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OT aBTOpa

3apaBcTByiTe KOJIerd, MeHs 30ByT Henepos BsuecnaB BacwiseBnu, Camapa, Poccus. A
paboTaio B cpepe npojax. ITa KHUra a[pecoBaHa TeM, KTO OCBaUBaeT IPUMEHEHUE HOBBIX MHCTPY-
MEHTOB ITPofiaX. BakHOM coCTaBIIAIOILEN ITpoLiecca MPOAAXK ABJISAETCS IPUMEHEHHE TOTOBBIX CLIEHA-
pUEB WM CKPUIITOB Mpojax. B Moeil mpakThke CKpUIIThI padOTaIOT, MO3BOJISAA pelaTh 3aJauu Mpo-
Jax, Kak MUHMMYM, B J1Ba pa3a ycnemHee. CleHapuil NO3BOJISIET NIPOJABLYY YBEPEHHO JOCTUTaTh
e KOoHTaKTa. [Ipeasiaraio Bam nonpodoBaTh TOTOBbIE aJITOPUTMBI pa3paOOTKU M BHEAPEHU S CKPHII-
TOB U3 9TOU KHUI'U. DTOT UHCTPYMEHT ITOMOXKET BaM YJIyULIUTh CUCTEMY IIPOJAK.
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Corsnamenue 00 ucnoJb30Banuu uHgopmManuu

Knura «Co3naHue creHapusi Mpojax. AJTOpUTM pa3paOOTKM M NMPUMEHEHHUs» 3allileHa
3aKOHOM 00 aBTOPCKOM IIpaBe U CMEKHbIX IIpaBax Ha Tepputopuu Poccuu, crpan bimoknero u ass-
Hero 3apyOesxbsi. Bce aBTopckie U cMesxHble MpaBa npuHayiexar HenepoBy BsuecnaBy Bacuibe-
Buuy. He paspeleHo nasbHeillliee BOCIPOU3BEIEHUE U PaclipocTpaHeHue Beeid KHUru «CosgaHue
CLIeHapHsi Tpofax. AJITOPUTM pa3padOTKK ¥ PUMEHEHHs» WJIH JIIOOOH ee YacTh, COXpaHEeHHe TeKCTa
WM BCell KHATHY B JIIOOOM (hopMe 1 JIIOOBIMH CPeCTBaMH, Oe3 pa3peleHrsi aBTopa.

Knwnra «Coznganue crieHapysi Tpofiak. AJITOPUTM pa3pabOTKU U IPUMEHEHHs1» TIpeAHa3HaueHa
IJ1s1 JIMYHOTO MCIIOJIb30BaHUsS UM MOCTABJISAETCS B BUJE «Kak ecTb». OHa MOArOTOBJIEHA AJIsl TOrO,
YyTOOBI IPEIOCTaBUTh MH(OPMALIMIO, JOCTYITHYIO aBTOPY M OKa3aTh MOMOILb KOJUIETaM B pa3BUTUU
pOJaXK.

ABTOp OcTaBIISIET 32 COOOM ITPABO KOPPEKTUPOBATH CBOIO TOUKY 3PEHHS M BHOCUTB JIOTIOJTHEHHU S
Y U3MEHEHUS B TEKCT HACTOALIEH MyOIMKaLUK, UCXOAS U3 BHOBb OTK PhIBAIOIIMXCS] OOCTOSITENILCTB.

Knnra «Cozpanue crieHapust mpofax. AJITOpUTM pa3padOTKU M TPUMEHEHUs» UMEeT Liellb
MIPEOCTABUTD YUTATEI0 MH(POPMALIMIO IO PACCMAaTPUBAEMbIM B HEWl BOIIPOCAM U paclpOCTpaHseTcs
C MIOHMMAaHUEM, YTO aBTOP, HE MPETEHYIOT Ha PEI0CTaBIEHUE €IMHCTBEHHO BEPHBIX I0PUIMUECKUX,
(pMHAHCOBBIX WM NMPO(ECCUOHAIBHBIX PEKOMEHAIMI U COBETOB. ABTOP HE HECeT I0pUIMYECKON
WM (PMHAHCOBOW OTBETCTBEHHOCTH 3a JIEUCTBUS TPETHUX CTOPOH, OIUIMOKHM, HETIOHMMaHUe U (WJIN)
HETIPaBUJIbHOE MpUMeHeHne MatepuayioB KHUru «Co3aaHue ciieHapust pofak. AJTOpUTM paspa-
O0TKM U IpUMEHEHH». MHEeHue aBTopa MOXET OTJIMYAThCSl OT MHEHUS YATATEIS.

