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Ƀɞɚ ɞɌɖɚɑ ɘɌɜɖɑɞɔəɏ ɗɚɫɗɨəɚɝɞɔ

ɔ ɗɚɫɗɨəɚɝɞɨ Ɏ ɔəɞɑɜəɑɞɑ

ɺ ʕʊʆʄ ʈɸɿɼɽʃɽ ʗ ʇʆɿʅɸʂʆʄʃʖ ɺɸʉ ʉ ʊɽʈʄʀʅɸʄʀ, ʆʇʀʐʋ 

ʇʈɽʀʄʋʑɽʉʊɺɸ ʃʆʗʃʔʅʆʉʊʀ ʀ ʈɸʉʉʂɸɾʋ, ɼʃʗ ʂʆɻʆ ʄʆʗ ʇʈɽɿɽʅʊɸʎʀʗ 

ɹʋɼɽʊ ʇʆʃɽɿʅʆʁ



ȺɝəɚɎəɧɑ ɞɑɓɔɝɧ ɛɜɑɓɑəɞɌɢɔɔ

Å ʃʦʷʣʴʥʦʩʪʴ ʥʫʞʥʦ ʠʟʤʝʨʷʪʴ ʠ ʦʪʩʣʝʞʠʚʘʪʴ ʜʠʥʘʤʠʢʫ ʧʦʢʘʟʘʪʝʣʝʡ ʣʦʷʣʴʥʦʩʪʠ

Å ɸʥʘʣʠʟ ʧʦʢʘʟʘʪʝʣʝʡ ʣʦʷʣʴʥʦʩʪʠ ïɻ ʪʦ ʥʦʚʳʡ ʠ ʙʦʣʝʝ ʧʨʦʜʚʠʥʫʪʳʡ ʫʨʦʚʝʥʴ 

ʘʥʘʣʠʟʘ ʜʘʥʥʳʭ, ʧʦʟʚʦʣʷʶʱʠʭ ʩʜʝʣʘʪʴ ʙʦʣʝʝ ʧʨʘʚʠʣʴʥʳʝ ʚʳʚʦʜʳ ʦʙ 

ʫʩʧʝʰʥʦʩʪʠ ʨʘʙʦʪʘʶʱʝʛʦ ʧʨʦʝʢʪʘ, ʦ ʨʠʩʢʘʭ ʩʚʷʟʘʥʥʳʭ ʩ ʥʦʚʳʤ ʧʨʦʝʢʪʦʤ

Å ɸʥʘʣʠʟ ʣʦʷʣʴʥʦʩʪʠ ʧʦʟʚʦʣʷʝʪ ʙʳʪʴ ʙʦʣʝʝ ʢʦʥʢʫʨʝʥʪʥʳʤ, ʧʨʠʚʣʝʢʘʷ ʯʫʞʠʭ 

ʢʣʠʝʥʪʦʚ ʠ ʥʝ ʪʝʨʷʷ ʧʨʠ ʵʪʦʤ ʩʚʦʠʭ



ȶɚɘɟ ɍɟɐɑɞ ɛɚɗɑɓəɌ ɛɜɑɓɑəɞɌɢɔɫ?

Å ʉʠʩʪʝʤʥʳʤ ʘʥʘʣʠʪʠʢʘʤ (ʧʦʟʚʦʣʠʪ ʧʦʜʥʷʪʴ ʘʥʘʣʠʟ ʥʘ ʥʦʚʳʡ ʫʨʦʚʝʥʴ, 

ʜʘʪʴ ʙʦʣʝʝ ʧʨʘʚʠʣʴʥʳʝ ʨʝʢʦʤʝʥʜʘʮʠʠ ʣʠʮʘʤ, ʧʨʠʥʠʤʘʶʱʠʤ ʨʝʰʝʥʠʷ)

Å ʉʧʝʮʠʘʣʠʩʪʘʤ ʧʦ ʤʝʜʠʘ-ʧʨʦʜʚʠʞʝʥʠʶ (ʧʦʟʚʦʣʠʪ ʙʦʣʝʝ ʪʦʯʥʦ 

ʧʨʦʛʥʦʟʠʨʦʚʘʪʴ ʵʬʬʝʢʪʠʚʥʦʩʪʴ ʨʘʟʤʝʱʝʥʠʷ ʨʝʢʣʘʤʳ ʥʘ ʜʨʫʛʠʭ 

ʩʘʡʪʘʭ, ʦʮʝʥʠʚʘʷ ʠʭ ʩ ʪʦʯʢʠ ʟʨʝʥʠʷ ʧʦʢʘʟʘʪʝʣʝʡ ʣʦʷʣʴʥʦʩʪʠ, ʘ ʥʝ 

ʧʦʢʘʟʘʪʝʣʝʡ ʧʦʩʝʱʘʝʤʦʩʪʠ)

Å ʉʪʘʨʪʘʧʝʨʘʤ (ʧʦʟʚʦʣʠʪ ʜʦʩʪʠʛʥʫʪʴ ʧʦʥʠʤʘʥʠʷ ʚʩʝʭ ʜʝʪʘʣʝʡ 

ʤʦʥʝʪʠʟʘʮʠʠ ʠ ʙʦʣʝʝ ʜʝʪʘʣʠʟʠʨʦʚʘʥʦ ʦʙʦʩʥʦʚʳʚʘʪʴ ʩʚʦʡ ʙʠʟʥʝʩ-ʧʣʘʥ 

ʧʝʨʝʜ ʠʥʚʝʩʪʦʨʦʤ)

Å ʀʥʚʝʩʪʦʨʘʤ (ʧʦʟʚʦʣʠʪ ʦʮʝʥʠʚʘʪʴ ʨʠʩʢʠ ʚʣʦʞʝʥʠʷ ʚ ʧʨʦʝʢʪʳ)



Ƀɞɚ ɞɌɖɚɑ ɗɚɫɗɨəɚɝɞɨ?

