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MU ansa dbopMmupoBaHunna
YAOBJIETBOPEHHOCTU noTpeburtenen
ycnyr

(Ha npnMepe pblHKA IOPUANYECKUX YCYT)

Ko3noBa Pauca

CneumnanucTt No MapKeTuHry
2007 r.

LABORE ET SCIENTIA
TpyaoM v 3HaHWeM



CoaepxxaHue goknaga

Ul

BBepneHue.

dopMupoBaHune ya0BNETBOPEHHOCTUN NnoTpebutenen
KaK paKTop ycrnexa KOMNaHuu.

MW ona popMupoBaHns yaoBneTBOpPEeHHOCTH
notpebutenen ycnyr.

MW: cywecTByowme notpebutenm ycnyr.
MW: noTeHuManbHble noTpeburtenn ycnyr.

CucteMa OTHOLWEHUWN C CYLLECTBYHOLWNUMN K
NOTeHLUMANbHbIMW NOTPEebUTENaMnN yCnyr.

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



BBeneHue

Bonpochbl, TpebytoLime KOHCY/IbTalunumn topnUCToB U
a/lBOKATOB:

eOpPraHmM3aLMOHHbIE N CTPYKTYPHbIE N3MEHEHUNS B
opraHusaumnm

eTPY/Z0Bbl€ OTHOLEHNA C paboTHUKAMMU

epaboTa c NapTHeEpPaMK, KOTpaAreHTaMm u KJIMeHTaMM
*B3aNMOJENCTBME C KOHTPOIUPYIOLLMMUN OpraHaMu
epa3fen UMYyLLLECTBA, pa3Boj, HacneaoBaHue, np.

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



BBeneHue

OcobeHHOCTU AEATENBHOCTU OPUANYECKON KOMMNAHUMN:

*PbIHOK MU3y4yeH cnabo (pykoBoanTenn cpeaHunx um
HebOoIbLUMX KOMMNAHNN AENCTBYIOT Ha OLLynb)

e3aKkpblTa MHDOPMaALIMA O CTOMMOCTM YCNYT, KJIMEHTaX
e3aKkpblTa MHDOPMaALIMA O KOHKYpEHTax

eOTCYTCTBMNE KK/TUEHTOOPUEHTUPOBAHHOCTU»
e[1pefaHHOCTb K/IMEHTOB OZJHOMY MOCTaBLUNKY YyCNyr
e[1poaABMXEHNE YCIYT C NOMOLLbIO «capadaHHOro paano»

eOTCYTCTBME B WITATe CNeunanmncros B obnactu
MapKEeETNHIra, pa3BnUTn4d, yrnpasjaeHunUda nepcoHajiom

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



YnoBNeTBOpeHHOCTb NoTpebuTtenen Kak pakTop ycnexa

YBenunyeHue NoanbHOCTU
KJIMEHTOB

Ha 5%

N

YBenumueHune npubbuin KoMnaHum
oT 25% pno 85%

J.Maiictep
«¥YnpasieHue GUpMOH, OKa3bIBarOIEH MPodhecCHOHATBHBIE YCITYTH»

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



YaoBneTBOpeHHOCTb NoTpebutenen Kak pakTop ycnexa

YTO AenaTb, €CIn NOCTaBLWMKY YCIYr He yaaeTcs
cchopMUpoBaTb YAOBNETBOPEHHOCTb NOTpebuTena?

MpoaosmxaTb paboTaTb C KIIMEHTOM,
He Aenas HUKaKuUxX yCuaumn Ansa BbICTPAanBaHMUSA OTHOLLEHUIA

MpoaosxaTb paboTaTb C KIIMEHTOM,
NCNONb3YHa TEXHUKMN MOCTPOEHUS A0OBEPUS
6e3 nposaBneHns NCKpeHHen 3aboThbl

[MepenaTtb KIMEHTa Konneram

OTka3aTbCa OT KJ/IMEeHTa

NTor oauH:
noTeps CywecTtByrouwmXx U noTeHUuuasibHbIX KJINEHTOB

I .Maiictep, U.I'pun, P.I'andopna
«COBETHUK, KOTOPOMY JOBEPSIOT»