Agtop kauru «Co3faHue cleHapus pojax. AJrOpUT™ pa3padOTKU U MPUMEHEHU» HE HeceT
OTBETCTBEHHOCTH 32 JAEHCTBHS, KOTOpbIe OYIyT BHIIIOJIHEHbl YATATEJIEM [10CTIEe U3YUYEHHS €€ MaTepy-
aJIOB, a TaK’ke 32 HEBEPHYI0 MHTEpIIpeTaluio ee cofepxkanus. Bee neilcTBus, npeanpuHUMaeMble
yHTaTeseM Ha OCHOBe MH(OpMaLMK, U3JI0)KeHHOH B KHUTe «Co3jaHue clieHapus poJax. AJrOpUT™
pa3paOOTKU U IPUMEHEHUs1», COBEPIIAIOTCS MM Ha COOCTBEHHBIM PUCK M HE HaKJIAAbIBAIOT HU KaKUX
00s13aTebCTB Ha aBTOPa, M3JaTeIsl MM 3aKOHHOTO PaclipOCTPAHUTEs] HACTOSILIETO M3/IaHusI.

Copyright © 2016 HenepoB Bsiuecna BacunbeBiu. Bee nmpaBa 3amuineHs.
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TepMuHbl 1 onpegeJieHUA

B2B

Business to business, OykBasbHO, On3HecC 111 On3Heca. Bu mHbopMamoHHOro 1 SKOHOMUYe-
CKOTO B3aMMOJIEHCTBUSI CYObEKTOB, B JAHHOM CJIydae — 3TO I0pPUINYECKUE JIUIA, KOTOpble padoTaIoT
He Ha KOHEYHOTI'0 MO0TpeduTes, a Ha TaKue e KOMIIAHUM, TO €CTh Ha JIpyroil OusHec.

B2C

Business to customer, 6usHec 151 noTpeduTens. ITo TepMHUH, 0003HAYAIOIIMI KOMMEpPYECKUe
B3aMMOOTHOILIEHU I MEX/y OpPraHU3alMeil U YaCTHbIM WM IOPUIMYECKUM JIMLIOM (KOPHIOPAaTHBHBIM
KJIMEHTOM), TaK Ha3bIBAEMbIM «KOHEYHBIM» TIOTPEOUTENIEM.

AKTyaJbHbIE IOTPEOHOCTH (MOTPEOHOCTH)

[Morpe6GHOCTH KIIMEHTa, KOTOPBIE OH XOYET YJOBJIETBOPUTD, PEIIMB CBOIO IPOOIEMY, TIPU 3TOM
OH TOTOB MPEINPUHATH [UIsl TOTO OIpe/ie/IeHHbIE AEHCTBUS.

bl CRM

baza pannpix mporpammsl CRM.

Bo3paxkenue

HeraruBHas peakiys Ha TO, YTO CKa3aJl COOECETHNK, BhIPaKEHHUE HECOTTIACHsI C COOECEJHUKOM,
IIPOTECT MPOTUB CKA3aHHOTO U BBICKAa3bIBAHUE IIPOTUBHOI'O MHEHU S, KaK HE IPUHATHE MPeIOKEHHU S
MPOJAXKH.

Kumenr

dusnyeckoe UM PUIMYECKOE L0 (KOMIIAHUS), KOTOPBIH yXke ABJISETCs BalllUM IOKyIlaTe-
JIeM, TO €CTh KYIIHJI Balll POLYKT OAMH WU OoJiee pas.

