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LLIaHOBHUI YnTayvy!

Cnacwubi, wo npmnadann Lo KHUTY.

Haragyemo, wo BOHa e 06’ekToM 3akoHy YKpaiHn «[po aBTOPCbKE i CyMiXKHi MpaBo>»,
MopyLIEeHHS AKOro KapaeTbCd 3a cTaTTeto 176 KpnMiHanbHOro Kogekcy YKpaiHu
«[lopyLLUeHHs aBTOPCbKOro rnpasa i CyMKHUX npas» WwTpadgom Bif CcTa 4o
YOTUPLOXCOT HEONMOAAaTKOBYBaHUX MiHIMyMiB AoxoA4iB rpomMaasH abo BunpasHUMM
poboTamMm Ha CTPOK A0 ABOX POKIB, 3 KOH(ICKaLieo Ta 3HULEHHAM BCiX NPUMIPHUKIB
TBOpPiB, MaTepiaZIbHUX HOCIiB KOMN'IOTEPHUX NMporpam, 6a3 AaHUX, BUKOHaHb,
doHorpam, nporpam MoBfeHHA Ta o61lagHaHHA | MaTepianis, MPU3HAYeHUX ONS iX
BUIOTOBJIEHHSA | BiATBOPEHHA. [TOBTOpPHE NOpYLUEHHS KapaeTbCa WTpadom Big TUCAYI
00 ABOX TUCSY HEONOAATKOBYBaHUX MiHIMYMiB foxo4iB rpoMagsH abo BunpaBHUMMU
poboTamMm Ha CTPOK A0 ABOX POKiB, abo no3baBneHHAM BOJIi Ha TOM CaMUIN CTPOK, 3
KOHiCcKaLie Ta 3HNWEHHAM BCiX NPUMIPHUKIB, MaTepiasibHUX HOCIiB KOMM'IOTEPHUX
nporpam, 6a3 gaHuX, BUKOHaHb, (QOHOrpaM, NPorpamM MOBJIEHHSA, ayhio - i BigeokacerT,
OUNCKET, iHWKNX HOoCiiB iHpopMauii, obnagHaHHA Ta MaTepianis, MPU3HAYEeHUX NS iX
BUIFOTOBJ/IEHHS | BiATBOPEHHSA. KpuMiHanbHe nepecnifyBaHHA TakKoX BiabyBaeTbCs
3rigHoO 3 BiANOBIAHVWMW 3aKOHaMU KpaiH, e 3a(ikCoOBaHO HE3aKOHHE BiATBOPEHHSA
(NnowwnpeHHSA) TBOPIB.

KHUra mMictuTb KpunTorpagivHnim 3axmcT, WO A03BOJIAE BU3HAYNUTU, XTO € AXKepesioM
HEe3aKOHHOIro PO3NOBCOAXXEeHHSA (BiATBOPEHHS) TBOPIB.

LLinpo cnoaiBaemocs, Wwo By 3 noBarot noctaBuTecs A0 iHTeNneKTyasbHOI Npaui iHWnx
i we pa3 Bam BOosaYyHi!



NepenmMoBa

Toma BebcTepa 3 Edison Research

Y CBOIi cnpaBi - 4OCNIAXEHHI YMOK CNOXMBaYiB - 1 OTPUMYIO BCi TUNK 3annTiB. [Jeski
KJIIEHTN NPOCATb MEHEe «A0BeCTU» AN HUX «iKC». [N TakKnx 3anunTiB, AKLLO
nepegpasyBaTu noeta Anbdpena NaycMaHa, 4OCNIAXXEHHSA NOTPibHe, aK N'aHuL
NiIXTapHWI CTOBMN: pajwle AN Onopu, HiXX A5 OCBITNeHHA. Ane BCi MapKeTUHIOBI
DOCNIOXKEHHS MOXXHa 3BECTU A0 TPbOX KaTeropin: nopiBHANbHE AOCNIOAXEHHS («AK Y
Hac cnpaBun?»), eKCTPeHi 3axoan («wo, 4opT 3abupan, Mn pobnmo?») Ta AOCNIOXKEHHS
«3 UikaBoCTi» («wo Mmn mornm 6 3pobnTn?»). OCTaHHA KaTeropisa - Min ynobneHmnn tTmn
NPoeKTy, TOMY Lo M1 Byaemo 6paTn y4acTb Y BUABASAHHI HOBUX (PAKTIB i
DOCNio>KyBaHHI HEBIAOMMX MOXXJINBOCTEN.

Lle, no cyTi, Ta HeBiAOMa MOXJIUBICTb, AKY Min gpyr >xen bep BupilunB gocnignTn Ha
Bally KOPUCTb.

Konn [xen yneplle 3BepHYBCHA 00 MEeHe Ta Moei KoOMNaHii, BiH MaB Ba NPOBOKaUIiWHI
3annTaHHA. 9K NOLWUPEHHS CouialbHUX MepeXX, CaNTIiB BiAryKiB Ta iHWWX OHNAWH-
opyMiB 3MiIHNAO CNOXMBYI 0O4iKyBaHHS TOrO, WO HacnpaBAi 03HavYae «rapHe
obcnyrosyBaHHSA KilieHTIB»? Konuv B3aemopisa Mixk bpeHfoamMun Ta nioabMu BiabysaeTbcs
Ha Nybniui, K 6peHan MatlTb «BUCTYNNTU», W06 3a00BOIBHUTN HE SINLLE KNieHTa, a 1
ny6niky?

I>xen nocTtaBmB 3a MeTY 3HANTM 3 HALIOK A0MOMOrol0 BiAMNOBIAI HA Wi 3anNUTaHHA Ta
baraTo wo iHwe, wob HagaTn OCBITNEHHS, a He onopy. Pa3om [xen Ta Edison
Research cnnaHyBanm Benuke HauioHanbHE AOCAIAXXEHHS, Wob po3rnsaHYyTU MOTOYHI
KJTIEHTCbKi 04iKyBaHHSA: Ik BOHU BiAPiI3HAOTLCSA 3a KaHAJIOM | HAaCKiJIbKN LiHHEe
HafaHHA BiANOBIAI Ha CKapru, HaBiTb KON NpobnemMun, NpPo AKi y HAUX ifeTbCs,
31aeTbCA, HEMO)XJIMBO PO3B'A3aTHU.

Bionosigi 3amByBann Hac ycix. Tpeba Bigoatn HanexxHe [)Kel: KHMXXKa, Ky, Ha NOro
OYMKY, BiH Mir HanmncaTun, BUSIBUJ1ACA Ay>Ke CBOEPIAHOI - Ta HaA3BUYaMHO
BMJINBOBOO. Pe3ysibTaTn AOCAIOAXKEHHSA KUHYJIN BUKJIMK MOIM BJIACHUM ynepea)XeHHAM
Nnpo BiAMOBIAI HA OHNANH-CKaApPru Ta 3MyCUan NepeoCcMUCINTU HaBiTb Te, K Mil
BacHMN Bi3Hec Bupiwye Bignosigatn (abo He BiANOBIAATN) «XEeNTEPaM».



Bac Mo)xe Le cnaHTenm4nTun, ane: y Baworo bizHecy Tex e xentepun. Ko)xeH Bunagok
CMiNKyBaHHA Mi>K BpeHOoM i NoANHOK NOTEHUINHO 30aTeH NPUHECTU 3a40BOJIEHHS
abo po3noTuTM - To6TO CTaTK 3anam’aToByBaHUM. CbOroHi, B yMOBax NOBCIOAHOMO
KOPUCTYBaAHHSA COUiaIbHUMMN Mepe)xaMi, Lii Croraan MOXXyTb XUTK NybnivyHO Ta ayxe
nosro. O6cnyrosyBaHHS KJieHTIB CTas0 rAsagaubkuM BUOAOM CMOPTY, | Bawe
BipTyasibHe Xypi MoXXe nNpucyamtn abo BigHATN 6anun 3a WBNOKICTb, BUKOHAHHA Ta
CTWUNb.

OCKiNnbKN TON rNagaubKUn CNOPT MOXKe CTaTu ormaHmMm, 6araTo nignpmemcTB
haKTUYHO BUXOLATH i3 rpu, BBaXKat4u, Wo ii cchanbcucikosaHo. A 3Hato, LLLO MaB TakKy
CXUNbHICTb A0 TOro, AK [)ken B3ABCA A0 LLbOro AOCAigXeHHA. Ane 9 NOMUIABCA.
HeMae 3Ha4YeHHS, HAaCKiJIbKN HEYECHO MOXXe 34aBaTUCS rpa, SKUMU YigansmMMun
MOXYTb ByTn xentepm abo AKMMNU MapHUMKU - HAMaraHHsA 3a40BOJIbLHUTY iX. CnpaBa
BapTa 3axoay.

Y BaC MOXXe BUHUKHYTU BakaHHSA BiOKUHY TN 3aKNUK «[puBiTanTe CBOIX XEeNTEpPiB» AK
6aHanbHM achopun3Mm, A3eH-0yaninCbKNn KoaH 41 3anoBiab 6na)keHCcTBa 419 Hawoi
uncpoBoi enoxun. Ane Ha HaCTYMNHUX CTOPiHKax BM He nobaynTe BnbipKOBO HaBeaeHUX
ICTOPIN YN «KUTTeCcTBepAHUX» MAHTP, AKi bnaratoTb Bac NiACTaBUTU OpPYry WOKYy. B
apryMmeHTauii )xen cnmpaeTbCsa He Ha cyb’eKTUBHY eni3oguyHy iHpopMauito, a Ha
nocnigeHH4. | BiH Haflae KOHTEKCT A1 TOro AOCNIAXXEHHSA 3 AeAKNX HaWyCnilWHilWnx
CBiTOBMX BpeHAiB Ta Manmx NiaNpnNemMcTB, | AEMOHCTPYE, K BOHU 3pobunan
NMPUBITAHHA XeNTepiB CUCTEMAaTUYHNM MPOLECOM i3 Big4yTHUMKU pe3yibTaTamn. [xen
MPOMoOHYye PO3rAaHYTU AeAKi BUAATHI NPUKAaAn NpuUBIiTaHHA XeNTepiB i rpoLwoBy
LIHHICTb, SKY LS NMpakKTUKa NPUHOCUTb KOMMaHifAM, KOTPi 3aCTOCOBYIOTb... MO3UTUBHE
CTaBJIEHHA.