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI



YaoBneTBOpeHHOCTb NoTpebutenen Kak pakTop ycnexa

[MpenMywectea GOpPMNPOBAHNSA YAOBIETBOPEHHOCTM
notpeburtenen:

BbiCcOKass BEpOATHOCTb NOJIyYeHNUA NOBTOPHOro 3aka3a/
Jl0BEpUue KJIMeHTa AOCTUITHYTO B XO4€ NpeablayLmnx paboT

3HaUYMTENIbHO HMXKE 3aTpaTbl HA MApPKETUHr
Ha CyLWecCTBYHOLWMNX KINEeHTOB/
MCKJII0YaeTCa nccnenoBaHue oTpacsv, CoKpawarTcsa pacxoabl
MO @aHaNM3y CaMoro KJuneHTa

AOCTUrHyTa NOAJIbHOCTb KJ/IMEHTA K ueHe/
noTpebutenn He 6yayT BO3MYLLATbCA CTOMMOCTbIO YCAYyr
N NMPOCUTb CKUAKN, OHUN Y6EeaAUInUCb B UX BbICOKOWM LIEHHOCTU

Bonblue BO3MOX>XXHOCTU UCMNOJZIb30BaHUA
MJlagLliero nepcoHasna B npoekrax/
HOBbl€ K/IMEHTbI BCeraa TpebyoT 60/blLIero BHUMaHUSA CO CTOPOHbI
CTapLLUEero nepcoHana, YTo ckasbiBaeTcs Ha obLlell CTOUMOCTH
NpoeKTa

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI



YaoBneTBOpeHHOCTb NoTpebutenen Kak pakTop ycnexa

dopMupoBaHMe yAOBJIETBOPEHHOCTHU
norpeburenen

\

J1091bHOCTb

\/

[ToBTOpHbIE ObpalleHns

\/

MoTnBauUnMa K peKkoMeHaaumnam

\

KOHKYypeHTHOe npenMyLliecTtBo

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI




MW ona dopMmnpoBaHns yaoBNEeTBOPEHHOCTU

NMporpammMma cb6opa,
aHanM3a U NpMMeHeHus
YTO Xouert KmeHT? nHdbopmMmauumm:

1. [pynnbl nonb3oBaTeneun

2. O6paTHble ceMmnHapsl

E>3. OTpacnesble MEPONPUATUS
K/INEHTOB

4. MapKeTUHroBsble

nccnenoBaHus

Bu3nTbl B 0PUC K/IMEHTa

Ob6cyxaeHne npoBeaeHHOro

npoekTa

7. PerynapHas obpaTHas CBA3b

Bbicnywaunrte
KJiIneHTa!l

o U

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



MW: cywecTByowme notpebutenmn ycnyr

OueHKa AencTBUIN, HanpaBAeHHbIX Ha NMPaKTUYEeCKYHo
NesiTeNbHOCTb NO YAEPXaHUID KJIMEHTOB:

Kakyro yacrtb
BpeMeHM
Bbl noTpaTuaun
Ha BbiINOJIHEHUE
3TUX AENCTBUM
(B %% 3a 3TOT roa)

OueHunTe, HaCKOJIbKO
BbICOK YPOBEHb
BbIMOJIHEHUSA
3TUX AENCTBUM
(ot 1 nob5)

E> NpoeKTax

2. [locTpoeHMne OTHOLIEHNN
C KJINEHTOM

3. [llonHoueHHoe
yaoBneTBopeHume
OXWAAHUN KJIMEHTa B

4. Tlloaoep>xaHue
(BblpalwmBaHme)
OTHOLUEHUN C K/ITMEHTOM

5. HakonneHue nHdpopmMaymu
O pblHKe (BblCNyLWINBaHNE
aKTyasibHbIX npobnem

AT
Ko

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 10



MW: cywecTByowme notpebutenmn ycnyr

BbisiBIeHMe BOCNPUATUA U OXKMAAHUA OT
ycnyrn/npoeKkrta, 3aMmevyaHus M nepcrneKkTmusbl
AaJibHeULWero coTpyaHunyecrTBa

AHKeTa/onpoc

NMpuunHbI O6paLleHnA K NOCTaBLYUKY YCAYTr,
OLleHKa YyAOBJIETBOPEHHOCTHN?