Konsepcust

OTHolleHre COBEPIIMBIIMX LIEJIEBOE JIEUCTBUE, K OOLIEMY YMCITy OOpaTUBIIUXCS OTEHIIUAIIb-
HBIX KJIMEHTOB. YPOBEHb KOHBEPCUM MPOAAXK IMOKa3blBaeT 3(p(heKTUBHOCTh TOrO MM MHOTO BHUAA
KOHTAKTOB IIPU OCYILECTBJIEHUH MPOJAX WM LeJeBbIX AeHCTBUA. OH pacCUMTBIBAECTCS B MPOLIEH-
tax. Hanpumep, KoJMUYecTBO COBEPIUIMBIIMX MOKYIKY B Pe3y/bTaTe XOJIOJHbIX 3BOHKOB MEHEIKepa
3a JIeHb COCTaBJISIET 5 4YEJIOBEK, MPU 3TOM OH cesai 57 3BOHKOB, 3HAYMT, KOHBEPCUSl COCTABUT
5/57=7,69%. Kousepcus B pofaxax — 3TO OTHOLIEHNE COBEPIUMBILMX ITOKYIIKY ITPOAYKTa (CIEIIKY),
K 00I1IeMy YMCITy OOpATUBILIMXCS TOTEHIMATBHBIX KIMEHTOB. KOHBEpCHs XOIOAHBIX 3BOHKOB — OTHO-
IIEH!E COBEPLIMBLIMX MOKYIIKY IPOLYKTA MJIU COIVIACHBIIMXCS Ha BCTPEUy, K OOLIEMY YUCITy NOTEH-
LMAJIbHBIX KJIMEHTOB, KOTOPBIM C/ie/1aH 3BOHOK. KOHBepcus BXOAAIIMX 3BOHKOB — OTHOLLIEHUE COBEp-
HIMBIIMX MOKYIKY MPOLYKTA I COINIACUBILMXCS HAa BCTPEUy, K 0OIIEMY YHMCITy BXOIAIIMX 3BOHKOB.
KoHnBepcHs BcTped — OTHOIIEHHE COBEPIIMBIIMX MOKYIIKY MPOAYKTA, K OOLEMY YMCITy BCTpEY.

JITIIP

Cokpatnenue onpejenieHust «JIuo npuHUMaplee peleHue». MiMeercss B BUjy pelleHue
0 MOKYIIKaX, TO €CTh COTPYIHUK KOMIAaHUU (I0PUANYECKOTO JIMLA) U (PU3UUYECKOE JIULIO, Y KOTOPOTO
€CTb [IOJTHOMOUHS U ITPABO pacopsiKaThcsl (PMHAHCAMK M IPUHUMATD KJTIOUEBbIE PELIEHHS O COTPYA-
HUYECTBE U 3aKYIKaX TOBAPOB U YCIIYT.

Mopyasinus rojoca

V3meHeHMe BBICOTHI I0OJI0Ca, CBSI3aHHOE C MHTOHALIMEH.

ITopTper moTpeduTENSA

Ilepeuenp MHpOpPMAaILIMK, Pa3HOCTOPOHHE XapaKTepU3YIOLIEeH KJIMEHTOB KOMITAaHUU LIEJIEBOTO
CerMEHTa PbIHKA.

IToTeHIHAIbLHBIE MOTPEOHOCTH (BO3MOKHOCTH)

HeynoBneTBopeHHOCTb WM TPOOIEMbl KJIMEHTa, KOTOPble OH MOXET YCTPaHHUTh C MOMOIIBIO
BAIlIero TOBapa, He OTPakaeT SIBHOTO KeJIaHWs KJIMEHTA PEIUTh MPoOIeMy WM YCTPAHUTD IPUIMHY
HEyIOBJIETBOPEHHOCTH HEMEJIEHHO.
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INorenmnanbubii kanenT (ITK)

dusnueckoe WM PUANIECKOe JHUIO (KOMIIAHHUs ), KOTOPOE MOKET MMETh IOTPEOHOCTH B MTPO-
OyKTax Balllell KOMIIaHUH, OH HU pa3y elle He MOKYIaJl y HaC, TO €CTh He SIBJISETCS HAIIUM KJIMEHTOM.

IoTpedHOCTH

ITO KeNaHue KJIMEHTa, KOTOPOE MOKHO YJOBJIETBOPUTH C IIOMOILBIO BAILIETO ITPOLYKTA.

IIpe3enTanus

Crioco0 nipejicTaBeHu st ”HOPMAITVH, COfiepKaIlel MpeIoKeHne TPOJaKH BAIIEro MPOIYKTa
(TOBaphbl WM YCIIYTH).

IIpoaaxka

Peanuzanyist mpojiykTa B paMKax MmepBoOy CAEIKU C HOBBIM KJIUEHTOM, KOTOPBIA ObLT IIOTEHITH-
AJIbHBIM KJIUEHTOM.