CnogiBatocs, BM OTpUMaeTe Bif Liei KHMXKK Te caMe, Lo OTPUMaB f: 3MiHY MUCJIEHHS.
MpuBiTaHHSA CBOiIX XenTepiB BMMarae nesHoi poboTun. Bu MmoxxeTe CXUANTUCA A0 AYMKU
npo 3ycunnsa, HeobxigHi ANnsa BiACTEXXEHHSA CKapr i HagaHHA BiAMNOBIAEN HA HUX Y
couiasibHUX Mepexxax, Ha CaTax BiArykiB i oHNanH-popyMax, 9K Mpo «LEeHTP
BUTpaT», BapTiCTb Bi3Hecy. MNpoTe [)Ken nepeKoHMBO JOBOAUTb, WO NPUBITaHHSA
XenTepiB He e BUTpaToto. Lle ueHTp npubyTKiB. MpuBiTaHHA CBOiIX XeNTepiB
KomepuinHo BurigHe. Lle BapTe Toro, wob npautoBaTn, TOMy WO poboTa
OKYMoOBYeTbCA. | HaNyCNiWHIWIi «MPUBITaIbHUKN XENTEPIB» MAaOTb KOHKYPEHTHY
rnepesary Ta AINCHY cTpaTeriyHy o60poHY Big KOHKYPEHTIB.

Mato Hafito, WO LA KHMXXKA BMJIMHE Ha Bac Tak CaMo, SIK BMJIMHYJ1a Ha MeHe. AKLW0 ue
Tak, N03BOJIbTE CKPOMHO 3amnpornoHyBaTu OAHY MPOCTY Piy: KON 3aKiHYNTE YnTaTn



L0 KHWXKKY (yneplie), 3anaite y Twitter, Facebook, Yelp, TripAdvisor, Amazon 4n
Oyab-siKe iHWe Micue, Ae HEHaBUAATb Bally KOMMaHilo, Ta NpuUBiTanTe CBOro
HaMHOBILLOIro xenTepa.

[MoyyBaeTecs Kpawie?

Bctyn

Y Bi3Heci Ta B XXUTTIi KOXKeH i3 HAaC CTUKaeTbCs 3 IloAbMU, AKi cTypboBaHi,
HeBAOBOJIEHi, po34apoBaHi abo reTb po3gpaToBaHi. i niogn npnainaoTb Yac Ha Te,
Wob NMoCKapXXMUTUCSA N NOBIAOMUTU HaM, A€ Ta 9K MW He CNPaBAWIN iXHiIX OYiKyBaHb.

BoHu - xenTepwu (BiA aHr. hate - HEHaBUCTB). IXHI HaMipy MOXYTb ByTU Pi3HUMK, ane
3apa3 ix 6inblie, HiXK paHille, a iXHi F0a10CK FyYHilWi, HiIXX Byab-Konn. | ue rapHa
HOBUMHa. CaMe Tak, i3 uiei KHUXKW BU fi3HaeTecs, WO 3pOCTaHHA YNCEesIbHOCTI
XeNnTepiB e rpaHAio3HO MOXIMBICTIO A4 NiANPUEMCTB | KOMNaHin byab-aKoro Tuny
Ta PO3Mipy. AK KOHCY/IbTaHT AeAKUX HanbinbLLInxX KOMMNaHIN CBIiTY Ta iHBECTOP
baraTbOXx ManMx CTapTanis, A 3Hal0 Le 3 BJlJaCHOro Aoceigy. bizHec 3a3Hae CuNbHiILWOI
KOHKYpeHLUii, HiXX 6yab-KOKN, CKPi3b | BClOAW, @ BUPISHUTUCS Ba>KKO, TOMY LLLO
KOHKYPEHTM MOXYTb i BpewTi-pewT 6yayTb KoNitoBaTu Balli NPOAYKTW Ta UiHW. Ane
KJIIEHTCbKUI JOCBIL 1 00CNYyroByBaHHA KJIEHTIB 3aMWal0TbCA MepcnekKTUBHNMMN
MOXXJIMBOCTAMMW MiAHECTUCA Had Maco KOHKYPEHTIB. 1 Hanncas Lo KHUXKY, W06
AOMOMOrTY BCiM BlaCHUKaM i KepiBHMKaM 6i3HeCy 3p0o3yMiTu, 9K NepeTBoOpuUTm
o6cnyropyBaHHS KJ/lieHTIB HA MAapPKETUHI i 3aCTOCOBYBATU Le K OiNCHY KOHKYPEHTHY
nepesary.

MoO>XXN1MBO, BN BBaXkaeTe, WO LS KHUXKKa HernoTpibHa - B 04aXx BalWMX KNIEHTIB BU BXe
HEeMMOBIpHI. 3peLuToto, 3a pe3synbTaTaMu gocnigxeHHsa Forrester Research, 80
BiICOTKiIB KOMMaHin BBa>KatloTb, WO HafaloTb KNieHTaM 06CyroByBaHHA «BULLLOI
akocTi»[1 - John Tschohl, «Companies Don’t See Reality in Their Service Reflec-tion»,
Service Quality Institute, March 21, 2013, http://www.customer-
service.com/blog/201303/companies_ misunderstand_what_customers_want (accessed
September 7, 2015).].

Ane Te came OOCNIOXXEHHA OEMOHCTpPYE, WO 3 TBEPOXKEHHSAM CTOCOBHO «BULLOI
AKOCTi» 06CNyroByBaHHA NOroa)KyeTbCs TiNbKK 8 BiACOTKIB KNieHTIB[2 - Ibid.].



AK B nobavymTe Ha UMX CTOPiHKaX, y4opalluHe 4yynoBe e rnocepenHiMm cborogHi. Te, Wwo
paHilwe BBaXkKasn NpuaiNeHHaIM HanexXHoi yBarn ckapram i xemtepam, 3apas 34aTHe
CTaTW 3HAYHUM HeLO0NIKOM KJIEHTCbKOro 00CBiAY, SKUM MOXYTb CKOPUCTATUCSA
KOHKYPEHTMW.

Mo>XNMBO, BN BBa)kaeTe, WO BXe 3HaeTe BCe, WO MOXXHa 3HaTK npo obcnyroByBaHHSA
KJlieHTiB, 0COB/INBO AKLLO KOXXHOI0 AHA aKTUBHO BepeTe y4acTb Y CNiJIKYBaHHI 3 HUMMW.
Kinbka pokis Tomy, MmabyTb, Bu 6ynun 6 npasi.

O6cnyroByBaHHS KNi€HTIB Maslo 3MiHMI0CSA MiXK BUHaxo40M HOMepa Ans
6e3KoWwTOBHNX A3BiHKIB Y 1970-X pokKax i NPUAHATTAM e/IeKTPOHHOI NowTKn K 3acoby
3B'A3KY HanpukiHui 1990-x.

Te came cTocyeTbCs NiTepaTypu Ta nopad 3 ob6cnyropyBaHHSA KjieHTIB. Ha nonnyax
CTOATb AECATKN KHUXXOK 3 uiei TeMu, i 9 3ragyto TyT Aeski 3 Hux. Ane 6araTo 3 umx
KHM>XOK, X04a BOHW N FrapHi Ta LikKaBi, y>Ke He TaKi akTyanbHi, 9K 6ynn paHiwe.
MobinbHi Ta couianbHi TEXHONOrIi, COLIONOriYHi Ta NOBEAiHKOBI 3MiHW 1 MiABULLLEHI
CMOXXWNBYi OYiKyBaHHS MOBHICTIO 3MiHNAM Te, WO 03HaYae «4yaoBo obcnyrosyBaTu
KNieHTiB», i HeobxigHi BaM AN LbOro pecypcu Ta npouecu.

«[MpuBiTanTe CBOIX XeNTepiB» - CBOro poay nepLia KHUXKa npo cy4acHe
o6cnyroByBaHHS KJlieHTIB.

MO>XN1MBO, BN TaKOXX BBa)KaeTe, WO BXXEe MaeTe rapHe piweHHsa npobnemmn xenTepis...
MPOCTO irHopyBaTu iX. Baw 6i3Hec ycniwHMi. BiH 3aBXxan 6yB yCnilWHWM, i BU BECb Yac
3aCTOCOBYBa/IN OAHAKOBUI MiaXia 4o cKapr Ta o6cnyroByBaHHS KNieHTiB. HaBiwo
3MiHIOBaTUCA? AKLWO NnpobneMn HeMae, po3B’sa3yBaTu ii He Tpeba.

