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OT3bIB HA KHUTY
«Cyneprepon npoaa:xk XXI Beka.
MeTo/ HHTEPBbIO — €TI0 He3aMeHNMbIl HABBIK»

EcTb HECKOJIBKO IPUYKH, [0 KOTOPHIM 51 TOTOB ITPOroJ10coBaTh pyOnéM 3a kuury Banepus [lep-
KyHoBa «Cyneprepoii npogax XXI Beka. MeToa MHTEPBbBIO — «€ro He3aMEHUMBbII HaBbIK». [lepBoe —
Basiepmii npotuB cKpunToB U 310 miaBHoe. Ckosibko MoxkHO?! T'oBOpio 1 Ha KaxaoMm yriy. Ipo-
cto 6osblile cra JieT. Korga BO3HUKIIM CKPUIITHI TPOJaK, 3eMIII0 MaxXalii JOIMAaIbMU, 3 KOCMUYECKHE
KOpaOJIM He yMeJH JIeTaThb. YoKe yMeIoT. Y:ke MHOro JieT. Tak 1aBaiiTe oTKaxkeMcsl He TOJIBKO OT JIOIa-
Aed, TAHYUIMX IUTYT, TO U OT CKPUIITOB, IOTOMY YTO 3Ta TaKas ke ApeBHss TexHosnorus. [Tokynarenu
TIOJITOPBI COTHU JIET Ha3a[ ObUIM, Kak Obl CKa3aTh TOJNEpaHTHO, nporiie. CuibHO npore. He HyXHBI
ckpuntsl. HyxeH pa3roBop. A rie pasroBop, TYT U AUaJIOr. A AUAJIOT — 3TO MOYTU UHTEPBBIO.

Bropas nprurHa — BaM TOJIbKO KaKETCsI, YTO JIIO[M FOBOPST CJIOBaMH U TpesiokeHusiMu. Her.
Onu roBopaT apxuBamu. CHavajia OgvH coOeceTHUK apXUBHUPYET MbIC/Ib B coBa. Ecim oH more-
HHTCS ¥ IUIOXO 3aapXUBHPYET, TO ero He noimyT. [Totom HacTymaer odepe/p moxydaresisi cooole-
Hus. Ero 3agada He mpoie ¥ Ha e€ BBITOJHEHHE MOJICEKYH/IBI: HaJI0 Pa3apXUBHPOBATh YCIIbIIIIAH-
HbIE CJIOBA, MOHATH UX M CKa3aTh CBOK OTBET. M Tak moka qualior npopomkaercs. Beioupaem ciosa,
B KOTOpBIE 00J1aUNTh/3aapXUBUPOBATH MbICIIb. [Ipon3HocuM croBa/apxus. Corymiaem gpyroro. [Toxu-
MaeM/pa3apXUBUPYeM MBICIIb U pelliaeM, YTO CKa3aTh B OTBET. Bbl moHMMaeTe, Kakast 3T0 MHTEJIeK-
TyajbHas padora?

Kuura Banepusi copepXUT KOHKpETHbIE MpPUMEpPHl U MPUEMBI YIyUlIeHUs] KOMMYHHUKAIIUU.
Kak nonsite cobecennuka? Kak ObiTh noHATEIM? Psij1 3aMeuaTebHbIX UCTOPUI, JIENA0IUX YTEHUEe
HE TOJIbKO MPUSATHBIM, HO U TIOJIE3HBIM.

JlrobuTenr NMCUXOJNIOTUK HAAyT MHOTO MOJIE3HBIX HaOmoAeHui. [IpakTHKY MOTYEpKHYT MpH-
Mepsl. TeopeTuky NOAUCKYTUPYIOT C BHIBOJAMHU aBTOPA U YTO-TO 100aBAT K CBOEH KapTUHE MHpa.

KCT&TI/I, quTasd MHOIO4YUCJICHHBIE KeﬁCbI, A HaXOONJI cebs1 TO Ha CTOPOHE IOKYIIATEJIA, TO HA CTO-
POHE ITpoAaBLa. I/IHTCpCCHO. ITone3no. Tak 4dto LII/ITEIIQ/,ITe, rocmoga.

Koncmanmun Xapckuii
#TomCamvuiXapckuii
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BMecTo BBejeHus

ITponaxa Kak siBJIeHHE 3apOMJIach ellle B KAMEHHOM BeKe, KOTJla Hallly MepBble MPEeAKH MPOTO-
CalMEeHChl HAYaJIu B3aMMOJIEUCTBOBATH IPYT C APYroM nocpeacTBoM oomeHa. C TeueHueM 3BOJIOLUN
YeJioBeKa M pa3BUTHEM OOIIIECTBA B IIEJIOM TOProBJIsl BHIIUIA HA HOBBIA YPOBEHb U CTajla HE3aMEHHU-
MBIM aTpuOyTOM JI000i MponBeTaoeld nuBmIM3any. CeroqHs CI0XKHO NMPeJCTaBUTh KOMIIAHUIO,
y KOTOpPOH HeT oTJiesia npojax. Bejib MMEHHO OH reHepupyeT OCHOBHYIO MPUOBLIb, KOTOpas UAET
Ha TIoJJIep’KaHKe TEKYIIEro COCTOSIHUS M AaJIbHEHIIero pa3sBuTue ousHeca.

HpaB OBLT FepaKHI/IT, Korjga mmujcali: (<HCp6MCHI>I — 9TO €AMHCTBCHHAA KOHCTAHTA B JXU3HW».

3a CBOIO AOTYI0 UCTOPHUIO MPOJAKK JOKA3alu, 4To 3Ta cpepa OeccMepTHA U, KaK CIIe/ICTBUE,
nepcriekTuBHa. Ho 3T0 He 3HauMT, 4TO OHA He NoJBep)KeHa n3MeHeHUsAM. CeroiHs MUp HecTaOuIeH
Kak HUKorna: He 3ps KoHuenuuss VUCA-mupa! HaXonuTcsl Ha MUKe akTyalbHOCTH. OH MOCTOSTHHO
MEHsIeTCsl, BMECTE C HUM MEHSIOTCS U npofaxku. [lomruyeckre 1 SKOHOMUYECKUE KPU3KCHI, TaH-
JAEMUM, IPUPOIHbIE KaTtacTpodbl — BCE 3T SBJIEHUSA 3aIyCKAIOT «3(PeKT 0a00YKM» U CTAHOBATCS
NPUYMHON A5 TpaHcopmaruu rpofak. C KakIpIM HOBBIM T'OJIOM 4acTOTa TpaHChOpMaLUid ycu-
nuBaetcs. To, 4To Ge3yrpedHo padoTano BYEpa, CETOAHS TePSIET CBOIO aKTYalbHOCTb.

[Tponaxu — mpoliecc He CIOXKHBIA, HO U He JIETKUN. YPOBEHb CJI0KHOCTU HANPSMYIO 3aBUCHUT
OT YPOBHSI KOMIIETeHIHI Tipojatoriiero. B 6omnpimHcTBe Kommanwii Ha 10% MeHeIkepoB OTea mpo-
JaX MPUXOAUTCS OoJblliasl YacTh YOAuyHbIX cHeNoK. JIyulime cOTpymTHMKHU, KOTOPbIX MOXKHO TOpAO
Ha3BaTh CyNepreposiMU MPojiax, YaCTo MPUHOCT OOJIbIIE IEHET, YeM OCTaJIbHbIe MEHEI)KEPhl BMECTe
B3SThHIE.

[Mponaxu TpeOyoT GOJIBIIEro MacTepCTBa, YeM MoUTH odas apyras npodeccus. ExenaeBHo
MBI IMEEM [IEJIO C HEOCSA3aeMbIMU BEIIIaMH, TAKUMH KaK SMOLIMH, YCTAHOBKHU JIPYTHX JIIOAEH U CUTYa-
LIMM, KOTOPbIE HAXOATCS BHE HAILEro KOHTPOJis. 1 Mbl IOJKHBI YIIPABJIATh BCEM STHM — KaK OIIBIT-
HBII1 MOpeTUIaBaTeib, IbITAIOIIUICA YaepKaTh IITypBajl KOpadis BO BpeMs ITOpMa.

Hpoaaxcn Tpe6y10T AUCHUININHBIL, EJICYCTPEMIICHHOCTHU, CAMOMOTUBALIUN, OPraHU30BAHHOCTH,
CIIOCOOHOCTH OLICHUBATb OKPYIKAIOUIYIO CUTYAIUIO, YMEHU A YATATh U IOHUMATh MHTOHAIIUU Y€JIOBECKA
M KE€J1aHUA BbIACTIATBCA.

«Quenv 6axcHo HAYyuUmuvCs eblCmpaueano onpede/leHHy;o cmpameeuro, d He npocmo npucay-
mueanivCsa K O6MMM cosemam O mom, KadK 360HUNTb UU OblMb GENHCAUBLIM C CODECEOHUKAMU. HpO-
0asicu — 3Mo NOHUMAHUE maoeo, Komy Mol 360HUM, O UEM NPOCUM KAUEHMA U camoe 21a6H0e — KK
Mbl 6/IUAEM HA NPUHUMAEMOE UM DEULEHUE».

YtoOBI cTaTh cyneprepoeM Mnpofax, BakKHO NproOpecTH (pyHaaMeHTaIbHble HaBbIKK. K coxa-
JIEHUIO, HE CYIIECTBYET TOTOBOW (hOpMYJIBI, Oarofapsi KOTOPOH YCIIEIIHbIE CAEIKH MOCHIATCS Kak
U3 pora n300mamst. MeHekep 1o MpojakaM MOoX0Xk Ha UTPOKa B OOJIBILION TEHHKC, KOTOPOMY ITPUXO-
JUTCS OTOMBATh HE TOJIBKO Yapbl, HAHOCUMBIE C Pa3HBIX, IOPON HEOKUIAHHBIX CTOPOH, HO U CIPaB-
JIATHCSA C KpyUueHbIMU nogayaMul. OJHAKO CYIECTBYET METOIMKA, KOTOpasi HOMOXXET YBEJIMUUTb BEPO-
STHOCTb IPEBPALLEHUS CAEIOK B YCIEIIHBIE.

T'vuca - ab0peBuarypa, kotopas o3Hauyaer Volatility (HecrabuibHocTb), Uncertainty (HeonpeneneHHocts), Complexity (cnox-
HOCTb), Ambiguity (HEOJHO3HAUYHOCTB).
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YeM 3Ta KHUTa OTJINYAETCHA OT NOJOOHBIX?

HO)IKI/I KHUW>XHBIX Mara3mHOB U HI/ICppOBI)IX BI/ITpI/IH HeCTpHT O6HO)KKaMI/I KHUT', TIOCBAILIEHHbIX
npoaaxkam. Ho cpenu aToro «crora ceHa» O4eHb CIOKHO OTBICKATh Ty CaMyIO TIOJIE3HYIO «UTOJIKY»,
KOTOpasi BHIPYYHUT JIaKe B CAMOU Oe3BBIXOTHOM CUTYyarlui. MHOTMe aBTOpbl KHUT TIO TIPOAAXam MpH
HAIMCAHUW PYKOBOJICTBYIOTCSI TMPUHIIAIIOM aicOepra: OHM TMOJHOCAT YWTATENTI0 Ha OMoeUuke yke
rOTOBOE PYKOBOACTBO K JEUCTBUIO. B35iTh, Hampumep, HEKOTOPbIE STAIbl KJIACCUYECKONM BOPOHKU
MPOJIaK: BBISIBJICHUE TIOTPEOHOCTE — CIpaIIvBail 3TO, MPe3eHTals] — TOBOPH TO, BO3PAXCHUS —
napupyH Tak  T. [I. B TeKCcTax TaKMX KHUT CONIEPKATCs TOTOBBIE MAOIOHHBIE (bpas3bl HA KAk IBIH CITy-
yail. Her Bpemenu gymars: untaid 1 noBropsil. Ho B 3TUX KHUrax HET HE TO YTO OTBETA Ha BOIPOC
«3auem?», HO Jake HAMEKa Ha HETo.

YesoBek — CyLIECTBO HENpeECKa3yeMoe, CJEeA0BATeIbHO, KOIMUYECTBO BapHalMii OTBETOB,
peaKIMid ¥ IEVCTBUI, KOTOPbIE UCXOISAT OT HETO, PE3KO BO3PACTAET B TEOMETPUYECKON ITPOTPECCUH.
B 310l CBA3M MOBEPXHOCTHBIE PELIENTHl YaCTO HE MPUMEHMMBI B peaIbHOCTU. VIMEHHO MO 3TOM MpH-
YKHe s He oOpalllalo BHUMaHKe Ha BEpIIMHY aiicOepra, a npeajiaraio YuTaTesio U3yYnTh TY YacTh,
KOTOpasi HAXOAUTCS TTyOOKO Mo BOAOM. TONBKO Tak MOXHO MOHSTh MHOTHE (PEHOMEHBI U3 cpepbl
MPOJAXK: KaK JIIOJU MPUHUMAIOT PELIEHUE O MOKYIKE, KaK IMOHSATD JIOTUKY MOBEIEHUS KJIMEHTA, Kak
MOTHBUPOBATh KJIMEHTA K MOKYIIKE M MHOT'O JIPYTMX UHTEPECHBIX BEILEH.

Ha prinke npesacraBieHo MmHoxecTBO TexHUK npopaax: CITMH, SNAP, kinaccuueckast BOpoHKa
NPOJIAX, KOHCYJIbTATUBHbBIC TIPOIAKH U T. 1. Bce OHM TOXOkHM, HO MOAAIOTCS YUTATENIO MOJ pas-
HBIMH COycamMH. VIX aBTOpBI CTPEMSITCSI BCSIUECKM 000COOUTH ce0s1 OT KOJUIET MO 1eXy W MOTYepK-
HYTh YHUKQJIBHOCTh CBOEW MeTouKK. Ho OHM HUKOMM 00pa3oM He MOTYT KapAWHAILHO OTJIMYAThCS
APYT OT Apyra, MOTOMY YTO BCE MPOJAAKM OOBEIMHSET OJHO CXOJICTBO: OHM IPO OOILIEHHE MEXIy
mopMu. JTI0qM IpeCTaBISIOT ABE MPOTHBOIIOIOKHBIE CTOPOHBI: MPOJAIOIIYIO M TIOKYMAIOIIY0. JTO
ecTeCTBEHHas! IPHPO/Ia MPOJAK.

Harucag 3Ty KHHTY, 51 HE IPETEHYI0 HA YHUKAJIBHYIO TEXHUKY MPoAaX. S OoJblie HalmoMUHAIO
aJIXMMHUKA, KOTOPBIH IpeJJlaraeT YuTaTeli0 B3VISAHYTh HA Pe3yJIbTaT CBOETO MPOTSKEHHOIO JKCIIe-
puMeHTa. B TeueHre mpoOAO/IKUTEIBHOTO BPEMEHH s KICKAT MOAXOSIINE MHIPETUEHTHI: TPoOoBa,
ormoOa’cs, eaai BRIBOABI M CHOBA MCKall. Biaromapsi BceM 9TUM YCHIIUSIM MHE yIaJI0Ch BRIPa0OTaTh
pabouyio popmyny. OHa coyeTaeT iBa OCHOBHBIX KOMIIOHEHTa — [TOHUMaHue cpepbl MPOaX U MPUH-
LBl UHTEPBbIO. VIMEHHO UX CHHEprus JaeT MHTEPECHBIN MOAXO/, KOTOPBIN JOKa3al Ha MPAKTUKE
cBOI0 3(p(PEeKTUBHOCTH U MPOAEMOHCTPUPOBAT ITPUMEHEHUE B JIIOOO0M 00JIaCTH TPOAAK.
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JIJ1st KOro HanmMcaHa KHAra?

Jl1s1 Bcex nmofiel, KOTopble padoTaioT B Mpofaxkax. HeBaxHO, Kakoil y Bac ypoBeHb 3HAHUM,
CKOJIBKO OITBITA 32 TUIEYaMH, U He UMeeT aOCOTIOTHO HUKAKOTO 3HAYeHU s IIPOIYKT, KOTOPBIHA BBI TIPO-
naete. Eciii Ballr OCHOBHOM MHCTPYMEHT B paboTe — OOIIeHne, TO 3Ta KHUI'a TOYHO OKaKeTCsl 1oIes-
HOM.

[Tpu u3ydeHnm o001 chepbl BBACISIOT YEThIPE CTAAUN KOMIIETEHTHOCTH.

* Heco3HaTepHast HEKOMIIETEHTHOCTD

OgnasieBasi HOBBIM HaBBIKOM, MBIl HE OCO3HAEM, YTO HYKHO AeJaTh JUIsl JOCTH)eHUs dhdek-
TUBHOCTH. 9TO camMas BaXXHasd U B TO KE BpeM}I pI/ICKOBaHHaH cragus, HOTOMy YTO Ha HGI7I 3aKJIadbl-
BaeTcs OCHOBA 3HaHWH. Ecy Takast ocHOBa Oy/IeT COCTOSITh M3 HepabOTaIOIMX METOJOB U TEXHUK,
TO B Oy/IyIlIeM OHa OKaKeT HaM MEJIBEXKbIO YCIIyTY.

* Co3HareibHast HEKOMIIETEHTHOCTb
MBI 3HaeM, YTO HUYETO He 3HaeM, ¥ IPEKPACHO MOHMMAEM, YTO HAlll 3HAHUS U HABbIKU Orpa-
HUYEHBl. Mbl HAUMHAEM U3y4daTh cepy, UCIONb3Ysl Pa3Hble METOMbI.

e Co3HaTeIbHas KOMIIETEHTHOCTh

Ha sToMm 3Tarne Mbl noHMMaeM cepy UHTEPEeCOB U MPOIOIKAEM COBEPIIIEHCTBOBATh U Pa3BU-
BaTh CBOM CITIOCOOHOCTH, IJTABHBIM 0OpPa30M — MOCPECTBOM MPAKTHKU. OIHAKO MPOAOIKAEM 3a/1y-
MBIBaThCsI O TOM, JIeJIaeM MBI 3TO TIPABWJILHO WJTM HEeT. MBI BCE ellle He COBCEM YBepeHHI B cele.

* Becco3HarenbHass KOMIIETEHTHOCTh

Mzer HACTOJIBKO OTTa4YMBA€EM HaBbIK, UTO BO BpeMH COBepH_IGHI/IH OHpeﬂeﬂeHHHX HCﬁCTBHﬁ axe
HE 33]yMbIBacMCsI O JIeTAISIX ITporiecca. BHIMoHAeM MX aBTOMATUIECKU U YyBCTBYeM ceOsl yBEpeHHO
1 KOM(OPTHO B TOM, UTO JeJIaeM.

Drta KHUra MOMOXET JIOWTH O YeTBEPTOW CTaIUH, HE3aBUCUMO OT TOTO, IJIe Bl HAXOAUTECh
ceituac. Ho maxe Ha mocieqHed CTauy He CTOMT pacciadisaThCs, Beb OHA TaK ke KOBapHa, Kak
v niepBast. [IoToMy 4TO MBI MOEM OKa3aThCs B 3AJI0KHUKAX CBOEH CAMOYBEPEHHOCTH, KOTOpasi OIpe-
JeJIEHHO TIOMEINAeT YCBOSHUIO HOBBIX 3HAHHIA.
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KT0 s1 Takoii, YTOOBI MHE TOBEPATH?

41 B mpomaxax 6onee 13 ner. 3a 310 Bpems padorai B pa3Hbix OusHecax (B2B, B2C, B2P, B2G)
u chepax, MmpojaBal ¥ HaCTPAUBAJT MPOJAKK COBEPIICHHO OTJIMYHBIX JAPYT OT Ipyra MPOayKTOB. DTO
JUIMHHBIA 1 U3BUJTUCTBIN IyTh CO CBOMMHU MObEMaMU U Pa304apOBAHUSMMU, YCIIEXaMU U ITPOBAJIaMHU.
Ho Ha moGoM MecTe st IOCTUTaJT 3aMETHBIX YCTIEXOB U MOCTOSIHHO CTPEMITIOCh CTaTh JIydlIle.

S1 He xBacratoch, uto BCE 3Ha. [Topolt yOexkmaioch B 0OpaTHOM. MHe OYeHb UMIIOHHPYET
BBICKa3bIBaHME Y. ‘Iepqmm;{: «JInM4uHO 1 BCEraga rotoB y4yuTbCA, XOTSA MHC HE BCErJa HpaBUTCA, KOrga
MeHs y4Jar». I He mpeTeH/1yio Ha pojib Koy4da WM rypy. B 3Toll KHUre MOsi pojib MpeIeibHO MPOCTa:
s IEJTIOCh CBOMM OIIBITOM M 3HAHMSIMM U HAJIEI0Ch, YTO TO MMOMOKET YMTATENIO CTaTh CylEprepoeM
npoaax. HpI/I3bIBaIO BO BpEMA NPOUYTEHUSA KHUTH KPUTUYCCKU ITOAXOANUTh KO BCEMY HAITMCAHHOMY —
AQHAIM3MPOBATh U IPUMEPSTH Ha ceOsl.
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Kak nmossBujachr KHura?

When you are overthinking, write. When you are underthinking, read. (Eciiu Bac nepenoaHsioT
MbIciy, vimTe. Eciu Mpicnieit Henocraet, yntaite). IMEHHO TakKMM NMPUHLMIIOM I PyKOBOJCTBO-
BaJICA, KOrla pE€IIWI HAITUCATh 9TY KHUTY.

Hemnoro npenpictopun. Vnest Hanucath COOCTBEHHYIO KHUTY 3pejia B MOEH TrojioBe JIaBHO.
OxoHuMB OOyueHHE B YHUBEpCUTETE, 51 OKa3aJcs Ha mepenyTbe: «HaneBo noigents — K aclupan-
Type HpyIeliib, HAalpaBo MOUIEIb — HUUEro He Halelllb, IPSIMO MOWAEIb — B TPOJAKH MOMA/IEIIb.
Bri6op nasicst MHe OYeHb TsIKENo, IOTOMY UTO XOTEIOCh 3aHMMaThcsl BceM. B utore s onpenenuics
Y PelI orpoOoBaTh ceds B Ipoakax. 3akpyTHIIOCh, 3aBEPTeIoch — padoTaio B 3ToM cdepe 1o cei
IEHb.

JIt0603HATENBHOCTD U YIIOPCTBO MOMOIJIA MHE OBICTPO BBIPACTH JI0 PYKOBOAUTEIIS OT/IeNIa IPo-
Aax. 3aa4d Ha TOW MO3UILMK OTINYAIUCh Pa3HOIUIAHOBOCTBIO: S COCTABJIsUT OOy4alole KypcChl,
TMOBBILIAJT KOMIIETEHIIUIO COTPYJHUKOB OT/IeJIa MPOAaX 1 MPOBOAWI aTTECTAIMIO HAa 3HAHKE MPOJAI0-
MUX TEXHUK U ocoOeHHocTel mpoaykra. [1pu cozganum oOyyaromero Martepuaia s OOHapyKuj, 4To
HAITMCAaHO OYeHb MaJio TOJKOBBIX KHHI IO TeMe MpOJaK, Ha KOTOpbIe MOKHO OBUIO Obl ONEpeThCs
npy 00y4YeHHH MEHEIKEPOB. DTO MOCTYKHIIO OTITPABHON TOUKOW HarvcaHus KHUTH. [lepBoiil yep-
HOBUK, B KOTOPOM £ 3a(PMKCUPOBAJI KJIIOUEBbIE MBICIIU Y U/IEW ITO KHUTH, HE MOy YU JAJIbHEHILETO
paszButus. Paili1 ¢ ero coaep:kaHuEM 3aTepssICsa CPeU IPYTUX JOKYMEHTOB Ha JKECTKOM JHUCKE HOYT-
Oyka. B TeueHue mocieqyommx ceMu JieT 5, KaK MbITJIMBBIA SHOJIOT, KyNaKMPOBAI HAKOTLJICHHbIN
OIIBIT, COOTHOCSI €TI0 C HOBBIMM IOJTyYEHHBIMU 3HAaHUSIMH, JETYCTUPOBAJ, CHOBA BHOCHJI U3MEHEHUSI.
[ToaTomMy KHMra moxoxa Ha OTJIMYHOE BUHO, KOTOPOE TOCIIE TEPHEIUBON BBIAEPKKU palyeT CBOETO
BJIa/IeNblia OOTaThIM CIIEKTPOM BKYCOBBIX OTTEHKOB.