Å ʉʧʝʮʠʘʣʠʩʪʳ ʧʦ ʧʨʦʜʚʠʞʝʥʠʶ ʩʘʡʪʦʚ (ʧʨʦʜʫʢʪʦʚ, ʩʝʨʚʠʩʦʚ) ʧʨʠʚʦʜʷʪ ʥʦʚʳʭ 

ʧʦʩʝʪʠʪʝʣʝʡ (ʧʦʪʨʝʙʠʪʝʣʝʡ)

Å ʉʧʝʮʠʘʣʠʩʪʳ ʧʦ ʣʦʷʣʴʥʦʩʪʠ ʟʘʥʠʤʘʶʪʩʷ ʫʜʝʨʞʘʥʠʝʤ ʧʦʩʝʪʠʪʝʣʝʡ ʠ ʢʣʠʝʥʪʦʚ 

ʥʘ ʩʘʡʪʝ.

ʊʝʨʤʠʥ çʄʘʨʢʝʪʠʥʛ ʣʦʷʣʴʥʦʩʪʠè ʧʨʠʰʝʣ ʢ ʥʘʤ ʠʟ ʉʐɸ ʠ ʦʟʥʘʯʘʝʪ ʧʦʜʭʦʜ ʢ 

ʤʘʨʢʝʪʠʥʛʫ, ʚ ʢʦʪʦʨʦʤ ʢʦʤʧʘʥʠʷ ʬʦʢʫʩʠʨʫʝʪʩʷ ʥʘ ʫʚʝʣʠʯʝʥʠʠ ʠ ʫʜʝʨʞʘʥʠʠ 

ʩʫʱʝʩʪʚʫʶʱʠʭ ʢʣʠʝʥʪʦʚ ʯʝʨʝʟ ʨʘʟʣʠʯʥʫʶ ʤʘʨʢʝʪʠʥʛʦʚʫʶ ʘʢʪʠʚʥʦʩʪʴ.

ʇʝʨʚʦʡ ʧʨʦʛʨʘʤʤʦʡ ʣʦʷʣʴʥʦʩʪʠ ʩʯʠʪʘʝʪʩʷ ʢʫʧʦʥʥʘʷ ʧʨʦʛʨʘʤʤʘ ɹʝʪʪʠ ʂʨʦʢʝʨʘ, 

ʢʦʪʦʨʳʡ ʚ 1929 ʛʦʜʫ ʦʙʤʝʥʠʚʘʣ ʥʘʙʨʘʥʥʳʝ ʢʫʧʦʥʳ ʥʘ ʨʘʟʣʠʯʥʳʝ ʧʨʝʜʤʝʪʳ 

ʜʦʤʘʰʥʝʛʦ ʦʙʠʭʦʜʘ. ʏʫʪʴ ʧʦʟʞʝ ʚ 1937 ʛʦʜʫ ʦʥ ʩʦʟʜʘʣ ʧʦʧʫʣʷʨʥʳʡ ʢʘʪʘʣʦʛ 

ʚʦʟʥʘʛʨʘʞʜʝʥʠʡ, ʯʝʨʝʟ ʢʦʪʦʨʳʡ ʝʛʦ ʢʣʠʝʥʪʳ ʤʦʛʣʠ ʚʳʙʠʨʘʪʴ ʧʨʠʟʳ ʚ ʦʙʤʝʥ ʥʘ 

ʩʚʦʠ ʥʘʢʦʧʣʝʥʥʳʝ ʙʘʣʣʳ. ʇʨʦʛʨʘʤʤʘ ʟʘʢʨʳʣʘʩʴ ʣʠʰʴ ʚ 2006 ʛʦʜʫ.

ʅʦ ʦʩʦʙʫʶ ʧʦʧʫʣʷʨʥʦʩʪʴ ʧʨʦʛʨʘʤʤʳ ʣʦʷʣʴʥʦʩʪʠ ʧʨʠʦʙʨʝʣʠ ʚ 1981 ʛʦʜʫ, ʧʦʩʣʝ 

ʪʦʛʦ ʢʘʢ American Airlines ʨʝʘʣʠʟʦʚʘʣʘ ʩʚʦʶ ʧʨʦʛʨʘʤʤʫ ʣʦʷʣʴʥʦʩʪʠ ï

çʧʦʦʱʨʝʥʠʝ ʯʘʩʪʦ ʣʝʪʘʶʱʠʭ ʧʘʩʩʘʞʠʨʦʚè. ʉ ʪʝʭ ʧʦʨ ʧʫʪʝʰʝʩʪʚʝʥʥʠʢʠ ʧʦ 

ʚʩʝʤʫ ʤʠʨʫ ʢʦʧʷʪ çʤʠʣʠè ʠ ʦʙʤʝʥʠʚʘʶʪ ʠʭ ʥʘ ʙʝʩʧʣʘʪʥʳʝ ʧʝʨʝʣʸʪʳ.

ʇʨʦʛʨʘʤʤʳ ʣʦʷʣʴʥʦʩʪʠ ʰʠʨʦʢʦ ʠʩʧʦʣʴʟʫʶʪʩʷ ʚ ʨʘʟʣʠʯʥʳʭ ʠʥʜʫʩʪʨʠʷʭ ʠ ʩ 

ʥʝʢʦʪʦʨʦʛʦ ʤʦʤʝʥʪʘ ʦʥʠ ʥʘʯʠʥʘʶʪ ʩʚʦʝ ʟʘʚʦʝʚʘʥʠʝ ʠʥʪʝʨʥʝʪʘ.