Ane npobnema e. BoHa 3aBxaun 6yna, Mym NpoCcTo BONiNN He 3i3HaBaTuUCA cobi B LbOMy.
Y BUCHOBKax ocCnigxeHHA «KnieHTn y rHisi», nposefeHoro YHiBepcMteTom wraTy
Apu3oHa 2013 poKy, ue chopMysibOBaHO HanTo4HIWwe: «[Monpn Te Wo KoMNaHii 3Ha4yHo
36inbLLIMAM CBOI BUTPATW Ha ONpaLtoBaHHSA KNIeHTCbKUX CKapr (Minbapan gonapis
LLOPOKY Ha KOJI-LLeHTPpW, NoKpaLleHi 3acobu BperyitoBaHHS, pO3LLUMPEHNI A0CTYN 0
IHTepHeTy TOLL0), 3a40BONIEHICTb CKap>XHUKIB y 2013 poui Hisk He Binblua, HiXK Y
1970-x. BinbWIiCTb CKapP>XHUKIB HE3a40BOJIEHI TUM, SIK PO3B’'A3YI0Tb iXHi KJTIeHTChKI
npobnemn»[3 - Arizona State University, «Will We Ever Learn? The Sad State of
Customer Care in America», Customer Care MC, November 2013,
http://www.customercaremc.com/wp/wp-content/uploads/2014/ 01/



KeyFindingsFrom2013NationalCustomerRageSurvey.pdf (accessed September 7,
2015).1.

ObmipkynTe Le. binbWwicTb CKap>XXHUKIB (XeNTEepPiB, Ka)Ky4n MOBOIO Liei KHUXKW)
He3adoBOJIEHA TUM, K PO3B’'SA3YI0Tb iXHi KnieHTCbKi npobnemun. Onsa 6inblIOCTI
nignpueMcTB egnHa NpUYnHa, AKYy MU MOXKEMO MoB A3aTU 3 HAWWUM HUHILWHIM
nigxonom 0o o6cnyroByBaHHS KJieHTIB, - HalWi KOHKYPEeHTU Tak caMo Heroxi abo we
ripwi.

YoMy MK TaK 4acTo pO3MoBigaeMo iCTOopii Npo fereHaapHMxX, Haa3BnYamHMX
nocTadvasibHUKIB 06CNyrosyBaHHSA KjieHTIB? YoMy Kencu npo Zappos, Nordstrom Ta
Ritz-Carlton - Taki 3aTaraHi kniwe? YoMy My NOCTIMHO NMOCUIAEMOCH Ha MaJIEHbKY,
nobpe 3HanoMy KynKy KOMMaHiu, siKi, Ha Hawy cnisibHYy AYMKY, B 06CNyroByBaHHi
KJIieHTIB «pobnaTh yce NnpaBubHO»?

Lle ToMy, WO BOHW BiApPi3HAOTLCS Bif iHWMX. | BOHM BUHATKOBI. BOHN B341K Ha cebe
opraHizauinHmnm o6oB’A30K HagaBaTU KNIEHTCbKWUA A0CBiA HAaNBULLOI AKOCTi Ta
BHACNiAOK TAaKOro BUAINIEHHSA OOCATTU HECXOXXOCTi 3 KOHKYpeHTaMu. Zappos npogae
B3yTTA Ta o44r, Kpalli abo gewesLi 3a KOHKYpeHTiB? Hi. A Nordstrom? Hi. Ritz-
Carlton Hagae Kpalli HoMepu, HiXK iHLWI roTesnbepn HanBULLOro Knacy? Hi. Ane KoxHa
KOMMMaHif BUKOPUCTOBYE 00CNYroByBaHHSA KJIIEHTIB K «KJIMH», LLO BigoKpeMstoe ii Bif
aHasIoriYHMX NnocTav4asibHMKIB TOBapIB i NOCNyr.

| BM Texx MoxxeTe ue 3pobuTtn. Ha unx ctopiHkax Bu nobavnTe Nnpuknagn Ta cutyauii 3
[O0CBiAQYy 4aCTO HE3HANOMUX BaM MaJinX i BEJINKUX KOMMaHIN, AKi poO3yMitloTb, SK
OOKOPIHHO 3MiHMI0CA 06CNyroByBaHHS KieHTIiB. BOHU po3yMitoTb, 9K 06CNyroByBaHHS
KNieHTIB NMpOAO0BXYe 3MiHIOBATUCS, HAaBITb KOJIN BU YNTaeTe Luen paaok. | BOHK
PO3YMIilOTb, K CAPUTHI KOMMaHii yTPUMYIOTb CBOIX KNieHTIB | bepyTb ropy Hag CBOiMU
KOHKYpPEeHTaMW, 3aCTOCOBYOYMN NPUHLUMN Ta TAaKTUKW, HaBeLEHI Y KHVKL
«[MpuBinTanTe CBOIX XenTepiB». HanBa>KNMBILLWA i3 MPUHUMNNIB TaKNN:

Bawa npobnema - He xenTepMW... a iX IrHOPYBAHHS.

Man>xe KoXXeH (i 9 TeXX) CXUNbHUI BiABEPTATUCA Bif XenTepiB. BiakngaTtun ixHi
HapikaHHSA K aHOMaJbHI ABMLLA, WO He e A3epKasioM AiNCHOCTI. CTUKa4unch i3
HeraTMBOM, Hall IHCTUHKT MigKa3sye «NiaCcTaBUTU APYry LLOKY», SKLLO NpoUNTyBaTK
CTapodaBHe O)kepeno, abo «npoirHopyBaTM TPOiB», 3a CY4aCHOK Bepcieto Tiei camMoi
nopagu.



Ane CbOrofHi Uue HenpaBUAbHUI NiaXxin, TOMY WO Y Yacu, Koan obcnyroByBaHHS
KnieHTiB 6araTo B YOMy CTaso rasgaubknuMm BUOOM CAOPTY, PilLEHHA MOBYaTH
(haKTMYHO rOBOPUTb KPpAaCHOMOBHILLe 3a csnioBa. Ha aoymky [lenBa KepneHa,
reHepasibHoro gupekTopa Likeable Media Ta aBTopa KHUXXKK «CouiasibHI Mepexi, fAKi
npuneabnoTb», «MoBYaHHSA - Le BiANOBIAb. BignoBiab, ska roBopuTb: “MeHi Ha Bac
Ha4vxaTtn”».

MopibHO 00 Npofa)ky ToBapy, KOMM MOro LiHHICTb 3HM3MAacs, BNnepTa MOBYaHKa
3akpinawe Bawi 36MTKM 1 rapaHTye, Wo Balw bi3HecC He ficTaHe KOPUCTI 3i ckapru -
abo 3 Bawoi Bignosiai.

«HiWwo HIKoNM He NOKPaLWNTLCSA, SKLLO0 BN HE NPUAINATUMETE LUbOMY yBary, i nonpu ue
MK goci 6a4mMmMo KoMnaHii, AKi He BiANoBiAalOTb Ha CKapru», - 3ayBaxkye [>Kopax
KnenH, reHanpekTop KomnaHii Peoplocity, Mo6ifibHOro 3aCTOCyHKY 3 06CNyroByBaHHS
KJieHTIB.

Te came 3pyweHHs B 6ik nybniyHoi B3aemogdii B 06CnyroByBaHHi KNieHTiB, ake 3pobuno
LLI0 KHUKKY HEOBXiaHO, TaKoXX pobuTb CRiNIKYyBaHHA 3 XxemTepaMu NCUXOSI0ri4YHO
CKlagHUM, 0CO6/IMBO KOJIM BOHM BUCTABAAKTb CBOI CyJ)XEHHSA NpOo Balli HeOO0NIKN y
LLeHTp 3aranbHoi yBarn. OCb NpuKJag TOro, K eKCTpaBaraHTHUN XapakKTep CKapru
Bifl XenTepa BMKINYe y Bac BakaHHSA He BiAMNOBIiAATN Ha Hei.

Yelp - ue nonynsApHun BebcanT i3 BiArykaMn Ta pekoMeHaauisiMun, Ha SKoMy
CMOXXMBaYi MOXXYTb 3aMLWLATU BIATYKMN N OLIHKN PiI3HUM MiCLEeBUM NignpuemMcTBaM.
OCb CXOXXNIN Ha rpeubky Tparepnito BiaAryk Ha Yelp, HanncaHmi npo po3TalloBaHUN
nobnmily Ynkaro pectopaH rambyprepis mepexi White Castle, nonynsipHoi y
LeHTpasbHin YacTuHi CnonyyeHunx LLTaTiB:

Ha wnaxy no aeponopTy HanpukiHui Hawoi nogopoxxi CepenHiMm 3axo4oM S panToMm
MoYyyB CXBWUJIbOBAHUW NoguX i3 3a4HbOr0 CUAIHHA OpeHA0BaHOI HAMM MaWwmnHW. Min 16-
PIYHUIA CUH HEe MIr NOBIPUTKN, WO AINCHO Ba4ynTb peanbHU, cnpaBXXHiCiHbKUN White
Castle, i 6naras Hac 3anTn. OCKiNbKK B HAC 3asauwianocs we 6barato 4acy A0 pency, Mu
BUPIWNAN MOrOANTUCA | aTK NOMY Bio4yTU MOMeHT i3 «aponbpg i Kymap
BiAPMBaOTLCA», PiSIbMY, AKUN BiH BiACTOOE AK Hankpawmm gisibM Npo npurogmn
KypuiB MapuxyaHu BCix 4acis. PisibM Npo KypLiB MapuxyaHu, Havye 011 HbOro e
KaTeropia Ha KiHoecTmBani Sundance.