Bce MBI mogBOAMM MPOMEKYTOUHBIE UTOTH TIOC/IE KPYIJION aThl, MPOJOKUTEIBHON pabOThI
B KaKoW-TO chepe WM BCIIeICTBUE IPYTUX 3HAUMMBIX COOBITHIA. DTO BaXKHO — BHIHBIPHYTH M3 KaXKJ10-
JTHEBHOM PYTHHBI U IOCMOTPETh «C BBICOTHI ITUYbETO MOJIETa» HA MPOIeHHBIN My Th. [TouTn B Kax-
JIOM KOMMEPYECKOM IPeJIOKEHUH, KOTOPOE Mbl OOBIYHO OTIIPABJIsIEM KJIMEHTY, €CTh HIKHSS YepTa
¢ noamuceio UTOI'O. D10 puHaANIbHAS CTOUMOCTD, KOTOPasi CKJIa/IbIBAETCS U3 BCEX BO3MOKHBIX TOBA-
POB WM YCIIYT, TIPE/ICTABIICHHBIX B MPEAJIOKEHUN. MOsi KHUTa Kak pa3 sBJISIeTCs 3HAYSHUEM 1oJ00-
HOU rpadsl.

Harmmcanuio KHUrM BO MHOTOM CIIOCOOCTBOBAJIM 1B (DyHAAMEHTAJIbHBIE PUUYKMHBL: OHA ObLIa
HaricaHa st ¥ Bonpekn. Kaura Harmucana 11 MeHeIKepoB 110 mpojaxam. B kaxaom otaere rmpo-
JaXx ecTb MOTPeOHOCTh B 00OyUYEeHUH COTPYIHHUKOB. Kak-To pa3 OoyH U3 MEHEKepOB IO MpojaKaM
3a7aJ1 BOMPOC, KOTOPBIM MOCTaBMII MEHS B TYNHK: «Kakue KHUTM MO MpofgakaM MOKHO MOYUTATh,
YTOOBI YJTyUIIUTh CBOU HAaBBIKH 7» [lepedncivB HECKOIbKO Ha3BaHUM, 51 MoWMal cedst Ha MBICIIH, UTO
JOCTOMHBbIE KHUTH MOKHO TIEPECUUTaTh MO NMajbliaM. A Te, 4TO €CTh, TMOO yCTapesiu, IMOO0 He pelaoT
T€ 3aJauM, KOTOpbIe BCTPEUAIOTCS B KaKIOW BTOpOW KOMmaHuu. [1oaToMy KHMTra OblTa HarmcaHa
B MIEPBYIO OYEpe/lb C MPAKTHUECKON TOUKHU 3peHust — AJIsl 00y4YeHHs] COTPYTHUKOB OT/esa MPOAAK.
J1s1 TeX, KTO XO4eT BBIATU Ha HOBBIN (DMHAHCOBBIN YPOBEHb.

Bropas npuunHa B MeHbIIEH CTENEHW KacaeTcsl MPaKTUYECKOro cMbicia. S Bepio, 4To Mosi

KHHTa TIOCIIOCOOCTBYET TMOBBIINICHUIO KayecTBa JeJIOBOU juTepatypsl B Poccuu. B cBoe Bpems s
TBITAJICS MMOCTIEBATh 32 TPEHAAMM B IPOJIAXKAX Y IMOMOIHSLIT KOJUIEKIUIO HOBBIMU ITPOYUTAHHBIMU KHU-
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ramu Ha 3Ty Temy. C KaxabIM HOBBIM MECALIEM MX KOJIMUYECTBO IyTalolle YBEJINYUBAJIOCh, a KOJIMYe-
CTBO KAQUeCTBEHHOW MH(OpMALIMU MEeYAJIbHO CHUKAJIOCh.

JlenoBast KHUTA CTaja HEM3MEHHBIM aTPHOYTOM YeCTOIOOMS aBTOPOB, NMPU3BAHHBIM JEMOH-
CTPUPOBaTh MX COMHUTENIbHBIN MpodeccuoHaiu3M. CerojiHsi MHOTUE «IKCHEePThl» W3JAI0T KHUTU
TaK e OBICTPO, KaK Pa3MHOXKAIOTCS KPONWKH. [103TOMy Takue paOdoThl 3a4acTyio MPeACTaBIISIOT
co0oit:

* COOpHUK OTpPEaKTUPOBAHHOW M CTPYKTYPHPOBAHHOW MH(MOPMAIMH, KOTOpasl HAMOIHSET
IIPOCTOPBI UHTEPHETA.

* Ucropun u3 xu3au. Crieys KaHOHAM MEMYapHOTO KaHpa, aBTOp TUMEpPOOIU3UpPYyeT CBOU
YCTIEXH, MIBITAsICh YOSAUTh JOBEPUYMBOTO YUTATEIISI B HAJIMUMH TaJaHTA M CAKPATbHBIX 3HAHUM.

* [lepecka3 qpyroil KHUTM, KOTOpasi sIBJISIETCS NIEPECKA30M TPEThel KHUIH, M Tak jaainee. To
€cTb Iiepecka3 B n-oi creneHu. Ho nogBox B TOM, 4TO caM MEPBOMCTOYHUK 3a4acTyl0 OKa3bIBaeTCs
HE caMoro JIyYIllero Ka4ecTna.

* HezateitnmuBblii 6un00pa KHHKHOTO hopMmara, Ha KOTOPOM aBTOPHI O3 CTECHEHH S peKJIaMHU-
PYIOT CBOM YCIIyTH WA KYPChI.

Campble n300peTaTe/IbHbIe aBTOPbI yMYAPSIOTCS COSAMHUTH B CBOMX TPYAAX BCE MIEPEUHCIICHHBIE
THITbl KHUT, 1a0bl C MUHUMAJIbHBIMK YCUJIMSIMUA PEIIUTh MAaKCHMAJIbHOE KOJTMUYECTBO CBOMX 3ajad.
K BenmkoMy coxasieHuIo, IeMOHCTpALMsl MHIMOTO yCTieXa B COIIUMAIBHBIX CETSX M MeJIbKaHUe Ha BCe-
BO3MOXKHBIX TEMATUIECKUX MEPOMPHUATHUSIX — OCHOBHBIE IIPUUMHBI, [0 KOTOPHIM YMTATEIH JOBEPSIOT
TAKOMY aBTOPY M MOKYMAOT €r0 OYepeAHyI0 KHUTY. BciencTBre 4ero cTpeMuTesNbHBI pOCT HU3KO-
MPOOHOI OU3HEC-JIUTEePaTyPhl MPOJOIKACTCS.

OnyOIMKOBaB CBOIO KHUTY, 51 ICKPEHHE XOTeJI Obl IEPEJIOMUTH CIIOKHUBIIYIOCS CUTYAIHIO, JOKa-
3aB, YTO JIJIOBAs JIUTEPATypa MOKET M JOJKHA ObITh MHTEPECHOM U MparMaTUYHON OAHOBPEMEHHO.
Cpazy xody mpenoctepedb: Mocje MPOYTeHUsI KHUTM Bbl HE HauHETe TYT XK€ MpoAaBaTh OOJbIIe.
Cdepa nponax uzodmiyer mudamu, B KOTOpble BepAT MHorue. [Ipomaxka — CIOXHBIA (peHOMEH,
U yCIIEX 3aBUCUT OT MHOecTBa (pakTopoB. OJIMH U3 HUX — YPOBEHb KOMIIETEHLIMH.

[TpencraBbTe, 4TO MBI OKA3aJIMCh HA HEOOMTaeMOM OCTpoBe. Bosero cymned Ha OGeper ocTpoBa
BBIOpOCHIIO AmUK. Tlocie BCKphITUS OOHAPYKWIM B HEM TPU MpeMeTa: [UIMHHYIO BEPeBKY, OaHKY
C TYIIEHKOH M OyTBIIKY penkoro BrHa. Ho y Hac moj pyKoi He 0Ka3ajoch HUKAKMX MHCTPYMEHTOB,
a Ha OCTPOBE KpOMe TecKa, BOAbl U OIUHOKOH MajbMbl OOJblile HUYero Het. M Bapyr Mbl BClomMu-
HaeM, 4To B OOKOBOM KapMaHe INTAHOB JISKUT KOMITAKTHBIM MYJIBTUTYN JJIs TYpUcCTa. B Hem ectb
BCE — HAYMHAsS CO IITOINOPA M 3aKaH4YMBasi MUHU-TIAION. OOpaoBaBIINCh HAXOIKE, Mbl YBEPEHHO
CTPOUM IITaJIAll, CBSA3aB MEK/y COOOM BETKH MaJbMbl pa3pe3aHHON BEPEBKOM, OTKPhIBAEM KOHCEPB-
HyI0 OaHKY MSICHOW TYIIIEHKH Y 3allMBaeM BCE BKYCHBIM BUHOM. HenpensuneHHoe Oe/IcTBUE OKa3bl-
Ba€TCA NMPUATHBIM OTIbIXOM Ha JKXMBOITMCHOM OCTPOBCE.

Mosi KHUTa — TaKOM ke MYJbTHTYJ, KOTOPBIi rapaHTHPOBAHHO MOMOTaeT B MpPOjaxax, yBe-
JIMYrBasd BEPOATHOCTb yCHeH.IHOﬁ CICJIKU. Ho crour IIOMHUTB, YTO 3TO HE BOJIIIIEOHAS IMTAJIOYKA
I'appu IlorTepa. MaxHyB €10 Ha NOTEHUUAILHOTO KJIMEHTA U MPOLIENTAaB TAMHCTBEHHOE 3aKJIMHAHUE
«KyIH», ee BJIaJiesiell He OCYIIeCTBUT Mpoaaky. [Ipogaxa — 310 pemeciio, KOTOpoMy HyXKHO YUUThCS.
Teopus + MpakTUKa — BOT JIydlllasi MeXaHUKa J1odoro odydyenusi. 160 eciy He yMeTh MOJIb30BaThCs
HOKOM, TO HUKAKOW MYJIbTUTYJI HE TIOMOXET.

HepC‘H/ICJIIO IIATH KJIIOYEBBIX IPEUMYIICCTB, KOTOPBIC BLIACIIAIOT 9TY KHUTY CpEan HO)IO6HLIX.
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1. B xnure Het BoApl. TpyaHO He coracuThesl ¢ BbickaspiBaHueM Exu Jlena: «3acyxa Mbicin
3aJIMBaeT HAC TIOTOKOM CJIOB». B 9TOM IJ1aHe KHUra, KOTOPYIO Bbl YMTaeTe, — 3HOWHAS IyCThIHS: B HEl
HET HAYErO JIMIITHETO.

2. 3pech OTCyTCTBYET aOcTpakTHas Teopusi. Bech coOpaHHBIN MaTepuall He HaXOAUTCS B BaKy-
yMe, a oTpadaThiBajICs Ha MPAKTUKE U KOPPEKTHPOBaiIcs B TeueHue 13 yer. MHorne meHemxepol
YCTIEIITHO TIPUMEHSIIOT €ro B CBOeH padoTe.

3. OCHOBHBIE MBIC/IY TOIKPETUISIOTCS IpUMepaMu. S puiepKuBaloch YETKOTO MPaBIJIa: OUH
MIPOCTOM TIPUMEP AaeT 3HAYMTEIHLHO OOJIBIIE MOJB3bI, YeM JEeCATh JIOMOMTHUTEIBHBIX OObICHEHUI.

4. B KOHIIEe eCcTh BHYIIUTEbHBIA CIIMCOK MCTIOIb30BAaHHOM JTUTepaTyphl. Ecin Bo Bpems uTeHus
9TOW KHUTU KaKasi-TO MBICTb MOKAXETCs HEAOCTATOYHO PACKPHITOM, TO BCErJa €CTh BO3MOKHOCTb
00paTUTHCS K HEOOXOMMMON KHUTE U3 CITUCKA U U3YUYHTh ee 0ojiee TOIpOOHO.

5. IloBecTBOBaHUE JIUINIEHO OAHATILHBIX COBETOB. Ha cTpaHuIlax MHOTHX JETOBBIX KHUT MOKHO
BCTPETUTh «BAKHBIE» PEKOMEHAAIMU: HAa BCTpeYe C KJIMEHTOM HYKHO OINPSITHO BHIIJISZIETD; YIIbI-
0aTbCsl BO BpeMsl Tele(pOHHOrO pa3roBopa; HUKOI/A HE BBIXOOUTH U3 cedsi — Be/lb TaK MOCTYMAOT
HeyaauHuKu. OTOrparh X710 y aBTOPOB MOAOOHBIX pabOT HE BXOOUT B MOM ILIaHBI, IO3TOMY Orpa-
HUYYCh MEHEe OYEBUIHBIMH MOCTYJIaTaMHU.

Ecnu KOpOTKO M eMKO JaTh OIpeeieHne 3TOM KHUTE, TO 9TO yUeOHHK C HEMPUHYKJICHHBIM
XapaKTepoM, KOTOPbIM TIOMOXKET B3ISIHYTh HA MTPOJAKH MOJ APYTUM YIiioM. Bel yBuanTe He TOJIBKO
MOBEPXHOCTHBIH CJIOM MPOJaK: STkl BOPOHKH, BU/Ibl OCHOBHBIX BOIIPOCOB, ITPaBIJIa OTPAOOTKH BO3-
paskenuii, Ho 1 nonmere JIHK mponax. 9To nMo3BoUT Jiyyllle MOHUMATh KJIMEHTa, YIPOCTUT KOMMY-
HUKAIMIO C HUM U KaK CJIECTBUE — MOBBICUT 3(PHEKTUBHOCTD MPOIAK.

Hanelocr,, BaM IIOHPABUTCA 9Ta KHUTA — TaK KC, KAK MHE IMOHPAaBUJIOCh €€ IMUCATh. Omna Hanu-
CaHa IMpOCTO U 110 CYHICCTBY, YTOOBI MAKCUMAJILHO COKOHOMUTD Ballle BpEMHI.

bar OJ1apIo 3a BOBMOXHOCTDb IIOACTIUTLCA C BAMU CBOMMU MBICJIAMMU.
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HoBas napagurma npojaax

YetoBEUECTBO /10 CHX TIOpP HE CMOIJIO N300pECTH MAlIMHY, KOTOpast MO3BOJISIET MyTEIIECTBO-
BaTh BO BpeMeHH. VHave caMpblil MpeArpuiMYKBbI MEHeKep 10 IPojiakaM OTIpaBMIICs Obl B Oy/ty-
miee. 3auem? YtoObl HOACMOTPETh 3(P(PEKTUBHBIE UHCTPYMEHTbI, KOTOPbIE TIOBCEMECTHO MPUMEHSIOT
B JJaJiekoM OyayiueM. Bo3BpaTuBIIMCh B HAlllM JHU, OH BHEJPWJI Obl UX B MPAKTUKY U MCHOJIB30BA
B cBoeli padote. HeBosbHO BcriomuHaetcs (utbM «Hazan B Oymyiiiee 2», rjie rIaBHbIN repoit MapTtu
nprOOpeIT aTbMaHaX CO CIIOPTUBHBIMU pe3yJIbTaTaMu B Oy/IyIIeM C LEJIbI0 pa30oraTteTh B HACTOSIIEM.

OpnHako, oka Jia3eikH, NO3BOJISIOLIME TPOHM3BIBATH IPOCTPAHCTBO U BPeMs1, He OOHAPYKEHBbI,
MBI BBIHY’K/IEHbI UATH APYTUM IyTeM. PaccMoTpuM nocneinyie TpeH ibl B cpepe mpojax, Ha KOTOpble
MOXEM OpPUEHTHPOBATHCS yKe cerofHss. OHM MOMOTYT BHICTPOUTH pabOvyI0 CTPATEruio B3aMMOJIeH-
CTBUS C KJIMEHTAMHU.

BoT TpeHzpl, KOTOpble HAOMPAIOT MOMYJISPHOCTb.
IleHHOCTH KaK OCHOBA NPOJAXK

CeroyiHs1 ppIHOK M300MITyeT OeCUMCIeHHBIM MHOXECTBOM TOBapOB M YCIIYT, a TMOTPEOMTEIH
n30aJI0BaHbl OE3rPaHUYHON BO3MOKHOCTBIO BHIOOPA. UTOOBI 3a1ienuTh BHUMAaHUE KJIMEHTa, HE0OXO0-
OUMO YMETb YETKO U yOequTeNIbHO JOHECTH JI0 HEro OfIHy Ba)KHYIO MBIC/Ib — TMOYEMY OH JIOJKEeH
KYIUTD y HAC. DTO MOKHO C/eJIaTh C IOMOIIIBIO IIEHHOCTH, KOTOpasi CHavas1a Mooyk1aeT NOTeHIINaITb-
HOT'O TIOKYTaTeNsl 33 JyMaThCsl O MOKYIIKEe MPOIYKTa, a 3aTeM MOTUBUPYET HEMOCPEICTBEHHO COBEp-
mTh ee. [leHHOCTh I0JKHA OBITh OUEBMIHOM, MOHSATHOM, YCTOMUMBON U COOTBETCTBOBATh CyMME,
KOTOPYIO KJIUEHT T'OTOB 3aIlJIATUTD 32 TPOLYKT.

Yetpipe BcaaHuka Anokauuncuca: Boitna, Yyma, I'osiogq u Cmepth

Ka)K,HbeI rog 4€Tbip€ BCAJHHUKA Arnokanuricrca CKa4yT 110 MUPY, MEHAA MpaBUJia MPOOAK.
HpC)KHI/Ie METOIBI 1 CITIOCOOBI MepecCTarT pa6OTaTL. Ecnu ve MoJIiy4yacTcs UISMEHUTH CUTYyallUIO U OCTa-
HOBUTb BCAAHUKOB, TO OCTACTCA TOJIBKO OJHO — U3MCHUTb BHYTPCHHEC OTHOIICHUC K ITPOUCXONA-
memMy. A JJISL 9TOT'O HY7KHO YCIIETDb IEPECTPOUTHCA HA HOBBIE PEJILCHI U ITOHATH NU3MEHHUBIINECCA ITpa-
BWJIa UTI'PHI. Takast rHOKOCTDH IMO3BOJIUT MAaKCUMAJILHO Oe300J1€3HEHHO HUBCEJIMPOBATh OAXKE CaMbIC
HCIPEACKA3YyEMbIC U3MCHCHU .

HOCTaBI[II/IKOB — B03 1 MAJICHbKAasA TEJECKKaA

[MouTtn Ha TOOOM phIHKE HAOMIOIAeTCsl BHICOKAsI KOHKYPEHIIMsI, M3-3 Yero MOCTABIIUKN MOTYT
OTCYTCTBOBAaTh TOJIBKO Y KOMIIAHMH, KOTOpas elle He OTKpbUIach. M1 To MHOTHE M3 HUX padoTaloT
JOCTAaTOYHO MPOAKTUBHO: MOMEHTAJIBHO HAXOAAT TAKYI0 KOMIIAHUIO M TpEJIaraloT CBOU YCIYTH.
[MomumoO 6a3bl aKTHBHBIX TOCTABIIMKOB, Y KaXXJOH KOMIIAHUM MMEETCSl «CKaMeWKa 3alacHBIX»,
Ha KOTOPOM CBOETO 3BE3[JHOT0 Yaca kIyT pe3epBHbIe NOAPATYMKU. B yac «Y» OHM rOTOBBI MOJXBa-
TUTh padOTy M (POPMHUPOBATH JIOSUTBHOCTh y CBOETO KJIMEHTa. YTOOBI MpOpBaThCs CKBO3b ITH SlIIe-
JIOHBI TIOCTABILMKOB, Ba)KHO TIOKa3aTh ceOs C JydIeil ctopoHsl. HeoOxomumo BbIpadOTaTh Takyo
CTpaTeryio mpogax, ojarogapsi KOTOPoOr Mbl IOAYEPKHEM HPEUMYINECTBA MMPOAYKTA U CIJIAJUM €ro
HeJOCTaTKU. BbIsBUB c1abble MeCTa KOHKYPEHTOB, Mbl CMOKEM MPEIOKUTh MOAXOAIIEe pelleHue
Y MOJTy4UThb 0J1aroflapHoOro KJIMEHTA Ha J0Jroe Bpems.
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CymeCTBeHHaﬂ CTaBKAa HA KJIHEHTCKHH ONBIT

ITo ouenkam koHcantuHroBou Kommnanuu PricewaterhouseCoopers (PwC), 80% amepukan-
[IEB CUMTAIOT, YTO CKOPOCTh, yI0OCTBO, KBATU(PUIIMPOBAHHAS TTOMOIIb U JPYKETIOOHBIN CepBHUC —
Ba)KHEHUIIIME SJIEMEHTHI TIOJIOXKUTETBHOTO KJIMEHTCKOTO OMbITa. Bee mepevncieHHble CoCTaBIsIomue
TOJIO’KUTEIBHOTO KJIMEHTCKOIO ONbITAa HE UY:XAbl U poccusiHaM. BaskHO (popMHpOBaTh U MPAKTUKO-
BaThb HepCOHEU]I/I3I/IpOBaHH])II71 noaxo[ 1o OTHOMICHUIO K KJIUCHTY. Bosbie nonokuTenpHoro OnbiTa
y KJIMeHTa = OOJIbIIle MPOIaX.

Ilepuoa noaypacnana komnerentnoctu (IIINK)

[II1K — 370 Bpemsi, 3a KOTOpOe MPUOOpPETEeHHbIE 3HAHUS 3HAUUTENIBHO ycTapeBaloT. M ceituac
3TOT MEePHO] KETOJHO COKparaercs. I1o cyTu, By3bl 3aBEIOMO BBHIITYCKAIOT CIIEIIUATMCTOB C yCTapeB-
IMMHU 3HaHUsMU. PaboTonarenu, B CBOIO odepelb, 4acTo MpeHeOperaoT 00y4eHneM COTPYIHUKOB,
PYKOBOJICTBYSICh JIOTUKOW: 00y4€HHE KEeNAIIUX — JeJI0 PyK CAMUX JKeJalouX. Xopoas HOBOCTb —
OFpOMHbeI IiacTt I/IHCpOpMaLII/II/I HaxXOOUTCA B OTKPBLITOM HJOCTYIIC: KHUT'U, KYPCHI, O6y‘{aIOH_[I/Ie BHUIEO.
OOHOBJATH CBOM 3HAHUSI MOXHO B JIIOOOW TOUKE MHUpa 371eCh U ceiuac.

ConmanbHble CeTH He TOJbKO JJIsl pa3BJjedeHui

CommaibHble CeTH — 3TO He TOJBKO TIPO OOIIEHHUEe C IPY3bsIMH, PasiIsAbIBAHUE SPOTUICCKUX
KapTUHOK WIU MPOCMOTP YMWIUTEIbHBIX BUIEO C KOTUKamMu. ColiceTy peBpaTWIMCh B MOTHOIEH-
HBIM KaHa npoaax. Basate, Hanpumep, kutarickuii WeChat, ubsi exxemMecsiaHasi ayJiuTOpusi JOCTH-
raeT 1 Myp YeoBeK. DTO MPIIOKEHHEe 3aKPhIBAeT OOJIBIIIOE YUCIIO MOTPEOHOCTEN CpeTHeCTATUCTH-
YEeCKOTo TMOJIb30BaTelis: OOIIeHNe, 3HAKOMCTBA, IEPeBOJ] TEKCTOB, IEKTPOHHBIN KOIIIeJIeK, IIOMAHT
u T. 1. Instagram, Facebook?, VK, LinkedIn — Toe OT/IMUHBIE TUTOMIAIKY /1T Pa3BUTHST OTHOIIICHUIA
C KJIMEHTAMU.

