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JdunHamuKa cpeaHei acddeKTUBHOCTHM 3BOHKA

Q0%
B3%
799 Bl%
73%
T1% 68% 70%
| I I
IWanuHKuH CTapoBOWTOB Pawenes Meadosa AHHE  JlecxoBa CaHTanoe Rucensg Hapumos MuHuH KDpuid  MaTtpocoea Bacuneeea
CTaHuWconae AHOPER EEreHus TarbaHz Hrope Maeen AHOpER Ana KJnus
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Cpegxan 3dpekKTHEHOCTE 3BEOHKA 38 OueHEeHo pasroBoOpoB
npownsid Nnepuog OTYETHLIA Nepuog 3a OTHeTHLIN NepuoA

ManuHnd CTaHucnae 76% 79% 11
CrapoeoiiToB AHgpei 64% 1% 2
Pawens Esrenna ET% 80% 4
eanosa AHHa 71% 69% 13
Necuosa TatkAHa 75% 66% 4
Cawurtanoe Mrops 43% 68% 29
Kucenes MNasen 76% 90% 11
Kapumos Axgpeit 63% 3% 2
MurnH KDpnit 6B8% 70% 3
Marpocosa Axa 91% 81% 15
Bacuneesa Hnua B7% 833% 19
ViToroewle nokasatenn 68% 76% 113
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MeHegep He nepebuBaer cobecegHUKa.
BHMMaTenbLHO CAyLIAaeT KAWEeHTa, UCNO/b3YA TEXHUKY
aKTUBHOIO C/YLUAHUA.

100%  100%

100%

95

90%

85%

- I

75%

«Q @_&q- ?;b .@ Vs Q*‘ &

@?&a vg&dl ?55 & & R z'?’
ﬁ@@fo‘b \\)@”ﬁ? & nb"p@ Qé‘ﬂp a

105%
100%  100% 100%  100%

&

t cot ™’ " 0o hAXx t ohpe 1 ¥ e * 'm™ "t m t
b} < RS — * < C*< @—* < <

e ’ h o
< < < -

“ e emo“ax a a o’ ta c-oe 07 e "Yic 'E ’

< < 1 < ] - * < <

CX h’® - ~—~

<& <

“m oeteh.x o

a0 .a C

e

& 1QSGROUP

t e ¢ Y



& 1QSGROUP

120%
1003
100%
Bl%a
80% 50%
40
40% 3055 708,
- I I “I I
0% . 0% 0% 0%
- L
;;r b b ,;+ & kL & A+ & o e
@ Yss,‘f ?sg;sf ﬁgﬂ:ﬁ ‘!\'ﬁ+$ ﬁ ‘EP d?- Qféq__‘?‘ ID*':? ﬁ{:@# p 1‘?%
ﬁ" o @ & o o o a* dv-
é} ﬂqbdb ~t~§$‘ {;IF -4*‘5";? 'Z?&Q ¥ Q@'&? Q'b‘tp Q{é@g <
“ e emoa@ax o ™ X’ ™*m m t ae ™ tya e s h oa ® e an oot h x © e
] <« —_— < * < 1 *  — < < )— - < t ] * —
0 oohc ht ax"'hf’h’to’nf‘ogac”“e
<t - * < * < - — " * < ©
0 0 ymoe ht 'E-ae e * 7™ h¥eo e * Nt *eo A0 t 'Vt
< 0 - * * * % < < < % < ’—O 1 * <:) Y
om’]:[tochoo om & a h ochcoyo t''y ~ ¢



& 1QSGROUP

~
“ s h t
c. .
N
. ~
*h *t et a ™ eh h.> % e m "’ X o A . —~o T “~ a 6 a THt o
L - % *x < ] *  *x< @ < * *ﬁt<E] 4*3’< P S S — < ’!<_I - <
h x cch o * 0ac™?®8" m 'Fmo mt oa e ““oy"™e o hox 0 o " Tt T96- o
t - . " * <k *E * < * W— * ot — - ’**<26-’\<<oo e <
m o ne o th'¥Yt™ o t]™ t¢'BFEt o -atxoh m o t h xo"teh * © omt ™40 m¢ 0O a oett
- <<§ Y '-Ia-v’ E 1 < *x * — e <]'r < Y‘v@ < T <

