunA KOTOpOI7I OoCTaTto4yHO
3arnoJIHNTb aHKEeTYy C KOHTaKTHbIMW OaHHbIMW, €CJIn 3TO onTOBbIN BU3HEC — TO B HEM
CKpynyne3HOo 3annmcbiBaloT AaHHbIE KaK ,D,eIZCTByPOU.lMX, TaK N NoTeHUMaIbHbIX 3aKa34NKOB.
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Ecnu ato cchepa ycnyr, TyT LEHHOCTb HOMepPa MobubHOro TenedoHa, Ha KOTOPbIA MOXHO
OTMNPaBUTb CMC WN NepPe3BOHUTb, ByayLLEro UK peasnibHOro KMeHTa C KaXdbiM rOLoM
CTaHOBMTCS BCe 6onblue 1 6onblue. VI MHOrMe KoMnaHum (ganeko 3a npumMepamm XoouTb
He HY)XHO — CNy>X06bl TakCu N (UTHECC-LEHTPbl AenalT 3TO PerynsipHo) MbiTatoTcs
npvBnedYb cebe K/MEHTOB, COBEpLUasi MaCCOBble pPAaCCbIIKM CMC Ha Homepa BCex
MOBUSIbHBIX TenedoHOB, KOTOpble MM yaasnocb A06bITb. YTO y)K roBopuTb 06 agpecax
9/1EKTPOHHOW MOYTHI. ...

Wtak, naBanTte oripeaesimMmc4d C NOHATNEM — YTO >Ke TaKoe KITMEHTCKa4d 6asa?

3TO MaccyB JaHHbIX O NOTPEBUTENAX MPOAYKLNN UKW YCIYT, KOTOPbIN MOXET BK/oYaTh B
cebs1 KOHTaKTHY0 MHopMaLuto, a Takxke nHgopmaumnio 06 NCTOPUN B3aUMOOTHOLLEHWI
(neperoBopoB, MOKYMOK, MiaTexeln) Mexxay TakiMMu noKynatensammn 1 Bnagesbuem 6asbi.
[asariTe nccnegyem Bo3mMoXHble hopmaTbl KNMEHTCKOW 6adbl:

1. B 3aBucmmocTM OT HocuTens uHgopmauun KhveHTckas 06asa MOXET ObiTb B
LUMpPOBOM (INEKTPOHHOM) UMM MNeyaTtHoOM Buae. BTopoe — B Halwe Bpems yxe
HaCTOSALLMIA papuUTeT, OAHAKO 1 CErofHs 4acTo BCTPeYatTCs KoMnaHmum, nHdhopmaums
0 KJIMEHTaxX KOTOPbIX HUKAK He oumdpoBaHa, U XPaHUTCSA UCKTFUNTENTbHO B 6YMaXkHOM
Bupge. Hapeemcs, uto y Bac He Tak? Ecnv no KakMm-TO nMpuyMHamM Balla KoMMaHus
TakXXe okasaniaCb B 3TOM YMUC/ie, HACTOATENTbHO PEKOMEHOYEM KaK MOXHO ObiCTpee
nepeHecTy Bally KIMEHTCKYo 6a3y AaHHbIX B 3/1IEKTPOHHbIN BuA. Ecnu Bac 6ecnokounT
6e30nMacHOCTb XpaHeHUs JaHHbIX, 1 Bbl O0MbLUe AoBepsieTe ByMaXKHbIM apxmBam — TO
BCMOMHUTE O TOM, YTO YKPaCTb UM NMoayKedb nedyaTHble Matepuasbl O4eHb NErko, a
obecneunTb HageXXHoe XpaHeHne UUGpPOBbIX AOaHHbIX B Halle Bpems O0CTaTO4HO
nerko.

2. KnuneHTtckasn 6a3a MOXET BK/IoUaTb B CE0S1 UCKITIOUNTENBHO OaHHbIE O CYLLLECTBYHOLLMX
KJIMeHTax KoMnaHuu (3To 6yaeTt ckopee 6a3a KOHTpareHToB) — MO0 XXe NpencTaBnATb
n3 cebsi 6osee WMPOKMA MaccmB MHopMaunn, B KOTOPOM TakXXe MOXXHO HanTu
NoTeHUManbHbIX nokynarenen (Kaknm-nnb6o obpasom 0603HaUMBLLMX CBOU UHTEPECHI
nUnn NOTpebHOCTM B TOBapax/ycnyrax, Kotopbie npogaeT Bnagenew 6asbl). Ecnv Bawa
6a3a KJIMEHTOB COCTOUT TONIbKO M3 YKMCia TEX, KTO paHee CoBepLuasn y Bac NOKYMNKn —
TO N KOMMyHMUMPOBaTb W B3aMMOOENCTBOBATb Bbl CMOXETE TONIbKO C
CYLLIECTBYIOLLMMW KJIMEHTAMU, 1 MUHYCbI TAKOW CUTyauun Hanuuo. Ecnu xe Bawwa 6asa
OaeT BaM BO3MOXXHOCTb MPOBOAUTL aKTUBHYK paboTy M C TeMu MNOTeHuuasbHbIMU
3aKas4mkamim, KOTOpbIE ELLE He ABNAITCA BaWMMN KNMeHTaMu — Bbl B ropa3no 6onee
BbIFOOHOW CUTyauun.

3. Bbl MoxeTe ObiTb Bnagenbuem 6asbl MU3NYECKMX WAN OPUONYECKUX N, OTOT
hakTop BaxkeH Toraa, Koraa Bbl paboTaeTe Ha pbiHKe b2b (B ToM cryyae 6a3a 4acTHbIX
notpebutenenn ons Bac OydeT npakTuyeckn 6ecnonesHon). OTmeTum, 4yto 6asa
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topygndecknx nuy, 6yaet HenosIHOW, eCn B Hell ecTb TONIbKO WHopmauus o
NPeanpuaTUSX, HO HeT OeTallbHbIX KOHTaKTHbIX AAHHbIX — aMuinnm u UMeH nuu,
npuHuMarowmx pewenus (JIMP), HasBaHWa WX [O/MKHOCTEN, MNEePCOHaNbHbIX
KOHTaKTHbIX OaHHbIX (HOMepoB pabouynx TenedoHOB M afgpecoB KOPropaTtuBHOM
9NEKTPOHHON MouyThl). Takaa 6asa OygeT ckopee CnpaBOYHUKOM, A1 NpopaboTku
KOTOPOro npoAasLy NpuOeTCs O4eHb CUNbHO MOTPYAUTLCA.

4. TlonHoTa KIMeHTCKOM 6a3bl 3aBUCUT OT HanM4ns B HE NOLAPOOHbBIX KOHTAKTOB BalUMX
KIMEHTOB (MOBTOPUMCS, pedb MOXET UOTU Kak CYLLECTBYIOLLUMX MOKynaTensx, Tak u
O6yaywmx 3akasumkax). Hanbonee nonHasa knneHtckas 6asa cogepXxuT B cebe:

e hamMunumn 1 nmeHa (Npyv HeobXoaMMOCTHM — U OTYECTBA),

e pasnnyHble Homepa TenedoHoB (MOBUNBHOrO, paboyero) U SNEKTPOHHOW MOYTbI
(Mn4HOM N KOopnopaTUBHOWN),

e [aHHble O npodunsax B coumanbHbIX CETAX W WCMONAb3yeMbIX LUDPOBbIX
MecceHpxepax (Skype, Viber, WhatsApp, Telegram n gaxe icq, KOTOpon OO0 Cux
nop Nonb3ykTCs),

e afpecHble AaHHble,
e VICTOYHVKW 1 KaHasbl NonafaHusa KOHTaKTHbIX AaHHbIX B 6a3y,

e 1 paxe uHaHcoBas MHMopMauusa (MnaTexXHble PEKBU3UTbI IOPUANYECKUX L,
OaHHble O BbICTaB/IEHHbIX/OMNMaYeHHbIX cYeTax 1 gorosopax, getanv 6unnmHra) no
OEVCTBYIOLLNM KITUEHTaM.

5. AkTyanbHOW Nnn HeakTyanbHoN. Bce ykasaHHble Bbille napaMeTpbl MOryT MEHSATbLCS —
YyacTHble MNOTPEOUTENN Mepee3XarT, MEHSOT HoMepa TenedoHOB, COTPYAHWKMU
KOMMaHuin MeHsIloT paboTy, a camn KOMMaHUM — W3MEHSIOT HasBaHus, cdepbl
OEATENbHOCTH, a MOPOI 1 3aKpbiBatoTcs. B cpegHeM, akTyasnbHbIM CYMTAaEeTCA KOHTaKT,
KOTOpbI 6bln NoaTBEPXXAEH (MO MHTEepecyroLWMM Bnagenbla 6asbl napameTpam) He
6onee LWeCTN MecsiueB Hasdaf, HO OblBalOT U TakMe Tunbl GU3HECOB, B KOTOPOM
aKTyaNlbHOCTb KOHTaKTOB M3MEPSIETCS HEAENAMU WU OHSMM.

Ldymato, Hawm ynTaTenn cornacsaTtcsi, YTo Hambonee addekTuBHasi B MCMNONb30BaHUM
KNuneHTckasi 6asa 6ygert:

1. CywecTtBoBaTh B LM(POBOM BUAE.

2. Bknwouyatb B cebs He TONbKO ,D,eIZCTBy}OLLl,I/IX, HO 1 noTeHunasbHbIX K/IINEHTOB
KOMMNaHunn.
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3. MonHon - copgepxaTb B cebe MakKCMMyM KOHTaKTHOW WHdopMauuu, Mo
BO3MO>XHOCTU — BKJIO4ATb MapKeTUHIoBble 1 (hHaHCOBbIE NOAPOBGHOCTM.

4. AKTyasbHOW.

5. PerynspHo nononHsiemoi 1 yBenuumsarowerncs. Mol cneumanbHo nobasunm aToT
BaXKHbI MYHKT, Tak Kak BU3HEC HEe MOXET ObITb CTATMYHbIM — Ha PbIHKE Bcerga
NosIBNSIOTCA HOBbIE UIPOKM 1 HOBbIE NepCreKTMBHbIE KNNEeHTbI. M ons Bnagenbua
6a3bl HY>KHO METb BO3MOXHOCTb [0CTy4aTbCs OO0 TakMX 6yayLimx 3aKkasynkos —
a, 3HaYnT, OHM AOJIXKHbI NOMACTb B €ro K/IMEHTCKYLO 6aasy.

UcTouHnKM chopmnpoBaHus KJIMEHTCKOU 6a3bl

OI'Ipe,El,eJ'II/IBLIJI/ICb C Kputepuammn Ka4yeCTBEHHOWN KIIMeHTCKon 6a3bl, hasaunTe O6CWJ,VIM,
KaKm 06pasoM MO>XHO MOMOJIHATb €€, 1 AenaTb 3TO He B yu.l,ep6 KayecTBy.

EcTb HecKonbko CTaHOaPTHbIX cnoco6os yBeNmM4eHn4 6asbl noTeHunasbHbIX KITMEHTOB:

1. Vicnonb3oBaHne BCEX BO3MOXKHbIX pexKnamMHbIX KaHaoB OJ1a nngoreHepaunin.

2. Mokynka cdopmMmpoBaHHbIX (Mog Bawy TpeboBaHUs 1 Hy>KAbl) KIMEHTCKMX 6a3, Nnbo
XXe «MapCUHr» CyLlecTByoWwmx 6a3 n3 VIHTepHer.

3. «XonogHble 3BOHKW» MO KOHTaKTam, OOCTYIMNMHbIM B OTKPbITbIX WCTOYHMKax
(CI'IpaBO‘-IHI/IKaM, TeJ'IerOHHbIM 6asam ,El,aHHbIX) C UeJIbl0O YTOYHEHNA KOHTAaKTOB WU
BblABJ1IEHNA MOTEHUMAJIbHOIO MHTEPECA.

MepBbili N3 HUX, 6€3YCNOBHO. OTHOCUTCS B OOJIbLUEN CTEMNEHN K OTBETCTBEHHOCTU OTAENa
MapKeTUHra, YeM OTAena NpoaaX — U BCe Xe Mbl yAennuM BHUMaHWe MapKETUHIOBOM
aKTVUBHOCTW, HaCYMTaAHHOW Ha YyBeNn4YeHne KIMeHTCKon 6asbl, B aTon rnaee. Korga mbl
roBopuM 06 addekTMBHOM OTAene npoaax, TO 06s3aHbl OUEHMBaTb Te KaHalbl
NPUBEYEHNST KJIMEHTOB, KOTOpPble AalT MakCUMAasbHbIA pPe3ynbTaT — U aKTUBHbIN
MaPKETUHI B 3TOM CMbICJIe IBNSIETCA CaMbIM HaAe>XHbIM NMOMOLLHUKOM NpoaasLa.

K npumepy, Baw OoTAeN NPOAaX MOXET CYLLECTBEHHO YBENNYNTL CBOKO KIIMEHTCKYO 6a3y
6narogaps:

1. DNeKTpOHHbIM 3asiBKam (Nngam) u 3BOHKaM C Ballero camTa.

2. BceBO3MOXHbIM crnocobam WHTEPHET-MapKEeTWHra, pacCcyMTaHHbIM He TOJSIbKO Ha
yBenmyeHue Tpaduka (Konmyectsa noceTuTenen), Ho 1 Ha NugoreHepaumnio (mpouecc
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nonyyvyeHna KOHTaKTHbIX OaHHbIX J11L Ui I'Ipe,El,I'IpVIFITVII7I, 3anHTepeCcOBaHHbIX B KaKNX-
TO BaWuX npegnoXeHnsx, naedx, Marepmanax nin KOHKPETHbIX TOBapax/ycnyrax).

Ctooa MOXKHO OTHECTU:

e KOHTEKCTHYIO peKiiamy (B MONCKOBbIX CUCTEMax U B KPYMHbIX PeK/TaMHbIX CeTFIX),

e TapreTMpoBaHHyo peknamy (B coumanbHbIX CETSX, PEKTAMHbIX CETSX U Ha LIeNeBbIX
canTtax), email-mMapKeTuHr (paccbliky MO 3NIEKTPOHHOM MoYTe),

e rnpoBefeHne BebUHapPoB (KOHMEPEHUN W CEMUHAPOB HEMNOCPEACTBEHHO B
NHTepHeT),

e KOHTEHT-MapKeTuHr (ny6n|/||<au,|/|ro B MHTepHeT pPa3/IMYHbIX MHTEPECHbLIX N NMOJIE3HbIX
MarepmanoB Ond 4YTeHusd, Ond AOocTtyrna K KOTOPbIM, KaK rnpaBnsio, Tpe6yeTc;|
OCTaBNTb KOHTaKTHbIE lEl,aHHbIe),

e SMM (MapkeTuHroBasi akTMBHOCTb B CoLMalbHbIX CETAX — BefeHne rpynmn, busHec-
CTpaHuL, coobLLEeCTB 1 Nabnnkos),

e perucTpaumsi Ha pasnn4dHbIX OHNaMH-MapKeTnnencax, LOOCKax OObABNEHUN U
npanc-arperaTtopax.

KoHeuHOo Xe, Mbl nepedyncinnn pgaseko He BCe BO3MOXHOCTW — OOHAKO Bbl MOXeETe
CpaBHNTb X C TEMIN KaHalaMWn peKaMbl N aKTUBHOCTU B MHTepHeT, KOTOpPbIE B OaHHbIN
MOMEHT NPUNMEHAIOTCA B BalLen KoMMnaHuu, N coenatb BblBOAbI.

3. Yuactno B Pa3IMYHbIX MePONPUATNAX (BbICTaBKI/I, KOHCbepeHLI,I/IVI, ceMnHapbl, ApMapkKu,
OHWN OTKPbITbIX ,u,Bepe|7|, 7 T.,El,.) — NMpu4eM Bbl MOXeETE Kak ObITb YaCTbtO npoBOONMbIX
Kem-mbo cobbITui, TaK 1 opraHmn3oBblBaTb CBOU COBCTBEHHbIE.

4. MNpoBepeHnto becnnaTHbIX (MK YCNOBHO-6ecnnaTHbIX) AEMOHCTPAaUWIA BO3MOXKHOCTEN
Ballero ToBapa B Pas3/IMYHbIX LWOY-pyMax W MecTax npoAax, pasgadyn Mpomo-
MaTepuanos 1 06pa3LoB TOBApPOB UMW NPenoCcTaBNeHNs yCNyr, BO3MOXHOCTY 3aKa3aTb
becnnaTHble 06pa3upl. ITO AOCTATOMHO AOPOrom crnocob NpoABUXKEHUS, OOHAKO B
cnyyasix ¢ MHOrMMU (U3MYECKUMU MOTPEOUTENLCKMMU ToBapamn (K npumepy -
NULLEBLIMM NPOAYKTaMW. KOTOpble NpegnaratoT 6ecnnaTtHO nonpoboBaTb B TOProBbiX
LEeHTpax WM pecTopaHax), a TakxXe pasfinyHbIMK ycnyramn (Hanpumep — ycnyramu
CMOPTMBHbIX LEHTPOB, rae >XXenawwum npepnaraetca becnnatHas TPEHMPOBKA) OH
paboTaeT O4YEeHb XOPOLLO.
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5. MpurnaweHnn noTeHUManbHbIX KMEHTOB K Yy4acTUiO B Mporpamme JI0sifIbHOCTM
(ochopmneHne KapTouek Takow nporpammbl). [Jaxke ecnv noTeHumanbHbI KIIMEHT,
ohopMIMB KapTOUKYy, ELLEe HUYEro He KYMUT, Y Bac y>e ByayT ero KOHTaKTHble AaHHbIE.

6. Peknama B TpagmumoHHbeix CMU — TB-peknama, paguo, npecca v Hapy>kHasi pekiama.
Takoe npopgBuxeHne B 6osblUe CTENEHM NPUBOAUT K POCTY Yy3HABaeMOCTU Ballero
6peHga, U paccunTbiBaTb Ha aKTUBHOE YBENMYEHME KONM4ecTBa NMAOB (3BOHKOB,
3anpocoB) Npu e€ NPUMEHEHN Aaneko He Bceraa peanbHo.

7. PekomeHpaTenbHble cepBUChI 1 «capadaHHoe paano». Ecnm Bbl HalgeTe BO3MOXKHOCTb
MCNOMb30BaTb BalUMX CYLLECTBYHOLNX KIIMEHTOB LS MPUBMEYEHUS UX OpYy3en un
3HAKOMbIX — TO OKaXeTeCb B BbUrpbiwe. MHOrMe KOMMaHUW npenocTaBnstoT
6ecnnaTHble Neprodbl BPEMEHN NN Aaxe peasnbHble TOBapbl TEM CBOUM KIIMEHTaM,
KOTOpble MOPEKOMeHOoBaNN 3Ty upMy OPYrvM JIIOASM, U T€ COBEPLUMN MOKYMKMU.
YacTo 6ecnnaTHas nepsasi nokynka (Kkak npaBufio, 3To OTHOcUTCS K cdepe ycnyr)
OTHOCUTCA W K HOBOMY K/MEHTY, MNpULIEAIEeMYy MO pPeKoOMeHmauuu Apyra, yxe
ABNSAIOLLErOCS KJIMEHTOM.

Ha camom fene, Mbl KOHEYHO Xe NepedncInN ganeko He BCce MHCTPYMEHTbI MapKEeTUHIa,
KOTOpble NPUMEHSOTCSA ONs IMOOreHepaunn 1 pocTta KNMeHTCKnx 6as. B cnucke Bbiwe
Hanbonee nonynsipHble MEeToAbl, U WX aKTMBHOE WCMONb30BaHME MOMOXET Ballemy
6U3Hecy pacTu, a BawuM NpofasLam — Nnosly4ynTb 6oMblie NOTEeHUMaNbHbIX K/IMEHTOB, C
KOTOPbIMM OHW CMOTYT NPOBOAUTL paboTy.

KoHeuHo e, NpoaasLbl MOTYyT 3aHMMaTbCs Npoaa)kam 1 6e3 MapKeTMHra, Kak TakoBOro.
KomnaHmsa MOXET KyNTb rOTOBbIE KIMEHTCKME 6a3bl (KOTOpble paHee Obln co30aHbl KEM-
TO OPYrvM), MOXET UCMOJb30BaTbh TEXHONIOMNIO «MapCUHra» (C NMOMOLLbIO crheunasnbHbIX
NPOrpaMMHbIX MPOAYKTOB CKayaTb KOHTAKTbl C Pas/iMYHbIX CalNTOB — Hanpumep, OOCOK
OObABNEHUIA, MapPKETNNencoB, U T.0.), a TakXke MOXeT nocaguTb MNpoaasBLOB WU
onepatopoB call-ueHTpa Ha TenedoHHbI O63BOH MO KOHTaKTaM, KOTOPblE MOXXHO
OTKPbITO HaWTW B pPasfMYHbIX WUCTOYHUKAX (Kak B VIHTepHeTe, Tak M B Me4yaTHbIX
cnpaBoyHukax). OgHako UTOroM Takoro Oo6LLEeHUs NpaKTUYeckn Bcerga bynoeT nepBbli
KOHTaKT C YeNlOBEKOM, KOTOPbI paHee MOI HMYEro He chbilaTb O Bawen dupme, Ballemn
NPOOYKUUN, N HUKaK He NposiBNSAN UHTepec K Hell. C y4eTom TOro, 4to noao6HbIMU
NpPo3BoHaMN Mo TenedoHy 3aHMMAalTCA OYeHb MHOrvMe, peakuus Bawero aboHeHTa
nporHosnpyemo 6yaeT Kak MUHUMYM NPOX/afHON, a CKopee BCero — HeratuBHoON. Balum
npogaBLbl NOTPATAT MHOXECTBO BPEMEHW, OOHAKO pe3ynbTaT Npodax no Takon 6ase
MOXKET 0Ka3aTbCs BECbMa HU3KUM.
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[pyroe peno, Korga noOTeHUMasnbHbIA 3akadunk Y)Ke 3HaeT O Bac, M NposiBNsAn
MasioManbCKu1iA MHTEPEC K BalleMy 6U3Hecy, BaluMx cepBucax nnm npogykrax. Moctpontb
avanor ¢ Takum cobeceqHUKOM MpOoAaBLy ropasno MpoLle, U BEPOSTHOCTb COENKU
CyLLleCTBEHHO Bo3pacTeT. [103TOMy Mbl peKOMeHOyeM yBenuumBaTb Bally K/ANEHTCKYH
6a3y B NepBYO OYepenb 3a CYET TEX MHCTPYMEHTOB, KOTOpble obecrneyaT BaM aKTUBHYHO
N CcTabunbHylO NMgoreHepauuMio — WHbIMKA CRoBaMK, MPOLIECC MOJSIyYEHUST HOBbIX
KOHTaKTHbIX [aHHbIX (GU3MYECKUX WM OPUONYECKUX 1L, Bblpa3vBLUMX KakKoW-1mbo
NHTEepPEeC K BallM MapKETUHIOBbIM COOBLLEHUSIM.

KaHasibl KOMMYHVKaU C KITMEHTAMU

Camoe croxHoe B paboTe COBPEMEHHOIO OTAENa NPOAaX 3aK/IHYaETCS He B TOM, YTOObI
cchopmMmpoBaTb KNMEHTCKYIO 6a3y. Kak Mbl y>Xe ckasanu, CEerogHsi orpomMHyto paboTty B
3TOM HanpaBfieHUN AenaeT OTAEN MaPKETVHra, NMPeaoCcTaBss NpoaasLamM rotosble 6asbl
noTeHUManbHbIX U NepCneKTUBHbIX 3aKa3unkoB. A BOT B MpoLecce npoaax HemsbexkHo
BO3HMKAaET ynyLLEeHHas Bbiroga — Bpode 6bl M eCTb KOMY NpofasaTtb, HO pe3ysibTaTta HeT.
Bo3amoxkHo, Takoe 6biBano 1 B Ballel KOMnaHum — 3a NpOoAaBLIOM 3aKPENneHO HECKObKO
COTEH BO3MOXXHbIX KJINEHTOB, a peasibHbIX COENOK 3aK/toyaeTcs ABe-TpW, a TO M BOBCE HU
ogHon. KOHeYHO e, MeHeOXXepbl Mo Mpopaxkam Bcerga CMOryT HamTh OGbsiCHEeHUe
HU3KWUM pe3ynbTaTaM — BbICOKME LieHbl (@ Y KOHKYPEHTOB HUXe!), HU3KMe CcKuaku (a
KIMEHTbl TpebytoT 6onblue), CroXHasi CUMTyaumsi Ha pbiHKE (CTOBHO Bce MNepecTanu
nokynaTtb), M MHOro MHoro ppyroro. OgHako Ha MOBEPKY WCTUHA OKasblBaeTcs
crnepylolwen - COTPYAHUKM OThena npopax YnyckalwT OrpPOMHOE  KOJSIMYECTBO
BO3MOXHOCTEW, KOTOPble OTKPbLIBAIOTCS Nepen HUMK B npouecce paboTbl C KIIMEHTCKOMN
6a3on. OgHMM NOTEeHUMaNbHbIM MOKYNaTeNsiM OHU He OTBeYatoT BOBPEMS Ha 3anpochl,
OPYrMM — 3BOHST C HECBOEBPEMEHHbIMW WAM  HeQoCcTaTOYHO NpopaboTaHHbIMK
NPEeANoXeHNsIMK, a NPO TPETLUX N BOBCE 3abblBatoT.

Ecnu BbI, Kak Bnageney, 6usHeca, ynpasnsitiowmnin KOMNaHNEN UV PYKOBOAUTENb OoThena
npoaax, XotTute 3deKTUBHO ynpaBnATb paboTon Bawero oThena npogaX — Bam
Hen36e>XXHO NPUAETCS B3ATb NOL KOHTPOSIb KaHasbl KOMMYHUKALMIA BalnX MEHEOXKEPOB
CO BCEMM BO3MOXXHbIMU KIMEHTaMU — KaK CYLLLECTBYHOLLMMUN, Tak 1 NoTeHUmnanbHbiMK. HeT,
9TO BOBCE He O3HayaeT, YTO BaMm MNpPUAETCS co3haBaTb BTOPOW OTAeN Npoaax, 3agada
KOTOporo OyaeT 3ako4yaTtbCsi B MPOBEPKE KaXkOgoro AencTBus (unm 6e3nencrtsus)
«nepBoro» otgena. CagnTb 3a CAMHON nNpPOAaBLOB HAACMOTPLUMKOB — 3aTtes
6ecnepcnekTnBHas. Bce, 4UToO BaM Hy>KHO, 9TO co3aaThb 415 NPOAABLIOB eAnHYy0 paboyyto
cpeny (Mnn, kak npuHaTo rosoputb — Workflow) ons paboTbl ¢ KnneHTamu.

,D,aBa|7|Te MOCMOTPUM, KakKnM O6p3.30M Balln meHeg>kKepbl No npoga>kam MoryTt O6LL|,aTbCFI,
3HAaKOMUTbCH, NPOBOANTb rNMeperoBopbl C KIIMEeHTaMn:
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1. Mo TenedoHy. 310 MOryT 6bITb paboune (KopnopaTuBHbIE) HOMepa TenedoHOB,
nnMbo xe Nn4yHble (MOBUIbHbIE) HOMEPA CaMX MEHEL KEPOB MO NpoaaXkam.

2. Mo anekTpoHHOW NoYTe — ONSATh Xe, Kak KOpnopaTuBHOW, Tak N JINYHOW.

3. Mpu Nn4HbIX BCTpeyax — y Bac B orce, B opuce KNNMeHTa, Ha pasfivyHbIX AEeN0BbIX
MepPONpUATUSIX.

4. B MmecceHpKepax uUnu coumanbHbiX ceTsax. Haperocb, Bac He LWOKMpoBan 3TOT
NyHKT? B [OencTButenbHOCTM O4YeHb MHOMMe MeHedykepbl Mo npopakam
npegnouynTaoT Skype OBLLEHUIO C KNMeHTaMn o TenedoHy (M KIMEHTbl NX B 3TOM
4acToO MOALEP>KMBAIOT), MPUYEM MOryT OOLWATbCA KakK B pexunme 4arta, Tak U
ro/s10COBOW CBSI3W.

5. MNocpencTBoM TenenaTnyeckom cBsasn — o6MeHoM Mbicnsamun. [NpusHaemcs — 3gecb
Mbl, KOHEUYHO XXe, MOLUYTWUIM, OQHAKO B KaXkAoW LWyTKe ecTb U aons npasapl. OyeHb
4acTo MeHeOyKepbl Mo Npoaaxkam yoexxaarT CBOMX PyKOBOAUTENEN B TOM, YTO TOYHO
3HalOT, O 4YeM [AOymaeT UMX KIMEHT, Kakue BbIBOAbl cOenan n Kakue pelleHus
cobupaetcs NpuHaTb. MNMpaBaa, nocneayoLlme cobbITUS OYeHb YacToO OMpoBeprarT
NPEeAnoNoXeHNA MeHeOKepa, 1 3acTaBNAOT HAC cAenaTh BbiBOM, YTO HAa caMoM aere
TenenaTuyeckas CBsisb B NpogaXkax rnoka HMKeM He JoKasaHa.

N kak >xe KOHTPOJINPpOBaTb, BCe JIN MNMpaBuJiIbHO WM BOBpEMA cAesiasl MmeHeo>Xep no
npoga>kam, ecsin OH MOXET N OTNpPpaBUTb CBOEMY 3aKa34yuMKYy MNCbMO MO SﬂeKTpOHHOVI
rno4yTe, n Nepe3BoOHUTb C MOBULHOrO, " OOoroBopuUTbCH 06 YCNOBUAX COEJIKN Ha BCTpede,
B KOTOpOVI 6051ee HUKTO He npunH1Mman y4yacrtue... KTo e B cunax oTcneauTb BCe 3Tu
MHOro4nciieHHble KOHTaKTbl C NMoKynaTtenaMm, U coenartb BbiIBOO O TOM, Kakune nencrTeuns
rnpogasua okKa3aJ/inCb pe3yJibTaTBHbIMU, a KakKune — HeT?

OpHO3Ha4YHbI OTBET — U PYKOBOOAMTENSAM OTLENOB NMpodaXk, 1 caMnUM MeHemXXepam Mo
npogaxam, n cobCTBEHHMKaM KoMnaHum B 3ToM nomoraeT cuctema CRM. Kak n kakum
obpas3om — Bbl NpounTaeTe y>Ke B crneaytoLlen rnase!
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'naBa 4. CRM, kaK rnaBHbIN MHCTPYMEHT MeHeoKepa no
npopgaxam. butpukc24.CRM

Mbl ¢ BaMn OTKpbIBaeM O4eHb BaxkHYtO rnasy aTton KHurn, nocesaweHHyto CRM-cucteme.
B Hew BbI y3HaeTe:

1. Yto Takoe CRM-cunctema 1 noyemy oHa Hy>kHa.
2. Kak nerko n 6bIcTpo Ha4aTb paboTtatb B CRM.

3. Kakne kaHanbl KOMMYyHMKaUUW C KINEHTaMn MOXHO Oy[eT KOHTpOAMpoBaTb
BHyTpM CRM.

4. Kak pabotatb BHyTpu CRM c nugamu, coenkamm, KimeHTamum.

5. Kak wurpa «[lobegn CuyeTumkm» mNOMOXET Bawemy OTAeny npogax ObiTb
3P (PEKTUBHbLIM.

6. Kakune yHuKanbHble 1 NofIe3HbIE BOSMOXHOCTM aacT Bam butpnkc24.CRM.

33.I/IHTpVIFOBaHbI? YT0 Xe, paBanTe No nop4aaoKy paccMoTpmmMm BCe€ BO3MOXXHOCTU, KOTOPbIE
OTKPOET NCroJib30BaHne CRM 04 Bawero otgesia npogax.

Y10 Takoe CRM 1 noyemy oHa Tak BaxkHa?

[ns Toro 4tobbl n36eXkaTb NyTaHuLbl, Cpady >Xe onpenennumcs ¢ TepMmmuHamn. Yto Takoe
CRM? CrtanpaptHoe onpegeneHune (Customer Relationship Management) rosoput B
nepByl0 ouyepenb He O MPOrpaMMHOM MPOAYKTE, a O CUCTEME B3aMMOOTHOLUEHWIA C
KnMeHTamn B npuHuune. Bukunegms onucbiBaeT CRM, Kak Mogenb B3aMMOAenCcTBUS
6u3Heca C K/IMEHTOM, U IMaBHbIMW HaNpaBneHNs MU OEATENbHOCTM KOMMaHUM SBASIKOTCS
Mepbl No obecneyeHnto 3PHEKTUBHOrO MapKeTMHra, NPoaax n 06CNy>KMBaHNS KTMEHTOB.

B uem xe otnnume aton mogenn ot CRM-cuctemsbi? MNog cuctemonn CRM noHnmatoT yxe
He KOHUEeNuuio, a KoprnopaTuBHYO WHMOPMALMOHHYK (M1 NporpamMmMHylo) cpegy, B
KOTOPOW 1N NMPOUCXOANT ynpasfieHne B3aMMOOTHOLLIEHNSIMI C KnneHTamn. Cnosamum U3 Tomn
xe Bwukunegnn, CRM-cuctema — npuknagHoe nporpamMmMHoe obecneyeHne pnis
opraHusauun, npegHasHayeHHoe ONd aBToMaTu3auum cTpaTtermin B3anMOLENCTBUSI C
3akasumkamn (knueHtamn). B CRM pa3po3HeHHble WMHCTPYMEHTbl BegeHusi busHeca
o06beanHATCA B YOOOHYH0, MOHATHYIO 1 Npo3payvHyto cuctemy. BmecTto Tabnnyek Excel,
obunus MecceHoKepoB, MHOXECTBA LOKYMEHTOB 1 6eroTHM nNo KabnHeTam MeHemoXXepbl
no npogaxam nonayyarT OONH-eOAUHCTBEHHbIN cepBUC. B Hero BxoosaT nporpammbel ons
cbopa paHHbIX O KNMEeHTax, ynpaBfieHUs cOenkamu, KOHTPONs 3a MeHemXepamu,
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aAHaANNTUNKN N NPOrHO3NPOBaAHNA — 3TO yNpoLwaeT PYTUHY, YCKOPAET NPUHATE NMpaBUJIbHbIX
peLIJeHVII7I N UCKNOYaET OLWNBKN.

Mo>HO ckasaTb, 3BYYUT MnpeKpacHo, HO TOYHO J1IN 3TO NMOMOXKXET KOHKPETHO Ballemy
6V|3H€CY? ,D,aBa|7|Te BMeCTE MNMOCMOTPUMM Ha npuMepbl TOro, Kak HeKOTOpble KOMMaHNN
cerogH4 ynpasndroT rpoga>kamMim no CtTapmHke.

1. YT1o6bl cobpaTb BCH CTAaTUCTMKY BXOASALWMX OOpaLLEHUI OT KIIMEHTOB, HY>XXHO
3acTaBUTb HECKOJIbKO COTPYOHUKOB (MM AaXKe HECKOJIbKO OTAENO0B) Ha NPOTSXKEHNU
AparoLeHHbIX YacoB CBOAUTL MHOPMaLUo N3 pasnmyHbIX hannoB UM CUCTEM yYeTa.
Mpn 3TOM KONMUYECTBO HEOTBEYEHHbIX ObpalleHui 6biBaeT Boob6LLE HEBO3MOXXHO
noacuymTathb.

2. MeHepykepbl NO Npofaxkam XpaHSaT MHOPMaLMIO O CBOMX NeperoBopax ¢ KAneHTamm
B JINYHbIX 6JIOKHOTaX MAN 3NEKTPOHHBIX Tabnnykax, KoTopble B Ny4yllem criyyae MoryT
OblTb OTKPLITLIMA OIS KONMEKTUBHOW paboTbl, B XyAlWeM Xe — 6yayT sBsTbCS
[OOCTOSIHUEM TOJIbKO 3TOro NpopasLa.

3. Korpga pykoBoguTenio Hy>HO y3HaTb O TOM, Kak o6CToAaT pgena no paboTte cC
NepCneKTUBHbIMU KITMEHTAMWN — MeHeaXKepbl BPYYHYHO FOTOBAT OJ19 HEro OTYEThI, YacTo
O4YeHb Janekue oT AeCTBUTENbHOCTU. M NoaroToBka 3TUX OTYETOB 3aHUMaeT MHOIO
BpeMeH, KoTopoe NpoAaBLbl MOrv 6bl MOCBATUTL NPOOAXKAM.

4. CTaTUCTUKYy BCEX aKTMBHOCTEN MeHeOKepoB OTAefla NpoAaXk B OTHOLUEHUN CBOMX
KNTMEHTOB (TenedOoHHbIX 3BOHKOB, BCTpeY, OOLLEHNS B 3/IEKTPOHHON MOYTE U padHbIX
MecceHaKepax) Mo BOOOLLE HUKTO HE CUMTaeT, MMbo genatoT 3TO BPYUHYHO B KOHLE
MecsLa No 3a4aHnio PyKoBoguTenNs.

5. Ecnvm B KOMMNaHWIO MNO3BOHW/T YacTO MOKYMatoLMUA UK OYEHb BaXKHbIA K/IMEHT, a Ha
MeCTe He OKasasioCb ero NepcoHanbHOro MeHeaXXepa, TO HUKTO APYrol HE CMOXET
ObICTPO Y3HaTb W MPOBEPUTb CreuvanbHble YCNOBUSA ONS OAHHOro KaveHTa (Mnu
NCTOPUIO ero npenplaylmx Mnokynok). [la — n Ha 3To Toxe noTpebyeTcss Hemasno
BPEMEHW.

MoxxeT 6bITb, OecATb UNK ABaguaTb NeT Hasad Tak elle MOXKHO Obio paboTtatb. Ho He
cerogHsi. VIHTepHeT HEBEPOATHO YCKOPWI HaLLY XXW3Hb, 1 BCE BM3HEC-NPOoLECChl TOXe — a
obunne HOBbIX KaHanoB KOMMYHMKauuMn (coumasnbHble CETW, MECCEHOXEpPbI)
OOHOBPEMEHHO YBENUYUIM U BO3MOXXHOCTU ONSA KIMEHTOB, W TOMOBHYIO 60nb Onis
npopasuos. OgHako, ¢ nomoubio cuctemsl CRM Bbi 1 Bawa KoMnaHms cCMoXkeTe paboTaTb
Tak, Kak 3Toro TpebyeT pbIHOK — COBPEMEHHO, BbICTPO, 3DDEKTUBHO.

Jlyqwnian nomowHKK B aTom — brtpnkc24.CRM. Mel He npocTo 6osiblie Bcero 3Haem 06
3TON cucTeMe (Tak Kak siBnsieMcsl eé paspaboTunkamm) — Mbl YBEPEHbI, YTO UMEHHO 3TO
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peweHne rno3soJsinT BaM 6bICTpO n nerko Bknounte CRM un coenatb HeoTbeMieMou
yacTbto Bawero 6usHeca, rnaBHbIM MHCTPYMEHTOM Ballero otaena npoaax. O6bscHUM
BKpartue, B 4eM MNpunyiHbl HaLuen yBEPEHHOCTW.

Bo-neps.bix, butpukc24.CRM saBnsieTca yacTbto 60/bLWIOrO NMOonynsipHOro npogykta ans
ynpasrieHnsi GBU3HECOM, KOTOPbIA TakK 1 HasbiBaeTcsa — butpukc24. 3TMm pelleHnem Ha
OAHHbIA MOMEHT Yy>Ke NMosnb3yeTcs 6onee apyx MMANMoHOB (!) KoMnaHuin N3 pasHbIX CTPaH.
Mpwn >xenaHmm Bbl MOXeTe mcnonb3oBaTb Tonbko CRM — a moxkeTe nonyuntb 1 Bce
BO3MOXHOCTM 3TOro BOCTpPebOBaHHOro npoAaykra Mo ynpaBfEHUO KOMMaHUEN,
KONNeKTUBHOM paboTon, paboTom C AOOKYMEHTaMU — W, KOHEYHO >XKe, YMNpaBleHWUto
npogaxamu.

BO-BTOprX, 9TO MHHOBaUMOHHOE N COBpPEeEMEeHHOE peLlleHne, KOTOpOoEe BKJ/IHOYHAET B cebs
60/1bLLOE KOMMYECTBO MONE3HbIX onuun gns MeHe[>KepoB Mo rpoga>kam, pyKOBO,D,I/ITeJ'IeI‘fl
oTaenoB npoaax, pyKOBO,EI,I/ITeJ'IeIZ 1N cobCTBEHHMKOB BnsHeca.

B-TpeTbux, HauaTtb paboTy ¢ butpukc24.CRM MmoxxHO abcontoTHO 6ecnnatHo (1 peyb aeT
He O BPEMEHHOM OOCTyrne, a 0 paboTe Ha NOCTOSAHHOW OcHOBe). Ecnn y Bac HebosnbLias
KOMMNaHus, 1 Bbl BygeTe NCNonb30oBaTh TOMbKO YacTb hyHKUMI Butprnkc24.CRM (koTopbix
Ha camMOM fene O4YeHb MHOr0), TO BO3MOXXHOCTEN AaHHOro pelleHns Bam OyaeT xBartaTb
00 Tex nop, Noka Bbl CamMu HE NPUMETE peLleHne MaclTabupoBaTh Baw 6usHec ganee.

B-uetBepTbix — Butpukc24.CRM nossonsieT ynpaBnsTb BalMM OTAENOM MNPOAaXK Ha
aBTONUOTE — TaK Xe, Kak nuaoTaMm COBPEMEHHOIO camosieTa AoCTaTO4YHO MNOOHSATbL ero B
Hebo, 1 BKNIOUYNTb 3afaHHble cueHapun noneTta. [anblie caMmoneT NeTUT yXKe NPaKTUYeCKN
6e3 yyacTums NMI0ToB, KOTOPbIM LOCTAaTOYHO TOSIbKO CNeAnTb 3a NokKasaHusaMu Npmbopos,
He NpuKacascCb K WTypBasny.

M, 4TO OYeHb BaXKHO Npu BCeM 3TOM — paboTtaTb B butpnkc24.CRM o4yeHb npocTo!

HasanTte npuctynum?
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CtapT paboTtbl B butprnke24.CRM

COUCETb KOMMNAHUU

NPUNOXEHUA24 3A0AYM U NPOEKTbI

MOBWUNBbHOCTb YAT U BUAEO3BOHKU

busHec paboTaer
BM3HEC-NPOLIECChHI B 24 @ AOKYMEHTbI ONLINE

BecnnatHo. HeorpaHuyeHHo. OHnamH.

TENE®OHUA BUTPUKC24 ANCK

CRM KANEHOAPU

MoYTA

[Ona Hadana BaxxHO ckaszaTb, 4To aTa CRM aBnseTcs yacTbio «06/1a4yHOro» peLlleHus
Butpukc24. 310 o3HavaeT, 4TO Bam He noTpebyeTcs yCTaHaBnMBaTb Ha KOMMbIOTEPDI
BaWMX COTPYOHUKOB WM cepBepa KOMMaHUM Kakue-To cneumanbHble Nporpammbl Uan
NPWUAOXKEHNS, KOTOpble MOryT BCTynaTb B KOHMAUKTbI C YyXXe YCTaHOBIEHHbIMU
nporpammamn unu TpeboBaTb MakcumMyma onepauynoHHon namatu. [Ons goctyna B
Butpnkc24.CRM BawvMm mMeHegxepam MNo npojaxam N pykoBoguTensMm notpebyetcs
TOJIbKO OOCTYN K MHTEPHET, cama cuctema CRM (kak n Becb npoaykT butpnkc24) 6yaet
paboTaTb B OKHE /1t060ro N3 coBpeMeHHbIX 6pay3epos. [pn atom y butpukc24.CRM ecTb,
KOHEYHO, U MOBWIBbHOE MPUIOXEHME, C MOMOLLBbID KOTOPOro NpoAasLlbl CMOryT UMETb
poctyn K CRM He TonbKoO 3a cBOMM paboynm MECTOM, HO 1 B N0OON TOYKe CTpaHbl v
MUpa, rge OKaXXyTCsa B KOMaHOMPOBKE UK Ha BCTPeYax C KMEHTaMM.

Moatomy pns 3anycka butpukc24.CRM Bam noTpebyeTcs TONMbKO peructpaums B
npogykte Butpukc24 (noBTOpUMCSHl, OIS 3TOro Heobs3aTeNbHO NNaTUTb — Bbl JIErKO
MOXETe HayaTb WCMNONb3OBaHME npogykta C ero 6GecnnatHonM  pegakuumm).
3aperncTpmpoBaTbCs MOXHO MO CCbINKE https://www.bitrix24.kz/create.php
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Ctapt CRM

MepBasa cTpaHuua, KoTopyto Bbl yBuante B butpukc24.CRM, Tak n HasbiBaetcsa — CtaprT.
ViIMeHHO 3pecb HaxoguTCs Todka oOTcyeTa, NMpomas KOTOPYH Bbl CMOXETE HayaTb
nonHoueHHyto paboty B CRM (nnbo >xe, BO3BpaLLasChb B 3Ty TOYKY, BUOETb aKTyanbHYHO
CUTyauuio B Bawem oThene npogax). Yto e MMEHHO HY>XKHO caenatb, BrnepBble HaXoasCh
Ha CtapTe?

o L -
EMTPVI KC Z4 /I 6 ) /I O B T ' ,‘ Bnapumup Mumaxos ~
XviBasi neHTa Crapt Nngpl Caenkun Cueta MNpeanoxeHus KoHTakTb! KomnaHuu Ewe ~ o@
3agaum 1
Crapr » st -
YHat 1 3BOHKM 1
CRM 3 Cp, 15 Des
IpynnbI KOHTPO/Ib KOMMYHUKALIA ?
(]
KaneHpaapb
NOAKNIOYEHHBIE KAHANbI BXOAAWMVE ncxoAsWnE
Aunck Ten%ot—mn

Bpems u otyeThbl ~
OHnanH-yat

MNpunoxexus

Mouta 1
OTKpbITasa AMHUA 235 304

CRM ¢opmbl
OTKpblTbIe NNHUN
OXWAAKOT NOAKNOHEHNA

KomnaHus
MoakniounTe GonbLue kaHanos: Viber, Facebook, VK, Telegram n gpyrue NOAKNIOYEHO: 7 v
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© E-mall KoMNaH!y O Tenegomus W E-mall kKomnaHuu B OTKpBITan NUHKA TEXNOAAEPXKNA

O E-mall iuHbIR MepBbii ypoBeH: NOAALPKKI B Tenegouna

1. Nopkntounte K CRM HomMepa TeneoHOB, MO KOTOPbIM NAET O6LLEHNE C KIIMEHTaMN.

MNMoyemy 3TO BaxKHO? BONLLIMHCTBO NPOAaXK UM NEPBOHAYasbHbIX KOHTAaKTOB, BEOYLUNX K
npofaxe B Halle Bpemsi, HeCMOTPS Ha pa3BuTue VIHTEpHET, BCe paBHO COBEpPLUAETCS Mpu
nomoLun TenedoHHbIX pa3roBopoB. A Tenepb npenctaBbTe cebe, YTO Gosbluas YacTb
Takmx TenedoHHbIX 3BOHKOB... NPOCTO TepsieTcs. [puBenem nprumeps:
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e K/MeHTbl He CMOMNN JO3BOHUTBLCS B OOMC NOCTaBLUMKA UM MarasviH — U Kynuam y
KOHKYPEHTOB.

e [lokynatenn 3BOHWIN W3BECTHOMY UM MeHemykepy MO Mpodaxam — a ero He
oKasasiocb Ha MecCTe, HUKTO He 03a4ayunicsa Cyab6oil BO3MOXXHOW COenku, W
noKynaresb yLen K KOHKYPEeHTY.

o Unun xe MeHe[>Kep Obls1 HA MeCTe, r|oo6eL|.|,an Nnepe3BoOHUTb 3aKa34ynKy — 1 3abbin,
nnn cgenan 3To He BOBPEMA.

,D,ymaeTe - (baHTaCTVIKa? YBbI, Takue cuTyaumnn nponcxogdaT Cruiowb 1 pAaaoMm. ,D,}'IFI TOro
4yTOObI UNX npenoTBpatTnTb, WCMNpaBUTb, W MOpeBpatnTb MaKCUMaJibHO BO3MOXHOE
KOJIN4eCTBO 3BOHKOB B rlpo,qa>|<|/|), HeO6XO,EI,I/IMa CBsA3Ka TeﬂerOHI/IVI c CRM - n B
5I/ITpI/IKCQ4 9TO OOCTATOYHO Jierko 1 rMpocTo caenaTtb.

Mo BawemMy yCMOTpPEHNIO, Bbl MOXXETE!:

e ApeHpgoBaTb TenedOoHHbIM HOMepP NpsaMo B butpukc24 — n Kak coBepLuaTb Yepes
VNHTepHeT ncxogsiume 3BOHKU, Tak U MPUHUMATb BXOASLLME.

e Cpenatb vHTerpaunio ¢ Bawen ATC (obnayHon wnm OUCHOWN), ecnn Bbl yXe
ncnonobadyete IP-TenegoHmto.

e [lpmBsazatb kK CRM Baw co6CcTBeHHbIN TenedoHHbIn HOMep, Onsi paboTbl C
NCXOOALLMMN 3BOHKAMW.

2. MNopgknounte kK CRM email-agpeca Bcex COTPYOHMKOB OTAeNa npogax (M npoyve
agpeca 3MeKTPOHHOM MOYTbl, MO KOTOPbIM MOXET MPOUCXOOUTb KOMMYHMKaUNUS C
KJINEHTaMu).

OTO MOryT BbITb Kak agpeca KopnopaTtuBHOW, Tak U JINYHOW 3IEKTPOHHON NOYTbI — B TOM
cnyyae, ecnu pgns ouanoroB M MNeperoBopoB C 3akasunmkamnm Bawn MeHemKepbl Mo
npogaxkam UCNosb3yrT Kakne-To NonynspHble NodToBble cepBuchkl. CoenaTb 3TO MOXHO
3a HeCKOSIbKO MUWHYT, a pganee cneuvanbHblh email-tpekep 3 CRM  6yget
aBTOMaTn4yeckn (UKCUPOBaATb Kaxkgoe MMCbMO OT KneHTa (Mnm OT MeHepxxepa —
KJIMEHTY), CBA3bIBaTb WX C KapToykamMu KJ/MEHTOB, U Mpu HeobxoaumMocTu paxke
co3gaBaTb Ha ero OCHOBaHUM NUAbI.

Hackonbko 310 Heobxoammo? CKONbKO Obl HE TFOBOPWN, YTO 3MIEKTPOHHAA no4Ta
ycTapena — a oHa >XuvBa N genctBeHHa. Munnuapgbl nucem OTPaBisitOTCS MO eMenny
KaXObll OeHb, 1 MHOIME K3 3TUX NUCEeM pewarT cyabby KOMMnaHun UM OTOENbHbIX
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coenok. A Tenepb NpeacTaBbTe, €Cnuv Bawa dupma BOpyr notepsiyia UCTOPUKD BaXKHbIX
nepennucok?

Yawe Bcero Tak cny4daeTcsi, Korga Kakoul-TO COTPYAHMK OTAena npoaaxk yxoauT u3
KoMnaHun. YTobbl pa3rpecTy ero CTapyto KOprnopaTuBHYIO MOYTY M HaWTX Tam BaXkKHble
nMcbMa No KakUM-TO KMeHTam, noTpebyeTcsi 04eHb MHOMO BPEMEHU. YTO YK roBopuUTb O
cryyasix, Korga MeHeoykep Ben Mepenvcky C JIMYHOW 3MEeKTPOHHON no4ytbl? Ho ecnu
paboTaeT eMelnn-TpeKep, TO BCE NEPENUCKN C KIMEHTaMN HUKYOa He NPonagyT, U HOBbI
MeHeOyKep CMOXET Nerko pasobpartbcsi B HroaHcax paboTbl C KNIMeHTaMu, KOTopble paHee
o6cy>Xaan1ch B 3NEKTPOHHON Nepenicke.

3. Bbl MOXxeTe BHecT B CRM Bally CyLeCTBYIOLLYIO KITMEHTCKYO 6agy.

BosBpawasch K npegblayLllen rnase, Mbl Y>Xe FOBOPWAN, YTO XpaHeHue U NornosHeHne
Takoro Maccuea faHHbIx LenecoobpasHee Bcero Bect MeHHo B CRM-cucteme. Cenyac
Mbl Npegnonaraem, 4To 60/bLUINHCTBO HAaLIMX YnTaTeNen He Ha4YMHaT BUSHEC «C HYNsS» B
MOMEHT npoyTeHnsa aton KHurn. Ckopee Bcero, y Bac y>Xe eCTb Kakune-To OeNCTBYoLme
KJINEHTbI 1 KOHTaKTbl. VX gocTatoyHo npocTo nmnoptuposatb B CRM 13 06bi4HOro thanna
9NEKTPOHHON Tabnumubl, a Takxke (Mpy Heo6XoOMMOCTN) 3TO MOXKHO CAenaTb U U3 Opyrmux
cuctem CRM, B KOTOpbIX MOrfa xpaHuTbcs Bawa mHpopmaumsa. C Toro MOMeHTa, Kak
WHpopMauma O Bawmx KAneHTax okaxetrcs B butpmkc24.CRM, no Hen HayHeT
cobupaTtbca MHopMaums 0 BCEX OENCTBUSX U COObITUSAX, KOTOopble ByayT NPONCXOANTb
MeXay OTAEeNOM MpoAaX U caMmUMU KITMeHTaMu.

