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POCT N MACLUTABMPOBAHUE  LLIEHOOBPA3OBAHWE

KAK NMOBbBIWATDb LLEHbI
N OTKA3bIBATbCSA OT HEPEHTABEJIbHbIX
KJINEHTOB

CTpaTeerﬂ noBbILLEHWNA LeH, KputTepumn HepeHTa6e)'IbeIX KJINEHTOB, CKPWUMThHI
yBeagoMJieHUd N OTKa3a, aJibTePHaTUBHbIE peLleHns

* 3aueM 3To HYXXHO: B KOHCANTUHIe BpeMs - OrpaHnYeHHbIN pecypc. Ecam bl
paboTaeTe C KIMEHTaMM, KOTOpbIE NAATAT Maso, HO TPebYOT MHOr0, Bbl HE MOXETE
B35iTb HOBbIX, 6051€€e BbIrOAHbIX KINEHTOB. [OBbILLEHNE LIeH 1 0TKa3 oT
HepeHTabesIbHbIX KJIMEHTOB - 3TO HE XKaAHOCTb, @ HEOBXOAMMOCTb. DTO MNO3BONSAET

BaM:
e YBeNNYnTb goxon 6e3 npuBnevyeHns HoBbIX KJIMEHTOB.
e OcBob0oaNTL BpeMsa ana bonee BaXKHbIX 3a4aM.
e ChoKyCMpOBaTbLCSA Ha KJIMEHTax, KOTopble LLeHSAT Bawly paboTy.

e CHM3UTb YPOBEHb CTPECcCa W BbirOpaHus.

1. KAK ONMPEAEJINTb HEPEHTABEJIbHOIO KJIMEHTA

He BCe KJ/MeHTbl OAMHAKOBO MNOJIe3Hbl. HekoTopble MPUHOCAT I'Ipl/l6b|)'|b 7
yOOBOJIbCTBUE, OPYyrmne - ToJIbKO I'IpO6J'IeMbI. BoT KpuTepumn, Nno KOTOPbIM MOXHO
onpenennTb HepeHTa6eanoro KJINEHTA.

Kputepun MpusHaku Yto penatb
Hu3kum yek [MNaTuT HUXe pbIHKa, TOpryeTcs, NPoCuT MoBbICUTbL LEeHY nan
CKUAKWN OTKa3aTbCH

Bbicokas Harpyska TpebyeT MHOrO BpeMEHU, 3BOHUT MO BbIXOAHbIM,  YCTAHOBWTb FpaHuLibl UK
MULIET HOYbIO 0TKa3aTbCH

HEYBa)KEHVIe K OnasabiBaeT Ha BCTpe4n, He roToBUTCA, MeHAET MoBbICUTbL LUeHy nnn
BpeMeHU ycnoBusa B nocneoHun MOMEHT OTKa3aTbCA
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Kputepun MpusHaku Yto penatb

MocTosiHHbIE "Hy>xHo 6bls10 BYepa", aBpasbl, BeecTn ponnaTy 3a

CpoOYHble 3apayuu He3anJlaHWPOBaHHbIE 3a4a4n CPOYHOCTb WM OTKa3aTbCs

ToKCcU4YHOEe XamuT, obecueHMBaeT, MaHMUNYINPYET, OTKasaTbCHa HeMeaJsIeHHO

obweHue xanyetcs

3apep>XKu onnaTtbl [MnaTnT Cc ono3gaHnem, NPUXoanTCs BeecTn npeponsaTty uam
HanoMmHaTb, "noTepssn cyet" OTKa3aTbCA

HeueneBon knMeHT He cooTBETCTBYET Ballen cneymanmsauunm, MepeHanpaBuUTb K NapTHepY
TpebyeT ycnyr, KOTopble Bbl HE OKa3blBaeTe U O0TKa3aTbCA

¢ MpaBuno: ECn KINEHT COOTBETCTBYET 2-3 KpUTepuam 1n3 Tabnunubl - oH
HepeHTabeneH. Ecnun 4 1 6onee - 0T Hero Hy>xHo n3baBnATbLCS.

2. KAK NMOBbIWATbDb LLEHbI

[MoBbIlLeHNe UeH - 3TO HOpMaJibHasa MnpakTukKa. Balwa 3KcnepTu3a pacTerT,
pacxonbl YBE/IMYNBAKOTCA, PbIHOK MeHAeTCcA. [[naBHOe - fesiaTb 3TO MpPaBUJIbLHO,
4yTObbI He NMNOTEPATb JNOAJIbHbLIX KJTMEHTOB.

2.1. Korgpa noBbilLaTb LEeHbl

e Pa3s B rop - cTaHQapTHadA npakTuka. Hanpumep, ¢ 1 aHBapa uiam ¢ Havana
(PMHaHCOBOro roaa.

Mpu pocTe HarpyskKMu - ec/in y Bac HeT cBOBOZIHbLIX CIOTOB, @ CMPOC pacTeT.

Mpu noBbILLEHUU KBaﬂMd)MKaLI,MM - eCJiv Bbl rnpoLwnn o6yqu|/|e, nonyvynmin
cepTndmrkKaT, OCBOUIN HOBYIO METOOUKY.