>

AHKeTa/onpoc

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl
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MW: cywecTeyowme notpeburtenm ycnyr

CTpyKTypa KnmeHToB no orpacnaMm, 2005-2006 r.r.,
% OT obwero Konnyectsa KJIMEHTOB

KoHcanTuHr

MuueBasn 2%
NPOMbILLUIEHHOCTE

BoaHasa 29,
NPOMbILWIEHHOCTb
20/, UndopMaunoHHbIe
Typ||3|v| TEXHONONMH
2% 2% ®OUHAHCBI, UEHHbIe
6ymarn
SnekTposHepremka 1HI
P 30/0p 3% 15%
TpaHncnopr, Heasu>xuMocTb,
NIOrMCTHKa CTPOMTENbCTBO
0% 14%
HedTerasosas
NPOMbILWIEHHOCTb
6%
06 HIN MawuHoOCTpoEeH e
pasoBaHue n 13%
10% MeanunHa To?;gznn
10%

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 12



MW: cywecTByowme notpebutenmn ycnyr

MU cywecTByOwnx norpeéburenen ycnyr
NOo3BOJISAEeT BbiISABUTb:

eYTOo Nobyanno o6paTnUTbCA K KOHKPETHOMY
NOCTaBLYUKY YCNyr

eYTO0 Hambonee BaXKHO ANA KJINEHTA NPU NOJZTyHYEeHUMU
ycnyr

eHepocraTkm n AOCTUXKEHUSA B NpoLiecce oKa3aHus
ycnyru

o B Kakux oTpacnax 6usHeca m obsnacrax npasa
cneuuajsncTtbl MMerT Hanbonee 6orarbiv onNbIT

eYHacTroTa NOBTOPHbIX O6paweHnn/nossNbHOCTb

eHenoCTaTKM M OCTOMHCTBA CyLUEeCcTBYLOLLEeNn
CUCTEMbI OTHOLUEHUM C KJINEeHTaMM

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl
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MW: noTeHumanbHble noTpebutenn ycnyr

OueHka yaOB/eTBOPEHHOCTU KJ/INEHTOB
(CywecrByeTr in B Bawen pupme cucrema
OLleHKWM YAOBJ/IETBOPEHHOCTU K/INEHTOB
Bawunmm ycnyramm?)

O ger @ 1a

LegalStudies.RU, 2007

ApsokaTckoe 6topo lMnewakos, YWKanos 1 napTHepbl 14



MW: noTeHumanbHble noTpebutenn ycnyr

Ecnu "pa", 1o B Kakon popme OHa
ocyuwiecrenaerca? (BO3MOXHbl HECKOJIbKO

BapMaHTOB)
80%
70% 1
60% 7
50% T
40% T
30% T
20% T
10% T
0% T T T T T T T i
nMACbMEHHafa MHTEPBLIO MO MHTEPBbLIO B UMHOE
aHKeTa no OKOHYAHUU XoAe NpoeKTa
OKOHYaHMMH MPpoOEKTa nJn nNo €ro
nNpoEeKTa OKOHYaHMUH

(| IIPOLEHT PECIIOHACHTOB, HMEIOIUX CUCTEMY OLI€HKH YAOBJIIETBOPEHHOCTH

LegalStudies.RU, 2007

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 15



MW: noTeHumanbHble noTpebutenn ycnyr

CornacHo mccnefgoBaHUAM KOMMaHUM
LegalStudies.ru Habop MHCTPYMEHTOB ANA
nccrieqoBaHMA yaoOBJIETBOPEHHOCTU onpeaensiercs
cneundmkKkon KNnMeHToB. PykoBoaurtenm
ropuanyYecKnx (oMpMm CUMTAIOT, UTO aHKeTUpoBaHue
He HaXoAMT OTKJ/IMKa cpeaAn POCCUUCKUX KJINEHTOB
B cuny cneundpumkn MeHTanmrTeTa, otaoaBas
npeanoyYTeHue «pasrosopam rno aywam» m
npurnaweHve Ha oben/y>xuH.