IIpoayxr

ToBapsl WM yciayru, KOTopble IpeaJiaraeT Baiia KOMIaHus.

Pexomennanus

[TonyyeHne KOHTAKTHBIX JIAHHBIX MOTEHLIMAIBHOTO KJIMEHTA UM KJIMEHTOB, HA OCHOBE JKeJa-
HUSl KJIMEHTa (WM MOTEHLMAIbHOTO KJIMEHTA), MOAEIUTHCS MOJOKUTEIbHBIM OIBITOM B3aUMOJIEH-
CTBUSI C BalllUM COTPYIHUKOM WJIY Balllell KOMIIAHUE.

VTII

VHUKaIbHOE TOProBOE MPEJIOKEHHE.

X010 JHBII 3BOHOK (KOHTAKT)

Ot anmmmiickoro Cold calling. 3BOHKY 11 TPUBJIEYEHU S TOTEHLIMAIBHBIX KJIUEHTOB (IIOKYTIa-
TeJIel ), 0COOEHHOCTb KOTOPBIX 3aKJTI0UAETCS B TOM, YTO OHH OCYILECTBIISIOTCS €3 MpeaynpesKAeH s,
KOI'/1a THULIMATOPOM SIBJISIETCS TpoJaBell. XO0lIOJHbIMUA KOHTAKTaMHU SIBJISIIOTCS] BCTpeYa WK Pa3roBop
10 Tesie(pOHy ¢ HE3HAKOMBIM YeJIOBEKOM, Oe3 MPUIJIAIICHU ST WM PEKOMEHIAIHH.
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3aueM HyKHbI CIIeHAPUH NP OJAXK

3ApaBCTBYUTE, yBaKaeMblid KOJUIETA.

Kanutan OueBUAHOCTD U 1 MIpeAroaraeM, uTo Jodas KOMIAHUS 3aMHTEPECOBAaHA B Pa3BUTUU
IIPOJaXX CBOETO TOBapa W yCIyr. [l 9TOro coTpyIHMKaM BaXXHO MUMETh U Pa3BUBATh CBOU HABBIKU
MIPOJaX. JTO HYKHO JIMHEMHBIM MEHEIKepaM, PyKOBOIUTENAM OTIEJIOB, TOI MEHEKEPAM U BJla-
nenbliaM Om3Heca. [laxke, HEKOMMeEpYECKHe OpraHM3aliy, He CMOTpsI Ha OOIIECTBEHHOE MHEHHUE,
3aHuMaloTcs npojgaxkamu. He Bepure? Takue KOMIIaHMM TOXE MMEIOT LIEJM U 3a[a4u, JOCTHKEHNE
KOTOPBIX HE BO3MOKHO 0€3 HABBIKOB IPOJak, OHH JOJDKHBI ITPOAATh cedsl M CBOM YCITyTH.

JI7151 TOro 4ToOBl XOPOLIO MPOAABATh TOBAPBI M YCIYTHU, HY)KHO 3HATh BCE O CBOEW KOMIIAHUM —
ee CTPyKType 1 Ou3Hec mporieccax. BaxkHO XOpoIo 3HaTh CBOH MPOIYKT, OyAyT 3TO CTPOUTENIbHBIC
MaTtepHaJibl, aBTOMOOMJIbHAS TEXHUKA MJIM YCITYTY TIOMCKA U 1o00pa HeABuAkuMocTH. [Ipopasent go-
’K€H 3HaTh PIHOYHYIO CPe/y, B KOTOPOil padoTaeT, U KOHKYPEHTHOE OKpyxkeHue. be3 3Toro cioxHo
AenaTh NpeiokeHre U padoTaTh C CONPOTUBJIEHUEM KIIMEHTA.

Xopolo, eciy B Ballleil KOMIIAaHUU ecTh KoprioparuBHast KHura nposax v mporpamma oOyye-
Husi. OHa, OOBIYHO, BKJTIOYAET BCIO HEOOXOMMMYIO MH(MOPMAIIHIO TSl OCYIecTBIeHHs poaax. Ecim
ee y Bac HeT, KHUAT'y mpofax CTOMT co34aTh U 9Ta 3a/a4da ABJISAETCS OQHOM U3 IEPBOOYEPEIHBIX IS
pyKoBOOMTENS OT/eNa npoaax. OHa MOMOXET BaM B OOyYEHHH COTPYIHHUKOB IS 3(phEeKTUBHOTO
pa3sBUTHS NTPOAAK.