Pyrunnasi padoTa yXoQuT B NPOILIOE

CeronHs m0001 COBpeMEHHON KOMIaHUK TPYAHO (DYHKIIMOHMPOBATh, HE MCTIONb3Ys B CBOEH
padore digital-uncrpymentsl. Eciii paHbiiie MOXHO OBLIO YIUBUTH TEM, YTO COTPYTHUKU KOMITAHUU
aKTUBHO UCToNb3yloT CRM, TO Kaxk bl MeCsIII CIMCOK UM POBBIX CEPBUCOB YBEIMUUBAETCS KPATHO.
Jl1s1 oTAena mpojak OHM — HE3aMEHMMbIe TIOMOIIHUKY B padoTe ¢ KJIMeHTaMH, MOTOMY 4TO MakK-
CUMaJIBHO aBTOMATH3HPYIOT PYTHHHBIE Onepaluu. biarogapst UM 3HAUMTENTLHO SKOHOMUTCST BpeMs,
KOTOpPOE MOXKHO BBICBOOOZIMTD IO MPOJAKH, a HE TPATUTh €ro, HalpUMep, Ha COCTaBJIEHHUE JOTOJI-
HUTEJIbHBIX OTYETOB.

OTubl ¥ JeTH B IPOJaXkKax

Ecmm 651 Typrenes padoTan B cepe mpoax, OH, HECOMHEHHO, HArMcasl Obl OTIEIbHBIN POMaH
00 0COOEHHOCTSIX Pa3HBIX MOKOJIEHHI MoKymnatesieir. OHU MOJIOZICIOT, ¥ 3TO HY)KHO YUUTHIBATh B IIPO-
naxax. Koneuno, teopus nokonenuid Illtpayca u Xoy ycnoBHa u BbI3bIBaeT Borpochl. Ho crout
MIPU3HATh, YTO y KAKJIOrO MOKOJIEHUS €CTh OTJMYUTEIbHBIE YEPThI, KOTOPBIE BBIIEISIIOT €ro Cpeau
ocTabHbIX. OObeIUHSIOMUM (PAaKTOPOM COBPEMEHHBIX MOKOJIEHUI CIIYKUT MaKCUMaJIbHAsI JTIOOOBb
K rajxkeraM. MusuieHHaIIbl (MOKoJIEHUE Y ), 3yMepbl (ITOKOJIeHUe 7)) U MPEACTaBUTENM TTOKOJIEHUS
Anbda noepsioT uHQIII0IHCEpam (0T aHTJL. — BIUSHUE), TPEANOYUTAIOT OHJIAH-TIOKYTIKY U OHJIANH-

2 [Tpoext Meta Platforms Inc., nesarenbHocTh KOoTOpO# B Poccuu 3anpereHa.
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oOmeHve. B To BpeMst kak OyMephl ¥ IKCepbI peArounTaoT o duiaiiH-o0IIeHre 1 TPU BLIOOPE TOTO
WJIM MHOTO MPOJIYKTa JA0BEPSIOT capadaHHOMY paano. BaxHO 4eTKo cerMeHTHpOBaTh 1IEeJIEBYIO ayIu-
TOPHIO U TIOAOKMPATh IOl Hee OT/Ie/IbHbIe padoUre WHCTPYMEHTHI.

Boccranne mammn

K romocoBbiM poOoTam ceromHsi Bce MPUBBIKIN. KOMMaHWM MCTONB3YIOT MX Kak s Map-
KeTHWHTA, TaK W Ul aKTMBHBIX Ipoaax. OveHb CI0XKHO pa3o0parh, KTO HAXOAUTCS HA TOM KOHIIE
poBOa — POOOT WM YeJIOBEK. | 0JI0COBBIX OMOITHMKOB IBITAIOTCS MAaKCUMAJIbHO MacKUpOBATb,
HO WX BBIJAET OrpaHMUYCHHBIN HaOOp MAaOIOHHBIX (ppa3. XOTs rojoc podoTa Mopor He OTIMYHIID
oT sxuBoro. Jlioau He kenaalT oOHaThCss ¢ poOOTOM, MOTOMY UYTO HE BEpST, YTO OH PEIIUT UX
npoOnemy. OfiHAKO XyKe BCEro, Korga KOMIAHHMsI HEOCO3HAHHO IIPEBPAINAeT B POOOTOB JKMBBIX
COTPYOHUKOB. VM HaiOT HEYKJIIO)KE COCTaBJICHHBIE CKPUMTHI M 3aCTABIISIIOT TIOBTOPSATDH IAOJIOHHbBIE
¢pasbl. HapaBHe ¢ oTpriiaTeIbHBIMH MOMEHTAMH, KOTOpbIe MOTY BOSHUKHYTb B X0[I¢ KOMMYHUKAIN
CO CTOPOHBI IPEJCTABUTENS KOMIIAHUH, UCKJIOUAIOTCS MOJIOKUTeNbHbIe. MeHemkep 1o Nnpogaxam
HE WCMOJb3YeT B AUAJIOTe TIO3UTHBHBIE SMOIIUH, HABBIKK MPOJIAX WU JAPYrHe 3aMETHbIE OCOOEHHO-
CTH, KOTOpbIE BBIIEISIOT €ro Ha (DOHE OCTAIBHBIX.

Sales + Marketing = Smarketing

[Tponaxu 1 MapKETUHT — KaK aJIICKUHCKUE COOaKM-MaJIaMyThl: O0ApO OETyT B OTHOM YIIPSIKKE.
[IpencraBum cebe MyTh OMHOTO KJIMEHTA, KOTOPBIN TOPUT JKeJTaHHeM KyNHTh cebe cMapT-dackl. [1pu
NEPEeMCTBIBAHMM CTPAHMI] B MHTEPHETE OH HATBHIKAETCSl Ha 3aMaH4MBYI0 pekjamy. [lepeitns mo Heit,
OH OKa3bIBAETCsl Ha caiiTe KOMIIAHUM, KOTOopas MnpoaaeT 3Ty yackl. Ho B Haimuum ux Her. Paccrpo-
eHHBII KJIMeHT TIOIMChIBaeTCs Ha telegram-kaHan u email-pacchiiky, YTOOB HE MPOITYCTUTD TMOSIB-
JIeHUsl I0NTOXJaHHOro ToBapa. CITycTsl Kakoe-TO BpeMsl OH IOJIy4YaeT 3aBETHOE COOOIIEHUE: Yachl
CHOBa NOSABWJIMCH B Npojaxe. Ero pagoctu HeT npejesna, NOTOMY UTO «B KOMIUIEKTE» K 4acaM UJIET
MHTEpeCcHas CKUJIKa B YECTb JHS POXKAEHUS KoMIaHuM. [loTeH1anpHbli MOKyNaTeIb BHUMATEIbHO
M3yYaeT COIMaIbHbIEe CeTH KOMIaHUH, CMOTPUT 0030pbl Ha YouTube, UnuTaet OT3bIBbL. DTOrO OKa3bl-
BAeTCs HEJIOCTATOYHO: OH €JIeT B MarasuH, YToObl IPUMEPUTD YacChl U NMOOOMIATHCS C MEHEKEPOM.
TOT TaKTHMYHO BBHISIBJISIET MOTPEOHOCTH KJIMEHTA U TPAMOTHO MPE3EHTYeT Yackl. B utore KJIIMEeHT npu-
HUMAaeT OKOHYATeJIbHOE PELEHNE COBEPIIUTD MOKYTIKY. UTO NOBIMSIIO Ha MOJNIOKUTEIBHOE pellieHN e
kimeHTta? Ckopee BCero, BCE B KOMIUIEKCE: U MAPKETUHIOBbIE AKTUBHOCTH, U KOMIIETEHTHBII MEHe-
AKep MO MPOAaKaM.

AHanu3upyu, JOMUHUPYIl, BJACTBYN

Kaxk roBopun Yunbsam Duasapac emunr, «be3 qaHHBIX BBl POCTO €Ilie OIMH YeIOBEK C cOo0-
CTBEHHBIM MHEHUEM». HecMOTpst Ha TO, YTO aHAIMTHKA TeNlepb — HEOTheMJIeMasi YacTh JIIOOBIX MPO-
Jax, MHOTHE MEHeIKepbl He 0co00 00T nudpbl. EAMHUIBI U3 HUX MOTYT Ha3BaTh CBOIO KOH-
BEPCUIO, XOTSI 3TO OJIH U3 KJIIOYEBBIX MOKa3aTesiel, 0 KOTOPOMY OLIeHUBaOT MeHeaxepa. Lndgpsl
MOMOTAIOT OLIEHUTD HE TOJIBKO MPOJENaHHYI0 pa0OTy, HO U CIIPOTHO3UPOBATh ANHAMUKY TTPOJIAK.

MeHnble TeJ0ABHKEHHI = 00JIbIIe MPOAK

Yacto MeHemKep TOBOAUT HE CAENKY [0 MPOJakH, a KJIIMeHTa — 10 HepBHOTo cpbiBa. Harpu-
Mep, TIOTEHIUAIBHBIN TMOKYIIATe/Ib 3BOHUT W WHTEPECYEeTCsl ONpPee/ICHHBIM TOBAPOM WJIM YCITYTOM.
OH He TUIAaHMpYeT TIOKYIaTh B OJvoKaiiee BpeMs, a coOupaeT WHGOPMAIIUIO IS OYIYyIIero mpo-
ekTa. HexoMmieTeHTHBIN MCHCI’KEP HE BBISICHACT HOTp€6HOCTb, 3BOHUT W MUIIET NOTCHIUAJIBHOMY
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MOKYyTATe 0 KaX/Ibli JIeHb, HAJIESICh MAKCUMAJIBHO MPHOIU3UTH MPOAAXy. A ONBITHBIA MEHEKEep
MOXOX Ha MPodecCHOHATTBHOTO (hepMepa: TOT, caxas KJIyOHUKY, OepekHO MOIMBAET €€ U Orpaxk/IacT
OT SIPKUX COJTHEUHBIX JIyueill. AHAJIOTUYHO JIECTBYET U MEHEKep: TOC/Ie YETKOrO BhISIBJICHUS BCEX
MOTPeOHOCTEN OH JaeT KJIMEHTY «JO3PETh» U MO3BOJISAET CAMOCTOSITEIHHO MIPOUTH KJIIMSHTCKUH Ty Th,
MO/IICP)KMBAst €r0 Ha BCeM MPOTSIKEHUU OOIICHU .

AOCOJIOTHASA BJIACTH pasBpamacT a0COJIIOTHO

[Nokymnarens — MOHapx ¢ abCoOMOTHOM BiacThio. [Iponum Te cyacTivBbie 17151 KOMIIAaHUH Bpe-
MeHa, KOrjla B MHTepHET MOXHO OBbLJIO 3alTH TOJBKO IO KapTodkam, a MHMOpMAIys U3Mepsuiach
B Oaiitax. MeHemxkepy ObUIO IOCTAaTOUYHO PACXBAJIUTh CBOW MPOAYKT, U JOBEPYMBBIN KJIMEHT TOKY-
naJ ero, MOTOMY 4YTO MOATBEPKACHHUE WM, HA00OPOT, OIIPOBEPXKEHHUE CIIOB COTPYAHUKA OT/IeNa MPo-
JaX Ka3ajoch MOYTH HEBHIMOMHUMOMW padoToil. Tenepb MOKynatean B COCTOSSHMU HAWTH B OTKPHI-
THIX UCTOYHUKAX JIOOYI0 MH(POPMAIIHMIO: O KOMITAaHUH, O TIPOAYKTE, Jake O KOHKPETHOM MEHeKepe.
Ecnu Mexay NeiiCTBUTEbHBIM KaueCTBOM MPOAYKTA U €ro OMUCAHUEM JISKHUT MPONACTh, TO KOMITa-
HUSI MOXET OCTaThcs Oe3 okymnateseit. Tem Gosee, ecii HeIOBOIbHBIN KJIMEHT 00/1a/1aeT MPYTUIHBIM
COLIMAJIbHBIM KAITUTAJIOM B BUj€ NpeaaHHbIX noanucuukoB. Kak rosopun Ixedd besoc, «Ecnu Bbl
chesaeTe KJIMeHTa HECUYaCTHBIM B PEaJIbHOW JKU3HH, OH PACCKAXKET 00 3TOM IIECTH APY3bsIM. A eciu
BHI ClIeJIaeTe KJIMEHTa HECYaCTHBIM B MHTEPHETE, TO 00 3ToM y3HaeT 6000 deoBeK».

HyTI) KJIIHECHTA N3BUJHUCT U TEPHUCT

Jlo HeJaBHEero BpeMeHH IyTh KJIMEeHTa ObLT KOPOTKMM U JIMHEHHBIM. [ToTpebutesns nonagancs
Ha peKJiaMmy, IpuUe3Kajl/3BOHII B Mara3uH/oguc nmpogax U MoOKynaja 3aBeTHbIN MpoayKT. Komma-
HUM-TIPOAABIBI TPUJIaraad HeOOMbIIME YCUIUS ISl TOTO, YTOOBI HAJTAJAUTh CBSA3b C MOKYyNaTesieM
Ha Tare npe3eHTanuu nponykra. W nepsas mpoaaxa He 3acTapisiia cedst Joaro kaath. [loBrop-
HbIE C/ICJIKH IIPOUCXOANIIH TIOAOOHBIM 00pa3oM. CerofiHs CUTyarysi i3MeHIIach KapauHaibHo. [TyTh
KJIMEHTa OT MepPBOro KacaHus 10 (pMHAJBHOM OIIaThl 3HAYMTENIHHO YIUTMHUIICA. Takue 3Taribl, Kak
MepBOHAYAJIBHOE PACCMOTpPEHUE, CPABHEHHUE 1IeH, MOUCK aJbTePHATUBHBIX BAPUAHTOB, OOMEH MHe-
HUSIMH, 0030p NPOAYKTa, MpuodpetaoT ocodoe 3HaueHne. OpHa U3 OCOOEHHOCTEW 3aKII0YaeTcs
B TOM, YTO IyTEHIECTBUE MOKYIATelisi CTAHOBUTCS OoJiee He3aBUCUMBIM. JIydimii crioco0 JoBecTH
€ro 70 OKYIKHY — 3TO TAKTUYHO COMPOBOXATh HA BCEM MPOTSIKEHUH ero MyTy. MeHekep Bee varie
BBICTYIIA€T B POJIM MPOBOHUKA.

CepBuTnzanus 2.0

CepBuruzanus — 3To Nepexof OT MPOoAaXH TOBAPOB K MPOAAKE PELIEHUI. DTOT MPOoLeCcC Mocie-
JIOBATEJIbHBIN U MOJYUHSIETCS] 3aKOHAM SBOJTIONUU KOMITAaHUY.

BI)I)IGJIHIOT YCTBIPE ITAlla €€ Ppa3BUTUSA:

» CHayaJia KOMITaHUSI TTPOZIAET TOBAPbI U YCIIYTY IO OTAEJIbHOCTH.

* 3aTeM TOBapbl BMECTE C yCIyraMu.

* [ToToM TOBapHbI, YCIIyTH, OMJIEPKKY U 00CITyKUBAHHUE.

* 11 HakoHel| BLIXOIUT Ha PBIHOK C PELIEHUsIMUA, OCHOBAaHHBIMU Ha pe3YJIbTaTe.

[Tpu TakoM moaxone Kaxblid 3ampoc KJIMEHTa pacCMaTpPUBAETCsI B KOHKPETHOM KOHTEKCTE,
YTO MO3BOJISET MOAOOpaTh pellieHue MPAKTUUYECKH Ui Jooor cutyard. CTOUT OTMETHTh, YTO
B XOZIe TIPOJAXU peIlleHUs] KOMIIAaHUSI MOXET YIOBJIETBOPUTh HECKOJBKO MOTPEOHOCTEN KJIMEHTa
Cpa3y ¥ BBICTPOUTD C HUM JIOJITOCPOYHBIE OTHOIIEHM . B KauecTBe npuMepa MOKHO TPUBECTU AHAEKC
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u COep, KOTOpbIe MpeIaraioT pelieHus it pa3HbiX cep OusHeca: (PMHAHCHI, TAKCH, Iy TEeIIeCTBUS,
MOKYITKY U T. JI. COTPYAHUK MPOJAX CTAJTKUBAETCS C HOBBIM BBI30BOM: €My HEOOXO/IMMO B KOPOTKHE
CPOKHM CTaTh 9KCHEPTOM MpOAaX B HE3HAKOMOH cepe U YUUTHIBATH MHOXKECTBO HIOAHCOB, YTOOBI
IOOUTBHCS OIIYTUMBIX PE3YJIbTATOB.

Direct-to-Customer

D2C - 310 npsiMast mpofaka ToBapa HarpsiMyIo MOTPeOUTENTI0 B 0OXO TPAIUIIMOHHBIX TIOCPE/I-
HUKOB, TAKMX KaK PO3HUYHBIE Mara3uHbl, ONTOBUKH, JUCTPUOBIOTOPHI, PEKJIAMOAATENH U T. 1. DTOT
TPEH]l aKTUBHO 3aKPENIICs B OOBIYHOM JKM3HU: JIOJISI MAPKETIUICHCOB B TIOBCEJHEBHBIX MOKYIIKAX
pacrer ¢ kaxapiM qHeM. Ecim B 2020 romy o6opot Wildberries cocrasun 437,2 mupa p, To B 2021-
M OH BbIpoC 10 844 mupp p. A 3TO 3HAYUT, YTO HEOOXOAMMOCTb B YMEHHUSX COTPYJHUKOB MPOIAXK
B OIpe/IeNieHHBIX chepax oo rponaia, MO0 MponajeT B CKOPOM BPEMEHH.

«['puHnuc» B mpojaa;kax

3eneHble HAOMPAIOT TOMY/ISIPHOCTh HE TOJNBKO B MonuTUYeckor cdepe. Tema skomornu Kak
HUKOIJa aKTyaJlbHa IS npojax. [lof 9KoJornyHbMU NpojaxkaMy MOgpa3syMeBaloT KoMpOopTHOe
OOIIeHNE ¢ KJIMEHTOM, SKCHEePTHYIO TO3UIMI0 MEHEIKepa, OTCYTCTBUE AABJICHUS] U MAHUIYJISAIANA
B IIPOLIECCe MPOJAKH, a TAKKE TPUCOEAUHEHNE MEHEIKepa K eCTECTBEHHOMY JI03PEBAHUIO KJIMEHTA.
Bpone Bcé npocTo, HO He BCe CIEAYIOT STUM IPaBUJIaM.

Yucno KoMIIaHU YBEJTMUMBAETCS, KOJIMYECTBO KJIMEHTOB OrpaHuyeHo. [1o 1ol npuurHe Kax-
OBl KJIIMEHT Ha BEC 30J10Ta: Be/Ib UMEHHO OH «BBbIAAET» 3apIUIaTy COTPYIHUKAM KOMIIAHHUH, a HE COO-
CTBEHHHUK. UTOOBI yIMBUTH TIOKYIIATEN IS ¥ B JAJIbHEHINIEM MTPEBPATUThH €T0 B JIOSJIBHOTO KJIMEHTa, KOM-
MaHUSM [IPUXOIUTCS IPAKTUKOBATh UHAUBULYAJIBHBIN OAX0A. IIpogyMaHHBIl MapKETUHT, BbICOKAs
9KCTIEPTHOCTh COTPYAHUKOB MPOJIAXK, SKOJIOTMYHBIN MOAXOA B padOTe ¢ KIMEHTaMU — BCE 3TO OT/EIb-
HBIE YaCTH COBPEMEHHOIO MOIXO0Aa K MpoAaxaM. 3HAHUE U NTOHMMAaHUE BCeX MEPEUMCICHHBIX TEH-
JEHIMI, a caMoe TJIAaBHOE — UX MPUMEHEHHUE, CIIOCOOCTBYET BBICTPAMBAHMIO MAKCUMAIIBHO TUIOHO-
TBOPHOW PabOTHI C JTIOOBIMH KJIMEHTAMH.

CrpemiieHHe K TIOCTOSSHHOMY OOYUYEHHIO — OJMH M3 BaKHBIX HABBIKOB COBPEMEHHOTO MEHe-

IpKepa 1o npogaxkaM. VIMEHHO 3TO TIO3BOJISIET BCETa OCTAaBaThCs Ha rpeOHe BOJIHBI, KaKKe Obl Tske-
JIble BHEIITHNE OOCTOSTEIbCTBA HE CKJIA/IbIBAJIVCH.
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KoHTeKCT KJINeHTa

Ham mup nepenonnen nngopmanmein. C KaxIpM HOBBIM [ITHEM €€ KOJIMYECTBO yBEJIMYMBA-
eTCsl IPAKTUYECKM B TEOMETPUIECKOM Mporpecchu. YdeHble noacuutaiy, uro B 2018 romgy oommii
oObeM JIaHHBIX cocTaBui 33 3ertadaiita (ZB), B 2020-mM — 59 ZB, a k 2025 roy 1 BOBCE YBEJIUUUTCS
1o 175 ZB. YtoOsl o1ieHuTh MaciTad MpOUCXOMIAIIEro, MpeAcTaBbTe, uTo 1 ZB = 83 MJIH &KecTKux
IHUCKOB Ha 12 Tepabaiit kax /. Brieuarisier, He ipaBa Jin?

OnHako BMeCTe ¢ pOCTOM Ka4eCTBEHHOH MH(POpMALIK YBEIMYUBAETCS U 00beM MH(pOpPMALI-
OHHOro Mycopa. OH Kak MUHHUMYM IIPOCTO CKJIagupyercsi Ha npoctopax Ceru, He AaBasi HOTpeOu-
TEJI0 HUKAKOro MpoduTa, a Kak MAKCUMYM — HECET B MacChl IPOTUBOPEUYMBBIE 3HAHUS, KOTOPHIE
MOTYT MaryoHO BIMSATH Ha HaIll 00pa3 KU3HU.

Oo6unre MHHOPMAIIMOHHBIX ITYMOB MOPOXKIAeT HEONpeAeIeHHOCTh. BO3bMeM MOBCEIHEBHYIO
CUTYaIMIO — OOBIYHBINA MOXO[ 32 POAYKTaMH B TUnepMapkeT. [IpencraBum, 4to y Hac HET 3apaHee
MIOJTOTOBJIEHHOTO CIIMCKA IMPOAYKTOB, KOTOPBIA OOBIYHO CYIIIECTBEHHO SKOHOMUT BpeMsi. Mbl OTKpbI-
BaeM JIBepM MaraszuHa, U nepes Hamu npencraer 150 000 pazmuunbix ToBapos. Ilomywaercs, dro
B OKPY’KalOIlleM HAaC KOHTEKCTe CONePKUTCS OOoblne MH(POPMALIUH, YeM MBI MOXKEM POAHAIU3HPO-
BaTh. B JaHHOW cuTyaluu cpeHeMy MO BO3MOXHOCTSIM MO3Ty HEOOXOAMMO ONEpaTMBHO 00pado-
TaTh OKPYKAIOIIYI0 MH(OPMAIHIO M BEIpaboTaTh 3(HEKTUBHYIO CTpaTEernio, Oarogapst KOTOpPOH Mbl
KyIIMM BCE HEOOXOAMMBIE MPOIYKTHI 32 MAKCUMAaJIbHO KOPOTKOe BpeMs. Ecii Mbl Oyaem mogxonutsb
K Ka)KIOMy TOBapy M U3y4arh €ro, To Ha BHIOOD MPOIYKTOB HE XBAaTUT U HEJEH.