OTcyrcTBMe npodeccuoHa/ibHOro noaxoaa K MayyeHuto
YAOBJ/IETBOPEHHOCTU KJINEHTOB

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 16



MW: noTeHumanbHble noTpebutenn ycnyr

TONbKO 149%
KJIMEHTOB NOKUOAIOT KOPUAUYECKYIO
®UPMY NMNOTOMY, YTO OHM BbIJIN
HEYAOBJIETBOPEHbI YPOBHEM
KBAJIMOUKALIUN IOPUCTOB

KOPMNOPaTUBHbIX

689%

KJIMEHTOB MNMOKUAAKOT ®UPMY,
NMOCKOJIbKY CHUTAIOT,
YTO ®PUPMA HE BABOTUTCAH O HUX

LegalStudies.RU, 2007

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 17



MW: noTeHumanbHble noTpebutenn ycnyr

KAK KNIMEHTBI HAXO/JAT IOPUCTOB-KOHCYJIBTAHTOB

8%

W 49%

B pekoMeHOaUuuu
® nM4yHOe 3HaKOMCTBO
0 MapKeTUHIroBble Mepbl KPUANYECKOU (PUPMBbI

—CriegoBaTenbH— DA O S LA

. o- :: > «  JlnyHOE 3HaKOMCTBO
paboTa no Tpem .

(MHbIE) MapKeTUHroBble
HamMpaBeHNAM Mepst
LegalStudies.RU, 2007

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl



MW: noTeHumanbHble noTpebutenn ycnyr

YOOBNETBOPEHHOCTDb, NOBTOPHOE OBPALLEHMUE

U PEKOMEHOAUUU

,50%

22,00%

35,00%

6,00%
%

42,10

HET 19,40%
19,00%
McTouHumk: exeo Strategic Consulting
AG. LUunT. no Kramer/ Mauer/ Kilian.
Verglitungsvereinbarung und -

management./ Verlag C.H.BECK,
Miinchen 2005.-S.16

LegalStudies.RU, 2007

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl
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MW: noTeHumanbHble noTpebutenn ycnyr

OCHOBaHUA ANA yaAOBNETBOPEHHOCTU

MNoapo6Haa KoHcyNbTauus

"U3nyyeHne" _KOMNETEHTHOCTH

YecTHocTb/ Cepbe3HOCTb

MoTuBauua agBoKaTa

BpeMs Ha KOHCY/bTaL WO

MNpoaBneHne "noHUMaHna"

CooTHoweHKe HeHa/ycnyra

CnocobHocTb "cnywaTtb”

JocTolHbIN AoBEpHa

MoMeweHne/obcTaHOBKA

MyHKTYanbHOCTb

Mwobe3HocTb_nepcoHana

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl

39%
8%

LegalStudies.RU, 2007
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MW: noTeHumanbHble noTpebutenn ycnyr

OCHOBaHuA ans
HeyAO0B/IeTBOPEHHOCTH

MoapobHas KoHcynbTauus

"MsnyueHne" _KOMNETEeHTHOCTU

YectHocTh/Cepbe3HocTb

MoTtuBauua aagBoOKaTa

BpeMa Ha KOHCY/IbTaLUIO

MposaBneHue "noHuMaHma"

CooTHoWweHHe UeHa/ycnyra

CnocobHocTtb "cnywartb”