ȸɌɜɖɑɞɔəɏ ɗɚɫɗɨəɚɝɞɔ (ɝɜɌɎəɑəɔɑ)

ʇʨʦʜʚʠʞʝʥʠʝ ʧʨʦʝʢʪʦʚɺʦʩʧʠʪʘʥʠʝ ʣʦʷʣʴʥʦʩʪʠ

ʋʧʦʨ ʥʘ ʧʨʠʚʣʝʯʝʥʠʝ ʥʦʚʳʭ ʢʣʠʝʥʪʦʚʋʧʦʨ ʥʘ ʫʜʝʨʞʘʥʠʝ ʚʘʞʥʳʭ ʢʣʠʝʥʪʦʚ

ʂʨʘʪʢʦʩʨʦʯʥʳʝ ʦʨʠʝʥʪʠʨʳɼʦʣʛʦʩʨʦʯʥʳʝ ʦʨʠʝʥʪʠʨʳ

ɿʘʠʥʪʝʨʝʩʦʚʘʥʥʦʩʪʴ ʚ ʟʘʢʣʶʯʝʥʠʠ 

ʢʦʥʪʨʘʢʪʘ

ɿʘʠʥʪʝʨʝʩʦʚʘʥʥʦʩʪʴ ʚ ʤʥʦʛʦʢʨʘʪʥʳʭ 

ʧʨʦʜʘʞʘʭ ʠ ʫʢʨʝʧʣʝʥʠʠ ʦʪʥʦʰʝʥʠʡ

ʂʣʘʩʩʠʯʝʩʢʘʷ ʩʝʛʤʝʥʪʘʮʠʷ ʠ ʪʘʨʛʝʪʠʥʥʛ 

(ʜʝʤʦʛʨʘʬʠʯʝʩʢʘʷ, ʛʝʦʛʨʘʬʠʯʝʩʢʘʷ)

ʉʝʛʤʝʥʪʘʮʠʷ ʧʦ ʧʨʠʙʳʣʴʥʦʩʪʠ ʛʨʫʧʧ 

ʢʣʠʝʥʪʦʚ ʠ ʧʦʢʘʟʘʪʝʣʷʤ ʚʥʠʤʘʥʠʷ

ʀʩʩʣʝʜʦʚʘʥʠʷ ʧʦʩʝʪʠʪʝʣʝʡ ʩʘʡʪʦʚ ʠʩʧʦʣʴ-

ʟʫʶʪʩʷʜʣʷ ʩʪʠʤʫʣʠʨʦʚʘʥʠʷ ʩʙʳʪʘ

ʇʝʨʤʘʥʝʥʪʥʳʝ ʠʩʩʣʝʜʦʚʘʥʠʷ ʥʫʞʜ 

ʧʦʢʫʧʘʪʝʣʝʡ ʚ ʜʠʥʘʤʠʢʝ

ʋʩʧʝʭ ʦʟʥʘʯʘʝʪ ʧʨʦʜʘʞʫ ʪʦʚʘʨʘ ʠʣʠ 

ʫʩʣʫʛʠ, ʨʦʩʪ ʦʭʚʘʪʘ ʘʫʜʠʪʦʨʠʠ

ʋʩʧʝʭ ʦʟʥʘʯʘʝʪ ʣʦʷʣʴʥʦʩʪʴ ʢʣʠʝʥʪʦʚ ʠ 

ʛʦʪʦʚʥʦʩʪʴ ʜʘʪʴ ʨʝʢʦʤʝʥʜʘʮʠʶ

ʆʛʨʘʥʠʯʝʥʥʦʝ ʚʥʠʤʘʥʠʝ ʢ ʦʙʩʣʫʞʠʚʘʥʠʶ 

ʧʦʣʴʟʦʚʘʪʝʣʝʡ

ɹʦʣʴʰʦʝ ʚʥʠʤʘʥʠʝ ʢ ʦʙʩʣʫʞʠʚʘʥʠʶ 

ʧʦʣʴʟʦʚʘʪʝʣʝʡ ʠ ʜʠʨʝʢʪ-ʤʘʨʢʝʪʠʥʛʫ



ɀɌɖɞɧ ɚ ɗɚɫɗɨəɚɝɞɔ:

Å ɿʘʪʨʘʪʳ ʥʘ ʧʨʠʚʣʝʯʝʥʠʝ ʧʦʣʴʟʦʚʘʪʝʣʷ ʚ ʩʨʝʜʥʝʤ ʚ 5 ʨʘʟ ʙʦʣʴʰʝ, ʯʝʤ ʥʘ ʝʛʦ 

ʫʜʝʨʞʘʥʠʝ

Å ɹʦʣʴʰʘʷ ʯʘʩʪʴ ʢʦʤʧʘʥʠʡ Fortune 500 ʪʝʨʷʝʪ 50% ʢʣʠʝʥʪʦʚ ʢʘʞʜʳʝ 5 ʣʝʪ

Å ɹʦʣʴʰʘʷ ʯʘʩʪʴ ʢʣʠʝʥʪʦʚ ʦʢʫʧʘʝʪʩʷ ʪʦʣʴʢʦ ʧʦʩʣʝ ʧʦʣʫʛʦʜʘ ʨʘʙʦʪʳ ʩ ʥʠʤʠ. 

ɽʩʣʠ ʢʣʠʝʥʪ ʫʰʝʣ ʨʘʥʴʰʝ, ʪʦ ʩʘʡʪ (ʢʦʤʧʘʥʠʷ) ʧʦʥʝʩʣʠ ʫʙʳʪʢʠ

Å ʋʚʝʣʠʯʝʥʠʝ ʧʨʦʮʝʥʪʘ ʫʜʝʨʞʘʥʠʷ ʢʣʠʝʥʪʦʚ ʥʘ 1% ʜʘʝʪ ʨʦʩʪ ʧʨʠʙʳʣʠ ʥʝ ʤʝʥʝʝ 

ʯʝʤ ʥʘ 3%

ʀʟ ʢʥʠʛʠ çʈʦʤʘʥ ʩ ʧʦʢʫʧʘʪʝʣʝʤè (ʇʦʣ ʊʝʤʧʦʨʘʣ, ʄʘʨʪʠʥ ʊʨʦʪʪ)

Å 68% ʫʭʦʜʠʪ ʠʟ-ʟʘ ʦʪʩʫʪʩʪʚʠʷ ʢ ʥʠʤ ʧʝʨʩʦʥʘʣʴʥʦʛʦ ʚʥʠʤʘʥʠʷ

Å 14% ʫʭʦʜʠʪ ʠʟ-ʟʘ ʥʝʫʤʝʥʠʷ ʨʝʘʛʠʨʦʚʘʪʴ ʥʘ ʞʘʣʦʙʳ

Å 9% ʫʭʦʜʠʪ ʠʟ-ʟʘ ʧʨʝʜʣʦʞʝʥʠʷ ʣʫʯʰʝʡ ʮʝʥʳ

Å 5% ʧʨʦʩʪʦ ʧʝʨʝʤʘʥʠʚʘʝʪʩʷ ʢʦʥʢʫʨʝʥʪʘʤʠ

Å 4% ʧʝʨʝʩʪʘʶʪ ʥʫʞʜʘʪʴʩʷ ʚ ʧʨʦʜʫʢʪʝ ʠʣʠ ʩʝʨʚʠʩʘʭ



Ȯɧɏɚɐɧ ɗɚɫɗɨəɚɝɞɔ:

ʆʯʝʚʠʜʥʳʝ ʚʳʛʦʜʳ:

Å ʋʜʝʨʞʠʚʘʪʴ ʧʦʩʝʪʠʪʝʣʝʡ ʩʘʡʪʘ ʜʝʰʝʚʣʝ, ʯʝʤ ʧʨʠʚʣʝʢʘʪʴ ʥʦʚʳʭ

Å ʃʦʷʣʴʥʳʝ ʧʦʩʝʪʠʪʝʣʠ ʭʦʜʷʪ ʯʘʱʝ, ʪʨʘʪʷʪ ʙʦʣʴʰʝ

Å ʋ ʣʦʷʣʴʥʳʭ ʧʦʩʝʪʠʪʝʣʝʡ ʙʦʣʝʝ ʜʣʠʥʥʳʡ ʞʠʟʥʝʥʥʳʡ ʮʠʢʣ ʠ ʫʨʦʚʝʥʴ 

ʫʜʦʚʣʝʪʚʦʨʝʥʥʦʩʪʠ ʩʘʡʪʦʤ

ʅʝʦʯʝʚʠʜʥʳʝ ʚʳʛʦʜʳ:

Å ʃʦʷʣʴʥʳʝ ʢʣʠʝʥʪʳ ʙʦʣʝʝ ʨʝʥʪʘʙʝʣʴʥʳ

Å ʃʦʷʣʴʥʳʝ ʢʣʠʝʥʪʳ ʧʨʠʪʷʛʠʚʘʶʪ ʦʢʨʫʞʘʶʱʠʭ

Å ʃʦʷʣʴʥʳʝ ʢʣʠʝʥʪʳ ʩʢʦʨʝʝ ʧʦʞʘʣʫʶʪʩʷ, ʯʝʤ ʙʫʜʫʪ ʪʝʨʧʝʪʴ

Å ʃʦʷʣʴʥʳʝ ʢʣʠʝʥʪʳ ïɺʘʰʠ ʧʨʠʚʝʨʞʝʥʮʳ



Ƀɞɚ ɐɑɗɌɑɞ ɛɚɗɨɓɚɎɌɞɑɗɫ ɝɌɕɞɌ ɗɚɫɗɨəɧɘ?

1. ɼʠʟʘʡʥ? ïʚʣʠʷʝʪ ʥʘ ʧʨʠʚʣʝʯʝʥʠʝ ʧʦʣʴʟʦʚʘʪʝʣʝʡ

2. ʉʪʦʠʤʦʩʪʴ ʧʦʣʴʟʦʚʘʥʠʷ ʩʝʨʚʠʩʦʤ? ïʚʣʠʷʝʪ ʥʘ ʢʦʥʚʝʨʩʠʶ ʧʦʣʴʟʦʚʘʪʝʣʝʡ

3. ʋʥʠʢʘʣʴʥʳʡ ʢʦʥʪʝʥʪ? ïʚʣʠʷʝʪ ʥʘ ʧʨʠʚʣʝʯʝʥʠʝ ʧʦʣʴʟʦʚʘʪʝʣʝʡ

4. ʇʦʣʝʟʥʦʩʪʴ ʩʝʨʚʠʩʦʚ? ïʚʣʠʷʝʪ ʥʘ ʫʜʝʨʞʘʥʠʝ ʧʦʣʴʟʦʚʘʪʝʣʝʡ (!!!)

5. ʋʜʦʙʩʪʚʦ ʠʥʪʝʨʬʝʡʩʦʚ? ïʚʣʠʷʝʪ ʥʘ ʧʨʠʚʣʝʯʝʥʠʝ ʠ ʧʫʪʠ ʢʦʥʚʝʨʩʠʠ

6. ʉʦʦʙʱʝʩʪʚʦ? ïʚʣʠʷʝʪ ʥʘ ʫʜʝʨʞʘʥʠʝ ʧʦʣʴʟʦʚʘʪʝʣʝʡ (!!!)

ʅʘʠʣʫʯʰʠʭ ʧʦʢʘʟʘʪʝʣʝʡ ʣʦʷʣʴʥʦʩʪʠ ʜʦʙʴʶʪʩʷ ʪʝ ʩʘʡʪʳ, ʢʦʪʦʨʳʝ ʪʦʯʥʝʝ 

ʜʨʫʛʠʭ ʦʧʨʝʜʝʣʷʪ ʧʦʪʨʝʙʥʦʩʪʠ ʘʫʜʠʪʦʨʠʠ ʚ ʥʘʩʪʦʷʱʠʡ ʤʦʤʝʥʪ, ʠ ʩʤʦʛʫʪ 

ʧʝʨʚʳʤʠ ʩʦʟʜʘʪʴ ʩʝʨʚʠʩʳ, ʢʦʪʦʨʳʝ ʫʜʦʚʣʝʪʚʦʨʷʶʪ ʵʪʠ ʧʦʪʨʝʙʥʦʩʪʠ. 

ʋʜʦʚʣʝʪʚʦʨʝʥʥʦʩʪʴ ʧʦʩʝʪʠʪʝʣʷ ʩʘʡʪʘ ʙʳʩʪʨʝʝ ʚʩʝʛʦ ʚʝʜʝʪ ʢ ʝʛʦ ʣʦʷʣʴʥʦʩʪʠ.