YT1oObI IIOHMMAaTh, KdK HOTCHHI/IaJ'ILHHﬁ KJIMEHT IPUHUMACT PEHICHUC O IMOKYIIKE, paCCMOTPUM
Pa3HbIC MOACIN U CTPATECTUN IPUHATUA pemeHHﬁ.
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MopeJsi npUHSTHS PeleHnin

Mapkertosnoru B TedeHue rnociaeanux 70 JieT MpoBev MHOXECTBO UCCIIeJOBAHMIA, YTOOBI OTBE-
TUTh Ha BOIIPOC O TOM, KaK MOTpeOUTENM MPUHUMAIOT perieHre o mokyrke. C OfHON CTOpPOHBI,
9KCMEPThl MAPKETUHIA C TIOMOIIbIO Pa3IMYHbIX MPUHIMIIOB PEKJIAMBbl MBITAIOTCS MAHUIYJIMPOBATh
CO3HAHUEM IOKyTaTeNei, YTOOBl MOTMBHUPOBATH MX COBEPIIUTD MOKYIKY. A C Ipyroi — norpedurenu
HE MEHee M30IIPEHHO MaHUITYIMPYIOT CBOMM BHUMaHUEM K TEM WJIM MHBIM TOBApaM U YCIyram.

B navane XVIII Beka mBeiiniapckuii skoHomuctT Hukonac bepHyum ciesnan nepByio cMeyio
TIOTBITKY OOBSICHUTD TIPOIIECC MPUHATHS pellieHuid oTpedutenssmu. [1o3xe 3ta runores3a Obuia pac-
mpeHa Helimanom u MopreHitepHoM U notyuymnia Ha3BaHue «Teopusi o:KujgaeMou 1moJjie3Ho-
cti». ComtacHo 3Tou TEOpHU, HOTpe6I/ITCHI/I MPUHUMAIOT PEHICHUA, OCHOBBIBAACH HA OXUIACMbIX
pesyJbTaTax cBoero Beioopa. [Ipy Takoil Mojiesiu MoKynaTend paccMaTpyUBalOTCsl B KAYeCTBE PaIyio-
HAJIbHBIX CYOBEKTOB, CIIOCOOHBIX OIIEHUBATh BEPOSTHOCTHBIE PE3YJIbTAThl HEOTIPEIeTIEHHBIX PEIICHUI
Y BBIOMpATh TOT Pe3yJbTaT, KOTOPBIN yBEIMUUBAET UX OJarococtosiHue. J[pyrumu cjioBamu, moTpe-
OUTEIM MAKCUMAITLHO MIPOCYUTHIBAIOT BCE MEPE/1 MOKYMKOM, YTOOBI MOCIIe Hee MOTyYUTh MaKCUMAJIb-
HYIO BBITOLY.

OpnHako Teopusi KapAMHAJIBHO Pa3oluIach C MPAKTUKOW: MOTPEOUTENM OKA3aJMCh HE BIOJIHE
PalMOHATIbHBIMU U TIOCTIEIOBATEIbHBIMU B CBOMX AEUCTBHSAX U MOIJIM BOOOIIE HE TOHUMATh, KaKue
(bakTOpHI BIMSIOT HA MPUHSATUE TOTO WJIM MHOTO perieHus. Takum oOpa3oM, 3Ta TeopHs He cTaja
AOMUHUPYIOIIEH, TOTOMY UTO UMeJla Cephe3HbIe HEIOCTATKH U He MOIJIa OOBSICHUTH MHOTHE BEIITH.

B 1950-x romax nosiBuiach ajbTepHATUBHASL KOHIICTIIMsI, aBTOPOM KOTOPOU CTaJl aMepUKaH-
CKUI HOOEJIeBCKUIA JTaypear 1o 3koHoMuke — ['epoept Caiitmon. OHa nostyunia Ha3Banue «Orpanu-
YyeHHas1 PalHOHAJbHOCTD>». Ee aBTop ObUT YOEKIEH, UYTO B OOJIBIIMHCTBE CTy4aeB MPU MPUHITAN
pellieHni, KaK WHAUBUAYATbHBIX, TAK ¥ OPraHU3AIMOHHBIX, YEJIOBEK UINET U BHIOMPACT YO0081emeo0-
pumenvHvle ANbTEPHATUBBL. TOIBKO NCKIIIOUUTEbHBIE CTyYar CBS3aHbI C TOMCKOM U BHIOOPOM Onrmiu-
MANbHBIX ANBTEPHATHB.

B kavectBe mpumepa MOXHO MpPUBECTH BBHIOOp KBapTHpHI MOKymnareiaeM. B coorBeTrcTBuM
C TIpeIbIAYyIIel TeOpUel OKIIAeMOM MOIE3HOCTH, YTOOBI BHIOPATh M KYITUTh KBAPTUPY, MOTEHIIUAIIb-
HBII MOKYTIaTesh JOJKEH OLIEHUTh KaXIyI0 KBAPTUPY Ha PhIHKE. 3aTeM COCTaBUTD JJIMHHOE JINHEH-
HOE YpaBHEHUE, UCTIONb3Ysl MHOKECTBEHHbIE IepeMeHHble. B KOHeUHOM cueTe, KJIIMEHT, Jiefiasi BhIOop,
PYKOBOZICTBOBAJICSI Obl HAMOOJIBIIMM 3HAUEHUEM OOIIel mose3HoCcTH. OHAKO TPU UCTIONb30BAHUM
MOJIeJTM OTPAaHMUYSHHOU PAIMOHAIBHOCTH MOTPEOUTENIh MOKET BHIOPATh KeJIaeMBblIid JIJIs1 POKUBAHUS
paiioH B ropofie ¥ OIIEHUTH JIOCTYIIHBIE KBAPTUPBI, KOTOPBIE HAXOATCS B 9TOM paiioHe. «[loGenure-
JIeM» CTaHEeT Ta KBapTUPa, KOTOpast OKAKETCs I0CTATOUHO XOPOIIIEH.

AHaJIOTMYHBII IPUHLMI TPUMEHUM HE TOJIBKO [UISl OTAEJbHBIX JIIOJEW, HO U PaclpOCTpaHsl-
ercsl Ha 1eJiple KoMIaHuu. [1o MHEHHI0O HEKOTOPbIX CTOPOHHUKOB 3TOW TEOPHUH, LeJIb KOMIIAHUU —
HE MaKCHMHU3UPOBaTh MPUOBLIb, a JOCTUTHYThH ONPEIeIeHHOr0 (PMHAHCOBOTO YPOBHS U YICP/KUBATh
TUIAHUPYEMYIO JIONI0 PhIHKA M YpOBeHb mpojax. KoMnanuu OyayT CTpeMHUTbCSI JOCTUTHYTh CKOpee
YAOBJIETBOPEHU S, YEM MaKCUMU3aL1H.

Hecwmortpst Ha TO, 4TO TEOpHS OrpaHUYEHHON PAIIMOHAJIBHOCTH BHITJIsIEIA JIOCTATOYHO HAIEK-
HOM, €e KPUTUKU BBIAEISIM OCHOBHOM HeJocTaToK. OH 3aKJIoyascs B TOM, UTO, ONUPAsCh Ha Hee,
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CJIOJKHO JIeJIaTh NMPOrHo3bl. Ecii MapKeTosor He MOXeT IpecKa3bBaTh IOBEJICHUE MOTpeduTeNei,
TO KaKOM TOT/1a MPAKTUYECKUI CMBIC] B TEOPUU MPUHATHS PELLIEHUIT?

B konue 1970-x ronoB Obu1a peAnpyuHSATa HOBasl MONBITKA JIOTUYHO OOBSCHUTH MPOLIECC MPHU-
HATUA perieHns. MIHMnmaTopaMuy BEICTYNIWIIM iBa BeyIuux ncuxosnora — Januans Kaneman u Amoc
TBepckH, KOTOpble pa3padoTanyd TeopHuio nmepcnekTuB. OHa BoOpasa B ceOsl JIydlIve MOJIoxKe-
HUS U3 IBYX MPEAbIAYIINX TEOPUI M 3arojHMIA CyIiecTByonme mpodensl. CyTh Teopuu mpocra —
JHOJY CKJIOHHBI K IPUHSTHUIO CYObEKTHUBHBIX PEIIEHUI: OHU MIEPEOIIEHMBAIOT HU3KHE BEPOSITHOCTH U,
Ha000POT, HEJJOOLIEHUBAIOT BHICOKHE.

ITO OTYETIMBO MPOCJIEKUBAETCS Ha ClieyoIeM FKcriepumenTte. CMOIeIMpyeM JIBe CUTYyalluH,
B KOTOPBIX HEOOXOIUMO CIeaTh BHIOOP:

1. ¥V nac umeercs 50 000 p. Yrto Mbl BEIOEpeM?

* BepositHocth 50% Bbiurpath gonosHutesbHo 50 000 p u 50% nonyuuts O p.
N

* ['apaHTMPOBaHHO MOTY4YUTH JomnoaHUTEIBHO 25 000 p.

2.V "ac umeetcst 100 000 p. Yro mbi BeIOepem?

* BepositHocth 50% mnotepsite 50 000 p u 50% notepsats O p.
N

* ["apaHTHPOBaHHO MOTEPATH JOMOIHUTENBHO 25 000 p.

Kak BUIUM, 3TO COBEpIIEHHO MAEHTUYHBIE MPOOIeMbl. B 060MX cilydyasix Mbl yBEpeHbI, UTO
TouHO noyuum 75 000 p, nmudo pasabie maHc nomnyunts 50 000 wim 100 000 p. Tem He meHee,
OTBETHl Y pasHbIX Jiofiel OyayT oTmuarhes. Kak mMokasbBalOT MOJOOHBIE SKCTIEPUMEHTHI, JIIOAU
HE XOTAT pUcKoBath B mpuMepe Nel u BbiOupaior onmmio «[apantupoBanHo nomyunts 25 000 p».
A B BapuaHTe No2 y4aCTHUKM SKCIIEPUMEHTA CTPEMSTCS K PUCKY.

[TprumHb TOMOOHOTO BHIOOPA 3aKTIOYAIOTCS B TOM, YTO OPUEHTHUPHI B TIPEICTABICHHBIX JBYX
BapuaHTax a0COJIIOTHO pa3Hble: B OJHON TOUKE Mbl BHIUTPHIBAECM, a B JPYroi mpourpsiBaem. Mcce-
JOBaTeJIM MPUIILIIA K BRIBOIY, UTO MOTEPU MPUIUHSIOT HaM OOJIbIe OOJTH, YeM BBITOJIbI, TIOTOMY MBI
MIBITAEMCS 3aIUTUTD CeOs OT MOTEPb.

Teopusi IepCreKTUBBI KaK pa3 CTPeMUTCsI OObSICHUTD BCE BhIlIecKazaHHOe. OHa CONEpKUT TpU
KJIIOUEBbIE UCU:

1. Ipu onieHKe CUTYyaluu Uil CpaBHEHHs OepeTcsl HeUTpaibHas TOUKa OTCYUETA.
OOBIYHO 3TO MPUMEHUMO KaK K TEKYIIIEH CUTYyalliu, B KOTOPOU YeJIOBeK HAXOIUTCS B TAaHHBIH
MOMEHT, TaK U MOKET OTHOCHTBCS K Pe3y/IbTaTy, KOTOPBII 0XKUAaeM B OyayIleM.

IIpumep

COpr,HHI/IK MHOI'O pa60TaeT W CUUTACT, YTO 3aCTYKMUJI IIOBBINICHUEC 3aPIIAThI.
OH GecenyeT ¢ pyKOBOOUTENIEM, TOT BBICTYILIMBAET BCE apryMEHThI MOJYMHEHHOTO,
HO OTKAa3bIBAaeT B €ro MpochOe, CChUIASICh HA KOHKPETHBIE IPUYKMHBL. Y COTPYJHHUKA
MOKET TMOSIBUTbCSI YYBCTBO Ppa3[JpaKeHHOCTH, XOTsl 3apIulata He H3MEHWJIach
Y OCTaJIach Ha MIPEKHEM YPOBHE.

2. Yem OOJIbIIIE MBI HUMEEM, TEM MCHEC 3HAYUTECIIbHBIMU KAaXKYTCS U3MCHCHUS.
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Poct zapmnarer ¢ 50 000 mo 70 000 p omrymiaercss ropasio CyIIeCTBEHHEe, YeM POCT
¢ 250 000 mo 270 000 p.

3. IoTepu Ha oOmpeieNeHHYI0 CYyMMY BBI3BIBAIOT OOJIe€ CHIIbHBIE SMOIIMHU, YEM BBIMTPBHIII
Ha TY € CyMMy.

B xoze sBomonuy yeaoBeka Te OpraHu3Mbl, KOTOPble OTHOCUJIMCH K yrpo3am 0ojiee OCTpo, YeM
K BO3MOXHOCTSIM, KaK MPaBUJIO, BIKUBAIM U Pa3MHOXKAIUCH JTydlie. YesloBeK IBOTOIMOHUPOBAT,
HO 0COOBIX M3MEHEHHIA He TPOU30IILIO: MbI BCE TaK ke Ype3BBIYalHO OCTPO pearnpyeM Ha IUIOXue
HOBOCTH.
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Crparerun npuHSITHS PelieHun

[Mpeapiayiye vccneqoBaHusl CIOCOOCTBOBATM M3YUYEHHIO psifia MOJIE3HBIX CTPATeruil MpuHsi-
THSI pellIeHUI OTPeOUTENISIMU, KOTOPBIE TIEPEIUTH B YTHJIMTAPHYIO IJIOCKOCTh. MIX aKTUBHO 9KCILTY-
ATUPOBAJIN MAPKETOJIOTU. HpOIIBI/IFaH IMPOAYKT HAa PBIHOK, Ka)KIILIfI MApKETOJIOT JOJIKEH IMOHUMATDh
CTpAaTeruio MPUHSTUS PEIIeHN B KOHKPETHOM NOTPeOUTENIbCKOM cermMeHTe. Onupasich Ha Hee, OH
MO3UIIMOHUPYET NMPOLYKT TaKMM 00pa3oM, YTOOBI y MOKYIIATe sl He OCTaBAJIOCh JPYTroro BbIOOpa, Kak
MpUOOPECTH €ro.

WccnenoBareny BuAGNSIOT TPU IPYIIIBI CTPATETUIA:
Komnencaropnsbie

B 3Tux crparerusx mokymnarenu IOMYCKAalOT, YTO Oojiee BaKHOE 3HAYEHHE OJHOTO aTpuidyTa
MOXXHO KOMITEHCHPOBATh MEHBIIIMM 3HAYEHUEM JIPYTOro aTproyTa.

IIpumep

[NoTeHnmaibHOMY TOKYMATENI0 IOHPABUJICS aBTOMOOWIb. B HEM TOJBKO ABa
MOCAAOYHBIX MECTA, XOTA NU3HAYAJIbHO OH UCKAJI IIATUMECTHYIO MAIIINHY. Ho B 1O )¢
BpEMs MaJIO€ KOJIMUECTBO NACCA)KUPCKUX MECT KOMIIEHCUPYETCSI HU3KUM PacXooM
TOILIMBA.

Cpe,l'll/l KOMIICHCATOPHBIX CTpaTCFI/Iﬁ BBIACIIAIOT!

® CTpaTCFI/IIO PpaBHOI'O BECa
B MMpEACTABJICHUU TMOKYIIATEJIA anI/I6yTbI HUMEIOT OJII/IHaKOBHﬁ BEC.

IIpumep
[Mpu BBIOOpE aBTOMOOWJIS Ui TOTEHIMAIBLHOTO KJIMEHTa OJUHAKOBOE
3HAUYEHHe UMEIOT €ro LBET U pacxo] TOILIMBA.

* B3BellleHHYI0 a[JIUTUBHYIO CTPATEruio
ATpuOyTH IMEIOT Pa3HBIN BEC.

IIpumep
[Nokynarens MpuaaeT B JBa pa3a OoJbliiee 3HaY€HHE HU3KOMY TOTpeOIeHUIO
TOIUTMBA, YEM LBETY MalllMHBI.

HexoMneHncupyroinme

B 3Tux crparerusx Kaxaplii aTpuOyT KOHKPETHOTO MPOAYKTA OLEHUBAETCS HE3ABUCUMO OT Jpy-
rux. M naxe ecin mpoiyKT UMeeT OYeHb BBICOKOE 3HAUEHHE N0 OJHOMY aTpulyTy, HO HE COOTBET-
CTBYET JPyromy, TO OH UCKJIIOYAETCS U3 pACCMOTPEHUS.

Bot ux BugbI:

* YIOBJIETBOPAIOIIAS CTPATErUs
[NoTpebuTens BEIOMpPAET NEePBbIN MPOLYKT, KOTOPbIN OLIEHMBAET HA COOTBETCTBHE MpeIeIbHbIM
3HAUYEHUSIM JJIs1 BceX aTpUOyTOB, J1a)Ke €CIM OH He CaMblil JTyJIIHil.

IIpumep
[Mokynatenb BbIOpan aBTOMOOWIIb, KOTOPHIA €ro yCTpauBaeT IO BCEM
napamerpaMm. Ho ero He oka3zanoch B HAIMYUM, HEOOXOAUMO OXUIATh MOCTABKY
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B TEYEHHE [IByX MecsleB. Y MOTpeOUTeNs] HEeT BPEMEHH Ha OXHMIaHWe, M OH
HAaXOJUT aJbTEPHATUBHBIA BapUaHT. DTOT BapUaHT IPOUTPHIBAET IO HEKOTOPHIM
XapaKTepUCTHKAaM aBTOMOOWMITIO €r0 MeUThI, HO MMEET YOBJIETBOPUTEIbHBINA HAO0OP
napaMeTpoB, KOTOPBII B UTOTE YCTPaUBAET MOTPEOUTEIS.

* Crparerusi UCKJIIOYEHUSI

[NoTpebuTens ycTaHaBIMBAET MpeesbHOE 3HAUeHue 17151 Haubosiee BaKHOro arpudyTa u pac-
CMaTpUBAET BCE KOHKYPHUPYIOIIUE MPOLYKThI, KOTOPBIE COOTBETCTBYIOT STOMY IPE/IEIbHOMY 3HAYe-
HUIO. Ec/iu MpoayKT COOTBETCTBYET YCTAHOBJICHHOMY aTpuOyTy, TO OH MEPEXOAUT Ha CICAYIONIUI
9Tar OIIEHKH, B PAMKaxX KOTOPOH MOTPEeOUTENb OLCHUBAET CIIEAYIOIINI aTpHOYT U €ro MpeiesibHOe
3HaYEHME.

IIpumep

Jlig mokynarensi Ba)XHOE 3HaYeHHE UMeeT pacxoll Tormea. OH cocTaBisieT
CIMCOK BCEX JIOCTYMHBIX aBTOMOOWJICH U HAYMHAET BHIOUPATH 110 STOMY MapaMeTpy.
OTtob6paB mATH aBTOMOOWJIEH, MOTpeOUTENh MPUCTYNAET K BHIOOPY MO BTOPOMY
atpulyty. BpiOop mpopomkaercs A0 TeX MOop, MOKa B pe3yyibTaTe He OCTaHeTCs
€/IMHCTBEHHBII MOOeTUTE .

* Jlekcukorpaduyeckas

[Morpebutens oneHnBaeT HanOoIee BXHBIA /151 Hero aTpuOyT. Ecim mpoayKT siBHO mpeBoc-
XOZIUT MO OTHOMY M3 aTpUOyTOB KOHKYPHPYIOILFE, TO OH OCTAaHABJIMBAET MPOILIECC BHIOOPA 1 TIOKYTAeT
STOT MPOAYKT. B MPOTUBHOM CiTyyae HOTpeOUTeb IEPEXOINT K CIIETYIOIIEMY MO BaKHOCTH aTpHOYTY.

IIpumep

Jlis mokymnaresisi BaXHbIM MapaMeTpoM sBjsercs pasroH go 100 km/4
3a 5 cekyHa. Ecim OH Haiesn Takyio MalivHy, TO Cpa3y OCTaHABIIMBAET CBOU BBIOOD
Ha Heil.

YacTtuuHo KOMII€EHCATOPHbLIE

Crpareruu nociesoBaTeIbHO CPAaBHUBAIOT JIPYT C APYTOM M paccMaTpUBAIOT Oosiee BBICOKHE
3HAYEHUsI aTPUOYTOB.

* BOJIBIIMHCTBO COOTBETCTBYIOIIMX U3MEPEHUI

[NepBble 1Ba KOHKYPUPYIOLMX MPOAYKTa OLEHMBAIOTCS 1O BCEM aTpudyTam, a TOT, KOTOPBIH
nMeeT Oojiee BBICOKKE 3HAYCHUs 10 OOJbIIIEMY KOJIMUECTBY aTpUOyTOB, COXpaHsieTcs. 3aTeM moode-
JUTENIb CPABHUBACTCS CO CIEAYIONIMM KOHKYPEHTOM, U TOT, KOTOPBIA MMeeT OoJiee BHICOKHE 3HaYe-
HUS 110 OOJIBIIIEMY KOJIMUECTBY KPUTEPHUEB, CHOBA COXPAHSIETCS.

IIpumep

[Mokynarenb cpaBHMBaeT [Ba aBToMoOwis no 10 KputepusM: LBET, IeHa,
pacxo,u TOoIJiiBa 1 T. I. OH BBIABJIACT HO6€HI/ITCHH n CpaBHI/IBaeT 10 TEM XKC
KpUTEpUsIM C [pyrMMU aBTOMOOWIsIMU. B wuTore ocraercss eIMHCTBEHHbIN
oOeIUTEb.

* JacToTa XOpOILIMX U TUIOXUX XapaKTEPUCTUK

Iokynarenb MOACUYUTHIBAET KOJMUYECTBO «XOPOLIMX» U «IJIOXMX» XapPaKTEPUCTUK IMPOLYKTa
U JieaeT BHIOOP B MOJIb3Y MPOAYKTa C HAMOOJbIIEH Pa3sHULIEH MEXAY «XOPOILIMMU» U «IUIOXMUMU»
XapaKTepUCTUKAMMU.

IIpumep
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BriOupast BcE TOT ke aBTOMOOWJIb, TOTEHLIMAIBHBIN MOKYNaTeslb B OJHOM
CTOJIOMKE YKa3blBaeT IUTIOCHI KOHKPETHOW MalllMHBI, B APYroM — MHUHYChL. Ecim
TUTIOCHI 3HAYMTETbHO MEPEBENINBAIOT MUHYChI, TO BBIOOP CTAHOBUTCS OUEBUIHBIM.

IloMrMO paccMOTpEHHBIX CTpaTeruii NPUHATUS PEILIEHUN BBIEIAIOT ABE OCHOBHBIE TEOPUU
MapKETHUHI'a, KOTOPbIE IOMOT'alOT JOIOIHUTD NIEPEYUCIICHHBIE CTPATEIUH.

* PaccmoTpenue

CornacHO 3TOW TEOpPHUH, TOKYIATeNd 0Opa3yloT MOJMHOXKECTBO MOTEHIIMAIBHBIX BapUAHTOB
BBIOOPA, HA OCHOBE KOTOPBIX MPUMEHSIOTCS CTPaTeriy MPUHSATHS PELIEHHA.

IIpumep

Ecnu nonpocuts yesoBeka nepeyrciiuTh BCe PeCTOPaHbl, KOTOPbIE OH MOXKET
BCIIOMHUTb, TO CIIMCOK TAKHMX 3aBEJICHUN MOXET OKA3aThCsl JOBOJILHO OOBEMHBIM.
OpHako, Korma 4YeJjoBeK IUIAHUPYET HEeMOCPEACTBEHHO TOCeTUTh PECTOpaH
U TIOY)XMHATh, TO B MpPOIECCe MPUHATHS pEIleHUs] PYKOBOICTBYETCS KOPOTKHUM
CITUCKOM 3aBeJIeHUl, KOTOpble OH aKTUBHO pacCMaTpvBaeT. B MHOrocTyrneH4yaTbix
MOJIEJISIX TIPUHSTUS PEHICHUH CIOKHOCTh PElIeHUs] MPUBOAUT K YBETUYCHUIO
KOJIMYECTBA IIAaroB B Iporiecce ero npuHsATHs. [1o cyTH, denoBek TpaTtut OoJblie

KOIrHUTHUBHBIX YCHHHfI, YTOOBI OLCHUTDb CY6’LCKTLI paccMarpmuBacMoro Ha60pa,
HEKEJU YTOOBI MNPUHATH CaMO PEIICHUEC.