MOKM WO CKUAAeTbCA Ha MO3UTUBHUI BiAryk. Asie ocb NoBOPOT Ha ripLie:



He Mo>XXy noBipuTwn, WO ui Ntoan gincHo 6epyTb CcNpaBXXHi aMepUKaHCbKi rpoLwi 3a Wi
KBagpaTHY po3napeHy CyMill MUwadnx ekanin i TMpcu Ha KpuxiTHin 6ynoyui. Le
MOMiCb CynepMapKeTHOro M'siCHOro dpapLuy s po3irpisy B MiKpoOXBWUJIbOBLLi Ta
HYTPOLLiB 36MTOI MalWMHOI TBAPUHU, KNHYTOI pO3KadaTUCA Ha cepefHbOo3aXigHuX
woce nig neky4mm nunHesmm coHueMm. lobpe xo4, Wo BoOHa TOHKA, K JUNKUA nanip
ONs HOTaTOK, Wo6 Yepes HeyBaXKHICTb HE CMIPUYNHUTIK B1OBOTHUN pednekc[4 - Jay Z.,
«White Castle in Cicero, IL», Yelp, August 11, 2008, http:// www.yelp.com/ biz/white-
castle-cicero?hrid=GU232Z7i7ezHi] I19URvrQ (accessed September 7, 2015).].

Moka30Bo, LLO 3a LWKano N'aTu 3ipoyok ue ABO3IPKOBUW Biaryk! MeHi cTpalueHHo
X04YeTbCH Ai3HATUCH, WO Nuwle usa AlanHa, Koam oTpumye gocsig o6cnyroByBaHHS Ha
O4HY 3ipKYy. Y ubomy pa3si pectopaH White Castle He BianoBiB Ha CKapry, i, MOXX/IMBO,
BU 3pobunm 6 Te came. He NpoBoOKyBaTu TPOANiB, Tak? Ane pecTopaHy cnig 6yno
BiAMOBICTK, | BaM TaKOX CJlig BiAnosigaTn y byab-aKin noaibHin cntyaduii. Bignosigb
Ha BiAryK, HaBiTb Ha TaKUW roCTPO HEraTUBHUN, SK LEeW, NiaBMLLye NPUXUIBbHICTb
KNnieHTa Ta AeMOHCTpYye BCiM rasgadam, Wo Bu cnpasai AbaeTe npo KNieHTiB. Bu
MyCUTe NPUBITATU CBOIX XENTEPIB.

CKOTT Bai3s, BNacHUK YOTUPHaAUATN 3aKknagis Mmepexi nabis-bposapeHb Scotty’s
Brewhouse, cTBepaxxye: «Jlloan cKap»XaTbCs HE NMPOCTO 3apaAn CKapru, BOHU MatloTb
3aKOHHWUI iHTepec, i BaM HeobXigHO BU3HaBaTK Lie MOXJ/IUBICTIO, @ He npobaemoto.
TaTo HaBYMB MeHe, WO NMPaBWUIbHO FOBOPUTKN He “y Hac Npobnema”, a “y Hac
MOXXJIMBICTb NOKPaLWNTN JOCBIL"».

Bain3 abconoTHO NpaBuit. | Xo4a KiNbKiCTb CKapr, 3 AKUMM iM 4OBOANTLCS MaTun
crpaBy, 3Ha4yHoO binbLua, AesKi BeSIMKI KOMMNaHii TaKoX YCBIAOMIIIOITb NePCrneKTUBHY
LIHHICTb yperynoBaHHA BCiX ckapr. JeH OXXNHOXKNCC - KONNLWHIA KePIBHUK 3
€/IeKTPOHHOI0 KJieHTCbKOro foceigy B komnaHii Discover Financial Services
(HambinbL BigoOMOI KapTKoto Discover), y AKin BiH 4ONOMIr 3MIHUTU KYybTYypy
obcnyrosyBaHHs Tak, Wob BoHa BignoBifana Cy4aCHMM CMOXMUBYMM OYiKyBaHHAM. BiH
3ak/InKae He boAaTuca ckapr. «Ckapra - He TiJIbKN MOXJINBICTb NPOAEMOHCTPYBATH
yynose 06CNyroByBaHHS, Le N MOXXJIMBICTb 30arHy TN KOPiHHY NPUYNHY TOro, Lo
BUKJ/INKae po3ApaTOBaHICTb BallMM NPOAYKTOM abo nocnyroto, - nosicHioe [eH. - Le
ros10C KJlieHTa y MOBHOMY PO3YMiHHI LLbOro Cs10Ba. 3BiJIbHEHHSA Big CTpaxy nepeng
CKapramm no-crnpaB>XXHbOMY 3MiHIO€ Te, K B/ BiAMOBIAAETE Ha HUX».

3BisIbHEHHSA Bif CTpaxy, ocobnmeo nepen nybnivHUM pearyBaHHAM Ha NyONiyHi
CKapru, a noTiM HagaHHSA BiAMNOBIAEN Ha Ti CKapru - ue MoOXXJMBICTb. LliakKoM iMOBIpHO,
Le eAVHa HarKpalla MOXJINBICTb, KA Yy BacC e, Wob yTpumMaTu KJieHTIB | PO3BUHYTU



Di3Hec. | ue He Mo4 BNlaCHa AyMKa, a hakT. PaKT, WO rpyHTYeTbCsd Ha BJIACHOMY
DOCNIOAXXEHHI, iKe BCTAaHOBMJ10 TOYHI HACNiAKW 3aCTOCYBaHHA MeToAiB, NPO AKi BU TyT
rnpoynTaeTe.

Y Ui KHWXKUiI BU Oi3HAaeTeCs, XTO CKAap>XXUTbCH | HOMY, Ta K BUTiAHO CKOpUCTaTUCA
UMMKU CKapramMu. Mm Tako)X po3rassHeEMO, YOMY CMiSIKyBaHHSA 3 XenTepaMm Hadae
BeJINYe3Hi nepeBaru i Wo yTpumye Bifl TakKoro CrnifkyBaHHA BiNbLWiCTb KOMMaHIn.

Y nepwomy po3gini Mu po3risHEMO KOHKPETHI BUroamn Big npuaineHHsa samu 6inbLuoi
yBarn o6cnyroByBaHHIO KNi€HTIB i KNIEHTCbKOMY A0CBigY.

Y po3ginax 2, 314 Mn fisHaeMocs Npo pPi3Hi TUNKY XenTepis, 4Oro BOHM X04yThb Bif Bac
i Ae BN MOXKeTe CnpaBuUTu HanbinbLwmnm BNAUB.

Y po3gini 5 Mu po3rnsgHemMo npuYmHU, 3 AKX KOMMaHii He akLeHTYITb Ha
obcnyroByBaHHI KNnieHTiB (0co611MBO OHMaMH) i 9K po3B’a3yBaTu Ui npobnemn.

Y po3ginax 6 i 7 Mn HaBYMMOCS KOHKPETHUX CUCTEM ornpauioBaHHA CKapr OHNanH i
othhnanH.

Y po3aini 8 Mmn o6rosopnmo manbyTtHe 06CNyroByBaHHS Ki€HTIB, OLIHUMO HOBI
TeHAeHLUii, SKi 1 Hagani 3MiHIOBaTUMYTb Te, 9K HadaeTbCss 06CNYyroByBaHHS, 1
onuwemo, Wwo noTpibHo AN Yynosoro ob6cyropyBaHHS.

HanpukiHUi KHUXXKW € CTUCANW OO0BIAHMK, TOMY, 3aKiHYMBLUW YNTATU, BU MOXKETE
NIerko NOBEpPHYTUCSA A0 KJOYOBOi CTaTUCTUKM Ta OCHOBHUX Te3. NepeabaveHo, Wwo
«[MpuBiTanNTe CBOIX XENTEPIB» - HE TIJIbKN KHUXKKA, WO 3MIHUTb Balle MUC/IEHHS, a U
pecypc, SKUM BU 3MOXXETe KOPUCTYBaTUCH 3HOBY i 3HOBY.

Lla KHM>XXKa HanncaHa ona sac.

BoHa HanncaHa 0n1a KOXXHOro Ta BCiX, Y KOro e KnieHTn byab-fae Ha nnaHeTi. Ona
BesINKMX abo Mannx KomnaHin. KomnaHin tuny «6isHec ang 6isHecy» Ta «bizHec ans
crnoXxmBada». Ypsaais. HoBux komnaHin abo ctapux. Bu gisHaeTecs, 9K NnpuBiTaTu CBOIX
XenTepis, MO3UTUBHO CTaBUTUCA 00 CKapr i yTpuMyBaTK KJieHTiB. Taka npakTuka
nepeTBoploe Balle 06C/yroByBaHHA Ha HalKpallly KOHKYPEeHTHY nepesary, BogHo4ac
NiABULLLYOYM JIOANBHICTb KJIEHTIB | NpMbyTKKU KOMMaHii.



Po3pin 1

YoMy cnig no3nTMBHO CTAaBUTUCSA 00 CKapr

AK nosicHne Tom BebcTep y CBOIN YyAOBIN NepeMoBi A0 Liei KHUXXKWN, A CriBNpaLoBaB
i3 NOro pipMoto - BUCOKOLLAHOBaAHO rpynoto 3i 3bupaHHa aymok Edison Research, -
Wo6 yBa>KHO PO3rAsaHYTU CyHaCHUW CTaH HEHAaBUCTI. M1 obroBopunam ovikyBaHHS
wono obcnyroByBaHHSA KJieHTIB Ta MOro pesyabTaTu 3 ABOMA TUCAYaMU
aMepPUKAHCbKUX CMOXXNBaYiB, Ki MOCKAPXWUJINCA HA KOMMAHI0 MPOTArom nornepenHix
ABaHaUATN MiCALIB; YYaCHUKN OO0CAIAXKEHHS CTAaHOBUAN CTAaTUCTUYHO OiNCHUIN
npocinb 3a BiKOM, piBHEM J0XOA4Y, PACOBUM CKJIaAO0OM i TEXHOJIOMIYHUMU HAaBUYKaMMN.