ɽʩʣʠ ʨʘʟʚʠʚʘʪʴ ʵʪʫ ʤʳʩʣʴ ʛʣʫʙʞʝ, ʪʦ ʦʩʥʦʚʥʦʝ, ʯʝʤ ʩʪʦʠʪ ʦʟʘʙʦʪʠʪʴʩʷ ʩʘʡʪʘʤ, 

ʢʦʪʦʨʳʝ ʟʘʥʠʤʘʶʪʩʷ ʤʘʨʢʝʪʠʥʛʦʤ ʣʦʷʣʴʥʦʩʪʠ ïɻ ʪʦ ʧʦʣʝʟʥʦʩʪʴ ʩʝʨʚʠʩʦʚ (ʢʘʢ 

ʩʘʡʪ ʧʦʤʦʛʘʝʪ ʧʦʣʴʟʦʚʘʪʝʣʶ ʜʦʩʪʠʛʘʪʴ ʝʛʦ ʮʝʣʝʡ) ʠ ʧʦʠʩʢ ʢʘʯʝʩʪʚʝʥʥʦʡ 

ʘʫʜʠʪʦʨʠʠ (ʣʶʜʠ, ʩʨʝʜʠ ʢʦʪʦʨʳʭ ʧʦʣʴʟʦʚʘʪʝʣʴ ʭʦʯʝʪ ʩʪʘʪʴ ʣʠʜʝʨʦʤ ʤʥʝʥʠʡ)



ȸɑɞɚɐɧ ɔɓɘɑɜɑəɔɫ ɗɚɫɗɨəɚɝɞɔ əɌ 

ɜɌɓɗɔɣəɧɡ ɞɔɛɌɡ ɝɌɕɞɚɎ

ɺ ʕʊʆʄ ʈɸɿɼɽʃɽ ʄʓ ʈɸʉʉʄʆʊʈʀʄ ʉɸʁʊʓ, ʂʆʊʆʈʓɽ ʄʆʅɽʊʀɿʀʈʋʖʊʉʗ 

ʆɼʅʀʄ ʀɿ ɼɺʋʍ ʉʇʆʉʆɹʆɺ: ʃʀɹʆ ʕʊʆ ʄʆʅɽʊʀɿɸʎʀʗ ʏɽʈɽɿ ʈɽʂʃɸʄʋ ʅɸ 

ʉɸʁʊɽ ʃʀɹʆ ʕʊʆ ʄʆʅɽʊʀɿɸʎʀʗ ʏɽʈɽɿ ɺɿʀʄɸʅʀɽ ʇʃɸʊʓ ʉ ʇʆʃʔɿʆɺɸʊɽʃɽʁ



ȸɚəɑɞɔɓɌɢɔɫ ɝɌɕɞɌ ɣɑɜɑɓ ɜɑɖɗɌɘɟ
ʄʦʥʝʪʠʟʘʮʠʷ ʧʨʦʠʩʭʦʜʠʪ ʯʝʨʝʟ:

1. ɹʘʥʥʝʨʥʫʶ ʨʝʢʣʘʤʫ

2. ʂʦʥʪʝʢʩʪʥʫʶ ʨʝʢʣʘʤʫ

3. ʇʘʨʪʥʝʨʩʢʠʝ ʩʩʳʣʢʠ

4. ʇʨʝʜʦʧʣʘʯʝʥʥʳʡ ʢʦʥʪʝʥʪ

ʇʦʢʘʟʘʪʝʣʠ ʜʠʥʘʤʠʢʠ ʣʦʷʣʴʥʦʩʪʠ:

1. ʅʦʚʳʝ ʧʦʣʴʟʦʚʘʪʝʣʠ ʠ ʚʝʨʥʫʚʰʠʝʩʷ (Google Analytics)

2. ʂʦʣʠʯʝʩʪʚʦ ʧʦʚʪʦʨʥʳʭ ʧʦʩʝʱʝʥʠʡ ʩʘʡʪʘ (GA)

3. ɺʨʝʤʷ, ʧʨʦʰʝʜʰʝʝ ʩ ʧʦʩʣʝʜʥʝʛʦ ʧʦʩʝʱʝʥʠʷ (GA)

4. ɺʨʝʤʷ ʧʨʦʚʝʜʝʥʥʦʝ ʥʘ ʩʘʡʪʝ(GA, Alexa)

5. ɻʣʫʙʠʥʘ ʧʨʦʩʤʦʪʨʘ ʩʪʨʘʥʠʮ ʥʘ 1 ʧʦʣʴʟʦʚʘʪʝʣʷ ʚ ʩʨʝʜʥʝʤ(GA, Alexa)

6. ɺʥʠʤʘʥʠʝ ʢ ʩʘʡʪʫ (Compete PRO ʠʣʠ ʨʘʩʯʝʪʥʘʷ ʚʝʣʠʯʠʥʘ)

ʃʦʷʣʴʥʳʡ ʧʦʩʝʪʠʪʝʣʴ ʥʘ ʩʘʡʪʝ ïɻ ʪʦ ʪʘʢʦʡ ʧʦʩʝʪʠʪʝʣʴ, ʢʦʪʦʨʳʡ ʥʝʩʢʦʣʴʢʦ ʨʘʟ ʟʘ 
ʦʪʯʝʪʥʳʡ ʧʝʨʠʦʜ ʧʦʩʝʪʠʣ ʩʘʡʪ, ʧʨʦʩʤʦʪʨʝʣ ʙʦʣʴʰʝ ʩʪʨʘʥʠʮ, ʯʝʤ ʚ ʩʨʝʜʥʝʤ, ʧʨʦʚʝʣ 
ʙʦʣʴʰʝ ʚʨʝʤʝʥʠ ʥʘ ʩʘʡʪʝ, ʯʝʤ ʚ ʩʨʝʜʥʝʤ.