* BoBJIe4eHHOCTD
OObeM KOTHUTUBHBIX YCHITHH, TTPUJIaraéMbIi K IPOIIECCY MPUHSTUS PEIIeHU, HATPSIMYIO CBSI-
3aH C YPOBHEM BaKHOCTH, KOTOPYIO MOKYTIATeIh MPUAAET MPUOOPETEHUIO KOHKPETHOTO MTPOIYKTA.
IIpumep
Ecnrm  morpebutenb BhIOMpaeT — JKEBATeNbHYI0 pPE3WHKY Ha  Kacce
B IIPOLYKTOBOM MarasvHe, TO €My HET CMbIC/IA TPaTUTh 3HAUYUTESIbHbIE YCUIIUS,
9ToOBl IPUHATH perieHre. Ho ecim oH Hagymasl KymuTh HOBBI cMapTdoH, TO,

CKOpee BCero, MoTPaTUT OOJIbIle BpeMeHH, YTOOBI CIeIaTh ONTUMAJTBHBIN TS ceOst
BBIOOD.

CreneHb BOBJICUEHHOCTH HEOOSA3aTeIbHO 3aBHCUT OT IIEHBI, HO B OOJIbINIEH Mepe OHa CBs3aHA
C MPeAToJIaraeMbIM BO3JICHCTBUEM HA KAaUueCTBO XU3HU KJMeHTa. KauecTBO KU3HU HANPsMYIO 3aBU-

CHT OT IIPEUMYIIECTB, KOTOPBIMHU 00JIaJaeT MPOAYKT, WA KOCBEHHO 3aBHCHUT OT COIMATbHBIX 3HAKOB
OTJINYHMSI, KOTOpPBIE IIPUHSATHI B OOIIIECTBE.
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KoHTekcTyanabHast Mo/1eJb NPUHSTHS PelleHun

CornacHO OOJBIIMHCTBY PACCMOTPEHHBIX MOJENIeN M CTpATeruil MPUHATHS PElIeHUH, TOKY-
naresyb MOXOX HA YHUCTBIN JIUCT OyMaru: OoH Oe3 OIbITa, 3HAHWI M CIOXKUBIIEHCS KapTUHBI MHpA.
A cam mporiecc IpUHATHS PElIeHUH HAYMHAETCS Y Hero TOJIBKO TMOC/e CTUMYJIMPOBaHMS IOTpeOu-
TCJIA C MOMOIIBIO MAPKETUHIOBBIX MHCTPYMEHTOB. B Ttakoi napagurme 321,[[21‘16171 INOTEHIIMaJIbHOI'O
TIOKYTIaTe s CTAHOBUTCS TIOTBITKA Pa300paThCsl B TOYHBIX XaPAKTEPUCTUKAX M CBOMCTBAX MPOAYKTa
Ha pbIHKe. JIMUHbIe LIesH, MpeAblayas UCTOpus OTpeOIeHrsT U KOHTEKCTyaIbHble (DAKTOPBI OTHO-
CATCA K HCCYIIECTBEHHBIM M OTXOOAT Ha BTOpOfI IJIaH.

CornacHo Gosiee MO3AHUM KCCIIEIOBAaHUSAM Ipoliecca (hOPMUPOBAHUS PEILIEHHM, YelIOBeK
ACJACT BbIBOIbI HA OCHOBE IPEABIAYIIEIO OIbITa U TEX O)I(I/I)laHI/II;'I, KOTOPBIC Y HET'O UMCIOTCA OTHO-
CHUTEJIHO paccMaTpUBaEMBbIX IPOAYKTOB. B 3TOM 11aHe Moziesib IPUHATHS PELIeHNI HA OCHOBE KOH-
TEKCTa KaxeTcst Oosiee KM3HeCIOCOOHOM, YeM IpeblayIye MOAEIU U CTPaTeruul.

KoHTekcryanbHass MOJEIb COCTOMT U3 TPEX OCHOBHBIX OJIOKOB: METO/Ia MHIYKIIMH, OpPUTBBI
Okkama u bariecoBCKOro BuIBOIA.

MeToa nHAYKIIUA

WNuaykims — 970 Jlorudeckoe noHsATre. OHO 03HaUYaeT yMO3aK/II0UEeHHe, CBA3aHHOE CO CIIOCO0-
HOCTBIO JIIOZIE BBIBOAUTH OO MPUHIIAIT HA OCHOBE HAOMIONCHHUS 32 KOHKPETHBIMU (DaKTaMHu.

IIpumep

Kommnannu «Pomarika», «JIloTuk» 1 «OnyBaHUUK» BHIOMPAIOT MIOCTABIINKA,
PYKOBOJCTBYSICh €MHCTBEHHBIM KPUTEPUEM — HU3KOWU IIeHOU. BeposiTHO, uTO
BCE TIOTEHIMAJIbHbIE KJIMEeHTHl YUUTBHIBAIOT HU3KYIO IIEHY MPeJIOKEHHs, BHIOMpast
HOBOI'O ITOCTaBIIYKA.

Jlionu et Mup Ha OTJesbHbIe OOBEKThI U MBITAIOTCS MOHATh B3aUMOJENUCTBIE, KOTOPOE Mpo-
UCXOIUT MEXAY 3TUMU 0ObeKTaMU. 1l 9TUX 1ie/1ell OHM MPUMEHSIOT Pa3jIMyuHble MOAXObI U LIEH-
HOCTH, YTOObI OOBSCHUTb 9TU B3aUMOJIEHUCTBUs. MeTol MHAYKIMH [TOMOraeT ONpeaeuTh Haubosee
3HAUMMble COOBITH S, KOTOPBIE MTPOMCXOAAT BOKPYT Hac. Eciu Obl mokynaTensiM Obuio Oe3pasinyHo,
KaKMe TOBaphl JIy4llle IPyrux, TO y HUX OTCYTCTBOBaJIA Obl BO3MOKHOCTb BHIOPATh «JIy4IlIMi» TOBAP,
KaK U BO3MOHOCTb YUMThCSI B IPOLIECCE MTOKYIOK.

He npezncrasisiercst BOSMOXHBIM MPOCIIEIUTh POUCXOkKIeHHE (heHOMEHA MH/IYKIIMHU, OJHAKO
OYEBU/IHO, YTO 3Ta CHOCOOHOCTD IMOSIBMJIACh HA PAHHUX 3Tamax pa3BUTUsA yesoBeka. [lo cux mop
OHA UrpaeT BaXHYIO poib B 0OYYEHHHU, MBIILJIEHUM M IPUHATUM pelleHuil. IHAyKTUBHBII TOIX0/
HEeOoOXO0/IUM YeJIOBEKY, YTOObI M3BJIEKaTh OOIIIME 3HAHUS O CTPYKTYPE U (DYHKLMSX OKPYKAIOIUX €ro
Bellleil U3 pa3po3HEHHBIX JaHHbIX. Hanpumep, JeTsaM A0CTaTOYHO MOKa3aTh BCETO HECKOJbKO IpPH-
MEpOB, YTOObI OHU YCBOWJIM 3HAYE€HHE OIPE/IEICHHBIX CJIOB.

OpHa U3 KJTI0YEBBIX 0COOEHHOCTEN MHIYKTUBHOTO MOAX0/1a — B TOM, UTO JIIOAU MOTYT YYUThCS
ere ObICTpee, CIM OHU KOMOUHUPYIOT COOCTBEHHBIN OITBIT C ONBITOM JPYTUX JiIofiel. Mbl yurmcs
HE TOJIbKO MCKJIIOYMTENIBHO Ha OCHOBE HAOJIOJICHUH 3a TEeM, YTO JISJIAIOT JPYTHUe JIIOAU, HO U 32 TeM,
4ero JApyrue JoIu He AenaoT. TakuM 00pa3oM, MoBejIeHHe MOTpeOuTes el MOXKET 3aBUCETh OT CKPbI-
THIX QJIbTEPHATHB, KOTOPBIE OHU He BHIOpasv. IHAYKTHBHBII METO]I IO3BOJISIET N30eraTh HeraTUBHBIX
ACIIeKTOB TMOKYITKU 0€3 HeMOCPEICTBEHHOTO ONbITa MOTPEeOUTEIS.

bpurBa Okkama
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«He crnemyer yMHOXAaTh CYIIHOCTH CBEpPX HEOOXOAMMOCTW». Ilocie mosiBieHus 3TOro NmpuH-
LMIa aHIJIMKACKOTO Teosyiora YusibsiMa OKKaMa MpoIio ceMb BEKOB, a OH MO-TIPEKHEMY COXpaHseT
CBOIO aKTyaJIbHOCTb. OCHOBHOM IMOCHLTT IPUHIIATIA MOKHO BBIPA3UTh MPOCTHIMU CJIOBAMU: HET HEOO-
XOIVMOCTH MPHOEraTh K CJIOKHBIM OOBSICHEHUSIM TaM, TJie JIOCTATOYHO IMPOCTOrO, M OHO HEe MeHee
TOYHOE.

IIpumep

HakanyHe mbl mpoBenu BCTpedyy C KJIMEHTOM M IMOCUUTAIM €€ YAayHOH,
IOCKOJIbKY HOTGHLH/I&JII)HI)IIZ MOKYyIIaTCJIb Ha BCEM €€ IIPOTAKCHHU IIPOABJISII
BOCTOPKEHHYIO peakiuio. Yepes ieHb 3BOHUM BUEpaIIHEMY COOECeHUKY, YTOObI
MOJIYYHThH o6paTHy10 CBA3b, HO KJIIMEHT HE OTBE€YACT HA 3BOHOK M HE YUTACT
COOOILIEHUsI B MECCEHIKepaX. BbhIpHCOBBIBAIOTCS ABE BEPCUU PA3BUTUSI COOBITHIA:

1. IloTeHuMaNBHBIA MOKYIATENb IOKAa HE TOTOB [aTh KOHKPETHBIA OTBET
U HE XelaeT BcelATh B Hac Hajzexny. OH paccMaTpuBaeT allbTEpHATHBHBIE
BapUAHTBHL.

2. Hamero cob6eceqnuka noxutui HJIO, u ero 3akoumiv B KOCMHUYECKYIO
TIOPbMY. ¥ HETro NOoNpocTy (PU3NYECKU OTCYTCTBYET BO3MOKHOCTD CBA3AThCS C HAMU
Y COOOIIUTH O CITyYMBIIEMCSI.

CormnacHo npuHUmMIy OpuTBEl OKKaMa, BTOPOW BAPUAHT KAKETCs CIMIIKOM CJIOKHBIM, TpeOyeT
MHOXeCTBa 00bsiCHeHUIA. [lepBast BepcHs BBIIVIAUT HAMHOI'O JIOTUYHEE U MPaBJONoOJ00HEee.

KpOMC TOI'O, TOT IMMPUHIUIT 3AHUMACT LICHTPAJIbBHOEC MECTO B CaMUX IPOLIECCAX MBIINIJICHUA
YECJIOBCKA. HpOCJ'IC)KI/IBaCTC}I npAMad aHajiorus ¢ HaYKOfI. Yuennle HIIYT IIPOCTOC 0OBSICHEHNE KaK
MOZKHO 6OJII>H_ICMy KOJIMYECTBY Ha6ﬂlo,[1€HHfI. Tak xe MOCTYNAKT U JIIOAU, KOTOPbIE HC UMECIOT HUYET O
06]].[61"0 C HayKOﬁ. OHu nBITalOTCS HAUTH IMpoCTOC 00bsCHEHNE 3aKkoHaM Bceenennon. B utore Haiie
NNOHUMaHUE MUpPa NPEACTABIIACT co0OH OYEHb YIIPOLIEHHOE €I'o IMPEACTABJICHUC.

IToTeHimanbpHbIC MOKYyIIaTeJIn JEMOHCTPUPYIOT CXOXKEC IMOBEACHHUE, KOrla pPCUHIaloT, KaKou
U3 ITPOAYKTOB COOTBETCTBYET UX HOTpe6HOCT}IM " UHTEpECaM.

IIpumep

Komnanusi mnpomaer HOyTOykW. MeHemkep TMOAPOOHO paccKas3biBaeT
MOCETUTENTI0 O KaxIoh Moaenu. TOT BHUMATENbHO CJIYIIAET, HO YXOIUT
06e3 TmMOKynku. MeHekep HaYMHAeT Tajarh, B 4YeM MpUYMHA TOTO, YTO
npoJaxka He COCTosulach. BO3MOXHO, OH HeyOeqWTEeNbHO pacCKasblBasl, WA
HEJIOCTaTOYHO TOAPOOHO AOHOCHJ MaTepuas, WM BOBCE HE IOMajl B LIEHOBbIE
oxuganuss codeceqHruka. OQHAKO OTBET JIGKHUT Ha TIOBEPXHOCTH — MEHEIKep
HE BBISICHIJI IOTPEOHOCTH MOTEHITMAIBLHOTO TIOKYTIATeNsl, KOTOPHIA UCKal HOYTOYK
B METAJUIMYECKOM KOpITyce. A ero He 0Ka3ajaoch Cpe/iv MpeICTaBIeHHbIX.

Takum 06pazom, mpuHIMI OpuTBH OKKaMa MOKHO IIPOEIPOBATh Ha MIOBEIEHHE MOTEHIHATb-
HBIX TIOKyTaTesiel. [TockobKy camblil TPOCTOM BHIOOD JIJIST IOCTHKEHUS CYObEeKTUBHOM 11eJTN ITOTPe-
outesns u OyIeT HAMTYYIIIM.

BajliecoBcKHii BbIBOJ

ABTOp cnenyioriero noaxona — marematuk u teosior X VIII Beka Tomac Baitec. Cnegyer otme-
THTh, YTO MHOTHE (PyHIaMEHTaIbHbIE 3HAHUSI HEe OOECIIEHUBAIOTCS U MPUMEHUMBI K COBPEMEHHBIM
peamusiM. [lupokyio m3BecTHOCTh Baiiec momyunin Omaromapss (hopMyTMpPOBKE TEOPEMbI, KOTOpast
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Obl1a Ha3BaHa ero nveHeM. OCHOBHaAs ujes TeopeMbl baiieca cCOCTOUT B Clie/IyIomeM: 9TOObI TOJTy-
YUTh OOJBIIYI0 TOYHOCTh OIICHKH BEPOSTHOCTH TOTO UJIM MHOTO COOBITHSI, HEOOXOIUMO IMPHUHUMATD
B pacueT JOMNOJIHUTEIbHBIE JaHHble. CTapoe 3HaHWe B COBOKYIMHOCTU C HOBOW MH(OpMalIUen naeT
6osiee TOUHOE 3HAHME.

Bce mbI ucnonb3yeM 3HaHMSA (OIBIT U BOCHIOMUHAHUS), KOTOpbIE C(POPMHUPOBAIMCH B TEUEHHE
Bcel ku3HU. K 3ToMy HaOopy J00aBIIAIOTCS HOBbIE IaHHbIE, TOTyUYeHHbIE O1arogapsi HalliM OpraHam
YYBCTB (3pEHUE, CIIyX, OCA3aHUE, BKYC U T. [1.). OHM IOMOTAIOT ONpee/ATh BEPOSATHOCTb IIOBCEIHEB-
HBIX COOBITUI U YIPABJSTH KU3HBIO B IIEJIOM.

IIpumep

Bo 1o Bpems, korma Mbl paboTaem B oduce, Ham TenedoH OOBIYHO
JeXUT Ha paboyeM CTose, a KOrJa HAaXOOMMCs JOMa, TO 3apspkaeM cMapTdoH
Ha IIPUBLIYHOM MECTE. B OIUH U3 ,HHCﬁ Mbl Y)KMHAEM JOMa Ha KYXHE€ W CJIBIIIINM
3BOHOK TesiepoHa. CortacHO HOBOW MH(POpMALIMK, KOTOPYIO MbI IOJTyUMJIN (3BOHOK
cMapTdoHa), OH MOXKET HAXOAUThCS B JIIOOOM MecTe KBapTuphl. TeM He MeHee,
MBI IIPSIMUKOM UJIEM K TOMY MECTY, PSIZIOM C KOTOPBHIM HAXOIUTCs yI00HAs PO3ETKA.
Tyna 0ObIYHO MOJKITIOUAEM 3apsIIHbINA KaOelb.

B 31001 cutyatum Ml 00bEAMHIIN CBOU MPEAbIIYILUE 3HaHUsA O TesiepOHe (OH OOBIYHO JIEKUT
b0 Ha ctosie B oduce, MO0 MOAKIIOYEH K 3apsAAHOMY YCTPOMCTBY JIOMa) C HOBBIMM JITaHHBIMU
(JIEXUT re-TO B KBApTHpE), YTOOBI TOUHO OMPENeSIUTh ero Mecrornonoxenue. Eciu tenedoH He noa-
KJIIOYEH K 3apsiIHOMY YCTPOWCTBY, TO MbI UCIIOJIb3yeEM CBOM IPEABAPUTESIbHBIE 3HAHUSA O TOM, I/e
MOIIA paHee OCTaBUTh Tesie(hOH, YTOOBI CY3UTh 00NACTh MOMCKA. MBI IO YMOTYAHUIO UTHOPUPYEM
OOJIBIIIMHCTBO MECT B JJOME (XOJIOAWIBHUK, rapAepod, SIUK B CTOJE) KaKk KpailHe MaJlOBepOsITHbIE
U cocpefoTaunBaeMcs Ha 0ojiee BEpOsATHBIX MECTax, [OKa B KOHIIE KOHIIOB HE HaXOAUM CMapTQOH.

B cepe nponak yem mmpe BHIOOP TOBAPOB M YCIIYT, NMPECTABIEHHBIX HA PbIHKE, TEM BbILLE
HeornpeeJeHHOCTh Nokynaressa. CornacHo 6aileCOBCKOMY IMOAXOMY, MOTpeOuTeNb, BbIOMpas Mpo-
AYKT, TOJaraeTcsi Ha CBOI0 BHYTPEHHIOI MOjE/b MHUpA: 3HAHWSA, ONbIT, oulylleHus. Ham mosr
YCTPOEH TaKUM 00pa3oM, YTO €CJIHM OH MbITAETCS CMOJEIMPOBATh U3MEHEHHE OKPYKAIOLEro MUpa
B OydyllleM, TO ONMPAETCs UMEHHO Ha BHYTPEHHIO MOJEb MUpa. UTOObI MOHATh, KaK U3MEHUTCS
MUP, BaKHO IMOHUMATh, YTO COOOW MpEJCTaBIseT MUP B JaHHBII MOMEHT BpeMeHu. Takum oOpa-
30M, CTAJIKUBAsSICh C HOBBIM KOHTEKCTOM, IOKYIIaTelb CPABHUBAET, KAK HOBBII KOHTEKCT COOTHOCUTCS
C TEKYILLIMMHU €ro MpeCcTaBIeHUSAMHU.

[IpumeHsst 0GaileCOBCKYI0 TEPMUHOJIOTUIO, MOTPeOUTENb U3MEpsieT BEPOSTHOCTb JAaHHBIX
Ha OCHOBE CBOe# rumnoTe3bl. Eciv JaHHbIE O cCUTYalluK He COOTBETCTBYIOT €10 OXKMIaHUsM (TUIOTE3E),
BO3HMKAET HEOIPE/IENICHHOCTh, U YeJIOBEK JI0JKEH OOHOBUThH CBOI0 BHYTPEHHIOI Mojiesib. Briocnen-
CTBUM 3TO OOHOBJICHUE NIPUBOIUT K OOHOBJIEHUIO MOJE/IM KOHTEKCTa B 11€JI0M. DTO Ha3biBaeTcs baii-
€COBCKMM BBIBOJIOM — KOI']a HA OCHOBE MOJIyYeHus1 HOBOW MH(OpMaIy OOHOBIISIETCSl pacrperesie-
HUE BEPOSITHOCTEI BHYTPEHHEN MOIeu.

CormnacHo 6aﬁeCOBCKOMy noaxony, Joau UCHOJb3YIOT MPEABAPUTEIIbHBIC 3HAHUA IOJIA OIIpe-
ACJICHUS BEPOATHOCTU COOTBETCTBYIOLICTO coObITUs. balecoBckuit noaxog — 3TO pCaJII/ICTI/I‘IHHﬁ
n ILI/IHaMI/I‘IHHﬁ HWHCTPYMCHT, KOTOprfI IIOMOTI'a€T IIOHATH HOTpC6I/ITeJ'IbCKOC INOBE€ACHUE U MEXAHU3MbI
06y‘~ICHI/I${ B paMKax 9TOro noBEICHUS. Koma TMOKYIIATCJIN CTAJIKHUBAIOTCA C HOBOH I/IHCpOpMaI_II/ICI‘/)I,
OHHU OOJIKHBI €€ aKTHMBHO Hepepa60TaTb Ha OCHOBEC IIPEKHUX Y6C)KHCHHﬁ 1 HOBBIX JAaHHBIX, YTOOBI
JIy4d1um o6pa30M HCIIOJIB30BaTh €€ AJIdd JOCTHKEHU A ueneﬁ. 1ot [UKJI TPOAOJIKACTCA 6CCKOHC‘IHO,
IMOCKOJIbKY JIIOAU ITOCTOAHHO OOHOBJISIIOT CBOU Y66)KI[CHI/IH.

28



B. E. IllepkynoB. «Cymneprepoii mponax XXI Beka. MeTon MHTEpBbIO — €ro He3aMeHUMBbIN HaBbIK. HacTonbHas kHura B
KQKI0M OT/IeJIe TTPOIaK»

BaitecoBckuil Moaxo[ UMeeT OYeHb BAKHYI0 OTIMYUTENBHYI0 OCOOEHHOCTh NPU NPHHSATUH
pereHus 4yeaoBeKoM. TOUHOCTh CYKI€HUI 3aBUCUT HE TOJIBKO OT TOTO, HACKOJIBKO TOYHO MbI YIIPaB-
nsieM uH(pOpMaIMel B OKpYysKalollei cpejie, HO U OT TOro, HACKOJIBKO XOPOIIo UH(pOpPMAIUsl COOT-
BETCTBYET MPEIbIIYIIEMY ONBITY W 3HAHUSIM. DTO BAaXHBIA MOMEHT, MIOTOMY UYTO TPAAWIOHHBIE
Y TIOBEJICHYECKHE SKOHOMUUYECKHE MOJIENN TIOUTH HUYETro He TOBOPSAT O MPEAbIAYIIUX yOeKICHUSIX
TIOKYTIaTesIsl ¥ MPEATIONaraioT, YTo MOKYNaTe/lb pacCyXAaeT Jornuecku. Tem He MeHee, OH MbITaeTcs
TMIOHATh KOHTEKCT, OCHOBBIBASICH HA CBOMX IMPEAbIAYIIUX YOSKICHUSAX U OKUIAHUSAX OTHOCHUTEIIBHO
3HAUUMOCTH OYIYIIMX COOBITUI.

Hecmotps Ha To, 4TO MHOTHE JTIOMU UCTIONB3YIOT BaiiecoBCKMIA BBHIBOI, MHOTJA OH JIaeT cOOM
U He padoTaeT JOKHBIM 00pa3om. IIpiunHa KpoeTcsi B «IPOKJISATUN Pa3MEPHOCTH»: YeM OOJIblIle
nH(pOPMaIMK U U3MEPEHHUI UMeeT cpefia, TeM OOoJbllle KOMOMHAIMIA MOKYTIaTelb I0JKEH U3YYUTh.
D70 fAenaeT MPUHATHE PElIeHUs MOKYIaTeJIeM HEMOMEPHO «IOPOTOCTOSIIIUM»: eMy HEOOXOIUMO
MNOTPaTuTh MHOIO BPEMEHU, CUJI U DHECPIUHU, YTOOBI MMpOaHAIN3NPOBATh U YCBOUTDH I/IH(I)OpMaHI/Ho.
HpOBG}leHHHC HCCIICAOBAHNUA JOKA3bIBAIOT, YTO YECJIOBEK INMPUHUMACT XYAIIWC PCIICHUSA U OOJIBbIIIE
Pa30vapoBbIBAETCSl B HUX, KOTAA CTAJIKMBAETCs C IMIMPOKMM BBIOOPOM kejaeMoro mponpykra. Kak
ncas IpecTaBuTeNb (PUI0COpUH SK3UCTEHIIMATN3MA, «BBIOOP JIeNIaeT YeJIOBEKa HECUACTHBIMY.