Mocne Toro, kak B Bawen butpnkc24.CRM 6yayT nogkntodeHbl TenedOHbl U 31EKTPOHHAs
noyTta — BalM NPoAaXKmn cpady CTaHyT npo3padHee. PakTnYecku, C ITOr0 MOMEHTA Bbl YXKe
HayHeTe nonyyatb 3akasbl Npsmo BHyTpu CRM (B Buae nNuAoB), co3faBaTb COENKU U
[0BOANTb UX 0O NPOLAAXKMU.

[aBanTte paccMOTPUM HECKONbLKO cueHapueB paboTbl MeHeOyKepa no npogaxam nocrne
TOro, Kak Bbl BKtounnu butpmnkc24.CRM:

1. B Bawy KoMnaHuio NOCTYNu BXOASALWMI 3BOHOK. K coxxaneHuto, MeHeapkepa, KOTopbIin
OTBeYaeT Ha BOMPOCHI KIMEHTOB, HE OKa3asioCb HA MECTE — 1 B JIydLLIEM chny4vae, KINEHT
CMOr OCTaBUTb MHOPMaUMIO Ha aBTOOTBETUYMK. B Xyawem — Bbl yyCTUAN BO3SMOXHOCTb
COENKN, TaK KaK Takon KJIMEHT HAYHET 3BOHUTb B OpYyrne KOMMaHuun.

OpgHako, B COBpPEMEHHOM oTAesfie NpoAaxk 3annCb TaKOro 3BOHKA C BOMPOCOM KJIMEHTa
cpagy e okaxetcs B CRM. Ha ocHoBaHun Homepa TenedoHa 6yaoyT co3gaHbl HOBbIN
KOHTaKT 1 NoTeHunanbHasa caenka (Wi nug), KoTopble NOCTYNAT OAHOMY U3 MEHELKEPOB.
OH yBugnt B CRM HOBOe 3apaHue, OnepaTtMBHO CBSXKETCS C K/AMEHTOM W HayHeT
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neperoBops.bl. 3anucob TeﬂerOHHOFO pa3rosopa MeHemKepa C KIMeHToM, KCTaTu, ToXe
OKaXeTCHd NpuKpenieHa K KapTodyke Taknx reperoBopos.

2. A ecnn y Bac B TakoW cuTyauun He 6blno aBTOOTBETYMKA, U MPOC/yLaTb PasroBop
BoOOLE HMKaK Henb3si? lMponyLleHHbI 3BOHOK TOXe He CTaHeT noTepsiHHbiM — CRM
co30acT HOBbI N (NOCTaBUT 3aady OOHOMY M3 MEHEOKEPOB CBSA3aTbCS MO YKa3aHHOMY
HoMmepy TenedgoHa, 1 y3HaTb, N0 KakoMy BOMPOCY 3BOHWM). Ecnn e BOpyr okaxeTcs,
YTO BaM NMO3BOHUAN MO OWNBKE — TO MOXKHO BYAET YAaNUTb TaKol 3anpoc OAHMM LLETYKOM
MbILLKW.

3. Bo3MOXHO, KMEHTbl 4Yalle NULLYT B Bally KOMMAHWUKO MO 3NIeKTPOHHOM noyTte. Ha
OCHOBaHWUK NOJTy4EeHHOro NCbMa aBToMaTU4YeCcKn byaeT cosaaHa HoBas caenka (a ecnv ¢
3TUM KJIMEHTOM Bbl eLLie He paboTanu — TO NOSIBUTCS HOBbIN IO, U HOBBLIN KOHTaKT). B aTon
coenke 6yaeT Ha3Ha4YeHo BPeMsl CNeayoLLero KOHTakTa ¢ NoTeHuma bHbiM KITMEHTOM, U
oHa 6ygeT NOCTOSIHHO HaxoOUTbCA MNepen rnasamMu MeHemo)xepa B OOLLEM MepedHe
TeKyLLUMX caenok. Kak To/bKo Mo aToW caenke npou3onaeT Kakoe-To HOBoe COoObITE Ui
Nporpecc, MeHeOykep CMOXeT NepeaBUHYTb AaHHYO CAENKY Ha HOBbI aTar.

BHyTpn Butprnkc24.CRM Bbl cMOXeTe paboTaTb C pasHbiM NpeacTaBieHNEM KIIMEHTOB —
OHM MOryT 6bITb NpencTaBneHbl B BUAE NNOOB, CAENOK, U NPOCTO KOHTAKTOB BallMX
KJIMEHTOB. YyTb NMO3>Xe Mbl pacCKaXXeM O TOM, B YEM OT/INYMS NNOOB OT CAENOK, N Kak
paboTaTb C HUMK, a NOKa 4YTO — JaBanTe NMOCMOTPUM, Kakue elie BO3MOXHOCTU Mo
NoNyYeHNo BXOAALLMX 3anpoCOoB 1 POCTY KMeHTCcKon 6a3bl npeactasnsetr CRM.

Mogxntoyaem ewe 6onblue kaHanos K CRM — 1 nonyyaem ele 6onblie KIMeHToB!

1. Y Bac ecTb cTpaHuyka B Facebook? nu, Bo3amMoxHO, Bala KoMnaHus cosgana rpynny
BkoHTakTe? Kak HacueT nybnunyHoro akkayHTa B Viber wnm kaHana B Telegram?
MogkntoyanTe Bce 3TN aKkayHTbl B CRM!

Onsa atoro B Butpnkc24.CRM ecTb cneuuanbHoe pelleHne (KOTopoe HasblBaeTcs
OTKpbITbIE NUHWKM). Tenepb, ecnu:

- KNNEHTbI ONy6MKYIOT YTO-TO B Bally rpynny BKoHTakTe,

- Ha cTpaHuue B Peincbyk (MOXeT, gake oTnpaBAT coobuieHne K Bawen busHec-
CTpaHuue),

- OCTaBAT KOMMeHTapuih B Instagram K ony6/vMKoBaHHOW Balwen KOMMaHuu
hoTorpadum,
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- HannwyT B Viber Bawen KoMmnaHum,

TO Bbl HE TOJIbKO CMOXETE MOMEHTaNbHO YBUAETb 3TO o6palleHne, HO U OTBETUTb Ha HErO
npsiMo BHyTpu CRM. A KNIMEeHTbl Npo4YnTaroT OTBET MMEHHO Tam, rAe OCTaBuAN CBOW
BOMPOC UM KOMMEHTapWi.

[lns 3TOro BaM He Hy>XHO co3faBaTh KaKON-TO KOHTaKT-LEHTP UM HaHUMaTb creunanbHO
peknaMHoe areHTcTBo — 6ecefoBaTb C MOTEHUMANbHbIMW KIMEHTaMU CMOryT camu
MeHeOKepbl Mo npogakam. I nmpy aToM MM He MpuaeTcs Aep)KaTb OTKPbITbIMU BCe
YNOMSIHYTblE MECCEHOKEPbl WM  CTPaHWUUbl CcoumanbHbIX CeTell, 4YTOoObl YCreTb
cpearmpoBaTb Ha obpalleHusi KineHTa — Bce 6yaet BuaHo BHyTpyu CRM. Ecnun KnneHToB
MHOIO, 1 OAVH MEeHeOXXep HINKaK He CrpaBuTcs, To obpalleHns 3 OTKPbITbIX TMHUIA 6yayT
pacnpenensitbca Mexny pasHbIMU MeHeaKepamm (B NOpsiAke TOM o4epenm, KOTOpYyHo Bbl
camu HacTpouTe). Ecnn ana Bac BaXHa CKOPOCTb peakumi Ha BOMPOCH! KINEHTOB (U
06BbEKTUBHO HET BO3MOXHOCTW OTBEYaTb B Kakoe-TO BPeMsi — Hanpumep, B Hepabouue,
npasgHuWYHblE OHW, WX MO HovaM), To B OTKPbITbIX JIMHUSIX NIErKO MOXHO HaCTPOUTb
aBTOMaTMYeCcKMe OTBETbI, KOTOPbIE KNMEHTbI ByayT nonayyatb HesamennmntenoHo. Ketatu,
B CoUMalbHbIX CETSIX OYEHb LIEHNTCS, KOorga KOMMNaHUs OTBEYaeT, 1 AenaeT aTo 6bICTPo.

M, KoHe4YHO e, TyT HarnsgHo cpabotaeT ogHo M3 npeumyuwects CRM — korga yepes
nogktoveHHble K OTKPbITbIM JIMHUAM  KaHanam B Bawy KOoMMaHuio obpartutcs
CYLLLECTBYOLMI (M y>KE N3BECTHbIN BaMm) KIIMEHT, TO BOMPOC OT HEro B NEPBYIO OYepeb
NOCTYNUT K MeHeLKepy, y>Ke paboTaBLnM C AaHHbIM KIIMEHTOM, U OTBEYaOLLMM 3a HEro.

2. A yTO penaTb, ecnn Baw OGU3HEC NMoKa YTO HeaKTUBEH B coUMalbHbIX CETSX, N BCE, YTO
y Bac eCTb, 3TO COOCTBEHHbIN canT? Bbl MoXeTe gob6aBuTb Ha Balwl CanlT OHMaWH-yaT
(KoTOpbIN NErko MOXHO YCTaHOBUTb C MOMOLLbK CreuuanbHOro kKoga npsiMo U3
Butpnkc24), 1 OoH TOXe OKaXeTcsaA MOoAKoYEHHbIM K OTKpbITbIM NnHUAM. Ko Bcem
3anpocam, KoTopble OyoyT nonagaTh C Ballero canta Yyepes yaT, byaeT npuMeHNMO Takoe
>Xe NpaBuiio — Bce OHM cpaldy okaxyTtcss B CRM, n meHeo>kepbl CMOryT BecTu paboTy C
KJIMeHTamu ¢ canta

npsmMo 13 OTKPbITbIX MMHUKA. U, Mexay npoynmM, 3TOT OHNanH-4aT 6ecnnaTHbIn, U HE UMeeT
HUKaKNX orpaHn4eHuni!

3. A eLle Bbl MOXeTe [06aBUTb Ha Ball CanT He NPOCTO YaT, a KOMMJIEKCHbIA BUOXKET N3
Butpnkc24. B Hero BxogaT:

3.1. OHnanH-yar,

3.2. BOo3MOXXHOCTb 3aKkasaTb 0b6paTHbIi 3BOHOK C canTa
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3.3. ®opma obpaTtHon cBasu. MNoceTutenb canta cam BblibepeT, Kak MMEHHO eMy
oyneT yoobHo obuwaTbca ¢ BaMy — HO 060 ero 3anpoc Takxe okaxeTtcs 8 CRM
C nomoLbio OTKPbITbIX JIMHUA.

e Ecnu pona Takoro nocetutens ygobHee rosiocoBOM pa3roBop — TO OH OCTaBuUT
CBOW HOMep TenedoHa, 1 NONYYUT 3BOHOK OT MeHeaXepa, KOTOPbIN (B CBOKO
oyepepnp) yeuant B CRM HoBbIN Nng — 3aKas TeneoHHOro 3B0HKa C HOMEPOM
NOTEeHLUMaNbHOro KiMeHTa.

e Ecnn ygobHee obuieHne B yate — noxanyncrta! MeHepykep cHoBa yBuguT
obpaveHmre knneHta npsmo B CRM, a ero otBeT nonageT KINEHTY B 4arT.

e Ecnm KNMEHT He TroToB K OOWEHWo npsiMO  cenvac, HO  peLuunn
BOCMONb30BaTbCcA (opMon ObpaTHON CBA3M — TO U Takas WMHpopmauus
OKaXeTcsl cpady >Ke OOCTYMNHOW MeHeaxepy (B Buae nvuaa, Hanpumep), U oH
CMOXET BECTU JanbHeNLWyo paboTy C KIMEHTOM.

4. MoxeT 6bITb Takoe, YTO y Bac eulle HeT gaxe cobcTBeHHOro camta. He 6epa -
cneuyanbHble CRM-dopmbl MoryT obecneunTtb Baw 6U3HEC Ha MepBbIX MOpax HOBbIMU
3akasumkamn. CRM-copmMbl — 3TO Takme aHKeTbl (Hanpumep — dopma perncrtpaumm Ha
MEPONPUATME Ballell KOMMaHUM WM KaKOW-TO OMPOCHUK, nnbo >xe cdopma obpaTHomn
CBSI31), KOTOPYHO 3aMnOJHAET Ball OENCTBYOWMIA AN NOTEHUMANbHBIN KNNMEHT. Boirnagut
3Ta aHKeTa, Kak CTpaHun4yka canTa (rae Bbl CaMn MOXKETE HaCTPOUTL POH 1 NONSA aHKETLI).
[Onsa nybnukauum aton opMbl, BaM HE HY>XHO PErncTpupoBaTb CaunT, MOKYMNaTb XOCTUHI —
Bbl NPOCTO Ny6nukyeTe ee ¢ nomoLubto butprnkc24 (CRM cama npucBouT 3TON aHKETE BeO-
afpec Ha BalweM akkayHTe butpukc24), n otnpaensieTe 3Ty CCbIIKY BCEM, KOMY CUMTaeTe
HY>KHbIM (M1 Ny6NnKyeTe B coumanbHbIX CETSX).

Mocne 3anonHeHus opmebl, OaHHble nonapgaloT B CRM (kak npaswno, B Buae nupa —
O[HAaKO TakXXe 3TO MOryT 6bITb KOHTAKT, KOMMaHWs U COenka).

(DOprI 6biBatoT NPOCTbIE N CJI0XKHbIE, C pa3HbIM Ha60pOM nonen, c pa3HbiMA YCI10BNAMUA
n HaCTpOIZKaMM. [naBHOe, 4TOObI ONna KJiMeHTa OHa Bblrndnesia MakCciMasibHO MpocCTo,
KpacuBo 1 rpuesiekaTesibHO.

MpuBepem 3gecb Haw COOCTBEHHbIM NPUMEP — OO4HaXKAbl HALWKM COTPYLOHMKAM HY>KHO
66110 NnogobpaTb KopnopaTuBHble yT6oNKK. O6CY>XXAEHME LBETOB 1 pa3dMepoB hyTo60on0K
B yaTe BbI3bIBasIO NPOCTO xaoc. Ho Tyt Ha nomoLupb npuwna CRM-dopma n3 butpukc24 —
6bina paspaboTaHa cneumanbHas aHKeTa-oOnpPOCHMK, KOTOPYIO B BUAE OObIMHOW CCbINKU
OTNpaBuIM BCEM 3avHTEpPeCcOBaHHbIM. [locne 3anofiHeHWst COTpyAHUKaMn OopMbl,
AaHHblE O HY>KHOM KONMYecTBe, LBeTax 1 pasmepax ytbonok cpagy xe nonanv 8 CRM
— 11 6bI10 O4YEHb NPOCTO pa3obpaTbCs, KOMY N YTO HY>XXHO 3aKkasaTb.
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Mexay npounm, Ha Takon CRM-topme Bbl MOXETE HACTPOUTb AaXKe NMpMeM onnar, yTo
6yaeT 0CoOBeHHO NONE3HO A/18 Masnioro 6usHeca MM HOBbIX KOMMNAHNIA, Y KOTOPbIX eLle HeT
CBOUX NHTEPHET-MarasnHoB. A eC&im calT y Bac BCe Xe eCTb — TO Bbl CMOXETe JIerko
0ob6aBnTb Takyld (OpMy HENOCPEACTBEHHO Ha Bawwn Beb-CTpaHuubl, C MNOMOLLbIO
cneumanbHbiX kKopoB. Kctatm — nopgknounTtb Beb-aHanutuky (Google Analytics wnm
AnpekcMeTpuka) otgensHo K CRM-chopmam TakxKe JOCTaTOYHO NPOCTO.

He noneHntecb — npogenanTe war 3a waromMm BCe onncaHHble Bbllwe 3agadn. Ecnu y Bac
BOPYr ewe HeT TenedoHun, kotopass nopknatodeHa K CRM - apeHgynte eé
HenocpeacTBeHHO B butpukc24. Ecnu y Bawen KOMNaHum eLle HeT BU3Hec-CTpaHuLbl Ha
Facebook wnn nybnunyHoro akkayHTa B Viber — 3aBegute ero. Ecnu Bbl paHee He
NCNOSIb30BaNN OHNarH-4aT Ha canTe (Mnun y Bac BOoOLLE eLle HET canTa) — NMOTOPONUTECH,
MHa4ye Bawn KOHKYPEHTbl (BONbLUIMHCTBO M3 KOTOPbLIX y>XXe B VIHTepHET) onepensaT Bac.
(naBHas Uenb BCex OAeNCTBUIN, KOTOPbIE Mbl TOIbKO YTO MOAPO6GHO onucany — Nony4nTb
OOCTyN K 60MbLOMY KONMMYECTBY HOBLIX K/IMEHTOB, MHOIMME M3 KOTOPLIX (B CUy CBOEN
npuvHagnexHocTn K 6onee MoNoObIM MOKOAEHUAM U cneundukn CoOBPEMEHHOIO
MapKeTMHra) CoBepLlatoT MacCy 3aKa3oB UM MOKYMNOK Y>Xe ToNbKo B VIHTepHeT. HauHnTe
B3aMMOLENCTBOBATb C 3TUMK aygutopusiMm ¢ nomoLlbto CRM — 1 KOHTponMpyinTe Takoe
B3aMMOOENCTBIE.

YTO >Xe npou3ongeT Aanblue — nocne Toro, Kak Bbl NMOTpaTtuTe HebOonblIOe BPeEMS, U
nogkntounte Kk CRM Bce HyXHble KaHanbl KOMMyHukauumn? Ctpanuuya CtapT B
Butpnkc24.CRM HayHeT nokasbiBaTb BaM akTyaslbHYyl CUTyauumto ¢ npopakamu. Bebl
CMOXETe YBUOETb:

a. NMopkntoyeHHble Kk CRM KaHanbl KOMMYyHMKaUMM C KnveHTamu. Mbl ¢ Bamun yxe
paccMOTpenu, Kak Ux NOOK/UYUTb — HO eCNn BOPYr Bbl €Lle He UCronb3oBasnn BCe
BO3MOXHOCTU Ans nnporeHepaumn, To CRM nogckaxeT Bam, YTO eLle MOXHO caenaTb
N Kakue KaHasbl (Hanpumep, coucet unn CRM-cdopMbl) noka He CMoNb3ytoTcs.

b. ba3oBble oT4YeTbl O paboTe Bawero otgena npogax. 34ecb O6ygoeT HaxoauTbCs
nHpopmaumsi 06 obLLeNn KOMMYHUKALVMOHHOW Harpy3ke Ha Balw oTAen npogax (depes
Kakune KaHasbl NPUXoaUT Kakoe KONMYECTBO K/TMEHTOB, N HACKOJMbKO 3arpy>XeH B CBA3M
C 3TMM Kaxkdpl M3 BalIMX MEHeO>KepoB), TEKYLUMM CTaTyCc npogax (obwas cymma
BbIFPAHHbIX COENOK B A4AaHHOM MecsiLe, KONMYECTBO NNaTHbIX KITIMEHTOB N AMHaMMKa K
npegblaywemMy nepuogy nmbo nnaHy), camble akTyalbHble OaHHble (Hanpumep, 3a
CEerogHsILWHNA AeHb U 3a NOCNEAHIO HEeOEes), CUTYyauns C MOBTOPHbLIMIU NpoAaXkamu
N coenkamu, KOTopble HaXoOATCA B OaHHbI MOMEHT B paboTe. Takxe 3gech byoer
oTobpaxeHa cutyauma co CueTunkamm (KONMYECTBO CBOEBPEMEHHO WU
HEeCBOEBPEMEHHO 3aKpbITbIX MeHeOKepamMn Aen 1 3agad), O YEM Mbl PaCCKaXkeM YyTb
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nosgHee, N BKNag KaXkgoro MeHepkepa B obwime npopaxu otgena. KOHeyHo ke,
OTYETbl HE NosBATCA camy cobon. [ns Toro 4tobel Bawa CRM 3apaboTtana un Havana
nomorartb NpoaaBaTb, HEOOXOANMO caenaTb HECKONBbKO BaXKHbIX AencTBun. Nepsoe —
NoOKMOUNTb KaHasbl KOMMYHMKaUUN, BTOPOE — HavaTb paboTaTtb C KNIMEHTaMm No BCEM
9TUM KaHanam.

KntoueBble noHaTua butpunkc24.CRM:

Ntak, Bbl nogknounnu kaHanel, 1 CRM paboTtaet. [lo3gpaBnsieM — OCHOBHOW aTan
npongeH!

npe,El,CTaBbTe cebe, Kak MHOro HOBbIX K/IMEHTOB Balla KOMMaHUS MOXXET nonyynTb
6naro,u,ap;| yBEJIN4EHUNIO KaHa10B, N3 KOTOPbIX 3TU KJTMEHTbI K BaM o6pau.|,ar0TC;|. O,D,HaKO
LUEeHHOCTb 5I/ITpI/|K024.CRM dJaJsieko He TOJIbKO B TOM, 4YTO Bawl OTAes1 Npoda>K CMOXeT
pacwmpnTb CBOKO Gaay KJINEHTOB — KaK Mbl y>Ke roBopwujin, oHa gaet BO3SMO>XXHOCTb BalLen
KOMMaHnm ynpassidaTb npouecCcoM rnpogax rno-HoBoMy.

Butpnkc24.CRM HayHeT ynpaBnsiTb BalMM OTAENOM MNPOAaXK B PEXMME «aBTOMMIoTa».
Cuctema cama NoAckasbiBaTh NPoAaBLam, YTO U KOFAa MM HYXKHO fenaTb, YToObl BECTU
KaYeCTBEHHYIO W ycnelwHyto paboTy c kKnveHTamu. Mopenb paboTbl NpPoOAaBLOB
NpeBpaTUTCs B CBOEro poAa Urpy, rae KaxkaoMy U3 MeHeoyKepoB HY>KHO 6yAeT BbINO/HUTb
B CBOe paboyee BpPeMs psifi akTUBHOCTEN Mo npofaxkam. ITo MoryT 6biTb akTUBHOCTU C
nvmgamn, coenkamuy, KiMeHTamm — n gaeaiite BHa4Yane pacCMoTPUM, B YEM UX OT/IMYNME:

1. Jlngbl. Kak 6b110 y>Xe He pa3 ckasaHo, Jlug — 3TO ewe He KAMEeHT, 3TO Nuvb
Bblpa>XE€HHbIVN BO3MOXXHbIM K/IMEHTOM MHTepec. Hannyve y Bawen KoMnaHum nngos gaet
BO3MOXHOCTb NpoAasBLam Ha4yMHaTb 1 3aK/toyvaTb HOBble caenku. OgHako Bce aTn nuapl
OTKyAa-TO OOMKHbI NosBNsATbCA, BepHO? B CRM Butpnkc24 ecTb BO3SMOXHOCTb BHOCUTb
KaXapl nng, BPYYHYHO (K MpuMepy, MeHeakep MoxeT obpabaTbiBaTb 3anmncku nocne
BbICTaBKW, B KOTOPOW OH Yy4acTBOBaJ), MOXHO Tak>Xe UMMOPTUPOBAaTb LENbIA CMMCOK
nMaoB (M3 cTaH@apTHOro hamna M3 NpUBbIYHOW 3NEKTPOHHOW Tabnuubl). Ho Bce e
Hanbonee nornyHbiM ByaeT nyTb nosisneHns nngos B CRM aBTomaTnyeckn — u Bbl yXXe
Hayanu nonyyartb NMAbl U3 BCEX TEX KaHaNoB, KOTopble noaxkntoumnm Kk CRM.

B pesynbtate paboTbl C M1MgoM, OH MOXeT nnbo ctaTb Coenkon (KoTopasi TOXe eLle He
SABNSIETCS NOKYNKOW cama no cebe, ogHako BeAeT K MOKyrnke), MMbo Xe Tak 1 ocTaTbCsa
NOOM.
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B cutyaumun, Koroa nua He KOHBepTUpyeTcs (He npeBpalaeTcs B Coenky), MeHeoykep rno
npogaxam UM ero pykoBoauTeslb MOryT MPU3HaTb €ro HeKauyeCTBEHHbIM — NMPOUCXOAUT
TaK HasblBaemas «auckBanudukaums» nuoa. Takoe 6bIBaeT, eCu:

- Ha Baw TenedOoHHbLI HOMep MO3BOHMAN MO oOwunbke (6aHanbHO nepenyTanu
uncpsl),

- KIIMEHT Y>XKe He MHTepecyeTCcs BaluMM TOBapoM (MO KakoW-TO MpuyvHe 3TOT NUA,
yctapern),

- MpULIefLLee Ha 3NEKTPOHHYIO NMOYTY MMCbMO B UTOre OKasasioCb CraMoM (a MOXXeT
6bITb MPOCTO He NOATBEPANIACh NOYTa BO3MOXHOIO 3aKa3uuka).

"naBHasa e 3afgada MeHeaxepa — 6e3yCcnoBHO, 3TO NpeBpaTuTb (KOHBEPTUPOBATL) 1, B
Cpenky, ncnonb3ys BCe BOSMOXHOCTMK Mo paboTe ¢ BXoadawmMmn 3anpocamu. VIMeHHo B
3TOM npopasuam akTueHo nomoraet CRM.

¢
. -
EMTpMKc 24 1CKaTb COTPYAHMKA, AOKYMEHT, NpoYee... 1 8 02 ® PABOTAIO !’ \ Haranes Mpuxuna ~
. A
XBas neHTa CTapT Mowu agena Nnabl KOHTaKTb! KomnaHun Caenku CyeTta Ewe - Q’
3agaum 15 @
Bce B pa6ote nouck =
Yart 1 380HKM 2 ﬂl/][],bl
Ipynnbi
64 Nlnpa - 526e3 gen, 12c NpOCPOUEHHBIMN Aenamu Bug: Cnumcok 2]
KaneHpapb %
[vick ma AATA CO3AAHUAY CTATYC AENA OTBETCTBEHHbIA  CP. 12 Anpes
A
Mouta Hosblit noceTuTens 22 Mapta 23.03.2017 12:00 Hatanbs MpuxuHa “ ’
(22.03.2017 11:17:49) Mepe3soHTL ir, 6 Anpens
OTKpbITbIE NMNHWN VeaH 28 [lekabps 2016 — 28.12.2016 12:00 Haranes MpuxvHa
Papuo Bctpeva ¢ Mean
Komnanusa Anna Oppara
Cp,5
BpeMﬂ s Hosblit noceTutens 13 [lekabps 2016 L ) CTBYK Hatanbs MNpuxuHa

(13.12.2016 17:42:14)
MpunoxeHns

1C+BuTpurkc24 B Hogslit nocetutens 13 [lexabps 2016 e Hartanbs puxuHa -7
(13.12.2016 17:41:22)
Ewe ~
Hosslit noceTuTens 13 [lekabps 2016 —— Denao \ Haranes MpuxuHa
(13.12.2016 15:22:57)
HACTPOWTb MEHIO &F
79775170187 - Bxopawwmn 28 CeHts16pa 2016 29.09.2016 11:40 Haranbs MpuxuHa
NPUINACUTD COTPYAHWNKOB + 380HOK B

B

Crnncok nngos B CRM

2. Coenka — 3To npouecc NeperoBopoB MeXAy BalMMm NpoaasLaMin 1 KNMeHTaMmmn Ballen
KoMnaHum (nogpasymMeBaeTCs, YTO OH OOJ/IKEH 3aKOHUNTLCA NPOAaXKen, HO, KOHEeYHO, TaK
6biBaeT He B Kaxkgon Coenke). KOHeYHO Xe, C OOHUM U TEM Xe KJIMEHTOM MOXET ObITb
MHOXXECTBO CAEeNOoK (KakK 3a AJIMTENbHbIN NeEpNoL BPEMEHN, TaK N B OAHHbIA KOHKPETHbIN
MOMEHT) — Hanpumep, Baw 3akas3unk paboTaeT C BaMu MO HECKOJIbKMM [OroBopam,
npuobpeTasi pasnnyHble TOBapbl UM YCNYyrn B pamMkax Kaxkgoro cornaweHus. B pamkax
Coenku coTpygHMKK oTAena npogaXk CMoryT genatb knveHTtam [NpeanoxxeHns (oddepsbl
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NN KOMMEpPYECKNEe NPeQioxXeHns), N BbicTaBnAaTb CueTta. A MOXET ObiTb M Takoe, YTo
Kakune-To KnmeHTbl 13 Bawel KIIMEHTCKON 6a3bl HX pa3dy He 3akntoyany ¢ BaMu CAENKU, U
3TO XOpPOLWWIA CUrHan gisi NPoaaBLoB — 06paTUTb HA HUX BHYMaHWE.

!
BVlTle KC 24 WCKaTb COTPYAHUKA, IOKYMEHT, Npoyee 1 8 O 5 (®) PABOTAIO !; \ Hartanbs lpuxuHa ~
(62 [ 6] (2] @
Xusas nerta Crapt Mow gena Ninael KOHTaKTbI KomnaHun Caenkn Cueta Ewe - °©
3agaum 15 @
VenmasarTa Cﬂeﬂ KN DuUNbTP + NOUCK OBILEE v =
Mpynnsl
11 Caenox - 11 6e3 aen Bug; KaH6aH 2]
KaneHpape %
Awck B o6pa6oTke (£) [loroBop (2 Cp, 12 Anpes
A
MouTta L v ’
48 870 py6 343 600 py6 66 800 py6 9 900 py6

OTKpbITbIE NMNMHWN ExaTepuHa ConoMuHa ABTOCanoH "AeTocmna” Y3HaBan npo caiit MNpoaaem aBTomMo6UNbL
150 000 py6 106 800 py6 56 900 py6 9900 py6 @

k y E 1 17M

KomnaHusa
BpeMﬂ W OT4YeTb! Aena lena Aena Aena
MpunoxexHus

Maneiii 6usHec MapusoTtTa Perncrpaums npasa
1C+butpukc24 12 000 py6 10 000 py6 9900 py6 w7

Ewe ~

HACTPOWTb MEHIO &}

APUMNACWTL COTPYAHVKOB +

Aena

W3 marasuvHa #8
6 898 py6

Aena

AeTocanoH "AeTtocmna”
106 800 py6

Aena

Cpenkn B CRM Ha kaHbaH-[ocKe

3. Knuentol B CRM moryT 6bI1Tb NpefcTaBneHsbl B Buae KoHtaktos n Komnanuin. 3geck Bce
MOHATHO Y>XXe M3 caMmx HasBaHMN. KOHTaKTbl — 3TO onpeneneHHble noan (punsmnyeckne
nua), a KomnaHum — topygnyeckmne nuua, Kotopble MoryT 6biTb npencrtasneHsl 8 CRM
MHO>XXeCTBOM KOHTakTOB — COTPYOHUKOB AaHHbIX KoMnaHun. KoHeYyHo e, nHpopmaums
kak o KoHTakTax, Tak 1 KomnaHusx MoXeT ObiTb [OCTaToO4HO noapobHon — B
Butpnkc24.CRM Bbl 1 Bawmn MeHeOyKepbl CMOryT HacTpauBaTb OONblUOE KONMNYECTBO
Nnosib30BaTeNIbCKUX MNOJSiEN, OTHOCALLMXCA K creundurke n cepe AeaTenbsHOCTU Bawmx
KJINEHTOB.

Ecnn Bawa komnaHus paboTaeT B cdepe b2b, To coenku O6ygoyT 3aknouvarbesi, Kak
npasuno, ¢ KomnaHnamn. Ecnu Balwm KAMeHTbl — YacTHble NoTpebutenn (Bbl pabotaeTe B
b2c), To oHn ByayT NnpeacTasBneHbl NpenmyLecTBeHHO KoHTakTtamu. 1 B TOM, 1 B opyrom
chny4yae, y BaC MOXET OblTb HEKOTOPOE KOIMYECTBO aKTUBHOCTEN, KOTOPOE MeHeOKepbl
6yayT NPOBOANTb C KNIMEHTaAMM:

- 3BOHUTb UM
- MPHMNMAaTb BXOoOsALME 3BOHKHN,

- NMncaTb NncCbmMma
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- pabotate C KnmeHTamm 4epe3d OTKpbITbie NMHUN (B MeCCeHO)Kepax, 4arax,
coumanbHbIX CETAX)
- Ooenatb KOMMep4ecKune npeaoXKeHns
- BbICTaBNATb UM CYETa, U Tak ganee.

Takune akTMBHOCTU MOIYT OTHOCUTBLCS Kak K npeablayLiemMy nepuogy spemMenu (y>xke 6biam
COBEpPLUEHbI, BKNOYas TeKyWwUn f[eHb), ImMbo MoryT ObiTb 3annaHupoBaHbl (Camunm
MeHeO>KepPOM unn BU3HeC-NPOLECCOM B BalleM OTAENE Npoaax).

L C
BuTpuKc 17:44 . oo PR Esrenun Epewnn - ?
‘ Enexa BnaceHko 3 :
PYKOBOAUTENE OTAENa NPOAAX

27
K
:
I

Kaprouka MopTper Caenkun CyeTa MpeanoxeHuns CesAzn WcTopus
O K/MEHTE U3meruTL O KomMmeHTapuii  XaaTe 3BOHOK SMS  MucbMo Ewe -
TenedoH

ae® - O

i

+7 499 677 54 82 ~

E-mail
helen.v@mail.ru ~

[[] 3BoOHOK ceron )
e - OTNIOXKWTH -

Komy EneHe BnaceHko
vk.com/helen.v

HFBD

BkoHTakTe
Komepueckoe npeanoxexue ¢ ykas... | &2
u il.com:
To: helen.v@mail.ru Mx, 11 Wions
KOMMAHMA W3MEHUTL P yiTe, Enexal Bi Bam P
¥ Karanor TOBapoe C ... NofpobHee o
(33
OOO «npara» e Bxoasiwuii 3BOHOK  YCMEWHBIA 3BOHOK < Wik, 56 cex. g 1424 (~
napTHep
@
» ) apufietufufienieagufieg - 0:56
~ oT Enena Bnacexko +7 906 384-58-58 e
OTBETCTBEHHbLIV WU3MEHUTb Q
Buepa
a LieneHkoBa ExatepuHa ‘
A7 meHenkep No Npoaaxam ]
e KOHBEPTMPOBaH B KOHTAKT — EneHa BnaceHko & 15:47 e '
o
KoHBepTWpoBaH B caenky — [usaH «BecHa» & 15:47 c
[No6asuTs pasnen Hopa
3 chespans a
o Co3paH Jing Ne26262 n3 yara B 15:47 '3
ig’ (]
Yar - «flpopaxxu» 4 muk. 56 cex.. 576 coobluednn, B 14:24
L]

3npascTeyiite, EkatepuHal CKaxuTe NOXanyicTa MOXHO Nl
3akasatb y Bac ... nof.\poﬁuee

oT Enena Bnacexko & 14:47

KapTtouka koHTakTa B butpukc24.CRM

4. CoTpygHukn otgena npogax sugat B CRM Becb TOT Habop OencTBuiA, KOTOpbIE yXXe
OblNN COBEPLUEHbI VMU NPUMEHUTENBHO K ONpefeneHHbIM KMEHTaM, U KOTOpble eLle
npencTouT coBepwnTb. Ecnn ke Kakue-TO 3agadv unu pgena npogasel, No pasHbiM
npuYnHaMm He ycneeT caenartb BOBpeMs (B CPOKU, yCTAHOBMEHHbIE CBOVM PyKOBOOMUTENEM
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nnn GusHec-npoLeccamn, yTBEPXXAEHHbIMU B oTAene npogax), To B8 CRM MomMeHTanbHo
nossaTcsa CyeTumkun — undpbl, ykasbiBaroLLme KONNYECTBO TakMX HECOBEPLUEHHbIX gen no
Kaxxgomy un3 crtatycos B CRM - nupam, cpenkam, KnueHtam, cyetam, wunau genam.
Bnaropgaps aToMy, Kak cam MeHegyKep Mo npojaxkam, Tak U ero pykoBoauTesnb 6yayT
BMOETb Y4aCTKU, B KOTOPbIX paboTa oTaena npogax 3amennmnacb nam sactonopunach, v
CMOTYT 3(P(PEKTUBHO YNpPaB/isTb NPOLECCOM NMPoaaKu.

5. imeHHO CueTumku obecneuymBaroT HOBYHO MOAESlb OpraHu3auun paboTbl oThena
npogax — M KOHTPONs MeHemkepom csoero pabouero rpadmka. B CRM butpukc24
npoaaBuam He HY>XHO ByadeT TpaTUTb MHOIMO BPEMEHW Ha pPasfyMbs, C KakUM K/IMEHTOM
cenyac Hy>KHO noobLaTbCs, NN Kakoe OeNCTBUE COBEPLUNTL CNeayowyM — BCe 3TO eMy
nogckaxyT Cuetumku. B pesynbTtate B nx paboTe nosiBUTCS CBOEOOpPa3HbIN 3NEMEHT
Urpbl Nnog HaseaHnem «[lobegn cYETUMKIN».

o - )
BVITpVIKC 24 WcKaTb COTPYAHUKA, AOKYMEHT, Npoyee... /I 8 . 1 9 (®) PABOTAID ("\ Hartanbs MpuxuHa ~
XvBas neHTa Crapt Mow aena Nnuabl KOHTaKTbI KomnaHun caenkn CyeTta Ewe - 00
3agaum 15 @
Bce B pa6ote novck =
YaT 1 3B0HKM 2 ﬂ'/],ﬂ,bl
Mpynnbi
62 flnga - 526e3 gen, 10C NpOCPOYEHHbIMMN Aenamu Bug: Cnmcok 2]

KaneHpapb %
Quck nma [ATA CO3JAHMAY CTATYC AENA OTBETCTBEHHbIA Gple Aona:
Mouta Hosblit noceTuTens 22 Mapra 23.03.2017 12:00 Haranbs MpuxuHa . ’

(22.03.2017 11:17:49) Mepe3soHuTL ir, 6 Anpens
OTKpbITbIE NMHUN WBaH 28 [lexabps 2016 I 28.12.2016 12:00 Haranbs MpuxvHa

Paguo BcTpeya ¢ MeaH
KomnaHua Awna Opipara

Bpemsa un oTyeTsl Hosblit noceTuTens 13 [ekabps 2016 i Haranebs MNpuxuHa

(13.12.2016 17:42:14)
MpunoxeHus

CYeTUYnKN HEBBLIMOJIHEHHbLIX UITN He3arliaHnpoBaHHbIX e/l B CRM

CyTb npouecca copeBHOBaHUA co CyeTunkamm 3aKioHaeTcs B TOM, YTOObI MeHeOXepbl
no npogakam exkeHeBHO BbIMOHANN BCe Ha3dHa4YeHHble M co cTopoHbl CRM 3agayum no
paboTte ¢ knameHTtamn. Muccus npogasua npu ucnonb3oBaHun butpnkc24.CRM 6ypet
npocTasi U NOHATHAasA — BCe, YTO eMYy HY>KHO cAefnaTb B TeYeHne Kaxxgoro paboyero gHs,
3TO  COBEpWUTb  Heobxogumoe  KOJIMYECTBO nocnepoBaTesibHbIX  OEUCTBUN,
NPeayCMOTPEHHbLIX BGU3HEC-MPOLIECCOM MNPOoAaXx, MPUHATbIM B Bawen kKomnaHuu. [a,
KOHEYHO, Ba>KHO cenaTb BCe 3TU AeNna Ka4eCTBEHHO (a He MPOCTO «a1s1 rasiouKm»), OAHAKO
OMbIT COBPEMEHHbIX N YCMELWHbIX OTAENIOB NPOAaX HarnsiaHO OEeMOHCTpUpYyeT, YTo 6e3
KOnnyecTBa KadecTBa NpocTo He 6biBaeT. [Npoaasel, He MOXXET AOOUTLCA MakKCUMasbHbIX
pe3ybTaToB, eC/IM OH HE COBEPLUAET MakCUMaibHO BO3MOXXHOE KOIMYECTBO NPaBusbHbIX
aenctenin B paboTte ¢ knneHtamun. [peactaBbTe cebe nponasua, KOTOPbIN:

- HE 3BOHUT CBOMM 3aKasumkam BoBpems (MM BOOOLLE HMKOrLa He 3BOHUT),

- UITHOPUPYET BXOAsILLME 3anpochl (M1Abl) OT NOTEHUMANbHbIX KITMEHTOB,
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- HE ULLET HOBbIX BO3MOXXHOCTEN A5 3aKPbITUS COENOK,
- HE BbICTaBNSAET CYeTa...
Muoro Takon npogaseL, npogacTt? KOHEYHO Xe, HeT.

OpHako B peanbHOW XXWU3HUN Takue «NpoaaBLbl» NonagaroTcs 4OCTAaTOYHO YacTo (0COBEHHO
Torga, Korga KoMnaHus Ha4nHaeT co3gaBaTth UM PacUMPATb OTAEN NPOAAX, U HAHUMAaET
HOBbIX COTPYOHUKOB). 3a OBYMSA-TPEMsS npogaXkamu, KOTOpble MOXET COBEepLnTb
noaoo6HbIN MeHeOyKep, CKoOpee BCero 6yaeT CKpbIBaTbCS HECKOJIbKO OECATKOB YMNYyLLEHHbIX
BO3MOXXHOCTEN, O KOTOPbIX PYKOBOOWUTENb OTAena wunu Bnageney bmusHeca Tak U He
y3Hanum 6bl. Ecnn 6bl He cnctema CRM, n He BKtOUYEHHblE B HE CUYETUNKNA.

W 3HaeTe, UTO camoe nHTepecHoe? Bam He npnaeTcs hopMnpoBaTh Y BallnX MeHeOKepoB
HOBYIO MPUBbLIYKY (pearnpoBaTbe Ha CUYETUMKN N BbIMOMHATbL MOCTaBIEHHbIE UM 3a4aun).
CoBpeMEeHHbI MUP Y>Ke NPUyYn Hac K Takon peakuun 6narogaps MKOHKaM NpunoXXeHui
Ha cMapThOoHax UK ApnblKax B couManbHbIX CETSAX, rOe KpacHbIM LBETOM 3aropaeTcs
KOJIMYECTBO MpPOMYLLEHHbIX TenedOoHHbIX 3BOHKOB, HEMPOYUTaHHbLIX CMC, MOJTyYEHHbIX
HOBbIX JTANKOB UM coOBLWEHNA. Mp n3MeHUca — 1 NPoLEecc yrnpasieHns npoaaXxkamm
MEHSIETCS COOTBETCTBEHHO.

B cnyyae c otgenom npopax, OTCYTCTBME Yy NPOoAaBLa «KPACHbIX CHETYMKOB» OOJSIKHO
ctatb npuBblidkon. Ecnn POl yBuouT, 4To Kakom-nmbo v3 NpopasBLOB MNPOUrpbiBaeT
CYETUYNKAM €XEeOHEBHO (He CnpaBnseTcs C TEKYLMM OO6BbEMOM NMAOB, COENOK NN Aen),
TO BCerga CMOXeT BHECTU KOPPEKTUBbI B paboTy 3TOro COTPYyAHMKA, WA BCEro otaena,
nepepacnpenenms OTBETCTBEHHOCTb MeXAy HUM 1 OpyruMn npogasuamu. Takxe ang
Bcero otaena 6ygeT o4YeHb HarnsgHon 1 O4EBUAHON B3aUMOCBA3b MeXAy pe3ynbTaTtamu
paboTbl Hanmbonee ycCrnewHbIX MeHeOKepoB MO npojaxam WM KX LeneTUSIbHOCTbIO ”
OTBETCTBEHHOCTbIO B paboTe CO CBOen KNMeHTckon 6ason. Kak cnepcrene, Xopowwnm
npaBnIOM Ballero oTaena NPoAaXk CTaHeT OKOH4YaHue pabodero oHS NPOoAaBLOB Toraa,
Korga CHeTUYMKN He3aBePLUEHHbIX e CBeAeHbl K HyJHO.
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CYETYMKMN MO MEHEAXEPAM = D =

3aBepLleHHLIN pab. geHs (suepa 18:00) - nosEANN aonr

Mapus CaBpackuHa 27
MEeHeXep ONTOBbIX NPOAAX
HOpwuia BonowuH 22
MeHeKep ONTOBbIX NPOAAX
5

P &

Nuabl

Caenku 4

Cueta 6 4
MpeanoxeHua 3

KoHTakTbl 4 2

23
25
9
a il “ _ v
et I
; e s ¢ _ ¢
MeHeJKep ONTOBbIX NPOAAX
AxTOH [lonraHumH
- HeneE s e ® _ ’

KOHTpoOIb ncrnonHutTeibHocTn meHegxepos B CRM

6. KoHe4uHo, pykoBoauTeb OTAENA NPOAAXK CMOXET OLeHMBaTb 3h(eKTUBHOCTb paboThl
CBOWX NOAYMHEHHbIX HE TONTbKO MO OTCYTCTBUIO «OPSALLNX>» CHETYMKOB. Beab MoxeT 6bITb
N Takoe, YTO NpogaseL, caenan Kyyy gesn, HO npoaan npu 3ToMm mano. [nsa Toro 4tobbl
pasobpatbcsi B cutyaumnm, B bButpnkc24.CRM npepgnaraiotcs  OOCTATO4YHO
AEeTanM3NpoBaHHble 1 NogpobHble OTYeTbl O NpoaaXkax, KOTOpble MOXHO YBUAETb MO
Kaxxgomy anemeHTy — no Jingam, Coenkam, Komnanmam, Kontaktam, Cuetam. OTr OT4eEThI
MOXXET BUOETb N UCMONb30BaTh KaK KaXabl OTAENbHO B3ATbIN MEHEO)KEP NO Npoaaxkam
(MPUMEHUTENBHO K CBOEMY Yy4acTKy paboThbl), Tak 1 PyKOBOAUTENb MO BCeMy oTaeny. Yto
camMoe MpuUATHOE — Ha CO30aHMe Takux OTYETOB He MoTpebyeTcs Bpems, OoHM b6yayT
copmupoBaHel B CRM aBTtomatmyeckm nog nwbOM BpPEeMEeHHOW nepuog  Wunu
Hanpas/ieHne, CBA3aHHOE C NpoaaXkamu.

PaboTta ¢ kimeHTamn BHyTpr1 CRM

[aBante Tenepb paccMOTpPUM, B KaKOM BUOE MEHEOXEepbl W PYKOBOOMUTENM oThena
NpPoAaX MOryT BUAETb MHPOPMALUMIO O KOHKPETHbIX KJIMEHTax (MM MpoYMX KIo4veBbIX
CYLLHOCTSAX — nnpax, caenkax) n pabore ¢ HUMm BHyTpy CRM.

1. KapTouka cgenku.
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| OdopmneHve BLICTaBKN » @ ¢ 8 = PACLUMPEHIA | ~ o] AOKYMEHT v
O6ue ToBapbl Wctopus BusHec-npoueccsl Po6oTbI Ceasu MapkeT Ewe v
OCHOBHOE V3MEHWUTL o KommeHTapuii  3apaya SMS/WhatsApp Mucemo  Xpats Ewe v
1 U BanioTa OcTaBbTe KOMMEHTapWiA

Cymma
245 500
R— e €+ Mpurnacnte K 06CYXaEHMIO

26 uioHa 2022
[ sernammporano 3

Cpok onna

3 uions 2022

Y Bac HeT 3annaHupoBaHHbIX AeNn. 3annaHupyiiTe BCTpeYy, 3BOHOK UN ApYyroe
VEHTOM.

Cpenka

[¥ OdcpopmneHve BbICTaBKN

cerogHa Y ennbTP

OTBeTCTBEHHbIA

Cayne Omaposa o 3nemeHT ycnewHo 3asepeH 2117 @)
PykosoauTens oTaena Npoaax
CuéT: OdbopMineHe BbICTaBKN
Beidpars none - Cospars none Ypamre pasnen
o CTSAMR nameHeHa -1 1/ @
OTnpasneH Knuex OnnaveH
NONYYATEND CHETA M3MEHUTE Pl o
Knuen o Cragusa uamereHa 2117 @
He 3ano/IHeHO -
Hosbiit OTnpaBneH KueHTy
Breibpare none  Cospare none YaamuTe pasnen
o CoapaH anemeHT 711/ @
ONAATA MOCTYMAT HA CHET V3MEHUTE OchopmneHve BbICTABKM

PeKBU3MTEI Bawei KoMNaHW1

He 3anonHeHo

KapTtoyka caesnku B butpukc24.CRM

OT0 oauH 13 KNtoyeBblx anemeHToB CRM. B aTon obuen kapToyke Bbl CMOXETE

- MOMEHTaJIbHO YBUOETb CTATyC KadKAOW OTAENbHOM COENKM — Ha KakoM 3Tane
BOPOHKN NMpoAaXk OHa HaxoauTcs B OaHHbIA MOMEHT (BbIsIBIEHME NOTPEBHOCTEN
K/IMEHTa, aKTMBHbIE NEPEroBOpPbIl, UK Y>XKE BbICTaB/IEH CYET Ha onnary),

- Kakasi cymMma npogaxku 3anniaHnpoBaHa,
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- C KeM [faHHas coenka 6ygeT 3akfoveHa (KOMMaHUS U KOHTaKTbl U3 OaHHOM
KOMMaHUN, C KOTOpbIMW BepeTcss paboTa B pamMKax OaHHoOW chesnku), nobas
Heobxoaumas nHopMauns O KIINEHTE.

-n (4TO camMoe BaxHOe) — 3Ta KapToyka TakXe TMOoKaxeT Bam BCH
nocnegoBaTeNbHOCTL AENCTBUN, KOTopasi yxke Oblia coBeplueHa B npouecce
o0lWeHNss MeHegkepa C KIWMEHTOM, U Kakue [OelcTBus ele Heobxoaumo
coBepLlnTb [na Toro 4Tobbl NpoAaXka cCocTosNach.

Jlerko? lMpocto? lMonesHo? BoT nmeHHO gnst atoro u Hy>kHa CRM - 4yto6bl coenatb
paboTy Bawmnx NpoaasLoB 1 3EKTUBHON, N NPO3padyHON. Tenepb Kak caMm MeHemKep,
Tak U ero pykoBoAouTeSNlb 32 HECKOSIbKO MUHYT CMOXET caenaTb 0630p akTyasibHOM
cuTyauum no cpenkam, KOTOPbIM HY>XXHO YOeNnUTb BHUMMaHue, U He3aMennuTesSbHO
NPUCTYNUTb K AENCTBUSIM:

- HY>KHO MNMO3BOHUTb KJ'II/IeHTy? HeT Hun4yero npowe — 0octaTto4yHo 6y,u,eT HaXXaTb Ha
APJibIK Teﬂe(bOHHOFO 3BOHKa MpsaMO B KapTouke caesjikn, 1 Ha4HETCH pa3roBop C
KJINEHTOM.

- a MOXeT OblTb, Nepen 3TUM HY>XKHO MpoCcnywaTtb npeablayLnin pasroBop C
KOHTpareHToM? Bce To)Xe oyeHb NMPOCTO — BaM He noTpebyeTcs nepexoaunTb B
OpYryto nporpammy unn Ha gpyryto ctpaHmuy CRM, 3anncaHHble pa3roBopbl Ui
nepenunucka ¢ KNMeHTOM Tak>Xe AOCTyMNHa B 3TOWN KapToYKe COENKMW.

- XOTUTE MNOCMOTPETb WCTOPUKO MOSABNEHUA 3TOM COEeNKM — Obiia N oHa
CKOHBEPTMPOBaHa 13 BXOOALLEro NNAa, CKOJIbKO NpeanoxXXeHnin 6110 oTnpaBneHo
aToMy KnneHTy? Bea aTa nHdopmaums 6yaeT y Bac nepen rnasamm nocne ogHoro
Lenyka KOMMbOTEPHOW MbILLIKOW.