Te, WO MU BUABWIIN, LLOKYBAJIO HAC i CBOEK CKJAAOHICTIO, i MPOCTOTO: HadaHHS
BiAMOBIAEN Ha CKapru NigsuLLlye NpUXuUabHICTb KNieHTa B YCiX KaHanax
obcnyropyBaHHA. Y feskux KaHanax binblue, HiXX B iHWKWX, | MU rAnMboKo gocaignumo ue
ABMLLE B Ui KHWXKLUI. Ane epeKT HassBHUN Yy KOXKHOMY MicCLi, Y SKOMY BW B3aemMogieTe
3 KJlieHTaMu. AKLWLo BM gecCb BignoBigaeTe Ha cKapru, ue nigsuilye npuxuibHicTb. Le
BUNpaBJise noraHy cuTyaduito.

| HaBNaKM, HeEHaAaHHA BiAMNOBIAEN Ha CKapru 3MeHLWye NMPUXNIbHICTb KJlieHTa B YCixX
KaHasax obcnyrosyBaHHSA. Y Aesaknx KaHanax binbLie, HiXK B iHWKNX, 3a1€XXHO Bia
Tpaauuin i BignoBigHNX 04ikKyBaHb. Ane HEraTUBHUN e(PeKT MOBYAHHS TaKOX
YHiBEpCasibHUN. AKLLO0 BU He BiAMNOBiAaeTe Ha CKapru - HaBiTb KOJIN BiACYTHICTb
BiANOBIQi € 3BMYHOIO (K Ha canTax OHJNIAaWH-BIArYKiB), - MPUXWJbHICTb KJlieHTa
3MeHWyeTbCs. Lle pobuTb NOraHy cUTyauito we ripoto.

Mwn npoaHanizyemMo KOHKPEeTHY KOPWUCTb BiA HadaHHSA BioNOBiAeN Ha CKaprun 3a smaamu
KaHanis, konn bygemo posrnagatm MaTpuuio HeHaBUCTI B po3aini 3. A 3apas
0OMipKYynTe OCb LWO: KAieHTN NoYyBalTbCA Kpalle wopa3sy i byab-ae, Konum Bu
BiANoBigaeTe, Ta ripwe, KOs BU LbOro He pobute. Hawe eKCKAO3UBHE OOC/iAXKEHHS
BMABWJIO, WO HaZlaHHA BiANOBIiAEN HA CKaprn Mmae CUAbHUW, CTanun i NiHINHNI 3B’'S130K
i3 320BOJIEHHAM 4YUM HE3a40BOJIEHHAM KJlieHTa. Lo we Bun, iMoBipHO, Morsin 6 3pobuTwu
ONs UbOro K NianpueMcTBO, OKPIiM 3HA4YHOro NigBULWEHHSA abo 3HUXKEHHS LiH?

To WO X Hajae ue JocNigXeHHS Ta NoHaa N'aTAeCAT iIHTepB'to A4 uiei KHUXKN?
PiIBHAHHSA yCnixXy KHWXKKN «[puBiTanTe CBOIX XenTepiB»:



Bionosifante Ha KOXXHY CKapry, y KO)XKHOMY KaHaJsli, KOXXHOro pasy.

Y KOXKHOMY KaHani. Lla KoHuenuis B3aeMoaii 3 KnieHTaMn B MiCcUSAX, SKUM BOHU
HafalTb nepesary, - HaA3BMUYaMHO Ba)k/IMBa YacTuMHa nigxoay «lpueBiTante CBOixX
xenTepiB». |oeTbcs Npo Te, wob nosBakaTu NpaBo KAieHTa Ha BMbip BnacHoro cnocoby
3BOPOTHOrO 3B'S1I3KY Ta BignoBiAHO 06CnyroByBaTu KNieHTIB.

«$ BBaXKato, Lo 3 pisIoCOPCbKOi TOYKM 30pYy BCi KaHaM BaXk/IMBi. Y crnipaBax
3BOPOTHOIO 3B'SI3KY HaM CNig CTaBUTUCA OO0 KaHasiB HENTpasibHO. HeMae 3Ha4YeHHS,
CKapra ue, noxsasa 4u 3anMTaHHS, MU MAaeMOo B3aeMofaiaTu Bcogun, oe baxae
KNieHT», - nosicHtoe [leH O>XnHa>Xuncc.

Tak, NpMBITAaTK CBOIX XeNnTepiB HENPOCTO. N4 uboro NOTPI6HI KybTypHa aganTauis,
pecypcu, WBUAKICTb, TOBCTA LWKipa Ta HEMNOXUTHa Bipa B Te, WO CKapru - ue
MOXJIMBICTb. MMpoTe iCHYIOTh NigNPUeMCcTBa, AKi BXXe XXUBYTb 3a Npasujiom
«MNPUBITaNTeE CBOIX XenTepiB», i 4 cnogiBatocs, Wo BU npuegHaeTecs A0 iXHiX nas,
KON NpoYnTaeTe Lo KHUXXKY. BU TakoXX 3Mo)XeTe NpoOoBXUTN HaBY4aHHSA (pa3oMm i3
AOCTynoM Ao 6e3KOWTOBHNX A0AAaTKOBUX MaTepiaiB, Ki He BBINLWN OO0 KHUXKKN),
OpaTu y4acTb y ceMiHapax i BebiHapax, CnifIKyBaTUCS 3 KOJleraMmn Ta A4inntucsa
BJIACHUM O0CBigoM, 3aBiTaBwmn Ha HugYourHaters.com. 3anpowyto npnegHaTnUCs Ao
MeHe, Konn bygeTe roTosi.

MoaomBiMoCs Ha OBiI KOMNaHii, 0A4HY BENINKY Ta 0AHY Many, aKi NO3UTUBHO CTaBNATbLCS
00 CKapr i BiArykiB KNieHTiB, Ta pPO3rfsiHbMO, K Len Niaxig BnavBae Ha ixHin bisHec.

Ak Fresh Brothers PizzaBiTae cBoix xenTtepiB

0eb6i N'onabepr - cniBBnacHuuUs Fresh Brothers Pizza, mepexi 3 TpuHagUATK 3aKaais
y MiBaeHHin KanigopHii,- BBa>kae cBoiM 060B'I3KOM BiAMoBigaTW Ha BCi KNI€HTCbKI
BiAFYKWN - i NO3UTUBHI, i HeraTueHi. Lle ocobnneo He3Bu4anHMM nigxin Ha Yelp, oe
ny6nivyHi BigNOBIAI NiANPMEMCTB Ha CKapru KJieHTiB A0Ci pPiAKO TpanaatTbCs, a
BiANOBIAI HA MOXBaAW MOLIMPEHI HaBiTb iwe MeHwe. Ta Oebbi Tam ayxe akTUBHA i
hoaae CrnpaBXXHIO agpecy CBOei esIeKTPOHHOI NowWTM A0 KOXXHOI NnybnivHoi Bianosigi Ha
BiAryK KJlieHTa.

«$ HaMaratcs BiANoOBiAaTN Ha KOXXEH BiAryk Ha Yelp. 3apa3 4 Tpoxu BiacTana, ane
Ha34O0raHs, - KaXke BoHa. - Ha Moo AyMKy, Le Ba)K11Bo, Wob ntoam 3Hanum: 3a



KOMMNaHielo CTOoiTb peasibHa ntoanHa. OCKiNlbKM MU 3pOCaN LINCHO WBWUAKO, iHOAI N0an
BBa)KaloTb, LLLO MW NPOCTO LLEe 0gHa MepeXXa WBNAKOro obcnyropyBaHHs i wo BisHec
HacnpasAi He NOB’siI3aHNIN 3 0COBUCTICTIO abo poaNHOID>.

[0eb6i - BipTyo3 y TOMY, 5K NOBOAUTUCS 3 XenTepaMm Ha naaTdopmi Yelp, Ha aKin
OBaHaOUATb 3 ii 3aknanis 36epiratoTb y cepegHbOMY HOTUPK 3ipKKU 3 N'ATKU, @ OOUH -
Tpu 3 nosoBuHoO. Y Fresh Brothers HebaraTo HeraTuBHUX BIAryKiB, ane uen oTpMMas
TMNOBY Ta NOKa30BY BignoBiab Big [eb6i.

Big Pen C. i3 Jloc-AHO)Keneca (BiAryk Ha ogHy 3ipKy):

KapToH!! YABITb KapToOH i3 cupoM. | ue Bce! Kom ngetbCcsa Npo HauvYMHKK, iX Hemae.
Mo>XNMBO, iHLWI 04N, AKI NUWYTb BiATYKWN, HE 3HAOTb, AKUA CMaK Yy 4yaoBoOi Niuwn, ane
us He cMakye. HeMae Ha4yuHKK B3arani! 9ke po3vapyBaHHS.

Mun Takox cnpobyBanu feski 3aKyckun. BoHn bynu gewiesnMmum 3aMOpOXKeHNMN
3aKyCKaMu, Ki BU 3HanpeTe y geweBoMy NpPoAYKTOBOMY MarasuHi. Mm nepennatmnnm
32 HEeCMa4Hy ixy.

LLlo cTocyeTbCs NpauiBHUNKIB, BOHM MOBOAUINCSA, HAYe MU iM AOKYyYasau, KON MU
3anuTyBasn Ta pobunm 3amoBneHHA. Min xnoneub NPOCTO CNUTaB AiBYMHY-Kyp'epa, i
BOHa rpy6o BigMaxHysacsa Big HbOro, HeMos ii NoTypbysanun. HixTo He ByB rOCTUHHUM.