h *“ m™@ *“e'Yy*"’ CoO0 ¥ be ~ o0t ab aae’t™ ’d x ’
£l

—_— << — < < 1t <



& 1QSGROUP

Mpumepbl Hepopa6oTok B onpegeneHHbIX NYHKTaX CKpUNTa

[arta Bpems Ha

Menemxep KommeHTapuii KOTOpPOM 3anuce
3BOHKA  EbIAENAET

CrapoeoiToR |pazroecp "nyctoi”, DeapeayneTaTHEIA, ¥0TA W 40OrOBOPUNNCE HA

Cnes 3BOHOK. He I'IIIII'II:-ITEIIIJ'ICH obpabortate BoapameHue "Ham 3To 18.10.2014 4-30 S —

ceilyac bea HagobHocTH”, cornacunca W ckasan, yTo Nepe3goHnT B

Aungpen cnej mecaue.

He yTouHAST Korga Dy4er MaBecTHO, He KOHKpeTWanpyeT ) , c®

Kucenee lNaeen NPOMESXYTOK Bpemenn. He yTouHReT y406HO M roBopHTS. 24102014 1:22 npocnyLlars 3 h . a <X m ¢ . . ee g A : e
‘ oe " ®t - tce h o~
- _— - 1 < < o%

Nyqwwue npuMepkl pasroEOPoOE UMK oTPaboTKKW onpegeneHHoro NyHKTa

Nata MunyTa, .

< <
Menempwep KommeHTtapui Ha ) Janucek X ¢ h ~ T eh m ’0{ e ” To & o
sgoHka ‘O oPOM @ L oL .
pacckasana npo  akuuu, CnpalineaeT npo  BbiCTaBNEHWE e t h , t m nt o h
WHpOpMaLMK Ha caiiTe, HO He YTOYHMNA KOHKPeTHYHW A4ary, Korga . Lo . <@ AP s <
Pawent Esretinz gce e ByayT BuicTaenedsl mMarapwans. CooBuwiaet wudo o 15.10.2014 320 ripociyluare X o1 . 0He€ _OOY X .
erucTpalMi Ha calTe, B pa3roBOpe HanpaBnASeT Ha CTPaHUL) =
p paty p P p pannuy e o a e > h o

Bacuneeea MEHE,D,}KEP npencraenAeTCcA nNo CTaHOdpTy. YaHaeT UMA KNUeHTa,
HaeoOALLWMe BONPOCEH 3afdeT. EnueHt B BO3pAcTe, TepAET HWTE

pasaroBopa WAW OTXOAWT OT TeMbl, HO MeHefxep Ha eonpocel| 17.10.2014 4:10 npocnyWaTs
oTEEuaeT kKoppekTHo Oea paspamedwA. [lpegnomuna  gpyroi
Konusa BApPWaHT, COrMacHo MHaHCOBOMY 3aNpocy KNUeHTa
Xopowan otpaboTHa BO3PaEMEHWA, KOTOPOE CBA33HO C ONnarod
Munun KOpui  |uepez Aueliky B DaHke. MeHegxep OeicTpo yOwpaet pazgpaxenuns| 18.10.2014 6:10 OpocoyLWaTe

W3 ronoca W HaXoguT KOMODOMWCC © KNMHUEHTOM.
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O6wKe BbIBOADI:

Ja neprog c 13.04 2015 no 17.04 2015 Beino npoeepeHo 210 pasroBopoB ¢ KNUEHTAMK.

CHNEkHEIe CTOPOHEI MEHEeOKepoB

1. ¥BEpEHHOCTh, OTAWHHOE 3HaHWE NpodyKTa

2. 3MoUWOHaNEHAA YCTORYMBOCTE, XEenaHWe NoMoYb KNMeHTyY
3. 3a0a10T OTKPbLIThIE BONPOChI

4. Ctano Gonklue BONPOCOE, BEAYWMX K paclUMpeHUD KNWeHTa
5. Ctano Donelle 3B0HKOE NO PaclUMPeHHD KNTMeHTa

6. CTtanu cnpawveaTs, YAobHO N rOBOPUTE, HO BCE ELE 04eHb pefKo, 3abbiBaT noka.
OcHoBHBIE OWWGKW MeHeOQXepoB:

. Penko cnpawweaoT, yooBHO MU rOBOPHTE KNHEHTY

. YacTo HenpaewneHO CTABAT yoapeHWe B CNoBe KaTanor (KaTAnor)

. He oTcTpanealdTCA 0T KOHKYPEHTOB

. Penko 03By4MBa0T KOHKYpEHTHEIE NpeuMyLLecTBa

. 3BOHKOE no paspaboTke KIMeHTOE B NPUHLMNE Mano. B-OCHOBHOM, 3BOHAT N0 AOCTABKE WK N0 CHeTaM.