DocToitHbIit foBepus

MomeweHne/obcTaHoBKa

MyHKTYanbHOCTb

Mobe3HocTb_nepcoHana

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl

29%
32%

LegalStudies.RU, 2007



CuctemMa OTHOLWUEHUN C KIIneHTamMu

XapaKTepucTUK1 ypoBHEN OTHOLUEHUW C K/IMEHTaMM

dokycupyerca | DHeprus KnuneHT MHaukaTopbl
Ha... TpaTUTCH nony4aer ycnexa
Halll
MpoAyKTOBbIN OTtBeTax, O6bsicHeHun | UHpopMauunto | CBoeBpeEMEHHO
noaxon 3KCnepTunse, CTb U
npeacTaBfieHNNn KayecTBo
cBeAeHunmn
Moaxon, Mpobnemax PeweHune PelwweHuns PaspeweHune
OCHOBaHHbINA Ha 6busHeca npobnembl npobnembl
YAOBNETBOPEHUU
noTpebHocTen
Moaxon, OpraHusauynm Ob6bsicHeHusa | Npewn [MToBTOpHbIE
OCHOBAHHbINA Ha KAneHTa npob6nemsbl n 3aKa3sbl
B3aMMOOTHOLUEHMU ee pelweHuns
fAX
Moaxopn, KnueHTte Kak [MoHnMaHune YBepeHHOCTb | BapbupytoTca,
OCHOBAHHbINA Ha JIMYHOCTH KAneHTa B MPUHATbIX HanpuMep,
aoBepumn peLlleHnsx bonee
BblCOKMeE
CTaBKM
AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 22




CuctemMa OTHOLWUEHUN C KIIneHTamMu

3ABOTA O KJIMEHTAX
Bo3MoO)xHbIe noaxoabl B pupmMme:

(1) YEPE3 MUCCUIO ODUPMDBbI:
Ob6ecneunTb CTaHAAPT KavyecTBa B COOTBETCTBUMN C
YPOBHEM
OXWOAHNWN K/IMEHTOB LefieBOU ayamnTtopun
(2) N3BBEINAA HEAQOBOJIbCTBA
(«HETATUBHAA 3ABOTA»):
[MToHMMaTb «Hanbosiee BepHble Crocobbl» pa3o3nTb

KJIMEHTA

(3) YEPE3 NPOLUEAYPHLI («MO3UTUBHAA
3ABOTA»):

[loHeceHne LeHHOCTU ycnyru — paboTa Ha
«BOCMpPUATUE»

(4) M\EPE3 NOHUWMAHWE N BHAHUE KJIMEHTA:

PaboTa c «oXxungaHnamm»

(5) NOCPEACTBOM BbICTPANUBAHMAwdies.RU, 2007
AABOKaTn(a@E)ﬁMﬂEOB, YwWwKanos n napTHepbl 23
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CuctemMa OTHOLWUEHUN C KIIneHTamMu

NMPOLEAYPbI B CUCTEME 3ABOTbIl O KJIMEHTE

NMony4yeHne MHCTPYKLUMUUN OT KJZIMEHTA
NMoaxknrouvyeHue Apyroro cneyumanaucra ot
MMEHMU KJINeHTa

BeaeHne KJIMEHTCKUX aen

BbinosiHeHUe CPpoOKOB

NpeacraBneHune pe3ynbTaTOB KJINEHTY
NccnepoBaHue KJINEHTOB

Pab6oTta c >xkanobamMmu KnmMeHTOB

LegalStudies.RU, 2007

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 24



CuctemMa OTHOLWUEHUN C KIIneHTamMu

BHeapeHue CUCTEMbI OTHOLUEHUN C KZINeHTaMU
(Ha npnmMmepe ropuanyeckon dupmbl)

llar 1. Co3paHve eanHon bl knneHToB
o4 co3pgaHud, onmncaHme 6musHeca, 0CO6eHHOCTb, NCTOpUA
B3aMMOOTHOLLUEHUIW, NpeaAMEeT, XapaKTep U CYMMbl 3aKa30B,
pekoMeHaaunn, XxapakTep 3anpawmBaemMomn nHopmaumu,
AENCTBUS NO yrnpaBfieHUo OTHOLEHUSAMN, ap.