Lie micue 6yno HenpnemMHuUM. MabyTb, KON BM X04YeTe WOCb TPOXM KpaLle, HixX
3aMopoXkeHa ixa.[5 - Ray S., «Fresh Brothers Pizza in Hollywood Hills, CA», Yelp, April
10, 2014, http://www.yelp.com/biz/fresh-brothers- hollywood?hrid=rGCtkl7dqOLF-sMf-
fNO_Q& (accessed Sep- tember 7, 2015).]

Bionosigb 0e66i, wo HaaxoanTb Big «[ebbi ., BnacHuusa 6i3Hecy Fresh Brothers
Pizza»:

MpuBiT, Pen! MeHi ayxe wkKona, WO BU 3iTKHYJIMCA 3 UMM, KOM BiagBiJann Hac y
bepe3Hi. Mn gewio 3MiHWAN B pecTopaHi, i 1 AyMmato, LWo cepeanosuule cnpasai
3MIHWJI0CS Ha Kpale. Yu He norogmTecs BunpobysaTn Hac iwe pa3? MeHi 6 xoTinocs
HadicnaTn BaM NogapyHKOBUN cepTudikaT, wob Bu Moram Hac nepesipntn! Akwo
ba)kaeTe NpucTaTM Ha MOt NMpono3unuito, byab acka, HadiWNITb MEHI e/IeKTPOHHOIr 0
JINCTa 3 BALLOK MNOLITOBOK afpecoto, i A Bignpasao cepTudikaT BaM. [AKyto.
Debbie@FreshBrothers.com (mailto:%20Debbie@FreshBrothers.com)[6 - Debbie



Goldberg, «Fresh Brothers Pizza in Hollywood Hills, CA», Yelp, August 29, 2014,
http://www.yelp.com/biz/fresh-brothers-hollywood?hrid=rGCtkl7dqOLF-sMf-fNO_Q&
(accessed September 7, 2015).]

lneanbHo. [1e66i BU3Hae npobnemun, BubavyaeTbCa Ta Hadae 3acib yperyntoBaHHS
KOH(NIKTY. M rnmboko npoaHanizyemo, sK BianoBigaTn XxenTepam 3rigHoO 3 KaHaI0M
y po3ginax 6 i 7, ane ua signosigb eb6i e rapHUM 3pa3koM.

Mo>XNn1MBO, B/ BBa)>KaeTe, WO LUEeN KieHT NpoCcTo HaMarascs BUMaHUTK B [1e66i
0e3KOoLTOBHY XXy, 0C06/IMBO OCKiNbKK 3 ii Bianosigen Ha Yelp o4eBMAHO, LLO BOHa
4acTo NPONoOHye NoAapyHKOBI cepTUdikaTn HEBAOBOJIEHMM BiaBigyBadyam. Mun
pPO3rnsiHEMO AMHAMIKY Ta My4piCTb TakKoro nigxoay B po3aini 5.

Hemae 3Ha4yeHHsA, 4u cnig HagaBaTu XxenTepam LWBUAKY JOMOMOryY Y hOpMi
nogapyHkKoBux ceptudikaTie. Ton dakT, wo Nebbi nybniyHO BU3Hae cKapru Ta
BiAMNOBifae Ha HUX, € BUHATKOBUM i MOXBaJZIbHUM. K BOHa rOBOPUTb, «3aJinLLaoyun
HeraTuBHI BiAryKuW, Nt04OMN He OYiKyloTb Bignosigi. MignpnemMmcTBa Hacnpasai He
yCBigoMuan pakT, Wo BianosigaTn cnig, ToMy Wo y 6baraTbox BUNagkax Mm MoXXeMo
JNIerKO MOBEPHYTU UUX Ntoaen y 3aknapg i, tpeba cnofgiBatncs, nepekoHaTu ix
cnpobyBaTun Hally XKy Lie pa3 i BUNPaBUTN CUTYaLilO».

OfOHUM i3 LikaBux enemMeHTiB nnaTgopmu Yelp e Te, LLO BOHa 003BOJIie TaKUM
BNnacHuKam 6i3Hecy, sk [eb6i (abo KepiBHMKaM 3aKnafiB, SKLWO BOHN BUPILLNIN
neneryesaTu 3aBAaHHA), BioNoBiAaTM aBTopaM BiArykis ocobucTto. Lle cxoxxe Ha
dyHKUito Messenger y Facebook abo iHcTpymeHT Direct Messages y Twitter, i BCi BOHN
pobnaTb NybnivYHi KOHTaKTKN 3 XenTepamu nofibHMMm ao obmiHy ocobncTnmm
MOBIAOMJIEHHAMMN €/IEKTPOHHOK NowwTot. (Y ubOMYy OKpeEMOMY acnekTi e 6baraTo HOBUX
i cneumnivHMX HaNpPsAMIB PO3BUTKY, | MU PO3rISHEMO iX Y po3ainax 4 Ta 8.) Ane [1e606i
3pigka Bignosigae ocobncTo, HaBiTb XxenTepaMm, NONPM Te WO TEXHONOrIA AN LUbOro
DOCTyrnHa. Yomy?

«[epcoHan Yelp pekomMeHaye KOHTAKTYBaTU 3i CKap>XXHUKAMN HanpsaMy N He pobuTu
Uboro nybaivyHO, WO, Ha MO AYMKY, MOMUNKOBO, - 3ayBaxkye [1ebbi.- 1nsa meHe
Ba>XJIMBO BignosigaTn nybniyHo, 60 A npunyckato, wo ornsag Ha Yelp e BupakeHHAM
AYMOK BaraTbox KnieHTiB. OT>Ke, SIKLL,0 BOHWN BUCJIOBJ/IIOIOTBLCA, TO, MMOBIPHO, TaKnM
AOCBig MOrjia oTpMMaTu He o4Ha NtoanHa. ToMy, OCKiJIbKU Lie 0AHO0CIbHEe BUparkeHHS
OYMKWN MOTEHLUiNHE 3HAYHIN KiNIbKOCTI SlloAen, 1 BBa)Kato, WO Ba)KJIMBO AaBaTu
BianoBiab Ny6niYHO».



Neb6i TakoXx ycBigomntoe NofibHiCTb 06CNyroByBaHHS KNieHTIB A0 rNsa4aubKoro
CnopTy i Te, Wo 3a40BOJIbHUTU rNafadiB Tak CaMO Ba)k/IMBO, 9K XenTepiB. BoHa Kaxe:
«3aranom, 1 xo4y, wob noam 3Hanm, wo gobpe 4m noraHo, MM LOCIyXaemocs,
BUABJIAEMO 3aliKaB/IEHICTb | NpaunemMo. | My HaneXXumMo 40 TUNy Araen, ki no-
CrNpaB>XHbOMY HaMoser1MBo NpauloBaTUMYThb, WOHO NOBEPHYTU BaC, MEPEKOHATH
NMPUNTKN 3HOBY Ta BUNpobyBaTn HaC».

Ocob6s1mBO He3BMYaNHOI CkNaposot niaxony Fresh Brothers no o6cnyroByBaHHSA
KNnieHTiB e Te, wo [ebbi Takox npuginae Yac, wob BUCNOBUTU BOAYHICTb | BigaaTw
HaneXXHe NO3NTUBHUM KOMEHTapsM, a He TiNIbKW HEraTUBHUM BiArykKam.

Ocb Kpic B. i3 PegoHao-biyv, KanidopHisa, nybnikye n'aTnsipkosui Biaryk anga Fresh
Brothers i3 TaknMu KOMeHTapsaAMu:

3axaun YYOAOBA niua! Coyc paHTacTMYHMK! be3niy BapiaHTIiB, @ ANs TUX, XTO iCTb
b6e3rnoTeHoBe Ta/ abo BeraHcbke, - TakoXX npekpacHunm subip! Bu He
po3dvapyeTecsa.[7 - Chris V., «Fresh Brothers Pizza, Hollywood Hills, CA», Yelp, April 28,
2015, http://www.yelp.com/biz/fresh-brothers-hollywood?hrid=BCyG-

luCaY _dgGVykRwtiw (accessed September 7, 2015).]

Nebbi Bignosipae:

MpusiT, Kpic! Oakyto 3a Bawi Tenni cnosa npo Fresh Brothers. [ly>xke paga, wo sam
cnopgobanacs ixxa. byab nacka, NnoBigoMTe MeHi CBOIO MOLWITOBY aapecy, wob s morna
HagicnaTn BaM noasky Big PoanHu Fresh. Hankpali noba>kaHHSA -
Debbie@FreshBrothers.com (mailto:%20Debbie@FreshBrothers.com)[8 - Debbie
Goldberg, «Fresh Brothers Pizza in Hollywood Hills, CA», Yelp, May 8, 2015,
http://www.yelp.com/biz/fresh-brothers-hollywood?hrid=BCyG-1uCaY_dgGVykRwtiw
(accessed September 7, 2015).]

Mioxin Fresh Brothers 0o npmBiTaHHA CBOIX XeUTEpPIiB - NPUrOIOMLUIMBUIA NMPUKIan
ONs Manux i cepeHix perioHanbHUX NignpuemcTB. Ane Benuki rnobanbHi KOMNaHii
TaKO>XX MOXXYTb BUKOPUCTOBYBATN 00CAYroByBaHHSA KIEHTIB 9K KOHKYPEHTHY
nepesary (i pobnatb ue).

Ak KLM Royal Dutch Airlines BiTae cBoix xenTepiB



AKLLO Yy CBITi € KOMMaHif, Ka BTiNoe inocodito Ta ypoku niaxony «lpueitante cBOiX
xenTtepiB», To ue KLM, odiuinHa HauioHanbHa aBiakoMnaHia HigepnaHais.