Mpu MaMeHeHUM 3aKOHOAATENbLCTBA - €CJIN HAaNI0MrM NN B3HOCHI BbIPOC/IN.

Mpu 3anycke HOBbIX YCAYT - eC/ Bbl 406aBMAM B aBOHEHTKY YTO-TO HOBOE.

2.2. Ha cKoNbKO NOBbLIWATb

e MuHuMManbHO: Ha 10-15% (NokpbITne NHPNAUNN).
e CpepHe: Ha 20-30% (ecnu Bbl 4aBHO He MOBbILWAN).

¢ MakcuMmanbHO: Ha 50-100% (ecnn ueHa bblsla HMXXe pbIHKa).

He nosbliWwaniTe cpa3dy B 2-3 pasa - 3TO OTMNYrHeT KJANEHTOB. Jlyylle fenaTb 3TO
NOCTEMNEHHO.

2.3. Kak yBeOMUTb KJIMEHTOB



YBegomnanTe 3apaHee - MMHMMYM 3a 30 gHen, a nyduwe 3a 60. Nicnonb3ynte
email nnn nn4Hoe coobuieHwe. BOoT npuMepHbIA CKpUNT.

Tema nucbmMma: i3MeHeHne CTOMMOCTN yCayr ¢ [gaTal
"3aopascTBynTte, [ma]!

Xo4vy coobwmnTb, 4TO C [paTa] cTommocTb Moux ycnyr [aboHeHTCKoro
obcnyxmnBaHna] nameHnTcAa. Tenepb OHa CoCTaBUT [HOBad LeHa] P B mecsl.

DTO CBfI3aHO C [MpuYMHA: POCT pPaCXo[oB, MOBbILIEHWE KBaJUdUKaLuu,
n3MeHeHne o06bLeMOB paboThl]. A LEH Halle COTPYAHUYECTBO U XO4y
NPOOO/IKATh MOMOraTh BaM Ha TOM XKe BbICOKOM YPOBHeE.

Ecnn Yy BaC eCTb BOINPOCbl WIN Bbl XOTUTE Oﬁcy,D,VITb ycnoBus, naBaunTe
CO3BOHUMCHA.

C yBakeHuew,
[Bawe nmsal"

» CoBeT: He n3BnHANTECH 3a NOBbILWEHME LeH. DTO Balle npaso. FoBopuTe

L

yBEPEHHO N CMOKOMHO. ECNN KNIMEHT HAaYHET ToproBaTbCs, NPeasioxnTe
aNbTePHATUBY: CHN3UTb 0OBEM YCNIYT NN NEePenTn Ha pa3oBblie KOHCYbTaLNN.

3. KAK OTKA3bIBATbCA OT HEPEHTABEJIbHbIX
KJINEHTOB

OTka3s - 310 He rpybocTb, a 3aboTa 0 cBoeM BpemMeHU U busHece. BOT KaK 3TO
caenaTb KOPPEKTHO.

3.1. MNoparoToBKa
e YbeaunTechb, 4TO KJIMEHT OENCTBUTENLHO HepeHTabeneH (CM. KpuTepumn
BblLLE).

e [lpoBepbTE, HET 1N Yy Bac 0643aTeNbLCTB MO A4OroBOpy (CPOKK, YCI0BUS
pacTop>XXeHuns).

e [logroToBbTE asibTEPHATUBY: NOPEKOMEHAYNTE KoJIlery, napTHepa uin
npennoxuTe gpyron opmar.

3.2. CKpunThbl OTKa3a

OTKa3blBaTb MOXXHO MO-pa3HoMy. [TaBHOe - BEXXJINBO, HO TBEPAO.



BapuaHT 1. NMpaMon oTKa3 (ecnm KJIMEeHT TOKCUYHbIA UAU HapyLwiaeT
ycnoBus)

"[Mma], a BblIHy)XXAeH(a) NpekpaTuUTb Hawe coTpygHmyecTtBo C [maTal. K
COXXaneHuto, Tekywmn cdopmaTt paboTbl HE MOAXOOUT HWU MHeE, HU BaM. A
peKkoMeHAayo obpaTuTbhCH K [konnera/napTHep], KOTOPbIN
cneuvannsnpyeTcs Ha NnofgobHbix 3agavax. Cnacmbo 3a NoHUMaHne".

BapumaHTt 2. MArkum oTka3 (ecsnm KJIMeHT He TOKCUYHbIA, HO
HepeHTabeNbHbIN)

"[Nmal, ¢ [paTal 9 MeHsAw dopMmaT paboTbl U CMOry OKasbiBaTb YCJYru
TOJIbKO Ha HOBbIX ycsoBUAX. CtonmocTb byneT [HoBasa ueHa] £. Ecnnm 3710 He
noAXoOuT, 9 MOry MopeKkoMeHAoBaTb BaM OpPYyroro cneunanncrta. B nobom
cnydae, cnacnbo 3a COTpyaHMYeCcTBO".