Ecnm e B Bawel KOMNaHMM HacTpOeHa asBTomaTM3aums npoAak (C MOMOLLbO
cneumanbHbix po6otoB U TpurrepoB CRM BuTtpukc24, o KOTOPbIX Mbl pacckaxem Bam
no3gHee), TO NpY NMepeMELLEHNN CAENKN Ha NOoCcnenylroLLlyo CTaauilo BOPOHKM NMPopax
(3Tan npoaaxwu), Bbl cpasy Xe yBuauTe, Kakue npouecchl (Hanpumep, oTrnpaska KiNEHTY
nMcbMa UM cMc, NMBO Xe Ha3HayeHMe MeHeOKepy HOBOro 3afaHuvsl) Mpou3OoLLn
CaMOCTOSITENbHO, 6€3 y4acThs YeSloBEKa, 1 CMOXETE YYECTb X B AasibHeNLeM O6LLEeHN
C 3TUM K/IMEHTOM.

2. KaHbaH.
C nupamu, coenkamm n cyeTamm MOXKHO paboTaTtb B pexkmme «kaHbaH».

KaHb6aH npenctaBnseT n3 cebs BUPTYyasnbHYt0 A0CKY (KOTopas COAEPXUT onpenesieHHble
cTagun npopax). Ha atol gocke pasmelleHbl Te anemeHTsl CRM, KoTopble Bbl XOTUTE
YBUOETb B AaHHbIA MOMEHT (CAENKN U NAbI, CYETa U NPeasIoXXeHns).

KaH6aH noka3blBaeT BCe BallM COENKWU, KakK Ha NagoHWN: B HEM MUHU-KAPTOYKN COENOK
pas3buTbl Ha KOMOHKK (N0 cTaguMsiM cOenok). AT KapToukn ygobHO nepeTackuBaTb
MbILIKOW (MO hakTy Bbl NEPEBOANTE COENKY Ha CNeayoLLy0 CTaanio No BOPOHKE Npoaax).
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B pe>xnme kaH6aH BaM He HY>KHO 00 n3y4yaTb CMUCOK CAENOK, YTOObI MOHSATb, CKOJIbKO
N Kakne COEenKW y Bac Ha CTaguu nognucaHus JoroBopa, Kakume TONbKO B npouecce
o6Ccy>XOeHns1 YCNOoBMIA C KJIMEHTOM, @ NO KakumM BCE Y>Xe MpogaHo, U OCTanoCb TOJSIbKO
nonyunTtb onnaty. Hag kKaxpon KonoHkon kaHbaHa (cTtaguen) — Ccymma: CKOJbKO
NnoTeHUManbHO NPUHECYT BCE CAENKN B 3TOM cTatyce. inn y>xe npuHecnun, ecnv CMOTPETb
Ha (pMHaNbHbIN yCNeLwHbIN CTaTyC

Llenb kaHb6aHa cdopMynMpoBaHa [OOCTATOYHO MOHSTHO: BOBPEMSI 3anfaHnpoBaTb U
BbIMO/IHUTbL BCE Aena Mo cAenkam B HY>XHblA CPOK, 4Tobbl B UTOre BbIUFPaTb Kaxkayto
cOenky.

CooTBETCTBEHHO, HAabMOOAasa 3a akTyanbHOW cUTyaumen B otaene npogax (MM y ogHoro
OTAENbHOro MpopasLa) pykoBoAUTENO (MNKM camMoMy MeHepykepy) bymeT LoCTaTo4vHO
NPOCTO NNaHMpOoBaTb AENCTBUS — KOr4a U C KEM U3 KIIMEHTOB HY>KHO OyOeT cBA3aTbCA.
Mpn aTom paboTaTb C KAMEHTaMKW, KOHEYHO XXe, HY>XKHO HenocpepncTBeHHO n3 CRM -
3BOHUTb, KOHTAKTUpPOBaTb B MeCcCeHmkepax, nucatb nucbMa. Pe3ynbTatoM Bcex 9TUX
OENCTBUIN, KOHEYHO >XKe, OOJ/IKHbI CTaTb Npoaaxku.

Cpenku + Cospate v

(€]
®
®
(=]
2
2
g
2

Cpenkn B CRM Ha kaHbaH-[ocKe

3. Cnncku.

Bbl MoxeTe cdopmmpoBaTb CAMCOK BCex 6e3 UCKAYEHUS NMAOB, COENOK, CYEeToB,
NPeanoXeHnin, KOMMNaHNA WA KOHTakKTOB, M C MOMOLLBIO COPTUPOBKM WM Mnoucka
(koTtopbin B Butpukc24.CRM nossonsieT 3agaBaTb OYEHb TOYHblE U YMHblE (PUBTPbI)
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Bbl6|/|paTb N3 OaHHOro Crincka ToJibKO Te 3JIEMEHTbI, KOTOPblE BaC NMHTEPECYIOT B OAaHHbIN
MOMEHT.

POIM nnn cam MeHeOXXep MOXET Nerko HanTu Takue CAeNKW, nuabl UM KoMnaHuu, no
KOTOPbIM He Ha3HauyeHbl nocnepylrolme OeNcTBUst (3TO O3HaAYaeT, YTO MOTeHLUMarbHas
npofaxa MOXET He COCTOoATbCS U3-3a 6e3geiicTBya oTAena npoaax), UM B KOTOPbIX
aena 6binn 3aniaHNpPoBaHbl, HO HEe COoBepLUEHbI BOBpeMsi (MpocpoyeHsl). B pesynbtaTe
pykoBoouTento oThena npogax OyaoeT [AOoCTaToOuYHO Nierko MOBAUSITb Ha  CBOUX
MOAYMHEHHbIX, YKa3aB MM Ha y4acTKu paboTbl, KOTOpble HY>KAatoTCs BO BHUMAHUM — a 'y
camux NpoAaBLOB Bceraa nepes rnasamu 6yneTt akTyanbHas KapTuHa ero nepcoHasibHoro
«(hpoHTa paboTbl». [loMoratb 1 MeHegKepam, 1 PyKOBOAMTENAM, ByayT y>Ke YNoMsiHYTble
Hamn CYeTUYMKN — OHM ByayT oTobpaxaTbCsi B KaXAOM M3 OTAENbHbIX CiMCKoB. B
pe3ynbTate MeHepkep OyaeT BUAETb, C KakUM KOSIMYECTBOM NNO0B, CAENOK WU CHETOB
€My HY>XHO rnopaboTaTb A0 KOHLA CErofHsILUHEro AHsl, YTo6bl HE MPOCPOYUTL BaXKHblE
[Aena— a Takxe OH 6yfeT 3HaTb, YTO CKOPO 3Ty MHopMauuto yBUONT N ero PyKOBOAMUTESb.
370 co3nacT npoaasLUy AOMONHUTENBHYO MOTUBaLUMIO CAeNaTb BCE BOBPEMSI.

[pyrve noneaHble BO3MOXXHOCTU butprkc24.CRM

Mbl ¢ Bamun yXe 3HaeMm, Kak HactpouTb K nogkntounte CRM-cuctemy, 1 noHnmaem
BKpaTue Te BO3MOXHOCTW, KOTOpble MNOMy4arT MeHeO)Kepbl oThena npogax v u3
pykoBogutenu Ansa ynpaeneHus npogaxamu. OpHako, Kak Mbl YXe [oBOpuIn,
Butpnkc24.CRM npeactaBnsieT n3 cebss MHHOBAUMOHHBIA W COBPEMEHHbIN CepBUC,
KOTOpPbI JAET CBOMM NOMb30BaTENSAM MHOXXECTBO HOBbIX BO3MOXHOCTEN A1 paboTbl CO
csBouMu nokynarensamu. [laBante pacCMOTPUM T€ N3 HNX, KOTOPbIE Mbl €LLE HE YTOMSHY .

1. Nnterpaumsa ¢ 1C n 1C-Tpekep (oborailieHme gaHHbIX O KNneHTax).

Bbl MoxxeTe ob6oratute cBoto CRM gaHHbIMK O KnMeHTax ¢ nomoLbio crneuyansHoro 1C-
Tpekepa, KOTOpbIN NpeacTaBnsieT U3 cebs [ONOMHUTENbHbBIA UCTOYHUK MHOpMaumMm O
Bawmnx knveHTax. 1C-Tpekep paboTaeT He3aMeTHO, N CBA3bIBaeT odanH-NpoaaXxmn ¢
oHnanH-CRM B pexxume peanbHOro BpeMeHn. Ero Mo>XXHO nerko n npoCcTo NOAKAYNUTb K
Butpnkc24.CRM, n OH NO3BONSET OCYLECTBNATL BbIFPY3KYy BCEN UCTOPUN MPOSax W
KJIMEHTOB M3 TakMx NonynsipHbIX nporpamm, kak 1C:Ynpasnenune Toprosnen, 1C:ERP n
BCEX TOPro.bIx cucteM Ha nnatdopme 1C:MpegnpuaTture. Takxe Bbl MOXETE peann3oBaTb
BbIrPY3KY /1I0ObIX JOKYMEHTOB U KnneHToB 13 1C:byxrantepum n Bcex y4eTHbIX CUCTEM Ha
nnatcopme 1C:Mpegnpusatue (HasBaHue, HOMEP, CYMMY, OTBETCTBEHHOrO, CCbIIKY Ha
AokymeHT B 1C), 1 npoBOaUTb NOEHTUUKALMIO KIMEHTOB 1 nouck aybnmkartos no GO,
TenedoHy, email, ugeHTUdpUKaTopy KoHTpareHTa. Kcrtatn, K butpmkc24 MOXXHO
nogkntountb ntoboe konunyectso cuctem 1C. BaxHO noHumatb, 4TO Ha ctopoHe 1C
CUHXPOHN3ALMS KOHTAaKTOB 1 KOMMaHWi npu ncnonb3osaHum 1C-Tpekepa He NponucxoguT
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— ero 3apaden SABMSETCS UCKNIOUUTENbHO yBenuyeHust obbema MonesHbiX LAaHHbIX O
KnmeHTax BHyTpu CRM.

TouyHO Takxe Bbl MOXeTe uHTerpupoBatb ¢ 1C uwHpopmaumio O cyeTax, KOoTopble
BbICTaB/ISeT Bawla KoMmnaHus. B aTom cnydae cyeTa co3gatoTcs HenocpeacTBEHHO BHY TP
Butpunkc24.CRM, 1 npu gOoCTXEHUN onpeneneHHoro ctatyca otnpasnatotcs B 1C.

Ha ctopoHe 1C mMoXeT ObiTb NpoBefeHa onnara cyeta WM ero oTrpyska, MoXeT ObiTb
N3MEHEH COCTaB TOBApPOB CYeTa WX CTOMMOCTb U KON-Bo. Bce aTm paHHble 6yayT
aBTomaTudeckn otnpasneHbl B Butpukc24.CRM npu oyepenHon CMHXpoHn3auun. Takme
>Xe n3meHeHust Ha ctopoHe CRM npuBeayT K U3BMEHEHNSM COOTBETCTBYIOLNX 3aKa30B B
1C.

2. Tpekep MHTepHEeT-marasmHa.

OH paboTaeT TOYHO TaK Xe, Kak Tpekep u3 1C, n 3anyckaetcs B TOM criy4yae, Korga y
Balwen KOMNaHnn ecTb UHTepHeT-marasunH. butpukc24.CRM 6narogaps Takomy Tpekepy
O6yaeT HanoMHATLCS MHOPMaUMen O NOKYNKax KNMEHTOB Ha canTe Bawen GUpMbl.

3. Face-Tpekep.

Heckonbko neT Hasaf Takoe C/I0XXHO 6bl1o cebe aaxke npeacTaBuTb — HO cerogHs CRM
NO3BONISIET CBOMM Bragenbuam pabotaTb He TOJIbKO C TEKCTOBOW wnn UHaAHCOBOW
NHopMauven, HO gaxe... pacno3HaBaTb N1ua KNMEHTOB KOMMaHNN, KOTOpble NOCETUN
Ball onC UNN MarasuvH, a TakXKe HaxoauTb MX NOTOM B coumanbHbIX CeTax. BoT kak aTo
paboTaert:

[Ons nopgkntoyeHns pacrnosHaBaHus nuy (Face-Tpekep) BaMm TpebyeTcsi TONbKO Be6-
Kamepa C HOYyTOYKOM WNM OTAENbHbIM KOMMbIOTEPOM. Takyto Kamepy 06bl4HO
yCTaHaB/MBalOT TaM, FOe OHa MOXET cdoTorpadupoBaTb nunua BalMX MNOCETUTENEN
(Hanpumep — MNpu Bxoge B MarasvH unm oduc). Oanee Face-Tpekep aBTOMaTMYECKU
pacno3HaeT nnua 1 3aHoCUT AaHHble o nocelleHusix B CRM. C ero noMoLpto Bbl CMOXETE
y3HaTb, CKOJIbKO 4YesoBEK MOCELLaeT MarasuH, CKOMbKO M3 HUX HOBbIX WM CKOJIbKO
BEPHY/INCb 32 MOBTOPHbLIMUN MOKYNKaMu. YTo camoe NHTepecHOoe — Takol TPeKep NMOMOXET
HanTn Npodusb KNneHTa BKOHTaKTe, 1 Bbl CMOXETE CBSI3aTbCS C HUM, NPUriacuTb ero B
CBOIO Fpynny unu caoenatb NepcoHannanpoBaHHoe npeanoxeHne. ObpatuTte BHUMaHUE,
4YTO OTBETCTBEHHOCTb 3a COOTBETCTBME MCMOJSIb30BaHUS MHGoOpMauum O KOHKPETHOM
YyenoBekKe pPUaNYeckM TpeboBaHNSIM Balle CTpaHbl Bbl HECETE CaMOCTOSITENLHO.

4. ABTOMaTM3aumMsa Npoaax.

Bawa komnaHma moxeT paboTatb Kak Cc nugamu (ecnu Baw 6u3HeC NO3BONSIET
reHepupoBaTb 60/bLION NMOTOK BXOOALWMX obpalleHnin), Tak n 6e3 Hux (B cnydvae, ecnm
BaLIM NPOLaXKM MOCTPOEHbI MPENMYLLIECTBEHHO Ha UCXOASALLMX 0OpaLLeHNsIX) — BO BTOPOM
cnydae B CRM wnmMeeT cmbicn cpady e co3gaBaTb caenky. Bo3amoxxHo, obpatueHuve
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KNIMeHTa K BaM TpebyeT MOMEHTaNbHOW peakumn (CKaxkem, aBToMaTu4ecKoro oteeta no
3NEKTPOHHOW NOYTE, CMC NN 3BOHKA OT MEHEeAXKEpPa C NoATBEPXKAEHNEM UM YTOYHEHNEM
3akasa). Vinn xe npouecc paboTbl NPOOABLOB HY>XHO NOCTPOUTb Takm 06pa3oM, YTOObI
OHN HEe WMEeNn BO3MOXHOCTU MNPOMNYCTUTb HWM OOHY W3 NOTeHUManbHbIX CAOENOoK,
CBSA3bIBASACH C K/IMEHTAMM TOYHO B YCTAHOBJ/IEHHbIE B KOMMAHUN CPOKU. Bce 910 — B13Hec-
NnpoLecChl Ballel KOMMaHuW, KOTOpble OO/MKHbI OblTb COOTBETCTBYHOLIMM 06pa3om
paspaboTaHbl, onucaHbl N HacTpoeHbl, 1 CRM Bbutpukc24 nossonsieT cgenartb 3TO C
NMOMOLLIO CneunanbHbIX MHCTPYMEHTOB — pob0TOB 1 TpurrepoB. B cnepytowlen rnase,
Korga Mbl 6ygoem roBopuTb 06 aTanax npogax, TO MOKaXXeM MPUMEHEHME TaKux
WHCTPYMEHTOB HarnsigHee.

Llenb nrobon aBTomMaTn3aumm — 3Ha4YUTENbHO YMEHbLUUTL y4acTue 4Yenoseka B paboumx
npoueccax. Ay poboTos 1 Tpurrepos butpukc24.CRM, K TOMy >e, eCTb AOMNONHUTENbHbIE
npenMyLLecTBa — OHW He TONbKO OCBOOOXOAOT MEHEAXEPOB OT HYAHbIX PYTUHHbBIX
onepauun N yBennunBaroT NPOM3BOOUTENBHOCTb TPyAa, HO M obyyatoT nx paboTe no
NPUHATBIM B KOMMAHUM CXemam, MO3BOMSIOT PYKOBOAUTEND ObICTPO BbISIBUTb
npobnemMHble MecTa B 3TUX CXemMax 1 ONTUMN3NPOBATb UX.

5. OTKpbITbIE IHUN.

Mbl y>xe roBopunm 06 «OTKPbITbIX JIMHUSX», KOTOPble NO3BONSOT NpoaasLam paboTaTb
BHYTPM €4MHOr0 OKHa (B BUTpukc24) ¢ CoobLLEHNSIMU KIIMEHTOB N3 MHOXECTBA KaHasnoB
UMPOBLIX KOMMYHMKaUUA, He paspblBasiCb MeXAy MHOXECTBOM MecceHpkepos. B
OTKPbITbIX NWHMAX Ball MeHeOykKep MOosyyYaeT He TOSbKO YOOo6HbIN MHTepdenc pns
OOLLEHNSI, HO TakXe M BO3MOXHOCTb 3KOHOMUM BpPEMeEHU N ypobcTea, Gnaropaps
nHterpaumm ¢ CRM. HanomHuMm, 4To npu obpatleHnn Yepe3 OTKPbITbIe IMHWW, KOHTaKTb!
HOBOro KnMeHTa aBToMaTnyeckn dukcmpytotcss B CRM kak HOBbINM nug, 1 BCS MCTOPUS
MepenncKn COXpaHsieTCs B KapTouyke K/MeHTa. A ecyniv BOMpPOC MOCTYNUS OT KJIMEHTa,
KOTOpbIi ecTb B 6a3e CRM, To 06 370 cpasy e y3HaeT MeHeaXep, KOTOPbI OTBEYaeT 3a
AaHHOro KnveHTa. [ns pykoBoguTenen OTAENoB npoaaXx W MapkeTuHra 6narogaps
OTKPbITbIM NIMHMSAIM NOSBNSIETCS KOHCONUAMPOBaHHAs cTaTUCTMKa obpalleHnii, KoTopas
romoraeT NpoBOAUTb aHaNN3 YPOBHS YA0BIETBOPEHHOCTUN KIIMEHTOB

6. MosTopuMmcs, uto butprnkc24.CRM pocTynHa Bawmm npoaasLlamM 1 pyKoBOOUTENSM HE
TOJIbKO Ha HACTOJIbHbIX KOMMbIOTEPAX WM HOYTOYKaxX — MOXHO MOSb30BaTbCs U
MobuneHo CRM. 'ae 6bl HM BbI MEHeAXXePbI MO NpoAaXkam — B AOpOore, KOMaHOMPOBKE
WNN Ha BCTpeYyax C KMeHTamu, OHW Bcerga MoryT Bectu paboty B CRM co cBounx
CMapT(OHOB.

N, Hanocnegok. Mbl pacckasanu o NpocToM K ygo6HoM criocobe 3anyctute CRM «B
o6nake». OgHako, ecnu 0N Bawell opraHnsaumMy NPUHLMNUAaNbHO BaXkKHO XpaHeHue
OaHHbIX UCKJTIUYNTENBbHO Ha COBCTBEHHbIX cepBepax, TO AOCTyrnHa Kopobo4yHas Bepcust

© 2017 «1C-butpuke» 62



BuTpnkc24©

Butpnkc24.CRM. Takon nporpaMmHbI NMPOSYKT MOXHO NPUOBPEeCcTU 1 yCTaHOBUTb Ha
cepBepa 1 KOMMbIOTEPbI Ballen KOMMaHuu.

Ons Toro 4yTo6bLI NOABECTV UTOMM LAHHOW rNaBbl, 1 NOMOYb BaM ObICTPO U MPOCTO
3anyctutb butpnkc24.CRM, mbl nybnukyem Hebonbwon Yyek-nnct. OH BKItovaeT B cebs
OCHOBHbIE MYHKTbl OAS Bawero otgena npoaax, kotopble nomoryt CRM 3apaboTtath B
NOMHYIO CUNY, a Balen KOMNaHun — npogasath 60nbLlwe 1 ahdekTnBHEE.

1. Cospatb butpnkc24 Bawen komnaHum, 0o6aBUTb COTPYAHNKOB.

2. | /imnopTupoBaTb CyLLECTBYIOLLYIO 6a3y KOHTaKTOB/KNIMEHTOB.

3. [lopokntounTb 3NIEKTPOHHYKD MOYTY BCEX COTPYAHMKOB oTaena
nponax kK CRM

4. Tlopgkniountb TenedoHmto Kk CRM - apeHpoBaTb TenedOHHbIN
Homep B Butpukc24, unu nogkntounTb Bawy odurcHyo ATC

5 MNogkntounTb Ha calT KOMMaHWUW OHMaWH-4YaT UM KOMMIEKCHbIN
BUOXeET n3 butpukc24

6 MoaknounTb rpynnbl 1 6U3HEC-CTPaHNLpbl N3 couunarnbHbIX CETEN
(BkoHTakTe, Facebook, Instagram)

7 MopkntounTb Meccergxepsl (whatsup, Telegram)

8 HacTtpouTb aBTOMaTM3auuio npogax (poboThbl U TPUITEPBI).

9 Hacnaxpgantecb npoga>kamm!

Butpnkc24.CRM nossonuT BawuM npoAasuaM HadaTb pabotaTtb M npoAasaTb
COBPEMEHHO, Nerko n ap@ekTmnaHO!
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["naBa 5. OTanbl Nnpoaa)k. ABTomaTu3saums Nnpoaax.

B aTon rnase mbl 06cygmm:

1. YT0 U3 cebs npencTaBnseT BOPOHKA NpoOax.
2. Kak paboTaTtb C nugamu 1 caoenkamu.

3. Kak Bbl CMOXeTe aBToMaTuU3NpOBaThb pasdHble aTarbl NPOAaX — U Kak B 3TOM
CMOXXeT nomoub butpukc24.CRM.

NTak, B Balen KoMnaHun yxe ecTb OTAen npogax. Bbl yTBepannu ¢yHKUMOHAbHbIE
06513aHHOCTW ero COTPYAHNKOB, Habpanu Heob6xoaMMoe KONNMYeCTBO NPOAaBLIOB, 06YyYNIN
nx. Y Bac ecTb KJIMeHTckas 6a3a, 1 Bbl 3HAeTe, Kak eé yBenmumeaTtb. Bel Bkntounnm CRM.

YTo ,D,aﬂbLIJe? ,El,eno 3a MajibiM — OCTaJ/iIoCb TnMpaBW/IbHO HaCTPOWUTb pa60Ty Ballnx
npoagaBLOB Ha Ka>XOOoOM 3Tarne BOPOHKN Npoaax.

1. BopoHka npogax.

HayHem ¢ 6a30BbIX NOHATUIA.

Jlng — 9TO TOT, KTO TOSIbKO NHTEepeCcyeTCH. OH MOXeT 6bITb noTteHunasbHbIM KJIMEHTOM,
OoA4HaKO MOXET TakK>Xe HMKOorga He ctatb NnoKynartesieM.

lMokynatesnb (y4aCTHUK COENKW) — yXe npeaBapuTeNnbHO chenan CBoW BblGOp B Bally
nosib3y, 1 paboTaeT ¢ BaMu B pamMKax onpenesieHHON COenku.

Caoenka — MNpoLecc MNeperoBOpOB C MOKynaTeneM, KOTOPbIA  COMPOBOXAAETCS
MOArOTOBKOM KOMMEPYECKOrO MPEASIOXKEHNS, BbICTABNEHMEM CYETOB, 3aKJIlOYEHMEM
[OroBOPOB, KOHTPOMIEM OMfiaT CO CTOPOHbI Nokynatens. Kak n nug, caenka MoXxeT 6biTb
npourpaHa (nokynaTesb MOXET 0TKa3aTbCs OT NMOKYMKK).

BopoHka npogax — aTo Habop aTanoB, Yepe3 KOoTopble NpoxoguTt nmbo nug (C MomMmeHTa
NnepBOro KOHTakTa C Bawen (upmMon 0O MOMEHTa NOATBEPXKAEHUA NHTepeca K COeNKe C
Bamu), NMOO NOTEHUMANbHbIN KNMEHT (C MOMEHTAa OTKPbITUS COENKN OO MOMEHTA MOKYMKN).

CoOTBETCTBEHHO, Y BaC MOXeT ObITb HECKOJIBKO BOPOHOK rpoga> — BOpPOHKa A4 paGOTbI
C JmgamMm n/nnn BOPOHKa A paGOTbI CO caesikamMu.

Ha I'IepBOVI ctagnn BOPOHKWU nMpodaX Bcerga eCcTb orpenesieHHoe KoJIN4eCTBO
3anHTepeCcOBaHHbIX J1nL, (J'II/I,EI,bI nnn KOHTaKTbI), Ha nocnegHen — Kak npasuo, ropasno
MeHbllee KOJIN4eCTBO r|0KynaTene|7|. I'IoaTomy TEPMUH «BOPOHKa npogax» O4eHb J1Erko
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npeacTaBnUTb BU3yalibHO — HABEPXY BOPOHKA, Kak Npaswusiio, Bcerga wmpe, 4em BHu3y. [pu
9TOM [O/IMHA BOPOHKM M KOMYECTBO 3TanoB (CTagmi Npoaax), U3 KOTOPbIX OHA COCTOWT,
MOXXET CYLLECTBEHHO OT/IMYaTbCsA ANS pPas3nnyHbIX BUOOB 6usHeca n cep feaTenbHOCTH
npeanpuaTUn.

Tak, HanpuMep, ONs MarasuHa PO3HUYHOW CETU KONMYECTBO TakMx 3TanoB OyaeT O4YeHb
HeboNbLUNM:

1. lNMoceTuTtenun 3awnm B MarasuH.
2. [lloceTtuTtenu Bbibpann Hy>KHble TOBapbI.

3. [lloceTuTenu BbIWN C MOKYNKOW.

YnpaensTb TakUM MPOLLECCOM MpogaXm [OCTATOYHO MPOCTO — BO-MEPBbLIX, HY>XHO HEe
Hanyratb MNOTEHUManbHbIX MOKynaTtenem (NycTbiIMA MNONKaMu, HEMPUSATHBIM 3anaxom,
rpy6biMn NnpoagasLuamum), 4Tobbl OHM Cpasy He NOKUHYIN TOProByto TOYKY. Bo-BTOpbIX, ecnun
Ons Bblbopa TOBApOB MOKyNaTessiM MOXET MOHagobuTbCsi NMOMOLb, TO B MarasuHe
OO/IHKHO HAaXOAUTLCA [OCTAaTOYHOE KONMYECTBO KOHCYJIbTAHTOB, XOPOLLO pasbunparoLmxcs
B Npensaraemblix ToBapax 1 roToBbIX MOMOYb KTMEHTAM caenaTb CBOW Bbibop. B-TpeTbux,
MarasuH Hy>KHO obopynoBaTb KaccaMm 1 Kaccupamm, KOTopble CMOMYT NPUHATbL onnarty y
nokynaTenen.

Ho uto pgenatb, ecnu peyvb nget o 6osee CNoXHbIX Npogaxax — Hanpumep, npogaxax
pacxofHbIX MarepuanoB OT ONMTOBOW KOMMaHuM? B aTon cuTyaumm KONnMYecTBO 3Tanos
npoaaxxun 6yaeT 3Ha4UMTeNbHO GonbLue:

1. CDOpMI/IpOBaHI/Ie NOTEHUMaNbHOW KITMEHTCKOM 6a3bl, noJjiydyeHme HOBbIX JINOOB.

N

KOHTaKTbl C noTeHuuanbHbIMU KnneHTamu, BobisirieHne JIMNP (nvu, npyHuMatowmx
peLleHne 0 3aKyrKe PacxoOHbIX MaTepnanos).

BbisiBNeHne noTpebHOCTeN NOTEHUMANBbHBIX KITMEHTOB.
MpeseHTaumsa 1 NoAroToOBKa KOMMEPYECKOro NpeasioXXeHus.
MeperoBopsbl, NPeoAoNeHNE BO3PaA>KEHWN.

BbicTaBneHue cuyeTa, 3ak/to4eHne aorosopa.

KoHTponb onnatbl U OTFPY3KM.

© N O O kO

MoBTOpPHbIE U PErynsipHbIe NPOAAXKMN.
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A MoryT 6bITb 1 eLle 6onee CnoXHble NPUMEpPbI NPoAaX, Koraa Aonsi 3ak/It04eHUs CAeNKn
TpebyeTcss co3gaHMe 3KCMEepTHOW rpynnbl, MNOArOTOBKUM TEXHUYECKOro 3afaHus,
cornacoBaHue npoekTa... B Takom cnyyae n aTanoB BOPOHKM NPOAaXK MOXET OKa3aTbCs
ewe 6onbwe. Kak 6ol Tam HM ObISTIO0, OCHOBHOM 3afaden npogasua B Ntobom cryvae byger
KOHTPOJIb CBOEBPEMEHHOIO 1 MOCNeN0BaTEIbHOrO NPOXOXAEHNS COENKN MO BCEM 3Tanam
BOPOHKM Npogax. OTa npocTasa U NOHATHAA UCTUHA NOMOXET O4YeHb MHOIMM NpogasLamM
NMOHATbL CBOK POJIb — KAYECTBEHHO COMPOBOXAATb KAMEHTA Ha NyTu K nokynke. OnnHa
3TOro NyTM 3aBUCUT OT TOro, Kak B Balleil KOMMaHuM NOCTPOEH MpOoLEecC npogax —
Ha4YMHAETCs NN OH B MOMEHT MOJSyYeHUs Nuaa, WM XXe Bawa dupma ctapaeTtcsa cpasy
HayaTb 3aKJIlOYEHME COENKN C NOTEHUNANTbHLIMU KITMEHTaMW.

Korpa Hy>xHO pa6oTaTtb ¢ nmpamu?

B I'IepBOIZ rnaese Hawen KHuru mbl y>Xe roBopusin 0 HEeCKOJIbKUX Turnax rnpogax — B
YaCTHOCTW, 3aBUCALLKNX OT MPOCTOTbI TN CJTOXKHOCTW npouecca rpogak, Uin Kkosim4ecTsa
cTagun B BOPOHKE rnpogax. HanomHuMm, 4yTO Takne npoga>xku OblBatoT:

1. MpocTbiMn (MM TPaH3aKUMOHHLIMW — OT CNoBa «TpaH3akuusi», onnara).
MoTeHunanbHbIN NoKynaTenb yXe caenan CBOW BblGOp, U eMy HY>XHO TOJSIbKO
onnaTuTb OeHbI 3a TOBap WK ycnyry. 3To MoryT 6biTb, K NPUMEPY:

e MOKYMKW B MarasuHe uUnu Ha cawre,
e OXOA B pecTopaH Unn B KMHO,
e CTPWXKa B NapvKMaxepcKom 1 npoyme NpocTble BbITOBbIE YCNYIiA.

Ponb npodasua B TakKnX cAejikax B OCHOBHOM CB4dA3aHa C npmemMom ornatbl OT
rnokynartesns.

2. KoHcynbTaunoHHbIMKU. [MoTeHumanbHbI  NokynaTtenb onpenenuncs ¢  Habopom
MOCTaBLUMKOB/NPOAABLOB, N €My Hy>XXHa MOMOLb WM KOHCYNbTauusi CO CTOPOHbI
npofasua, YTobbl caenaTtb OKOH4YaTesbHbIN Bbl6Op. TONbKO MOCSE MONyYEHNST TaKoM
KOHCYbTaUMn U Npe3eHTaunm oH onpenennTcst ¢ NOKYMNKon. 3TO MOXET BbITb:

e [IOKYMNKa aBTOMOGUNS,

° Bbl60p nocTaBLLUMKa Cbipbs WX pacxXxodHbIX MaTtepmnanos,
e 3aKas ycnyr gns 6u3Heca,

e MeJnunHCKune, ropngn4yeckmne, o6pa3OBaTeanb|e YCIyrun.

Ponb npogasua npu Takux npogaxkax 6onee 3Havymma, OT €ro yCUanin, akTUBHOCTU U
npodeccnoHanmama BoO MHOro 6yaeT 3aBuceTb BbIOOP MoKynaTens.
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3. Crpaternyecknmn (NpoekTHbIMK). KoHdurypaums mnoKynkym MOXET OblTb O4YeHb
CNOXHOW, KONMYEeCTBO 3TanoB MNpoAaXu — OyeHb 60blnM. 3TO KpYrHble
CTpouTESbHbIE, TEXHOIOMMYECKNE NPOEKTbI, BHEOPEHME CNOXHbLIX NHHOPMAaLMOHHbIX
cucteM. Ponb npofaBua B Takux npogakax oco6eHHO BaXkHa Ha MepBbIX CTaausix
(korga Hy>XKHO BbI3BaTb WHTEPEC Y 11U, MNPUHMMAIOLWMX PELUeHNEe Mo BbliGOpy
CTpaTern4yeckoro nocTaBLLVKa).

KomnaHuwn, y KoTopbIXx 60Mblias 4acTb NpoAaX MNpoCTble (TPaH3aKUWOHHbIE), BMOJHE
MoryT obonTtncb 6e3 paboTbl ¢ nnaamun. Konnyectso aTanoB nNpoax, KoTopble 6yayT B
nx cnyyae, 6yget oyeHb HebonbwmMm (1-2 atana). Hanpumep:

1. Tlpwunem nocetutens.

2. KoHTposb onnatkl 1 OTrpy3ka ToBapa (U — okasaHue ycnyru 1 onnaTta).

B Takmx cutyaumsx Bawa cdupma MOXeT cpasy e cosgasBatb B CRM cpenky c
NnoTeHUManbHbIM KMEHTOM, N paboTaTtb C HUM No atanam caenku. B butpukc24.CRM
MOXHO cpenatb Bblbop M paboTatb 6e3 nMaoB B npuHUMNe (Kaxabln pas npu
BO3HMKHOBEHM HOBOIo BXOASLLEro 3anpoca 6yaet aBToMaTUyYeCcKn co3faBaTbCs HOBast
coenka).

Ecnn xe B Bawem ciiydae KOJ/IN4eCTBO KOHTakKTOB C MnoTeHuuasibHbIM KITIMEHTOM OO
MOKYMKA 6onbloe, ecnu choenka npoxoanTt 4yepel3 HECKOJIbKO 3TarnoB, TO MMEET CMbICJI
NMOCTPOUTb pa60Ty C nmgamu, n ¢ NnoMoLlbio BallnXx rnpogasuoB N aBToMaTn3aumn atarnos
npogax ripespallartb UX B COEJIKW.

3adeM >Xe MCnonb3oBaTb Apl, CTPOUTb MO HUM OTAENbHYD BOPOHKY W COBepLlaTb
6onbwe pgenctemn B CRM? OTBET NpOCT: XOTUTE, YTOObI Baln yCUAUs NO NPUBIEYEHNIO
KJMEHTOB AasBanu 60nbllyt0 oToavy M KAMEHTOB CTaHOBWUOChH Gonble? Vicnonbsynte
nobyto BO3MOXHOCTb. [lycTb paxke noTeHumanbHbI KAVEHT He NoATBEpAUn CBOW
nepBoHayanbHbIl UHTEPEC (Ckasan BaM «4OpPOro» WM «WWy TakoW >Xe, HO C
nepnamyTpoBbiMU Nyrosuuammn»). CoxpaHute Takoro 3anHTepecoBaHHoro knveHta 8 CRM
— 1 B ByayLleM CMOXeTe NPEANOXUTb MY NOAXOASALLMIA NO LieHe ToBap, eC/v Takon y Bac
nossutcs. Vinn nokaxxkmte emy Bawy peknamy BkoHTakTe: OH OyaeT BuAOeTb Balle
obbsiBNeHne (Hanpumep, 06 akummM, 0 HOBOM TOBape, O TOM, YTO Ball TOBap Jy4lle, YeM y
Apyrux) B CBOeN neHTe BKOHTaKTe, NOCTENEHHO 3aNOMHUT Bally KOMMAHMIO, N B KOHLE-
KOHLIOB MOXET 3ax0TeTb KynuTb Yy Bac.
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YTO, ecnn npaAMo cenyac y BaCc HET BpeMeHU 3aHNMaTbCHA OOXMMOM Takux NUAoB, BCe
YCUNS U pecypcbl HanpasfneHbl Ha npogaxu? Paboty ¢ nupgamn B Butprkc24.CRM
MO>XHO BbIK/IOUMTb, HE 6ECNOKOSACh, YTO OHW NponaayT. Bce Bawm KacaHns ¢ KJIMEHTOM,
BCe 3auenku, Bce pasHo nonagyT B butpmnkc24.CRM, HO cpa3y okaxyTcs B caefnikax. 91oT
cnocob cneynanbHO Npugymad s Toro 4Tobbl ynpocTuTb paboTy Ha nepsBoM aTane. A
BOT KOrga Bbl pewnTe, YTO nopa BbDKMMaTb MAakCUMyM U3 BCEX BXOOSLWMX — BEPHYTb
paboTy C IMaaMn MOXXHO B OOVH KNK!

2. Pabota ¢ nngamu.

WTak, gonycTum, 4To Balla KOMMNaHust UICnonb3yeT paboTy C NMaammn B NpoLecce Npopax.
B pesynbTaTte 31O paboTbl, C IMAOM MOXET NPOU30ONTI CReaytoLLee:

1. OH MOXeT KOHBEPTMPOBATLCS B CAENKY (MOATBEPLUTL CBOM MHTEPEC K NMOKYMKE),
npu 9TOM caMm KIMeHT Takxe bygeT npucytctBoBaTb B CRM Kak KOHTakT (Mnu
KOMMNaHus).

2. MoxeT 6bITb, KNMEHT HE FrOTOB nokynartb cenyac. Torga coenka He OTKpbIBaeTCH,
HO MOXET BCE€ pPaBHO MOABUTbCA KOHTaKT MOTEHUWaNbHOIo KJ/IMEeHTa, KOTOprVI
npeancrasidaeT nHTepec oA BalLen opraHmnsauunm B 6y,u,yu.|,eM.

3. Jlng moxeTt ObITb NMPU3HaH «HEeKa4YeCTBEHHbIM»:

e €CJin OH He OOHO3Ha4YHO He roToB OGCy)K,D,aTb HUKaKnxX BO3MOXXHbIX COEJIOK B
6y,u,yu.|,eM. Takne nuobl Bce paBHO He CTOUT cCpaldy yaandTb, NX MOXHO
ncriosib3oBaTb OJiA 6y,u,yu.|,|/|x peKnamMmHbIX KamMnaHuw.

e B0 ecnn ero KOHTaKTHble OaHHble U I/IHCbOpMaLl,I/IFI O nnae HeakTyalibHbl.
Takune nngbl cTonT cpasy Xe yaansTb.

MpegnonoXxuMm, Bawa KOMMNaHWMs CcTana cvyacT/iMBbIM obnagatenemM HEeKOTOpPOro
KonuyectBa nunooB. Ckopee BCEro, Bbl MOMYYUSIM UX N3 KAKUX-TO OHNalH-KaHanoB
(Hanpumep, Yyeped OTKpbITble NMUHUN B BuTtpunkc24.CRM, nnm ¢ NnOMOLLbIO paccbiikn No
3/IEKTPOHHOW MOYTE), UMW XXe B Bally KOMMaHUIO MPOCTO NOCTYNatoT BXOASLLME 3BOHKN OT
HOBbIX KOHTaKTHbIX N1L. YTO genatb ¢ HUMK ganblie?

[na Havana, Heob6xoaMMO:

1. OnpenennTb KONMYECTBO CTaaui, 4epe3 KOTopble nuabl 6yoyT npoxoauTb B
npouecce 06paboTkn. Takmmm cTagnsamm MoryT ObiThb:

e 3BOHOK WIN 3NIEKTPOHHOE TMNCbMO Nnay AOn4d nogreep>xXaeHmAa 1 YyTOYHEeHUA
KOHTaKTOB, N npurnaweHna Ha BcTpedy
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e BbiBNEeHWe NoTpebHOCTU fmga (NOATBEPXAEHME ero  uHTepeca K
COTPYOHNYECTBY C Ballen KOMMaHWen, M K pa3oBoi NOKYNKe Ballnx TOBApOB
NN ycnyr)

e KBaNMduKauma nnaa (nepesopn ero B CTaguio CAeNKn, OXXngaHnsa nnv NpusHaHms
HEKa4YeCTBEHHbIM).

2. OnpepennTb KpUTEPUN, NO KOTOPbIM Nnabl 6yayT KOHBEPTUPOBATbCS (B CAOENKMN
nmMbo KOHTaKTbI), OCTaBaTbCs B 06paboTke (oxxmaaHuu), nnbo 6yoyT npuaHaBaTbCA
HeKa4yeCcTBEHHbIMU. TakuMn KpUTEPUAMU MOTYT ObITb:

e [N5 KOHBepTauMm B CAENKKY — BCTpeYa C KIMEHTOM (MOATBEPXXOEHWe ero
CYyLLEeCTBOBaHMUSI M WHTepeca K COTPyOHWYEeCTBYy C Bawen KOMMaHWEN B
6nV>KanWnin MOMEHT), [OMNOSHUTENbHbIE OeTaslbHble 3anpocChbl C €ro CTOPOHbI
(Hanpumep, Npocbba Npucnatb KOMMEpPYECKOe MPEeAsIoKEHNe WM CyeT Ha
onnary).

e [ONA OanbHeiweln obpaboTKM Nvuaa — NoanucKa KANEHTOM Ha 3/1eKTPOHHYH
pacChbIfKy Balliel KOMMaHu1, v ero Nnpocbba coBepLUNTb TenedOHHbI 3BOHOK
C BOMpocamu nosaHee (Hanpumep, Yepes Heaento Unm Mecsl).

e [0/ MNPU3HaHMSA NOoa HeKa4YeCTBEHHbIM — HenoATBEPXXAEHHbIE KOHTaKTHbIE
OaHHble, HeraTuBHasi peakumsi CO CTOPOHbl Nmnaa Ha oblieHne C BawuMu
coTpyaHuKamu, npocbba yganuTb ero u3 6asbl paccCbiiKU WM He 3BOHUTb
oonee.

3. OnpepennTb CpOKWU, B TeYEHME KOTOPbIX NNL LOOMKEH MPONTU Ha CRenyoLLyto
cTaguio, nam 6biTb NPU3HAH HeKayecTBeHHbIM. K npumepy, Ons npusHaHusa nuga
HeKa4yeCTBEHHbIM, 3TO MOXET ObITb MecCsil, B Te4YEHME KOTOPOro Ang He oTBevaeT
Ha TenegoHHble 3BOHKM (MMBO onpeneneHHoe KONYECTBO HEOTBEYEHHbIX
3BOHKOB).

4. ABTOMaTM3MpOBaTb NpoLecc 06paboTKy NNOOB.

ABTOoMaTu3auua paboTbl ¢ nngammn

B npembigywen rnase o CRM Mbl pacckasbiBaim O ToMm, kKak B butpukc24.CRM
npegycMoTpeHa aBToMatm3auusi npopaxk C MOMOLLBIO chneunanbHbIX UHCTPYMEHTOB —
po6oToB n Tpurrepos. Ecnn no Kakum-to npuynHam Bbl nponyctunn rnasy o CRM, To
HacCTOSITENIbHO PEKOMEHOYeM MnpoynTaTb cHadana ee, U yXe TONbKO Mnocne 3Toro
BO3BpallatbCs K Tekywemy matepuany. A 30eCb Mbl MOKaXeEM BaM HEKOTOpble
BO3MOXXHOCTN aBTOMAaTU3NPOBaHHON paboTbl C IMAaMn, KOTOpble CNOCO6HbI BbIMOMHATb
6€e3 BCAKOro yyactus MeHegxxepa poboTbl BHyTpy butpnkc24.CRM.
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[Onsa Hayana — npmuBegem npumep 6a30BOro cLeHapusi aBToMaTU3NpoBaHHOW paboThl C
nmpamMn KOMMaHuu, Kotopas nony4yaeT 3anosiHeHHble aHkeTbl (CRM-cdopmbl). JonycTum,
yTO 3Ta (hypma 3aHMmMaeTca ObyyYeHMeM aHrIMNCKOMY $I3blKy, U 4Yepe3 Takne aHKEeTbI
NpPYHNUMaET 3anncb Ha 6ecnnatHoe (MPOBHOE) 3aHATNE aHTNINNCKOMY.

CueHapuin paboTbl ¢ nMgom 6ygeT BkoYaTb B cebs:

1. Kak TonbKo noTeHuManbHbld KaHamMaaT Ha obydeHne 3anosiHUT popMy 1 HaXKMeT
KHonky «OTnpaBuTb», B CRM nosBUTCA HOBbIA nua, U emMy OydeT HasHadeH
OTBETCTBEHHbI MEHeOXep.

2. 3anonHuBLUMIA hopMy KaHaMAAT cpasy Xe NosyYnT Mo 3NEKTPOHHOI NOYTE NNCbMO
CO cTaHgapTHbIM TekcToM (Cnacnbo, Mbl NONy4YMnn Baly 3asiBKy Ha GecnnatHoe
3aHsTMe. Haw cneunannct nepe3BoHUT Bam B Te4YeHne ofgHoro paboyero vaca,
4TOObI COrNacoBaTb BPEMSI U MECTO 3aHATUS»).

3. Y meHepxepa, KOTOpoMy 6bln HasHaveH gaHHbi nua, B CRM nossutca 3agava
(neno) — nepessoHuTb nuay. Mpu atom mMeHepkep O6ydeT BUOETb, YTO 3TOT
NOTEHUMANbHbBIN KITMEHT y>Ke Nony4nn OT KOMNaHUu NUcbMo. MNpsMo 13 KapTouku
nnpa MeHegpkep HaXKMeT KHOMKY «[103BOHUTL» 1 HabepeT KOHTaKTHbIN HOMEP.

4. MeHemKep YyTOYHUT, NPaBUIbHO I 3anncaHo UMs 1 aMnins NOTEHUUANBbHOro
KJZINEHTa, N cCornacyeT ¢ HUM yaobHoe Bpemsa 6ecnnatHoro 3aHaTus. [dara n Bpems
BCTpeun 6yayT TyT Xe 3adukcmpoBaHbl B CRM, 1 nocne okoH4YaHus pasrosopa
nng, aBToMaTU4YeckKn CMeHUT cTaTyc Ha «Coenka», u NnepengeT Ha NepBylo CTaguto
HOBOWM BOPOHKM Npopax (ons caenok). KnueHT XXe nocne OKOH4YaHust pasrosopa
NOSTy4YnT CMC, B KOTOPOM OyOeT yKa3aHO MecTo 1 Bpems 6eCcniaTHOro 3aHsTus, n
BTOPOE MUCbMO MO 3MEKTPOHHOW MNo4YTe, C Takoum >Xe wuHdopmauven wu
npensoXXeHnemM NoannucaTbCsl Ha 31EKTPOHHYIO PACChISIKY.

5. KnueHT, KOoTOpPbLIN cxogun (MMbo He cMor NonTn) Ha GecnnaTtHoe 3aHAaATue, cpasy
nocne aToro Ha4yHeT BnaeThb B VIHTepHeT (Hanpumep, BKoHTakTe, nnm peknamHbix
6nokax SAHOeKc) peknamy 3TOW LWKOJbl aHIMIMACKOrO A3blka, C NPEeasIoXXEHNEM
KYNUTb KypPCbl.

EonHcTBEHHOE OEeno, KOTOpPOe B AAHHOM CLiEHapun HY>XHO BblNIo caoenaTb MEHEOXEPY —
3TO NPOCTO HabpaTb TenedoHHbIN HoMep BHYTpu CRM, nocne nosiBneHnst HOBOM CPOYHOWN
3agaun. Bce octanbHoe coenanm poboTtel n3 butpukc24.CRM. N Taknx cueHapues onis
paboTbl C MngamMn UNn caenkamm MOXKHO co3aaTtb O4YeHb 60nbLIoe KonmyecTBo. Po6oThl
1n3 CRM Butpukc24 MoryT aBToMaTU4YeCKN BbINOMHUTb AOCTAaTOYHO 60bLLOE KONMYECTBO
OENCTBMIA, CBA3aHHbIX C MNOCTAHOBKOW 3adad coTpyoHuKaMm oThena npopax,
BO3MOXXHOCTSIMU CBSI3N C KITMEHTOM WUAN PEKNAMHbIMU aKTUBHOCTSIMM.

BoT kak Bbl MOXeTe mcnonb3oBatb poboToB n3 butpukc24.CRM gna asTomartmsaumm
06paboTkm NnMOoB (1 gaxke coenok) B BalweM 6u3Hece:
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1. Ons 3anycka pobotoB Heobxoaumo, 4Tobbl B Bawenn CRM 6binn HacTpoeHbl cTagum
npogax (MX MOXXHO OTAESIbHO HAacTPOUTb MUX ANs NMOoB 1 caoenok). [lpu >xenaHun, Bbl
MOXETEe  BOCMOSb30BaTbCsl  aBTOMaTMYeCKU HACTPOEHHbIMN  CTaANAMMU n3
Butpunkc24.CRM.

2. na kaxporo poboTta y BaC €CTb BO3MOXHOCTb HAacTpouUTb Bpemsi cpabaTtbiBaHuS
(cBOEO6pPA3HbIN «O6yanbHMK»). POGOT MOXET HayaTb AENCTBOBATb:

2.1. «Cpasy» — KaK TONbKO Nng (N caoenka) nepenaeT B onpeneneHHbii ctaTyc. Ecnm Bbl
NOCTaBUTE HECKOJIbKO POBOTOB C NapamMeTPOM «Cpasy», TO BCE OHM cpaboTatoT B MOMEHT
nepexofa AOKyMeHTa B 3TOT CTaTyC.

2.2. «[Nocne npepgplayLLero» — ecnv BamM HY>XHO BbICTPOWTb CTPOryHO LIENOYKY AeNCTBUN,
TO 3TOT napameTp MO3BOSINT HE BbINOMHSATbL poboTa 4O TeX Mop, noka He cpaboTarn
npegblaywmin. Hanpumep, Hy>KHO NEPE3BOHUTL KIIMEHTY YXXe TOMbKO MOCNe TOro, Kak
6yneT oTnpaBfeHO NUCbLMO.

2.3. «Yepes...» — Hanbonee NONynsPHbIA NapamMeTp, KOTOPbI NO3BOSIUT NOCTPOUTL LENbIN
npouecc 06paboTkn nuaa Ha ogHoM ctaTyce. Bbl MoXeTe ykasaTb KOSIMYECTBO MUHYT,
4yacoB UNN OHeNn, Yepes KoTopble cpaboTaeT poboT. Hanpumep, nocne otnpasky NMcbMa
KNEHTY Yepe3 1 AeHb Nepe3BOHUTb U y3HaTb, 3aVHTEPECOBANO NN ero NPeanoXeHue.
Yepes 2 OHs oTnpaBuTb BTOpoe NMUCbMO W Tak panee. Llenoyka MOXeT copepxkatb
CKONbKO YrogHO PO6OTOB M KaXAbli OydeT BbINONHATL Kakoe-TO [OeNCTBUE 4Yepel
yKa3aHHOE KOJINYECTBO MUHYT, YacoB WN OHEN.

3. Po60Tbl MOTyT coBepLuaTb AENCTBMA B pasfiMyHbIX HanpaBleHUsXx:
3.1. CtaBuTb 3aaHnsa COTpyaHMKaM oTaeNna npogax. OTO MOryT ObITh:
e MNNaHVpOBaHNe 3BOHKA
e MJaHMPOBaHNE BCTPEYM
e [pyras 3ajava
e MCbMO C YBEAOM/IEHNE O HEOBXOANMOCTY KOHTPOIMPOBaTb CMTyauutio ¢ NMaamim
e CMeHa OTBETCTBEHHOIO 3a NA COTPYAHMKA
e N3MeHeHMe cTaTyca nuaa (KoHBepTauusa B cAenkKy, yaaneHue)
3.2. CamMOCTOSATENBHO CBA3bIBATLCA C MAAMU/KNNEHTaMUN. OTO MOXET ObITh:
e OTMpaBKa CMC C 3apaHee NoaroToBIEHHbIM TEKCTOM
e OTMpaBKa 3/IEKTPOHHOIO NUCbMa (FAe TEKCT, KOHEYHO Xe, TOXKEe FrOTOB 3apaHee).