. He 4eTko 03BYy4MBaIOT 4OrOBOPEHHOCTH

- He rogopaTt of akyuu, o Beirpy3ke 8 1C, 0 HOBUHKaX

. He paboTanT ¢ Bo3paseHnamu, TONBKD NPUCoeguHANTCA. VIHorga cnone3yoT NpeMMylecTEa KOMNaHuK (B03pacT, Hanu4dme)
. He roeopaT npo HeobxogumocTe B DaHHepe, B pacchinNke oCTATKOE.
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PekomeHOauuK:

Mo wroram 2,5 Hegenes OCHOBHAaA peKoMeHOauMA - paspaboTtate ANA MeHegXepoB cKpMNT obweHnA ¢ knueHTom! B nepeyro ovepegs -
BOpPOHKY BonpocoB AnA cbopa MHchopMaunm, BeAylyA K pacliMpeHHio KnveHTa. Ceddac MeHegXepkl NYTAKOTCA, CTECHAKOTCA 3a4aBaTk
BOMNpoCkl, TAK KaK CaMW He NOHMMAKT NOrMKy U Uenk. Owunbka cucTemMHan, HeobXxogQMMO NpoNUCcaTe 3Tankl 3BOHKA, ele ny4we -
TPAHCKpUGMpOBaTE Ny4WKWe NpUMepkl B eAWHEBIA chopMart, 4Tobkl MeHegXepkl NOHUMANW, KaK NepexoAUTs OT 0QHOro Bonpoca K
Aapyromy, U 4Tobkl 3To He BEIFNAQEN0 ONA KNMeHTa gonpocomM unu cpopmanksHocTelo. Mponucats pevyeBkn ANA MeHeakepok. Mocne
3TOro NO3TaNHO BEBOAMTE MZMeHeHWA, AononHeHuA. MeHegkepel CTapaloOTCA, HO He BCerga Nony4YaeTcA Wa-3a HeQOoCTaTKa NoWAaroBksIX
WMHCTPYKUMWIA. MogBWKKKY ecTe N0 BONPOCAM - CTANMW Yalle 334aBaTk BOMNPOC NPo Npo4aXW, KaTanorv, pacliMpeHue accopTumeHTa. Bee Tak
Xe He NPoroBapUBaloT HOBMHKW, KOHKYPEeHTHBIe NperMyllecTBa U np. PekoMeHgauMM ¢ NPOLLIAOro 0TYETHOro NepuoAa OCTAKTCA B CHne:

1. KoHTponUpoBaTe MEHeXepPOE Ha UCMOMNB30BAHUE CNEHMOBLIX BbIPAXEHWIA, NPaBUMNEHO CTABWTE YAAPEHUE B CMoBe KaTanOr

2. CnpawusaTh Npo yoobCcTEO MOBOpUTE

3. Pazpaborate BOpOHKY BONPOCOB ANA MeHegXepoB (ceAYac AOCTAaTOMHO pPasposHeHHble BONpockl, He Bee npopabarteiBatoT)

4. DUKCWUpOBaTh AOTOBOPEHHOCTH C KNMEHTaMIK (Lenu 1 AaTa cnefyollero KoHTakTa), Toraa He ByaeT Bonpocos npo uenecoobpasHocTe NOTMKK
KacaHuil (MeHe#epbl Cefivac CKopee BCero He NoHUMAaIT CMbICHa 3B0HKOB pas B MecAL)

5. PaspaboTaTe NOMMKY KAcaHWA ¢ KNWeHToM, YToDbl MeHedxep Beerfa 3Han Uenb 3B0HKa

6. Bonee 4eTKo ONUCaTh YHUKANBHOE TOPTOBOE NpeanoKeHe, KOHKYPeHTHbIE MpeunyLlecTBa (MeHeaxeps! cnabo npoaawnT paboTy ¢ kKoMnaHuen)
7. PaspaGoraTtk CTPYKTYpY MCXOQALWEero 3SBoOHKa NOCTOAHHEIM KNWeHTam (gunepam)