ȸɑɞɚɐɔɖɌ ɜɌɝɣɑɞɌ ɛɚɖɌɓɌɞɑɗɑɕ ɗɚɫɗɨəɚɝɞɔ
ʇʨʝʜʧʦʩʳʣʢʠ:

1. ʇʨʠ ʚʳʙʦʨʝ ʧʣʦʱʘʜʢʠ ʜʣʷ ʨʘʟʤʝʱʝʥʠʷ ʨʝʢʣʘʤʳ ʨʝʢʣʘʤʦʜʘʪʝʣʴ ʩʤʦʪʨʠʪ ʥʘ 

ʦʭʚʘʪ (ʫʥʠʢʘʣʴʥʳʭ ʧʦʩʝʪʠʪʝʣʝʡ) ʠ ʢʦʣʠʯʝʩʪʚʦ ʧʨʦʩʤʦʪʨʦʚ ʩʪʨʘʥʠʮ. ʅʘ ʦʩʥʦʚʝ 

ʵʪʦʡ ʩʪʘʪʠʩʪʠʢʠ ʠ ʩʪʦʠʤʦʩʪʠ ʨʝʢʣʘʤʳ ʜʝʣʘʝʪʩʷ ʨʘʩʯʝʪ ʩʪʦʠʤʦʩʪʠ ʧʝʨʝʭʦʜʘ. 

ʇʨʠ ʤʝʜʠʘ-ʧʣʘʥʠʨʦʚʘʥʠʠ ʨʝʰʝʥʠʝ ʧʨʠʥʠʤʘʝʪʩʷ ʥʘ ʦʩʥʦʚʝ ʵʪʠʭ ʨʘʩʯʝʪʦʚ.

2. ɼʘʥʥʘʷ ʚʳʰʝ ʤʝʪʦʜʠʢʘ ʥʝ ʧʦʟʚʦʣʷʝʪ ʦʮʝʥʠʪʴ, ʧʨʠʚʝʜʝʤ ʣʠ ʤʳ ʥʘ ʩʘʡʪ 

ʩʣʫʯʘʡʥʦʛʦ ʧʦʣʴʟʦʚʘʪʝʣʷ, ʢʦʪʦʨʳʡ ʪʫʪ ʞʝ ʫʡʜʝʪ, ʟʘʠʥʪʝʨʝʩʦʚʘʥʥʦʛʦ 

ʧʦʣʴʟʦʚʘʪʝʣʷ ʠʣʠ ʤʦʞʝʪ ʜʘʞʝ ʣʦʷʣʴʥʦʛʦ. ɸ ʟʥʘʯʠʪ ʤʝʪʦʜʠʢʫ ʥʘʜʦ ʤʝʥʷʪʴ.

ʅʦʚʘʷ ʤʝʪʦʜʠʢʘ:

1. ʅʘʭʦʜʠʤ Reach ʧʦ Alexa.com ʠ ʧʝʨʝʚʦʜʠʤ ʝʛʦ ʚ ʘʙʩʦʣʶʪʥʦʝ ʟʥʘʯʝʥʠʝ

2. ʋʤʥʦʞʘʝʤ ʯʠʩʣʦ ʧʦʣʴʟʦʚʘʪʝʣʝʡ ʥʘ Bouncerate (ʧʦʢʘʟʘʪʝʣʴ ʦʪʢʘʟʦʚ) ʠ ʥʘ % 

ʧʦʩʝʪʠʪʝʣʝʡ ʠʟ ʠʥʪʝʨʝʩʫʶʱʝʡ ʚʘʩ ʩʪʨʘʥʳ.

3. ʏʠʩʣʦ ʨʝʘʣʴʥʳʭ ʫʥʠʢʘʣʴʥʳʭ ʧʦʩʝʪʠʪʝʣʝʡ ʫʤʥʦʞʘʝʤ ʥʘ ʩʨʝʜʥʝʝ ʚʨʝʤʷ, 

ʧʨʦʚʝʜʝʥʥʦʝ ʥʘ ʩʘʡʪʝ ʠ ʧʦʣʫʯʘʝʤ ʯʠʩʪʳʡ ʧʦʢʘʟʘʪʝʣʴ çʚʥʠʤʘʥʠʷ ʢ ʩʘʡʪʫè

4. ʏʠʩʣʦ ʨʝʘʣʴʥʳʭ ʫʥʠʢʘʣʴʥʳʭ ʧʦʣʴʟʦʚʘʪʝʣʝʡ ʫʤʥʦʞʘʝʤ ʥʘ ʩʨʝʜʥʶʶ ʛʣʫʙʠʥʫ 

ʧʨʦʩʤʦʪʨʘ ʩʪʨʘʥʠʮ ʠ ʧʦʣʫʯʘʝʤ ʯʠʩʪʳʡ ʧʦʢʘʟʘʪʝʣʴ çʧʨʦʩʤʦʪʨʘ ʩʪʨʘʥʠʮ ʥʘ 

ʩʘʡʪʝè.

5. ʇʦʣʫʯʝʥʥʳʡ ʧʦʢʘʟʘʪʝʣʴ ʧʨʦʩʤʦʪʨʘ ʫʤʥʦʞʘʝʤ ʥʘ CTR ʙʘʥʥʝʨʦʚ ʠ ʧʝʨʝʤʥʦʞʠʚ 

ʩʦ ʩʪʦʠʤʦʩʪʴʶ ʧʦʢʘʟʦʚ, ʧʦʣʫʯʘʝʤ ʩʪʦʠʤʦʩʪʴ ʧʝʨʝʭʦʜʦʚ.



ȸɚəɑɞɔɓɌɢɔɫ ɝɌɕɞɌ ɣɑɜɑɓ ɛɚɗɨɓɚɎɌɞɑɗɑɕ

ʄʦʥʝʪʠʟʘʮʠʷ ʧʨʦʠʩʭʦʜʠʪ ʯʝʨʝʟ:

1. ʇʣʘʪʫ ʟʘ ʨʝʛʠʩʪʨʘʮʠʶ (pay per lead)

2. ɸʙʦʥʝʥʪʩʢʫʶ ʧʣʘʪʫ (pay for membership)

3. ʇʣʘʪʫ ʟʘ ʧʦʣʴʟʦʚʘʥʠʝ ʩʝʨʚʠʩʦʤ (pay per use)

4. ʇʣʘʪʫ ʟʘ ʜʝʡʩʪʚʠʝ (pay per action)

ʇʦʢʘʟʘʪʝʣʠ ʜʠʥʘʤʠʢʠ ʣʦʷʣʴʥʦʩʪʠ:

1. ʇʨʠʙʳʣʴʥʦʩʪʴ ʢʣʠʝʥʪʦʚ (ʩʨʝʜʥʠʡ ʯʝʢ)