3.3. lNokas MHTepHeT-pekamMbl KnueHTam. Po60T MOXKeT 0ob6aBuTb KNMEHTA B peKJ1aMHbIe
KamnaHuu Ballen opraHusaumm (3To MoXXeT bbITb peknama BKoHTakTe, AHpekc, Facebook
nnn Google AdWords). Hy>kHO NOAACHUTb, YTO POBOT He 3anyckaeT peknamMHble KamnaHum
CaMOCTOATENIbHO, OH NUWb AO00aBnsieT KOHTaKTbl /inga WNM KIWEeHTa B CMAUCKM Tex
ayouTopun, KOTOpbIM NOKa3biBAETCS peksiama Balwen GUpMbl B 3TUX PEKSIaMHbIX CETSX
(nnwn cneumanbHO co34aHHbIE HOBbIE ayauToOpuUN).
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3.4. Kpome pobotoB, B butpmnkc24.CRM ecTb npouecc aBTomMatu3aumm C MNOMOLLbIO
TpUrrepoB. OTO CBOEro poaa 3/1IEKTPOHHbIE LWMNNOHbI, KOTOPble cpabaTbiBatoT MNPy KakoM-
TO aKTUBHOM OENCTBUM CO CTOPOHbI NAa, U CaMOCTOSTENIbHO NEpPEMELLAOT ero cTaTyc no
BOPOHKE MpogaX WM ctagusam o6paboTkm Ha Heobxoaumbln. Tpurrepbl MOryT
cpearmpoBaTb Ha:

e Bxopsauwee nncbmo

e Bxopawwmn 3BoHOK

e 3anonHeHne CRM-copmbl

e CoobueHune B OTKpPbITbIE NNHUN

e Bu3uT noTeHumnanbHOro KNueHTa

OTtmeTuMm, yTo ganeko He Bce CRM cerogHst MOryT npenioXXnTb CBOUM K/IMEHTaM Takue
BO3MOXHOCTX aBTOMatmM3auun npogax, Kak pabota ¢ pobotamun nam Tpurrepamu s
pPasnnyHbIX cTaguin paboTbl C Nngamm unm caenkamn. NloaTomy Mbl COBETYEM, YTOObI Bbl B
cBoeln paboTe ncnonb3oBany coBpemMeHHyto 1 addekTneHyto CRM-cuctemy — Takyto, Kak
Butpukc24.CRM.

PekomeHaauum no pa6oTte ¢ nmpamu

Kakune e pekoMeHOgauum MOryT NMomMoub ymTatensam aton KHurm Ha ctagmsx paboTbl C
nmpamn? Mbl nocTtapanuck otobpaTtb KIo4YeBble MOMEHTbI, Aalolie BO3MOXXHOCTb
ahheKTNBHO 1 OnepaTBHO pearnpoBaTb

1. BHe 3aBUCKMMOCTM OT KaHanoB NuaoreHepauuun, nnabl SO/MHKHbI Ccpasy Xe nonagaTh B
CRM. B npepbigywen rnaese Mbl nogpobHO pacckasbiBanM O TOM, Kak B
Butpnkc24.CRM MOXXHO nogxniounTb GONbLUIMHCTBO KaHasnoB, Yepe3 KOTOpble Balwa
KoMnaHms cobupaeT nuobl (TenedoH, 3N1eKTPOHHasA no4Tta, OHAanH-4aT, pasnnyHbie
hopmbl 06paTHOM CBA3M N 0BpaLLEHNS B COLMAlbHbIX CETAX U MECCeHO)Kepax, 3aKkasbl
KNneHTamm obpaTHOro 3BOHKa C canTa). Ecnmn aTtoro He caenartb, TO NPOLEHT NOTEPb
nnOoB Ha NepBon Xe cTagun 6yoeT O4YeHb BbICOKNM.

2. Y Kaxpgoro nuaa gosmkeH OblTb OTBETCTBEHHbIN — 3afa4yen aToro yenoseka siBNsSeTCH
KOMMYHUKaUnA C 1naom, rnpoeepka KOHTakKTHbIX OaHHbIX, YTOYHEHUNE I/IHq)OpMaLI,I/IVI n
npenBapuTesibHoOE BblsdBIIEHUNE I'IOTpG6HOCT€I7I.

e EcnnHa aton ctagum cTaHeT NOHATHBLIM, YTO OAaHHbIN NG, ABNSIETCS LeNeBbIM, N ero
MHTEepeC BeOeT K NOKYrnkKe ToBapoB WUin yciyr BalLen KoMnaHnum — KOHBepTVIpyVITe
Takow nng, B choenky n pa60Ta|7|Te C HUM Yy>Ke No CTagndam cOoenku.

e Ecnn nnp okaxeTtcs HeuenesbiM UM HEKAYECTBEHHBIM — €r0 MOXXHO 6o cpasy
yoannTb, nmbo (I'Ipl/l OTCYTCTBMN Y TAKOIro rnorteHunasabHOro KjineHTta mHtepeca K
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Ballel NPOoAyKUUN B [aHHbIA MOMEHT, HO C MEpPCreKTUBON MOSIB/IEHUS1 3TOrO
nHTepeca B 6yaylwlemM), MOXHO NPOOOMKATb B3aMMOAENCTBOBaTb C HUM C
MOMOLLbIO PEKSIAMHbIX MHCTPYMEHTOB, 6€3 y4acTus MeHeaXKepa rno npopaxkam.

e Hy, a ecnu oTBETCTBEHHbIN 32 06PaABOTKY NnAa «3a3eBasicCs» N He BbIMNOJIHAET CBOIO
paboTy — onepaTUBHO MEHSNTE ero Ha ApPYyroe KOHTaKTHOE N0 CO CTOPOHbI Ballel
KoMnaHuu. VI nydwie Bcero — aBTomMaTnyecKu.

3. MakcumanbHo aBTOMaTI/I3I/IpyVITe npouecc 06pa6OTKI/I nmaoB — CTaBbTe 3adavn asd
BallX COTPYOAHUKOB MpU rnpoxo>xxaeHmn nngom oripenesieHHbIX cTaguu, I/ICI'IOJ'IbByIZTe
aBToMaTn4eCKyro KOMMYHMNKauUunto C Jingom (OTI'IpaBKa CMC NN NTEKTPOHHOIO I'II/ICbMa),
BKJtOYaNTe pexknamMHble KaMnaHnn Ongd «nogorpesa» MHTepeca y anga (,D,O6aBJ'IFIFI nng
B peK/iaMHble ayanTopnn, C KOTOPbIMIA Bbl BSaVIMO,EI,eI‘/‘ICTByeTe).

Mo cyTn, BO BCex 3aTux Oencteusix BaMm nomoxeTt butpukc24.CRM. Bam He npupetcs
cobupaTtb Nnabl U3 pasHbIX KaHanoB B pasdHbIX NporpaMmmax (BCe OHU OKaXKETCH BHYTPU
eonHon CRM), He Hy>kKHO 6yaeT HasHa4yaTb OTBETCTBEHHOro 3a kaxkapin nug (CRM coenaet
9TO aBTOMATU4YECKW), N Bbl CMOXETE Ha3HaunTb pasHOObpasHble aBTOMaTUYecKune
cueHapumn no o6paboTke NMAOB C NOMOLLBbIO POB6OTOB, BKOYEHHbIX B CRM.

4. W ewe oguH BaXHbln cOBET. Kak Mbl y>Xe& FOBOPWUW, NG, MOXET CcTaTb CAENKoun, a
MOXET M He cTaTtb. [lokaszaTenb «KOHBepCcus» onpenensieT MNpoueHT Tex N1Oos,
KOTOpble MOATBEPAUIN CBOW MepBOHaYanbHbI MHTEPEC U NPOLOSDKUAN Aananor c
Bawlen komnaHuen (ctanu coenkamu). onyctm, 3a MecsL Bbl NOAYyYUNN CTO NO0B,
N3 KOTOPbIX Bawuy nNpofasubl CMOrMAM co3faTb ABaduaTb COENOK — KOHBEpPCUs
COCTaBUT POBHO ABaALaTb MPOLEHTOB.

MoyeMy Hy>XHO OTCneXuBaTb 3TOT nokasaTtesnb? Ecnn koHBepcus 06paboTKy NMAOoB Ha
NnepBol Xe cTaguu (Hanpumep — 3BOHOK MOTEHUWANIbHOMY KJIMEHTY U YTOYHEHWE ero
NHTepeca) bygeT MUHMMaNbHOWN (Hanpumep, HUXKe 5 NpPoLEeHTOB), TO CTAHET O4YEeBUOHbIM,
YTO KOMMaHMSA MOJy4yaeT He OYeHb KayeCTBEHHble NnObl. DTO MOXET ObITb Npobriemon
oTaoena MapkeTuHra (HenpaBW/IbHO HACTPOEHHbIe peKaMHble KamnaHuum) — 1 npoaaBLpl
O6yoyT TpaTUTb MHOIMO BPEMEHM Ha CBSA3b U OOLWEeHWEe C TeMu, KTO W3Ha4yalbHO He
niaHMpoBas NoKynathb.

Ecnn xe KoHBepcusi Ha MNepBoM 3Tane (Korga nug noaTBep)XOaeT CBOW UHTEPEC)
OKa)KeTCsA [OCTAaTOYHO BbICOKOM (K npumepy, Te camble 20 NPOLEHTOB), HO Ha
nocrenyroLwWmx cTaamsax paboTbl C 3TUMUN KNNEHTaMK (Y>Ke Ha aTanax COEsNKun) OKaxKeTcs,
YTO COENKM He MNPOoUCXodAaT — TO HyXXHO OyaeT pasbupartbcsi B KadecTBe paboTbl
npoaaBLOB. He MCKOUYEHO, YTO OHN HEKAYEeCTBEHHO COMPOBOXAAT Takne COENKWU, He
YMEIOT Ka4eCTBEHHO Npe3eHToBaThb Ballly NPOAYKLMIO UK NpeoaosieBaTb BO3PaXKeHUs.

AHannanpoBaTb TakKyld CTAaTUCTUKY MOXXET Kak caM MeHemXep, Tak U pykoBoguTenb
oTaena npogax (¢ nomouwbio ot4yetToB N3 CRM).
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3. PaboTta co caoenkamu.

MNpounsowno npusTHoe CcobblTue — KIMEHT MOoATBepAusl CBOWM WHTEpec, U BedeT
reperoBopbl O NMOKYMKe C Balle KomnaHuen. Kak Mbl y>ke roBopuav B Hayane rnasbl, B
CRM Takas akTUMBHOCTb ONpPefensieTcsi, Kak caenka. YTo e Hy>XXHO caenatb, YToObl
MeHeO)Kepbl Ka4yeCTBEHHO oTpabaTbiBasii BO3MOXHbIE COENKN Ha KaXkAon U3 cTaguvi
npofax? [aBaiTe pacCMOTPUM Hanbonee NonynsipHble CTaaMn CAENKM:

Cpenka cospaHa.
Cpenka HaxoguTcs B paboTe (MAET NpoLECC NeperoBopoB, 06CYXXAEHNS).

KJ'II/IeHTy oTnpasjieHO I'Ipe,D,J'IO)KeHI/Ie/Cl-IeT Ha onnarty.

> 0 bh

Cpoenka BbinrpaHa (onnata coctosinach).
nbo xe

5. Cpenka npourpaHa (KJMeHT oTkasasncs).

1. Otkyna B Bawen CRM nosisatcs coenkmn?

Ecnn Bawa komnaHus npuHsana ons cebs pelweHne pabotatb 6€3 NMaoB, TO COENKU
nosieatca B CRM aBTomatnyecku (Npu MOSIBNEHMM BXOOSALUMX 3arpPOCOB CO CTOPOHbI
MNOTEHUMaNbHbIX KMEHTOB), wunn O6yayT co3haBaTbCsl BPY4YHYO MeHemkepamu (13
CYLLECTBYIOLNX KOHTaKTOB WM KomMaHun). Bo aTom cnyyae 6ymeT nNpoucxXopuTb
aBTOMaTnyeckas KoHBepTauusi BCEX BXOOALUMX NMAOB CPasdy XXe B CAENKN C NMOMOLLbIO
po6oTtoB n3 butpmnkc24.CRM.

Ecnun xe Bbl npogonxaete pabotartb C nvaamn, To coenku 6yayT KOHBEPTMPOBATbLCSA
MeHeOyKepamn BpPY4YHYo (M3 Nn[oB, KOHTAKTOB WX KOMMNaHuin), Nnbo nuabl Takxe byayT
npesBpaLLaTbCsa B CAENKN C NMOMOLLbIO POB0OTOB (NPY HACTYNNEHMUM YCNOBUN, KOTOPbIE Bbl
ycTaHoBunu B Bawenn CRM).

2. Bbl moxeTe 3apatb B CRM HanpasneHue cgenkn. MHornme KomnaHum 3aHMMaroTCs
OOHOBPEMEHHO HECKOJIbKUMM HanpasfieHMsMn 6u3Heca (Hanpumep, npoparT roTOBYHO
mMebenb, n3roTaBnueatoT Mebenb Non 3aka3 U OCYLLECTBNAAT PeMOHT mebenn). [Ons
Ka>Ooro M3 Takmx HanpasfieHMA MOryT CyLLeCTBOBaTb COOCTBEHHbIE CcTagmum 06paboTkun
coenku (M cobCcTBeHHbIE POB60TbI, aBTOMATU3MPYHOLLME NpoLecc 06paboTKm TakKnxX COENOK)
— 1 BCe 3TO Bbl Takxe MmoxeTe HacTpoute B CRM. B Butpukc24.CRM pgnsa atoro
cywectBytoT CnpaBoO4YHUKN, FOE€ MOXHO onucaTb cTagum o6paboTKM coenku ans
pasnunyHbIX HanpasneHuin). lNMo3gHee, NO KaXXaoMy 13 Hanpas/IeHU COENOK MOXXHO byaeT
CPOUTb COBCTBEHHbIE aHANMNTUYECKNE OTHYETbI MO0 CMOTPETL BOPOHKY Npoaax.
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3. O6paboTka Kaxxagon caenkn (neperoBopbl C KIMEHTOM, NOArOTOBKA KOMMEPYECKOro
npeaioXXeHns, CornacoBaHne 1 3akJito4eHne 4oroBopa, NpMeM onnaTbl) MOXET COCTONATb
N3 pas3HoOro KosinyecTBa NMPOMEXYTOYHbIX CTagun. OTo OyaeT 3aBuUCETb OT cneundukin
Bawero 6musHeca. OOgHaKo CKOMbKO Obl TaKUX CTaguii UM 3TanoB Bbl HE Bblgenunn ons
cebsi — KaXayro U3 HUX MOXXHO U HY>KHO aBToMaTtunanpoBaTb BHyTpy CRM.

Cpoenatb 3TO TakXXe MOXHO C nomoulpto poboTtoB n3 Butpukc24.CRM, paboty wu
BO3MOXXHOCTWN KOTOPbIX Mbl Y>K€ OnMCbiBann 4yTb Bbile. Hanbonee BaxkHbiIMM Ha aTane
0bpaboTkn caenku 6yaoyT npouecchbl MO Ha3HAYeHN0 MeHeaxKepy 3agaHuii no CBS3U C
KAMEeHTOM (BCTpe4, 3BOHKOB, nucem), 1 asTomaTtudeckue pencteumss CRM (oTnpaska
KJIMEHTY CMC C NOATBEP>XXAEHMEM 3aKa3sa, BbICTaBfIEHME N OTNpaBka cyeTa Ha onnary). B
pesynbtare Takom asTomatudeckonm Hactponkn, CRM 6ypeT ynpaBnsaTb LENCTBUSMMU
MeHe[XXepa 1 CUrHann3npoBaTb PYKOBOAUTENIO OTAeNa NpoAax O Tex genax v 3agayax,
KOTOpPble He COBEPLLUEHbI B CPOK.

4. B pamkax Kaxkaou CAenku Ball MeHeOXXep MOXET BbICTaBNSATb KINEHTY NPEaSIOKEHNS
(koTopble MOryT 6bITb co3aaHbl Ha 6a3e roToBbIX LWAaGMOHOB, U NEPCOHANN3NPOBaHbI MO,
KneHTa), n cyeta. Kak npaBuno, Takoe AencTBue ob603HayaeT aBTOMATMYECKUIA MK
PYYHOI NEePEHOC COENKN C KIMEHTOM Ha MPennocneaHon cTaguio (4o Toro, Kak caenka
thakTnyeckn BbiMrpaHa). OgHaKo Hy>XHO MOHMMaTb, YTO paboTa MeHepykepa C KIMEHTOM
Ha 3TOM 3Tane O4YeHb BaXXHa — BeOb CHESKa MOXET M He COCTOSTbCs, Aaxe npwu
BblCTaB/IeHHOM cueTe. [10aToMy Kak MeHepykepy, Tak 1 PyKOBOAUTENO OTAeNa Npopax
HY>XHO yaensTb 6onblwoe BHUMaHne B CRM Takmm 3akasumnkam (oep>xaTb Ha 0CO6EHHOM
KOHTPOME COENKN, KOTopble yXe B6NN3KM K onsate UM OTrpy3ke, YCTaHOBUTb YETKOE
BPEMS1 3BOHKOB U MNCEM KJ/IMEHTaM, ECNI onfiaTa He NPon3oLuia BOBPEMS) — U AOBOOUTb
COENKN [0 NTOrMYECKOro 3aBepLUEHNS.

4., Pabota co cyetamu. [lpmem onnar.

Bonblwoe KonnyectBo KOMMaHwn (B TOM 4Yucne, NpeactaBuTENN Manoro U CpepHero
6usHeca) NpMHMMatOT onnaTbl OT KJIMEHTOB Ha CBOW 6aHKOBCKME cyeTa. [nsa Toro 4tobbl
Takas onnara npousoLuna, Heo6xXo4MMO BbICTaBUTb KIIMEHTY cYET Ha onnaTty. M aTo ToXe
MO>XHO 1 HYy>KHO genatb BHyTpyn CRM!

B bButpukc24.CRM npenyCcMoOTpeHbl O4YeHb YAOOHble W MNPOCTble HACTPOWKW ANns
BbICTaBJ/IEHUS U OTNPAaBKN KJIMEHTaM CYETOB 1 NpuemMa oT HUX onnart:

1. Basosble wabnoHbl cyeToB. Bes Heobxoammasa nHgopmMaums O Bawen KoOMnaHum
(nnatexHble pPeKBU3UTbl, agpec, KOHTaKTHble [AaHHble), KoTopas Oyger
oTobpaxaTtbCsi B cuyeTe, HacTpamBaeTcs npsamo B butpmkc24.CRM. [OobaBuTb
TaKylo MHopMauuio Hy>KHO ByAeT BCero b OOMH pas, a ganee Kaxxgbll HoBbll
CYET KNNeHTy 6yaeT BbicTassnieH n3 CRM NpoCTbIM HaXXaTnem KnasBuLLN.
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2. [levatHas nnu ANEKTPOHHaA BepCUA cyeTa C pekBU3nTamnm KimeHTta. Ecnn Bam
HY>XHO ,D,O6aBI/ITb B CHET PEKBU3NTbI MJ1aTesibLLUNKa — X TakK>Xe HET HeO6XO,EI,I/IMOCTI/I
BHOCUTb BPY4HYIO. I'Ip|/| yCnoBUn, 4YTO TaKne pPeKBM3NTbl BHECEHbI B KapTO4KYy
knnenta B CRM, oHun MOryT ObITb nogcTtaBjieHbl B cHET OOHNM LLESTHKOM MbILKN.
,D,anee TakoW CYET MOXXHO W HaneyataTb, U COXpaHUTb B 3NIEKTPOHHOM BUAE.

3. ABTOMaTuM4eckas HymMepauna Cc4HeToB BHYTPU CRM, utO OaetT BO3MOXHOCTb
nogoep>XmBatb CKBO3HYHO HyMepauno Co cHeTamMin B 1C. MeHe,u>KepaM HE HY>XXHO
npucBamBaTb cHeETaM HOMeEpa BPYy4YHYIO, 3a HUX 3TO cOAenaeT CRM.

4. OHnavH-cyeTa (BO3SMOXHOCTb [MONS K/MEHTa MPOCMOTPETb, CcKayaTtb Wn
pacrnedyaTatb, W Qaxe onnaTUTb CYET HernocpeacTBeHHO w3 VHTepHeT, no
nepcoHanbHONM Cebinike, KoTopyto dopmupyeT butpukc24). 3to oyeHb yaobHo, n
NO3BOJISET OTNPaBUTL BalleMy K/TMEHTY BEO-CCbINIKY Ha cam CYer.

5. OnHnanH-onnaTthbl (C NoMoLLbIO cepBUCOB AHaekc.kacca nnn PayPal). Boamo>xHOCTU
OHNanH-onnaTbl C MOMOLLLIO cepBurca AHaekc.kacca 6yayT 0CO6EeHHO NONE3HbI ANS
ManbIX NpeanpusaTUin, Tak Kak MNO3BONSAOT MpuUHUMAaTb onnatbl Ha HebonbLine
CyMMmbl (0o 15 Tbicad pybnen BKIOYUTENBbHO) 6€3 3akNoyeHUss Jorosopa C
nnartexxHonm cuctemon. [lpym 3TOM KOMUYECTBO Takmx onnar MoXeT ObiTb
HeorpaHM4YeHHbIM — BaXkKHa TONbKO CymMMa ofHOW onnatbl. KoHeYyHo >Ke, onnaTtbl
OoHNanH 6ynyT cpasy >xe otobpaxkeHbl B CRM.

6. NHTerpaums ¢ 1C (0 4eM Mbl y>Ke roBopuan B NpenbiayLlen rnase) — Bbirpy3ka
BbICTaBNEeHHbIX c4eToB N3 butpnkc24.CRM B 1C, KOHTPONb onnaT Takux CHETOB Ha
ctopoHe 1C, un npocTaBneHne nHgdopmauumm ob onnatax 8 CRM.

7. Perynﬂprle cyeta. Ecnu Baw Oorosop C KJIMEHTOM npearnonaraet NnoCTtosAHHbIe
3aKYyMNKn € ero CTOpPOHbI (Hanpmmep, exemeCQqule), TO MOXXHO Cpasy >XXe HaCTpoOuUTb
aBTomMaTnyeckKoe BbiCTaBJiIeHNE peryndpHbIX CHETOB.

Kak sugnm, Butpukc24.CRM no3sonsaeT npeBpatuTb paboTbl NO BbICTABIEHUIO CHETOB
U npuemy onnat B OYeHb MNpocTon npouecc. Bce, 4yTo ocTaeTcs MeHemxepy Mo
npogaxam — 3TO KOHTPOIMPOBATbL CPOKU OnaThl CHETA, U CBA3bIBATLCHA C KITMEHTOM, €CNN
No Kakum-TO NpuyvHaMm onnarta He npousolwna BoBpeMs. [ KOHTPONSA NPOXOXAEHNS
cyetoB B butpukc24.CRM Takxe npenycMoTpeHa HacTpOMKa HECKONbKMX cTagun (K
npumMmepy — CYeT BbICTaBMEH, OTNPAaB/IEH KIMEHTY, ONavyeH UM OTKIIOHEH), N MEHELKEP
CMOXET BUAETb OTYETHI MO COCTOAHWUIO AeN C ero cyeTamu.

5. NoBTOpPHbIE U perynsapHble NpoaaKm

MHorne KameHTbl nokKynaroT 4YTO-TO Y Ballen KOMMaHUM He TONbKO opHaxkapl. Ecnn Yy
MeHe[>Kepa Oo4eHb Xopowasd namMmAaTb — BOBMOXXHO, OH BCMOMHUT UCTOPUMIO NnpenblayLnx
MOKYMNOK Mpun nojiydeHnn 3arnpoca OT CTaporo KrineHTa. Ho To4yHO nn ctomuT Ha 3aTo
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HaOesaTbCA — OCOOEHHO, €eCnn Yy Bac He OAMH-ABa, a COTHU WM ThiCSAYN OENCTBYHOLLNX
K/IeHToB?

KoHeuHO e, 1 30echb NyylwmM NOMOLHUKOM npoaasua ssnsietcsa butpuke24.CRM. Mpn
nonyyeHnn 3anpoca unu nuga ot knneHta, CRM cpasy >xe npoBepuT — nNokynan am YTo-
TO paHee 3TOT 3aKasuyuK (U onpenennT, K Kakon BOPOHKE NpogaX ero Hy>XHO OTHECTU —
HOBbIX UMV NOBTOPHbIX CAENOK).

Ecnn knueHT paxe euwe HWYero He Mokynasn, OOHAKO YXXe MPUCYTCTBYET B Ballen
KnneHTckonm 6ase, To CRM co3gacT NOBTOPHbLIN NG OT CYLLECTBYHOLLErO KOHTaKTa (npu
3BOHKE, MNCbMe U Apyrom Buae obpalleHuns).

I'quemy Ba>kHO o6pau.|,aTb BHMMaHME Ha NOBTOPHbIE I'IpO,D,a)KI/I?

1. Yem Gonblie M vaule MNOKynaeT Yy Bac OTAE/bHbIA K/IMEHT, TeM MNPOYHEE HY>XHO
BblCTpanBaTb OTHOLIEHUS C TakMM 3aKas3ynmkamm (B TOM YMCIe — C NMOMOLLbIO NPOAaBLOB
n CRM-cunctemsl). iIMeHHO OHM — OCHOBa Ballero 6usHeca, 3anor Bawei npubbiin.

K akTMBHbIM Mokynatensm Heob6xooMmo 4alle obpalwjaTbCsa No Bawen COO6CTBEHHOM
nHMUMaTMBe, genatb UM crneumasbHble MapKETUMHIOBbIE MPEensIOXKEeHUs1, ycTpamBaTe ANd
HUX aKUUW NN CTUMYNPOBATb MX K HOBbIM MOKYMNKaM C MOMOLLIbIO NPOrpamMMm JIOSiIbHOCTI.

2. Bbl MOXXeTe cerMeHTMpOoBaThb Bally KIMEHTCKYto 6a3y ¢ noMoLpbto cheynansHoro RFM-
aHanusa. OTOT aHann3 NoMoraeT NOoHSATb:

2.1. Kak gaBHO KNneHTbl Nokynanu y Bac nocnegHun pas (R = Recency, 0aBHOCTD).
2.2. Kak yacTo knueHTbl genanu nokynku y sac (F=Frequency, yacToTa).

2.3. Kak MHOro geHer KaMeHTbl NOTpaTuAM Ha Baww ToBapbl nam ycnyru (M=Monetary,
MOHETN3aums).

Ha ocHoBaHMM Takoro aHanmsa Bbl MOXETE BblOENUTb Hanbonee NnepcrneKTnBHbIX
KJIMEHTOB, N aKTUBN3NPOBAaTb pa60Ty MeHe[>KepoB C HUMW.

Hanpumep:

e Bawa KomnaHuWA 3aHUMaeTCs [OCTaBKOW O6yTblIMpoBaHOW BoAbl. Bbl xopolwio
3HaeTe, YTO B CpeaHeM Balll KJIMEHT BbiNBaeT 6YTbi/lb BOAbI 32 TPOE CYTOK. 3HAUMT,
€CI NMOCTOSIHHBIN KNTMEHT 3aKasas NsaTb O6yThbiNel, To NPMMEPHO Yepes OBe Heaenm
3aKasaHHas y Bac NTbeBas BoAa 3aKoHUMTCA. MeHeOpKepbl MOIyT He A0XMAATbCA
HOBOro 3akasa, a OTnpPaBUTb CMC (C MOMOLLBIO Po6OoTa) UM NEPE3BOHNTL EMY 3a
oOWH-ABAa OHA OO OKOHYaHWA TaKoro CpoKa, U MpensiokKMTb 0OPMUTb HOBbIN
3aKas.

e Bawa dupma npopaer penosbie unu y4yebHble kKHurn. C nomowbio CRM Bbl
BblOENSIETE CErMEeHT KJ/IMEHTOB, KOTOpble 3a MNOCMeOHUNA rof noKynannm KHUrn
[OCTaTOYHO YacTo (HanpuMep — Kaxkabil MecsiL), U CTUMyNMpyeTe NX K CNeayoLLen
NoKymnke cneunanbHbIM MPOTOKOIOM (32 JIOANBHOCTL K Ballel KoMnaHun).
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e Bbi-Bnageney CTO. K Bam obpaLLaeTcs KNMEHT, KOTOPLIN 3a nocnegHne aea roga
noTpaTun Ha Balwem cepBuce BONbLUYID CYMMY (CKaXXeM, CTO Tbicsid pybnen). [Ons
NOOLLPEHNS N YKPENNEHMS NOSNBHOCTY K TakoMy KnneHTy Bawe CTO mMoxeT cpagy
NpennoXnTbe eMy 6ecnnatHyto MOMKY aBToMobuns (4ero Bbl OObIYHO He AenaeTe)
NN Kakon-HMbyab Apyron NpusTHbIN 6OHYC. A MOXXETe caenaTtb TO XXe CaMOe He
TO/IbKO MNPV BXOASALLEM 3anpoce, HO U OTNPaBUTb Takoe MPEASIOXKEHNE KINEHTY
aBToMaTU4ecKn (MMCbMOM, CMC, 3BOHKOM MeHeaXepa), B YeM BaM CHOBa NOMOryT
po6oThl.

Butpnkc24.CRM oTnnyHO npuxogmT Ha MOMOLLb NMpopaBuaM M B TOM chnyyae, korga
nokynaresib M3Ha4asibHO 3anfaHnpoBasn NokynaTb YTO-TO Y Bawen KOMMNaHUM noCTOSIHHO
(perynsipHo). B npepbigylieM nyHKTE Mbl Y>X€ FOBOPUAN O BO3MOXXHOCTW BbiCTaBNEHUS
perynsipHblX CYETOB — HanNpuUMep, Bbl Nognucanu OOroBOp Ha eXEMECSUYHYIO OTrpy3Ky
Kakon-To npoayKumn. Ytobbl He OTBNEKATL BpeMsi NpogasLa Ha BbiCTaB/1EHME MOBTOPHbIX
cyeToB, B CRM 6ymeT gOCTaTOMHO OTMETUTb TaKyr CAENKY, Kak perynsipHyto, 1 3agatb
NPU3HaKN 3TON perynapHocTu. [anee, cTporo B 0603HaveHHbIn nepuon, CRM 6yoet
CaMOCTOSATESIbHO BbICTABNATb CHETA STOMY KJIMEHTY (M AaKe CMOXXET OTNPaB/isiTb UX eMY
Ha apgpec 3NMeKTPOHHOM noyTtbl). MeHeoXepy OCTaHETCs TOJIbKO MNPOBEPUTH
CBOEBPEMEHHOCTbL OnnaTthl KIIMEHTOM cyeTa (HanoMHMM, YTO B cnyyae nHterpauum ¢ 1C,
oTMeTKa 06 onnare nNosiBUTCS aBTOMaTUYECKN) — U CBA3ATLCS C KJIMEHTOM OJ/151 YTOUYHEHNS
nHcopMaLmn, ecnu 4YTo-To BAPYI MOLO HE Tak.

[looBeoem HeOONbLLOW UTOr 3TOW riaBbl.

Kak Bugum, Ha KaxkioM 13 aTanoB npogax (paboTa ¢ nupgamn, caenkamu, cyetTamm unm
NMOBTOPHbLIMK onflaTamum) npoaasel, bynet paboTtatb ahdeKTMBHEE 1 NPOLLE, NCMNOSb3YS
Bo3moxHocT CRM. MpuBeaem elle oanH NpuMep — KOMMAaHUW, KoTopasi OCYLLECTBSET
neyaTtb BU3UTOK U yCnyr nonurpadun.

3a OeHb B TaKyto CbI/IpMy MOXeET O6paTI/ITbCFI HECKOJIbKO [OeCATKOB MoTeHUnalibHbIX
KnneHToB. OHK MOTyT.

- MO3BOHUTb MO TenedoHy
- cpenaTb 3akas Yepes canT
- NPUATK B onUC KOMMaHUN 1 3aKasdaTb BU3UTKN HA MeCTe

B kaxpom W3 oOnucaHHbIX cnydaeB QupMe, KOTopasi 3aHMMaeTcsi onepaTUBHOMN
nonurpaduen, Hy>xHo 6yaeT UMETb CLeHapuii paboTbl C KIIMEHTaMn — B KaKOW MOMEHT U
KaKyto MHhopMaumio OT HUX HY>KHO MOJTYyYnUTb, Kak NPUHSATL Npegonnary,

KoHeuHo, nocne 3akasa BU3UTKK HY>XHO 6y,u,eT elle:

- NoaroToBUTb gu3anH N MakeThl,
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- Hane4yarartb,
- COO6LL|,I/ITb O rOTOBHOCTW KJTUEHTY
- nepegartb HaneyvYataHHbl€ BUSUTKN (VIJ'II/I oTnpaBnUTb I'IO‘-ITOIZ).

MpencTtaBbTe, €CNN BCE 3TN AENCTBUS KOHTPONNPYIOTCS NPOAABLIOM BPYYHYHO (M OH ByaeT
BECTU 3anucu O Kaxkaowm ctagum paboTbl C KnveHTamu nnbo B 610KHOTE, NMbo B
9NEKTPOHHbIX Tabnmuax) — KakoM XaoC MOXET HayaTbCA Npu POCTE KANEHTCKUX
obpaweHnn? Ecnn xe Takasa cdovpma ncnonesyet butpmnkc24.CRM, To:

HMN OOMH N3 KIIMEHTCKMX 3anpoCOB HMKyOa He noTepsieTcsd, n 6byoet obpaboTtaH,
npuyem — BOBPEMS

- O BCEeM 3aKa3am 6y,D,yT Ha3Ha4eHbl OTBETCTBEHHbIE 3a UCIMOJIHEHNE N KOHTPOJ1b

- BCeé 3akKa3bl OT KJ/IMeHTOB, HaxopgdAwnmecAa Ha pa3HbIX CTagnsx O6pa6OTKI/I, 6y,u,yT
HarngaoHo BMAHbl Kak npogasuam, Tak n pykoBoauTesto

- npopasLam He NpUOeTCs BCNOMUHATb, C KEM N3 KITMEHTOB U MO KakOMy NOBOAY HY>KHO
cBsA3aTbCs B Kakme cpokn — CRM nopckaxeT emy npaBuiibHbIA NOPSA0K OENCTBUN.

- KNWeHTbl 6yayT nonyyaTb aBTOMaTMYecKMe yBeOOMNEHUs 06 U3MEHEHMsX cTaTyca
3aKasoB (HanpuMep — BU3NTKM FOTOBbI, MOXHO 3a6UpaTh) No 371EKTPOHHOW NoYTe Ui
4yepes CMC

BkntoueHHble B Butprnkc24.CRM BO3MOXXHOCTM aBTOMaTM3aunmn Npogaxk Ha pasfnyHbiX
aTanax BOPOHKM NpoAax (o8 nuaoB WM CAENOK) NoMorarT caenatb Bce AeNCTBUS B
OTHOLWIEHMM K/IMEHTa BOBPEMsi, 6e3 CNOXHOCTENM W NUWHMX 3aTpaT BpemeHu. B
pesynobtate, BMecte ¢ butpukc24.CRM npopgasBupl MOryT paboTatb MeHblUe (4eM KX
KONMern, BblHy>XAEHHble pa3pbiBaTbCs MEXOY MHOXXECTBOM pasHbIX NporpaMmm 1 TpaTtuTb
MHO>XECTBO BPEMEHM Ha py4Hble NpoLecchl), a 3apabaTtbiBaTtb — 60nbLue!
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(naBa 6. CKpunTbl Npooax.

B aTOi rnaee Bbl NPOYMTAETE O TOM:
1. Kakue ¢pasbl 1 peyesble WabnoHbl NOMOryT BawyM NpoaasLam.
2. Kak nydiue npuHUMaTh BXOAsLLME 3BOHKUN — 1 3BOHUTb KJIEHTaM CaMUM.

3. Kak npeoposieBartb CTaHOAaPTHbIE BO3Pa>XKEeHNA B neperosopax C KiimneHtamn.

Korga Bbl TONIbKO Havanu YntaTb NEpPBYHO rNaBy, TO CTONKHYNCb C YTBEPXOAEHNEM, YTO
npogaxum - 3TO 6Ou3Hec-npouecc. B nobom npouecce eCcTb CBOM HEOTbEMIEMbIE
3NEMEHTbI 1 anropuTMbl, KOTOpble Bnagenel npouecca co3gaeT U MoOOeNnpyeT 3apaHee,
a He B MOMeHT peanu3aumn. Tonbko npeacTtaBbTe cebe, 4YTO 6blNO 6bl, ecnv Obl
npoussoauTenn asToMmobunen pewanu 6bl, Kakyo KoHurypauuo 6yoet MMeTb HOBbIN
CEPUNHbLIA aBTOMOOW/Ib HENOCPeACTBEHHO Ha KOHBenepe — MnpuyYeM AN KakOaoro
aBTOMOOWNS Haxoamnack 6bl HoBasi cBexkas naes? Ckopee BCero, Ha BbIXOAe Nony4dnnach
6bl Ky4a NtobONbLITHOrO, HO He paboTaroLLEero Xene3Horo 6apaxna, KOTopoe He 6b110 Gbl
CMOCOBHO e3aUTb.

Tak noyemy >Ke pyKoBOAUTENN OTOAENOB NPOLAX N COOCTBEHHMKN KOMMAHWA OO CUX NOp
NO3BONAIOT MpofaBLaM 0obWaTbCA C KAMEHTaMU TakK, Kak MpULIO B roloBy CamMoMy
npopasuy? Beab HaAKOMMEHHbIN Kak OQHOM (PMPMON, Tak U LenbIMnU UHAYCTPUAMU OMbIT
[aeT OAHO3Ha4yHble peKoMeHgauuwn, Kakue dpasbl Nnn nowaroBble anroputMbl 6ecepbl
OAloT NyYWwnin pe3ynbTaTt, a Kakue He [aroT MOJIOXKUTENIbHOro pesysibTarta BooOLle, U
KJIMEHTbl MPOCTO YyXOOAT, He coBepwuB nokynku. OpgHako npopasubl, KOTOpPble
NPVHUUNWANBHO  UFHOPUPYIOT  CKPUNTbI  OANANOroB W MEPEroBOPOB,  CKJIOHHBbI
npes3puTenbHO yTBepXaaTb «H >Xe He poboT!», 1 CHOBa M CHOBa HacTynaTb Ha Te Xe
rpabnu. NMpu 3ToM OHM 3abbIBatOT, YTO POBOTLI Y)KE CMEHMIN PaboUNX Ha aBTOMOBUITbHBIX
KOHBenepax, U C aKTUBHbIM PasBUTUEM WCKYCCTBEHHOro WHTennekra OyayT CKopo
6opoTbCcA 3a paboune MecTa 1 ¢ NpoaaBLAMU.

UTo XXe Takoe — CKpunTbl Npodax, pa3 O HUX Tak yacTto crnopaT? Obliee onpeneneHne
AOCTaTO4YHO MPOCTOE M MOHATHOE — CKpUNTamMn NPoAaXk HasbiBalOT HAOOP CTaHOAPTHbIX
CcueHapueB OManoroB C MNOTeHUMaNbHbIMW KiveHTamu. [aHHble cueHapun COCTOST U3
nocnegoBaTesibHbIX Pe4EBbIX MOAYNEN U LWaBOHOB AManioroB, KOTOPbIE MPUMEHSIIOTCS Ha
pasHbIX 3Tanax BOPOHKM Npoaax WUiv neperoBopoB ¢ KMeHToM. [NpocTto, BepHO?

Kak BuauTe, HET HUYero CTpalHOro WM NpenocyamuTenbHOrO B MCMOSb30BaHUN
ckpunTtoB. HaobopoT, 3HaHME W YMeHWe WCMNOoNb30BaTb TaKyk TaKTMKy paboTbl C
nokynatensMu genaet npopasua addekTMBHEE N YBEPEHHEE — BEAb Ha HEro paboTtaeT
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OMbIT MHOMMX OPYrnX yCrewHbIX KOJMEr, KOTOpble B MOXOXWUX CUTyauusix gobveanmcb
HY>XHOro pesynbTarta. [pyrummn crnoBamm — npogasasiu.

B aoTton rnase Mbl npmBegemM nNpuMepbl HEKOTOPbLIX BO3MOXXHbIX CKPUMATOB, KOTOpPble
npuUMeHsoTCs Kak B b2b, Tak n B b2c-npogaxkax, n aphekTnBHO nokasbiBaloT cebs Ha
PasnnyHbIX cTagnsax obueHnsa ¢ 3akasvmkamu. O TOM, Kak Bbl MOXETE CaMOCTOSTENbHO
noaroToBUTb CKPUMTLI NPOLaX A/1s1 COBCTBEHHOIO Bu3Heca, eCTb MHOXXECTBO 00y4aroLLMX
KHUI 1 BUOEOYPOKOB, KOTOPbIE Bbl NIerko HanaeTe B VIHTepHeT. OgHOM N3 cambix yaadHbIX
aBNsieTcs KHUra 6msHec-tpeHepa Omutpusa TkadeHko «CKpunTbl NPoOAaxk», B KOTOPOW
NPUBOAATCA MHOIMMe cueHapum N pedveBble WabnoHbl AN MHOMOYMUCIEHHbIX NMPUMEPOB
yCheLWHbIX Npoaax. HekoTopble U3 Taknx NpUMepPOB UCMOb30BaHbl 1 B Hawen KHure.

Tak>xe ogHOM N3 BO3MOXXHOCTEN NPOCTOro 1 yaobHOro cosgaHns CKpUNnToB NPOAAXK N nX
nHTerpaumm ¢ CRM, Kak rnaBHbIM paboyMMm WHCTPYMEHTOM MpodaBua, SABNSHOTCS
cneumanm3npoBaHHble NPOrpaMMHbIE pPeLLEHNs, KOTOpPble 3KOHOMAT Bpemst POl 1 cammx
npogasuUoB. Hantn Takme peweHns MoXHo, B TOM yucne, B Mapketnnenc butpukc24, n
OHM MOryT ObITb YCTaHOBMEHbI 1 gobaBneHbl B Bawy butpukc24.CRM ogHumM HaxkaTuem
KHOMKN MbILUN.

VTak, paBante Ha4yHeM?

1.CKDI/IFITbI 014 YCTaHOBJIEHNA KOHTaKTa W BblIABJ1EHNA
I'IOTDGGHOCTI/I KJIMEHTA MNPWn BXOOALLEM 3BOHKE.

C uvero HaumHaeTcs ntobas npo,u,axa? KoHeuHO >Xe, cO 3HakomcTBa npogasua cC
nokynaresieM. OTO 3HAKOMCTBO MOXET I'IpOI/ISOIZTI/I KaK Mno wumHunumatmee nokKynartesnsd
(KOTOprIZ CaMOCTOATEJIbHO 06paTI/IJ'ICFI B KOMMaHUO rlpo,u,aBu,a), TakK 1 no mHMunatmsee
npogasua, 3aHMMalwerocqa akKtTnBHbiIM npoga>kamMu. KoHeuHo e, B 06oumx cuTyaumnsx
DencTemnsa u peakunda noTteHunasnbHOro KJriimeHta 6y,u,yT CyLleCTBEeHHO OT/in4aTbCd, "
MeHe>Kep no npoga kam OoJrkKeH ObITb FOTOB K ITOMY.

Mbl ¢ BaMM pPacCMOTPUM HECKOJNIbKO 6a30BbiX CKPUMTOB YCTAHOBMIEHUS KOHTaKTa C
KJIMEHTOM crepBa Npu BXOOALWMX 3anpocax (3BOHKaX WUin BU3UTax nokynatens B ouc
nnu MmarasviH npogasua). [1ns ynobcTtea UTeHNs, BCe peyeBble MOLYNN B CKpUNTax Npogax
BblOEeNeHbl XXMPHbIM WPUEHOTOM — Bbl Cpady yBMOUTE, YTO MMEHHO OO/IKEH roBOpPUTb
npogasel, B TON WM MHOW cuTyauun. BbigeneHHble 3arnaBHbIMM NPONUCHBIM BykBamm
TeKCT byneT o603HavaTb Tak Ha3blBaeMble NepPeMeHHbIE AaHHbIE, KOTOPbIE MEHeOXKepP Mo
npogaxkam 3arosiHaeT CaMoCTosTeNbHO — K npumepy, BmecTto «VIMSA meHepkepa»
HasbiBaeT cobcTtBeHHoe ums, Bmecto «HA3BAHWME OOJDKHOCTWU» — gupektop no
MapKeTuHIy, 1 Tak ganee.
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1.1. B cnyvae, ecnu noTteHuuanbHbI KIMEHT CaMOCTOSTENIbHO MO3BOHWI B Baly upmMmy,
OH MOXXET NoMNacTb Ha CEKpPeTapsi, ornepaTtopa KOI-LUeHTpa UM HanpsiMyto Ha MeHeakepa
no npogaxkam. B Tex cnyyasnx, korga nepBbiM C KJIMEHTOM Havan obuwartbcs HE npogasel,
Mbl PEKOMEHAYEM NCMNOMb30BaTb CKPUMT C NEPEKIOYEHNEM HA MEHEO KEePa NO NpogaXkaMm.
OH MOXEeT COCTONATb U3 C/eayoLmMX 3TanoB 1 peyeBblX LWaboHOB:

e [lpuBeTcTBME.
e 3HAKOMCTBO C MOTEHUMANbHbBIM K/TMEHTOM.
e YTOYHeHue Bornpoca.

e [lpucoegunHeHne 1 NepeBOA Ha MeHedXKepa Mo NPopaKaMm.

oT0T CKPUNT MOXXET COCTOATb U3 TaKNX pedeBblX Mo,u,yne|7|:

o [lpusetcTtBue: «[Jobpbin AeHb, aTo KomnaHusa «HA3BAHWIE komnanun», s pag/pana
npuBeTCTBOBaTb Bac!». be3 naysbl — nepexon KO 3HaKOMCTBY.

e 3HakomcTBO: «MeHs 30ByT «MIMA coTpygHuka». lMNogckaxxkmnte noxxanyncra, Kak s
Mory obpallarbcs K Bam?». 3BOHALLMI Ha3bIBAET CBOE UMSI.

e «YTO4yHeHue Bonpoca»: «MIMSA knneHta», pag/paga sawemy 3BOHKY. CkaxxuTe, Kak
S CMOry Bam NOMO4b?». 3BOHSLLMIA Ha3bIBAET CBOW BOMPOC NN NHTEPEC.

Ecnun pelueHne naHHoro Bonpoca TpebyeT NepeksitoyeHnss Ha MeHeayKepa rno npopaxkam —
Heo6X0AMMO NEPEBECTM 3BOHOK Ha 3Toro crneunanucta. OgHako BaXKHO caenaTb 370 Tak,
yTOObl HE BbI3BaTb PasApakeHus y NoTeHUMaNbHOro KiMeHTa, KOTOporo cpasy HaunHaroT
nepeBoOuTb MeXAYy pasHbIMU coTpyoHukamn. [loaToMy pekomMeHOyeTcs crnepsa
NCMoNb30BaTb NPUCOEOVHEHNE, a MOTOM YXe AenaTb NepektoyeHne Ha MeHeaxkepa no
npogaxam. [ns aToro MoOXHO MCMNosib30BaThb CReayroLnin pe4yeBol LaboH:

e «[lpucoegnHeHne n nepesof 3BOHKa»: «Bbl obpatunmcb no agpecy! Y Hac atum
BonpocoM 3aHumaetcs «MMA GAMUTINA meHepyxepa», n 9 NpAMO cenvac Mory
nepeKkioYnUTb BaC Ha HEro — OH CMOXKET aTb BaM TOYHYIO MHpOpMaUUIO U OTBETUTb
Ha Bce Bonpocbl. Bam yno6Ho nogoxaatb 15 cekyHf, noka s nepekitody 3BOHOK ?».
B 6GonblwuWHCTBE CnyyaeB KAMEHT OTBETUT «[la, ygobHO», nocne 4Yero Hy>XKHO
MOMEHTasIbHO NepeBeCTM 3BOHOK Ha MeHeayKepa no npogaxam.

Ecnn B komnaHun paboTaeT HECKOJIbKO MEHeOXXepoB MO npofa)kam, U onepaTop,
NPUHUMAIOLLMIA BXOOSALLME 3BOHKM, HE YBEPEH TOYHO, KTO N3 HMX BO3bMET TPYbOKY nocne
nepekstoYeHNs, peyeBo WabnoH MOXET ObiTb HECKOJTbKO APYIUM:

e «Bbl O6paTI/IJ'II/ICb no a,u,pecy! Haw otmen npogak 3aHMMaeTCA KakK pa3 TakKnMn
BOrnpocamu, n 4 npamMmo cenyac MOry nepexksito4nTb Bac Ha crieymnanncra, KOTOprI7I
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CMOXXET AaTb BaM TOYHYIO Manopmau,vno N OTBETUTb Ha BCE BOMPOCHI. Bawm y,EI,O6HO
nogoxpatb 15 CEeKYyH[, rnokKa s nepekn4y 3BOHOK?».

Ecnun B Bawen komnaHmm y>xe HacTpoeHa cuctema CRM n K Hel nogktoyeHa TenedoHuns,
TO onepaTtop, NPUHSBLUNA BXOASLWMA 3BOHOK, MOXXET He MPOCTO NEPEKSIIOYMNTL 3BOHOK Ha
MeHeaXXepa, HO caenatb ornepaTtuBHble 3aMeTKU (MMSI KITMEHTa U ero BOMpoC), YTOObI
MeHeXXep NONyYns MOHATHbBIN BXOAALWNA NG, U MO Cpasy XXe 00LaTbCs C KIMEHTOM MO
UMEHN MU C NOHMMaHWeM ero Bonpoca. Ecnn atoro HeT — TO onepaTtopy npuaeTcs
nepefasaTb MHPOPMaUNIO MEHeLXepy YCTHO, nepen TeM, Kak OCYLLeCTBUTb NepeBof
3BOHKa Ha MeHepyKepa.

Kasanocb 6bl — O4eHb NpocTol ckpunT? OpHako Ha MpakTUKe MHOrMe cekpeTapu U
MeHeO)Kepbl Mo Npoaaxkam (ECnm OHW He paboTatoT B NpodeCcCcroHanbHbIX KOM-LEeHTpaXx,
KOTOpble cenyac o6CnyXmBatoT 6OSbLUINHCTBO KPYMHbIX KOpropauuii) yMyapsitoTCs He
npuaepXmBaTbcs gaxe ero. [oaTomy Ans pykoBoauUTeNst OTAeNa NpoaaXx Uin anpektTopa
KOMMaHUM OYeHb BaXXHO HE TOJIbKO WMETb CKPUMTbl BXOASLWMX 3BOHKOB, HO W
KOHTPONMPOBAaTb UX BbINOJTHEHNE.

1.2.B cnydae, eciin KINMEHT cpasy >XXe AO03BOHWUJICA B OoTAEN Npoaax, Nin ecsi npomn3oLwsio
nepeksjiro4yeHne rnepBoro 3BOHKA KJ/IMeHTa Ha MeHeg)Xepa Mno rnpogaxam, cnenyet
MCroJjib30BaTb paCIJJI/IpeHHbIIZ CKpUNT nepBoro Bxoaslero 3BOHKa. OH MOXeT cocTosATb
n3 cnenyrwnmx atarnoB N pedYeBbiX LWa6NOHOB:

1. MNpuBeTcTBUE.

2. 3HakomCTBO.

3. YTo4HeHue Bonpoca.

4. NMpucoeanHeHne 1 BbisIBNEHNE NOTPEOHOCTEN.
5

. I'IpvlrnaLueHme Ha BCTpe4y uin npe3eHTauunto.

[aBaiiTe paccMOTpMM UX MO MOPSAKY — B TOM BapuaHTe, Koraa KAWEHT cpasy e
NnepesBOHUT MEHEOXKEPY MO NpoaaXKkam:

1. MNpueetcTtBMe: «dobpbin geHb, ato «<HASBAHVE KOMITAHN>», Bbl [O3BOHMUANCH B
«HA3BAHWE otgena» (Hanprmep, oTAeN Npoaax uim otgen no paboTe ¢ KNNeHTamn).
Papn npuBeTcTBOBaThH Bac!

2. «3HakomMmcTBO»: «MeHs 30ByT «IMA GAMWUITNA meHepxepa», 1 oTBevaro 3a paboTy ¢
KnneHTamu. lMNMogckaxnte, Kak 9 MOry K Bam obpawiatbcsa?». KnueHT HasbiBaeT uMs.
«VIM#A knueHTa», pag 3HaKOMCTBY C BamMu — a MeHs, eLle pas, 30ByT «IMA meHep kepa».
Ecnu knneHT HasbiBaeT cebs NO MEHN 1 OTYECTBY, XXenaTesibHO NCNOSIb30BaTb TOYHO
Takyto e hopMy obpalLeHnst K HEMY, U 03BYYUTb CBOE NMS U OTYECTBO, EC/IN XKe KJINEHT
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NCNOJIb3YET TOJIbKO MA — TO N MeHe[>Kep Mo npofa>kamMm AoJI>KeH NCNoJib30BaTb TOJIbKO
NMA. ,D,aHHbIIZ MOoAOyJsib C WNCIOJ1Ib30OBaHMEM MOBTOPEHNA NMEH obonx COGGCG,EI,HI/IKOB
NO3BOJIAET KakK MeHe[>Kepy, TakK U KIMMEeHTy 3arnoMHUTb Opyr gpyra.