MopiBHAHO 3 aBiakoMnaHiaMK y CrnonyyvyeHux LUTaTax BHYTPiWHIN pHOK KLM wisikom
Masun, i3 HaceneHHAM 6/In3bKO 16 MiNbNOHIB XUTeNiB KpaiHKW. OT>Xe, 0CHOBHa bi3Hec-
Moaesnb KLM - TpaHCcnopTyBaTu skHanbinblue nogen 3 ogHiei 4aCTUHM CBITY B iHLLUY.
fonoBHa npu4unHa, 3a akoi KLM gocsarna B uboMy ycnixy, - Te, wo dbpeHa BUpPi3HNBCA
3aBOSAKKN 06CNyroByBaHHIO KJieHTIB.

KapnenH Boren-Meep, rnobanbHa anpektopka KLM i3 couianbHMX Mepex, NOSACHIOE:
«Mwn BBa)kaemo, Wo ob6CsyroByBaHHSA € OCHOBOK BCbOro, Wo My pobrnMo y couianbHUX
Mepexxax, i Lo HaaHHA 4y[noBoro o6cyrosyBaHHS KJieHTIB - Lle OCHOBa BCbOro, WO
MU pobumo».

Tinbkn y couianbHUX Mepexxax (He BpaxoBy4uu NiATPUMKN TenedoHOM Ta
€/IeKTPOHHOIO MNOLITOK) HAa MOMEHT HanucaHHs uboro Tekcty B KLM e 150
npauiBHUKIB, SIKi BiANOBiAal0Tb Ha 3anMTaHHSA Ta ONPaLUbOBYIOTb CKaprn ABaausaTb
4OTUPWU rognHK Ha 00y, CiM AHIB Ha TMXXKOEHb, YOTUPHaAUSATbMa MoOBaMn. BoHwM
BiTalOTb XEeNTepIiB HiAepaHACbKO, 3BICHO, @ TaKOXX aHrNiNCbKOK, AMOHCBLKOIO,
HiMeLbKOIO Ta HaBiTb TypeLbKo. BoHN He 3anunwatoTb 6e3 BiAnNoBiAi OAEeH KOHTaKT
i HABITb HafalOTb Y BEPXHiN YaCTUHI CBOIX CTOPIHOK y Facebook Ta Twitter ouiHKy Yacy
00 HadaHHS BIAMOBIAI, LLO OHOBOETLCA KOXKHI N'ATb XBUNH. TOMY, SKLLO BU
3axoyeTe NocTaBuTM 3anuTaHHA KLM abo nockapXnTtuncsa Ha Hei y Twitter, wsnagkumn
nornapg Ha twitter.com/klm noka>ke, WO BN MOXXeTe 04ikyBaTW Ha BiAMoOBiAb NPOTArom
TPUAUSATU TPbOX XBUNMH (Y TON CaMU MOMEHT, KOJIN 51 HAarnucaB Le pevyeHHs).

fIK BaM Taka BianoBifasbHICTb | POPMYBaHHSA OYiKyBaHb O/ KJieHTIiB?

Ane wnax KLM go noBHiCTIO 3pinoro g)xepena obcnyrosyBaHHsA KNieHTIB OyB
iHILinOBAHMI He HapaLolo 3i CTpaTeriYHoOro nJjaHyBaHHA YX BUKOHABYMM HaKa3oM, a
BYJIKQHOM.

2010 poKy BenlMKe BUBEP)XEHHSA ByJIKaHa Enad’aTnanokioTnb B IcnaHAaii ctano
MPUYNHOK CKacyBaHHA 107 TUCAY NepenboTiB NPOTAroM BOCbMU AHIB, BMJIMHYBLUW Ha
DOPOXKHI NnaHn 6am3bko 10 MinbnoHiB Nnacaxupis[9 - Bente Lilja Bye, «Volcanic
Eruptions: Science and Risk Management», Science 2.0, May 27, 2011,
http://www.science20.com/planetbye/ volcanic_ eruptions_science_and_ risk_
management-79456 (accessed September 7, 2015).].



Boren-Meep npuragye, wo y KLM 34nHMUBCA XaocC. «TUCAYI KieHTiB HaMaraancs
3B’A3aTUCHA 3 HaMW, YCi 04HOYacHO. Bo4yeBnab, cCnoYaTKy BOHU CKOPUCTaINCA
€/IeKTPOHHOI0 NOLWTOI0 Ta TenedOHOM, a NOTIM 3BEepPHY/INCA A0 COoLiallbHUX Mepex.
Toai My Bynm NPUCYTHI B couiasibHUX MepexxaxX TakK CaMo, K YNCeHHI iHWi 6bpeHan,
ajfle MM NPOCTO HaMaranmcsa 3po3yMmiTu, wo pobutun y Facebook i wo y Twitter. Mu
nuwe onybnikyBanu neBHy rapHeHbKY iH(popMaLuito, i Le byno Bce. Ta panToBo
Haginwna XxBUag 3anuTaHb Big nogen: “Meni noTpibHO ixaTu Ha BnacHe Becinns. Ak
MeHi gictaTuca secinna? 9 He MoXXy BrnixaTu 3 HigepnaHgis. He MOXy BuixaTwn
HIi3BIOKN" ».

OfHe pileHHS 3MiHMN0 KOPOTKOCTPOKOBUI XapakTep Toro, Ak KLM npautoBana 3
KJlieHTaMu, Ymi NaaHn 3pynHYBaB BYJIKaH, i Lie pilleHHSA BpewTi-peLwT 3MiHKU0
KOPMopaTUBHY KyJbTypy Ta rMMbuHHy CyTb KOMNaHii. Boren-Meep nobpe ue
nam’aTtae: «Lle 6yB Ton 0cO6MMBUN MOMEHT, KON 0 KabiHeTy Halworo
BiLenpesnaeHTa 3 eJIeKTPOHHOI KoMepLii BBIMLWOB NpaLiBHUK i 3aaBuB: “llocnyxanTe,
MU MOXKeMOo abo BOaTu, WO LUMX 3anMTaHb HemMae, abo BignosigaTn. Ane 3HanTe: AKLLO
MW MOYHEMO, A0POrM Ha3aa He byae”. | Halw Biuenpe3naeHT cKkasaB: “BignosiganTe
Ha BCi"».

OcCKinbKW niTakn 3anmwanncs Ha 3emni, 6arato yneHiB komaHan KLM cuginn Ha
aBiaba3i B aeponopTy Cxinron B AMcTepaaMi, He Malo4u iHLWOI CNpaBun, KpiM po3MOB
npo nonin y noeiTpi. Tomy, WONHO 6yNo yXBasieHO PilLEHHS KOHTAKTYBaTU i3 KOXKHUM
KJIIEHTOM | BiANOBICTU Ha KOXKHE 3annTaHHs Ta CKapry, BUHUKIA CUTyaLia «ryKaTu
BCiX Haropy».

«CoTHi mogen i3 yciei KLM cupginu 3a ctonamum 3 HoyTbykamu, Bignosigaro4m Ha
3anMTaHHA KNieHTIB, i ue 6yB No4YaTOK Halwloi Nnporpamu o6CnyrosyBaHHSA B
couiasibHUX Mepexax», - 3ragye Boren-Meep.

KLM He npunnHuna BiANoBigaTN KJieHTaM, KoM Kpu3a 3aseplinnacsa. Hasnakw,
KOMMaHia cucTtemaTuiyBsasia Ta po3wmpusia obcsiyropyBaHHSA. A 5K MOXKHa Byno
MNPUMUHUTK, HaBITb AKOM NpaLiBHUKK 3aX0Tinn ue 3pobntn? Bmn )X He MOXeTe cKasaTu
KJieHTaM: «A, Te npurosioMmwnnee ob6CcnyrosyBaHHs, aKke Mu HagaBann y Facebook Ta
Twitter? Lle 6yna nuwe cneuiasbHa Npono3unuis A0 BUBEPXKEHHS ByJIKaHa!»

MpauiBHUKKU KLM HIKO/IN HE 3yNNHANNCSA, | BU HE 3yNUHNTECSA TexX. bo WonHO Bun
MoYHeTe BiTaTu CBOIX XeNTepiB i NO3UTUBHO CTAaBUTUCH A0 CKApPr, BU HIKOJIN BXXe He
3axo4yeTe 3aJIMWNTU BCe, [K e.



BianoBsigb Ha KOXKHY CKapry Ta 3anuTaHHS, Y KOXKHOMY KaHasi, KOXXHOro pasy
BMMarae 3Ha4YHUX 3yCuib i BigAaHOCTI. Ane e iCTOTHe - Ta 4aCTO NOBOPOTHE -
€KOHOMi4YHe 06rpyHTYBaHHSA LbOro METOAY, SKe He BNYeprnyeTbCsa nmue NCUxiyHo
3a[0Bi/IbHOIO igeeto Npo BiAMNOBIAb Ha CKaprm ToMy, WO «Tak byae npaBuIbHO».

YoMy npuBiTaHHSA CBOIX XeNTepiB KOMEpPLUIiNHO BUTigHe

Konu BuW BiTaeTe CBOiX xenTepis, Baw 6i3HeC BAOCKOHAIOETLCA B HOTUPKU cnocobu: Bu
rnepeTBoptoeTe NoraHi HOBUHW Ha FrapHi; BM CTBOPOETE NMPUXUILHICTb KJieHTIB; BN
36bupaeTe AyMKKM Ta BifOMOCTI; B/ Bifgpi3HsAeTecs Bif KOHKYPEHTIB. HacKiflbKM KOXXHa 3
4YOTUPLOX BUrOL BrJIMBaTUME Ha BaC, 3aJ1e)XXUTb Bif TUMNy Ta po3Mipy BaLloi
opraHisauii.