BaxHol cocTasisioniel mporecca Npojax sABJISAETCSA IPUMEHEHUE FOTOBBIX CLIEHAPUEB (CKPUII-
TOB) ITpofax. Borpoc NpuMeEHATh WM HE IPUMEHATh CKPUIITHI ITPOJAXK, Y MHOTMX PYKOBOAUTEJIEN
BBI3BIBACT OTPHULIATENbHYIO peakumio. [IpuamHbl 3TOro OBIBAIOT pasHble, He OyJeM HX ceidac 00Cyx-
aath. B Moell pakTHKe CKPUNTHI pabOTAIOT YCIIEIIHO, ITPY TOM €CTh M HETaTUBHBIH OIBIT, KaK Mpa-
BWJIO, OH CBSI3aH C OIIMOKaMM CO3JaHMs U BHEIPEHHUS.

Wnes npumeHeHns FOTOBBIX CLIEHAPUEB MPOJIAXK COCTOUT B TOM, YTO B JIOOOH KOMIIAaHUU €CTh
Te, KTO MPOofaeT OOJIbIIe U JIydllle JPYTux. DTo, Kak MpaBUIIo, Oojiee ONbITHbIE COTPYAHUKH, KOTO-
pble XOPOLIO 3HAIOT MTPOLYKT, CBOIO KOMIIAHUIO, KOHKYPEHTOB M UMEIOT OMbIT pa0OTHI C pa3InYHbIMU
CONPOTHBJIEHUSIMU KJIMEHTOB. ECIM eCTh MONOKUTEbHBINA ONBIT MPOAAK, KOTOPBIA COAEPKUT HAOOP
3(pPEKTUBHBIX MPUEMOB, KOTOpPBIE pealbHO paboTaloT, YTO MEIIAeT Nepeiarb TOT OMBIT APYTUM
COTpPYIHUKAaM, TUPaXXUpys ycIelHsle npofaxu? Ilpeamnonaraio, 4To y KaxxJ0ro CBOM BapuaHT OTBETa
Ha 3T10T Bomnpoc. [Ipu 3ToM, 1 Aymaio, OOJBIIMHCTBO U3 Bac 3aMHTEPECOBAHbl B BHICOKOH JIMUHOM
3(p(PEKTUBHOCTH COTPYJHUKOB OT/IENA ITPOJAXK, KOTOPOE BHIPAKAETCSA B POCTE KOJIMYECTBA YCIIEIIHBIX
CIIEJIOK.

Xopolo pa3padoTaHHBIE CKPUNTHI JAAI0T YBEIMYEHNE KOHBEPCHHU MO BXOISIIMM M XOJOAHBIM
3BOHKaM OT 15 10 60%. 3HaunTeNbHO COKpalaeTcst BpeMsl 00y4yeHu sl HOBbIX COTPYJHUKOB U ITPOUC-
XOIOWT YBEJIMYEHUE CPEAHETO YeKa (cuera). OnTuMusanus npouecca npoaax AaeT rapaHTUPOBAHHOE
JOCTHKEHNE LeJIEW 3BOHKOB U BCTpeEY

OTa KHWUTra peAHa3HauyeHa JJisd PyKOBOOUTENIEN U MEHEIKEPOB, KOTOPBIE IIJIAHUPYIOT pa3pa-
OOTKY M BHE/IPEHUE CKPUIITOB JUIsl Pa3BUTUS MpoAax. Bel momyunte ajroputm pa3paOOTKHU CLEHa-
pHEB NIPOJAX NOCTYIHBIMU cpeacTBaMu. OCHOBOM /1 CO3JaHUS CITY’KUT MO JIMYHBIM OIIBIT pa3pa-
OOTKM U BHEJIPEHUS CKPUIITOB IPOAAX.

Vaaun BaM M BBICOKMX ITpoJax!

C yBaxenuem, Henepos Bsuecnas Bacunbeuu.