3. «YTO4HeHne Bonpoca»: «5 papg Bawemy 3BOHKY. CKaXunTe, Kak s CMOry noMo4yb Bam?».
KnueHT yTo4YHsAEeT CBOW BONPOC.

4. MpucoennHeHme 1 BbiSIBNIEHNE NOTPebHOCTeN: «Bbl 06paTununck No agpecy — Haw oTaen
oTBevaeT 3a 31oT Bonpoc. «<MIMSA knueHTta», s Toro 4tobbl AaTb Bam 6011ee TOYHYHO
NHOPMAaLMIO — NO3BOJSIbTE YTOYHUTL HECKOJIbKO BOMPOCOB, OyKBaNbHO Mapy MWHYT.
Bam yno6Ho 6ynet oTBETUTL cendyac?»

[anee HeobxoQMmO:

1. YTOUYHUTL 6a30Bble NOTPEBHOCTU KSIMEeHTa Mo BONPOCY, KOTOPbIA OH 03BY4UI1. 3TO MOryT
6bITb BOMPOCHI:

1.1. «Bbl gna cebs BblbupaeTe?» (ecnu pevyb nOeT O TOBape wiu ycnyre pansg
nHOMBUAyaneHOro notpebutens». Ecnu meHepkep no npopaxam paboTtaeT B b2b-
oTpacnu, To BONPOC MOXET 3By4aTb «[loackaxunTe, Bbl 4N CBOEN KOMNaHun BblbnpaeTe?
Ecnun He cekpeT, kakon npodub OeaTenbHOCTN Y Bac?»

1.2. «PaccmaTpuBaeTe TOSIbKO 3Ty Moaenb/ycnyry/npoayKT, Un XOTUTE CPaBHUTL eLLie C
KaKVMN-TO BapuaHTamm?»

1.3. «Kakune rnasHble TpeboBaHUs y Bac K 3Ton mogenn/ycnyre/nponykre?»
1.4. «Kak 6bICTPO BaM Hy>XHO JOCTaBUTb 3Ty MOAeNb/yCnyry/npoayKT?»

Cnuncok BOMPOCOB MOXET COCTOSATb M3 3-5 BOMpoOCOB (NpogoymanTe, Kakme BOMpPOCHI
Hanbosee akTyanbHble UMEHHO B Ballen CUTyaunn), 1 OKeH ObITb NOArOTOBMIEH 3apaHee
(ny4we BCcero, ecnm 3TOT CNUCOK HanMWeT He cam MeHemxep no npogaxam, a POrT). Ha
STOM 3Tane BaXXHO NOHATb 6a30Bble NOTPEOHOCTU K/IMEHTA, KOTOPbIE MOIYT PELUNTLCS C
NMOMOLLIbIO NPOAYKTAa, KOTOPLIN NPeACcTaBnsieT KoMmnaHna. Ecnm meHegykep No npopaxkam
NPONYCTUT TakoW aTan, N HAYHET cpasy Xe TOJIbKO 0TBeYaTb Ha BOMPOCh! MOTEHLNANTbHOIO
KNneHTa (Hanpumep, O LeHe), TO BEPOSITHOCTb Ha3Ha4YeHnst BCTPEYM C KIIMEHTOM OKaXKeTcs
BeCbMa HU3KOW.

KOoHeYHO, KTMEHT MOXET NO3BOHWTb B MHTEPHET-MarasvH, 6yay4m y>Ke roToBbIM K NMOKYnKe
— 1 Torga 60nblOe KONMMYECTBO BCTPEYHBLIX BOMPOCOB €ro MOXET YAMBUTb, 1 B 3TOM
cllyyae KOMMNeTEHLMM onepaTopa Kos-LeHTpa ¢ 6a30BbiMM OTBETAMW HA BOMPOCHI MOXET
oKasaTbCsl BrofiHe goctaTtoyHo. OgHako M 34ecb Mbl PEKOMEHAYEM 3afaBaTb BOMPOCHI
(Hanpumep, 0 CPOKe [OCTaBKN U CPaBHEHWUM C OPYrMU MOAENSAMU», YTOObI NepeBecTu
K/IMEHTa Ha aTan onfaTbl. 3Ta cuUTyaums ckopee NpMMeHMa ToJSIbKO K cneundgurnyeckmum
6u3HecaM (MHTePHET-Mara3uHbl UM 3akas TOBApPOB/YCyr Mo TenedoHy) — B OCTalbHbIX
cry4asix KNMeHTy 1 Npoaasuy NpencTouT NPonTh Yepesd GOMbLUMHCTBO 3TarnoB BOPOHKM
npoaax.
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2. anIFJ'IaCI/ITb KJINeHTa Ha BCTpedy, 014 4ero MO>XXHO WUCMOoJIb30BaTb TakKne pedeBble
Moaoynu:

e «/IMSA knneHTa» — 6onbLuoe cnacmbo 3a NnogpobHyo nHdopmauuto! A BUXy, YTO Mbl
TOYHO CMOXEM MOMOYb B BalleM BONpPoOCe — W npurnawakw Bac K HaMm B
odunc/marasnH/gemMo-LeHTp, roe CMory 1 nokasaTb BaM BO3MOXHblE BapuaHTbl, U
nogobpartb onTMasnbHbIn. Bam yoobHo 6ygeT npmexartb, Hanpumep, 3asTpa — Uam
BblbepeM Opyron AeHb?»

B kauyecTBe anbTepHaTUBbl MOXHO MPEL/IOXUTL KIMEHTY MPOBECTM BCTPEYy Ha ero
TeppuTopum (B odmnce ero kKomnaHmu, K npumepy), eCNv NPoayKUMo Ui ycnyri npogasua
MOXHO MPOAEMOHCTPMPOBATbL Ha BblE3AHOW MNpe3eHTauumn (BXUBYIO WM C MOMOLLbHO
9NIEKTPOHHOWN Mpe3eHTaunn). STOT BapuaHT 4acTo UCMONb3YyT MeHeaXepbl no b2b-
npogaxam — 1 afisi 3Toro Heobxoanumo 6yaeT NPUMEHUTb CNEeAYOLLMIA pe4eBol WaboH:

o «/IMSA knneHTta» — 6onbLioe cnacmbo 3a nogpobHyLo MHopMaumio! A B1XY, YTO Mbl
TOYHO CMO>KEM NMOMOYb B BalleM BOMPOCE — 1 FOTOB NpuexaTtb K Bam B 0puc, YTOObI
nokasaTb BamM BO3MOXXHbl€ BapuaHTbl, 1 MOMOYb NoAo6paTh onTuManbHbIn. Bbl e
B «<HA3SBAHWE ropopa» Haxogutecb? OTNNYHO — KaK y Bac pacnucaHune, CKaxkem,
Ha 3aBTpa nocne obena? NMopxoant? Torpa A 3anucbiBato agpec — 1 6yay y Bac
3aBTpa B 15-00, xopoLwo?»

Ecnn BCTpeya C KIMEHTOM HEBO3MOXHAa MO MPUYMHE TOro, YTOo Npodasey, U KIVEHT
HaxXoOATCs B pasHbiX ropogax (M y npogaBua HET HUKAKoro u3nyeckoro
npencTaBUTeNbCTBa B  MECTOMOJSIOKEHUN KISIMEHTA), MOXHO MPenioXnUTb  KINEHTY
obuweHne no TenegoHy wiam B WHTepHeT (B Skype, Viber nnnm ¢ nomowubto gpyroro
MecceHaKepa KOHMEepeHL-CBA3N».

e «/MSA knneHta» — 6onbLuoe cnacmbo 3a NnogpobHyo nHdopmauuto! A BUXy, YTO Mbl
TOYHO CMOXXEM MOMOYb B BalleM BOMpoOcCe — W Npowy AaTb MHE OAWH OeHb Ha
noaroToBKY ONTUManbHOrO NpensioXKeHns anga sac. lNpepgnarato ceasaTbCcs 3aBTpa
B Skype, n a cmory npoBecTM [ONs BaC MEPCOHaNbHYKO MNpPe3eHTauuio Mo
NHTepecytoLemy Bac npoaykTy/ycnyre/mogenu. Bel ucnonbayete Skype?»

Ecnn knueHT He mcnonb3yetr Skype wunu gpyrve undpoBble KaHasbl KOMMYHUKaUUN —
cnenyeT NpPeasioxXnuTb eMy CO3BOHUTLCS MO TenedOoHy C MCNOMb30BaHNEM CleayoLLEero
peyeBoro wabnoHa:

¢ «/IMA knneHTa», NoOHMMato — gaeanTe Torga noobiaemcs no Tenedory. Mo kakomy
HOoMepy BaM yaobHee ByneT obuaTbCs — 9 FOTOB 3anucbiBaTb?». [N KIMEHTOB 13
Poccuiickon depepaunm MOXHO HavaTb HasbiBaTb nepBble UMppPbl HOMep («HA
rOTOB 3annCbiBaTbh — BOCEMb AEBATHCOT...») — 3TO NOBbIWAET BEPOSATHOCTb TOr0, YTO
NOTEHUMAaNbHbIN KIMEHT HAYHET aBTOMaTUYECKN OMKTOBATb CBON HOMEP.
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Ecnn Homep knuveHTa wu3BecTeH 3apaHee (Bawa kKomnaHus wucnonb3yet ATC ¢
onpeneneHnem Homepa unu IP-tenedoHnto), To MeHeOXkep Nno NpoaaXkaMm MOXXeT NPOCTO
nepecnpocuThb:

e «Ecnu 9 He owmnbatock, Baw Homep — «<HOMEP TenedoHa knneHta»? Bam yoobHo
oyneT, ecnu 51 nepe3BoHio 3aBTpa B « OYHOE Bpemsi 3BoOHKa»?

NaBHas 3agada MeHepykepa Mo npogaxam Ha 3TOM aTane OOWEHUs C KIMEHTOM —
MONYyYNTb OT HEro TOYHblE KOHTAKTHblE OAHHblE, N HA3HaA4YUTb TOYHOE Bpemsi ByayLiero
0o6LLEeHNs C KIIMEHTOM.

A Tenepb — gaBanTe elle pas3 chenaem BbiBOL, 3a4eM U OJ1S Yero Ham Hy>KHbl Takue
CKpUNTbI NPX BXOASLLEM 3BOHKE OT MNOTeHUuanbHOro nokynartens. Begb MoXeT ObiTb OH
BO3bMET 1 cpa3y Kynut? Ax, ecnu 6bl B 6u3Hece 6b110 BCE Tak NpocTo.... Ha camom xe
nene y notpebutens nnm 3akasudnka BCEIA ecTb BbI6Op — 1 3TO 4aeT eMy BO3MOXXHOCTb
063BOHUTb HECKOJIbKMX MOCTaBLLMKOB, YTOObI ONpeaennTbCs, Y Koro oH 6yaeT nokynaTb.
Te Heymenble MNM NeHMBbIE NPOAABLbI, KOTOPbIE MPOCTO «OTNYCTAT» K/NEHTa Ha BCe
YyeTblpe CTOPOHbI, HE MPOSIBMB HUKAKOW WHUUMATMBbLI K YCTAHOBNEHUIO C HUM bonee
NPOYHOrO KOHTAKTa, MPOBEAEHNIO BCTPEUN NN NPEe3eHTauumn, PUCKYIOT 0bLaTbCs C 3TUM
4YeNIoBEKOM B MOCeOHNA pa3 — B OTNINYNK OT CBOMX Bonee «3ybacTbiX» KOHKYpPEeHTOB. Ha
npakTukKe O4YeHb O0O0sbloe KONMMYECTBO MEHEO)KEPOB MO npogaxkam, NPUHUMAaOLLNX
TenedoHHble 3BOHKW, XAOYT N HAOEKTCS, YTO K/IMEHT BCE COAENaeT cam 3a HUX, U ero He
npugetca yéexxgarb unu npunaraTe 0COBEHHbIX YCUMNIA — 1 3TO OYEHb 4aNEKO OT CYpOBOM
OEeNCTBUTENBHOCTU, B KOTOPOW C MOKynaTeneM Hy>KHO U BaXXHO paboTaTb, BbISIBNATb €ro
noTpebHOCTN, Npe3eHToBaTb M npogaBaTb. CKpuUNTbl U3 MEPBOro MyHKTa 3TOW r/asbl
NOMOryT BaM cAenatb 3TOT NPOLECC KOHTPOANPYEMbIM, N NPaBUIbHO HaYMHaTb auanor
KNIMEHTOM, UMESA KOHKPETHbIE LiENN.

2. CKpuNTbl 151 YCTAHOBJIEHWST KOHTaKTa, BbiaBnieHus J1NP u
BbISIBJIEHWS MOTPEOHOCTU KIMEHTA MPYI UCXOOALLEM 3BOHKE.

[nsi Toro 4Tobbl KNNEHTbI 3BOHWUSIM BaM CaMOCTOSITENIbHO, HEO6XOAMMO NMGO BbITb OYEHb
N3BECTHON UPMON, NGO NOCTOSIHHO BKaAblBaTb B KAYECTBEHHYIO pekamy,
paccuMTaHHylO Ha MpuBReYeHne KaneHToB. He Bcerpga y BnapenbLeB 6u3Heca ecTb
[OCTaTOYHO BPEMEHU, YTOObl HAKOMUTb YBaXKEHWEM U Y3HAaBaeMOCTb Ha pPbIHKE, WUNn
[OCTaTOYHO CPEencTB, KOTOPblE MOXHO 6blfI0 6bl B/IOXUTb B aKTUBHbIA MapKeTUHr. Ha
rnoMoLb CO6CTBEHHMKAM M UX MpoAaBLUaM MPUXOOST aKTMBHblE MPOLAXW — KOTOpble
HayMHatoTCs, Kak NpaBuso, ¢ TeneOHHOro 3BOHKA NOTEHLMAIbHOMY KITUEHTY.
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Mbl paccMOTpUM CKpUMTbl, KOTOPblE paccyUTaHbl cCamble CMOXHble O nNpoAasua
cuTyaumm — a MMEHHO «XonopHble 3BOHKW». B 3aTux cnydasx npopasel, 3BOHUT B
KOMMNaHuto, B KOTOpon HendsecTeH Hu JITP (nMuo, npuHMMatoLLee peleHne — Hanpumep,
PYKOBOAUTENb OTAENA MAPKETMHIa Un HayasibHUK OTAEeNa 3aKynok, U faxe ANpeKTop),
HM ero TO4YHbIM HOMep TenedoHa. Kak npaesuno, Takme npmemsl NCNONb3yOTCS B b2b-
npogaxax.

NTak, paccMmaTpmnBaemM BapunaHT «X0noOHbI 3BOHOK». B aTom chnydae npoaaeeLl OOoJIKeEH:

A. Boiasutb JIMP.

B. CoBepwntb «06x0n 6nokepa» — Tak Ha3blBalOT CEKPETApPEN U onepaTopos, OOHON 13
3a4a4 KOTOpbIX SBNSETCS OTCeKaTb MOTEHUManbHbIX NPOAAaBLOB Ha MyTU K CBOUM
NPSIMbIM UM KOCBEHHBIM PYKOBOOUTENSM.

C. Nosnakomutbes ¢ JIMNP 1 goroBopuTsCA C HAM O BCTPEYE.

[Ona Toro 4Tob6bl OOGUTBCHA ycrnexa Mo OAaHHOMY CKPUMTY, MeHemyKep Mo npogaxkam
OOJIKEH:

e 3HaTb chepy noedaTesibHOCTN Ui 30HY OTBETCTBEHHOCTU CBOEro noTeHunasbHoro
CO6eCe,E|,HI/IKa — HanpumMmep, KianeHtamm Ballen KOMMaHUM Yaule BCEro siBASOTCS
HR-,EI,I/IpeKTOpa, nnnm pykosoauTenn otaejia MapkKeTuHra. CJ'Ie,D,OBaTeJ'IbHO, npu
nepBoM 3BOHKE HY>XHO Y3HaTb, KTO HenocpeacreeHHo oTBedaeT 3a 3TO
HaripasJjieHne B KOMMNaHunu.

e DBbITb roToBbIM, YTO €ro HE NepeknoyaT cpasdy Xe Ha Hy>XXHoro cobecegHuka, a
NMOMPOCAT OCTaBUTb KOHTaKTbl, WM OTNPaBUTb MHMOPMAaLMIO MO SNEKTPOHHOWN
noute/dakcy. bonee, yem B 90 nMpoueHTax TakuUx CNy4yaeB UCTOPUSA He MOSyYnT
HMKAKOro NPOAO/IKEHUS — HUKTO MPOCTO He BydeT ynTaTb KOMMEPYECKNEe NMCbMA,
noslydeHHble Ha obwmn agpec cekpetaps. NoaTomy 3agada meHeoxxepa — nobon
LeHon nobutbcs nepekntoveHns Ha J1MP.

e Hu B KOeM cnyyae He Hy>KHO FrOBOPUTb CEKPEeTapko UM onepaTtopy O TOM, YTO
3BOHOK CBSI3aH C Nnpoaaxkamu U 3BOHUT MEeHeXKep Mo npogaxkam — BePOATHOCTb
TOro, YTO Aasblle PasroBop HMKyOa He nepenaeT, 6yaeT aaxe Bbiwe 90 NPOLEHTOB.
STy TeMy HY>XHO NoAHUMATb Y>Ke TONbKO npu obueHun ¢ JIMNP.

e BnapeTb HECKONbKMMM pPeYeBbIMU MOLY/ISIMU, KOTOPble MOMOrYT B peanvsauum
3anfaHnpoBaHHOro cueHapusi. B aTom crnyyae Mbl npegnaraemM 1cnosib30BaTh (Ha
Bbl6Op Ballelr KOMMaHn1) pasfinyHble BapuaHTbl peYeBbIX WaGNOHOB:

2.1. MeHepxep no npogaxam: «[obpbll [eHb, COeouMHUTE MeEHs MnoXanymcra ¢
«HA3BAHUVE OOJT>KHOCTW» — oH Ha mecTe?»
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Ecnun cekpeTtapb cnpocuT «[o KakoMy BONPOCY Bbl 3BOHUTE?» UK «A KTO cripallnBaeT?»
MO>KHO MCMOJIb30BaTb ClEeAyoLLMe PeYEBbIe MOOYNN:

e MeHepxep no npogaxam,: «370 «MIMA OAMWITNA meHepxepa», MHE HY>XXHO
nepepatb MHGopmMauuio». Ecnn cekpeTtapb nepecnpocuT, 4YTO 3a BOMpPoCc WUn
NHpopmMauus, MOXHO ckasdaTb «[1o Bonpocy B3auMOOeNCTBUS Mexay oTaenamu
Hawwmnx koMmnaHuin. MNMepeknounTe, noxanymcra.»

e MeHepxep no npogaxam: «310 «MMA CAMUTINA meHepxepa» ns «HASBAHWE
KOMnaHun», MeHsi nonpocunu nepepgatb Bawemy «HASBAHUE OOJIPKHOCTWU»
afpecHoe npurnaweHne, N HY>XHO YTOYHUTb MOJPOBHOCTM O ero rpaduke.
[MepekntounTe Noxxanyncra.».

B aton cutyauuu meHemkepy no npogaxam He yTouHsieT umsa u pamunuio JIMNP, a cpasy
NbITAeTCA OpraHM3oBaTb MNepeK/ItoYEeHNEe Ha HY>KHOro emy npencrasutens (upMbl-
NOTEHLMaNBbHOrO K/IMEHTA.

2.2. MeHepyxep no npopaxkam:

e «[lo6pbin geHb, 3To kKomnaHus «HA3BAHWE komnaHun». Ham 3BOHWUAM 13 Balien
dupmbl no sonpocy «HAMNPABJIEHUE pestenbHocTn noteHumansHoro JIMNP» — Ho
MHe He nepeganu amMuanto 3BOHMBLLErO. [oacKaXKnTe — KTO 3TO MOr ObITb?»

B aTon cutyauum meHegkep MOXET BbISICHUTb Kak (hamMunnio n nma noteHuyansHoro J1MP,
Tak 1 ero To4yHoe HasBaHne OO/MKHOCTU. ECcnn cekpeTapb OTBEYaeT Ha BOMPOC, creayeT
pasBmBaTb PeYEBON CLEeHApUI TakuMm obpas3om:

e «OTnNn4HO — cnacubo 6onbwoe! [laBanTte s 3anuwy, Kak TOYHO Ha3bIBAETCHA €ro
OO/MKHOCTbL — NpoaukTyeTe? U Kak ero 3oByT, ewle pa3? 3anucan, cnacubo! A kak
MHEe C HVMM MOroBOPUTb — Bbl MOXXETE MEPEKIOUNTb, UN ero HY>XXHO HabpaTtb Ha
KaKOWN-TO KOHKPETHbI HOMepP?»

Ecnn cekpeTapb He gaeT HMKaKowm nHpopmMaunm — TO MOXKHO MCMNOMb30BaTb CnenyoLwmin
peyeBoW WaboH:

e «BoT He3zapgaua! MeHs He 6bI10 HAa MecTe B TOT MOMeEHT, a Bonpoc «HATNPABJIEHUVE
nesTenbHocTn noteHuyuanoHoro JIMP» nMeHHO B cdepe Moen KOMMNeTeHUUN.
HaBepHoe, HyxxHO ¢ <«HA3BAHWE [JOJI>KHOCTW noteHunansHoro JIMP»
noobLaTbCs — NOACKaXKMNTE, Kak ero 30ByT?»
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YeM vawe MeHemxep No npodaxam 6ygeT  MCnonb3oBaTb  Pas/NyHYyHo
npodeccunoHanbHyl0 TepMUHOMOMMIO B Gecefle C CeKpeTapeMm, TeM Bbllle €ro LUaHChl
NONYYUTb KOHTaKTbl Hy>XHOro JIMP 1 o6ecneunTb NepekoyeHe 3BoHKa.

2.3. MeHepxep no npogaxam: «[obpbin peHb, a a9 B «HASBAHWE OTOEJIA
noteHumaneHoro JIMNP» nonan? A nepeknounTe Ha HUX noxXanymncral»

Ecnn CeKpeTapb HE XOYET rnepeksioyaTb, U HAYMHAET BbIACHATb I'IO,EI,pO6HOCTVI, KTO 3BOHUT
1N NO KakoOMy BOMpPOCY, MeHEKEP MO rpoga>kamM MOXXET OTBETUTb.

e «MeHs 30BYyT «MIMA OAMWITNA mMeHepxepa», N B cepy MOEN KOMMETEHUUN
BxoaunT B3ammopencteme ¢ otgenamn «HASBAHWE OTOEJIA noTeHumanbHOro
JIMNP» Taknx KoMnaHum, Kak Bawla. [lepeknounTte Ha HUX, noxanyncral»

Ecnn ceKpeTapb npoaoskKaeT YTOYHATb VIHCbOpMaLI,VIIO, MeHe[P>Kep Nno npoga>kaMm MOo>XXeT
OTBETUTD.

e «[laBante ewe pas nostopto — «MIMA OAMUITNA meHepxepa» M3 KOMNaHUN
«HA3BAHVE komnaHum», Mbl ¢ Bawum otgenom «HA3BAHWE OTOENA»
nnaHMpyeM COBMECTHbIN npoekT. Ecnm y Bac He paboTaeT BHYTPEHHee
nepektoyYeHne 3BOHKOB — MOXKETE noackasaTb UX NpsiMOn HOMep, st Habepy?»

KoHeyHO >e, BaM MOXET MonacTbCs QOOCTAaTOYHO MPOdEeCcCUOHaNbHbLIM CEKpPeTapb,
KOTOPbIA MOSly4us1 YCTaHOBKY OT CBOero pykoBoguTens (unu BblpaboTtan ee
CaMOCTOATE/IBHO) — HUKOrO He Mepekn4vartb, KPOME 3HaKOMbIX KOMMaHui Unn
POLCTBEHHUKOB, N HM B KOEM Clly4ae He COeMHSATb ero ¢ NoTeHunanbHbIMU NpoaasLamMmi.
[ns Takmx cny4aeB TakXXe eCTb HECKOJIbKO peyeBbIX WabnoHOB, KOTOPLIE MOMOratT BCe
Xe gobuTtbCsa 3annaHnMpoBaHHOrO pesdynbTata M NoNyyYnuTb coeguHeHne nnbo npsiMon
Homep JIP.

Mbl paccMOTpUM cneaytoLme cuTyaumm:

1. CekpeTapb roBopuUT «Ham HNYEro He HY>KHO».

e MeHepyxep no npogaxkam: «/IMeHHO No3aTomy s 1 xo4y noobwarbcs ¢ «HASBAHUE
OOJIPKHOCTW», noTomy 4TO Haw BOMPOC AOCTATOYHO Y3KOro Npoduns,  OH TOYHO
3HaeT, HY>KHO eMy unun HeT. [epekntounTe, noxkanymncral»

e MeHepxep no npogaxam: «Bpsg nu 6GbiBaeT Takow CneuvanucT, KOTOpbIn
OTKaXXETCS OT Ba>KHOrO N BbIrOAHOIO NPeasIoXXeHNS, JaXe HE O3HAaKOMUBLUUCH C
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HuM. Oymato, yto Baw «HASBAHUE OOJI>XKHOCTW» He Takon? CoeguHnUTe C HUM,
no><anyncra».

MeHep>kep no npogaxxam: «5 noHMMaro, YTO MO BOMPOC MOXET ObITb HE HY>KEH
nnyHo Bam, Ho Baw «HASBAHWE OOJ/I>)KHOCTW» HaBepHsika paccTpouTCs, eCnu
He NosTy4YnUT BOBPEMS HY>XXHYIO MHpopMauuto. lNepekntounTte, noxanyncral»

MeHep>xep no npopgaxam: «HA ysepeH, yto Baw «HA3BAHWE [OOJDKHOCTWN»
Bcerga BblbnpaeT camoe fydllee — a Kak eMy ObiTb, €C/IM OH He 3HAeT O HalnxX
BO3MOXXHOCTAX? CoeguHnte ¢ HUM, ByabTe 0O6pbI».

MeHep>xep No npogaxkam: «5 MHorga CTaskuBakoCb C TAaKMM OTBETOM, HO anneTuT
npuxoauT BO BpeMs efnbl. KnneHTbl, KOTOpPblE HE cpa3y Havanm obLaTbes, cenyac
OYeHb OO0BOJIbHbI COTPYAHNYECTBOM C HaMu, U A YBEPEH, YTO 3TO KaK pa3 Takowu
cnyyan. Nepekntounte Ha «HASBAHUME OOJIXKHOCTW», 6yabTe 0obpbi!»

2. CekpeTapb roeoput «OTnpaBbTe Balle NpensioXKeHne rno aNeKTPOHHOWN noyTe

/dakcy/ckaxnte MHe — 9 nepenam.»

MeHep>xep no npogaxxam: «[1pennoXxxeHne He CMOXXET CaMO OTBETUTb Ha BOMPOCHI
Bawero «<HASBAHVE OOJPKHOCTW», a a1 mory. Tpn MUHYTbI pasrosopa TyT 6yayT
nofnesHee, YeM NUCbMO Ha OecaTb cTpaHuy,. MNepekntounTe, noxxanyncral».

MeHepxkep no npogaxam: «[1o moemy onbITy, GONbWMHCTBO pPyKOBOAUTENEN
npegnoynTatoT cHavana camu nNpasBu/ibHO NOCTaBUTb 3agadvy napTHepam, a NoToM
y>XXe npoBepsTb NpeanoxeHne. HaBepHsAka, 3TO OTHOCMTCS W K Bawemy
«HA3BAHWE OOJI>KHOCTW». MNMepekntounTe Ha Hero, noxkanymncral»

MeHepxep no npogaxam: «Tak MHe Xe KakK pa3 W HYy>XHO MOroBOpUTb C
«HA3BAHWVE OOJI>XXHOCTW», 4To6bl yTOYHUTL OETaNN, a NoCcse 3TOro s y>Ke CMory
NnoaroToBuTb 60nee To4YHyo HdopMaumo ana Hero. CoegnHuTe, noxxanymncral».

MeHepxep no npogaxam: «KoHeuyHO, s OTnpaBno NpeasioXeHune, Korga Baw
«HA3BBAHWVE OOJIKHOCTW» ckaxeT — ga, Ham 3TO MHTEpecHo. A nHadye, camu
3HaeTe, cnama B KOMMbOTEpPE 1 6e3 MeHs XxBaTaeT. 3a TP MUHYTbI pa3roBopa Mbl
C HMM cornacyem Bce BONpOChl A1 NPEeAIOXXEHNA — COeanHnTe, noxXkanymncral».

NTak, naBanTte npencraBuM, YTO MeHeO)KePY No Npoaakam yaanocb 060NTY cekpeTaps,
N ero nepeknioymnm Ha Heobxogmmoro cobecegHuka. HacToMuYMBOCTb M MPUMEHEHNE
ahPeKTUBHbIX peyeBbIX MOAYEN MOMOII0 — HO, CKOpee BCero, Npogasel, ewe He 3HaeT
TouHoe ums JIMNP. B aTon cutyaumm HeobxoanmMo NcnonbL30BaTh CNEAYHOLLNA CKPUMT:

1.

3HakomcTBo ¢ JIMP.

2. KpaTKoe ornncaHne uesnm 3BoOHKa.
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BoeneyeHve B guanor.
I'Ipe,u,no>|<eH|/|e BCTpeyn.

[MpeononeHne BO3pa>keHNN.

o o o

CornacoBaHue UToros 1 OJOroBOpPeHHOCTb O BCTPEYeE.

Cuenapuin pasrosopa c JIMNMP 6yget 6onee pivtenbHbIM, YEM C CEKPETAPEM — U, KOHEYHO
>Xe, bonee CroXHbIM, Tak Kak ¢ npoaaBLoM OyaeT obuatbcsa 6onee NpogecCroHanbHbIN
cneunannct. [Mo3ToOMy O4YeHb BaXXHO HaWTW MNpaBUfbHblE apPrymMeHTbl ONsi Takoro
yenoBeka, YTobbl 3auHTepecoBaTb €ro 1 NobyanTb K OeNCTBUIO (KOTOPLIM, Kak npasuo,
ABNSieTCA BCTpeya). MeHeoxxep no npofaakam MOXET B AaHHOM CKPUMTE UCMNoNb30BaTb
cnenyoLe peyeBble MOAYN:

e 3HakomcTo ¢ JIMP. «[Jobpbin aeHb, MeHs 30ByT «MMA OAMUITNA», komnaHns
«HASBAHVE KOMMAHWUW», n a npocun coegnHute MeHs ¢ «HA3BAHUE
OOJIDKHOCTW JTMNP» — Hapetocb, § UMEHHO K BaM nonan?»

eClin CO6€C€,D,HI/IK roOBOPUT, YTO NepeKkniydngin HernpaswuibHO, UM TOBOPUT, YTO Takowu
OOJIDKHOCTU Y HNX B KOMMNaHNWN HET, crieayeT NCroJjib30BaTb CJ'IG,DNPOLIJ,VIVI pe‘-IeBOIZ MoAOyNb:

e «[la, BMAMMO cekpeTapb owwunbnack. CkaxuTe, a KTO y BaC B KOMNaHU1 oTBevaeT
3a «<HAMNPABJIEHVE OEATEJIbHOCTW JTTP»? [daBanTe s 3anuily — Kak ero 30ByT?
Cnacmnbo — a Kak MHe C HUM CBSI3aTbCS — MOXET ObITb, Bbl CMOXETE NEPEKOUNTL?»

B pesynbtate MeHepKep NO nNpoAakam MOXET MOJSlyuYUTb TOYHbIA KOHTaKT (MMSs,
OOJ/DKHOCTb U faxe npsiMon Homep TenedgoHa) Heobxogumoro emy JITMP.

Ecnu cobecegHUK He NPU3HAET, YTO 3TO OH, a cpady HAYMHAET YTOUHATb «A MO KakoMy
BOMPOCY Bbl 3BOHUTE?», MOXHO MCMO/Ib30BaTb CMEAYOLWMNIA PeYeBOit LabMoH.

e «5 xouy obecyantb coTpygHunyecTso B cthepe «HAMNPABJIEHVE OEATEJIbHOCTA
JIMNP», "MEHHO 9TOT BOMNPOC BXOAUT B Chepy Moen KoMneTeHuun. Ho MHe HENOBKO,
NMOTOMY YTO 1 HE 3Hal0, Kak Bac 30BYT — MOACKaXNTe, Kak MHe K Bam obpallatbca?».
C Bbicokown BeposiTHOCTbIO JIMP Ha3oBET cBOE UMS.

e «OTnunuHo, «MM4A JITP», a meHs, ewe pas HanoMHto, 30ByT «MIMA meHepxepa». Tak
Kak Bbl pykoBogute «<HASBAHWE OTLAEJIA JTTP», HaBepHsika y Bac €CTb MHTEPEC
K «TYT HY)>XHO VYNOMAHYTb BbIrogy OT COTPYOHMYECTBA C
MEHEO>XKEPOM?» — aT0 Tak? VIMEHHO NO3TOMY 51 BaM 1 3BOHIO!».

Taknm 06pasom, Mbl yXKe NepeLunn Ha BTOPOKr 3Tan CKpunTa Takoro XoJI04HOro 3BOHKa —
Hayanu onncbIBaTb Leslb CBOEro 3BOHKA, N AaXKe YaCTUYHO Ha TPETUM — Ha4yanm BOBMeKaTb
JIMNP B npouecc gnanora. Ho He Bcerga Ha TOM KOHLE TenedOHHOro NnpoBoaa Bac cpasy
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CMPOCST O LieSIN 3BOHKA — MO3TOMY Y MeHeaKepa Mo npofaxkam OSIKHbI ObiTb FOTOBbI U
Apyrue peyesble WabnoHsbl. Hanprmep, Takue:

MeHeppxep no npogaxxam: «BoT noyemy s 38oHI0 Bam, «/IMA JIMP». Bbl oTBevaeTe
3a «HAMNPABJIEHVE OEATEJIbHOCTW JINP» (Hanpymep — 3a MapKeTUHr), a Mbl —
KomMnaHus, kotopas npegoctasnseT «HASBAHWE MPOOAYKTA NN YCITYT N» kak
pas gnsa <HA3BAHVE OTOEJIA J1MNP» (Hanpumep, Ansa oTAeNoB MapkeTuHra). Kakue
nepBble LWarnm Ham HYXHO cpaenaTtb, 4TOObl HayaTb COTpygHMYecTBO?» [lpu
NCNoNb30BaHNN Takoro wabnoHa, NpoLasBeL, cpasy e yMeno NepesoanT ananor B
NNOCKOCTb COTPYAHMYECTBa, MpU 3TOM [AaeT BO3MOXHOCTb MOTEHUMaNbHOMY
nokynatento fgaTb €My «MOACKAa3Ky» — B KakOM HanpaeneHuu panee cnegpyet
CTpouTb 3Ty beceny.

Menepxep no npogaxam: «MIMA JIMP», [Insa Toro 4tobbl 8 cpasdy Hadan ¢ camoro
Ba>KHOr0, NOACKaXXUTE, KaKoN MHTEPEC Bbl BUOUTE B «COTPYAHNYECTBE C HOBbIMU
nocTaewukamn / HOBbIX peweHnsx B 0061acTu UHTepHeT-mapkeTuHra /
aBTOMaTM3aumm npoueccos MapketumHra / n 1.4.»7? Npu ncnonb3oBaHNM Takoro
WwabnoHa MOXHO [OOCTAaTOYHO JEerko MoayyYnTb OT MOTEHUMANbHOro KIMeHTa
ObICTPYtO 06paTHyl0 CBSI3b, HO HY)KHO XOPOLWO MOArOTOBUTbL  TOYHYIO
hopMyIMPOBKY NPOAYKUUA WX CEepBUCOB, KOTOpble OKa3blBaeT KOMMaHUS
MeHeoXXepa, KoTopas cpady oTobpaxana 6bl Kakylo-TO Bbirogy Ans
NepcneKTUBHOIO 3aKasuumka.

MeHepxep no npopaxam: «MIMA JIMNP», ckaxuTe — Bawa KOMMaHUs1 cenyac
ncronb3dyeT «cdepa NPUMEHEHUs NpoayKTa WanM ycnyru, KOTopyk npepnaraeT
MeHemxep - Hanpumep, cuctembl CRM, wnn TOmNMBHblE OPUKETHLI, WK
KoprnopaTuBHOe 06y4YeHne NMHOCTPaHHbLIM A3blkam»? OTANYHO — UMEHHO NO3TOMY S
BaM 1 3BOHIO!». Kakonm Obl OTBET He MOMy4Ynn MeHeOXKep, MONOXKUTENbHbIA UK
oTpuvuaTenbHbIA, OH BCerga CMOXET BECTU pa3roBop Aanblue, N pasBuBaTb €ro B
CTOPOHY NOSb3bl COTPYOHNYECTBA Y>KE Ha U3BECTHYIO NOKYyNaTesto TEMY Npu OTBETE
«[la» nnn B CTOPOHY NepCrneKTNB UCMONb30BaHUS OAaHHOW NMPOAYKLUMN UAN YCAYT.

Kak n B cnydyae co BXOASAWMM 3BOHKOM, uaeanbHbIM WMTOrOM MEpPBOro pasroBopa
npogasua ¢ JINP MOXHO cunTaTb Ha3HavyeHHyo BCTpedy. OgHako AOrOBOPUTHCS O HEWN He
Bcerga 6yneTr NpocTo — Kak npasBufo, y MNOTEHUManbHOro KAMeHTa Bcerga Hangetcs
MHO>XECTBO OTFOBOPOK W/ BO3PaXKEHUI, 4TOObI HE BCTpeyaTbes. [ns oboraleHns aToro
cKpunTa Mbl npegfaraeM MCnonb30BaHNe HEKOTOPbIX 3P(MEKTNBHBLIX PeYEBbIX MOLYEN,
KOTOpble 4acTO MWCMOMb3YIOT B CBOEN NpPakTUKe W3BECTHble OU3HeC-TpeHepbl Mo
npogaxam (Omutpun TkaveHko, Cepren A3MMOB, 1 opyrue):

2. JTMNP roBopwuT «Ham 3TO HENHTEPECHO».
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Menepxep no npogaxam: «MIMSA JIMNP», BO3MOXHO, 4YTO Bbl 1 NpaBbl. YTO6GLI 3TO
BbISICHUTb HaBepHsKa, NnoTpebyetcs makcumym 15 muHyT. Kakoe Bpemsi Bam 6ygeT
Hanbonee ypoobGHbIM ONS1 BCTPEYM — B KOHLE 3TOM Henenu unum B Havane
cnepyoowen?»

MeHepxep no npogaxam: «MMSA JIMNP», oBe Hegenn Hasag a9 3BOHWUN B OOHY U3
KOMMaHWM Ballen oTpacnu, N ee ONPEKTOP TOXE chnepBa ckasasl, YTO UM Hawa
ycnyra He Hy)Ha. TeM He MeHee, Mbl BCE >XXe [OroBOpPWIUCb O BCTpeYe, N B
pes3ynbTaTe OH YBUOEN SIBHYK Bbirogy ONna nx upMbl, U Mbl Hadanu paboTaTtb.
[aBanTte Mbl BCTPETUMCS — YBEPEH, YTO NPMHECET BaM nosnb3y! Kakoe BpeMs Bam
6ypeT Hambonee yoob6HbIM ONS1 BCTPEYN — B KOHLE 3TOW HEeOenn wunv B Hayane
cnepyoowen?»

MeHepxep no npogaxam: «IMA JIMP», 9 yacTto cnbiwy 3Ty dpasy — 1 NOHUMato
Bac, BeOb Bbl MHOIO NIeT Ha pblHKe. borblie NONOBMHbBI HAWNX KIIMEHTOB C 3TOMO U
HaymHann obuieHne — Ho Beab 6e3 HOBOro He bbiBaeT pasBuTus, npasna? asante
BCTPETMMCS, Kakoe BpeMsi Bam byaeT Hambonee ygobHbIM — B KOHLE 3TOW Heaenm
NN B Ha4ane cnegyoLwen?»

Menep>xep no npogaxam: «<MMSA JIMP», 6bno 6bl CTpaHHO Npegnonaratb, YTO Bbl
cpady nposiBUTE WHTEepec K ycnyram/npogykumiM, O KOTOpPbIX Yy Bac Marso
nHpopmauuun. lNocne Toro, Kak Bbl y3HaeTe BCe AeTanu Hawero npensioxXeHus,
nonb3a CTaHET O4YeBUOHEE — a MHE AN19 3TOro notpebyetca Bcero 15 MuHyT. Moxxem
BCTPETUTLCSA MOCNe3aBTpa WAM B Hayane cregylowen Hegenn — Korga Bam
ynobHee?»

MeHepxep no npopgaxam: «MIMA JIMP», ckaxute — a Ha Kakux YCrioBUSIX Bac
3anHTepecoBano 6bl COTPYOAHMYECTBO C Halwen komnaHuen? [asante obcyomm
STOT BOMPOC NMpu BCTpede — Korga sam ygobHee?»

2. JINP rosopuT «Y MEHS1 HET BPEMEHN Ha BCTpedy» nnan «floobantecb ¢ MouUM
NOAYNHEHHbIM>,

Menepyxep no npogaxam: «IMA JIMNMP», noHMmaro Bac — HaBepHsika, Bbl NoflyyaeTe
MHOXECTBO NpeasioXXeHnn. S 3Hato, Kak MHOIMO BPEMEHU HY>KHO MNOTpaTUTb Ha
N3y4eHre n aHanma, N03TOMY Npegarato Bam BCTpedy Bcero Ha 15 MUHYT (BMecCTO
yaca Ha n3y4eHne Bopoxa bymar), nocne KOToOpon caenat afpecHoe NpeaoXxeHne
BCero Ha oguH nucT popmata A4. Korga MHe nydwe nogbexatb K Bam?»

MeHep>xep no npogaxxam: «MIMHA JIMNMP» — npusaTHO MeTb Aeno ¢ NnpodeccrnoHanom,
aopoxkawmm kKaxpgom mMuHyTon! S ueHo Bawe BpemMss — 1 No3ToMy obewaro C
MakCuManbHOW Mofb30M ONs Bac mcnonb3oBatb 15 MUHYT B yoobHoe Ons Bac
Bpems. Korga 6yget nyyue nogbexarb?»

MeHenyxep no npogaxam: «MIMA JIMNMP» — koHeyHO, 9 MOry pacckasaTb BCe Bawnm
NOAYMHEHHBIM, HO HEKOTOpble AeTann Hawero npensioXXeHUss CMOXET OLEHUTb
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TOJIbKO pyKOoBOOAUTEIb. K TOMY >Xe, Mbl CMOXEM nsbexatb MCriop4eHHoro
TeﬂquOHa, BCTPETUBLLNCb JINYHO — KOrga sam y,u,o6Hee?»

3. JINP roeopuT: «Y Hac y>e eCTb NOCTaBLUMKMN!».

MeHep>xep no npogaxam»: «MIMSA JIMNP» — q 3Hato, 4TO NOCTaBLUWK 3TO TOT, KTO
npegnaraeT camble BbirogHble ycnoBus. [laBante cpaBHUM, N Bbl pewmnTe, C KeEM
BblrogHee paboTaTtb!»

MeHep>xep no npogaxam: «MIMSA JIMNP», npoBepeHHbIN NOCTaBLWMK — 3TO Bcerga
XOpOoLWo, cornaceH. Ho Beab MMeTb BO3MOXXHOCTb Bbl6opa — 3TO TOXE XOPOLLO,
npaspa? [aBante BCTPETUMCS, U Bbl CMOXETE CPaBHUTb YC1oBUSA paboTbl U genatb
6onee B3BeLWEHHbIN BbI6Op — KOrga Bam ygobHee?»

MeHepxep no npopaxam: «MIMA JIMNP», Tak Begob S M He npepnaraild Bawm
OTKasaTbCs1 OT HblHELWHero noctaswmka. Ho Beab Bcerga nydlle MMeTb B 3anace
eule ogHO npensioXKeHne — MOXXET NpuroguTbCs M Ha cinyyan gopc-maxopa, u
[axke NpoCTO AN cpaBHEHUs, BepHO? [laBanTe BCTPETMMCS, U Bbl, KAK MUHUMYM,
Nosy4ynTe BO3MOXXHOCTb 4151 MOACTPAax0oBKM — Korga sam ygobHee?»

MeHepxep no npogaxam: «MIMA JIMNP, ckaxmnte — a Bbl HA CTO MPOLEHTOB
[OBOJIbHbl COTPYOHWYECTBOM C MOCTaBLWMKaMM 3TOr0 HanpasfeHWUsl, UIn Kak
06bl4HO? A 4TO Obl BaM XOTeNOoCb YyNydwuTb B uXx paborte?» C BbICOKON
BEPOSATHOCTbIO Yy /OBOro KAMeHTa HamgyTcs noBogbl ONsi  Kakoro-smbo
HeooBONMbCTBA WAW  COpaBegMBON  KPUTUKW B adpec  CYLLECTBYHOLWMX
NOCTaBLUNKOB, 1 MEHEL KEP MO Npogaxkam MOXET BbICNyLWaTb UX, a NOTOM cKas3aTb:
«Cnacunbo, 4to Bbl nogenunmcb 06 atom, «<MIMSA JIMNP»! Npegnarato BCTpeTUTLCS, U
s1 paccKkaxy Bam, Kak Mbl 06bI4HO 3a60TMMCSH O TOM, YTOObI HALLW KIMEHTbI HE ObInn
HeOOBOJIbHbI B TakKuUx cutyaumax. Korga sam ygobHee?»

Menep>xep no npogaxam: «MIMA JIMP», Tak a pa3se 310 MewaeT paboTte ¢ HaMmn?»

Jlornyecknm MTOrom Takmx TeJ'IerOHHbIX neperosBopoB pAoJPKHa CTaTb Ha3Ha4YeHHas
BCTpeda C KJ/IMEHTOM. MooBoanTb OOCTUIHYTble B XOoA4e pa3rosopa OO0roBOpPeHHOCTU
MO>XHO C ncnosib3oBaHnem crefytowiero peyesoro Moayna:

Menepxep no npogaxam: «MIMA JIMP», cnacnbo 3a nNpogykTuBHOE 0bLieHune!
3aBTpa (nocnesaBTpa, B Apyroe HasHavyeHHoe Bpems) s Byay y Bac B oduce —
fasante obOMeHsieMca Ha BCSKWA cnydanl MOOGWUAbHbIMA  HOMEpamu, rOTOB
3anucbiBatb! OTAn4YHO, cnacmnbo — gasanTe S NPSIMO cenvac Habepy Bac, YTOObI Bbl
3anncann Mo Homep.»

[Ba cakTopa, KOTopble MOMOryT MNpPoAaBLy BCe >Xe HasHaunTb BcTpedy ¢ JIMP -
yBEPEHHOCTb B cebe W HacTomumBoCTb. Vicnosib3oBaHME FOTOBbIX (M MPOBEPEHHbLIX
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MHOMMMW APYrMMN MeHeayKepamm Nno npoaaxkam) peyesbiX WaboHOB 1 CKPUMTOB Npoaax
NMOMOryT Kak o6ecneuynTb Goniee BbICOKYIO YBEPEHHOCTb MeHeaXKepa B cebe, NpoayKTe,
KOTOPbI OH MpPeAcTaBnseT, U KOMMaHuW, B KOTOPOW paboTaeT, Tak U ObiTb Gonee
HacTOMYMBbLIM, LIAr 3a Larom ynpasnsas Ha4yanom NpoLLecCoM NPoaaKu.

A 4TO Xe genaTb, eC/iv NPOUCXOOUT He XONOOHbIN, a «Tenblil 3BOHOK» — NpoAaBeL, 3BOHUT
y>xe nssectHomy emy J1INP, no n3asectHomy Homepy TenedoHa, U N3BECTHON 060MM TEMOW
ansa 6ecenbl? OTO MOXET ObITb 3BOHOK MO BXOAALLEMY NVAay (Takas cuTyaums npuMeHmma
Kak gns b2b, Tak n gna b2c-npogax).

Ckopee Bcero, MeHegykep Mo npofaxam B 3Tol cutyaumm 6yneTt 4yBcTBOBaTb cebs
nydlle, Tak Kak n3baBuUTCS OT HEOOXOAMMOCTU obxopa cekpeTaps, U eMy nerde 6yget
HayaTb BECTW guasior ¢ KIneHToM. B npouecce aToro pasroBopa MOXHO UCMONb30BaTb
chnepyroLmne peyeBble MOLYIN:

e MeHepxep no npogaxam: «UMIMSA JIMP», ato «MIMA meHep>kepa» M3 KOMNaHUW
«HA3BAHVE komnaHum». BOT noyemy s Bam 3BOHIO — Bbl WUHTEPECOBaIMCb
«HA3BAHWE ycnyrn/npogykTa», BepHo? [aBanTe s onuvwy Bam nogpobHee, 4To Mbl
MOXXEM BaM MpenioXXnTb — a Bbl CKaXXeTe, NoAXOAUT Takon BapUaHT, UIN HY>KHO
4YTO-TO OpPYyroe, XopoLwo?»

e MeHepxep no npogaxam: «MIMA JIMNP», ato «MIMA meHepxepa» ns «HASBAHWE

KOMNaHnum» — MOMHUTE, Mbl C Bamu Yyxe obwanmcb? $ nogrotoBun Bam
nHopMaumo 0 TOM, YTO BaC MOXET 3auHTepecoBaTb — yaenute MHe cenyac 60
CeKyHn,?»

e MeHepxep no npogaxam: «MIMA JIMNP», ato «MIMA meHepxepa» ns «HASBAHUE
KoMnaHum». A 3Hato, 4to Bac uHtepecyet «<HA3BAHWVE ycnyrn/npogykTta) — n xo4y
pacckasaTb, Kak Mbl MOXEM MNOMOYb Bam caenaTb ONTUMasbHbI BblGOp, U
CPaBHUTb C APYrMMU NPEanoXeHNAMN. Yoennte MHe OgHY MUHYTY?»

Llenbto Takoro 3BOHKa OygeT KpaTkas Mpe3eHTaumsi YXe  TeopeTU4ecKu
3aMHTEPecoBaHHOMY KNIMEHTY C UENbio [OanbHenero HasHadeHus BcTpeun (nmbo
MOMeHTanbHOro odopMIIeHNs npopaxku/onnaTbl/opopmneHs Oorosopa, €cnn 3To
CTaHOapTHble TPaH3aKUMOHHbIE NPOAaXW, N KIMeHTy 6yaeT OOoCTaTO4YHO OOLWEeHUs Mo
TenedoHy ONA NPUHATMA pelleHns o nokynke). OgHako, ckopee BCero, Aaxe B 39TOM
cnydae MeHemXepy Mo npogaxam npuaoeTcsl CTOJIKHYTbCS C  onpeneneHHbIMU
BO3PaXXEeHNSIMN UM OTrOBOPKaMy MOTEHUMANbHOro KMEHTA — U 30eCb TakXke MOoryT
oKasaTbCs MoNe3HbIMU peYyeBble MOAY/IM, KOTOPbIE Mbl MPUBOAWIM Bbile A1 XON0OHOIro
3BOHKa. Kpome Toro, Huxe Mbl NpUBEOEM OOMNOSIHUTENbHbIE MOOYM OJ1S NPEeOAoNeHNs
Pa3NNYHbIX BO3PaXKEHUN KJ/IMEHTOB, KOTOPble BO3HMKAIOT YXEe Ha aTane BCTpeuw,
npeseHTauun, NepPeroBopoB, a Takxe AaauM HaluMm yuTtaTensam pabodyto Tabnvuy ons
cocTaBJieHMs1 COOGCTBEHHbIX peyeBbiX Moay/ien no paboTe ¢ BO3Pa>KeHUSIMMU.
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3. PeueBble Mooy im Mo paboTe C BO3PaKEHNAMMN,

NTak, kakne Hanbonee nonynsipHble BO3paXkeHusi Bbl W Bally NpoaaBLbl BCTpe4yaeTe B
cBoen paboTte?

«Y Bac poporo?», «Y Hac cenyac HeT Ha 3To BpemMeHu!», «Cenyac Kkpmnauc!»?

3HaeTe, YTO YacTo NPOUCXOAMNT, KOraa MeHeOykep Mo NpoaaXkam CbILLUT BO3paXKeHne oT
knueHTa. OH... caaeTcs. B ronose y MeHeaXepa B 3TOT MOMEHT KPYTATCS MbIC/N «ITO He
MOW KNNeHT», «Hy, He Xo4eT NoKynaTb, U He Hafao», «[nsa 3Toro 4oporo — Hangem opyroro,
KOTOpoMy 6ymeT Hepoporol». Ho Ha camom fOene Hanvune BO3pPaKeHWsi BOBCE He
03Ha4aeT, YTO KJ/IMEHT He XO4YeT U He rOTOB MOKYMNaTb — HanNpPoTUB, OH JEMOHCTPUPYET
FOTOBHOCTb K MEpPeroBOpPHOMY MPOLIECCY, KOTOpPYl MpodasBel, MNpocTo 06sg3aH
ncnonb3oBatb. VI coenatb 3TO MOXHO C MOMOLLBIO XeNaHua npoaasaTh U HaBbIKOB MO
paboTe C BO3PaKeHNAMU KJINEHTOB.