2. ɾʠʟʥʝʥʥʘʷ ʩʪʦʠʤʦʩʪʴ ʢʣʠʝʥʪʘ (lifetime value - LTV)

3. ʏʘʩʪʦʪʘ ʧʦʣʴʟʦʚʘʥʠʷ ʧʣʘʪʥʳʤ ʩʝʨʚʠʩʦʤ

ʃʦʷʣʴʥʳʡ ʧʦʩʝʪʠʪʝʣʴ ʥʘ ʩʘʡʪʝ ïɻ ʪʦ ʪʘʢʦʡ ʧʦʩʝʪʠʪʝʣʴ, ʢʦʪʦʨʳʡ ʧʣʘʪʠʪ ʟʘ 

ʧʦʣʴʟʦʚʘʥʠʝ ʩʘʡʪʦʤ ʩ ʥʝʢʦʪʦʨʦʡ ʧʝʨʠʦʜʠʯʥʦʩʪʴʶ ʥʘ ʧʨʦʪʷʞʝʥʠʠ 

ʧʨʦʜʦʣʞʠʪʝʣʴʥʦʛʦ ʧʝʨʠʦʜʘ ʚʨʝʤʝʥʠ.



STARS

HEAVY

MEDIUM

LIGHT

ȳɌɖɚə ȻɌɜɑɞɚ ɔ ABC ɌəɌɗɔɓ



ȮɚɓɐɑɕɝɞɎɔɑ əɌ ɝɑɏɘɑəɞɧ ɖɗɔɑəɞɚɎ
Loyalty

tactics

Retain

Retain/Grow

Grow

Grow / Ignore

Acquire / Activate

Loyalty cards Management Loyalty marketing

Segmentation segmentation

NEW

HIGH

MEDIUM

ST       RS

Trial customers

PREMIUM CARD

NEW

LOW

BEST CLIENTS

POTENTIAL BEST

Occasional customers

Loyal customers

STANDARD CARD



Ȼɚɣɑɘɟ əɑ Ɏɝɑ ɖɗɔɑəɞɧ ɜɌɎəɧ (ɛɜɔɘɑɜ)

ȰɑɎɋɓɘɡ Ȫɔɑɥ ȳɆɖɆɗɘɆɤɟɎɒ Ɏɘɔɉɔɒ

Ɉ ɕɔɗɋɟɋɓɎɥɛɈ ɕɖɔɊɆɌɆɛ ȰɑɎɋɓɘɡ ȵɔɗɋɟɋɓɎɥ ȵɖɔɊɆɌɎ

% % % % % %

10 24 54 10 24 54

10 14 17 20 39 71

10 12 10 30 51 81

10 11 7 40 62 88

10 10 5 50 72 93

10 9 3 60 80 96

10 7 2 70 88 98

10 6 1 80 93 99

10 4 1 90 97 100

10 3 0 100 100 100

100 100 100



ȸɚəɔɞɚɜɔəɏ ɢɑəəɚɝɞɔ ɛɗɌɞɫɥɔɡ ɖɗɔɑəɞɚɎ

ɽʞʝʤʝʩʷʯʥʦ ʧʦ ʩʘʡʪʫ ʚ ʮʝʣʦʤ
ʬʦʨʤʠʨʫʝʪʩʷ ʘʚʪʦʤʘʪʠʯʝʩʢʠʡ ʦʪʯʝʪ ʧʦ ʦʩʥʦʚʥʳʤ
ʧʦʢʘʟʘʪʝʣʷʤ ʧʦʢʫʧʘʪʝʣʴʩʢʦʛʦ ʧʦʚʝʜʝʥʠʷ.

Customer value

Customers Av.Sales Av.Ch. Visits Sales,% Cum.Sales,%

STARS 205 7% $375 $68 15,5 27% 27%

HIGH 576 19% $146 $52 12,8 29% 56%

MEDIUM 813 27% $83 $48 10,7 24% 80%

LOW 1469 48% $39 $31 5,3 20% 100%

Sub - total 3063 100% 100%

New 1198 39% $78 $65 2,2 33% 33%

TOTAL 4261 $89 $51 6,2



ȸɚəɔɞɚɜɔəɏ ɖɗɔɑəɞɝɖɔɡ ɛɚɞɚɖɚɎ

INFLOW/OUTFLOW

Total Read/write letter View photos Live chat

Balance BM 118675 100% 108730 100% 7814 100% 2352 100%

New 14723 12% 13466 12% 1081 14% 252 11%

Return 8734 7% 7998 7% 529 7% 203 9%

Inactive 16960 14% 15437 14% 1121 14% 504 21%

Change 6497 5% 6027 6% 489 6% -49 -2%

Balance EM 125172 114757 8303 2303

ʄʦʥʠʪʦʨʠʥʛ ʧʦʪʦʢʦʚ ʢʣʠʝʥʪʦʚ-Customer Flow Report ʥʘʨʷʜʫ ʩCustomer Value Report

ʧʦʟʚʦʣʷʶʪ ʦʧʨʝʜʝʣʠʪʴ ʩʪʨʘʪʝʛʠʯʝʩʢʠʝ ʧʦʟʠʮʠʠ ʩʘʡʪʘ ʠ ʨʘʟʨʘʙʦʪʘʪʴ ʪʘʢʪʠʯʝʩʢʠʡ 

ʠʥʩʪʨʫʤʝʥʪʘʨʠʡ ʜʣʷ ʜʦʩʪʠʞʝʥʠʷ ʧʦʩʪʘʚʣʝʥʥʳʭ ʮʝʣʝʡ.