llar 2. PacnpepeneHuve KJIMEHTOB MO rpynnam
[lepepacnpeneneHmne pecypcoB Mo ynpaBieHUI0 KIIMEHTOB
B 3aBUCUMOCTM OT MPUOPUTETOB rpynnbl

Llar 3. OTka3 ot coTpyaAHM4YecTBa
C HenepcneKTUuBHbIMU KJIMEHTaMM

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl
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CuctemMa OTHOLWUEHUN C KIIneHTamMu

BHeapeHue CUCTEMbI OTHOLUEHUN C KZINeHTaMU
(Ha npumepe rOpuanyeckom cbmpmbl), Npoao/HKEHne

LlWar 4. Hana>xuBaHue o6paTHOMN CBSAI3U C KJIMEHTaMM
B TOM uuncne npeanocrtaBjieHne BO3MOXHOCTU KOHTPOJIMPOBATb
BECb X0 OKa3aHumsa yCciyrum, oueHka KiimeHTaMn ypoBHA Ka4€CTBA
OKasaHus ycnyr, YypoBeHb OTHOLIEHWUW, peleHnn TeKyLWwmnx Bonpocos,
COBMeCTHOe obcyxaeHue pe3ysibTaToB NPOEKTOB MO UX OKOHYaAHUU

Lllar 5. YBesinueHue 4acTtoThbl B3aMMOA4EeUCTBUA
C KJIMEHTaMM B paMKaX TEKYLMUX NOPYYEHUU

AaBsokaTckoe 6topo MNnewakos, YWKanos 1 NapTHepsbI 26




CuctemMa OTHOLWUEHUN C KIIneHTamMu

Pe3ynbTaTbl BHeAPEHNA CUCTEMbl OTHOLUEHUMN C
knueHtamm (Ha npmMmepe ropmanvyeckom pmpmbl)

[oBbIlWEHNE NOSANIBHOCTU UHTEPECYOLWMX DUPMY KITMEHTOB
N yBeNM4YeHne 3aKkasoB C UX CTOPOHbI
He TOJIbKO CYMMapHO, HO M MO BMAaM AeATENbHOCTU

BaBoe Bo3pocna I'Ipl/l6b|}'lb KOMMNaHUN OT KJIMEHTOB,
O6paTVIBLIJl/IXCFI B KOMMNAaHWIO Mo peKoMeHAaunn KJINEHTOB

Bbipocna HMUMATMBA COTPYAHMKOB B BOMpocax
ynpaB/ieHNs OTHOLUEHUM C KIIMEHTAMM

CyLLecTBEHHO YBEMMYNNOCb KONMMYECTBO obpalleHum
K/IMEHTOB B KOMMAHMUIO C LEeNblo NOoJy4YeHUss HopMaLun,
COBeTa, peKoMeHaaunm

ApBokaTckoe 6topo MNnewakos, YWKanoB 1 napTHepS.I 27




CuctemMa OTHOLWUEHUN C KIIneHTamMu

Pe3synbTaTtbl UCCNefOBaHUUN NPUBEJSIN K NMPUHATUIO
Ba>KHOro 6msHec-pewieHmn:

dopMupoBaHMe yAOBJIETBOPEHHOCTM noTpeburteneiu
YCAYr — CTpaTernyecku BaXkHbIW war gns
AaNibHEWWero pa3sBmMTuUs U NOJZIyueHus
KOHKYPEHTHOIro npemmyujecrBsa Ha pOCCMUCKOM
PbIHKE IOPpUANYECKUX YCNyr

AasokaTtckoe 6topo lMNnewakos, YWKanoB U napTHepbl
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bnaropaapio 3a BHMMaHuel!

C yaoBonbCTBMEM OTBEeYy Ha Bawwum
BOMNpoOChHI!

Ecnuv Bbl He ycnenu 3aaathb BONPOC
cenvyac, Bbl MoXxeTe cBA3aTbCA CO MHOM NO

TenecdpoHaM Uam HanumcaTb:

+7 (495) 625-0133, 624-0555
+7 (903) 212-4481

E-mail: r.kozlova@advocates.su
www.advocates.su
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