[aBariTe nccnenyem pasnmnyHble TaKTUKM NPEOLONEHMS BO3PaXKEHWNI HA NPUMepPe caMoro
nonynsipHoro (Mo KpanHen Mepe, Tak CuYMTaloT MNpoAaBubl) BO3paXKeHMeM — «Y Bac
LLOPOro».

1. TakTnka «A eCnm Mbl YBUANM?».

B cnyyae, ecnu KAVMEHT BbipaxaeT OMNpeneNeHHOe COMHEHME B LEeNecoobpasHocTU
MOKYMKK Bawel NpOoayKUMM WAW YCNyr u3-3a «BbICOKOW CTOMMOCTU», HEOB6XOAMMO
nepedpasnpoBaTb ero BO3paxkeHne C NCNONb30BaHNEM ClEAYIOLLErO PEYEBOro Mooy ns:

KnueHT rosoput — «Y Bac goporo!».

e MeHepyxep no npopaxam: «MM$A knnueHTa», a ecnv Mbl YBUOWM, YTO MOKYMNKa HaLLKX
YCNyr He TONbKO MO3BOUT BaMm MONy4YUTb «OMUCbIBAEM MEPBOE BECOMOE
NPENMYLLECTBO — HaNpUMep — KayeCcTBO U HafeXHOCTb», HO eLle 1 NO3BONUT BaMm
«OMNCbiIBaeM BTOPOE BECOMOE MPENMYLLIECTBO — HAaNpUMep, 9KOHOMUS B ByayLLeM
Ha cepBuce», BaM UHTEPECHO ByaeT coTpyaHUYaTb C HAMN?

Ecnn KNnnMeHT oTBETUT «HET», 3HAUUT OEN0 He B NepBoM Bo3paxkeHun (Joporo!), a oH oo
CUX Nop He y6eauncs B K/IOYEBbIX apryMeHTax Ballero npenjioXeHns, n Hy>XHO NpoBecT
paboTy No YCUNEHNIO 3TUX apPryMEHTOB. ECnun >ke KNNEHT Bbipa)kaeT 3auHTEPeCcoBaHHOCTb,
TO HY>XHO Pas3BUTb MbIC/b Aanblle N 060CHOBbLIBaTb CTOMMOCTb BalLEro NpeasioXeHus
KayeCTBOM €ro COCTaB/AOLLUX.

2. TakTuka «[1710X0ro He NOCOBETYEM».
KnueHT rosopuT: «Y Bac goporo!»

° MeHe,cpKep no ripoga>kam: «KOHEYHO e, Xxopouwune TOBapr/yCJ'IyFI/I CTOAT O0poro —
a nsoxoro s1 6l Bam MPOCTO HE CTan coBeToBaThb! ,El,a 1 Bbl Obl Bp4ALO Jin cornacunncb
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Ha [OeweBoe NpensioXKeHNEe HU3KOro KayecTBa — Bbl Xe Ons cebs BblbupaeTe,
BEPHO?».

Takoln peyeBol MOAY/Nb SIErKO MEPEeBOAWT AManor B CTOPOHY OGCYXAEHUSI LleHHOCTU
Ballero ToBapa/ycnyru, a He ero LeHbl.

3. TakTnka «TONbKO LeHa».

Ecnn KnneHT ncnonb3yeT NpuBbIYHOE BO3paxkeHue «Y Bac goporo!» nnu «ante ckngky!»,
TO MO>XHO Tak>Xe MCMNOJIb30BaTb MPOBEPEHHLIN peYeBon MOOY b:

MeHnepxep no npogaxam: «MIM$A knmneHTa», ckaxkmte — a Bac MHTEPECYET TOJIbKO LieHa,
W XKe Ba>KHbl TaKXKe «Hage>XXHOCTb, Ka4eCTBO, CPOKW, rapaHTUs KavyecTBa, NoOaepP XXKM —
NCNOMb3ynTe TYT BalM apryMeHTbl»? [MoToOMy 4TO ecnm Ba>kHa TONIbKO CTOMMOCTb — TO Mbl
MOXEM MOPEeKOMEeHAOBATb BaM MOJIOAYID KOMMaHMIO, KOTOPYHD caenannm 3HaKOMble
CTYOEHTbl, U OHM OenalT o4veHb Hepoporo. KOHeYHOo, Mpo «rapaHTuv, NOOAEPXKY W
HaOEeXXHOCTb» TYT Y>)KE peyb He NAOET — BMPOYEM, A AyMato, 1 BaM Takon BapuaHT He OYEHb-
TO nogonaeT?»

4. TakTuka «KnnueHTbl YacTo cripalmBaroT».
KnueHT rosoput — «Y Bac goporo!».

e MeHepxep no npogaxam: «MIMA knneHTa», 3HaeTe, HaWWN KJIMEHTbl TOXE 4acTo
cnpawmsaroT 0O NOKYNKM — a Nodemy y Bac Tak goporo? Kak Bbl gymaeTe, YTto g UM
oTBeYyar?»

Ecnn KNMeHT HayHeT caM Nepeydncnsitb Te MpeuMMyLlecTBa Ballero MpensoXeHus
(Hanpumep — HaBepHOeE, MOTOMY YTO Yy Bac GOMbLUOW OMbIT, UM Bbl HaOEXHbIE), HY>KHO
MOMOYb EMY Pa3BUTb MbICSIb C MCMO/Ib30BaHNEM AOMNOSTHUTENBHOrO apryMeHTa: «KoHeuHo,
UMEHHO 3TO BaXkHO O/ HALMX K/MEHTOB, a KPOMe TOro — BOT €ele 4YTo (yKasaTb
AOMONHUTENbHbIA apryMeHT). VIMEHHO NO3TOMY K/IMEHTbLI BbIGUpatoT Hac.

Ecnn knueHT roBOpUT 4YTO He 3HaeT, UiIn KpUTukKyeT (HaBepHoe, Bbl OenaeTe 6OJ'IbLIJle
HaLl,eHKy) — HY>KHO CaMOMYy nepeyvyncsinTb 3-4 Kno4veBbIX apryMeHTa B roJib3y BbICOKOIO
KayectBa N KOMNETEHTHOCTW Ballero npenio>XXeHu4.

5. TakTuka «HenpuaTHbIN pasrosop».
KnueHT rosoput «Y Bac goporo!» nnun «Jante ckngky!».

e MeHeopxep no npogaxam: «MIMA knneHTa» — 4 MNOHMMAKD Balwe >XXenaHue
CoKOHOMUTb. HO Kak npodeccuoHan, a9 yBepeH, YTO fydle oAuH pa3 UMETb
HEeNPUATHbIA (MNXU CNOXHbIN) Pa3roBOp O LEHe, YeM MOTOM AO0SIrO KpacHeTb 3a
KayecTBO. [[0BOpSA 0 KayecTBe — BOT B YEM LIEHHOCTb HaWero NpeasioXXeHus. . .... »
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e MeHepxep no npogaxam: «MIMA knueHTa», 9 NOHMMAaK, YTO Bbl XOTENM Obl
CO9KOHOMUTbL. HepaBHO s npounTan 3HAMEHUTOE BblPaXXeHue, YTO pafoCcTb OT
HWU3KOW LieHbl OJINTCS ropasfgo Kopode, YeM pasovapoBaHME OT HU3KOro KavecTsa
— Ooymato, Bbl corfacutecb ¢ HUM? Tak BOT, roBOpsi O KayecTBe — BOT B YEM
LEHHOCTb Hawero nNpensioXXeHus.....»

6. TakTuka «KnmeHTbl 3HaT».
KnneHT rosopuT «Y Bac goporo!»

e MeHenxep no npogaxam: «MIMSA knneHTa», Kak Bbl LyMaeTe — HalWn OENCTBYOLWME
KJIMEHTbI 3HAKOT, YTO Ha PbIHKE MOXHO HaUTWU npensioxeHus gewesne? KoHevyHo
3HaloT — cenyac Befib BCe MOHUTOPST PbIHOK! A Kak Bbl AymaeTe, no4yemy npu aTom
OHU BCE >Xe NOKyMnarT y Hac?»

7. TakTrKa npucoeanHeHus.

OTo pocTaToyHO nonynspHas MmeTtoavka 3gdEeKTMBHOrO MNPeodoNeHnss  camblx
pa3HoobpasHbix Bo3paxkeHnin. OHa COCTOUT N3 CNeQyHoLLMX 3Taros:

1. AKTMBHOE cnywaHue — BbiC/lylwaTb KJIMeHTa UEeJIMKOM, He nepe6|/|Ba;|.

2. lMpucoeaonHeHne — nokasaTb KJIMEHTY, YTO €ero MHEeHNe Ba>KHO A5l Bac, YTO Bbl Ha
OOHOW CTOPOHE C HUM.

3. Bonpoc — NokKa3aTb KJ/INeHTy, 4TO BacC DEeNCTBUTENBHO MHTEepecyeT ero no3nuna, n
Bbl XOTUTE Jly4ylle e€ NOHATb.

4. I'Ipeo,u,oneHVle, KOTOpPOE TaK>Xe 3aKkaH4yMBaeTCA BOMNPOCOM — Bbl MOMOraete KJIMEHTY
cnpaBnTbCA C npendrctrBueM Ha Tnytm K Balen cpenke, u yrnpasnsgeTe
rneperosopamu ganee, 3agaBsasd KJIMEHTY BOMpPOC, KOTOprIZ B TO >Xe BpeM4 rnpu3saH
3aKperinTb npeonosieHne Bo3pa>kKeHn4.

Bo BpeMs npeonosieHnAa BO3pa>KeHn4 0COB6EHHO BaXXHO Ha3bIBaTb K/IMEHTA MO VIMEHN (I/I}'II/I
nMMeHn OTHECTBY, €CJi1 OH npennoyvynTaeT TakoOW CTUSb 06pau.|,eH|/|;|).

BoT Kak BbIrngguT cTaHgapTHOE nNpeonosieHne obcy>kaaemMoro Hamm Bo3paxkeHns «Y Bac
poporol»

MeHe,u,>Kep no npogaxam: «IMa  KnuneHTa», Xopowo noHmMakw BaCc - CaM Bcerga
TwaresibHO NMpoCHYUTbIBaAKO BCe nepen HOKyHKOVI. Kak Bbl aymaeTe, HaCKOJ1IbKO CTOMMOCTb
TOBapa 3aBUCUT OT ero KayecTBa?

KnneHT oTBeYaeT, faeT Kakme-To CBou npennosio>keHnms.

MeHepykep no npogaxam: «KoHe4yHo — 06bl4HO camoe JelleBoe To, YTO caenaHo nsoxo,
HekadecTBeHHO. Bam >xe He kuTanckas nogaenka Hy>kHa, a XOpOoLUnM U HageXXHbIn ToBap,
BEPHO?».
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B cnenyiowen Tabnuue Mbl MNOAFOTOBUNM AN Bac CNUCOK Haubonee 4acTto
BCTPEYaOLMNXCA BO3Pa)KEHWI, KOTOpble BO3HMKAOT B NeperoBopax. Bbl MoxeTte
CaMOCTOATENbHO 3aMoNIHUTL 3Ty TabsnLy, HANONTHMB ee COBCTBEHHbIMY CreunduyecKMm

BO3pPa>XeHNAMN n metogamMmm nx rnpeonosieHns.

BospaxxeHue |PeueBon Monaysb | Bonpoc KnneHTy Bawie
KIMeHTa npucoeguHeHusi npeonoJsieHne
BO3paXKeHus

Y Bac goporo!

4 Bac noHMmaro — Bonpoc
LeHbl BCErga BaX<eH.

CkaxunTe — a yTo eLle,
KpOMe LEeHbl, UMeeT
3Ha4eHne B BalLLEM Cly4ae
ONs npaBunbHOro Boibopa?

Y Bac goporo!

OT0 NpaBga — XopoLwun
ToBap OeLIeBO CTOUTb He
MOXKET.

Paspelunte MHe yTOYHUTb —
a ocTasbHble
XapaKTeEPUCTUKN Bac
ycTpamBaroT, BONpoC
TONbKO B LieHe?

Y Bac goporo!

JNiobas yeHa KaxxeTtcs
BbICOKOW, ecinin
paccmaTpuBaTb ee camy
no cebe.

A Ha 4TO Bbl OOpauwjaeTe
BHUMaHVe B NepPBYHO
oyepenb, Kakme
Ka4yeCcTBeHHble
XapaKTepUCTUKMN
oueHnBaeTe?

Y Hac cenyac HeT
JeHer.

[a, 370 Ba>XKHbI1 MOMEHT.

A ecnun 6bl Heobxognmas
cymma 6bina 'y Bac npsimo
cenyac — Bbl ohopmMunu Obl
NOKYNKYy cerogHs?

Y Hac cenvyac HeT
JeHer.

MoHnmato — ecTb
pelleHunst, KoTopble He
BCerga nerko nNpuHATb
n3-3a hMHaAHCOBOro
Bonpoca.

Ckaxunte — a ecnn Mbl
yBUONM, YTO Halle
NpPeanoXXeHne NoOMOXeT
BaMm
3apaboTaTb/C3KOHOMUTL
ropasgo 6onblue, YeM OHO
cTouT, Bam OyOeT nerye
NPUHATL PeLLeHne o
nokynke?
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BospaxxeHune
KJIMeHTa

PeueBon Monysib
npucoeouHeHus

Bonpoc knuneHTy

Bawe
npeonofieHne
BO3pa)keHusi

Y Hac cenvyac HeT
JeHer.

Tak 6blBaeT — HEKOTOpPbIE
HallW KIIMEHTbI TOXe
cnepBsa nepexvsanu,
CTOWT S NOKyNaThb B
YCOBUSAX OrPaHNYEHHOrO
oropxeTa.

3HaeTe, No4Yemy OHU BCe
Takun Bblbpanu Hac, n
cenyac OoBOJbHbI?

Y MeHsa HeT
BPEMEHW.

MpusaTHo 6ecepoBatb C
4YeI0BEKOM, KOTOpPbIN
OOPOXUT Kaxkaomn
MUHyTON!

Bbl paspelwwmnTte MHe 3a 60
CeKyHp, onucaTb Tpu
npeuMyLlecTsa Hawero
npennoxeHunsn?

Ceivac kpusuc.

[a, 370 aKTyasnbHbIn
BOMpoOC.

CkaxunTe — a Bbl yXe
3aKpbln CBOW BU3HEC, Unn
ellle NnpogoJsikaeTe
6opoTbca?

Ceivac kpusuc.

lMoHumato, y MHOrmx
Haboneno.

A Bbl XOTUTE BbIATK 13
Kpuauca bbicTpee?

Bawwu [a, Takoe 6biBaeT. A Kak Bbl gymaeTe, noyemy
KOHKYPEHTbI OONbLINHCTBO NOKyNaeT
npegnarawT BCe-Taku y Hac?

Jelwiesrne.

Bawu Bbl He NepBbIf, KTO MHe Kak Bbl cuntaeTe — Hawm
KOHKYPEHTHI 06 3TOM roBoOpwUT. NosANbHbIE KNWEHTbI 3HAIOT,
npegnarawT YTO rge-To MOXHO KyMnnTb
Jeliesne. peweBne? KoHe4yHO — HO

no4YemMy >Ke OHU
npoaonKatoT nokynaTtb Yy
Hac?

A cnbiwan o Bac
njoxme oT3bIBbl.

Takoe 6bIBaeT — Ha CTO
NPOLIEHTOB MOXET
HaNTUCb HECKONbKO
NPOLIEHTOB, KOTOPbLIM
YTO-TO HE NMOHPaBWJSIOCh.

A BaM Ba>kKHO, YTOObI
NOHPaBUIOCb UMEHHO BamM?
Lasainte obcygmm, 4TO Bac
HacTopaxmBaeT?
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BospaxxeHune
KJIMeHTa

PeueBon Monysib
npucoeouHeHus

Bonpoc knuneHTy

Bawe
npeonofieHne
BO3pa)keHusi

A cnbiwan o Bac
njoxme oT3bIBbl.

N Ha ConHue 6biBatoT
naTHa.

Oaxxe o ducHenneHge
MO>XHO HaNTK NNoxue
OT3bIBbl, HO 6OJbLINHCTBO
KNIMEHTOB O0BOJbHbI. Kakune
haKTOpbl CaMble BaXKHble
OJ151 Bac B HalIeM
npeanoXXeHnn?

Ham noka He
HY>XHO.

HekoTopsble Hawun
KJINEHTbI TOXXe BHavane
He 6blIN yBEPEHbI, YTO
HY>XHO 6paTb NPsIMO
cenyac, HO MNOTOM He
no>xanesnmu.

CkaxuTe, a Kak Bbl
oLeHMBaeTe NOTPEBHOCTL B
«KJroueBas
XapakTepucTuka ToBapa»?

Ham noka He
HY>XHO.

4 ToXe Tak yacTto
roBOptO, KOraa He yBepeH
B LLEHHOCTW MOKYMKMW.

MNogckaxkute MHe — No
KakuMm napamMmeTpam Moero
npennoXeHns y Bac ecTb
COMHeHUns?

4 ewe nogymato.

MogymaTb — 3TO XopoLlo.

A 3HaeTe, Hag 4Yem gymaroT
HaLW KJINEHTbI Nepes Tem,
Kak OCYyLLEeCTBUTb MOKYMNKy?

4 ewe nogymato.

A Bac noHUmMato — Toxe
He Bcerpga nerko
pPEWNTLCS Ha NOKYMKY.

CkaxunTe — a 4Yto camoe
CTpawHOe MOXET
NPOW30NTN, ECN Bbl
npuMeTe peLleHne o
nokynke cerogHNa?

MbI 0 Bac Huyero
paHblUe He
cliblwanu.

3HaunT, Mbl
NOo3HaKOMWUIIUCb
BoBpems!

Bbl >xe xoTuTe BbiOpaTh
Hage>XHOro NOCTaBLLNKa,
BepHO? [asanTe 1
pacckaxy O Hawwmx
OOCTUXEHUSIX, BaM
WHTEPECHO?
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BospaxxeHue |PeueBon Moaysb | Bonpoc KnneHTy Bawie
KJIMeHTa npmncoegunHeHusA npeonoséieHne
BO3pa)keHusi

Mbl 0 Bac Hu4vero | Takoe 6biBaeT — Xopowo To, YTO Bbl
paHbLue He HEBO3MOXXHO 3HaTb BCe BblOMpaeTe HageXXHoOro
chnblwanu. KOMMaHUN B MMpPE. nocTasLuMKa — faBanTe s

pacckaxy Bam, noyemy

KJIMEHTbI LEHAT Hac?

BesycnosHo, B Baliem cry4ae crneunduyecknx BO3PaKeHU MOXET ObiTb ropasno
6onblue — Mbl NPUBENY B Tabnuvue Nullb NPUMepPbl C Hanbosiee YacTo BCTPeYaoLWMMUCS.
PekomeHayem Bam 1Cnonb30BaTh NOA0OHYO Tabnvuy B BaweM oThene nponax, coenas
€€ [IOCTYMHOWN A1 BCEX MEHeOXKEPOB Mo npogaxam, 1 otpabaTbiBas NpeofosieHne Takumx
BO3paXkeHUn 6yKBaNibHO KaXkabli AeHb. OTO MOXHO AenaTb Ha YTPEHHUX OonepauoHHbIX
cobpaHusx oToena, BO BpeMsi 06edeHHbIX MepepbiBOB, B creuuasnibHO BblOpaHHbIX B
TeyeHne OHSA OeCATUMNHYTKaX NoBblleHns npodeccrnoHanmama. Korga npogasubl cMOryT
NCMOb30BaTb peyeBble MOAYIM MO NPEOOONEHNIO YACTO BCTPEUAIOLLMXCS BO3PaXKeH B
aBTOMAaTUYECKOM pexnme — 3hHeKTUBHOCTb UX NPOAaXK CYLLECTBEHHO NOBbICUTCS!
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["naBa 7. YnpaBrieHue oToesiom npogax.

B aTon rnase mbl noroBopumM O pPoJin pyKoBoOUTENA OoTAE1a npoadaX. Bl y3HaeTe:

1. Kak cnnaHnpoBaTb paboTy 1 pe3ynbTaTbl OTAena Nnpoaax.

2. Kak pykoBoaAuTESIb OTAE1a MOXKET CTaBUTb MeHepKepaMm Mo npogarkam 3agayn n
KOHTPOJINPOBaTb X BbINMOJIHEHUNE.

3. Kak pykoBoANTESIb MOXKXET MOTUBMPOBaATb CBOUX MpoaaBLOoB ,EI,O6I/IBaTbCFI caMblIX
BbICOKUNX PEe3YyJibTaTOB.

NTak, y Bac yxe ecTb oTgen npogax — nnbo noHuMmaHue Toro, Kakum obpasom ero
co3aatb, HaHATb U 06y4YnTb NPOAABLOB, HAMNOMHUTL KIIMEHTCKYO 6a3y, HacTpPouTb paboTy
B CRM 1 chopmMmpoBaTb BOPOHKY Npoaax (Unv pasfinyHble BOPOHKM) ANs Ballero otaena.
OcTanocb camoe BaXHOe — HayaTb MpofaBaTb, M 3TUM MPOLECCOM Hy>XXHO 6yneT
Ka4yeCTBEHHO yrNpaBnsiTh.

N 3pecb Ha nepBoe MeCTO BbIXOOUT yXKe posib PyKoBOaUTeNs otaena npogax. VimeHHo
POIN BO MHOrom SIBMISIETCA TEM 4YeNIOBEKOM, OT KOTOPOro 3aBUCUT YyCrnex UM Heypada
BaluMx npopaBuoB — a otcytcTBne POl 6ygeT os3HadaTb, 4YTO Bbl MojaraeTecb
NCKIOUNTENBHO Ha Be3eHue (Hy, U KOHEYHO XKe, ellle HEMHOro Ha npodeccroHann3m
MeHeokepoB no npogaxam). OpHako npodaXky HyXXOarTcs B KayeCTBEHHOM
MEHeO>KMEHTE, N B 3TOW rfaBe Mbl MOroBOPUM UMEHHO O TOM, Kak yrnpaBisiTb OTAENIOM
nponax.

3agaun pykoBoauTens oTaesa npoaax.

YTo XXe OoTHOCUTCS K 3agadam pykoBoauUTENA oTOoeNna I'IpO,D,a)K? 910 YeTblpe Krro4yeBble
beHKLI,I/IVI MeHe>KMEHTa, KOTOpPble TMpuHUUnmMasibHO BaXXHbl, Korga pAesno goxogut Ao
peanbHOro 6|/|3Hec—npou,ecca npogax.

MnaHmpoBaHWe Npopax.
[enervpoBaHne 3agay nponasLam.

MOTI/IBVIpOBaHI/Ie nponaBLOB.

w0 np o=

KoHTponb paboTbl NpoAaBLOB.

Mo cBoen cyTun, 3T QYHKLUK OTBEYAOT Ha KJTOUEBbIE BOMPOCHI O NPOAaXkax:
MnaHnposaHmne — KOMY n YTO meHep kepbl 6yayT npogasath?

HenernposaHne n koHTponb — KTO 6yaeTt npogasatb?
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MoTuBuposaHue — KAK 6yget npogasatb?

Mbl paccMOTpUM Kaxkayto hyHKUMIO ynpaBieHns NpoLeccoM Npofax B OTAENbHOCTU, U
OagMM  pekoMeHOaumn, Kakum ob6pas3oM  PyKOBOAUTEN OTAena npodax MOXHO
MakcrManbHO 3hEKTUBHO BECTM YrpaB/ieHe CBOUM OTLENOM.

HauHem ¢ nnaHmpoBaHug.

Kak >xe cocTaButb peaJ'II/ICTVI‘-IHbIIZ nnaH rlpo,u,a>|<? Bo3MoXxHO, Bbl yaonBuTeCb, HO A cenyac
BO MHOImMx 6mnaHecax (VI pedyb ngeT He TOJIbKO O HebOobLUNX KOMI'IaHI/IFIX) nnaHbl npoaa >k
COCTaBJIAOTCA:

1. Ha ocHoBaHuu onpoca npoaaBLOB (KTO CKOMbKO MAaHMpyeT npodaTb, Kak
npaBuio, pevb WAOET WCKJIUUTENIbHO O BbIPyYKE OT npoaax, 6e3 npouyen
aetanusaunn).

2. Ha ocHoBaHun PEeTPOCNEKTNBHbLIX OaHHbIX (MeCFILL Hasag npopgasan Ha TaKyr-TO
CyMMY, 3Ha4YUT B 3TOM Mec4due npogaanmMm CTOJIbKO >Xe — W BblpaCTeM Ha napy
NMPOLUEHTOB. AHanorn4yHbln npunHUMNN NpMMEeHAT 1N K rnMjaHnpoBaHMIO rnpogax Ha
KaﬂeH,D,aprll‘fl rog. cpasBHumBasd C BpryHKOVI corioCtaBMMbIX  nepnonos

npeablayLwero roga).

3. C yyeToM noxenaHwn Bragenbla KomnaHuM (Hanpumep - LA BbiXxoda Ha
6e3y6bITOYHOCTL (DUPME HYXXHO EXEMECSIYHO npofaBaTb Ha OMNpPeAeneHHYyHo
CYMMY, OHa W CTaBMTCSsi B OCHOBY NnnaHa npoaax).

4. «[lo nuyHOM Bepe» PyKOBOAUTENS — 3TO MOXeT O6biTb cam POIl, gupekTtop no
npogaxam Wian HenocpeacTBEeHHO AUPEKTop KomnaHuu. [lnaH HasHavaeTcs
BOJIEBbIM PELUEHMEM TaKOro pykoBoauTens — B 6OMbLIMHCTBE Cry4aeB, OH byaeTt
OCHOBaH Ha BTOPOM MyHKTe (MO pe3ynbTatam CpaBHEHUs C npenbioyLMm
nepuogamm).

Hy>XHO N roBopuTb, YTO BCE 3T METOAbI NNAHNPOBaHNA Aanekn oT onTuManbHbiX? Begb
HW OAMH N3 HUX HE YYMUTbIBAET TEKYLLYHO CUTYaLUuIo Ha pPbiHKe 1 B KoMnaHun. CornacuTecs,
HaVBHO NAaHMPOBaTb Pe3YyNbTaTbl, MOXOXXWE Ha BbIPY4KY MPOLLIOro rofa, Koraa Ha pblHKe
NOSIBUICA HOBbIM CUSIbHBIM KOHKYPEHT, Mpou3olwia cepbe3Has gesanbBauus — Wau,
HaobOpPOT, KapAnHanbHbIN pPocT cnpoca? Ewe HavBHee nonaratbCsi HA MHEHWE CaMuX
npoaaBuUoOB, KOTopble M60 O6yoyT CO3HATENbHO 3aHWXKaTb MPOrHO3bl O pe3ysbTaTax
npogax (4Tobbl B UTOre Nony4ynMTb NEPEBLINOSIHEHNE MNNaHa, U, Kak MUHUMYM, NOXBasy),
nmbo 6yayT NpPOCTO ganekm oT peanbHocTu. B peanbHocTn 6onee yem 84 npoueHTa
COBPEMEHHbIX KOMMaHUMA He MOryT TOYHO ChAaHUpoBaTb CBOW MlaH npogax, W
owmnbarotcs 6bonee yem Ha 10 NnpoueHTOB (BAyManTeChb TONBbKO B 3TU Lmdpbl — Bcero 16
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NPOLEHTOB NPeanpUaTUA MOryT 4OCTAaTOYHO TOYHO CMPOrHO3MPOBaTb CBOK BbIPYYKY OT
npogax!).

Kak >ke nocTynaTtb pyKOBOAUTENO B 3TOM CUTYyauun?

,D,J'Iﬂ CO30aHNA OOCTOBEPHOIro n peaanCtnyHOro rjaHa npogax, 6€3yCJ'IOBHO, HY>XKHO 1
Ba>kHO MNCMNOJIb30BaTb peTpOCI'IeKTVIBHbIVI aHannm3 (OLl,eHVIBaTb pe3ynbTaTbl npeabiayLwnx
I'Iepl/IO,EI,OB) — HO TOJIbKO BM€ECTE CO cornocTtaBJieHneM 3TuX aHHbIX C TeKyLIJ,eVI CMTyaLLMeVI.

B uenom e, ons coctaBneHus nnaHa npogaxx POI1 moxeT ncnonb3oBaTb cnepywowmne
rnepemMeHHble N CTPOUTb OTAOEJIbHbIE IMJ1aHbl:

Mo kaHanam npogaxx (I'IpFIMbIe npoda>kn nnnm npoga >k 4epes I'IOCpe,EI,HI/IKOB)

Mo Tuny npogax (Npogaku HOBbIM KIIMEHTaM WM NPOAAXXW MO CYLLECTBYHOLLM
KJINeHTamMm)

Mo pernoHam u cTpaHam

Mo mecdauam nnu ce3oHHbIM Nepuogam

Mo rpynnam KnneHToB (KpynHble NPeanpuaTns, Menkum n cpegHuin GusHec)
Mo BMgam npogyKuum nnm ToBapHbIM KaTeropusim

Mo npopasuam

Mo XapakTepy npoaaxxu (aKTVIBHbIe nnn npogaxxum, OCHOBaHHbIE Ha BXOOALLMNX
3anpocax N MapKeTnHroBbIX aKTI/IBHOCTFIX)

,D,J'IFI Kaxkgom U3 aTux nepeMeHHbIX POl moxeTt BblAEJ/INTb OTAOEJIbHYHO BOPOHKY Mpogax,
M OUEeHUTb criegyrolmne Koim4eCTBeHHbIE N Ka4eCTBEHHbIE XapaKTePUCTUKN BOPOHKN:

KonnyecTtso noTeHUmManbHbIX KIIMEHTOB B A@HHOM KaHane. 3aecb CTOUT yunTbiBaTb
TOJIbKO TOT OOBEM KJ/IMEHTOB, C KOTOPbIM/ BO3MOXHA peanibHas KOMMYHUKaLMS
MeHeO>KepoB Mo npojaxkam B naaHnpyemMom nepuione — MHbIM1 CrioBamMu, ecnin Ha
pbiHKe ecTb 100 000 noTeHuuwanbHbIX NoKynaTenen, a B Bawen 6ase AaHHbIX UX
Tonbko 20 000, nnn B Baw MarasuH B MecsL, 3axogut makcumym 15 000 yenosek,
TO HaMBHO pacyUTbIBaTb HA OXBAT BCErO PbIHKA.

MoTeHuMan npupocTa KMEHTCKOM 6asbl 3a OTYETHbIN nepuopn (3oecb Hanbonee
BaXkHbIM (hbakTOpoM ByaeT KONMYECTBO NMAOB, KOTOPbIE KOMMaHUSA noslyyaeT unm
reHepupyeT 3a CPaBHUTESbHbIN MHTEPBAaN BPEMEHU — HAaNpuUMep, 3a MecsiL).

CpepnHsasa KoHBepCUS B NMIaTHbIX KITMEHTOB B AaHHOM KaHane. OTOT OTHOCUTESbHbIN
nokasaTesib MOXET ObITb OLIEHEH HA KaXXAOM 3Tarne BOPOHKM NpogaXk — HO MOXHO
ncnonb3oBatb M 06wy KoHBepcuto. [Ons npumepa — ecnm y Bac 10 000
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noTeHUManbHbIX MnokKynatenen, a B Mecsay Bbl 3akntodyaete 100 cpenok, TO
KOHBepCUsi ogHOro Mecsua 6yget paBHa 1 (ogHOMY) NPOLEHTY, KOHBEpCUs roga —
12 (oBeHaguaTb) NPOLIEHTOB.

e CpegHun 4yek B AaHHOM KaHane. OTOT nokasaTeslb He06Xo0AUMO pacynTbiBaTb Kak
OTHOWeEHME O6Len BbIPyYKM (Hanpumep — MO NPsSMbIM Npogaxkam) Ha obLliee
KONIMYECTBO CAENOK MO JaHHOMYy Tuny npogax. [onyctum, Baww nponasupl
npoganu Ha cymmy 2 000 000 (mBa munnuoHa) pybnen n 3aknaounnm 400 coenok.
CyMma Kaxxgon coenkum, ckopee Bcero, byaet pasHou, a BOT CpeqHUI YeK MPSAMbIX
npogax coctasut 5 000 (NaTb ThicsY) pybnen.

e CpeaHee KOMMYECTBO CAENOK Ha OOHOro Mpodasla. ITOT MnokasaTeflb BaykeH,
Korga Balla KOMMaHVs 3aHUMaeTCsl aKTUBHbIMU UCXOOAWMMKU Npopaxamu (Kak
npaBuio, 3TO MPSAMbIE MPOAaXW), N BbIPYYKY OT MPOAAXK MOXHO CYLLECTBEHHO
YBENMYNTb POCTOM KONMYeCTBa NPoAaBLOB. YMHOXNB CpedHuii YeK Ha cpeaHee
KONMYeCTBO CAENOK Ha OAHOro npopdasLa 1 Ha obLlee KOMYecTBO NpoaaBLoB, Bbl
nony4ynTe NPOrHo3 O/1s niaHa npodaxk Takoro oTaena.

Ecnun xe Bawm npogaxku CTPOSATCSA NPenMyLLIECTBEHHO Ha BXOAALLMX 3arnpocax (CKaxxem —
y Bac UHTEpPHET-MarasvH), TO Bbl MOXXETE NOCUYNTaTb CpeaHee KOMYECTBO NOCeTUTeNen
U 3anpocoB (NWMOOB), KOTOpPOe MoslyyaeT Baw CcalT, U C YYETOM KOHBEepcuu
noTeHUunasbHbIX KNMEHTOB B NNATALLMX U CYMMbl CPeOHEro Yeka, Takxe NnosyynTb NporHo3
ONS nnaHa npoaax.

KoHeuHo e, nnaH npoga>k Hy>KHO COCTaBJIATb HE TOJIbKO C Yy4HETOM CbI/IHaHCOBbIX, HO 1N
KonnyecTBeHHbIX mnokasartenen. OH OOJDKEH ObITb pgetaan3npoBaH OO KoJindectBa
oXXngaemMblX COeoK (npo,u,a>|<, OO0rosopos, OI'IJ'IaT) B KaXXOOM CermMeHte unnm KadHane,
KOTOprVI NCroJ1b3yeTCcA B Bawen KomnaHun. Ecnn Bbl 3aHUMaeTecb U npeAMbIMIA
npoga>kamu, 1 nosiydaete goxon n3 napTtHepCKOoro KaHasa (Hel'lpFIMbIe I'IpO,D,a)KI/I), TO Bam
HY>KHO 6y,El,eT COCTaBUTb OBa pa3jiMyHbIX MjiaHa gnyd KaXXgoro n3 3Tux KaHasioB.

A 4TO Xe genatb, ecnv NnaHbl 6bIIM COCTaBAEHbI, HO OHW BCE XXe He BbINONHATCA? Ecnn
hakTnyeckne Npoaa KM No Kakomy-1mbo cerMeHTy nnaHa 6yayT CyLecTBEHHO (Hanprmep,
6onee yem Ha 20 NMPOLEHTOB) OTIMYAIOTCHA OT 3annaHMpPOBaHHbIX MokasaTenen (Kak B
CTOPOHY NEepPEBbINOSIHEHUS], TAK N B CTOPOHY HEBbLINOJSIHEHNS]), TO 3TO ByOeT roBopuUTb O
HU3KOM Ka4yecTBe niaHnpoBaHus. B Takom criyyae pyKoBoguTento otaena npogax Hy>KHO
O6yneT coenatb aHanmM3 MNpUYMH U NPUHATL Mepbl — MPOBECTU KOPPEKUMIO MniaHa w
Koppekuuto paboTbl oTaena npogaxk. O4eHb YacTO HEBbINOSIHEHWE MiaHa NPOUCXOANT U3-
3a HU3KOW aKTMBHOCTU MEHEL)KEPOB MO NpoAaXkam 1 UX HeaopaboToK Ha padHbIX aTanax
BOPOHKN NPOgax — 1 PyKOBOAUTENIO HY>KHO NpeayCMOTPeTb 9TO Ha aTane niaHnpoBaHus,
N NPaBWIbHO CTaBUTb 3a4ayn CBOMM MNOOYMHEHHbIM, @ TakXe KOHTPOAMpoBaTb WX
CBOEBPEMEHHOE 1 KayeCTBEHHOE BbiNofnHeHne. M 3gecb Ha nomowb POl npuxogut
Butpunkc24.CRM.
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[enervpyem 3agaqu — 1 KOHTPOSIMPYEM VX BbIMOSHEHE.

Mbl cneumanbHO o6beouHUNN OBe BaXKHble DYHKUUN MeHeO)XMeHTa (oenermpoBaHune u
KOHTpoONb). [locTaHoBKa 3agay NogvyMHEHHbIM 6e3 KOHTPONS NX BbINOSIHEHUST — MPOLECC,
3apaHee obpeveHHbIr Ha npoan. CoTpyaHUK 1ErKo MOXET

e 3abbITb NPO 3agauy,
e HaMopTa4yuTb B XO[e ee BbINOSIHEHNS,
e COpBaTb CPOKWU,

® JIM HEe BbINOJIHNTb 3adaHne NOJIHOCTbIO — a PYKOBOOUTESIb MOXET Y3HaTb 06 aToMm
I'IOCTdJaKTyM, Korga ncnpasnTtb YK€ HNYEero Hesb3A.

[MoaToMy Mbl NpM3bIBaEM BCEX PyKOBOAUTENEN (HE TONBKO OTAEN0B NPOAAXK, KOHEYHO Xe
— HO C y4yeToM creundukn aTon KHurm, K HAM obpallaemcsa B MepByto oyepenb) — He
CTaBUTb 3afayy MNOOYMHEHHbIM YCTHO. [puHUMN «B OOHO YXO BfIETENO — U3 OPYroro
BblNeTeno» OENCTBYET Y MHOMMX NO4EN U MO CeN AEHb.

KOHEeYHO, MOXXHO npsIMO MNpU MNOOYUHEHHOM 3anucaTb MOCTaBNEHHOE 3afaHne B
ONOKHOTUK WNW OENOBON €XEHedeNnbHUK — HO Torda BO3HMKAEeT PUCK, YTO O CPOKe
KOHTpONSA AaHHoM 3agadve (Mmbo BoOOLLE O ee CYLLEeCTBOBaHMN) MOXETE 3abbITb Y>XKe Bbl
camu. N paxke ecnv Bbl HACTOUTE HA TOM, YTOObI MEHEOXXEP MO NpogaxkaMm caenan To Xe
camoe (3anuncan 3agady) — naMsiTb MOXXET NOABECTU U €ro, Befb B NOTOKE OnepaumoHHbIX
Oen Nerko ynycTuUTb YTO-TO, YTO MOXKET NoKa3aTbCs He TakKUM 3HAYUTENbHbLIM, N3 BULY.

A KaK HacuyeT 3afad, KOTopble CTaBATCS K BbIMNOJIHEHMIO MO 3SIEKTPOHHON noyTe UK, K
npumepy, B Skype? PasouyapyemM Bac — HO UK TyT 3aKoHbl 3abblBUMBOCTM W
HEBHMMAaTENbHOCTU AeNCTBYIOT B MOSIHON Mepe. B 06bI4HOM SLLMKE 3N1EKTPOHHON NOYTbl Y
npoAasLa MoryT 6bITb ThICSUN MUCEM U Pa3NINYHbIX BETOK NEPENUCKN, Aa 1 KPYr 06LLeHNs
B MecceHXepax (Takumx, Kak yNnoMsiHyThIn SKype) MOXET oKasdaTbCsi C/INLLKOM LUMPOKUM,
4TOObI AepXKaTb Ha BUAY BCE COOBLLEHMS N YKa3aHWSI.

NpeanbHbln BapuaHT, npu KOTOPOM Balwn npogasBlbl CMOryT B pamKax eguHoro
NHTepdenca BnaeTb BCe 3afa4m OT CBOEro PyKOBOAUTENS, & OH CMOXKET KOHTPOSIMPOBaTb
cTaTyC WX BbIMOMHEHNA — 3TO MOCTaHOBKa 3aday BHYTPU MNPOrpamMMHbIX peLleHUn
(Hanpumep, Tak HadbiBaeMbix task manager), B KOTopbIx paboTaeT otaen npogax. Mel ¢
BaMu y>xe BbisicHUN, 4To cuctema CRM (takas, kak butpukc24.CRM) sBnsieTca nyywmm
OPYroM 1 NOMOLLHVKOM Npogasua, v Bbl Y>XKe 3HaeTe, YTO pyKOBOAUTENb OTAeNa Npoaax
MOXET nerko un 3P@PeKTMBHO HasHa4yaTb W KOHTPO/MPOBaTb COCTOsSHWE [Oen
HenocpeacTeeHHo BHYTpu CRM. Ha npumepe pewenns butpukc24.CRM, 0 KOTOPOM Mbl
roBopunn B YetsepTon rnaese aton KHurmn, MmoxxHo ysugetb, 4to y POIT ecTb cpa3y ase
BO3MO>XHOCTM MOCTaHOBKM 3afaHun npofasuaM — OH MOXET KakK MoCTaBUTb 3apady,
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CBSAI3aHHYIO C KOHKPETHbIM K/IMEHTOM WUAW caenkon (M oHa oTobpasntcs B CRM), Tak 1
MOCTaBUTb Kakylo-TO O6LLyl0 3afgady CBOMM COTPYAHMKAaM (Kak WHOUBMAYyanbHO, TakK U
Bcemy oTaeny). MNoctaBuTb 3agady COTPYAHVKY BHYTPU BUTprKC24 MOXXHO BCEro B «OAuH
Knuk»! POl goctaToyHo HanmcaTb, YTO HY)KHO caenaTbh, Korga 1 KTo 3a 9TO OTBEeYaeT — a
[anblle OCTaeTcs NMb NPOBEPUTb pe3ynbTar.

B nepsom cnyvae (noctaHoBka 3agay B cBaske ¢ butpukc24.CRM) meHepxep oTtgena
npogax OyneT BWAOETb, KakMe pAena €emMy HYXKHO chenatb Mo 3afjaHuio CBOEro
PYKOBOOMUTENS MO OTHOLLEHUIO K 3aKPEnIeHHbIM 3a HAM KOMMaHWaM, caenkam M nngam.

Bo BTOpOM cnyyae (3agaya, He CBsA3aHHasi C KOHKPETHOW COESIKON UM KOHTaKTOM) —
npoAasuy 6yayT OOCTYMHbl OTAENbHbIE 3adaun B butprkc24 (gaxe ecnn B 3TOT MOMEHT
OH He HaxopuTcs BHyTpy CRM), a TakXe npopasel, 6ygeT nosyyaTb nepuoguyeckune
YyBEOOMJIEHUS UM HANOMUHAHNS MO 3NEKTPOHHOI NOYTE UAN B MOBUNBHOM NMPUOXKEHUN.
Kak Bbl AymaeTe, KakoBbl LLIAHChI B 3TOM Cllyyae y npofasLa nponyctuTb 3agady?

KoHeuHOo Xe, MeHe[P>Kep MNno npogakam BCe-TaKM MOXXET NnpourHopupoBaTtb 3apgaHue
CBO€Eero pykosoauTena, nin OTHECTUCb K HEMY 6e3 OOJI>)KHOIo BHMMaHMA — B 3TOM CJlly4dae
y ero 3agady nosABndeTcA CueTuuk, KOTOprI?I 6y,El,eT Oo3HayaTb, 4YTO COTPyOHUK HE He
YNOXWNICA B CPOK, WIN HE OUueHWT 3adadyy, Tpe6yrou.|,yro ero BHUMaHua. CyeTunk siIBHO
nokKasblBaeT, YTO B 3agadyax 3aTtop, 1 nopa mx coBmHyTb C MepTBOVI TOYKN — NMpn4yem 3To
o4yeBMOHO KakK caMOMYy COTPYOHUKY, TaK N ero pykoBoOOUTESIHO.

[HaBante BKpaTue MNOCMOTPUM, KakMe >Xe elle BO3MOXHOCTU NpenocTaBnsieT
PyKOBOOMTENO OTAENA NPOoLaXK CUCTEMA ynpaBfieHns 3agaHnamm ot butpmkc24, nommmo
HenocpeacTBeHHO paboTbl B CRM?

1. Y kaxpgon 3apgayn, KOHEYHO >XKe, AO0/MDKEH OblTb OTBETCTBEHHLIN WCMNONHUTENb, U
KpanHuin cpok ncnonHenus. Konuenums Cuyetunkos 13 butpmnkc24.CRM ocHoBaHa Kak
pas Ha TOM, YTOObI NCMONHUTENN BULENN CBOU «ropsiLLme» 3aaadn (y KOTopbIX NOgXoauT
CPOK ncnosiHeHus). MNMpn aToM pyKoBOOUTENb OTAENA NPOAAXK TakXe yBUOUT rOpsLLniA
CUeTumK — HO Yepes CyTKM, YTOObI y MeHeaxepa Oblfio 4OCTAaTOYHO BPEMEHU 3aBEPLUNTD
3apgady B cpok. EctectBeHHO, uto POl 3agacT Bonpockbl CBOMM Npofasuam O Takmx
3agayax — 1 WaHCOoB «3abbiTb» O HUX NPOCTO He ByneT.

2. 3apgaun B Butpnkc24 oyeHb yOobHO KOMMEHTUPOBaTb, O6LWATLCA — U BCS Takas
NHpOPMaLMSA COXpaHsieTcsl, ee BUMAAT BCE Y4yacTHUMKM 3agadn. KoHeyHo ke,
pyKOBOOUTENb MOXET AaTb CBO OLEHKY BbIMNOSIHEHMS 3adayun, U 3TO AacT obpaTHyto
CBSA3b COTPYOHUKY, NPaBUIbHO OH cOenan CBok paboTy U HET. OTO SKOHOMUT BPEMS]
pyKkoBoauTens, n3daensieT oT HeO6XOOUMOCTN KaXKabli pa3 Bbl3blBaTb MeHeaKepa K
cebe 1 06bSACHATb MY, YTO UMEHHO BbINO CAeNnaHo HenpaBubHO.

3. Kctatu, no ntoram mecsua POl moxeTt OUEHUTb KOJIN4eCTBO 3apdad, KOTopble 6bIN
BbIMOJIHEHbI MPaBW/IbHO WU HET — U CcOejlaTb COOTBETCTBYOLLME BbIBOOblI O pa60Te
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CBOUX MOJYNHEHHbIX. 1 camu MeHe[O>Kepbl TO>XXe CMOryT rnpoaHann3npoBaTtb, HACKOJIbKO
XOpOoLWo OHN crnpaBu/inCb CO cCBOMMI 3adaHNAMN.

4. 3a,u,at-||/| MO>XXHO MnpenctTaBnTb B BUOE MNMNaHNPOBLUMKA MPOEKTOB — AMarpamMmmbl MaHTa.
OT0 KNnaccuyeckasi NeHTo4YHas anarpamMmma, Kotopad HarndgHo 0T06pa>KaeT BpeMeHHbIe
pamMKn 3agady, rnpunyem, NMMeHHO B TOW NocnenoBaTefibHOCTU, B KOTOpOIZ OHW OOJI>KHbI
NMPOXoOunTb Ha NPOTAXEHUN MNMPOEKTAa. ﬂpe,qnonoxle, YTO MeHepKepam oTaena npoaaxx
HeO6XO,EI,I/IMO noaroToBNTbCA K y4acTumio B CI'IeLl,I/IaJ'IVI3I/IpOBaHHOI7I BbicTaBke — n POIl
MOXXET MNOCTaBUTb HECKOJIbKO pPa3J/IMYHbIX 3apaHun, KOTOpPbIE 6y,u,yT OTHOCUTBCA K
TakKoOMy TMpPOeKTy, B COOTBETCTBMMM C NapamMeTpamMmn w”n BpPEMEHHbIM paMKaMin
3arnJlaHMpoBaHHOIO. Ha Takon anarpamMmmMme cpasy BMAOHO, CKOJIbKO BCero rnocrtaBsJZieHO
3afad ro npoeKTy, CKOJIbKO N3 HMX 3aBepLUEeHO N CKOJIbKO HaxoOouTCHd B pa60Te, Kakue
3agaynm npocpoYeHsbl, a Kakne — BOOGLIJ,e 6es3 CpokKa.

5. B 3apavax MOXHO co3paBaTb YeK-NNCTbl. DTO PEKOMEHAYETCS AenaTtb Torga, koraa
HY>XHO «pa3buTb» 3agadvy Ha HECKOJSIbKO AEeNCTBUM (MW NepedynciinTb, YTO HYXKHO
chaenartb No 3afaye, YTobbl He 3abbITb). Yek-NNCTbI 04eHb YO06HO MCNob30BaTh, Koraa
3apayy Hy>XXHO BbIMOJSIHATL MO3TanNHO, WKW Xe B 3agaye MHOMO COMCHOSTHUTENEN.
YyacTHUKM 3agaynm MoryT [obaBuTb B YEK-JIMCT CBOM MYHKTbl W BbIYEPKHYTb
BbIMNOJIHEHHbIE, MOCTaBUB OTMETKM B YeK-nncTe. 1o 3a4epKHYTbIM CTPOYKaM YeK-nmcTa
Kak pyKoBOOUTENb, TaK 1 caM COTPYLAHWUK cpady BUOUT, HA KaKoW CTagumn BbiNOHEHNS
HaxoauTcs 3apava.

6. Mo BbINOMHEHHbIM (U HEBbLIMOHEHHBLIM) 33424 MOXHO CTPOUTb OTYeTbl. OTYEThI
NO3BONAOT OLEHUTb 3MMEKTUBHOCTb U Pe3yNbTaTUBHOCTL PaboThl C 3adadamu, y3HaThb,
CKOJNBbKO BPEMEeHW Kaxkabli COTPYAHWK NOTpaTU Ha OTAeNIbHOE 3afaHne U Ha NPOeKT,
CKONbKO 3afaHunin B paboTe, CKOMbKO 3aBeplleHo, 1 Tak ganee. Hanpumep, oT4yeT no
3(h(heKTUBHOCTM NO3BONUT BbICTPO ONPEAENUTb, HACKONBKO pe3ynbTaTuBHO paboTaeT
KaxKOpli COTPYOHVK UK Becb oTaen npoaax. OTYeT no pecypcam NOMOXKeT OLEeHUTb
3aTpaTtbl BpemMeHu Mo NoasaM/oTaenam/nmpoekTaM, a Tak)Ke 3aTpaTbl BpPeMeHu Ha
3apayu.

KoHeuHo e, 9TO Aaneko He BCe, YTO cUCTeMa yrnpasneHus 3agadamn butpukc24 moxet
npensioxXnTb pykoBoguTento otaena npogax. OgHako rnaBHbIM (M caMbIM NONE3HbIM L1
npogasLa), Mo Hawemy MHEHWO, SIBASIETCA BCE >XXe TecHas UWHTerpauus mexay
nnaHnpoBLMKOM 3agad un butpukc24.CRM. Kpome TOro, pykoBOAUTEND BOBCE HE
06a3aTenbHO CTaBUTb KaXKOyl 3adadvy BPYYHYK M NEPCOHANIbHO — UX MOXHO W HY>XHO
aBTOMaTU3MPOBATb /1 Pa3/IMYHbIX CLueHapmeB GusHec-npouecca npogax ( 0 4em Mbl
roBopunn B rnasax, nocesuweHHbix CRM n aTanam npogax).