IIpumep

Msbl pemmin  nipuoOpectd mbliecoc. OTKpbIBaéM HMHTEPHET-CTPAHUUKY
CMEIMATM3MPOBAHHOTO MarasMHa U YOUBISEMCS IIMPOKOMY Pa3HOOOPA3HIo
BapuaHToB 13 200 mozneneii. Beuep nepecraer ObITh TOMHBIM, a MOKYIIKA JeBaica
nepecTaeT Kas3aTbCsl CHMIOMMHYTHOM 3agadeid. BbIOOp yCNOXHsETCS HaauuueM
Pa3HBIX HAOOPOB XapaKTEPUCTHUK: MO TUIY KOHCTPYKIMH, BUIY MbLIECOOPHHKA,
criocoda yOopku U T. A. YToOBl HE TPaTUTh BpeMsl (KauyeCTBEHHYI0 YOOPKY HYXKHO
OBbLJIO TIPOBECTH el1le BYepa), Mbl OTPAHUYMBAEMCSI BLIOOPOM U3 3—5 IITYK.

Takum o6pa30M, HOTpe6I/ITCJ'II/I HpI/I6J'II/ISI/ITeJ'IbHO OLCHUBAIOT HanOosnee CYHICCTBCHHBIC XapaK-
TEPUCTUKN Opr)KaIOLHCfI Cpebl, a 3aTEM COOTHOCAT JAHHBIC CO CBOEN MHpOBO33pCH‘~ICCKOfI MOIEJIBIO
B cooTBeTCcTBMU ¢ baliecoBckum BBIBOIOM.

WunykTuBHBIA BeIBOA, OprTBa OKKaMa 1 baiiecoOBCKMiA BBIBOJ IEMOHCTPUPYIOT IMHAMUKY B3a-
MMOOTHOILIEHUH YeJIOBEKa C OKPY KAloLEel CpeIoi U ABJISIIOTCS TPEMs CTPOMTENIbHBIMU OJIOKaMU KOH-
TEKCTyaJIbHON MOJE U MPUHATHA perieHuid. COOTBETCTBEHHO, OHM YKa3bIBAIOT Ha TO, YTO KOHLIECTILIMS
OCMBIC/IEHHOCTH — CaMblil CUJIBHBIN CTUMYJT OTPEOUTENBCKOTO BBIOOpA.
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Crtparerun npuHSITHS PelIeHAN B KOHTEKCTYAJbHON MO/1eJH

BBI/I)Iy BO3paCTaIOIHCfI KOHKYPEHIIMH KOMITAHUH CTPEMATCA BBIACIMTHCA U BBOOAT AJIA OICA-
HUS1 CBOETO NPOAYKTAa TEPMHUHbI, XapaKTEPUCTUKH, cpepbl pUMeHeHus U T. 1. VX npenioxenus,
MIPE/ICTaBJICHHBIE Ha PBIHKE, COAEPKAT HAMHOTO O0JIbIIie MH(MOPMAIIUH, YeM 3TO TpedyeTcst HoTpeOu-
TEJIO, YTOOBI IPUHSTH pellieHue O MOKyNKe. Mo3r BhHYXIEH MPUMEHATh 3(P(HEKTUBHYIO CTPATETHIO,
YTOOBI COCPEOTOUNTHCS TOJBKO HA 3HAUMMON nH(popMarmy. KoHTekcTyabHast MOIENb Mpejioa-
raeT JBe CTPATerny NPUHSATHUS PELLICHUN.

Crparerus cxoacrtsa (SIMilarity-Strategy, SIMS)

370 cTparerus, Mpyu KOTOPoi OONBITMHCTBO PELIeHH MOKYaTe sl OCHOBAHbI HA IPE/IIECTBY-
IOLUX TPEJCTABIEHUSAX O POJIM MPOAYKTA, CHELM(PUYHOrO ISl peasbHON KU3HEHHOM CUTYalUH,
C KOTOpOi OH cTajKkuBaetrcs. [ToCKOIbKY yOeKIeHUsI CTPOSITCSL Ha TPEbIIYIeM OIbITe, TIOKyIa-
TeJIb yXKe 3HaeT 0 HanOoJiee BEPOSITHBIX MOCNIENCTBUAX CBOUX JeicTBUil. [109TOMY He TpaTuT BpeMs
Ha pa3pa0OTKy HeMpeABUAEHHBIX OOCTOSITENIBCTB IS TOTO, YTO, UCXO/SI U3 €T0 MPEbIIYIIEro OmbiTa,
BpSJ1 JIU IPOU30MIET.

«YTo0 eme ecTh B MHpe»

(What-is-Out-there-in-the-World-Strategy, WOWS)

CoracHoO 3TOi CTpaTervu, eciiv yOexaeH!s OKyIaTelisi He IPUMEHUMbI K KOHKPETHOM K3~
HEHHOH CHTyaluH, eMy TpeOyercss X OOHOBHUTh. IloTpeOuTtens co3gaer Mojennb, OOHOBIISISI CBOM
npexHUe yOexkJeHHs HA OCHOBE TEKYINEro KOHTEKCTa, U MBITAeTCsl HAWTU OaJlaHC MEky Heorpe/e-
JICHHOCTBIO U ITPEABIAYIINUM OITBITOM.

B noBceiHeBHOM KU3HU MOKYNaTeau ucnoib3yioT SIMS, notoMy 4To y HMX HaKOIUIEH OIpe-
JeJEeHHBIN OnbIT. YeJoBeK 10CTaTOUHO KOHCEPBATUBEH, BCIIEICTBUE STOTO C(hOPMUPOBAHHBIE YOEIK-
JEHWST U3MEHUTh He TaK MpOcTO. Bolbliylo 4acTh penieHuid noTpeduTe I MpUHUMAIOT, HAXOISCh
B 3HAaKOMOM U TOBTOpsonieMcsi KoHTeKkcTe. OJIHAaKo, KOrja MpeBapuTeIbHbIe 3HAHUS O KOHTEK-
CTe MUHUMAaJIbHBI WA OTPAHUYEHBI, JTy4Illee, YTO MOXKET C/IeJIaTh YeJIOBEK, — 9TO BHICTPOUTH HOBYIO
MHTEPIPETAIMIO CBOWCTB KOHTEKCTA M MPHUHATH PElleHHe Ha OCHOBE OOHOBJIEHHON MH(OpMAIIUH.
Jpyriumu cioBamu, motpedutesb 00braHO nprMeHsieT WOWS B HOBOM KOHTEKCTE.

IIpumep

KpynHslii feesionep exekBapTaabHO CTPOUT U BBIBOAUT HA PHIHOK OOJIBIIIOE
KOJIMYECTBO SKWJIbIX KOMILIEKCOB. Bce oHu kiacca komdopt. Mapkertosnor ajs
KaXJO0ro KOMIUIEKCA 3aKa3bIBaeT JIEHAMHT y npoBepeHHoil digital-ctynuu. Koraa
IIPOEKT JOMa I'OTOB U IMOJYYEHO pa3pelleHUe Ha CTPOUTEIbCTBO, OH BCIOMUHAET,
YTO HYKHO CBSI3aThCSl CO CTyIWEW M OTIPAaBUTb HEOOXOAMMBIE MaTepuasibl Uit
CO3/IaHUS caillTa. DTa MbICJIb AKTUBUPYET KOHTEKCTYaJbHYI0 MOJENIb «CAUT sl
HOBOT'O KMJIOTO KOMIUIEKCa», KOTOpasi COCTOMT U3 MPeIeCTBYOIUX YOS AeHUIA
U OXUAAHUK OTHOCUTEJBHO HOBOro mnpoekTa. [IpexmectByionme yoexaeHus
noOyXJal0T MapKeTOJIOra BBHIIIOJTHUTh KOHKPETHOE JEWCTBUE — B HAILlEM Cllyvae
3aKka3arh calT. OH CBA3BIBAETCA CO CBOMM MEHEAXKEPOM M IIPOCUT OLEHUTh
npoekT. Eciu mpexHue yOekIeHUs COOTBETCTBYIOT OKHMIAHUIO OTHOCHUTETIBHO
KOMMEPYECKOTO MpeAIokKeHHs (IUTI0C-MUHYC BBIXOJUT aHAJOTMYHAs CyMMa, Kak
3a TMpeIblOyIluil MPOEKT), MPOIEeCC OOHOBJIEHHS] NPUBOAUT K MOCIELYIOHIEMY
yOekJIeHUI0, KOTOpOEe COBIAJAeT C MpedblayluM. B 3ToMm ciydyae MapkeTosor
npumMensier crpareruio SIMS.
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[IpeacraBuM, YTO MPUBBIYHBINA X0 COOBITHI MeHsieTcs. JleBesornep permi
nonpoOoBaTh ceOsi B HOBOM CErMEHTE M BBIBECTH Ha PBIHOK XUJIbE MPEMHYM-
KJlacca. MapKeTosior MOHMMAeT, YTO TEKYIIUH MOAPSAYMK He OONagaeT TaKuMHu
KOMIIETEHLIMSIMU, 4 PUCKOBaTh KAue€CTBOM M CPOKAMH 3aCTPOHMILMK HE HAMEPEH.
B 37101 cutyanum yoesk ieHr st MapKeToJIora OOHOBJISIIOTCS M CTAHOBSITCS] OTJIMYHBIMU
OT IpeabLIyIHX. EMy Hy’KHO HAWTH CTYIMU, KOTOPbIE CIIEUATU3UPYIOTCS HA IOMAX
MpeMUyM-KJlacca, U C OAHOM W3 HMX Moamucath JoroBop. Korma Ha peiHKe
CYIIECTBYET JOCTATOYHO OOJNbIIas pa3HUIA MEXKAY OKMIAHUSMHU U PEAbHOCTHIO,
MOKyTarteab ucnonb3yer crparermio WOWS u OOHOB/ISIET CBOM TIpe/bIAYIIHe
yoexnenus. He MCKIIIOUEHO, YTO OMBIT padOThl C HOBBIM MOAPSITYUKOM OKaXKEeTCs
OTPUIIATENIBHBIM [JIsI IOTpeOUTeNs.

Crout YIIOMAHYTB O TPEX TUITMYHBIX KOTHUTUBHBIX UCKAKCHUAX BI)I60pa, OCHOBAHHBIX Ha KOH-
TEKCTYaJIbHON MOJEJIN:

3akpenJieHne

3akperieHle JeMOHCTPUPYET, KaK IMOKYyNaresib MbITaeTcsi cOAJaHCHMPOBaTh Ipedblayllue
yOekAeHUsI U CBeXYyI0 MH(POPMAIHIO, KOTOpas MOsIBUJIACh B HOBOM KOHTeKcTe. D deKT 3akperie-
HUS1 — 9TO KOTHUTUBHBIN MEPEKOC, KOTOPBII ONKCHIBAET OOIIYIO YeJIOBEUECKYIO TEHAEHIIMIO CITUIIKOM
CWJIBHO I0J1araThCsl Ha EPBYIO YaCTh NIPEAJIaraéMoi KOHTEKCTYaIbHOM MH(OPMALMHU («SKOPb») IPpU
MPUHATUY pelieHnid. Kak TOBKO «SKOpb» YCTaHOBJIEH, YEJIOBEK IIPUHUMAET MOC/IEAYIOIINE pellie-
HUS, 1071arasich Ha MH(OPMAIMIO, KOTOPasi HAXOAUTCSI BOKPYT «SIKOPSI».

IIpumep

Kommnanus mianupyer 0OHOBUTH CBOW CalT U MPOBOJUT CPe3 PbIHKA, YTOOBI
BBIOpaTh camblil ONTUMAaJbHBIA BapuaHT. [lepBas 1eHa 3a pa3pabOTKy caiita,
MpeJIoKEHHAs] OJHUM M3 KPEaTHBHBIX areHTCTB, YCTAHABIMBAeT CTAHIAPT Uil
OCTAJIBHBIX MePeroBopoB. LIeHbl HUke HauaIbHOM IIEeHbl KaXyTcs OoJiee pa3yMHBIMHU,
Jaxke eclid OHM BCE ellle BhIllle, YeM Ha CaMOM JieJie CTOUT pa3padoTKa caiita
Ha pBIHKE.

¢ dekr (peiiMunra

OH BO3HMKaeT, Korja NpUHATHE PEIeHUH JII0AbMH CUCTEMAaTUYECKH 3aBUCUT OT TOTO, KaK UM
NPEICTABIIIN pe3yJbTaT ux BeiOopa. D dekT ppeiiMuHra uaetT Bpaspe3 ¢ MPUHILMIIOM TPaJUIHOH-
HOH MOJIEJIM S5KOHOMMKHM, COITIACHO KOTOPOMY JIOTUYECKM SKBHUBAJIEHTHBIE OMMUCAHUSA JOJKHBI IIPU-
BOJUTH K UAEHTUYHBIM PEILEHUSIM.

IIpumep

lopbkuii TIOKOSIAT MOKHO OMKCATh MO-Pa3HOMY — Kak coaepxammid 85%
Kakao M HAoOOpOT — coctosammii U3 15% noOaBok. XOTs STH ABa OIMHMCAHUS
JIOTMYECKH SKBUBAJEHTHBHI (OMMCHIBAIOT OOWH M TOT K€ BHJ IIOKOJaAa), OHU
HEe SBJSIOTCS «WH(OPMAIIMOHHBIM SKBUBAJIEHTOM». [Ipon3BOaUTENh, KOTOPBIM
peKJaMHpyeT CBOM IIOKONaJ Kak Ha 85% coCTOSIMN W3 Kakao, JIOHOCHT
10 KJIMEHTOB HECKOJIBKO WMHOE COOOIICHWE, YeM ero KOHKYPEHT, KOTOPBII
peKJIaMupyeT MMOKOoJIa 1 Kak COCTOSIIMIA Ha 15% u3 100aBOK. 3asiBIIsis, YTO IIOKOJA]]
coctouT Ha 85% W13 Kakao, MPOU3BOIUTENb MBITAETCS IOMUYEPKHYTh TOJIOKUTETBHYIO
0COOEHHOCTh TIpofayKTa. Ty, KOTOpYI TOKyIaTesb, MPeArooKUTEIbHO, XO4eT
MaKCUMU3HPOBaTh. TakKMM 00pa3oM, MPOU3BOIUTENb JeIaeT aKIeHT Ha TOM, UTO
OH OCBEIOMJIEH O KEeJIAHWW KJIMEHTA U TIBITAETCsl YAOBJIETBOPHUTH 3Ty MOTPEOHOCTb.
Jlpyroii mpou3BOaUTENb, KOTOPHIM PEKJIAMHUPYET IIOKOJA] CBOEro MPOU3BOICTBA

31



B. E. IllepkynoB. «Cymneprepoii mponax XXI Beka. MeTon MHTEpBbIO — €ro He3aMeHUMBbIN HaBbIK. HacTonbHas kHura B
KQKI0M OT/IeJIe TTPOIaK»

C conepxkaHueM 100aBOK 15%, TMOTYEpKUBAeT OTPULIATETIHHYI0 OCOOSHHOCTD,
KOCBCHHO CUTHAJIU3UPYA 00 OTCYTCTBUHA 3a00THI O JKEJTAHUAX CBOUX KJIMEHTOB.

¢ ekt npumanku (3 PekT npursaKeHus, 3p ekt acCHMMETPUIHOTO JOMUHUPO-
BaHHUSsI)

ITO SBJIEHNUE, IIPU KOTOPOM IOKYINATEs b CKJIOHSAETCS U3MEHUTh CBOE INPENNOUYTEHUE MEXKIY
ABYMsl BapUaHTaMU: LIEJIEBBIM M KOHKYPEHTHBIM, KOI[a IPEAJaracrcsi TPeTMHd BapUaHT («IIpu-
MaHKa»). [IpumaHka JelicTByeT aCUMMETPUYHO, IIOTOMY UYTO YCTYIAeT BO BCEX OTHOLLEHUSX OJHOMY
BapUaHTy (HalpuMep, LEJIEBOMY) U IPEBOCXOAMT APYIOi BapUaHT (HAIIpUuMep, KOHKYPEHTHBIN).

IIpumep

[ToTeH1MaNbHBIN MOKYyNATENb MPULIET B Mara3uH TEXHUKH, YTOObI BHIOPATh
teneBu3op. Tam mpexcraBieHo jaBa BapuaHTta: OpeHn A (ueHa — 50 000 p,
pa3mep auaroHand 55 moiiMoB) u Opena B (uena — 80 000 p, pasmep
AauaroHaau 75 moiMoB). HeKoTopble KIMEHTH! MPEANIOYUTAIOT OOJBILYIO TUArOHANb
Y TOTOBBI MEPETUIATUTD 3a TaKylo Mojiesib. B accoptMeHT no0aBiisieTcsl TeJeBU30p
operna C (uena — 95 000 p, pasmep auaroHanu 65 AONMOB). Y Hero cpenHee
3HAUEHUE JUAroHaJIM MEeXAy LieJIeBbIM ToBapoM (OpeHJ A) M KOHKYPHUPYIOLIUM
(Openn B), onHako 1ieHa BbIllIe, YeM y NEPBOTO U BTOPOro BapuaHta. JlobaBieHue
HOBOro OpeHja co3[JaeT BUAMMOCTb aCCOPTUMEHTAa M MOTHMBUpPYET MNOKyMartess
npuodpectu b0 Opena A, nubo Openn B, momyepkuBas MX MpeUMYyIIECTBA.
Takum o00Opa3oM, 3(Pp¢eKT NMPUMaHKK CTAHOBUTCS OJHUM M3 KOHTEKCTYaJIbHBIX
(pakTOpOB, BIUAIOUIMX HA NPUHATHE PpEILEHUI MOKyMNaTelaeM, U HCIOb3yeTcs
B MApKETUHIOBBIX CTpATErusx.

OOBSACHUTD INOBEACHUEC HOKyrIElTGJICfI, HCTIOJIb3YyA TOJIBKO TPAAWIHWOHHBIE MOICIIN IMPUHATUSA
pe].HeHPIfI, OYeHb CJI0XKHO. B HEKOTOPBIX CUTYyalIUAX HOTpC6I/ITCI[b CTAJIKMBACTCA C OHHOﬁ WJIn IByMA
HpO6HCMaMI/I. YT00BI UX HUHTEPIIPETUPOBATDH, UCITOJIb30BAHHUE «ITPOCTBIX>» IKOHOMHUYECKUX MOI[CJ'ICﬁ
OIIPpaBIaHHO. OI[HaKO, KOorja nnoKymnareJjb CTAJIKUBACTCS, KaK U B CJIy4ac C OOJIBIIMHCTBOM IIOBCEOHEB-
HBIX 3aja4, C HpO6J'ICMOI>i, KOTOpada BKJIIOYACT B ce0s1 MHOXECTBO HBMCPCHHﬁI SMOLMH, OIIbIT, HEJIN
nT. O., TO CTOUT O6paTI/ITbCH K KOHTCKCTy&I[bHOfI monenu. Eciu B paMKax KJIACCUYCCKUX MOHCHCﬁ
BOIIPOCY B3aUMOCBA3U MEKIAY HOTPC6I/ITCJ'ICM u OKPY)KaIOH_ICfI CpCILOfI HE yaejasdaeTCd BHUMAHUA, TO
pu KOHTCKCTyaJ'IbHOfI MOICIN 01<py>1<a10m1/11‘71 MOKYIIaTeJId KOHTEKCT UT'PACT IIEPBOCTECIICHHYIO POJIb.
Bwmecrte ¢ sTum TaKy10 MOJEJIb HE CTOUT pacCMAaTpUBATh KdK AJIbBTEPHATHUBY KJIIACCUYCCKUM TCOPUSAM,
a CKOpee BCETO — KaK AOMOJIHCHUE K HUM.

Ha KOHLCIITYaJIbHOM YPOBHEC KOHTCKCTYyaJIbHAAA MOACJIb IIPUHATHUA pCH_ICHI/Iﬁ COCTOUT U3 TPEX
OCHOBOIIOJIararommux OJIOKOB. HOBTOpI/IM HX BHOBb: METOA WHIAYKINWU, 6pI/ITBa Oxxkama u bariecos-
CKUH BBIBO/I. HeCMOTpﬂ Ha TO, 4YTO BCC ICPEUYUCIICHHBIC TIOHATHUA ABJIAIOTCA q)OpMaJ'IbeIMI/I HUHCTPY-
MEHTaMU U3 Pa3HbIX cq)ep, BCE€ OHU ITPUMEHUMBI [UI U3YYEHU A ITPpOHECCa IPUHATUA peH.IeHHfI 4eJ1o-
BEKOM.

HemanoBaxHbIMU 371EMEHTaMU KOHTEKCTYAJIBHOM MOIEIM ABJISAIOTCA JBe crparernu: SIMS
1 WOWS. IlepBas u3 HUX IPUMEHSAETCSA, KOTAA MOKYIATENIb CUCTEMHO ITOBTOPSIET CBOM ITyTh ITPUHS-
THUS PEIEHUH MPU YCJIOBUH, YTO HAXOAUTCS B ONMHAKOBOM KOHTEKcTe. Korga KOHTEKCT MHOU, eMy
MPUXOAUTCS MEHATH TPUBbIYHBIE BHYTpeHHME ycTaHOBKU. U1 SIMS cmensiercs WOWS.

Takum 00pa3oM, MOHMMAasi KOHTEKCT KJIMEHTa, MEHEIKep MOXKET BBICTPOMTH ONTHUMAJbHYIO
crpareruio 111 3(phpeKTUBHON KOMMYHHMKALMK ¢ HUM. YeM 3(peKkTBHEe KOMMYHMKALMS, TEM BhIIIIE
BEPOATHOCTD YCHEHTHOW MPOAAKU.
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NHTEepBHIO U IPOAANKH.
Y10 001I1Ero?

Kak mb1 BBIACHUJIN, MOKYIIATEJIb IIPUXOAUT K TOMY WJIM NHOMY PCHICHUIO O IOKYIIKE UCXOAA
N3 OKPYXKAMIIEro KOHTEKCTA. Kaxkoii xe HWHCTPYMCHT IIOMOT'A€T PACKPLITh 9TOT KOHTEKCT? DTO HUHTEP-
BBbIO.

YT1oObI IMOHATH, KaK MOXXHO HCIIOJIb30BATh METOJ MHTEPBLIO B ITPOAAKAX, O6paTI/IMCH K JIBYM
Ba’XHbIM OIIPEHCICHUAM. Onn SAPKO OTpa)KaloT HGO6XO,HI/IMYIO CYTb 9TOI'O INOHATHA.

(1) NHTepBBIO — 3TO CHOCOO YAOBIETBOPEHUSI YEJIOBEKOM CBOEH 3Ka[Ibl JIIOOOIBITCTBA
C MOMOIIIBIO IPYTOrO YesIoBeKa.