8. MNponucaTs pasbl-0TKPLITHA AManoros AnA MeHeqxepos. HeckonbKo meHeqxepos "DecnokoaT" KnueHTa npu 380HkKe. [No-pasHomy
NpeacTasnAlTCA, MHOTAA He HA3bIBaT cobCTBEHHOMD MMEHK

9. OTNpaBnATL BCEM KNUMEeHTaM CXeMy Npoe3aa A0 CKNaga, NponucaTtk pedesky MeHedxepa (Kakue AoKyMeHTkl BpaTh, Kak 00eXaTk, Ky4a 380HUTE W
np.). Cenyac 3T BONPOCk! MHULMMPYET Cam KNHEeHT.
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Hepgena 1
HKonwuecteo ucxopawmx (30%) Berpeun (20%) PaBota B CRM (20%) 3dderTBHOCTE
Hon-80 yonelwHbix (gonswe 45 cek) |Bcero 3soHkoB |MpoBeaeHo BcTped |HasHayeHo BeTped |3anonHeHWe KapTodek |MpocpodeHHblx 33434 | pasrosopa (30%)
Menepgmep 1 38 73 1 2 0 15 94 37
Menegmuep 2 32 110 3 5 0 0 84 55
Menegmuep 3 15 64 2 4 0 0 78 49
Menegmep 4 20 32 1 4 0 0 56 43
Menepmep 5 13 22 1 3 0 0 97 54
Menepep 6 27 76 1 3 0 35 88 28
M 7 25 61 1 5 0 2 73 30
Hopmatueel: Ot 20 B AeHb OT 30 AeHb Hopma=1B JeHb Hopma =58 noeds |O10 o 5 bannoe Oon#Ho BbiTe 0, MHaue |Marcumym 100%
Hepena 2
KonuuectBo ucxogauiux (30%) Bcrpeun (20%) PaBoTa B CRM (20%) 3P PHERTHBHOCTE
Kon-8o ycnelwHbix (gonbwe 45 cek) |Beero 38oHkoB |MpoBegeHo Borpey |HasHayeHo BoTped |3anosiHeHWe kapTodek |MpocpoyeHHblx 3a4a4 | pasrosopa (30%)
M pl 22 25 1 3 0 0 78 50
M p2 14 17 2 4 0 0 67 45
MeHegxep 3 21 26 3 4 0 0 98 56
Menegep 4 12 28 2 4 0 0 56 41
MeHnegep 5 5 12 1 3 0 0 45 36
Menegnep 6 11 15 1 2 0 1 60 22
Menegmep 7 4 9 0 2 0 0 65 41
Hopmatueei: Ot 20 B AEHb OT 30 geHb Hopma=1B aeHb Hopma =58 geHb 070 go 5 bannoe OonsHo Boite 0, MHaue |Maxcuaym 100%
Ld ~ L Q b) L . v ~
hm h t "t a e e mxh-o0 t4ona o t
< T << o * < 1t < < 1 < e < < ©
17 > ~~ 7 . v [ 14 14 Ql 14 ~ L
X M xa o tm ¢ o E o T tma 'H C “h¢ m™™ ote™am "
T < % < 6 — o 1T < — - @ * < T <
-~ ~ ~
e éh o b a t 0
< * < * o ke o
<
~~ ~ ~~
c o Te=10000h x
< R T
*to~ e'ax Be " 1. ehx* B ae o’ todE 'H €™ oetxm
% < %t v * * -
[E A N 2 > . v P P
0O eax me 1" K " co em te™ e ¢ o b a
© < < g * <

10000*037 3700 " x

b



ANN

70

&0

50

30

20

10

JuHamKUKa pa3BUTUA MEHeIKepos

Hegens 1 Hegena 2 Hepena 3 Hepenn 4
1 2 =——MeHemprep 3 4 M 5 6 7
NMepuog Meueguep 1 Meneguep 2 Meuemuep 3 Meuneguep 4 Meneguep 5 Meuempuep 6 Meunepuep 7
Hegenal 37 35 49 43 34 28 30
Hepgena 2 50 45 56 41 36 22 a1
Hepena 3 32 50 47 44 60 33 29
Hegena 4 36 28 26 37 26 35 33
Utoro mecay 44 52 52 46 51 35 38
MpepbIgywmi mecay, (cnpasouHo) 33 54 55 35 16 24 32
JMHaMMKa 33 mecal, 32% -4% -6% 32% 11% 44% 20%
o oY .~ ’ ~ - > ~ . ~ 7
tcoo e Ee Ay e c ch m cCao KPI Ya
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