BapuaHT 3. MNepeHanpaBneHue (ecsiM KJIMEHT He Ball, HO MOXXeT
ObITb NONIe3eH NapTHepy)

"[Mmsa], 4 He cMory B34TbCA 3a 3TY 3a4avy, TaK Kak OHa He BXOOUT B MOIO
crneunanmnsaumio. Ho a9 3Hat OTJIMYHOrO crneymanncTa - [MMSa, KOHTaKThbI].
OH(a) nomoxeT BaM C 3TuM. Ecam noHapobuTcsa mMos nMoMolb B APYrux
BOnpocax - obpalwiantech".

3.3. HUTo penartb, eC/2in KJINeHT NMPOCUT OCTaTbCH

NHoroa KAMEHTbl, ycChabiWwas O MNOBbIWEeHUM UeH WM OoTKa3e, npepsaratoT
koMmnpoMmucc: "Nasante a byay nnaTuTb CTOJIbKO XKe, HO Bbl cAeflaeTe MeHbLle".

Nnun "A rotos nnatutb 6onblUe, TONBKO He yxoauTte". B 3Tom cny4ae:

e EC/IN KJIMEHT roToB NJIaTUTb BosibLue - MOXXHO NMPOAOJIKUTb, HO
3a(pUKCMPYNTE HOBbIE YCIOBUS MUCbMEHHO.

e ECQIN KJINEHT NPOCUT CHU3UTb 06beM - nepecMoTpuTe aboHEHTKY: ybepuTte

4acCTb YC/Yr, HO COXPaHUTE LIEeHY.

e ECnM KNMEHT JaBUT Ha XKaJNoCTb - He NMojaaBalniTech. Balle Bpems u
3KCMepTu3a CToST A0POro.

4. 4HTO AEJIATb C oCBOobOoOAMBLLUMNMCA BPEMEHEM



OTKasaBlWnUCb OT HepeHTa6eJ'IbeIX KJIMEHTOB, Bbl 0CBODOXaaeTe BpemMA. Ero
MO>XHO MNCMOJ1Ib30BaTb OJ14:

5.

’

\

MpuBneyeHUss HOBbIX KJIMEHTOB - Bbonee NnaTeXxecnocobHbIX N NOSANbHBbIX.

MoBblweHua kBanudukaumm - obyyeHne, ceptTudpunkauns, ny4eHme HoBbIX
HanpasB/IEHU.

Pa3BUTUA NPOAYKTOB - CO3aHNE KYypCOB, WabnoHOB, KOHCY/IbTALIMOHHbIX
MaKeToB.

OTabixa - NPoUIaKTMKa BbIFOPaHMSA. DTO TOXKE Ba)KHO OJ1 LOJTOCPOYHOIr0o
pocTa.

HEK-JIUCT NO PABOTE C KJIMEHTAMM

[ ] MpoBeneH aHanNn3 KANEHTCKOW Ba3bl: KTO MPUHOCUT NPubbIab, KTO HET.
[ 1 OnpeneneHbl KpuTepun HepeHTabeNbHOro KAneHTa.

[ 1 BbisBNieHbl 1-2 KNMEeHTa, OT KOTOPbIX HY>XHO OTKa3aTbCSA WU NOBbLICUTb
LeHy.

[ ] NogroToBneHbl CKPUNTbI YBEAOMJIEHUS O MOBbILLUEHUN LLEH.

[ 1 MNoproToBneHbl CKPUNTbI OTKa3a.

[ ] OnpepeneHbl gaTtel yBegomneHus (3a 30-60 gHen).

[ ] MoaroToBneHbl anbTepHaATUBLI (MapTHEpPDLI, KONNEern).

[ ] MpoBeneHbl NeperoBopbl C KJIMEHTAMMU.

[ ] 3achukcmpoBaHbl HOBbIE YCI0BUSA (€C/IN KJIMEHT OCTaCs).

[ 1 OcBobogumBLLEECa BpeMs 3amnMjlaHUPOBAHO Ha MoJie3Hble aena.

I, BakHO: He 6onTecb 0TKa3biBaTbCHA OT KJMEHTOB. Jly4dwe nmetb 10
KJINEHTOB, KOTOPbIe MJaTAT XOPOLLUO U YBa>kKaloT Balle spemMs, 4em 30
KJINEHTOB, KOTOpPbIE MJAaTAT MaJio N co3aatoT npobnembl. Balla akcnepTusa
CTOUT goporo - He obecueHnBanTe ee.

JoKyMeHT paspaboTan:
/

(noanwucek, ®N0O)

oo 20 r.




© bun3Hec-nakeT: DKCNepPTHbIN KOHCANTUHI 6e3 COTPYAHMKOB - Kak MoBbIlLaTb LEeHbl U
OTKa3blBaTbCA OT HepeHTaﬁeﬂbeIX KJINEHTOB, BEPCUA 1.0.
PeKOMeH,EI,yeTCﬂ NMPUMEeHATb OCO3HaHHO, C Y4eTOM KOHKpGTHOI7I CNTyaunm n 4OoroBOpPHbLIX
oba3aTenLCTB.