Takast MHTEpIpeTalys UHTEPBbIO KaK HEeJb3s TOUHO ONKCHIBAET HEMOCPEACTBEHHbIN XapakTep
paboThl MeHekepa Mo npojaaxaM. KoMnaHus craBUT nepej HUM BHIIOJIHUMBIN TUIaH IPoAax, o0y-
YaeT MPOIYKTY, TOKa3bIBAeT HAIIPABJICHUE, I/Ie UCKATh MOTEHIMAIbHBIX KJIMEHTOB, U MPEeJOCTaBIIseT
BCE HEOOXOIMMbIE MHCTPYMEHTHI /1Sl 3Toro. [ 1aBHas 3a1aua MeHeKepa — HavyaTh MPOSIBIIATH JTI000-
nbITCTBO. OHO BBIPAXKAETCsl B TOM, YTO OH OINPAIIMBAET NOTEHIIMAIBHBIX KJIMEHTOB M 3aJaeT JIOrHY-
HbII1 Boripoc: «Kakue 3aaum Bbl IJITaHMpYyeTe pelunTh B Onuxkaiiiiee BpeMs?» Ilocne nonyuyenus
OTBETOB MEHEI)KEP COOTHOCUT IIEHHOCTh CBOETO MPOAYKTA C HOTPEOHOCTAMU COOECEIHUKOB U UILIET
TOYKH CONPUKOCHOBEHUS.

KoneuHo, 3T0 ympomeHHass KapTHHA BBISBICHUS NOTpeOHOCTed. B peasbHON KW3HM BCE
HAMHOTO clIoXHee. Bo Bpemsi OOImIeHMSI ¢ KaXIbIM TMOTEHIMAJIbHBIM IOKYyIaTeleM Mbl 3aJaeM
HE OJJMH, 2 MHOKECTBO BOIIPOCOB, HA KOTOPbIE BaXKHO MOJYYUTh OTBETHI:

» Kakue norpeOHOCTH y KJIMeHTa?

» Kakyie MOTUBbBI UM JBUKYT?

 KakuMm Oroj15keTOM OH pacriosiaraet?

» Korna nianupyer NoKynky?

* Kakue Gapbepbl PEnATCTBYIOT MOKYITKE?
* 1 mHOTHE OpYyTUe.

[Tonyyennas nHdpopMalys MUpe paCKpbIBAET KOHTEKCT KJIMEHTA U IOMOraeT c(hopMUpOBaTh
TaKoe MpeJIoKEHUe, OT KOTOPOro TSKeJIO OTKazaThes. MHaue Hukak. Ecim, KoHeuHo, Mbl He pado-
TaeM B KoMmnaHuu-MoHonoswucre: 'aznpome, PK]I, Iloute Poccun. Tam npoBeneHue HWHTEPBBIO
W3JIUIIHE, KyIAT 1 06e3 Hero.

(2) MaTepBBIO — 0COOBII (hopMaT BepOATbHOTO B3aMMOJEHCTBY S, THULIMMPOBAHHOTO C OIpe-
IIEJICHHOM LIeJTbIO ¥ COCPEJOTOYEHHOTO HA KOHKPETHOM 00JIaCTH COIEpKaHusI C MTOCIIeYIOIIIM yCTpa-

HEHHEM IMOCTOPOHHEW MH(POPMALIUK.

Takoe 3HaYeHNME MHTEPBBIO OTIIMYHO MTpoenupyercst Ha cepy nponak. [JeficTBys cooOpa3HoO
MIPUHLIMIIAM 3TOTO ONpeJesIeH s, MEHEAKEp MPOJaxK:

* CtaBuT nepej; coOOM KOHKPETHYIO LIeJIb
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V mo0Goii pofaxu JoJKHA OBITh CBOS 11eJib. 1 peds He po BepXxHeypOBHEBYIO 3aJady — MOJ-
nHcaTh JIOTOBOP U TMOMYYUTh JEHBI'M Ha pacUeTHBIN cueT. MeHemkep 00s13aTesIbHO (pOPMUPYET 1esh
Ha KaXJOM 3Tarie npouecca npogaxu. Ilpu nBuxkeHnn ot stama K sramy oHa MeHsercs. CeromHs
LeJIb — HAUTU KOHTaKT COTPYAHMKA, KOTOPHI NMPUHUMAET PEIIEHUE O MOKYIIKE, 3aBTpa — BBIUTU
Ha HEro, Moc/Ie3aBTpa — Ha3HAYUTh BCTPEdy, a 4epe3 HeleNo — CorIacoBarbh Aoropop. O0bemMHas
1esb pa30uBaeTCsl Ha MaJICHbKUE IIary.

» OokycupyeTcsi Ha OIpeeIeHHON 00nacTu

Jliobas cpepa OuzHeca 001a1aeT OTIMUUTENIBHBIMI 0COOEHHOCTSIMUA. OHM CBSI3aHBI C IPOAYK-
TOM, 3aKOHOJATEILCTBOM, PHIHKOM U T. JI. MeHe[lkep KOHLICHTPUPYETCsI UMEHHO Ha TOM TPOJIYKTe,
KOTOPBII IPOAIAET.

* OTMeTaeT HeHYXKHYI0 UH(pOpPMaLHio

Bo Bpems 001meHrst ¢ MOTEHIMATBHBIMY KJIMEHTAMU MBI IiepepadaTbiBaeM OOJIbIIOe KOIuYe-
cTBO MH(popMatuK. YUTOObI MOITYYUTh TOJBKO MOJIE3HYIO BKUMKY, MbI HATIPABJIsSieM KJIMEHTA U (PHJTb-
TpyeM «MYyCOPHYI0» UH(POPMaLMIO, KOTOPasi HE OTHOCUTCS K JETy.

«llo cymu, ycneutHoe UHmepevio He OmJauuaenics om ycneumoﬂ I’lpOdClOfCl/t. Ona makdice uzme-
pAemcs Koauuecmeom u Kauecmeom MH&OPMCIL@I/{M, I’lO/Zyl'teHHOIZ 3a 6pems O6M4€Huﬂ C KAUCHMOM».

WHTepBbIO HE SIBISETCS HUIIEBHIM MHCTPYMEHTOM, TIOTOMY YTO M MOTYT IOJIb30BaThCst a0CO-
moTHO Bce. Ho B TO ke BpeMsi MHTEPBBIO:

1. IlpenpsiBnsieT onpeesieHHble TpeOOBaHMS K YEJIOBEKY, KOTOPBIN ero mpoBoauT. OH OkeH
o0naarh crielaibHBIMUA HaBBIKAMHM, TIO3BOJISIONIMME JOCTUYL TPeOyeMOH 11eJId B3aUMOICHCTBHSI.

2. SIBngeTcd HeOThEMIIEMOM YacThl0 MHOI'MX BHUJIOB JEJIOBOH AEATENBHOCTH. BaskHOCTH M 3HA-
YUMOCTb (DYHKIIMM MHTEPBBIOUPOBAHMUSI BAPUPYIOTCS B 3aBUCUMOCTH OT MPO(ECCUOHAIBHON POJTH.
B HEKOTOpBIX Cllydasix MHTEPBBIO — 3TO OCHOBHASI TEXHUKA U KJIIOYEBOM MPOIIECC, HA OCHOBE KOTO-
poro cTpouTcs mpodeccuoHaIbHas AeATeIHOCTD YeIoBeKa. [1jist Ipyrux o0aacTeil MHTepBbIO UTPaeT
POJIb BCIOMOTaTeJIbHOTO HaBbIKA MO OTHOIIEHUIO K HEKOTOPHIM OCHOBHBIM OOSI3aHHOCTSIM.

Paccmotpum pasnblie kateropuu npogeccuil, B KOTOpbIX B TOM WJIM UHOW CTENIEHU UCTIOJIb3Y-
€TCsl UHTEPBBIO, U TTOMMEeM, K KaKOUW KaTeropyuu OTHOCSITCSI COTPYIHUKH chepbl MPOJaX.
OcCHOBHbIE KaTEerOpUU:

* Jliony, HENOCpeACTBEHHO paboTaroliye UHTepBbloepamu. Hampumep, cormonoru, KoTopble
MIPOBOJIAT OIMPOCHl OOIIECTBEHHOr0 MHEHWsl. Ha TakMx JOKHOCTSX MPOBEAEHHE MHTEPBBIO — 3TO
ocHOBHas1 (pyHKIMs. VX 00yueHre HampaBieHO UMEHHO Ha TIPUEeMbl HHTEPBBIOMPOBAHUS, a UX TPO-
(beccrOHAITBHBIN YCTIEX 3aBUCHUT, MPEsK/IE BCETO, OT X CIOCOOHOCTH Ka4eCTBEHHO MTPOBOIUTD UHTEP-
BBIO.

* DKCIEpThl, JJ1s1 KOTOPbIX MHTEPBBIOMPOBAHUE SIBJISIETCS] OCHOBHBIM METO/IOM, XOTSI 3T IPO-
(beccun NOMUMO MHTEPBBIO UMEIOT crielUYHbIN GoKyc. Peub uzer o ncuxuarpax, KIMHUYECKUX
TICUXOJIOraX, COIMAIbHBIX paOOTHUKAX M XKYPHAIUCTaX. DTU MPo(eCcCHOHATBHbBIE POJIM CHIIBHO pa3-
JIMYAIOTCS TI0O MHOTHIM XapaKTEPUCTHKaM, HO UX OObEAMHSIET UCTIONb30BaHNE MHTEPBBIO B KAYECTBE
OCHOBHOT'O MHCTPYMEHTA, KOTOPBIM alallTUPYETCs 10J] KOHKPETHYIO chepy.

* CoTpyAHUMKM MEIMLMHCKON U opuauueckor cgep. HaBblk MHTEpBBIOMPOBaHUS ISl HUX
HE OCHOBHO#1, OJJHAKO SIBJISIETCS1 BAXKHBIM JIOTIOJTHEHUEM.

* BusHec-ponu, B KOTOPBIX (PYHKLIMSI MHTEPBBIOMPOBAHUS MPAKTUKYETCS, HO MPAKTUYECKU
HE NpU3HAeTcs. AJIMUHUCTPATOPbI, O(PULIMAHTHI, IIKOJIbHBIE YUUTENSI HE MPOXOIAT CHEUUATIBHOTO
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0OyueHHUsl, KaK MPOBOAUTh MHTEPBBIO. M BPsII JIM CUMTAIOT TAKylO MPAKTUKY 00s13aTeIbHOM. XOTs
CJIOXKHO MPEJICTaBUTh, KaK YCIEITHO OyayT paboTaTh JOIU B 9TUX 0OJACTIX, He 001agas KOMMYHH-
KaTUBHBIMH HaBbIKaMu. OHU HEOOXOIMMBI [JIs YCTIEIITHOM padOThI, a yMeHUe OpaTh UHTEPBBIO UMEET
OrpOMHOE 3HAYEHHE.

S ybexieH, 4To COTPYAHUKOB OTIEIOB MPOJAK CMEJIO MOXKHO MPUYUCIUTD KO BTOPOU KaTero-
pun. Boicokuii 00beM Mpojiak HAMPSMYIO KOPPETUPYET C pa3BUTHIM HABBIKOM MHTEPBBIOMPOBAHUS.
XO0Ts O4eHb MHOT'O OTACJIOB NIPOJAaXK, B KOTOPBIX MEHCIKCPHI 110 IMTpoAa)kaM Ipr O6HI€HI/II/I C KJIUCH-
ToM 90% BpeMeHM rOBOPSAT CaMM U MOYTH HE 33Jal0T BOMPOCOB. Takoe MojIokKeHUe /1 CBUIETE b~
CTBYET TOJIbKO 00 OJJHOM: MHOTHE He 3HAIOT TIPUHITMITIOB MHTEPBHIOMPOBAHUS.

B pamkax mpoBeieHHsI UHTEPBbIO MOXHO BBIICUTH HECKOJIBKO (hOpM OOIIIEHH I, KOTOphIE TaK
WM MHAa4Ye MUMEIOT OTHOIIEHHE K 3TOMY kaHpy. [[y1st 6osee MoimHoro ux MOHUMAaHUs OTPeNeS MM UX
CMBICJI ¥ OTJIMYUA APYT OT Apyra.

dmuaJjor

It0 oOIeHre ABYX Jofiel, B (pOKyce BHUMaHMs KOTOPBIX HAaXOAMTCS Kakas-To Mmpoosiema.
KoneuHast 1iesib Takoro oOIIeHus1 — B3aUMHBI OOMEH MHEHHUSIMH T10 TIOBOY KOHKPETHBIX BOIPO-
coB. Takum 06pa30M, AHUAJIOT HYKCH [JI BBIACHEHU A ITPUHIHUITMAJIBHBIX OTJINYMI MEXKAY MHEHUSMU
CYOBEKTOB OOIICHHUS.

Becena

10 oOIIeHNe BYX WK OoJiee JToJel, KOTOpOoe MPOUCXOIUT B ONpeesieHHOe BpeMsi U B Ofpe-
neneHHOM Mecte. OHO MOCBSIIEHO 00CYKIEHUIO OJJHOTO MM HECKOJIBKUX BOITPOCOB, KOTOPBIE BBI3bI-
BAIOT y YYaCTHUKOB OOIIIEHUSI TTOBBIIIIEHHBIN HHTEPEC.

Pasrosop

D10 BepOaIbHOE B3aMMOJCUCTBHE COOSCEIHUKOB OTHOCHTEIBLHO JIMUHBIX U OBITOBBIX TEM,
KOTOpBIE BBI3BIBAIOT MHTEPEC Y YYACTBYIOIIMX CTOPOH. Pa3roBop He SIBJISIETCS METOIOM WHTEPBBIO,
MOTOMY YTO y €r0 YYaCTHUKOB OTCYTCTBYET KOHEUHasI 11eJ1b. Pa3roBop MOXeT CITyKUTh SMOITUOHAITb-
HOU TpeNorel repe OCHOBHBIM UHTEPBBIO.

«IIpoodasica — smo duanoe uau deceda. B omauuue om pazeo8opa oHU HOCSIM 3A6EPULEHHDIL
xapaxkmep, u MeHeoOxcep cmasum KoHKpemuyto ueaw. [losmomy 6 knuze 6yoym gpuzypuposams smu
060 HA36AHUSL».

OOBEKTOM MHTEPBBIO SIBJISIETCS OOIIEHUE, OHO OIpeAeIsieT ABa BUJa KOMMYHUKAIIUH: JINIHYIO
1 IpopeCCUOHATIBHYIO.

JInunas KOMMYHHUKAaIAsL

OnyH yenoBek 3arpaimmBaeT HH(POPMALMIO, a JPYroil NpeaocTaBiser ee. Takoe B3auMoaeu-
CTBHUE MIOCTOSIHHO BCTPEYAETCSI B PEAIbHOM KM3HHU. MBI €5KeIHEBHO MOIAEPKUBAEM €r0 C APY3bsIMH,
ceMbeil, KoJUIeraMy ¥ IPOCTO CO CITyYaitHBIMK 3HAaKOMbIMU. VI3 3TOro oToka cooOIeH!i Mbl y3HaeM,
KaK pasHble JIIOAU BUASAT MHUP, YTO OHH JYyMAIOT, KAK OHM OOBIYHO MOIXOIAT K PElIeHHIo mpodiem
u T. 1. YeMm yaire oOIaemMcs ¢ 4eJIOBEKOM, TeM IOJIHee CKJIafiblBaeTcs mpejcrapieHue o Hem. Cre-
JI0BaTEJILHO, €ro MOBEeJEHNEe CTAHOBUTCS /151 Hac Oosiee mpeickasyeMbIM. Tak, Mbl, BEPOATHO, 3HAEM,
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TUTAHUPYET JIM JIPYT KyIUATh HOBYIO MAIIIMHY, JIOBOJICH OH CBOEH TeKyIel padoToM, B KaKylo CTpaHy
OH COOMpAeTCs Ha OT/IBIX.

AOCOIIOTHO MHASI CUTYalUs IIPOUCXOAUT C HOBBIM 3HAKOMBIM. [OMyCTHM, MBI C KEM-TO MO3HA-
KOMMUJIUCh HEZIENIO Ha3a. DTO TOUYHO HeNb3sl Ha3BaTh JIOJITMM OOILIEHHEM, TOITOMY Mbl MUHUMAIIBHO
MH(MOPMUPOBAHBI O KU3HU M MBIIIIJICHUH HOBOTO 3HAKOMOTO. TO, YTO MbI 3HaeM O YeJIOBEKE, 3aBH-
CUT OT KOJIMYCCTBA U Ka4veCTBa ITpOLIJIOTrO B3aHMOHCﬁCTBHH nu O6HIGHI/IH C HUM. HonyqaeTcsI, 4qTo
CBSI3U C JIIOIbMU, KOTOPBIX MBI XOPOIIIO 3HAEM M YaCTO BUAMM, HAMHOTO TITyOKe ¥ KaueCTBeHHee, YeM
CO CJTy4aifHBIMU 3HAKOMBIMHU.

MBbI paccMaTprBaeM OTHOIIEHHS € JIIOOBIM YEJIOBEKOM Kak MOCJIeI0BATEIbHYIO Yepely B3au-
MOJICVICTBUI B T€UEHUE OIPee/ICHHOTO Meprosia BpeMeHn. OHa MOXKET COCTOSITh M3 Pa3HBIX COOBI-
THIA: Tiepeaya MH(OpPMAIIMH, MOIMBITKN OKa3aTh BIMSIHUE, OOMEH BrevaTiIeHusaMH U T. A. Ecim Hac
CIIPOCST, YTO HAIll POACTBEHHUK WJIM OJM3KUI JPYT AyMaeT MO TOMY WJIM MHOMY TIOBOJLY, MbI, BEpO-
SITHEE BCEro, OTBETHM Ha 3TOT Bonpoc. MbI OyZieM OCHOBBIBAThCS Ha CYXJICHUSIX, KOTOpbie ChOpMHU-
POBaJIHCh Y HAC Oyaroapsi MPOIUION Yepe/ie B3auMOICHCTBHIA.

C HOBBIMHM 3HAaKOMBIMU HEMHOI'O CJIOKHEE, IOTOMY 4YTO HaM ropaszio TpyaHee (popMHUpPOBaTh
noyioOHble cyxaeHus. [TpuurHa — HeOobIas YacToTa ¥ HerTyOOKHIA XapaKTep MpeIblIyIero B3au-
MozeicTBrs. Tem He MeHee, Mbl YacTO OKa3blBa€MCsl B CUTYaLIMsIX, KOrja BaXKHO MMETh Pa3HOTO pojia
3HAHUS O YeJIOBEKe, C KOTOPHIM MBI MAJIO 3HAKOMBI MJIM BOOOIIIE BUIMM €ro BIIEpBbIE.

IIpodeccnonanbHass KOMMYHHKAIHS

O6cyxnast HABBIKM COTPYJHUKOB MPOJAK, s BCEra MPOBOXY aHAIOTHIO ¢ BpadoM. VIMeHHO
OHa HamOoJiee TIOKa3aTesIbHA U TIOTHOCTBIO OTpaXkaeT Xapakrtep oOmeHus. [IpeacraBum cutyarmio:
K Bpadyy Ha TpUeM MpHIIe] HOBBIA MaleHT M OOpaTWiICs 3a MOMOIIb0. [JoOpOayIIHbIA JOKTOP
MCKPEHHE XOUeT MIOMOYb, HO OH JIOJKEH BBISICHUTD Y MAIMEHTa HEKOTOPhIe MOAPOOHOCTH — XapaKTep
¥ MIPOJOIKUTETBHOCTD Kaj100, 00CTOATENILCTBA X BOSHUKHOBEHUSI M BOZMOKHOE BIIMSTHUE SMOIO-
HaJIbHBIX (pakTOpOB. [T0CKOJIBKY 3TO MEepPBbIi BU3UT NAllMEHTa K STOMY KOHKPETHOMY Bpaudy, UCTOPHsI
MPebIIY X B3aMMOJICHCTBHIA, B X0 KOTOPBIX Bpay MOT OBl IMOJTYYHTh COOTBETCTBYIOITYIO HH(OP-
MalMIo, Harpouyb OTCYTCTBYeT. O4YEBUHO, YTO Bpad HE MOXET TPAaTUTh CBOE BpeMs, a MAalUEeHT —
OTKJIAJIBIBATh JICUEHHE JI0 TeX MOp, MOKA OHU OPraHW3YIOT Psj BCTPeU, YTOOB HAJIAJAUTh KOMMYHH-
KaIMIOHHYIO CBSI3b, TIOCJIE Yero Bpad codepeT HeoOXoaumble (hakThl O MalFeHTe. Y Bpaya B pacropsi-
JKEHUU TIoT9aca WM 49ac, YToObl MOTyYUTh HEOOXOAUMYIO MH(OPMAIIMIO, HA3HAYUTD Psifl aHATU30B
Y TIOCTaBUTD MTPEIBAPUTEIILHBIN IUATHO3.

B T0 e Bpemsi MHOTOE U3 TOT0, UTO 3HAET MallMeHT, He TOJDKHO KacaThes JokTopa. Hampumep,
IJIA TIOCJIEAHETO HE UMECT 3HAUCHM A, UYTO ChIH ITIallMEHTA ITOIICII B HepBbeI KJIaCC MUJIK 4YTO €ro HIO6I/I-
MBIH 1IBET — 3eJIeHbIi. BakHbI (hakThl, KOTOpbIE KacaloTcsi 60e3HU. Bpau cMokeT moctaBuTh Oosee
TOYHBIN JUar"Ho3, €Cjiu, IOMUMO 3HaHU A (bI/I3I/I‘ICCKI/IX CUMIITOMOB, OH MMOUMET HEKOTOPBIC OIMaCCHUA
HalyeHTa Mo MOBOJLy UCTOPUH O0JIe3HH CBOEH ceMbH. [JOKTOpY Tak:ke OyAeT MOJIe3HO MOHUMATh, YTO
MaIyeHT He U3 TeX JIOJEH, Y KOro KOJIBHYJIO, U OHU cpa3y OeryT B 6onbHuUILy. Mn, Hao60poT, Heslo-
BEpUC K MCAWIHHE 3aCTaBJIACT €ro XAaTh, MPUKJIAABIBATL ITOAOPOXHUK, X TOJIBKO BO BpEMA IPECa-
CMEPTHO¥ MCTIOBEIM OH TIOyMaeT, He 3arucaThcst I Ha ipueM. HenoBepure nanmeHTa K MeIuIHe
MOXKET 6bITb CyHICCTBCHHBIM (paKTOpOM, BJIMAIOIINM Ha UX OTHOHICHUA, U, €CJIIM Bpa4 CMOXET ITO
IMOHATL, OH BBICTPOUT AUAJIOT B MHOM KJIIOYEC.
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CrnepnoBatenbHO, JOKTOPY TpeOyeTcsl TeXHHMKA, C TOMOIIBI0 KOTOPOW OH CMOXKET MOMYYUTh
32 OTHOCUTEJIBHO KOPOTKOE BpeMsl TIOJIHYI0 MH(pOPMALIUI0, HEOOXOAUMYIO ISl pEelIeHHs] MeIUIH-
CKMX TpoOsieM ManveHTa. Bpad JOMkeH yCTaHOBHUTH CBSI3b C HOBBIM MAIMEHTOM, MPH KOTOPOW
B3aUMOJICHICTBUE OyJeT COCTOATh B OCHOBHOM W3 MH(MOPMAIMKM OTHOCHTEIILHO paccMaTprBaeMou
npoGsiemMbl. IMEHHO 1J1s1 YCTAaHOBJICHUSI TAKOM MOJETM B3aMMOJEHCTBUS Bpady HETUIITHUM OyaeT
OBJIJIETh CTIEIMAIIBHBIM HAOOPOM IIPUEMOB MHTEPBBIOMPOBAHUS U CTATh MHTEPBBIOEPOM.

W Bpau He yHUKajJeH B 3TOM OTHOLIEHUU. MeHekepy MO Mpojaaxam, KOTOPBIN BbISBIISET
NOTPeOHOCTH KJIMEHTA U MpeaJiaraeT ONTUMAaIbHOE pelieHre, Tak:ke HeOOXOIMM HaBbIK MHTEPBBIO-
upoBanus. [Ipu B3aumozneincTBUM ¢ MOTEHIMATIBHBIM KJIMEHTOM OH B JIEMCTBUTEIBHOCTU IPOXOAUT
TOT K€ CaMblil TyTh, KOTOPBII XapaKTepeH AJis lapbl «Bpau — NauyeHT». NHpopMaoHHblii Mycop,
HE OTHOCSIIIUICS K paccMaTprBaeMoii podiieMe, MEHeIKep UCKIII0YAeT, a MOoJIe3Hble CBEICHNUsI pac-
KPbIBaeT 1 MOJIy4aeT B OJIHOM 00beMe 3a KOPOTKHIA NepHO]] BPEMEHH.