Burona Ne 1: NepeTBOPEHHS NMOraHMxX HOBUH Ha rapHi

HanBa)>knuBilla NpnyYnHa BigNOBiAaTU Ha CKaAprun Ta BiTaTU CBOIX XeNTepiB - Le
NPUHaNMHI Hagae BaM MOXXJIMBICTb MOBEPHYTU Ta YTPUMATUN HEBLOBOJIEHOIO KJlieHTa.
3abaraTo NignpnemMcTB aKLUEHTYIOTb Ha BUXiOHOMY MapKeTUHIy Ta NpuBepTaHHi
HOBUX KNieHTIB, afie NpUAiNaTb NOPIBHAHO Masio yBarn Tomy, wob yrpumaTtu
KJIIEHTIB, Ha 3aJly4eHHA SKUX BOHU BXXe BUTPATUIN IPOLLi.

MO>XNMBO, BU 4ynun BUCNIB: «PeKNlaMa - ue nogaTok, CNJavYeHnn 3a HEMPUMITHICTb».
3a3Buyanm noro npunucytoTb PobepToBi CTiBEHCY, 3aCHOBHUKY KOMMaHii 3 pEMOHTY
KOMM'I0TepiB Ta enekTpoHikn Geek Squad (3apa3 ue YacTuHa Kopnopadii Best Buy).
Kpalie i To4Hiwe hopMynioBaHHSA Uiei inei Moxxe byTn TaknMm: «Peknama - ue
nonaTok, crjavyBaHNN To4i, KON BU HEBMNPABHI B YTPUMAHHI CBOIX HUHILLHIX
KNieHTiB», - i BU MOXXeTe NpunmncaTn Noro aBTopcTBo MeHi[10 - Shaun Smith,
«Marketing Is a Tax You Pay for Being Unremarkable», Customer Think, April 1, 2008,
http://customerthink.com/marketing tax _being unremarkable/ (accessed September 7,
2015).]1.

Ak Hanncanu Oy)xaHenn bapsoy n Knayc Monnep y cBoinn 4ynoBin KHMXLi «Ckapra -
Le gapyHoOK»: «baraTo KOMMaHi He OLiHIOITb peasibHYy BapTiCTb BTPATU KJIEHTIB.
BOHW MOXYTb TOYHO CKa3aTu BaM, L0 BOHW pobnaTb, abu npuBepHYTU HOBUX
KJIIeHTIB, | CKiJIbKUM L€ iM KOLWTYe, asie MOXYTb i FragKu He MaTun, CKiJIbKN KNIeHTIB BOHU
BTPa4aloTb, HOMY Ta CKiNbkK ue iMm kowTye»[11 - Janelle Barlow and Claus Moller, «A



Complaint Is a Gift: Recovering Customer Loyalty When Things Go Wrong» (San
Francisco: Berrett-Koehler, 2008), Kindle edition.].

Lle AMBOBMXXHO HEOANEKOrNAAHO - 3pOCTaHHA YTPUMAHHSA KJieHTiB Ha 5 BiACOTKIB
Moxxe 30inbwnTn NpubyTkn Ha 25-85 BiacoTkiB[12 - Frederick F. Reichheld and W. Earl
Sasser Jr., «Zero Defections: Quality Comes to Services», Harvard Business Review,
October 1990, https://hbr.org/1990/09/zero-defections-quality-comes-to-services/ar/1
(accessed September 7, 2015).].

OaHieto 3 BUron HassBHOCTI CKApPXXHUKIB € Te, WO iX MOXXHa BUSBUTU Ta 3HaUTWN. Bam
He NoTpibHO WyKaTn ix abo 3anuTyBaTn cebe, YN Ha NPaBUbLHY LiNIbOBY ayaUTOpPItO
abo PUHKOBI CErMeHTN BN opieHTyeTecs, 4 TypbyBaTuCs Npo KyniBJto peksiamMm Ha
OoNTUMasbHUX pafiocTaHuigaX. CKap>XXHUKK NPOCTO 3aaBNA0Tb Npo cebe TenedoHoM,
€/IeKTPOHHOIO NOLWITOl0, Y ColiaNibHUX MepexXkaX i B iHWKUX Micusax. XenTepn BUXOAATb
Ha CBIiT/1I0 caMi, wo pobuTb B3aemogito 3 HUMK Ta, Tpeba cnopiBaTucs, ixHe
MOBEPHEHHSA NPOCTO BMNPaBOto MOPIBHAHO 3 MPUBEPTAHHAM KJlieHTa.

MpuBiTaHHA XenTepiB HaJae BaM MOXJIMBICTb 3p0OUTKN 3 IMMOHIB NMMOHaA4,
nepeTBOPUTW MOraHi HOBUHW Ha FapHi Ta yTpMMaTU KNIeHTIB, SKi BXXe y Bac e.

Hens KepreH po3ymie U0 AMHaMIiKy, TOMY BiH 0CObUCTO BiANoOBiAae Ha KOXXeH
OOHO3ipKOBUN BiAryK Ha CBOi KHMXXKM Ha Amazon. BiH BubavaeTbCcs Ta npornoHye
BiALUKOAYBATU BUTPAYeHi rpoLi noC rpoLi 3a HernpmueMHi nepe>xmBaHHs Bif
MPOYUTAHHSA KHMXXKW. Ha 1noro npono3nuito noroamnaocsa Tpoe snen, i KOXXHOMY 3 HUX
BiH BignpaBuB 4Yek. barato nogen Hanucanum, Wo Bpa>kKeHi Noro BiaAnoBignto, ane BOHU
He BBa)Kasin, Wo B3ATWN y [lerBa rpowwi - npaBuabHO. KpiM Toro, Hacnigku gin ensa
3Ha4Hi, 60 NN, SKi YNTaTb BIATYKWM 00 TOro, 9K npnadatm KHUXKyY, 6a4aTb Ui
0OMiHW NOBIJOMAEHHAMM Y BMpiWanbHU Nepion 06MipKyBaHHSA MOKYMNKU.

«€ baraTo nogen, Aki NMwyTb Ha Amazon: “Oro, He MoXXy NOBIPUTHK, LLO LIEN XJ0MNeLlb
Le 3pobme. 1 TOYHO KyrIto L0 KHUXKY”,- po3noBigae KepneH. - Lle gincHo
cnpauboBye. He ToMy, LLIO BU HaMaraeTecs obayputun nogen, a ToMy, WO BN MOXeTe
NpoOoeMOHCTPYBaTW CBOKO CMPaBXHK 0COBUCTICTb | NOKa3aTK, WO BaM He bangyxe».

LLlofo uiei KHWXKKW fie aHanoridyHa npono3unuisa. AKLWOo BN 3aanWLINTe HeraTUBHUN
BiAryk npo «lpuBiTante CBOiX xenTepiB», 1 Nnobavy Noro Ta 3anponoHYto
BiAWIKOOYBaTW Balli rpoLLUi.



Takuin Nigxig KOHTpacTye 3 TuM, 9K bpuTaHCcbKniA aBTop Pidapa bpiTTeH nosiBcs 3
Oy>XXe KPpUTUYHUM OL4HO3IPpKOBUM BiAryKOM Ha Amazon [0 CBOei KHUMXKN «TpoaAHaa
CBiTY». bpiTTeH BiACTEe)XXNB IOHY aBTOPKY Biaryky Nenpx PonnaHg, npoixaB n'aTcoT
MWJb | B CyrnepMapKeTi, Ae npaute aiB4nHa, Boapme ii N0 rosloBi NNSAWKOK BUHA Tak,
W0 BOHa 3HenpuToMHinall3 - http://gawker.com/british-writer-tracks-down-teen-who-
gave-his-book-a-bad-17417130167utm _ expid= 66866090 -
62.YKETBcIMTk2uX1oytHipyg.0.]. Bam, 6€3yMOBHO, He cnif «nynuioBaTn CBOIX
XenTepiB», i HeoYikyBaHa wenpictb KepneHa (i To4HO He bpiTTeHa) - HaBiTb ¥
CUTYalii BENIMYE3HOro HeraTUBY - € LWOKOM Aassa cuctemu, Beaxkae 1e66i Nronnbepr i3
Fresh Brothers Pizza. «Lle mucteyTBo ae3opieHTauii. Mpose nob’'a3HOCTI 40 KOroCb
nocepen HeraTuBy 3MiHIOE CUTYaLitlo | MOBepTae BaM Blagy».

LLa Bnaga Moxxe 3beperTtu knienTa. MNMoaidbHo oo Bnamey, skun enB KepreH MaB Ha
CBOiX aBTOpPIiB 0AHO3ipKOBMX BiAryKiB, 3BM4Ka Oebbi Hagcnnatn nogapyHKOBI
cepTudikaTu He3aL0BOJIEHMM BigBiAyBadaM MOXXe MOBHICTIO 3MIHUTU CTaBJIEHHS
KNieHTa, 9K 3a iHWKnX 0bCTaBuH NepenwoB 61 40 KOHKypeHTa. «Mu oTpnmyemo
€NEeKTPOHHI NNCTW Big Noaen, aKi NMUWYTb WOCb Ha KWTanT: «[dyxe BAAYHUN 3a
noaapyHKoBUIN cepTuUdikaT, SKUW BM Hadicnann. Mo4 ixka 3ani3Hunacsd, a Bu ue
BfagHann. Mu 3HOBY 3 BaMu», - po3MnoBifgae BoHa. - Lle BiabyBaeTbCa KOXXHOI0 pasy, i
MW 3HaeMO, LLO Le crpauboBye».

KoHel, 03HaKOMUTENbLHOro parMeHTa.
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