Mogsens mTorm — Mbl BUOWM, 4YTO OMTUMaslbHbIM BapuaHTOM [efernpoBaHus 3agad
MeHeOyKepaMm Mo npopaxkam asnsietcs paboTta B cneumanbHOM NporpaMmMHOM NPOAYKTE —
cucTteme ynpasneHnsa 3agadamm, nmbo HenocpeactTeeHHo B CRM. Ha npumepe npogykTa
Butpnkc24.CRM, Mbl BUOUM, Kak NPOCTO M yOOOHO PyKOBOOUTENO B TaKOM Criy4ae
ynpasnsTb 3agaHNAMMU.
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A 4yTO HacyeT KOHTpona? Hackonbko pykoBoauTeNb OTAena npoOaX OOJKEH
KOHTPO/IMPOBaTb CBOWMX MOAYMHEHHbIX, Kak pgenatb 3TO 3ddheKTUBHO, 4TOOblI He
ayénupoBaTtb GyHKUMM npogasBuoB? [ns Toro 4Tobbl OTBETUTb Ha 3TOT BOMPOC,
Heob6xoaMMO pasaennTb MYHKLMUIO KOHTPONS HAa COCTaBNsoLLME:

1. KOHTpOJ'Ib BbIMOJIHEHUNA TEKYLUNX 3aaC.

2. KOHTpPOJSIb WHTEHCUBHOCTU KONIMYECTBEHHbIX W KAa4eCTBEHHbIX [OeNCTBUIA
NnpoaaBLOB.

3. KOHTpOsib TEKYLLUMX pPe3ysibTaToB NPOAaXx.

B nepsom cnyyae POl cmoxeT 4oCcTaTouHO 3h(PEKTUBHO M NErKO BbINONHATDL (PYHKLMIO
KOHTPOSISA MPU UCMONb30BaHUN CNELManbHOro NporpaMmmMHoOro obecnevyeHnst — npumep
Butpnkc24 mbl ¢ Bamn yxe obecyannn. EMy He HyxHO 6ygeT nepecnpawmBaTtb Y
MeHeO)KepoB OTAeNa, Kak 06CTOAT Aena C BbINOSIHEHMEM TOM UM MHOW 3a4a4un, HE HY>KHO
OyneT CyOoOpOXHO NucTaTb CBOW eXeHedenbHWK — BCS WHgopmMaums o cTatycax
aKkTyasibHbIX 3a4ay ero nogyYnMHeHHbIM ByaeT HarnggHon 1 AOCTYNHOW, NPSIMO nepen, ero
rnasamMum Ha aKpaHe MOHUTOpa Unu HoyToyka. (naBHOe ONs PyKOBOLMUTENS — 3TO HE TONbKO
Ha3dHayaTb OTBETCTBEHHbIX 3a ornpefesieHHble MPOouecChbl, HO W CTaBUTb BEpPHble
KOHTPOJIbHbIE CPOKM NPOBEPKM 3a4a4n, YTOoObl HE COpBaTb BaXkHble AeO lalHbl.

Bropasa ¢dasa koHTponsa POl cBsa3aHa ¢ onepauMoHHbIM aHann3oM TOro, HaCKOJIbKO
WHTEHCUBHO N Ka4eCTBEHHO €ro nogyvMHeHHble paboTaroT CO CBOMMU KnuneHTamu. [Ons
NPOBEAEHNSA TAKOro aHanm3a Heob6Xo4MMO ONMpPenennuTbCs C KITOYEBbIMUA METPUKaMU, MO
KOTOPbIM PYyKOBOAUTENb OTAeNna npogax OyaeT oueHMBaTb KOJIMYECTBEHHbLIE WTOMM
paboTbl NpoAaBLOB. ITO MOryT ObITb:

1. Pabouee Bpemsi, npoBedeHHOe COTpyOHUKamMu B oduce, Ha Bble3ge (BCTpeuw,
KOMaHOMpPOBKN, paboTa Ha MapKETUHIOBbIX MEPOMNPUATUSAX).

2. KonunyectBo TenedOHHbIX 3BOHKOB, COBEPLUEHHbLIX MeHeOyKepamu no npojaxam Ha
NPOTSXKEHUN OTYETHOrO Neproaa (eCTeCTBEHHO, OObIYHO NX Pa3henstoT Ha BXoasLme
N ucxogsuwme, N oueHMBalOT TenedOoHHbIE 3BOHKWN OnpeaeneHHon oUTeNbHOCTU — K
npumepy, gonbwe 30 cekyHa).

3. KonnyectBo NUMYHbIX BCTped =" I'Ip638HTaLI,I/II7I, npoBedeHHbIX MeHeO>XepomMm 0o
npogakam C KrineHtamMu.

4. Konn4ectBo NoAroTOBNEHHbIX NN oTnpaB/iIEHHbIX KOMMep4YeCKNX I'Ipe,D,J'IO)KeHI/IVI.

5. Konn4yectBo KIIMEHTCKUX CECCUN, O6CJ'Iy)KeHHbIX MeHe>KepamMnm no npogaxxam B
LI,I/ICprBbIX KaHas1laxX KOMMYHUKaunn (anax, MecceHO>Xepax, UM Takmnx rnpoaykrtax,
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kKak OTKpbITble NMHUN B Butpukc24, KoTopble O0ObEAVHSIIOT BbllLEnepeynCieHHble
KaHanbl obLLeHNS).

6. KonuyectBo o6paboTaHHbIX nMaoB (unn BHeceHHbix B CRM wnu 6a3y [aHHbIX
KOHTaKTOB NOTEHUMANbHbIX KIIMEHTOB).

7. Konn4yecTBO 3aK/toYeHHbIX MeHeO>KepoM OOoroBopoB wWin cCOaesiok, KoJin4ecTtBo
nostydeHHbIX onnar.

KoHeuHo e, 9TO Janeko He BCe METPUKU, MO KOTOPbIM MOXXHO OLLEHUTb UHTEHCUBHOCTb
OEeNCTBUN MeHedykepa Mo npogaXkam — Mbl NPUBENM TONbKO Hambonee nonynsipHbIe.
OpgHako gaxke No 3TMM NokasaTensam MOXHO CaenaTb NPOCTON BbIBOL — PYKOBOAUTENb
oTaena npopgax OydeT MPOCTO He B COCTOSIHAM MPOBECTU OLEHKY KONMNYEeCTBEHHOW
3 (heKTMBHOCTMN MEHeOKEPOB No npogaXkam 6e3 eanHon cucTemMbl U paboyen cpenbl
(workflow), koTopas dwukcupoBana O6bl KaXkgoe W3 MEepPeyYUCrIEHHbIX OEeNCTBUM N
napameTpoB. []la, Bbl MOXXeTe 3acTaBUTb BalMX MEHEOXKEPOB 3anncbiBatb B 6/IOKHOT WU
SNEKTPOHHYIO Tabnuuy CcBOM 3BOHKM unu GUKCUpOBaATb ApYyrne KOJNYECTBEHHbIe
nokasaTenu — OgHaKoO HMKOrga He CMoXKeTe BbITb yBEepPEHbI, YTO nHopMaunsa 3anosiHeHa
KOPPEKTHO U AOCTOBEPHO.

N TyT Ha nomollb pyKoBOOUTENO OTAENa NPOAaXK WM OUPEKTOPY KOMMaHMM CHoBa
npuxoaut cuctema CRM, roe nsHavanbHo npegronaraetcs hrkcaums Kaxaoro BaKHOro
N 3HaYMMOro OEeNcTBMsA Npofasua B paboTe ¢ kiveHTamu. bonee Toro — Ha ocCHoBaHWM
3ahrMKCUPOBaHHbIX AENCTBUA PYKOBOAUTENb CMOXET CreHepupoBaTb aBTOMaTU4ecKue
OTYEThI, KaK Mo KaXkoMy MeHeOXepy OTAeNa, Tak 1 No BCemy noapasneneHnto B LeSIoM,
YTO AACT eMy BO3MOXHOCTb BUAETb akTyasibHYIO0 1 06beKTUBHYO KapTUHY. Ha ocHoBaHuK
TakMX AaHHbIX MOXHO Oy[eT fAenaTb TOYHble BbIBOAbI O TOM, YTO B OTAene paboTaeT
OOMKHbIM 0b6pa3omM, a B Kakux 6nokax ecTb npobenbl, Tpebyouwme sanonHeHus. K
NPUMepPY — eCNv BULGHO, YTO MEHEOXKEPbI MO NpoaaXkaM 3BOHAT MEHbLLE N pexe, YeM OblNio
paHbLUe (M1 Yem NpeanonaraeTcsi No NPUHSTLIM B KOMMaHUM cTaHZapTam U HopmaTtieawm),
POIM He [o/mkeH [O0XWOATbCA OKOHYaHMS Mecsiya M cpbiBa nfaHa npopax. Ero
NepBOCTENEHHON 3aaayelnt 6yneT Koppekuusi OEVCTBUIA MEHeOKepoB (Yepes3 NMYHbIE U
obLleKkoMaHaHble 6ecefbl, MOCTAHOBKY HOBbIX 3a4aHui, CBA3aHHbIX C 3BOHKaAMU U
[eN0BOI aKTUBHOCTbLIO MPOAaBLIOB).

AHanornyHo — ecnn POl yBunguTt, 4TOo MeHeoxkepbl He gopabaTbiBaloT no paboTte C
BXOOALMMN NngamMmn (He yOoenstoT UM OOIKHOrO BHUMaHWS, 3BOHAT NO3Xe, YeM TpebytoT
CcTaHOapTbl 1 HOpPMaTUBbI OTAENa, ANCKBaNMMUUMPYOT nuabl 6€3 SBHOW MPUYnHBI), TO
Henb3s OyOeT >XkAaTb KOoHuAa Mecsua, U TONbKO MNOTOM nogBoauTb utorn. PearmpoBaTth
HY>)XHO OyOeT He3amMenuTeNnbHO — WHavye KOMMaHus noTepsieT He TONbKO 4acTb
NnoTeHUManbHbIX K/IMEHTOB, HO W 3aCNy>XUT OYPHYK CnaBy Ha pblHKe (Kak dupma, He
oTBevaroLLas gO/KHbIM 06pa30oM Ha 3anpochkl NEPCNEKTMBHbIX NOKynaTenen).
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A Kak >K€ KayeCTBEHHbIe NoKasaTesiv — BOSMOXHO S KOHTpONMpoBaTh Takxe Takme? C
ncnono3osaHnem bButpukc24.CRM (a Takxe wuHTerpauynen ¢ CRM TenedoHun,
9NEKTPOHHON MOYTbl U APYrux UMPPOBLIX KaHanoB KOMMYyHMKaUWW), PYKOBOAUTENb
oTAena npopax BrOJSIHE peasnlbHO MOXET OCYLIECTBASATb U Takon KoHTposnb. K uyucny
KayeCTBEHHbIX KpUTEepUEB, KOTOPblE MOXET oueHuBaTtb POl, ctont oTHeCTu:

1.

KoHBepcuto Ha pasfinyHbiX aTanax BOPOHKM MpodaX — Kaxk[aoro MeHemykepa
UHOMBMOyaNbHO U BCEro oTaena B LUenoM. OTOT OTHOCUTESNbHbIN MnokasaTesb
OOCTaTOYHO Ba)eH, Tak KaK XapakKTepuayeT CrnocobHOCTM npopasBua YnpaBnsTb
O6U3HEC-NPOLLECCOM MPOoAaXK W MPOBOAUTb KJMEHTa MO BOPOHKe npogax. Ecnu, K
npuMepy, KOHBEpPCUS NOOB B COENKU (peyb He o6 onnarax, a MMEeHHO O cTaguu
Coenka B CRM) y npopaBua 6yoeT HU3KOWN — 3TO HarnsaHO NOKaXkeT, YTO MeHeokep
He YMeeT WCMOoNb30BaTb WHTEPEC KAMeHTa K MNPOAYKLUUN KOMMAHUN OOSKHbIM
obpasom. Ecnun knneHTbl ByaoyT «3acTpsiBaTb» HA MEPBbIX aTanax BOPOHKW NMpoaaXx,
MOXXHO 6YOEeT NOHSATb, YTO NPOAABLY He XBaTaeT NeperoBOPHbIX HABLIKOB UM YMEHMS
3aKpblBaTb COENKMN.

CobnogeHe MeHeokepoM 3TarnoB npofdax. B Tex cnyyasax, korga MeHegy)Kep CBOUM
BOJIEBbIM PELUEHVEM NEPEHOCUT caesKy Ha aTarn NeperoBOpOB WM BbICTaB/IAET CYET,
He BbISIBUB Oaxke nepBoHavasibHble NoTpebHoCcTU kKnneHTta, POl gonykeH BMelwaTbCs.

Co6mo,u,eH|/|e CPOKOB HaxoXaeHuns cOoesikm Ha onpepesieHHbIX atanax rnpogax. Takne
HOPpMaTnBHbIE CPOKW yCTaHaBJ/IMBaeT PyKOBOACTBO KOMMaHUN U HenocpencTBeHHO
POl - n ecnun BMNOHO, YTO npodaBeLl He BJINAET Ha CBOUX 3aKa34uMKOB, N TepnesinBo
XKOET, NokKa OHM caMn Ha4vyHyT OencTBoBaTb, TO BO3OENCTBUE HeO6XO,EI,I/IMO OKas3blBaTb
Mo OTHOLWWEeHNIO K CaMOMY rnpoaasBLy.

KauecTBO neperoBopoB 1 cobntogeHe CTaHgapToB 00LWEeHNs ¢ KnueHTamu. [1nga Toro
4YTOObl MOXHO ObIIO BOOGLLE rOBOPUTb O TakOM aHanns3e, Heob6xoauMo B3ATb MOA
KOHTPOJIb KaHaslbl KOMMYHUKaLMN MEHELKEPOB C KMeHTamu — ans vyero Hy>kHa CRM-
cuctema. Ecnm meHepykepbl 3BOHAT KNMeHTam No TenedoHy (Uiv nonyyarT BXogsiumne
3BOHKM), TO POl He CMOXET CTOATb Y HMX 3a CMUHOW M CNylwaTb KaXabl guanor.
OpHako ecnu B Balen KoMnaHum ncnonbayetca (nnm 6ygeT ncnonb3oBaTbCs) cuctema
3anncun TenedoHHbIX 3BOHKOB (C nomoubto butpukec24.CRM, k npumepy), To y POI
6yaeT BO3MOXHOCTb BblIOOPOYHOrO MPOCAYWMBAHNA OTAENbHbIX 3BOHKOB. Ha
OCHOBaHUN 3TOr0 OH CMOXET [aBaTb OOpaTHYK CBA3b W PeKOMeHZaunm CBOUM
npoAaBuamM O COBEPLUEHCTBOBAHUM MNEPEroBOPHbLIX HaBbIKOB, OTMeYaTb YCMeLHbIE U
HeyOauHble KeNcbl. TOYHO Tak >Xe& MOXXHO MPOBOAUTL BbIOOPOYHbIN aHanm3 ObLLEeHMNS
MEeHeO>KepoB MO npojaxam C KAMeHTaMu MO 3NEKTPOHHOW noyTe U B OpYyrux
LUnpoBbIX KaHanax KoMmyHukauum — B butpukc24.CRM 6yayT XpaHuTbCcs nctopum
nepennckn ¢ KaxkapiM OTAENbHO B3ATbIM 3aKa34MKOM.

CobniogeHne MeHemkepamn MpaBun NPenocTaB/ieHUst KMEHTaM  crneumanbHbIX
YCNOBUN (CKWMOOK, paccpoyek nnaTtexa W T.0.). OTO OOCTAaTOYHO BaXkHbI hakTop,
KOTOpPbI HeNb3A oTAaBaTb «HA OTKYM» MeHedykepam Mo npopaXkam — UHaye OHU
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HauyHyT QaBaTb CKMOKM (UM BO3MOXHOCTb KynuTb 6e3 npeponnatbl) Haneso U
HanpaBo, C LeNblo 3aK/loYeHst MakCUmanbHOro KonmyecTtBa caenok. B otgene
npoAax (1 KoMnaHuM B LENTOM) OOMKHbI ObITb pa3paboTaHbl 1 yTBEPXKAeHbI NpaBusa,
COrNacHoO KOTOPbIM KJIMEHTbI MOFYT MOMYy4YUTb OT MEHEOXKEPOB JIbrOTHbIE YC/IOBUS
coenkn — a POl gonykeH KOHTpPoNMpoBaTb, HACKONBbKO NPoaaBLbl NPUOEPKMBAIOTCS
3TUX NpaBw/l, N He AaBaTb UM BO3MOXKHOCTY HapyLlaTb UX.

Ha ocHoBaHuUM aHanmM3a KONMYECTBEHHbIX N KA4YeCTBEHHbIX OENCTBUA MEHEOYKEePOB Mo
npogaxam n oToena npogax B LENOM, PykKoBOOUTENb OTAeNa CMOXET oKasaTb
npaeunbHoe N 3aeEKTNBHOE BNUSHNE HA paboTy cBoero nogpaspeneHus. Yem 6onblie
nHpopmaumm o penctemsx npopasuoB 6ymet y POIN, u 4yem HarnsgHee OypeTr aTa
NHopmauusi, TeM Npo3padHee N O0ObEKTUBHee OyOeT MPOLECC ynpaBfeHUs OTAENIOM
npogax. M, KOHeYHO XXe, 3Hass BCe CuUfibl U CrlaboCT CBOMX MOOYMHEHHbLIX B BGU3HEC-
npouecce Npoaax, PyKoBOAUTENb OTAeNa CMOXET KayeCTBEHHO MOTUBMPOBATb CBOWUX
Noa4YMHEHHbIX gobmeaTbes 6onee BbICOKUX Lenen. Ho ons aToro pykoBoamTenb OOSIKEH
Tak>Ke NpaBuJIbHO OLLEHNBATL TEKYLLME pe3y/ibTaTbl paboTbl OTAeNa NPoLaX.

K pesynbTaTtaM oTtaesa npoaak MoO>XXHO OTHECTU cnefyrowme riokasartesnn.

1. BbIpyyky OT Npogax (CymMmy MOCTYMNSIEHUA OT NPOoAaXK Ha CYET UK cHeTa KOMMaHum).

2. CyMMmy 3aKto4YeHHbIX NPOoAaBL.aMn CAENoK (hakTrnyecknin pesynbtaTt npoaax) — aToT
nokasatenb OyOeT oTaMyaTbCs OT MEPBOro B TEX CriyyasiX, Korga KIMEeHThI
paccuUnTbLIBAIOTCA C BalleN KOMMaHMen He No CTOMPOLLEHTHON npegonnare, a MMelT
BO3MOXXHOCTb paccpoyku nnatexka. [Mockonbky Tak 6blBaeT LOCTATOYHO 4acTo, TO
CTOUT OLEeHMBaTb 3TOT MnokasaTeslb oTaefibHo (M umeHHo ero POl 6yneT BuaeTh B
CRM-cucTteme npexae Bcero).

3. ,D,I/IHaMVIKy BbIMNMOJIHEHUA NHONBUOYAIbHbIX 1 KOMaHAbl Mj1aHOB Mo npoga>kam — 30ecCb
POIM 6y,u,eT BNOETb, KaKOB MNMPOUEHT BbIMNMOJIHEHUA IJ1aHa y Ka>Xgoro otaoesibHO B3ATOro
npogasua ”n BCero otaesia B LEJIOM. ,D,J'IFI 39TOro, KOHe4yHo >Xe, B oTaesie npogax
OOJI>KHO CYLLEeCTBOBaATb TaKoe rnJjiaHnmpoBsaHme B npmnHUuUne.

4. KonuyecTBo 3ak/tOYEHHbIX AOFOBOPOB (MM BbIMFPAHHbLIX COENOK) U KOMNYECTBO
MONyYeHHbIX oOnfaT OT K/AMEHTOB. TakXe MOXeT paccmaTpuBaTtbCsl O6bem
OTIrPY>KEHHOW NPOAYKLMN NN OKa3aHHbIX YCIYr (C KOSIMYECTBEHHBIM U BPEMEHHbLIM
N3MEpPEHNEM).

5. Tekywan pebutopckas 3afo/KEHHOCTb (Mbl FOBOPWUAM O TOM, YTO BO MHOMMX
KOMMNaHMSAX KJIMEHTbl He MNaTaT MOSIHYK CYMMYy MpW MOKYMKe, MO3TOMYy 3TOT
nokasaTeslb Tak>Xe BaXXHO KOHTPONMPOBaTh), 1 ee AvHaMuKa.

6. ARPA (cpemHuin yek). Mbl y>Xe roBopunvm O gaHHOM nokasaTenu, korga obcy>kganm
nnaHupoBaHne npogax. [lpu cHMXeHun cpegHero dYeka, POl pgonxeH
npoaHanManpoBaTb MPUYMHBbI TakKoro peaynbrTata — BO3MOXHO, pedb uaet o6
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yBeJIM4EHUN CKNOOK U POCTE npoaaxx Hanbonee He,u,opor0|7| npoaykunn, 4to He
BCcerga BbirogHoO KoMnaHun.

7. LTV (Lifetime-value, wnm nOXM3HEHHAss LEHHOCTb KJ/MEHTa). OTOT nokasaTtesnb
nokasblBaeT COBOKYMHbIA 0OXO[4, KOTOPbIN MPUHOCAT OTAENbHblE K/IMEHTbI 3a BCHO
NCTOPUIO B3aMMOZENCTBUS C HUMU. PocCT Takoro nokasatenss 6yaet rosBopuTb O
CTabUNBHOCTN MOKYMOK MOCTOSIHHbIX K/IMEHTOB Ballel KOMMaHuW, CHMXeHue — 06
obpaTHOM npouecce, YTO perynsipHble 3aka3ynkny nepectarT nokynaTtb, U Ha 3TO
HY>XHO pearnpoBaTb.

8. O6bem Upsell (npopaxkn AononHUTENBHbIX YCNYr U TOBapOB) — BaXKEH B TOM Cly4ae,
Korga y Balwero npegnpusitus ectb Kakon-To hiarMaHCcKuii NPpoayKT (MW HECKObKO
OCHOBHbIX TOBapOB), 1 OTAeNbHas rpynna gOMNoSHUTENbHbLIX TOBApPOB, KOTOPbIE MOTYT
6bITb NPEASIoXKEHbI MOKYyNaTesIto Noce NOKynk OCHOBHONM nNpoayKumun. K npumepy, Ha
aBTO3anpaBkax Bam MpoAaroT TOMNBO A1 aBTOMOGUNS, OOHAKO Bbl TAKXe MOXETe
KYNUTb >XMAOKOCTb OMbIBaTeNsl WAM YalKy kKode (B oxupaHum 3anpaBku 6aka).
Mpopaxa [onoSHUTENbHBLIX NPOAYKTOB, Kak NpaBuio, NPUHOCUT HEe O4YeHb 60MbLUYHO
BbIpy4YKy (Hanpumep, o 10-15 npoueHTOB BasioOBOW BbIPyYKM OT NpoOax), O4HaKo
NMEET OYEHb BbICOKYIO Map>XXNHANIbHOCTb, Y MOXKET MOBLICUTL NPUBbIIbL OT NPoAaXx.

KoHeuHo e, B 3aBUCMMOCTM OT Ballero 6usHeca n ero cneundukn, Taknux nokasarenemn
MOXET ObITb ropa3no 6onble. Kpome Toro, nx takxe TpebyeTtcs getanusnposatb (Mo
KaHanam un Tunam npogjax, reorpaduyeckum pervoHam U TOBapHbIM KaTeropusim,
npogaxkam HOBbIM WU PErynsipHbiM KNMeHTam, 1 Tak ganee). B 3aBucumocTn oT TOro,
coBnagarT M TeKylue nokasatenm npogaX C MIaHOBbIMA WAN HOPMAaTMBHbLIMU,
pykoBoOuTeNb OTOena Npogaxk MOXET NMbo ObiTb CMOKOEH (ecnu coBnagarT Wam
onepexxaroT), Un OosmKeH byaeT akTuBHee paboTaTb CO CBOMM OTLENOM, YTOObI ObIThb MO-
HaCTOSLLEMY yrnpaBAsAloLWYM NpoueccoM npogax. [lepxxaTb pyKy Ha nynbce cobbiTuin —
KJltoueBasi OTBETCTBEHHOCTb PYKOBOAUTENS OTAENA NPOAaX.

MoTuBMpPOBaHME MepcoHaa.

CucTeme MoTMBaLMKN OTAeNa NpoAaXk NOCBsLLeHa OTAeNbHas, AeBaTas rnasa ato KHuru.
MoaToMy Mbl He 6yaemM paHblue BPEMEHM OTKPbIBaTb BaM BCE TalHbl (B KOHLIE KOHLIOB,
HMYTO HEe MELUAeT BaM Cenyac CaMOCTOSITENIbHO MEPENTU K YTEHUIO OEBSATON rnaBbl) — a
obcyanM NuWb Teé MOMEHTLI, KoTopble kacatotcs ponu POl B MOTUBMpOBaHMM OTAena
npoaax.

LonxeH nu pykoBoantenb 6biTb NuaepomM? Kakom CTub ynpasieHns emy CTOUT BbliOpaTb
— aBTOPUTAPHbLIN UK gemokpartndeckun? Hackonsko 4yacto POl gonkeH xBanntb CBOUX
NOAYMHEHHbIX, N KaK 4YacTo — pyraTtb?
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YHuBepcasbHbIX OTBETOB Ha 3TW Bonpocbl HeT. OOHO OOCTOBEPHO TOYHO — MMEHHO
pykoBoAUTENb OTAena MNpoAaXK HEeceT OCHOBHYK OTBETCTBEHHOCTb 3a BbICOKYH
MOTUBALMIO CBOUX MOAYMHEHHbIX B JOCTUXXEHUM KOMaHOHbIX U UHONBUAOYANbHbIX LENsX.
Ona Toro 4tobbl 3TO ObIO BO3MOXHbIM, POl gonkeH Mcnonb3oBaTb crepylolime
WHCTPYMEHTbI:

1. Cuctemy nnaHupoBaHusi 1 uenenonaraHus. 3apgada POl — nocTtaBuUTb TOYHbIE U
MOHATHbIE COTPYAHMKAM OTAena nNpofdax Lenv 1 3agadv, U NOCTOSIHHO (EXXKeHedeNbHO U
Aaxe exXeaHeBHO) CNeanTb 3a UX OOCTUXEHUAMU. Ecnn coTpyaHmKn oTaena npopgax He
3HalT CBOW UHAMBUAOYasSIbHbIE MfaHbl MPOAAX WNW Opyrne HopMaTMBHblE MokasaTtenu
(KONNYECTBEHHbIE MMM KayecTBeHHble) — To 3apgaden POl aBnsetcs cBoeBpeMeHHO
NPeQoCTaBUTb UM  Takyl WHpopmaumio, ob6bsSCHUTL U ybeauTb NpPoAaBLOB B
PeannCTUYHOCTMN N HEOBXOAMMOCTI BbINOMHEHUS TAKUX M1aHOB.

2. yTBep)K,EI,eHHy}O B KOMMaHnm cnctemy MmotTmsauunn nepcoHasa. B noeane y4vyacTtmne POIM
B pa3pa60TKe TakOW CUCTEMbl, HO JaXke ecnuv emMy npmnageTtcda MnMMeTb Oeno C yXe
cornacoBaHHOM MoOLENbo BO3HarpaxgeHmna w noowpeHna npoaaBsuloB, emMy HY>XHO
cnegnTb 3a ee HeyKOCHUTEJIbHbIM BbIMNOJIHEHNEM. B aToM cMbICcne pykoBoauTESIb OTAOENa
npogax 4ABJiIA€TCA CBOEero poaa rapaHtomM nepen csomMMin ripogasuamMn, 4To KoMrMaHns
BbIMNOJIHUT CBOU 06s3aTeNbCTBa (KaK MarepumalbHble, TaK 1 HemaTepvlaanble) nepeg HMMmn
fnpn OOCTUXXEeHNN onpeneneHHbIX nokasareneun npogax. POIM OOJI>KEH ObITb rnocpeaHnKom
MeXay npogaBuamMnm N pykoBoaCTBOM KOMIMaHUN, N KOHTPOJINPOBATb CBOEBPEMEHHOE U
OOBbEKTVMBHOE Ha4uClieEHME BCEeX q)I/IHaHCOBbIX BOSHana)K,EI,eHI/IVI, n peann3adunto
HeMaTtepumalibHbIX (I'Iy6J'II/IKaLI,VI}O peVITI/IHFOB, Bpy4yeHne gursiomMmosB, 1 Tak ,u,anee). Ecnn uto-
TO BAOPYr rnowsio He Tak (HeCBOGBpeMeHHbIe BbiMj1aTbl, HEOTMEYEeHHblE BOBpPEMA W
OOJI>KHbIM O6p8.30M ycCrnelwHble I'IpO,D,aBLl,bI), nmeHHo POIT OOJI>KeH rnepBbiIM CTapaTbCA
NMnoBNATb Ha CATYauUuio. B rnasax cBounx MeHe[O>KepoB Mo rnpoga>am, POI1 aBnsaetcsa Tem
4eJ10BEKOM, KOTOprVI He TOJ1IbKO CTaBuUT LUe N (I'IOpOI7I — O4eHb Bbl3bIBaPOLIJ,VIe), HO U cnegnTt
3a Tem, 4YTOObI OOCTUKEHNE 3TUX Lienen conposo>XXaasoCb OO/I>KHbIM BO3HaArpaxgeHmnem
M NooLLpeHneM.

3. Cuctemy perynspHon obpaTHOW CBA3M U MOBbIWEHNSA KBanudukaumm nponasBLOB.
Mwuccusa POIT — oby4yaTb, nogckasbiBaTb, HAaNpPaBisTb NPOAABLIOB, C MOMOLLbIO 06paTHOM
CBA3M 00 WX KOMMYECTBEHHbIX U KA4eCTBEHHbIX LOeNCTBUSX. Hauxyawas cutyauus,
KoTopasi MOXET ObITb B oTAeNe npogax — korga POl He BnvsieT Ha CBOMX NPOAAaBLOB, He
NnoMoraeT UM COBEPLUEHCTBOBATb HaBbIKM NPOoAaXx, He ncrnpaeBnsaeT ux ownobku. Ho y Bac
Xe He Tak?

4. PerynsipHble COGpaHunst KONNEKTUBA — eXXeHefeNbHble U faXKe eXXeOHEeBHbIe NiaHepKu
Ha 30-60 MUHYT, B TeueHne kKoTopbix POl 1 obcyxaaeT ¢ oTAesioM akTyasbHbI CTaTyc
OOCTUXKEHUS OTOENIOM MOCTaBMEHHbIX LIeNeit U MiaHoB, KOPPEKTUPYET OeNCTBUS CBOUX

© 2017 «1C-butpuke» 115



BuTpnkc24©

npogasuUoB N HaMe4daeT HOBble 3adaHnA, KOTOPblE NMOMOryT oTaeny ,D,O6I/ITbCFI uenen, a
TakK>XxXe gaet Heo6xo,u,mmyro o6paTHyro CBA3b OJ14 NOoBbIlLEeHNA KBaJ'II/Iq)I/IKaLI,I/II/I npogaBLoB
1N coBepLueHCTBOBaHNA MU TaKTUK rnpodax 1 rneperoBoOpHbIX HAaBbIKOB.

MooBenst utorn rnaebl 06 ynpaeJsieHn1 oTAaesioM rnpopgax, HYy>XKHO caefaTtb cnenyrwimne
BbIBObl:

1. Hanbonee adhdekTBHOE ynpasneHne oTae oM NpogaXk NponcxoauT Torga, korga
B KOMMaHWUM €CTb YEeTKUM Habop METPUK, MO KOTOopbiIM OyOeT oueHMBaTbCs
ahPeKTUBHOCTL OTAeNa Npoaax.

2. Mo 3TUM MeTpuKaMm Hy>XXHO OTCnexuBaTb paboTy oThena He TONbKO MO uUToram
MecsaLua, HO 1 (TaMm, rae 3TO BO3MOXHO), eXXeHeaeTbHO UM eXKeOHEBHO.

3. Jlyywmm nOMOLLHMKOM Kak pyKoBOOUTENSA oThena npoaax, Tak U MeHemkepa onsg
Takon otyeTHocTn cTtaHoButca CRM. Butpunkc24.CRM pacTt BO3MOXHOCTb U
BUOETb aKTyaNbHYIO N OOCTOBEPHYHO MHGMOPMaLMIO O TOM, YTO MNPOUCXOAUT B
oTaene npogax, M KayeCTBEHHO YNpaBnATb OTAENOM WAWM WUHAMBULYASIbHOW
paboTon npoaaBLoB Ha 6a3e Takon nHopMaLmn.
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["naBa 8. PuHaHcoBasa gucuunanHa otaesna npooax.

B aTon rnaee Mbl ¢c Bamun noroBopmM O TOM:

1. Kak cgenaTb Tak, YTOObI KNNEHTbI NNaTuIn BOBpEMHA.

2. Kak KOHTpPONPOBaAaTb CKNOKN WU 60HbeI, KOTOpPblEe MeHeO>Xepbl NpeaocTaB/IAOT
KJINeHTaM.

3. Kak opraHu3oBaTb KayecTBEHHyl0 paboTy C [OOKYMeHTaMmu, KOTopble
COMPOBOXOAOT CAENKN B Ballell KOMMNaHuu.

B uenom aTta rnaesa o TOM, Kak nognep>XXmBartb CbI/IHaHCOByIO ancuunrindy B otgene
npogax. ,D,J'IFI Hayana gasanTte onpegennmMmcda ¢ TeEpMNHOM — YTO XKe TakKoe <<CbI/IHaHCOBaFI
,EI,I/ICLI,VII'IJ'IVIHa»? 10 CTporoe CO6J'IPO,EI,€HVI€ npasw1 yCTaHOBJIEHHbLIX rpaBul1 npunemMa un
Oq)OpMJ'IeHI/IFI onnart oT KJINeHTOoB, corjiacoBaHnA ycn0|3|/||7| CbI/IHaHCOBOFO coTpyoHn4yecTBa
C KIMIMeHTamMu.

MNMoyemy 3TO BaxxHO? Balle npeanpusitue MoXeT NPOoV3BOAUTL MPEKPACHYIO MPOAYKLUMIO
NN OKasblBaTb 3amMevaTtesibHble U Noe3Hble YCyrk, KoTopble 6yayT BOoCcTpeboBaHHbIMM
Ha pbiHke. OT nokynartenen He 6yneT oT6os — U Ha Bymare, B OT4YeTax U B LOKYMEHTax
o6bem npoaax B Bawen prpme 6ynet 60nblMM 1 NpuBfiekaTenbHbIM. Ho npn aToM Ha
pacyeTHOM CYETe MM B Kacce Npeanpusitus MOXeT okasaTtbes nycTo. Kak »ke Tak?

nOCKOﬂbe Bbl YNTaeTe KHI/IFy 06 otgene rnpopgax, 1o abCOMOTHO MOHATHO, YTO pedb
NnongeT He O KakUx-TO He3araHMpoBaHHbIX 3aTparax, KOTopble MnpuBesin K TakKoMy
COCTOsIHMIO. Her, npeanpudaTne MOXeT TakXe TepdATb OEeHbrn B pe3yrsibTaTte 0encTBnin
cBoux npoaaBsLoOB. PaCCMOTpI/IM MPWYNHbI, KOTOPbIE NMPUBOOAT K 3TOMY.

1. OTcyTCTBVIe KOHTpPOA Hag ,D,66I/ITOpCKOI7I 3a00JI>KEHHOCTbIO KITMEHTOB.

2. ﬂpe,D,OCTaBJ'IeHVIe Hecor/1acoBaHHbIX CKNOOK WK crieynanbHbIX ycn0|3|/||7| NMnOoCTaBOK
Ha yCMOTpeHmne rnpoanasLoB.

3. HenpaBunbHOe, HeKa4YeCTBEHHOE WIN HECBOEBPEMEHHOE [OOKYMEHTaNbHOoe
ochopMIiEHNE COENOK.

PaboTa ¢ 0ebnToOpCKOM 3300/ PKEHHOCTLIO.

Hu ons Koro He CEKpPET, UTO KOHKYPEHLMSA Ha 6ONBbLUIMHCTBE COBPEMEHHbIX PbIHKOB TONTbKO
Bo3pacTaeT. B pesynbTarte ganeko He Bce NPOAYKTbl MOKynaTenu roToBbl MOKynaTb Mo
CTOMPOLIEHTHOW Npepgoniarte — U gaxe B PO3HUYHbIX CETAX WM TOProBbIX LEHTpax
CerofHs MOXXHO AOCTATOYHO NMPOCTO OPOPMUTL MOKYMKY B KPEOUT U B paccpouky. Mbl
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He 6ygemM nuccnegoBaTb MexaHU3mbl paboTbl (PUHAHCOBLIX U KPeouUTHbIX OpraHu3auuii, u
OCTaHOBMMCS TOJIbKO Ha CUTyauusix, B KOTOPbIX MOKyMnaTesib Nosy4aeT OTCPOUKY nnarexa
(MMM BO3MOXHOCTb BHECTU TONIbKO YaCTU4HYIO NpeponsaTy, C MnoraweHnemM OCTaslbHOM
4yacTM CTOMMOCTM ToBapa B Te4YeHue ornpenefieHHoro BpemeHu). [opasnTenbHo — HO
OFPOMHOE KOJIMYECTBO COBPEMEHHbIX MPeanpusTuin (BHe 3aBMCUMOCTU OT pblHKA, Ha
KOTOPOM OHW paboTaroT) CerodHsi He YyMelT [OMKHbIM 06pasoM KOHTPONMPOBaTb
cutyaumto ¢ ebuTopcKON 3ad0/IKEHHOCTbIO (QonramMm CBOMX KIIMEHTOB 3a YXe
OTFPY>KEHHYIO MPOAYKLUMIO WAN OKa3aHHble ycnyru). KaccoBblil paspbiB (HELOCTaTOK
(hmHaHCOBbLIX CcpencTB y NpennpusTusi, Korga onnaTbl OT K/MEHTOB He MpUXoasT
CBOEBPEMEHHO) YacTo MPOUCXOAUT He TOMbKO WU3-3a HeymMeHusi (UHaHCOBOMO
AenapTameHTa KayecTBEHHO NnaHMpoBaThb 6I0OKET, a UMEHHO Ha YpPOBHE oTAeNa Npoaax.

Ons Toro u4To6bl MpoAaBubl AOMKHbIM 06pPa30M  KOHTPONMPOBasiM  (hMHAHCOBYHO
AVCUMNIIMHY B CBOEM OTAeNe, Heo6X04MMO NPUAEPXKUBaTLCS CTPOroro npasmna — caeska
cocTosifiach Toraa, Korga nocTaBLUVK UK NPoAaBel, Nosy4Ymnn NosHbIA pacyeT OT KNNeHTa.
Ha npakTuke >Xe MeHepykepbl MO Mpopaxkam CYMTalT CBOe AeNo caefiaHHbiM B TOT
MOMEHT, Korga nokynaTesb MOATBEPAW CBOE HamMepeHue KynuTb, U (ecniv ycnoBus
KOMMaHWM MO3BOMIAOT eMy 3TO chenaTtb), BHEC NepBOHauyalibHblIi NiaTeX 3a CBOH
nokynky. Bce, 4to npoucxoouT C AanbHeAWWUMKW nnaTexxamu, npogasubl MOryT
OoTCNeXmBaTb He HaCTONbKO BHMMATENlbHO WM He MposIBNATb  [LOCTaTOYHYH
HacTOMYMBOCTb B paboTe C TakMMK KNveHTamu. [ns Toro 4tobbl 3TOro mnsbexatb,
PEKOMEHAYETCS NPUAEPXKMBATLCS CreayoLnxX NpaBut:

1. CoTpygHuKM oTgena npodaX [AOoMKHbl 6biTb B 06si3aTeNlbHOM — nopsioke
npovHgopMMpoBaHbl (MOA POCMNChb) 06 YCMOBUSIX MNPELOCTaBfEHUs KJIMEHTam
OTCPOYEK UM PACCPOYKIN MnaTexa.

2. OTcpouka nnarexka nnm paccpodka MoXKeT ObITb NpeaocTaB/ieHa KIMEHTY TONBLKO Npw
Hanuuun nognucaHHoro [dorosopa (MM6o npunoxenus K [loroBopy), B KOTOPOM
CTPOro YyKasaHbl YCNOBMS MOraweHns 3ado0/KEHHOCTM W  OTBETCTBEHHOCTb
nokynaTtensi, €CnvM [OaHHble YycnoBusi OyayT HapyleHbl C ero CTOPOHbl. Takown
OTBETCTBEHHOCTbIO MOryT ObITb pas3nuMyHbie wWTpadbl, NeHs 3a NPOCPo4YKy. Ha
npakTuke OONbLWMHCTBY NPEeanpuaTUiA  He  MPUXOOUTCS  CTalkuBaTbCA C
HEOOXOANMOCTbIO WUCMNOSIb30BAHUSA TaKMX CaHKUWM MO OTHOLWEHUAM K KIIMEeHTaM —
OOHaKO €eCTb [OOCTaTO4YHOE KOMMYEecTBO cyaebHbiXx npeueneHToB (Korga gonru
NpuXoaMTCA BO3Bpallatb 4epe3d cyn). M ecnu mMmeHepkep oTgena npogax He
nosaboTtuncs 06 MHHOOPMUPOBAHMUMN KIIMEHTA O TakKuX YCNOBUSIX, TO OTHOLUEHUS1 C
KJIMEHTOM MOTYT ObITb MCMOPYEHbI HaBcerga. A B LENOM Xe, UMEHHO Hann4yme 4YeTko
nponmncaHHbIX 064a3aTensCTB 0OOMX CTOPOH Apyr nepen Apyrom aenaet nwobon
[loroBop He hOpPManNbLHOCTLIO, @ BaXKHbIM AOKYMEHTOM.

3. OTBeTCTBEHHOCTb 3a cBoeBpeEMEeHHOE cornacoBaHne ”n nogrnncaHne AOOKYMEHTOB,
KOTOpPblE pernameHTUpyroT npenoctaBrieHne KineHTam ycn0|3|/||7| OTCPO4YKN NN
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paccpoyknm nnarexa, HecytT WMMEeHHO COTpyAdHMKWM oTaena npoaax (I'IOCKOJ'Ibe
OOKyMeHTaJibHOEe OCbOpMJ'IeHI/Ie SIBNSAETCA HEOTHbEMIEMOWN YaCTbO MHOMMX C,D,eJ'IOK). Ha
NnpaKkTnke HEKOTOpbIe nponasLbl npeaonoynTaroT <<I'Iepe6pOCV|Tb>> TaKyto
OTBETCTBEHHOCTb Ha }OpI/I,D,I/I‘-IeCKI/IVI oTaern, 6yxranTepOB nnn opyrux CoTpyoHmMKoB —
PO OOJI>KEeH cnegntb 3a TeM, 4yTOObI €ro MeHe[>Kepbl NTOHMalIn N CO6J'IPO,EI,8J'IVI CcBOKO
OTBETCTBEHHOCTb.

4. TlnaHbl NpoAaXk KOMMaHUM OONXKHbI BKNOYaTb B cebsl oTAeNbHble (DUHAHCOBbIE NNaHbl
Mo noraweHunto gebuTopcKon 3ad0/1>KEHHOCTUN (B COOTBETCTBUN C COMlacoBaHHbIMM
[loroBopamn ycnoBusiMv), 3TW MnaHbl AOSKHbl KOHTPOSIMPOBATLCS CO CTOPOHbI
MeHeO KepoB OTAENIOB NPOoAaXx, CONPOoBOXAaLWMX paboTy ¢ AaHHbIMU KNMeHTaMu, a
Tak>XXe CO CTOPOHbI pykoBoautens otaena. W, koHeuHo e, POl 1 ero nog4nMHeHHble
OOSKHbI NMPOBOAUTL PErynsipHyto paboTy C KAMEHTaMW, 3a KOTOPbIMU YUCINTCS
nebuTtopckas 3afgo/KeHHOCTb, YTobbl 3T NNaHbl BbINOAHANNCL. Peyb, KOHEYHO Xe He
noet o pabote «BbllWmMbanamn» — MEHeLKep OTAeNa Npoaax AOSKEH CBOEBPEMEHHO
YTOUHATb Yy TakMX KJIMEHTOB MfiaHbl MO onfartam, NPoBepPsTb, HET NN C BbIMOSIHEHNEM
3TUX MNJIaHOB KaKMX-M60 NMpPO6MEM CO CTOPOHblI K/MEHTOB, @ MPU HaIN4yMn Takux
npobnem — onepaTvBHO MHOPMMpPOBaTL pykoBoauTenst otaena npogax. POIM, B
CBOIO  oyepedb, [OOMKEH B3aMMOOeNcTBoBaTb C  TEMU  CTPYKTYPHbIMU
noapasfaeneHsaIMmn KoMnaHmm, KoTopble oTBeYatoT 3a UHaHChI, 1 NPefoCcTaBIATb UM
aKTyaslbHYlO M KOPPEKTHYO MHMOpMaunio O cTaTyce NPOCPOYEHHON AebGUTopCKOo
3a00/1)KEHHOCTM.

5. MeHep>kepbl oTAeNa Nnpoaaxk AOMKHbI BnageTb MHdopmMaumen o6 onnarax, KOTopbIMU
KJIMEHTbl norawarT OebUTOPCKY 3a[0/MKEHHOCTb — NGO OTCYTCTBUM TaKOBbIX
onnat. OTO MOXHO peanu3oBaTb HenocpeacTseHHo B CRM. B butpukc24.CRM ecTb
BO3MOXXHOCTb MHTErpaummn AaHHbIX O BbICTaBIEHHbIX cYeTaxX C NOMysipHON CUCTEMOM
1C, n Bbirpy3ska B CRM nHdopmauum o Bcex onnarax, KoTopble NOCTYynNunn nNo Taknum
cyeTam), 4To byget Hambonee ygobHbIM BapuUaHTOM — HO MOXKHO TakxXe 1 obecneunTb
PErynsipHbln OOCTYN K pPeecTpy AO/MKHUKOB WM AaHHbIX 06 onnaTax KAMEHTOB
pykoBoOuTeNnto othena npogax m meHepykepam. POl MOXeT Takke NpoCTaBnsTb
CBOMM COTPyOHMKaM 3afaudl, CBA3aHHble C HeOoO6XOOMMOCTbIO YTOYHUTb CTaTyC
noraweHne 3ag0/KEeHHOCTM — W Takue 3agaHus  6yayt  oTobpaxkarbes
HenocpeacTeeHHO B butpukc24.CRM. MNpopgasupl 6yayT HarnsgHoO BUAOETb, C KakuMm
KJIMEHTAMM N B KakKne CPOKM NM Heo6XxoauMo CBA3ATLCA.

6. B cnyyae BO3HMKHOBEHUS CEPbE3HbIX PUCKOB TOro, YTO 3a40/IKEHHOCTb He OygeT
norawleHa KJIMeHTOM (4aCTUYHO WUin NosHOCTbIO), POl gonkeH NMYHO nogKto4vaTbes
K paboTe C TaKUM KJ/IMEHTOM, 1 (B 3aBMCMMOCTM O HaINYMNN Y HErO TaKMX NOSIHOMOYNIA)
nMbBO CaMOCTOSATENbHO MHULMNPOBATL B3biCKaHWe gonra B cygebHom nopsigke, nmbo
cornacoBblBaTb AaHHbIA BOMNPOC C OPUOVNYECKMU MU (PUHAHCOBLIMK Cy>kK6amu
KoMnaHnm, Nnbo HaxoauTb (COBMECTHO C K/IMEHTOM U OTBETCTBEHHbIMU 32 (DUHAHCBI
nogpasgeneHnsaMm cobCcTBeHHON (hMpPMbl) BapuaHTbl PeCTPyKTypu3auum goara uam
W3MEHEHWNI YCNTOBUW BbINAATbI.
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7. [o ntoram oTyeTHOro nepuoga (Mecsua, keaprana, roga) HeobxogMmo obs3aTesnibHO
obcyouTb B OTAENe MNPOAaX CUTyaumto, CBA3AHHYIO CO CHIOXKHbLIMK ClyyasMu Mo
noraweHnto OebuTopcKon 3a00/IKEHHOCTU KOHKPETHLIMU KIIMEHTaMWN, N MPUHSATb
Mepbl HE TOMBKO MO PELLUEHNIO TaKUX CUTYaUUiA, HO 1 MO NPegoTBPaLLEHNIO NOSOOHbIX
cnyyaes B 6yayLiem.

NMomMHMTE, YTO cama no cebe OebGUTOPCKas 3a[00/KEHHOCTb He SBSIETCA KakKUM-TO
HeraTMBHbIM (DaKTOPOM — €CN Balla KOMMaHUs TOYHO CrlaHMpoBana cBok UHAHCOBYHO
OEeATENbHOCTb, U MOHMMAET, KaK 1 U3 KakuX MCTOYHUKOB OYyaeT NOoKpbIBaTb HegocTaroLme
o6opoTHble  cpenctBa. [lpobnemolt  ABNSeTcA  MNPOCPoYeHHas  gebutopckas
3a[J0/TKEHHOCTb — U C 3TOW NpobnemMor OoNMKHbl 60POTbCS, B NEPBYIO ovyepenb, UMEHHO
nponasLbl.

PaboTa co CKnOKaMn 1 crieunasibHbIMN YCITOBUAMMN.

N cHoBa BepHeMcsi K KOHKypeHumn. OHa 3a4acTyto MpuMBOOUT K TOMY, YTO KOMMaHUN
NpoAalT MOXOXY WM OOQHOTUMHYH MPOAYKUMIO, OKa3blBAeT AOCTAaTOYHO CXOXMe
ycnyrn. Ecnm Baw 6U3Hec He SIBASIETCS MOHOMOJbHLIM UM NMOSIHOCTBIO YHUKASIbHLIM, TO
BaM npuaetcs 60pOTbCA 3a KOLWENbKM K BbiOGOP KIMEHTOB C APYrMMM MOXOXMMM
nocTtaBwmkamn. OOHMM U3 UHCTPYMEHTOB B Takol 6opbbe sBNstoTCS creumanbHble
(hmHaHCcOBbIE YCNOBMSA NpPoAax — WK, roBOps MpoLle, ckuakn 1 6oHycbkl. Co ckmakamm
BCE MOHSITHO — 3TO YMEHbLUEHNE CTOMMOCTW NPOAYKTa WM CepBUca Ha OMNpeneneHyro
BENNYMHY (KaK MpaBuiio — B MPOLEHTHOM OTHOLWEHUN, HanpuMmep — Ha 10 NPoLEHTOB),
KOTOpOE NMpoucxoguT nmbo B pesynbTaTe NeperoBopoB MexXAy OTOeNbHbIM K/IMEHTOM U
npodaBLOM, WM B pe3dynbTaTe peleHnss pPyKoOBOACTBA KOMMaHWM (ToTaslbHble
pacnpogaxun C GUKCUPOBaAHHOM CKMAKOW, Kak npumep). Ckmgka MoXeT 6biTb
npefocTaBfieHa Kak Ha TeKYLLYo MOKYMKy, Tak U Ha nocneayowme (B Buae nporpaMmmsl
NOSANIbHOCTY UM NEPCOHANIM3NPOBAHHOIO NPEaSIOXKEHUS]).

BoHyc e BoBce He 06si3aTeNibHO ByAeT NPeaoCcTaBeH B AEHEXXHOM 3KBMBaNeHTe (XOTS
3TO MOXET ObITb ONpPeAeneHHasi CyMma, KOTOpyH NoKynaTesb Nony4aeT B BUPTYaslbHOM
NN peasibHOM BOMIOLLEHNW, OIS OCYLLECTBeHMs ByayLwmx noKynok). Yacto 6oHycamm
ABNAOTCSA OOMNOSIHUTENbHbIE, YCNIOBHO 6GecnaTHble UM NOTHOCTLIO GecnnaTHble ToBapbl
WNM  yCnyrn, a TakXke MOBbIEHNE KayecTBa-KONMYECTBA-NPoOYNX MNapamMeTpoB
nprobpeTeHHOro Npoaykra 6e3 NoBbILLEHNS LIEHbI.

Hanpumep, Bbl 3a6pOoHMpPOBan B FOCTUHULLE CTaHOAPTHbIA HOMEP — a B KayecTBe GoHyca
nonyunnn 6e3 ponnatbl HOMeEp «IoKC», Nn6o Kynunu aBTomMobunb B 6GasoBoi
KOMMneKkTauumn, a 6oHycoM AJisi Bac CTasio yfyylleHne HauMHKN MallWHbl, 3a KOTOpoe B
06bIYHbIX YCNOBUSIX MPUWIOCH 6bl AonnatuTb. B HEKOTOpbIX cnydasix MeHegkep Mo
npodaxam He WMEET HUKAKOro BSISIHUS Ha CKUOKWU WK BGOHYCbl, KOTOPbIE MOXET
NONY4YnTb KINEHT (Kak NpaBuio, Toraa 3To pernaMeHTUpyeTcst OTAENOM MapKeTuHra). B
OPYrMX CUTyaumsix peleHMEM PYKOBOAWUTENS KOMMaHUU WK npaBuiamMn  npopax
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npoAaBubl MOSy4YalT BO3MOXHOCTb MPUHATMS JIMYHOIO PELUEHUST O TOM, MONy4YnuT
noTeHUManbHblA NoKynaTenb OUCKOHT (CKMAKY), unu HeT. Tak genawT Torga, Koraa
NPOoAaXKM HOCHAT KOHCYJIbTaLMOHHbIN XapakTep, Unn xe Y dupMbl MHOXECTBO pPerynsipHbIX
npoAax (M Hy>XHbl AOMONHUTENIbHbIE MHCTPYMEHTbI OJ1 MOTMBALMKN KIIMEHTOB). A nHoraa
PYKOBOACTBO MpennpusiTus NpoCTO OPUEHTUMPYETCS Ha MoOBEAEHME KOHKYPEHTOB (OHU
AatoT cknaku oo 20 NPoLEHTOB — 1 Mbl TOXe 6yAeM, YTOObl He MOTEPSTb 3aKas3unkos!).