MBp1 HaOJTI01aeM OUEBHUTHYIO CXOKECTh B KOMMYHHKAIIUN MEXIY ABYMS MTapaMU: HHTEPBIOED —
PECIIOHJIEHT U MEHEJIKep MO MPojiaxkaM — MOTeHIUATbHBINA KJIMEHT.

XapakTepHble 0COOEHHOCTH MHTEPBbIOEpa/MeHeIKepa:

¢ JI1060MBITCTBO

Kak viHTEepBBIOED, TaK U MEHEIKEP UMEIOT K COOSCETHUKY Psijl BOITPOCOB, HA KOTOPBIE JKEJIalT
HOHy‘II/ITI) OTBETHI C ITOMOIIBIO FpaMOTHO BI)ICTpOGHHOI;'I KOMMyHI/IKaHI/II/I. OTJII/I‘{I/IG COCTOUT B TOM,
YTO MOCJIe MOJTyYeHUsI BCEX OTBETOB padoTa MeHekepa He 3akaHunBaeTcs. OH MPOIOIKaeT alib-
Helilliee B3aMMOJICHCTBUE C LICJIBIO JOBECTH OOIIEHHUE JIO JIOTMUECKOTO KOHIIA — OCYIIECTBHUTH TPO-
naxy. IHTepBBIOED Ke OrpaHUYMBAETCS IIPOBEACHUEM UHTEPBBIO.

» Hasimume niesnenonaranus
WutepBbioep 1 MeHe1kep py 0OIIeHNH CTaBAT cebe 11eb. becrienpHoe ooiieHne — 31o oopmar
pasroBopa.

» GoKycHpOBKA Ha OMpe/ieIeHHON 001acTu

B 3aBucumoctu OT 3aja4, KOTOpbIe CTOAT IMEpe]] MHTEPBbIOEPOM, MOXKHO BBIACIUTH OTIEITb-
HbI€ BUIbI HIHTEPBbIO: UH(OPMAIIMOHHOE, MHTEPBBIO-pacciieoBaHue, MPodeCcCUOHATBHOE UHTEPBBIO
u 1. 1. [Ipomaxu aHamoruyHo aensatcs Ha Harpasienus: B2B, B2C, B2P, B2G; no cepam: OaHKH,
npoMsbllIeHHOCTh, T u T. 1.

» OuIbTpaIKs MOayYaeMoi nHGOpMaIn

[Tpu3Hak KayeCTBEHHO MPOBEICHHOIO MHTEPBBIO — MOTyUSHHUE MaKCUMAaJIbHOW MH(OpMAIIUK
3a MMUHUMaJIbHOE BpeMsi. OH MPeKpPacHO COOTHOCHTCS C MPOLIECCOM MPOaxk, KOraa Mpyu OOMEHUM
C KJIMEHTOM HYXXHO OTCEYb JIUIIHION WH(GOPMAIHMIO U B CKAThle CPOKH «OOHAKUTh» OCHOBHBIE TPO-
OJIEMBI KJIMEHTA.

* TpeboBaHus K CyOBbEKTYy UHTEPBBIO

[MpodeccnonabHbIE UHTEPBBIOEP TAK ke, KaK U MEHEKep Mo mpodaxkam, oOnagaeT orpe-
JeJIEHHBIMU HaBBIKAMH, KOTOPbIE TTOMOTAIOT €My 3aHUMAThCS JIIOOUMBIM JIEJIOM U JIOCTUIaTh HOBBIX
BBICOT. be3 onpeneneHHbIX 3HaHUI ¥ IPUMEHEHU S UX Ha MPAKTHKE eMY He CTaTh MPOgECCUOHAIOM.

Takum 00pa3oM, MHTEPBBIO OPraHUIHO UHTET PUPYETCS B ITPOLIECC MPOAK, 3HAUUTEILHO ITOBBI-
11asi ypOBEHb KOMMYHMKALIVH.
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Buabl uHTEPBLIO

Mol OyaTO WrpaeM ¢ KHMKKOH-PACKpacKOW — aKKypaTHO 3alofHsIeM KpacKaMy KOHTYPHI
pucyHka. HaunHaeMm mposiBISTh LIEJIOCTHBI 00pa3 MeToia MHTEpPBBIO B Mpoaaxax. [locMoTpum,
KaKMe BU/Ibl MHTEPBBIO CYIIECTBYIOT, U BBISICHUM, KaKME U3 HUX MOIXOIAT /1S cpepbl Mpoak.

Mo:xHO BBIICIUTH cJieayromue TUIoJIoruu.
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HHTepBbIO IO XapaKTepy 3a/laBaeMbIX BOIIPOCOB

(I)OpMaJII/I30BaHH06

Takoe MHTEPBBIO MPeJHA3HAYESHO IS [TOTyYeHU s OMHOTUITHOW MH(OPMAIMHU OT KaXkA0ro code-
ceHUKa. IHTepBbIoep 3apaHee COCTaBIISIET BOMPOCHI U CTPOTO ClieAyeT MM BO BpeMsi 6ecenpl. OH roi-
HOCTBIO COOJIONAET MX MOCIEA0BATEIbHOCTh M (hOpMYIMPOBKUA. OTBETH COOECETHMKOB JIETKO CPaB-
HUTb U KJIaCCH(UITMPOBATH IO BHIOPAHHBIM K PUTEPHSIM.

IIpumep

MapKkeTUHIoBbIi OIpoc MO TenedoHy. 3BOHUT OTBETCTBEHHBIN COTPYIHUK
KOMIIaHUM U 3aJaeT MOKYINaTell0 CTaHAAPTHBIM CIIMCOK BOIPOCOB. [lomyctum, oH
XOUeT MOJYYUTh OOpPATHYIO CBSI3b O TOM, HACKOJIBKO IOKYINATENI0 MOHPaBUJICA
cepBUC KOMIAHUU. VIHTEpBBIOEP HE OTKJIOHSAETCSA OT NEPEYHsl BOIIPOCOB, a €CIU
TMIOKYIaTes b BBICKA3bIBAET CBOE MHEHHE U IIPOCUT COTPYIHUKA JaTh KOMMEHTapui,
TO MOCJIEAHUH, ¢ OONBIION BEPOATHOCTBIO, HE OyJeT pa3BUBATh 3TY TEMY, a IPOCTO
3a(prKcUpyeT BhICKa3bIBaHUE COOECEIHUKA.

Hoaydopmain3zoBanHoe

I/IHTCpBbIOCp 3apaHEC COCTABJIACT BOIIPOCHI, HAa KOTOPBIC IVIAHUPYET MMOJIYYHUTh OTBETHI. B xone
6CCCJ1LI OH MOXKET KOPPEKTUPOBATH BOIIPOCHI, OHPEHCIATL UX NOCICAOBATEIbHOCTD, HOIIOJIHATD,
a TaKIKe YT. )IY6JIHTBC$I B UHTCPECYIOIUE €O TEMBI.

IIpumep

B xoMmaHuio 3BOHUT MOTEHLIMAIbHBIM KJMeHT. [lepBocTeneHHas 3agavya —
Ka4eCTBEHHO KBAIU(UIMPOBATh coOecepHuKa. {11 3TOro Jydlie HCIoib30BaTh
TMIOJITOTOBJIEHHBIN CITUCOK BOITPOCOB, Onarogapsi KOTOPBIM BBISICHUTh, HACKOJIBKO
OH SIBJISIETCS TIEJIeBBIM M TIOHATh €r0 MepBOHAvYaIbHBIE MOTpeOHOCTH. Temarnka
BOIPOCOB HAIPSIMYIO 3aBHCUT OT cepbl Ou3Heca. [IpuMepHBIN My BOIPOCOB,
CKOpee Bcero, OyleT BINISAETh CIISIYIOIIM 00pa3oM:

— Kr0 3B0HUT?

— Kakoii npoaykt HyxeH?

— B kakom konmmuectse?

— Kyna Tpebyercst nocraBka?

— Koraa KJIMeHT ruiaHupyeT NpUHATh PEIEHNE O MOKYIIKe?
-UrT. 1.

«Yacmas omubka meHedxHcepos no nNPooaXIcam — omeeuams Ha 60NPOCyl KAUeHma, He 3a0a6ast
ceoux. Imo cmagum meHeoxHcepa 8 NOUUUIO UHIMEPBLIOUPYEMO20, d HE UHMEPBLIOEPA.

HedopmanauzoBannoe (cBo00gHOE)

B ommuume ot IBYX NMpUBEICHHBIX BBIIIE BUIOB 3TOT TUIT MHTEPBBIO MTPEAOCTABIISAET UHTEPBbIO-
epy NoJHBIA KapT-Onadm. OOiieHre ¢ codeceJHUKOM He TpeaycMaTprBaeT HHU XKECTKO perjiaMeH-
THPOBAHHOTO HaOOpa BOIIPOCOB, HU CTPOTOM CTPYKTYpPHI pa3roBopa. MHTEepBbioEp OHUMAET, KaKue
CBEIEHMSI OH XOYEeT MOITYyYUTh OT COOCeTHUKA, TUITAHUPYET OyayIIyio Oecemy  CeayeT STOMY IUIaHy,
NPy HEOOXOIMMOCTH OTKJIOHSISICh OT HAMEYEHHOTO Kypca. B cBs3u ¢ 3TMM conepkaHre MHTEPBHIO
MOXET MEHSThCSI B 3aBUCUMOCTH OT COOECEHUKA: B XOfle KaKIOTO Pa3roBOpPa MOXKET MOSIBUTHCS
ToJIe3Hast He3arulaHMPOBaHHAs MH(OpPMaIIFs, Ha KOTOPOH HEOOXOTUMO C(hOKYCHPOBATHCS.
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IIpumep

Mb! HazHauWIM BCTpedy C KJIMEHTOM (o(prallH WM OHJIAMH, HE HUMEET
3HaueHUs). 3apaHee MOATOTOBUIMCh K 3TOMY MEPOIPUSITHUIO: COCTABHIIM CIIUCOK
00s13aTe/IbHBIX BOIPOCOB, KOTOpPHIE HaMepeBaeMcsi 3a/aTh B XOIE pPas3roBoOpa,
U CIUTaHMPOBAIM KaHBY MpeNCTosIIero pasropopa. OJHUM U3 BaXHBIX SIBJISETCS
BOIIPOC O TUIAHUPYEMOM OIO[KETE — CyMMe, KOTOPYIO MOTEHLIMAIbHBII KIIMEHT TOTOB
TNICUXOJIOTMYECKH U (pu3nuecku notpatuth. [IpeacraBum, 4yTo BO BpeMsi BCTpeud
MBI 320bUTH 33JaTh BOIPOC Mpo OromkeT. Ho KIMEHT KOCBEHHO 3aTpoHyI B Oecesie
TeMy (OpMHPOBaHUs OOIIMX pACXOAOB KOMIIAaHMM. B 3TOM ciydae JOTrHMYHO
Pa3BUTH €€ Jajibllle: OMOCPEIOBAHHO Y3HATh, KAKyl0 CYMMY PacXOIOB IUIAHUPYIOT
cchopMupoBaTh B paMKax KOMIIAHMM HA 3TOT BUA MHpoAykTa. Takum oOpaszom,
MBI TIBITAEMCSl HAUTHM MHHUMAJIBHYIO 3alIeNKy, KOTOpas OKaKeTcs MPEeKpacHbIM
MOJICTIOPbEM 151 (POPMUPOBAHMST KOMMEPYECKOTO MPEAIOKEHHS.

Ha npakTtuke pacnpocTpaHeH KOMOMHMPOBAHHBIA BU/1 MHTEPBbI0. OHO HAUMHAETCS KaK MOJTy-
(opmasn30BaHHOE, a Jajiee MOKHO HaOMIOAaTh MUIABHBII MEPeXo] B CTOPOHY HehOpMaIU30BaHHOTO.
Hano ormeruTsb, 4TO NMpoBeeHne CBOOOJHOTO UHTEPBBIO TPEOyeT OT MHTEPBbIOEPA BBICOKOIO IMPO-

(I)CCCI/IOHEUII/ISMa, IpyAUlIMU U TAKTA.
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NHTEPBHIO 0 XapaKTepPy BOBJIE€YEHHOCTH HHTEPBbIOEPA

HanpasJsennoe

OTa TUINOJIOTUSI UHTEPBBIO OYEHb CXOXKa C MpelblAylIel, HO uMeeT psan orruuil. [Ipu mpo-
BE/ICHUM HAIpPaBJIEHHOTO MHTEPBbIO MHTEPBBIOEP CaM YIPABJISET XOIOM Oecellbl, ONpeensieT TeMy
BOIPOCOB U MX TOCIeqoBaTeIbHOCTh. COOeCeJHNKN He BHIOMPAIOT BAPUAHTHI OTBETOB, a OTBEYAIOT
B cBOOOIHOM (popme. IHTEpBBIOEp MOKET BMEIIAThCSI, YTOOBI 32/1aTh YTOUHSIIONIHIA BOIPOC WU BEp-
HYTb COOECEeJHUKA K OIPEIEICHHOW TeMe, €CII OH OTBJIEKCSI.

Takoii popmar auanora B OOJbIIEN CTENIEHM HECOBMECTUM C TMOTYyYEHUEM HeTIpeABUACHHBIX
OTBETOB OT codeceHuKa. HarpaBieHHOCTh Bcerna orpaHuYrBaeT ryOrHy HH(OPMAIUH, MOTyYeH-
HYI0 OT peclOHJeHTa. BOMpoCk npy TakoM METOJe MHTEPBBIO 3aCTaBJIAIT cOOECeTHUKA aKLEHTU-
pOBaTh BHUMaHKE Ha TeX TeMax, Ha KOTOPBIX OH, BOZMOXHO, HE OCTAHOBHWJICSI Obl TI0 COOCTBEHHOM
WUHUITUATUBE.

IlorynanpaBjieHHOe

WHTepBBIOEp UCTIONB3YET B padoTe 3apaHee MOArOTOBICHHBIN CIIMCOK BOIPOCOB, KOTOPbIE OH
3agaeT B xozie 6ecepl. OH HAIpaBIIsieT COOECeJHUKA, €CIIH Y TOTO BO3HUKAIOT POOIeMBI ¢ (hopMyITu-
POBKOW M U3JIOKEHUEM CBOMX MBICIIEH. PeCrioHIeHTY mpeiocTaBIIsieTcs MoJIHasi CB0O0/a CJI0BA B paM-
Kax 0003HAYeHHOUW TeMbI, & Y MHTePBbIOEpa MOSBIISETCS BO3MOKXHOCTD IMOMYUYUTh HOBYIO MH(OpMa-
OUI0.

Henanpasiennoe

ITpu mpoBeieHNH MHTEPBBIO MHTEPBBIOEP 0003HAYAET TeMy 11 OOCYKIeHUs U JaeT codecel-
HUKY cioBo. [Ipr TakoM hopmare 3a/1a10IIKi BOITPOCHl MUHMUMAIbHO BMEIIUBAETCS B X071 Oece/pl,
u3peKa Hampapisiss pecrioHzieHTa. OH MOYTH He 3aJlaeT BOIIPOCOB M HE MEPEBOAUT TUAJIOT Ha Te
TEMBbI, KOTOpbIe MHTEepecHH! eMy. Ero kimo4eBas 3a/1aua — HaIpaBJIsATh MbBICIIM COOECEIHNKA U TTIOMO-
ratb €My BBICKA3aTbCs.

WHpiMuy cioBamMH, HEHANpaBJIeHHOE MHTEPBBIO Beeraa OyaeT HepopMain30BaHHbBIM, B TO BpeMsI
KaK HarpapJjieHHOE MOKeT ObITh Kak (hOpMaIM30BaHHBIM, TaK ¥ HepopMasn3oBaHHbIM. Tako# mop-
XOZI AaeT BO3MOKHOCTh COOECEHUKY BBICKA3aThCs TI0 BAXKHEHIMM IJIs1 HETO TeMaMm, a He 10 TeM
BOIPOCaM, KOTOPbIE KaXyTCsl 3HAYMMBIMU TOJIBKO 1s1 UHTEPBBIOEPA.
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NHTEPBHIO 0 XapaKTepy Nogay4aeMon nH(popManun

IHosyuyenue nH(popmManmu o JUYHOCTH coOeceHUKA

B nentpe BHuMaHus HaxomuTcs durypa codecemnuka. OH pacKpbIBaeTcs, KOrJa JETUTCS
CBOMM MHEHHEM Ha Te WJIM UHbIE COOBITHS, COOOIAeT (PaKkThl ¥ MPUBOIUT JIIOObIE OIIEHOYHBIE CYXK-
nenusi. Harpumep, ecnu Hair coOeceIHUK HETaTUBHO OT3BIBAETCS O JPYTMX MOCTaBIIUKAX, TO MBI
npearonaraeM, 4to padoTta ¢ HUM, ¢ OOJIBIION /I0JIel BEPOSTHOCTH, CTAaHET HETIPOCTOM.

IHosyyenue (pakTHYECKHUX CBeIeHUN

B otiiume ot npenpiayIero Buia MHTEPBbIO Mbl (DOKYCUpYEMCsl Ha CYXUX (paKTax, B TO BpeMs
KaK cOOECeTHHK BBICTYIAET B KAUeCTBE yI0OHOTO MHCTPYMEHTA ISl TTOJyYeHHs] STUX JaHHbIX.
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IIo xapakTepy OTHOIIIEHHSI COOeceJHNKA K HHTEPBbIO

JloAabHLII cO0eCceJHHK

OXOTHO UJIET HA COTPYAHUYECTBO.

HefiTpaabHblii co0ece THUK

He ropur *kenaHuemM cOTpyIHUYATh, HO U HE OTKa3bIBAeTCS UATH Ha KOHTaKT. Korma cobeces-
HUK HE TIOMOTaeT BECTU UHTEPBbIO, ITO MOXKET CTaTh MPUYUHON MpOBaa Il HAYMHAIOIIUX UHTEP-
BBIOEPOB.

«Bpenublii» codeceHUK

Yacroe siBlIeHHE, KOTJIa MEX/ly HHTEPBBIOEPOM U COOSCeJHUKOM BO3HUKAET «BBICOKAsI CTEHA

C KOJII0Yel MPOBOJIOKOW». B Takow cuTyaluu /J1aTh TUIOOTBOPHOTO auajiora He mpuxoautcs. CHa-
yaJia motpedyercsi CHeCTu Oapbep.
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Ctuib BeieHUsI HHTEPBbIO

Markui

IMogpasymeBaeT BE:XJIMBOE U TAKTMYHOE BeJEHHUE pa3roBopa ¢ codeceHMKoM. Bce kommenTa-
PUU ¥ YTOUHEHUS] IPOU3HOCATCS B A€TUKATHON (hopMe.

Kectkuit
[Tpu Takom cTuiie BeieHUsI MHTEPBBIOEP MOXKET aKIIEHTUPOBATh BHUMAaHUE HA TPOTHBOPEYH-
BBIX BBICKa3bIBaHUSIX, IPy0O mepeduBaTh coOeceqHUKA, 3aJaBaTh HEYJOOHBIE BOIPOCHI, IICHXOJIOTHU-

YeCKH JIaBUTh Ha Hero. Takoi CTWIIb BO MHOI'OM HAllOMHMHAET JIONPOC, KOT/a CJIe/IOBATENb MOydaeT
HEeoOXoaMMYyI0 UH(POPMAIIHIO OT OOBUHSIEMOTO.
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NHTEPBHIO 10 TUNIAM BOIIPOCOB

HOI(I‘OTOBJICHHI)Ie BOIIPOCHI

Msl yroMuHamM 00 3TOM, KOTjia TOBOPHJIM, YTO Y MEHeIKepa MO IMpojaxam, TakK ke Kak
y MHTEPBBIOEPA, TOATOTOBJIEH CITIMCOK BOIIPOCOB, KOTOPbIE HEOOXOAMMO B MEPBYIO Ouepelb 3a]aTh
KJIMeHTy. PopMUpYyeT TaKo¥ CIHMCOK JIMOO PyKOBOAUTENb, TMO0 caM MeHemkep. ConepxaHue BOIpo-
COB B CIHCKE CHJILHO 3aBUCUT OT chepbl OM3HEcCa 1 MPOAYKTa, KOTOPbIN MpeiaraeT KOMIIaHHsI.

C noMol11pio TaKUX BOIIPOCOB MEHE/IKEP pelllaeT Kak MUHUMYM TpU OCHOBHBIE 3aJa4u:

» Kpaymiunmpyer KJIMeHTa.
* GopMupyeT LEHOBOE KOMMEPUYECKOE MPEIOKEHHUE.
* BhbIsICHSIET BO3MOXHOCTb JJOITPOJAKH.

IIpumep

[IpencraBuM, YTO MBI NpOJAEM YCIYTY apeH/bl 3aropogHbIX JOMOB
Ha JKMBOMUCHOW TypOaze. OTBeyaeM Ha BXOASAIIMI 3BOHOK MOTEHIMAIBLHOTO
KJIMEHTA. 3a/iaya — ONpee/IUTh IEPBOHAYAJIbHBII KOHTEKCT, B KOTOPOM HaXOAUTCS
cobeceHUK. BeposiTHO, yMECTHO 3aaTh CJIe/lyI0IIUe BOIPOCHL:

* Ha kakyio 1aTy Bbl XOTUTE 3a0pOHHPOBATh KOTTE/1XK?

* CKOJIBKO JIHEl BbI IJTaHUpYeTe IPOBECTU Ha TypOase?

* CKOJIBKO 4YeJIOBEeK MpueeT?

* Ectb 1 y Bac netu?

* Bbl paccMaTpuBaeTe KOTTEK C CAyHOW MJIM MOXHO Oe3 Hee?
 HpaButcs 1 Bam O6ans? [lnanupyere ee moceTuth?

Bormpocsl MOTyT BapbHpOBaThCsl, UX HAOOP 3aBUCUT OT HECKOJIbKUX MEPEMEHHBDIX.
NMnpoBu3npoBaHHbIE BONPOCHI

C IMOMOIIBIO TAKUX BOITPOCOB MBI PACKPBIBAEM B XOI€ AUaJIOra Ty I/IHCpOpMaI_lI/IIO O KJIMEHTE,
KOTOPYIO HE NIOJIYUWJIX € IIOMOLIBIO MOATOTOBJICHHBIX BOIIPOCOB. Tax MbI He YIIYCTUM Ba:XHBIE CBC-
AC€HUS, O KOTOPLIX KJIIMEHT MOKET YIIOMAHYTH HCOCO3HAHHO.

Haripumep, Mbl 00111aeMcsi C KJIMEHTOM, ¥ OH BCKOJIb3b YIIOMHHAET, YTO IOKYTAJ aHAJIOTUYHBII
NPOIYKT Yy KOHKYPEHTOB, HO 3TOT OIBIT OKA3aJICsl HETaTUBHBIM. [[J1s1 HAC 9TO TpUrrep, 4to ciaeayer
[1yOke KOIHYTb 3Ty TeMY U JeTajlbHee PacKpbITh MH(OPMALHIO.

IIpumep
Menemxep: CkaxuTe, ¢ Kakoll KoMmmaHueil Bbl padotanu? { crpammsaio,

9ToOBl TIOHMMAaTh, KakK CHeJaTh TaK, YTOObl Halle COTPYTHUYECTBO CTaJo
MaKCUMaJIbHO () (PEKTUBHBIM.
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KoHen 03HaKOMHUTEJIBHOT0 (pparmMeHra.

Texkcr npenocrasieH OO0 «JIutPec».

[IpounTaiiTe 3Ty KHUTY LIEJIMKOM, KYIMB IIOJHYIO JIEraJbHYIO 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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