10
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dTansl NpPoJax

ITponaxa BKJIOYAET LIECTh ITANOB: YCTAHOBJIEHUE KOHTAKTa, BhISIBJIEHUE NOTPEOHOCTH, Ipe-
3eHTalMs TOBapa, paboTa C CONPOTUBJIEHUEM (HEIOBEpPUE, COMHEHUs, BO3PAKEHUs), 3aBEpILICHUE
CHEJIKH, BBIXOJ U3 KOHTAKTA. [IJ11 TOro 4ToObl NOTEHIMAIBHBIN TOKYNATeIb KYIHJI MPOAYKT OH JI071-
’K€H KYIIUTh €ro COCTABJISAOIIME, B OIPEAEIEHHOM MOC/IeI0BATEIbHOCTH: ITPOJaBLIa, KOMITAHUIO, ITPO-
AYKT, 1ieHy. [locsie 3TOro KJMeHT J101KeH BbIPa3uTh TOTOBHOCTb KYIUTh POAYKT HEMEAJIEHHO, €CIIH
MIPeJIOKEHUE IPOAYKTa COOTBETCTBYET OTPEOHOCTH.

IoTeH1ManbpHbIi KJIMEHT, TOTOB IJIATUTh JEHBIM TOJIBKO TOrA, KOr4a OH OyJeT YBEpEeH B TOM,
YTO MOKYTasi HPOAYKT OH MOCTYMAaeT MpaBuiIbHO. OH JIOJKeH ObITh YBEPEH, UTO MPOAYKT €My IOJIX0-
JUT U COOTBETCTBYET NMOTpeOHOCTH. KimoueBoil (pakTop B cucTeMe NPUHATHUSA PELIEHUs O MOKYIIKE —
YBEPEHHOCTh KJIMEHTA. A OCHOBOW YBEPEHHOCTH YeJIOBEKa SIBJISETCS JOBEpUE MPOAABLLY, KOMIIAHUM,
MPOLYKTY. DTO CJIOKHO cleaTh O3 XOPOLIEro OTHOIIEHH S, BBI3BAHHOTO MOJIOKUTEIbHBIMU SMOLIH-
sIMU B TIpoLiecce OOIIeHHUs M YyBCTBOM YBEPEHHOCTH B CBOeM pereHnd. Ecnu y Bac, Kak mponaBia
NPUCYTCTBYET BHYTPEHHSIsI YBEPEHHOCTh B ceOe M B MpOJake, TO BallM IAHCH HA MPOJaXy OYeHb
BBICOKH. [17151 pa3BUTHSI yBEPEHHOCTH, Y BaC JIOJDKHO OBITh XOpOIIllee 3HAHKUE MTPOAYKTa M TOTO, YTO OH
JaeT KJIMEHTY (MOTpeOUTEIbCKIE BBITO/IBI).

11
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HauaJjio koHTaKTAa

[NepBble ceKyH/IBI YeTOBEK 0COO0 YyBCTBUTENEH K IETANISIM ITOBEAEHH S IPOAABIA. Y Bac HUKO-
raa He OyzieT BTOPOH BO3MOKHOCTH CO37aTh IEPBOE BIEYATICHHE, TOITOMY, OyabTe BHUMATEIbHBI,
NpUIepKUBaTECh TIPaBIJI. Bbl He 3HAKOMBI U K BaM OTHOCSITCSI HACTOPOKEHHO, TIOJCO3HAHKE KJTU-
eHTa HaCTPOEHO Ha MpoTuBoAeicTBre. [loaToMy rnaBHas 3aa4a srana BCTYIUICHUS B KOHTAKT — 1aTh
BO3MOKHOCTb KJIMEHTY PACKPBIThCS AJIs1 CO3/IaHUsI I0BepUTeIbHON atMocdepbl. Kak 1aBHO BBl ObLIH
Ha ropozickoM pbiHKe? Kak BUPTYO3HO U 3(p(heKTUBHO BOCTOUHBIE MPOAABIHI BCTYMAOT B KOHTAKT
C KaK/IbIM, KTO IIPOXOJUT MUMO. JIe1aloT OHU 3TO MPOCTO U 3(PPEKTUBHO: YHUBEPCAJIbHBINA KOMILIH-
MEHT, IpHTJIallieHre OeCIIaTHO OMPOOOBATh «XypMa» HITH «CIIAJKUH, KaK MOIETyid KpacaBHIIbl rpa-
HaT». Y MOAABISIONIEro OOMBIIMHCTBA PEAKIUs COOTBETCTBYET OKUIAHUSIM MpoaBia. [loTeHnmas-
HBII TIOKyTaTe b PacIUIbIBACTCS B YJBIOKE, & KaK ele OH MOXKET MPOTUBOCTOSITh 3TOMY JIy4e3apHOMY
CIIOKOWMCTBHUIO U YBEPEHHOCTHU B CBOEM NpoAyKTe. Bce, MosoBuHa Aena chenaHa, KJIMEHT MOAOIIeN
U TSHET PyKY, YTOObI MOMPOOOBAaTh CJIAAKUI MaHJAPHH.