Balance BM ïʧʣʘʪʷʱʘʷ ʘʫʜʠʪʦʨʠʷ ʩʘʡʪʘ ʥʘ ʥʘʯʘʣʦ ʤʝʩʷʮʘ

New ïʥʦʚʳʝ ʢʣʠʝʥʪʳ ʩʘʡʪʘ ʟʘ ʧʦʩʣʝʜʥʠʡ ʤʝʩʷʮ

Return ïʢʣʠʝʥʪʳ, ʜʘʚʥʦ ʥʝ ʧʦʣʴʟʫʶʱʠʝʩʷ ʧʣʘʪʥʳʤʠ ʩʝʨʚʠʩʘʤʠ, ʥʦ ʥʘʯʘʚʰʠʝ ʧʣʘʪʠʪʴ

Inactive ïʢʣʠʝʥʪʳ, ʨʘʥʝʝ ʧʦʣʴʟʫʶʱʠʝʩʷ ʧʣʘʪʥʳʤʠ ʩʝʨʚʠʩʘʤʠ, ʥʦ ʩʪʘʚʰʠʝ ʥʝʘʢʪʠʚʥʳʤʠ

Change ïʦʙʱʝʝ ʠʟʤʝʥʝʥʠʝ ʧʣʘʪʷʱʝʡ ʘʫʜʠʪʦʨʠʠ ʟʘ ʤʝʩʷʮ

Balance EM ïʧʣʘʪʷʱʘʷ ʘʫʜʠʪʦʨʠʷ ʩʘʡʪʘ ʥʘ ʢʦʥʝʮ ʤʝʩʷʮʘ



ȬəɌɗɔɓ ɖɗɔɑəɞɝɖɔɡ ɛɚɞɚɖɚɎ

BEST

POTENTIAL BEST

BEST

INACTIVE

2 ǰǨǦǶǸǦǱ 3 ǰǨǦǶǸǦǱ

BEST

POTENTIAL BESTPOTENTIAL BEST

INACTIVE

BEST

POTENTIAL BEST

NEW INACTIVE

2 ǰǨǦǶǸǦǱ 3 ǰǨǦǶǸǦǱ

2 ǰǨǦǶǸǦǱ 3 ǰǨǦǶǸǦǱ
ɺʳʷʚʣʝʥʠʝʥʝʚʠʜʠʤʦʛʦ£

ʆʧʨʝʜʝʣʝʥʠʝʪʝʥʜʝʥʮʠʡ£

ɸʢʪʠʚʥʳʝʠʵʬʬʝʢʪʠʚʥʳʝʜʝʡʩʪʚʠʷ£

50%

16%

35%

14%

38%

48%

12%

55%

34%



ȸɚəɔɞɚɜɔəɏ ɖɌɣɑɝɞɎɌ ɛɗɌɞɫɥɔɡ ɖɗɔɑəɞɚɎ
2͍͟Φ2009

8%4,434STARS

HIGH

MEDIUM

NEW

LOW

ɺʩʝʛʦ

11%5,881

12%7.048

23%12,198

45%24,411

100%53,972

3͍͟Φ2009

8%4,837

11%6,419

15%8,542

32%18,326

33%18,994

100%57,118

ˮ͔͔͙ͣͤͤ͘Ύ

-

-

+3

+9

-12

0

+9%

+9%

+21%

+50%

-22%

+5,8%



ȸɌɞɜɔɢɌ ɐɑɕɝɞɎɔɕ ɐɗɫ ɘɌɜɖɑɞɔəɏɌ ɗɚɫɗɨəɚɝɞɔ 

ʢʦʣʠʯʝʩʪʚʦ ʧʣʘʪʷʱʠʭ ʢʣʠʝʥʪʦʚ

ʨʘʩʪʝʪ ʩʪʘʙʠʣʴʥʦʧʘʜʘʝʪ

ʩʨʝʜʥʠʡ ʯʝʢ

ʨʘʩʪʝʪ

ʠʜʝʘʣʴʥʘʷ 

ʩʠʪʫʘʮʠʷ, ʥʝ 

ʪʨʝʙʫʝʤʘʷ 

ʚʤʝʰʘʪʝʣʴʩʪʚʘ

ʥʫʞʥʦ ʠʩʢʘʪʴ 

ʠʩʪʦʯʥʠʢʠ 

ʢʣʠʝʥʪʦʚ ʩ 

ʣʫʯʰʝʡ 

ʢʦʥʚʝʨʩʠʝʡ

ʥʫʞʥʦ ʩʥʠʞʘʪʴ 

ʩʪʦʠʤʦʩʪʴ 

ʩʝʨʚʠʩʦʚ

ʩʪʘʙʠʣʝʥ
ʤʦʞʥʦ ʧʦʚʳʰʘʪʴ 

ʩʪʦʠʤʦʩʪʴ 

ʩʝʨʚʠʩʦʚ

ʚʳʙʠʨʘʝʤ ʨʦʩʪ 

ʢʣʠʝʥʪʦʚ ʠʣʠ 

ʩʨʝʜʥʝʛʦ ʯʝʢʘ

ʧʨʦʙʣʝʤʳ ʩ 

ʧʨʠʚʣʝʯʝʥʠʝʤ 

ʢʣʠʝʥʪʦʚ

ʧʘʜʘʝʪ
ʠʱʝʤ 

ʧʨʦʙʣʝʤʥʳʡ 

ʩʝʛʤʝʥʪ

ʠʱʝʤ 

ʧʨʦʙʣʝʤʥʳʡ 

ʩʝʛʤʝʥʪ

ʙʦʣʴʰʠʝ 

ʧʨʦʙʣʝʤʳ ʩ 

ʣʦʷʣʴʥʦʩʪʴʶ



ȸɑɞɚɐɧ ɔ ɔəɝɞɜɟɘɑəɞɧ ɛɚɎɧɤɑəɔɫ 

ɗɚɫɗɨəɚɝɞɔ. ȻɜɌɖɞɔɖɌ Ɏ ɔəɞɑɜəɑɞɑ.

ɺ ʕʊʆʄ ʈɸɿɼɽʃɽ ʗ ʇʆɿʅɸʂʆʄʃʖ ɺɸʉ ʉ ʇʈɸʂʊʀʂʆʁ ʇʈʆɻʈɸʄʄ ʃʆʗʃʔʅʆʉʊʀ 

ɺ ʀʅʊɽʈʅɽʊɽ



Match.com : ɩɗɑɘɑəɞɧ ɏɗɌɎəɚɕ ɝɞɜɌəɔɢɧ



Match.com : membership Ɏɘɑɝɞɚ pay per use