B uyem >xe gomkHa nposiBNsSTbCA MHAHCOBas AUCLMMNINHA MEHeaXKepa Mo npopaxkam,
NMEIOLLIEro B CBOEM apceHasie BO3MOXHOCTb MPedoCTaBfsiTb K/IMEHTaM CKUOKWA WK
6GOHYCbI?

1. Otaen npopax AosXKeH 6biTb CBOEBPEMEHHO 1 B NOSIHOM 06bemMe NPONHMOPMUPOBaH
O npaBunax NpenocTaBNeHNss U pasmMepax CKUOOK, creumanbHbIX YCNOBUA WK
6OHYCOB ANs1 PasfMyHbIX FPYNn KAMEeHTOB. Ecnn pasmep CKuaku npu HacTynjeHum
ONpPeaeneHHoro ycnoBust (Hanpumep — KIMEHT COBepLUaeT MNEPBYHD MOKYMKY Ha
ONpeaeneHHYH0 BbICOKYH CYMMY) MOXXET BapblpoBaTbCS (LONYCTM, COCTaBNSATb OT 5
£o 10 NpoueHTOB, Ha YCMOTPEHNE MeHeOyKepa Unn pyKkoBoaAUTENs oTaena npoaax),
TO COTPYAHMKM OTAeNna NpoAaax OOMKHbI UMETb MOCTOSIHHBIA AOCTYN K LWKane Takux
CKNOOK UK 6oHYCOB, YTOBbI UMETH BO3MOXHOCTb NPOBEPUTL MHGopMaLuto. [aHHble
npaBuia [ofkHbl 6biTb pa3paboTaHbl, YTBEPXKAEHbl U MOANUCaHbl PyKOBOLCTBOM
KOMMaHum.

2. B cnyuae, ecnun nHhopmaums o cUCTEME CKUAOK UM BOHYCOB SIBNSIETCSA OTKPbLITON U
ny6aMYHOM NSt KNMEHTOB (BKJItOYasi YCoBUSI NPenoCcTaBeHnst CKUAOK), MeHeOXKepbl
oTaena npofdax [AOMKHbl YMETb OTBETUTb Ha Ntobble BOMPOCHI MOTEHLMaNbHbIX
K/IMEHTOB B JINYHOM OBLLEHNM O [AHHOWN CUCTEME.

3. B cnyyae npoBefeHusi No nHMUMaTMBE OTAENa MapKETUHra, PyKOBOACTBA KOMMaHNM
nnn nMobbIX [PYrnx YNOMHOMOYEHHbIX MOAPA3AeneHnn, crneumanbHbiX akuui c
NPeLoCTaBfeHNEM KIMEHTOB CKUOOK WNN GOHYCOB, MeHemykepbl OTAena npopax
AOMKHbI 06naaaTh Bcen nHgopmaumern o6 yernoBusix Takux akumii U MCNosib30BaThb KX
ANS CTUMYNIMPOBaHUS! pocTa Npopax.

4. B cnydae uHuumatmebl otgena npogax wnm POl o npoBeneHun nogobHbIX akuumi,
HeobxoanmMo B 06si3aTeslbHOM NopsigKe cornacoBaTb X C PYKOBOACTBOM KOMMaHMN,
M HN B KOEM Cly4ae He 03BYy4MBaTh KSIMEHTAM BO3MOXXHbIE cneuyarnbHble YCoBus 0o
TOro, Kak Takasd akuusi 6yget oduumanbHO yTBEepXXOeHa BHYTPWU KOMMaHUM ee
PYKOBOACTBOM UNK crneunanbHO YNoHOMOYEHHbIMN NoapasaeeHnsiMN.

5. MeHe,cpKep no npogaxamMm HW Npn KakKux obcToATeENbCTBAX HE WMEET rnpasa
npenocTtaBsiATb KIMeHTaM CKUOKy nin 6OHbeI BblLLE, YEM MaKCUMasbHbIN pasmMep nnn
obbem yTBep>XAeHHbIX B KOMMNaHUN cneunaribHbIX ycn03|/||7| Ons KnneHTos. B cliyyae
Ba>XHOM NN OCOBEHHO prI'IHOVI coesnkun, ond 3aBepLlleHns KOTOpOVI HeOGXO,EI,I/IMO
npenoctaBnTb KIIMEHTY criedynarbHble yCNoBUA, OT/IMHalOWMNECA OT COrsilaCoBaHHbIX
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BHYTPW KOMMaHNWN, MeHeO>Xep Mno npogakam AO0JKEeH corjlacoBaTtb y pyKoBOOUTENA
otaena npoaax Takyto BOBMO>XXHOCTb, N HE OaBaTb KJIMEHTY HUKaAKUNX o6eu.|,aH|/||7| 0o
cornacoeaHug Bornpoca. POI, B cBoto oyepenb, OOJI>KeH 60 NMEeTb NOTHOMOYMS Ha
npenocrtassieHne B oTAes1IbHbIX HECTaHOAPTHbIX CUTyaunsax (prI'IHbIX cTparerm4ecknx
cOenioK nnn OCOBEHHO BaXKHbIX Oonga KoMmnaHum KJ'II/IeHTOB) TaKnx Cneu,ycnosvu7|, nmbo
>Xe 06s13aH cornacosarb 3TOT BOMpoOC CO CBOM PYKOBOOCTBOM.

6. MeHepykepbl No NpoAaxkam HUKOrAa He OOMKHbI 03BY4YMBaTb MOTEHUMANbHBIM U
OENCTBYIOLMM K/IMEHTAM MaKCUMalbHbI pasMep CKUAOK, KOTopble NpenocTaBnsieT
KOMIMaHusl, eciv 3TO He siBNsieTcs Ny6n4yHon 1 obeocTynHom nHpopmaumen.

7. MeHe,D,)Kepbl no npopgaxam, KOTopble WMEKT MNOJIHOMOYNA CaMOCTOATENIbHO
ornipenendaTb pas3Mep CKUOKMN Ond KJneHTa, 0643aHbl HauMHaTb neperoBopbl C
KJIMeHTaMn O BO3MOXXHOCTU npenocTaB/ieHNA CKNOKA (I/IJ'IVI 60Hyca) C MNHUMaJIbHO
BO3MO>XHOIO BapuaHTa, He 03By4dMBasd cpasy Xe 6onee BbiCOKME ONCKOHTbI.

8. Bce cneuyuanbHble yCNOBUS, KOTOPbIE KITMEHT NONyYatoT OT MeHeLKepa no npogakam
(B pe3ynbTare neperoBopoB NN NPOBEAEHNS MAPKETUHIOBbIX akuunin) JOMKHbI ObITb
oTobpaxeHbl B CRM B kapTouke coenku.

Mouemy cobntogeHne aTnX NpaBun Tak BaXkHO? Bce oueHb NpOCTO — MHOMMe NpeanpusaTms
NMET pPeHTabenbHOCTb (OTHOCUTENbHBLIM MokKasaTtenb npubbian) Ha yposBHe go 15-20
NPOLEHTOB B CTOMMOCTU ToBapa wunu ycnyru. [pegocTaBneHne MeHeo)KepoMm CKUAOKWU
KJIMEHTY (Oa>ke ecnm OH MMEET Ha 3TO NpaBoO, COrNacHoO NOSIMTUKE NPOAaXK KOMMaHuW) B
pasmepe 10 NpPoLEHTOB MOXXET YMEHbLUWUTL NPUBbLIL KOMNAHUN OT AaHHOW COENKN BOBOE.
Ecnn Baw 6n3Hec No3BoNSAET NpoagaBaTb BoobLle 63 CKMAOK — BOCMOJSIb3YUTECH TakKom
BO3MO>XHOCTbHO, EC/N XKe NPOoAaXKN HEBO3MOXHbI 6€3 CKUAKM Ui 6oHyca — nocTapanTeCh
MVHMMN3NPOBATb BNSIHUE MEHeO KEePOB OTAea NPOoAaX Ha YBENMYEHNE KITNEHTY CKUAKN
(Ha cob6CTBEHHOE YCMOTPEHNE MEHEOKEPA).

PaboTta ¢ JoKyMeHTamu.

BonblWMHCTBO MeHea>kepoB No npogaxkam nobut paboTy ¢ nogbMin. Vim HpaBuTcsa BECTH
neperoBopbl, yoexxaaTb, MNOOLPATbL KIIMEHTOB K MOKYyrnKe. A BOT KOHTPONMPOBaTb BMECTe
C 3TUM O0OPMIIEHME BCEX HEOOXOAMMbIX OJ11 COENOK OOKYMEHTbl — HE O4YeHb 6AT.
Kakne >e CNOXHOCTM MOryT BOSHUKHYTb, €CNM MeHeOKepbl He MPOKOHTPONUPYHOT
odopMneHne BCEX HEOOXOANMbIX OJ151 COENKN OOKYMEHTOB?

1. B pesynbTate HeOoMNOHMMaHWA BO BPEMSI MNEPEroBOPOB, MEHEOXEPbl MOryT
noobeLlaTb K/IMEHTY HE COBCEM TO, YTO CNOCO6HA BbINOMHUTL Balla KOMMNaHUs (pedb
NOEeT O KOHUrypauum NnocTaBkKy, CpoKax, YCNoBrsX 06CNy>KMBAHMS U BKIIKOYEHHbIX
B CTOMMOCTb YCNyr U cepBucoB). Ecnn B pesynbTate Takux NeperoBOpoB KIINEHT
BrieyaTnMTcs obelaHnsamMn MeHepykepa, M nposedeT onnaty, 6e3 nopnucaHus
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nogpobHoro n petanbHoro [loroBopa, B KOTOPOM 6yayT BK/OYEHbI BCe Baluu
o6s13aTeNbCcTBa, Kak npogasua, To... B nydwem crnydyae, KNMMEHT NPOCTO NoTpebyeT
BEPHYTb OeHbrM 06paTHO — B XyAlWen Xe CUTyauun Bbl OKaXKeTeCb BTSHYTbl B
tOPUONYECKNIA MPOLIECC (ECNN HAHECETE KNTMEHTY Kakon-nnbo yLep6, He BbINOMHNB ero
0XXNAaHus), 1 UCMOPTUTE penyTauuio Balel KoMnaHuu.

2. Ecnn meHepykep oonycTuT owmMbKM B AOKYMEHTAX, KOTOpPblE CONPOBOXXAAT onnarty
(cnyyamHO N HaMepeHHO), TO AeHbIMM MOryT NOMNacTb HE Ha Ball CYET UM B Kaccy, a
YWTW NO HENPaBWU/IbHBbIM PEKBU3UTAM, NGO >Xe BOoOLLE NoNacTb Ha JINYHYIO KapTO4KY
MeHemXepa (oa-ga, u Takoe nopon ObiBaeT).

3. [lpopgaBupl cuMTaldT CBOMM NEPBOCTEMNEHHbLIM OOMTOM MOMYYUTb OT KNIMEeHTa onnary.
Ho ecnn aTta onnata He 6ygeT ochopmMneHa no Bcem npaesunam 6yxranTepckoro yyeta
(BBINMCKOM KAacCOoBbIX YeKOB 1AM 0OPMIEHNEM CHETOB 1 OOrOBOPOB), TO HANOroBble
CNYy>X0bl MOTYT NPUATU U K BaM, U K BalleMy KJIMEHTY C BONPOCaMu.

4. O npobrnemax C NPOCPOYEHHON OeOUTOPCKOWN 3a00/IKEHHOCTBIO Mbl Y>XXe roBOpPUIv
paHee.

Ons Toro u4Ttobbl He ponyckaTb Npobnem B pes3yfibTate HeoOPMIIEHHbIX (Mnn
0ohOpMnEeHHbIX HE COOTBETCTBYIOLLIMM 06pa3oM) LOKYMEHTOB, B BalleM OTAeNe npogax
HY>KHO MPUAEPXXNBaTLCS CTPOrMX Npasun ohopMIEHNS CAENOK.

1. Kaxpas 3aknioyeHHas C KAMeHTaMmn caenka [OoJKHa nogrBep>XXaaTbCA 6o
HeO6XO,EI,I/IMbIMI/I ropngnyecCKknMmn OOKyMeHTaMin (B cliyyae pa6OTbI C wpidammn —
cyeTamMmun Ha onnarty, ooroeopamm, aktamm BblNOJ/IHEHHbIX paGOT NN OKa3aHHbIX ycnyr),
6o conpoBsoXXpgartbCse KaccoBbiMM  4YeKaMh I NPOYNMN Oq)VILLI/IaJ'IbeIMI/I
OOKyMeHTaMn, noarsep>XgarownMmm oniarty oT dDVISVI‘-IeCKVIX JINLL. I'Ipo,u,aBeu, 06s3aH
KOHTpOMMpOBaTb noarnncaHne un OCbOpMJ'IeHVIe TakKnxX OOKYMEHTOB. MHCbOpMaLl,I/IFI (0]
BCEX [OOKYMEHTax, KOTOPbIMM OOJDKHbI COMpPOoBOXOATbCA COEJIKWU, OO0JIKHAa ObITb
n3BeCTHa BCeM COTpyaHUKaM oTaesia nponax.

2. WHdopmaumsa o Bcex onnatax CO CTOPOHbl KAVMEHTOB AOJ/HKHA MPOBEPSATLCA U
noaTBEPXKAATbCA COOTBETCTBYHOLLMMN  (PUHAHCOBbLIMW MOAPA3AENEHNSMM  BalLEN
KomnaHun (Byxrantepmen, duHaHcoBOM cny>bon). YCTHOe wanM NUCbMEHHOE
yBeOOM/IEHNE CO CTOPOHbI COTPYOHUKOB OTAEeNa Npogax o COCTOSIBLUENCS onnarte He
ABNSETCS OCHOBAHMEM 0181 OTIPY3KM TOBapa Un okasaHus yCnyr.

3. B ciiydae, eciim ycnoBua caesikun npegnonaralot BO3MOXHOCTb pPacCpoykn Win
OTCPO4YKN nnartexa, 1O MeHe>Kep oTaesia npoaak AOJKEeH MPOKOHTPOIMPOBaTb
3aK/ro4yeHneMm C KIIMeHToM pfgoroeopa cC I'IO,EI,pO6HbIMI/I ycnosudaMm rno onjarte un
obs3aTenbcTBaMm co CTOPOHbI KJTEeHTa.
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(naBa 9. MaTtepuanbHaa n HemaTepuasibHaa MmoTuBaLuA
B oTAEeN1e Npoaax.

B 3aBepLua+ou.|,e|7| rnase ato KHUrm mbl roBopmMm O MOTMBaUnMn COTPyOHWMKOB OTAeNa
npogax. 3,El,er Bbl y3HaeTe:

1. Kak cgenatb Tak, 4ToObl y BalwMX NPOAABLOB «FOpPenu rnasa» u OHU CTPEMUUCH
npogasaTtb Bce 6onblue 1 6onbLue.

2. Kakune Kputepun oLeHKn ahdeKTUBHOCTM MOXHO UCMONb30BaTh A1 COTPYAHNKOB
oTaena npoaax.

3. Kakune Harpagbl, npeMun n OuniomMbl NO3BOJIAT BallMM MeHe>KepaM 4yBCTBOBATb
cebs OUEeHEeHHbIMW MO OOCTONHCTBY.

Bce 6e3 nckntoueHNss MeToapbl ynpaBieHNss OTAENOM NpoaaxX u paboyme UHCTPYMEHTHI
npoAaBLoB He 6yayT paboTaTb B MOHYO CUITY, €C/V Bbl HE 06ecneynTe CBOMM NpoaasLam
HEeO6XOAMMbI YPOBEHb MOTUBaLMW — UK ByayT, HO HEOOSrO.

Hy)KHO Jn y6e>|<,u,aTb BaC B 3TOM, yBa>KaeMble ynTatenn? HaBepHFIKa Bbl CcornacuTtecChb C
HaMu, 4YTO XOpOoLWO MOTBUPOBaAHHbIE MpoAaBLbl — 3TO BO MHOIOM 3aJior ycrnexa BalLen
KomMnaHun. Ho kak p3.306paTbCF| — OENCTBUTENBHO /1N OHN Xopouwo MOTI/IBVIpOBaHbI?

Cambin I'IpOCTOIZ cnocob - CpaBHNTb 3aprJiaTtbl BawlnX MeHeOXXepoB Mo npoga>xam co
cpegHnMun 3apryiatamMn Ha pbiHKeE, 1 Ha OCHOBaHUW 3TOro caenaTb Kakown-To BbiBoA. M aTo
6y,u,eT OOHO M3 CaMbIX HEeBEPHbIX OencTeunn, KOTOpPOE TOJIbKO MO>XHO 6b110 coenatb —
Cpasy Nno HeECKOJIbKM TMpUn4nHam.

Bo-nepBbiX, cuctema BO3HarpaXoeHusi COTPYOHMKOB OTAeNna npodaXk OOo/IKHA ObiTb
MOCTPOEHa, KOHEYHO >Xe, He Ha BbICOKMX YPOBHSAX MOO/MKHOCTHbIX OKNagoB, a Ha
BO3MOXHOCTW NpoAaBLoB 3apaboTaTb HACTONbKO MHOIO, HAaCKOSIbKO MO3BOMSIET eMy
PbIHOYHas cuTyaumsi 1 cneundurka 6usHeca Balwlen KoMnaHuu. pyrumm crnoBamm — ecnm
npogasasi MHOro, MEHeOXXep Mo Npoaaxkam nosyyaeT NpakTUYEeCKN CTONbKO Xe, CKOJTbKO
ero Kosnnera, yctynamowmn B o6beme npogax, TO BbICOKUN 0OBbEM BbIPY4YKN NEPBOrO HE
6yneT Takum Oonro.

Bo-BTOpbIX — gaxe ecnv Bbl HAWAXM Cnocob MoowpsTb MaTepuasbHbIMU NPEMUSIMUA,
6oHycamMu Unmn NpoLEeHTaMm OT Npogaxk Hanbosiee pe3ynbTaTUBHbIX NPOAABLIOB, 3TO BOBCE
He O3Ha4aeT, YTo JaHHas cuTyauus 6ydeT no-HacTosWEeMY MOTUBUPOBATb COTPYAHMKOB
oTaena npogaxk Kaxabl Mecsl, obmBaTbcst BCe 60/blUMX U 60NbLINX pe3ynbTaToB. Bbl,
Kak paboTomaTenb WM PyKOBOAWUTENb OTAena npogax, O4eHb CKOPO CTOSIKHETECH C
cuUTyauusiMM, B KOTOPbIX MpodaBLbl HAYHYT «OTKMadblBaTb MNPOOaXu» C HeyaavyHoro
MecsiLa Ha cnegyowmmn, 4tobbl 3apaboTaTb NOOObLUE NO3XKE.
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B-TpeTbx — MNOMMMO MaTepuanbHOM MOTUBAUMKM, CYLLECTBYEeT TakXe MOoTuBauus
HemaTepuanbHas. Bonee Toro — co6¢cTBEHHO (hHAHCOBOE BO3HarpaXkaeHe, HECMOTPS Ha
TO, YTO Yy Hac MPUHATO HasbiBaTb €ro CUCTEMOV MOTUBAUMW, KakK pas U He sBNsSeTcA
MOTMBALUMOHHbIM  (hakTopoM. 3HameHuWTass Teopema ABYyX(akTOPHOW MOTuUBALMK
dpepnepuika MNepubepra, koTopas 6bina paspaboTaHa elle B KoHue 50-x rogoB NpoLwioro
cToneTus, yTBepxkaaeT, YTo BenyHa 3apaboTHOW NnaThbl ABNAETCA B 60/bLIEN CTeneHu
«MUMMEHNYECKMM (DaKTOPOM» — U BNMSIET Ha JIOANBbHOCTb COTPYOHWKA K KOMMaHuW,
yaep>XuBaeT ero Ha pa6ote. OOHakO Takue BOT «MMrMEHUYecKrne MOTMBALMOHHbIE
thakTopbl» HMKOMM 06pa3oM He 3acTaBNAlT COTPYAHWKA WCMONb30BaTb BECb CBOM
noTeHuman, otTaaBaTbcs paboTe LEeMKOM U NMOJTHOCTLIO, YTOObI 406UTHCS MaKCUMabHOro
pesynbTata — 3a 970 Yy [epubepra oTBevyaloT OpyrMe MOTMBaTOpbl — Takue, Kak
OOCTVXXEHMS!, MpU3HaHMEe 3acnyr, BO3MOXHOCTb MPO(eCCnOoHaNbHOrO N KapbepHOro
pocTa. 3anoMHuTe, Mbl No3)ke 6osee NOAPOGHO PacKpPOoeM 3Ty TEMY.

Tak noyemy e Torga nogaensiiollee OONbLUMHCTBO COBPEMEHHbIX OTAENIOB MpodaXk
NMOCTPOEHO Ha NPOCTON [0 6aHaNbHOCTM CUCTEME BO3HArpaXkaeHns NpoaaBLoB (KOTOPYHO
TPaguUUMOHHO Ha3biBalOT CUCTEMOWN MOTMBALMM) — OKNag nAlC  MPOUEeHTbl  OT
BbIpyYKW/NpoAaX, W He npenycMaTtpuBaroT HUKaKUX OPYrux  OOMNOSHUTENbHbIX
WHCTPYMEHTOB B/IMSIHUSI HA COTPYAHUKOB? YTOObI OTBETUTbL Ha 3TOT BOMPOC, Mbl XOTUM
npencTaBuUTb BaM NPUHUMNMANBHO OT/IMYAIOLLYHOCS OT OPTOA0KCaIbHOIro NpeacTaBieHns
MOAENb AOCTOMHOINO BO3HArpaXkaeHUs BallMx MEHEOXKEPOB Mo npoaaxkam. YBEpPeEHbI, 3TO
NMOMOXET BaM c030aTb, MEPECTPOUTb WM HACTPOUTb Ball OTAEN MPoAaxk Hauyylimm
obpasom.

Cuctema CTUMYJTINPOBaHE N MOTUBaU MePCOHas1a.

B cnyyae ¢ cuctemor CTUMynnMpoBaHnsi 1 MOTMBaLMK NepCoHana peyb UOET O pasfaeneHun
NPVBbLIYHOM MOLENN BO3HArpaxkaeHust (B Halem cryyae pedyb MoMAeT O COTpyOHMKax
oTaena npopax) Ha [f[Be BaXHble U HeoTbemsieMble cocTaBnsiowme. [lepeas -
CTMMYNMpPOBaHue, BHeLWHMe haKTopbl, BAMstoLLMe Ha paboTy npoaasua. Ctoga oTHOCSTCS:

1. PuKCUPOBaHHbIN OKNag.

2. yTBep)K,EI,eHHbIe B KOMMaHNn 60HbeI nnn npoueHTbl OT npodax. O6blyHO Takasd
nepemMeHHad coctaBndowlad JM4YHOro goxona rpogasua BbirJlavymnBaeTCca perynsdapHo,
M Hanpgamyro cBgd3aHa C o6beMoOM nepcoHasibHbIX Mpoaax. O,D,HaKO eCTb U gpyrue
BO3MO>XHOCTU WNCMNOJIb30OBaHUA 60HyCHOIZ nepemeHHon, O KOTOPbIX Mbl MOroBOpuMMm
YyTb NO3>Xe B aTON rnase.

3. [HononHutenbHble NpemMun (Hanpumep, exkekBapTasibHble, WNW BbinnadyvBaemMble C
APYroil NepuoguYHOCTLIO).
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4. NHpmBupyanbHble UNK KOMaHOHble KO3MMULMEHTbI, KOTOPbIE MOMyT Kak MOBbIWATb,
Tak 1 MOHMXXaTb NOCTOSAHHYIO NN MEPEMEHHYIO YaCTb BO3HarpaXkaeHusi npogasua unm
BCEro oTaena nNpoaax, N 3aBUCAT He OT obLero pesynbtara npogax (Bbipy4ka), a oT
OpYyrnx nepemMeHHbix hakTopoB (HanpuMmep, BbINOSIHEHNE OTAEIOM NPOLAXK MaHa Ha
Mecsil,, NMMOO BbINOMIHEHME NPO4ABLOB HOPMAaTUBOB pPe3y/ibTaTUBHbIX OENCTBUN —
KONnyecTBa 3BOHKOB WM NEPEroBOPOB 3a OTYETHbIN NepuoL).

5. LWTtpadbl (Takon aneMeHT TakXe MOopon MPUCYTCTBYET B COBPEMEHHbIX MOOENAX
yrnpaBneHns oTaenamm npoaax).

6. OdmumanbHble (MONOXEHHbIE 3aKOHOAATENbHO) M OONOSHUTENbHbIE (MOryT ObITb
ohopMIieHbI B BUAE HEMATEPUAnbHOM NPEMUN) OTNYCKHbIE N BbIXOLHbIE OHW.

BTopas npuHuunnanbHasi cocTaBnsiowasi 3TOM  CUCTEMbl — pbldark  BAUSIHUSA
HENoCpPeaCcTBEHHO Ha MOTUBALMIO COTPYOHWKOB. B 60NbLUMHCTBE CBOEM 3TU (hakTopbl
6ynoyT HemaTepuasibHbIMX, OAHaKo He Bcerga. Mbl MpuBedeM MNPUMEPbI HEKOTOPbIX
BHYTPEHHMX (hakTOpPOB 13 faHHOW CUCTEMbI:

1. Ty6nnyHble BoO3HArpaXkaeHus 3a BbICOKME pe3ysbTaTbl paboTbl. ATO MOryT 6biTb U
mMaTepuasnbHble NpemMun, ogHako Hanbonee ycnelwHble N 3OMOEKTUBHBIE MHCTPYMEHTHI
AN NPU3HaHWSA NPOAABLOB — 3TO BCEBO3MOXXHbIE PENTUHIN, OUNAOMbI, [lockn noyeTa,
BpyYaemble B LUMPOKOM Kpyry (kenatesibHO — BbICWUMM pPyKOBOACTBOM). Ecnu
KOMMaHWs BEOET CBOW KOPNopaTMBHbIA NopTan UM Kakon-To apyron Bug Mmegua onis
COTPYAHVKOB (3aKpblTasi Fpynna B coumanbHbIX CETAX, NeYaTHbIA JangyKecT, U T.4.), TO
ny6aMKkauum o BbICOKUX peaynbTaTax Jyylunx NpoLaBLOB SIBASKOTCS MNPEKPaCHON
BO3MOXXHOCTb /11 peannsauum Takoro aktopa npuaHaHus.

2. BoaMoXHOCTb KapbepHOro wnn I'IpOCbeCCI/IOHaJ'IbHOFO pocCTa. Kak npaswno,
npogasuaM B 3TOM CMbICJ1€ NMPUXognTcAa oCTaTto4HO HEMPOCTO — €CJ1n TakoW 4yenosek
XOopowo npopgaeT, TO KoMrnaHunsda BCEMU CJTaMIN XOYET, 4YTOObI OH OCTaNCA MMEHHO Ha
9TOM MeCTe, NOCKOJIbKY TaM OH NMPUHOCUT KOMMNaHUN >Xenaembli pe3ynbTar. Tem He
MeHee, MeHe[>Kepbl Mo npogakam o4eHb UEeHAT NepCneKTuBbl I'IpOCbeCCI/IOHaJ'IbHOFO
pocTa CBOEN KBaJ'II/Iq)I/IKaLl,I/II/I — 3a CHET pa3/INYHbIX TPEHNHIOB, 06yl-|arou.|,|/|x nporpamMmm,
noceweHna cneunarim3npoBaHHbIX Oe/10BbIX MepOI'IpI/IFITI/IVI 3a CHET KOMMaHunn.

3. PerynspHoe o06y4yeHne BHyTpu KomnaHun. OT4yacTu 3TOT aKTOp MOBTOPSET
npenblayLwmin, OgHakKo BCE XK€ HEMHOIro OT/IMYaeTCs — peyb 34eCb MOXET VATU He
TOJIbKO 06 06y4YeHMM HaBblKaM Npoaax, HO W APYruX NnosiedHbIX HaBblkax (Hanpumep,
N3y4yeHne MHOCTPaHHbIX S3blKOB). Ecnn e Ha npeanpusTunm MMeeTCs CBOW LEHTP
oby4yeHus npodeccmnoHanbHbIM HaBblkaM (HanpuMep — YMEHWIO BECTU CIOXXHble
NeperoBopbl, NPeoAoneBaTb BO3PAXKEHNS M MAHUMNYNATUBHbIE TakKTUKK B paboTe C
KNMeHTamMu), TO MOTMBaUMUS NpPoAaBLOB 00OMBaTbLCS HOBbIX BbICOKUX PE3yNbTaToB
OyneT pacTu.
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4. KopnopaTtuBHble Meponpusatus (TpaguunoHHbIE «HOBOrogHME» KopnopaTusBbl W
npasgHkn B YecTb [Ha PoXaeHns KoMnaHun, COBMECTHOE Mpa3fHOBaHME BHYTPU
oTaena npogax [Henm PoXxpoeHnn 1 Npo4YMx BadKHbIX COObITUM W3 >XXU3HU €ro
COTPYyOHWKOB). VMIHorga Ttakme obliekoMaHaHble MeponpuaTus TpebyroT LOCTAaTOYHO
6onblwmnx 6OOKETOB (M MOryT OblTb HEAOCTYMHbIMU O HEOONbLUMX KOMMAHUN),
NO3TOMY PEKOMEHAYEM COCPELOTOYUTb YCUINS UMEHHO Ha CNIOYEHHOCTU KOMaHAabl
oTAena npoaax.

5. Yny4weHune pabounx yCcnoBui COTpygHuKa. OTO MOXET ObITb 1 MOKYynKa HOBOW, bonee
KOM(OpPTHON OhncHOM mMebenn nnm COBPEMEHHON OMUCHOWN TEXHWUKW, BblaeneHne
OTAENbHOro KabumHeTa (He yaAMBNSWTECb — Mbl 3HAeEM NpuUMepbl, Korga Hawnbonee
ycnewHbIM NpoAasLamM NpeqoCTaBNsaInN He TOIbKO UHOMBUAYANbHbIN KABWHET, HO eLle
N Tabnnuky «[AnpekTop no npoga’kam» Ha ABEPY) UK AaXKe BPEMEHHOIO Cny>KebHoro
aBTomMobuns.

Camoe Ba>XHO€ — 3TO YTOObI I'IO,EI,O6HbIe rnoowpeHnd He BKJIio4asinCb «aBTOMaTn4eCKn>» 04
Ka>kaoro coTpynoHmka, BHe 3aBNCUMOCTU OT €ro TeKyLmx pe3ysibTaToB. OHn OOJI>KHbI ObITb
NMMEHHO NnoowpeHnsamMn, moTmBaTtopamMmm, 1 ObITb OOCTYIMHbIMWN TOJIbKO JTyHLUM N3 JTyHLWINX
— KakK no nHomsmngyasbHbiM, TaK 1 NO KOMaHOHbIM pe3yJibTaTaM. Ecnn, K npmnMepy, sawl
oToesn npogax cyweCTBeHHO MepeBbInOJZIHU MJ/1aHOBblE TMoKa3aTtesin Mo Bblpy4dKe (VI
obecneunn Balwlemy npearnpuatTmo pocTt I'Ipl/l6bIJ'II/I), TO noouipeHne B Bnae TypI/ICTI/I‘-IeCKOVI
SKCKYpCUn an4a Bcex CoOTpyaHMKOB oTaes/a 6y,u,eT O4eHb XOpPOoWnM MOTBATOPOM.

Ho kak >xe onpegenuTb, 3acny>XMBaeT M MeHeOXXep Mo npofaxam, ero pykoBoguTenb,
NN BECb OTAEN NPOAAXK MOOLLPEHNS, MOBbILLIEHNS MOTUBALMN, OOMNOAHUTENbHbIX MPEMUNA?
Ownbka, KOTOpyt MOpPON AOonNycKalT Bragenbupl 6usHeca (MMbo ux ynpasnstolne) —
WHOMBUAYasIbHble BO3HArpaXkAeHusi, OCHOBaHHblE HE Ha YTBEPXKOEHHON B KOMMaHWW
CUCTEME, a Ha TINYHbIX CUMNATUSAX NN NPEACTABNEHNN O TOM, KTO 3aCNy KU Harpagpl Uin
npemun. Takne OENCTBUN PYKOBOACTBA KOMMaHWM HE TONbKO He 6yayT MOTMBMPOBATb
nepcoHan — HanpoTme, ByayT HECTU Cepbe3Hble HeraTBHble NocneacTems. PaboTtatb C
MOTMBaUVen COTPYAHNKOB (OCOBEHHO, Korga pedb MAET O TakMxX NoOsX, Kak npoaasLbl)
Heob6X0OUMO TONbKO CUCTEMHO — W HarpaXkgaTb OOCTOMHbIX Ha OCHOBaHMM WU3BECTHbIX
camMuM COTpyLHMKAM N YyTBEPXXAEHHbIM PYKOBOOUTENSAM NEPEMEHHbIM COCTaBNSIOLLNM.
Huwxe ™Mbl npvBOoAUM NPUMEPHbBIA CMNUCOK TEeX KPUTEpPUEB, MO KOTOPbIM CTOUT
BO3HarpaxxgaTb MEHeOXKepPOB Mo npojaxkam — Kak MatepunanbHO, Tak 1 HemaTepuanbHo.

1. Bblpyyka OT npogax (nepcoHasnbHbI pe3ysbTaT Npoaasua).

B 3aBuncuMocCTy OT cneumannsaumm Npoaaxk aTa Bbipyyka MOXeT ObiTb AeTansnpoBaHa
ao:

1.1. Bbipyyka oT NpsiMbIX NPOAAX W Bblpy4ykKa OT NapTHEPCKUX Npoaax (4epes
HenpsiMble KaHasibl Ipoaax).
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1.2. Bblpyyka OT aKTMBHbIX NPOoOax 1 Bblpyyka OT Npogaxk no BXOOsALLNM
nngam/obpalleHnsm.

1.8. Bblpyl-IKa OT npofgax B pa3/InyHbIX pernmoHax nuin ctpaHax.

1.4. Bblpyl-IKa OT rnpoga>x HOBbIM KJIMEHTAM W BblIpYy4Ka OT NMOBTOPHbIX npoaa><
CyLLECTBYOLLUM KITMEHTaM.

Takasa getanuaauusi BbIpyYKM NO3BONSET paboTtogaTento HasHayaTb pas/ivyHble
H6OHYyCHble MOAENN BO3HArpaXaeHnst 3a pasHble TUMbl NpoAax (K npumMmepy, NnatuTb
6onee BbICOKME MPOLEHTbI 3a MPUBMEYEHNE HOBbIX K/IMEHTOB, 1 MEHbLUMe — 3a
NOBTOPHbIE MAaTeXW, UK Bo3HarpaxaaTtb 60nee BbICOKMMN CyMMaMun NpoLasLoB,
OCYLLECTBAAOWMNX MNpPsIMble aKTMBHblE MPOAAXW, WU MEHbWMMX — MPOLAaBLOB,
KOTOpble paboTatoT CO BXOAALLMMN 0OpaLLeHNsIMM NN Yepes NapTHEPCKNE KaHasbl
npogax).

1.5. IHorpa paboTogarenn onpenensoT BoO3HarpaxneHne npoaasLla He TONbKO B
3aBUCKMOCTU OT BbIPY4YKN, HO 1 OT NPUOLINIBHOCTU PaboTkl BCEro oTaena npogax
NN MHOMBUAOYaNbHOro npofaBua. B aTux cnyyasx u3 BbIPY4YKM BblUATAKOT BCE
pacxodpl, HanpsiMylo CBsi3aHHble C Mpodaxamu (3aTpaTbl Ha copepykaHue
npoaaBLOB, TeNedoHND, KOMaHONPOBKM NPOAaBLOB, U T.4.).

2. BbinonHeHne nnaHoBbIX NokasaTtenen.
2.1. NokaszaTenb BbINOSHEHNS NaHa No Bbipy4ke/o6beMy Npoaax.

2.2. [Mokasatenb BbIMOAHEHUS MNNaHa MO KONMYECTBY CHOENOK (3aK/IFOYEHHbIX
[OroBOpPOB).

2.3. NokasaTtenb BbINO/HEHUS MaHa No npmnBine4eHNo HOBbIX KJIMEHTOB.

2.4. TlokazaTtefb BbINOSIHEHUSI MflaHa MO MOBTOPHbLIM WM  LOMNOSHUTENbHBLIM
npoaaxam.

2.5. MNMokaszaTtesnb BbINOMHEHNS MiaHa No NPUbbINbHOCTM PaboThl OTAena nNpopax
(ecnu B ynpaBneHYecKom OTYETHOCTI KOMIMaHUM NMPUCYTCTBYET TaKoW NokasaTerb).

3. BoinonHeHne HOPMaTnBOB KOJIN4YECTBEHHDbIX OEencTBui.

3.1. O6uwee KonNn4ecTBO TeNeOHHbIX 3BOHKOB KJIEHTaM (MokasaTesib MOXET ObiTb
OETANN3NPOBaH Ha NCXOASLLME 1 BXOASLLME 3BOHKN, B 3aBUCUMOCTU OT CNeLmUKm
613Heca KomnaHun).

3.2. O6L|.|,ee KOJINYECTBO JINYHbIX BCTPEYH C K/ITMEeHTaMIn (,D,J'IFI MeHe[O>KepoB, KOTOPbIE
coBepwaroT akKTuBHbIE MNMpoOa>kn n npe3eHtTauni npn JIN4HbIX BCTpe‘-IaX).

3.3. Obuiee KONMYeCcTBO UK obuiee Bpemsi 06CNY>KEHHbIX KITMEHTCKMX CECCUn B
UMPOBbIX KaHanax KOMMYHUKaUWUN (HanprMvep — B 4aTe Ha caunTe).
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3.4. O6L|.|,ee KOJIMHECTBO MOAroTOBJIEHHLIX W  OTMNpPaB/iIiEHHbIX  KINEeHTaM
KOMMEPYECKNX npe,qno>KeH|/||7|.

3.5. O6Lwee KOAMYECTBO BXOOAWMX NMOOB (BHE 3aBMCUMOCTM OT KaHana
KOMMYHMKaLMK), C KOTOPbIMU MeHeLyKep nNpoBogun paboTy B TEYEHNE OTHETHOrO
nepuopga (MOXHO AeTanM3npoBaTb Ha YyCMelwHble N ANCKBaNMMULMPOBaHHbIE
nngpl).

4. BbINONIHEHE HOPMATNBOB Ka4YeCTBEHHbIX OENCTBUN.

4.1. KoHBepcus (NPOLEHTHOE OTHOLLIEHME) Ha pPas3finyHbIX 3Tanax BOPOHKM Npoaax.
MNpuMeHsieTCS B OCHOBHOM B MPOCTbIX(TPaH3aKLMOHHBIX) Npodaxax — K npumepy,
€C/N MeHegXep No npogaxkam nonydnn 3a Mecsy, 100 BXOAsLMX 3anpocoB Ha
MOKYMKY, a 3akpbln Bcero 20 caenok, KoHBepcusi coctaBut 20 NpoLeHTOB. DTOT
nokasaTesib NO3BOJISIET OLEHUTb Ka4yecTBO paboTbl NpoaasLa C KIMeHTaMu.

4.2. Retention rate n Churn rate — nokasatenu ygep>aHusi 1 OTTOKa KJ/IMEHTOB,
NMPUMEHSIIOTCA B OCHOBHOM B PerynsipHbiX (Neproguyecknx) npopaxax.
OnpepenaioTcsa TakXke Kak NpoueHTHbIN nokasaTtenb (Hanpumep, Retention rate B
cnyyae, ecnu y npegnpuatna oxungaetcs 100 onnaTt OT NOCTOSAHHbLIX KJIMEHTOB B
OTYETHOM nepuoae, a onnatunam Tonbko 80, coctaBut 80 npoueHToB — a Churn rate
6yneT coctaBnATb 20 NPOLIEHTOB.

4.3. Cpe,u,Hvu7| yeK cpenku. Yem Bblle ITOT MokasaTesb y OTOEe/IbHO B3ATOro
MeHep>Xepa - TeM [OOopoXXe CcOe/lkKn OH CcoBepLlaeT, 6o rnpenocrtaBsidAeT
MHUMalibHblEe (B cpaBHEHNN C ,D,pyFI/IMI/I) ckugkun. NokasaTesnb HacUNTbIBaeTCsa Kak
O6LLI,8.FI Bblpy4yKa OT BCeEX rpopgaX, CoBepleHHbIX MeHe>KEepPOoM, OesieHHad Ha
06u.|,ee KOJINY4EeCTBO COEJIOK.

4.4. Temnbl pocTa npogax. OTHOCUTENbHbIN NoKasaTenb, KOTOPbI LEMOHCTPUPYET
nporpecc (MMbo ero OTCyTCTBME) B paboTe MeHemKepa no npogakam rno Ko4eBbIM
nokasaresnisiM — B NePBYI0 o4Yepeab, BbIPYyUKe.

HemaTepuasibHoe NooLLpeHne NpoaaBLIOB.

Kak BuguTe, Bbl y>ke MOXeTe padpaboTaTb Bally MoAeNb CTUMYNMPOBaHNS NPOAaBLIOB Ha
OCHOBE He ofHOro-gByx (Hanpumep, obLias Bbipyyka 1 NPOLEHT BbINOHEHMSA MNaHa), a
ropasgo 6onbllero konuyectTBa nokasateniell. OgHako Mbl PEKOMEHAYEM MOOoLLPATb
NpoAaBLOB He TOJIbKO MaTepuasibHbIMM GOHYcamm, HO U CUCTEMOW HemaTepuasnbHbIX (MK
— YCNOBHO HemaTepuanbHbIX) MOOLWpPeHnin. [Ons 3Toro NpuBOAMM BaM HEKOTOpble
BO3MOXXHblE BapuaHThbl MOOLLPEHNS MEHEOXKEPOB OTAENa NPOAaX:

© 2017 «1C-Butpuke» 129



BuTpnkc24©

1. dnnnomebl «Ay4dwMm Nnpogasuam» no UToram keaprtana (Tpex OTYETHbIX MeCSLEB) 1 roga
(kaneHpapHoro). PekomeHaoyeTca Bpy4yaTb Takue AUMNNIOMbl ydlweMy (MM HECKONbKMM
NyywM, B 3aBUCUMOCTU OT KOMYECTBa CMneuuannucToB B OTAene npogax) no mroram
OTYETHOro nepuoga — KeBapTana (Tpy NOSHbIX Mecsua) U roga (oBeHaguaTb MOJHbIX
MECSILEB).

OnTuManbHbIN BapnaHT — BpyYeHne ANNJIOMOB B CNEAYHOLLMX «HOMUHALMAX»:
1.1 Jlyywunn npopasel, no CyMMe BbIpyYKU OT NPOaaX.

1.2 Jlyqwnin npogasew, No MPUBMEYEHNIO KJIMEHTOB (CyMMa BbIpY4YKM TOMbKO OT
NpoAaXx HOBbIM K/IMEHTAM).

1.3 Jlyywwuin npopasel, No wUToram yaep>kaHusi KAMEHTOB (CymMma BbIPY4YKu OT
NMOBTOPHbIX NPOgaX. NMMB0 Xe NPOLEHT NPOLSIEHNN KOHTPaKTOB, €C/IM B KOMMaHUn
y4nTbIBaeTCHA Takown nokasartesnb, kak Retention Rate n/unm Churn Rate).

1.4 MakcnmarnbHbIN «CpedHUA Yek» — JyYlWwnin NpogaseL, No nokasaresnto cambiX
BbICOKMX CYMM CAENOK B CpedHEM 32 OTHETHbIV Nepuo.

1.5 Camasa BbicoKkas KOHBEpCcUdA - nquuvu7| npogasel rno OTHOCUTEJIbHOMY
rokKasartesito rpoueHTa COesiok OT KoJinyectea O6pa6OTaHHbIX 3a OTYETHbIN rnepmnon
KOMI'I&HVII7I/J'II/I,D,OB (BHe 3aBNCMOCTUN OT CYMMbI TakKnNXx C,El,eJ'IOK).

1.6 MakcumanbHbIn pOCT NpoAaxk — Jyywnii NpoaaBeL, Mo UToramMm pocTa BbIpy4YKin
OT NpoAax B OTYETHOM Mepuoae B CPaBHEHUN C NPEAbIOYLLMM NEPUOLOM.

1.7 CaMmblil aKTUBHbIA NpoAaBel, — MakKC/MMalbHOe KOJIMYECTBO 3BOHKOB
YHUKaNbHbIM KNMeHTaM (NMMbo NMYHbIX BCTPEY) 3a OTYETHbI Nepuos,.

2. MNooLupeHne 3a nyylire NpakTky B paboTe.

2.1 «/lgpeanbHbln 3BOHOK» — TMpPU YCNOBUM, YTO KOMMAHWSA 3anucbiBaeT U
aHannaupyeT TenedOHHble pPasroBOpbl C KAMEHTamu (Hanpumep, C MOMOLLBIO
Butpnkc24CRM), onpegenstotca ny4vwmne no aeKTUBHOCTN U NCMONb30BaHNIO
KJIIOYEBbIX TaKTUK NPOAaXK 3BOHKM.

2.2 «Camaa KpynHas coenka» — OnpeaensieTcsa N aHanm3npyeTcs camasi KpynHas
choenka C OTAeflbHbIM KAVMEHTOB 3a OMnpefeneHHblil nepuod, M NPOBOAUTCS
nogpobHoe obcy>XxaeHre aTanoB 3TOW cOefKK C NooLLpeHneM npodasua (gunaom
NN Noxeana).

2.3 «Jlyylumi 0ebroT» — NOoOoLLPEHME AN HOBbIX COTPYAHWKOB, KOTOPbIE 33 OTYETHbIN
nepvo nokasanu MakCuUMasnbHbl pe3ynbTaT Mo OOHOMY WM HEeCKONbKUM Kpi,
YTBEP>XXAEHHbIM B KOMMNaHWW.

2.4 «Bbllwe Bcex oXugaHun» - npm ycnosmn cCyLwlectBoBaHA B KOMMaHNN
nHonsunagyanbHbIX WM KOMaHOHbIX TJ1aHOB Tripoda’X nMNo YyTBep>XAeHHbIM kpl,
pekoMeHOyeTCda npoBOoAuTb MOOLWpeHne oOTAaesIbHbIX MpoaaBuUOB WKW  TPYyMn
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NpoAaBLOB, KOTOpble MNEPEBLINOSHAIOT MNMaHOBble MoKas3aTeny 3a OTYETHbIN
nepvog.

3. PentnHrn nponasLoB.

PekoMeHOyeTCs BECTU €XXEMECSYHbIN PENTUHI NPOLABLOB KOMMAHUN (ecnv ux 6onblue,
4YeM OAVH) MO HECKOJSIbKMM KJltoueBbIM KpuTepusam (Kpi, YTBEPXKOEHHbIE B KOMMaHWUW).
Oo6HOBISIEMbIE Kaxkablli paboumnin aeHb. OnTuMmarnbHble NokasaTenn assi PENTUHIOB:

3.1 Bbeipyuka oT npogax.
3.2 KonnyecTtBo 3BOHKOB/NNYHbLIX BCTPEU.

3.3 MpoLEHT BbINOMHEHMA UHONBUAYAIbHOIO MiaHa.

© 2017 «1C-Butpuke» 131



240

onunor

Mbl XO0TUM, 4YTOGbI BaL oTaen npoaaxx Obin COBpEeMEHHbIM 1 yCneLwHbIM.

OueHb MHorve komnanum u3 ctpad CHI™ paboTtaoT cerogHsa nmbo 6e3 oTaenos npopax,
nmbo ¢ oTaenamu nNpogaxk, NMOCTPOEHHbIMM Hacnex. MeHemkepbl B TakKMx KOMMAHUNAX
NPOOAtoT TaK, Kak YMET — a YMEIOT OHUM Tak, Kak Hay4Ynnchb «Ha Xxogy».

Ewe 6onbluee KOANMYECTBO KOMMAHUM CErogHs ynpaBnsieT npoueccamn npopax «Mo
CTapuHke» — 06€3 [OO/MKHOM CUCTEMbl MNaHWPOBaHWS, LOenernposaHnsa 3agad, 6e3
NnPoOyMaHHOM CUCTEMbI MOTMBauMM npogasBuoB, 6e3 cCcKpunToB npopax, 6e3
Ka4yeCTBEHHOro KOHTpOnsi 3a paboTon oThena npogax. TakuM KOMMaHMsIM 4acTo
npmxoguTcsa cobuparb C NPOoAaBLOB MO UTOraMm Mecsua oT4eTbl O NpoaenaHHon paboTe B
NPon3BosIbHOW (hopMe. XOpOoLo, ECIN MEHEOXKEPbI BeQYT XOTb Kakme-To 3anmcn 0 CBOUX
neperoBopax C KnveHtamu — Hanpumep, B Excel nnn Google Docs. MIHorga HeT paxe
TakmMx OT4YeToB. A €Cnn HET OTYETOB — TO HET M MOHUMAaHUA, HACKONbKO Gonblue (Unu
[opoxke) morna 6bl NnpogasaTh Bawa opraHu3aums. HenoHsTHO, roe MMEeHHO B OTaene
npogax ecTtb npobnemMbl (MeHeOXKepbl-TO N6AT roBopuUTb, YTO Npobnembl ecTb rae
YyrogHo — B Ballen NpoayKumnu, B LeHax KOHKYPEHTOB U OTCYTCTBUM aKTUBHOW pEKaMmbl,
HO TONbKO He Yy HKX). A pa3 HEeMOHATHO, rae U Kakme npobnemMbl UMETCH — TO HUKTO He
3HaEeT, KakK >Xe UX pelnTb.

M npocTo orpoMHOe KONMYeCTBO NPeAnpPUSaTUIA 0O CUX NOP HE YyCTaHOBUNN cebe CUCTEMbI
CRM. Het, 6e3ycnoBHO, Ha pbiHKE €CTb Y>XX€ Hemanoe KOJIMYECTBO MNPOrPECCMBHbIX
KOMMaHuin, KOTopble NpoaaT COBPEMEHHO 1 3(EKTMBHO — 1 B 3TOM UM nomoraeT CRM-
cuctema. OgHako Tex, KTO OO CUX NOp He NOHAN npeumMywecTs 1 nonb3bl oT CRM (nnbo
60SINCb CNOXHOCTEN, CBA3aHHbIX C BHEOPEHMEM U HACTPOMKOW TakKMX CUCTEM) Mo-
NPEXHEMY MHOIO.

Hawm, paspaboTtunkam cepsuca butpmnkc24, 66110 oveHb nerko ybegutbCsi B TOM, 4YTO
BktodeHne CRM nomoraeTt otgenam Npogax Hadatb NpopaBaTh Ha OECATKM (a2 Nopon — 1
COTHMW) NpouUeHTOB 6onblie. 3a HECKONMbKO NeT paboTbl ¢ hMpMaMn 13 pasHbiX CTPaH,
CTano o4YeBUOHO, 4YTO MMeHHo Bbutpukc24.CRM crtana pgpanBepom pocTa 60bloro
KONM4yecTBa KOMMaHu, KOTOpble MOCTPOWIMN ynpaBneHne cBouMm 6u3Hecom Ha 6ase
Butpnkc24. Tllpunyem gonro »XpgaTb TakMX U3MEHEHU He NPUXOoAUTCs — pedb UOeT ob
OLLYTUMbIX pedyfnibTaTax pocTa npoAax 3a Asa-Tpu mecsua.
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Oton KHurom o TOM, Kak MOCTpouTb OTAen npogax Ha 6ase butpukc24.CRM
(coBpemMeHHOro, NONynsiPHOro M OYE€Hb MOMIE3HOrO PELUEHKs]), Mbl XOTUM MOMOYb BalLen
dupme BbIpaCTUTb Npogaxu, chenatb WX COBPEMeEHHee, npo3padyHee, 6onee
ynpasnsieMbiMu 1 6onee ahekTnBHbIMU. Bee, 4To Bam noTpebyeTcs — 3TO co3naTh OTAEN
npogax, HabpaTb NPoLaBLUOB 1 pykoBoauTens, Bkatountb butpmnke CRM24 (nogknioumns
OCHOBHblE KaHasibl KOMMYHMKAUUN C KNNeHTamn), 1 — HadaTb npopasatb 6onblwe! [Ons
Hayana Takon paboTbl BaM NoTpebyeTcsl HECKOIbKO 4acoB BPEMEHM — HO 3TO OOSHKHO
obycnoBuTb ycnex Bawero busHeca Ha MHOre rogbl Bnepea.

KomaHga BI/ITpl/IKC24 JKesiaet BaM v BaLuemMy othersiy rpogak kKak MO>KHO 00/1bLLE HOBbIX
BbINrpaHHbIX COEJIOK U 6nar o4apHbIX K/IneHToB!
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