[oatomy, Uit yCTaHOBJIEHHST SMOITMOHATBHOTO KOHTAaKTa MO TeJaeOoHy MM BCTpeue, JeMOH-
CTpUpYHTEe YBEpeHHOCTh. B mporiecce pasroBopa mo TenedoHy yisidaiTech, MHUIUUPYS OTBETHYIO
ynbIOKy. OOparainTech K COOECEHUKY IO MIMEHH I UMEHH OTUYECTBY, B 3aBUCMMOCTH OT €ro CTa-
TyCa WM B3aUMHBIX JIOTOBOPEHHOCTE.

JleMOHCTpHpyiiTE MaKCMMaJlbHOE BHYTPEHHEE CIIOKOMCTBUE, COXpaHsis pPOBHOE ITyOOKoe
npixanve. [Tpu BeTpeue, Baia mo3a JoJKHa ObITh OTKPBITOM, a PyKOIOXaTHe JOIKHO ObITh SHEPrUY-
HBIM U pacrionaraimumM. Crapaiitech, 4TOOb pedb OblIa SICHOW M OTYETIIMBOU, ISl JEMOHCTpAIUN
Ballleil yBepeHHOCTH. VICob30BaHKe STUX IPUEMOB TIOMOKET MPOM3BECTH Ha KJIMEHTA MMO3UTUBHOE
BIlEYATIICHHUE.

JlepxuTe 3pUTesIbHBII KOHTAKT, COXPaHsisl APYKeToOHOe BhIpakeHHe InIa. BaskHO, TpaBUIIBHO
CMOTpEeTh Ha coOeceqHHKa. BpIBaeT Be OCHOBHBIE KPAHOCTH, KOTOpPHIE MOTYT HEraTUBHO BIIHSTDH
Ha YCTaHOBJIEHHE KOHTAKTa. BBICTPBIN OTBOA IJIa3 OT KJIMEHTa — It COOECEHUKA ITO CUTHAII Clla-
60cTi WM nogurHeHus. TakuM 00pa3oM, Bbl 3aHMMaeTe HU3IIYIO MO3UIMIO, a TPOJaka BOZMOKHO
TOJIBKO C MO3UIIUK PABHOTO. JloNTHMiA HEMUTAIOIIMI B3IJISI/1, MUHOT/IA, BOCHIPUHUMAETCS COOCeTHUKOM
KaK MPHU3HAK YTPO3bl, arPECCHH, YTO HACTPAMBAET €T0 Ha MPOTUBOACHCTBIE, a IPOfIaka — 3TO COTPY-
HU4YecTBO. HeoOXoammo HallTH 30710TYI0 CepeliHy MeXIy STUMH KpaiHocTsaMu. CMOTpUTE B I71a3a
coOeceJHUKA CIIOKOMHO, OTKPBHITO M €CTECTBEHHO. [IJ1s1 YCTAHOBJIEHHS MOIIMOHAIBHOIO KOHTAKTa
COXpaHsIATe JIpyKeNT0OHOE BRIPAXKEHNE U ICKPEHHIOI €CTECTBEHHYIO YIIBIOKY.

12



B. B. Hepmepos. «Coznanue crieHapus ipofax. AJITOpUTM pa3pabOTKH U TPUMEHEHUSI»

KoHen 03HakoMuUTEJIbHOT0 (pparmMeHra.

Texkcr npenocrasinen OO0 «JIutpec».

IIpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB II0OJHYIO JIETaJIbHYIO Bepcuio Ha JluTpec.

BesomnacHo onnatuTh KHUTY MOKHO OaHKOBCKOM Kaprtoit Visa, MasterCard, Maestro, co cuera
MOOWIIBHOTO TenepoHa, C TUIaTeKHOro tepMuHana, B catone MTC wm Cesi3Hoii, yepes PayPal,
WebMoney, fAunekc.densru, QIWI Komesnek, 60HyCHbIME KapTaMu WX APYTUM YIOOHBIM Bam crio-
coOom.
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